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PROJECT: Money
SHOPPER CODE DATA ENTRY EDITING
i \ q Name Number Name Number Name
] ] e sl Ja) Gl e
JEgT O] PN ST g0 Y] \A
A.  Details of Call ] JeaY Al Sl -]
Bank Dhofar | ks iy
Bank Muscat D bt 3y ;
Nati f Handl ks glf il
1. Name of Bank to which ational Bank of Oman D ionll kb o PUREXIREAT PV R |
call was made: HSBC-OIB il HSBC-0OIB <k 4y Jlaty)
Bank Sohar | oa iy
Other Bank Specify:w\‘\ (22a) LAl oy
2. Call Centre Number 2439 //( , - 2%/ 200 VL e h, 2
Date | Month Year au JYSCTRN PN N
3. Dateofcall f Nt
2000 0]) |2]o0]1]é]2]0]1]3 JVen 3
! Hours Minutes TN EXPII]
4. Start Time to Call / ' O 3 | O l Jua sncdy 4
5. Total Duration Call Hours Minutes Gidal Gl Ll QLY iy f gana 5
INT: FROM POINT OF ANSWER BY G %by‘ aBal u‘) <l
PHONE BANKING AGENT o e - :
(PBA), UPTO COMPLETION O o) o | o> ) s ‘J"a
OF PHONECALL) (Aallsall plgil
06:00-09 am O gle=ll 4 09:00 -06:00
09:01-12 am X glall 44 12:00 —09:01 e
6. Time Slot During which - . dumn gl i3 86
: 12:01noon-03pm O s selall 3 03:00 —12:01 Juy! 48
call was made: | el gl 5y 1) sl
BINT:  SELECT THE 3:01-6pm [ | s el 3 06:00 - 03:01 b o O
RELEVANT TIME-SLOT, ] _ o et .
ACCEPT SINGLE ANSWeR, | 06:01-9pm | sluall 8 09:00 - 06:01 df‘ -dl-m__:‘\ Lﬁ:
]
09:01-1am D Sl Caatia 323 01:00 — 09:01 \ 9
1:01-5:59am O | ssWzlealt ,35:59 — 01:01
B. Purpose of Call JuaiN A
1. General Enquiry Product N ) Query Code H(Oald S0 fmiial) ad
regarding a specific roduct Name: | INT: (nsert o.-__dia\) oLy (@l pud) oe ala Dbadtal -1
. ) :nsei . T | — - v g e
Product / Service ch' {]01 1 B from list) (fum\ (a)a.:tu Loai /i
7 AT . !
2. Application fora Product Name: Query Code .—(d‘“’ iy (gialt )
New Product ) R . Tk = paall Clla .
Service / INT: (Insert | & df-’\) Gl — ‘(-‘sx;.i iaa) .. 2
from list) (Aaidl) 1" &
3. Complaints / Complaint Code (INSERT FROM :(um‘ O JAN) (s 9S8 Sa
. LIST) - .
Grievances a3 / 5185 -3
4. Other Please Specify Details: £(Jaalil) 30a 3L3)) ; byt o4 A
o
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C. Appraisal of Interactive Voice Response (IVR)
system:

(1IVR) l,abusx\ @M} 3_.,1 aiaY) ?uﬁ ?:# =

4.1Appraisal of IVR system:

Aol A5 pal) Aladu) alS aniig 1

1. How would you rate the IVR system in terms of Faals (ye Agle il A% pall Alatia) AUl o8 o) WSy oS g
Ease of navigation & user-friendliness? $alad iyl g Jasill A ge
No, the IVR was not at all easy to use S (DY) e Dol A peall Llatu¥l pla 0 aF IS
0 -, 0
AR5
Jie J8fla 3a A Ale i) 45 poall Aoyl S IS cani
1 ) : 4 : A JuL
Yes, the IVR was quite/reasonably easy to use D RECTTRW 1
2 | Yes, the IVR was easy to use ik 150 g Dol il 5 pall BTl S S cpai | 2
3 | Yes, the IVR was very easy to use [0 | sl b faa Jgow e il 5 ol Tladud) ol ¢S oo | 3
2. How would you rate the IVR system in terms of Al e dple A0 pall lata¥ QUsd il o) iy cas 2
clarity of instructions? el = g g
0 | No, the instructions were not clear at all | By e dadly claadll (Kal S| 0
1 | ves, the instructions were quite/reasonably clear m daudly J e JSdy [ Le 3o I cilaglarll S caad | 1
2 | Yes, the instructions were clear = daaly cilS Clatadll pas | 2
3 | Yes, the instructions were very clear n faa Ay S cilaeill caas | 3
D. Greeting il &

5.1 Greeting & Purpose of call

Juai (e o2 Al g qua i1 5.1

1. Once you selected option ‘9’ on the IVR, | |© >ec-
(“To speak to a call centre agent, press (Mention
9”), how long did it take for you to speak
to a PBA? seconds or
INT: Specify duration in the space provided minutes)

2i r_:‘\ é"l )

(G

Gt sl 879" Jlada¥) @ Lgal ool
38 ki e ps AlSEIMY) ¢ e Uil A5yl
@ jatal 5l e oS ("9 akazal / VLY
?PBA ae Gaaill

(naall Aaliwall (3 gl 3a) rialy

A

INT: Answer this question only if you selected the ‘Call back’

option via the automated voice service

5astaa” Jlaial AT Jia 8 B Jlseal) 130 o qgla) taly

(A R B DY QR W]

2. Were you called back by a PBA? PBA Jd e b JlaWisalel s 2
3| Yes O pi | 3
0 No D %5 | 0
If ‘no’, specify any additional comments here: *Note to O roialll ABada* Uy Adld el (o) dda S 1Y)
interviewers: This is not a mandatory field. Please fill in ALy Glliadal) daa cpla ) Dl 31 el 138 Aoy JEa
any additional observations, if relevant. Otherwise, leave S e iy 13a AS 8 AlaY) 3 A1 Yy Alall il
blank. This applies to this option for all future questions. Al calblayls Adball @l LAl
3 | NA BB hi¥ |3
3. On picking up your call, did the PBA wish you, ‘Good &l pall Fls! «ll PBA Ji o8 s ddelandl dlad gl 3
morning/ afternoon/ evening'? Al slie famu
3 | ves = pui | 3
0 |nNo O %[0
If ‘no’, specify any additional comments here: Ua L8l cliiad o) daa (S 1)
4. Did the PBA greet you in the same language you Ly alas A LS Aal Al i PBA JI S cnyda 4
selected through the IVR system? A le Uil 45 uall
3 Yes X pd 3
0 No D w« | 0

if ‘no’, specify any additional comments here:

(LA Adla) clilal o) 3da (NS 1Y)
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D.

Greeting

—
—t

Al &

5.1 Greeting & Purpose of call

Jua o g allg @ il 5.1

|

5. Rate the PBA’s greeting on his/her level of e . . P
- (N4ual 4301 iy |
courteousness: (e Bl s A BEPBA Jlm 535
0 | No, the PBA was not at all courteous O BBV e 3 PBA JI oS Al 3 0
1 | Yes, the PBA was quite/reasonably courteous . Jsia J8dy [ L 2a A G PBA JV OIS cpns 1
2 Yes, the PBA was courteous E G PBA () OIS pn 2
3 | Yes, the PBA was very courteous O a2 (3 PBA JI S cpn 3
6. Rate the PBA’s greeting on his/her clarity & f o . e
; ' greeting is/her clarity & pace o ()i a55 43S sl Gy PBA Jl i 5 o8 6
speech:
0 No, the PBA did not speak clearly & steadily | JIe )y £ s PBA Ji alslhy ol S 0
1 Yes, the PBA spoke quite clearly & steadily D Sl g £ g g Jodla S5 [ e da HPBA IV AlSSs cpas 1
2 Yes, the PBA spoke clearly & steadily Jielg g pagPBA J Al cpad 2
3 | Yes, the PBA spoke very clearly & steadily i Jisie] g faa gl g JSBPBA I Al cpas 3
7. Did the PBA introduce himself/herself by name? fau¥ls (Nawdije BPA Jl e da 7
3| Yes X i i | 3
0 |No O ) s | 0
If ‘no’, specify any additional comments here: | U 8l alitad o) asa ("N 4
8. Did the PBA then enquire after the purpose of your felllatl g2 e iU Gl oy e BPA J1E s 8
call?
3 | Yes X |3
0 | nNo O 3|0
If ‘no’, specify any additional comments here: U L) «::Li.ﬁ;hﬁigl ada (MUK Y
INT: <Answer this question only if the Mystery Shopper is Juals gl (Goudall OIS Jla B haib Jigudl 1A e Gigla) 1dal
calling as an existing customer> , {hda &9
9. Did PBA ask for customer details for the purpose of 08l im0 9 3 Adagi el Joalilll ePBA SV da 9
verification? I
3 | Yes Z axi | 3
0 | No [:I K 3 |0
_‘r
NA | Not Applicable (N/A O Bhu V| | L
10. Did the PBA proceed to listen to {or probe for) the [allss [Jskad M (0o Jlsdiu¥! ) gldw¥l PBA JI &5 s .10
customer’s query/grievance/complaint? SO (5 S5
0 No, the PBA did not do this at all D BB e PBA ) &l Jads al XS 0
1 Yes, the PBA did this to some extent D L da M PBA () €lld Jad a8l cons 1
2 | Yes, the PBA did this X PBAL €3 Jad ail (o | 2
3 | Yes, the PBA did this a lot O Ll PBA ) 13 Jad S cani | 3
E. Soft Skills & Telephony Skills 4l cLa) S g g Aad ) Gl lgdl 7
6.1 Hold Procedure S Gilslal 6.1
1. Did the PBA ask, “May | put you on hold briefly, while S O A Ol I O o) S M PBA JI il da 1
| get the required information?” prior to putting you LAY s 3 ez g Jid "9 sllaall il pleddl o clliaa 8
on hold? ;
i
3 | Yes E] N o | 3
3]
+ - +




+ +
E. Soft Skills & Telephony Skills I 4Egl L) Gl lga g dpadddl Gl jlgall
If ‘no’, specify any additional comments here: Lia i._él..éi Slidas (o) daa (IS™ 13)
NA . Gadais Y Y
— | Not Applicable (N/A — -
R
2. Did the PBA speak with anybody else prior to placing STV Al S dlny S8 AT pedldae PBAJISI s 2
you on hold?
0 | Yes O aei | O
3 No D w3
If ‘no’, specify any additional comments here: U A 8Ll il o) ada (ST
NA Not Applicable {N/A 3y Y . !
INT: Answer this question only if the PBA kept you on hold Cra AS) JBITPBA J) &S5 Jla A Jaid Jigudt s e qigla) t&aly
for over 60 seconds (2_,;1_,’ 60
3. Did the PBA inform you that he/she needs more time A3 e ety il (e 3l a i/ p 4l PBA Jidldel a3
and apologize for the same? £ 5aY
3 | Yes | axi| 3
0 |No ] |0

If ‘no’, specify any additional comments here:

Ua dgdla) Glided o) daa (NS™ 1)

NA

Not Applicable (N/A

I

Sk ¥ 3

r

6.2 PBA Attributes

PBA J! &lawi 6.2

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

‘Cilaud) 238 (e JS & PBA JV eldss Qs R I R - I |

) Active listening skills:

B Al plaud) &g 1

1
0 No, the PBA did not have this attribute at all D BB Je PBA I ¢l Jady ol IS 0
1 Yes, the PBA had this attribute to some extent D Loda MPBA ) dlld Jab 28t cans 1
2 Yes, the PBA had this attribute E PBA J) &lld Jad 288 cans 2
3 Yes, the PBA had this attribute a great deal D s pBA 1 &3 Jad Al s 3
2) Effective questioning skills: Jladll i) gatua) il Jlge 2
0 No, the PBA did not have this attribute at all ] (BB e PBA J ¢l dady ot S 0
1 | Yes, the PBA had this attribute to some extent O Lo aa (MPBA J) lld Jab il oni 1
2 | Yes, the PBA had this attribute d PBA () ¢lld Jad 3il (o 2
3 | Yes, the PBA had this attribute a great deal O LlapBA JI dlld Jab sl i 3
3) Confident: @y .3
0 No, the PBA did not have this attribute at all O (DY) Je PBA J) &b dads ol S 0
1 Yes, the PBA had this attribute to some extent D Laa JIPBA JF dlld Jad ail cans 1
2 | Yes, the PBA had this attribute M PBA ! &l Jab il cani 2
3 Yes, the PBA had this attribute a great deal | LLapBA ) <3 Jad a8 cans 3
4) Professional: o fiaa 4
No, the PBA did not have this attribute at all ' (DN e PBA JI el dady ol IS 0
1 | Yes, the PBA had this attribute to some extent O L s IPBA J) i3 Jab a& cans 1
2 Yes, the PBA had this attribute B PBA ) 413 Jad 3B caas 2
4

+
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E. Soft Skills & Telephony Skills | Ll L) & jlga g Foad B &) gl 7 |
Yes, the PBA had this attribute a great deal E] Ll PBA () lt3 Jad 1! cans 3
5) Friendly: L - ! 8939 .5
0 | No, the PBA did not have this attribute at all E] BN e PBA J Il Jads ol 38 0
1 Yes, the PBA had this attribute to some extent D Leaa MPBA i dlll Jab ail cand 1
2 | Yes, the PBA had this attribute & PBA g} <3 Jad 38! can 2
3 | Yes, the PBA had this attribute a great deal | LS PBA_ (! €83 Jab Ji cans 3
6) Used simple language & phrases: Ahgje Jaa g clals Jaaiul .6
0 No, the PBA did not do this at all D @Y e PBA €l Jady of S 0
1 | Yes, the PBA did this to some extent O L s AiPBA J\ A3 Jad 28 el 1
2 | Yes, the PBA did this & PBA ) &b Jab 1l (i 2
3 | Yes, the PBA did this a lot O LLGPBA J) i Job il o | 3
7) Overall, maintained a positive, friendly & oaban g 529 8030 ol cale (S Lol gl e Bilay 7
enthusiastic attitude: !
0 No, the PBA did not do this at all L__] S e PBA I <l Jady ol S 0
1 Yes, the PBA did this to some extent D Lo aa NPBA ) 3 Jab S8 e 1
2 | Yes, the PBA did this X PBA ) €li3 Jab 4l cpac 2
3 Yes, the PBA did this a lot O LLa PBA I i3 Jad 381 caes 3
8) Used positive language: | dplay) Al Jaaius .8
0 No, the PBA did not do this at all d SBY e PBA ¢ €lld Jady ot O
1 | Yes, the PBA did this to some extent | La2a LUIPBA ) cltd Jad 2 cans 1
2 | Yes, the PBA did this =3 PBA b\ A1 Jad S caal 2
3 | Yes, the PBA did this a lot O L PBA () el Jab 31 o 3
9) Overall, Was ‘Customer Friendly’: ; g d Q‘ Jagag (S cale JSds 9
0 No, the PBA did not do this at all O BBV e PBA ) &S Jady ol K 0
1 Yes, the PBA did this to some extent D Lo s LNIPBA () €l Jad 3 caas 1
2 | Yes, the PBA did this H PBA {J) it} Jad 40! (o 2
3 | Yes, the PBA did this a lot O LLa PBA () &ll) Jad 4 cans 3
1. Overall, rate the PBA § = g | o § F E. 7
on; < §‘ S99 l b ‘T I‘E b | o=t leiPBA Jiodle Jii 1
A) Greeting: o z | Y 9 F : E . i &
INT: Circle a number il AN e 3o aud) sl
from 1-5 for each 1 2 3 /45 |5la|3]21 iy dia g 5 01 (e
attribute, as relevant D D D D m D D D D D |
B) Extent of Customer Z z _g_ z E \—_5__ z ? —;— _l— gl g &gl Alaia Yl gaa (@
Focus & Friendliness: oo m ;D niinlinlin
C)  Soft Skills & 1 | 213 a4 5518|3211 < eiaido
Telephony Skills g g D_ Q & ig __D__ _D_ Q _D_ gl |




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

MJlai Gaa- )" OIS Ja (B all 13 e AaY ) -

Cduaa dead ) el 4]
e gl g Radd ) i Gl ple jludiul 22
Al e At g e -3

7.1 Information provided, Product Knowledge &
Cross Selling

AU g Oy i) e A ) cadiall claglaal} 7.1

1. PBA provided sufficient detail to the customer,
with a clear explanation of the requirements/
eligibility criteria/ documentation needed for this

Tasa /il 3g) a3 il atiead) / &da all leall / ol

RRYRRN
particular product/service.
0 No, the PBA did not do this at all O Y e ApBA JI Jads Al (3S 0
1 Yes, the PBA did this to some extent O Lada &l PBA ) Jad 3l o 1
2 | Yes, the PBA did this = ALPBA ) Jad Al pai | 2
3 Yes, the PBA did this a great deal ] S JSdy ANPBA ) Jad 3l cans 3
2. PBA provided a clear and thorough explanation of O e G @l phaall e Jaldy maal gz IPBA Jpadadl 2
the steps that shall follow in terms of: W e ol

1) Process: s Alall (1
0 No, the PBA did not do this at all Ol @Y e dpBA J) Jads ol <3S 0
1 Yes, the PBA did this to some extent D Loda &l pBA I Jad il cani 1
2| Yes, the PBA did this AIPBA ) Jab Al aei | 2
3 |Yes, the PBA did this a great deal O oS JSdy WIPBA ) Jed i | 3
2) Time taken: 18 Al S gl (2
0 No, the PBA did not do this at all | Y e ABPBA JY Jads ol DS 0
1 Yes, the PBA did this to some extent M Lada 1 lld PBA Jf Jad il cand 1
2| Yes, the PBA did this PBA JI 8 il i | 2
3 Yes, the PBA did this a great deal O oS 083 ANPBA Jf Jad Sl el 3
3) Reguirements (such as documentation): Hhalioad) Jia) cilllaia (3
0 | No, the PBA did not do this at all O B e WIPBA Jl dalsal DS | 0
1 Yes, the PBA did this to some extent B L2 ) i3 pBA Jf Jad Al cpnl 1
2 | Yes, the PBA did this e ANPBA ) Jad 1l an 2
3 Yes, the PBA did this a great deal i oS JS dPBA ) Jad A canl 3
3. The PBA was able to clarify any questions the

customer had:

s b SN ALY e gl e 8 Je aEPBA Sl 3

0 No, the PBA was unable to do this O A3 JadpBA J) adaiay ol <3S 0
1 | Yes, the PBA was somewhat able to do this O Lo da @l el pBAJY pllaieat 38 cpai 1
2 | Yes, the PBA was able to do this O <3 JaIpBA U1 gl coni | 2
3 Yes, the PBA was very able to do this X S Sy I3 JadpBA J pllaiud 28] canl 3
N/A Not applicable n gobal ol dla ki Lall s jia) i el oﬂw\l ) Y
(Interviewers: Choose this option only if no — (Yl | Gk
6
+




+ + +
| guestions were posed) ‘
— '
4. The PBA was able to explain the points of |
differentiation and comparative advantage of the fesall Jumiiy ua Al il 2 3 YPBA Jpllind 23 4
product/service (Versus offerings of local (Aadliall Aol A gill Lo (A [ im g pall Jilia) danill
competing banks): i
0 No, the PBA was unable to do this O 13 JadPBA Ji plaiaws al ¢3S 0
1 Yes, the PBA was somewhat able to do this D Laaa ) &l3 JadppA @) pliad Al cans 1
2 | Yes, the PBA was able to do this M &3 JuipBAJ) pUsiniil i | 2
3 Yes, the PBA was very able to do this D S JS& ) JadpgA ) gl B cand 3
Not apolicable - ‘ Ge o o 318 sl 138 il o alll) Gk Y | Y
N/A | (Interviewers: Choose this option only if asking g (e fnss/in | 3 L
about a specific product/service, L '
5. Please rate the PBA on each of these attributes: ol 038 (e dew JU Ui, PBA i ad < sls, S
1) Effort to fulfill the purpose for which the call .
bt #la9 e @ AN (Bdadl all Y (1
was made:
0 No, the PBA did not make this effort/possess D e At 0da lliay ¥ / agad! 13gs PBA I ady al DS 0
this attribute at all ; Y
Yes, the PBA made this effort/possessed this " C . o
! attribute to some extent [0 | oo haediom diie o /el 3HBA I o6 s 1
) thi}tfzteePBA made this effort/possessed this E Aaual) o3a lliey ga / 34l ﬂq—.:v’BA O 2 3 s 5
3 | Yes, the PBA made this effort/possessed this ] JSdy dacdf oa dlliay g [ 3galt 13PBA JI a8 38 cans 3
attribute a great deal i s
.

2) Extent of product/service knowledge: sdanid) / piially A8 el e (2
0 No, the PBA did not make this effort/possess D (5 Aand) oda dllias Y [ 342t 133 PBA JI ak ol S 0
this attribute at all by

Yes, the PBA made this effort/possessed this . < . .
1 l‘ » ‘ .
1| attribute to some extent D Loas 0 Raudl ot Slligg 50 / 362l BePBA 1 pl8 il s ) 1
Yes, the PBA made this effort/possessed this : 4 . s . P
2 attribute E Aacd) oy dliay g4 [ 3gadl 1AHBA J a8 a1 (ans 2
3 Yes, the PBA made this effort/possessed this D JSdy Aacd) 0da dllias 2 / 3l 13guABA I ald Al cans 3
attribute a great deal S
.
3) Cross-Selling effort/attempt made: | ALY Al Jal e Adsduall Al jlaall of Jgduall 3gali (3
0 No, the PBA did not make this effort/possess [:I o Aaud) 0da dllias ¥ [ 3¢l 1363 PBA ) okt ol NS 0
this attribute at all ey
1 Yes, the PBA made this effort/possessed this D L aa ) Bl o3 lliay pa / g2l 13sPBA I o 38 (o y
attribute to some extent

2 Yes, the PBA made this effort/possessed this E Rl 03A iy 48 [ 2g20) VigRBA U1 ol S cons 5
attribute ‘ j
Yes, the PBA made this effort/possessed this S dacall oda dlliay 5 [ 3gall 13gPBA Jf pl Akl cans

3 | 3
attribute a great deal g e
Not Applicable

N/A (Interviewers: tick this option only if cross Q (b b Jlaia) 18 e Ladle punnsy o ) Sialdl) Gubahy ¥ ¥
selling was not possible due to the nature of (&lll 5 danals Canny USaa cross sellling JV (S ol Jla | Gy
your inguiryz

4) Provision of adequate explanation in A g phal) ALt e 0y B gll 7 0 aati (4

response to guestions posed :

0 No, the PBA did not make this effort/possess D & Al 0da dllias ¥ [ 3¢ad) 13g PBA ) aks al DS 0

this attribute at alil By

i

b




+ + +
1 Yesi the PBA made this effort/possessed this [ | s Gl oia dlliay s / 2ol 3PBA ) o5 ) cond
attribute to some extent
Yes, the PBA made this effort/possessed this - . . -
2 ' [posse d E Aacd) o3a Sllias 4a / gl 1igPBA ) al ail caa
attribute
3 Yes, the PBA made this effort/possessed this O] JS dand) o lliay b [ gall 1APBA JF ol 3R cand
attribute a great deal ey
Not Applicable \ A . . )
Jla 3 bd Ll s e Zadle a1 sialdll) Gukay
. . ) . . gl 8 lall ha o O ealll) Gubu Y Y
N/A (Interylewers: tick this option only if no further Q (Al i > 0 ;{UA 5 | G
guestions were posed)
2. Overall, rate the PBA - U R R
) ] @ Bl | = ¥ Glady Lad PBA J Al ale K
%d knowledge & £ §' 31389 |F E F e o
A) !Dro uct .now e.ge e g 8 7E X (E’ |l e sl dlaiidly B el (]
information/assistanc | £ < g . o Bac el 5 Lgy alatiall
e provided: ’ * W
INT: Circle a number 1 2 3 4 5 5 4 3 2 1 Gildall 80 Lo ST a) :dal
from 1-5 for each ﬁ ﬁ ﬁ ﬁ ﬁ E_:] ﬁ D D * Ll (Bl g . iﬂjdﬁ&;}‘.l -
attribute, as relevant _d UHiD d == : 3 o
B) Cross Selling: 11213 |4|5|5|4]3|2]1 Cross Selling (<

(Interviewers: Please skip Part B/Cross Selling, if not applicable. Example: interviewer posed very basic guery about opening a

current account and there was no scope/almost no scope for cross selling)

Al (S oo dia (o als gl Sl 788 J g Taa e Jge 72 sl Sl 58 S Bubaiy ¥ 1Y Cross Selling/o audll 7 Jki Y Fla ) 1 gialill)

(Cross Selling W aa I Jas

G. Answer this segment if the ‘Purpose of Call’ was to G e (e Gl Al 1Y o el b e ual .z
express customer Complaints/Grievances: G Glallss [ g gl ald

8.1 Complaints & Grievances Clallidll g g glsdll g1

1. PBA demonstrated active listening skills when the US4 (sl S Larie Lapdill plau¥l @l jlge PBA JI ekl 1
customer was relaying his/her complaint: el S

3| Yes M| axi | 3

0| No O 3|0
If ‘no’, specify any.additional comments here: Ua A8l clidad o) ada ("TIS" 1Y

2. PBA ma.de a c.oncerted effort to understand the Al 5 A ngil LIS s PBA JI B8 2
complaint/grievance:

3| Yes O axi |3

0 No i % |0
If ‘no’, specify any additional comments here: (U A8l Cilided (o) daa (TS Y

3. The PBA clearly explained each of the following to sl SO e S ramnPBA Jz il 3
the customer: 358 A 25 A DA Ga JSINS gf gl ilall (gaa) ) rdaly

INT: <Select either yes or no for each of the focus areas> (4=

1) Complaint Resolution Process: 588l Aalua/ds Llee (1

3 | Yes O axi |3

0| No O 3|0
If ‘no’, specify any additional comments here: sU ALt clidad ) daa "M 1)

2) Time taken for resolution 540 Aatlaa [ Jad (3 Aduall gl (2

37 Yes O a3

8
+ - +




D-'l-

01 No , % | 0
If ‘no’, specify any additional comments here: Ua Al il o) daa (S 1Y)
4. The PBA possessed adequate knowledge of the ‘6 Sl Aalleof/das dulaal 43 jeall My pBA JI S 8 4
complaint resolution process:
0 | No, the PBA did not possess any knowledge D 4 e Q‘PBIA Jdia¥ S| 0
1 | Yes, the PBA possessed a little knowledge I:I aLe “ﬂPEA Jh e aei | 1
2 | Yes, the PBA possessed knowledqge D 4320 PBA J) i cani | 2
3 | Yes, the PBA possessed a great deal of knowledge D 4 pall g S JSPBA Jl Sl i | 3
5. Please rate the PBA on each of these attributes, on a 5 M1 G Jbme e 0N Clandl Gy PBA Al 2l L5
scale of 1-5: (8 5 N9 it (e ddua JS1 521 (e ady Jsa 508 ) 1dialy
INT: Circle a number from 1-5 for each attribute, as relevant g (LGLM
|
[ © — |
5] w S — X |
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1) Overall customer 1 2 3 4 5 5 4 3 2 1 . fen M
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complaint resolution: | S
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) kzo":\';l‘lezge on 1 2 3 4 5 5 4 3 2 1 4 PBA JI 48 j20 (520 (2
dalledt Ll
resolution process: D D D I:I D D D D D D T -
3) ;Efflogc rréadq: to ;larovide 1 2 3 a4 5 5 4 3 5 1 oY 5l 60 (3
ull & additiona P,
information: O o000 0|0O|. 1| 0 ALy Bl i sla
H. Call Closing: Alall/uaty) slgdt |2
C)PBA asked if he/she could offer further assistance B La andl (Saall o cailS / 813 LPBA JI Jh(
to the customer: Ol bl
3 | Yes M g i | 3
0| No I 3 3|0
C) PBA thanked the customer and said goodbye: (Al N QB el PBA Y USS S
3 | Yes g ani | 3
0 | No =10
O 1
E)The PBA attempted to acquire follow-up e de :
¢ i daliall Gl Jguaalt P Jgla
information from the customer: e gl o PBA Ji dsa(z
3 | Yes g e 3
0 [ No O] o
- e ol H
F) Overall, rate the 3 - : - 8 F E—. i b
PBA on Call & §' S g | © |F |‘E IE | s PBA |V a ale JS& (F
closing: 9 g | © S 13 ' . i ‘Jadyl elgd
INT: Circle a number > culiall B e S‘).-‘\\-\ &) daly
from 1-5 for each 1 2 3 4 5 5 4 3 2 1 |Leiilail Gdy (5 .M 1 0a
attribute, as relevant }
peeseent | 0 000K OO OO0 )




l. TOTAL Brach Score

 section

T

Parameter Under EVaIQétio‘

‘Total Points Scored in this
' “Area: i

. Total Points Allocated / -

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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