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3,;. . o Yes ) E ; ?’3'1.,, e
2. No o X2
o If ‘No', specify “Why/Describe hoW" the S MR Caua gl /1LY 2aa llimd (e ST sl S ,3‘ ;
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1. Yes B pr R
o S N S = ) o
If ‘No’, please specify “Why/how” the ) laulie Jaaall (5 o M3 23a TS Gl gall SIS
entrance was inconvenient:
o 4 3 k’ Cleanlmess of Premises ) (405 4.3
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peand LS (g Y
- number of staff not wearing name badges:
00008 __wes_putling name
Score
4.6  ATM and CDM machines @I gl N il pual 542l 4.6
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the basis of his / her needs
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S 1 Greetmg of Customer Gt qua il 5.1
a. Was the Mystery Shopper promptly ol Alsia g8 A eatal o Ciadllfcua 0 3 b L
e A
greeted / acknowledged” on entering
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0 e No greeting / acknowledgement - Gl qua SiY e
e  Greeted within 10 minutes of ;
1 o Geandl J5a (e 83 10 D& om0 o
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5 . ithin 5 minutes 0 ool s (o 5 5 A gl o
entering .
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' b. Did the staff either / or: 10Vt gaaly ciligall 28 I
a. Ask for the customer’s name? faeadl il e Jls
b. Greet the customer by name? fad S5 ae Jpaallh oy 0
3 . Yes the customer was greeted by name O o Al o Jl JAaud 583 ae ieady Gasa il 23 0 cand @
/ asked for his / her name Lgaul
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2. (OR) The first staff member E iy w
0o daaadl 4y 8 3 Y1 il sl il (1) 2
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5.2 softskills of staff L deealbiSoisdiales2
a. Were the staff courteous on the fpanl) Baslosa LdS 08 o jluadind (oo (31 il gall OIS A )
customer making his / her enquiry?
e No, the staff were not at all .
0 O BB e gl cilipall 08 2l S e 0
courteous
e Yes, the staff were quite . ..
1 quite / O B JAL e A8 ikl 13 i) i 1
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b. Did the staff demonstrate “active Paall iy " la) plinal” il sl ) O
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0 * o ) lial Cilipdl gl A S 0
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0 PP O A G (313 A gl Caligall el 38 o 0
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1 PP q O JMMMW@UM‘&@}JJ@L‘F . 1
reasonably confldent
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3 * ppeared very o dad ora Ll (@ ) Lo ol gall jela ani @ 3
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a. Did the staff frequently probe the J8dy e clalia) daghs 08 ey il sl o Ja i

(‘JJS_H
‘nature of the customer s needs?
1 Yes =, bl 3
0 2. No O <02 0

If ‘No’, please specify your comments:
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b. Did the staff actively attempt to

fose 3l clabta) iy Alad A glae cili galf o8 Ja o

anticipate customer needs?
_ 1. Yes a B a1
0 2. No R S 2

If ‘No’, please specify your comments:
onk/ anfwer my gyer] €f
7 77

c. Were the staff able to cater to the
needs of the customer without seeking

the help of a colleague?

b 09 Ca g3l Slalfia) 4l il gal) plliiad Jo 2
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d. Were thék.‘staff able to énswef all / most t . . .
of the questions posed? gl Abicll plie [0S 0 A1 gl gkl b
| T vee 5 o
‘ __(“)M . > Ne EJ } ) 5 .2
‘ 3 Gy 3
i " If ‘No’, please specif;ﬂ;our commenté: ) glak 8 Flay ST
|
» H e Ifthe staff were unaware of the answer i . i )
‘ to a particular query / queries, did they ﬁuﬁégiaﬁ:ﬁi;ﬁ LJ:::\EAEJ:S “;-!'*i
‘ politely “ask you to wait while they a3l dal falladll
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6.2 Product Knowledge and Cross Selling
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a. Overall, was the staff well-informed on

€ 3_puira Siladd g

Not at all informed

| Clabie dileie A clagle il gall a8 A ale g8y

o Y G clagaand gl e

e Well informed on some of the

1 B e 5 S Glesdll g CilatiallinTla gleall Grasy alsy @
product-specific questions asked
5 . O & A Gleaall y cladtiall o Clagleadl el pley @

Well informed on most of the




product-specific questions asked

3 + Well informed on all/almost all the O Clatiall ao il glaall KLy 8 [ Cilaglaall (S aley @ 3
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b. List the details of the “main purpose of GJ‘L“SZ;;::;)” W“f;‘:mj““my C:*‘J-'P’; -~
il T peliy pd 5 (2
your visit” (as per SECTION C); rate the -Z3hid) 038 u3 ..Qlé X(U :ﬂﬂ, gﬁn
staff on the level of “product / service
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INT: LIST THE CODE FROM SECTION B ) a Sl A8y eﬁ el
0 . Not at all |nformed | 'maw é&: uujlu AJ.\! uul . 0
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c¢. Did the staff attempt to “cross-sell” O clasial " laY) i G aLAl A glac uh,..n (,u d,a <
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0 » Nocross selling atall 8 | PRk A gl Bl o0
Cross-selling after a lot of L I ‘
1 * g O Lol e 8K 20y A=Y anll Adeny 5 1
prompting :
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2 ¢ S / ] Gl bt (o B Sy ALY i Adaay JE e 2
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3 e Immediate cross- sellmg attempt g 2ol o Alay) anliddfac B e 3
d. Did the staff explain whyMaisarah’s ‘
products and services possess a Lol 3 _pupailatd g ilatia Wl 7 pdo Ciligall 58 J8 &
“Comparative advantage” relative to fantliall & gill aca 4d U dpeadl) 4 L2
competing banks?
1. Yes O 3
0o 2. No X 0
NA Not Appllcable - 3aaly NA
L If ‘No’, please specify your comments: () pliady o8 Bla ) ST 1
dodu't__cen—pare Wi 09’""‘?5* ik
e. Did the staff attempt to provide - Glaiie oo "ALIS Cilaglaa dlillae Y Al glay Cih gl ol Ja- C
ALal il s & b_yugall Cladd
“complete information” on Maisarah’s
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relevant Ilterature7
INT: LIST THE CODE FROM SECTION B. O pudl) Gy 3 RS, o8 1ialy
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the questions asked hilia
5 e Information provided on most of O A A laadll g clatiall e Glagdadl Glat ey @ 2
the questions asked - Lgiilia
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all the questions asked ‘ Lidilie o3 AN cilarally
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documentation and follow-up method?




INT LIST THE CODE FROM SECTION B

No mformatlon at aII

e Information provnded on at some of

the questlons asked
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. up at the end of the visit?
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F. Timeless i
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f’ 7.1 Tlmeless

a. Waiting tlme on entermg the branch
before dealmg with the frontline staff:

* pdlh gl e

INT SPECIFY TIME IN MINUTES

4.44;.!1 C‘U‘ 8 [l 2ad) b w; 5 J‘;‘

BB s il gl) aaa 1daly

o

4983 15w);5\

0 e Over 15 minutes X . 0
1 e 5-10 minutes o G105 o 1
2 e 3-5minutes 0o G853 e 2
3 e Under 3 minutes o oalsa uﬁwdsl . 3
b. Did the customer feel like the queumg s Sy g el (3 SIS oy ol adk O
system functioned properly?
ueuing system did not function at |
0 ‘ Sll 95y o Y o Jay ¥ el 8 Uiyl Jlai gl e 0
e Wue‘oln system functnoned but |t
1 ©Q g y K Gl pany e 081 Sy call & UEY Wi ) e 1
worked with a few impediments :
5 e Queuing system functioned and it O e (08 5 A gy ey il PRI =iy RG-S )
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3 e Queuing system functioned and it O O Jsdg U g Jary ol Uiyl plli ) e 3
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NA e Not appllcable (g.xhh Y e -
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X
customer’s visit to be fulfilled once &

reaching the counter:

INT: SPECIFY TIME IN MINUTES:
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G.. TOTAL Branch Score

(Total unweighted branch score, summing all sections):

. ‘ . Total Points Scored in this Total Points Allocated /
Section Parameter Under Evaluation

Area: Parameter
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D Greeting and Soft Skills of Staff
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