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PROJECT: Money
SHOPPER CODE | DATA ENTRY , EDITING SERIBL (). -
| Name | Number | Name | Number Name ] ;
5y | | | 1/0/1]3f8
o 3 ) 1 34 s o) s =
- a3 ) [ ¥ [ & pnty T Y]
7 T B B s B o
A. Details of Call 1 B _‘L..a‘:‘*[-x_.._s...! il - |
\ . Bank Dhofar ; E ok sl |
| F — {
| Bank Muscat | Joiea Sl |
|
National Bank of O ' Slanll ila yll L
1. Name of Bank to which ommleatole ksl ot O ; L TR P |
call was made: HSBC-0IB D | HSBC-OIB < A sy
‘ Bank Sohar [l ' s dly |
Other Bank Specify: (32aa) a2y
2. Call Centre Number 2 L[- T}‘q [ 1 l S S e sl 2
Date | Month Year FE) o [ sl
3. Date of Call | i ‘ RNy 3 |
U3 [o|Yf2]o]a|l|2]0fa]3] | | |
} _ Hours Minutes e Sleld) I -
i 4. Start Time to Call l ‘ O ?) l g | ‘ el ey gy 4
5. Total Duration Call Hours Minutes N Slelu) ‘Jad¥ By § gare .5 |
| INT: FROM POINT OF ANSWER BY ‘ O eV ABal ) sdaly |
[ PHONE BANKING AGENT T L T g
(PBA), UPTO COMPLETION 0o |0 0] 49 ‘ i L ""T
l\ OF PHONECALL) ‘ A \ ( g
Ii 06:00-09 am O glall A 09:00 -06:00
i
- 09:01-12 am B4 | zlall 4 12:00 —09:01 ,
| 6. Time Slot During which | thas gl =il 18 6 |
| 6. Timeslot Durngwhich: | 15-6166an-03pm O Skl 3 03:00 —12:01 JLaY 4
call was made: l f gl 5 ch J:..-‘.l‘-._‘a'..
BINT:  SELECT THE | 3:01-6pm O | ssw e 5 06:00 - 03:01 N
RELEVANT TIME-SLOT, eore 0 TS : L}j\)—*:;w e
ACCEPT SINGLE ANSWER, | 00:01-9pm ssall 3 06:00 - 06:01 8 Jath) gt
' o = S.L‘Ll_’ alal
| 09:01-1am O | ez s 01:00 - 09:01
| 1:01-5:59am O | sswzual ,i5:59 - 01:01
' B. Purpose of Call | Juad) i o
T heah 1
1.  General Enquiry Query Code } (3 . ‘
‘ , 5 Product Name: L — i) al) | : i
{ regarding a specific ‘ P e Sl -1
1 Product / Service INT:(Insert: | e ).'.H'N (5].“;5,4 Lasa/=dia
from list) | (Aad) Cf't’d I Q’/lf‘d =
. \ | ofhaall Say
| 2. Application for a \ Query Code | (3l Sy
- e Product Name:  — M) al) . oy
| New. roduct / E— gty sty [ | e e . - ok -2
Service | tomns | (l..ili:l i (5) 2> 4aas/xiia
3. Complaints/ Complaint Code (INSERT FROM | :(l.JL‘-:\;,.g:‘ul) e
‘ LIST) ' ' _—
Grievances I | | Pt [ sy8s -3
i . s | - k |
% Bikar Please Specify Details: | (ki 352 pla ) | e




+

C. Appraisal of Interactive Voice Response (IVR)
system:

(IVR) Ao Ul 45 seall Aslaia) ol anlli &

4.1Appraisal of IVR system:

R i 5 ) ) S i1

1. How would you rate the IVR system in terms of
Ease of navigation & user-friendliness?

Agali pe e 45 uall LW Uil as o) MiCay i€ 1

f.0a3s \ﬁ) "|'-‘-'ii.'.” .

Y LY e dile i) ac N alatoy] s - T
N docian A peal 4_~L:_...|j ;.A.Jh)sgps/ts

[ o | No, the IVR was not at all easy to use 0
| p‘.‘a‘.‘h‘\”
[ ] _ ' Jphe JCEMa 22 N Ao Tl A5 peall Bladil) pUas GAS cpa

1 | ves, the IVR was quite/reasonably easy to use MRy s | 1

2 | Yes, the IVR was easy to use [

plaaiay) Jg Ao L A5 poall LlaTuy) alal G cani | 2

5 | Yes, the IVR was very easy to use |

O0R O O

i) b faa Jgow Lle il 45 pal) R olai A8 cani | 3

2. How would you rate the IVR system in terms of
clarity of instructions?

Lali o e Ll 430 geall Llaiul) sl Caial () SliSa;

0 | No, the instructions were not clear at all D (MY e daual g Sladadll (S Al S | O
1 | Yes, the instructions were quite/reasonably clear D Aaal g Joihe JE& f Le 2o N Slaladll 268 cpad | ]
2 | Yes, the instructions were clear | D Aadly oS Slafadll canl | 2
1 - - s : B )
3 | Yes, the instructions were very clear I X faa Aoy culS laladll s | 3
D. Greeting cua il &

5.1 Greeting & Purpose of call

Jual) (e o ally cua 311 5.1

1. Once you selected option ‘9’ on the IVR, | 70 <ee/ \ Laia¥) i L3 "9" JdaY) &l ol 1
(“To speak to a call centre agent, press | iiention S mibge e i) e litl) 45yl
9”), how long did it take for you to speak i !i il il as) < jaiul B gl e a8 o("9 Jmial / Y LaTY)
to a PBA? | secondsor Ny . tPBA aa tuaill
INT: Specify duration in the space provided minutes) (g 4 (Plaaal) dalocal) 3 2 gl 2a) aly

INT: Answer this question only if you selected the ‘Call back’
option via the automated voice service

B3 glaa" Juddal SR Jla 8 Jakd Jid) 1A e Gigla) dal
AW Cgeal) Lasd e " JadY)

2. Were you called back by a PBA? PBA Ji Ga dh Jlai¥isalel G a2
3 | Yes ] E
0 | No O % (0

If ‘no’, specify any additional comments here: *Note to
interviewers: This is not a mandatory field. Please fill in
any additional observations, if relevant. Otherwise, leave
blank. This applies to this option for all future questions.

o) ol ABad* la 4dla) Slad o) 2aa TS D)
AALaY) Slliadal) saa cela Gal J1 Gl 134 LY Jia
JS e dahl 1A A4S B ALY & S Y1y Alall aild
AL Syl Adladad) Sl LA

3 | NA

[

il i

R

3. On picking up your call, did the PBA wish you, ‘Good
morning/ afternoon/ evening’?

S wa

,.1-“-'PBA J\ r‘l‘i Jﬁ vz o) ._".1.'!_; ._;.L't 3

0 il aliaa fama

i‘_}'\.g_".f)_.}_-'..l;‘ :'.__'..a" [l

3 Yes

i 3

0 | No

O

2w |0

If ‘no’, specify any additional comments here:

a4l lhdad o) s TS 1Y)

4. Did the PBA greet you in the same language you Uanuylplas als pal ANGD Gein pBA JI e, da 4
selected through the IVR system? figlelall 45 gall
3| Yes ; E pui | 3
O | No O 3% | 0
If ‘no’, specify any additional comments here: 1A Adla) Slhdad o) aa TIS™ 1
2
+




+ - -
D. Greeting G Al S
' 5.1 Greeting & Purpose of call | Jual¥l e g all g a2 5.1
1= | -
‘L 5. :Ltﬁttehoeusfjs‘::greeting on his/her level of (1ol Ul 5 5 Gi,PBA ) cosm 5 8 .5 !
]_0 No, the PBA was not at all courteous 'O i Y ol PBA JI oS Al S | 0|
| 1 | Yes, the PBA was quite/reasonably courteous ] Jyda S8y [ s A B PBA O LS eal 1 l
2 | Yes, the PBA was courteous ' E . G2 PBA Il 0 canl ' 2
13| Yes, the PBA was very courteous | O | I B PBA J) UK el W 3
6 ::;:Ct::e PBA’s greeting on his/her clarity & pace of (VG 455 a3 o gun S Gy PBA ) cin 5B 6
0 No, the PBA did not speak clearly & steadily O | JiSely rsas PBA J Al &l 38 0
1 Yes, the PBA spoke quite clearly & steadily O | Oselsgoas dade 082/ W aa JIPBA I plS% pai 1
2 | Yes, the PBA spoke clearly & steadily X JiSe )5 £ s mPBA A5 aa 2
3 Yes, the PBA spoke very clearly & steadily D | Jie )y o maal y JSAPBA ) Al cpal 3
7. Did the PBA introduce himself/herself by name? | oVl ()J4usi Je BPA JV e U&7
3| Yes K | pai | 3
0 | No O i 2 | 0
If ‘no’, specify any additional comments here: Ui Z._ail...‘a'. Sl o) 3aa (IS )Y
} 8. Did the PBA then enquire after the purpose of your Al o 2 e Jluadiul S5 oy e BPA J1aB s 8
| call?
{ 3 Yes E ai |3
i 0 | No O LY
[ If ‘'no’, specify any additional comments here: +Ua Adlal Clilas () dda IS )

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 pual) (Ggediall S8 Jla A Rl Jpd) 18 e Gigla) aly

1 =1

S i jas & 90 0 Ui pall ialil) GePBA ST da 9

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

3 Yes & i |3

0 No D NS ‘ 0

NA | Not Applicable (N/A) O | (Sl Y i uﬁ
e ‘H..

2
o

| [l [U5d M (Op iV yl) luia¥) PBA JI ol
| POy M s SS

0 No, the PBA did not do this at all

B e PBA JI U3 Jady ol OIS

1 Yes, the PBA did this to some extent

Loaa I PBA JI U3 Jab aB cans

2 Yes, the PBA did this

PBA JI &3 Jad skl (aal

3 Yes, the PBA did this a lot

OxR0O0

WIN| =0

Lla pBa ) U3 Jab Sil s

E. Soft Skills & Telephony Skills

Liolg)) cYLa| S gy Aaddll Gl gl 7

6.1 Hold Procedure

SN Gilsl el 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 G A B Lan S 1 o) S o PRA N L e 1
£ Y Al A dlaaa g Ji 04 pladll Cia gladll e cileas

3 Yes




+ e o +
iLE. Soft Skills & Telephony Skills ‘ Aiilgl) S Gl g g Ageadd) S jlgad) 7 |
[ ‘ T i
| 0 | No , = |0 |
I | If ‘no’, specify any additional comments here: [ U Lol cligdes () daa ST | ?
L || | |
| | ki Ny
| NA | wot Applicable (N/A i D I uhray ¥ | =
| — =1
i 2. Did the PBA speak with anybody else prior to placing el Al Sdlany 08 Al Gailas PBAJIASS s 2 |
: you on hold? :
1O | ves ] a0 |
E < | '
' If ‘no’, specify any additional comments here: l sUA 48 Slidad 6) aaa ST 13| i

NA T Not Applicable (N/A 0O Rl | "
INT: Answer this question only if the PBA kept you on hold O AS) JEITPRA JI 48 5 Jla A Rl Jd) 1 e Ggla) tdaly
for over 60 seconds 1 (;_l_n; 60 i

3. Did the PBA inform you that he/she needs more time } S e HNely gl e u el & i pa) PBA Jdldel a3 l
and apologize for the same? ; ¢ 5y [

3| Yes O | |3 |

LS O [0 |

d

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

sUa 48lD) Clidad o) daa UL 1Y)

[ NA

| == | Not Applicable (N/A

[

Ll Y

éi

| 6.2 PBA Attributes

PBA J) Zas 6.2

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

‘Slandl 038 e JS me PBA I B3 Jla 4 "USY ) "aad” A1 ]

1) Active listening skills:

il play) Ol s 1

2 Yes, the PBA had this attribute

PBA J) i3 Jab ikl can | 2

0 No, the PBA did not have this attribute at all O (BB e PBA J) U3 Jady al (3S 0
1 Yes, the PBA had this attribute to some extent D L s JIPBA J) €lld Jad il cas 1
2 | Yes, the PBA had this attribute X PBA J &3 Jab il pi | 2
3 Yes, the PBA had this attribute a great deal O Lls PBA () I3 Jad 2! cani 3
2) Effective questioning skills: _ Jadll o gadea) Sl g .2
0 No, the PBA did not have this attribute at all EI (Y e PBA J) &3 Jads o (38 0
1 Yes, the PBA had this attribute to some extent D | L s, JPBA J) &l Jad il (ol 1
2 | Yes, the PBA had this attribute 4 PBA J) &3 Jud il i | 2
| 3 Yes, the PBA had this attribute a great deal D LLSpBA J 13 Jad A& (aas i 3
3) Confident: &3
0 No, the PBA did not have this attribute at all O Bk e PBA J) <y Jads ol S 0
| 1 Yes, the PBA had this attribute to some extent D Lo, JPBA J) Sl Jad 4kl (i 1
2 | Yes, the PBA had this attribute & PBA J) &l Jab ail pai | 2
3 1 Yes, the PBA had this attribute a great deal \ D LLIpBA J) U3 Jab il (aai 3
4) Professional: o faa 4
0 | No, the PBA did not_have this attribute at all O | DY) e PBA J) &1 Jads ol S 0
ik Yes, the PBA had this attribute to some extent D ' Lo aa JPBA J) I3 Jab aB cant 1
[
4



7) Overall, maintained a positive, friendly &
enthusiastic attitude:

tpalan g 535 £13) u-i ale Jl ey gl Je .hﬂh.’l .7

+ +
E. Soft Skills & Telephony Skills | o) SV O ey Aad ) S gl 7 |
3 | Yes, the PBA had this attribute a great deal l 24 | Lld PBA JI &3 Jad okl and 3
5) Friendly: | 199 5 |
0 | No, the PBA did not_have this attribute atall | [ | DABYI e PBA J M gyl S | O |
1 | Yes, the PBA had this attribute to some extent my b APBA J) Sl Jad il e ‘ 1]
E 2 | Yes, the PBA had this attribute i E ‘ PBA () &3 Jad ai! aas | 2
! 3 | Yes, the PBA had this attribute a great deal 'O | Ll PBA J) ol Jad 2l can | 3
| 6) Used simple language & phrases: 5 | Al Jaa j SlalS Jaiul 6
| 0| No, the PBA did not do this at all O BV e PBA J) I3 Jady ol (38 0
|1 Yes, the PBA did this to some extent : O Lo JIPBA J) S Jad W e | 1|
2 | Yes, the PBA did this X PBA JI llh Jad okl cpni | 2 |
3 | Yes, the PBA did this a lot O Ll PBA J i3 Jad il cad 3 }
\

0 | No, the PBA did not do this at all d Y e PBA JI &S Jaky 38 | 0
1 Yes, the PBA did this to some extent D Loaa JIPBA JI U3 Jad ail (aas 1]
2| Yes, the PBA did this B O PBA J) &lli Jad ol pai | 2|

|3 | Yes, the PBA did this a lot = LG PBA Jligad il i 3

| 8) Used positive language: | Al dal Jai 8
0 No, the PBA did not do this at all D B e PBA JI 2lll Jaky ol 38 ‘ 0 ‘3
1 Yes, the PBA did this to some extent O Loia JIPBA () Ul Jad il s l 1|
2 Yes, the PBA did this D PBA JI 1} Jad ail (aai ! 7
3 | Yes, the PBA did this a lot [ LLd pBA U1 &l Jad 2l caas | 3 J
9) Overall, Was ‘Customer Friendly’: | 10 aa lagey GUS e JS 9
0 No, the PBA did not do this at all O | BBy e PBA JI <l Jady ol NS 0 |
1 Yes, the PBA did this to some extent D ; L s JIPBA ) &l Jad dil (aas 1 i
2 Yes, the PBA did this O PBA J) &3 Jab 3l (aus 2 |
3 Yes, the PBA did this a lot X ¢ Lla pBA ) &3 Jad Sil aa 3

| 1:!| —
1. Qverall, rate the PBA = S S|l | &IlIE b
ey B FIIE | K|
A) Greeting: o Z 9 | ) -aga 3 ()
INT: Circle a number sl il B) e 33 ) idal
from 1-5 for each 1 2 3 4 | s|s | a]3 : 1 il Gy Ado JSI 5 01 1 e
attribute, as relevant — — — = — — — == = —
O 000K OOCO0O0
B) Extent of Customer 1 2 3|45 |S |43 |21/ Adyopill.laay (o
Focus & Friendliness: D D D D D [:I D D D
C) Soft Skills & I Eh E z E E ? _é— z Z G g g Al S lgal) (&
Tel i | - e
| —— O googroogogog e
5
+



+ +
F. Answer this segment if: Il G OIS Jls e adl 138 e LW &)~

| A)Application for a new product/service: AP PREG il TV |

‘ b) Gfaneral enquir\.; relating to a specific product, ne a9 dend e late ale laiial -2
service and/or facility: Al e il gm e -3

|
|
| ) Other purpose of call

| 7.1 Information provided, Product Knowledge &
Cross Selling

Yl an Jlg gila) oo 4 el iadiall Sila glaal) 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.

e E..Q\J:).::.ASVJJJ:;.:!I.S\::MJ:&A PBAJ"J"-.:".‘:IE i
eaal/miia) 1] L 000 Slafiad) / A pall laall [ il

Yes, the PBA did this

IPBA J) Jad il aal 2

Yes, the PBA did this a great deal

0 | No, the PBA did not do this at all O BILY) e AIPBA J iy ol S | 0
1 | Yes, the PBA did this to some extent | lesa 0 & PBA J) Jad ol aui | 1
2 | Yes, the PBA did this X ABPBA J Jad Al pai | 2
3 Yes, the PBA did this a great deal O oS JS2 GUPBA ) Jad Al caal 3
2. PBA provided a clear and thorough explanation of O s Al Sl gdaddl e Jally el y 2 2 3PBA Jlpadadl 2
the steps that shall follow in terms of: s e ad
1) Process: s dalal) e (1
0 | No, the PBA did not do this at all B! e dIPBA JI Jads ol (S 0
1 Yes, the PBA did this to some extent Leda ) &3 PBA JI Jab ak! cpai 1
2 | Yes, the PBA did this AIPBA I Jad Al caa 2
3 Yes, the PBA did this a great deal oS JS3 ApBA J) Jab AR caal 3
| 2) Time taken: AL 2350 (2
0 No, the PBA did not do this at all a1 e JNPBA J) Jady ol 38 0
1 Yes, the PBA did this to some extent Loaa ) 3 pBA J) Jad Akl 1
2
3

| S JS& JPBA ) Jad sl el 3

; ((SaTiaadl) Jia) Siiliaia (3

3) Requirements (such as documentation):
0 | No, the PBA did not do this at all

Oyl e ALPBA J) Jads al S 0

i Yes, the PBA did this to some extent

Laaa 1 A pRA J) Jad ol cans 1

T

ZIPBA ) i | 2

1
2 1 Yes, the PBA did this
3

‘ Yes, the PBA did this a great deal

KOO0 |Ox0O0O (®xooo

S JSS APBA ) Jad il cani 3

3. The PBA was able to clarify any questions the

customer had

(s e e A ALY e gl maa i e EPBA S Al 3

0 No, the PBA was unable to do this

A3 JadpBA ) palew al (38 0

1 Yes, the PBA was somewhat able to do this O La 2a ) 23 Jad PBAJ) £kl SR canl 1
2 Yes, the PBA was able to do this d 23 JadpBA J) pliialall s 2
3 Yes, the PBA was very able to do this X S JS A3 Ja3pBA J) pllaiud S caal 3
- = ol i Al A hid jLall i i) o gialdl) Guab Y ]
N/A Not applicable O Seripda s Ll )“’:ﬂ“ A -
(Interviewers: Choose this option onlx if no S ALyl | ekl

6
+




| | questions were Eosed)

i 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 Jiy 308 Sl il 7 2% GIPBA Jlpllinl ol 4

-

(u\__d 7 P || i)_-;y | __13' ay wll _:..Cy-] R [

' 0 | No, the PBA was unable to do this - O | Ul JadpBA J) i Al 3| Q
' 1| Yes, the PBA was somewhat able to do this D e 2a ) i3 JadpBA J) glalal 2 caed | 1
' 2 | Yes, the PBA was able to do this O . 25 JapBA Ul gl el | 2
'3 | Yes, the PBA was very able to do this Ol oS JS% A JadpBA J) pllalud 3l ai | 3
iNot applicable ‘ ' e M Ma 5 ha Lall 3a il - aaldh wli Y ‘ y

N/A ‘ (Interviewers: Choose this option only if asking | E el L= ‘“’:} "':_: \ ;_i‘:‘

ggout a SEECIfIC product/service,

|

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

Al 03 Gadan BlG,PBA I pdcela, 5

1) Effort to fulfill the purpose for which the call |

was made:

il £l 5 (a ol AN (el ol JY (1

No, the PBA did not make this effort/possess

e Lad) s3a By Y [ ygatl 13 PBA ) pls &l S |

attribute a great deal

e this attribute at all [:I by | 0
Yes, the PBA made this effort/possessed this 5 i g ; is [
' La | dasd) ada Sl agall Qg I (D
. attribute to some extent D BT 4 iy A L2l BePBA o g f 1
2 Yes{ the PBA made this effort/possessed this E 1 oin by gb / 34l 1igsPBA ) ol B caul 2
attribute
3 Yes, the PBA made this effort/possessed this 0 JSGy Aand) 24 ey oA [ 3adl 1APBA ) al Akl caas 3

i

2) Extent of product/service knowledge:

Aasill [ iU 48 add) s (2

No, the PBA did not make this effort/possess

5 Aad) 23 iy ¥ [ 24a)) 13gs PBA )l af S

attribute a great deal

O | this attribute at all U oy | O
Yes, the PBA made this effort/possessed this % f s i Rt
: L \ | o2a iy agadl g | i gy

: attribute to some extent D beda Al sie Sl g [ sgadl 3ePBA J) sl A s 1
Y he PBA made this effort hi E e . $ooan

2 ag;i}t:ufe i ort/possessed this = Aadl p3a g sa [ 34all 13PBA ) a8 Ail s 2

3 Yes, the PBA made this effort/possessed this D JE& Al o3a Sl A [ gal) 1gPBA ) ol 2R (aa 3

i

3) Cross-Selling effort/attempt made:

3 DY) Al Ja) Oa A glaad) Al gladd) gl Jgdudd) 3gad) (3

No, the PBA did not make this effort/possess

o Al sla Ay Y ] gl Vg PBA ) aks al 3IS

0 O 0
this attribute at all By
; .
1 Yes, the PBA made this effort/possessed this B | Win i oia ol g/ gl 3gPBA ) o5 2 pus 1
attribute to some extent
Y he PBA his eff i - . - (oAt T .
2 a:t:btufe BA made this effort/possessed this D 1 o3A iy g | 3pall 1PBA ) ol B (gl 2
3 Yes, the PBA made this effort/possessed this | JSiy Aaud) 03a dlliay g [ agall 1PBA ) ald Gkl caa 3
| attribute a great deal ==
Not Applicable
N/A | (Interviewers: tick this option only if cross 0 b daid Jldayl 1aa e dadle aia g af g gialll) Gk Y Yy
| selling was not possible due to the nature of - 1 () s ais iy USaa cross selling J! 0S5 ol Ja | el
| your mguirgl \
i - . |
4) Provision of adequate explanation in 4

da gkl ALY e 1o B ol a0k (4

response to questions DOSEd
0 No, the PBA did not make this effort/possess

| this attribute at all

e el 23a Ay Y [ 342)) Vg PBA J) ks al 38
ey




- + +
! 1 YesT the PBA made this effort/possessed this [ | Losa fiediom diliy g / 3ol igPBA ) o6 il cpal 1
. attribute to some extent
| Y h i i - . " -
| 2 es.T the PBA made this effort/possessed this D 1 ol iy g [ 3l 1igPBA ) ol SR (gl 2
| attribute
' 3 Yes, the PBA made this effort/possessed this K JS dacd) 0ia Ul ga [ 3all 1PBA J) a8 A cans 3
. attribute a great deal 28 |

Not Applicable | b i sl gl e s 1 Sy iy ¥ ‘ g

/ ) : " el Faet B e S pea lQyattl) ey 3 4

| N/A | (Interviewers: tick this option only if no further __D__ [ T R 7 o i o | (s
{ guestions were posed)

( 2. Qverall, rate the PBA - _ L R )

' : ol wl B |1~ [ | 3ila8 PBA Jlaf e 850 2
| om: Syl glglgl|lk F e -

| | @ ; =
| Al Product knowledge & a-l S 7 « | |E. Cila gleifAatids &6 pudl (1
\ information/assistanc g < & . 31 sas bl 5 U Zala)
e provided: =
INT: Circle a number 1 2 3 - 5 5 4 3 2 1 aldadl W30 e imb) il
from 1-5 for each - T 2 —t
IO i-p Tor geeh Uadl Gdy ¢ dda JS15 011
attribute, as relevant g g Q g E D- g g. Q g . B D 108
Bl Cross Selling: 1 2 314|515 i4]|3| 2|2 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)

Sla Sl T S S8 aly 5 s a0 s T g Jlge 7 ey il B8 B0 Belal Y 13 «Cross Selling/sp sl 2 pk Y Bla ) () gialll)

(Cross SellingJ! L ax I Jlaa

G. Answer this segment if the ‘Purpose of Call’ was to

express customer Complaints/Grievances:

T

OW ) (e ol A" 13 s Sl 1 e qual F
Ol ) Slallal [ gl8ln (ald

8.1 Complaints & Grievances

Glallil) g o g8AN 81

1.

PBA demonstrated active listening skills when the

OSA gl S Levie Ll LY & Jlea PBA J) ebl 1

customer was relaying his/her complaint: VAR
3 | ves O ani | 3
0| No O 3% |0
If ‘no’, specify any additional comments here: Ua A8La) Sligad ) aa (US™ 1))
2. PBA made a concerted effort to understand the ALl g S5 ail LIS 3 PBA JI B 2
| complaint/grievance:
: 3 | ves O pai | 3
0| No O % |0
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3 | Yes, the PBA possessed a great deal of knowledge | [] | A gl e S HPBA i caai |3
5. Please rate the PBA on each of these attributes, on a 5 &Nh1.0 Jln G sl Giy pBA Jl pd celn ;L5
scale of 1-5 Gdy 40 il O Ahea JS1 521 (a al ) Jga 560 pu2) _—nu
! INT: Circle a number from 1-5 for each attribute, as relevant (q.pu:::
T T |
‘ | = | | ! | —
[ | © | | =4 T 'b'
| e | =} l
1 l‘ §J | g s |9 gl 17 I‘E | |€- ’\E
| = | ol .
| | QJ! | ol >| ol 5 .E | 2
1 | = | < 3 | | .
| | | |
i | | 1 1
[0 owatasoner [ 11213 (4[5 ]5 [2]3] 21| smamdon
‘ | | | w 5 1.5
complaint resolution: O | Oig g i O O | ] : O \ O O pAstey
T T S N N N N N N N N I R pereew e
| | | 2 I
resolution process: f D D D D D ‘ D D | D ’ D D SR
. | | | 1
3) Efomadetoprovide] 11 2 1314|515 |4(3]2 |1 ey Jsisdl 342 (3
ull & additiona ; AL+ ddloal e
information: oojgojo|o|o| ojo|0 by ol e s
H. Call Closing: A JuadY) £lgd)
C)PBA asked if he/she could offer further assistance Bt lusa pualll (Saall (e 2iilS / 4S 131 LpBA JI (s
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Appraisal of interactive voice response (IVR)

Greeting

Soft skills & Telephony skills

Other questions

Questions related to complaints/ Grievances

Call closing
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