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National Bank of Oman |

|
Soaall il gt i)
|

PROJECT: Money
[ SERIAL NO.
SHOPPER CODE DATA ENTRY | EDITING =
Vl Name Number | Name | Number | Name 1 0 5 8 8
2 | | | | :
ealosill A8 51| ¥t [ S gladl fas 3 gadiall ja g
f ;1‘\..\ asy _:-S_J.:1 : sy | a3 ).:‘ sy
] ]
| A. Details of Call Ja¥ I[AalSal) Jinald - |
‘ Bank Dhofar Dl oy
| |
Bank Muscat [ i Sly |

1. Name of Bank to which | Bl a1 |
call was made: HSBC-OIB HSBC-0IB <l -4y Jay!
Bank Sohar o Sy
Other Bank Specify: - (=) e al ey
2. Call Centre Number M ?q S‘f{( l EYLaY! S e pd, 2
Date | Month | Year A [ )| asd
. Date of Call , : Yl
3 ate of Ca \}IO D|4'2|0|1H' 2[0|1|3I 1 | e 3
& et oAl Hours Minutes Uil : cle L) o .
| | 1 | 1 e e ‘a_‘.._;L:.l .
: tart Time to Ca ] K 0 | b | | | : Y P
5. Total Duration Call Hours Minutes Haa ; Sle bt (s g gana 5 |
INT: FROM POINT OF ANSWER BY | | O Aa¥) ABat () 1y
PHONE BANKING AGENT ga A L (L
(PBA), UPTO COMPLETION 0 o o] ? i ‘ e o “'“" "ﬁ
| ‘ | (Al gl
OF PHONECALL) .
06:00-09 am ghall A 09:00 -06:00
09:01-12 am claall 4 12:00 —09:01

6. Time Slot During which

has ANl Nl 8 6 |

' . 12:01noon-03pm | 3 ekl i 03:00 —12:01 Jualy! 4
call was made: ) ; - ;év‘;—' 22 bl
BINT:  SELECT THE 3:01-6pm [0 | sw sl i 06:00 - 03:01 dﬁiﬁlii‘ =
RELEVANT TIME-SLOT ) s A
: :01- olusdl) -00 — 06 L8 sy |
ACCEPT SINGLE ANSWER, | 00:01-9pm O #109:00 - 06:01 | A Tl
e ) saal j Aula)
09:01-1am D il ealia 2 01:00 = 09:01
1:01-5:59am [0 | s9 e is:59 - 01:01 |
B. Purpose of Call | Juady) dd |
. Query Code | :(J)3) 3a i
. Genera_l Enqunry. : Product Name: —_— il al) | . g s I
regarding a specific S m J) & | o= e il 2
i T U Ve s ARS8 e S )anaa dadifmtia
e s FG{‘(,'Q‘IG‘L‘ Lmn from list) (4ardll ( ) ile
_ Query Code ()3l Say | |
s S s | i s |
o | INT: (Insert | o= Jaa) :aly “(‘:;:_'\ s '
from list) (*"".'ml ) )

3. Complaints / }
Grievances

Complaint Code (INSERT FROM

LIST)

(Al (ya Jasl) (5 5850 Sa )

4. Other

Please Specify Details:

(el 22a 2la )




+

+ +
| C. Appraisal of Interactive Voice Response (IVR) | (IVR) Asle Wl 45 geall ddadul) AUa0 andl &
system: ‘
| 4.1Appraisal of IVR system: ! e Ul A5 peall Aadu) pUAS apdid 1
1. How would you rate the IVR system in terms of i Lali e e Ll 45 goal) Alaiusy) Al o ) Sy S © 1 |
Ease of navigation & user-friendliness? ' I $alaniiyly Al A g |
' 0 | No, the IVR was not at all easy to use 0 e PN 10 el 45yt GtV pli Gyl NS | |
| : [ PAKES Y| |
[ e JS500 2 ) Ale il A5 pal) Lt alaS 1S caas =
1 | ) o ’ | o : PR S peall L5 O
Yes, the IVR was gquite/reasonably easy to use O RFCETRY 1
r
| | |
| 2 | Yes, the IVR was easy to use ' X 21851 Jgos Al LTl 45 poal) LotV pLS S (a3 | 2
3 | Yes, the IVR was very easy to use D P (B i Sgae e i A5yl Ak U5 GAS coni | 3
2. How would you rate the IVR system in terms of als (e Ade il A5 pall Glaiuy Al ciial o) iS4 1S 2
clarity of instructions? flalatll » gy
| 0 | No, the instructions were not clear at all O (PR e dadly claladll (G Al S|
1 | Yes, the instructions were quite/reasonably clear | [] Aokl Jyde JSo | Le da ) Sladadl OIS s | 1
| 2 | Yes, the instructions were clear E dad) g 2ilS Slagdadll caai [ 2
! 3 | Yes, the instructions were very clear O la dandaly calS el gl |3
D. Greeting ! il &

5.1 Greeting & Purpose of call

Vi

Juat! (i o adl g s Al 5.1

1. Once you selected option ‘9’ on the IVR, oV Sel-
(“To speak to a call centre agent, press (Mention
9”), how long did it take for you to speak
to 3 PBA? seconds or
INT: Specify duration in the space provided minutes)

Rl s 37 JayT sl sl 1

AR

ﬁj@hyﬁ&"]s%&&“ﬂ.‘ﬁ_’_&'

Zi H A 3a) O el 2 gl O oS ("G Jmiadal / SYLSY!
2\ fPBA ae Sl
()

(3lanal) Aaluwall A iyl 22) sy |

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

option via the automated voice service

33 glaa" Jladal & U580 Jla A Ll ) ged) 1A e Gigla) 1l |

AV Qigeal) Lasd e "l

i
| 2. Were you called back by a PBA? tPBA Ui el JaVl Salel 5 a2
'l 3| Yes ] ai | 3
b
0 |no | 3 | O
i If ‘no’, specify any additional comments here: *Note to &) roptialll dBasie® cUa 48La) et o) aaa MNE" 1Y
j interviewers: This is not a mandatory field. Please fill in AALaY) clBada) s pla Gal 3 el 138 4GlaY) Jis
l any additional observations, if relevant. Otherwise, leave JS e i 1ia .li:_;l.'q Llay) &5 Yy Alall Sild
| blank. This applies to this option for all future guestions. AN Gllayl Adladd) o) U
J
3 | NA X i Y i 3
| 3. On picking up your call, did the PBA wish you, ‘Good e/ el plaa” Sl SSPBA ) o8 s el dlad; ga 3
morning/ afternoon/ evening’? e il plive famu
3| ves X o |3
0 No D % | 0
If ‘no’, specify any additional comments here: 1A AD) Slilad o) daa TUS™ 1Y)
4. Did the PBA greet you in the same language you | Ayl sl Al sl el G pBAd s, e 4
selected through the IVR system? | e le il A5yl
3| ves X | |3
0 | No O | % | 0
| If ‘no’, specify any additional comments here: (La g’ ala) Silduled g) 2o MM 13)
2
+



+

D. Greeting

; -t >
caa all o

5.1 Greeting & Purpose of call

e G 2 Al 5 i A 5.1

(

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

‘ asal AU 5 el G yPBA ) cia 5 28
courteousness: (% st ST SRS D
| | LR T et A N t Ne |
0 | No, the PBA was not at all courteous O ‘ @haYl e 3 PBA J 0SS0
1 | Yes, the PBA was quite/reasonably courteous l O ‘ Johe JSly fLesa (N BAPBA JI S ai | 1|
2 | Yes, the PBA was courteous ! X . GIPBA JI 8 i | 2
| 1 I |
3 | Yes, the PBA was very courteous | O | la BIPBAJ LS i | 3
6. Rate the PBA’s greeting on his/her clarity & pace of as & o ; i Lie
_ . - / ik (NEfys4adS ryay Gy PBAJ = 508 6
speech:
0 No, the PBA did not speak clearly & steadily | JiSe)y £ a5 PBA J plSi al S 0
1 Yes, the PBA spoke quite clearly & steadily O Jae) gz gy Johe J85% [ e s JIPBA J) £S5 cen 1
2 | Yes, the PBA spoke clearly & steadily hX( JISely gy nPBA Ul A cand 2
3 | Yes, the PBA spoke very clearly & steadily O Jle |y o i)y JSAPBA AT 3
7. Did the PBA introduce himself/herself by name? i Tantily (1J4di pe BPA Jl i Ja 7
3| ves X pui | 3
0 | . 0
No D | LY
If ‘no’, specify any additional comments here: E U Ll Glidad o) ada TAS™ 1)
|
8. Did the PBA then enquire after the purpose of your . AL o e o VU Sl s (e BPA J18 08 8
call? |
|
3 |[ Yes R | ani | 3
O | No O | 3% |0
If ‘no’, specify any additional comments here: -Lia &&L.&n Gildalas g) Jaa TS 13

INT: <Answer this question only if the Mystery Shopper is
calling as an existing customer>

Gl gl Bgedal) IS Jla B BB i) 12 e gla) tlaly

(b & )8

9. Did PBA ask for customer details for the purpose of ¢Sl i i (g0 U Aad el Jaalinl e pBA ) :L:.._:.l 9
verification?
3| Yes b i | 3
0 o ] =0
NA . ‘ iy |
— 1 Not Applicable (N/A) Q ‘ ok iy
F T

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

- ay

[P [Jyed A (Lo it ) gl PBA J) &6 s 10

fup s Ss

0 | No, the PBA did not do this at all O Y e PBA J & iy S | O
1 Yes, the PBA did this to some extent X L I PBA J) &l Jad all (ans 1
2 | Yes, the PBA did this | O | PBA J) IS Jab ol uai | 2
3 | Yes, the PBA did this a lot | O3 | s PBA J) & Jab il i | 3|
E. Soft Skills & Telephony Skills { L)) SVl G gy dmad i) S gl 7

6.1 Hold Procedure

I Sel jal 6.1

1. Did the PBA ask, “May | put you on hold briefly, while

| get the required information?” prior to putting you
on hold?

O om0 S 1 ) s Ja" PBA J) ol On
‘.JLGI:L‘J" L‘a\,}-".l..a),_;ﬁ"?lay.ln‘” :..L._,!..J_r'n: <laa 3

1

3 Yes




+ + +
| E. Soft Skills & Telephony Skills ' 4iigl) SVl G gy Asadll) S gl 7 |
BB =3 s

w sUa Ll Clilad o) daa US| |

[ | Iif 'no’, specify any additional comments here:

' i | LY || Y
| NA | ot Applicable (N/A) N l 1 — T .
= = | g |
| 2. Did the PBA speak with anybody else prior to placing | VI s idlen, J8 AT Gadlas PBAJIAS A 2 ’
you on hold? 1
10| Yes 0 ac | O
[3 | \ .
\ | No E s | 3
: | If ‘no’, specify any additional comments here: 1 U Adlal Slides 5) Jaa (TUS™ 1Y)
||
- ‘ bl Y ¥
NA ‘ Not Applicable (N/A) O - E
INT: Answer this question only if the PBA kept you on hold [ O AS) JBITPBA J) &S5 Jla A ki Jjudl 1 e wga) idaly
for over 60 seconds ! (% 60
3. Did the PBA inform you that he/she needs more time | sy e Vel g Gl e uiadl u Hy pail pBA Jldllel a3
and apologize for the same? l ¢ Yl ‘
3 | Yes | sei | 3
0 ~
No O x|0 |
If ‘no’, specify any additional comments here: i tUa A8L0) Slidad o) daa TS 1) ‘
|
. bl Y b
NA | Not Applicable (N/A) E i L e B L

6.2 PBA Attributes i ' PBA J Cies 6.2

1. Select ‘yes’ or ‘no’ based on whether the PBA fulfilled | s : i .
) ‘Slaall 030 e JS PBA J*i :| - JL; HhEH g e ;
each of these attributes: ' e - o i

1) Active listening skills: | bl play) & e 1

0 | No, the PBA did not have this attribute at all O | DB e PBA J) &l Jady ol S 0
1 Yes, the PBA had this attribute to some extent D L s JIPBA ) 1) Jad S& (ans 1
2 | Yes, the PBA had this attribute K | PBA JI <l3 Jab ail (ans 2
3 | Yes, the PBA had this attribute a great deal | Ll PBA J) i3 Jad il caal 3
2) Effective questioning skills: 1‘ Jladll il gada) S g 2
0 No, the PBA did not have this attribute at all n j BV e PBA JI & Jady ol 38 0
1 Yes, the PBA had this attribute to some extent i I:I ‘ L s JIPBA J) &l Jad Akl (aas 1
2 , Yes, the PBA had this attribute | E] ; PBA J) <ll3 Jad il caus ]
3 Yes, the PBA had this attribute a great deal | O ‘ LlopBA J) U3 Jad akl (s 3
3) Confident: i @y .3
0 | No, the PBA did not_have this attribute atall | [J (Bl e PBA J) 4l Jady ol S 0
1 Yes, the PBA had this attribute to some extent ' X L JIPBA (J) U3 Jad 4l caes 1
2 Yes, the PBA had this attribute Od PBA J) i3 Jad ikl (ol 2
3 Yes, the PBA had this attribute a great deal O LLGPBA ) U3 Jad 2l (s 3
4) Professional: j i fiaa 4
0 No, the PBA did not have this attribute at all | D Y e PBA J) &3 Jady ol 38 ‘I 0|

| 1| Yes, the PBA had this attribute to some extent O baa JPBA J) S5 Jad ol aei | 1

2 Yes, the PBA had this attribute PBA J 3 Jad ak! (pai 2

4

+ . +



+ . +
| E. Soft Skills & Telephony Skills Ll VL) &)y Aad ) S jigall 7 |
3 Yes, the PBA had this attribute a great deal ‘ | I LS PBA ) &lth Jab 3kl cans | 3|
1 5) Friendly: ‘ E 2343 .5
o ‘ No, the PBA did not have this attribute at all O T SV e PBA J S Jads Al VS 0
2_1 | Yes, the PBA had this attribute to some extent O | le 22 MPBA JI U3 Jab S iaas 1
| 2 | Yes, the PBA had this attribute E PBA J) U3 Jai dil Laal 2
| 3 : Yes, the PBA had this attribute a great deal i ] Ll pBA JI €l Jab dil aai 3
I 6) Used simple language & phrases: ‘ Ao Jaay SlalS Jaaial 6
i_ W No, the PBA did not do this at all D \ BB e PBA J) U3 Jaiy &l 3K | 0
[ 1 Yes, the PBA did this to some extent O o JIPBA J) 3 ek s | 1
|2 | ves, the PBA did this K PBA J) & Jud il s | 2
[ 3 | Yes, the PBA did this a lot a LG PBA JI S b i | 3

7) Overall, maintained a positive, friendly & s palamcycaiy #.cq) e Sy ilntnlal Ao Mg, F
enthusiastic attitude:
0 No, the PBA did not do this at all D RV e PBA J) L3 Jady a1 38| 0
1 Yes, the PBA did this to some extent O L da SIPBA J) €l Jad il ual | 1
2 | Yes, the PBA did this i _______I:I PBA J) 3 Jab 3! (ans 2 |
|3 | Yes, the PBA did this a lot = L PBA J) 3 Jad il aai | 3
8) Used positive language: | R Aal Jaiy 8
0 | No, the PBA did not do this at all O BB e PBA J) 3 Jady &l (S 0 I
1 . Yes, the PBA did this to some extent D Lo i JIPBA JI U3 Jad skl (ans 1 ;
2 | Yes, the PBA did this O PBA JI &lli Jad 2i! (aai 2|
3 Yes, the PBA did this a lot E L PBA JI 2l Jad 2R cans 3 |
9) Overall, Was ‘Customer Friendly’: 10p ) pafagay AS ale IS5 9 |
0 | No, the PBA did not do this at all O | BBy e PBAJ Wi ek al S [ 0|
1 Yes, the PBA did this to some extent j_D \ L JIPBA J) &l Jad 2l (el 1
2| Yes, the PBA did this | O | PBA J) &3 Jud bl pui | 2
3| Yes, the PBA did this a lot K | L PBA J) 3 Jad Bl pai | 3
- - [ rex
1. Ov.erall, rate the PBA g 5 % 3 é iV E— _ ‘ L - L
on: > 3} s 8] 2 I?F by I‘E rE 6. | iombsleipBA Jpdule S 3
A) Greeting: g j Z g‘ . o e ( N
INT: Circle a number | | caliall Al e 5yl al) rdaly
eitens [TYZ[T(EIE(E[E1317]T] SO Emsa
s | |
B) Extent of Customer Z ? E ' ? —5— E ? —é— | E i —I A glly o e L AlaaY) e (@
Focus & Friendliness: Q __D_ g & D . D D ‘ D ; D i D
Q) Soft Skills & 12345583 [2]1] Dlubalalds
Telephony Skills D D D E D l D D ‘ D ; D D g e a5l
* +




| F. Answer this segment if:

' A)Application for a new product/service:

b) General enquiry relating to a specific product,
service and/or facility:

| ¢) Other purpose of call

JuaiY) G- S Sl B e sadl e e Y A3 -
Suta dead ¢ el -1
-2

e Jiged 5 Aand ) e Glale ple il

7.1 Information provided, Product Knowledge &
Cross Selling

|
| ALY A J)g i) 8 4B el dadiall Cilaslaal) 7.1
|

1. PBA provided sufficient detail to the customer,
with a clear explanation of the requirements/
eligibility criteria/ documentation needed for this
particular product/service.

-u_\.',tn..u.ml_y._,. A|_|_h__.,|,'¢}~1)_1_u|/,_ 1A |

RETCES

0 No, the PBA did not do this at all

BV e JUPBA JI Jads ol 38 0

1 Yes, the PBA did this to some extent

Le2a &3 pRA JI Jad 3R caai 1

2 Yes, the PBA did this

ApBA J) Jad 2 anl

3 Yes, the PBA did this a great deal

OXR0O0O

2. PBA provided a clear and thorough explanation of
the steps that shall follow in terms of

2
ohS JS&; AUPBA JI Jab ARl (pas 3
O ey A Dl pladll e Jally meslyz PBA Jlpadadl 2

L
S e AT
R Sl

1) Process: salal)l e (1
0 No, the PBA did not do this at all B! e GUPBA J) Jady 4l S 0
1 | Yes, the PBA did this to some extent Leda ) 3 pBA JI Jad akl (pai 1
2 | Yes, the PBA did this JUPBA I Jab Akl cani 2
3 1 Yes, the PBA did this a great deal oS Je ApgA JI Jad A cans 3
2) Time taken: . fEASwal) S gl (2
0 | No, the PBA did not do this at all { SBY) e dIpRA J) Jady ol S 0
1 Yes, the PBA did this to some extent ' e 3 PBA ) Jad Sl el 1

2 Yes, the PBA did this

ANPBA J! Jad Al 2

3 Yes, the PBA did this a great deal

oS JS& APBA ) Jad Al caal 3

! Requirements (such as documentation):

(S)aiaal) Jha) Silhia (3

No, the PBA did not do this at all

BBy e dpBA JI Jady ol (38 0

1 Yes, the PBA did this to some extent

Llh‘_’.ﬂ&-‘PBA \JIS.\E;,-\. 1

2 Yes, the PBA did this

AUPBA J) Jad Al cani 2

3 Yes, the PBA did this a great deal

ORO0O 00RO |OXKO060

oS JS5 AIPBA I Jad Al caal 3

3. The PBA was able to clarify any questions the s sl 3 ALY e §) e e UIPBA S 3
customer had:

0 | No, the PBA was unable to do this ] 3 JaipBA J) i al S | 0
1 Yes, the PBA was somewhat able to do this | Leo2a ) ol Jad PRAJI i) A el 1
2 | Yes, the PBA was able to do this E 3 JaBPBA J) g latulill aa 2
3 |Yes, the PBA was very able to do this O oS JSSy I3 JadpBA J) plaiud 3B (pes 3
: . il i el Ga el oo Saldh) iy Y y
Not applicable e s ol 2 o galll) Sdai p
N/A Not applicable | | , D ok a Jla P )\..}-::“‘ "
(Interviewers: Choose this option only if no = (MYl | el

6
K




+

‘ iguesnons were posed)

i 4. The PBA was able to explain the points of

|
[ \ i Foceim 1 el
|/'¢—-J- u—-Aﬂ-J )..Aara. ...M‘")__; 'PBA __,'i.a;...‘.‘._l.‘

differentiation and comparative advantage of the 4
[ | % . W ORNE AR
‘ product/service (Versus offerings of local | (Al Adaall S gl Lgasii Al sy pall Jiia) danall
competing banks): | )
0 No, the PBA was unable to do this ' m < J-'!PBA J) sy a1 (NS | 0
L | —— !
1 | Yes, the PBA was somewhat able to do this [l | Le da 1 el JadpBA ) pikded il (anl | 1
| T " . 2y .
| 2 Yes, the PBA was able to do this D f U3 JadpBA ) plaiudall ans l 2
| 3 Yes, the PBA was very able to do this 4 | oS JOA 3 JadpBA ) pllaiud A i | 3
! [ Not applicable ' f o i ) - .
| . ; . o e ».'sd_i.n.lﬂ _.:. 8 _)..:L )_‘x_‘ v\'_a_, 3| p
N/A . =
| N/A | (Interviewers: Choose this option only if asking _D_ e ifmia | ke
about a Sgeciflc product/service,
5. Please rate the PBA on each of these attributes: el 0da e dan KIGyPBA I pd el S

1) Effort to fulfill the purpose for which the call

was made:

(e £l (a ol A BT gl X (1

No, the PBA did not make this effort/possess

ubi..._]‘nell Ui “.l!.x‘_x..\l.:.*_;pBA‘_]\‘.A..;,;JS'

attribute a great deal

0 this attribute at all D = .?1 [ 0
Yes, the PBA made this effort/possessed this , e : [
1 Le '1 Al a3 4 5 1 P | A i
1 attribute to some extent [ | W hiedoin dliy /2l 5PBA o6 sl | 1
- : - p _
2 :fti,ibt:teePBA made this effort/possessed this E el o34 Ul b [ 3pal) BPBA )l ol o .
3 Yes, the PBA made this effort/possessed this D JEd dadli oda N 54 [ g2l 13PBA J g i (pas 3

i:é

2) Extent of product/service knowledge:

"f uﬁf.n.‘l_ghtz

No, the PBA did not make this effort/possess

e Aand) 23a dlhy wq._u'wlepanmg‘. S

attribute a great deal

O | this attribute at all O oy | O
Yes, the PBA made this effort/possessed this
e da A | 82 ._..._u I\ .
2 attribute to some extent | Lo i A1 2423 BePBA Ji ol Sl pa L
5 :sti’ibtzfePBA made this effort/possessed this 0 dacd) ola Jiy g [ gall VigpBA JI e‘-i A anl 2
3 Yes, the PBA made this effort/possessed this D JSh Aaedd) 022 Jha 5a [ 421 12PBA J) a8 il cans 3

8

3) Cross-Selling effort/attempt made:

| i dbay ) Ja) e Ayl Adglaad) i Jgduall 3 (3

No, the PBA did not make this effort/possess

i e Aad) 03a dla Y [ 3gad) 1igs PBA ) ks ol (38

0 ki 0

this attribute at all ] A=Y
) , i

1 Yes, the PBA made this effort/possessed this D as el aia iy o / 2gad) 3PBA ) o8 3 opi ’
attribute to some extent ‘
Yes, the PBA his eff i " : o

2 esi the made this effort/possessed this O N ola ey ga / 3l IgPBA ) ol B cani 5
attribute =

3 Yes, the PBA made this effort/possessed this D S8y Aand) 23a iy g [ Mal) 13PBA I a8 Sl (aa 3
attribute a great deal 5
Not Applicable

N/A (Interviewers: tick this option only if cross D e JLdayl 3 e Al o g a8 0 iald)) ikl ¥
selling was not possible due to the nature of = () 3 Anpio iy USaa cross selling J! ,.,5- ad ]

your ungmrn

4) Provision of adequate explanation in
response to questions posed

da gkl ALY o 13 ) gl 7 A Al (4

No, the PBA did not make this effort/possess
this attribute at all

2o V) 4l 13 PBA J aki ol S
kY

D = dadl ola ST

°




+ + +
. ‘ : r
1 1 Yes, the PBA made this effort/possessed this D Lo 32 o) dendl o3 ey gp / 3¢all 13gPBA 1 o6 ) cans ’
| attribute to some extent
\ . i
Yes, th his effort . a E L
2 1 a:e;;bu:ePBA made this effort/possessed this D 1 o3h ey o / 343 134PBA ) ol ol cani 5
i 3 | Yes, the PBA made this effort/possessed this E JEts el ala Al gh [ 3ga) 1PBA ) pl SR et 3
| | attribute a great deal 25
' | Not Applicable e g dah LAY 1 e 3 Sl kel Y y
| | ] juall loa e Aadle Ay gasld Al Yy
N/A | (inte k this opt ly if no furth _— - R T LY T
N/A | (Interviewers tick this option only if no further __E_]_ | {ala) Qs - olo e 05 | (S
: | questions were posed) T
[ Overall, rate the PBA o | k |- L B )
oo 5 | | 8 3 W 15 | 3t Wi PBA U ad le JS2 2
e c | o < o | QO ' . g
| | | o “[ ' | ' : . ) =
A) Product knowledge & g = | g S| tF 7 ; I"E- l.E Gila glaallfTagially & jadl (]
information/assistanc S| < 3 . 2 S\l 5 Lgp Rl
. : | o hallhd 1 i
e provided: ! ‘ 1.
. ‘ ' Bl e
INT: Circle 2 number 1 /2|3|4|5]|5s 543 2 [ 1| i S e i a) slal
rom 1-5 for ea 4‘ 7 Ledih! G o o dha I8 1
attribute, as relevant D_ \ g Q _D.. g Q ‘ Q Q —D— . £ 5,11 On
B) Cross Selling: 1 £ | 24|55 413 |21 % .Cross Selling (<=

(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 AT Sl (S a1y 5 s a2 J g Taa gy Jles 2 sl Sl 56 30 Sial Y 1Y Cross Selling/os aedl 2 5 Y Els )

o)

(Cross Selling i ' 2a I Jlaa

G. Answer this segment if the ‘Purpose of Call’ was to O JLady) Ga g Al 13) s el 1A e qual #
express customer Complaints/Grievances: Gl ) Ll [ g gl8dy Gala
| 8.1 Complaints & Grievances Slallilll 5 5 82l 81
[ 1. PBA demonstrated active listening skills when the 33 Gl S Leade Japlill pLauy) Sl e PBA U el 1
customer was relaying his/her complaint: VAR
3| Yes O a3
0| No O % | 0
If ‘no’, specify any additional comments here: (U ddlia) Cliles () 33 ST
Z. zzi\n;:ii/z;fzr:;:::d effort to understand the AL 5 52 il L3S 3¢ PBA JI B8 2
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1) Complaint Resolution Process: 1 s 388 Aallaa/da Al (1
3| ves O pni | 3
0| No O x |0
. If ‘no’, specify any additional comments here: (LA Adla) Sl ) s SUUS 1Y)
|
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10 No O x| 0
i If ‘no’, specify any additional comments here: (UA D) Sliad 6] aa ST |

4. The PBA possessed adequate knowledge of the €80 il Jm Agland i pudd) i PBA JI S 1 4
complaint resolution process B

0 | No, the PBA did not possess any knowledge | 4assIPBA Jdu Y| 0

1 | Yes, the PBA possessed a little knowledge O AL A aaPBA Uiy el |1
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2) Extenlt Zf PBA 1 2 3 : 4 S 5 ‘ 4 . 3 2 1 « PBA JI 4 jea 50 (2

nowledge on ‘ \ | dalaadl il
resolution process: O|gd ‘ O0|0o \ O | O i 0o i i

3) Effort made to provide ‘ ! | i S N

| full & additional ! } 2131415 > | 8 ° i ’ ! el “!’“““: R
tnformation: Ooooojoaoio|a AUl Al e shae
H. Call Closing: [ sl Jady) gl L2 |
C)PBA asked if he/she could offer further assistance ‘ 50 Loia agalls (Sl e ZailS [ 613 LapBA J) S
to the customer: ‘ sl ALl |

3 | Yes [ m pnl | 3 |

> o = Ak
C) PBA thanked the customer and said goodbye: Al ) By Gga 30 PBA J) S Sl

3 | Yes X = | 2 _i
N | 03

0 o ! D I 0
E)The PBA attempted to acquire follow-up i S B by et \ T

| =" | Al Cila 7 [W-tN) J d s>
information from the customer: ‘ LA o S S 1 PRAChCSE

3 IYes E ] ani | 3

0 | No W <o
F) Overall, rate the E’i b 3 = E'_
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PBA on Call S §[ s | 8| Y ' |!F [ 1. | o= PBA Ul a8 e S5 (7
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