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PROIJECT: Money
SHOPPER CODE DATA ENTRY EDITING SERIAL NO
Name Number Name Number | Name -
A0 e i L e 3 o Kl
Ll G Silaglaalt Jad Sidl Sas
= — - -
A =) g2 = A4 [t
‘ l
|
A. Details of Visit 3L Jaalds -
Bank Dhofar (| il oty ’
Bank Muscat | Ll sy
National Bank of Oman ] anll il gl i) g5yl 53 i 1
HSBC-OIB O HSBC-OIB < |
1. Bank Visited .
Bank Sohar D o ol
Oman Arab bank |:| ol e Sl
Ahli Bank ] Sy iy
Other Bank: Al dly
2a. Branch Name Al [(hu UJONIr“ ! gl aul 12
2b. Branch Area A lKhw wair g ol gige 2
\
3. BranchCit - 1 i 3
ranch City A\ lch\ll/-)aﬂf |
4. Branch Region M\A SCa‘\ -Bou che Ghid 4
Day | Month | Year o ™ T S am 5
5. Date of Visit
1€ | o | 2014 1 |
Hours | Minutes JETEn | cleld
6. Start Time of Visit sl ly iy 6
09 30
H i JHaa) Sle L
7. Total Duration of = Minutes = R
‘i 5l S 7
Visit O O | 3 ? I
1
+ -




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

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

| Opening a Savings

or Current Account

Saving Scheme

Housing Loan , 8l a8
Car Loan )l i
Educational Loan el o B

Credit Cards

Personal Loan

Double your Salary
Offer

Youth & Student
| Account

O O0000000K

o5 A iy Blale ple il 2 |
';! * |
[ gaiall JrealdS 332 i [ 9 qulidd) 50 :laly |

Aaadl |

~



a1 Wuamn«pummmlymmmm ;

MysteryShoppor? i 3
3 1 Yes O pxi 1 3
, 2. No | 38 2 i
f i. Specify: 1
ii. Specify time taken to find parking: 1 min. aa il e ¥ oW g 2a
4.2 Entrance to Building : : el N JsAa 4.2
a. Was the Entrance Clean? ol Jaad s a )
3 p B8 Yes E a1 3
0 7. No O 38 2 0

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

S "G e g NI 33 liad e "HE" il el S 13)
el e el

b. Was the Entrance Convenient?

Slasia Jaad (S 4

3 1. Yes

a1

3

0 2. No

O3

a8 2

0

Was the

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

Gulia Jaaall 555 o) "L s ¢ 38" il gl S 1)

3 1. Yes | 1| 3
0 2. No O w2 o

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

S S Cia gl N3 e i G NS g

sl

Ak e il




and windows?

a. Posters / Brandang materuai present on donrs, walls

b 3 ':)“?r’(

A o, B PR S

ms,.n,usm1 .lyuqubuthsIM.\@_Hda 1

| clasiall 4. 13

3 1. Yes E a3 1 3
| o 2. No O 32| 0
' If ‘No’, please specify “additional comments”, O Al Claadle daa Hlliad e (S Gl gadl IS 13
! if any: ey

| b. Pamphlets, Leaflets and Brochures on display?

S,y Sl G e o b

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

3 1l Yes E a1 3
0 2. No O 2 0
If ‘No’, please specify “additional comments”, O Mdlal Slhadla" daa Slliad e NS Gl gl 1S 13
if any: fun T
c. Branding material up-to-date? faliaa 4y jladl) Sladlall A ge JA S
3 1., Yes m a1 3
0 2. No O 22| 0
If ‘No’, please specify “additional comments”, G M Rilal Glaa " e Slliad e MU G galdl SIS 1)
if any: Dy

1505 pSa £ 13 £ oA (i 3a (0 %0 (0 SS) 2 55 S A )

desks and counters? I RS
3 1. Yes m a1 3
0 2. No | w2| o
If ‘No’, please specify “additional comments”, S "Ll cillaada daa Slliad e ST Gl gall GAS 1D
if any: (Saaa gy

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

® i el pe ookl (a8 (B gl pBiwa / JS S A

if any:

3 1. Yes X 1| 3
0 2. No O X2 0
i L -Illl" .‘ 11 " 15.' - ‘ll " ‘ 'I- :‘.
If ‘No’, please specify “additional comments”, el ¢ S o S _‘f_‘:
Sy

c. Were all/almost the entire staff wearing name

Cagilacily Sl LS 0 gy (B gal) pdama [ S S b S

badges?

3 1. Yes D ani 1 3

0 2. No |24 w2| o
If ‘No’, please specify “the approximate Cpall (il gall i sl daa Sliai e ST Gl pall S 1
number of staff not wearing name badges: el LS Gy Y

U out 0 F didn't wear
=T T !
Noame —lmg :
* +



'-‘. : "q‘a*‘gf‘f“q; }8 RS o

a. Was the area surroundlng theATM and CDM

L gl .6
u...n._,..g.&;qudl E1301 9 (N il el 3 34l D) GRS S Ja

Y L)l 536

-.-dl- #T&W’—MF i

machines clean and presentable? ¢ il
3 1. Yes & 1| 3
0 2. No O 2| 0
If ‘No’, please specify “Why / Describe how the OE "aS Cia ) 13" aaa SlLsd e ST Gl gall S 13
area was unclean: QUL LR

b. Were the ATM and CDM machines functioning?

el gl £ N il eal) 3 gl S A

3 1. Yes

a1

3

Q 2. No

O X

s 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 48 S5l A Gl " saa Sl e NS Gl gl ST
Gl peall Gl g 2a ) Jead Y aEil gl V) Gl el
;(;.ﬁ;!w gl qnn

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

CATM/CDM 4ikais & 1o i) ) 3ol S Ja .o

L

3 1 Yes D 3

0 2 No E a8 2 0

3 3. Not applicable O aku¥ 3| 3
If ‘No’, please specify “the time at which at g Jaay o 3 2 " 30a dlliad e ST i gad) S TG
which the cooling was not functioning 2 JS5 sl

BTM

LN the
AreCA

No
cBM

’1’ ),J ‘r 'l :__Lf "¢ ] .
a. Wasthe branch air- condltlomng fully funct:onal
and sufficient?

ooy a»aua-wuw G S b ]

3 1. Yes d el 4 3
0 2. No O w2| o0
If ‘No’, please specify “Additional comments / [Maglsl Slaadle sas Hliad e NS il gall S 1A
Describe how it was insufficient: S S A G aayl

b. Did the branch possess sufficient lighting?

RS Tp Ll g gy A

3 1. Yes X 1| 3
0 2. No | 2| 0
If ‘No’, please specify “Additional comments / ['Gilal Cllaada” e dliad e ST O galdl 1S 13)
Describe how it was insufficient: WS S Al Al Ly




+ + -

c. Did the customer have sufficient waiting space / Somslall 2ol fa LilS 2ae /I 4B Aol Jeaall S A S
seating area?

3 i 1. Yes m a1 3

0 2. No O 2®2| 0

[Magilal UM 2oa ALl e NS Ol yal) S 1

If ‘No’, please specify “Additional comments / S ) ] A o
i P alAD oy

l 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?

Al B Ja13 A puda pall SGENN A gy & O 9030 B laian) JA
flaall (Slal y (OlSalt) Sl 30 gSN Calida ) 02 5

3 1 Yes pad 1 3

0 2. No y2| o

OR

If ‘No’, please specify “Additional comments /

) J ) oyl y fAsilal Claadla" 2aa Sllad e MUS" lgad) IS 13
Describe how it was insufficient: et S &= el G W

LS S5 o i
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5.1 Greeting of Customer

Ol wa AN 5.1

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

. '!-
e Al I Algis g AN Geuddl o Gioadllfcua 3 o5 08 )

0 e Nogreeting / acknowledgement X ol /s 5Y e 0

1 e Greeted within 10 minutes of entering | [_] Jranll Jgdo e G 10 M s 3l 1

2 e Greeted within 5 minutes of entering D Jraadl Jpda e B 5 ha cun Gl e 2
‘ ' v . 1’

3 e Immediately greeted on entering D Jrall g2 s G e 3

b. Did the staff either / or:

(oY) saaly il gl 48 A o

a. Ask for the customer’s name?

?J._u.l.“ (,...;'I e JL.. |

b. Greet the customer by name?

*  Yes, the customer was greeted by name /

J\w!}.‘bf&a_lﬁcn_bwbﬁn)ﬁ‘{cﬂtﬁ .

3 asked for his / her name E (P : 3
0 e No, the customer was not greeted by D dand e Sl aly /4w 83 aadiaalycua gl LS 0
name / asked for his or her name e

i CF i) g "0 gl) Bae e A€ i€ (B gl Sl b

c Did the staff ask, “How can | help you today?” o 3" —a ":J "'] .]d: ;
and Probe the purpose of the customer’s visit? ' -
3 1. Yes, the staff did this X Ay Cila yl 28 3 cani 1 3
0 2. No, staff did not do this O Sl s gl i ol 38 2 0

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

fgSalial/dalial o el ALl Ggddl dagisie) S S

1. Yes, he / she was redirected on the

5 basis of his / her needs

LPalial/dalial I (3)dsaall aua 55 Sale] 53 280 (aai 1 3

2. (OR) The first staff member

e daandl g AT A J W) Gl gl pediid (4) 2

a. Were the staff courteous on the customer maklng

0 ®|O

3 eoeountereo probed the nature of tasebus foseluny 5 dagd 3
visit and assister him / her
3. No, he / she was not redirected on
! Aaldalfadlalaal 2l sale | Al IS
g the basis of his / her needs Wabial/Babial 4l dilel 35 3 0

TR e laan kS ¢ 0 jluatical (50 1 A galk S O )

customer enquiry?

his / her enquiry?
0 ¢ No, the staff were not at all courteous | [] Sy ot cibgall (8 Wl 3K 0
5 . :Ef; r::i j:aff were quite / reasonably D S [ ke By iyl 1a3 5 pa e 1
2 e Yes, the staff were courteous E G ab gl S Sl ai 2
3 * Yes, the staff were very courteous D AL ok b gl S A cami e 3
b. Did the staff demonstrate “active listening” on flrand) Jleadia " ) slaal” cib gl 481 Ja o

e No, the staff did not demonstrate

ity plival i pall gl a0 NS
. active listening D S 340! 4y o * g
e Yes, the staff listened quite / P & . G . by
Lqu\ 4l A4 jhy \ ) aal ¢
. reasonably actively D sl o [ ke gl s gt @ A
2 e Yes, the staff listened actively & Lolay) il gal) Aol 23l cani @ 2
3 * Yes, the staff listened very actively D Al e LAS Cilh gal) sl Gl cani @ 3




Did the staff appear confident?

faiddi fa By adl o il ga) 4B 4 o

ki e By Al o il gl jek Wl NS e

* No, the staff did not appear confident | D
e Yes, the staff appeared quite / ' . ' a -
’ ;l . ]s P i . JI | .t | 1= i
reasonably confident ! O phokion Flodll o ARsal sulipai o
e Yes, the staff appeared confident { E Adi cpa (Bl adl Jo gl glan e
e Yes, the staff appeared very confident | D dadd e Ll @54l o Galh i gl Gl e
d. List the names of staff interacted 5 T T e
x | cadta Slalal Cpal) Cuil gal) pladd 831 &
with: 1
o Mr./Ms. Omany Fenale [ 1 Aoyl e
e Mr./Ms. [ 2 Aol .
* Mr./Ms. | 3 Lo/l e
e  Mr./ Ms. | 4 Ayl e




6.1 Staff Capability

il gl 3,8

6.1

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

e*}ud&aw}]ubm\&l’ﬁ&)m\ndhdﬂ}Aﬂfudl |

3 1. Yes X i 1 3
0 2. No O a8 2 0

If ‘No’, please specify your comments:

Ly plads bl

|
i

b. Did the staff actively attempt to anticipate fgn 3l iplyia) (Fuiasy Ahad AL jiaay i st o8 b o
customer needs?
3 1. Yes K axi 1 3
0 2. No O ¥ 0
If ‘No’, please specify your comments: il mlady o Blay S" 1)
c. Were the staff able to cater to the needs of the daf faelae b 09 G G ) Slalta) 4 Gl gal) plaic) Ja S
customer without seeking the help of a colleague? 3k I
3 1. Yes E PEa 3
0 2. No O % 2 0
If ‘No’, please specify your comments: REN Clais o8 ela ) OS" 1Y)
INT: IF the Answer is YES , so the answer for Q B TR NG L) sl Il 1 e il gald) 8 1)
D should be Not Applicable S A Akl
d. Were the staff able to answer all / most of the i o )
questions posed? fda g shal) ALY abaa [JS 08 LY il pall pllaial Ja &
3 1. Yes 4| a1 3
0 2. No O 3 .2 0
3 3- Not Applicable O Gk Y 3 3
If ‘No’, please specify your comments: Al iy B Bl S 1
e. |If the staff were unaware of the answer to a b e AL foma Qg o LY e f0 Gl gal) o W1 1) 2
particular query / queries, did they politely “ask el dal [plEil e 4305 e ST Jab e JUEIYI" Cuigly e Gilh
you to wait while they double-checked with the
system / a colleague”?
3 1. Yes O pxi 1 3
0 2. No O 3 2 0
3 Not Applicable X Gy ¥ 3
If ‘No’, please specify your comments: RERI loals o8 Sla , (1US" 1Y)
9
+ -




A L PR T PR R ] =
62 product knowledge and Crossseling. | | : ez
a. Overali was the staff well-informed on Bank { ul--i-\,, \-Luw 4-'-‘-1- u.-- uL-Jk.- -.u'i_,..Js d.ﬁ Uu JA .fl.:- d.f...... |
Dhofar’s product and services? l ¢l o
0 e Notat all informed D | ALY o Slaglea ) il e 0
e Wellinformed on at least a quarter / a
Laaall y Cilagiall { oy
1 few of the products and services D - # O 8 fess “'t" u’ o "i “.._. * 1
l discussed | -
' 5 e Wellinformed on at least half of the | X ; o A lazall y Sladia) chead o Y S pla; @ "
products and services discussed | Leilil,
* Wellinformed on at least three- f o
Slaiall e A8 o gLl A8 JiY L ol
3 quarters or more of the products and D ‘ S ;If.,. u’ ""L el 3
3 x gidlia 0 “'_‘. ._._\:.._ll_,
services discussed
b. List the details of the “main purpose of your visit” ) 2 5 LaS) "8 el gl Aluala dadY gy .
(as per SECTION B); rate the staff on the level of Molasilly Sladially (Faiall 48 aall 5 shean” (o Gyl gall iy oy 1
“product / service knowledge” in this area: Adhidi s 2

G panal) (o el RS o8 sl
INT: LIST THE CODE FROM SECTION B.

0 * No knowledge at all D Ayl e ey Y e 0
s Well informed on at least a quarter / a ; .
claidll ycdasidl o ) : 'l
1 few of the products and services D 2 on G e e %;’T:% ﬁ * 1
discussed ¢
2 e Wellinformed on at least half of the X o A el y Clatidl dieai Ge Y e ol @ 2
products and services discussed Leililia
e Wellinformed on at least three
Cilatiadl e il o gL.Ji OO L sl e
3 quarters qr more of the products and E] e 5 3 Chasily 3
services discussed
c. Did the staff attempt to “cross-sell” other products Glasd g Cladiad " AlaY) )™ o alil A glay Cilh gal) 48 (A &
and services? . LPREY
0 e Nocross selling at all X | ALY e Al anll Alans alial e 0
1 e Cross-selling after a lot of prompting | [] I Uy G A sy LY adl Alans JE e 1
e (Cross-selling after a little / some ' . L . ;
2 - ! Sy ¢ ) day il aadl Ll 5 @ 2
prompting O e e ¢
3 * Immediate cross-selling attempt D 1 JaiD o SlaYl adl daa i e 3
d. Didthe s_taff explain W‘P‘w Bank Df'fofar's producf’s L™ Lyt U oy s,y cipia 13 £y il ol a8
and srerwces posse.ssa Comparative advantage Phaiial) &y g 25 e "Agpel)
relative to competing banks?
3 1. Yes Kl a1 3
0 2. No N N2, 0
If ‘No’, please specify your comments: i rliads 8 5la 28" 1)

10



+

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

Cladd y Sadia (6 MALeS Claglaa” Lite Y 4l glaay il pall 43 A
filall &3 Sl aa ik Al

INT: LIST THE CODE FROM SECTION B.

] (3o 50 48, o8 1l

0 * Noinformation at all | E] AAbY e clagaay e | 0
» Information provided on at least a Sl il s AT iy B B s |
At Dile gaaal | =y .
1 quarter / a few of the products and O Gk "f,‘.l e 1
services discussed | ¢ 2 = | !
2 e Information provided on at least half | E Slatiall Alatall Sl gled) Cheal B o oclac]| @ ' 2
of the products and services discussed | Liiala o3 A Slaally I
+ Information provided on at least three . Wi i i g :
o 11 P I g gl 435 A o el
3 quarters or more of the products and D S J"s ‘,’.l &_l.'J\. I :s ,.._"f-f. - ’ 3
services discussed e L
3 * Not Applicable Gy e 3

f. Information on relevant procedures, falaal) <13 Aaylial) 10y Slafieally (Slel Yl Glaie Glaslas 7
documentation and follow-up method?
INT: LIST THE CODE FROM SECTION B. S padll a3l A58 0B stialy
0 * Noinformation at all D AUyl e Claglaay e 0
e Information provided on at least a 5
Gl Cla gleadl e 5N Y e elael
1 quarter / a few of the products and D ""':h_;.‘r“M JF: J.y“ ": ‘._. . * 1
services discussed ¢ i
2 e Information provided on at least half K Cilaiially dlaiall Sl leal) cieai B o clac! o 3
of the products and services discussed Lildlie 5 A cileasll
e Information provided on at least three : . g ;
Zle glaall e 81 gl gLl A5 8 e |
3 quarters or more of the products and | [_] R .‘;. » ‘_’.l E.h"')‘ 4?‘ o Y_.”:.f.f‘, ‘ 3
services discussed s N
. ot Applicable ki .
3 Not Applicabl Gelais Y
g Did the staff attempt to acquire more customer Jal G 3l Allada ) Gl siaa 43 el "U."h--.l i3 gl pd a g
information so as to follow-up at the end of the visit? T3 Algs B Ay aldl
3 1. Yes X a1 3
0 2. No O N 2, 0

If ‘No’, please specify your comments:

Ll pliady o8 sla ) S 1

11




+ + +

7.1 Timeless + 0 0 3 i 0 vl 3 i f . B g g S £ TSN T Sy |
a. Waiting time on entering the branch, before o O3 sal) G gall aa Jalalll Jﬁ;:gﬂl Jpde de ) iy
dealing with the frontline staff: D Aasil) ablge o [ alal) il
INT: SPECIFY TIME IN MINUTES: | 1A G B g saa sl
0 e QOver 15 minutes E 415 e 6 . 0
1 e 5-10 minutes D i 10-5 e 1
2 e 3-5 minutes D ali:s5-3 . 2
3 * Under 3 minutes D G a5 e 3
b. Did the customer feel like the queuing system J8 Jany cial) b (a3 aURS) UBITY) 2UBT 0L sl Al 6
(numbering system) functioned properly? ‘aa
" e Queuing system (numbering system) I:I o Jay ¥ caall i (aEY1) Uamy) i ol e 0
did not function at all kY
e Queuing system (numbering system) o N ppy R .
: 5,y HUad) caall Ly s o
1 functioned, but it worked with a few D EniORs ety () o) v "L:;E’;Iu:‘:: * 1
impediments .
e (Queuing system (numbering system) i ; L o
Ay 13 Y1 ki) caall iy Uas ol
2 functioned and it worked quite easily | [] ¢ Jany (pEOY o) wh ARIF pliih  w 2
; s ) sl S
and efficiently
s  Queuing system (numbering system) % ; L R )
& 15,y ) caall Sy P
3 functioned and it worked very easily | [] gickan (831 ) "'jﬁw ,"L""L‘é * 3
and efficiently “’
e Not applicable (no numbering system) E (Eoil) Ppliy) i aa g V) bY@ -
c. Time taken for the “purpose of the customer’s visit & ga I dya gl 2o Gpa Bk chah " Jal (e 383 gl o
to be fulfilled once reaching the counter: R PN
INT: SPECIFY TIME IN MINUTES: & s R G Sl gl aa s daly

12



H. Additional Comments on Visit
(If any):

255000 Alladal) ALY Gila dhall I
' (S )

Ackvote g queir:‘,\ﬁ C\/ka

End of the Survey - Thank you very much....
S 1,82 — o) Ay

G. TOTAL Branch Score

(Total unweighted branch score, summing all sections):
R T AR e AL s ‘ nts . Ry
C Branch Presentation and Customer Facilities
D Greeting and Soft Skills of Staff
E Staff Capability, Knowledge and Cross-Selling
F Timeless

> g Al das pdl e LA ¢ seae
Copa S Aatial) Sdlgelly g A it =

e &

Aea) ) Al § 43d jaa g il gal) 5 a8 z

13







