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PROJECT:
SHOPPER CODE DATA ENTRY EDITING SR. #
2 2/ Name Number Name Number Name Number
| [ [ ]
ool 25 AL Cila ghaall Ja 3 suiall Sm
JEgT o] gt Y JER ]
A. Details of Call | SV Al s
Bank Dhofar D ks oy
Bank Muscat | L iy
Nati landl ik ol Shid
1. Name of Bank to which ational Bank of Oman D i ol L 25 sl el sl 1
call was made: HSBC-0IB | HSBC-0IB <y A Jlayt
Bank Sohar 18\9\/——:/(' X Jea dy
Other Bank Specify: (23a) AT &y
2. Call Centre Number 2 M (p’ VLN S e el 2
ate | Month Year P SYVCTIE I
3. Date of Call i - Jlasyi .
GO T 2 poTa 8l 2lo[als] "1 | ] s 3
) Hours Minutes GHeal LAY
4. Start Time to Call \ l ‘ I | O | } | JhaV ey iy 4
5.  Total Duration Call Hours Minutes (FHE el (JLaiY) Gy g gama 5
INT: FROM POINT OF ANSWER BY ‘ O Aula¥l Al o) 1daly
PHONE BANKING AGENT .o e A i
(PBA), UPTO COMPLETION 0 0, O g o tJL‘S.JJTG “E'\:
OF PHONECALL) ( slgld
06:00-09 am O glall 4 09:00 -06:00
09:01-12 am gleall 3 12:00 —09:01
' . . Jomn il ci s @ 6
6. Time Slot During which | 15.91n00n-03pm 5 ekl 3 03:00 —12:01 - JLasy) 4
call was made: &J.“' 5 i) sl
BINT:  SELECT THE 3:01-6pm AU bl 23 06:00 ~ 03:01 b A
B Al Aailiall
RELEVANT TIME-SLOT, ] D ol ] Jd) N1 LA
ACCEPT SINGLE ANSWER, | 06:01-9pm sluall 3 09:00 — 06:01 r .dhm_m Lqi!lm
[]
09:01-1am [ |0 Coaiia 32y 01:00 — 09:01 I
1:01-5:59am [ | JSW zleall i 5:59 - 01:01
B. Purpose of Call Jual) daa @
1. General Enquiry Query Code | :(disud} Ja, N
. . Product Name: —— H (PN EVP) T .
regarding a specific NT: (nsert | & dad) ity e ale Dladiul -1
Product / Service . -unse s hav B Aaad [l
/ Openy m&hm% from lisy || (Al ()20 s
' ] . TR
2.  Application for a Product Name: Query Code \ Hd3alh 50 - (2 pasl)
New Product ) R . (T paall Qb -
Service / INT: (Insert | O df-\‘) @l | ———— T:;‘i a3/ .. 2
from list) o e
3. Complaints/ Complaint Code (INSERT FROM (LB (o JR2) 5 588N Say
) LIST) " .
Grievances S RPR CA
4. Other Please Specify Details: (el 353 L)) byt -4 1




+

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

(IVR) Lo litl) 45 geal) aiaa) Al apils

4.1Appraisal of IVR system:

Lo Ul 45 gual) Llaiea) plT 0834, 1

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

Lali (o Llo Uit 45 peall Llatal) 2l o5 o) AiSey S 1
£ 2122ty o Jasill &l ggu

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

OX OO

Jpe (DI e Ll G5l i o G 8 6 |

RIECR
e Jelifta s 7 Rl 455l ST o5 08 i |
A1) g

AIAIUN) g Al L 5 gl Llaual) ol U8 o | 2

pladial b faa Je ddotall 45 sall i) alai S (ani | 3

2. How would you rate the IVR system in terms of
clarity of instructions?

Ll (e Ll il 45 guall Laiu¥) alas it ) iy S
filadaill - guim g

(&

No, the instructions were not clear at all

By e daudly clabadll o8 Al S8

Yes, the instructions were quite/reasonably clear

dadls Jeie JSd [ La da A Cllaglatl S caas

Yes, the instructions were clear

W I N[O

Yes, the instructions were very clear

OO0

0
1
dadl g colS Cladadll caai | 2
3

132 daudl g colS Cilaglatll cpas

D. Greeting

cua Al &

5.1 Greeting & Purpose of call

Jual (e gy a3l 5.1

1. Once you selected option ‘9’ on the IVR, l7L( ) See - il JUas 49" JLda¥l & jliial o0l
{“To speak to a call centre agent, press (Mention —_— BLYYREE-PPP IPPNL i W S b [ FPI |
9”), how long did it take for you to speak zi Sl gill das) | i gl (e oS ¢("9 dniaial / CYLaIY)
to a PBA? seconds or “il5al *PBA & Gaaill
INT: Specify duration in the space provided minutes) (‘jm : (Plonalt daliwalt & cd gl 3a) sdaly

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?

Baglaa™ Jlaial dlLS3) Jla b Laib Jigudl 1 o qgla) 1aly
Y Qg dadd e JlatV
SPBA J8 e ch JuaiVsdlet zida 2

3 | Yes H a3

0 | nNo A 3 | 0
if ‘no’, specify any additional comments here: *Note to G ropfalalt ABada* sUa 48la) Sliddad of a2 NS 1Y)
interviewers: This is not a mandataory field. Please fill in AALaY) claandlalt daa pla Galb 31 (ol 138 Y Jis
any additional observations, if relevant. Otherwise, leave JS Ao ki tia 48 8 eyt & g Y1y Alall @ild
blank. This applies to this option for all future questions. _x.gms ablayl pARNT S LAl

3 | NA K oY | 3

3. On picking up your call, did the PBA wish you, ‘Good

morning/ afternoon/ evening’? € Al elie fumas
3 | ves X p | 3
0 | No O 3 | 0

If ‘no’, specify any additional comments here:

sl A8l cilidad o) daa IS

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

LlaiaW) i i g3 jiad Al ARl iy PBA Dl dhcm, b 4
e il 35 ol

3 Yes

oS 3

0 | nNe

OK

25 | 0

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

Ua ALl clilad o) aa (NS 1Y)
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D. Greeting

e Al &

5.1 Greeting & Purpose of call

Juai¥l (e s ally s i1 5.1

|

|

5. Rate the PBA’s greeting on his/her level of

courteousness: () A8l s e G5PBA I min 535
0 No, the PBA was not at all courteous O BV Je @l PBA JI oS al 38 0
1 | Yes, the PBA was quite/reasonably courteous 5| Jsfa Jods /e sa M QI PBA I OIS cpas 1
2 Yes, the PBA was courteous [:] G PBA J (S cpad 2
3 Yes, the PBA was very courteous [:l Jaa (3 PBA JV S cpad 3
6. Rate the PBA’s greeting on his/her clarity & pace of ()45 59 A0S ¢ 5um ) Gy PBA Ul i i A8 6

speech: ‘
0 No, the PBA did not speak clearly & steadily D ) i)y 7 eas: PBA J alshy a1 S 0
1 | Yes, the PBA spoke quite clearly & steadily B Jlie) g £ s gs Jouba JE [ La a2 MPBA- I oS5 cans 1
2 Yes, the PBA spoke clearly & steadily n Jliie )y £ o :PBA ) AlSS cpas 2
3 Yes, the PBA spoke very clearly & steadily d e g s il g JSEPBA ) Al cant 3
7. Did the PBA introduce himself/herself by name? fan¥l (N4udi (e BPA I Ge da 7
3 | Yes B axi | 3
0 No EI 3|0

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

lia bl cilBaad o) aas (NS 1Y

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

Sl e e JladiuWl W3 aey 0 BPA JHpE s 8

call?
3 ves K mE
0 No [j NS 0

If ‘no’, specify any additional comments here:

«Lia A8l lldad of ada IS 1Y

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

calling as an existing customer>

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

Joty s el (Gguiall OIS Jln b Bl Jipead) 138 o cisla) saly

Lia (9338
sl s G 3l Aatisall Jealiill cePBA Jdlids 9

3 | Yes O x| 3
0 No D M| 0
N . - b
—— | Not Applicable (N/A) E e I I

10. Did the PBA proceed to listen to (or probe for) the
customer’s query/grievance/complaint?

ks [dgws B (oo Jladiu¥l ) pladu¥) PBA J! &6 s 10

ol s 8a

No, the PBA did not do this at all

BB e PBA J i Judy ol S

Yes, the PBA did this to some extent

Leda N PBA JF i3 Jad il (aal

Yes, the PBA did this

wiNn|~mlo

Yes, the PBA did this a lot

LJIAILJE'A

0
1
PBA JI <lld Jad 3i! con 2
Ll pBA Jilld Jed ail i | 3

E. Soft Skills & Telephony Skills

I isalm

Adilel) LN &l jlga g Avaddl) il gl 7

6.1 Hold Procedure

SUEENY el sal 6.1

1. Did the PBA ask, “May | put you on hold briefly, while

I get the required information?” prior to putting you
on hold?

OV O 4 SLl s S 5 o) ey Ja" PBA DI Al s 1
£ UEY) Al 3 e g 8 "0 staall il shaall Lo cliaa

3 | Yes

pn




+ +
E. Soft Skills & Telephony Skills | Ll oL @l gy dpaadll gl 7
0 No I:[ |0
If ‘no’, specify any additional comments here: U AdLs) ciliges () daa TS 1Y
NA . ashis Y Y
—_ A N/A i L 2
Not licable | & L

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

S Alla Adlainy Jd Al jaddias PBAJIASS A 2

0 | ves i pai | O

3 No D 5 |3
If ‘no’, specify any additional comments here: U A8l Cliad o) ada DS B

NA Ghu Y

Not Applicable (N/A)

X

rl

i 4

-

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

e 2SI JESEPBA J) S i Jla (3 b ) el 138 0 i gla) by

for over 60 seconds (&£t 60

3. Did the PBA inform you that he/she needs more time Ay e jNel gl e wial u gy pa pBA Jdldel Ja 3
and apologize for the same? ) § yaY

3 | Yes | a3

If ‘no’, specify any additional comments here:

<Uia A 8Ll Gliadad o) aaa NS 1Y

NA

Not Applicable (N/A

b

s ¥ n

6.2 PBA Attributes

r
PR .
e

PBA Jl ©lau 6.2

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

‘Slaldl 238 e JS & PBA J dlss Jls S g Mand A1

) Active listening skills:

Bkl Lo & lga .1

No, the PBA did not have this attribute at all

(O e PBA JY dlld Jady ol (DS 0

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

Loda AIPBA ) &l Jad 28t cans 1

Yes, the PBA had this attribute PBA J! ¢lld Jab 3kt (ani 2

Yes, the PBA had this attribute a great deal Lils pBA () €l Jad sl cans 3

2) Effective questioning skills: Juadll b g2t} &l jlga 2
0 | No, the PBA did not have this attribute at all (SR e PBA JI €lld Jady ol IS 0
1 | Yes, the PBA had this attribute to some extent baa MPBA ) elld Jad 3B cand 1
2 | Yes, the PBA had this attribute PBA Ji ¢ll3 Jad Sl coni 2
3 | Yes, the PBA had this attribute a great deal LiLapBA I ¢lld Jad 3 caas 3
3) Confident: &y.3
No, the PBA did not_have this attribute at all DY) e PBA J) ¢lld Jady ol S 0

Yes, the PBA had this attribute to some extent Lads AIPBA I dlld Jad Sl o 1

Yes, the PBA had this attribute

PBA JI ¢l Jab sl cans

w N | =[O

Yes, the PBA had this attribute a great deal

LlapBA ) Sl Jad il caal

4) Professional:

No, the PBA did not have this attribute at all

(BN Ao PBA J) elld Jady al S

1 Yes, the PBA had this attribute to some extent

Lo s JIPBA J) i3 Jab 3il cans

2 Yes, the PBA had this attribute

PBA J) dlld Jad skl iaai

O
|5
|
O
O
X
O
O
O
D4
O
O
O
X
O
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Soft Skills & Telephony Skills | L) NLaN) gy Duadlll o gl o |
Yes, the PBA had this attribute a great deal D Lldi pBA ) ¢l (Jad 3B coas 3
Friendly: 4999 .5
No, the PBA did not have this attribute at all Ol BV e PBA J dlld dady ol S 0
Yes, the PBA had this_attribute to some extent E] L JIPBA J) 43 Jad & cans 1
Yes, the PBA had this attribute PBA JI ¢l Jab ail cans 2
Yes, the PBA had this attribute a great deal D Ll pBA_ ) &lld Jad 3 cans 3
Used simple language & phrases: Aoy Jaa g @lalS Jarinl 6
No, the PBA did not do this at all O S e PBA J) b Jaiy o DS 0
Yes, the PBA did this to some extent Le 22 JIPBA ) llh Jad 8l caes 1
Yes, the PBA did this O PBA JI €l Jab sl o | 2
Yes, the PBA did this a lot ] Lila pBA 1 i3 Jab Al cans 3

Overall, maintained a positive, friendly &
enthusiastic attitude:

fgaban g 539 13l ol cale JEdy o el o Bilay 7

0 No, the PBA did not do this at all I:I @Y e PBA JI &l Jady of S 0
1 | Yes, the PBA did this to some extent ] Leaa JIPBA Ui elid Jad 2 caas 1
2 | Yes, the PBA did this PBA J) 3 Jub il cani | 2
3 | Yes, the PBA did this a lot 1 UL PBA J) &l b il cuui | 3
Used positive language: Al 43l Jaaiw .8
No, the PBA did not do this at all O BV e PBA JF &l Jaiy o S 0
Yes, the PBA did this to some extent O Lo aa AIPBA JI elld Jad all cans 1
Yes, the PBA did this X PBA J) dltd Jad 4! cand 2
Yes, the PBA did this a lot O Ll PBA I} 3 Jad ail caa 3
Overall, Was ‘Customer Friendly’: 1O A ae fagay oS ale <30 9
No, the PBA did not do this at all D @Y e PBA JI &l Jady ol DS 0

Yes, the PBA did this to some extent & Le 2 JIPBA Jf &lld Jad 28! cans
Yes, the PBA did this O PBA J) &lli Jab Gl a3 | 2
Yes, the PBA did this a lot O Ll PBA JI &lth Jad a8 ¢pa 3

Overall, rate the PBA § = 8| o § F E- 7
on: < ,‘3' Srge l | |*E | e WS PBA Jladple JSB
Greeting: g (Y5 1 |15 i om0 (1
INT: Circle a number > Gualial) P30 e Byl auk) rdialy
from 1-5 for each 1 2 3 4 5 '5 4 3 2 1 it Gy dia g<t 5 M1 Ga
attribute, as relevant — — — = - — — | — - —

OO 0O0K O 00000
Extent of Customer 1 2 3 |14(5|5|4]3 2 1 | Ay el aldayl saa (@
Focus & Friendliness: OO R OOOnn |j ﬂ (j
Soft Skills & 1 2 1318155143211 oleeiuwa e
Telephony Skills O 0 m Oglglgolgolg ailgll Al




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

JlaiY) Gaanl S Ja i e dall 1 e LY aT) -

(AL DREQ P PRI |
.wdﬁﬁﬁ,\u'}jéﬁq@ebgm‘ -2
LSl e Al a2 -3

7.1 Information provided, Product Knowledge &
Cross Selling

A a Jlg giiall (o Ad jmal) cdadiall Cilaglaall 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.

Tl il 3gh 3300 sl / Ayl ypladl / i dbial

Jaaal

0 No, the PBA did not do this at all O @B e ApBA JI Jads ol S 0

1 Yes, the PBA did this to some extent X Lada A &3 pBA ) Jad il cass 1

2 | Yes, the PBA did this O APBA J b Al uai | 2

3 Yes, the PBA did this a great deal O S JSdy GNPBA ) Jad il cans 3

2. PBA provided a clear and thorough explanation of Of g S Gl plall e daldy maslyz HEPBA Jlpadadl 2
the steps that shall follow in terms of: Cus e af

1) Process: :Adadl g (1

0 No, the PBA did not do this at all @B e dIpBA JI Jady al O 0
1 Yes, the PBA did this to some extent Leda N 3 pBA JI Jad 3! cans 1
2 | Yes, the PBA did this QUPBA JI Jad Al caai 2
3 |Yes, the PBA did this a great deal oS (S ABPBA () Jab Al can 3
2) Time taken: PR ATl gl (2

No, the PBA did not do this at all

PhY e AIPBA JI Jads al S 0

Lada I 3 pBA ) Jad a8 (ans 1

Yes, the PBA did this

SPBA ) Jad Al caal 2

0
1| Yes, the PBA did this to some extent
2
3

Yes, the PBA did this a great deal

S JSEy APBA I Jad 28T cans 3

s(Slatiuadl Jla) clithia (3

3) Requirements (such as documentation):

O0OXRO |O00OXR0O (|O0x0

0 | No, the PBA did not do this at all GbY) e NPBA JY dady ol DS 0
1 Yes, the PBA did this to some extent Leds ) 3 PBA JI Jad Sl s 1
2 | Yes, the PBA did this AIPBA b il ai | 2
3 Yes, the PBA did this a great deal oS JSdy AUPBA Jf Jad il conl 3
3. 'CI':Setgrl:A;:v:::ble to clarify any questions the ‘0330 easle A Ay O,.gl g e EPBA QS 3 »
0 No, the PBA was unable to do this O 1 JadpBA (f adiiewy al S 0
1 | Yes, the PBA was somewhat able to do this X e 2a M dlll Jad PBAJ) glliaud A cani 1
2 | Yes, the PBA was able to do this O 3 JadpBA JI gUaIIE cans 2
3 Yes, the PBA was very able to do this | 28 U820 13 JadpBA ) plbied S8 caas 3
N/A Not applicable ’ 0] robabal Jda A hE Lal s il o sl d.dnuY ”2

(Interviewers: Choose this option only if no — (ALY | aby
6
+




+

questions were posed)

4. The PBA was able to explain the points of

differentiation and comparative advantage of the feid) dualliy jual Al linall ¢ -3 OIPBA Jiglind 231 4
product/service (Versus offerings of local | H(Aadliall Adall ol gl a3l (yn 5 pall Jiia) Al
competing banks): :
0 No, the PBA was unable to do this Nl JadpBA J) paiw ol (DS 0
1 Yes, the PBA was somewhat able to do this O Laaa 1 dll3 JadpBA JF pllaiad 3 cans 1
2 Yes, the PBA was able to do this O 1 JadpBA ) plaludail canl 2
3 |Yes, the PBA was very able to do this M| S JS& Al JUPBA ) pliiad 3 i | 3
A Not a . IlcabI.eCh . . v iF aski g e d{_._.. JL:-‘_ESLAB _)\;L;M KV ).\;l u}nu\) d.dn.g Y E
/A | (Interviewers: Choose this option only if asking (e feera /e | (3
about a specific product/service,

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

Silad) 0da (e e MG PBA Jlaf < elay 5

1) Effort to fulfill the purpose for which the call

sJua) £lag O gl Al Batt agall Ji (1

was made:
0 No, the PBA did not make this effort/possess D e dadl o2 iy ¥ [ 3all 133 PBA J) ply ol OIS 0
this attribute at all Sy
Yes, the PBA made this effort/possessed this . e a X o .
' L s i1 | al8 a3l ¢
L attribute to some extent I:I Lot g Rl la iy o/ 362dl Be:PBA I o g 1
Yes, the PBA made this effort/possessed thi . . ; P
2 atetribute ort/p Is X e o3 iy g | 32l 13gPBA )l A5 ol 2
3 Yes, the PBA made this effort/possessed this D JSdi Aandi oda iy ga [ 3ol 1PBA I pl A (ans 3
attribute a great deal ns

2) Extent of product/service knowledge:

.
Aaid / giially dpadl) e (2

No, the PBA did not make this effort/possess

& Aandll oda dlliay Y [ 3gall 13¢s PBA I pbs al DS

attribute a great deal

0 this attribute at all D Y 0
Yes, the PBA made this effort/possessed this p e . e
! la | o, 3 3
1| attribute to some extent [ | lon i Zadiola dliy o / sgall 3PBA el s | 1
Yes, the PBA made this effort/possessed this - -~ . PO
2| lrbute E Locd) oda dlliay g8 [ 3¢l 13PBA o8 88 aai | 2
3 Yes, the PBA made this effort/possessed this O IS Land) o3a dllias g [ 3420 13PBA J) a8 3l cans 3

S

3) Cross-Selling effort/attempt made:

(ALY Al Jal e Aghaall Wglaall gf Joduall 342l (3

No, the PBA did not make this effort/possess

o Aacdl o3 dlliay ¥ / all 13gy PBA J s ol 38

selling was not possible due to the nature of

your inguir¥1

0 - 0
this attribute at all O Gy

1 YesT the PBA made this effort/possessed this E\ Loaa ) Bl i iy / gl 13PBA U o6 8 pas 1
attribute to some extent

) Yest the PBA made this effort/possessed this D Tawdl 038 dlliay 38 ] 3gall LigsPBA ) ol 381 ans 5
attribute =

3 Yes, the PBA made this effort/possessed this D IS Aand) ol dlliay b [ 3adl REPBA I ol 3l (aus 3
attribute a great deal 28
Not Applicable

N/A (Interviewers: tick this option only if cross O] o i Jia Yl 138 e dade auagy ol i fialill) Sabiy Y ¥

(<&l pou Rmpade anaay USaa crooss selling J ¢S ol s | (ol

4) Provision of adequate explanation in
response to questions posed

da g haall ALYt 1oy S35l o ol il (4

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

e dacdl oda dlliay ¥ [ 3¢ 13¢5 PBA J) als DS
Y




+ +
Yes, the PBA made this effort d thi . e At . .o
1 es, etm /possessed this [ | waa Maadioin dliiy s/ eall 136PBA JI o8 il pa 1
attribute to some extent
2 Yest the PBA made this effort/possessed this E K o3 dlfiay g8 / 3420} 13PBA I ol S conl 5
attribute
3 | Yes, the PBA made this effort/possessed this 0] JSdo Aandl oda dlliay b [ 3¢l 1APBA ) a8 Al cans 3
attribute a great deal 28
Not Applicable A . .
) L . . . plda AL ball ba Ll dadle aun g ialll) Bukaly Y P!
N/A (Inter\./lewers. tick this option only if no further _L__I_ (Al i 7 b s oo ke
guestions were posed)
2. OQverall, rate the PBA . I . .
on: Sl glol 8le 5| ol led PBA ) od e S 2
A) Product knowledge & | > 8’ 289\ a3 e
A} Product knowledge gl 9|8 E LY IR || cdesedinonidly & (]
information/assistanc | < < g . B Baclisall g Ley A8latall
e provided: : — ey
INT: Circle a number 1 2 3 4 5 5 4 3 2 1 i) a0 o ;;,T;b) el
from 1-5 for each D D & D D D D é EI D ] el (g « ddue JO \. ™
attribute, as relevant Y 22 === == = 3 510
B) Cross Selling: 1 21314 |5|514|13|2]1 :Cross Selling (<
OQoogoggigig

(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)

i (K aldlas Sia S5 alg 6l Gl 288 Jga foa g3y Jligas - phay Giall o8 380, Gulaly Y 1Y) ¢Cross Selling/o putll 2 3k Y Fla ) 10 sialill)

(Cross Sellingd! L s VY Jlaa

G. Answer this segment if the ‘Purpose of Call’ was to S el e pa Al 1Y s el i e cual £
express customer Complaints/Grievances: LN Clallss [ 6 88 (ald
8.1 Complaints & Grievances lalliil) g g glS&l g1
1. PBA demonstrated active listening skills when the 54 5l O Leaie il plaiull il jlea PBA JI ekl 1
customer was relaying his/her complaint: Dol S5
3 | Yes | i | 3
0| No O 3|0
If ‘no’, specify any additional comments here: «Uia 48L50 liddad () A ("ISM Y
2. PBA ma.de a c_oncerted effort to understand the Al g 530 gl IS 3420 PBA I A8 2
complaint/grievance:
3 | Yes | axi |3
01 No | 3|0
If ‘no’, specify any additional comments here: U Al Slialed (of aaa M'HSM Y
3. The PBA clearly explained each of the following to s A e Sz snnPBA Jizoddl (3
the customer: SN a5 (A B (e JSI S gf aad Gilla) gaa) A1) 1l
INT: <Select either yes or no for each of the focus areas> (et
1) Complaint Resolution Process: s sSa Aalaafda e (1
3 | Yes | pni | 3
0| No O % |0
If ‘no’, specify any additional comments here: sUa A 8la) cBalad (g) dam "DS™ 1Y
2) Time taken for resolution .98l dallas / Jal (4 Aluall < glf (2
3 | Yes O | 3
8
+ . +




+ + +
01 No O . x| 0
If ‘no’, specify any additional comments here: ! sUa Adla) CABlad o) daa (DK™ {3)
4. The PBA possessed adequate knowledge of the 6 53 Aallaa/Ua dilenl 45 jaall fllie) pBA JI S 1 4

complaint resolution process:

13}.. sPBA J dlia ¥ 38
AL A3 aPBA J) llie cans

0 | No, the PBA did not possess any knowledge 0
1
420 PBA J) dlliag cans | 2
3
5

1 | Yes, the PBA possessed a little knowledge

2 | Yes, the PBA possessed knowledge

3 | Yes, the PBA possessed a great deal of knowledge G aall e S JEPBA I el caad
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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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