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AO = FO

PROJECT: Money

SHOPPER CODE DATA ENTRY EDITING
Name Number Name Number Name
Ll ]
a0 o] eyt ST JEgT Y
[T [ ] 2=
A.  Details of Call 1 JeaN VAl Jpual
T
Bank Dhofar Jausovald X ks ey
Bank Muscat O Jiiea Sy
i f Nandl ik ol Sl
1.  Name of Bank to which National Bank of Oman D il ol 25l il a1
call was made: HSBC-0i8 | HSBC-0OIB < “4 Juai
Bank Sochar D Saa oy
Other Bank Specify: ‘ b (saa) LAl oy
2. Call Centre Number 2(4 7—9//// Q/(//Q,/Z g ol OVLSY S el 2
Date | Month Year FEw] el [ ag
3. Dateof Call B duaNlag 3
Zolol) l2lol114l2]0]1]s 1 ;
A Start Time to Call Hours Minutes / (A alelull Sy j
. art Time to Ca / |2, O I D l I : PRYRL P )
5. Total Duration Call "Hours Minutes G alelud) iy Gy ¢ sane L5
INT: FROM POINT OF ANSWER BY om Ala¥) Aaal ) 1aly
PHONE BANKING AGENT .l e A
, i il e
(PBA), UPTO COMPLETION A -
OF PHONECALL) 0 O o g ‘ (Aaltsdlt plgs
06:00-09 am O gleal % 09:00 -06:00
09:01-12 am O glaall 43 12:00 —09:01 o
6. Time Slot During which gl cidags 6
: g 12:01noon-03pm | 3elal) 4 03:00 -12:01 sJlaiyl 4
call was made: gl 5 38 Al sl
BINT: SELECT THE 3:01-6pm EI SSL gLl 4 06:00 ~ 03:01 LoTh R SEAR
G Al Agulial
RELEVANT TIME-SLOT, 06:01-9 D Lol ] - 38 ) g5
ACCEPT SINGLE ANSWER, ‘01-9pm #lael &2 09:00 - 06:01 A Juai¥) g
saal g Alal
09:01-1am [ |l aetia 32 01:00 — 09:01
1:01-5:59am [ | sult zlealt La5:59 — 01:01
B. Purpose of Call Juay) Gdsay w
1. General Enquiry Query Code Hdpulh S0 ..
. . Product Name: _ Nz aud) || "
regarding a specific INT- 0 ¢ | oedad) reay e e Dladial -1
Product / Service . r - Anser T 3 FOREY P
/ Depo‘n]( AceM/T from list) (Aaiat (b) 23nn Lo
L
2. Application fora Product N . Query Code (el S0 (i) and
New Product / oduct Name: T aneert C,u_—di-ﬂ) . (i) sle Jpanll Wl 22
Service - Linser P 3)uaa daad /i
from list) (4 ()2 feie
3. Complaints / Complaint Code (INSERT FROM (Al (s J231) (s 5881 S,
Grievances LisT) A/ s8S -3
4. Other Please Specify Details: (Dl 238 3L ) N




+ +
C. Appraisal of Interactive Voice Response (IVR) (IVR) Aule i) 45 pual) Lladul) s 4l &
system:
4.1Appraisal of IVR system: Al U 45 sual) Aladu) pUBS aii4. 1
1. How would you rate the IVR system in terms of Lali (e Agde Ll A0 peall AtV QU8 285 o HiSay (28 1
Ease of navigation & user-friendliness? alastuyly Jash 4 e
o | No, the IVR was not at all easy to use D G (B e Dle i) 45 puall Lol ol OSal 38 0
I
dsiia JSafla 3 ) e il &5 poall AARS0YT AU IS cans
1 . X s - r Faary -—
Yes, the IVR was guite/reasonably easy to use O RIECRTR 1
5 | Yes, the IVR was easy to use E Jaod! S Ao il A5 pal) s B3 IS pe3 | 2
3 | Yes, the IVR was very easy to use OO | pleasad b Taa Jgu Blo il A5 ol dlaioy) ol gl i | 3
2. How would you rate the IVR system in terms of Al e Ale ) A5 peall Alatia DUl il () iy i€ 2
clarity of instructions? $laslatll - gum g
0 | No, the instructions were not clear at all O (B e dadly clahdll (S S| Q
1 | Yes, the instructions were quite/reasonably clear O daudl g dgiie JO8 [ La a M Clladaill €IS caai | 4
2 | Yes, the instructions were clear X dadly calS claaill caai | 2
3 | Yes, the instructions were very clear ] fay daudl g calS ciladadl) a3 | 3
D. Greeting wua Al &
5.1 Greeting & Purpose of call Juai¥l (e 2 il g qua i 5.1
1. Once you selected option ‘9’ on the IVR, | Cel. - . Alatuyl pUas 189" Jlda¥t & jal g2l g
(“To speak to a call centre agent, press (Mention —_— BLEPRE B-FOPIPIN. i\ () Wi SN[ ¥ PUON |
9”), how long did it take for you to speak s o3 i) aan) | R Sl G oS (19 Lkd / VLY
to a PBA? seconds or il PBA go Cuaall
INT: Specify duration in the space provided minutes) (& (Uarall Aaluaadll B gl 2) sialy
INT: Answer this question only if you selected the ‘Call back’ 3aglaa" Jlada) LA Jla 8 il Jigud) 138 o qigla) rdaly
option via the automated voice service :(‘!M G gall Ladd e "' Jlaty
2. Were you called back by a PBA? SPBA J8 Qe b SVl salel 5 a2
3 | Yes O pi | 3
If ‘no’, specify any additional comments here: *Note to O rofalall A5ada*r 1Ua A8lal chidad o) daa (NS 13
interviewers: This is not a mandatory field. Please fill in AlaY) clliadal ada cpla Dl 3l Gl 138 Aglay) Jia
any additional observations, if relevant. Otherwise, leave g Jo gl i 42 8 Llay &5 Yy ALl @l
blank. This applies to this option for all future questions. AN GllaYl Al @i LAY
3 |NA = Gl ¥ |3
3. On picking up your call, did the PBA wish you, ‘Good Al peall Fls” ol SaGPBA J o8 Ja ddolendl dlad oo 3
morning/ afternoon/ evening’? ' " uadl plise famu
3 | Yes B pui | 3
0 |No M| 3w | 0
If ‘no’, specify any additional comments here: U 48la) it ) daa TS Y
4. Did the PBA greet you in the same language you Alata¥) lad A Ll A ARl Guily PBA JV b sy a4
selected through the VR system? Sle ) 45 guall
3 Yes X a3
0 No D w0
If ‘no’, specify any additional comments here: Y A RETR] gl ada S 130




+

+

D. Greeting

il &

5.1 Greeting & Purpose of call

Juai¥) Ga paally a Al 5.1

l

|

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

courteousness: (At Al o Sl GPBA Jlmfied S
0 No, the PBA was not at all courteous D S e 32 PBA JIoSial O3S 0
1 Yes, the PBA was quite,/reasonably courteous ] Jodla U8y [ La da 1 B PBA I OIS cpu 1
2 Yes, the PBA was courteous D G PBA JI OS ol 2
3 Yes, the PBA was very courteous faa 30 PBA J} QWS cpns 3
6. Rate the PBA's greeting on his/her clarity & pace of ()45 o 53 43S 55 Gy PBA Ul i 8 6

speech:
0 No, the PBA did not speak clearly & steadily O Jlaiely 7 sa5 PBA J) alShi al S 0
1 Yes, the PBA spoke quite clearly & steadily D JIe)g rsaagr Jpla JS0 [ La s AIPBA ) AlSS s 1
2 Yes, the PBA spoke clearly & steadily E Jiie) g 7 saswPBA JI &S5 cans 2
3 Yes, the PBA spoke very clearly & steadily D Jiiel s laa mdl g JSAPBA JF Al canl 3
7. Did the PBA introduce himself/herself by name? Sau¥ (N e BPA JV e Ja 7
3 | Yes O a3
0 | No | x| 0

If ‘no’, specify any additional comments here:

s Adl) SAElad o) daa (NS 1Y

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

fellladl o e e Jludiua¥U S aay e BPA 1B s 8

call?
3 | Yes [ |3
0 | No M| x| 0

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

tUa A8l ciByad o) 2aa (NS 1)

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?

Jualy 6 ) (Goudiall QIS Jla B Ll gl 138 o qgla) 1daly
(s 9038
Sl iy (052 3l0 Aasi sl Jpalilll 0ePBA JIdlsda 9

3 | Yes O o | 3

0 | No O 3|0

N . k|

— | Not Applicable (N/A E hi Y 2
—— = = ﬁ‘. r

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

[l [dgws M (oo Jladinl¥) ) glau¥l PBA JV &6 Ja .10
fosll s S5

No, the PBA did not do this at all

L;)\b\l\ulsPBAdmnSda.i_;?h)\s 0

Yes, the PBA did this to some extent

Laaa M PBA ) &l Jad Sl cpas 1

Yes, the PBA did this

PBA () &3 Jab J&! ani

W IiINI=]O

Yes, the PBA did this a lot

2
3

Ll pBA J1 113 Jad a8 cani

E. Soft Skills & Telephony Skills

—|O| X 00

Adolgl) e &l e s dadlll) Gl gl 2

6.1 Hold Procedure

Y celal 6.1

1. Did the PBA ask, “May | put you on hold briefly, while
| get the required information?” prior to putting you
on hold?

Ol O A Sl OIS il o) ey Ja" PBA JV il a1
€ UV Ala 8 dlaaiay J 94 sllaall e glaall o Cliaa 5

3 Yes

an




+ +
E. Soft Skills & Telephony Skills | Al eNLal) &l Jlga s dpd ) @ gl
0 | No 3 | 0
If ‘no’, specify any additional comments here: <Ua 48001 cilidad @) daa UET Y)
NA . R by Y Y
= | Not Applicable {N/A) o — -
B

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

?Juﬁ‘jaﬁugﬂmjdﬁ)ﬂuam@ PBAJ G da 2

0 | Yes | ] 0
3 | No D |3
If ‘no’, specify any additional comments here: sUa Lo Cligdal of ada (DS 1)
NA | Not Applicable (N/A E bl Y *_1

P

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

(e AS) BITPBA J1 S 5 Jla 4 bk Jisud) 1 e qigla) 1daly

for over 60 seconds (lu'li 60
3. Did the PBA inform you that he/she needs more time S5 e LYl B sl e el 2 Y 4l PBA Jidldel Ja 3
and apologize for the same? . ¢ eyl
3 | Yes O s |3
0 | No O 3|0

If ‘no’, specify any additional comments here:

sUa A8L&) Clidad o) daa (ST 1Y)

NA | Not Applicable (N/A X Y| Y
6.2 PBA Attributes PBA Jl Gaw 6.2

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

rilassll 038 (e S ga PBA ) Gl Jla 3 " 51 Maad® i 1

1) Active listening skills: bubdll plaiul i jlga .1
0 No, the PBA did not have this attribute at all O S Je PBA ) €l Jady ol S 0
1 Yes, the PBA had this attribute to some extent |:| Lo da MPBA J) &lld Jab ail cans 1
2 | Yes, the PBA had this attribute d PBA ) I3 Jad 3l (ans 2
3 | Yes, the PBA had this attribute a great deal L pBA I &l Jad 3 cans 3

Juadl) ol it Gl Jlga 12

2) Effective questioning skills:

0 | No, the PBA did not have this attribute at all DY) e PBA JI S Jady ol (IS 0
1 Yes, the PBA had this attribute to some extent Lada JIPBA J dU3 Jad 4l caas 1
2 | Yes, the PBA had this attribute PBA J! ¢l Jad il cons 2
3 Yes, the PBA had this attribute a great deal LACPBA () 13 Jad a8} cans 3
3) Confident: @y .3

0 No, the PBA did not have this attribute at all

(Y e PBA JI el dady ol IS

1 Yes, the PBA had this attribute to some extent

Lo da JIPBA ) <3 Jad a8} caal

2 Yes, the PBA had this attribute

PBA JI dlli Jab ait cans

3 Yes, the PBA had this attribute a great deal

0
1
2
LiLapBA Ji dlld Jab sl cand 3
4
0

-®OO |oroo joxog (o

4) Professional: o yiaa

0 | No, the PBA did not_have this attribute at all (B e PBA JI ) Jady ol S

1 Yes, the PBA had this attribute to some extent Lo da  JIPBA J 3 Jad a8 coal 1

2 | Yes, the PBA had this attribute PBA JJ} 13 Jab 3il caal 2
+




+ +
E.  Soft Skills & Telephony Skills \ Liigh cLaN) il ey maddD) Gl lgdl .z |
Yes, the PBA had this attribute a great deal O Ll PBA JI U3 Jad S& cand 3
5) Friendly: - 3949 .5
0 No, the PBA did not have this attribute at all O (DB Ao PBA J I Jady ol S 0
1 | Yes, the PBA had this attribute to some extent O Leaa APBA ) Slld Jad B cand 1
2 | Yes, the PBA had this attribute R PBA JI ¢lld Jub 3! o 2
3 | Yes, the PBA had this attribute a great deal m Lis pBA i dlll Jad &l cand 3
6) Used simple language & phrases: Ay Jax g CilalS Jarinid 6
0 | No, the PBA did not do this at all ] BBY) e PBA J) &3 Jady a1 O3S 0
1 Yes, the PBA did this to some extent D Loaa JUPBA JI €l Jad il caal 1
2 | Yes, the PBA did this X  PBAJI e s | 2
3 | Yes, the PBA did this a lot O Lidi PBA JF 13 (ad 3l cani 3
7) Overall, maintained a positive, friendly & sdan g 629 £ (ol cale JSs ot ehal e Bilay 7
enthusiastic attitude:
0 | No, the PBA did not do this at all O BV e PBA S i Jab 1 XS | 0
1 | Yes, the PBA did this to some extent O Lo da PBA () elld Jad 30! cans 1
2 | Yes, the PBA did this X PBA JI &lld Jab A&l cani 2
3 | Yes, the PBA did this a lot O Lidi PBA I i3 Jab sl o 3
8) Used positive language: dplay) 4 Jaaliw .8
0 | No, the PBA did not do this at all O BV e PBA J) &l Judy o (IS 0
1 | Yes, the PBA did this to some extent M| L 3o JIPBA ) dlld Jad 38l (ol 1
2 | Yes, the PBA did this X PBA ) 13 Jab 8l cpas 2
3 | Yes, the PBA did this a lot O Llsi PBA (&l Jub 88 cpes 3
9) Overall, Was ‘Customer Friendly’: sl aa fagag oS ale JSEy 9
0 No, the PBA did not do this at all O S e PBA J) dlld Jady ol O3S 0
1 Yes, the PBA did this to some extent D Lesa IPBA ) i3 Jad 3l cand 1
2 | Yes, the PBA did this ® PBA J) I3 Jab ail cni | 2
3 | Yes, the PBA did this a lot O Lid PBA Jf &l Jad 3t i | 3
1. Overall ratethePBA | S ) 3| = n
on: < §| % ! S "b’ i3 IF |<E | ioasi LS PBA Jl e le JSE 1
A) Greet.ing: o & z | ° g :F ‘P . E o s g\ i
INT: Circle a number Guliall 233 Je 5l k) rdals
b o reovan é é é él é é él é é é B Bel s
B) Extent of Customer —l— —Z— —é— Z E— E Z _3_ ——g— I A0 ol 5 (9 Wl ALY sae (G
Focus & Friendliness: D D E D D D D D D D
C) Soft Skills & 1 | 2314|5514/ 3]2[1] Ot
Telephony Skills g g- g g g Q _D__ Q Q Q_ il 3




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

LY a1 O8 JB b soall s e DY 1)

Buas dedd gl i idb -1
.deg@jmsj\@m@uem?ma )
WS o Al pa e -3

7.1 Information provided, Product Knowledge &
Cross Selling

LAY A g giiadl e A8 pal) cdadial) 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.

ZAA;.“/G'uAM H«J LJN\ Glatiaall / ‘UA‘,A‘ )ﬁu\ J clllaial

Jasass

0 | No, the PBA did not do this at all | @Y e WiPBA I eyl S |

1 Yes, the PBA did this to some extent D Laaa A &3 pBA () Jad 38 cans 1

2 | Yes, the PBA did this O AUPBA ) Jad il ai | 2

3 Yes, the PBA did this a great deal D S JSd ANPBA JI Jad 3il caxd 3

2. PBA provided a clear and thorough explanation of O g S Gl plaall e Jaldy mazlg 7 3 3PBA Jiaaiadl 2
the steps that shall follow in terms of: Cua (e &T

1) Process: s dalall g (1

0 No, the PBA did not do this at all O S e APBA J Jads al (IS 0
1 Yes, the PBA did this to some extent D Lada M i3 PBA Jf Jad 38! cpai 1
2| Yes, the PBA did this b APBA JI b i | 2
3 Yes, the PBA did this a great deal D S Sy ApBA ) Jad Al caxs 3
2) Time taken: 13 Al cid gll (2
0 No, the PBA did not do this at all | BB e dlpBA JF Jads ol S 0
1 | Yes, the PBA did this to some extent M| L sa (l) 23 PBA I Jad 2 (el 1
2| Yes, the PBA did this Bd AIPBA JJad il i | 2
3 |Yes, the PBA did this a great deal | S Sy AIPBA ) Jad Al cans 3
3) Requirements (such as documentation): (i) Jia) cbllia (3
0 | No, the PBA did not do this at all O B e dPBA JI skl XS | 0
1 Yes, the PBA did this to some extent o Loaa 1 3 pBA i Jad 3B cans 1
2 Yes, the PBA did this [ APBA ) Jad 38 cans 2
3 | Yes, the PBA did this a great deal n oS JSdy ANPBA JI Jad S (aai 3
3. :::t::i:v::da:lble to clarify any questions the st g 31 Al (gl o le LIPBA S 8 3
0 No, the PBA was unable to do this D A3 JadpBA J) aiiw ol (S 0
1 | Yes, the PBA was somewhat able to do this O Lo 2a 1 U3 Jad PBAJ gt Al caa 1
2 Yes, the PBA was able to do this X A1l JadpBA J) pUiualadl cael 2
3 Yes, the PBA was very able to do this O oS J8d il JadpBA ) gl 3B cani 3
N/A Not applicable ] Cob sl da G RE LAl e jia) g ald) Gk Y

(Interviewers: Choose this option only if no - (! | Gy

6




| guestions 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):

aisall d_.;,;sj)'__\.\:‘;m Gldaall -4 OIPBA J &\L:uujl 4
“(Andliall Adaall & gl Yo 3 yin g el Jilia) deadll

0 No, the PBA was unable to do this ] 13 LadpBA JI pdaliw oJ (DS 0
1 Yes, the PBA was somewhat able to do this 1 Loda A &l SadpBA J) Uit B caa 1
2 Yes, the PBA was able to do this & Sl JaipBA J) _plaiuladl can
3 Yes, the PBA was very able to do this O S JSdu ¢l JadpBA J1 plaiad 2 cans
Not applicable e e . o
N/A | . “Ch hi . v if aski | e Jlo dla (i el 13a iaf o faldl) laby Y ¥
N/A | (Interviewers; Choose this option only if asking o (e ferafptie | (bt
about a sgecific groductéservice=

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

Cilawll 038 QﬂmdsltiéjpBAdlﬁs‘;l__xJ 5

1) Effort to fulfill the purpose for which the call

et £l9 Ga Al (Blatl sl g4 (1

was made:

0 No, the PBA did not make this effort/possess O e Aadf 03a dllies ¥ [ 3¢l 13g: PBA J) aks ol <3S 0

this attribute at all (aay

Yes, the PBA made this effort/possessed this . C e . o

] LA .

1 | attribute to some extent L1 bosnoohiandioda iy o /sl 5PBA Il pni | 1
2 \a(ai,ibtzfePBA made this effort/possessed this R Fond oa llie g2 [ 342l 13PBA U a8 ) canl 5
3 Yes, the PBA made this effort/possessed this D S dacalf 0 dlliay ga [ agali 13¢PBA JI Al 20 caxd 3

attribute a great deal Yy

2) Extent of product/service knowledge:

Ai—
sdaadll [ zilally 48 mal) g (2

No, the PBA did not make this effort/possess

e Aacd) oda dllias ¥ / 3¢l 13 PBA JF als al DS

0 this attribute at all O by 0
Yes, the PBA made this effort/possessed this . o e o

1| attribute to some extent [0 | beanhdedioin diia /sl BePBA o6 il o 1
Yes, the PBA made this effort/possessed this “ ~ . s ar .

2 attribute E Aacd) 0dn dliar g [ 3gadl REPBA i ald 28! cani 2
3 | Yes, the PBA made this effort/possessed this 0 JS8s Aand) 03 Sllias g [ 3gall 13 PBA I a8 2l can 3
attribute a great deal S

.

3) Cross-Selling effort/attempt made:

L ALEY) ) Jab e Aghaddl Agladl o) Joiuall 3gali (3

No, the PBA did not make this effort/possess

(1 el ol dlliy ¥ [ 3gal) 16y PBA Ul gy ol S

0 ~ 0
this attribute at all 0z Gy

1 Yes, the PBA made this effort/possessed this D L a Gl 38 iy 5o / 3¢l 136PBA ) o8 2l cans 1
attribute to some extent

2 Yes, the PBA made this effort/possessed this E] Tl 030 dlliay ga / 3ga)l Vi PBA ) ol i con 5
attribute

3 Yes, the PBA made this effort/possessed this u IS dacdll 03a dlliay 5a [ 3¢l 13PBA ) A8 SBl (anl 3
attribute a great deal s
Not Applicable
(Interviewers: tick this option only if cross o ki JLaiayl 13 e Zade ai g a8 1 gialll) (i Y Y

M D AWM A N A R -t L
selling was not possible due to the nature of — (&5 Aannbs canw BSas cross selling d! oS 2l Ja | by

your inguirv)

4) Provision of adequate explanation in
response to guestions posed

da g shall ALY Ao 1o gl 2 )l A (4

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

S et sda ey ¥ [ 3t 1343 PBA J) oy &l (3K
by




+ + +

Yes, the PB de this eff i . . " . .o

1 : e PBA made this effort/possessed this D Lo aa M Al oa clliag 5o / 3gall 13PBA J) o8 28l caal 1
attribute to some extent

5 Yes, the PBA made this effort/possessed this D Tl 03 llia; g [ g2} 13PBA U ol S (and 5
attribute
Yes, the PBA made this effort/possessed this — IS Aaal) 238 dlliay g [ 3¢l 13gPBA () pl8 Sl cans

3 ; 3
attribute a great deal =8
NOLAD licable Al e L Jball 1 e ddle aus o) falill) Buky Y ¥

N/A | (interviewers: tick this option only if no further D_ PN TN @;
guestions were posed) ‘ —

2. Qverasll, rate the PBA

-]

on: — ho

- Q © o

A) Product knowledge & g’ g S
information/assistanc <

<t <y

Gl Lt PBA I af e JS& 2

=

)
vrf

e el Aatially & pad) (1
o3l 5 Loaal 5 Lg Adlaidl

qvi-'rw
ey <y

€ provided:
INT: Circle a number

from 1-5 for each
attribute, as relevant

ey
Gliall a8 e 5 ad) rdal
Lo} Gy ¢ ddua JSI5 11 1 G

B) Cross Selling:

I[:I = |D = | Very Poor

ImEN (=]

4
]
4
]

e | o

IDIU'I |[:||u1 Very Good
0w ||

:Cross Selling (<

(mESWES

e ([T
ImESImE

O 10w

{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 e s (S Al o ola s #88 Jsa Tan o Jlgm 7 shy Sl B8 D8 Gt Y 1Y <Cross Selling/o audll 7 Hhki Y Bl 1 dialill)

{Cross Sellingd! s as W Jlaa

G. Answer this segment if the ‘Purpose of Call’ was to
express customer Complaints/Grievances:

OIS ") a2 A" 1) 5 5a0 13 el ¢
Ol lallii [ g8y (ol

8.1 Complaints & Grievances

Glalliil) g o gl&&N g1

1. PBA demonstrated active listening skills when the

S g5l OS Lerie Japill platu¥l &l jlee PBA J) el 1

customer was relaying his/her complaint: 2 Mol 585
3 | Yes | ani |3
0| No |:| w10

If ‘no’, specify any additional comments here:

sUa Ll lialad () daa (""SIS" 1)

2. PBA made a concerted effort to understand the
complaint/grievance:

ALl oSl agdl AS 32 PBA JIpd 2

3 | Yes

pai

0| No

0ia

3|0

If ‘no’, specify any additional comments here:

+UA Adla) Gliuled o) aa ('DS" 1Y

3. The PBA clearly explained each of the following to
the customer:

sl S e K rsnn PBA Jdizod a3
S AT A B (e JSI NS g and cuilall (gaal A1) tdialy

INT: <Select either yes or no for each of the focus areas> (4=
1) Complaint Resolution Process: o8l Aallaa/da Ales (1
3 | Yes O i |3
0| No O % |0
If ‘no’, specify any additional comments here: <UL 4Ll il o) daa NS 1Y
2) Time taken for resolution s 950! Aallaa [ Jad (3 aduual) Sl (2
3| Yes Il i | 3
8
+ +




D+

0! No s | 0
If ‘no’, specify any additional comments here: Ua Ll cliidad o) aaa MTHS" Y

4. The PBA possessed adequate knowledge of the -6 52N Aallae/ s Ailen 4 yeall lia, PRA JI S & 4
complaint resolution process:

0 | No, the PBA did not possess any knowledge | 4 e gIPBA JdiauY S| 0

1 | Yes, the PBA possessed a little knowledge O ALE A 2aPBA U i aai | 1

2 | Yes, the PBA possessed knowledge | 4 aa PBA J) llias i | 2

3 | Yes, the PBA possessed a great deal of knowledge J 4 adl g puS BPBA Ui i el |3

5. Please rate the PBA on each of these attributes, on a 5 M1 Ga e o AN el G5 PBA J) af slay L5
scale of 1-5: (s 5 400l cliuall e s JS15-1 (e a8 g 55618 a) &b

INT: Circle a number from 1-5 for each attribute, as relevant (LG-‘*M

e - —
o w ° — .V
& 5| 8|8 S ' b ¥ .

<) 5 bS] N . b
> > .

1) Overa.ll custfomer 1 2 3 4 5 5 a 3 5 1 e i iy (1
experience for ol e S
complaint resolution: Oogjo|o|bo|jojoyo,d * <3

2) Extent of POA 1203|455 432/ 1| Creadimme

nowledge on dalleadl Glee
resolution process: D D D D D L_-I D D D D 2 #

3) Eﬁl’log n;zc.ite' to Trowde 1 2 3 4 5 5 a 3 2 1 ¥ J5ied 0 (3

ull & additiona Sas gl e
information: D D D D D D D D D I:I Aalg Al o glae
H. Call Closing: Al ualy) slgd Lo
C)PBA asked if he/she could offer further assistance Banlusa aail (Sadll o il / S 13 LPBA JI Jhas(c
to the customer: 1Ol il

3 | Yes X i |3

0| No O ~ | 0
C) PBA thanked the customer and said goodbye: @l ) B 53l PBA ) S il

3 | Yes g axi |3

0 | No D <10
E)The PBA attempted to acquire follow-up . S

e | Az liall Cila Jyaadl INSFIEN
information from the customer: Gl gn Asgliall e las 1o PBA Ji sa(z

3 | Yes D a3

0 | No E 30

P el -

F) Overall, rate the 3 e - I - S P E. N
PBA on Call e g g gl Y [ H;' I‘E IE B e PBA Jl aff ole IS (&
closing: g z|° S 3F . i ) i sl

INT: Circle a number > Gulial) a8 e 50 aud) by
from 1-5 for each 1 2 3 4 5 5 4 3 2 1 il Gy (5 M 1 e
attribute, as relevant D D D m D E] D D D D
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or Office nt
I TOTAL Branch Score
’P:afkam,ét‘ér’ﬂu‘n
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

aall BIAIN £ gare AT a5 e Jatall
Ao linl) 445 gual) Alatu) anls &
agasly &
ANl LA Ol 5 Aadll ¢ jlgall z
¢ oA i C
Glallitlf g o gl Ailatia Aliad | ¢
Shai¥ £lgdl K

|

\—oﬂg FrOCcdw"C/ "’0 reach ’”\c Mﬂlk&u‘?\f’\ Col” (‘,O/WJ"C"‘ 1 05/2
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