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b. Were the ATM and CDM machines

If ‘No’, please specify “Additional
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. insufficient:
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c. Did the customer find it easy to follow
- the signage within the interiors of the
. branch, indicating different counters/ work

. stations?
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. If ‘No’, please specify “Additional
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| “a. Was the Mystery Shopper promptly » ol sty b AR Gauldl o iy 3 Al d“ ‘
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|
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you today?” and Probe the purpose of the € daadl 505 i 00
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the basis of his / her needs
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a. Were the staff courteous on the S andt Baslna AdS 0 o jbudlad ga) (3 Cabigadl S A

customer making his / her enquiry?
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listening” on customer enquiry?
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active listening
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Cross-Selling
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0 2. No a X602 0
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b. Did the staff actively attempt to

anticipate customer needs?
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INT: IF the Answer Is YES , so.th " A AR b Gl gl () sSs ¢"taal™ ol gt IS 131
D should be Not Applicable s
d “V\‘lére the staff able tc‘»k énswerall / mosbtb S g o) ALl o S c TalaY) il Uil o &
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1. Yes ) (uu 1 3
2. No o x2 0
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If ‘No’, please specify your comments: Al S b, 38Ty
. e. If the staff we;é unaware;{{P‘i;;ﬁ’swer i 3 i .
to a particular query / queries, did they ! ﬁﬁgﬁ:ﬁ?ﬁ:ﬁiﬁ E:::‘gflf; ‘iﬁ
politely “ask you to wait while they ! 33 al Jalladll
double-checked with the system / a " '
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a. Overall, was the staff well-informed on

Maisarah’s product and services?
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0 e Not at all informed o ORY Je Gleslas 4] Gl o 0
Well informed on some of the ~

1 * O e 5 3 cleslly clafidliafo el Ganyoley 0 1
product-specific questions asked 5

5 R & Clarall y Gladiall go Clagladl Qled oy o 2

e Well informed on most of the
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product spec1f|c questlons asked

¢ Well informed on all/almost all the

R t_,ujxundsu)z:‘/uu,u\ds?xu .
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b. List the details of the “main purpose of e L"s) ;J:T)'“ g"‘"“J'“ ““"ﬁ‘;: Liaie AaiY gy b .
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staff on the level of “product / service
knowledge" in this area:
INT: LIST THE CODE FROM SECTION 8.______ @ pndlh Ga Sa ) A 8 rialy
o » Notat all informed a- JLY! ulc ubuiu M-\l uul e 0
: ¢ Well informed on some of the o & U larall g cilatiall o Cilagheall Gang alay o 1
product-specific questions asked il
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e Cross-selling after a lot of . . .
1 O bl e 8 sy Sla)) ol ey 6 @ 1
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2 a i) (pe JaB 3y LY el Dleny A6 o 2
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3 ¢ Immediate cross-selling attempt B o ool o Ayl adillgan 5 e 3
—— o Did the staff exp|am hyMasarah's : D,
| products and services possess a L) 3 puualiladd g cilatia 13al 7 pdy Ciligalt 28 8 &
“Comparative advantage” relative to CAbliall o gid) goa A0 )l Al LB
competing banks? :
1 Yes O e 1
.\.’.,.,2?,};10 =1 TR <5
NA Not Appllcable a - Gekis ¥ NA
If ‘No’, please speafy;;our comments: o éJJIJ gl o8 Bla ) MM 1Y
drda:t compace with #1 crapehh g
e. Didthe staff attewmpt to provide ’ -l oo ALK ‘:‘L‘J'%iT&thi"ﬂJl"“‘f cili gall o8 06z
“complete information” on Maisarah’s Fhlall A3 Sch g bl slasts
products and services, along with
relevant literature?
W INT: LIST THE CODE FROM SECTION B S awdl] u-‘)-‘)x“hmas‘:h“ -
S,c(,)re I
0 ¢ No information at all o a- SMRY) e Glagha 4l ud @ 0
] e Information provided on at some of O a5 Al uLAAa.“J Sladiall G Cale glaall u.aa.lfda.:” . - 1
the questions asked .. Lgildlia
5 « Information provided on most of = 7 & o cleadlly Glaiiall e Clagleall izl alay @ 2
. thequestions asked . ha—
- 3 « Information provided on all/almost O u\;.u.d\ e t_.l..,xun dS L8 [ Sl glaall S alny o 3

all the questlons asked

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




INT: LIST THE CODE FROM SECTION B.

+ No information at all

) (a0 A8 B 1l

e Information provided on at some of

the questions asked
e Information provided on most of

the questions asked

o V(,may'l bi; ;_.LA,LM m} u“l R P
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Lildti,

Information provided on all/almost

all the questions asked

up at the end of the visit?
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1. Yes

2. No

If ‘No’, please specify your comments:
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g. Did the staff attempt to acquire . .. . )
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more customer information so as to follow- : £50 Algs A Al ALl Jal cm
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F. Timeless
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- a. Waiting time on entering the branch,
before dealing with the frontline staff:

daaal) g8l g o [l 2l A 0 g gall

Ol gal) aa el 389 (g il Jeda 2o U iyl

. INT: SPECIFY TIME IN MINUTES:

BN G i gl ada sl

G215 e S8 @

0 e Over 15 minutes a 0
1 e 5-10 minutes o GH110-5 e 1
2 e 3-5minutes a. GlB5-3 e 2
3 e Under 3 minutes B SBEM g dil e 3
b. Did the customer feel like the queuin \ ; .. .
, aueuing e IS dary Ciaall b STV S s a3l i o
system functioned properly?
ueuing system did not function at
0 ) Q” 9y OB o Jaag ¥ aall Gy i) e 0
a
e Queuing system functioned, but it
i 9% _ O il o o 0y g ciall 5 Y1 (s ] 1
worked with a few impediments |
) e Queuing system functioned and it R L e Sk g g Jety il o Ty i o e 2
worked quite easily and efficiently Lea
3 e Queuing system functioned and it O S g Aals A g Jary il b HaiY sl ul ] 3
worked very easily and efficiently : Juas
- NA e Not applicable Gy e -

. ¢. Time taken for the “purpose of the
customer’s visit to be fulfilled once

reaching the counter:
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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 :
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Selling
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Additional Comments on Visit

(If any):




