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PROJECT: Money
SERIAL NO. J—
SHOPPER CODE | DATA ENTRY | EDITING \ : ‘ — |
| Name Number | Name | Number | Name -
| i 11/0|3 |67
ol a3 51 ; aad Sl pladl Sl | Gped) e
06 A [ =0 | ap | = A [ 9 |
HEREEN | | | |
A.  Details of Call Juad ANl Janali -] |
Bank Dhofar i sy

1. Name of Bank to which

Bank Muscat

National Bank of Oman i

‘-r_:‘ nooal }:L ,._.:.\

- ¥

3 A
P |

call was made: | HSBC-0IB | HSBC-0IB 4y Jaly!
| Bank Sohar : S iy
Other Bank Specify: éh Iy B(f«‘nl( (2an) Al oy
- | o T R e ok
2. Call Centre Number } Q 14 g } :}» l ? } YA S e, .2
Date | Month | Year al | | el
3. Dateof Call | = i e ‘ SN a3
24| O|Y|2]ol1|4]|2]o|1]|3]| |
_ Hours | Minutes _ e L Sl ) )
4, Start Time to Call | (9 ‘ O | ‘ el ey 4
| | | |
5. Total Duration Call Hours | Minutes Gida | el ‘el Zh g gara .5
INT: FROM POINT OF ANSWER BY ‘ ‘ | Oa Ay Al Ga) daly
PHONE BANKING AGENT ; ‘ da S C
(reas.urrocoseemion | U | O 0 =+ | > J,:.: Ij
OF PHONECALL) . : | | (Aasa
:00- E rleall i 09:00 -06:00
06:00-09 am % O o
09:01-12 am | O | e 12:00-00:01 | T
oo Ime s D:””g which | 12:01n00n-03pm O 5 kll i 03:00 -12:01 - Y 4
call was maae: -1 gt e »

. 1 I b gl) )tk
| BINT:  SELECT THE 3:01-6pm BA | ssw el i 06:00 - 03:01 J»inti)\:n =
l RELEVANT TIME-SLOT, — 0 T —— S oy LI
‘ ACCEPT SINGLE ANSWER, ~1-Ipm ; ehadl ot 05:00 = 06:01 . cheaTRVTEE

[ 1 - faal g ddal
09:01-1am D il ealia 222 01:00 - 09:01
1:01-5:59am O | ssu sl Li5:59 - 01:01
B. Purpose of Call | Jea¥) i
(D 3,
1. | Enqui Query Code W3 Sy )
Genere'a P Product Name: e sl ) ; oz
regarding a specific B (e on Ja) daaly e ale Jlaiial -1
' —— : (In: S| — I N
Product / Service Permnal Loan | from list) ) (5) 2200 Lasa/miie
(D 3nad 34
2. Application for a Query Code | {Jl3=) = -
NZ\.vaProlduct/ EIESST IR e | AlEeipl) e Jpomall clla -2
. INT: (Insert | O i) idaly | e
Service frioin 1is8) (i (5) 2o deaa/ziie
3. Complaints / Complaint Cc:?;(lNSERT FROM (Al G JA1) (g S5 S
Grievances ) PSR (-
4. Other Please Specify Details: (el 333 5L 1 bk g 4
|




+

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

(IVR) Al Uil 45 geal] deainay) ali gl . |

+
|
|

4.1Appraisal of IVR system:

A Ul 5 gl A ol a4 1 |

1. How would you rate the IVR system in terms of | Tl (o o il £l sy pli ol o Sy S |
Ease of navigation & user-friendliness? | Paladinyl y Jadll Al geus '
o | No. the IVR was not at all easy to use ' . | g (BARY) e e L) 40 geall d4la0uy) la 0% ol S 0 I
Ay l
X Jpia Jllufle da ) e Ll A5 pall lamul) ALl U8 caad
1 | Yes, the IVR was quite/reasonably easy to use D RN 1
2 Yes, the IVR was easy to use E kSl Jpan A 25 ponl) A Bl S g 2
3 | Yes, the IVR was very easy to use D ki) B g S Tule il 43 gl a1 ol S cpui | 3
2. How would you rate the IVR system in terms of Lali e e il 45 pal) a0y Bl caial ) S s 2
clarity of instructions? flaladll ~ yoa g
0 | No, the instructions were not clear at all O (Y e dad) g cladadll (S5 A0S | O
1 | Yes, the instructions were quite/reasonably clear D daudl g Jgiha JS2 [ L 3o ) Cilalatll Z5IS (ant 1
| 2 | Yes, the instructions were clear E dadl g calS Sladadl) aai | 2
3 | Yes, the instructions were very clear D lap dadl g cilS iaglad) aai | 3
D. Greeting ua il &

5.1 Greeting & Purpose of call

Juai¥) (e g2 adl g cua 3l 5.1

1. Once you selected option ‘9’ on the IVR, | N JeC,
(“To speak to a call centre agent, press (Mention .
9”), how long did it take for you to speak
to a PBA? | seconds or
INT: Specify duration in the space provided minutes)

[TVl pii 379" DY) B sl 1
| FSoe hdi ge ps pSI) ¢ Ajle il 3 gnal
[ jaid 2 gl e b ("9 daiaal / YLaSY)
! PBA aa Zuaaill
3‘ (FUanal) dalaaall B i gl 2a) sdaly

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

Baglaa” Jlada) LA Jla A Lild J)ged! 134 e Gigla) tlaly
AW Cpall dadd e " Sl

2. Were you called back by a PBA? PBA J3 e gl JlaViddel B s 2
3 Yes D s ‘ 3
0 | No O % | O
If ‘no’, specify any additional comments here: *Note to &) rotalll Aaadet ;Ua A,lLal Sl (g) dda (IS 1Y)
interviewers: This is not a mandatory field. Please fill in AAlaY) Ciadall dda cpla el 3 el 134 LY JRa
any additional observations, if relevant. Otherwise, leave JS e daal 13 A8 U LlaY) 85 V) Al Sl
blank. This applies to this option for all future questions. AN SUlaYL Adlaiad) O A
3 [N = gV [ 3
3. On picking up your call, did the PBA wish you, ‘Good ey il e ol AGPBA J) a8 b deladl dai 5al 3
morning/ afternoon/ evening’? £ uall slisa fama
3 Yes | E | pad 3
0 | No | O | 3 | 0
If ‘no’, specify any additional comments here: : cLia Al Sllidad o) daa THS™ 1)
4, Did the PBA greet you in the same language you Uiy alas A lgs aal Al Al g PBAJ ey s 4
selected through the IVR system? tile il 45 guall
3| Yes K i | 3
0 | No O % |0

If ‘no’, specify any additional comments here:

1
|
\
\
|

sUa Ldla) Sliyad o) saa L IS™ 1)




+

+

+

| D. Greeting

|
|

| 5.1 Greeting & Purpose of call

cua il &
Juai) (e paall g @ Al 5.1

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

()4l A 5 eal G PBA Jl a5 3

wn

E——

0 No, the PBA was not at all courteous

! BV e 3 PBA J oMl S| 0|

1 Yes, the PBA was quite/reasonably courteous

Joshe J85 [ la i ) B PBA JI DS cami | 1|

Yes, the PBA was courteous

G PBA JI OIS cand

ORO0

|
; 2 GIPBAJ S pni | 3|

2
3 Yes, the PBA was very courteous
6

Rate the PBA's greeting on his/her clarity & pace of
speech:

| ()45 gy 4adS = 5nsl iy PBA Ul cus a3 6

0 No, the PBA did not speak clearly & steadily

' Jise)y £ s PBA J) alSi &l 38

1 Yes, the PBA spoke quite clearly & steadily

Dy rpd s Josda JS5 [ e 2o JIPBA I S5 caad

|
0|
1

JISe)y £ s pPBA JI AlST caai | 2
3
7

2 Yes, the PBA spoke clearly & steadily E .
3 Yes, the PBA spoke very clearly & steadily D 5 JIe) g laa )y JSAPBA ) AlSS caas

| 7. Did the PBA introduce himself/herself by name? ! ' Fanls ()4 o2 BPA J) wae Ja
3 | Yes X i | 3
0 | No my % (0

If ‘no’, specify any additional comments here:

LA dla) cliadad o) saa (UIS™ 1)

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

Pl Ja e e il ol e e BPA JIaE s 8

call? f
3 Yes | E : a3
|
0 | No O w |0

If ‘no’, specify any additional comments here:

LA Adla) Gliudad o) aaa ("HS™ 1)

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?

Ll ) Bpedadl G Jla B Bl ) 1 e e tlal
| (Ads o S

LNy pay & e I A ) Jealidll epBA ST a9

3 | Yes O a | 3
0 No E] s \ 0
NA | Not Applicable (N/A ‘ X s, uh.{

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

Jeliss [JJus A (Cp Suadia¥) ) plaia¥! PBA J i I .10
Tl G 55

0 No, the PBA did not do this at all

B e PBA J) &3 Judy ol (38

1 | Yes, the PBA did this to some extent

Loaa I PBA J) S Jad Al s

%)

11 Yes, the PBA did this

PBA J) U3 Jad il (an |

3 | Yes, the PBA did this a lot

0
1
|
|2
Ll PBA J\.‘Lﬁk_him.,uﬂj 3

E. Soft Skills & Telephony Skills

—|O0Rx0O0

Aol VL) S gy Aad ll) O lgd) 7

6.1 Hold Procedure

DY) Sie) ol 6.1

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

OSSO S S 1 o) e " pBA D B s
¢ Y Alla b ey J8 "4 ylaall Gl glad) e Cileaa 3§

on hold?
3 Yes s [ 3
0 | No ~< | 0




+ -
E. Soft Skills & Telephony Skills | il SNLalY) S gy Asadldl S gl
| If ‘no’, specify any additional comments here: 1 | 1UA i) Clilad 51 3da (UIS™ 13)
I P N
NA | Not Applicable (N/A R ey 4
— ey
2. Did the PBA speak with anybody else prior to placing | sy s ddany Jd Al jadlae PBAJ WS A 2
you on hold? }
0 | ves O | O
3 | No | u |3
If ‘no’, specify any additional comments here: ‘ A Adla) Sliulad ) daa (TS 1)
r ! .
' NA | Not Applicable (N/A = iy 2
INT: Answer this question only if the PBA kept you on hold | G AS) JBISPBA J) S 5 Jla B daid ) g 104 e cigla) sdaly
for over 60 seconds \ (1,\.41.‘. 60
3. Did the PBA inform you that he/she needs more time SIS e el g Sl ey el y Sy w4l PBA Jdldet a3
and apologize for the same? * a)
3 Yes D il [ 3
0 [ nNo O % |0
If ‘no’, specify any additional comments here: tUA ALl Slilad o) daa (NS 1Y)
NA | Not Applicable (N/A ‘E ey ¥ 53
| 6.2 PBA Attributes PBA J) Sl 6.2

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

LT

el a3a Ja S aa PBA I il Jla A S ) e il

1) Active listening skills:

Buldl glauy O g L1

0 No, the PBA did not have this attribute at all BN e PBA J) 2l Jads ol 38 0

1 Yes, the PBA had this attribute to some extent L da JIPBA J) &3 Jad S& et i 1

2 | Yes, the PBA had this attribute PBA J) & Jad k(s | 2
|3 | Yes, the PBA had this attribute a great deal i PBA )l b ol cpn | 3|

L

|

' 2) Effective questioning skills:
| 2) Effective questioning skills:

Juadll Gl gadi) S g 2

| 0 No, the PBA did not_have this attribute at all

(DY) e PBA J) I3 Jady ol S | 0

1 Yes, the PBA had this attribute to some extent s JPBA J) 3 Jad 4l pal 1
| 2| Yes, the PBA had this attribute “ PBA J) &l Jad il an 2
|3 ! Yes, the PBA had this attribute a great deal | LlapBA ) <3 Jad 2kl ol 3
3) Confident: ‘ @y .3

ORO0 [ORO0 [OR0O0 (Ox00

0 No, the PBA did not have this attribute at all (LY Je PBA J) &3 Jads &l 38 0
1 Yes, the PBA had this attribute to some extent 3 L2 JPBA J) 4l Jad dkl el 1 l
2 Yes, the PBA had this attribute PBA ) U3 Jad 3l (aal 2|
3 Yes, the PBA had this attribute a great deal LlGpBA J &l Jab il caai 3|
4) Professional: | o i
0 No, the PBA did not have this attribute at all (kY1 Je PBA J) 4 Jady ol S 0
1 Yes, the PBA had this attribute to some extent Lo aa  JPBA J) Sl Jad okl canl 1
2 Yes, the PBA had this attribute PBA J Slld Jad ail (ani 2
3 | Yes, the PBA had this attribute a great deal ! Lla PBA ) &ll3 Jad akl ps | 3
B
+



- + +

'E.  Soft Skills & Telephony Skills : Ayl CNLaY) &) lga g Apad i) S gl
5) Friendly: | 33395 |
0 No, the PBA did not have this attribute at all I D (Y e PBA J) 4 Jady &l 38 0 |
1 Yes, the PBA had this attribute to some extent E D Laa JIPBA J) U3 Jad 4l cani | 1
2 | Yes, the PBA had this attribute = PBA JI I3 Jad il ant | 2
3 Yes, the PBA had this attribute a great deal O L PBA JI 23 Jab dil (aas 3 |
6) Used simple language hrases: Ay Jaa g SlalS Jaivl 6
0 | No, the PBA did not do this at all d By e PBA J i ek S | Q|
1 Yes, the PBA did this to some extent ! O L2 JIPBA J) 2l Jad al el | 1 |
2 | Yes, the PBA did this X PBA J) &ll3 Jad i (aui 2 |
3 | Yes, the PBA did this a lot O Ll PBA ) Lt Jad al ani 3
7) g:gziLia::_alr;ta;:n::e? positive, friendly & ! s cidamy iady $130 cal 1ol K ol #13) & iy 7 |
0 | No, the PBA did not do this at all O Y e PBA JI Al Jaiy 1 38 | 0
1 Yes, the PBA did this to some extent D IPBA U 3 Jad di s ! 1 |
2| Yes, the PBA did this [ [ PBA ) 2L Jab il o | 2 |
3 YesthepsAdidthisalot [0 LupBA &gl 3 |

'8) Used positive language: - P O wJ.........,, 8
0 | NothePBAdidnotdothisatal g EpAJMigkaos| 0
1 Yes, the PBA did this to some extent Lo 2a JPBA J) Sl Jad 4l caes 1 ‘
2 Yes, the PBA did this PBA J' U3 Jad sil caal 2
3 Yes, the PBA did this a lot Ll pBA ) U3 Jab Jd] (el 3

1ol pa lagdy S ke JS 9

9) Overall, Was 'Customer Friendly”:

000 O®OoO

0 J No, the PBA did not do this at all | SNY) o PBA J) i Jas S | 0 |
1 ‘ Yes, the PEA did this to some extent s JIPBA J) & Jad i aai | 1
2| Yes, the PBA did this PBA J) <l Jab Akl caus l 2
3 | Yes, the PBA did this a lot 5 Ll PBA o) i gab sl o | 3

[ | © —
1. Qverall, rate the PBA 8 . s 2 = b
on: ; e8| S §i \g g 7 l{ |-E .| ek WA PBA Jiad Ll K2 1
A) Greeting: §|1% 2|8 ‘ E L =
INT: Circle a number : eddall b)) e 8 pud) caaly
frombl-s for ealch 1 2|(3|a|s|s|a|3[2]1 il iy dhwa JU 5 111 e
attribute, as relevant |
' O 008000000
B) Extent of Customer 1 2|/ 3|4|5|5]|4 13 2 |1 | Ay ol alaayl i (o
Focus & Friendliness: O 00RO DONONCD0O 1 0O O
| e g
| C) Soft Skills & 1[2|3|a|s5|s|a]|3]2]12 S lge g Al S el (<
E Telephony Skills D_ g g | _D_ , E _D_ Q g : g Q adlell il |
5



4
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F. Answer this segment if:

A)A

pplication for a new product/service:

b) General enquiry relating to a specific product,
service and/or facility:
¢) Other purpose of call

3uda Aed o) mile il -1
O Juged g Aadd gl ey (Blata ple jludiul -2
WSl e Al = 2 -3

M) Gl S Ja e adl 18 e LY a) 2

7.1 Information provided, Product Knowledge & £ s r W G 3 g o
e aliin P 9 S )y i) e A mal) dasiall Gl plaal) 7.1
1. PBA provided sufficient detail to the customer, with a I T TR I N el
clear explanation of the requirements/ eligibility 3 f/S t:): o :"‘iﬂ “-}“I ; : )1‘4 Pfﬁl"/ 4“ J; < |
criteria/ documentation needed for this particular = = P - -i.u.‘_{;
product/service. i
0 | No, the PBA did not do this at all O Y1 e AUPBA J) Jay al 38 0
1 | Yes, the PBA did this to some extent | Loaa 26 PBA ) Jad bl aa | 1
2 | Yes, the PBA did this = SIPBA J) Jad Akl caai 2
3| Yes, the PBA did this a great deal O S U2 HIPBA J)Jad s | 3
2. PBA provided a clear and thorough explanation of the [ o) s A il pladdl e JalSy madaly = 5IPBA Jlpaiadl 2
steps that shall follow in terms of: | (s e A
1) Process: s Aplaad) ps (1
0 | No, the PBA did not do this at all O DY) e SIPBA J) Jady ol (38 0
1 | Yes, the PBA did this to some extent d Leaa M) &3 PBA J) Jab ) pai | 1
2 | Yes, the PBA did this K AUPBA J)Jadall i [ 2
3 Yes, the PBA did this a great deal D oS S5 JAUPRA J) Jad kel 3
2) Time taken: 2 Aaal) o gl (2
0 No, the PBA did not do this at all D Y e ApBA JI Jady ol 38 0
1 Yes, the PBA did this to some extent O Losa ) &3 pBA J) Jad Al (aad 1
2 Yes, the PBA did this E JLPBA J) Jad A aal 2
3 Yes, the PBA did this a great deal O S JS5 ALPBA ) Jad Ak (aai 4
3) Requirements (such umentation): . () aTiaal) Jia) Silallaia (3
0 No, the PBA did not do this at all D ' Y e JLpBA J) Jady ol (S 0
1 | Yes, the PBA did this to some extent O Loda ) B PBA J) Jad il e 1]
!
2 l Yes, the PBA did this : E JUpBA J) Jad ail (anl 2
3 5 Yes, the PBA did this a great deal | O oS JS& dIpBA ) Jad Al (aa 3
3. :,ZZ.PBA was able to clarify any questions the customer s L sl A ALY e ) pua i e BEPBA Sl 3
0 No, the PBA was unable to do this O 3 JadpBA ) iy al (38 0
1 Yes, the PBA was somewhat able to do this O Leda I3 Jad pBAJI £lkiu) 3 ani 1
2 | Yes, the PBA was able to do this 3 | 3 JaipBA J pliedal cpni | 2
| - - - .
3 Yes, the PBA was very able to do this D | S (8 I3 Ja3pBA J) gllaied A aal 3
Not applicable oL BRdh Lol 3a ga) - aldl) gl Y y
N/A | (Interviewers: Choose this option only if no Q e Sl ioyed) ‘il'a.:&l i
stions were posed (g | b
4. The PBA was able to explain the points of | o o o
differentiation and comparative advantage of the [giidl Jaily judi A Siall 7 2% JPBA Jl gl 2d 4
product/service (Versus offerings of local competing S(Adlid)l el o gl Ll ) ey edl i) danall
banks):
0 No, the PBA was unable to do this D I3 JaBpBA J) pdaliawy al S 0
6
+



1) Effort to fulfill the purpose for which the cal
was made:

el 59 Con Al (el agal) O (1

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

-

o Aadl o3 UEG Y | gl 134 PBA J) pli ol 38

0]

- - +
P 1 TR e il o | ]
| 1 Yes, the PBA was somewhat able to do this I D ‘ basa ) D JadPBA J) flaid) B cpal | 1

2 | Yes, the PBA was able to do this X | 23 JaiPBA J) plliedail i | 2 |
3 Yes, the PBA was very able to do this | O | oaS JS A JadpBA J) plied dil aai | 3
Not applicable | i e G o it B il | G
N/A ‘ (Interviewers: Choose this option only if asking D ‘ ez e gt L } > el B
about a specific product/service |
[ ‘ - et (= + - 1
5. Please rate the PBA on each of these attributes: 5 E el 238 e dans KIG,PRBA D pf e tla; 5
|
t
[
[
[
[

 attribute a great deal

28

O | attribute at all X Sy ‘

| Yes, the PBA made this effort/possessed this attribute | - )2l oia ik ol 1 N 2
3 | to some extent | D Loda Al aadiois iy s /gl *PBAvaJ-L?u\ 1
2 :::}i:]:t:m ey pum—s.0 O dacdl ol Al ga [ 3gall 13PBA ) pl 2] caal )
3 ' Yes, the PBA made this effo ossessed this i D JE Al o3 lias ga [ 3gadl 13PBA ) p Al 3

2) Extent of product/service knowledge:

tAaddl) [ piially Ad aall saa (2

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

O Aacd) o4 ey Y [ 3¢l Vigs PBA J) aly ol S

attribute a great deal

P

| attribute at all D oY) 0
| Yes, the PBA made this effort/possessed this attribute W ) il oia b < B 15 W g
1| to some extent D Lo da A dadloda Sl ga [ 22l 3gPBA ) a0 A1 cans 1
' Yes, the PBA made this effort/possessed this \ g i i ) 13 ik
| attribute X SiA dliay gp [ 3gal) 1igPBA ) M cpei | 2
3 Yes, the PBA made this effort/possessed this 0 IS5 Al 23 iy g4 [ gl AgPBA ) ol A aas 3

3) Cross-Selling effort/attempt made:

A ) Ja) e Adghaall Aglaall ) Jsdaall ) (3

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

o Al 03a Ul Y [ gad) 1igs PBA J) ply o (38

not Eossible ng to Ehe nature of your inguim

g ttribute at all O By 0
| Yes, the PBA made this effort/possessed this attribute T o E " G

| e amacs i E Lada ) daidl ola ey g /[ gl 13 PBA ) o8 2 caal |

i . : I - ‘ i i &

2 | ::tsr,i::ft:BA made this effort/possessed this D | 1 o3a dliay gh [ gt 1igPBA J) ol 4kl cpn 2
' Yes, the PBA made this effort/possessed this 0 | IS A oda iy ga [ yall 1PBA I pl Ak e

3| attribute a great deal | 3
| attribute a great dea | .ﬁé

Not Aggllcablg | i Lad oV 13 . 7w o Fas BN als ap a

- 2 . . . . e laay JJ&MJ&M}A‘J}A‘-)H—IJ y|

N/A | (Interviewers: tick this option only if cross selling was ! e - - T L=

Q- I (Sl s Anssda s USaa cross selling J' OSs &l s | 3ilaiy

4) Provision of adequate explanation in response
to questions posed

da gkl ALY e 13y ) gl 7 Al auaki (4

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

o Aand) oA Aha Y [ gl 134 PBA J) aly ol (38
el

| attribute at all
| Yes, the PBA made this effort/possessed this attribute
i

N/A | (Interviewers: tick this option only if no further

A i il i e Ldle aa o dalll) Gy Y
(Al ALl » o s S

O 0

1 to some extent O | beds M aa dhiy o/ g0l DGPBA O ol 3 cpas 1
| Yes, this effort/possessed this ' 3 W 4G 3 TR .
2 | ::tsrir:t:BA made this effo! sed this D | Aandd) 234 diay g [ 3¢ 13PBA ) ald il cani 2 |
3 | Yes the PBA made this effort/possessed this ® [ S A oia Uy ga [ 42l 13PBA J) o8 Al an 3]
| attribute a great deal | =8 l
| Not Applicable DI y |

~



+ +
5 ow » ' i 1 |
2 S:?ra”’ rate the PBA g ‘ " ! - -§1‘ F E' . E- Glais Lad PBA ) ol sale K5 2
on. a | o e | ‘ | e i
A) Product knowledge & > { g! g’ : é | % ';F I:F I‘E. |f S ghaall/Aagialls i paall 7
information/assistanc | & | < | | & I I P TR
3 | | I__U 3L lt‘
e provided: . ! e
INT: Circle a number 123 (afs|s5|a|3|21]u ) AN e i ia ada) sl
from 1-5 for each | ! : k) Gl . 4 e
attribute, as relevant g | _D_ __D_.. | Q | E Q g g —g Q , Sy e g D S e
B) Cross Selling: 1 i 2 (3|4 |S|5|4|3]|2|1 .Cross Selling (-
B OO0O0000000.a0
I L Y Y

(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 Jae Bin S5y 5 e e 23 s faa e J) e 2l Zial) AU 30 Buas Y 13 (Cross Selling/as sl 7 5k5 Y s 1o Salll)

(Cross Selling ! ' 2a Il Jaa

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

S " Jlaly) G g AN 13) £ el 1 e qual g
Gl ) Sl [ g 5l (el

8.1 Complaints & Grievances

Slalliill g o g\&&N 81

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

1. PBA demonstrated active listening skills when the S O M S Leie L il g LAY O e PBA Y Bl 1
customer was relaying his/her complaint: C 1ol S5
3 | Yes .| anii |3
0| No | O % |0
If ‘no’, specify any additional comments here: . LA Adla) Sliulad o) daa TST 1Y)
2. PBA made a concerted effort to understand the Ly . g sh il HE o X A
complaint/grievance: } plEN sl gl JHZ dgo PRA, B bl .2
3| Yes dd pui | 3
0| No 4 3 | 0
If ‘no’, specify any additional comments here: J LA Al Sldulad o) Jaa TS )
. 3. IhetPBA clearly explained each of the following to the | (gl D e S - g PBA Jpotal 3
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