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PROJECT: Money
SHOPPER CODE DATA ENTRY EDITING SR. %
Name N Number Name Number ) Name Number 3q33 ?
214 Noao Howad HERN
gl 8 PO Dhea gl Mot [ Bgelall Jag
a0 =T o = A — !
] 7 l
A. Details of Call | Ty 1 AlEal) Jamalds -1
Bank Dhofar B4 i iy !
Bank Muscat D aiea Sy :
i fadl il gt 2l :
1. Name of Bank to which | 2onal Bank of oman U il oA Bl Sl a1 |
call was made: HSBC-OIB a HSBC-OIB < g Jady!
Bank Sohar D Sa aly
Other Bank Specify: (23} oAl oy
2. Call Centre Number _?l_\q r‘ \ “ YLt S e i 2
Date | Month Year sl | e
3. Date of Call -y )
0]3 | o 6l2]olalsla]olafs]| | | | 2 3
. Hours Minutes el kel
4. Start Time to Call 2 i Py PR TR S
o]l u e | |
5. Total Duration Call Hours Minutes R ke L) L JeaTYl hy f gara 5
INT: FROM POINT OF ANSWER BY O ¥ dlia) ) 1idialy
PHONE BANKING AGENT - g A
{PeA), uPTO COMPLETION | O | © c | G i i d“"' 'J":
OF PHONECALL) | (Aahsadt s
06:00-09 am O glall 4 09:00 -06:00
09:01-12 am rleall 4 12:00 —09:01
6. Time Slot During which - = han il A5 A6
: & 12:01n0on-03pm O skl 4 03:00 -12:01 - DYl 4
call was made: gl 5 A sdaly
BINT:  SELECT THE 3:01-6pm B4 | s elad Li 06:00 - 03:01 L i
RELEVANT TIME-SLOT, - — ;1); ’Ywih .
ACCEPT SINGLE ANSWER, | 0:01-9pm O oludl 3 09:00 — 06:01 ' d!-:; ‘ wi..u
e
09:01-1am O 108 ceaia 30 01:00 — 09:01
1:01-5:59am O | s i5:59 - 01:01
B. Purpose of Call Caa™ Ciad
| Enqui Query Code | (I3l 3o
General Enquiry Prodyct Nam —_— it al) | -
regarding a specific ad. e Nzah o B
. : INT: (Insert | O JidT) tdaly | . s g
Product / Service from list) (il (,).u;.. i/l
_—_ ((laeadl 3y
2. Application for a Query Code ( e
New Product / Product Name: 1y b g o) ot Jpaall il -2
Servi INT: (Insert | G i) rcaty | f < s
ervice from list) (Rt (3) 2 daaifrlia
3. Complaints/ Complaint Cod;(lNSERT FROM (AR 0 J51) g $SAN G
Grievances LsT) pli /g y85 -3
4 Other Please Specify Details: {Jaalih 332 413, Uyt 4 A
T. DE - +dbud

S
~
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C. Appraisal of Interactive Voice Response (IVR) (IVR) Ao Uil 45 gual) dladesl) alai apli
system:
4.1Appraisal of IVR system: Glo Ul A guall Llaiul plad 22034, 9
1. How would you rate the IVR system in terms of Al e Agle Ul 40 peall dala ¥ QU s o iSay aS 1
Ease of navigation & user-friendliness? Lalaniul g AT A e
o | No. the IVR was not at all easy to use e DY) o Ll Ul 45 geaall la¥] a0 ol DS 0
plaade)
[gaha JSE0 22 1 A il A0 geal) AianlWY a0 CAS s
1 | Yes, the IVR was quite/reasonably easy to use * ol el gl Lol B R
aladaay! d‘—.

P Yes, the IVR was easy to use IR TIPL N E RJOUEFUCI IRCEIIT B 2

KOOAO

3 Yes, the IVR was very easy to use AT (D T3 s A il A el Tl pai IS and 3

2. How would you rate the IVR system in terms of Gl e Agle Ll A peall Tdaduy alad el o 2SS 2
clarity of instructions? flaad! o puiay
0 | No, the instructions were not clear at all D (RY) e Al g Sl (KW S [
1 | Yes, the instructions were quite/reasonably clear D Al dgahe Jod /e aa A Zlagdadll ZSlS pal 1
2 | Yes, the instructions were clear bd Aol g S halatl coni | 2
3 | Yes, the instructions were very clear 0O ap dandat y 23S Siladed) aui | 3
D. Greeting wa il &
5.1 Greeting & Purpose of call Juad e ok mdl y e Gl 5,1
1. Once you selected option ‘9’ on the IVR, [ arlende Llaiyt pldai 39" Jedai il gad 1
("To speak to & call centre agent, press (Mention _— T HSpa il pe pa Y L Lle U Ayl
§”), how long did it take for you to speak Vool saa) | il gl e S o9 ekl / DY LeaTYH
to a PBA? sgconds o (s TPBA g Zuail
INT: Specify duration in the space provided mtnutes) (Pl abuealt A Sl gl 22) staly
INT: Answer this question only if you selected the "Call back’ P2 glaa" Juadal I 5E0 Jua A ik Jlgeal 138 0 ) sdaly
option via the automated voice service (AW Sgealt dard e M Jlal
2. Were you called back by a PBA? PBA Ji e A JeaiVlidel i3 2
3 | Yes | i | 3
0 | No O x| 0
tf 'no’, specify any additional comments here: *Note to M aBadet LA ddlal Sidtad o) s MHEY 3
interviewers: This is not a mandatory fleld. Please fill in Al Sllaadadl saa bl el 1 Gl 138 ) Jis
any additional phservations, if relevant. Ctherwise, leave 0 ot b 48 U Ayt A0 Y1y Alall Dbk
blank. This applies to this option for all future questions. _.‘\*x,n Ay TR
3 |hA B kY3
3. On picking up your call, did the PBA wish you, ‘Good ey pall slea® oMl SGPBA Il Jb dieladl dad; o] 3
morning/ afternoon/ evening'? £ all pluse fama
3 | ves Bd | 3
0 InNo O 3% |0
if ‘no’, specify any additional comments here: <Lk dgldal AT o) LM 1)
4. Did the PBA greet you in the same language you Ul plas A L al AN AR eih PBA My a4
selected through the IVR system? e Ll A5 gl
3 | ves E pa |3
0 | No O %10
i ‘no’, specify any additional comments here: (A i S o) daa NS




+

D.

Greeting

Al o

5.1 Greeting & Purpose of call

Jeait Cra gl Ad) g e AN 5.1

5. gg:it tel':)euz::s'::greetmg on his/her level of (sl Gl i 55 3PBA I erm o S
0 No, the PBA was not at all courteous D S e gl pBA JI 0% a8 0
1 Yes, the PBA was quite/reasonably courteous E dbe Jf [l da I 80 PBA L S e 1
2 Yes, the PBA was courteous D S PBA QS and
3 Yes, the PBA was very courteous E] faa 4 PBA JI 058 cand
6. g:;zct::e PBA’s greeting on his/her clarity & pace of H(1)45 3555 a3 7 pun g Wy PRAJl ol 6
Q No, the PBA did not speak clearly & steadily O JSely r paw PBA ) alSiy al <3S 0
1 Yes, the PBA spoke quite clearly & steadily E JNGe 1y e g Jaile Sl f Le 3o NIPBA b alSS ceal 1
2 Yes, the PBA spoke clearly & steadily [:] JEE g £y puPBA JI alSS (s 2
3 Yes, the PBA spoke very clearly & steadily D Jlsely faa g JSEPBA ) KD caal 3
7. Did the PBA introduce himself/herself by name? fautil (Nl e BPA J e a7
3 [ves  ydoded x] K
0 |nNo ~ O % |0

K ‘ne’, specify any additional comments here: thiA BD) AR (g} 32a S 1D
B. Did the PBA then enquire after the purpose of your FAllladt i ¢ ce ludluNL Al s e BPA Ja3la 8

call?

3 | ves B |3
0 | Ne O 2510

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

b Aol Slijlad o) a2 HE" 1Y)

INT: <Answer this question only if the Mystery Shopper is
calling as an existing customer>

Sty g5yl Jpiall IS Fon 3 K8 gl V0 o i) iy

) (arbsda Qg 3¢
Sl oy a3 Uagi ) Jualil ceppa SO 9

9. Did PBA ask for customer details for the purpose of
verification?
3 | Yes | as| 3
0 | Ne O x| 0
NA | Mot Applicable (N/A) Ay | 3
10. Did the PBA proceed to listen to {or probe for) the faliad JAyd 3 (e Slediu¥Y ) gLALYI PBA JI a5 Ja 10
custamer’s query/grievance/complaint? ol o 82
0 | No, the PBA did not do this at all O Y o PBA A ey o0 38 | 0
1 | Yes, the PBA did this to some extent | Lo I PBA J) 5 Jab okl ui | 1
2 Yes, the PBA did this El PBA J} &3 Jrd 2kl (ans )
3 Yes, the PSA did this a lot |:| Ll PBA ) 13 Jad Akl ps 3
E. Soft Skills & Telephony Skills ! gl CNLay & Auadl)l ol gl

6.1 Hold Procedure

RS Gilelal 6.1

1. Did the PBA ask, “May | put you on hold briefly, while S e A OGS JK A ol i€ Jat pRA STl a1
| get the required information?” prior to putting you § MY Alla 3 ey 1 PG glnall i gladdl o Zilaa ad
on hold?
3 | Yes D o | 3
0 No D 3 |0
3




E. Soft Skills & Telephony Skills [ ayilgl QM:Y! AR oY) dpad lt St 2
If ‘no’, specify any additional comments here: (A il SligdeS g1 daa EM Y
NA | not Applicable (N/A) P2 ) Y
2. Did the PBA speak with anybody else prior to placing T e dlaay Jd Al padlae PRBA N AS G 2
you on hold?
0 | ves E] pi| 0
3 No D | 3
If ‘na’, specify any additional comments here: LA «l,iu..an Shhylad o} aa IS 1D
N2 | Not Applicable (N/A 7 Gayd | 2
INT: Answer this question only if the PBA kept you on hold Cra S8 QECTPRA JV S 5 Ra A bdb )t Vi e G fa) tdialy
for over 60 seconds (%% 50
3. Did the PBA inform you that he/she needs more time S s el Sl e u 3l g e p il PBA S lldel s 3
and apologize for the same? ?
3 | Yes M| i |3
0 No E “ [0
If!‘go’, specinypy [d%*omarg here: a4 Lol Slbded g daa NS 1)
A Not Applicable (N/A) _D_ odihis &!-
6.2 PBA Attributes PBA J) oaws 6.2 |
1. S‘::lcehc:fvtise;rartttc:i::ts;r::l on whether the PBA fulfilled St 538 a JS e PBA JI AL Sl i *NS" Tl il 1
1) jve listeni kills: hutil Loy o 1
0 | No, the PBA did not have this attribute at all O DY & PBA JI ) Jady & (K 0
1 Yes, the PEA had this attribute 10 some extent E Lo aa JIPBA J AL Jad i 4 el 1
2 | Yes, the PBA had this attribute O PBA Jb &3 Jab ikl spai 2
3 Yes, the PBA had this attribute a great deal | Ll PBA () 3 Jad il spn 3
2) Effective questioni i Jadll it Sl g 2 |
0 | No. the PBAdid n ve this attribute at a O (Yl e PBA J) U Judy ol L3S 0
1 Yes, the PBA had thi i 0 some extent E Lesa SPBA ) b Jab dil e 1
2 Yes, the PBA had this attribute D PBA J &l Jab sk aei 2
3 | Yes,_the PBA had this attribute a great deal a LLPBA ) I3 Jad i an 3
3) Confident: iy .3
0 No, the PBA di have this attribute at al D DY) e PBA JV 8 Judy ol (U8 o}
1 Yes, the PBA had this attribute to some extent E s MPBA JI A5 Jai il el 1
2 | Yes the PBA his attribute O PBA J &3 Jad ail an
3 | Yes, the PBA had this attribute a great deal O LLCPBA N i Jad 1k cans
4) Professional: s a4
0 | Mo, the PBA did not_have this attribute at a M DY Je PBA JI MU Jady o3 S 0
1 Yes,_the PBA had this attribute to some extent D Lo 3o JPBA J) <03 Jad 3i] ¢ 1
2 | Yes. the PBA had this attribute ] PBA J 215 Jab 3l 1pus
3 | Yes, the PBA had this attribute a great deal B Lila PBA J1 833 Jad 3kl o ans 3




+ +
E. Soft Skills & Telephony Skills | 4Ll LTy S Aga g Asuadll) Sl T !
5) Friendly: i85
0 | No, the PBA did not have this attribute at all Il DY e PBA J &1 Judy o U8 0
1 | Yes, the PBA had this attribute to some extent X Lesa SPBA JI A5 Jab i aa 1
2 | Yes.the PBA had this attribute O PBA 1 & Jad 1kl L ae 2
3 Yes, the PBA had this attribute a great deal D Ll PRA J1 23 tad ai vand 3
6) Used simple lanquage hra Ay Ja3 g SlalS Sl L6
No, the PBA did not do this at all O S e PBA JI el ey ol (S 0

1 | Yes the PBA did this to some extent i Lo 2a JIPBA ) QU3 Jad 3B aes 1
2 | Yes, the PBA did this O PBA JI Ui Jad 3l caml
3 | Yes. the PBA did this a lot O Lla PBA JI &ll3 Jab il con
7 g:tel::l!{arsr:?;mta:med ? positive, friendly & dan g 523 813 sl eple St gt 8131 o ey .7
0 | No, the PBA did not do this at all O SBY) = PBA Ji L) Jady ol (38 0
1 Yes, the PBA did this to some extent & Loda JIPBA 1 ol e 83] el 1
2 | Yes, the PBA did this i PBA ) &3 Jab 1l «pai
3 | Yes, the PBA did this a lot 4, Ll PBA ()l A5 Jad S8 cpas |
8) Used positive language: | i Al 4ad Janiows .8
0 | No, the PBA did not do this at all O S o PBA Il Jady o (S 0
1 Yes, the PBA did this to some extent g Lo 2s JIPBA J) B Jab Sl (aad 1
2 Yes, the PBA did this D PBA ) U3 Jad Sl (aa 2
3 | Yes, the PBA did this a lot O Ll PBA (215 Jad B cpas 3
9) Overall, Was "’ mer Friendly’: (Ot e lagay oS s JS2y 9
0 | No, the PBA did not do this at all O BV e PBA J) 453 Jady o S 0
1 Yes, the PBA did this to some extent D e 2a  DIPBA Jb &3 Jai Sl cpad 1
2 Yes, the PBA did this E PBA J) dU3 Jad Sl (s .
3 | Yes, the PBA did this a lot O L PBA ) 83 Jad il pas 3
1. Overalt, rate the PBA § & § e F

on: e §I| 8 .§{ Q tl; bE I.E- I‘E i i PBA ) a3 e S5 1
A) Greeting: g “rEle $ ' . o o {'1. ‘

INT: Circle a number peiall ad M ._rk:' 313 aa) by

i, s rsant aldld é clalglalald B S Sl
B) Extent of Customer I E -i_ 4 E _§_ I E TT s gl y e Sl ALY s (o

Focus & Friendlingss: D D D g D D D D D D
C)  Soft Skills & 1 2 314|515 (43|21 2 e g dagall D et (D

Telephony Skills D D D E D D D ) D D gl e Ll

5



+ + +
F. Answer this segment if: otV Gl S Jla e all e e Ala¥) )
A)Application for a new product/service: P dadd g mlie il -]

b} G?neral Eﬂqtﬁn{ .relating to a specific product, e Sl gl Aa2a ey Alalia ple jladild -2
service and/or facility: LA (e il e e -3
¢) Other purpose of call
7.1 Information provided, Product Knowledge & . .- . . e
d -y 4| 19 goaadl (5 A8 pal) cAadiall Cila plaal)
Cross Selling Ao g Jiy e ¢ < 7.1
1. PBA provided .suﬁment detal.l to the custpr.ne.r., with a o ety 72 e el RS S as PBAL et 1
clgar_explananon of Fhe requmrements/. elmgmtghty Gl il 1] dn 500 o]/ la pal el / bl
¢riteria/ documentation needed for this particular = )
product/service, o
0 No, the PBA did not do this at all D B e SLIpBA O Jedy ol S 0
1 | Yes, the PBA did this to some extent O Lo aa 0 &85 PBA ) Jud aid ami | 1
2 | Yes, the PBA did this | ALPBA b Jad & pai 2
3 Yes, the PBA did this a great deal D S S8 dlppa ) Jad 2E) 3
2. PBA provided a clear and thoraugh explanation of the Sy LB i phalt e Ly maly 2 3 3PBA JHpadadl 2
steps that shall follow in terms of. 1y e o
1) Process: : Alall b {1
0 | No, the PBA did not do this at all O BBY! e A5pBA Ji g al S | O
1 Yas, the PBA did this to some extent D Loda Al pRA J Jad dkl el 1
2 | Yes, the PBA did this J = AUPBA ! Jad 3 spa
3 Yes, the PBA did this a great deal D oS S0y BUOPBA D) Jad i el 3
2) Time taken: -hL"_""""" < o (2
0 No, the PBA did not do this at att D Shyl e AUPBA JI Jady o 38 0
1 | Yes. the PBA did this to some extent & Losa 0 S5 PBA I Jad okl o [ 1
2 Yes, the PBA did this D ALPRA I Jad dk can
3 Yes, the PBA did this a great deal D oS Sl AUpgA () Jad S (el
3) Requirements (such as documentation): Sl aTiaddt e} Cblhia (3
0 No, the PBA did not do this at all D Sy e ALPRA ) Jedy oI 2S 0
1 Yes, the PBA did this to some extent E lada A5 pgA i Jad 4k
2 | Yes, the PBA did this O AlpBA Ji Jad 4kl cpal 2
3 Yes, the PBA did this a great deal D S (80 AlipgA b Jab SR (aal 3
;Zz_PBA was able to clarify any questions the customer i S a3 T e gl pingi e APBA S & 3
o No, the PBA was unable to do this D U3 JuipBA J adiiwy ol (€ 0
1 Yes, the PBA was somewhat able to do this D Laaa 0 23 ed pRAY il 3l 1 aad 1
2 | Yes, the PBA was able to do this Bd AL JaipBA J1 plliiaelall (ui | 2
3 | Yes, the PBA was very able to do this O pS US55 JeipBA U1 plkiud i | 3
Not applicable - AR Lal Ga il daldl sy Y
N/A | {Interviewers; Chogse this option only if no g s e ARE SR ) L*;.‘_‘-,; s
uestions wer e ——
4, The PBA was able to explain the points of e . o
differentiation and comparative advantage of the fgiall Saily saai Al Zilialt 5y HPBA Jl gl 231 4
product/service {Versus offerings of local competing <l Ailaadt il Lpadll A g gadt | JAEG) daaddh
banks):
0 No, the PBA was unable to do this ﬂ <lld SIPBA J) pltiey 2} S 0
6
+ - +




+
1 | Yes, the PBA was somewhat able to do this O La da ) ol JadPAA £ ladod il a 1
2 | Yes, the PBA was able to do this O AL JaIPBA Ul §Uniestahl an o
3 Yes, the PBA was very able to do this O S Jb d JadpBA Jb Ui B aal 3
Not applicable oL e i il i AR g it -
N/A | (Interviewers; Chogse this optian only if asking g e —= "(‘:: Y = =
abgut a sEeciﬂc Ercdug_;_sewice. : I
S. Please rate the PBA on each of these attributes: bl 038 e e S, PRA Nadiia, S
1) Effort to fulfill the purpose for which the call C i e .
Ol gl e ) A JJdu (1
was made: o L ot Rt (BT gl J (1
o No. the PBA did not make this effort/possess this n A dansll 230 ALy ¥/ 3gadl 13 PBA JI iy ol (NS 0
attribute at ali A
Yes, the PBA made this effort/possessed this attribute - . - ot
1 | 4o come extent B | was b iadisia dh /el 3PBA U6 al pas 1
y i i - ¥ - - - -
2 :es _th:tPBA made this effort/possessed this D | oia dliay b /g 1PBA O ol 3 iant 2
3 Yes, the PBA made this effort/possessed this |:| JSS dandll 034 Uy gb [ agal) BEPBA I a8 SR s 3
! attribute a great deal P
2) Extent of product/service knowledge: 2Aasill f plialy 4 mall sae (2
0 No, the PBA did not make this effort/possess this E] o Al ala ey ¥ £ agad) 13 PBA J) aly &l S 0
attribute at all by
Yes, the PBA rmade this effort/possessed this attribute L . . - PR
b dacall paa A, I /IR
! to some extent O] wa by g /g2l 13PBA [ ani 1
. the PBA i i " i ) N )
2 :’:ets ni’ :teB made this effort/possessed this E daall o320 g/ 3pall 1BEPBA () a8 AR Gl 2
Yes, the PBA made this effort/possessed this WSSk danadl 23h dlliyy g f g2l 130PBA Ul gk cans
3 . | e 3
attribute a great deal ﬁ
3) Cross-Selling effort/attempt made: ALY Anll Jal e A gdaal) A glaall gt gaaal) gt {3
0 Na, the PBA did not make this effort/possess this B Aacdl 038 Alig Y/ 3gad) Vigs PBA ) pdy ol (38 0
attribute at all E ety
Yes, the PBA made this effort/possessed this attribute - . . P
1 to some extent O | weaa il m by g/ yall GEPRA Jl o8 a3 iaai 1
B i i - . P . - . .
2 ::tsﬁr:t:BA made this effort/possessed this D b aia dliag b / sgall I3PBA U alf sl s o
Yes, the PBA made this effo th S el 03 Gy gh [/ 3gadl 13PBA 1 pl i aas
3 . D 3
attribute a great deal 28
Not Applicable R R TR I R .
N/A | (interviewers: tick this option only if cross selling was | [] oL “T _.1 __.J "'; :f SR "Prl);""., = .2
not possible due to the nature of your inquiry) - (=g e ey cross selling ! S o o | Spay
4) Provision of adequate explanation in response - < ; o
I da g halt Al | bl 7 ) i
to questions posed Y glo 11y gl gyt {4
0 No, the PBA did_not make this effort/possess this 0 o et o3a iy Y £ agad) gy PBA 1 ady al <36 0
attribute at all kY
Yes, the PBA made this effcri/possessed this attribute - . . —
1 | 10 some extent E e da 0 Al oia ol a / gall gPBA I ol dil cpad 1
1 i { - - - - N
) :te: _th:tePBA made this effort/possessed this D Sl 234 lie gt / 3201 13goPBA. ) ol Al cpas 5
3 |Yes the PBA made this effort/possessed this M JEi Aaall 330 dlliey g6 [ 342l 130PBA ) plb 30! caa 3
attribute a great deal 28
Not Applicable e b eii deall i P T T .
N/A | {interviewers: tick this option enly if ng further [ | ool joiiia b *Ei: f‘i“mjf“*f'l jf; o4
= il Ak = e s | ek

guggtioné were Egsgd;

~




+ + +
2. S:ferall, rate the PBA .g_i : " . -§ E r E Gl ad PBA ) ad az S5 2
. | '6 b4 .
A} Product knowledge & p : gL 5;', § v I:F I:F |‘f‘ }E e EAB B T
infarmation/assistanc g o g y R = 3;4_"“ _‘_ )“1
e provided: —
! INT: Circle 3 number 1 2 3 4 5 5 413 2 1 TR 3;F 5.--'5) hal
' from 1-5 for each = . " e
JRA ALLE AR LA LY M . .
! attribute, as relevant _D.. g Q g Q g _D._ g g L My Mo S A1 n
8] Cross Selling: 1 2|3 | 4/s|si14a4at3|2]1 'Cross Selling (=

{Interviewers: Please skip Part B/Crgss Selhng nf not applicable, Example: lnterwewer posed very basic query about opening a

current account and there was no scope/almost no scope for cross selling)

i K A e i Sy g e = ga b s e v e e 50 3 el Y 1T . Cross Selling/is sl - et Y s

Ly

{Cross Selling. ' =2 &1 Saw

G. Answer this segment if the ‘Purpose of Call’ was to s "Jl-ﬂh" G o ALY A3 g jadl 1 e cual
express customer Complaints/Grievances: Ol lallas ,t.‘ sl udl-\
8.1 Complaints & Grievances Slalliill g o g8 81
1. PBA demonstrated active listening skills when the S50y 8 S Leaie Jan 2l S LY S jlge PBA Y el 1
customer was relaying his/her complaint; ety
3| Yes | i | 3
0| No O 3 |0
if ‘ne’, specify any additional comments hera: sl Lol Clidad o) 3 THST )
2. sg:\;nl:icr’\:/gr‘ig:ac:cn:d effort to understand the Sl S il S 322 PBA M AG A 2
3 | ves | a3
¢ | No . 3% |0
if ‘no’, specify any additional comments here: S L) il o) das ST Y
3. The PBA clearly explained each of the following to the oyl A e S p oy PBA J i 3
INT: i:i:s;n zi:her yes or no for each of the focus areas> A B 0 S S B 2t ) (::
1) Complaint R ion Process: S 4.;.11:.49; Al (1]
3 | Yes O o | 3
0| No O % |0
If ‘no’, specify any additional comments here: A AL SRS o) daa NS 1)
2) Time taken for resolution sl daltas / Jal (3 Al = 4l (2 |
3| Yes O aai | 3
0| No O 3610
Hf ‘no’, specify any additional comments here: LA Gl cliylad ) daa S LY
b Complain vesoluion process A Aol el Bl s PBA S 4
0 | No, the PBA did not possess any knowledge O LGae sIPBA J Ay Y. | 0
1 | Yes, the PBA possessed a little knowledge O ALG A aWPBA By e |1
2 | Yes, the PBA possessed knowledge O 4 as PBA J el ioni | 2
3 | Yes, the PBA possessed a great deal of knowledge | [] A6l oo S JIPBA U1 Wiy pei | 3
S. Please rate the PBA on each of these attributes, on a scale 5o 1 e e e N AL MG, pRA M ad il LS
of 1-5: (i g 000 Clieall fye ddos JS 5-1 Om ol Jya §ika gudl) rdialy
INT: Circle a number from 1-5 for each attribute, as relevant (st

+



d

1} Overall customer
experience for
camplaint resolution:

2} Extent of PBA i
knowledge on -
resolution process:

3) Effort made to provide
full & additional

fatles A il gl 3 a1
.‘-M\ _;_"LS.-:

Poor
Poor
Average
Good
G
&
-
I
B
Or | e

O-|v
O~
0w
O
Owl]y
0w
[ ES
[ w
]~

— PBA V4 ja 524 (2
Aallad Glae

-
[~
O w
mps
0w
O«
] -
0w
O~
-

el Yy J_,.n..ll _1‘__;!'. (3
'«L.L’.‘U 1_.!\..5' C:LQJLL..

-
O~
w
0+
]«
s
0 -
] w
[~
-

information:
H. Call Closing: AJE S plgal 3
CIPBA asked if he/she could offer further assistance Aol $a0luse ppl (el e ZulS /6 13 LpBA N Sl
to the customer: TR
3 | Yes E i | 3
¢l No O % | 0
€} PBA thanked the customer and said goodbye: DUl N By 53D PBA YRS Sl
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C Appraisal of interactive voice response (IVR)
D Greeting
E Soft skills & Telephony skills
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F Other questions
G Questions related to complaints/ Grievances
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