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“1. Bank Visited

" Al Yusr (OAB)

Al Hilal (Ahli Bank)

; Sohar Islamic (BS)
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B. Purpose of Visit | :

‘1. Application and

General Enquiry:
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: Current A/C
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. Saving A/C
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AND/OR SPECIFY .
/ Home Finance DS a8
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PRODUCT/SERVICE - -
- Request not done A ol callall
. Other (Please specify) | s b e
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Branch Presentation and Customer

UE TR XTI ) ISR | Y- JVS - PR

T sl gl Bl i ga (AL Fouldl) 229 02 4.1

Facilities
Score |
o 4.1 Was Cuétomer Parking mstantly
2 availabklézfor the Mystery Shopper?
- - Vs Shtbind 20 0 b AN W
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~ Specify time taken to find parking:
OUnder 3 minutes

0O3-5 minutes

06-10 minutes
: 011 minutes or more

" Oparking not found

382
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Gl 3 Ga il
S8 5-30
G 10-60
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. 4.2 Entrance to Building

3 lnll (38 5e 20 ]
sl N Js3at 4,2

a. Was the Entrance Clean? olads Jaad g da b
1. Yes K P .3
0 2. No - o 3% .2 0
kkkkkkkkkkkkkkkkkkkk If ‘No’, specify “Why/Describe how” the o OIS MG Gl /1S 20a éﬂmsu‘ ‘..{ " ‘._,lﬁj\ds o
- entrance was unclean: calhi e Jaadl
b. Was the Entrance Conven‘kikéﬁg? i elalia d.»..x.l\ ulsdsu
1. Yes R’ a1
> N - B . T
. If ‘No’, please specify “Why/how” the ‘ Dulia Jaaall 0% Al IS 3aa ¢ IS el S A
entrance was inconvenient: :
4.3 Cleanliness of Premises ~ . ; ‘4""““ kg3
i Wereq the branch premises clean? el g U'“" o d"
3 1. Yes b4 a1 3
0o 2. No o 382 0
i ; ClS "G Caa b /13" 2am llisd fpac "IS" il gall S 1
¢ If ‘No’, please specify “Why / Describe how” AR e sl
. the premises was unclean:
4.4  Branding Material g - Lol 44
©a Posters / Branding material present clonll el s¥l o wwuw/uw»ié: Uﬁ -
~ on doors, walls and windows? o o
| 1. Yes o ~» a1 3
. N ~5 i N 0;
wlf ‘No’;“blease specify “additional ¢ Rl cillaadle saa dllad G IS gl GS 1A
- comments”, if any: sl
oo pochees aud brangling makecia%
Score




. b. Pamphlets, Leaflets and Brochures on

ol il gl je a3 o
display?

. © vee e | a e e P_‘13
. ’ ; O Rdlal cillaadla saa dlnd e ST el S 13
©If ‘No’, please specify “additional : NERV ‘
. comments”, if any: %
ho ,Da/ﬂnh lefx ano/ brocﬁr//‘ef
c Brandmg materlal up-to-date? "7\3-‘& 4 el 4‘\5—; dﬁ &
3 1. Yes o - 4 i1 3
o 2N 5 e = ke, o |
If ‘No’, please specify “additional a O "Rl Saad" saa dllnd (e ST Glsall S I
comments”, if any: K : j\
0 bhcmd/r)@ fnavlt’/' W/U/J/??d"'/t ; ;
i 4 5 ‘ Presentatlon of Staff 1 : R 2 uﬁhﬂ\ J&E‘4 5 ‘
a. Were employees present at over § (,g.ul.& ;IJJ @u\ “,.ihy Cra %90 u-‘ ).\sy dal g oS Ja $ }
: 90% of the branch desks and counters? fAasill gl gay | i
1. Yes » o __ 5103 ‘
o _ 2. No ] 2 0 1
, O ilial claadle” saa el (e ST il gall S 1T |
If ‘No’, please specify “additional ; uh} : |
. comments”, if any: : |
only 3 emo/c’)w’cs were ou/a//aé/c /0 ' the é/\mab ol 0/—* 7otn! 3 c/n/J/o/w:ef "
‘ b. Were aII / almost all of the staff ; |
neatly and professionally dressed? Toribas om ol sy GutBael ol [ S S b ‘
1. Yes O® aau 1
> Ne 3 N g
| ! OF "Rglial Slaadle" aaa lzd e IS el SIS |
| If ‘No’, please specify “additional Z ey |
. comments”, if any: | w
" T
3 1. Yes o 1 3 |
0 ) N . E e FYNre
|f ‘NO, p|ease Spe(]fy “the approx|m;te } w“‘()""\” U‘\S'L}Au qu.)sﬂ‘ JM\ Ada ‘ﬂl“” C)‘ ‘":\M"‘;p ;—’\);'“;J{Sh{ - ‘
number of staff not wearing name badges: : et ;
S’Qﬂm__ﬁmp_loyac_c__uc:_fﬁ_f_‘f’?f_ /Dl/l fHag / W7%’7 |
Score }
4.6  ATM and CDM machines gl gl N il uall 33401 4.6
a. Was the area surroﬁﬁaing the ATM g gl (NI ‘-“J“‘-“EJG;”‘-M‘WUM‘U‘SJ*‘ T |
- and CDM machines clean and presentable? ; PR G AR }
3 1. Yes B 1 |
ko _;;2‘ o R g e . o

L If ‘No’, please specify “Why / Describe how
- the area was unclean:

oS "l Ciaa gl Sl daa etlizd L};:;uﬁ's,,' u‘_,;.“ B 5
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- b. Were the ATM and CDM machines

Tl 231 £1aN 5 N Gl uall 3 g il Ja

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

insufficient:

AL L s ol e PSS el R

lS S Al GBS Caa

' functimoningk?k B ;
, T Yes 5 - . e’u1 L -
7 No B = e X
1N please specy e imeatwnina Sl GOSSA SN e b 08 s ey
which the ATM / CDM were not functioning - TEe > ¢ 1%,5:\3-‘“}&‘33\1‘ e
- (and specify which machine, ATM or CDM):
- €. Was there suff|c1entzool|ng ivn the a *ATM/CDM wuﬂ‘*‘“‘s‘x”‘“ﬂ s da
- ATM/CDM area?
. Yes B 13
2. No | o W2
3. Not applicable o ) Ghi¥ 30 3
- ; ; Z:EM ?3 S;SX\ cﬂ_,ll" T &;b"')l\é”l;k__b,b\_,.;ll S :
' e JS sl
If ‘No’, please specify “the time at whichat
which the ATM / CDM were not functioning
(and specify which machine, ATM or CDM): :
. 4.7 Branch Ambience and Facilities CBlguills £ Jabs plall 421 4.7 )
iba. Was the branch air—conditioniﬁﬁgmfuyl‘lkym fdlsy Lo JLdy Jary o sl s f
functional and sufficient?
1. Yes a1
2. No o w2 0
¥ ‘No’, please specify “Additional [l laa D! saa g e ¢Sl sal) S 1A
, . S Sy ) S aa gl
| comments / Describe how it was
. insufficient:
b. Did the branch possess sufficient A8 Bplualy £ Al A0y O
lighting?
]Yes 5 T
2 ,,,,,, w s B s
If ‘No please specikfy;"“‘AdditionaI Ml A aa dlad e S Gl gl ST
| . . S % o) S gl
comments / Describe how it was :
. insufficient:
" ¢. Did the customer have sufficient e (e ilS 238 [ U0 AAS Aalia Jraall 08 0
| waiting space / seating area? ! foushall
1. Yes - . o a1 3
2. No o lﬁ L2 ”O




¢. Did the customer find it easy to follow

the signage within the interiors of the

branch, indicating different counters/ work

. stations?
1. Yes
0

C 2. No

If ‘No’, please specify “Additional

comments / Describe how it was

insufficient:
no_tnternal $19799¢

Greeting and Soft Skills of Staff

Al Ae gun gall LB AL pgany f ] b G glhiu Ja &
el (Slal g (lSall) 0 glel) Calida ) k5 il g £ A

¥.2

Cia gl g fAilim) Cildaa S saa dllind fpe MUK i galt K13
99 1 M [ S gt !
S 05 o s

Score
" 5.1 Greeting of Customer o ot cua 30 5.4
a. Was the Mystery Shopper “promptly o AR g8 A gl o i alllua f“;d“)i}:
' greeted / acknowledged” on entering i
the branch?
0 e No greeting / acknowledgement a Gl Y e 0
e Greeted within 10 minutes of ‘
1 a LJ;}M-“JP-\UA@BJ1OJ1=¥-‘;‘=_)“‘ . 1
entering
s Greeted within 5 minutes of ;
2 o Graall dgdo G Gl 5 D5 G i1 @ 2
entering
3 e Immediately greeted on entering b Geaadi 20 Hdcus sl o 3
- b. Did the staff either / or: 1Y) gl il gall 8 A
a. Ask for the customer’'s name? Siaall aud e Jh |
b. Greet the customer by name? faanl S5 ae Jealy oy
3 e  Yes, the customer was greeted by name O PIEOWISINS FPYTOW RPN 10 ERURTENG.i[ [ - PPUL S 3
/ asked for his / her name Lo
0 e  No, the customer was not greeted by R el oe Sl ol / dand 83 ae dpaady cim il i ad S 0 0
name / aske‘d for his or her name Leansd ol
c. Did the staff ask, “How can | help i 9 "Sagall e bisa (e GRS (il galt L Ja
. you today?” and Probe the purpose of the T a5 daa oo
© customer’s visit? V
1. Yes, the staff did this X 3y ok gall o8 281 and 1 3
0 2. No, staff did not do this uy iy ol gall &y ol S 2
. ‘ o sy AR Gl 4agitisl B0 &
d. Was the Mystery Shopper redirected Ol g7t L ATk La
on the basis of his / her needs?
. h h i
3 1. Yes, he / she was redirected on the O lalgal/adaliall (5)lzanl A 5 £l 35 3 o1 3
bﬂaﬂksis of his / her needs
2. (OR) The first staff member Gy
' Je Jreadl 4y 3N 3 J oY) Cals gall it (4)) 2
3 encountered probed the nature of =® ; d oA imuj/a.mmj;gﬁ - ﬂ(]j) 3
visit and assister him / her
. h h i ,
0 3. No, he / she was not redirected on O RPN ERTRPE P PRR PRI 0

the basis of his / her needs




52 Softskillsofstaff . doalllsoiBudiaes?
a. Were the staff courteous on the Shrandl Bam e AdS 00 o jluadiuf ol (3l il gal) (S A

customer making his / her enquiry?

. No. the staff were not at all : O
0 O BN o Gl diligall (G Al DS e 0
courteous
» e Yes, the staff were qunte / . ..
1 | S%Iﬂjgiaﬂ%dbjdlulﬂﬁ?aj . 1
reasonably courteous :
» Yes, the staff were courteous X d.d L-d:ja]‘ U\S | i e 2
3 . Yes, the staff were very courteous a. ﬂhﬂ\ KPR uayl‘ uLS E) w2l e 3
b. Did the staff demonstrate “active ! Shranl) Jladiad "'(iba) plinal” il gal) LBl QA L
" listening” on customer enquiry?
e No, the staff did not demonstrate .
0 ) . O ol sbual CaBgal) jgdii ol S 0
active listening :
e Yes, the staff listened quite / : . . .
1 0 @@fa%/ﬁw&“)&u&}d\“& \Aﬂ‘ru_'\ ° 1
| reasonably actively f
2 * Yes, the staff listened actively R Gty uh;d\ ) aai
3 * Yes, the staff listened very actlvely o A-ul-u‘i\ O o8S i gall sl il cani o 3
Score :
- C Did the staff appear confident? Al Cpa (319 Al o Ciligalt 4B O @
¢ No, the staff did not appear j .. ‘3 - -
0 o dudi G By Al Lo Galigdl Gl A e 0
confident ‘ ’
s Yes, the staff appeared quite / . . o
1 O Qe J8dy Andi e (Bl Al o aligdll elicani e 1
reasonably confldent ;
2 e Yes, the staff appeared confldent 0O Adi fya (Bl g Al o Cabigall jeks cani @ 2
e Yes, the staff appeared ve )
3 PP v X dali cya Lalad (@119 40l o Calagall jelicani @ 3
confident
d. List the names of staff interacted
tagre Calalal ) il gal) pland S &
with:
s Mr/Ms. s pame faﬁf T «L‘,mvdmw .
e Mr./Ms. 3 ETRAF A RE R
e Mr./ Ms. 4 PARCRHT AR .

E. Staff Capability, Knowledge and

Cross-Selling
. Score
6.1 Staff Capability r 5 o oiBsdisE T 61
a. Did t’he stafff;éa‘uently probe the 08y sl clabiia) dagh oo ludinly ‘-‘h&‘” s“u d‘ K
nature of the customer's needs? Fas
] 1. Yes - e 3
o 7 e EI ; . s .

If ¢ No please specify your comments: el gl 8 5la IS




b. Did the staff actively attempt to

anticipate customer needs?

0500 cilabia) FLiuY Aad A glae il gall o8 Ja o

1. Yes x® ani 1 3
0 2. No a 2 0
~If ‘No’, please specify your comments: )zl a8 Bl ST Y
c. Were the staff able to cater to the .
. . b (99 (e G Glabiia) Al il gal) £l Ja @
needs of the customer without seeking 2a3a 3l aal Basloce
: the help of a colleague? :
3 1. Yes = axi 1 3
0o 2. No &’ 382 0
o If ‘No’, please specify your comments: : e e alaldila ety
he asks the masager o Come an! Q/)JK)E/Q// querses 8
INT: IF the Answer is YE!  the answer for Q VG Al A A o sadl ey e il sal) (S 1
should be Not Applicable " gakaiy
. d. Were the staff able to answer all / most . L . .
fha g plaalt Al aline [0S co AlaY) cilh sal) plaindd A &
of the questions posed?
1. Yes a - a1 3
0o 2. No = b 0
3 ot Applicable Gy ¥ .3 3
If ‘No’, please specnfy your comments: ) gl o Bla S Y
ﬁ( ar/c; +he ﬁa/,o fram *re ff”‘"”ﬁff’
e. If the staff were unaware of the answer |
o . . ALl Jouma Qe o LY e 138 il gall 0% a1 13) 7
to a particular query / queries, did they e A 5 pe Sl e NI i e il Ja (A
politely “ask you to wait while they § a3l daf faladl
double-checked with the system / a
colleague™
1. Yes X e 3
0o - 2. No a 22 0
NA Not Applicable o C&eLh 3
If ‘No’, please specify your comments: il plads o Bla ST Y
Score :
_: 6.2 Product Khleedge and Cross Selling ; ALaY gall g iially ddlaial) 43 el 6.2 |
a. Overall, was the staff well-informed on | lalie Adlale diane Claglan Ciligall 5ol OIS A cale JSy )
. . ; € 5 e Clard
Maisarah’s product and services?
0 e Not at all informed GOEY e clagdaaal il o 0
Well informed on some of the '
ot O il 5 i cledly clabidbicboled] paeale o 1
product-specific questions asked
5 . & G clasally claiial e Claglaall el ey @ )

Well informed on most of the B’

.-:--*L-“




product-specific questions asked

o Well informed on all/almost all the

Cilaiiall pe e glaall JS Ly i / Clagladl S alay @

3 product-specific questions asked lgilia o5 Al Sleaddl 3
| b. | List the details of the “mabih»;urpbo‘se of Gﬁzﬁﬂﬁf;ﬂjj::h:j (é:::’;; o
your visit” (as per SECTION C); rate the BRI g;.. Cilaill g claiall
staff on the level of “product / service
knowledge in thls area:
INT LIST THE CODE FROM SECTION B el (e S B
0 s Not at all mformed QMY‘&‘—M;&A 4# uml e O
: o Well mformed on some of the & Al Slaadll 5 Cilainall Qlck;\l_n‘,ul Uaryaly e 1
product-specific questions asked | Lidilia
5 e Well informed on most of the A G Sleadlly clatiadl e il glaall u&r_lfxu . 2
prodggtjpecific qug;ntjons asked Lé‘“é‘-“ ;
3 - . Wellyinformed on all/almost all the Clatidl ac uu,u\ JS Ly 585/ il slaall ds A e 3 _
product-specific questions asked LG:’*m“ ?‘ x.,s*” ‘—"-‘*‘J‘J
c. Did the staff attempt to “cross—sell” cilatial " AlaY) auli™ o (,un u\,u...: il galt f.La da
other products and services? oAl claiy
0] . No cross selling at all Sy L_,JG@LAY\ FreiL [ ELPPI T B 0 |
: e Cross-selling after a lot of ki) (0 LA 3y LY o) e oS 1
promptmg SR S
5 e Cross- sellmg after a little/ some i) 50 (B 3y ALY el hens o5 )
prompting B
3 * Immediate cross-selling attempt »AM oo Py aulidlldag i o 3
d H[;Id the staff explam whyMaisarah’s
products and services possess a Lot B_puarailadd g cilaile 13lal 77 iy il gal) o8 O &
“Comparative advantage” relative to e
competing banks?
. T vee Y 3 _
0 2. No a8 2, 0
NA Not Applicable u—\Lu‘N‘ :
If ‘No’, please specify your comments s_bb CL.A.»L:?s Blasy S 1Y)
;. Did the staff attempt to provide - cladl 0p AL “L‘J:;jﬁitm“e“fﬁ ?L:.:S:\;Sm o
“complete information” on Maisarah’s
products and services, along with
relevant Ilterature? - -
INT LIST THE CODE FRbM SECTION B @ andl] (pa )l AL a8 sl
Score |
0 « No mformatuon at all uJua\J‘ uic C-:\-ulu ol gl e 0o
: . Informatlon prowded on at some of A Al cleadll g Alaiidl Gie Gilegladll pany aley @ 1
the questlons asked ) Lﬂ—“m-“
5 e Information provided on most of & A Glaadll g claiidl e cilagleall et alay @ 2
the questions asked o Ll
...... 3 o "Information provided on all/almost Cladiall e e glaall JS Ly 85 / Sleglaall (S alay @ 3

all the questions asked

e 5 L el

f.

information on relevant procedures,

documentation and follow-up method?

3 a4 g clafiod)y el Yl Al claglea 7

ealall




INT LIST THE CODE FROM SECTION B.

il (ya 3 A0S 08 1 aly

. If ‘No’, please speCIfy your comments:

o/mln'f aslc fer /:Ur')‘/'ef' I/Ir;:w'mafw;?

0 «  No information at all ‘ = R IR Claghadd ol o 0
: e information prowded on at some of O A3 A Claadll y Glatial ie e gledll uau?l:u . 1
the questions asked o ,‘ i S
5 * Information provnded on most of R A S lanall g claidl (e Cila sladll g_ﬂclral:u . 2
the questions asked ) : Pk 1)
3 ¢ Information prov:ded on all/almost 0 Glatall e le gaall < Lu_)s.:/uLn_,LuJ‘ Js ?.\u. o 3 )
all the questions asked Le..d“ Pl g_.uAJ\J
9. Did the staff attempt to acquire ) . o ‘
more customer information so as to follow~ Gl Al i) Qiﬁ?ﬁg?ﬁﬂﬁjﬁc
up at the end of the visit? » ™ ) e e ot
3.1 Yes o 1L
O i ‘2. No R 382 0

Uiy o8 ol 1S 1)

-

Timeless

7.1 Timeless

a. Waiting time on entering the branch,

before dealmg w1th the frontlme staff:

 dusidl 8‘3-,)9 J el BAY g gl

INT SPECIFY TIME IN MINUTES:

1R G cd gl daa daly

.w..

C. Tlme taken for the “purpose of the
customer’s visit to be fulfilled once

reaching the counter:

|

0 ¢ Over 15 minutes a. g 15 UAJ_\SS o 0
1 +  5-10 minutes o 315510-5 o 1
2 e 3-5minutes = GM835-3 e 2
3 + _ Under 3 minutes o S e e 3
b. Did the customer feel like the queuin . .
. 9 | fraa Sy Gany caal) (3 U1 U 0l ) nd o
system functioned properly? g
. ueuing system did not function at E : -
0 Q” 9y 0o B e Jay ¥ Caall b syl dlsi ) e 0
a ;
e Queuing system functioned, but it : . ) -
1 i ) ] a &\ﬂ\u@eoﬂjd‘g@\e_)&ﬁy\ewo} . 1
worked with a few impediments
5 e Queuing system functioned and it - Juad (<20 5 A gy Jamy Canall 5 T i ) e 5
worked quite easily and efficiently g Leaa N
3 ¢ Queuing system functioned and it 0 S g RS A gy Jary anall 3 LYy (,Ung o e 3
worked very easnly and efficiently ; Juad
NA  Not applicable Ve Gakaly Y e .

ulubmj\mu,.unaJLUuuun“d;iu..ulmﬂu

R PR G’J‘

INT: SPECIFY TIME IN MINUTES:

3. minaks

1B G B gl) 2aa rialy




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

TOTAL SCORE

gAl blipsara  E

FAY oy ol Jalall [ anall)
O3 Aadiall Slgaaill g £ Rl apais o
Ol gl lgea gaa 300 &
ALY gl Lilas g A% a0 g ol gall 5508 c
e gl ¢

Additional Comments on Visit

sadla) cliled o) o

(If any):

o qlucaing syshm in Fhe baak

No inderncl Signagc

No_ CDM__mache




