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Branch Presentation and Customer

Facilities

Score !

3. Yes i a1
2 No o 38 2

32 M Bl gl s il pgla

4.1 Was Customer Parking instantly
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: Specify time taken to find parking:
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a. Was the Entrance Clean?
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pedbanll LS G gz ¥
. number of staff not wearing name badges: s

Score

4.6  ATM and CDM machines L @il gl NI i pall 302l 46

,,,,,,,,,,,,,, IS RGP NN ‘ém\&{%y"’ "’-‘Y‘ d‘ﬂn ;Jﬁi ’ ;‘ Ou‘ oLs d‘ lsvwm v el
¢ r n . 3 -.x.-

" a. Was the area surrounding the ATM
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: the area was unclean:
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b. Were the ATM and CDM machines
functioning?
| 1. Yes ﬁ . pn 1
0 2N 0 .2
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% 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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2. No

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

" insufficient:
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s, 1 Greetmg of Customer : u-“-u’l-' <l 5.1 :
a. Was the Mystery Shopper promptly ol Asia g R Gaall e a3 o3 d".-‘ |
greeted / acknowledged” on entering fe A
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e No greeting / acknowledgemyent ‘—'U;"/sea)? Yoo 0
o :rr]:_::;c;wnthm 10 minutes of sl s e (388 10 D5 gl @ X
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b. Did the staff either / or:
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a. Ask for the customer’s name?
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b. Greet the customer by name?
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e  Yes, the customer was greeted by name
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the basis of his / her needs

»/ asked for his / her name Leand 3
. Nowthe customer was not greeted by A u:; Jh alg 7 4anl 83 ma ealy a2 ol 38 @ 0
name / asked for his or her name Leansl
C. Did the staff ask, “How can | help sl g "% gull dﬁ.‘&huq.us.u i ‘LILJA“ duda @ k
you today?” and Probe the purpose of the ¢ deaall B0l o
customer s visit?
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wbﬁs@ of his / her needs
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encountered probed the nature of 08 dpmnll 43 S iid’;;ﬁ}ﬂgf:;g) 2 3
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a. Were the staff courteous on the Sranll 820 Lusa A (o & jleadiad il (3l il gal) S B2 )

customer making his / her enquiry?

~« No, the staff were not at all
0 * ] BV e G dilipdl oAl S e 0
courteous

Yes, the staff were quite . e
1 _ ‘ q / a Saga AL i ABLYy Calsgall oS il cani @ 1
reasonably courteous

2 e Yes, the staff were courteous X Gl Gl Sl el 2
e Yes, the staff were very courteous o A3 3l b gl IS N aai @ 3
b. Did the staff demonstrate “active Spaal) Ll "' pla plival Caligall g8l Ja L

listening” on customer enquiry?

e No, the staff did not demonstrate

0 0. ot plival Ciligall gl Al DS o 0
active listening ~
e Yes, the staff listened quit ; . .
: es, the staff listened quite / o (o) 5o [ e iy il gl il 38 coni @ 1
reasonably actively
2 e Yes, the staff listened actively o Gulag) Ciligall ol i) cani @ 2
3 e Yes, the staff listened very actively ® LV e S Gl gal) sl ) caei @ 3
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confident
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confident :
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with:
o Mr./Ms. Fouad 1 _ ARSIV REHTR
e Mr./ Ms. 2 ARAR/S AR .
e Mr. [/ Ms, 3 Al Jatalt .
e Mr. / Ms, 4 Al sl .

E. Staff Capability, Knowledge and

Cross-Selling
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6.1 Staff Capability L ouBgdiisd 61
a. Did the staff frequently probe the Jos Qa3 Slabia) daph (p Jladiu¥ly i gal) o8 da )
¢ 55
nature of the customer's needs?
3 1. Yes ® ¢ 1 3
0o 2. No o 3 2 0

~If ‘No’, please specify your comments: )l g Bla ) ST 1Y)




b. Did the staff actively attempt to o e .
Y P el Cilalia) Fuiu Alud A glas il sall o Ja
anticipate customer needs?
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I W|f NO,p'ea Se spec,fy your Comment; SO Al gl S5 S
C. Were the staff able to cater to the
. . b 0 G Gl Glabia) Al il gall plaiud Ja @
needs of the customer without seeking 0p3g aai Baslue
the help of a colleague? L
3 .]..- ‘hYes T - T E{ | L . (w1
0 2. No o X2
If ‘No’, pleasé épétify ybuf comments: ‘ ~' , :éigi)ab'aggaé‘;\_,sj"" "3
Answer is YES , 50 the answer for Q f Y 2000 AR ol gl e oaas® ol sad) IS 13
ould be Not Applicable " ey
d. Were the staff ab]e to answer all / most iy ) ALi i 10K 0 AlaY) il Ll n &
of the questions po;gc_i? T
3 ‘ 1. Yes °4 % W a1
0 . = 5
3 ki Y 3
If ‘No’, please spggiAfy your comments: ) plad 8 5ls, ST
““““““““““ e. If the staff were unawaréﬁof the aﬁk;/ver o i
to a particular query / queries, did they ﬁﬁgﬁi&?ﬁ;?&ﬁ S:rhﬁl;s‘; “:LE
politely “ask you to wait while they o3l aal falladly
double-checked with the system / a
colleague™
1. Yes ] } axi 1
NA Not Applicable ; R a - Gekn Y
vlf ‘No’, please specify your comments{ ” - =B CL“"L’ ?“LAJ AT
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N 7a. | Ov;rwall‘kl, was thé‘ staff w’eII:”i;\formed on il Ll L Cila gl Gl gall (50 S ple A
Maisakrah’s product and services? | F Bope Glasiy :
0+ Notatallinformed o WYLl gl
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] O il 5 3 clesdly Cladiallintle glaall (aes alay @
product-specific questions asked )
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2 ¢ Well informed on most of the




e Well informed on all/almost all the

product-specific questions asked
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3 product-specific questions asked Lgiilia o3 Al Clasally 3
'b. List the details of the “main pufpose of iﬁiﬁﬁfﬂ W“f;‘:ﬁjj““ Ay &:’J-‘e"‘ <
your visit” (as per SECTION C); rate the S i o ;‘ufﬂb ::Lm
staff on the level of “product / service
knowledge” in this area:
CINT: LIST THE CODE FROM SECTIONB._____ | @ pedll o Ja M A3 e-ﬁ iCal
b o ~.7 Not at all |nf0rmed N Ala‘Jl e uu)lu 4l QAJ . WO
: . Well informed on some of the Pl g_:m;ﬂ, Ciladiall e Gl gleadl sy alay F. 1
product—spec_ific questions asked Leidllie
5 e Well informed on most of the & cleasli ¢w$ e c_\u,lgh el ?l.; | o )
product—specifi'c questions asked B ‘ Lgidalie
3 . We‘ll infof»r}m\ea‘ en all/almost all the u\.;_t.u.“ prs uu}lul\ JS Ly i L:,LA;&;:J\ JS da e 3
product speC|flc questlons asked e o5 Al cleasll
o c. Did the staff attempt to “cross-sell” . uL;.u.dqaL.a\J\ ™ @ ALY A glaay Cild gall 2B Ja & -
other products and services? LSJ"“ ‘-'L‘-‘“J
. ........NO crob_c;'sﬂsémnkg ébtuan‘ > _— )\Lylujc_@uy\ eﬂ‘mrﬂr‘l . . o
. e Cross-selling after a lot of o) S 31y ) ) s 5@ 1
promptmg B
5 e Cross-selling after a httle/ some o) o A 3y Y ) ey 5 o 5
prompting
3 ». Immediete crqss—selling attempt ‘ ;,sm ulr- SAaY) il o 18
d. Did the staff We;plain4@Maisa‘raﬁ’s \ -
products and services possess a L) 3 puarailand g clalia fial 77 sy il gall o8 A &
“Comparative advantage” relative to PR & gl poa A3l "Hgpadl) Lbundy
competing banks?
1. Yes o1
2. No Jd02 0
NA Not Applicable Geky Y NA
‘ If ‘No’, please specﬂ your comments Ul A8 5l ‘"\ " mmw
_didnt_tompace w ith the cemp e/}v {—ad
e. Did the staff attempt to prowde Glails oo MALIS cileglad® dilleY Ul Ciligall i Ja 7
“complete information” on Maisarah’s k Plall S8 Sl g Bl Ghastg
products and services, along with
relevant literature?
T LIST THE CODE thm SECTION B H < pedl) & e Mu&n@ aly
score e L
0 * No mformatlon at aII Gy geuu,m 4l Gal e 0
| : "« Information provided on at some of il c,m;n} Slatiall ie e glaall ua..:(,l._. . 1
the questions asked I h—
5 . In’formation provided on most of & ol claxall g cilatiall (e Glagladt et aley o )
the questions asked Ll
3 . Infe‘rmation provided on all/almost Cladiall e uu,L..AI Sl 8/ Clasleddl JSalay 0 3
all the questions asked B
Wf. Information on relevant procedures, o 3 Aaylialt 4,505 g clakiaall g i) ally Ailaia cilaglas C ‘

documentation and follow-up method?
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INT: LIST THE CODE FROM SECTION B.

- @ analll Cra Jal ALUS o8 rdaly
0 T Nomformat.on N Aa“ : g d).La\J\JQ&.}LA}X:.A M Ju‘d o R
: o . lhforma‘ti‘on provided oh at someb‘c‘)f O o o Al Gleaall g ladiall (e il ladll uaurdu . 1
5 - Information provided on most of 0 2 o leasll g clatiall e il gladll t_dr_\ra..u . 2
the questions asked . ]
: 3‘” S . Informatlon providéagh aII/aIr;ost E Slaitall g cila geall JS @J;/aujla.ds Kaley e 3
all the questions asked Lgidilie o7 A ilanall
g.  Did the staff attempt to acquire o
more customer information so as to follow- (g3l Al 8 u:&?ﬁf’;’:&tﬁﬁj&i
up at the end of the visit? o »
} ;;]. Yes.; \ - o (w L ;
,‘0_‘- B 2 No m “ 2 -
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Timeless
Score B N
/7.1 Timeless , - Ay e T
a. Waiting time on entering the branch, ‘ Oa gall ex\:dé;l-;-ﬁ";}\ﬂi;sd}ﬂ’ i{;-’hj S éﬁ;}:
~ T Aaddl) a8l ga 3 Opgasadl
before dealing with the frontline staff & ¢ ¢ ‘
INT: SPECIFY TIME IN MINUTES: - B Conea gl 2aa sealy
0 e Over 15 minutes O WE115 e ST o 0
1 e 5-10 minutes o 3N 10-5 e 1
2 e 3-5 minutes X G253 e 2
3 e Under 3 minutes o Gl e BT e 3
b. Did the customer feel like the queuin . s e e ..
_ queuing Sae Jy Jary il (B JBIYY Al ol cuel) adk oo
system functioned properly?
ueuing system did not function at
0 * Q” 9sy X Y o e ¥ ol i Y i) 0
; a ;

~. ueum S sté;ﬁkn‘fkunhctioned, but it ‘
] Queuing sy O (sl g g oSy oy il 3 Uyl ol o 1
worked with a few impediments

2»~ e Queuing system functioned and it » D Jlad 302 ¢ A g Jary Caall U_ULLm\H r:Lk.\u‘ . 2
worked quite easily and efficiently ‘ L )
3 ¢ Queuing system functioned and it D i ISy g Al A gy hary anall Uty ol a e 3
; worked very easily and efficiently - o Jlat - ‘
. NA S th roplicable y e Sy . :
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customer’s visit to be fulfilled once

reaching the counter:

INT: SPECIFY TIME IN MINUTES:
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(Total unweighted branch score, summing all sections):
. . Total Points Scored in this Total Points Allocated /
Section . Parameter Under Evaluation ,
: o Area: Parameter
C Branch Presentation and Customer Facilities

D Greeting and Soft Skills of Staff

Staff Capability, Knowledge and Cross-
Selling

F Timeless
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Additional Comments on Visit

(If any):




