+ LG D': m +
Lk pifes
PROJECT: Money
SHOPPER CODE DATA ENTRY EDITING SR 4
Name Number Name Number Name Number
22 <o — BN
s e 3 i D ol ! Syl
Al ! A0 A T Y
INEEE l |
i A.  Details of Call ! et ANEALY s -1 |
i Bank Dhofar O | Sl gy |
: |
Bank Muscat 4 dia Ay \ :
Natianal f lanll _yita gt L
1. Name of Bank to which ational Bank of Oman O e PPV U |
call was made: HSBC-OIB e HSBC-QIB Ay S i
Bank Sohar O Slea Sl
Other Bank Specify: () « yal sy
2. Call Centre Number % OQ?L‘ "f 22 eyl S ey 2
Date | Month Year ALl A pa
3. Dateof Call s .
o6 | Lo |2]o]1]3]2]ofsl3] | | | fen 3
Hours Minutes e Slelul
4. Start Time to Call I I 5 l I O 1 | Tt ey ZEy 4
S.  Total Duration Call Hours Minutes (i JEAPANA] (e 2By & paaa LS
INT: FROM POINT OF ANSWER BY O Ayl dBal ) sdal
PHONE BANKING AGENT é T i) L b )
(PBA), UPTO COMPLETION G 6 o s e
OF PHONECALL) ( Pl
06:00-09 am O gheal! 4 09:00 -06:00
09:01-12 am Leall 4 12:00 —09:01
6. Time Slot During which U < Ll Jma g Zdlis w6
- HimeSlot During which 1 15.01n00n-03pm O 3 will 3 03:00 -12:01 ! 4
call was made: Gl 5 ad AN sdaly
BINT:  SELECT THE 3:01-6pm [ | s et i 06:00 - 03:01 om ol RO
RELEVANT TIME-SLOT, 06.0L.9 0] Ll oo . L _Jea) s,
ACCEPT SINGLE ANSWER, -01-9pm sluall 3 09:00 — 06:01 SR
09:01-1am [ [Oa eatia 3 01:00 - 09:01 "
1:01-5:59am [ | 59 glad 5:59 - 01:01
B. Purpose of Call Juad¥) dad o
(sl 3
General Enquiry Query Code | H{Jiell Ju .
. . Product e: _—  f T ) B .
regarding a specific n O, . N e ole il -1
. INT: (Insert | i) daly | . o
Product / Service from list) (i {5) 300 2/ mie
— et S
2. Application for a Query Code { .
. — - c II“ ]
New Product / Product Name: o e . (z ) e Jpaatl Gl 22
. INT: (Insert | (e dadl) jcaly (e i .
service from list) (i (3) a0 Aaai/ziie
Grievances ) i/ o483 -3
4. Other Please Specify Details: (Spatill 232 Bl ) e -4 1




+

v

+

4

C. Appraisal of Interactive Voice Response (IVR)
system:

{IVR) 4 il 45 puall dulasautd) alhS awidl &

4.1Appraisal of IVR system: | e U A0 geall Alado) U wpiid 1
1. How would you rate the IVR system in terms of | dall e Lol A pall agla o) dlal adt o Sl€e RS
Ease of navigation & user-friendliness? 4 255! y R Al ppu
No, the IVR was not at all easy to use L S (BHRY) e A U A5 el Llanal) sai 8 o (38
0 O - 0
f JRPELA
. : JJ._ILI MM da ;___:;‘.I;:l i,;‘_,..a.]'i iy ,...n.is [y
1 | Yes the IVR was quite/reasonably easy to use D , Rt | 1
5 | Yes. the IVR was easy to use E LRI T e A o] et Y1 s .
el fh: - @%HW‘_;\_‘_’I—‘.&J‘;_‘I.’&EAL 2
3 i " e ar gl % s R Vanw .
3 | Yes the IVR was very easy to use D i o 31 15 e Ble il Ayl Hin Y1 S0 S spes 3
2. How would you rate the IVR system in terms of Lali e dole W 45 peal) dlatoWt i aial ARG aS D
clarity of instructions? fladal - gay
0 | No, the instructions were not clear at all |:| (pAbY  daal y cladil 0 W8 | ()
1 | Yes, the instructions were quite/reasonably clear E] Aoy Jgude JE f e 2a b SladaTh 20E (el 1
2 | Yes, the instructions were clear E daaly S Sl waei | 2
3 | Yes, the instructions were very_clear D fan daal g 68 Zladadl iani [ 3
D. Greeting wwa il &
5.1 Greeting 8¢ Purpose of call JeaTY) e o ally s 8l 5.1
1. Onceyou selected option ‘9’ on the IVR, | { mir Ulpluytplday 497 dalt 4 igal gal 1
" . L -t H faet) = .
("To speak to a call centre agent, press (Mention . )_i-,- _A.Lyt_.,dsa_i. Y oale il A5 ynall
9"), how long dig it take far you to speak 4 TIPSR U B R B PSP P R (o
to a PBA? SECOnCsor (36 tPBA eo Sall
INT: Specify duration in the space provided minutes) (Flbmal) Aalusall B 28 g} 3a) sdialy

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

Baglas Jlal & LASI o (B dadk g VA (o i gla) 12al
AV Dl Lari e Sl

2. Were you called back by a PBA? PRA JiE et LY st 2
3 | Yes O a |3
p—
0 No Lo NS Q
if ‘no’, specify any additional comments here: *Note to o somiabd] ABathet ;LA 48] Dyl ) s ST 1S
interviewers: This is not a mandatory field. Please fill in adlay) Dlaatiall a2 ala g el ) el 136 Y1 Jis
any additional observations, if relevant. Otherwise, leave J5 e dadal 1 A8 B ada¥) A0 Y1y alall S0
blank. This applies to this option for all future guestions. AL Cllail ditaddt i Ldd)
3 | NA D% | Ghi Y| 3
3. On picking up your call, did the PBA wish you, ‘Good Al Alaat ol GPBA D a3 bl el dlad ol 3
marning/ afternoon/ evening’? & il plaia fumes
3 | Yes X pui | 3
If ‘'no’, specify any additional comments here: LA A 8LG) ARG o) daa ST 1
4. Did the PBA greet you in the same language you Llaiayl plas Algn sl bl e ppa dl sl e, b 4
selected through the IVR system? alelalt 4yl
3 | Yes B. pi | 3
0 | nNo A x| 0
If ‘ne’, specify any additional comments here: (L UL GligeS o) daa S 1
2
+
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D. Greeting ua_idll &
5.1 Greeting & Purpose of call S e i adl g w50 51
5. zsltﬁtl:;eu::;::greetmg on his/her level of (Yot Al 5y T yPBA s f B S
0 No, the PBA was not at all courteous D BB e a3 PBA P0G a8 0
1 Yes, the PBA was quite/reasocnably courteous I D dhe Jl flasa AV RIPRA VD s 1
2| Yes, the PBA was courteous ! B | i PBA 1 S o 2
3 ] Yes, the PBA was very courteous i D I jaa W PBA O O vani 3
6. zl;;:::e PBA's greeting on his/her clarity & pace of (Vo3 Aa3S =yl iy PBA Jn i o3 6
0 No, the PBA did not speak clearly & steadily |:| JIEely £ pan PBA J als ol S 0
1 Yes, the PBA spoke quite clearly 8 steadily D Yy ged g2 e JS [l da LIPBA ) p85 cpal 1
2 Yes, the PBA spoke clearly & steadily D Jely £ gl pPBA A5 (pul 2
3 Yes, the PBA spoke very clearly & steadily E Je)y faa mdly JLAPBA RS cani 3
7. Did the PBA introduce himself/herself by name? Pasto (ki e BPA N ae I 7
3 | Yes E o | 3
0 | No O 3 |0

if ‘na’, specify any additional comments here: g I R TN TOE Y
8. Did the PBA then enquire after the purpose of your Al o e e guedinly SIS aeg e BPA J'aE a8
call?
3 | ves E’ i | 3
0 | Ne O 2% | 0
If ‘no’, specify any additional comments here: A R T T

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

oty g o) poiall SIS Ja B gl b o igla) roaly

9. Did PBA ask for customer details for the purpose of 25U o ey 3 Aad el Jeaadll epBA SS9
verification?
3| Yes X E
N . . |
~— | Not Applicable {N/A} O R TR =
— kil
10. Did the PBA proceed to listen to (or probe for) the fllad JAys 0 (e Jledla¥d ) plasy! PBA J) & s 110
customer’s query/grievance/complaint? fom W 58
0 | No. the PBA did not do this at all O Dbyl e PBA J M eyt 38 | Q
1 Yes, the PEA did this to some extent D Lada J PEA ) 2l Jad aR5 aas 1
2 | Yes, the PBA did this B PBA JJ Alli Jad iR opei | 2
Yes, the PBA did this a lot O Ll PBA () &5 Jab 388 4 g 3
E. Soft Skills & Telephony Skills | LAl SYLaTY) Sl ey il S gl 7
6.1 Hold Procedure S Qs al 6.1
1. Did the PBA ask, “May | put you on hold briefly, while OsS ua b U AT B Gl o)) iy Jat pRA STl a2
| get the required information?” prior to putting you § Y o i ey Ji 74y pliaall e glnall e Zliaa
on hold?
3 | Yes d i | 3
0 | nNe o % |0
3
+ +




+

E. Soft Skills & Telephony Skills

S SVl S ey Asaidll S lgall

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

tOA Al Slpiad o) e o "US" 1

Not Applicable (N/A

L

R

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

iup-w_

e ey Ulaf@' sy b Al ad ':t‘ PBA Jl o255 Ca

0 | ves O p ! 0
3 | Ne | s | 3
If ‘no’, specify any additional comments here: i sLA ‘A,pii.-'d Sidglad gt s L THST 4
|
|
[ R b
N2 | Not Applicable (N/A 1 R .
— x—1
INT: Answer this question only if the PBA kept you on hold O S RITPBA JV S 5 S B BdD Jhad) e Gigla) sdaly
for over 60 seconds (At 60
3. Did the PBA inform you that he/she needs more time 25 e ety Z8g e 54l Y0 4 PBA S ildel s 3
and apologize for the same? LW
3 | ves O ps | 3
0 | No | 25| 0
If ‘no’, specify any additional comments here: U il Siidalad o) Sda IS N
iy Y b
NA | not Applicable (N/A El il Y s
—_

6.2 PBA Attributes

PBA ) Slaw 5.2

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

roiladl o3 e J6 g PBA I RS a3 TS el Al ]

1) Active listening skills:

Bl £l D) Ags 1

0 No, the PBA did not have this attribute at all E] SOy e PRA 2l iy Wl NS 0
1 Yes, the PBA had this attribute to some extent D Loda JPBA AL Jeb A1 (pal 1
2 | Yes, the PBA had this attribute B PBA () 213 Jad 1l cua 2
3 | Yes, the PBA had this attribute a great deal O Lalal PEA (1 415 Jad 3l cpa 3
2) Effective questionj ki Jhadll St gaiud Sligs 2 |
0 No, the PBA did not have this attribute at all | oyt e pBA J Al Jedy o138 0
1 Yes the PBA had this attribute to some extent B Losa JIPBA J 20 Jad 2R et 1
2 | Yes, the PBA had this attribute X PBA J L Jad il . ani 2
3 Yes, the PBA had this attribute a great deal D LlOPBA 1 U3 e Jk] Lans 3
3) Confident: (Fy.3
0 Mg, the PBA did not have this attribute at all D B e PBA J 2 Jady ol L3S 0
1 | Yes, the PBA had this attribute to some extent | Leas JPBA J AL b sl e 1
2 | Yes, the P8A had this attribute | PBA J Ul Jad sl ac 2
3 Yes, the PBA had this attribute a great deal E LLIPBA J B3 b sil (aa 3
4) Professional: wd Sae 4
0 | No, the PBA did not have this attribute at all M| DY) e PBA J) S Jaiy a1 L3S )
1 Yes, the PBA had this attribute to some extent D Loas JPBA JF U3 Jad ak 1
2 Yes, the PBA had this attribute D PBA J} i3 Jad 2k \ens 2
3 | Yes, the PBA had this attribute a great deal E el PBA ) 4203 Sad 2k ael 3
4
+ - +
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Soft Skills & Telephony Skills

Lo SVl O ey madn ) gl 7 |

5) Friendly: 4.5
0 No, the PBA did not have this attribute at all D LYY e PBA JF U Jaks al 2E 0
1 Yes, the PBA had this attribute to some extent ! D Loaa JPBA Gl Jad adl e 1
2 | Yes, the PBA had this attribute | ] | PBA J) 2 Jad 3k ani 2
3 Ygs, the PBA had this attribute a great deal i D | il PRA 12U el A 3
6) Used simple language & phrases: ' l Ay Jad g SlalS Ll 6
No, the PBA did not do this at all ! DY) fo PBA I e Jady ol (S 0
Yes, the PBA did this to some extent O L (SIPBA JI L Jad 2k yaad 1
Yes, the PBA did this D PBA J U3 Jad sil (aaj )
R

Yes, the PBA did this a lot

Ll PBA ) <13 Jad S8 (pat

7} Overall maintained a positive, friendiy &

enthusiastic attitude;

Lgeeban y 539 #1) ol ale S8 ool #la) e Bilay 7

0 No, the PBA did not do this at all E] Y e PBA J) & Jad; ol 38 0
1 Yes, the PBA did this to some extent O Leosa JPBA b &S Jad Skl el i
2 Yes, the PBA did this D PBA J <85 Jad 4! pa)
3 Yes, the PBA did this a lot X | lalad PBA Jb 2203 Jak 38 sam 3
Us itive language: 'gwlil&-s’-—-,.s
No, the PBA did not do this at all D A e PRA JY &l Jady of 38 0
Yes, the PBA did this to some extent D L s JPBA Jb D Jad 2 e 1
Yes, the PBA did this O PBA Jb &I Jad 1! (an 2
Yes, the PBA did this a lot E Ll PBA () <3 Jad 28 (as 3
9) Overall, Was ‘Customer Friendly": gl pa dagay IS ol 8l 9 |
0 | No, the PBA did not do this at all O SUY e PBA Jb b Jaiy ol (NS 0
1 Yes, the PBA did this to some extent D Loda JIPBA Jh oD Jad 4i) e t
2 | Yes, the PBA did this O PBA J) 4833 Jab 2 spns 2
3| Yes, the PBA did this a lot X W pBA J i g ail i | 3

Qverall, rate the PBA Ei = : o § P

- B O - * g ek ‘_:'" 5 -;‘L s .
on: d §I g | 8 tf tE sty o3 PBA o i K3 )
Greeting: g & G ] L
INT: Circle a number ‘ > kil a5 ila ped) eaaly
from 1-5 for each 1 2 3 4 5 5 4 2 1 ghalbil Uy Adea 1§ M e
attribute, as relevant é ﬁ ﬁ ﬁ @ a j a a
Extent of Customer __]____ —g— E ? z E z E —l— s glly e 3l ALdAY) e (o
Focus & friendliness: D D D D & D D D D
Soft Skills & 1 |23 |als5 514 2| L] Ol kS (D
Telephony Skills D D D E D D D [:] D i) ! e
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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:

c) Other purpose of call

(L]

MY a1t S8 e e jad b e Alal )

[RTSENE PR PRV A |
.Q?‘MJ‘MJE:QA}&MA(\L Sladial -2
Il s AT e -3

7.1 Information provided, Product Knowledge &
Cross Selling

A an Jly piadl e Ad ) cdasiialt Ciapledt 7,1

1. PBA provided sufficient detail to the customer, with a
clear explanation of the requirements/ eligibility
criteria/ documentation needed for this particular
product/service.

|
|

o gty 2 o0 aa o 8 AAS Sl gied PBAJ! el ]
Aezillfiall 12g0 da S30) it [/ Alayall puieddl foiiiiall
Jaaad

0 | Na, the PBA did not do this at all O SR Ll SUPBA e S | O
1 | Yes, the PBA did this to some extent O Losa N A5 pBA ) Jad ak eai |
2 Yes, the PBA did this E dLpgA J) Jad okl aa 2
3 Yes, the PBA did this a great deal D ot JC5; ALPpRA ) Jad k! e 3
2. PBA provided a clear and thorough explanation of the ey A Dl ghadlt e Jally mealy - SPEA Jaadad (2
steps that shall follow in terms of: _?; O Al
1) Process: - L lall e (1
0 | No, the PBA did not do this at all O DY) e SUPBA B Jady ol 3K 0
1 | Yes, the PBA did this to some extent | L da &I pBA b Jad 2kl pai 1
2 | Yes, the PBA did this ® ALPBA ) il ai | 2
3 Yes, the PBA did this a great deal D oS (S5 SLIPBA ) Jad Akl aad 3
2) Time taken: 1. A} ai&g_
0 No, the PBA did not do this at all d bV e ALPpRA Ji Jady al 48 0
1 Yes. the PBA did this to some extent O Loda b &5 PRA (] Jab all s 1
2 Yes, the PBA did this D ALppA ) Jad AR el
3 Yes, the PBA did this a great deal E Lk (85 Alpg A () Jad Akl el
3} Requiremen cumentation); s (Cihatioal) (i) lalhiia (3
@ | No, the PBA did not do this at all O Y o GLPBA J Jady ol (S 0
1 Yes, the PBA did this to some extent D (PR S5 PRA ) Jad ok (pai 1
2 Yes, the PBA did this D JpBA ) Jad adl i 2
3 Yes, the PBA did this a great deal E i S8y SUIPBA 1 Jad ol cand 3
3. ;23-%;\ was able to clarify any questions the customer ) e s L Rl e gl i e LPBA S 3
0 No, the PBA was unable to do this O A3 JaipBA J) pdity o 38 0
1 Yes, the PBA was somewhat able to do this D Leaa ) Jad PRA Flbied il cuns 1
2 | Yes, the PBA was able to do this O 2Ll JaiPBA J) Ui sil cuas
3 Yes, the PBA was very able to do this E oS Jlk A SedpBA ) gl SR caai
N/A (I\!Ir?;;yie:acert::lihoose this option enly if no g e "j:_‘a:. .tf-i
guestions were posed)
4, The PBA was able to explain the points of

differentiation and comparative advantage of the

product/service (Versus offerings of local competing
banks):

[iial Lualdy jd oW Dliall 2 20 GIPBA JpUaul adl 4

(iadl il Gl s iy el i) Rt

0 | No, the PBA was unable to do this

A JeiPBA ) ahiwy al 3S | O

2]
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1 | Yes. the PBA was somewhat able to do this | Leda N Ol GaipBA ) plid dil el | 4
2 Yes, the PBA was able to do this O ) JaipBA )1 £ Uniuiadl can 2
3 |Yes. the PBA was very able to do this O ot JS2 N GalPBA 1 pltind dil cpai | 3

Not applicadle e U e i st a nyas) s N

N/A | iinterviewers: Choose this apticn gnly if asking E = . — "‘{{'f" ; ___\/_',‘_‘; LT

about a specific productse~vice : ===

S Flease rate the PBA on each of these attributes: Sl 32 e VGG PBA Jlad. a0 S

1) Effort to fulfiil the purpose for which the call e oen e .

a2 g e el gadt JU (1

was made: 23 ot O == (1

0 No, the PBA did not make this effort/possess this | A At o3 llay ¥ f agadt Vigs PBA O al al 13S | 0
attribute at all Jokbay!
Yes, the PBA made this effart/possessed this attribute L ota b Al aia il 0o N e

1 to some extent D Lada -2 g sA [ gl BEPBA O (i 1
4 i i 3 i M M 2 . .

2 :;sﬁrjt:BA made this effort/possessed this m  oia dliay gb / 2palt 1SPBA O o i oses 5

3 Yes, the PEA made this effort/possessed this ] S Aasall 03a dlay ga [ 3gdl IREPBA ) ik cans 3

attribute a great deal

28

2) Extent of product/service knowledge:

rhasdll / pilally 48 add) saa (2

Nog, the PBA did not make this effort/possess this

e Aasd) 030 BNy Y [ 3galt Vg PBA ) phy ol S

not gcssible due to the nature of your inguig;

() pes A s USa £ross selling o S A s

0 attribute at all O by 0
3 :’es,;:\: PB:;er:‘:de this effort/possessed this attribute D Lasa 1 At oia ol ga / gl 3PBA ) o6 il cpui 1
19 zome extent
Yes, the PBA made this effort/possessed this ! oia o s G sl e
2 | antribute O VA Uy g/ sgad gPBA J Al aai | 2
Yes, the PBA made this effort/possessed this E 50 Aandl pia gy gh [ 342t 1gPBA ) g0 SR cand
3 . 3
attribute a great deal ﬁ
3) Cross-Selling effort/attempt made: ALY Al dal e Al glaadt Al dlaall o gl 2920l (3
0 No, the PBA did not make this effort/possess this E A Aacdl s3a UEG Y f yadl 13 PBA I aky al 38 0
attribute at all by
Yes, the PBA made this effort/possessed this attribute i aia sl ; D
1 | to some extent (]| wess fraadion sy /el 1ePBA ) ol & o 1
2 :::&:\:t:BA made this effort/possessed this | Aaidl p3n iy gb [ 3gal) WEPBA J gl 3K pai 2
Yes, the PBA made this effort/possessed this JEbs Aandl) p36 Mlay ph f 32l g PBA J) pl8 R gl
3 . Il = 3
attribute a great deal 25
Not Applicable i ea U e AME A s ad el deal .
N/A | (Interviewers: tick this option enly tf cross selling was D e T y 8 ) Gy =

4) Provision of adequate explanation in response

da gkl LG e 1y 8 gl 7 A el (4

to questions posed
o | No the PBA did not make this effort/possess this | ] o Aaad) 03a By Y/ agadl gy PBA J pdy ol O 0
attribute at all Ay
Yes, the PBA made this effort/possessed this attribute L Tl oia ol ' R I
! to some extent O | s 0t div o/ 32l pPBA U o6 d e 1
Yes, the PBA i sessed thi . : P
2 atetsri;::te made this effort/possessed this O Lol 0a Dy g4 [ 321 14PBA ) pld 2 cans 2
Yes, the PBA made this effort/possessed this JO2 dand) 230 dliay gA [ gall 1PBA ) B Sk s
3 - X 3
ute a great deal a8
Not Applicabl T ey et .
- A . . - - dead! 1o i o wl o ~
N/A | Unterviewers: tick this option only if no further O Eetped i St 4_,.u Hh:_f = )_‘;—“ = L2
questions were posed) - { At o 2A K | el
7
+ - +
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2. Overall, rate the PBA 5 o 3 _ E Sl i PBA Ll ad se SN 2
an: i = o | 8 |lE E‘ :
ﬂ.l O & =1 U] I:E =
Al Product knowledge & 2 2 g 8| A f . . ORI EVCI L TR
' information/assistanc | 3| < &l ) e, G R
e provided: : Ui
! INT: Circle a number 1 2 34 S 5 4 3 2 1 !l AN e ;ﬁ) rhal
I from 1.5 for each bt 12a . 2i . et
—_ idati iy . I P
{ attribute, as relevant g D_ ! Q g & g Q g —g g L= FEL__N_} .} N
P Bl Cross Selling: 1|1 2{3 45, 5|4;:3|2]1 :Cross Selling {~

A

{Interviewers: Please skip Part B/Cross Selling, if not applicable

. Example: Interviewer posed very basic query about gpening a

current account and there was no scope/almost no scope for crass selling}

a3 i Mie  ai Y13 Cross Selling/m sl = 5al Y s daldh)

{Cross Selling = - s s

| G. Answer this segment if the "Purpose of Call’ was to

S SN e Gl A" 13) £ 5adt 138 el

express customer Complaints/Grievances: Sl Cilallas ls o ald
8.1 Complaints & Grievances SlalBill g o 85 g1
1. PBA demonstrated active listening skills when the S0 Sy 1 S lavie L S P LAWY O jLee PBA 1 el 1
custorner was relaying his/her complaint: S 1fe S
3| Yes " ail 3
0] No O w0
If ‘no’, specify any additional comments here: U4 Aol Silided gh aaa NS 1
2. Eggﬁjﬂf/;rf::::gd effart to understand the ALY ¢ S agil 5 342 PBA ) M 2
3| Yes O ani | 3
01 No I:I 3 (0
If ‘'no’, specify any additional comments here: T I T TP TN
3. The PBA clearly explained each of the following to the (ool O e K pmp PBA Nt 3
INT: ::«Sz::cr::i:her yes or no for each of the focus areas> 4650 5 () B Gt G348 g1 pad Gyt ) ) (::
1) Complaint Resolution Process: g5 Aataafla Lle (1
3| Yes O ani |3
01 No O %6 | 0
If ‘'ne’, specify any additional comments here: Ln A8l Skl o) aaa ST 1D
2) Time taken for resolution 2‘._&:..“ Aallaa f Jad (TAS el o] &E_
3 | Yes O ani | 3
0| No O % | 0
if 'no’, specify any additional comments here: sl WI A T T
b Complintresotution process. A Al ) 6 rd iy PEA S S L4
0 | No, the PBA did not possess any knowledge O Apa SPBA J ULy Y35 | 0
1 | Yes, the PBA possessed a little knowledge O ALY A aaPBA i cpai |1
2 | Yes, the PBA possessed knowledge O & ps PBA J iy cani | 2
3 |Yes. the PBA possessed a great deal of knowledge | [] L ad pa S JPBA i a3
5. Please rate the PBA on each of these attributes, on a scale 51 e s e B Ciadll Gy PBA JI pd cela, .5
of 1-5: Uil g 4000 Cliualt (e ddaa JSI 5= Ga ad ) Jga 3000 aD) laly
INT: Circle a number from 1-5 for each attribute, as relevant ('-03-"-1‘-'1
B
+ +
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Overall customer
experience for
complaint resolution:

-
O+

e

HES

eten iy 551
eDlaall 2 8L

-

3| 2
00

Extent of PBA

Extent o 12134t 5s 514 1| pBA L G s (2
nowledge on ! ‘v .
i Lu.A. -'LLLd‘.
. resolution process: D D ‘ D D ! D D ‘ D D D D = -
| -
| 3) Efffg madetoprovide | 11 2 13 4| 5 5 14|32 1 de Ly 3l (3
ull & additiona PR
information: 0|0 | 0 o | 0, 00/0]0|0 Aty ! Lol
H. Call Closing: sl Y £lgdh 2
CJPBA asked if he/she could offer further assistance Ao B L gl Saall e TS /803 WpBA D
to the customer: TR
31 Yes E an {3
0 | No O % | 0
C} PBA thanked the customer and said goodbye: DAl N Ry 550 PBA ) K i
3| Yes E o=t 3
0 [ No D LN
EiThe PBA attempted to acquire follow-up e £ a4y e I ,
information from the customer: Pl g Sagtiall S glas PBA J' Ja(z
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