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PROJECT: Money
SHOPPER CODE DATA ENTRY EDITING . ]
Name Numbe N Number ' N
3 % umbDer ame um r i ame 4 0 6 o 6
il ai Ly Syl o
a3 50 I S A A’
R | I | ‘ |
[A. Details of Call | Ja ALY Syl -1 |
Bank Dhofar | e L |
Bank Muscat D e 2 |
National k of Hlaall i ol AL
1. Name of Bank to which ational Bank of Oman O e 5 et
call was made: HSBC-OIB N HSBC-OIB 4 14y D
Bank Sohar O oo iy
| Other Bank Specify: (2aa) v al 2y
{
2. Call Centre Number (A, 9 m WYLV S ey 2
Date | Month Year FIA A | el
3. DateofCall ; iy 3
3lelelf J2iofr[3]2]ala]3]| | | ”d
Hours Minutes J§dall Sile L)
4, Start Time to Call 09, A IPR VIR . |
1|4 3_° | 1 ’
5. Total Duration Call Hours Minutes LT JEXPIIN] (Y Dy & para 5
INT: FROM POINT OF ANSWER BY G i) Rat ) tialy
PHONE BANKING AGENT — da L i
(PBA), UPTO COMPLETION o |« G 5 s d‘:‘ ‘J"":
OF PHONECALL) {Aalllall oy
06:00-09 am O gleall A 09:00 -06:00
09:01-12 am O zleal 4 12:00 —09:01 o
6. Time Slot During which Jen Ul ZBE 6
- 8 12:01noon-03pm | 3kl 3 03:00 ~12:01 e i
call was made: il 5t gd sdal
BINT:  SELECT THE 3:01-6pm O | su i i 06:00 - 03:01 s oD e
RELEVANT TIME-SLOT, > :
. -01. ' i NG00 — AR \ 3
ACCEPT SINGLE ANSWER, | 0001-9pm O slaall i 09:00 — 06:01 St .dLmi :_,wi.,m
09:01-1am ] 30 Gsiic 30 01:00 - 09:01 o
1:01-5:59am O | s gwat Li5:50 - 0101
B. Purpose of Call Juall i o
T
General Enquiry Query Code | (3! 5o .
. . roduct Name: |, . —— t(giadt ) | .
regarding a specific { s N e e a1
Prod Servi INT; (Insert | e J3) tdaly f e
roduct / Service from list) (i (5) aaa B/ ptie
T
2. Application for a Product Name: Query Code | (3= 5, RS a
New Product / u ) T gl ) e Jpanll e -2
Servi INT: (Insert G Jad) el | ——— TR
ervice fram Ust) (uita ()3 Laad/plle
3. Complaints / Complaint Coltlie{INSERT FROM (A Cpa JRT) 5 g8 Sy
Grievances sT) Sl / 85 -3
4. Other Please Specify Details: £ (Jpealidd 302 3La.) bk 4 1
1
+



+ +

C. Appraisal of Interactive Voice Response {IVR) (IVR) Ale Ul 435 guall Aladedy) ald apdl &
| system:
' 4.1Appraisal of IVR systern: Lo A peal) Alaliul i a4, 1
‘ 1. How would you rate the IVR system in terms of ab e el A5 peall Al QU W ol HiSe S
\ Ease of navigation & user-friendliness? Talaaio N1y B A e
| | No. the IVR was not at all easy to use o DY o Lo Tl 4 peall AT S g o S l
| Q B 0
! e'ﬁ.\h.u\ﬂ
. : ks (SR 2o 1 e W A el Aall A i
t 1 | Yes, the IVR was quite/reasonably easy to use 'O L SO )y
1 p'lm-u\l"' *‘
| 5 | Yes. the IVR was easy to use E YT ot e 1 25y AV o S onnt | 2
i 3 Yes, the IVR was very easy to use D f‘”‘ M “s i-‘? d""" ;ehu:!‘l i.:l:J—ﬂ.:‘ ‘«;}L}L\‘” ,\_ﬂ; QE oand 3
2. How waould you rate the IVR system in terms of ali e el A0 pall A0 Wl il ) 2liSay a8 2
clarity of instructions? ’-—71-;11-3]" Ty
0 | No, the instructions were not clear at all I:I S o daval y Sheaglalll 085 A5 S T O
1 | Yes, the instructions were quite/reasonably clear D dauast y §pike JE5 fLe 3 M Silaghlll Z5S Laad 1
2 | Yes, the instructions were clear O daualy 238 Sladadll an
3 | Yes, the instructions were very clear E baa daal g 2 Sl i | 3
D. Greeting s Al &
5.1 Greeting & Purpose of call Jea™N e i A g s 3N 51
1. Once you selected option ‘9’ on the IVR, |5 5€ovnda YaluP i 419" ey 8Ll ol 1
{"To speak to a call centre agent, press {Mention ) }-‘-)- _'._}.;,. o pSEETY ¢ ke il A8 ol
9”), how long did it take for you to speak FLNPER TN S IRCA JARCH P UL QYRS B RNENACH W0y |
to a PBA? seconds of (6 tPBA pe Juaill
INT: Specify duration in the space provided minutes) () Asbosall B 28 3l sa) 2aly
INT: Answer this question only if you selected the ‘Call back’ Baglaa” Jlatal & 1540 Jla q.l .'n_h SVt 130 e cta) rdal
option via the automated voice service (MY Dpall 4l e R
2. Were you called back by 3 PBA? PRA Jd el JaWiidel B a2
3| Yes O pui | 3
0 | Ne o 3|0
If ‘no’, specify any additional comments here: *Note to ol s optaldl Alia it cUN Aala) Slkiled o dia US" 1Y
interviewers: This is not a mandatory fleld. Please fill in adLayt SlBadadl daa ela s Lt 3 el Hia A Jha
any additional observations, if relevant. Otherwise, leave JS e bl A8 Ay o S Y1y ALl Sld
biank. This applies to this option for all future questions, AP Sllal Allalal S L
3 |NA < ki3
3. On picking up your call, did the PBA wish you, ‘Good A ey el plaa” Wl SEPBA ) 8 s Aeleddt slady gl 3
marning/ afterncon/ evening’? 7 pall closa famn
3 | Yes E pai | 3
0 No D % |0
If ‘no’, specify any additional comments here: la ALl Skl ) daa MHSM 1)
4. Did the PBA greet you in the same language you Ayl gl s Aal A udu PBA Jl i oay Ja 4
selected through the IVR system? fale Wl A5 el
3| Yes RJ |3
0 | No O 3 | O
If ‘'no’, specify any additional comments here: 10A A Slded ) ada SN Y
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D.

Greeting

il

)
el

5.1 Greeting & Purpose of call

Sl Cpa o idl g i ) 5.1

5, Rate the PBA’s greeting on his/her level of T . e . .
. ’hll\ ~ | | Y
courteousness: e AL s d W epBA oz S4B S
0 Tl Ng. the PBA was not at all courteous D R e 3 PBA U % e 38 0
1 | Yes. the PBA was quite/reasonably courteous D Jpde Sl frada Y 3 PBA VDS iy
2 | Yes, the P3A was courteous O G PBA U OS ae
3 | Yes, the PBA was very courteous £ baa 35 PBA J 0 wael
6. Rate th.e PBA’s greeting on his/her clarity & pace of (P 33 a3 ¢yl iy PBA Jon 5 hB 6
speech:
T
0 | No. the PBA did not speak clearly & steadily O JILe )y piags PBA U alkly al S 0
1 Yes, the PBA spoke quite clearly 8 steadily O JIAE )y g gy g G55 [ e 22 JIPBA ) AST cpai 1
2 Yes, the PBA spoke clearly & steadily E JISely £ powPBA W85 2
3 Yes, the PBA spoke very clearly & steadily D Jle ]yl g JUAPBA Y AlSS e 3
7. Did the PBA intraoduce himself/herself by name? fatils (st 2 BPA S e b 7
" Tvee Auwnan & SE
If 'no’, specify any additional comments here: U 8Ll il ) Jax . ST 1)
8. Did the PBA then enquire after the purpose of your LA o e Jludla¥ly Al ey e BPA JIM s 8
call?
3| Yes & pi | 3
0 i nNo O 3 | 0
if 'no’, specify any additional comments here: “Ua :.,\.iL.'a\ Shiglel g) ada NS A
INT: <Answer this question anly if the Mystery Shopper is oy g5 el Fgeiadl HIC Sl B hib St 13 Je cyla) 1dab
calling as an existing customer> ida ‘e
9, Did PBA ask for customer details for the purpose of 8l o yhe 50 il Lolill pepaa DL s 9
verification?
3 | ves E a3
0 | No ] 25| 0
82 | Not Applicable (N/A O Ghuy | 2
== gl
10. Did the PBA proceed to listen to {or probe for) the falaS flgld Al (e eil¥) oY) gl PBA O &5 Ua 10
customer’s query/grievance/complaint? LT TR PR
0 | No, the PBA did not do this at all | SY) e PBA J Al Sy S [ 0
1 Yes, the PBA did this to some extent D Leda ) PBA (1 &l Jad di! caai 1
2 | Yes, the PBA did this K PBA JI Sli Jab 5l e 2
3 | Yes, the PBA did this a lot O Ll pPBA ) 21 Jai Sl (pu 3
E. _ Soft Skills & Telephony Skills ] Lol SV Lal) D L g Apadll ) geddl 2
6.1 Hold Procedure g 0w NLAPRENN 3 |
1. Did the PBA ask, “May | put you on hold briefly, while oS e 3 OB RS G 6l o) g et pRA J ML e 1
| get the required information?” prior to putting you L Al 4 dadsy 18 "4 sllaall D el e Zleas &
on hold?
3 | ves O as ! 3
0 No | 3 | 0
3
+ +
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E. Soft Skills & Telephony Skills Al Sl G g g dmadlll S lgal)
i ‘no’, specify any additional comments here: : +LA A8l Ziduded o) 3da NS 13)
NA | not Applicable (N/A) = ¥ | X
;o m— - . i‘-"—
2. Did the PBA speak with anybody else pricr to placing | P U ey 8 a0 jadlas PRA DV ASS A 2
| you on hold? |
10 Yes ' ac | O
"3 i Ne O s |3
if ‘'ng’, specify any additional comments here: ‘ Y «;ALAI iyl o) ada HST D
[
N2 | Not Applicable (N/A) 3 ¥l 3
= [
INT: Answer this question only if the PBA kept you on hold (e ASI GBITPRA J1 S 5 Ja A bib Jigadl 1 e o gla) 1daly
for over 60 seconds (S 60
3. Did the PBA inform you that he/she needs more time A3 e let B e el a4t PRA Jldldel 4 3
and apologize for the same? LAY
3 | Yes a a3
0 | No a 35| 0
If ‘no’, specify any additional comments here: U bl St ) 2aa MNE 1D
[ ¥
NA | Not Applicable {N/A) R ik ¥ s
h‘ B o
6.2 PBA Attributes PBA J! “haws 6.2

1 z:l:hc:fv;se;ra:tc:ibb:tseest? on whether the PBA fulfilled il 038 e S ae PBA JI 3K N 3 TS a1 1
1) Active listening skills: Lol ol &) g 1
0 | No, the PBA did not have this attribute at all O Pyl e PBA J 43 Ja al 43S 0
1 | Yes, the PBA had this attribute to some extent O Leda SPBA ) 2Ub Jad gil 1
2 | Yes, the PBA had this attribute | PBA Jb 23 Jad sl 1pas 2
3 | Yes, the PBA had this attribute a great deal X Lkl PBA J &3 Jad 3 4pus 3
2) Effective questioning skills: Jhadll i gatl o 2
0 | No, the PBA did not have this attribute at all O DY) e PRA ) AL Jady o S 0
1 | Yes, the PBA had this attribute to some extent ] b MPEA ) A Jab ai el 1
2 | Yes_the PBA had this attribute K PBA ) &li Jad il . el P
3 | Yes the PBA had this attribute a great deal O LLSPBA J1 ) Jad il . anc 3
3) Confident: Fs.3
0 | No, the PBA did not have this attribute at all H DAY e PBA J AL Jaiy Al NS 0
1 | Yes the PBA had this attribute to some extent il Leaa JIPBA J 2l Jab il . aa 1
2 | Yes the PBA had this attribute &1 PBA J Al Jad il . an P
3 Yes, the PEA had this attribute a great deat D LSPBA J 3 dad akl e 3
4) Professionak b faa .4
0 | No,the PBA did not_have this attribute at all O DRV e PBA J A Jady 4l 38 0
1 Yes_the PBA had this attribute to some extent O Lesa JPBA J A Jad akl aad 1
2 | Yes, the PBA had this attribute B PBA J} L3 Jad 4il van
3 Yes, the PBA had this attribute a great deal O Lelad PBA_J) I3 Jadl Sk ant
-
+
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E. Soft Skills & Telephony Skills § Ayl SYaiY) Gl ey T g 2 |
5) Friendly: 34y .5
0 No_the PEA did not have this attribute at all D Ot o PBA T A3 Jedy & LSS 0
1 Yas the PBA had this attribute to some extent D s JIPBA 1) ad S aas 1

{ 2 Yes. the FSA had this attribute D . PBA 1 &1 b G .. 2
?r 3 l ¥es, the FBA had this attribute a great deal | E e PBA B3 ek G e 3
6) Used simple language & phrases: 'L ‘ Ahiiws e g DlalS il 6
No, the PBA did not do this at ail O Y 5 PBA el iy 36 | 0

1 Yes, the PBA did this to some extent I:] Leda JIPBA JF dli3 Jad SiI caat 1
2 Yes, the PBA did this E] PBA J 413 Jad sil i o
3 | Yes, the PBA did this a lot K LG PBA U1 &l Jad 521 4ans 3

7) Overall, maintained a positive, friendly &
enthusiastic attitude:
Q No, the PBA did not do this at all

Lpeban g gd g s ¢i e 8L bl sl Lle .Eéhg .7
SN e PBA J) il jady o138 0

Lo as JIPBA b 2 Jad AR el 1

PBA Jb &l Jad il aas

1 Yes, the PBA did this to some extent
2 Yes, the PBA did this

&00/0

| 3 | Yes, the PBA did this a lot | L WS PBA JSJad o s+ 3
8) Used positive language: | gla-,a\ i Jatdes; .8
0 | No, the PBA did not do this at all d SbY1 e PBA J) 453 Judy ol NS 0
1 Yes, the PBA did this to some extent D leaa JIPBA ) &85 Jad 2k cans 1
2 | Yes, the PBA did this O PBA ) &3 Jab ail ol 2
3 | Yes, the PBA did this a lot g Ll pBA () <33 Jad a8 e 3
9) Overall, Was 'Customer Friendly" 1Ol pa lgay S el JSi 9
a No, the PBA did not do this at all O Y1 e PBA J IS Jady of 28 0
1 | Yes the PBA did this to some extent O la 3a JIPBA (V&3 Jad ak opes 1
2 | Yes, the PBA did this O PBA J) &) Jad i o ans 2
3 | Yes, the PBA did this a lot B4 L PBA () &3 Jad akl cpn 3

L] -] -
1. Qverall, rate the PBA 3 . & S | 1le 7
on; a §| E '§‘ 3 t; I:F |.E_ |{ i ad PBA V0l e us...: 1
i Al Greeting: g 3|98 ‘ _ e
‘ INT: Circle a number > bl ad gl gl 5oil3 k) ieualy
from 1-5 for each 1 2 3 4 5 5 4 3 2 1 il by Ada (U 5 J1] e
attribute, as relevant ﬁ ﬁ ﬁ EI @_ é é ﬁ ﬁ ﬁ
B} Extent of Customer _i_ —;_ E —5— 5 —_5‘_,'_ Z E E I g gl y e Yl e (o
Focus & Friendliness: D D D E D D D D D D
i <) Soft Skills & 102 [ 31 a]5 1514/ 3] 21 1] Sligeiawmm ded=
Telephony Skills D D D D E D D D D D gt 'E Azl
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F. Answer this segment if:

A)A

pplication for a new product/service:

b) General enquiry relating to a specific product,
service and/or facility:
c) Other purpose of call

MIlatYl Gl S Sa A Jall 3 e e )~

E.:._x.);.i.a;:..;lc_'_u_‘.n -1
e el ) Rann g e Blale e lediu] -2
L€l e jal w23

7.1

Information provided, Product Knowledge &

Cross Selling

AVl Jlg i (6 A jad) chadiall Cila glaat) 7.1

1. PBA provided .suffment detat.l to the cust‘omgr‘, with a o peelyz 2 e g RES Zhagias PBASY phe! £ 1
clear explanation of the requirements/ eligubility T il Figs Rm S STl / Rl ) el f i)
criteria/ documentation needed for this particular - T = ‘M
praduct/service. T

4] No, the PBA did not do this at all D SEY! e LIpBA JI Jady al W3S 0

1 | Yes the PBA did this to some extent N e as 125 PBA J) Jad akl cas 1

2 | Yes, the PBA did this | SUPBA () Jed B | 2

3 | Yes, the PBA did this a great deal | S S5 SOPBA i Jad AR i | 3

2. PBA provided a clear and thorough explanation of the Iy 3 pihi Ge JalSy mudly 75 SPBA Jimdad 2
steps that shall follow in terms of: Iua e Al

1) Process: $ Aglant) o (1

0 | No. the PBA did not do this at all O DY e ApBA Jiuls ol S| 0

1 | Yes, the PBA did this to some extent O Lo an (1 25 PBA ) Jab kS an 1

2 | Yes, the PBA did this 72 PBA JIJabail i | 2

3 Yes, the PBA did this a great deal E] oS JEk SUPBA ) Jad il s 3

2) Time taken: 33 Aduaal) Syl (2

0 No, the PBA did not do this at all D a1 e dALPEA I Jady ol S 0

1 Yes, the PBA did this to some extent O Leosa 2L PRA J Jad il pal 1

2 Yes, the PBA did this B AUpBA () Jad AR aad 2

3 Yes, the PBA did this a great deal D S JS5 SUPBA J Jad Al g 3

3) Requirements {such as documentation): s(abalialt a) clalhia (3

0 | No, the PBA did not do this at all O BV e ALPBA ) Jady pl (3S 0

1 Yes, the PBA did this to some extent O Leoaa ol ppA ) Jad 28D el 1

2 Yes, the PBA did this E ANpRA Jb Jad &) el 2

3 Yes, the PRA did this a great deal D oS JSdy GPBA I Jnd il ans 3

3. ;:Z.pBA was able to clarify any questions the customer 3 lea b ALY e g1 g e LIIPBA OSB3

0 No, the PBA was unable to do this D 15 Jedpga N abig ol 38 8]

1 Yes, the PBA was somewhat able to do this E] Lo aa 0123 Jud PBAJ £t aB (pas 1

2 | Yes, the PBA was able to do this O A0 JaAPBA J) PUaluliil el | 2

3 | Yes, the PEA was v to do thi E S S8y &1 JaiPBA 1 plaied SR el 3

Mot applicable o e ki il ia Gl dadl) deen o

N/A | (Interviewers; Choose this option only if no D pmpx o ALS 2l == '\.1 L

i — Lodl | ml
yestions were posed

4. The PBA was able to explain the ponts of » o . C et ok
differentiation and comparative advantage of the [aioall Jumily judd il Slialt 0 GIPBA JIpllaind adl 4
product/service (Versus offerings of local competing (Anbiad) Adnall 2 il gkl I ey gall aie) Aeaadt
banks):

0 No, the PBA was unable to do this O <l JIPBA i phiiy o 38 0

5
+




+

1 Yes, the PBA was somewhat able to do this O L s A Sl3 GadpBA N gl B el 1
2 Yes, the PBA was able to do this O & JWIPBA () Filaluladl (an 2
3 Yes, the PBA was very able ta do this D 258 S ) JadpBA J1 gkl Gl e 3
Mat applicable o e il Al A fa) s .

N/A | {Interviewsrs: Chacse this option only if asking g L=z =2 i = "'(;. — 'fZ/ ._:
abcut a specific Eroguctfservig : i

5.  Please rate the PBA ¢n each of thase attributes: fa 2 G daw SEPRA U aS e S

1) Effort to fulfill the purpose for which the call

(el 1 e a1 ATl sgatt ob (3

was made:
0 No, the PBA did not make this effort/possess this 0 A8 Aeanddl 230 ULy ¥/ agadt Vigs PBA O) aby o 38 0
attribute at all Y
Yes, the PBA made this effort/possessed this attribute s g . N e
1 to some extent D JPRETY ‘51 daai) n_m.ﬂl.u;:)a/_\‘_.\..l PBA o ?lj_)llnf;a_l 1
Yes, the PBA made this effort/possessed this p . . . ..
Aot pla ulh, 11 f o8 a&1,
2 | attribute %] 03h Sla; b [ gl MEPBA I pl8 3 oanl 2
3 | Yes the PBA made this effort/possessed this = JS Aaal) 034 Tay g6 [ 3gall 13gPBA ) ol A cans 3

attribute a great deal

i

2) Extent of product/service knowledge:

i) [ mliadl 48 mad) g2a (2

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

o dansll ain Ay Y £ agall gy PBA ) ply o) S

0 attribute at all A3kY 0
Yes, the PBA made this effort/possessed this attribute . L . Woae =1 -
La | a2 ' IR
! to some extent T R R e R 1
Yes, the PBA made this effort/possessed this - i e . _—
2 attribute doad oda g 48/ gl L PBA ) a8 AR (aed 2
3 Yes, the PBA made this effort/possessed this IS Aad) ola My ob f 3gall MgPBA ) pl 3 s 3

attribute a great deal

3) Cross-Selling effort/attempt made;

L
s Alat Al dal e A ydaadl Al glaalt g Jgduall agali (3

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

o Canl 530 ey ¥ / 32t 1343 PBA J) pls o (DS

® (O|o|o{o| |o/r|o|o

O | attribute at all Py | O
Yes, the PBA made this eff hi ' . . . c

1 tsséc:nfe ext::: e this effort/possessed this attribute s ) Gl oia Sl b / sgall 3gPBA I A5 il ual ]
Yes, the PBA made this effort/possessed this . . . . . ]

2 attribute dad) p3a iy 4 [ 3gadl EPBA ) al8 ARl caas 2
3 | Yes. the PBA made this effort/possessed this JSs danddl 030 iy gb [/ ygall Vg PBA I a8 0! cans 3
attribute a great deal 25

Mot Applicable cr hean e bofs i £ .
" .. . R . R bt ey |.A__,_I;MJ4: A-ﬂ_’_lﬂ__;_,-’;-:—‘)__}_‘-ﬂ-‘.‘.‘ Y
N/A | {interviewers: tick this gption only if crass selling was (@ e foe s Sae cross sElling Lt S o m |

not gossible due to the nature of your lnguigg

4) Provision of adequate explanation in response

to questions posed

da gkt AL e 1a) A gl 50 al (4

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

A Al sia by Y [ Ml 13y PBA J) aky L3S

O | attribute at all O oy | O
Yes, the PBA made this effort/possessed this attribute p . . e oo

1 to some extent D Lo aa 0 dadioia SEay g [ sgall 130PBA JI 28 3 cpas 1
Yes, the PBA made this effort/possessed this - . . P

2| ribute | danadl 230 ey g / 3gal) VigaPBA 1 al SR ni 2

3 Yes, the PBA made this effort/possessed this E JEly Aanddl 030 Bay gh [ ygalt 13PBA I al R caas 3
attribute a great deal &8
Not Applicable . oS bl At s e e s fald) Bhany | Y

N/A | {Interviewers: tick this option only if no further D - - -

guestions were gosed‘

{(Adial il = o i S | Biai




2. Qverail, rate the PBA — - —_ . . . -
. ol @ Qi — b | 2= PBA_ ' ad o= S 2
on: g1y £|% S|P E e =
A} Product knowledge & E} I §' S "; I_F . . e 3 =
infarmation/assistanc o a gi ' . ‘—:w-- = - —s (
e provided: ‘ ' S -
INT: Circle 2 number 1 |21 3|alsls|aiz| 21 ; —
from 1.5 for each = £ 220202133 2 2 ol )l R Sl ad) tlal
rom 1-5 for eac FRTRTET TR —
attribute, as relevant _D_ g _.D_ Q_ : @ Q Q g Q g ey Ao 05 N1
8l Cross Selling: 1|2/ 3/4i5:5|a|3|2]|1 :Cross Selling (==
; i
i g ogoooocaocao

{Interviewers: Please skip Part B/Cross Seiling, if not applicable. Example: Interviewer posed very basic query about opening a

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

Sia K ay e M S Ay g e s <D g T e e - e et a8 N0 el Y 1D Cr0ss Selling/ sl z el Y s oG

viaal')

)

"
it

{Cross Selling~ « = !

G. Answer this segment if the ‘Purpose of Call’ was to CAS " Jla (e i AN 55l 1A e cual
express customer Complaints/Grievances: Ot 3 Ll / PEIAATY
8.1 Complaints & Grievances Gilallall g 5 S50 g1
1. PBA demonstrated active listening skills when the B on il S8 e LMl P LAY S jlee PBA D el 1
customer was relaying his/her complaint: Yol K5
3| Yes O |3
C | No O 25 | 0
If ‘no’, specify any additional comments here: <Lin :.,'sL.'A ShideS g1 dda SM 1Y)
2. PBA made a concerted effort to understand the o o . =
complaint/grievance: P/ S50 gl S 242 PBA P62
3 | Yes d ai | 3
0| No O 35 (0
if ‘no’, specify any additional comments here: 1A 48] CARAT g1 ada TS Y
3. The PBA clearly explained each of the following to the il G e S £ pmp PBA Jipotall 3
custormer: WS Al a3 AD il p 13 l\- '(-Hm.-.J; \ r"\ -"L.
INT: <Select either yes or no for each of the focus areas> HAE G S e ) (;:"
1) Complaint Resolution Process: s ‘-*-“-'4(51* ile {1
3| Yes O oo | 3
0| No | 3|0
If ‘no’, specify any additional comments here: R R TN TON
2) Time taken for resolution g I8 dalaa / gad (§ Al =8 o (2
3| Yes O ani | 3
0| No O 6 (0
if ‘no’, specify any additional comments here: A ALl Sihdad g e ST
4. The PBA possessed adequate knowledge of the TN il e =
complaint resolution process: s oL Anllas/ o Al Dl iy PBA I S 4
0 | No, the PBA did not possess any knowledge D s PBA JidGuY 28| Q
1 | Yes, the PBA possessed a little knowledge D A0 4 AWPBA OV ey e |9
2 | Yes, the PBA possessed knowledge 0 i as PBA Ji iy cani | 2
3 | Yes, the PBA possessed a great deal of knowledge | Adad) e S JIPBA O i s | 3
5. Please rate the PBA on each of these attributes, on a scale Sl 1 e e o dduh Sl 3, PRA Jipd ielay L5
ey

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

Gy 400l Clieall o ddeo JE 5-1 (e 4 Jga 508 pud) sZialy
(4

-]

+




Overall customer
experience for
complaint resolution:

] w

I ES

HES

O w

2
u

aan i e (1

. .
;}.u.'L‘_,-J‘

. if.ﬁ:feifgii ! i 234155 [4]3)2]1 o PBA U 35 xe 524 (2
! i Al Blee
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F Other questions
G Questions related to complaints/ Grievances
H Call closing
TOTAL SCORE
LAl £ sana.
0o analedh DU § gapa | el Tpraal) WA ¢ gape 21 Sy g0 G ] el
Al 435 pal) Ap00uY) pyd <
agall &
LN SYLaTY) S a9 Aeadllll b ) r
Al Al e
Slallil) g ¢ ASARy Aldie Alid ¢
JeaSh gl K
' B ¢ gaa
10




