dr/
e
b

| 1.  Name of Bank to which

| National Bank of Oman

- -
PROJECT: Money o
SHOPPER CODE DATA ENTRY | EDITING ‘ 1i SERIAL ITO.
Name | Number Name Number | Name ‘
LHo | { (1]0]3 |9 [&t
Ll a5  Gaad e glaall Jla Syl 3a
T I T ¥ i) ~
HEEEEE 1 |
'A.  Details of Call TV A Syl - |
| Bank Dhofar Jlida by !
Bank Muscat Li,, i I

o st

—

HSBC-OIB

|
| '
| Al

;,;‘j;‘;\ Al a1

call was made: | HSBC-0IB A Jlasyl
f Bank Sohar a2
‘ Other Bank Specify: . (33a) «al oy
2. Call Centre Number ] 4 }3 0/0]0/®; SVLaN Kpapdy 2
Date = Month Year | i | ¢ | o
3. Date of Call | ' L]~ - Jasy!
| 213 | ol |2]o2 k]| 2]o]1]3] | I eflen 3
P Hours Minutes _ | HEY 5 clelud)
. art Time to [ | | ‘ | I Jeaiyl s cdy 4
| g Q = | ’ : | T
5. Total Duration Call Hours Minutes ey el a1 iy gana .5
INT: FROM POINT OF ANSWER BY ‘ , | | O Ala¥) dal ) 1italy
PHONE BANKING AGENT | ‘ ' 2 ;EJ‘JM- ,_1_5‘ )
(PBA), UPTO COMPLETION 0 ‘ 0 D G o & b
OF PHONECALL) 1‘ . . (Aalsalt slg)
06:00-09 am zh=ll 4 09:00 -06:00
09:01-12 am ! cleall i 12:00 —09:01 |

6. Time Slot During which

(I I I | —

J—méﬂ'ﬂ}:\sﬁ 6

12:01noon-03pm 3 el 3 03:00-12:01 ‘Jladyl 4
call was made: ; <l gl 5 b 240 sl
BINT:  SELECT THE | 3:01-6pm S Ll 2 06:00 — 03:01 - .’ul)-ii.:l' ¥
RELEVANT TIME-SLOT, . ; ‘ : ek e
ACCEPT SINGLE ANSWER, | 06:01-9pm | e S09:00-06:01 | oA e gD
: e ddaly 4l
[ 09:01-1am all caalie ey 01:00 - 09:01
|
I 1:01-5:59am S ~lall L45:59 — 01:01
' B. Purpose of Call Jua¥) id
i ) 3 (D) gaadl ey
' General Enqui ‘ Query Code | (J3=d) 5+,
: e;a. Eng W.f. | Product Name: e il al) ‘ : i i
I regarding a specific | i amart | Skl Sty 1 o e e -1
: Product / Service Persora) loan friom Lism) (i | (5) 220 ena/piia
! 2. Application for a : roduct N Query Code (D3l S0 (@il ) ;
: | u ame: e i) e W
j ?ew.pmduc” : INT: (insert | e JaY) sdaly | | i I ik -2
1 ervice , from List) (i j (3)3e asiee
1 ; ' i < ‘
| 3. Complaints / | Complaint CoLtt:I:r}{INSERT FROM (A (a JRN) (5 985D e, |
Grievances ; i Al f 585 -3
4 Other - Please Specify Details: (Jamaldl 23a 4la. ) ‘ Uah 4 A
1
+




+

+

+

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

(IVR) 4ule Ul 435 gual) Ao alii il &

4.1Appraisal of IVR system:

T

Al U A5 peal) Aty S 2004 1

1. How would you rate the IVR system in terms of al e gle Tl 45 geall Aladuy) 2la a0 o) Sy s 1
Ease of navigation & user-friendliness? aladduy) y JAE A ggu
o | No, the IVR was not at all easy to use O St MY e Al Ll &0 peall Blau¥l ol 0% o1 368 0
| =
a MY‘
) Jgthe JLEM 32 M Ao i) 45 gl AaiasY ) Alai CAS cani 1
1 | Yes, the IVR was quite/reasonably ea se D o N g 1 J
5 | Yes, the VR was easy to use | E 150l Jun Al i 25 gl Alndua¥! pldai fS pai | 2 ‘
‘ ) \
3 Yes, the IVR was very easy to use } D alahao)  Tag Y o il 45 guall Tatul ol 8 igad 3|
2. How would you rate the IVR system in terms of ali e Gle il 435 goall LladuW! HUal ciias ) Sy a2 |
clarity of instructions? ‘ —— }
0 | No, the instructions were not clear at all 1 D Y | Je daa)y cladadl) S Al S| Q|
1 | Yes, the instructions were quite/reasonably clear n daaly Jgihe JSiy [ La da M) Silagladll CilS cani | 1 |
2 | Yes, the instructions were clear B dadly culS Ciladadl iaai | 2 :
i i faa Aol ¢ S Lol o i
3 | Yes, the instructions were very clear ‘ D 13y dadl g SIS SiladaTll saali | 3 .‘

[ B Greeting ) &
5.1 Greeting & Purpose of call Juaiy) (e paadl g qua 2l 5.1
1. Once you selected option ‘9’ on the IVR, 28 sec. Ui plhs 4"9" Jidall @ laad gal 1

P . PRI i\ oo AOTD OB( -c( | 1

(“To speak to a call centre agent, press (Mention "y J.SJ.._...,,. ~ ,-&JJ ) I*-_lc-.d gyl

9”), how long did it take for you to speak 3 gledl 3aa) | ATl Sl (e oS ("9 bkl / SYLSTY!

| toaPBA? seconds or (i PBA ae Zail
‘ INT: Specify duration in the space provided minutes) (Flnall dalecal) B 2 gl 2a) aly

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

option via the automated voice service

5agaa” Sl &5 Ja B Jaid J)pd) 130 e wgly) 1daly
(A Cpall dasi e " Jla)

2. Were you called back by a PBA? PBA Ji el Jlalisdel 5 8 2
3 | ves O pni | 3
0 No D “w | O
If ‘no’, specify any additional comments here: *Note to O 1oalll Laada® :la 1.,:!..4‘ Slidad o) daa TS
interviewers: This is not a mandatory field. Please fill in Aoy Clliadall daa pla; Lal 1 el 138 GlaY) Jia
any additional observations, if relevant. Otherwise, leave JS e tual 13 A4S U AlaY) J 0 W)y ALl i3
blank. This applies to this option for all future questions. AN Sllayl ddlada) < UAd)
3 | NA E iy |3
3. On picking up your call, did the PBA wish you, ‘Good e pall Al (Sl AGPBA Jl A8 b ddeleddl dai sl 3
morning/ afternoon/ evening’? £ paadl olisa famas
3| Yes X i | 3
0 | No O w< |0
If ‘no’, specify any additional comments here: I 1A bl Silialad o) daa TS 1Y) |
! l
4. Did the PBA greet you in the same language you | Aadl e gl Al s pBA I s, 00 4
selected through the IVR system? { fisle il 45 yall
3 [ Yes X |3
0 [ No O %[0

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

TUA Al Sliylad 51 daa <TIS™ N




+

D. Greeting

Ty

5.1 Greeting & Purpose of call

Jual¥) G o All 5 a1 5.1

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

()4l AL 5 i G GPBA Jla S4B 5

courteousness:
0 No, the PBA was not at all courteous ! D GkBY) e @l PBA U oS al S 0 ‘
1 Yes, the PBA was quite/reasonably courteous | D Jadha J800 f e aa 1 &I PBA I S cans 1 |
2 Yes, the PBA was courteous E G PBA J) S cand 2
3 Yes, the PBA was very courteous D 1 & PBA J) OAS cans 3
6. Rate the PBA’s greeting on his/her clarity & pace of

speech:

(0455 4edS = 50yl Giy PBA Ul cun a8 6

o

No, the PBA did not speak clearly & steadily

Jiie )y r sap PBA JI alsly al 28 0

1 Yes, the PBA spoke quite clearly & steadily

Jifelyryas Joda Sl [ e aa JPBA [l ASSL ani | 1

.
O
2 | Yes, the PBA spoke clearly & steadily X l Do)y ¢ panPBA J K5 i | 2 |
3 Yes, the PBA spoke very clearly & steadily | D \ JIe | g laa el g JSSGPBA ) A0 pad i 3 ‘
7. Did the PBA introduce himself/herself by name? TanVl ()asii e BPA Jl e Uo7
3 Yes E o5 | 3
No O x| 0
If ‘no’, specify any additional comments here: \ <Ua ddla) Glidad ) daa (IS" 1
\
8. Did the PBA then enquire after the purpose of your | flllall Ja 2 e eVl ol sy e BPA Jlpia 8 J‘
call? 1 |
3| Yes =N | 3 |
0 J No O 3% |0 I

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

. LA Al Ciliidad (o) 3aa (UIS™ 1) '

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

Sy 5 pual) Fguiall SIS Ja b i Jgudd) 134 o Gisla) 1aly

|
calling as an existing customer> : L.dts&.‘.‘f
9. Did PBA ask for customer details for the purpose of , el i jay g L el Jealith cepga IS 9
verification? | |
3 ! Yes E i | 3
0 No D “« | 0
NA | Not Applicable (N/A) ’ O k] .;.h‘!.,
— . - .
10. Did the PBA proceed to listen to (or probe for) the fallad [Jghs D (e Jludiu¥) ) plau¥) PBA J &G Ua (10
customer’s query/grievance/complaint? ol o8

E. Soft Skills & Telephony Skills

0 No, the PBA did not do this at all O by Je PBA J) & Jady al 38 0
1 | Yes, the PBA did this to some extent X Laa ) PBA J) &l Jab dil e
2 | Yes, the PBA did this O PBA J) &l Jad 4l cpui | 2
' 3| Yes, the PBA did this a lot O Ll PBA J) &l Jad dil cans 3
|

Adilg)) VL) S a9 Apead ) S gl 7 |

6.1 Hold Procedure

LY Gile) el 6.1

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

UsS) O A O lan O 1) iy Dt peA J Al s 1

t Y A i e y Jib "1y gllaall il gl e ilaa 58

on hold?
3 | Yes O i |3 |
0 No E “« |0 J
3




+ -
LE. Soft Skills & Telephony Skills | Al SYLTY) Gl g g dsad ) S ) 2
If ‘'no’, specify any additional comments here: i | <La 1;1..‘41 Sildalel o) daa JTHST L)
|
[ ' alal v
NA'| not Applicable (N/A) o Ghyy | Y
— =1
| 2. Did the PBA speak with anybody else prior to placing | foLaEY s idlaay Jd Al jedlae PBAJI WS a2
you on hold? I
0 | ves d pi | O
3 o = S| 3
r . - t
If ‘no’, specify any additional comments here: i (A ALl Cililed ) aaa JMTDIS™ 1Y) !
[
NA | Not Applicable (N/A) O ' by ¥ l |
INT: Answer this question only if the PBA kept you on hold | i Oa S RISPBA J) S 5 o A hid Jgd) 138 e gla) tdaly
for over 60 seconds ‘ | (% 60
3. Did the PBA inform you that he/she needs more time 1‘ | s e ety gl e yia iy x4l PBAJ el b 3
and apologize for the same? 1 : ¢ 5yl
3| ves ‘ X pai | 3
0 | No ' % | 0
If ‘'no’, specify any additional comments here: ‘ <L Audla) cllad ) daa TS 1)
‘ 1]
NA T Not Applicable (N/A ‘ O k! ‘ 3
6.2 PBA Attributes \ PBA J) <ilaw 5_2_
1. Select ‘yes’ or ‘no’ based on whether the PBA fulfilled i : TR . .
Gl - O e a3 "SE" ) "aad gl
each of these attributes: ) MRS s RRA D O v S anlt ol
1) Active listening skills: \ Jap il plaiul) O s 3 |
|0 | No, the PBA did not have this attribute at all O (DY) e PBA JI Al Jady o S 0
1 Yes, the PBA had this attribute to some extent D Laa JPBA J) 4L Jad Sil caal ' 1
2 Yes, the PBA had this attribute E PBA J) i3 Jab Skl cans 2
3 Yes, the PBA had this attribute a great deal O LG PBA J) <3 Jab skl caas 3|
| 2) Effective questioning skills: Judll o) gaia¥) S e .2 |
0 No, the PBA did not have this attribute at all O . JOBY) e PBA J) &3 Jady ol 38 0 l
1 Yes, the PBA had this attribute to some extent D Le 22 JIPBA J) 23 Jad 2i! cani 1 |
| 2 | Yes, the PBA had this attribute E PBA J U3 Jad skl ani 2 i
. | ?
3 | Yes, the PBA had this attribute a great deal D ; LlaPBA J) &3 Jad 2i can 3 1
| | 1
| 3) Confident: ' By .3 |
|0 No, the PBA did not have this attribute at all D by e PBA J) 4l Jady &l S 0
|1 | Yes the PBA had this attribute to some extent O e aa JIPBA J) &l Jab bl cani 1
!
2 Yes, the PBA had this attribute E PBA J) 3 Jad 3il (aas 2
3 Yes, the PBA had this attribute a great deal D LlapBA ) U3 Jad Al cant I 3
4) Professional: ! dijas 4
0 | No.the PBA did not_have this attribute at all O (DY) e PBA J) Al Jady ol DS 0
1 Yes, the PBA had this attribute to some extent | O] e 3 JPBA ) &l Jad ail cpas 1
2 | Yes, the PBA had this attribute X PBA J) U3 Jad il ami | 2
| . et
3 Yes, the PBA had this attribute a great deal i D Lalad PBA ) <l Jad JR) (aal 3
4
&



+

+ +
E. Soft Skills & Telephony Skills L)) SYLaY) S e g Apaid) S gl 7 |
5) Friendly: ] 33355
0 | No, the PBA did not_have this attribute at all =) DALY e PBA J) A Jady o) S 0|
1 Yes, the PBA had this attribute to some extent ' D Lo JPBA J) ld Jai dil cans 1

2| Yes, the PBA had this attribute K PBA J 3 gab il pu | 2|

| 3 Yes, the PBA had this attribute a great deal O - Ll pBA () <3 Jad 2l caus ' 3|

' 6) Used simple language & phrases: I } sy Jan g el Jarin) 6 |

0| No, the PBA did not do this at all g Y e PBA J) i iy S| O |

1 1 Yes, the PBA did this to some extent : D L i JIPBA J) 3 Jad dil cans ' 1|

' 2| Yes, the PBA did this X PBA J) ld Jad il cpui | 2|

'3 | Yes, the PBA did this a lot O | L pBA Jiﬂﬁ&imm—f] 3|

| 7) eo:tehr::;rst:iaémta:nug:: positive, friendly & « dany gayald gl ke (i  daal sl o Bilag .7 i

[0 No, the PBA did not do this at all SV e PBA J) 3 Jady ol S 0

[ 1 Yes, the PBA did this to some extent

b2 JIPBA J) 3 Jad Al s 1

omo0

| 2 i Yes, the PBA did this PBA J! U3 Jad ! (aai ! 2
"3 | Yes thePBAdid thisa lot  LcPBA S | 3
8) Used positive language: L) 4 S 8
0 | No, the PBA did not do this at all O Y e PBA J Al Jay ol 3 0
1 | Yes, the PBA did this to some extent [ D Leaa JIPBA JI U3 Jab sk (aas 1|
2 Yes, the PEA did this . E | PBA J) U3 Jad 2 (ans 2 i
3 | Yes, the PBA did this a lot : D Llad PBA ) <U3 Jad 2&] can 3
9) Overall, Was ‘Customer Friendly': ' 1093 aa lagay S als JS0 .9
0 | No, the PBA did not do this at all O Y e PBA J &l Jay 38 | Q
1 T Yes, the PBA did this to some extent D s JIPBA J) U3 Jad adl caal 1
|2 | Yes, the PBA did this | R | PBA J) & ok il pui | 2|
|3 | Yes, the PBA did this a lot O Ll PBA J) 3 Jad il aal | 3|
5 . [ o T o]
! : S_r‘::efa”- e - § g -§E ‘ 8{ I‘E - |F I{ ! |‘E .b. (e lad PBA Ul ad e KL 1
‘ A) Greeting: 3 & 2‘ | " ; E 12 E : i | o i gf" (! ,
INT: Circle a number ‘ . ! ‘ ._,.....L.:m ,.I{l! u.!s 5l ad) :daly !
tpireet [ 22T2lalels]alala] 1] whislduiodis
| ' O 00RO O0O0000) |
| B) Extent of Customer 112 3|4|5|5(4(3|2(12 A gl g g L Alda Yl sae (|
Focus & Friendliness: __D_ ! _D_ E ! Q , Q | Q | Q [_:I_ ! g Q‘
| ) Softskills & - 1 ‘ 2|13|4]|5 5 4/3 )21 Sl jlga g Adiidl) Sl (&
e QIQEQiQ'QQQ‘DD‘ =t 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

MJlalyl G-l OIS Ja e jall 1 e LlaY) aL)
Buda ded gl xiie b -1
e il gl A ) e Blade ple jludil -2
Al e jal 22 -3

7.1
Cro

Information provided, Product Knowledge &
ss Selling

A g Jlg giial) o Adjaal) ddadiall Silaglaall 7.1

1. PBA provided sufficient detail to the customer, with a o maly o ae el S Cilaglas PBAJ) el il 1
clear explanation of the requirements/ eligibility T A e e e SR W o
; : . e llfmaiall 1agd da 330 Solaiiieall /o dla gall uleall [ Sllianal)
criteria/ documentation needed for this particular gt Bl Say e -
product/service. s
0 | No, the PBA did not do this at all O kY e APBA J) Jady Al NS 0
1 Yes, the PBA did this to some extent D Leda JI &3 PBA JI Jad Al caai 1
2 | Yes, the PBA did this X AUPBA J)Jad Al | 2
3 Yes, the PBA did this a great deal D oS JSS dlpBA ) Jad Al canl 3
2. PBA provided a clear and thorough explanation of the O g A Sl gdaall e Jaldy medaly 7 3 2PBA Jl il 2
steps that shall follow in terms of: Cua e A
1) Process: s dglaal) o (1
0 | No, the PBA did not do this at all O Y e dIPBA J) Jaky ol S 0
1 Yes, the PBA did this to some extent D ‘ Leaa ) 23 pBA J) Jad 2kl cans 1
2 Yes, the PBA did this E JUPBA J) Jad sk (pal } 2
| 3 Yes, the PBA did this a great deal D S U5 JUPBA J) Jad Al (ol 3
| 2) Time taken: _g.....n < gl (2
[0 No, the PBA did not do this at all O SBY! e ApBA JI Jady ol S 0
1 Yes, the PBA did this to some extent D Lo 3 pBA ) Jad Skl ¢ aal 1
2 Yes, the PBA did this E JUpBA J) Jad A ¢ aal 2
3 Yes, the PBA did this a great deal D S JSA ANpBA ) Jad Ak caal 3
3) Regquirements (such as documentation): i f(Sa)akiaaal) ‘it.) Slallaia (i
0 No, the PBA did not do this at all -] Y e JUPBA J) Jaks ol S 0
1 Yes, the PBA did this to some extent D Loaa I & pBA 1 Jad akl caai 1
2 Yes, the PBA did this E JALPBA J Jad Akl (ans 3
3 | Yes, the PBA did this a great deal O oS JS5 dIPBA J) Jad Al caai 3
3. EZZ-PBA was able to clarify any questions the customer 53 im0 ALY a4 e Sl GPBA S 3
0 No, the PBA was unable to do this D 3 JadpBA J) aliiey ol 3S 0
1 Yes, the PBA was somewhat able to do this O L a1 23 Jad PBAJ) £l Sl anl 1
2 Yes, the PBA was able to do this D Q13 JadpBA J) il aal 2
3 Yes, the PBA was very able to do this E S JS ) JadpBA J) glhaied dR caal 3
Not applicable e bRl el i mal o daldl) sk ;
. ; ; < - - aall 1 : A1) (adaiy Y F
N/A | (Interviewers: Choose this option only if no g clddde e A | g M
yestions were posed ==
4. The PBA was able to explain the points of . X ——
differentiation and comparative advantage of the friiall Jiaify joad Al Gliall 7 o GIPBA Jlpllaiul adl 4
product/service (Versus offerings of local competing S(dlia) el S il Lgasli Sl g all Jida) dazall
banks):
0 No, the PBA was unable to do this ! <3 JadpBA J) Al 38 0

TR



+ +
1 | — - .
1 Yes, the PBA was somewhat able to do this : D [ Lo Il JadpBA J) gt 2il el | 1
| 2 Yes, the PBA was able to do this 'O | I3 JuipBA J) pUaiudill ani | 2
E Yes, the PBA was very able to do this ’ D | 28 Sl A JadpBA )l plaiad A aal | 3
1‘ Not applicable | e Jw g daib il 13a 5l - Salll) By Y : 5
7 M (Interviewers: Choose this option only if asking | O Lememap o) S i el B
about a specific product/service =
Please rate the PBA on each of these attributes: l f (Oladl o3a e dan SIEyPBA Jladicla 5 ‘
| 1) Effort to fulfill the purpose for which the call .
aiyl ¢l | ulad IS (1
P—— | 25 oa Al (aiadl sl J ( J
0 No, the PBA did not make this effort/possess this | 0 ‘ e Aandl sda Al Y [ 3ad) Mg PBA J) aks ol 38 0 {
attribute at all Sy 1
Yes, the PBA made this effort/possessed this attribute 2 R o " e T
! to some extent B | Laa it sty s/ el 4PBA U)ol e 1 |
2 Yes, the PBA made this effort/possessed thls D Aol 038 iy 90 / 3g 1igsPBA ) ol o] can | 2|
attribute |
3 Yes, the PBA made this eff sessed this D JE Al 03 iy ga [ 3gal) 13 PBA J) a8 AL cans 5 |
attribute a great deal ﬁ
2) Extent of product/service knowledge: tAaddll [ miially 43 aal) sda (2
' No, the PBA did not make this effort/possess this j 5 Aand) 23a Ay Y [ 32l 1345 PBA J) s al (S |
g | Mo O ol B
attribute at all ‘ _Skky) |
Yes, the PBA made this effort/possessed this attribute | o L el oy R et
! | to some extent OO | s hdediindlhiy g/ sl 133PBA JI pld sl opus 1
| Yes, the PBA his eff hi ‘ 1 W
5 a:tsritb :te made this effort/possessed this E deanall 30 BBy 90 { 3ot 13PBA ) pll S s 2
3 Yes, the PBA made this effort/possessed this ml Jod Aad) ola Ul ga [ 4l 13EPBA J)pl el 4
attribute a great deal . = i
3) Cross-Selling effort/attempt made: e Al Jal e Al gdaad) Al gaal) gl J gl gl (3
0 No, the PBEA did not make this effort/possess this X e Aad) 038 Al ¥ [ gl igs PBA J) pbs al (S | 0
attribute at all BB
Yes, the PBA made this effort/possessed this attribute 2l TR S e A
. to some extent O | b aadioimdiy /syl '_+.PBA J Al Sl cans 1
) :f-ts;-igftePBA made this effort/possessed this D Tacal 0ih Ehiay 00 [ 343)) 1igsPBA I pll S (i 5
3 Yes, the PBA made this effort/possessed this j D ! S e oda Sy ga [ 3ol 1I3PBA ) a8 il can 3
attribute a great deal i 1 #
\ Not Applicable , Sy 13 s W ..
| N/A | (Interviewers: tick this option only if cross selling was | [:] st s e date iy ol pfialdh) Gl =

(2l s Rz iy USae cross sellmgu',&ga-..-r | ki

| not‘gf)ssmle g_jue to the nature of your inguiry) |
' 4) Provision of adequate explanation in response
to questions posed

da g ol Al e 1a (gl 7 80 i (4 |

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

S Aad) 230 Ay Y/ Ml 13 PBA J) ply ol S |

(Interviewers: tick this option only if no further

guestions were gosedll

(Gl Tl 7 o Hia (S | iy

0 attribute at all O ey | 0 ,
Yes, the PBA made this effort/possessed this attribute T T i i R o s

1 to some extent O | boss 0l sty s/ 3l 16PBA J) o il on | 1
Yes, the PBEA made this effort/possessed this f

2 | attribute X Lo oia Ay 0 ] g2l igiPBA Ol i omi | 2

s | Yes, the PBA made this effort/possessed this D S danddl 03 ey 5a [ M) 13 PBA J) a0 Sk can |
attribute a great deal 2 | 3

L ' TR T L = wy e ee RN a1 s af N

NO! Appllgabig D j i J*—'b P _}»-._.‘-:.a' 138 Je e aa -J}"*‘u‘) Gabals Y ¥




+ + +
2. g:_erall, rate the PBA ¥ % N -§| : [ - | | ollld PBA J a8 le X 2
A) Product knowledge & né; “3 Ei l §i ‘ %'J l;E |E )T |"E e /Sl 1 —F

information/assistanc | 3| < | | & | " = a_.—.\.....,uj.,_f‘l
e provided: : | . Lgeai
INT: Circle a number 1 2 3 i 4 | 5 I N 4 3 2 1 ndiad oD o iﬁb) sty
from 1-5 for each sl b1 . .
attribute, as relevant g Q E'g|_D_IQ Q|_D_ gg Rl A 0 Dt 1
B) Cross Selling: 1 213|445 ! 5|14 (3|21 :Cross Selling (<=
X O0aagoaggg

(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 se!lingj

Lia oS al/ Mo Sllia oS a1y 5 s

'r)...’)n.._.:..xﬂ;.l Ju.a J.I.‘.l.

¥ 13l «Cross Selling/ = aidl) 7 i ¥ ela o gialill)

(Cross Selling ! e 2a ) Jlas

G. Answer this segment if the ‘Purpose of Call’ was to S " JlaiY) (e A" 1Y) s el 1 e qual g
express customer Complaints/Grievances: Ol Slallss $ 83y ald
8.1 Complaints & Grievances i Slalladl g o glSAN g1
1. PBA demonstrated active listening skills when the i 83 a0 S Lavie Jap il LY O e PBA ) ekl 1
customer was relaying his/her complaint: ol 4S5
3| Yes O 3]
0| No O 2| 0 I
If ‘no’, specify any additional comments here: ‘ TUa Adla) cAllad o) saa THS™
2. PBA made a concerted effort to understand the ! | 1 | el L
: R s sal
complaint/grievance: ’ [ pUED e Sl pail S Jpwe PBA N ol 2
T
3| ves 0O ani | 3
0| No O 26| 0
i If ‘'no’, specify any additional comments here: 1A Lol Ciliglad g) daa (MTIS™ 1)
3. The PBA clearly explained each of the following to the ol ) e JS £ aian PBA Jpoiadl 3
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