Self – Assessment Tool : Communication – The key to Customer Service 

Instructions Rate yourself from 4 ( very skilled ) to 1 (not skilled) .
1. I feel good about my communication skills .
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2. I smile at clients , families , and staff .




4
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2
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3. I make eye contact . 






4
3
2
1
4. I  introduce myself and wear my name badge .



4
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5. I learn names and use the correct pronunciations .


4
3
2
1
6. If  I don't understand , I seek clarification .
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7. I take a moment to calm myself before interacting with clients .
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8. I take responsibility for finding answer to questions .
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9. I answer the telephone promptly and with a smile (that help !) .
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10. I explain procedures clearly .
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11. I encourage clients and their families to ask questions .
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12. I encourage feedback about my work .
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13. I receive positive feedback about my work .
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14. I thank a colleague who helps me .
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15. I offer to help my colleagues .





4
3
2
1
16. I listen , knowing it is OK to be quiet and not have all the answers .
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17. I respect the clients' confidentiality .
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18. I apologize for delays .
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19. When I touch a client , I do it gently .
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20. I dress professionally and pay attention to my grooming .


4
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2
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21. I try to do something extra for clients, families , and colleagues .
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22. I am learning to deal with multiple demands on my time .
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23. I give compliments to clients , family , and colleagues 


4
3
2
1

( yes , doctors , too! ) .

24. I understand that I am still learning and that it is impossible to be perfect  4
3
2
1
25. I try to be myself , bringing my own special gifts to my nursing practice .
4
3
2
1
Scoring : Add the numbers you have selected . Remember that this is a self-assessment , and feedback from your instructor ,peers , and clients adds more data . 77 – 100 , High awareness of necessary skills . 53 – 76 , Average awareness of skills . Review your lower scores and select areas for growth . 25 – 52 , Low awareness of necessary skills . Pay more attention to skill development .
