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PROJECT: Money
SHOPPER CODE DATA ENTRY EDITING ]
Name Number Name Number Name 4
4 [Pe 0/6/6][5]
it g 1] L F Siayad Maa [ Jadet ey
I [ ¥ A i’ A i L
HERERE t i
' A. Details of Call | ol ALY i -1 |
i Bank Dhofar I:] i S
| Bank Muscat O s 2 |
i ! il it L
1.  Name of Bank to which National Bank of Oman O il i sl A PP |
call was made: HSBC-OIB M| HSBC-QIB 4 4y S
Bank Sohar E e s
Other Bank Specify: (22}« jal aly |
\
2. Call Centre Number 203 300 co WYY S e, 2
Date | Menth Year PO AD el i
3. Date of Call s JbaTy! 3
Ol | o ]2fof1{3|2][0]a][3] | | galid
4 Start Time to Call Hours Minutes Jlda Sle i N ] .
. art ime to La PP 1 IPRVILT 4
V] 2 |o | | S
5. Total Duration Call Hours Minutes Jdal Slelul eV By § gana S
INT: FROM POINT OF ANSWER BY O oY) Akial o) sl
PHONE BANKING AGENT o a1 t
{PBA), UPTO COMPLETION ol o { \ s UT‘ dﬁ:
OF PHONECALL) (el iy
06:00-09 am O gheail 44 09:00 -06:00
09:01-12 am O £lall 4 12:00 —09:01 L e
. . . e A CRGIE B
6. TimeSlot During which | 45.51440n-03pm O i eal i 03:00 -12:01 R
call was made: ol ylh 3 58 4 rlaly
BINT: SELECT THE 3:01-6pm [ | st eludh i 06:00 — 03:01 3 o A
RELEVANT TIME-SLOT, ‘ I ) ol e
ACCEPT SINGLE ANswer, | 06:01-9pm K] sludl 5 09:00 — 06:01 i v
; 2ial y Al
09:01-1am O |or asia 2 01:00 ~ 09:01
1:01-5:5%m [0 | s zual Li5:59 - 01:01
B. Purpose of Call Ja™ iaa o
. (JVanadt
1. IE Query Code (3t a5
General Enquiry Product Napme: —_— | (i ) | \ ,
regarding a specific p Y A e Ars Dladtal -1
p i INT: (Insert | O ) 1ol | —0 o R
roduct / Service «QL oy from Ust) (il (,).;;.. Laai/pdia
N T madl
2. Application f Query Code (o >
ppication ‘or Product Name: _— (it aaet) . .
New Product / e s . e Jpanll Gl 22
: INT: (Insert | O Jd) oy |a NCTR
Service trom list) (A (3) 2 Aazi/rdiia
3. Compiaints / Complaint Cc::l;{lNSERT FROM (Andlill e JAT) 5 92D S
Grievances } U O |
4 Other Please Specify Details: (Gl 2aa 42 ) Lo q4 1




+

+

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

(IVR) 4o Uil 45 poalt Llala) pUS il &

4.1Appraisal of IVR system:

e i e il S 14 1

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

Bal e A 0B A gl ALaTuy ) plad o0 0 Sla; a8 ]

?:I&._’-..d‘x‘l 3 sl & 3

No, the VR was not at all easy to use e DY e il A peall AadaY) e 8 a0 S
0 DOt At B4 easy jo use C =0
- ‘d..h.d‘ﬂ . :
| : e JEige 33 2 e G 5yt i1 5ot G i ||
i1 | Yes the VR was quite/reasonably gasy to use | D 1 <L e 1* 1,
| | ; A g !
[ \ ! . B . 1
| 9 i Yes. the IVR was easy to use | @\ ML) g e ) A2 peal) LAt 2 S e 1 2
3 Yes. the IVR was very easy to use D AL b aa g Al i) A2 gual) Fia Ty pai oIS an 3
2. How would you rate the IVR system in terms of al e dle Uil A0 gl $A0LY Wil sl G S8 38 2
clarity of instructions? ¢ adaill » gy
0 | Mo, the instructions were not clear at all (Y e ety Sl T3S | O

1 | Yes, the instructions were quite/reasonably clear

Aandl g e S8 f La aa 1 Sl S el [

XO00O

2 | Yes, the instructions were clear daa) g 208 Sladall cani |2
3 | Yes, the instructions were very clear 14 dadly SGS Sladeidl caei |3
D. Greeting g it &
5.1 Greeting & Purpose of call Juait G o kdl g a3l 5.1
1. Once you selected option ‘9’ on the IVR, ¢ Qg iyl sl A "9 Joda¥h s lgal gal 1

("To speak to a call centre agent, press (Mention o | _}S‘)- _._L,_,. an A8 UMY ¢ el A5 )

9”), how long did it take for you to speak PN CIERES B EF PRI PIRGRPLETE BV RIS W

to a PBA? seconds o (G *PBA g Zuaill
INT: Specify duration in the space provided minutes) (PUaal) Aatuaalt B 28 gl 22) 12l

INT: Answer this question only if you selected the ‘Call back’
option via the automated voice service
2. Were you called back by a PBA?

gl sl SAGRN S 8 Lld D) Ve e o fa) el
(AN el dard e " e
?PBA JA ey JaiVi et S s 2

3 | ves O i} 3
0 | No O x| 0
If *no’, specify any additional comments here: *Note to b 1 psalll Ahathat LA Lol cAlylad o aa ST I
interviewers: This is not a mandatory field. Please fill in Aoyl iBadadl s bla s Lo ) ud 138 LY Jha
any additional observations, if relevant. Otherwise, leave JS 6 hal lia ad Ab Ll 30 Yy Alall Sl
blank. This applies to this option for all future questions. AN Dk Yy Allaiall S il
D & =2
3.  On picking up your call, did the PBA wish you, ‘Good ey sl et Al AGPBA I ad Ja dslendl slad ) g2l 3
morning/ afternoon/ evening’? £ aadl el famn
3 | Yes E pai | 3
0 | No O % | 0
If 'na’, specify any additional comments here: U Aol Sllel o) dia TAS" 131
4. Did the PBA greet you in the same language you Llaiu¥) plai 3145 el AN Al eib PRA JV el sy a4
selected through the IVR system? | e il 43 pall
3| Yes | pui | 3
0 | No O %10
if ‘no’, specify any additional comments here: LA 48lat cililas g 3o S W
2
+
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D. Greeting TN vi (e
5.1 Greeting 8t Purpose of call Jhaa) Sy aall g a4l 51
5. Rate the PBA's greeting on his/her level of | ey v i , PR
S(Nasad AL 5 il i a3
courteousness: (e S s i SPBA S ma s ed S
0 No, the PBA was not at all courteous D BN e B PBA L 0% a3 0
1
1 | Yes the PBA was quite/reasonably courteous D e (S £l e 20 B PBA ) S LA 1
P2 : Yes, the PBA was courteous D S PBA VS el 2
'3 Yes. the PBA was very courteous ' B lay (82 PBA J) (S oxs ‘ 3
6. Rate the PBA’s greeting on his/her clarity & pace of . - .=
) greeting s/ Aty & pace (g aeE m gyl iy PBA M S a8 6
speech:
T
0 No, the PBA did not speak clearly & steadily D ey roga sy PBA JI alS3 &l IS 0
1 Yes, the PBA spoke quite clearly & steadily D Uy o g J ke OS f Le 22 IPBA Y IS daas 1
2 Yes, the PBA spoke clearly & steadily D JIe 1y g pPBA Jl p85 <l 2
3 Yes, the PBA spoke very clearly & steadily E JWe )y lag el g JSGUPBA I alSS caed 3
7. Did the PBA introduce himself/herself by name? Tt (il o BPA e a7
3| Yes K g
0] No D w5 | 0
If ‘no’, specify any additional comments here: 1A Aol i ) ada S™ 130
8. Did the PBA then enquire after the purpose of your flllatt ot e LVl Al aey e gpA D18 8
call?
3 | Yes m ans | 3
If ‘ne’, specify any additional comments here: + Lk 4,5{..41 Sl o) 3aa (MNS 1D
INT: <Answer this question only if the Mystery Shopper is ey 5 o) Tpealall SIS S B ki Jipd) S Lo Ggla) rdaly
calling as an existing customer> Ada )
9. Did PBA ask for customer details for the purpose of P ey gyl ag all Lootish sepga D Oada 9
verification?
3 | Yes O i | 3
T 0 % (0
N& | Not Applicable (N/A) ' 3
at icablae (N g ks, Y b
10. Did the PBA proceed to listen to (or probe for) the falS [Jyes (e JediN1 ) £LSY1 PBA &L Ja 10
customer’s query/grievance/complaint? VTR Y.
0 | No, the PBA did not do this at all O P e PBA J i iy 38 | O
1 Yes, the PBA did this to some extent D Loda  J PBA JI 283 Jad Si) et 1
2 | Yes, the PBA did this M| PBA ) &I Jad ] (pal 2
3 | Yes, the PBA did this a lot K Ll PBA I 5 Jad ol sad | 3
E. Soft Skills & Telephony Skills [ Al SYlalY) i e g Anad Bl Sl jlgall
6.1 Hold Procedure JUESNMT Galel jad 6.1
1. Did the PBA ask, “May | put you on hold briefly, while S8V cpa Ol RTS8 ol Sy et pRA JI L a1
| get the required information?” prior to putting you IV a5 ey S8 PR el i ylaadl e ilias
on hold?
3| ves 0 pi | 3
0 | No | %€ | 0
3



+

E. Soft Skills & Telephony Skills

Al SYLal) O Jlga g Aad i) Sl gl

( If ‘no’, specify any additional comments here: ) :*'HL.'a\ Silias ) daa ST 1)
‘ 1
| |
| NA | ot Applicable (N/A) O =R
[ — F—_
| 2. Did the PBA speak with anybady else prior to placing ? ALY Al S dlaay I8 AL adlas PRA LIASS A 2 |
| you on hold? : |
3 0 Yes D ~ - } 0
;r 3 No i[O3 2503 i
. ]
If ‘no’, specify any additional comments here: ' i s Ua Al wligies (g daa e L)
l
NA 1 not Applicable (N/A) R S — & u&
! X

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

O A BIEPBA JY 4S5 S B Bl ) 10 e Ggla) daly

for over 60 seconds (;_Pu 60

3. Did the PBA inform you that he/she needs more time 2L ce ey Zd g e all y ia g4l PBA Jieliet a3
and apologize for the same? ¢ ayl

3| ves O mi| 3

0 | No O 28| 0

If ‘no’, specify any additional comments here:

Ty R P T N T

NA | Not Applicable {N/A) K by ¥ __&
- — e
6.2 PBA Attributes PBA J! et 6.2

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

sl pda e JS aa PBA J BiUsd Ja 4 THSY g el Gal ]

1) Active listeni ki

dpidl) £LGWN D) a._. 1

0 Mo, the PBA did not have this attribute at all

L1 e PBA JV 3 Jais a1 W3S 0

1 Yes, the PBA had this attribute to some extent Le da JIPBA Q03 Jad i) (pal 1
p Yes, the PBA had this attribute PBA J} 4l Jad s s )
3 Yes, the PBA had this attribute a great deal L PBA ) 205 Jad skl amd 3

2) Effective questioning skills:

Judll it gadeafl Sl g 2

2 Yes, the PBA had this attribute

PBA J' I3 Jab db) caxs

O

o

o

=]
0 No, the PBA did not have this attribute at all D by e PBA J) 3 Jady al L3S 0
1 Yes the PBA had this attribute to some gxtent D Leaa JIPBA ) & ad i) can 1
2 Yes, the PBA had this attribute D PBA 1 Ul Jad ail a0 2
3 Yes the PBA had this attribute a great deal m LLOPBA (1 23 Jad okl aal 3
3} Confident: .3
0 Mo, the PEA did not have this attribute at all O LY e PBA J Al iy #l L 3S 0
1 Yes, the PBA had this attribute to some extent D s JSIPBA J 21 Jad ks 1
2 Yes_the PBA had this attribute D PBA J <3 Jad adl 2
3 Yes, the PEA had this attribute a great deal a LLSPBA J ) ad i) et 3
4) Professional: b e 4
0 | No, the PBA did not_have this attribute at all O DY e PEA O Al Jaiy al L3S 0
1 Yes the PBA had this attribute to some extent D Losa JPRA V2 Jad Al el 1

X

|

3 Yes, the PBA had this attribute a great deal

Lebad PBA ) 103 Jad A Ll
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E. Soft Skills & Telephony Skills | Al alY! G e g Aradll gl 7 |
5) Esiendly: | 339 .5
0 | No, the PBA did not have this attribute at all O a1 e PBA AU i L3S 0
1 Yas, the PBA had this attribute to some extent D waa JIPBA ) ) Jad Gl L. 1
2 ¥z3. the PBA had this attribute E_l PBA .} 2 ad & e | 2
3 Y25, the PBA had this attribute a great deal O L PBA ) U b A | 3
6) Used simple language & phrases: P Mg ey SalS Ll 6
0 | No, the PBA did not da this at all | DbY e PBA S Wiy S 0
1 Yes, the PBA did this to some extent I:I Losa APBA () 2l Jad ai (el 1
2 | Yes, the PBA did this X PBA b &3 Jab 2 cans 2
3 | Yes, the PBA did this a ot O Ll PBA JI 2203 Jad Al 3
e e e et o e
0 | Ng, the PBA did not do this at alt O B e PBA JI U3 Jady pl (3K 0
1 Yes, the PBA did this to some extent D Leoaa JIPBA J1Qld Jad b e 1
2 Yes, the PBA did this D PBA J1 43 Jad il cans 2
3 | Yes. the PBA did this a lot B LLGPBA JAS g il i | 3
8) itive lan e; ' : Aot A Jeaiy 8
0 | No, the PBA did not do this at all O SABY) e PBA J &3 Juiy o S 0
1 Yes, the PBA did this to some extent D L da JIPBA 1 UY Jad 2i0 el 1
2 | Yes, the PBA did this | PBA J) &3 Jad 4k cpas 2
3 Yes, the PBA did this a lot E Lbas PBA () &5 Jad 2k cons 3
9) Overall, Was 'Customer Friendly”: 20ml pa lagsy S e J5 9
0 | No, the PBA did not do this at all O Y e PBA Jb 2l Jady of L3S 0
1 Yes, the PBA did this to some extent [:| s JIPBA b lld Jad ok s 1
2 | Yes, the PBA did this O PBA JI eli3 Jab it 2
3 | Yes. the PBA did this a lot | Lla PBA ) 53 Jad 41t (pa 3
1. Overall, rate the PBA §| - - R - §| i F F
on: | 8| g 8| v tt kb |T |~E oy e PRA 1 ad iz S5
Al Greeting: §| - E‘ ’ s ~—-=-|
INT: Circle a number i B e 5yl na) hay
from 1-5 for each 1 2 314/5|5|4/3|2]1 Malald iy Ades S 5 1] e
attribute, as relevant EI D D D E D D D D D
Bl ExtentofCustomer | 1 | 2 | 3 | 4 | S | 5 | 4|3 |2 | L] idyomi sy suis
Focus & Friendliness: D E] D D E D D D D D
C) Softskills & 1T |23 a|5|5]4 3 21
0.gooRooogn

Telephony Skilis

Sl olgay Adaiadt D gl (2
il e NS5l




+ + +

F. Answer this segment if: Mol ) S Dl e el 12 e N1 )
A)Application for a new product/service: $aam dexd e U
b) Gfeneral enquiry. relating to a specific product, Lo Jagedi g Aasd ) iy Hlale aie J Bl -2
service and/or facility: W e 3l ge 2 -3
c) Other purpose of call
7.1 Information provided, Product Knowledge & i . T . .
. ' ¥ fgomiiall C Ad aadt caadBall Dila plaadl
Cross Selling | SV dsE (e Bl eyl 7.1
. - R N . [ ]
1. PBA provided .sufftc.ent detal.l to the CUSL-CJr;f\i':.‘r'. with a ‘ o pesly :J_: ~ g RS Cieges PBAL Lme! 1
clear explanation of the requirements/ eligibility e A Ve e
o . . . LarallmZeall Vg da 32U Zeinfiad /A0 el puladl [ Ziglialall
criteria/ documentation needed far this particular = 1seas
product/service. S
0 No, the PBA did not do this at all D Y1 e AUpRA Jb ey ol (S 1)
1 Yes, the PBA did this to some extent O Loaa Al pBA ) Jad 2kl el 1
2 Yes, the PBA did this E ANPBA JY Jad Ak (e 2
3 Yes, the PBA did this a great deal E] oS JS SPBA Y Jad Ak 3
2. PBA provided a clear and thorough explanation of the ol g Al Sl plall e Jally ety 7 5SPBA S pad ol 2
steps that shall follow in terms of: s e adlS
1) Process: : dglaldl Y (1
0 | No. the PBA did not do this at all O SHEYY e SUPBA JI Jady ol NS 0
1 Yes, the PBA did this tp some extent D Lo 2o Y 285 PBA ) Jad il cpad 1
2 | Yes, the PBA did this | AUPBA Ji b il pai | 2
3 | Yes, the PBA did this a great deal O it JEE JUPBA O S all eni | 3
2) Time taken: Al Cag (2
0 No, the PBA did not do this at all O Y1 e ANPBA Jb Jady al S 0
1 | Yes, the PBA did this to some extent O Loaa N A0 PBA ) Jad Al e 1
2 Yes, the PBA did this E JLPBA J Jad Ak san 2
3 Yes, the PBA did this a great deal [‘_"] oS JSk GpBA () Jad ARl s q
3) Requirements (such as documentation); Al Bia) Sillia (3
0 Mo, the PBA did not do this at all D OB Ao SLPBA J1 Jady &l (S 0
1 | Yes, the PBA did this to some extent 'O Laa A dil PBA ) Jad 2l cpnd 1
2 Yes, the PBA did this ! E JLPBA ) Jab il «pald 2
3 | Yes, the PBA did this a great deal 0 o#S JS2y AUPBA I Jad bl can 3
3. :’\:;PBA was able to clanfy any questions the customer 5y el 3 ALY e 5l et o UPBA S il 3
0 No, the PBA was unable to do this D &A1) JeipBA ) iy ol (38 0
1 Yes, the PBA was somewhat able to do this D Laoaa 01 ol Jed pRALY £kl 208 pet 1
2 Yes, the PBA was able to do this & A3 JabppA )l gUiadad pad 2
3 Yes, the PBA was very able to do this D S (S0 U JedpRA ) £ Ubiadt i) cand 3
Not applicable A Ahid allia gl e dwan Y N
N/A | {Interviewers. Choose this gption only if no D L Ao8 R o -\f‘ -
. -_ 3541 | dsal
uestians were posed —
4. The PBA was able to explain the points of . e . e
differentiation and comparative advantage of the fgiall Jually jadi A Zhiall 2 05 HPBA Jplkial2d 4
product/service (Versus offerings of lgcal competing S{Aial) Adaalt 2yl gl gl i) daaadh
banks):
0 No, the PBA was unable to do this A3 ndpBA J) piay ol W3S 0

"3



+
1 Yes, the PBA was somewhat ablg to do this E e sa S A GabpRA ) plhied 2 s 1 :
2 Yes, the PRA was able to do this D Al CadpRA ) plaiad i aes 2 }
-, x ~ 1
3 Yes, the PBA was very able to dg this D S Jiu b CAIPBA b f il 3 can | 3!
Not applicable : el e i S AT A ZA iyall) el -
N/A | iinterviewers: Choeose this option enly if asking D - — il T:“‘ -"“_‘ ) :
about 3 specific product/sersice, e e |
5. Please rate the PBA an each of these attributes: Tiaut 0l8 e den I3 PBA L ad iy S

1) Effort to fulfill the purpose far which the call

- .y

Wmalil pla e g il BRall galt OY (1

was made:
o No, the PBA did not make this effort/possess this 0 L Aad) 030 Ll ¥ [ 3gad) 13 PBA ) gkt al L3S 0
attribute at all Y
Yes, the PBA made this effort/possessed this attribute | - - s - oo
! to some extent e | b Al dadion Ale ga /el DEPBA 1ol A el 1
Yes, the PBA made this effort/possessed this . . . ..
2 attribute @\ Aacd) pib Sy gb f g2l WPBA JI a8 A can 2
3 Yes, the PBA made this effort/possessed this D Sy Aanall 030 iy gb [ 3gall AEPBA () a8 SR 3

attribute a great deal

L

2) Extent of product/service knowledge:

:Wllg.’d.‘n._:u‘p.dl g (2

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

o el 23 Wy Y £ 34l 13 PBA ) aly &l OIS

0 attribute at all Sy 0
Yes, the PBA made this effort/possessed this attribute - C e - e e

! | to some extent i Loda 0 G s ey ga [ gall ZEPBA 58 AT el 1
Yes, the PBA made this eff this . ) - PR

2 attribute Aand 33h Al g f 3ol IPBA I pl Al ael 2

3 Yes, the PBA made thi Ff ed this ;S,_." ol sla A 9 , w‘ |-.‘+.'PBA o 3 o 5

attribute a great deal

22

3) Cross-Selling effort/attempt made:

L LAY sl Jal e Al plaall Ad glacadl ) L_j:,.':._‘.d\‘.\‘.:d! (3

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

(A Aand) 030 ey Y £ agal) iy PBA Ul ply oI (3K

O |0R O3 |0K 00

0 attribute at all kY 0
Yes, the PBA made this effort/passessed this attrib . C i ..

1 o some extent fpasse route Lean A dadlola iy b [/ agndi DPBA JiHB 8l s 1
Yes, the PBA made this effort/possessed thi . . R .

2 tribute rt/p . - Aol oih Ellyy 9 [/ 3gadl PPBA () p G s 2

3 | Yes the PBA made this effort/possessed this g8 Aanl 030 Uiy A [ 3gali IEPBA J pd Sl (pe)
attribute a great deal ﬁ 3
Not Applicable i LAY e e e ae g a1 piadl) et Y y

N/A | (Interviewers: tick this option only if cross selling was — SIS s LT

N/A (L g s st e or0ss selling OV oA S e | el

not gossible due to the nature of your inguigg

4) Provision of adequate explanation in response

Aa gkl Al e 13 gl 7 AN A (4

to questions posed
o No, the PEA did not make this effart/possess this 0 e el 0da Ay ¥ f ygaldi 13 PBA J) alky al S
attribute at all ooy | ©
Yes, the PBA made this effort/possessed this attribute - e . oot
1 to come extent O | waa i olhi p / sgall 14PBA JI &5 Al oan 1
Yes, the PEA made this effort/possessed this - . . P
2 attribute | Ko o3h ey b [ 3gadt BPBA ) pid dkl cans 2
3 | Yes the PBA made this effort/possessed this R S Lacdll 030 ey g / 3gal) BEPBA ) pid 34l vans
. 3
attribute a great deal s
NotA. lica .lel ‘ ‘ ) A e il Ll e e dade as i) Bl Y g
N/A | (Interviewers: tick this option only if no further O =< (i U i = .=
- Adlal dnt = 0 S8 S5 [ el

gugstions were gosedg
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2. Qverall, rate the PBA s ° B _ E Al ad PBA 0 ad a2 S5 2
on: gils B|% S|P FolE ~
A) Product knowledge & 2 & E 3' > . : AT L PP R _(
| information/assistanc | § < gt | } T, 4 il
R —t !
e provided: Ly
INT: Circle a number 102384, 5|5]8 ;3|2 |31 ioiy i) dan
from 1-5 for each BT VT —
LAt S MACLE LA EETARE FRET Wy ] B
attribute, as relevant D. ! g g ___D_ g _D_ g g g Q b 3 S5l |
{BI Cross Selling: 1 213 4,5!5]4 3|21 Cross Selling (=

L],

{interviewers: Please skip Part 8/Cross Selling, if not applicable. Exarnple: Interviewer posed very basic guery about opening a

current account and there was no scope/almost no scope for ¢ross selling)

.. e . v ) . - . R R ] - e e e
Ja.'.i_,‘.g;./_‘,.-y.a—’..ﬂH\S..‘).}_?‘J-u__s__:._.'h-Ld_ﬁl_‘n_:.:_'_;_!‘w'_}q-iun__;l,a...a.‘.‘,\_a.__\._..n_‘.

Y1 .Cross Salling/os 2 = jal Y dla y n o gial )

{Cross Selling. i = 2a i o

G. Answer this segment if the ‘Purpose of Call’ was to

express customer Complaints/Grievances:

G el e Gl AN A £ 30 1A e cual L F
Gl Sl /g gl ald

8.1 Complaints & Grievances

Slallaill y g BAl 89

1. PBA demonstrated active listening skills when the S P S Levie b MV P LAY T e PBA J el 1
customer was relaying his/her complaint: ol 8
3 | Yes O ani | 3
0 No O % (0
If 'na’, specify any additional comments here: LA LAl Sliuled o) 3aa ST 1N
2. E(E)!:‘ ;l:iiif ; rgl::;:cr;ed effort to understand the WLl 5SS agdd L3S 24 PBA J pS 8 2
3 | ves O pai | 3
0 | No ] 3% |0
If ‘no’, specify any additional comments here: Toa 4dldsl Slduled 61 sda ST 1A
3. The PBA clearly explained each of the following to the o N e K rya g PBA S a3
INT: its‘l::::tneei:her yes or no for each of the focus areas> 4801 3 A B G JELIS ) pad it g3l S8 (:::
1) Complaint Resolution Process: g5 i ledda Ll (1
3 | ves O a3
0| No O ¥ |0
if 'no’, specify any additional comments here: LA Aol ciligded b saa MHEY Y
2} Time taken for resolution gasan datlae / Jad (Rdmall o 8l (2 |
3| Yes . i | 3
0| No | x| 0
If ‘no’, specify any additional comments here: 1L i) Sl gl e CTRE™ 1
b eesotution e e e 552 ol Bl i Sy PBA S S S 4
0 | No, the PBA did not possess any knowledge ! das sIPBA JIUDuY S| O
1 | Yes, the PBA possessed a little knowledge D %PBA Sl L aai 1
2 | Yes, the PBA possessed knowledge O i aa PBA Jt iy v | 2
3 | Yes, the PBA possessed a great deal of knowledge O Adpall e nS JBPBA Ol aai |3
5. Please rate the PBA on each of these attributes, on a scale 5 1 o e e AN Sl TG, PRA J ad slay 5
of 1-5: (a8 g 4000 Slieall (e ddes (S 521 o ad ) Jgo 5003 pad) sl
INT: Circle a number from 1-5 for each attribute, as relevant (L
8
+




[ - '§I
& gl ﬁ g ]
$ < g

>

=

‘1)

vl
—_—
gl
s Bl

Overa.ll custfomer 1 2 3 4 g g 4 3 2 1 Kol i iyt A (1
experience for R
complaint resolution; D I:I D D D D D D D D 7
2} ix;e:ltec;ngB:r\‘ 1 ‘ 2 3 4 5 5 4 3, 2 | 1 | LPBA D 3se 52 (2
n : . ! e A
resolution process: D ‘ D D D D D D ! D ; D { D i g
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