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PROJECT: Money -
SHOPPER CODE | DATA ENTRY : EDITING i ‘ SERIAL NO.

Qq Name Number Name Number | Name I 1 l 0 . 2 i 4 3
".I..J..-ﬂ\ ,,.i)ll :}:";-':'“' ._.}_.:.'.I_A:W il | A = ey
| ,,j )Sl l Ayl 28 )]'l oy ,‘5 )3‘. [ iy |
" [ 1] | : 3
A. Details of Call : Jlai¥ fAadlSa) Jumalds -} ]

Bank Dhofar O | ila o, |
Bank Muscat E] Jaiane S |
- i f el ik dd3tih '
1.  Name of Bank to which | T O ey PPV A R |
call was made: | HSBC-0IB O HSBC-OIB L | g Jaty!
| Bank Sohar E | Sl dly
: Other Bank Specify: } (32a) «al ol :
2. Call Centre Number 2 14‘_’. 2 000 | ey Sy 2
Date ' Year P JYVCURN PP
3. Date of Call | I | I | 'J-A:‘\l‘ A
LH2|01 ‘2I0‘1[3 | ‘ e 3
] | Hours Minutes (il Sleldl ,
4. Start Time to Call . ! | D | sNiissyeky
| L]\ | | ! f
5. Total Duration Call Hours Minutes il Sleld [ Yl Zdyf gaaa 5
INT: FROM POINT OF ANSWER BY : | o dka¥) dliad (pe) 1aly
PHONE BANKING AGENT i | ’ ; - ai A
(PBA), UPTO COMPLETION O ‘ U I O | ‘ , oy J,:s J..:
OF PHONECALL) j ! 5 (i
06:00-09 am | D gl 4 09:00 -06:00 |
09:01-12 am & gl $12:00-0901 |
. . o | Jaa gl cdgls @ 6
6. Time Slot During which 12:01noon-03pm D 5kl L3 03:00 —12:01 | - S 4
call was made: ! gl 3 ek ad) sdaly
BINT:  SELECT THE 3:01-6pm O | Jsw ewd i 06:00 - 03:01 ok oA e
RELEVANT TIME-SLOT, _ B P
ACCEPT SINGLE ANSWER, | 0©:01-9pm -4 sldll 4 09:00 — 06:01 | S JwaT! 4DUs
| . B FEEN R EY)
09:01-1am | O |3 siic 1 01:00 - 09:01
1:01-5:59am | O | S zua Li5:59 - 01:01
B. Purpose of Call | JeaN) Cid
. ' [ (D) ey
. General E Q“E"V Code &
. i el Product Name: ! e o) | : L
regarding a specific T Oosart: | n i) 2l Oe ale Sl -1
4 : (Inse | - . Y. || S— R
Product / Service Cucre } ! WJH’ fromlist) | (didd (8) 30 Lasi/ie
e T
. Application for a Query Code (©
= Ngflerolduct/ Product Name: (el ) e
saril INT: (Insert | O Jad) 1&aly e gl s
BINICE from list) (Aasii (e Lai/ila
3. Complaints / Complaint C(:?se (INSERT FROM :(lﬂm‘o-d-"-“) il 5k
Grievances Tl allad [ o485 -3
4. Other Please Specify Details: (el 323 L) G bl A
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f C. Appraisal of Interactive Voice Response (IVR) (IVR) 4Aule Uil 43 seall Aladuy) 2l Al &
| system:
| 4.1Appraisal of IVR system: ‘ Al Ul A5 peal) Al plS audid 1
‘ 1. How would you rate the IVR system in terms of ‘ ali e Ade il 45 poall Aot i o o) Sy a8 g
Ease of navigation & user-friendliness? i alaaiayly Jasll Ay
No, the IVR was not at all easy to use i e DY) e e Uil 45 pall L0l Hll 0% W 38
0 O o 0
| PlM‘i‘
‘ . ‘ daa Jllfle 2o A Ao Ll 45 peall 400l el S caad
| 1 | Yes, the IVR was quite/reasonably easy to use | E RS 1
% 2 Yes, the IVR was easy to use J D 1A I0Y) Jgan e il 35 goal) Ta TV pLIii IS el 2
( 3 Yes, the IVR was very easy to use D AR B T S Al i) 45 goal) Aaay pls OIS spad
‘ 2. How would you rate the IVR system in terms of all e le Wl 45 peall Alaiu) e caial ) Hi€y as 2
; clarity of instructions? _ tiadadll » gy
| 0 | No, the instructions were not clear at all O (AR e dadaly Slagdadl) S5 Al IS l 0 J
1 | Yes, the instructions were quite/reasonably clear [ O daaly Jgahe J85 [ la da  J) Silagdatl 1S cani | 1 J
2 | Yes, the instructions were clear | E dal) g S Silagatll caad 2 }
3 | Yes, the instructions were very clear ' O iap dandl g ilS Siladalll cani | 3
D. Greeting | ) &
5.1 Greeting & Purpose of call i Juay) ra Gl g qua N 5.1 ‘
!
1. Once you selected option ‘9’ on the IVR, E IU Lec . LlaiuVl il 49" Jlda¥l il gl 1 |
(“To speak to a call centre agent, press ’ (Mention S cihge s €M) ¢ e Ll 45 p ol |
9”), how long did it take for you to speak | | | g gl 3aa) C jadal S8l (e oS ("9 il / VLT !
to a PBA? I seconds or | (Gl PBA e lall |
INT: Specify duration in the space provided | minutes) | (aaal) daleaall b gl 22) sl |

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

5aylae" Jladal UG Ra A kil ) 1A e wigla) 1y |
(AW Cpall dari e " Jlaly)

|
| 2. Were you called back by a PBA? ‘ PBA U8 el JaiWlsdlel 5 s .2 |
3| Yes my oo | 3
0 | o 0 x| 0
If ‘no’, specify any additional comments here: *Note to [ o) rowialll ABadle* tUa Adla) Clylad o) daa (NS 13)
interviewers: This is not a mandatory field. Please fill in ALY Cllaadial dia cpla Ll ) el 130 ALY Jha
any additional observations, if relevant. Otherwise, leave J8 Jo nhli 42 U ) d 5 Yy Alal) Sld
blank. This applies to this option for all future questions. Al Cllayu ddladal) < LAl
3 | NA i = IE
- = e
3. On picking up your call, did the PBA wish you, ‘Good gy pal) Al ol AGPBA ) A8 Ja ddelad) dlaiy 5d 3
morning/ afternoon/ evening’? ; e pall olice fasmas
} ] 3
3| Yes X sl
0 | No O % |0
If ‘no’, specify any additional comments here: sUA 4 8la) Cliglad 5) aa TUS" 1)
|
| 4. Did the PBA greet you in the same language you Ulalul ol A g5 aal Al dalll peiy PBA Va6 4
selected through the IVR system? fidde it 45 poal
3 | Yes = pai | 3
0 | No O % |0
If ‘no’, specify any additional comments here: t0a ALl Sligdad o) ada S 1)
2
- +
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D.

Greeting

Gua il & |

5.1 Greeting & Purpose of call

Juai¥) (e pa adl g qua il 5,1

5. Sjiit;hoeu:r?:;::greetmg on his/her level of ()as) A 5 i) GagPBA ) osn 5B .S
0 No, the PBA was not at all courteous | SRy e 3 PBA J 08 Al 38 0
1 Yes, the PBA was quite/reasonably courteous E Jpha JS& [ le 2o N 30 PBA JI S cand 1
2 Yes, the PBA was courteous | G PBA J) UK canl 2
3 Yes, the PBA was very courteous D laa & PBA J) QLS cand a
6. :l;::ct::e PBA’s greeting on his/her clarity & pace of (YO sBys DS sa g Uiy PBA J oin ol 6
0 No, the PBA did not speak clearly & steadily D JIe )y 7 a3 PBA J) alSy &l 38 0
1 Yes, the PBA spoke quite clearly & steadily E JIe )y rya s Jpha J85 [ L 2o JIPBA JI A5 cael 1
2 Yes, the PBA spoke clearly & steadily D Jie )y rpapPBA U K0 Gaad 2
3 Yes, the PBA spoke very clearly & steadily D JIGe) g lan mealy JSAPBA 1 AISE aad 3
7. Did the PBA introduce himself/herself by name? sl (1Jasii 0o BPA Jl e _» 7
3 | Yes X ai | 3

No O ‘ w |0

If ‘no’, specify any additional comments here: i sUa Adla) Slidad o) daa JTUS™ ) ;
8. Did the PBA then enquire after the purpose of your ‘ LSl a2 oo laiilYL Sl aey e BPA JpE s 8

call? 3

3 | ves K pui | 3
0 | No O 3| 0

If ‘no’, specify any additional comments here: * cUa A8l Sliulad g1 dda TUS 1Y) ‘ 1
INT: <Answer this question only if the Mystery Shopper is i

calling as an existing customer>

Dt gl Gyl S s b kil (15l 1 G rsky) sl |
e

9. Did PBA ask for customer details for the purpose of | Sl am jay g L Aa el Jualidll fepBA JJle s 9 |
verification? :
3| Yes my w2 |
0 | No 4] %€ [0
N . i g
— | Not Applicable (N/A ‘ I:I ok -
10. Did the PBA proceed to listen to (or probe for) the } 1A [Jged N (e il ) plau¥) PBA J) &G s 10
customer’s query/grievance/complaint? a to il 585
0 | No, the PBA did not do this at all O Y e PBA JI Al Jady ol (38 0
1 Yes, the PBA did this to some extent l E Laa I PBA J) U3 Jad skl (aal 1
2 Yes, the PBA did this I:I PBA J) &3 Jad 4l (aal 2
Yes, the PBA did this a lot O Ll PBA J) 413 Jab 4l cani 3
E. Soft Skills & Telephony Skills l A0l S Ol g Apadll) ) gl 7
6.1 Hold Procedure JBESY) Ss) a1 6.1
1. Did the PBA ask, “May | put you on hold briefly, while O O A O s K 0 o ik A" pBA ] e a1
| get the required information?” prior to putting you | JEEY) s A ey S8 "0 ylladd) Sile gladll e Cilias &
on hold? i
3| ves X ani | 3
0 | No O 3% | 0
3
- +
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| E. Soft Skills & Telephony Skills Aiilgl) CNLa) Sl jlga s Auad ) S gl 7 |
If ‘no’, specify any additional comments here: | tUa A8l Slilad 51 daa ST

| NA | Not Applicable (N/A O dibyd | 1
2. Did the PBA speak with anybody else prior to placing Y s ddlaay Jd Al jedlae PBAJIAS A 2

! you on hold?

0 Yes D | ai | O
3 | No | E | ¥ | 3
If ‘no’, specify any additional comments here: | i (Ua bl Cilllas ) aaa 1 ""HS" 1)

. = \

| . I ‘

[ . - ‘

' NA T Not Applicable (N/A 0 by ¥ | Y

f INT: Answer this question only if the PBA kept you on hold Oa A0 BISPRA J) &S 5 Jla A kil Jipud) 13 e Gigla) tdal

for over 60 seconds (4_}_-,\; 60

| 3. Did the PBA inform you that he/she needs more time A e SNely gl e ajal 3y g4l PBA J dldel a3

{ and apologize for the same? ¢ Yl

'3 | Yes &d | pi | 3
0 \ No D i 3 |0

‘ If ‘no’, specify any additional comments here: & «,il...a\ Clhlad o) daa IS 1)
| (ki ¥ 3
NA ‘ Not Applicable (N/A) | O Kk "
— &.&
6.2 PBA Attributes PBA J <las 6.2 |
1. Select ‘yes’ or ‘no’ based on whether the PBA fulfilled | e i e G R e s \
| fianadl 02M as PBA Jl (aldad s L Tl U a1 |
each of these attributes: s B s PBA DL G - S ea o511
1) Active listening skills: ; Bl gl S g L1
0 No, the PBA did not have this attribute at all D PUaY) e PBA J) 23 Jady &l 3S 0
1 Yes, the PBA had this attribute to some extent E Lo JIPBA ) 43 Jad sil ans 1
2 | Yes, the PBA had this attribute O PBA J) &l Jad il ¢ an 2
3 Yes, the PBA had this attribute a great deal D Llai PBA J) &Ll Jad ail (pai 4
2) Effective questioning skills: ‘ . Jadll ol gaindd) S g .2
0 | No, the PBA did not have this attribute at all D (DY) Je PBA J) <3 Jady Al (38 0
1 Yes, the PBA had this attribute to some extent E Laa JIPBA J) ¢U3 Jad 3l (pas | 1

| 2 | Yes, the PBA had this attribute D ‘ PBA J U3 Jad a&l aai )

‘ 3 Yes, the PBA had this attribute a great deal D LLGPBA ) Sl Jad ail (aas | 3
3) Confident: @y .3
0 | No.the PBA did not_have this attribute at all O (DY) e PBA J) i Jady ol IS 0|
1 Yes, the PBA had this attribute to some extent 1‘ E Loaa JPBA J) U Jab a&) (pal 1 |
2 | Yes, the PBA had this attribute | PBA ) &L Jab ail (ani 2
3 Yes, the PBA had this attribute a great deal O LlGpBA ) 4l Jab dil o 3
4) Professional: o a4
0 | No, the PBA did not_have this attribute at all O | DY) e PBA J & Jady ol S 0
1 | Yes, the PBA had this attribute to some extent E " La aa JIPBA ) Sld Jad 2l canl | 1
2 | Yes. the PBA had this attribute O PBA J) &l Jad 3l cans 2

|3 Yes, the PBA had this attribute a great deal D Ll PBA J) dlld Jad 2l (ans 3

4
- -



+ + +
| E. Soft Skills & Telephony Skills [ Aol S Sl lga g Apad ) S gl 7 |
W
5) Friendly: 13395 |
0 | No.the PBA did not have this attribute atall | [] | DY) o PBA J) B b 2l 5| O
1 i Yes, the PBA had this attribute to some extent ‘ D : Lo aa  JPBA J) A5 Jad 2kl can | 1
2 | Yes the PBA had this attribute j m ‘ PBA J) <3 Jad 2 (axs 2
3 | Yes the PBA had this attribute a great deal | O 5 Lalas PBA J) &l Jad il (ans 3
6) Used simple language & phrases: 5 Ao Jad g CilalS Jarivl 6
0 | No, the PBA did not do this at all amy BV e PBA J &3 Jady ol S 0
1 Yes, the PBA did this to some extent E f L da JIPBA J) <3 Jab okl (el 1
2 Yes, the PBA did this . D 5 PBA J) &3 Jad ai! ans 2
3 | Yes, the PBA did this a lot 1] Ll PBA JI <13 Jad Al cans 3
7) Overall, maintained a positive, friendly & | it of . ; |
: . ale I elal | Je Bilay
enthusiastic attitude: ; ! iupdany iy ohd] o b oy Cohay) sl il |
0 | No, the PBA did not do this at all ' i BbY) e PBA JI &l Jay ol (38 0|
| | |
1 Yes, the PBA did this to some extent i E Loaa JPBA JI U3 Jab 4l cans 1]
2 | Yes, the PBA did this 'O PBA J) &3 Jab sl (ans 2 |
3 Yes, the PBA did this a lot O Ll PBA ) <lh Jab il (pai 3
8) Used positive language: Ayl A Janiy 8
0 | No, the PBA did not do this at all O SNV e PBA J) &l Jaiy ol 38 0l
1 Yes, the PBA did this to some extent E L sa JIPBA J 3 Jad il (o 1
2 | Yes, the PBA did this O PBA J) &3 Jab il (aa 2
3 Yes, the PEA did this a lot O Ll PBA J) 13 Jad Al (s 3
9) Overall, Was ‘Customer Friendly': op i A Y oS e i 9
0 | No, the PBA did not do this at all O G e PBA J) <l Jady o S l 0
|1 Yes, the PBA did this to some extent D Leaa JIPBA ) &l Jab dil s , 1
r 2 Yes, the PBA did this E PBA J) <3 Jad 3kl caat | 2
| 3| Yes, the PBA did this a lot O Llc pBA J) i Jad sl i | 3
1. OQverall, rate the PBA §{ 5 & : § P ‘ E— F
on: a2 8| 8 gl e Lﬁ | k rE s L PBA U a8 e 2 1
A) Greeting: g{ E a < ¢,| | | IE 3 ) s 3l (|
INT: Circle a number ' ~ ] iall ,-.I)H. u-’_f 30l aua) daly
from 1-5 for each 1 2 3 4 5 5 | 4 3 2 1 Lgiiall Wdy dda JSI 5 111 e
attribute, as relevant -~ — — — — = | = — = =2
' O 020000000
B) Extent of Customer 1 2 3|45 |5| 8|3 2|1/ Andusiltlaygn(w
Focus & Friendliness: |
Aupiyyujjujjuiujjujjujyujjn
C) Soft Skills & | 1 [ 2|3]a|s|s|al3]2]1 Sl g g Al el (&
wetewsis |\ 0 \®|0|0|0/0|0/0/00] il e
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:

c) Other purpose of call

3aa Ladd gl mile il -1
,WJ**ijJ‘EﬁqﬁaL?me* By ]
LS e jal ja e -3

eyl G- 8 Ja e jall 1 e AlaY) a3) -

7.1 Information provided, Product Knowledge & 2 e o
. : ! LY | 9 zaiall (6 A2 mall (dadiall Sila gy A
| Cross Selling i = ' Hhaglal 7.3
| 1. PBA provided sufficient detail to the customer, with a 55 sl b wap R ARE vl e paad, bl &y
; clear explanation of the requirements/ eligibility G ‘V-Eu..h n'_;:_z LT:U\ v-.|.~-— . R A T s
! criteria/ documentation needed for this particular < 2 A s
| product/service. ‘ e
] N :
0 No, the PBA did not do this at all } D By e dLpBA JI Jady ol S 0
| 1 Yes, the PBA did this to some extent 4| Leda IS5 pBA JI Jad akl (aas 1
2 | Yes, the PBA did this \ O AUPBA J) Jab ikl cani v,
3 Yes, the PBA did this a great deal ‘ D oS JSE ApBA ) Jad k! caat a |
2. PBA provided a clear and thorough explanation of the | Ol g A Dl pldll e Jally mdaly 7 pSPBA Jlpaiadl 2
steps that shall follow in terms of: 1 ‘Eia e A ;
1) Process: ‘ Adad) e (1
0 | No, the PBA did not do this at all g Y e APBA J Jispl S [ 0
1 Yes, the PBA did this to some extent X a5 pBA J) Jad Al cpal 1
2 Yes, the PBA did this O GUPBA J) Jad bl (ans 2|
3 | Yes, the PBA did this a great deal O S JSSy APBA ) Jad ol ami [ 3
2) Time taken: 18 ASaal) S ) (2
0 No, the PBA did not do this at all E BBY) e dLPBA J) Jady ol (3S 0|
|
1 Yes, the PBA did this to some extent O Lo aa ) 3 pBA JI Jad Al cans 1]
2 Yes, the PBA did this D JALPBA J) Jad Akl aas 9
3 Yes, the PBA did this a great deal D oS JS2 App A J) Jad dh] et 3
3) Requirements (such as documentation): (Sl aicall Jia) cililhia (3
0 No, the PBA did not do this at all X BB e AUPBA JI Jady ol 38 0
i 1 Yes, the PBA did this to some extent O Lo da ) &3 PBA JI Jab akl cpas 1
2 Yes, the PBA did this D AUPBA JI Jad A cans 2
3 Yes, the PBA did this a great deal D S (8 AUPBA ) Jad Al el 3
3. The PBA was able to clarify any questions the customer R TN T - g iy
NUL” ) 5! i SPBA w3
had: EE R S S e s s
0 No, the PBA was unable to do this D QU3 JadpBA J) aaliaay ol (38 0
1 | Yes, the PBA was somewhat able to do this XA La a1 I3 Jad PBAJ) £ lkiaal Al can 1
2 | Yes, the PBA was able to do this O A3 JaipBA J) pUsiulill cani | 2
3 Yes, the PBA was very able to do this D S J85 D JadpBA J) gl Al cpsl 3
Not applicable - o 43 ol I . A -~
: ok . rressalJa Ahid el s gal o galll) by b
N/A | (Interviewers; Ch h tion only if no _D_ g o
yestions were posed e | G
4. The PBA was able to explain the points of N o X o
differentiation and comparative advantage of the [gid) iy joudd A Sliall 7 % OIPBA Jl pllaind 23l 4
product/service (Versus offerings of local competing (Aaliadl Lladll o i) gadls Al g gal) LGS daall
banks): |
0 No, the PBA was unable to do this E JU3 JadpBA J) Malay ol 38 0
6
+



1 Yes, the PBA was somewhat able to do this

L..\.-...Lh.:ui_}u'pBAJt gl 2l cans | 1

4

2 Yes, the PBA was able to do this

Al JadpBA ) glaiaalddl ol | 2

3 Yes, the PBA was very able to do this

a8 JS I3 JaipBA J) plliiedt bl cani | 3

Not applicable
(Interviewers: Choose this option only if asking

about a ggggiﬂg Eroductéservlce

N/A

o lgoo”®

oo o Qs b b il e i) i ) Bli Y | Y
(R dsi/piia | By

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

‘Sl 234 Jai.n...;};'ﬁJPBA,_:Ia._si..c'q._; .5

1) Effort to fulfill the purpose for which the call

s Juay) ol O pm Al Rdadl sad) J3 (1

was made:
0 No, the PBA did not make this effort/possess this 4 A Aaddl 23a dlia Y [ 3l 13 PBA J) ply ol O3S | 0
attribute at all Y |
1 Yes, the PBA made this effort/possessed this attribute D Lot ) el 3 by gh [ 3l I3PBA Dl ) e | =
to some extent . -
Yes, the PBA made this effort/possessed this ) o . . _'
, w ) | a8 3R] (aal
. attribute O s Jha s [ 4ol 1PBA 5 s | 2
3 Yes, the PBA made this effort/possessed this n JE Aacd) 03a dlliay gA [ 3gad) 13PBA ) Al A caas 3

attribute a great deal

P

2) Extent of product/service knowledge:

rdaddld) [ iiall Ad aall saa (2

No, the PBA did not make this effort/possess this

S Al s3a Ay Y [ 32l 1343 PBA J) pks ol 38

. attribute at all E Sy 0
Yes, the PBA made this effort/possessed this attribute L ) oda it il Ty 1 s3] s

1 to some extent D Leda ) dadioia Sy g [ 2l =PBA ) a4 2 can | 1

. :::ﬁ:jtz R IR TS e i ] Aad) 0l ey g4 [ ) 13PBA J) a8 A aas 2

3 Yes, the PBA made this effort/possessed this D S8y dacd) 030 Ay g [ 42t IMSPBA ) a8 Al s .

attribute a great deal

3) Cross-Selling effort/attempt made:

2
AN ) Ja) G Ayl Al ) Jyiaad) 34201 (3

No, the PBA did not make this effort/possess this

A Aand) 23a e Y [ ygall Vigs PBA J) pks o O3S

8 attribute at all kY 0
1 Yes, the PBA made this effort/possessed this attribute Lo da a0 iy ga / 20l gPBA ) ol il cual 1

to some extent

2 Yes, the PBA made this effort/possessed this

attribute

dacd) ola Sy gb [ 3gal) 1MGPBA ) a8 Al (el 2

Yes, the PBA made this effort/possessed this

S Aad) 2 ey g [ 3gal) 13PBA J) 8 i ans

O 000X

3 attribute a great deal e l 3
Not Applicable | § A L b A A i Y Sl @ |
N/A | (Interviewers: tick this option only if cross selling was ‘ - r— et e b s e ) T =2 |
J () s i aiy USae cross selling O OSs o) Ja | (il |

not Eosglble due to the nature of your inguig!

4) Provision of adequate explanation in response
to questions posed

da g jhall ALY e 13 B gl 7 LA Al (4

No, the PBA did not make this effort/possess this

o Aad) 23 dliay ¥ | 3l 3gs PBA ) ps ol S

|
O | attribute at all | oun | O
1 Yes, the PBA made this effort/possessed this attribute | La 3o 0 Gl 030 g yp / 3¢l 3gPBA ) o8 3 cpm 1

to some extent

2 Yes, the PBA made this effort/possessed this

attribute

dad) oa iy ga [ 3421 13PBA ) sl il (ans 2

Yes, the PBA made this effort/possessed this

o Al s3a Gl g4 [ 3gadl 13PBA I a8 il aa

0 ooox

3 | 3|
a ute a great deal [ P ‘
Not Applicable i | e ik sl s e 3 Y :

» . " " - W . o 3 p 3 v atatdl i N

N/A | (Interviewers: tick this option only if no further ! e e = -.L"-‘H"'.') — . = —‘

| { i \] P Hlia JS.: ey |

‘ guestions were gosed!
o ————
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2. Overall, rate thé PBA

information/assistanc
e provided:

| ©
o |
on: ) 2| o 8
A) Product knowledge & S| 8| 8|9
Al u W 1:4 a IJ; : @ E

o

[ . . . f

| B L PBA J o ale JS5 2 |
| |
. g ‘
e g Splidl TJ.‘:n (0 }

h’:IM 5.‘.::!..“.1'!) '\*.1 Al

-
T
A

INT: Circle a number
from 1-5 for each

attribute, as relevant

Pl oo
i) AR e 30l aua) icaly |
Lokl Uiy . Ado JSIS 111 0 |

I |D I— | Very Poor
A

B) Cross Selling:

al

O |0 | v
IO ||Ow
(mEYmES

2
x|
2
O

"!‘

.Cross Selling (<=

O IO

|D|N ID Il;n
|D|l—‘ IDIH

(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)

»

s S Al e s S aly ke e 208 Jga Taa it Jlges 2 ol il 2 S0 ey Y 131 (Cross Selling/ aill 7 ki Y sla, 1) falld))

(Cross SellingJ s 22 N Jas

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

CAS el (e pa AN 1) e sl 1A e qual f |
Ol ) Sl [ g sl ala

8.1 Complaints & Grievances

Slallail) g s 98N g1

1. PBA demonstrated active listening skills when the

S xS Laade Japlill LAWY S jlea PBA J ekl 1

customer was relaying his/her complaint: < 1ol S5
3| Yes | ani | 3
0| No D %% | 0

If ‘no’, specify any additional comments here:

sUa ALl Slialad o) daa TS 1Y)

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

ALY 5 S il IS 242 PBA J) o8l 2

3 | Yes

a3

T
0| No {‘

mjjn

€% |0

If ‘no’, specify any additional comments here:

<A Al Shiglad ) Jaa (IS 1Y)

3. The PBA clearly explained each of the following to the
customer:
INT: <Select either yes or no for each of the focus areas>

el SO e Sz g PBA Jip a3
A A A B e SIS ) el Gl saa) AA) tlal
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1) Complaint Resolution Process: 1 S5 Aadaa/ds Al (1
3| Yes O ai |3
0| No D 2w |0

If ‘no’, specify any additional comments here:

1Ua Al Sliylad (g) s MM 1

2) Time taken for resolution

3 | Yes

g,&.ﬂla.}ha_[w.‘dldgi‘z

‘al.l

0| No
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“w | 0

If ‘no’, specify any additional comments here:

tUA i) Siliylad o) ada ST 1)

4. The PBA possessed adequate knowledge of the

(oSl Aallea/Ja Llaal 4 jadl Sy pBA J) S 2

complaint resolution process: |

No, the PBA did not possess any knowledge

4 ae SIPBA J) Ay ¥ O |

Yes, the PBA possessed a little knowledge

ALE 4 aPBA i cpa

Yes, the PBA possessed knowledge

Yes, the PBA possessed a great deal of knowledge

O0Oo0oo

L pad o S SSPBA J) i o

Viw|N|[kL|O

Please rate the PBA on each of these attributes, on a scale
of 1-5:
INT: Circle a number from 1-5 for each attribute, as relevant
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3
5
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1) Overall customer 1
experience for , D
complaint resolution: |

!

| Gl i ili g 5 (1
|

! 2) Extent of PBA

|

,

|

|

6:&-4!-' ]l - J!.S..‘

[] v | very Good
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= PBA J 48 jea 524 (2
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I
knowledge on D
resolution process:
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3) Effort made to provide

E)The PBA attempted to acquire follow-up
information from the customer:

| 3 | Yes

1 2| 3 B 5 5 | 4 3 2 1 slac Y Jyisall sqall (3 |
full & additional ‘ l ‘ KR & e &
information: I D D I D | D D D 1 D ‘ D D D Aloli y 4dlal Tila pina

‘[ H. Call Closing: 1 sAalSallf el plgd) 2
} C)PBA asked if he/she could offer further assistance | ‘ Aol 00 luse aali (Sl e S [ K13 LpBA JI (e
1 to the customer: - : ‘ ) e S
|3 { Yes | O | an ‘ 3
| { | |
10 No 8] < | 0
C) PBA thanked the customer and said goodbye: | Al D Jdy e 3) PBA J) SS (S
3 | Yes i E ani | 3
| : =
0 | No | D 0
I
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O
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F) Overall, rate the SE |y o | o | B E i E | 152 ?
PBA on Call S8 82| 9|[E || BB g | o= PBA U)o e 22 (2 i
= ! | al 4 C] Fa) N | | TE . | M ] N A
closing: Y | < o ] f [ k- - % i s |
INT: Circle a number | ‘ | | =1 I [ ealdal) W20 e n{.iu ra) lal L
from 1-5 for each [ 1 | 2 | 3 { 4 5 s | 4 3| 211 ghiil Gdy (5 D11 O
attribute, as relevant | I \
| oD rooooloooo
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Area: Parameter
C Appraisal of interactive voice response (IVR)
D | Greeting
E Soft skills & Telephony skills
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F Other questions
G Questions related to complaints/ Grievances
H Call closing
TOTAL SCORE
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