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PROJECT: Money
SHOPPER CODE DATA ENTRY EDITING SR. #
Name Number Name Number Name Number
22 Alao. L[ [ [ [
PP Sl Sl yiaall il il e
A = | A =01 =1
L] |
A.  Details of Call | Jea Y AISAll Jinls -]
Bank Dhofar X ik oy !
Bank Muscat D AR LY ]
i f Plandl il gt 2y
1. Name of Bank to which Mational Bank of Oman D ‘,4.,1 . ;.3‘;531 Sl a1 !
call was made: HSBC-OIB | HSBC-OIB 4l e
. I
Bank Sohar D Saa Ay i
. |
Other Bank Specify;__ (a) Al oy :
2. Call Centre Number ,,guﬁq (I nYY S 2
Date | Month Year PO JJPICUIN I
3. Date of Call eyt .
olb|o| 6l2]of1]3]2]0]1]3 | rx 3
Hours Minutes A el
4. StartTime to Call & et ey iy 4
ol 6 L | ¢ i |
5. Total Duration Call Hours Minutes Fdall e L) (e By ¢ gaas 5
INT: FROM POINT OF ANSWER BY o4 ke ¥) Aial () sl
PHONE BANKING AGENT 2 it -
{PBA), UPTO COMPLETION O | O o S- v e JT‘ d‘:
OF PHONECALL) ( ple
06:00-09 am O Tl 3 09:00 -06:00
09:01-12 am Leall L3 12:00 —09:01
e i which = i £ 12:00 Jeaa W ZEQGE 6
6 T":':e slot D:”"‘G which 1 15.01n0on-03pm a Skl 3 03:00 —12:01 Y i
call was made: cEal s b AAletal
BINT:  SELECT THE 3:01-6pm O | s et L5 06:00 - 03:01 u.»--fﬂ:{d R
RELEVANT TIME-SLOT, . — . Al e
ACCEPT SINGLE ANSwER, | 06:01-Spm R elud £09:00 - 06:01 | & J‘*:‘:‘Jﬁ
09:01-1am O |t —iaiia ) 01:00 — 09:01 o
1:01-5:59am [0 | s cead 4i5:59 - 02:01
B. Purpose of Call JuaT! A
I i Query Code | :(J\3d! 3oy
Gener? Enqunry‘ Praduct Name: (it ad) | "
regarding a specific e L e e se il a1
Product / Service INT: (Insert | O d;-u ) iy (3) mama Lari/ i
L2.0¢ from list) (e z
2. Application for a Query Code | *(J'3 Sa .
Product Name: — (piadt )
New Product / o ta o Jpaall il -2
. INT: (Insert | OeJad) idaly 4 < g
Service from Uist) (Aot (3)ams Laad/miia
3. Complaints / Complaint Co&l‘lseT{INSERT FROM (Rl Cpo JAl) (5 588N S
Grievances usT) Al / 5985 -3
4. Other Please Specify Details: (il 3aa 3L )) by -4 1

T- Ot - Hac%‘\iﬁ

+
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C. Appraisal of Interactive Voice Response {IVR) (IVR) Ao il 45 guall diadioa) pUS anil &
system:
4.1Appraisal of IVR system: Lle Ll 435 gaal! Alalu¥l plhi apdid 1
1. How would you rate the IVR system in terms of Aali e ade il 450 yeall dlaluy) Uad s f ey a8 ]
Ease of navigation & user-friendiiness? $al2auy1y 2 il ye
No, the IVR was not at all easy to use e DY e Glelith 40 pall Llaiu ala 0% 21 28
0 O =10
P\.\.u.-‘ﬂ
i e e 20 M Lo U 25 oall AalV1 4 S
1 | Yes, the IVR was quite/reasonably easy to use D igeal Baiit o R
)1-\-&&:‘3" 't
2 Yes, the IVR was easy to use D |adiuyl Ao ) A5yl Aau¥l g oS >
3 | Yes. the IVR was very easy to use O | phasa¥t i fan Jgas Ble il A5 sl Tadu) o S oo | 3
2. How would you rate the IVR system in terms of Lali e Ao\ A3 gl Sdaia! Bl bivad ) HiSay caf 2
clarity of instructions? tiadeTl £y
0 | No, the instructions were not clear at all D (Y e dadal g cladelll BSOS | O
1 | Yes, the instructions were guite/reasonably clear O Aol g Jguda JEo /e aa  t ladadll 258 e
2 | Yes, the instructions were clear O Aol g 208 Sladadll aaei | 2
3 | Yes, the instructions were very clear E jaa daual g o8 Ziladaill ¢ ans 3
D. Greeting VNt { L

5.1 Greeting & Purpose of call

JuaiNt G 0 Ally a5 5.1

1. Once you selected option ‘@’ on the IVR, [ {.eComsbe LoVl a3 "g" JdaV Jjial gal 1
("To speak to a call centre agent, press (Mention ‘ IS ey aa Gy ¢ A le il A5 pualt
9”), how long did it take for you to speak g gt gt aam) A e e o ("G dmial / VLT
to a PBA? seconds of (46 *PBA ga uail

INT: Specify duration in the space provided minutes) < (Umall Aaleaal] (B G gH 22) ialy

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?

B g’ Jualal & 540 Jla (B B0 Sl 1 e gla) 1ty
(AN Syl At e ' Rua
*PBA JA Jadh JaiVitdel S a 2

3 | ves O pui | 3
if ‘na’, specify any additional comments here: *Note to o s opmakal] 4Batat TN bl Gilylad ol ada ST 13
interviewers: This is not 3 mandatory field. Please fill in Al ¥l CARa S dsa e Lok 3 aid V3a Aka¥) Jha
any additional gbservations, if relevant. Otherwise, leave JS Je (i 1A 42 A i) 80 Y1y ALl S
blank. This applies to this option for all future questions. AN Sl Ablddl G A

3 | NA Ry |3

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

3 ey il Flaa” oAl GGPBA J a8 b et i ga 3
?“)35.“ plasa f-‘:ﬂ.ﬂl

3 Yes

pal 3

0 No

OR

w5 | O

If 'no’, specify any additional comments here:

LA 480l Slllad ol saa ST 1Y

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

iV s i 455l A Al eil PBA Vi sy Ja 4

selected through the IVR system? tile il i5 yalt
3 | ves B i | 3
0 | No O % (0

If ‘no’, specify any additional comments here:

LA Ailal SlhiG gl daa THSM 1A
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D.

Greeting

il

>
ol

5.1 Greeting & Purpose of call

Ja™ Ga e Al g o S 5.1

5. gzltfra'tterl,eu:::s'::greeting an his/her level of (o T 5 ) G PBA I m 503 5
0 Ng, the PBA was not at all courteous D BB Je B0 PBA )OS Al 38 0
1 Yes, the PBA was quite/reasonably courteous O daie 820 flada A G PBA Y IS cand 1
2 Yes, the PBA was courteous B 8 PBA J S e
3 Yes, the PBA was very courteous D Jaa 3 PBA JV O ol
6. ::;th::e PBA’s greeting an his/her clarity & pace of (Y sy 4SS 7 puinsh iy PBA J i inB 6
0 | No, the PBA did not speak clearly & steadily O SRy £ s PBA J alSh o 38 0
1 Yes, the PBA spoke quite clearly & steadily D JIEEy £ gugs Jgode Sl fle 22 JIPBA U1 2SS cuas 1
2 Yes, the PBA spoke clearly 8 steadily g JIGE1y 7 g P BA  pHT (el 2
3 Yes, the PBA spcke very clearly & steadily D Jae ) g las fualy JLAPBA I plSS cans 3
7. Did the PBA introduce himself/herself by name? fafly (Maads Je BPA S e 7
3| Yes Q aai | 3
0 | No | % |0

if ‘'no’, specify any additional comments here: +Lin :\gﬂ.&ﬂ LTI
8. Did the PBA then enquire after the purpose of your ML o gt e lediuL B ey W BPA 1AL 8

call?

3| ves X w | 3
2 | No W % | 0

If ‘na’, specify any additional comments here: sl bl Sihylad g ada ST LA
INT: <Answer this question only if the Mystery Shopper is

calling as an existing customer>

oy gl Gyl OIS Ja b i J\geall 13k o igia) sl
e s

9. Did PBA ask for customer details for the purpose of 8l ey e U Akl Jpealidh cepBA J e s 0

verification?
3| Yes D o | 3
0 | No | 38| 0

. ¥

NA | mot Applicable (n/A B4 ghuy| =
10. Did the PBA proceed to listen to (or probe for) the falad flyes A (Se ledia¥) ) plauy! PRA a5 s 10

customer’s query/grievance/camplaint? AT DTy
0 | No. the PBA did not do this at all O FHRY! e PBA Jb 4l Jady ol (NS 0
1 | Yes, the PBA did this to some extent ] La 32 A PBA (b I3 Jui &1 cpas 1
2 | Yes, the PBA did this Bd PBA J) &3 Jad &l s pai
3 | Yes, the PBA did this a lot [l Ll PBA J) &3 Jud & am
E. Soft Skills & Telephony Skills | Al SR Sl e g Aol S gl 7
6.1 Hold Procedure JURINT Glel ) 6.1
1. Did the PBA ask, “May | put you on hold briefly, while S8 pa A DUl BTG SIS 51 ol S " pEA LD Al W 1

| get the required information?” prior to putting you £l s & Sey J8 "kt e gledl Je tdiaa

on hold?
3 | ves ] pui | 3
0 | No . 5 | O

3
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E. Soft Skills & Telephony Skills [ LD SN S ey Apeaddl O gl
If 'no’, specify any additional comments here: LA 3._.51...'4! el g dda DA™ 134
82| not Applicable {N/A) ™ et
2. Did the PBA speak with anybody else prior to placing i Al S ey Jd Al edlae PBA J1WSS A 2
you on hold?
0 | ves O | 0
3 No D % |3
If 'no’, specify any additional comments here: R ] iﬁbi Sidulal g ada MHET 1A
NA fanl ¥ 3

Not Applicable {N/A]

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

Oa AS) JBITPBA J S 5 Ra (A BB Jiudl 134 o agla) 1haly

for over 60 seconds (4 60
3. Did the PBA inform you that he/she needs more time A e ¥ty Zd gl eyl AoV el PBA J et Ja 3

and apologize for the same? LW
3 | Yes O o | 3
0 | No | % |0

If ‘'no’, specify any additional comments here: Lk aghld il ) daa THS" 1)
Cudady Y Y

NA | Not Applicable (N/A) ® Ly
6.2 PBA Attributes PBA J) Sas 6.2

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

:M‘oh&‘jc‘PBAJ\@u‘:&"ju%u J‘ u(_.ju _}:-&‘ 1

1) Active listening skills: Jap il £LGLN Sl jga T |
0 No, the PBA did not have this attribute at all D (Y e PBA JY 453 Jady ) OIS 0
1 | Yes, the PBA had this attribute to some extent (M| Loaa JPBA ) liS Jad skl cuns 1
2 Yes, the PBA had this attribute ﬂ PBA J &L !E' Fr 2
3 | Yes, the PBA had this attribute a great deal O LG PBA Il gai i | 3
2) Effectiv ioni kills: Jadll ol gain) & 2
0 | No. the PBA did not have this attribute at all ] DY e PBA JI &l ey ol L3S 0
1 Yes, the PBA had this attribute to some extent E aan JPRA J A Jad dA vand 1
2 | Yes, the PBA had this attribute O PBA Jb 2l3 Jad 1k can 2
3 Yes, the PBA had this attri reat deal [:I LLlapPBA J) 2l Jad adf s 3
3) Confident: g3
0 No, the PBA did not have this attribute at all D (ObY e PRA ) 4 Jads o (S8 o}
1 | Yes. the PBA had this attribute to some extent | L JIPBA ) A Jad 4l i 1
2 | Yes, the PBA his attribute O PBA ) i) Jad bl s an

3 | Yes, the PBA had thi i r a | LPBA ) Sl Jab 2 uns 3
4) Professional: i jine 4
0 | No.the PBA did not have this attribute ata O DY e PBA JI 4l Jady o 28 0
1 | Yes, the PBA had this attribu xtent O le aa  JIPBA Jb U0 Jab il cans 1
2 | Yes the PBA had this attribute m PBA J Al Jab 1d cpm 2
3 | Yes the PBA his attri a great deal O Lol PBA J &85 Jad 2k . an 3




+ +
E. Soft Skills & Telephony Skills | Ll SV S ey Aopead 2 Gl g} 7 |
5) FEriendly: 3835
0 | No,_the PBA did not have this attribute at all O BVl e PBA J1 A8 Jay 2138 0
1 Yes, the PSA had this attribute to some extent D Leda JIPBA ) jad 4 caas |
2 4 Yes, the PAA had this attribute m PBA 1 0 Jad ikl 2
3 1: ¥es, the PSA had this attribute a great deal D alad PEA 1 U3 Sl 3k, ae 3
6) Used simple language & phrases: ‘ A Jan g Sialf il 6
0 , No, the PBA did not do this at all ] | BBy e PBA J A Jady a1 S 0
1 | Yes, the PBA did this to some extent O Loa JIPBA ) el Jad skl e 1
2 | Yes, the PBA did this X PBA JI B3 Jad dil <o 2
3 | Yes, the PBA did this a lot | Lakad PBA J1 43 Jad i) < aa 3
7) O:i:'ath:;?;mata:Lnuﬂd: positive, friendly & ¢ puaian § 539 p1a] (gl ik S5 alagl £12)  Jo Bilay 7
0 No, the PBA did not do this at all I:I BB e PBA J) ) Jady al (S ")
1 Yes, the PBA did this to some extent ] Leda PBA I3 Jab 3l (pas 1
2 | Yes, the PBA did this b4 PBA (i 43 Jab 4l saus
3 | Yes, the PBA did this a lot O L PBA JI &5 Jai i pai 0 3
8) Used positive language:  dulag) 43S Janiey .8
0 | No, the PBA did not do this at all O S e PBA J) A Jady ol (S 0
1 Yes, the PBA did this to some extent D Loaa IPBA () Jad 2 e 1
2 { Yes, the PBA did this A PBA JI &3 Jad 2kl sani 2
3 | Yes, the PBA did this a lot O Ll PBA () 3 Jad 380 pas 3
9) Overall, Was * mer Friendly”: 2ol aa T3 9oy GUS als JSdu 9
0 | No, the PBA did not do this at all O SIBY) e PBA JI A3 Jaiy Al S 0
1 Yes, the PBA did this to some extent D Lo p@A J) 48 Jad Sil yead 1
2 | Yes, the PBA did this |4 PBA (I &3 Jai &l 4 ani 2
3 | Yes, the PBA did this a lot O L pgA o) 3 Jad 30 ms 3

[ - -
1. Owversll _rate the PBA - P v
on: e g| § -§1 t: I:F |‘E‘ |f coas: lad PBA a8 e S 1
- . o -4 D v’ . e 2N
A} Greeting: ) A L
INT: Circle a number > > ol b g 3 ped) reialy
from 1-5 for each 1 2| 3|4|8|5|4a|3|2]1 il Udy Ak KI5 11 e
ttribute, 1 t
attnoute, as relevan _D_ _D_ g g _D_ g g '____D__ g D_
B) Extent of Customer 1 2 34| S5S|S |43 2| 1| Ay sl s
Focus & Friendliness: g g g & g g g g g g
C) Soft Skills & 1 2131415514322 Dbl g Adudadl 2l gl (&
Telephony Skills D D g D D D D D D D wailgl) il




+ + +
F. Answer this segment if: Ve s S S o el 1 e Ay 25 .z
A)Application for a new product/service: [RYREEULERY iRV S |
b) szneral enquir\f relating to a specific product, e Sl gl Aeai o) milay Slale ol Jludid -2
service and/or facility: LKA e Al pm e -3
¢) Other purpose of call .

!

7.1 Information provided, Product Knowledge & o - - -

h ' L hy goidall (6 Ad mall cAailall Zila |

Cross Selling o & Js o= ¢ e gl 7.1

1. PBA provided .suffxaent detat.I ta the cust_or.ne.'r., with a o ey ot e sy ) A i yas PBAL) Lol il 1
clear explanation of the requirements/ eligibility e T T T L ey

T . . . i liall 1agd A 330 ShaTiasadl / Ala pall plaadl [ T
criteria/ documentation needed for this particutar = fnaas
product/service. CT

0 | No. the PBA did not do this at all O bV e QIPBA J ey ol S | O

1 | Yes, the PBA did this to some extent O Lo sa 0 20 PRA O Jad il vni | 1

2 | Yes, the PBA did this 74l AUPBA i Jad bl ai | 2

3 Yes, the PBA did this a great deal D oS S AGPBA 1 Jad skl el 3

2. PBA provided a clear and thorough explanation of the Oty A Dl pladdl e Jally moalyz APBA JIpaiadl 2
steps that shall follow in terms of: a e A

1} Process: s Aglall e (1

0 | No, the PBA did not do this at all O BB i AIPBA I ey ol 38 0

1 | Yes, the PBA did this to some extent O Lo 1 2lli PBA J) Jad aild epni | 7

2 | Yes, the PBA did this K APBA ) ud Al i | 2

3 Yes, the PBA did this a great deal O oS JS ALPRA (J Jad Sl Laal 3

2) Tuime taken: ﬁ"“ﬂ b £1 ‘2

0 | No, the PBA did not do this at all 0 SNEY) e dUpBA Y Jeds a (S 0

1 Yes, the PBA did this to some extent |:| La aa V3 PRA ) Jad 3! s 1

2 Yes, the PBA did this g ANPRA J Jad 4k (el 2

3 Yes, the PBA did this a great deal D S S5 AUPRA 1 Jad Al (e 3

3) Requiremen h as documentation): (DlaDeaad! Jla) cldhia (3

0 No, the PBA did not do this at all O B e ALPBA Ji Jady o) (S 0

1 Yes, the PBA did this to some extent D e da 1 A3 PBA J) Jad 51 pal 1

2 | Yes, the PBA did this O ALPBA Jb Jab Al uani 2

3 Yes, the PBA did this a great deal E S JS2 AUpA b Jad AR e 3

3 rT}:;PB»’-\ was able to clarify any questions the customer i g il A e 51 pani e UPBA ST 3

0 No, the PBA was unable to do this O A JPBA ) paiey o8 S 0

1 Yes, the PBA was somewhat able to do this O Lo da &3 Jai PRAY gt i) cani 1

2 Yes, the PEA was able to do this d Al JadpBA ) £ Uikl el 2

3 Yes, the PEA was very able to do this E S J8A &3 SpBA ) pllatiedt B ipal 3

Not applicable C e hE LAl i dal e e Y -
bt o sl J Ll i el paadl) deew Y
N/A | tinterviewers: Choose this aptign only if no D 2 de = = o | - i
. _— Ayl [ ey
questions were goged}

4. The PBA was able to explain the points of N s R o
differentiation and comparative advantage of the frial Joailiy G A el 2 5% HIPBA I plald 2l 4
product/service {Versus offerings of local competing Aol Aglal gt gl iy el i) dasdlh
banks!:

0 | No, the PBA was unable to do this pZ| 453 WIPBA J) pliinay ol S | 0

6
+ +




P . . Al
1 Yes, the PBA was somewhat abte to do this Lo DAL JaltpBA J! gl 2h cans | 1

2 Yes, the PBA was able to do this b JaipBA ) pail il el

3 Yes, the PBA was very able to do this s JSy i adpga N Eu::....l A el

Mot applicable
N/A | iinterviewers: Choose this option only if asking
about a specific product/service,

5 o o b il LAl iy dad ,“._,__n} il Y "

o [ooo*

(4—-!-!’ i Aelaf=lia \..-aa_" -

5. Please rate the PBA on each of these attributes: ettt 3t ks S G, PEA B e S

1) Effort to fulfill the purpose for which the call :

T #)
was made:
0 No, the PBA did not make this effort/possess this n e Aawill 03h dlliay Y/ 3gadl 134 PBA JI a2l 38 0
attribute at all Sty
Yes, the PBA made this effort/possessed this attribute ! aia s . s e
1 to some extent E Leda D) aedlsia iy g /2gadl RgPBA JI a6 230 caad 1
v i i - - - - e o= .

2 :tets .th:‘PBA madg. this effort/possessed this D Randll 230 Diag gA / gt oPBA U1 pid di cpnd 2
3 | Yes the PBA made this effort/possessed this N St Al ol dlliy ga [ ol LPBA Jf a2k el 3
attribute a great deal ﬁ
2) Extent of product/service knowledge: rdasill / milially db aall gae (2
0 No, the PBA did not make this effort/possess this 0O LB Al 234 ey Y/ 3gadl 134 PBA Ji sy ad (2 0
attribute at all Rl
Yes, the PBA made this effort/possessed this attribute W il oia llias L (06 3]

' to some extent E s d 32 ey ga /g2l DEPBA JH A8 AR 4pai 1
Yes, the PBA made this effort/possessed this R ¥ 5 &

2 | uribute O | o3a ey b f g2l 1igPBA Jipl Al pel | 2
Yes, the PBA made this effort/possessed this JSdu Aand) 034 Hhy gh { 34l g PBA I ald Gl can
3 O 3
a ut reat deal ﬁ
3) Cross-Selling effort/attempt made: A At Jab e A giuadl dglaad) g Jslalt gl (3
0 No, the PBA did not make this effort/possess this 0O 6 Aauall 330 2llia; Y [ 3gal) Vg PBA ) gy ol S 0
attribute at all 5oy
1 Yes, tr:: PB:‘ ::ide this effort/possessed this attribute D L a1 Gl 030 iy b / 26 13PBA ) o8 i) cpns 1
Yes, the PBA made this effort/possessed this < W e : < .

2 ibute P Lacd) o2 iy gh [ 24201 1EPBA J o A pus )
3 | Yes the PBA made this effort/possessed this 0O Sy dand) 038 iy g4 [ 22l 134PBA ) pB a) pus 5
attribut reat dea £

Mot Applicable b Loy e A v a G el Y N

N/A | (Interviewers: tick this option only if cross selling was | [] - “:D]" L = "h «:k‘ £ u“'.")h-,' ) “}TL-; i

not possible due to the nature of your ingui - (g Aastn e ae crOss selling S5 > o

4) Em?i%oij%smmmnmm& A g daall AL gde 13 (b gl) 7kl md (4

0 il No, the PBA did not make this effort/possess this n P Al s3a By Y/ 399 Vg PBA J) pky ol 38 0
attribute at all by

1 :’sss, tr:eP:A mide this effort/possessed this attribute D Lo s B acdl oia iy pa / g2l 13PBA ) o6 il cpul 1
Yes, the PBA made this effort/possessed this - . . P

2 | Jeib ! O f......n.:u.ﬂn.,_,n/.\‘.,.xn:u.,pa,q da,x.f.\‘u‘,... 2

3 | Yes the PBA made this effort/possessed this ] g5 Al o iy g6 [/ agadl REPBA JI gl Gl cans 3
ibut reat dea 288

Not Applicable w1 s o may =g ,

. . . . . ) aadd _}u‘.‘ul A o= dothE s :,_'-).n.._:.ﬂ) huad: N

N/A | (Interviewers: tick this option only if no further | = TR ter B

Questions were posed) — (Al B o pm b S | B

~J



ol wad PBA _iad e £S5 2

-
. Q -
on: E| A1 8| 8 b FoLE .
Al Product knowledge & gl o 8 F . e i S At A _(
information/assistanc g . e Ot

_ ) Bon el y g ALl
e provided: —
INT: Circle a number
from 1-5 for each

attribute, as relevant

- : :
el o801 e 3 b aud) rdal
el by Ao JU 5 11 e

+ + +
2. Overall, rate the PBA
|
|
|

5
a
5

| B] Cross Selling: :Cross Selling (-é

X - ([C0 1= | Very Poor
OO | ve
|D|H |Dlr- oreiye €T

4
X

4
0

SO [a
] |D I~

O || e
ImESmEs

2
0
2
O g gigdg

{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)
2ia S A Maa i Sy g e en T e e s e e Sl a0 130 3ial VN L Cross Selling/r andl = et Y sl 1 gialll)
(Cross Selling i a2 i o

G. Answer this segment if the ‘Purpose of Call’ was to S "Il (gl AN 1) 6 ad) 1A P ol £
express customer Complaints/Grievances: Gl 3 Slallil [ gl (ol
8.1 Complaints & Grievances AN A PPLRA R R ]
1. PBA demonstrated active listenung skills when the S e O Levie LS pLE LY 2 Jlge PBA U ekl 1
custamer was relaying his/her complaint: S ifel S5
3 | Yes O ani| 3
If ‘no’, specify any additional comments here: sUa 8Ll Slided ) aa NS 1)

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

AL ¢ oS0l agil IS g2 PBA JIpi a2

3| Yes | pui | 3

01 No O 3 (0
If ‘no’, specify any additional comments here: S ) DG gl s ST 1Y)

3. The PBA clearly explained each of the following to the apl A e S pgmy PBA J il 3
customer: 350 a3 A1 Rl ¢ B gl e CgdRall gan) 3l ek

INT: <Select either yes or no for each of the focus areas> S aaial e On 38 4l il gl AR) [;::

1) Complaint Resglution Process: gaSadl Aatas/la il {1]

3| Yes . ani |3

01 No O w |0
if ‘no’, specify any additional comments here: g A T T XY

2) Time taken for resolution (SIS Aatlas / Jad (3 aluall Ayl (2

3| Yes O pai | 3

0| No O % |0
if ‘nc’, specify any additional comments here: sla il Sligdas o) saa UHSM 12

4. The PBA possessed adequate knowledge of the e G At b slan] & el e
complaint resotution process: 155588 Al Aland 4 puall Sl PBA S S 4

0 | No. the PBA did not possess any knowledge E] e SIPBA Jdla Y 3S| Q

1 | Yes, the PBA possessed a little knowledge D A0 A aaPBA Y 2ha oaei |

2 | Yes, the PBA possessed knowledge O id as PBA Jl dhay i | 2

3 | Yes, the PBA possessed a great deal of knowledge | ] A pal) a8 PBA ) A aai | 3

S. Please rate the PBA on each of these attributes, on a scale 5L e e e AR Gl Gy pBA D pd sl LS
of 1-5; Uy 4,000 Slieall (e ddia (9 §-1 (G o Sy 800 pud) aly

INT: Circle a number from 1-5 far each attribute, as relevant (: sl

+ . +



- -| —
g E F
£ g | 8|3 8§ | i F lf
a > U . -
> < =
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