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PROJECT: Money
SHOPPER CODE DATA ENTRY EDITING =
Name Number Name Number Name 4 o 7 2 x
a6 Ll I
el 8 345 | i gall S T
a3 JOR 3 JURY S ! T |
R ! | |
A. Details of Call | JeaT AN okl -] |
Bank Dhofar O i st | |
Bank Muscat O Sl £y
Nati | f Handl da ol SLH i
1. Name of Bank to which ational Bank of Oman O A PRI G
call was made: HSBC-OIB E HSBC-OIB < A =t
Bank Sohar 0 S Ay
Other Bank Specify: () iy !
2. call Centre Number Yoo iud L2 SOV S ey 2
Date | Month Year Al el | e
3. DateofCall ‘ 2T a3
ol 3| \[© [2]of1]3]2]o|a}3 | | ~
Hours Minutes RECH] aleludl
4. Start Time to Call [ I — e ey iy, 4
| 3 15 _ |
5. Total Duration Call Hours Minutes el Sl Ll W% (BUF PR VU
INT: FROM POINT OF ANSWER BY O AtaY) Aliad o) sl
PHONE BANKING AGENT Ja L) 3
(PBA}, UPTO COMPLETION o lo e :} L S dal-f— J-: ‘
OF PHONECALL) (Aealllall plgd |
06:00-09 am Ol gl 4 09:00 -06:00 i
09:01-12 am rlaall 3 12:00 -09:01 ‘
6. Time Slot During which ¢ St s NSNNFEI PR
- Time 5lot During whic 12:01noon-03pm [ ikl S 03:00 -12:01 s Sy 4
call was made: gl 58 il sdal
BINT:  SELECT THE 3:01-6pm [0 | s el L3 06:00 - 03:01 om0 T
RELEVANT TIME-SLOT, . — . i S
ACCEPT SINGLE ANSWER, | 0001-9pm O eidl £ 09:00 - 06:01 | UL 4D
adal g dala)
09:01-1am O [ casiie s 01:00 - 09:01
1:01-5:59am [ | sWeal 4is:59 - 01:01
B. Purpose of Call Juad har o
1. General Enquiry roduct Name: Query Code | (3 5o (it pus)
regarding a specific CP u me: - — | et : le Lot -1
garding a spe Ml | INTinsert | s dR) el b |7 FT
Product / Service o C Ceme from list) (At () o2ne dni/nlin
T
2. Application for a Query Code Hdgald S ..
Product Name: —_— N [T )
New Product / C R o Jpaal -2
servi INT: {Insert | O 33) (dal | e s Fars /o
ervice from list) (A (5)0 Sant/eclia
3. Complaints / Cnmplaint Ct(li:r(JNSERT FROM :{l‘im‘ e J-'.hﬂ) PR
Grievances ) Al / s aSL -3
4 Other Please Specify Details: (ol 223 $la ) e -4 1
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| C. Appraisal of Interactive Voice Response {IVR)
system:

(IVR) Aale Wil 45 gual) dgladu) ald i &

. 4.1Appraisal of IVR system: |

A4le WD) A5 peall dglalia) SUS apdid 1

F 1. How would you rate the IVR system in terms of ‘ Lall e age D 4D el dlailY1 Sl i ) Sy S Y
! Ease of navigation & user-friendliness? Laiadity g S 4 g
f : ; . T T e o - T
| o | No, the IVR was not at all easy to use i 0 e PRV | e Dl AS el Al sl H5 o 38 0
| | laat !
| ] ; Lpaha JSAMa a3 SN AR IS ATy ol A0l alal Sl |
% 1 . Yes, the IVR was guite/reasonably easy to use ‘ E ALY s | 1 !
. ‘ { ol
L2 Yes, the IVR was easy to use D 30 g Rl G A5 pal) TNl g S e | 2 |
| 3 | Yes the IVR was very_easy to use | [ | pasiant i ban g Al 5 poct jnia¥l S50 8 can | 3
2. How would you rate the VR system in terms of Aa's e e LT AL peall Al A0 Gl Sy S 2
clarity of instructions? el - g g
0 | No, the instructions were not ¢lear at all D hY) e daudly Slalll G Al 3S ) O
1 | Yes, the instructions were quite/reasonably clear E Aol y Jeuda JES e 2a N1 ialadil 20E aas 1
2 | Yes, the instructions were clear 'n dal y S8 SialaTl g | 2
3 | Yes, the instructions were very clear (| 1 danaty T8 Sladadl pai | 3
D. Greeting [ - &

5.1 Greeting 3 Purpose of call

Jualll (e go all g cya Gl 5.1

1. Once you selected option ‘9’ on the IVR, | 3 vnAnae Llaauy sl 379" Joda¥) 3 jlaat sal 1
{"To speak to a call centre agent, press (Mention ' 58 ga eiln pe aa ATy A e ) A5 palt
9"}, how tong did it take for you to speak ] bl saa) S8 it D g e oS ("G il /LY LaTY!
to a PBA? aeconcsof (5 ?PBA pr Loaall

INT: Specify duration in the space provided minutes) (aaadd Aaleaddl (8 S glh ) sCaly

INT: Answer this question enly if you selected the ‘Call back’ B Jladal T Jla b BEb Jlpadl 1 e @) tdialy

option via the automated voice service WAV et Aadi e M FeualY

2. Were you called hack by a PBA? pEA Jd e LaVladsl i3 e 2

3| Yes | ani | 3

0 | No | 2|0

If ‘no’, specify any additional cornments here: *Note to O ropakdl AliaMt TUA Lol Chided gh daa M HE
intgryiewers: This is not a mandatory field, Please fill in adlay! Sifadidl san cpla Ll el 10 ket Jha
any additional gbservations, if relevant. Otherwise, leave JS el b AS U ey 0 Y1y alalt Db
blank. This applies to this option for all future questions. A Skayl adletd) S Ldl

3 N/A m Lhbi ¥ (3

3. On picking up your call, did the PBA wish you, ‘Good Ay padl ploat WAl SAPBA SV p8 e detadl dad ;) gl 3
morning/ afterngon/ evening’? e Al pliea [

3| Yes K |3

0 | No O u |0

if ‘no’, specify any additional comments here: cloa Adlal Sikyles gl daa JTHS" 1)

4, Did the PBA greet you in the same language you Lyl Jles 515 Sl Al s pRA S caa; 6 4
selected through the IVR system? e LSl 435 gl

3 | Yes oo |3

0 No D % |0

If ‘no’, specify any additional comments here: (0A ALS) el o) saa  "HEY
2
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D.

Greeting

i )

*
ol

5.1 Greeting & Purpose of call

Jualll o L2 All 5 cua i1 5.1

S. ?glie:t';hoeu::iz:greetmg an his/her level of J (1)l BN s o G PBA L m 5B 5
0 , No, the PBA was not at all courteous 0. S e 3d PRA U1 0% a8 i 0
1 | Yes, the PBA was quite/reasonably courteous D ! ke S0 flaaa N B PBA JE IS e | 1
2 | Yes, tha PBA was courteous O ; I PBA S oan | P
‘3 I Yes, the PBA was very courteous & 1 2 32 PBA J) &S vani {
B. ?;;:::e PBA’s greeting on histher clarity & pace of (VSoyy AsSS 7 puiny Ty PBA Ui SiaB 6
0 Mo, the PBA did not speak clearly & steadily E] UGSy £ gl PBA JI S5 ol S 0
1 Yes, the PBA spake quite clearly & steadily M QD] g 7 o gy Jpide (S [l 22 JIPBA 1 A55 aal 1
2 Yes, the PBA spoke clearly 8¢ steadily D S g £ gd PBA J ASS caas 2
3 Yes, the PBA spoke very clearly & steadily E Jie )y 1aa il y JLAPRA I AN s 3
7. Did the PBA introduce himself/herself by name? Sl (NAsdi 2 BPA Ml wdTe o 7
3 | ves ﬂmh/ & pai | 3
0 No D 2|0
If ‘no’, specify any additional comments here: sl agilol Gligded o) aaa OS" 13
8. Did the PBA then enquire after the purpose of your Al afl pm pe O el 2l sy e BPA J e 8
call?
3 | Yes B4 pai | 3
O |No ] 3 |0

If 'no’, specify any additional comments here:

1UA Abldal Slipal ol e ST 1)

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

Sy 5 gl Bgeiall G s 3 Kb Jgedll 13k S ogln) sl

9. Did PBA ask for customer details for the purpose of TR i e Py el Joalilh cepea S 9
verification?
3| Yes 4 |3
0 | No O %10
NA . . ¥
== | Not Applicable (N/A g_ Bauy | -
10. Did the PBA proceed to listen to {or probe for) the falad s (e il ) SO PBA JU 45 s 10
customer’s query/grievance/complaint? LR TR LR ™
0 | No. the PBA did not do this at all O Y e PBA J1 ol Jaiy o1 (NS 0
1 Yes, the PBA did this to some extent D Loda J PEA B2l Jad ol (el 1
2 | Yes, the PBA did this X PBA J & Jad 4kt (i | 2
3 | Yes, the PBA did this a lot O Ll PBA U1 4U3 Jad gl «aad 3
E. Soft Skills & Telephony Skills I Al ST G e g dpaadlll) O Agall 2
6.1 Hold Procedure JABEINT Gl 2l 6.1
1. Did the PBA ask, “May | put you on hold briefly, while D85 Cus A DB GRTE AC 3 g ey Gt pRA T AL 1
| get the required information?” prior to putting you LY e A Sy 8 0A pllaall Sl et e las o
on hold?
3 | ves O s | 3
0 | No ) |0
3
+ +
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| E. Soft Skills & Telephony Skills ! Al SYlaly) <) Agay WY St &
{ If ‘no’, specify any additional comments here: i i 1A Al Dlidas gl Jaa ;NS 1)
] —
NA | Not Applicable (N/A | = HAvY [N
I 2. Did the PBA speak with anybody else prior to placing ‘ Tty da bdniay 8 A jailae PBA JASSa 2
you on hold? |
‘[ 0 1 Yes ‘ D o L 0 i
'3 I Ne %) ~5 } 3
if ‘no’, specify any additional comments here: ;L'A_'A.,.iL..H Ciddal o) das S K]
NA \ Not Applicable (N/A O ==y 3
INT: Answer this question only if the PBA kept you on hold S A8 BITPBA b S5 S B hid Sl 1 B G fs) bl
far over 60 seconds (29,1: 60
3. Did the PBA inform you that he/she needs more time AN e SNety ZE gl ey gall u Yy At PBA J et a3
and apologize far the same? Y
3| Yes O i | 3
0 | Neo ] %« [0
If ‘no’, specify any additional comments here: 1Ua Lda) Chilel gl e ST 13
NA | Not Applicable {N/A) X L "
- — F =k
6.2 PBA Attributes PBA J) Slaw 5.2

1, zzlcehctofvtise;ral:::it:)uatseescil on whether the PBA fulfilted \iadt o3a e IS aa PBA 1 BN a3 "NS" et A1 1
1) Active listening skills: Sl Bt D g 1
] No, the PBA did not have this attribute at all [:] eyl e PRA J1 2l iy al OIS 0
1 Yes, the PBA had this attribute to some extent D La da JIPBA JF JU ad 2il (s 1
2 | Yes, the PBA had this attribute O PBA J 23 Jab ail cans 2
3 Yes, the PBA had this attribute a great deal & Lalad PBA () 40 Jad 38! caas 3
2) Effective questioning skills: Juadlt o gaiu¥l Shigs 2 |
0 Ng, the PBA did not bave this attribute at all D Y e PRA JI D Jady Al L3S 0
1 Yes, the PBA had this attribute to some extent B s JPBA JV K Jad Al e 1
2 Yes, the PRA had this attribute [:] PBA Jb 53 Jad o) L an 2
3 Yes the PBA had this attribute a great deal E LASPBA Jb 83 Jab o) oanc 3
3) Confident; Fy 3
0 Mo, the PBA did not have this attribute at all D (oY) o pRA Jt 2l ey al L3S 0
1 Yes, the PBA had this attribute to some extent O aa JIPBA J) 2 Jad db ol 1
2 Yes the PBA had this attribute I:] PBA ) &3 Jad 2kl an 2
3 | Yes. the PBA had this attribute a great deal 2} LLGPBA 1 413 Jad 2l o ans

4) Professional i e .4
0 No, the PBA did not_have this attribute at all D DAYl e pA JI A Jady o LS 0
1 Yes, the PBA had this attribute to some extent D e a JPBA JI 43 Jad il s 1
2 | Yes. the PBA had this attribute O PBA J) 2L} Jab 4k v an 2
3 Yes, the PBA had this attribute a great deal E Lalas PBA ) 43 Jad adl .




+ + +
| E. Soft Skills & Telephony Skills ! A0 SV Gl g Al Bl S ged) 7 |
5) Friendly: | 3343.5
0 | No.the PBA did not_have this attribute at all O obY) e PBAJ L kA3 | 0
1 Yes, the PEA had this attribute to scme extent D L SPBA ) Gl ad skl el 1
2 | Yes_tme PBA had this attribute & | PBA Ji 3 Jab sl van 2
. ; .
3 Yes the PSA had thig attribute a great deal \ D : el PBA ) A0 Jad skl r 3
6) Used simple language & phrases: Amien Jan g SlalS Jaatai 6
0 Ng, the PEA did not do this at all } |:| e e pRA O A iy al 38 0
1 Yes, the PBA did this to sorne extent ‘ D Lda JIPBA 12l Jad ail . aa i
p Yes, the PBA did this E] PBA (1 U3 Jad S (pal 2
3 | Yes, the PBA did this a lot X Lalad PBA (1 U3 Jad 3] (i
7) Overall, maintained a positive, friendly & L el e 1S ' . 2
" . . N i 1Al pt .
enthusiastic attitude: ey 539 o1 gl e Sy o) plat o Bl 7
0 | No, the PBA did not do this at alt O PR e PBA J &3 Judy af (S 0
1 Yes, the PBA did this to some extent E] Lada JIPBA J B3 Jad ol caas 1
2 Yes, the PBA did this D PBA J' <l Jad okl e
3 Yes, the PBA did this a lot E ; Ll PBA () el Jad AR cpes
8) Used positive language: ! ' Alay) il Sty 8
0 | No, the PBA did not do this at all O JhYI e PBA Jb 4 Jady o1 (S 0
1 Yes, the PBA did this to some extent |:| Losa JIPBA ) &I Jad Sk 4ped 1
2 | Yes. the PBA did this ] PBA JI <lid Jad ol ians 2
3 Yes, the PEA did this a lot & W PBA J U3 Jad SR aas 3
9) Overall, Was "Customer Friendly’: s aa 13 g O ale SS9
0 | No. the PBA did not do this at all O BT L PBA JI 3 Jriy &l S 0
1 | Yes, the PBA did this to some extent O i IPBA ) 23 Jad 3 1
2 Yes, the PBA did this E PBA (1 &l Jed A& (aal 2
3 | Yes, the PBA did this a lot O L PRA 1 &5 Jad 43 cpus 3
o b E
1. Qverall, rate the PBA e | . o | &IF 3 17
on: p §1 5 8’ © 9 l‘E tE ms i PBA S ad e A5 1
A} Greeting: & - I ‘ ' . ) a0
INT: Circle a number > > V- RPN
from 15 for each 1 2 '3 1 a4|s|s|{al] 3|2 1 phiailliey 4hg U8 5 A1 Ha
attribute, as relevant ﬁ E] ﬁ ﬁ @ ﬁ ﬁ ﬁ ﬁ ﬁ
B) Extent of Customer 1 2 E Z —:5__ E ? 3| 2 | 10 Ay se il aladayl s (o
Focus & Friendliness: D D D 5T D D D D D D
C)  Soft Skills & 112314 |slslal3tz11 N ey damall o gl (o
= £ =2 usd 2 2 s 3 £ l Pk 2o B »
Telephony Skills D D D D E D D D D D gt e aled)
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F.A
A)A

nswer this segment if:
pplication for a new product/service:

b) General enquiry relating to a specific product,
service and/or facility:
¢) Other purpose of call

Sl Gl G i B jall s e Lla¥) ) -
fuia dead g miie il -]
Lana i ) Aand ) milay Ruade sle ladiid -2
LS e 3l g e -3

7.1

Information provided, Product Knowledge &

Cross Selling

LAY Ay il 8 Ad ) Aadiall Sla glaal) 7,1

1. PBA provided sufficient detail to the customer, with a o mmly b e g i RS Zicaylee PBALY el G 1
clear explanation cf the requirements/ etigibility ; . "I/‘-Emll v 3-:,5.'.! j‘ g P )—:-Lm:f -
criteria/ documentation needed for this particular ] g e e A
product/service. ! S

0 | No. the PBA did not do this at all N Y e SIPBA JF Gady al S 0

1 | Yes, the PBA did this to some extent O Lo 32 ) A5 PBA ) Jad A& opa 1

2 Yes, the PBA did this E dlipga JI Jad 4l cans )

Yes, the PBA did this a great deal |:| RS JSS dLpgA J) Jad Skl ael 3

2. PBA provided a clear and tharough explanation of the Jhras LT Siphadlt e Jul Sy menly #5388 Jaadadl 2
steps that shall follow in terms of. wrus e T

1) Process: s Aglall 2 {1

0 | No. the PBA did not do this at all | SNV o APBA J) Jedy pl US 0

1 Yes, the PBA did this to some extent E] Lo s 0 &5 PRA Jb Jad 2B s 1

2 | Yes, the PBA did this C4 AIPBA ) b ) (e 2

3 | Yes. the PBA did this a great deal O onS JLh JOPRA ) Jab Ak e 3

2) Time taken: _W\ < &1 (z

0 No, the PBA did not do this at all D oYt e SUPRA J1 Jady ol (M8 0

1 Yes, the PBA did this to some extent 4 b osa A ol pRA (1 Jab k) cpai 1

2 Yes, the PBA did this D AUPBA ) Jab 1) cpal

3 Yes, the PBA did this a great deal D S (85 ADPRA i Jud S cpai

3) Requirements {such as documentation): {1 ATl 95*) Sllkie (3

0 No, the PBA did not do this at all D Sk e dEpBA I Jady al (<3S 0

1 Yes, the PBA did this 1 some extent D Lada A0 p A Jb Jad Sl s 1

2 Yes, the PBA did this O ABPEA (b Jab Sk i

3 Yes, the PBA did this a great deal E oS Jilu AGpEA i Jad ARD el

3, The PBA was able to clarify any questions the customer ) e, ] . J o

sl t sy | s 1S al
had: Jp M G e A e g mueag e pGPBA 3

0 | No, the PBA was unable to do this O 413 JuiPBA J) pkig oS | O

1 Yes, the PBA was somewhat able to do this D Lada 2 Jed pRAJY plhind 48] cani 1

2 Yes, the PBA was able to do this D 3 SdpBA JI g Uaieatad] (pal

3 Yes, the PBA was very able te do this E S JEd A1 JaipBA Jb g ki 8B cen

Not applicable . 2 - T
- JJ‘A h.‘,l_‘_.“Jﬂ_-J ’.'1:;. -_J\ L wy N

N/A | (Interviewers: Choose this optign only if no g == r “ R ;;.‘__-\j' . "'

uestions were posed =

4. The PBA was able to explain the points of cr e e s . N tie
differentiation and comparative advantage of the friiadi Ly 3aa Al Zhiall #% iPBA Splalal o3 4

raoduct/service [Versus offerings of local competin Slhbiialt Alaalt 2yl gait ey gall i) Aeadll
p (Versys offerings of local competing { - e gy gl i)
banks):
0 Na, the PBA was unable to do this A3 JaIPBA J) plallny pd 128 0

I



+ +
1 Yes, the PBA was somewhat able to do this 0O L da i) JudpBA ) plliied B el 14
2 | Yes. the PBA was able tg do this | 3 JdPBA I plsiudill i | 2 |
3 Yes, the PEA was very able to do this D S8 S8l & SaipBA ) piliat Ji (el 3
Not applicable e Ul e b AT i Fhe s Sa) el .
N/A | dnterviewers: Choose this option only if asking O Lem e g — "‘(z e L
about a spacific product/service T T m 2 | 2=
| 5. Please rate the PBA on each of these attributes: pliadl als e ke SHPEA Jipd s 5
1) Effort to fulfill the purpose for which the call C e e et g
was made: WJaTdl $lag D pd il (Likadl s d (1
0 No, the PBA did not make this effort/possess this 0 e deandll 33a Ny Y/ agatt g PBA Ul aly a1 S 0
attribute at all Yy
Yes, PBA made this eff i i . . . v e
1 tss;ot:fe eth:‘z: e this effort/passessed this attribute D e sa el o33 dlliyy ga / sgall gePBA 1 o8 il ped 1
Yes, the PBA made this effort/possessed this : . - oAl
2 | cribute X Ko 036 dliay g / 342l 1AEPBA ) pid il o 2
3 | Yes the PBA made this effort/possessed this u S ) 038 Sy gh f 3gall MgPBA ) pld S0 s 3
attribute a great deal ‘ﬁ
2) Extent of product/service knowledge: phasid) / piiadly A ad) s3a (2
0 No, the PBA did not make this effort/possess this ] e Al 036 Ay Y f agalt 1 PBA 1 aby o) S 0
attribute at all Ayt
Yes, the PBA made this effort d this attri 1 . . .-
1 s /passessed this attribute D Wt g dedl o3a iy g / sl 3PBA I A i) cani 1
Yes, the PBA made this effart/p d thi - - . L
2 | evibute ossessec this O Lo oia ey g/ 34t 13 PBA ) A LI can 2
3 Yes, the PBA made this effort/possessed this X S8l dandt 238 Al oA /34201 13gPBA I p Sl caes 3
attribute a gr ea &
3) Cross-Selling effort/attempt made: LAY ) Jad e A huadt Al ganad] ¢ ) $30all 3gall (3
0 No, the PBA did not make this effort/possess this I:l A Al 030 ey ¥ / 3gatt 129 PBA I pky o 35
attribute at all kYl 0
Yes. the PBA made this effort d this attri 3 . . .
1 o " /possessed this attribute E L sa 0 e oia iy / 3¢adl GePBA ) o8 ] cad 1
Yes, the PBA made this effort/possessed thi - . . .

2 | ieibute is O Al ol iy gb [ 3gall iPBA ) pl8 Sl coni 2
3 Yes, the PBA made this effort/possessed this D JS danad) o34 Alay 94 f 3pal) IEPBA J) plB B cans 3
attribute a great deal ﬁ

Not Applicable it a1 e Aade anpoad 07 giatl) ean Y Y
N/A | (Interviewers: tick this option only if cross selling was | [] KT T < '_"P." TR .=
not possiple due to the natyre of your inquiry) — (ol g Anzim ooy e 07055 SEMliNG o LSy a > | Semd
4) Provision of adequate explanation in response - “y : . .
to auestions ed A g ball ALY e 12y A gl = it agals (4
0 No, the PBA did not make this effort/possess this | o Aanall 06 Ay Y/ agall gy PBA J) ply a3 0
attribute at all Ak
Yes, the PBA made this effort/possessed this attrib ] e . . o
1 to some exten /possesse s atiribute D et Al dadh oda iy g/ aadl 3pPBA Ll Al and 1
Yes, the PBA made this e osses hi - . . -
2| atariby sed this O Aadl o1a dlliay gh [ 2gad) VigPBA () o b el 2
3 Yes, the PBA made this effort/possessed this K Jis dadl) 13a iy b f 3gal) VigPBA ) pld Al an
attribute a great deal 1S 3
Not Applicable DMa b el i e date e e} e Y .
N/A | (Interviewers: tick this aptign only if no further 0| === — f',"’_ij‘-"i"‘“"'f) i 2
guestions were posed) — ((adoal bl =y 2hia 5| Sab
7
+




+

2. Qverall, rate the PBA i -

from 1-5 for each

attribute, as relevant |

' B e e i oad ez S
on: I 5 % 3 S E E_, ' b | ===AFBA . A .‘ 2
A) Product knowledge & ol = g | |:F i e =
. o >| 01 E‘ 'E M . _.,'.JJ;_._‘_‘/.__H_‘_‘ a_’)“_l (
information/assistanc i ¥ . e, s
e provided: —
INT: Circle a number g i N e i,ﬁu ‘-ﬂi sl

el Gy Aha <5 5] Se

4
O
4

B) Cross Selling:

ID = |D I~ | Very Poor

|EIUJ- 0w

2
O
2
0

0|0
||:| FS |[:] I

:Cross Selling [~

'
|

|D I~ |D 1!
(S WIS

|

(Interviewers: Please skip Part B/Cross Selling, if not applicable. Exampie: interviewer posed very basic guery about cpening a

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

Siia Y e o g g e e = e fa gy e~ s Zaad 25130, B Y Crass Sellingfz it = a5 Y ela 1 et

{Cross Selling ! ' =a i o

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

OIS ") G Gl A 1 63 138 e qual F
O il /g Sy ald

8.1 Complaints & Grievances

Slallil g 5 glSE0 g

1. PBA demonstrated active listening skills when the

K Db DS e L LR LAWY O Lea PBA 1 el 1

customer was relaying his/her complaint. sl S5
3| Yes | |3
0| No 1 | 0

H 'no’, specify any additional comments here:

LA 40l Slidas g1 sda UHST 1))

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

AL/ 5 S50 agdl A8 neaa PBA 5l 2

3| Yes

s

0| Ne

0O

~ | 0

If ‘no’, specify any additional comments here:

1UA 8L Sl g1 aa < NS 13)

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

ol D e Eor pnyPBA Jpmd 3
SIS AN A5 AN SR e JSI DS g1l ilal (gaal 2A1) rcaaly

{42
1) Complaint Resolution Progess: SN Aalefa Ll {1
3| Yes O aai | 3
0! No O p LAY

if ‘ng’, specify any additional comments here:

Ua il Sdiiled gt daa MHSY L)

2) Time en for resolution

3 | Yes

ﬂs.:.nmu../dwu\dg (2

r\l-l

0| No

00

% | 0

if ‘na’, specify any additional comments here:

Tl Aflil Cliplad o) dan THE" 1

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

s oSl Aadlaa/ e Aden! 43 el lliay pBA SV 8 D 4

No, the PBA did not possess any knowledge

dias yPBA S UGy Y S| O

Yes, the PBA possessed a little knowledge

—

B BAPBA I ey el

Yes, the PBA possessed knowledge

i ae PBA ! dliy an

Yes, the PBA possessed a great deal of knowledge

0a0n

Liw | o= S

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
A galt e S GAPBA ol i |03
5D 1 e me e LN cll B Gy PBA J pd iela, S
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Appraisal of interactive voice response (IVR)

Greeting

Soft skills & Telephony skills




F Other questions |

G Questions related to complaints/ Grievances

H Call closing
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