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PROJECT: Money 73;,_5/
SHOPPER CODE DATA ENTRY EDITING SR. #
Name Number Name Number Name Number
9 [ Roy ([ [ [
eul..ﬁh (,5_)1\ ) Gl Oila glaadl Jal Gonldll 3oy
A0 O g syl g Y
REEE

A.  Details of Call | JaiVAlal) Jaualds -]
Bank Dhofar in b oty
Bank Muscat i Jade Sy
- aadl i gt Sl
1. Name of Bank to which National Bank of Oman D el b L 2 i st 1
call was made: HSBC-O1B | HSBC-OIB < 4y Jua3y)
Bank Sohar T ¢(oi—~C X BEUCRLE
Other Bank Specify: ‘ (22a) LAl oy
2. Call Centre Number 2__\_‘ 137 ooov (YUY S e el 2
Date | Month Year o A sl )
3. Dateof Call ”5 0 |’ 2 '0 |1 Id- 2|0| 1[3 ~d‘““”‘eﬁ 3
Hours Minutes _ FREN] ale )
4. Start Time to Call \ | ’; l | § ‘T l dua s iy, 4
5. Total Duration Call Hours Minutes Ggidal e Luadf (il Gy g gena .5
INT: FROM POINT OF ANSWER BY O LY ABal o) 1dialy
PHONE BANKING AGENT o sl A
{PBA), UPTO COMPLETION O |0 (o a o A..xt‘s..xd:‘; ‘{"T
OF PHONECALL) ( slesd
06:00-09 am O glu=ll 4 09:00 -06:00
09:01-12 am X gleall 4 12:00 —09:01 o
6. Time Slot During which ghedNes 6
: 8 12:01n0on-03pm O 5kl 43 03:00 —12:01 - Jaiy 4
call was made: gl 358 Al sdaly
BINT: SELECT THE 3:01-6pm [ | s eludt i 06:00 - 03:01 s ol L:u‘:, R
RELEVANT TIME-SLOT, ) . . i .
ACCEPT SINGLE ANSweR, | 06:01-9pm O sludl 3 09:00 - 06:01 Jll .dhm; ;11‘ Le-b\aLm
09:01-1am [ |0 caatic 3 01:00 ~ 09:01 I
1:01-5:59am [ | s pleall L3 5:59 — 01:01
B. Purpose of Call JhaN Al o
. Query Code (St Sy
1.
Genere'll Enqulry' . Product Name: ikt aal) | "
regarding a specific INT: (nsert | &a i) sty e ale Dbadll -1
. _— - {inse . A — - A
Product / Service Car /OOI/) from lis) (Z.am\ (n)..u;.a LOXEV/
L Query Code (et 3y
2.  Application for a Product Name: () an) |
New Product / INT: (nsert | o dadl) by € e dpaallcd -2 |
service 1l RO () am un/tia i
from list) ( |
3. Comp|aint5/ Complalnt COL?S?_)(INSERT FROM :(um‘ O di'“) (5.5 Y ey
Grievances i/ 585 3 |
4. Other Please Specify Details: :(Jamaldl 233 Bl ) b -4 1
1




+ + +

C. Appraisal of Interactive Voice Response (IVR) (IVR) Ade i) 45 gual) Alatu) Al aplli &
system: .
4.1Appraisal of IVR system: Lol A5 gualt ladu) oUS aniiq, 1
1. How would you'rate the IVR system in terms of Aal e el 48 peal) ety alai o o i€ay 2 1
Ease of navigation & user-friendliness? $alasiuy) o Jasill Al ge
No, the IVR was not at all easy to use S (DY (gl Llolilh A5 guall Llatul) Hlai 08 ol S
0 = 0
alaaiuy)
_ Jpia JSEfl 3 1) Ale Wil &5 poal) Aaiuad Ui (IS o
1 | Yes, the IVR was quite/reasonably easy to use n AR5 g 1
2 Yes, the IVR was easy to use & faste) Ll sl A5 goall aial) 23 S cand 2
pladia) dgu 4 ; Aatual) pUai GIS caas
3 | Yes, the IVR was very_ easy to use [ | plassayt b fas Jgo Glotiih 45 poall Alaiull) aUss (S coas | 3
2. How would you rate the IVR system in terms of Anli e le il 45 pall Alaie¥t HUas Caiiad o) Sy a8 2
clarity of instructions? $iladlaill o guia g
0 | No, the instructions were not clear at all O BBY e dadaly ciladeil) (Sl S | Q
1 | Yes, the instructions were quite/reasonably clear O Jadl g Jelie J8ds [ La aa M cilagdadll S s | 1
2 | Yes, the instructions were clear Xl dadly culS ol pai | 2
3 | Yes, the instructions were very clear | faa Akl g cilS cilaaill cani |3
D. Greeting aa dll &
5.1 Greeting & Purpose of call Jual e o adl g qua il 5.1
1. Once you selected option ‘9’ on the IVR, 2 deC - Alaiull ol 39" Jlada¥l & jLidl ol 1
(“To speak to a call centre agent, press (Mention —_— | 3S el ae Sl cAlelalt A5 5l
9”), how long did it take for you to speak of gl aan) | SER CE N e oS ("9 il / LY
to a PBA? seconds o il TPBA ge il
INT: Specify duration in the space provided minutes) (& © (BUamall dalecall b gl da) sl
INT: Answer this question only if you selected the “Call back’ Saglaa” Jladal & LAAN Jla 8 b Jiguall 138 e Gigla) rialy
option via the automated voice service AV Cpall dadd e " Jla)
2. Were you called back by a PBA? |- SPBA Ui (el Juai¥isdlel S a2
3 | Yes O pi | 3
0 | nNo | 3|0
If ‘no’, specify any additional comments here: *Note to &) rotalall Aadla* LA ddldl Sliidad o) aaa NS Y
interviewers: This is not a mandatory field. Please fillin | LALLY) ClBadtall daa pla Ll 31 o 138 LlaY) Jis
any additional observations, if relevant. Otherwise, leave R Y T e R B T T e
blank. This applies to this option for all future guestions. LAEN cllayl datedalt af LA
3 | NA K (Gbibi¥ | 3
p—
3. On picking up your call, did the PBA wish you, ‘Good &l pall Fla ol SGPBA JHplE da delawdl dlad ) a3
morning/ afternoon/ evening’? £t plisa fam
3| Yes X i |3
If ‘no’, specify any additional comments here: U 8La) it o) daa IS 1)
4. Did the PBA greet you in the same language you Alaiu¥l sl i s al Al iy PBA DI hny e 4
selected through the IVR system? Ao il 45 puall
3 | Yes X a3
0 | no O] %0
If ‘no’, specify any additional comments here: <L 4,8l Ci\dled @l 3 TN




|
+ + + ‘
D. Greeting il & l
5.1 Greeting & Purpose of call Juail (e gl g cua AN 5.1 |
| | ;
5. Rate the PBA’s greeting on his/her level of - .. " |
S(N4sal LI g gt 8 b ua 33
courteousness: ()ap Bl (5 sied GIPBA Jlm 5B 5 1
0 No, the PBA was not at all courteous M| BY e @ PBA JI (% a8 S 0 |
|
1 Yes, the PBA was quite/reasonably courteous D b JSy e aa A Bd PBA JY (S (ot 1 |
|
2 Yes, the PBA was courteous & G PBA J) ¢S an 2 |
\
3 Yes, the PBA was very courteous O Tsa GAPBA ) 08 (ol 3 |
6. Ratethe PBA’s greeting on his/her clarity & pace of - v
. & & / yap ()NS5 4dS rpngd Gy PBA Jlcun S8 6 |
speech: |
0 No, the PBA did not speak clearly & steadily . Jiaiely 7 g PBA JI allls ol (38 0 i
1 | Yes, the PBA spoke quite clearly & steadily | Sy 7 g g Jgile IS [ La 3 (MPBA I AlSG cans 1 ;
2 Yes, the PBA spoke clearly & steadily Jiielg 7 s PBA I AlSS caat 2
3 Yes, the PBA spoke very clearly & steadily D Jaied g Taa il g JSIPBA I A1 caad 3 |
7. Did the PBA introduce himself/herself by name? fara¥l (4wl o BPA JV e Ja 7
3 | Yes p| pi |3
0 InNo O 3|0
If ‘no’, specify any additional comments here: sUa 48l i R
8. Did the PBA then enquire after the purpose of your flllall (e e iYL A sy e BPA JIalEda 8
call?
3| Yes X pi | 3
0 | No O M | 0
If ‘no’, specify any additional comments here: (U A8la) clidet ) 2aa (S 13
INT: <Answer this question only if the Mystery Shopper is Jualy gyl (Goudiadl QIS Ja B Bi gl e e Gyla) dal
calling as an existing customer> Rda 7y ga 38
9. Did PBA ask for customer details for the purpose of ¢Sl L yay (g0l st el ealilll cepBA JIdlda 9
verification?
3 | Yes | pi | 3
0 | No O 3|0
NA | Not Applicable (/A & iy | 2
10. Did the PBA proceed to listen to (or probe for) the s fdsls Y (0 ladin¥) f) glaw¥! PBA JI &G da 10
customer’s query/grievance/complaint? el g S
0 No, the PBA did not do this at all D @Y e PBA JI &l Jady ot S 0
1 Yes, the PBA did this to some extent D Leda A PBA ) el Jad aBl aas 1
2 | Yes, the PBA did this K PBA JI lli Jad ) o | 2
3 | Yes, the PBA did this a lot ] LLS PBA J) dlld Jab il cani | 3
E. Soft Skills & Telephony Skills 4l LA O Jlga s el ddl i gl 7
6.1 Hold Procedure : ‘ U ciledal 6.1
1. Did the PBA ask, “May | put you on hold briefly, while OsS) Oan A Ol Ll K il o) ey Ja" PBA JH il da 1
| get the required information?” prior to putting you UV Alla 8 i g J "0 gllaalt e gladl) o a5
on hold?
3 | Yes X s |3
3




+ +
E. Soft Skills & Telephony Skills | Ll L) Gl e g Aad ] <l gl 7
0 | No O x {0
If ‘no’, specify any additional comments here: <Uia 48U5) Gliled o) aaa NS 1Y
NA . auhais Y Y
== | Not Applicable (N/A} — =
g S
2. Did the PBA speak with anybody else prior to placing FoLEY s A leny Jd AT pedliae PBA SIS 2
you on hold?
0 | Yes X 5| 0
3 | No | |3
If ‘no’, specify any additional comments here: U L) il () aaa HS™ 1Y
NA | Not Applicable (N/A | il Y i 3
INT: Answer this question only if the PBA kept you on hold Cra AS) JBITPBA J) S5 i (3 Jadd Jigud) 138 e igla) 1Galy
for over 60 seconds (:\_‘,_,15 60
3. Did the PBA inform you that he/she needs more time S e Yed g CE g e el y iy palt PRA D el da 3
and apologize for the same? ¢ 3
3 | Yes O e )3
0 No D *« |0
If ‘no’, specify any additional comments here: sUa 48l clidad o) aaa (NS 1
NA | Not Applicable (N/A X sy ¥ ) Z L
6.2 PBA Attributes PBA J) claw 6.2

1 Zzlcehcgfytisesoera:tc:i;:ts;? on whether the PBA fulfilled el 034 e S e PBA I IS Jla 3 "SS" i Mt 81 1
1) Active listening skills: Jan il plaiatl O g 1
0 No, the PBA did not have this attribute at all O SN Ao PBA J) i3 Jady al DS 0
1 Yes, the PBA had this attribute to some extent O Loda JIPBA JF D Jad 3l cans 1
2 | Yes, the PBA had this attribute m PBA I ¢lld Jad 3l cpas 2
3 | Yes, the PBA had this attribute a great deal d LLa PBA ) il Jad sl coal 3|
2) Effective questioning skills: , Judll o saial & lga 2
0 | No, the PBA did not have this attribute at all ] (DY) Ao PBA J) i3 dady ol IS 0
1 | Yes, the PBA had this attribute to some extent O Lesa JIPBA Ji dll Jab 4l cans 1
2 Yes, the PBA had this attribute m PBA J) 413 Jad 4kl (and 2
3 | Yes, the PBA had this attribute a great deal O LiipBA 1 &l Jad it caad 3
3) Confident: @l .3
0 | No, the PBA did not_have this attribute at all n (DY e PBA J) dlld Jady al IS 0
1 | Yes, the PBA had this attribute to some extent O Lo sa MPBA JI elld Jad il cans 1
2 | Yes, the PBA had this attribute m PBA JI ¢l Jad il coai 2
3 Yes, the PBA had this attribute a great deal O Ligpga J ¢“§ Jad A& caxd 3
4) Professional: o faa 4
0 | No, the PBA did not have this attribute at all O BN e PBA JI élld dady ol IS 0
1 | Yes, the PBA had this attribute to some extent E Lo s MPBA Jf elld Jad 2l cons 1
2 Yes, the PBA had this attribute O PBA () €Ul Jad al cani 2
4

+




+

E. _ Soft Skills & Telephony Skills l gl CNLalY! ol e g Lpad ) gl 7
3 Yes, the PBA had this attribute a great deal [:I Lila pBA JI &lld Jad il caas 3
5) Friendly: 3949 .5
0 | No. the PBA did not_have this attribute at all O DY) o PBAJ M el S | 0
1 Yes, the PBA had this attribute to some extent D La 2 MPBA () Gl Jab SR cans 1
2 | Yes, the PBA had this attribute PBA JI lli Jab ul o 2
3 | Yes, the PBA had this attribute a great deal ] Ll pBA ) U3 Jab A&t cans 3
6) Used simple language & phrases: A Jaa g SlalS Jarid .6
0 | No, the PBA did not do this at all O Y e PBA J) &l dady oF OIS 0
1 Yes, the PBA did this to some extent D Loda NPBA () &S Jud il (o) 1
2 | Yes, the PBA did this X PBA JI dlid Jad il o 2
3 | Yes, the PBA did this a lot O Lla PBA ) lid Jab & daas 3
7) Overall, maintained a positive, friendly & dan g 539 £ (sl cale Ay akaut £10) e Bilay 7
enthusiastic attitude:
0 | No, the PBA did not do this at all O Y e PBA J & i3S | O
1 | Yes, the PBA did this to some extent O Leaa JIPBA JI €lld Jad il cans 1
2 | Yes, the PBA did this X PBA JI ¢l3 Jad il ol 2
3 | Yes, the PBA did this a lot D LLa PBA J1 lll Jad S cans 3
8) Used positive language: Al A8 Jatioy .8
0 | No, the PBA did not do this at all O BB e pBAJ M byt S| 0
1 | Yes, the PBA did this to some extent O Loda NPBA ) dlld J2d A cans 1
2 | Yes, the PBA did this O PBAJ) el Jad il quai | 2
3 | Yes, the PBA did this a lot X LS PBA JI clid Jab 38 (o 3
9) Overall, Was ‘Customer Friendly’: . 1003 e fagag S ale IS4y .9
0 No, the PBA did not do this at all D SV e PBA J &l Jady ot O 0
1 | Yes, the PBA did this to some extent n Lada NPBA JF Al (Jab S8 caes 1
2 | Yes, the PBA did this O PBA J) li gab ol cua | 2
3 | Yes, the PBA did this a lot LG PBA i dlld Jad il i | 3
1. Overall, rate the PBA \8- . S| o ‘é P E—» 5
on: < §' 51 S | O t i I(E I«E | iomiiledPBA Jlpd ple IS5
A) Greet_lng: k) 2 L g F . E o e é | (|. )
INT: Circle a number quliadl a8 o 500 add) 1daly
from 1-5 for each 1 2 3/4|5|5a|l3][2]1 ittt Gay ddua JS3 5, 11 e
attribute, as relevant D D D D E D D D D D
B) Extent of Customer Z ? E Z g E Z ? Z __1__ A0 ol g 9 3L ALYl (sas (o
Focus & Friendliness: _EI__ Q g _D_ E g g _D__ g Q
C) Soft Skills & 1 23 /4|5|5|4|3]|2|1 i lga g A0l il gl (O
S oo goond el o A0




F. Answer this segment if:

A)Application for a new product/service:

b) Genera!l enquiry relating to a specific product,
service and/or facility:

c) Other purpose of call

daaa ded g pdle il -1
e il o) dadd gl il Glatie ple Jludinl -2
A e A G -3

et G-l OIS Jla el 3e e BaV L)~

7.1

Information provided, Product Knowledge &

Al o Ol iiadl oo A8 mall (dadial) Cilaglaal 7.1

Cross Selling
1. PBA provided sufficient detail to the customer, ) . . A4S i e 3 -
with a clear explanation of the requirements/ MMU;@C‘; fj{: .c\jj“:f ’ *‘ ) f\:ﬁ\ Pfj‘ / 614: 3 1
eligibility criteria/ documentation needed for this ' 2 > .L\.\.\;;S
particular product/service. o
0 | No, the PBA did not do this at all O Y e QIPBA J) Jady ol (S 0
1 Yes, the PBA did this to some extent O Lada Nl pBA Jf Jad Sl caad 1
2 Yes, the PBA did this [:I ALPBA J) Jad 3l cpai 2
3 |Yes, the PBA did this a great deal X oS JS4y ANPBA ) Jad 0 cans 3
2. PBA provided a clear and thorough explanation of O g o S phadll e Jaldy sl gz IPBA Jlpaiasl 2
the steps that shall follow in terms of: Cua (e &S
1) Process: P Alall (1
0 No, the PBA did not do this at all D GMRY e PBA Ji Jady ol S 0
1 Yes, the PBA did this to some extent O L da &l pBA () Jad 33l caal 1
2 Yes, the PBA did this X GNPBA () Jab 3kl (px 2
3 Yes, the PBA did this a great deal D oS S, AMIpBA ) Jab Al aal 3
2) Time taken: 13 ASaall B gl) (2
0 No, the PBA did not do this at all M| MY e ANpBA J Jak ol S 0
1 | Yes, the PBA did this to some extent O Lo aa M i3 pBA (i Jad bl cpnd 1
2 | Yes, the PBA did this X APBA JI b Al s | 2
3 | Yes, the PBA did this a great deal O RS Sy IPBA JI g Wi | 3
3) Requirements (such as documentation): 2ol Jia) clidlaia (3
0 No, the PBA did not do this at all O Y e ApBA Jf dad ol DS 0
1 | Yes, the PBA did this to some extent O L L 3 pBA JF Jad dil caas 1
2| Yes, the PBA did this X APBA JIdd il i | 2
3 |Yes, the PBA did this a great deal O oS JSdo AIpBA JI Jab Al ol 3
3. The PBA was able to clarify any questions the .
1050 b N ALY (e gl a8 e NEPBA OIS &l 3
customer had:
0 No, the PBA was unable to do this O 13 JadpBA JI i ol DS 0
1 Yes, the PBA was somewhat able to do this O Lada 1 @lld Jad pBAJH plliad 28l caal 1
2 | Yes, the PBA was able to do this U3 JdPBA J! gUaiuladl cans 2
3 Yes, the PBA was very able to do this D oS JSy i3 JadpBA J) plaiud a8l cani 3
'| Not applicable ' gk ool Jla A Lal 1 ) o galdl) G Y | Y
N/A O ™ cyT
(Interviewers: Choose this option only if no — (LYl | By

6




| guestions were posed)

4. The PBA was able to explain the points of

differentiation and comparative advantage of the [l duaily Gaa A livall 2 -5 OIPBA J) pllind 031 4
product/service (Versus offerings of local (Fadliall Aol ol il Lgad (A g jall Jlia) Aaasl)
competing banks):
0 No, the PBA was unable to do this n 13 JadpBA JI adaiew al (DS 0
1 Yes, the PBA was somewhat able to do this O Lo da 1 &3 JadpBA ) plalud 3l coal 1
2 | Yes, the PBA was able to do this & A3 JedpBA ) pUiulll (oai | 2
3 | Yes, the PBA was very able to do this O 258 JSy o3 JadpBA JI pllaiadt 3R (ol 3
. i .y e . . - . .
WA r\llot aQ-thabl.eCh y . i ask Q oo Jho Jla 81 AN s pal ) Saldl) @alay Y Y
/A | (Interviewers: Choose this option only if asking (e s/t | e
about a specific product/service
5. Please rate the PBA on each of these attributes: (el 038 Qo dan S Gy PBA I af e sy 5

1) Effort to fulfill the purpose for which the call

e} £l (e o Al (e sgall I (1

was made:
0 No, the PBA did not make this effort/possess ] A5 el ol Allias Y [ 3ga) 13gs PBA O als al DS 0
this attribute at all Sy
Yes, the PBA made this effort/possessed this . e . -
! La I cant
1 attribute to some extent D Lot g Aaud ol elliyg g0 / 3gadl 3PBA 1 o8 8l cond 1
Yes, the PBA made this effort/possessed this - e . P
2 attribute E Aaad) 0dn dlliay 9 [ Mal) JAPBA JI ald Al ol 2
3 Yes, the PBA made this effort/possessed this D IS dacall o1n Mliay oa [ 342l 1PBA ) a8 S can 3

attribute a great deal

S

2) Extent of product/service knowledge:

N
sAaadl) [ zilally A8 j2al) 52 (2

No, the PBA did not make this effort/possess

e Aacdl ol dllias Y [ 3gall gy PBA JI aks ol DS

0 this attribute at all D by 0
Yes, the PBA made this effort/possessed this . e an . o
! La | ¢
1 | attribute to some extent [ | Lo esdiota cllin o/ agll 5PBA Jl S sl s | 1
Yes, the PBA made this effort/possessed this - . s ; P
2 | e X Aacal) 03 liay ga [ 34211 13gsPBA O a8 S caai | 2
3 | Yes, the PBA made this effort/possessed this 0O JSG el 0da dlliay b [ 3gall 13¢PBA ) ol Sl coa 3
attribute a great deal S
-

3) Cross-Selling effort/attempt made:

) pl Jal e Agisal) Algadl) o Jgisal 2g201 (3

No, the PBA did not make this effort/possess

o Aacd) o1 dllie ¥ [ 32l g3 PBA JF plly ol S

0 - 0
this attribute at all o Sy
1 Yes, the PBA made this effort/possessed this D Lada 0 Gl ia iy pa / sgall 13gsPBA I o5 281 cons y
attribute to some extent
Yes, the PBA made this effort/pos hi « e . . .
2 ; [possessed this X Aol ol dliay o8 | 34al) 13guPBA ) ol al cani | 2
attribute
3 Yes, the PBA made this effort/possessed this [:I JS Aacal) ola llia; oo [ 42l 13PBA JI a8 Skl cani
. 3
attribute a great deal 28
Not Applicable
N/A (Interviewers: tick this option only if cross | (b Lt Jaia ¥l 138 e Aadle auin gy o8y Sialll) Bubaly Y ¥
selling was not possible due to the nature of - (el s Amads oy USas cross selling I (S o s | Bkt

your inguiry)

4) Provision of adequate explanation in
response to questions posed

-

da g hal) AL o 13y Bl 7 ) 4 (4

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

O

A5 Aacd) o3a dlliay ¥ [ 3gadl Vg PBA J) ady al <3S
Byl




1 Yesi the PBA made this effort/possessed this D Losa el o3 iy g / 2620 13gPBA 1 A8 ) et 1
attribute to some extent
2 Yesi the PBA made this effort/possessed this D Tl 038 éllias g2 / 3gal) 1igsPBA ) 8 Sl (ool 5
attribute
3 Yes, the PBA made this effort/possessed this JSa Aand) 038 dlliay 58 [ 3¢l 13PBA ) a8 Sil cass 3
A
attribute a great deal 25
Not Applicable Ly ; . .
Not Applicable A LB AN I e adle am el Y | Y
N/A | (interviewers: tick this option only if no further _D_ (alz) A > b ol S | Gl
gt_iestions were posed) :

2. Overall, rate the PBA

!

- Glad Led PBA Jl ol cle JSdy
on: - N 5 F 1 1E- b " S 2
- N [+ o~
A) Product I.(now|e<'jge & L o S :F lF ‘E, e e gl Tl B pmll (]
information/assistanc < . il BacLusall 5 Ly Aslatall

gy
) A0 e 53 aud) sl
Lgikail Gy Aia gsl5 M Oa

e provided:
INT: Circle a number

from 1-5 for each
attribute, as relevant

B) Cross Selling:

.Cross Selling (<

|DI»—> |Dl»—\ Very Poor
IO |[R i | Very Good

B~ [T

5

]
5

]

IO | O

ImE WS
(mERe S
IDI»—\ IDI»—»

3
0
3
O

(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)
duia (S adoe dlia (&l o la b 25 Jon Tan e Jipes 77l Gialill H18 30 Gulay Y 13 <Cross Selling/os andll 7 ki ¥ Sla ) 10 finll)
{Cross SellingJ! e as M Jlns

G. Answer this segment if the ‘Purpose of Call’ was to S Il e s A" 13 o Sad) 138 e H-‘.-é-‘.*i £
express customer Complaints/Grievances: CJ-“-.'J'-“ ilallas /cﬁJM'-.' oela
8.1 Complaints & Grievances Cilalliill g g glal g1
1. PBA demonstrated active listening skills when the S 05l S Lexie byl gLyl Ol jles PBA JI ekl 1
customer was relaying his/her complaint: Vel S5
3 | Yes O aui |3
0| No D %« |0
If ‘no’, specify any additional comments here: U 48l cliylad (5) daa MIS" Y
2. PBA made a concerted effort to understand the Al 5 S i) IS 2gas PBA U1 58 2
complaint/grievance:
3 | Yes O axi i 3
0| No O x| 0
If ‘no’, specify any additional comments here: - Ua Adla) Glidad o) asa ("™ 1Y
3. The PBA clearly explained each of the following to s S e S r s PBA digod a3
the customer: 58 53 A B G JSINS ) pad Giladl saa) f4) taly
INT: <Select either yes or no for each of the focus areas> (s
1) Complaint Resolution Process: , 98l dallaafda dles (1
3 | Yes O oo |3
01| No O x| 0
If ‘no’, specify any additional comments here: sUA 48l cilidad o) ada MTIS" 1Y)
2) Time taken for resolution s 9840 daltas [ Jad (3 Al <l (2
3 | Yes o aui |3




+ + +
0| No O %[0
if ‘no’, specify any additional comments here: Ua A8La) Gliidad o) dda "MS 1Y
4. The PBA possessed adequate knowledge of the 5 5<0 Kallaefa Folend 2 ymall iy PBA JI S 5 4
complaint resolution process:
0 | No, the PBA did not possess any knowledge D 48 pa GIPBA J i Y S| 0
1 | Yes, the PBA possessed a little knowledge D AL & 2aPBA Ji Sllia caai | 1
2 | Yes, the PBA possessed knowledge E] 43 24 PBA J éllia cani | 2
3 | Yes, the PBA possessed a great deal of knowledge D 48 pall e p€ BPBA J e aai | 3
5. Please rate the PBA on each of these attributes, on a 5N 1O e e Al i Gay PBA J adi sla ;L5
scale of 1-5: (a8 5 40N clieall (e ddua J<15-1 (o a g 5003 @) 1&aly
INT: Circle a number from 1-5 for each attribute, as relevant (Lehikl
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Appraisal of interactive voice response (IVR)

Greeting

Soft skills & Telephony skills

Other questions

Questions related to complaints/ Grievances

Call closing
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