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	Serial No.
	
	
	
	
	Quarter
	
	Yr
	
	Month
	
	Shopper ID No.
	
	
	

	Stealth Questionnaire

	

	Area name
	
	Branch name
	

	Date

____/ ____/ _____

DD    MM    YY


	Day
Sunday
1 

Monday
2

Tusday
3
	Wednesday
 4 

Thursday
 5          


 
	   Timing
 09:00 am –11:00 am
 1
 11:00 am –01:00 pm
 2
 01:00 pm –04:30 pm
 3


	Time In
	Hrs
	Min
	AM        1

PM        2
	Time Out
	Hrs
	Min
	AM        1

PM        2

	
	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	
	


	
	Competitor’s Bank  Name:
	ANB Bank Name:

	V1
	
	


	Teller

	Account holder transactions
	Non- Account holder
	Transaction time

	Cash withdrawal / Check 
   withdrrawal
	Paying utility bills
	

	Cash Deposit on local Bank/
  Cheque deposit on local bank
	
	

	Internal transfer from ANB to ANB / External transfer from ANB to Other Banks.
	
	

	Others
	
	

	
	
	

	CSR

	Personal Loans (Saudi Shoppers)
	Open Account


	Precise function, name or physical description of the employee who executed your transaction

	Employee function
	Name
	Description Gender ____, Height ____, Hair,___ Age,____, Eyes ____, Glasses ____

	Teller
	
	

	Security guard
	
	

	CSR
	
	


	FOR OFFICE USE ONLY

	
	Maximum Score
	SAMA Score
	%

	1. Environment - External
	2
	1
	
	

	2. ATM machines (ATM , CDM)
	8
	
	
	

	3. Security guard
	2
	
	
	

	4. Queue machine system (QMS)
	12
	
	
	

	5. Environment - Internal
	16
	6
	
	

	6. Teller 
	160
	
	
	

	7. CSR 
	200
	Loans 33
	
	

	
	
	Op/Acc 33
	
	

	TOTAL
	400
	40
	
	


	1. Environment – EXTERNAL

	1
	1
0
	 Q1. Entrance Doors/windows were clean 

            Free of accumulated dirt, excessive fingerprints.
1. Clean 

2. Was not clean 
 Notes, If any : ________________________________________________________________________________________



	1
	1
0
	Q2 .  Working hours signboard available in entarnce
          (Please check the day if including Thrusday)
1. Yes

2. No
 Notes, If any : ________________________________________________________________________________________



	Out of scores
	Q3. How many ATM machines outside the branch (Drive Through)?

  Record the number ……………

	
	Q4. ATM machine located outside the branch (Drive Through) working & in good condition?

        1.Yes

        2. No 



	
	Q5. ATM machine screen located outside the branch (Drive Through) was clear?
       1.Yes

        2. No 



	2. ATM Machines (ATM & CDM)

	Note: Just in case the ATM machine not give a receipt, please tested through the process of a statement of account and taking the time and date accurately.

	Please let mystery shopper use ATM to evaluate it and attached receipt with the qrs.

	Out of scores
	Q1. How many ATM machine (Withdrawal machine) in the main entrance?

Record the numbers ………

	
	Q2. Withdrawal ATM machine located in the main entrance working & in good condition? 

1. Yes

2. No

	
	Q3. Withdrawal ATM machine screen was clear?

1. Yes

2. No

	
	Q4. How many ATM machine (Cash deposit machine-CDM) in the main entrance?

Record the numbers ………

	
	Q5. Cash deposit ATM machine located in the main entrance working & in good condition? 

1. Yes

2. No

	
	Q6. Cash deposit ATM machine screen was clear?

1. Yes

2. No

	2
	2
0
	Q7. Surrounding area of the ATM was clean?
1. Yes

2. No

3. NA ( branches of the ladies )
Notes, If any : ________________________________________________________________________________________


	Out of score
	Q8. Are there any posters/ stickers don’t belong to the bank on the ATM?

1. Yes

2. No

Notes, If any : ________________________________________________________________________________________


	Out of score
	Q9. Are there any clear posters/ stickers belong to the bank on the ATM?

1. Yes

2. No

Notes, If any : ________________________________________________________________________________________


	3
	3
0
	Q10. Banking Telephone cabin beside the ATM was available (Always located beside ATMs)?

1. Yes

2. No

Notes, If any : ________________________________________________________________________________________


	3
	3
0
	Q11. Banking Telephone cabin beside the ATM was working & in good condition (Please picked up & tried)?

1. Yes

2. No

Notes, If any : ________________________________________________________________________________________


	3. Security Guard


	1
	1

0
	Q1. Security guard available in the branch?

1. Yes

2. No

Notes, If any : ________________________________________________________________________________________


	1
	1

0
	Q2. Was security guard weariny clean & suitable closths?

1. Yes

2. No

3. NA

Notes, If any : ________________________________________________________________________________________


	Out of score
	Q3. Security guard offer any helps regarding your transaction?

1. Yes

2. No

3. NA

Notes, If any : ________________________________________________________________________________________


	4.Queue Machine System (QMS) evaluation
Not available in ladies branches

	Please take queue number for Teller 

	3
	3
0
-
	Q1. Electrical queue machine (QMS) was available?

1.  Yes

2. No

3. Not applicable

Notes, If any : ________________________________________________________________________________________


	3
	3
0
-
	Q2. Electraical queue machine (QMS) was working & in good condition?

1. Yes

2. No

3. Not applicable

Notes, If any : ________________________________________________________________________________________


	3
	3
0
	Q3. Queue machine screen was clear and in good condition?

1. Yes

2. No

3. Not applicable

Notes, If any : ________________________________________________________________________________________


	3
	3
0
-
	Q4. Did you take number from QMS by yourself

1. Yes by myself

2. Security guard give it to me

3. Not applicable (only in ladies branches)

Notes, If any : ________________________________________________________________________________________


	5.Environment – INTERNAL

	1
	1

0
	 Q1.  The Floors/ Carpet were clean - entryway and reception area should be free of accumulated trash.
1. Clean 

2. Not Clean

 Notes, If any : ________________________________________________________________________________________



	1
	1

0
	 Q2.  Was the furnitures (Chairs, Tables, desks) in good condition 
1. Yes, in good condition
2. No, not in good condition
Notes, If any : ________________________________________________________________________________________



	1
	1

0
	 Q3.  Was a signs inside the main lobby well arrange
1. Yes, well arrange 
2. No, not well arrange 
 Notes, If any: ________________________________________________________________________________________



	1
	1

0
	 Q4.    The lights were in a good condition

1. Yes
2. No
 Notes, If any : _________________________________________________________________________________________


	1
	1

0
	Q5. The Air-conditions was working and in good condition
1. Yes
2. No
 Notes, If any : ________________________________________________________________________________________



	1
	1

0
	Q6. Was offices / desks well arrange             
1. Yes
2. No
 Notes, If any : ________________________________________________________________________________________



	1
	1

0
	Q7. Were the Plasma screens TV available in the main lobby?             
1. Yes

2. No

 Notes, If any : ________________________________________________________________________________________


	2
	2
0
	 Q8. Plasma screens TV were working & show up advertising material (for example; currency & price line in blue and red colors?            
1. Yes

2. No
3. Not applicable

Please discribe the advertising shows on the screen…………………………………………………………………………….
 Notes, If any : ________________________________________________________________________________________
 

	1
	1

0
	Q9.  Branch stands in white and blue colors was available, including brochures / flyers - from the first side (Know your rights and obligations) and from the second side (we care) – or brochures / flyers form competitors banks.

1. Yes

2. No

Notes, If any :______________________________________________________________________


	2
	2
0
	Q10. Branch stands in white and blue colors was available and full of brochures / flyers ;

1. Yes, full of brochures
2. Not full 
Notes, If any :______________________________________________________________________



	1
	1

0
	Q11. Branch stands in white and blue colors was available and in good condition not broken;

1. Yes

2. No
3. Not applicable
Notes, If any :______________________________________________________________________



	1
	1

0
	Q12. Screen for Token number was working in front of the Teller & CSR sections;

1. Yes
2. No
Notes, If any :______________________________________________________________________



	1
	1

0
	Q13. Cash deposit / Cheque deposit forms available? Usually beside teller in stand 

1. Yes

2. No
Notes, If any :______________________________________________________________________



	1
	1

0
	Q14. Employees was not talking in  

1. Yes

2. No

Notes, If any :______________________________________________________________________


	Out of score
	Q15. Did you notice Marketing stands specially for (Personal loans, Credit cards, accounting for cards)
1. Yes all available 

2. Yes some available

3. No, not available 

Please write down which available ……………………………………….

Notes, If any :______________________________________________________________________


	Out of score
	Q16. Did you notice available broucher /flyers for example (Classic credit cards, ANB rewards More and more, Personal loans, ANB electronic channels)
1. Yes all available 

2. Yes some available

3. No, not available 

Please write down which available ……………………………………….

Notes, If any :______________________________________________________________________


	Internet Zone

	Out of score
	Q1. Internet zone station was available

1. Yes

2. No

Notes, If any :______________________________________________________________________


	
	Q2. Internet zone station was working in good condition (Try to access to Arabinet.com website),

  Note; If main page appeared that means it working

1. Yes  

2. No

Notes, If any :______________________________________________________________________



	6. Teller

	Out of score
	Please record waiting time: Exact time when you were waiting in front of the teller before you deal with him (from the time you received queue number) Hour …………. Minute ………. Second ………..

	
	How many counters for Teller?
Please record numbers ……………

	
	How many counters was working (Employees available in counters)
Please record numbers ……………

	
	How many customers waiting on the queue before your number in Teller area?
Please record numbers ……………

	
	Please record the transaction time: that time spent with teller employee to complete your transaction- 

How many Minutes ……………..

	
	Please record the exact time when you reach to the Teller counter   Hour ………… Minute ………..


	Please specify the transaction type: …………………………………………..


	10
	10
0
	Q1.Teller counter was clean and neat

1. Yes

2. No

Notes, If any : ________________________________________________________________________________________



	12
	12
0
	Q2. Teller was  well groomed? 

1. Yes

2. No

Notes, If any : ________________________________________________________________________________________



	10
	10
0
	Q3. Teller was wearing Name Tag

1. Yes and clear
2. No not wearing name tag
Notes, If any : ________________________________________________________________________________________


	12
	12
0
	1. Q4. The teller greeted you in a friendly manner using words like (Al Salam Alykoom, how are you, any other greeting statement)?

2.         1.  Yes 

3.         2.  No 

Notes, If any : ________________________________________________________________________________________


	12
	12
0
	Q5. (In case you waited in front of Teller) did he thanks you for waiting

1. Yes

2. No
3. NA
Notes, If any : ________________________________________________________________________________________


	12
	12
0
	Q6. Teller treat you in nice way with smile face

1. Yes

2. No 

Notes, If any : ________________________________________________________________________________________


	12
	12
0
	Q7. Did teller spoke to you in clear voice?

1. Yes

2. No 

Notes, If any : ________________________________________________________________________________


	18
	18
0
	Q8. In case if you want to pay bill (Non-account holder) did teller refused to complete the transaction?

1. No, he complete the transaction 

2. Yes, he refused to complete the transaction because you are not account holder.
Notes, If any : ________________________________________________________________________________


	12
	12
0
	Q9. During the implementation of the transaction: did teller give you full attention (there had been no interrupt / or was talking with a colleague / on the phone)
1. Yes, Teller give me full attention

2. No, he wasn't  (Talking to other customer, chatting with his colleague, talking over the phone, drinking tea)

Notes, If any : ________________________________________________________________________________


	12
	12
0
	Q10. Did employee apologize for interruption (if happened)

1. Yes

2. No
3. Not applicable
Notes, If any : ________________________________________________________________________________


	13
	13
0
-
	Q11. Did Teller mentioned electronic services banking offered by bank (or other banking services in case you have account)  

1. Yes

2. No
3. Not applicable (Non-account holder)
Notes, If any : ________________________________________________________________________________


	12
	12
0
	Q12. Teller thanked you and asked you whether he can be of further help, or says any goodbye statement after completed transaction?

1. Yes

2. No

Notes, If any : ________________________________________________________________________________


	13
	13
10
5
0
	Q13.How long did teller complete your banking transaction, please mention the time;

1. 01 minutes - 03 minutes 

2. 04 minutes - 05 minutes

3. 06 minutes –10 minutes

4. More than 10 minutes / the transaction didn’t achieve
Please record exact time in minutes and seconds ………..  :………… 



	Out of score
	Q14. Money counting machine for customers is available? (Usually beside to the teller) 

1. Yes

2. No
3. Not applicable (In ladies branches)
Notes, If any : ________________________________________________________________________________


	Out of score
	Q15. Check money counting machine if it's working & in good condition (In case any other customer use it)

1. Yes 

2. No

Notes, If any : ________________________________________________________________________________



	7. CSR evaluation



	Please take your waiting number after you finished for Teller section


	Note; Please attached all documents and flyers offered to you by CSR employee during the visit.

	Out of score
	Please record waiting time: Exact time when you was waiting in CSR area before you deal with him (from the time you received queue number) Minutes ………. 

	
	Please record the transaction time: that time spent with CSR employee to complete your transaction- 

How many Minutes ……………..

	
	How many desks for CSR?

Please record numbers ……………

	
	How many desks was working (Employees available in desks)

Please record numbers ……………

	
	How many customers waiting on the queue before your number in CSR area?

Please record numbers ……………

	10
	10
0
	Q1.CSR's desks were clean and neat

1. Yes

2. No

Notes, If any : ________________________________________________________________________________________



	10
	10
0
	Q2. CSR employee was  well groomed? 

1. Yes

2. No
Notes, If any : ________________________________________________________________________________________



	10
	10
0
	Q3. CSR employee was wearing Name Tag
1. Yes, and clear

2. No, not wearing name tag

Notes, If any : ________________________________________________________________________________________


	10
	10
0
	4. Q4. The CSR employee greeted you in a friendly manner using words like (Al Salam Alykoom, how are you, any other greeting statment)?

5.         1.  Yes 

6.         2.  No 

Notes, If any : ________________________________________________________________________________________


	10
	10
0
	Q5. (In case you waited in front of CSR) did he thanks you for waiting

1. Yes
2. No

Notes, If any : ________________________________________________________________________________________


	10
	10
0
	Q6. CSR employee treat you in nice way with smile face

1. Yes
2. No 

Notes, If any : ________________________________________________________________________________________


	5
	5
0
	Q7. Did CSR employee spoke to you in clear voice?

1. Yes
2. No 
Notes, If any : ________________________________________________________________________________


	10
	10
0
	Q8. Did CSR employee asked you about your name?

1. Yes

2. No

Notes, If any : ________________________________________________________________________________


	5
	5
0
	Q9. Did CSR employee mention your name?

1. Yes

2. No

Notes, If any : ________________________________________________________________________________


	10
	10
0
	Q10. During the implementation of the transaction: did CSR give you full attention (there had been no interrupt / or was talking with a colleague / on the phone)
1. Yes, CSR employee give me full attention
2. No, he wasn't  (Talking to other customer, chatting with his colleague, talking over the phone, drinking tea)

Notes, If any : ________________________________________________________________________________


	10
	10
0
	Q11. Did CSR employee apologize for interruption (if happened)

1. Yes
2. No
3. Not applicable

Notes, If any : ________________________________________________________________________________


	1. Loans (Move to page#7A)
Please specify the type of transaction:       2. Open account (Move to page#7B)   


	 7A - Personal loans (for Saudi shoppers)

	Salary should be above (SR.10,000 – SR.11,000) , working with Electricity company or Water company for ladies Education sector for example; 10,400 to 11,500 

	Please attached the printed personal loans offered to you by CSR employee with questionnaire, if he doesn't give to you ask him.

	Out of score
	Q1. When you are waiting on CSR area, did any employee offer you help or assist you if you need?
1. Yes

2. No

Notes, If any : ________________________________________________________________________________


	12
	12
0
	Q2. CSR employee tried to understand your needs?

1. Yes

2. No

Notes, If any : ________________________________________________________________________________


	10
	10
0
	Q3. Did CSR employee clearly explain about product for example (Ratio, Fees, monthly payment)?
1. Yes

2. No

Notes, If any : ________________________________________________________________________________


	14
	14
0
	Q4. Did CSR employee spoke about documents and papers requirements for personal loans?
1. Yes

2. No

Notes, If any : ________________________________________________________________________________


	12
	12
0
	Q5. Did CSR employee spoke about competitive features (comparing with other banks) 

1. Yes

2. No

Notes, If any : ________________________________________________________________________________


	10
	10
0
	Q6. Did CSR gave you folded Know your duties and your rights?

1. Yes

2. No

Notes, If any : ________________________________________________________________________________


	17
	17
0
	Q7. Did CSR employee tried to convince you to complete the deal to take funding?
1. Yes

2. No

Notes, If any : ________________________________________________________________________________


	13
	13
0
	Q8. Did CSR employee gave you copy of the condition and ruls and encouraged you to read it before committing to the product?
1. Yes

2. No

Notes, If any : ________________________________________________________________________________


	Out of score
	Q9. Did CSR employee gave you his definition card or his mobile number In order to connect in the future ( or he ask about your number)?
1. Yes

2. No

Notes, If any : ________________________________________________________________________________


	12
	12
0
	Q10. Did CSR employee said “thank you” or “can I help you with something else”?

1. Yes

2. No

Notes, If any : ________________________________________________________________________________


	7B – Open Account


	For Saudi and Arab expats, ID cards must be with you before visiting the branch. Names must be matching Arabic with English.


	Out of score
	Q1. Did one of employee tried to ask you what you need or tried to help you in waiting time in CSR area?
1. Yes

2. No
3. Not applicable
Notes, If any : ________________________________________________________________________________


	8
	8
0
-
	Q2. Did CSR employee rejected to serve you and open an account to you? Note that it should not reject open an account process for anyone (out of score if there is a difference in Arabic name for it in English in residence)
Please if yes mention the reason  :____________
1- No he didn’t reject / he complate my procedure.
2- Yes he reject and he didn’t open an acount for me.
3. Not applicable.
Notes, If any : ________________________________________________________________________________


	8
	8
0

	Q3. Did CSR employee fill out the request procedure by himself or request you to fill it?/  open an account.

1. Yes

2. No
3. Not applicable.

Notes, If any : ________________________________________________________________________________


	8
	8
0
-
	Q4.  Did CSR employee tried to understand you needs?

1. Yes

2. No
3. Not applicable.

Notes, If any : ________________________________________________________________________________


	8
	8
0
-
	Q5. Did CSR employee explain the important requirement to open an account?

1. Yes

2. No
3. Not applicable.

Notes, If any : ________________________________________________________________________________
 

	17
	17
0
	Q6. Did CSR employee spoke on condition that you have to entrust amount of money while you open an account?

1. Yes

2. No
3. Not applicable.

Notes, If any : ________________________________________________________________________________


	16
	16
0
	Q7. Did CSR employee Gave you admissions and the brochures of ( aaraf huqoqak and wajebatak)
1. Yes

2. No
3. Not applicable.

Notes, If any : ________________________________________________________________________________


	8
	8
0
	Q8. Did CSR employee explain to you the advantage of services or Arabic channels (the electronic) (Arabic net, Arabic telephone, Arabic mobile…) or offered to you services or other products (for example: personal finance or credit card).

1. Yes

2. No
3. Not applicable.

Please mention the product or service that the CSR employee tried to give you information / details about it.

	8
	8
0
	Q9. Did CSR employee gave you an ATM card?

1. Yes

2. No
3. Not applicable.

Notes, If any : ________________________________________________________________________________


	9
	9
0
	Q10. Did CSR explain to you the way to activate an ATM card?

1. Yes

2. No
3. Not applicable.

Notes, If any : ________________________________________________________________________________


	Out of score
	Q11. Did CSR employee gave you his definition card In order to connect in the future?
1. Yes

2. No
3. Not applicable.

Notes, If any : ________________________________________________________________________________


	10
	10
0
	Q12. Did CSR employee say “thank you” or “can I help you with something else”?

1. Yes

2. No
3. Not applicable.

Notes, If any : ________________________________________________________________________________


	Out of score
	· Record number of Offices of CSR employees 

	
	· Record the exactly time while you arrive to CSR employee office …..:….. by 12 hours system.

	
	· Record the name of CSR employee (attach d
· efinition card)

	What is your assessment about the overall experience of the visit?
1- Very satisfactory.

2- Satisfactory.

3- Unsatisfactory.


	Shopper remakes about visit


	

	

	

	

	


10

