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PROJECT: Money
SHOPPER CODE DATA ENTRY EDITING SERIAL NO. |
Name Number Name Number Name ? |
! LL 110(2 | 2 ET
N Y Y Y B
(£ 5 pmall
3 T -
5 N sl i bl B Spdall Say
Al ll oyl Al Ayl a8 2y
A. Details of Visit 5l Jaald - |
Bank Dhofar a Db oy
Bank Muscat O s ol
National Bank of Oman O anll gila gl Sl Gy 5y aad 30 i) 1
HSBC-OIB O HSBC-OIB <
1. Bank Visited
Bank Sohar O o
Oman Arab bank ' ol hae iy
Ahli Bank | S
Other Bank: A ol
2a. Branch Name }\Ja‘wm g sl 12
2b. Branch Area Near Marzone & Wrr‘,&d’)mw')-'ve gl s 2
3. Branch City NERIAY Zaad) 3
4. Branch Region u\ 1L Wi il 4
Day | Month |  Year dudl [l [ e il an 5
5. Date of Visit
1% | o4 | 2004 | 1
Hours | Minutes s [ —
6. Start Time of Visit il s 2y B
|% 10 R
- !l'i 'I| -
7. Total Duration of = L e 2 s
Visit 0o 1 I (2/ I susllia 7




' B. Purpose of Visit ks 3 cadA -

1 Opening a Saving 3 il i

1 or Current Account g

| Saving Scheme kAl s

\

} Housing Loan OSl a8

: 1. ?gz::izon for a new Product | Car Loan 3l o A (;)_;:,_,* Tk / e ke

| : ol | ] S el daa g [ g i) A daly

| INT: SELECT AS RELEVANT AND/OR Educational Loan el G s
SPECIFY DETAILS OF Credit Cards Sl ity

F PRODUCT/SERVICE

‘[ Personal Loan il

f Double your Salary A3 5 Gelia

[ Offer

| Youth & Student S (il

| Account

Opening a Savings

3 oA S Sl
| or Current Account ‘

SO e

daal Jlias
gl alan

0 000OROOO0|0 00000000

Saving Scheme

T
|

‘ Housing Loan S
| 2. General Enquiry relatingtoa [ ~ % | o5l Aada Cpma i Blala ple ladiul 2
i ‘ Car Loan b g N |
specific Product, Service | — = | ‘ L
. . p st i A S
‘ and/or Facility Educational Loan e i | | piadl Janall saa i [ g aneliadl 3d) _nb ‘
| INT: SELECT AS RELEVANT AND/OR 3 : ——— Aasdd) |
' SPECIFY DETAILS OF Credit Cards [ e |
PRODUCT/SERVICE EarAL IR s e |
Double your Salary s cietia |
(Offer | .
Youth & Student | \ i ;
| el ¢ Al Ol |
Account D [ il [




+ - +
C.  Branch Presentaﬁon and Customer ool Aadial) Clgdll g £ AN gl o
Facllit!es i ' 45 o
4.1 Was Customer Parking instantly avallable for the .l . i ) "
Mystery Shopper? sl e B il ga Al Faudadl 2y 8 41
3 1. Yes E and 3
2. No | 3 2
i. Specify: ‘e |
ii. Specify time taken to find parking: l min. iads il g ¥ 2 gl e
4.2 Entrance to Building el A Jad 4.2
a. Was the Entrance Clean? Ul Jaadl A A )
3 1. Yes E ani 1 3
0 2. No O 3 2 0

If ‘No’, specify “Why / Describe how” the
entrance was unclean:

h--“ts "._i::S . _,I /‘3' LEETT | ‘}. Jygr -‘_I'I);.I'l J'IS 131

el e il

b. Was the Entrance Convenient?

Flpnda Jhaal) (S A o

3 1. Yes X wA| a
0 2. No O w2 o
If ‘No’, please specify “Why” the entrance was Laslia Jaadl S5 o "I 22a ¢ "NS" ol gadl (AS 130

inconvenient:

4.3 Cleanliness of Premises Al A3 4.3
Was the branch premises clean? TULES £ Al e SIS Ja
3 1. Yes B 1| 3
0 2. No O 2| o0

If ‘No’, pl ify “Wh i I
o', please specify “W ‘y/ Describe how S A iy M 350 AL 0 " i gall S 1S
the premises was unclean: Ak )
Al g
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4.4 Branding Material Lal aloali 4.4
a. Posters / Branding material present on doors, walls £33 g &) aad) ol ) e 4 AaS Sladle [ Cldals 399y A )
and windows?
3 1. Yes E PSR 3
0 2. No O 2| o
If ‘No’, please specify “additional comments”, G Mlilal Slaadia" saa dlab e IS il galdl 1S 13
if any: iy
b. Pamphlets, Leaflets and Brochures on display? S il g Al a e S A
3 1. Yes X 1| 3
0 2. No O 2| 0
If ‘No’, please specify “additional comments”, G Maglal Slaatila" daa llad e MU Ll gadl 1S 13
if any: ey
G Branding material up-to-date? faiuaa Ay ladll cladal) ) ge Ja S
3 1. Yes m PEEN 3
0 2. No O w2 o
If ‘No’, please specify “additional comments”, O ilal Sllaa e saa Slliad e MUST Gl gald) 1S3
if any: =)
4.5 Presentation of Staff Ol pal) 480 4.5
a. Were employees present at over 90% of the branch algay agisa gl g £ AN A g (e %90 e S 22 g5 S A L
desks and counters? fdaaill
3 1. Yes H m1| 3
0 2. No O w2 o0
If ‘No’, please specify “additional comments”, O Uilal Slaa Sk 2aa Aliad e MU gl S 13
if any: (Wi g
b. Were all / almost all of the staff neatly and g “ .

. ; : \ ;
professionally dressed? PR G oS Ut el ] O G ON
3 1. Yes 2| mil| 3
0 2. No O w2| o

- ‘u‘ .I . o) le " ,n ol . ‘p i e (e :
If ‘No’, please specify “additional comments”, LS S G ik g _“_'S .
: ) iDaaay
if any:
. Were all/almost the entire staff wearing name ; ik :
¢ / . adbanely S s (g guday (ol gl alina [ JS IS A L
badges?

3 1. Yes O mil| 3

0 2. No X X2| 0
If ‘No’, please specify “the approximate Gl (il gall s EE) s2ml) 2o Slliad G UST il padl S 1Y
number of staff not wearing name badges: sy Dl S e Y

2 pud of { are wearmg

Name bad‘gcf
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4.6 ATM and CDM machines Sl gl y f.',Nl il uall 5 5gal 4'6.
a. Was the area surrounding the ATM and CDM | O g il gl 2101 5 ) Gl eall 3¢ Jasaadl S S Ja
machines clean and presentable? | ¢ sl
3 1. Yes ' E a1 3
0 2. No Od 2| o0
If ‘No’, please specify “Why / Describe how the 1 S S e gl /13" 2aa dllai e MES Cgaldl AS 1
area was unclean: ‘ i el
b. Were the ATM and CDM machines functioning? ' fand gl £1aV1 g N il el 3 gl SIS A
3 1. Yes E] ' i 1 3
0 2. No O w2| o0
If ‘No’, please specify “the time at which at YRR S 2 el e UST lpall S
which the ATM / CDM were not functioning S peall e gl 2am ) Jaad Y g3 g la¥)y Y il el
(and specify which machine, ATM or CDM): (gl glayl 4l )
¢. Was there sufficient cooling in the ATM/CDM area? TATM/CDM ddiaia 2 32 cisSall ) 20 A8 Ja o
3 1. Yes O a1 3
0 2 No O B2 9
3 3. Not applicable X G ¥ 3 3
If ‘No’, please specify “the time at which at A Jaay ol o2 i " aaa Alzad e MUS" Ggall S 13
which the cooling was not functioning b JO Cakdl
4.7 Branch Ambience and Facilities Sl y £ oAl Jals alal) g2l 4.7

a. Was the branch air-conditioning fully functional
and sufficient?

TS 3 243 Sy Jany ) g kSl S A T

3 1. Yes X m 1| 3
0 2. No O 2| o
If ‘No’, please specify “Additional comments / [Midal Slaadl! saa dllad e ST el S 1
Describe how it was insufficient: PSS A S e
b. Did the branch possess sufficient lighting? A8 oLy £ R iy JA
3 1. Yes E a1 3
0 2. No O 2| o

If ‘No’, please specify “Additional comments /
Describe how it was insufficient:

[Migial Slaadia" daa Hllad e NS Gl padl SIS
S (S el S iy
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foapladl 2o lia G LS 230 [/ UEEIU L ALS dalaee Jpaall S Ja &

c. Did the customer have sufficient waiting space /
seating area?
3 1. Yes X s 1| 3
0 2. No O X2/| 0

If ‘No’, please specify “Additional comments /
Describe how it was insufficient:

["igla) Slaaia" e dllai -';J,. " l..:');!l S 13

S oSl _nS_l...a,'l

d. Did the customer find it easy to follow the signage
within the interiors of the branch, indicating different
counters/ work stations?

q..leEde.-.uu,.‘,.nmwuwe.,uuu,.jsgth‘p

faad) (Shal y (iSall) i S Sl Cilida ) 32 5

|
|
|
[
|
|
|
[

3 Yes D ani 1 3
If No., please ‘speufylr AddngonaTI comments / bmf filin) cilaada” 3a i e ("IS” il el S 131
Describe how it was insufficient: RS 5 d GE
Mo sioinanes . o ’
J J
+ +
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D. Greeting and Soft Skills of Staff

Ol gall Sl gy A &

5.1 Greeting of Customer

Oy cua 3 5.1

a. Was the Mystery Shopper “promptly greeted /
acknowledged” on entering the branch?

e Al I aAlgha g A deudall e o adllfua 30 a5 A

I e No greeting / acknowledgement

ol JY e

* Greeted within 10 minutes of entering

Jraall Jgas e B 10 e ua Al @

e Greeted within 5 minutes of entering

bandl Jgi e 325 Ba ua 3l @

W N | = | O

¢ Immediately greeted on entering

O00r

Jaaall Jgaz sl e

0
1
2
3

b. Did the staff either / or:

(oY) saaly i gl B8 A o

a. Ask for the customer’s name?

S dbaall e J

b. Greet the customer by name?

'h..'Ji)t-;'ul.n.:._u;J._:

e  Yes, the customer was greeted by name /

,Iw1_}qim]ml_§5¢an__ga)ﬂ1pjﬂ§ﬁi .

= " asked for his / her name I:] Lgans! 3
e No, the customer was not greeted by dand o Ty aly / aad S5 ae Jraally a5l G5 Al DS e
0 ) B S : 0
name / asked for his or her name gl
b O peadl) g "% gal) Jha0 beaa AiSay LaS" (A pal) -
o Did the staff ask, “How can | help you today?” o 3 Mo SAg ’:‘ JL'] I\J; l:
and Probe the purpose of the customer’s visit? ‘
3 1. Yes, the staff did this & TRV T 3
0 2. No, staff did not do this | Al syl o3y o o3 2 0
d. Was the Mystery Shopper redirected on the flabial/dlalial e sl LA Gadadl 4agitale) 5 0a &
basis of his / her needs?
1. Yes, he /she was redirected on the -
! Ealialfadalaal I (5)Jseall 5 sale) 33 Al el
4 basis of his / her needs D alialadabial P ()dsall 4 5 file] 55 4] i 1 .
2. (OR) The first staff member . . )
2 lianll Bl 3 J gy ks el il (o
3 encountered probed the nature of O e Gl 4y A g O R T « (,’) -2 3
Ty . . u-‘-ﬂ-La/‘.‘l:-Lu_,:_)L_l)lwp
visit and assister him / her
3. No, he / she was not redirected on . i 1
[P Hadalgal ) ags 5ill alel a3 o] 38
8 the basis of his / her needs E Attt o el Fael -3 o
5.2 Soft Skills of Staff il 43S 3 (ol gall G ge 5.2
a. Were the staff courteous on the customer making Cpandl 530 e A8 (8 0 aind) (53 (B B gall AS Ja )
his / her enquiry?
0 e No, the staff were not at all courteous | [] SRV o G iBgall (5 a3 e 0
* Yes, the staff were quite / reasonably oo g2 - T T
1 e O S ke ALY Cili gl a3 il ani @ 1
2 *  Yes, the staff were courteous E G alhgal S 0l el e 2
3 e Yes, the staff were very courteous O AL ol byl S Sl @ 3
b. Did the staff demonstrate “active listening” on Claandl i " o) plival" Cib gall gB) JA o

customer enquiry?

® No, the staff did not demonstrate

il placal il gall M
¢ active listening D i i i o
* Yes, the staff listened quite / : Z - - P .
‘ ‘J .‘..IL . i
4 reasonably actively D il gy ke Uy g o Bl 1 .
2 * Yes, the staff listened actively E Ll il gall dal 3l iaai @ 2
3 e Yes, the staff listened very actively D ) e S il gal) sl il i @ 3
7
+ +




c. Did the staff appear confident? Phadi a1y Ad) o il gal) jgh A,

o

0 e No, the staff did not appear confident D Adi e Bl gad) o cal gl jek 35 e
e Yes, the staff appeared quite / . . a4 )
1 Jaa JSC A | g 43l il gall Hgls canl
reasonably confident a ’ G A58 o iyl puli gl 7w
2 e Yes, the staff appeared confident E ddi e @l ad) Jo Caligall gl ani e
3 e Yes, the staff appeared very confident D dcki e el Bl ) o il gl el et @
- h : -
:' . List the names of staff interacted e ilelad (il Cylh gl plandh S3H &
e Mr./Ms. Omani Male 1 Al alll e
e Mr./Ms. 2 Al labll e
e Mr./Ms. 3 FTOUH T FOUH (R
e  Mr./Ms. 4 alatilf Ll .
8
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E. Staff Capability, Knowledge and Cross-Selling

AuaY! gl Alee g 4l A a5 ey il gall 508

6.1 Staff Capability

Coad gl 5 38 6.1

T80 i (gl Clalia) A (8 ladiuYly il gal) o8 Ja T

a. Did the staff frequently probe the nature of the
customer's needs?

3 1 Yes D a1 3
0 2 No R4 %2 0

If ‘No’, please specify your comments: bl mliady o ala  "2US" 13

\ e e
F Y am b nads
b. Did the staff actively attempt to anticipate R . uy iwid & <o 4
¢ | by Allad A glaay Cil gall ;
customer needs? Gl Clabial d pagciReel fEON o

3 1. Yes | i1 3
0 2. No K 3 2 0

If ‘No’, please specify your comments: Sl mlady o ala ) (S 13

anti o \7046 oMt r v
c. Were the staff able to cater to the needs of the aal faelus Gl 093 e G Slalta) 40 il gal) pladcd Ja &
customer without seeking the help of a colleague? o3kl
3 1. Yes X pxi 1 3
0 2. No O %2 0
If ‘No’, please specify your comments: 3, rlads o ela ) OS" 1Y)
INT: IF the Answer is YES , so the answer for Q AL VTS Y sl il 13 e gl S 1
D should be Not Applicable Al il
d. Were the staff able to answer all / most of the i o )
questions posed? a5 aall ALY aliaa [US (8 AdaY) i pall plaial (b S
3 1. Yes D a1 3
0 2. No (| 38 2 0
3 3- Not Applicable X Gk ¥ 3 3
If ‘No’, please specify your comments: ol plady B Bla (S 1Y)

e. If the staff were unaware of the answer to a JA i Al [opma Qg o LYY o 10 Cilhgal) 08 4113 2
particular query / queries, did they politely “ask el dal RN e 400 5 e 28N Jab e I Qudel; dia Gilb
you to wait while they double-checked with the
system / a colleague”?

3 1. Yes D a1 3
0 2. No O .2 L0
3 Not Applicable X Gebiy ¥ 3
If ‘No’, please specify your comments: Ll mlagy B ala y S" 13
9
s +




.

+

6.2 Product Knowledge and Cross Selling

¥l gl g pially ddladall 4 el 6.2

Overall, was the staff well-informed on Bank

Clazd y Sladiey dhiaie Ahee Sl glae il gal) ol S8 JA ale JS2 )

Dhofar’s product and services? b Ly
0 e Not at all informed O o 0
e Well informed on at least a quarter / a .
Slaadll g Sladiall ) [y oo BY ]
1 few of the products and services D - i O )l fL.i'L:t :; * 1
discussed
2 e Wellinformed on at least half of the 0 A A el y Slatid) cieal oo BY1 e alay @ 3
products and services discussed Pk 9
e Wellinformed on at least three- < el a1 ¢ S
“ladill - i gl gl ) 38 it L
3 quarters or more of the products and E u' e el g .E,'fg. = ::ljl :‘ Pluh s 3
services discussed - ’
b. List the details of the “main purpose of your visit” ) B g s LaS) 5Ll e ) gl Aleada AaiY pua gy pb o

(as per SECTION B); rate the staff on the level of
“product / service knowledge” in this area:

laddl g Chadialy (gladall 48 aall 5 glea" o Cull pal) aly ady 1(S
kil sda A

INT: LIST THE CODE FROM SECTION B.

& il a0 S, o sl

0 * No knowledge at all D ALY e Al Y e 0
¢ Well informed on at least a quarter / a .
Silaadll y Sladiall \ e JiY ]
1 few of the products and services D == O i) o oo 'Z‘. "b 'w‘ ¢ 1
. LQ.A-...I'LM a \'.al

discussed
2 * Well informed on at least half of the ] & A Sl y Claiidl deal e JY) e ales @ 9

products and services discussed Lgiiilie

e Wellinformed on at least three § ,
Slamal e 58I (e

3 quarters or more of the products and E ) o= El::!"-u = j; :h"f: e 3

services discussed

c. Did the staff attempt to “cross-sell” other products Slaad § Sladiad " ALaY) )" o aldll A laey il gall 48 Ja S
and services? LBy

0 e Nocross selling at all E GALY! e Ala)) andl Alaay sl al 0
1 e (Cross-selling after a lot of prompting D Sy e sl sy dlay) addl dlaay 3 e 1
" e Cross-selling after a little / some m ) e 0 SN Sy sy ) iglans o5 0 2

prompting ‘
3 e Immediate cross-selling attempt O SR e il sl e i e 3

d. Did the staff explain Why Bank Dhofar’s products

and services possess a “Comparative advantage”
relative to competing banks?

Ll gpal B Sl Slaad y Siladie 13 £y il gal) ol Ja LS
TR & gl s & e Al

3 1. Yes O a1, 3
0 2. No X N2, 0
If ‘No’, please specify your comments: QU rlialy o sl "2 1

Aidntl  (eruparve

Hro wvwg){%—l erfS

10
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e. Did the staff attempt to provide “complete
information” on Bank Dhofar’s products and
services, along with relevant literature?

Clesd p Sladie 08 "ALS Sl glaa' il Y Al glaay wild gal) 5 A 2
falall ol St aa il 2

INT: LIST THE CODE FROM SECTION B.

G i) 0 30 R4 o 1l

0 * Noinformation at all D oY e CGlaglaa¥ o 0
e Information provided on at least a 4% -
Aalatall Sl gladll ) B e slac!
1 quarter / a few of the products and D ’L_jﬁiﬁm"}j "‘..‘.I ":. .:'.‘;‘ = 1
services discussed i
2 e Information provided on at least half D il dalaid) Sl gladll ciead S o clac) e 5
of the products and services discussed Ll o5 Al laaally
* Information provided on at least three o - .
Cila glaall e 281 gl B L1 ASNE B el
3 quarters or more of the products and D ’T‘l .“;. ,.s ',’.I ETJ\. i f ,.":_f! - ¢ ‘ 3
services discussed & ST ‘
3 e Not Applicable E Gy e | 3

f.  Information on relevant procedures, |
documentation and follow-up method?

falaall S3 dayGal) L0y Slaliaall y (Sig ) a Yl Alaie Gl glae 7

INT: LIST THE CODE FROM SECTION B.

Sl e AU B 1l

0 * No information at all

AbYl e Slaglay o 0

* Information provided on at least a

Glaid) Silaglaall e SN fag s BY) e elac! e

1 quarter / ? few of the products and NG B 2 il j el |
services discussed ‘
5 e Information provided on at least half Clatially Aalaiall il gladl cieai JY) e slac| 2
of the products and services discussed [P kPP (R RN [
* Information provided on at least three Ga :
e glaall e S § A5G S8 Uac |
3 quarters or more of the products and Chagiucall Gn ) 3 gloop LG I o allsl, 0 3

services discussed

L5580 o3 Al Sleaddl y Samidl dGladl

3 e Not Applicable

Gtk Y e

B Did the staff attempt to acquire more customer
information so as to follow-up at the end of the visit?

Jal fa L Allada 381 Sila gl A A gl il gl pl s E
55 A b Aagally sl

3 1. Yes

a1 3

0 2. No

Ox XK OO O|0O

aB=2, 0

If ‘No’, please specify your comments:

i s af ela S 1Y

11
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F.  Timeless iz
7.1 Timeless = 7.1
' a. Waiting time on entering the branch, before o O pall (ol pall g Jalalll Sy (g A Jgha e Y cay)
dealing with the frontline staff: D Aasdl) adiga e [ pala) A
" INT: SPECIFY TIME IN MINUTES: | PR e Sl s el
e — T
0 e  Over 15 minutes O G150 81 e | 0
1 e 5-10 minutes O 3183 10-5 e 1
2 e 3-5minutes O 35153 e 2
3 e Under 3 minutes E [ P O VP 3
b. Did the customer feel like the queuing system ! U8y Jany caal) B (2891 aUR) UBINY aUBS 0L Gge ) Al A
(numbering system) functioned properly? (e
0 e Queuing system (numbering system) D o Sy ¥ Gl b (LU eyl Ll ) e 0
did not function at all Y
e Queuing system (numbering system) AT TN o
: A AL} il sy alkas )
1 functioned, but it worked with a few D & 081y Jany (V1 oK) Lt &"L; i * 1
impediments )
e Queuing system (numbering system) . ’ R G T iy
4] 13 Y1 alad) caall Uiy LUas o)
2 functioned and it worked quite easily D MR ui 111 J\iir: < .j ‘ 2
and efficiently ' )
e Queuing system (numbering system) - L e G
L (8391 pUst) il b LT (LS
3 functioned and it worked very easily | D sl ok e e J'JJM jJs "._‘,NLL'.: ‘ 3
and efficiently | ’
e Not applicable (no numbering system) B (F A o) plhaida g V) Bkl Y @ -
c. Time taken for the “purpose of the customer’s visit &g ) Jgeasll die &30 505 i 4" Jal (e 23 <yl
to be fulfilled once reaching the counter: e

INT: SPECIFY TIME IN MINUTES:

7 |

TR e B gl s aly

7.2 Product /Services applied for and Turn Around gl ) i) Yo Jgeaal) i pliaall Ciladih friiall 7.2
Time
a. Product / Service / Request 1: 1A Agallal) fAaadd) il
INT: MENTION PRODUCT / SERVICE ABOVE AND Al of Y 38Tl g e Gk 555800 Aasil) fpiadl S5 iy
TIME TAKEN TO PROCESS REQUEST. 3
Nature of request: rdasdl) dasds
Time taken: (days / weeks) (&) 1) 234340 il gh
Additional Comments: sl clal )
|
[
i
|
12
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b. Product / Service / Request 1: ) ) fAand)) fpiiall o
INT: MENTION PRODUCT / SERVICE ABOVE AND Agpllall ol Y 2201 g ae Tilas 55800 Aasill i) S0 2l
TIME TAKEN TO PROCESS REQUEST. y
Nature of request: sdaadl) dasds
Time taken: (days / weeks) (e [aL40) s3asa g
Additional Comments: i) clal @)
H. Additional Comments on Visit 15l il Allaial) AELGY) Cla dial) )
(If any): (22 )
End of the Survey - Thank you very much....
S 84 — Gl g
For Office Use Only Jaid Cagal) JA1a aladiudy
G. TOTAL Branch Score
(Total unweighted branch score, summing all sections):
Section Pevaeatie Undies Evaloation Total Points Scored in this Total Points Allocated /
Area: Parameter

c Branch Presentation and Customer Facilities
D Greeting and Soft Skills of Staff

E Staff Capability, Knowledge and Cross-Selling
F Timeless

TOTAL SCORE

g Al blii £ gana R

(P S e g ill Aaa pall e LG £ sana)

Jalal) [Aaaid) BULI £ jara

taeadll A Alaid) B £ gara

»_id) oy 53 Jalal o]

Gl Aadial) COlugell y £ AN apals <

[~

O gall S gy a3

ALY gl Ales g 43 jaay il gall § 08 &

< gl d

Lladl) £ 3aa

13







