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_ PROJECT: Money o
SHOPPER CODE DATA ENTRY EDITING SR. #
LL(O Name Number Name Number Name Number
Ll R il sl Ja 3ot 3a,
JEgy Yl a0 O] 3 R
[TT1] T i e
A. Details of Call T Jea VA ol -]
Bank Dhofar d ik ey
Bank Muscat M| Ltiaa ol
Nati aadl ik gl Sli
1. Name of Bank to which ational Bank of Oman MJ‘%(‘) I:I il sl oy A il a1
call was made: HSBC-0IB | HSBC-0IB <l 4 Jua
Bank Sohar O s dliy
Other Bank Specify:__MM Z P ‘! (33a) Al ey
2. Call Centre Number %OO"J‘-} ’5 ?’a— LYY S e pd, 2
Date | Month Year L] BTV P |
3. DateofCall ; 1 syl .
0% 1ol [2]o]1 4 2lofafs| | | | Sen 3
Hours Minutes g8l JEXPIAT
4. Start Time to Call \ | \ I LT : | s sy cdy 4
5. Total Duration Call Hours Minutes Gl e L) Y Gy g sana L5
INT: FROM POINT OF ANSWER BY O Ala¥) Al ppa) sialy
PHONE BANKING AGENT . A
(PBA), UPTO COMPLETION 010 l [ o= ﬁt‘sﬁ;& d"'?
OF PHONECALL) ( pled
06:00-09 am gluall 4 09:00 -06:00
09:01-12 am cluall 8 12:00 ~09:01

6. Time Slot During which
call was made:

12:01noon-03pm

3kl ;3 03:00 -12:01

OOoOoOo0OXxO

Joma (531 i 5 s
N P

< gl 3% 4 sdaly

6

BINT:  SELECT THE 3:01-6pm SUl eludl (3 06:00 - 03:01 6 i Aalidl)
RELEVANT TIME-SLOT, . L o oyt .
ACCEPT SINGLE ANSWER, | 06:01-9pm sbudll 4 09:00 - 06:01 Ja .dt-:j Lﬁ:

09:01-1am Jalll Cualie 323 01:00 — 09:01 )
1:01-5:59am Sull #luall 8 5:59 — 01:01
B. Purpose of Call JuaNt G @
. Query Code H(Jsadt Say .
1. G IE
enera’ Enauiy Product Name: (i e...u\)‘ . "
regarding a specific e N e ale Dladtal -1
Product / Servi _ INT: (Insert | <o Jaaf) rdaly e . . e
roduct / Service HO\/IC;IM \Qa” from list (Aeaitat (a).nM ERRENF i
2 Application for a ~ Query Code sl 300
’ Product Name: (R PV)]
New Product R panll il -
Service / INT: (Insert | (= df*‘) Al | — ‘?;_\i fu.:s/." 2
from list) (A o e

3. Complaints/ complaint CC:-IdSeT)(INSERT FROM :(Lﬂ:ﬂ‘ On di-“) PR A
Grievances Al / g gSS -3

4. Other Please Specify Details: (St 23 Bl b4 1

1
- +



+ +
C. Appraisal of Interactive Voice Response (IVR) (IVR) Ale il 45 suall dulaiu! ald andl &
system:
4.1Appraisal of IVR system: e ) 45 gualt Aladu alad 834, 1
1. How would you rate the IVR system in terms of Boali e Ao laill A5 poalt LtV ki o o) i€y a8 4
Ease of navigation & user-friendliness? $alasiul! g Jasil A gqu
o | No, the IVR was not at all easy to use O S (B e Ao il 4 seall Lt s G al O 0
I
. Jadia JSdufle da N Lle Wil A5 gall Al HUS3 (IS cand
1 | Yes, the IVR was quite/reasonably easy to use E (o >l fL e 1
pladin) Jg
2 | Yes, the IVR was easy to use D SV o e L A5 ol An T S IS o | 2
3 | Yes, the IVR was very easy to use [0 | aleasay b fas G dle i 45 poall L) oai S cani | 3
2. How would you rate the IVR system in terms of Al e Al il 45 poall At pUa il f HiSay aS2
clarity of instructions? $laglatl - g g
0 | No, the instructions were not clear at all O Y e dadly cladalll oS Al DS | Q
1 | Yes, the instructions were quite/reasonably clear E dadly Jpile J<0 /e da M cladedll i€ caai | 1
2 | Yes, the instructions were clear D dadl g culS Ciladadll cani | 2
3 | Yes, the instructions were very clear D Jaa dadal g cilS clalall pai | 3
D. Greeting wa Al &

5.1 Greeting & Purpose of call

Juai¥t (e paa adl 5 a5l 5.1

1. Once you selected option ‘9’ on the IVR, 50 (eC -
(“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)

gi ) 5ill aaa)

Llaia¥ ol 39" Jlaiall & jlgal a1

38 e il ga pa plSE ) ¢ Alo Uil 45 gl

< a8 gl (e oS ¢(19 Jakaal / LY
fPBA g Gaaill

(il (Pnalt Aabuaal) (3 2 gl 22 sy

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?

Baglaa” Jlaial & UEA) Jla b Ld8 Jisud) s o igla) sdaly
(Y el daxd e eV
TPBA U8 (00l JLadY Sile! S 2

3 | Yes i axi |3

0 | No M| w0
If ‘no’, specify any additional comments here: *Note to O robaloll Aada* (Ua Ll Slilad o) asa (NS Y
interviewers: This is not a mandatory field. Please fill in ALY clliadiall aaa cplay Gt 31 ud 138 layt Jia
any additional observations, if relevant. Otherwise, leave JS A aahl 1 A 0 Alay & 5 ¥y Al @il
blank. This applies to this option for all future questions. AUl cllaYt Adletal) e LAY

3 | NA Gk ¥ | 3

X

3. On picking up your call, did the PBA wish you, ‘Good
morning/ afternoon/ evening’?

d‘)‘.g_\/);\ﬂ\ CL.xm" i} ialy LPBA A ?\5 dé cde Lanad) éx:.é_) (5.\3 3
(.'"_)3';]‘ ;\.uu /A'.g.a.ul

3 | Yes

ani 3

0 No

O

2w [ 0

If ‘no’, specify any additional comments here:

20 Adla) clidad o) aaa "™ 1)

4. Did the PBA greet you in the same language you
selected through the IVR system?

LotV ol A 150 A Al iy PBA D sy I 4
Sigle il 4 gual

3 Yes

pnd 3

0 No

O

w0

If ‘no’, specify any additional comments here:

1Ua Adl) clilad o) a3 (MS™ 1Y)




+

D. Greeting

e Al &

5.1 Greeting & Purpose of call

T lai G g Al g a1 5.1

|

I

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

() L o Sl GPBA Jlcua S8 5

courteousness:
0 No, the PBA was not at all courteous D S e 3 PBA JIOSial DS 0
1 | Yes, the PBA was quite/reasonably courteous X dosba Jdu [ L 3a M @I PBA U IS cpad 1
2 | Yes, the PBA was courteous O GAPBA Jl S cand 2
3 | Yes, the PBA was very courteous O faa 34 PBA J} OIS cpn 3
6. Rate the PBA’s greeting on his/her clarity & pace of (1) 459 43S ¢ gum s Gy PBA Ul im i 8 6
speech:
0 No, the PBA did not speak clearly & steadily D JIEels s s: PBA J alSh ol (3 0
1 | Yes, the PBA spoke quite clearly & steadily E Jiely £ pa g da JS [ La 22 IPBA JI oS caas 1
2 | Yes, the PBA spoke clearly & steadily . Jliiely 7 s 5PBA JI &S5 cpas 2
3 Yes, the PBA spoke very clearly & steadily E] Jiie) g laa zudl g JSAPBA JF AlSS cand 3
7. Did the PBA introduce himself/herself by name? Lol (N4udl e BPA JI e Jo 7
3 | Yes X s |3
0 | nNo [:I x 1|0

If ‘no’, specify any additional comments here:

<L 48l Cildad (o daa (NS 1Y)

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

Sl e o Jlaiiull IS aey (e BPA JIaEda 8

call?
3 Yes pxd 3
0 No %0

If ‘no’, specify any additional comments here:

1A Al ciligled (o) daa (NS™ 1)

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?

Joly sl Ggeiall IS Jla b kb J)pad) 138 e iga) tsaly
(R 93¢
S iy 05230 Unsiall Jpalilhl cePBA Vs 9

3 Yes D aa | 3
0 No m ~< |0

. b
NA | Not Applicable (N/A O RhyY | L,

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

S [05s (W (0o Dludiu¥l ) gladu¥l PBA JI &6 da 10
fos M g8

No, the PBA did not do this at all

(BEY! e PBA ) &l Jady a1 DS

Yes, the PBA did this to some extent

Loda M PBA Jf lld Jab 381 caal

Yes, the PBA did this

wiliNn | =] O

Yes, the PBA did this a lot

0
]
PBA J} i3 Jad 38! (aus 2
Ll pBA J1 i3 Jud 3 cans 3

E. Soft Skills & Telephony Skills

—1 00X O

4dilel) e Gl Jlga g Auad ) o gl 7

6.1 Hold Procedure

IV clsl el 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! (s o Ol 1an oS 1 of SiSey Ja" PBA Jidllla s 1
£ UY) Al b dlaim g 38 "0 gl cile slaall o cdeas

3 Yes

ax




+ +
E. Soft Skills & Telephony Skills | Ll Ll il g g dpad il i gl 7
If ‘no’, specify any additional comments here: sl 8Ll lidad (o) daa "ISM 13
NA . auhiy Y Y
— | Not Applicable (N/A — L=
_D— =

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

?J&ﬁY\MugmjdﬁJsiu&e PBAJ A5 a2

0 | Yes | i) 0

 [ro R <3
If ‘no’, specify any additional comments here: U L) cilEdad o) daa TS 1Y

NA Y Not Applicable (N/A) H ahais Y 11

-

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

Cra SS) BSEPBA J) &S5 Jla (B Ja et 130 o qgla) tdaly

for over 60 seconds (& 60

3. Did the PBA inform you that he/she needs more time S e ¥el gl e u el usia pal PBA Ji el da 3
and apologize for the same?  yaY!

3 | Yes X pui |3

0 | no O 3% |0

If ‘no’, specify any additional comments here:

sUA A8Ls) cilidad o) daa (" 1

NA T Not Applicable (N/A)

[

Skl ¥ S

rl
- Y.
r—1

6.2 PBA Attributes

PBA J) Gilaw 6.2

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

(handt 038 (e JS 20 PBA JV Gkl Ja A8 4 Maad a1 1

1) Active listening skills: Lbdl plaiul & jlga 1
0 | No, the PBA did not have this attribute at all O (BY) e PBA JF dlli Jady ol DS 0
1 Yes, the PBA had this attribute to some extent & Loda JIPBA JI dlld Jab sl cans 1
2 Yes, the PBA had this_attribute O PBA J} <l Jad 3il ani 2
3 Yes, the PBA had this attribute a great deal O LiLa pBA JI &lld Jad sl cand 3
2) Effective questioning skills: Judl) b aiul & jlga 2
0 | No, the PBA did not have this attribute at all O (BN e PBA J) elld Jady ol DS 0
1 | Yes, the PBA had this attribute to some extent X Lo s JIPBA J) el Jad 2 coai 1
2 Yes, the PBA had this attribute D PBA Jf <3 Jad il caxl 2
3 Yes, the PBA had this attribute a great deal O LAGPBA JI €3 Jad 38 caal 3
3) Confident: @y .3
0 | No, the PBA did not_have this attribute at all [ (BN (e PBA J) elld Jady ol S 0
1 | Yes, the PBA had this attribute to some extent % L sa APBA JI 6lld Jad il cans 1
2 | Yes, the PBA had this attribute O PBA J) elld Jab 1 cans 2
3 | Yes, the PBA had this attribute a great deal O LAcpBA JI elid Jad 4l cand 3
4) Professionai: o jiaa 4

No, the PBA did not have this attribute at all O (B e PBA JF il Jady ol SIS 0
1 | Yes, the PBA had this attribute to some extent X Lo sa MPBA ) ll3 Jad dB coni 1
2 | Yes, the PBA had this attribute O PBA JI i3 Jab B cans 2

a




+ 4
E. Soft Skills & Telephony Skills [ Ldilgl) LN O gy Lnad B gl 7 |
3 | Yes, the PBA had this attribute a great deal O Ll PBA I &lld Jab Sl caas 3
5) Friendly: 3939 .5
0 | No, the PBA did not have this attribute at all O (B e PBA J &l Jady ol (S 0
1 | Yes, the PBA had this attribute to some extent N Laaa MPBA JI il Jad 3 caal 1
2 Yes, the PBA had this attribute X] PBA J U3 Jad 4kl caas 2
3 Yes, the PBA had this attribute a great deal D L pBA Jt 43 Jad ail can 3
6) Used simple language & phrases: Ay Jaz g GlalS Jaaid 6
0 | No, the PBA did not do this at all O Y e PBA I i eyl 3S | 0
1 | Yes, the PBA did this to some extent Kl Laaa JPBA Jf <lld Jab sl cans 1
2 | Yes, the PBA did this | PBA JI dlid Jad 48l (pa 2
3 | Yes, the PBA did this a lot O Ll PBA I &l13 Jad 31 cpas 3
7) Overall, maintained a positive, friendly & cpadan g o2 g £03) ) ol S8y o sl e Bilay 7
enthusiastic attitude:
0 | No, the PBA did not do this at all O LY e PBA J dli Jaiy ol (NS 0
1 Yes, the PBA did this to some extent & Lda MPBA J 3 Jab ol caus 1
2 | Yes, the PBA did this M| PBA JI &lld Jab ] o 2
3 | Yes, the PBA did this a lot O Ll PBA ) &lld Jab ot a3 | 3
8) Used positive language: Aol A4 Jaricw .8
0 No, the PBA did not do this at all O GBY! e PBA ) dlld Jady o S 0
1 | Yes, the PBA did this to some extent X Loaa AIPBA ) elld Jab 2l cani 1
2 | Yes, the PBA did this 1 PBA J) &l Jub dil pui | 2
3 | Yes, the PBA did this a lot O Lila PBA J) i3 Jad il cans 3
9) Overall, Was ‘Customer Friendly’: 109 A T3 539 (S ale JSAs 9
0 | No, the PBA did not do this at all O BV e PBA JI el ey DS | 0
1 | Yes, the PBA did this to some extent X Le 2a AIPBA J) elid Jab 4l caa 1
2 | Yes, the PBA did this | PBA J) 13 Jab Al (aai 2
3 | Yes, the PBA did this a lot O LG PBA U1 i3 Jad il cons 3
1. Overall, rate the PBA § = 3| o § = 7
e L E E B[ | | || e
. %%gﬁanumber > = > . I R EA T Sf—&%;—ﬁéa‘-'
B) Extent of Customer —i- z ._3:— Z E 5 ? —5 z Z 05l g (460 3L aldiA Y (o (o
Focus & Friendliness: g Q D_ E g _,[1 g [_:I_ g g
C) Soft Skills & 1 2134|5543 |21|1 Gl jlga s Adaall &l Hlgall (&
Telephony Skllls O X OO0 000080 il e oISl
— — s—— —— ——— I P —— 8 W S




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

MOl G-I S Jls (B e alt 3a e e A1)
s dadd ) e alb -1

e Qa5 Aaad ) axliag (Blaia ale i

-2

LSl e Al g2 -3

7.1 Information provided, Product Knowledge &
Cross Selling

ALY I il o A8 jual) cdatiall e glaali 7.1

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

e gual g 7 25 e i M AHS Claglan PBAD! (et ) (1
Foaill/piiall 13gd Lo 3301 latiadll / Ala yall el / cilpblaiall

Jaaasd
particular product/service.
0 | No, the PBA did not do this at all O Y e WIPBA Ji ey Al IS | 0
1 Yes, the PBA did this to some extent Kl Lada ) &l PBA ) Jad il cans 1
2 Yes, the PBA did this O AIPBA JI Jad 2l ol 2
3 | Yes, the PBA did this a great deal il S Sy APBA ) Jad Gl cpal 3
2. PBA provided a clear and thorough explanation of O o Al S phadll e daldy manl gz 2 5PBA Jlpa8adl 2
the steps that shall follow in terms of: Sy (e gl
1) Process: t ALl (1
0 | No, the PBA did not do this at all [ NI o WiPBA Y Jeis S | O
1 | Yes, the PBA did this to some extent X L 2a ) &l PBA O Jad 388 cpal 1
2 | Yes, the PBA did this | ANPBA O Jad &l cuai | 2
3 Yes, the PBA did this a great deal O S S8y PBA () Jab Akl cpai 3
2) Time taken: 10§ Aall i glf (2
0 No, the PBA did not do this at all | RV e ANpBA Ji Jady Al 3 0
1 Yes, the PBA did this to some extent X Le2a M @l PBA () Jad a8 cpnl 1
2 | Yes, the PBA did this O AUPBA J Jad il caei | 2
3 | Yes, the PBA did this a great deal O oS JSdy IPBA ) Jad Al cani 3
3) Requirements (such as documentation): i) Jia) clgllaia (3
0 No, the PBA did not do this at all @Y e APBA JF Judy ol S 0
1 | Yes, the PBA did this to some extent | Loaa ) lld PBA JI Jad 38 cans 1
2| Yes, the PBA did this O APBA JIdad il caai | 2
3 | Yes, the PBA did this a great deal | IS Sy dPBA ) Jad dl coai 3
The PBA was able to clarify any questions the (050l Lea b U ALY (e (5l e si e 0BPBA IS 3
customer had:
0 No, the PBA was unable to do this D A3 JadpBA ) g al (DS 0
1 | Yes, the PBA was somewhat able to do this X Leaa M @ltd Jad pBAJ) glaiusd 3B canl 1
2 Yes, the PBA was able to do this O At JadpBA J) £ Uaialal ol 2
3 Yes, the PBA was very able to do this O oS JSdy 1) JadpBA JI gl 2l cand 3
N/A Not ag.glicable | . . g b aal Ja Ahad LAl i gl g fialll) O:L{:S? ) E
(Interviewers: Choose this option only if no (i) | Gulayy

6




| questions were posed)

4. The PBA was able to explain the points of

differentiation and comparative advantage of the [giiall Juzmiy Sad Al liall 2 -5y OIPBA Jpliaind 28 4
product/service (Versus offerings of local (Bsiliall Adaall o il Leaals Al i g sall Jilia) deadl)
competing banks):
0 No, the PBA was unable to do this X 1l JadpBA () pdaiew al 3K 0
1 Yes, the PBA was somewhat able to do this | L da IS JabpBA I plicad S8 coal 1
2 Yes, the PBA was able to do this O U3 JadpBA 1 plalud il cans 2
3 Yes, the PBA was very able to do this ] S Sy I3 JaBpBA J) £l 38 cans 3
NA Not a ! Ilcabl.eCh . . v if aski D oo Jw da ki lall 1 ) o fAalll) Gudais Y Y
(Interviewers: Choose this option only if asking u (g fera i | 3k
about a specific product/service,

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

le”»wh‘k&&JPBAdlﬁ;ﬁ‘;bJ 5.

1) Effort to fulfill the purpose for which the call

sJba £159 Oa i) (aidadl agall g (1

was made:
0 No, the PBA did not make this effort/possess ] 5 Aaudl 238 ey Y [ 3¢t g PBA I aks ol DS 0
this attribute at all Sy
Yes, the PBA made this effort/possessed this v w ! 038 il s |G 3 ans
1 attribute to some extent X | La W iy s /2l 106PBA U o i 1
) thi;gSfePBA made this effort/possessed this D Tandd) 038 Alliey ga / 3gall 13PBA Jf alf 8 cani 5
3 | Yes, the PBA made this effort/possessed this ] IS Aacall odn lliar 5a [ 32l 13PBA ) ol AR cans 3
attribute a great deal us

2) Extent of product/service knowledge:

B
sAaddll [ xilalls 48 mad) e (2

No, the PBA did not make this effort/possess

e Aandl o8 iy ¥ [ agall 13gy PBA ) ply al (3IS

0 this attribute at all O DY 0
Yes, the PBA made this effort/possessed this . o e . et .
1 (N ol 238 iy | AL
1 attribute to some extent B | L o3 iy g /g2l BePBA 1 o8 Sl cons 1
2 thi}bt:fePBA made this effort/possessed this D Ranal) 034 llias g8 / 39201 13gPBA ) old ail "~ 5
3 | Yes, the PBA made this effort/possessed this O JSo dacdd) oda dllias oa [ 3gadl 13PBA ) ol A cani 3
attribute a great deal ﬁ

3) Cross-Selling effort/attempt made:

P Ayl Ja) e A gdial) A glaall g) Jediall 2gati (3

No, the PBA did not make this effort/possess

% Aanad) b dlliyy ¥ [ sgall gy PBA ) ol al (DS

0 - 0
this attribute at all O @Y

1 Yesj the PBA made this effort/possessed this m s ) Bl o3 ity pa / 362l 13gPBA I A6 a2 (i 1
attribute to some extent

2 Yesi the PBA made this effort/possessed this D Rl s3a iy g / 342l 13PBA ) 6 il i 5
attribute =

3 Yes, the PBA made this effort/possessed this D IS Al odn dllias oa [ 3gadl 13PBA (I a8 Al cans 3

attribute a great deal

28

Not Applicable
N/A (Interviewers: tick this option only if cross

selling was not possible due to the nature of
your inguiry)

I

o JLaY! 188 e Badle pun g a8 1 fialll) (Gl Y y
(<l 50 Aapla sy Baa cross selling J) (S al Jla | akaiy

4) Provision of adequate explanation in
response to questions posed

da g bl ALY Jo sy 31 gl) 7 L8l skl (4

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

5 dand) oda dlliey ¥ / 3gadl 13g3 PBA I aks ol 3
Y




+ + +
Yes, the PBA made this effort d thi . . " . . .
1 s_ e is effort/possessed this m Lta ) el o3 iy i / 32l BPBA ) A8 30 o ’
attribute to some extent
Y he PBA made this effort d thi . . . . .
2 es,. the ma is effort/possessed this D T 038 dlliay 8 / 342 1iggPBA o pld S cons 5
attribute
3 Yes, the PBA made this effort/possessed this ] JSadu dacd) oda llias ga [ Mgall 13gPBA () 8 38 (anl 3
attribute a great deal By
Not Applicable N . .
Not Applicable Ja o hid jLall s e $ade aum oo sialdl) (Sualy Y
N/A | (Interviewers: tick this option only if no further g & o 2 oo (m&adif:ﬁ)du uSJ . ].!
guestions were posed) - LT
2. Overall, rate the PBA - T . .
o 5 @ g | = | Sl e PBA U1 o8 le S 2
Al productknowledges | o | 9 | & RN 3 3 e
A) - roduct .nowe.ge 5 c g o :E : ‘E* M e gleallfilatiialy 4 peall (]
information/assistanc | = < g . il sa0 el L Zaeid
e provided: . - e
INT: Circle a number 11213 (4554|3231 | it s cal
from 1-5 for each — — —
A I e Lhil (3884 ¢ 4da ~
attribute, as relevant _D_ Q _& Q Q _g_. .D_ __E_]_ g g b= = J95 A1 Ge
B) Cross Selling: 112 (3|4|5{5|4|3|2}1 :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)

SMia S Al diae s (S aly ool ol 2 Jga Taa oy Vg 7~ oy Gaalill W8 :38a (Balaly Y 13) <Cross Selling/ auill 7 4k ¥ 3la ) 1y falill)

(Cross Sellingd! b 2 N Joa

G. Answer this segment if the ‘Purpose of Call’ was to O ") (e g a1 13 g5l 1 e ol Nd
express customer Complaints/Grievances: O3l Cilallas g 9Sdn ala
8.1 Complaints & Grievances Slalliill g g glSad) 8.1
1. PBA demonstrated active listening skills when the S 05l O Leaie Tt gLl O jlee PBA U1 el 1
customer was relaying his/her complaint: LRSS
3 | Yes D i 3
0| No O % |0
If ‘no’, specify any additional comments here: U4 Adlo) ciialad o) a3 "NS" 1
2. PBA mafje a c.oncerted effort to understand the ALl 5 S gl S 2g20 PBA )5 2
complaint/grievance:
3 | Yes O s |3
0| No O |0
If ‘no’, specify any additional comments here: +Ua L) Sliudag o) daa TS 1Y
3. The PBA clearly explained each of the following to s Jal e K r s PBA Jigusdl 3
the customer: S AN a3 AN LA (he JSE NS g aad opilad) gaa) jA) rdaly
INT: <Select either yes or no for each of the focus areas> (e
1) Complaint Resolution Process: @ oSl dala/da Llas (1
3 | Yes O pi | 3
0| No O |0
If ‘no’, specify any additional comments here: U dlal ClBad o) daa MS™ 1Y
2) Time taken for resolution 5 5S4 Aala [ Jal (3 Adwall sl (2
31 Yes O i | 3
8
+ -+




+ + +

0 No O 3| 0
If ‘no’, specify any additional comments here: +Ua 48Lo) Slidas () aa (IS Y

4. The PBA possessed adequate knowledge of the -5 553 Zallae/a Aglan) 3 dll iy PBA U1 S 1) 4
complaint resolution process:

0 | No, the PBA did not possess any knowledge D i 24 sIPBA J ¥ S| 0

1 | Yes, the PBA possessed a little knowledge D AL A3 2aPBA I ey ani | 1

2 | Yes, the PBA possessed knowledge D 4 2a PBA J) dllia can3 | 2

3 | Yes, the PBA possessed a great deal of knowledge D Ul oo S JBPBA J)liey pai | 3

5. Please rate the PBA on each of these attributes, on a 5 1 Oe Jhme o AN ol Giy pBA JHa la L5
scale of 1-5: (a5 40l clieal) (e ddua (81 5-1 (e ad) Jga 5008 pu) aly

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

— < J—
2 = Q = ) Ly
IHHEE RS

o N o} . . . M
g a. é &) g .E (E E'

1) Overa.l| custfomer 1 2 |3 a4 5 5 a 3 2 1 follne i iyl 541
experience for Sl e 1
complaint resolution: O ooooooonono) o pA s

2) Extent of PBA . ..

) knowledge on ! 2|34 > > 413 2 1 @ PBA JI 4 je 524 (2
resolution process: Oooo|o oog;a O s -

) Eformadecoprovide | 1 T3 [3 4[5 [ 5 [a3] 2] 1] .eysmuedg

ull & additiona St e e i |
information: OO0 0o 0O go o)d ALl 5 ALzl Cilaglae :
H. Call Closing: LISl ey sl L |
C)PBA asked if he/she could offer further assistance B0 lusa S (Saall o S / S 13 LPBA U Jhs(
to the customer: 1Ol Al

3| Yes X x| 3

0| No O ¥ |0
C) PBA thanked the customer and said goodbye: A Qs 03l PBA ) S Sl

3| Yes X =3

0| No D X0
E)The PBA attempted to acquire follow-up . T

] | A liall cila Jgandl ST EN
information from the customer: : Gl g Aafiall claglaa o PBA J! Jsla(c

3 | Yes D ] 3

0 | No m 210

[ i ——
F) Overall, rate the 8 P B I 8 | P E—. 2
PBA on Call < ngj Sig|©° b I‘E IE p. | o= PBA Jl o le JSs (&
closing: g z|° S b . ) ) ;gLAYl el
INT: Circle a number > Guliall Q80 e 3l pud) sl
from 1-5 for each 1 2 3 4 5 5 4| 3] 2 1 Ledllail Gy (5 M1 1 Oe
attribute, as relevant D D & D D ‘ D D EI D D
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TOTAL Branch Score

Appraisal of interactive voice response (IVR)

Greeting

Soft skills & Telephony skills

Other questions

Questions related to complaints/ Grievances

Call closing

Ao tinl) A58 gual) At ol &

danl) &

Aiigd) aVLal) i e g duadld) o jlgall z
@AY AL '

Glallail g (o gl ABtata Alind 'd

Jua! plgd
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