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C.

Branch Presentation and Customer

Facilities

. 4.1 Was Customer Parking instantly

1. Yes
2. No
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Specify time taken to find parking:
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" a. Was the Entrance Clean?
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2. No

I ‘No’, specify "Why/Describe how" the

entrance was unclean:
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b. Was the Entrance Convenient?
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If ‘No’, please specify “Why/how” the

| entrance was inconvenient:

4.3 Cleanliness of Premises

- Were the branch premises clean?
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' b. Were the ATM and CDM machines
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(d Did the customer find it easy to follow

~ the signage within the interiors of the

branch, indicating different counters/ work

~ stations?
1. Yes
2. No

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

insufficient:
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Greeting and Soft Skills of Staff

Score
' 5.1 Greetmg of Customer oty ""'"J"n 51
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greeted / acknowledged” on entering
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a. Were the staff courteous on the

Soft Skllls of Staff

customer making his / her enquiry?

No, the staff were not at all
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Cross-Selling
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b. Did the staff actively attempt to o a . .
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2. No o lZl 2 0

If ‘No’, please specify your comments: el pliady o8 Bl ST 1Y
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il g3 G Q3 Clalliaf 400 Cila gl plaiad Ja @

needs of the customer without seeking £o33l sal 5aslue
the help of a colleague?
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Maisarah’s product and services?
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product speC|f|c questlons asked

e Well informed on aII/aImost all the
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3 product-specific questions asked o Lgidilia 5 Gl cilaally 3
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f. |nformat|on on relevant procedures
documentation and follow-up method?
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INT: LIST THE CODE FROM SECTION B.
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c. Time taken for the “purpose of the
customer’s visit to be fulfilled once

reaching the counter:

INT: SPECIFY TIME IN MINUTES:

0 . No mformatlon at all O Oy e ol asl Gl @ 0
] ¢ Information provided on at some of O A A laadll s clatiall Gie il gladll Uaa.!t . 1
the questions asked Lgid
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up at the end of the visit?

3 1. Yes B’ pnd 1. 3
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F. Timeless
7. 1 Tlmeless , g 710
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before dealmg W|th the frontline staff: s o s o O
INT SPECIFY TIME IN MINUTES . .
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0 e Over 15 minutes R G815 5 81 0
1 e 5-10 minutes o G821 10-5 e 1
2 e 3-5 minutes o uams 3 e 2
3 e Under 3 minutes | L,m u)\: Ji e 3
b. Did the customer feel like the queuin ) .
_ queuing s gL Jary Cieall b JUBIYI AU 0l a3l ai O
system functioned properly?
o ueuing system did not function at
0 Q“ 9y Y e Jan ¥ aall A jlnylahi gl e 0
a
¢ Queuing system functioned, but it . .
1 B Gl Gl ae 0819 Jary Caall 3 ST AU ) e 1
worked W|th a few lmpedlments -
5 e Queuing system functloned and lt 0. Jlad (<5 g 4 pgan dmu.al\ R 8 i ID-S I Y 2
worked quite easily and efficiently : Lesa A
3 e Queuing system functioned and it O Jsd A Al gy Jarg Canall 3 Uyl QUi o e 3
worked very easily and efficiently : Jlad
NA e Notapplicable GhiuY e -
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TOTAL Branch Score

(Total unweighted branch score, summing all sections):

.. Total Points Scored in this Total Points Allocated /

Area: Parameter

Section - Parameter Under Evaluation

C Branch Presentation and Customer Facilities

D Greeting and Soft Skills of Staff

Staff Capability, Knowledge and Cross-
Selling

F Timeless

TOTAL SCORE ‘ ‘ .
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Additional Comments on Visit
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