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PROJECT: Money
SHOPPER CODE DATA ENTRY EDITING
‘q Name Number Name Number 4 1 2
bl a3 ) ] Al gleall Jla) Gyndiall e
g R PRl Y] PR o
A.  Details of Call | oA} Juualis -]
Bank Dhofar ] Hb oty
Bank Muscat O Lfasa oy
i laadt ik gl SH)
1. Name of Bank to which National Bank of Oman D el i ol PRRPRVREI B |
call was made: HSBC-OIB |l HSBC-OIB & ‘4 Juadyl
Bank Sohar | e ol
Other Bank Specify:__\JF -4 4 gﬁN& ‘ (33n) AT oy
2. Call Centre Number %OD '3/00 60 \ - VLYl S yead, 2
FE] YR \
3. DateofCall i)ate Month Year 2 dhaiWag 3
210\ |2]o]2[&l2]o]1]s3
Hours Minutes 3idal) cleludl
4. Start Time to Call \ I 9 L-" | O ‘T l JeaN e cidy, 4
5. Total Duration Call Hours Minutes e Cleludi ety iy gana .5
INT: FROM POINT OF ANSWER BY O Ll ABald ) 1aly
PHONE BANKING AGENT T AL e 8
sl g
(PBA), UPTO COMPLETION O - "
OF PHONECALL) 0 © % I (Al sy
06:00-09 am 4 zleall 4 09:00 -06:00
09:01-12 am Lualt 3 12:00 —09:01
6. Time Slot During which O Cr ¢ 12007099 Jomn gl iS558 6
: "l*l‘e ot Z””g which 1 12:01n00n-03pm X 5 ekl 3 03:00 —12:01 Ly 43
call was made: 5 e od mmr
. <l ol }ordualy
BINT:  SELECT THE 3:01-6pm [ | sw sladi L 06:00 - 03:01 ﬁ.\s:i J:n I
RELEVANT TIME-SLOT, _ O . : d«:‘ﬁ A
ACCEPT SINGLE ANSWER, | 06:01-9pm # # 09:00 - 06:01 T sl Al
09:01-1am O |[O Caatic 323 01:00 ~ 09:01 T
1:01-5:59am O | sW cla i5:59 - 01:01

B. Purpose of Call SVt iaa o

1. General Enquiry Query Code | :(digudl 3o,
regarding a specific Product Name: . . (g o) e ple Dbadial -1
Product / Servic — INT: (Insert | Oadadl) idaly oo ) sae dand
N rvice CO(’ Loaﬂ from list) (At ® e
2. Application for a Query Code | :(Jipedl S0
New Product / Product Name: e el pud) e dpaall Gl -2
Service INT: (Insert | (w di’*‘)’:ﬁ'*:' e —— (5)om L.xs/éj.‘u
from list) (Al il
3. Complaints / Complaint Cc:ji;(lNSERT FROM (AR (a JRNT) (5 9K S,
Grievances ) P/ ss8E -3
L
4. Other Please Specify Details: L ot sa Bl ) b 4 1




+4

C. Appraisal of Interactive Voice Response (IVR) (IVR) Ao Wil A5 gual) dalaiuy! alll andl &
system:
4.1Appraisal of IVR system: Lol 45 guall o) plal apiid 1
1. How would you rate the IVR system in terms of 4ali (e Aol A5 gl Lladul) aUal o8 ) iy a€ 1
Ease of navigation & user-friendliness? £alastuy) § Jaiih A geu
o | No, the IVR was not at all easy to use O Jo (DY e Ale il A5 puall LlatuVh plai ¢ ol NS 0
ala35Y)
Jssia JSE e 3o ) Al Uil A5 gall Abatiul! QU5 (IS cand
1 | Yes, the IVR was quite/reasonably easy to use D i =l ;’..u— e 1
alALLN Jgms
2 | Yes, the IVR was easy to use D 11 s Aol 25 gl At A5 S pe | 2
3 | Yes, the IVR was very easy to use E AR B Taa Jg Aot 45 gl dtatia) RISETTR 3
2. How would you rate the IVR system in terms of 3aall e Adde il 45 poall latia) AUad con o iy a2
clarity of instructions? fladdatll 7 guia g
0 | No, the instructions were not clear at all ;| DY e dadly cilalaill S5l S| 0
1 | Yes, the instructions were quite/reasonably clear | [] dadly Joda JO8 L da M ol IS ani | 1
2 | Yes, the instructions were clear O Aokl g colS Clagall cpai | 2
3 | Yes, the instructions were very clear X Tap Aol g coilS Cilatda cpai | 3
D. Greeting cua il &
5.1 Greeting & Purpose of call e e ity e A 51
1. Once you selected option ‘9’ on the IVR, l mn Ve Gty ol 49" Jldali @ sl ) 1
(“To speak to a call centre agent, press (Mention S 35S e ik ga s QSN ¢ Ale il 45 5l
9”), how long did it take for you to speak Zi ) gl 2ax) < a8 g (e oS ("9 Jeaal / YL
to a PBA? seconds or w5l SPBA pe Ciaaill
INT: Specify duration in the space provided minutes) (& (Planalt Aalical) (B B gl) 2a) 1daly

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

Baglaa™ Juadal & UEa Jla A k8 Jiud) 138 o cigla) s&aly

(W Ol Lard pe gL

2. Were you called back by a PBA? TPBA Ui Sl JlaiWsael S da 2
3 | ves O o | 3
0 | No O 3 |0
If ‘no’, specify any additional comments here: *Note to o) sofaldt Axade* Ua Adla) cillded of aaa S 1Y
interviewers: This is not a mandatory field. Please fill in Ldlay cladall sl bl 3 ol 134 LlaY) Jia
any additional observations, if relevant. Otherwise, leave g8 e aahi i 42 0 Llay) & 5 ¥ g Al cild
blank. This applies to this option for all future questions. LAl allayy A3latad) b LAY
3 | NA 5 Y | 3
3. On picking up your call, did the PBA wish you, ‘Good e/l " «ll AGpPBA JI alB b Aeleudl dlad ) i 3
morning/ afternoon/ evening’? £ Al plie fumus
3 Jves X =E
0 | nNo O x |0
If ‘no’, specify any additional comments here: <Lia 4841 Gliadad of aaa (MMS" 1)
4. Did the PBA greet you in the same language you Alaiul) olas A1 Al A A G PBA DV s s 4
selected through the IVR system? fale Wil 45 guall
3 | Yes &J pi | 3
0 | no 0O 5|0
If ‘no’, specify any additional comments here: U Lol clihad ) aaa TS 13}
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D.

Greeting

cua il G

5.1 Greeting & Purpose of call

JuaiNl (e g2 adl g cua Al 5.1

l

|

5. Rate the PBA’s greeting on his/her level of (Yo T 5 giendd G 3PBA ) cm 5 oB .S
courteousness: :
0 No, the PBA was not at all courteous ‘ D Y e 3 PBA JV oS al O3S 0 1
1 Yes, the PBA was quite/reasonably courteous D dasda J8lu L da ) (&l PBA JV OIS <l 1
2 Yes, the PBA was courteous D GAPBA ) 08 aal 2
3 Yes, the PBA was very courteous m faa (@l PBA J) O caxl 3
6. Ssézct::e PBA’s greeting on his/her clarity & pace of (iS55 Aa3S 7 suins) Gy PBA Ul a5 o8 6
0 No, the PBA did not speak clearly & steadily 1 Sy 7 99 PBA JI alSh ol OIS 0
1 Yes, the PBA spoke quite clearly & steadily I:l Jaie)y 7 g gs Jgiha J8a [ la da PBA ) oIS cans 1
2 Yes, the PBA spoke clearly & steadily D el 7 s pPBA Jf IS5 cand 2
3 | Yes, the PBA spoke very clearly & steadily X Jhaie) g faa g JSAPBA Y alSS caad 3
7. Did the PBA introduce himself/herself by name? fau¥U (dndi 0o BPA MV e da 7
3 | Yes axi | 3
0 | No | %[0
If ‘no’, specify any additional comments here: sl Adla) cliulat of das NS 13
8. Did the PBA then enquire after the purpose of your tAlLat gt e il @b aey e BPA JIEds 8
call?
3 | Yes E a |3
0 |nNo . 0O 3 |0

If ‘no’, specify any additional comments here:

Ua Ldldl el o) aas TS 13

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

Jualy gyl (Fouiall OIS Jla b Jakd Jigudt 12 o wigla) saly

511 (st 00 Al Jalill ePBA U1 i .9

{928

9. Did PBA ask for customer details for the purpose of
verification?
3 | Yes X axi | 3
NA T not Applicable {(N/A) m iy | !
10. Did the PBA proceed to listen to (or probe for) the U A 05 N (e i) S) glauyt PBA JI &5 Ja .10
customer’s query/grievance/complaint? Sl <3
0 No, the PBA did not do this at all D SV e PBA J) &l Jaidy o8 S 0
1 Yes, the PBA did this to some extent D Loaa N PBA I @l Jad Al cans 1
2 | Yes, the PBA did this O PBA J) ¢ld Jad il a3 | 2
3 | Yes, the PBA did this a lot 4] Ll PBA J) ld Jub il (ua3 | 3
E.  Soft Skills & Telephony Skills B Al cLaN &l lgay ot dl) ol gl =

6.1 Hold Procedure

SUBIN @lelal 6.1

1. Did the PBA ask, “May | put you on hold briefly, while | OSSO B O RS ) ol e ot pRA DIl de 1
| get the required information?” prior to putting you UV Alla A e g J 94 slaall e glaall e Ciliaa
on hold? }
3 Yes 4 an |3
3
+ - +
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E.  Soft Skills & Telephony Skills | Ll eV Gl gy daaddll o gl
0 | No | % |0
If ‘no’, specify any additional comments here: U Ldldal clidad o) ada """ 1Y)
NA R dukaiy Y Y
=2 | Not Applicable (N/A O s
2. Did the PBA speak with anybody else prior to placing S s S ey JiE AT jaddas PBAJ S 2
you on hold?
0 | vYes j | au | O
3 | No g x| 3
If ‘no’, specify any additional comments here: Ua AALS lial o) ads S Y
NA | ot Applicable (N/A) _EI_ %! . !
INT: Answer this question only if the PBA kept you on hold Cra AS) BITPBA J) S5 Ja A B St 138 o qigla) tdaly
for over 60 seconds (Z_é_,'u 60
3. Did the PBA inform you that he/she needs more time G e el g Clgll e a el Yy w4l PBAJ Salei a3
and apologize for the same? ¢ syl
3 | Yes X pai | 3
0 | No H 3 | O
If ‘no’, specify any additional comments here: LA Adldt culiglad o 3aa (""DIS™ )
NA Not Applicable (N/A _D_ =k . i

6.2 PBA Attributes

PBA J! <law 6.2

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

(lawal) 038 o S ge PBA J Gl dla (3 "3S" f e A1 1

1) Active listening skills: Ladilt plaiul o g 1
0 No, the PBA did not have this attribute at all O @Y e PBA J) dlld Jady ol DS 0
1 | Yes, the PBA had this attribute to some extent | La 2 MPBA ) Sld Jad Gl can 1
2 | Yes, the PBA had this attribute | PBA JI lli Jad A&l cans 2
3 | Yes, the PBA had this attribute a great deal X Ll pBA ) €lld Jab ail cans 3
2) Effective questioning skills: Juadl) ol gaat & g 2
0 | No, the PBA did not_have this attribute at all O BBV e PBA JF dlld Jady o S 0
1 | Yes, the PBA had this attribute to some extent O Laas NPBA J) dlld Jab il ans 1
2 Yes, the PBA had this attribute O PBA J} 13 Jad il cani 2
3 | Yes, the PBA had this attribute a great deal X LLGPBA J) dll3 Jad 4l cans 3
3) Confident: @y .3
0 No, the PBA did not have this attribute at all ] (BN e PBA J) &l Jady ol O 0
1 | Yes, the PBA had this attribute to some extent O Lo aa MPBA JI &l Jad 8Bl ans 1
2 | Yes, the PBA had this attribute O PBA JI ¢l Jad 38! coni 2
3 | Yes, the PBA had this attribute a great deal LLGPBA JI clld Jab a! cani 3
4) Professional: o jiaa 4

No, the PBA did not_have this attribute at all O (DY e PBA JI 4l Jads ol OIS 0
1 | Yes, the PBA had this attribute to some extent O Losa AIPBA ) &lld Jad 48 cans 1
2 | Yes, the PBA had this attribute X PBA JJl i3 Jad il ol 2

4
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E. Soft Skills & Telephony Skills | Liolgl) cNLaTY) &) jlga g nad Bl il gl 7 |
Yes, the PBA had this attribute a great deal m Lldi pBA Jf el Jab il cani 3
5) Friendly: 4939 .5
0 | No. the PBA did not have this attribute at all O BBV Ao PBA JI elld dady ol DS 0
1 | Yes, the PBA had this attribute to some extent E] Lasa MPBA ) el Jad 3l ol 1
2 | Yes, the PBA had this attribute O PBA JI ¢} Jad a&! canl 2
3 | Yes, the PBA had this attribute a great deal L PBA ) &lld Jad 88! (e 3
6) Used simple language & phrases: Ay Jaa g lalS Jariud .6
0 No, the PBA did not do this at all D @BV e PBA JI ¢l Jady ol 38 0
1 | Yes, the PBA did this to some extent | Lo aa JIPBA () €lld Jad all (s 1
2 | Yes, the PBA did this O PBA J lll Jad ail o | 2
3 | Yes, the PBA did this a lot X LLWGPBA JIellidad il i | 3
7) Overall, maintained a positive, friendly & olan g sds #1301 ol eale J8Es oot £13] e Bilay 7
enthusiastic attitude:
0 | No, the PBA did not do this at all O B e PBA JF &lld Jady ol S 0
1 Yes, the PBA did this to some extent D Lsa JIPBA J) &l Jad 4l cans 1
2 Yes, the PBA did this m PBA I ¢lid Jad 8il caas 2
3 Yes, the PBA did this a lot D Ll pPBA J1 <3 Jad 488 caans 3
8) Used positive language: Lo 43 Jaae 8
0 | No, the PBA did not do this at all n LY e PBA JI 3 dady ol S 0
1 Yes, the PBA did this to some extent O Lda IPBA JF D Jad 3R cand 1
2 | Yes, the PBA did this PBA JI Uil Jad 4kl (i | 2
3 | Yes, the PBA did this a lot O Ll pBA 1 €lld Jad 4B cans 3
9) Overall, Was ‘Customer Friendly’: gl pa fagay oS cale JSis 9
0 No, the PBA did not do this at all O S e PBA JI <3 Jady ol DS 0
1 Yes, the PBA did this to some extent O Lo da JIPBA )l Jad Sl s 1
2 | Yes, the PBA did this | PBA J) U3 Jub ol o | 2
3 Yes, the PBA did this a lot X LLa PBA JI &lld Jad 48! caas 3
1. Ov‘eraH, rate the PBA ;g . :‘é’ 3 g 7 F ) 3 o ) .
on: g’ o | 8 I_ &3 | % |‘E | e liPBA Jas gl S8 1
A) Greet_ing: 9 z|° 3 F (E . E o e &!.‘1 (! ,
INT: Circle a number | cuildall A8 do 5y auk) rdal
s, reeant | Bl IEIEIEIEIA4 RIS et sl
B) Extent of Customer _l— z —__?: Z E E Z E— z -l— A5l g 90 3l Alaia Yl gae (2
Focus & Friendliness: D D D D E D D D D D
C) Softskils & 1 203 a5 581321 oeimagde
Telephony Skills g g g g @ Q _D_ g _D_ g ailgll W
— = —_—




F. Answer this segment if: Ml G-l S Jla B e el 13 Je a1 ) 2
A)Application for a new product/service: ‘ Buia daxd gl gl alla -1
b) General enquiry relating to a specific product, Oame St g Aadd ) ey (Blata ple jludiul -2
service and/or facility: W& e Al e -3
c) Other purpose of call

(7:.] Inf:rlrratlon provided, Product Knowledge & uétém & Jhs il e A mal) cdatiall cila glaall 7.1
ross Selling

1. PBA provided sufficient detail to the customer, e s . S e e PRAJ g
. . . Ce gualy 7o ae sl S Sl shes e A
wnh a clear explanation of the requirements/ Aasa il 13g) a3 o sTianall / Aa pl yulaall / LA
eligibility criteria/ documentation needed for this (3303

particular product/service.

No, the PBA did not do this at all O WY e dpBA I dais S S | 0
Yes, the PBA did this to some extent D Loda M I pBA JI Jad Al cans 1
Yes, the PBA did this E APBA ) Jab A caal 2
Yes, the PBA did this a great deal D oS J8dy QIPBA JI Jad Akl cani 3
PBA provided a clear and thorough explanation of O g o @l plall e Jaldy mly 7 JEPBA Jlpafadl 2
the steps that shall follow in terms of: . Cua e il
Process: s Alall pu (1
No, the PBA did not do this at all SRy o dipBA JI Jady ol S 0
Yes, the PBA did this to some extent Leda N 3 pBA JI Jad Sl cans 1
Yes, the PBA did this U3PBA ) Jad Al cans 2
Yes, the PBA did this a great deal oS (53, QpBA JI Jad A& cans 3|

18 Aduual) gl (2

Time taken:

No, the PBA did not do this at all @YY e IpBA I Jady o DS 0

Yes, the PBA did this to_some extent L2 01 ell3 PBA J) Jad Al cans 1

Yes, the PBA did this SUIPBA ) Jad A8l cans 2

S 080 GRPBA Jf Jad B cpas 3

Yes, the PBA did this a great deal

(it Jia) cilidbia (3

Requirements (such as documentation):

OO |[OxR0O0 (Ox0O0

No, the PBA did not do this at all BV e AIpBA JI Juds ol S 0
Yes, the PBA did this to some extent Lada ) I PBA JI Jab a8 cans 1
Yes, the PBA did this X AIPBA ) Jad 3l cpas 2
Yes, the PBA did this a great deal O omS 0S4y APBA () Jad A8l (ol 3

The PBA was able to clarify any questions the . . . .
yanya 050 Wa sk W AW e g} mpag Jle j8PBA oS 3
customer had:

No, the PBA was unable to do this 13 JadpBA ) ahiiew al S

Yes, the PBA was somewhat able to do this Le 32 M &t Jab pBAJH £l 28] canl

Yes, the PBA was able to do this A3 JadpBA ) plaiudall cans

Yes, the PBA was very able to do this oS ISy G JadpBA ) gl 3 caas

£ g o) Jan B sl n 5iS) oy fall) (ol Y

Not applicable
[

(Interviewers: Choose this option only if no

O |OxO0

B
I%:I-é‘wl\)—lo




@estions were Qosed)

4. The PBA was able to explain the points of

differentiation and comparative advantage of the [eiall iy 58 A il & -2 OPBA i pllaiad a8l 4
product/service (Versus offerings of local (Adliall laal) S5l Ly (AW (a5 pall ilda) deaall
competing banks):
0 No, the PBA was unable to do this D 13 JadPBA J) pdaiaw al S 0
1 Yes, the PBA was somewhat able to do this D Lo a A U3 JadpBA J) gl 38 caas 1
2 Yes, the PBA was able to do this X A3 JadpBA J) £ UsSafdl] cans 2
3 Yes, the PBA was very able to do this D oS JSdy dll JadpBA J) gl S cans 3
hota . ticable . . . or Jlda ALE Lall i )i fall) Gy Y P
N/A | (Interviewers: Choose this option only if asking D_ (s dca e ,.]i
about a specific product/service,
5. Please rate the PBA on each of these attributes: el 038 Gedaw Gy PBA i c2lay 5

1) Effort to fulfill the purpose for which the call

e £ 35 (a2 AN (Biatl agal) S (1

was made:
0 No, the PBA did not make this effort/possess O A Aaud) oda dlligy ¥/ 342l 133 PBA I pl ol DS 0
this attribute at all Y
Yes, the PBA made this effort/possessed this “ | dendl o3 s s |G ans
1 attribute to some extent O] ba=w W clliey g [ 220 3ePBA Ji e e 1
5 Z:eti;;steePBA made this effort/possessed this E Aol o3 lliey gb [ 3gal) 1igPBA ) ol o ‘?’;3 9
3 Yes, the PBA made this effort/possessed this O] ISy daudl ol dlliey o[ 3¢l 13PBA I pl8 Skl cans 3

attribute a great deal

S

2) Extent of product/service knowledge:

.
sdasil) [ iially 4 pdll saa (2

No, the PBA did not make this effort/possess

e Lanadl ola iy ¥/ agal) 13 PBA J plial S

0 this attribute at all _ D Y1 0
Yes, the PBA made this effort/possessed this L ! oia il s |G ) cans

1 attribute to some extent ] Lo 2 dlliey 2 [ 22l BePBA J e~ 1

2 thi}bt:fePBA made this effort/possessed this I:] Aauad) 038 élliey g [ 34ad1 iPBA ) ol8 il (i 2

3 Yes, the PBA made this effort/possessed this E ISy daudl odn dlliay g8 [ 3gall 13PBA I a8 3B cans 3

attribute a great deal

S

3) Cross-Selling effort/attempt made:

—
) ) Jab oa Algbuall A gadll ol gkl g2l (3

No, the PBA did not make this effort/possess

e Aad) 03 dlliey Y [ 3gall 13gy PBA JFall al DS

0 H - 0
this attribute at all by

1 Yes, the PBA made this effort/possessed this D L 3a ) Tl o3a iy ga / gl 136PBA I o8 38 cons 1
attribute to some extent

5 Yes, the PBA made this effort/possessed this : Rl 534 llias ga | 3921 1gPBA I ol S cans 5
attribute ; =

3 | Yes, the PBA made this effort/possessed this n IS Lol 03a dlliey 98 [ 2601 3PBA ) pl8 Al cons 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 inguiryz

[

(b 13 JLiaY) T e Lodle gy o 1) finll) (s Y

N
(<& 5 Argada Canuy S cross selling ' oS o Ja | Gabaty

4) Provision of adequate explanation in
response to questions posed

:\AJJLA”%‘Y’LAFMJUQUMCJ&!ﬁAﬁ (4

No, the PBA did not make this effort/possess

this_attribute at all

(s Al o3a iy ¥ [ 3gall 13gs PBA JI pl ol DS
Y




+ + +
he PB hi i R . . .
1 YesT the PBA made this effort/possessed this l:l Losa )il oia i g / ¢l 136PBA U RER 1
attribute to some extent
5 Yesi the PBA made this effort/possessed this D Fawd) o3 dllias 8 [ 24201 1igsPBA I ol il cons 5
attribute
3 Yes, the PBA made this effort/possessed this m JSdi Aadf o3a Alliay g [ 32l 3PBA I a8 Sl cpal 3
attribute a great deal 28
Not Applicable . . . .
NotApplicable o e i i a1 e Rle ot 30 | Y
N/A | (Interviewers: tick this option only if no further _D_ ( AAls) Al b dla S | 3 XY
questions were posed) ) —
2. Overall, rate the PBA = S . .
o:. S ol gl s § P 3 f | S =i PBA J o8 gle K& 2
poiAL) a o E o 3 o] . P i
A) ?roduct lfnowlec.ige & g_i , S |’E |E I‘E" |E - Cilo g/ Antiall 6 el (]
information/assistanc | £ < L . a1 Bae Luaallp Lg Aalacidl
e provided: : e
INT: Circle a number 1 2 3 4 5 5 4 3 2 1 aldall AB50 e 50 é..::) cGal
from 1-5 for each e —
from 2-> Tor edeql ot (Gd g ¢« Adia .
attribute, as relevant g. E_]. g _D_ B_ ._D_ g g —[; g L 2 5,01 o
B) Cross Selling: 1 2134|554 |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)

Aia (S Y dlaa Sla oS ol (g e s 238 Jga Taa oy Jlg 7 lay Gaalll A8 W Saday Y 13) <Cross Selling/ o ausl) = 45 Y Bla 0 fislll)

(Cross Sellingl L aa N Jae

G. Answer this segment if the ‘Purpose of Call’ was to S "OLaN (s sl Al 1Y) 5 Sl 138 e el £
express customer Complaints/Grievances: Sl 3 lallss /c;JlS-‘j‘-.' s

8.1 Complaints & Grievances Glallaill g o gl8all 8.1

1. PBA demonstrated active listening skills when the B3 gl S Ladie Lapdill pLau¥l <l jlga PBA JI el 1
customer was relaying his/her complaint: AR

3 | Yes O axi |3

0| No D 5 |0
If ‘no’, specify any additional comments here: U Lol cligled 5) das (D™ 1Y)

2. PBA made a concerted effort to understand the sl 5 530 pgdl S 3gas PBA JI GG 2
complaint/grievance:

3 | Yes O o |3

0| No | % |0
If ‘no’, specify any additional comments here: Uy Adlal ligdad o) daa ("DS" 1Y

3. The PBA clearly explained each of the following to sl S e JS g PBA Jlpodad 3
the customer: SN a3 Al B e JSINS o) pad uillad) gaa) ) tdaly

INT: <Select either yes or no for each of the focus areas> (4=ic

1) Complaint Resolution Process: 88 Aalaa/da Llee (1

3| Yes O a3

0 | No O |0
If ‘no’, specify any additional comments here: U Al cliided o) o "N 1Y

2) Time taken for resolution (5.984) Aallaa [ Jad (3 Aluual) gl (2

3 | Yes O ani |3




+ +
0 | No O |0
If ‘no’, specify any additional comments here: 1A A8La) ciliyhad o) aas (NS )Y
4. The PBA possessed adequate knowledge of the 5 <2 Aallae/a Zulenl &6yl iy PBA U1 S ) 4
complaint resolution process:
0 | No, the PBA did not possess any knowledge D i8 a0 GIPBA JIdlig Y 3S| O
1 | Yes, the PBA possessed a little knowledge D ALB 8 aaPBA Ul el caai | 1
2 | Yes, the PBA possessed knowledge D 43 as PBA J) ey cani | 2
3 |[Yes, the PBA possessed a great deal of knowledge D A8 aal) (e i€ EPBA Jldlliay axi | 3
5. Please rate the PBA on each of these attributes, ona 51 e shma e AN el Gy PBA JI a8 play LD
scale of 1-5: (@8 Al cilieall (e dua JS15-1 a pB ) Joa B8 pu) rialy
INT: Circle a number from 1-5 for each attribute, as relevant (tg.iallﬂ
— o ——
o @ ) — ¥
gl 83| 8|W Fl e
Q © Q l:F -
o) e > O e :E ‘E* . *
> < > .
0 oeesener [T 2 T3 T4 5 5 @131 2] 1] wiion
Maell g &3
complaint resolution: goooo|jojooo|ad #eell o5
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C Appraisal of interactive voice response {{VR)
D Greeting

E Soft skills & Telephony skills

F Other questions

G Questions related to complaints/ Grievances
H Call closing
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