+ + +
PROJECT: Money
SERIAL NO.
SHOPPER CODE DATA ENTRY EDITING ) e
| Name |  Number | Name Number | Name N
35 — : ; 1101 2 x !
TR _*, A | Sl el a5 Sigediall a3
,\é“_ 'y 1 ,5)_',' 1 o) »;_‘," Ay o 1
|
| A. Details of Call pealie s "“"‘Li
[ Bank Dhofar D ! Juk ol :
| L |
[ Bank Muscat D . Lie iy |
! National Bankof Oman | PBJ | el ida g Sl | _
| 1. Name of Bank to which ‘ o : AP TP |
call was made: HSBC-0IB O HSBC-OIB <L 4y Jlasyl
Bank Sohar 1‘ O Saa
Other Bank Specify: (2aa) ol 2ly
2. Call Centre Number 7_[4_ ? [ q t_* L_{,q_ ‘ WYL S e ad; 2
Date | Month | Year FET | et | agad
. Date of Call ) ‘ . : WY o
o \3 loldl2]o]1]4]2]0]1]3] | | e 3
4. Start Time to Call R Miaues kb e N s "
: art Time to Ca — | . oty s cdy 4
1 13 2 |G | ! | :
5. Total Duration Call Hours Minutes L ' Zeld! c iyl 2 Fsaxe .5
INT: FROM POINT OF ANSWER BY : . O ke ABal ) 1dialy
PHONE BANKING AGENT | i ) e g8
(PBA), UPTO COMPLETION O |0 §) 5 ‘ - o R
OF PHONECALL) | : ( sy
06:00-09 am O gh<ll 4 09:00 -06:00
09:01-12 am [l leall 5 12:00 —09:01 , DeEds @ 6
. y " Cean ol Sl g8
6. Time Slot During which 12:01n00n-03pm m s_elll 3 03:00 —~12:01 ) 4
call was made: [ gl 5 58 330 daly
BINT:  SELECT THE 3:01-6pm O | sswh eledd L3 06:00 - 03:01 o e |
RELEVANT TIME-SLOT, p— nl R — .inﬁ"i'\n'! i
\ ACCEPT SINGLE ANSWER, :01-9pm | ssal & 09:00 - 06:01 Al N ,
| | | FEENEWIEY] |
09:01-1am | O [o ceaiia 325 01:00 - 09:01 |
1:01-5:59am | O | sW e 559 - 01:01 | '
B. Purpose of Call STy ioa |
| cfchaah 3ay !
1. General Enquiry ‘ Query Code | :(Jigal) 3, o
; g Product Name: L — il ad) | v e
regarding a specific [ I e Sl -]
Product / Service EiuRses: | U.UTJ) & (3)21ne dna/miia
Curr{mi Aec from list) | (Aadd | e
T
2. Application for a Query Code | :(dlpall Joy
| New Product / Product Name: ! — H(Eiad) pal) Lot TR
Service INT: (nsert | St} indy ‘(’:;__:; Rokfin
from lis) | () B -
| : - |
| 3. Complaints / Complaint CcicliSeT(INSERT FROM | (A e J531) 5 9SED ) |
} Grievances ) i | alls /o485 .3
| 4. Other Please Specify Details: ! (et 53 3l3.)) ‘ b, 4
1
+ +
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+ +
C. Appraisal of Interactive Voice Response (IVR) | (IVR) Asle Wil i gual) duladu) sl il & |
system: |
4.1Appraisal of IVR system: ' ! e W) A8 el Aanl! BB g ]|
1. How would you rate the IVR system in terms of i Lali e e lidll 45 peal) Llatay) oUad o5 o) i€y a8 1

Ease of navigation & user-friendliness? | falasiayl y Juill 4y
| o | No, the IVR was not at all easy to use | . e Y o A5le il A5 guall a1 plai G 1 S | |
= aladiuy | i
o i | Jpada S840 da 3 Lletill 45 eoall TdsmiN) U5 A4S cand | |
. ) : | oha Sdfla s A4 04D pall A0 el G el | [
1 | Yes, the IVR was quite/reasonably easy to use ! D \ DAV g | 1 |

2 Yes, the IVR was easy to use I E i) Jgoe Ao il 45 pall Daiil) las oS caas [ 2

| 3 | Yes, the IVR was very easy to use ‘ [ | pradcay bl Spu dlelinll 45 yoad) Llaial! Pl S cuai | 3

i 2. How would you rate the IVR system in terms of Lals e Gle Ul A5 poall Gty sUal cabad ) l€e; (1S 2

. clarity of instructions? $ladalll » oy

| | . = e FL i AN egm b

| 0 | No, the instructions were not clear at all O GOyl e danly Slalall (U A3S 0
1 | Yes, the instructions were quite/reasonably clear | [] Aoty Jada JSS [ L da ) claladl SIS Gl |
2 | Yes, the instructions were clear E dadl g SilS Cladadl) gpai | 2

| 3 | Yes, the instructions were very clear O fa2 sy ol ot i | 3

|

| D. Greeting [EPENg |

| 5.1 Greeting & Purpose of call Jual¥) (a o all g e 211 5.1

| 1. Once you selected option ‘9’ on the IVR, bU {eC Lty pUa 39" Jda¥) o jLial ol 1

E (“To speak to a call centre agent, press (Mention 385 e ads ge pa AT ¢ le il A5, !

1 9”), how long did it take for you to speak !‘ il gill 2aa) S il 28 gl e oS ("9 Jaial [ VLY

| toaPBA? seconds of B~ TPBA ae Ziaail

il B - .
INT: Specify duration in the space provided minutes) e (Fuamal) daladlt A gl 22) sy
INT: Answer this question only if you selected the ‘Call back’ Baglaa™ Jladal & USA) R A Ll ) 1 e Gigla) tdaly
option via the automated voice service ] (P T R OXE QPR Wy
2. Were you called back by a PBA? TPBA Ji ek Jlai¥isalel s 2
3 | ves ] pi |3
0 | No O 3 |0
If ‘no’, specify any additional comments here: *Noteto | O rofalll ABade* sUa Adlo) el o) daa THS™ 1Y)
interviewers: This is not a mandatory field. Please fillin | AALLY) CBada)) s cpla g Ll 31l 138 AaY) Jia
any additional observations, if relevant. Otherwise, leave e M B T T
blank. This applies to this option for all future questions. _i_jjl_',j\ clayy adlaid) Sl LA
3 | NA X i _ R
3. On picking up your call, did the PBA wish you, ‘Good e paall s Sl SEPBA J A s deladl dlad ;g 3
morning/ afternoon/ evening'? " all plise fauma
3 Yes E ' ani |3
0 No D w5 |0
If ‘no’, specify any additional comments here: s 5.35L‘4| Siliylad o) daa SIS 1A
4. Did the PBA greet you in the same language you Lty alas A lgs sl A AR ey PBA I i qa, a0 4
selected through the IVR system? fle il 45 uall
3 | ves (| o | 3
0 | No O %€ | 0
If ‘no’, specify any additional comments here: -La :\.,EL.a\ Slilas sl 3 TN
2
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;[ D. Greeting

=

el

R Greeting & Purpose of call

Jeal¥) o pa ally e 21501

[

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

(4 Bl s i G yPBA Jlea 523 S

courteousness:
| 0 No, the PBA was not at all courteous O | Byl e 3 PBA Josa S| 0
1 \ Yes, the PBA was quite/reasonably courteous O | dpda By [l A 3 PBA J 28 o |1
2 | Yes, the PBA was courteous | X | GPBA JI S a2
| 3| Yes, the PBA was very courteous i O s 3 PBA J) O { 3
6. Rate the PBA’s greeting on his/her clarity & pace of ‘ 2

speech:

(NGEy g4 r pad iy PBA S i 523 6

0 No, the PBA did not speak clearly & steadily

Jsiely sy PBA J sl S | 0

| 1 Yes, the PBA spoke quite clearly & steadily

JIe) g g Jpiha (S0 [ 22 JIPBA ) alS5 aat 1

INT: <Answer this question only if the Mystery Shopper is

Jualy g pall (Ggeiall IS Jla b kEE i) 18 e Gigla) sdaly

2 Yes, the PBA spoke clearly & steadily O t Jiely rsanPBA Ul aS5 caal 2
| 3 | Yes, the PBA spoke very clearly & steadily O | Jie )y o il y JSAPBA JI Al caal 2
i 7. Did the PBA introduce himself/herself by name? TauWl (Jasii e BPA Jl Ge Ja 7
3 Yes E ani \ 3
I No D p L8 ; 0
[ If ‘'no’, specify any additional comments here: s l_.a‘..-ﬂ Slilad () daa IS Y |
\
| |
' 8. Did the PBA then enquire after the purpose of your fAlllall o e ladlaL Sl aey 0 BPA J1aE e B
[ call?
'3 [ves K | |3
I T
O | No O | 3| 0
i If ‘no’, specify any additional comments here: i :Ua L 8La) clilas ) da THS™ 1)
| |
|
\
\

calling as an existing customer> Lﬂé

9. Did PBA ask for customer details for the purpose of el L yas g 0l A pall Jealilll epgA JJlada 9
verification?

3 Yes E ' ans ‘ 3 i

0 ' s | *
‘ No D | - | 8 |

NA | Not Applicable (N/A | J;h_,-u_!‘ ...hzj

10. Did the PBA proceed to listen to (or probe for) the [p53 [Jyed A (e iyl 4f) glaiu¥) PBA J) &5 Ua 10 |
customer’s query/grievance/complaint? LSRR S

0 No, the PBA did not do this at all

BibY) e PBA J) U3 Juds al (NS 0

1 Yes, the PBA did this to some extent

L2 JIPBA () €l Jad Sk (s 1

O/Rx®0O0

i
| . b 5
2 Yes, the PBA did this j PBA J) I3 Jad ail (e 2
3 | Yes, the PBA did this a lot ! LLS PBA J) i3 Jab ol pai | 3

E: Soft Skills & Telephony Skills

i) YLD Gl g g i) Sl gl 7

6.1 Hold Procedure

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

O G A OB RIS IS ) S o pBA Il a1
¢ Y] A b ey U P pllaall Sl glaall e clias S

3 Yes

pai |

i
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| E: Soft Skills & Telephony Skills | Adilgl) CLATY) i) g g daeadel) S gl 7 |
[ = |
0 [ No K %[0
; | If ‘no’, specify any additional comments here: 5 ‘LA 48l Clitad g) aa ST )Y 3 |
|| | | |
| | i‘=‘ '] g |
| A  Not Applicable (N/A) ! O 2 — L \ _—
. ‘ | =— | = |
| 2. Did the PBA speak with anybody else prior to placing | S Ula Adlany Jd Al jadlae PBAJ NS 2|
you on hold? l \ [
! 0 i Yes i D ‘ i ) i
2 | No B E
= If ‘no’, specify any additional comments here: i ‘ sUa Al Slitad o) axa "SI '
|
| NA T Not Applicable (N/A) [ | ks | s
1 INT: Answer this question only if the PBA kept you on hold (e AS) JBRITPBA J1 &S 5 S A kil Jigud) 134 e cigla) tdaly
? for over 60 seconds (3_,_;1_: 60
} 3. Did the PBA inform you that he/she needs more time S e SWely gl ey el b g pasl pRA JVsldel Ja 3
‘ and apologize for the same? , ¢ ay)
| .
3 | Yes ! O pai | 3
0 | No O 3 | 0
If ‘no’, specify any additional comments here: ‘ LA Al Sl o) aa TS 1)
NA Not Applicable (N/A E bl Y ) !

6.2 PBA Attributes

PBA J Slaw 6.2

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

ladl 038 (je JS ae PBA JI Bk Jla 3 "S" ) "aal” Al 1

holdll plau) O s 1

1) Active listening skills:

0 | No, the PBA did not have this attribute at all O Dby e PBA J) &3 Jady ol S 0
1 Yes, the PBA had this attribute to some extent D Leaa AIPBA J) &3 Jad Sl (pal 1
2 Yes, the PBA had this attribute E l PBA J) <3 Jabd il caas 2
3 | Yes, the PBA had this attribute a great deal O Lli pBA J &l Jad ikl caus 3
2) Effective questioning skills: | Sl Gl i) & g 2

' 0 | No, the PBA did not_have this attribute at all | DY) e PBA JI &l Jads ol IS 0
1 Yes, the PBA had this attribute to some extent O b da JIPBA () U3 Jad ail (pes 1
2 | Yes, the PBA had this attribute K PBA J) U3 Jad 3il cans 2
3 Yes, the PBA had this attribute a great deal 1‘ D LiappA J <l Jad il cans 3
3) Confident: &y .3
0 | No, the PBA did not_have this attribute at all O DY) e PBA Y Wi el al S| 0
1 | Yes, the PBA had this attribute to some extent | [] s JPBA J) &l Jud aklaei | 1
2 | ves, the PBA had this attribute K PBA J) &l Jab 4l ol 2
3 ‘ Yes, the PBA had this attribute a great deal D LCPBA J) 3 Jad ikl e 3
4) Professional: b faa 4

{ 0 | No, the PBA did not_have this attribute at all O (BiaY) e PBA J) 3 Jads ol NS 0
1 Yes, the PBA had this attribute to some extent | O La s JPBA J) &3 Jab dil caai 1
2 Yes, the PBA had this attribute !r E PBA ) dU3 Jad 2l cans 2

4
&




+ +
E. Soft Skills & Telephony Skills I Lt CLal) O ey i) 0 ) 7 |
| 3 Yes, the PBA had this attribute a great deal O Lild pA ) &ld Jad ol caes | 3
S) Friendly: 24345 .5
! 0 No, the PBA did not_have this attribute at all | I BV e PBA J) D Jad L3S : 0
1 | Yes, the PBA had this attribute to some extent X | bade 1OHA ()25 Jad s ' 1
f 2 | Yes, the PBA had this attribute ' O | PBA J) &3 Jab ol uei | 2
| 3 | ves, the PBA had this attribute a great deal | O LG PBA J) &3 Jad il i | 3
| 6) Used simple language & phrases: i A Jad g SlalS Jaricil 6
o | No, the PBA did not do this at all . D Sy Je PBA J 4l Jady &l S 0
i 1 Yes, the PBA did this to some extent E Le2a JPBA ) U3 Jad SRl (el 1
| 2 Yes, the PBA did this D PBA J) U3 Jad 1! ¢ ani )
3 | Yes, the PBA did this a lot ] Ll PBA ) &3 Jad dil cpu 3
7) Overall, maintained a positive, friendly & o e iy 1) b gl Iy nl ol oo Bilsy 7
enthusiastic attitude:
0 | No, the PBA did not do this at all O BY) e PBA J) U3 Jady ol (38 0
1 Yes, the PBA did this to some extent E e 2a JPBA ) U3 Jad Al aas 1
| 2| Yes, the PBA did this O PBA J) &3 Jab 2kl cpas 2
|3 | Yes, the PBA did this a lot | O | LLS PBA J) 5 e il cpni | 3
| 8) Used positive language: ‘ | ) Al i 8
0 | No, the PBA did not do this at all O BBY) e PBA J) & Judy ol 38 0
1 | Yes, the PBA did this to some extent | Lo JPBA J) <l Jad dil el 1
2 | Yes, the PBA did this 24 PBA J) i} Jab 2kl as 2
3 | Yes, the PBA did this a lot O Ll pBA ) 43 Jad dBl ¢ aas 3
9) Overall, Was ‘Customer Friendly’: 109 e fagey O ale JSi 9
0 : No, the PBA did not do this at all D SRy e PBA J) U3 Jady Al (S 0
1 1 Yes, the PBA did this to some extent m Leaa JIPBA J) 2D Jab sl el 1
2| Yes, the PBA did this g PBA J) &3 Jud il cpui | 2
3 i Yes, the PBA did this a lot } O Lls pBA J) QU3 Jad il (aas 3
1. Qverall rate the PBA Ej - g | o g F E- . | E
on: F 81 S| 8 Ul tf kg }‘f tE o | omia A PBA Jad ole S5 1
A) Greeting: g = < = ;%1 : ) E S % —‘-‘PJ—L‘_IA l e
INT: Circle a number aaliall sz.'E u.';-'- 5,0l aa) rdals
from 1-5 for each 1 2|1 3(4|s5s|s5|a|3|2]1 il iy dde JU 5 1]
attribute, as relevant D D D E D D D D D D
B) Extent of Customer z —g_ E ; ? —:ST i Z_ E E _l— A gl g e 3l ALaAY) g2 (o
Focus & Friendliness: g g Q @ Q _D_ 1 _|_:|_ _D__ g g |
C) softskills& 1234554 [3[2[1] Slenlalad(s]
moensis |0 | 0|®\0|0|0 0000 sl s /0 |
5
+



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

My Gl OIS Ja e sl 1 e LY

s desd g mita s -1
Osma Jaged gl Aead ) ey 3late ple jlaiiil -2
Al e Al a2 -3

7.1 Information provided, Product Knowledge &
Cross Selling

1. PBA provided sufficient detail to the customer,

|
. | e Rl ot me n RS e e PBAJ Sl ) 7 |
wnlth. g ;Iear explanation of therreqmrements/ i MV@] g a0 clatondl) / Ala gl yutedd / i)
eligibility criteria/ documentation needed for this . laaas
particular product/service. ' o
0 | No, the PBA did not do this at all O BV e APBA J) iyl XS | 0
1 Yes, the PBA did this to some extent E | Leda ) 23 PBA J) Jad 4l cpas 1
2 Yes, the PBA did this O ALPBA ) Jad Akl (aai 2
3 Yes, the PBA did this a great deal D | oS JS&y ALPRA ) Jad Al pas 3
2. PBA provided a clear and thorough explanation of Ol ey G S pladdl e Jaldy mealy 2 2PBA JlpaBadl 2
the steps that shall follow in terms of , S e
1) Process: i [ tAlall (1
0 No, the PBA did not do this at all I D BBY) e pBA J) Jads ol S 0
1 Yes, the PBA did this to some extent O La 2a I U3 PBA ) Jad 2l caai 1
2 Yes, the PBA did this E JUpBA ) Jab A1 cani 2
3 |Yes, the PBA did this a great deal O 98 (S APBA ) Jad 2l pai | 3
2) Time taken: 28 ASaal) S gl (2
0 No, the PBA did not do this at all O GOV e LUPBA J) Jads ol 38 0
1 Yes, the PBA did this to some extent = Le da ) 2ll3 PBA JI Jad 2kl cpai 1
2 | Yes, the PBA did this O LPBA JIdab ke | 2
3| Yes, the PBA did this a great deal O S 0S5 SPBA JI el Al el [ 3
3) Requirements (such as documentation): (St Jia) Sldiis (3
0 | No, the PBA did not do this at all O BV e LIPBA Jl Gy S | 0
1 Yes, the PBA did this to some extent o Lo ) D PBA J) Jad e 1
2 | Yes, the PBA did this X LIPBA JlJad Al s | 2
3 | Yes, the PBA did this a great deal O oS JSS IPBA Jldad s 3
3. The PBA was able to clarify any questions the s m s L3 ALY a5l i Sl UPBA S 1 3
customer had:
0 No, the PBA was unable to do this O dll3 JadpBA J) ahaiy &l S 0
1 Yes, the PBA was somewhat able to do this my Lo 2o ) 213 Jad pBAY) fikaiasd 2l ol 1
2 Yes, the PBA was able to do this ‘ KB 3 JadPBA J) gkl caal 2
3 Yes, the PBA was very able to do this O S S5 3 JadpBA J) glhaiaad il i 3
N/A Not applicable , _ O roe sl Ja Ak LAl e fa) 0 fald) mey ) 2
(Interviewers: Choose this option only if no S (¥l | Gy
6
¥



guestions were posec_:l_l

4. The PBA was able to explain the points of

Not applicable
(Interviewers: Choose this option only if asking

about a specific

N/A

roduct/service,

differentiation and comparative advantage of the ‘ gl Sy et il 2l JPBA Jlplliad 23 4
\ s G R A B B e W Bas A 8 ot
product/service (Versus offerings of local ! \ (Aadlial) ladll S il Lgaadli Sl il g jall JiGa) 4aadld)
| |
competing banks) -
I o O ) - [ [
0 No, the PBA was unable to do this =n 23 JapBA Jl Akl 2 YS | 0
- P RE—
| 1 Yes, the PBA was somewhat able to do this ' D \ Lo 2 020 JdpBA J) il ol e | 1
| 2 | Yes, the PBA was able to do this D \ 23 JadpBA J) plliuladl ani | 2
| — e
. ot i ¥ L. R @ |
| 3 Yes, the PBA was very able to do this O | oS JSA 0 aRPBA J) Pl el | 3

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

| e dor a0l 10 ) Y | Y
| (ima dmrifpiia | ki
1‘ Q@'aﬂj@ﬂﬁJPBAJ‘é-sLa‘ 5

1) Effort to fulfill the purpose for which the call

was made:

(e 215 O A (e sl U (1

No, the PBA did not make this effort/possess

S Aacdl o3 G Y [ yal) 13 PBA J) s ol S

. this attribute at all D DBy 0
Yes, the PBA made this effort/possessed this 4 it " e
' La da, A A oda olbig sgall T WlE i) s
: attribute to some extent 0| wad A a4 [ 22 BePBA ) pl8 A cpas 1
. 3 - - : : :
5 :tetsribt:fePBA made this effort/possessed this ® i) ola iy g [ 34all 13PBA ) pd AL (aet 2
5 Yes, the PBA made this effort/possessed this n JSy Aacd) ol dlliay gA [ 3ad) 13PBA ) pl Akl caal 3

attribute a great deal

Ll

2) Extent of product/service knowledge:

Aaddl) [ il Ad el e (2

No, the PBA did not make this effort/possess

S A o3 N Y [ gl 13 PBA J) a2l S

! this attribute at all U (kY 0
Yes, the PBA made this effort/possessed this o s 5 -
’ la | Jl s3a Sk yaa 1 5a s | il can’
: attribute to some extent OO | s iadiom dhiy /32l 3ePBA J o8 i pas 1
he PBA his eff i - < 5 S
5 :ftsf’it:u:e BA made this effort/possessed this R Aacd) ola Sl gb [ 3gall 13PBA ) AU SR (s 2
3 Yes, the PBA made this effort/possessed this D JEd Al oda Uy ga [ 2gad) 13PBA J) al AR caal 3

attribute a great deal

z5

3) Cross-Selling effort/attempt made:

e ) da) oa Aghidd) Djladd) ) Jydall gl (3

No, the PBA did not make this effort/possess

L,hi....dulu&':.,‘:'lq_,ﬂlig,,pap.m&.}s

0 2 =0
this attribute at all S

1 Yes, the PBA made this effort/possessed this (]| wss, oo dlia g/ 3all 3gPBA 1 o0 sl uai 1
attribute to some extent
Yes, the PBA made this effort/posse hi ' g g . %

2 ES.I i rt/possessed this 0 ) i ey gh [ sl 1gPBA ) ol i caul 5
attribute —

3 Yes, the PBA made this effort/possessed this 0 JSd Aad) 03h iy oA [ 3all 13PBA J) pl S (pas 3
attribute a great deal ==
Not Applicable

N/A (Interviewers- tick this option only if cross 0 ot B iyl e e Lo s g a8 o pialdl) Sukaiy Y ¥
selling was not possible due to the nature of — (Sl 3 Rmls o USaa cross selling O (S 2l s | ety

your inguirm

4) Provision of adequate explanation in
response to questions posed

da 5kl ALY e e gl 2 ) ak (4

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

o Aadl ola iy ¥ [ 342l g3 PBA J) gy ol 38
AaY)




+ + +
| | |
| / |
|1 ‘(esi the PBA made this effort/possessed this O | Lo 2 1) o) o34 lling gp / 3gall BeaPBA Y ol ) (o 1
| attribute to some extent |
E : . \
Y - - - -
| 2 Esf the PBA made this effort/possessed this E ‘ A 22a iy o [ 342 13PBA () A8 S aad 2
| attribute ‘
\ 5 Yes, the PBA made this effort/possessed this D LS Al oda dla gh [ gad) 13PBA ) pl AR (aal 3
1 attribute a great deal ‘ P
1 Not Applicable b o 3msh Tl B e e SLl) 5
_ ) . | e s sl o e dalle s oy eaaldl) el Y b |
| N/A | (Interviewers: tick this option only if no further D . - TR = T = .=
‘ - (bl Al » yla JlUn S il
questions were Ecsedz
2. Qverall, rate the PBA [ ‘ S 2 .
: 5 w - [ P Slai led PBA Jlad le S5 2
on: sl g8 |F s |
A) Pr t knowledge & [ ] 0‘ ol o T e b e -
A AR I L AL AL
information/assistanc > ! >! ) Sacaad)) Ly dalasa)

e provided:

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

i —
Gliall @B e § 3 ) rlaly
ikl 8y ddo JCU5 01 ] (e

B) Cross Selling:

|_[:] NN

3|4
X d
3 )4
od

- {01

O ||

:Cross Selling (__4

O O q"ﬂ"‘\‘[-

0= “:]I.l:.

|D I ID lw
IDIN |DII\J

(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)

Sllia oS Al Jae Slia S a1y 5 e ol 28 Jga Taa o Jlpes 2 ey Zialddl W8 3 3udad Y 1Y <Cross Selling/io sl 7 5kl Y ela ) 1 fialdl))

(Cross Selling ! s 22  J Jaa

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

OIS "Jualy) e o AN 1) 5l 1 e qual f
Ol 30 Slallsl /5 gl (ald

8.1 Complaints & Grievances

Glallail) g s glS&0) g1

1. PBA demonstrated active listening skills when the

S G S Lasie bl p Lyl S Jlea PBA J el 1

customer was relaying his/her complaint: LR
3 | Yes | | i |3
0| No U w5 | 0

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

(UA 4 8La) iliglad o) s TSI

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

ALl 5 ySEI) agil JHS 22y PBA JIpE Al 2

3 | Yes

pnd

_0 No

[y

€5 |0

If ‘no’, specify any additional comments here:

LA 48l Sliglad ) a3a ST )Y

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

sl A e S r s pPBA Jzos a3
SN 35 AN B (e JSI NS o pad pillall gaa) 3RT) sdaly

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