o oA M

+ 4/1|2|54 + .
PROJECT: Money *(‘r‘“’
SHOPPER CODE DATA ENTRY EDITING "SR. #
34 Name Number Name Number Name Number
N Gl e glaall Jlal Gyuial ey
3 ST JER] =Y JER] UET
[ [ ] ] ‘L S
A.  Details of Call | Jua A Juali ]
Bank Dhofar ‘ O Dbk ey
Bank Muscat | Lt iy
ional Bank of aall i glt il .
1. Name of Bank towhich | Nononal Bank of Oman . e ks 3 a1
call was made: HSBC-0IB [:] HSBC-OIB <y A Juaiy!
Bank Sohar O Ja dly
Other Bank Specify:Ai_Hj_‘&l'(M\l«l'Bal_\k 2 (33a) AT &by
2. Call Centre Number VLYY K yeady 2
Date | Month Year FEw) A | asd
. : s Jlaiyt .
3. Dateof Call “g O“ 2]O|1|L?o 2’0'1]3 Jd s .3
Hours Minutes Gl e ludt ]
4. Start Time to Call 0 |0’ 0 ' 5 I l Juaiyl encdy 4
5. Total Duration Call Hours Minutes RN e bl (JuaiY) Gy g gana .5
INT: FROM POINT OF ANSWER BY O e ) Al gya) 1l
PHONE BANKING AGENT N A
{PBA), UPTO COMPLETION 0 O 0) g o uLsﬁ;&L;.}j
OF PHONECALL) ( #

06:00-09 am sl 53 09:00 -06:00

09:01-12 am

6. Time Slot During which 12:01n00n-03pm
call was made:
B INT: SELECT THE 3:01-6pm
RELEVANT TIME-SLOT,

Zlall 43 12:00 —09:01

Joma il cigls i 6
3 ekl 3 03:00 —12:01 iy 4

' dgl 58 pal sdaly
Ll | :00 - 03: 4 .
SUll bt 8 06:00 — 03:01 o Al Lpuiial

OO0O000RXO

ACCEPT SINGLE ANSWER, | 06:01-9pm sbuall 4 09:00 — 06:01 Sl .dhms :‘Lttt
09:01-1am Sl Castie 3y 01:00 - 09:01 o
1:01-5:59am S Flalt 3 5:59 - 01:01
B. Purpose of Call Juail daa o

I
1. General Enquiry Query Code | :(Jisud) o,

—— | s p) §
regarding a specific ey (Ekal) pud e e i 1
8 Bo® INT: (Insert | (i) i&aly & —

Product / Service Vl.ﬂGIS A-(’&OWVT from list) (At (")‘“"“ Aeadfnliia
! Query Code H(JVsd) ey

Product Name:

2.  Application fora

: —_— (i and
New Product / Product Name otz e ( o) e Jpanll il 22 |
Service INT: (Insert | O df-“) raaly | —— (5)m Ann |
from list) (4t " )
. T ‘
3. Complaints/ Complaint Ccrli;(lNSERT FROM :(R..st.‘m O JR31) (s 55D ay
Grievances ) ali/ s4ss -3
4. Other Please Specify Details: (Dl 238 Bla ) be -4 1




+ +
C. Appraisal of Interactive Voice Response (IVR) (IVR) Ade il 45 guall dlaiul) sl andl &
system:
4.1Appraisal of IVR system: Aol 45 guall Llatia¥) oSS apdig 1
1. How would you rate the IVR system in terms of Aaali (e Ale i 45 guall ot Ui a5 o) SiSay S 1
Ease of navigation & user-friendliness? £ alad Tyl Jal A geu
No, the IVR was not at all easy to use S (BIBY) o Do lail) 45 puall Laall Ui 08 o 38
0 e 0
21a350)
Jsshe JS30fle 3a N Ao il 45 gl Llatu¥) Al (IS caas
1 | Yes, the IVR was quite/reasonably easy to use D <! ; .%; 1
5 | Yes, the IVR was easy to use K ATY) S Bl ) A5 gl Bat¥) ol QIS cuai | 2
3 | Yes, the IVR was very easy to use [ | phessay b fas Jea Aol 45 poal) dlatia¥) oo oS pu | 3
2. How would you rate the IVR system in terms of Bals e e lidll 45 peall Alaiia¥) HUad Caiial of ey a2
clarity of instructions? filadaill o guia g
0 | No, the instructions were not clear at all O (BBY Ao daudlycladadll (Kol S| 0
1 | Yes, the instructions were quite/reasonably clear ] Ladly Jgide <0 [ La s 1 clagladll IS cand | 1
2 | Yes, the instructions were clear IZ] Aadl g cilS Claglaill caad | 2
3 | Yes, the instructions were very clear ! Jas dadal g il clagladll a3 | 3
D. Greeting ua Al &
5.1 Greeting & Purpose of call Juail (e o Adl g a3l 5,1
1. Once you selected option ‘9’ on the IVR, 20 SQ: . Lt allal 4" Jlada¥l d sl gl 1
(“To speak to a call centre agent, press (Mention - IS e it ga aa SIS ¢ Ale il A5 4l
9”), how long did it take for you to speak B R e e R G A b
t0 3 PBA? seconds or sl TPBA go ol
INT: Specify duration in the space provided minutes) (& (BUanall daluall & cdgl) 3a) sialy

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?

3 | Yes

3aglaa” Jladal & LAAT Jla 8 kb Jigud) 138 o qigla) s&aly
Y Cgall Lars e " Jlay)
TPBA U8 (e oy JuaWisdlel 5 s 2
3

"
w« |0

ab sopfalll ABadle® (Ua ddla) clidal o) daa IS 1)
LSy lliadall 3ol Gal 3 Gl 138 LlaY) Jia
S8 e gahi i 481 Llayl & Yy Alall @il
AU @llayl datdad) @l LAY

0 No
If ‘no’, specify any additional comments here: *Note to
interviewers: This is not a mandatory field. Please fill in

any additional observations, if relevant. Otherwise, leave
blank. This applies to this option for all future guestions.

0|0

3 | NA
3. On picking up your call, did the PBA wish you, ‘Good

(GbiY |3
‘.'"),3';.“ ;Luu /.\;\:.u:
3

IR

morning/ afternoon/ evening’?

3 Yes pmd
2w |0
U Ll culidal (o) ada (NS 1)

0| X

0 No

If ‘no’, specify any additional comments here:

sl ol A g i il Al Guity PBA JI i cn s b 4
Ple ail) 45 guall

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

3 Yes 1< aai| 3
0 No D 35 | 0

If ‘no’, specify any additional comments here: - bl it @l daa TS 13




+

+

D. Greeting

il &

5.1 Greeting & Purpose of call

JuaiN Cra g adl 5 qua il 5.1

l

|

5. Ratethe PBA’s'greeting on his/her level of (1A B 5 send G ,PBA Jl 5 B 5
courteousness:

0 No, the PBA was not at all courteous I:] SV e @l PBA JoSa 38 0
1 Yes, the PBA was quite/reasonably courteous D Jodda JO& fLa aa 3 (3 PBA JV OIS cpnd 1
2 Yes, the PBA was courteous X GUPBA JI IS e 2
3 Yes, the PBA was very courteous [:l faa (3 PBA J} O cpnd 3
6. Ss;z;::e PBA's greeting on his/her clarity & pace of ()45 555 43S CJ"“Jl G, PBAJ cun i B 6
0 No, the PBA did not speak clearly & steadily D Jitely 7 g3 PBA ) alshy ol 3 0
1 Yes, the PBA spoke quite clearly & steadily O Jliiely 7 sd s Jgda JS& [ La 2o JIPBA ) AIST cpal 1
2 Yes, the PBA spoke clearly & steadily E Jie)y sa pPBA JI HIS5 canl 2
3 Yes, the PBA spoke very clearly & steadily [:l Jixie) g faa il g JSEPBA JI A5 canl 3
7. Did the PBA introduce himself/herself by name? Sou¥l (Al oo BPA Jl e da 7
3 | Yes X |3

0 | nNo D x| 0

If ‘no’, specify any additional comments here:

sUa A8l cidatel o) asa ("DS™ 1Y)

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

felllatl ja e o Jludiu¥ly ol 2y 5e BPA JIpida 8

call?
3 Yes E axd 3
0 |nNo O x |0

If ‘no’, specify any additional comments here:

sUA L3La) clilad o) aaa (MDS" 1Y)

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?

Jualy 5y} (Fouiall S Jla b 2D il 10 So gla) tBaly
Ada (1993
el im0 50 10 Ayl Jralidll e pBA Jlada 9

3 | Yes X |3

0 |nNo ] % |0

N . ¥

=2 | Not Applicable {N/A) O bl ¥ ki
— =1

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

[l fdgad (I (0o JlediuYl o)) gladu¥) PBA JI & Ja 110
fonl oS5

No, the PBA did not do this at all

Y1 e PBA JF &3 Jady ol S 0

Yes, the PBA did this to some extent

Lada I PBA J) €l Jab dil ¢l 1

Yes, the PBA did this

PBA (i &l (Jab aB! can

W IN|R=|O

Yes, the PBA did this a lot

OxXO0

Lol PBA 1 i3 Jad a8 (aas 3

E. Soft Skills & Telephony Skills

Adilel) cVLaY) Gl e g dsaddd) i gl .z

6.1 Hold Procedure

SN cle)al 6.1

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

OSSO 8 Ol LI oIS i1 ) i Ja” PBA JIdlile da 1
¢ ! Ala b dean g 08 "0 slhall il shaall lo cilaa 35

3 Yes

i




+ + +

E. Soft Skills & Telephony Skills ] L) el il ey dpaddl) S gdll 7
0 | nNo X 3|0
If ‘no’, specify any additional comments here: . U Al cilidat ol dda (""S" 13)
Freaid—arsie #; C!!F£ St 274"@/7"”}7‘ rspon haly
7 - Ty
NA Not Applicable (N/A D L ,1.2
2. Did the PBA speak with anybody else prior to placing Ui s ddlany Ji AT jadd e PBAJIASS S 2
you on hold?
0 | Yes J ao | O
3 | No O 3|3
If ‘'no’, specify any additional comments here: sLUin 48l Gligdas (g) ada ST 1Y
NA | Not Applicable {N/A X —E .
INT: Answer this question only if the PBA kept you on hold Cre JSI BIEPBA ) S 5 Jla (8 Jadb Jisud) 13 o qigla) 1daly
for over 60 seconds (27_,_,1_," 60
3. Did the PBA inform you that he/she needs more time A e Yelg Al e u 3l u Yy el PBA J el Ja 3
and apologize for the same? ¢ Y
3 | Yes i axi |3
0 No D 35 |0
If ‘no’, specify any additional comments here: «Uia Adla) clidas () daa TS
gahais Y b
NA | Not Applicable (N/A R , = s

6.2 PBA Attributes PBA Jl <l 6.2

1. Select ‘ves’ or ‘no’ based on whether the PBA fulfilled Lol o s .
. - ‘ K'Y - ‘ llmsll ‘ " o ».‘
each of these attributes: = 23 [ S go PBA JI Gl s (8 3 Teadt AR

1) Active listening skills: bl gl i g .1
0 | No, the PBA did not have this attribute at all (BN e PBA J) &l dady o S 0
1 Yes, the PBA had this attribute to some extent Losa MPBA JI Sl Jad il (o 1
2 Yes, the PBA had this attribute PBA Jf ¢l Jad 3il caai 2
3 Yes, the PBA had this attribute a great deal Ll pBA ) i3 Jad a8 cans 3

2) Effective questioning skills: Jladll Sl il &l lgs .2

0 No, the PBA did not have this attribute at all (@Y e PBA J) il dady al S 0
1 | Yes, the PBA had this attribute to some extent L sa APBA JI elid Jad 2 can 1
2 | Yes, the PBA had this attribute PBA JI Ui} Jab J&l cani 2
3 | Yes, the PBA had this attribute a great deal LidPBA I dli Jab Sl cans 3
3) Confident: .3

(Y e PBA ) lld Jals ol IS
Lda MPBA JI &l Jad il cans

No, the PBA did not have this attribute at all 0
1
PBA J! dll3 Jad sl cand 2
3
4

Yes, the PBA had this attribute to some extent

0
1
2 Yes, the PBA had this attribute
3 LlapBA O <3 Jad 4l cans

Yes, the PBA had this attribute a great deal

4) Professional: o i,
0 No, the PBA did not_have this attribute at all By Ao pBA J)dlld Jady ol S
1 Yes, the PBA had this attribute to some extent Lo 3a APBA ) €l Jad sl cons 1

2 | Yes, the PBA had this attribute PBA Jf ¢l Jad i) oni 2

O
O
Joas}
]
O
O
X
O
O
X
O
O
O
X
O




+

+
E. Soft Skills & Telephony Skills | L) LN il ey i ] & gl 7 |
Yes, the PBA had this attribute a great deal N Lilai PBA_JI &ll3 Jab Sl cas 3
5) Friendly: : ‘ 4949 .5
0 | No, the PBA did not have this attribute at all O (BUBY) e PBA JI elld dady ol S 0
1 | Yes, the PBA had this attribute to some extent L 2a APBA J eld Jad &l cans 1
2 | Yes, the PBA had this attribute M| PBA J) elld Jub 8l ol 2
3 Yes, the PBA had this attribute a great deal O Llal PBA () ¢l Jad a8l cons 3
6) Used simple language & phrases: Ay Jaa g SlalS Jaril .6
0 No, the PBA did not do this at all m SBY e PBA JI i Jady ol (3 0
1 | Yes, the PBA did this to some extent n L 22 IPBA ) ¢lid Jud di! cans 1
2 | Yes, the PBA did this K] PBA () &lid Jab 4kl (pa 2
3 | Yes, the PBA did this a lot O Ll PBA ) &lid Jab &) cans 3
7) Overall, maintained a positive, friendly & colang 539 #18) csf cale S8y (ot gla) o Bilay 7
enthusiastic attitude:
0 No, the PBA did not do this at all I BBV e PBA JI dlid Jady ol S 0
1 | Yes, the PBA did this to some extent L 2a IPBA O €lld Jad a8 cani 1
2 | Yes, the PBA did this O PBA J) €lld Jad 3l o 2
3 | Yes, the PBA did this a lot O Lic PBA 1 lid Job ol ani | 3
8) Used positive language: dplay 4ad Jariy .8
0 | No, the PBA did not do this at all a Y e PBAJ i Jais DS | 0
1 | Yes, the PBA did this to some extent D Lo da NIPBA () el Jad sl cans 1
2 | Yes, the PBA did this X PBA J) ¢ll3 Jab 18 can 2
3 | Yes, the PBA did this a lot O Ll PBA J) ltd Jad 3l aa 3
9) Overall, Was ‘Customer Friendly’: 109l pa a9y oS cale ISy 9
0 | No, the PBA did not do this at all O BN e PBA I Wi gl S | O
1 | Yes, the PBA did this to some extent O L aa LIPBA () eltd Jad i cand 1
2 | Yes, the PBA did this X PBA J) 3 Jab o cani | 2
3 | Yes, the PBA did this a lot O LLGPBA I lld Jad il uei | 3
1. Overall, rate the PBA § e 8| o § F E. F
o: > §| % g3 tF 5 I‘E I‘E E gty L3 PBA U1 o rle d?u: 1
A %‘i a number > < > v : L,AuU.'dl Aﬁ_)}\ u"f' sﬁmu
atiibute, o relevant é] é é é é é é] é é é BT So B St
B) Extent of Customer Z z E Z E 15 —&— E z _l— A3 ol g e WL A (gaa (2
Focus & Friendliness: D D D g I:I b D EI D D
C) SoftSkills & 1 2 13 1a 50528 321 oiesiaida
Telephony Skills OO0 0 K| Oglgolig gl 3l
RN - SN AR A




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

eV G S s B e all s Jle AlaYl ) 2
Buaa dedd gl pile alla -1
e Bl gl Aedd ) il Glata ale jludinl -2
LS (e Al ga e -3

7.1 Information provided, Product Knowledge &
Cross Selling

) A g iiall e 48 ) cAadial) cila glaal} 7,1

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

Aaadllfpiiall 13¢) Lo 300 clatiucall / Ala pall julaall 7 cilliasall

fapan

particular product/service.
Q No, the PBA did not do this at all | G e ARPBA Jb Jads ol OIS 0
1 Yes, the PBA did this to some extent D Leda M dll3 pBA JF Jad ail cpai 1
2 | Yes, the PBA did this X QPBA Jidad il uai | 2
3 Yes, the PBA did this a great deal D S gy APBA JI Jab Al cans 3
2. PBA provided a clear and thorough explanation of Oy Al @l ghall e Jaldy ezl g2 3 IPBA Jlpaiadl 2

the steps that shall follow in terms of: s (e i
1) Process: s Aalall g (1
0 | No, the PBA did not do this at all O B e BIPBA Sl Ji B S | 0
1 Yes, the PBA did this to some extent ] Lo a1 S pPBA JI Jad 3l cans 1
2 Yes, the PBA did this X QPBA JI Jad 48! aai 2
3 Yes, the PBA did this a great deal O S Sy AIPBA ) Jad S caas 3
2) Time taken: 13 Al gl (2
0 | No, the PBA did not do this at all O SN e dBPBA Y Sas d DS | 0
1 Yes, the PBA did this to some extent M| Leaa M 3 PBA ) Jab il caal 1
2| Yes, the PBA did this X APBA Jideball ai | 2
3 Yes, the PBA did this a great deal N oS Sy ApBA ) Jad Al caxi 3
3) Requirements (such as documentation): i) Jia) cildlia (3
0 | No, the PBA did not do this at all O Y o dpBA J) Al XS | 0
1 Yes, the PBA did this to some extent | Lo dlll PBA ) Jad 38 can 1
2| Yes, the PBA did this K] AUPBA Jidad il i | 2
3 Yes, the PBA did this a great deal M| oS JS3y ANPBA I Jad Al cans 3
3. The PBA was able to clarify any guestions the 09 lea b A AN e gl st e 0BPBA oS 3

customer had: ,
0 No, the PBA was unable to do this I:l Q13 JadpBA JI i ol S 0
1 Yes, the PBA was somewhat able to do this n Lo a0 &3 Jad PBAJY il S8 cpal 1
2 Yes, the PBA was able to do this X Q3 JabpBA J) pliudail (aes 2
3 | Yes, the PBA was very able to do this O S (8 A3 JabpBA J) gl 2! pai 3
/A | Not applicable 0 gk al dla A kS jLall B sl ) gialll) oﬂw\! 3

(Interviewers: Choose this option only if no — (A | Giby

6




Lguestions were Eosed)

4. The PBA was able to explain the points of
differentiation and comparative advantage of the Jediiall dunllly S A il 2 52 OIPBA i pllaind 28 4
product/service (Versus offerings of [ocal (Al Adaall & il Lgons (A yim g yall i) Laasll
competing banks):
0 No, the PBA was unable to do this D 4l JadpBA JI pdalew ol (S 0
1 Yes, the PBA was somewhat able to do this D Le 2a Sl JadpBA J) plhaiad Sl cand 1
2 Yes, the PBA was able to do this m A1 JadpBA ) Uil adl s 2
3 Yes, the PBA was very able to do this D 208 JSd 13 JadpBA I plaiad il caas 3
Not applicable . O
A Zlota ! hcabl‘eCh " . o if sk D e o da ki Ll 1aa 3l fald)) Buai Y Y
nterviewers: Choose this option only if asking ] (i far /e | (ol
about a specific product/service,
S. Please rate the PBA on each of these attributes: landl o3 e dan G, PBA N ad ¢ slay L5
1) Effort to fulfill the purpose for which the call .. . )
) 1) 5155 ¢on s AN (3ia sl i (1
was made:
0 No, the PBA did not make this effort/possess O o Al ol dllie ¥ [ agall 1 PBA J) al ol 38 0
this attribute at all by
Yes, the PBA made this effort/possessed this . C . .
1 attribute to some extent O Loda g Rl oda olliy 5/ 3gadl 13PBA 1 o8 ) 1
5 :teti};ll;\::ePBA made this effort/possessed this m Tad o3a i g / 342l igPBA ) ald S o 2
3 Yes, the PBA made this effort/possessed this D Oy daull 0da élliay g2 [ 3gall 13PBA ) ol 3&! (aa 3
attribute a great deal S
R
2) Extent of product/service knowledge: 1Aadill [ priialls 42 jaall e (2
0 No, the PBA did not make this effort/possess [:I S Aanddl o3 dllias Y [ gt gy PBA ) ol ol DS 0
this attribute at all Y
Yes, the PBA made this effort/possessed this - e . o
’ La s .
1 | attribute to some extent [ | Losa i udioia dliy o/ eall 13PBA U1 o8 ol o 1
) Zteti};lljfePBA made this effort/possessed this m Kaall 034 elli g8 [ 3gal 1ig:PBA ) o 21 con 5
3 Yes, the PBA made this effort/possessed this I:I JS dacdd) 0 ey b [ 3gal) 13¢PBA ) a8 AR cans 3

attribute a great deal

s

3) Cross-Selling effort/attempt made:

L A pall Jal e Aghaall Agladll o) Jaiuall 32l (3

No, the PBA did not make this effort/possess

o Aand) oda ellia; ¥/ 2gall 136 PBA ) gy ol IS

0] = 0
this attribute at all [ Gy
n Yes, the PBA made this effort/possessed this D Lada M Aandi oda ollia g / 3all I3PBA JI a8 33 cans 1
attribute to some extent
2 Yest the PBA made this effort/possessed this m Fndl o3 dlliy g / 3gad) 1igPBA O alf S8l conl 2
attribute =
Yes, the PBA made this effort/possessed this JSd Aandl ola liay g [ gt 13¢PBA I ald 38 cans
3 N == 3
attribute a great deal ey
Not Applicable
N/A (Interviewers: tick this option only if cross g (b haid a1 e Adle aum g 08 10 giabill) (Sobaby Y ¥
selling was not possible due to the nature of (&l ps Anla sy (S cross selling I oo ol ds | Gy
your inguiry)
4) Provision of adequate explanation in Ao g shall AL e 10 Bl 7l At (4
response to questions posed :
0 No, the PBA did not make this effort/possess E S Aaudl o3 dlliay ¥ [ 3¢l 133 PBA ) aly ol S 0

this attribute at all

Y




+ + +
1 Yest the PBA made this effort/possessed this D L aa ) el o3 Sl 5o / 3gall 3gPBA I o5 8 cpes ’
attribute to some extent
2 Yest the PBA made this effort/possessed this I:I Tandl o34 liay g2 [ 3¢20) 132PBA ) o8 S coui 5
attribute
3 | Yes, the PBA made this effort/possessed this O JSdu Aacal) 0da elliay b [ 3gall 1BPBA I L8 0! caes 3
attribute a great deal 25
Not Applicable A . . .
Not Applicable A i ol I e Badle pum s fald) GiRLY [ Y
N/A | (interviewers: tick this option only if no further Q_ ( Zlo) Al > b s QSJ PR
guestions were posed) ] T
2. Overall, rate the PBA R . .
YEran, [l he 5 w 3 = | ol3 L PBA J a8 le K8 2
on: IR AT -
A) ?roduct lfnowle(?lge & S g |8 3F M ‘E* ke Sl Bl (
information/assistanc g < 2 . Al 2ae Laall 5 Ly ibaial
e provided: . * e
INT: Circle a number 1 2 3 4 5 5 4 3 2 1 Guliad) S350 e SM) 1daly
from 1-5 for each — —
L Uat! (88 4 ¢ Ada | 1
‘ attribute, as relevant g g Q_ _& g g Q Q g— g L= 2 oI5 M1 o
B) Cross Selling: 1 21 3|4|5|5(43;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)

Slia o aldlae dllia (S5 ol g la Gibun 8 Jga Taa oo Jlg 77 ol Giall B8 D (3ahhy Y 1Y <Cross Selling/u puill 7 Hk5 Y Bla ) 10 fialll)

(Cross Sellingd! W 3» ) Jase

G. Answer this segment if the ‘Purpose of Call’ was to G Il e g Al 1Y 5 el Haa e Gual £
express customer Complaints/Grievances: il ) lallss /(53153'-.' oad

8.1 Complaints & Grievances lalliill g g g8l 8.1

1. PBA demonstrated active listening skills when the oS3 sl S Ladie hapdill gLl Ol jlea PBA J) ekl 1
customer was relaying his/her complaint: Dol S5

3 | Yes O aui| 3

0| No 1 3 |0
If ‘no’, specify any additional comments here: LA A8l Ciiad o) daa MS" )Y

2. PBA made a concerted effort to understand the Al 5 S agld LS 3g20 PBA 58 2
complaint/grievance:

3 | Yes H o | 3

0 | No n 3|0
If ‘no’, specify any additional comments here: U A8l Clidad o) daa IS

3. The PBA clearly explained each of the following to sl M e S r s PBA il 3
the customer: S 25 A BRI (e (S 3S 9 and cpillad) gaal ) rdaly

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

1) Complaint Resolution Process: 9530 Aalua/da Al (1

3| Yes O aui| 3

0| No O % |0
If ‘no’, specify any additional comments here: <Ua ddla) Ciidad g) daa MTME" )

2) Time taken for resolution 638Gl dallas | Jal (5 Alualt cigll (2

3] Yes O o | 3

8
+ - +




+
O

0| No 5 | 0
If ‘no’, specify any additional comments here: <Uia A il Silddad o) ada TS 1Y
4. The PBA possessed adequate knowledge of the 5553l allas/Un dden 4 yuddl iy PBA JI S 8 4
complaint resolution process:
0 | No, the PBA did not possess any knowledge " i aa GIPBA Jlin Y S| 0
1 | Yes, the PBA possessed a little knowiedge D ALS &b paPBA J ey cani | 1
2 | Yes, the PBA possessed knowledge D 43 2 PBA J) dllias ani | 2
3 | Yes, the PBA possessed a great deal of knowledge I:I Gaall e S GEPBA Jl ellig aai | 3
5. Please rate the PBA on each of these attributes, on a 51 e hma o N il Gay pBA JV af 5lay L5
scale of 1-5: (8 9 4,00 clieal) (e dhea JS15-1 (a8 Jsa 3308 ) 1daly
INT: Circle a number from 1-5 for each attribute, as relevant (@m
[ o —
o w o —_ .
AR I IR ARl T
=W 4 3 " 3 . G
g 3: O g E (E E
1) Ove;a'II cust;)r?er 1 2 3 a 5 5 a 3 5 1 fallen i ity 381
experience fo N
complaint resolution: D D D D D D D D D D * s
2) Extent of PBA ..
knowledge on é é Li_l é é 5 E] 5 é é = PBA J Lﬁfﬁ
resolution process: T g
3) $f|f|og rr:ja(\thg to ;l)rovide 1 y) 3 4 5 5 4 3 D) 1 iy i seal (3
ull & additiona SVE Sl el e
information: ooooo oooono;a Ay bl e slas
H. Call Closing: Al Juaty) slgdl L3
C)PBA asked if he/she could offer further assistance 30 v 2285 (Saall (e S / S 13 WPBA I Jl(e
to the customer: e U Aduaj
3 | Yes m ai | 3
0| No D 2|0
C) PBA thanked the customer and said goodbye: Al N QB a3l PBA ) USE a8l
3 | Yes m |3
0 | No D XK |0
E)The PBA attempted to acquire follow-up . Teiln
] § daliall cila Jgaalt | Joa
information from the customer: Gl g Saiall claglas o PBA Ji dsa(c
3| Yes I:I a3
0 | No m 210
- =] ——
F) Overall, rate the S = 5| o S | F E—- i b
PBA on Call e §| g S of | IF I‘F IE b e PBA Jl aff ale (S5 (5
closing: g z | ° S +3 t . i ey sl
INT: Circle a number > Quldall 2Bl o 5, ad) daly
from 1-5 for each 1 2 3 4 5 § 5 4 3 2 1 il B8 (5 A 1 e
attribute, as relevant D D E D D D D . D D




L TOTAL ranch Score
Total Points Allocated /
Parameter
C Appraisal of interactive voice response (IVR)
D Greeting
E Soft skills & Telephony skills
F Other questions
G Questions related to complaints/ Grievances
H Call closing

agadl) &

AEgl cVLaN @l g g Laadlld) & jlgalt z
@A i z

Lzl g o gy dilata Alin ¢

Sha™ plgdl 3
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