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PROJECT: Money
SHOPPER CODE DATA ENTRY EDITING
Name Number Name ! Number | Name
.
Ll 3 Sag) e g o Godial Ja,
R\ O] g Y a8 Y]
[TTT 1 4
A.  Details of Call ] SNV AadlSl) i -]
Bank Dhofar Y\u))wa\,\ ‘ X Jlak ey
Bank Muscat | [ Jafina iy
i | ilaall ik g i
1. Name of Bank to which | ~2uonal Bank of Oman | O el sl L A el a1
call was made: HSBC-0IB O HSBC-OIB <y g Jlaiyt
Bank Sohar : O Jea dly
Other Bank Specify: ‘ (2aa) ¢ AT ey
2. Call Centre Number nun12 500 i VL) S el 2
ate | Month Year FE] | aed
3. Date of Call Jlaiyi
7]7 0|/ 2|o|1|éz. 2]o1]3| | ' 23
Hours Minutes (Faal aleludt
4, Start Time to Call 0| 7 g I é) ‘ I I Syl sy iy 4
5. Total Duration Call Hours Minutes | | . (@8 aleludt JuaiY) g gena 5
INT: FROM POINT OF ANSWER BY Oa Y ABad () 1ialy
PHONE BANKING AGENT ‘ . A
A i e Jid
(PBA), UPTO COMPLETION O O ? \ - @
OF PHONECALL) © (Aallsalt gt
06:00-09 am gleall 4 09:00 -06:00
09:01-12 am cleall 2 12:00 -09:01

Qoo sl gl g5 6
8 ekl 23 03:00 -12:01 -y 4
. cdgl 38 53 rdaly
Ll elaall 00 — . A g
95' sludll 3 06:00 — 03:01 52 (A gl

6. Time Slot During which
call was made:

B INT: SELECT THE 3:01-6pm
RELEVANT TIME-SLOT,

12:01noon-03pm

100000 X 0O

ACCEPT SINGLE ANSWER, | 06:01-9pm sbudl 8 09:00 — 06:01 J& .dhm; :{,ﬁt
09:01-1am Bl Cacaliia 225 01:00 — 09:01 o
1:01-5:59am Sl #lualt 35:59 — 01:01
B. Purpose of Call Juait iy <

1. General Enquiry Query Code H(Jnd) S0

: —_— (il and "
regarding a specific Product Name INT: (nsert ‘OA Jaa) aly ( ) o= ale [P\ |
Product / Service ij I/q 1“06{_/\ fr0~m oo | (Rt | — (s);.\;.g EOREVF i

V4

2. Application for a Query Code | :(Jlgnd) Ja,

Product Name: _— (il aul)
New Product / INT: (Insert ‘u‘ Jadl) 1daly oo dypaadllla -2

Service T T b B)asaa Ledd/pdi
from list) | (Al ) e
3. Complaints / Complaint Code (INSERT FROM :(um‘ On JAN) (5 5SS,
Grievances uisT) ‘ i/ o84 -3
4. Other Please Specify Details: | £ (Jamclih 332 Bl ) boé -4 1




+ + +

C. Appraisal of Interactive Voice Response (IVR) (IVR) Aol 45 pall laiu) allii sl &
system:
4.1Appraisal of IVR system: Lol 45 geall Llaiu) alliS puii4. 1
1. How would you rate the IVR system in terms of Aaali oo Ade il 48 pal) et ol o8 o diSay a1
Ease of navigation & user-friendliness? $aladiuy) g Jauh 4 geu
o | No, the IVR was not at all easy to use n dis (PY e Llolall 45 peall Llalul) ol 0% ol OIS 0
RIS
i JSE/e da 3 Ao Uil 45 guall Alaia¥) aUS3 S cand
1 | Yes, the IVR was guite/reasonably easy to use D J %d:: 1
5 | Yes, the IVR was easy to use X 185501 Jgran Ao Ul 5 ) koW Sl S pa3 | 2
3 | Yes, the IVR was very easy to use O | plasaayt (b faa g dle il 45 penll Llaiu) Ui G aai | 3
2. How would you rate the IVR system in terms of Aali e Ale il 45 pall Llatiah Alad caid o) A€y a2
clarity of instructions? $ladaill 7 g g
0 | No, the instructions were not clear at all O (Y1 o Aoy cladail oSl US| 0
1 | Yes, the instructions were quite/reasonably clear | [] daudly Jodia JCs [ Le 2a () iladatll S aai | 1
2 | Yes, the instructions were clear X dadl g culS Sladatl cans | 2
3 | Yes, the instructions were very_clear D Tas Aol g clS cilaglell caa3 | 3
D. Greeting e all &
5.1 Greeting & Purpose of call Jua) (a2 All g a1 5.1
1.+ Once you selected option ‘9’ onthe IVR, | 4 M (ke Yt s 89" Jlada¥) sl sl 1
(“To speak to a call centre agent, press (Mention _ IS e il e aa QIS0 ¢ Ale Lt 45 5al)
9”), how long did it take for you to speak | sl Sl aan) | i 5l e oS ("9 dniual / YLSY)
to a PBA? seconds or il TPBA g sl
INT: Specify duration in the space provided minutes) (& (FLanal dabuadl) (B gl 2a) slaly
INT: Answer this question only if you selected the ‘Call back’ Baglaa” Jladal ¢l Lss Jla 4 had8 Jgad) 10 o qigla) t&aly
option via the automated voice service :(Q,J'\J\ G gpuall dadd e "ty
2. Were you called back by a PBA? SPBA Ji ey JuaiWisalet s a2
3| Yes O pi |3
If ‘no’, specify any additional comments here: *Note to o) rofalll ABade* rUs adlil alihd o) a3 "HS™
interviewers: This is not a mandatory field. Please fill in AELaY) GlBaada) aaa pla gy Lal 31 ad 128 ddlaY! s
any additional observations, if relevant. Otherwise, leave JS A cauhl tia A2 M8 Aplay) &) Yy Alalf @il
blank. This applies to this option for all future guestions. Al claNt Aaladal i LAY
3 | NA m (GhiY |3
3. On picking up your call, did the PBA wish you, ‘Good & leif Ll " Wl AAPBA J) a8 Jb dolandl dad gl 3
morning/ afternoon/ evening'? Al elisa 2
3 | Yes & o |3
0 |nNo . 3|0
If ‘no’, specify any additional comments here: s A8la) cliadad of sas NS 13
4. Did the PBA greet you in the same language you Lt plas 81 el Al Al s PBA Jl i cay o 4
selected through the IVR system? . detall 45 gt
3| Yes B o | 3
0 | No | 3|0
If ‘no’, specify any additional comments here: -UA 4 dLo) cliatad ) s (TS 13




+ + +
D. Greeting a il &
5.1 Greeting & Purpose of call , JuaiN (e aadl y cua il 5.1
5. Rate the PBA’s greeting on his/her level of (1)) T 5 fasad G PBA ) m i B 5

courteousness: \
0 No, the PBA was not at all courteous D S e @ PBA JVoSsal O 0
1 Yes, the PBA was quite/reasonably courteous p Jaha (84 f Laaa 1 @ PBA IV OIS <l 1
2 Yes, the PBA was courteous h%( G PBA ) QS caal 2
3 | Yes, the PBA was very courteous D faa G PBA JI O\ cani 3
6. Rate the PBA’s greeting on his/her clarity & pace of (P55 AsDS 7y Gy PBA J)m 5 a8 6
speech: .
0 No, the PBA did not speak clearly & steadily D Jlaie) g 7 g 92 PBA J) alShy ol S 0
1 | Yes, the PBA spoke quite clearly & steadily D Jaie )y £ so s Joshe JS84 [ La 3a JIPBA JI oS caad 1
2 Yes, the PBA spoke clearly & steadily E JINie) sz gPBA JI Al cans 2
3 Yes, the PBA spoke very clearly & steadily D Jiie) g faa mukl g JSEPBA Jt AIS5 coal 3
7. Did the PBA introduce himself/herself by name? ! fanWU (Nawsi e BPA Jl Gile a7
3 | Yes m i | 3
0 No D %10
If ‘no’, specify any additional comments here: P <Ua 4 8L2) il of daa "S™ 1)
!
8. Did the PBA then enquire after the purpose of your fllladl e Co Jleadtu¥h Wl 2y e BPA JIpli s 8
call? |
3 | Yes 1 x| 3
0 [nNo . I:] 3 |0
If ‘no’, specify any additional comments here: ‘ s 4 bl cilidad (g} ddaa (ML 1Y
INT: <Answer this question only if the Mystery Shopper is | Jualy 5wl (Goudall IS Jla b B8 Jigudl 12 o qula) 1daly
calling as an existing customer> : Ads fy4a38
9. Did PBA ask for customer details for the purpose of sl Ly s Ml Adasi el Jualidll cepBA J e ds 9
verification? | ‘
3 | Yes | |3 |
0 | No LD x| 0
NA 1 Not Applicable (N/A D bl Y | | !
10. Did the PBA proceed to listen to (or probe for) the L S 05 ) (e JldiuY) ) glauY) PBA JF &5 ds 110
customer’s query/grievance/complaint? SO s S
0 No, the PBA did not do this at all m Y e PBA J ¢l Jady ol S 0
1 | Yes, the PBA did this to some extent M| Loda A PBA JF dlld Jad 2l caxs 1
2 | Yes, the PBA did this X PBA J dlld Jad a8 i | 2
3 Yes, the PBA did this a lot D Liai PBA ) &l Jad il (i 3
E. Soft Skills & Telephony Skills | Ll VL) il g g Apaddl) <) gl
6.1 Hold Procedure SN Glelal 6.1
1. Did the PBA ask, “May ! put you on hold briefly, while S g A OB i S 5 o) ke da" pBA Il e 1
| get the required information?” prior to putting you LY Al (3 daiz y 8 "0 sllaall Gl slaall o las 58
onhold? ‘
3 | Yes m o |3
3




+ +

E. Soft Skills & Telephony Skills | LIl LY il ey Apaddl) gl 7
0 | No O 3% |0

If ‘no’, specify any additional comments here: <Uia A8Laf cAidad o) daa ("NMS" 13
NA | Not Applicable (N/A x| - B
2. Did the PBA speak with anybody else prior to placing S Al Sy Ji Al jadlae PBAJI S 2 ‘

you on hold?

0 | Yes [ o | O

If ‘no’, specify any additional comments here: U Ala) cABlad o) sas MIS 1Y
NA | Not Applicable (N/A g k! !

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

(e S EGTPBA JI €S o o ik ) 3l 138 o casba) ssaly

for over 60 seconds (&C 60

3. Did the PBA inform you that he/she needs more time S e HYiel gl e el wyu el pRBA I Gdel Ja 3
and apologize for the same? € 5aY!

3 | Yes O axi| 3

0 | No O % |0

if ‘no’, specify any additional comments here:

sUa Adld) il o) aas S 1)

NA | Not Applicable (N/A g ek ) :1
6.2 PBA Attributes PBA J) Cilaws 6.2

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

rilandl 038 (ga S ga PBA ) i3 Jla 3 "SIS" g "aad a1 1

) Active listening skills:

Ll plaiawl) &l 1

No, the PBA did not have this attribute at all

BN e PBA J ¢l Jads al 38 0

Lda JIPBA &3 Jad 4B cans

—

Yes, the PBA had this attribute

PBA Ji 13 Jad 4l cans

1
0
1 | Yes, the PBA had this attribute to some extent
2
3

' Yes, the PBA had this attribute a great deal

Lla pBA J1 &lld Jad 3} canl

2) Effective questioning skills:

Juadll Qi gada! &) g,

No, the PBA did not_have this attribute at all

Yes, the PBA had this attribute to some extent

b da JIPBA ) €l Jad 38 cans

PBA J) ¢lld Jab i caal

0
1
2 Yes, the PBA had this attribute
3

Yes, the PBA had this attribute a great deal

2

3

2

(DY) e PBA JI elld dady ol 38 0
p

2

3

LLapBA J U3 Jad 288 cans

3) Confident:

No, the PBA did not have this attribute at all

BBy e pPBA Il Jady ol O3S 0

Lo as JIPBA JF i3 Jad 3kl cani

Yes, the PBA had this attribute

PBA J dlli Jab 4l caal

0
1 Yes, the PBA had this attribute to some extent
2
3

Yes, the PBA had this attribute a great deal

LlSpBA <l Jd 38 coai

4) Professional:

0 No, the PBA did not_have this attribute at all

@Y e PBA J 4l dads al K

1 Yes, the PBA had this attribute to some extent

Laaa JIPBA J 13 Jad 4kl caxs

2 Yes, the PBA had this attribute

PBA () dlli Jab il cpa

O
O
O
X
O
O
|
X
O
O
O
X
|
O
X




+

E. Soft Skills & Telephony Skills 'l A VL) &) gy Ll B S g dl 7 |
Yes, the PBA had this attribute a great deal ID Lid PBA () eltd Jad 48 anl 3
5) Friendly: | 2949 .5
0 | No, the PBA did not_have this attribute at all ID (B e PBA J dlll dady ol 38 0
1 ! Yes, the PBA had this attribute to some extent D e s JAIPBA I dlll Jad o cans 1
2 Yes, the PBA had this attribute E PBA i &lld Jab &l caxs 2
3 | Yes, the PBA had this attribute a great deal O L PBA I 6li3 Jad a1 cn 3
6) Used simple language & phrases: | Ay Jaz g SlalS Jatlind L6
0 | No, the PBA did not do this at all D @Y e PBA Ji &l Jads o DS 0
1 | Yes, the PBA did this to some extent D L 2 GIPBA ) ¢ld Jad Sl caas 1
2 | Yes, the PBA did this J  PBAJIigdailai| 2
3 | Yes, the PBA did this a lot Lia pBA I &lld Jad SiY caus 3
7 Sl maied s s it | | ooyt
0 No, the PBA did not do this at all [;l SRV e PBA J dlld Jady ol DS 0
1 | Yes, the PBA did this to some extent [:' Lasa MPBA JI 3 Jad 4l can 1
2 | Yes, the PBA did this X PBA JI il Jad i (pas 2
3 Yes, the PBA did this a lot O Ll PBA Jf €3 Jad 38 cans 3
8) Used positive language: dplayl A Jaaiy .8
0 No, the PBA did not do this at all III BEY! e PBA JI &l Jads ol (DS 0
1 | Yes, the PBA did this to some extent EI L da IPBA JI U Jad ail cans 1
2| Yes, the PBA did this X PBA J! ¢lid Jad al cox 2
3 | Yes, the PBA did this a lot n Lli PBA J) i3 Jad 8l oa 3
9) Overall, Was ‘Customer Friendly’: | 1093l aa fagag S cale J<iy 9
0 | No, the PBA did not do this at all | BV e PBA JI &3 Jady ol 38 0
1 Yes, the PBA did this to some extent D Lo da AIPBA ) B Jad 3l cans 1
2 | Yes, the PBA did this m PBA J} ¢lld (Jad 48! can’ 2
3 | Yes, the PBA did this a lot Cl LLaPBA Jilligad il caui | 3
1. OQverall, rate the PBA § - 3| o § L‘ E- b
on; > §’ § 813 LE 7 I«E I‘E E s Led PBA U1 o e Jﬁ 1
A %1?:—?;—::%3 number > < > T lidl A e ;J.;\:‘PM) staly
from 1-5 for each 1 2 314 |5(55]4l3|2]1 il By i J<I 5, 311 (e
attribute, as relevant D D D D Ij D D D D
B) Extent of Customer _l— E _3— % E E— Z E —2—- I A3 ol g0 3L ALYl saa (@
Focus & Friendliness: _D__ g _I:I_ g g Q __D_ _D__ _D__ g
C) Soft Skills & 1 12(3|a]s5|Blal3]2]2 iyl g Aidll & el (&
Telephony Skills g g __D_ Q & Q _D_ D_ _D_ _D_ gl U
—— e




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

MOl Gaan )" GS Jla Ao Sl s e AlaY L) -

Buaa dead gl e bl -1
.wd@;\&a,s@@g,mnebem\ -2
LSl g Al pa e -3

7.1 information provided, Product Knowledge &
Cross Selling

A an Jg il ¢e A mall dasiall cilaglaall 7.1

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

L&\/cﬁ.\d‘ ‘.J‘g_‘ Z.AJ)M Cilaitaall / UA‘,A\ _)._L.\la.aﬂ / Q\..\lhlq“

Jaaal

0 | No, the PBA did not do this at all O UYL APBA JI Jis S S | 0
1 Yes, the PBA did this to some extent O Lada I i3 pBA ) Jad 3 cand 1
2 | Yes, the PBA did this O AIPBA () Jad Al caa 2
3 Yes, the PBA did this a great deal X oS S8y ANPBA J Jad Al caai 3
2. PBA provided a clear and thorough explanation of O G S G plall e Jaldy al g 7 5SPBA i padadl 2
the steps that shall follow in terms of: s e S
1) Process: Al (1
0 | No, the PBA did not do this at all O XY e APBA J) Jad o S 0
1 Yes, the PBA did this to some extent O Loda Al pBA JF Jad 3B coad 1
2 Yes, the PBA did this | ALPBA J) Jab Al cans 2
3 Yes, the PBA did this a great deal O oS JSdy ANPBA JI Jad A el 3
2) Time taken: 1iAGad) 2Bl (2
0 No, the PBA did not do this at all | OBy e QIPBA JI Jads ol 28 0
1 Yes, the PBA did this to some extent | Leda M &l pBA JF Jad 2 caad 1
2 Yes, the PBA did this H AIpBA ) Jab di caus 2
3 | Yes, the PBA did this a great deal p2d| oS JSdy AIPBA () Jad dB! cpal 3
3) Reguirements (such as documentation): s(aticaal) Jia) ciplhaia (3
0 No, the PBA did not do this at all | S e ARNPBA J Jads ol OIS 0
1 Yes, the PBA did this to some extent A Lo da ) 3 PBA Jf Jad Al canl 1
2 | Yes, the PBA did this O ALPBA J) Jad all caai | 2
3 |Yes, the PBA did this a great deal B4 oS (S, ANPBA JI Jad A caal 3
3. The PBA was able to clarify any questions the sl el ol LY (e 6 s Lo LUPBA (S 3
customer had:

0 No, the PBA was unable to do this D Q13 JadpBA JI gy ol DS 0
1 Yes, the PBA was somewhat able to do this O Lada ) elld Jad pBAJI gliat 281 cani 1
2 Yes, the PBA was able to do this Bd Q3 JadpBA I URSLALL caal 2
3 |Yes, the PBA was very able to do this n oS (8 dlld JadpBA ) plliaad ARl caxs 3
N/A Not applicable [ b ol Al Jla d hE Ll 1 jis) o gialdl) Ogﬂy ‘ 3

(Interviewers: Choose this option only if no — () | Gy

6




guestions were EOSEd)

4. The PBA was able to explain the points of

differentiation and comparative advantage of the feiall dualliy S A clivall & 58 IPBA Jigllaind 28 4
product/service (Versus offerings of local ‘ (Al el S giall Lgadi A (g5 el L) Al
competing banks):
0 No, the PBA was unable to do this E A3 JadpBA JI ke o} S 0
1 Yes, the PBA was somewhat able to do this D Leda NS JedpBA ) pllaiad 3 cans 1
2 Yes, the PBA was able to do this ] 1l Ja3pBA J) _plaiut il cans 2
3 Yes, the PBA was very able to do this D S S dll) JadpBA ) pliiul 3 (ass 3
. 1
I!I! I3 - . - » - .
N/A r\:Ot 2 ) IlcabI.eCh hi . v if aski u oo Jho Ja (ki Jall 13a pia) - dalll) Sy Y Y
(Interviewers: Choose this option only if asking = (e s | 3
about a specific product/service,

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

*Slawall 0da Gedan MG, PRBA e cslay 5

1) Effort to fulfill the purpose for which the call

i) p155 s gAY (Bl sgal) U (1

was made: ‘L

0 No, the PBA did not make this effort/possess D S Aandf 038 dllias ¥ [ 3galt 1iga PBA ) als al DS 0

this attribute at all i iy

Yes, the PBA made this effort/possessed this . . . o

! La ‘é 0da & ! ¢

1 attribute to some extent tl 22 (A Ledl ol elliay o /3620l 50PBA I o8 o 1
5 \a('ftsr}thfePBA made this effort/possessed this E T o3 diliay g f gl 1igPBA oI ol a8 cani 5
3 Yes, the PBA made this effort/possessed this S dacdl odn dllias ga f 3gall 13PBA U R 3

attribute a great deal D S

2) Extent of product/service knowledge:

.
1Aadddl [ idally 48 pal) gaa (2

No, the PBA did not make this effort/possess

& Aacd) 02a Allias ¥ / 34 13¢5 PBA J als ol IS

I
\
0 this attribute at all D (AR 0
Yes, the PBA made this effort/possessed this - e . o .
! La é | 3 f
1 attribute to some extent m 22 (7 Aall ol iy a0 /262l BPBA ) olS 8l i 1
2 thi}tf:fePBA made this effort/possessed this E Kasdl) 038 iy b / 34l 132PBA 1 ol S8 (o 2
3 Yes, the PBA made this effort/possessed this D O dacal) 03 lliyy gb [ 34al) 13:PBA I pl8 Al cans 3
attribute a great deal ‘ s
. R

3) Cross-Selling effort/attempt made:

ALY o) Jal e Adgdiall Al glaall o Joluall 3g2) (3

No, the PBA did not make this effort/possess

ool and) oa llias ¥ [ sgad) 1igs PBA O gl o S

selling was not possible due to the nature of

your inguirv)

(&M 9w danls iy USas cross selling J oS &l Jls

4) Provision of adequate explanation in
response to questions posed

da g shall ALY o 12 B gl 2 ) A (4

No, the PBA did not make this effort/possess

& Aacd) 034 dlliay ¥ / 3gall 1363 PBA J) as ol IS

0 - 0
this attribute at all [tl ot

1 Yesr the PBA made this effort/possessed this [D L as ) el o3 lliay 5o / 2gall 3gPBA 1 A (o y
attribute to some extent

2 Yest the PBA made this effort/possessed this [D Zaod) 038 Ullia; b / 320 132PBA ) o8 S8 e 2
attribute =

3 Yes, the PBA made this effort/possessed this m ISy dacil) ola lliay b [ 32l 13PBA ) o8 4B cans 3
attribute a great deal 25
Not Applicable

N/A (Interviewers: tick this option only if cross g AR Jdayl s e LMo g g a8 oo fialll) Gk Y ¥

this attribute at all

LY

~




+ + +

1 YesT the PBA made this effort/possessed this D Loda Bl o3 lliy ga / g2l 136PBA ) ol8 5 cpud ’
attribute to some extent

) Yes,. the PBA made this effort/possessed this D Tl 038 dlliay 58 / 3¢l 13PBA Ul ald S conl 5
attribute

3 Yes, the PBA made this effort/possessed this g JS dacdl o3a dllias g [ 34 13PBA I o8 SAl cans 3
attribute a great deal 25
Not Applicabl R . . .

NA | (oo tick this ot . (]| Al i o fote pon g fald) G Y | Y
(Interviewers: tick this option only if no further j (i) Wi 7 b s oS | (bt
guestions were posed) - B : —

2. Overall, rate the PBA

_ | Gl lad | o ale JS
on: 51083 Iz bl | [F | Srtta e 2
— g N -
A) !Droduct l.<nowle<.:|ge& gl g S fE |F ‘E’ e o RnTially B pual (]
information/assistanc < . o ac Ll g L dslaiall

e provided:

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

B} Cross Selling:

gaty
il A0 Je B, ) il
Lyl (889 « Ao J<U5 N 1 G

.Cross Selling (<

Imh—-\ IDI»—* Very Poor

'D I ID N
(MR

IDIU'I I[:IIU'I Very Good

|D I ||:| I
ID = |D =

2
O
2

]

e (|0 1w

{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 Al ae din (S aly ks Shun A% Ja Tan e Jlg 77 by Gl B8 B0 Galaly Y 1Y) «Cross Selling/o amill 7 Hha ¥ Bla ) 10 $ialilh)

(Cross Sellingd! L as | Jiaa

G. Answer this segment if the ‘Purpose of Call’ was to
express customer Complaints/Grievances:

S Oha (e o A 13 s el 13 e qual g
Ol Glallis [ glldy Lald

8.1 Complaints & Grievances

Clallitl g o g&EN g1

1. PBA demonstrated active listening skills when the

S sl S Ledie Ly dill plau¥) &l jlea PBA J1 el 1

customer was relaying his/her complaint: el sS4
3 | Yes D an 3
0 | No O % |0

If ‘no’, specify any additional comments here:

Ua 48U clialal o) daa (S 1)

2. PBA made a concerted effort to understand the
complaint/grievance: i

Alall/is Sl agdl (AS %20 PBA Bl 2

3 | Yes

e

0| No

00

b UERY

If ‘no’, specify any additional comments here:

U Ldla) cliddad () daa "TNE" 1Y

3. The PBA clearly explained each of the following to
the customer:

p M JA e S pasnPBA Jipodd 3
S A3 AN B e JSE SIS gh pad opillal) gaa) ) dialy

INT: <Select either yes or no for each of the focus areas> (e
1) Complaint Resolution Process: s sSal dallaa/da Ades (1
3 | Yes O o | 3
0| No D 2|0

If ‘no’, specify any additional comments here:

1UA 4 8La) clialat o) daa TS 1)

2) Time taken for resolution

5 58801 Aallaa | Jal (3 ieuall gl (2

3 | Yes

and 3




|0
(U Ldluad ciBaad g} aaa (""" Y

0 —No

If ‘'no’, specify any additional comments here:

g+

4. The PBA possessed adequate knowledge of the
complaint resolution process:

16 S AallaefUs glen) 48 jeall Slliy PBA J) S 4

0 | No, the PBA did not possess any knowledge D 4 a0 oIPBA JduY S| O
1 | Yes, the PBA possessed a little knowledge D ALB A aaPBA Ji dliey caai |1
2 | Yes, the PBA possessed knowledge D 48 as PBA J dllias i | 2
3 |Yes, the PBA possessed a great deal of knowledge ID L paall Ga S JSPBA JSlliagcani | 3
5. Please rate the PBA on each of these attributes, on a | 5l 1 e Jlme Glo AUl Gl Gy PBA JHad ey L5
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information:
H. Call Closing: ( sAallalif ety slgd) |2
C)PBA asked if he/she could offer further assistance | 330 e ayalls (Sadll (e S / GE 13 WPBA ) Sl
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3 | Yes a3
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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
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