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1. Bank Visited

DoooooowN

Al 1zz SO
e e
Other Bank:
2a. Branch Name Mmliarm") | ) g il aul 12
2b. Branch Area M/COL M 1 gl dige 2
- Hamdn > |
3. Branch Cit i a3
" Salalah o |
4. Branch ;
D h ) E HARMINY
Region Far ;
pay | Month  Year G 7Y RO i o 5
5. Date of Visit i o
12 01 | nay |
Hours Minutes Giday JEATS WA
6. Start Time of N
’ 3)‘:’.}“ L‘:‘ Cdy 6
Visit ‘ Q q- g :
Hours Minutes R aleldl
7. Total :
Duration of 3l 3. 7
Visit - 00 |2

Purpose of Visit

j Current A/C o (at)ém) G laem
(Individual) ' f
1. Application and T
' Current A/C
iry: O (Sl B EE IVENY L 3 e jludiul / plia il ]
General Enquiry: ' (Company) e e
' : Saving A/C ] 85 s 38
INT: SELECT AS RELEVANT " == D
. Fixed Deposit O fagdy s
AND/OR SPECIFY - R . S
/ Home Finance X S B
DETAILS OF : ; : o L
PRODUCT/SERVICE w0 Finance o e 022
Request not done - a o ol allall
- Other (Please specify) a . sl ye




C. Branch Presentation and Customer O a8 Al ge AN jedia &
Facilities ‘
Score
4 1 Was Customer Parkm mstantl
avadable for the Mystzry Shop:er'? v”.n 8 Bl e L) Gl 29 1 41
. . BE— . R )5‘2
5 peCIfyut“:n ev té ken tofln(;r;ark mg PO T 7V TP [
_ OUnder 3 minutes i G 3 e SN
03-5 minutes ‘ & 5-30
- 06-10 minutes : &l 10 -60
011 minutes or more g ; 1 e 1100
1 EIParkmg not found : Umu 3o 2 r,![j
3 42 Entrance to Bulldmg o : F ¥ - u.s.u.“ o d,a.ﬂ\ 4.2 :
a. Was the Entrance Clean? b | | slidas d.n.-&s ulsk Juﬂtumm
1 Yes X a1 .3
0 2. No o 3.2 0
Wwwl If ‘No’, specify “WHY/Deécribe how” the ‘ S "G Gl 13 md&dw NP ul,ah s m !
_ entrance was unclean: gl e Jaadl |
" b. Was the Entrance Convenient? ‘ laiia dﬂd\ o dhw.&.d
1. Yes & 1 3
S N o e % 2
If ‘No’, please specify “Why/how” the Gadlia Jaaalt Sy ol "IHT 20m ¢3S el gall S I
entrance was inconvenient: k
4.3 Cleanlmess of Premlses ; o (e il 4.3 i
Were the branch premises clean? s g Al e OIS o
: 1. Yes X r,u 1 3
0 Z.WNO D e 2 OH
If ‘No’, please specify “Why / Describe how” ST g JELT 302 o e "\::\v;;bj; :i::
- the premises was unclean: ' ‘ 5
4.4 Brandmg Material LJ@TM{ZYWWW '
a Posters / Branding materlal presehtv MJ‘J'““ ‘“L"‘“ A Akl "‘L‘)" [ cbals Budll
on doors, we!'lksmar]d windows? sy
1. Yes ® . esu 1 3
- - o R 2 b .
o If ‘No’, please specify “additional o Cglal clladle’ s dlmd e IS Gl S
comments”, if any: .
Score




b. Pampbhlets, Leaflets and Brochures on

display? ;

el il SliSilm je 3 0 Lo

3 ; 1. Yes PRI : 3
0 2. No a X2 0
e S St e S el T
If ‘No’, please specify “additional ‘aa

. comments”, if any:
L C. Branding material up-to-date? S 4yt cldlal) M ge B &
1. Yes = 1 3
2. No -0 X2 o0
. If ‘No’, please specify “additional O bl Sl das dlliad e ST il gadl S 1Y
“Gaa
comments”, if any: B
- 4.5 Presentatlon of Staff ; ' u-&s-‘“ J‘-E“ 45
©a. Were employees present at over H.uts.. ;w g,m g.ihy (v %90 Cra J.\s1 dal gy oS da i
. 90% of the branch desks and counters? : fLas 8‘3‘3 :
0 2. No R 20
, - ' O Rl cllaadlt aaa it (e ST Gl S
If ‘No’, please specify “additional "Caay
g comments”, if any:
& out of Qemployees were own/aé/c
’ b. Were all / almost all of the staff . . . . ) ~
| Ty S el (190 5y il gall alina [ JS OIS A
i neatly and professionally dressed? ; ;
3 1. Yes K 5103
0 2. No o M2 00
,,Mw,,w.mw.,M,,,,w,,,,,i, ,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,, “WEJ\. "’@&fa&;)\-‘x" A h“jﬂ '35' (}n ‘"\ " ;')‘ _,.;]‘ L’JLS ‘:\l ;
. If ‘No’, please specify “additional Saag
comments”, if any:
¢ Wereall / al Il of f i
< ere all / almost all of the staff aganty S (i gmu ol gl e f 6 OIS Jh 5 |
wearing name badges? !
2. No o w2 o0
If ‘No’, please specify “the approximate ol Gl sall gy 1 20al 20 b (e IS il gl ST
. pelanldl jlE O gy Y
number of staff not wearing name badges:
Score
| 46  ATM and CDM machmes gl NI il ali 53¢l 4.6
Ca. " Was the area surroundmg the ATM @il £l g M il el 3 5g) Bl clsall S G2 T
€ oplall Gun g il
and CDM machines c/ean and presentable? :
3 1. Yes " 13
0 2. No O B2 0

f If ‘No’, please specnfy “Why/ Describe how
~ the area was unclean:

g /1" 2aa limd e IS Gl gl S



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

~ insufficient:

b. Were the ATM and CDM machines fanl Bl £ 1ol s (N il puall 3540 S o
fgnctionihg?
| 1. Yes o pad 1 ‘ 3
. 2. No g . % 2 .
- If No please specnfy the tirhe at which at - °J:T)‘j titi«:j‘ th‘)"i‘:tnj‘é;w}jf:ﬁ:: -
- which the ATM / CDM were not functioning :(t,s;iﬂ‘ I g )
. (and specify which machine, ATM or CDM):
DM _was not WOrlUfWJ
c Was there sufﬁcnent cooling in the CATM/CDM ki 3 s il gl (8 0 0
~ ATM/CDM area? | |
] Yes e 5 ST
”o 2 No = R . w2 g
3,3._N0 , app],came a ARSI 5
o 45 oy o) g 8 1" as llizd (e D" Gl gall IS 1Y)
A JS0 sl
If ‘No’, please specify “the time at which at
. which the ATM / CDM were not functioning f
( (and specify which machine, ATM or CDM):
AC was  not working
4 7 Branch Amblence and Facmtles 3 R Cbgudlly g Jly pall 2l 4.7 i
a. Was the branch air- condltlonmg fuIIy fudlSy 4 JSdy Jary Q"‘L”'“ dsdgs el
| functional and sufficient? k
: 1 Yes ® ) 1 3
_0 n2 e = S <
. I ‘No, please specify “Additional : Rl laadld s el e ST Gl S f,
H S
- comments / Describe how it was
insufficient:
b.k ‘Did the hranch poésess sufficient , ' B fAES Solualy &J‘m B
| lighting?
1 Yes , e’-‘ 1
O 2. No a o a8 2 0
Cf ‘No’, please specify “Addittehal [l clliada" 23 el e ‘"js;'»‘;‘ﬁ'“ oSt
. . S S Al el aayl
; comments | Describe how it was .
insufficient:
" ¢. Did the customer have sufficient 20l (o dlS 236 [ JUEIDI S daloaa Jraall S 1
: waiting spacﬁeu/ seating area? uesled :
1. Yes B ' P
0 2. No o w2 0

PR s 3ol g ST il T

(S Syl S il |




c. Did the customer find it easy to follow

the signage within the interiors of the z AN Ao gl gal) LB A gy & O e pllaiad QA &
branch, indicating different counters/ work fdanll ¢iSlal g (ilall)enl 2 gl Calida Y a5 (A5 g Rl
stations? | e |
L Yes = S ma
S "~ | : B g ‘ . \1 2
: If ‘No’, please specify “Additional ool il ilaadh” s2a Gllmd (e NS Ll pall S 13
. ‘comments / Describe how it was A 8l as
insufficient:

Greeting and Soft Skills of Staff

3

0

¢ Score
" 5.1 Greeting of Customer = & e Gt a1 5.1
- a. Was the Mystery Shopper “promptly : (o Adgia gh AL Fauiall (o Gl ) ?:‘ed‘:é: :
greeted / acknowledged” on entering | =
the branch? »
0 e No greeting / acknowledgement a- el [ qua i \1; . (1]
e Greeted within 10 minutes of '
1 ) 0 el Jg20 e B 10 P s 51 o 1
entering
e Greeted within 5 minutes of ‘
2 a . dreall Joda e B 5 D3 a1t o 2
entering ;
3 ¢ Immediately greeted on entering R Granll Jsa0 jshcanill o 3
b. Did the staff either / or: . 1Y) saaly Ciligall A8 Ja
a. Ask for the customer's name? Siandl il e Jh
b. Greet the customer by name? ‘ faant €3 ae Jraalh a0
3 e Yes, the customer was greeted by name ® | S Aad Ge Jl faat S5 pe Jpaally Gua S 5 08 cand e 3
/ asked for his / her name i Leansd
0 e No, the customer was not greeted by O dand oo Jha oy / dant JS3 e eadly qam il A DS 8 0
name / asked for his or her name : Lganst gl
c. Did the staff ask, “How can | help i) g "% gl SBaebiia AiCe LS cibigalt Jlu B &
you today?” and Probe the purpose of the f el 35 i e
customer’s visit? ‘
3 1. Yes, the staff did this ® : Ay Gl gall 28 oT an3 1 3
0o 2. No, staff did not do this 0 Gy Cals gall 3y ol 38 2 0
e e s ikl g i e r-‘ ETT
. d. Was the Mystery Shopper redirected Y lgTla L ATl Lial
on the basis of his / her needs?
1. Yes, h h di i
3 es, he / she was redirected on the R ialal/dabials) () chsanl Agm g Skl 25 ) o 1 3
basis of his / her needs .
2. (OR) The first staff member "~
: je Cheall 4 B o2 J oV aln gall il (o) |
3 encountered probed the nature of 0O Ge dpandi s A \fmmjlnauj‘igj\ . ‘.(]’) 2 3
visit and assister him / her
. No, h h t redi ‘
0 3 e / she was not redirected on O sl et bl 1 s g sle) 35 1 036 3 0

the basis of his / her needs




52 Softskillsofstaff Cipall LS g Bl e 6.2
a.  Were the staff courteous on the Tl 330 loua LS (0 o el (52l (B ciligal) S G S

customer making his / her enquiry?

e No, the staff were not at all
0 . O GBY o gl Gilhgall (G Al DK e 0

courteous

e Yes, the staff were quite / . v . e
] X aé&/ﬂ&hﬂ%;ﬁhﬂ\éﬂﬂceﬂ . 1
reasonably courteous

2 * Yes, the staff were courteous 0O d.d &_ﬂl:}aﬂ uls P e . z
3  Yes, the staff were very courteous 0 Mhﬂ\ Had k—lLl_gAJ‘ oS ) PRSI
b. Did the staff demonstrate “active Tl Jludld " lal pliaal™ (il galt gl A

Ilstenmg on customer enquiry?

e No, the staff did not demonstrate . .
0 | o) slhal Cilgall jgliy ol S @ 0
active listening

Yes, the staff listened quite / . . e .
reasonably actively
2 e Yes, the staff listened actively Luh.a\ thA\ hea) ) cani e 2
3 e Yes, the staff listened very actively miy A-ul-u‘l\ O )HSJ il gal) s Sl cani @
Score ;
- ¢. _ Did the staff appear confident? Shudi e (Bl g ] o CaBigall sha A
’ e No, the staff did not appear .
0 [ mc,..d.abd.ﬂu.bu.b_,dlje.h?i,\s . 0
confident
e Yes, the staff appeared quite / .
1 O Jes S8 Al (e (@15 Al o Gabligall jeko s @ 1
reasonably confldent :
2 . Yes the staff appeared conﬁdent R Al (o (B g A o Calgall jedi ans e 2
. Yes, the staff appeared ve
3 PP i O Adi fpa Lol (Bl Al o Caligll jekcani @ 3
confident -
d. List the names of staff interacted . .
: me eracte Tadre Calalal Cpdl) cyd gall sl 83 &
with: ‘
Mr./Ms. Omani male 1 A/ e
e Mr./ Ms. 2 ARV AR °
e Mr./ Ms. 3 PASAT VAR .
e Mr./ Ms. 4 e/ Laalah .

E. Staff Capability, Knowledge and . . .. .
aft L-apabliity 9 (ALY gl Bl 5 A ) s giann g il sl 557

Cross-Selling
Score
6.1 staff Capability 4 ‘ il gall 508 6.1
a. Did the staff frequently probe the S Gl clalia dagl 0F Jlaadialy il sall 18 Ja |
; ¢ 5%
nature of the customer's needs? %
3 1. Yes . ‘ ) _— e 1 .
-0 2. No = 22 0

If ‘No’, please specify your comments: (el bl o Bla IS 1Y




b. Did the staff actively attempt to

anticipate customer needs?

s cilalia) Gliuy Aad A glaey Cili gall 48 Ja 0

1. Yes ® a1
0 2. No | X2
If ‘No’, please specify your comments: )l a8 Bl ST 1Y)
c. Were the staff able to cater to the . o
. . Gilb (198 Ga QS Clalia Al il gall plliad Ja &
needs of the customer without seeking Se3a 51l 2 5aeloce
the help of a colleague?
3 1. Yes = axi 1
0 2. No X 802
~If‘No’, please specify your comments: RORPRICN I ARG TSN
o sk ano{ﬁen cm/J/ovcc A
V' LN A Gl gad (aSy <A™ il gadl QS 13
[1] -'.! "
d. Were the staff able to answer all / most . P . o
_ P g shaall ALY alina [0S 0o AaY) Cili gpall plind o &
of the questions posed? ‘ B
0 O ,\s 2
3 Gibay Y .3
If ‘No’, please specify your comments: bt he as/czd Sl zlas a8 Bla ST 1Y
No_he_clicin'!_aaswer off mJ/ 7u€f/eJ
_one_oF hic _celleagues.
‘ V4
e. If the staff were unaware of the answer w
; C A g X PR 13 ik gall Mz
to a particular query / queries, did they e uéﬁiﬁdwaiﬁ B:%;:fﬁd:"‘f‘ €
politely “ask you to wait while they S ' o '?";»'5:1 aalf /?Lﬁm
double-checked with the system / a
colleague™ r .
1. Yes B a1
0 . 2. No miy 3.2
NA Not Applicable o s ¥
If ‘No’, please specify your comments: ‘ gt gl ad Bla ) ST 1Y
Score
6.2 Product Knowledge and Cross Selllng , ALY gl g ially 2"":"‘" 48 el 6.2
©a. Overall was the staff well-informed on f Clalia dilaie dhas Cilaglas il gall 5 0“:": ple d‘:“ J
‘ T o iz Ciladd
Maisarah’s product and services? ) ?
0 e Not at all informed O )Ja\.ll k_,ic Claghedd gl o
Well informed on some of the 4
1 ) ' ° _ O il 5 3 cloaslly clatidliobe fiedl ey ooy o
product-specific questions asked !
5 a3 A claaally cilaiidl e Glagladl ciled aay @

e Well informed on most of the b

Leiddlie




product-specific questions asked '

e« Well informed on all/almost all the

ng\»ou)undsgﬂ/‘@@)unjsgg . “

documentation and follow-up method?

falall

3 product-specific questions asked - lgiilie o Al Claaall 3
b. /List the‘kaetai‘lsb of the “main purpose of Gﬁiﬁﬁﬁf;ﬂ;ﬁ?}(&:ﬁ ;
your visit” (as per SECTION C); rate the :m‘ ola g-é“'"l.ah-iﬂb clatidl
staff on the level of “product / service
knowledge” in this area:
* INT: LIST THE CODE FROM SECTION B.______ il G ) S 8 120y
o - NOtat N mformEd — dm\‘“ GJ:.L:.LAJLA «de oy
] o Well infdrhed on some of the Nk a3 g.}\ Gileaall y clatiall Gie e gleall iz alay | . 1‘ |
product-specific questions asked lgiidlie
5 + Well informed on most of the O ? A Glaadll g cladiall g cilaglaall et alny @ 2
prodpqi%pecific questions asked - - Lgisiilia
3 . Well informed on all/almost all the o Cladiall s Gileslaall JS Ly s [ Claglaall (S aley @ ‘3
product-specific questions asked leidilia o5 A leaddl
c. Did the staff attempt to “cross-sell” SEGARY gaua\zs&n"u,.um U glaey Cilipa o8 Ja @
‘ other products and services? Al cladg
% : No.c.};).ss....sé..l.liqg N . El Sy &Myly‘w&?} . T
: e Cross-selling after a lot of o ) n S sy oY) ) ens oS 1
prompting o : -
5 . Cross—s.elling after a little/ some o ) o (Y LY ol ey 5 2
prompting
”’3k . Immediate cross-selling attempt o 258l o ALY aulidl das 6 e 3
- d. Did the staff explain uh_yMaisarah’sw B T
' products and services possess a L 5 puurailasd g cilaiia 13l 7 gy Gl galt o8 Ja &
“Comparative advantage” relative to PALdliall & gial) e 3l "ippeadl) ALY
competﬁ ng banks?
3 1. Yes O PEL ] 3
0 2. No ®= 3 2 0
NA " Not kAppIicabIe =l ek NA
o If‘No’pIeasespeafy your comments: ) pliads o8 Bla ) K1Y
; didn*! coalPare LY I coﬂy)c)‘:'/vfr. «
- e. Did the staff attempt to provide Gl g ML ‘:‘L‘J"':‘" ‘ﬂ"u”Y A glas; Libigall olf B g
. _ . sdlial) @13 Sl aa B puupall ladi g
“complete information” on Maisarah’s
products and services, along with
relevant Iiterature? A v e e o S G OO SR |
U INT: LIST THE CODE FROM SECTION B. G pnilll G Sl A @B 1Ealy
“Score
0 + No information at all a _ B ALY e il sl 40l uaui AAAAAAA . 0
: e Information provided on at some of = | A o leaall y cilatial e Glagladl gany olay 0 1
the questions asked - B -
“2- . Informatlon provided on most of O &5 el Cileaall s clatiall o Slagleall el aley o 2
the questions asked - Lghiilia )
e 3 s '« Information provided on all/almost g Seudice Gilagbeall S Ly 85/ Clagheadl K alay @ 3
all the questions asked - ‘ LG:‘“"'L“ & G el
f. ”Information on relevant procedures, i Aaylial 4550 5 ChaTianall g i) 2l Allate Slaslea £




INT: LIST THE CODE FROM SECTION B. &l (30 30 A, 5 s,
0 « Noinformationatall O Yk Claednlod e 0
: e Information provided on at some of R & A leaall s Gladial cie e sleall ua:.v?h-\ o 1
2 "« information provided on most of O A clesl; clatidl e clesleadl el ey o 5
3_W e ,.,f]},formation provided on all/aimost  clamiall e el el S L5 / el S oy 3
all the questions asked ; leidilia o5 () lasall
_mg_ Did the staff attemnt to acauire - __m,. - 5 ’ i - S
more customer information so as to follow- Gl Aalale 5 a:&?ﬂgt&tﬂﬁf&
up at the end of the visit? - » ; - N
L1 Yes 0 | 13
; 2 QNO . . I =TT o ,
If ‘No’, please specify your comments: Tl o8 sl S 13
O/ro/n‘f orsk Jer FUf‘7L/7€/' m}w/'m 6 7900 A

Timeless
7.1 Timeless B ’ ; ' . < gl 7.1
a. Waiting time on entering the branch, Ol gl & Jalall dﬂ’J (g Al Jgia aie Ly uﬁﬂ

+ daadll a8l ga o lq—'L‘Y‘ iy Q,A O 92 gall

before dealing with the frontline staff:
INT: SPECIFY TIME IN MINUTES:

:dé@.\.“ a8 gl daa sdialy

0 ¢ Over 15 minutes a ma 15 O ST e 0
1 e 5-10 minutes o wba 10-5 o 1
2 e 3-5 minutes B G35-3 e 2
3 e Under 3 minutes O Gl e e Ji e 3
b. Did the customer feel like the queuin .
auening T Sy Jaay caall (3 JUEIY) 5 cl (o ik B
system functioned properly? '
ueuing system did not function at :
0 * Q” 95y K Y Ao Jay ¥ all G iyl Jlsi o) e 0
a
. Queum system functioned, but it . ‘
1 ¥ O sl om0 daas il 3 Gy s ) 1
: worked with a few impediments 5
, : e Queuing system functioned and it O Jlad (S8 g A gy Jary il o Y A ) e )
worked quite easily and efficiently ! Lo 2a )
3 : e Queuing system functioned and it O I8 g Al A gy Jary iiall o Y A ) e 3
worked very easily and efficiently Ju2
NA e Not applicable / ;,;L’u Y e -
. ¢. Time taken for the “purpose of the ol dsagl e 0 5 i B Jal e *“"‘l;‘*’ﬂ‘ <
: ‘ 2 Al o)
customer’s visit to be fulfilled once e
reachlng the counter:
INT: SPECIFY TIME IN MINUTES: I . .
U m_‘ nM_t@S 1R a9l dda tdaly



G. TOTAL Branch Score

(Total unweighted branch score, summing all sections):

Total Points Allocated /
Parameter

. Total Points Scored in this
Section - Parameter Under Evaluation "
‘Area:

C Branch Presentation and Customer Facilities

D Greeting and Soft Skills of Staff

Staff Capability, Knowledge and Cross-

Selling

F Timeless

TOTAL SCOR

(?L“‘E\J‘ g o 6&_}9“ daa oyl e bl
Gt Aadialt et Alt g g Al ayais &
Ol gallil e g ) &
gibh?\@gllw\,d}nj‘dﬁ}d\s,)ﬁ z
< gl z

Additional Comments on Visit

tAgdlil clilad o)

(If any):




