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PROJECT: Money Ny~
SHOPPER CODE DATA ENTRY EDITING SR. #
Name Number Name Number Name Number
(lé_).“ oyl ?3)1\ Y ?EJD e
[T 11 ] 23

A. Details of Call JiaiVfAaltsall Jaalds -

Bank Dhofar O Dtk ely
Bank Muscat d Liae iy
i PP I S P | 1 11
1. Name of Bank to which | 2uonal Bank of Oman u el b & 25 i i a1
call was made: HSBC-OIB d HSBC-OIB &y 4 Jhaiyl
Bank Sohar O : S oy

Other Bank Specify: Al H:llaa' (A’M/I )ﬁnlg ) (33a) AT ey

2. Call Centre Number QL}S 3’-} ]'}? ‘ VLY e ad, 2

0

Date | Month Year At Sl | el
3. Date of Call Jlaii .
b [0[1 |2 [ofs(8]200]a]s] | || s 3
Hours Minutes e alelud
4. Start Time to Call l | ‘ Z | i Jua ey cdy 4
5. Total Duration Call Hours Minutes (HEa sl [JuaiYl g sana 5
INT: FROM POINT OF ANSWER BY O AW Aal o) 1dialy
PHONE BANKING AGENT fa A A
(PBA), UPTO COMPLETION O o D (g v PR %ﬁ\ |
OF PHONECALL) ( slgsi |

06:00-09 am el 2 09:00 -06:00

09:01-12 am

6. Time Slot During which 12:01noon-03pm
call was made:
BINT:  SELECT THE 3:01-6pm
RELEVANT TIME-SLOT,

Luall 3 12:00 —09:01
Sy Joa M iz s 6
ekl 2 03:00 —12:01 Sy 4

- gl 58 A rdualy
L .00 — 03: ; :
U eladl 8 06:00 ~ 03:01 5 (A Rptiad

OO0000OxO03

ACCEPT SINGLE ANSWER, | 00:01-9pm sbuall (3 09:00 — 06:01 | & dﬂ:ﬁt
09:01-1am Jill Caatie a2y 01:00 - 09:01 o
1:01-5:59am Su Fluall 3 5:59 — 01:01
B. Purpose of Call Jual) iy o

1. General Enquiry Query Code | :(Jimal) Ja

. " (i) and) )
regarding a specific — (i) e b il o
: BooP INT: (nsert | O daal) by ¢ Lowitao

P ; —_— a5 _ s v
roduct / Service H ing Loaf) from list) (deaial ( SR PREV/Ci%
d Query Code | :(Jlismall a)

Product Name:

2. Application for a

: _— (i ot
New Product / Product Name INT: (nsert | Oa Jadl) sty ( =) e Jpanll Gl 22
. . (nser . T | — - - .
Service PRT $)uaa dsdd/miia
from list) (Aaid) )
3. Complaints/ Complaint c‘t‘lj:r('NSERT FROM (Al (e Jaal) s s8Al Ga
Grievances ) i P PY (O
. . !
4. Other Please Specify Details: (s 333 L) boe 4 1




+ + +

C. Appraisal of Interactive Voice Response (IVR) (IVR) dde Wil 435 geal) Aslaiall) Al andi &
system:
4.1Appraisal of IVR system: Lo Ll A5 gual) Aato) alS auidig, {
1. How would you rate the IVR system in terms of daall e Agle il A5 puall LladuY) AU 45 o) HliSey S 1
Ease of navigation & user-friendliness? aladiuyl g Jarl A ggun
o | No, the IVR was not at all easy to use D Mﬁﬁd“‘\‘m 4 yeall Ll ol Gl 38 0
aladiay)
. Jsida JSufla 2a N Al il 45 gonll ot Al (S cans
1 | Yes, the IVR was guite/reasonably easy to use D i >t ;‘*_9___ e 1
pladiu) e
5 | Yes, the IVR was easy to use & 850 S e ) A5 poal) T Sl ¢S cpad 2
3 | Yes, the IVR was very easy to use D AT B fan g Gle Ll 45 gucl Llata) Al &S cpad 3
2. How would you rate the IVR system in terms of Aanli e Rgletaill 45 sall i) AU ol o) Sy a8 2
clarity of instructions? flalatll g g
0 | No, the instructions were not ciear at all | Byl e Aoty cladailf ¢Sl S| Q
1 | Yes, the instructions were guite/reasonably clear [l dadalg Joiia JSd0 [ L da M Claddadll CilS caas | 1
2 | Yes, the instructions were clear X daudl g cilS cilaledl i | 2
3 | Yes, the instructions were very clear O fan Aol g culS Ciladaill aai | 3
D. - Greeting ‘ ua dll (&
5.1 Greeting & Purpose of call Juaiyl s o Al g Gua il 5.1
i
1. Once you selected option ‘9" on the IVR, b <e(- Llaiay) pUss 39" Juaia¥t @ sl ol 1
(“To speak to a call centre agent, press (Mention S FSyeilbge analillny ¢ Akl 45 5l
9”), how long did it take for you to speak sl Sl aan) | 85l (e oS ¢("9 daial / VLT
to a PBA? seconds or a5l SPBA s Cuaaill
INT: Specify duration in the space provided minutes) (& (BUanad) Aaluall B B gl 2a) 1ty
INT: Answer this question only if you selected the ‘Call back’ 3 gl Jlalal & L3S Ra ‘!,a & Jgeadt 12 e Gla) tdaly
option via the automated voice service :(“,J"Y} Ggpall Lok pe "Jlaiy!
2. Were you called back by a PBA? $PBA Jd e JLaiVisdlel 3 da 2
3 | Yes O oo |3
0 No D |0
If ‘no’, specify any additional comments here: *Note to o ropfalll Aadle* sUa Adlal cilidad of daa "™
interviewers: This is not a mandatory field. Please fill in AALaY) cilBadiall s pla gy Ll 31 Gl W30 LW Jia
any additional observations, if relevant. Otherwise, leave g8 e kb 1 A8 8 Llay) &5 g Alall cid
blank. This applies to this option for all future questions. AU allayy A8l ol jual
3 | NA X G=LY | 3
3. On picking up your call, did the PBA wish you, ‘Good &l pall Fla” ol AGPBA Ji pld b dAelendl dlas; a3
morning/ afternoon/ evening’? " uah plise e
3| Yes X |3
0 |nNo O x| 0
If ‘no’, specify any additional comments here: Ua A dLo) Gl ) dda TS 1Y
4. Did the PBA greet you in the same language you Alaiuy) Hlas 8 g5 il A Al iy PBA I by da 4
selected through the IVR system? fade st 45 guall
3 | ves X pi | 3
0 | No O 3 |0
If ‘no’, specify any additional comments here: U 48la) clidad gl daa (S 134




+

+

D.

Greeting

cua Al

»
ol

5.1 Greeting & Purpose of call

Juail (pa g adl g cua il 5.1

5. CR;tjcittehoeu::eAS::greetlng on his/her level of (1)) BB (5 gl G PBA I im 5 B 5
0 No, the PBA was not at all courteous d SY e 3l PBA Jigial S 0
1 | Yes, the PBA was quite/reasonably courteous | Josha g8 /e 2a () (34 PBA JV OIS (pui 1
2 Yes, the PBA was courteous m @I PBA ) S cpus 2
3 Yes, the PBA was very courteous [:I faa Gd PBA I O cans
6. l:s;:ct::e PBA’s greeting on his/her clarity & pace of ()45 3555 4038 ¢ sun sl Gy PBA Ul i B 6
0 No, the PBA did not speak clearly & steadily D Jlaiel g 7 g 53 PBA J) alShy al (38 0
1 | Yes, the PBA spoke quite clearly & steadily O el rsass Joida S50 [ La 2o (JIPBA ) AISE) caal 1
2 Yes, the PBA spoke clearly & steadily e )y 7 9 9PBA ) IS can 2
3 Yes, the PBA spoke very clearly & steadily D Jhaied g faa il g JSEPBA JI AT cand 3
7. Did the PBA introduce himself/herself by name? fan¥l (J4sdi e BPA JV e a7
3 | Yes X pi | 3
0 |No O % |0

if ‘'no’, specify any additional comments here: Ua A8la) Gl ) daa (IS 1Y
8. Did the PBA then enquire after the purpose of your flllatl g j2 ge Jludiu¥l Glld aey e BPA J 2B 8

call?

3 | Yes E s |3
0 Ino O 3% [0

If ‘'no’, specify any additional comments here:

U bl cliyhad of daa (M"IS" 1)

INT: <Answer this question only if the Mystery Shopper is
calling as an existing customer>

Jaly s pul) Fomiall OIS Ja b Tk Jgud 120 o Gigla) 1daly
ida (4 6
Sl i s 05230 A yall Jpealihl GePBA JVduda 9

9. Did PBA ask for customer details for the purpose of
verification?
3 | Yes O pui | 3
0 No D ~N | O
N2 | Not Applicable (N/A b wy | L3
10. Did the PBA proceed to listen to (or probe for) the [ [d5ws (A (e sludiu¥) o)) glau¥ PBA J) &5 Ja 10
customer’s query/grievance/complaint? S5l 5 85
0 No, the PBA did not do this at all D BhY e PBA JI Al Jady ol S 0
1 | Yes, the PBA did this to some extent D Lo 2 M PBA ) el Jad Gt can 1
2 | Yes, the PBA did this X PBA J) &Il Jub il (pai | 2
3 | Yes, the PBA did this a lot 1 Ll PBA J) el Jad ail i | 3
E. Soft Skills & Telephony Skills Ad0gl S O ey Apad ) Sl gl 7
6.1 Hold Procedure SN el ja0 6.1
1. Did the PBA ask, “May | put you on hold briefly, while O O B Ol I OIS 5 ol S Ja" PBA DI il da 1
| get the required information?” prior to putting you FoUY) Alla A iz g 3 94 plaall il glaall o iliaa 38
on hold?
3 | Yes O pxi | 3
3
+ - +




+ +
E. Soft Skills & Telephony Skills { LElgl) eNLaiN) &llgay Apaddd] il gl 7
0 | No | 3|0
if ‘no’, specify any additional comments here: sUa 8Ll Gilidad o) daa (NS 1Y
NA . Gakaiy Y Y
—— | Not Applicable (N/A ot =
2. Did the PBA speak with anybody else prior to placing Sl s Al J8 AT jadlae PBA USSR 2
you on hold?
O | Yes | axi | O
3 | No O 3|3
If ‘no’, specify any additional comments here: Ua Adla) clidad ol aaa (NS Y
NA | Not Applicable (N/A X — Rl . 3
INT: Answer this question only if the PBA kept you on hold . O SS) BITPBA J) S 5 Jla & Jad il 1 o wigla) tdals
for over 60 seconds (:\_',_,L’, 60
3. Did the PBA inform you that he/she needs more time A e HYiel g gl e et i pasl pBA Jt el da 3
and apologize for the same? ¢ Yl
3 | Yes O pui | 3
0 | No | 3|0

If ‘no’, specify any additional comments here:

1Ua AdLa) il o) 2aa (IS

NA | Not Applicable {N/A X =
6.2 PBA Attributes PBA J! Glaw 6.2

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

‘lanll 238 (e S & PBA J sl Js 2 O g Maad Al 1

1) Active listening skills: Bl plaia) ol jlga 1
0 No, the PBA did not have this attribute at all (B e PBA J) €lid dady ol (DS 0
1 Yes, the PBA had this attribute to some éxtent L da JIPBA Jf ¢ld Jad 281 cans 1
2 | Yes, the PBA had this attribute PBA J &l Jab il cons 2
3 Yes, the PBA had this attribute a great deal Lls pBA ) il Jad Sl caas 3]

2) Effective questioning skills:

Jiadlh ol g2l Gl g .2

0 | No, the PBA did not_have this attribute at all (B Ao PBA J) dlld Jady of S 0
1 Yes, the PBA had this attribute to some extent Le 2 MPBA ) el Jab sk cani 1
2 | Yes, the PBA had this attribute PBA JI dlld Jad 3i cans 2
3 | Yes, the PBA had this attribute a great deal LLIpBA I lld Jad sl cans 3
3) Confident: @ls.3

0 No, the PBA did not have this attribute at all (BB e PBA J) elld dady ol 3K 0
1 | Yes, the PBA had this attribute to some extent Lo 2a APBA J) ¢l Jad ail cn 1
2 Yes, the PBA had this attribute PBA J &3 Jad 3 (ans 2
3 Yes, the PBA had this attribute a great deal LLOpBA () €83 Jad 38 cani 3
4) Professional: i a4

No, the PBA did not have this attribute at all BN e PBA J dlld dady ol DS 0
1 Yes, the PBA had this attribute to some extent Leaa JIPBA JF ¢ld Jad 3l (ol 1
2 | Yes, the PBA had this attribute PBA J ¢l Jad dkl ani 2

O
O
X
O
O
O
X
O
O
O
X
O
|
O
X




+ + o+
E. Soft Skills & Telephony Skills ] Lidlgl) e &l jlga g Apnad ) &l Jlgal) 7 |
Yes, the PBA had this attribute a great deal | Lilai PBA () elld Jab a8 cani 3
5) Friendly: 3949 .5
0 No, the PBA did not_have this attribute at all D Y e PBA J) élld Jads ol S 0
1 | Yes, the PBA had this attribute to some extent O Leda AIPBA J) elid Jad il can 1
2 Yes, the PBA had this attribute m PBA I 13 Jad 3il (axi 2
3 Yes, the PBA had this attribute a great deal O Lalal PBA J) €1 Jad 3B cans 3
6) Used simple language & phrases: ‘ Ay Jaa g lalS Jatil 6
0 | No, the PBA did not do this at all O SV e PBA J &l Jady ol 3S 0
i 1 | Yes, the PBA did this to some extent O Laa MPBA JI el Jab il coa 1
2 | Yes, the PBA did this X PBA Ji < Jub & pni 2
| 3 | Yes, the PBA did this a lot | Lid PBA J) lld Jad 31 cans 3
' 7) Overall, maintained a positive, friendly & s dan g (539 1) (s cale S8k (abagl £lal e Bilay 7
enthusiastic attitude: ‘
0 No, the PBA did not do this at all D @Y e PBA J @l Jads o S 0
1 Yes, the PBA did this to some extent D Leaa NPBA ) i3 Jad a8 cans 1
2 | Yes, the PBA did this & PBA J) Il Jub 3l ai | 2
3 | Yes, the PBA did this a lot O LiLa pBA 1 i3 Jad 38! caus 3
8) Used positive language: Aglay) dad Sty .8
0 | No, the PBA did not do this at all O Y e PBA I i el p 35 | 0
1 | Yes, the PBA did this to some extent O L 2 IPBA ) €lld Jad Y can 1
2 | Yes, the PBA did this B PBA JI €lid Jad a8 (pai 2
3 | Yes, the PBA did this a lot O Lk PBA ) llh Jad 8l can 3
9) Overall, Was ‘Customer Friendly’: 10e 3 aa fagag S ale Sl 9
0 No, the PBA did not do this at all D @B e PBA JI <l Jady o (38 0
1 Yes, the PBA did this to some extent D Leda JIPBA 1 &lld Jad 3l cand 1
2 | Yes, the PBA did this 5 PBA JI &3 Jab ail i | 2
3 | Yes, the PBA did this a lot O Lii PBA JI lid Jad ol (pai 3
1. Overall, rate the PBA § . 8 | o § F F ¥
on; > §l %T g | Y t 41 I‘E I‘E | st i PBA Jlad e S8 1
A) Greet.mg: kS z | °© g F . E .y e ,.\_X. i (|. )
INT: Circle a number Guallall 2330 o 500 ak) dal
from 1-5 for each 1 2 3]als|s|al3]2]1 Lgibail Ghy Ada Jsl 5 31 e
attribute, as relevant D D D D EI g D D E]
B) Extent of Customer —I —g— E z E % _ﬂ— E z Z gl g oy e 3l Alaia Y (gas (&
Focus & Friendliness: _l:l_ Q g _D_ g g & D_ _D_ __D_
C) Soft Skills & 1 | 2(3[als|s5]a]3]2]1 3 jlga s Aasall el (&
Telephony Skills _El_ _D_ g g Q g & g g ___D_ i) o
5
+ - +




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

iyl Gaal" OIS Ja b e all s e LY A1) £~

S.\;:_\;Lh}\cjudk -1
e g g Aok ) iy GBlallaple sl -2
LA e JA) (e -3

7.1 Information provided, Product Knowledge &
Cross Selling

A g Jis el o A8 pall dadiall ila 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.

Rasa il 13g) e 3 3Tl / o el yulaall / i)

Juaas

0 No, the PBA did not do this at all O BV e GIPBA JI Jady al 3K 0
1 Yes, the PBA did this to some extent O Lada I i3 pBA J Jad 38 o 1
2 | Yes, the PBA did this = QIPBA JIJad & i | 2
3 Yes, the PBA did this a great deal O oS JSA, dNPBA JI Jad al caxs 3
2. PBA provided a clear and thorough explanation of O g A Sl glaall e Jalby gz 2SPBA Jpadadl 2
the steps that shall follow in terms of: G e a0
1) Process: s Aladl g (1
0 No, the PBA did not do this at all D MY e dI3pBA JV Jady af S 0
1 Yes, the PBA did this to some extent O Lada N QU3 pBA ) Jab sl caas 1
2 | Yes, the PBA did this X QPBA JIe il i | 2
3 Yes, the PBA did this a great deal i oS JS4y AIPBA J) Jad Al cani 3
2) Time taken: 18 Al <8 g (2
0 | No, the PBA did not do this at all O Y e dipBA JI sl IS | 0
1 Yes, the PBA did this to some extent W L da ) 3 PBA ) Jud Al cpns 1
2| Yes, the PBA did this X IPBA Jidad il s | 2
3 |Yes, the PBA did this a great deal ] oS JS20 AIPBA JI Jud a8l aas 3
3) Requirements (such as documentation): Hlafioal Jia) clllia (3
0 | No, the PBA did not do this at all O BB e AIPBAJI dris ol XS | 0
1 Yes, the PBA did this to some extent | L2 ) el PBA JI Jad S ¢pal 1
2 | Yes, the PBA did this P APBA ) Jad i can 2
3 Yes, the PBA did this a great deal [ oS JK3 ABpBA I Jad aB cans 3
3. The PBA was able to clarify any questions the

customer had:

s a sk S ALY (e ) e B e a8PBA g8 3

0 No, the PBA was unable to do this | A3 JadpBA JI pdaliy al DS 0

1 Yes, the PBA was somewhat able to do this O e aa )&l Jad pBAJ) g liest S cpal 1

2 | Yes, the PBA was able to do this & ¢lid JadpBA J) g Uaieulall cpnl 2

3 Yes, the PBA was very able to do this | S J82 A1) JadpBA JI pllicd A cani 3
ppli ; § L Lali e Al oo daldl) S

N/A Not applicable Q 7 ohabal o A hlh Uil s daldl) Gl Y ) z

(Interviewers: Choogse this option only if no

(213“\11

6




‘ guestions were posed) l
4. The PBA was able to explain the points of
differentiation and comparative advantage of the fefdall duaiiy el (Al Slinall 7 8 OIPBA J plliad 28 4
product/service (Versus offerings of local S(Andlial) Bla i o i) Lgadli A g pell Jila) Aaasll
competing banks): ;
0 No, the PBA was unable to do this D 3 Ja3pBA ) gty ol 3IS 0
1 Yes, the PBA was somewhat able to do this O Lo aa N SIS JadpBA ) plbiud 38l cons 1
2 Yes, the PBA was able to do this ] ell Ja3pBA ) _plalaulall can 2
3 |Yes, the PBA was very able to do this O S JSdy dlld JedpBA ) plalud Al cand 3
Not applicable e . .
; N/A | (ntorviomare: Choose this option only if aski & g e s 3HB Al i gl fald) Gy | Y
| (Interviewers: Choose this option only if asking (i Ao | 3ok
| about a specific product/service,
5. Please rate the PBA on each of these attributes: ilandt 038 (e dan JSIG, PBA N ai c 2lay 5
‘ 1) Effort to fulfill the purpose for which the call e s .
) 1) £l e gl (Bliadl sl Ju (1
was made:
0 No, the PBA did not make this effort/possess D o= Aacd) oda i Y [ gal) 13gs PBA JF als al K 0
this attribute at all Y
Yes, the PBA made this effort/possessed this " e ) .o
y La A.Aul.‘ s s“.l.ﬁ.' caxd
1 attribute to some extent D Losa gl Redioda dlliy g /362l HBePBA J1 o8 o e 1
PBA his eff i " . . .

2 th?—’it;czfe made this effort/possessed this m fad) 038 iy ga ] 3¢l 1igPBA ) ol 28 con 5
3 Yes, the PBA made this effort/possessed this D S Aacdl o3n @lliay g [ 3galt 13PBA Jf a8 0! (aas 3
attribute a great deal s

P
2) Extent of product/service knowledge: Aaddl) [ piially 48 aal) s3a (2
No, the PBA did not make this effort/possess A0 Al o3 dllias ¥ [ Mgl Vigs PBA J) pks ol (3S
0 ), e O : 0
this attribute at all @y
Yes, the PBA made this effort/possessed this R s . ..
! [ Aandl s cand
1| attribute to some extent O waa 3 dllig 50 /3620 BePBA ) o8 o o 1
Yes, the PBA made this effort/possessed this , . . P
2 | areribute X Aacll 038 dliay g8 [ 3¢l 1igsPBA ) pld ol cpoi | 2
3 Yes, the PBA made this effort/possessed this [:I JSd dacd) o3a dllias 5a [ 342t 13PBA ) 8 3B canl 3
attribute a great deal s
.
3) Cross-Selling effort/attempt made: ALY ) Ja) e dghuall Alglaall 5 Jedall 34all (3
0 No, the PBA did not make this effort/possess = P Aadd) oda g ¥ [ yall 1363 PBA ) aly ol S 0
this attribute at all Y
1 Yes, the PBA made this effort/possessed this [:I Leoan ) Bl oin dlliag o / 2gall igsPBA U1 o5 2l cand y
attribute to some extent '

2 Yes,bthe PBA made this effort/possessed this D Randd) 0ia liay gb [ 3ot 1PBA U pl8 A (o 5
attribute

3 Yes, the PBA made this effort/possessed this [ JS danall 03a dlliay g2 [ 3t 13PBA ) a8 38! cans 3
attribute a great deal s
Not Applicable

N/A (Interviewers: tick this option only if cross (b «J‘-ny‘ 3o o Aade aunmg o8 falll) Gibaiy Y Y
selling was not possible due to the nature of (Sl Bk oy BSaa cross selling J oSy ol Ja | Sudas
your inq%y)

4) Provision of adequate explanation in ‘ T el AL e 1, 35)) 7,01 st (4

response to questions posed

0 No, the PBA did not make this effort/possess ] A5 el oda iy ¥ [ 321 13y PBA JF ai al 38 0

this attribute at all ' by
7
+ - +




+ + +
1 Yesr the PBA made this effort/possessed this D Lo M el oda lliey 58 / gall RgPBA J 8 38 cani 1
attribute to some extent
2 Yesi the PBA made this effort/possessed this D Kaud) 53 Aty g8 [ 3gal) 13PBA ) o S8 cons 5
attribute
3 Yes, the PBA made this effort/possessed this ] J8 dadl) 03a llia; gb [ 34l 1BGPBA I a8 38 cans 3
attribute a great deal 28
Not Applicable We s L . . .
a3 L a1 e dadle auanygiall) Gubaiy Y v
N/A | (interviewers: tick this option only if no further Q e B8 ) 22 ( gS&if:ﬁ)ﬁu u& s
questions were posed)
2. Overall, rate the PBA - _ | ey . .
on: S w 3 | = | Ot lad PBA Jiaf Gle K& 2
A Productknowledge & | & §‘ 21891 ElE e
A) Pro uct knowledge S 3 S 7F W (E' e e ety D pedi (1
information/assistanc | < < g . 0l Bacliuall Lgy Gabaial
e provided: i ) ey
INT: Circle a number 1 2 3 4 5 5 4 3 2 1 Qullall A8 e ST 2) il
from 1-5 for each ﬁ E_J Ij @ ﬁ ﬁ a E_:I D D * L Gy « ‘Ujdﬂ&;uﬂ.l "~
attribute, as relevant U I R el == : 2 =a
B) Cross Selling: 112|134 {5|5|4|3|21 :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 S Al e Man (S oy (5 la b 28 Joa Tan ey Jlgu 7 plas Saalill B8 D 3udady Y 1Y) <Cross Selling/o aull 7 a5 Y Bla ) ) sialdll)

(Cross Sellingd! te as M Jlas

G. Answer this segment if the ‘Purpose of Call’ was to S "Jual) Cra g adi 1Y) 5 Jadl 13 s %9‘ Nd
express customer Complaints/Grievances: Ol ilallss /(.53‘5*3'-.‘ oald
8.1 Complaints & Grievances Slallaill g g gl&&l 8.1
1. PBA demonstrated active listening skills when the 0S8 sl S Laxie Janlill platu¥) &l lea PBA J el 1
customer was relaying his/her complaint: Dol S5
3 | Yes | o | 3
0 | No O |0
If ‘'no’, specify any additional comments here: Ua 8Ll Gliidad of aa (NS™ 1Y
2. PBA mage a c.oncerted effort to understand the Al g (S0 gl 3S 32y PBA U B 2
complaint/grievance:
3 | Yes O o | 3
0| No d % |0
If ‘no’, specify any additional comments here: sUA A8l il o) daa TS 1Y)
3. The PBA clearly explained each of the following to On M AN e K pmnPBA Jz il 3
the customer: S8 A 5 (A BT (e JU S ) pad Gllall gaa) Jd) rdaly
INT: <Select either yes or no for each of the focus areas> (s
1) Complaint Resolution Process: ¢ 988 Aallaa/ds Ales (1
3 | Yes O x| 3
01| nNo H 3|0
If ‘no’, specify any additional comments here: sLib A8l cldalad (o) daa "THS" 1Y
2) Time taken for resolution Sl dallaa [ Jad (3 atual) 25l (2
3| Yes O i | 3
8
+ . +




No

+
O

S5 | O

if ‘no’, specify any additional comments here:

-UA Adla) Gliad gl aaa PSS 13)

The PBA possessed adequate knowledge of the
complaint resolution process:

508l Axllae/da Alenl 43 ) dlliey pRA JH S 28 4

No, the PBA did not possess any knowledge

5 jea GIPBA ) i ¥ S

Yes, the PBA possessed a little knowledge

A5 2 aaPBA i i ol

Yes, the PBA possessed knowledge

wiN = O

Yes, the PBA possessed a great deal of knowledge

OO0

Al e S BPBA J) dllia cans

Please rate the PBA on each of these attributes, on a

scale of 1-5:
: Circle a number from 1-5 for each attribute, as relevant
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Overall customer
experience for
complaint resolution:
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Extent of PBA
knowledge on
resolution process:

-
HES
o

0| O

[Jw

< PBA J &8 jas 530 (2
Aalledll fylee

e~
0~

3
O

HES

Effort made to provide
full & additional
information:
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H. Call Closing:
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C)PBA asked if he/she could offer further assistance
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to the customer: 1ol L)
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C) PBA thanked the customer and said goodbye: 1l N J8y o3l PBA ) US4 (S
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E)The PBA attempted to acquire follow-up
information from the customer:
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closing:
INT: Circle a number
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from 1-5 for each
attribute, as relevant
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I Points Allacated

Paramet :
C Appraisal of interactive voice response (IVR)
D Greeting
E Soft skills & Telephony skills ’
F Other questions
G Questions related to corhplaints/ Grievances
H Call closing
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