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C. Branch Presentation and Customer

Facilities
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4.1 Was Customer Parking instantly

- available for the Mystery Shopper? 4

Yes

2. No
- Specify time taken to find parking:
OUnder 3 minutes

- O3-5 minutes

X6-10 minutes

011 minutes or more

OParking not found

4.2 Entrance to Building
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!'a. Was the Entrance Clean?

1. Yes
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0O 2. No

if ‘No’, specify “Why/Describe how” the
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4.3 Cleanliness of Premises

- Were the branch premises clean?
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0o 2. No

®, i1

3

0

If ‘No’, please specify “Why / Describe how”

the premises was unclean:
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4.4  Branding Material

a. Posters / Branding material present

 on doors, walls and windows?
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1. Yes
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If ‘No’, please specify “additional
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“ b. Pamphlets, Leaflets and Brochures on
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b, Were the ATM and CDM machines
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functional and sufficient? ,
1. Yesk:‘ & axd 1
2. Nov - a. 382
- If ‘No’, please specify “Additional ) [l Gl daa dllnd e NS gl IS
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. comments / Describe how it was S Ol S ey
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if ‘No’, please specify “Additional

. comments / Describe how it was

~insufficient:
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: ¢. Did the customer find it easy to follow

~ the signage within the interiors of the JAN Ao g gall iU A g iy O Qiga Y il Ja &

5 branch, indicating different counters/ work t haalt (Sl g (leall)ct i gLl calida ) ‘*‘3‘)5 g Al

. stations? :
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Greeting and Soft Skills of Staff j |
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. 5.1 Greeting of Customer , . ol el 54
a. Was the Mystery Shopper “promptly o AR b AR Fgudall e Cialllcua W oS A |
g il - |
greeted / acknowledged” on entering ;
the branch? ‘
0 e No greeting / acknowledgement = Gl s JY e 0 |
e Greeted within 10 minutes of
1 ' a Giandl J5a0 (30 G2 10 D& a0l @ 1 |
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e Greeted within 5 minutes of » |
2 . R panll J520 (e BB 5 Dl a5 @ 2 |
‘ entering & , ‘
3 * Immediately greeted on entering o Goandl Js80 Hgdcun il @ 3 1
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b. Did the staff either / or: 1Y) (gdaly Cilhgall a8 G

a. Ask for the customer’s name? fdaandl aul e Jh ’ |

b. Greet the customer by name?

e  Yes, the customer was greeted by name

/ asked for his / her name

et o Jl faasd S5 ae Jaeally s 531 25 03 cans
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e No, the customer was not greeted by
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; d. Was the Mystery Shopper redirected ; el ia /AT Ll
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} 3 encountered probed the nature of O 0o el 4 L(f_\cdj/o.muj;g}\ . “(IJ) 2 3 3
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a. Were the staff courteous on the

el a0 La duiss

customer making his / her enquiry?

e No, the staff were not at all

0 o LY e @l ciligall oG Al S e 0
courteous ~
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1 O a.\*lﬂw@%d&ﬂ\éﬂﬂ«gﬁ . 1
reasonably courteous
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E. Staff Capability, Knowledge and

Cross-Selling
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0 ~ 5 . - = s Y
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b. Did the staff actively attempt to

anticipate customer needs?

£0use3l) lalyia (ofiaa Alad A glaay il pall ol Ja

1. Yes
0 2. No

If ‘No’, please specify your comments:

dust_replying my Queries

c. Were the staff able to cater to the

needs of the customer without seeking

the help of a colleague?

b a2

Gl (59 G Cusl) Cilalind Al il al) gl Ja G5
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3 1. Yes

o 1

0 2. No
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if ‘No’, please specify your comments:

INT: IF the Answer is YES,, so the
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d. Were the staff able to answer all / most

of the questions posed?
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1. Yes R a1
0 2. No a .2
3 3- Not Applicable Gl Y3

If ‘No’, please specify your comments:
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» to a particular query / queries, did they
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double-checked with the system / a
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colleague™

1. Yes 0 o 1
oA N 38 2
NA_ Nt Applicable

If ‘No’, please specify your comments:
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a. Overall, was the staff well-informed on - Cilaiile il Lars Glaglee Cilhsall 53 S QA cple JSdy |
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Maisarah’s product and services? i
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product specuﬂc questlons asked

e Well informed on all/almost all the
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all the questions asked

3 product-specific questions asked . Lgidilia o5 Al Sleadd) 3
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“complete information” on Maisarah’s .
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f. Information on relevant procedures,

documentation and follow-up method?
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‘up at the ehfj of th_e visit?
3 1. Yes o | L 3
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customer’s visit to be fulfilled once

reaching the counter:

~ INT: SPECIFY TIME IN MINUTES:

Timeless
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" a. Waiting time on enterlng the branch U"'"‘J‘"“ &‘ ::“;"'“ ‘J”J ‘&JI"“ ‘i{;";:n JLL.\.N\ “';::
s A, 3
before dealing with the frontline staff: &3t 1 Jigt G ons
. INT: SPECIFY TIME IN MINUTES: : . .
: 1 G G <8 gl daa sl
0 e Over 15 minutes o 18115 e JK e 0
1 e 5-10 minutes b2 G)10-5 e 1
2 e 3-5minutes O G353 e 2
3 . Under 3 mmutes o Gl &N e il e 3
' b. Did the customer feel like the queuin . .
d g TTasa Sy Jary caall (A U allS ol gl ad JAL
system functioned properly?
. ueuing system did not function at
0 Q” 9y ® G e Jery ¥ Caall 3 lnylddi o) e 0
al
¢ Queuing system functioned, but it . .
1 ] O Glaadl 2y g (S Jary Cauall 3 T Wi ) @ 1
worked with a few impediments
5 e Queuing system functioned and it ol Jlad 35 5 A gy Jay il oY Al o) e )
worked quite easily and efficiently Lesa
3 ¢ Queuing system functioned and it O O g AalS A g Joay il b ey ol u‘ . 3
worked very easily and efficiently Ja
NA . Not appllcable Gy e -
c. Time taken for the * purpose of the U'“ dseasl) 33 g3l 505 ciab Lt dal G 20 il
~ +" Laadl &l sa

1 ER a8 gl saa rdaly




TOTAL Branch Score

(Total unweighted branch score, summing all sections):

Total Points Scored in this ~ Total Points Allocated /

Section  Parameter Under Evaluation

_ Area: , Parameter :

C ! Branch Presentation and Customer Facilities

D Greeting and Soft Skills of Staff

Staff Capability, Knowledge and Cross—
Selling N

F Timeless

TOTAL SCORE
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Additional Comments on Visit
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