7/@;4/

PROJECT: Money

SHOPPER CODE DATA ENTRY EDITING
Name Number Name Number Name
Al 30 G il shal) Jlal gl 3e
] =1 Sl =1 ] o]
3 ITTTT - i 74

A. Details of Call Jhai¥ fAadlSa) Jaualds -

Bank Dhofar | Dk ey
Bank Muscat O Liae iy
1 Naxdl | ids ol Sl
1. Name of Bank to which | \2tonal Bank of Oman o ol bl 2 B il a1
call was made: HSBC-0OIB O HSBC-0IB <y Ay Juaiyt
Bank Sohar O e ol
Other Bank Specify:m (aas) AT iy
2. Call Centre Number %OO}OOQO YL K jeady 2
Date | Month Year » 4w FYSCUIN )
3. Date of Call . Dl ag
et OFlol) [2]olalgaloja]d) | | | o» 3
i Hours Minutes G clelul . i
4.  Start Time to Call l | ,?/ ’ ' 2 l {8 V=) PR VR PR
5. Total Duration Call Hours Minutes Y e bl (LY Gy sane L5
INT: FROM POINT OF ANSWER BY O ¥ ABal ) rdialy
PHONE BANKING AGENT T ALY Jee L
e &) o g
(PBA), UPTO COMPLETION O O . o
OF PHONECALL) 0 \ l (Al plgt
06:00-09 am O glaall 4 09:00 -06:00
09:01-12 am Luall 3 12:00 —09:01
.  mich = S Joon sl i35 6
6. T|r|'r|1e Slot D:Irmg whic 12:01noon-03pm E 3_nelall 5 03:00 -12:01 ity ad
call was made: i M3 b el .k
R <8 5t §daals
BINT:  SELECT THE 3:01-6pm [ | su eludi i 06:00 — 03:01 u»ﬁtiﬁ\ =
RELEVANT TIME-SLOT, : — : AR
ACCEPT SINGLE ANSWER, | 09°01-9pm O sbudl (3 09:00 - 06:01 | & d"‘a‘:::ft
09:01-1am [ |J Gectio 3=y 01:00 — 09:01 i
1:01-5:59am [0 | szl i5:59 - 01:01
B. Purpose of Call JuaiVt diaa @
. (Jhaedt 5
1. General Enquiry _ Query Code | :(Ji3edt S0 .
’ ) Product Name: Hesdadl and) | e Loain!
regarding a specific INT: (nsert | o Jasl) el e ¢ J -1
Product / Servic . : - A_' * - Sana i
roduct/Service o 5iap lvaan | from lisy (R (F)222e Ft/ie
2. Application fora Product Name: Query Code H(J3edh S (il )
New Product / ’ INT: (nsert | o Jidl) sty e e Jgpaallcd -2
Service ﬁ_o'm st (l.s&.n : (3) a2 Ladd/pzlie
3. Complaints / Complaint cc:_fsi)(lNSERT FROM-w (i) (ye JA31) (5 3820
Grievances pld [ s485 -3
4. Other Please Specify Details: £ (Saalil 233 BLa ) boe 4 1




+ +
C. Appraisal of Interactive Voice Response (IVR) (IVR) Ade il 435 guall dulaiu) ali apll &
system:
4.1Appraisal of IVR system: Ao Uil 45 guall Alatia) alai aniig,
1. How would you rate the IVR system in terms of Gali e Ao il 45 pal) Alaiu¥) Jla o8 of iSay a8 1
Ease of navigation & user-friendliness? Saladiayl g Jauil Al geun
o | No, the IVR was not at all easy to use J o (PR Ao Ao il A5 pall LtV HUaS 0% ol S 0
alaliuN)
. Toiie JS3afte 22 11 e il 4.5 yocdl Alaiuay] Ui (S <ol
1 | Yes, the IVR was quite/reasonably easy to use D i > f ..U— e 1
?‘-\MY’ dq.u
2 | Yes, the IVR was easy to use B AT P e A5 gl sty a3 (S 2
3 | Yes, the IVR was very easy to use D AT B Tan Jas Tle Uit 45 pual) Aty oS3 (S cpad 3
2. How would you rate the IVR system in terms of Laali (e e il 45 poall et QUa) Sl o) ey a8 2
clarity of instructions? filasatl) 7 gum
0 | No, the'instructions were not clear at all i (DY e daualy ciladalll (Al S| 0
1 | Yes, the instructions were quite/reasonably clear 7§ daud) g Jgsde JS5 [ Le 32 A claglaill CuilS caad | 1
2 | Yes, the instructions were clear O dakl g culS cilaladl aas | 2
3 | Yes, the instructions were very clear O Jaa Aol g cilS cladaill cani | 3
D. Greeting cua Al &

5.1 Greeting & Purpose of call

JuaNt (e g adl g cua yill 5.1

1. Once you selected option ‘9’ on the IVR, | 40 JdeC . LYl i 379" Jdayl ol sl ol 1
(“To speak to a call centre agent, press (Mention — S ek e aa a3 ¢ Aletanll A5 5l
9”), how long did it take for you to speak 23 S il 2aa) 8 jaial B gl e oS ("9 Jainl / YLATY!
toa PBA? seconds or il ?PBA pe ol
INT: Specify duration in the space provided minutes) (& (Flanalt Aalisal) B B gl1 2a) s&aly
INT: Answer this question only if you selected the ‘Cali back’ Saglaa" Jladal L5 Jla 3 1dd Jigull 10 e igla) 1daly
option via the automated voice service (A Qi guall FUREQET-I W]
2. Were you called back by a PBA? SPBA J8 (e &l JuaiV saled S 2
3 | Yes O pui 3
0 | No | % |0
If ‘no’, specify any additional comments here: *Note to &) sofalll Aaasler tUa Adla) ciliydad o) 33 "IS” 1
interviewers: This is not a mandatory field. Please fill in Iy cilliadtall aaa plag Ll 31 ud 1300 LaY) Jia
any additional observations, if relevant. Otherwise, leave IS Jo  gahal 13a 42 8 Alay) ¢ Y1y Alall Cild
blank. This applies to this option for all future questions. AU llayy A3%iall ) LAY
3 | NA g (GhisY 1 3
3. On picking up your call, did the PBA wish you, ‘Good & e/ ol Zlha" Al AGPBA J1 ol b delaudl dlad ) o) 3
morning/ afternoon/ evening'? e 53l oline [
3 | Yes )= pui | 3
0 |no 0O K
if ‘no’, specify any additional comments here: U A8l cligdad gf das NS 1Y)
4. Did the PBA greet you in the same language you Alaial) Hlai 3 LT il Al il PBA Jl b cny da 4
selected through the IVR system? sale il 415 guall
3 Yes X ani| 3
0 | No O |0
If ‘no’, specify any additional comments here: < A8l cligdad ¢l 3 TR




D. Greeting

il &

5.1 Greeting & Purpose of call

Juai) (e a dl 5 i il 5,1

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

(Al B g sl GPBA S S8 S

courteousness:

0 No, the PBA was not at all courteous ] Y e @l pBA JV oS al S 0
1 Yes, the PBA was quite/reasonably courteous ] b JC05 JLa 2a M &I PBA JI S anl 1
2 | Yes, the PBA was courteous g G PBA JI S s 2
3 Yes, the PBA was very courteous D faa (3 PBA JV OIS cand 3
6. SR;;:;::e PBA’s greeting on his/her clarity & pace of ()45 5 A0S £ punsh Gy PBA U com i o8 6
0 No, the PBA did not speak clearly & steadily O Jisie) g 7 g g3 PBA JF alSh al (S 0
1 Yes, the PBA spoke quite clearly & steadily O Jely 7 pd s Jgsba JSd [ Le 22 MPBA ) HSS cans 1
2 | Yes, the PBA spoke clearly & steadily : E el 7 s sPBA JI oS5 coal 2
3 Yes, the PBA spoke very clearly & steadily O Jiie) g faa madal g JSEPBA U AlSS s 3
7. Did the PBA introduce himself/herself by name? Cau¥l (14l e BPA Jl e da 7
3 | Yes =] i | 3

0 |nNo O x| 0

If ‘no’, specify any additional comments here:

‘U Ldlal cililed g aaa ™)

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

felllall a2 Oo JludiuL b 3y (e BPA JIp3ds 8

call?
3 | Yes | o |3
0 | No | 3|0

If ‘no’, specify any additional comments here:

sUa Adla) ciliylad ) das TS™ 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?

Jealy g ) (Goudiall OIS Jlo b Rl gl 1 Lo Gigla) idaly
s g0 38
Sl e pse M0 At ealill ePBA Jdluda 9

3 | Yes = axi | 3
0 | nNo O % [0
NA | Not Applicable (N/A [} gl ¥ ,E?

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

Jol /5as D (0 Jiin¥) i) glaa) PBA JI o da .10
fon A 5SS

No, the PBA did not do this at all

Y e PBA JI el Jady of 3K 0

Yes, the PBA did this to some extent

L da N PBA J) &ld Jad ail cpal 1

Yes, the PBA did this

PBA J) &lli Jab 4il (ol

W INje= O

Yes, the PBA did this a lot

2
Ll PBA J) ltd Jad 38 ans 3

E. Soft Skills & Telephony Skills

—10|0{x 0

Adilgl) CNLaT) Gl jlga g Anaddl] Gl 7

6.1 Hold Procedure

SIS alelal 6.1

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

O O 8 Sl Ll oS 1 of i A8 pRA JVdlilu da 1
¢ U1 a3 ey U "0 sladll e glaall Lo Chiaa

3 | Yes

pnd




+ +
E.  Soft Skills & Telephony Skills | L)) L) ey Apaidll Gl gl
0 |no O x| 0
If ‘no’, specify any additional comments here: U 8Lk clilad o) aaa NS 1
NA Not Applicable (N/A g — 1 . ].2
2. Did the PBA speak with anybody else prior to placing § U Ala Aoy JB8 AT padd ae PBA Ul S d: 2
you on hold?
0 | ves O | O
3 | No O % |3
If ‘'no’, specify any additional comments here: sUa L8Lo) clidad () aaa ST Y
NA | Not Applicable (N/A B —X ) 2

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

Cra JAS) JBIEPBA J) S 5 Jla B haid Jigult 1 e Gigla) tdaly

for over 60 seconds (&t 60

3. Did the PBA inform you that he/she needs more time A e H¥el g Gl ey all e padl pBA Jldldel Ja 3
and apologize for the same? ¢ 5

3 | Yes O axi |3

0 | No O x| 0

If ‘no’, specify any additional comments here:

<Uia 484 Sligdad of aaa ("NE" 1Y)

NA Not Applicable (N/A g_ LR ) !
6.2 PBA Attributes PBA Jl clau 6.2

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

‘Slawl) 038 e IS &= PBA Jh sl Ja SIS g e ) g

) Active listening skills:

hudd) gladu) & jlga 1

1

0 No, the PBA did not have this attribute at all O (BN e PBA J) &l dady ol (38 0
1 Yes, the PBA had this attribute to some extent O L NIPBA JI €lld Jab 3 cans 1
2 | Yes, the PBA had this attribute | PBA J} ¢lld Jab il coni 2
3 Yes, the PBA had this attribute a great deal O LLa pBA O €lld Jad Sl caa 3
2) Effective questioning skills: Jladll Gl gaian) Sl g 2
0 TNO. the PBA did not have this attribute at all | (@Y e PBA J el Jads ot S 0
1 | Yes, the PBA had this attribute to some extent O Lo aa MPBA ) lld Jab sl ans 1
2 | Yes, the PBA had this attribute A PBA JI €1l Jad 3l coai 2
3 | Yes, the PBA had this attribute a great deal O LlapBA Ji elid Jad &l ani 3
3) Confident: &y .3
0 No, the PBA did not_have this attribute at all O (BN (e PBA J) elld dads ot SIS 0
1 | Yes, the PBA had this attribute to_ some extent O Lo 2 IPBA JI dlld Jad 4 caas 1
2 | Yes, the PBA had this attribute X PBA ) U3 Jab 3l cans 2
3 | Yes, the PBA had this attribute a great deal O LLSPBA (i lld Jad 48 cans 3
4) Professional: i fiaa 4
0 | No, the PBA did not have this attribute at all O (DY e PBA J) i3 Jady ol IS 0
1 | Yes, the PBA had this attribute to some extent O Lot AIPBA I dll Jad 3 cani | 1
2 | Yes, the PBA had this attribute E PBA JI ¢lld Jab 4l cani 2

4

+




+ +
E. Soft Skills & Telephony Skills ] Liolgh cLaN &l Jlga s Tpad &) &l jlgal) 7 |
Yes, the PBA had this attribute a great deal O Lild pBA Jf eltd Jad 3t con 3
5) Friendly: 3349 .5
0 | No, the PBA did not have this attribute at all | (B o PBA J) Il Jady ol S 0
1 Yes, the PBA had this attribute to some extent J L da JIPBA ) lld Jad 2B caas 1
2 Yes, the PBA had this attribute E PBA ! U1} (Jad 3l caxl 2
3 Yes, the PBA had this attribute a great deal O Lla pBA I i3 Jad 48 (ol 3
6) Used simple language & phrases: Ay Jaa g SlalS Jaaiad 6
0 No, the PBA did not do this at all D BBV e PBA ) il Jady al O 0
1 Yes, the PBA did this to some extent D Loda JIPBA ) &3 Jad il caxi 1
2 | Yes, the PBA did this O PBA Q) &l Jad 4kl i | 2
3 | Yes, the PBA did this a lot pd Ll PBA J) il gud il i | 3
7) Overall, maintained a positive, friendly & cnalan g (g 0] sl cale JS (ilad g1 le Bilay 7
enthusiastic attitude:
0 No, the PBA did not do this at all O S e PBA J) €l Jady Al (3S 0
1 | Yes, the PBA did this to some extent O Loda IPBA JI 3 Jab 3 cans 1
2 | Yes, the PBA did this X PBA J) i} Jad ail (i | 2
3 | Yes, the PBA did this a lot O Ll PBA ) &l Jad dil coi | 3
8) Used positive language: Al 4 Jariuwy .8
0 | No, the PBA did not do this at all O BBV e PBA J) el Jady ol 38 0
1 | Yes, the PBA did this to some extent O L 32 JIPBA J €Ul Jab 3l caas 1
2 | Yes, the PBA did this =4 PBA JI ¢lld Jab 4il cans 2
3 | Yes, the PBA did this a lot | LG PBA ) 13 Jab a8 cans 3
9) Overall, Was ‘Customer Friendly’: 090l aa fagay oIS ale JSis 9
0 | No, the PBA did not do this at all O Y e PBAJ A gl S | O
1 Yes, the PBA did this to some extent I:I Loda JIPBA )l Jad 3l caas 1
2 | Yes, the PBA did this B4 PBA ) i Jub 3l (aas 2
3 | Yes, the PBA did this a lot O LLG PBA Jf i3 Jub sl coni | 3
1. Overall, rate the PBA § - 3| o § P E.- 5
on: & §| a g | © l %3 I i |~E .| iues Wi PBA Jiad ole S8 1
A) Greeting: g 2| ° g b I ’ E o i (i )
INT: Circle a number Gualiall a8 0 o 5,0 aud) :dialy
from 1-5 for each 1 2 34|55 |a|3]2]1 ghihail Gy dda J<8 S5 N 1 (e
attribute, as relevant D D D D D D D D D
B) Extent of Customer _;]__— E E —ﬂ_ % E —&_ ; _—g—_— Z A gl g e 3L Aldia Y saa (o
Focus & Friendliness: D D D E D D D D D D
C) Soft Skills & 1| 2|3 |45 5483121 Seiaede
Telephony Skills g g _D_ & g g g _D_ g g i e LIl




F. Answer this segment if: Il G-I S ds e jalt e e e )
A)Application for a new product/service: Sy dadd ) i b -1
b) Gfeneraldenqtfnr\./lrel.atmg to a specific product, Cpre Jagadt o) dedd @:“‘" Slaia ale ?‘ G 2
service and/or facility: S (e Al gmge -3
c) Other purpose of call
7.1 Inforn'-latlon provided, Product Knowledge & ALY s J)s i) o A iatial) cila glaall 7.1
Cross Selling
1. PBA provided sufficient detail to the customer, .
with a clear explanation of the requirements/ Rt 13g) A 3 i)/ el ol / LY
eligibility criteria/ documentation needed for this [a3m
particular product/service. o
0 | No, the PBA did not do this at all O WY e APBA Y By Al S | Q
1 | Yes, the PBA did this to some extent B4 e 2a ) &l PBA J) Jad A8l coad 1
2| Yes, the PBA did this O APBA Ul Jad B i | 2
3 Yes, the PBA did this a great deal D S (S MIPBA ) Jab AR cans 3
2. PBA provided a clear and thorough explanation of O g A Gl phaall e Jally masly 7 )GPBA Jlpafadl 2
the steps that shall follow in terms of: s (e 1l
1) Process: s ddal) (1
0 No, the PBA did not do this at all O @Y e APBA J) Jads ol S 0
1 | Yes, the PBA did this to some extent 7 Le da M &l PBA J} Jad 2l ¢l 1
2 | Yes, the PBA did this d APBA J)Jab il a3 | 2
3 |Yes, the PBA did this a great deal ] oS U3 AIPBA JI ARl i | 3
2) Time taken: 13 Al i gl (2
0 | No, the PBA did not do this at all O @Y e dUPBA S diy A IS | 0
1 | Yes, the PBA did this to some extent O Lo da 1 I PBA i Jad 3l o 1
2 | Yes, the PBA did this X dPBA Jidad il uai | 2
3 | Yes, the PBA did this a great deal d S 0S8y AUPBA i Jad Al (ol 3
3) Requirements (such as documentation): (Shafival) Jia) ciylhiia (3
0 No, the PBA did not do this at all O @Y e ANpBA JI Jady al (S 0
1 | Yes, the PBA did this to some extent N Lo sa B I3 PBA J Jad Al o 1
2 | Yes, the PBA did this O APBA Jidad il pai | 2
3 |Yes, the PBA did this a great deal O oS Jldy AUPBA ) dad 3 o 3
3. The PBA was able to clarify any questions the . . . .
yana ‘Ol Laoh U ALY e gl maa g e 0EPBA S 3
customer had:
0 No, the PBA was unable to do this O QU3 JadpBA Jb aaieg ol (S 0
1 Yes, the PBA was somewhat able to do this m Lada 1 @il Jad pBAJH Uit 28l caal 1
2 Yes, the PBA was able to do this O Q13 JadpBA ) pUaiealail cans 2
3 | Yes, the PBA was very able to do this | 28 JS8 U JadpBA ) gl JBl cpal 3
N/A Not applicable | gob ol da Akl jLall i il 1o sabil) Gubiy Y ¥
(Interviewers: Choose this option only if no — (Y | Gk
6
+.- +




-+
<+
+

L%estions 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):

il Jumisy a8 U clinall 7 32 IPBA Jlgliid 28 4
(i) Llaal) il L 3 g pall JiEe) Zaral)

0 No, the PBA was unable to do this O 4l JadpBA ) pdaliw o S 0
1 Yes, the PBA was somewhat able to do this d Leaa Gl JadpBA J) plliiad a8 (ol 1
2 Yes, the PBA was able to do this ] U3 JadpBA ) plaluddil (aai 2 |
3 | Yes, the PBA was very able to do this Cd oS J8& A3 JadpBA J) gl a8 cani 3
; |
Not applicable ey ol (s e s . ts |
N/A 02008 _ . . . . o dho da B hE lall 1 i) o fald) Gakay Y b |
(Interviewers: Choose this option only if asking g (e ani i | (ke |
about a specific product/service,

\
5. Please rate the PBA on each of these attributes: Sleall 238 e daw JUA Gy PBA Jpdc sl 5
|

1) Effort to fulfili the purpose for which the call

e £l G o Al (Badl agal) JY (1

was made:
o No, the PBA did not make this effort/possess | & et o2a Al ¥/ g2l 43¢ PBA () aLa-‘ O 0 |
this attribute at all SR
L | Finibute o some extont - Possessed | B | an g R i g /sl B S | 1]
5 Z&i;;ﬂfepm made this _effort/possessed this O Kaud) o3a iy b ] 2420 PBA. ) l8 o] o 5 |
3 Yes, the PBA made this effort/possessed this O S8y Aacdll oda dlliy 9o [ Mgall 13PBA ) a8 SR can 3

attribute a great deal s

R
sAaadl) [ il b mal) gaa (2
e Al o3a dlliay ¥ f 3¢t 1igs PBA J) ks ol DS

2) Extent of product/service knowledge:

No, the PBA did not make this effort/possess

\
|
|
uu‘étulahen:q_,n/*;jllieps/\ d‘eﬁ.\ﬂ‘ru_'\ 1

0 this attribute at all O (kY 0
1 Yes, the PBA made this effort/possessed this D
attribute to some extent
2 ;(fts;}ngePBA made this effort/possessed this B Jeauad) 03a dlliay ga / 3¢l 13PBA o 0 il " 2
3 Yes, the PBA made this effort/possessed this D ISy Aanl) o3a iy gb [ 3gall 130PBA I plE S cans 3
attribute a great deal ﬁ

2 ALY ) Jal e Al Aglaadl ) Jodaall 32l (3
(o Al o3 dlliy ¥ [ 3¢l 1igy PBA JF oy o O

3) Cross-Selling effort/attempt made:

0 No, the PBA did not make this effort/possess & 0
this attribute at all BBy

1 Yes, the PBA made this effort/possessed this I:I L s 3 el o3 ity 50 / 3g2)l F3gPBA ) o6 ) cons 1
attribute to some extent

2 Yes, the PBA made this effort/possessed this D Rl o3 dlliay g2 [ 3¢3] 13PBA I ol 38 cpul 5
attribute

3 | Yes, the PBA made this effort/possessed this O JSs dand) 03 elliay b [ 3gall 13PBA ) al8 AW e 3
attribute a great deal 48
Not Applicable

N/A (Interviewers: tick this option only if cross g o B Jda Yl 1w o Dadle pui gy o8 1 giall) Golay ¥ Pl
selling was not possible due to the nature of (2 30 Gl casny BSae cross selling Jf O ol Jla | Saaly

your inguiry[
4) Provision of adequate explanation in
response to questions posed

da g shall ALY o 13y 81 gl 7 LAl 4k (4

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

oo Lacd) o3a dllies Y [ 3¢t Yigs PBA ) s a DS
By




+ + +
1 YesT the PBA made this effort/possessed this D Lo Tl o3 ey a / 2g2l) BPBA I A5 a8 cans 1
attribute to some extent
2 Yes, the PBA made this effort/possessed this E dacd) oda dllia; g [ 32t 13PBA ) Al A cand 2
attribute
3 Yes, the PBA made this effort/possessed this | IS Aacal) oda ey g [ 3gal) IMOPBA J) a8 il canl 3
attribute a great deal =8
i N . . . - = .
a ot Aoolicable O] | cde i i o e oo gl Gy | 3
N/A | (Interviewers: tick this option only if no further j (Ailim A 7 b a0 | (G
guestions were _posed)
2. Sr\:.erall, rate the PBA § o 3 _ F s Lai PBA I af ool S35 2
Product knowledge & | §| 2189 7 Ik s =
A) .Pro uct know esjge o g S :F N (E’ ke e gl aiidly L el (]
information/assistanc g < Y . 1 e Ll L el
e provided: : e
INT: Circle a number 1 2 3 4 515 4 3 2 1| s A sm) sl
from 1-5 for each D D D [:] D D D D D * gt G « i )5 N1 ¢ *
attribute, as relevant = | == & d A (| — | — = = ==
B) Cross Selling: 1 21345514321 :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)

alla o alfdlas dllin (S aly g ke Glios 238 Jon Taa on Jlpms 7= oy Caal il B8 S (Budaiy ¥ 13 <Cross Selling/eo auill 7 k5 Y 3la ) 1) giall)

(Cross Sellingdl L as M Jlas

G. Answer this segment if the ‘Purpose of Call’ was to OB ke e g A ‘3) s Jadl 2 uh ‘r\.-.*%‘ £
express customer Complaints/Grievances: Ol ) elallas /c._st':' ald

8.1 Complaints & Grievances clalliill g g gl g1

1. PBA demonstrated active listening skills when the DS gl O Laaie Lyl ¢ L) i jlea PBA ) el 1
customer was relaying his/her complaint: Vel S5

3| Yes | ani | 3

01 No O 3| 0
If ‘no’, specify any additional comments here: sUA L) ciliadad (g) aas ("DIS™ 1

2. PBA made a concerted effort to understand the Al 5 S50 i) LS 20y PBA ) o8l 2
complaint/grievance:

3| Yes O a |3

0| No M| |0
If ‘no’, specify any additional comments here: <UA L) ciligded ) aas ("8 1Y

3. The PBA clearly explained each of the following to Ol A e JS z s n PBA Jizosad 3
the customer: SN 5 A B (e J S gf aad cpifadl gaa) jd)) 1daly

INT: <Select either yes or no for each of the focus areas> (LG-.*]"

1) Complaint Resolution Process: G oSl Aadlaa/da Ales (1

3 | Yes O a |3

0| No | % |0
If ‘no’, specify any additional comments here: U Aadlal ciliuled (5) 3aa ("I 1Y)

2) Time taken for resolution 6 9880 Aallaa [ Jal (§ dlesal) 2 gll (2

3| Yes O pi | 3




+ + +
0| No O 3|0
If ‘no’, specify any additional comments here: 1Ua Al il ) das ("IS" 1)
4. The PBA possessed adequate knowledge of the -5 5<0 Tallaef i Flend &byl i PRA S B 4
complaint resolution process:
0 | No, the PBA did not possess any knowledge O i pa gIPBA Jdlivy S| 0
1 | Yes, the PBA possessed a little knowledge D AL A3 2aPBA JI ey cans 1
2 | Yes, the PBA possessed knowledge D 48 pa PBA J) dlliag cani | 2
3 |Yes, the PBA possessed a great deal of knowledge | 8 aall o S JSPBA J ey aai | 3
5. Please rate the PBA on each of these attributes, on a 5 1o e o I Sl Gy pBA JV o elsy L5
scale of 1-5: Gd g 40 cliall ¢pa diua JS1 541 (e al g 35800 ) 1y
INT: Circle a number from 1-5 for each attribute, as relevant (1414&::
— e -
o Y o —_
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Call closing
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