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PROJECT: Money
SHOPPER CODE DATA ENTRY EDITING
Name Number Name Number Name SERIAL NO.
:&J‘):un
Al | 44t w . .
Lia | et Sl sladl Ja ! Sandll sy
A | I oY) Al !
T
| | cyl
L
A. Details of Visit 3030 Jaealds o
Bank Dhofar O il iy
Bank Muscat E lia sy
National Bank of Oman O andl il gl L) 4Gy cadd 53 Sl 9
HSBC-OIB | HSBC-0IB L
1. Bank Visited
Bank Sohar D Slaa ol
Oman Arab bank O i Gl Sy
Ahli Bank O SV iy
Other Bank: oal Sy
2a. Branch Name Ma,’n lﬂfamcla g oAl s 12
2b. Branch Area ' A PO
RU\ wl gl alge o2
3. Branch City RM W \ Gpd 3
4. Branch Region k\ ulca T dikid 4
Day | Month | Year dd) | el [ e ik an 5
S. Date of Visit
4| od 2oy | |
Hours | Minutes s [ EXP]
6. Start Time of Visit \ \ 13 Ll ined, 6
H i Jda P
7. Total Duration of Lol hutes =

Visit bo | ¢




2.

INT: SELECT AS RELEVANT AND/OR

General Enquiry relating to a
specific Product, Service

and/or Facility

SPECIFY DETAILS OF
PRODUCT/SERVICE

| Saving Scheme

Opening a Savings
or Current Account

Housing Loan | LW g
| Car Loan Sl g B |
e

Educational Loan gadlal (o 8

Credit Cards

Personal Loan

Double your Salary
Offer

Youth & Student
Account

O O0XOOO0OO0O O

o3 e (i B ple il 2

g
fz_u.u_' ]l Jua Li.‘a.\hJ‘]J—uaLm‘ il gGal sualy
EONEY




4.1 Was Customer Parking | RRah St o et A R T
_ Mystery Shopper? 2 S e T J""‘"“-"}FMM 241
3 2 1 Yes I:I a1 3
[ 2 No | )
} i. Specify: o
ii. Specify time taken to find parking: B min. G il g da¥ a0 2Bl ax
4.2 Entrance to Building il M Jud 4.2
a. Was the Entrance Clean? eliaal Jaaall oAS Ja )
3 g, Yes [ a1 3
0 p No | 3 2 0
If ‘No’, specify “Why / Describe how” the OAS " Caa gl /13" 20a Slhad (e ST gl 4S 1)
entrance was unclean: qur - RV S EEW |

b. Was the Entrance Convenient?

lasia Jaaall 8 b

Was the branch prem;ses clean?

3 1. Yes X wal a
0 2. No O 2| o
If ‘No’, please specify “Why” the entrance was Glia Jaaall 58 o] "I 232 ¢ ST il gadl S 1Y

inconvenient:

3 1. Yes E a1 3
0 2. No O 2| o0

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

COlS "AS Cia gl 3L 2aa Sl e ST Gl gald) S 1)

T_',‘“ );“' 'i_ “




o Mtacial
, VidiEllal

a. Posters / Branding material present on doors, wails

and windows?

.H\_,JIJU'I_)JAM u._.nl_p‘ﬂuhg)h.auhﬂﬂfuu.ah.\.}_”dl )

A

3 1. Yes E a1 3
0 2. No D b L8] 0
If ‘No’, please specify “additional comments”, O Mgl Claada" daa Sllad e NS Gl gal) SIS 13
if any: ey

b. Pamphlets, Leaflets and Brochures on display?

S il y Sl i ge a3 b L

3 1 Yes B 1| 3
0 2. No d X2 0
If ‘No’, please specify “additional comments”, O igilal Slaada” daa dlliad Ga ST Gl gall IS 1A
if any: 1
c. Branding material up-to-date? falnn 4 el Gldlal) dga JA S
3 1. Yes E | 3
0 2. No O ¥2| 0
If ‘No’, please specify “additional comments”, O Al Sllaadla" saa dlad e AT Gl gald) S 1S
if any: Sy

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

K ges plSe 119 AN B ga (30 %0 (30 2SI 31554 S A

desks and counters? tdaail)
3 1. Yes K 1| 3
0 2. No O 2| o0
If ‘No’, please specify “additional comments”, O il Claadla" daa Sllad e MUS" Gl gall SAS 13
if any: Sy

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

S o e g s el gl pliea [ JS OIS

3 1. Yes K 1| 3
0 2. No O ¥2| o
) . - ‘ ‘"—l il . 'I ;Il_h; " ’ﬁ . ‘I . l." " !' ‘ . ..' l
If ‘No’, please specify “additional comments”, R Sl G O _‘f}:
: - |

if any:

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

Taglanls SIS G gy (il pal) pBaa [ S S O S

3 1. Yes ® 1| 3
0 2. No O 2| o0
If ‘No’, please specify “the approximate Coall il gall oy il saadl 23a Slliad e IS Gl gadl 1S 13
number of staff not wearing name badges: ey Sl U gy Y




46  ATM and CDM mach

T R e W

a. Was the area urroundmg the ATM and CDM

P ~f‘fﬁ%"‘£ TR =
(i g i g 2R3 tl-\ﬂ\,uﬂ\u'l_,.d\ 34 .h,u.n du...nuuds |

»:vnw_-,.'- A r
.x 31 24 :' 7 & ..Eu"‘

N1 Gal_pall 3 5421

machines clean and presentable? ¢ jghal)
3 1. Yes X 1| 3
0 2. No D 3S 2 0
If ‘No’, please specify “Why / Describe how the S S a3 2aa llad e AUST el 1S 13
area was unclean: ki g

b. Were the ATM and CDM machines functioning?

ol gl £1aVy N il el 3 gl S A o

3 1. Yes

a1

3

0 2. No

O

3 2

0

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

el 4 (8 ) A G oa Sllad e (ST Gl paldl 1S 13
il peall e gl daa ) Jand Y il gl y VI Gl jeal)
;(éﬂ\ El.:e\ﬁ 3 ,‘,-N'

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

TATM/CDM 4ikis 4 22 cisfall §) 2,00 08 Ja S

3 | Yes X ]

0o |2 No O X2 4

3 3. Not applicable O SRy¥ 3| ;5
If ‘No’, please specify “the time at which at A Jang o] o312 1M daa Slliad e MIST Oyl S 1)
which the cooling was not functioning 2 JS4 sl

a: Was the branch anr-condutmmng fuIIy functlonal
and sufficient?

“i-'lSJ-‘eaJ&-nd»-sm-" uss-dllidl

3 1. Yes & 1| 3
0 2. No O w2l o
If ‘No’, please specify “Additional comments / [l Claadl” dxa Sl e AST Gl gall SIS 1Y
Describe how it was insufficient: S S Al A Ciayl

b. Did the branch possess sufficient lighting?

A Splaly £ il adals A

3 1. Yes & 1|03
0 2. No O w2 0
If ‘No’, please specify “Additional comments / [MAdlal Slaa Sl saa Slliab (e U gl S 13
Describe how it was insufficient: S S Al Al Gaay
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c. Did the customer have sufficient waiting space / foaslall solia (e LilS 200 [ UEIDU 48 dalica Joaall S 4 &
seating area?
3 1. Yes E a1 3
0 2. No | 2| o
If ‘No’, please specify “Additional comments / IPepisal cliacta? cam L) ‘J“\ i T‘]“.?'n "ls al
Describe how it was insufficient: S R pefinicay)
d. Did the customer find it easy to follow the signage ; " —
-;‘ I-I -‘ ic - | -y H TP P . 11a% 1 L
within the interiors of the branch, indicating different ol g Jal "':“::Jr :f:i" UJW'F""T“‘;’;‘,;& ‘ t,"_h“ ‘ 91..:.:
H —_— i
counters/ work stations? (- ) =l ol 208
3 1. Yes 24| i 1| 3
0 Z No O y2| o
If ‘'No’, please specify “Additional
! o‘ p : p :fY iti ‘ comments / iyl g Al Cilaadle 3aa Sliad e NS g2l S 13
escribe how it was insufficient: 2918 S5 o S




5.1 Greeting of Customer v k"

). Gl e i 5.1

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

*‘g_,munu_,u*,av..ﬂws e bl Al a3 A, i

* Nogreeting / acknowledgement

Gy e |

* Greeted within 10 minutes of entering

Jaasdl Jpas 0 30 10 A qua 5l @

s Greeted within 5 minutes of entering

_,_AA.J_,;- _,.4..5 J.'h._._:._)__" .

W N | = O

{ * Immediately greeted on entering

R OO0

w i N = | O

”-l-l-l-=_ i J ’-‘s—\ J_’j —— Jﬁl -

b. Did the staff either / or:

102 sl Gilb gl 23 A o

a. Ask for the customer’'s name?

fanll a0 Js |

b. Greet the customer by name?

?M—J]JS;}MJMI-L\AL_; ~

e  Yes, the customer was greeted by name /

jm“_ﬁ L/ﬂul_}SAtaJnl:Ll_lm).ulr\JJﬂ‘P.. .

} asked for his / her name E Ll .
0 *  No, the customer was not greeted by D dand e Jlg aly faad S5 aa Jraly cun il 43 138 e 0
name / asked for his or her name Lgassd )

A O eadi] 9 M oo lona AiSay g€ (b gall =
€. Did the staff ask, “How can | help you today?” kge 3 "o s ":1 e ;'J':J;
and Probe the purpose of the customer’s visit? :

3 1. Yes, the staff did this [ S8y ki gl I8 2 cani ] 3
0 2. No, staff did not do this |:| Sl Cals gall 4l 38 2 0

d. Was the Mystery Shopper redirected on the
basis of his / her needs?

falial/dlaloa) Uh iy ‘Im‘ Agiall 4aa 032l P..A S

1. Yes, he /she was redirected on the

Lefalial/afalaal 1 (3) randl dum 53 3oled 33 33 cand 1
= basis of his / her needs E - ; < (%) ik £
2. (OR) The first staff member T . .
branll 4y L33 g3 JgY) s pall puaiidl ()
3 encountered probed the nature of D e = gilelsd - () 2 3

visit and assister him / her

Lh.r.L... Jorela g5 5L 5 Aank

3. No, he /she was not redirected on
the basis of his / her needs

a. Were the staff courteous on the customer making

Tt peal) 335 Luaa 4GS (8 0ol L,.\sd.a...s,.nbudn

LFalial/Balial L 4 gl sale) 33 2 S 3 0

his / her enquiry?
0 * No, the staff were not at all courteous D BB o Bl cdBgad) (KAl SIS e 0
* Yes, the staff were quite / reasonably s 2y o = ik .
! 4l A2L0 il 4l 3 aa ¢l
" courteous O i e e 8
2 *  Yes, the staff were courteous E Gl kgl 1S Al aad e 2
3 * Yes, the staff were very courteous D AL el Gl gl IS il cani @ 3

b. Did the staff demonstrate “active listening” on
customer enquiry?

SUanll il "l plinal” il gall 48 Ja o

* No, the staff did not demonstrate

! planal il gal) O
¥ active listening D e ads * U
e Yes, the staff listened quite / S o - ; - sy
! LHL'L,‘ 4l Qg )hg ul-E ) (f.“] 21 and
3 reasonably actively D M B (Mg L g R 3
2 e Yes, the staff listened actively X (kas) i gal) hual 3l cani @ 2
3 e Yes, the staff listened very actively [:] LW (e LA il gl il 3] anl @ 3
* -




- +
c Did the staff appear confident? ' Al fa By Al o Cibgal 4B b S
0 e No, the staff did not appear confident [:] dddi e (Blg il Jo byl gl NS e
e Yes, the staff appeared quite / = s .
1 : Jiina JS&) duaki (o (Bl g Adl o il gl jgdi cpns
reasonably confident O : Or Byt e il el pai 0
2 e Yes, the staff appeared confident X Al e Byl e Cilhgall jelani e
3 * Yes, the staff appeared very confident D Al fa Ll @1y u e il gall gl el e
d.. List the names of staff interacted e Cbebad (il (gl plaed S5 |
with:
+ Mr/Ms.  Symavya 1 LW/ .
e Mr./Ms. / 2 ALyl .
e Mr./Ms. 3 Adouhflalil o
e Mr./ Ms. 4 ALl Laldh .




- + +
6.1 StaffCapability CBal 52 6.1
a. Did the staff frequently probe the nature of the T80 Jld g3 —thﬂ‘ daph (e Ll GiB gl o0 Ja
customer's needs?
3 1. Yes E a1 3
0 2 No ] 38 2 0
If ‘No’, please specify your comments: Sl zlads o sla ) MS" 1)
b. Did the staff actively attempt to anticipate 09030 Chpbyia) Fuiary Diad &5 glaney Cih gl o6 JA ip
customer needs? !
3 1. Yes K a1 3
0 2, No O 32 0
If ‘No’, please specify your comments: ge! |) rlads 4 5la ) 1OS" 1Y)
c. Were the staff able to cater to the needs of the 2ol Baclica alhs (g2 (e (g3 Slalta) Al B ga) plaial JA S
customer without seeking the help of a colleague? i PRl
3 1. Yes X i 1 3
0 2. No | 3 2 0

If ‘No’, please specify your comments:

INT: IF the Answer is YES , so the answer for Q

A Ly B o, 8 1

o "L YU LY sl (el 134 B aad Gl gad) S 13)

D should be Not Applicable & Rl Ak
d. Were the staff able to answer all / most of the
guestions posed? TAa 5 el ALY aBaa [JS (6 e b sl pladul 4 &
3 1. Yes X ani 1 3
0 2. No O = 5 0
3 3- Not Applicable O G Y 3 3
If ‘No’, please specify your comments: RER zlaly 4 sl ST 1
e. If the staff were unaware of the answer to a O Alma AL fopaa Jge o LY o 500 il gl 085 a1 1)) 2
particular query / queries, did they politely “ask 3l 2al falBI e 4305 e S Jal G JURIYI" Quigsy dia qulb
you to wait while they double-checked with the
system / a colleague”?
3 1. Yes & ani 1 3
0 2. No Il 38 2 0
3 Not Applicable Gk Y 3
If ‘No’, please specify your comments: A pliads 48 la ) NS
+ +




Overall was the staff well informed on Bank

Jmﬁuuh}hﬁﬂlﬂud@;?b&a |

! Dhofar’s product and services? RS- U
0 e Not at all informed D ALY e claglaaanal il e 0
e Wellinformed on at least a quarter / a
Sasill y Cladiall e N o BN L Ll
1 few of the products and services D S - e "F] U’Klt "L 'u“ * 1
{ discussed Mot
| 2 ¢ Wellinformed on at least half of the D o A laaall y Cladidl vdhead e BY1 e alas e 9
! products and services discussed [PRREN)
e Wellinformed on at least three- i s
- ._—]\. ‘\1L114:|§.:rk'| 1 A
3 quarters or more of the products and E ' cr L &,"f oo J.‘ "L g 2 3
) ) ilalia a \J.LJ Siladally
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:

adll A 5 2 LS) M3 gJu“,_.,..,nqq_w...Mszt.a,”i_..,.
"'WIJMMJMHQM1GJ“ u‘w‘h}‘d\ﬁ,‘;ﬁ:‘ﬁ."(‘;‘
;MIJ."IAVE

INT: LIST THE CODE FROM SECTION B.

G el (a0 A4Sy o3 1 Caly

services discussed

0 ¢ No knowledge at all D SBY e sy e 0
e Wellinformed on at least a quarter / a i B
Silaaall y Silatial 1 5 |
1 few of the products and services D ok O il e Jbtf.:i’t:h "hd; : 1
discussed H
2 e Wellinformed on at least half of the = & Al Sleaadl y Clatidl i e JWY) e alay e 2
products and services discussed lgilalie
e Wellinformed on at least three ’ &
Slatiadl e A8 gl gl A 3 !
3 quarters or more of the products and D = e A E,f ﬁ o ‘“"M * 3
l""“;l'“ 3

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

Slard y Slaliad " AlaY) Al G LAl Al glay il gl o0 b S

and services? TRy
0 e Nocross selling at all D ALY e Al anll ddaa 5] e 0
1 e (Cross-selling after a lot of prompting E A G 0SN dmy LSY) el Aleey Ll e 1
e Cross-selling after a little / some . . " :
=) ey ¢ ) Aoyl all dlany 2 2
2 prompting O = 3 ikl sy i~ o F
3 * Immediate cross-selling attempt |:| 25 e AlaYl audl Uglaa 0 e 3

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

LB gl U Sl Gl y Sladia 13l 7y G gal) o8 Ja 2
FAdlial) &3 aa e "l

3 1. Yes O i 1. 3
0 2. No X 3 2. 0
If ‘No’, please specify your comments: REin g zlads o8 Bl S 1Y
didnt Compare with
+he C,Dr’nPt‘f’;‘\'Dr‘E ;
10
+ +




+

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

Cladd y Sladie (8 MALalS Sl glaat dlikae Y A glaay il pall 43 A 7 |
filall &I3 SlyiSh aa ik ol

INT: LIST THE CODE FROM SECTION B.

S padl) (o ) AU A8 Zaly

0 ¢ Noinformation at all D ALYl e Slagleay o 0 |
e Information provided on at least a AL i il i S gy O sl
1 quarter / a few of the products and O SR < T,t? o P L 1
services discussed | ik TSN
2 * Information provided on at least half ‘ E Slaiiadly dlaial Sl pledll Cheai B Lo slhe] o 2
of the products and services discussed | iiilie 2 Al leaddl
e Information provided on at least three | ¢ i .
[ e glaall e 381 gl gL A WY e sl
3 | quarters or more of the products and | [_] ’u] ::‘J‘s ‘_’-i &,43'3.1;33 u{’f“"ﬂ ‘ 3
services discussed v s
3 e Not Applicable Gy e 3
f.  Information on relevant procedures, falaall 23 Ll 40y Sl g (ile) 2 Yy lale Sleglaa 7
documentation and follow-up method?
INT: LIST THE CODE FROM SECTION B. O el o a0 A3 o 12l
0 * No information at all D ALY Lo Claglaay o 0
* Information provided on at least a .
Glaial Cila glaall pe Julill | Une |
1 quarter / a few of the products and D . .Z:J’& ’Fif:l "'i ‘,: )\, ‘ 1
services discussed ol =
. ¢ Information provided on at least half | Slatially Glaid) Sileglaall ceal B o ol @ 2
of the products and services discussed Lgililia o5 Al Silandll
* Information provided on at least three ; 2 =
il glaall e ST &Lu] AW e oslle] e
3 quarters or more of the products and D i S 3
$ilia A Slaadll ¢ Oladiadl ddleiall
services discussed S A
3 | e  Not Applicable Sy e
g Did the staff attempt to acquire more customer Jal e Qg Allaia 381 e glae A0 e 4 glaey wil gall 2 Jag

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

530 A (A Aaglially pLi

3

1. Yes

a1

3

0

2. No

OX

as 2

0

If ‘No’, please specify your comments:

ol plaady a8 ela ) S 1Y)

11



- + -

a. Waiting time on entering the branch, before o O gall G gl aa Jaladll Jy R Al g e Emy <y
dealing with the frontline staff: D Aaddl) adlga e [ alaY) i)
INT: SPECIFY TIME IN MINUTES: I TR G cd ) s laly
0 e Over 15 minutes D G815 e 61 . 0
1 e 510 minutes X S210-5 e 1
2 e 3.5 minutes E] &la5-3 e 2
3 e Under 3 minutes O Sl &M e Bl e 3
b. Did the customer feel like the queuing system JS2y Jany deall A (a1 plS) UEIY) pURS G (g Al DA L
(numbering system) functioned properly? fruaa
q e Queuing system (numbering system) D o Sy ¥ Caall i (Y1) Uy lai o) e 4
did not function at all s
e Queuing system (numbering system) e ;
1 18, alkd) cauall 535 a2
1 functioned, but it worked with a few D &n 081y oy (A8Y! pL5) g Jﬁ&&"ﬂ * 1
impediments 2
e« Queuing system (numbering system) - < cox s . .
Q".«u (IR ) SR syl HUAS o
2 functioned and it worked quite easily E  dony (Y1 53) ;iﬁuﬁfu; .‘J! * v
and efficiently ' w
e Queuing system (numbering system) - : fak ¢
FApYIon 13 Y1 ciall i syl Wl
3 functioned and it worked very easily D ? g (pBY o) 4 Jui El."lhié ‘ 3
and efficiently ¥
e Not applicable (no numbering system) O (Al B ol pliaiaa o ¥) GiaY @ .
c. Time taken for the “purpose of the customer’s visit aige ) Jgeashl 36 g3l 340 i LuE" Jal e B g S
to be fulfilled once reaching the counter: XS

INT: SPECIFY TIME IN MINUTES: | % £ R G g 2a 1ialy

12



+
H. Additional Comments on Visit 154 500 Akladall A8LGY) Cla gia) o
(If any): ' (s )

End of the Survey - Thank you very much....
S | 8d — O} Algs

G. TOTAL Branch Score

(Total unweighted br
W | e e e, T s i
. ‘ B :
C Branch Presentation and Customer Facilities
D Greeting and Soft Skills of Staff
E Staff Capability, Knowledge and Cross-Selling
F Timeless
; : L 1 ’ s % : P s > r L .4;-7%"{?:*:. . ;

) £ Al B £ sana £

- ,‘&')iu = _).n.“ :' Llin‘ &_,A.;.A) B
Fr= i I Y ™77y 1% R
Gl Aadiad) gl y p Al aais i

sl pall S gy o 2 =

ALY ) Lla g 43h jaa g il pal) 58 z

13






