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PROJECT: Money
SHOPPER CODE DATA ENTRY EDITING
Name Number Name | Number Name SERIAL NO.
T |
‘d)l 2 il ‘. Cila glaall JlA) 3 gadall 3a
5 |
a3 ! A ] [ AN ] aYl
’ ) 2%
A. Details of Visit 303 Jamalds -
Bank Dhofar K ik o,
Bank Muscat E] L Sy
National Bank of Oman O anll il gl Al 40 5 Dl g3 ) q
HSBC-OIB | HSBC-0IB 4
1. Bank Visited
Bank Sohar ] [
Oman Arab bank D ol e oy
Ahli Bank D Sy sl
Other Bank: Al ol
2a. Branch Name R YWl gl el 12
2b. Branch Area p Uw | gl alge 02
3. Branch City P ww\ Aol 3
i 251+ %
4. Branch Region [\,\ " S-(/J\'} . MM+ \"01"1 ki 4
Day | Month | Year OO [ & | el i an 5
S. Date of Visit
D | 4 | 204 | |
Hours [ Minutes adal) [ el
6. Start Time of Visit il iy cd, 6
|0 |
H Mi (‘,J.I.IJ' | | P A ||
7. Total Duration of e R e S L T
Visit 010 | 20 ‘ B




2

| INT: SELECT AS RELEVANT AND/OR

General Enquiry relating to a
specific Product, Service

and/or Facility

SPECIFY DETAILS OF
PRODUCT/SERVICE

VAT Tty SN

Opening a Savings
or Current Account

$J
Saving Scheme Ll alkas
Housing Loa;“__ O A
Car Loan )l U 8
| Educational Loan sulad o 3

Credit Cards

Personal Loan

Double your Salary
Offer

Youth & Student
Account

/

o 3 i (e ey (Blata e ldiid 2
Ligad
! Jaalil 232 gl [y caliadl Ga) cdaly

FORES|

-y




[4.1, WWWMMW&M i

_ Mystery Shopper?

5 ]

L i 6 e D il a4 41

3 1. Yes O pai 1 3
% No & 3 2
i. Specify: .
ii. Specify time taken to find parking: lD min. G il e ¥ 2390 gl S
4.2 Entrance to Building criall I Jsiall 4.2
a. Was the Entrance Clean? el Jaaad) S Ja )
3 1. Yes & axi 1 3
0 2. No O 3 2 0

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

A A il AT an, tllcad e RS Cal g IS 13

gl i Jaadd

b. Was the Entrance Convenient?

e Ja sl S A o

3 1. Yes X mil 3
0 2. No a 32| 0
If ‘No’, please specify “Why” the entrance was (i Jaaadl 05 &1 "3 saa ¢ "AE" Ol gl SIS 13

inconvenient:

Was the branch prmises clean? -

el p Al pive (S A

3 1. Yes

1| 3

0 2. No

%82 0

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

S S e gl 1P 200 Ll e S ol gall GHS 130

Al e )




and windows?

Ca. Posters/ Brandmg materlal present on doors, waIIs

3 1. Yes

ai 1

0 2. No

s 2

if any:

If ‘No’, please specify “additional comments”,

O Ml Slaadia" saa Sllad e NS Ol galdl CAS 1S

:C_:..‘..;}

b. Pamphlets, Leaflets and Brochures on display?

fl plill y Sl e e 85 08 L

3 1. Yes

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

E a1 3
0 2. No O w€2| o
If ‘No’, please specify “additional comments”, O ¢"ailal Slaa M’ ana Sllid e MNET L gall (AS 13
if any: Waa gy
€ Branding material up-to-date? a4y ladl) cladall 2 ge A S
3 1. Yes m ani 1 3
0 2. No O w2 o
If ‘No’, please specify “additional comments”, O "Gl Cillaa " daa Sllad e MU G gall S 1)
if any: (S

Qilgay piSa p1 g £ i) LA ge (o0 %90 Oa A8 23 g5 S O |

faasil)
3 1. Yes E PSS | 3
0 2. No O w2 o0
If ‘No’, please specify “additional comments”, G MRailal Slaada" aaa Slliad e ST O gall AS 1)
if any: Ay

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

S i m el (90 (B pall aBma [ S S A o

3 1. Yes E axi 3
0 2. No O 2| 0
. .II ‘II' 'ul - - " j - 2 .- ‘|' " ui I - !‘1
If ‘No’, please specify “additional comments”, ol s A am "I g "’ls -
5 Sl
if any:

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

Taglaiy SIS Gy GadB gl alaa [ S OS B4 S

3 1. Yes

P

0 2. No

&0

3 2

If ‘No’, please specify “the approximate
number of staff not wearing name badges:
3 out oF ¥ were not PurHv

)
=)

Sl il gall oy ST aall daa Slliad e MYS" Gl gall SIS 13
apanls S LS ey Y

Noime  tod -
J



A I sl ﬂ"r?‘ﬁvﬂm;ﬁ\r.ﬂ;f“

)M machines

a. Was the area surroundmg the ATM and CDM

T A

T 1
Z- r.—"*-.f ey 5

: H.-.nw*wm

Ry W o

=———

machines clean and presentable? -.»m"
3 1. Yes 34| axi| 3
0 2. No D B2 0
If ‘No’, please specify “Why / Describe how the O S Cia gl /1" 22a Sllad e MUST Gl gad) A0S 1) ]
area was unclean: il e JSA.I '

i b. Were the ATM and COM machines functioning?

e R £ 1Ny N il jeal) 3] CBS O G

| 3 1. Yes

a1

3

0 2. No

OX

AL 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):

i eal 4 oS5

o gl sas lad (e ("IS" il gal) S 13
O peall sl 2am ) Jad Y ekl gla¥ly V) G peall
:(‘?‘ﬁﬂl &'I_}.-;‘j'\ 9 \."NI

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

TATM/CDM 4dkia 2 3 ciSall o 4080 0 Ja &

a1

Was the branch air- condntlonmg fully funct:onal
and sufficient?

3 i} Yes O 3

0o |2 No O X2

3 | 3. Notapplicable B Gy ¥ 3| 3
If ‘No’, please specify “the time at which at G Jang ol 53 2 1" 20a lliiad (e ST il gad) IS 1)
which the cooling was not functioning B S Gl

3 1. Yes X | 3
0 2. No D 3S 2 0
If ‘No’, please specify “Additional comments / [Magilal Sldaa e e Sllad e ST el IS 13
Describe how it was insufficient: S K Bl S sy

b. Did the branch possess sufficient lighting?

AN Bplaly £ Al iy JA o

3 1. Yes & and 1 3
0 2. No O b L) 0
If ‘No’, please specify “Additional comments / faglal Cllha S 2oa Sliad (e SIS b gadl S0
Describe how it was insufficient: S S Al (S Ciayl
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i c. Did the customer have sufficient waiting space / ; eslal) 2o lia Cpe ilS 200 [ JUBIDI 48 dalice ol S A S
seating area?

3 1. Yes , E a1 3

| o 2. No O x2| o

, [l a3 e Al e CAET Glgadl S 1

If ‘No’, please specify “Additional comments / B8 o
. o Al R ¢

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?

Ay AN J313 Ae puda pal) U A pgany &y O g ) glkaie) Ja LS
£0aall Slal g (OlSall) ) 300l dlida ) A% 5

3 1 Yes PES | 3

0 2. No

OX

N2 0

If ‘No’, please specify “Additional comments /

: _ _ oyl y fAilis) Glaadie" s Sllad e ST Gl gall (AS 13
Describe how it was insufficient: BT = ol ! .

A 5 ol S
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5.1 Greeting of Customer = | 3 M.,.,.,.nsj
a. Was the Mystery Shopper “promptly greeted / fg A A ‘Uy-' _ul ‘,hh l_,_,.......n e haillfcaua 3N o5 s )
acknowledged” on entering the branch?
0 e No greeting / acknowledgement m Sl Y e 0
1 s Greeted within 10 minutes of entering D Granll Jeda e B 10 DE cua 5 o 1
2 e Greeted within 5 minutes of entering ! D Granll Jpd0 e @l 5 M8 s il @ 2
3 e Immediately greeted on entering | D Jraall Jpa2 jpdcua g3l @ 1 3
b. Did the staff either / or: : toaaY) gaal cilbgd) 0 s o
a. Ask for the customer’s name? S anll il e
b. Greet the customer by name? faasd S5 aa Jraallh a0
*  Yes, the customer was greeted by name / 3t e o faast 83 ae Jpeadly caa il 35 0 cani @
3 ’ | ¢ ‘ 3
asked for his / her name Ll
o ¢ No, the customer was not greeted by m danl e Jlg aly [ 4asl S5 ae Jpadly caa il sy ol 38 "
name / asked for his or her name POV
A (8 el g "fagal) dBae loie ISy (S il gal) L b
c Did the staff ask, “How can | help you today?” & 3 e e "‘,I | .IJ;J;
and Probe the purpose of the customer’s visit?
3 1. Yes, the staff did this & A1y Cala gl QU8 S ni ] 3
0 2. No, staff did not do this O All3 Cals pall 3y o (S 2 0

d.
basis of his / her needs?

Was the Mystery Shopper redirected on the

Tlalialaiabial o sly LAl Gguda) 4ol i3 A S

1. Yes, he /she was redirected on the

Aalialfadalaal i (5 N oags g3 80le) 33 28] ¢pal
3 basis of his / her needs D sl iialfadglol o) (Fldpall A i odia) (530 quii] 3
2. (OR) The first staff member 2 5 G W e
Jl:,,iau\ti_rlﬂ] sl J ¥ Ak gall il (,I) 9
3 e-neounteret_l probed the nature of I:] s fisilany § 0 Ay 3
visit and assister him / her
0 3. No, he / she was not redirected on \ehalgialadalial ) 4 s sle) 35 o (36 3 0

Were the staff courteous on the customer making

the basis of his / her needs

his / her enquiry?

S peal) 5.6\ Al O 0 ol 52 (3 i gal) CAS O .

0 * No, the staff were not at all courteous D SR e gl cibgall 8 a0 S e 0
e Yes, the staff were quite / reasonably 2 4 i # : T
> i i v e 1 R
1 courteous D B Mple A0 il pdl oS e 1
2 ® Yes, the staff were courteous E P TR VSO g L PSS 2
3 * Yes, the staff were very courteous D AL yal Gyl 8 0 el @ 3

b.
customer enquiry?

Did the staff demonstrate “active listening” on

el ¥ "l pliaal” il pal) ) JA o

e No, the staff did not demonstrate

| plaal il gall gy Al DS
2 active listening D il Sl B ol * 8
e Yes, the staff listened quite / " 5 o . Sy
: | 4l il gall | 380 ¢ anl
s reasonably actively D i B g Ay ol Ca g0 1
2 * Yes, the staff listened actively E Lolay) Cib gal) ol 5l cani @ 2
3 e Yes, the staff listened very actively D gV (e LBG il gl iasl 31l cani @ 3
+ - +



+ +
c. Did the staff appear confident? facdi cpa By 4l o cibgall gl b S
0 e No, the staff did not appear confident | [ ] A e By A0 o Cabgall el Wl NS W
* Yes, the staff appeared quite / . . .
1 ! Jbaa S0 dldl | g 4l ik gall jeks caal
reasonably confident D ’ B R P Rige Sy, e
2 s Yes, the staff appeared confident E A fpa By Al o il gall ek cani @
3 e Yes, the staff appeared very confident | [_] ki e Ll By il Lo il gall gl cpai @
:;m-.- List the names of staff interacted T
e Mr./Ms. Oman) Female 1 Aot/ alill o
e Mr./ Ms. 2 Aty lalill e
e Mr./Ms. 3 ARV RAR] .
e Mr./Ms. 4 Al Jatil .




+ - -
6.1 Staff Capability , 2 SR B e B
a. Did the staff frequently probe the nature of the T80 (S 3 clalia) dauh fe lediaVL il pal) B3 8
customer's needs?
-
3 i Yes & a1 3
o |2 No | O 38 2 0
| If ‘No’, please specify your comments: | Sl liads o8 Bla ) S 13
b. Did the staff actively attempt to anticipate e ) Chalyia) (Fues ANab A staay il gall ol Ja s
customer needs? 3
3 1. Yes O pni 1 3
0 2. No B 38 2 0
If ‘No’, please specify your comments: . S Flady o8 Bl IS" 13
diudnd a‘HomP!’ to aﬂ)nol{r/.l(,
M lrorn W NeedS
c. Were the staff able to cater to the needs of the dai a0 lue qall (g8 e (g3 Clalta) A0 b gl plaiu) JA S
customer without seeking the help of a colleague? T3kl
3 1. Yes E a1 3
0 2. No O 38 2 0
If ‘No’, please specify your comments: ol iy a8 Bla "S" 1)
INT: IF the Answer is YES, so the answer for Q G "k Ve LY sla ) (el 138 A pal )l (S 1
D should be Not Applicable & 4R Akl
d. Were the staff able to answer all / most of the . o )
questions posed? a5 k) ALY sl [US 8 ) B pal) plaia) A S
3 1. Yes O ni 1 3
0 2. No O > T 0
3 3- Not Applicable X Gikis ¥ .3 3
If ‘No’, please specify your comments: Sl pladly o Bla ) S 13)

e. If the staff were unaware of the answer to a b A ALis [opae Jlise e Y e |00 byl 0% A 1Y) 2
particular query / queries, did they politely “ask ekl 2al falall) e A0 5 e 260 Jal e SURIYIM Guigly e ik
you to wait while they double-checked with the
system / a colleague”?

3 1. Yes O pri 1 3
0 2. No X 3 2 0
3 Not Applicable Sy Y 3
If ‘No’, please specify your comments: REEp glads a8 Bla ) S 1Y
clidnt  asl wou T
+ +




Dhofar’s product and services?

e Ul o,

(as per SECTION B); rate the staff on the level of
“product / service knowledge” in this area:

0] e Notat all informed D 1 ALYl e Slaglaaasal il 0
¢ Wellinformed on at least a quarter / a - :
Gilaadll ¢ Saladiall o | Y 1
1 few of the products and services | s Bl 185 - _}3\1‘1:.&-: 'JL.' : 1
discussed i a
2 * Wellinformed on at least half of the ; D A A leaally cilatidl dhaal oo Y e alay e 2
products and services discussed | [Pt b5
o Wellinformed on at least three- | i 4
Claiiall e 281 o gL 38 Y1 L Ll
3 quarters or more of the products and | [X] Bl vt 3
& . Lilali, P \—IL‘_]:.H}
services discussed |
b. List the details of the “main purpose of your visit” ) A 5 52 LaS) "B U5 i) ChagG Aluale 4 ad gy pd e

USlasdl) y Slaiialy glaid) A el 5 i o Ol gal) audly oB g 1(S
:Adhid) ola @

G peddll (el A0 4B sl

relative to competing banks?

INT: LIST THE CODE FROM SECTION B. ‘
0 e No knowledge at all D ALYl o Y e 0
e Wellinformed on at least a quarter / a
Silaadll g Sdadidl o { s |
1 few of the products and services D i O ol ey 2 ._]55' "k "J:"‘ : 1
. L‘.ud‘i.u A q.ﬂl
discussed
2 e Wellinformed on at least half of the D 5 Al Slaaall y Sl chual ge JY e alay @ 2
products and services discussed [Pk
e Wellinformed on at least three 4
Slaiidl oo 81 gl gl A Y e ey e
3 rt m f th ducts and Lot o 3 T 3
quarters or ore of the products an E 5 e N
services discussed
c. Did the staff attempt to “cross-sell” other products Gladd p Gladiad " ALSY) Al G LRl A glae il gall 48 4 &
and services? 25 al
0 e No cross selling at all E ALY e Aoyl andl Adany iy ol W 0
1 e Cross-selling after a lot of prompting D Sty o S0y Sl i Alaas 5 1
5 . Cross-ssflling after a little / some EI N i) n AN dmy Y] ) lang o 3
prompting e
3 e Immediate cross-selling attempt D sl e Gyl adl das i e 3
d. Did the staff explain Why Bank Dhofar’s products B e S i o - -
ALty gl Jy Olaad y Siladia 13l Sy cdb gall B0 4 &
and services possess a “Comparative advantage” ) Wl AR = P

Pl & gid) a4 Al

3 1. Yes D a1 3
0 2. No X 32, 0
If ‘No’, please specify your comments: 3l rliads o8 sla  "28" 13
didnt Componre with ‘he

competitore.

10




+

e. Did the staff attempt to provide “complete

information” on Bank Dhofar’s products and
services, along with relevant literature?

Slasd gy Silalia 0p "ALLS il glaa" ke Y Al jlae cildgal) o8B A 7 |
filall Gl Gkl aa il iy

INT: LIST THE CODE FROM SECTION B.

S aadl) (e Jal) AAEG WF 1Zaly

0 e Noinformation at all O SALY Ll claglea¥ o 0
i e Information provided on at least a Zabaal Cile ghedl e JIAD faus Y1 e olae]
| 1 quarter / a few of the products and O S ":‘ :__ ;":_.A B 5 1
!f services discussed il -
[ 5 e Information provided on at least half E Clatially Glatall Sil pladll cheal JY) o slac] e 2
of the products and services discussed LBl 20 2 Sleaally
¢ Information provided on at least three N o T
B Sl glaall (e ST g gLl DG WY o elac] o
3 quarters or more of the products and Wi, & 2N Ohial e et A2l 3
services discussed ik =
3 e Not Applicable EDS TR R 3

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

faliall Gl dagliall 40Ky Aol (Slel Yl Allada Sl yles ¢

INT: LIST THE CODE FROM SECTION B.

S andl) (o e A a8 s Zaly

0 e Noinformation at all D LY e Slagaay o 0
+ Information provided on at least a i i
Alaiall e glaadl (o SN fag; Y o elac] @
1 qual:ter/ ? few of the products and D LeitBlia 5 ) hasil g il 1
services discussed
2 e Information provided on at least half 0 Cladially dalaiall il glaall cieal B o slac] e 2
of the products and services discussed Lgafia o Al Slaaddl y
e Information provided on at least three i " .
Sila glaall e 381 ) j A Ay Lac |
3 quarters or more of the products and E pasl On 519 EU il b B 3

services discussed

R 5 A Sl y Sl T

3 e Not Applicable SaiY e
g Did the staff attempt to acquire more customer Jal Cra gl ddlate 81 Cilaglaa 43w 4 s uh = P8 Ja g
information so as to follow-up at the end of the visit? 5k Algs A Anliall ALl
3 1. Yes O a1 3
0 2. No |4 32, 0
If ‘No’, please specify your comments: Wl plady o ela  ¢"2S" 1)
didntt acAaUire

adrd honal lf)f»ofnmir}m

11
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7.1 Timeless KAy

+

A REEREER 55073

a. Waiting time on entering the branch, before
dealing with the frontline staff:

o &-’»}41 (ol gall g Jaladl) dﬂJ Al Jsas e }5'13‘5 5.’.7
1 Aadl) adlga e [ ala¥) il

INT: SPECIFY TIME IN MINUTES:

T a8yl ety

I
0 s QOver 15 minutes O G 15 e S e 0
1 e  5-10 minutes O 5310-5 e 1
2 e 3-5minutes D Gli:5-3 e 2
3 e Under 3 minutes K GREW e 3
b. Did the customer feel like the queuing system O8&y Jany ciall B (a8 31 pUAS) MBIV AUAS Gl gl ad A o

e Not applicable (no numbering system)

(numbering system) functioned properly? raa
0 e Queuing system (numbering system) I:I e Jag ¥ Gaall B (A Y1) syl Bl o e 0
did not function at all e

e Queuing system (numbering system) i P P 3 e iy 4
* Y1 AU Caall (IR U R
1 functioned, but it worked with a few D ge Oy g (1 L) .4 "ﬁm u:e £ 1
impediments
e Queuing system (numbering system) u & ot ol d s g
[yoen Uas o)l
2 functioned and it worked quite easily D ¢ Jaay (AN P L.i J;t;uijs&i B 2
and efficiently ) i
e Queuing system (numbering system) { vl il ik oy
ieal 1 Al o
3 functioned and it worked very easily D g Saay (T L) ﬁm; 4_:' = 3
and efficiently

(gl o) ol 22 V) Gy ¥ @ ;

c. Time taken for the “purpose of the customer’s visit
to be fulfilled once reaching the counter:

Aga ) dpeall 2o g3l 345 i 4nD" Jal e 23 Cl ) O
:n “ 33l

INT: SPECIFY TIME IN MINUTES:

A miahks

12

1R G Bl aaa sy




+ +
H. Additional Comments on Visit 15l 00 Adladal) A8LaY) Cla il )
(If any): (225 D)

End of the Survey - Thank you very much....
Sa 184 — i) Ay

G. TOTAL Branch Score
(Total unweughted branch score, summmg all sections):

n |
harh*- . AT
-n.af’L_L e Gl

C Branch Presentation and Customer Facilities
D Greeting and Soft Skills of Staff

E Staff Capability, Knowledge and Cross-Selling
F Timeless

g Al Bl £ gana
;RL...i\j\JS > _)au‘«a.-\._).nll_):cjnl.l.ﬂl&w)
 dabd) flaai i BAN p e | el Al diBilipaaae [ S U el [

Coa 38 Ansihal) kgl g i) o <

ol gl S gy om0 &

eyl les g 45 jaey (il gal) 58 z

13






