5okl el <)

A. Details of Visit
’ ‘Maisarah O 3 e |
 Bank Nizwa oo S Sy
_ Meethag (Bank Muscat) 0O (Lim LJ») e
Al Muzn (NBO) o (,1 Lfd\) ol
1. Bank Visited Al Yuse (OAB) .o (*é" ‘f‘ 3‘) e kg Sl 3 i 4
Al Hilal (Ahli Bank) o (Y ) gl
- Sohar Islamic (BS) K (Jl_x.a) sa)u\jl JlAm
Al 1zz O J’:J\ ;;
. Other Bank:

' 2a. Branch Name Qohar lg \'Olme g il aul 12
2b. Branch Area A/\ 6habm gl gige 02
3. Branch City ba%\(\w lg.ul\ 3

- 4. Branch |

ahidl 4
Region MVLQCO’T
" Day Month Year Al TRA padl a5
. 5. Date of Visit o o
| 1% o\ 20U ;
Hours ’ Minutes (aa e lud)
6. Start Time of iyl iucd, 6
: B ERURAT )
Visit 12 Ho )
' Hours Minutes Gl el
7. Total
Duration of - Byl saa 7
Visit OO0 [ (

INT:

Purpose of Visit

| Current A/C

. .
Aoplicati 4 (Individual) C (IAN) s o o8
pplication an
General Enquiry: | (Ccu;:::rﬁll)c a (S8l (5ol a3 Ao il / giie il |1
f Saving A/C o ‘ _)-\5_,.! L_lLuac\a
SELECT AS RELEVANT leed Deposit o fons uhua i
AND/OR SPECIFY Home Finance R S
DETAILS OF I ° g
PRODUCT/SERVICE  —-to Finance 0 el o2 5
- Request not done - a ol llall
- Other (Please speofy) a aala e

L)



C. Branch Presentation and Customer 09008l gl 5o 3l elha &
Facilities
Score
4,1 Was Customer Parking instantl ‘ o f
available for the Mystiry Shop:er? E st 8 3 da* o Gonddl 329 0 4.1
s e e PR 'g e rw1 e A3‘ .
) . e e S 3\52 o

. Specify time taken to find parking:
OuUnder 3 minutes

03-5 minutes

- 06-10 minutes

: 0711 minutes or more

OParking not found

| 4.2 Entrance to Building

3182 3 e SR
3465 - 30
31610 -60

A5 daa 110
Pell e 2l D)

i N Jsa 4.2

- a.  Was the Entrance Clean? elidai Jaaalt s dn{
. ves 1 = 1, .3
0o 2 No a. 32 0
““““““““““““““““““““ If ‘No’, specify “Why/Describe how” the i OAS "G G gl /3L a llizad pa IS" gl S 13
entrance was unclean: rcabal e Jaaal
b. Was the Entrance Convenient? thalis Jasall o8 A
5 1. Yes X axi 1
0 2. No o 32
I ‘No’, please specify “Why/how” the Taalia Jaaall 055 ol "3 22a ¢ ST gl IS 1
: entrance was inconvenient:
4.3 Cleanliness of Premises leall Al 4.3
Were the branch premises clean? . Tlihi £ A (e OIS 1
1. Yes B PELI 3
0 2. No o X200
- r S G Cia gl /13L" aa Sllimi e TS Gl sall S 13
If ‘No’, please specify “Why / Describe how” TR
~ the premises was unclean: |
4.4 Branding Material S Al cldlal 4.4
L a. Posters / Branding material present | Olutall il g¥) e 4y slad aladls [ clinals s iy
¢ ) $3d| g3y |
. on doors, walls and windows? : ::
1. Yes R 13
0o 2. No o X2 0
I ‘No’, please specify “additional OF "Rl cillaadle s el Ga MU Gl gall GIS 1Y
)

- comments”, if any:

Score




L b. Pamphlets, Leaflets and Brochures on

el fuila e & o o

display? -

1. Yes LR - i
0 2. No b . X2
R T RS sl 1 6 el €
If ‘No’, please specify “additional , Cada g
comments”, if any:
L. Branding material up-to-date? i ““—H—b “-J,Jb-ﬁ’ u\-dﬂ\ a\\,.. dﬂ
3 . Yes B f 3
0 2. No o X200
If ‘No’, please specify ° ‘additional O Rl b aaa s e NS el ST , |
\ Qi |
| comments”, if any: )
4.5 Presentatlon of Staff : 2 ; u&ﬂ‘xﬁ*4 5 ‘ |
5 a. Were employees present at over : H.uts.. 159 £ (AB g (pa %90 Cra ).;51 Al oS da i ; |
x 90% of the branch desks and counters? ; st s |
3 1. Yes O e 1
0 2. No B 38 2 |
; SO Rl A aaa Sl e ST el S |
i If ‘No’, please specify “additional : Cay |
comments”, if any: | * ‘ ‘
- no_one_ 0 the 6 oppices, \fo/neO/'e Cama f/‘m" /”9"0(f 7l0 aff’S/L ‘
" b. Were all / almost all of the staff t S |
/ é Terigs e b (gt ol gall plina f JS S A 0 |
' neatly and professionally dressed? : |
1. Yes B 103 |
0 2. No o ‘ 282 0 |
‘ ‘ O Rl e Sl aaa Gl e ST el 8T
If ‘No’, please specify “additional Wy
- comments”, if any: |
¢c.  Were all / almost all of the staff E . k
. / | aglanly @l LE 0 gauday (il pall alina [ JS OIS J& @ |
wearing name badqges? | ; 1
1. Yes o 1 3 |
2. No X K 2 0 |
| If ‘No’, please specify “the approximate Ol sl (1 aall aaa llind e ST Gl gall S |
; aebenl L3 (g Y
. number of staff not wearing name badges: ; |
Mo one_was puthne _iauc }
Score ]
4.6 ATM and CDM machmes _ @il glally N il puall 3502 4.6
a. Was the area surroundmg the ATM @l ghy bdlalt 3 3gal Bl isall s g
€ gl G g il
and CDM machines clean and presentable? _ ;
3 1. Yes =B 13
0 2. No g 32 0

If‘No’ lease specify “Why / Describe how
p pecify "Why / ki e

the area was unclean

O MGE Caa o) I3 saa @lliad e AT gl SIS




b Were the ATM and CDM machines fdard 2Bl £Ia g (NI il juall 55¢a) s A

. functioning? ; :

1 Yes L R 13
0o 2. No .o W20

| If ‘No’, please specify “the time at which at | Uéz‘j OSi ol iﬁ:“"i:%&» AT gl s iy
: , Gl peall ¢l sl 2aa 1Y eadill glayty Y Gl jall
- which the ATM / CDM were not functioning S ) ¢ I%,s;ﬂ'}i\l‘j‘ﬁ‘

(and ‘specify which machine, ATM or CDM):

c. Was there sufficient cooling in the TATM/CDM 4dhis b s il gyl S da e

- ATM/CDM area?

1. Yes R ~1 3
0o 2. No o N2 g
. 3_Mwsw Ng.t;;bméb'e g e BEY3
’ ' S TS ey A 0 s el e NS il S ]
If ‘No’, please specify “the time at which at
| which the ATM / CDM were not functioning
(and specify which machine, ATM or CDM): %
4.7 Branch Ambience andk,FaciIities ‘ o gy A JA13 plal 520 4.7
a. Was thé"brénéh air-conditioning fully - B CYRY Ny .0 4"*‘@‘3@‘ Al S G '
’ functional and sufficient?
1. Yes R a1
;;;;;;;;; - > Mo = TS
©If*No, pleasé‘specify “Additional f [ailuel caa D" saa dllad (e IS sl S 1 )
- comments / Describe how it was S 08 ?S S gl
insufficient:
| b bbid thébb‘ra‘rki;:h po.ssess sufficiﬁent ~' PAALS Splialy g il b‘“‘-‘ B
lighting? 'A ; k
| 1. Yes kaﬂf ruu':11 3
- N No o o ;
 If'No, please specify “Additional | [iilal Glaade saa dllad (o " 2l IS 17
t ) ) il oS Al S gt
. comments / Describe how it was :
_insufficient:
"¢ Did the customer have sufficient i N el G il e/ U A4S dalis Jraall S b
| waiting space / seating area? B ‘ fonshad _
| " vee Al e : (..._' 1 Sra
_— ‘o e g I
If ‘No’, please specify “Additional [l Sl s llad L:é'?z :‘ij‘ :‘5::: ;

comments / Describe how it was

insufficient:

00-cnough waiking Spad i the cus fomerss.




. ¢. Did the customer find it easy to follow

|
|
branch, indicating different counters/ work fdanll (SLal g (L) 2 gl Cilida ) 35 s g A
|

. the signage within the interiors of the ‘ o Al Ae g gal) U AL gy 2y o el ol Ja LG

. stations? B

1. Yes a a1 3
0o 2 No R ¥ .2 0

- If ‘No’, please specify “Additional gl Al A sl e S el IS 1Y

- comments / Describe how it was ; S (S5 Ll as

. insufficient: | ‘
- w_mfennal _0giage S :

D. Greeting and Soft Skills of Staff

Score
k 5.1 Greeting of Customer & . e r o 51
a. Was the Mystery Shopper “promptly : oV Alsaa g8 AR Feudal) o o adllfcua S ?394;33 '
greeted / acknowledged” on entering 't |
the branch? '
0o e No greeting / acknowledgement o Gyt cus Y e 0 l
e Greeted within 10 minutes of :
1 _ o Graalt J530 00 8210 Da s 5l 0 1
entering _
Greeted within 5 minutes of :
2 * edwitnin Y O Jaall U520 0o 58 5 U cum il o 2
entering :
3 e« Immediately greeted on entering ®: Graalt Jga0 jsdcus Al -3
b. Did the staff either / or: 1Y) gaaly Giligall A8 8
a. Ask for the customer’s name? ; Saaall auid oo Jha
b. Greet the customer by name? ' fand 83 aa eallh cn )y
3 s  Yes, the customer was greeted by name X 3 et ol faan €3 aa daaally cam i1 5 0l caad e 3
/ asked for his / her name Lo
0 e No, the customer was not greeted by O o Jhualy/aand S5 andiadycam il Syl DS 0 0
name / asked for his or her name . Lol
C. Did the staff ask, “How can 1 help st g *"%a gal) Mo Lia (AlCay (™ (il galt Sl o
- you today?” and Probe the purpose of the € Jpaall 3545 i (e
customer’s visit? J
1. Yes, the staff did this R Sy Cals gall o8 30 cani 1 3
0 2. No, staff did not do this O Qllyy Gl gall o3y o) DS 2
: e P S0 il gt S
o d. Was the Mystery Shopper redirecte ‘ S M‘.‘Jlg-‘nl-ﬂ;nilula,g:ai

- on the basis of his / her needs?

1. Yes, h h i
3 es, he / she was redirected on the O Lfalialadaliall (5)czanll 435 50 35 i1 3
basis of his / her needs

2. (OR) The first staff member e y
: b4y S8l Al | als gall yuadlil (4
3 encountered probed the nature of = O 0o el 4 A L‘f.mdj/t{muj:ig)n P ,.(’j) 2 3

visit and assister him / her

3. No, he / she was not redirected on .
0 X Leflalial/afalial ) 4 gl salel 25 41 S 3
the basis of his / her needs f

o




52 softskilsofstaf o dpadlligedidaies?
a. Were the staff courteous on the Sand] Baeluce LS 08 o il sal 3al il gal) 1S b

customer making his / her enquiry?

e No, the staff were not at all
0 i BBY) o Gl ciligall 0% S e 0

courteous

Yes, the staff were quite ‘ . s
1 * q / O S%IMQJMQQQL,A\@QE‘@ . 1
reasonably courteous

2 * Yes, the staff were courteous R ‘_,.d uL,Ai u\s Al e 2
3 . Yes the staff were very courteous O Muﬂ\ Lk t_u:_yd\ S _\al pal e 3
b, Did the staff demonstrate “active : 8l eaiiondy "4;-.‘1-'.“ plial” Cilh gall 4gl) A

I|sten|ng on customer enqulry7 : '
No, the staff did not de strate
0 * I mon 0 Qﬁ%‘ slacal uh}d\x.h,,\eh)\s . 0
active listening
Yes, t ff list i i . .
: . es, the staff listened quite / 0 it B /A i iy i ) il 5l ol @ L
reasonably actlvely %
2 e Yes, the staff listened actively b Luta-\ il gal) sl . azi e
3 : e Yes, the staff listened very actively O A-ubm (e ).usa ubyd\ ual Gl aad @ 3
Score
c. Did the staff appear confident? il (e (il g Al Jo Ciligall 4l b @
Mo the staff did not a a.— S )
0 ) ! ppe O Al (e 5 A e il el 3 o 0
confident
¢ Yes, the staff appeared quite : .
1 PP q / B O 08 Al e Filg A o Cabigdll jelacans o 1
. reasonably confident :
2 e Yes, the staff appeared confident iy Al e (B Ad] o il gall jeda cani @ 2
. h ' ﬁ .
3 Yes, the staff appeared very o A (50 L 3y A e iyl s cand 3
conﬁdent
d. List the names of staff interacted s Calla (] (i e &
with: ; »
+ Mr/Ms Fohg Mohd Bolowshi ! o LA e
e Mr./ Ms. 2 HICAR AR .
e Mr./ Ms. 3 ALty Jusatalt °
o Mr./ Ms. 4 FURKE S RXE R

E. Staff Capability, Knowledge and

LYl al) dles g Aualdd jrall (g gia g cdbgall 58

Cross-Selling

Score
6.1 Staff Capability Tar o | oiBydia 61
“a. Did the staff frequently probe the i s Qs labiia) dagh oo ity ol sall ?"’ & ‘ o
nature of the customer's needs? Lt
X Yes | o o N g1
0 2. No ® 2

If ‘No’, please specify your comments: 1l gl ad Blay IS 1Y)

he gust oske regmg{}_n:&j whuchloan tneed) JQE,MM howse or bedl o
a hw&cw, whi'l bw/dm7 o Ao@(ﬁ /ban Ic '207l O‘//’ID//—(‘aé(P v Pobar

lelanw'c bank . -




b. Did the staff actively attempt to

anticipate customer needs?

S halia) (3 Aad A glans Gili sl o6 Ja

3 1. Yes a1

0 2. No a2 ’
If ‘No’, please specify your comments: )zl A Bla, S
gnLi__g mgf_s___m;/___aug_cu;f
¢. Were the staff able to cater to the .

. . qll 08 e Gardl Glabia) Anl Gl gal) plaiad Ja (&
needs of the customer without seeking ‘ £eSLa 3l 2ai B8 luua
the help of a colleague?

3 1. Yes K A
0 2. No <2
If ‘No’, pblkéase specify your comments: sl jaliadaadzla j"S" 13
he answer for Q W ) AT ol gad) (e (e el gad) (S 13
,,,,,,, " Gkl
d.  Were the staff able to answer all / most » . . R .
1 fha g shalt ALY aliaa [JS 0p Al cilh gali plhaiad JA (&
of the questions posed? /
3 1. Yes B 5.1
0 JS 2
3 3 L,uu\z 3 :
. If ‘No’, please specify your comments: ) gl 8 ey ST
e. If the staff were unaware of the answer
. . ) ALiad [orma Jsm o LY o 008 Giligadt 0% Al 1) g
to a particular query / queries, did they : 0 A8 5 pa 26U Sl con U™ gt dlia calls Ja i
politely “ask you to wait while they o3l aaf faliadl)
double-checked with the system / a
colleague™
3 1. Yes P!
0 2. No N 2
NA Not Applicable u—xku‘i 3
If ‘No’, please specify your comments: )l o8 Blay OIS
Score
6.2 Product I(nowledge and Cross Sellmg 9’“‘\1‘ &y il Al ) 6. 2
a. Overall, was the staff well informed on ""“""" Aalaie Lians Gl slacs Gl gl 52l IS U ‘(.L:. Jedy f
€ 5_pita iladd y
Maisarah’s product and services?
0 s Notatall informed SOy e Claglaaanl qul e
« Well informed on some of the !
1 ¢ LR 5 AN Gleaall y Clatidliatla sleall any olay @
product-specific questions asked ,
2 r.sgmgu_\sn,at,\mnggau,ulqag.__. .

e Well informed on most of the

.-:'OL-‘A




product-specific questions asked

e Well informed on all/almost all the

clatial s o slaall JS Ly 5/ cila gl (S alay 0

3 product-specific questions asked Lgidile a5 Al Cleasll 3
| b. List the details of the “main purpose of ‘{J?_L‘S) KB 9"‘""0'“ Ciagll" s Aaia dadY pudasy ol o
your visit” (as per SECTION C); rate the G Bpd s s ‘{ﬁfﬁf&tm
staff on the level of “product / service
knowledge in thls area:
INT LIST THE CODE FROM SECTION | — - il Gn S ) Ay o iy
0 l o Not at all mformed g ) ’ ’J‘n\l‘ Jc ul-a;lu 4_,_\3 uaul e 0
] e Well informed on some of the H El Pl t_;m;j\, Sl grie Cile slaall (yany alay .W e 1
» »pr»oduct—specific questions asked ~ Liulia
5 . Well informed on most of the = o il Cleadll s claiall e il glaall ;,:li:\'(,la.; . 2
product-specific questions asked L Lgid8lie
5 e Well informed on all/almost all the O lamdie uuju‘ ] g 8 by e -
product-specific questions asked 1 Lidle o3 il el
¢. Did the staff attempt to “cross-sell” Gladial " ALY Al G (,umu,t.w CAB gall 8 Ja
other products and services? s Al ““-‘*J
(0] . No Cross Se;_luluif,‘g at all E by e @me i DVRIPTIPU R 0
1 e Cross-selling after a lot of - S oS S ALl s« )
prompting !
5 e Cross-selling after a little/ s;)me o 5 o) o Y 3y i) gl s 5 @ 5
prompting .
3 ~+ Immediate cross-selling attempt . sl e L,J’wa eiidlslas i o 3
td. Did the stattméuxplain whyMaisarah’s
products and services possess a Ll B puupalladd g cilatie 13lal 7yl cilh galt o8 S &
“Comparative advantage” relative to TR &gl aa 45 ") ALYV
;ompeting banks?
Cvee T . N T
0 2. No 0o X2, 0
NA Not»)\bplicable o Gebiy ¥ NA
If ‘No’, please specify your comments dgb CL%L_: AAelay D t:\)
' dvdn'lL Com Pare with other ccmpe*:%\vf
e. D|d the staff attempt to provide i Slatle o8 "ALLS Glastaa’ elilles Y Al glaey il gall A a ia
“complete information” on Maisarah’s Pl 18 SSh a8l sty
products and services, along with
relevant llteratu re?
INT: LIST THE CODE FROM SECTION B. & il (e a0 Al ?s Eal
S.c..b.re e
0 e No mformatlon at all o D\.LYl e Slaglaa aal gl e 0
: . Informatlon provided on at some of = & Sl um;lb;_"\_-._\.\.dl Oie Clagledl janyaley @ 1
the questions asked ~ Lisdlia
) ¢ Information provided on most of O n & A Glaadll g Glaiidl e Slagleall et alay @ 2
th\‘g kquuestions asked : Leiidlia
3 « Information provided on all/almost 0 clatidl e QL).A\ JS Ly i / Cllaslaall (S olay @ 3

all the guestions asked

idlie 21 3 el

f. Informatlon on relevant procedures

documentation and follow-up method?

1 Aaglial) A5 5 ClaTinall g gl Yl Adlatia cilaglaa
$ilall




INT: LIST THE CODE FROM SECTION B.

G peahl] (a1 Al o sl

-0,_ . .Nomformat.onat ,a,”mu | = S ST . 0
: » . ihkformatiokrbl provided on at some of = & A Sleadll g clatiall e Dlaghaall ey ol @ 1
the questions asked R e
) ' e Information provided on most of 0 A A claaall s il (e Clagladl Qe Alay o 2
kkkkkkkkkkkkk 3 e Information provided on all/almost O Slaildl e Gl ghaalt S u}u [ Clasledl Saley 3
all the questions asked Bt s S
9. Did the staff attempt to acquire L . )
. . Cua e Rilaia 2 il glae 38 jnd Al lavas il gl ol Ja. ¢
more customer information so as to follow- - ’ 5L 51 Al b Aalially ALaN Jal g
up at the end of the visit? ‘
3 1. Yes o B P L 3
0 2 ol : & « o
S If:w‘r:Jo’ ,E)Iea-lse specify your comments: gl o olay ‘)\S&ﬂ

Timeless

a. Waiting time on entering the branch, - OB sl C:Lf;‘?”‘_;”tﬁ?“‘ iJ;"::“ Jljm"%‘ ““’;}2
: X Os
before dealing with the frontline staff: ; & ¢ cawm
INT: SPECIFY TIME IN M!NUTES: BN Guua gl daa sdaly
0 e Over 15 minutes . 58115 0e J61 o 0
1 e 5-10 minutes o G1510-5 1
2 e 3-5 minutes o Glda5-3 e 2
3 e Under 3 minutes ® S e e il e 3
b. Did the customer feel like the queuin | , - .. s
, queuing | Saa Sy Jany ceall (B JEIYI AL oy e Ja e
system functioned properly?
ing system did not function at
0 ’ Qllljeumg Y ! unction R EBY) o Jaay ¥ Caall b LTy Jsi o) e 0
a
. ueuing system functioned, but it
1 Q 95 O Gleal) poay aa (815 Jary ol 3 UBTY) ol o) @ 1
worked With a few impediments : I — [ ——
5 e Queuing system functioned and it O Jlad (S g U sgas Jary Canall 6 Uty plli o @ 2
worked quite easily and efficiently | L )
3 + Queuing system functioned and it I Al A gy Jary il 3 iyl A e 3
worked very easily and efficiently 3 Jat
NA e Not applicable Gt Y e -

~¢. Time taken for the “purpose of the

- 12__minutes

customer’s visit to be fulfilled once

reaching the counter:

sl e G 5 i Al T o S il

2" Aaail) a8l ga

NT: SPECIFY TIME IN MINUTES:

1R Gaa @ gl s sdialy




G. TOTAL Branch Score

(Total unweighted branch score, summing all sections):

‘ . Total Points Scored in this Total Points Allocated /
Section Parameter Under Evaluation : S ; .
‘ R Area: Parameter ;
C Branch Presentation and Customer Facilities
D Greeting and Soft Skills of Staff
Staff Capability, Knowledge and Cross-
Selling
F Timeless

- TOTAL SCORE -

AN BRI g gara  E

(AladY) S pan o il daa ) e il

B £ gara SAFady @l Jeadt [T Al
Gl Aadiall gl g gl ap08 <
O 5l lgee g3 Sl &
B! ol Alas g AT jma g il gall 538 z
«d g c

Additional Comments on Visit ..
ddit 2Adlal clided o) o

(If any):




