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PROJECT: Money

SHOPPER CODE DATA ENTRY EDITING

Name Number Name Number | Name SERIAL NO.
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A. Details of Visit 5k 3 Jaaalils -
Bank Dhofar O il o,
Bank Muscat O ais Sy
National Bank of Oman D andl il gl Sl 4Gl el g2 Ll 9
HSBC-OIB O HSBC-0IB <
1. Bank Visited
Bank Sohar D S dly
Oman Arab bank O ol e ol
Ahli Bank [ SV
Other Bank: (oAl oy
2a. Branch Name AH s Banle = gur\ gl pt 12
2b. Branch Area Q ur gl g w2
3. Branch City & ur iaad 3
4. Branch Region ) alid 4
S\’\a VO A
Day | Modth |  Year Al | o [ e ikl an 5
5. Date of Visit
5 | o4 | 201} | |
Hours [ Minutes Sl | aleld)
6. Start Time of Visit _ ol iycd, 6
|0 5D
H i GER] alelu
7. Total Duration of — Minirtes & T
Visit OO l l Ll' bl S3a 7




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

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

v

Opening a Savings
or Current Account

Saving Scheme

ol ales

Housing Loan | Sl a8
i — o )
| Car Loan Syl g A
Educational Loan el a8

Credit Cards

Personal Loan

oy ey g
Slaiil Cililay

o

Double your Salary
Offer

il 5 Caelis

Youth & Student
Account
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3 ,I 1. Yes D PEE | 3
2 No X 38 2
i. Specify caaa |
ii. Specify time taken to find parking: Q- min. aid il g ¥ A ST e 1
4.2 Entrance to Building =~ AR .0 il M g 4.2
a. Was the Entrance Clean? elilad Jaad oS Ja )
3 1 Yes | a1 3
0 2. No O 3 2 0
If ‘No’, specify “Why / Describe how” the S "S Gyl /13" 22a liai e ST gl S 13
entrance was unclean: 0 T T PR |

b. Was the Entrance Convenient?

lanetia Jaau A8 b

1. Yes

a1

3

2. No

O

38 2

0

Was the

branch premlses clean?

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

Lo Jaaall (S5 o) "I3" 22a ¢ DS i padl S 13

& O

3 1. Yes X 1| 3
0 2. No O 2| o0

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

S S Cia gl /3L d3a Sl e "NS" il gl S 131

Righs b W




and windows?

4 BrandingMateral [

a. Posters / Branding material present on doors, walls

L "*Aﬁ“m

3 1. Yes E PEER 3

| o 2. No O w2l o
If ‘No’, please specify “additional comments”, G MAgilal Slaa " dra Slial e NS Gl gall 1S3
if any: WOay

b. Pamphlets, Leaflets and Brochures on display?

el il y Sl o e a3 JA L

3 1. Yes X a1l 3
0 2. No O 2| o
If ‘No’, please specify “additional comments”, O Magilal Slaa " daa Sllad e DS el IS 1
if any: ey
& Branding material up-to-date? falian 4y adll cladal) Sl ga (b S
3 1. Yes X mil| 3
0 2. No O w2| o0
If ‘No’, please specify “additional comments”, O "Rdlial ClhaNa" s Sl e MAE" il gall G801
if any: (e

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

) #1398 A B ga 0 %80 O AS) 33153 IS A ]

desks and counters? faiaail)
3 1. Yes [:] a1 3
0 2. No 4 X2 o0
If ‘No’, please specify “additional comments”, O "l Slan " daa Sllad e NS Gl gl CAS 13
if any: (S y

3 out of q -e/mploqces Wwere
N _Hu |0{\n.f\(,{f|

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

e e ekl (90 (i gl plima [ JS S A

3 1. VYes X md| 3
0 2. No D 3 2 0
'I ‘ll' ii - l - l l- " "R e ‘lt " . %
If ‘No’, please specify “additional comments”, — e B LA s B g UE‘ o
iy

if any:

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

Tagianidy S LS O gaaday B gl i [ S S QA S

3 1. Yes

a1 3

0 2. No

X 0O

382 0

If ‘No’, please specify “the approximate
number of staff not wearing name badges:
N0 one 16 {TD(J'HWI"M e
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4.6
a. Was the area surrounding the ATM and CDM

G Byl e L ) al ol 3
./ﬁ_z"e‘i"r{l [ grasare x‘fw

Q..I.M"' e

Cyuh g wdplis ¢.m E‘w_,‘,m il 53] Jajanal) S ‘_,uJ. ]

machines clean and presentable? ¢ ygiaall
3 1. Yes X 1| 3
0 2. No O €2 o

area was unclean:

If ‘No’, please specify “Why / Describe how the

AS S Cia gl ML 220 L (e IS il gadl S 130

e

b. Were the ATM and CDM machines functioning?

Tl g3k £1a¥y NI il ) gl S Oa

3 1. Yes

a1 3

0 2. No

OX

%82 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 4 085 a0 A 8 I saa Slli e MUST il gad) S 13
Gl el e gl 23ag) Jas Y Al 1Yy V1 G el

(g3 gl o W

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

TATM/CDM 4dhia 3 3o ciSall 5l 35,080 GAS Ja &

Mo AC 1n AAM/ CODM

Qrea .

a. ‘ Was the branch alr—condmonmg fully functlonal
and sufficient?

3 1k Yes EI =1 ;

0 2 No E =2 ;

3 3. Not applicable O T R A
If ‘No’, please specify “the time at which at T Jamg o 53 gl am Alld e IE" iyl K 1Y
which the cooling was not functigning s S8 il

ot 2 0L e ,auw S S O .

3 1. Yes

asd 1 3

0 2. No

O

2802 0

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

LAl Slaadla" 2aa Jllad (e S U gal) 1S 1)
(S Sy A s Ciayl

b. Did the branch possess sufficient lighting?

PAAS Splualy £l 0y A 2

Describe how it was insufficient:

3 1. Yes i 1|3
0 2. No O 2| o0
If ‘No’, please specify “Additional comments / [MAgilal Cllaaia" saa Sllal fe UST lyall A4S 1

(S O o) S Ca )
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c. Did the customer have sufficient waiting space / Cowslal) dolia (pa cilS 2ae f URIDU A8S Aaliis Loall 08 A o
seating area?

3 1. Yes & 1] 3

0 2. No O w2 o

Mgl Slaadila” saa Slliad e SIS ) gall SN
S (8 ol S iy

If ‘No’, please specify “Additional comments /
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 £ AN Ja1s Ao puin gal) Gl & gpny &y O Qg0 ) G0 S
Sl (iSlal g (SUSl) Gl i glel) Cilida ) a2 5

3 1. Yes pad 3

ORx

0 2. No Y .2 0

If ‘No’, please specify “Additional comments /

. ; " | il cdaa " BLEd TN Clal 13l
Describe how it was insufficient: Sy itk e - che Sl G5 )

S oS5l cas




+

5.1 Greeting of Customer _

+

Ol il a3 5.1

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

£ 11 ) gkt 4o A Aguital) 0 B A pm ) 3 b ]

e Nogreeting / acknowledgement

sy ® |

e Greeted within 10 minutes of entering

|D
=]

|

1
i

Jpanl! Sy u 3303 6 D6 n 1 0

0
1
2 e Greeted within 5 minutes of entering
3

* |Immediately greeted on entering

Wi N| =)o

Jraadl Jaas s cun il e

b. Did the staff either / or:

10aaY) gaaly il gal) B Ja o

a. Ask for the customer’s name?

¢ az ]\ r"""|'-.—" J

b. Greet the customer by name?

Taasl S5 pa Jraadh a2

e  Yes, the customer was greeted by name /

o aasl e Jl el S5 aa paally cun il 5 i can e

? asked for his / her name O PO 3
0 * No, the customer was not greeted by E dad oo S aly / dasd 85 aa Bpaaly cun il 3 1 NS @ 0
name / asked for his or her name e
G (6 i)y T gl Shaelon Ay aS" (il gal) e
c Did the staff ask, “How can | help you today?” e I e - A ": J—‘I‘J;JL;
and Probe the purpose of the customer’s visit?
3 1. Yes, the staff did this E Sl Cals gall A8 2] aad 4 3
0 2. No, staff did not do this ] Ay Cals gl 2y o DS 2 0
d. Was the Mystery Shopper redirected on the flgalial/aibaiial e ol Al Gpuidl 4agibile) a0 &

basis of his / her needs?

1. Yes, he /she was redirected on the

g basis of his / her needs

LPalial/adalial ) (5)Jsanll 4 g5 5ol 5 2 cani 1 3

2. (OR) The first staff member

O Jraal) 4 3 G JgY) cals gall peinid (41) 2

3 encountered probed the nature of D Whsebe fosebin g 5 s 53 Ragsl 3
visit and assister him / her ik N
0 3. No, he /she was not redirected on

the basis of his / her needs

a. Were the staff courteous on the customer making
his / her enquiry?

LeRalial/alalial ) as gl sole) 33 o NS 3 0

"d,p-.l'n nx-L....g.i,\s,_;- .Mu;;.@;ﬁ,dsuudu \

0 e No, the staff were not at all courteous D SaY e ad Bl 0% a8 e 0
e Yes, the staff were quite / reasonably - sy . = s
1 ’ 4l ALy | Al ¢
courteous O It I el 2
2 * Yes, the staff were courteous K Gl cabgall S Al aal e 2
3 e Yes, the staff were very courteous |:| AL yak bl S 0 el e 3
b. Did the staff demonstrate “active listening” on flaanl) il " ol plial™ Cilspall 4B JA o

customer enquiry?

¢ No, the staff did not demonstrate

) plia) wib gal) OIS
g active listening D o e 3 Ay ol * 0
e Yes, the staff listened quite / ; 5 ca, e ; ; =
1 ) Lata 4] gda 43, s Cil gadl | sl A0 an
reasonably actively E] ! S Mgl B sl e .
2 * Yes, the staff listened actively E byl B gl ol 3] (aes 2
3 e Yes, the staff listened very actively D W) e S Gl pal) el i aa @ 3
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Did the staff appear confident?

Phadi (e (W5 A3 o B gall 4B 6 o

* No, the staff did not appear confident

ddi Cpe (Bl Al o Cibgdl gl W3S e

s Yes, the staff appeared quite /
reasonably confident

Joaa JC8 Acil G Bl adl o Calhgall gels ael

e Yes, the staff appeared confident

Akl G Byl o algal el caei

e Yes, the staff appeared very confident

OO0

ui.i_"uL-L.:d:\JA.iluk;._.L,.J‘)#.?u .

d. List the names of staff interacted TR .
with: tadrs Slalal () Cndls gall placd 821 S
o Mr./Ms \aezer [ No pame foph AlLllyadll e
e Mr./Ms. T 2 Aall/Jad) .

e Mr./Ms. 3 Ll lalil e
. M. /Ms 4 AuyJ=a) .
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6.1 Staff Capability : Pt , Cuilisall 508 6.1

a. Did the staff frequently probe the nature of the o5 S o ) Slalda) Aah 8 iVl i gal) 22 2
customer's needs?

3 |1 ves O w1 | 3
0o |2 No X w2 | oo
; If ‘No’, please specify your comments: Sl Pl 48 Bla ST 1)
! didn'} probe the nednce
oF e cushmer S naad
b. Did the staff actively attempt to anticipate £ g0 30) Ckplyia (oina Aad AL glaay i sl o A o
customer needs? i
3 1. Yes O a1 3
0 2. No ] 3 2 0
If ‘No’, please specify your comments: ) mlads o la ) ST 1Y)
Airdnt [ W\P}
on Jn‘oipox\—( cuns b arer nudk
c. Were the staff able to cater to the needs of the aaf 530 luce culb (393 Ga Gge ) Clalia) Al Cilh gal) £laiud (A S
customer without seeking the help of a colleague? M PRt
3 1. Yes K ik 1 3
0 2. No O 38 2 0
If ‘No’, please specify your comments: A plaady 4 bla ST 1Y)
INT: IF the Answer is YES , so the answer for Q R e e
D should be Not Applicable o Al Al
]
d. Were the staff able to answer all / most of the
questions posed? P4 g slall ALY aBaa [0S e AlaY) i gal) plaia) Q4 &
3 1. Yes & i 1 3
0 2. No O 38 2 0
3 3- Not Applicable O GikuY .3 3
If ‘No’, please specify your comments: ) pliady o8 Bla ) ST 1Y)

e. If the staff were unaware of the answer to a A Aae AL [opma Jliges o LY e 00 il gal) 08 a1 1) 2
particular query / queries, did they politely “ask el aal falBl e AR5 pe 28U Jal e LRIV Cuigdy dis Gilb
you to wait while they double-checked with the
system / a colleague”?

3 1. Yes O pai 1 3
0 2. No O o 0
3 Not Applicable | Gehi Y 3
If ‘No’, please specify your comments: AT pliady A Sl ST
5
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Slatd g Gladie Adlate Adete Glaglas i gall 53 OIS JA (ale

a. Overall, was the staff well-informed on Bank BT
Dhofar’s product and services? B o
0 e Not at all informed D @Yl e Claglaa gl al e 0
e Wellinformed on at least a quarter / a
- - "l o - '] . !'l . g_-\.‘ 1 v
1 few of the products and services O laasly clatiall oe G fy “F‘ "“ "’L :_d"; : 1
discussed ¢
e Wellinformed on at least half of the & Al laaadl y Sladial dieal oo Y e Jlay e
2 g O =L 2
products and services discussed Pk
e Wellinformed on at least three- . A L
Slatiall e AT gl gl ABNE B e aleg
3 quarters or more of the productsand | DX i oe ST ST ER Ol o gy o 3

services discussed

Ledlia o5 3l Claxidly

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:

adl) A g 2 LS) ";Jg_;iﬁ_,_,.-,n " Alabs 42y g Al o
TSl y Sl Haldl Al s s o (il sl iy Ay s(

:Adlid) sia B

INT: LIST THE CODE FROM SECTION B.

S el G e IS o sl

0 e No knowledge at all D ALY e aay Y e 0
e Wellinformed on at least a quarter / a
Cilaaall g ciladiall - S,.m] g ‘Al
1 few of the products and services O P les o= _:‘i\‘l:k ::: ‘ 1
discussed \ el
2 e Wellinformed on at least half of the ] A Sleasl) y el cieai e S e dly e .
products and services discussed (PRAC LR
e Wellinformed on at least three 104
Slaiidl e i1 ) gl A2 sy
3 quarters or more of the products and | [X] Safidl e S8 S &] ‘-{ﬂ' > f} :h ,J,.,l! ‘ 3
services discussed 3 !

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

Glead g Sladiad " ALaY) ™ o aUAl A glag il gl o8 b S

and services? feal
0 * Nocross selling at all E Gyl e Aoy ) Llany sis ] e 0
1 e Cross-selling after a lot of prompting D [ G Ga i dey LSy adl Al B e 1
e Cross-selling after a little / some ' § 3 . "
S i) e SR ey oY) andl dilesy L8
= prompting O - o ? oY anll lany S5 e 2
3 * Immediate cross-selling attempt D il Ao ALyl aull Ao 0 e 3

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

ALl gal JUB i Slaad p Sladie 13 oyl B gall ol Ja &
PRI & g a5 e )

3 1. Yes

a1 3

0 2. No

X 0O

3s 2. 0

If ‘No’, please specify your comments:

A s & 5l ST 1

Hhe Wg)e !rv ‘l’bf“S
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e. Did the staff attempt to provide “complete i Slatd g Slaile (6 ALK Gilaglaa” Wilke Y A gaay ciBisal) o8 a7 |
information” on Bank Dhofar's products and ' falall Gl Sl aa ik oy
services, along with relevant literature? :

INT: LIST THE CODE FROM SECTION B. S anddl) (e ) LS o8 s laly
0 * Noinformation at all i D ALY Je GlaglaaY o ‘ 0
* Information provided on at least a l — " N it
ﬁ Alaial Colaplaall e i faa; B Unc:|
1| quarter / a few of the products and : ] i M Ic-a,_u Py 1
| . . | etla a0 Sl Siadal] g Silatials
| services discussed |
5 | e Information provided on at least half | E Slatialy ddlaidl Cila gladll cieal Y1 e clac] @ ‘ 2
of the products and services discussed | i, 0 Al Slaadll
e Information provided on at least three : el Vs dhy  po ooy
e gleall a0 ) pla) ABG BV e elac]
3 quar_ters or more of the products and I:I LR 3 B Chasay Sty A 3
services discussed
3 e Not Applicable GbuY e 3
f. Information on relevant procedures, ilal] i3 dayiall 440K 5 lafiedd) y (Sl 2 YL Adlale Sl gles r
documentation and follow-up method?
INT: LIST THE CODE FROM SECTION B. O padl) Ga e A A8 sl
0 * Noinformation at all D Ay o Slaghaay e l 0
e Information provided on at least a i
dGlaiall il glaall e QI fag Y o sllae) @
1 quat:ter/ ? few of the products and I:] e 3 Ciladd g Slaialy 1
services discussed
3 ¢ Information provided on at least half E Slatially dlaiall Cila gleadl sl B o olac] 2
of the products and services discussed idiia o5 Al sl
+ Information provided on at least three { - .
S glaall e A1 5l g ) A5NE S8 Uae )
3 quarters or more of the products and D JMJ o J‘s J & o 1 "ﬁ ‘{b“ﬂ. ‘ 3
i ) il 25 Al Slandll g GilaTially 4ileid)
services discussed
3 e Not Applicable Gy e
g- Did the staff attempt to acquire more customer Jal O G Py late ST Slagles 48 pd A glae il gal) 43 JaF
information so as to follow-up at the end of the visit? TaL 0 s b Al aldl)
3 1. Yes X a1 3
0 2. No O 32 0
If ‘No’, please specify your comments: Al plaly aB ely ) NS 1Y
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7.1 Timeless S8 peae AT IR IR Ry o o ; i £ S B S - S o ey
a. Waiting time on enterlng the branch before o Gt pall 0 gl g d-\l-ﬂ-“ Jiy &)i-“ Jsde e .)‘-"’IH'Y‘ <y}
dealing with the frontline staff: s daail) ¢l\ e !q..L-‘a'l Ball
INT: SPECIFY TIME IN MINUTES: I BB e B gl aa sl
0 e Qver 15 minutes D i385 15 e 6 . 0
1 e 5-10 minutes D ME10-5 e 1
2 e 3-5 minutes EI A2 5-3 e 2
3 e Under 3 minutes E LW W e 3
b. Did the customer feel like the queuing system JSy Jary il B (aB_Y) pURS) URIY) WS 0L Qe ) Al A L
(numbering system) functioned properly? freaa
3 e Queuing system (numbering system) D e Jaay ¥ Ciall (Y1) SURTY) plai o) e "
did not function at all Y
e Queuing system (numbering system)
3 3y —aall |
1 functioned, but it worked with a few D & 08l day (ALY 4) < Jm;;u” * 1
impediments & o
e Queuing system (numbering system) % P ; . .
A g 13y Ay caall ST s )
2 functioned and it worked quite easily D ¢ oty (P! pL83) L..:: ‘;l;" ;ufdu:: ‘ 2
and efficiently ’ Al
e Queuing system (numbering system) " o . i )
4 g 13,y A cacall Wiy LU o)
3 functioned and it worked very easily | [] # Jany (U8Y) pL) ‘-”j"j J\i;u?\i * 3
and efficiently “’
e Not applicable (no numbering system) E (A Bl plas 2 g3 Y) Gy Y @ -
c. Time taken for the “purpose of the customer’s visit ga ) dpa g die (g3l 545 ciak GE" Jaf (e 554 il o
to be fulfilled once reaching the counter: " daadlt
INT: SPECIFY TIME IN MmiNuTEs: | (O : S0 e 2B gl 33a dialy

12
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H. Additional Comments on Visit 15k Adladal) AdLaY) Cla dial) A
(If any): (2 )
No one ¢ Pu-Hv.naJ hame 4??

End of the Survey - Thank you very much....
S 85 — i) Al

G. TOTAL Branch Score
(Total unwe|ghted branch score, summmg aII sectnons)

C Branch Presentation and Customer Facilities
D Greeting and Soft Skills of Staff
E Staff Capability, Knowledge and Cross-Selling
F Timeless
LN f L T
L ur # P
. ;(ﬂ..é‘ﬂ J > )nl]m_)..h _)& dalaill gree) B B
| el B Al :_:é‘-i'! T eI gy g gl [ el

Gl Aadial) Bl y £ ) aais &

Qo gl o jea sy im0 &

qﬂ-“wwlm_,dﬂ‘,‘diﬂliﬂ z
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