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PROJECT: Money
SHOPPER CODE DATA ENTRY EDITING !
N N N
C{ am:e umber ame Number | Name 4 o 3 8
l Fo | —
=5 =T e T
A7 = S - | }
T I i
A.  Details of Call i JuaN AL Ginahs -1
Bank Dhofar E i Brgei !
Bank Muscat m i aly
i Laall i gl S
1. Name of Bank to which National Bank of Oman O A S gl g
call was made: HSBC-0I18 O HSBC-OIB 4y o !
Bank Sohar O o Sy
Qther Bank Specify: (22} ¢ al S
3G .
2. Call Centre Number 24 ERNIRY ety [y LI Ny R S
Date | Month Year Ll A | g i
3. Date of Call - tJead 3
DG el 2 o3 2]ol1isl | | Seellen A
) Hours Minutes e JEXPAT ] -
4. Start Time to Call A}‘ @ g } o I | REIE TR PR
5. Total Duration Call Hours Minutes (il Sl (M) Iy ¢ gare 5
INT: FROM POINT OF ANSWER BY O AlaY) Aial Ga) sdialy |
PHONE BANKING AGENT s oLl i j
(PBA), UPTO COMPLETION | <& | <7 | ) S ‘
(Aahgalt gt !
OF PHONECALL) !
06:00-09 am O ghall A 09:00 -06:00 |
09:01-12 am O glmall i 12:00 —09:01 . _
6. Time Slat During which e el
' "I'[‘e ot :””3‘” 1h | 12:01n00n-03pm | Sl L3 03:00 —12:01 - ey 43
¢all was made: -3 T »
. Lad gl | odiala
BINT:  SELECT THE 3:01-6pm B | s el L 06:00 — 03:01 S 88 ik shaly
RELEVANT TIME-5LOT, . 0 i i 09: . d-‘:lﬁ c.r“‘_‘iuuu‘. ;
ACCEPT SINGLE ANSWER, | 00:01-9pm susal A 09:00 —- 06:01 : ~J"“;m;‘i‘1
09:01-1am O | caatia s001:00 - 09:01 T
1:01-5:59am 0 | sWruad 4559 - 01:01
B. Purpose of Call ] Jua™ cia o
. (L adl 3y
1. General Enguiry Query Code ( .
—_— : C.u.-.! 1 aaad .
regarding a specific (Prod!yc} E'z!mej T R 2 o=t e ple il -1
. - INT: (Insert | Oa Ja3) rcal | e . s
Product / Service from List) (;wm‘ (5) e At/
N -
2. Application for a Product Name: Query Code (el 505 (i )
New Product / e ety s el o Sl Jpanll Clla 22
. INT: (Insert | O Ja) idaly | . s e
Service from ust) (iﬂw] (')-‘;‘-—‘-’.‘ *‘-hn"c-“"
3. Complaints / Complaint C?-?;{INSERT FROM (AT (a JA0T) (5 5SEN T
Grievances } alid / g 085 -3
4  Other Please Specify Details: (il 232 52 ) g4 1




+

C. Appraisal of Interactive Voice Response (IVR)
system:

{IVR) Gt 45 uall diaiud) gk okl .

4.1Appraisal of IVR system:

Ao U} 455 peall Aains) s apyicd. 1

1. How would you rate the IVR systern in terms aof
Ease of navigation & user-friendliness?

Aaal e Ao LT A5 pealt et R Al o 2lSa i
?,.|_‘..-'L:L..-a\fu vt %)Q.—u

0 Ng, the IVR was not at all easy to use

1 | Yes, the IVR was quite/reasonably easy to use
2 Yes, the IVR was gasy to use

3 Yes, the IVR was very easy to use

OO0X® O

St PN e i 4y Gy g 3

sladsu

dpthe S0 i e 1 A5yl Apenin | o (S < an
p‘&m‘ﬂ 'J‘-nd

c!.LL‘a—n"ﬂ "t ::..T.::.'J:.'J 1__1'_,._4“ ;.;\.'n:..."}] A S."E .,-a.

pAI ( a Jgon Rule 1 A5 gl Rinit) S S cnd

2. How would you rate the IVR system in terms of
clarity of instructions?

Lalh o el 45 peall LlaloW Jldd il [ S0 a2

?-;:LAM'! C-’-‘J

No, the instructions were not clear at all

Y1 A Aawds] g Shaglalll 585 ab NS

Yes, the instructions were quite/reasonably clear

Al y Jpake JElu [ Le 32 ) Sladedl S 4 an

Yes, the instructions were clear

Aaualy oS Cadeil el |2

w | PO

Yes, the instructions were v ar

Oax|a

4 daudl g SilS Slalailh pas

D. Greeting

il @

5.1 Greeting & Purpose of call

Jual e a all g cua 31150

1. Once you selected option ‘9’ an the IVR, R $<ia~da
{"To speak to a call centre agent, press (Mention
9", how long did it take for you to speak 4
to a PBA? seconds or
INT: Specify duration in the space provided minutes)

T ps 3 "9" Jiday s ol
_)S_)‘_._hr\,_...’.]&..u‘ ") 5%&@\@_’_&‘

g gl aany | ekl B e oS (G i) /YL

¢ ..
(_3313:.5'! .pBAC..\_m.JS

1

(Poealt dabicalt B 2d gl 2a) daly

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

Ba g Jddal & 50 S 8 S gt 13 I8 wigla) stialy

(W gl Aasi 5 " Jua¥l

2. Were you called back by a PBA? PBA A el Jaiisdel 25 08 2
3| ves O pui | 3
{
0 | No i % |0
If ‘no’, specify any additional comments here: *Note to 1ol et sUA A 8la) CAiaS g1 daa "HE" 1Y
interviewers: This is not a mandatory field. Please fill in ALY SlBatall dam caela Ll 1 ] L Y o
any additional observations, if relevant. Otherwise, leave J5 el 13a 4.:. 4 AlaT 3 Y1y adeall i3
blank. This applies to this option for all future guestions. A Slla YL Adlalalt S ad
3 | NA E Wby |3
3. On picking up your call, did the PBA wish you, ‘Good Al Al ol GSPBA A6 b doladdl Slai ) sa 3
morning/ afternoan/ evening’? LASVEG | R P AV
3 | ves ] il 3
9 | No O 310
if ‘no’, specify any additional comments here: T e A L YO
4. Did the PBA greet you in the same language you ERESAR JIRT VIR VI EX | I E RPELTY -7 7. W [ PN G |
selected through the IVR system? a ke Ll A5 peal!
3| Yes 2] pi |3
2 | No O % (0
if ‘ne’, specify any additional comments here: T T R YL TO K
2
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D.

Greeting

Al &

5.1 Greeting & Purpose of call

JuaN) Ha o Al g o SN 5.1

: S. cﬂngtte:eu:::;::greetmg on his/her level of ! (s B 5 i s yPBA I am 5 S
L0 No, the PBA was not at all courteous ! El B e R PBA U1 0% A K 0
1 Yes, the PBA was quite/reasonably courteous ? E Jaka J8Ss f e aa B R PBA U AS aa 1
j 2 Yes, the PBA was courteous I D S PBA ) A8 el 2
' 3 Yes, the PBA was very courteous ; |:| ‘{ laa Bl PBA ) U8 aal 3
i 6. Rate th-e PBA's greeting on his/her clarity & pace of ()4 g5 WS CJ-"J] Gy PBA J i3 6
speech:
0 No, the PBA did not speak clearly & steadily D SRy e s PBA J aly ol S 0
1 Yes, the PBA spoke quite clearly & steadily E] Sy g gy ke S8 fla 3 DPBA P 285 el 1
2 | Yes, the PBA spoke clearly & steadily O ey £y nPBA I aST ae 2
3 Yes, the PBA spoke very clearly & steadily D Jle )y iy gty JLAPRA I A aes 3
7. Did the PBA introduce himself/herself by name? TaW (Jamis e BPA J Sl a7
3 Yes O o | 3
No B a8 | 0
Iff\no speuf‘l anﬁddl |or‘l Icomr{\ﬁn:ts ilre“2 Lu e (J‘.. :L'nl—r‘LJLH Sl gl Aaa TN 1Y
8. Did the PBA then enquire after the purpose of your - Al e e SlediuWl oD g G BPA M3 B
call?
3| Yes = pai | 3
0 | no O % | 0
if ‘no’, specify any additional comments here: sl ;.J.'U.kl Sl (g ada Y™ 1)

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

s g puall (Ggeiall GAS Ja g Jalh el bib e wigla) sl

9. Did PBA ask for customer details for the purpose of 80 o e e P el Jealidh ceppa AL 9
verification?

3 | Yes O pa | 3

0 |no 0 3w | 0

NA | Not applicable (N/A X JBay ¥ 'ii

10. Did the PBA proceed to listen to {ar probe for) the falll [3yes N (e wiiaY) ) glauy! PBA Jb als J.. 10
customer’'s query/grievance/complaint? fond S

0 | Na, the PBA did not do this at all O SBY! e PBA JF < Jady ol 38 0

1 Yes, the PBA did this to some extent O Lada U PBA JI <83 Jad sl (aas 1

2 | Yes, the PBA did this Bd PBA Ji < Jad 4! \pa

3 | Yes, the PBA did this a lot O Ll pBA (i 13 Jad a1 oo

E Soft Skills & Telephony Skills | Loy VLN S ey dpnad il Gl gal)

6.1 Hold Procedure SN Gel il 6.1

1. Did the PBA ask, “May | put you on hold briefly, while S s 4 U AT IS 0 o ik Jat o pRA JI L a1

| get the required information?” prior to putting you
on hald?

Y s ey Ja 0 pllad Sl slad e ilas 6

3 Yes D a 3
0 | Ne el 3% [0
3
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E. Soft Skills & Telephony Skills j Ldtlgl SN} O ey duadnlll Gl 2
! If ‘no’, specify apyjadditional comments here: i L K,ELH SRS (g} dda IS 13
I |

A | Not Applicabie [N/A) ' ki -‘-

2. Did the PBA speak with anybody else prior to placing LY s A ey S8 AL gedlas PRA LI MG e 2
you an hold?

0 Yes E l A 0

3 I No i O 3|3

If ‘ne’, specify any additional comments here:

1A dLal idad st ada NS 1

NA 1 Not Applicabte (N/A 0O LR
= =1
INT: Answer this question only if the PSA kept you on hold (v AS1 BITPBA J) 85 Ra B hid ) b e wgla) tdaly
for over 60 seconds (1,3:. 60
3. Did the PBA inform you that he/she needs mare time Ay e Vet g CE gl e a1y pad pRA Jldlde) a3
and apologize for the same? ¢ a0
3| ves X pi|3
0 | No O % | 0
If ‘ne’, specify any additional comments here: MY i.,iL..‘a\ Slkalad ¢} aa S 1Y
NA Mot Applicabie (N/A] bl ¥ ﬁ
- _— .l. r
6.2 PBA Attributes PBA J) <ilaw 6.2

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

Zladl a2 Ja JS g PBA J) kS Jla 3 "S" 1 M Al 1

1) Active listening skills:

Bl £ LGy Gl g 1

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

DAY Je PBA J1 ) Jady af W3S 0

1 Yes, the PBA had this attribute to some extent

Leda JPBA J) 2l Jab 4k caas 1

]

K
2 | Yes, the PBA had this attribute | PBA Ji 1) Jah ail (aa 2
3 Yes, the PBA had this attribute a great deal O Lo pgA J 4l Jad it g 3
2) Effective questioning skills: Judll o gaiul S Age .2
0 | No.the PBA did not have this attribute at all ] DY e PBA J) D Jady o L3S 0
1 Yes, the PBA had this attribute to some extent E Lo da JIPBA Jb 80 Jab il el 1
2 Yes, the PRA had this attribute D PBA Jb &1 b 2] s
3 Yes, the PBA had this attribute a great deal D LACPBA ) 23 ad &) e
3) Confident: &y .3
0 | No, the PSA did not_have this attribute at all O DAYl e PBA J A3 Juiy ol 3K 0
1 Yes, the PRA had this attribute to some extent E s JIPBA J1 3 Jed SR caes 1
2 | Yes, the PBA had this attribute O PBA Jt &) Jab ail Lan 2
3 Yes the PBA had this attribute a great deal D LLSPBA 1 3 Jad i, aac 3
4) Professional: i jiae 4
0 Ng, the PBA did not_have this attribute at all 0O SR e PBA ) AL Jads Wl L3S 0
1 Yes_the PBA had this attribute to some extent E Lods SPRA J 23 Jad i . ans
2 Yes, the PEA had this attribute D PBA J Al jad a& s 2
3 Yes, the PBA had this attribute a great deal D Lead PBA JI I3 Jad dil o 3

4
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E. Soft Skills & Telephony Skills | Adigl CVLal) Sl jlge g dnad il gl 7 |
S) Friendly: 13395
0 No, the PBA did not_have this attribute at all | ST e PBA J 2l Jady 228 0
1 ! Yes the PBA had this attribute to some extent E Lo JIPBA N L) Jad G e 1
2 Yes, the PEA had this attribute D PBA ! dld lad S0 a 2
3 | Yes, the F3A had this attribute a great deal D ‘ bl PRA ) 282 a2 Al e 3

i 6) Used simple language & phrases: adoiss Jan g Sealf Lol 6
0 | No, the PBA did not do this at all M| BBV e PBA U} 5 Jady o 38 0
1 Yes, the PBA did this to some extent E L s IPBA ) L3 Jad Sl cons 1
2 | Yes, the PBA did this O PBA J) &3 Jab 34 cpes 2
3 | Yes, the PSA did this a Lot A O ks PBA J1 413 Jad i) (e 3
7 g:tel:'::%arst:ia:r;ta?::: positive, friendly & cpian g g ) s ople JSE (diag 510 e Jiblay 7
0 | No, the PBA did not do this at all | SN Lo PBA J1 4l Jaky o 38 0
1 Yes, the PBA did this to some extent E La an JIPBA J1 403 Jad 3B cams 1
2 | Yes, the PBA did this | PBA J I3 Jab sl cpa 2
3 . Yes, the PBA did this a lot | WS PBA I €13 Jmd a3 cans ! 3
8) Used positive language: gl dil Seis 8
0 | No. the PBA did not do this at all O SBY) e PBA J) oIS Jady ol (S 0
1 Yes, the PBA did this to some extent E Loda JHIPBA ) 45 Jad 5 cons 1
2 | Yes, the PBA did this | PBA J1 &5 Jab 510 (pe 2
3 | Yes, the PBA did this a lot O Lkl PEA 1 4L Jab ail cans 3
9) Overall, Was ‘Customer Friendly’: o aa i 234 O e JS 9
0 | No, the PBA did not do this at all O S e PBA J) Al Jaiy o2 038 0
1 | Yes, the PBA did this to some extent E[ Lo da JIPBA ) 41 Jad Skl cans 1
2 Yes, the PBA did this D PBA J 43 Jad ail cpes 2
3 | Yes, the PBA did this a lot O Lt PRA (2L Jab S cpal 3
1. Overall ratethePBA | 8 ] 9 i F

on: S1E| 2189 |$ 3 |‘E- |~E pmi wiPBA ) ad e S5 ]
A) Greeting: k] el - g F ' ' e 5 .
INT: Circle a number phaaiald e')‘f = I N
anribtie, a5 reevant é é él é é é él é é é PR SR o
B) Extent of Customer —l— -g- —é" ? _é— -§_ Z- E 2 __i— Aol g el AldaYl saa (o
Focus & Friendliness: D D D m D D D D D D
C) Soft Skills & I E E ? E 3 ? E_ z _l— I s g Adiadl 2 gl (S
Telephony Skills Q g Q El g g g Q Q _D_ g Akl
5
+ +
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¢} Other purpose of call

+ +
F. Answer this segment if: [y i) S s Lol e LWt L)~
A)Application for a new product/service: } Fuia Aadd gl ke b -1
b) General enquiry relating to a specific product, ! e Jaged 3l Aadh gl ey Bhale ple il -2
service and/or facility: LSS e Al g -3

;f 7.1 Information provided, Product Knowledge &
| Cross Selling

A g Sy il 08 Ad e dasiall Gl plaall 7.1

. 1. PBA provided sufficient detail to the customer, with a

KT

e ograion of e ey gy i B e
product/service. T
0 | No. the PBA did not do this at all O BUBY e SIPBA Ji Jads ol (38 0
1 Yes, the PBA did this to some extent E Leda &3 PBA J Jad ail (aa 1
2 | Yes, the PBA did this H ABPBA I Jad 38 1 2
3 Yes, the PBA did this a great deal D oS JSh JUPBA JF Jad Skl (aas 3
2. PBA provided a clear and thorough explanation of the S A Dl el e Ly sl ~ o SPBA JHaadadl 2
steps that shall follow in terms of: ;s.:a:a e as
1) Process; s Aglaad) s (1
0 | No. the PBA did not do this at all O Y e dIPBA Jt ey el S| 0
1 Yes, the PBA did this to some extent ﬂ Loosa ) 283 pRA (Jb Jad SB (el 1
2 | Yes, the PBA did this O AUPEA JJud B ei | 2
3 Yes, the PBA did this a great deal D S JLS AR A b Jad 2B 4 aal 3
2} Time taken: 2y ASaualt =8 g (2
0 No, the PBA did not do this at all D Y e AIPBA J) Jady al (S 0
1 Yes, the PBA did this to some extent E Lo da U3 PRA J Jad AR caas 1
2 Yes, the PBA did this D AUPRA JF Jad i (pas )
3 Yes, the PBA did this a great deal D S JSE JOPRA () Jad AR (el 3
3) Requirements (such as documentation): s aiadt (Ba) Glahia (3
0 No, the PBA did not do this at all D bYY Je JIPRA J Jady a (NS 0
1 | Yes, the PBA did this to some extent K Laaa 0 23 PBA Y Jad A cpni 1
2 | Yes, the PBA did this O AUPBA I Jad 2l cpes 2
3 Yes, the PBA did this a great deal . 48 0S8y SBPBA ) Jad A cpmd 3
3. :,:;PBA was able to clarify any questions the customer oy ea o LA ALY e 5! i e UPBA S 1 3
0 | No, the PBA was unable to do this d ) JeSPBA Jf ey o (S 0
1 Yes, the PBA was somewhat able to do this E Lo a2 Gud PBALT £ Uist b cam 1
2 | Yes. the PBA was able to do this | A JaiPBA ) Elliadiil i | 2
3 Yes, the PBA was very able to do this |:| oHS J5 J3 GaipBA Jb £lbidt 0 can 3
N/A Ej:tte?vie\l.:rcear::'zhoose this option only if no g T e AR el i) pad) -FL“:“\_?‘ ._.:‘.
uestions were posed i
b ierention and comparatve sdvantage of the Jiiadl iy 545 il £ 5% SPBA. N gt 31 4
product/service {Versus offerings of local competing (A iad! Adaall 2 il il A g adl | da) daadll
banks):
0 | No, the PBA was unable to do this O el SaiPBA JI plaiegy pl 38 0
6
+ +




about a sgeciﬂc Eroduct{semicg

("L..\.o" : :.‘...'1."' ——ia

+
1 Yes, the PBA was somewhat able to do this | La a3 adPBA J) pikiee 2k (and 1
2 | Yes, the PBA was able to do this O | 83 JaiPBA J) _platieaail waas
3 | Yes, the PBA was very able to do this O | S JSd B3 JaipBA () fidaiest 2R 4 pel
N/A :riteivie};eis:lzmose this option only if asking Q : s ot AN S pe) Been ‘_‘\i

5. Please rate the PBA an each of these attributes: . tiandl 034 e dau MG, PBA Jadism ) 5
1) Effort to fulfill the purpose for which the call ; " . . . .
e A B JU ) adal agadl i (]
was made: | = g o0 oA Gt i oh (1
0 No, the PBA did not make this effort/possess this 0 i At ala S Y/ gt 13g PBA ) aks a0 OIS 0
attribute at all ey
Yes, the PBA made this effort/possessed this attribute Z e - U oog
1 to come extent S ) Fandl o34 Sy g / 2l 13:PBA 1 25 5 pal 1
" i i - I 5 ' HER .
2 ::ts ri::t:BA made this effort/possessed this & N o3n dllias gA / 2dd) VigaPBA Ul ol il can 2
Yes, the PBA made this effort/possessed this g danddl 2dn dliay ga [ gad) WIEPBA ) plS SR el
3 attribute a great deat D ﬁ d
2) Extent of ice knowledge: sAaddll f mialy & aall s2e (2
0 No, the PBA did not make this effort/possess this D i Al 038 A0 Y £ Mgl 134 PBA JF ady al W3S 0
attribute at all by
1 Yes, tr:: pB:t r:::de this effort/possessed this attribute D Loa ) iedioin Sl o / gl 15PBA J1 o5 sl aaud 1
to some extent
5 :es',.its: FBA made this effort/possessed this g Zanal) 2ia liny g / 2l VigaPBA U1 pid L can 5
3 Yes, the PBA m his effort/possessed this O S8 Aanall 230 Day gb [ 3]} 13PBA 1 o8 i cans 5
attribute a great deal ﬁ
3} Cross-Sellin ort/attempt made: A Al Jal e Al gdaal) Al gaall o Jydualt agali (3
0 No, the PBA not make thi ossess this E e Al 238 e ¥ f 3gad) 134 PBA JF aks ad S 0
attribute at all S3by1
Yes, the PBA made this effort/possessed this attribute . . X UoE aE
1 | tosome extent [ | ot Gediod olliy o/ 62l 18PBA J1 o5 o0 cons !
Yes, the PBA made this effort/possessed this : e : Pl
2 | attribute [ ?‘d““&vﬁfw!‘mPBA Jl pld S ans 2
Yes, the PBA made this effort/possessed this JES Aal a3h iy gh [ 3l IPBA 1 pM 3R aal
3 . i = 3
attribute a great deal ﬂﬁ
Net Applicable R e A a - et Rean .
N/A | (Interviewers: tick this option only if cross selling was | [] L T; : -J‘ = "h t r‘h‘!”ﬂ")&f? = = L
not possible due to the nature of your inqui - 2 e am s e Cross Selling o S » oo | et
4) Pro:ggpogf nggsge:ate explanation in response Ta g bl Liad) e 1, gl 7 bt il (4
0 No. the PBA did not make this effort/possess this 0 A At 03a Ny Y [ agadl 134 PBA ) ply ol 8 0
attribute at all by
Yes, the PBA rade this effort/possessed this attribute < . < e
1 | to some extent B | ban b edioia ity g/ agall 5ePBA JI o8 il o 1
Yes, the PBA made this effort/possessed this < . . Dt -

2 | arribute O fandll 030 Aoy gh /24 1APBA I ak i 2
3 | Yes the PBA made this effort/possessed this 0 Y5 Al oin iy gb / 3l BEPBA ) gl il (o 3
attribute a great deal s

Ngt A llal T B e TN Lo T .t e
N/A | (Interviewers: tick this option only if no further D Eah ol A1 e = T':.',".)-"".J)_,T:I s 2
questions were posed) - (Al Al 7 g 21 & | e
7
- +
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infoermation/assistanc
e praovided:

+ +
T T
2. he PBA ; . . . .
g:feral!, rate the PB g | - | E . 1 Fak i PBA ) ad ez S5 2
N S i
-] bl =] - e
A} Product knowledge & g: § 8 tF |.E I‘E T
< i :

e gl Sl A el
i, o s

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

esliall Al e 5 oala ) sl
il Gy Ahs U5 11

Cross Seiling:

IO {0 | veryPoor

0w |0

IR ([~
(WS

5
|
5
g

O ([0

O |10
0w 0w

:Cross Selting (=

|Dh—- ]Dh—- o <Ty

0w 0w

(interviewers: Please skip Part B/Cross Selling, if not applicable. Example: Interviewer pased very basic guery about opening a

current account and there was ng scope/almost no scope for cross selting)

ha Kl e olia Saly g e e B e s ey T ge = gl Siait 08 W el 1 .Cross Selling/ it -yt Y ga s i cadl)

(Cross Selling..i = = A Jaa

G. Answer this segment if the ‘Purpose of Call’ was to S T O oo A" 13 5 el 138 e cual
express customer Complaints/Grievances: Sl Clallss f §ASE pald
8.1 Complaints & Grievances CladBRi g s g8 g1
1. PBA demonstrated active listening skills when the U5 el S L L Bl £ LGN il L PBA 1 el 1
customer was relaying his/her complaint: AR
3| Yes O w3
0| No O % |0
If ‘no’, specify any additional comments here: 1UA ELG) Clial g1 daa MHE" 13)
2. PBA made a concerted effort to understand the Vel . € rh Lt bR e
complaint/grievance: A5 I pald S 2 PBA S8l 2
3| Yes O ani | 3
0 [ No Il % | 0
If ‘no’, specify any additional comments here: Ty AALG) Silded o) daa ST Y
3. Ileeth:Enﬁé:learty explained each of the following to the "ol A e S rany PBA J 2 3
: LI B (B NI Y NS ¢ oand Sgallalt gaa) 3A0) rlaly
INT: <Select either yes or no for each of the focus areas> H A On JU 3 o pas iat Jidl) (‘;:‘:
1) Complaint Resolution Process: gasa et/ Ll {1]
3| ves O | 3
0 | No O % | 0
If ‘'no’, specify any additional comments here: sLA AAL5Y Shiydad g) daa ST 43
2) Time taken for resolution gyl Aallas f Jat (B ATl oA $ (2
3| Yes O ani |3
0| Neo D x| 0
If ‘no’, specify any additional comments here: Ua gﬁ...al CihlalaS o1 dda MDEY 13
4. The PBA possessed adequate knowledge of the . A % - . Wol€
complaint resolution process: fs S5 Lalaa/la el puall iy PBA S S B 4
0 | No, the PBA did not possess any knowledge D s SIPBA JdBu Y28 0
1 | Yes, the PBA possessed a little knowledge O A A adPBA ) e pas |1
2 | Yes, the PBA possessed knowledge O i aa PBA J) iy oani | 2
3 | Yes, the PBA possessed a great deal of knowledge D MPBA St i |3
5. Please rate the PBA on each of these attributes, an a scale 5 M1 e me e U el Gy PRA S ad sl L5
of 1-5: me\c.Li.dlg.lLadnsqa.,inﬁiﬂae&):&ay
INT: Circle a number from 1-5 for each attribute, as relevant (w
8
+ +




] @ - | P
s | 8 | | 3 7 I{ y
K - i@ tf Bt & ’%

1) Overall customer 4
experience for D

| complaint resolution:

! 2} Extent of PBA 4 ‘

l knowledge on D

daflas b wil sl il
& lan! JJI\S..:I

[] v | very Good
O
-~
-~

-
BES
OQw
S
Ow

< PBA C1 4 jma 524 (2
Anleall Gl

-
O~
O w
_Elh
0w
0w
Qw
J~
-~
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