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PROJECT: Money
SHOPPER CODE DATA ENTRY EDITING SA. #
Name Number Mame Number Name Number
32 Vedo 2t
7 3 M.oW BEER
Ll A e e Gy e
S A =3 AA ] ]
R I | i
A. Details of Call | Jeay Al Salis o
Bank Dhofar E FHogr
Bank Muscat D L. oy
Nati lanll ik gl il
1. Name of Bank to which ational Bank of Oman D ) i 1 PP RO AR |
call was made: HSBC-OIB | HSBC-QOIB <y a5 JoaV!
Bank Sohar 'l e 2y
Other Bank Specify: _ (322) ¢ oal oy
2. Call Centre Number J,L,{:\ C‘ W LY K e ad 2
Date | Month Year o el | el
3. Date of Call JaTy ey 3
Qe |6i2]of1]3]2]0]1]3 I f
Hours Minutes Jdan sl
4. Start Time to Call I g‘ I cl e say iy 4
A |
S.  Total Duration Call Hours Minutes Jdan il L TSV 2By f pene 5
INT: FRgMEP;:N: (:;3 A‘:ss:rern 8Y on Rkat) Al () riialy
PHON NKI ia 210N 3
(PBA), UPTO COMPLETION Ol oo & o JT“- L:: |
OF PHONECALL) {Aallsdt o :
06:00-09 am gleall 4 09:00 -06:00
09:01-12 am rleall L4 12:00 —09:01

6. Time Slot During which

Joa U iS5 6

j y 12:01n00n-03pm O skl L 03:00 -12:01 a1 48
call was made: Gl S asl -dal
BINT:  SELECT THE 3:01-6pm [ | Jsuh el i 06:00 — 03:01 ,n b S A
RELEVANT TIME-SLOT, e 010 R T - J‘:‘Ji vm'\:wfumsl
ACCEPT SINGLE ANSWER, 01-9pm #iasl o 09:00 - 05:01 al Gaal il
09:01-1am O [ Gsiie = 01:00 — 09:01 i
1:01-5:59am O | AW el 45:59 - 01:01
B. Purpose of Call JuaTY) iAo
of Weall 3
| Enqui Query Code | {3t e .
General Enquiry Product Nage: —_— | e e | . o
regarding a specific < T s - # i -1
; L INT: (Insert | (e dadl) rdaly [ i .
Product / Service from list) (5)aaae dars/miie
o (a3
. f Query Code {d M
2 Application for a Product Name: (i) ) l
New Product / e N -l ¢ oo dyaadl Qe -2
servi INT: (Insert | O J) ol | () 0a L/
ervice from list) =2 fome
3. Complaints / Complaint Code INSERTFROM | +(Autih 0o 1) 55520 o,
Grievances Ml f g8l .3
4. Other Please Specify Details: (Jeakidl 252 pla ) bt -4 1

T- Dt - ”’C’J’j)
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C. Appraisal of Interactive Voice Response (IVR)
system:

{(IVR) Agle U 40 puall Akadoa) aUS ol

4.1Appraisal of IVR system:

HIOTFATEEPT S PG IR 7 )

1. How would you rate the |VR system in terms of
Ease of navigation & user-friendliness?

L:.b‘_,.iebh:]\ie:_,_gh m\i‘ (.'er_m"uhihﬂehes A
?!.l.}:i:auy'ﬁ_, jﬂ\ U_”.m

0 Ng, the IVR was not at all easy to use

S P e Tl Gyt Y i Gy £ |

PL\L‘u‘ﬂ
dpie J8Egle a1 ke Wl 458 pocl) i) i (38 on

1 | Yes. the IVR was quite/reasonably easy to use * T - o Ph.-j ,"‘ 1
PL\.‘Lh.nY'I 3

2 Yes, the IVR was easy to use

|SAV1 e e ] A5 gl Aeka ! il IS ami | 2

3 Yes, the IVR was very_easy to use

OX O O

Pl (A 1aa g Ao il 45 poall adu¥! pli gl pai | 3

2. How would you rate the IVR system in terms of
clarity of instructions?

Lali e Lol 45 poall 4t i) ciad o) HiSy a8 2
o laglailh = oy
- L

0 | No, the instructions were not clear at all D (Y e Aaudly Aol S WS
1 | Yes, the instructions were guite/reasonably clear D Aol g J ke Jos [ la 22 A Shadaill ZOE el 1
2 | Yes, the instructions were ¢lear E R § DS Dlaglelh suns |2
3 | Yes, the instructions were very clear D jaa A} il Sladeill cani |3
D. Greeting g Al &
5.1 Greeting & Purpose of call JuaNt e i adl g s 30 5,1
1. Once you selected option ‘9’ onthe IVR, |2 Ha € Dladett ldad 3 "9" Jdia¥ o lbal ol 1
(“To speak to a call centre agent, press (Mention o )'_i.).. 4_5,, s ATy L e i) 5y alt
9"), how long did it take for you ta speak o el ey | AR e oS ("9 maal / YUY
to a PBA? seconds or ( tPBA an iail
INT: Specify duration in the space provided minutes) (ol daluall B Syl 2a) 2l

INT: Answer this question only if you selected the 'Call back’
option via the automated voice service
2. Were you called back by a PBA?

Bagaa” Judial & Aa0 o b Jib Jipad) 136 e o gla) rdaly
AV ) dari e et
*PBA Ji Da i JaViidel a2

3 Yes

and 3

0 No

0O

w0

if ‘no’, specify any additional comments here: *Note to
interviewers: This is not a mandatory fleld. Please fill in
any additional observations, if relevant. Qtherwise, leave
blank. This applies to this option for all future guestions.

o s omalall Aha Mt 1UA Ll Slighs 1 s ST 1
A Cldiallall dia L bla ) Ll 1 Gl Vb AdaY) Jia
JS e i e 48 Adayi &5 Y1y Alall St
AGS] Sla Yl Ablal G Add)

N/A

[PV

R

S Y |3

3. On picking up your call, did the PBA wish you, ‘Good
marning/ afternoon/ evening’?

s!i)l.‘.'l/)gﬂl CL_I—‘I“ ol ‘-’.u:gPBA Nyl ‘.L‘I e Ll MJ J.\l .3
‘."_)_A:L“ olass ngn.u

3 Yes

i 3

0 | No

O

w5 | 0

If ‘no’, specify any additional comments here:

T T T L TOW]

4, Did the PBA greet you in the same |language you

T pliai i it 2 Al iy PBA JV oy iay D 4

selected through the IVR system? ke Ll A5 palt
3 1} Yes Bd pui | 3
0 No D F R
if ‘no’, specify any additional comments here: U 40D} cdiglal o) aaa . "S" 13
2
+
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D. Greeting ua Al &
5.1 Greeting & Purpose of call JuaTi} (4 o all g a2l 5.1

5. Rate the PBA's greeting on his/her level of (Y A il B ,PBA S wn i oB S
courteousness:
0 No, the PBA was not at all courteous D S e 5 PBA 08 Al oS 0
1 Yes, the PBA was quite/reasonably courteous El Jpha S00 fada A I pBA DS et 1
2 Yes, the PBA was courteous g S PBA Y GRS
3 Yes, the PBA was very courteous [:] fas Ju PBA J A8 e | 3
6. Rate the PBA’s greeting on his/her clarity & pace of ()40 15 3 R3S £ 3l Gy PBA S inB 6
speech:
0 No, the PBA did not speak clearly & steadily D JIe )y 7 gud g PBA JI allly a8 S 0
1 Yes, the PBA spoke quite clearly & steadily D JHIEy 7 g g il JS00 [ le 22 JIPBA J1 pISE (gl 1
2 Yes, the PBA spoke clearly & steadily E IS )y £ ma pPBA S cans 2
3 Yes, the PBA spoke very clearly & steadily D JIe g taa gty JCIPBA A cas 3
7. Did the PBA introduce himself/herself by name? Lo (JAuki Je BPA N Sle b 7
3 |Yes M8 [ ooy 3
0 | No O Mg ¢ 0
If ‘na’, specify any additional comments here: s i,il..'al AR daS gl daa MM ¥
8. Did the PBA then enquire after the purpose of your Al paa e e LYWL D ey Jw BPA JIpE 0 8
call?
3 | Yes Ed pi | 3
0 | No O 3|0

If ‘'no’, specify any additional comments here:

s Ll CAkes ol 3aa " US" 1)

INT: <Answer this question only if the Mystery Shopper is
calling as an existing customer>

ey 5 Bl IS a3 BB gl 1 e i) g
e s

9. Did PBA ask for customer details for the purpose of SN i i e Tl At et Jpeoli® tepgA S e 9
verification?
3 | ves O pai | 3
0 No D 6 | @
N . . b
== | Not Applicable {(N/A 2 kY u
10. Did the PBA proceed to listen to {or probe for) the follaS flged M (e itV ) glauy! PBA JI &0 s (10
customer’s query/grievance/complaint? ol g g8l
0 No, the PBA did not do this at all D Y} e PBA U el Jedy oI S 0
1 Yes, the PBA did this to some extent D Lo aa ) PBA (1 2l Jad it cans 1
2 | Yes. the PBA did this (3] PBA J) ol Jud 18! g o
3 | Yes, the PBA did this a lot O LG pRA 1 dlli Jad sl o | 3
E. Soft Skills & Telephony Skills | L0y SV S e g Ageaindd] Gyl 2
6.1 Hold Procedure Y ailsd el 6.1
1. Did the PBA ask, “May | put you on hold briefly, while CoS! lpa U R A6 0 o A at PBA JIGL e
| get the required information?” prior to putting you O Tl a8 Ay A 00 ) e plad) e Slaa S
on hold?
3 Yes D el 3
0 | Ne O 3 |0
3
+ - +



+ +
E. Soft Skills & Telephony Skills [ Al SiLaTy) By oY) 4ad k) Sl gl
i 'no’, specify any additional comments here: e R R R TN T
NA | not applicable (N/A X TR
2. Did the PBA speak with anybaody else prior to placing Folal Alla i Slaay JA ja) sl ae PRA NS 2
you on hold?
0 | ves O a1 0
3 No E NS | 3
If ‘no’, specify any additional comments here: He i.J'sL.'al - TN
82 | not Applicable (N/A) Ol = _ LA
INT: Answer this question only if the PBA kept you an hold O AS! JBEITPBA Ji &S 5 Ra b kil Jpedl 1 e o gha) tdialy
for over 60 seconds (1,13 60
3. Did the PBA inform you that he/she needs mare time A e ety Sl e yell uawadl PRBA S At b 3
and apologize for the same? LW
3| Yes O pui | 3
0 | Ne O % (0
If ‘ne’, specify any additional comments here: T e O e Y O
NA | not Applicable (N/A = E=T]
6.2 PBA Attributes PBA J) Ohaws 6.2
1. Select ‘ves or 'no’ based on whether the PBA fulfilled : o ,
j'l.-.u]'l - hE | oalks TNET L Mt gl
each of these attributes: Slandlaia e JS pe PBA JI S5 Ja S pal 1
1) Active listening skills: dylad pliail o

0 No, the PBA did not have this attribute at all

Y e PBA J) o Jad, 38

1 Yes, the PBA had this attribute to some extent

Lo an JPBA Jb <55 Jaib 81 cpal

2 Yes, the PBA had this attribute

PBA J' A0 jai 38 cpa

3 Yes, the PBA had this attribute a great deal

L PBA ) 13 Jad Akl cpas

2) Effective questioning skills:

0 No, the PBA did not have this attribute at alt

DAY e PBA J) Al Jady ol S

1 Yes, the PBA had this attribute to some extent

Waa IPBA A3 Jab ail ni

2 Yes_the PBA had this attribute

PBA J) L3 Juik 3} i

1
0
1
2
3
Juakll il g e} i ga 2 |
0
1
2
3

3 | Yes the PBA had this attribute a great deal LLaPEA J) 20 Jad 30 e
3) Confident: 3.3

0 Mg, the PBA did not _have this attribute at all

by e pRA JH A ady ol 38 0

1 Yes, the PEBA had this a ute to some extent

boaa APBA 23 Jed ab s

2 Yes the PBA had thi ibut PBA J I3 Jab il Lol 2
3 Yes, the PBA had this attribute a great d LLSPBA 1 4D Jad di! e 3
4) Professional: o jiae 4
0 Mo, the PBA did not have this attribute at all (Y e PBA B AN Jady Al S 0
1 Yes, the PBA had this attribut some extent Loa APBA J el Jei 3] el 1
pl Yes, the PBA had this attribute PBA J 4 Jab Jil Laas 2
3 | Yes, the PBA had thi ibut reat deal Labal PRA J1 IS Jud SBl i K]

OXR0O0O OO0 ([Ox00 |[ORO0
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E. Soft Skills & Telephony Skills | iyl Sl Gl e g Aetiid) S lgal) 7
S) Friendly: 384 .5
0 No, the PBA did not have this attribute at all D Y e PRA JY A kol NS 0
1 Yas, the PBA had this attribute to some extent E] Leda JIPBA J) U3 Jad 45 e 1
2 | Yes, the PBA had this attribute P2 PBA ) oM Jad 3kl anc 2
3 | Yes, the PBA had this attribute a great deal ! Wl PBA JI 3 b i | 3
6) Used simple language & phrases: ‘ A Jaa g SlalS Lalul 6
0 | No. the PBA did not do this at all a SRV e PBA U1 &L iy b (38 | 0
1 | Yes the PBA did this to some extent O Laa JIPBA O ol Jad il aai | 1
2 | Yes, the PBA did this | 4| PBA J dIb Jad k! (ol
3 | Yes, the PBA did this a lot O L PBA I <3 Jad ik <pa
7} Overall maintained a positive, friendly & L PRI .

. . [} C | ela) Ias .
enthusiastic attitude: ety 539 #) f) ol Sy plag) o)) o Bllay 7
| EnNuisia
0 | No, the PBA did not do this at all O SUBY! e PBA J 43 Jady (DS 0
1 | Yes, the PBA did this to some extent 'l Leoda JIPBA JH S Jad AR el 1
2 | Yes, the PBA did this X PBA Jb dlid Jub okl (pai
3 Yes, the PBA did this a lot D Ll pBA b 23 Jab 4B at 3

' 8) Used positive language: E#EH‘ A Jaio .8
0 | Na, the PBA did not do this at all ] Y e PBA Y &l dady o S 0
1 Yes, the PBA did this to some extent E] L o JIPBA J) &l Jad 4 wans 1
2 | Yes, the PBA did this pd PBA Jt i Jad ki (a5 2
3 | Yes, the PBA did this a lot O s PBA () I3 Jad 2 cpns 3
9) OQverall, Was ‘Customer Friendly': (O pa lagly S le JSh 9
0 | No, the PBA did not do this at all O D e PBA 1 Al Jady o 38 0
1 Yes, the PBA did this to some extent D Laaa JIPBA 13 Jad 2k el 1
2 | Yes, the PBA did this | PBA J &l13 Jad k) (aui 2
3 | Yes, the PBA did this a lot O Liad PBA ) L3 Jad all cpa 3

[ -] ——
1. Overall, rate the PBA N 8 8 e F
¥ 3 FIE
on: S 8| 5| &8¢ i3 If iy wB PBA i e SN 1
A) Greeting: @ & z i b i ¥ . ) I O
INT: Circle 2 number > il ) e 50 ad) clab
from 1-5 for each 1 2 3 4 5 5 4 3 2 1 Wil Ly Ak I8 5 1] o
attribute, as relevant ﬁ a ﬁ g ﬁ ﬁ ﬁ a ﬁ ﬁ
B) Extent of Customer 1 2 34|55 |43 21| andyipitldaylswio
Focus & Friendliness: D D D D m D D D D I:,
C) Soft Skills & 1] 2[3]als]|s|al3]2]1 S e g Adiall D el (D
Telephony Skills D D D D & D D D D D = !| ! <l




+ + +

F. Answer this segment if: M OlaiVY Gazan it S D B oe el e a3
A)Application for a new product/service: Buia dadd gl die bl -]
b) General enquiry relating to a specific product, pea el gl Aaaa ) e (Blade ple juadind -2
service and/or facility: LIS e il e e -3
¢) Other purpose of call
7.1 Information provided, Product Knowledge & e T < .
. ' L 1y madall 5 AL sl cdadiall Sila glaall 7,
Cross Selling G g Jy gl oo Aaiiall Slegiand) 7.1
1. PBA provided sufficient detail to the customer, with a e meialy 7 am sy ) ASS e ys PBALY el 1
clear explanation of the requirements/ eligibility _ I,’E‘h ‘_; :..Bm :J" - [ apdl bt / Ll ’
criteria/ documentation needed for this particular = o = e
product/service. o
0 | No, the PBA did not do this at all ] BV e ZIpBA J i al 8|
1 | Yes, the PBA did this to some extent | Loaa 0205 pBA i Jab sil cpa 1
2 | Yes, the PBA did this &4 A5PBA Ji s | 2
3 Yes, the PBA did this a great deal E] S JSE ALpAA ) Jad i) cans 3
2. PBA provided a clear and tharough explanation of the Do A Dighal e Jady maaly 2 APBA Jpaiadl 2
steps that shall follow in terms of, lua e Al
1) Process: 1 Agbead) o ‘1
0 | No, the PBA did not do this at all O BV e JIPBA b Jady ol NS 0
1 Yes, the PBA did this to some extent D Laaa A1l pRA D) Jad A0 pal 1
2 Yes, the PBA did this m AUpBA ) Jad 3 el 2
3 | Yes the PBA did this a great deal O S UK AIPBA P all i | 3
2) Time taken: W1 b gl (z
0 | No, the PBA did not do this at all | P e ALPBA J) Jedy ol 38 0
1 | Yes, the PBA did this to some extent | e 32 0 A5 PBA ) ad b 1
2 Yes, the PBA did this E JApRA J Jad 2k s 2
3 | Yes, the PBA did this a great deal O opS S5 AUPRA ) Jad AR el 3
3) Requirements {such as documentation): st alienad) (Ba) cilallata (3
0 No, the PBA did not do this at all D SV e GApRA J Jady &l S 0
1 | Yes, the PBA did this to some extent B Lot &l PBA () Jad 2kl 1pas
2 Yes, the PBA did this O ABPBA 1 Jad 2k el 2
3 Yes, the PBA did this a great deal O oS S8 SUPRA ) Jad Akl cand 3
i ions th t . . . . _
3 ;:Z-_PBA was able to clarify any questions the customer o sl Ll R e gl e e SIPBA S 3
0 No, the PBA was unable to do this O A1) JaipBA J) ahiy af (S 0
1 Yes, the PBA was somewhat able to do this O e da a3 el PBAJ) it 3] cpas 1
2 | Yes, the PBA was able to do this M 13 JaIPBA J) ol o
3 | Yes, the PBA was very able to do this d S JSS 3 SeEPBA 1 flkiedl ) ipa 3
Not applicable o 2 s i Ll Ve gad s gt Glan Y "
N/A | {Interviewers; Chogse this gptign only if no g = 28 e Ji:;..“;m i
4. The PBA was able to explain the points of N e . .
differentiation and comparative advantage of the [oiiall Junidy jad Al Siall 7 5% OIPBA Jlplalul adl 4
product/service (Versus offerings of local competing il Aaall il et T g el ide) dasall
banks):
0 No, the PBA was unable to do this O I3 JuiPBA Jb ey al 43S 0
5
+ +




+

1 | Yes, the PBA was somewhat able to do this O L s SIS JaiPBA O plid 4A cans 1
2 Yes, the PBA was able to do this 3 A3 JadPRA ) § et al) can
3 | Yes the PBA was very able to do this O S JSSy AU JaipRA ) plniedt Al aai

Mot applicable et il Vi 2R e} Ran .

N/A | (Interviewers: Choose this option only if asking g — - <~ -(4_” a.:;f-_«. —

about a sgeciﬁc groduc: ‘service * ) -

S.  Please rate the PBA on each of these attributes: Pl ia e dan S, PBA Nad i ta S

1) Effort to fulfill the purpose for which the call e . - .

-y LA I A phatl agadt Jas {1

was made: = id 2% DR gl oh{l

0 Ng, the PBA did not make this effort/possess this O o6 el 330 ALy Y [ 34l 13 PBA Jb aks ol <38 0
attribute at all e
Yes, the PBA made this effort/possessed this attribut T - ot

1 t:S me extent /posse s attribute D Lo da Al awlols Ay ga /242l 13PBA LN R Y 1
" i i - . . Wz o= R

2 ;;;i;':s_sp% made this effart/possessed this B Janalt 020 By gh [ 3¢ 13PBA JF 8 3R sans 2
Yes, the PBA made this effort/possessed this JEd At 038 ey 94 { 34l 13PBA JH ald 3k aas

3 . il — 3
attribute a great deal 25

2) Extent of product/service knowledge: sAasdd / miiadly 48 pall 5a (2

o | No. the PBA did not make this effort/possess this ' o Al 130 iy ¥/ 3gatt Vi PBA ) gy ol DS 0
attribute at all Y
Yes, the PBA made this effort/possessed this attribute - : . oo .

La Al ola iy b (ERERTI

! to some extent O waw 2 i b / gl 130PBA J) A A ans 1

Yes, the PBA made this effort/possessed this R . ] R .
F ) 11 b ald 3RS

2 | Juribute R sib iy ga / 3gall 13gPBA Jpl B i | 2
Yes, the PEA made this effort/possessed this Sl el 030 00y ga [ 3gall 1MPBA () 2lb 280 (pni

3 . ] e 3
attribute a great deal 25

3) Cross-Selling effort/attempt made: yesy! Al Jab e AL gliall A gacadt gt Jgduad) agaldt (3

0 No, the PBA did not make this effort/possess this 0 A Al 036 Ay Y [ agadt Vi PBA J) aly ol S 0
attribute at all Y
Yes, the PBA made this effort/possessed this attribute . e . .ot .

1 o some extent E La aa ﬂ@l.n&g_,a/a‘__\huﬁpg,q o alE a8 e 1
Yes, the PBA made this eff hi . . . .

2 | eribut O ) 030 ey gh / 3gal) 13PBA J) a0 2h] cans 2
3 | Yes the PBA made this effort/possessed this ] Sl Lad) 030 Ty gh [ gl IPBA ) aU 3R ians 3
attribute a great deal £

Mot Applicable § i et i e e e e b dal) R .
N/A | (Interviewers: tick this option only if cross selling was | [] <! ‘”"“ L = “" :f £= '."P,,' ) - «Y o
not possible due to the nature of your ingui I (2l i cross selling o/ S o o> | Sy
4) P_roxump.n_qf_a.d.ﬂt@_ts_e.&zkmgmn_mm da g hadl ALY Je 13y Balt 7 ol i (4
0 No, the PBA did not make this effort/possess this ] e el 030 Ay ¥/ 33t Mgy PBA ) pdy ad DS 0
attribute at all (kay)
Yes, the PBA made this effart/possessed this attribute - - ae . et -
1 to some extent P D Lo aa g\u..Ilma‘.h.“.;;H.hquaA S8 il i 1
Yes, the PBA made this effort/possessed this i 1 a ] § Ak . ans
2 | atribute E Lol 036 Ny gb [ gl 1PBA JI pl 3K (pas 2
3 | Yes the PBA made this effort/possessed this O Ji Lt 0dn iy ob [ Ml IBPBA J) gl 2 cuas 3
attribute a great deal 5
Not Applicable . - .
. : . . "a Lt 1k e Aa ' i) LN N
N/A | (Interviewers: tick this gption enly if no further D doin ol ool b Adle S e =

guegtions were Eosed;

(i

Lol it » o olia S Juay




+

|
Bl
|

Cverall, rate the PBA
an:

Product knowledge &
infarmation/assistanc

e provided:

Poor
Good

Poor
Average
Good

%

=t

Bl wd PRA ) ad e E2 2

Fr=
=

(i

L tmadl/ Sl Al el

_q:h ;;M“J + P

INT: Clrcle a number
from 1-5 for each
attribute, as relevant

) M —
ghall S e 3 i as) slan

el Uiy . Ao KI5 V] o

Cross Selling:

|DIH ":]In--l Ve
|D|U‘I MIU‘I Very

2
g
2
g

B[O
IDIb ]D TS

5
0
5
O

:Crass Selling (~—

2
]
2
0

0O
!D " |E]Iw
O 0w

{Interviewers: Please skip Part B/Cross Selling, if ngt applicable. Example: Interviewer posed very basic query about opening a

current account and there was nog scope/almost no scope for cross selling)

s Ko e Hld Koaly ste s wih e dia e g = s Sl ad W Seal Y Cross Selling/o adll = T Y e fia i)

{Cross Selling i e 2a i laa

G. Answer this segment if the ‘Purpose of Call’ was to S " Jlald G G AN 1) g el 138 e cual ¢
express customer Complaints/Grievances: Ol 3 Cilallss / $ Jedy Lals
8.1 Complaints & Grievances Glalliill y o pSEN g1
1. PBA demonstrated active listening skills when the B Gyl DS Lasie el £ LAY S jlea PRA ) pebl 1
customer was relaying his/her complaint: TR
3 | Yes O ani | 3
0| No O % |0
if ‘no’, specify any additional comments here: LA Al GRS ¢) dan (THS 1
2. PBA made a concerted effort to understand the " ay s .
camplaint/grievance. AL 5 SO pil S 24 PBA JI 60 2
3 | Yes O i ] 3
0| Nno O % |0
If ‘no’, specify any additional comments here: LA A 8L50 Ciligied ¢ Jda NS 1Y
3. IS:toPg'ﬂ;:learly explained each of the following to the gl 0 e JE - pm g PBA Jipodal 3
: WS AN 5 AN DS e S NS g aed Cpaladl paad j5AY) cdal
INT: <Select either yes or no for each of the focus areas> HAE n JE3S gl g ia) i) (::b
1) Complaint Resolution Process: P allae/la Ll (1
3| Yes O aui | 3
0| No O 3 |0
If ‘no’, specify any additional comments here: sa Al el g daa ST 1A
2) Time taken for resolution g Aallaa / Jad (il cigl (2
3| Yes O ae | 3
0| No O us | 0
if ‘ng’, specify any additional comments here: TUA 4800 Sliglad g) saa  HS" B
4. The PBA possessed adequate knowledge of the . sy 2 - - - e
complaint resolution process: 5 35 Apllasf Ja dglanl d jadl iliay PBA SV S AR 4
0 i No, the PBA did not possess any knowledge 0O ioas 5IPBA J ULy Y S| O
1 | Yes, the PBA possessed a little knowledge O 40 46 aAPBA N olhiy pai | 1
2 | Yes, the PBA possessed knowledge O il ae PBA J i coni | 2
3 | Yes, the PBA reat deal of kn | Adgall e it JUPBA ) olbia i |3
5. Please rate the PBA an each of these attributes, on a scale 51 e e e QU Slll Gy PBA Jl i sla, L5
of 1-5; Uy 4000 Cliall (e ddis JS 5-1 G ad ) Jga B0 gud) 1Sl
INT: Circle 3 number from 1-5 for each attribute, as relevant (434 )
8
+ +




| il lalgl i ;
< 8533 97 | [ It e
g | §| o £ ] .
> < =
1} Overa.ll cust;)mer 1 ) 3 a 5 5 P 2 1 Aaen 5 iy § (1
experience for — s
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F Other questions
G Questions related to complaints/ Grievances
H Call closing
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