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PROJECT: Money
SHOPPER CODE DATA ENTRY EDITING
Name Number Name Number Name
bl 43 ) Sax il glaall Jlaal Gasiiall e
N Y R Jow] JER] oY # IS
A.  Details of Call ] Juai AN Sl -]
Bank Dhofar MMJM\ ’ m sl oy
Bank Muscat O BEIPREILE
i Handl i ol Sl
1. Name of Bank to which National Bank of Oman D il ol oL Al lidl a1
call was made: HSBC-OIB M| HSBC-O!B <k T4 Jlasy
Bank Sohar O o 2l
Other Bank Specify: (22m) « Ak oy
2. Call Centre Number 2[/ 7?/// YLyl S e ad, 2
Date | Month Year A AN | Al
3. Dateof Call -ty
[lplo 1) |2lo]1]gl2]0]1]3 es 3
Hours Minutes 3idal) el
4. Start Time to Call , ‘ 0 3 | G < l eVl ey dy 4
5. Total Duration Call Hours Minutes (Bl cleludl Juai¥ g sene 5
INT: FROM POINT OF ANSWER BY , 0 Aga¥) Aal (ya) 1aly
PHONE BANKING AGENT 4 O 3
(PBA), UPTO COMPLETION 0 O / O . ﬁ;ﬁ‘p d'ﬂ‘
OF PHONECALL) ‘ ( slgd
06:00-09 am N glall 4 09:00 -06:00
09:01-12 am X cleall & 12:00 —09:01 o
6. Time Slot During which doa @il e jlis 86
: g 12:01noon-03pm O 5kl 3 03:00 —=12:01 iyl 48
call was made: gl s i) el
BINT:  SELECT THE 3:01-6pm [J | s etadt 3 06:00 — 03:01 o o e
RELEVANT TIME-SLOT, ) . ‘ i SR,
ACCEPT SINGLE ANSWER, | 00:01-9pm O sluall 4 09:00 - 06:01 | J# "Sl"fj L:‘lt
L]
09:01-1am O |0 Cuaiic 3 01:00 - 09:01 33
1:01-5:59am [ | SW sl i 5:59 - 01:01
B. Purpose of Call JuaiNt LA

1. General Enquiry

regarding a specific o e *
) _ INT: (Insert (e d;.!\) Al f— . .
Product / Service HWUM IOan from lis) (el (a);.\.u Lardfplie
7

Query Code (N 3ed) 3ay

Querleode Wt ay

Product Name: (e pud) o ale a1

2.  Application for a

. s |
New Product / Product Name: — (EEkalt o) e Jpmall Ll |
Service INT: (Insert | < Jf-ﬂ)':ué‘-e _ (8) e Lasd/piie
from list) (aaia o )
3. Complaints / Complaint Code (INSERT FROM ;(Lsm\ O Ja) 5 5SAN S
Grievances Lsm) alisi /s g8S -3
4. Other Please Specify Details: (Sl 333 3la)) boe 4 1




-+

C. Appraisal of Interactive Voice Response (IVR) (IVR) 4ule W) A gt ladu) aldil sl &
system:
4.1Appraisal of IVR system: Aol 45 guall Lladu) pUad apiig 1
1. How would you rate the IVR system in terms of Agali (e Ao\l A5 geall Aladul ol a8 of i€y (a8 1
Ease of navigation & user-friendliness? Salaatioy g Jauh 4 seu
No, the IVR was not at all easy to use oo (DY) o el 45 pall Lladull Jls 0% a1 S
0 -, 0
?\MY)
Jpia JSELs 2a ) Ale Uil A5 poall aia] AU OIS cond
1 ) v 3 3 LE oS
Yes, the IVR was quite/reasonably easy to use D AT Jg 1
2 | Yes, the IVR was easy to use 15! Jpow Ao il 25 ol Akai¥) ol OIS o | 2
3 | Yes, the IVR was very_easy to use D P (B T e Ao il A5 poal) Al ol S cpas | 3
2. How would you rate the IVR system in terms of Aali (e el 45 peall latu¥ JUal (et o) iy S 2
clarity of instructions? $latlaill - guia g
0 | No, the instructions were not clear at all O BOY o dadly clabill (S S| 0
1 | Yes, the instructions were quite/reasonably clear D dadls Jghe JS8s [ La da ) Ciladatll CailS caas | 1
2 | Yes, the instructions were clear Lol calS Cladedl aai | 2
3 | Yes, the instructions were very clear O faa Aol g cilS cilaghatll s | 3
D. Greeting Al &

5.1 Greeting & Purpose of call

Jua (e a all g cua 1 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
toa PBA? seconds or
INT: Specify duration in the space provided minutes)

%LELS&:-

Llaiu¥l ol 4 "9" Jlaiayl &l jLial ol
5SS Al Ayl
< paial S gl e aS (19 daral / YLIY)
*PBA &= Gaasill

(Planal) Aalucall 8 B4l 2a) 1l

1

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

Baglaa™ Jlaia) & LAY Jla 2 b Jigud) 1 o Ggla) daly
ATV DXEQEPR Wy

2. Were you called back by a PBA? SPBA Ji (el JuaiVisalet 25 a2
3 Jves O ME
0 | No X 3| 0
If ‘no’, specify any additional comments here: *Note to &) sobalall Ahadie* (La Adlal clidad o) daa """
interviewers: This is not a mandatory field. Please fill in Aoy clBadall s play Gl 31 oad 138 LlaY) Jia
any additional observations, if relevant. Otherwise, leave J8 Ao (phi lia A8 b Llay) & 51 )y ALl cid
blank. This applies to this option for all future gquestions. LA cltayl A3laialf cl LAl
3 | NA O Gy | 3
3. On picking up your call, did the PBA wish you, ‘Good &g/ peall Flaa” &l AGPBA J1 ol Jo Aolendl dlai s 3
morning/ afterncon/ evening'? ol elie [
3 | Yes R pi | 3
0 |INo | 3|0
If ‘no’, specify any additional comments here: U ALl Sliulad o) daa MHS" 1Y
4. Did the PBA greet you in the same language you Laiuyy alas g aal Al e pBA I b ay da 4
selected through the IVR system? talelaill 45 guall
3 | Yes X | 3
0 | Neo W 3|0
If ‘no’, specify any additional comments here: U Adla) it o) daa NS 1Y




+
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D.

Greeting

el &

5.1 Greeting & Purpose of call

Juai¥l (e (2l 5 il 5.1

|

l

5. Ratethe PBA's greeting on his/her level of (1) G s 5 G PBA U s 5B 5
courteousness:
c No, the PBA was not at all courteous D St e @l PBA JI 0% Al 3OS 0
1 | Yes, the PBA was quite/reasonably courteous X doda J8d [ Le 2o (A1 (B PBA I OIS (o 1
2 Yes, the PBA was courteous D & PBA ) S o 2
3 Yes, the PBA was very courteous D faa (3 PBA J S cpnl 3
6. gg;zz::e PBA’s greeting on his/her clarity & pace of (AT 55 4adS ¢ s s) Gy PBA Ul cim 545 6
0 No, the PBA did not speak clearly & steadily D Jise)y 7 s PBA J plSh o 28 0
1 Yes, the PBA spoke quite clearly & steadily Jie) g 7 guagr J ke JO5 [ La da MIPBA I AlSH cans 1
2 Yes, the PBA spoke clearly & steadily D Jife )y z s pPBA I Al cans 2
3 Yes, the PBA spoke very clearly & steadily D Jhieg Taa g JSGPBA J) AlSS caad 3
7. Did the PBA introduce himself/herself by name? Sl (auds (o BPA J1 e Jo 7
3 | Yes X 33
0 | No D x5 |0
If ‘no’, specify any additional comments here: U 48Lh cilidhd ) ada NS 1Y
8. Did the PBA then enquire after the purpose of your flllat a2 e il @IS aey (e BPA JIas 8
call?
3 | Yes m oo | 3
0 | No [:] 3]0
If 'no’, specify any additional comments here: sl Adldl cilided o) daa M*UE Y
INT: <Answer this question only if the Mystery Shopper is Jualy 5 ul) (Goudall (IS Jla B BB gt 1A Lo Gigla) sl
calling as an existing customer> S8 9438

oSl iy 052 3l Al sl Jpslith e PBA JIdluds 9

9. Did PBA ask for customer details for the purpose of
verification?
3 | Yes O o | 3
0 | No O 3|0
NA | Not Applicable (N/A) X Jab ¥ 2
10. Did the PBA proceed to listen to (or probe for) the [l [d3d () (e ladiaY) oY) glan¥l PBA JI &G da 10
customer’s query/grievance/complaint? fos il 585
0 No, the PBA did not do this at all O @Yl e PBA J) &lld Jady a1 S 0
1 Yes, the PBA did this to some extent E L2 2 PBA JI elld Jad 3B cpai 1
2 | Yes, the PBA did this d PBA J) el Jub sl i | 2
3 | Yes, the PBA did this a lot O LLG PBA I U3 Jud ol coni | 3
E. Soft Skills & Telephony Skills ] Adilell LN &l jlga g dpaddd) i gl 2
6.1 Hold Procedure ‘ BN el sl 6.1
1. Did the PBA ask, “May | put you on hold briefly, while OSSO b Ol LI IS ) S Jat PBA JV il da 1
| get the required information?” prior to putting you Uiyt Alla 3 i g L8 98 gllaall e glaall e clias 58
on hold?
3 | Yes O s |3
3
+ +




+ +
E. Soft Skills & Telephony Skills | A_Eg ) LA O jlga s Anaddll & jlgall z
0 InNo % |0
If ‘no’, specify any additional comments here: sUa A8l GBS o) aas NS Y
NA . duals Y Y
— | Not Applicable (N/A —= -
2. Did the PBA speak with anybody else prior to placing f Y Al & daiay JS Al Gedd & PBAJ S 2
you on hold?
0 | vYes O axi | 0
3 | No O 3 | 3
If ‘no’, specify any additional comments here: :Ua 48l et o) aaa 'NS™ 13
NA | Not Applicable (N/A " — L.
INT: Answer this question only if the PBA kept you on hold O AS) BITPBA J) S 5 Jla A kb Jigudt 13 e qgla) tdaly
for over 60 seconds (A 60
3. Did the PBA inform you that he/she needs more time A e Yl g cBgl e w el e w4t PBA Jdlael o 3
and apologize for the same? ¢ Y
3 | Yes O axi |3
0] No D x| 0
If ‘no’, specify any additional comments here: Ua A8La) clidas o) asa NS )
NA 1 Not Applicable (N/A) X ihis ¥ 3

gt |

6.2 PBA Attributes

PBA J! C&tawi 6.2

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

Slandl o3 fpa JS &= PBA JV Gl Qs o S g Maad" Al 1

1) Active listening skills: B} plaialt <l lga .1
0 | No, the PBA did not have this attribute at all O (BN e PBA JF lld dads ol 38 0
1 Yes, the PBA had this attribute to some extent O Lo aa MPBA ) ¢lld Jad 38! cans 1
2 Yes, the PBA had this attribute m PBA JI <3 Jab 38! cans 2
3 Yes, the PBA had this attribute a great deal | Ll pBA I &3 Jab S cand 3
2) Effective guestioning skills: Juadll ol saiu) &l g 2
0 | No, the PBA did not_have this attribute at all O DY) e PBA JI i3 Jady ol SIS 0
1 | Yes, the PBA had this attribute to some extent O Lo MPBA Jielld Jab B e 1
2 Yes, the PBA had this attribute E PBA () U3 Jad 3B ¢ aa 2
3 Yes, the PBA had this attribute a great deal O LLapBA I dlld Jad sl cans 3
3) Confident: s .3
0 | No, the PBA did not have this attribute at all O BHBY) e PBA Ji elid dady ol S 0
1 | Yes, the PBA had this attribute to some extent O Lo s WPBA J) dlld Jab il ans 1
2 | Yes, the PBA had this attribute X PBA J} &lli Jab sl cani 2
3 | Yes, the PBA had this attribute a great deal O LlipBA ) elld Jab Al can 3
4) Professional: i a4
0 | No, the PBA did not_have this attribute at all [ (BN o PBA JI dlli day ol DS 0
1 | Yes, the PBA had this attribute to some extent O Lo oa MPBA ) elll Jab il ans 1
2 | Yes, the PBA had this attribute X PBA ) ¢lld Jab 3l caxi 2
4
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E. Soft Skills & Telephony Skills ] L) eNLay) @l lge g Lad B o jlgdd) 7 |
Yes, the PBA had this attribute a great deal O Lldi PBA_J &3 Jab 3il aes 3
5) Friendly: 3939 .5
0 No, the PBA did not have this attribute at all D (BN Ao PBA JV 3 Jads ol (DS 0
1 | Yes, the PBA had this attribute to some extent D Laaa HPBA Jf i3 Jad ail (ans 1
2 Yes, the PBA had this attribute m PBA JI ¢l Jad 3 cani 2
3 Yes, the PBA had this attribute a great deal D Lls pBA ) dlid (Jad ol can 3
6) Used simple language & phrases: A Jaa g SlalS Jariad 6
0 | No, the PBA did not do this at all O MY e PBA J) &l Gay ol (S 0
1 Yes, the PBA did this to some extent D L2 GUPBA J) dlld Jad a8t cans 1
2 | Yes, the PBA did this X PBA J) lld Jad skl a3 | 2
3 | Yes, the PBA did this a lot | Lldi PBA () dlld Jab sl <o 3
7) Overall, maintained a positive, friendly & aban g 539 1) (ol ale JS (iad glal e Bilay 7
enthusiastic attitude: :
0 No, the PBA did not do this at all | @Y e PBA J) &3 Jady ol K 0
1 Yes, the PBA did this to some extent D Lo2a LIPBA JF €l Jab ol cans 1
2| Yes, the PBA did this PBA J) &lli Jab dil aad | 2
3| Yes, the PBA did this a lot 1 LS PBA ) lld gob ol i | 3
8) Used positive language: At & Jariewy .8
0 | No, the PBA did not do this at all O Y Lle PBA J il Jaky o S 0
1 | Yes, the PBA did this to some extent D Laa APBA JI lld Jad a8 cans 1
2 | Yes, the PBA did this ] PBA J) &} Jab 3l o 2
3 | Yes, the PBA did this a lot | Ll pBA 1 €lid Jad 28l a3 3
9) Overall, Was ‘Customer Friendly’: s aa fagay (S ale JCE 9
0 | No, the PBA did not do this at all O B L PBA I & s S | 0
1 Yes, the PBA did this to some extent |:| L da PBA JI €l Jab Sk caal 1
2 | Yes, the PBA did this X PBA J) dlld Jab 30l ol 2
3 Yes, the PBA did this a lot O Ll pBA JF €3 Jud Sl o 3
1. Overall, rate the PBA § . 3| o § lF F 5
o 2 §l :%1 g | > |: 27 I‘E* IE o | =t e PBA JpBle g2 1
A) Greet.mg: g z | ° g F . E o | m é. Ll ‘
INT: Circle a number eliadl a2l e 5, aud) by
from 1-5 for each 1 2 3 4 5 5 4 3 2 1 kil Gdy Ao J<t 5 111 (he
attribute, as relevant Q _D__ g _D_ g Q Q _D_ g
B) Extent of Customer 1 213|4|5 ‘ 514|321 | Aadsuseiuaday g (e
Focus & Friendliness: D D I:I D D ‘D E D D D
C) Soft Skills & 1 1213451543211 O ieiana e
Telephony Skills OogogogoxioOoiolio ailgll qf




F. Answer this segment if:

A)A

pplication for a new product/service:

b) General enquiry relating to a specific product,
service and/or facility:
c) Other purpose of call

Buda dadd ) mile bl -1
e Jiged 5l Rad ) iy Glalegle il -2
Adsdl o Al pa e -3

e G |l" OS Jla b s el 13 Jle LY A £

7.1

information provided, Product Knowledge &

Cross Selling

) a Ol giiall ¢ Ad ) Aadiall Cilaglaall 7.1

1.

PBA provided sufficient detail to the customer,

with a clear explanation of the requirements/ u;:;;jféi;ﬂ‘ifﬁ‘f;tﬁj:ﬁf) ﬁ 1
eligibility criteria/ documentation needed for this s
particular product/service.
0 | No, the PBA did not do this at all O G e SIPBA ) Jay al OIS 0
1 Yes, the PBA did this to some extent O Lo s 1 Sl3 PBA ) Jad dil caal 1
2 | Yes, the PBA did this ANPBA J Jad o caai | 2
3 | Yes, the PBA did this a great deal O S U8ty GPBA JI g M s | 3
2. PBA provided a clear and thorough explanation of O e A @l phadll e Jabdy maal g 2 JEPBA dipaiadl 2
the steps that shall follow in terms of: R
1) Process: s Alald) g (1
0 | No, the PBA did not do this at all O] GNBY) o GIPBA Ul Jais 1 S | 0
1 Yes, the PBA did this to some extent D Lo da 1 Sl PBA ) Jad 38 caas 1
2 Yes, the PBA did this E APBA ) Jad Al can 2
3 | Yes, the PBA did this a great deal O oS Jsdy PBA JI Jab il cans 3
2) Time taken: ‘ 18 Al 2B (2
0 No, the PBA did not do this at all o SR e ApBA JI Jady ol (38 0
1 Yes, the PBA did this to some extent D La 2a 11 Gll3 PBA IV Jad 2B cand 1
2| Yes, the PBA did this ! GUPBA J)Jed il e | 2
3 | Yes, the PBA did this a great deal n S JC2y AIPBA I Jab A caad 3
3) Regquirements (such as documentation): (Sl Jia) clylliia (3
0 | No, the PBA did not do this at all O S Je dUPBAJ dadyld XS | 0
1 Yes, the PBA did this to some extent N Lo aa (M U3 PBA I Jad A& s 1
2| Yes, the PBA did this K APBA JI Jab Sl caa 2
3 |Yes, the PBA did this a great deal O oS JSdy PBA JIJad il e | 3
3. :::tzii:v::dajble to clarify any questions the o5 ey 2l L) m ) uan ol SPBA S S 3
0 No, the PBA was unable to do this O A3 JadpBA ) el al (DS 0
1 Yes, the PBA was somewhat able to do this O Lo da @il Jad PBA gl 38 con 1
2 Yes, the PBA was able to do this O Q13 JadpBA ) plaiualadt cani 2
3 Yes, the PBA was very able to do this oS JS2 3 JadpBA ) gl dB canl 3
N/A Not applicable M gk ool da B RE LAl 138 jial o) faldl) u-\ku Y R
(Interviewers: Choose this option only if no — (Y | Gk
6




+

questions were posed)

4. The PBA was able to explain the points of
differentiation and comparative advantage of the
product/service (Versus offerings of local

competing banks):

Jiial Jumadi ).ﬁé\ Sliaall 5 oiPBA Ji gt a4
(Andliall Adaall & il Lgeass 3N (iag yedl Jlie) deasll

0 No, the PBA was unable to do this d ¢l JadpBA JI pdilew ol (38 0

1 Yes, the PBA was somewhat able to do this D Le 22 ) &3 Ja3pBA JI g lalasl S0 an 1

2 Yes, the PBA was_able to do this & i3 JadpBA ) pUicalall sl

3 Yes, the PBA was very able to do this D 28 JSau I3 JadpBA J) pllaiad 3l caed 3

licabl A vl . ..

wa Not ag.glca .e i y _ b i ask D oo Jldla akin Laliiaa jial o halll) 3aki ¥ ¥
(Interviewers: Choose this option only if asking || (e Lera/pie | 3k
about a specific product/service,

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

ilend) 23a (peden JSIGISPBA J af e sla )y 5

1) Effort to fulfill the purpose for which the call

was made:

e £l (a g Al (Biadl agall Jhs (1

No, the PBA did not make this effort/possess

5 Aadt 02 Slllay ¥/ agall 132 PBA Jf al ol S

0 this attribute at all O Sy 0
Yes, the PBA made this effort/possessed this 2] . o . e
’ La ‘é L) gy il ) a3 28«
1| attribute to some extent 2. 230 iy g /3620 136:PBA i o8 ) cpas 1
2 :teti;btzfePBA made this effort/possessed this [:I Tad 038 dlli b / g2l (3PBA J) 21 cons 2
3 Yes, the PBA made this effort/possessed this 0 ISy dawal) o3n dlliay g [ 34l NGPBA ) o8 2 coas 3
attribute a great deal g

2) Extent of product/service knowledge:

1Aasdl) [ piiall 4 adl) s34 (2

No, the PBA did not make this effort/possess

A& dacd) oda Slliay Y/ agalt 13¢s PBA J) ads al DS

0 this attribute at all D Y 0
Yes, the PBA made this effort/possessed this . e . e L
! § ! ¢
1 attribute to some extent & Lo o () dasdi ol iy g2 / 242 1362PBA U o8 o cpns 1
) :teti,ig:teePBA made this effort/possessed this D Kol 038 il 5a [ 3gall 13PBA I pl8 81 cans 5
3 Yes, the PBA made this effort/possessed this [:I IS dacall 03a dllias g8 [ 3421 13PBA ) a8 Al cans 3
attribute a great deal s

3) Cross-Selling effort/attempt made:

ALY anll Jal gre A gdaal) Wglaall of Jodsall 392l (3

No, the PBA did not make this effort/possess

e et sl dlliag Y [ agadl 1igs PBA JF ol al DS

0 - 0
this attribute at all O &Y

1 Yes, the PBA made this effort/possessed this [:I a0 Gl oin lliag i / g2l 136PBA U o6 8 an 1
attribute to some extent

2 YesZ the PBA made this effort/possessed this & Gl s34 Miay ga / g2l 13:PBA ) ol S8 cans 2
attribute . =
Yes, the PBA made this effort/possessed this IS daud) odn lias 98 [ g2l 13gPBA I a8 3l cans

3 O e 3
attribute a great deal B
Not Applicable

N/A (Interviewers: tick this option only if cross | (o8 Jad Judia Yl 13a e dadle aung ol () dialill) Salaby Y ¥
selling was not possible due to the nature of = (&30 Aaila Cannsy USas cross selling Jf oS ol Jla | Gabaly

your inguiryz

4) Provision of adequate explanation in

response to questions posed

da g shall Al e 13 gl 7 A auaiS (4

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

o Aandl oda il ¥ [ 3421 1343 PBA Jf als &l 3K
Ay




+ + +
1 Yes, the PBA made this effort/possessed this D baa Laall 030 Slliay 5 [ 2gall 13PBA JI AU il cans 1
attribute to some extent
2 Yes, the PBA made this effort/possessed this E Tad) o3 dlliay 58 / 242} 1PBA I plf 21 cons 9
attribute
3 Yes, the PBA made this effort/possessed this [ JSiy dandl o3a ey g8 [ 342l 1APBA ) pl A caxs 3
attribute a great deal =8
Not Applicable Mo s L . . :
s ki il 3 e dadle s oy gialdl) Suhb Y N
N/A (lnter\./iewers: tick this option only if no further _EI_ el d i J = ( uL:T:_\_‘j)}\;)L)éu JSJ Sl
guestions were posed)
2. Qverall, rate the PBA R . .
: & v B | = | Ot s PBA U a8 e JSB 2
s comenes | 25 EIYISE |
A) Product l'<now e.ge& 2 g S 5F X (E' ke g Ay el (1
information/assistanc | < < K X sl g Gl
e provided: i * XD
INT: Circle a number 12314 5|5 (43221 uy8n 0 s cay
from 1-5 for each D D D D D I:I m ﬁ D D * L ) Ui g « s 91 5 u”- -~
attribute, as relevant a0 i gl djal L) 2= = o I 10a
B} Cross Selling: 112 |3|4|55|4|3;2]1 .Cross Selling (<2

(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)

Aia (K al s dlia (S oy s ta a8 Jga Taa e JV s 77 ey Caslill B8 e (B Y 13 «Cross Selling/o audll 7 ka3 Y §la ) 10 sialill)

(Cross Selling! Lo as N Jlawa

G. Answer this segment if the ‘Purpose of Call’ was to O e e g a1 ‘31 £ 5adl 138 u“" h.'.-.‘-‘.d e
express customer Complaints/Grievances: SN Cilallil /5 WSy Lald

8.1 Complaints & Grievances Glalliill g s glsllt 8.1

1. PBA demonstrated active listening skills when the 0S4 sl O Larie Jan Bl o LAWNT il jlew PBA U el 1
customer was relaying his/her complaint: D ife S5

3| Yes | i | 3

0| No O 3 | 0
If ‘no’, specify any additional comments here: U Al cliled o) das TS 1Y

2. PBA ma.de a c.oncerted effort to understand the Al g (S gl LIS 342 PBA 18 2
complaint/grievance:

3| Yes O a3

0| No O pLRY
If ‘no’, specify any additional comments here: ‘U Ll culiglad (o) Jaa ""MS" 13

3. The PBA clearly explained each of the following to 050 A e S r s PBA Jizod a3
the customer: S o5 AN B G JSIIS o) pal gpiflall saa) S4)) tdalby

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

1) Complaint Resolution Process: @ 584 dalaa/da Ailes (1

3 | Yes O o | 3

0| No O x| 0
if ‘no’, specify any additional comments here: sUia Ll cliglad o das ("3 1))

2) Time taken for resolution @ 98l Aallaa f Jat 5 abual) cdsll (2

3| Yes O p | 3




+
0| No I:] M3 |0
If ‘'no’, specify any additional comments here: ‘U Au8la) clishd o) saa (ST 1Y
4. The PBA possessed adequate knowledge of the 5 50 Eallaaf U glan) & padl) cllia; PBA Ul S 81 4
complaint resolution process:
0 | No, the PBA did not possess any knowledge D a3 aa sIPBA Jlliw Y S| 0
1 | Yes, the PBA possessed a little knowledge | AL 48 2aPBA J e aai | 1
2 | Yes, the PBA possessed knowledge D 48 pa PBA J) dlliag caxi | 2
3 |Yes, the PBA possessed a great deal of knowledge ] A aall o S JEPBA J) ey uai | 3
5. Please rate the PBA on each of these attributes, on a 5 M1 e e o Al cledl Gig pRA J ad Gl 5
scale of 1-5: (G 5 405 cldaal) (e ddea JSI5-1 (e ad ) Jsa B0 gu) ‘35‘-'
INT: Circle a number from 1-5 for each attribute, as relevant (Ledathat
[ el ——
=] Y = — b
S §| 18S9 |[¥ 53 F |.E
o = :% © 3 fF ’ ‘E’ * ,E
> > Y
1) Overa'll custfomer 1 2 3 a 5 5 a 3 5 1 il i iyl 5 (1
experience for NPT
complaint resolution: O gooo|o/aoo;d PRl 8
2) Extenlt ZfPBA 112131 4 5 5 4 | 3 2 1 o PBA I e e (2
nowledge on Aalladl Adee
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C Appraisal of interactive voice response (IVR)
D Greeting

E Soft skills & Telephony skills

F Other questions

G Questions related to complaints/ Grievances
H Call closing
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