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PROJECT: Money
SHOPPER CODE DATA ENTRY EDITING
()_ q Name Number Name Number MName 4 0 3 7 1
el o A8 Lilaylealt i | 3aeiall S
2 p~sY! a3l pes¥’ A4 s :
HEEE E |
A. Details of Cal} S A Jaald -} |

|
Bank Dhofar | ik oLy |
Bank Muscat O Saase 2l
Nati i PP ) SN R 0 :
1. Name of Bank to which | anonal Bank of Oman O ) o) L P JETUPWIRP
call was made: HSBC-0IB | HSBC-0IB L 4 e
Bank Sohar B Jas
Other Bank Specify: {3a2) Al
2. Call Centre Number 2ud3ce co FEVLY e, 2 |
Date Month Year o A | el .
» | '
3. Dateof Call Q\J H q 2 | 0 | 1 | 3 | l WJeai a g .34
Hout Minutes el TP .
4, Start Time to Call q o |LA { i TNt sy A, 4
5. Total Duration Call Hours Minutes (Hdah e Lt iV iy e gana 5
INT:  FROM POINT OF ANSWER 8Y G Ao Aial () 1ty ;
PHONE BANKING AGENT L
(PRa), upTOCOMPLETION | (O | O o % ' s o d*,"“dj ;
OF PHONECALL) . (et s |
06:00-09 am ] Zhall 44 09:00 -06:00 ;
09:01-12 am O ~luall 4 12:00 —09:01 o |
6. Time Slot During which Joa gl a5 S 6
: ”'l'l‘e o 3"“3 Whith 1 12:01noon-03pm O 3_uedall 44 03:00 -12:01 - JalY 48
call was made: i oMz oep iy
. W8 ol b oscaly
BINT: SELECT THE 3:01-6pm E ALl el 4 06:00 — 03:01 ap‘f;d;ﬁj:d‘ b |
RELEVANT TIME-SLOT, 06, 0 i : R
ACCEPT SINGLE ANSWER, 01-9pm ¢ 2 09:00 - 06:01 T ity il !
09:01-1am 0O | esiic 2, 01:00 - 09:01 i |
1:.01-5.59am O | 5w pwall Lis:59 - 01:01 j
B. Purpose of Call JualV) o
General Enquiry Query Code | (Slaall 5o) i
. . Prodyct Name: _— (it pat) | e oy
regarding a specific C: " ]:a_w INT: (Imsert o Ja) sihaly e » [ o B |
Product / Service from list) (A o (5)222e L/t
2. Application for a Product Name: Query Code | ('3 > (il ot
New Product / o & e Nk ot gl ) e Jpead oilia -2
. INT: (Insert | &= Jadt) 1daly | e A N
Service from list) (Aata (3) s Aari/miia
3. Complaints / Compiaint Cc.:l:r (INSERT FROM - (AtiD (ya JAM) 5 9LEN G
Grievances ) WS/ sy8S -3
4. Other Please Specify Details: - (JpealiT 333 pa.)) e -d 1




+

C. Appraisal of Interactive Voice Response (IVR}) (IVR) 4o Ul 45 guall dglaiua] AUES agdl &
system:
4.1Appraisal of IVR system: | : e LGl 45 geall Al pli 22304, 1
1. How would you rate the IVR system in terms of Gali e dele Wil A0 peall ladu WU A0 ) S S
Ease of navigation & user-friendliness? fplaaia g Al A g
No, the IVR was not at all easy to use o (DU e ke LD A0 ol Liniu VY L GG ol (208
0 flotatafleasy o use O =10
plassiuyl
. Jada J8A e aa D Al A el L) plal IS el
1 | Yas, the IVR was quite/reasonably easy to use E 2 A Al A g il L - 1
2 | Yes. the IVR was easy to use D 13T St A1 A5yl A S S ani | 2
3 | Yes the IVR was very easy to use D PRALAYT B g Mo e Uil A5 poall a1 S S| 3
2. How would you rate the IVR system in terms of Agn e le Tl A peall Llada Vi plad il ) Sy S 2
clarity of instructions? FZladdall o goiay
0 | No, the instructions were nat clear at all n (Y e daudl g Sladall S Al 38 |
1 | Yes, the instructions were quite/reasonably clear danist y Jgade S /e 2 1 Sl 23S ans 1
2 | Yes the instructions were clear D e g 258 Silalelll cpei | 2
3 | Yes, the instructions were very clear D laa Aadaty i€ Siladeill ai | 3
D. Greeting wa Al &
5.1 Greeting & Purpose of call Jlaalyh e o @l g s i 5 1

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

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

1§ Siepche

Ut sl 49" Juda¥l 3 fsal gal
Sk ge e wlS2T1)  Ale il Ayt
B il i g e a8 ("9 dnrudal /YY)
PBA as Gl

(Plhanall Lalucall A 2 gl 32 s 2aly

1

il "‘l_\,_*_;.,)

N

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?

3aglaa” Jlaial ¥ ikt Ja A B Jpudl b e cigla) sdaly
(A Cigeall si e M Jal
'PBA Jd e b Jaiiidel G a2

3| Yes O | 3

0 | No O x| 0
If ‘no’, specify any additional comments here: *Note to O todalall aBatiat (U 480G il ) dda NS 1
interviewers: This is not a mandatory fieid. Please fill in agdlayl Cibhatiall daa oela bt 3 el 134 ket i
any additional observations, if relevant. Otherwise, leave OS e by 134 4E AL At 45 Y Al 3
blank. This applies to this option for all future gquestions. ARG SlaYly Adlia bl

3 (NA K— R

=

3. On picking up your call, did the PBA wish you, ‘Good Al plaa" Sl SGPBA P o ddelod Hai ;o 3
marning/ afternoon/ evening’? e il pline fruma

3| Yes & i |3

0 | no O 5| 0

if ‘ng’, specify any additional comments here: Uia Ao Slilet g1 daa JMAS" 1D

4. Did the PBA greet you in the same language you Glatu¥l plial 81l jial A1 Gl il pBA SVl gy e 4
selected through the IVR system? fle Ll 40 pall

3 | ves E ai| 3

0 | No O % | 0

If ‘no’, specify any additional comments here:

Y R O L TN
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D.

Greeting

il &

5.1 Greeting & Purpase of call

Juall o i Al g o 01 5.1

5. Ratethe PBA's_grEEting on his/her level of (ol B 5 il G ,PBA S eia 5B S
courtegusness:
0 Mo, the PEA was not at all courteous D B! e Rl PBA oS Al 8 0
1 | Yes, the PBA was quite/reasonably courteous E e SN [ N RIPRA S e 1
2 | Yes, the PBA was courteous D e PBA Ul U8 e 2
3 | Yes, the PBA was very courteous D fas G PBA JI S 3
6. ?:;ict::e PBA’s greeting on his/her clarity & pace of (1155655 43S 7 gy liy PBA L sa a8 6
0 No, the PBA did not speak clearly & steadily D JISE) g 7 e 3 PBA JI a1l al (38 0
1 Yes, the PBA spoke quite clearly & steadily A SIGe )y 7yt p dpihe S5y /e 22 JIPBA ) AISG i 1
2 | Yes, the PBA spoke clearly & steadily O ' JISE Ly £ 92 PBA 1 A5 s 2
3 Yes, the PBA spoke very clearly 8 steadily D JIEE 1yl el y JSSPRA ) A0 aas 3
7. Did the PBA introduce himself/herself by name? TansWl (ki e BPA N wie o 7
3 | ves ™ pu | 3
9 | No | 2 (0
if 'no’, specify any additional comments here: ha Adlal Skl o) daa ST N
8. Did the PBA then enquire after the purpose of your Al o e e eadiaWo Bl e e BPA JJB a8
call?
3 | Yes E o | 3
0 | no O % | 0

If ‘na’, specify any additional comments here:

sl Bl ikl ol dda UST 1Y

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

ey el (Ggediall G5 Sl A B Slgadl 0 e Gigla) tdials

9. Did PBA ask for customer details for the purpose of N i ey g Tl eyl sl ceppa MU a9
verification?
3 Yes D pnd 3
0 | No = % |0
N2 | Not Applicable (N/A | sy | 2
— ; ﬁql.
10. Did the PBA proceed ta listen to {or probe for) the fl f0gs 0 (e JlwdiW) ) gAY PBA 1 &6 B 10
customer’s query/grievance/complaint? Tam ol 5 Sl
0 | No, the PBA did not do this at all [l GNRY! e PBA Ji £ Jaiy o) S 0
1 Yes, the PBA did this to some extent D Lasa J PBA ) L Jad & el 1
2 | Yes, the PBA did this & PBA JI &3 Jad il o | 2
3 | Yes, the PBA did this a lot ' Ll PBA ) 0 Jad al an 3
E. Soft Skills & Telephony Skills I Ll Slal) ey Lrodlll O gt
6.1 Hold Procedure B8 - | LATARCN N % |
1. Dbid the PBA ask, “May | put you on hold briefly, while G55 s g4 OB I e gyl i€y et pRA J AL s 1
| get the required information?” prior to putting you ALY Alla b ey Jd "R pllaall e glaall e Sileas S8
on hold?
3 | Yes ﬂ pai| 3
0 | No M| 3|0
3
+ +
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E. Soft Skills & Telephony Skills Lislgll oYLy S gy dpadll S gl
If ‘no’, specify any additional comments here: TU 8l clitas gl aa ST 1D

| ¥ | Not Applicable (N/a) n SELY | X

' = =

2. Did the PBA speak with anybody else prior to placing
you on hold?

?JL“'.:J\Jlil‘\_-..\_,j_:I...;._,in_;.siJns...:t. PBA S8 a2

0 Yes m and a
3 No D ~ | 3
If ‘ne’, specify any additional comments here: <Uh Adlal il ) Jaa UNS" 1D
NA RTTR] 3y

Neot Applicable (N/A

[m]

-

INT: Answer this question only if the PBA kept you on held

o 551 JELIPBA ) ES i Joa b Jakb Jgedd 134 e sl shialy

for over 60 seconds (% 60
3. Did the PBA inform you that he/she needs more time A e ety Sl e wedb iy g4t paA Jldldel a3

and apologize for the same? ¢ e
3 Yes E o | 3
0 No D w5 | O

If ‘no’, specify any additional comments here: Uh Aol cidlad b aaa ST 1Y
Sl Y ¥

N2 | not Applicable {N/A) O Gy i
6.2 PBA Attributes PBA J! CAaw 6.2

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

;M'I '-"‘J‘.EC-‘PBA J‘ J,'LEJ.\".;"}S" J" ||""-‘n )-u-‘ll 1

1) Active listening skills:

Bplilh £ LGN ) s 1

0 No, the PBA did not have this attribute at all D P e PBA ) 2 Jady ol (3E 0
1 Yes, the PBA had this attribute to some extent E Laa JIPBA S 2l Jad A ceai 1
2 | Yes. the PBA had this attribute O PBA J) AL Jab 451 cpa 2
3 Yes, the PBA had this attribute a great deal D & PBA J 4l Jad ail el 3
2) Effective questioning skills: Juid o padefl Sl g 2
0 | No. the PBA did not_have this attribute at all O BBy e PBA JI 3 Jady o) 3 0
1 Yes, the PBA had this attribute to some extent E o JIPBA J JBd Jad Gl caal 1
2 | Yes, the PBA had this attribute O PBA J U3 Jad ak) . ax 2
3 Yes, the PBA had this attribute a great deal D LLCPRA JH AL Jah il cans 3
3) Confident: @’_\;_3
0 No, the PBA did not have this attribute at all | DY e PBA JV 48 Jady o] .38 0
1 Yes_the PBA had this attribute to some extent E osa JIPEA Jb ) Jad & e 1
2 | Yes the PBA had this attribute O PBA J) i Jad ail an 2
3 Yes the PEA had this attribute a great deal D LalaSPBA ! A Jaid bl el
4) Professignal: i fine 4
0 | No,_the PBA did not have this attribute at all O SRV e PRA J) D Jads ol S 0
1 | Yes the PBA had this attribute to some extent | s JIPBA N I Jab ail o 1
2 Yes, the PEA had this attribute D PBA J 2 Jad 4 4ot
3 | Yes the PBA had this attribute a great deal | iad PBA J U3 Jad 3kl . an 3
a4
+



+ + +
|E.  Soft Skills & Telephony Skills ! O Y Gl e g dgeail) gtz |
5) Friendly: | 19.5
0 No, the PBA did not have this attribute at all D (Yt e PBA ) & ady Al S 0
i 1 ¥es, the PBA had this attribute to some extent D lda JPBA D 3 lad i et 1
2 Yes. the PBA had this attribute E l PBA ) 83 lad il .. 2
[ 3 | Yes_the F9A had this attribute a great deat g | el PBA ) 3 Jad 30 ans 3
' 6) Used simple language & phrases: i an g SlalS il 6
0 | No, the PBA did not do this at all O SUEY1 e PBA U &3 Jay & 38 0
1 | Yes, the PBA did this to some extent O s JSPBA 13 Jad 4l cuas 1
2 | Yes, the PBA did this X PBA ) &lli Jad 4kl (o
3 | Yes, the PBA did this a lot O L PBA U1 213 Jab S el 3
7 S:tﬁ:zi%a??in;_af:l:: ?_m.itive. friendly & oy sy sl s el JSu pia] 5130 g6 Bdlay 7
0 | No, the PBA did not do this at all | B e PBA 1 A Jaiy o1 S 0
1 Yes, the PBA did this to some extent E baaa JIPBA 3 Jad il aas 1
2 | Yes, the PBA did this O PBA ) &5 Jad Ak (pa 2
3 | Yes, the PBA did this a lot O . Ll PBA 1 213 Jab 3l cpa 3
8) Used positive language: i Al Al Jety 8
0 | No, the PBA did not do this at all | Sy e PBA J1 Al Jaky ol 38 0
1 | Yes. the PBA did this to some extent ] Lo JPBA O &5 Jad &l el 1
2 | Yes, the PBA did this | PBA ¢ &Lt Jab 3kl s pul 2
3 | Yes, the PBA did this a lot O Wl PBA I 43 Jad ail aa 3
9) Overall, Was ‘Customer Friendly": T aal 339 G o Jih 9
0 | No, the PBA did not do this at all O LY e PBA Jb A3 Juiy al (38 0
1 Yes, the PBA did this to some extent E Loda JIpBA JH a3 Jad ok L eas 1
2 | Yes, the PBA did this O PBA () &3 Jab 4&! (saj 2
3 | Yes, the PBA did this a lot O Lila PBA ) I3 e Al s 3
1. OverallratethePBA | & | . | % | El ; Al F
on: a gl gl gl I;f 3 |‘E |~E Lmhy A PBA N pd e XL ]
A) Greet'ing: § & 2 | ° 3 . - - . [,. ‘
INT: Circle a number it :".ﬂ! ‘_rk' ) B
aribute, a5 relevan él é é él é é é é é é R e B S Sl
B) Extent of Customer Z E TT—?? -; E z I aaa gy g il Adal sae (o
Focus & Friendliness: Q g Q g g g A_@ g _D_
C) soft skills & 1 | 2[3]als]s]al3l2]1 N gy Adaiad) S ! (D
Telephony Skills El D D D D D D E D D gl "l




+ + +

F. Answer this segment if: D el il S D b e all i e Rla) )
A)Application for a new product/service: l Suia 4edd yl pile il -1
b) General enquiry relating to a specific product, | pna el gl Aand iy Sl e il -2
service and/or facility: ‘\ LS G Al e -3
¢) Other purpose of call '
7.1 Infarmation provided, Product Knowledge & | sl . - - .
. ' LY | Gu-d VO A mall Aadiall Dl plradl
Cross Selling i o & dl e ¢ = 71
1. PBA provided sufficient detail to the customer, with a ' e el e LG R
clear explanation of the requirements/ eligibility ; “;::" f"J: b :TJ: N "T‘ Pfjr/ ‘,"f ]JT 1
criteria/ dacumentation needed for this particular = A SN -i_u_s:..s
product/service. -
0 Mo, the PBA did not do this at all EI Y e SEPBA U Jads bl (DS 0
1 | Yes, the PBA did this to some extent O s IG5 PRA ) Jad akl cgai | 1
2 | Yes, the PBA did this X ALPBA e Akl | 2
3 | Yes, the PBA did this a great deal H b UK SPBA ) Jad il e 3
2. PBA provided a tlear and thorough explanation of the D Aty hadli e Jdlly mealyz S SPBA S paiall 2
steps that shall follow in terms af. aa e Al
1) Process: P Al e (1
0 | No, the PBA did not do this at all O Y1 o GUIPBA JI Judy ol S 0
1 Yes, the PBA did this to some extent E Leda A elll PRA i Jad i 1 pai 1
2 | Yes, the PBA did this Il ALPEA I Jad 3k pa 2
3 | Yes, the PBA did this a great deal | S JShy SUPBA ) Jad A& pa 3
2) Time taken: i Al =y (2
0 Na, the PBA did not do this at all D b1 e ANPBA ) Jads &l NS 0
1 Yes, the PBA did this to some extent E Le 32 133 PBA JV JAd 4 (aal 1
2 Yes, the PBA did this D JLPBA J) Jad Sk (i by
3 Yes, the PBA did this a great deal D oxS JS ALpEA b Jad Akl el 3
3) Requirements (such as documentation): (Sl aTad) Ba) Slilhia (3
0 No, the PBA did not do this at all | DY e diSppA J Jedy ol S8 0
1 Yes, the PBA did this to some extent E La 22 01 2l PBA ) Jad b 1
2 Yes, the PBA did this D AUPRA () Jad S8 4l
3 Yes, the PBA did this a great deal D oS JS5 ALPBA I Jad il el 3
3. The PBA was able to clarify any questions the customer R ty 51 ; .- P e
had: franyq s ok T ALY e gl iy e EPBA S A 3
0 No, the PBA was unable to do this O U3 Je3PBA ) adiiag ol S 0
1 Yes, the PBA was somewhat able to do this = | Le2a A1 Al Jad PBAJN £ Wt 3 cand 1
2 Yes, the PBA was able to do this O 3 JBPBA J) £biulail cani
3 | Yes, the PBA was very able to do this O S JS 23 JaIPBA JI ikiiedt il cpn
Mot applicable e A Ald Al gal e sud) el Y ,.
N/A | (Interviewers: Choose this aption only if no g = J2 2 = u__” ._::
yestigns were posed g
4, The PBA was able to explain the points of . e .. o
differentiation and comparative advantage of the feiiall Joiaily jaa W Shiall 2 3 HIPBA Jl plaind 2il 4
roduct/service [Versys offerings of local competing {biiad) Adaadt 2 g gadit S g gl ) daasdt
P ok A iy gl )
banks):
0 No, the PBA was unable to do this A1) JaipRA J) philey ol <3S 0

il



1 Yes, the PBA was somewhat able to do this

Lo aa A 33 ladpg A JY sidaiad dil cans 1

2 Yes, the PEA was able to do this

Ul JadpgA b pUaietddl (aas

3 Yes, the PBA was very able to do this

245 JE2 el JaiPBA ) it B Lpai 3

Not appticable
(Interviewers: Choose this option only if asking

about a sgec‘.fl: Ercduc*“sewi.ce

N/A

e T n dladd sl i SR naialll) el Y

P i) -

(iima 2/ win

5.  Please rate the FBA on each of these attributes:

+

g
O
O
Q !

bt 0l e han K3 PBA T ad im0 §

1) Effort to fulfill th rpose for which the call

AN el e b AT Giadl agall JU (1

attribute

was made:
0 No, the PBA did not make this effort/possess this 0 o Aandd) 0lh ey Y/ 3gatl 134 PBA )y a1 S 0
attribute at all kY
1 Yes, the PBA made this effort/possessed this attribute KJ Lda ) el o3 ey ga / 2gadl IePBA ) o5 3 el 1
to some exten e
3 Yes, the PBA made this effort/possessed this m Randd) 034 ALy g / 34200 g PBA O gl 2K onl 5

Yes, the PBA made this effort/possessed this
3 .
attribute a great deal

JEbs dadtl pla dBay gb f 3gal) PBA Y i S s

22

2) Extent of product/service knowledge:

rdaddd) [ iiadl A8l sde {2

0 No, the PBA did not make this effort/possess this

e Aot 03 AN Y £ gl 134 PBA Uy al 38

attribute at all Joky
1 Yes, the PBA made this effort/possessed this attribute a3 iy g/ sgal I36PBA ) oS 8l o pad 1
to some nt Lasa M
Yes, the PBA made this effort/possessed this - . . < .
' V| E W Akl .
2 attribute 36 Ahy s f 3galt \MAPBA ) pal 2

3 Yes, the PBA made this effort/possessed this

Js dasll 03h iy oh [ apadt WEPBA 1 ald Al aai

attribute a great deal & 3
3) Cross-Selling effort/attempt made: e Al Jad e A gdaad) A faall 9 Jgdual) gt (3
0 No, the PBA did not make this effort/possess this 6 Al 028 By Y f all 13gs PBA I pls ol (3S 0
attribute at all kb
Yes, the PBA made this effort/possessed this attribute . s ; S
1 | to some extent beaa Gl oda Al g/ 32dl 36PBA J1 a0 S vead 1
Yes, the PBA made this effort/possessed this - e . < - .
2 attribute Aasd) 330 Ay ob [ 3gpd) 13PBA ) pA SBD el 2
3 Yes, the PBA made this effort/possessed this JSt Aanadl o3a ALy b [ 320 V3PBA ) p 3l aa 5
attribute a great deat &

Not Applicable
(Interviewers: tick this option only if cross selling was

N/A
not Eosslble due to the naturg gf your inguig!

O|000®r| |[O0RO

i NGai b e fale g a1 fial)) Gaeis Y Y
(22 s A i SSas cross selling U S o

4) Provision of adequate explanation in response

to questions pose

da g shadl AULY ey gl ol addi {4

0 No, the PBA did not make this effort/possess this

s Aand) o34 s ¥ f gadl 13 PBA 1 ady o) <3S

attribute at all | by 0
Yes, the PBA made this effort/possessed this attribute - - e . o -

! to some extent E La s A Al ol il ga / 2gadl 13PBA ) A8 Sl aad 1
Yes, the PBA m his effort/possessed this - . . PRI

2 | attribute O Aand 030 &liay g / 3galt 1igPBA N pld ol vani | 2

3 | Yes the PBA made this eff thi [] | SSaladioht &y 7ol GpPBA O 8l i [
attribute a great deal 25

Not Applicable Ca L 3 hE sl e e el s - dmll) s N N

N/A | {interviewers: tick thi ticn only if no further D oo ol ay '*".r‘-*(—';:: '—1-61:-:‘,&-%-):9_—::; ¥

- Foal do o A A | e

guestions were gosed!

~t




+

+
‘ 2. Qverall, rate the PBA - |
on: 8: - & -l
| . |
| = a ] & ]
Al Product knowledge & ' gi E S
information/assistanc =

e provided;

S d PBA N ad s 52

&
e
oy

I T .
— aM',"_‘_'n..-d.._ s — 4 et

o Bt ] 3 e T

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

) Il
il a3 6§l ) rhal

hidall Uy . ddo JAI5 D11

Bl Cross Selling:

|DIU‘I |D lun | Very Good

|D |3= |D = | Very

2

juy
2

.

0w (|0 1w
||___| IS |D I+

5
|
5
0

.Cross Selling (=

IR | R
|Dlr—' |DIH o <7

O |0

{‘nterviewers: 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/aimast ne scope for ¢ross selling)

Sia K Y e ol Sy e s =B a i e > e Dl ad (We | Bl U 10035 Selling/s aedl # pal Ve st el

(Cross Selling.~ s 2 /! aa

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

SIS M Olald e g ANY V3] e Sadt 1A s caal F
Ol SIS /5 gl e\l

8.1 Complaints & Grievances

Lkl g o oI 81

1. PBA demonstrated active listening skills when the

2552 e IS etie il pin O e PBA J 4@ 1

customer was relaying his/her complaint: * e 82
3| Yes O |3
0| No O % |0

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

sl bl Clided 1 daa HST N

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

AL 5 20 pgil S 3420 PBA S5 2

3 | ves

ax 3

0| No

OO

[ 0

If ‘no’, specify any additional comments here:

SUN il Cidylad g} sas . THS™ 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>

tapN A e K pn e PRA Jipaal 3
AN S AN BN (e JST NS g aad Gflad) (gdal AA)) tlaaly

(=
1) Complaint Resolution Process: S5l Aadaafda e (1
3| ves O a3
0! No Il 2@ |0

If ‘no’, specify any additional comments here:

1A A bl SRS (o] dda  TUST NI

2} Time taken for resolution

3 | Yes

éJm|i+hA[W1éﬁ£|!2

'!-l-l

0| No

Oa

-« | O

If ‘no’, specify any additional comments here:

LA Qi) Sliylad o) daa (ST 1))

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

(5 S Aallaa/la Gland & jadl i pRA S 8 a2 4

No, the PBA did not possess any knowledge

4Gae SIPBA JHASgY 28| 0O

Yes, the PBA possessed a little knowledge

—_

AL A5 APBA I ey e

Yes, the PBA possessed knowledge

& s PBA J ey ooai

wilim |- | o

Yes, the PBA possessed a grea al of knowledge

0000

5.  Please rate the PBA on each of these attributes, on a scale
of 1-5;
INT: Circle a number from 1-5 for each attribute, as relevant

2
U adl e gl BPBA ) by i | 3
51 e oma e B Sl B, PBA S A a5
Uy 45050 Sliall (e diea JSI 5-1 Oa pd ) a3 10 pe) 5l

(Ll

+



1)

Overali custormer
experience for
complaint resolution:

Ow

2
O

-~

Ow
BES
HES

-~

alleae A oiopadi s gl
£l ;S5

! 2) EXtEI"IIt Zf FBA 1 2 3 4 | 5 5 4 3 i 2 1 o PBA ) &b e 52 (2
nowledge an | A lalll A
resalution process: o oo g g | O g|od | 0| O el s
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