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PROJECT: Money
SERIAL NO. -
SHOPPER CODE | DATA ENTRY [ EDITING , ]
2 b Name | Number i Name Number i Name [J l 0 8 3 1
4-|--'--"-II‘ )-i)-"I | :}Jj-:-‘ E \L!‘.a}.‘n.l.n.i ‘_,A'_'L | j}--;ﬂ.‘ )0_,‘
| 5 [ =0 [ ad [ =0 | aj | = |
l \ : i ‘\ | t |
A. Details of Call . | JeaN AL Jsmalds -1 |
i Bank Dhofar i X [ Suila ol |
[ Bank Muscat E D [ Ll Sl
i laadl ik o)) S |
1. Name of Bank to which Enonal e 1[ O Al s PR (O L PO R |
call was made: HSBC-O1B o a HSBC-OIB < | s Jay!
Bank Sohar | O e i
| Other Bank Specify: ‘ (33a) il oy
2. Call Centre Number ‘ 2] D]_-}’q ' 11 . WYL S e ad; 2
| Date | Month Year s Al |
3. Dateof Call ‘ ‘ | Dkl
212 o4 2] ‘1|l#-20|13 | | | | Ney 3
4  Ehiiime ol Hours Minutes . Jeda) el ‘ . ;
; art Time to Ca . 8 E LR TR PR
' | 3 2 !q : i i ik s 4
5. Total Duration Call | Hours Minutes R Sl el iy ¢ gana .S
INT: FROM POINT OF ANSWER BY | , ‘ i ‘ O Adal) Akal () 1ialy
PHONE BANKING AGENT - ‘ ; . 1 i)
(PBA), UPTO COMPLETION ‘ olo | o | 7’ | | 1 e JT" J‘:
OF PHONECALL) . _ \ ! | : e
; | zleall i 09:00 -06:00
| 06:00-09 am O | o |
| 09:01-12 am | O | s #12:00 -09:01 | 5 e
) , _ | | Jeaa gl igia 6
6.  Time Slot During which | 15.5100n-03pm K s_lll ,403:00 -12:01 | : Yl 4
call was made: F Chgll 5 58 gd) sdaly
BINT:  SELECT THE l 3:01-6pm N )5'—'" sladll 4 06:00 — 03:01 PP S
RELEVANT TIME-SLOT, o L e e ; ¢
ACCEPT SINGLE ANSWER, | | 06:01.9pm O st oo R0 ~ Dol el Gl e
- . 2aa) § Ala)
09:01-1am [0 [0 s s 01:00 - 09:01
|
1:01-5:59am | O | su gleall Li5:59 - 01:01
B. Purpose of Call { Jualy) i o |
i | . |y.n.“ A 1
1. General Enquir | Query Code (J s '
e Product Name: | —_— (e | . -
regarding a specific | it (Insert n Ja) sy ! (s 2l Shaiial -1
4 : (Inse . 7 | . - . a-
Product / Service CU!’TEN:[ A{CO‘ nl from list) ‘2...‘.%.1:1 | (5)22as dasa/miia
o ' (D)) 3ay
2. Application for a Query Code | :(J 0
szr';rolg:ct/ Product Name: e | Al pl) b Upaall Ll -2
. | —— | INT:(nsert | OaJdd)idaly |— S o
Service } from list) | (il (3) > Lera/piia
3. Complaints/ ‘ Complaint Cc:?seT“NSERTFROM J (AN (ya Ja3) (g sSEN G
Grievances ‘ ) Al f g8t .3
: e | !
3 Otk Please Specify Details: | AT JVRPTIg ! el i
| | |
1



+ +
' C. Appraisal of Interactive Voice Response (IVR) | (IVR) 4de Wil 45 guall Adaiu) Al andl &
|
| system: ‘
' 4.1Appraisal of IVR system: I | Ao Ul 45 geal) At plS a1
i 1. How would you rate the IVR system in terms of 1 dali e e LTl A0 geall dlaiial) alai Al o) SlSa A 1
! Ease of navigation & user-friendliness? i Lalaailyl ¢ JAT A ye
! 0 | No, the IVR was not at all easy to use 1 ] S BBY) e Aol A8 peall Aanlll Bk 0% A S 0
L | pladiu) |
[, | ) S JSiufla 3o ) Ao il A5 pual) i) plai GUS <o |
i 1 \LYes, the IVR was quite/reasonably easy to use D SN g | 1
2 ‘LYes, the IVR was easy to use ; E | AT Ygn Sl il 25 gl LaTulY) AL S cpad ‘ 2
!{ 3 | Yes, the IVR was very easy to use ‘L O i A3 b s Jgan e il 48 gl Akl ol 1S (i | 3
“ 2. How would you rate the IVR system in terms of I [ Al e e W) 45 pall i) plai ibal o) Sy S 2
1 clarity of instructions? 1 _ tlajladl & yny
| 0 | No, the instructions were not clear at all | D (hY) | e daudaly Sladadl) (KAl SS |0
1 | Yes, the instructions were quite/reasonably clear D j dad)y Jgihe JS5 [ Le da ) lalatl) S i |
2 | Yes, the instructions were clear = \ dad) g oS Clagdatl) qaai | 2
3 | Yes, the instructions were very clear D lap Lol g ilS Slagdadl i | 3
D. Greeting il &
5.1 Greeting & Purpose of call Juaiy) (Al g cua a3l 5.1
1. Onceyou selected option ‘9’ onthe IVR, | U £CC Ll sl 4 "g" Judall & sl g 1
(“To speak to a call centre agent, press (Mention . S el g aa il ¢ el 45 pall
9”), how long did it take for you to speak | o ) aa) | el S e oS ("9 ekl / YT
| seconds or % sl
to a PBA? | (_‘,’;L'j_ﬂ'. ‘PBA as =il
INT: Specify duration in the space provided | Mminutes) (Slaaall dalaal) A 35l o) 1 laly

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

Bagaa” JLdal UAAT Jla A ki gl 130 6 o gia) 1al

option via the automated voice service AV S guall i e " Juady
2. Were you called back by a PBA? i PBA U8 el LWl salel 5 a2
|3 | Yes ‘ O aai | 3
0 | No O 3% [0
If ‘no’, specify any additional comments here: *Note to | o) otalill Aaade® 1Ua ALl Cililes ) 33a (IS™ 1)
interviewers: This is not a mandatory field. Please fill in | AdlaY) Claadiad) s pla Ll 3l el 136 AaY) Jia
any additional observations, if relevant. Otherwise, leave JS Je audal 1 A2 U LlaY) 4 51 Yy Alall il
blank. This applies to this option for all future questions. LALTED SUlaYU Adladial) &) LA
3 | A = =33
3. On picking up your call, did the PBA wish you, ‘Good g il A" A AGPBA Jl A8 s e laddl e a3
morning/ afternoon/ evening’? e el el famu
3| ves X i |3
0 | No O | 3% |0
If ‘no’, specify any additional comments here: TUa Ldla) clisded o) aaa (NS 1)
4. Did the PBA greet you in the same language you ey plas i LS el A A e PBA a0 4
selected through the IVR system? file Wl) 45 yoall
3| Yes X | 3
0 No D J « |0
If ‘no’, specify any additional comments here: | ‘LA 4..;\...:1 Sliglad g1 ada (IS
2
+




+

+

D. Greeting

il S

| 5.1 Greeting & Purpose of call

Jual¥) (e i Al g a1 5,1 l

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

()AL s el GAGPBA Jl s S8 5

| courteousness: \
}[ 0 No, the PBA was not at all courteous D ' SRy e @ PBA Do S| 0
i 1 Yes, the PBA was quite/reasonably courteous E Josha JS& [l aa ) Bl PBA I IS caal 1
' 2| Yes, the PBA was courteous | S PBA J S cpai 2
| 3 Yes, the PBA was very courteous i D ‘ fap (& PBA JV G0 cani f 3
| 6. Rate the PBA’s greeting on his/her clarity & pace of r VA g A i Gy, PR D ol 6
| speech: 3 T
i 0 | No, the PBA did not speak clearly & steadily | \ Jie)ypypay PBA J alS ol S | O
! 1 Yes, the PBA spoke quite clearly & steadily 1 Je)y gy Jpba J85 [ la aa JIPBA ) 2S5 aal 1
‘
\

O
&
2 } Yes, the PBA spoke clearly & steadily D Jle)y g pPBA JI AlS3 cans 2
3 | Yes, the PBA spoke very clearly & steadily ; D Jie) g o madl 5 JSUPBA I ST cans 3 =
7. Did the PBA introduce himself/herself by name? \ TanVly (Jassii e BPA Jl e a7
3 | Yes ; E o | 3
No 'O S| 0
If ‘'no’, specify any additional comments here: LA Agilal Sl g) 33 US™ 1) i
8. Did the PBA then enquire after the purpose of your TAllladl o 2 e laiiuYL b oy e BPA JIai a8
call?
3 | ves . pai | 3
0 | No ’ % |0
If ‘'no’, specify any additional comments here: | LA o) Sl ) s ST )
|

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?

el ) (pedall OIS Ja o BE ] 1 e qgla) el |

€Sl i s (g 0 Al pall sl 02 PBA JI S a9 |

|3 ]f Yes | ng pmi | 3

0 ‘ No E w5 | 0 |
. I I

na } Not Applicable (N/A) a Sy |

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

[ [gds ) (o5 il 4l) glin¥) PBA J) s b .10
s s A

0 {‘ No, the PBA did not do this at all

Y e PBA J) &l Jady ol 3K |

1 . Yes, the PBA did this to some extent

L s I PBA J) &l Jab akl canl |

2 Yes, the PBA did this

PBA J) &3 Jab Akl (ans

Yes, the PBA did this a lot

0
p
2
Ll PBA JI i Jad sl i 3

E. Soft Skills & Telephony Skills

00X O

Aiigl) S S gy Aad il S gl 7

6.1 Hold Procedure

SUEINY Sel ) 6.1

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

CoS) i A O RIS S 1 ) K " PBA Jl il a1
LIV e Slaiay U8 "0 yllaall Sl glaall e Cilaa 8

on hold?
13 | Yes O i | 3
[0 3|0
: No ! O b
3
+ +
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_E. Soft Skills & Telephony Skills Ll CVLaN) G ey i) S gl |
} If ‘no’, specify any additional comments here: sla Sl Cliulad g) aa TS 1) }
|
| NA T not Applicable (N/A) " gy | Y
— . S
| 2. Did the PBA speak with anybody else prior to placing $uyl s Adlaay Jd Al jadlae PBAJ ASI 0 2
[ you on hold?
| 0 | ves d [ ani | O
'3 [ No O I E
[ ‘ If ‘no’, specify any additional comments here: U Agdlal Sliulad o) saa IS 1)
| NA ; Not Applicable (N/A) Pl L_RA.
| INT: Answer this question only if the PBA kept you on hold (e A1 JRISPBA J) S 5 Jla A kb J) ) 1 e cigla) saly
! for over 60 seconds ‘ (% 60
i 3. Did the PBA inform you that he/she needs more time | i e H¥ely Sl e yhall 4 iy g4l PBA J el a3
: and apologize for the same? ? Y
|3 | Yes O pat | 3
0 | Ne 10| % |0
If ‘no’, specify any additional comments here: i ! sUa ddli) Sliidas ) 2aa ("NS™ 1))
| BA Not Applicable (N/A) i E R _ k! 3
"6.2 PBA Attributes | PBA D HL...%
‘yes’ or ‘'no’ i \
1, izlcehc:)fytise;ra:\:)ribb:tzc? on whether the PBA fulfilled ‘ el 038 a S aa PBA 1 G5 Jla 3 "SS" 9 e ) 1
1) Active listening skills: bl plauy) &) e 1
| 0 No, the PBA did not have this attribute at all D DY) e PBA J) &l Jady ol S { 0
1 Yes, the PBA had this attribute to some extent X L i JPBA ) &l3 Jab il caes ‘r 1
2 Yes, the PEA had this attribute ‘ D PBA J) U3 Jad s (anl 2
3 Yes, the PEA had this attribute a great deal D L-_Lu PBA J) €3 Jad il aas 3 |
2) Effective questioning skills: Jadl) ) gadas¥) Gl jga .2 |
0 | No, the PBA did not have this attribute at all O (DY) e PBA J) Sl Jady al S 0|
1 Yes, the PBA had this attribute to some extent E Lo 2o JIPBA ) U3 Jad dil (aas 1|
2 Yes, the PBA had this attribute D PBA J) U3 Jad dil (ani )
3 | Yes, the PBA had this attribute a great deal l O LLSPBA JI QU3 Jad dil cani 3
'3 Confident: - g3
|0 | No.the PBA did not_have this attribute at all O (DY) e PBA J I3 Jady ol S 0
E 1 L Yes, the PBA had this attribute to some extent X ' e da JIPBA ) U3 Jad il (aai 1
T | Yes, the PBA had this attribute D L PBA J) U3 Jad 2kl (ani 2
| 3 Yes, the PBA had this attribute a great deal D \ LLSPBA J) &3 Jad ail cani 3
4) Professional: o jiaa 4
0 No, the PEA did not_have this attribute at all B (oY) e PBA ) <U3 Jaid ol OIS i 0
1 Yes, the PBA had this attribute to some extent D laaa JIPBA J) U3 Jad okl ans 1
2 | Yes, the PBA had this attribute B PBA J) &l Jad il aa 2 |
3| Yes, the PBA had this attribute a great deal my LicpBA J &g il s | 3
4
+ +
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'E. Soft Skills & Telephony Skills | Lilg)) SVl O e g Apaadld) O gl 7 | |
' 5) Friendly: ' 2345.5
0 No, the PBA did not have this attribute at all Y e PBA J) <l Jady o O | 0
| 1 Yes, the PBA had this attribute to some extent ' Loaa JPBA () A Jad ab canl : 1]

2 | Yes, the PBA had this attribute ; PBA J) &l Jab 3l s | 2
3 | Yes, the PBA had this attribute a great deal Ll PBA_J 23 Jad il ans . 3

6) Used simple language & phrases:

3
Ao Jaa g SlalS Jaaiu) 6
0

i

|
| No, the PBA did not do this at all | Y e PBA J) 3 Jady a1 S
i
|

1 Yes, the PBA did this to some extent L aa JIPBA J U3 Jad 4kl caas | 1

ooro |oozro

2 Yes, the PBA did this PBA J <3 Jad 4k (ans ; 2
3 | Yes, the PBA did this a lot Ll pBA QM guail s | 3 |
0 | No, the PBA did not do this at all 0O | S e PBA ) M Jaiv 38 | O

| 1 Yes, the PBA did this to some extent | K : L 2a JIPBA J) <l Jad ail (as | 1

l 2 Yes, the PBA did this O ; PBA JI <U3 Jab J& (i ‘ 2 |
3 Yes, the PBA did this a lot EEx il LLGPBA O i Jud il s 3

' 8) Used positive language: D e Loyl il Jaie 8

(0 [Nothesadidnotdothisatat || v epeAdiskaos| 0

[ 1 Yes, the PBA did this to some extent E Loaa JIPBA J) &l Jad S ans 1

| 2| Yes, the PBA did this O PBA J) dlli Jad 4kl (aai 2

[ 3 Yes, the PBA did this a lot i E] Lla PBA ) <3 Jad ail (aas 3

| 9) Overall, Was 'Customer Friendly": 109l pa 193 S e 5L 9
0 | No, the PBA did not do this at all O S e PBA J1 &l Jady ol 38 0
1 Yes, the PBA did this to some extent E Laa JIPBA JI &3 Jad 2l cans 1
2 | Yes, the PBA did this O PBA J 23 Jad 3kl (an 2 |
3 Yes, the PBA did this a lot O LLla PBA 1 &3 Jab dbl cani 3 1

oﬁn tethePBA | 9 ol _ | 3 | | 7

1. verall, rate the ol - | = | E | y i |

o AEAR I IR AT 31 1 R P

A) Greeting: 3 < g | | . S ot 0 [ i
INT: Circle a number > ‘ | — r‘f! ._:k Sl al) icaly
from 1-5 for ea!ch 1 2 3/4(5(5|4]3 2|1 il Gdy Ada JS1 5 11 (e i
ttribut t ‘ -
attribute, as relevan | g Q | Q jﬂi D" g } g _D_ Q Q |

B) Extent of C.ustorner 1} 1 2 3 4 | 5|54 |3 2|1/ &y eilllay su(a
Focus & Friendliness: ; g g E. Q _D_ g g Q g g

C) Soft Skills & |l 1| 2[3[a[5]|5]4 \ 32 1| <t ol (o
Telephony Skills : ’ gl e IS
Telephony Skills . D_ _D_ | E g g g [ g ‘ D_ g g | il Al
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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

|
|
|
|
J'

Ml G-l 8 Ja e jall 1 e Ll a) 2
Suaa dend gl piell -]
O Jaged g) Aadd gyl i (Blaie ple jlaiinl -2
Al e il e e -3

7.1 Information provided, Product Knowledge &

AhaY) a Jly il oo Ad ) ddadial) Sl glaal) 7.1

uestions wer sed

Cross Selling
1. PBA provided .sufﬂcient detai.l to the custIOf_ngr., witha | o gy o8 s IS i sl PRALY Jlaet 8
clgar .explanatton of (.he requmrements;f Ellglb.lllty : i..;';.'!/-_;‘-.a.d' |';:.I i..;:\!% ChaTiad) / Uayd pgtadd f il
criteria/ documentation needed for this particular b= Lo
product/service. o
0 | No, the PBA did not do this at all g MY e AUPBA JI Sl S | 0
1 | Yes, the PBA did this to some extent R Laaa ) 23 PBA JI Jad il caal 1
2 Yes, the PBA did this D JIpBA J) Jad Al (aad 2
3| Yes, the PBA did this a great deal O owS S5 SPBA I Jad Al i [ 3
2. PBA provided a clear and thorough explanation of the O g A S phadll e Jaliy mial g - pSPBA Jpaiadl 2
steps that shall follow in terms of: ;.n o adl
1) Process: : dalaal) &u_
0 | No, the PBA did not do this at all ad Y e dpBA S syl DS [ 0
1 Yes, the PBA did this to some extent ‘ E L sa ) &3 PRA ) Jad 2kl (aal 1
2 | Yes, the PBA did this O AUPBA J) Jab il i | 2
'3 | Yes, the PBA did this a great deal =l S JSS AIPBA JI e Al i | 3
' 2) Time taken: 5 13 Adesal) gl (2
1 0 | No, the PBA did not do this at all O By e APBA J) Jads &l DS 0
|1 | Yes, the PBA did this to some extent 4 Leaa Al PBA J) Jad Al e 1 1
2 Yes, the PBA did this D JLPBA J) Jad 4k (anl 2 |
3 Yes, the PBA did this a great deal D oS 05 dpBA () Jad ARl caas ! 3
3) Requirements (such a mentation): < (S aiiaeal) &} Stk (3
0 No, the PBA did not do this at all O B e AUPBA J) Jady o S 0
1 | Yes, the PBA did this to some extent X Lo 2 pBA J) Jad Al aal 1
2 | Yes, the PBA did this | APBA J) Jad Al aal 2
3 Yes, the PBA did this a great deal D oS JSS JUPBA (J) Jad Al o aal 3
3. tTg(e:':PBA was able to clarify any questions the customer o e (2 Al a §) uan s ke LUPBA IS0 3
0 No, the PBA was unable to do this O 3 JuipBA J) ety &l S 0
1 | Yes, the PBA was somewhat able to do this | e aa ) 23 Gad PBAY) £ Ui Sl can 1
2 Yes, the PBA was able to do this D 5 JadpBA J) £laialddl (ani 2
3 Yes, the PBA was very able to do this D S U8 0 JadpBA J) g laie) Al aas 3
N/A E\Ilntterviei:ceart::lChoose this option only if no g 2 mia e oA W 00 Un ) caipu ) J{;; _&lﬁ

4. The PBA was able to explain the points of L L o S %
differentiation and comparative advantage of the | fpialt Jualy Sy ) il 2 2y GIPBA I gl 23l 4
product/service (Versus offerings of local competing S(Adlial) Alaall & i) Ll M g pall JiEa) daaill
banks): |

0 No, the PBA was unable to do this E Al JaipBA J) plaies al (38 l 0

6
+



+ +
1 Yes, the PBA was somewhat able to do this ‘, D | el S5 JadpBA ) el L E 1 '
2 Yes, the PEA was able to do this O | 4 JadpBA Jl gl akl can 2
3 | Yes, the PBA was very able to do this O a8 JSS J JadpBA J) plaicd 4l i | 3 :
| Not applicable T T TR T .
N/A ; (Interviewers: Choose this option only if asking g G Ll g0 S TS I __;{-.;._m) s =

about a sgecific Eroductésgrvice

5. Please rate the PBA on each of these attributes: t el 038 pe daw Sl G, PBA 1 ad e 6lay 5
1) Effort to fulfill the purpose for which the call s - ;
) was made: e gl e g A ladl el Y (1
0 | No, the PBA did not make this effort/possess this D S Al sda Al Y [ 3¢l 13gs PBA ) aky ol L3S ‘ 0
| attribute at all iy |
1 i ;(oess,;rrfei’j:t:;de this effort/possessed this attribute E L da ) Aaudl o3n ey g0 / gl 3PBA ) o6 380 oni ‘ 1
2 ! ::-tsl,.itlr:t:BA made this effort/possessed this D Ao ol dhay or [ 3¢l 13PBA ) plh il (ol 5
;| Yes the PBA made this effort/possessed this ] JS dacall 234 iy g4 [ 3gatl 13gPBA ) pld Akl cani 3
| attribute a great deal ﬁé
= T
2) Extent of product/service knowledge: | tAaddl) [ milalls 48 aall sda (2
0 No, the PBA did not make this effort/possess this D e dasd) 03a Uiy Y [/ Mgl 1igs PBA J) aly al (38 0
attribute at all Y
Yes, the PBA made this effort d this attri oo A ks o Wyl
1 | t;ss‘;r:«” r:etn e this effort/possessed this attribute E | L B dad) oia iy b/ 2gall 3gPBA ) o8 il pes 1
v i i 2 * 2 = .
2 :::tsri;:wue :BA made this effort/possessed this O dondd 030 iy gh [ gl 1igPBA ) plh 1 cani J 2
| Yes, the PBA made this effort/possessed this 0] l SO Aad 23a iy 5 [ 3gad) 13PBA ) pl SR caa 3
| attribute a great deal &8
3) Cross-Selling effort/attempt made: e ) Jal e Al giall A gaall g J gdaall 321 (3
o | No. the PBA did not make this effort/possess this = I A Aacd) 030 D Y [ 3l Mgy PBA ) phy &l (S [ %
attribute at all I oY) |
Yes, the PBA made this effort d this attri G A it e |
1 t:Ssonfe exter:i e this effort/possessed this attribute [ | tas i oin iy g/ 3l 5gPBA ) o 2 opn i 1
Yes, the PBA made this effort/possessed this - ny e £ oge |
2 | cvaibesa O Aad) 23a Ay g ] 34l) gPBA JpE s | 2
5 | Yes the PBA made this eff ed thi s JSy Aandd) 03a Sllias g [ 342l 134PBA ) plE 2l n l .
i attribute a great deal | #
] Not Applicable } lE Pewrm L g i e R LA
| N/A | (Interviewers: tick this option only if cross selling was | D "J‘nT = .J “L :i& e “P"J) "', 12. ’ ,:’,-
( not possible due to the nature of your inquiry) | — (0 s A i cross selling J oS o J | w222
|
| 4) Provision d explanation in response - Al ; . ”
| to questions posed Ssaie o) o W ot R PR 1A
| 0 No, the PBA did not make this effort/possess this = o Aand) 030 by Y [ 3gad) 3¢ PBA J) aky o (38 | 0
attribute at all , 1 Y |
Yes, the PBA his eff: hi i 1 & :
1 !Qess;r:e Exter?;dﬂ is effort/possessed this attribute ‘ D | Leaa e oia dihiy o / sgadl 3PBA ) plS il i | 1
Yes, the PBA m his effo hi [ 2 ] 7 o .
2 b made this effort/possessed this | | i s3a iy g [ Mgl 13gPBA ) pl Al caa | 2
5 Yes, the PBA made this effort/possessed this | JS dacd) 038 Dy g [ 3gall 13gPBA J) a3 cani | 5
attribute a great deal ; 258 i
Not Applicabl | e ghdedd sl 13s o Lo aue o dalill) Gulaiy ¥ | 5
N/A | (Interviewers: tick this option only if no further O | = < =t & “fn 3 _:!’:" ; | =
guestions were posed) - | (el AL b g | Sy
7
+



B - - + +
- OO:?ra“‘ rate the PBA 8§ | | g | | §} | ; . [ | 3k ad PBA J ad e JS 2
A) Product knowledge & ng §[ | §’ i 3; % ‘F kF \\E‘ |‘E [ 1. : e g Al 1 el ﬁ
information/assistanc | & | < | g F | T el Uy Ak
e provided: ! ; : ! Neats
:NT: Circljanun;ber 1|2 i 3 ; 4 5 S 4 [ 3 £ i auliad) AB 0 e Sﬁh) sialy
rom 1-5 for eacl | 1 | Lkl Ghy .« Ad .
attribute, as relevant g i _D_ 1 E * g g ' _.D_ _g Q_ Q g 2 e ol
B) Cross Selling: P i 2 i 3/4|(5|5|4|3|2|1 Cross Selling (<
BO0O00gaaaao

Interviewers: Please ski

licable. Example: Interviewer
current account and there was no scope/almost no scope for cross selling)

about opening a

dia K A e Sia (S aly e s 23 Jga fan gy J g 2 gl Saall) A6 DL iy Y 131 «Cross Selling/os sl = j Y elay - gialll)

1

(Cross Selling ! W 2a J Jlaa

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

CLS " JladY) G Al 13) g 30 Ve e qual f
Gl ) Sl [ glsdy pala

8.1 Complaints & Grievances

Slallaill g o g8AN g1

1. PBA demonstrated active listening skills when the

Sy e S Lasie laplil) pLOLY) Sl e PBA J) ehl 1

customer was relaying his/her complaint: s el S5
3 | ves D ! | 3

If ‘no’, specify any additional comments here:

U Adlll Sliulad o) daa "TIS™ 1)

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

Allaill/ s Sl agil IS 2925 PBA JIp il 2

3 | Yes

ani | 3

0| No

O|a

w |0

If ‘no’, specify any additional comments here:

sha Adld) Sliulad g daa TIS™ 1Y

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

sl A e S rpanPBA Jposal 3

INT: i:::::ii:her yes or no for each of the focus areas> B B e (‘-;l-::
1) Complaint Resolution Process: o dallaa/ s dules (1
3 | Yes [ ans | 3
0| No O % | 0
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3| Yes O aai | 3
0| No O 3% | 0
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4. The PBA possessed adequate knowledge of the
complaint resolution process:
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of 1-5:
INT: Circle a number from 1-5 for each attribute, as relevant

| 0 | No, the PBA did not possess any knowledge O i ae SIPBA J dBuY 380
{ 1 | Yes, the PBA possessed a little knowledge O ALB 4 aWPBA U e i |1
|2 | Yes, the PBA possessed knowledge O 3ias PBA J dliay i | 2
{ 3 | Yes, the PBA possessed a great deal of knowledge D i pall S i »;':PBA J) by cans 3
5. Please rate the PBA on each of these attributes, on a scale | Bl e aa e I Ll Gy PBA JV pd isla ;LS
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experience for : | [ ) Sl e S |
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resolution process: ] 0| 0|0|0 i O O i O . oo | O AT
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H. Call Closing: ; Aalal)/Jua) slgil .3 |
C)PBA asked if he/she could offer further assistance [ ddlial 520 luaa agals JSaall a ilS / S 13 apA J) S I
to the customer: B i e

3 | ves E | and l 3

0 | No O | % |0
C) PBA thanked the customer and said goodbye: F Al A JBy G0 PBA J) 84 (D

3 | Yes i |

E I pes I 3
0 | No D XMoo
E)The PBA attempted to acquire follow-up ; L o
- s Gall cila J panll I Jalafm
information from the customer: | 0l g dad Ll BB (e
3| Yes O pa ‘ 3
5w B <o
} . i ‘Bl ’ | eas
| F) Overall, rate the ! - | B | =l & F E—- 12
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| closing: g a| 9| §|F ’ L ) eyl el
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G Questions related to complaints/ Grievances
H Call closing
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