A.

Details of Visit

E Maisarah

. Bank Nizwa

5 Meethaq (Bank Muscat)

53N el )

o i

|

~ Al Muzn (NBO) :

. Al Yusr (OAB)

(o' 51) el

DROOOOOO

(e ) Bn
L Gedod

Gl a3l il 1

- INT:

1. Bank Visited i SRR
~ Al Hilal (Ahli Bank) (2t eliy) gl f
' Sohar Islamic (BS) (Vo) Y Jlana
Al lzz Sl
........ e
Other Bank:
2a. Branch Name QO"&/‘ l(a IOUYH.(/ gl aul 12
; . 3
2b. Branch Area N,Qam Faro] RA Near Oﬁmn Police Gnte goill @i 02
3. Branch City [\]\7,0001 _ t_—_m 3 il 3
4. Branch . "
. Dﬁl(l’\llym kil 4
Region
: Day : ~ Month . Year Al YAl asdl il e 5
5. Date of Visit | ‘ N o
15 o | 2014
: * Hours Minutes RN oLl
6. Start Time of ]
; ol iy iy 6
Visit ]O 2,2
Hours Minutes Gidal Sleladl o
7. Total .
Duration of LM s 7
Visit 00 ’ @

Purpose of Visit
Current A/C

Application and
General Enquiry:

SELECT AS RELEVANT

o AN (o ta s 8
(Individual) ( )¢ S
. Current A/C . .
(Sl 5 ola Gl 8

- (Company)

' Saving A/C i a8
, Fixe‘d Dgposit dap g Sluas 0

oo Jlsiiul / giia alls T

AND/OR SPECIFY : L
' Home Finance Sy a3
DETAILS OF : S -
PRODUCT/SERVICE Auto Finance el = 5
R A Al
. Other (Please specify) s la e




C. Branch Presentation and Customer | | L TR DR IN by BV IURA| PSRt VS - PRtn

Facilities

: 4.1 Was Customer Parking instantly “
i ; "Mlﬁul.msﬁy@ﬂ\M‘ sl 4.1
__available for the Mystery Shopper? ~

3 . ] Yes S A y rw 1 3
o . . B g, B “ o -
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; ;;4 ) Emrance o Bu||dmg k N ; e : H‘ 5 Ma42 -
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m.. w . ‘NO,,’; Spec|fywhy/Descr|be how fhe' T S S ot 5 Oﬂ_“"\ s .
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" |b. Was the Entrance Convenient? - e o IS b s
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- If ‘No’, please specify “Why/how” the e Jaaall o5y ?5 Al a2a ¢TI G gl ST
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b Were the ATM and CDM machines SJatl 5B £l g (NI il pall 3420 SIS
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.~ which the ATM / CDM were not functioning (s g S Y
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SATM/CDM ks | 4 Citdl 5 30 S
| ATM/CDM area? |

- s . = : - B 5
o 2 No o B2 9
3 3. Notapplicable | G ¥ .3 3

28 Jamy ol o B 20m lliad e IS i gall ST1Y
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a ” Was the Bréhch air—conditi’c’)‘ﬁ‘iﬁg fully : % Lty ae Jed day er“ﬁj il s da
functional and sufficient?
| _] Yes - ?‘413 .
o 2. No o o 32 0
N — "Additionaf o PR S e il u—ﬂl‘s""u‘fs‘uls‘él ]
. comments / Describe how it was SO S s
| insufficient: |
b Did the branch possess sufficient ) H RAS Bl il gy b
§ lighting? i
1 Yes ® w13
0o 2. No o ; 32 0
If ‘No', please specify “Additional | [ il s ik 3 el g1 o
comments / Describe how it was S Ol S ey ~
| insufficient:
'¢. Did the customer have sufficient L el G dlS 30 [ UAIDU A4S aliaa dranll IS O
| waiting space / seating area? fousiad ,'
— | _ 1Ye5 e e -3 i ;
o 2 No ) o X2 0
If ‘No’, please specify “Additional [Pl Sl sam dllind Go S ol S 1Y
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c. Did the customer find it easy to follow k

the signage within the interiors of the L AN e gl gt ) A gy ay O et Bl JA L
branch, indicating different counters/ work fdanl) Skl (lsall)enl sl cilita ) ok 5 Al g il
stations?
Sl Yes ® PES I H 3 |
02 . B S io o

If ‘No’, please specify “Additional i gl 5 JLn] BN aa lliad e TS Ll pall S 13

comments / Describe how it was AAS (S ol el

- insufficient:

Greeting and Soft Skills of Staff

Score
5 l Greetmg of Customer s , ‘ o O qua il 54
a. Was the Mystery Shopper promptly : oV Adsha s Al Feuidll e chatlifcua S a3 0a
g Al
greeted / acknowledged” on entering
the branch7
0 e No greeting / acknowledgement o Gioaifcua Y e 0
e Greeted within 10 minutes of ﬁ
1 _ [ Graalt 580 (e 38310 D5 a1l @ 1
: entering
e Greeted within 5 minutes of N
2 ) O Guendl Jo20 e B8 5 M s ;1 @ 2
entering
3 ¢ Immediately greeted on entering b2 Gaandl J530 js il @ 3
b. Did the staff either / or: ‘ 1) gaaly Ciligall a8 b o
a. Ask for the customer’'s name? ) Saanll st e Jlu |
b. Greet the customer by name? fansd 83 ae Jpaally om0
3 *  Yes, the customer was greeted by name m S Jho Jaasd 83 aa rendy cam il 25 381 cani @ 3
/ asked for his / her name : gl
o ¢  No, the customer was not greeted by O aand oo Jh aly [ deul S5 pe draally am il S AL DS 0
name / asked for his or her name ’ f gt
c. Did the staff ask “How can | help L el g "% 0l liae lua AiCey CiuS™ il gt Sl Ja
you today?” and Probe the purpose of the ; €l 305 i o2
customer s visit?
1. Yes, the staff did thIS = Sy ula}ﬂ” eLs a6l c,uu 1 3
0 2. No, staff did not do this g J-Mt—dn_yxn?m?.‘cis 2
d. Was the Mystery Shopper redlrected ; ot L AR gl daslBile) 1 Ja &

: flgalaldal/adlalial
on the ba5|s of h|s / her needs7 ;

1. Yes, he / sh directed on th i ‘
3 es, he / she was redirected on the B el alial sl (5)cenl ain g 6o 55 ] a1 3
basis of his / her needs

2. (OR) The first staff member
- by 3 o gy Calh gall il (g
3 encountered probed the nature of | Ge dpeedi 43 l‘fécd‘,/am\.u})ih“}h . ,,(IJ) 2

VIS|t and a55|ster him / her

3. No, he / she was not redirected on .
0 a Leflalgial/allalgal 4 il saled 33 1 S 3 0
the basis of his / her needs




5.2 Soft Skills of Staff
a. Were the staff courteous on the

customer makmg i

e No, the staff were not at all

/ her enqulry7

il ki g (il gt g 5.2

e ’ 3 s 3 i Us« U'\g.ﬁdﬂuh}d\ ULS JA ‘

E. Staff Capability, Knowledge and

0 O BB e Gl gl (G Al S e
courteous
e Yes, the staff were quite / . . ..
] O S [l gl ABLY sl gl JaTddl cand @
reasonably courteous
2 . Yes the staff were courteous O L—ﬁjn_,nn JLS oy ‘?._x . 2
3 * Yes, the staff were very courteous " Al yad K—i-b_ym uls & axi e
b. Did the staff demonstrate “active $maal Jlaukion " la) pliual” Cilh gall B JA
Ilstemng on customer enquiry?
¢ No, the staff did not demonstrate )
0 O @it sliual Cibigall B al DS W
actlve I|sten|ng
¢ Yes, the staff listened quite / T, .
1 ] Lﬁl@j‘b.\:\glﬂﬁh@aﬁg&ﬂ“# ‘-\ﬁﬁ‘s!-.i .
reasonably actively :
2 e Yes, the staff listened actively a. Lut:.n uhy.“ u.ual ey e e
3 e Yes, the staff listened very actively b ul-u‘lf Cra J-l-is-l u&g..n ) al @ e
Score
C. Did the staff appear confident? Sl e (B g Sl o il gall el GA
e No, the staff did not appear ..
0 0 MdeJ\JM\ulGuL}J‘)‘JmA)S .
confident
e Yes, the staff appeared quite / L . o
1 O dw&mwgy@bbfulﬁuh_,m)g.kc?u .
reasonably confldent :
2 * Yes, the staff appeared confident o A Cpa (Bl g Adl o ol gall ek cand @
e Yes, the staff appeared ve L
3 PP Y R A (e L (15 40 o il pall ki coni @
confident
d. List the names of staff interacted . . .
tagra bt cpdlf cpdl gall pland 831 &
with:
» Mr/Ms. Mohd Balilag, 2 ARCAEC I
e Mr./ Ms. 3 FLSAR /AR .
e Mr./ Ms. 4 AL slal/Jalah .

Cross-Selling
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- 6.1 Staff Capability ; QB gall 3,08 6.1
a. "Dld the staff frequently probe the - I8y a3l clalial dah ¢o Jludiull ‘-"‘J"‘eud“"_"m
nature of the customer's needs? Fas
3 Yes B o
0 2 No ol .2

If ‘No’, please specify your comments:

S gl o 3T




b. Did the staff actively attempt to

anticipate customer needs?

sl clalia) (Gl Alad A glaay il gall o8 4

1. Yes ™ PECI|
0 2. No » 38 2
If ‘No’, please specify your comments: el gl o8 Bl 28T 1Y)
¢.  Were the staff able to cater to the .

. . b 9 Oa Q0 Slaba) A0 il gal) £ lliad Ja @
needs of the customer without seeking Se5la3l) sl saloce
the help of a colleague? -

3 1. Yes B PO
0 2. No o 382
- 1f ‘No’, 'pleaﬂsebébé‘c"ifybyour comments: -l jalialaddhla 5 "NS" 13
 the answer for Q W & A AR B sl (g€ <aad™ ool sal oS 131
"d‘. .a
d. Were the staff able to answer all / most | . . . .
) 04 g shaalt AL alie [0S 0 Adal) Cilh galt gl (A &
of the questions posed?
3 1. Yes " e
0 O 3.2
3 Gy ¥ .3
If ‘No’, please specify your comments: ) gl p8 Bla ) ST 1Y
e. |If the staff were unaware of the answer
, i i A o Qe e AlaY e ald Gl gal 0% a1 13 2
to a particular query / queries, did they i Al B e oS ) e UEENI iy dlie il Ja (A
politely “ask you to wait while they : oS3l daf fallail)
doubie-checked with the system / a
colleague™ :
1. Yes ( exi 1
0 2. No o <2
NA Not Applicable ® 5“"‘&\}
If ‘No’, please specify your comments: ) pliads B Bla ) ST HY
Score
' 6.2 Product Knowledge and Cross Selling - ALaYl gl s pialy Al 43l 6.2
a. Overall, was the staff well-informed on : Clatie dilaie dlas Gilaslae Ciligal) s QS A ol JSy
. ) § 5 e Cladd g
Maisarah’s product and services? ;
0 e Not at all informed o GULY! e Claglae 4l ud @
Well informed on some of the
1 * O @2 5 3 closlly clotidinfle o) amy olas 0
product-specific questions asked : ~
X m T ikl i e e i rdq, e

e Well informed on most of the




product-specific questions asked

¢ Well informed on all/almost all the " ClaGall ae Gile glaall J8 Ly 85/ Slasleall JSaley @

3 ’ product-specific questions asked Ldiie 3 A Clasdlly 3
b. List the details of the “main burpose of o Gﬁhﬁﬁﬁf;ﬁ;ﬁt}(ﬁ:ﬁ <
your visit” (as per SECTION C); rate the ‘ :m, oia gﬁ".. Cilasill g cilatidly
staff on the level of “product / service
knowledge in this area:
INT LIST THE CODE FROM SECTION B S el G G S o 1l
o S i NOt at a” mformed ey e dhw&&u}b 4_,_.50..;1 : .
1. e Well informed on some of the O A Al Gleadll g cilaiall Q:\c‘«“_:u}u\ ey alay . | 1
product-specific questions asked Leidlie
5 . We‘l‘l inforrﬁé‘a oh moSt of the / | a | 5 A Slaadll g Silatiall e @ujlun et alay e 2
W“product specific questions asked Ll
3M ~+ Wellinformed on all/almost all the 1 ciaiial pe el IS L 5/ il K oy o ;
product- specuflc questlons asked Lgiilia o ;‘5‘ claxaliy
¢. Did the staff attempt to * cr;s s-—;ell - L cladial " AlaY) Al o alal A glaag Gl gall ?Ls da P
other products and services? fis Al clasiyg
0 (. . ..;.NO cross seling at a I El I ).L.\jl o @L‘M tun meﬂg . .
. . Cross—s‘elling after a lot of ” o funied] a0 Sy ALY ol B oS 1
prompting ’
5 . Cross—selli%r;g after a little/ ;;me O k i (o S S iy c—““‘-‘l‘;-‘e" . o,
promp}ting
3 '« Immediate cross-selling attempt o 2ol e el aliilglag B e 3
~d. Did thke staff é;<plain whyMaisarah’s o
products and services possess a Lt B purailand g ciladia filal 2 iy cilh gall A8 g2 &
“Comparative advantage” relative to : PRl & il gon A3l "Rl ALY
competing banks?
] Ves g . Y —
— S Né. ey — e 0#
” NOt Aoplicable U 5 e . M? o
If ‘No;, please specify your comments: dab CL‘ub?s slay oS m
‘e BMithhe staff attempt to provide Glati oo AL ‘:‘L‘ka‘" &u“” Dagdbpdidin g
_ _ _ bl @l sl pa B gl Cilasd
“complete information” on Maisarah’s
products and services, along with
relevant “terature? e v . . s i SO
I’lw\lT: LIST THE CODE FROM SECTION B. S andl) o Sl GG o8 aly 4
Score | k
0 Noinformation at all o " LY e sl gl . 0
. . Inforrﬁation provided on at some of o A G uum\, k_:\a.\.u“ e Clagleall Gy aley e 1
the questions asked ha—
) + Information provided on most of o A G cleasll g cilatiall e Cilaglaall lat lay o 5
the questions asked - L.
; v o ikh}‘o}mation provided on all/almost " Shaiidl e uu}lu&l Sy s /uh_,l:.a“ Kol o 3
all the questions asked . Lﬂ"‘m"‘ sff” cleadlly i »
f. Information on relevkakht brocedures, ( ) Aagliall 4585 g cHlafieeall Sl 2 YL m““"m

documentation and follow-up method?




WINT: LIST THE CODE FROM SECTION B.

 pual) (30 3l Al o sl

0 ¢ No information at all oY e Clages ol Gl e 0
] e Information provided on at some of O A A Sleasll s claiial (e Gl glaall Gy aley @ 1
the questlons asked laiidlia
5 e Information provuded on most of O A A laaally clatiall o Claglaall cale) alay  » 5
the questlons asked Leflia
3 e Information provnded on all/almost = Sladiall e Cileglaall S Ly )3/ Claglaall (S alay @ 3
all the questions asked ' Letdilie 3 ) lanall

g. Dld the staff attempt to acquire .. g o . ;
more customer information so as to follow- Gl A i) st 03“5 u?\:ué cihisal o8 b
: 1LY g B Aaially pLAY ol G
up at the end of the visit? f
1. Yes X a1 3
0 2. No o A2 0
|f No please specnfy your comments: ’ gl pd elay ‘"3\5;“5! '
Rutg
F. Timeless
Score
7.1 Timeless cldl 71
a. Waiting time on entering the branch, U"“’J"” & ZL"""“ dis o il JJ“":: MY )
: da ) Joala¥ B3 B 0 g2 gal)
before dealing with the frontline staff: 9 o ot o Orsasd
INT: SPECIFY TIME IN MINUTES: : ) )
: : 1R G, il gl daa rdaly
0 s Over 15 minutes a ' 815 0a B 0
1 « 5-10 minutes o G8310-5 e 1
2 e 3-5minutes o GEs5-3 e 2
3 . Under 3 minutes R Gl e dil . 3
b. D|d the customer feel like the queuin . o
queuing S (Lo Jany il (b I AU s cape W ek A
system functioned properly?
¢ Queuing system did not function at T
0 | g5y O SV Ao Jaay ¥ Gaall 8 Yl i o) e 0
a oo
e Queuing system functioned, but it : .
1 i O Gl Gy g oSy Jary caall 3 Uiyl olli o) @ 1
worked with a few impediments
5 e Queuing system functioned and it 0 Juad (880 g A ggasy Jamy Ciuall 3 TGS o e 2
worked quite easily and efficiently 1 Leaa )
3 * Queuing system functioned and it R Oy g Al Al gy Jary Cuall 3 JUTY SI ) @ 3
_ worked very easily and efficiently : Jla
NA * Not appllcable Gk Y e -
c. Time taken for the * purpose of the oAl dsmaslh e G 505 o 4l™ Jal e 3804 gl

customer’s visit to be fulfilled once

reachlng the counter:

o a8 s

INT: SPECIFY TIME IN MINUTES:
12 _mMinuleg

1 HBAN Gaa i gl daa rdaly
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(Total unweighted branch score, summing all sections):
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" Area: Parameter

. ’ - , Total Points Scored in this
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D Greeting and Soft Skills of Staff
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Selling
F Timeless
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