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PROJECT: Money 23 ”ﬂf

SHOPPER CODE DATA ENTRY EDITING SR. #
Name Number Name Number Name Number
(ol 3 1 Gaal Gila gheall Jlaal Gonial e
gL Y ] Y JEgT JnY 5%,
A. Details of Call [ JuaiNfAalSal) Juualds -
Bank Dhofar ] ik oy
Bank Muscat O Jadaa ol )
i Laadl ik ot it
1. Name of Bank to which | \anonal Bank of Oman O ianll sl ol 2 il 1
call was made: HSBC-OIB | HSBC-OIB 4 g Jlasyt
Bank Sohar O o oy
Other Bank Specify:J};{'m (23) AT iy
T
2. Call Centre Number VLY S yeady 2
Date | Month Year FE] A | gl
3. Date of Call JuaY g 3
L2101 l2lo]s|#]2]o]a]3] , . ?
Hours Minutes adaall alebudl
4. Start Time to Call ‘ | L}’_ ] ’ O LT ' i Qe sy iy 4
5. Total Duration Call Hours Minutes LRl alsludf iV iy g gane .5
INT: FROM POINT OF ANSWER BY Oa Lla¥) Akl ) sEaly
PHONE BANKING AGENT s Sl 3
(PBA), UPTO COMPLETION O O O g o uudfgﬁ
OF PHONECALL) ( #
06:00-09 am O gleall 4 09:00 -06:00
09:01-12 am Luall 4 12:00 —09:01
e Slot During which [ S dmn Gl M58 6
6. T'Te slot D;”"g which | 17:01n00n-03pm A 5 ekl 3 03:00 —12:01 L) 48
call was made: eE W% mh i s
. <ad Y } rdaly
BINT:  SELECT THE 3:01-6pm D AW pladl 8 06:00 — 03:01 piﬂ?iﬁ\ =
RELEVANT TIME-SLOT, 06:01.9 0 S - fﬁs T
ACCEPT SINGLE ANSWER, :01-3pm #laad 2 09:00 — 06:01 g "J',:; Uf:\
09:01-1am [J |0 Gctio 2 01:00 - 09:01 i
1:01-5:59am O | szl i 5:59 - 01:01
B. Purpose of Call Sy Gy o
1. General Enquiry Query fode H(Jmdh 300 .
. . Product Name: —QL S H (P .
regarding a specific NT: . o Ji) sdialy O ale Dhadial 21
Product / Service - nser s han 3)aane dedd/xdi
/ Dipp Curre N* A{mﬂffrom fist) (Aadal ) Jete
| e .
2. Application for a Product N . Query Code el S0 (i) acdd
New Product / oduct Name: e 121} ~dials Hesad ) e Jypaall s -2
Service INT: (Insert | O df-’ )’-'-‘* 3 | —— ()10 Aea/ i
from list) (Al o
3. Complaints/ Complaint Cc:ise_er(lNSERT FROM (Rall) (a JR31) (5 gSEN Gy
Grievances ) Alai /S -3
4. Other Please Specify Details: (sl 32 La ) b4 A1




+ +
C. Appraisal of Interactive Voice Response (IVR) (IVR) 4le il 45 puall dslada) alad anll
system:
4.1 Appraisal of IVR system: Lol A5 guall Llato) o83 51854 1
1. How would you rate the IVR system in terms of Agali e Agle il A5 seall Alatiial Usl o8 o)) liSgy 38 1
Ease of navigation & user-friendliness? aladiny) g Jaiih A geu
o | No, the IVR was not at all easy to use O s B o Llelill &5 poall Ll ki g a1 DS
Alaiiuy)
‘ Jphe JSEafle 22 0 Ao Gl 435 ol Aliusl) ali S cand
1 | Yes, the IVR was guite/reasonably easy to use D e ! f ..3" Ay 1
pladiu) Jg
2 | Yes, the IVR was easy to use m 155! Jgros Ao il 25 gl iyl s S (el 2
3 Yes, the IVR was very easy to use I:I AAAILYY B Taa Jguw Ao i) 45 poall AdaiuY) A5 S cpas 3
2. How would you rate the IVR system in terms of Hali (e le il 45 guall latia) QUas aisd off oSy (a8 2
clarity of instructions? $ladatll 7 gt
0 | No, the instructions were not clear at all D (Y Ao daualg clahdll oSSl S | Q
1 | Yes, the instructions were quite/reasonably clear O daull g Jodie g8 [ La da M Claglaill ulS caad | 4
2 | Yes, the instructions were clear X Joudlg cuilS Cllagatll caai | 2
3 | Yes, the instructions were very clear O Jaa Aol g culS Cladaill caas | 3
D. Greeting ua Al &

5.1 Greeting & Purpose of call

Juail ra aall g ua il 5.1

1. Once you selected option ‘9" on the IVR, lO SeC- ot ol 39" Jiadiayl & lgal al 1
(“To speak to a call centre agent, press (Mention - 38 pe ke as a3 ¢ Alelanll A5 50l
9”), how long did it take for you to speak sl 2 fll 23a) il B gl (e oS ("9 dakaal / YL
to a PBA? seconds or e SPBA g Saaaill
INT: Specify duration in the space provided minutes) (sl (PUanalt Aalucal) b i gl aa) sCaly

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

B gaa” JLada) &GAT Jia 8 Bb J)sad) 134 e oasla) 1l
AW Cgalt Ladd e " Jluai!

2. Were you called back by a PBA? IPBA JB (edh Juaildel 5 e 2
3 | Yes O pi| 3
0 | No O w |0
If ‘no’, specify any additional comments here: *Note to O sofalll Waadie* cLia Adlal ciliglal of 3aa "DIS” 13
interviewers: This is not a mandatory field. Please fill in ALy clBadlall sas pla Ll 1 w138 ALY Jia
any additional observations, if relevant. Otherwise, leave JS o (a1 A2 U LY & Y1 Alall il
blank. This applies to this option for all future guestions. Al cllayy ddlial) o ;LAY
3 | NA m b | 3

3. On picking up your call, did the PBA wish you, ‘Good

aﬂ_)\.g.i/J_.}';“ CL‘L"‘" ol g;‘"‘:”PBA d e\s Ja ddeladl uﬂaj_} ‘sﬂ 3

morning/ afternoon/ evening'? ¢ il plue e
3 | Yes X ai| 3
0 | No O ¥ (0

If ‘no’, specify any additional comments here:

"G Al cliga o] aaa <TOS™ 13

4. Did the PBA greet you in the same language you Lot sl 3 g5 jial Al Aall ity PBA Vi ay o 4
selected through the IVR system? Sl talt 45 guall

3 | Yes X |3

0 INeo O x| 0

If ‘no’, specify any additional comments here:

1A L8L5) clia (] asa NS 1
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D.

Greeting

Al

>
o

5.1 Greeting & Purpose of call

JuaN! G5 Gl 5 il 5.1

I

|

S. Rate the PBA’s greeting on his/her level of s . v
S(Maoa! AL ¢ ghdd (8 ) 5
courteousness: ()% Al sl GsPBA Jlcim S S
0 No, the PBA was not at all courteous n S e @ PBA JI OSial O 0
1 Yes, the PBA was quite/reasonably courteous D Jsika J9dy [ La 2a I G PBA JI (IS ¢l 1
2 Yes, the PBA was courteous Rt GE PBA JI QM cand 2
3 | Yes, the PBA was very courteous O 2 (34 PBA J) (S <l 3
6. Rate the PBA’s greeting on his/her clarity & pace of .. . -
. g 8 / yer NS 599 4aDS - guiagl iy PBA Jla 5 a8 6
speech:
0 No, the PBA did not speak clearly & steadily [j Je )y 7 s g PBA J) plSh ol DS 0
1 | Yes, the PBA spoke quite clearly & steadily ] Jlie) s ¢ gdgr Joila JS0 [ e 2 MPBA JI a5 cans 1
2 Yes, the PBA spoke clearly & steadily m JIxie) g 7 9@ sPBA I AlKS caad 2
3 Yes, the PBA spoke very clearly & steadily I:I Jiiel g la kg JSEPBA JI AT cpas 3
7. Did the PBA introduce himself/herself by name? fau¥l (4wl (e BPA JV Ge da 7
3| Yes X o | 3
0 No D x| 0
If ‘no’, specify any additional comments here: sUia ALl cilidad o) aas (TDS™ 1
8. Did the PBA then enquire after the purpose of your Sl a2 o Jludiul IS aay (e BPA JIE s 8
call?
3 | Yes m axi | 3
0 | No O 3|0
If ‘no’, specify any additional comments here: Ly igél.u'ﬁ\ Slilad o) daa THS™ 1Y
INT: <Answer this question only if the Mystery Shopper is Gy g ) (gl IS Jla i Jigd) 1 Ll qgla) rdaly
calling as an existing customer> Ada 4338
9. Did PBA ask for customer details for the purpose of Sl o iy e 0 Ayl Jeatiil epBA JPdleda 9
verification?
3 Yes (X axi |3
0 No D 2w {0
NA | Not Applicable (N/A | shiy | 3
10. Did the PBA proceed to listen to (or probe for) the T3 Jdgs (N (oo Jldiu¥l ) glau¥l PBA JV &5 Ja 110
customer’s query/grievance/complaint? sl (s S8
0 | No, the PBA did not do this at all O BV o PBA JI i Jaiyal S |
1 | Yes, the PBA did this to some extent O Leaa N PBA () €ll Jab A cond 1
2 | Yes, the PBA did this K PBA J) Ui Jad il uui | 2
3 | Yes, the PBA did this a lot O Ll PBA I lld Jad sl uui | 3
E. Soft Skills & Telephony Skills } Tl LAY i g dpeail] i jgall 7
6.1 Hold Procedure N el al 6.1
1. Did the PBA ask, “May | put you on hold briefly, while OsS O A Ol s O 1 o) ke Ja" pBA JVllla da 1
| get the required information?” prior to putting you STV s 3 e g Jid "2 gl lagleddl o cliaa o8
on hold?
3 | Yes O a3
3
+ - +



+ +
E. Soft Skills & Telephony Skills: ‘ Al cNLaY) &l jlgas Anad dll i lgal) 2
0 No D 5 | O
If ‘no’, specify any additional comments here: Ud A8La) clidad o) das NS 1Y
NA dakaly Y Y
== | Not Applicable (N/A X s L=
= Bubaly
s —

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

?Jmﬁy|uu§§dm3d,\§)siua_m@ PBAJ S a2

G | Yes i ai [ O
3 | No H x| 3
If ‘no’, specify any additional comments here: sLia Adls) cilided ) aaa ("™ 1Y
NA 3l Y Y

—— | Not Applicable (N/A)

DX

-

INT: Answer this question only if the PBA kept you on hold

28 JEIEPBA J) dS i Jla b B Jped 138 o i ga) by

for over 60 seconds (4% 60

3. Did the PBA inform you that he/she needs more time Sy e HYelg cd M e u el Yy w4l pBA Jhdldel o 3
and apologize for the same? ¢ eV

3 | Yes O a |3

0 | No | |0

If ‘no’, specify any additional comments here:

U L 8la) il gl ada ST )Y

NA Y ot Applicable (N/A) B Y . ki
6.2 PBA Attributes PBA J! ©lew 6.2

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

Sladl 2da (e JS &= PBA JEds Ja GBI g e il 1

) Active listening skills:

bkl ) & g .1

No, the PBA did not have this attribute at all

BB o PBA JI U3 Jads ol (3S 0

Lo aa JPBA J &lli Jud 38! (aus 1

Yes, the PBA had this attribute

PBA J! &3 Jad 3l caas

1
0
1 Yes, the PBA had this attribute to some extent
2
3

Yes, the PBA had_this attribute a great deal

L PBA Ui i3 Jad A&l (i

2) Effective questioning skills:

Jladll il gada) & jlga

No, the PBA did not_have this attribute at all

Yes, the PBA had this attribute to some extent

Lo 3a JIPBA ) ¢lld Jad 3R can

PBA Ji dlld dab ail cas

0
1
2 Yes, the PBA had this attribute
3

Yes, the PBA had this attribute a great deal

2

3

2

(Yl Ao PBA JF dlld dady ot 38 0
p

2

3

LLSPBA J i Jad a8 ans

3) Confident:

No, the PBA did not have this attribute at all

(Y e PBA J &l dads ol S

L da JIPBA () &3 Jad 4 cans

Yes, the PBA had this attribute

0
1 Yes, the PBA had this attribute to some extent
2
3

Yes, the PBA had this attribute a great deal

LLSPBA Jt &3 Jad aB cans

0
1
PBA ) dlid Jad il canl 2
3
4

4) Professional: i i,
0 No, the PBA did not_have this attribute at all (@S Ao PBA J) dlld Jads ol (S
Las JPBA J il Jad S8 cans 1

1 Yes, the PBA had this attribute to some extent

2 Yes, the PBA had this attribute

PBA JI dlli Jad &l cans 2

O
O
X
O
O
O
X
O
O
O
X
O
O
O
K
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E.  Soft Skills & Telephony Skills | Litgh) cLaly) &l jlga g Tpad Bl il ) 7 |
Yes, the PBA had this attribute a great deal ] Ll PBA ) eltd Jad 3l cond 3
5) FEriendly: 3985.5
O | No, the PBA did not_have this attribute at all O BN Ao PBAJI A gl 1 XS | 0
1 Yes, the PBA had this attribute to some extent D Laa AIPBA ) el Jad sl cans 1
2 | Yes, the PBA had this attribute X PBA J I} Jab 3l o 2
3 Yes, the PBA had this attribute a great deal | Llad PBA ) ¢lld Jad a1 cons 3
6) Used simple language & phrases: A Jaa g Slal Jaxind 6
0 | No, the PBA did not do this at all O B o PBA Y i rib DS | Q
1 | Yes, the PBA did this to some extent ] | Loas IPBA Jf elld b 2l con 1
2 | Yes, the PBA did this K PBA JI Ui Jad il cpi | 2
3 Yes, the PBA did this a lot D Llai pBA ) 13 Jad a8 cans 3
7) Overall, maintained a positive, friendly & s naban g g 0] ol cale JS il sl e By 7
enthusiastic attitude:
0 | No, the PBA did not do this at all O B o PBA D i g DS | 0
1 | Yes, the PBA did this to some extent a Loda IPBA ) 13 Jad a8 cans 1
2 | Yes, the PBA did this B PBA J) &3 Jad il oa | 2
3 | Yes, the PBA did this a lot O LLS PBA J) i gab dil a3 | 3
8) Used positive language: Al 48] Janiw 8
0 | No, the PBA did not do this at all O R e PBA JI dlid Jady ol S 0
1 Yes, the PBA did this to some extent I:I L sa AIPBA J) el Jad s& s 1
2 | Yes, the PBA did this X PBA J &l Jad okl coni | 2
3 | Yes, the PBA did this a lot O UL PBA () €ltd Jub 18 caul 3
9) Overall, Was ‘Customer Friendly’: 09l pafagay ¢S ale Jodi 9
0 | No, the PBA did not do this at all O Y e PBA J) i Jeis IS | 0
1 | Yes, the PBA did this to some extent | Loda JIPBA ) &3 Jab S8 cans 1
2 | Yes, the PBA did this = PBA J) I3 Jab ail pai | 2
3 | Yes, the PBA did this a lot C] LLGPBA i lld Jab ail i [ 3
1. Overall, rate the PBA § . A | o § 3 E— n
o > §l % 8 2 l. H7 I«E, I‘E | umsiiereA Jasle di 1
A) Greet_lng: o z | © g F . E - e &3 f (i- )
INT: Circle a number bl 283 o 5 aa) rdial
from 1-5 for each 1 2 3]als|s|af3]2]1 bl Gy ddua J<t 5 11 (e
attribute, as relevant D D D E D [:I D D D D
B) Extentof Customer I Z E_ —__4_— E E _51_- z ? —I A3 gl g 90 W AldiaY! (g2 (@
Focus & Friendliness: D D D m D D D D I:] D
C) Soft Skills & 1 | 2131815154321 O iteeiwdaide
Telephony Skills Ololg OOgOgogiogoig ailgll )
5
+ - +



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

MO Gaal]" O dis B e sall 13 e BlaY ) 2

BJJ*.\;LA;J\GLAL_}SL -1
Cpna il o) daod gl iy Glatie ple ladid -2
sl o Al pa e -3

7.1 Information provided, Product Knowledge &
Cross Selling

ALY g Jig el e A8 mal) ddasiall cilaglaad) 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.

O sl g 7 o ae o0 g3 0 DS Sl glaa PBALY (ool Al 1
Aol miall 13¢] A 30 ilatiunall £ Ads yall el / Silllaiall

Jaass

0 | No, the PBA did not do this at all O Y1 e ABPBA Ji Jads ol S 0
1 Yes, the PBA did this to some extent Lo da N <l pBA JF Jad 3 cand 1
2 Yes, the PBA did this | D QUIPBA (I Jab Al caa 2
3 Yes, the PBA did this a great deal O oS JSy QIPBA ) Jad Al caad 3
2. PBA provided a clear and thorough explanation of O g A G phadll e Jaldy g 7 33PBA i padadl 2
the steps that shall follow in terms of: s (e a5

1) Process: s Alall (1
0 | No, the PBA did not do this at all O Y e dPBA I Sl S| 0
1 Yes, the PBA did this to some extent O Lo da ¢l PBA Jf Jad 3l cpai 1
2 Yes, the PBA did this ABPBA J Jad Al can 2
3 Yes, the PBA did this a great deal O oS (S8 AIPBA ) Jad 28l caad 3
2) Time taken: 1@ Al CB Y (2
0 | No, the PBA did not do this at all O BBY e APBA JI Judy ol DS 0
1 | Yes, the PBA did this to some extent | Le2a &l PBA J) Jad &l canl 1
2| Yes, the PBA did this | ABpBA Jidd il s | 2
3 | Yes, the PBA did this a great deal | S (S APBA JF Jab Al canl 3
3) Requirements (such as documentation): 1(Dlicall Jia) cibilhaia (3
0 | No, the PBA did not do this at all N BB e AIPBA JI Jady ol 38 0
1 Yes, the PBA did this to some extent m Lada i3 PBA ) Jad 3R] cai 1
2| Yes, the PBA did this O APBA Jidud sl eaas | 2
3 | Yes, the PBA did this a great deal | S (S8 APBA ) Jab Al caai 3
3. 'CI'::t::b;'\’N::da?ble to clarify any questions the 5 sl 1 AL) (e 5l e Sl LUEPBA S 3
0 No, the PBA was unable to do this O A3 JadpBA ) adiiay ol (IS 0
1 Yes, the PBA was somewhat able to do this O Lada &3 Jad PRAJ g laiaid S8 cans 1
2 Yes, the PBA was able to do this M 13 JadpBA ) pUiealail canl 2
3 |Yes, the PBA was very able to do this O S 0S8y dll) JadpBA ) pllaiad 38 caal 3
N/A Not applicable [ b sl al da A daad LAl e il o daldl) d_d:.uy ) 2

(interviewers: Choose this option only if no — (AaY! | Gaay

6




+

[ guestions were posed)

|

4. The PBA was able to explain the points of

differentiation and comparative advantage of the [giiall duaify el Al clisall 50 OIPBA J gllaind 38 4
product/service (Versus offerings of local (AUl Do dl) o g3l LeadlS Y i g pall Jilie) Aeaall
competing banks):
0 No, the PBA was unable to do this D Alld JadpBA ) phaiew al D 0
1 Yes, the PBA was somewhat able to do this O Leoaa A Gld JadpBA ) plaiad a8 cpal 1
2 Yes, the PBA was able to do this O Q13 JadpBA ) _pliuifall caes 2
3 Yes, the PBA was very able to do this D 28 JSu 1 JadpBA J) plaiadd dB cand 3
Not applicable . ey n . el s wys
wa Not a . hcabllech y ‘ i ask = oo Jho Jla 8 daid jhali 13 ) o fall) Blan Y Y
{Interviewers: Choose this option only if asking (fime Tasiftie | (3ulei
about a specific product/service,

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

el 0da e dan W PBAd ad e slay S

1) Effort to fulfill the purpose for which the call

et £159 Cra o Al (Bl agal) JA (1

was made:
0 No, the PBA did not make this effort/possess O S dacadl 03a Alia Y/ 3gall 13gs PBA ) ads ol IS 0
this attribute at all BBy
Yes, the PBA made this effort/possessed this w Tl o3 ol s | A ans
1 attribute to some extent E o) S dliiy /22l 3ePBA Ji p 1
PB is eff hi . e . e .
2 :fti}tf:fe A made this effort/possessed this D Tl 038 dllias ga / 3¢l 13gPBA ) A6 di coni 5
3 | Yes. the PBA made this effort/possessed this ] JSdo daud) ol Allias ga [/ 3gall 13PBA ) a8 Sl cans 3
attribute a great deal .Jﬁ

2) Extent of product/service knowledge:

Aaadll f aiially 48 aal) saa (2

No, the PBA did not make this effort/possess

= Aall oda dlliay ¥/ Ml gy PBA JI plly o 3

0 this attribute at all _ D (BRI 0
Yes, the PBA made this effort/possessed this - . o e . Lo
! | daiall o2 il { ) a8 adl ¢
1 attribute to some extent D Lo 2 clli o /3620 BePBA JI g = 1
2 Isti;tfzfePBA made this effort/possessed this m Tl o3a Al ga / 342l REPBA O pl8 S8l cond 5
3 Yes, the PBA made this effort/possessed this . JSy dacul) 030 dlliay 58 [ 343 13PBA ) a8 S cans 3

attribute a great deal

g

3) Cross-Selling effort/attempt made:

A
L ALY el ol a A giual) A gladd) o) Jssall 3 (3

No, the PBA did not make this effort/possess

e Aaud) oda Alias ¥ [ 3¢l 13¢3 PBA JF s ol DS

° this attribute at all . BBy 0

1 Yes, the PBA made this effort/possessed this E s el oia iy / gl BgPBA ) o5 8 con 1
attribute to some extent

2 Yest the PBA made this effort/possessed this D ool o3a dlliey g J 32l 132PBA I 248 380 pn3 5
attribute

3 Yes, the PBA made this effort/possessed this [ ISy dand) ola dllias o [ 3gall 13PBA ) a8 3l (ans 3
attribute a great deal 268
Not Applicable

N/A (Interviewers: tick this option only if cross O (b Jal B e 7%&3‘9 gat g o8 Z_o;'h‘-.ﬁ') Gy ¥ 3
selling was not possible due to the nature of = (&) 3 Aaple s GSae cross selling ) oS ol dla | Babaly

your inquir

4) Provision of adequate explanation in
response to questions posed

da g ohalt ALY e 1) 1l 7 i) Al (4

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

& Lacal) oda iy ¥ [ 3¢t 13 PBA ok S
aNhY)




+ +
Yes, the PBA made this effort/possessed this " e . _—
1 ! e da M Aol 020 lliay 5o [ 2eall 13:PBA Jl A8 X cans 1
attribute to some extent & ¢ =
5 Yes, the PBA made this effort/possessed this D Tl 038 ey b [ 2gad) 13gPBA ) a8 3 cans 5
attribute
3 Yes, the PBA made this effort/possessed this ] o JS dad) ol dlliay g8 [ 3l NGPBA I p dB caal 3
attribute a great deal 8
Not Applicable Ly . . .
I3 PN P St P FERI Y Lde A Ggialll) Bl Y Y
N/A | (Interviewers: tick this option only if no further _D__ 2 S sl ( mL::Lil}:)L)Am :& i
guestions were posed) - : —

2. Overall, rate the PBA
on:

A) Product knowledge &
information/assistanc

Poor
Good

Average

€t <ty

Gladhy Lad PBA Al ale K& 2
R
e sladll/AnTials & yadll (1
) e sl 5 g Al

=
vifrer

qwi"!ﬂ
vm'-'pérl

~

e provided:
INT: Circle a number

from 1-5 for each
attribute, as relevant

ooy
cuatiall 280 Jo Bl ad) sdialy
ikl (g ¢ dha JU5 A1 1 (e

B) Cross Selling:

= I~ | Very Poor
O || | Very Poor

(m I m
(M
ID'U‘ ":] b | Very Good

2

0
2

X

5
]

5
O

:Cross Selling (=

ImEImES
IO (0w

||:]IN |DIN
|D = ID =

{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 Al s S Al o gla b 3 Jga Taa ey Jlg -yl Gl o8 3o 32kl Y 1Y) <Cross Selling/o avill 7 )l ¥ bla ) - sialll)

(Cross Sellingd L aa A Jlse

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

S OLai (ra Gl Al 1Y e el Haa Je cual #
CA ) Slalli [ g glidy pald

o

Complaints & Grievances

Glalliill g o g\l g1

1. PBA demonstrated active listening skills when the

S Ol S Lexie lapdil gLl @l jlea PBA JI el 2

0 | No

customer was relaying his/her complaint: D el S5
3 | Yes O i |3
] 3%\ 0

If ‘no’, specify any additional comments here:

Y 3.,@1..'4\ Clueh:a 4’ Ada TS 1Y

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

Al s Sl agil (S 3¢ PBA JlpE Al 2

3 | Yes

pni

0! No

00

% | 0

If ‘no’, specify any additional comments here:

sUia L8la) cliglad o) aa "SS" 1Y)

3. The PBA clearly explained each of the following to
the customer:

05N A e S r s PBA Jipod a3
S 5 A BRI Ga (SIS gh pal cpiRall (saa) A1) by

INT: <Select either yes or no for each of the focus areas> (el
1) Complaint Resolution Process: ¢ 584 Aallaa/da Alee (1
3| Yes ] ai| 3
0| No O x| 0

If ‘no’, specify any additional comments here: Uia 48l el o) daa <D™ 1
2) Time taken for resolution 9540 Aallaa [ Jad (3 Aual) gl (2
3| Yes | o |3




D+

01 No 3|0
If ‘'no’, specify any additional comments here: sUa dl) ligdad (o} Saa (NS™ A
4. The PBA possessed adequate knowledge of the 5 < Al Auland B ed) iy PBA Ul S 8 4
complaint resolution process:
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Appraisal of interactive voice response {IVR)

Greeting

Soft skills & Telephony skills

Other questions

Questions related to complaints/ Grievances

Call closing
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