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PROJECT: Money
SHOPPER CODE DATA ENTRY EDITING SR. #
Name Number Name Number | Mame Number ’C!‘H
2.2 | Shed HEREREL
el il - b e plaadt s Syedall ey
RN ' JER R JER Y
HENE
A. Details of Call : JuaTilfAalsall Jpualis -}
Bank Dhofar & s oy
Bank Muscat O ok iy
i andt s ot Sli)
1. Name of Bank to which National Bank of Oman O il kst A 2ot w1
call was made: HSBC-OIB | HSBC-OIB 4 it
Bank Sohar O e iy
Other Bank Specify: (2=) ATy
2.  Call Centre Number 2 u:J( q \ \ \ \ YTl S e a8, 2
Date | Month Year L] A e
3. DateofCall wJeay i
2 Ol ([ o] 2]ofr[s]2]ofa]3| [ | | e» 3
Hours Minutes ol e Lt
4, Start Time to Call I q I % | ] T s 2dy, 4
\_1Q
5. Total Duration Call Hours Minutes ity RPN iVl CEy f yara 5
INT: FROM POINT OF ANSWER BY O eyt ABal o) daly
PHONE BANKING AGENT Za S
(pea),uptocompLETion [ | © o & > Sy dsI‘- d-e:
OF PHONECALL) (At iy
06:00-09 am O rheall 4 09:00 -06:00
09:01-12 Lall 3 12:00 -09:01
6. Time Slot Duri hich = E < A Jean g calli B B
- lime Slot During which | 43.91noon-03pm O Pkl 3 03:00 -12:01 - JsSY 45
call was made: <l ph 33 Gl daly
BINT:  SELECT THE 3:01-6pm O | ssw e L 06:00 - 03:01 eabentiians
RELEVANT TIME-SLOT, . O R . o J_"’i.'w‘l m.‘
ACCEPT SINGLE ANSWeR, | 00/01-9pm *- 1 09:00 - 06.01 " sl dgta)
09:01-1am O | —atia 3 01:00 - 09:01
1:01-5:59am [0 | s il Li5:59 - 01:01
B. Purpose of Call 13,09 O X7
. el Sy
General Enquiry Query Code | *{ .
. -— R (PP -
regarding a specific Product Name: o ue N o et} o plo - |
) INT: (Insert | O Jaa) roaly . <
Product / Service \(Ce. from Ust) (Rl (-).n;.. i/l
. S padl
2. Application for a Query Code ( ..
- — * ‘
New Product / Product Name: wa o g sty il pad) e Jymanll il -2
Service m"m'ust'“;' R " ()22 Leai/piia
3. Complaints / Complaint Code (INSERT FROM :(;__m Ooa JR) (5 3SR 3
Grievances LsT) pllii /o g88 -3
4  Other Please Specify Details: BT I b4 1

~ - DF ‘ Hoé_\t»x\.r.cl
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C. Appraisal of Interactive Voice Response (IVR) (IVR) 456 W) 45 geal) Alaiod¥) sl andl
system:
4.1Appraisal of IVR system: e Sl A5 pealt Lhaiu) ol aukid 1
1. How would you rate the IVR system in terms of dali e e Ut 45 peall FTGA B I I E L PYRU T S
Ease of navigation & user-friendliness? a2y, SRl Al peu
o | No. the IVR was not at all easy to use N e P! e Lo W 4 pec) LoV i QG 1 38
P\.I.'L’h-n‘f'l
) Lpiha €St a1 Aple Uil A5 el AV Wl JAS pal
1 | Yes, the VR was quite/reasonably easy to use D S S S - ]
P‘Jﬂu‘g‘ &
2 Yes, the IVR was easy to use E |hsY) Ao Uit A5 posl A3 oS pai 2
3 Yes, the IVR was very easy to use D 1555y e ! e L A5 ) a8 gl 3
2. How would you rate the IVR system in terms of Bali e le il 45 pealt Qi ol cibead ) SliSay caf 2
clarity of instructions? tlaletll 7 poa gy
0 | No, the instructions were not clear at all D (Y N6 il g Sidaglasll S5 A NS |
1 | Yes, the instructions were quite/reasonably clear D daudl g Jgihe JS /e da N Slaladll S el 1
2 | Yes, the instructions were clear Aot g ZilS Tiagiadll cpnl 2
3 | Yes, the instructions were very clear D b Ll g S Silaghdl e | 3
D. Greeting e il &

5.1 Greeting & Purpose of call

Juait Oa paAlly a3 5.1

1. Once you selected option ‘9" on the IVR, 3(“%
{"To speak to a call centre agent, press (Mentign
9"}, how long did it take for you to speak
toa PBA? seconds or
INT: Specify duration in the space provided minutes)

UiV ol 3 g RadaYh ol sl gal |1

38 o ki o o plS3TY) ¢ Alelilh A5 yal

b Gl Ll e bS ("D daaal /YT

(Plmmalt daluadll A o) 3a) sdaly

INT: Answer this question only if you selected the ‘Call back’ Baglaa" Judal & A5A1 Ja b Bl Dl 1 8 okp) sealy
option via the automated voice service AW Cpalt Lari e " el
2. Were you called back by a PBA? PBA JA el iV Bidel 5 8 2
3 | Yes O | 3
0 | No O %€ | 0
If ‘na’, specify any additional comments here: *Note to o) okl ABaMa® 1A dgilal SAded ol saa HET
interviewers: This is not a mandatory field. Please fill in agilayt Clbadiadl saa play L 3 el 130 LY Jia
any additional observations, if relevant. Otherwise, leave J5 e Bhi b A ALY Yy ALal 20
blank. This applies to this option for all future questions. AEN Chkaly Adlagall S AT
3 | Na b4 iy |3
3. On picking up your call, did the PBA wish you, ‘Good e/ il mla ol SGPBA J1 el b ddeladl Sei ) i 3
maorning/ afternoon/ evening'? et olue fapm
3 | ves E pni | 3
0 | No O % |0
If ‘no’, specify any additional comments here: 1A il Slhyled o) s ST 1)
4. Did the PBA greet you in the same language you et ol b g5 5l A Aalll Gaaly PBA J1 b cny S 4
selected through the IVR system? kel A5 ol
3 | Yes X pui ] 3
0 | No O % |0
if ‘na’, specify any additional comments here: 0 A8Lah ARG ) dam HS" 13
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D. Greeting

e A S

5.1 Greeting & Purpose of call

Juall a a ikl g g il 5.1

5. Rate the PBA’s greeting on his/her level of

(A B 5 e BHPBA J S pF S

courtegusness:
0 | No, the PBA was not at all courteous O ST Je B PEA OS5 al 8 0
1 Yes, the PBA was quite/reasonably courteous D e JS5 f e a2 ) B4 PBA UV 208 wams 1
2 Yes, the PBA was courteous D GIPBA OV S pal o
3 Yes, the PBA was very courteous [E aa LI PBA JV S el 3
6. Rate the PBA’s greeting on his/her clarity & pace of (WIaf5yy 4a3S 7y By PBA N i pB 6

speech:
0 No, the PBA did not speak clearly & steadily O el g raay PEA J ply o 28 0
1 Yes, the PBA spoke quite clearly & steadily D JIe )y i gy Jpuhe S8y £ e 2a  DIPBA ) ASS 1
2 Yes, the PBA spoke clearly & steadily D Nely £ pd0PBA I A cpas o
3 Yes, the PBA spoke very clearly & steadily a Qe y laa maaby JSIPBA ) 2S5 sped 3
7. Did the PBA introduce himself/herself by name? Tl (i e BPA J1 e a7
S [ve A 5] "
0 | No O a6 [0

If ‘no’, specify any additional comments here:

<N i) Slijded of i "YEY 1

8. Did the PBA then enguire after the purpose of your

Fllllal i 2 e il s 2ay e BPA JIp s 8

call?
3 Yes B pd 3
Q No D “5 | @

If ‘no’, specify any additional comments here:

e T L T

INT: <Answer this question only if the Mystery Shopper is

calling as an existing customer>

9. Did PBA ask for customer details for the purpose of
verification?

oty g gl Byl GUS b b T g} 1A gl o glp) 1aly
KBl i sy o 3l eyt Jpealidll pepBA J S da 9

3 | Yes 74| pai | 3

0 No D “ |0
A . . b
== | Not Applicable (N/A O ol Y =
10. Did the PBA proceed to listen to {or probe far) the [kl fJgs B (0e ealiu¥1 ) gLt PBA OV &6 b 10

customer’s query/grievance/complaint? fon )l g8

No, the PBA did not do this at all

Sl e PRA ) & Jaky W1 (38 0

Yes, the PBA did this to some extent

Loda A PBA J i Jad i) vand 1

Yes, the PBA did this

PBA J <L Jail &l «pai 2

Wimnm |~ 10

Yes, the PBA did this a lot

L PRA () IS Jab 3B yu0s 3

E. Soft Skills & Telephony Skills

—(O|0O|K O

Aol SYLETYY O lge g 4pad SN Sl L) 7 |

6.1 Hold Procedure

I Cisl el 6.1

1. Did the PBA ask, “May | put you on hold briefly, while
| get the required information?” prior to putting you

OoSH g b Ol LI K 1 o) iSay et pRA S AL 1
? DYl A b ey Jib "0 pllnal) Sl gl e il i

on hold?
3 Yes D o |3
0 No D s | 0
3
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E. Soft Skills & Telephony Skills |
If ‘ng’, specify any additional comments here: la Aol Sligdes ol daa ASY 1
NA | Not Applicable (N/A] K deb¥ ) X
2. Did the PBA speak with anybody else priar to placing $ RV Al by S8 DAl jedl ae PBA JH ST e 2
you on hold?
0 | Yes O pi | O
3 | No ' % |3
if ‘no’, specify any additional comments here: s dgilist iyt ) 3aa ST Y
NA T ot Applicable (N/A) 2 LY
INT: Answer this questian only if the PBA kept you on hold Oa 81 JBISPEA J) &8 5 Ja A b D) e e wily) tdaly
for over 60 seconds (4% 60
3. Did the PBA inform you that he/she needs more time A e Fety 28N eyl Yy il pRA S alldel 3
and apologize for the same? * jaYl
3 | Yes i e | 3
0 | No O 3|0
if ‘no’, specify any additional comments here: e S P N T TN
— 5
NA Not Applicable (N/A} g L) -
6.2 PBA Attributes PBA J) Ol 6.2

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

tilandl 538 e JS ase PBA J) Gillai a3 UNE" )l maad” a1 1

1) Active li i ki

W 1 Ml

0 No, the PBA did not have this attribute at all

DY) e PBA J1 Al Jady o 28 0

O

1 | Yes, the PBA had this attribute to some extent O Lo APBA 2 gad ol ipai |
2 Yes, the PBA had this attribute g PBA ) 43 Jad bl vaus

3 | Yes, the PBA had this attribute a great deal O Lkl PBA () 5 Jaid 4 cpns 3
2) iv ioni kills: Jadll ol gadu¥ Sl iga .2 |
0 | No_the PBA did not have thi ibute at a | Dyl e PBA J Al Judy ol 38 0
1 | Yes, the PBA had this attribute t n O baa JPBA J) AL Jab il ami 1
2 | Yes, the PBA had this attribut B PBA ) Al Jei k) pai 2
3 Yes, the PBA had thi ibute a great deal O LlapBA ) A3 Jad SA s 3
3) Confident: Sy .3
0 | No. the PBA did not have this attribute at all O Dby Je PBA Jb el Jaiy al 38 0
1 | Yes the PBA had this attribute to some extent O Lsa JPBA J 5 e i s 1
2 | Yes, the PBA had this attribute 0 PBA J) &5 Jai k] . xei 2
3 | ves the PBA i ute a gr al LlGPBA J1 & Jad 4kl cpai 3
4) Professignal: b e
0 | No the PBA did n v O (DAY! e PBA JI S Jeiy ol S 0
1 | Yes, the PBA is attribute xt 0O La an JIPBA J 3 Jad 3B aai 1
2 | Yes the PBA had this attribute &4 PBA J A3 Jab 28l pes

3 Yes, the PBA his attribute a great dea D Ll PBA (J1 <55 Jad i) s 3
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| E. Soft Skills & Telephony Skills | Litlg) VL) S jigay Apad S S gl 2 |
S) Friendly: 28 .5
0 Mo, the PBA did not have this attribute at all D LYY e PBA 2L Jady o L3S 0
1 Yes, the FBA had this attribute to some extent |:| waa JPBA J 2l Jad skl e 1
2 | Yes_the PBA had this attribute 'O PBA ) il e | 2
I3 Yes, the PBA had this attribute a great deal m Wl PBA 'l Sad Akl Laal ] 3
6) Used simple language & phrases: Whon Laa g Sl el B
0 | No, the PBA did not do this at all O U e PBA Ji 4L Jaky o 38 0
1 Yes, the PBA did this to some extent D Lesa WPBA J 280 Jad akl cael 1
2 Yes, the PBA did this D PBA J &3 Jad il :aai )
3 Yes, the PBA did this a lot (X Ll pBA 1 25 Jad 831 (pal 3
7) eo:ter:':;!la. ::i.acu;t;:::ug:? positive, friendly & iany 533 810} 5] oale (S clag $1) fle Bdlay 7
0 | No, the PBA did not do this at all 'l BN Lo PBA JI A5 Judy o S 0
1 Yes, the PBA did this to some extent I:| Laaa NPBA JI U3 Jad 3T aed 1
2 Yes, the PBA did this D PBA J <3 Jab il ¢ ans 2

2 | Yes, the PBA did this a lot B4 | LG PBA JI U3 Jad 3 cpai 3!
8) Used positive language: [ Aulag) il el .8 |
0 | No. the PBA did not do this at all O BB e PBA JI <5 Jady o S 0

1 | Yes, the PBA did this to some extent O Loaa JPBA )l Jab Al cpa 1
2 | Yes, the PBA did this H PBA JI Uil Jad ) pm 2
3 | Yes, the PBA did this a lot X Ll PBA 1 LU13 Jab il o 3
9) Overall, Was ‘Customer Friendly’: g aa 1 339 O ke JSo 9
0 | No, the PBA did not do this at all O SN o PBA J1 <3 Jady o S 0
1 | Yes, the PBA did this to some extent O Lda JIPBA Jf 2Ll ad 308 (el 1
2 | Yes, the PBA did this O PBA J1 dlli Jad &1 pal 2
3 | Yes, the P8A did this a lot X Lt PBA 1 25 Jad 481 cpus
1. Qverall, rate the PBA § 2| o § e F
on: < §| .,E,l Sl t; v 1 |.E- I‘E | iad i PBA b e K2 1
A) Greeting: k] “l1 e $ ) . ) o e A
INT: Circle a number r—— .d)” ,_,-‘G S pld aa) ol
sttt o celevao 5 é é o é &6 é é é B EeS S AL
B) Extent of Customer I Z —E_T S _§— Z E -gm I Az gl g g b Al sae (2
Focus & Friendiiness: D D I:I I:I E D D D D D
C) Soft Skills & 1 2 3|415|5|4a|3|]2|12 Sl e g Adiiadl Zb gal) (D
Teiephony Sk Do oogooodno e




+ + +

F. Answer this segment if: LY a1 S s e el e e LiaY) 5 2
A)Application for a new product/service: ; Byan Ayl e dh -1
b) G.eneral enquin{ -relating to a specific product, | e el g A ) iy Blae ple il -2
service and/or facility: | LSl e Al e -3
¢) Other purpose of call ;
7.1 Information provided, Product Knowledge & Do us <1 - .
! : LaY) Ny miiall O b aall iAadhall Gie il
Cross Selling ! o & Jlg ZEaa O 4D mal) o 7.1
1. PBA pravided .sufﬂaent detat_l to the customer, with a iy % pe Gt RS Sy PBAJ el £ 1
clear explanation of the requirements/ eligibility Tt il gt a5 D)/ Ryt ppind) / il
criteria/ documentation needed for this particular T e R -
! product/service. ©
0 | No, the PBA did not do this at all d BV e UEPBA ' Al 38 |
1 | Yes, the PBA did this to some extent ] Lo 0 lli PBA 1 Jab Sk coni | 1
2 | Yes, the PBA did this O AGPBA I Jad ai i | 2
3 | Yes, the PBA did this a great deal b S LA SUPBA J Jab il eai | 3
2. PBA provided a clear and tharough explanation of the e Al D peall e Ll dy maaly s SPBA Jaaladl 2
steps that shall follow in terms of: 2lua e aiD
1) Process: : Aalaal 1
0 | No, the PBA did not da this at all O BB e BPBA J iy XS | O
1 | Yes the PBA did this to some extent O Laas 01 ol PRA ) Jad 2&! (aa 1
2 Yes, the PBA did this D SNPBA (b Jad 2k . aai 2
3 Yes, the PBA did this a great deal B S JSdy dLpBA Y Jad Ak s 3
2) Time taken: RSt Sl (2
0 No, the PBA did not do this at all D SHBYY e APBA JI Jady of DS 0
1 Yes, the PBA did this to some extent D Loaa ) D PRA U Jad Sk epal 1
2 | Yes, the PBA did this | dADPBA U Jad akl cpmd 2
3 | Yes, the PBA did this a great deat B4 S U8y JUPBA JI Jad i e 3
3) Requirements (such as documentation): (Sl ATl &) Slathia (3
Q No, the PBA did not do this at all D BT Ao ADPBA O Jady al 3 0
1 | Yes, the PBA did this to some extent O Lo 2a 1S PBA J) Jad dd can 1
p) Yes, the PBA did this D ALPRA J) Jad 2! (ans o
3 |Yes, the PRA did this a great deal & oS Joly dUPBA Y Jad 2k cans 3
3. ;ZZPBA was able to ctarify any questions the customer wap i sl ALY e g eyl e OUPEA S A 3
0 No, the PBA was unable to do this O A3 JdPBA ) pileay ol (IS 0
1 Yes, the PBA was somewhat able to do this O La 2o 1 dlll Jad PRAY £ Uatiest 4B cpai 1
2 | Yes, the PBA was able to do this O 413 JSPBA 1 pULdiil (pui | 2
3 | Yes, the PBA was very able to do this ¥ oS Sl 13 JaPBA ) plited Al el
Not applicable IR kb Ll e it e el dean -
N/A | iInterviewers; Chogse this aption only if ng g s A AIB o 2 ol iipea) «_...." =
yestions were posed (il f ey
4. The PBA was able ta explain the points of N e . o
differentiation and comparative advantage of the faiialh Sy jua il Zhiall 7 52 JIPBA Jlpliad il 4
product/service (Versus offerings of local competing Aol dala )l 8 gl it g el iEa) desal)
banks):
0 No, the PBA was unable to do this D I3 JaBpBA J alicy al <3S 0

[+]
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1 ! Yes, the PBA was somewhat able to do this D Lta ) &5 CabpBA N plliiedt Sl caal 1
2 Yes, the PBA was able to do this O A3 JaPBA J) £ Uiaahddl can 2
3 | Yes, the PBA was very able to do this B oS S8 85 JaPBA ) plliind il cani | 3
Not applicable e e gk JoAll tha fATrsgal) il Y a
N/A | {Interviewers: Chogse this option enly if asking g . - “ H(:*——*: L:__q_,_: 3. N
about a SEeclﬁc Eroductésewice ‘ - - —
| 5. Please rate the PBA on each of these attributes: ' il piA eies KIGay PBA sl dla; S
' 1) Effort to fulfill the purpose for which the call a8y e i Al il galt i (1
was made: : 49 e e At (Bladl aalt Sy
0 No. the PBA did not make this effort/possess this [ A el 03a Ay ¥/ 3padl 1340 PBA 1 al A 38 0
attribute at all By
1 Yes, the PBA made this effort/possessed this attribute I:I Wosa  J Gadl o2a iy g / 3gad PBA I o8 il an 1
to some extent S
Yes, the PBA made this effort/possessed this - . . 2w -
! hoal) 220 ) | ald 31 .
2 attribute E aah iy o [ ygall LagPBA ) p ani 2
Yes, the PBA made this effort/possessed this it Aandlt oin ALy ga / 3palt IBEPBA 1 i Al (pal
3 . O 3
attribute a great deal &

2) Extent of uct/service knowl : thaail) / miially 43 aalt gaa {2
0 No, the PBA did not make this effort/possess this = o dawd) 03a By ¥ f 34t 13 PBA 1 aly ol (DS 0
attribute at all by
1 Yes, tt:: PBA r':ade this effort/possessed this attribute D a3 iy g / gl 13PBA 1 pS ) pnd 1
Yes, the PBA made this effort/possessed this < < . % -

" il . ) Al
2 attribute P} a3n iy ob [ agall WPBA ) pl Gl s 2
Yes, the PBA made this effort/possessed this J8dy danddl 030 il gb [ 3421 13PBA ) g ok (ns
3 . M 3
attribute a great deal ﬁ
3) Cross-Selling eff mpt made; AR ol o e W el Al gadll o) J gl 3gall (3
0 Nao, the PBA did not make this effort/possess this 0 e Al 3 Ny Y £ gl 13gs PBA JI gy ol <3S 0
attribute at all Y
Yes, the PBA made this effort/possessed this attribute s . ; 5l
1 | 1o some extent [] | b daadion s /el BgPBA Ji oS s e 1
2 :es..th:tzBA made this effort/possessed this o] fanll pin SEay g/ g2l VigPBA J A3 Sl aa 2
3 Yes, the PBA made this effort/possessed this ] Jo At odn Eyy ob / 3 VigPBA J) pd S (pmi 3
attribute a great deal 25

Nat Applicable T e R L T PO PR N TR R o
N/A | (Interviewers: tick this option only if cross selling was | [] "“n.'\' -"_.J “'L L =L »ll"HPT'}‘ T - i
not possible due to the nature of your inqui — S e cross selling o' &~ o= | ooy
4) Provl:sto;l :f adequate explanation in response Za g hall ALYt e 1o (bl gl 7 Sl i (4
0 No, the PBA did not make this effort/possess this 0 A Aawdll b dlliay ¥ / 3gall 13g3 PBA ) pdy ol 28 0
attribute at all JBY
Yes, the PBA made this effort/possessed this attribute Z w . P
1 to some extent D Lauml!n.....]laadhq_,a/.},_;]l 12:PBA J 5l ol (aal 1
Yes, the PBA made this effort/possessed this « . "t PR
2 | auribute O Aol o3 dhay gb f agall EPBA ) pB Sl (e 2
3 Yes, the PBA made this effort/possessed this ] JE2 dand) 030 Bhiay A [/ gl Vg PBA ) pB Sk caa
attribute a great deal s 3
Not Applicable S o Ll e Al e By e .
N/A | (Interviewers: tick thi ion only if no further D ERE RS J""Mf ‘__;,'.“'fa'}.‘}j.i -';r . ",
guestions were posed) - (A i 7 g 2 6 | e
7
+
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2. (;:.eral!,ratethePBA ' 'g'i ! _ | -§{ _ F Gl ad PBA ) ad sz Sk 2

A) _L__E_ductknovv'eé e& ; §1 §| é % t; i I“E‘ ﬁ E Zia gt/ S alials 3 e i
;nfc;;r:izt;gr.w/assmanc X b g! | . S m_d
INT: Circle a number 1 2 3145 )|58 i 413121 it LN e afmj 1hal
mmenenen 0 0 0/0/K00/0H0L wdSss0,
Cross Selling: 1 121314 |5i5 43211 :Cross Selling (=

O 00K O:0 300080

{Interviewers: Please skip Part B/Cross Selling, if not applicable. Example: Interviewer pased very basic query about ppening a

current accaunt and there was no scopefalmost no scope for cross selling)

2i S Y e D Kady g s U e lia o e v e 2 a3 M Seal Y 13 Cross Selling/e st el Y sla el

(Cross Selling.J = 2s J aa

G. Answer this segment if the ‘Purpose of Call’ was to S "JLaT) e i A 13 g 3l 136 e il f
express customer Complaints/Grievances: Sl 3 alallas s A el
8.1 Complaints & Grievances SlalBal g o g2l 81
1. PBA demonstrated active listening skills when the Sy S i A8 e dap il LAWY S lga PBA U1 el
customer was relaying his/her complaint: 1ol S
3| Yes O pi | 3
0| No | %0
if 'ne’, specify any additional comments here: TUa ALl Sliylad 4) 22 NSY 1
2. PBA made a concerted effort to understand the . g . :
Sl g Sl agdl I
complaint/grievance: Pl S pgdl IS 32, PBA SIS 2
3 | ves O pai 1 3
0 | No 0O ¥ (0
If ‘no’, specify any additional comments here: sl LiL.'a\ Ckiglad g) aaa NS 13
3. ThetPBA clearly explained each of the following to the (s S e K ppnpPBA Jpsial 3
customer: WS A A3 AN Balish o S g oaad cwiladl gaal Gad) i
INT: <Select either yes or no for each of the focus areas> HAE A o JUIAS o) pad gaal i) (::
1) Complaint Resolution Process: S5 Aadaafda Lle (1 |
31 Yes O o | 3
0| No O €@ (0
if ‘no’, specify any additional comments here: ToA Aol Sl ) daa L THST LY
2) Time taken for resolution g sl Aaltas f Jal (S ATl b ] (2
3| Yes O pei | 3
0 | No D ¥ (0
If ‘no’, specify any additional comments here: R i,ﬁua\ Al o) daa S 1M
4. The PBA possessed adequate knowledge of the o &2 el ] & el Sl g
complaint resolution process: 58 At/ Blanl 16 el Sy PBA U S L 4
0 | No, the PBA did not possess any knowledge O s SPBA ) Sy Y 26| 0
1 | Yes, the PBA possessed a little knowledge O A0 4 adPBA ) llia e |1
2 | Yes, the PBA possessed knowledge ] 4 s PBA ) iy i | 2
3 | Yes. the PBA possessed a great deal of knowledge M Al e S GIPBA 2l aei |3
5 Please rate the PBA on each of these attributes, on a scale 5 1 e e e A0l el B, PRA Jl pA el L5
of 1-5: Uiy 4,000 Cliadl (e dia J8) 51 4 o) 3o il ad) rlialy
INT: Circle a number from 1-5 for each attribute, as relevant (Wsdad
8
+ +
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[ | -
=l L] - b-
A IR ATl A
o o > L F ) R
> < & .
1) Overall cust P . C o
! e:;;?ierf:: ;::‘Ef ! 2 3 4 3 5 4 3 2 1 EE.VIR L JUME JTENS |
s |00 0 0100100 0|0 e 5o
2) Extent of PBA i ! ' -
! k:owledge on é 5 i 5 6 5 5 E] é é i é = PBA “‘;""“":lf
resolution process: : | SR
) fonmderoponse [ 1 273131 55 4 (3] 2 | 1] vt
ull & additiona el ot g
information: Q|o:ao;o;o|d : )0 |0 Ay Rl b glae
H. Call Closing: Al ey plgal 8
CIPBA asked if hefshe could offer further assistance Uil 520 e apall “Sadl) Ha S/ S 13 LpRA ) Sz
to the customer: T
31 Yes T ani | 3
C] PBA thanked the customer and said goodbye: A A iy Oe ) PBA () 83 G L
31 Yes E ani| 3
0 | Na D o
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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
H Call closing
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