- -
PROJECT: Money
SERIAL NO.
SHOPPER CODE DATA ENTRY ' EDITING - '
]q Name Number : Name i Number | Name 1 0 1 ‘ 1 r\1
kel a8 1 a8 Sla gladdl U 3yl e
| ,L; J_“‘ ,a--‘.'l | ,\i J-.‘\ [ #—'\J ;—‘!_’_“ Fowy
[ ] [ ] o
| A.  Details of Call JuaN AR Gyl - |
: | Bank Dhofar O BLEREIT
Bank Muscat | Jadsa iy :
| |
Nati | B Kk f ‘ r WPRL | I e " N |
1. Name of Bank to which il o D i o N S il et |
call was made: HSBC-0IB & HSBC-0IB <L g et |
Bank Sohar O 1 o oLy | 5
‘ Other Bank Specify: (22a) al oy ‘
2. Call Centre Number !‘BCO?'—H 20 - QOO :}Uré:“ YL S yead; 2|
| Date | Month Year o A [ sl . |
3. Dateof Call ‘ i M aai 23 |
= 16loYl2]o1|8 21011!3‘ l il
i ST | Hours Minutes R el - i a4l
B art ime to Ca | S Y g0 8 4 |
| | ]S | |G | | ’
5. Total Duration Call i Hours Minutes (sl cletud) (daiY) Sy § gara 5 |
INT: FROM POINT OF ANSWER BY | | Oa ey ABal ) sdaly |
PHONE BANKING AGENT [ | ‘ PR vz
(PBA), UPTO COMPLETION | 0|0 0 Q ‘ e 1) "A,
OF PHONECALL) | ; ‘ ( g
06:00-09 am O gl 4 09:00 -06:00 }
|
09:01-12 am O glall i 12:00 —09:01 L o esdss |
6. Time Slot During which 12:01noon-03pm D s ekl i 03:00 -12:01 - JaiYl 48 ‘
call was made: gl 5 a8 i) sdaly |
BINT:  SELECT THE 3:01-6pm B | s eiadi i 06:00 - 03:01 o dulial
RELEVANT TIME-SLOT, P— 0 EE— ' u':; . 'z‘gnlq_':u |
ACCEPT SINGLE ANSWER, ~i=Jpm slasdll 4 09:00 - 06:01 e - 1
g e s sl g adal \
09:01-1am O [0 ciaiia 3 01:00 - 09:01 |
1:01-5:59am O | s zual is:59 - 01:01 |
B. Purpose of Call 1‘ JeadY) i
. nall Yt
1. General Enquiry Query Code | :(Jismall Say o
; i Product Name: _— (i) al) . e
regarding a specific o Foniy it = e ale Shdial -1
Product / Service iTotinser: | e %J\).'“q (;];u FOREY P
from list) (4alad =
W Ny
2. Application for a Query Code | :(Jisdl Jay .
Product Name: _ () ) : ik ity
New Product / _ _ o AR st e Jpaall Qlla -2
Sy INT: (Insert | O3S ) - — (Y Liokfatia i
Ca ~A\ from list) o = ‘
3. Complaints / Complaint Ctﬁ;{msem FROM | (A (30 JA1) (5 4S50 S ‘
Grievances ) PRSP U | |
i 4. Other ‘ Please Specify Details: (sl 233 5la ) ka1
1 |
1
+




+

+

| C. Appraisal of Interactive Voice Response (IVR) (IVR) Aule i) 45 gual) dsladu) alad anli O
| system:
_4.1Appraisal of IVR system: | e L) A8 peal) Al alal 2004 1
| 1. How would you rate the IVR system in terms of ‘ ali e le il 45 pall et plii o o) Sy S 1
‘ Ease of navigation & user-friendliness? I Palaaduyl g Janll Al ye
| o | No, the IVR was not at all easy to use ] e S e LR A el Seaad) g GRS |
1 ‘ iy |
I -
; | Jgdhe JS8fa 32 ) e L) &35 gl Lol pLas GlS cpal |
i1 ] I | - B = ¥ e -
| | Yes, the IVR was quite/reasonably easy to use D ! REFCRTIR ™ 1
‘ ' T
2 | Yes, the IVR was easy to use X ' S Y A ) A5 gl Alp¥1 ol S cpm | 2
{
3 | Yes, the IVR was very easy to use D A1) b fan Jgee Ll i) 25 poall Aaiall) pUai (S can : 3
2. How would you rate the IVR system in terms of Lals e Lle Wil 45 geall Blaiiay) ol ciiead o) Sl€ay a8 2
clarity of instructions? fladatll ~ gy
IR RSN
0 | No, the instructions were not clear at all | BBY e dasly claladll (S AL3S | O
1 | Yes, the instructions were quite/reasonably clear | dadly Jgdde JSS [ Le 2o ) Cilagladll SIS Gaad | 1
2 | Yes, the instructions were clear E daud) g oIS Siladad) uai | 2
3 | Yes, the instructions were very clear O faa Aol g olS Cladadll uai | 3
D. Greeting a2l &
5.1 Greeting & Purpose of call Jual (oo ally e 21501
1. Once you selected option ‘9" on the IVR, D Sec Gl ol 4" Jlaayl 4 jda) gal 1
(“To speak to a call centre agent, press {fenition S e ciksge pa S0l Ao\l 45y all
9”), how long did it take for you to speak zi il gl 2aa) i el i gl e aS ("9 izl [ YLTY!
to a PBA? seconds or fPBA ae Zaaaill
. g (B8l T T -
INT: Specify duration in the space provided minutes) (lanal) daleadd) A 284 2a) slaly

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

option via the automated voice service

B glaa" Jlaial AN Jla A bi Jged) A e gla) tlal
(A Sgeall Aasi e " Jlaly)

2. Were you called back by a PBA? *PBA Ji Hedh Jlaiyisdel 5 a2
3| Yes O pi| 3
l 0 | No O % |0
i If ‘no’, specify any additional comments here: *Note to &) rodalll ABade* U 48la) Sliylad o) sxa (HS" 13
1‘ interviewers: This is not a mandatory field. Please fill in Aoy Clbadiall o cpla Gl 31 Gl 134 LaY) Jia
any additional observations, if relevant. Otherwise, leave JS  Jo  daaiy 138 42 U Alay) & 1Y)y Alall Gild
blank. This applies to this option for all future guestions. _-'\._u’t.‘dl Syl adlai) <) LAl
3 | NA X | bl Y| 3
_= \ I3 - ¥ - . .
3.  On picking up your call, did the PBA wish you, ‘Good | 3 e/ ) Flaa” ol GASPBA JI ol Ja deland] dhad a3
morning/ afternoon/ evening’? 5l plise fam
3| Yes X |3
0 | Ne J €% (0
If ‘no’, specify any additional comments here: <A Z.sL.aI Sliglad (o) 3da THS" 1Y
4. Did the PBA greet you in the same language you Llaia¥) olai 3 g ) A Gl uy PBA Vb ay o 4
selected through the IVR system? filelall 45 yuall
3 | Yes X3 pui | 3
0 | No O 3 | 0
| If ‘no’, specify any additional comments here: (LA il il g) aa "TIS™ 1))
2
+



+

+

D. Greeting

s A S

1

5.1 Greeting & Purpose of call

Jualil a ol i A1 5.1

X

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

(1) B s 5isdd G 4PBA JI i S8 S

courteousness:
i 0 | No, the PBA was not at all courteous D | ‘_s‘i-ﬂ‘s_‘_,;-ﬂ_:u PBA J oS al 38 | 0o
1 | Yes, the PBA was quite/reasonably courteous | | ’ Jashe JS5 f laaa (N BIPBA JI A pai | 1
12 | Yes, the PBA was courteous ‘ X SIPBA J oS i | 2
E 3 ' Yes, the PBA was very courteous i D | > BIPBAJI G a3

6. Rate the PBA’s greeting on his/her clarity & pace of

(S gy 4adS 7 gy Giy PBA Jlcua 53 6

speech:
0 No, the PBA did not speak clearly & steadily O | Jifely rsas PBA J)alsh o 38 } 0
1 | Yes, the PBA spoke quite clearly & steadily O ‘ JiEe)s £ sds dada JS5 [ e JIPBA I AT e i 1
2 Yes, the PBA spoke clearly & steadily | JIEe)y £ pamPBA I A caas 2
3 Yes, the PBA spoke very clearly & steadily O Jle ] o )y JSAPBA I A 3
7. Did the PBA introduce himself/herself by name? . Tan¥U (1J4sii Je BPA NV dile Ja 7
3 | Yes | pui | 3
0 No E [ % | 0

If ‘no’, specify any additional comments here:

(LA Ll cliutad o) ada (TOS™ 1Y)

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

Al i 2 e HluaiiuWL Sl s e BPA JE s 8

call?
3| Yes &I | |3
0 | No O | 3 (0

If ‘no’, specify any additional comments here:

(LA 4l Sliulad o) aaa TS™ )

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?

ety g el (Bgudall S Jla 8 kB Jigd) 14 Lo Gigla) 1daly

.5l aas 033 0 Aad padl Jealill) cepBA S a9

3 | Yes X ; wi| B I

0 No D ~w |0

NA | 7 4

== | Not Applicable (N/A) O | (bl Y e
i =

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

| [aS [J3us A (e Jldiua¥! ) glaiu¥l PBA J) &6 Ja 10
| b A

fupl oS

No, the PBA did not do this at all

bV e PBA J) 2 Jady &l 38

Yes, the PBA did this to some extent

Leda I PBA J) <3 Jad Sl (oas

Yes, the PBA did this

wimNn | = | O

Yes, the PBA did this a lot

0
1
PBA () <li3 Jad il (pa 2
Ll PBA J) &3 Jad dl 3

E. Soft Skills & Telephony Skills

Adtlgl) S Gl g g Auaddll G lgal) 7

6.1 Hold Procedure

Hoxoo

SR Sielja) 6.1

1. Did the PBA ask, “May | put you on hold briefly, while

| get the required information?” prior to putting you
on hold?

O8O A O T U ) o) Sy 8" pBA JI il a1
?JC&E}" U\aqﬁ_’].n_'aj,_l._é"?—«g).'.u\ &u_,'.-..;:ld,!:.u‘_ﬂ.na.j

3 | Yes




- - &
E. Soft Skills & Telephony Skills | Ll Sl Gl ga g Aead ) &) gl 7 |
0 | No | O | (3 i 0

If ‘'no’, specify any additional comments here: | | Tla 1.(&1..&:‘ Sllhalal o) daa (MUS" 13)
L |
NA T Not Applicable (N/A) I X | k! i .-
| 2. Did the PBA speak with anybody else prior to placing | LIV Gdleny Jd A pedlae PBAAS 2|
you on hold? ! l
0| ves O | O
3 | no g E
| | If ‘'no’, specify any additional comments here: (s :L_ﬁt..'al el g) daa (THL" )3l
| |
| .
| N2 | Not Applicable (N/A) ® dhby ) 3
' INT: Answer this question only if the PBA kept you on hold | Oa AS) JBIGPBA J) &S 5 Jla 8 hdd Jged 13 e Ggla) tdaly
‘ for over 60 seconds { (;_“-;_; 60
i 3. Didthe PBA- inform you that he/she needs more time | e o)y cig e yall uFu pail PBA Jdldel Ja 3
| and apologize for the same? [ : ¢ ay!
13| Yes O |3
0 | No O | 3 | 0

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

U L) clidad o) daa TUS™ 13

ki ¥

]
r—1

i Eat | Not Applicable (N/A)
|
|

6.2 PBA Attributes

PBA J! Slas 6.2]

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

bl 234 e JS e PBA JI Gilal Jla A "DS" ) e BA) ‘

| 1) Active listening skills:

bl plaly) O lga 1

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

(kY1 e PBA J €l Jady ol S 0

! 1 Yes, the PBA had this attribute to some extent L s JIPBA () €l Jad dil canl 1
2 Yes, the PBA had this attribute PBA J) ¢ld Jad skl cans 2
3 Yes, the PBA had this attribute a great deal { LLa PBA (J) &l Jad sl (pal 3

Judl) i g2t Sl e 2

2) Effective questioning skills:
0 No, the PBA did not have this attribute at all

(DAY e PBA J) &l Jady ol 38 0

]

]

X

]

O
1 Yes, the PBA had this attribute to some extent ! D Losa JIPBA J) &l Jad sil (pal 1
| 2| Yes, the PBA had this attribute K PBA J) &3 Jad il caal 2
| 3 Yes, the PBA had this attribute a great deal ' O LicpBA Ji olid Jab sil cau 3
3) Confident: i @y .3
0 | No, the PBA did not_have this attribute at all O Y e PBA J) &l Jay ol S 0
1 Yes, the PBA had this attribute to some extent I:] Laa JPBA ) &l Jad Sil caal 1
2 | Yes, the PBA had this attribute Kl PBA J & Jub il i | 2
3 Yes, the PBA had this attribute a great deal D LlapBA ) 3 Jad sl cans i 3
4) Professional: o faa 4
0 | No, the PBA did not_have this attribute at all O DY) e PBA D Wi Gyl 3S [ 0
1 Yes, the PBA had this attribute to some extent D i s JIPBA ) <l3 Jad dil (aas 1
: 2 | Yes, the PBA had this attribute X PBA J) <lli Jad k! cans 2

4

Y
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E.  Soft Skills & Telephony Skills | Liolgl) oNLal) &l ey dpmad ) &) gl 7 |
3 | Yes, the PBA had this attribute a great deal E O | LS PBA JI 23 Jad 3 |
5) Friendly: | 2309 .5
0 | No, the PBA did not have this attribute at all ! O | (DAY e PBA JI U Jady &l 38 : 0
1 | Yes, the PBA had this attribute to some extent } D ' L s JIPBA JI &3 Jad il ol 1
2 | Yes, the PBA had this attribute | E; PBA . :‘_‘f_'"__: i
3 i Yes, the PBA had this attribute a great deal l ] Ll pBA JI 2l13 Jad Sl el | 3
6) Used simple language & phrases: | | i Jaa g SlalS Jaain) 6
0 | No, the PBA did not do this at all I D . BiaY) e PBA JI U3 Jaidy ol (NS | 0
| 1 Yes, the PBA did this to some extent O | b s JIPBA J 43 Jad s cans | 1
2 | Yes, the PBA did this K | PBA J U3 Jab ol cani | 2
3| Yes, the PBA did this a lot O Ll PBA ) &3 Jad ail cuai | 3
7) Overall, maintained a positive, friendly & ‘; cpan g (539 131 ol cale Ky olag) #12) e Bilay 7
enthusiastic attitude: ‘
0 | No, the PBA did not do this at all O | S e PBA J & iy S [ 0
1 | Yes, the PBA did this to some extent O 1 s JIPBA ) &5 Jab sl ipui | 1
2 | Yes, the PBA did this O PBA J) 3 Jad &l s | 2|
|3 | Yes, the PBA did this a lot =N LLGPBA J) &8 Jud il i | 3
8) Used positive language:; Al Al Jadew .8
0 No, the PBA did not do this at all D @Y e PBA J) 3 Jady ol (38 | 0 1
1 Yes, the PBA did this to some extent O | L JIPBA J) €3 Jad Sl cans ‘T 1
2 | Yes, the PBA did this & PBA J) &l Jab ol pai | 2
3 | Yes, the PBA did this a lot O Ll PBA J) &l ad il cpui | 3
9) Overall, Was ‘Customer Friendly’: 1ol pa Bgdy OS ple "K':"' -9
0 No, the PBA did not do this at all D | BBV e PBA JI &3 Jady pl 36 1 0
1 | Yes, the PBA did this to some extent X1 Loaa JPBA J) 5 Jad ol cpai | 1
2 | Yes, the PBA did this O | PBA J) &3 Jad 4l pus | 2
3 Yes, the PBA did this a lot D ‘T LLa PBA ) <l Jab il cpa | 3
1. Qverall, rate the PBA E% o o | o EE P E— 7
on: 3| 8|8 §| = I;f 43 |‘E |‘§ ooty oS PBA J of le KB 1
N i g - > G e E e e T
from 1-5 for each 1 2 3/4(s|s|afl3|2]1 il Gdy (dda JSU 5 011 (e
attribute, as relevant D D D D E D D D D D
B) Extent of Customer I E E I 3 | E ? —é— E. Z A gl g e L alaAY) sae (o
Focus & Friendliness: D D D D m D D | D D D
C) Soft Skills & E" ? E ? E _§- __Z ! E z Z Sl lgey ddall & el (&
Telephony Skills D D EI D E D D D D D gl ] ‘§-h




F. Answer -this segment if: MOl G-l S Jla A e el e e LY )
A)Application for a new product/service: Buaa dadd gl miia il -]
| b) Gfeneralenquiry. -relating to a specific product, L e Jaed g Aada ) e Glaie ale jlaiia) -2
service and/or facility: 1 LIS e jal e -3
c) Other purpose of call |
F : : ¢
7.1 Information provided, Product Knowledge & | | ALY & s il oo ) chatial) cilaslaal) 7.1
Cross Selling ! o Al e
1. PBA provided sufficient detail to the customer, 5 3 i3 ey s
; ; : (o mely o ae O AEAE Sla g PBAL) phel ]
with a clear explanation of the requirements/ o rp b i T et S e P R < o AT
| el 13gd a0 Cilatisa) / 4 gall yuleal) / iliaiall
eligibility criteria/ documentation needed for this ! lasaas
particular product/service. .
0 | No, the PBA did not do this at all O | BNY) e dIpBA JI Gy Al S |
i . de e
1 Yes, the PBA did this to some extent 2 ! boda A 2D PBA J) Jat i caal 1
2 | Yes, the PBA did this O | JUPBA I Jab Al can 2
| . TR )

3 Yes, the PBA did this a great deal D | oS (S5 JIpBA I Jad Gl (aal 3
2. PBA provided a clear and thorough explanation of ' Ol g A Sl ghadll e Jally madaly 7 2 5PBA J)paiadl 2
the steps that shall follow in terms of: ; Cus (e al
1) Process: i : J) 1
0 | No, the PBA did not do this at all O | Y o IPBA JI s al S | 0
1 Yes, the PBA did this to some extent E J Loda ) &3 pBA ) Jad Sk qpas 1
2 | Yes, the PBA did this O ALPBA ) Jad ikl aai | 2
3 |Yes, the PBA did this a great deal O S U85y QIPBA J) Jad Al i | 3
' 2) Time taken: | [ AL) 2850 (2
0 No, the PBA did not do this at all | Y e dPBA ) Ski Al S| D
1 Yes, the PBA did this to some extent K Lesa ) U PBA J Jad e 1
2 | Yes, the PBA did this O ALPBA JI Jad i (pal 2
3 | Yes, the PBA did this a great deal N S S8y JIPBA ) Jad il e 3
3) Requirements (such as documentation): i H(Safd) Jia) Cillia (3
0 No, the PBA did not do this at all | d JaY) Ao ZUPBA J) Jady ol 38 0
1 | Yes, the PBA did this to some extent ‘ H® bda M PBA J) Jad Al cpus 1
2 | Yes, the PBA did this O AUPBA JJad ikl s | 2
3 Yes, the PBA did this a great deal ‘ O oHS J85 ApBA () Jad Al cans 3

3. The PBA was able to clarify any questions the o o St . -
ikt (sl e b Al ALY e ) paea s e ABPBA S 3

customer had:
|0 No, the PBA was unable to do this O U3 JadpBA J) pkilew al 38 0
I
[ 1 Yes, the PBA was somewhat able to do this O Leda 1S Jad PBAY) il i s 1
2 Yes, the PBA was able to do this E 3 JaBpBA J) g Uil canl 2
3 Yes, the PBA was very able to do this | oS J85 IS JadpBA 1 p Uil A caal 3
pp 7 gl ol ol Sl A BB LAl i a) o aldl) Sl
N/A Not applicable D o 2l al Jla 0 4 aal o eaalddl) J-:THJ 2
Interviewers: Choose this option only if no === (A | Galaly
6

+




+ +
’ | guestions were posed) \ ' ] i
| 4. The PBA was able to explain the points of
‘ differentiation and comparative advantage of the | feiall Juailly joad Al Sliall 2 s OIPBA I gl il 4|
product/service (Versus offerings of local i 1 (Aadidd) Aol o i) Ll 3 oy padl ) Al |
! competing banks) | ‘
\ I T
: 0 No, the PBA was unable to do this : l:] ‘ i3 JadpBA J) aadew al (S | 0 ‘
| 1 | Yes, the PBA was somewhat able to do this 'O | beaa S JadpBA () plaied Gl |1 |
2| Yes, the PBA was able to do this X 3 JaBpBA O gtk ai | 2
______________ |
E | Yes, the PBA was very able to do this | O | 28 JS5 8 GalpBA ) pliia) Al ! 3
| Not applicable I . o s Jla i e juall 13 ) -y paldl) Buk !
) ) ‘ ; I e Js Ja 8 laid Ll laa gal e eialdl) Budai Y 2
N/A (as R
N/A ‘ (lnterwewers: Choose this option only if asking ‘ g s darifnie | ket
| about a sgecmc product/service | |
5. Please rate the PBA on each of these attributes: i el 03 e dan KEyPBA I adcela, S
|
1) Effort to fulfill the purpose for which the call .
: | (g #139 On g AN (dal sgadl OB (1
was made: ,
| No, the PBA did not make this effort/possess | D S Aad) sda ANy Y [ agall 13 PBA ) aks al (36 [
' this attribute at all '1 ) |0
Yes, the PBA made this effort/possessed this ; e g ] .. =
La ly Jl saa Ao A \as (I e
1 | attribute to some extent L) | s Gioin dhy g ystiBpon, il s | 1
Yes, the PBA made this effort/possessed this g e - .
. attribute E Ao oA Sl g [ gl 13PBA J) plt B canl | 9
3 Yes, the PBA made this effort/possessed this ] JS Aacl oA ey b [ 3gall 13PBA ) pl AR (ans |
attribute a great deal = l 3
2) Extent of product/service knowledge: | rAaddl) [ miilalls Ad jaal) saa (2
0 No, the PBA did not make this effort/possess D ; e danddl oda Sy Y [ agall 133 PBA J) sl al (3
this attribute at all | iy 0
Yes, the PBA made this effort/possessed this [ o i . |
¢ ‘ ¥a s sl ey 0498 &)t
1 attribute to some extent [0 | s iediom sy /sl ePBA JI o i an 1
Yes, the PBA made this effort/possessed this | - 3 — F—
2 ek Sl [p ! & | Lol oln dly b [ 34201 13PBA ) a8 Al aus 2
3 Yes, the PBA made this effort/possessed this D L S A oia Ul A [ 4ad) 13PBA ) a Al s
attribute a great deal ‘ 2 3
3) Cross-Selling effort/attempt made: | AhaYl Al Jal e Al Agla) 5l Jekeall 3l (3
0 No, the PBA did not make this effort/possess D ; S Al sda ANy Y [ agall 13 PBA J) phs &l S 0
this attribute at all ‘ LY
1 Yes;7 the PBA made this effort/possessed this m Lo ol sl il ¥ gl BB Y 0850 1
attribute to some extent
Yes, the PBA made this effort hi - : . &1
> _ /possessed this O Aadd) 02a il gb [ 2ga]) 13PBA J) A8 A cael 2
attribute
3 Yes, the PBA made this effort/possessed this I—_—] ‘ JEE ) ola a g [ 3ol 13PBA ) a0 AR s 3 |
attribute a great deal ‘ = |
Not Applicable
N/A (Interviewers: tick this option only if cross m i el e e e Aoy ad o gialll) il Y Y
| selling was not possible due to the nature of - (2 3 dalo sy USas cross selling JI oS5 o) Ja | Baiy
!xour inguirx! ‘
4) Provision of adequate explanation in - _— : e
response to questions posed ‘
No, the PBA did not make this effort/possess s daud) oda dly Y [ 2gal) Vigs PBA JI ks al (O3S
0 O - 0
this attribute at all iy




—+

+ -
, ' [
1 Yes, the PBA made this effort/possessed this E i s B dad) o3 lliay ga / gl 13PBA 1 o a2 pus 1
attribute to some extent
[ ) ) |
g 2 Yesi the PBA made this effort/possessed this D | dad) o1 ey a [ 3201 I3PBA () pl8 S sl 2
attribute |
3 Yes, the PBA made this effort/possessed this D | JS5y Al 0la ey 58 [ 342l 13PBA ) al Al aas 3
attribute a great deal ‘ 28
| pelcatle | T
N/A | (Interviewers: tick this option only if no further _D_ - [ Aol Al 7 ylo Sn 03 | (Bl
| guestions were posed) ‘

2. Qverall, rate the PBA
on:

A) Product knowledge &
information/assistanc

Very Poor
Poo
Average
Good

s s
oAl

— i T ! - »
f | o2iles PBA Joad ele 85 2
R

Sila glaallflatially 4 el (1
il Baclaall Ly Glatall

[
. H

by

i

e provided:
INT: Circle a number

from 1-5 for each
attribute, as relevant

| gadi
Guliall a8 e 3 dla ad) dal
itk Gdy dda JU5 111 0

B) Cross Selling:

mig m
(O {0

IO || | very Good

5
0
5
0

.Cross Selling (=

ID IN |D 1N
0w | IO

4 | 3
ag
4|3
g

. Example: Interviewer posed very basic que

about opening a

Interviewers: Please ski
current account and there was no scope/almost no scope for cross selling)

Ala oS Sl Jae a8 a1y 5l a8 Jga Tan cean Jlges 7 phay Guald) 28 M 3aa Y V3 <Cross Selling/o aedll 7 )kl Y Sla ;-0 Siald)

(Cross Selling )l L s Ul Jss

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

OIS e Ga Gl AL 13) a0 1 e cual #
Ol ) alallas I,‘;Jl.‘u:q wala

8.1 Complaints & Grievances

Slalliill g o gl8ll) g1

1. PBA demonstrated active listening skills when the

S5 O S Lasde Tl p LY S g PBA ) ekl 1

0| no

customer was relaying his/her complaint: Ifol 4S5
3| ves O pui | 3
O] 3 | 0

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

tUA 4La) Slidad o) ada TS 1

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

pladllf g fSEN agdl MS 32 PBA J8 2

3 | Yes

an 3

0| No

mj.

w5 | 0

If ‘no’, specify any additional comments here:

SUa L) Slilad ) 3as ST 1)

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

O A G e S ryanPBA Jpsal 3
S 35 A B Gy JSI NS ) pad GRal) gaal j2d)) rdaly

INT: <Select either yes or no for each of the focus areas> (=
1) Complaint Resolution Process: ¢ 383 Aallaalda Al (1
3 | Yes O ani | 3
0| No O % |0

If ‘no’, specify any additional comments here:

LA Aol il 6] aa ST 1)

2) Time taken for resolution

3 | Yes

5 35 Aana | Jad (3 deadd) ) (2

o | 3
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10| No (O] 3 |0

| If ‘no’, specify any additional comments here: [ ' L A.F..iL..'al Sliyled () daa TSN |
. \ i

4, The PBA possessed adequate knowledge of the

oS Aallaa/ s dlaal 45 el Sl pBA UV S ] 4 |

complamt resolution process: [ |

| 0 | No, the PBA did not possess any knowledge | ‘*—P $PBA Jdiu¥.3s| 0 !
1 | Yes, the PBA possessed a little knowledge  LOUAPBA Jdiyew| |
|2 M__i
| 3 | Yes, the PBA possessed a great deal of knowledge | | Gad) pa S SPBA J) e ai | 3|

5‘_,;‘1_'%;__“_,;; aJull Dl Giy PBA Jl ad iela; 5
LL._’ ""I\_:Mluu&l.auLS:[w,dJmaj\.\u) laly
(gl |

| 5. Please rate the PBA on each of these attributes, on a
' scale of 1-5

f Yes, the PBA possessed knowledge f D 1 4 2. PBA J Sy can \ 2
|
|
|
|

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

‘g; = - .§' F E‘ . F :
AEIE IR IR AT A Al |
ol = >| (&) o | E ‘ i . |
b = >[! ‘ - :

1) Overall customer
experience for
complaint resolution:

dallas 3 il gl 5 a(1
eanll 485

]~
O~
Ow
HES
e
[Jw
HES
O
O~
-

2) Extent of PBA i
knowledge on
resolution process:

< PBA !-.UM -.;.(2

-~
O~
O w
HES
s
O
HES
0w
O~
-~

3) Effort made to provide 1 2 3 4 C l g a 2 1 -
full & additional Olololol o | alolaololo ‘;:": ;)—“*1 e '(3
information: 2= Fas
H. Call Closing: | A/ uady) £lgd) L2
C)PBA asked if he/she could offer further assistance 50 Lowe gl (Saall e S /8 131 LpBA I Sl
to the customer: gl Al
3 | ves Pl =)
0 No LY } 0

C) PBA thanked the customer and said goodbye: el ) Q8 G PBA J) S5 (S

3 | Yes

O (O

‘3
0 | No | uﬂo

E)The PBA attempted to acquire follow-up ’

. - PO g Al Sl i 5 JseeallPBA U sz
information from the customer: RIS e ! {“

| 3 | Yes as |3

| 0 | No

&0

3|0
\

wi | ‘ [ -l ‘ | |
F) Overallratethe | 8 | | & | o | & ||F | F |
PBA on Call ~HE-RE-BE R B | ol PBA U pd ple K4 (5
g | <l g ! cl F | ' |
closing: 3 | I | o ‘ $ ‘ rJladY! ol
INT: Circle a number | > * | kil a8 os Bl m) sl
from 1-5 for ealch 1 2 3 ‘ 4 ‘ 5 5 4 ; 3 9 1 ‘ Lgdsihal Gy (5
attribute, as relevant
000 KO 00000
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HHILE Uac Ui e
L TOTAL Branch Score
Section | Parameter Under Evaluation Total Points Scored in this | . Total Points Allocated / >
g i Area: : Parameter ;
t [ 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
o4 roTAUScoREf Y <k Sl TR
 Jalall [Aaeid DA £ gana | speadl] (8 Alasdd) BUAD) £ gara £a e Al gy ol Jelal) | aldl)
Aol Afpeal) LW s |
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