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PROJECT: Money
SHOPPER CODE DATA ENTRY EDITING |
Name Number Name Number Name SERIAL NO,
§ o
T i
fd.)l‘,” Gaxll Cila glaall Jaal | Gaddl ey
A -5 3 ! A =
A. Details of Visit 3L Jaalds -
Bank Dhofar m ik oy
Bank Muscat D el Sy
National Bank of Oman O haadl il gl i) 4Gy 5 e 3 ) 1
HSBC-0IB O HSBC-0IB 4l
1. Bank Visited
Bank Sohar D oo iy
Oman Arab bank D ol e iy
Ahli Bank | Sy iy
Other Bank: oAl oy
2a. Branch Name G urm g il al 12
2b. Branch Area M @u — g oAl alge 2
3. Branch City A«‘ a U Ll 3
4. Branch Region MMQ(CKT - nghep Ghidl 4
Day | Month |  Year Al [ el [ il am 5
5. Date of Visit —
\5 | o4 | 2ol 1 |
Hours [ Minutes ) | el
6. Start Time of Visit Sl 1y sy 6
1o (!
H i ] zle L)
7. Total Duration of e Ll = ) s 7
Visit O O | 3 O ] 2k ada
1
+ -




3 )z.'l):._.L..:;:r_’.ﬂ

§ o> Sl |

| Opening a Savings
| or Current Account

| Saving Scheme

Sl s |

Housing Loan Ol a8 |
2. General Enquiry relating to a - * i ] o9 Ak (G piag Blade ple jludiil 2
specific Product, Service A Lean o e | . Jage !
and/or Facility Educational Loan s i | ] A el 332 gl [ g i) k) .::n_'L"'
| INT: SELECT AS RELEVANT AND/OR - — dadil) |
SPECIFY DETAILS OF Credit Cards ! ey sl iy
PRODUCT/SERVICE

Personal Loan =l e A

Double your Salary
‘ Offer

O O00000KROO

5‘-."‘.J '":' .

\ " Youth & Student
Account

L 320 |
et Al g Glhaall G,




4.1 mwmmmmhm
_ Mysteryshopper?

7y . -E,:"'v__ s bt \:_"' vD i mY _'_;r'-_q'"_' ,' Yorl :',
Tl e s g SN Gl 29 A 41

RO

3 1: Yes a1 3
2z No 382
i. Specify: .
ii. Specify time taken to find parking: 3 min. FrET) il ga Sag¥ o) gl aa o
4.2 EntrancetoBuilding 2 et p B L A el A Js8a1 4.2
a. Was the Entrance Clean? ol Jaad) s Ja )
3 1 Yes & a1 3
0 2 No O 38 2 0

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

S S Caea ) /ISP ana Al e NS Gl gall GAS 1)

i g Jaad)

b. Was the Entrance Convenient?

tladie Jasall (IS a0

3 1. Yes

a1

3

Q0 2. No

OX

%82

0

inconvenient:

If ‘No’, please specify “Why” the entrance was

(L Jaaal) S0 AT ML daa ¢ OIS Ol gadl S 1

Was the branch premtses clean’ olidai p i e
3 1. Yes E PRSI | 3
0 2. No O w2l o

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

CilS "G Cin g 13T 3 Sllid e "IS" il

sall 813
:-.'-‘.. );'.: v.‘lLlA!'l




and windows?

W

].&Q‘”

3 1. Yes E and 1
0 2. No O %2
If ‘No’, please specify “additional comments”, O Ml ClaaMa daa Hlad G ST i gall IS
if any: (Caday

b. Pamphlets, Leaflets and Brochures on display?

?Cl]):ﬂ‘_’\;l\__gﬂld.bf"ﬁ&_g

3 1. Yes % a1
0 2. No O 38 2
If ‘No’, please specify “additional comments”, O ¢"Lilal Glaade saa Slliad e HST Ol gl S 1S
if any: “Cada gy
c. Branding material up-to-date? eilaa Ao 5ladh cladlal) diga Jb S
3 1. Yes E ani
0 2. No O 38 2
If ‘No’, please specify “additional comments”, OV "Ala) Slaa " 2aa Sllad e NS Gl gl 1S 1
if any: ey

.

a. Were employees present at over 90% of the branch
desks and counters?

B say agitsa p) g B AN B ga e %90 e SS) 20 5 J

Cdaadll

3 1. Yes D a1
0 2. No B3 38 2
If ‘No’, please specify “additional comments”, O Milal cillaadia saa liad e SUST Gl gadl S 1)
if any: (Daay

9 ot of 12 were v lable

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

S e ek D s Do) plea [ JS S A o

3 1. Yes X ani 1
0 2. No O % 2
i . .ll ‘ll‘ ‘: B lI - 1 ]- " ” . '! . ‘ll " ’ ) "

If ‘No’, please specify “additional comments”, E ) g G CAST e “_ls s

HASEEN)

if any:

c. Were all/almost the entire staff wearing name

Cagilandy Ol LS 0 gaday (il gall sl [ S S A,

badges?
3 1. Yes O a1
0 2. No E 382
If ‘No’, please specify “the approximate Cpdll Gl pall o 31 aall saa Slliad G ST Ol galdl IS 1Y
M _;I‘)L;J,R—AJI_Y

number of staff not wearing name badges;
2 onlg Lefre P“;Hjn? Name bg




A O R ORI LIS Ty ;»1
_ ATM and CDM machines

a. Was the area surroundmg the ATM and CDM

w,@guag!w\,1ut,ms.m1 Baaall S S O

+
f:',t'v"‘n'@ W“a sl aaal 4 6
il L ‘!'lw‘ 3 ST AN A

machines clean and presentable? ¢ gl
3 1. Yes A 1| 3
0 2. No O 32| o0

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

S "€ Cia gl IO 2aa Hlmd g IS gl S 13

i e Sl

b. Were the ATM and CDM machines functioning?

Tl gl £1aV)y N Ll ual) 3 gl COlS A @

3 1. Yes

a1 3

0 2. No

0|

a8 2 0

If ‘No’, please specify “the time at which at
which the ATM / CDM were not functioning
(and specify which machine, ATM or COM):

eal 4 0S50 3 G I e Ald e MIST gl ST
u_.ll_)-.m'l sL‘.\ l.}—a_,)JanYJMJ]&‘AJ _,‘JN\JL}.‘T'

(gl glay) ¢ I

c. Was there sufficient cooling in the ATM/CDM area?

CATM/CDM {hais A 22 Gl o) 3,00 S Ja .o

P

30 1. Yes O 3

0o |2 No O X2 o

3 3. Not applicable p< Skiu¥ 3| ;3
If ‘No’, please specify “the time at which at A Jany ol G301 2 g1 3aa Slid e MDIST gt AS 13
which the cooling was not functioning e JS5 sl

a. Was the branch air- cond:tlomng fully functlonal
and sufficient?

‘U-‘-J-\s-tdﬁ-»d-qw.»l‘u#‘uﬁdhi

3 1. Yes

a1 3

0 2. No

38 2 0

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

fagdlal Slaadia" saa Sllas e S O gall 1S 13
S S A (S Gyl

b. Did the branch possess sufficient lighting?

LA s Lol AN s OA

3 1. Yes [ m1| 3
0 2. No [:] 3 2 0
If ‘No’, please specify “Additional comments / [Magiial SN aia it MUST U yall 1S 13
Describe how it was insufficient: S S Ll s gyl
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c. Did the customer have sufficient waiting space / T owslall 2o lia (e cilS 230 [ UBIDU A0S dabiss Jpaall IS G4 S
seating area?

3 1. Yes X 1| 3

0 2. No O X2 0

_ epra [ Raila) Claa " saa Aliad e IS Gl gall S 13
If ‘No’, please specify “Additional comments / B ‘“"“u“’J‘. a5 el v_LS .
j__n'\S‘_')Sﬂ {Ju:\Shl..aJ!

Describe how it was insufficient:

d. Did the customer find it easy to follow the signage A Bl Ja13 Ae guda palt U A s &y OF Cige ) plnidd G4 S

within the interiors of the branch, indicating different o Lt ! =5 s
5 ?Sanll oSlal y (QOSA) & ) Calisa ) ad 5
counters/ work stations? Gl sl () Sl ol 388
3 Yes D a1 3
0 2. No (X y2| o

If Nol, please ‘speaf‘,{ Adqn’nona.! comments / Cia )y fhsilia) cliad saa Sl e "3 il pall 55 13
Describe how it was insufficient: S 5 o s
the i g

No cianacle  excepl
g —

wuﬁltrg ‘h]\ “H’?
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5.1 Greeting of Customer "X « T oL a3 51
a. Was the Mystery Shopper * promptly greeted/ TN ) Agis b AL Ggdd) o Ciadlfua 30 o5 08
acknowledged” on entering the branch?
0 s No greeting / acknowledgement E i/ 5Y e 0
| 1 e  Greeted within 10 minutes of entering D Jsaell Jpdn e B 10 JDa a3l @ 1
‘ 2 s  Greeted within 5 minutes of entering ! D Jaaadl Jpdn e (B 5 Bd a3l e 2
! 3 ¢ Immediately greeted on entering D Jranlt Jgaa jma il e 3
f
| b. Did the staff either / or: . Y sl cib gl A8 e o
! a. Ask for the customer’s name? faaall o 0 s |
b. Greet the customer by name? Faassd S5 aa Jaaally sy
*  Yes, the customer was greeted by name / Sl oo et S5 aa Jrands cua il S all gand @
3 _ ’ O ; 3
asked for his / her name Lgans!
*  No, the customer was not greeted by dad e Loy fand SSpadiadbcua sl ol NS
0 ; X : 0
name / asked for his or her name el
A (F i) g "% gl OD00 e Ay LS (il gl W
. Did the staff ask, “How can | help you today?” E 2 e A ‘”j JL‘] l;’: _;l:
and Probe the purpose of the customer’s visit?
3 1. Yes, the staff did this [} 15 Cala gl 48 T caad 3
0 2. No, staff did not do this O Ly, Cila gl i ol DS 2 0
d. Was the Mystery Shopper redirected on the flgtalial/adalia) o el A dgudall 4aydidde) 2 06 &
basis of his / her needs?
1. Yes, he/she was redirected on the g
3 ! ) Aaldal/aaldal N I.;,....,I 4ua pidlel; ,. 22 cand ]
basis of his / her needs D i < 6) # e 3
2. (OR) The first staff member . B 31 S ¥ il gl i () 2
3 encountered probed the nature of O o el 4 S 5 <3 e (‘J) ' 3
L . . .‘-C-wh.\c.‘._n_,ajld_}hm
visit and assister him / her
3. No, he / she was not redirected on .
, Llaldal/aRalaal 3l salel 3 o) S
. the basis of his / her needs E il / ARl Bkt il 3 0

a. Were the staff courteous on the customer making Clrand) Bom o 4 00 5 il gl Bl CAB gal) DS b,

his / her enquiry?

0 No, the staff were not at all courteous | [] B e gl ciligall 0% ol S o 0
e Yes, the staff were quite / reasonably o o e 3
r 3 .. 1 1.- s
1 coistaous D Ban [l ghe ALY b gl a3 dil aad e 1
2 *  Yes, the staff were courteous @ Gl bl Sl ani e 2
3 *  Yes, the staff were very courteous D AL yad byl S a1l ani e 3
b. Did the staff demonstrate “active listening” on Pl LY "' ol plial™ il gall 451 JA o
customer enquiry?
* No, the staff did not demonstrate : :
4 | plial Lib gall gk IS
0 active listening D i) # sl * 0
* Yes, the staff listened quite / . I . . .
g \ 4] A4 ks il gall sl 2 aal
! reasonably actively D R igle Bl e 5
2 * Yes, the staff listened actively m Lola) Gl gall sl 33l aas @ 2
3 * Yes, the staff listened very actively D L) e S Gl gall sl 2] aai 3

-~




Did the staff appear confident? \ Thaadi o (B g Al e il gl 4B A S
e No, the staff did not appear confident D ‘ Adi e Byl o Cabgall ek al NS e

e Yes, the staff appeared quite /

| Gl JO8, A 0 (2l g A o il gall ki gl
reasonably confident D‘ ’ O Byt e sl gl o

e Yes, the staff appeared confident ] | didii fa (Bl adl Jo Caligall el ani e
* Yes, the staff appeared very confident | D 1 A e Ll Byl o Calgall el el e
d. List the names of staff interacted T ( e vm it R . B b
% tadra Sulalad Ol Cdls gad) pladd 80 O
with: \
* Mr/Ms. Qmany  Female, | 1 | e e
e Mr./ Ms. | 2 | Alalallf Jealil) .
e Mr./Ms, | 3 | ALty Lata .
e Mr./Ms, 4 | Lol il o




6.1 Staff Capability

el gal) 5,8

6.1

0 J5 (gl Slaliia) daph 08 Lol il gall o8 A )

a. Did the staff frequently probe the nature of the
customer's needs?

3 1. Yes O ani 1 3
0 2. No [ 38 2 0
If ‘No’, please specify your comments: -3l glaals g8 sla ) S 1Y

ofF the omctsaner ruede
b. Did the staff actively attempt to anticipate el Siplyia) (Fhiua A0k L ghaneg cilh gl o8 A
customer needs? Gy
3 1. Yes O i1 3
0 2. No & 3 2 0
If ‘No’, please specify your comments: Ul rlady a8 lay S" 1Y)
ida o s toine (]
neegs
c.  Were the staff able to cater to the needs of the A 3aelae alh (158 G gl Slalia) 40 b gl plhicd Ja &
customer without seeking the help of a colleague? Te3la 3l
3 1. Yes X pxi 1 3
0 2. No a % 2 0
If 'No’, please specify your comments: REA rlads o8 5la ) MUS" 1)
INT: IF the Answer is YES , so the answer for Q o UERL TS LY sl Jipedl 1 A sl Gl saldl s 1
D should be Not Applicable & A0 Akid)
d. Were the staff able to answer all / most of the ) i )
questions posed? da g phall ALY aBaa [JS 06 LY i gall plaiul Ja &
3 1. Yes | a1 3
0 2. No O 3 2 0
3 3- Not Applicable O Gebii ¥ .3 3
If ‘No’, please specify your comments: Wl plady a8 la ) ST 1Y)

e. If the staff were unaware of the answer to a JA A Al [opaa N o oY) o |08 Gl gl 0% &1 1Y) 2
particular query / queries, did they politely “ask el 2al [ABI e 4005 e 28 Jal e URIIYIT Cudgls dlia Gk
you to wait while they double-checked with the
system / a colleague”?

3 1. Yes D a1 3
0 2. No O 3 2 0
3 Not Applicable =K Gehis Y 3
If ‘No’, please specify your comments: A Pliad; 48l "OS" 1)
9
- -




Sladd g Sladlia

i ke gall g3l IS A cple JSB ] |

Dhofar’s product and services? £ ik oy
0 *« Not at all informed D ALYl e Clagleaanl jul o 0
o Wellinformed on at least a quarter / a .
Cilaaadl g Caladidl il - \ ]
1 few of the products and services O 3 Siaiall oo G ez “F] j?l:h P.; ‘ 1
discussed Hr
2 e Wellinformed on at least half of the E 5 o Sleadll y Clamiall ciai e S e alay @ 5
products and services discussed Lgilalia
e Wellinformed on at least three- : o
Clasiall e J3SH gl gl A2 81 L ;
3 quarters or more of the products and D Ml e A i_.J:iLu B “E,?::::j"‘ * 3
services discussed H ot <

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:

ekl (A (g LaS) MBS e ) g Alahe oY g g ad

Mlasil) g Sladially (dlala) A el s s o (il gall apdl ady 1(2

:Aihidl oda U"

INT: LIST THE CODE FROM SECTION B.

S gl a0 R B 1l

0 * No knowledge at all D Ayl e aly Y e 0
e Wellinformed on at least a quarter / a
Slaaadl y ciladiall \ 1 I
1 few of the products and services O 3 o oo B e }qﬂud% :]; : 1
discussed *
2 e Wellinformed on at least half of the D S5 A Slasadl y Clatidl dheal e Y1 e dlay e 3
products and services discussed LS8l
e Wellinformed on at least three :
Cladidl se A gl gl ) A8 Y
3 quarters or more of the products and E ) e &.'f 4;3.. ﬁ ﬁ * 3
services discussed . £ ’

c. Did the staff attempt to “cross-sell” other products

Glasd g clalial ALY Al o pUAL & glaey Cilh gal) 28 A &

and services? LRy
0 e Nocross selling at all E LY e Alay) audl Ll iz al e 0
y | e (Cross-selling after a lot of prompting I:] Sty o S g Loy aull Al 6 1
e Cross-selling after a little / some . . . )
2 Aty ¢ { 2Y1 andl Llaay 213
? prompting O = V) Oa Gy ALY ol Adans 6 2
3 e Immediate cross-selling attempt D Jeil e Loyl ol A gae i e 3

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

LY gpal A oy Cledd y Sladia 13l £y il gal) 58 Ja &
LA & yid) ma e "l

3 1. Yes

e 1. 3

0 2. No

KO

AB82 0

If ‘No’, please specify your comments:

T e 1 Jie

Co mpe%‘ 'l'or(

Al plads o sla ) ("S" 13

10
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Did
info

services, along with relevant literature?

the staff attempt to provide “complete
rmation” on Bank Dhofar’s products and

Slasi g Sladls 8 AL Sl glaa" Lidee Y U jlae il gl 43 4 7

fAlall )3 lagas e b 2

INT: LIST THE CODE FROM SECTION B.

S al] G G ) AU B el

0 * Noinformation at all } D SR e clagaay e | o
e Information provided on at least a i L) e gl e ) fs Y1 Lo slcl
1 quarter / a few of the productsand | [] e Z‘::M' __-‘&"_". \_,‘s.:h‘ "J u‘ ‘ 1
services discussed ? P i
. e Information provided on at least half | E Sty Al Sl yladl Cieal Y1 e oclac! e 2
of the products and services discussed ' LiliBia o3 30 Slaasdly
e Information provided on at least three | : C ey 13 A
e glaall e 81 gl gLl N5 B e ollac)
3 quarters or more of the products and - .‘)‘g. o JW& {J‘?f‘”.‘.‘{:_:fﬂ.; : 3
| services discussed e A
3 ! * Not Applicable GhiY e 3
f.  Information on relevant procedures, Aluall i3 Aalial) LSy ClaZiaall y (SlplaYly Alate Sl glaa ¢
documentation and follow-up method?
INT: LIST THE CODE FROM SECTION B. G )y a1 A5G o sl
0 * Noinformation at all D LY e clagleay o 0
* Information provided on at least a 5
AGlatall Cilaglaall (e JIAN f) Y e sllac] o
1 quarter / a few of the products and D B R . 1
Lililia | laaddl g chadidly
services discussed gl S dem
5 e Information provided on at least half E Slatially dilaia) Cilaylaal) Cieal B o clc) @ 7
of the products and services discussed Lidilia 25l cilaaddly
e Information provided on at least three % ;
QhM‘}ﬁiJ‘&bJ‘@gﬁ?‘&ﬂLﬂﬁ‘ -
3 quarters or more of the products and D e, o SEmECl e T 3
[Pk A Slaaddl y Slagiadly dGlatall
services discussed i S
3 e Not Applicable Giau¥ e
g- Did the staff attempt to acquire more customer Jal Oa Gty Adlada S Cila plae A8 el A g il pal) 43 (a7

information so as to follow-up at the end of the visit?

7 Ju 3 A o daiy ol

3

1. Yes

a1

3

0

2. No

OX

32

0

If ‘No’, please specify your comments:

WA lads 4 ela ) S

11
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1‘.1 m o ;;;. A._ BT, = 7 4 g r‘.‘-' .-'L: ol -_-'..;-__'. \'.3, % -:..n ". TF > 1.1
a. Waiting tpme on enterang the branch, before o ga-‘.ﬂ'.l»"" wﬁ}-" = d‘h-m Jiy Eﬂ! dp-! P Jtiiu"il cdy
dealing with the frontline staff: D Aasdl) i ga o [ palall) i)
INT: SPECIFY TIME IN MINUTES: I P G G ) s sl
0 e  Qver 15 minutes E 48 15 e K1 0
1 e 5-10 minutes W F810-5 e 1
2 e 3-5 minutes D AR5-3 e 2
3 e Under 3 minutes D GRS e e 3
b. Did the customer feel like the queuing system J8s Jaay ciaall (B (aB_N) pUI) UL a5 0L Gl el A o
(numbering system) functioned properly? ‘e
0 e Queuing system (numbering system) D e S ¥ caall 8 (LAY eyl Wl ol e 0
did not function at all ey
e Queuing system (numbering system) & o 5 ; s
* 18,y aUSY) Canall ety B BRI
1 functioned, but it worked with a few D SECEREE - }:Ep; i 1
impediments il
e Queuing system (numbering system) - o s e o
Figveon 13,y LUad) Caall ey 4l
2 functioned and it worked quite easily D ¢ e (Y1 5) ui )U_“ }”’JL:..:J ‘ 2
and efficiently ’ .
e Queuing system (numbering system) 3 . A - s
Al g 1§ Y1 UL Caall eyl aUas o)
3 functioned and it worked very easily D ¥t (1Y) L) - 3" ]\f i i.:é * 3
and efficiently 3
e Not applicable (no numbering system) E (B ol plad 2 V) By @ -
c. Time taken for the “purpose of the customer’s visit ige Al dsea gl 2o Gl 845 i 4D Jal e dddl cd g o
to be fulfilled once reaching the counter: 2" dasdd)
INT: SPECIFY TIME IN MINUTES: : A a2 gl 332 sdaly

12
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H. Additional Comments on Visit 150 0L Adlaid) A8LaY) Gl i) K]

(If any): (=3 )
109'}'&“ Qiﬂﬂo«cje_s

End of the Survey - Thank you very much....
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Branch Presentation and Customer Facilities

Greeting and Soft Skills of Staff
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