40 = 9 F 4111
+ [77Ww»/ +
PROJECT: Money A
SHOPPER CODE DATA ENTRY EDITING SR. #
Qq Name Number Name Number Name Number
(ndeah o8 I Gagll Gk slaall Jla) Ggsdall 3ay
_ ey O] I Y g !
A.  Details of Call | JuaN AN Junalds |
Bank Dhofar O Jub ey
Bank Muscat T«HX\,\ X b oy
i Lanll Jida gl i)
1. Name of Bank to which National Bank of Oman D l St oy PRPXV JE AU |
call was made: HSBC-OIB D HSBC-OIB ¢y sy Juadyi
Bank Sohar O s iy
Other Bank Specify: (23a) ey
2. Call Centre Number Z(_'[ 7q gss—g YL S el 2
Date | Month Year ) | A
3. Date of Call -ty .
UFloll |a]olalfH 2lola]3] | dles 3
Hours Minutes H8a cleludl
4, Start Time to Call |5 { | D ‘ "T l Wl syl 4
5. Total Duration Call Hours Minutes CHal Gleball (JuaiYl Gy gane 5
INT: FROM POINT OF ANSWER BY O LY ABal o) 1daly
PHONE BANKING AGENT 1a, S} A
(PBA), UPTO COMPLETION 0 O l ‘ o= Z\..st..xdTp d"?
OF PHONECALL) ( sl
06:00-09 am O gleall 4 09:00 -06:00
09:01-12 am 1—.\@1‘ 312:00 -09:01
6. Time Slot During which L ko Jian W a8 6
’ ime Slot During whic 12:01noon-03pm m 3_selall 4 03:00 —12:01 sl 4
call was made: @B gl 58 AA) sdualy
BINT:  SELECT THE 3:01-6pm [ | 5w eled 5 06:00 - 03:01 o2 o i)
RELEVANT TIME-SLOT, ] X ] ) . . .
ACCEPT SINGLE ANsWeR, | 06:01-9pm O sladl ;3 09:00 - 06:01 | U .dhms ;Lmz..:
09:01-1am O |l Gustic 2 02:00 — 09:01 o
1:01-5:59am O | s zlall L3 5:59 - 01:01
B. Purpose of Call SN iy o
1. General Enquiry Query Code | :(Jipdl Sa .
. . Product Name: _— H(zEial) ad) | e
regarding a specific INT: e | ondad) seay e ol Dbl -1
Product / Service - (inser o haw 3) e dadd /i
/ Car lOOIf) from list) (Al ® feia
2.  Application fora Product N . Query Code (et S5 (i) acdd
New Product / roduct Name: S| e ) e Jpmall il 2
Service INT: (Insert | = df-“) b | —— () o A/
from list) (Aastdlh o &=
3. Complaints / Complaint Coc:ls?r(lNSERT FROM £ (alilt (e JR3) (5 5SS,
Grievances LIST) Al [ oSS -3
4. Other Please Specify Details: £ (Jawaldf 238 3L ) boe 4 1




+

C. Appraisal of Interactive Voice Response (IVR) (IVR) Ade il 4 guall dulaia) aUaS andl &
system:
4.1Appraisal of IVR system:. Lol 45 guall Lilalio) oUAS apiig {
1. How would you rate the IVR system in terms of Al e Lol 45 sl Llatal) ol o o d€a a8 1
Ease of navigation & user-friendliness? Taladiayl o il A geun
o | No, the IVR was not at all easy to use n 8 I i - T R
) Jtie JSifla 2o 2 Ale il A5 poall dslaiuy] Al (S cpnd
1 | Yes, the IVR was quite/reasonably easy to use 4| 12 el s f£ =1
N a KESIn 4| dq.ul
5 | Yes, the IVR was easy to use D ST s Sl il A8 poal) BT oL (S cand | 2
3 Yes, the IVR was very easy to use D AARELY) (b T (g Do il 5 puall Liatuy) A5 S cpa 3
2. How would you rate the IVR system in terms of Aali (e el A8 pall LlafuWl sl Caiial of diSeyy a€ 2
clarity of instructions? filadaill 7 g g
0 [ No, the instructions were not clear at all D Y e dad) ) ciladdadll oS5 a6 O 0
1 | Yes, the instructions were quite/reasonably clear E Jadly dshe JC5 f La da 0 Ciladad) calS cani | 1
2 | Yes, the instructions were clear | dadl g colS cladaill cpai | 2
3 | Yes, the instructions were very clear O faa Aol g cilS cilagdeill caa3 | 3
D. Greeting il &
5.1 Greeting & Purpose of call . Sba™ ra g Al g cua il 5.1
|
1. Once you selected option ‘9’ on the IVR, 2_ m_lﬂ.lﬂ_‘k‘é il plas 39" Jlaayt & sl ol 1
(“To speak to a call centre agent, press (Mention S — S e idhge aa ST Ao il A5 ol
9”), how long did it take for you to speak o (gl aan) | AL B e oS ("9 il / LY
to a PBA? seconds or il ¢PBA g Caaail
INT: Specify duration in the space provided minutes) (S (BUnall dabuall (& i g 2a) 1&aly

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

Baglaa" Jlaial S LGAN Jla b B i) 18 e Ggla) 1daly
M gt Lasd e Sl

2. Wereyou called back by a PBA? SPBA Ji (e oy JuaiiBdlel 5 da 2
3 | Yes | x| 3
0 |No » O x| 0
If ‘na’, specify any additional comments here: *Note to O 1oialll ABadler sUa A8laf ciligded o) sas ("*DS" 13
interviewers: This is not a mandatory field. Please fill in Aoy cliadal ads pla gy Gial 31 (ot 138 AaY) JBa
any additional observations, if relevant. Otherwise, leave JS Ao (b 1 A2 B LY & Vg Alall @l
blank. This applies to this option for all future questions. Al cUlaYy Adlatal of LAY
3 | NA E Ghi¥ |3
3. On picking up your call, did the PBA wish you, ‘Good & e pall Flaa" el SGPBA JF a8 da ddelandl dlady g 3
morning/ afternoon/ evening’? ¢ Al pline Jamu
3 | Yes X o |3
0 | No | x (0
If ‘no’, specify any additional comments here: sl L) il o) daa NS 1
4. Did the PBA greet you in the same language you AlaiuaV aUss &Sl Al iy PBA T aay da 4
selected through the IVR system? $ale Gl 40 guall
3 | Yes X pui | 3
0 | No | 3 0
If ‘no’, specify any additional comments here: Ga 8l clides ¢! TN
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D. Greeting

e Al G

5.1 Greeting & Purpose of call

Jua (e g Al g ua i1 5.1

[

5. Rate the PBA’s greeting on his/her level of

courteousness: () Al s Fsa G5PBA i com S
0 | No, the PBA was not at all courteous | Y e @ PBA JI oSl S 0
1 | Yes, the PBA was quite/reasonably courteous E dle J [ Lo a2 (M @A PBA ! (IS s 1
2 | Yes, the PBA was courteous D G PBA J) S cans 2
3 Yes, the PBA was very courteous D jaa (32 PBA J) (S canl 3
6. Rate the PBA’s greeting on his/her clarity & pace of ()05 AuDS 7 3 Gy PBA Ul cum i o8 6

speech: .
0 No, the PBA did not speak clearly & steadily D JIXiely s PBA ) alShy of 2 0
1 Yes, the PBA spoke quite clearly & steadily E Je) g 7 gdgs Jasla JSds [ La 2 IPBA I pISH coas 1
2 Yes, the PBA spoke clearly & steadily D Jladely s sPBA JI Al cpns 2
3 Yes, the PBA spoke very clearly & steadily ] Jlie] g T ml s JSAPBA JI AIS5 cant 3
7. Did the PBA introduce himself/herself by name? Sau¥l ()il 0o BPA Jl e Ja 7
3 | Yes Bd i | 3
0 | No ] % |0

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

sUa Adldl culigdad of daa "IS" 13)

8. Did the PBA then enquire after the purpose of your

felllatl i j2 o il Al 3y e BPA Jiplids 8

call?
3 Yes m pxd 3
0 No D N | O

If ‘no’, specify any additional comments here:

sUa A8l clighed (o) daa (NS 13)

INT: <Answer this question only if the Mystery Shopper is

calling as an existing customer>

9. Did PBA ask for customer details for the purpose of
verification?

Oy 6 el (gl S Joa b Bt el 134 o cska) cealy
ida G938
Sl oy g3l At pall il oePBA JIdluds 9

3 | Yes O s | 3
0 No E x| 0
NA ' Not Applicable (N/A O ahiy | 2

10. Did the PBA proceed to listen to (or probe for) the
customer’s query/grievance/complaint?

o JJ5hs (I (0o i) i) pladu¥) PBA JI &5 da 10
fos M S

No, the PBA did not do this at all

Y1 e PBA J &3 Jady ol 38

Yes, the PBA did this to some extent

Leda N PBA I dlld Jab 3kl caal

Yes, the PBA did this

W iN = O

Yes, the PBA did this a lot

0
p
PBA Ji €l Jab 38 cans 2
Lla pBA I i3 Jad 3&) caes 3

E. Soft Skills & Telephony Skills

—| OO X0

4l cNLa) S Jlga g Anaddd Gl lgall 7

6.1 Hold Procedure

S eelal 6.1

1. Did the PBA ask, “May | put you on hold briefly, while
I get the required information?” prior to putting you
on hold?

O5S) Cpa 8 Sl LA SIS ) of Sy Ja" PBA DI il a1
$ Y a8 Saaza g 1 "0 slaall il glaal) e ciliaa

3 Yes

ani




+ +

E. Soft Skills & Telephony Skills ‘ 48 L) Sl jlga s dpad ) Sl lgadl 7
0 No D w0

If ‘no’, specify any additional comments here: U 4dla) it o) ada (NS 13}
NA | Not Applicable (N/A O ok
2. Did the PBA speak with anybody else prior to placing LY s Ay Jd AT gaddias PBAJI S0 2

you on hold?

0 | Yes . i | 0
3 No @ N |3

If ‘no’, specify any additional comments here: <Ua 480G Gl (o) daa (DS 1Y
NA | Not Applicable (N/A) O — kB

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

Cre AS) BITPBA JI S5 S B Jakd Jigud! 138 Je qigla) tdaly

for over 60 seconds (7\,,..'13 60

3. Did the PBA inform you that he/she needs more time A e el gl e ajall Yy 4l PBA J et Ja 3
and apologize for the same? ‘ £ Yl

3 | Yes 4 | 3

0 No D *« |0

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

s A8l cABalad o) ada NS 1

NA | Not Applicable (N/A O R .
6.2 PBA Attributes PBA J) &l 6.2

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

bl 038 e S & PBA J s Ja SIS g Mead® Fal 1

1) Active listening skills: Lokl slaiull & jlga 1
0 | No, the PBA did not have this attribute at all (BB e PBA JI dlld Jady ol S 0
1 | Yes, the PBA had this attribute to some extent L s JIPBA I ¢lid Jad ai cans 1
2 | Yes, the PBA had this attribute PBA Ji €lld Jab a&! (anl 2
3 Yes, the PBA had this attribute a great deal Lilii pPBA 1 13 Jad i coas 3

2) Effective gquestioning skills:

Judll o i) &l g .2

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

(DY) e PBA J) elld dady ot DS 0

Yes, the PRA had this attribute to some extent L s AIPBA I elld Jad a8 cans 1
2 | Yes, the PBA had this attribute PBA Ji ¢lld Jab 2l (ol 2
3 Yes, the PBA had this attribute a great deal LlapBA Jf dlld Jad il caas 3
3) Confident: @s.3

No, the PBA did not have this attribute at all

(Y e PBA JF el Jady al S

La da  JPBA JI ¢l Jad a8 cans

Yes, the PBA had this_attribute

PBA J) &l Jab sl canl

0
1 Yes, the PBA had this attribute to some extent
2
3

Yes, the PBA had this attribute a great deal

4) Professional:

‘-

[

0 No, the PBA did not_have this attribute at all

0
1
2
LilapBA Ji dlld Jab sil canl 3
4
0

(BB e PBA JI i3 Jady o S

1 Yes, the PBA had this attribute to some extent

Lo 32 JIPBA (I <lid Jad i canl 1

2 Yes, the PBA had this attribute

PBA (! éli3 Jab il an 2

O
O
X
=
O
&
O
O
O
X
O
O
O
=
O
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E. Soft Skills & Telephony Skills ] Ldigl) eLai) &l ey Loadldl) gl 1 |
Yes, the PBA had this attribute a great deal D Ll PBA Jf &lid Jad 4B caas 3
5) Friendly: | 9939 .5
0 | No, the PBA did not have this attribute at all O (DY e PBA J &l dady ol 3K 0
1 Yes, the PBA had this attribute to some extent D ‘ Lo 3a JIPBA J dlld Jad okl caas 1
2 Yes, the PBA had this attribute E' PBA J ¢lld Jad abl cans 2
3 Yes, the PBA had this attribute a great deal O Ll pBA 1 dlid Jad 4 caet 3
6) Used simple language & phrases: A Jea g cilalS Jaaiul 6
0 No, the PBA did not do this at all D @Y e PBA J &3 Jady ol O 0
1 Yes, the PBA did this to some extent E L da JPBA JI &3 Jud S& caus 1
2 | Yes, the PBA did this | PBA JI lli Jub ail s | 2
3 | Yes, the PBA did this a lot O L PBA ) &3 Jad il i | 3
7) Overall, maintained a positive, friendly & cplan g (539 £ 5] el Sk (oot £1a] o Biilay 7
enthusiastic attitude:
0 No, the PBA did not do this at all | BBY Ao PBA J i Jady ot (S 0
1 | Yes, the PBA did this to some extent [ Le 32 JIPBA JI i Jad ol caas 1
2 | Yes, the PBA did this A PBA J) 3 Jad il cou3 | 2
3 | Yes, the PBA did this a lot O LLS PBA J1 el Jud ol i | 3
8) Used positive language: Loy Aid Jaain .8
0 No, the PBA did not do this at all D S e PBA JF €l Jady ot DS 0
1 Yes, the PBA did this to some extent & Loaa JIPBA JF il Jud 38 cans 1
2 | Yes, the PBA did this O PBA J) 13 b il (ua3 | 2
3 | Yes, the PBA did this a lot O WL PBA J el Jad il i | 3
9) Overall, Was ‘Customer Friendly’: 1O aa fagag IS ale J<ds 9
0 | No, the PBA did not do this at all O Y1 e PBA J) i Jaiy DS | 0
1 Yes, the PBA did this to some extent E:] Lo da L MPBA J) I3 Jad 3 cans 1
2 | Yes, the PBA did this R PBA ) ¢lli Jad il (oas 2
3 | Yes, the PBA did this a lot | Ll PBA U1 lth Jad 3 aai 3
1. Ov.erall, rate the PBA g . ; 3z g n E- ) b e s i
A) %}éeting: 1, EI :?:) 8 S H rE |‘P I‘E E UM =EBA Hs:b (] 5
INT: Circle a number > > T il AR e 5 Hs ad) el
from 1-5 for each 1| 2[3]a]ls|s[a]l3]2]1 gl Gy Ao JU 5 11 O
attribute, as relevant EI D D m D D D D EI
B) Extent of Customer —l— z E _E —5 % Z z E -i— Ao gl g 90 )l ALY sae (@
Focus & Friendliness: D D m E] D [:I l:l D D D v
C) softSkills & 1 2034551832111 e ialaidc
Telephony Skills D D m D D D D D D D il 3 !é’!‘




F. Answer this segment if:

A)A

pplication for a new product/service:

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

Buda dead gl e bl -]
e e 5} Aadd ) ey e ale Jladiud -2
Sl e JA) e -3

SOy G S Ja b e el s e ALY L)~

7.1
Cro

Information provided, Product Knowledge &
ss Selling

Al g Jlg gidall oo Ad pall dadiall Glaglaall 7,1

1.

PBA provided sufficient detail to the customer,

wi-th. a clear explanation of the.requirements/ Mdj;;jiiﬁ;;ifﬂf;tjj:fﬁf) ﬁ 1
eligibility criteria/ documentation needed for this Taad
particular product/service.
0 | No, the PBA did not do this at all O B e APBAJI Jsls d S| 0
1 Yes, the PBA did this to some extent X Lada Gl PBA JI Jad a8 cpas 1
2| Yes, the PBA did this O AIPBA ) Jud W i | 2
3 Yes, the PBA did this a great deal O S JSy GAPBA (Y Jad aBl caxs 3
2. PBA provided a clear and thorough explanation of O e A @l gladll e Jaldiy maly 2 5SPBA i pasadl 2
the steps that shall follow in terms of: Qs o &5
1) Process: s Adal) (1
0 No, the PBA did not do this at all [:] GRY e IPBA JV Jady ol DS 0
1 Yes, the PBA did this to some extent R La s M 3 pBA () Jad a8 cpas 1
2 | Yes, the PBA did this O QIPBA J)Jad B cani | 2
3 |Yes, the PBA did this a great deal O S 082y ABPBA I Jud ai i | 3
2) Time taken: 28 A} gl (2
0 No, the PBA did not do this at all D GYY e APBA JI Jads af S 0
1 Yes, the PBA did this to some extent [ L aa N lli PBA JI Jad 2B cans 1
2 | Yes, the PBA did this | SUIPBA ) Jad Al can 2
3 |Yes, the PBA did this a great deal M| S J<dy AAPBA I Jad Al 3
3) Requirements (such as documentation): Tt Jia) cilllata (3
0 No, the PBA did not do this at all M| @YY e dpBA JI Jads ol DK 0
1 Yes, the PBA did this to some extent | Lo 2a ) i3 pBA ) Jad 3l cpns 1
2| Yes, the PBA did this O APBA J) b il cami | 2
3 | Yes, the PBA did this a great deal O oS JS&y ApBA i Jad Al caal 3
3. The PBA was able to clarify any questions the sl el Ll Ll n 6 s ol BPBA Sl 3
customer had:
0 | No, the PBA was unable to do this O Al JadpBA O eyl S 0
1 Yes, the PBA was somewhat able to do this O L aa el Jad pBAJ) g Uiaud B cpas 1
2 Yes, the PBA was able to do this O A3 JadpBA J Uil all cans 2
3 |Yes, the PBA was very able to do this Pl oS 08y 13 JadpBA JI g Uil A8 cans 3
i i dhaib LAl 13a 3 o dialdl) (Gukd
N/A Not applicable g r b el da AR L Sl o il ﬁ &;

(Interviewers: Choose this option only if no

6




+

guestions were Eosedg

4. The PBA was able to explain the points of

differentiation and comparative advantage of the ./G_UA‘ doily Saai A Sliall 2 8 OIPBA gl 28l 4
product/service (Versus offerings of local ((Adliall daal) o gill e (Al (g pall Jilia) el
competing banks):
0 No, the PBA was unable to do this E U1l JadpBA ) adaiew ol (DS 0
1 Yes, the PBA was somewhat able to do this D Lo aa 11l JadpBA ) gl B cans 1
2 Yes, the PBA was able to do this D A3 JadpBA ) _pUaluldll cans 2
3 Yes, the PBA was very able to do this D S g8 1 JadpBA ) plbiud 38 cass 3
Not applicable o fasna | O1 co o Jn 3 sl ) o fell) el | Y
N/A | (Interviewers: Choose this option only if asking |-} (Rima fno /i | (3
about a specific product/service,

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

il 03a e den KIGyPBA I afc elay 5

1) Effort to fulfili the purpose for which the call

Jalt £159 (e g Al (Glatl agal) Ji (1

was made:

0 No, the PBA did not make this effort/possess 0] e el oda Al Y [ 3¢t 1343 PBA J) aly al DS 0

this attribute at all !

Yes, the PBA made this effort/possessed this . e . I

! La § Aol 0da e ! (R

1 attribute to some extent & b W ol /22l BePBA i = 1
2 Zﬁi;;SfePBA made this effort/possessed this D Fand) 03 liay b [ 3gal) 13PBA -J) all & cani 5
3 Yes, the PBA made this effort/possessed this D JSds Al oda dlliay g [ 3gall 13PBA I pl8 3 (aas 3

attribute a great deal S

2) Extent of product/service knowledge:

.
Al [ zilall 48 mall saa (2

No, the PBA did not make this effort/possess

o Aandl 038 dlliey ¥ [ 3gall 13 PBA ) plly ol 38

3) Cross-Selling effort/attempt made:

0 this attribute at all v D _ By 0
Yes, the PBA made this effort/possessed this " e . e .
! ta fandl o3 Aliay i JI a8 a3
L attribute to some extent E Lo 30 iy g2 / 3620 ePBA ) o8 o cpni 1
2 Z;etsr};:teePBA made this effort/possessed this D Zead) o328 dllias g [ 3gal) 13gPBA ) ol Sl cans 5
3 | Yes, the PBA made this effort/possessed this O] O dacd) ol dlliay ga [ 3gall IGPBA I o8 38! (aas 3
attribute a great deal ﬁ

£ ALY ) Jal e A ghuall Al gladdi o) (Jgdedl) agall (3,

No, the PBA did not make this effort/possess

o Lacd) 03 dllie ¥ [ 3l g PBA O ply o! S

our inguir

0 this attribute at all = @By 0

1 YesT the PBA made this effort/possessed this D W s el 3 iy g / sgal) 3PBA ) o5 ) cons 1
attribute to some extent

2 Yes, the PBA made this effort/possessed this D FOWRITS Ay gb [ 392 13gPBA ) ol 3 oo 5
attribute

3 Yes, the PBA made this effort/possessed this D JSy Lacall o lliay oa [ 3gall 13PBA I ol 3E! (aal 3
attribute a great deal 28
Not Applicable

N/A (Interviewers: tick this option only if cross O (b i d‘—fh_\!‘ a e 4*3*‘- oo 5 o IfJfAL.J‘) Gaay Y ) !
selling was not possible due to the nature of - (&l 5 Anpida sy USaa cross selling J! 0Ss ol Jla | okl

4) Provision of adequate_explanation in

response to questions posed

da g ohal) ALY e 1o B ol 7 A agaks (4

No, the PBA did not make this effort/possess
this attribute at all

& dacal) 0da Alliay ¥ [ 3gad) 13¢s PBA O aki ol DS
By




+ + +
Yes, the PBA made this effort i - aw . . -
1 es_ e made this effort/possessed this i i 238 i 50 / 2¢2) 36:PBA U o5 5 o 1
attribute to some extent
Yes, the PBA made this effort i " . . .
’ es.t e ade this effort/possessed this E Rl 038 lliay 8 / 221 ViggPBA I ol a8 cond 5
attribute
3 | Yes, the PBA made this effort/possessed this | IS Land) o3n élliay 5 [ 3¢ PBA ) o8 A coas 3
attribute a great deal 28
Not Applicable S . . .
S St Lali e e Aadle xda g galdl) Babb Y Y
N/A | (Interviewers: tick this option only if no further __E_I_ e = (mL::Li\}:)L)e_\m uS' Py
questions were posed) — T
2. Qverall, rate the PBA - —_ ] . . . >
on: g I - E F | Gl led PBA Jaf oo 8L 2
= a 8 e Q O " 4 WL &=
A} ?roduct l'<nowle$1ge& S g 81 I’E IE |‘E’ |E b e il G
information/assistanc | < < g . ) 50 Ll g Falanal
e provided: - T
INT: Circle a number 1 2131451514321 .y A0 ke 3;:‘-’_—;"4) cals
from 1-5 for each T —
attribute, as relevant g g Q E g g g _EI__ —D— —D—— Y By e g5 1 O
B) Cross Selling: 1 /2(3|4|5|5}4 3|21 Cross Selling (<=

(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/almost no scope for cross selling)

s (S alfdlae s (K aly o e Slun 58 Jon Tan cean s 7 phay dialdl L8 B0 (Sukaiy Y 13 «Cross Selling/o auill 7 k3 Y sla 1oy fialill)

{Cross Sellingdi be 32 N Jlase

G. Answer this segment if the ‘Purpose of Call’ was to OIS e Cra i a1 13 5 50l 1A e sl Nd
express customer Complaints/Grievances: CHL lallas [ g gl yald
8.1 Complaints & Grievances Glalliil g s glalt 8.1
1. PBA demonstrated active listening skills when the S sl O Lavie Tl pladul @il jlge PBA JF ekl 1
customer was relaying his/her complaint: Dol S5
3 | Yes O i |3
0! No O %10
If ‘no’, specify any additional comments here: Ua Al clidas ) daa NS Y
2. PBA ma.de a c_oncerted effort to understand the ALl 5 S5 ngil HS 220 PBA )5 2
complaint/grievance:
3 | Yes O s | 3
0| No D 35 | 0
If ‘no’, specify any additional comments here: U Ll Clidad () daa NS 1Y
3. The PBA clearly explained each of the following to s S e S 7 s PBA Jzod a3
the customer: S AY a3 AN SR (e JSI NS gh pad Cpillad) (gaa) JA)) ialy
INT: <Select either yes or no for each of the focus areas> (=
1) Complaint Resolution Process: 98l adlaa/da Ales (1
3 | Yes O a3
0! No O x| 0
If ‘no’, specify any additional comments here: <Ua 48La) cliadad (g1 daa HIS™ 1Y)
2) Time taken for resolution 9841 Aallaa [ Jal (3 aduuall gl (2
3 | Yes 'l a3
8
+ - +




No

5 |0

If ‘no’, specify any additional comments here:

sUa L3La) B lad o) s (TS )

4. The PBA possessed adequate knowledge of the ‘o sSal Aadlee/Ua dlaad 43 i liey pA DV S ) 4
complaint resolution process:
0 | No, the PBA did not possess any knowiedge E.__I i e gIPBA JdliuY S| 0
1 | Yes, the PBA possessed a little knowledge m ALE 43 aaPBA ) dlliag caai | 1
2 | Yes, the PBA possessed knowledge m A3 pa PBA J) dlliag caxi | 2
3 | Yes, the PBA possessed a great deal of knowledge [D 4 aal) (e € JEPBA Jl i i | 3
5. Please rate the PBA on each of these attributes, on a 5 M1 O e o AN ol Gy pBA JV a5
scale of 1-5: G g 400l cliaalt (e Adua JSI5-7 (e al ) Joa 3413 gul) 1daly
INT: Circle a number from 1-5 for each attribute, as relevant (Lt
A e ——
S & Q = b
| g | g |3 8 7 I‘F F .
IRAEIE g P e 5| E
< o '
> < .
v geteener T1T2 T3l als s Talsl 2l i o ssin:
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Appraisal of interactive voice response (IVR)

Greeting

Soft skills & Telephony skills
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