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PROJECT: Money
SHOPPER CODE DATA ENTRY EDITING SR.H
Name Number Name Number Name Number 3q qu
=4 M osied RN >
el 3 340 I S gadl Nl Bguiiall ja
A = A ~ | Az =
IR i |
A.  Details of Call | Jeea YA Jinals -}
Bank Dhofar K1 S
Bank Muscat O i i
i paall ila gl Sl
1. Name of Bank to which National Bank of Oman D Lt Al a1
call was made: HSBC-OIB Wl HSBC-QIB i w4y JaTy!
Bank Sohar D Sl 2
Other Bank Specify: (22} ¢ ad oy
2. Call Centre Number wqq u ‘\ Yl S e i, 2
Date | Month Year aul A | el
3. Dateof Call i Jualy! 3
Aol ol&lz2lol1]3]2i0]1]3 | | r2
Hours Minutes Adal SleLud)
4, Start Time to Call \ | o) - |\ "T I .00 IPRVRLT PR
4
5. Total Duration Call Hours Minutes Jadal Sile Lt 8, PN F PY WP
INT: FROM POINT OF ANSWER BY Ca ke ¥) Aial ) taly
PHONE BANKING AGENT p 2 AL A
(PBA), UPTO COMPLETION O 9 o 6 e dd;‘" d!‘"
OF PHONECALL) {Aadisalt plg
06:00-09 am (| gleal 5 09:00 -06:00
09:01-12 am Lall 4 12:00 —09:01
ok urine which b Santh.s Joos gl 3558 6
5 T”IT]‘G Slot DZ”"S which | 12:01n00n-03pm d i elall 3 03:00 —12:01 - i) 48
call was made: cEMe ed mry b
) <yl 1 rdaly
BINT:  SELECT THE 3:01-6pm ] | s et o 06:00 - 03:01 dﬁ‘:n:id “““'. " R
RELEVANT TIME-SLOT, - — _ 2 .
ACCEPT SINGLE ANSWER, | 00:01-9pm O sludl 3 09:00 - 06:01 |  Jd 'dms::wi..m
09:01-1am [0 [Sd wiaise 3 01:00 - 09:01 o
1:01-5:59am ] | s pleall L3 5:59 - 02:01
B. Purpose of Call Jualy) cda @
General Enquiry Query Code | {3l S0 .
. . Product Name: —_— (it ) | .
regarding a specific T Ly e ae Sadiad -1
Product / Service 7 T: (Insert U‘df") P (; Sdace Aaad /e
ro oL ¢ from list) (A ) o
2. Application for a Query Code | {13 54, .
Product Name: —_— (pSial) aud)
New Product / o e . e Jypanll Gl .2
Servi INT: (Insert | O Jadt) roals | e ) sinn s
arvice from list) (aitil (3) 3> Aaai/miia
3. Complaints / Complaint Cc::l;l(mssm FROM (R (e J52) 5 4SEN e
Grievances oS/ s 985 -3
4  Gther Please Specify Details: (ol 333 33.) byt 4 1

<_'-\

. D\: - WCL~ 4;\9,

\




+

+ +
C. Appraisal of Interactive Voice Response {IVR) {IVR] Ll A0 guall Aol alBS pls .0
system:
4.1Appraisal of IVR system: e UGN 43 peall agladu¥) WU auicd, 1
1. How would you rate the IVR system in terms of Agal e Ao Ul A5 poall Alatl¥ 2k ol ) AiSey g 1
Ease of navigation & user-friendliness? alani i g il A ge
No, the IVR was not at all easy to use e DUV e ot &5 pealt A0V i 6 8 (S
0 d "o 0
alddiaa]
. L gaie (Sayfle an ) e Tl A peall LY i S anl
1 | Yes, the IVR was quite/reasonably easy to use D : L Pyl Ay
P\M‘f\ d‘,‘
2 Yes, the IVR was easy to use D AR e Al ) A8 gl RA I piad IS o | 2
3 Yes, the IVR was very easy to use & LRIy i ! ke ) A5yl Ahnia1 S S cani 3
2. How would you rate the IVR system in terms of dali e dde D A0 peall Aladyt U Caias S ali€y s 2
clarity of instructions? thanl 2 ea g
0 | Na, the instructions were pot clear at all | DIBY! 6 Aty Sholill oS W K | O
1 | Yes, the instructions were guite/reasonably clear O Aad) g Jpuhe JSH /1o aa J SlolaTh il pai |1
2 | Yes, the instructions were ¢lear O Aaud) ¢ S Zladaill (e
3 | Yes, the instructions were very clear E iy daudl g 2618 laglailt pa
D. Greeting cua all &

5.1 Greeting & Purpose of call

Juadl O @ adly wua Al 5.1

1. Once you selected option ‘9’ on the IVR,

(“To speak to a call centre agent, press

{Mention
9"}, how long did it take for you to speak
to 3 PBA? seconds or
INT: Specify duration in the space provided minutes)

b2 rio~de

Llad oW GUas 879" Jeada! Sl g2l 1
38 m ilh go pe AU ¢ el 451yl
2 it Sl e oS (19 ek /L aTY
fPBA aa Laaaill

(Plomalt dabesalt 3 Z ) 22) slualy

i gl saa)

(i

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

Baglaa Juadal d,L550 Ra A BED Jged) A Ao o gty) Zaly
(AN Cigeal) asd e " sl

2. Were you called back by a PBA? tpBA A e dh Latylisdet G e 2
3 | Yes O |3
0] No D |0
if ‘no’, specify any additional comments here: *Note to -3 o Balll aBatie® (s 4ol Gyl o) saa "B
interviewers: This is not a mandatory field. Please fill in aday) SABaSadl s pla g bl )l 13 daY) Ja
any additional observations, if relevant. Otherwise, leave J5 e k1 AE A aglatt 3 S Yy adaall 13
blank. This applies to this option for all future questions. Aol Sltayl Adlatd) o LAl
3 | NA & oY 3
3. On picking up your call, did the PBA wish you, ‘Good ey il plaa” ol GGPBA JH el b ddoledi i, gal 3
morning/ afternocan/ evening’? £ il eline fume
3 | ves g o |3
9 |mno O % |0
if ‘no’, specify any additional comments here: sLia Agdlah Sillled o) oua <"HS" 13
4. Did the PBA greet you in the same language you Va1 plas 3 LS il A A ety PBA Il cay Jo 4
selected through the IVR system? Pile Ll 45 gl
3 | Yes R pi | 3
0 | Ne O % |0
if ‘no’, specify any additional comments here: <0 Lol cligded b ada ST 13
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D.

Greeting

Al

5.1 Greeting & Purpose of call

SualYl G oa Al g a3 5.1

5. Rate the PBA’s greeting on his/her level of (1) A8 5 Jiundd GyPBA I on i B S
courteousness:
0 No, the PBA was not at all courteous D S e D PRA UV S el S 0
1 Yes, the PBA was quite/reasonably courteous D Ugiha (S0 fle a2l B PBA U IS el 1
2 Yes, the PBA was courteous % G PBA ) O 2
3 Yes, the PBA was very courteous D ba 3 PBA JI 0 pel 3
6. ?:;25::& PBA’s greeting on his/her clarity & pace of ()45 xiyy a8 £ gyl iy PBA Nl un 5inB 6
0 No, the PBA did not speak clearly & steadily D Jie )y 7 pa s PBA JI 815 ol 438 0
1 Yes, the PBA spoke quite clearly & steadily D SRy £ i gy J ke J0 /L 22 JIPBA I ASS and 1
2 Yes, the PBA spoke clearly & steadily E_ Qe )y ;g gaPBA I I e o
3 Yes, the PBA spoke very clearly & steadily D ety lan el y JSEUPBA  JI 4SS cand 3
7. Did the PBA introduce himself/herself by name? TNl (ic 'e BPA Jl e Ja 7
3 | Yes 74| a |3
0 No D x| 0
If 'no’, specify any additional comments here: R I T
8. Did the PBA then enguire after the purpose of your tllal o e e Jledia¥l sy e BPA JG e 8
call?
3 | Yes B o | 3
0 | No O % | 0

if ‘na’, specify any additional comments here:

Tl s Slhgled gl daa  THEN 1Y

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

Gy g gl gl G5 oo B B gl Tk (o i) iy

9. Did PBA ask for customer details for the purpose of el om ey g ol And ol Laliih ceppr S I 9
verification?
3 | Yes O o | 3
0 | nNo | 310
N : . ¥
== | Not Applicable {N/A E R R =
10. Did the PBA proceed to listen to {or probe for) the fulla flgus D (e iyl ) plaanyl PBA M 4l Ja 10
custamer’s query/grievance/complaint? s Al sass
0 | No, the PBA did not do this at all O JEY) e PBA J) & Jaiy o NS 0
1 Yes, the PBA did this to some extent D Leda I PBA ) &3 Jad 3l cpai 1
2 | Yes. the PBA did this O PBA J) & Jad 31 pas
3 | Yes, the PBA did this a lot O s PBA J &5 Jai akl oni | 3
E. Soft Skills & Telephony Skills | A YL G e 9 el Gl gl 7
6.1 Hold Procedure SN Gt el 6.1
1. Did the PBA ask, “May | put you on hold briefly, while OaS) pm b UB Ll o o ik Ja® ppa JHelle 1
| get the required information?” prior to putting you PUADY| Ala b ey S 04yl e gladdl e ilias S
on hold?
3 | Yes O pai | 3
X x| 0

we wf@ﬂmw»nw§ Qea i w5

yoak O .~-! (l g | By




E. Soft Skills & Telephony Skills | LTl SN Gl e g dpad ) S gl 7
If 'na’, specify any additional comments here: LA ABL51 Cidylad o) daa "NST 1)
N2 | Not Applicable {N/A O LY X
2. Did the PBA speak with anybody else prior to placing LY s 3 tey 8 a0 add ae PBA JHASS U 2
you on hold?
0 | ves O ani | O
3 | No O % |3
If ‘'no’, specify any additional comments here: Y e W T TUNY
NA | Mot Applicable (N/A X gyl Y
= bl
INT: Answer this question only if the PBA kept you on hold Oe AS) JESTPBA JI IS 5 Ja LA B Jea) 134 o qagla) rdialy
for over &0 seconds (3.;515 60
3. Did the PBA inform you that he/she needs more time G e ey Sl e el y Sy g4l PBA JHEdet Ja 3
and apologize for the same? ¢ Lyl
3 | Yes O a3
0 | Ne | % |0
If ‘no’, specify any additional comments here: lid o) SRS o) aaa HST Ll
NA | Mot Applicable (N/A < s Y Y

6.2 PBA Attributes

PBA J Class 6.2 |

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

sOlalt o3a e JS e PBA JV Bl Jla 3 URE" Ml gl 1

1) Acti isteni kills; by bl gl ol M .1
0 | No, the PBA did not have this attribute at all Y e PBA J1 o Jady ol S 0
1 | Yes, the PBA had this attribute to some extent Lo da JIPBA O 43 Jad i) and 1

P Yeas, the PBA had this attribute

PBA Ji 43 Jad 2l an

3 Yes, the PBA had this attribute a great deal

2
Lias PBA b 20 Jail i1 cpus 3
2

Yes, the PBA had this attrib reat dea

O

0

Bd

O
2) Effective questioni ki Jadl! oo gaiul S
0 | No,the PBA did not have this attribute at all O Byl e PBA Jb i Jady ol 38 0
1 Yes, the PBA had this attri to some extent D Lo da PBA J A0 Jab il e |
2 | Yes the PBA had this attribute %] PBA J' &5 Jab sl . pn 2
3 Yes, the PBA had this attribute a great deal [l LLSPBA o)) 25 Jad Jil .ax 3
3) Confident; iy .3
0 | No, the PEA did not have this attribute at ali O DAY e PBA O &l Jady al NS 0
1 | Yes. the PBA had this attri xtent H| boaa JPBA )G Jab B oai 1
2 | Yes the PBA had this attribute B4 PBA J 403 Jai ikl oans )
3 Yes, the PEA had this attribute a great deal [:] LLCPBA ) 40 Jad ol s 3
4) Professional: chias .4
0 | No, the PBA did not have thi i atall O D e PBA J) 4D Jaky o] 38 0
1 Yes, the PRA had this attribute to some extent D Lesa JIPEA 1 2L Jeb 32 ceal 1
2 | Yes, the PBA had this attribute B] PBA J) 15 Jab 3k iaai 2
3 u

Lalal PBA J) 2 Jud dkl on




+ + +
E.  Soft Skills & Telephony Skills | G LA Gl ey Apaied] Sl 7 |
5) Friendly: 39y .5
0 No, the PBA did not have this attribute at al D (kY e PBA Jb 23 Jads L US )
1 Yes, the PEA had this attribute to some extent D s JPBA Jb A Jad il sl 1
2 Yes, the PEA had this attribute E . PBA b U3 Jad skl s 2
3 Yes the PBA had this attribute a great deal D Ll PBA D 23 Jad AE s 3
6) Used simple lanquage & phrases: | A Jan g Slalf Juadnd .6
0 | No. the PBA did not do this at all O SIBY! e PBA J &l Jady p 38 0
1 Yes, the PBA did this to some extent D Leda JDIPBA ) 3 Jeb Sk el 1
2 Yes, the PBA did this | PBA () U3 Jad 3B (pal 2
3 | Yes, the PBA did this a lot | L PBA ) Glld Jad 4kl 1pu 3
7 O:tel::;li:a :':i.ach;tt::?:: a:! positive, friendly & s g g3y #131 gh ople JShs et plal o Bkay 7
0 | No, the PBA did not do this at all O SV e PRA J) dlli Jady o (38 0
1 Yes, the PBA did this to some extent D Le 32 LIPBA O 23 Jad Akl cans 1
2 Yes, the PBA did this E PBA J 283 Jad 2kl s 2

|3 | Yes the PBA did this a lot O i Ll PBA 1 2ll) Jad o uas 3
8) Used positive lan : Gyl A4 iy 8
0 | No. the PBA did not do this at all [ SNV e PBA JI <3 Jaiy (38 0
1 Yes, the PBA did this to some extent D Le da JIPBA O U3 Jab ai] caas 1
2 | Yes, the PBA did this pd PBA J el Jab 4l (pns 2
3 | Yes, the PBA did this a lot ] Ll pBA J1 2ld Jad ab) cans 3
9) Overall, Was ‘Customer Friendly": (gl aa 1a g O ke S 9
0 | No, the PBA did not do this at all O Y1 e PBA J) &1 Jady ol (38 0
1 Yes, the PBA did this to some extent D Lean JIPBA () Jab 3R] ¢l 1
2 Yes, the PBA did this E PBA JI &3 Jab ail cpns 2
3 | Yes, the PBA did this a lot O Ll PBA I Sl Jad 41 (e

w o _ —
1. 2_::erall, ratethe PBA | 3 | 83 3 tg " l%.- I‘E IT' i pBA S ade e 1
A} Greeting: 8 - I $ ' . o e {'\. .
INT: Circle a number -Ln-l-:~l ,-l)'l _,.k- 3k aa) tlal
e (L[ |E (A3 g e
B) Extent of Customer I E E Z E -_g; Z E Z T a2 gy e b Sl i (o
Focus & Friendliness: D I:] D g D D D D El D
C) Soft Skills & 1 2 3 415|543 |2]|1 it g g Adadall 2 gl (&
Telephony Skills g Q D_ & D_ Q Q g g _D— adgll e A3l




+ + +
F. Answer this segment if: . MUY Ga) D8 S e~ el 1 e Ala f:_‘,) .z
A)Application for a new product/service: 3 el o mite e -1
b} General enquiry relating to a specific product, e e g dadd e (laie ple ludlal -2
service and/or facility: A e 3l g e -3
¢) Other purpose of call
7.1 Information provided, Product Knowledge & i - . -2 - .

n ‘ Ly by ziall oo Ab_aall cdatiall il glaal) 7,
i Cross Selling i & Jygidi e ‘ = 71
| 1. PBA pravided .sufflcment detau_t to the cust'or.ne.'r., with a e maly 7 e e RS lagbs PBAY el
clgar .expLanatxon of t'he requuements/. ellglb‘lhty A o) Vigh e 5 i oTianl / A pal pyimalt/ it
criteria/ documentation needed for this particular = st
product/service. nE
0 | No. the PBA did not do this at all O SN o AUPBA ) Jady ol 38 0
1 | Yes, the PBA did this to some extent d Lsa g A PBA J ek il pmi | 1
2 | Yes, the PBA did this Bq ALPBA JI Jad dil uai | 2
3 Yes, the PBA did this a great deal D onS S JUpRA ) Jad Gl el 3
2. PBA provided a clear and thorough explanation of the Oy A gkadl) e Jally sl pSPBA Jiaad il 2
steps that shall follow in terms of: Cua e S
1) Process: s Alall w1
0 | No, the PBA did not do this at all (| Y e AUPBA I Jady o ¢3S 0
1 | Yes, the PBA did this to some extent O Lada 23 PBA ) Jad Okl cpns 1
2 | Yes, the PBA did this & ApEA J o W i} 2
3 | Yes, the PBA did this a great deat O S S5 SUPBA DI Wi | 3
2) Time taken: Wl ) LH ‘2
0 No, the PBA did pot do this at all D b e AUPRA JY Jady oI (S 0
1 Yes, the PEA did this to some extent O Leoaa N d PBA (J) Jeb all cpas 1
2 | Yes, the PBA did this | ALPRA J Jad B (pes
3 Yes, the PEA did this a great deal D S J58y ABPRA () Jad il pai 3
3) Requirements {such as documentation): Sttt Say cilllia (3
0 No, the PBA did not do this at all D MY e SLpRA J1 Jady ) <3S 0
1 Yes, the PBA did this to some extent O Lo sa ) 5 PBA U1 Jad Sl el 1
2 | Yes, the PBA did this ] ALPBA Ji Jad B cani 2
3 Yes, the PBA did this a great deal D oS Jaly JLPRA Ji Jad dl! e 3
3 ;ZZ-PBA was able to clarify any questions the customer 3038 e 0 ALYl e gl pnyi e PBA S R 3
0 | No, the PBA was unable to do this O &85 WIPBA Jl i o XS | O
1 | Yes, the PBA was somewhat able to do this O Lo da ) &5 Jab PBAJY piliinl 3k pni | 1
2 Yes, the PBA was able to do this A SadPBA J1 FUaialail i
3 | Yes, the PBA was very able to do this O RS JS5y L JadpBA I f it AR cpel 3
Not aQQlicablE - ‘1 & h.—ﬂ' Lall AR N Y \1
N/A | {Interviewers: Choose this option if no g e R o
questions were posed) (ot | ey
4, The PBA was able to explain the points of N e . .
differentiation and comparative advantage of the [l Jaly 5o Al Dialt - oy SPBA el 33 4
product/service (Versus offerings of local competing (Al Lladll ol gl i Al g gall i) Laaadl
banks);
0 | No, the PBA was unable to do this O 3 JaiPBA J) gl o XS | Q
6
+ +




+ +
1 Yes, the PBA was somewhat able to do this d Lo aa A 4 JadPBA O} pilaied b sani 1
2 | Yes, the PBA was able to do this O AL JadPBA ) pUsieddadl pai
| 3 | Yes, the PBA was very able to do this O oS 83y 15 JABPBA ) i 3 (and
‘I Not applicable | £ gl Al A fasyall) Rl Y
i N/A | (Interviewers: Choase this gption gnly if askin & S “ <= "();____:_ 1-;’.-1- —
: about a sgecific Eroductéservic; ‘ : e
| 5. Please rate the PBA an each of these attributes: ; tliandl A e Raw S PRA i sa 5
*1) Effort to fulfill the purpose for which the call . - "o
1gea! 6! g e a gt ket el 4 (1
was made: J 23 o ot et gl b (
o {No the PBA did not make this effort/possess this | [] A Aaaal) 030 B5 Y { 342 T3 PBA () ks o L3S 0
attribute at all by
Yes, the PBA made this effort/passessed this attribute W A i Sl " 05 E e
! 10 some extent O wa s2a Al g f 22l DEPBA 1 a8 & el 1
Yes, the PBA made this effort/possessed this ] ol & n Al kS s
2 | atwribute % Al 23a liay b [ 32l VigsPBA ) M uai | 2
3 Yes, the PEA made this effort/possessed this D Oy Al ia iy gb / Mol 1igPBA ) ol L pa 3
attribute a great deal 25
2) Extent of product/service knowledge: rdaadl) / ity 4B adll sie (2
0 No, the PBA did not make this effort/possess this ] (A6 At 030 iy Y [ 3gall 1343 PBA ) ply ol S 0
attribute at all MY
1 Y:ss, ;r::ePBA r:ade this effort/possessed this attribute D Leas ) Bl 34 i pr / gl 13PBA I 415 50 s 1
1o some extent
Yes, the PRA m his effo ed this < : . PR
' Aanall 230 Al ) b al8 A& .
2 attribute h%| 5 B[yl NePBA i a and 2
Yes, the PBA made this effort/possessed this S5ty dacall 23 iy gh f agadt IEPBA ) o8 3B caa
3 . n 3
attribute a great deal iﬁ
3) Cross-Selling effort/attempt made: ALY Al Jal G A pluall U gaalt gf Jgdad) st (3
0 No, the PBA did not make this effort/possess this n 6 et o3 dily Y [ 3padl 13y PBA ) ply o8 S 0
attribute at all By
1 Yes, zr: PBA r:ade this effort/possessed this attribute D Lo a1 i) oa iy / 2galt VPBA i o8 ) auad ;
Yes, the PBA made this effort/possessed this Z ; ; ;
' 1) ) ald &
2 | artribute X Lacll 2b Al ga / 3gall 3gPBA J gl i | 2
Yes, the PRBA made this eff thi S Aacall 230 iy 94 [ 3gad] WEPBA ) ald ) caas
3 . O 3
a ute at deal 5
Nct Applicable §E ey A e T s B e} el b .
N/A | {Interviewers: tick this option only if ¢ross selling was |:] - T_: 2= "‘ :“ + "JI;."P." j;‘“.\_: -I
not possible due to the nature of your inquiry) — D e LrOSS SEINNA = oot & o> | 28
4) Provision of explanation in r n « T . . -
! da gkt ALy la b gl ) ki
0 No, the PBA did not make this effort/possess this 0 o Lacll o3a iy Y/ 32l 13 PBA ) ally o (S 0
attribute at all kY
1 Ygs. trl:z P‘!B;:\‘l n:lade this effort/possessed this attribute |:| boda N iadl oia Gl gr / sgadt VigoPBA ) o6 sl sand 1
Yes, the PBA made this effo s this - ; : : .
2 | Jervibute E facdll 03a Uliay b / 242l APBA ) pd b sps 2
3 Yes, the PEA made this effort/possessed this D iy Al 234 iy b / spadl REPBA J) pld 2R ani 3
attribute a great deal s
N/A l\Ilr?t j:vi \E:rc?'blfi k this gption only if no further D s ghoid Udl i e ASle aan 1oy} Bual Y 3
{Interviewers: tick this gption only if ng furt e e | T
Questions were posed) — (sl B 2 ool % | Sk
7
-+
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+

2. Ovwerall, rate the PBA

1]

on. 8 8 | 8

A} Product knowledge & g g 3
information/assistanc LY

e provided:

<fr <y

el e PRA D ad ez S5 2
Do glaal/Sadl "__. ;3‘_‘!-4-.-" —(T
3 ) 3 s el

7

e
e

INT; Circle @a number
from 1-5 for each
attribute, as refevant

g A o il ad) sal
Lyl Wby Ads JE 5 V1 e

B] Cross Selling:

IC3w {0 | very Poor

2|3
o g
2 |3
0og

thm |DIU‘| Very Good

O |0

:Cross Selling (=

|Dlr—- |Dlt-d T XT|

(]
(O3 | [T

a
]
4
g

{Interviewers: Please skip Part B/Cross Selling, if not applicable. Example: Interviewer posed yery basic guery about opening a

current account and there was no scopefalmaost no scope for cross selling)

ia Y e e Kk g eea O e i et e = e Dl 23 W el Y L Cross Selling/ s sl = ai Y oela ;1 flall)

{Cross Selling 2 '« = g Mo

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

OIS e G AN 13 5 A e ceal
3 s fg L8 ok

8.1 Complaints & Grievances

Gladlitl y o &L g

1. PBA demonstrated active listening skills when the

B3y a3 S Lanie L B P LAWY Gl Jlge PBA J) el 1

custarner was relaying his/her complaint. s fel y85
3 | ves O ani | 3

If ‘no’, specify any additional comments here:

g e O T TR

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

ALl SN agdd S 32y PBA ol 2

3 | Yes

i

0| No

mjis!

~ | O

It ‘no’, specify any additional comments here:

TUA ALl Chijad ) e OS" 1)

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

pl S e Sy PBA Jizoa 3
SH AN 5 D SN (e JSIUS g pad cpilladl gaal jiAT) sdaaly

(N
1) Complaint Resolution Process: 540 Aaleafds il (1
3 | Yes | pai 3
0| Nao D -+« | Q

If 'ne’, specify any additional comments here:

sUA 48] Chigias gl 3aa o MNS" 1D

2) Time taken for resolution g asad datiaa / Jal (3Tl =i ol (2
3 | Yes O | 3
0| No O %0

If ‘no’, specify any additional comments here:

<Lk Al caliydad o) dda . TEM LI

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

Sl At/ s Ldaal 43 i Gl pRA S S 5 4

No, the PBA did not possess any knowledge idae SIPBA JaBau Y .35 | O
Yes, the PBA possessed a little knowledge AL A aePBA ol an |1

Yes, the PBA possessed knowledge

i ae PBA J dliag (ani

Yes, the PBA possessed a great deal of knowledge

O|0ia(d

vlw|mw|w | o

of 1-5;
INT: Circle a number from 1-5 for each attribute, as relevant

Please rate the PBA on each of these attributes, on a scale

2
Al e S HPBA ) el i |3
5 N1 e e e A0 Sl Gy PBA S s, LS
(@ g 4R Ciheall (e Ao JSI 521 e pb ) Jga 8 aks gud) 1dialy

(gl

o

+.



Poor
Poor
Average
Good
Good
F &
-
Bl
s
ha)]

v

1) Overall customer
experience for
complaint resalution: i

2} Extent of PBA
knowledge on
resolution process:

3) Effort made to provide
full & additional

dallas b i gall 5 pa(l
& Shaml 5 085

-
O~
[]w
]~
O]y
e
(HES
0w
O~
-

< PBA J' 4 jaa 52 (2
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information:
H. Call Closing: Al gyt 3
C)PBA asked if he/she could offer further assistance Ailal 330t ol (Kaall e ilS £ S 13 LpRA i S
to the customer: rom
5 Tves & WE
01 no D N | O
€] PBA thanked the customer and said goodbye: U A Ry e PBA ) S s
3 | Yes E a3
0 { No D L9 Iy
E)The PBA attempted to acguire follow-up s e aydiall S plas e PBA U1 Jya(r
information from the customer: oA o Js A
3! Yes D il 3
0! No E M
F) Overall, rate the 3 . o = E- . o
PBA on Call e §| i g %3 |.‘ I‘E | s PBA D e 85 (+
closing: S - . ] ] - a3y byl
INT: Circle a number > cansliall a8 01 e ?,;‘.ih pea) daly
from 1-5 for each 1 21 3lals|s5sia]l3|l2]1 Al Udy (5 A 1 g
attribute, as relevant D D D E D D D D D D
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l. TOTAL Branch Scor

0‘7-‘2’3@{ -y & &
C Appraisal of interactive voice response (IVR)
o) Greeting
E Soft skills & Telephony skills
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F Other questions
G Questions related to complaints/ Grievances
H Call closing
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