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PROJECT: Money  _
SHOPPER CODE | DATA ENTRY EDITING
| Name Number Name Number | Name 4 0 7 6
38 | .
el 8 A5 | S S TS
PO ,E_Al ! A ; ,,S_)]'l A d .
|

| A. Details of Call

Bank Dhofar 5

Bank Muscat

National Bank of Oman

OO0 O

v .
s sh.

Pl ik it 2t

SN ALE L Spaali o}

1.  Name of Bank to which POV WA R |
call was made; HSBC-OIB HSBC-QIB 44 L
Bank Sohar e Al
QOther Bank Specify: (saa) o il sy
2. Call Centre Number Q?L{:}(T{g S’( VY e 2
Date | Month Year i Y o
3. Dateofcall Ty
ol 21 (|9 [2]al1l3]2]0]1]3 | eelen 3
4. Start Time to Cal Hours Minutes Jdal e Ll o i 4
. art Time to Ca . el e A,
I T | :
5. Total Duration Call Hours Minutes B JEXPIW i) Ay pana S
INT: FAOM POINT OF ANSWER BY Oe e Aiald 1) 1 Zaly
PHONE BANKING AGENT ne AL <
ipea), upTocompLenion | O | O & | 9 o d’:‘ d":
OF PHONECALL) {Aadalt 5l
06:00-09 am O Tiall 4 09:00 -06:00
09:01-12 am | rieall 3 12:00 —09:01 _
6. Time Slot During which S e ol
- uring wiic 12:01nogn-03pm D il ,803:00 -12:01 T B
call was made: Gyl 5 e shaly
BINT: SELECT THE 3:.01-6pm E] OSUl sbaadt 3 06:00 — 03:01 5% i Tl T
RELEVANT TIME-SLOT, ) —— ‘ = s
ACCEPT SINGLE ANSWER, | 0°-01-9pm | sl 4309:00 - 06:01 | & JL':":“,L:"JE
09:01-1am O [ iiie 2 01:00 - 09:01 "
1:01-5:59am O | s9 el 550 - 01:01
B. Purpose of Call Jaal¥! dad o
< (el 3
General Enquiry Query Code () S "
) . Product Name: _— (il pt) [ ‘ .
regarding a specific AN T N2 pe el -1
Product / Service INT: (Insert | o J.-:.: ) mals (3 Siaa Aadifmdl
from list) (st ) e
2. Application for a Product Name: Query Code | (I3l 3o, il ol
New Product / roduct Name: — c;-—dw) . (el ) e Jyaall dh 22
. = . d — " - . -
Service from list) (- Al (3)2a Aazd/plia
3. Complaints / Complaint Can:l;(lNSERT FROM ;(i...aLin o JAN) 5 9L
Grievances LisT) Al 85 .3
4 Other Please Specify Details: (sl 112 L) b4 1
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[ . . . [ - dep e - - . n -
i C. Appraisal of Interactive Voice Response (IVR) ‘ (IVR) 4ie il A5 seall Alades) aldid agdl &
; system: ;
| 4.1Appraisal of IVR system: ; Ao U A5 geall AladiuN) 2dii apdtq
! 1. How waould you rate the 1VR system in terms of ! i e e\ A0 peall el A il o iy S 9
i Ease of navigation & user-friendliness? i alaai oyl y Al A g
' No, the IVR was not at all easy 19 use i e DY) e S et At slas 0% a1 L3S
i 0 'O =10
] AlAAS.M
! _ | Lpde (S50 32 1 i 0! A5y Aiai¥' p (S osn
© 1 | Yes, the IVR was quite/reasonably easy to use ; E = et P
L ' At e |
; 5 | Yes, the IVR was easy to use i 0 ASRINT S e i A8 e AL i IS | 2
1 3 | Yes the VR was very easy to use ‘ D PR Tan Gpen Ao il A poalt LY Sk S on | 3
2. How would you rate the IVR system in terms of ‘ Al D Al U A peall Glaia¥) plad waiad €0 wiS P
clarity of instructions? T bladaill - gy
0 | No, the instructions were not clear at all D JbY) e dadaty Slgldl Gl S| QO
1 | Yes, the instructions were quite/reasonably clear B Aaal g Jgale JEA f la dn ) Saladll 20K LS 1
2 | Yes, the instructions were clear D Al g 58 Zlayaill an
3 | Yes, the instructions were very clear ] hag Aadal g o8 Teladal cped
!
D. Greeting [ N T
5.1 Greeting & Purpose of call Juai) e pia All g s S 5.1

1. Once you selected option "9 on the IVR,
(“To speak to a call centre agent, press

(Mention

9”), how long did it take for you to speak
to a PBA? seconds or
INT: Specify duration in the space provided minutes)

Ty 5 9" JidaYh J Ll sal
S m il e pa AEEUNY ¢ e il By

g Sl sam) | 2 il S e S ("9 dains) [ e
(35l TPBA e Dl

.1

(boaall daloaahl 3 n g sa) s lialy

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

Bagiaa” JLaiad & LGa) R B S gl 134 e ;,.JL.;.)A’;an,.

H{ A Cgeall adi e " R

2. Were you called back by a PBA? tPBA B e b Laiialel 5 0 2
3 | Yes O i | 3
C | No O % |0
If ‘'no’, specify any additional comments here: *Note to b sopsatd] Ahadat U 48l Slied o) daa (NS 1Y
interviewers: This is not a mandatery field. Please fill in HLSY! Sl das ala el S el 13 Al Jia
any additional observations, if relevant. Otherwise, leave oS o gdaly 134 ad ¥ J Y1y alall Sl
blank. This apglies to this option for all future questions. AN Sllayl dlbaiadl O3 LAD
3 | ua K 59 | 3
3. On picking up your call, did the PBA wish you, ‘Good 3 e pall Flaa" ol SGPBA N1 A b Ao bt Shei gad 3
morning/ afterncon/ evening’? 8 il ple foump
3 | Yes = a3
0 | Ne O ¥ |0
if ‘'no’, specify any additional comments here: T TN O I T TR
4. Did the PBA greet you in the same language you Uil plai i L idl AN ARl el PBA S D a s e 4
selected through the IVR system? fa ke il 45 g all
3 | ves m pui | 3
If ‘na’, specify any additional comments here: L Lol i b e US|
2
+
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D. Greeting

ma il S

5.1 Greeting & Purpose of call

Juea® e G2 il g s A1 5.1

5. Rate the PBA's greeting on his/her level of
courtegusness:

(A G 5l BaPBA Ol s S a8 5

! No, the PEA was not at all courteous

i
1 | Yes. the PBA was quite/reasonably courteous
i

P! e 35 PBA U oGN8 0

dpde 00 flada O B PEA Ui S8 el T

ood

2 Yes. the PBA was courteous JEPBA OS2
' 3 | res, the PBA was very courteous fia 50 PBA ) G el r 3
| 6. Rate the PBA’s greeting on his/her clarity & pace of (555 4a3S £y Sy PBA L wim 3 6

speech:

a No, the PBA did not speak clearly & steadily D QS| g - i g PBA J oS5 o 38 0

1 | Yes. the PBA spoke quite clearly & steadily O | DRy T e S5 £ da AIPBA D oIS e

2 Yes, the PBA spoke clearly & steadily E ' JEE) g 7 pd PBA ) A 2

3 Yes, the PBA spoke very clearly & steadily | JIES g i ol y JLPBA I A el 3

7. Did the PBA introduce himself/herself by name? Tae¥o (JAidi e BPA JH e a7

P v Spadien &f ol

0 !nNo O 3 | O

If ‘no’, specify any additional comments here:

T R R T T

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

AR i 2 e SledioVy A g e BPA JlWi s 8

call?
3 Yes E‘ o | 3
0 | No | a2k | O

If ‘ne’, specify any additional comments here:

(LA Al Slifed ) e L HE (Y

INT: <Answer this question only if the Mystery Shopper is

calling as an existing customer>

9. Did PBA ask for customer details far the purpase of
verification?

T g ) (ipeh S o 3B ) T G o)

oI i el Akt Jualill peppa S L 9

3 | ves | a3
0 No D ~ | O
A . ki ¥
= | Not Applicahle (NfA) g Juk Y bl
—— g
10. Did the PBA proceed te listen to {or probe for) the S [0yt I (Le Jluadia¥' §) $liuy! PBA 1 &6 8 (10
customer’s query/grievance/complaint? Fonll syl

0 No, the PBA did not do this at all

S e PBA J) S Jady pl 38 0

1 Yes, the PBA did this to some extent

Leda JIPBA Jb &3 Jad ail (aas 1

2 Yes, the PBA did this

PBA Jb 40 Jad sl (pa 2

3 Yes, the PBA did this a lot

Llai PBA J1 &85 Jai 30 g 3

E. Soft Skills & Telephony Skills

—lolox|io

LGl LAY Gl g 3 Aguadel) S gt 7

6.1 Hold Procedure

Y Gie el 6.1

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

S e B OGS A IS A o iy " pRA I L Ja
P Alla bty 18 0D plnd) Die ylaadl e Cilias 3

an hold?
3 | Yes (W i | 3
0 | No ‘\ %10
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E. Soft Skills & Telephony Skills

Auddlg CNLaTY) O ey Al S gl 12

| 1f 'ne’, specify any additional comments here:

T S T TR

Not Applicable (NfA)

)

N I

AN L

2. Did the PBA speak with anybody else prior ta placing

¢ Y1 s b dlaay M4 AT jadl ae PBA J1aS a2 |

! you on hold? i
| ) .
O }Yes | 10
+ 3 TNt:: ! 35{3 ;

If 'no’, specify any additional comments here:

sy Al Sled ol daa IS |

— | Not Applicable {N/A

R

|

s Y ¥

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

O ASI SELTPBA JI S 5 Jla 8 ks Sl 10 e wga) taal

for over 60 seconds (% 60

3. Did the PBA inform you that he/she needs mare time Ay e Jely Zd g e vl y iy padt PRA JI et Ja 3
and apologize for the same? a0

3 | ves | i | 3

0 No D % | 0

If ‘no’, specify any additional comments here:

LA Lol il g saa ST 1S

N2 | Not Applicable (N/A} | LA
6.2 PBA Attributes PBA J Slaws 6.2

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

il sda e 8 a« PBA Jl bl s L S < L |

1) Active listening skills:

Bpnlll B ladan) O e 1

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

DY e PBA J i gk s ST O

1 Yes, the PBA had this attribute to some extent Le da JPBA 23 Jak il el 1
2 Yes, the PBA had this attribute PBA JI A3 Jud ail (pui
3 Yes, the PBA had this attribute a great deal Laai PBA Jf 2213 Jad Al cuni 3

2) Effective questioning skills:

Jundl) o gaiasyl 1 g .2

¢] No_the PEA did not have this attribute at all

LSk e PBA J A3 Gady al S

1 Yos, the PBA had this attribute to some extent

s JIPBA Jb U3 Jad dil

2 Yes_the PBA had this attribute

PBA ) &l ',a_a' Ah . aal

3 Yes, the PRA had this attribute a great deal

WLGPBA J) JU3 Jad 48 e

1) Confident;

OO0 |Ox0O0 ([OK00) |JOXx0O60

0 No, the PBA did not have this attribute at all JBRY Ao PRA T A kil DS
1 Yes, the PBA_had _this attribute to some extent Leaa SIPEA J) 5 Jad i e
2 Yes the PBA had this attribute PBA Jt U3 Jad i . ael
3 Yes, the PBA had this attribute a great deal LPBA J L3 Jad &l L aad
4) Professional; b jia 4
0 No, the PBA did not have this attribute at ail Y1 e PBA J 4D Jady a1 S 0
1 Yes. the PBA had this attribute to some extent e o JIPBA JV-3 Jad 3kl s 1
2 Yes, the PBA had this attribute PBA ) 283 Jad Akl Laai 2
3 Yes, the PBA had this attribute a great deal Lol PBA 1 213 b 2l s 3
4
+




+ +
E. Soft Skills & Telephony Skills i ) CYLaN! Sl Ja g dpaciil] Sl 7 |
5) Friendly: 3393 .5
0 No. the PEA did not have this attribute at all D . AT e PBA L Jady ol US 0
1 Yag the PBA had this attribute to some extent E | Le 2a SPBA Jt 3 Jad ail e 1
12 | ¥es the PBA had this attribute | O PEA o8t Cad 2kl Laa ' 2
| 3 | Yes the PBA had this attribute a great deal ] ] bl PBA V225 Jad AR L 3
' 6) Used simple language & phrases: | ; A Jaa g SilalS il 6
0 1 No, the PBA did not do this at ali | DI e PBA J 4 Skl s | 0
1 | Yes, the PBA did this to some extent O Leas JIPBA &3 Cad k) aa 1
2 | Yes, the PBA did this R PBA J) I Jab Skl a
Yes, the PBA did this a lot O Ll PBA (Jf 4ltd Jad 4l oam 3
7) QﬁtghgﬁlL ::?cir;ta;a:g: positive, friendly & fpman g 3y 813} g1 s KA sl p13) e Eitay 7
0 | No. the PBA did not do this at all O Y e PBA J ol Jady o1 S 0
1 Yes, the PBA did this to some extent E] Le aa NPBA 1l Jad 30 < end i
2 Yes, the PBA did this m PBA J 3 Jad il (ae’
|3 | Yes. the PBA did this a lot 0O LG PBA J) &3 gabail i | 3
8) Used positive language: ’ | La! 4l Juiy 8
0 No, the PBA did not do this at all | S e PBA JV I Jady o S 0
1 Yes, the PBA did this to some extent |___| Lada JPBA b el Jad il el 1
2 | Yes, the PBA did this | PBA J) i3 Jad 4! p 2
3 | Yes, the PBA did this a lot 0 Lolai PBA I <3 Jab ol 1 an 3
9) Overall, Was ‘Customer Friendly’: iap ) aa 14 339 S ol A 9
0 | No. the PBA did not do this at all O SaY e PBA O QS Jady o <38 0
1 Yes, the PBA did this to some extent ] teda JIPBA J 3 Jad 4D el 1
2 | Yes, the PBA did this | PBA ) elli Jab 4kl . pa 2
3 | Yes, the PBA did this a lot d Ll PBA ) IS Jad a3 ¢ as 3
1. Overall, rate the PBA § - & | - .§= o F
on: =~ Sf | 8 & tg i |.E~ I'E L | ek Wi PBA O ad e SN 1
Al Greeting: s 1% &% § LS ST
INT: Circle a number meiall A S Bl ) el
from L5 for each 102 3 (4[5(5/[4[3/2[1| L2 dafs1
attribute, as relevant D D D D D D D D D
B) Extent of Customer _l— Z —é_ % E E -g_ _g_ E I Aaglly el allatl e (o
Focus & Friendliness: Q g E g D_ g Q Q Q g
C)  Soft Skills & 1 |2/3|4|5|5/4|3!2"'1 Sl ey Adaddl 2l el (o
Telephony Skills D D D g D D D D D D il e
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F. Answer this segment if:

A)Application for a new product/service:

b) General enquiry relating to a specific product,
service and/or facility:

¢) Other purpose of call

M e Gt oS e & et 38 Je LW ALy ~
uda dedd gl mile il -1
e Gieed gl Aaad ) xlia Bade ale jlailab -2
A e Al e -3

7.1 information provided, Product Knowledge &
Cross Selling

Y o 1y i o8 Al cdatiall Gia ginall 7.1 |

1.  PBA provided sufficient detail to the customer, with a
clear explanation of the requirements/ eligibility
criteria/ documentation needed for this particular
product/service.

» o . . . - ‘
;c.P\J:)..t“_';,gpga.;u,mpsxx,!_,“cla 1
il il Pigd A 3o Ztatioall [ &la pall el /D :_l'-,—. o

-

lagand

8 | No. the PBA did net do this at alt O DBV o AIPBA J ey S | O
1 | Yes, the PBA did this to some extent ¢ Lo sa ) & PBA ) Jad 40l i
2 Yes, the PBA did this D JIPBA JI Jad dk) pal 2
3 Yes, the PBA did this a great deal D oaS JS APRA I Jad dk waal ‘ 3
2. PBA provided a clear and tharough explanation of the b S i phall e Jelly pedaly g W SPBA N pafadl 2
steps that shall follow in terms of: »—t::n o Al
1) Process: s Agtaadt i (1
0 | No the PBA did not do this at all O SV e BPBA JI Jaiy o IS | O
1 | Yes, the PBA did this to some extent E Lo da )l PRA () Jab 2B cpas 1
2 | Yes the PBA did this a ALPBA ) Jad A& wpas 2
3 {Yes, the PBA did this a great deal O S JAA ALPBA JF Jad Gl cpas 3
2) Time taken: < § Al méﬂz__
0 | No, the PBA did not do this at aft O (JaY1 e ALPBA J) Sady o) 38 0
1 Yes, the PBA did this to some extent O Lo sa 1 A1 pBA JI Jad S0 ians 1
2 | Yes, the PBA did this | WIPBA Jt ad A iand 2
3 | Yes, the PBA did this a great deal O S Sk IPBA ) Jad dl el 3
3) Requirements (such as documentation): 23 aThnal| Q:..) Stk (3
0 | No. the PBA did not do this at all O Y e AUPBA I Jady ab DS 0
i Yes, the PBA did this to some extent EI a0 pRA Ji Jad i) s 1
2 | Yes, the PBA did this hal ALPBA JI Jad ail can
3 Yes, the PBA did this a great deal D oS JS& ANPBA J Jab A s 3
3 :;;PBA was able to clarify any questions the customer oy e A ALY e g gt e LiGPBA S il 3
0 No, the PBA was unable to do this D A3 JaAPBA S adiieey ol (S 0
1 Yes, the PBA was somewhat able to do this | L da Jf d Jed pRAS £llaie) SE0 an 1
2 Yes, the PBA was able to do this E A3 JIPBA U1 £ ikl i 2
3 Yes, the PBA was very able to do this D S JSA Y JBPBA J) F il 2B el 3
N/A l:l:tte.-ér!\,r'u=_-~l,:rceart;:lf:jhoosg this option only if no D e A S bl ad s iy ""'\": R i
questions were posed) e [Coig
4. The PBA was able to explain the points of

differentiation and comparative advantage of the

product/service (Versus offerings of local competing
hanks):

el Jaily 536 O Slial) 7 2 JPBA gkl 2d 4
At el B ) gecits 1 ay all i) Aeaid]

Q No, the PBA was unable to do this

43 JaiPBA ) sy al 43S 0

()]



e J ) GadpBA ) p i i el 1 |

[

Yes, the PBA was spmewhat able to do this

2 Yes, the PEA was able to do this dlls SadpBA I _f Ul akl o pa 2

o |ooo*?

3 Yes, the PBA was very able to do this S JS5 U3 aBPBA J) bt i cans 3
i Mot applicable o O el AT i) s .
E N/A | dnterviewers: Thoose this zoticn enly if asking Lm o2 P - "?_-“"'- o Py u:_
‘ about 3 sperfic produci/sers . a el
‘r 5. Please rate the PBA on each of these atiributes: : il st padew S, PRA N aSisa S
1) Effort to fulfill the purpose for which the call , e el e e & et agall T
’ was made: | e £log e A BT el Ju (]

0 No, the PBA did not make this effort/possess this D e Aandt 030 Sy Y [ 2gadt 1340 PBA b aky &l 436 0

attribute at all oY)
1 Yes, the PBA made this effort/possessed this attribute Lo aa ) el o3 iy pa / gl SPBA I p o) pal 1

to some extent

7 Yes, the PBA made this effort/possessed this
attribute

Yes, the PBA made this effort/possessed this

dacall 038 Jlay gb f 3patt 13PBA N1 ol AR L aal 2
Uk dacdl 23 iy gb / 3gall I3PBA L1 o 42 ani

00| X

3 attribute a tgreat deal ﬁf 3

2) Extent of product/service knowledge: sAardll [ piialy 46 add sa (2

0 No, .the PBA did not make this effort/possess this L6 Aunall 234 dliay ¥/ agad] Vg PBA I ply ol 36 o
attribute at all Y

1 Yes, E:l: PB:;:;:de this effort/possessed this attribute Lot ) Rl o3 iy o / 2gll 13ePBA JI o8 i oo 1

2 Yes’-the PBA made this effort/possessed this Aad) ola Uy g £ 2gad) 1igPBA ) pl Sl (e 2

t

attribute
3 Yes, the PBA made this effort/possessed this
attribute a great deal

3) Cross-Selling effort/attempt made:

0 No, the PBA did not make this effort/possess this
attribute at all

IS5 Lanall o34 Ul g / gall IBPBA () gl Al cpus 3
25

¥l adt Jad e A gdaall Agaall ¢ Jalaalt galt (3

e Aand) 23a ALy Y/ ygalt Vg PBA ) ply ol S 0

kY

Yes, the PBA made this effort/possessed this attribute

aO|000x |0 00

1 om n Lo da Al dadi ol Hlliay ga / g2l W3PBA ) ol all cans 1
Yes, the PBA made this effort/possessed this < ey - 3 ar L
2 attribute Aad) oib Shay g f gt REPBA (Jpld il cael 2
3 |Yes the PBA made this effort/possessed this S Lacalt 03h ey gb /g2t 13PBA ) pld SR (aas 5
attribute a great deal &
Mot Applicable . Dlall et 15 e Aete amm s G} Rl N .
N/A | (Interviewers: tick this option only if cross selling was """T - ‘__.'a ""' ::_“ £ '.“P.l' -)s_. —= =
nat possible due to the nature of your inquiry) e crass selling o' [ o > | el
4) Provision of adequate explanation in response 3 ; -

) Iﬂm—gﬂ—ﬂﬂb—ﬂ@—L. 2 ! day hall AL 10 13, gl ) apdks (4
0 No, the PBA did not make this effort/possess this . S Aandl o3h By ¥ f 3gadl 133 PBA J aly al (S 0
attribute at all sty
Yes, the PBA made this effort/possessed this attribute “ . s e o=t .

L to some extent O ssa dada ding o/ 22l 13ePBA J1 5 8 e 1
Yes, the PBA made this effort/possessed this - ., . . . |
2 attribute O Ll ala Aliey o / 3gadl igPBA Ui ol 28 (and 2
3 Yes, the PBA made this effort/possessed this & JS Al 23h dllia; g8 / 3gall EPBA () ol 3B au 3
attribute a great deal a8
Not Applicable ) _ i b il Al e e dale o da ) Bei Y Fi
N/A | {Interviewers: tick this optign galy if no further D Sl LT

(Al i » ol S flal

guestions were gosed\

it




-

+ +
1r2. Qverall, rate the PBA 5 i . ; - . - Sal ad PBA L b ase 5

d ) —_ ] - — L3 T <N RN
T S gl Bl &I (nilF 1E(F = ‘ -
: A) Product knowledge & > g ! E'n | & Z.t |3F ' T el AT e —?
! information/assistanc | 3 | i < | Ik _‘_‘ — +}”‘
! e provided: : ! ' | E———
| NDCideamumber | 1 | 2|34 5|54 E é 1| i e s aa) s
i Trom 1-»foreach | | ] by ik 6 11w
: attribute, as relevant g l __D_ | Q_ ! E ._D_ g Q_ ! Q —_— | g ! '.+th.|] mj Ao S SJ‘] ll'
,Bb  Cross Selling: 1 igga:g 5|s|4'!'3]2i1: Cross Seting (=
! ! '
| 0. Xgi0ooggagog

rpo

{Interviewers: Please skip Part B/Cross Selling, if nct applicabie. Example: Interviewe

sed very basic guery about gopening 3

current account and there was no scope/almost no scope for cross seilingl

_AJSJ;JL\_--_-..-\J_.\.)_,J_\_.._.:.L! \:n'_-;_r..._ <}....-)4=.._._\_..',-J A—nl—d—

2 Cross Selling/ss anile = i % s ;0o gl

{Cross Selling - = = g Ja

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

G. Answer this segment if the "Purpose of Call’ was to S el (e g AN 1) 65 138 e cual f
express customer Complaints/Grievances: Sl Clallas f;; b als
8.1 Complaints & Grievances L g o fS2 81
1. PBA demonstrated active listening skilis when the S g il S Lnie by Bl 0 L3N i lge PBA Y el L1
customer was retaying his/her complaint: - ifob 8
3| Yes O i | 3
0| No O 25| 0
If ‘no’, specify any additional comments here: 0A At Gliias g) daa L "HST I
2. PBA made a concerted effort to understand the sy o .
, il i y
complaint/grievance: PEI 5 oS gl S 342 PBA JIpl 512
31 Yes 'l pai | 3
0 No O a0 0
If ‘no’, specify any additional comments here: ln ALl Slilet o) da <SS Y
3. The PBA clearly explained each aof the following to the 2o A e S - ay PBA izl Al |3
customer: 1 2 bian ME g wad cgalladh saal SA)
INT: <Select either yes or no for each of the focus areas> HAE A On G ) gl glal fl) 124l (LHb
1) Complaint Resolution Process: SISA Aallaafda Ll (1
3| Yes O ani | 3
01 No O w0
if ‘no’, specify any additional comments here: s Aoy Sligled o) daa SIS 1
2) Time taken for resolution gasl Aallaa / Jad (i ATl g (2
3| Yes O w3
0| No O w0
If ‘no’, specify any additional comments here: U dilo) ciliylad ) daa TNS" 13
4. The PBA possessed adequate knowledge of the | ] ;
complaint resoiution process: 158 e/ Llaal il i PBA S S B 4
0 | No, the PBA did not possess any knowledge O lae sPBA J&Su Y38 0
1 | Yes, the PBA possessed a little knowledge 3 AL A aaPBA Ui aeai |
2 | Yes, the PBA possessed knowledge D id e PBA J) iy ani | 2
3 | Yes, the PBA possessed a great deal of knowledge D MPBA o) 2l L aai 3
5. Please rate the PBA on each of these attributes, on a scale 60 1 e bme e A0 Claddl Gy PBA Jl pad il LS

U y 000 Cliall e Ao JS 51 e ad ) Jaa 50 ) idaly

oo

Loe

+



Poor
Good

Good

Poor
Average

Ve

=T
T XTy

-

ﬂ_
o
ha]

! >
1) Overall customer ! 5 ; . o .
experience for 5 E] 3 4 : E | > 4 3 2 ! At A _“;:j "}'}g
complaint resolution: | D _ D l | D D D D D g =3
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C Appraisal of interactive voice response {IVR)

D Greeting

Soft skills & Telephony skills
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