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PROJECT: Money |
SHOPPER CODE | DATA ENTRY | EDITING SERIAL NO. _
5/ Name ; Number : Name Number | Name 1 0 5 0 4 2 ;
: | |
Labuall .3 5 | Al } il glaall Jlasl [ Sl 3,
| a8 )l [ sl FT auy! [ A ] J
HEEEE | |
A, Details of Call ‘ Juai¥)fAalS)) Sl - |
. Bank Dhofar : O Jlils oy :
| Bank Muscat | O Saae ol |
d
National Bank of ‘ Laadl ik gl il
| 1.  Name of Bank to which ‘ ool LR O ’ A g S i a1
' call was made: HSBC-0IB & O f HSBC-OIB <L s Jlaty)
Bank Sohar E D i S “"J
; Other Bank Specify: Omar Amé’ Ba”k (222) Al oy
-
i 2. Call Centre Number Q#}fquu ‘ VLY Syaal; 2
[ | a° | s
‘ Date | Month Year g Al | agad
3. f Call . ‘ : eV 2y
| 3. DateofCa 219 |04 |2]o]|1|G]| 2]0]1]3 | | i o
} _ Hours Minutes ‘ dada S ld) i
| 4, Start Time to Call / | £— o i q 1 | | i) ey iy, 4
| |
5. Total Duration Call Hours Minutes (il Sleld) rJaiY) Sy f gana .5
INT: FROM POINT OF ANSWER BY | _ | On Agta¥) Lhad Cye) raly
PHONE BANKING AGENT ; ' - | o o A
(PBA), UPTO COMPLETION 0 i(/ ¢/ S l s o J":“'J':
OF PHONECALL) | | ; | (Aadsahl sigss
06:00-09 am | Zall A 09:00 -06:00
09:01-12 am O | cua412:00-09:01 s i f
1 i i | \;'-‘ . ,‘ . . .
6. Time Slot During which 12:01n0on-03pm 0O S el i 03:00 —12:01 - sl
call was made: gl 5 0d hdl sdaly
BINT: SELECT THE 3:01-6pm & | SUl eladll 3 06:00 — 03:01 5 i .1' ’
RELEVANT TIME-SLOT 5 2 - :
: :01- Lual) 4 09:00 — 06: | Jead! s
ACCEPT SINGLE ANSWER, | 0©:01-9pm O elasal! 3 09:00 - 06:01 | . 53': P
09:01-1am O |o csiie 3 01:00 - 09:01 | '
1:01-5:59am O | s cua 4isis9-01:01 |
B. Purpose of Call T Sl i |
i | Query Code | :(J\s= Jau |
Genera.l £nquury‘ Product Name: : ‘ (el an) ) ‘ = ‘
regarding a specific | o e ale Sl -1 \
. —————— | INT:(Insert | OaJ3) caly o |
Product / Service e{“_gom] !{}qﬂh from list) | {i.al.'l.‘ﬂ (’)“""“ *"‘"“"E‘“‘ ‘
o ' (D pad) Sa }
. Appl fo | Query Code (J 4
et | o ame =iy e
: f INT: (Insert | O J33) taly | ol i B 'i
Service I I from list) {- AR (a)_'....'s ol 1
3. Complaints/ Complaint Ccitlise (INSERT FROM ;(i..‘.m\ Coo JAS) (g 9880 Sa
Grievances T allif 5485 -3 1‘
4. Other Please Specify Details: (el 33 5L5.) I w4 1]
1
+



i daali e Lle W) 45 pall Lladlay) alad ciial ) A€ (aS 2
e59 L ;
E .-.Iut’._-ﬂ.l-l:J-dJ

Y Je daa) g Sladadll (Al NS | O

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

0 | No, the instructions were not clear at all

+ + +
‘[ C. Appraisal of Interactive Voice Response (IVR) (IVR) 4Asle Wil 45 geal) Aslaiay) sl audl uﬁ}
- system:

' 4.1Appraisal of IVR system: ‘T | Al Ui A5 geal) Aladu) pUS anidid, 1
1. How would you rate the IVR system in terms of 1 | Aali e Ao Ll 45 geal) Aladu¥) alil 285 ol A0 S 1

| Ease of navigation & user-friendliness? 1 i a1ty o JEEH A ggas

' o | No. the IVR was not at all easy to use ] O S PV o Al Uil 45 geal) LiaZY! e 05 ol 38 0

| 1 ( aladly)

. ‘ he JS2Me 32 ) e il A5 gl Alaiu¥) alii CAS caal

| 1 | Yes, the IVR was quite/reasonably easy to use ; D sdoste Sy i e lil 4l gy :-"& e 1

| aladluy) k

| 3 | Yes the IVR was easy to use 'O Skl Jgae sl il 45 gl At pli S pui | 2

| 3 | Yes, the IVR was very easy to use ; B | phassant g Jgos Gle il 45 gl Tubaiua¥ plii oS pei | 3

| |

=5
| 1 | Yes, the instructions were quite/reasonably clear T\ [:] dadly Jodha JSlu [ ba aa ) Sladatll IS caal 1
| 2 | Yes, the instructions were clear i O dasal g =ailS Clagladll gaal
; 1K r e .
3 | Yes, the instructions were very clear ‘ E | Jaa dawdl g CulS Glagdatll (aal 3
D. Greeting | el o
' 5.1 Greeting & Purpose of call ‘ Juai¥) (e paadl g cua ) 5.1
' 1. Once you selected option ‘9’ on the IVR, | 20 LeC. | [ aeiaYl sk L3 "9" Jiday! ! o) 1
(“To speak to a call centre agent, press | (nrention | T | HSoedgepa il el 4yl
9"), how long did it take for you to speak | I 3 Sl daa) | i) 2 G oS ("9 daial / YLTY
to a PBA? I secondsor | (a2 PBA ae Zuaalll
INT: Specify duration in the space provided | minutes) | (Puanall Aaleadl) B i gl 32) dialy

Baglaa" Jladal UG Ja A Ll gl 13 e Gigla) tdaly
:(JY\ < peal FREY 2% "Jal
fPBA U el JeaiVlaslel 8 a2

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?

3| ves O ani | 3
0 No D | % |0
If ‘no’, specify any additional comments here: *Note to | o) rouialll ABada* 1Ua LAl Sliylad ) s (NS™ 1)
interviewers: This is not a mandatory field. Please fill in | Aglay) claadial saa cpla Ll ) Gl 134 laY) Jia
any additional observations, if relevant. Otherwise, leave JS e bl a4 U Y d 5l Yy Adall Sild '
blank. This applies to this option for all future questions. AN cllayl Adladad) ol LA l
|
|
3 | NA K =3
3. On picking up your call, did the PBA wish you, ‘Good S el plea” Sl SGPBA J) al s ddeled) daiy gl 3
morning/ afternoon/ evening’? £ il olise famu
3| Yes = w3
0 | No 4 x| 0
If ‘no’, specify any additional comments here: :L'nﬂ\gil..-‘n\ Ciliylad o) daa IS 1A
\
4. Did the PBA greet you in the same language you Ui plai i LS Gl Al dall) sy PBA JV i cay Ja 4
| selected through the IVR system? i le il 45 yoal
|3 | ves B i | 3
0 | No O x|0
If ‘no’, specify any additional comments here: 1A Z.,‘n.a Sliulad g1 daa "IS" 1)
2
+ +
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' D.

Greeting

e A S

-

5.1 Greeting & Purpose of call

Jual¥l (e pa Al 5 cua AN 5.1

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

courteousness: (e B s sl B 9PBA Jl i a5
0 | No, the PBA was not at all courteous D BB e @l PBA U OS5 al 28 I 0 ‘
1 ] Yes, the PBA was quite/reasonably courteous O Joashe JC [ e s 1 3 PBA U1 S cans i 1
| Yes, the PBA was courteous O GAPBA J S a2
X

i GBIPBAJ G eai | 3

2
3 Yes, the PBA was very courteous
6

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

(1) 259y 4a3S £ g gl iy PBA Ul s i a3

No, the PBA did not speak clearly & steadily

Jiielyraay PBA J Sy ol 38 | 0

1 Yes, the PBA spoke quite clearly & steadily

Je)y £y Joda S8 [ e aa JIPBA Ul AL canl

2 Yes, the PBA spoke clearly & steadily E Jie)y £ pa wPBA J AlSS i | 2
3 Yes, the PBA spoke very clearly & steadily O JIe )y o meal y JSSPBA [V alSS ai | 3
7. Did the PBA introduce himself/herself by name? fantil (J4ssii e BPA Jl e Uo7
3| Yes 2 i | 3
0 No D ! “« |0

If ‘no’, specify any additional comments here:

tUa 4 8la) Clidad o) 3aa TS 1

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

HEKeRA e e Jdiolliii g BRI ik gl

call?
3 | Yes &l | aa |3
10 | No |D % |0

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

2UA i) Slilad o) saa NS" 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?

‘ Sty g ) dyiall IS Ja 3 Bl () 134 o igkp) sy

[P

ekl o i g G e el paliill fepBA JN Ul s

9

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

V-

s [J3us I (e il i) glaiuy! PBA J a6 s 1

foy 4SS

3 | ves X |3
0 No ? D X | 0

N ‘ . 9

== | Not Applicable (N/A) ‘ O oy ¥ &'-

0

0 | No, the PBA did not do this at all O Y e PBA J) &l Jads ol 38 0
1 | Yes, the PBA did this to some extent O L ) PBA J) &l Jad ol pai | 1 |
2 | Yes, the PBA did this K PBA J! &l Jad akl (aa 2 |
3 O

| Yes, the PBA did this a lot

Ll PBA ) &3 Jad 2l (pas

E. Soft Skills & Telephony Skills

L)) cVLal) Sy il S gl 7

6.1 Hold Procedure

—

SN Sls) e 6.1

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

| get the required information?” prior to putting you

OsS e A Ol LIS O 1 o) S G PBA Tl a1

¢ Y s i ey Ui "0 lladl e gledll e Cilias 38

on hold? |
3 TgYes !D! o | 3 |
0 | o {D wloo |
3
+
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E. Soft Skills & Telephony Skills

Adilgl) LAY Gl gy Asad ) g 7 |

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

1A 48l clhilad g) 3aa . ""HS" 1)

| « Lt i
NA | Not Applicable (N/A) | K 32
2. Did the PBA speak with anybody else prior to placing P ALEY o Adaay 8 Al jadlae PBAJASS s 2|
you on hold? \
0 | ves O | pni | 0
3| No O x| 3
‘ If ‘no’, specify any additional comments here: ‘ sUa i) Slilas o) daa TUS™ 1)
|
' ‘ iy Y y
NA ‘ Not Applicable (N/A) l X ] iy ¥ -
INT: Answer this question only if the PBA kept you on hold O S BISPRA J) 285 Jla A hid ) 1 e wgla) rdaly
for over 60 seconds (3-1-15 60
3. Did the PBA inform you that he/she needs more time S e el y il e el y iy g4t PBA JVdldel Ja 3
and apologize for the same? ¢ a1
3 | Yes O anif 3
0 | No | % |0
If ‘'no’, specify any additional comments here: U Adlal Clides ) dda TS 1)
| i Y 7
NA Not Applicable (N/A) E . iy ¥ i -
6.2 PBA Attributes PBA J! Slas 6.2

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

el s3a G S aa PBA JI (LS Jla A "IS" g M S ]

1) Active listening skills: - Bl plie) S e 1
0 No, the PBA did not have this attribute at all D ! by Je pBA J) 4l Jads ol SIS 0
1 Yes, the PBA had this attribute to some extent O | e 2a  JIPBA J) 2l Jad 2l 1 \
2 | Yes, the PBA had this attribute K PBA J) &3 Jab 3kl cpns 2 |
3 Yes, the PBA had this attribute a great deal D 5 L.-_L.u PBA J) U3 Jad Jil (aai 3|
2) Effective questioning skills: : Jadl) o) grina¥) S g 2 |
0 | No.the PBA did not_have this attribute at all | i By e PBA J) b Jady ol S 0 |
i) Yes, the PBA had this attribute to some extent D L aa JIPBA ) Sl3 Jad il cani 1 i
2 | Yes, the PBA had this attribute & PBA J) lli Jab 1kl cani 2 |
3 Yes, the PBA had thi ibute a grea D : LlapBA ) U3 Jad AR cans 3 !
3) Confident: Fs.3 |
0 | No, the PBA did not have this attribute at all O 1‘ DY) e PBA J &l Jady ol S 0
1 Yes, the PBA had this attribute to some extent I:] ‘ L aa JPBA J) 43 Jad il (anl 1
2 | Yes, the PBA had this attribut & | PBA J) &3 Jad 3kl cani 2
3 Yes, the PBA had this attribute a great deal D ‘ LilapBA JI &l Jab il ans 3
4) Professional: a4
0 | No,the PBA did not_have this attribute at all O DY) e PBA J) <l Jady & SIS 0
1 Yes, the PBA had this attribute to some extent D las JIPBA J) 3 Jad akl (pal 9
2 | Yes the PBA had this attribute O PBA J) U3 Jab il (o 2
3 | Yes, the PBA had this attribute a great deal A Lla PBA ) 213 Jab 3kl can 3




+ +

E. Soft Skills & Telephony Skills | Al SyLal) Sl g deaddl) S g 7

; 5) Friendly: E . 43435 |

L 0 | No.the PBA did not_have this attribute at all | O | DY) e PBA J) 3 gaiy ol S | 0 |

"1 | Yes, the PBA had this attribute to some extent | [] | Lsa JPBA 5 Jad il i | 1

|2 | Yes, the PBA had this attribute l PBA J) &Ll Jad ail s 2

| 3 Yes, the PBA had this attribute a great deal D Ll PBA J) Sl Jad il (i | 3
6) Used simple language & phrases: dasey Ja g SlalS Jarid 6

|0 | No, the PBA did not do this at all O Y e PBA J Al Jady ol (S 0

L 1 Yes, the PBA did this to some extent O Laa JPBA J) &l Jad akl caal | 1

' 2| Yes, the PBA did this X PBA J) &l Jub il i | 2

\ 3 Yes, the PBA did this a lot D Llas PBA ) 3 Jad 22] el i 3|

i 7) 2::}:’3;!. ::?ir;t;::?::e? positive, friendly & c pkan g (539 8131 (sl epl S pha) 8131 ol Bilay 7 ;

10| No, the PBA did not do this at all O SBYI e PBA JI &l ey a1 S | O

i 1 Yes, the PBA did this to some extent D | Lo JIPBA J) &3 Jad 2kl | 1

| 2| Yes, the PBA did this PBA J) &3 Jab ail pai | 2

3 Yes thepBAdidthisatet OO LLIPBA J) i Jub il i | 3
'8) Used positive language: - Ao 48 Sy .8

|0 | No, the PBA did not do this atall g PV e PBA kS| O

: 1 j Yes, the PBA did this to some extent | Loda JPBA J) U3 Jad okl (aal 1

| 2| Yes, the PBA did this X PBA J) &l Jab ail (sl 2 |
3| Yes, the PBA did this a lot im] LG PBA O i il oo | 3 |
9) pveralL Was ‘Customer Friendly’: 109300 pa 13 339 O e K& .9 |
0 | No, the PBA did not do this at all | O | Y e PBA J) &3 Jaiy ol (38 0|
1 { Yes, the PEA did this to some extent D ‘ Leaa JIPBA J) U3 Jad skl (i 1]
2 Yes, the PBA did this ]| PBA JI i3 Jad 4kl (aai | 2

&3

| 3 [ Yes, the PBA did this a lot

LS pBA d!ﬂﬁd-im-»u‘ﬂ 3

1. OQverall, rate the PBA Q | - 3 .§: P F ¥
on: < g | £ O Lf i3 ,.‘ I‘E oo Laj PBA J) o cgle K2 1

A) Greeting: 9 | = ‘ E{ . ' 3 ) i A
INT: Circle a number ' ‘ - | biall A0 e §a pd) rlal
from 1-5 for each 1 | 2 3 5 5 4 3 2 1 el Gdy Ahw JS 5 011 e
attribute, as relevant ﬁ ﬁ ﬁ @ ﬁ Ij ﬁ @ ﬁ

B) Extent of Customer Z z E ' E —é_ ? E ? I 1‘ 13 gl g o 9 3L ALYl sae (o
Focus & Friendliness: D D D 3 E D D D D D

C) Soft Skills & 1213 (s[5 a[3[2 1] ol madaidal

! , | _ -

Telephony Skills g g _D_ {g g _D__ ‘ Q | g Q | L) \




- +
F. Answer this segment if: |l Gl S Ra A e sall 1 e la¥) a3 -
| A)Application for a new product/service: | ana el ) mie il -1
| b) General enquiry relating to a specific product, ; Ot Jagedd gl Aadd ) miiey (Blaie ple jlind -2
' service and/or facility: ‘ LAY 5 Y il -3
| ¢) Other purpose of call
7.1 Information provided, Product Knowledge & | I 4. S5 o AL % e o
| CoceSalling P 9 - ALY o )y il e A ad) dadiall Claglaal) 7.1
1. PBA provided sufficient detail to the customer, witha | | : s . v M dare ey N Lot sl
[ | | eal § > s O S Sl PBAL! |l |
clear explanation of the requirements/ eligibility | | . J;.L.n AR e _:’:‘J ‘ /u_}j‘“ :..n , iy !
criteria/ documentation needed for this particular - = Gl = Tas
; product/service. I
[ - s
|0 | No, the PBA did not do this at all | S e APBA J) Jals pl S | 0
[ . ¥
1 | Yes, the PBA did this to some extent O Laaa ) 25 PBA J) Jad k! cani 1
2 | Yes, the PBA did this | AUPBA ) Jad Al e 2
3 | Yes, the PBA did this a great deal O i8S JSS APBA J) Jad Akl caai 3|
2. PBA provided a clear and thorough explanation of the Ol s Al Dl pladldl e Jally maaly 7 SPBA Jpadadl 2
steps that shall follow in terms of: s e S
1) Process: Aladl e (1
0 | No, the PBA did not do this at all n laY) e AUPBA J) Jady ol S 0
1 | Yes, the PBA did this to some extent O Lo 5 PBA JI Jad ol pei | 1
2 | Yes, the PBA did this O PBA JIJad ikl aai | 2
3 Yes, the PBA did this a great deal oS JS0 APBA ) Jad Akl caal 3
2) Time taken: i Al < gl (2
0 | No, the PBA did not do this at all O AMBY) e JIPBA JI Judy Al 38 0
1 | Yes, the PBA did this to some extent O La2a I 2 PBA J) Jad il caa 1
2 Yes, the PBA did this E JLPBA J) Jad Al aas 2
3 Yes, the PBA did this a great deal D S JS2 JPBA I Jad dil canl 3
| 3) Requirements (such as documentation): 1 H(Slalical) Jia) Slalhia (3
K No, the PBA did not do this at all O Y Ao APBA J) Jads al 38 0
1 Yes, the PBA did this to some extent O e da I 3 PBA ) Jad ARl (s 1
2 | Yes, the PBA did this X AUPBA J) Jad bl (anl 2
3 Yes, the PBA did this a great deal D oS JSS JUPRA (J) Jad k! caas 3
3. The PBA ble to clarify any questions the customer Kt A A G . '3 €
had: s anE Yy . (p ) sl A ALY e gl g e SBPBA (Sl 3
0 No, the PBA was unable to do this | Al JaipBA J) gl ol 38 0
1 | Yes, the PBA was somewhat able to do this O L da ) &l Jad PBAJ) g lkiadt 31 ani 1
2| Yes, the PBA was able to do this [l A3 JaipBA J) gl aai | 2
3 Yes, the PBA was very able to do this %4 . oS JS5 A1 JadpBA J g ki il caas 3
Not applicable = e s o) i b b i) 13 k) o dald) Gy | Y
N/A | (Interviewers: Choose this option only if no Q == i) [;U_.‘;-\‘.‘ v
uestions wer s | ===
4, The PBA was able to explain the points of r— . e
differentiation and comparative advantage of the [d) Jaiiy uad G Sieall 2 % GIPBA Jl plaid 2 4
pro?(uct/service (Versus offerings of local competing (Aadlial) sl S il Lgan®i ) oy padl Qi) deaall
banks):
0 No, the PBA was unable to do this D i JadpBA J) palies ol (S 1 0
6
+




.
1 | Yes, the PBA was somewhat able to do this

e da )l JadpBA J) pliasd ak cani | 1

JU3 JaipBA J) £laialadl (anl ! 2

+
2 E Yes, the PBA was able to do this D | \
[ T g —_
| 3| Yes, the PBA was very able to do this = S S J JadpBA J) pllaiad M e ‘ 3
| Not applicable I o RN b Sl Jid) Vo ! s D ket Y ' y
| N/A | (Interviewers: Choose this option only if asking D ‘ Lt e | BT
: about a specific product/service . |
| 5. Please rate the PBA on each of these attributes: i iladl 03 el S, PRBA Jlad a5
; 1) Effort to fulfill the purpose for which the call 5 o g .
! : Jlayi ¢! 2 | dulad all Ja (1
[ | J 29 O o Al (Biadl aga) J
l o No, the PBA did not make this effort/possess this D | i Al oda Ay ¥ [ 3l 13 PBA J) als &l 38 0
attribute at all sy
' Yes, the PBA made this effort/possessed this attribute z o 4l i & NBeE
| v % \ Jiosia Slhy saall 13as 1,08 21 (pal
| to some extent D Leda D daddi s Sha ga [ 2gall 13PBA ) ol 2l cpal 1
PRA hi i | . " . 5
! ) :::r.itbrﬁtea made this effort/possessed this | 3 | D oih Ahay b [ 342 1iggPBA ) plh Sl oua ! 2
3 | Yes, the PBA made this effort/possessed this 0 [ J5& Aadi sia dliay g [ 3ga) 13PBA J) a0 dkl caa 3
attribute a great deal =
2) Extent of product/service knowledge: rAasdl) | piialls 4B mall s3a (2
0 | No, the PBA did not make this effort/possess this e Aand) 03a dlia ¥ [ g2l 1342 PBA ) aky &l 38 0l
attribute at all ; > |
Yes, the PBA made this effort/possessed this attribute | e : e |
| La ) Jlada Sl 1aall 1A J e P [
: to some extent Leda A dadionm y 98 [ 24all 13PBA JI AU 23 ani 1|
PBA hi i | . . . o ‘
2 :s:;i:ftes made this effort/possessed this N oiA dliay oA [ 3¢l KigPBA ) ol il cani 2 |
3 Yes, the PBA made this effort/possessed this g JS el 238 dlay 58 [ 29l 13PBA J) a8 Sk caas 3 5
|

attribute a great deal

3) Cross-Selling effort/attempt made:

e
B ol Jal on Wgiad) A gaall g1 gl 901 (3 |

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

0

S Al 2 iy Y [ gl 13 PBA J) aks &l 38 0

‘ ngt Egggtglg dug to the nature of your inggig!

olooxo |oxoo

attribute at all LY
Yes, the PBA made this effort/possessed this attribute e . W ozt e |
L to some extent Leda Aldediom e o [ ol ePBA A0 2l 1
Yes, the PBA made this effort/possessed this - = . S
2 attribute dacd) p2a ADa g [ ad) 13PBA JI a2 Al 2
3 Yes, the PBA made this effort/possessed this ( JE dand)) o34 Ny ga [ 3ga)) 13PBA ) é aA cani | 3
attribute a great deal | 2 |
| Not Applicable I T :
3 4 . 5 " : il b ! p 7Y * 0y el 1Y
N/A J (Interviewers: tick this option only if cross selling was o= Nl e tdlo papat OB Smyd | 3

Sl g Aagsls sy USaa cross selling J OS5 &l Ja | (3ekaly

4) Provision of adequate explanation in response
to questions posed

da g haall ALY e 13, gl 7 )il a4l (4

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

o ad o3 AN Y [ 3gad) Vg PBA U gy ol O3S |

to some extent

il attribute at all kY | 0
1 Yes, the PBA made this effort/possessed this attribute beaa )Gl oia dlliy g / 2gadl 3PBA U ol il cpes 1

2 Yes, the PBA made this effort/possessed this
attribute

Aad) 03 ey ga [ gl 13PBA J) ol A aas 2

Yes, the PBA made this effort/possessed this

JEau Al saa iy ga [ 3gal) 13PBA ) :L'l.:.'sI cani

O O/R OO

3 attribute a great deal ; i 3

Not Applicable [ e sia el o v BB S .

N/A | (Interviewers: tick this option only if no further | el hl i) o e ﬁf,;‘;’“"f)ﬁ 4 P

‘ questions were posed) | (Ll Al » Hlo Sla oS | oBalay
7

+



+
2.

A)

|
|
|
|
} B)

+

+
Qverall, rate the PBA ' .
o 5| 8| 3 |
Product knowledge & gg g 3 .
information/assistanc < 1

e provided:

F j FiJhA'APBA D ah ssls- KA 2
| ;:L.,:.l.aﬂf_'a'\._\ﬂ‘i'q :U)n.n:' T
_,:ﬂ‘ 3.}.:.'....-...'«'_, Lq.-l A3lalall

INT: Circle a number
from 1-5 for each
attribute, as relevant

o
idal) B e 5 ad) ilal

Cross Selling:

IOw={[Om | veryPoor
O (8w
K w | [Ow
O ||X@ -

:Cross Selling (<=

ID lw |D 1w

(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)

Sia S5 Al e Sllia 085 Al 5 s il i Jga laa e s 2 play Siald) W8 306 Gilaly Y 13 oCross Selling/s asdll » plal Y dla 1 gialdl)

(Cross Selling ] b aa ) Jlas

G. Answer this segment if the ‘Purpose of Call’ was to , CAS " Jlal¥) G Gl Al 1) e Sl Ve e cual #

express customer Complaints/Grievances: ' SN Cilallss / $ IS 5 old

8.1 Complaints & Grievances - Slalkdll g o 9820 g1

1. PBA demonstrated active listening skills when the | S G M S eie Ll p LAWY D Jea PBA ) el 1

customer was relaying his/her complaint: | Vol S5

3 [ Yes | ‘ ani | 3

0| No O w5 |0
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