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INT:

Purpose of Visit

|2

A. Details of Visit
* Maisarah o
_Bank Nizwa a
Meethaq (Bank Muscat) d (Jnu—« J-u) e
;Al Muzn (NBO) ® (;‘ @ ) o
O Iogl | e e e
1. Bank Visited AYUsT(OAB) B (! S) J““l 40l el g il
Al Hilal (Ahli Bank) O (Gl i) I
Sohar Islamic (BS) a (Soe) Y s
Allzz 0 adl
........ Ly
~ Other Bank: il i
2a. B h Na |
‘a ranc me ’A(I MU\ZH ‘C M\C b)&t(\l’ﬁ gl aul 12
2b. Branch Area A-Lb ‘ \/0\ gl ddge 02
3. Branch City iyl 3
,‘ ‘bams,he C
4. Branch aedl 4
Region {\/\A/\&(ﬂv\‘ '
Day Month ~ Year At gYRAl asll 0 am 5
5. Date of Visit o S
‘g i © ' 20’”’
Hours Minutes G aleludl
6. Start Time of .
Visit Co Bl iy edy 6
1S} ‘2/ L'L&"
Hours ,,,,,, ManthMWMM» &Gﬁi\«mmmw“w.,,\v M,WAMA;‘,EQ{.N s can e
7. Total
Duration of 3l s 7
Visit 00

Ao Sl / giie il |

 Current A/C .

i O Al aA) g e s 8

' (ndividual) (122 ¢ <
Application and ‘

- Current A/C N .
General Enquiry: g (S il (5 la ol 8

~ (Company)

Saving A/C O _).\ﬂyu\.uac_\s
SELECT AS RELEVANT .~~~ ' -

 Fixed Deposit a Jay s s
AND/OR SPECIFY : : '

- Home Finance S OIS g
DETAILS OF = e g

_Auto Finance R 3bull a8
PRODUCT/SERVICE S

_ Request not done a g»u rd <l

 Other (Please specnfy) O N u};




C.

Branch Presentation and Customer

Facilities

Score

RETBLIRX N L IRV PR VA~ PR

. 4.1 Was Customer Parking instantly
~ available for the Mystery Shopper?
1. Yes

258N (A0 5 s Ll ga (ALY (Foudall 229 I8 4.1

2. No

Specify time taken to find parking:

OUnder 3 minutes

- O3-5 minutes

- 06-10 minutes

011 minutes or more

| OParking not found

4.2 Entrance to Building

- 3.2

G 3 e SR
G5 -30
@& 10-60

A g aE 110
el g sali]

. a. Was the Entrance Clean?

sl 1 dah 4,2

S 1. Yes

T S Jasd) oS Ja
B 13

L2, No

o X2 00

i 1f ‘No’, specify “Why/Describe how” the

: entrance was unclean:

S S Caoag) /13 saa @lliad (ge ST G gall IS
Gl e Jaadl

- b. Was the Entrance Convenient?

tlalia JAadll S 08

i

1. Yes = 13
2. No o 2 0
If ‘No’, please specify “Why/how” the Gulia daaall 0 o "I d3a ST Gl pall S
entrance was inconvenient:
4.3 Cleanliness of Premises Al 4B 4.3

Sl g i e S a

1. Yes

2. No

& 13

If ‘No’, please specify “Why / Describe how”
. the premises was unclean:

4.4

Branding Material

S TGS Caa gl IS saa Sl e TS Gl pall ST
Al e Sl

i cloel 44

v a. Posters / Branding material presen

on doors, walls and windows?

o) il g

1. Yes

R w13

2. No

- If ‘No’, please specify “additional

- comments”, if any:

=) ‘ %2 0

A GRS e Al LS T P B
Sdag

Score




b. Pén’yr hlets Leafrlektws' and Brochures on
P Sl il slaislle e a1 a0

display?
1. Yes - K a1 3
0 2. No g ) 382 0
T O MRl Slaadle saa Sl e NS Glgaldl SIS
- If ‘No’, please specify “additional i
S
- comments”, if any:
c. Branding material up-to-date? Ao A, al aladall 3 e Ja &
| 1. Yes R PO 3
0 . 2. No o 2 000
1f No’, please specify “additional O "l Glaadla aaa dliai e IS G gadl S 13
! C'_IJAJ :
; comments”, if any:
4.5 Presentatlon of Staff ' o uﬂhﬂ\ x-h- 4. 5
a. Were employees present at over ; ‘.4.;..15.. ;sJJ gﬂ\ qﬂhy e %90 e J_.s\ aal g S Oa
- 90% of the branch desks and counters? 1 fAasl) gl gay -
: 1. Yes o w1 3
0 2. No - ® X2 0
o o Mgl A" s dlad e ST O gall S 1)
if ‘No’, please specify “additional ot 5! "i:u;, ;

. comments”, if any:

4/0Uf 0# ) _wer _avar kbl n ﬂe é""’é””‘/'

b. Were all / almost all of the staff . . . - .
Srtas e bl (g gy Ol gl plina [ JS S QA

~ neatly and professionally dressed?

T ves & ?’_‘1 3 ] ‘
. 2 .No . . O . , w3 o
! , , O "Rilal Gllaad o wlliad (e IS Glsall S 13 |
If ‘No’, please specify “additional y' ) ‘
- comments”, if any: ; ‘
¢. Wereall/ alrriest all of them;tﬁeff o
| wearing name badges? Tty SIS Gy Bl pBua S g8 8 y
- Yes | 5 = 1 E ,
. 0 2 " . e R 2 o -
If ‘No’, please specify “the approxime{e : ol U“L'J‘u&f‘fﬂ‘ SIS o ‘"\,"N;k‘;gl o< ,V -
number of staff not wearing name badges: el G Y
Score
A 4.6M ATM and CDM machmes ' 93"":’5‘ glally (NI il all 3542l 4.6 ,
aj ““““““ Was the area surroundlng the ATM RS+ gl M) il 832) Bl Gl ls ‘3“‘ T
’ and CDMWrwrlachmes c/ean and presentable? 7 TR Gy A
1. Yes = w13
. 2; .No e g < 2 .

If ‘No’, please specify “Why / Describe how
: .‘].. ~)=‘.° O\S.An

. the area was unclean:




b. Were the ATM and CDM machines Sans (g8 glal g M) il juall 3¢l cils b o
. functioning?
; L vee =i (,,_, .;1 3
If ;No’t pkléaée épecify the tlme ét which at kk Ujj‘j“’ ?j;:sxf‘l“ ::3”)"53 "\jl“’uj‘ “j\‘f‘ :J‘f:ﬁs‘f: N
which the ATM / CDM were not functioning i 7 o :isgiﬁfg\-e\l\ J‘g‘
(and specify which machine, ATM or CDM):
- com_was _apt _worling |
ATM/CDMV area?
) ﬁ] Yés ) — = a=-|1 e ;
0 2. No o X2 9
3 3. Not;;)plicable a ) Gy 3 3
- - 48 Jang ol o2 85l 2aa dllind (ge DS il gl S0
1f ‘No’, please specify “the time at which at k
which the ATM / CDM were not functioning
(and specify which machine, ATM or CDM):
4.7 Branch Ambience and Facilities ~ gl s 5’;“ Ja plall 4211 4.7 f
a. Was thé bréncﬁ air-conditioning fully Sty 4 g Jans o) RS S
| functional and sufficient? :
1. Yes ® a1 3
0 2. No o w2 0
- IfNo’ please specify “Additional [iflnl clladle sia Al G ST Gl gl S
comments / Describe how it was S Ol S e ;
‘ insufficient:
' b. Did the branch possess sufficient SRS oy gl iy A
: lighting?
1. Yes = aau‘l 3
0 2 No a X2 0
vy pleas_esp eofy Add|t|z)na| B PR s sam dlmd e S il g
f . . S S S syl
" comments / Describe how it was
insufficient:
C. D|d the customer have sufﬁcient olia g pllS 2 [ DU A8 Aabise paall S 1
| waiting space / seating area? , fousiell
; " vee : e e rw1 . 3
0, > No e o

~ If ‘No’, please specify "Additional

~ comments / Describe how it was

~insufficient:

T Al GBS g (e S el S 1
S Al S Caayl




c. Did the customer fmd it easy to follow

the signage within the interiors of the

branch, indicating different counters/ work

stations?
1. Yes
2. No

If ‘No’, please specify “Additional

- comments / Describe how it was

insufficient:
no_atecnal Signege.

Greeting and Soft Skills of Staff

oo

JA13 A g gall L A g s O Gpa M platad o &
S aadl oyShal g (oBlall)nl i gl Cilide ) Ak 5 3l g £ al

Cra gl fidizs) claadle” saa Slliad G NS il gall S 1)
RIS OS5 ol as

1
¥ .2

the_yoas’rs of his / her needs

Score
s, l Greetmg of Customer L Ol ea S 6.1
a. Was the Mystery Shopper promptly o Adsda b AL Feudall (e i atllfcua 939‘3}:
greeted / acknowledged” on entering €
the branch? 3 -
0  Nogreeting / acknowledgement a. G/ cum Y e 0
o Greeted within 10 minutes of
1 O d&ulld);dwé-\ué'l()d)‘au:\;ﬂl . 1
entering :
) e Greeted within 5 minutes of O el Jgs (e G0 5 A com i1 o 2
entering
3 e Immediately greeted on entering ® deadl Js2a jsicua il 3
b. Did the staff either / or: oY) (gaaly LAl galf a@ g
a. Ask for the customer’'s name? sandl and e Jls
b. Greet the customer by name? Pand S5 e ranlly n )y
3 s  Yes, the customer was greeted by name O St o Jla faand S5 ae dpealy cam i 2T 08 ans @ 3
/ asked for his / her name Ll
o e No, the customer was not greeted by - R aand e Sl ol / dand S5 ae diaaly a3 ol NS 0
name / asked for h|s or her name ‘ Lewsl gl
C. Did the staff ask, “How can | help il "% gl oo loce AiCa (™ (i gall Sl JA @
you today?” and Probe the purpose of the T ) 5 i oo
customer S visit?
1. Yes, the staff d|d this B »ﬂ-h uLyJ‘ o4 |l e R 3
0 2. No, staff did not do this O ol uL-;A“ o8 (A O 2 0
. ! o #ls A Fgudall Apgisalel 2308 &
d. Was the Mystery Shopper redirected Lg5ls Lia /4Ll
on the basis of his / her needs7
1. Yes, h h d h
3 es, he / she was re |rected on the X ERERVERPRI TR PUEPRRErI Iy 3
basis of his / her needs
2. (OR) The first staff member B! s
Grandl a3 3 X J oW1 Calh gall il (4
3 encountered probed the nature of O o ot Lfmuj/ommj{ig)’h R ‘.(]J) 2 3
visit and assister him / her
3. N h she wa t
0 0, he / S no redlrected on O TERERPCRERIE PG FRNPTRRN 0




5.2 SoftSkills of Staff | el Ay el g 5.2

a. Were the staff courteous on the el 30 luaa A€ 0 0 lusial (sl (32l il gall IS A

customer makmg h|s

e No, the staff were not at all .
0 O BBY e 38 cilisal) oG Al S e 0

courteous

e Yes, the staff were quite / . e e
1 O B Al gle ABLL Cabh gall Ja Nl cand @ 1
reasonably courteous

o2 e Yes, the staffwere courteous R’ u!ulayu\ JSM ‘aﬁu . 2 o
3 * Yes, the staff were very courteous ) uu.m ATE ulnydl LR PPEL B 3
b. Did the staff demonstrate “active fhanl) Jledial " plal pliual™ Gl gall 481 Ja
I|sten|ng on customer enquiry?
. No the staff did not demonstrate . .
0 o - o) slhual cibigall gk ol S 0 0
active listening
e Yes, the staff listened quite ; .
1 ’ 4 / ] Colat Bsa JA0 5la 48 oy il gdl oal 28] cand @ 1
; reasonably actively
2 * Yes, the staff listened actlvely O Gulay) il sl ua-«at A i e 2
3 . Yes, the staff listened very actively = : A-ul.u\ll Cva S Cib gall sl al ari @ 3
Score
C. Did the staff appear confident? Phuud (ra (39 A1 o Cilgall 48 02 &
: ¢ No, the staff did not appear . ‘
0o O A Cra (Bl g Al o Cabisall jeln S 0
confident
e Yes, the staff appeared quite /
i PP q DO e S8 Al e B A e iyl ek i @ 1
reasonably conﬁdent
2 : e Yes, the staff appeared confldent X i O '&\3 4 e k—dn)nh : ‘(»u . 2
e Yes, the staff appeared ve
3 PP Yy O Ak pa Lalad (Bl Al o aligall jeda ani @ 3
confident
d. List the names of staff interacted g el ) il sl pland S35
with:
o Mr./ Ms. Omam~ FCWU\C 1 dall/dalbll e
o M /Ms. Doy male 2 UCEVSICE
e Mr. / Ms. 4 ALt/ Lealaht .

E. Staff Capability, Knowledge and

Cross-Selling
» Score
-6-1 Staff Capablllty | - L e | CpiBgl 61
a. Did the staff freQUentIy probe the | s el clabia) Aad e LY il gl ?f d;-'.i |

nature of the customer's needs?

1. Yes a1 3

0 2. No O 382 0
A e ~ ) g 3 TR

B

If ‘No’, please specify your comments:




b. Did the staff actively attempt to sy s s .
Y P fosl clabial Gliwy Alled Al glaay Cilh gall 28 A
anticipate customer needs?

1. Yes a i 1 3
0 2. No | 3 2 0
lf No please speufy your comments S el glady o8 Bl 1Y .
;usf angwer _m/ Gquer les
V
c. Were the staff able to cater to the .
. . Gl (193 e Q3 Clalial 4nl Gl gall pllaiad J &
needs of the customer without seeking £330 dai 35 Lue
the help of a colleague?
3 1. Yes o a1 3
0 2. No ® 382 0
' If ‘No’, please specify your comments: ' ' » S aloaluadsla ST 13
os/c_( +he re:pong;L/e oF Car Jocnt :
ISYES, s  the answer for Q V" Al AR o gadl (g8 Mead® csal) S 1)
Id be Not Applicable n gl
d. Were the staff able to answer all / most gl AL 08 Y i gl Ui o &
: faay i : OF Ay il i &
of the questhns posed? phna ¢
3 1. Yes o o1 3
0 2. No B 2 0
3 Gibu Y .3 3
- If ‘No’, please specify your comments: c / bl Pl a8 Bls ) ST 1Y)
agks fhe ﬁe/P From _The r'ermS/bQ Of al [oaBC. |
e. If the staff were unaware of the answer B
' . . . A foma Jgm o LY e 100 Gl gl o 2l 1) 1
to a particular query / queries, did they 50 Al 5 pe Y Jal cpm JUSII orlgls dlia ol Ja oA
politely “ask you to wait while they 63 dai falail
double-checked with the system / a
colleague™?
3 1. Yes " 3
0 2. No a 0
NA Not Applicable O '
If ‘No’, please speafy your comments: 1l ) plady o8 Bl DS 1Y
Score
6 2 Product Knowledge and Cross Sellmg f ALaY) gty giially il a2 ;
a. Overall, was the staff weII mformed on Cilaile Ailale Aee cila glae il sall sl U8 o ple Jody
~ € 8 _jaura Gladd g
Malsarah s product and servnces?
0 e Notatallinformed o LY o Glagleaanl ol e 0
. Well mformed on some of the
1 B e 5 o leadly Olatialiafle glaall any aley @ 1
product spec:ﬂc questlons asked
, : A iy i o PN ‘,L._.. 2 .

) ]
Well informed on mostofthe lgiilie




product-specific questions asked

e Well informed on all/almost all the

O il loledl LB/ Sl Sy o

3 T e et s 3
product-specific questions asked lgidilia i A cleasll
b. List the details of the “main purpose of A L‘\s) Jajﬂ @*‘“J"‘L;‘m:'j““‘ “-“_“1 L2y e” -~
o ‘X‘SM Ls' " n‘ _“ JQ <
your visit” (as per SECTION C); rate the Aahid) oda b .”‘f.a X(U :m] 1L
staff on the level of “product / service
knowledge” in this area:
INT: LIST THE CODE FROM SECTION B.______ @ el e Sl Ay eﬁ raly
0 «  Notat all informed O ',Ua\.ll J&e k_!la‘glu 4l u._l . 0
: » Well informed on some of the " A S Glaaall g cilatiall (e Claglaall Ganypley o L
product-specific questions asked lgidlia
5 o Welil informed on most of the a Al o leadll g cilatiall e il glaal) t._ﬂe\.r,l,._. . 2
product specmc questlons asked Lﬂ-‘“"h
3 e Well mformed on all/almost all the o c_,\_m,dl a L._lu‘,laA“ JS by s /c_,ujluh ds(.L_: . 3
product specnflc questlons asked k Lﬁ-‘“""-“‘ r"‘ & ‘-‘“‘““J
C. Dld the staff attempt to “cross-sell” uud..x " ",AL.‘:Y\ i o (,um Uglaay uh}d\ ?La Jn
other products and services? 9‘”“ ""“‘“3
0 * No cross selling at all gﬁ k_ ey e ay gall leay 3 el . 0
Cross-selling after a lot of
1 * ing afteralo O Gl b e 8K amy ALY aall Adeny W5 e 1
promptmg ‘
li f | m
5 e Cross-sel lng after a |ttIe/ some O i) (30 1) 31y LY &n Ty 6 0 2
prompting
3  Immediate cross-selling attempt O - 2ol Ao Alayt il das e 3
d. D|d the staff explam whyMaisarah’s
products and services possess a gl SJ..*:E‘.\.&J Sladiia \SL.X‘CJ.&; c._iBJAl ?‘LS dAa
“Comparative advantage” relative to fanadilal) & i) goa A5 e Al A8V
competing banks? o
1. Yes O axd 1, 3
0 2. No | X2,

NA Not Appllcable ) o E e - u-'L-‘-’Y B
If ‘No’, please specify your comments dab CL““‘-‘?’ el.:J b LS \a\
a//oI,L -7l Comydore ith the W/’Q)L’ 71”’3’

e. Did the staff attempt to provide Glalie oo AL e ey i gl o8 b,
falall &b uLa.uS.“ & Bl L-ALA-\AJ
“complete information” on Maisarah’s
products and services, along with
evant Ilterature’? -
INT: LIST THE CODE FROM SECTION B @ emﬂ O J-‘)-“ cus aﬂ uah
Score
0 ¢ No mformatnon atall g dz\b\!‘ olo claslaadnl il o 0
: » Information provnded on at some of 2 u_d\ Gilaadll g Sladiall ie Clagleddl Gasg aley @ 1
the questions asked - ) L*‘“’L‘
5 ¢ Information prov1ded on most of O A S laaally latidl e lagladl Qledaley @ >
the questions asked Leililie )
3 + Information prowded on aII/aImost 0 Gladiall ge e ghealt S Ly 8/ Clagleall S alay @ 3

all the questions asked

f. Information on relevant procedures

documentation and follow-up method?

lgidilia o5 A cileally
3 A 2 cltieadly s oYl Gt Glags £
alall




INT: LIST THE CODE FROM SECTION B.

0 N "”No“mformat.on - a“ e - — Omﬂy\ fo_ uu,xu m& . , 0
] e Information provided on at some of O A ol leaall y il Hie Sl ladll ua.u?lau . 1
5 . lnformanon prowded von most of X 25 A leaally cilaiiall o Clagaall et olay @ 2
the questions asked o L@:“‘SL‘" -
3 e information provxded on all/almost 0 uLN_\A\ oe uu,lu,\ Js Lu)is / i_:LA}L.m us ?L_. . 3
g WWD:d the staff atter{i}d; to acqulre e . " L
more customer information so as to follow- Gl adaia Q:i:;?ﬁ?:&tﬁﬁjhﬁ
up at the end Qf the visit?
3 1L Yes B a1
(,) 2 N.O‘ o <
o WFlf NMo’ p;lease specNi‘fy your comments: C‘*“ﬁ“ Felay D e'ljij

@ pual) (a5l A€y o8 1l

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

reachmg the counter:

INT: SPECIFY TIME IN MINUTES:
14 nufeg

P IR él}-

Timeless
Score
k' » 7.1 Timeless il 71
a. Waiting time on entering the branch, it & O T e
before dealing with the frontline staff: | Akl gl o fipall) B A Gt
INT: 5PECIFY fIME IN MINUTES: M 1B G G gl daa tdialy
0 . Over 15 mfnutes o B8 15 oe S e 0
1 '« 5-10 minutes o , Gl 10-5 e 1
2 . 3-5 minutes o Gi8a5-3 e 2
Mgm . | Under 3 minutes = “ G i e | 3 |
b. D|d the customer feel like the queuin . A .. s
~system functioned properly? ) ’ T ik day bl B S ksl 2t o
0 . :Teumg system did not functlon at R BB e daay ¥ sl i DY B e 0
: e Queuing system functioned, but it O sl gm0y oy sl i I i o o 1
worked W|th a few |mped|ments
VVVVV ) ¢ Queuing system functioned and lt 0 O Jwd gy A gy Jary ol @Ju;.uyt?unu\ 0 - 2 i
worked qu1te_measuly and efﬂcuently | Lo u” B
; e Queuing system functioned and it 0 JO g Al A gy Jamy aall Jun_uy\ eun_‘ ol . 3
worked very easily and efficiently : Ju
NA o Not appllcable o QJL-\JY . -

. "1\ - i i s SJLUu.\A m" da\u.-' 5 dj!&a e

1B Guaa i gl saa 1dialy




G. 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

£ Al hlil £ gana £

(pedY) S pan cp il aa pall 2 Lol

Al LN £ gara GAT oy T Jalalh |l
Gl Aadiall gl y £ RN ayals G
Ol all) jlgen g i) &
AuaY) Al las g 4id jaa g cili gall 3,08 z
g c

Additional Comments on Visit

1Adlil Cilida o) 2

(If any):




