_t%

1V . C
PROJECT:Moneyl/ | |
SHOPPER CODE DATA ENTRY EDITING
Name Number Name Number Name
el ) Gl e sl Jla) Gyl 3e,
?5—)“ eyl (é‘).“ Y fé‘)l\ anY LC\
A. Details of Call | JuaiNAalSal) Joualds -]
Bank Dhofar i Dbk oy
Bank Muscat H Jadina iy
i andl ik glf L5l
1. NameofBank towhich | v2tonalBank of Oman O ol ot L Sl Gl a1
call was made: HSBC-0I8 ] HSBC-OIB <y 4 Juaiy!
Bank Sohar | s iy
Other Bank Specify: AL HiLhl (233) AT oy
2. Call Centre Number 2 (7[‘57_3,/ 9,—7\, VLAY S e ad, 2
Date | Month Year ol A | aedl
. | -y .
it 09101/ 1210]21%] 2]0]1]3 S 3
. Hours Minutes Haal alelu .
4. Start Time to Call / ‘ 6 / | (7 ’ l et sy iy 4
5. Total Duration Call Hours Minutes Gdal JEXPIWT (JlaiYl Gy sane L5
INT: FROM POINT OF ANSWER BY Cre Y Aal o) 1dialy
PHONE BANKING AGENT Ta AL Jees b
(i Sl O o
(PBA), UPTO COMPLETION o | < " ”
OF PHONECALL) 0 0 l (Aadisalt slgmit
06:00-09 am O gleall (4 09:00 -06:00
09:01-12 am Leall (8 12:00 ~09:01
_ o H Sl don sl 58 6
6. T"l‘l“e Slot D‘é””g which | 15:01n00n-03pm O s skl 3 03:00 —12:01 Juay! 4
call was made: vl Mg b ALl e
. i gly } oAl
BINT:  SELECT THE 3:01-6pm P | s sludlt L 06:00 — 03:01 6}‘;:1‘:“3‘ I
RELEVANT TIME-SLOT, o6 O i : 5 2 'Y!.lgbt:'-
ACCEPT SINGLE ANSWER, {01-9pm slaad 2 09:00 — 06:01 g 'd-msm, e
09:01-1am [ | Gistia 33 01:00 — 09:01 i
1:01-5:59am B | s oLl isis9-01:01
B. Purpose of Call Jual) hd
1. General Enquiry Query Code | 1{Ji3udl Ja .

. . Product Name: —_— Wil pud) | -
regarding a specific INT: 0 o | ondan) ey e AFS il -1
Product / Service - Hnser 'O 3)3an Aadd/pd

/ weveud Ao L rrom i (it ® €
2. Application fora Product N . Query Code Hpedt o  (iall and
New Product / oduct Name: e J231) -ials Heial ) e Jpaall Gl 22
Service INT: (Insert O Jf )’-H* | — (3)aa L.\s/g.’d.«
from list) (dattih o
3. Complaints / Complaint Cc:-cli;r(lNSERT FROM (il e JR01) (5 5SS
Grievances ) kS /585 -3
4. Other Please Specify Details: £ (Samalil 233 BLa ) bod 4 1
1
- +



+ +
C. Appraisal of Interactive Voice Response (IVR) (IVR) Ao lisl) 45 gual) dlaiul) a2l .
system:
4.1Appraisal of IVR system: Ll L) 45 gual) Aol aUaS 28341
1. How would you rate the [VR system in terms of Anli e Ale Ll A5 pall Lot HUal o6 of SliSay a8 1
Ease of navigation & user-friendliness? falasiny g Jasih 4 geus
o | No, the IVR was not at all easy to use O S (DN e le il 45 guall Ll alad 0% o S 0
alaiiuy)
Jaia JS0M0 3a A Ao Ul 45 poall el lad (S can
1 . n r - - e é L= ?‘-’
Yes, the IVR was quite/reasonably easy to use D RECTIR 1
2 Yes, the IVR was easy to use JA2TL) e ) A5 goall Adaiusy) allad (S (o 2
a gl Jgu 4 ? 2 pr= g e
3 Yes, the IVR was very easy to use D ALY 8 Tan Yo Ale Uit A5 puall Alatuy) Az (S cand 3
2. How would you rate the IVR system in terms of Al e Agde il 45 poall Adatuy) ol Giinal o i€ey a2
clarity of instructions? $lasdatlt o gua g
0 | No, the instructions were not clear at all ! (B e dadly claladll S5 2l S| O
1 | Yes, the instructions were quite/reasonably clear X daaly Jgide Jl3y [ La da N Ciladall ColS cpai | 1
2 | Yes, the instructions were clear O Jadly cilS ciladaill caas | 2
3 | Yes, the instructions were very clear D fan dadal g colS Clagledll can3 | 3
D. Greeting a8l &
5.1 Greeting & Purpose of call Jua) Cra o2 adl g a3l 5.1
1. Once you selected option ‘9" on the IVR, 30 Jdec Gt aldas 89" Jlada¥l @ gl a1
{“To speak to a call centre agent, press (Mention S IS ek ge aa ol ¢ Aletal 45 5 all
9”), how long did it take for you to speak 27 | gill 2aa) il B gl e oS ("9 daiidal / EYLATY!
to a PBA? seconds or il TPBA g Cuaaill
INT: Specify duration in the space provided minutes) (& (Ul daluwall b 28 gl 2a) s&aly
INT: Answer this question only if you selected the ‘Call back’ 3aglaa" Jladal LGN Sl 8 188 Jigudt 138 o Gigla) 1@l
option via the automated voice service H AV G gt Ll e "Jlaty
2. Were you called back by a PBA? SPBA J8 e dh Sl sael a2
3 | Yes O i | 3
0 | No il 3|0
If ‘no’, specify any additional comments here: *Note to G rofaldt ABadar Uiy A 8ld) Gliidad o) daa UHS™ 1Y)
interviewers: This is not a mandatory field. Please fill in ALY clliadial) aaa pla bl 3l add 138 Lo Jia
any additional observations, if relevant. Otherwise, leave JS e gahl 13 A8 B Ly & 5T Y Al ald
blank. This applies to this option for all future questions. Al ey Aalaid) & LAl
3 | NA g GbiY (3
3. On picking up your call, did the PBA wish you, ‘Good e/ 5l Flua” cdll SPBA J ol da Aelawdl dled ) a3
morning/ afternoon/ evening’? il plue famu
3 Yes [ X] pa 3
0 No D w |0
If ‘no’, specify any additional comments here: U A8Ls) S\l @) a3 ST Y
4. Did the PBA greet you in the same language you oYl Ay LG s AN Gl i PBA DI cay s 4
selected through the IVR system? ke il 45 gl
3 | Yes |4 i |3
0 | No W % |0
If ‘'no’, specify any additional comments here: (LA 4dls) clide ) daa (M 131




+

+

D. Greeting

coa il &

5.1 Greeting & Purpose of call

Jua) e o2 Adl g cua il 5.1

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

()4 AL 5 S GEPBA JHum S8 S

courteousness:

0 No, the PBA was not at all courteous ] SBY) e @l PBA JI oSl O 0
1 Yes, the PBA was quite/reasonably courteous | Jsda JS [ e 2 A G PBA I OIS caad 1
2 | Yes, the PBA was courteous | & GAPBA JI O a5 2
3 Yes, the PBA was very courteous O 122 34 PBA J} O cpni 3
6. Ssézs::e PBA’s greeting on his/her clarity & pace of ()55 43S ¢ sumsd Gy PBA Ul i A8 6
0 No, the PBA did not speak clearly & steadily O Jlaiely 7 a3 PBA J plSis &l OIS 0
1 | Yes, the PBA spoke quite clearly & steadily O Jiely g ot Jofa J8d [ Le 2o JIPBA JI 4S5 coni 1
2 Yes, the PBA spoke clearly & steadily Jlaiels z g pPBA J AlSS caal 2
3 Yes, the PBA spoke very clearly & steadily | Jltis) g faa ual g JSEPBA I alSS cand 3
7. Did the PBA introduce himself/herself by name? fau¥l (Nadi 0= BPA Ve a7
3 | Yes R i |3

0 | No ] % |0

If ‘no’, specify any additional comments here:

U Adls) clilad o) aaa TS 13

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

fellladl o e (o iU b any e BPA JIpB s 8

call?
3 | Yes | p | 3
0 |nNo ] x| 0

If ‘no’, specify any additional comments here:

Ua 4l clilad of aaa TS 13

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?

ey 5 ) (§gudall OIS Jla A il Jigell 13 o Gigla) sdaly
dda o938
€1l s e G At Jealilll fepBA Sl da 9

3 | Yes O a3

0 | No 3|0

NA Not Applicable (N/A E phi Y | | Z

10. Did the PBA proceed to listen to (or probe for) the [k [d5s (I (0e Sl 1) glau¥i PBA JV &5 o 10
customer’s query/grievance/complaint? Son il &S

No, the PBA did not do this at all

OEY e PBA JI elld Jady ol 38

Yes, the PBA did this to some extent

L da M PBA ) &lld Jad 88l caal

Yes, the PBA did this

wIliINnNt- | O

Yes, the PBA did this a lot

0
1
PBA JI €l Jad aB! (ans 2
Lli PBA () dlll Jad 3Bl (pas 3

E. Soft Skills & Telephony Skills

— (| 0| K| | O

ALY LY Gl g g Apad ) & gl

6.1 Hold Procedure

JUEIN clel sl 6.1

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

O5S O 4 Ol ln oS it o) e Ja pA JT il da 1
¢ Ui Al i ey U " sl Clagledll e Clian

3 Yes

pni




+ +
E. Soft Skills & Telephony Skills ‘ Ldtgl) eNLaY) il jlga s duaddll Cljlgall 7
0 |nNo ' %0
If ‘no’, specify any additional comments here: sUa ALl clidad (o) aaa "'NS" 1)
NA . gualy Y N
—— | Not Applicable (N/A — L
Not Applicable (N/A) X Bl
2. Did the PBA speak with anybody else prior to placing Sy Ala Ay J8 AT jaddae PBAJ S 2
you on hold?
0 | Yes O axi | 0
3 | No H % |3
If ‘no’, specify any additional comments here: U Adld) Slided of aaa (TNS™ 1Y
NA Gakady ¥ 3

Not Applicable (N/A

-

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

O SI SRITPBA Jf S5 Jla (4 18 Jijpuall 18 o igla) 1&aly

for over 60 seconds (k60

3. Did the PBA inform you that he/she needs more time S e ¥iel g il e uall by g4l PBA Ji el a3
and apologize for the same? £ Y

3 | Yes d E

0 |No O 3 |0

If ‘no’, specify any additional comments here:

sUa A dLa) Glited ) aaa (NS 1Y

NA | Not Applicable (N/A E k! ) !
6.2 PBA Attributes PBA J! <lew 6.2

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

‘andl 038 (e S ga PBA J) (3 Jla 3 "DS" 5 Maad a1

1) Active listening skills: Luddl) slaiul) il jlga 1
0 | No, the PBA did not have this attribute at all (DY e PBA JI i3 Jady ol S 0
1 Yes, the PBA had this attribute to some extent Lada JIPBA () &lld Jad sl cans 1
2 | Yes, the PBA had this attribute PBA () €13 Jad 4&l cans 2
3 | Yes, the PBA had this attribute a great deal Ll pBA ) &lld Jab il coas 3

2) Effective questioning skills:

Judl) ol gt S g .2

No, the PBA did not_have this attribute at all

B! e PBA JI 4l dady o IS 0

O |OXRO0O |Ox0O0

0

1 | Yes, the PBA had this attribute to some extent Lo MPBA JI il Jab il cans 1

2 | Yes, the PBA had this attribute PBA ) &1} Jad 38 cani 2

3 | Yes, the PBA had this attribute a great deal LLSpBA It €lld Jad il cpal 3

3) Confident: @3
No, the PBA did not have this attribute at all (DAY e PBA JI i dady ol S 0
Yes, the PBA had this attribute to some extent X Lo aa MPBA I dlld Jad b con 1

PBA J) ¢lld Jab 4l coni

0

1

2 | Yes, the PBA had this attribute

3 | Yes, the PBA had this attribute a great deal

LLIPBA () <83 Jad a8l caal

4) Professional:

No, the PBA did not have this attribute at all

(BB e PBA J il Jady ol O

1 Yes, the PBA had this attribute to some extent

Lo sa JIPBA ) €U Jd 4 caas

2 Yes, the PBA had thijs attribute

PBA J) I3 Jad 3il cans

Od
O
O
B4
O




+ +
E. Soft Skills & Telephony Skills | Ligh cNLaN) & jlgas Lol B il gl 7 |
Yes, the PBA had this attribute a great deal O Lilai pBA J1 &ltd Jad 3l cans 3
S) Friendly: 9399 .5
0 | No, the PBA did not have this attribute at all O (DY Ao PBA J) U3 Jady ol DS 0
1 | Yes, the PBA had this attribute to some extent O Lo MPBA ) dlld Jad B axs 1
2 | Yes, the PBA had this attribute = PBA J) dlid Jad il cans 2
3 Yes, the PBA had this attribute a great deal ] Lalad pBA ) Slid Jad SAY caal 3
6) Used simple language & phrases: by Jaa g Sl Jaaduil .6
0 | No, the PBA did not do this at all L] @Y e PBAJ B dripl S| 0
1 | Yes, the PBA did this to some extent x| Leaa PBA ) dlld Jad S8 (o 1
2 | Yes, the PBA did this O PBA J) €lid Jab a1 can 2
3 | Yes, the PBA did this a lot O La PBA U1 ld Jad il cons | 3
7) Overall, maintained a positive, friendly & elang 509 #13) s cale S oyl sl 1o Bilay 7
enthusiastic attitude:
0 | No, the PBA did not do this at all d Y e PBA I I3 dady o OIS 0
1 | Yes, the PBA did this to some extent B4 Lo da LHPBA (I €lld Jad 38l caas 1
2 | Yes, the PBA did this | PBA () dli3 Jad il con 2
3 | Yes, the PBA did this a lot O Ll PBA ¢ dlli Jad 38 cpas 3
8) Used positive language: Apla) 4i Jaiewy .8
0 No, the PBA did not do this at all D @Yl e PBA J &l Jady ol O 0
1 | Yes, the PBA did this to some extent E : Lo da JIPBA ) clld Jad ail cans 1
2 | Yes, the PBA did this ] PBA J) I3 Jab ol aai | 2
3 | Yes, the PBA did this a lot O LLGPBA J) 3 Jab ol cuni | 3
9) Overall, Was ‘Customer Friendly’: 1053 A 13989 S cale JS3s 9
0 No, the PBA did not do this at all O BBYI e PBA JI i dady pl S 0
1 | Yes, the PBA did this to some extent D Le da NIPBA (I elld Jad 288 s 1
2 | Yes, the PBA did this A PBA JI il Jad ol o | 2
3 | Yes, the PBA did this a lot O Ll PBA i dlld Jab dil coas | 3
1. Overall, rate the PBA é e 8 | o § P E. 5
on: > §I % g | l 3 I‘E I‘E | iumtibeiPBA J1pd ple JSB 2
A) Greeting: k2 | ° g b ) E e e ] (l. )
INT: Circle a number Gualdall a8 e 300 k) rdualy
from 1-5 for each 1 2 314 (554|321 il By dhua JS1 5 011 (e
attribute, as relevant D D D D D
B) Extent of Customer Z E_ E % —é— E _E— _E— [21 % A0 gl g 9 0L Al (sas (o
Focus & Friendliness: D D m I:I L_.] D D D D D
C) Soft Skills & 1 | 23148 5] 51813211 oeaaaidw
Telephony Skills g g & g g g _D_ Q g _I:I_ il a1




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

Sdg.la Z.A-\..} J‘ C:\.\A uﬂn -1
LSl (e Al = -3

eyl Gaan )" S Jla 8 s all 1 e BlaY1 )~

7.1

Information provided, Product Knowledge &

Cross Selling

A 2 Jig giiall e Adjaal) cdadiall cilaglaall 7,1

1.

PBA provided sufficient detail to the customer,

with a clear explanation of the requirements/ uj;@ﬁﬁﬁ;n‘ﬁﬁf;tfjfﬁ iti_j 1
eligibility criteria/ documentation needed for this - _.L\:m:
particular product/service.
0 | No, the PBA did not do this at all O Y e dBPBA Y dayal XS O
1 Yes, the PBA did this to some extent E Lo da i Gl pBA ) Jad 4l caas 1
2 Yes, the PBA did this E] ANPBA I Jab ail cpal 2
3 Yes, the PBA did this a great deal O oS (S8 QIPBA J) Jad 3R ans 3
2. PBA provided a clear and thorough explanation of OV e A il ghaall e Jaldiy ol gz 2SPBA Jlpaiad 2
the steps that shall follow in terms of: Cua e &8
1) Process: :Adal) (1
0 No, the PBA did not do this at all E RY o ABpBA JI Jads al <3S 0
1 Yes, the PBA did this to some extent O Lada 3 3 pBA Jf Jad 2l caad 1
2 Yes, the PBA did this I:I GMIPBA ) Jad A&l cans 2
3 Yes, the PBA did this a great deal D S (88 AIPBA ) Jad 38T (ol 3
2) Time taken: 23 Akl gl (2
0 No, the PBA did not do this at all x| @Y o APBA J) Jads ol (S 0
1 | Yes, the PBA did this to some extent O e 2 ) &ll3 PBA Ji Jad A8 cans 1
2| Yes, the PBA did this O AIPBA Jidad ail cai | 2
3 | Yes, the PBA did this a great deal o onS JSdy dIPBA JIdad dil i | 3
3) Requirements (such as documentation): s aiiua) Jia) cllkia (3
0 No, the PBA did not do this at all g @Y e AipBA JI Jady ol DS 0
1 Yes, the PBA did this to some extent | Laa M 3 pBA Jf Jad il canl 1
2| Yes, the PBA did this n APBA JIJsd il i | 2
3 |Yes, the PBA did this a great deal | oS (S8 AIpBA I Jad AR cani 3
3. :::tz:i:v::da?ble to clarify any questions the s em s A AY) (e ) e e LUPBA S 3
0 No, the PBA was unable to do this O 13 JadpBA Jf it f S 0
1 Yes, the PBA was somewhat able to do this E Leda 1 Slid Jad pBAJ pliadd 281 coal 1
2 Yes, the PBA was able to do this O A3 JadpBA ) plaiudail can 2
3 | Yes, the PBA was very able to do this O xS 08y ¢l JadpBA ) gl A8 cpal 3
N/A Not applicable ' ] 7ok b ol Jla ALl jLadi 1 i) el L,jhw ) }
(Interviewers: Choose this option only if no — (A | 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):

friiall iy jaad Al Gliall - 8 iPBA gl adl 4
(Adliall Adaddl & gl (gea®l ) o g yall JilEa) deasll

No, the PBA was unable to do this

85 JuiPBA J) iy o 3

Yes, the PBA was somewhat able to do this

La da ) dlld JadpBA (1 gl AR (ol

Yes, the PBA was able to do this

S JadpBA JI_pUaiuildl (o

Wi e= O

Yes, the PBA was very able to do this

258 JSdu A JaBpBA ) pllaiud 3 can

Not applicable
N/A | (Interviewers: Choose this option only if asking

about a specific product/service,

O |0O00x

e Jho dla 3 b sl 13 i) oy falll) Gubaty ¥
{Lima 4add /e

B
%Tlté wiN|f-~]O

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

(Slansll 038 e dens Gy PBA Jpdictlay, 5

1) Effort to fulfill the purpose for which the call

:Jua) 1 a g AN (el dgal g (1

was made;:

No, the PBA did not make this effort/possess A Aacdl oda iy ¥ [ 3¢t 1343 PBA Jf aly al S
0 ’ . | s 0

this attribute at all (@Y

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

4 [ Laudl Sl 3

1 | attribute to some extent M| b o3 iy 52 /3620 BPBA I plf il o 1
2 Zai};EfEPBA made this effort/possessed this l—_-] Taudd) o3h dlliay gh [ 32l 13PBA o A8 &) cpas 2
3 Yes, the PBA made this effort/possessed this ] JSdi dand) o dlliay o8 [ 3gall 1PBA L Al (ans 3

attribute a great deal

S

2) Extent of product/service knowledge:

d—
rhaddl) f ziilally 43 aal) oaa (2

No, the PBA did not make this effort/possess

S dandl oda ey ¥ [ 3gal 13¢s PBA J) als al DS

0 this attribute at all O Sy 0
Yes, the PBA made this effort/possessed this . e . .o
¥ t-‘ ‘ .
1| attribute to some extent DA | oo ) dedhoin iy 5o/ 3g2dl 132PBA I o5 8] o 1
Yes, the PBA made this effort/possessed this - . . -
) 3 i
2 | arrbute i Loudi ol dlliay g [ 3gall 13PBA Jal ailcani | 2
3 Yes, the PBA made this effort/possessed this O I3 Aol 0 dllias g [ 3gall 13PBA I al Al cans 3
attribute a great deal ms
.

3) Cross-Selling effort/attempt made:

L ALY ol Jal a A piaal) D gladd) o Jsipall 32 (3

No, the PBA did not make this effort/possess

o Aanadl oda dlliy ¥ [ agall 133 PBA ) plly o S

0] ~ 0
this attribute at all X @y

1 Yes, the PBA made this effort/possessed this D Loas D e oia iy 5o / 3gall 13PBA ) o8 38 cons y
attribute to some extent

2 Yest the PBA made this effort/possessed this D Fandl s3a ey ga [ 3420l 13PBA ) o8 Sk con 2
attribute

3 | Yes, the PBA made this effort/possessed this = IS dacal) o3n lliay g8 [ 34l IGPBA (I pl8 AT can 3
attribute a great deal 25
Not Applicable
(Interviewers: tick this option only if cross B8 Jlaa Yl 1 o Ll an g a8 () Sialill) Gl Y Y

N/A |~ : O (Sl s s Cssans USae ing Jl & & Jas | 3oy
selling was not possible due to the nature of — 3 Axs Gy cross selling JI oS o by

your inguiry)

4) Provision of adequate explanation in
response to questions posed

da g hal) ALY o fay B gl 2 ) A (4

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

S Aacd) 03 dlliey ¥ [ 32l 1igs PBA O als ol DS
Y




+ + +
1 Yest the PBA made this effort/possessed this g Laan 1) Gaall o3a iy 58 / 2¢all 13PBA J) lE S (o 1
attribute to some extent
2 Yes, the PBA made this effort/possessed this D Tl 030 lias b [ 3¢l 132PBA ) ol 2k conl 5
attribute
3 Yes, the PBA made this effort/possessed this n JSdo dacd) o dlliay b [ gt 13PBA J) a8 A1 caas 3
attribute a great deal o8
i - e . - Hl ] -
Not Aghghcable. . . e Ll s e e e oy aldl) (i Y g
N/A | (Interviewers: tick this option only if no further _E_]_ (Fa) A 7 b Gl K | 3 L

questions were posed)

2. OQverall, rate the PBA
on:

A} Product knowledge &
information/assistanc
e provided:
INT: Circle a number
from 1-5 for each
attribute, as relevant

B) Cross Selling:

Gt L PBA J i le S8 2
=)
e gladllfSatially 4 all (1
) e sl 5 Ly Adlaidl
ulial) 281 o 54 ) el
Lol Ghy o JUI5 M 1 Oa

e lat !

ot

Poor
Good

qr-u'-'p
ey <

< <7y

Average

:Cross Selling (<

Ixh—x ID = | Very Poor
|0 || | very Good
|DIU‘I ||:| o

]D IN ID IN
(mE

ID IS ||:] IS
(U

(mE WS
“:] N |D 1N
I[:] T |D [

(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)
dlia oK) alfoe dllia (S aly (g e lun 88 Joa Taa gt g 7 sl Gaall H - 3e 31kl Y 13} <Cross Selling/e pudll 7 )l Y Bla ) 10 siatill)
{Cross Sellingd! L ax M Jlas

G. Answer this segment if the ‘Purpose of Call’ was to O "Jlal) (e i A1 13 e el e e qual
express customer Complaints/Grievances: SN Cilallss /LfJu‘:".' oa\a

8.1 Complaints & Grievances Slallaill g g gl 8.1

1. PBA demonstrated active listening skills when the 53 05 O Levie L2l plaia¥) i jlea PBA U1 ekl 2
customer was relaying his/her complaint; Dl S5

3 | Yes H pi | 3

0| No R x| 0
If ‘no’, specify any additional comments here: Ua Adla) clislad of aaa (MST 1Y)

2. PBA made a concerted effort to understand the Al 5 530 gl IS 22 PBA 5 2
complaint/grievance:

3 | Yes d aif 3

0| No n x| 0
If ‘no’, specify any additional comments here: Ua A8La) clilad of daa ("NS™ 1Y)

3. The PBA clearly explained each of the following to 05l S e S s PBA Jpodadl 3
the customer- S 23 AN B (he JEU NS gf aad cuillad) gaal i) sdaly

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

1) Complaint Resolution Process: 98l dAallasa/da Al (1

3 | Yes O axi |3

01 No O x| 0
if ‘no’, specify any additional comments here: Ua L) cilBalad (o) aas UHSM 1Y)

2) Time taken for resolution : s Sl Aallaa [ Jal (§ alalt cgll (2

3| Yes O pi |3




D+

0| No w0
If ‘no’, specify any additional comments here: Y 3._.51..}:& Sliadad o) daa ST 13)
4. The PBA poss.essed adequate knowledge of the 5 S20 Aalla/a Aulea) B el i PBA Ul S 1 4
complaint resolution process: -
0 | No, the PBA did not possess any knowledge D 4 aa sIPBA Jdliu ¥ S| Q
-— — - -
1 | Yes, the PBA possessed a little knowledge D AL 43 2aPBA J @l coai | 1
2 | Yes, the PBA possessed knowledge D 4 pa PBA ) dlliay o | 2
3 | Yes, the PBA possessed a great deal of knowledge D 48 aalt (e S JBPBA ) @lliay caai | 3
5. Please rate the PBA on each of these attributes, on a 5 M 1O bema o A0l el Gy pBA JVa s L5
scale of 1-5: (a8 5 4,0 clieall (e diua JS9 541 (e B Joa 383 pd) il
INT: Circle a number from 1-5 for each attribute, as relevant (gl
S ) 3| e | — 3
£ 5| 2 3191 | F rE
o o o " .
g = 2 © o :E (E' - E
> > .
1) Overall customer 1 2 3 4 5 5 a 3 2 1 j o .
experience for Aades b il sl 5 (1
Masll o483
complaint resolution: D D D D ) D D D D D L—-I #aedl 5
2) Eizevcltezfngoﬁ 1 2 3 4 5 5 4 3 2 1 = PBA J 4 e 534 (2
dalledl Adae
resolution process: L_-I D D D D I-_-I D D D D T g
o o madetoprone [ 112 51415 5[ 4]3] 2| 1| acvamiess
information: OO0 0 0000|0040 Al Ailal Slaglae
H. Call Closing: Al ety £lgd) L3
C)PBA asked if he/she could offer further assistance 330 Lose padlh (Saall (e cuilS / IS 13N LPBA I dL..(a
to the customer: SCTRLF PR
3| Yes X pai | 3
0| No | 3 | 0
C) PBA thanked the customer and said goodbye: Al L S8y el PBA I 8S S(S
3 | Yes E a3
0 | No D 2800
E)The PBA attempted to acquire follow-up . T
] ) Aagliall cila Jdyaad V Jgla
information from the customer: F325Y g Aagliall lagln o IPBA I dsla(c
3| Yes D a3
0| No g 2800
IS o 3 P
F) Overall, rate the S o S| o 8 F E- . b
PBA on Call §! s LE;, b ’E I’F ‘E’ I*E £ e PBA U a8 e JSd (5
closing: o Z 5 X . ) “Jlaiy) slgdl
INT: Circle a number > = Guliall @Bl e 5l gud) rdaly
from 1-5 for each 1 2 3 4 5 5 4 3 2 1 Lehllait Gy (5 M 1 0
attribute, as relevant D D E D D D D D D D
i 9




Appraisal of interactive voice response (IVR)

- Parameter:

Total Points Allocate

Greeting

Soft skills & Telephony skills

Other questions

Questions related to complaints/ Grievances

Call closing
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