A. Details of Visit

Maisarah

LSJ)J iy
(e ) 35e

| (J‘ o ) oA

Bank anwa

Meethaq (Bank Muscat)
: AI Muzn (NBO)

i
i
i

|

ROOODOOOoaOo

‘ : |l I T et Al

1. Bank Visited AlYusr (OAB) _ (9" < 5) o LAk gl il
Al Hilal (Ahli Bank) g\é\l‘ J-u) W ;

$ohar Islamic (BS) (Jla.a) u_u\m(\ _)Lx.a

<Al lzz Al

S P OOOPIIN b e

; Other Bank:

o - - N - S— b . - -~ ——— .

2a. Branch Name A/} l Z'Z, o g il al §2
2b. Branch Area C/BD mm brm/d’) : gl alse 2

3. Branch City RU\W \ | i 3
4. Branch > |

: VlSt ” Gl 4

Region M %

Day' Month Year - BYRA| asal bl an .5

5. Date of Visit o ‘
16 Ol Q ou_L
e e e

6. Start Time of

Visit \ \ N ,G’

Hours Minutesw Lo ‘54@.\.“ e ludt

M lyed, 6

7. Total
Duration of LM 7

Visit ; 00 25

I
B. Purpose of Visit |
Current A/C O (me) o ol
(Individual)
1. Application and ] ‘
. Current A/C
General Enquiry: | (Company) ) e oo il / peiie qilla
Savmg A/C O OB Sl
INT: SELECT AS RELEVANT ,“* I T e - v
5 c . Fixed Deposit a Ay g s <
/ ' Home Finance | ’ ) o
DETAILS OF e e -~
. Auto Finance K 5l B
PRODUCT/SERVICE e o o i
- Request not done - O r:.u rJ calkall
. Other (Please specify) a 23a lA_).\c




C. Branch Presentation and Customer s laniallidgwil oo AN jedia &
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4.1 Was Customer Parking instantl
available for the Mystiry Shop:er? u,m G Bty clfge ) Gonlid) S2s 4T
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i a. Was the Entrance Clean7 | "f.s.\k.a d;.\.:.n Uts ‘ja \_ o
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. number of staff not wearing name badges:
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b. Were the ATM and CDM machines fant gl £IaN g V1 Gl el 5 gl S b
functioning? :
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0 © 2. No iy X2 0
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Sl peall Glen sl 23m3) Caad Y (gl g 1as¥l 5 V) il yual
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comments / Describe how it was :
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. ¢. Did the customer find it easy to follow

the signage within the interiors of the

branch, indicating different counters/ work j
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2. No

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

¢ insufficient:
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- 5.1 _Greeting of Customer

a. Was the Mystery Shopper “promptly

greeted / acknowledged” on entering
the branch?

O My qua il 5.1
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¢ No greeting / acknowledgement
e Greeted within 10 minutes of
‘ O Jredl Jg30 e BB 10 DA cun sl @ 1
entering
o  Greeted within 5 minutes of
. O Jreadl J530 e G 5 s cua il o 2
entering
. Immediately greeted on entering X Gl J530 5 a il @ 3
b. Did the staff either / or: 1Y) gaaly il gall B8 b o
a. Ask for the customer’s name? Sraall ol e Jho |
b. Greet the customer by name? fhand S pe dpaally cn )
e Yes, the customer was greeted by name 3 et o Sl e S5 ae iendly Gum il 25 00 caad e 3
/ asked for his / her name ‘ Leansd
* No, the customer was not greeted by 0| 4eee Sy Y,s,/m\',ss o drealbcua gl Bl 2S o 0
name / asked for his or her name Leand
L c Did the staff ask, “How can | help il g "% gal) S0 La (AiSay LiS" il gall Sl A
you today?” and Probe the purpose of the ; € deaall 35 b o0
customer’s visit? ’
1. Yes, the staff did this R Gllay Gl pall 18 a8} cpai 1 3
2. No, staff did not do this a Ay il gall 8y ol 382 0
d. Was the Mystery Shopper redirected Gt pls AR Fouldl) dpagiBile) 61 4
fleilalial/dilalial
on the basis of his / her needs?
1. Yes, he / she was redirected on the ;
 @lalialaalalbal gl (5) el 4sa 5 3oled 33 a8 cand 1 3
basis of his / her needs ® e
2. (OR) The first staff member :
O el 4y (& (3 ¥ il sl il () 2
encountered probed the nature of a Bae b foseluss 3 o) das 3
visit and assister him / her
3. No, he / she was not redirected on ; . )
O eilaliial/alaliial ) aga gl daled 23 o S 3 0

the basis of his / her needs
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‘ Soft Skllls of staff
Were the staff courteous on the

customer makmg hlS / her enqmry?

e No, the staff were not at all

el A g il gall S e 5.2

e . \Sastuu‘,' upu - Lg.\l &duh}di S5 0

0 OBV e gl dibgall (Al DS e 0
courteous
e Yes, the staff were quite . ..
1 4 / | Bap [l pala ABLY oo gall A5 3l aad @ 1
reasonably courteous
2 * Yes, the staff were courteous O g-d uda,Al uts 1 e 2
3 » Yes, the staff were very courteous X ‘-ﬁbﬁ‘ uad unyl\ Js a 2l e 3
b. Did the staff demonstrate “active fanl) Sl " la) plinal” Ciligall gB) JA s
Ilstemng on customer enqu|ry7
No, the staff did not demonstrate
0 * m) ) slial il gl eyl S8 o 0
actlve listening
e Yes, the staff listened quite . .
1 q / o %@\Sﬁlﬁﬁa&ﬁhdﬁﬂ\uﬁm!ﬁc@ . 1
reasonably actively
2 e Yes, the staff listened actively R Cata) uh}.n hoal G uad o 2
3 e Yes, the staff listened very actively O -t.r..l..u\n G S uh}.n (Al 5 &(n_v . 3
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c. Did the staff appear confident? Pdcadi e By Ad) o CiBigall gl Ja
N ihe Sta:ff‘d'd s - . . I e e
0 * ! PP O Al (e (B Al o Cala gl seku DS e 0
confident
e Yes, the staff appeared quite / . o
1 PP B Oaiaa S0 Al e (@l 4l o aligdl jeda caad @ 1
reasonably confident ;
2 ¢ Yes, the staff appeared confident a Al e (Blg Al o Caligall jelacaai e 2
Yes, the staff appeared .
3 * € stalt appeared very 0 o e Lol (3l 0] o il gall jeds can @ 3
confident ,
d. List the names of staff interacted g LlaE ) ) pland _SH 4
with:
e Mr./ Ms. Ha’a/) 1 AT RAR .
e Mr./ Ms. 2 ‘\Lal.d‘/d.\.a\ﬂ\ .
o Mr. /[ Ms, 4 FARAR TR .

E. Staff Capability, Knowledge and

ALY ) Alas 5 A1 jmall (5 gisa g il gall 508

Cross-Selling
Score
6.1 Staff Capablhty CuiBgdli 3,08 6.1
a. Did the staff frequently probe the s Gl Slaliia) Anpk 08 Jladliul Cilgal) o8 Ja
‘ Sk
nature of the customer's needs? o
3l Yes ¥ 1
0 2. No a 82 0

" If ‘No’, please specify your comments:




| b. " Dldthe staff attiveiy attempt to (
anticipate customer needg?
- 1,,:_“.%5‘,,, . Biaes
0 2. No )

If No please specnfy your comments

¢c. Were the staff able to cater to the

needs of the customer without seeking

the help of a colleague?

gl cilabiia) (G Uad A glasy il sall a8 G @

O 382 0

Qb (g3 Oa Qg3 Slalfial Al Cilh pall plaiul 4 @
foMa 3l 2al Saeloca

3 1. Yes "121[: - ma 3
0 2. No o 3 2 0
) "I ‘N0, plea‘se 'spéci”fy your comments: ‘ REERISR VARG TN L
VG A AR B Gl galh (e Mand™ Gl gl (IS 1Y
- d. Were the staff éble to ;n;wef all / rno‘st . . .
] ~ fda g shaall ALLY) alins [0S o8 LlaY) Gl gall plaid o &
of the questions posed?
B - ; Yesww = =, 1
i > e — < 2
; \ ‘ u-*h-e ¥ ,3 3
. If ‘No’, please specify}nur comment"s\?mw ) gl o8 Bl 28" 1Y
e. I% Athe staff were unaware of the answer o ) . .
to a particular query / queries, did they ﬁﬁgﬁiﬁﬁ;i&.‘;ﬁ B:iuuhﬁ“_‘f;“;lﬁ '
politely “ask you to wait while they "o 3t aad falladl)
double-checked with the system / a |
colleague™ |
..]. {(es o . . e 5.:.41 5
o . > Ne .l | el B
NA Not Appllcable B - K éake‘i B ‘
" If ‘No’, please specify yo:r comments: : - el lad o8 Bl ST 1Y i
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6. 2 Product Knowledge and Cross Sellmg -

a. Overall was the staff well mformed on

Maisarah’s product and serwces?

a3 s Gu.dh Wadiia ez

0 e Notatall informed

e Well informed on some of the

product-specific questions asked

2 : e Well informed on most of the
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product-specific questions asked

e Well informed on all/almost all the

Gatiall pe e glaall J8 LS / Glasledl S ay 0

f. Information on relevant procedures,

documentation and follow-up method?

3 product-specific questions asked . Liilia o A cilarall s
b. List the details of the “maink purpose of iﬁlaﬁ'\ﬂ Wﬁ;ﬂj}u‘@\f é“&’«’i B
your visit” (as per SECTION C); rate the g FRRKIEN ﬁ&gjmh
staff on the level of “product / service
knowledge” in th|s area:
INT LIST THE CODE FROM SECTION N < e-“”‘ O Sl sy eﬁ il
| O . »Not at all mformed o Cs"‘ uu,luu.ﬁuml «
: ‘ . Well informed on some of the o & B claadll y latiall Gie Gl sleall ey aley 4.‘ |
produc}t—spg;i‘fi‘c questions ask}ekdb Lgiddlie
) . Well info‘rmed on most of the & & L_,_1}1 Shaadl g_)l;.ua“ U; @ujl.;ll ey e
product-specific questions asked i
3 e Well informed on all/almost all the o g_'tA.uA\ as g_,ujxul! ds W /uu}&uh Kalay o
| product-specific questions aske : L —
c. Did the staff atterﬁﬁt to “cross-sell ciladial " g,31..4\1\ adl™ G ALAD A glaney il gall o6 A &
other products and services? °<5J“‘ "'L"“J
- o B No cross S.e.l.l.;i;.hg el g S e ey cun ML,,._.?;, P! .
: . Cross—‘_;elling afteralotof 0. ) B 26 32y ) gl s 6 @
prompting
5 e Cross- sellmg after a little/ some ® . i) (50 Y sy ) ol A 5 o
prompting
3 + Immediate cross-selling attempt = il e eyl il daa i e
d D.&the contt explam winMaicarah's et
products and services possess a L Bpaupailadd g oladia 13lal 7yl il gall 218 S &
“Comparative advantage” relative to TR ghal) a4yl "dpenill LAY
competing banks?
1.. ‘ kYes E : a1,
(,)W__W W.2 No = e -
NA Not Applicable o )
If ‘No’, please specify your comments ehlJ CLAA_LI RAE) "'; "y
S mc:Dldthe staff at;émpt to provide il o LIS clagla dilkeY Ayl B gl o6 g
“complete information” on Maisarah’s | bl 03 Sl g Bl sty
products and services, along with
relevant hterature"
INT LIST THE CODE FROM SECT ION B. <« ?u-ﬁﬁ (e J-‘)-“ ML& aﬂ ual: -
sco.—e |
0 e No information at all o ’ ;9);\1‘ e Glaglaa gl e
. o Inform;tidn provided on at some of g & i JER PREX _,Lu,.n umg_.u)xunu‘wé,_,. -
the questions asked Leiidlia
5 s Information provided on most of 'krﬂ“;ﬂ\ Ateadll y cilaiiall e il glaall u&:_\ o o
the ‘questions aslig“q ) - Liilie
3 ¢ Information prd“\—/lded on all/almost 0 o clandl e uu)ul Sy s /«_,LA,L.A\ JSaley o
aIIche questions ask‘ed» 3 lgiilia o3 A cilardlly

) Al AR g claTieall g cSilpl 2 Yl Ailaia cila glae -t
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INT: LIST THE CODE FROM SECTION B. & il (a3 ) A58y  1aly

o - . No mformatlon at all a GILY e Slesleadal Gl @ 0
] ¢ Information provided on at some of O A il cleaadl y latiall cie clagledlt panyalay @ 1
5 . |nformat|on prowded on most of = A G lansdl y Slatiall e e gladl) ;u:;\fl:u . )

the questlons asked ; ; M’m

e Information provided on all/almost o uw‘ucu\.a_,.\a.d‘usl.u /uu,lul\dst,h_' .

3 e 3
all the questions asked Lé‘“’h 6‘“ laadlly -
g. Did the staff attempt to acqulre . .. ;
: G 0 Allaia ST il glae 48 jaad & glace il gt A8 Ja 7
more customer information so as to follow- £330 Al (8 Al SLAY Jai o
up at the end of the visit? - - o
1. Yes = ) = 1 3
2. No a : 36 2. 0

If ‘No’, please specify your comments: ghalbi ol ela) SN

beqause_fhe aafo fraan For fhose who 76/L /000 DR 3
om copof abOVc \(’a/o,,-y

Timeless
Score . . - e 3 A e A A S e e A s SN
7.1 Tlmeless | . s 7 1
a. Waiting time on entermg the branch, Ol gl e;ij-ﬁ‘ ‘JﬁJ‘;E)Iﬂ‘ i&;-’hj sy u-ﬁ;jz
92 s>
before dealing with the frontline staff: & v ot
ANT: SPECIFY TIME IN MINUTES: : GHB Caia gl 20 seialy
0 e Over 15 minutes a "'J 15uA)-\5‘ . 0
1 e 5-10 minutes O @B 10-5 e 1
2 e 3-5 minutes =5 Ghs5-3 & 2
3 ¢ Under 3 minutes X Gl & e 8 e 3
- b. Did the customer feel like the queuin . . . ) .
queuing S IS0 dany call b IR A3 Gl e ko
system functioned properly? |
0 ¢ Queuing system did not function at 0 Y e oty ¥ sl i Y i ) e 0

. ueﬁum system functioned, but it ‘
i Quesing s O (3 s o 0503 oty il o Y i) o 1
worked with a few impediments ﬁ

5 ¢ Queuing system functioned and it = Jud J88u g U gy Jary Ciall b Ut Qi o) 2
worked quite easily and efficiently Leda )

5 : e Queuing system functioned and it O IS g Al A gy Jamy Cinall 8 LY Sl o @ 3
i Jad

worked very easily and efficiently

NA + Notapplicable

434-1:-\-! Y . -
¢. Time taken for the * purpose of the U'“ dsasll s 030 505 chon Aul™ dal (e Bl gl
AV UPC IV

customer’s visit to be fulfilled once

reaching the counter:

INT: SPECIFY TIME IN MINUTES: 1A a2 gl aaa il




G. TOTAL Branch Score

(Total unweighted branch score, summing all sections):

. , ; .. Total Points Scored in this Total Points Allocated /.
Section Parameter Under Evaluation s
E 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 -
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