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C. Branch Presentation and Customer

Facilities
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b. Pamphlets, Leaflets and Brochures on
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- b. Were the ATM and CDM machines
~ functioning?
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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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o 2. No
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D. Greeting and Soft Skills of Staff
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5.2 Soft Skllls of Staff

a. Were the staff courteous on the

customer making his / her enquiry?
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3 e Yes, the staff were very courteous 0 A3 yak ul:yll o & ani @ 3
b. Did the staff demonstrate ‘active ¢ anll ki "q—."-%’ plinal® Cila gall 4Bl b
listening” on customer enquiry?
e No, the staff did not demonstrate ; L.
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i the help of a colleague?
1 31 Yes | B p=i 1 3
‘ 0 2. No a 38 2 0
f ‘No’, ‘b'lease spécify&bhr comments: k ‘A palialaadizla IS 13)
1
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product SDECIfIC questlons asked
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. o Cross-selling after a Iot of O j ) S Sy ) el ey 6 o 1
prompting SR, :
, ; e Cross—selling after a little/ some " i) (s 8 3y i) c-.\.ﬂ‘ Aans o “. ‘2 N
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(Total unweighted branch score, summing all sections):
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