Details of Visit

A.

* Maisarah

; Bank Nizwa

: Meethaq (Bank Muscat)
‘ Al Muzn (NBO)

DoO0O0O0ROON

e g o }_\l\ e sl
1. Bank Visited ;V.Al YUSI’ (OAB)» B " lmm e e (‘f' "5 J) LR ey A
Al Hilal (Ahli Bank) (\AA\J‘ a_\.u) JJ@M
. Sohar Islamlc (BS) l (J‘Am) @4\“\1‘ Jl—"‘*“
Al lzz el
e .

- Other Bank:

2a. Branch Name MC O‘H'W‘ﬂl ' & g Al b 12
2b. Branch Area A/' S f A . gl aise 02

3. Branch City SW(GM[O\/L\ ’ apdt 3
4. Branch ‘
: Ashidl 4
Region DQWWV“ DhO\“U‘(\ ;
Momt Ve i ST  STY PYIE
5. Date of Visit l i B T
b ol 2ol
Hours Minutes ’ Gan ; el
6. Start Time of - , ) sl s 6
Visit : l 7/ LQL\Q
‘ Hours 7 Minutes Rt alelud)

7. Total

Duration of : i a7
Visit - 0o ]“‘“ | ‘ |

Purpose of Visit

- Current A/C O (-“)55\1) e o
_ (Individual)
1. Application and
: Current A/C ]
irv: f O (Al 5l s 8 le il / giia il | |
General Enquiry: ' (Company) [l T
' Saving A/C X fs uhnc-u
INT: SELECT AS RELEVANT =2 i
; _ Fixed Deposit O Gagay o
AND/OR SPECIFY - :
/ Home Finance - a Oyl a8
DETAILS OF - POV : x PR
PRODUCT/SERVICE . Auto Finance a el o= 5
' Request not done f D ol allall
~ Other (Please SpEley) o S e




C. Branch Presentation and Customer 92 M8l g Al jedia &

Facilities

Score .

LSl (e B ba Ll go (AR Gguiall 229 2 4.1

4.1 Was Customer Parking instantly
. available for the Mystery Shopper?
o o - o S

Specify time taken to find parking: | L el 3 odhui cd “‘ o
OUnder 3 minutes ' Glis 3 e SR
O3-5 minutes S 5-30
006-10 minutes § & 10-60
011 minutes or more S ) EE 110
. OpParking not found ; e R PN |
4.2 Entrance to Building ; . T, U“”U“M‘ 42
~a. Was the Entrance Clean? k ‘ . ofiiai Jaaa 08 da

X2 0

1. Yes
0o 2 No

o m

~If'No’, specify "Why/Describe how” the S TGS Coa gl /IS 20a llad g NS gl S 1Y
entrance was unclean: ccnlhy pe Jaad)

b. Was the Entrance Convenient? elaalia Jadal GlS b o

LoYes = w3

0o 2. No [m 352 0
;;;;; t_}ut\.q Ll';.\a“ L')Sng"m-J" s ¢ LS4l k'_ﬂ);j‘ OLSA‘S‘

If ‘No’, please specify “Why/how” the

entrance was inconvenient:

4.3 Cleanliness of Premises : L ‘
- Were the branch premises clean? ' Tk p il (A S
1. Yes gy a1 3

0 2. No o X2 0
o ] TS TGS Gy 13 a3 L e IS lall ST
f If ‘No’, please specify “Why / Describe how” - : ks e i

e BE43

. the premises was unclean:

il gl e el Gldle | Sliale da g 0 f
PRCIPH PR

4.4 Branding Material

a. Posters / Branding material present
on doors, walls and windows?
3. 1 Yes e B 13
0 . 2 No o X2 0
| ‘ O il Glaadl saa @lid e NS il sall IS 1A

Saa

- comments”, if any: :




b, Pamphlets Leaflets and Brochures on ‘ . ,
| o RN W O

display?

i 1. Yes a and 1 3
0 2. No B X2 0
; e T SN T L o S e T
If ‘No’, please specify “additional : NERg

. comments”, if any:

dearl whew aoy oF the bro L/‘@(‘,

lc. Branding material up-to-date? P Ay el cladladl Mga 4 &
: 1. Yes R 13
0 2. No o 32 0
~If ‘No’, please specify “additional ‘ OF Miilial Glaadle saa @l e ST G galdl G
: TG
- comments”, if any: B
a5 Presentation of Staff ; il glt #Bad5
a. Were employees present at over ; ‘ A 5159 £ AN AB g (ra %90 (e SS) 32l g NS Ja LT
| 90% of the branch desks and counters? ‘ faardl) adlgay
1. es VB ‘ S i L
2. No o X2 0
- } ‘ , . ) N ) ‘ ;J‘ s":\._eéhh‘ e S saa Aea O g u\_,aj\ Ulsﬁlnjl : PR
; If ‘No’, please specify “additional ; ‘Cany
: comments”, if any: ;
‘ |
. b. - Were all / almost all of the staff kk w . .
) Srites Qi Ol (9l Ol gl alima [ JS QS JA
. neatly and professionally dressed? :
1. Yes 7 = 513
0 2. No = 2 0
) | T O Al laadle saa Gl (e ST gl S 13 -
| If ‘No’, please specify “additional aay
- comments”, if any:
| |
; f
| ; B |
. Were all / almost all of the staff o o |
_ : Fagilanls < L ¢ gaidny (il gl aliaa [ JS OS JA |
j wearing name badges? : ‘ |
! 1. Yes ol P 3 |
0 2. No i X2 0 |
" If ‘No’, please specify “the approximate ol il gl g S aaall 20 b (e ‘"D‘SL: Syl gs ' }
tagtand st LS o gy Y |
. number of staff not wearing name badges:, . ,72;#79 7[’1/’ e aiie
only_one__employee wis PM%@ T
7 Fretl <
Score s
4.6 ATMand CDM machines , 4 @l gladly (N Gl 35000 4.6
s a. Was the area surrounding the ATM : B g1y (N bl ual) 53¢l Taaall Glsall oS Ja
. ‘ § sgliall g a5
' and CDM machines clean and presentable? ;
1. Yes - ani 1 3
0 2. No : 0o 3 2 0

uls "k_'l;\S LMJ‘ /‘A " J&éﬂm& un ST g?ﬂ‘,;_“ Ols 13}

If ‘No’, please specify “Why / Describe how
M : ~‘l.~ );!.n O\SA“ :

' the area was unclean: ; i




i b. Were the ATM and CDM machines

- which the ATM / CDM were not functioning
. (and specify which machine, ATM or CDM):

- €. Was there sufficient cooling in the
~ ATM/CDM area?

el G 1N g (N il puall 53¢l S b o
functioning? :
. L ves B ‘ e e . . B ?u1 3
2 ol . 4 . ‘ w2 o

- If ‘No’, please specify “the time at which at - Sieal 4 S5 o Al as i (a U gl IS

ol peall < lea (sl samg) Jand ¥ Rl gl VGl el

TATM/CDM 4ihia B ya ciglll g 3580 oS b

; - vee = 7 r
. bo” N o N(*)” 5 . €2
3. Not applicable . GhyY3 3
; e i dﬂ_} ?l 43“ 8 o sk e P il 8 \S‘lb
e 85 sl
If ‘No’, please specify “the time at which at "
which the ATM / CDM were not functioning
(and specify which machine, ATM or CDM):
' 4.7 Branch Ambience and Facilities il s AN G310 plad) 21 4.7 e
| a. Was fhé brénéh air—corqldition>iqng fully fdlS s a2 ISy Jary Q'“’JGJ‘ il gl da
functional and sufficient? ;
1. Yes o o - - P23 1 3
0 2. No o S X2 0
If ‘No*, please specify “Additional | PRl i i i (i PSS Gl S
- . ‘ (S (s o) S iyl
. comments / Describe how it was | ;
insufficient:
b Did thé branch poséess sufficient | | - FAALS Splialy ol aialy b L {
i lighting? Z ; -
: 1. Yes = a1 3
. 5 No R 3T o
| If ‘No’, please specify “Additional [aglal cilbadia s ellad o IS Il g 1S
) . S Sl S Caa gl
comments / Describe how it was ;
insufficient:
‘¢c. Did ”the customer have sufﬁcnent o 30 lie (yo (IS 230 [ SUBED TS Aalaa Jpaall S G
fouglall
waiting space / seating area? ;_
1. Yes X a1 3
0 2. No o 32 0

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

T il claadl saa dllad e ST Glall G 1
S (S o S Gyl

~ insufficient:




c. Did the customer find it easy to follow

- the signage within the interiors of the

branch, indicating different counters/ work

Ja1S de gl gall I A gy iy O g3l gl QA &
Sandl Sl g (talt)cl g8 cilidie ) ad 3 g £ dl

: stations?
1. Yes o
2. No -

YZ

?,._, 1& :

If ‘No’, please specify “Additional

comments / Describe how it was

. insufficient:

no_clear. m;‘epna/ Q/q/zogéu

Greeting and Soft Skills of Staff

Cim gl 5 fAgln) Cillaadla” 2aa @llisd (e "S” b gall S 13

the basis of his / her needs

Score
5.1 Greetmg of Customer oo - - ohben A
a. Was the Mystery Shopper promptly o A b AR Feuidl o Gatlfcua a3 b
Og il
greeted / acknowledged” on entering g
the branch?
0 ¢ No greeting / acknowledgement X Gaifua Y e 0
e Greeted within 10 minutes of
1 _ a Graall J530 00 31 10 A qua il 1
entering
e Greeted within 5 minutes of
2 O aaall J 583 Ge BB 5 A a1 @ 2
entering j
3 e Immediately greeted on entermg Sy Granll Jgio Hdcua il o 3
: b. Did the staff either / or: 10! paaby CiBgall a6 A o
a. Ask for the customer's name? fpanll anid o Jb
b. Greet the customer by name? fanl S5 pe Jpaalbny @
3 e  Yes, the customer was greeted by name 0 Sl o Jl faad S5 ae dsadly cam S S il aad e 3
/ asked for his / her name Lgand v
0 e No, the customer was not greeted by ® | e os Jhw aly / daul 583 pa Jpealy cam il B Al S 0 0
name / asked for his or her name Lol
c. Did the staff ask, “How can | help i g "% gl d:x.u.u iy uus" ‘uh,..n Jdada @
- you today?” and Probe the purpose of the €l 35 i oo
customer’s visit?
3 1. Yes, the staff did this ] iy ulayd\ AL PRI 3
2. No, staff did not do this ® ALy Gl yal oy o] S 2 0
d. Was the Mystery Shopper redirected (5 Sl AL Ggull dagiddel S da &
_ flgilaldal/Aslalial
- on the basns of his / her needs?
3 1. Yes he / she was redirected on the O] leolalatalialsl ‘ et 2t 1 3
43 LLuu.‘ 4.\; ) 3
basis of his / her needs | ) £ e
2. (OR) The first staff member
; O drandl 4y T 53 JgY1 il gl il (1) 2
3 encountered probed the nature of = | Graelo fose by 5 3 Ao 3
visit and assister him / her :
3. No, he/ she was not redlrected on
0 o Lealial/atlalal W am sl salel 25 21 O3 0




| 52 ; Soft Sk|||s of Staff

a. Were the staff courteous on the

customer making his / her enquiry?

e No, the staff were not at all

i) A€ g (il gal) A Jga 5.2

e ' R “;; U; e $‘5.ﬂ‘_§.d uh‘;.d\utsde g s

0 0 S Ao 3 cdbigall (G Al DS e 0
courteous
e Yes, the staff were quite / i e ,
1 a%/uwu@qzﬂrggﬁ‘@ . 1
B ) reasonably courteous
2 e Yes, the staff were courteous X u-d u)a_yz“ oK A, i e 2
3 s Yes, the staff were very courteous a uwx Lk uln,,d\ O a ari e 3
b. Did the staff demonstrate “active fhatl) i " k) plial” il gall Bl b
listening” on customer enqunry7
s No, the staff did not demonstrate ‘ .
0 O ol sliual LB gal) gy al S @ 0
active listening
+ Yes, the staff listened quite / | . . ‘
1 O Lolay) B JAd e ARy jhay i gall ) T aa3 @ 1
reasonably actively
2 * Yes, the staff listened actively x Lol il gall sl Gl o @ 2
3 e Yes, the staff hstened very actlvely o A-ul-u\l\ Cra J-\-ISJ i galt ua.m\ o ‘(.uu . 3
Score
C. Did the staff appear confident? Pl pa (B Al o ciligall gl A
¢ No, the staff did not appear : .. B
0 ) a M‘yd-i“’kliujgk_lk}al“)&hel)s . 0
confident
e Yes, the staff appeared quite /
1 p_p O dmd&umw‘y\‘g‘tdubub}d\ 5 cand @ 1
reasonably confident
2 e Yes, the staff appeared confident O Ai e (@Bl Al o bl jedicani e 2
' e Yes, the staff appeared ve )
3 PP 4 ® A cpa Ll @1 4l o Cabgall jedi cani @ 3
confident f
d. List the names of staff interacted . .
tagrs bl Cpdl il gall pland 3 &
with:
o Mr./Ms. Al 1 Aaldly/dall o
e Mr./Ms. 2 A/l e
e Mr./ Ms. 3 Altall/dalalt .
e Mr./ Ms. 4 ALt/ dalah .

E. Staff Capability, Knowledge and

Cross-Selling

uﬁL@Y\ é:i..tn 2.::.\.493 @MM\ & Jamina 9 shﬁE}d\ SJ.AEC

Score :
6.1 Staff Capablllty ) : G  CpiBigalt 308 6.1
) a.  Did the staff frequently probe the J8dy G Glabiaf dapds (o Jludiu¥l Cilh galf o6 Ja
nature of the customer s needs7 ,, T
31 Yes - 1 3
0 2. No 0 )

L If ‘No’, please specify your comments:

A gl o Sl S 1




‘ v
|
b. Did the staff actively attempt to w‘ cusa l lalin) (i Ak &l shang i gl 8 Ja s
anticipate customer needs? N,
1. Yes = a1 3
2. No o %X 2 0
If ‘No’, please specify your comments: ‘

c. Were the staff able to cater to the

needs of the customer without seeking

the help of a colleague?
2. No (|
f ‘No’, p‘I‘ease sbécify your comments:

d. Were the staff able to answer all / most
of the questions posed?

Gl 93 O sl Slalia) Ali il gl gl G8

i Ceda 3l aaf Sasliua
i a1 3
“ 262 0

REISARNEATGL

| V"G Al AR B Gl gad aSs Mand™ il gad) (S 1)

‘ "Gk

1 fRagg halt AL aliaa [0S e AlaY) il pall platad A &
: * &

|
1. Yes B 3
0 2. No o 0
e S E— .
3 3— Not Appllcable ‘\ (Sl 3
If ‘No’, please specify your comments: b ) s o8 e IS 1Y
o
|
e. If the staff were unaware of the answer ‘ i
. . ‘ﬂau/umd\yuk«kah\ﬂuk«béuuhﬂ’u&?lmC
to a particular query / queries, did they ! J‘ 2405 5 ya 26031 Jal pn JUEENI™ oyl olia il Ja «
politely “ask you to wait while they ! e 3l aal /?Lhm _
double-checked with the system / a !
colleague™ “
1. Yes O ‘\ 3
2. No o | 0
NA Not Appllcable |~ 3
A - a
If No please specify your comments: |
|
|
\
. e . S S
Score \
6 2 Product Knowledge and Cross Sellmg ! I ; il goll g giially ARl 4 et 6.2 i
a. Overall, was the staff well-informed on j "’L?‘:""“ Allale Abans e glaa ciB gl (sl ouodf ole dtf"‘ A
i PYFTPRLN PR
Malsarah s product and services? , ‘* . 3
0 e Notat all informed o SMaY! e Glaglaaapal ud @ 0
Well informed on some of the ~ “
1 * O il 8 0 claally clatidialegledl ey ooy @ 1
r product-specific questions asked :
: T e e L R,
2 e Well informed on most of the 2 #i ot g Shafiall g Slaglaall 21 ey o

e, 2




product-specific questions asked

o Well informed on all/almost all the

0 Slasiall ae e glaall JS Ly 5

}/ k_,\_.}x,un ds ?Lu. U

3 P 3
product-specific questions asked Lidilie o3 (Al cleadl
b. List the details of the “main purpose of w2 L“s)';:";ﬂ 9"‘“—“}:’:‘:";‘::"‘“ 2.».:3\1 &“:j -
s . d‘ - M 6‘!‘ " .". “""" ?ﬁJ‘(Q & ‘
your visit” (as per SECTION C); rate the Al ol 3 "elasidly clatidl
staff on the level of “product / service
: knowledge” in this area:
INT: LIST THE CODE FROM SECTION B ______ < el 0 sl 4, eﬁ 1ol
0 . Not at aII lnformed Q- dxb\ﬂ ui:- ul.«_,l:u 4..\5 mx o 0
: «  Well informed on some of the 0 &5 S leatll g clatiall Gie e sladll ua:ujlu o 1
product-specific questions asked ; Leduilia
5 o Well informed on most of the ® A3 A laaall y cilaidl e il gladll g_;h-.\flu . 2
product-specific questions asked Ll
o.  Well informed on all/almost all the Cladiall s Cilaglaall JS Ly j3 / Cilaglaall JSaley @
3 a. ’ bl al 3
product-specific questions asked WL‘ r"’ u-‘“ e ‘J
c. Did the staff attempt to “cross-sell” Ciladial " ALy @m" o (,L..m AUJ\.H.: th..xs (,u O]
other products and services? T Al ‘-“""‘J
o e No cross selling at all O )LL\Jl ujc @L.‘m el ey il o 0
e Cross-selling after a lot of . . ] .
1 O S i) (o 880ty ELnY) all Agdeny A5 o 1
prompting N
o Cross-selling after a little/ some . . . .
2 ) O : Q‘JWY\ Cpe J_.,xﬁ!\ =y gALaY\ Gg.n @_ﬂaa_\ rz\ﬁ ® 2
prompting
3 e Immediate cross-selling attempt R 2o e Al olilldaa 5 3
d. Did the staff explain whyMaisarah’s
products and services possess a i Ll B peupalladd g Cladiia Pl 7y Ciligal) o8 J8 &
“Comparative advantage” relative to : faadliall i) g 4 jlha Mhppuadl) 4Lt
competing banks? f
3 1. Yes X i 1 3
0 2. No a 3= 2. 0
NA Not Applicable | LY NA
If No please specify your comments: el Loy a8 Blay ST 1Y
e. Did the staff attempt to provide Glaiie o ALl cilaglea™ ehthey Aglany ciligall a8 2 7
falall @l il as 5 pual) ciladd
“complete information” on Maisarah’s
products and services, along with
relevant literature?
INT: LIST THE CODE FROM SECTION B. @ anidl G gl A8 o raly
Score
0 s No information at all a JLL.\J! ch uLA,L.A 4l um o 0
: ¢ Information provided on at some of O @n g_‘thl} uwl e Slegladll Gavalay @ 1
the questions asked i Lidilia
5 e Information prowded on most of O 5 M leaall g cilatiall e e gladll &_\lc\:l:u o 2
the questions asked Ll
3 » Information provided on all/almost R Chatidl o e gleall JS Ly 53/ Clalaadl JSalay @ 3

aII the questions asked

f. Informatlon on relevant procedures

documentation and follow-up method?

\ilie 2 3 clarsll

3 Aaglial) 4580 5 Gilafioaadl g (el aYl ddlata Cila ,L..",'t"
ealall




INT: LIST THE CODE FROM SECTION B.

G ] (3o Sa 0 A8 8 il

‘0 . - Nomf o,;,{aﬁg,,{"g ; a”H T | dmw UJ;:_,LA,L..MASWJM.W . 0
, ¢ Information providéd on at some of 0 | A A laaall g cladiall ie Cile sleall U.a._'r,l._. . 1
~2 ¢ Information provided on most of 2| & A cleaddl s Gl e e glaall Gilet alay @ 2
the questions asked A
_; . ""m\fwckn;ation provided on all/almost O Slatal e Gl gleall S Lqu [ e adl JSaley @ 3
all the questions asked Lidilia o5l cleasdl
g D. 4 the eaft é&empt toM achi,ré A R s e e
. . a3ty Al BT e slan A3 puad U glaay il sl o8 ¢
~ more customer information so as to follow- %430 s 3 Aalially Al Jal o
" up at the end of the visit?
3 1L Yes | ® i 1.
. 0 . 2 No 4 | - T ;
If ‘No’, please specify your comments: a ‘ CL“*‘:?”L‘J "\;_bl\j
|
!
Timeless
Score
. o 'T;metes{" : | cé,!\ AT k
“a.  Waiting time o‘n‘wentering the branch, U"‘hJ““Ct‘ d“’:“‘"&v"ﬁﬂ‘ déi" ""‘ J".E‘:t";‘.jf&‘sﬁy-i |
before dealing with_ the frontline staff: A s 8 falal) BAL (4 Cpisa )
INT: SPECIFY TIME IN MINUTES: S8 Conia gl 22a ;".:.L.
0 « Over 15 minutes a W15 56 S8 o 0o
1 e 5-10 minutes - 3105 e 1
. ..2. - .3;5 e o whss . ,
3 o .Under3 minums ” N TR ST T ‘3
b. Did the customer feel like the queuin , s . . s
system functioned properly? i ’ o Jodhs oty il o S U85 G ! 2 o
0 . QI:Jeuing system did not function at R Y e oy ¥ il i Y o 0
a
: e Queuing s.ystem functioned, but it O csilond g e 0805 oty il i Y 1
worked with a few impediments i
5 e Queuing system functioneg;ﬁawit O Jad (8 5 A gguny Jary Ml@}hﬁ\ plss ul >>>>>>> ﬂ. )
worked quite easily and efficiently L2
3 . Queuing s;;fem functioned and it O s A A gy Jary Canall 3 LY Gl o e 3
worked very easily and efficiently Juad
NA S Noktwapgncame &‘hy - :

. €. Time taken for the “purpose of the

customer’s visit to be fulfilled once

) Jona sl S a5 5 o T o

reaching the counter:

P XYL éb.‘

INT: SPECIFY TIME IN MINUTES:

A muaddes

G G 8 gl) aaa sialy




TOTAL Branch Score

(Total unweighted branch score, summing all sections):

. . Total Points Scored in this Total Points Allocated /
Section - - Parameter Under Evaluation :
: ,, R  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 bkl £ garea ¥d

Jm‘ﬁ
Sl Aaxialy uﬂ.&g—uulb&ﬂ\?au.\

Ol gall) g gon S &

gﬁ%ﬁ‘&ﬂ\iﬂhﬁ\,dﬂjg&ﬂli)ﬁ z
<l gl d

Additional Comments on Visit

(If any):




