hppeo
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PROJECT: Money W~
SHOPPER CODE DATA ENTRY EDITING i SR. #
5 ' Name Number Name Number Name Number
ol ) Al e gl s G pntial ey
g ! e Y A0 Y
A.  Details of Call B JuaiN VAl sl -]
Bank Dhofar ﬂo;tfahzl« ‘ %] ks oty
Bank Muscat O Jaia oy
National laall Jida ot st
1. Name of Bank to which ational Bank of Oman ‘ O el sl s Aot 1
call was made: HSBC-0IB | HSBC-OIB <l 4y Juay)
Bank Sohar | | BENRY
1
Other Bank Specify: ‘ (23a) AT &y
2. Call Centre Number Q (_// 7_7//// ‘ VLY K e ad, 2
ate | Month Year A A | Al
3. Date of Call - Juasyl
ﬂb 0|/ 21011[€¢ 2|of1]3 ] Jen 3
) Hours Minutes e leludl
4. Start Time to Call / I 2 O | O ‘ | l JuaiN enycdy 4
|
5. Total Duration Call Hours Minutes | Gdall cleludl Lyl g g seae 5
INT: FROM POINT OF ANSWER BY 4 O e Aal ga) 1dialy
PHONE BANKING AGENT ‘ 2a B3 3
(PBA), UPTO COMPLETION O 0 O @ ‘ o ullj‘; d‘j
OF PHONECALL) ( sl
06:00-09 am g glall 4 09:00 -06:00
09:01-12 am Luall 4 12:00 —09:01
6. Time Slot During which St 4 duoa i ciyhs 8 6
- Time Slot During whic 12:01noon-03pm el 3.03:00 —12:01 iyt ad
call was made: <l gl 5 b stf-dnu
BINT:  SELECT THE 3:01-6pm Sl sl 3 06:00 — 03:01 6 ol
RELEVANT TIME-SLOT, ] . ] s ot .
ACCEPT SINGLE ANSWeR, | 06:01-9pm [ sludl 309:00 - 06:01 | J& -dh::“ L‘JLt
09:01-1am O | Gstie s 01:00 — 09:01 I
1:01-5:59am [ | sS4 cleadt 3 5:59 - 01:01
[
B. Purpose of Call ‘ JuaiN) Gaaa o
1. General Enquiry Query Code ‘ :(dt"’m S .
. . Product Name: H(ZEia) anal) . "
regarding a specific INT: (nsert | o dadl) réaly SN Shadial -1
Product / Service . N : TR 3 FURE
uct/ H(NS'M O from lisy) | (R ()0 Lusgtia
7 T
2.  Application fora Product Name: Query Code | (i) S0 (@i pud)
New Product ) . . A o gpaall cilb -
Service / INT: (Insert | O Jad) r@ialy | —————— ﬁ)cmi Land /s 2
from list) (4t o e
3. Complaints / Complaint CcrliseT(msskr FROM | | (Rl (o JA) 5 58501 S,
Grievances ) Abi/ o585 -3
4. Other Please Specify Details: £ (Jealisl 238 3L5)) byt -a 1




+

C. Appraisal of Interactive Voice Response (IVR) (IVR) 4l Ul 45 puall Alaiu) sl auidli &
system:
4.1Appraisal of IVR system: e L) 45 pual) Alada) ol aiid {
1. How would you rate the IVR system in terms of Aal e Aol 45 poall et JUsi o o) Sy a1
Ease of navigation & user-friendliness? $alastay) ¢ Jatill 4 geu
No, the IVR was not at all easy to use S B (e Aol A gl el ol 0% o1 IS
0 <. 0
@\MY’
Jsia 08/l 4o ) Aol A5 peall Alaiuy) 2l (U8 can
1 | Yes, the IVR was quite/reasonably easy to use L__.l > ; %d: 1
2 | Yes, the IVR was easy to use i) le it &5 puall Aat¥ oS (S cpmd 2
3 | Yes, the IVR was very easy to use D PRI B 19 S el A5 peall ata¥] ol S e | 3
2. How would you rate the IVR system in terms of als e Alelal) A5 peall Lot JUad Calad ) iy a2
clarity of instructions? flatdell - guia g
0 | No, the instructions were not clear at all M| B e dadly clabedll (SIS | 0
1 | Yes, the instructions were quite/reasonably clear | Aadaly Jgiia J<8 [ Leda M Clalatll IS cani | 1
2 | Yes, the instructions were clear B dadl g cilS Ciladadll cani | 2
3 | Yes, the instructions were very clear O faa Aaudal g ol claedll caas | 3
D. Greeting ua il &
5.1 Greeting & Purpose of call Jual) G 2 4l s a1 5.1
1. Once you selected option ‘9’ onthe IVR, | Y0 s¢( Alaiul s 3 "9" Jladal¥l @ jlial ol 1
(“To speak to a call centre agent, press (Mention S S e il ge ae BN ¢ Al A5 5 all
9”), how long did it take for you to speak 21 S gl aaa) | AR gl (e a8 ("9 bzl / YL
to a PBA? seconds or il PBA o aanill
INT: Specify duration in the space provided minutes) (& (Floral) Labucall 3 B gl 2a) s dialy

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 LGN Jla A L8 Jigal) 13 o igla) tdaly
AV Cpalt Ladd e L
$PBA Ui (e oy JuaiVi Bdlel 35 a2

3 Yes

ani 3

0 No

mjin

% | 0

If ‘no’, specify any additional comments here: *Note to
interviewers: This is not a mandatory field. Please fill in
any additional observations, if relevant. Otherwise, leave
blank. This applies to this option for all future questions.

o) ropmalll ABada* cUa Ldlh) clidad o) ada NS 13
Aoy lliadlal ada cpla Ll 311 Gadd 138 AaY) Jia
58 e bl i A8 8 Llay) & A Y Alall @l
Aull) cllayls ddlatiall cl LA

o

N/A

X

GhiY |3

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

?"_);xi.h elise /A:\:.u

3 Yes

i 3

No

O}

S | O

If ‘no’, specify any additional comments here:

(U LS clidel (o) daa NS 1Y

4. Did the PBA greet you in the same language you laiuy alad 8 1S aal A i PBA I cay s 4
selected through the IVR system? fade el 435 poall

3 | Yes X pui | 3

0 | No O x| 0

If ‘no’, specify any additional comments here:

1Ua L8L0) clighad o) aaa NS 1)




+

+

D.

Greeting

il &

5.1 Greeting & Purpose of call

Juai e pa adl g e Al 5.1

|

5. Zsltjtit‘;hoeuzr?:sz:greetlng on his/her level of l (1)) B 5 s G PBA Jl m 8 5
0 No, the PBA was not at alf courteous D @& e 3l PBA JV g al S 0
1 | Yes, the PBA was quite/reasonably courteous g Jua J8 [ le 2 I B PBA Ul S e 1
2 | Yes, the PBA was courteous G PBA JI Ol o 2
3 Yes, the PBA was very courteous [L:] fas (3 PBA J} QS cpnl 3
6. zs:z::s PBA's greeting on his/her clarity & pace of | ()45 155 4038 7 sum gl Gy PBA Jlin 5l 6
0 No, the PBA did not speak clearly & steadily D Jlaie) g 7 993 PBA JI plSy ol <3S 0
1 |'Yes, the PBA spoke quité’clearly & steadily D JINie g 7 gass Jshe JSu [ La 2o MPBA 1 pISH cpal 1
2 Yes, the PBA spoke clearly & steadily g Jle) s £ gaPBA I alSS caal 2
3 Yes, the PBA spoke very clearly & steadily D Jiie] g Taa il g JSEPBA Jl AlSS ol 3
7. Did the PBA introduce himself/herself by name? i fan¥l (N4di 0o BPA J G2 do 7
3 | Yes & |3

0 | No O v | 0

If ‘no’, specify any additional comments here: ‘ +Uin A8lal ChBulad g aaa (NS
8. Did the PBA then enquire after the purpose of your Sl o 2 e JluiiaVL Slld aay e BPA Jislida 8
call? |
3 Yes E pad 3
0 | No E:] 3 (0
If ‘no’, specify any additional comments here: [ sUa 8l cliled o) das (IS 1))
INT: <Answer this question only if the Mystery Shopper is \

calling as an existing customer>

oy g oull (Foudiall I Jla B Db Jigud 134 o Gila) 1Galy
‘ s &) 9038
easlill Lm i 50300 Aadt pdl Jpalalt e pBA SHdlade 9

9. Did PBA ask for customer details for the purpose of
verification? |
3 | Yes O ani| 3
0 No g w0
NA 1 Not Applicable (N/A n ghiy | | i 3
10. Did the PBA proceed to listen to (or probe for) the ! fallss s A (Ge sladin¥) ) glau¥) PBA J &G da (10
customer’s query/grievance/complaint? sl oS
0 | No, the PBA did not do this at all [ U1 e PBA I M deiy S | O
1 Yes, the PBA did this to some extent D Lda I PBA JI €l Jad sl cans 1
2| Yes, the PBA did this B PBA J) 3 Jub 4l coni | 2
3 | Yes, the PBA did this a lot O Ll PBA J) &3 b il coni | 3
E. Soft Skills & Telephony Skills 48l LAY &l Jlga g dadldd) Ol lgall
6.1 Hold Procedure MBI cilsl el 6.1
1. Did the PBA ask, “May | put you on hold briefly, while 0SS G A Ol L dIS i o S Ja PBA D il da 1
| get the required information?” prior to putting you U Al A aa g Ji 08 slaall e gladdl e Cilea 8
on hold?
3| Yes = I E
3
+ ‘ +



+ +
E. Soft Skills & Telephony Skills ! i) L) Sl ey A} Sl gl 7
0 | No R % | 0
If ‘no’, specify any additional comments here: +Uia i,él.é:\ Sidudet o) daa M"Y
NA . 3 ki Y
— | Not Applicable (N/A = =
2. Did the PBA speak with anybody else prior to placing POV Al Sflang Ji Al pedlae PBAJI S 2
you on hold?
0 | Yes il a0
3 No E x| 3
If 'no’, specify any additional comments here: Ua A8l cilided ) daa (ST 1Y
NA T not Applicable (N/A R ¥ 3
INT: Answer this question only if the PBA kept you on hold Cro AS) SBSTPBA J1 IS 5 Jla b b Jipad) 18 o cgla) tdaly
for over 60 seconds (3_.31:, 60
3. Did the PBA inform you that he/she needs more time Al g el g Clgl e w el u Yy pail pBA Jldlalel Ja 3
and apologize for the same? £ sl
3 | Yes O axi |3
0 | No E] % |0

If ‘no’, specify any additional comments here:

sUa Al calidad o) aaa (NS )

NA | Not Applicable (N/A) B 2 d 5 !
6.2 PBA Attributes PBA J) Sl 6.2

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

‘e 038 (g S ge PBA J) 3l Jla 3" 51 Maad A1

1) Active listening skills: buddlt pladet Sl e .1
0 No, the PBA did not have this attribute at all D O e PBA J) &l Jady al O3S 0]
1 Yes, the PBA had this attribute to some extent E Lo da MPBA ) &3 Jad S& caas 1
2 Yes, the PBA had this attribute | PBA JI €lld Jad 3l caxi 2
3 Yes, the PBA had this attribute a great deal |:| Lild pBA J1 &lld Jab dil cans 3
2) Effective questioning skills: Jladll Gl gt & g 2
0 | No, the PBA did not have this attribute at all O B! e PBA Ji ¢l Jady al S 0
1 Yes, the PBA had this attribute to some extent e 2 JIPBA J} ¢l (Jad abl cans 1
2 Yes, the PBA had this attribute D PBA ! &3 Jab s& cans 2
3 Yes, the PBA had this attribute a great deal D LlapBA () ¢l Jad 231 coni 3
3) Confident: @y.3
0 No, the PBA did not have this attribute at all i (DU e PBA J &lld dady ol S 0
1 Yes, the PBA had this attribute to some extent X Loaa JIPBA JI €Ul Jad 3l e 1
2 Yes, the PBA had this attribute O PBA J ¢ Jad Ji cani 2
3 Yes, the PBA had this attribute a great deal D LLIpBA () Sl Jad ad) comt 3
4) Professional: i fiaa 4

No, the PBA did not have this attribute at all C (BN e PBA J)dlld Jady o) S 0
1 Yes, the PBA had this attribute to some extent g L sa MpBA JI U3 Jad 3& cans 1
2 | Yes, the PBA had this attribute O PBA J ¢ld Jab ail coni 2

4
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E. Soft Skills & Telephony Skills [ Adigd) SNLaN &) jlga g Anadaldl &l jlgall -GT
3 Yes, the PBA had this attribute a great deal m Ll PBA I I3 Jab a8t cans 3
5) Friendly: 4949 .5
0 | No, the PBA did not have this attribute at all O o (U o PBA JIelld Jads ol S 0
1 Yes, the PBA had this attribute to some extent KM Lo da JIPBA J) el Jad 4 cand 1
2 Yes, the PBA had this attribute O PBA JI U3 Jab 3l (ael 2
3 | Yes, the PBA had this attribute a great deal m Llai pBA I &3 Jad 33} (aat 3
6) Used simple language & phrases: | A Jaag cilalS Jaaid .6
0 No, the PBA did not do this at all R Y e PBA JI L) Jady ol IS 0
1 Yes, the PBA did this to some extent [:I L3 JIPBA JI i3 Jad J& canl 1
2 | Yes, the PBA did this O PBA Ui &3 Jad &t (ol 5
3 Yes, the PBA did this a lot D Ll pBA J1 <lld Jad Sl cans 3
7) Overall, maintained a positive, friendly & | s aban g 529 £ ol cale JS8 il £l e Bilay 7
enthusiastic attitude:
0 No, the PBA did not do this at all M| SBY Je PBA JI €l Jady ot 38 0
1 Yes, the PBA did this to some extent @ Lo aa IPBA () el Jad a8 cons 1
2 | Yes, the PBA did this O PBA Ji U3 Jad 1i anl 2
3 | Yes, the PBA did this a lot | Ll PBA J) lth Jad 2l cans 3
8) Used positive language: Al 4 Jaricw; .8
0 No, the PBA did not do this at all m DY e PBA J €lld Jady ol 38 0
1 | Yes, the PBA did this to some extent & Leda JIPBA JI €lld Jad il caas 1
2 | Yes, the PBA did this O PBA J lld Jub ol coni | 2
3 | Yes, the PBA did this a lot 0 Lild PBA JI €lld Jad Sl cans 3
9) Overall, Was ‘Customer Friendly’: 10 pa fagay S ale JSdn 9
0 No, the PBA did not do this at all I:I @Y e PBA J) &l Jads ol S 0
1 Yes, the PBA did this to some extent & Loas JPBA JI il (b d el 1
2 | Yes, the PBA did this O PBA J) i3 Jad 4l o | 2
3 | Yes, the PBA did this a lot m LLG PBA O &lli gab ol cand | 3 i
| i
1. Qverall, rate the PBA § - S| o § F E- 7 ‘
on: < 8’ S8l e t 3 | . |E .| o WS PBA Jipf ole S5 1
A) Greeting: g |~ ;1 o g | RN E s
INT: Circle a number > > T il W3 e 5L ade) rdals |
from 1-5 for each 1 2 3 451543 ]21]1 kil Gy Ada S8 5 0] e
attribute, as relevant D D m D D D D D
B) Extent of Customer _l— E E -Z —é_ E Z- % _é— —i— A ol g g iU ALaAY) (gaa (@
Focus & Friendliness: g g E g __D__ Q g g g g
C) Soft Skills & 1| 213]a|s|lslal3]2]1 <l g s Aiiall i jlgall (&
Telephony Skills O X O 0|0 Q _D_ g g g il )

+ - +




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

MOyl a1 OIS Jla e all e e Bl )
Buda dadd gl pdiia e -1
e g 5 Al gl iy lalae ple jludind -2
LS (e Al g2 -3

7.1 Information provided, Product Knowledge &
Cross Selling '

Aa A Jig il ge A pal) 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.

o sy b ae sl A Glagles PBAS (et a8 1
Laoallfpiiall 1) Aa 30U latiuall / Al pall juleall / cilllaial

3aa3

No, the PBA did not do this at all

BB e ARPBA JI Jrds ol (IS 0

Yes, the PBA did this to_some extent

Lo da N Gl pBA JI Jad 38l cans 1

Yes, the PBA did this

GPBA ) Jad il cpal

wIN | =] O

Yes, the PBA did this a great deal

O O|x10

2. PBA provided a clear and thorough explanation of

2
oS JSdy AIPBA JF Jad Al cans 3
O o Al Gl phaall e Jaldy peanal g - EPBA Jpaxdadl 2

the steps that shall follow in terms of: s e a0
1) Process: : Adaal) i (1
0 | No, the PBA did not do this at all | B o AUPBA Y Jaipd S | 0
1 Yes, the PBA did this to some extent X Lada ) A1) pBA I Jab 2 canl 1
2 | Yes, the PBA did this O AUPBA I Jad il caas | 2
3 |Yes, the PBA did this a great deal O S 0S8 NPBA ) Jad Al i | 3
2) Time taken: 13 Al B (2
0 | No, the PBA did not do this at all O LY o dipBA Ji dadsal S | 0
1 Yes, the PBA did this to some extent E L2 ) dlld PBA Jf Jad 4B cad 1
2| Yes, the PBA did this O APBA ) Jad A& cpas 2
3 | Yes, the PBA did this a great deal O S JSSy PBA bl iai | 3
3) Requirements (such as documentation): (bl Jia) clilkiie (3
0 | No, the PBA did not do this at all O B! e AIPBAJI dalspl S| 0
1 Yes, the PBA did this to some extent 4| Le da ) i3 PBA I Jad Sl caas 1
2| Yes, the PBA did this H SUPBA J) Jad 2 cans 2
3 Yes, the PBA did this a great deal O oS Sy ApBA JI Jad Bl cpal 3
3. The PBA was able to clarify any questions the o gl 1 ALY (e 51 et e SEPBA Sl 3
customer had:

0 No, the PBA was unable to do this O QU3 JadpBA JI pdaiow ol 38 0
1 | Yes, the PBA was somewhat able to do this X L da M U3 Jad pBAJ) gt 38! can 1
2 Yes, the PBA was able to do this D A3 Jad3pBA ! £l il cpal 2
3 Yes, the PBA was very able to do this D S JSdy AN JadpBA JI pllicd 2! cans 3
N/A Not applicable 0 7ok b Al Jla A kB LAl 1 s o gl C)j]n.\g\] ) X

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

6




l guestions were posed) [
4. The PBA was able to explain the points of ‘
differentiation and comparative advantage of the ‘ [eiiall Juaiiy ud A clinall 2 05 OIPBA J gl a4

product/service (Versus offerings of local
competing banks):

(ailial) Ldaall 8 i Lgasi 31 yim g el Jilia) ezl

0 No, the PBA was unable to do this D dlll JadpBA J) philew ol S 0

1 Yes, the PBA was somewhat able to do this O Laas ) &l JadpBA J) pllaicd 2l cans 1

2 Yes, the PBA was able to do this D < JadpBA J)_pllaiulahl cani

3 Yes, the PBA was very able to do this D 28S JS oIl JadpBA J) pllaiad 2l can 3

ppli | R T . “re

N/A Nota ) ||cab.eCh hi . v if aski Ge b da Gl jlall e ga) o gialll) Slayy Y ¥
(Interviewers: Choose this option only if asking g (Come frifptin | (3l
about a specific product/service, !

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

QM‘a_\AwiAuJSXES‘,PBAd‘&sc;\AJ 5

1) Effort to fulfill the purpose for which the call

sJuaN £139 (e Al (Glatl agall JA (1

was made:

0 No, the PBA did not make this effort/possess 5 Aacdl 0da dlias ¥ [ Mall 13y PBA J) al ol (S 0

this attribute at all Dby

Yes, the PBA made this effort/possessed this . e e ] e

i e |oda gy |y ‘

1| attribute to some extent Lot Y adioda iy o/ 3gadl BePBA ) 8 o o 1
) I&T—’ibtzfePBA made this effort/possessed this Tl 038 Gllia) ga [ 3gal) 13gPBA ) o S (i 5
3 Yes, the PBA made this effort/possessed this IS Aand) ol dlliy g [ 3gadl 13PBA ) a8 Sl caxi 3

attribute a great deal

S

2) Extent of product/service knowledge:

.
sdasdl) / peially 4 mall aa (2

No, the PBA did not make this effort/possess

i Aaall 038 dllia ¥ [ 3gall 13 PBA J iz al O

Oox Ol |O00KO

0 this attribute at all Y 0
Yes, the PBA made this effort/possessed this . . . . e
’ e da  dandl o2 i il ‘
1 | attribute to some extent = i iy g [ 242l BePBA I pl8 il s 1
2 thi%t::fePBA made this effort/possessed this Kol 03a liay g [ 3¢l 1igsPBA U ol S8l e 5
3 Yes, the PBA made this effort/possessed this JSdo dacall odn ellias ga [ 3gall 13gPBA ) pl8 AR cani 3
attribute a great deal g

3) Cross-Selling effort/attempt made:

ALY ) Jab e Alghadd) Dglaall o) Jodsall 34l (3

No, the PBA did not make this effort/possess

S Aanall 022 g Y [ agadl 13g PBA JI al al <3S

\
0 this attribute at all ] Y 0
1 YesT the PBA made this effort/possessed this E lada ) Laudl oin Gty 50 / 342 13PBA I o8 5] con 1
attribute to some extent ] mad
2 Yes, the PBA made this effort/possessed this D Tl o3 dlliay 58 ] 3¢l iggPBA i ol 38 onl 5
attribute ‘
3 Yes, the PBA made this effort/possessed this D S8 Aad) oda dlliay g [ 3gadl 13PBA I ald 2 cans 3
attribute a great deal 28
Not Applicable
N/A (interviewers: tick this option only if cross [D P du:fm e uﬂs poa g A8 29;3:\43‘) Gebu Y ¥
selling was_not possible due to the nature of - (5 Aals casy BSas cross selling J oS ol dls | Gobaly

your inguirv)

4) Provision of adequate explanation in
response to guestions posed

da g shalt ALY o 1y 85l 7 i) aads (4

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

A Aandl o dlliag ¥ f 3¢l 13gs PBA J) ak ol 38
DY)

O
\




+ +
1 Yesi the PBA made this effort/possessed this [ s diedivia dlii p / sgadl 3PBA I o5 ) caai ’
attribute to some extent
5 Yes,. the PBA made this effort/possessed this g Fad) o34 dlliay 58 / g2l 1iuPBA ) o8 280 cons 5
attribute
3 Yes, the PBA made this effort/possessed this D JSdu Aand) 038 liay b [ 34l 1AGPBA I a8 3 s 3
attribute a great deal 28
Not Applicable e e . . .
N/A | (ntervi - tick this opti v i no furth ] ddla L8 LAl i o dadle am ggiald) Gubb Y Y
nter\.newersA tick this option only if no further j. (Rl A 7 b s o) | Gk
guestions were posed)
2. Overall, rate the PBA - —_ ey . .
on: 5 v B |y~ § | Gl led PBA Jia le S 2
A Product knowledge & | é‘ 218191 | a3 .
A) Product knowledge e g | 8 o ‘E, | e e glaall/Tatially & el (i
information/assistanc | < < g . A e Laall g Leg Allatall
e provided: * et
INT: Circle a number 1 2 3 4 5 5 4 3 2 1| s B T 2) rdal
from 1-5 for each ﬁ é ﬁ ﬁ ﬁ ﬁ ﬁ D D * Lkt G :\erﬁ&;}\.l -~
attribute, as relevant = U =E_"T] === . 2 o
B) Cross Selling: 1 2131455141321 :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)

Glia S Al e s () aly g ks Olua <8 Jga Taa e Jip 7l Cialdl a6 S Subaiy W 1 <Cross Selling/o audll 7 Hb5 Y Bla ) o sialill)

(Cross Sellingd! b aa M Jaa

G. Answer this segment if the ‘Purpose of Call’ was to OIS Jla cra G Al 1) o el ba e cual N
express customer Complaints/Grievances: Sl 3 Glallss /L,SJ@ wala

8.1 Complaints & Grievances Glalliill g s gl8ll 8.1

1. PBA demonstrated active listening skills when the DS3y g3l S Lerie bl plaiu¥t < jlea PBA JV sekl 1
customer was relaying his/her complaint: D ifel 585

3 | Yes O a |3

01 No O x| 0
If ‘no’, specify any additional comments here: Ui i) Cialed @) dda ML Y

2. PBA ma.de a c.oncerted effort to understand the ALl g S agil S 3gas PBA ) A58 2
complaint/grievance:

3 | Yes 1 a |3

01 No O 3 |0
If ‘no’, specify any additional comments here: sUa 4,8Lf idulad () daa (M"IIS

3. The PBA clearly explained each of the following to o8 G e S s PBA Jizod Al 3
the customer: 5SS AN B (e JSI S o) pad iflal) gaad D) ttaly

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

1) Complaint Resolution Process: ¢ 588l dallaa/da Ades (1

3 | Yes d a |3

0| No O 3 |0
If ‘no’, specify any additional comments here: 1A A8l Bl o) ada (UISM

2) Time taken for resolution . 9SAY dalaa | Jad (3 diual) gl (2

3| Yes O oo | 3

8
+ - +




~w | 0

E-iﬁ

0| No
If ‘no’, specify any additional comments here: U Ldlda) cllaled (o) daa "1HS" 1Y

4. The PBA possessed adequate knowledge of the 6553l dallaa/a Alenl 4 ,ndl Al PBA JI S 1 4

complaint resolution process:

|

0 | No, the PBA did not possess any knowledge Dj 4 ea gIPBA Jdiau¥ S| 0

1 | Yes, the PBA possessed a little knowledge l_:] A8 A 2aPBA J iy cami | 1

2 | Yes, the PBA possessed knowledge E] 43 ae PBA J) éllias ani | 2

3 | Yes, the PBA possessed a great deal of knowledge m 4 aalt go € EPBA i cani | 3

5. Please rate the PBA on each of these attributes, on a | 51 O Jba e AN el Gag PBA JV a2, L5
scale of 1-5: (38 5 400 ciliuall (e diua J9 541 (e a8 Joa 5000 a) 1&aly

INT: Circle a number from 1-5 for each attribute, as relevant (i

—_ QO ot
S v S — |
g gl &3 8| b . 4
o o <! IfE .
g | = S :E ‘Ef . g
> < 2 .

1) Overa.II custfomer 1 2 3 4 5 5 a 3 5 1 il i iyl 5 (1
experience for Sl oA
complaint resolution: O/ ogogog|o|jaoojo,ad F i

2) Brtent of PBA 1234|5543 2 1 | Cppadimea(

nowledge on dallaal Llee
resolution process: OOogo|o|o|oad)|0 o - |

3) :.f:’loé‘t rr;zqtg to plarovide 1 5 3 a 5 5 a 3 2 1 ¥ 5 36 (3 |

ull & additiona . i

Alald g ddlial Cle
information: O oo ad ‘ o,Ooa|jo;ad I Shae
H. Call Closing: ‘ i sAallallf Juaiy) slgdl o
C)PBA asked if he/she could offer further assistance | B8 e a3l (Sl (o il / IS 13 LPBA IV Sl
to the customer: s A bl

3 | Yes | pai | 3

0| nNo m 5 |0
C) PBA thanked the customer and said goodbye: Al N JBy g3 PBA J) SE (S

3 | Yes E | 3

0 | No m 210
E)The PBA attempted to acquire follow-up . .

" } dasliall il Jsaall F Jgla
information from the customer: \ [0 g Al claglna e PBA Ji Jsla(z

3 | Yes D a2 [ 3

0 | No g 3 (o

|
. ol e
F) Overall, rate the S - - 8 F F i 17 .
PBA on Call < §| 8 | Y k5 I‘E IE b | o= PBA Jl o le JSi (¢
closing: o 3E ' . Sy sl
{

Gualial) a8l o 5l pud) dialy
ikl Gy (5 1 (e

INT: Circle a number
from 1-5 for each
attribute, as relevant

]
[J wive

N
B w| Average
=y

[~ ve
O

5 3 1
O ooog
|
|




C Appraisal of interactive voice response (IVR)
D Greeting

E Soft skills & Telephony skills

F Other questions

G Questiohs related to complaints/ Grievances
H Call closing
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