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C. Branch Presentation and Customer

Facilities

O U8l gatl) g AN gdaa &

Score

4.1 Was Customer Parking instantly
 available for the Mystery Shopper?
3 e 2UOEESL
2. No
| Specify time taken to find parking:
. OUnder 3 minutes
0O3-5 minutes
' [06-10 minutes
011 minutes or more

OpParking not found
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- 4.2 Entrance to Building

il M dsaa 27T

{a. Was the Entrance Clean?

Slai Jaaal S Ja )

1. Yes

o 2 No

If ‘No’, specify “Why/Describe how" the

. entrance was unclean:
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b. Was the Entrance Convenient?

laia J33uD IS JA 0 |

] i 1. Yes a1
o 2 No o 3.2
If ‘No’, please specify “Why/how” the : +Galie Jaaell 05 A MRL daa ST Gl sl SIS
entrance was inconvenient:
4.3 Cleahliness of Premises el B 43 A
) . Were the branch premises clean? i - slihi p ) s s d“

‘ 1. Yes o X a1 3
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If ‘No’, please specify “Why / Describe how"

. the premises was unclean:

- 4.4 _Branding Material
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L a. Posters / Branding material present %

it aloiali 4.4
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on doors, walls and windows?
1. Yes
2. No

0o |

If ‘No’, please specify “additional

© comments”, if any:

13
M2 0

T el B s il g Sl T

:&:IJ.AJ)




b. Pamphlets, Leaflets and Brochures on

1. Yes

0 2. No

If ‘No’, please specify “additional

comments”, if any:

. C. Branding material up-to-date?

1. Yes
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0 2. No

If ‘No’, please specify “additional

comments”, if any:

4.5 . Presentation of Staff
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S a. Were employees present at over
| 90% of the branch desks and counters?
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1. Yes

0 2. No
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’ If ‘No’, please specify “additional

 comments’, if any:
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| b. Were all / almost all of the staff
- neatly and professionally dressed?

: 1. Yes
0o 2. No
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_If ‘No’, please specify “additional

. comments”, if any:

i 1
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c. Were all / almost all of the staff

wearing name badges?

1. Yes
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0o 2. No
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If ‘No’, please specify “the approximate

" number of staff not wearing name badges:
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' 4.6  ATM and CDM machines

. and CDM machines clean and presentable?

' a. Was the area surrounding the ATM

L il ey N Gl jalt 3gaf 4.6
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1. Yes

0 : 2. No

I ‘No’, please specify “Why / Describe ho
the area was unclean:
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b Were the ATM and CDM machines fanl (gakill £10 g (M) il ) 3 5g] il b L
functioning?
1. Yes ¥ M w13
. vmzf - . q S 3 .
’ if ‘No’, F’)‘Iease specify “the time at V\;Hkich at B ”Jj)“:“’ US‘L&i sr““ :JX;';‘:‘?L“LJ““;\J‘ ji{?j:sj& ‘-:: -
“ which the ATM / CDM were not functioning ' i 7 ¢ :i;;—dfé‘_w\ j\f:\;\
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 ATM/CDM area? ‘
~;3.,A ]m i Yes w® R T 3
o 5 . . O w2
3 | 3. Notapplicable - _IZJ ) dun_gy3 3
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If ‘No’, please specify “the time at which at !
which the ATM / CDM were not functioning
(and specify which machine, ATM or CDM): ;
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'a. Was the branch air—conditioning fully Sy 3 S Jamy gl B S B T
functional and sufficient?
1. Yesw B ‘ R U
0o 2. No o X2 0
If‘No’, plea‘s”e speaf;";AdditionaI | el e s el e IS gl SIS
\ comments / Describe how it was ; S O S e ;
~insufficient:
b Did the bréncﬁ poésess éufficient AL Splualy £ aialy A Lo
‘ k lighting?
" 1. Yes “ - X w1
5 e G e %o 5
T I 'No', please specify "Additiona L S e g ST S
comments / Describe how it was S O pl S ey
- insufficient:
c Didbtbhé custbh;er ha\)é sufﬁcienf ” 20 ks 235 [ JUBIDU TS aliaa Joaall S o 5 =
’ ; waiting spaggﬁ/ seatinvg area? foustadl
; . .Y.es ! T H(,,_.1 3
0 2. No o 2 0

i If ‘No’, please specify “Additional

* comments / Describe how it was

. insufficient:
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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?‘
. Yes
o 2. No
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if ‘Nok’,wplease specify “Additional

comments / Describe how it was
. insufficient:
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Greeting and Soft Skills of Staff

5.1 Greeting of Customer

Y .2

a. Was the Mystery Shopper “promptly
greeted / acknowledged” on entering
the branch?

T P
M AR s A el e G adllfua i A 8 ]
g il ‘

0 e No greeting / acknowledgement i/ cus Y e o
e Greeted within 10 minutes of
1 _ | Jreall 20 0e GBI 10 SDa a1 @ 1
entering
e Greeted within 5 minutes of |
2 o Jradl 533 G BB 5 D con 1 @ 2
entering ; )
3 e Immediately greeted on entering r.N| diadl Js2 8 cm il e 3
b. Did the staff'either / or: 10V sty cib gall a8 J2 o
a. Ask for the customer’s name? et aual o Lo
| o )
b. Greet the customer by name? Paanl S5 ae pandly a0
3 e  Yes, the customer was greeted by name o \ st o Sl Al S5 aa Jpeally cann il Aalcand e 3
/ asked for his / her name K
0 e No, the customer was not greeted by 0| el e Jhs aly / dand S5 e dpaally cam il 2y Al DS 0 0
name / asked for hi}s or her name ’ L"“‘f' J‘_ )
L C Did the staff ask, “How can | help aliead g "%a galt lse e AiCas (RS (il gall Sl Ja
you today?” and Probe the purpose of the f danll 305 ce
customer’s visit?
1. Yes, the staff did this K iy Cala gall A8 3 cand 1 3
0 2. No, staff did not do this O Gy Gabs gall oy ol S 2 0
. o sl AN eudall Apgisalel 20 &
d. Was the Mystery Shopper redirected fLgila Lia /ATl L)
on the basis of his / her needs?
1. Y h i i
3 es, he / she was redirected on the O W alayalial sl (5) el 45 5ol 5 oy 3
basis of his / her needs :
2. (OR) The first staff membel; \ W gyl ks
: e Jrendl 4y 36N o3 oY Cals gall sl () |
3 encountered probed the nature of o 0o dpmnll 42 3 L‘fa‘:m}/amuj;\.gll . '.(13) 2 3
visit and assister him / her ‘
. No, h h i
0 3 0, he / she was not redirected on Tl faialgind Y s il sale 35 0 (S 3 0

the basis of his / her needs
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5.2 oft SkI"S of Staff
a. Were the staff courteous on the

customer making his / her enquiry?

e No, the staff were not at all

iyl S g (il gl S s 5.2

o f:.\sby.a.;%_"' upoJ . “‘543@“}: }m ulS & =

E. Staff Capability, Knowledge and

Cross-Selling

0 OB e gl aibsal g al DS e 0
courteous
e Yes, the staff were quite / . . ..
1 B Al ke 4Bl il gal) daT a3l cand e 1
reasonably courteous
2 s Yes, the staff were courteous X ul LLL}A.!‘ U\S m i e 2
3 * Yes, the staff were very courteous a AL kG sl S a3 @ 3
b. Did the staff demonstrate “active S} iy "l slaal” il gall B0 Ja
Ilstenmg on customer enquiry?
¢ No, the staff did not demonstrate ~ .
0 a (o) sliual Ciligal) sediy al DS o 0
actlve listening
* Yes, the staff listened quite / 5 e .
1 ] Llau) Basa JA) 5le A8y oy Gl gdl uad 03] (ani @ 1
reasonably actlvely
2 * VYes, the staff listened actively X Gt uhy\ o R i o
3 e Yes, the staff Ilstened very actlvely O ‘ e e J-HS-I uhgd\ S & a2 e
Score
c. Did the staff appear confident? Sduudi Cpa (Fil g Ad) o ciligall jehd Ja &
¢ No, the staff did not appear . ) E S
0 O Adi (o Bl g A3} o cadagall el DS e o}
confident
e Yes, the staff appeared quite / . e e
1 B e S0 Al Cpa @Bl A o b gall jelh cani e 1
reasonably conﬁdent »
2 * Yes, the staff appeared confldent 0 Al ya ‘_,-ﬂJ us uk. alhgall ki cans @ 2
e Yes, the staff appeared ve
confident
d. List the names of staff interacted .
' ' tpgre Calalal (3l cydls gall plawd 83 &
with: - )
e MrMs. Omog male T dsalydal o
. Mr. / Ms. 2 | dmm\/glmml )
e Mr./Ms 37 uJLaxa/LLaux\ .
e Mr./ Ms 4 Zl;aull/d.;.un .
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Score .
5 ] Staff Capabmty - — ; uﬂhﬂ\uﬁmﬁf
‘ a. D|d the staff frequently probe the 08y g3l clabiia) Aagh o8 luadiualy cilh gall r’ff;:f :

nature of the customer's needs?
" — ] Ye;. 5 - - ;
0 2 No B %2 0

If ‘“No’, please specify your comments:
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} Did the staff actively attempt to

anticipate customer needs?

Tl labia) Ghiuy Allad Al oy Ciligall a6 B o

123l

3 1. Yes II!1 and 1

0 2. No X 3 2
If ‘No’, please specify your comments: I (bl pladagy a8 Bla ST 1Y)
VWS‘)' answ & mv} QueLiek |
¢c. Were the staff able to cater to the T ;

. . | b Gg8 Oa Gl Glabial 40 Cab pal) plhiud Ja @
needs of the customer without seeking RN
the help of a colleague? |

3 1. Yes - axi 1
0 2. No o 382
If 'No’, pIéaSe specify your comments: A alaaliadela ™S 13
NT: IF the Answer is YES »s0 the answer for Q V' Ll ABR Al sadt (a8 ¢Maad™ Gl sl GAS 1)
D should be Not Applicable JEOATE
d. Were the staff able to answer all / most » . o e . "
_ 04 g shaall ALY alina [0S 0 LlaY) Cili gall gl QA &
of the questions posed?
1. Yes R axi 1
0 2. No a 32
3 3- Not Applicable ;‘ Gl Y 3
If ‘No’, please specify your comments: il a8 Sl OIS 1Y)
]
- e. If the staff were unaware of the answer ‘ |
. o ‘ I Al foma Qg e ) e 1,08 Ciligall 0% ol 1Y)
to a particular query / queries, did they 50 At 5 ye 2SEE ] (e LUBEIYI casigs e il Ja i
politely “ask you to wait while they ‘ pS PRUIKERAL-HI
double-checked with the system / a ‘
colleague™ :i
|
1. Yes O axi 1
2. No o 38 2
NA Not Applicable x| Gebiy ¥
" If ‘No’, please specify your comments: | el glads a8 Sl ST Y
1
‘|
|
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6.2 Product Knowledge and Cross Selling i (Auay) Gty gaially i Bl 62 e
_a. Overall, was the staff well-informed on ' “"u“"““ Al Ane Clagles Ciligal) s OIS b cale Sy
. . . 8 pura Clariy
Maisarah’s product and services? ‘
0 ¢ Not at all informed o Y e clagleaanl pul e
¢ Well informed on some of the ‘ ‘
1 B eidElie & U cleaally ClatiallinTle sleall (g aley @
product-specific questions asked ‘
A ]« el e e T
2 e Well informed on most of the O Fd 2= Gp Slaglaall el ey e




product specxﬂc questlons asked

3 V . Well mformed on aII/almost alI the B 0 : uwl ‘.‘-_t_.ujkun Jsu)m/ uu)ulds?h_‘ o 3
product-specific questions asked Llilia o3 Al laaddl

; b. List the details of the “main purpose of | 5:;:23}1?2;:“:?5::&;&4:: (Cf‘_“’:‘:; =
your visit” (as per SECTION C); rate the :m\ oin 4.’;" cilesally chaiial
staff on the level of “product / service
knowledge |n thns area:

| INT LIST THE CODE FROM SECTION B. ____;_ | @ paal) Ga Ja sl GG o8 1y

o : NOt at a” mformEd g ’m\“ Q; uu,l,.q Mﬂuu] R -

1‘ . Well informed on some otthe | g k“ A Al Cleadll g cilatiall frie e glaall sy alay | o ‘1

product—speeific_‘questions asked - ; Lgisdlie

5 . Wetl inforrhed on most of the O & S cleaall c_,t.;:m\ bdc. at.t,l..d\ dc\rdsu . | 2

product-specific questions asked -
B 3 . Well informed on all/almost all the 0 g_\l;.uah oo Cla 33,“&\ ds Ly i /e_:u JL..«M ds el"-" 3
e product specmc questhﬂswasked B ) Lgiidlia r" a-d‘ lasdll 5
T c. D|d the staff attempt to “cross-sell” ‘5 uLL':.LJ " ‘,euav\ c_.,.m" o aLAl A glaay ciligalt a8 Ja & @
other products and services? 9‘5?‘ "‘L"’"J
0 * Nocross selling at all O LY e Ayl t‘-‘“ A.xlau Al fl . 0
, . Cross—selhng after a lot of o ) im0 32y LY gl By 5 o 1
: prompting — e e o

5 ' .MMCross—seIIing after a little/ some W = ‘ i) o R Smg LY ) e o5 0 - ;

prompting . ) ‘

3 e Immediate cross- sellmg attempt D’ I gﬂm\ﬂ adillgac i o 3

& Did the staff exp|am whyMatsaras e T
products and services possess a Ll B peurailadd g cilaiia 13lal 2 iy cilh gl o8 o &
“Comparative advantage” relative to P & gl o Al "Rpadt) A LB
competing banks? o
T ves bbb = 4 e e = ;.1. ;

. . e R — - < —
NA . N..Ot Aoplicable e [ZI B MY o NA
I ;.: o, please specify your commer{{; B TR rd ;L;J e u\ o

| Q{Lo/m]f__c_ef_rgqg_/_‘_c_ﬂuffz anc/’@?é' 7L"’f

e. Dldthe staff attempt to provide il "“‘“‘-"-‘Jl‘-ja-‘hy ‘UJLN-‘“"J‘“ iz
. . . faliall @il ikl a8 el cladd

“complete information” on Maisarah’s
products and services, along with
rEIevant IlteraturE? e i ; - IS e

CINT: LIST THE CODE FROM SECTION B | & puidl) Cpa Jalt AJEG 08 s ialy

score ; s . .

. : No“|nformat|on »;t ai R ).L\jl QJ‘; L_ILQ)LAM.\X (_,ul - 0

.]... . Information prowded on at some of I'_'l U @n d.u;l\, Ciladiall (e Cils glaall any alay o - 1

the questlons asked o ‘ ; Litilie

: _ e Information provnded onﬂmost of V ® 5 ) claadll g clatiall e Clagleall Qlztaley o 2

the questions asked - L e

3 . Info’;mation provided on all/almost O Cilatiall e Cilagleall JS Ly 3/ Cllagladl S alny @ 3

all the questions asked - P - LG-‘*:*"‘-“ &G ?“@‘;
f. Informatlon on relevant proeedures 3 el 485 5 laianall g cSlp) 2 Yl Alata C‘L‘ﬁ |

documentation and follow-up method? =




INT: LIST THE CODE FROM SECTION B.

s puil] (a3} Ay o saly

0 e No information at all D’ ALY e Cilaghea g Gl 0 o
+ Information provided on at some of A Al Slaaall s latiall Gie Slaglaall Ganyaley o
i 0 L 1
the questions asked S L N R
5 e Information provided on most of R 2 Al laaall g ciladiall o Claslaall il aley o 2
the questions asked R .
e Information provided on all/almost ‘ Clatldl e Cila slaadl JS Ly 585/ Gla glaall JS r,lau .
3 0 Lidie S “asally 3
all the questions asked R A _
g. Did the staff attempt to acquire i . ) .. . . .
) ] |t ARl ST el gl 48 el A glaay Cili gal) o8 Ja 5
more customer information so as to follow- : 750 Al o3 Aaially L Ja e
up at the end of the visit? ¥
] . Yes E [ R ?’-3 1. - A A e
2. No Dli a2, 0
o [~ . - " "o
If ‘No’, please specify your comments: ghakielelay ' ab‘ial
| ;
\
Score : SN —— S A58 £ 4 8 b
f 7.1 Timeless N a0l adgd 74
a. Waiting time on entering the branch, (i gl i‘:ﬁ‘,f”’ﬁ?ﬂ’ i’;:‘:‘ J‘fm‘w uj:
: 34 Qs>
before dealing with the frontline staff: \ & ¢ @ :
| INT: SPECIFY TIME IN MINUTES: ‘ 1A a8 gl ada sy .
_______________ !
0 e Over 15 minutes )y G815 e S8 o 0
1 «  5-10 minutes o G105 e 1
2 e 3-5 minutes a Gl 5-3 ° 2
e Under 3 minutes & G e i e 3 |
b. Did the customer feel like the queuin : \ s . . s |
i d I S JSdy Jary cuall A JUSEY) AU 0 g3l sl daLe
system functioned properly?
ueuing system did not function at
0 : Q” 9y X S e Jay ¥l i Uy Sy e 0
a
. ueuing system functioned, but it
1 Q 9%y O @il paay aa 0819 Jary iall 3 Uiyl plai o) @ 1
worked with a few impediments
5 ¢ Queuing system functioned and it O g‘ Juad (S8 5 A gy Jamy il B Uiyl Gli ) e )
worked quite easily and efficiently f lat?!
3 ¢ Queuing system functioned and it 0 ‘ IS g Aals A g Jary il 3 UTY Wi ) e 3
worked very easily and efficiently ) Jad
NA e Not applicable - Gehiy Y e -

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

reaching the counter:

T sl i 355 Cion A g o AL G
! =)

i PRl é\y

CINT: SPF.'ClFY TIME IN MINUTES: .
0 Miaptes

B G i gl daa sdialy




TOTAL Branch Score

(Total unweighted branch score, summing all sections):

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

g Al bl £ sana £

53 oy a1 Jalalt
G Aadiall cilguaill g £l anals &
Ol gallih jlgea sa 3 &
DY) gl Aales 5 A% g il gall 328 z
< gl z

Additional Comments on Visit ..
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(If any):




