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PROJECT: Money
SHOPPER CODE DATA ENTRY EDITING
Name Number Name Number | Name 4 0 5 9 2
59 I
T A p¥ i D pima i | aatal Gy
N Y Jegl Y 4| ant!
| ] !
A Details of Call } JlaTilfAaiEall Jaalds -1
| Bank Dhafar | i Sl
Bank Muscat O i 2l
i Lol e ot i
1. Name of Bank to which National Bank of Oman E i A Y ‘;Lﬁt Sadl a1
call was made: HSBC-OIB | HSBC-0IB g ety
Bank Sohar O FESSREAY
Other Bank Specify;_ I (TN R T
2. Call Centre Number %OC ’1 :f oq :{ POVl K ey (2
Date | Month Year L) A [ el
3.  Date of Call : ST ]
2|4 o lqQt2]o]a]3]z2]ol1]3 I [ e 3
Hours Minutes Al Sl
4. Start Time to Call - o & el ey 2By 4
Vol 2 Jo | |
5. Total Duration Call Hours Minutes dalt Sl ‘ad¥! Ly § gara 5
INT: FROM POINT OF ANSWER BY O AlaVl ddiad o) sl
PHONE BANKING AGENT Y A
{PBA), UPTO COMPLETION G| o« 0 5 - sd ‘-L:‘ dﬂ:
OF PHONECALL) ( Fle
06:00-09 am O rleall 4 09:00 -06:00
09:01-12 am O rlmall 4 12:00 —09:01 e
. lot Duri hich : .-,...A;‘é.‘.h‘;a_,ﬂo_)a B
6. T"I'I‘e Slot ‘C’I””g which | 17.01n00n-03pm K sl i 03:00 ~12:01 eyt 4
call was made: b O BT L
BINT: SELECT THE 3:01-6pm D St eluall 8 06:00 — 03:01 u»fﬂ:?’ ’f‘“m :
RELEVANT TIME-SLOT, 060 O — : s ';-“l- e
ACCEPT SINGLE ANSWER, | 00-01-9pm *o! £ 09:00 - 06:01 T Gaaty
09:01-1am O |34 —aiic 2 01:00 - 09:01 o
1:01-5:59am O | szl is:59-01:01
B. Purpose of Call Jual¥t b o
General Enquiry Query Code | {Jlad 5o .
. . roduct Name: — (gl al) || .
regarding a specific e, m::ff T, R P O S R |
p ; INT: {Insert | O Jadl) 1dal |—0 : C
roduct / Service Lo from list) e (5)3amn Aaasfxtia
- HAKT TS
2. Application fora Query Code { .
. —— ] \ 1
New Product / Product Name: T, ) o Jymall e 22
. _ INT: (Insert | O Ja) 188l | - N
Service from list) (Aadn (3) s Aesi/plia
3. Comp|aint5 / Complaint c(:ld;r(leERT FROM :(iﬂ’jﬂ o IJ.;JI) L‘JS:‘-“ ey
Grievances ) P ATY LS
4 Other Please Specify Details: S(paliT 233 53 ) b 1




+

C. Appraisal of Interactive Voice Response (IVR) {IVR) Ao Ul &35 geall i) Al ands o
system:
4.1Appraisal of IVR system: f Al ) A5 geall Al gl pdtq, 1
1. How would you rate the IVR system in terms of Aaal e Agle Ul A0 el Al Gl od ) WSy a9
Ease of navigation & user-friendliness? alaa Tty g il Ay
o | No. the VR was not at all easy to use | o (DY e 0 Ul A peall Al S MJS 0
l-l.'lLu.aY'n
1 i .'S'.!ﬂ..':a.,‘1"""-'|'-’ sy aat aS aas
1 | Yes, the VR was quite/reasonahbly easy to use D b’ gl e A e S = = 1
Pl.}hﬂ"ﬂ _H.u I
1
2 Yes, the iVR was easy to use D VALY ot Al i) A5 gl ATy i G 2
3 YES, the IVR was Vg!! ga;! to use E’ Pl 3 (_ri i_’* df" i;l!cu_—m 1_}:).““ i__ak_\:..-y‘ _;‘..i’ni ﬁ AR 3
2. How would you rate the IVR system in terms of Baal S e W 40 el Al Gl il YK S 2
clarity of instructions? . Ziadadll - guia g

0 | No, the instructions were not clear at all O DY e Aty Shaddl 585 o S| 0
1 | Yes, the instructions were quite/reasonably clear O dadaly Jaie JO /L da N Sladatl 208 aas |
2 | Yes, the instructions were clear E Aadl g SOl Zladatll caai |2
3 | Yes, the instructions were very clear O ag davdsl g i8S Zladedll caad [ 3
D. Greeting VTN |
5.1 Greeting & Purpose of call Jua™ S o ally a5 51
1. Once you selected option ‘9" on the IVR, Yo 5€ o Uiyl lai L6509 Jda¥h o jlaal ol 1

{“To speak to a call centre agent, press (Mention S e cids pa aa QSN ¢ e I A gl

9”), how long did it take for you to speak Vol gl saa) | el S g e aS 679 el / ZYLaTY

to a PBA? seconds or (3;15:_1\ 'PBA aa Jazaill
INT: Specify duration in the space provided minutes) (Flomalt Aaboiall A Cd 22 slialy

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

33 gl Jladat o) Zad a4 kb lgeddt VA R glp) dialy
H P RCT W DYERR N Wy

2. Were you called hack by a PBA? TPBA I8 etk MaiWlidel a2
3| Yes [ o | 3
0 | nNo M| % | 0
if ‘ne’, specify any additional comments here: *Note to S omabl ARaat Ua Aol Clides 51 a2a < "HS" 1
interviewers: This is not a mandatory field. Please fill in bLay) SlEasiall 3 pla L 3 el VA Ada! Jia
any additional observations, if relevant. Otherwise, leave J8 e addal 1aa AE 0 Lyt Y1y Alall b
blank. This applies to this option for all future questions. LIS Sl adladadl S all
3 | NA = Y| 3
3. On picking up your call, did the PBA wish you, ‘Good ey pall st Sl AGPBA S48 s ddeladt Blas ) a3
morning/ afternoon/ evening’? 0 il elisa fua
3 | Yes O i | 3
0 | no 4| % | 0
i ‘no’, specify any additjonal comments here: A ) CAies (¢) aaa ST 13
L he (A4 ’no{u;?\ : <
4. Did the PBA greet you in the same language you Llaia¥t gl 415 it AW G el PBA BVt ey 4
selected thraugh the IVR system? Fagle Wil 455 paall
3 | Yes O e |3
0 X AE
T e P T TO'
:J'W he # T FpaTons |
~rt

2
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D. Greeting

a0 &

5.1 Greeting & Purpose of call

JLal (g all g cua 511 5]

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

(P Bl s s B PBA Jlam 5 4F S

courteousness:
0 No, the PBA was not at all courteous = DY e B8 PEA % Al s 0
1 Yes, the PBA was quite/reasonably courteous D Jads S0 fla a2 R PRA S e 1
2 | Yes, the PBA was courteous | SEPBA DS | 2
3 Yes, the PBA was very courtegus D i 5 PBA JV 0\ wans | 3
6. Rate the PBA’s greeting on his/her clarity & pace of (5 5 Aa3S 7 poins) iy PBA a5 a3 6
speech;
0 Mo, the PBA did not speak clearly & steadily E JISe ]y g g2 PBA J plS; ol 28 0
1 | Yes. the PBA spoke quite clearly & steadily O Gy g g g JE0 [ L 2 JIPBA ) S0 1
2 Yes, the PBA spoke clearly & steadily D JIEE) g £ s pPBA I Al 2
3 Yes, the PBA spoke very clearly & steadily D JIEe ]y bia el g JLAPRA | pS el 3
7. Did the PBA introduce himself/herself by name? TanL (ki e BPA Jlile Ca 7
3 | Yes O a3
No &K 3% |0

If ‘no’, fﬁdfy anv{a‘iidjgonavl\con}mgnts eorau‘ H.«.
14 o VAl (-

:

sha dosl) clighad ol aaa IS 1Y

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

%

sl o pe o Sludial Gy 2wz e BPA J1pd a8

call?
3| Yes | 3
0 No 2w | O

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

b bl SAides g1 sa ST 13

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?

ey 5 gl Ryl S Jla T Jged) 1 o asa) sl

N ey e ol el ol e pA Ml a9

3| Yes O as | 3
0 No ut(’, dUJ F\O" d_a'k/ E x| 0
NA | Not Applicable (N/A _|:|_ uhi ¥ uu!..

10. Did the PBA proceed to listen to (or probe for) the
customer’s query/grievance/complaint?

foll fUYed Y (e sV ) gLy PBA U1 Al 4 10
font s i

No, the PEA did not do this at all

B e PBA 1 A1 Jady &l NS 0

Yes, the PBA did this to some extent

Le a2 PBA 1 SU3 Jad Akl cans 1

Yes, the PBA did this

PBA J ¢l Jad 00 Luas 2

w N RO

Yes, the PBA did this a lot

Ll PBA () <li3 Jed 88 pu 3

E. Soft Skills & Telephony Skills

—|0/ 0RO

Al Lo O Jlga g Apnad Bl S ) 7

6.1 Hold Procedure

VBN Gilelal 6.1

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

OS) Gps OAB ei AE Sl o ke et pRA Jellu a1
iV s b ey Jd U0 plaadl Zha el e Dhiaa S8

on hold?
3| Yes O | 3
0 | No | 2 | 0
3
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E. Soft Skills & Telephony Skills

fiilgll QYL S s 9 Aadndd) & fgall 7

If ‘no’, specify any additional comments here:

U ALl ciliglad o) s TS 1

NA | Not Applicable (N/A & 2k i
. 2. Did the PBA speak with anybady else prior to placing P Alla 9 laiy LA AT jadloae PBA VWS 2
! you on hold? ‘]

0 , Yes O LY
EELL — % 3
E { If ‘no’. specify any additiona) comments here: t0A Al Slided g ada LM N
I S

NA Not Applicable {N/A) E K% . 3

iy

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

F

O 28| JBIGPBA J1 S 5 Ja b kil Jlgeadl 130 6 i ga) 1aly

for over 60 seconds (19_,1_-, 60
3. Did the PBA inform you that he/she needs more time A e el yZd g e wall b Fu gt ppA Jl st Ja 3
and apologize for the same? £ Y
3 | ves O a3
0 | nNo O 3 |0
If 'no’, specify any additional comments here: 1A A 8lah Sl g1 daa ST 1Y
NA | Not Applicable (N/A =R Y 3
—— I' I- i

6.2 PBA Attributes

PBA ) e 6.2

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

randl 838 e JS aa PBA J1 bkl Ja g "S" g taat® a1 1

1) Active listening skills: Bl sl Sl g .1
0 | No, the PBA did not have this attribute at all 4 EY) e PBA J) 23 Jaks ol S 0
1 Yes, the PEA had_this attribute to some extent D Lo aa JPBA J) b Jad Skl 1
2 Yes, the PBA had this attribute D PBA 1 U3 Jad 3 (aal 2
3 Yes, the PBA had this attribute a great deal O Ll PBA 1 &l Jad 3kl ni 3
2) Effective questioning skills: Jadl) o gaiead) i Apra .2
0 | No.the PBA did not_have this attribute at all K DY) e pEA J) Al iy ot 38 0
1 Yes,the PBA had this attribute to some extent D L2 JPBA JI A Jad JA and 1
2 | Yes the PBA had this attribute O PBA Jb 283 Jad sl cpes 2
3 | Yes_the PBA had this attribute a great deal H LLGPBA_J} elid Jad 4kl cpel 3
3} Confident 1y .3
0 No, the PBA did not have this attribute at all g oY1 e PRA J1 il iy ol L3S 0
1 Yes, the PEA had this attribute to some extent D Lo sa JAIPBA J 2l Jad 3kl yoa 1
2 Yes, the PBA had this attribute D PBA Ji <l fad 2kl . aad 2
3 | Yes, the PBA had this attribute a great deal ;! LLCPBA ) <ld Jad ail 2 aac 3
4) Professignal: i sias .4
0 Ng, the PBA did not have this attribute at ail E Y e PBA Y Sl Jady Al L3S 0
1 Yes, the PEA had this attribute to some extent D Lo da MPBA ) ol Jad 3l pa 1
2 | Yes, the PBA had this attribute O PBA J 23 Jab 2l wani 2
3 Yes, the PEA had this attribute a great deal D Ll PBA ) U Jad 3R LS 3
q
+
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i E,

Soft Skills & Telephony Skills

ATl CYLalY) S ey dpaddll Sl 2 |

Telephony 5kills

5) Friendly: 35295
) Mo, the PEA did not have this attribute at all m DR e PBA Jb 2 Jaiy L3S 0
1 Yes, the PBA had this attribute to some extent D Lo JPBA ) D Jad Gk el i
2 | Yes the PBA had this attribute O PBA 2} jad 3kl .am. 2
3 | Yes the P8A had this attribute a great deal 0 Wl PBA 1M i 3
6) Used simple language & phrases: ! e laay Sl Cadul 6
0 | No, the PBA did not do this at all | BBV e PBA J & Jaks o0 38 0
1 Yes, the PBA did this to some extent D e a PBA b Jad ol el 1
2 Yes, the PBA did this D PBA J) U3 Jad ol ani
3 | Yes, the PBA did this a lot [:| L PBA () 13 Jad ok a0 3
7 %‘ﬁ gm ;;;?;;W Lmian g 535 800 sl ale SR ) plal e Bday 7
0 | No, the PBA did not do this at alt Rk BT e PBA Jb 4l Jaiy o1 DS 0
1 | Yes, the PBA did this to some extent H L s J2IPBA () i Jud oK cpa 1
2 | Yes, the PBA did this ] PBA ) &85 Jad 2kl pni
3 | Yes, the PBA did this a lot 0 a3 PBA ) 5 Jad 2R am 1 3
8) Used positive language: Aula)) 4il Jeiy .8
0 | No, the PBA did not do this at all ) Y e PBA 0V Jaiy L3S [ O
1 Yes, the PBA did this to some extent D Lo a3 IPBA Jb D Jad AR (o 1
2 Yes, the PBA did this D PBA J) B3 Jad all ans 2
3 | Yes, the PBA did this a lot O Ll PBA () 23 Jad okl 1 as 3
9) Overall, Was ‘Customer Friendly": 1ol pe agay SIS Lale SS9
0 No, the PBA did not do this at all E DY Ao PBA JV 4D Jady ol 8 0
1 Yes, the PBA did this to some extent D bas JIPBA Yl Jad Al 1aas 1
2 | Yes, the PBA did this M| PBA J &35 Jad 3l (an 2
3 | Yes, the PBA did this a lot 0 Ll PBA ) 23 Jad 2kl sans 3
1. Qverall, rate the PBA E‘ - & | s EJ F E— ] v
on: o §| g g‘ (L] t{ |$ l‘f‘ I«E s ad PBA ' ad e HS._ 1
A} Greet_ing: EI & v §| ) o = >_-." g" ‘
INT: Circle a nurmber inslia) ,a).! L_,.k:- 3 1 s} rualy
from 1-5 for each 1 2 3 4 5 5 4 3 2 1 il By Ada JS 5 1] e
attribute, 35 relevant E D D D D D EI D D D
B) Extent of Customer _l- E E —5— E E Z -_3__ z Z s gl y o ol alada ) Soa [
Focus & Friendliness: g D D D D D D D D D
C) Soft Skills & _i— E E—TT E Z E E _;_ Sl ey et Dl fgall (2
O gKooooaooao

g lesll
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F. Answer this segment if: Y oAt S - sl 12a e AlaY A .o

| A)Application for a new product/service: Sia deta g miiaidh -1
X . . . = &

b) Gfaneral enqulr\.v relatmg to a specific product, pna Jued g Aada e Blake gz jsiinl -2

service and/or facility: LS e 3 gm e -3

c) Other purpase of call

! 7.1 information provided, Product Knowledge & Pog - - s < .

! . ! . oY) 192 : Tl glaal

! Cross Selling . Y] & d_’&n.u.“(_ﬁ-&.!}a.“ hadhall Dl plaall 7.1

i 1. PBA provided sufficient detai to the customer, witha | i o mainly 5% am e 3 AAIS e s PBALT el 1

i clear explanation of the ragquirements/ eligibtlity 2 S TR T e - S

S il 1agd d A Sl aieaal) /A 1/ ealalal

criteria/ documentation needed for this particular I Vil g a3 [ 33 ladt/ ; ‘
product/service. n‘ S

0 | No, the PBA did not do this at all O Y e HEPBA 1 Jad al 38 0

1 | Yes, the PBA did this to some extent B3 Loaa 0l PBA () Jad B cuas |

2 | Yes, the PBA did this O AUPBA U Jad il ani 9

3 | Yes, the PBA did this a great deal O S JS2 SIPBA I b skl pei | 3

2. PBA provided a clear and thorough explanation of the O A Siipaddl e Jaldy manly 7 JIPBA Bl 2
steps that shall follow in terms of. s e aii

1) Process: : dglall e {1

0 No, the PBA did not do this at all D SR e ANPBA I Jeiy al (S 0

1 | Yes, the PBA did this to some extent = Leaa  olli PBA ) Jad sk coas | 1

2 | Yes, the PBA did this O SUPBA 1 Jad 8! pa 2

3 | Yes, the PBA did this a great deal | w8 088 IPBA JIJad dil e | 3

2) Time taken: Al C ) (2

0 No, the PBA did not do this at all E SR e JUIPBA JI Jady ol S 0

1 Yes, the PBA did this to some extent O L 2a A 3 PBA JI Jad 3kl wami 1

2 Yes, the PBA did this D JUNPBA ) Jad Sk aai 2

3 Yes, the PBA did this a great deal D S Lk GUPBA (J Jab A (el 3

3) Requirements (such as documentation): s {1 aSuall J.‘ul bl (3

0 | No, the PBA did not do this at all X JOBY! e LEPBA J Judy pl (DS 0

1 Yes, the PBA did this to some extent D Lo i N J pPA ) Jad 2R 1

2 Yes, the PBA did this 0 SLPRA J Jad AR pal 2

3 Yes the PBA did this a great deal D S JS ALPRA ) Jad AR el 3

3. The PBA was able to clarify an estions the customer - .t . j R
had: fy any qu o gl ALY e g g e alipRA S Al 3

0 | No, the PBA was unable to do this R 13 JeSPBA I aliloas ol (S 0

1 Yes, the PBA was somewhat able to do this E Lo an 0 olls Jed PRAJN piliict Al Laas 1

2 | Yes, the PBA was able to do this O A% JpipEA )i pUienl B (pas

3 | Yes, the PBA was very able to do this O S S 20 JPBA ) pltied el | 3

Not applicable -l Bladh Ll iy - datdly tan Y .

N/A | {Interviewers: Chogse this gption only if no D < I P8 s G aped) o 3 L

i — Al |
guesttgns were Eosed!

4. The PBA was able to explain the points of N L . .
differentiation and comparative advantage of the il Jaily Gl A Dliall 7 5 HIPBA Jl plaiul 23 4
product/service [Versus offerings of local competing el Aladll ol it ais S iy elt i) Aeadd
banks):

0 | No. the PBA was unable to do this = 23 JaipBA J gl ol 36 |

6
+ +
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1 | Yes, the PBA was somewhat able to do this | L da ol JaBPBA JY plaind dBS Lan 1
2 | Yes, the PBA was able to do this O A1 JaBPBA J) fielaid cani 2
3 |Yes the PBA was very able to do this O 245 ISy 3 Ja3pBA ) ik SR (pnd 3
Not applicable e U bl A0 ia A e dean .

N/A | (Interviewers: Choose this option only if asking Q S = < "'(# o | el

: abcur a seecific Erodu”fsemce - - ——
S.  Please rate the PBA on 2ach of these attributes: a3l e dan SIGPBA Jlad a5

1) Effort to fulfill the purpose for which the call

e o A T el i (1

attribute a great deal

F

was made:
0 No. the PBA did not make this effort/possess this E A ) p3a Ea Y [ gt g PBA Y pla a0 L3S 0
attribute at all Yy
Yes, the PBA made this effort/possessed this attribute < T b e : et
La b Al oia 2 i b ald
1 to some extent D ol w4 Ly g [ 2nll NPBA & 1
. i i - . ¥ - - - .
5 ;es ‘thuengA made this effort/possessed this D Aol 030 Ay g £ 341 13gPBA O plh ] cani 5
3 Yes, the PBA made this effort/possessed this O SES Al 03h clliay gb [ agadi IPBA Jip Akl pel 3

2) Extent of product/service knowledge:

sLadi) / il 4 aald saa (2

No, the PBA did not make this effort/possess this

o et ola Al ¥/ agad) Mg PBA J) aly ol OIS

attribute a great deal

0 attribute at all Ly, 0
Yes, the PBA made this effort/possessed this attribute o - ; ; WoqE e
) dandl a3 Sy | 1 IR
! to some extent Lo a2y ga [ aeali 13PBA V5 s 1
3 :f:;i:’ft:BA made this effort/possessed this Tl oia ey /242t (i PBA ) o0 S o )
3 Yes. the PBA made this effort/possessed this WSy danall 230 lllay gb f 3gadi BEPBA J p il cans 3

3) Cross-Selling effort/attempt made:

2
ALY Al Jal e A gduall & daadl g J gduadl 3gall (3

No, the PBA did not make this effort/possess this

e ) 03a Mg ¥ f 32t 130 PBA J) ay al S

O |0/00R| (00RO

0 attribute at all el 0
Yes, the PBA made this effort/possessed this attribute . ey oo nodE

1 to som n | PRETS e! I IPNVY .J.Ea:l ) / .,.4,_-_d| 13¢PBA il ‘.'lj al sand 1
Yes, the PBA made this effort/possessed this - : . : - .

! At L | L& aik!

2| attribute o3 iy ob / agatt IPBA Jplh b i | 2
Yes, the PBA made this effo ed this Sl Aacall 23a lay ob [ 2gatl BPBA J)pld ab coat

3 . 3
attribut r a &

Not Applicable .

N - . . . R _,J-n.i! _q.ajll..-\‘_'.&‘q.\.c.n_a‘u,a _‘).A_l)_}mj v

: 0 LT

N/A | {Interviewers: tick this option enly if cross selling was (2 053 seling = el a o

not Eossible due to the nature of your inguig!

4) Provision of adequate explanation in response

da gkt AL e 135 1 gll 7 B agali (4

to questions posed

0 No, the PBA did not make this effort/possess this E o Aanad) 034 Hhay ¥/ 3t Sigs PBA J ally b (38 0

attribute at all iy

Yes, the PBA made this effort/possessed this attribute p . . s
1 to some extent | wa £! Lol o3a 2lfiay ga [ 3gall 13PBA I HlE Al cpud 1
5 :;ets .thuet:BA made this effort/possessed this I:I 1 aia lliay go / g2l gPBA ) p S pus 2
3 Yes, the PBA made this effort/possessed this O iy dacdll 02 lyy a f 2pat IEPBA J) pld 2k coai 3

attribute a great deal s

Not Applicable . C ey p
: - . . . ‘JA i ‘L‘.LJ‘ 1 1 j.:, . . - ™l Ay
N/A | {Interviewers; tick this option only if no further D e = *'ld“fn 5 ) ,"“j - \"' .. 2
guestions were posed) — e
7

+
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_ , he PBA . ’ : Dim | o C e
2. Qverall, rate the 5 o Z _ 1 ol ad PBA i ad sz €% 2
on: Sl 51 217l ellk b
1 S o | W E =
A) Productknowledge & e & S F I: \ . ’ Cw paadifSadics 8 aai
information/assistanc | & a |2 ) R PPRTIOR
| Y i = o
€ provided: : S
INT: Circle a number 1 2 3|141:5 | 514 ]3]|2 1 eiiall BN 2 3l :..4) hal
from 1-5 for each — e
rom oo ToF €4th) o] Ay . I
' attribute, as refevant Q @ _D.. _D_ g Q g. g g g S IR F_ LW
B) Cross Selling: 1 2 i 314515/ 4:312]1 .Cross Selling (=

(Interviewers: Please skip Part B/Cross Selling,

if not applicable. Example; Interviewer

o

ased very basic query about opening a

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

ua Sy tae a SR aly s oe s =T e e s g = e a4 UEe Sl Y 'Y W Cross Selling/— il - Rl cla i pia)

(Cross Selling = za U

G. Answer this segment if the ‘Purpose of Call’ was to CIS Sl e i AN 13 ¢ 5l I e cual
" express customer Complaints/Grievances: Coiba 3 lalls f $ sl Lals
8.1 Complaints & Grievances Clallil g 5 AN g1
1. PBA demonstrated active listening skills when the S ol S lerie b il pLELNY O Jlga PBA Y bl 1
customer was relaying his/her complaint: S i) S
3 | ves | ani | 3
0| No | a5 | 0
If ‘no’, specify any additional comments here: b 4Dl DART g1 Sda L TUSM 1Y
2. ss; ;T:i?wffg r;l::ac:;?d effort to understand the S/ 5 20 il S 32y PBA JI 5B 2
3 | Yes M| a3
0| No O %40
If 'no’, specify any additional comments here: s LALa) Slhuded 5l daa ST 1
3. The PBA clearly explained each of the following to the s S e 8 rpmy PBA Jpoi a3
INT; i;;::: :i:her yes or no for each of the focus areas> HA B T On S S et ol 52 ) (::
1) Complaint Resolution Process: 5 4820 Ladlayffa dles {1
3| Yes O i | 3
0| No | %0
tf 'no’, specify any additional comments here: <Lk Ll CARgad o) daa L US" 1D
2) Time taken for resolution 5 3l Aaltaa / Jad (§kduall ZA 4N (2
3 | Yes O | 3
0 | No O % | 0
if ‘ne’, specify any additional comments here: Tha Al Siluled o) dda ST 4
* omplanteeslatomprocess o o 580 Tl el G iy PBA S S 64
¢ | No, the PEA did not possess any knowledge O s sPBA Jdtuy.3S | 0
1 | Yes, the PBA possessed a little knowledge O Ui 4 aaPBA U1 e cani |1
7 | Yes, the PBA possessed knowledge D i as PBA J) ey cani | 2
3 | Yes, the PBA possessed a great deal of knowledge D a3 Al e s &’PBA ke s 3
S Please rate the PBA on each of these attributes, on a scale S 1 e Jhea e LA Sl G, pBA J ad ela; LD
of 1-5: (8 y A Chdeall e dda J81 51 Cpa aly J g 8000 pud) tdialy
INT: Circle a number from 1-5 for each attribute, as relevant (i)
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