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Details of Visit
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| Other Bank: :
2a. Branch Name A,‘ \.),.1 ‘ . ‘ g il aul 12
2b. Branch Area ) a0y Near BMF@f Mﬂk g il aige 22
3. Branch City me \ : , il 3 |
J— I - [ RS, ‘
4. Branch ' s 4 ? |
Region ; MVK C/va i kil
e T o T | T
5. Date of Visit
3 ol Qo1
, Hours ~ Minutes by RIS
6. Start Time of N <
~ visit 1% | | , sl Iy 85 6
10
! Hours Minutes R KPS|
7. Total ’ .
Duration of - LM s 7
Visit 00 7,C — '

Purpose of Visit

Current A/C 0 j (AIJASU) b e :
. - (Individual) ‘
1. Application and Current A/C v - () 5 pm i . N
iry: : I I le jladial [ 4
General Enquiry: " (Company) & fanll oo [ gie Al ] |
. Saving A/C O DB s 8
INT: SELECT AS RELEVANT |~ == - e
. Fixed Deposit a dagyy Gl i |
AND/OR SPECIFY e T : SR
! Home Finance a S
DETAILS OF e e e o i ' [ . ki
© Auto Finance - O 3 lall 3
PRODUCT/SERVICE S I : S - s
~ Request not done a i ol llal
. - Other (Please specify) | O 2 la e




C. Branch Presentation and Customer O 32 081Gl o 8N jgbia
Facilities
Score .
4.1 Was Customer Parking instantly ‘ . : A i '
; . , Lol (e B b il g AN Fpudall 225 R 4.1
| available for the Mystery Shopper? j L (
3 Yes = [onbL N N
2. No X NS 2
Specify time taken to find parking: (i ga a5a 5l Gl Sl aaa
OUnder 3 minutes G 3 e 8O
- O3-5 minutes | Gl&s5-30
06-10 minutes 38:10-60
, 011 minutes or more S 4 TR
 Dparking not found o el el
' 4.2 Entrance to Building Al N Jsiali 4,2
a. Was the Entrance Clean? ol Jaaal oS Ja )
: 1. Yes ) a1 3
0o 2 No =y 382 0
o Mi If ‘No’, specify “Why/Describe how” the OIS S G g 13" 20 izl e OISl gadl IS 13
entrance was unclean: el e Jaadl
b. Was the Entrance Convenient? ; hanilia Jaaall S G4
3 1. Yes 24 1 3
0 2. No o 32 0
L If ‘No’, please specify “Why/how” the : Dl Jaaall 08 o AL daa ST Gl gall S 1S
entrance was inconvenient: |
4.3 Cleanliness of Premises ‘ : (rleall 46051 4.3
| Were the branch premises clean? } il o il e S b
1. Yes - i1 3
0o 2. No o X2 0
: CalS "CaS Caa ) 13l saa Sllzd e IS il gall K13
. If ‘No’, please specify “Why / Describe how” ik e ud) :
the premises was unclean: | :
4.4 Branding Material e Ll ciladlali 4.4
a. Posters / Branding material present | ol alaldl (o 4l ciladle [ cliuals 25 2 g ;
; 8y il g
. on doors, walls and windows? :
1. Yes =2 13
0 2. No o %2 0
"I ‘No’, please specify “additional O il clladl s dllad Ga T el S 1
. 1Sas
. comments”, if any: ’
Score




: display? ’

- b. Pampbhlets, Leaflets and Brochures on k

0l il silagisllzm jo o5 b

1. Yes gi : axd A 3
0 2. No o 38 2
o o ) O T Gl 3 ke N el
- If ‘No’, please specify “additional ' ‘Caay
. comments”, if any:
L Branding material up-to-date? a4l cladall dse da & :
3 1. Yes E X ' oo 1
0 2. No o M2
" If ‘No’, please specify “additional O ¢Magilal Gldaadid daa llind (e ST Gl gl IS 1
comments”, if any: sl
4.5 Presentation of Staff . Obisall 4Bad.5
j a. Were employees present at over A8 159 £ AN Al ga (re %90 (e AS) gy g O AR
- 90% of the branch desks and counters? ’ fAasdl) g8l gay -
1. Yes a axi 1
0 2. No 0 382
o o o O Rl Glaadle saa il e ST il gall S 1)
If ‘No’, please specify “additional “Cia g
comments”, if any: ’
boulor 9 employeeC Were Aoa lobly
7 / 7
. b. Were all / almost all of the staff . .
: . 0 g i pa bl (g0 (piBigal) alina [ JS G B
. neatly and professionally dressed? :
1. Yes B 1
0 2. No O 32
, O Al Glaad saa g e ST O gall S 1)
L If ‘No’, please specify “additional Dy
comments”, if any:
¢.  Were all / almost all of the staff ) f
» Tptilanly Gl LS G guday Cilagall alina [ JS S 4 &
: wearing name badges?
3 1. Yes B a1
0 2. No o N2
- If ‘No’, please specify “the approximate Ol il gall gy 8 aaadl 22a Hlmd g IS Gl gl S
| ) el LS gy ¥
. number of staff not wearing name badges: :
Score |
46  ATM and CDM machines @l gladly I il pall S3gal 4.6
Ca. Was the area surrounding the ATM @) £1A g (T el 8 5] aall Sl S A
! ¢ 4Bl ias
. and CDM machines clean and presentable? o Z
j 1. Yes X a1
2. No a 38 2
| If ‘No’, please specify “Why / Describe how OIS S Can gh /3" daa lliad (e US" Gl g2l SIS
i ! sy e Sl
. the area was unclean:




'b.  Were the ATM and CDM machines | fart o) £ 1oy NI il B30l IS
_functioning? |
; : © s | ' e 'r,,;, .
0 2' NO ’ " o - . ).5.2;
If No please speofy ‘the time at which at N "Jj)‘j us;it;““ Jbﬁl‘"j:junj; ‘"\Y\" U‘JTJ‘ L‘J‘S ‘J:
. which the ATM / CDM were not functioning | e 9) ¢ :%;hfijy\j‘)ﬁ‘
(and specify which machine, ATM or CDMj:
_ c Was there Sufﬁuent Coon;; - the e T ATMICDM GhD b e G yadi g
| ATM/CDM area? L |
3 | ~;M1. Yes | & ?";1 3
”o ; 2.. : - e o . 35.2: .
' 3. Notapplicable ' o o Ghi¥.3 3
B f A Jeny ol 2 Y aaa Sl e ST Gl sall S 1Y I
A JS0 sl
If ‘No', please specify “the time at which at E
| which the ATM / CDM were not functioning |
(and specify which machine, ATM or CDM): ;
4.7 Branch Ambience and Facmtles Bty oA Ja13 plal) 211 4.7 ]
a. Was the branch air- condltlonmg fuIIy fudls g da JLds Jary sr“J"“”aés“””O“ Al
functional and sufficient? , ;
1. Yes 31
0 2. No o 3.2
I ‘No’, please specify “Additional [l Cladl s @l (e ST Gl gl S
comments / Describe how it was S O ‘J S
insufficient:
b. Did the branch possess sufficient T4 Splaly p A By b
L lighting? % |
1. Yes L0 a1
w MO 2. No D S 35 2 B
If ‘No’, please specify "Additional E [aa) Sl saa dllnd (e ST gl ST 1
comments / Describe how it was S O ?] RS e
insufficient:
' c. Didthe customer have sufficient 0 lia (a dlS 330 | JUEIDU RIS Dalias Jaall 1S o 5
| waiting space / seating area? ; fomsiad ,
T e g B ?u1 ;
0 2. No o 32

i comments / Describe how it was

) o "X.\él..;:\ H”‘LLA)A" _5” “a . ‘u\ w . \‘
If ‘No’, please specify “Additional % "% = B & Sl gs s

 insufficient:

S S Al el Caa gl




o

- the signage within the interiors of the

~ branch, indicating different counters/ work

c. Did the customer find it easy to follow

stations?
3 1. Yes
0 2. No

203 A guia gl B Ay s o o gl o
and) oySha g (ilsali) ol 5 gl Cilidia ) a5 Al g £ Al

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

insufficient:

Ciaagl g fAdl) Slaadle” saa @b (e IS G all S 1)
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D. Greeting and Soft Skills of Staff
Score
5.1 Greeting of Customer R ‘ Ol a1 5.1 :
“a. Was the Mystery Shopper “promptly ool Adha b AR guidl o ciatlifcua i o3 b
g LAl
greeted / acknowledged” on entering
the branch?
0 s No greeting / acknowledgement o CGpalifcus Y e 0
e Greeted within 10 minutes of
1 . a: Jreall J580 e G 10 DM il @ 1
entering
e Greeted within 5 minutes of
2 ] [ Mldﬁdw&ﬁde}\;s_&;ﬂl ° 2
entering i
3 e Immediately greeted on entering B dreall Js2s Hidcua Al o 3
. b. Did the staff either / or: 10Vt gaaly CiBgall a8 Ja o
a. Ask for the customer’s name? $anll aush e Jl |
b. Greet the customer by name? Panl S5 ae dpaalh a0
3 e  Yes, the customer was greeted by name = S Aaut o Jlu faaud 83 ae Jranlly Gua 1 5 08 cans o 3
/ asked for his / her name Lo
0 e No, the customer was not greeted by 0| 4t oe 1§ WO Py R WIS S DS PV FRETEGG i P TIPS T 0
name / asked for his or her name Lgani
C. Did the staff ask, “How can | help i) g "% gl CBae e iCay CiS™ il gall Sl JA @
you today?” and Probe the purpose of the ‘ € dpaall 3L o0
. customer’s visit? f
1. Yes, the staff did this R Ay Cabs gall 18 S cpni 1 3
0 2. No, staff did not do this o Allly Cals sall o3 o S 2 0
. ‘ S sl AR Goudall Aagisael 20 & o
’ d. Was the Mystery Shopper redirected 143k La JAdLaLa)
on the basis of his / her needs? |
1. Yes, he / she directed on th ?
3 / was redirected on the O, Tl aialinlsl (§) e agn g soke 35 8 cuai 1 3
basis of his / her needs !
2. (OR) The first staff member
: : banll 4y Gl o2 J oV Calh all it ()
3 encountered probed the nature of a o o L(facli)uj/n.\cb.n_,};\:a_}n 5 '_(,)) 2 3
visit and assister him / her
3. No, he / sh i ‘
0 / she was not redirected on 2 s Ll g g ke 35 2 S 3 0

the basis of his / her needs




52 SoftkillsofStaff

a. Were the staff courteous on the

customer making his / her enqu:ry7

e No, the staff were not at all

il iy i gall g 5.2

v‘ i S.:ab.u‘__'up OJU '\-dﬂdduh;\ds& T -

0 0 Y o gl diligall o Al S e 0
courteous :
e Yes, th t ff t ‘ . s
1 e staff were quite / O B [ e 8L Calpall Jlad i cans @ 1
‘ reasonably courteous
2 * VYes, the staff were courteous = ‘_,J ulayl\ S a3 i e 2
3 e Yes, the staff were very courteous O uum Lak uL,,A!l Uls @ i e 3
b. Did the staff demonstrate “active el i ") plial’ il gall 1 QA o
listening” on customer enquiry? ;
No, the staff did not demonstrate i
0 * O ) plia Gl gal) gl ol NS e 0
active I|sten|ng «
Yes, the staff listened quite ~ . .
1 * ' quite / 0 (oo S A g Ay iligll sl i cas 0 1
reasonably actlvely
2 * Yes, the staff listened actively B Lol il gal) () e ari e 2
3 ¢ Yes, the staff listened very actlvely 0 4-u’---l‘11 O ,)-uS-t cibgall il ) ani @ .3
Score
L Did the staff appear confident? i Cpa (B g Al o ciligall 4B Ja
‘o thestaffdld nOta - e I O
0 * PP ® A (3o B3 Al I Gilipall gl S e 0
confident :
e Yes, the staff appeared quite \ o
1 PP d / O Qe JO8 Al (e (Bl 4d) o caligall jelicand @ 1
reasonably confident :
2 e Yes, the staff appeared confident o Al e (Bl Al o Calhgall ek cans @ 2
Yes, the staff appeared ve !
3 ¢ es, the PP Y 0o dds oa Ll (@05 Adf o Calhgall ek cani @ 3
confident
. ist th i . X
d List the names of staff interacted e it (Al () slacd S
¢ with:
e Mr./ Ms. 2 AJ..ALnXI/d.aLd‘ °
e Mr./ Ms. 3 Zl.au!\/LL‘am\ °
e Mr./ Ms. 4 AR AR .

E. Staff Capability, Knowledge and . . . ) .
P 4 9 ) aal) Aoles 5 Analdd mall g giag ol gall 5,08
Cross-Selling
Score
6.1 Staff Capability | | ciigdiad 61
a. Did the staff frequently probe the ; Jsds 3l Glalial “""“"‘ e JL“""“"‘YL‘ il gl plE a
: To50
nature of the customer's needs? B
3 Yes B e 3
0 2. No O ‘ a8 2 0

L If ‘No’, please specify your comments:

A iy 8 5 S




b. Did the staff actively attempt to

anticipate customer needs?

feuse sl alia) Fufiand Aad A glaay Cilh gl ol Ja

Well informed on most of the

1.~>vu‘

1. Yes o ani 1 3
0 2. N0 & <2 0
I . L i e T
If No please specify your comments: RO T ey !
épéf
olaln't ct#e'n//f h anh ORZ)LC “/W/’m"a/‘ 7€
c. Were the staff able to cater to the .
. . b (58 O Qs Slabtal 4l Gl gall pllaied &
needs of the customer without seeking ep5La sl aa) 5asluse
the help of a colleague?
3 1. Yes o a1 3
0 2. No ® 22 0
If ‘No’, plea"sé s'b'ecblbfy’\»/éur comments: ’:ékg‘}t;;:gpas’;l.wc"\ SRKY
aking o SuperVifor poes '//7(’ 0/0n€
CINT:IF tffe Answe he answer for Q V& ANl AR B Gl sadl (S (Maad il sadl S 1
D should be Not Ap " gl
d. Were the staff able to answer all / most . . .
_ fa g shaalt ALY plina [0S 08 AilaY) il gall gl Jo &
of the questions posed? -
: ruu 1 3
0 =® Ly 2 0
ap u:h-uY 3 3
If ‘No’, please specify your comments: ) glaky r" ESST
ogl aga____b.gf____f UperUiLOr
e. If the staff were unaware of the answer
. . . ALl fopma Pige Ao LlaY) e 1,08 Cilagall 0% ol 1)
to a particular query / queries, did they 50 A e 261 ol e JUETI sy lia il Ja (A
politely “ask you to wait while they j a3l s faUadl
double-checked with the system / a ;
colleague™ f
1. Yes - Eall 3
2. No O a2 0
NA Not Appllcable o uahu‘f
If ‘No', please specify your comments: ' 1l glaady pd Bl ST 1Y
Score
| 6.2 Product Knowledge and Cross Selling A el iy Uaididiadl 6.2 ;
i-a. Overall, was the staff well-informed on Clalie dilaie diene "‘L‘Jl"‘ P ERTIY ‘?l" ey S
) . € 3 _puare Siladd
Maisarah’s product and services?
0 » Notat all informed | ALY e Gl 4l pul e 0
e Well informed on some of the
1 B eidilie o8 W Claailly Cilatiallindle slaall Gony oley @ 1
product-specific questions asked i
5 - E S D claaslly Claiiall g Closlaall el oday @ ZM'




product-specific questions asked

e Well informed on all/almost all the

Cilaiial e il slaall JS Ly i /

lagladl JS olay @

3 ; product-specific questions asked . e ) 3
b. List the details of the “main‘pkurpose of ‘Zﬁlﬂ}ﬁ«‘n Wﬂﬁﬁ;ﬁ“f_my‘i‘*?" -
your visit” (as per SECTION C); rate the g :m, oia :ﬂu:ix(u :quj:
staff on the level of “product / service
knowledge in this area:
INT: LIST THE CODE FROM SECTION B _______ @l e el A B 1y
O . Not at aII mformed d W | U)LY‘J‘:«:U;&-«LJM . 0
: s Well informed on some of the O o ol cilaadll s clatiall Gie Clasleddl Gany alay @ 1
product—specific questions gskekd - - Lé—‘*:""-“ ;
5 e Well informed on most of the & ol cileaall g cilatiall o Claglaall Clet alay @ 2
product-specific questions asked R
3 o Well informed on all/almost all the o Ciladiall ac Sila slaall dSLujﬁ:/t_'u}L.d\ Kaloy o 3
;;;;;; product-specific questions asked | R —
c. Did the staff attempt to “cross-sell” cilatiad " AlaYl anll™ w alAl A gl Cilh gal) ‘.ta ‘y.
other products and services? s Al class
o . No cross §e|lin.§wat all o OBY! e oY)l Blany s al o 0
. e Cross-selling after a lot of = k) (0 LA 32y LY ) ey o5 L
prompting S .
5 e Cross- selllnémaftera I|ttle/ some o ) (o LR Sy Yl ) Bbans o5 @ 2
prompting
3 . Immediate cross-selling attempt a Qi e iy @e‘mgl—u; Ae 3
‘ d. Did the staff explam whyMaisarah’s k - N
products and services possess a a3 _purailard g Cladile 1L 7 dy ciligalt o8 8 &
“Comparative advantage” relative to ALl e ghal) ga A5l Mippeail) AL2EGN
_|__.._competing banks? .
; " vee w0 S 3
" 2. No o 3% 2 0
NA Not Appllcable O ' ) \
| If ‘No’, please specify your comments A ébbclmab;;l-w MY J lal
H e D|d t«He staff attempt to provide , Gl oo ALl ‘:“"J&"j‘" """Lh“'y Al glaay il gl (’G&M-éwwmm -
. _ ‘ Alall i1 Gl g 5 peanal) Cilasd g
“complete information” on Maisarah’s
products and services, along with
- relevant literature? )
* INT: LIST THE CODE FROM SECTION. B @ auﬂ\ o o iy as FORE
Score
0 « No mformatlon at all o GALY) e Claslaal gul @ 0
: e Information prowded on at some of 2 & G_J\ Slaadll g ciladiall e Sla gleall ey rd:u o L
5 * Information provided oh most of O A S Gleasll y clatial e claglaadl el aay @ 2 N
L the questions asked .
3 e information provided on all/almost O Gilaildl go Clagladl JS Lo 8/ Glaglaadl S alay @ 3

all the questions asked

(adle 5 1 cilaall

f. Information on relevant procedures,

documentation and follow-up method?

13 Aaglial) 4580 5 Cilalieaall g b aYl Allaie Cla gla
sdlall




INT: LIST THE CODE FROM SECTION B. & ] (3 3 LS ?5 il
0 . No mformatlon at all =5 )L\J‘ uj‘; “—4‘*}3’-‘* ad ol .' 0
¢ Information prowded on at some of & U_J\ uu_\;jlj Gilatidl Gie Cileglaall ang alay @
1 K L 1
5 . Informatnon provnded on most of 0 Al Glaadlly claiial (o Clagladll i) ol @ 2
the questions asked T | s
. Informatlon provnded on aII/aImost el e claglad) JS LS/ e gleall (S aley e
3 o Leiditie 2 W cilanall 3
all the questions asked S . A A
g. D|d the staff attempt to acqulre L .. . .
sl Al S il glea 43 jmad A glay Cilh gall a8 8§
more customer information so as to follow- : %8 30 Al B Aaially LN Jal o
up at the end of the visit? » ‘
1. Yes X and 1,
0o 2. No O %2 .
- If ‘No’, please specify your comments ghaba slay D ;'L“'d,‘
ey o
| F. Timeless |
7 - 7] Tlmeless f cagh 71 »
| . “a.  Waiting time on entering the branch, Ol gall o 4“:‘“‘“‘“ 1‘5"3‘;‘?/‘“ i’;’h‘:‘ Ju""'\? “‘:}:
;  9a O
‘ before dealmg w1th the frontline staff: ¢ ¢ «
INT SPECIFY TIME IN MINUTES: - B Qe i gl ada sy
0 e Over 15 minutes B 44215 (e )45‘ e 0
! * 5-10 minutes o, 82105 . 1
2 e 3-5 minutes o G853 e 2
3 + Under 3 minutes O u—I\AA a-:)-\ Ji e 3
b. Did the customer feel like the i . . .
! , queuing Sana JSs Jasy cinall b LY oS o g ak Ja
system functioned properly?
ueuing system did not function at
0 * Queuing sy o G e ey ¥ ol 3 syl i) e 0

all

ueuing system functloned,but it
1 * Queuing sy O 3ol gy g o0y oy il 3 LTI Al ) o 1
worked with a few impediments

) ’ e Queuing system functioned and it ‘ - Jlad J g A gy Jamy Cinall 3 JLL.u\J\:LLuui . 2
worked quite easily and efficiently o )
3‘ ' ¢ Queuing system functigned and it O IS g Al A gy Jary el 3 LY U o e 3
worked Very eaSin and efﬁCiently . R SR |
NA - Not appiicabi I . S PO :
c. Time taken for the purpose of the . ol dgmasth 358 e 50 85 o L™ Gl o B gl

R SCEUFY (P
customer’s visit to be fulfilled once

reaching the counter:

- INT: SPECIFY TIME IN MINUTES: . "
: ° (R G G gl daa daly
15 minuteC




TOTAL Branch Score

(Total unweighted branch score, summing all sections):

. : : Total Points Scored in this - Total Points Allocated /
Section - Parameter Under Evaluation
(R L . - Area ; Parameter
C Branch Presentation and Customer Facilities
D Greeting and Soft Skills of Staff
£ Staff Capability, Knowledge and Cross—
Selling
F Timeless

TOTAL SCORE -

Ol Asdalt edlgaadh g £l sl &

o 3l g s &

gih'a“ii@#\a,\hc‘,ﬁs}.n‘g‘dﬁﬂ\bﬁ z
< gt e

Additional Comments on Visit

1A8lal Cilidel (o) L2

(If any):




