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PROJECT: Money
SHOPPER CODE DATA ENTRY EDITING
Name Number Name Number ' Name SERIAL NO. "
e | 1/olo|4}9
:EJJ‘:A."
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Ll Al Sl glaall il Satall e
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A. Details of Visit 3L Jamald -
Bank Dhofar Il ik oy
Bank Muscat D i ol
National Bank of Oman X el hsh dlid 40k 5 Duad 31 S
HSBC-018 Il HSBC-OIB <L
1. Bank Visited
Bank Sohar O PN REILY
Oman Arab bank O ol e Sy
Ahli Bank | Sy
Other Bank: Al aly
2a. Branch Name Mmh lor‘anoh gl st 12
2b. Branch Area qua]am \NOS+&E g il alga 2
3. Branch City gC«ilO 1 am G 3
4. Branch Region Dho Fap Ghid 4
Day | Month | Year G [ A ] Tu M en .5
5. Date of Visit
14| o4 | 20U 1 |
Hours ] Minutes dal | Slslad
6. Start Time of Visit \ ,5 ) 0 iudincd, 6
7. Total Duration of i Bunntes . 5 s
Visit 00 1 | L S 5 7
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Opening a Savings
or Current Account

0 0ROOOOOO
:

Saving Scheme

r
S
%

Housing Loan

_y'j;.‘_‘.:;\‘_,:u:}’.:.‘_:’.a_"..‘;'\.c, _)\_..J:..."z

2. General Enquiry relating to a

specific Product, Service . Carllgan. . P 0 | . g
and/or Facility | Educational Loan |/ gaial) Jumald 22 1/ g anaddal) i el
{ FREA

INT: SELECT AS RELEVANT AND/OR
SPECIFY DETAILS OF
PRODUCT/SERVICE

Credit Cards

v
t

| Personal Loan ‘ s o 8 |
Double your Salary 3 ——
| .;'J el
Offer \
Youth & Student e Tkl
: Account




Was

330"

!

branch premises clean?

the

ii. Specify time taken to find parking: min. G il ga Sag¥ a0 gl 2
4.2 Entrance to Building y Lol i f e M A 4,2
a. Was the Entrance Clean? Sl Jaaddl oS Ja )
3 |1 Yes X a1 3
o |2 No O 3 2 0
If ‘No’, specify “Why / Describe how” the S "AS Caayl /1" 238 Slliad e ST gl 1S 13
entrance was unclean: ik e Jaad
b. Was the Entrance Convenient? Plnlia Jaadll oS Ja o
3 1. Yes | 1| 3
0 2. No O X2 0
If ‘No’, please specify “Why” the entrance was alia Jaaall € 23 "3 saa ( "HE" il galdl 1S 13
inconvenient:

3

1. Yes

0

2. No

O/x

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

CS "L e g M1l saa Lk e ST Gl padl S 13)
:-'n’],. J’n. -l- "




and windows?
3 1. Yes 24| 1| 3
0 2. No O 2| o
If ‘No’, please specify “additional comments”, Ol Mdlal cllaadia” daa llad e ST Ol gl 1S 13
if any: Sy

b. Pamphlets, Leaflets and Brochures on display? fol Hhill y LSl e a3 U6
3 1. Yes 4| 1| 3
0 2. No O w2 o
If ‘No’, please specify “additional comments”, O "igdla) Cllaa S dxa Sllad e ST \__.l,_;_.u JS 13
if any: Say
c: Branding material up-to-date? flaa Ay ladl Slatal) 3 e Ja S
3 1. Yes E a1 3
0 2. No O 2| 0
If ‘No’, please specify “additional comments”, O M"igila) Claatle" daa Sllad e IS Gl galdl SIS 13
if any: Sy

*
d 1

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

Bl 3ay pSa 15y £ A B ga rn %80 a AS) 321 5 IS O |

desks and counters? I PRES]
3 1. Yes | 1| 3
0 2. No O 2| o
If ‘No’, please specify “additional comments”, O Ailal llaaia" daa Jliad e S Gl gl oS 131
if any: (S

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

by e bl (395 5y (o pall pBima [ JS S A

3 1. Yes X i1 3
0 2. No O 32| 0
) L - ‘ ‘ll' 'u‘ - 1e 3“" 3 ] - i - tI‘I%’l l ‘ - Il‘
If ‘No’, please specify “additional comments”, £ A = o e i
e

if any:

c. Were all/almost the entire staff wearing name

badges?

Caglany S LS G gaay fpdB gl e [ JS S U8 S

3

1. Yes

a1

0

2. No

®r O

a8 .2

If ‘No’, please specify “the approximate
number of staff not wearing name badges:
ho__one 1§ putting dome

Cpall pils gall w30 daall aaa Sliad e ST gadl S 1Y
ey LS gy Y
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a. Was the area surroundlng the ATM and CDM

hN T - ! ("1‘]#"‘ jr"

""f‘ ¥ ”ﬁlﬂ“ ’f_‘bf r’é’:{ " y ﬂ:‘ Gt = s

T

u.n,...ldin ,‘g.\l.ln EM’Y\J q.!‘ﬂ ul_)-dal FRYENRP-TESN Lo UIS Ja o,

45

machines clean and presentable? ¢ g
3 1. Yes E a1 3
0 2. No O w2 o
If ‘No’, please specify “Why / Describe how the OAS S Caa gl /3L das Sllad e MOST Clgadl S 1Y
area was unclean: el e S

b. Were the ATM and CDM machines functioning?

el g2kl £IN1 g ) Gl peall 3 3ga) SIS A o

3 1. Yes X 1| 3
0 2. No | 2| 0
If ‘No’, please specify “the time at which at a4 0S5 W Al Gl e dllad e ST ) S 1
which the ATM:/ CDM were not functioning Gl peall e gl s ) Jand Y il gl y Y Gl el
(and specify which machine, ATM or CDM): (i) gy o Y

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

TATM/CDM 4ihis 2 32 i) gl 3,080 S Ja &

a. Wa the branch air-conditioning fully functional
and sufficient?

3 1. Yes E e 3

o |2 No O B2 9

3 | 3. Notapplicable | Glay¥.3 | 3
If ‘No’, please specify “the time at which at G Jany ol o301 i g 2as Sllmd (g IS Gl yad) (IS 1)
which the cooling was not functioning L S84 Gl

3 1. Yes m axi 1 3
0 2. No O M2 0
If ‘No’, please specify “Additional comments / [Adla) Cllaada 3aa Sllad e (NS Ol gall S 1)
Describe how it was insufficient: S S al A caay

b. Did the branch possess sufficient lighting?

A 3plaly £ M) A0y A L

3 1. Yes X ETIE
0 2. No D % 2 0
If ‘No’, please specify “Additional comments / [Adla) Cllaadla" 3a Sllad e FUS" Ol gall S 1D
Describe how it was insufficient: (S 08 W) asS Ciay)
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c. Did the customer have sufficient waiting space /
seating area?

Comslall aolia fe S 20 [ UBIDM 4818 dalice Jeaall (S A S

3 1. Yes

aad 1

0 2. No

X 0O

%82

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

fhece & only 4 chap

umilpf\l)

Grem .

[l Claadla" saa Slliad e ST Gl gall RS 1Y
S S Al S iy

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

A9 BRI J313 Ae guda gall GRS A gy &y O g3 plIal 2 S

fanl) Slal y (OUSl)) SIS ilida ) A5 5

3 1 Yes

a1

3

0 2. No

R0

¥.2

0

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

ng <ianeqnes
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5.1 Greetingof Customer

+

 OhMesd5a

a. Was the Mystery Shopper “promptly greeted /
acknowledged” on entering the branch?

lfgﬂumu_,m@vmws e b adllfcaa 3 a3 A

e Nogreeting / acknowledgement

i/ cua SY e

e Greeted within 10 minutes of entering

|

e Greeted within 5 minutes of entering

baall Jgaa e 30 5 Pla a3l @

W N | = O

e |Immediately greeted on entering

f|fm[f

0
Jranl) Ji3 e 383 10 Sa qua T 1
2
3

Uped s osimm sl o

b. Did the staff either / or:

102 gaaly iBpdl 3 A o

a. Ask for the customer’'s name?

b. Greet the customer by name?

faasl S5 aa Gpanlly a0

. Yes, the customer was greeted by name /

Sl e Jlo sl 85 aa Baals s il 5 a1 el e

basis of his / her needs?

3 asked for his / her name D Tgan! 3
0 e  No, the customer was not greeted by E sl e Jl aly /4l S5 oo ranlly cua il 03 )1 5SS  @ 0
name / asked for his or her name Lgad 4
A (6 jeudlod) g "%a gl hacliia iy CiS" il gall W
€. Did the staff ask, “How can | help you today?” - 3 e h "": 'JLI ,:":J;
and Probe the purpose of the customer’s visit?
3 1. Yes, the staff did this O ALy Cila gl 218 58 ni 1 3
0 2. No, staff did not do this X Sy ila gall ok o} 38 2 0
d. Was the Mystery Shopper redirected on the flglalialfailalial o el AL Gudall 4agibalel 00 &

1. Yes, he/she was redirected on the

3 basis of his / her needs

Lfalial/Galaal N (3)drandl ua g5 80le) 55 3 pai 1 3

2. (OR) The first staff member

e Jrandl g A1 21 J W1 il gall il (4)) 2

the basis of his / her needs

by T

1 -
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a. Were the staff courteous on the customer making

3 e_n.counterec.| probgd the nature of D Wnaeba foaebuny 6 g3l Aagad 3
visit and assister him / her
o 3. No, he /she was not redirected on

Ifadalia) ) ags gl ol a5y o DS 3 0

\7"‘ —I=R 5 - “',,,.‘:!_,‘. P e

Walsia

O D) 3.6 boas 4ghiS (0 wains) (530 5] i gal) (RS b .

his / her enquiry?
0 e No, the staff were not at all courteous | [] B e ddcibaadl 5l 3K e 0
e Yes, the staff were quite / reasonably . - 12 - T
4] als gl aal ¢
! courteous X i Ml e Sl Al Gl g .
2 e Yes, the staff were courteous [:I G b S Al e 2
3 * Yes, the staff were very courteous D AL Ak Cala gl IS 0] cand @ 3
b. Did the staff demonstrate “active listening” on flsanll LoV " o) plical” il gal) 4B A @
customer enquiry?
e No, the staff did not demonstrate . .
’ | plaal il gali T4
‘ active listening O i o ) gyl . 0
e Yes, the staff listened quite / > 5 d ; G oyt va
! \ 4] b \ | aal .
x reasonably actively O Gt S Aldgihe Ay ly il gl sl o cpui @ 1
2 e Yes, the staff listened actively X Lkag) il gal) sl ] pal 2
3 * Yes, the staff listened very actively D ) G 8G Caligall sl G0l el e 3
+ +



Did the staff appear confident?

Phcdd o (B0 o gl 4B o

e No, the staff did not appear confident

Adi e Byl o Calbgall el Al e

s Yes, the staff appeared quite /
reasonably confident

e JEb Aaddi a (Bl A o il gall ek pus @

e Yes, the staff appeared confident

i e By a0l o il gl gk ant e

XO OO

Ads e Ll @540 o il yall jelocani @

* Yes, the staff appeared very confident J

1‘ d._ List the names of staff interacted < pgaa Cilitad i cul gl placed S5 &
| with:
i e Mr./ Ms, MCSW 1 alatally/ Jastall .

e  Mr./Ms. 2 Aoyl e

e Mr./Ms. 3 A Lalah .

e Mr./Ms. 4 alatally Jostah .




6.1 Staff Capability

OpBaadi 5,8 61

Jﬁudguw;|q;ganmm Skl B gl A A

a. Did the staff frequently probe the nature of the
customer's needs?
3 1. Yes X s 3
0 2. No O 3 2 0
| If ‘No’, please specify your comments: Wl pliady Al Blay TS 1Y
b. Did the staff actively attempt to anticipate B . I A - -
290 Slalba) GLiuy Adlad 4 jay Cib gl A3 Vg
customer needs? Gl Slatia) iy oy ABgall B b
3 1. Yes X pai 1 3
0 2. No ] 3 2 0
If ‘No’, please specify your comments: RON ) gy o8 sla MOS8 1Y)
c. Were the staff able to cater to the needs of the aal 3elua b 92 e Gl Slalia) 0 Gl gal) plaicd A O
customer without seeking the help of a colleague? €3k 3l
3 1. Yes | i 1 3
0 2. No O 3% 2 0
If ‘No’, please specify your comments: Sl plady o e ST 1Y)
INT: IF the Answer is YES , so the answer for Q o R VTS LRI e e 1 sl Gl gald) 81
D should be Not Applicable <Al akil
d. Were the staff able to answer all / most of the
questions posed? faa 5 laal) ALY aliea [0S 0o laY) Cilhpal) plaial Ja &
3 1. Yes X 4.1 3
0 2. No O 5.2 0
3 3- Not Applicable O ahu Y 3 3
If ‘No’, please specify your comments: Sl Flady o Bla ) ("IS" 13
e. If the staff were unaware of the answer to a A ima Al [opma Sl o LY o 130 Gl gl 085 a0 13) 2
particular query / queries, did they politely “ask 053 0 daf falBil e 450 5 e 280 Jai e JURINI™ Quigsy e Gtk
you to wait while they double-checked with the
system / a colleague”?
3 1. Yes O PR 3
0 2. No O %S 2 0
3 Not Applicable h%d Sekis Y
If ‘No’, please specify your comments: ) s 4 Bla (NS 1)
9
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erall, was the staff well-informed on Bank

Dhofar’s product and services? ¢ HS L
0 * Notat all informed E] ALY e Claglaa gl jal e 0
e Wellinformed on at least a quarter [ a .
Claadll g clatial e JuSRN 3 | y
1 few of the products and services D += On bl s "f'w '5:{1:&; "h’\ ‘ 1
discussed #et
2 e Well informed on at least half of the D A A Sasal) y Slasidl dheal e BY1 e al e 2
products and services discussed ke &5
* Wellinformed on at least three- . .
Ciladiall s S o s NG 84 !
3 quarters or more of the products and | [X] Fheic s S Eﬂf,u ‘ﬁ::.:; * 3
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:

el B 5 s ) "B b sl il ALk daiY pa g ol o
"olaadd) g Sladidly dlaid \u}dlw,h"uhm&ylmn,iJ‘(o
;:\.'lhinl'lohqi

INT: LIST THE CODE FROM SECTION B.

S pal] (el LA o 12y

0 * No knowledge at all E] Gyl e sy e 0
» Well informed on at least a quarter / a . .
2laaall g cladidl ¢ \ : I
1 few of the products and services D - i O Bl e "P‘ jki.h:b f;: * 1
discussed i
2 * Wellinformed on at least half of the D a8 G il y Cladidl chial e BYI Lo play e 2
products and services discussed Lyl
* Wellinformed on at least three 4
Glazidl oo i1 gl gLl A0 Y e ey e
3 quarters or more of the products and E S e 3
P Laasll
services discussed gt ?

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

Gilasd g Gladial * ALY A" G aLAL A glasy il gl o8 Ja S

and services? 5 Al
0 e No cross selling at all a G e iyl sl Glany sl ol @ 0
1 e Cross-selling after a lot of prompting EI O ) o 880 3y ALY andl laay W6 e 1
e Cross-selling after a little / some . . ) f
) ey ¢ | g Y asl Dileny Al 2
2 prompting X = N Oa G 2y LY P e
3 ¢ Immediate cross-selling attempt D Sl e AlaYl aull A glaa e 3

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

AL Lgpal U &y Cladd g Gladie 13 7y Gl gall o8 Ja &
U & gl aa 4 e "

3 1. Yes B3 a1 3
0 2. No O M 2 0
If ‘No’, please specify your comments: ) plady o8 Bla ) S" 1Y)
10
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Did the staff attempt to provide “complete
information” on Bank Dhofar’s products and
services, along with relevant literature?

Sladd y Slalis 06 "ALLS Sila glaa” Lilae Y Al glae; wilh gal) 23 A 1 |
filall @il bt aa Uik i

INT: LIST THE CODE FROM SECTION B.

O padl] (ol AU B8l |

0] * Noinformation at all D kYl e Slaslaay e 0
e Information provided on at least a I o - T
Al il pladll ) oy SV e ellael
1 quarter / a few of the products and | "_:_}P d’* I@,._,u‘ "L G-‘f ‘ 1
services discussed , (R aiene ) St
2 e Information provided on at least half E Slatialy Al il glaall cieal Y Jo gllac] e 4
of the products and services discussed [Pichec R PR g | P XS [
o Information provided on at least three 1 i - :
il glaall e iST o p LT ANE 8 e plac!
3 quarters or more of the productsand | [_] M .i:}sqjl EJ."\. % j "C e 2 3
services discussed 3 S )
3 * Not Applicable Gy e 3

f.  Information on relevant procedures, talual) Gl Ayl 4500y Claliaad] g (el Yl Alaie Claglas 7
documentation and follow-up method?
INT: LIST THE CODE FROM SECTION B. G paall pa o LS A sty
0 * Noinformation at all D GhYl e Slaglaay o 0
+ Information provided on at least a 5
Gkl il glaadl e S0 Jaa; JBY) e slac] @
1 quar:ter/ ? few of the products and [:] 28 5 2 sl cilaialy 1
services discussed
3 » Information provided on at least half X Cilatialy Glaiall Sl glaal) cheal JIY o clac| @ 2
of the products and services discussed Leidilia o3 Al Cilaaddly
* Information provided on at least three o i -
C_xl..-_,u'l e J.‘AS'I K\l &L_U'I riy' Jay (Jk el | .
3 quar.ters or more of the products and D S350 5 3 sl Clpaly AT 3
services discussed
3 e Not Applicable By e
g Did the staff attempt to acquire more customer Jal e Qg Adlata i) Slaglae A8 e A glaey Cilhgall o A F

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

7 Ju 3 Ay o iy i

3 1. Yes X a1 3
0 2. No O X2, 0
If ‘No’, please specify your comments: ) Zlialy o ela ) "IS" 1)
11
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+ + +
a. Waiting time on entering the branch, before o Gt g sall GpB gl ae Jaladl) Jdy & Al Jgha 2ie JLE:.-".;} iy
dealing with the frontline staff: s daadl) A ga e [ alad) B
INT: SPECIFY TIME IN MINUTES: I 1B G S8 ) 23 1 daly
0 e Over 15 minutes O G150 S e 0
1 e 5-10 minutes | i 10-5 e 1
2 e 3-5minutes X 353 e 2
3 e Under 3 minutes D AL D e il e 3
b. Did the customer feel like the queuing system ISy Jany cicall 3 (2l V) aURS) JURIY) AUS 0l gal) ad A
(numbering system) functioned properly? fran
- e Queuing system (numbering system) m e Jamy ¥ caall i (pELY) lnyl WU ) e 0
did not function at all DY)
e Queuing system (numbering system) . o 4 : .
2 13,1 aUai) Caall Ly s o)
1 functioned, but it worked with a few D & Gl Jamy (415,Y1 pli3) v JL:;EF;LIN o 1
impediments il
e Queuing system (numbering system) - > et 8 2 "
A g LY aUaS) caall syl )
2 functioned and it worked quite easily D ¢ e (PUY! L) L.i ) L’um} , i * 2
and efficiently ’ -
e Queuing system (numbering system) P £ o s i ke .
A g 3,y LU caall Uassy) aUas o)
3 functioned and it worked very easily I:l 4 Jany (#1871 i) & dJlu ;‘_":LLE_:'[J_, B 3
and efficiently o
e Not applicable (no numbering system) | () Bp0 ) slad a2 g V) Gl Y @ -
¢. Time taken for the “purpose of the customer’s visit A ga ) gyl 2o G 805 i 4nD" Jal (e i3 GBS

to be fulfilled once reaching the counter:

:O! i )

INT: SPECIFY TIME IN MINUTES:

12

12

1B s i gl daa sdaly




+
H. Additional Comments on Visit JH.)’L‘ Adlaial) 48LGY) Sla i) A
(If any): (= )

End of the Survey - Thank you very much....
a1 84 — cliad) Llgs

G. TOTAL Branch Score

(Total unweighted branch score, summlng aII sectlons)
7 ﬁ“*ﬁ: “ ,w,,,? '~-\._;_—§;‘ N SE T ,. ATE LR g . t S > ; AT t
TS v SRS A TR R s e Ty AE A e . ; 2 Eik il e
c Branch Presentation and Customer Facilities
D Greeting and Soft Skills of Staff
E Staff Capability, Knowledge and Cross-Selling
F Timeless

£ Al Bl £ sana F
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goaa [ Iy N Gl [ el
Gl Aadial) gl £ Al azall <

Ol gl) S gy a2 &
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