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PROJECT: Money
SHOPPER CODE DATA ENTRY EDITING SR. 4
Name Number Name Number Mame Number
el T
50 HﬂJLM-" &n Ma(Le. I I l | l :ﬁ u‘
el 3 A il gt il Sl e
A = | aj = A =]
RN
A. _ Details of Call ] JeaD NS sl -1 |
Bank Dhofar i Jlia iy
Bank Muscat O BEPRELLY
i Nandl lo 1 SN
1. Name of Bank to which National Bank of Oman D 4.;19,3 - A 431\ LTI B |
call was made: HSBC-0IB8 ] HSBC-OIB g Syt
Bank Sohar O e
QOther Bank Specify: (2a) al gy
2. Call Centre Number ‘luﬁ‘l“ W WYY S el 2
Date | Month Year all HED | e
. Date of Call Sl .
3. DateolCa Ao |o | €l2]ola]3l2fo]1]3] | | e 3
Hours Minutes e el
4. Start Time to Call (3 0 B | RFEVRCT PR |
o |\ | u | i |
5. Total Duration Call Hours Minutes Bl Sl Ll (Yl Ty gara S
INT: FROM POINT OF ANSWER BY O A1 ABa) () 1ialy
PHONE BANKING AGENT o 2 dli) A
(PBA), UPTO COMPLETION ° © 3 o i d.‘uﬁ d-ﬂ‘
OF PHONECALL) (Aatsdlt sy
06:00-09 am O ghealt A 09:00 -06:00
09:01-12 am Leal) 3 12:00 —09:01
6. Time Slot During which D s e sl i@ 6
- ime Slot During whic 12:01noon-03pm _peall 4 03:00 -12:01 t sy ad
call was made: el 3 AR rdal
BINT:  SELECT THE 3:01-6pm [ | sw sl i 06:00 — 02:01 IR
RELEVANT TIME-5LOT, - “51)"‘ ""S,Y" .
ACCEPT SINGLE ANSWER, | 00:01-9pm O Lt 409:00 - 06:01 | U &: lvaaW
09:01-1am O |38 ciaiie 3 01:00 - 09:01 o
1:01-5:59am O | sw b i5:59 - 01:01
B. Purpose of Call 3, U ST
General Enquiry Query Code | (it 5o .
. . Product Name: _— (it pal) |, , .
regarding a specific o T sdals e pm el -1
Product / Service INT: (Insert | O J3) 15ah (B)oane dars/pns
ro from Ust) {Aadii ol
2.  Application for a Product Narme. Query Code | (M o (i) o
New Product / rodu ame: o ys . (gl ) e Jpaall Ll 22
. INT: (Insert | O Jial) rcaly f < g
Service from Ust) (- 1 (.).x,u_; uqa,ic.u..
3. CDmplaintS / Complaint Cc:fe “NSERT FROM :(um‘ Oa J'bdl) (.45 =h ...)"J
Grievances sT) P/ 5825 -3
4. Other Please Specify Details: (sl 32 3 ) s -4 1
V- DE - yochyed
1
+ +
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C. Appraisal of Interactive Voice Response (IVR) (IVR) AdeUall 45 geal) LotV alhii ands o
system:
4.1Appraisal of IVR system: Agle il A5 goal L) ol apid 1
1. How would you rate the IVR system in terms of Lal e duletidl) 455 peall Llalu| plal wis of iy a1
Ease of navigation & user-friendliness? 21045y SR Al g
i Na. the IVR was not at all easy to use g DAY e Lo tif 40 pall Aatiul! sk 08 a1 (38
) 0 O . 0
i KA )
! Jowka JEifla 2 N Gle il 4D P el aal SIS e
1 | Yes, the IVR was guite/reasonably easy to use ' D * ol el A4 pualt Lha 21 4 L - 1
e'l.iLl—nY\ k
2 Yes, the IVR was easy to use E AL e e it 5yl Tl a8 and 5
3 | Yes. the IVR was very easy to use D PRI L fa e Aule i) A5 peall BB pla S cpns | 3
2. How would you rate the [VR system in terms of Lald e Ade Ll A5 peal! ApinY! plad it i A€y a8 2
clarity of instructions? toladadll & gty
0 | No, the instructions were not clear at all D b e daudl y Dbl GG W NS | 0
1 | Yes, the instructions were guite/reasonably clear O Lol g Jgide JS20 /Lo aa M Sialath ilE s |
2 | Yes, the instructions were ¢lear B4 dadly oS Sl el | 2
3 | Yes, the instructions were very clear ! 28 daaly oS Ciafatll ol
D. Greeting PRIV |
5.1 Greeting & Purpose of call S Ca L d) g e il 5.1
1. Onceyou selected option ‘9’ on the IVR, | ;o_Se@Cemdy Alaia¥ oldai 49" Jlda¥l b jsat gad
{“To speak to a call centre agent, press (Mentian LTI E-FRR N ol Ale il 45 poall
9"), how long did it take for you to speak bl 2y | 2 i g e o8 ("9 Bkl f DY LY
to 3 PBA? seconds or (3 PBA g 2aall
INT: Specify duration in the space provided minutes) (Slbaall Aabicall b i gl 22) sdialy

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

Baglaa” Jladal A o B BE S 1A oG] taly
WY Cigealt i e Sl

2. Were you called back by a PBA? PRA L ey Laiidet s a2
3 | Yes O o | 3
0 | Ne O 0
If ‘no’, specify any additional comments here: *Note to &) omabll ABatha®t ra 8l Sligied gl dsa MUNEM 1Y
interviewers: This s not a mandatory field. Please fill in GilaY) Sllaadall e bl Ll 3l el 134 LaY) e
any additional observations, if relevant. Qtherwise, leave 8 e Gl 1A AR U Ayl 351 Yy aLall ot
blank. This applies to this option for al future questions. LA Sl adlaiall St L)
3 | N/A X whi Y | 3
3. On picking up your call, did the PBA wish you, ‘Good A ey padl plaa” il GdPBA N1 a8 s deladl dad; a3
morning/ afternoon/ evening’? " il olose [y
3 | Yes i pai | 3
0 | No O %0
 ‘no’, specify any additional comments here: b sl Sliet gl ada NS 1))
4. Did the PBA greet you in the same language you Ulaia¥ plas algs Aol A0 Gl Galy PBA SVl iy o 4
selected through the IVR system? fale Ll 45 ol
3| ves i i |3
0 | nNo O x| 0
If ‘no’, specify any additional comments here: 1UA 4l SAbdad o) daa . TRS™ 1Y
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D.

Greeting

o il

-

5.1 Greeting 8 Purpose of call

Jualy) O i Al g e 5.1

5. Rate the PBA's greeting an his/her level of \ . e e i
(1)agal asllh 134 |
courtequsness. (el B 5 A B,PBA Jimym SieR 5
0 No, the PBA was not at all courteous [:I JhY o B PBA ) 08 Al DS 0
1 Yes, the PBA was quite/reasonably courteous D dovie S f e aa J0 B PBA I S sand 1
2 Yes, the PBA was courteous D JE PBA Ol O ani 2
3 Yes, the PBA was very courteous E a3 PBA O O el 3
. Rate the PBA's greeting on his/her clarity & pace of .. . . -
6. Rate _e greeting s/ &P (g g4adS ey lity PBAJ —a j a3 6
speech:
0 No, the PBA did not speak clearly & steadily D JIGE)y £ st 3 PBA ) alSly ol 218 0
1 Yes, the PBA spoke quite clearly & steadily D JIGE) g g ge Jpda JE [ e aa JIPBA A5 s 1
2 Yes, the PBA spoke clearly & steadily m Jiiely p s pPBA JI Al e 2
3 Yes, the PBA spoke very clearly & steadily D JIGe] g faa sl g JOAPBA 1 HK0 e 3
7. Did the PBA introduce himself/herself by name? Fanls (Jusii e BPA Jl e Ja 7
3 | Yes g i | 3
0 | No O x| 0
If ‘no’, specify any additional coamments here: TUA 8ol Skt o) saa TSN 1D
8. Did the PBA then enquire after the purpose of your LT o o e Lkl Sl s Sa BPA SIS 8
call?
3 | ves g JRER-
0 | No M| %10

i ‘no’, specify any additional comments here:

+la 4l Cidjed b daa ISR L

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

ey g o) Gl G S o B Jigead) 1 Cisla) sl

9, Did PBA ask for customer details for the purpose of LR BRI :u.q:,.n Joaah seppa S e 9
verification?
3 | Yes O |3
0 | No O 3w |0
NA | Not Applicable (N/A) = | 1
10. Did the PBA proceed to listen to (or probe for) the [ [0gad W (e Jladla¥ ) plaayt PBA 45 Ja 110
customer’s query/grievance/complaint? tum il s 8a
0 | No. the PBA did not do this at all O DY) e PBA J 4 Sy 38 | O
1 Yes, the PBA did this to some extent D L oaa N PBA J ) Jad Al caa 1
pl Yes, the PBA did this O PBA J} &l Jab il (pas 2
3 | Yes, the PBA did this a lot [ Lol pBA J) Il Jad ikl pai | 3
E. Soft Skills & Telephony Skills [ Al eLay) o dpaill) &) ).z
6.1 Hold Procedure JBY Qislad 6.1
1. Did the PBA ask, “May | put you on hold briefly, while GsS! Cpa B DG I K A o) ke Bt pRA STl s 1
I get the required information?” prior to putting you Y Al i ey S 1 pllaadt i gledll e Zhica B
on hold?
3| Yes |2l e | 3
0 |nNe , O %0
BT Vot d 3t o Uola, CEGTER
+ : +
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E. Soft Skills 8& Telephony Skills

LS e O e g Apuad A D gl

| If ‘no’, specify any additional camments here:

sGa A blal St o] 23a ST

NA | not Applicable (N/A O R 3
2. Did the PBA speak with anybody else prior to placing PR Ala 3 dleny 8 Al jedlae PBA J S50 2
you on hold?
|0 fves B i | O
|3 | 3 |3
‘no’, specify any adgitional corpments here: g e P T I TN

Stod B ! EIY .

NA udals Y |

Not Applicable (N/A

(]

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

O RS EISPBA J) S50 a4 kB gl 1A Ggka) sl

for over 60 seconds (1*;; 60
3. Did the PBA inform you that he/she needs more time Al e ety Gl Ce a el )Y udd pRA J ket a3
and apologize for the same? Y
3 | Yes O ai | 3
9] No E “« |0
If 'no’, specify any additional comments here: Uk Al ST o) dam THST 1D
NA | Not Applicable (N/A 0O SBYY ¥
6.2 PBA Attributes PBA J) Sles 6.2

1. 5elect ‘yes’ or 'no’ based on whether the PBA fulfilled
each of these attributes:

Fadl o3 e JS g PBA JI il Ja "S5 et A1 ]

Ilﬁﬂi—w

) TRA W 2.1

Mo, the PBA did not have this attribute at all 'l DY e PEA JI A Jad ol (S 0
1 Yes, the PBA had this attribute to some extent D b da pBA )i 2D Jed Akl s 1
2 Yes, the PBA had this attribute E PEA Jt 4l b Jil el 2
3 Yes, the PBA had this attribute a great deal D & PBA J) U5 Jad Sl ¢end ]
2) E ive ioning ski JUlll o gaieall S g 2
0 No, the PBA did not have this attribute at all D DiBY Ao PBA J 2 Jady ol IS o}
1 | Yes the PBA had this attribute to some extent O boas JIPBA O 23 Jab dal uans 1
2 | Yes,_the PBA had this attribute ¥ PBA Jb ¢85 Jab 3il \aus 2
3 Yes the PBA had this attribute a great deal | LlGPBA ) AL Jedb 4kl el 3
3) Confident: 5.3
0 | No the PBA did not have this attribute at all O DY e PRA J Al Jedy Wl L3S 0
1 Yes, the PBA his attribute to som nt E woaa JIPBA 3 A Jed ab e 1
2 | Yes the PBA had this attribute O PBA J i Jad 2il . pus 2
3 Yes, the PEA had this attribute a great deal D LLaPBA ) Sl Jad 3k caas 3
4) Professional: G jae
0 No, the PBA di ve this attribute at all D by e pBA Jb S Jedy o DS 0
1 Yes, the PBA had this attribute to some extent g e da  MPBA JI S Jad 3 e 1
2 | Yes. the PBA had this attribute O PBA J) AU Jab il ipa
3 | Yes the PBA had this attribute a great deal ! Lol PBA ) I8 Jai ai opa 3
4
+
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E. Soft Skills & Telephony Skills | AN SNLaTY! G jlge g el S gl 7z |
S) Friendly: 3493 .5
0 | Ng, the PBA did not have this attribute at all A Pyl o PBA J) A ks L3S 0
1 Yes the PBA had this attribute to some extent D waa JIPBA N 23 Jad i Lans 1
2 | Yes, the PBA had this attribute O PBA ) 23 Jad il e 2
3 Yes, the PEA had this attribute a great deal Llc PBA Y 2 Jad ail .aat l 3
6) Used simple language & phrases: Al Gaa y SialS Jaiu) 6
0 | No, the PBA did not do this at all | SARY) e PBA )L Sy o XS 0
1 Yes, the PBA did this to some extent E tada JPBA ) U3 Jad 4] caai 1
2 | Yes, the PBA did this O PBA J) 23 Jab 8l e 2
3 Yes, the PEA did this a lot D L PBA ) 283 Jab adl pal 3
? ce)::r::ga::::mtude e friendly & fapmbany 539 #13 1B Sk gl pl o ERay 7
0 | No, the PBA did not do this at all O SRY1 e PBA ) A ey ) S 0
1 Yes, the PBA did this to some extent m Lota JPBA 1 &3 Sad ol cael 1
2 | Yes, the PBA did this O PBA () &3 Jad 4l (a5
3 | Yes, the PBA did this a lot l O Llad PBA (1 23 Jab a4l cpas 3
8) Used positive language: I dlag ak! Jeatew 8
o No, the PBA did not do this at all O BB Je PBA J 2 Jady ol DS 0
1 Yes, the PBA did this to some extent E] Leda JIPBA () S Jud dil (aa 1
2 | Yes, the PBA did this &d PBA J &3 Jad il (ans 2
3 Yes, the PEA did this a lot D Lol PBA 1 3 Jad i) o 3
9) Overall, Was ‘Customer Friendly’: gl pa 12 339 O ke oo .9
0 | No. the PBA did not do this at all O BV e PBA 1 &3 Jady ol S 0
1 Yes, the PBA did this to some extent D Leas JIPBA () 23 Jud 8B L aal 1
2 Yes, the PBA did this E] PBA J &1 Jad 3i aad
3 | ves, the PBA did this a lot X Ll PEA 1 &L Jad il cpat
1. Qverall rate the PBA §: N - § E’ E- . F
on; ; §| E é‘ o tt 1 |\E tE [ ads i PRA ! ,_. -..':- .,S-a 1
A} Greeting: 2 a g . - e ,
INT: Circle a number ephealebal! ad ) ,_,Jr- 5,10 o) rlal
from 1-5 for each 1 2 3 4 5 5 4 3 2 1 gkl By ado 51§ 1] e
attribute, as relevant D D D D E D D D D D
8) Extent of Customer _l— Z E Z E ? I E Z I o gl g g 5l AldAY) 5o
Focus & Friendliness: Q g _D_ & _D_ g g g g Q
C) Soft Skills & 1|2 (3|a(s|s|al3[2]1 Sl by Addall S el (o
Teicohony Sk OgoxKogogon s
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F. Answer this segment if:

A)Application for a new product/service:

b) General enquiry relating to a specific product,
service and/or facility:

¢) Other purpose of call

Suaa Aaxd gl mfia el -]
e Sl o) Recd gl i Blade ple Jladlud -2
LSl o AV G2 -3

etV Gt S8 Jla e el e e AN A1) -

7.1 Information provided, Product Knowledge &
Cross Selling

i ALY an Ol mial of Adall idadial) Sl ginadl 7,1

———— — + B

1 PlBA pl’DVlldEd' .sufhcfle:t detau_l to thetc/ust.or%e.lr.,twuh a S ey 7% a0 A Caplan PRAS et & 1
C f_'ar.exp anatien o t e requirermnents, . ellgu Au Y s Y il Vigd dm 3301 Dl / iyl pyiaall / il
criteria/ documentation needed for this particutar = .
product/service. tT

0 | No. the PBA did not do this at all O BB e AUpBA S ksl NS | 0

1 | Yes, the PBA did this to some extent O Laaa 1205 PBA 1 Jad 4kl cpai 1

2 Yes, the PBA did this E HLpRA I Jad il el 2

3 |Yes, the PBA did this a great deal (| S JS5 APRA JI S W s | 3

2. PBA provided a clear and thoraugh explanation of the Sl S Dlpeadl e Jdlly monly # SPBA J1padadl 2
steps that shall follow in terms of: Wua e ol

| 1) Process: el (1

0 | No, the PBA did not do this at all O SV e HIPRA J Jay &l S 0

1 | Yes, the PBA did this to some extent O Loda 0 A5 PBA JhJad 2R caai | 1

2 | Yes, the PBA did this | ABPBA JiJed Al cai | 2

3 | Yes, the PBA did this a great deal O S L PBA Vel i | 3

2) Time taken; it gl (2

0 No, the PBA did not do this at all D BT e dIpRA I Jady o) S 0

1 Yes, the PBA did this to some extent O Laas 0 J0 pRA 1 Jad Akl ans 1

2 Yes, the PBA did this E SUPEA J Jad Akl i

3 Yes, the PBA did this a great deal D 6S JS ALPEA ) Jad Sl . aai

3) Requirements (such as documentation): HfilaBieall Jia) Slallala (3 |

0 No, the PBA did not do this at all D S o AUpEA J Jedy ad W3S 0

1 Yes, the PBA did this to some extent D be a0 05 PRA I Jad Al cpai 1

2 Yes, the PBA did this E ABPBA J) Jad A cpal

3 Yes, the PBA did this a great deal D oS J80u SOPBA ) Jad AR cpal 3

. PBA i [ th . S . . -

3 :23' BA was able to clarify any questions the customer o e 2 ALYT gl i e PBA S 3

0 No, the PBA was unable to do this O a1l JadPBA J) il pl DS 0

1 Yes, the PBA was somewhat able to do this E Leoaa 3 Jed PRAJ) £ i 2B s |

2 | Yes. the PBA was able to do this O 3 JaAPBA J) Uaiual! (ax )

3 | Yes the PBA was very able to do this O S Jy &l JadPBA U1 flid bl i | 3

Mot applicable e Bhid Ll i dal el el .
T omay i Logaadl) Saas
N/A | (nterviewers: Choase this option gnly if no D Tmbiade S ) | - i
: - Ao} | Sy
stions were pased

4, The PBA was able ta explain the points of b e e . o
differentiation and comparative advantage of the frinall Jaily el A Shiall ¢ 50 GPBA Jplind ol 4
product/service (Versus offerings of lgcal competing (il el o il s )yt i) deadl)
banksl:

0 No, the PBA was unable to do this D Al SPBA ) paley ol (S 0

5
- +




gugstiong were gosgd!

+ +
1 Yes, the PBA was somewhat able to do this - |:| Le aa ) AU JedpBA J) pllie dB] ae 1
2 Yes, the PBA was able to do this '3 41 Ja3PBA J)_piislddl ¢ aa
3 | Yes, the PBA was very able to do this d 225 05 A JaiPBA 1 pllid o) spel
Mat applicable e e e gl LAt iy Gae s el Geal Y Iy
N/A | (interviewers: Chogse this cption only if asking : _@ === — y (_-,,___'ﬂ- o |
| about a speific preductyservice ' - a—
5. Please rate the PBA on each cf these attributes; e sk el STH PBA Hadisla; S
1) Effort to fulfill the purpose for which the call " e e e e ew e -~
eyl #lag o go Al (Bdat Ml S (1
was made: 2 = ==
g | No. the PA did not make this effort/possess this 0 e Aawall 036 S Y £ agalt Ui PBA JI ply al 138 o
attribute at all v byl
Yes, the PBA made this effort/possessed this attribute » i e S5 = 06 g cand
1 to some extent E g 4 dlie b/ 2 20PBA g 1
2 :es,.th:t:BA made this effort/possessed this O Randh $30 iey g / 2gad] IPBA ) pld B cand 2
3 | Yes the PBA made this effort/possessed this O IS Aacalh o3a dlliey ga [ 3gatl 1IEPBA ) g8 Sl cpas 3
attribute a great deal
2) ent of produ rvice knowledge: sAadill / miialls A aall 534 (2
0 No, the PBA did not make this effort/possess this 0 8 Aandl 030 ey ¥ / agalt 134y PBA JI plly al (38 0
attribute at all Y
Yes, the PBA made this effort/possessed this attribute w 0 A o S, Dy |G s s
! to some extent O] wae W iy ga / 2e2l AEPBA 1 ol Al e 1
2 :es, th:tPBA made this effort/possessed this E T ol Uy ga / gt LigPBA )l ] cpni >
Yes, the PBA made this effort/possessed this JS Aanad) 030 Ly g6 [ 3g2d 13PBA ) pld Gl cand
3 i~ O 3
attribute a great deal ﬁ
3) Cross-Selling effort/attempt made: (ALYl Jad e Al glaadl A gaalt b Jgdaadl el (3
0 No, the PBA did not make this effort/possess this & e el 03 hay Y/ 34l gy PBA Ul plly ol S 0
attribute at all Sy
1 Yes, tr:“e PBA r:ade this effort/passessed this attribute D L a1 dadi via liiag o / 3¢l 134:PBA 1 6 i an 1
to some extent
2 :es._th:t:BA made this effort/possessed this . Faedd ol s b / 3gadl igPBA ) pld 3 sl >
Yes, the PBA made this effort/possessed this IS Aacalt 03k dlliay gb [ 3pall BEPEA J) pld S0 coas
3 . O 3
attribute a great deal ﬁ
Not Applicable G LY o Ao s w ot "
N/A | finterviewers: tick this option only if cross selling was | [] "JT; : e “'& L £ Ali."‘m._l' j& X ’..; T
not possible due to the nature of your inguiry) - s L1053 SEIINE = Wi o™ | 2oy
4) Prov'gi.c:!'! of adequate explanation in response T g el AT e 135 gl 7,301 ptis (4
uestion 22
0 No, the PBA did not make this effort/possess this O e dand) 030 By ¥ f gt 13gs PBA ) aky ol (38 0
attribute at all Y
1 Y:s. t:;PB:t rr:de this effort/possessed this attribute E L da, D et o3 ey g / gl 3gPBA I o0 il can 1
2 Y:tsl:‘i.:ﬁ:pBA made this effort/possessed this ] At a2y g [ g2l VigPBA ) pl6 Akl i >
Yes, the PBA his eff ed thi Jis dacdl) 030 ey ob / 32l NigPBA () o Al el
3 . O — 3
attribute 2 great deal 22
Not Applicable DM LE Ll G e s Sl el N .
N/A | {Interviewers: tick this option only if no further i Agte gial Al e A topalll) Sl Y Py

(A Al » g ol Sy | feal




+ + +
2. Overall, rate the PBA - ‘ = | g
o:fzra rate the g L - §| F F | sfPBA _ b ar Sl 2
M. a ‘5' o * —
A) Product knowledge & E|‘ & E é 2 tt I:F |“. I.E . o el Tt b e T
information/assistanc | 3 < S ' . _f;:_;T ;_\.-,‘_:..iu +: u__):l
e provided: ' g
INT: Circle a number 1 2 3 4 | 5|5 4 | 3 201 ua A Je bl n;..'a) sty
from 1.5 for each = Aidass Gy . Ad ) »
attribute, as relevant Q Q g E D— —D— g g g g = e
B Cross Sefling; 112 |3]als[s al3l2]1 Cross selling (=
B OO0 0000884

{Interviewers: Please skip Part 8/Cross Selling, if not applicable. Example: Interviewer posed very basic query about opening a

current account and there was no scopefalmost no scope for cross seling)

A S ad S A S a5 e e =l Jgalim et e = 2al 0 W il 1D .Cross Selling/ sl » gl Y osta 1 el

(Cross Selling_: ‘e xa J Jlaa

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

CAS " Tuail (e i A" 13 2 50 W e cual F
ol 3 ALl [ g g8y ald

8.1 Complaints & Grievances

Slail § dJlS.-ﬂ\ 81

1. PBA demonstrated active listening skills when the

S 5 S lesie by 2l plaiV) D jlge PBA ) sebl 1

customer was relaying his/her camplaint: - ifal S5
3| Yes O o | 3
0| Nno D SRR

If ‘no’, specify any additional comments here:

LA Ajblal Sligded o) daa o AS" 1

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

ALkl g fSEN pgdl S apn PRA JiE Al 2

3 | Yes

o

0| Ne

0a

“ | 0

if ‘no’, specify any additional comments here:

cUA Al Sidded o) saa NS L)

3. The PBA clearly exptained each of the following to the
custormer:
INT: <Select either yes or no for each of the focus areas>

wp i N e S pap PBA JIz oS 3
oSN A5 AN B Ga JSI S g pad Cuiladl gaald Adl) sdialy

(=
1) Complaint Resolution Process: Sl Aalayda Al (1
3] Yes O ai | 3
0| No O % | 0

if ‘no’, specify any additional comments here:

SUn Agdldl AT o) dam L "NE"

2) Time taken for resolution

31| Yes

W‘%’M‘dﬂ‘lz

I;.l.l

0 | No

O|a0

4 |0

If ‘no’, specify any additional comments here:

Ua Aol Sliglet g daa ST 1D

4. The PBA possessed adequate knowledge of the
complaint resalution process:

(S5l Aallan/ o Aglenl 44 adlt ey PBA S S ) 4

No, the PEA did not possess any knowledge

4 s JPBA J By Y 38

Yes, the PBA possessed a little knowledge

Ul BAPBA by pni

Yes, the PBA possessed knowledge

LTURN N I I |

Yes, the PBA possessed a great deal of knowledge

0|0|0|0

Bad o gt PIPBA J1 il i

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

0

1

4 ae PBA J) iy pai | 2
3

S

5 M1 e Jlea e 400N Sl Gy PBA JV i cela
by 400 Shuall (a Adeo JO §-1 (o o g 51 ) 1ialy
(‘oo

+
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- k-] —_
ey - k
SRR I AL
Q. > + .
> < >
1) 0VEF3»|| custfomer 1 j 2 3 a 3 5 4 3 2 1 A iyl a1
experience for ol g
complaint resolution: H 1 Oojo o oooioa!d Aol 55
2) Exten!t ?jf PBA 1 ; 2 3 4 5 5 4 3 y) 1 o PBA 1 &6 mr _3om (2
nowledge on ‘ . >
resolution process: D i D D D D D D I:I D D Aalaal ee
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