M
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PROJECT: Money
T ‘ SERIAL NO.
SHOPPER CODE | DATA ENTRY [ EDITING ‘
3 O, | Name [ Number | Name Number | Name 1 l 0l 3| 7 [is:
| | | =
el i \ i | e 3yiidll G
[ Al | AN pd | AN =i
[ ] : [ :
'A.  Details of Call | T ATl Syl - |
, | Bank Dhofar i D ] Jlis oy !
| . Bank Muscat f O ! Laiae o |
| '  — 1
| | : | e
| Nat | Bank of O [ i i o g
[ 1.  Name of Bank to which | e e e E L o s ! PRV RO WU |
[ call was made: | HSBC-0IB ! O HSBC-OIB < ‘ A Juasyl
| Bank Sohar t | . e iy ;
Other Bank Specify: (22a) Al ol ‘
2. Call Centre Number hu )l 7// : |V S, 2
Date | Month Year aalt B i s .
* f 1 | | 1 :U"‘_’."R _. .
3 Date of Call 24 O[L,L 2 IU ‘1 ,4 2|0 1!3 ! l f [ Jasg 3
i P T ——— Hours ! Minutes ) el S
: m I | &= tad Yl s A .
| art Time to Ca / S| o K | | y s
| 5. Total Duration Call Hours Minutes il Slelud) :JeadY) 2y ¢ gana .5
| INT: FROM POINT OF ANSWER BY 1 | | O day) dBal o) raly
PHONE BANKING AGENT | ‘ _ ‘ ' Za Qi ;
(PBA), UPTOCOMPLETION | (D | O 19, L | : ! "A(- ; JT:::
OF PHONECALL) | | I E dallsal
| 06:00-09 am O | cloel 4 09:00 -06:00 |
09:01-12 am O | e 12000901 | S onkes
. . . ——-: | (e _’,‘.‘."- Syl 3 o8
6. T"’ITI’E Slot D;””g which | 15.01n00n-03pm | O | s ,i03:00-12:01 | - Y 4
call was made: —— : Cdish 3 b gd) sl
BINT:  SELECT THE 3:01-6pm B | s el i 06:00 - 03:01 | J,;f,:siﬁa ik
RELEVANT TIME-SLOT ‘ & s
' 01- \ L) L3 09:00 — 06: | JeadY!
ACCEPT SINGLE ANSWER, | 00:01-9pm O ¢las] o 09:00 ~ 06:01 o JL;IJﬁ
09:01-1am O |ow s 01:00 - 09:01 -
| 1:01-5:59am O | sW e Li5:59-01:01
B. Purpose of Call | Juady) hia o
[ | f Wl a1 I
1. 6 lE i | Query Code | -\&/3=! AU )
A Product Name: | e el al) L _ Lo
regarding a specific ) | INT: Onsert On i) sty e ale Sailad -1
2 | _— | - . 4 — = . -
Product / Service Cavindg /‘aouﬂ | “tram s (i (5) 2200 dani/miia
- - o (|
2. Application for a [T —— Query Code l (“ | <tasiad and .
. Product Name: | ——— (all al) e (T
New Product / ; | T e Jyaall iy 22
saril INT: (Insert | Oa Jil) taly , ‘ ()30 T/
ervice | from list) | (Aaddll [ ‘ - =
3. Complaints / KGRI Cc;:l;{mssnrmom | (R (o Ja) s KD S [
Grievances ) i Al [ 58l -3
4. Other Please Specify Details: () 233 53 ) ko4 3
1
+



+

+ +
C. Appraisal of Interactive Voice Response (IVR) (IVR) 4sle i) 45 guall Adaiuy) alal anll S
| system:
' 4.1Appraisal of IVR system: . Ao Ul A0 peal) Alan plad i 4
i 1. How would you rate the IVR system in terms of ali e Ade Ul A5 geall Lilanl) ol o0 ) i€ (af 1
! Ease of navigation & user-friendliness? Lalaaiyl y Jaml Al geu
| o | No. the IVR was not at all easy to use 0 s DY e Do Ul 45 goal) Aulaiua¥) plai 08 ol (S | 0
| ' aladay)
Jaike JE2Ma 32 ) Alelid]) A5 pal) LlaiuY) AUSS GRS caal
| 1 | Yes, the IVR was quite/reasonably easy to use D dahe - o o Pf"‘E o 1
| al Al Ly
' 2 | Yes. the IVR was easy to use E AN g Tl il A5 geal) TkaSui1 oL GRS cpnd 2
‘ 3 Yes, the IVR was very easy to use D plaiiyl g s A U2 25 gl Apctia P IS qpa 3
2. How would you rate the IVR system in terms of | sl e e il 45 poal) Latu¥! sl ciial ol €4 a8 2
|
clarity of instructions? ' fadadll = yoay
0 | No, the instructions were not clear at all D ! (kY Je daudl g cladadl) (S W3S | O
1 | Yes, the instructions were quite/reasonably clear D ' daal g ke JS2 [ Le 2a ) Silagdalll IS (aai |
2 | Yes, the instructions were clear i K | Aoy oS Ciladadll caai | 2
3 | Yes, the instructions were very clear | D i jaa 1\.;.'4\! S Slagladll ¢l 3
D. Greeting s il &
5.1 Greeting & Purpose of call Jual¥) (g Al g i 21501
1. Once you selected option ‘9’ on the IVR, | 3¢ J&. Ll plai i "9" Juda) & ,Laal gal 1
(“To speak to a call centre agent, press . (Mention o )5)»4-?- 2 plSill") *-Jr--u-‘ Gy oall
9”), how long did it take for you to speak | | Sl 3aa) | et 2yl e S ("9 daral / Y LT
to a PBA? seconds or (316 *PBA ae il
INT: Specify duration in the space provided minutes) (FUanal) dabual) A o gl 3a) ialy

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

$aglaa" Jlddal 4540 Ja B hid J)ped) 1 e Gigla) tdaly
AW Spall dadi e " Jlal)

2. Were you called back by a PBA? PBA Jd ek JlaiYlsdel 5 a2
|
| 3 Yes D | 3
; 0 No D | 0
\ If ‘no’, specify any additional comments here: *Note to &) romalll Abadat (U Adld) Clidas o) daa TS 1)
1 interviewers: This is not a mandatory field. Please fill in Adlay) Cliadiall saa gl bl 3 add 138 ALY) Jia
any additional observations, if relevant. Otherwise, leave JS do iy 136 42 U ALY &5 Yy Alal) i
blank. This applies to this option for all future questions. | AL Sllayl Allaiadl <) LAl
|
| |
3 [ N/A = | =T !
3.  On picking up your call, did the PBA wish you, ‘Good 3/ peall e wdll AGPBA JIal Ja ddeladdl dlab ;) s 3
morning/ afternoon/ evening’? il lie fama
3 | Yes ‘ E pi |3
0 | No O %% |0
If ‘'no’, specify any additional comments here: LA 4Ala) Ciliylad g) aaa (US™ 1Y
| 4. Did the PBA greet you in the same language you Lladu¥) plai Al sl Al wiu PBA e, 6 4
selected through the IVR system? e\l 45 yoall
2 | Yes & pni | 3
0 | No O % (0

If ‘no’, specify any additional comments here:

sla Al Sl 6] daa TS 1Y)




+ + +
LD Greeting TEg i | s
5.1 Greeting & Purpose of call ‘ Juai! e oo all g cua 511 5.1 |

5. Rate the PBA’s greeting on his/her level of (YA A0 g sl G sPBA ) rm 5 oB S

B el T

|
|
courteousness: | 'l
0 : No, the PBA was not at all courteous [ D l SY) e @l PBA J OSsal 38 0 |
{ |
1 | Yes, the PBA was quite/reasonably courteous [ E Jadhe S50 [ e 22 ) (8 PBA U IS cans 11
2 | Yes, the PBA was courteous O SO PBA J) CAS (ans 2
: 3 | Yes, the PBA was very courteous D laa QI PBA J) S cani : 3
; PBA’ i his/h lari f - & — i G
6. Rate the PBA’s greeting on his/her clarity & pace o ! I ———
speech: |
0 No, the PBA did not speak clearly & steadily D JILe )y £ g3 PBA J) alsly ol (38 I 0
1 Yes, the PBA spoke quite clearly & steadily | D JISe)y raay Joda JS5 [ s JAIPBA ) oS5 el | 1
2 Yes, the PBA spoke clearly & steadily | E ! JIe)y £ pa pPBA J A5 cani | 2
| 3 Yes, the PBA spoke very clearly & steadily | D i JIe) g laa el y JSEPBA I A caes L 3
| I3
7. Did the PBA introduce himself/herself by name? i ‘ Fassil ()i e BPA Jl e a7
3| Yes | l = E
0 [ “« |0
| No O I yos -
If ‘no’, specify any additional comments here: f | (U Adla) Sillidad (g Jda USM 1) ‘
8. Did the PBA then enquire after the purpose of your folllad) m 2 e iU S ey W BPA Jlad s 8
call?
3 Yes E i | 3
0 | No O 3% | 0
If ‘no’, specify any additional comments here: LA ALl Sliulad g daa OIS 1)
INT: <Answer this question only if the Mystery Shopper is ‘ Jeals 5 pnal) (Fgudall G S B Rk Jigud) M e Ggly) daly
calling as an existing customer> (s &3S
9. Did PBA ask for customer details for the purpose of eSBN om jay o g U et yall Juatiill epa J I da 9
verification?
3| Yes O J i ] 3
0 INo =) 3| 0
 NA i Not Applicable (N/A) K ! kLY | -
| 10. Did the PBA proceed to listen to (or probe for) the ; [#53 [J5us A (Lo it ) glaut) PBA J &5 Us (10
customer’s query/grievance/complaint? ‘ LT TR\

J:ihw,hPBAJNLﬁMHJS,[ 0
bas ) PBA J) ) Jad ail cani | 4
PBA J) &3 Jad ol ani | 2

Ll PBA J &l Jad il can 3

No, the PBA did not do this at all

' Yes, the PBA did this

| Yes, the PBA did this a lot

|0
1 | Yes, the PBA did this to some extent
2
3

Jooec

E. Soft Skills & Telephony Skills Adilgl) VLl S ey daadlll Sl lgal) 2
6.1 Hold Procedure | | SN sl e 6.1
1. Did the PBA ask, “May | put you on hold briefly, while | | oSt s A Ol s oS 1 o) Sy W PBA Y e a1

I get the required information?” prior to putting you | | LY Al A ey 8 0 Lkl Slagleddl e Cliaa

on hold? f :
3 | Yes 'O | i |3
0 | No O % | 0

3



- + -
| E. Soft Skills & Telephony Skills [ Al ST Sl g g Amadlll Sl lgal) 7z I
" { If ‘no’, specify any additional comments here: ‘ sUa dlla) Siulas ) aaa NS 1Y |

|
‘ ,
! 1 .
}—A‘NotA licable (N/A = oy ¥ "
= " - - ﬁ
2. Did the PBA speak with anybody else prior to placing Y s 3 dleiay Jd Jal jadlae PBA JIASS a2
you on hold?
0 | ves Nl ai | O
3 ' No D | “«€ |3
. If ‘no’, specify any additional comments here: I A il Clilad g) das TAS™ 1) |

| [ |
[ o [ PR
' NA T not Applicable (N/A K -“‘M| =
\L | — | ﬁ
1 INT: Answer this question only if the PBA kept you on hold Oa S JRITPBA J) S 5 Sl A kb J gl 134 e wigla) tdaly
‘ for over 60 seconds (4 60
| 3. Did the PBA inform you that he/she needs more time S e J¥ely 2Bl ey el & iy padl PBA JI el Ja 3

and apologize for the same? ? 5ay!
3| Yes D ani ! 3
0 | No O | 0
If ‘no’, specify any additional comments here: ‘ sUA Lol el o) ada ST |
\
! Y | ™

' N2 | Not Applicable (N/A) K] ey ¥ |
? . : ‘_ﬁ_
| 6.2 PBA Attributes | 1 PBA J' Slaw 6.2
(1. Select ‘yes’ or ‘no’ based on whether the PBA fulfilled i N e B s =

“ Sl 23 _s 5 P A -—fl Al N u)su | " \ :

‘ each of these attributes: G eips RRA RO - et 11
1) Active listening skills: . Japldl) pladuy) O g L1
0 | No, the PBA did not have this attribute at all O DY) e PBA ) S ey S | 0O

. |

| 1 Yes, the PBA had this attribute to some extent X Le 2a JIPBA J <3 Jad okl cans ‘ 1
2 Yes, the PBA had this attribute ! D PBA J) <l3 Jad sl (ans | 9

| 3 Yes, the PBA had this attribute a great deal N Ll PBA ) 4113 Jad 3l cani | 3
| 2) Effective questioning skills: t Juail ) g2tV S e .2 |
‘ 0 No, the PEBA did not have this attribute at all [ D Y e PBA J) U3 (i A DK | 0

1 Yes, the PBA had this attribute to some extent ‘ E Lasa JIPBA J) lld Jad al (ol 1
2 | Yes, the PBA had this attribute O PBA J) &li Jad il aas 2
3 | Yes, the PBA had this attribute a great deal O LLGPBA ) Al Jad il cani 3
3) Confident: "t\ 3.3
0 No, the PBA did not have this attribute at all D (S e PBA J) b Jady &l (S 0

|1 | Yes the PBA had this attribute to some extent X L oda JPBA J) &b Jab 3kl aai 1
? 2 | Yes, the PBA had this attribute D i PBA ) U3 Jad 4k (aas )
[ 3 [ Yes, the PBA had this attribute a great deal i O LLGPBA J) I3 Jad Jkl ans 3
- 4) Professional: [ 3 i jiaa 4
‘ 0 [ No, the PBA did not have this attribute at all [ D ‘ (oY) e PBA J) <ld Jady ol S 0
| 1 Yes, the PBA had this attribute to some extent D Leaa JIPBA J 2l Jad ail cans 1

2 Yes, the PBA had this attribute E PBA J <l Jad 3k (aas 2
3 Yes, the PBA had this attribute a great deal D Lila PBA ) &UI3 Jad ol iaas | 3
4
+ -



+
Soft Skills & Telephony Skills Lidlgl) CVLaY) O e s Apeadlll O gl 7 |

E

5) Friendly: ' 2345.5
[ O ‘ No, the PBA did not_have this attribute at all (Y e PBA J) 43 Jady ol S | 0

1

2

3

+
‘1+

1.-.\.1._.‘1|PBAJ'I.’U.'JJJJ.'IJ.A_'-§ 1
PBA J) & Jad ol cani |

- Yes, the PBA had this attribute to some extent

oxroo |ooro

I Yes, the PBA had this attribute

2
Ll PBA J) U3 Jad 2kl cans | 3
Ay Jad 9 ShalS Jariul 6

@Y e PBA J) <3 Jady ol 38 | 0

Yes, the PBA had this attribute a great deal

6) Used simple language & phrases:

0 No, the PBA did not do this at all

1 | Yes, the PBA did this to some extent boia AIPBA J) 3 Jad ail aas 1|
2 | Yes, the PBA did this | PBA J <3 Jad 3kl aas 2|
| 3 Yes, the PBA did this a lot Ll PBA J) &3 Jad 3k cans | 3
7) g:;::;!;a::f_tmt_i;n::eg: positive, friendly & ;  nakan g (69 813 ol ol S (okagl 131 e Siilay 7 |
0 No, the PBA did not do this at all D Y e PBA J) &3 Jady ol 3 ‘ 0 I
! 1 Yes, the PBA did this to some extent ' D L2 JIPBA J) <l Jad Gkl J 1 :
| 2 | Yes, the PBA did this i =B PBA J lli Jab il pai | 2 ‘
3 Yes thePBAdid thisalot O : Ll PBA J) i gad sl s | 3
' 8) Used positive language: ) Apde) AA] Jaaiesy .8
0 | No, the PBA did not do this atall al ) g PBA D i by Wl S | 0
1 Yes, the PBA did this to some extent D ‘ Lo JIPBA J) I3 Jad 2k ans i 1
2 | Yes, the PBA did this . 24| ' PBA J) &lli Jad il (pai | 2
3 Yes, the PBA did this a lot D ! Lla PBA ) 2l Jab Akl caas | 3
9) Overall, Was ‘Customer Friendly': | 1ol pa lagd CAS ale JSA .9
0 | No, the PBA did not do this at all O Y e PBA D A Gyl 38 | 0
|1 | Yes, the PBA did this to some extent d Lo JPBA JI ek s |
2| Yes, the PBA did this = PBAJ & gud il o | 2
|3 | Yes, the PBA did this a lot g LG PBA J) i Jad ail cans | 3 |

1. Overall, rate the PBA lgf - & . .§ | F F |
A) Greetlln : ;I \ L=d 1 gl ‘ n . B = _;.‘f':“__(_. R
INT: Circle a number ‘ i) a3 ._r":' Sl as) oal
from 1-5 for each | 1 > | 3 4 5 5 4 3 9 1 4 Lghidadl Uidy dha JSI 5 11 e
attribute, as relevant | — — — — — — | — — — | =
O/ 00k 000/g|g|0d
B) Extent of Customer 1|21 3[als|s|al3]2]1] Radyopllaysu(
Focus & Friendliness: D D E | D D D D ‘ D D D ‘
L — —_— ===l = === = |
C) Soft Skills & 12 13[als|[5s5]al3]2]1] i iwwsalda
Telephony Skills D D E ‘ D D D D 1 D } D D ‘ walall =1
— AR SR —ef —SE—0F —BF—NENE T NE —
5

I
+ +
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F. Answer this segment if: ; Ayl a1 S Ja A ejall 1a e LlaY) u3) z
A)Application for a new product/service: } Saaa Aadd ) piie b -]

b) aneral enquin{ .relating to a specific product, \ e S ) Bedi ) ey (e ple s -2
service and/or facility: l AR08 e Al b 3
c) Other purpose of call i
1
7.1 Information provided, Product Knowledge & & . - - < .
. ’ ey g2 | oe Ad mal) cAadial) Slaglaadl 7,
Cross Selling & Jygiidice ‘ 7.1
| 1. PBA provided _suf‘ftaent detat»l to the cust.omgr., with a P iy 2% an i 0 RS e glas PBAL) el 1
‘ clear explanation of the requirements/ eligibility dasi il 13g] Aa ) il aTined)l / Alapall laall / Ciyllaial
‘ criteria/ documentation needed for this particular ; = = L oo
product/service. ' = ,
0 | No, the PBA did not do this at all 0| N e APBA J Jak pl S | O |
1 | Yes, the PBA did this to some extent X Leaa ) &3 PBA JI Jad all cani 1|
2 | Yes, the PBA did this O SIPBA J) Jad Al an 2
3 Yes, the PBA did this a great deal D S JSA, JPpBA J) Jad Al caal 3
2. PBA provided a clear and thorough explanation of the O g Al S pdadl) e Jally medaly = p3PBA JI il 2
steps that shall follow in terms of: T e A
1) Process: s aglal) e (1
0 | No, the PBA did not do this at all O ) e QPBA J) ek al 3S | 0
1 Yes, the PBA did this to some extent E | e 2 D) 3 PBA J) Jad Al i 1
2 | Yes, the PBA did this O APBA ) Jad dkl caai 2 |
3 | Yes, the PBA did this a great deal O S JS APBA J)Jad i | 3
2) Time taken: Al S840 (2
0 No, the PBA did not do this at all O Y e JPBA J) Jads &l 38 0
1 Yes, the PBA did this to some extent | E Leda ) 23 pBA J) Jad il i 1
2 Yes, the PBA did this ['_"'I JALPBA ) Jad b (and 5
1
3 Yes, the PBA did this a great deal D [ aS Jo5 JAUPBA ) Jad dil cand 3
3) Requirements (such as documentation): f(S)aiaall Jia) Cillaia (3
0 No, the PBA did not do this at all D Ay e APBA JI Jady a8 0
1 Yes, the PBA did this to some extent E Laaa ) 3 pBA J) Jad Al 1
2 Yes, the PBA did this - D JLPBA ) Jad adl (et 2
3 Yes, the PBA did this a great deal D nS JO ApBA ) Jad Al (aas 3
L bl lari ti h t ' \ v e a2 ;
3 ;SZ-PBA was able to clarify any questions the customer | i L3 ) (m ) i e SUPBA S B 3
0 | No, the PBA was unable to do this O L3 JaipBA J) aiieas ol S | 0
1 | Yes the PBA was somewhat able to do this O L s ) A Jab PBAJ) plliadt A cuai | 1
2 Yes, the PBA was able to do this E U3 JadpBA J) §Uaiadlll (anl 2
3 Yes, the PBA was very able to do this D S JSZ A JadpBA J) pllied A e 3
Not applicable Loy T "
r > J - (G saldl) el Y
N/A | (Interviewers: Choose this option only if no Q { S s 2l gpa) | =
uestions were posed o
4. The PBA was able to explain the points of T . o i
differentiation and comparative advantage of the [giiall Sy S A il 7 0 OPBA gl A2 4
product/service (Versus offerings of local competing (Aaadliall Llaall S gl Lpadls ) g el Jiia) deaal)
banks):
0 | No, the PBA was unable to do this R 413 JadpBA J) iy ol 3S 0
6
- -
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|1 | Yes, the PBA was somewhat able to do this I D ‘ e aa Gl JadpBA J) plaied 3B cani | 1 |
[ T s o T
| 2 Yes, the PBA was able to do this D 1 i JadpBA J) plalul k] (ans } 2
| 3 Yes, the PBA was very able to do this | D S JSds U3 JadpBA J) plaied) 3 s 3
| hatapplicable e J Ja ki Lall s fa) o el (Sl Y v
| N/A | (Interviewers: Choose this option only if asking | TR eI e
| . g . Se— A 4..-...;/‘ lile [ev-Nt)

' about a ggeaﬂc Eroduczéser\nce (ks o hipa | iy

| S. Please rate the PBA on each of these attributes: el s Gedan K, PBA Ul ad sy 5
| 1) Effort to fulfill the purpose for which the call | T .
: sl £l g Cpa | aaladl agall (1
f was made: | s e 4
l o No, the PBA did not make this effort/possess this [ D [ e Al oda Al Y [ 3l i PBA JI aly al 28 0
? attribute at all } )
f Yes, the PBA made this effort/possessed this attribute 2 e feres ——
La d\ IPSTE |Pe el Vg ol il

! to some extent X o gl S e g ./ Fer R Dadk B ik Al 1
‘ A his eff: hi - . . i - .
| 2 Yes,‘the PBA made this effort/possessed this | D 1 o3a dliay 9h [ 3ol 1igPBA I pll S (ani 2
‘ attribute
|4 | Yes, the PBA made this effort/possessed this 0 | icydand ol By o J3ypd UgPBA Pl llipai |

| attribute a great deal

P

2) Extent of product/service knowledge:

tAadil) [ plially & aal) s2e (2

| 0 No, the PBA did not make this effort/possess this

attribute at all

uhu\ah&'u,‘!fq.g!ﬁ‘."pgj\.jléﬁ.%i
Ry |

0

Yes, the PBA made this effort/possessed this attribute

La ) dacdl o2 S seall 1igs N oalE ail cami |

I to some extent D Leda A dadions g 98 [ gl 12PBA I Al Al cand | 1

! 2 \a’ttetsﬂ:\jt:BA made this effort/possessed this E Lol ih dling 8 ] 00 gaPBA otk bl o :
3 Yes, the PBA made this effort/possessed this I:] Sk dandd) 038 ey g [ 32l 13 PBA J) a2kl aus "

attribute a great deal

' 3) Cross-Selling effort/attempt made:

1 oY) ) Jal e Algiadl Ayl g Jytall 32l (3

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

e Aand) 234 Ay Y [ ) 1345 PBA J) aly al 3S |

O | attribute at all & | O
[ Yes, the PBA made this effort/possessed this attribute et i o e e |
1 | to some extent D Loda Adediois Slle sa [/ 2gall 10PBA ) Bl 2l cans | 1 |
Y A i i < . . -
2 , astsr'ir:tepa made this effort/possessed this D | D o3h Aliay op | 3gad) VigaPBA ) ot 2B cpu ‘ 2 |
3 | Yes, the PEA made this effort/possessed this ml JSd dacd) 03 s ga [ 3gad) 13PBA J) pld AR (aal i 3|
| attribute a great deal ‘ 2z .
! NQt AQQllCablE R B (Y " TR PR N 5
. . . . x i | Jlasa Yl 13 Jd= LT Ll sl N
N/A I (Interviewers: tick this option only if cross selling was D — ) .\ ‘ =

(s Anse wosioss USan cross selling J S ol Js | il

| not Eossiblg due to the nature of your inguiry)

4) Provision of adequate explanation in response
to questions posed

gl Qi) e 13y gl 7 B i (4

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

B Al ada e ¥ [ 3gadl 13 PBA J) sl al S |

|
i
|
|

O | attribute at all my S| 9
Yes, the PBA made this effort his attri . i W oag o |
! . t::ssctmfe ext::; EASETangRnssEse S S e E ! L e Ay sa f agall 130PBA JI A a1l (pei { 1
2 :::ﬁr:t:BA made this effort/possessed th D T 230 g g / g 13gaPBA. ) otk 2kl o : >
5 | Yes the PBA made this effort/possessed this O] JE ) oa By 58 [ 3 13PBA ) ol i cans | 3
attribute a great deal J Py
Not Applicabl | N T Bl A el s o Al Sl N
N/A | (Interviewers: tick this option only if no further 1 D P R hk— u"fn_i) ‘,,’m : \ —‘
questions were posed) |i— (Al sl » o s S | Gudal
7
+
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2. Overall, rate the PBA

Slaty Lad PBA JI a8 cple K3 2

Sl glaallfSatial A3 el (I
il Bae Ll ¢ Lgs dlatall

on: | & | o | & v F '

i g 8 | - - |

A) Product knowledge & §f : E.n gi % LF |‘F }T "E :
information/assistanc | < ) g: | |
e provided: | |
INT: Circle a number 5

from 1-5 for each
attribute, as relevant

1

i) B e 50 ad) sdaly

1
O

Lol Uy« Aho JSIS 11 Oa

B) Cross Selling:

B || | very Poor

O | R
ImEImES

2
0
2
O

]E] I |[:| I

(mE[m S

2
8|
2

-Cross Selling (<=

Ow |Dlw

(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)

Slia S Yo a5 ALy s le lea p3 Jga T gty Jp 2 ey Siall) S8 30 Silaly Y 131 4Cross Selling/sn auil 7 4 Y dla ) () fialill)

(Cross Selling ! w 2a U Jlas

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

OIS Jlad¥) Cpa Ll AN 13) £ ad) 1A e cual ¢
ik ) Sl [ 5 gsdy (ala

8.1 Complaints & Grievances

Glallitl) g o oSS0 g1

1. PBA demonstrated active listening skills when the
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customer was relaying his/her complaint: [ s el 485
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If ‘no’, specify any additional comments here:

sla Al Sliulad o) aaa TS

2. PBA made a concerted effort to understand the
complaint/grievance:
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If ‘no’, specify any additional comments here:
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3. The PBA clearly explained each of the following to the
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INT: :;:::crtn:i:her yes or no for each of the focus areas> I e i (::

1) Complaint Resolution Process: | g ssl Aadaa/a Al (1
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2) Time taken for resolution g5 dallaa [ Jal (3 ]l < gl (2
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If ‘no’, specify any additional comments here: sUa A8l Slidad (5) ada "TIS" 1)

4. The PBA possessed adequate knowledge of the
complaint resolution process:

0 | No, the PBA did not possess any knowledge
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1 | Yes, the PBA possessed a little knowledge
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Yes, the PBA possessed knowledge
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Yes, the PBA possessed a great deal of knowledge
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5. Please rate the PBA on each of these attributes, on a scale

of 1-5:
INT: Circle a number from 1-5 for each attribute, as relevant
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H. Call Closing:
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C)PBA asked if he/she could offer further assistance
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to the customer: ‘\ - et s,
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} A C) PBA thanked the customer and said goodbye: } el D By 03 PBA J) S sil( L
[ 3 | Yes 3 f a3
0 | No D | %0

E)The PBA attempted to acquire follow-up
information from the customer:
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TOTAL Branch Score

Section Parameter Under Evaluation

Total Points Scored in this

Total Points Allocated /

Area: Parameter
C Appraisal of interactive voice response (IVR)
D ' Greeting
E Soft skills & Telephony skills
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F Other questions
G Questions related to complaints/ Grievances
H Call closing
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