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C. Branch Presentation and Customer
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Greeting and Soft Skills of Staff
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e Greeted within 5 minutes of j
2 . Jpaadl J530 e G183 5 DA Qua il 2
entering
3 » Immediately greeted on entering K Jpeall J5a0 jsqua il o 3
b. Did the staff either / or: 1Caa¥) saals 4.23..:1 LT
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3 encountered probed the nature of 0 Graeles foaoluns 5 o 3
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customer making his / her enquiry?
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0 O Y o G diligall 0 Al NS o 0
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No, the staff did not demonstrate
0 * O ikl pliual Gl gall gl ol NS 0
active listening ‘
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reasonably actively ;
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3 e Yes, the staff listened very actively o LV O S Ciligall hual ) aa5 @ 3
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b. Did the staff actively attempt to ar s« L .
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INT: IF the Answer i is YES, so the answer fo ] & uu: S J;n Q198 Maa™ Gl sl oS 1)
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Maisarah’s product and services?
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product-specific questions asked

e Well informed on all/almost all the
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“Comparative advantage” relative to fAutlial) o giall g 4 sl Mdpaadll Al
competing banks?
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up at the end of the visit? o ‘ (
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before dealing with the frontline staff: & v o
INT: SPECIFY TIME IN MINUTES: | 180 Cueay i gl daa sdualy
0 e Over 15 minutes a 16815 e 61 o 0
1 s+ 5-10 minutes X 38 10-5 o 1
2 e 3-5minutes O GH5-3 e 2
3 . Under 3 minutes O G &M e BT @ 3
b. D|d the customer feel like the queuin . s e .. s
aueding S S8 ans il b LY oL ol fue Y G
system functioned properly?
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0 * Q” 9y o Y de Jany ¥l i Uyl Ui ) e 0
al
. ueuing system functioned, but it
1 Queding sy O | (sl oy o Sy oty ool i JUBTY i o o 1
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5 e Queuing system functioned and |t O Dl g8y Al gy Jaay el G syl gl o e )
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worked quite easily and efficiently Lajaa u-“
3 ’ e Queuing system functioned and it O IS g Al A g Jary il B UTY) Ui o e 3
worked very easily and efficiently b
NA e Not applicable GbuY e -
c. Time taken for the “purpose of the ol Al e Qa3 8005 o A" dal Ga 35 i gl
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reachmg the counter:
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;
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