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PROJECT: Money
SHOPPER CODE DATA ENTRY EDITING SERIAL NO.
Name Number Name Number Name R
oy 1{o]1]4 6
1§ gl
3, 2 . S = .
.-3_)1.‘ ‘ 3axl) Sila glaall Jlaal A gedall ey
a )l astd) Al ) il ol
|
A. Details of Visit 5L Jamalds -
Bank Dhofar D Jlil by
Bank Muscat K i
National Bank of Oman D el i gl Sl RV PR TR P\ A |
HSBC-0IB O HSBC-0IB <
1. Bank Visited
Bank Sohar | PENE
Oman Arab bank O ol lae iy
Ahli Bank | | Sy iy
Other Bank: Al iy
2a. Branch Name MU\(,C(A‘* [banl«t - A,l Mﬂum(‘ g il aul 12
2b. Branch Area A(\ k/hm“ v gl alge o2
3. Branch City M l(/hﬁv\(\ a3
4. Branch Region MU\SC&L% _ bOUSh oV Glidl 4
Day | Month Year A [ gl [ el sl an 5
5. Date of Visit | —_}
I oY 1 Holl i I
Hours | Minutes e l e Ll
6. Start Time of Visit _ iy i, 6
|4 &5 1
i sl el '
7. Total Duration of i el sl e 7
Vici J :
isit O 0 { Q O [ '
1
+ +




' B. Purpose of Visit 3L A -
! Opening a Saving O o g e
or Current Account $ I
Saving Scheme D sl ol
| Housing Loan N B o E
1. Application for a new Product | Car Loan D 3k o B (S} Aaxd ) plie calla 1
/ Service : VR ) P ONAY L) ci
INT: SELECT AS RELEVANT AND/OR Educational Loan | [] (gaiint G, NF AN ol 20, 5 coalinl it '-""':
SPECIFY DETAILS OF Credit Cards | il iy
PRODUCT/SERVICE
Personal Loan O s o i
Double your Salary
Sl L
Offer D 2o
| Youth & Student D Y el
L Account
| Opening a Savings E FUNST: ¥ e BeeNy o
or Current Account : G S
| Saving Scheme | BECIAINY
Housing Loan D DS i S | .
| 2.  General Enquiry relating to a — D ‘ T o 9 Aadd pma iy Blata ple Lt D |
specific Product, Service kil Bnialll "‘a”ﬂ . ‘ g .
and/or Facility Educational Loan D adad s | [ el Jaaldl 2a 5l [ g canelial) 3 .I‘-'-'.‘L.' [
| INT: SELECT AS RELEVANTAND/OR [ = — daaal |
' SPECIFY DETAILS OF | Credit Cards O Sl il
PRODUCT/SERVICE Fetearal 54N 0 L e
Double your Salary P ‘
CITT R e} |
Offer uy e ,
Youth & Student : i 500 3 '
el § ) el |
| Account R
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C.  Branch Presentatlon and Customer
Fadilities :

'.x i R

Gl At gl g e ©

4.1 Was Customer Parking Instantlv avallable for the

Cshl e 5 i ga AR Gpedall a5 08 4.1

Mystery Shopper?
3 p Yes E a1 3
2. No O % 2
i. Specify: v 1l
ii. Specify time taken to find parking: min. G il ga ¥ o0 S 2a
4.2 Entrance to Building el N Jsaa 4.2
a. Was the Entrance Clean? flli Jaaal 1S Ja )
3 1. Yes %) a1 3
0o |2 No [l 39 0

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

A G e g A saa Alad e *NUS" Ll gall S 13)

. -‘1.. ,Ef- 1aaa))

b. Was the Entrance Convenient?

Tlaslie Jasd S JA o

3 1. Yes ) s 4 3
0 2. No O 2| o
If ‘No’, please specify “Why” the entrance was e Jaaddl 0S5 o AL saa TS gl S

inconvenient:

4.3 Cleanliness of Premises Pl AiUE: 4.3
Was the branch premises clean? Uk £ R e S Ja
3 1. Yes E and 1 3
0 2. No O M2 o0

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

S "AS Cia gl MO 2aa Sllad e YIS el S 1A

Ayl
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4.4 Branding Material Lal cloall 4.4
a. Posters / Branding material present on doors, walls £330y Ol ol Y1 e 4 S cladle | Gilheals 33 55 A
and windows?
3 1. Yes B 1| 3
0 2. No O w2l o
If ‘No’, please specify “additional comments”, O Ml Slaadia” saa dlad e SOIST O gl S 1
if any: aay
b. Pamphlets, Leaflets and Brochures on display? Sl il g Ll e e w3 A L
3 1. Yes X mid| 3
0 2. No O w2| 0
If ‘No’, please specify “additional comments”, O Al Slaada” s dllad e SUST G galdl S 1Y
if any: aay
c: Branding material up-to-date? fllan 4 et clatall M ga Ja S
3 1. Yes E PESIN 3
0 2. No [ 2| 0
If ‘No’, please specify “additional comments”, O "Gl Gillaalia" daa lliad e MAS" il gal) S 1Y
if any: iy
4.5 Presentation of Staff Oud gall j4Be 4.5
a. Were employees present at over 90% of the branch A gay agaiSa 5l g £ AN B e 50 %90 e S 2 g CAS a
desks and counters? fdaadll
3 1. Yes D pad 1 3
0 2. No ® w2 o
If ‘No’, please specify “additional comments”, O o"agilial Sllaadia" aaa el e MUY Ol galdl 1S3
if any: Dy

14 put oF 22 were aumla&’

b. Were all / almost all of the staff neatly and 0 ibas o ye o) (1935 3 B gl plina /5 AS A s

professionally dressed?
3 1. Yes | | 3
0 2. No O 2| 0
] ‘u‘ il -U-‘; " n b e " " | - 13
If ‘No’, please specify “additional comments”, e e i _‘;.ls §
R )

if any:

c. Were all/almost the entire staff wearing name

[0

pdanety A & gaay Okl gl plima | JS CAS A

badges?

3 1. Yes | il 3
0 2. No 2 w2| o
If ‘No’, please specify “the approximate Cpall e gall o Sl Soadl 2aa Slliad e "UST Glgaldl S 1
number of staff not wearing name badges: planly S LS gmaa Y

2 owl |4 Wesre pa + i
Fiotrrd—x 75 .
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4.6 ATM and CDM machines SR £14¥1 5 N il eall 5 342) 4.6
a. Was the area surrounding the ATM and CDM Omad g it 2RI 1N g V) Gl el 4] Jaaadl LS S A L
machines clean and presentable? ¢ ghaall
3 1. Yes | 1| 3
0 2. No O 2| 0
If ‘No’, please specify “Why / Describe how the S "aS Ciayl 13" 2aa Sllad e MUS" Gl gad) S 1)
area was unclean: QUL RS L]
b. Were the ATM and CDM machines functioning? fand g2kl g1y M) il pual) 3 gl SBS Ja o
3 1. Yes K 1|03
0 2. No O w2 o
If ‘No’, please specify “the time at which at el 48 O8] L 3" s dlliad e ST Gl gad) S 1S
which the ATM / CDM were not functioning Gl peall ¢ lea gl 2aag) Jaad Y il gy Y1) el
(and specify which machine, ATM or CDM): (gl gl AV
¢. Was there sufficient cooling in the ATM/CDM area? TATM/CDM 4ihia A 33 cisfall g 480 S Ja &
3 1L Yes X i) 3
0 2. No O B2 ¢
3 3. Not applicable O Gl ¥ 3| 3
If ‘No’, please specify “the time at which at b Jaay ol 3 2 )" 2aa Slld e MUS" il padl S 13
which the cooling was not functioning B S sl
4.7 Branch Ambience and Facilities Sl y £ Al Jala alall sl 4.7
a. Was the branch air-conditioning fully functional TSy M JS5y Jany Al ) cuSal) (NS JA )
and sufficient?
3 1. Yes K 1| 3
0 2. No O M2/ 0
If ‘No’, please specify “Additional comments / Mgl Slhadle” daa Sllad e MUST Ol gall S 1A
Describe how it was insufficient: il S Ll s iyl
b. Did the branch possess sufficient lighting? A selal g A Gy Ja o
3 1. Yes | mi1| 3
0 2. No O 2| 0
If ‘No’, please specify “Additional comments / [l Slaadla" aaa dlliab e S i gall S 1S
Describe how it was insufficient: S S A S Gy
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4
c. Did the customer have sufficient waiting space / | o skl 2o lia (e ilS 220 [ JURRDU 488 Aalese Jpaall (U8 JA S
seating area?
3 1. Yes E ani 3
0 2. No O mal o
If ‘No’, please specify “Additional comments / [l ciladia sa dlad _»{S‘J-S ‘-"\{"-‘M v““ -
Describe how it was insufficient: S U8yl S ey
d. Did the customer find it easy to follow the signage 4 i ;
2l | A3 Ae pun gal) SN A g Ay ) i) i J
within the interiors of the branch, indicating different e J.:J’:J-Jt oSkl u-m- FH‘:.TI‘?;,;!{'&?“' J::‘.
counters/ work stations? ' 3t b ol i
3 1. Yes | ani 1 3
0 2. No O vy2| o
If ‘No’, please specify “Additional comments / L .
. i T I T, L A e SIS L [T p
Describe how it was insufficient: eyl [l i = Au!!:’; jl'lli
| A .
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D.  Greeting and Soft Skills of Staff | sl gall G jlga g cun Al &
5.1 Greeting of Customer Ol e 251

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

e Al N Adgds jgb AL Geddl o odaillfoua 3 a3 6 )

0 e No greeting / acknowledgement D a5 Y e 0
1 e Greeted within 10 minutes of entering D Gaaall Jgds e B 10 a cun il @ : &
2 e Greeted within 5 minutes of entering D Joanll Jgda e Bl 5 A s Al e 2
3 + |Immediately greeted on entering E el Jga3 s cua il @ 3

b. Did the staff either / or:

2 (s aly il gl o8 A s

a. Ask for the customer’s name?

taall adl e S |

b. Greet the customer by name?

fwl_)slca,_w_js_.a_;,g

e  Yes, the customer was greeted by name /

J“A-‘;FJL‘!W‘#:JMHP)I"(-:Q‘PJ L]

3
3 asked for his / her name D | e
e  No, the customer was not greeted by (| | 4ast o Sl aly f dasdd SS5 ae Jpaally a5l 2y 2l NS @
0 : | leal 0
name / asked for his or her name | gl g
A 8 el g " haelca ey LiS" (b gal) e
(4 Did the staff ask, “How can | help you today?” = 3 e =V ’:[ JL..} “J: i
and Probe the purpose of the customer’s visit?
3 1. Yes, the staff did this O Sy Cala gl pl Al (a1 3
0 2. No, staff did not do this R Ay ks gall 4y o (38 2 0

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

fgtabial/alalial o sl AL 3 gial)l 4 g sae) 1 Ja S

1. Yes, he /she was redirected on the

3 basis of his / her needs

Palial/alalial LI (3)Jseall 4 5 33le) 35 21 cani 4 3

2. (OR) The first staff member

oo Jraall ag AT A W) Gl gl il () 2

3 e.n.counterec.I probfed the nature of D Ghsele foseliey 3 s 3l daed 3
visit and assister him / her
3. No, he / she was not redirected on
! Talbalfadalial N e bl sole) 35 0] 38
. the basis of his / her needs E T 3 9
5.2 Soft Skills of Staff il A4S 5 (el gall D g 5.2
a. Were the staff courteous on the customer making faaal) 55 Luaa 4GS 6 0 e 2l 3l i pall JAS A )
his / her enquiry?
0 No, the staff were not at all courteous | [] Y Jo dd Giligad) 8 a8 e 0
e Yes, the staff were quite / reasonably . A1 e AT S
g ) adLl | ‘
! courteous O Bae Fols Wilycitidl Jod Bigps. .
2 * Yes, the staff were courteous E Gl bl HS il caai e 2
3 *  Yes, the staff were very courteous D : AL yad Gl gall S ol ani e 3

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

Pl i " kel pliaal™ il gal) 4l JA o

e No, the staff did not demonstrate

| plial wib gall WIS
0 active listening D il ) iy * 0

e Yes, the staff listened quite / ‘ G & 4 i &

2 eyl A e Ay kB gal) bl
3 reasonably actively O sl B A5k B ) pnd. R 1
2 * Yes, the staff listened actively E Lulay) Cib gall gl 3l ani @ 2
3 e Yes, the staff listened very actively O Tghad) o B8y Uil gl jiua) i cpai @ 3
7
+ -
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c. Did the staff appear confident? Tanidi (e @y Adl e cdbgall b Ja o
0 e No, the staff did not appear confident D Akl Cpa @il Adl o caligdl gl dS e
e Yes, the staff appeared quite / . & i 4 .
;L‘-l-l Al ) g 4) | a i
, reasonably confident D o DA il e §
2 e Yes, the staff appeared confident E ki g Byl o Calgdl jelcaai
3 e Yes, the staff appeared very confident | [] i o el By ) e il gl el caai e
d.“h List the names of staff interacted cpae cletal (il okl gall plandd_S3H &4
with:
e Mr./Ms. kU‘ bnen Ahmed 1 ALl laldl e
e Mr./Ms. 2 ALy lalil e
e  Mr./Ms. 3 Adallylaill o
e Mr./Ms. 4 iy Ll .
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E. Staff Capability, Knowledge and Cross-Selling

) gl Rty 4l T sy i) 58

6.1 Staff Capability

Coahld gall 5 a8

6.1

€50 J80 S ) Slalia) Aanh 08 LYl wilh pall o3 A )

a. Did the staff frequently probe the nature of the
customer's needs?
3 1. Yes O a1 3
0 3, No & 3 2 0
If ‘No’, please specify your comments: 2 glads af ela ;) S" 1)
didn Prolor nc&ur‘c’,
OF e cushomer gy
b. Did the staff actively attempt to anticipate o . . oy i & :
11 ) Slaldal N Allad 4l glaas il gall J
customer needs? Gundh clalia) ghi) i G i
3 1. Yes O a1 3
0 2. No | 38 2 0
If ‘No’, please specify your comments: ) ey o ol (S 13
chdnit afempf
anboipate ks b e e
c. Were the staff able to cater to the needs of the Al e lea qilb (599 e G ) Slabia) 40 Cil pal) pllicd Ja o
customer without seeking the help of a colleague? LS V]
3 1. Yes 3 pxi 1 3
0 2. No O 3 2 0
If ‘No’, please specify your comments: R rlials o8 els  (M'3S" 13
INT: IF the Answer is YES , so the answer for Q o TR VG LY el (Jidl 134 B s ol (s 13)
D should be Not Applicable A Akid
d. Were the staff able to answer all / most of the
questions posed? Tda g hall ALY alaa [JS 8 ey Gilb gl plaia) JA &
3 1. Yes O poi 1 | 3
0 2. No O % 2 | o
3 3- Not Applicable B GV .3 | 3
If ‘No’, please specify your comments: ) Flady o dla NS 1Y
e. If the staff were unaware of the answer to a A A A [oma g o LYY o 1508 il gal) 085 a1 1Y) 7
particular query / queries, did they politely “ask el dal [ e 400 5 e 28l Jal e URINI" Gl dia Gl
you to wait while they double-checked with the
system / a colleague”?
3 1. Yes O g 1 3
0 2. No O % 2 0
3 Not Applicable E Ghalais Y 3
If ‘No’, please specify your comments: W iy o sla ) S 13
9
* +
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6.2 Product Knowledge and Cross Selling

AlaY! )y plialy Ll 4 aadl 6.2

Cladd y Sladie Allaie dleae Slaglaa cild gall g2 S JA ale JS5

a. Overall, was the staff well-informed on Bank
Dhofar’s product and services? B
0 e Notat all informed D Y e Slaglaadial Gl @ 0
e Wellinformed on at least a quarter / a . _
Silaaall y Sladidl ) e JiY L ;
1 few of the products and services O 3 hadial G il o0 ‘F:‘i.l_:& j ‘ 1
discussed &
3 e Well informed on at least half of the E B Al Sl y Slaiidl cieal e Y1 e da e .
products and services discussed P
o Well informed on at least three- : T
Slafall e S8 gl gl MG 5 ]
3 quarters or more of the products and D = S &LU“ 3 "tj "k e 8 3
¥ : gadlia a3 44]\ ._n_._:_-;]'-,
services discussed
b. List the details of the “main purpose of your visit” peall) A s o LaS) "5 U U e ) gl Alsie 42y pula gy o

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

Polaadll y clacialy dlatal) 4 aal) g gl e O pall anlly By 4D
:mi.d‘lohqi

INT: LIST THE CODE FROM SECTION B.

G ) G M T 8 g

|
|
0 e Noknowledge at all O LY Ll Y e 0
e Wellinformed on at least a quarter / a 1
Olaasd) y Silatiall \ e 8
1 few of the products and services O 3 ot oo G ey ‘P,;'_;,L:k ::l' * 1
discussed -
9 e Wellinformed on at least half of the [ [ 8 A claddly clamial dial oo JY) e aley @ 3
products and services discussed [Pk 6
e Wellinformed on at least three : c
Sladidl e ST gl gl A 3 \
3 quarters or more of the products and D il Mie f‘L.. . :’m ::_:TJ * 3
services discussed ¢ 4
c. Did the staff attempt to “cross-sell” other products Sladd g Sladild ™ ‘,iL'a';’! " o alall A glacay il gal) A3 A O
and services? e Al
0 e Nocross selling at all m ALY e Alal addl Ala dal e 0
1 e Cross-selling after a lot of prompting D S S e il my Slal) audl Lleay W5 @ 1
e Cross-selling after a little / some " ; . .
Sl sy | oyl gl laay ol
. prompting D W Oa SR g Sl all Adaas BB e 2
3 * Immediate cross-selling attempt D bl e oY) adl lgaa i e 3
d. Did the staff explain Why Bank Dhofar’s products

and services possess a “Comparative advantage”
relative to competing banks?

LI el B Gl Clead § Cladie 13 7y il pal) o Ja S
PAdliall & il aa 4 e Al

3

1. Yes

a1 3

0

2. No

X O

a2 0

If ‘No’, please specify your comments:

\

il gl A ela ) ST 1Y

e WVMEJ') l—» ~

10
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e. Did the staff attempt to provide “complete Sladd 5 Sladia (6 "ALalS Sila glaa” ey “UJU_--.' il 23 A 7 :
information” on Bank Dhofar’s products and filall Gy Sluisll aa Ul Jy
services, along with relevant literature?

INT: LIST THE CODE FROM SECTION B.

S el o el RS o8 rlaly

i 0 * Noinformation at all D ALY e SlaglaaY e 0
e Information provided on at least a 2503 e gl pe LI fay S e o)

1 quarter / a few of the products and D ":_u ‘J:‘ HF:‘ e " 1
services discussed 2 '

2 e Information provided on at least half % Siladially Llaidl Sl gleall ciead JIY) Je sloc] @ ¥
of the products and services discussed Lilflie a3 A Sileaally
Sl glaall e 280 ) [ Wl Uac |

3 quarters or more of the products and D ’&u "_‘:J‘ JIE*J y :ﬁ “’hg .: . * 3

services discussed £t ’
3 * Not Applicable B Y e 3

f. Information on relevant procedures,

documentation and follow-up method?

falaal) SI3 Aaglial) 4K y Cilaficaall g (lg ) 2YL Allada Sla glaa 7

INT: LIST THE CODE FROM SECTION B.

G ) 5 a0 A8y o 1tialy

services discussed

‘.‘:\..:sil.ur.i‘rﬂl N—ILA_-:-IIJ ._IL_'L.l.‘.u'L: aGlaiall

0 e Noinformation at all D ALY e Slagla Y e 0
e Information provided on at least a Sk i ’
Aalaiall Sila B { | \ |
1 quarter / a few of the products and D "XT:L:‘ J"m‘;‘&:ﬁl "f ‘_'_‘;‘ i 1
services discussed = ST
2 e Information provided on at least half E Cladialls Alaial Sila gladl ciead B e clac] @ 3
of the products and services discussed iilie o5 A Slaadl
e Information provided on at least three - . .
Sila glaall {I) | A5 g8 lac|
3 quarters or more of the products and D sasl on 519 Bl i 3

3 e Not Applicable BalsY e
g Did the staff attempt to acquire more customer T s T g
information so as to follow-up at the end of the visit? 530 A A Aaglially AL
3 1. Yes O i1, 3
0 2. No =X ¥ 2. 0

If ‘No’, please specify your comments:

| daot 5 o e

dL_li) C“‘.‘:’:".'(‘s 5!9J Ml Ll 'l_‘.l

1q‘>ormn‘}ﬂfﬂ
1

e Information provided on at least three
|

11
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F. Timeless < gl '
7.1 Timeless <yl 7.1

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

o O all ikl pall e Jalalll Sy g il Jpds de URIY) Cdy |
D Aaddl) adiga e [ ala¥) Jadl)

INT: SPECIFY TIME IN MINUTES:

‘ T Ga Gl s laly

e Under 3 minutes

0 e Qver 15 minutes i583 15 e S8 e
1 e  5-10 minutes Gl3210-5 e
2 e  3-5 minutes A8:5-3 e
3

OO0

G e i e

b. Did the customer feel like the queuing system
(numbering system) functioned properly?

S Jans ceall A (a9 a0 U a5 0l 0 3

0 * Queuing system (numbering system)

e ey Y il i (oY1) UG pi ) e

"
1

and efficiently

Juad Jeyy Aal

did not function at all i O k)
e Queuing system (numbering system) 5 £ Iy w3 g gk
: ’ 5N AL sy Sl oo
2| functioned, but it worked with a few | D £ Ol o (A7) P} v JL::;.J: i 1
impediments [ o
e Queuing system (numbering system) | 4 o n A SR .
Al g W Y alk) Caall Ly LU o)
2 functioned and it worked quite easily | D g (71 ps3) v \'I.’ i) * 2
. Loaa ) b JSi
and efficiently |
e Queuing system (numbering system) , - NI .
Al pgs LY Alk) ! J 1.
3 functioned and it worked very easily | E ¥ oty (PlIY! L) o HE D 3
l

e Not applicable (no numbering system)

(Bl al dlina V) 3t Y @

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

g ) Jga gl 2 Gga il 545 chah Al Jal e disdl Cl gl S

S daaad)

INT: SPECIFY TIME IN MINUTES: [0 ‘ s A Gea ) 2a sCialy
7.2 Product /Services applied for and Turn Around 1l gl ) S Yl Jgeaal) oo plinall Ciladd friial) 7.2
Time
a. Product / Service / Request 1: 1) Apllal) fAandl) fpiiall
INT: MENTION PRODUCT / SERVICE ABOVE AND Apdlall ol Y S5l B g ae Gl 5 ) S0 desil [l S il
TIME TAKEN TO PROCESS REQUEST.

Nature of request: rdaddl) dagh

Time taken: (days / weeks) (&t Y1) RESREC

Additional Comments: Aila) cla) a8

12
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b. Product / Service / Request 1: ) Agdhl) fAad)) fpiidl o
INT: MENTION PRODUCT / SERVICE ABOVE AND Allal ol oY Al 2 g e Gl 55,800 Zasal) fpiidl S5 il
TIME TAKEN TO PROCESS REQUEST.
Nature of request: t4adil) dagh
Time taken: (days / weeks) (&) [5L01) 13 gl
Additional Comments: o) clal )
H. Additional Comments on Visit 5kl ddladall AdLaY) Cla il 2
(If any): (S ) |
End of the Survey - Thank you very much....
S 184 — Sl Ailgs
For Office Use Only daid CiCal) Ja)a aladiudd
G. TOTAL Branch Score
(Total unweighted branch score, summing all sections):
Sasiion Pacacnatior ider Evalustion Total Points Scored in this Total Points Allocated /
Area: Parameter
C Branch Presentation and Customer Facilities
D Greeting and Soft Skills of Staff
E Staff Capability, Knowledge and Cross-Selling
|
F Timeless
TOTAL SCORE

(PSS s o il daa pall g2 Ll £ sans)

g Bl f sara  E

Jalall [Aaaiial) B £ jara tamadll A Alacidd) DU £ para

o LAl ady g3 Jalad) )

Gl Aadiall gl g £ Al aaic =

G pall Sl gy a2 &

A il dles g 4l jaa g cilh gall § a8 z

Gni,.“i E

Ll £ sana

13







