b, .
500 Jaalds -

A. Details of Visit

Maisarah

oy

,(" - éu) Lgtg,,w‘

Bank Nizwa

; Meethag (Bank Muscat)
- Al Muzn (NBO)

(8 g ) O

DoOo®XROOOD

: s s) 5l) el 3k s el oA Sl
1. BankVisited N YUST(OAB) (e o G A
. Al Hilal (Ahli Bank) (Sl ely) Joed!
Sohar Islamic (BS) (Jaa) DYl Jlana
Allzz e
Ll T .

Other Bank:

' 2a. Branch Name ; A/' YMS/\ WG‘H\/Q gl aul 12

2b. Branch Area AF/",'C'A Toyoh &L\/bu)f‘()bm ‘ : gl ige .22

3. Branch City : MULS CW-I’ v il 3
4. Branch _‘__1 L

» Region j VA ) Wﬁ 7 a

SR Day e 7 i i 7 o) — U—_'J‘e B
5. Date of Visit o

6 ol 200

Hours Minutes Gy alelud)

6. Start Time of

Visit lo w

Sl sy 6

Hours Minutes Gisa Slelul

7. Total

Duration of : i oM s 7

Visit 00 ; ’g

B. Purpose of Visit i I

| Current A/C O (385 s la ol 8
. (Individual)

. Current A/C

1. Application and

General Enquiry: ‘ (Company) (DY) (5l Slua i oo il / e bl ]
Saving A/C ﬁ)ﬁuhnc-ﬁ

INT: SELECT AS RELEVANT -

- Fixed Deposit dapy Cluan A3

Dooow®gOo O

AND/OR SPECIFY . 2
/ . Home Finance O
DETAILS OF ' . s
PRODUCT/SERVICE o Finance Pell g2 A
 Request not done & o ALl
.  Other (Please specify) sl e




C. Branch Presentation and Customer G50 U a8 Mgl g 3N jedia &

Facilities

Score

41 Was”&ustomer parkmg mstam'y o e ‘ T
: ‘ T oAl e 8 b i g ALY Goudall 3290 4.1
~ available for the Mystery Shopper? 3 o *
»3 ‘ 1. Yes : e 1 3
2. No K %2

Specify time taken to find parking: : 8 g0 252 5} 3 ausall 28 ) 231

' OUnder 3 minutes Gl 3 o O

O3-5 minutes G 5 - 3@

- 06-10 minutes : 35:10-60

011 minutes or more | Sl gaa 110

. OParking not found 8 obmall 3B g 2a) IO

4.2 Entrance to Buildin R i snd2
,,,,,,,,,,,,,,,,,, R v&.x;..da.;.nuu o

‘a. Was the Entrance Clean?

<1 Yes R ?._3.‘1 : .<3,

0 2. No o X2 0 0
| I ‘No’, specify “Why/Describe how” the S RS iy IS s Wl (e ST gl S 15
~entrance was unclean: ‘ i e Jaadl

: b. Was the Entrance Convenient? hanlia Jaaall G 8

1. Yes a1

0 2. No o 32 00
'; Lulia Jaaall oK rd MR daa IS gl K1Y

-1
W

’ If ‘No’, please specify “Why/how” the

entrance was inconvenient:

4.3 Cleanliness of Premises il 408 4.3

ki p il e S

Were the branch premises clean?

o 2. No

1. Yes =X i1 3

' X2 0
COlS P8 Ciuyl L 35m i e ST el S 18T
~If ‘No’, please specify “Why / Describe how” | ‘ ik e bd

- the premises was unclean:

i

il e e e el J el g b |
3804l

4.4 Branding Material

& Posters / Branding materialkk‘b\FVJ}e;é;t ,

on doors, walls and windows? o 7

: 1. Yes w3 . -

o 2. No o S
e i i

Qg

If ‘No’, please specify “additional

~ comments”, if any:

Score




b. Pamphlets, Leaflets and Brochures on

$ il il e 5 b o

display?
1. Yes 4 PO 3
0 2. No o X2 0
If ‘No’, please specify “additional ‘g
t comments”, if any:
. Branding material up-to-date? SAaa A laih cladtalt ol ge A
1. Yes L i1 3
o 2. No o X2 0
If ¢ No please specn‘y ‘additional O MRl sl saa dllini G ST Gl pall S 1)
comments”, if any: ey
45 Presentatlon of Staff uﬂhﬂ‘ x-ln 4. 5 ’
L a. Were employees present at over H..uls.. ;\JJ gﬂ\ &,ah,.. O %90 Cra S s oS A S
- 90% of the branch desks and counters? ; fAasil abl ga g
1. Yes - O 13
o 2. No R X2 0
I e O ¢ailal Cllaadle saa dlliad e NS O gall G 1
: If ‘No’, please specify “additional ‘Camy
| comments”, if any:
gmf oF Qemo/oqe&( b)ﬁcauoy(aé(g )
kkkkkkkkkk b. Were all / almost all of the staff | . e )
f ey i ubad (190 (ol galt aima [ JS OIS QA
- neatly and professionally dressed?
1. Yes = a1 3
0o 2. No o 32 0
‘ | ~, O Midlal cllaadt” aaa il e ST gl S
If ‘No’, please specify “additional Sy
comments”, if any:
- 'E C. W{Nere all / almost all of the staff W o
] faglanly QLS () gruday (5805 gal) aliaa [ JS S B
wearing name badges?
, 1. Yes a a1 3
0 2. No ® X2 0
If ‘No’, please specify “the approximate e gall oy S 2aal o flliad e IS Gl gl IS 1A
peilanll U gy Y
" number of staff not wearing name badges
a// OI-? +hem Wwere /IO]L ,0(,{ /L7 %’W bne M
Score
46 ATM and CDM machines ‘5-"“" £l (NI Gl all S50l 46
'a. Was the area surroundmg the ATM cé-“-‘“ E"WU ‘,,.N\ il a3 3¢l Baal) Sl ¢S G 5
! $ opall Cpun g il
; and CDM machines clean and presentable? ;
x 1. Yes R a1 3
0o 2. No a $2 0

If No please specnfy “Why / Describe how
~ the area was unclean:

IS "G Caca gl /13" saa Sliad Cpe NS gl S 131

RETI-C RV R LA




b. Were the ATM and CDM machines el (2Bl £l M) il eall B3¢ cilS Ja L

. functioning? }'

_ ] “kybes x >
0 2. No a 38 2
. |kfw-‘;\‘10", p|ease Speafy the ti;me;t WhiCh; . e el R i e S i

Gl peall Glean gl 2amg) Jead ¥ il gla¥l s SV Gl jall

- which the ATM / CDM were not functioning (S gl 5 Y

t (and specify which machine, ATM or CDM):

" ¢. Was there sufficient cooling in the
- ATM/CDM area?

CATMCDM fhis i s Gkl 3 sl G 6

1. Yes x 1
ST, . ol O S
Lon 5 s e appncab@w : 7 IS ORI R
; - S e S g i e i ST
If ‘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 =~ ; : CBlgully £ J13 plad) gl 4.7
a. Was the branch air~conditioning.wfully Sl 5 3 JSiby Jany ot i) ol a
| functional and sufficient? | ;
‘‘‘‘‘ 1. Yes = a1
2. No o %2 0
If ‘No’, plwéase specif; “Additional ; : [l ol saa llin (e IS Gl gl QST
comments / Describe how it was : S S s ey
insufficient:
b. D|d the branch possess sufficient TR Splaly £ ANy b o
4 lighting? : :
! 1. Yes o <103
0o 2. No “ I V W X2 0
| i“lf ‘No"',wbﬂlease sﬁkf)ecify “Additional - ; Ml el e dlln e OIS Gl S
- comments / Describe how it was | SO ) S e
- insufficient:
"¢ Did the customer have sufficient 35 Ua (o0 (S 300/ DI LS daleas Jpaall S G 5
\ waiting space / seating area?“ | " Fousial ;
| 1. Yes t ] w13

L N s s "u‘,‘,;“ uLSl;\” e et

- If ‘No’, please specify “Additional IS (S5 A G Gyl

comments / Describe how it was

: insufficient:




. Did the customer find it easy to follow
~ the signage within the interiors of the

. branch, indicating different counters/ work

| Stations?
r Yes
2 No

JA13 e g galt LT AL gy aly o 930 Uit J

edanll ciSlal g (bSali)ent 55 80 Ciliia ) a5 g @il

=
=1

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

o 1Akenal Ciancac.

Greeting and Soft Skills of Staff

Cia gl 5 fAilia) Ctaadia” daa dlliad e (ST Gl S

Y 2

S oS5 Al el

the basis of his / her needs

Score
5 1 Greetmg of Customer , e Ol il 5.1 ;
a. Was the Mystery Shopper promptly ol Algaa g (A Gauial) (o i ailifica A P:‘od;-x:
greeted / acknowledged” on entering €
the branch7
0 » Nogreeting / acknowledgement Qﬁ/&e&ﬁ R
e Greeted within 10 minutes of
1 . M‘dﬁdw@ﬁd’]Od}\;%ﬂ\ °
entering
e Greeted within 5 minutes of
2 _ panll Jo30 (e G2 B s a1 0
entering
3 e Immediately greeted on entering Jreall 30 jdcun i o
- b. Did the staff either / or: 10paY) gaaly ciligall 58 G2
a. Ask for the customer’s name? Sdenll aul e Jh
b. Greet the customer by name? fAaul 83 ae Janly a0
3 e  Yes, the customer was greeted by name o aend o Jlu Jaaut 583 aa ieadly Cum il 23 381 cani e
/ asked for hlS / her name ; L
0 ¢ No, the customer was not greeted by el e Jhu by / 4aud JS3 ma dpaalh qun il a ol 3K 0
name / asked for hIS or her name Leansd )

c Did the staff ask, “How can | help s g "Sagall liae e AiKay €™ (il galt Sl Ja
you today?” and Probe the purpose of the N AL S LR
customer’s visit?

1. Yes, the staff did this Ay h—'ﬂwd‘ LR PV
0 2. No, staff did not do this g_\l.).\g.nlaﬂ‘eﬂ-'rd‘ig 2
. o sl ALY pudall Apgisalel X 00 &
d. Was the Mystery Shopper redirected Lyl Adtaldal
on the basns of h|s / her needs?
. h
3 1 Yes he / she was redlrected on the ERERERERIEO I PUREPR PR B
basis of his / her needs
2. (OR) The first staff member Wyl ok
e Jranll 4 3 oA J oW Calh gadl it (1) .
3 encountered probed the nature of o A L‘f;euj/nemj;i\_}_)x\ 5 ‘.(IJ) 2
visit and assister h|m / her
. N h
0 3 o, he / she was not redirected on s/ aalim) L a0 ke 35 o S 3




52 softskillsofstaff L el Ao e 52
Were the staff courteous on the Tpanll 55 e i€ (0 8 jleadlid (o2 (3 il gall S S )
customer making his / her enquiry?
e No, the staff were not at all
0 O Y e @ ciligall (G al S e 0
courteous ;
e Yes, the staff were quite / . P
1 X a%/ﬂy@%&ﬂ\éﬁ_ﬂc@ . 1
reasonably courteous
2 * Yes, the staff were courteous O u-ﬁ ua;aﬂ u\S Al Rl 2
3 . Yes, the staff were very courteous o uum Ll udnyd\ s a8 ai e
b. Did the staff demonstrate “active patl) Jluadind "l sliual” Gl gl 45) b o
listening” on customer enquury7
e No, the staff did not demonstrate ﬁ . .
0 o ) slial Ciligal) sl Al DS e 0
active Ilstenmg
v e Yes, the staff listened quite . .
1 q / B Lolat Ba JAJ 9u8a 43y jhay Cili gal) iat 03 caei @ "1
reasonably actively
2 e Yes, the staff listened actively a Gl uh}d\ el 3 axi @ 2
3 e Yes, the staff listened very actively =~ O ‘Lub-:\ll ) )HSJ uh,,-l\ ) 3 cani @ 3
Score
c. Did the staff appear confident? ; idi (o (Bl g ATl o Cibgalt 4B b
e No, the staff did not appear ’ .. .
0 O dudi (ra By adl Lo Gabhgdl gl S o 0
confident
e Yes, the staff appeared quite / ! . .
1 PP q OB e J03 A e Bl Al e Cal gl jelcani e 1
reasonably confident :
2 * Yes, the staff appeared confident o Al (e (g Al o aligall jelicani @ 2
’ Yes, the staff appeared ve !
3 * PP Y O Mwhw‘yu‘\.ﬂu‘bu&.ﬂ| 5 cazd e 3
confident : ‘
. i f staff i R
d List the names of staff interacted s il (58 (il gl slacd S
with: ;
e Mr/Ms. Male withod vaae ‘-@_1 Lli/dalil o
e Mr./ Ms Al el .
e Mr./ Ms, 3 PARART AR °
e Mr./ Ms. 4 PSRRI AR .

E. Staff Capability, Knowledge and

gﬁb.a\l\ b_l,\.“ :\,'ISAQJ 4.:1.\32\3)&.4\ 5 Fina § ol gal) SJ'ﬁC

Cross-Selling
Score ;
6.1 Staff Capability i s T oAbsdiid 61
. a. D|d the staff frequently probe the Jedy UJ"J“ claliia) danh o JL‘"“""“YL' il sl i da. i
nature of the customer's needs? R
3 1. Ye; w | 3 ”pu A 3
o .2‘ o U W o “ o w5 .

If ‘No’, please specify your comments: i, gl f sla ) S N




b. Did the staff actively attempt to Susi3l) lalyia) o Al A sang Cili gl o8 b o
anticipate customer needs?

3 1. Yes X pxs 1 3
0 2. No O a82 0
If ‘No’, please specify your comments: ) gl o8 5l IS 1Y

c. Were the staff able to cater to the .
. . b 093 Ga Gl Clalia) 40 (b galt plaiaf & &
needs of the customer without seeking £33l da] 5astoue
the help of a colleague?

3 1. Yes X axi 1 3
0 2. No a 38 2 0
If ‘No’, please’gbecibfy Y6ur comments: (Sl jalialiadpla (" SIS" 1)

' A AR B G gadt S Maad™ il sadl 13
”n t.] " N
- d. Were the staff able to answer all / most . .. .
.  fhag ) LGy alina [0S 08 AdaY) i sall plliiad o &
of the questions posed? : .
1. Yes X a1 3
0 2. No o 3 2 0
3 3- Not Applicable Gy Y3 3
If ‘No’, please specify your comments: i) lady i Bla ST 1Y)
e. [If the staff were unaware of the answer
. . . A o Jl e Y e 1508 Gl gl o5 a0 1Y 2
to a particular query / queries, did they e A 5 e S Jal cpe JUERNI caigl dlie il g (A
politely “ask you to wait while they 533l aal falad
double-checked with the system / a
colleague™
3 1. Yes o axd 1 3
0 2. No O 382
NA Not Applicable = Gehais ¥
If ‘No’, please specify your comments: i)zl o e S 1)
. Score
6.2 Product Knowledge and Cross Selling : Y gl 5 gEially il 48 et 6.2
a. Overall, was the staff well-informed on - el Allaie dies Claglas Gl gall g OIS b ol <y )
. . 8 e Ciladd g
Maisarah’s product and services?
0 e Not at all informed o MY e claghe 4l ol @ 0
e Well informed on some of the .
1 B Ll 8 L leadlly clatialiafle laadl Gany aley @ 1
product-specific questions asked
. o 3 '1"{..44;.&\ Sladiadl e Gl ! Wl el ‘
2 o Well informed on most of the a b S G lasladl Le-\ﬁf’\-\.j ¢ 2



product-specific questions asked

¢ Well informed on all/almost all the

Glatidl se e gleal JS Uy i /

uuw‘ ds(d“ o

3 Thma o el ey s 3
product-specific questions asked il &5 Al Claaadl
b. List the detaiis of the “main purpose of A L‘.’s) Ji‘])” e ""’f;“ Ui dadY gy b
3 - u wll ’ o ‘
your visit” (as per SECTION C); rate the © ¢ ‘:’5‘:,, R e .f_if::“ﬁ, ’,
staff on the level of “product / service
knowledge in this area:
INT LIST THE CODE FROM SECTION B.______ @ padll o Sl A eﬁ Gl
0 « Notatall informed O >u=\1\ e clglendod e 0
: o Well mformed on some of the O A;,M Gleaall g laiial (e Cilaglaadll pamy aley o 1
product-specific questions asked Lehddlia
5 e Well informed on most of the X &5 Al cilaaall g ilatiall o e glaall Gilet ey @ )
product-specific questions asked Léi‘m-“‘
3 o Well informed on all/almost all the O g_:\.;.u.all e Cila sladll dsu)z:/uu,u\ ds?l,_. . 3
product specific questions asked Lelilie o3 Al claaally
s D|d the staff attempt to “cross-sell” at.p...d " qatm\lt éul\" & ALY & glaay uh}..n eu )
other products and services? oAl alady
0 » Nocross selling atall & SRy e @La\jld_uﬂ Aglany afel e 0
e Cross-selling after a Iot of ‘ ) . . )
1 a Sl i) (0 BN 1y LY el Blans JE o 1
prompting i
e Cross-selling after a little/ some .. . .
2 O O leadlot G JulBl day S C-“m ey i o 2
prompting ~
3 o Immedlate cross- selling attempt O DN Lo Al el glan Wi e 3
d. Did the staff explain whyMaisarah’s
products and services possess a ! 3‘,...,;.:&...\.";3 Glaiie \Su‘c)&_; efBJA\ "}5 JA&
“Comparative advantage” relative to FAuial) & gllh gn 4 jlie A el ALY
competing banks? :
1. ves o 13
0 2. No a a2, 0
NA Not Applicable " Gahu ¥ NA
If No please specify your comments: (Sl oy o8 Bla ) IS” 1Y
e. Did the staff attempt to provide - Claile 0 AL Gllaglad® dlilkee Y A glay Cilisall ol G g
. : filall @il aluagty & B _jeuisall Ciladd g
“complete information” on Maisarah’s
products and services, along with
relevant literature?
INT: LIST THE CODE FROM SECTION B. G anal] pa Ja gl AL a8 sl
Score
0 « No information at all O Gy UJ:. o glaa 4l u.ul o 0
: e Information provided on at some of X Al ul.aAa.“‘, t_,l_u.\.dl Oie Cilasladl ansalay @ 1
the questions asked 7 Lgiidlia
5 e Information provided on most of O & A claaall g cilatiall e e glaall Glet alay o 2
the questions asked Lgidilia
3 » Information provided on all/almost O clatidl e e gleall IS Ly @ [ Clagledl JSalay 0 3

all the questlons asked

f. Informatlon on relevant procedures

documentation and follow-up method?

Ldlie o5 3l claasly

) Aaglial) A5y haliall y oSlel a Yl Ablade Claglea 7

?ilall




INT: LIST THE CODE FROM SECTION B. - . . R
;‘_,)/ﬂ gLDéJ’ @ puadll Ca Ja ) AU 8 1 aly
0 T Nomform;t.on a,t,é“‘ T T . , (‘3‘)}:}{\ éc qu,&u gst o o
: e Information provided on at some of 0 A A cleaall s cilamiall Gie Slagledll ey alay o 1
_ thequestionsasked e ‘ s
5 e Information provided on most of X A il Claaall s Sl (e e shadll g._.y-,\fl,_; . 2
3 : e Information provided on all/almost O Glatiadl e Gla gleall € Luju [ laglaall K alay @ 3
_all the questions asked L eSeedees,
g. Did the staff attempt to acquire o aer e et ae s - i s
more customer information so as to follow- Gl Al u:ij?ﬁﬁrﬁﬁfiﬁhﬁ
up at the end of the visit? . o . S . e
‘ 1. Yes o = L
; 2 NO ;;;;;;;;;;;; : —a : . . o 0
If ‘No’, please specify your comments: o glads 8 el 38" ‘3‘
dlidn't _agk por g same e

- 7.1 Timeless ; o o d;-“ 71 .
a. Waiting time on entering the branch, : o gl o i:"':‘”_’d*% ‘EJI“‘ ﬁ;t:& S “’ji-s:
t dadd A Cdga
before dealing with the frontline staff: 9 ot Lot s
: INT: SPECIFY TIME IN MINUTES: - i) gl ssa sl
0 e Over 15 minutes O G815 e ST o 0
1 s 5-10 minutes o GM8210-5 e 1
2 e 3-5minutes = G853 e 2
3 e Under 3 minutes 0 Gl e i e 3
' b. Did the customer feel like the queuin . L
| . queding | Spa IS Jary il (b U oS ol e s da
system functioned properly? ? .
' ueuing system did not function at ;
0 * Q” 9y a BBY e Jay ¥ Gl i Uy U o e 0
| a 5
e Queuing system functioned, but it
1 g_y O @l g ga o8 Jary caall 3 Uiyl ol of @ 1
worked with a few impediments
5 e Queuing system functioned and it ) Jad (88 ¢ A g Jary Caial bob Y alsi of e 2
worked quite easily and efficiently bexa
3 e Queuing system functioned and it O Sy g Aals A gy Jarg Canall b Y U ul . 3
worked very easily and efficiently « Jud
NA e Not applicable ‘ Gy e -

¢. Time taken for the “purpose of the ol dgeashh 25 G5l 805 cisn B ol Ga "‘:""2:@“& :
2" A2kl o) ga
customer’s visit to be fulfilled once &

reaching the counter:

INT: SPECIFY TIME IN MINUTES: - .
. 1@ Qa8 5l daa rdaly




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

: o
TOTAL SCORE '

‘ g Al blai £ gana Ke
(ALY S s op il das yall e L & gana)
oo
Gl Aadiall Cdlpgull g g il agals &
Oaila galli) Jlgea gisn I <
ALY ! Ales g 458 g (il gall 508 z
< gl z

Additional Comments on Visit

(If any):




