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PROJECT: Money
SHOPPER CODE DATA ENTRY EDITING SR. 4
Name Number Name Number Name Number
298
£ A ] | S e S ey
FT At A5l oy A ' T
HERE | |
A. Details of Call | JeaSV A S -
Bank Dhafar B s S |
Bank Muscat | Jndus 2
i Aandl ids ot Sl
1. Name of Bank to which National Bank of Oman [:] st PRPAVIC R |
call was made: HSBC-0IB D HSBC-QIB 4 g Jea
Bank Schar | s iy
Qther Bank Specify: o (san) oAl oy
2. Call Centre Number LQudqu NIV K, 2
Date | Month Year LW sl | el
3.  Dateof Call eyl sy 3
2|9 ol6]2of1]3y2fo]a]3] | | | ’
Hours Minutes adalt Sl Lt .
4. Start Time to Call I | el s Zdy g
o |1 { L I
5. Total Duration Call Hours Minutes Al Sl Lt (el Sy ¢ para 5
INT: FROM POINT OF ANSWER BY On e ABal () ridialy
PHONE BANKING AGENT 2a St :
{PBA), UPTO COMPLETION O 6| O A s r ? J’:“:ﬁ
OF PHONECALL) Al
06:00-09 am O ghmall 4 09:00 -06:00
:01-12 el 12 :01
. | am O glaall 3 12:00 -09 e i 6
6. T”::e Slot D:r:ng which 12:01noon-03pm E Sl 3 03:00 —12:01 - !
call was made: i s Akl -l
BINT:  SELECT THE 3:01-6pm {1 | sW et i 06:00 — 03:01 "'n. o8 SR 1oy
RELEVANT TIME-SLOT, B G Aliad
= [ 11 . . _ . '| . 1 s
ACCEPT SINGLE ANSwER, | 00:01-9pm O sl L3 09:00 — 06:01 Jé Jt-: UL..&I
09:01-1am O |Sa Gesiia s 01:00 ~ 09:01 i
1:01-5:59am [ | SWptad ,i5:50 - 01:01
B. Purpose of Call Jual™t G o
i Query Code | (3! oy
Genera_xl Enquury. Product Name: e (il ) | . »
regarding a specific (a h (27 PV o JAaT) s ialy O # Sl -1
Product / Service ' INT: (insert || O JS) sy (5)a2ame Lo/
from list) [ ) [onee
_— (el
. | f Query Code :(d i .
2. Apphcation fora Product Name: — | (i )
New Product / s . e Jyemall e -2
. INT: (Insert o ANy rdaly | — d N
Service from list) (i (3) i dadi/miia
3. Complaints / Complaint Cifls%{lNSERT FROM (A (3 Joat) (g 9820 G,
Grievances PAV PR LY |
4 Other Please Specify Details: (i 333 3Ls) b 1

T - DE _ Mod;f.\.U‘
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C. Appraisal of Interactive Voice Response (IVR)
system:

{IVR) 43l tith 455 seal) dsladedl sl ol .S

4.1Appraisal of IVR system:

e Ul A5 gt Alaln¥] sl apdld), 1

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

Gal e et 45 pealt e pli wil o) AiSay a8 1
#1281y R 4 ppus

g | No. the IVR was not at all easy to use 0 s P! o Lyl Ul 45 pelh L3l ol 08 o138 0
Ahadiu
! !!2‘.‘2‘ -ls_....l_JL.' a:.,:‘1tﬂr.""|i_.3 I asiatoy) aad CRS can
1 | Yes, the IVR was quite/reasonably easy to use D el A el nld r ‘J';T Q‘; 1
P -‘&h-ll
2 Yes, the IVR was easy to use D DAL g e A A o) BT S S an | 2
3 Yes, the VR was very easy to_ use E PRI A Taa e dle il A5 peall Bl RVANICQUPTE B
2. How would you rate the IVR system in terms of Ll e dle B 45 peall Ll Qs aiad ) €0 S 2
clarity of instructions? tlodatll o oy
0 | No, the instructions were not clear at all O e e Ay claglall B W NS | O
1 | Yes the instructions were gquite/reasonably clear D daudl dpiha JOS /e aa ) Slaglatll 28 Ll 1
2 | Yes, the instructions were clear E dandl § TS ZiaslaZlt and 2
3 | Yes, the instructions were very clear O a3 Aol g ZolS ielailh pas
D. Greeting wya Al &
5.1 Greeting & Purpose of call Jua™ e i A g cs 2 51
1. Once you selected option ‘9’ on the IVR, [lo Seconds Llaia¥! a0 3 9" et o Lmal ool 1
(“To speak to a call centre agent, press (Mention ‘ 38 e ik g pa plS3 10" L A le il 45y all
9"}, how long did it take for you to speak P R CCY R CF LA CE IR U QTAL- B RNERIRCH 0N |
to a PBA? seconds or (56 *PBA a il
INT: Specify duration in the space provided minutes) (el Aabndl) B gl sa) sdaly

INT: Answer this question only if you selected the ‘Call back’
option via the automated voice service

Ba gl Judial o LSh) Ja 8 Rl gl 1A e qifla) by
AW Speall Lati e ¥ Y

2. Were you called back by a PBA? TPBA JA el Juayiddei i e 2
3| Yes | s | 3
0 | No O 3|0
if ‘no’, specify any additional comments here: *Note to ) 1ppialll aBadet cLia Adlal ST gl daa (M 0
interviewers: This is not a mandatory fleld. Please fill in Aot SiBatiall dua alp Ll 3 el 136 laYY Jha
any additional observations, if relevant. Otherwise, leave S e e, VA4S A layl o O Vi alall S0
blank. This applies ta this option for all future questions. AN Sl Alleludl i Asad
3 | NA by Y |3

(&

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

3 e/ ) o ol LGPBA JH ol Ja vicbandt dlai ) 52l 3
?"_)_A'LH P11 /.l._n..d

3 Yes

ani 3

No

O

~ | O

If 'no’, specify any additional comments here:

TUh Lol St ) s NS

4. Did the PBA greet you in the same language you Wlaiul plai b g5 yiat A Al udy PBA J1 oy cay a4
selected through the IVR system? ke Ll 45 pall

3| Yes B o |3

0 | Ne O 2|0

¥ ‘no’, specify any additional comments here:

TN Al SidyleS g) Saa MSH 1Y




+ + +
D. Greeting a2 S
5.1 Greeting & Purpose of call Jual) (i o Al g Caia i1 51
5. Rate the PBA’s greeting on his/her level of : . v e . -

. 4;.11 ‘L;l]'. a8 | s
courtegusness: A A 5 2 W4PBA Sl oia i 5
0 ! No, the PBA was not at all courteous M| Y e PRA S al oS 0
1 Yes, the PBA was quite/reasonably courteous D e J85 [l 22 D TIPBA U S i 1
2 Yes, the PBA was courteous E Jd PBA () (08 cand 2
3 | Yes, the PBA was very courteous O fap 3l PBA J CAS wans
6. Rate the PBA’s greeting on his/her clarity & pace of . . P
. i 8 / YEP () afgsaadS rpagilhy PBA S um i a8 6
speech:
0 No, the PBA did not speak clearly & steadily D ey £ a3 PBA ! alssy ol 28 0
1 Yes, the PBA spoke quite clearly & steadily D JIGEt g 7 g g0 gde JL f La 2 JIPBA N IS et 1
2 Yes, the PBA spoke clearly & steadily ] JHEE Ly 7 g PBA I oS5 1and 2
3 Yes, the PBA spoke very clearly & steadily D Jiety i sl g JESPBA JI AlSS el 3
7. Did the PBA introduce himseif/herself by name? fatls (i e BPA Jl e 0 7
3 |ves  ~Yefuae X s
T
O |No O %[0
If ‘no’, specify any additional comments here: T e L TR
8. Did the PBA then enquire after the purpase of your fallladl o & e jladiu¥y S5 sy e BPA J i e 8
call?
3| ves ) |3
0 | No M| % |0
If ‘no’, specify any additional comments here: A LD ARG o) daa ST S
INT: <cAnswer this question only if the Mystery Shopper is

calling as an existing customer>

gty 5 oual Hyodiall QIS Jla (b BB Sipeddi 1 e cigla) 2aly

(bl &g S
05l iy &g o Wi jal) Jpesliih epBA S Sa 9

9. Did PBA ask for customer details for the purpose of
verification?
3 | Yes O pui | 3
¢ | No M| % |0
N . b
== | Not Applicable (N/A M S Y s
10. Did the PBA proceed to listen to {or probe for) the flld gl Al (Do Jdia¥) I} plauyt pEA M A5 e 10
customer’s query/grievance/complaint? LT PO
0 | No, the PBA did not do this at all O Y e PRA J Al iy J S | O
1 | Yes, the PBA did this to some extent O Loaa I PBA I &3 Jab ol cun 1
2 Yes, the PBA did this D PBA J! &3 Jad il cpni 2
3 | Yes, the PBA did this a lot X LcpBA Jali g il el | 3
E. _ Soft Skills & Telephony Skills | LTl VLN O e g Al S g} 2
6.1 Hold Procedure AT e al 6.1
1. Did the PBA ask, “May | put you on hold briefly, while St e B OGH lin JiE O ) ke et pRA JI L e g

| get the required information?” prior to putting you
on hold?

DY s 3 ey Jd i il Sl gt e ilias

Yes

pa 3

No

% |0

* O
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E. Soft Skills & Telephony 5kills

Adlgl) SNLaTY) il g Apaddl S gt

If ‘no’, specify any additional comments here:

T T R T TO]

—— | Not Applicable {N/A)

O

2. Did the PBA speak with anybady else prior to placing

¢ Y Ala b Hay S8 a1 jesl ae PBA IS A 2

you on hold?
22 | ves O a1 0
30 | No K x| 3
if ‘no’, ﬁct any aEditE$EI ﬂaments‘ Bere: ﬂw“{ A e T TR
NA | Not Applicable (N/A) a Kk I
INT: Answer this question only if the PBA kept you on hold Cra A5 JEASPBA JI S5 Jla B hid Jpadl 1A e wgly) 1lals
for over 60 seconds (153-'- 60
3. Did the PBA inform you that he/she needs more time A e HielyZd g e 3l Yy p 4 PBA Jldel a3
and apologize for the same? * Yl
3 | Yes O a3
0 | ne O 3 |0
if ‘no’, specify any additional comments here: g R I R T I TN
NA | not Applicable {N/A) X Rl é
6.2 PBA Attributes PBA J! <laui p.2
1 thc:;fyt?ega:zi;:::: on whether the PBA fulfilled el o3h a6 gon PBA L S Jn 3 NS M ikl 1
1) Active listening skills: Lylill p L) O lga 1
0 | No, the PBA did not have this attribute at al} O JRYY e PBA J) 3 Jaky ol (3K 0
1 Yes, the PBA had this attribute {0 some extent [:I La da JIPBA ) 23 Jad dA) 4aal 1
2 Yes, the PBA had this attribute D PBA ' L) Jad 3l (ans 2
3 Yes, the PBA had this attribute a great deal E _‘L.L_... PBA J dlli Jad 2kt con 3
2) Effecti ionin ills: Jladll il gadu) Qg 2
0 | No the PBA did not_have this attribute at all O DY e PBA J AU Jady &) NS 0
1 Yes, the PBA had this attribute to some extent D Lada JIPBA 3 Jad 2k (e 1
2 | Yes, the PBA had this attribute R PBA J) 13 Jad 2l a 2
3 | Yes, the PBA had this attribute a al a LLSPBA J) U3 Jad ai! L 3
3) Confident: &g .3
Ng, the PBA did not_have this attribute at al{ O BT e PBA J A Jak a US 0
1 | Yes the PBA had this attribute to some extent O Lesa JIPBA ) &5 Jab abl e 1
2 | Yes, the PBA had this attribute Dd PBA JI &l Jui ikl ani | 2
3 Yes, the PBA had this attribute a great deal a LlaPEA J i Jad J&0 ceas 3
4) Professional: o fiaa 4
0 | No. the PBA this attri a O DY e PBA J 5 Juiy o S 0
1 Yes, the PEA had this attri to some e t [:] e aa JIPBA J AL Jab Sl el 1
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E. Soft Skills & Telephony Skills | gl STl e y el Sl geal) g
2 | Yes, the PBA had this attribut O PBA J) 213 Jab 4kl aec 2
3 | Yes, the PBA had this attribute a great deal X s PBA JI U3 Jad 3Bl a 3
5) Friendly: ipy .5
0 | No, the PBA did not_have this attribute at all | DAY e PEA JH 23 Jads o) U8 0
1 Yes, the PRA had this attribute to some extent [:] et JIPBA U AL Jai Rl 1
2 | Yes, the PBA had this attribute | PBA b 85 Jad 3l caxs 2
3 Yes, the PEA had this attribute a great deal E Lalal PBA ) U3 Jad 2k Lans 3
6) Used simple langua hrases: Adagns Jua y SlalS Seadid 6
0 No, the PBA did not do this at all D bl e PBA ) Al Jady o (S 0
1 | Yes, the PBA did this to some extent d Loaa JSIPBA J S ded 2 o 1
2 | Yes, the PBA did this O PBA J 2ll3 Jab ail (pas 2
3 Yes, the PBA did this a lot E Ll pBA ) D Jad 2t s 3
N WWM&ML& apatang 3y #1061 ale S et sl e Bilay 7
0 | No, the PBA did not do this at all O U e PBA J) &l ey o 05S 0
1 Yes, the PBA did this to some extent D Leda JPBA <l dad ail cans 1
2 | Yes, the PBA did this O PBA J' 4l Jab 3l cpu 2
3 Yes, the PBA did this a lot E Ll PBA U <13 Jab okl cpni 3
8) Used positive language: Aplay) 4a] Jaly 8
0 | No, the PBA did not do this at all O BV e PBA I elli Jady o (S 0
1 | Yas, the PBA did this to some extent O Le ax JPBA ) D Jad 3 wpes 1
2 | Yes, the PBA did this | PBA J Al Jab 5k cpas 2
3 Yes, the PBA did this a lot E Ll PBA i I3 Jnd 3 ¢ pns 3
9) OQverall, Was ‘'Customer Friendly”: gl aa 13939 S ale L .9
0 No, the PBA did not do this at all D PBY! e PBA I U3 ady o S ]
1 Yes, the PBA did this to some extent D Lo 2a JIPBA J) 23 b ol s 1
2 | Yes, the PBA did this O PBA (J} IS Jad all «pa 2
3| Yes, the PBA did this a lot X LG pBA JF &3 Jad o) (o 3
1. Overall, rate the PBA g " a F F Ik E - o

on: o‘ 5 g l;f i1 |.F l‘E ks PBA ) i e SE 1
A) Greeting: 1%z ' o A

INT: Circle a number | ;-I,J} L,k: 3,03 awn) sl

o R R P R R R I i —
8) ExtentofCustomer | 1 | 2 | 3 | 4 % S [ 43|21 1| Ry oy s (o

ewtiendees Q0|00 /KA|O0/0|0/0,0
C) SoftSkills & 1|12 (3|4 |53|2|4]|3]|2]1 Db ey Aduiadl Db jlgalt (S

Teleshony S Oogoxrogoog e e ST

v




F. Answer this segment if:

AJA

pplication for a new product/service:

b) General enquiry relating to a specific product,
service and/or facility:
<) Other purpose of call

et G-t U8 Jla A e el 1a e a1 A4 -
futa dedd g adia il ]
ma Syl ) dedd gl pdiay Ml ale ludlal -2
AdSdb e Al G e -3

7.1

Information provided, Product Knowledge &

Crass Selling

el g piiall 6 b aad) (dasiall il glaadt 7,1

e el e e e
criteria/ documentation needed for this particular Aesislgiall g] o 330 Shatloadl /2 pull e/ ':'L‘:;‘:‘:i
product/service, T

0 | No, the PBA did not do this at all O SRV e SPBA S ek o S |

1 | Yes, the PBA did this to some extent | L as 1 205 PBA U1 Jad i) cpa 1

2 | Yes, the PBA did this [l HLPBA J Jad Gl i | 2

3 | Yes. the PBA did this a great deal &l S JSE PBA I bl iy 3

2. PBA provided a clear and thorough explanation of the Oy A gl e JalSy panly 2 PBA Jhpaliadl 2
steps that shall follow in terms of: _;:,.\ el

1) Process: pAgledl e (1

0 | No, the PBA did not do this at alt O BB e ALPBA I g S | 0

1 | Yes, the PBA did this to some extent O Lo sa ) IS PRA J1 Jab Al (e 1

2 | Yes, the PBA did this O AUPBA ) Jak il pai | 2

3 | Yes, the PBA did this a great deal Bg JaS U 0PRA b A i | 3

2) Time taken: s Aded) Sl (2

0 | No, the PBA did not do this at all O Y1 i AOPBA ) Jady ol 8 0

1 Yes, the PBA did this to some extent D Leda N AL pRA Ji Jad Al cpas 1

2 Yes, the PBA did this E AUPBA i Jad 2B} (el 2

3 | Yes, the PBA did this a great deal 0O oS JS&y SDPBA Y Jad Ak cani 3

3) Requirements (such as documentation): (S aTiecd) Jha) Cidhie (3

0 | No. the PBA did not do this at all 0O BRY e AUPBA J) Jady &) (S )

1 Yes, the PBA did this to some extent O Le 2 ) U5 pEA 1 Jad 3B < 1

2 | Yes, the PBA did this O ALPBA ! b ik caai 2

3 Yes, the PBA did this a great deal m oS Sy ALPGA () Jad LB caal 3

3. :":Z-PBA was able to clarify any questions the customer 3 gl L3 ALYI o gl e e HIPBA S B 3

0 | No, the PBA was unable to do this O &5 WIPBA J) phila ol NS |

1 Yes, the PBA was somewhat able to do this O Lo sa N D3 Jad PBAJ) §lbiteat S0 4 1

2 | Yes, the PBA was able to do this Bd Al JaIPBA i Uaiaal k] g

3 Yes, the PBA was very able to do this O oS J8) b SaipBA ) plladel W ol

N/A Tnt rvi ::r rb:le hogse thi ign enly if no g Tyl Ja AR LD Sl m _:ﬁ,%

questions were posed) -

4. The PBA was able to explain the points of fodialt Juiaily Sl Ll iial 7 -l GPBA Jl gl 3l 4
differentiation and comparative advantage of the il dglat o gl pasli G ey el i) dasall

6



+ + +
1 Yes, the PBA was somewhat able to do this E Leda M JadpBA Jb gt 20 el 1
2 Yes, the PBA was able to do this E] A SedPBA O flabealadl 2
3 Yes, the PBA was very able to do this O 28 J8dy U5 aipBA J) kil Al i 3
Not applicable e o e lad AT i el i) han “
N/A | linterviewers: Choose this option only if asking Q e L2 T ST '7_‘ ‘_“:
about 2 sgecific Eroductg‘service ' — |
5. Please rate the PBA an each of thesa attributes: Pl aih e dan S5, PBA Jlad s 5
1) Effort to fulfill the purpose for which the cal . .
e e a gl ekad IR
l was made: o A s (A R Lﬁ"*"‘ ! J ‘1
0 No, the PBA did not make this effort/possess this M Al p3a WDy Y/ sgall 134 PBA ) aly al W3S 0
attribute at all Sy
P his eff is attri o 2 : c
1 :’;.-ss,;?: BA::‘ade this effort/possessed this attribute D Lot ) et o3a ey gh /2l GPBA ) ol il cpa 1
Yes, the PBA made this effort/p hi - . . z .
2 | ﬁL:te m ossessed this m Aol ol Ulliay b / gl (BgPBA ) plE il e 2
Yes, the PBA made this effort/possessed this S8y daall 030 Aliey gh [ g2t VAPBA () k8 b cans
3 . % == 3
a ute a great deal &
2) Extent of product/service knowledge: Adaddll f miladly 48 pal) gaa (2
0 No, the PBA did not make this effo this 0 o Al 030 Jlliay Y f apall 134y PBA J1 ply ol DS 0
attribute at all kY
1 Yes, tl:: PBA r:.:de this effort/possessed this attribute D laa ) il aia Sy gp / gl 3gPBA ) o6 i con 1
Yes, the FBA made this effort/possessed this - . . J )
) 1 1) ( .
2 | amtribute O ol ol i [ 3429 i8R JpBlli | 2
Yes, the PBA made thi thi JS dacal) 03h ALy b / sgad) S3PRA J pld 31 o)
3 ~ X == 3
attribute a great deal ﬁ
3) Cross-Selling effort/attempt made: 1 ALEY) adl Jat e A5 puall Al daalt o Jgdaall agali (3
0 No, the PBA did not make this effort/possess this 0 A& Al 034 Al ¥/ 3l Vg PBA J1 gy a1 W3S o
attribute at all SEY
hi i i - . . -
1 Y:ss. t:f PBA n;atlde this effort/possessed this attribute m Laas D dadi o iy b / 3l PBA I ol il cons 1
Yes, the PEA made this effort/possessed this - ny . L .
2| attribute O Lacdi oda liay g / 3t 1igaPBA I plhakl emi | 2
3 Yes, the PBA made this effort/possessed this 0 JSd andl 03 by g / apall IPBA ) o3 dil (o 3
attribut reat deal &
Nat Applicable b3 a1 aNe e o ad e ) T S -
N/A | {Interviewers: tick this option only if cross selling was | [] “J‘",,.:‘ ~ "“ = "j" :‘sf oo P." l,) ‘H“H]J =
not possible due to the nature of your inquiry) - TR cross selling ' & » o= | Jeai
4) Provision of uate explanation in r n . o . -
s Aa ¢ haall ALiu ! ] LI} apais
to questions posed 2 W g 1y I £ il {4
0 Mo, the PBA did not make this effort/possess this 0 A Al 230 ey Y/ gl 134 PBA JI ply o) WS 0
attribute at all oY
Yes, the PBA made this effort ht i p . ; I
1 tesso’:e c ;"T'at e this effort/possessed this attribute D L s | Gedt o3 iy ga / 3g2l PBA ) ol il con 1
Yes, the PBA de thi hi + . . . . ]
2 aes_ :t made this effort/possessed this m Tand 03 Uiy g 7 34l FPBA ) pld 3k cni 2
3 | Yes the PBA made this effort/possessed this | JSts Ladll 03a dlliyy b [ agalt 13gPBA J) pld 3 cpn 3
a ute a great deal s
Not Applicable N amis Ll . e Emy e .
N/A | (Interviewers: tick this option only if no further O dola o s e hk T.’."fa"'fl)‘ﬂ":‘f J l
guestions were posed) - (Pt Lol = B | el
7
+ - +




el

+ + +

2. O I, he FBA - — e . e
O:'era rate the | @) o E. F el ad PBA ) A Ll S 2

. 1)

_— o ® Q - =

2 o P T

A) Product knowledge & n! 9| 8 tt i |‘P |£ e g B el ()

information/assistanc <

- Tl.‘.:-..—‘l'ij = alatol
& provided: -
INT: Circle a number
from 1-5 for each

N L T
Lpdobda Uy dua JU S A1 e

attribute, as relevant

B} Cross Selling: :Cross Setling (~=

Elm |m W1 | Very Good

(m w
T IO
O[O e
O 0w

lD li= |D =

IOw= || | veryroo

Om||Ow
OO

":] 4 ID FS

{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)
s K2 e a0y s de s 8 e a7 g Sl WU U Sl Y 1 Cross Selling)/ss st = gl Y odla s piadl)

{Cross Selling i = 2 ' Jaa

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

S "JuaRll Ga i AL 13 g Jad 1A e cual

| Sl 31 Sl /g S ali

Glallalll g g g8lD) g1

D53 e S e Ja il gLl S e PBA ) ekl 1

8.1 Complaints & Grievances
1. PBA demonstrated active listening skills when the

customer was relaying his/her complaint: s ol 4S8
3| ves O aai | 3

e T O TN T O

If ‘no’, specify any additional comments here:

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

3 | Yes

P/ 5 S0 il LS 3424 PBA J1 ol 2

aud
w0
TUA GG AR o) da MRS 1)

0O

0| No
If ‘no’, specify any additional comments here:

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

(o8 A e K opamm PBA Iz ssadl (3
JHSAD &3 AN BN G JSI NS g} pad cuilad) gaal JAN) 1y

INT: (e

1) Complaint Resolution Process: g W‘i}a dgle (1|
3| Yes O i | 3
0| No O w |0

if ‘no’, specify any additional comments here: LA Aol SRS o) daa RS 1Y
2) Time taken for resolution el dallas / Jal (R A all = f“_‘zL
3 ves | pi | 3
0| No O 2 | O

if ‘no’, specify any additional comments here: e R T TR

4. The PBA possessed adequate knowledge of the

. . : G datle af s Golaal 43 el S | S 2
complaint resolution process: s Aalas/)s Llaad & el Ay PBA S S 4

0 | No, the PBA did not possess any knowledge O G gIPBA Sy Y S| O
1 | Yes, the PBA possessed a little knowledge D ALD A adPBA ) i i |1
2 | Yes, the PBA possessed knowledge H i aa PBA J) ey coni | 2
3 | Yes, the PBA possessed a great deal of knowledge | [] Taad oo € PBA Jldlic i | 3
S. Please rate the PBA on each of these attributes, on a scale 5 01 e e e AN il Eiy PBA Ul pd el L5

of 1-5 (i g 000 Clieall (4 ddea J81 5-7 Ga ab ) Jaa B0 pud) tdaly
INT: Circle a number from 1-5 for each attribute, as relevant (Ll

8
+ . +



81 . e F
g3 g g 4 .
-4 = L] v
> < = i
1) Overa.ll custfomer 1 2 3 4 5 c 4 3 2 ‘ 1 Tl b i 5 1
experience for N
complaint resolution: D D D D D D D D D i D | #Haa 5 48
2 pxent o POA 1123145 ;5 4732, 1| _pgadaimsag
nowledge on A A
resolution process: O ooo0Oo/cj0/a|jo;0d et e
3 Honmadetoprovide ] 1 | 2 1314 5 |5 |43 2|1 ey J il sgall (3
u a ittona AR -
information: D Oooa O O gl O Ll y il i glea
H. Call Closing: =SV ady) sl o
C)PBA asked if he/she could offer further assistance Al 330 e gt Sl e a8 / S B LPBA SV S
to the customer: INT TR
3| ves O ani | 3
0| No b % | 0
C) PBA thanked the customer and said goodbye: A ) M3y 030 PBA I S i
3 | Yes E a3
0 | No D 20

E]The PBA attempted to acquire follow-up
information from the customer:
3| Yes

1 g dalall e ging o JgeaaliPBA D Jgla(7
a3
x| o

0 | No

O

attribute, as relevant

F} Overall, rate the : = Pt E.. I3
PBA on Call & g < .§‘ I;; v k H s PBA U a8 e K3 (5
closing: g Y ' : JaaT¥ elgl
INT: Circle a number > wddall pB 1 de 303 g} sdaly
from 1-5 for each 3 a 5 4 3 2 1 Lhakit lidy (5 1 e
O O

DHV
O~
Qe
|

O

O

]

[Rd

I 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
LU £ gana,
Jlal Aaad NN pyape [ il SVpnh MENpgaps | - 0 ot eI S daR ] el o
Al U 455 guall &gl pups =]
agatl &
ATl SV O M g dgeadull) S gl z
$ A Al r
SRl g pSAN Alleta Alic 'd

My 7’,4\,;, (2l d bacl o~ d ;Lu-vt‘("u"hr\_pJ e tral oo @(Pﬂh.mll
Conr C}(\’ (o dottw oo Aran-. e "d(ﬂ.\.a.

10




