+

Q.fg \o

o

rd ?,2
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A. Details of Call

St fAalSal) Jualds

1. Name of Bank to which
call was made:

Bank Dhofar

Bank Muscat

National Bank of Oman

HSBC-OIB

Bank Sohar

00O 00O O

ub ey

Haadl Al it il
HSBC-OIB <y
e dly

Other Bank Specify: A [ > U

S ,,,.,g‘ - F (o) Al oy

‘4 Juaiyl

2. Call Centre Number

2LFCHYTTF

VLY S e 8, 2

-

ps!

Date | Mont Year Adud) S .
3. DateofCall aq DI 7 3 l 0 l 1 [é/ ) | ol1 l 3 ! Jlaiyt a2 .3
. fours Minutes Gl ile Lt
4. StartTime to Cal! )4 I 2 O l S l e sy iy 4
S.  Total Duration Call Hour: Minutes JETERy aleLudl Jhat s 5
5 & 9ae
INT: FROM POINT OF ANSWER BY O Aa¥) Aal ) sl
PHONE BANKING AGENT . 2a LS %
(PBA), UPTO COMPLETION O o 6 _ o d‘;“' ‘,ba‘
OF PHONECALL) - (Aallsalt plgs
06:00-09 am sl 4 09:00 -06:00
09:01-12 am cleall 4412:00 —09:01

6. Time Slot During which

qu;l\llcﬂ}lls_)h 6

12:01noon-03pm K1 5kl 3 03:00 —12:01 - Jeay! 4
call was made: gl 558 A rdaly
BINT:  SELECT THE 3:01-6pm [0 | ssweludd 3 06:00 — 03:01 e
RELEVANT TIME-SLOT, - ‘5.‘)* o N
ACCEPT SINGLE ANswer, | 96:01-9pm O slusall 43 09:00 - 06:01 |  J .dhms :mehzdm
09:01-1am O |0 caatic 3 01:00 - 09:01 o
1:01-5:59am O | sW bl L35:50 - 01:01
B. Purpose of Call JuaiNl iy o
1. General Enquiry Query Code Hddl Sy ..
. . Product Name: —_ Wzl aud) "
regarding a specific INT: (nsert | o Jad) saaly oe ple Dbadtb -7
Product / Service - (Inser PR 3)adae daad /i
/ Open Curent Atcou:v??rom list) (R © fee
I e .
2.  Application for a Product N . Query Code el 500 (ia) aal
New Product / roduct Name: . N Hgad o)) e Jpaall b 22
Service INT: (nsert | Oa i) iy | oo () Lari/ziia
from list) (Aaidh o )
3. Complaints/ Complaint Cc:.(list:-(mSERT FROM £ (it e JR) s S5 S,
Grievances ) A/ 585 -3
4. Other Please Specify Details: £ (sl 323 3la ) b 4 1




+

C. Appraisal of Interactive Voice Response (IVR) (IVR) dle il 45 gual) dlaial) alad andl &
system:
4.1Appraisal of IVR system: Al Ul A5 guall Alaiu) pUBS 0854 1
1. How would you rate the IVR system in terms of Anl e Agleliill 45 gall Alaiul) JUsS o8 o liSay eSS 1
Ease of navigation & user-friendliness? alaiiuy) 5 Jaiill A seu
o | No, the IVR was not at all easy to use O G (DY Ao Dle Ll A5 oall Al s o al S 0
RERN
. Jgsha JSdgfle 3a M Ao il A5 goall i) AU S cand
1 | Yes, the IVR was guite/reasonably easy to use O R . fb— =
phadiud) Jew
5 | Yes, the IVR was easy to use & RGN Ll Gl 45 yeall LlaisY) AL S cam 2
3 Yes, the IVR was very easy to use D AT (A Taa Jgu e il A5 guall LladuY) ?wﬁ (o 3
2. How would you rate the IVR system in terms of Gaall e Ao lidll A5 peall i) JUa) Caial ) i€ay a8 2
clarity of instructions? filadaill 7 s g
0 | No, the instructions were not clear at all | (DY) e daaly clabadll (S S | 0
1 | Yes, the instructions were quite/reasonably clear O daualy dgiie JS8 [ Le o M Clalaill S aad | 1
2 | Yes, the instructions were clear | dad)y ils Ciladatll (aei | 2
3 | Yes, the instructions were very clear fas Aol g cuilS claglahl caei | 3
D. Greeting cua il &
5.1 Greeting & Purpose of call Jua) (ra g Al g il 5.1
1. Once you selected option ‘9’ on the IVR, & SecC. i) ol 379" Jlaia¥l & jlial ol 1
(“To speak to a call centre agent, press (Mention _ S e ik g aae A5 ¢ Aletal) A5 5l
9”), how long did it take for you to speak 21 S Al aaay | A i gl (g0 oS ("G daraal / YL
to a PBA? seconds or sl IPBA ao Gaaill
INT: Specify duration in the space provided minutes) (& (Plaall dalial) A i gl 2a) aly
INT: Answer this question only if you selected the ‘Cail back’ 33 glaa” Jlaial ¢ LAAN Jla b L8 Jigud) 138 lo qigla) t&aly
option via the automated voice service Y Caguall daad e " Jla™
2. Were you called back by a PBA? SPBA Jif e b Jlai¥isdlel 2508 2
3 | Yes O o | 3
0 | No | 3| 0
if ‘no’, specify any additional comments here: *Note to o) rofialll Asade* Ua Adldl clidad 5f asa NS 1Y
interviewers: This is not a mandatory field. Please fill in AALLYY ctBadall aaa cpla Ll 3 Gt 1 Llay Jia
any additional observations, if relevant. Otherwise, leave JS e gahl lda 48 ) AlaY) & 5 Y]y Alall il
blank. This applies to this option for all future questions. Al GllaYl ddlsadl i ual
3 | NA & Ghi¥ |3
3. On picking up your call, did the PBA wish you, ‘Good & e/ all Al el JBPBA Jt o8 Jb dAelawdl faiy o 3
morning/ afternoon/ evening’? Al eluse fama
3 | Yes X a3
If ‘no’, specify any additional comments here: U A8La) Glialed o) daa ("THS™ 13
4. Did the PBA greet you in the same language you LiuV) sl 8 S Al A A peb PBA I ey da 4
selected through the IVR system? e Wil 435 guall
3 | Yes X pui | 3
0 No D S | 0
If ‘no’, specify any additional comments here: <Ly L8l iy (g aaa Mo 13
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D. Greeting qua Al &
5.1 Greeting & Purpose of call e e g adl g cua il 5.1

I I
S. ?gzelz'tzl)eu::;\s::greetlng on his/her level of (YA B 5 siadd GE,PBA Ul com 5 oS 5
0 No, the PBA was not at all courteous ] S e @l PBA JI oS al O 0
1 Yes, the PBA was quite/reasonably courteous O Jaeia J8 [l 2 N (32 PBA JI OIS 1
2 Yes, the PBA was courteous @ G PBA )OS cand 2
3 Yes, the PBA was very courteous d Jaa 34 PBA ) S canl 3
6. S;;Z;:? PBA’s greeting on his/her clarity & pace of ()45 155 4038 ¢ gum 5 Gy PBA Ul i i B 6
0 No, the PBA did not speak clearly & steadily M Jie) g 7 g5 PBA J plShs ol (IS 0
1 Yes, the PBA spoke quite clearly & steadily | e g7 sudagr dse JS3: f La 22 JIPBA ) aSG can 1
2 Yes, the PBA spoke clearly & steadily X Jely £ s sPBA I Al caal 2
3 Yes, the PBA spoke very clearly & steadily O Jhaiel g Taa el g JSGPBA ) AlSS canl 3
7. Did the PBA introduce himself/herself by name? fau¥U (WAl (o BPA Mo o 7
3 | Yes X x| 3
0 | No | % | 0

If ‘'no’, specify any additional comments here: Ua 48La) clidad ) aaa (IS™ 13

8. Did the PBA then enquire after the purpose of your il (e o SVl Moy e BPA Jipids 8

call?
3 Yes pn 3
0 No |0

If ‘no’, specify any additional comments here:

a4l lidad o) aaa (ST

INT:

<Answer this question only if the Mystery Shopper is

calling as an existing customer>

Jaly 5 pual) (puiall S a3 B Jpual) 138 o isly) sl
A (39438
sl sk o3l Aag ) Jpaliill GePBA JIdluda 9

9. Did PBA ask for customer details for the purpose of
verification?
3 | Yes O a | 3
0 | nNo x| 0
NA Not Applicable (N/A D bl ¥ | !
10. Did the PBA proceed to listen to (or probe for) the ks sk N (pe ¥t o)) plauy) PBA JV &6 o 10
customer’s query/grievance/complaint? o eSS
0 No, the PBA did not do this at all O @RV e PBA J) &3 Jady ol K 0
1 Yes, the PBA did this to some extent Leda N PBA ) &l Jab S8 caas 1
2 | Yes, the PBA did this O PBA ) <lld Jad 4l pai | 2
3 Yes, the PBA did this a lot D Lalai pBA (Jt U3 Jad 3&I cans 3
E. Soft Skills & Telephony Skills [ died) eNLaN) &l jlga § duaddl) Sl 7

6.1 Hold Procedure

SUEENY cle ) jal 6.1

1. Did the PBA ask, “May | put you on hold briefly, while OsS) G A Ol i OIS il o) ey 8" PBA il a1
| get the required information?” prior to putting you Uty e A ez J "5 dhaall Slo glaall e Cllian o8
on hold?
3 | Yes O wi| 3
3
- +
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E. Soft Skills & Telephony Skills [ 4 cNLal) &l g Apaidll @l jlgall
0 No D ~w5 | O
If ‘no’, specify any additional comments here: LA A8l cliddas o) 2aa ST 1Y)
NA | Not Applicable (N/A) E = “,.\J}:\.,
2. Did the PBA speak with anybody else prior to placing S LY Al Sdang Jid AT paddae PBAJIASS e 2
you on hold?
0 | vYes O ani | O
3 | No Ol x| 3
If ‘no’, specify any additional comments here: LA A8La) clidad gf aaa TSV 1Y
P L
NA | Not Applicable (N/A E Boe Y . !

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

O 281 SBISPBA J) 4S8 Jla (8 B ()l gedl 138 o cogta) saly

for over 60 seconds (&t 60

3. Did the PBA inform you that he/she needs more time M e H¥ely il e vl & pal PBA J el da 3
and apologize for the same? $ ya¥!

3 | Yes O a3

0 No D w |0

If ‘no’, specify any additional comments here:

Ua 4dla) Sl o) aaa ("NE" 1)

NA | Not Applicable (N/A X L
6.2 PBA Attributes PBA J “law 6.2

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

rilasl) 038 (30 US ga PBA J) G Jla 3 "D i Maadt 1 1

1) Active listening skills: b} plaiu) o g .1
0 No, the PBA did not have this attribute at all O BN Je PBA JF élld Jaidy ot (DS 0
1 | Yes, the PBA had this attribute to some extent O Leda MPBA I clld Jad 38l caas 1
2 | Yes, the PBA had this attribute x| PBA J) IS b o coni | 2
3 | Yes, the PBA had this attribute a great deal | Lila pBA I €lld Jab ail caas 3
2) Effective questioning skills: Jladll ol gaiudt Sl s .2
0 No, the PBA did not have this attribute at all O BN e PBA JI €l Jads ol (XS 0
1 | Yes, the PBA had this attribute to some extent O b3 APBA ) il Jad il cans 1
2 Yes, the PBA had this attribute E PBA J} &3 Jad sil ol 2
3 | Yes, the PBA had this attribute a great deal | LLGPBA ) dlld Jab sl cans 3
3) Confident: @3
0 | No. the PBA did not have this attribute at all O (B e PBA JI elld Jady ol S 0
1 | Yes, the PBA had this attribute to some extent O besa AMPBA ) lld Jab i cons 1
2 | Yes, the PRA had this attribute X PBA () ¢l Jad 3l cans 2
3 | Yes, the PBA had this attribute a great deal | LLGPBA ) I3 Jab dil cans 3
4) Professional: o jiaa 4
0 | No, the PBA did not have this attribute at all O (B Ao PBA JI S dady ol S 0
1 | Yes, the PBA had this attribute to some extent X Le s JAIPBA I &lld Jad di canl 1
2 Yes, the PBA had this_attribute O PBA J) ¢Ud Jab A& (aas 2
4
+
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E. Soft Skills & Telephony Skills \ Liolgl) L) & lga g Lad ) gl 7 |
Yes, the PBA had this attribute a great deal | Lla pBAJI lld Jad dt coal 3
5) Friendly: 3939.5
0 No, the PBA did not have this attribute at all ] (DY e PBA J) el Jady ol S 0
1 Yes, the PBA had this attribute to some extent D s JIPBA ) dUd Jad 3B cand 1
2 | Yes, the PBA had this attribute PBA J) &lll Jab 48! cans 2
3 Yes, the PBA had this attribute a great deal O Lld PBA ) &3 Jad 3 cans 3
6) Used simple language & phrases: Unpews Jan g SlalS Jaainil 6
No, the PBA did not do this at all d SN e PBA J) dlld Jady o1 S 0
1 | Yes, the PBA did this to some extent O Lasa MPBA () dlld Jab sBt caas 1
2 | Yes, the PBA did this X PBA J) dli gud dil i | 2
3 | Yes, the PBA did this a lot O LLG PBA )l Jad ail i | 3
7) Overall, maintained a positive, friendly & :qnaban g (o2 1) sl cale JSdy ol £l e Bilay 7
enthusiastic attitude:
0 | No, the PBA did not do this at all O Y e PBA JI i3 Jady ol NS 0
1 Yes, the PBA did this to some extent O Lo s AIPBA JF €lid Jad 3i! cans 1
2 | Yes, the PBA did this X PBA J) ¢l Jab Sl caus
3 | Yes, the PBA did this a lot O LLa PBA JF &3 Jab ol o | 3
8) Used positive language: Aol 38 Jantiw .8
0 | No, the PBA did not do this at all O S e PBA Jf €IS Jady ol S 0
1 | Yes, the PBA did this to some extent O L 2a IPBA O €lld Jad Sl caal 1
2 | Yes, the PBA did this X PBA JI U3 Jad ol cpui | 2
3 | Yes, the PBA did this a lot O LLSPBA il Jad il i | 3
9) Overall, Was ‘Customer Friendly’: 1o pafagas S ale Jsdy 9
0 | No, the PBA did not do this at all O @by e PBA Y i Jali NS | O
1 | Yes, the PBA did this to some extent O L2 IPBA ) lll Jad ail cani 1
2 | Yes, the PBA did this K PBA J) &li Jad il can | 2
3 | Yes, the PBA did this a lot | Ll PBA JI €13 Jad 3l ol 3
1. OQverall, rate the PBA é o g | o .§ F E- 2
on: < 5‘ % gl | © I 3 l ‘ |*E .| iomd i PBA Jlad Gle K& 1
o G RN L S
_ INT: Circle a number culiadl W88 o 38 aud) :dals
from 1-5 for each 1 2 3 4 |5|5|4]|3 2 1 Lhihil @y diwa J<i 5 M1 (e
attribute, as relevant D D D D D E ﬁ ﬁ —
B) Extent of Customer Z _g- E- % E _5— —;._— g __2—_— % Ag3 ol g (99 WL AliAY) (g2 (2
Focus & Friendliness: D D D & D D E I:I D D
C) Soft Skills & 1 1213 14155 12a/[3]2]1] oo dc
Telephony Skills __El__ g g E _|:_|_ _D_ E g g D_ i) il




F. Answer this segment if:

A)Application for a new product/service:

b) General enquiry relating to a specific product,
service and/or facility:

¢) Other purpose of call

Bua dadd gl pdiie il -1
e i ) Aedd ) ey (Blala ale ladinl 22
Sl e AT = e -3

Mty Gaacl)]" OIS Jla i esall s e AaY1 ) 7

7.1
Cro

Information provided, Product Knowledge &
ss Selling

ALY g Jig il ce A8 mall cdadial} cila glaal) 7,1

1.

PBA provided sufficient detail to the customer,

with a clear explanation of the requirements/ Lgﬁg‘fiﬁgj;iffjf;tj:jiﬁf) ﬁ 1
eligibility criteria/ documentation needed for this - _‘h;:.l;S
particular product/service.
0 No, the PBA did not do this at all D @Y e ANpBA JI Jady &l DS 0
1 Yes, the PBA did this to some extent E Lada 1 &l PBA Jf Jad 3 ¢l 1
2 Yes, the PBA did this O QIPBA ) Jad S cani 2
3 | Yes, the PBA did this a great deal O oS JSdy GPBA I Jad 2l cand 3
2. PBA provided a clear and thorough explanation of OV o S S ghadll e Jalidy ol g 7 JIPBA Jlpadadl 2
the steps that shall follow in terms of: Cua (e aT
1) Process: s lal) p (1
0 No, the PBA did not do this at all O @Y e AUPBA J Jady al <3S 0
1 Yes, the PBA did this to some extent g Leda M i3 pBA Jf Jad 3 cans 1
2| Yes, the PBA did this H QPBA ) Jad W i | 2
3 Yes, the PBA did this a great deal D oS JS3y AIPBA JI Jad 38 (aal 3
2) Time taken: 108 Alal) gl (2
0 No, the PBA did not do this at all d @YY e GNPBA J) Jads ol (S 0
1 Yes, the PBA did this to some extent 4| e 2a 01 Gl PBA ) Jab 281 cpal 1
2 Yes, the PBA did this O APBA ) Jab Sl cani 2
3 |Yes, the PBA did this a great deal O oS J8dy LPBA ) Jad il i | 3
3) Requirements (such as documentation): (il Jia) it (3
0 No, the PBA did not do this at all d GBY) e ANPBA Y Jady &l S 0
1 Yes, the PBA did this to some extent BJ e 2a ) ¢ll PBA J) Jad dil canl 1
2| Yes, the PBA did this O APBA () Jad Sl cpas
3 | Yes, the PBA did this a great deal O oS 083 APBA JIded il i | 3
3. The PBA was able to clarify any questions the s sl Al L) (g1 i e GPBA S 3
customer had: .
0 No, the PBA was unable to do this O Al1d JadpBA Jt g al S 0
1 Yes, the PBA was somewhat able to do this d Laaa ) &l (b PBAJ) plaieat 38T canl 1
2 | Yes, the PBA was able to do this ™ I3 JaipBA J1 Uil oni | 2
3 Yes, the PBA was very able to do this ] S S8y D JaBpBA Jf liiad S8 cond 3
N/A Not applicable g 7obab Al o Ak Lal 13 i) o el ﬁ Oﬁ

(Interviewers: Choose this option only if no

6




questions were poseg_)

4. The PBA was able to explain the points of

differentiation and comparative advantage of the feiall Jomilly S Al cliall 7 -5 OIPBA J pllaind 231 4
product/service (Versus offerings of local (Ul Ada olt o S Lo T (o g jalt Jlda) Aaaall
competing banks):
0 No, the PBA was unable to do this E <1 JadpBA ) phaiew al 3 0
1 Yes, the PBA was somewhat able to do this O Lada )l JadpBA ) plbiad 3 cans 1
2 Yes, the PBA was able to do this O A3 JadpBA J) _plaiuilal can 2
3 Yes, the PBA was very able to do this | oS Sy 3 JadpBA ) g sl S8 cans 3
wa Not a ' hcabl'e y - . ' D oo Jh Jla 8 ki jLall 1aa ) ry ey ki Y Y
(Interviewers: Choose this option only if asking L (e G0/ ciie | hikad
about a specific product/service,

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

;L:,wnmwmdsma,pmdws‘;g) 5

1) Effort to fulfill the purpose for which the call

e £l O g Al (BTl gl Jis (1

was made:

0 No, the PBA did not make this effort/possess [ 15 Aacad) 0da dlliay ¥ [ 3¢l 13gs PBA ) aly o NS 0

this attribute at all (B

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

’ (A Taudl o2a Sllig ) |l aal ¢

1 attribute to some extent K| waw S i /22l BePBA Ji i 1
) thsr,i;:}fePBA made this effort/possessed this n Aol o3a Al 4o / g2l 13EPBA O o6 AW cand 5
3 Yes, the PBA made this effort/possessed this O] JSd Al oda lliay g [ 3gall AGPBA I ol A cans 3

attribute a great deal #_

2) Extent of product/service knowledge:

daddl) [ ziladly A8 aall e (2

No, the PBA did not make this effort/possess

(8 Aacall ol dlliy ¥/ 3¢l 133 PBA ) als ol DS

0 this attribute at all L Byl 0
Yes, the PBA made this effort/possessed this . e . P
! La Aaudl Sy (! | a8 a8 ¢
L attribute to some extent D b 30 iy g8 /3¢l ePBA U1 ¢ g 1
Yes, the PBA made this effort/possessed this - . . 2w -
! Aol Sy 13 adl
2 | Jeerbute X } ola lliay ga [ 3gal) 13gPBA J o0 il aai | 2
3 Yes, the PBA made this effort/possessed this n JSd dacdi o i oo [ 32l 13PBA ) pl8 ST can 3
attribute a great deal g

3) Cross-Selling effort/attempt made:

yAaY) anll dal e Agdaall Aglaall o) Jdealt 3gall (3

No, the PBA did not make this effort/possess

Ao dacd) oda iy ¥/ agalt 13¢: PBA JI ply al DS

0 - 0
this attribute at all X By

1 Yes, the PBA made this effort/possessed this D Losa ) i oia dliigg 5 / 3g2ll 3gPBA ) ol 8 pns 1
attribute to some extent

2 Yes, the PBA made this effort/possessed this D Fecdl o1a el 52 [ 3gall 1igPBA (I o8 Sl con 2
attribute

3 Yes, the PBA made this effort/possessed this ] JSis danad 038 elliay 52 [ 3gal) IIPBA ) ol Al <o 3

attribute a great deal

25

Not Applicable .
N/A (Interviewers: tick this option only if cross
selling was not possible due to the nature of

your ingui[ﬂ

O

b o Jlaiayl s e Ladle ausgn a8 1y gialdl) (3udaiy Y Y
(<l 50 Aapads Canay U cross selling J oo ol Jla | (Bukaia

4) Provision of adequate explanation in
response to questions posed

da gohall Al Jde 1) gl 2l A (4

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

ol Laudl o3n Ay ¥ [ 3gal) 13g: PBA gy ol 3
Y




+ +
1 Yes, the PBA made this effort/possessed this D Laaa ) doudl o8 lliey g8 / 22l 132PBA JI a8 il caai 1
attribute to some extent
) Yest the PBA made this effort/possessed this m dacal) 01a dlliay 58 [ 3¢l JPBA I ald Ak can 2
attribute
3 Yes, the PBA made this effort/possessed this n IS Aanad) o3a dllias ga [ 3¢all 13PBA JI a8 Sl cans 3
attribute a great deal 28
NOtA. “cable. . . Ada Bkl jlall i e dade ak o giall) Solay Y b
N/A | (Interviewers: tick this option only if no further _D_ { Galm) Al 7 b Slla oS5 | (3 Y
questions were posed) ‘ : —
2. O I, rate the PBA —_ | . . .
vtara rate the 5 ° 3 _ I Glady Lad PBA Jl af ole JS& 2
on: S o | 29| 9|k b . :
A) Product knowledge & 8' S8 | S I " . =
al ; ; . & S & :B’ ‘E* N e slaallf/Aatially 48 (]
information/assistanc g < 2 . ) sam a5 g A
e provided: - e
INT: Circle a number 1 2 3 4 5 5 4 3 2 1 AT JUR S ;m) R
from 1-5 for each e —
0 a0 ol e il Gd g ¢ ddua ] *
attribute, as relevant D_ g _El E _D_ _D.. _D_ g g —D—- = 2 JI5 A1 cm
B) Cross Selling: 112 /3(4|5|5[|4|3]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)

s (K Al e s (K aly g la s 8 Joa Taa o Jl g 7 ey Gialll A8 -3 3udaly Y 13 <Cross Selling/os auall o 3 Y 3la ) 1) gialill)

(Cross Sellingd! W as Y Jase

G. Answer this segment if the ‘Purpose of Call’ was to O "Jla) Cra i adl™ 1) £ el 18 e cual £
express customer Complaints/Grievances: C)-"L.U'l‘ Glallss /4315*59 uad
8.1 Complaints & Grievances Glalliill g g 8N g1
1. PBA demonstrated active listening skills when the 533 O M OUS Ledie lapdill gLl @l jlea PBA J) el 1
customer was relaying his/her complaint: EPS-
3 | Yes O ani |3
0| No 'l 3% |0
If ‘no’, specify any additional comments here: sUia d8lf cAigled (o) daa MIS™ Y
2. PBA made a concerted effort to understand the Al g 530 agdl L3S 2420 PBA U1 58 2
complaint/grievance:
3 | Yes O au |3
01 No | 3 |0
If ‘no’, specify any additional comments here: <Ua A8lf cAiled (o) ada TS Y
3. The PBA clearly explained each of the following to 05l A e Sz s PBA Jz s 3
the customer: S AN 5 AN BA G JU IS o) aad Gilad) saal i) 1&aly
INT: <Select either yes or no for each of the focus areas> (e
1) Complaint Resolution Process: @984 Aataafs Ailes (1
3 | Yes O ai |3
0| No O 3|0
If ‘'no’, specify any additional comments here: U 4800 cliylad (o) daa ("IST Y
2) Time taken for resolution 58 Aallaa [ Jal (3 adwall cdgll (2
3 | Yes O a3
8
+ +

2 .




+ +
0| No D N | O
If ‘no’, specify any additional comments here: U ALl cilidad o) das NS )Y
4. The PBA possessed adequate knowledge of the 5 5S8 Fallae/ s Fulea) il it PEA JI S 8 4
complaint resolution process:
0 | No, the PBA did not possess any knowledge O 4. GIPBA Qi ¥ 3S | Q
1 | Yes, the PBA possessed a little knowledge [ A58 5 aaPBA Ul i cani | 1
2 | Yes, the PBA possessed knowledge D Al 24 PBA J) dllia cani | 2
3 |Yes, the PBA possessed a great deal of knowledge | A aall o gmS JEPBA J iy axi | 3
5. Please rate the PBA on each of these attributes, on a 5 1 e Jma e AN Clall Gy PBA J a3l 5
scale of 1-5: (a8 5 400 ciliual) (e dia JSU 541 e ply Jya 8008 pd) 1dialy
INT: Circle a number from 1-5 for each attribute, as relevant (L‘.ﬁgw
e =) —
) o 3] — 5
18183 ¢ Vol |1 fE
o w o e »
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L TOAL 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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