M

+ +
PROJECT: Money
SHOPPER CODE | DATA ENTRY | EDITING : f SERIAL NO.
| Name Number _[ Name | Number | Name Al
ng | | | 1/0/5/1]0
AL SN ] 34 | Sl slaall St [
| ,é)ﬂl ?_\J-u ;..i)ll " sl P;)“ } sl
BN [ { |
A. Details of Call | JuaiY Al Jinalds -|
| Bank Dhofar 0O | ik Ly
. | Bank Muscat D BRI i
| ,
. i Aaadl il 1 Sl
I 1. Name of Bank to which | Iatisnal Bank arimsn ‘ D e PP\ U A PO |
} call was made: | HSBC-0IB | D HSBC-0IB < g Jlasyl
i Bank Sohar D Jaa dly

. | :

| Other Bank Specify:__Ahli™ Bdn)C (o) e pil ol

' ;

| 2. call Centre Number 24{ 7}{ 7'—} ’ DYV By 2

[ Date | Month | Year ‘ ) [ gl [ agad

| 3. Date of Call \ | - i) aa

F 218 | ol4 [2]o]1]4]2]0]2]3] | i i

! . Hours Minutes el i Slelud) o )

[ 4. Start Time to Call / ‘ ) ) ‘ ? | r | ety e 2dy 4
5. Total Duration Call Hours Minutes i | Sl L) (JeaSY) g f gana 5
INT: FROM POINT OF ANSWER BY | . O Ay dal G aly

PHONE BANKING AGENT S A
S
(PBA), UPTO COMPLETION ) ic) 0 6 ' | e J‘:" J"‘
OF PHONECALL) } ‘ (Al sy
06:00-09 am I i gleall 4 09:00 -06:00 |
09:01-12 am O gl f12:00-00:01 | o oo

\ ! : : ' - { Jeaa gl igllis @ 6

| 6. Time Slot During which | 15.01500-03pm X i el 3 03:00 -12:01 | - Y 4

‘ call was made: chgll 55 gl sdaly

| BINT:  SELECT THE 3:01-6pm D S eledl 5 06:00 — 03:01 | PR et .t' ’

| RELEVANT TIME-SLOT, e . = 7oy

ACCEPT SINGLE ANSWER, | 00:01-9pm ' O : sludl i 09:00 — 06:01 Il Juad : :;l w.\u‘l
09:01-1am | O |0 st = 01:00 - 09:01 I

|

| 1:01-5:59am O | sW e i5:59 -01:01

' B. Purpose of Call ' Jualy) A o

‘ . () 3d Ga
1. General En Query Code (J J |

. S Product Name: e Wil aal) | ) . ;

, regarding a specific i R i e ale I | |

= Product / Service INT: (insert | O J&3) 1ol | ( PO ;

- g rconal Loall|  from list) (4adldll §)mas ot |

. Application f Query Code | (J13=dl Joy
2 Nzan;?:g:ctolra Product Name: — (dall a) . _ .
Egri INT: (Insert | (= Jad)) taly Pl

sl ‘ from list) (Aaddt (3)2a Aaai/ail

3. Complaints / Complaint Code (INSERT FROM (A G JE3) 5 585D Say
. LIST) ‘ i X

Grievances \ aliai [ 5485 -3
4. Other Please Specify Details: (i) 23 £l ) J bt 1
1



+ +

' C. Appraisal of Interactive Voice Response (IVR) (IVR) Aule i) 45 geall Asladoal) Uil andl &

| system:

' 4.1Appraisal of IVR system: i Al U 45 peall A pl a4 1

| 1. How would you rate the IVR system in terms of E Ll e Ule Uil 45 poall Llaril) Sl o0 o) SliS CaS 1

! Ease of navigation & user-friendliness? I $alaaiutl y Jaml Al ggus

. o | No, the IVR was not at all easy to use ' 0 e FAIY! ol bl 45 puall Atpieelf) pllii Gyl S |

— T =

| 1 Yes, the IVR was quite/reasonably easy to use D it g o} SRS st Aadl ,_m_'._u - 1

L~ | 2l S

i 2 | Yes, the IVR was easy to use l =R LY g e ) 45 ol B pL IS pni | 2
O

3 : Yes, the IVR was very easy to use

A1) b iaa S dle il 45 pall Blaiul) QUi oS aai | 3

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

L
JL‘-.:.‘.J_')."_-!:"-'":\._-J I laday! U Caiead o L€ y—as 2

?;l.‘“.—y || - -
sall = gy

0 | No, the instructions were not clear at all

DY) e dadly Shadadll G Al (S |

1 | Yes, the instructions were quite/reasonably clear

daualy Jgahe JSS [ e da M) Cladadll SIS caas | 9

OR0O0O

[ 2 ; Yes, the instructions were clear da) g IS Silaglaill cans ‘ 2
| 3 | Yes, the instructions were very clear i dadl g cilS ol caas J 3
' D. Greeting a il &

5.1 Greeting & Purpose of call

Jual¥) G a all g G 311 5.1

1. Once you selected option ‘9" on the IVR,
(“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)

o Jec.

"N

J - ‘J‘iﬂj._-""lj—'-j 1

S e i pa pea ASELY) Ao L) 45yl

i i a7

| g gl 3aa) | iyt S gl (e oS ("9 daiaial / SYLTY)
) ¢ Suaaill
(& PBA &

(Fdaaal) dalecal) & 25l 2a) s aly

INT: Answer this question only if you selected the ‘Call back’
option via the automated voice service
2. Were you called back by a PBA?

Baglaa’ Jladal LA Jla A Bié J gl 1 e Gigly) el
H AV Cipeal) Ladi e " ey
TPBA Jd el JlaiVisdel 5 a2

3| Yes O i | 3
0 | No O | % | 0
If ‘no’, specify any additional comments here: *Note to L iosall ABade* TUA Adld) Slidad 5] aa TS 1)
interviewers: This is not a mandatory field. Please fill in Adlay) ciliadiall saa cpla el 3 el 138 LlaY) Jis
any additional observations, if relevant. Otherwise, leave JS e taad 1 A A AlaY) 851 Y)y Alall D03 ,
blank. This applies to this option for all future guestions. A Slayl Adladall S LA |
) 4 = |
PR .
3 |NA X A3 |
| 3. On picking up your call, did the PBA wish you, ‘Good gy al) Flea” ol AGPBA J aU U ddelad) ad ) sl 3
’ morning/ afternoon/ evening'? ) elise fuas
| 3 ‘ Yes =R i | 3
0 Ino d % | 0
‘— If ‘no’, specify any additional comments here: sUA Lol Cliylad o) saa THS™ Y |
\ |
| 4. Did the PBA greet you in the same language you | Adaduyl plai A LS Aal A dalll el PBA J ey a0 4
selected through the IVR system? | fale i)l 45 pal
3 Yes E ‘ |3
If ‘no’, specify any additional comments here: LA Lo Clilad o) daa (THIS™ 1Y
2
+



+

+

+

D. Greeting

s il S

5.1 Greeting & Purpose of call

Juai¥) Ga paall g A1 5.1

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

(1)ag ASLL 5 ial W PBA Jl o S aB S

courteogusness:
0 No, the PBA was not at all courteous j D | B e 3l PBA J OSs Al i3S | 0
1 Yes, the PBA was quite/reasonably courteous D Jake J850 fleaa B @I PBA JI S and 1
| 2 Yes, the PBA was courteous | E i PBA J) S cani 2
|3 Yes, the PBA was very courteous O i3 3 PBA J) S (aa 5
é 6. sRs;:ct::e PBA's greeting on his/her clarity & pace of J (xS - gngb iy PBA Jumsiod 6
! 0 No, the PBA did not speak clearly & steadily D Jife)y £ s PBA J) alShy &l (28 ' 0 !
: 1 Yes, the PBA spoke quite clearly & steadily D ! JIEe )y sy Jodha JSl [ aa JAIPBA J) a5 can 1
2 } Yes, the PBA spoke clearly & steadily E ; JIe) g £ 92 3PBA ) alSS cpal 2
| 3 Yes, the PBA spoke very clearly & steadily D JIse) g laa gl g JSAPBA ) Al caal 3
7. Did the PBA introduce himself/herself by name? ‘ ol (il e BPA Ve a7
| Yes E o E
| No O | 3 | 0

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

LA 8ol el g1 aaa ST 1

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

flllall e pe adiu¥l olb aay e BPA JIplE s 8

call? ‘
3 | Yes X i3
O | No O w|[0 |

If ‘no’, specify any additional comments here:

LA Adla) Slilad (o) das (IS™ 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?

ey ) Gt S Jn 3B Vel VA o i) |

9 |

S i o P A pall Jaealill) (e PBA U Ul s

|
|
]
-
|
|

3 | Yes K | 3
0 | No O % |0
N . b
|~ | Not Applicable (N/A g BabY | ‘ii

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

Ji 03 I (0 siia) ) gliu¥) PBA J) &G Ja .10
LTI O

0 No, the PBA did not do this at all

@AY e PBA J) 3 Jady o 38 0

1 Yes, the PBA did this to some extent

L2 J PBA J) i Jad dil oal 1

2 Yes, the PBA did this PBA JI <l Jad il aas 2
| Yes, the PBA did this a lot . Lla PBA J) &3 Jab il i | 3
E. Soft Skills & Telephony Skills dadilgl) SN S g dsadld) S gl 7

—|0/R OO

6.1 Hold Procedure

SN Gl el 6.1

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

| S Cas A D L0 IS 5 o) iy " pBA J AL e 1
O UTY) Da i Sy S "0 plladll e gledl e Claa

on hold?
3 Yes E . ani | 3
0 | No O | 3| 0 |
3 |
+



+ + +
| E. Soft Skills & Telephony Skills Al ST Gl jlga g Asad ) O gl
i If ‘no’, specify any additional comments here: ‘ sUa Adld) Slidad o) daa TIS™ 1)
| \
{
NA | Not Applicable (N/A) O =T
2. Did the PBA speak with anybody else prior to placing P e Sy Jd Al padlae PBA A 2
you on hold?
0 Yes D i | O
T
3 No E w56 |3
| If ‘no’, specify any additional comments here: (LA Aol Sliidad o) dda "TOS™ 1)
\
N2 1 Not Applicable (N/A n Shy¥ (¥
[ — ﬁi—.‘h’
INT: Answer this question only if the PBA kept you on hold O AS) JEITPBA J) S5 Ja b Jak ) 1 e igla) tdaly
for over 60 seconds 3 (1__,;1_‘, 60
3. Did the PBA inform you that he/she needs more time [ ol oo Nely i el & wadl PBAJ el s 3
and apologize for the same? LW
3 Yes E ani | 3
0 | No O % | 0
If ‘no’, specify any additional comments here: la Adla) Sliudad g) daa S 1) i
NA | wot Applicable (N/A) D iy ¥ !
6.2 PBA Attributes i PBA J) e 6.2
1. Select ‘yes’ or ‘no’ based on whether the PBA fulfilled i i i i e : ’
| SSilaaall a2 Aa J sl J._x "N g "and" pal
each of these attributes: - O LR EAPRA L O g it

' 1) Active listening skills: | il plauy) O e 1
| 0 No, the PBA did not have this attribute at all [:] ' DY) e PBA J) 1 Jady ol S i 0
; 1 Yes, the PBA had this attribute to some extent D Losa JIPBA J) 3 Jad 3Bl (ans 1
' 2| Yes, the PBA had this attribute =« PBA J) i Jub il o | 2|
3 Yes, the PBA had this attribute a great deal D ‘ ﬁ PBA J i Jab i) (pns I 3
2) Effective questioning skills: Jladl) o) gaiesty) ;.: s 2 |
0 No, the PBA did not have this attribute at all [ D (DY) Je PBA J) 43 Jady ol (38 ?
1 Yes, the PBA had this attribute to some extent i D b aa JPBA J) <l Jad al o pal 1
2 Yes, the PBA had this attribute i E PBA J' <3 Jad 4 (el 2
3 Yes, the PBA had this attribute a great deal D LlapBA J Il Jad 3l can 3
3) Confident: &y.3
0 | No,the PBA did not_have this attribute at all 0O PUaY) e PBA ) i s al S| O
1 Yes, the PEA had this attribute to some extent D L aa JIPBA J) &l Jad bl (pas 1
2 | Yes the PBA had this attribute B | PBA JI i Jab Akl (ani 2
3 | Yes, the PBA had this attribute a great deal O LLSPBA J) 415 Jad 3l ans 3
:1 4) Professional: “ o fas 4
0 | No, the PBA did not have this attribute at all O DY e PBAJ Wi g S| 0 |
3 | Yes, the PBA had this attribute to some extent [ D Le s JPBA ) 3 Jad ail cans 1 :
2 Yes, the PBA had this attribute [ O PBA J) 23 Jad Sl can 2
3 Yes, the PBA had this attribute a great deal E Ll PBA J) 13 Jad 4l (al 3
4
+



- +
E. Soft Skills & Telephony Skills ! Adilgl) CNLaY) Sl gy Apad ) S gl
| 5) Friendly: : { 2349 .5
| 0 | No.the PBA did not_have this attribute at all ! O | B e PBA J M Jadsal S| O
1 Yes, the PBA had this attribute to some extent | D ‘ Le 2o JIPBA J U3 Jad ahl (aai 1
2 | Yes, the PBA had this attribute | R | PBA J) &l Jab skl (ol 2
3 Yes, the PBA had this attribute a great deal D Ll PBA JI 23 Jad 4l ani 3
6) Used simple langua hrases: i ! Angess Jan g ShalS Jaain 6
0 | No, the PBA did not do this at all a SV e PBA D i Gk S | 0
1 ! Yes, the PBA did this to some extent D L sa JPBA J) &3 Jad sl Lo | 1
2 | Yes, the PBA did this ] | PBA J) &3 Jab i p 2
3 | Yes, the PBA did this a lot | 1 Ll PBA U L Jad il ani | 3
7) é:ﬁzihzszzg?::e? positive, friendly & \ oadan g 529 813 5l ople JS (e plal e Bilay 7
0 | No, the PBA did not do this at all O | Y e PBA J) &S Jady ol (38 0
1 Yes, the PBA did this to some extent D 1 L s JIPBA JI &l Jad il (i 1
2 | Yes, the PBA did this | | PBA J) <l Jad 3kl (an l 2
3 Yes, the PBA did this a lot O Ll PBA ) 213 Jad Al cau 3
8) Usedpositivelanguage: e Sl g
0 | No, the PBA did not do this at all O GRY1 e PBA J i Jady ol 38 0|
1 Yes, the PBA did this to some extent D ! L JPBA J) 3 Jad 2kl (i 1
2| Yes the PBA did this a PBA J) &3 Jad ail cpui | 2
3 | Yes, the PBA did this a lot y i Ll PBA ) 15 Jad 2kl «aas 3
9) Overall, Was ‘Customer Friendly": 1og ) pa lagas S ke JS4 9
0 | No, the PBA did not do this at all O Y e PBA J) &3 iyl 3S | 0
1 [ Yes, the PBA did this to some extent D Lo JIPBA J) D Jad ab s | 1
2 f Yes, the PBA did this E PBA J) U3 Jad okl sl : 2
3 | Yes, the PBA did this a lot 1 O | LG PBA J &l Jad sl i | 3
1. Overall, rate the PBA | §’ ] ol @ { '§" E | . | P
on: | §E g% <! tf b IT ﬁ ass LA PBA J o le JL5
A) Greeting: | g | g | "™ s : o A
INT: Circle a number ‘ iall A2 01 e 510 aa) 1lal
fromisforeach | 1 | 2 |3 /4 5|5 /4/[3 21| 4k dels5 10
attribute, as relevant i Q_ : g g E g g Q g | _D_ g
B) Extent of C.ustor-'ner ‘ ' 1 i 2 } 3 4 5 l 5 ; 4 3 2 .| Aua ol g o 93 U LAY (saa (o
L Focus & Friendliness: Q : Q 1 _D_ _D_ E. | g | g _D_ Q g
C) Soft Skills & 1 |2|3|4|5|5|4(3|[2]1 Sl g g Adnidll Sl el (&
Telephony Skills Q g | g ‘ g E ‘ Q 1 g _EI_ g | _D_ iyl e Ll
5
+




F. Answer this segment if: [ Olaiy) - l1" S Ja el e LY ) -
A)Application for a new product/service: | (RYLE DXEQ I PN |

b) General enquiry relating to a specific product, ‘ Opna Jagad gl Aead oiay Glaia ale jlaiial -2
service and/or facility: ‘

c) Other purpose of call ‘

+ + +
|
| LSl e Al 2 -3
|
|

7.1 Information provided, Product Knowledge & | & s < s -

1 . . | gthaay) ) g zadal) (e Ad mall cdadkall Sl |

| Cross Selling J il Jagiladloe Al ¢ inall 7.1

| 1. PBA provided .sufﬂaent detal.l to the cust.orﬁgr., with a o gy 5 s s A gl PRACY st a1

| clear explanation of the requirements/ eligibility TR TS LNy Wfm i

| L . ) i Laaallfmiiall 13gd 4 o) Silafieaadl [ Als padl ulaall / lllalldl

g criteria/ documentation needed for this particular \ = faaas

| product/service. j e

| 0| No, the PBA did not do this at all O | Y e ApBA J) Jais al S | Q

| 1 | Yes, the PBA did this to some extent O | Lda ) &l pBA J) Jad al caas 1

|2 | Yes, the PBA did this K | ipBA J e il | 2

|3 | Yes, the PBA did this a great deal O onS JShy SIPBA ) Jab Al i | 3
2. PBA provided a clear and thorough explanation of the O Al S pladll e Jally mealy 2 p3PBA Jpadaill 2

steps that shall follow in terms of; (S e ad

1) Process: ‘ s Aslall (1
0 | No, the PBA did not do this at all O BUEYI e IPBA J) Jady al S 0
1 | Yes, the PBA did this to some extent O L 2a ) &3 PBA J) Jad 3kl ipai 1
2 | Yes, the PBA did this O SUPBA ) Jad 4k (pas 2
3 Yes, the PBA did this a great deal ' E onS U85 AUpBA ) Jad Akl (el 3
2) Time taken: | A 4 (2
0 No, the PBA did not do this at all O Gk e AUPBA J) Jads & 38 0
1 Yes, the PBA did this to some extent O Le2a )2 PBA J) Jad ol i 1
2 Yes, the PBA did this D JLPBA ) Jad Akl (s 2
3 Yes, the PBA did this a great deal E o LS ApgA ) Jad 2k aas 3
3) Requirements (such as documentation): () aeal) Jia) iillaia (3
0 No, the PBA did not do this at all D BbY! e ApBA J) Jady ol S 0
1 Yes, the PBA did this to some extent O Lda 3 PBA J) Jad Al cpai 1
2 Yes, the PBA did this D JUPBA J Jad skl (s
3 Yes, the PBA did this a great deal E S JS5 GPBA ) Jad Ak ¢ aal 3
3

The PBA was able to clarify any questions the customer
had:

No, the PBA was unable to do this

Op P e Al ALY e ) muea g e EPBA Sl 3

i3 JadpBA J) paieay ol (38 0
Lo aa 1 &ll3 Jad PBAJ) it Sil caas 1
3 JadpBA Jl plaied ! caal

| Yes, the PBA was somewhat able to do this

0
1
2 | Yes, the PBA was able to do this
3

0 |RO0O0

Yes, the PBA was very able to do this S JS A5 JaBpBA J) g i) A caal 3
|t anucane . . £l o A s Ve ) o al) Y | Y
N/A | (Interviewers: Choose this option only if no [m_‘gﬁ =
yestions were posed ——
4. The PBA was able to explain the points of S . o
differentiation and comparative advantage of the fial) Jcally 5 ) diall £ 0y JPBA Jl pllaiad i) 4
product/service (Versus offerings of local competing (Adliadl dalaall O gl Lganii N a g adl i) dacal)
banks):

3 JadpBA J) palawy ol (38 0

0 | No, the PBA was unable to do this

X



Not applicable
(Interviewers: Choose this option only if asking

N/A

Ny

_')QJ\... a_,.l.n.l.! n..'n.".A).; P—‘)J—A—Ij;

It-’.

+ +
| 1 [ Yes, the PBA was somewhat able to do this ! O Lesa 3D JadpBA J) pliaied b caal I 1
| - " @ |
| 2 Yes, the PBA was able to do this D Al JaipBA J) pllaiuldl canl | 2|
3 Yes, the PBA was very able to do this n oS JSS 1) JadpBA J) plaiud dkl caes 3

abgu; a sgegiﬂg Ergdugtéggwicg

(it |

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

‘Silanddl .._‘.:\_,.3....__',5'.45, PBA u‘;n.j.l-a‘._'_n‘; .S

' 1) Effort to fulfill the purpose for which the call
| was made:

(Juai) )9 Ga g A (ikadl gl S (1

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

A Aandl 23a dliy Y [ 32l 134 PBA J) ply &l O3S |

attribute a great deal

| ¥ attribute at all D Py | 0
Yes, the PBA made this effort/possessed this attribute R MR S <N  I5E it |
. to some extent 0| was dladiim dhiy o/l 13PBA J A8 il e \ 1
Yes, the PBA made this effort/possessed this - . : % gyt |
A o4 dbiay B | I alh il (ani |
. attribute X 23 Al 54 [ 4l IPBA J ol i 2 |
Yes, the PBA made this effort/possessed this D JS Aaal) s34 llias ga [ 3gal) 13PBA J) a0 i (aal | 3 i

28 |

|
| 2) Extent of product/service knowledge:

tdaddl) [ miial A3 aall saa (2

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

[
|

ﬁutah&qviW\\*paAJI&é.m

attribute a great deal

0 attribute at all my Y | 0
Yes, the PBA made this effort/possessed this attribute . o TRt fiies RoE B h
. to some extent D Lo da 1 Qadloda ey ga [ 22ll 1NGPBA ) o8 2 caal | 1
Yes, the PBA made this effort/possessed this | - . . §oar
| Al g ] cand |
2 | aetribute ] | s3a dlliay ga [ 342 1gPBA J)pl akl s | 2
3 1 Yes, the PBA made this effort/possessed this D [ Jsdsdadd) ol iy o8 [ 342l 13PBA ) pld 2k cans | 3

' 3) Cross-Selling effort/attempt made:

[ A ) Jal e Apind) Dl o J gl 3 (3

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

| ubulahanqil#‘impBAJI&é.‘J&

10 | attribute at all O oay | 0
' Yes, the PBA made this effort/possessed this attribute Al - Kb E et |
E : to some extent O Leda oo dhg s [ gall IPBA Ul Gl caes i 1
' Yes, the PBA made this effort/possessed thi 4 ; ; e
2 A AL ed this E Aol i Dy ga [ 3ol 1APBA ) ald Al (ant 2 ‘
3 Yes, the PBA made this effort/possessed this } D JE dacdd) 03 Uliay ga [ 3ad) 13PBA J) a8 2R cans 3 |
attribute a great deal } ﬁﬁ |
M_D_Lt A licabli i I 2§ =2 ‘n‘...ﬂa"' 13 1 2 Ny ey 3 - Saladl [ IS ) e
N/A | (Interviewers: tick this option only if cross selling was | D ""‘m_,,;_ ‘_J‘_.J "L :f =2 “‘HT} "', A | "' .
not possible due to the nature of your inquiry) | — (e cross selling J J& o Ja | Jolais |
4) Provision of adequate explanation in response | P v, ; R
S0 caattini Bodad i da g yhal) ALY e 1 Al gll 2 il aai (4
| 0 | No, the PBA did not make this effort/possess this | D A Aad) p3a Ay Y [ 39l 13gs PBA J) ply &l 3S 0 |
| attribute at all l aNky) '
i 1 :es,;f;: PSA:::de this effort/possessed this attribute i D 2 el o3 iy g/ 3gall 3PBA ) o8 0 cpai 1
| | to some extent
Yes, the PBA made this effort/possessed this p S ks . £ en
2 | semibute X Aand) 0a dEay ga [ 3gal) 13gPBA Jpl all ai | 2
‘ 3 Yes, the PBA made this effort/possessed this 0 JS dand) oia B4 g [ 29l 1PBA ) ol Al aal 3
attribute a great deal 28
‘ Not A‘?Qllcabl ok Aat aah 13 .rh: A e T -..i‘) Y N
‘ EL | (Interviewers: tick this option only if no further O Ex2poby —= _.j,"i"" = ,‘:; S
‘ | questions were posed) - (S e p g by | i
7
+



- _ + +
2. Overall, ratethe PBA | . ' | L= | ospsqag W NG
e I i
| A) Product knowleége& E;‘ n.E EI ut g W |‘E ﬁ Sl ladl/Satialls 43 el _:(—_‘

information/assistanc | & < A 2 Baelaall g g dalada))

e provided: ‘ ! o F

INT: Circle a number 1 2 = 4 5 5 4 3 2 | i | il B0 e ;_')J-” ad) sl

from 1-5 for each ' - Lhotlaa! Uil . 4 2

attrigute, as relevant -—-D— —g g E ——D— g Q Q g | g - m" - Q‘Jﬂ 2 L’" Lo
B) Cross Selling: 1 2|13 |/4|5|5|]4|3)|2 | 1 :Cross Selling (<=

0/ R OO0O00/0/d|0
s

(I

nterviewers: Please skip Part B/Cross Selling, if not applicable. Example: Interviewer

osed very basic query about opening a

o

current account and there was no scope/almost no scope for cross selling)

Al Sl e s S aly s e e Jga faa e J)pes 2 ey Cualll WU 30 Gudaiy Y 131 oCross Selling/ o il » jad Y dla 1 gialll)

(Cross Selling! L aa N Jos

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

express customer Complaints/Grievances:

S "Jealy) e oA 13 5 5ad) 1 e cual F
Sl ) ailallss /s 385y Lala

8.1 Complaints & Grievances

QLJE:IU L;_’u\ 8.1

PBA demonstrated active listening skills when the |

k Ky O O e T Zill pLAAY) g PBA U el 1
customer was relaying his/her complaint: | Mol 4S5
: 3 | Yes | D s 3
10| No d % |0
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2 | Yes, the PBA possessed knowledge O i PBA J iy aei | 2
3 | Yes, the PBA possessed a great deal of knowledge O | ad adl G S SPBA Ul by i | 3
5. Please rate the PBA on each of these attributes, on a scale 51 e slena o QA Al Gy PBA Jpd sl L5
of 1-5: Uy 4000 Sliall e ddea JS 541 O ad ) Jga 50 ) 1l

INT: Circle a number from 1-5 for each attribute, as relevant
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i[ H. Call Closing: | S ) sl 2
} C)PBA asked if he/she could offer further assistance | [ Al o bae pgalls Sl e 2ilS /1€ 13 pBA 1 (S i
| to the customer: - ta |
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C) PBA thanked the customer and said goodbye: \ (el By Gl PBA JI LSS Gl
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! Area: Parameter 1
C Appraisal of interactive voice response (IVR) :
D | Greeting : :
|
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| E Soft skills & Telephony skills .
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F Other questions
G Questions related to complaints/ Grievances
H Call closing
TOTAL SCORE
LA £ sara,
Jalal) Jlaaiall BUL £ gana tpeadl) B Apeal) DL £ gara 8 5 aly g Jalal) el

Tt g gl s | @

-

F

[r

Al ST Gl g g dseadllll Sl gl c

s oa) Al c
Glallall g o fSiN dilata ALl ¢
Jua) #lgd) 2

LAl £ gana

10




