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PROJECT: Money
SHOPPER CODE DATA ENTRY EDITING '
Name Number Name Number Name l 4 0 3 3 x

Ll | T Dia gt Y
A | A5 | A4 =i A5 - ;

ENEEE |

A. Details of Call i Jea Al Jaalds -
Bank Dhofar 0 S ol |
Bank Muscat R Sl A
H laxdl b (Y]
1. Name of Bank towhich |_2uional Bank of Oman X ! ol Bl il as 1
call was made: HSBC-OIB B HSBC-CIB 44 g Jeasy
Bank Sohar a Jlaa 2l
Other Bank Specify: (3aa) Al Sy
2. CallCentre Number (a o :l’—{ Q_:\:—* SVl S e ad, 2
Date | Mont Year FIFN) At | el
3. Dateof Call - 'E}‘ Wea™ a3
N2l o] Al2]ofal3f[2{0f1f3] | I
Hours Minutes Akl e Lt
4. Start Time to Call ] c l LT ‘ 800y PR TR JU.
¢ :
5. Total Duration Call Hours Minutes A el ‘el I8y E gaze 5
INT: FROM POINT OF ANSWER BY O Tta¥) ABal () 1ialy
PHONE BANKING AGENT -l e _ 40 AL
{PBA), UPTO COMPLETION Gl ¢ (J e s JT‘ &f
OF PHONECALL) { el
06:00-09 am . Zhall 4 09:00 -06:00
09:01-12 am & ghmall B 12:00 ~09:01 ,
6. Time Slot During which S Nl
. uring 12:01naon-03pm O sl 3 03:00 —12:01 - iyl i
call was made: iy 3 _,151’-¢nu
BINT:  SELECT THE 3:01-6pm [ | W s L 06:00 - 03:01 o Zatid i
RELEVANT TIME-SLOT, 06-01-9 D T . d'fi\ 3 '\,n. "™
ACCEPT SINGLE ANSWER, 01-5pm elall 44 09:00 - 06:01 A Juaiy! g
fas] g adla
09:01-1am O [J a2 01:00 - 09:01
1:01-5:59am O | s zuwad Li5:59 - 01:01
B. Purpose of Call Juay! i o
1. General Enguiry Query Code | (Ji3= jo .
. : roduct Mame: —_— ol ad) | "
regarding a specific oJ' e N e se i -1
Product / Servi INT: (Insert | O S} idaly | —0—— . s
roauc envice from list) (L.ﬂ:l!l (n).‘..h‘ 4.;.}:.,’:'4.1‘
f . : l:’n-.:‘ }AJ
2. Application for a Query Code J
PP Product Name: _— {Eal! )
New Product / TN e Jypanll il 2
Service INT: (Insert | O df-“) teal | — (3) 322 Lani/ i
from list) {Aaiidli - <
3. Complaints / Complaint Cc;-tl'.le (INSERT FROM (AT a JA) 5 9820 S
Grievances sT) sl 5985 -3
4. Other Please Specify Details: (k) 23 pla ) by 4 1




+ +
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C. Appraisal of Interactive Voice Response (IVR) ‘ (IVR) 43 Wl 4.5 geall dladal alBS auis O
system: |
j 4.1Appraisal of IVR system: A U A peal! Al ol apicd 1
! 1. How would you rate the IVR system in terms of Al e Ao il A0 peall Adal ! Gl al ) SiSy aS 9
Ease of navigation & user-friendliness? alaadoy g AT & g
No, the IVR was not at all easy to use O DY e Gle S A5 poalt Liakutf) s i O a1 S
0 noral N e Es O Lo
plissdt
| e JSAf e da 2 e LG 45yl YV il A4S can
1 | Yes. the IV] was quite/reasonably easy to use ! == gl A A e Aiipdull S
aladl ! ‘_"..4
5 | Yes. the IVR was easy to use D ML G Rl 1 43yl AT S S a2
3 | Yes. the IVR was very easy to use E PHAIAY) (b Tan Jgoe dyle il A0 gl ATV A5 S ant | 3
2. How would you rate the IVR system in terms of all e LU A0 peall laduW pUa caiead ol diS0 a8 2
clarity of instructions? S luladll > gy
0 | No, the instructions were not clear at all W (B e dawdaly Shagdadll 5 WS | O
1 | Yes, the instructions were guite/reasonably clear | danaly fgide JEE /e da D) hadadll 258 s | 1
2 | Yes, the instructions were ¢leat E dad)y T88 igiedl pai | 2
3 | Yes, the instructions were very clear D T Aawa! 388 Dhagletll i | 3
D. Greeting NN L

5.1 Greeting & Purpose of call

JuaTd) e i il g cua Al 5.1

1. Once you selected option ‘9’ on the IVR, j;O Co Condo
{“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)

Y a3 9" i) I il gad
58 gaithge ga AT ¢ Ao il 4yt
el L gl e oS ("9 dawaal /DY LTy
rpBAc.Lag;ll

(Fbmealt Aalowdll A B gt 20) rlialy

1
(R 2da)

(388

INT: Answer this question only if you selected the ‘Call back'’ 33 glaa Jlalal 4541 Ra A Bl Sl 16 6 o ga) il
option via the automated voice service AW Spall Lari e " JlalY)
2. Were you called back by a PBA? TPBA b el Sl ket 5 S 2
3 | Yes | ps | 3
0 | No O %[0
if ‘no’, specify any additional comments here: *Note to o) topsanll dliadiat U bl Sl gt aaa TS 1)
interviewers: This is not a mandatory field. Please fill in Alay Siaokadl da pla s et il 134 AlaY) Sia
any additional observations, if relevant. Otherwise, leave JS g Bkl 1A 48 A Al 8 0 Yy Alall 203
blank. This applies to this gption for all future guestions. A Sl Adbial b ad)
T | = T E
3, On picking up your call, did the PBA wish you, ‘Good e uadl Flaa” sl SGPBA JH #d b ddeland! dledy ol 3
morning/ afternoon/ evening'? T pad eliie s
3 | Yes E pai | 3
0 No D % (0
i ‘no’, specify any additianal comments here: Y O R R Y T
4, Did the PBA greet you in the same language you AlanuYh dlas B LS Al SDAalh Lay pBA S dhca; e 4
selected through the IVR system? Pk il 45 pall
3 | Yes & i | 3
0 | Ne O x| 0
if ‘no’, specify any additional comments here: 1A A8l i g1 saa E" I
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D.

Greeting

A&

5.1 Greeting & Purpose of call

JeatSYY G o ) 5 a3 51

5. Ss::t;hozl:f:s::greetmg on his/her level of (agd U s siasl BHPBA s 5 a3 5

C No, the PBA was not at all courteous D S o i PRA 1 5 a1 K 0
1 Yes, the PBA was quite/reasonably courteous ‘ D ke JE5 [l aa ) O PBA Y S and 1

2 Yas, the PBA was courteous D G2 PBA J) S 1 o
: 3 Yes, the PBA was very courteous E iaa dd PBA ) 2US e ] 3

6. SR:;Z:::E PBA’s greeting on his/her clarity & pace of (5 sy 5 43S :y"'ﬁ Gy PBA N smied 6

0 Na, the PBA did not speak clearly & steadily D JI!y £ s PBA J Sl al (38 0

1 Yes, the PBA spoke quite clearly & steadily D JIGe)y g pa g Jphe J85 [ La 1a AIPBA I ASG e 1

2 Yes, the PBA spoke clearly & steadily ﬂ ' JIGe) g 7y PBA 1 285 2

3 Yes, the PBA spoke very clearly &8 steadily D Jlie) g laa ity JSAPBA 1 AlSS (aa 3

7. Did the PBA introduce himself/herself by name? Tan¥l (o o2 BPA N ie 6 7

3| Yes E pui | 3

0 | No O 3% |0

If ‘na’, specify any additional comments here: :Lh:,a'u:! ShdaS g) daa HEM Y
8. Did the PBA then enquire after the purpose of your LA gt e Jlediu¥l Sl sy e BPA J W8 a8
call?
3 | Yes X i | 3
0 1No O 3 |0

if ‘no’, specify any additional comments here:

- A blab Ciligled ) 2aa NS 1)

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

ey s o) Spia) G5 Jon 3 B i) Tk (o ) 1y

, ] (o o 8
TRED i yi g 3l At palt Lolilh e pBA IS a3

9. Did PBA ask for customer details for the purpose of
verification?
3 1 Yes O o | 3
0 iNo O |0
N . . |
=2 | Not Applicable (N/A | KT,
10. Did the PBA proceed to listen to [or probe for) the fas fUgd A (e slediu¥1 ) glauy! PBA N LB e 10
customer’s query/grievance/complaint? LATETR
0 | No, the PBA did not do this at all 0O Y o PBA ) B Jady o1 38 0
1 Yes, the PBA did this to some extent ] Leda B PBA ) Sl Jad i) caal 1
2 | Yes. the PBA did this X PBA 1 ol Jab il pai | 2
3 | Yes, the PBA did this a lot O Ll PBA () 2ll) Jaid Sl (pa 3
E.  Soft Skills & Telephony Skills | Ll VLAl S e s i) S gl 7
6.1 Hold Procedure DAY Glel el 6.1
1. Did the PBA ask, “May | put you on hold briefly, while S8 Cma G RIS IS B ol % S PBA ! Al da 1
| get the required information?” prior to putting you pIE Sy VPN JUPUPRT S+ PRV DL DA PN AR AP
on hold?
3| Yes O o | 3
0 e
No re w0
+ +
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E. Soft Skills & Telephony Skills

L

il SN G ey dnadldll Gl gl

If ‘no’, specify any additional comments here:

! A Lot Slidad ¢) dan HST 1

B2 | Not Applicable (N/A) X R

2. Did the PBA speak with anybody else prior to placing ¢TI Ul ey U8 AT adlas PBA VA5 2
you on hald?

Q Yes D and l 0

3 | Ne O % | 3

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

:m : .’]’ ol adking d‘ Jaa NS l:“

Not Applicable (N/A)

[

Jmbi Y

E..

M.

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

O AST JBITPRA JV S5 Jla & bl JHed) Vi e i gla) rlialy

for over 60 seconds (60
3. Did the PBA inform you that he/she needs more time b e sTely 28y e wdl u n il PRA S el 3
and apologize for the same? ¢ syl
3 | Yes O ai| 3
0 No D 35 | 0
If ‘ne’, specify any additional comments here: TUA i) Sl el o) dda ST
NA | not Applicable (N/A = 23 ; 1

6.2 PBA Attributes

PBA J) Shaw 6.2

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

Sl 03 o JS g PBA ) B0 Sl 8 IS el AT

1) Active listening skills: Jyl) pldat] 2 s 1 |
0 | No, the PBA did not have this attribute at all | B! e PBA J A ey a8 S 0
1 | Yes, the PBA had this attribute to some extent O Lo JIPBA ) 2l Jab il cons 1
2 Yes, the PBA had this attribute E PBA J 0 Jab 3l (s 2
3 | Yes, the PBA had this attribute a great deal a Ll PRA ) 3 Jad S cpa 3
2) Effective questinning skills: Jadll Gl gadiu¥} O s 2 |
0 Ng, the PBA did not have this attribute at all O DYl e PBA J1 A0 e 1 .3S 0
1 | Yes, the PBA had this attribute to some extent O Laa JPBA JI < Sad & sl 1
2 Yes, the PEA had this attribute [Z' PBA Jf 283 Jad gkl a0 2
? Yes the PBA had this attribute a great deal D LLCPBA JV SIS Jad i oans 3
3) Confident: (&g 3
0 No, the PBA did not have this attribute at all D kY e PRA ) J Jady W1 .38 0
1 Yes, the PBA had this attribute to some extent D Lo JSIPBA )23 Jad b Lass 1
2 | Yes _the PBA had this attribut O PRA JV &5 Jad 2k . an 2
3 | Yes the PBA had this attribute a great deal E LlCPBA ) S Jeb 2l cens
4) Professional: i e 4
0 | No, the PBA did not_have this attribute at all ] DAL e PBA I 5 ey &l S 0
1 Yes, the PRA had this attribute to some extent D Loaa JPBA J L e 3k L 1
2 Yes, the PBA had this attribute 'T: PBA ) 4L Jad i el
3 Yes, the PBA had this attribute a great deal )(: Laias PRA J1 U3 Jab Jk and 3
a4
+



+ + +

|E.  Soft Skills & Telephony Skills A L) S ey G 2 gl 7 |
5) Friendly: 389.5
0 | No_the PBA did not have this attribute at all | LY e PBA JY A Jais al L3S 0
1 Yes the PBA had this attribute to some extent D Loda JPBA ) 2 Jad A e 1
2 Y25, the PBA had this attribute E PBA ¢ Dh Jad ok el 2
3 ‘as tho PRA had this attribute a great deal D l Lld PRA ) 2l Jad 50 ant 3
6) Used simple language & phrases: | l K Jaa g Gl et 6
0 No, the PBA did not do this at all D D e PBA JY I Jady ol S 0
1 Yes, the PBA did this to some extent D L da JPBA Y &l Sed il cand 1
2 Yes, the PBA did this E PBA ) &3 Jad il cand 2
3 | Yes, the PBA did this a lot O Ll PBA Jb i3 Jud Al cpas 3
7) 2::;:}“::?::;:5\:3: positive, friendly & iy 53y #3) gl ale ik g 1) e Bilay 7
0 1 No, the PBA did not do this at all O Y e PBA J) &b Jaky ol 38 0

Yes, the PBA did this to some extent O Loaa JIPBA J ol Jad Al i 1

2 1 Yes, the PBA did this & PBA J) & Ja 8kl (pai 2
3 | Yes, the PBA did this a lot 'O Ll pBA () 425 Jad 4i8 cpns 3
8) Used positive language: o) 4ad iy 8 |
0] No, the PBA did not do this at all D S e PRA JY &0 Jady o S 0
1 Yes, the PBA did this to some extent D L da JIPBA (b 23 Jad 5] oaes
2 | Yes, the PBA did this K PBA JV 45 Jub dil i | 2
3 Yes, the PBA did this a lot a Llal PBA b 23 Jad A cpes 3
9) Overall, Was 'Customer Friendly": ol aa fagay OIS ke JSi 9
0 | No. the PBA did not do this at all O BBV e PBA J 4 Jaiy o (NS 0
1 Yes, the PBA did this to some extent D Loda JSIPEA b Jad i) cped 1 |
2 | Yes, the PBA did this & PBA J 45 Jab 41 o
3 | Yes, the PBA did this a lot O Ll PBA U1 L3 Jad ikl con

1. OQverall, rate the PBA - -
on: §| 2 b 1{ i ad PBA e S 1
A) Greeting: ' 0 o

bt ab)b e 303 Ad) ey
phodail Uiy Ao JS 5 01 o

INT: Circle a number

from 1-5 for each
attribute, as relevant

‘|.h

B} Extent of Customer
Focus & Friendliness:

g gl g g Vs slal s (o

C) Soft Skills &
Telephony Skills

2 ey il S (=
i E\ ,l_; Rl

Om 0w O
|Dlw |D fw ID fw| Average

[o~jaw o] ==

I|D""' I O | veryProor
ID"" ID"-' ID =

IID S ]lD FS
||[:| w [ (O

(m% ID'U‘ﬂD'“‘ Very Good
|D I ID 1) llDiuﬂ kK )
-

-

hal]
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F. Answer this segment if: ‘ Sy Gaan )t S o e oalt A e Ay &) .z
A)Application for a new product/service: ;
|
|

c) Other purpose of call

Suaa ek gl e s -1
b) General enquiry relating to a specific preduct, Lire el ) Redd gl il lade ale ludiel -2
service and/or facility: LS a AT e -3

7.1 Information provided, Product Knowledge & L a e - . -
. ’ Ly 19 ziiall N chadiall Gla o
| Cross Selling A o 1 il of 4D et cladiall Sl glaalt 7,1
I 1. PBA provided sufficient detail to the customer, with a .
: e il gy e e g S O ael &
| clear explanation of the requirements/ eligibility . “‘;i:" f\-‘t :{;.51 u}|'f ‘:4‘/ u‘-j:—- FTBF; / _:‘.nl‘— -; 1
criteria/ documentation needed for this particular T e R s
product/service. e
0 No, the PBA did not do this at all D DY e BIpRA J1 Jady o (38 0
1 Yes, the PBA did this to some extent O Lada ) J3 pBA ) Jab ol s 1
2 | Yes. the PBA did this JUPBA JI Jab dhl aai | 2
3 Yes, the PBA did this a great deal El oxS U JBpRA (I Jab S (el 3
2. PBA provided a clear and thorough explanation of the Sy A Slghaddl e Jally podaly m SPBA Jaxiail 2
steps that shall follow in terms of; ya e Al
1) Process: s lall 1
0 | No. the PBA did not do this at all O Y e ALPRA JI Jeiy pl 38 0
1 | Yes, the PBA did this to some extent O L 2 PRA 1 Jad 2R 1pas 1
2 | Yes, the PBA did this & AUPBA I Jad e ! 2
3 Yes, the PBA did this a great deal D oS S8 SUPBA ) Jad 4l 3
2) Time taken: i Al Syl (2
0 No, the PBA did not do this at all D ST e JNPBA ) Jady ol S 0
1 Yes, the PBA did this to some extent E Lada Aol pRA ) Jad 2& (e 1
2 Yas, the PBA did this D ANpRA b Jad A cpes 2
3 Yes, the PBA did this a great deal D S JS8y AUPRA ) Jad 2k el 3
3) Requiremen h as documentation): il aTiaad) (Fla} Sllhia (3
0 No, the PBA did not do this at all O JARY! o SpRA ) Jady o 8 0
1 Yes, the PBA did this to some extent @ e da A0 PEA ) Jad R el 1
2 | Yes, the PBA did this 0 ARPBA Jb Cad adl vani 2
3 Yes, the PBA did this a great deal D oS U5k JLPBA Y Jad il (ams 9
3. The PBA was able to clarify any questions the customer o T . - : e
had: ek AN AT e gl mia i e pGPBA S GE 3
0 | No. the PBA was unable to do this | &3 JIPBA ) ahiiay 1 IS |
1 | Yes, the PBA was somewhat able to do this O Lo a1 G5 Jnd PBAYI glliinst 4 cans | 1
2 | Yes, the PBA was able to do this =& Al JeiPBA ) Pkl pni | 2
3 |Yes, the PBA was very able to do this O S JE2 I3 JuPBA ) g Ui B (g3
Naot applicable I Ahib el e s e} hean S -
N/A | (Interviewers: Choose this option enly if no g oA Al e o ) [4__“" «_‘j
uestions were posed S
4. The PBA was able to explain the ponts of Con T e e e et . e
differentiation and comparative advantage of the Jgiall iy joad Al Dhiall £ % GIPBA Sl pieial ol 4
product/service (Versus offerings of igcal competing (el ladh ol L Tl g el ) Al
banks}:
0 | No, the PBA was unable to do this j% 213 JadPBA Jl pliiy ol S | 0
6
+ +




+
1 Yes, the PBA was somewhat able to do this ‘ D Lo da ) dlld JaBpBA J1 pilias) dkl aai 1
2 Yes, the PBA was able to do this I O 3 JPBA ) fUiadal Ll 2
3 | Yes, the PBA was very able to do this ! s GOk oD JadPBA I plaid Bl ani | 3
Mct applicable | i o e D gl il A AT fa) el Y .
N/A n‘Intemiewersi ;hoosg this ogt_ion only if asking Q ; = - "(‘_J_ 4_-::../-,__. J‘;
about a specific praoduct/service, f
5. Please rate the PBA on each of these attributes: | a2l Datan S S, PBA iad . da S
—._._-—_..—-—E.—L—-—-.—_--—__ - - . . - - * [
1) Effort to fulfill the purpose for which the call SN £y o i AT 4l Ok (1
was made: o
o No, the PBA did not make this effort/possess this 0 o Aandd) 03h Ay Y [ Mgt g PBA ) ply p 38 0
attribute at all ey
Yes, the PBA made this effort/possessed this attribute » b i o ollias 0 N E ] o
! to some extent O] wap s 2l g2 /22l LPBA e = 1
Yes, the PBA made this effort/possessed this - . . L
) 238 Aliay K | ald 221 .
2| attribute & s Ay g/ 340 VPBA JIpE W i | 2
Yes, the PBA made this effort/possessed this Jio Ao pih Dy gh [ 342l 13gaPBA J pd8 AR cpns
3 . O — 3
attribute at deal =
2) Extent of product/service knowledge: Aesdll f piially 4d addl s (2
o No, the PBA did not make this effort/possess this ] o Aandl odn Uy Y/ agadl 13 PBA ) ply o (38 0
attribute at all Sy
Yes, the PBA made this effort/possessed this attribute w | el o Sl el 1 b5 e
1 to some extent O| wan W iy g /sl 13PBA el i e 1
2 :te:',’ig\:t:BA made this effort/possessed this E fand) 030 dllia; gh [ gt VigoPBA Al ] cni o
3 Yes, the PBA made this effort/possessed this | JSy danal) o By gb [ 342l \MPBA ) pld Skl s 3
attribute a great deal &

3) Cross-Selling effort/attempt made: oY ) Jal e Adgaudt Alglaall g Jgdaall 342l (3
0 No, the PBA did not make this effort/possess this 0 e Aauadl 030 dhy ¥/ gl ligs PBA U1 gy ol 38 0
attribute at all Y
Yes, the PBA made this effort/possessed this attribute L Tl ola 8 e TR
1 to some extent E s aa gy gu fogall BePBA J a0 a8 caal 1

g i i 2 ) “ 13 .

2 ::r:ﬁg\:tzBA made this effort/possessed this O N oh ey g / g2l VigPBA () ald Sl i 5
3 | Yes. the PBA made this eff hi . SOl At 230 il 94 [ agad) BEPBA ) al AR (aai 3
attribute a great deal 25

Not Applicable § L et i e AN A B < dadl) Bian Y .
N/A | (Interviewers.: tick this option only if cross selling was | [] oL aﬂ_‘:‘ —= — "" :___ gli."‘g.; _)&:'. = | ..z
not possible due to the nature of your inguiry) — (Z e drpm s £rOSs SEUINR » o > weh | 20
4) Provision of adequate explanation in response - -y . N .
" da g el ALY ) ) o) b agidc
to questions posed 2 el 13y A9 8 L
0 No, the PBA did not make this effort/possess this 0] S Aand) 0da AN Y f 3ol Vigs PBA JF ok ol DS 0
attribute at all oy
1 :’ess,;:f PBA r:ade this effort/possessed this attribute D L s | Al o3 g g / sgalt T3g0PBA 1 05 5 1pmd 1
Yes, the PBA made this effort/possessed this < e . sy .
2 attribute | dacd) pin HEay gA [ 3gall 3pPBA 1 pHE 2 2
3 Yes, the PEAm hi d thi E U dacall 23 ey gb f 3gall IEPBA 1 plk dk aas 3
attribute a great deal s
Not Applicable Vo i el v e .

: . \ . . J Lealh 1 Be st el e
N/A | {Interviewers: tick this option only if no further D =S e f*f.."?""‘i,) =% 2
= ddal A = o odlia A | al

guestions were Eosed}
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2. Qverall, rate the PBA

-]
. s 3
on: ] g bR
Al Product knowledge & D (1 8
information/assistanc -4

e provided:

T
<fr <y

Aot wd PBA U wd e S5 2

i

T

VAN PG WIS T BT

5t al g g ke

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

i R
gieiadl At e 30 ped) ol
Ll Ui g . Ao JE1 5 1 ] e

"Bl Cross Selling:

O 1w | veryPoor

IDIN lDIN
IO || | ve

B [T

5
u]
5
O

|[:] ES |[:] FS

:Cross Selling (~—=

IDI»—- IDh—- T T

|[:|lw ID I
I | T

|

{Interviewers: Please skip Part 8/Cross Selling, if not appiicable. Example: Interviewer posed very basic query about gpening 3

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

L S Saa i Al e s B Caa lim et e = s Zn 0l S0 W el YUY L Cross Selling/e sei! = pal Y el gl

{Cross Selling > = 2 e

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

A U ReaN) e i AN 13 £l 13 e qual
Ol 31 Clallil £ g g8l s

8.1 Complaints & Grievances

Gl g s SN g1

1. PBA demanstrated active listening skills when the

8 5 i S lasie L1 g LAWY Lea PBA O el 1

customer was relaying his/her complaint: D1t S
3| Yes O |3
0 No D 3| 0

If ‘no’, specify any additional comments here:

TUA Aalal Aidet 51 3da PRE" 13

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

AL/ g g5 agdl S 24 PBA JH o522

3 | Yes

an

0| No

Q0

N5 | O

If ‘no’, specify any additional comments here:

LA Agdlal Siddel o1 daa ST 1

3. The PBA clearly explained each of the follcwing to the
customer:
INT: <Select either yes or no far each of the focus arzas>

SN A5 AN ADY fpa JSI S g i gl gaa) k) sialy

Wl MG e 8y PRA Npmdl 3

(e
1) Complaint Resolution Process: S 508 AaTadfda 4l (1 |
3| Yes O as | 3
0| No D w | 0

If ‘no’, specify any additional comments here:

T T T

2) Yime taken for resolution

3 | ves

S8 Aadlaa { Jad (G Adwad) Sl (2

| 3

0! No

0|0

w5 {0

If ‘no’, specify any additional comments here:

I I WP T T

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

(s a5l Apllan/la Glaal 4 et i pRA O S T 2

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

0 | No, the PBA did not possess any knowledge O ias SIPBA JdEGY S| O
1 | Yes, the PBA possessed a little knowledge D iLn 4 AaPBA 1 e on 1
2 | Yes, the PBA possessed knowledge O 5 p PBA ) iy cani | 2
3 | Yes, the PBA possessed a great deal of knowledge | A gall e o HPBA J b s |3
5. Please rate the PBA on each of these attributes, cn a scale 51 e e e A L Gay PBA JI ad ils, LS

Gy L) Clieall (e A JS 521 e ad) Jn 300 ) 1Sl

(Y

[»:]

+




Ve
Ve

1} Overall cust;:omer 1 2 3 4 | s 5 | 4 3 2 1 Ao i i o (1
experience for | ot e
camplaint resolution: | ad ‘ OO ! /a0l ad £ »J

L 2) Extenlt :lf PBA : 1 2 3 4 5 5 . 4 3¢ 2 1 | S PBA e s (2
nowledge on ! | i et
resolution process: D D D D D I:] i D D E D D i -
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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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