+ MQW‘WG
PROJECT: Money
SHOPPER CODE DATA ENTRY EDITING Uy
Name Number Name Number Name Number
Ll ] Sl Sl ol 5m,
JEN] ] I =y JEN] T 56[
A. Details of Call | SV Al ol -
Bank Dhofar | Db ey
Bank Muscat )\,ﬁ“@_ 54 L oy
i axdl i ol St
1. Name of Bank to which National Bank of Oman O ol bl iy 5l it it 1
call was made: HSBC-018 ] HSBC-OIB <y A Jhayt
Bank Sohar | s ol
Other Bank Specify: (3as) ¢ yal ey
2. Call Centre Number ZU, g'g gs’ VLY Kol 2
Date | Month | Year il S| A
3. Dateof Call f “Jlaiyt
L2 10]) [200]1 |8 2]0]1]s dollen 3
Hours Minutes Batl Gle bl
4. Start Time to Call l ‘ 2 ’ l —} dld | e ey iy 4
5. Total Duration Call Hours Minutes G aletud) (JuaiY i p gema 5
INT: FROM POINT OF ANSWER BY O Lo Lal o) saly
PHONE BANKING AGENT 2a dlid 5
(PBA), UPTO COMPLETION O O ( O s u&ﬁ;‘ M‘
OF PHONECALL) ( pless
06:00-09 am O gluall % 09:00 -06:00
09:01-12 am Luall 4 12:00 —09:01
6. Time Slot Duri hich D < il Joan Wb iz @ 6
- Time Slot During whic 12:01noon-03pm E ekl 4 03:00 -12:01 ‘Jlaiyl 4
call was made: gl 5 el shaly
BINT:  SELECT THE 3:01-6pm [0 | ssu slud 3 06:00 - 03:01 i
RELEVANT TIME-SLOT, . ‘5-‘); q-d. : .
ACCEPT SINGLE ANSWER, | 00:01-9pm ] #luall 54 09:00 — 06:01 &2 .db::: Lﬁt
5 Ala
09:01-1am O o cecsie 33 01:00 - 09:01
1:01-5:59am O | s eleall i5:59 - 01:01
B. Purpose of Call Juail o
1. General Enquiry Product Name: QuerydCode (3l S0 (i} o
regarding a specific odu ame: NT: (insert C:A—_—di-ﬂ) ol H@ pud) oo ole Dladiad -1
Product / Service ) PR 3)dne dedd/mi
/ Open Quivest Aw from list) (4t () fa
2. Application fora Product N . Query Code HOg) 3oy (i)
New Product / roduct Name: INT: (Insert |’ oo Jad) staly (e =) o Jdgpaall Gl 22
. (Inse . T | —— - - .
Service R 3)uaa dedd/pd
from list) (4aitah ) e
3. Complaints / Complaint Code (INSERT FROM £ (Rllilt e JR) 5 5850 3a,
Grievances LisT) Abs/ sg8s -3
4. Other Please Specify Details: £(Jaaldh 233 3la ) boe 4 1




+

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

(IVR) % Gl 45 peall Do) ol i &

4.1Appraisal of IVR system:

Ao il 45 guall Aot QU3 0834 1

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

inls (n Tl il 28yl A s oS O i &S A
Caladiauyl 4 Jasily :Ujg.m

o | No, the IVR was not at all easy to use

1 | Yes, the IVR was quite/reasonably easy to use

2 Yes, the IVR was easy to use

3 Yes, the IVR was very easy to use

O X O O

S (DY) e dlelatll A5 pall Llaiu¥) ol o al S

A1335) 0
dobe JLiofla o | ) Aol 23 ol Lt ol S comi |
Al S

213 g Aol i) 45 goall Llaia¥) QU3 M cand | 2

AlaAEaN) (8 Taa Jgw Ale Ul 45 peall L) AU GAS cani | 3

2. How would you rate the IVR system in terms of Aali e Ale il 45 puall aduW! dlal caiad o) A€y a2
clarity of instructions? $latdatll - g g
0 | No, the instructions were not clear at all O (DI Ao dadl g clahaill oS Al S| 0
1 | Yes, the instructions were guite/reasonably clear O daualy Jaba JS30 [ La da M colabaill CilS cand | 1
2 | Yes, the instructions were clear daud) g ol Ciladadll spd 2
3 | Yes, the instructions were very clear D fan daud) g ilS Claglall cand | 3
D. Greeting waa il &
5.1 Greeting & Purpose of call . Sba pa g adl g cua il 5.1
an |
1. Once you selected option ‘9’ on the IVR, 4 mWMHA Gt Jldas 89" Jlday) & jlaal e 1
(“To speak to a call centre agent, press (Mentign - S e ik ge ae AlSEUT) ¢ Ao litll A5 5l
9”), how long did it take for you to speak 21 ! g I aaa) i yadul 8 gl e oS ("9 Jaiaal / YL
to a PBA? seconds or S5l IPBA ae Zaxll
INT: Specify duration in the space provided minutes) (& (PUaral] dabucall b i gl 2a) sdialy

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?

8 glaa" Jiadal LIS Jla b kil i) 8 e Ggla) tdaly
W Cgualt dard e " Jlua)
SPBA J8 (e &l JuiY) sale) 3 2

3 | Yes | axi| 3
If ‘no’, specify any additional comments here: *Note to O 1o faldl Aase* (Un 48lk) Ciliydat o) ata OIS 1Y
interviewers: This is not a mandatory field. Please fill in AALaY) clBadall aaa dplay Dl 31 (ad 138 AdaY) Jia
any additional observations, if relevant. Otherwise, leave JS e gl 1 A8 8 LY & 5 W ALall aifd
blank. This applies to this option for all future guestions. LAl ey Aalatal &l Jual

3 | NA & BhbY |3

3. On picking up your call, did the PBA wish you, ‘Good
morning/ afternoon/ evening’?

) ?")_.'&.“ gLuu /.);u.u

3 Yes

ax 3

0 1| nNo

O X}

w« |0

If ‘no’, specify any additional comments here:

UA Adld) el (o) aaa (NS™ 13

4. Did the PBA greet you in the same language you
selected through the IVR system?

Ulaiu¥) ol A s ia) Al iy pBA Db ay o 4
eile Ll 45 guall

3 Yes

s 3

0 No

O|R

w10

if ‘no’, specify any additional comments here:

Ua L30a) clihd ) saa ST 1)




+
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D.

Greeting

e Al L&

5.1 Greeting & Purpose of call

Juai (a2 adl g G il 5.1

l

l

5. ngftzhoeuZ:eAs’::greeting on his/her level of (1)) TN (5 i G PBA a5 0B S
0 No, the PBA was not at all courteous [:I @Y e 3 PBA J oSyl 28 0
1 Yes, the PBA was quite/reasonably courteous d Jgha JSy fLa a3 PBA T IS ¢pad 1
2 | Yes, the PBA was courteous M @ PBA JV QL pad 2
3 | Yes, the PBA was very courteous | 13> (3 PBA J) S <pal 3
6. zs;:ct::e PBA’s greeting on his/her clarity & pace of (1) 1 5 A0S £ guins) Gy PBA ) m 5 A8 6
0 No, the PBA did not speak clearly & steadily D Jie) g r sa s PBA I alSl ol O3S 0
1 Yes, the PBA spoke quite clearly & steadily D Jie) g 7 e gs Jgla J8E3 [ e da JIPBA U alSG caas 1
2 Yes, the PBA spoke clearly & steadily Jlaiely 7 g pPBA I AlSS cans 2
3 Yes, the PBA spoke very clearly & steadily [;I Jliie )yl mualy JSAWPBA I alSS s 3
7. Did the PBA introduce himself/herself by name? SVl (Nl = BPAJ Gie a7
3 | Yes X ani | 3

0 | No D M| 0

If ‘no’, specify any additional comments here: Uiy A8l clides ) e MTHST
8. Did the PBA then enquire after the purpose of your felllad) ot ge JLadin¥WL @l 2y e BPA JlBds 8
call?
3 | Yes [N a3
0 |No | % |0
If ‘no’, specify any additional comments here: - AdLo) clidas @) saa "I Y
INT: <Answer this question only if the Mystery Shopper is

calling as an existing customer>

Jaly el (gutiall OIS Jla b b Jlsadl Vid o cigla) cialy
ida (3
€Sl i say 019030 Al Jonslith oepBA i e e 9

9. Did PBA ask for customer details for the purpose of
verification?
3 Yes E pui | 3
0 | No O M |0
NA Not Applicable (N/A D hu Y| 2
10. Did the PBA proceed to listen to (or probe for) the fallsS Jdgbs (M (e el Y gladu¥) PBA JI &6 da 10
customer’s query/grievance/complaint? Soslt eSS
0 No, the PBA did not do this at all D B e PBA J ) Jads al S 0
1 Yes, the PBA did this to some extent L—_I L3 A PBA i) Jad 48 canl 1
2 | Yes, the PBA did this PBA J) &lli Jab skl cpai | 2
3 | Yes, the PBA did this a lot In Ll PBA 1 €lil Jad sl cpas 3
E. Soft Skills & Telephony Skills Liilgl) cLal) &l gy Luadd)) il gl 7
6.1 Hold Procedure I aleinal 6.1
1. Did the PBA ask, “May | put you on hold briefly, while OsS O A Ol T IS i of S Ja" pBA DAl a1
I get the required information?” prior to putting you OUETY Al A dleiia g Jid 04 gllaall Sila glaall o Sdiaa
on hold?
3 | Yes O o |3
3
+ - +



+ +
E. Soft Skills & Telephony Skills | Lalgll CLa) &l e g Apadd) Sl_lgall 7
0 No D 10
If ‘no’, specify any additional comments here: U 8Ll cliaded o) daa (U 1Y
NA | Not Applicable (N/A) X —X! . !.X
2. Did the PBA speak with anybody else prior to placing PO s Ay J8 AT paddian PBAJI S e 2
you on hold?
0 | ves O aa | O
3 | No O |3
If ‘no’, specify any additional comments here: Ua bl Glidad o) a3a (NS 1Y
NA 1 Not Applicable (N/A B — LA

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

Cre S JBIEPBA J1 S 5 Jla (A hadd Jigud) 13 o Ggla) rdaly

for over 60 seconds (&5 60

3. Did the PBA inform you that he/she needs more time Gy e el g gl e uall 0 iy pal PBA Jldldel da 3
and apologize for the same? € ya¥!

3 Yes I:] = 3

0 | no W 10

If ‘no’, specify any additional comments here:

U il il o) aaa NS 1Y

NA Not Applicable (N/A) & ki ) !
6.2 PBA Attributes PBA Jl ©law 6.2

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

‘ol 038 o S wa PBA J) B3 Jla 8 "D 5l Mand® a1

) Active listening skills:

bkl gl i e 1

No, the PBA did not have this attribute at all

(B e PBA J) €lld dady o S 0

L 2 JPBA assd.s.m‘a,g 1

Yes, the PBA had this attribute

PBA J) &1 Jab 38l caai 2

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

Yes, the PBA had this attribute a great deal

LLa pBA Ui &8 gab sl s 3

2) Effective guestioning skills:

Jladll f gaiua) Sl lga .2

0 | No, the PBA did not have this attribute at all (DN Ao PBA J) el Jady ol 3 0
1 | Yes, the PBA had this attribute to some extent Lesa NPBA () lll Jab il oal 1
2 | Yes, the PBA had this attribute PBA JI ¢lld Jab ail cand 2
3 | Yes, the PBA had this attribute a great deal LLGPBA () &ll} Jad &l cand 3
3) Confident: @3

No, the PBA did not have this attribute at all

By Ao pBA J) il Jady ol (IS

Yes, the PBA had this attribute to some extent

L osa MPBA J €lld Jad 30 ol

Yes, the PBA had this attribute

PBA J) ll3 Jad 3l cani

W | N = | O

Yes, the PBA had this attribute a great deal

4) Professional:

-

i

No, the PBA did not have this attribute at all

0
1
2
LLGpBA () lld Jad ail cans 3
a4
0

(&N Je PBA J) el dady ol 38

1 Yes, the PBA had this attribute to some extent

Lo s JIPBA () U3 (Jad al (aal 1

2 Yes, the PBA had this attribute

PBA () élld Jab 3l cani 2

O
O
X
O
O
u
X
O
O
O
P
O
O
O
X
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E. Soft Skills & Telephony Skills | Lokl VLAY & lga s Lol il gl 7 |
Yes, the PBA had this attribute a great deal O Ll pBA JI lld Jad 38! s 3
5) Friendly: 4949 .5
0 | No, the PBA did not_have this attribute at all O DY) e PBAY Mgk A S| O
1 | Yes, the PBA had this attribute to some extent O Lo aa MPBA J) Sl Jab ail coal 1
2 Yes, the PBA had this attribute PBA J! ¢lid Jad a8 (an’ 2
3 Yes, the PBA had this attribute a great deal D Lalad PBA () ¢t Jad 48 caal 3
6) Used simple language & phrases: Ay Joa g SlalS Jeaid 6
0 | No, the PBA did not do this at all O Y e PBA JI dlld Jay ol S 0
1 Yes, the PBA did this to some extent D Lo da IPBA ) el Jad 388 cand 1
2 | Yes, the PBA did this X PBA JI &l Job il quus | 2
3 | Yes, the PBA did this a lot O Lilad pPBA J1 <ll3 Jad 388 cans 3
7) Overall, maintained a positive, friendly & cnalan g (539 £03] ol cale (S iadl £ le Bilay 7
enthusiastic attitude:
0 | No, the PBA did not do this at all O Y e PBA ) &l Jady ol (3 0
1 Yes, the PBA did this to some extent E Laaa IPBA () €l Jad al cand 1
2 | Yes, the PBA did this O PBA J i gab dil quai | 2
3 | Yes, the PBA did this a lot ] LLGPBA J) i Jub sl i | 3
8) Used positive language: Ayl 48 Jaaiay .8
0 No, the PBA did not do this at all D S Je PBA Jf &3 Jady ol S 0
1 | Yes, the PBA did this to some extent O Loaa AIPBA ) elld Jad A can 1
2 | Yes, the PBA did this X PBA J) 3 Jad ail cpni | 2
3 | Yes, the PBA did this a lot O LLa PBA ) &lliJab sl caai | 3
9) Overall, Was ‘Customer Friendly’: 03 aa fagag (S cale IS 9
0 | No, the PBA did not do this at all O LY e PBA JI dlli Jady o S 0
1 Yes, the PBA did this to some extent D Loda NPBA JF lld Jad SBl caal 1
2 | Yes, the PBA did this 3l PBA J) &3 Jub ol i | 2
3 Yes, the PBA did this a lot D Ll PBA JI lld Jad 3t cans 3
1. Qverall, rate the PBA § - 3 | § F E—- 5
on: S §I % g | < t kb | ! rE .| iasi WS PBA Jl a8 e B2 1
A) Greet'ing: o z|° $ F (E . E o s gl ( )
INT: Circle a number clid) A83Y e 55 ak) dal
from 1-5 for each 1 2 3 4 5 5 4 3 ) 1 Ll @y Ao JSI 5 N1 (e
attribute, as relevant D D D & D D [:I ﬁ ﬁ ﬁ
B) Extent of Customer Z z —_3: Z E E —g-_— E Z -l— Agagll g g ML Al (g2 (2
Focus & Friendliness: I:I D D D D D D D D
C) Softskills & 1 1213148055 4]3]2]11] Sgiaaide
Telehony Skill O 0|0 O O 0|00 gl 3




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

Ml Gaa- " oS J el e e Bl )~

Buda ek ) e bl -]
Cpae agadd o) Aead 5l iy GBlaie ple laiiul -2
Sl e AT G 2 -3

7.1 Information provided, Product Knowledge &
Cross Selling

A an J g giiall o Ad ) (dadiall Gl glaal) 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.

Aasal il 3gh o U i aFinal / A pall el / el

Jaaas

0 No, the PBA did not do this at all ;. BV e AIPBA i Jadu &l S 0
1 Yes, the PBA did this to some extent E Leda I &l pBA Jf Jad 38l caas 1
2 | Yes, the PBA did this n ANPBA ) Jed W a3 | 2
3 Yes, the PBA did this a great deal D S JSdy SIPBA ) Jad A8 s 3
2. PBA provided a clear and thorough explanation of O e S il gladll e Jaldy ol g7 )3PBA Jlpadadl 2
the steps that shall follow in terms of: Cua (e o

1) Process: s Addaadl (1
0 | No, the PBA did not do this at all | BV o AIPBA Y s A XS | O
1 Yes, the PBA did this to some extent | Lada ) &l pBA ) Jad Sl cans 1
2 Yes, the PBA did this m ANPBA JI Jad Al s 2
3 - |Yes, the PBA did this a great deal D S JSs IPBA I Jad A cand 3
2) Time taken: 13 ASual] Sl (2
0 No, the PBA did not do this at all W BBV e dARPBA JI Jads ol S 0
1 | Yes, the PBA did this to some extent O La 2o 1 N3 PBA ) Jad 3 coad 1
2| Yes, the PBA did this X ApBA JiJad il cani | 2
3 | Yes, the PBA did this a great deal O oiS S8y AIPBA ) Jad a8 (s 3
3) Reguirements (such as documentation): s(alical) Jia) cilithiia (3
0 No, the PBA did not do this at all D @Y o dpBA Ji Jady ol DS 0
1 Yes, the PBA did this to some extent | L2 N <l pBA ) Jad 2l can 1
2 | Yes, the PBA did this GPBA Jidad sl i | 2
3 |Yes, the PBA did this a great deal | onS JSdy APBA ) Jab Al cpal 3
3. :::t::z:v::da:ble to clarify any questions the s el 3 Yl n gl gt ke SPBA S 3
0 No, the PBA was unable to do this D A3 JadpBA Jf akaliey al (3S 0
1 Yes, the PBA was somewhat able to do this ] La 3o 1 i3 Jad pBAJY pliad 381 cpas 1
2 Yes, the PBA was able to do this X A JadpBA ) pUiulal! canld 2
3 |Yes, the PBA was very able to do this O oS J8dy ¢l JaBpBA JI gt dB) cpal 3
N/A Not applicable D 7ok ool Ja A dadd LAl s i) Salill) C,.\L.uy ‘ }

(interviewers: Choose this option only if no - (Y | Gy

6




| guestions were posed)

4, The PBA was able to explain the points of
differentiation and comparative advantage of the [giall dualliy S Al il 7 0 OIPBA Jpllaind 2l 4
product/service (Versus offerings of local (diall Aol o gilf Vol (A (i g pull Jilia) Zanall
competing banks):
0 No, the PBA was unable to do this D &3 JadpBA (f plale ol S 0
1 | Yes, the PBA was somewhat able to do this | Laaa Nl JedpBA 1 pllaiaad B caa 1
2 Yes, the PBA was able to do this O Ui} JadpBA U plaludadl aai | T 2
3 | Yes, the PBA was very able to do this O 28 gy I3 JadPBA ) pllaiedt 4Bl cans 3
N/A nota . I|cabI-e h hi . v if aski ] or dlda L6 jLall i sl g fald) Guab Y ¥
(Interviewers: Choose this option only if asking |9 ] (Kiomn Goifpeiie | 3ok
about a specific product/service,
5. Please rate the PBA on each of these attributes: ‘Cilasl 038 e dew JSI G PBA ¢ 3lay 5
1) Effort to fulfill the purpose for which the call “ s v . .
) burp :duall £lys O g Al (Bladl seall JA (1
was made: .
0 No, the PBA did not make this effort/possess O oo Aand! oda dlias ¥ [ 3gad) 13ga PBA J als al O3S 0
this attribute at all A
Yes, the PBA made this effort/possessed this u - g . P
! | Aol 0da i Il (AR
1 attribute to some extent K| o S0 iy b /3621 ePBA I o8 3 aus 1
5 thi%tfzfePBA made this effort/possessed this [:I Tl o3a iy g2 [ 3gal) 13gPBA O plE 81 cons 2
3 Yes, the PBA made this effort/possessed this O IS Al odn iy g [ 3all 13PBA ) a8 Al (ael 3
attribute a great deal ﬁ
2) Extent of product/service knowledge: sAadil) [ milally 48 aall e (2
0 No, the PBA did not make this effort/possess n 5 Aadl o dlliay ¥ [ 3galt 1igs PBA Jf pls &l (NS 0
this attribute at all (D&Y
Yes, the PBA made this effort/possessed this w il oia e, s |G 5 and
1 attribute to some extent O] waw W ol g /3620 BePBA i e 1
5 :fti}bt\?fePBA made this_effort/possessed this E Tl o38 iy g2 [ 3gal) 13gPBA I 5l8 48 cons 5
3 Yes, the PBA made this effort/possessed this 0 IS daall 03n lliay oa [ 3gall 1PBA ) A8 Sl cael 3
attribute a great deal &
3) Cross-Selling effort/attempt made: ALY ) dal e Dshaal) Wolaall o Jydual) gl (3
0 No, the PBA did not make this effort/possess O (s Aacadl ol dlliy ¥ [ 3gall 1iga PBA ) plls ol DS 0
this attribute at all Y
1 Yes, the PBA made this effort/possessed this & oas Al oia i o / 2gall 136PBA I ol5 i aas 1
attribute to some extent

2 Yes,bthe PBA made this effort/possessed this D Aol 034 dliay g2 ] 3gal) 1igPBA O ol S cans 5
attribute ==

3 | Yes, the PBA made this effort/possessed this O S8y Lad) o3 dlliay gb [ 3¢l 13PBA ) pl8 48 cpa 3
attribute a great deal s
Not Applicable

N/A (Interviewers: tick this option only if cross ] (b b Jlaia Yl l3a e Ladle pum sy ol ) fialdl) Gubahy ¥ ¥
selling was not possible due to the nature of == (Sl oo dapbs iy U0 cross selling I ¢S ol da | By
your ingui

4) Provision of adequate explanation in Ao g haall AL e 14, (3l 7 ekl S (4

response to questions posed
0 No, the PBA did not_make this effort/possess D oS dacdl a3 ey Y [ 3galt $3ga PBA ) ala ol S 0

this attribute at all

By




+ + +
Yes, the PBA made this effo hi . e . . .
1 es' e ma is effort/possessed this D Leda ) el ol i 5o / gl gPBA Ul ol8 ) pud y
attribute to some extent
Y h d is effi i . . . .
) esi the PBA made this effort/possessed this < Aandl 038 lliay b | 3gall 1igPBA ) ol 3 cans 2
attribute
Yes, the PBA made this effort/possessed this JSd Aand) odn lllay ob [ 3¢l 13 PBA JI pl8 Al cans
3 H 3
attribute a great deal ey
Not Applicable R ] . .
. Ja 8 Lass sl 13 Lde g aalll) Bk Yy Y
N/A | (Interviewers: tick this option only if no further _g ddda B b8 = (mt..:adif:)h)éjm uSJ PR
questions were posed) : —
2. Overall, rate the PBA - — e . . .
on: S @ B | = | Gl led PBA Ja e i 2
Al Product knowledge & | ét g 89| E Il R
A) Product knowledge o g |3 3F : T‘ . . il e/ AaTidly e (]
information/assistanc g < g . ) 50 ) gy bl
e provided: * o
INT: Circle a number 1 2 3 4 5 5 4 3 2 1 aaliall S0 e sm) s
from 1-5 for each — o —— —
o e o ee il ¢ Ada .
attribute, as relevant D_ g g E g D_ g g D— —D— = Gty Jui5 (M1 o
B) Cross Selling: 1 /23|45 |5|4|3]|2]12 .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)

s oS alfdlae dlia (K aly 5 ke Slas 2 Joa Taa o Jlgw 72 sl Caalill 28 e (Bukais Y 1) <Cross Selling/e pusll 7 5k ¥ Bla ) :0) siall)

{Cross Sellingd! Lo aa I

| Jlawe

G. Answer this segment if the ‘Purpose of Call’ was to OIS JLa) (e Al 1Y) 5 Sl ') u"" %i Nd
express customer Complaints/Grievances: Sl Gilallss [ g gl ald

8.1 Complaints & Grievances lalliill g o glS&l 8.1

1. PBA demonstrated active listening skills when the S8y sl O Lexie Jap il pladu¥) il jlgs PBA JI el 1
customer was relaying his/her complaint: VAR

3 | Yes Al i |3

01| No D M | 0
If ‘no’, specify any additional comments here: U Al ciliad (o) daa NS 1Y

2. PBA mage a c.oncerted effort to understand the ALl 5 S il S 342 PBA JI o650 2
complaint/grievance:

3 | Yes | ai |3

0| No O %0
If ‘no’, specify any additional comments here: sl Gllal lidad o) daa NS 1

3. The PBA clearly explained each of the following to 050 M e IS s PBA Jizod a3
the customer: S A3 AN BADY G JU NS ) al Gailladl gaa) id) sdialy

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

1) Complaint Resolution Process: 388 Aatlaa/da Ales (1

3 | Yes | i |3

0| No O 3|0
If 'no’, specify any additional comments here: Ui Al ciliydad o) dda NSM 1Y)

2) Time taken for resolution oSl Aadlaa [ Jal (3 Afuall gl (2

3| Yes H aui |3

8
+ ; +




D+

0| No %50
If ‘no’, specify any additional comments here: 2l 4 8la) il ) 2 TS
4. The PBA possessed adequate knowledge of the -5 S At/ Jn Fulea &6yl liie; PBA J) IS &1 4
complaint resolution process:
0 | No, the PBA did not possess any knowledge D G s gIPBA J Y SS| 0
1 | Yes, the PBA possessed a little knowledge M| ALE A aaPBA ) el aai | 1
2 | Yes, the PBA possessed knowledge D 43 pa PBA J) dlliag cani | 2
3 |Yes, the PBA possessed a great deal of knowledge D 48 aall e € JEPBA U iy (i | 3
5. Please rate the PBA on each of these attributes, on a 5 1 e o A Slenll Gay PBA Ji a8 Gl L5
scale of 1-5: ' (@8 400l Slieal) (e diua J9U 5-1 Ga a3 Jga 8l ) 1daly
INT: Circle a number from 1-5 for each attribute, as relevant (e
— =l —
o QJ o — o
S| 83| &|F L | [E
=] S <] |1F .
s = <>( © o :F (E' i i
> - »
1) Overall customer 1 2 3 4 5 5 a4 3 2 1 j N
experience for Aadee 8 bl 3541
Manll (5 &
complaint resolution: Ooajgoo,ojooo|a s ds
2) Extent of PBA ..
) knowledge on 1 2 3 4 5 5 4 3 2 1 w PBA J AU yma gda (2
dalladdl Alee
resolution process: D I:I D D D D D D D D T g
o S mgetopoise | 17213 8] 5| 5| 43 ] 2 | 1] amvsmeig
information: D D D D D D D D D D ALl Agls Calaglas
H. Call Closing: ~ sAallsall/ ey slgd) 3
C)PBA asked if he/she could offer further assistance 535 L a3a (el (3o S f K13 LipBA ! dtu(c.
to the customer: s oM Agdual
3 | Yes X ai| 3
0] No I:I 3% |0
C) PBA thanked the customer and said goodbye: (Al A QB sl PBA ) S (S
3 | Yes m : |3
0 | No O (0
E)The PBA attempted to acquire follow-up . .
o] ) dalall Ol
information from the customer: 1l ga Aliall claslea e dpaslPBA JI dsla(c
3 | Yes I:] | 3
0 | No & M| o
- =] —
F) Overall, rate the S o g | o 8 F E- b
PBA on Call < §l 189 53 ’T l*E p. | o= PBA Jiad qle I (¢
closing: 9 zZ | ° 5 3 y . -Jladyl sl
INT: Circle a number > Gallall a2l o Bl ad) daly
frombl-S for ealch 1 2 3 4 5 5 4 3 2 1 il G (5 N 1 e
attribute, as relevant D D D m D D E D D D
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