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PROJECT: Money
SHOPPER CODE DATA ENTRY EDITING | SR8
Name Number | Name Number | Name Number ‘3%[0
23 Moh HEEEE
Ll A D g i Syl Sas
a3l o gy a! A JOT
HEEE
A. Details of Call | TN A& Syl -1
Bank Dhofar [ X i Ay
Bank Muscat [l Ladoaa Al
National B Slaall ke g S5 )
1. Name of Bank to which ational Bank of Oman D S PR VU PW R |
- call was made: HSBC-0I8 D HSBC-OIB i T Jaiy!
Bank Sohar | Jaea iy
Other Bank Specify: (2a) oAl oy
2. Call Centre Number Quqq W \ WYL S e s,y L2
Date | Month Year Lt JYVCURN P
3. DateofCall My 3
It o] &l2]of1]3]2]o0]a]3] | |
Hours Minutes il Sk Luadh
4. Start Time to Call \ l l L | l t eyl sy 4
S. Total Duration Call Hours " Minutes Sl Slo Lt i sV iy f gana L5
INT: FROM POINT OF ANSWER BY Os AaY! ABal Ga) shaly
PHONE BANKING AGENT ia il Jpe b
ke bl .
{PBA), UPTO COMPLETION o o . _,
OF PHONECALL) O # ‘ (ARl 514t
06:00-09 am [l rlaeall 4 09:00 -06:00
09:01-12 am rlaalt 41200 —09:01
6. Time Slot During which - - \"’ doan SU A E 6
: ":l‘e ° : & 12:01noon-03pm O sl L3 03:00 —12:01 .
call was made: chal 5 oh Cib el
BINT:  SELECT THE 3:01-6pm [0 | st ebadt 3 06:00 — 03:01 dﬁfm:‘f" S
RELEVANT TIME-SLOT, [ O Ll 50900 — 060 S et L
ACCEPT SINGLE ANSWER, Ji-2pm sluddl 3 09:00 — 06:01 A Juail Uy
$aaly Ly
09:01-1am [0 (o e s; 01:00 - 09:01
1:01-5:59am O | sw bl ,i5:59 - 01:01
B. Purpose of Call JuatVl A
T
General Enquiry Query Code (I3l 34y ..
. . Product Name: —_— fmiiall ) | e o
regarding a specific - O f e e s e A R I |
) INT: (Insert | 0o &) ol | e ; -
Product / Service from list) (A (.)_u:u. Laai/nie
of Weadl S
2. Application for a Product Name: Query Code | {13 Sy (i)
New Product / uct Name: oy . Al o) o Jpaall il 22
: INT: (Insert | O J33) 1Galy | — Nt 3 i f
Service from list) (- 2at (F)ara Lad/ntia
3. Complaints / Complaint Cc::l;}(lNSERT FROM (Al (e JR) 5 E20 e,
Grievances PUS PR LR
4. Other Please Specify Details: (pealdd 233 4y ) g4 1

N
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C. Appraisal of Interactive Voice Response (IVR)
system:

(IVR) Lol 25 poall &l o5 ol 1

4.1Appraisal of IVR system; Lo WS 45 yoal) Alaina¥! olB apdig 1
1. How would you rate the IVR system in terms of Lali e dolelEll 40 yeall i Jlai of ) Sy S 1
Ease of navigation & user-friendliness? alaai ) ¢ SN A g
0 No, the IVR was not at all easy to use D S DI e e U 45 oall L0 20 T 0
aladdly
] ke JE2Ma 3o 1 Ale il A0 peal! Ala Tl AAT CAS Laal
1 | Yes, the IVR was quite/reasonably easy to use D L e ,-;M“J-:T ..I: 1
2 Yes, the [VR was easy to use g ST s Al i A5 gl AT p S s 2
3 Yes, the IVR was very easy to use D AR (B Ty e Al Ll 25 ol Aoty A A i 3
2. How would you rate the IVR system in terms of Galh e Glelidll A5 pooll Laduyl glas caiead ) A€y S 2
clarity of instructions? $iagdelll 7 gy
Q | No, the instructions were not clear at all D Y A Al g Dl GG W MS T O
1 | Yes, the instructions were quite/reasonably clear D da) y ) e JEd /b 2 ) Sladadlt SIS s 1
2 | Yes, the instructions were clear E Ao g il Silalaill o pai 2
3 | Yes, the instructions were very clear O fap Ao g 208 Slaglaill pei | 3
D. Greeting ya ol &

5.1 Greeting & Purpose of call

JuaY) e o Al y a1 5.1

1. Once you selected option ‘9’ on the IVR, |2 € ¢ ¢mngda etV alhi 579" Joda¥t @ pbal gl 1
(“To speak to a call centre agent, press (Mention 38 ga il pa pa AT e i A ol
9”), how long did it take for you to speak of it 2da) | D0 8l (e o8 ("G dakal / ZYLTYI
to 3 PBA? seconds or (36 TPBA ae iaalll
INT: Specify duration in the space provided minutes) (BUanalt Aablisalt b gl 3a) 1 aly
INT: Answer this guestion only if you selected the ‘Call back’ Baglan’ Juadal & LS S B BEE Jga) 130 e 0 gla) tlaly
option via the automated voice service (A Cpealt ati e " Y
2. Were you called back by a PBA? PEA JB ek aYiddel g a2
3| Yes O |3
0 | nNe O % | 0
If ‘ne’, specify any additional comments here: *Note to uﬂa&ﬂ aliade® (UM LMl ST gl dda TS 1S
interviewers: This is not 3 mandatory field. Please fill in adla) Clliadhall Sam ol Ll 3l 1ae ddaYl Jis
any additional observations, if relevant. Otherwise, leave B e gl b 42 U ALYT S STy adeall Sk
blank. This applies to this option for all future questions. A Slla Yl Allaiall ) LAY
T MR = B3
3. On picking up your call, did the PBA wish you, ‘Good LAl mlea” ol AGPRA J A6 b ddeledt Haby ga 3
morning/ afternoon/ evening’? Al plna famma
5 Tves = mE
0 No D “ [0
i ‘no’, specify any additional comments here: LA LD Clided g) aan ST 13
4. Did the PBA greet you in the same language you Aol alas 3 L5 580 Al 4Gl i pBA Vb ey e 2
selected through the IVR system? fide Lih A5 yoall
3| ves b i | 3
0 | No a % | 0
if ‘no’, specify any additional comments here: U Ll Slhlad ) daa (S A
2
+ +
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D. Greeting ——a Al &
5.1 Greeting & Purpose of call Jua} G o2 Al g ia A0 5.1
5. Rate the PBA’s greeting on his/her level of (1 G 5 o 8,PBA J s 5 oB 5
courtegusness:
0 No, the PBA was not at all courteous |:] S e PRA Ui oS Al 0
1 Yes, the PBA was quite/reasonably courteous D Qi JE20 f e 2o 3V 30 PBA ) 58S gl 1
2 | Yes, the PBA was courteous O o PBA ) SAS cani
3 Yes, the PBA was very courteous 12 32 PBA J 08 cami 3
6. Rate the PBA’s greeting on his/her clarity & pace of (1) xiyy 4s3S 3 Gy PBA Jl snsipB 6
speech:
0 No, the PBA did not speak clearly & steadily D ISy 7 g gs PBA ) plSy ol 38 0
1 Yes, the PBA spoke quite clearly & steadily D SRy £ gad gu S guhs JELy /L an AIPBA 1 oS0 sl 1
2 Yes, the PBA spoke clearly & steadily D JIe g £ g0 PBA I A ian 2
3 Yes, the PBA spoke very ctearly & steadily E Jiie g faa mly JESUPBA JI 4K el 3
7. Did the PBA intraduce himself/herself by name? faafls (uii e BPA Jl e Ja 7
3 | Yes E pi| 3
0 | nNo D 9 | 0

If 'no’, specify any additional comments here:

(LA i) kil o) s, "SM

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

ALy e e ledlaYL Sl aay e BPA S8 6 B

call?
3 | Yes k1 pi f 3
0 | Ne | 210

If 'ne’, specify any additional comments here:

tLia Aol Cliydat o) as TS KA

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?

oty o) (Fguddall G R b B D) 13 e Gisla) daly

. (o> g S
Sl e i g B gl palt Jpalith cePBA JHJ a9

3 Yes O pai | 3

0 | No O 3 |0

NA | Not Applicable (N/A) 4 (Y i'!

10. Did the PBA proceed to listen to (or praobe for) the kS fJ3s (D BV ) $lSY1 PBA J a5 Ja 10
customer’s query/grievance/complaint? MUTTR T

Ng, the PBA did not do this at all

SN e PRA ) D Jady o (38

Yes, the PBA did this to some extent

L aa JIPBA J) &1 Jad 4B el

Yes, the PBA did this

Wi {0

Yes, the PBA did this a lot

0
1
PBA J! &l Jad ikl uni | 2
Ll PBA ) &3 Jad 3B caas 3

E. Soft Skills & Telephony Skills

—( &, 0|00

i)l LTl O ey Agadlll O fgall

6.1 Hold Procedure

IV st 6.1

1. Did the PBA ask, “May | put you on hold briefly, while

| get the required information?” prior to putting you

O9SY e A OB T o 0 ) i et PBA ST LA 1
LIV A S daiay Ji 1 plledll Sl sladl o iaa 33

on hold?
3 | Yes (Il o | 3
0 | No O 3% | 0
3
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E. Soft Skills & Telephony Skills ]
If ‘ne’, specify any additional comments here: U Ahlal Sliyted ) 3am NS 13
NA bl ¥ i
Not Appljcabie Ao GMQW E Ry
2. Did the PBA speak with anybody else prior to placing LI o A ey Jd DAl jadlas PBA JIASS e 2
you an hold?
0 | ves O a0
3 No E w3
If ‘no’, spacify any 3ddjtional comments here: Tha bl iided g1 dda MESM 4
a Y b
NA | Not Applicable (N/A 0 il Y -
INT: Answer this question anly if the PBA kept you on hold O AS) JEITPBA Jb &850 Jla A hid ) 12a Lo wigla) tdialy
for over 60 seconds (445 60
3. Did the PBA inform you that he/she needs more time Hb e Nty Zdgl e nadl y iy p e PBA J et Ja 3
and apclogize for the same? Y
3 | ves O i | 3
0 | No 4 3|0
If ‘x‘f speciE gny fditisnalgumments hege: : { U A 8Lah Sl o) san S 1)
1
Cudaly Y ¥
NA | not Applicable [N/A) O oy ¥ e
6.2 PBA Attributes PBA J) Slau 6.2
1. Setect ‘'yes’ or 'no’ based on whether the PBA fulfilled el 038 e S e PBA J) B a3 NS ) M 1 1

each of these attributes:

1) Active listening skills:

Jap il plaiad¥l Sl 1

0 No, the PEA did not have this attribute at all O DB e PBA ) D Jady o (26 0
1 | Yes, the PBA had this attribute to some extent (| Las JPBA () I3 Jad ail cpas 1
2 | Yes. the PBA had this attribute O PBA J) A Jab 4l cun 2
3 | Yes. the PBA had this attribute a great deal 2 LS PRA ) 483 Jad sil cpa 3
2) Effective questioni Kkitls:  Jadll il sadal) Sl Aps .2 |
0 No, the PBA did not have this attribute at all D Yl e pRA J) A Jady ] LS 0
1 Yes, the PBA had this attribute to some extent D i JIPBA ) 3 Jad dl aal 1
2 | Yes_the PBA had this attribute 23 PBA J Al Jab 3&! 2
3 | Yes, the PBA had this attribute a great deal O WAIPBA_J) I3 Jad 3 e 3
3) Confident: 9.3
0 No, the PBA did not_have this attribute at all O oY) e PBA JI 3 Jaiy U8 0
1 | Yes the PBA had this attribute to some extent B Laa JPBA J A3 Jai ai pa 1
2 | Yes, the PBA had this attribut & PBA J A Jai ikl .pal

3 | Yes, the PBA had this attribute a great deal O WLGPBA ) 453 Jad 4id pai 3
4) Professional: S 4
0 | No. the PBA did not have this attribute at all ! DU e PBA JI AU Jeiy o] (S 0
1 | Yes the PBA had this attribut xtent O e da  JPBA J1 Al Jad 4k s 9
2 | Yes the PBA had this attribute Bd PBA J) dli Jab 3B cni

3 | Yes, the PBA had this attribut at deal O ksl PBA ) 203 Jub b1 pai




+ + +
E. Soft Skills & Telephony Skills [ i) VL) Gl gy daidd) G jgall z
S) Friendly: A8y .5
0 No, the PBA did not have this attribute at all D (kY e PBA J1 2l Jady o) L3S 0
1 Yes_the PBA had this attribute to some extent D e da JIPBA ) 2U3 Jad 2R Laal 1
2 | Yes_the PBA had this attribute X PBA ) <l Jad i .,u 2
3 Yes_the PEA had this attribute a great deal O beiai PBA I olld Jad ik vant | 3
6) Used simple language & phrases: o Jua g SlalS Jeaded L6
0 No, the PBA did not do this at all | Y Lo PBA ) G Jady ol IS 0
1 Yes, the PBA did this to some extent D Le da JIPBA (Jhdlld Jad ail el 1
2 | Yes, the PBA did this X PBA I &S b il i | 2

Yes, the PBA did this a lot O Lalal pRA (J) 3 Jab 381 ¢ pus 3
7 eOnvtel:':;Lia::?ir;tayre:: positive, friendly & ey g3y o1 ) opte S et pis) e ks 7
0 | No, the PBA did not do this at all O XY e PBA J & Juiy ol (S 0
1 Yes, the PBA did this to some extent D Lda JPBA J 3 Jed Al cpal 1
2 | Yes, the PBA did this K PBA Jt &l Jud 2l cpui | 2
3 | Yes, the PBA did this a tot O | Ll PBA ) &3 Jad 3] ¢ pu
8) Used positive language; § Ayl 4 Jainy .8
0 | No, the PBA did not do this at all O SR e PBA J &l Jady o1 (38 0
1 Yes, the PBA did this to some extent D Lo aa JIPBA J &3 Jad ail (s 1
2 | Yes, the PBA did this x| PBA J) I3 Jab Sl (pa 2
3 | Yes, the PBA did this a lot O Ll pRA 1 2L Jad S0 caa 3
9) Overall, Was 'Customer Friendly”: 1ol pa 1393y G e Jih 9
0 | No, the PBA did not do this at all . S e PBA ) Al ey o 38 0
1 Yes, the PBA did this to some extent R e aa JIPBA 1 3 Jad il vpa 1
2 | Yes, the PBA did this O PBA J1 13 Jab skl ipai 2
3 | Yes, the PBA did this a lot X L PBA J) 13 Jad ol i | 3
1. Overall, rate the P8A 'g'i & EARE 3
on: ' 9 El g g S tE b |,E- |~E sy d PBA 18 e S
A %.:Teze_tilrr::lg-: a number 3| < > i) N e 5;‘—%—.:_;(-':*‘-'
bt o elevan é é é él é é é é é é e
B) Extent of Customer Z _g— —3— Z E E E— E' z _l— s glly g3l alaayl oa (o
Focus & Friendliness: D D D D E D D D D D
C) Soft Skills & 1 2 3|4 |515|4|3|2]1 Dl e g ddaadl b el (D
S— O/ ooaxooinn el e 50




+ + +
F. Answer this segment if: eyt a1t S Jla A e Sall s e LYY S -
A)Application for a new product/service: 3uaa dead g miie b -1
b) G.eneral Eﬂquir\,_v‘relating to a specific product, Cpme Sl ) Aaris ) iy Glaa ple il -2
service and/or facility: S e 3l e g -3
c) Other purpose of cali
7.1 Information provided, Product Knowledge & i - i .

. ) oz ) g 7 Vol Al | cdadiall Dls plnal)
Cross Selling AVl e )y Fiall o 4 aadt ¢ Slagiaall 7.1
e e e T
. . : Ll i) agd e o il /Al el / Zilalall
criteria/ documentation needed for this particular & e /Ayl ol e
product/service. -
0 No, the PBA did not do this at all O SOyt o AUPRA JI Jady o S o)
1 Yes, the PBA did this to some extent O Leosa ) 5 PRA I Jub 2B s 1
2 | Yes, the PBA did this | AGPBA J b 4l pes | 2
3 | Yes, the PBA did this a great deal O et UL SGPBA I Jaball i | 3
2. PBA provided a clear and tharough explanation of the O i Al pladll e Wity el gy 2SPBA I padadl 2
steps that shali follow in terms of: s e ad
1) Process: agbeadt o (1
0 No, the PBA did not do this at all D SR e dPBA ) Jedy &l (28 0
1 | Yes, the PBA did this to some extent | Lo aa 0 5 PBA JF Jad AT cpa 1
2 | Yes, the PBA did this | ALPBA ) Jud il pai | 2
3 Yes, the PBA did this a great deal D 28 JSly ABPBA ) Jad Sl el 3
2) Time taken; 2 Al =yl (2
0 No, the PBA did not do this at all D Y e SIPBA JY Judy l 23S 0
1 Yes, the PBA did this to some extent D Leoda ) Ol ppA ) Jad Al s 1
2 | Yes, the PBA did this [ AUPEA ) Jad il ipns 2
3 Yes, the PBA did this a great deal D oS S JBpEA ) Jad okl s
3) Requirements (such as documentation}: s(aladiadt (Bla) Clallals (3
4 No, the PBA did not do this at all O SR e AUPEA J) Jady o 138 0
1 Yes, the PBA did this t@ some extent D da Nl PRA (I Jad 3kl cpal 1
2 | Yes, the PBA did this [ ALPRA J) Jab U <pai
3 Yes, the PBA did this a great deal D S JS5 APBA J1 Jad al) cpns 3
p ' ions th . : ]
3 :;23- BA was able to clarify any questions the customer (O L e ANALYY e oY mana e SEPBA S Al 3
0 No, the PBA was unable to do this D A13 JadpBA ) abioy o 38 0
1 | Yes, the PBA was somewhat able to do this O Lada 0t o3 Jai PBALY ¢ Ukiaat Gkl can 1
2 Yes, the PBA was able to do this E A1 ippA £l skl a5 2
3 Yes, the PBA was very able to do this m oS J88 AU JadpBA b flleat AR cpai 3
Not applicable U §dih il i fai el e “
N/A | {Interviewers: Choose this option enly if no Q o s el g e ',:‘:\J‘ u‘j
gugi;lgng were gosed! —
4, The PBA was able to explain the points of . e , i .
differentiation and comparative advantage of the it Juaiiy S A il 2l JPBA I gt adl 4
product/service (Versus offerings of local competing H(Aaalt Adaalt S il fpasil ) ey adt Jilie) Aeadd)
hanks):
0 No, the PBA was unable to do this D A1 JadpBA J Ay al <38 0
6
+ - +




. .
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1 Yes, the PBA was somewhat able to do this O Lo 2 D2l SadpBA O fikited) JR1 ani 1
2 | Yes the PBA was able to do this 1 Al JaiPBA ) _p Uaiadl il o ae’

} 3 Yes, the PBA was very able to do this B 285 I8 il SaipBA J) f kil Al <aa 3
Not applicable o U e ed Al v gl dai) dany .-
N/A | (Interviewers: Choase this option only if asking D - “< e I ) = ",_‘ LT
‘ e B — (4_1.- A.A...'L/La o
5.  Please rate the PBA on each aof these attributes: tiand! 028 R K S PBA J aS i sy 5

1) Effort to fulfill the purpose for which the call e e .

) was made: e £y a o A (Bkal gl Ji (1
0 No, the PBA did not make this effort/possess this D e danadl 234 A ¥/ 2gad) Vg PBA 1 alky &l (DS 0
attribute at all Lk
1 :‘:ss,;:fePeB:t r:etlde this effort/possessed this attribute D tsa dd o3 Ay ga / 3gall SEPBA ) ol il can 1
Yes, the PBA made this effort/possessed this : ; : < .

) Al pan & 11 i all .
2 | attribute Kl v Sy |2 gPBA S Sl | 2
Yes, the PBA made this effort/possessed this S Al 034 gy oh [ 3gad) 1pPBA J! pl SR caal
3 | attribute a great deal U 2 3
2) Extent of product/service knowledge: JAi) [ piialy Ad mall sia (2
0 No, the PBA did not make this effort/possess this D (o At s3a Al Y £ ggad) Vg PBA ) sky &) (S o
attribute at all Y
1 :’:s;;:‘eePeB:ut ;ade this effort/possessed this attribute D Wesa 0 Al o iy ga / 3gall 1gPBA I o8 38 o ]
Yes, the PBA made this effort/possessed this i . ; < .
' g At ala Vi T
2| attribute E o3 ALy b / sgall BPRA Jp s 2
3 | Yes. the PBA made this effort/possessed this m (S Aanall 234 Hhay 9A f agalt 13EPBA U1 pld ks 3
attribute a great deal £
3) Cross-Selling effort/attempt made: A Al Jat e & gdaall A gaall o1 Jgial) 32t (3
0 Ng, the PBA did not make this effort/possess this D o ) 030 iy ¥/ agadl 13 PBA ) aly ad DS 0
attribute at all oy
1 Y:s, t:j: PB:ter::a:de this effort/possessed this attribute D Loaa B Aad o3a liag g8 / 3gl giPBA I o3 3 s 1
2 :es _th:tPBA de this eff h m Gl 03 iy g / g2} EPBA J plE 8 ot 5
Yes, the PBA made this effort/possessed this ik dasall adn dlliey ob [ 3galt VigsPBA ) a8 4B (aul
3 attribute a great deal D ﬂ‘hs 3
Nat Applicable P el e e 2l ) R Y .-
N/A | {Interviewers: tick this option only if cross selling was | [} - M; = "b :u ” "”'."P." ) = ..5 L
not possible due to the nature of your inquiry) - e TS e cross selling o) J& » s | Seay
4) Provision of xplanation in r . . ..
" A Y ALl 13 ) ol WAl
to questions posed 2l AVl g 1) Al [ pE o (4
0 No, the PBA did not make this effort/possess this 0 e danddl 030 Das ¥/ 3gadl 134 PBA JI aly o L3S 0
attribute at all oy
1 \t(gs. tr: PB:t ;::atde this effort/possessed this attribute D Lot et ol ol gn / 0l g PBA 1 o8 il qans ]
Yes, the PBA made this effort/possessed this < : . Fara
. dacall a3 dlEy iy .
2 attribute IZI - '-‘“ P 1 g -'H-.aPBA dlalfua,u 2
Yes, the PBA made this effort/possessed this Sl Aacall sla Ay oa [ 3gadl WgPBA () a8 Jd1 (s
3 | agtribute a great deal O as| B
Not Applicable Dot him LAl e Aete aee - daldl) S .
N/A | (Interviewers: tick this gption only if no further D BN LS s N "‘_’Jf ~ ,‘j‘“iﬁ“",ll)jj < 1 =
uestions were posed - (Aot ol =~ ym a8 | Sy
7
+ +




+ + +
! 2 2:?'3”' rate the PBA 5 TR '§i _ r F |3 aipBA Jad e S 2
on: 5 i . .

Al Productknowledge& | o | 8 | & §j 2 t:- +3 |1 I'E o SR ETE I Rt
infarmation/assistanc & < gl . = 3—“-@'1'1-.' P.
e provided: e
INT: Circle a number 1 2 3 4 | 5151 4]3 211 ks A e ;ﬁ) rhaly
from 1-5 for each * el b g . da —
e ————————— m . -
attribute, as relevant g _D_. g g. _E Q._ ._.D._. g g g . FEE T WD W
B) Cross Selling: 1 213145514321 :Cross Selling {~
O00xKogdogoon

(Interviewers: Please skip Part B/Cross Selling, if not applicable. Example: Interviewer posed very basic guery about gpening a
current account and there was no scopefalmost no scape far cross selling)
Hia Ky tae Ua S aly st e T g bt ey e = e Dl ad MW Seal Y13 LCross Selling/a st & el Y sla s s g
(Cross Selling J 'w 2a b Jaa

G. Answer this segment if the ‘Purpose of Call’ was to S MJLaTd) G gl AL 1) el 1 e qual g
express customer Complaints/Grievances: Tl salallis ]‘5 _,LS&; gy Y

8.1 Complaints & Grievances Slalliill g s gAY g1

1. PBA demanstrated active listening skills when the S e B S e T Sl LAWY S Lee PBA ) JUS
customer was relaying his/her complaint: il &

31 Yes O aai | 3

0| No O 3|0

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

TUA Al Sl o) saa ST 13

2. PBA made a concerted effort to understand the

Alaillf g S8 agil A8 d pBA S8 2

complaint/grievance:
3 | Yes | i | 3
0| No . 3|0

If ‘no’, specify any additional comments here:

1A ! Sidgded o) daa MHE"

3. The PRA clearly explained each of the following to the
customer:
INT: <Select either yes or no for each of the focus areas>

ol A e Ky PBA Sz s il 3
545 33 AN DAL Cye JSI NS gf pad ylal) g2 AI) rialy

(e
1) Complaint Resolution Process: gy dgfaa/la Al (1
3| Yes O po | 3

If ‘no’, specify any additional comments here:

(A Al Siliplad o) dsa ST 1D

2) Time taken for resglution

3 | Yes

gm\mu.fguwmigt!z

i | 3

0| No

aa

“w (0

If ‘no’, specify any additional comments here:

sUa 4l CAided g} daa oS )

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

1 A Aalae/ s leal Gl By pRA JV S A 4

No, the PBA did not possess any knowledge diaa SIPBA JdBuY S| O
Yes, the PBA passessed a little knowledge A0 Ab aPBA ) tliag e |1

4 s PBA Ji iy pu

Yes, the PBA a at deal of knowl

00|00

0
1
2 | Yes. the PBA possessed knowledge
3
5

Please rate the PBA on each of these attributes, on a scale
of 1-5:
INT: Circle a number from 1-5 for each attribute, as relevant

2
G pdd oo S GBPBA i dlliay e [ 3
5

5 1 e hea Lo Gl Sleli Ty PRA JY pd cels

Uy AN Cilhoal] fya dhos JSIS-1 cpa a ) Jga B ,ik8 ) 28aly

(b

o

+




AR A4

1) Overall customer
experience for
complaint resolution:

2) Extent of PBA
knowledge on

Aallas i el 5_ua(1
edlaall 5 85

[ v | very Good

O~
-

4|3
OO

w

4
O

Jw

2
O

-~

%]

OQw
=Y
-
w

— PBA A jaa 52e (2

-~
Ow
0w
O~
O-

dalledt Glae
resolution process: D D D D A *
3} $fflog n':je:jde to ;I:rovide 1 2 3 4 5 5 4 3 2 1 e'docy Jyiuadi gl (3
ull & additiona et E et e
information: D D D D D D D D D D Al y dglal Sila glas
H. Call Closing: AN/ Jaly) sy 3
CIPBA asked if he/she could offer further assistance i) 300 bae gl Sl e ZlS /A8 U LepBA SV S
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D Greeting
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F Other questions
G Questions related to complaints/ Grievances
H Call closing
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