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PROJECT:
SHOPPER CODE DATA ENTRY EDITING SR. #
Name Number Name Number -| Name Nymber
Lol 2 e e Jay Gl e,
JogT R JEgT Y] JEg oY 1
NN | Uole 7
A.  Details of Call } JuaN AN Jacald ]
Bank Dhofar > ok ety
Bank Muscat | Jatie iy
i Hazll ks ot il
1. Name of Bank to which National Bank of Oman D dl gl b A gl il a1
call was made: HSBC-OIB O HSBC-0OIB <l : 4y Juai¥)
Bank Sohar 4 S iy
Other Bank Specify: MOUSAp 77”’) (33a) LAl iy
2. Call Centre Number Zq 1' 2.CO0 VLY S a8, 2
Date | Month Year | FE) A | asd
3. DateofCall | s Jlaiy
![2, ol 2|o]1|1&!. 2]ol1]3 | Jllen 3
) Hours Minutes aal leludf
4, Start Time to Call ‘ l ‘ 5 | o’ ’ I e sy cdy 4
5. Total Duration Call Hours Minutes | EEE] Glelad) QeI g § gane 5
INT: FROM POINT OF ANSWER BY O daY) ABal () saly
PHONE BANKING AGENT o A
i il Jee S
(PBA), UPTO COMPLETION . p -
OF PHONECALL) %% O c : (Aallalt plgnit
06:00-09 am n gleall (% 09:00 -06:00
09:01-12 am N clall 4 12:00 —09:01 .
6. Time Slot During which : @ edhas 6
: g 12:01noon-03pm I:l 5 ekl 3 03:00 —12:01 i) 4 |
call was made: ‘ | el 3 i) sl ‘
BINT:  SELECT THE 3:01-6pm O | sswieludi L3 06:00 — 03:01 ‘ ol mt:, g ‘
RELEVANT TIME-SLOT, ) . ) e .
ACCEPT SINGLE ANSWer, | 00:01-9pm O slusall (8 09:00 — 06:01 g -J‘-‘S‘z‘ ‘ﬁt
‘ 9 4k
09:01-1am [ |0 Gastic 22 01:00 - 09:01 i
1:01-5:59am [ | W zleall 43 5:59 — 01:01 :
B. Purpose of Call | I et L= EU
1. General Enquiry Query Code HJ el S0 ..
: e Product Name: _ H(aial ad) || "
regarding a specific R T T W R |
Product / Service . INT: (Insert ‘u- J?M) sl (S)nu FOREY Y
l'\'DUSmO\ \Oaﬂ from list) || () e
7 . .
2. Application fora Product N ] Query Code Hdledh 505 (il ad
New Product / roduct Name: e N el ) e Jamall Gl 22
Service INT: (Insert | |&a J&4) 1y | ———— (5) s Aadd /g
from list) (Al i e
3. Complaints/ Complaint Cc:-dt?r(lNSERT FROM « (Rt Cm JR) (s SN S,
Grievances IT) | plii [ 4185 -3
. — 1 )
4. Other Please Specify Details: £ (Jamalil 23a Bl bog a4 1




+ + +

C. Appraisal of Interactive Voice Response (IVR) (IVR) Asle Wil 45 gual) Alaid) alhS andl &
system:
4.1Appraisal of IVR system: Lo Ul 45 g Llata! oS 3834, 1
1. How would you rate the IVR system in terms of Aal e Lle il A5 pualt LladuW! alai 4 o iy 28 1
Ease of navigation & user-friendliness? $alastul 5 Jait Al geun
o | No, the IVR was not at all easy to use ] S PV o e il A gl Aol ol G Al 3 0
aladiuy)
e JC000L a2 Ao Uil A5yl i) Sl IS caa
1 . : 2 3 J s Pl A8 caai
Yes, the IVR was quite/reasonably easy to use E RS 1
5 | Yes, the IVR was easy to use O oy Ll i) 45 oal) latuall) Ui (S cand
phadia) g 2 + il pUad QIS caal | 2
3 | Yes, the IVR was very easy to use D MY b Tan Jgaw e Ll 45 guall Dadoal lki IS coi | 3
2. How would you rate the IVR system in terms of Gals e Ade Wl 45 goall el alss Cainad o) i€ € 2
clarity of instructions? flatdaill o guza g
0 | No, the instructions were not clear at all [ By o dadly cladadll gl NS |0
1 | Yes, the instructions were quite/reasonably clear O daialy e JC [ b da () ciladadll cilS (o | 4
2 | Yes, the instructions were clear X Ll il cladatll o | 2
3 | Yes, the instructions were very clear ] faa Aol g S Clagletll cani | 3
D. Greeting : ua il &
5.1 Greeting & Purpose of call JuaiV) (e i adl g ua il 5.1
1. Once you selected option ‘9’ on the IVR, A Beech Lty 89" Juaay & bbal gl g
(“To speak to a call centre agent, press (Mention _ OS e calh 9o aa AKEIMY Ao lal 45 al)
9”), how long did it take for you to speak o gl o) | A SR (e oS ("9 Bkl / VLY
to a PRA? seconds or oy TPBA ao Siaaill
INT: Specify duration in the space provided minutes) (& (Plaral) dabisall A i gl 2a) s ualy
INT: Answer this question only if you selected the ‘Call back’ Baglaa™ Jlaal ¢l LAA) Jla 8 hES Jledl 130 o cagla) saly
option via the automated voice service ’ :(gﬂ\ G gealt Ladd e " Jlatyl
2. Were you called back by a PBA? fPBA J8 (el JlaiVlsalel 50 2
3 |Yes u |3
0 |No | x| 0
If ‘no’, specify any additional comments here: *Note to o 1ofalll ABadler rUa A8la) cliitad (o) daa IS )
interviewers: This is not a mandatory field. Please fill in LALLY) cllaadalt saa cplay Luad 31 el 138 AkaYy! JEa
any additional observations, if relevant. Otherwise, leave J8 o gl 1y A4S 8 Ala) & a1 Yy Alal ad
blank. This ajg;lies to this o;tion for all future guestions. LAt Slilayl Lalatall ol LAY
| 3 | NA - Hl| &hiy |3
3. On picking up your call, did the PBA wish you, ‘Good e/ pal) e ol JLUPBA J ol Ja ddolandl clady a3
morning/ afternoon/ evening’? ‘ 9 5Al eluse fuen
3 | Yes | pai | 3
0 | No i |0
If ‘no’, specify any additional comments here: . U Adl) cliglad (o) daa "SI
s cipbd orn )
4. Did the PBA greet you in the same language you Al ol d LS Al A A Gy PBA Vb cayda 4
selected through the IVR system? fAgle gl 45 suall
3| Yes = o | 3
0 | Ne O N |0
If ‘no’, specify any additional comments here: Y I gl daa (MM K]




+

+

D. Greeting

e Al &

5.1 Greeting & Purpose of call

Juai o paall g s Al 5.1

U ALl Glidad of daa S 1)

Il
5. [Rate the PBA’s greeting on his/her level of ‘ ()42l T8 5 andl (55,PBA ) cm 5 A8
courteousness:
0 No, the PBA was not at all courteous D SRV e gt pea Jl oS Al 38 0
1 Yes, the PBA was quite/reasonably courteous E dosie S8 [ La 2 A (3K PBA JI (IS as 1
2 Yes, the PBA was courteous D GF PBA J) QS cans 2
3 | Yes, the PBA was very courteous D 122 @ PBA J) S (o 3
6. Rate the PBA’s greeting on his/her clarity & pace of | (1) 18 3 403 ¢ 5um ) I‘ﬁ} PBA Jl s 545 6
speech: i
0 No, the PBA did not speak clearly & steadily D Jis) g 7 g5 HBA J alsl a1 38 0
1 | Yes, the PBA spoke quite clearly & steadily D Jiie s g Joila JS8u [ e 2a JIPBA J1 oSS | 1
2 Yes, the PBA spoke clearly & steadily 8 Jite)g g pPBA I Al caad 2
3 Yes, the PBA spoke very clearly & steadily ID Jie) g faa pudl g JSPBA ) AlSS caad 3
7. Did the PBA introduce himself/herself by name? Sana¥ly (1)@:&3@: BPA Jl e o .7
3 | Yes E | axi | 3
0 No I:I 3|0
|

If ‘no’, specify any additional comments here:

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

fellladl (e (o Jludin¥l @b 3y Ga BPA Jipida 8

call? \
3 | Yes O i | 3
0 No ﬁ ~w | 0

If ‘no’, specify any addjtional comments herg: l
elp

<A Lo lided of ada ("S™ 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?

Jay 6 pull Foulall OIS Jla b BB JJudl 1 o Gsla) taly
sl G sy 0l Ayl i) cePBA JIdda 9

|
3 | Yes D ai |3
0 No m 3w |0
N . N )
== | Not Applicable {N/A) D phis Y |, =

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

185 [0t M (oo sladiu¥t ) glawY) PBA J) &6 da 10
fom M S5

No, the PBA did not do this at all

S e pPBA ) &l Jady o 28

Yes, the PBA did this to some extent

Le2a ) PBA ) elld Jab ) coai

Yes, the PBA did this

PBA ) €lld Jad 38l caas

w I N|[=»L O

Yes, the PBA did this a lot

wW|IN| ] O

Ll pPBA {1 <3 Jad 3B cans

E. Soft Skills & Telephony Skills

Adilgll CNLaSY) S Jlga g daadll Gl lgal) 7

6.1 Hold Procedure

PN Gl sl 6.1

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

-+ —|oXoo

0SS G B Ol T S 1 o) Sy BBt PBA DVl da 1
¢ Y s b ey J "0 slhall eyl Jle cilias

3 | Yes

pxi




+ +
E. Soft Skills & Telephony Skills | LEgl L) Gl ga g dgmadddl Gl lgall 7
0 No D 3|0
If ‘'no’, specify any additional comments here: BRI ] Slidad o) daa (ST 1Y
NA . ubaiy Y Y
— | Not Applicable (N/A _D_ éi:
2. Did the PBA speak with anybody else prior to placing LY Al Adlang J8 Al jaddae PBAJ S 2
you on hold?
O 1 Yes O axi | O
3 | No M 3|3
If ‘no’, specify any additional comments here: s Ll Glidad o) daa NS 1Y
NA | Not Applicable (N/A Q by ¥ . 3

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

Cra JASI SBEITPBA J1 IS 5 Jla b L8 Jijgwl) 100 o Gigla) tdaly

for over 60 seconds (&5t 60

3. Did the PBA inform you that he/she needs more time S ce H¥el g cigl e bl u Yy padlt PBA I Saei a3
and apologize for the same?’ ¢ ya¥!

3 | Yes O I

0 | nNo | 3|0

If ‘no’, specify any additional comments here:

U Ll clidad ) daa NS 1A

NA

Not Applicable (N/A

X

o ¥ v

3
-t
Com—

6.2 PBA Attributes

PBA Jl ©law 6.2

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

landl 238 e JS & PBA J Gl s LR P VL U |

1) Active listening skills: bl plaiul) O e 1
0 | No, the PBA did not have this attribute at all (BB e PBA J) b dady ol DS 0
1 Yes, the PBA had this attribute to some extent Laa JPBA J < Jab 3l canl 1
2 Yes, the PBA had this attribute PBA O} 13 Jad 3l cass 2
3 Yes, the PBA had this attribute a great deal Lild pBA JI €lld Jad ail caas 3

2) Effective questioning skills:

Jlail) ol gaiaa) il g .2

O
]
B
O
0 | No, the PBA did not have this attribute at all O B te pBA J €l Jady ol OIS 0
1 | Yes, the PBA had this attribute to some extent O Lo aa MPBA () elld Jad Bl cons 1
2 | Yes, the PBA had this attribute X PBA J U3 Jab il aai | 2
3 | Yes, the PBA had this attribute a great deal | LldpBA Jt lld Jad ail s 3
3) Confident: &3
0 | No, the PBA did not have this attribute at all O (BN Ao PBA J) el dady al 3 0
1 | Yes, the PBA had this attribute to some extent K Lo 2 NPBA JI @lld Jab dl cans 1
2 | Yes, the PBA had this attribute O PBA I ¢lld Jab 2il (o’ 2
3 | Yes, the PBA had this attribute a great deal O LLapBA JIelt Jad Al cans 3
4) Professional: i 4
0 | No, the PBA did not have this attribute at all O (BHY) e PBA J) ¢l Jady ol 3 0
1 | Yes, the PBA had this attribute to some extent % Lo MPBA ) dlld Jad 4 cans 1
2 | Yes, the PBA had this attribute H PBA JI ¢lt3 Jad 3B caas 2
a
+




+ +
E. Soft Skills & Telephony Skills ﬁ] Al LA &l jlga g Apnaddl) @l gl .z |
3 | Yes, the PBA had this attribute a great deal O L PBA “1” Sl Jad A8 coa 3
5) Friendly: 4949 .5
0 | No, the PBA did not have this attribute at all | (B e PBA ¢ @l Jady Al S 0
1 | Yes, the PBA had this attribute to some extent R L APBA J Glld Jad Al pas 1
2 Yes, the PBA had this attribute D PBA (I dlid Jad Sil can 2
3 Yes, the PBA had this attribute a great deal ] Lilat PBA () <lid Jad a0 (ot 3
6) Used simple language & phrases: Ay Jaa g cilalS Jariai 6
0 No, the PBA did not do this at all ] S e PBA JI &l Jady ol (S 0
1 | Yes, the PBA did this to some extent M| L 2a LIPBA ) €lld Jad 15 cpas 1
2 Yes, the PBA did this 8 PBA I ¢lld Jad i canl 2
3 | Yes, the PBA did this a lot O LLd PBA el Jad sl (i | 3
7) Overall, maintained a positive, friendly & s g (539 1) ol cale S ala) 1) e Bilay 7

enthusiastic attitude:
4] No, the PBA did not do this at all | Y e PBA I 3 Jad ol S 0
1 Yes, the PBA did this to some extent E L 2a IPBA I €l Jab sl (axs 1
2 | Yes, the PBA did this d PBA ) &3 Jad dil o 2
3 | Yes, the PBA did this a lot | L PBA ¢ lth Jad 8 caas 3
8) Used positive language: Al A Jeatiow .8
0 | No, the PBA did not do this at all M| BBV e PBA I <3 Jady ot 38 0
1 Yes, the PBA did this to some extent L__] Leda MPBA () &lld Jad S8 caai 1
2 | Yes, the PBA did this X PBAJI i dad ail cani | 2
3 | Yes, the PBA did this a lot EI Ll PBA ) €lid Jad sl cans 3
9) Overall, Was ‘Customer Friendly’: 1003 aafagas S cale JSdy 9
0 No, the PBA did not do this at all I:l @Y Ao PBA ) &lld Jady ot DS 0
1 | Yes, the PBA did this to some extent B4 Lada JIPBA (I €l Jad a8 cans 1
2 | Yes, the PBA did this | PBA JJ 13 Jab i1 (ol 2
3 | Yes, the PBA did this a lot | L paa J et Jad a8t cans 3
1. OQverall, rate the PBA § - 3| o § *F E- F
o HEE I s
. ﬁ:rTe—ect:rZia number > = = T il BN e sﬁ;ﬁfz)‘(}mg
from 1-5 for each 1 ]2 |3]als|s5]al3]2]1 i Gy Ao J< 5 011 e
attribute, as relevant E D D D D D D D D D
B) Extent of Customer T _g— —3_ z— E _E z _§— E_ T A gl g 19 3L AladaYl saa (@
Focus & Friendliness: D D E D D [] D D D D
C)  Soft Skills & 1 1213 1451583211 o iessiam ol
Telephony Skills g _|_:|_ g g g g _D__ g g g | gl Al
5
+ | +




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

Mt G 1" OIS Ja A e all s e LY L) -
LAVEENEPREN Iy PR S |
e g 5l Aadd ) e Glae ple jludin) -2
LSl e 8l m e -3

7.1 Information provided, Product Knowledge & 3 ar en %3 PP
Cross Selling e G g Tl 08 Bl Al Slusid 7.1
1. PBA provided sufficient detail to the customer, ..
withz clear explanation of the requirements/ u&ﬁﬁiﬁﬁ&(iﬁdﬁf:ﬁtﬁﬁ;ﬁf) ﬁj 1
eligibility criteria/ documentation needed for this Tygans
particular product/service.
0 | No, the PBA did not do this at all O B o PBA JI Jis ol S | 0
1 Yes, the PBA did this to some extent X L da 1 &li3 pBA Jf Jad il cand 1
2 | Yes, the PBA did this O QPBA J b ol ani | 2
3 Yes, the PBA did this a great deal D oS JS3y UIpBA JI Jad 331 cand 3
2. PBA provided a clear and thorough explanation of O e A G phdll e Jaldy manly 7 EPBA I paiadl 2
the steps that shall follow in terms of: S e aB
1) Process: t kel g (1
0 No, the PBA did not do this at all @ @Y e QIpBA JI Jads ol S 0
1 Yes, the PBA did this to some extent O Lo da N &l pBA JI Jad a8l cand 1
2 Yes, the PBA did this O ANPBA ) Jab 38! can 2
3 |Yes, the PBA did this a great deal M| o8S JSGy GPBA J1 Jad i | 3
1 2) Time taken: 13 Al gl (2
0 No, the PBA did not do this at all | @R o SpBA JI Jady ol O3S 0
1 Yes, the PBA did this to some extent iz Lo 3a 01 Uil PBA Jf Jad Al cpas 1
2| Yes, the PBA did this [ GUIPBA JIad ail i | 2
3 Yes, the PBA did this a great deal n oS (S APBA ) Jad Al caxd 3
3) Requirements (such as documentation): (i) Jia) cililkia (3
0 | No, the PBA did not do this at all (=<} UYLl APBA JI Jady ol 38 0
1 Yes, the PBA did this to some extent W Lo 2a ) &3 pBA (JV Jad i cpal 1
2| Yes, the PBA did this O AIPBA Jidad il s | 2
3 | Yes, the PBA did this a great deal . oS JSd HIPBA J1 il i | 3
3. The PBA was able to clarify any questions the sl Yk A A (e (g i i Je ,0EPBA S a3
customer had:
0 No, the PBA was unable to do this I:l &l JadpBA JI g ol (IS 0
1 | Yes, the PBA was somewhat able to do this B Leda ) I Jad pBAJ) gl 38! cand 1
2 Yes, the PBA was able to do this | A3 JaBpBA J} gURialadl cans 2
3 |Yes, the PBA was very able to do this O S JS4y 13 JadpBA ) pllaicd dB canl 3
/A | Net applicable ] g ok ool da B hib JLall e i) ) sl oiw\l 3
(Interviewers: Choose this option c_J_nlv if no — M Gk
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):

/G*m‘ Junil s juad ;_r“‘ Glaall -5 OIPBA A gl a4
(aadliall Alaall & gl Ll W (in g jall Jilia) Aol

0 No, the PBA was unable to do this R <l1d JadpBA () pdausy al NS 0

1 Yes, the PBA was somewhat able to do this D Loda N dlll JadpBA Y pllaial A& caus 1

2 Yes, the PBA was able to do this [:] A GaipBA ) pUaiud il can 2

3 Yes, the PBA was very able to do this D S JSdo 3 JadpBA 1 i) A (ans

N/A hot.ap Ilcab,e h hi . v if aski oo dlda 518 Lall 1a fia) o falll) Glaby Y ¥
(Interviewers: Choose this option only if asking g (e fena/mtie | (3l
about a specific product/service, 1

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

landl ods e e G PBA D afctay S

1) Effort to fulfill the purpose for which the call

e} £159 (e 2 A (Gdadl 3all J4 (1

was made: 1

0 No, the PBA did not make this effort/possess b 5 Aacdl o dlliay Y [ 32l 13gs PBA J) ply ol S 0

this attribute at all ‘ Slay

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

! LA ] ‘

1 attribute to some extent M Lot g e oda iy 5o/ 3gall BeRBA ) old o s 1
2 :teti;l;c:fePBA made this effort/possessed this D A 038 llias ga / 242 g PBA Jf o8 411 cons 5
3 Yes, the PBA made this effort/possessed this [‘:l JS Aol ol Allias oa [ 342l 13PBA ) a8 3 caal 3

attribute a great deal L &

2) Extent of product/service knowledge:

sAasdlt f ailally 4 add) saa (2

No, the PBA did not make this effort/possess

1 Aand) 038 dllia ¥ [ 32l 1341 PBA J) gy ol S

attribute a great deal

|
o] . . - 0
this attribute at all Sy
Yes, the PBA made this effort/possessed this ‘ . C o ] o
! La » ¢
1 attribute to some extent D Laaa Al oda olliey oo f 3all 3PBA ) o8 a3l canl 1
2 Z;atsr};steePBA made this effort/possessed this E] Tl 038 dlliay 5h / 342l VigsPBA I alB 2l cans 5
3 Yes, the PBA made this effort/possessed this O IS dacdl ol dlliay ga [ 342 13PBA () a8 A cpas 3
;

s

3) Cross-Selling effort/attempt made:

ALYl Jal e Alghaall Al glaal ol Joiaal) 4201 (3

No, the PBA did not make this effort/possess

% Lol 03 dllie ¥ [ 32l 133 PBA J) py ol 38

0 - 0
this attribute at all Sy

1 Yes, the PBA made this effort/possessed this Le da N daudi o3 llig g / 362l 3gPBA 1 o8 a8l cuad ’
attribute to some extent

2 Yes, the PBA made this effort/possessed this Fad) o3 Al g8 [ 3gal) 1360PBA O ol 3 con >
attribute

3 Yes, the PBA made this_effort/possessed this ISy Aand) ola dlliay g [ 34l BEPBA J) a8 A 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 imiuiry)

o |olwlolo

T

8 JLiaYl U e e iy 8 ) Y [ Y
(2l s Lapla sy B cross selling J) oo ol Jla | (Bakaiy

4) Provision of adequate explanation in

response to guestions posed

da g phaall ALY o 1, Aol 7 il asali (4

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

1 Al 03a dlliay ¥ / gl 1igs PBA J) als ol S
Y

0




+ + +
Yes, the PBA made this eff i . e . .
1 esr e ade this effort/possessed this D s dedi ol s ga / 262 3ePBA U RER I 1
attribute to some extent
Y he PBA his eff i “ . . P
2 est the made this effort/possessed this g } olh dllias b J 4ol 13gPBA ) ol S o 5
attribute
3 Yes, the PBA made this effort/possessed this ] ISy dacd) o dlliay g8 [ 3¢l 13gPBA I a8 Sl caas 3
attribute a great deal B
Not Applicable A . . .
a3k L_AM 18 Lo aum g galdl) Guay ¥ Y
N/A (lnter\'/iewers: tick this option only if no further Q P = ( uﬁd:f:)b)éu uSJ FORY
guestions were posed)
2. Qverall, rate the PBA - R . .
" S 0 B |y — B | Ot i PBA Jiad ole S8 2
on: . S5l 81398 | g .
A} Product knowledge & o) o o |‘E . . =
; - - a S| 1 o :E ‘E* LK il el Aatially 4 el (I
information/assistanc | < < 2 . ) Bae el Ly Rabeidl
e provided: i * L=
. Ci 2 1 R i
f'_.___'::mcllf;'?oar ::;ber 1 /2|34, 5|5|4,3 If] L:_l tgualial ﬁ& (gl B pd) by
—— ! {4 m >
attribute, as relevant _E_]— Q g _D_ g g —D— _D_ - | = = 2 95,1 ¢
B) Cross Selling: 1 2113|4554 3|21 :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)

dlia oS alfdlas din (S aly s s Gl #88 Jga Tan ean Jigm 7 sl Ealdll A8 Yha  Bubaly Y 1) <Cross Selling/oo puill 7 Hk3 Y Sla ) 1) fialill)

(Cross Sellingd! b 3 Y Jlaw

G. Answer this segment if the ‘Purpose of Call’ was to NS "OuaY e aa Al ‘3! & Jall 138 u-b %i C
express customer Complaints/Grievances: Al Glallss 14531&5"-3 wald

8.1 Complaints & Grievances lallsill § g g\Sld) 8.1

1. PBA demonstrated active listening skills when the S 0500 OS Laaie oy Sl plaiu¥l il jles PBA ) ekl 1
customer was relaying his/her complaint: Dol S

3 | Yes O s |3

0| No D S5 | O
If ‘no’, specify any additional comments here: sUa A8l Glialal 5} aaa (DS B

2. PBA ma_de a c.oncerted effort to understand the Al 5 S ngil L3S 242 PBA U Bl 2
complaint/grievance:

3 | Yes i ai |3

0| No O 3 |0
If ‘no’, specify any additional comments here: s ALl clided o) daa *IE 1Y)

3. The PBA clearly explained each of the following to 08 AW e S ppmnPBA Jpysadl 3
the customer: S AN a3 AN A cpe JEI S g ans iflal) gaaf J54) rdaly

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

1) Complaint Resolution Process: @388l Aallaa/da Lles (1

3 | Yes O axi | 3

0| No D 5 | 0
If ‘no’, specify any additional comments here: sUA 4Ll clilad o} das (""SIS" 1Y

2) Time taken for resolution 9S8l dallaa [ Jad (Goaleual) gl (2

3 | Yes |l s |3




+ + +
0| No D w0
If ‘no’, specify any additional comments here: i ‘A Al ciliulad o) daa (TS 1Y)
L
4. The PBA possessed adequate knowledge of the 1Sl Aallas/da Alaal 43 pmall iy PBA JI S 2l 4
complaint resolution process: i
0 | No, the PBA did not possess any knowledge E] i aa gIPBA JdBuY S| Q
1 i Yes, the PBA possessed a little knowledge D A0 88 aaPBA U lliag cani | 1
2 | Yes, the PBA possessed knowledge [:] 43 ae PBA J élliag cani | 2
3 | Yes, the PBA possessed a great deal of knowledge O & aall o g€ SEABA Ji iy a3 | 3
5. Please rate the PBA on each of these attributes, on a 5l 1 e hme o 0N clanll Giy PBA Jl s el y L5
scale of 1-5: | (a8 A0 clialt G dna 08 541 (el doa B0 @) :"-‘a\e
INT: Circle a number from 1-5 for each attribute, as relevant ] (gl
e o et
=) u (=] — 8 .
1 g8 | &38| 8 by F ’ v
| O o Q I~E P
| o & | ° 5 fF (E‘ :
| > > ’
B R Y ER Y Y I IR N IEN PR R jowwweme
Maxll g 0S5
| complaint resolution: Oooo o oooo,gd | F <3
| !
‘ 2) Butent of PBA 12345 |5 4132 1| Cppadimss(
nowledge on i il lae
‘ resolution process: D D D D D D D EI D D | N -
| 3) ;Efrlo(;t n;zc':lt? to ;!)rovide 1 2 3 4 5 5 4 3 5 1 Abey Uiz gl (3
| u additiona Db e sl e e
| information: oooo o ooo o g Aeldy Bl lasles
|
|
| " 7 .
H. Call Closing: _ AallSall/ il £lgd) 3
C)PBA asked if he/she could offer further assistance 335 Luwa 23385 el (e IS / S 131 PBA ) Jls(
to the customer: | 1Ol bl
3 | Yes X pai | 3
0| No O 3| 0
C) PBA thanked the customer and said goodbye: ‘ 1A N Q85 ea3l PBA J S84 adl(S
3 | Yes a3
0 | No D X | o
E)The PBA attempted to acquire follow-up i W e el e
C ) Aaliall cila Jpaadl [INSR\EN
information from the customer: Gl g Aniall e gl o PBAJ dia(z
3 | Yes D a3
0 [ No m X0
[
[ © —
F) Overall, rate the S . = I - S P E- b
PBA on Call & §| Sl gl 'F ”; I‘E IE E e PBA ! af ale JS3y (7
o 3| O N : . - Jlaiyl sl
cosing: > < >4 i IR o L
INT: Circle a number [V oF s 3 ) rdal
from 1-5 for each 1 2 3 4 5 5 4 | 3 2 1 Leiikil Gy (5 M1 e
attribute, as relevant D D D m D D D D I:] D




L TOTAL Branch Score
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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