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PROJECT: Money
SHOPPER CODE DATA ENTRY EDITING
?) Name Number Name Number Name 4 0 5 0 9
el f S84 Sl glaad i bl Gy
a3 | Jony z’:‘.)h R a3 ; s
A.  Details of Call [ JeaNVAIEL Syl - |
T T )
Bank Dhofar | Sl b |
Bank Muscat @ Sl d
National Bank of Oma Haell ik gl S0 .
1. Name of Bank to which 'onal Ban n O A g 35 s Sl a1
call was made: HSAC-0I8 I HSBC-OIB < g Jatit
Bank Sahar D s 2Ly |
Qther Bank Specify: (s2n) o al oy
2. Call Centre Number Q\u “{q TC { S'" (Y laTY! S e ad; 2 !
Date | Month Year ) A el :
3. Date of Call , (a3
LMol olAf2fofa]3i2lolafs] | | il
Hours inutes JHaa PSI] ) 1
4. Start Time to Call \ [’17 %l I | | I e iy 4
. 1
S. Tatal Duration Call Hours Minutes S Sloludl (I iy 8 paae 5 1‘
INT: FROM POINT OF ANSWER BY O Tka¥) ABal e 1tialy
PHONE BANKING AGENT a S i
{PBA}, UPTO COMPLETION &) Q \ \ ' ot e ;.h!
(A syt
OF PHONECALL)
06:00-09 am 'l glhall 4 09:00 -06:00
09:01-12 am all 4 12:00 -09:01
6. Time Slot During which - St s Jeaa Ul 2B B 6
: ”l‘l‘e 0 ‘;“”3 which 1 12:01n00n-03pm X s_wiall 4 03:00 -12:01 ¥l 4
call was made: B3 S 2Al-tal
BINT:  SELECT THE 3:01-6pm [ | s ebadt L3 06:00 — 03:01 d}&:ﬂ’;‘ R
RELEVANT TlME'SLOT, 06:01-9 D el 3 09.00 0'6'01 dpli‘ " —Y‘.L“w
ACCEPT SINGLE ANSWER, Pi-7pm ol g 05100 = 06: . aal s iyl
09:01-1am O | <aiis 23 01:00 - 09:01 o
1:01-5:59am O | 84 sad i 5:59 - 01:01
B. Purpose of Call | S it
(S peall 3
General Enquiry Query Code | H{L13ad Su N
R ) Product Nanfg: —_— H{gmiadl at) | . -y
regarding a specific U o Jia1 sl N e Sl -1
Product / Service INT: (Insert | O J3J)) oy | — (3) s Tz fpia
rodu from Llist) (MLBI <
2. Application for a Product N - Query Code (gl e i et
New Product / rodu ame: Y . ats a) e Jpaall Ll 22
. INT: (insert | O Jddl) 18aly | — s /s
Service from List) (Aaitit (s Aai/zin
3. Complaints / Complaint CtJltl:I;(INSERT FROM ;{l.n.i.ﬂ Com JA3N) (g SEEN S,
Grievances ) Akl f 82 -3
4. Other Please Specify Details: (ol 232 53 3) b4 1




+ +
' C. Appraisal of Interactive Voice Response (IVR) (IVR) Ale Uil &35 gl dladiay) U apll &

. system:
4.1Appraisal of IVR system:
1. How would you rate the IVR system in terms of

Ease of navigation & user-friendliness?

0 ' No, the IVR was not at all easy to use

e list A0 geall Lot WS wudiq
fali e Lle il A5 pealt Linlay! Jlas o o HK0 S 1
$alaatNly 2 L ge

e (PN g e i &3l L g o 38 |

Aladiu

: , ' dgie SEE 2 M A2 ATyl eV Akl S ol
"1 | Yes, the IVR was quite/reasonably easy to use | L - M' = 1

i LTI o

2 | Yes the IVR was easy to use AT e R ) 2yl Rt Sl Sl | 2

AT} b i Jpan e Ul A3 pal! Adalu ol S i | 3
2. How would you rate the IVR system in terms of Lol e e D A5 geall Lty aid gl S aS 2
clarity of instructions? tiledatll 7 gy

0 | No, the instructions were not clear at all (Y | e Aawal g Dheaglalll (85 A1 IS | O
1 | Yes, the instructions were quite/reasonably clear Aoy Jgule JOl fle 2 0 St 208 s | 1

2 | Yes, the instructions were clear Aaal g 28 Sl vam |2

RSN

3 Yes, the IVR was very easy to use

K000

3 | Yes, the instructions were very clear 123 Aol g S8 Ziatall (aas

D. Greeting il &
5.1 Greeting 8 Purpose of call Jua™ e oo adl g ca i 5 9
1. Once you selected option ‘9’ on the VR, [ viaanwre, LW s 39" Jdia¥! Al gl 1
{(“To speak to a call centre agent, press (Mention - 5 ab e e A Ll Uil A0yl
9"}, how long did it take for you to speak g £ ) | Bl e oS (19 dida! / LY LY
to a PBA? seconds or (_3.‘:13_‘.11 'PBA ae Saaall
INT: Specify duration in the space provided minutes) (3lanalt dalucall A Byt 2y 122y
INT: Answer this question only if you selected the ‘Call back’ B gaat Jladat LAA Ja B ki ) pad) Ve Qgla) sl
option via the automated voice service AV Cipeall Lazi e M el
2. Were you called back by a PBA? PRA JA et JLatiadel i a2
3 | ves O i |3
0 No : r“, % |0
If ‘no’, specify any additional comments here: *Note to | ol s omalll Aiadat tLa ddldl Sl g1 daa UUSM B
Interviewers: This is nat a mandatory field. Please fill in AflaY) Sifhadial) dia pla g el Sl e AaYy fha
any additional observations, if relevant. Otherwise, leave JS e ekl 13 48 A AlaY) 4 5 Yy alall S
blank. This applies to this option for all future guestions. A Sy R il A
3 | Na @ Lhi ¥ [ 3
3. On picking up your call, did the PBA wish you, ‘Good e gl et o AGPBA ) ald b el dlai ) 3
morning/ afternoon/ evening’? & il gl famn
3 | Yes m pi | 3
0 | No O 3% |0
If ‘'no’, specify any additional comments here: slia Al Sldded o1 dia ST 1)
4. Did the PBA greet you in the same language you Lyl slai A5 5a) Al Al iy PBA ST a3 b 8
selected through the IVR system? e lih 45y all
3 | Yes m pai | 3
0 | nNo O %w|0
if ‘no’, specify any additional comments here: slh il Ciigded ol daa ST 1Y
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D.

Greeting

5.1 Greeting & Purpose of call

il &
Jua) e Gl AN 3 a0 51 |

calling as an existing customer>

5. Rate the PBA's greeting on his/her level of . . . e . =
(Nagal adLlll (i R
courteousness; (el B s ESPBA S se i S
0 No, the PBA was not at atl courteous O S Lo B PBA UV 0% a0 i3S i 0
1 Yes, the PBA was quite/reasonably courteous E ke J80 L 2 AV B PBA S A : 1
i
2 Yes, the PBA was courteous I D ! A PBA U1 IS and 2
3 Yes, the PBA was very courteous | D M 3l PBA U1 S el 3
6. Rate the PBA’s greeting on his/her clarity & pace of ()40 sy 4a3S = guinl By PBA a5 a3 6
speech:
a No, the PBA did not speak clearly & steadily O JIESYy ¢ e g PBA I Al o 38 0
1 Yes, the PBA spoke quite clearly & steadily g JISe 1y g gy J ke JS /L 20 MPBA I ASG eat
2 ¢ Yes, the PBA spoke clearly & steadily | JAC |y £ g pPBA ) oG puc >
3 Yes, the PBA spoke very clearly & steadily D Jae] g fan madly JCAPBA D LS5 el 3
7. Did the PBA introduce himself/herse!f by name? Tauly (et e BPA M e 7
3 : i
ves [lced X ~|3
0 | no | (0
If ‘'no’, specify any additional comments here: Uk igiual Slglad o1 dda ST 1
8. Did the PBA then enquire after the purpose of your Al i 2 e Slalia¥L S e uBPA i g
call?
3 Yes m a3
0 |nNo Il % |0
If ‘'no’, specify any additional comments here: :Ua r\,.gil.u':l Sligded o) daa ST 1Y
INT: <Answer this question only if the Mystery Shopper is

ey (g mal) Foeaiall GAS Jla A BB Qi 1 e wi) Lal

TSI o iy O g N D yall Lslith e pBA S da 9

9. Did PBA ask for customer details for the purpose of
verification?
3 | Yes O ani | 3
0 | Ne O % |0
A . L. ¥
— | Not Applicable ([NfA E_ Ak i =
10. Did the PBA proceed to listen to (or probe for) the foliad Ay W (e LYl 1) gLGuY PBA J) ali e 10
customer’s query/grievance/complaint? ol s 5S
0 | No, the PBA did not do this at all O DY e PBA J 4 Jaiy pt S 0
1 | Yes, the PBA did this to some extent K Lota B PBA J &l Jud A wps
2 | Yes, the P8A did this ] PBA ) &8 Jab a&! pa 2
3 | Yes, the PBA did this a lot O L PBA ) 23 Jad 2kl can 3
E. Soft Skills & Telephony Skills I Adilgll YAy S gy Aainlil) gl

6.1 Hold Procedure

IS e el 6.1

1. Did the PBA ask, “May | put you on hold briefly, while OS5 Cpa g DGl R O gl o S o pRA STl e 1
| get the required information?” prier to putting you Y Alla 6 Sy J8 4 lad) Dl gl e Giliaa
on hold?
3 Yes E e 3
0 |nNo O Mg | O
3
+ +



E.  Soft Skills & Telephony Skilis | Ll SYLa) o e g il S gl
if ‘no’, specify any additional comments here: ‘ I LA QL&\ Sl gl e NS 1Y
PR .:- \J-
ha Not Applicable {N/A } } by ¥ LT
2. Did the PBA speak with anybody else prior to placing | i ¢ jei lla boutlany b8 )3l jadlae PBA 1,850 2
you on hold? )
0 | ves ! E } i | 0
3 | No | D l N3
i if ‘'no’, speciz anyladditional cimments hef: L\M . I I I A Agblaal St gl 3 URET 1Y T !
k| )

NA | Not Applicable [N/A)}

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

Oa A8 LESIPBA JI S 5 S B Jadd J) el 100 o o ga) by

for over 60 seconds (%L 60
3. Did the PBA inform you that he/she needs mare time i e Wely Zd g e aiall y Hyuad PBA Jidldel a3
and apologize for the same? $ el

3 Yes B a3
0 | No O 310

If ‘no’, specify any additional comments here: L Z,.iw Sidylas g daa < "NE" 1Y
NA Not Applicable {N/A] g Rk uh.n!.a

=g

6.2 PBA Attributes PBA ) e 6.2
1. (Se:lcehc;fy;se;ra:toﬁ:j;ej on whether the PBA fulfilled el 530 e € an PBA J1 A a3 " e i) 1
1) Active listening skills: by bl plaiuyl Gl e 1
0 No. the PBA did not have this attribute at all O S e PBA JI 21 Jady ol 38 o
1 Yes, the PBA had this attribute to some extent O Le 2> JIPBA JI 415 Jud 01, pal 1
2 | Yes, the PBA had this attribute 8 PBA J 83 Jad Sl pa 5
3 | Yes, the PBA had this attribute a great deal O s PBA JI 2l Jad skl ian
2) Effective questioning skills; Tkl il gadeat Sl g 2
0 | No, the PBA did not_have this attribute at all O kY e PBA J A Jady al S 0
1 Yes,_the PBA had this attribute to some extent E Loaa JPBA Jb 2D Jad adl L 1
2 | Yes, the PBA had this attribute | PBA Jb 2l Job til ans 2
3 Yes, the PBA had this attribute a great deal D LLSPBA b S0 ek G&! aad 3
3) Confident: .3
0 No,_the PEA did not have this attribute at all D LBbY) e PBA J) I Jedy ol 38 0
1 Yes_the PBA had this attribute to some extent a Lada JIPBA 1 2l Jad i oo 1
2 Yes, the PBA had this attribute D PBA J1 1 Jab d&] ani
3 Yes, the PBA had this attribute a great deal D LLGPA J1 &0 Jad 3k i 3
4) Professional: i yina 4
0 | No. the P8A did not have this attribute at all W Py e PBA JI 3 Jady ol S 0
1 | Yes, the PBA had this attribute to some extent & Lesa JAPBA J) Al Jad Sl e 1
2 | Yes the PBA had this attribute | PBA Jt M3 Jad 42! e 2
3 Yes, the PBA had this attribute a great deal [:] Lelas PBA_Jb 213 Jad 2l Lan 3
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| E.

Soft Skills & Telephony Skills

ALl SV Gl gy Apain ]l O gall 7 |

S) Friendly: 3393 .5
0 | No,the PBA did not have this attribute at all B DY e PBA J 23 Jady al L3E 0
1 Yes, the PRA had this attribute to some extent D o JPBA N LD Al A e } 1
2 | Yes the PBA had this attribute | PBA 1 ol Jad 2kl x| 2
3 E Y25 the PRA had this attribute a great deal D | Lol PBA ) U Jad Ak oan 3
6) Used simple language & phrases: A laay SlaS Jadial 6
0 | No. the PBA did not do this at all . DY e PBA D & daky 38 | 0
1 Yes, the PBA did this to somne extent E W oda JIPBA 1D Jad Akl s \ 1
2 | Yes the PBA did this O PBA JI &3 gub i v | 2
3 | Yes, the PBA did this a lot O Licpea Jaligdaigel 3
7) Overall, maintained a positive, friendly & .y cde b el ale ISR b elal Iy

enthusiastic attitude: gty 59 P 51 a8 Sy ila) #l] 0 Btlay 7
0 | No, the PBA did not do this at all K SV L PBA U 2l Judy ol S 0
1 Yes, the PBA did this to some extent O L o2a JIPBA 2l Jed 2l (ael 1
2 | Yes, the PBA did this O PBA ) &l Jad 1 (e 2
3 Yes, the PRA did this a lot O Ll PBA 1 el Jad 2l cant ! 3 !
8) Used positive language: dgilayl Adl Jeadey .8
0 | No, the PBA did not do this at all K DY e PBA J) L Jay o S 0
1 | Yes, the PBA did this to some extent ([l Loaa GIPBA U 3 Jab 3l 4ami 1
2 | Yes. the PBA did this 0 PBA Ui Ui Jad Sl (ani 2
3 Yes, the PBA did this a lot D Ll PBA (JF 413 Jad ai (pal 3
9) Overall, Was ‘Customer Friendly': g3 A bagay oS e JSb 9
0 No, the PBA did not do this at all D M) e PBA ) 2l Jady o 3K 0
1 Yes, the PBA did this to some extent g da MPBA JH D Jad Gl caad 1
2 | Yes, the PBA did this I PBA J) I3 Jab 2l (au 2
3 | Yes, the PBA did this a lot O Lkl PBA J) 43 Jab 2l an 3

[ -] —

1. Qverall rate the PBA 8! . - gl P E— ‘ 7

on: S 3| & 3 4 |.E |~E asy W3 PBA s n S5 1
A) Greeting: g “ & o C b o A

INT: Circle a number > bt g e 5l wd) rlal

from 1-5 for each 1 21 3/4|5|5]4(3]2;1 Lol Lidy Ak JS1 S 1] e

attribute, as relevant D D D &- D D D D D D
B) Extent of Customer 1 213145154321 | Asylyopiataday) (g

Focus & Friendliness: D D g EI I:I D I:I D D D
C) Soft Skills & 1 2 (3|4a|s|s]a|3[2]1 S ey Abaall S gl (2




+ +

F. Ansu.:er Fhis segment if: . 1 ¥ G2l D8 e e all i e LY A1) -
A)Application for a new product/service: | fica dead aia il -1
b) General enquiry relating to a specific product, | e e gl Aead gl ey Blada ple jladial -2
service and/or facility: Sl e Al e -3
¢) Other purpose of call ;
[
7.1 Information provided, Product Knowledge & [ SN . . .
A ‘ Ly 19 zoiad) of Ad_aal) cAadiall ia slaal) 7.
Cross Selling | A g 1y g e ‘ 71
1. PBA provided .sufﬁcient detai‘l to the custprtne? with a 6wy £ e S Sl PBAY) el il 1
clfear.explanatlon of Fhe requnrements/. ehgtb_mty Ao il I m N sl / el / il
criteria/ documentation needed for this particular = foaias
product/service. T
0 | No, the PBA did not do this at all a BV o ANPBA I Jady i35 | 0
1 Yes, the PBA did this to some extent E Le da J1 4l PBA JI Jad ol (ams
2 Yes, the PBA did this D ApgA | Jad ahl el 2
3 |Yes, the PBA did this a great deal O wS JSB UIPBA O e sl el | 3
2. PBA provided a clear and thorough explanation of the Oy il el e iy medly m uSPBA Jmiadl 2
steps that shall follow in terms of: o e D
1) Process: : Aglaall 2 (1
0 | No, the PBA did not do this at all K] BT e AUPBA JI Jady ol 38 0
1 Yes, the PBA did this to some extent I:l Lo s I llh pRA 1 Jad 4l cums 1
2 | Yes, the PBA did this O GSPBA I Jab il cpas 2
3 |Yes, the PBA did this a great deal a oS JL GUPBA 1 Jad il i | 3
2) Time taken: I ATl Géﬁ (2
0 No, the PBA did not do this at ali E b e ADPBA JI ey a1 W3S 0
1 Yes, the PBA did this to some extent O Laaa 0l PBA 1 Jad 3] (e 1
2 Yes, the PBA did this O AUPBA )1 Jad 3kl (pe} 2
3 Yes, the PBA did this a great deal D oSO8 JUIPRA (N Jad A s 3
3) Requirements (such as documentation): 2 (e e Slalkala (3
0 | No. the PBA did not do this at all & BT e dAUPBA Ji ady ol <3S 0
1 Yes, the PBA did this to some extent O Lo ) S PBA ) Jad Sl s 1
2 Yes, the PBA did this O dAPBA 1 Jad Sl cpai
3 Yes, the PBA did this a great deal D oS JSE UMDBPRA I Sad S e 3
3. EQZPBA was able to clarify any questions the customer o ke 2 Y] gl g e LUPBA S & 3
0 | No, the PBA was unable to do this | 3 aIPBA J) piieag ol 3S | 0
1 | Yes. the PBA was somewhat able to do this R Laaa 23 b PRA £ Uit Sl cpns
2 | ves, the PBA was able to do this | L3 JaPBA J plsiudsil (i | 2
3 Yes, the PBA was very able to do this |:| S J8 I SadpBA ) plhid Al cpai 3
Not applicable - e a) ki Al Ba gii s gadl) eal Y
N/A | (Interviewers: Choose this gption only if no g —— L < A ) J';_;”\‘: T
guestions were RQSEdE ot | =y
4. The PBA was able to explain the points of e . .
differentiation and comparative advantage of the friall Juaify 3l A idall £ 2% JIPBA gl 26l g
product/service (Versus offerings of local cgmpeting Aadiadl Ulad) 3 il gl ) eyl i) Aaaill
banks):
0 No, the PBA was unable to do this ! &l JadpBA Jt pdiay al (S 0

!



+
Yes, the PBA was somewhat able to do this E oo, J1 3 JAIPBA JY Bl SBD ent 1
2 | Yes, the PBA was able to do this O 23 JdPBA U} _£iiuhadl (ans
3 | Yes, the PBA was very able to do this O 25 S & SaiPBA () pliaiet i aal 3
Not applicabie e O M i LA a o gAaidl) el Y
N/A | {Interviewers: Cnoose this ogticn only if asking _D__ — ' M(.‘._‘_# 4.:;..”_. LT
i about a sgeci‘lc product/senice — ! =
J 5. Piease rate the PBA on each of these attributes: Piadl el e daw SiG,PEA Jad. e S
1) Effort to fulfill the purpose for which the call — TR "ot
ol pi9 e i A (el Mt JO (1
was made: = = =
0 No, the PBA did not make this effort/possess this 0 rF Al 330 Ay ¥ Mot 13 PBA J) aky ad 135 0
attribute at all Joday
1 ::S;;::ePBA n:.ade this effort/possessed this attribute E L da Gl oia ol o / gadd BPBA ) plS i 1
2 :te:}i:\:tepm made this effort/possessed this O Aol 030 Dy g6 [ 3l 1IEPBA J R i | 2
3 Yes. the PBA made this effort/possessed this 0 Sk danal) 2b G4y gb [ 3gali 1IBPBA J) pld 3B cand 3
attribute a great deal
2) Extent of rvi wledge: tdaidl) / iialy 4b wall g2 (2
0 No, the PBA did not make this effort/possess this g o Aadt 03 Ay Y/ apall Vigs PBA 1 ply ol (38 0
attribute at all kY
Yes, the PBA made this effort/possessed this attribute . e "o P
Lo da, J) Lol a3a S5y i RV
1 to some extent D L 0 iy g [yl 30PBA 4 anl 1
3 :fts',i;:w:tEBA made this effort/possessed this ] Aandl] 030 g ob / 33l 1BPBA ) pl 2 s 2
Yes, the PBA made this effort/passessed this gl dacdll 2ia dllay gb f 3alt IEPBA 1 a8 dil s
3 . M| 3
attribute a great deal &

3) Cross-Selling effort/attempt made: oY Al Jab o & gdaall & glaall ot Jplaadl 24l (3
0 Ng, the PBA did not make this effort/possess this m A Aanall 030 0y Y/ 3gadl 1igs PBA J) sy ad <3S 0
attribute at all S
1 Yes, tl:: PB::er:ide this effort/possessed this attribute D L an ) Fedl 34 iy gh / gl 3PBA I p 5 eped 1

. made this effort/possessed this i 1 Sk ; P
2 :es .th:tPBA made this eff this | Randll o3A hiay b / 22l INPBA L) plh 2kl «pad 5
Yes, the PBEA made this effort/possessed this JES Al 53 2y gb f agad) LgPBA ) Al AR caas
3 , O 3
attribute a great deal s
Not Applicabie § i Lot e e e ase e a  Ga) Aan y
N/A | (Interviewers: tick this option only if cross selling was | [] ""‘;'. - _‘.'A "“ T :J;;”‘;Pl _);. .,_: ..z
not possible due to the nature of your inguiry) - S g PGS o Cross SEllinE w oo w2 | 2iod
4) Provision of adequate explanation in response ia 4 ; . ae
. daall 4dioi 13 ) od1 ]
to questions posed 2 (e 13y P pedl a4
0 Ng, the PBA did not make this effort/possess this ] e Al 030 S5 Y [ 3490 Mg PBA ) ply &l (3S 0
attribute at all by
Yes, the PBA made this effort/possessed this attribute o N et s T
1 to some extent B | wsay i Sl ga foagall BGPBA D pai 1
} Yes, the PBEA made this effort/possessed this Tl ola & " | 0 i) caas
2 attribute u oda dlay gb f apad) \APBA JI ol pas 2
Yes, the PBA this eff: sessed thi IS0 Adaal) p3a iy 94 / 3gadt WigPBA Ji Al ab cual
3 . O 3
attribute a great deal 28
Not Applicabie Con L hli el i e At e el ey A
N/A 1 {Interviewers: tick this option only if no further OB === = Tu_z‘ *:_l":"“ }_s!ud _,S‘- Lt
guestions were posed) - <~ I —]
| 7
\ + +




+ +
E_Z. Overall, rate the PBA - -
; on: 8: ) & bl g E E-
— a. < by Q A : -
| 4) Product knowledge & gl &g 2 i:F 53 I‘E I'E
information/assistanc =] - )

e provided:

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

RN ,ﬁ‘)ﬂ e ;)U 1_'6} i

il Uy . A JC 5 1] e

Cross Selling:

B}

|D|N |E1|N
O I8 | very

3
g

3
g

(mEN=S

5
|

5 !
]

‘Cross Selling (=

O (0=
|Dh—* IDlH Lei 2 AR

lDIw |D|uu
IDIM “j IN

(Interviewers: Please skip Part B/Cross Selling, if not applicable

. Exampl

e Interviewer posed very basic query about opening a

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

Zaa Y a2l S g g ke el g in et e = ey Sl o Ne Reids UL Crogs Selling/a asdl - el Y e

LEa
HAB-']

{Cross Selling - w Al e

G. Answer this segment if the ‘Purpose of Call’ was to CAS Tualy (e i Al 1M £ el LA e eual F
express customer Complaints/Grievances: bl Slalias Js 98 APEP LY
8.1 Complaints & Grievances Glallill g o glEL 51
1. PBA demonstrated active listening skills when the Ky b S e Japdill LAY D e PBA 1 seBl 1
custormer was relaying his/her complaint: Vel S
3 | ves O ani | 3
01 no O 3% |0
If 'ng’, specify any additional comments here: LA bl CAdded gh 3as MTUST 1Y)
2. PBA made a concerted effart to understand the . sy a .
complaint/grievance: B 5 83 ol SIS 342y PBA J 22
3| Yes O o | 3
0! No M| 3% 0
If ‘no’, specify any additional comments here: LA LG il o) aaa HUSY 1Y
3 Igstggi:learly explained each of the following to the gl JO e K s pmp PBA S s 3
- AN A3 AN deldal HE ¢ aad Cpalad b aal) sdialy
INT: <Select either yes or no for each of the focus areas> S B Ga JEIAS P gad il i) (::h
1) Complaint Resolution Process: $ 3800 Aadaafs Ades (1
3 | Yes O i | 3
0| No W % |0
if 'no’, specify any additional comments here: S8 A8ldl Cliyda gl das DS 1Y
2) Time taken for resolution S g5l dallaa / Jal (§ el S (2
3| Yes O o | 3
01 No O x| 0
If ‘no’, specify any additional comments here: T R T TO
4. The PBA possessed adequate knowledge of the . o . . e
complaint resolution process: 15 S Al s Adaal 4 el Ml PBA ) S 4
0 1 No, the PBA did not possess any knowledge D i as SIPBA J'éhgyY 38| O
1 | Yes, the PBA possessed a little knowledge D AP APBA [ ollia aai |1
2 | Yes, the PBA possessed knowledge ] i as PBA J Al i [ 2
3 | Yes, the PBA possessed a great deal of knowledge O Aaal e 8 NIPBA ) Al sed |3
5. Please rate the PBA on each of these attributes, on a scale S 1 e e e G Sl Gy PRA Dl sl 5

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

Gy £000 chiall (e Ao JE 5-1 a @D g 5505 pe) s2aly
(it

+




1) Overall customer
experience for
complaint resolution:

-

O~

O «

O«

3
O

2
O

ia..!l.-.._’_!-_l‘a,.ll 3;4:'..(1
& andl _;_,\5.:

-

2] Extent of PBA
knowledge an
resclution process:

0=

O~

O w

O w
HES

w

a

a

s PBA J) & jas 52 (2
Aol gl

-

3) Effort made to provide
full & additional
information:

]+~

Ow
O

HES

O

NS

O

Jatal 2l (3
ALy Al e plea

-

‘ ey

H. Call Closing:

ANl Sl plgdl L4

CJPBA asked if he/she could offer further assistance
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E)The PBA attempted to acquire follow-up
information from the customer:
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c Appraisal of interactive voice response {IVR)
D Greeting
E Soft skills & Telephony skills




F Other questions
G Questions related to complaints/ Grievances
H Call closing
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