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PROJECT: Money
SHOPPER CODE DATA ENTRY EDITING SR
Name Number Name Number Name Number
9t
54 Nas el (T [F
LS a5 v Sadxal Zila giaalt LA Jyediall ja gy
Al ! K ] A ST
NS | f
A. Details of Call ! JoaV Al Jialds -1
Bank Dhofar X Bri-geitt
Bank Muscat O Jaiua Sy
National f Gl ile gt L .
1. Name of Bank to which ational Bank of Oman D ol il Sy A gl il et 1
call was made: HSBC-QIB O HSBC-OIB 4u g Jeatyt
Bank Sohar O FENREY
Other Bank Specify: (2an) Al oy
2. Call Centre Number 'LL\:\q \ 1\ SV Kl s 2
Date | Month Year adud) A el
. f Call Tty )
3 Dareotts 2|7 0|6 i2]oj1]sj2]ol1]3]| | I 2 3
Hours Minutes i e Lt 3
4, StartTime to Call \ l % 9 | u | | B W | IPRTRGF PR |
5. Total Duration Call Hours Minutes S Sl lall e Sy f paae 5
INT: FROM POINT OF ANSWER BY G AdaYt dBat () rdialy
PHONE BANKING AGENT i L A
{PBA), UPTO COMPLETION e | o o A "'n(- y J’:’fﬁ
OF PHONECALL) o
06:00-09 am O zhall 4 09:00 -06:00
09:01-12 am rluall i 12:00 -09:01 _
" lot Duri hich D - ~ J.a:sé.\]'l;lﬁ,l\iﬁ 6
6. T"I*I‘e Slot ‘;“"3 which | 13.01n00n-03pm O i ekl 3 03:00 —12:01 LY
call was made: i3 g s tal
BINT:  SELECT THE 3:01-6pm [ | sswh eladd i 06:00 — 03:01 S 8B i) pdaly
RELEVANT TIME-SLOT G i Aatiad
- ] . H . — . 3 1 3
ACCEPT SINGLE ANSWER, | 06:01-9pm % slaal i 09:00 - 06:01 Ul a1 g
jasly dkyl
09:01-1am [0 |o et 3, 01:00 — 09:01
1:01-5:59am O | s e 4559 - 01:01
B. Purpose of Call Jualy) i
. gl 5
IE Query Code | {3l Sas -
General Enquiry Prodyct Name; —_— | e ) | " -
regarding a specific o hs s > s Sewilad -1
. INT: (Insert | Qe Jdol) cdaly | » .
Praduct / Service o0 OJ from list) (Gl (3) a0 Aani/pdia
) ication £ Query Code | H{J'ad 34,
2. Application for a Product Name: Nl (i) pu)
New Praduct / ey s e Jypaall il 2
, INT: (Insert | O S} daly | ———m—m— . e
Service from list) (- Y (Faaa Aaai/miis
3. Complaints / Complaint Ccltli;)(mszn FROM (Rl JAr) 5 9S50 o
Grievances PRI Y LA |
4 Other Please Specify Details: £ (peli 325 515.) b -4 1
4~ RNE - Mo J‘ﬂ\"“"
1
+ +
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C. Appraisal of Interactive Voice Response (IVR)
system:

(IVR) Ao Ul 435 puall dskadien) sl aldi &

4.1Appraisal of IVR system:

40 LGN A5 peall Aladu) Sl anicd, 1

1. How would you rate the IVR system in terms of
Ease of navigation & user-friendliness?

Al e Ao Wl A5 gl AladusY! pldi s o) i€y S 1
?PLL'L‘MYU Jiﬂ.“ u_”_a

0 No, the IVR was not at all easy to use

g DU 0 el 35 poall LoV o Gy W1 S|

E\.I‘L'hn‘.“
] e SN 32 ) Ae ) 35yl a1 ol IS

1 | Yes, the IVR was quite/reasonably easy to use = sty el
el.\a.u.-\ﬂ &

2 Yes, the IVR was easy to use

PR o Bl it 45 sl E il 405 IS s | 2

3 Yes, the IVR was wvery easy to use

kOO 0O

PSS b s e e i A5 el i1 o5 IS a2 | 3

2. How would you rate the IVR system in terms of
clarity of instructions?

Lal e e il 4 pall ato¥1 i) i o iy S 2
tChafail p yon

0 | No, the instructions were not clear at all

(B e Aoty gl ST A1 N8 O

1 | Yes, the instructions were quite/reasonably clear

Aaudty Jgiia JE5 / le aa ) ilaladll 20 e |9

2 | Yes. the instructions were clear

Aoty S Zladedl sani |2

3 | Yes, the instructions were very clear

K\0O00

lag Ay olS adedll caai | 3

D. Greeting

il

5.1 Greeting & Purpose of call

ST Cpa i ) g s 301 5.1

1. Onceyou selected option ‘9’ on the IVR,
(“To speak to a call centre agent, press

{(Mention
9", how long did it take far you to speak
to a PEA? seconds or
INT: Specify duration in the space provided minutes)

2 Acconda

Lo i 379" JLda¥l 4 Lgal oo 1
SESRETYOINIEOE FRETEEHN
Tt S g e aS (19 Janial £ LY
'PBA as Zoaill

(Pl Aakusall b il pll 22) ity

i3l 'l_\_*_;)

(34l

INT: Answer this question only if you selected the ‘Call back’
option via the automated voice service
2. Were you called back by a PBA?

B3 glae” Jladal dEA1 Ja B bl Jied KA Ao o) 1l
WM Sgeall Aasi o ' i
PPBA Jd Jadh JadYlidel B 08 2

3 | Yes O o |3

0 | Ne O 3% |0
i ‘no’, specify any additional comments here: *Note to S 1ol d] WBatiet rUa bl Sllylad ) 3 MNST Y
interviewers: This is not a mandatory field. Please fill in Ayl CABadhall Jaa valay Ll 8 a1 Ala) i
any additional observations, if relevant. Qtherwise, leave JS A6 Baaly 138 4 B Al 30 Yy Abal) S
blank. This agplies ta this option for all future questions. AP Sla Yl Akl Gl LA

3 [ NA GV |3

(=

3.  On picking up your call, did the PBA wish you, ‘Good
morning/ afternoon/ evening'?

S pall placat woll APBA JH i Ja ddeladt e g 3
T“J\’L-LSI olsa f.\gm

3| Yes

i 3

0 No

O

5% | 0

f ‘no’, specify any additional comments here:

-G aptal SAbled o) 3aa TSE" 13

4. Did the PBA greet you in the same language you

Tal¥1 i i g ial LV Gl Sl PBA JI Sy, o 4

selected through the IVR system? $ile Uil 45 poall
3| Yes A pi | 3
0 | No O x| 0

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

2Ua Lol Sl o) 3a < HST 1
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D. Greeting

A S

5.1 Greeting & Purpose of call

Juald! (oo i ad) g uga 31 5.1

5. Rate the PBA's greeting on his/her level of

() AR g giudd B gPBA s S aE S

courteousness:

) No, the PBA was not at all courteous [l SY e 3 PBA U 0% a3 0
1 Yes, the PBA was quite/reasonably courteous O Jadhe Joh S Lesa 1 BIPBA J S e 1
2 Yes, the PBA was courteous m Gl PBA P S e
3 Yes, the PBA was very courteous D laa B PBA JV SRS cani
6. SR:;::;E PBA's greeting on his/her clarity & pace of (g Au3S » 35 iy PBA J a i oB 6
0 No. the PBA did not speak clearly & steadily D JEely s s PBA JI alsh ol 38 0
1 | Yes, the PBA spoke quite clearly & steadily O JIe )y g gy Jghe 52 £ e da IPBA I AISH) cpa 1
2 | Yes, the PBA spoke clearly & steadily d JISely 7 90 pPBA b a5 pal 2
3 Yes, the PBA spoke very clearly & steadily D JIGe | g bag ity JLAPBA N 4SS (i ]
7. Did the PBA introduce himself/herself by name? Faa¥l (i e BPA SN e a7
3 | Yes m ani | 3
0 | No O 3% |0

If ‘no’, specify any additional comments here:

LA Aol Slidad o) (MAST 1D

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

Pl e e LWl Al ey e BPA W50 8

call?
3 | Yes E o | 3
0 | No | 3% |0

If ‘no’, specify any additional comments here:

U GBS DS g1 saa NS 13

INT: <Answer this question only if the Mystery Shopper is

calling as an existing customer>

5. Did PBA ask for customer details for the purpose of
verification?

Gty g pd) guall IS Joa h 5b Jigeall 1A 0 o gn) s ialy

. (s> Q0 jS
TRUN o ey e 3l Adapall Jpalish cepBA S da 9

3 | Yes D i |3

0 Ino O % |0

NA | Not Applicabie (N/A B bkl 3

10. Did the PBA proceed to listen to (or probe for) the Flias [J5S A (e eailuVh ) plaia¥l pRA D a3 s 10
customer's query/grievance/complaint? Fop b a8

No, the PBA did not do this at all

P e PBA J) &l dady o1 28 0

Yes, the PEA did this to some extent

L da I PBA ) L) Jad sk cand 1

Yes, the PBA did this

PBA ! &Il Jad Al cpns 2

Lalal PBA ) I3 Jud S cpas

. Soft Skills & Telephony Skills

—|O|& 00

Aol CNLETY) O e g Apad B ) gt 7

.1 Hold Procedure

ORI Gledat 6.1

0
1
2
3 Yes, the PBA did this a lot
E
6
1

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

55 i A Ol T i 0 o S At pRA JHalilu e 1
IV a6 Seda y U "4 plkall Dl pladt e Cilaa S

on hold?
3 | ves O ps | 3

+
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E. Soft Skills & Telephony Skills

Ll cNLal] O sy djadil) i gl 2

If ‘no’, specify any additional comments here:

sUa Adla) Slhjlal o) s2a ST 13

iy N

NA | Not Applicable (N/A) O Sk,

2. Did the PBA speak with anybody else prior to placing LT L dsleny I8 AT yadlas PBA JVpSS 04 2

you on hold?
[0 | ves O ] 0

i 3 | No O 38
if 'no’, specify any additional comments here: Y e I T

NA ki ¥ X

Not Applicable (N/A)

=1

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

O A8 JBEITPBA JU S5 Ra 8 b ) M e Gla) 1l

for over 60 seconds (i.pd 60
3. Did the PBA inform you that he/she needs more time A e ety iyl e adall y Fypadl pA S et a3

and apologize for the same? * e
3 | Yes O pui | 3
0 | No m % | O

if 'no’, specify any additional comments here: U Uil Slidad gl aa MHSY L)
i b

NA | Not Applicable (N/A B ) L
6.2 PBA Attributes PBA Jl Shas .2

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

el 830 Ja S aa PBA 1 Bk S 8 IS ) faa® A1 ]

1) Active listeni kills;

Byaill £ladet G Mg 1

0 No, the PBA did not have this attribute at all

() e pBA Y 2R3 Jady al NS 0

u
1 | Yes, the PBA had this attribute to some extent O Le sa APHA D Jab 38 e 1
2 | Yes, the PBA had this attribute B4 PBA ) 2L Jed 38 cpui 2
3 | Yes, the PBA had this attribute a great deal O Ll PBA 1 A3 Jad 2B (pms 3
2) Effecti ioning ski Sl b gado) Sl s |2
0 No, the PRA did not have this attribute at all D oY) e PBA J AR Jady a8 0
1 Yes, the PBA had this attribute to some extent D laaa JPBA JI AR dad i el 1
2 | Yes_the PBA had this attribute B PBA J) 2lli Jai 3kl mi 2
3 | Yes, the PBA had this attribute a great deal O LLGPBA J AL Jad Skl pas 3
3) Confident: By .3
0 No, the PBA did not have this attribute at all D LY e PBA JV U3 ady ol LS 0
1 | Yes the PBA had thi ibute to some extent 'l Laaa JNIPBA J) U e Sk s 1
2 | Yes the PBA had this attribute &4 PBA Ji 255 Jai 3 . an 2
3 Yes, the PBA had this attribute a great deal 0O LabPBA ) 203 Jad 4 s q
4) Professional: i e 4
o Ng, the PBA did not have thi ibute at all D DY e PBA J b Jedy ol (S 0
1 Yes, the PBA had this attribute to some extent [:] bada , JIiPBA J) & Jad 4 o ael 1
2 | Yes, the PBA his attribut B4 PBA JI I Jab 3l cans 2
3 | Yes, the PBA had this attribute a great deal . Lt PBA_J) 15 Jad 3 .pa
4
+
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E. Soft Skills & Telephony Skills T Al SN Sl e g Al il S el 2 |
5) FEriendly: 489.5
0 Ng, the PBA did not_have this attri at all D by e PRA b 2l Jady ol K 0
1 Yes, the PBA had this attribute to some extent D e dn JIPBA JV U5 Jad Al et 1
2 | Yes the PBA had this attribute )4 PBA J) 53 Jad ikl ax 7)
3 Yes, the PRA had this attribute a great deal D Ll PBA b 00 Jad SRS e 3
6) Used simple language & phrases: ' b Jaa g Slal el 6
0 No, the PBA did not do this at all N Y1 e PBA ) 83 Jady o3 S 0
1 Yes, the PBA did this to some extent D b oda JIPBA J) o3 Jad Sl ol 1
2 Yes, the PBA did this o PBA Jb 3 Jad ai ae)

3 | Yes, the PBA did this a lot | Ll pBA ) &5 Jrb ak pns
” g:ﬁ:::umagtt r::n?tu e:i’e? sitive. friendiy & pbanyg g3 #13 h ple Sy (lagl ohd) o Blay 7
0 | No, the PBA did not do this at all O Y1 e PRA J) &5 Judy ol 38 0
1 Yes, the PBA did this to some extent D e da JIPBA J) oU3 Jad 2k (el 1
2 | Yes, the PBA did this A PBA b &l Jad 8l el
3 | Yes, the PBA did this a lot Il L PBA b &5 Jad a8 e
8) Used positive language; dplag) Aa Seaiey 8
0 | No. the PBA did not do this at all O FALYI Ll PRA J) &5 Jedy o8 S 0
1 Yes, the PBA did this to some extent D Luda SOPBA Ji Al Jed 2k gl 1
2 Yes, the PBA did this E PBA J) i) Jnd 2k cans o
3 | Yes, the PBA did this a lot O Lila PBA () 3 Jab 48\ ne 3
9) Qverall, Was ‘Customer Friendly"; 20l pa [ Qi ple JSi .9
0 | No, the PBA did not do this at all | ABYI e PBA J) 55 Jaiy o S 0
1 | Yes, the PBA did this to some extent O la ta PBA ) D Jed 3B anl 1
2 | Yes, the PBA did this | PBA Jb 3 Jab ail ni 2
3 Yes, the PBA did this a lot |:| las PBA ) &l Jad 28] 1 an 3
1. Qverall, rate the PBA g - - § F E— F
on: o §1 g éi © tf s |‘E I‘E ot A PBA U e S5
A) Greet.lng: e < & . S % . -“2‘1—(‘"& : L .
{NT: Circle a number e ¥ ,_,-'ﬁ 5l g} sl
anciute, a elevant Ell é é é Lé_l glald é o BES e S sl
B) Extent of Customer Z —2—_ E 4 —é_ E_ —é— E Z _l- gy e ol ALyl e (o
Eocus & Friendliness: _Q_ g g E g g _D_ Q Q _D_
C) Soft Skiils & 1 2134|5543 |2]1 Sl s y Addadt b el (D
Telephony Skills Q g g g g g D__ g g g - ;,I ] !5'!‘
5
+ . +
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F. Answer this segment if: MY a8 S b e adl 13 e Ala) a3 o
A)Application for a new product/service: s Aad gl el -]

b) General enquiry relating to a specific product, Lana e g) Asdd gl plieg Mala ple laiial -2
service and/or facility: LN e Al e -3
¢) Other purpose of call
7.1 Information provided, Product Knowledge & o s - =i R
. : LY 19 piiall 06 Admall cAadial) Sla glaall 7,
Cross Selling o & d O Al = 7.1
1. PBA provided sufficient detail to the customer, with a . y N ol RS .
. . T Oy A ks o PBAJ! et i 1
clear explanation of the requirements/ eligibuity - J;S f_\;‘_]); .e’;]‘ ':T')J !1/&')‘]:‘ et / :hl.,, o)
criteria/ documentation needed for this particular « - = s
product/service. tT
0 | No, the PBA did not do this at all O Y e SIPBA J ks al S 0
1 | Yes, the PBA did this to some extent O L 2a M A5 PBA ) Jad 3B e 1
2 | Yes, the PBA did this B4 APRA e W aas | 2
3 | Yes, the PBA did this a great deal O 48 JSk GPBA ) b Bl pei | 3
2. PBA provided a clear and thoraugh explanation of the Oz B D ghadll e Sy maly 7 5IPBA JlpaSadl 2
steps that shall follow in terms of: e e al
1) Process: : Aplaldl (1
0 | No, the PBA did not do this at all O ST o IPBA S iy al 3S | 0
1 | Yes, the PBA did this to some extent O L 3 )l PRA JI Jeb 3K an 1
2 | Yes, the PBA did this d AUPBA ) Jed a ipai | 2
3 Yes, the PBA did this a great deal ([l ot JSA, IpBA b Jad Al cpas 3
2) Yime taken; 1§ hSuaal) i gl 2 |
0 No, the PBA did not do this at all D a1 e JADPRA 1 Jady o 31 0
1 Yes, the PBA did this to some extent | L da O3 PRA ) Jad al el 1
2 Yes, the PBA did this E ALPEA Ji Jxd 2k caas 2
3 Yes, the PBA did this a great deal O oS S0 AUPRA ) Jad dB Lans 3
3) m uch as mentation): :(al;'ﬁ.u.s_\_&.)aukl.(a'
0 No, the PBA did not do this at all O (ARYY e dUPBA J) Jady o S 0
1 | Yes, the PBA did this to some extent O e aa A i PBA I Jab Sl ipa 1
2 Yes, the PBA did this A SDPBA J Jad Akl cand 2
3 | Yes, the PBA did this a great deal O oS (S0 dlpEA i Jab 2l iaus
3.  The PBA was able to clarify any questions the customer " 201 2Lyt - . - e .
oy i | 3ppA oS a3
had: S e e Jm ol mriayi Ao DOPBA
0 | No. the PBA was unable to do this | 413 JuiPBA Jf gl o1 3S | 0
1 | Yes, the PBA was somewhat able to do this O Lo 32 ) &3 Jad PBAJ) plisied Sl ani | 1
2 | Yes, the PBA was able to do this | A3 JaIPBA ) pliatall el [ 2
3 Yes, the PBA was very able to do this O oS Sl A5 JaEPBA ) p Ut B cpas 3
Not appllgable - ‘ - ,l 2 w ‘w] 1;‘_‘ i -, > '.l.‘l -t ‘J' \f
N/A | {Interviewers: Chogse this gption only if no Q e N e | e
uestions were posed _—
4. The PBA was able to explain the points of N e . o
differentiation and comparative advantage of the [l Sy el W Shieall 7 0 fPBA Hplsiut ol g
product/service (Versus offerings of local competing (il Llaall Syl pasis iy pall i) deradl
banks):
0 -| No, the PBA was unable to do this Al JaIPBA Jf pliag al S 0

"



to questions posed

+ +
1 Yes, the PBA was somewhat able to do this D Lo sn N1 A JadPRA 1 flkie) 3B cand 1
2 Yes, the PBA was able to do this [:] A1 JebpBA 1 plbiesiadl cans 2
3 Yes, the PBA was very able to do this | S S8l Gl JadPBA 1 pliadt i cani
Not aggltgablg . “ e i adh LAty Gat - :.;‘) s b w
N/A | (nterviewers: Choose this option only if asking E Lo g n Ll 2
| i i (e iy =l | s
, about a sEeaﬂc groductésemce
5.  Please rate the FBA on each of these attributes: Sihant 038 e dan KU, PBA Y ad . sy 5
1) Effort to fulfill the purpose for which the call . . .
o) # oy Se e A (Riadl sgadl Jo (1
was made: 2 2% 20 b (1
0 Na, the PEA did not make this effort/possess this O 8 Aaall 038 Say Y f gl 13 PBA J) als a2 NS 0
attribute at all iy
Yes, the PBEA made this effort/possessed this attribute . o ; P
| n ] | \ '
1 | 10 some extent O 2 ) oia Sy b/ 2ol PBA J 48 e | 1
5 Yes ‘th;ft PBA made this ffo ossessed th E dad) 02a Dy gh [ agadt VigPBA AR Ll 2
3 | Yes the PBA made this effort/possessed this 0 g8l dandl) o3a By g [ 3ol IEPBA O a8 i s 3
attribute a great deal &

2) Extent of product/service knowledge: sAaddl [ piialy 48 mall sae (2
0 No, the PBA did not make this effort/possess this 0 A6 Aand] 036 ey ¥ [ 3gali 13¢7 PBA JV phy o 38 0
attribute at all ey
Yes, the PBA made this effort/possessed this attribute . . . o

L 1 ) oo A, | I 2l Al

1 | 10 some extent O vaa ey o /32l 130PBA Al e 1
Yes, the PBA made this effort/possessed this - . . .

2 | eeibote X Loudl o3 dlliey b / 3g2lt 33PBA ) pld 2] caas 2
Yes, the PBA made this effort/possessed this JEl Al p3a By b / gadi MPBA ) ald A us

3 . | — 3
attribute a great deal ﬁ'&

3) Cross-Selling effort/attempt made: L ALE) Al Jal G Ayt A glaadl g Jglealt gl (3

0 No, the PBA did not make this effort/possess this a S Aanall 036 ey ¥/ 2431 13gs PBA ) gy o 43S 0
attribute at all ESInY
Yes, the PBA made this effort/possessed this attribute 5 e Ny .

1 !D ome extent D A i ‘él PR cﬂ.u;z » [ gt ppBA M AL} il FrE] ]
Yes, the PEA made this effort/possessed this . . . a .

2 | etribut Bq Aad) 03a dlhigy gb / g2t 13PBA J) a8 2] cans 2
3 | Yes the PBA made this effort/possessed this O U Aand) 03a ey b [ 3galt 3GPBA J a8 AR cpns 3
attribute a great deal I

Not Applicable R I T T .
N/A | (nterviewers. tick this option enly if crass selling was | [] L ‘”T“Ja "" :;f 2= 'T’P.I' ) "T".. -1 -j

not possible due to the nature of your inguiry} — e cross selling o S5~ o | Semdy
4) Provision of adequate explanation in response

da gohdl AU e 1oy Mgl 2 AN Al (4

0 No, the PBA did not make this effort/possess this | e danddl 234 iy ¥ £ agatl 133 PBA b ply 1 WS 0
attribute at all Ay
Yes, the PBA made this effort/possessed this attribute 4 : ; P
1 | 1o some extent P U | ] 1 e il i iy ga / 3gall 3PBA ) ol 1 opes 1
Yes, the PBA made this effort/possessed this - ; : PR
2 i E j......l\ -:u ey e [ agall \.'IHPBA J ‘,.L: ARl el 2
Yes, the PBA made this effort/possessed this GEs Al oda Al ub [ gl MPRA 1 a0 A1) s
3 . 4 3
attribute a great deal 2
Not Applicabl LN ia Ll im o Ae e Ay aio s \
M/A | {Interviewers: tick this option only if no further 4 e e R hfh.;, " ..'."'fh ',|)_,n_im ‘_1 . —j
guestions were posed - (Al dinl 7 ) £ | Sy
7
-+
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2. Overall, rate the PBA
on:

A} Product knowledge &
infarmation/assistanc
e provided:
INT: Circle 3 number
from 1-5 for each

attribute! as relevant

ol wd PBA ) ad e EI 2

=
=
=
i)
by

Poor
Average
00

=
i el St A ed)
_'1]\ ;_;;,‘__—‘_';IJ + ailanall

- : :
pnidal) W3 6 30 wa) rhal
Lol Uiy . Ao JSI 5 N1 1 e

Bi Cross Selling: :Cross Selling (==

O |D|u1

10
|D|N ID'“
O 10w

(m I m B

IO ([0 | veryPoor
I"E]Im |DIU1 Very Good

O O 1

{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 scape/almost no scope for cross selling]
Lia K laa s Sy 5 e s I e in i e i Zaaldl o0 13 Bee V12 Cross Selling/as sl = pal Vi 1o gl
{Cross Selling— '« = A o

G. Answer this segment if the ‘Purpose of Call’ was to O Ml Oa gl AN 13 5500 1 e qual f
express customer Complaints/Grievances: Okl Slalls /g iy ald
8.1 Complaints & Grievances LS g 5 glSED g1
1. PBA demonstrated active listening skills when the AL e S8 loie Iyl pLGL G jige PBA ! ekl 1
customer was relaying his/her complaint: C Vol S
3| Yes O asi | 3
0| No | 3% |0
tf ‘no’, specity any additional comments here: sLih sl Cilkdad o) daa JTHEY 1
2. PBA made a concerted effort to understand the s -
5l
complaint/grievance: AL 5 52 ol S 322 PBA J P62
3| Yes O x| 3
0| No O 3 |0
i ‘no’, specify any additional comments here: Lid Lo kT g) dam TN 1Y)
3. The PBA clearly explained each of the following to the 2ol G e K r iy PBA @ 3
customer: 58 30 a3 Al Ikdah ML g s iadl gdal GAT) rduaks
INT: <Select either yes or no for each of the focus areas> 8 A Saatat ial S b ! i}
1) Complaint Resolution Process: g gsal Aalles/ s Ale {1
3| Yes | aa | 3
0| No O % | 0
if 'no’, specify any additional comments here: Us bl Slihes g asa (3S" 1)
2) Time taken for resolution =l dalaa / Jal (3 Al gl (2
3| Yes O o | 3
0| No O % | 0
If ‘no’, specify any additional comments here: (A ial Ciliyled 1 ada "NST VY
4. The PBA possessed adequate knowledge of the e Gl atand la ddan] 5 saall il | 1€ 5
complaint resolution process: 15 820 ApllaJa Dilaad 2ol By PBA SV S 4
0 | No, the PBA did not possess any knowledge E] di me JIPBA SIS0 38| O
1 | Yes, the PBA possessed a little knowledge D %PBA J Ay el 1
2 | Yes. the PBA possessed knowledge O s PBA J) iy ani | 2
3 | Yes, the PBA reat deal of know | A pal g JPBA N llis i |3
5 Please rate the PBA on each of these attributes, on a scale 5ol 1 e ea e AN Ll B G, PBA Jl ad sl LS
of 1-5; i g 4000 sl e ddaas JS1 51 (a ) g 35003 22) taaly
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