- .
PROJECT: Money
SHOPPER CODE | DATA ENTRY EDITING ' SERI. MO,
| Name | Number | Name Number | Name
3 | } | i 110/0/0 6
Lbsli 8 | Gl ‘ Ca ghaddl Na Fiutialll 503
| S S = I I =
}f | | | —; 2 Q—-
| A. Details of Call SV AL ol - |
[ I = 3 |
| Bank Dhofar D Jha
| 1
Bank Muscat E bie Sy
Nati | Bank of Laall ik i)
1. Name of Bank to which Hhenl teie qUoman | [:I ) e A . 2l i a1
call was made: HSBC-0IB i O i HSBC-0IB <k 4 Jlady!
Bank Sohar o | o ol
Other Bank Specify: i (32a) «al ol
|
2. Call Centre Number Q4 Ig 6o | ’ (YL S el 2
Date | Month Year au [ ol | g
3. Dateof Call ‘Jlady)
15 | 0Tt 1oTa ] 2lolals| T | s 2
: Hours Minutes Sl clelud) )
4, Start Time to Call ‘ l ‘ O i | ‘Jeal e cdy 4
|
5. Total Duration Call i Hours Minutes e P LTyl g gana 5
INT: FROM POINT OF ANSWER BY | O Ata¥) Al ) 1Sl
PHONE BANKING AGENT 1 R 2
(PBA), UPTO COMPLETION | ) | () 0 G ﬁﬂf.s::‘ "‘: .
OF PHONECALL) . _ 1 (Aalsalt plgi .
| 06:00-09 am O gheall & 09:00 -06:00 | |
{ | |
09:01-12 am O | wall (312:00-09:01 | | L '
: . : ‘ - Jema il CEM3 S 6 |
6. Time Slot During which 12:01noon-03pm D . sl 3 03:00 —12:01 - Y .
call was made: | Clgll 538 i) daly
BINT:  SELECT THE 3:01-6pm B | Jsw bt i 06:00 - 03:01 PR T
RELEVANT TIME-SLOT, P— O R, ‘ '-‘_IJ-‘ r-yn-' ~
ACCEPT SINGLE ANSWER, Yi-Ipm Ludl i 09:00 - 06:01 Sl Jeayl 14
| T A saal g olal
09:01-1am | [0 |d Gusiia 25 01:00 - 09:01
1:01-5:59am | O | SW gl 4is:59 - 01:01
| B. Purpose of Call 1 Jady) i o
: ' (J3aad) 3a “ar [0
| 1.  General Enquiry Cuisry Lode e (’a ; ! p
: : Product Name: el adl) { b i
regarding a specific o ot e [ o sl Jaital -1
Product / Service PAT=insers = U?-“) = (3) Lixifmss
from list) (e =
2.  Application for a Query Code H(Jed) Sa o
New Product / Product Name: HEsad o) le Jyaall Gilla -2 |
Service i INT: (Insert il "']'5-““) siemly ?:;_;. i fmlia
‘ from list)
| i -
3. Complaints / : Complaint Coclie (INSERT FROM (D Cpa S 5 983N 3 :
Grievances sl Al [ 5485 -3 l
4. Other Please Specify Details: (el 238 Ba. ) s -4 1
1
+




+

+

+

2 | Yes, the instructions were clear

| C. Appraisal of Interactive Voice Response (IVR) \ (IVR) 4sle i) 430 jeal) dgladia) a0 Al &

| system: 1

| 4.1Appraisal of IVR system: ' Ao Ul A peall Alaiu) i aniig 1

| 1. How would you rate the IVR system in terms of T Aals e Lle Wl A5 peall Alatly) Ui o o) Sy S 1

. Ease of navigation & user-friendliness? I Palasta! y Jam)) A ygus

{ o | No, the IVR was not at all easy to use ' O P e UT ol e Tl (I

i - aladoay) |

B . (] | L s e, Iy g

12 ] Yes, the IVR was quite/reasonably easy to use - P“"—“'—'Ji—-- 1

| | | ~T

‘ P ‘ Yes, the IVR was easy to use ; E 1250 e Dl ) 45 gl Ll iusY) i A8 cpai | 2

[

! 3 | Yes, the IVR was very easy to use : D pIAILY! (B faa s e i) A5 poal) Dlatal) i OIS cani | 3

| 2. How would you rate the IVR system in terms of ‘ Aoals e Lle il 45 geal) Lot Hlai catiad o) li€as a€ 2

I clarity of instructions? | fiadalll = oy

‘ 0 | No, the instructions were not clear at all [l (DY) e dadly clalalll oS A3 0

| 1 | Yes, the instructions were quite/reasonably clear O fadly dgpha Joty f L da (ol IS gl |
E dadl g colS o) aai | 2

3 | Yes, the instructions were very clear

!.\?L...m!;ms;u__._m.,.jl 3

D. Greeting 1 ua il &
5.1 Greeting & Purpose of call 30 Qec . | JuaN! e Al s o3l 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
toa PBA? seconds or
INT: Specify duration in the space provided minutes)

;.._:Lx:_..." oy ra'_;;i "J "9” Jiaaayl \’_lJl__GS] _;_‘._'s %

S ecalhge aa€lny el 45 0l

P A aaa) | Akl Syl (e oS ("9 daial / YT
PBA aa Suaill

(sl (FUamal) daleadll A 2 gl 3a) s2aly

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

3aglaa” Jladal & L3A) Jla A Bié Jlgd) 13 e Gigly) tdal
Y Cpeall Aadi e " al¥)

2. Were you called back by a PBA? ; *PBA J3 el JLaWlsalel 3 Ja 2
3| Yes g pi |3
If ‘no’, specify any additional comments here: *Note to G rotalall aBadle® cUA 48lh) cligfad o) saa ('S 1)
interviewers: This is not a mandatory field. Please fill in AaY) cliadkadl s cpla g Gal 31 pal 138 ey Jia
any additional observations, if relevant. Otherwise, leave JS Je dahiy 13 48 U Ay &) Y1y Alall o)
blank. This applies to this option for all future questions. AN SllaYl Allaial o) Lad)
(3 [N O =3

3. On picking up your call, did the PBA wish you, ‘Good
morning/ afternoon/ evening’?

3/ pal Flaa” ol JGPBA J)plE da deladd) dai ) i 3

™" ).\:h.‘_' I elise f...\l.—l‘_

3 ' Yes [ | 3
0 | No O 3% |0
If ‘no’, specify any additional comments here: tUA Lo} cililad g) 33 UOS™ )
4. Did the PBA greet you in the same language you 1 Llatu¥) plai A5 Al A Al e PBA Jldhica, a4
selected through the IVR system? | e Ll 45 eall
3 Yes @ aal 3
0 | No O % |0
If ‘no’, specify any additional comments here: U 4dl) e Ayad 5) 3aa (TS 131
2
+



D. Greeting

5.1 Greeting & Purpose of call

Jual¥) (0 g2 all g o A1 5.1 |
|

+
i
i
|
|

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

(1)asd AL 5 yisdd G yPBA ) i a3

0 ] No, the PBA was not at all courteous

SV e it pBA J 0% Al 38 0

_j,g..',s_..‘_fu;a._,:! G PBA JV S and |

| 1 | Yes, the PBA was quite/reasonably courteous f D 1
| 2 I Yes, the PBA was courteous X GEPBA JI IS i | 2
|3 | Yes, the PBA was very courteous g I GIPBAJ (S cani | 3

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

(1)45 1599 4adS 7 gl iy PBA J) s ji o

0 No, the PBA did not speak clearly & steadily

Jiie)y £ guag: PBA J) alShy al (38 0

1 Yes, the PBA spoke quite clearly & steadily

2 Yes, the PBA spoke clearly & steadily

Jise)y £ sapPBA oS5 cani

2
JISe )y laa el y JLAPBA ) IS el 3
7

OxR |OxR0OO0

3 Yes, the PBA spoke very clearly & steadily

7. Did the PBA introduce himself/herself by name? | $anaVU ()i o BPA J) e Ja

3 | ves Khadi 0 i |3
_—_

0 No % |0

If ‘no’, specify any additional comments here:

U A8la) Sl ) daa ST )

8. Did the PBA then enquire after the purpose of your flllall o e (e JlaiiuYU Al oy (e BPA JIaia 8
| cal?
3 [ ves X o | 3

0 No D 38 | 0

|

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

1A 4 8La) Clial o) 33 NS 1Y |
[

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 gl Gpeiall S Joa B Bl ) 134 g sty aaly

8l oy e 3L At yal) Jealilll cePBA S s 9

3 XYes 'K au |3
0 No l D % | 0
NA | not Applicable (N/A ’ O ‘ (bl Y u&

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

25 13 1 (e Jie) ) gL PBA U1 a5 Ja 10

fon 85

0 No, the PBA did not do this at all

SbY) e PBA J) &3 Jady al 38 0

1 Yes, the PBA did this to some extent

L aa JIPBA ) <ld Jad il (ol

2 Yes, the PBA did this

PBA JI U3 Jad skl (aai 2

3 Yes, the PBA did this a lot

Lla ppa J U3 Jad 4& (el 3

E. Soft Skills & Telephony Skills

—OR0O0

4l VLA O ey Apmad ) Gl gl 7z

6.1 Hold Procedure

Jm:.”l sl al 6.1

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

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

D58 G A S LIS IS 5 o) e o PBA Vil s
¢ B! Al 3 Slaia y J 08 gllad) S gladdl e ilias

3 ‘TYes

ME




+ +
| E. Soft Skills & Telephony Skills , Liolgl) VL) Gl g domad ) ol gl 7
E | No 'O | 3% |0
[ If ‘'no’, specify any additional comments here: | 20 Lo Glidas () 33 (US" N |
| | ]

fua ; Not Applicable (N/A) K] | ey A
| | = ‘ ‘ &.

2. Did the PBA speak with anybody else prior to placing
you on hold?

10| ves | O | pi| O
LY O 3 | 3
[ If ‘'no’, specify any additional comments here: [ <L :\_JL.41 Slilad g 3aa ("HE™ 1
|
| e L
| NA | Not Applicable (N/A) 24| ik ‘_"
- — _—
INT: Answer this question only if the PBA kept you on hold Cr S JESTPBA JI S 5 Jla B bl Jged) 1 Lo Gigla) tdaly
for over 60 seconds (lﬁL‘. 60
3. Did the PBA inform you that he/she needs more time Sl e HTely Gl e u el u s padt pRA Jidldel a3
and apologize for the same? ? Yl
3| Yes O i | 3
! 0 No D % |0
|[ If ‘no’, specify any additional comments here: :Lia 1_4'9!..2:! Sligled o) Jda IS K]
| NA | not Applicable (N/A) X eyt ) 3
| — t—1i
6.2 PBA Attributes i PBA J Slaw 6.2

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

ol 38 (e JS aa PBA JI ilkai o 4 "9S" J) "aa® a) 1

1) Active listening skills: | i Bl Pl S jiga 1
0 No, the PBA did not have this attribute at all O | BEY! e PBA J) <l Jady ol 38 0
1 Yes, the PBA had this attribute to some extent O L JPBA J) D Jab W 1
2 | Yes, the PBA had this attribute = PBA J) &5 Jab ail pai | 2
3 | Yes, the PBA had this attribute a great deal O LLG PBA JI 3 Jab A nl 3
2) Effective questioning skills: Jadll opl gpiaa¥l Sl iAge .2
0 No, the PBA did not_have this attribute at all O (DY) e PBA JI il Jads ol NS 0
1 | Yes, the PBA had this attribute to some extent O L2 JIPBA J) Sl Jad il an 1
2 | Yes, the PBA had this attribute PBA J) 13 Jud il pai | 2
| 3 Yes, the PBA had this attribute a great deal D LicpBA JI L Jad | 3
3) Confident: Fy .3 ‘
| 0 ‘ No, the PBA did not_have this attribute at all I O (B e PBA J &S Jaky ol S 0
1 : Yes, the PBA had this attribute to some extent : O | L JPBA J) D Jab il e 1
2 } Yes, the PBA had this attribute X PBA Jl i3 Jad il o 2
|3 ‘ Yes, the PBA had this attribute a great deal ‘ O LLCPBA J) 3 Jab A 3
4) Professional: e g
0 No, the PBA did not have this attribute at all D by e pBA J) &3 Juiy ol O3S 0
| 1| Yes, the PBA had this attribute to some extent ] L s JIPBA ) Sli3 Jab Al pas 1
2 | Yes, the PBA had this attribute X PBA J) &3 Jad Sl pt | 2
4
+



+

+ +
' E. Soft Skills & Telephony Skills ‘ Al SNl S g g Al S gl 7 |
'3 | Yes, the PBA had this attribute a great deal O | LW PBA Jlijad ail i | 3 i
5) Friendly: 1325 5 |
0 No, the PBA did not have this attribute at all d | BBy e PBA J) <l Jady ol S \ 0
' 1| Yes, the PBA had this attribute to some extent O | Wi NPBA ) &3 Jab dil can | 1
|2 | Yes, the PBA had this attribute & PBA J) &l Jab okt caai | 2
'3 Yes, the PBA had this attribute a great deal D ' LLd pBA -.-.'_‘_-"—'5 Jud -i-»- 3 |
; 6) Used simple language & phrases: : i Jaay SialS Jaalol 6
0 | No, the PBA did not do this at all O Y1 o PBA J & daky ol 35 | 0
1 Yes, the PBA did this to some extent | | Lo JIPBA J) 2Ll Jab Al el \ 1
2| Yes, the PBA did this K] PBA Jl & Jab ikl aai | 2
3| Yes, the PBA did this a lot O LLS PBA J &3 Jad okl o [ 3
7) Overall, maintained a positive, friendly & conan g (39 813) (sl ol LAy akagl sl e Jilay 7
____ enthusiastic attitude:
0 | No, the PBA did not do this at all n SBY! e PBA J) Il Jady ol S 0
1 ‘ Yes, the PBA did this to some extent ] L s JIPBA J &3 Jad bl cpn 1
2 | Yes, the PBA did this X PBA J) dU3 Jad 4kl (aal [ 2
3 | Yes, the PBA did this a lot | O | LS PBA J) 3 Jad M cpns 3 |
' 8) Used positive language: . Ayl Al Jaaiy 8 |
0 | No, the PBA did not do this at all | Y e PBA J) <3 Jady o1 S l 0
1 Yes, the PBA did this to some extent Od Lo JIPBA J) L Jad il 1
2 | Yes, the PBA did this X PBA J <3 Jad ! (pul 2
3 | Yes, the PBA did this a lot O Lis PBA ) <3 Jad 4il (pni 3
9) Overall, Was ‘Customer Friendly’: (o pa l3gey OIS ke S5 9
0 | No, the PBA did not do this at all O BB e PBA ) M risd S | 0
1 | Yes, the PBA did this to some extent O s JIPBA J) il Jab S cpas 1
2 | Yes, the PBA did this X PBA J) I3 Jab sl ¢pus 2
3 | Yes, the PBA did this a lot O WL PBA JI i3 Jad ol gl 3]

1. Overall, rate the PBA E\ = :' | § iV F ) b
on: "é'_\ 8| < 8| O H; )‘E |~E s lad PRA J)ad e S5 1
A) Greeting: g1%14d|° S © b ) a3 (i
INT: Circle a number eliall Al 0l e 3000 al) cal
from 1-5 for each 1 ) 3 4 5 5 4 3 2 1 ikl Ghy Ao JS 5, )11 (e
attribute, as relevant — — — — - — — — = =
‘ O 00X O00000
B) Extent;fF;ust;mer 1 2 | 3|4 |5 |54 |3 2|1/ Adyoplady si(p
ocus & Friendliness: OlolglgIOOolioololo
C) Softskills& - 1 |23 |a|s5|s|al3 221 ) ey Aigiad) Sl gl (S
Teleghony Skills D ' D D E D D D D D D H-Y'Ld-“ ' 1<l




b

Juaiy! Gaa-l" S Ja A e jall 1 e Y1 25) ~ |

—o_‘.:t_‘.:.:LA_‘.;Jl‘:L"_A_'..‘a —1

| 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

e Sl gl Aada o) mliia (Blale ale jladiul -2 ;
Sl e Al e -3

. . | 1
| 7.1 Information provided, Product Knowledge & ‘ ._,."!L-Za'ﬂ & sl ce Risuall Rasdd) cagnadi 7.4 |
Cross Selling . .
| 1. PBA provided sufficient detail to the customer, i . R o o @
Mol g > s aa ) J 48lS Tila o) ! .
with a clear explanation of the requirements/ | 2 ‘f i i sl s ”f’f e N "i '.' :
o - ) ‘ I M.L:s;/c..m\ 3¢ A o1 Silatiwal) [ Als gall uladd) [ Slhatall
eligibility criteria/ documentation needed for this | {585
particular product/service. |
0 | No, the PBA did not do this at all O BBV e dIPBA J) Jaksal S | 0
1 Yes, the PBA did this to some extent : D Lo 0 dll3 pRA J) Jad 2 caat 1|
2 | Yes, the PBA did this K QIPBA J)Jad all cpi | 2|
3 Yes, the PBA did this a great deal | O S JSly UPBA J) Jad Sl caal 3 i
2. PBA provided a clear and thorough explanation of 1 Oy Al Glyphadd) Ge Jaldy maalyz 3PBA Jladadl 2
the steps that shall follow in terms of: R
1) Process: Sl e (1
0 No, the PBA did not do this at all D Y1 e dIpBA JI Jady &l (38 0
1 Yes, the PBA did this to some extent D Loaa N &3 pRA ) Jad Sl caai 1
2 Yes, the PBA did this E ALPBA JI Jad 2 (aad 2
3 Yes, the PBA did this a great deal O S JS& ASPBA J) Jad Al aa 3
2) Time taken: s i Al 22411 (2
0 No, the PBA did not do this at all | SaY! e dUpBA JI eyl 38| O
1 Yes, the PBA did this to some extent O Losa )3 PBA JI Jad Al el 1
2 Yes, the PBA did this E : JUPBA J) Jad dkl caal 2
3 |Yes, the PBA did this a great deal O S U8 dIPBA. J) Jad Al ans 3
' 3) Regquirements (such as documentation): (S adl) Jia) ciiliia (3
|0 No, the PBA did not do this at all O BV e JUpBA J) Jadks Al 3 0
| 1 Yes, the PBA did this to some extent O Lo a3 PBA J) Jad Al aal 1
2 | Yes, the PBA did this = AIPBA J Jad A ca
3 Yes, the PBA did this a great deal O S JSdy AUPBA ) Jad Al e 3
3. The PBA was able to clarify any questions the ) a3 Ay (e 5 pn i Sl SIPBA Sl 3
customer had:
0 No, the PBA was unable to do this | O 3 JadpBA J) plaiiey ol (3 0
1 Yes, the PBA was somewhat able to do this O Lo aa 1 23 Jad PBAJ) plliadd 2l caal 1
2 Yes, the PBA was able to do this =4 A3 JabpBA J) plalulddl caa 2
3 Yes, the PBA was very able to do this O S JS5 A3 JadpBA ) plaiu) Al caas 3
Not applicable | g e Ak Ll e gl pfell) Gy [ Y
N/A . O e P
(Interviewers: Choose this option only if no = (Lol | ik

o



\
| questions were posed)

4. The PBA was able to explain the points of
differentiation and comparative advantage of the
product/service (Versus offerings of local

competing banks):

| i Jaify 5 ) liall £ 5% SIPBA J pllind 33 4

| (Rl Agladl il S ) iy el iia) Fai

| about a seecific E)roduct.ﬂ‘servicel

\L 0 ‘ No, the PBA was unable to do this X A3 JadpBA J pi Al NS | Q
|1 l Yes, the PBA was somewhat able to do this ‘ O | Lo 40 EPBA ) plal) Al |
. | M ek ' 1 - +31 - | ‘
| 2 } Yes, the PBA was able to do this g &3 QMPBA Jl flaiulill cani | 2 |
3 lYes, the PBA was very able to do this Oa | S S U JIPBA U Pl Al i | 3
Not applicable | : i M M i s M < L iy
S o e sl s gl saldl) el ) Y|
N/A | (Interviewers: Choose this option only if asking | D - o= e = i |
— !4....-.- LPREG P ki sy |
| :

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

;u‘:ﬁyiﬁ_ﬁ&JpBA;'é.ea_; .S

1) Effort to fulfill the purpose for which the call

L) #1490 o AN (Biadl sgal) 03 (1

was made:
0 No, the PBA did not make this effort/possess O | e Aaal) o2 la Y [ g2l 13 PBA ) pls ol (S 0
this attribute at all \ adhy)
Yes, the PBA made this effort/possessed this | i i o e
! La il J) a3a Sl ) iy g
1| autribute to some extent Xl | F g Sl b el B PR Y 1 At 1
Yes, the PBA made this effort/po d thi - e ; &

2 attr;bme i t/possessed this D {‘ Aad) 030 iy ga [ gt 1PBA ) o8 A caui 2
3 Yes, the PBA made this effort/possessed this m [ Jsdydacd) oda Sy g [ 3adl 13PBA J) a8 AR coal 3
attribute a great deal ‘ &

2) Extent of product/service knowledge: ; tAaddl) [ piially 48 aal) 524 (2
0 No, the PBA did not make this effort/possess D B Aaddl 238 day ¥ [ 3ga)) Vi PBA ) als &l S 0
this attribute at all Pyl

Yes, the PBA made this effort/possessed this & onoa G o T
i La il Il oda Sl gl 1ag L8 28] ¢and
; attribute to some extent E bodn gl Aadli oa iy ga [ 242l BePBA J1plB ol coes | 1
Yes, the PBA made this effort/possessed this - e 5 TGt -

2 attribute [p ! D Aacd) pda Uy sa [ 342l 13PBA ) ald AL s 2
3 Yes, the PBA made this effort/possessed this 0 JO& Al o3 iy gb [ 34l 13PBA () a8 il cans 3
attribute a great deal & _

3) Cross-Selling effort/attempt made: ALY Al da) Ga Alpiaddl A gladdl ) Jaduad) 34l (3
0 No, the PBA did not make this effort/possess D e Aandl oA iy Y [ agall 1igs PBA J) aks ol (O3S 0

| this attribute at all ey
1 Yes, the PBA made this effort/possessed this B | Lisa b aidionm dlliy g / sl 1PBA J pld il cpa 1
attribute to some extent
2 Yes, the PBA made this effort/possessed this D dod) 030 Ay gh [ 32l 1PBA ) pll B cpes 2
attribute
3 Yes, the PBA made this effort/possessed this 0 JEd ) oln Ay g [ 3ot 1igPBA I al Al can 3
attribute a great deal P
Not Applicable
N/A (Interviewers: tick this option only if cross D i Jlday) 1 e Ladle aud gsal oo gialll) (Suhaiy Y |
selling was not possible due to the nature of - (2l pos Ampis sy USaa cross selling JI oS ) Ja | Gidaly
your inguiuz
e = = |
4) Provision of adeQLfate explanation in 5 R g hal) AL e 13 gl 781 a4
response to questions posed l
o No, the PBA did not make this effort/possess : 0 o Aad) oia Al Y [ 3ol 1igs PBA ) aky al L3S 0
this attribute at all 5 PABY! |
7
+




+ + +
' | Yes, the PBA his effort/ sed th *. . & e
| 1 | . made this effort/possessed this i D W 8l iy b o PR i o18 p 1
. | attribute to some extent , |
| [ : % [
: 2 w Y;s:;hf PBA made this effort/possessed this I E Janal) o34 Ehiay A { 34 1PBA ) ol 3R] cpos 2
| attribute ,
E | Yes, the PBA made this effort/possessed this ‘ D S Aad) o3a dlias ga [ 3gal) 13PBA I pF Al aal 3
[ 1 attribute a great deal ! =
! | Not Applicable i | i i sl taa e Zudle ) W) By .
I N/A | (Interviewers: tick this option only if no further | Q = L — (il *_:_‘, T ola ;& .,.i
, _guestions were posed) ' ) - '
2. Overall ratethe PBA | ., f : e e Rud
— S Y| o | .§i _ | &5 lad PBA J al e JS5 2
on: o ol s | o | S 1 bF F : -
A) Product knowledge & > 2 g | o . 5 T T
. . . > | Q| E‘\ E = . n—LA_}MU_‘ _IAJJA.A‘ (W
information/assistanc | 2| < | | 3 3 samaal 5 gy el
e provided: ‘ P
INT: Circle a number i | 21 3| 4 ‘ S|5|4|3|2]|21] BN e Bl ) sl
from 1-5 for each T
e Lgduan! a8 FEWN b}
attribute, as relevant g —D— g E 1 Q g _D._ _.D_. Q_ -g- . = 85 F10m
B) Cross Selling: 1|2|3|4|5|5|4|3|2/|12 Cross Selling (-
O O00000/0g

(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)

L Y 13 «Cross Selling/w adll = 58 Y ela oy gialddl)

(Cross SellingJ! s 3 Al Jlas

express customer Complaints/Grievances:

G el a g A" 13) £ el 138 e cual #
Ol Ll [ g glsly (el

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

&LLA.W::\.HJ L;JL"\.:J\ 8.1

8.1 Complaints & Grievances
1

PBA demonstrated active listening skills when the DS3 O3 S Lanie Japlill gL ) jlea PBA ) ekl 2
customer was relaying his/her complaint. D S5
3 | Yes O ani |3
0| No O 3 |0

If ‘no’, specify any additional comments here:

-UA 48l Sliylad 5] 3aa S 1

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

pLallfis S2 pgil S 2420 PBA JIp5 a0 2

the customer:

3| Yes O aai | 3

0| No D % |0
If ‘no’, specify any additional comments here: Uiy 48l Clialad o) 32 YIS D)

3. The PBA clearly explained each of the following to Ol JE e S rya e PBA Jip s al 3

_».’i)an q.l]'l hL&d'ﬁwJﬁ-ﬁj‘J‘eﬂ#ﬂL\J J.\A'l )a.‘l.'l) le
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