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PROJECT: Money
SHOPPER CODE DATA ENTRY EDITING SR. #
Name Number Name Number Name Number E)E)
A __ [ oy [
] A Dy R KNy
] | A =~ a7 =
BRI !
A. Details of Call | Jea¥ifalsall Jalis -
Bank Dhofar k4 ik oy
Bank Muscat D s A
Nati | k of Aamdl ila fJF L0
1. Name of Bank to which ational Bank of Oman D nll el 2Ly PR RE UMW |
call was made: HSBC-01B O HSBC-QIB 4o g Jlaiyl
Bank Sohar 1 R
OCther Bank Specify: o (33a) ¢ al 2y
2. Call Centre Number Zl‘qu W\ ‘ OYLaTY el 2
Date | Month Year i) He | gl
3. DateofCall : =y .
aeotts Mo o] b2]o]t]3]2]ofa]s| | | Jopn 3
Hours Minutes B Sl Ll
4. Start Time to Call el sy 4
°o 14 Z | | |
5. Total Duration Call Hours Minutes Jaa oLl LY Sy § pana 5
INT: FROM POINT OF ANSWER BY Ot Al ABat () 1
PHONE BANKING AGENT . ta Sl A
{PBA), UPTO COMPLETION 6 o O Y s du:“' L?:
OF PHONECALL) (Aalsalt mlgi
06:00-09 am gleall 4 09:00 -06:00
09:01-12 am Lall 44 12:00 —09:01
6. Time Slot During which = S a5 6
: ":I‘e ot :”"3‘” Y| 12:01n00n-03pm ] w3 03:00 —12:01 WO
call was made: ci M b mry
= gl | rdaly
BINT:  SELECT THE 3:01-6pm [ | Jsu ewadi s 06:00 - 03:01 ‘::J:"" S PSR
RELEVANT TIME-SLOT, 06.0L.9 0 o ' ‘JL;J* ";'ws' .'
ACCEPT SINGLE ANSWER, U1-Spm ol 4 05:00 - 06:01 : "-“"“;uu‘"&‘
09:01-1am O |4 caaiie 30 01:00 — 09:01 '
1:01-5:59am [ | sl zleall 4i5:59 - 01:01
B. Purpose of Call JualY) A
[ i Query Code | (b 5ay
General Enquiry Product Name: —_— | (sl | .
regarding a specific o ts . e ale il o
) INT: (Insert | O Ja) 12l | e . 2 s g
Product / Service cal’ from list) (i (3) s Tari/pia
. . M ‘}..-." ey
2. Application f Query Code (J .
o 15 prouc ame =
) INT: (Insert | 4 Jad) idaly | e o\ % s
Service from list) (- " (3) s Aari/miia
3. Complaints / Complaint C(:?;(INSEHT FROM - (e G J3) 5 9SS
Grievances ) A/ s 485 -3
4. Other Please Specify Details: (sl 33 L) bt a1

R TR U W AV
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C. Appraisal of Interactive Voice Response (IVR) (IVR) Al 455 guall dulaial! pllii apds &
system:
4.1Appraisal of IVR system: e WA 45 peall Aglalult wtlis odid 1
1. How would you rate the {VR system in terms of Lali e Agle il 35 pall Aladl¥ Jai ol ) S0 a8 9
Ease af navigation & user-friendliness? $alani Ny 5l A g
o | No. the IVR was not at all easy to use [ e (DAY e Ade T A5 puall AtV S ﬁgb\s o
\ P\MY'I
Laiha JS0ufla da  JV ke T A5 geall 3a000) 4li DS el
1 | Yes, the IVR was quite/reasonably easy to use D * ! el A6 gl Hlpy M”-”— - 1
P'I.Jﬂ.hu\" JP
2 | Yes the IVR was easy to use B® ALY Yo Dl Uil 45 gl AT i A8 wpn | 2
3 | Yes. the IVR was very easy to use D ASRI) g 3 Sgm el 25 gl FiniaV1 i (IS aa | 3
2. How would you rate the IVR system in terms of dali e agletiil A5 geall Glada! Sl iad Sl L2 2
clarity of instructions? fliladaill » oy
0 | No, the instructions were not clear at all D SERY e dandl g kil pS WS | 0
1 | Yes, the instructions were quite/reasonably clear D dadaly Jeihe JEby f te 2a M lalath 208 i |9
2 | Yes, the instructions were clear D daety TS Slalal can | 2
3 | Yes. the instructions were very clear X 128 Aandl § S8 iagdallt pai | 3
D. Greeting i il &

5.1 Greeting & Purpose of call

Jual¥) a2 Al y 0 31 5.1

20

1. Once you selected option ‘9’ an the IVR,
(“To speak to a call centre agent, press

{Mention
9"}, how long did it take for you to speak
10 2 PBA? seconds or
INT: Specify duration in the space provided minutes)

Q@ tov dy

Uiyl s L6 Jadayl S lasl eal
HSoa il ge g ARG ¢ Aol A5yt
it 8 gl e oS ("9 Jaiudal / DY LaTY
‘PRA ae Siaadll

(Fdaaal) Lalucall B A gl 2a) rdialy

1
i | JICPQ

(Fad

INT: Answer this question only if you selected the ‘Call back’
option via the automated voice service

B glaat dial & L3a) Jla A Rk Jhpadt 1 e wfa) el
H ) (FEYW-UEPIE QPP W §

2. Were you called back by a PBA? TPBA i e JLaTYitdel g e 2
3 ives O pi | 3
O | No O % |0
If ‘no’, specify any additional comments here: *Note to o) splalll Al e Agila) Slhded ) da ST 1)
interviewers: This is not a mandatory field. Please fill in Aot Sidaadiadl i ol et 3 ol 138 e i
any additional observations, if relevant, Otherwise, leave JS JF Tk, 1 AS A glayt &y adaall Jia
blank. This applies to this option for all future guestions. ASEN SV Al S LA
3 [ NA % b |3
3. On picking up your cali, did the PBA wish you, ‘Good 3 e padt mlaa” Wl AGPBA 1 pE Ja ddetaddl daiy gl 3
morning/ afternoan/ evening'? # adt ple frma
3 Yes m o 3
0 | Nno O 3 (0
If ‘'no’, specify any additional cornments here: lin Aol SlileT g1 2aa HE" 1)
4. Did the PBA greet you in the same language you Aladu olas b L5 el S dalll Gaii PBA S shica, b 4
selected through the IVR system? faake Ll 45 puall
3| Yes K p | 3
0 I Ne | % | 0
if ‘no’, specify any additional comments here: sUA Al SAdydel o) daa MNSY 13
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D. Greeting cua il &
5.1 Greeting & Purpose of call Sl Oy iaad) g a3 5.1
5. Rate the PBA’s greeting an his/her level of (st BN 3 i ByPBA i 5 oB S
courteQusness: S
0 No, the PBA was not at all courteous D S e fd pRA U % al O 0
1 Yes, the PBA was quite/reasonably courteous D Jaska J8L flaaa 1 PBA ) IS saed 1
2 Yes, the PBA was courteous D = PBA JI S8 an 2
3 Yes, the PBA was very courteous E laa 38 PBA ) S pal L 3
6. Rate the PBA’s greeting on his/her clarity & pace of (Y553 Ae3S ¢ pon g iy PBA Jlosn SiaB 6
speech:
0 | No, the PBA did not speak clearly & steadily | JIsie)y £ s PBA ) mliy o (318 0
1 | Yes, the PBA spoke quite clearly & steadily O Sl Ly g g dhe JS [ e 30 AIPBA b alSSy cpad 1
2 Yes, the PBA spoke clearly 8 steadily D JHe ] g g wPBA I A5 cpal 2
3 Yes, the PBA spoke very clearly & steadily bd Mg b g JSMPBA JI IS5 cpal 3
7. Did the PBA introduce himself/herself by name? Sl (Nawii e BPA S il Jo 7
3 | ves LL)O-.(\‘ Kl i | 3
0 |No N O % | 0
If ‘na’, specify any additional comments here: LA Aol iyl gl aaa S A
8. Did the PBA then enquire after the purpose of your AL m 2 e SlaiiaYL Al aa e BPA JI B 8
call?
3 | Yes X pui | 3
0 | No O % (0
if ‘'no’, specify any additional comments here; LA Z,iw ST ) daa UL 1)
INT: <Answer this question only if the Mystery Shopper is gy 5 pall Gpudiall IS Jla B B fped) 1 o @gla) 1dab
calling as an existing custormer> "y )
9. Did PBA ask for customer details for the purpose of AL ynsay e Wb Aad yall ool cepa J a9
verification?
3 | Yes O pai | 3
0 | No O |0
NA | Not Applicable (N/A T I
10. Did the PBA proceed ta listen to {or probe for) the fplls fJyes M (e iYWl ) plasyt PBA J1 &6 s 10
customer’s query/grievance/complaint? LNEB AN
0 | No, the PBA did not do this at all O BV o PBA J) Al Jaky 1 S| O
1 Yes, the PBA did this to some extent D b JIPBA J) D Jad Si L 1
2 | Yes, the PBA did this ﬂ PBA J) 3 Jab ail ,ans 2
3 | Yes, the PBA did this a lot O Ll pRA b Il Jad B! aas 3
E. Soft Skills & Telephony Skills | Lilel cLaTY) Gl ey dpuadilll Sl lgall
6.1 Hold Procedure R Qs al 6.1
1. Did the PBA ask, “May | put you on hold briefly, while O5S) Jaa b SUB T S 5 ol iy Jat pRA JV il a1
t get the required information?” prior to putting you TN Al b ey 1 " el S gaall e Dileaa
on hold?
3 Yes D pd 3
0 |mNo kg % (0

o | " a—d F Wt il ra l‘
Zbte bk - U Ve LEWERR TN, 2T PR Y X T2



+
E.  Soft Skills & Telephony Skills ] Liitlg) VLA S ey g ) S gt 2
i 'no’, specify any additional comments here: b Ao Sidlas 51 dda S 13
ha Not Applicable {N/A D S =R L3
u - e
2. Did the PBA speak with anybody else prior to placing Y e Sy ] Al jadlae PRA N ASI A 2
you on hald?
0 | Yes | [ pui | O
3 No D |3
If ‘no’, specify any additional comments here: thah Al liglad of aaa ST 1Y
NA k| 3

Not Applicabie (N/A

&

=1

INT: Answer this question anly if the PBA kept you on hold

O ASH ESTPBA J) S5 e A B ) Vi B i gp) tdaly

for over 60 seconds (3-}-“5 60
3. Did the PBA infarm you that he/she needs more time Al e Eely 28 e y et y Yy padl pgA Jrdldel a3
and apologize for the same? ? !
3 | Yes O ani | 3
if 'no’, specify any additional comments here: sLin 4800 Sl S o) dda MEY L
NA | Not Applicable (N/A K Rk i 1

6.2 PBA Attributes

PBA J} <ilaw §,

1. Select ‘yes’ or ‘no’ based on whether the PBA fulfilled
each of these attributes:

bt 23 e S aa PBA U BT Sl 3 TS ) et

2

1
1) Active li i kills: Dyl gl &l 1
0 Mo, the PBA did not have this attribute at ail D DY) e PRA J AL ek ol S 0
1 Yes, the PEA had this attribute to some extent D Leaa JPBA Ji ol Jad 4k0 cpal 1
2 | Yes. the PBA had this attribute Bd PBA ) &0 Jab ikl (gl 2
3 Yes, the PBA had this attribute a great deal O Ll PBA () 255 Jad adl cans 3
2) iv tioning ski Judll ) gadedtll St Agea 2
0 | No. the PBA did not have this attribute at all 4 DR e PBA J 5 Jady ) 38 0
1 | Yes. the PBA had this attribute to some extent Bd e da JIPBA ) A Jab dkl an 1
2 | Yes, the PBA had this attribute O PBA J lli Jad 2kl ani
3 Yes, the PBA had this attribute a great deal O LLGPBA J) AL Jad A0 el 3
3) Confident: 1y.3
0 | No, the PBA did not have this attribute at all B Y e PBA J) B Jaiy &l (S 0
1 | Yes the PBA had this attribute to some extent | e aa JIPBA J) I3 Jud 3kl 4 an 1
2 | Yes the PBA his attribut bd PBA J &I Jai 3kl aa 2
3 Yes, the PBA had this attribute a great deal O LLSPBA 1 D Jab 3B el 3
4) Professional: b fina 4
0 | No, the PBA did not have this attribute at all | DY e PRA I Jady al 43S 0
1 Yes, the PEA had this attribute t extent |:| Leosa JPBA D A Sad SR e 1
2 | Yes the PBA had this attribute O PBA J 4 Jab bl pns 2
3 | Yes the PBA had thi ibute a great deal E Ll PBA () 15 Jad a5l




.
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E. Soft Skills & Telephony Skilis | LIl eNLaY! &l el ol gl g |
5) Friendly: ap: 5
0 | No, the PBA did nat_have this attribute at all 0 B e PBA D ek A NS 0|
1 Yes, the PBA had this attribute to some extent D be a3 JIPBA J 2l Jab Gl aa 1

| 2| Yes. the PBA had this attribute M PBA JI 2 Jab 3kl et 2

| 3 | Yes the PBA had this attribute a great deal D el PRA 1 fad ke 3

! 6) Used simple language & phrases: ' Ay Jaa g Gl Jadud 6
0 | No. the PBA did not do this at all O BBYI e PBA J 43 Juiy ] 28 0
1 Yes, the PBA did this to some extent O L da JIPBA 4D Jab Sl el 1
2 | Yes, the PBA did this ] PBA J dlii Jab il o anl 2
3 | Yes, the PBA did this a lot B4 Ll PBA 1 4l Jab 52! (pa 3
7) O:t;rallzal;r;?cir;ta;l:ue:e? positive, friendly &  an y 533 p13) b cale St ] 130 gl BBlay 7
0 | No, the PBA did not do this at all O BYI e PBA JF &I Jaiy o NS 0
1 Yes, the PBA did this to some extent O Loaa JIPBA O A5 Sab &l s 1
2 Yes, the PBA did this D PBA J <L Jad il 1ons
3 | Yes, the PBA did this a lot '] ! LLGPBA Il o il ol 0 3
8) Used positive language: * Ll 4 Sty .8 |
0 | No, the PBA did not do this at all O SN e PBA 1 &lS Jady o 43S 0
1 Yes, the PBA did this to some extent D b aa JIPBA J &0 Jab Gl s 1
2 | Yes. the PBA did this K PBA JI 45 Jad skt pal 2
3 | Yes, the PBA did this a lot O Ll PBA ) Ll Jad il 1pns 3
9) Overall, Was ‘Customer Friendly’: o aa lagay G ale JL5 9
0 No, the PBA did not do this at all D S e PBA J &l Gy al (S 4]
1 | Yes the PBA did this to some extent O e aa JIPBA 1 &3 Jab ail yan 1
2 Yes, the PBA did this D PBA Ji L3 Jad il 1an 2
3 | Yes, the PBA did this a lot K L PBA JF olth Jad Akl 1 pal
1. Qverall rate the PBA § - 3| - § F r b

on; < gl §l 2 tF 53 |~E I'E msy oA PBA ) h e S5 1
A) Greet‘mg: 3 q S ‘ ) o 2___..-! (u. ‘
INT: Circle a number snstiall F'JJE L,.Itr- 300 ) tlal
arrbute, 5 eievan é é é é é é é é é é i
B) Extent of Customer —l_ z E TT —g ; E E— I g ol g g 3l alaia) s2e (wa
Focus & Friendliness: ..D.. Q Q g ﬂ g g __D_ _D_ Q
C) Soft Skills & 12 (3|als|s]al3jz2]1 g g il S el (S
Telephony Skills o ™
DlooorROooloo =i e IS
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F. Answer this segment if:

A)Application for a new product/service:

b) General enquiry relating to a specific product,
service and/or facility:

¢) Other purpose of call

Sl st DS Sl 8 e jall 13a e Al 3 -

[RTRENEUSENEUY PRSI |
.wMJ‘MJ‘é@@eb?ml -2

+ .

7.1 Information provided, Product Knowledge &
Cross Selling

BT Ji giiall o Ad jrall cAediall Sila glaad 7,1

1. PBA provided sufficient detail to the customer, with a

C gargxp naticn o t e requirements ' eligt .l ity Tesi Vil gt fn 5501 A eaall / Aa el yladdl / il
criteria/ documentation needed for this particular = et
product/service. M
0 | No. the PBA did not do this at all ] bV e JUIPBA ) Jaiy o (S 0
1 | Yes, the PBA did this to some extent O Losa Mo pRA ) Jed B cani | 1
2 | Yes, the PBA did this ] JUPBA Ji Jad 4B pal 2
3 | Yes, the PBA did this a great deal X S UGk dipBA Q) Jed il e | 3
2. PBA provided a clear and thorough explanation of the O wiag A pladl) e Jaldy mely 7 pAPBA S padadl 2
steps that shall follow in terms of: wua e oS
1) Process: : dfdael) e (1
0 | No, the PBA did not do this at all O DbV e dipBA J ks S |
1 Yes, the PBA did this to some extent D Leda 2 pRA ) Jab a8l s 1
2 | Yes, the PBA did this O SUPBA J Jad A cpas 2
3 | Yes. the PBA did this a great deal A NS Sl ALpBA JJud B i | 3
2) Time taken: 8 Al < B (2
0 Mo, the PEA did not do this at all |:| BBV e APBA J) Jady 4 B8 0
1 Yes, the PBA did this to some extent D Lo da ) 205 PRA J) Jad 30 pal 1
2 Yes, the PBA did this D AUPRA ) Jad ad el 2
3 Yes, the PBA did this a great deal g S Jiky IIPBA ) Jad SR cpas 3
3) Reguirements (such as documentation): (KA @ =laihia (3
0 No, the PBA did not do this at all O b e ABPBA I Jady a1 W38 0
1 Yes, the PBA did this 1o some extent O Laoaa N2l PRA Jb Jad i) 4l 1
2 Yes, the PBA did this D ABPBA I Jab A
3 | Yes, the PBA did this a great deal = RS S AUPRA ) Jad ail an 3
3. ;ZZPSA was able ta clarify any questions the customer o3 e L3 Al e 5l i e 0PBA S 3
0 | No, the PBA was unable to do this O 3 JBPBA ) ghies o1 38 |
1 | Yes, the PBA was somewhat able to do this O Loda B0 Jad PBAJT & Uil 381 coni 1
2 Yes, the PBA was able to do this E 5 SipBA O platedtal) (pai
3 Yes, the PEA was very able to do this O S Sy 3 JaIPBA J) f Uit I cpai 3
Mot applicable .o S et L r e . .
= 0w al Al LAl e gl el el Y .
N/A | {Interviewers: Choose this gption only if no Q e L) ";:5.‘ . i
guestions were posed) ICErpp
4. The PBA was able to explain the points of

differentiation and comparative advantage of the
product/service (Versus offerings of local competing
banks):

frsall driaily joad Ll -l ipRA &unl.u'l.\_ﬂ 4

Al Lncalt il g asis AN g el _,.:L.L.l sl

] | No, the PBA was unable to do this

13 JedPBA JI pdiiey al S

o



+
1 | Yes, the PBA was somewhat able to do this O bda Al JadPBA J1 Uit O e
2 Yes, the PBA was able to do this B dlh ledpBA N1 P iaieal Ry aa
3 | Yes, the PBA was very able to do this O S JS A5 JaPBA J1 fUklias] 38 s pas
Mot aQElicab{e . - " Bodd il SRt et e '!J e e
N/A | Interviewers: Choose this option only if asking D e Lol S 2
about 2 specuic oroduct/service !
5. Please rate the PEA on each of these attributes: rlad 224 e dan (S Sy PRA U AT ca; 5

1) Effort to fulfill the purpose for which the call

slaa) plg O Al BT gt Ji (1

was made;

o No, the PBA did n ke this effort/possess this 0 : A ) o3 Ny Y/ 2gad) Vigs PBA J) gy o! 28 0
attribute at all [ Sy
Yes, the PBA made this effort/possessed this attribute - . o f o

1 to some extent [] | waa B iediom sl g/ seall 13PBA oG A ud 1
Yes, the PBA made this effort/possessed this : . "ol FRT

2 ibute E danall 0dh ALy g [ 2gad) IMPBA ) pld Ak Lans 2
Yes, the PBA ma essed this OS5 dacall 234 dDay g f 3gall 1PBA J) gl AR s

3 m 3
a e a great deal 25

2) Extent of product/service knowledge;

sAadi)) / milaly 4D mall 2e (2

0 No, the PBA did not make this effort/possess this A Aadt 03n Uiy Y/ agalt Vigs PBA ) ply a8 38 0
attribute at all B
Yes, the PBA made this effort/possessed this attribute P . . e oot

1 to some extent P u [PRETY £i4.._dl.aelt.‘_._,a./.;‘_gl IZpPBA J) A e 1
Yes, the PBA made this effort/possessed this - . . ;

2 attrib Al 20A Dy b f 2ad) 1MPBA J) ald Al Laas 2

3 | Yes the PBA made this effort/possessed this JSlo Al 03n ey b [ sgall BEPBA J pl B s 3

attribute a great deal

3) Cross-Selling effort/attempt made:

i,
P ol 01 G 0yl ) g Ty sgad (3

0 No, the PBA did not make this effort/possess this o Al 03 Al Y/ 3gad) Vigs PBA ) pls &l 1S 0
attribute at all Ak
Yes, the PBA made this effort/possessed this attribute < . : et e

1 o some extent . Lo da Al ola Ol ga / agall 3PBA a8 a8 iaas 1
Yes, the PBA made this effort/possessed this - - . ]

2 attribut dacall al8 HDay gb f gadl IPBA (] ol Al aal 2
3 | Yes the PBA made this effort/possessed this gl At 03b iy b [ 3l IAEPBA JI a8 2 (pa 3
attribute a great deal 28

Not Applicable T ORI TP g s an .

. — . . . . gt it 1-‘)_,.4.‘-4-1.).‘.‘-5..:)5,;!__;).&._&}_’_‘-5;; b

N/A | {Interviewers: tick this option only if cross sell — - s -
N/A | [Inte ck this op V' ss selling was (3 e s S cross selling o o 2 om | i

ngt Eossible due to the natgre gf your E”E“"EQ

t

O |®O00 |(WOoolo

4) Provision of adequate explanation in response
| to questions posed

da gl ALuY) el g 7 i) i (4

0 No, the PBA did not make this effort/possess this 0 A ) 034 ANy Y/ 3ol 13 PBA ) plly o <3S 0
attribute at all by
Yes, the PBA made this effort/possessed this attribute . C e - Woee o

! me extent P O Loda A aadioda ity g / seall 13PBA I o3 3 cand 1
Yes, the PBA made this effort/passessed this . . . . ]

2 tribute | Lt 030 ey gh / 34301 INPBA ) a8 B 4an 2
3 Yes, the PEA made this eff hi E A Aardt paa Sy gh / 3pad) 3EPBA J) o1 SR et 3
attribute a great deal S

Not Appligabl : il b oE oz N
N/A | {interviewers: tick this option enly if no further O 2ale ol o s g ?f ﬁ‘u:fad)j_‘ ::_ 2
m— '._a ! ,F 1 N . H

guegtions were Eosed!

|
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+ + +
2. Overall, rate the PBA ! I W e
o : M - F F Sl ad PRA U ad am S5 2
. A}
on: = g . —
A} Product knowledge & gi E, 8! tf |:E I.I I‘f it 1 _(
information/assistanc & i — ——

& provided:

L 5ot amal] g Adalai

INT: Circle a number
from 1-5 for each

attribute, as relevant

. (i
il AR e 30l ad) lals
Agoidail iy . Al JUU§ 1 ] e

B} Cross Selling:

3= ||~ | veryPoor
Iﬂla |le‘

3
]
i I
0

IO || 1~ | very Good
(O (O

Cross Selling (~—

IO |Ow| =

||:|I-l> |E]u:-
|D jw |Dlw
'DIN |DIN

{Interviewers: Please skip Part B/Cross Selling, if not applicable, Example: Interviewer posed very basic query about opening a

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

Aoy S Mae i S0y s s e T S ga i il e - s a3 13 el Y S L Cross Sellingfas sl = el Y el 1o pal)

{Cross Selling > - ca ! las

G. Answer this segment if the ‘Purpose of Call’ was to
express customer Complaints/Grievances:

S "Jua) Ga i A1 13} 8 5l e e cual #
Ol Slallil /g gy ali

8.1 Complaints & Grievances

lallaih g s 82 g1

1. PBA demanstrated active listening skils when the

B O S e okl pLaY! e PBA el 1

customer was relaying his/her complaint: T 1ot 85
3 | Yes D ai| 3
0| No O %40

If ‘'ne’, specify any additional comments here:

“Ua L) Slied o) daa TS bl

2. PBA made a concerted effort to understand the
complaint/grievance:

ALl g fSll agdl S 2g2 PBA Sl Al 2

3 | Yes

o

0 Ne

00

w 1 0

If ‘no’, specify any additional comments here:

S agtlde) Sdyled g dax 'HSY 1D

3. The PBA clearly explained each of the following to the
customer:
INT: <Select either yes or no for each of the focus areas>

an B A e B paenPBA Jpsad 3
SN A AN BRI o JSI 38 g s cpihall saad GRY) sdal

(e
1) Complaint R ion Process: SIS Aatad/ds Ll (1 |
3| Yes O ani | 3
0| No D w |0

if ‘no’, specify any additional comments here:

<0 ANl Chigias g) 3da "IS" 1)

2) Time taken for resolution

3 | ves

(5500 Aatlaa / Jad 3 dlecal) 2B gl (2

P—!

0| No

O|a

% | 0

If ‘no’, specify any additional comments here:

R e TN T

4. The PBA possessed adequate knawledge of the
complaint resolution process:

(S S5 dalaa/ Ja Aylaal di et BB PBA SV S G 4

of 1-5;
INT: Circle a number from 1-5 for each attribute, as relevant

S. Please rate the PBA on each of these attributes, on a scale

0 | No, the PEBA did not possess any knowledge D Ad e S'PBA Jidhy Y .28 0
1 | Yes, the PBA passessed a little knowledge O AL0 4 aPBA O Al aai |1
2 | Yes, the PBA possessed knowledge O idps PBA J) ey cpni | 2
3 | Yes, the PBA possessed a great deal of knowledge O Adaddl e oS APBA iy s | 3

5

1S Al 1 e e e 0D Sl iy PRA Y a cels
T y 4NN Shdeall (pa dieo (S 51 (o ) Jga B 510 pud) 12l
(i

+




+ +
| . _ F
L

G > o * .
< $
1) Overa.ll custfomer 1 2 3 4 5 5 4 3 2 1 s i iyl 8 a1
experience for o
e handl ; pS2
complaint resolution: a/o0ooojooogoaopa e
2) Extenlt (;f PBA | 1 2 3 4 5 I 5 4 3 2 1 - PBA JI a}‘ e (2
nowledge an i 4s
resolution process: D D D D D ! D D D [ D D Aaaal s
3 Efforimadetoprovide | 1 | 2 13141 5|5 14|32 |1 ¥ sl 2l (3
ull & additiona PR,
information: ooocooao0o0oonooo Ry Bl e slae
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F Other questions
G Questions related to complaints/ Grievances
H Call closing
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