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PROJECT: Money
SHOPPER CODE DATA ENTRY EDITING
5% Name Number Name Number Name
Al 25 ) ] e gl (Ll  Byuiall e
?5-)}\ amayt ?EJM P éé)ll ey
A.  Details of Call | JuayV[AalSall Jralds -]
Bank Dhofar O bk ey
Bank Muscat O L oy
i Landl b glf SHiH
1. Name of Bank to which National Bank of Oman D el il Mt oy PRPVRER R |
call was made: HSBC-OIB H HSBC-OIB <y 4y Juaiy)
Bank Sohar O o oy
Other Bank Specify: ‘AL ZS) Q@ (22a) Al ly
2. Call Centre Numb YL 8) .
all Centre Number ZW\CM;‘?? A Beady 2
Date | Month Year A A el
3. DateofCall | i syl .
2101 201118l 200|115 2 3
" Hours | Minutes 3il8al) aletud)
4. Start Time to Call / IO 3 ‘ o < | eV sy iy 4
5. Total Duration Call Hours Minutes \ Gl letudl iV Gy e saae 5
INT: FROM POINT OF ANSWER BY ‘ O Ala¥! Aal gye) rialy
PHONE BANKING AGENT <a L) i
(PBA), UPTO COMPLETION O O O ; | , s d.;..:. ‘i‘j
OF PHONECALL) ‘ ‘ (Aalsalt plgi
06:00-09 am ] glall 4 09:00 -06:00
09:01-12 am Luall 44 12:00 ~09:01
" | . hich ‘E < g;a d.u:\a di.“ QL\E_,.“ '5)'.'\5 6
6. Time Slot Duringwhich | 15.91n00n-03pm O s el 3 03:00 —12:01 -yl 4
call was made: ! chgl 5 Al el
BINT:  SELECT THE 3:01-6pm [ | s eladt 3 06:00 — 03:01 ot
RELEVANT TIME-SLOT, R c{ﬁ "’-\S y .
ACCEPT SINGLE ANSWER, | 06:01-9pm O sbuall 309:00 - 06:01 | & d‘*:’:\:‘it
09:01-1am [ o Caatia 22y 01:00 — 09:01 T
1:01-5:59am [ | s glaall i 5:59 — 01:01
B. Purpose of Call Juaiy) Caay o
1. General Enquiry Query Code (el 500 ..
. . Product Name: —_— ol aud) | "
regarding a specific T (nsere | & i) el e ale BV |
Product / Service . - {Inse ¢ ey 3)a2as dadd/mid
/ beposi DAV from list) ‘ (daddll () fe
2.  Application fora product N . Query Code AU S0y (i andd
New Product / roduct Name: o ote . (gl ) e Jpaall Gll, 22
Service INT: (nsert || O Jaa) tcaly | oo (8)ana dadd/pdi
from list) ‘ (i o e
3. Complaints / Complaint Cc:-clise (INSERT FROM + (Rulal) e JR4) s 585D S,
Grievances T) i i/ 58S 3
. lns ‘ . j
4. Other Please Specify Details: | (el 23a B2 ) boe 4 1




+

C. Appraisal of Interactive Voice Response (IVR) (IVR) 4o il 435 guall Alaial) U3 Al &
system:
4.1Appraisal of IVR system: Ao Ul A5 puall Llatea¥) a5 apdid
1. How would you rate the IVR system in terms of Aali e Ale il 45 peall AladaY! alai 4 o) S a8 1
Ease of navigation & user-friendliness? £alas Ty 5 Jaiih Al gqu
No, the IVR was not at all easy to use Ji Y le el 40 pall Alaiu¥) Hl 08 ol OIS
0 - 0
alaioay!
i JEEle 3a 1 Ao Ut 45 gl aiul) Al S cand
1 . T ! = - Chacy é o= (‘”
Yes, the IVR was quite/reasonably easy to use D RECETRW 1
5 | Yes, the IVR was easy to use m A5 gpen e il A5 gl DTl LSS (S cpn | 2
3 | Yes, the IVR was very e:?tsv to use D AR5 (A faa Jg lo il 45 guall Llariuh plas OIS canl 3
2. How would you rate the IVR system in terms of Gals (e el 4 guall Llatu¥) ks Caiiad o) i€y a2
clarity of instructions? $latdaill - gua g
0 | No, the instructions were not clear at all d B e daudlg clahadll oAl 3S | 0
1 | Yes, the instructions were quite/reasonably clear | [] Aadly Jodia 8 [ La a1 Cllagladl) CulS cad | 1
2 | Yes, the instructions were clear X daudal g cilS Claglail) pai | 2
3 | Yes, the instructions were very clear O faa daudl g culS ciladdeill caai | 3
D. Greeting cua il &
5.1 Greeting & Purpose of call JuaV) e o2l g cua Sl 5.1
1. Once you selected option ‘9’ on the IVR, L}«() el ot Uy 879" Jlda¥) & jlaal ol 1
(“To speak to a call centre agent, press (Mention —Jﬁu DS e il ga ae QSN ¢ Ao @l A5 5 uall
9”), how long did it take for you to speak 2T ] Q | aaa) S et 8 gl (g oS ("G aiaial / YLATYI
to a PBA? seconds or il SPBA g Siaaill
INT: Specify duration in the space provided minutes) (& (BUaral) dalucal) (B gl 2a) sialy
INT: Answer this question only if you selected the ‘Call back’ 83 glaa” Jladal ¢ LAAN Jla b kil Jigud) 138 o Gla) daly
option via the automated voice service AV Qguall La2i e "Ouai
2. Were you called back by a PBA? $PBA Ui ey JlaiWisalel 5 2
3 ves O 3
0 |No | x| 0
If ‘no’, specify any additional comments here: *Note to b el Ahade* (UM Adla) ClBtad of daa NS 1)
interviewers: This is not a mandatory field. Please fill in AALaY) cllaadlalt saa cplay Ll 51 Gt 130 Alay Jia
any additional observations, if relevant. Otherwise, leave JS  Jo kil e 42 8 Aalayt 3 Wiy Al ol
blank. This asglies to this oEtion for all future guestions. AEh clayh Adlaia) il LAl
3 | NA O BeuY )3
3. On picking up your call, did the PBA wish you, ‘Good e/ pall Fla ol SGPBA JVald Ja dAelendl dlad; a3
morning/ afternoon/ evening’? 52l plise [y
3 | Yes K p=i | 3
0 | nNo W %[0
If ‘no’, specify any additional comments here: sUA A8la) il o) aaa 'DIS™ 1Y
4. Did the PBA greet you in the same language you Llaia¥) ol 313 sl A dalll uisy PBA I cay da 4
selected through the IVR system? fade il 45 guall
3 | Yes X pai |3
0 | No D 3% |0
If ‘no’, specify any additional comments here: <A L 8la) el o) aaa ("*NS™ 1




+
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D.

Greeting

Al G

5.1 Greeting & Purpose of call

Juait (pe i all g cua A1 5.1

5. (I?gze:tzhoeu;?:s::greetmg on his/her level of ()4 L 5 ssal G PBA i 545 S
0 | No, the PBA was not at all courteous O @Y e B PBA JI oSl 38 0
1 | Yes, the PBA was quite/reasonably courteous X Joba JSGu [ Le aa A (@I PBA IV S cpal 1
2 Yes, the PBA was courteous D GE PBA JI O cand 2
3 | Yes, the PBA was very courteous | Taa 3 PBA J) OIS cpad 3
6. SR;;E;::E PBA’s greeting on his/her clarity & pace of ()59 4a3S 7 e g} Gy PBA Ul um it B 6
0 No, the PBA did not speak clearly & steadily D Jitiel s 7 s 93 PBA J) alSly al DS 0
1 | Yes, the PBA spoke quite clearly & steadily [ Jaie) g 7 pd gy Josda S [ La aa (AIPBA ) oS5 cpas 1
2 | Yes, the PBA spoke clearly & steadily u JIEe) s £ 9amPBA oS3 ol 2
3 Yes, the PBA spoke very clearly & steadily n Jhiie) g faa el y JSEPBA JI Al cpad 3
7. Did the PBA introduce himself/herself by name? fan¥l (N4l e BPA Jl Gile Ja .7
3 | ves X o | 3

0 | nNo O x| 0

If ‘no’, specify any additional comments here: U 4.8l cilitad LT
8. Did the PBA then enquire after the purpose of your Sl e (o iU Glld aey (e BPA JlaEda 8
call?
3 | Yes m pu |3
0 | No | I RY
If ‘no’, specify any additional comments here: ' s Adlal iyt (g} daa (THS" 1Y
INT: <Answer this question only if the Mystery Shopper is

calling as an existing customer>

s g pmll (Gpudall S Jla b BRE Jigadl 12 o Ggla) by
ida 0938
sl i 05 3l U pall Jpslill cePBA JVdlida 9

9. Did PBA ask for customer details for the purpose of
verification? \
3| ves K E
0 No [] w10
NA 1 Not Applicable (N/A u pany | 2
10. Did the PBA proceed to listen to {(or probe for) the [ [dgs (I (Ge Judba¥ ) slau¥l PBA JV &5 Ja 10
customer’s query/grievance/complaint? ol o &5
0 | No, the PBA did not do this at all O BV Lo PBA JI Al eyl 3S | Q
1 Yes, the PBA did this to some extent Lda M PBA ) &S Jub Sl caas 1
2 | Yes, the PBA did this O PBA JI &3 Jud it i | 2
3 | Yes, the PBA did this a lot O Llc PBA J) dlll Jad il pai | 3
E. Soft Skills & Telephony Skills | Lol cNLa) &l gy dscinddl) il lgall 2

6.1 Hold Procedure

Y sl 6.1

1. Did the PBA ask, “May | put you on hold briefly, while OSSO 8 Ol s O 1 o ke " pBA JT il ds 1
| get the required information?” prior to putting you oI s A e g Jii "0 slhall e gleddl o ciliaa &
on hold?
3 |ves [ pi | 3
3
+




+ +
E. Soft Skills & Telephony Skills | Al LN Sl lga g dpaddd) Gl jlgall 2
O | No J % | 0
If ‘no’, specify any additional comments here: +Ua Adla) cliilad o) ada S 13
NA . jaaly Y Y
— | Not Applicable (N/A — =
pplicable (N/A) E PRRY
2. Did the PBA speak with anybody else prior to placing Sty s A dany 8 AT paddae PBA RS 2
you on hold?
0 | Yes D i | 0
3 | No O x| 3
If ‘no’, specify any additional comments here: +Ua A8La) clided o} a3 (NS 13
NA Not Applicable (N/A EI —R! . :1
INT: Answer this question only if the PBA kept you on hold O AS) ESEPBA JI S 5 Jla A Bl 1 sd) 138 e qgla) daly
for over 60 seconds (&t 60
3. Did the PBA inform you that he/she needs more time Al e Yty clgl e uell a4l PBA J el J8 3
and apologize for the same? ¢ yay!
3 | Yes | |3
0 |No O 3|0

If ‘no’, specify any additional comments here:

(Ua Ldll) il o) aza TS 1Y

NA | Not Applicable (N/A K ok
6.2 PBA Attributes PBA J! <ilaw 6.2

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

‘sl 038 (o US aa PBA JI Gl Jla 3 SIS gl Maad A1 1

2) Effective questioning skills:

Judlh o gaiu) Gl g 2

1) Active listening skills: Sudill plaiul) i lgs 1

0 No, the PBA did not have this attribute at all n (DY) Ao PBA J) €l Jady ol IS 0

1 Yes, the PBA had this attribute to some extent X L s JIPBA I dlld Jab 3! can’ 1

2 Yes, the PBA had this attribute O PBA J) &lld Jad il caas 2

3 | Yes, the PBA had this attribute a great deal O Lilai pBA 1 lld Jad dl (o 3
]

0 | No, the PBA did not have this attribute at all BN e PBA J ¢lld Jads ot DS 0
1 | Yes, the PBA had this attribute to some extent 4 Lo as MPBA J) eld Jad 0l ca 1
2 | Yes, the PBA had this attribute O PBA J) &3 Jad 3l (o 2
3 | Yes, the PBA had this attribute a great deal O LiGPBA ) ¢l Jad ail cans 3
3) Confident: , (@l .3
0 | No, the PBA did not_have this attribute at all O (DY) e PBA J &lld Jady ol IS 0
1 Yes, the PBA had this attribute to some extent Lo JIPBA J) Sl Jad 4il caal 1
2 Yes, the PBA had this attribute | PBA ! dU3 Jad 3l cans 2
3 Yes, the PBA had this attribute a great deal O LlapBA J 3 Jad Akl cams 3
4) Professional: b faa 4
0 | No, the PBA did not have this attribute at all O BV e PBA J &Il Jady ol 38 0
1 Yes, the PBA had this attribute to some extent | Lesa MPBA JI ¢l Jad 28l cani 1
2 | Yes, the PBA had this attribute X PBAJ &lli b ol uus | 2
4

+




+ +
E. Soft Skills & Telephony Skills [ Linlgl) LNl Jlga s Lpad ) &l gl 7 |
Yes, the PBA had this attribute a great deal Eﬂ Lalad PBA 1 U3 Jad Sil cani 3
5) Friendly: ‘ 9939 .5
0 | No, the PBA did not_have this attribute at all EI BIBY e PBA J Sl Jady ot S 0
1 | Yes, the PBA had this attribute to some extent Eﬂ oo NPBA JI el Jad il cans 1
2 Yes, the PBA had this attribute m PBA J! Sl Jad 3l cani 2
3 Yes. the PBA had this attribute a great deal E;l L pBA JI 413 Jad S cans 3
6) Used simple language & phrases: | Aoy Jad g CilalS Jarid .6
0 No, the PBA did not do this at all | @Y e pBA J) &l Jady ot D 0
1 Yes, the PBA did this to some extent D Lo da MPBA () i (Jab skl cans 1
2 | Yes, the PBA did this 54 PBA Ji &3 Jab il cpni | 2
3 | Yes, the PBA did this a lot O Ll PBA J) 6lld Jad k! (ans 3
7) Overall, maintained a positive, friendly & \ olan g 509 0 sl cale Sy alagl £13] e Jilay 7
enthusiastic attitude:
0 No, the PBA did not do this at all @ BEBY Je PBA JI €l Jady ol (S 0
1 Yes, the PBA did this to some extent O Leda IPBA Jf &3 Jad ai! (aal 1
2 Yes, the PBA did this m PBA Ji <l Jad ai! caal
3 | Yes, the PBA did this a lot H Ll PBA () i3 Jad 33! cans 3
l - "
8) Used positive language: Aol 4 Jariay .8
0 No, the PBA did not do this at all m @R e PBA J elld Jady ol 38 0
1 | Yes, the PBA did this to some extent |j L a2 LIPBA JI 13 Jad 3 (aai 1
2 | Yes, the PBA did this X PBA J} i3 gad il cani | 2
3 | Yes, the PBA did this a lot O LLa PBA J) lld Jad a8l caas 3
9) Overall, Was ‘Customer Friendly’: 1 109l pa fasas O ale JSds 9
0 | No, the PBA did not do this at all | Y e PBA JI 43 Jay ol S 0
1 Yes, the PBA did this to some extent [D Leda MPBA Jf <lid Jab 38 cans 1
2 | Yes, the PBA did this X PBA J) U3 Jab il coxi | 2
3 | Yes, the PBA did this a lot 1l Lid PBA JI €13 (ad ail cans 3
[L
1. Qverall, rate the PBA § - 3| o § | F E- F
on: < cg_} % g | O L i I‘E I-E .| et PBA sl ple B 1
A) Greeting: o 2| ° g 7 ’ E o B )
INT: Circle a number Gabliall Al e §dla ad) sl
fron-1 1-5 for each 1 2 3(41|65 ‘ 514|321 Lghulball By dia JSI 5 N1 1 (e
attribute, as relevant D D D D D D D D D
B) Extent of Customer _i— z E —g,-:— —5 E— T ? —2_ T A3 ol g 90 3l AlOAY) (gaa (o
Focus & Friendliness: O | O ] E 0 ‘D El a E] é
C) Soft skills & 1 [ 2314 55121321 Ieeiaaalde
Telephony Skills g _D._ g & g ‘g Q g _D_ g ailgll all




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

LY Goaac |l U8 Jia 8 e a1 Jle DY A1) 2

Byia dedd gl el -1
Sl e jal G -3

7.1 Information provided, Product Knowledge &
Cross Selling

Al 2 Jly il co A8 pal) dadiall Cilaglaall 7,1

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

Tasalfeiial 1) Ra U i afasall / Ea 3l el / LA

Tapans

particular product/service.
0 No, the PBA did not do this at all O WY e APBA J Jady al S 0
1 Yes, the PBA did this to some extent X Lada &l pBA ) Jad 3l cans 1
2 Yes, the PBA did this D ALPBA JI Jad A& cpxd 2
3 |Yes, the PBA did this a great deal D S J8dy GPBA J) Jad Al caal 3
2. PBA provided a clear and thorough explanation of O e A @l pladll e Jaldy msly 7 J3PBA Jlpadadl 2

the steps that shall follow in terms of: Cua (e B
1) Process: 1 Adal) (1
0 | No, the PBA did not do this at all O GNEY! e dIPBA JI Jads ol DS 0
1 Yes, the PBA did this to some extent & Lada &l pBA ) Jad 4l cans 1
2 Yes, the PBA did this D SIPBA JI Jad a8 caa 2
3 Yes, the PBA did this a great deal O oS 0y APBA JI Jad i caxd 3
2) Time taken: 18 el S8l (2
0 No, the PBA did not do this at all O BV e dpBA JI dady ol S 0
1 | Yes, the PBA did this to some extent (] Loaa ) ) PBA I Jad Al (s 1
2 | Yes, the PBA did this O JUPBA JiJad ail a3 | 2
3 | Yes, the PBA did this a great deal O oS JSdy dUPBA i Jed ail a3 | 3
3) Regquirements (such as documentation): s edafiaal) Jia) cilallaia (3
0 | No, the PBA did not do this at all O GV e AIIPBA J dady o S 0
1 Yes, the PBA did this to some extent X Leaa N Q3 pBA i Jad ail coal 1
Z | Yes, the PBA did this O QIPBA JiJad il eai | 2
3 |Yes, the PBA did this a great deal | oS J dIPBA JIJad 4Bl s | 3
3. The PBA was able to clarify any questions the sl gm0 LYl O 51 e ole IPBA (S 0 3

customer had:
0 No, the PBA was unable to do this D i3 JadpBA J ahiiey ol DS 0
1 Yes, the PBA was somewhat able to do this O Leaa ) &l Jad PBAJ) pllaiud 38! cand 1
2 Yes, the PBA was able to do this X A3 Ja3pBA I plUaiudad! cans 2
3 |Yes, the PBA was very able to do this O oS 08y 13 JadpBA ) gl B cpnl 3
N/A Not aQ-QIicabIe . | . | 7 ob oAb Al Ja Akl jLall B iAo gialill) L}.\.]n.u\) ) 2

(Interviewers; Choose this option only if no — (Al | Bk

6




[ questions were posed)

4. The PBA was able to explain the points of
differentiation and comparative advantage of the
product/service (Versus offerings of local
competing banks):

friid) Jualiy joad o3 cliall - 15y OIPBA A gl asl 4

(Fasdlial) Ll & il Lads W im g pall Jia) Aenal

0 No, the PBA was unable to do this I3 JadpBA J) phiws o S 0
1 Yes, the PBA was somewhat able to do this L2 N elld JadpBA J) pllaiadt Al cani 1
2 Yes, the PBA was able to do this Gld JadpBA J1_pilaliea bl can
3 Yes, the PBA was very able to do this S JS Al JadpBA ) pliul dl can 3
pplicabl e gL e . .
N/A Nota. e .e . . . ‘ Oe dlo dla i s juall i3e i) dialll) Sk Y Y
N/A | (Interviewers: Choose this option only if asking (e dori/ jul
about a specific product/service,

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

(Chaudt 03a (e e Gy PBA JNaBcslay 5

1) Effort to fulfill the purpose for which the call

was made:

JuaN) £l (e gl Al (BBl yall JY (1

No, the PBA did not make this effort/possess

% Aacdl 030 ey Y [ sl 13 PBA Ul als of 38

0 this attribute at all D Y 0
Yes, the PBA made this effort/possessed this . o . o
! la Lot Sl )
1 attribute to some extent D b 20 iy 2 [ 3620 3PBA I ol e 1
) \a(;eti,ingePBA made this effort/possessed this E Raaal) o3a dlliay g [ 3gall 1gPBA U alh S cans 5
3 Yes, the PBA made_this effort/possessed this h ISy dacll oa lliay ga [ 3galt 13PBA I a8 B cans 3
attribute a great deal : S
.

2) Extent of product/service knowledge:

sAaadl f iladls 48 aad) saa (2

No, the PBA did not make this effort/possess

& A} oda dlliag ¥/ gt g PBA () s ol S

0 this attribute at all By 0
Yes, the PBA made this effort/possessed this - C g . .
’ Laaa [ 4 i
1 attribute to some extent 22 7 Rl ol clliag ga /3620 BePBA I o8 3 s 1
2 \a(fti,it;czfePBA made this effort/possessed this K o3 dlli 5o / 39l 13g:PBA I a6 23 cani 2
3 Yes, the PBA made this effort/possessed this JS Aawall oda llias b [ qalt 13PBA JI ald 3B (2 3
attribute a great deal s
_

3) Cross-Selling effort/attempt made:

ALY al) Jal a ALl Agadl ol (L piaall 3gall (3

No, the PBA did not make this effort/possess

' Aad) ola lie ¥ [ 32t} gy PBA U gl al <3S

O0X 0O |OXOO

0 this attribute at all =Y 0

1 Yes, the PBA made this effort/possessed this s D e oia lliag 5o / 2g2) 136PBA ) ol8 3l cond 1
attribute to some extent

) Yes, the PBA made this effort/possessed this Aacdl oa dlia oo | 32l 13PBA J a8 A cans 2
attribute

5 | Yes, the PBA made this effort/possessed this ISy Aandt odn lliay ga [ 3gall 13¢PBA I a8 3R cans 3
attribute a great deal | 2
Not Applicable ‘

N/A (Interviewers: tick this option only if cross ] g daid d\.a'.'\a‘\f\ 1 le dadle a g ad i salill) Guhy Y Y
selling was not possible due to the nature of ‘— (Al 30 Aaplo oy BSaa cross selling d' ¢S o da | ke

your inquir

]

4) Provision of adequate explanation in
response to questions posed
No, the PBA did not make this effort/possess
this attribute at all

RA"M‘&MY‘L’J&L}J@‘}‘C}U’H.\B(4

S anadl o3a dllia ¥ [ 3¢l Vg3 PBA ) ol o DS
kYl

el

~




+ + +

1 YesT the PBA made this effort/possessed this D Lo aa M Aandl oda clliay 8 / g2ll 13PBA ) o8 ) caas 1
attribute to some extent

2 Yest the PBA made this effort/possessed this m Fewdl 030 dlliay ga [ 3gad) 13PBA ) o6 Sl caui 9
attribute

3 | Yes, the PBA made this effort/possessed this | JScy Aaud) o3 Aliay gb [ 321l 13GPBA I pl8 SR cans 3
attribute a great deal o=
Not Applicable A . . .

N/A ) . . . . u gl (AL JLall s o dadle aun 1y ginlill) Gobay Y ¥
(Inter\‘/lewers. tick this option only if no further |} (38l Al 7 b s s | ok
questions were posed)

2. O 11, the PBA — — . " -
:era rate the S u 3 —_ L ob Lad PBA JI A e S5 2

Prod ! S él AR AT EIE =
A) Pro uct Ifnow etlige & o g |8 :E ¥ ‘E. | e e glalfHatidlly 4 el (I
information/assistanc | 2 < g . o 5ac Ll Ly dilaiall
e provided: R
INT: Circle a number 1 | 231455143221 |t ap ki dal
from 1-5 for each — — — < — — — — D D * = A pe2) icaly
=0 == A @y ¢ dda .
attribute, as relevant _g Q g E g Q g __D_ —_— | — k= ek JU5 M1 e
B) Cross Selling: 1 2 3{4 {55432 1 :Cross Selling (<
= < 2 x 2 2 a4 2 < = -Lross >elling

{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 alfllae ia (S aly gka Sl 28 Jgn Tan ot Jhge 7k Caalill 8 -3 Badais Y 13 «Cross Selling/o aill 7 5l Y Bla o) siall)

(Cross Sellingd! L aa 3 Jlas

G. Answer this segment if the ‘Purpose of Call’ was to OIS O G ol Al 1Y) g5l 13 e N £
express customer Complaints/Grievances: O Glalls /c;JM*é wald
8.1 Complaints & Grievances lallitl § g g8l 8.1
1. PBA demonstrated active listening skills when the S Ol S Lexie Lyl plaiu¥l @l jlea PBA el 1
customer was relaying his/her complaint: Dol S5
3| Yes O an | 3
0 | No | |0
If ‘no’, specify any additional comments here: A Adla) cliudad (o) 3aa IS 1Y
2. PBA made a concerted effort to understand the AL 5 S agil S 3¢2 PBA ) J5 8 2
complaint/grievance:
3 | Yes O axi | 3
0| No O x| 0
If ‘no’, specify any additional comments here: (U L8l et o) aas NS I
3. The PBA clearly explained each of the following to sl A e S zsmn PBA Jzod 3
the customer: S & Al BE G JUIS gf pad llal) gaa) ) idaly
INT: <Select either yes or no for each of the focus areas> (4o
1) Complaint Resolution Process: @98l dalua/da ddes (1
3 | Yes D p 3
01 No O x| 0
If ‘no’, specify any additional comments here: U 4dla) ciliudad (o) daa IS 1Y
2) Time taken for resolution 5 5SA) Aallaa [ Jat (3 adual) gl (2
3 | Yes O o | 3
8
+ +



D +

+ + |
0| No w5 | 0
If ‘no’, specify any additional comments here: sUa A8l Gliulad (o) das (""IS" 1Y)
4. The PBA possessed adequate knowledge of the -5 53 Aallae/Ua Alend 38 peall flliay PBA 1 IS 5L 4
complaint resolution process:

4 s gIPBA Jdiny S| 0
A0 48 waPBA J) élliag can
4 PBA J) dliay coai | 2

3l (e oS SEPBA J iy cani | 3
5

No, tHe PBA did not possess any knowledge

-

Yes, the PBA possessed knowledge ‘

0
1 | Yes, the PBA possessed a little knowledge
2
3

EpEEn

Yes, the PBA possessed a great deal of knowledge

5. Please rate the PBA on each of these attributes, on a 5t 1 Oe Jae e A Clall Giy PBA OV a8 Gla
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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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