Details of Visit

. Maisarah R PN
- Bank Nizw a S5 SL
; Meethagq (Bank Muscat) a (datuse i) (S
© Al Muzn (NBO) .o (st Of) Qo
O e M ol L e el
1. Bank Visited AMYusr©oA®) Y (! o) ol s s 3 il 1
Al Hilal (Ahli Bank) o (Savt ety o
Sohar Islamic (BS) a (Vome) Y Jlaa
©Allzz O el
I Lo
Other Bank:
, ' ' % (I
SN Noicaroh-Aabiga brawn A=
. S
2b. BranchkkkkArea Sahwa  Yowers g Al @ise 02
. , Aipaal
3. Branch City M\ASCOU\ A)b“jm il 3
4. Branch |
i iahidl 4
Region EJO\UQ)'I(’,(‘
. ——— Mo Year TR T e " s
5. Date of Visit ‘
T ot 201y
_ Hours 4 Minutes gdy clelul
6. Start Time of | .
» - ; il iy 6
Visit : ‘ 3 ' 5
Hours Minutes G el :
7. Total : ‘ : |
Duration of ; M 7

Visit O 1<

Purpose of Visit
Current A/C

& P
o ) (ndividual) ol (10 o o o
. pplication an : -t
General Enquiry: E:Cuc:::::;l/)c O (S8l (s lua 23 ple il / aie alla
Saﬁng A/C O _);\3_,‘3&.)1.»\;615
INT: SELECT AS RELEVANT "0 e = ey
AND/OR SPECIFY Home Fibna{r‘iée o Oy e A
DETAILS OF s o : : o
PRODUCT/SERVICE o Finance B . oS
Requestnotdone [ Rt
_Other (Please specify) | 2 la e




C. Branch Presentation and Customer O s MRl gl oo il eia

Facilities

Score

: 4.1 Was Customer Parking instantly ; . v k. .

. available for the nysgtiry Shopper? ?,um <7 20 R SR ;
; 1 i ; o sl S #,.;1 B
2 No R’ 22
Specify time taken to find parking: e 2 5] G sl gl 0
OUnder 3 minutes ; : : Gl 3 oe IR
| O3-5 minutes , G 5-30

- 06-10 minutes : G810 -60

D B

- 011 minutes or more : S g daE 110

. OParking not found : I PO ORI s I
b ;ir.‘g\ ; L e R Tiag o B

a. Was the Entrance Clean? : T olidss Jaaall S da )

. Yes . E L -3
o 2 No o % 2 0
If ‘No’, specify “Why/Describe how” the I S TGS Gm gl /13l naa iz e S il gall (S 1 '
- entrance was unclean: el e Jsaall
~b. Was the Entrance Convenient? _: ; elalie JA0 oS Ja
1. Yes - i1 3
0o 2. No o W2 0
L If ‘No’, please specify “Why/how” the Calia Jaaall 0 ol M3l dam ¢ S sl S I
entrance was inconvenient:
4.3 Cleanliness of Premises q-"L.@“ Adai g3
Were the branch premises clean? ks il (iza OIS G0
1. Yes R -1 3
0 2. No o N2 0
% f S TS Gyl /1 3aa Al (e " il sall ST
; If ‘No’, please specify “Why / Describe how” ; Al e el
the premises was unclean: ‘
4.4  Branding Material y 4t el 4.4 |
a. Posters / Branding material present Glosl calg¥ e 4 jlas cldle [ clhuals 22 Jo A
g ©38) 4ill
. on doors, walls and windows? !
: 1. Yes [ il 3
0O 2 No O X2 0
If ‘No’, please specify “additional ) O halal Gl aa dlliad (g IS Gl QS 1A
. comments”, if any: J |
Score




b. Pampbhlets, Leaflets and Brochures on

display?

0l il il e oS

S If ‘No’, please specify “additional

; comments”, if any:

%_QﬂplQE/_QQS_Q\ﬁ L Y Coutiders vere Jrhere

' : b. Were all / almost all of the staff

neatly and professionally dressed?

1. Yes X i 1
0 2. No O 32
e — e S L S T G
If ‘No’, please specify “additional N :
comments”, if any:
C. Branding material up-to-date? “A.u.u A.Umss uL.,L-J\ 4\3.. M
1. Yes - x| 1 -3
0 : 2. No a M2
~If ‘No’, please specify “additional OF ¢l Glaadte 2aa dllad e ST Gl sall SIS
; . D ]
i comments”, if any:
4.5 Presentatlon of Staff v uﬂhﬂ‘ JGJ’-‘4 5
a. Were employees present at over H.uls.- ;\JJ &Jgn @L}. im %90 o J_.51 salsh o
90% of the branch desks and counters? fAasil) gl gay
| 1. Yes o 1
0 2. No B 3 2

:QJ.A‘,

o) A RIS 3ol e S el TS

ey i (ulad (1930 3 Ol gall aliaa [ JS OIS QA 1

0o 2. No o : N2
O ¢ agilal Glaadl saa dllimd e ST Gl gall G
If ‘No’, please specify “additional 1Dy
. comments”, if any:
- ¢.  Were all / almost all of the staff . .
: _ Sadlacdy Ol Ll 0 gaudny (il galt aina [ JS QLS A O
wearing name badges? *’
0 2. No = w2

If No please specufy the approximate
~ number of staff not wearing name badges:
1o e woS_ puthg rage. -

ol s gall sl aal aa S e ST gl IS

pailanlil LS 0 gy ¥

Score

46 ATMand CDM machines

Pl ngt 3 (N il pall 33421 4.6

- a. Was the area surrounding the ATM

* and CDM machines clean and presentable?

JPEHY a\.’u‘]\\g g-‘\l\ u\_)AA.“ BJ&A‘ h.\.;nﬂ Csall s da
€ ogiall Qi g il

1. Yes

=

1

0 2. Nok

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

- the area was unclean:

TS S Gyl /IS 2aa Al e ST Gl ST
il e S




b. Were the ATM and CDM machines

fard g £1aN g N1 Gl pual) 33l culs Ja o
f’unctioning?k ‘
1. Yes o - eamﬁ 3
2. No R 3 2 0
If ‘No', please specify “the time atwhichat ﬁT)"jf 8 o iﬂ;d:juj wjﬁt‘fﬂ N
: which the ATM / CDM were not functioning - i J ¢ 3%,5;3“‘)8‘-‘2\1‘ Y
" (and specify which machine, ATM or CDM): -
withdrawal _machines_wag worlmg whi ie the depocite was not.
“c. Was there sufficient coohng in the  CATM/CDM 4ikia (3 3 Gl gl apfli g8 A
_ ATM/CDM area?
1 Yes ® 13
-y "l = : B 5o ; ;
3. Not applicable | ' GhiY 3 5
43 om0 8 09 s Al S gl ST
e IS Gkl |
*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 Amblence and Facnlntles il £ Al G312 plal 21 4.7 B
a. Was the branch air- condmonmg fully fudls g 2 Jly dary (Al gl gl Ol o
| functional and sufficient?
; M'Yes o S = -
: 2. No O ' 8.2
B If ‘No’, please spe‘;fy “Additional : [l e saa dllmd e ST Glsall GS I
comments / Describe how it was S Ol B e g
insufficient:
< b.» Did the Bfanch péssess sufficient A Splualy g il gl A
lighting?
© vee a — =T
2o = — Y 5
e p|ease spec.fy “Add|t|ona| o B s dlnd o S il G
comments / Describe how it was S Ol b el
insufficient:
c. Did the customer have sufficient 2l (o (il 235 [ JUIDU LS Aaliae Jpaall IS O
waiting space / seating area? - fonsial ;
" ves g =T
2. No 0

If ‘No’, please specify “Additional
. comments / Describe how it was

" insufficient:

o M2
ﬁ [l A" aaa @lliad (e NS Gl gall K1

(S () o) GBS Caaagl




° ¢. Did the customer find it easy to follow
. the signage within the interiors of the

branch, indicating different counters/ work

statlons7
1. Yes
; 2. No

If ‘No’, please speeify “Adoi"tio.oei
- comments / Describe how it was
¢ insufficient:
"No____Signage.

L AN e gl gal) BB AL g s O a3l gl Ja (&

Sl (Sl g (ShSall)el S S it ) 385 Al g il

Cia gl g fAuilis) A" daa bl e NS il gall S 1Y)
RS ISP !

Greeting and Soft Skills of Staff

5 1 Greeting of Customer

the branch7

entering

entering

; O e S 5
- a. Was the Mystery Shopper promptly ool AlsRa g8 (AR Feadall (o i aillfcua Sl 3 d“;i
g AN
greeted / acknowledged” on entering
e No greetlng / acknowledgement Gl fcua Y e 0
e  Greeted within 10 minutes of
reeted within 5 minut £
e« G within 5 minutes o ) Jss e 83 5 A com A1 o 2
. Immed|ately greeted on entering daeadl 23 jcun gl @ 3

b. Did the staff either / or:

a. Ask for the customer’s name?

$aaall ansl e Jl |

b. Greet the customer by name?

?W\JS.J@MQ«T.\;J.Q

e Yes, the customer was greeted by name

|

|

-

Jrendl J335 (e 3882 10 D& s s o 1
P R OGNS Py IO R DR 19V RURTENG 1| I [ PO S

the basis of his / her needs

» / ask_eol fol_'whis / her name Lt 3
* No, the customer was no;ﬁg“reeted by : dand e Jly rJ, /w\ Js_ue d;mlu bg,_g;):d\ IS L 0
name / askevdk folfwl"’:i\s or her name Lgansl 5l
C. Did the staff ask, “How can | help i} ; 'k'?‘.‘hd\ e e AiCay (™ (il galt Sl Ja |
you today?” and Probe the purpose of the © dpall 3505 i oo
customer s v15|t7
B 1. Yes, the ‘staff did this JL\J e A «ea-\ 1 3
zwng;;t ;ff_“d,ldno—t o U dh.‘ uja}‘“ e 2 5
d. Was the Mystery Shopper redirected "b # Q'N‘ d’“f;ﬁt:ﬁ:&?‘ =
on the basis of his / her needs?
1. Yes, he / she was redirected on the a i VALl s (8) bl g 5 52 25 ] con 1 3
basis of his / her needs
2. (OR) The first staff member o )
encountered probed the nature of Ce dyeall 4 S iiiﬁ;ﬁ’ﬂﬂﬁ?;g) 2 3
vi§ﬂi‘£_end assister him / her
3. No, he / she was not redirected on Lg.?\__\l:ﬁ;\/d;l.,a;\‘g\ a2l 35 1 O3S 3 0




, ez Soft il Qf’.Staffml H . e R : . il Ay gl g 5.2

a. Were the staff courteous on the S ranl) B L LS (50 o jluafind (sl (Bl Cali galt S O
customer making his / her enquiry?
e No, the staff were not at all )
0 O BBV e gl iligal) oS Al DS e 0

COUI’TGOUS

e Yes, the staff were qune / . . . B
1 O a%lﬂwu%&ﬂ‘éﬂ.\ﬂceﬁl . 1
reasonably courteous

2 » Yes, the staff were courteous = d-*-‘ g_m,.dl uls -l ‘(\u" o 2
3 * Yes, the staff were very courteous 0 R B u-d}«“ oS 8l o e 3
- b. Did the staff demonstrate “active f el ki " Al slaal” i gall gt JA

. listening” on customer enquiry?

e No, the staff did not demonstrate

0 0 ol slual cilipall gl Al S 0 0
active listening ; :
e Yes, the staff listened quite : R . |
1 quite / R %@\S%Iﬁﬁh&,ﬁ&ﬂ\}dﬂceﬂ . 1
reasonably actively ‘ :
2 * Yes, the staff listened actively X LuLu\ il gall hual Gl cani o 2
3 e Yes, the staff listened very actively O ul.u\l! UAJ-\-\S-I il gall Aal _ul PRI 3
Score k
C. Did the staff appear confident? \ il Cpa (3 9 4 ulr- Gl gall g8 b
"« No, the staff did not appear a
0 * PP a- Mww\\,b‘&ﬁs&ﬂ\ﬁﬁl)& N 0
confudent
e Yes, the staff appeared quite / . .
1 PP q O Qe Jod didl (o0 (Bl A1 o Cabisall jekacani @ 1
reasonably confident
2 e Yes, the staff appeared confident b A e (Bl g A o aligall jedi cani @ 2
e Yes, the staff appeared ve i ’ .
3 PP v a A o Lalad (@19 Al lo Caligall jedscand @ 3
confident ;
d. List the names of staff interacted s e (31 (il gl ploaed S 4
with: :
o Mr./Ms. Cutaiba 1 EIRRF RAFIN
e Mr./ Ms. 2 danM/d.auX\ .
. Mr. / Ms. 3 ALaLﬂ\/dde\ L]
e Mr./ Ms. 4 IAT VAR .

E. Staff Capability, Knowledge and

AaY) aodl ddes 5 Aualdd pall g gl g o gall 5,8 7

Cross-Selling

Score

6. 1 Staff Capablllty ; : k O eiBsdii 6.1
a. D|d the staff frequently probe the Sl g Cilabiia) Anph (6 il Cilh gl o8 b
$ 085
nature of the customer's needs? ;
1. Yes ' o ani 1 3
0 2. No R %2 0

If ‘No’, please specify your comments: ) glaly B bl ST

Adnt Probe




b. Did the staff actively attempt to P . -
fasel Claliia) Gliuy Adad A o il gall 28 & @
anticipate customer needs?

_  vee | g ?’41 3 . 1
0 2. No ‘ | )¢ | o xS 2 ” 0 |
B |f‘No’, p|ease spec.fy your éomments A e ey
i Jl'UIS')f onswer -\ihqucrfcg
|
% , c , werethestaff gb|e tocaterto the B o ' RS
‘ needs of the customer without seeking | il Gt 0 QS o) dt uﬁ:ﬂjﬁ:‘bi;
the help of a colleague? : .
3 ] Ves AR ey o e Vw‘] oy
0 2. No R 82 0
' ‘: bifn;Ncb);, pleaéé specify your comments: o rell jabiadaadala IS 13 '
_oslk e colleaques o
INT: IF the Answe o the answer for Q ' ANl AR b il gl gy aa™ il gall AS 13
d. Were the staff able‘ to answér all / most | ol AL B [0 o eyl il Pl &
of the/qgg»sftions posed? i ) e
v, | = S o o
0 > Ne a e .
; ; pg;;—_gme ppres e 3 -

If ‘No’, please specify your comments: ) gl o8 Bla (ST 1Y)

oSk _his Co//ea/@uc_(

e. If the staff were unaware of the answer o
A foma Jp o aY) o 1,08 Cilhgalt 0 1 13) 7

to a particular query / queries, did they e A By oS Jab cre LRIV il dlia il Ja (A

politely “ask you to wait while they | o3l aaf fallail)
double-checked with the system / a
coIIeagu_g"?
) ]..- iy o ‘u.‘!.‘]“ B 3
— 0 N NO - I:I/ ) Py 0
NA Not Applicable ) =} H H éaLeY 3

If ‘No’, please specify your comments: Sl gl &8 Bl ST 1Y)

Score
6.2 Product Knowledge and Cross Selling ‘ - Al 5*“3 gally dllaalt 4d ) 62
a. Overall, was the staff well-informed on Claile dilaia Ao Claglra Cilisall 52 OIS G cple I3
. ) § 5 juuze Sladd g
Maisarah’s product and services? |
0 ¢ Notatall informed a ALY e loglas gl Gl o 0
« Well informed on some of the ) '
1 - O Ldflie 5 U Gleadlly clatiallin®e gleall piany aley @ 1
product-specific questions asked
" 3 A cleaslly Glatidl e @ : o
2 e Well informed on most of the ®’ e 0 el e e gl ﬁi’f ° 2




product-specific questions asked

e Well informed on all/almost all the

uwlr.;uu,&;ﬂd;u /g_.u,u\dselu .

3 product-specific questions asked . ) 3
b. List the detairls of the “ﬁain b.ﬁfbose of Gﬁzﬁﬁﬁf;ﬂ;ﬁ*:j (&:::;;
your visit” (as per SECTION C); rate the BRI g;.. el s clatialy
staff on the level of “product / service
knowledge" in this area:
CINT: LIST THE CODE FROM SECTION B.______ @ puall yo Sl R o 2aly
0 : . Not at aH mformed o éNaY\ L;c uLA}M mi uu! . 0o
| e Well informed on some of the O A o lerall g clatiall (e il slaall uaa.t?la.v . 1H
product-specific questions asked Liuiilia
) . FWe‘kII |nformed 6n kmost of the = A Al leadll s cilatiall e e slaall el alay . 2
___ product-specific questions asked ha—
3 e Well informed on all/almost all the O Clatiall ae Gloglaall JS Ly T / Slagledl S aley @ 3
product-specific questions%afkg’dw’ ” i Lﬂ:“m-“ r" a,r‘“ “L“-‘A”J
¢. Did the staff atte;r;pr){}k;“mc}gs;s;-seII" Giladial " g,aum L ‘.Lnn Uglaay an  gall é.u A
other products and services? feAl alaad g
0 """" . No cross s>ebllin‘g atall -3 N&}E}(\ Slo oY i ey iy ol @ N 0
: e Cross-selling after a lot of o ki) on RSN Sy oY) ey oS 1
prompting
5 e Cross- selllna after a Ilttle/ some o ) i) (50 Y S ALY e ?L; kkkkkk . 5
~_prompting -
3 « Immediate cross-selling attempt o S u-“' sy c—\ﬂ‘%lau AU 3
© d. Did the staff explain whyMaisarah’s
products and services possess a ! 3 pearailadd g ciladia tilal g oy Cilh gl old G &
“Comparative advantage” relative to Aliall & i) goa 435l Al Ll
competing banks? o
5 Yes R Ny 3 )
0 2. No = X 2. o
NA Not Applicable - o oﬂw\l | NA
- If ‘No’, please specn’y your comments - Ly C@brﬂ;bj ;‘QQ\ " ul
Mﬂmwmm*}hwmm‘ﬁ“& e
e. Did the staff attempt to prc;vide Glaiie o "ALLS Cilaglaa” dlilkey Uglae cibigall o3 G g
“complete information” on Maisarah’s Pl B3 Sl o S Sty
products and services, along with
relevant Ilterature7
INT: LIST THE CODE FROM SECTION B o eﬂ-‘n e J-‘J“ ‘U'-\s-' 95 H;E -
Score
NNNNN 0 . No mformatlon at all o - 641'\1‘ o Slagha il ul @ o
i | . Informatlon provided on at some of O A A claaall g ilatiall Gie g:;wl;,ul Ua..,rdu | .k 1 )
the questions asked B -
5 . lnnformatlon provided on most of ® A Al Slaadll g Glatiall e Glaglaall et olay o 5
the questions asked B Lglidlia
- 3: "« Information providéa on all/almost o Cilatiall e e ghaall JS Ly 55 [ Cila gleall S alay . 3

all the questlons asked

f. Information on relevant procedures

documentation and follow-up method?

Lgiiflie o 2 Claall
3 el 450 g Clafieall g (Sl AVl Aile Claglea £
$ilall




INT: LIST THE CODE FROM SECTION B.

@ il (pa Sl A3 B r2aly

0 . No mformatlon at aII a GY e Glaglea gl gl o 0
: e Information prowded on at some of O A A clasdll g cilatiall e e glaall ua:u:alu . 1
the questions asked L"‘“"'\"‘
5 ¢ Information prowded on most of X & A laadll y clatiall e Cile glaal) u_elrlu . )
the questions asked : Ll B
3 + Information prowded on alI/aImost 0 Slatldl fe e gledl JS L 8/ Cilaglaall S alay @ 3
all the questlons asked ’ L*::"“ ?‘ 45’“ “L“‘“‘“U i
g. Did the staff attempt to acquire .. N .. . . .
¢ N to foll iy dilata J..sic.t..,h..u}..mj\?.guh,‘neu&_c
more customer information so as to follow- €5 31 Al B Al ALl Jaf o
up at the end of the visit? j
3 1. Yes o PELIE B
0 2. No g 32, 0
If No please specify your comments: ghahelelay ‘"3\5;;:‘-‘
.S
i

- Adat otk ke more mrofmz—km

Timeless
Score -
‘ - 7.1 Timeless <l gl) 71
a. Waiting time on enterlng the branch U“l’J““ i“‘ﬁ:“” ;«}"JU‘SS?‘” i{;"; bl “‘;i:
O
before dealing with the frontline staff: gl v o
INT: SPECIFY TIME IN MINUTES I3 e 2 gl daa rdialy
0 e Over 15 minutes O, 38115 e K e 0
1 e 5-10 minutes o Gl 10-5 e 1
2 *  3-5 minutes = G 5-3 e 2
3 . Under 3 minutes 4 SlBae e il e 3
- b. Did the customer feel like the queuin : . . .
i d 9 S J8y Jany ciall A U a5 Ol g3l ad Jau
system functioned properly? 1
e Queuing system did not function at o
0 Al ® OBY Ao Jary ¥ caall 3 Uy i gl e 0
¢ Queuing system functio>nevd‘;’5ﬁ;it i - T
1 95 netion: O Gl my g o805 daty il i 0y i ) 1
worked with a few impediments ;
5 ¢ Queuing system functioned and it O b 83 A g Jamy il A Y B ) e 2
worked quite easily and efficiently Leaa
3 e Queuing system functioned and it O dsd A A gy Jary Canall B LY Al o e 3
worked very easily and efficiently \ Jlad
NA e Not applicable Gy e -

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

reaching the counter:

ol sl i a3 L5 casa Al Jal ¢ S gl e
2" Aasdll adl ga

INT: SPECIFY TIME IN MINUTES:

1B a2 gl aaa sdialy




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

F Timeless

g Al blil ¢ gans Ne

a3 Aadiall gl g i} aaks <
Ol galli) jlgea sasa 300 &

ALY ) Llas g 458 g (il gal) 538 z
< gl z

Additional Comments on Visit

rAgdld) el ) o

(If any):

Emplo\;eeg choulg e well Jrr‘ou"neol




