Page 1 of 1

ATTACHMENT 36

Protocols for Contractor Monitoring of 

Office Walk-in Visits

Example Script.  Hello, my name is (insert name) and I recently re-located to Austin.  My family is re-locating in two weeks and I’m calling to find out what I need to do to enroll my child at your school.

Evaluation Information

	Date and Time of Contact
	Name of School/Dept.
	Name of Individual who handled walk-in

	
	
	


Evaluation Area:  Face-to-Face Etiquette

	Criteria
	Evaluator Response

	1. Was I immediately acknowledged by staff on arrival (made eye contact)?
	Y / N / NA

	2. Was I greeted in a warm and welcoming way?
	Y / N / NA

	3. Did staff immediately identify themselves?
	Y / N / NA

	4. Was staff voice tone sincere/professional/empathetic?
	Y / N / NA

	5. Did staff body language convey helpfulness and interest?
	Y / N / NA

	6. Did staff maintain eye contact throughout visit?
	Y / N / NA

	7. Did staff listen to understand my needs?
	Y / N / NA

	8. Did staff ask questions to clarify/gain information to assist me?
	Y / N / NA

	9. Was staff able to assist me directly?
	Y / N / NA

	10. Did staff thank me for visiting?
	Y / N / NA

	When language assistance is needed:

	11. Did staff attempt to communicate with me using basic Spanish phrases?
	Y / N / NA

	12. If unable to communicate, did staff quickly get someone to assist me?
	Y / N / NA

	13. Did staff continue to make me feel welcome while they were getting assistance?
	Y / N / NA

	Comments:










