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PROJECT: Money
SHOPPER CODE DATA ENTRY EDITING
Z p Name Number Name Number Name
Ml 55‘)“ Ls:é.\.ﬁ\ Qh}u‘ Jaal é_,uﬁah B2Y)
R ] gt o R ]
A.  Details of Call | JuaN ) AallSall Junalds -]
Bank Dhofar O ok ey
Bank Muscat O L oy
Nati Naadt ik ol Slili
1. Name of Bank to which ational Bank of Oman D i it Ly A il aul 1
call was made: HSBC-OIB | HSBC-0IB <4 g Juaiy
Bank Sohar O S iy
Other Bank Specify:m ! (33=) ¢ AT oy
2. Call Centre Number %OD ?2265 eYlatY) S el 2
Date | Month Year N EYSCTIN Y]
3. DateofCall ‘ f s a3
2 | Ol l20ofs|8|2fofafa] [i] | ~
Hours Minutes FERY e ludl
4. Start Time to Call I I \ L;‘ [ 5 < } I ! ey cid, 4
5. Total Duration Call Hours Minutes Gl el (et g § sana L5
INT: FROM POINT OF ANSWER BY O AV ABal () sy
PHONE BANKING AGENT <o Ll 3
{PBA), UPTO COMPLETION O 10 @ 6 s o d’;" ‘.m‘
OF PHONECALL) (Al pless
06:00-09 am O glmeall 8 09:00 -06:00
09:01-12 am K zleall 43 12:00 —09:01 o
6. Time Slot Buring which Guma M i is B 6
. ime u 8 12:01n00n-o3pm D H )-\Q-H_ all @ 03:00 -12:01 dL‘-é:\]‘ 4‘.‘5
call was made: gl 5 Al el
BINT:  SELECT THE 3:01-6pm [ | ssw bt L3 06:00 - 03:01 6 o iy
RELEVANT TIME-SLOT, ] R ] ] . * .
ACCEPT SINGLE ANSWER, | 00:01-9pm ] sl i 09:00 — 06:01 B .dhm; ;: LgmaLm
09:01-1am [ |0 Caaiia 2y 02:00 — 09:01 i
1:01-5:59am [ | sWiclall L3 5:59 - 01:01
B. Purpose of Call SN @
1. General Enquiry Query Code H(Jndt S0 ..
. . Product Name: — kel audf) | . "
regarding a specific INT: (nsert | o daal) sy oe ole Dt -1
Product / Service . -{Inse s an 5 Laad [
uct/ Af‘fd \ J Cam& from list) (Al ( )20 daadfle
2.  Application for a Product N . Query Code (3l S, (i} aal
New Product / ocuct Name: — a-_di-ﬂ) L ) aud) e Jpaallcill 2
. s (inse . T | — - .
Service PR B)ana Aaad/pd
' from list) (i ) e
3. Complaints / Complaint Cc:tlisc:_(lNSERT FROM (il (e JR) (5 9S50 S,
Grievances ) WS/ s 3
4. Other Please Specify Details: (Dl 33 Bl ) bt -4 1
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C. Appraisal of Interactive Voice Response (IVR) (IVR) Aol 45 seall dtaiul! aUsS andl &
system:
4.1Appraisal of IVR system: ‘ Al Ul 45 gual) Laio) ol apiid, 1
1. How would you rate the IVR system in terms of Tali (e Ao Ll 45 peall LlataaW) ol o5 of HiSg S 1
Ease of navigation & user-friendliness? aladiuy) g Jasll A geu
o | No, the IVR was not at all easy to use D S (Pl Dloliil) 45 puall Alata ol oS al 38 0
alaALL)
Jla JCEL 3 N Ao Ll A5 goall AanaY) SUa (S ¢ an
1 | Yes, the IVR was quite/reasonably easy to use D 2 5 ; e B
pladiul Jgu
2 | Yes, the IVR was easy to use ] 2l Jeuw Aletall 45 sall Adlaiul) dUai IS cand | 2
3 | Yes, the IVR was very easy to use [0 | pheasayt b Tas Jg dlo i 45 gl Lot Al S o | 3
2. How would you rate the IVR system in terms of Lali e Lo il 45 poall Alatuay) s Caieal o i€y a8 2
clarity of instructions? $iladadll 7 guim g
0 | No, the instructions were not clear at all ] (B e dadly cladadll (NS | O
1 | Yes, the instructions were quite/reasonably clear O dadly Jple JSd [ La da ) lagdeill CilS cami | 1
2 | Yes, the instructions were clear ) O Aol g cilS Cllagatl aai | 2
3 | Yes, the instructions were very clear X faa daudlg S cilaglall cans | 3
D. Greeting wua il &

5.1 Greeting & Purpose of call

Juai) (s 2 Al g i 41 5.1

1. Once you selected option ‘9’ on the IVR,

(“To speak to a call centre agent, press

7pCeC

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

21 ) g f 23a)

Llaiu¥l U 89" Jlaia) & jLsal ol
38 e ks g s alSELY) ¢ Al il 45 5l
il ) (e oS ("9 Jakaal / VLT
fPBA g Gaaaill

(Paral) dalusal) b gl 23 ;daly

A

(G5

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

Baglaa" Jladal ¢l LAY Jla 4 18 i gud) 1 o qgla) daly
W gt Lasi e " Jlay)

2. Were you called back by a PBA? TPBA 8 e ol JuaiY Balel 35 2
3| Yes O i |3
0 | nNo 3 3% |0
If ‘no’, specify any additional comments here: *Note to &) 1opialll Ahada* rlia Adla) cldad o) aaa (NS 1
interviewers: This is not a mandatory field. Please fill in ALY cadlall daa cpla g Lol 31 (ot 138 Ay Jia
any additional observations, if relevant. Otherwise, leave JS e (ghh 13 AL U Aoy & 51 )y Adal) el
blank. This applies to this option for all future questions. A allaYu PR LAl
3 | NA E bizY | 3
3. On picking up your call, did the PBA wish you, ‘Good e/ pall st ol SAPBA J 28 b delandl e sl 3
morning/ afternoon/ evening’? " 5aall eluse fama
3 | Yes |24/ axi | 3
0 | No | 3|0
If ‘no’, specify any additional comments here: s Al el o) saa (""" )
4. Did the PBA greet you in the same language you Aatay) olad 315 ) G el el PBA JPdicny da 4
selected through the IVR system? fade il 435 pall
3 Yes < e 3
0 | No O x1(0
if ‘no’, specify any additional comments here: 1A 40 iyl ) daa (TS 131
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D.

Greeting

cua il

&

5.1 Greeting & Purpose of call

Jual¥ e g adl g cua i 5.1

|

5. ?szftter;eu:::;::greetmg on his/her level of (1)) L1 (5 sined G PBA ) i B S
0 No, the PBA was not at all courteous D Y Ao @ PBA JI oS al S 0
1 Yes, the PBA was quite/reasonably courteous ] o g [ La a3 PBA J1 OIS cpad 1
2 Yes, the PBA was courteous X G PBA I (S cpnd 2
3 Yes, the PBA was very courteous D faa 34 PBA JI S <pa 3
6. S;:ct::e PBA’s greeting on his/her clarity & pace of (1) 5 43S ¢ s 3 Gy PBA Ul it i 6
0 No, the PBA did not speak clearly & steadily D Jiie) g 77 a5 PBA J) plSh ol DS 0
1 Yes, the PBA spoke quite clearly & steadily D JIe) s £ b dssia JS3 [ Lo 2o JIPBA I 6l cpal 1
2 Yes, the PBA spoke clearly & steadily 8 JWe) g 7 s sPBA I A canl 2
3 Yes, the PBA spoke very clearly & steadily D Jiie] g Taa pudl g JSEPBA JI oSS caal 3
7. Did the PBA introduce himself/herself by name? fan¥l (N4l e BPA ) e da 7
3 | Yes a3 |3

0 | No O % |0

If ‘no’, specify any additional comments here: U Ldlll GlBaled of daa IS Y
8. Did the PBA then enquire after the purpose of your Sl yia ye o Jludiull ) 3y e BPA JIE a8
call?
3 | Yes g a |3
0 | No O % |0
if ‘no’, specify any additional comments here: sUa 48L5H clitad o) daa "MS™ 13
INT: <Answer this question only if the Mystery Shopper is

calling as an existing customer>

Jaly 5 pall Ggudall OIS Jla Bl Jigud) 18 S casln) (ol
b ¢S
sl iy 05250 A yall Jpaliih GePBA JIdads 9

9. Did PBA ask for customer details for the purpose of

verification?
3 | Yes ] pui | 3
0 | No ] 3|0
NA | Not Applicable (N/A O by | 2
10. Did the PBA proceed to listen to (or probe for) the fallss fd3ba (M (0 Jladiu¥! ) gLyl PBA JI &6 s 10

customer’s query/grievance/complaint? fonl s S
0 No, the PBA did not do this at all n BhY e PBA J) dlli Jady o S 0
1 Yes, the PBA did this to some extent & Loaa 1 PBA ) dlli Jad 48 caas 1
2 | Yes, the PBA did this O PBA ) 3 Jub il i | 2
3 | Yes, the PBA did this a lot | Ll PBA J) dlld Jab ol i | 3
E. Soft Skills & Telephony Skills | Al eNLal) Sl lga g Anad Al Sl .z
6.1 Hold Procedure ) U el ga) 6.1
1. Did the PBA ask, “May | put you on hold briefly, while OsSt Qs A OQlE I S ) o) iy Ja" PBA DV lilu a1

| get the required information?” prior to putting you ¢ OUSEY! Alla 3 e J 04 sladdl Cile glaall o ciliaa &

on hold?
3 | Yes g i | 3

3
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E. Soft Skills & Telephony Skills [ Al eVl il jlga g daaddl) il jlgall 2
0 |No o x| 0
If ‘no’, specify any additional comments here: U L8La) clidel o) daa MO 1Y
NA . dudals Y Y
— | Not Applicable {(N/A o T
Not Applicable (N/A) m| G

2. Did the PBA speak with anybody else prior to placing
you on hold?

?Jmﬁyluu‘;jmjdesﬁiuaﬁ@ PBAJIASida 2

0 | Yes O aai | O
3 | No =R NE
If ‘'no’, specify any additional comments here: L K.g’b'al ClileT (ol daa (NS 1Y
NA | Not Applicable (N/A D shis Y 2

-

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

(e JAS) JBITPBA J) S Jla (B b Jigud! 13 o igla) sl

for over 60 seconds (1._:;13 60

3. Did the PBA inform you that he/she needs more time b e ¥elgcdl ey el y a4l PBA Jidldel a3
and apologize for the same? ¢ ya¥!

3 Yes DX pni - 3

If ‘no’, specify any additional comments here:

s A 8Ls) Clidad of daa (IS Y

NA Not Applicable (N/A D Ghb ¥ _iz

6.2 PBA Attributes

PBA J) e 6.2

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

‘landl 03a (5o US aa PBA J) (3 Jla 3 "OS" ) ead Al 1

) Active listening skills:

A3 plauy) Cil jlga 1

No, the PBA did not have this attribute at all

(BN e PBA J) &l Jady ol DS 0

4000

1
0
1 Yes, the PBA had this attribute to some extent
2
3

Loda MPBA JI elld Jad 38l caas 1
Yes, the PBA had this attribute [ PBA JI &lld Jad 3l cani 2
Yes, the PBA had this attribute a great deal LLG PBA &l Jad 3l cons 3

2) Effective guestioning skills:

Jiadll o sas) o lga 2

No, the PBA did not have this afttribute at all

(B e PBA ) el dady ol DS 0

]
0 O
1 | Yes, the PBA had this attribute to some extent O Leda (APBA JI elld Jad sl con 1
2 | Yes, the PBA had this attribute | PBA J) €lid Jab ol cans 2
3 | Yes, the PBA had this attribute a great deal D LiipBA ) dll Jab Al cans 3
3) Confident: &l .3
0 | No, the PBA did not have this attribute at all O BBy e PBA J) élld Jady ol S 0
1 | Yes, the PBA had this attribute to some extent ] L sa MPBA JI elld Jad il cand 1
2 | Yes, the PBA had this attribute & PBA I ¢t} Jad il cani 2
3 | Yes, the PBA had this attribute a great deal O LilipBA JI &lid Jad J) cans 3
4) Professional: G jiae 4
0 No, the PBA did not have this attribute at all n (BB e PBA ) €lld dady o S 0
1 | Yes, the PBA had this attribute to some extent O Lsa JAIPBA JI ¢l Jab Sl con 1

2 Yes, the PBA had this attribute

yd

PBA J i3 Jab ail cand 2

4
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E. soft Skills & Telephony Skills | Ligh LA il g s Luad ) & gl 7 |
| 3 Yes, the PBA had this attribute a great deal D Ll pBA () 3 Jad AR cans 3
i 5) Friendly: 4949 .5
0 | No, the PBA did not_have this attribute at all O BV e PBA JI 3 Jady o! O3S 0
1 Yes, the PBA had this attribute to some extent D Lesa AIPBA J) &S Jad 3 (and 1
2 | Yes, the PBA had this attribute X PBA I dlid Jad 4kl con’ 2
3 Yes, the PBA had this attribute a great deal D Ll pBA () €l Jad ol can 3
6) Used simple language & phrases: Ay Jaa g clalS Jaaiail 6
0 | No, the PBA did not do this at all O SV e PBA ) lld Jay ol S 0
1 Yes, the PBA did this to some extent D Leaa NPBA JI <lld Jad ail (ans 1
2 | Yes, the PBA did this B PBA J) ¢lli Jad st i | 2
3 | Yes, the PBA did this a lot O Ll PBA o lld Jab 3 canl 3

7) Overall, maintained a positive, friendly &

enthusiastic attitude:

tguban g sa9 o1l ol cale JCy ol pla) o Bilay 7

0 | No, the PBA did not do this at all O BN e PBAJ i it s | O
1 Yes, the PBA did this to some extent D L 2a JIPBA JI i3 Jad S8 caes 1
2 | Yes, the PBA did this PBA J) <13 (Jad Sl (e

3 | Yes, the PBA did this a lot I___] Lt PBA ) el Jab 1 cpa

8) Used positive language: Aoy Aal Jaaiw .8
0 | No, the PBA did not do this at all | @Y e PBA J el Jady ol D 0
1 | Yes, the PBA did this to some extent | Leaa IPBA JI Qi3 Jud S8 cans 1
2 | Yes, the PBA did this X PBA J) 3 b 4l (ua3 | 2
3 | Yes, the PBA did this a lot | Llai PBA ) €3 Jad S cpas 3
9) Overall, Was ‘Customer Friendly’: 109 pa fagag oS ale JLAs 9
0 | No, the PBA did not do this at all O B e PBA D Al it | O
1 Yes, the PBA did this to some extent D Le 2o NMPBA JI @l Jad 381 (ol 1
2 | Yes, the PBA did this X PBA JI &li3 Jab 8l pas 2
3 Yes, the PBA did this a lot i Ll PBA ) ¢lid Jad 4l caa 3

1. Ovérall, rate the PBA g C : o § n E- . m
on: §' 5 =Y |~F IT I*E (gads Lad PBA Jl ad ole dsm 1
A) Greeting: 9 z|° 9 11 ) ) . g i (1
INT: Circle a number gubidl a3l Ao 3 ad) :daly
from 1.5 for each 1 2 3145543211 gl Gy A J<3 5 (N1 G
attribute, as relevant — — — - — — — — — -
O O 0XOO0000
B) Extent of Customer 1 2 134|551 43|21 Ad;ypitldayeuw(c
Focus & Friendliness: D D D D E D D D D D
C) softSkills & _ 1 213 1a]5]5]813[21] Seilaldc
Telephony Skills D D D D & D D D D D gl |




F. Answer this segment if:

A)Application for a new product/service:

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

c) Other purpose of call

Iy Gaac |l 98 Ja e el 1 e A1 ) 2

thhh‘,‘cﬂuk_\m -1
e i o) Aead ol ey GBlate ol laiiul -2
WSl g AT G2 -3

7.1 information provided, Product Knowledge &
Cross Selling

ALY s Iy giall oo A eal) dadial) cilagleali 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.

U“C‘“JCJ‘:Q“UJ‘)HK;‘S\S&L‘JS"‘PBAdlUL;‘ﬂ 1
L.v;l\/c_ﬁall \'A@J R.n)).!l Colatiaall / :\h}.«“ ﬁu\ / AL:L.\XL:\A\

Juaas

0 No, the PBA did not do this at all Ol @Y e dPBA J) Jady ol DS 0
1 Yes, the PBA did this to some extent O Leda 3 PBA I Jad Al caas 1
2 | Yes, the PBA did this Bd AIPBA b i pes | 2
3 | Yes, the PBA did this a great deal n S J88 ANPBA Y Jad il cans 3
2. PBA provided a clear and thorough explanation of O e G il ghadll e Jalidy ol g7 JEPBA Jpafadl 2
the steps that shall follow in terms of: Cua (e al
1) Process: tAdall (1
0 No, the PBA did not do this at all O BdY e dIpBA JI Jads o O 0
1 Yes, the PBA did this to some extent I:l Leda I 3 pBA JI Jad ARl cans 1
2 | Yes, the PBA did this B dipBA Jidad il i | 2
3 | Yes, the PBA did this a great deal O oS Jsdy SPBA JI Jad 4B cpxl 3
2) Time taken: 108 Al B (2
0 No, the PBA did not do this at all O @Y e ApBA JF Jak ol (S 0
1 Yes, the PBA did this to some extent O Lo aa (M dlli PBA JI Jad ail cons 1
2| Yes, the PBA did this X IPBA Jiad il caai | 2
3 |Yes, the PBA did this a great deal O oS J8dy AIPBA ) Jad il cani 3
3) Requirements (such as documentation): s(Chaficad) Jia) clillia (3
0 No, the PBA did not do this at all O @YY e AIPBA JI Jady ol DS 0
1 Yes, the PBA did this to some extent R Leaa M &l PBA ) Jab 2l cpal 1
2 | Yes, the PBA did this o SUIPBA ) Jab Al (ol 2
3 |Yes, the PBA did this a great deal O S Sl APBA Jidd il s | 3
3. The PBA was able to clarify any questions the o513 sk 1 ALl (n gl g ke IPBA (S 1 3
customer had:

0 No, the PBA was unable to do this | i3 JadpBA ) gaiw ol (3 0
1 | Yes, the PBA was somewhat able to do this O L &l Jad pBAJS plliluad 38 cpas 1
2 Yes, the PBA was able to do this D A3 JadpBA JI pUalualall sl 2
3 |Yes, the PBA was very able to do this X oS (8 &l JadpBA JI glhiiud A canl 3
NLA" Not applicable n # b s Al Jla B Jadd LAl 1 53 - sl é.:h.u Y[ 2

(Interviewers: Choose this option only if no — (Al | Gy

6
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guestions were poseg)

4. The PBA was able to explain the points of

differentiation and comparative advantage of the [giial duaify 528 Al cliall 7 5 PBA JIgllind a3l 4
product/service (Versus offerings of local (Rdliall Lladl o 5il) Lgadli T (n g pul) Jilia) dani)
competing banks):
0 No, the PBA was unable to do this O <1 JadpBA ) plalay al (NS 0
1 Yes, the PBA was somewhat able to do this M| Lesa M el JadpBA ) plhied ail cand 1
2 Yes, the PBA was able to do this D A3 JadpBA ) pUaiudall cani 2
3 |Yes, the PBA was very able to do this O 258 JSSy A3 JadpBA J1 plaind 38 caad 3
i . - . - Y - .
WA I\llot ag.[glucabl.eCh y ' o if as E oo Jh Jla d ks Lal 13a ad) o Sal) Gl Y Y
(interviewers: Choose this option only if asking Xl (e anafie | (3
about a specific product/service,

5. . Please rate the PBA on each of these attributes:

et o3a e Aew I Gy PBA S af e 5lay 5

1) Effort to fulfill the purpose for which the call

) ol (ma g Al (gilatt agall b (1

was made:
0 No, the PBA did not_make this effort/possess O & Aacdl o i ¥ [ agall 1igs PBA Jf aky ol DS 0
this attribute at all ANy
Yes, the PBA made this effort/possessed this . s . ot
! P ° il 15 a8 ¢
1 attribute to some extent D L a1 Al oda iy g2 /3¢l H3PBA ) ol ol e 1
Yes, the PBA made this effort/possess hi . . ; PR
2 aftsritfufe ort/possessed this | Lacdl o3 dllig ga [ 32 1PBA o8 38 aed | 2
3 Yes, the PBA made this effort/possessed this ] JS2u el odn dlliay ga [ 342l 13PBA ) a8 A aai 3
attribute a great deal ﬁ

2) Extent of product/service knowledge:

sdasdl) [ zilalls 4 mal) sda (2

No, the PBA did not make this effort/possess

S Aand! 038 dllias Y [ 3galt 130y PBA ) aks ol DS

0 this attribute at all O _ (Y 0
Yes, the PBA made this effort/possessed this . o . .o
! | N I 3
L attribute to some extent D Lot ) Aell ol lliy o /262l 3PBA I ol S oo 1
5 :tetsr}tfzteePBA made this effort/possessed this E Kol 038 llias g | 3gall 13PBA ) a8 il cani 5
3 Yes, the PBA made this effort/possessed this O IS Aacall oda dlliay ga [ 342l 13PBA ) a8 A (ans 3
attribute a great deal s
N

3) Cross-Selling effort/attempt made:

BBV Al Jal a ALl Aglaall gl Jgiadl sl (3

No, the PBA did not make this effort/possess

o Aandl o3a dlliay Y [ 3galt 1igs PBA ) aks al DS

0 this attribute at all u sy 0

1 Yes, the PBA made this effort/possessed this g Loas ) il o ol ga / 3gal 1360PBA U1 o8 a2 ond 1
attribute to some extent

2 Yest the PBA made this effort/possessed this D Lacddl 03 dlliey g [ 342l 1iPBA U 2l Sl aas 5
attribute

3 Yes, the PBA made this effort/possessed this n S8 Aacul) 030 elliay b [ 3¢all 13PBA ) g8 Sl (aai 3
attribute a great deal o8
Not Applicable

N/A (Interviewers: tick this option only if cross O oo 8 JLia Yl 138 e Adle pum gy o) gialil) Bk Y Y
selling was not possible due to the nature of = (Al s Aasde i B cross selling JV oS o Ja | Bolais

your inguiryz

4) Provision of adequate explanation in

response to questions posed

Aa g balr Al e (B ol 7 ) auads (4

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

(1o dawl) oda dllias ¥ [ 3¢l 13 PBA Jf al al S
Sy




+ + +
Yes, the PBA made this effor d thi . C . Lo
1 : e e this effort/possessed this D La 3o M dadl 038 lliay ga / 2gall 13PBA Jf alE S cans 1
attribute to some extent
Yes, the PBA made this effort hi - - . ..
5 . ade this effort/possessed this >l Aacal) oda llias oa [ 32t} 13PBA I ol 38 (oS 2
attribute
3 Yes, the PBA made this effort/possessed this D JSdy Al ol dlliay ga [ 3gal) 13PBA JI ald 3l caxs 3
attribute a great deal 28
Not Applicable s . . .
Ja 8 asd juall s Lade aua g sialdl) i Y Y
N/A (Inter\./iewers: tick this option only if no further D_ & = (mb:f&ii}:)b)éu s | ek
questions were posed)
2. Overall, rate the PBA “ B . .
o 5 v B | (= | Ol e PBA J a8 e K& 2
5 prosverknowieazes | o | &1 91 8|S |1 FLE e
Al Product knowledge = | 8|S 1™ e |E [ cededisandiiiad
information/assistanc | £ < g . 2 50 Ll L dbeial
e provided: 2% ey
INT: Circle a number 1 2 3 4 5 5 4 3 2 11 s B 55 '.) .rals
from 1-5 for each 0 Ij ﬁ ﬁ g [j é ﬁ HERE . gl Gl g ¢ U:dﬂé:ul\.l »
attribute, as relevant == | = | = LN - S - > S
B) Cross Selling: 1|12 |3|4|5(5|4{3|]21i1 :Cross Selling (<

{Interviewers: Please skip Part B/Cross Selling, 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)

AMia (K alfNloe llia (S aly (5 ke S 8 Jgn Tax o Jigs 7 sl il LB 136 Sahaby Y 1 <Cross Selling/o puiill 7 JB3 Y la ) 1) fialill)

{Cross Sellingdi Lo as I Jlawe

G. Answer this segment if the ‘Purpose of Call’ was to OIS e e A" 13 5 el W e cual p
express customer Complaints/Grievances: Ol Glallss /g gl ald

8.1 Complaints & Grievances lalliilf g 5 glSaN 8.1

1. PBA demonstrated active listening skills when the 53 gl S Laaie Japdill ¢ L) &l e PBA J) el 1
customer was relaying his/her complaint: AR

3| Yes O ai |3

0| No O % |0
If ‘no’, specify any additional comments here: cUa A8l lidad o) daa (MTHE™ 1Y

2. PBA ma.de a c.oncerted effort to understand the Al 5 S ogil LIS 22 PBA U158 2
complaint/grievance:

3 | Yes O avi |3

0| No O x (0
If ‘no’, specify any additional comments here: Ua Lo il @) daa TS Y

3. The PBA clearly explained each of the following to 05l M (e S m s PBA J o il 3
the customer: TS AN a5 AN B e JU S ) pad GiAlalf (ga) Ji) sdaly

INT: <Select either yes or no for each of the focus areas> (=

1) Complaint Resolution Process: @ 98dl dalaafda diles (1

3 | Yes O axi | 3

0| No ] 3|0
If ‘no’, specify any additional comments here: LA Al Gliadad (o) s TS N

2) Time taken for resolution 6 9SE) Aalaa [ Jat (§ aluall gl (2

3 | Yes i i |3

8
+ +




D+

01 No w0
If ‘no’, specify any additional comments here: sUa 8Ll cliadad (o) das MTMS" 1Y)

4. The PBA possessed adequate knowledge of the 5.5580 dallae/Us lanl 48 jedll Wliey PBA J K 8 4
complaint resolution process:

0 | No, the PBA did not possess any knowledge D 4 e GIPBA JduY S| 0

1 | Yes, the PBA possessed a little knowledge | AL 45 2aPBA Ji ey cani | 1

2 | Yes, the PBA possessed knowledge D i3 pa PBA J) dlliay aai | 2

3 | Yes, the PBA possessed a great deal of knowledge D A pal) o s BPBA U dlliag i |3

5. Please rate the PBA on each of these attributes, on a 51 O e o L el Gay PBA I af sslay L5
scale of 1-5: (28 5 400l cildaall e ddaa J90 541 Ga pd) g 3800 ) 1daly

INT: Circle a number from 1-5 for each attribute, as relevant (Leiatall
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1) Overa.ll customer 1 2 3 4 5 5 4 3 2 1 e 5 iyl (1
experience for D D D D D l:l I:I D D D < Y Plsﬁ
complaint resolution: i

2) Extent of PBA "~

) kzoirv"lezge o 1 2 3 4 5 5 4 3 2 1 @ PBA J1 48 jma 524 (2
ddalleadl Al
resolution process: I:I D D D D I:I D [-_-I D D s -

3) ]Efrlogt rr;?thg to |:lJrovide 1 2 3 4 5 5 4 3 2 1 slacY sl agall (3

ull & additiona PR
information: D D D D D D I-_—] D D D el Alal e sl
H. Call Closing: Al lady) pledl 2
C)PBA asked if he/she could offer further assistance Bae e auals (Caall (je cuilS / IS 13 LPBA U Jl(e

to the customer: sl b

3 | Yes X a3

0 No O x| 0
C) PBA thanked the customer and said goodbye: Al N Q8 g3l PBA 83 Sl

3 | Yes E pai | 3

0 | No D 3|0
E)The PBA attempted to acquire follow-up . Lo dealt oo

] | Az diall e Jgaadl INSFIEN
information from the customer: 109250 g Anliall Clagina o PBAJ dsa(z

3 | Yes & pni |3

0 | No L—_| M0

[ he) —
F) Overall, rate the g e : - 8 F _ F . b
PBA on Call o §| g1 89 |E |(E IE B e PBA J ol ole JSy (5
closing: g z | ° b :F . ) o ;L.JLA\J\ sl
INT: Circle a number > Guliad) 23,0 e o‘)..i\a p) daly
from 1-5 for each 1 2 3 q 5 5 4 3 2 1 Ll Gag (5 N 1 e
attribute, as relevant D D D D E D D D D D




Appraisal of interactive voice response (IVR)

Total Points Allocated /
Parameter

Greeting

Soft skills & Telephony skills

Other questions

Questions related to complaints/ Grievances

Call closing
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