T+
PROJECT: Money

SHOPPER CODE

DATA ENTRY

EDITING

Name Number Name Number | Name [ SERIAL NO. A
I 1]0lo] 2|2
| 1E gl
Ps_)n -2 iy NoOoh - -t
v ‘ (il ile gleall (Jlaal (3 salial) ey
a2 ! a3 ! a3 ) asY)
A. Details of Visit 5L Jaealds -
Bank Dhofar O sk s
Bank Muscat [:] i ol
National Bank of Oman D P PP g S a6 3 2l g3 i) 1
HSBC-OIB O HSBC-0IB 4
1. Bank Visited
Bank Sohar O s
Oman Arab bank X o) e iy
Ahli Bank O S iy
Other Bank: oAl dly
2a. Branch Name N\w}rah g Al aut 12
2b. Branch Area [\11 W 1— ra\n gl alge 2
3. Branch City Mue ca .}, Y
4. Branch Region M Ulca 1— AR
Day | Month | Year ddl [ el [ gl 36 am
5. Date of Visit -
1€ | o4 2014 | |
Hours [ Minutes Sl | el
6. Start Time of Visit Syl iy i,
|2 50 o
H i FH] PN
7. Total Duration of — sl & s .
Visit 00 | 19 Bl Baa




2

General Enquiry relating to a
specific Product, Service
and/or Facility

INT: SELECT AS RELEVANT AND/OR

SPECIFY DETAILS OF
PRODUCT/SERVICE

CCi 2
L Vol dd

Opening a Savings
or Current Account

Saving Scheme

J

Housing Loan O\Saal (yn
Car Loan Pl i A
Educational Loan el o B
Credit Cards Ohalil AUy
Personal Loan ] il

Double your Salary
Offer

Youth & Student
Account

O O0XROOO0O0O O

3l y LAl Gl

o) Rt g i Gl e il 2
Ly

’E_u.‘.“ | Jaealdl 332 gl [ 9 caaliall 54 :h‘l.ﬁ‘\-‘l

Laadll




pal

w1 | 3
3% 2 |
2aa § |
ii. Specify time taken to find parking: min. ) i ga Spg¥ W gl 3a o0
4.2 Entrance toBuilding 5 1 S D A ) Jsaal 4.2
a. Was the Entrance Clean? elihas Jasadl oS a )
3 1, Yes X a1 3
0 g No O 38 2 0

If ‘No’, specify “Why / Describe how” the
entrance was unclean:

S "AS Cio gl /1L 23a Slliad e ST ol gall 1S 131

gl e Jaad

b. Was the Entrance Convenient?

Toncbin Jasll S a0

3 1. Yes | 1| 3
0 2. No O 2| o0
If ‘No’, please specify “Why” the entrance was (Gaalia Janall (S5 o] "3LT saa ST G gl IS 1S

inconvenient:

=

Was he : &I U..'\,u O Ja
3 1. Yes =R ani 1 3
0 2. No O w2 0

If ‘No’, please specify “Why / Describe how”
the premises was unclean:

IS " s ) ML daa Sl ad "HS" il gl S 13

Apkl e )




Y ‘I&JQM

44 Branding Material 3 "
a. Posters / Brandmg material present on doors walls
and windows?

..m,m_,uba.m ;n,nl‘ilﬂ.g_,&-}aui—dSI-\;_”dA ’

3 1. Yes E pri 1 3
0 2. No O x2| 0
If ‘No’, please specify “additional comments”, O "l ClaaNa" saa Sllind e ST il gall S 13
if any: Sy

b. Pamphlets, Leaflets and Brochures on display?

Sl il y SLiS a ge o5 A

a. Were employees present at over 90% of the branch

3 1. Yes X mi1| 3
0 2. No O X2 0
If ‘No’, please specify “additional comments”, O Uil Slaadia" sas Sllad e ST Ol gall 1S 13
if any: ‘i y
c Branding material up-to-date? falan Ay jladll Claal) dge JA S
3 1. Yes E PESE 3
0 2. No O 2| o0
If ‘No’, please specify “additional comments”, O Alal el saa Sllad e SUST o aldl 1S 131
if any: S

Aigay agllla s g p Al LB ge (30 %90 (e S 220 5 c, Ja

desks and counters? fiasal)
3 1. Yes E and 1 3
0 2. No O X2/ 0
If ‘No’, please specify “additional comments”, O el Slaa " s Sllad e MUS" Gl gall S 13
if any: e

b. Were all / almost all of the staff neatly and
professionally dressed?

T e a el 090 5 (o pall i [ JS S A L

if any:

3 1. Yes E a1 3
0 2. No O w2 0
? . I ‘li' il‘ . lI - ] ]- " 5 ] . i . ‘u " ‘ o *
If ‘No’, please specify “additional comments”, Shaic) s e ST gl f_\:ﬂ
+ ~J

c. Were all/almost the entire staff wearing name
badges?

Cagilanly Sl LS (gaulay (il pal) pliaa [ JS S A S

3 1. Yes

a1 3

0 2. No

X 0O

382 0

If ‘No’, please specify “the approximate
number of staff not wearing name badges:

No one 1s puttig 4he naune §

) il pall ) el e i e IS il gl S 1)

el L Sy ¥




46 ATMandCOMmachines [ [ gudigigu, i

a. Was the area surroundmg the ATM and CDM (s g i 4-\1.-11 gs.\,m K] vm i peall 5 gl h,..un Ol ul.s Jn )
machines clean and presentable? ¢ Bl
3 1. Yes Kl a4l 3
0 2. No O w2 o
If ‘No’, please specify “Why / Describe how the AS " Criagl /13l s Sl e ST Ol galdl AS 1D
area was unclean: ey e RS
b. Were the ATM and CDM machines functioning? el g2l £IAN1y NI il peal) 5 ) S8 A o
3 1 ¥es E a1 3
0 2. No ] X2 o0
If ‘No’, please specify “the time at which at el 4 OS5 o Sl 20 Alnd e MUS" i yad) S 3
which the ATM / CDM were not functioning il jeall ¢ len gl 23m ) Jand Y galill glay¥ly SN Gl el
(and specify which machine, ATM or COM): o (E F QKT (RPN ] ‘
\
!
]
——— = - |
¢. Was there sufficient cooling in the ATM/CDM area? TATM/CDM 4dkia A s cigadl ) 40l fS Ja o |
- |
3 1 Yes O .11 3 1
o |2 No | B2 ¢ }
3 | 3. Not applicable X GhiY 3| 3 ‘
If ‘No’, please specify “the time at which at A Jany ol s3I 2yl saa lad e MUST Gl galdl S V) ‘
which the cooling was not functioning L KL Gl |

a. Wasthe branch air-conditioning fully functional (S LYREEN Jany q-'l‘_udh-ifml oS Ja,
and sufficient?
3 1. Yes X 1| 3
0 2. No O 2| 0
If ‘No’, please specify “Additional comments / MMagilal Glaada s dliad e MAST Glpaldl S 13
Describe how it was insufficient: S S Al S sy
b. Did the branch possess sufficient lighting? A Spll £ A Oy A 2
3 1. Yes K w3 1| 3
0 2. No O 2| o
If ‘No’, please specify “Additional comments / Mgl Slaadle" 22a Slliad (e ST Gl gadl IS 13
Describe how it was insufficient: S S Al s Ca )




+ - +

c. Did the customer have sufficient waiting space / foaplall solia (o ilS 230 [ UEIDN M dalee Joaall S8 4 S
seating area?

3 1. Yes E a1 3

0 2. No Il M2 0

[u;_}:-‘u‘ CARa " 3aa Jll g o NE ;_:I_,_;.:l u'\S 13

‘No’ ify “Additional commen
If ‘No’, please specify “Additional comments / SR DA

Describe how it was insufficient:

| d. Did the customer find it easy to follow the signage
within the interiors of the branch, indicating different
counters/ work stations?

g £ Al JA13 As gud gal) SIGEND A ppeny &y O g ) plla) A S
flaall SLal y (ilalt) Sl 3098 Cilida ) A2 3

3 1. Yes a1 3

X O

0 2 No ¥.2 0

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

J o J

ooyl fagls) " 23a dlliad e "HS" G pall CAS 13
R LS PR K




+ + +
5.1 Greeting of Customer _ ' L% Ol a2 5.1
a. Was the Mystery Shopper “promptly greeted / Te Al A Adgia 90 AL Gsedall o odoadllfua 3 o3 0A )
acknowledged” on entering the branch? '
0 e Nogreeting / acknowledgement D Gaifcua JY e I 0
i | e Greeted within 10 minutes of entering D Jrandl Jpas e 38210 d a3l @ ‘ 1
2 *  Greeted within 5 minutes of entering D Jraall Jyas e G5 A cua 3l e 2
3 e Immediately greeted on entering X Juaall Jgis jphcua il o 3
b. Did the staff either / or: iOn Ay gaaly Cabgad) B8 Ja o
a. Ask for the customer’s name? tliandl sl e Ju
b. Greet the customer by name? faasl S5 ae banlls iy o
3 e  Yes, the customer was greeted by name / m e 0o s faadt S5 pa Jranls cua ) S 0l aad e 3
asked for his / her name Lgas!
0 . No, the customer was not greeted by EI dand e Jly aly faas 83 o braallcun gl B J 38 e 0
name / asked for his or her name Lgassl
Ak O ekl y "Ta agl) e Loa iy " ¢l g -
€. Did the staff ask, “How can | help you today?” o 3 e e s ’:I dL‘] HJ; ,;l:
and Probe the purpose of the customer’s visit? '
3 1. Yes, the staff did this m Sy Cals gall 25 230 cani 1 3
0 2. No, staff did not do this O I3y Cali gl iy o) (38 2 0
d. Was the Mystery Shopper redirected on the fbalial/dhibal Jo ol A Gpdal 4agfibilel 2 da &
basis of his / her needs?
1. Yes, he /she was redirected on the .
4 Talialfafalsa) ) (3)Jaanll i sale) 33 38 s
E basis of his / her needs E A A A e
2. (OR) The first staff member g il 3 Sy il g il () 2
3 encountered probed the nature of O e il g2 Jy o () - 3
= " " \AELJ/U.EL.JJ»JLI__)}‘I(A_H.‘.:
visit and assister him / her
0 3. No, he / she was not redirected on 0

the basis ofhis / her needs

Were the staff courteous on the customer making
his / her enquiry?

lalial/adalial I da il salel 35 4 38 3

0 * No, the staff were not at all courteous D AY! e ciligal) oG Al S e 0
e Yes, the staff were quite / reasonably ) .
1 ' U ke UL il o) a3 35 oans
courteous E Sl A gda AL (il el a3 i) caas e 1
2 e Yes, the staff were courteous O B iy S s @ 3
3 e Yes, the staff were very courteous D AL ek Gl gl S axl e 3

b.

Did the staff demonstrate “active listening” on

customer enquiry?

el Sl " ke pliaal” G pal) 4B JA o

e No, the staff did not demonstrate

| plical il gt gl .
4 active listening D i e el s, 3 0
* Yes, the staff listened quite / 5 il : T
1 | 4] il gal) | 220 ¢ and
reasonably actively E Gl B Allgska 2 oy cilgd ghal et o .
2 * Yes, the staff listened actively D Loyl B gal) ol il cani @ 2
3 *  Yes, the staff listened very actively D Anlay) Cpa A Gil ) el Gl ani e 3
s
+ +




Did the staff appear confident?

Sacidi (e @1y Al o Cibgall 4B A &

e No, the staff did not appear confident

A (e (Bl adl Jlo byl pel NS e

* Yes, the staff appeared quite /
reasonably confident

Jiiae (85 ddl G (Bl 4l o il yall gl ani @

e Yes, the staff appeared confident

Adi o (Blg A o algdl ek e

e Yes, the staff appeared very confident

OX OO0

dadi e Ll Bl adl Jo b gall ggls cand @
o 34 g > ey

d..th List the names of staff interacted :pgn ilelad (1 e 3) planed 83 2
Wi 3
o Mr./Ms. Doy Female 1 Aol laldll e
* Mr./Ms.  Oman, Mae 2 ALilladl e
{ e Mr./Ms. 3 FAEH T RAH] .
[ e Mr./Ms. 4 oW )od e




- + +

6.1 Staff Capability } Gyl gall 5 a8 6.1

a. Did the staff frequently probe the nature of the £ 050 J85 g3l Glalal daph (e LSl G gl 48 Ja
customer's needs?

| 3 1. Yes E a1 3
| 0 2 No O 38 2 0
’ If ‘No’, please specify your comments: il iy a8 Bla S 1Y)
b. Did the staff actively attempt to anticipate A Bk RS T kg - o
' Cosl Slalda) Fuiay AUled A gla il gall 3 Ja
customer needs? Gl Sabia) G i i
3 1. Yes O a1 3
0 2. No X 3 2 0
If ‘No’, plegse specify your comments: ‘ Ul plady a8 Bla ) S 1Y)
M@u&mﬁ
c. Were the staff able to cater to the needs of the daf 530 lue b (93 (e G 3 Slalta) Al Cilbh gall plaiud JA S
customer without seeking the help of a colleague? T3 3l
3 1. Yes 2| pai 1 3
0 2. No O i 0
If ‘No’, please specify your comments: Al gliads o ela ) 2" 1)
INT: IF the Answer is YES , so the answer for Q o "l YO LY sl (Jid) 138 s sl Gl 13
D should be Not Applicable A AR
d. Were the staff able to answer all / most of the
questions posed? fda g hal) ALY aBma [JS 06 YY) B pal) plhiul Ja &
3 1. Yes XA a1 3
0 2. No O 38 .2 0
3 3- Not Applicable O ShiY 3 3
If ‘No’, please specify your comments: ) plaady a8 bla (NS 13)

e. If the staff were unaware of the answer to a JA (Adma ALl [oma JVge o AlaY) e (08 GiBgal) 0 a1 1Y)
particular query / queries, did they politely “ask el dal AR e A0 5 e 2SN Jai e UM Cudgts Al Gl
you to wait while they double-checked with the
system / a colleague”?

3 1. Yes | pai 1 3
0 2. No O 3 2 0
3 Not Applicable ® Babais Y 3
If ‘No’, please specify your comments: A plads Al Sla, IS
9
* +




Overall, was the staff well-informed o

n Bank

Dhofar’s product and services? ok Ly
0 e Not at all informed I:] ALY e Claglaa gyl jal e 0
e Wellinformed on at least a quarter / a

Glaaddl y Sl ] = JiYI Ly

1 few of the products and services O Ak DakeSl g - J\'L"h ?‘: : 1
discussed ; o

| 3 e Wellinformed on at least half of the X A gD Silaadll y Slasidl cieal e SV e alay @ g
| products and services discussed Lgilal,

| Il informed on at least three- < -

l & e Clasiadl e 81 g gLl A8 JiY1 Lo

3 quarters or more of the products and D B e e_'“,.;uf J;,.f "L T S 3

L‘,.L.ﬂ! s._ILAJ.'.A.n

services discussed & ’

| b. List the details of the “main purpose of your visit”
(as per SECTION B); rate the staff on the level of
“product / service knowledge” in this area:

) 5 aS) " i gl Lk a2 o
"Oladdl) y Sladially (#ladal) A el 5 gl e O gall il a8y 4(S
A3kl ola l.r'

INT: LIST THE CODE FROM SECTION B.

G ) a0 Ay o sy

0 ¢ No knowledge at all D ALY e sy Y e 0
e Wellinformed on at least a quarter / a i
Slaadll g Sladial | ! ) e o
1 few of the products and services D A o A fe “;] ‘E?_L:‘ ; * 1
discussed 2
5 e Wellinformed on at least half of the X 2 A el y Slatiall el pe SV e alay @ 3
products and services discussed PR L
e Wellinformed on at least three i i
Slasial e A1 gl gl i A8 S5 !
3 quarters or more of the products and | [] pdde 203 &‘ ,'“.’a.‘x: fj "Jr' ‘“Jh * 3
services discussed d ?

¢. Did the staff attempt to “cross-sell” other products Slatd y Slaliad  ALGY) Al G LAl Al glag b gall B8 Ja O
and services? LY

0 e Nocross selling at all E GALY! e ALyl adl Glaay a3 5l e 0

1 e Cross-selling after a lot of prompting D Sl i) e B8 sy Sl aull Gl Wi e 1

5 . E:zs:'::::lg after a little / some 0 ) Jhief) n Y 3y oY) gl Blany 5 @ x

3 e Immediate cross-selling attempt I:l il e Alayl anll lgaan i e 3

d. Did the staff explain Why Bank Dhofar’s products
and services possess a “Comparative advantage”
relative to competing banks?

LI Lgpal U o ciladd g Gladie 3L 7y Cili gl o6 A &
P & g a4 e "Dl

3 1. Yes D a1 3
0 2. No 24 ¥ 2 0
If ‘No’, please specify your comments: Sl Ly a8 Bla ST 13
Qrﬂ% 9@}@ QNSWer Fof }bg
quec hng

10



+

e. Did the staff attempt to provide “complete
| information” on Bank Dhofar’s products and
' services, along with relevant literature?

Gladd y Sladia (6 "ALalS Sl plaa” ke Y Ayl cil ) 43 A 2
filall &3 LS A Uik oy

INT: LIST THE CODE FROM SECTION B.

S il 3a 3a 0 S, o 1l

| 0 * Noinformation at all D Ay o GlagaaY e } 0
* Information provided on at least a 3t e sladll i B fas B! e ol |
Apiasall Tila A - ) ) s -
| 1 quarter / a few of the products and O e ": s I | 1
' - —— ! D —_—— e
[ services discussed Hutiie R : l
' 2 * Information provided on at least half E Gilatially Gleial Cila el cieai BY) o claz] e i 5
of the products and services discussed L8l o3 A Slaaslly ;
*» Information provided on at least three i i i i ;
Sla glaall e 380 g) gl ) A BY1 e cllac)
3 quarters or more of the productsand | [_] . .f:‘ﬁ‘:j. E__.'J iy "ﬁ ,‘.‘“’,f.f.fnl; ‘ 3
services discussed * il ‘
3 e Not Applicable GebuY e 3

f. Information on relevant procedures,
documentation and follow-up method?

falall i3 Aagliall 455 5 Slafiaaadl y (ip ) a¥l Ailaie Sl glaa ¢

INT: LIST THE CODE FROM SECTION B.

S ekl G Ja )l A8 o8 tlaly

0 * No information at all

BLY) e Slagaay e 0

* Information provided on at least a

Gl Sl glaall o S faa s Y e ellae] e

e

1 quar‘ter / ? few of the products and D 2280 5 3 sl sl 1
services discussed
- e Information provided on at least half < Slatiall; dilaidl Glaglaadll cheal Y1 o oliac) @ 2
of the products and services discussed Ll &5 Al Shasall
* Information provided on at least three { ‘o ¢
Lﬂ.a_,i..g'.'l e ):Si 3 &L.U'l ang d;\ﬂ Uh ;‘J:c! .
3 qual:ters or more of the productsand | [] 3385 o5 3 lasally STy Akt 3
services discussed
3 * Not Applicable @hiuY e
g Did the staff attempt to acquire more customer Jal e Gy Allada S Sila plaa A3 jaal A glaay cila gall o3 Ja 7
information so as to follow-up at the end of the visit? TN g A AagGally pLal
3 1. Yes E] a1 3
0 2. No X 32 0
If ‘'No’, please specify your comments: ol ey o ela ) "S" 13

11




+ + +

7.1 Timeless St i e it ol il G TR SR L ST il T2
a. Waiting time on entermg the branch, before o au_,.\_,..n uél-'ﬁ _,-Ji ¢. Jaladl) Jd & Al (i 2 Jmu‘ﬁ by )
dealing with the frontline staff: T Aasil) adlga o [ el i)
INT: SPECIFY TIME IN MINUTES: | A G S gl 2aa ey
0 e  Over 15 minutes O G315 e S e 0
1 e 510 minutes X Si:10-5 o 1
2 e  3-5minutes (| SM5-3 e 2
3 e Under 3 minutes O v TOTLR O - 3
b. Did the customer feel like the queuing system JSEs Jaay ciall B (a8 ) aURS) UBIYY AUBS 0L G D Al A L0
(numbering system) functioned properly? fraa
o e Queuing system (numbering system) EI o Sy ¥ il i (Y1) JUsiyl sl ol e 0
did not function at all BBy
e Queuing system (numbering system) ki k P A "
E 3 Y1 aUad) caall Ty LUas o)
1 funictioned, but it worked witha fuw. | [J | & TS0 (¥ A4 v &;i-; g : 1
impediments ’
e Queuing system (numbering system) p ek 2 i wi
A s 3 Y1 2kl Caall Uassy! aUas o)
2 functioned and it worked quite easily D Sand ki !..-::.J,_,n d?l; o ‘ 2
and efficiently : Sy
e (Queuing system (numbering system) - 2 kv R B P 5
A g 13,y alas) caall B SUaEY) WS o)
3 functioned and it worked very easily D Lol iy "JM y & Ai ‘ 3
and efficiently iy
s Not applicable (no numbering system) E (Boi) Aol sl da V) Bl e -
c. Time taken for the “purpose of the customer’s visit A ga ) Jgeagl) Sio G930 545 ciaa AuD" Jal e 2834 ..:.i:,n =
to be fulfilled once reaching the counter: HER RN
INT: SPECIFY TIME IN MINUTES: {o s B Ga gl 3aa sl

12



+
H. Additional Comments on Visit 25 i ddlaial) A8LGY) Cila jEhal) e
(If any): (@ o)

End of the Survey - Thank you very much....

- Y = - - .
S T80 — i) Al
TOTAL Branch Score
(Total unweughted branch score, summmg all sectnons)
e o T P ' L RAR L oY -ored p
PRy il RER R o s S i
C Branch Presentation and Customer Facilities
D Greeting and Soft Skills of Staff
E Staff Capability, Knowledge and Cross-Selling
F Timeless
42 - R TTI
" "-{E. ,,—.k_‘ S5

:(‘-L-ES” 8- t&‘)l-u ‘La-'-‘)-l‘ e LGl t_,.aa..a)

Qe Aaad D B fgaae [ radl J Mggas [ e ARGl [ el
G i) Clgelly £ AN apals o

Ol pall Sl gy a3 =

A ) Glas g 458 jaa g il gal) 5 a8 a







