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Greet Probe Solve Close
1. Greet and identify self
2. Acknowledge need
3. Offer to assist
4. Verify account info
5. Confirm account status
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1. Open-ended questions
2. Closed-ended questions
3. Select wrap code
4. Clarify and confirm issue

Product Specs/Feature G
uides

Q
A

 C
hecklist

1. Recommend Action
2. Provide Alternatives

1. Summarize issue
2. Present next steps
3. Confirm action items
4. Clarify/confirm result/alternative
5. Document
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