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PROJECT: Money
SHOPPER CODE DATA ENTRY EDITING = SERIAL NO. |
Name Number | Name Number | Name ! =7
E lol1]s |2
1E gl
R\ e ' - : gl o
L1 Sl : Sl sladll Juaal Ssidll e
A o a8 i A i
l
I
A. Details of Visit 5L Jamalds -
Bank Dhofar E Jlab sy
Bank Muscat D Jaia Sy
National Bank of Oman O anll gila gl i) G 3 2aad 3 A
HSBC-0IB O HSBC-OIB <L
1. Bank Visited
Bank Sohar O T
Oman Arab bank O ol e ol
Ahli Bank O S iy
Other Bank: oAl
2a. Branch Name Hi'lwa g ol aadl i 2
2b. Branch Area p{\ QOLAG] goill aige 2
3. Branch City u ‘ 2W0) Ll 3
4. Branch Region M Dl |the l j\j A alidl 4
Day | Month | Year Adadl [ gl [ e a5
5. Date of Visit
o | oL} | 20 fi | |
Hours | Minutes dan I Sl
6. Start Time of Visit l ' - iullilucd, B
. 5 o
i il il
7. Total Duration of ot Ll b A
Visit 00 | 2 1_{_ | Syl 53e 7




+

B. Purpose of Visit

5L 3 cadA -

1. Application for a new Product
/ Service

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

Opening a Saving

o b g a5

or Current Account S Clha
Saving Scheme Jhaal s
Housing Loan DSl A
Car Loan 3 b A
Educational Loan el a8
Credit Cards S i,
Personal Loan gadl  ya
Double your Salary Adl , cielia

Offer

Youth & Student
Account

ol g LSl il

(5) x> dasd / i il 1
] gEiall el 3aa gl [ 5 qualiall 330 sZaly
FREL

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

| R s
Y Y phun

S e

Saving Scheme

jaal alad
J a

Account

B 000000000 00000000

(Y]

Housing Loan Sl a8
Car Loan 3 5l o 8
Educational Loan addad o B
Credit Cards Sl ZABUay
Personal Loan add i
Double your Salary | R
=l ) i

Offer
Youth & Student

Al g ]l

o5 Rari (e iy Blale ple sl 2 |
| gial) el 32a gl [ g caediall j3d) 1ialy
iasdd |
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C.  Branch Presentation and Customer
Facilities § 500 %

he s b d e

4.1 Was Customer Parking instantly available for the

CoAl e 5 s il ga (AL (3 peddall 229 A 4.1

Mystery Shopper?
3 3 Yes O a1 3
3 No X® %2
i. Specify: s i
ii. Specify time taken to find parking: 3 min. s il o Jag¥ AN Cl gl 2
4.2 Entrance to Building il A Jsaal 4.2
a. Was the Entrance Clean? ks Jaad) oS Ja
3 |1 Yes H a1 3
0 3 No O % 2 0
If ‘No’, specify “Why / Describe how” the S "AS Cha gl 1" 23 Sllad e ST el 1S 13
entrance was unclean: ek pe Jaad

b. Was the Entrance Convenient?

Flnelia Jadad) S JA oo

3 1. Yes

a1 3

0 2. No

O X

38 2 0

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

Ladia Jandd €5 JTMALY aaa ¢ IS il gedl S 131

4.3 Cleanliness of Premises all 4255 4.3
Was the branch premises clean? Pl g Al e S A
3 1. Yes A 1 3
0 2. No O 2| 0

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

Sl S G gl 1L saa Sl e "ST Ll gall 1S 1Y

Al 2 S
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4.4 Branding Material

Al el 4.4

a. Posters / Branding material present on doors, walls
and windows?

£33l 5 ol ) ool 3 e 4 s Cladle [ Cilieale 33 95 A )

3 1. Yes E PECIN 3
0 2. No O w2 0
If ‘No’, please specify “additional comments”, O il SlaaSie" saa Hlliad e MEST il gadl 1S 1
if any: WCaag

b. Pamphlets, Leaflets and Brochures on display?

0l il y Sl e p3 b

3 1. Yes 24| m1| 3
0 2. No D NS 2 0
If ‘No’, please specify “additional comments”, O Mailal Slaa " daa llad e (IS O gadl S 13
if any: aay
c. Branding material up-to-date? flaa Ay adl) cladlall 2 ge 4 O
3 1. Yes E axi 1 3
0 2. No O 2| o
If ‘No’, please specify “additional comments”, &) MAlial Silaadka" e Alad e MU Gl galdl SIS 1Y
if any: D
4.5 Presentation of Staff Ol pall 4Be 4.5
a. Were employees present at over 90% of the branch ahlpay agiiSa gy £ A A sa e %00 Oa A 25 OIS A i
desks and counters? fdaadl)
3 1. Yes E a1 3
0 2. No O 2| o0
If ‘No’, please specify “additional comments”, O Mlilal e M aa Sllad e MY O gall S 13
if any: (e y

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

€y e (90 s (B gl plBaa [ JS S A

3 1. Yes [ 1| 3
0 2. No O 22| 0
. = ) ;"’l ‘Iﬂ =1 il " oae ,n S PP L " | | 1€ 130
If ‘No’, please specify “additional comments”, = R o ST g _i"
H >3

if any:

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

Cagilandy S LS ( gaaday (ol pall pliaa [ JS S Ja S

3 1. Yes

a1 3

0 2. No

RO

2| 0

If ‘No’, please specify “the approximate
number of staff not weari f name badges:
7 _out op Q@ ™ mmmmn

o il yall ) el sam Al e " gl ST

el Sl S G gaaiay Y

name s -
0
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4.6 ATM and CDM machines ki) g1y ) il all 3 3ga) 4.6
a. Was the area surrounding the ATM and CDM O g il 3l 2131 5 ) i) eal) 5 g dasaadl D) DS Ja
machines clean and presentable? ? 4Bl
3 1. Yes E ani 1 3
0 2. No a w2l o
If ‘No’, please specify “Why / Describe how the OIS "AS Gyl /13" aaa Sl G MUS" ) gall S 13
area was unclean: RN L]
b. Were the ATM and CDM machines functioning? e g2 g1 g NI il eall gl S A o
3 1. Yes 2| s 3
0 2. No O w2| o
If ‘No’, please specify “the time at which at e 4 S5l _,m G " dan Hliad e IS Ll galdl SAS 1D
which the ATM / CDM were not functioning Sl eall Gl ) saag) Jead Y gl glayly N Gl jeal)
(and specify which machine, ATM or CDM): g glayn ol N
c. Was there sufficient cooling in the ATM/CDM area? ATM/CDM 4diaia @ 3 il 5l 0 G Ja o
3 1. Yes O 103
0 2. No O H2| 9
3 3. Not applicable | 3ku¥ 3| 3
If ‘No’, please specify “the time at which at A Jang ol 3 2l 1" saa Sllcad e US" gl S 13
which the cooling was not functioning B J85 Casd
4.7 Branch Ambience and Facilities bl g £l JA13 alall g2l 4.7

a. Was the branch air-conditioning fully functional
and sufficient?

TSy 3 S5y Jary ) ) Sl OIS O ]

3 1. Yes | 9| 3
0 2. No O x2/| o0
If ‘No’, please specify “Additional comments / Gl Slaadla" saa dlab e S il gl IS 1
Describe how it was insufficient: o Ly I YL WO

b. Did the branch possess sufficient lighting?

RS 55 Ly £ ey A Lo

3 1. Yes

L

3

0 2. No

OX

38 2

0

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

;u"i ol Gl M 33 ’I' . 2 -)‘ JSNE .._a],';_‘ﬂ \J‘\S 13
S (55 o) S g
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c. Did the customer have sufficient waiting space / o siall s lia (e ilS 23 [ UAIIU A Aabie Jpaall 0 A S
seating area?
3 1. Yes E a1 3
0 2. No O X2 0
il il T TR | | ) 5l
If ‘No’, please specify “Additional comments / [aflal Slladls” 2 e e PJ ".ls -
Describe how it was insufficient:

d. Did the customer find it easy to follow the signage 2 y ot e a S . i . § s
Jie ) S A gy py O (e Uil

within the interiors of the branch, indicating different Ao g o ’:H;..n Skal g {uilsal‘ ‘). H::;fu})‘l %n. ‘j‘u‘;

counters/ work stations? ’ )

3 1. Yes PEEnN |

O X

0 2. No Yy2| 0

If ‘No’, please specify “Additional comments /

, , : e ol g figilal Cllaa " aa Sl e ST Ol galdl S 13
Describe how it was insufficient: ol ’ = ! ;

S S5 ) s
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'D.  Greeting and Soft Skills of Staff

OB gal) S gy i A S

5.1 Greeting of Customer

Gl e a3 5.1

a. Was the Mystery Shopper “promptly greeted /

TR A N Adsaa b AL Gpedd) o cdadllcua SN o5 A L)

B ST NI B

1 t

Gpandl Jpas e 30210 Ba i A e

1 1

O0Oo0orr

0
1
Jianll Jgas e B2 5 Sy Al 2
3

Gl Jga2 s 2 e

acknowledged” on entering the branch?
0 e No greeting / acknowledgement
1 e Greeted within 10 minutes of entering
2 e Greeted within 5 minutes of entering
3 e Immediately greeted on entering
b. Did the staff either / or:

1onoaY) saaly il gal) B8 A

a. Ask for the customer’'s name?

?J".au.:\ anl O J_a I

b. Greet the customer by name?

. Yes, the customer was greeted by name /

=

’\u_\}uhfwl)s}cﬂw_:_.g;)ﬂgﬂupﬁ .

3
3. asked for his / her name | PO
0 e No, the customer was not greeted by & aasd o Ty aly f ansd S5 ae Biaalh cua il a3 0l 38 0
name / asked for his or her name e
A F ki g "0 gl e lias Sy wigS™ il gall ~
c Did the staff ask, “How can | help you today?” g 3 e e "": "JL‘I 11‘-]: ;
and Probe the purpose of the customer’s visit? €
3 1. Yes, the staff did this O Al ila gall oS 53] cpni 1 3
0 2. No, staff did not do this & A3y Cala gl 43y o NS 2 0

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

Taalayal S sl Al §pdall 435 3001 5 06 S

1. Yes, he / she was redirected on the

3 basis of his / her needs

Lalial/atalial ) (3)dsaal) asp 5 5ale) 25 5 (pni 1 3

2. (OR) The first staff member

-1

_'f._l‘u..llq__rmts;ih,j,\jl._iz,.ll omilidl (41) 2

3 encountered probed the nature of D kS fuion s o B 3
visit and assister him / her PESLYTTR
3. No, he / she was not redirected on
’ Lelalialfaslalial il salel 24 ) O3S
. the basis of his / her needs E el ldatial A e sl Sile 55 o 3 2
5.2 Soft Skills of Staff i) 438 9 B gal) G g 5.2
a. Were the staff courteous on the customer making $aaad) 336 Luaa 4hiS (6 5 s 531 Bl il gal) S A
his / her enquiry?
0 * No, the staff were not at all courteous I D Y el cibBgall 0% a0 S e 0
e Yes, the staff were quite / reasonably . A e 5 B
) ALl I al
1 N O Sua fAlpde UL byl O Wi e 1
2 e Yes, the staff were courteous , ® Gl cab gl S 2 caai e 2
3 *  Yes, the staff were very courteous D AL pad Cabgadl S a1l i e 3

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

Tl il " sl pliaal™ il gall 4B A

e No, the staff did not demonstrate

‘ | glaeal il gall i
4 active listening O i s sl B Al D5 e 0
* Yes, the staff listened quite / . 5 " 1 " i o
1 | 4l oAb gall ) Al
reasonably actively O Ly Sy [ gpke 40 slay LB gal) jina) 3 pai @ 1
2 e Yes, the staff listened actively m g il pal) el 3 ani @ 2
3 *  Yes, the staff listened very actively D ) e S il gl sl Gl cani e 3




[

Did the staff appear confident? Chadi (e By Al o Gl gal) g A

e No, the staff did not appear confident i e By Al e ahgldl gl WS e

e Yes, the staff appeared quite /

v ks ) o 43 ik ol L cani
reasonably confident (s ey Oa FHgadl Jo il gl i e

e Yes, the staff appeared confident Adi e By ) o il gl ekl @

Ox OO0

e Yes, the staff appeared very confident ki O Ll By Al o albgall jelacani @

:;;th- List the names of staff interacted e calalad il (ol gl el S35
e Mr./Ms. Omani Eemale 1 Lalily/lalid o
o Mr./Ms. £ 2 ALu/laul .
e Mr./Ms. 3 Al laill e
e Mr./Ms. 4 | AUl Lol e
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E. Staff Capability, Knowledge and Cross-Selling

& Mlaﬂl%l‘,’ Al Majm,,st.m s 8

6.1 Staff Capability

Ol gl 5 28 6.1

€50 J8 gl Slalida) dasb (6 jlalin ¥l Ci gall 58 A )

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

3 1. Yes D a1 3
0 2. No NS D 0
If ‘No’, please specify your comments: ol laly o ala ; US" 13

oF S haerS nedd
b. Did the staff actively attempt to anticipate el Glals > iiNad X i .
e Glaldal Ghiuy Aad 4 jlaa il gall .
customer needs? Gl Slatsial ¥ oty ABsall (B A
3 1. Yes O a1 3
0 2. No A % 2 0
If ‘No’, please specify your comments: 4l gl ol dla 28" 1)
CUMAr e~ nawls
c. Were the staff able to cater to the needs of the 2l 30 bas ilb 93 Ga G Slalta) A0 Cib sl plaicd Ja S
customer without seeking the help of a colleague? Te3ka i
3 1. Yes E and 1 3
0 2. No | % 2 0
If ‘No’, please specify your comments: ) Zliady o sla ("US" 13
INT: IF the Answer is YES , so the answer for Q o "R VTG ALY sl () 138 B aal el X}
D should be Not Applicable A Aka)
d. Were the staff able to answer all / most of the _
questions posed? FAa 5 aall ALY aBaa [US o A Gl pall gl Ja &
3 1. Yes O a1 | 3
N |
0 2. No O 2 | o
3 3- Not Applicable E Gdai ¥ 3 3
If ‘No’, please specify your comments: Wl rlads o sla ) S” 1Y)

e. If the staff were unaware of the answer to a DA e i) [oma Jgee o Y1 e 1ol Gilb gal) 0S5 a1 13) 2
particular query / queries, did they politely “ask el dal faUadl e Al 5 e 2L Jal G BRIV Gudgls dlia Gk
you to wait while they double-checked with the
system / a colleague”?

3 1. Yes D a1 3
0 2. No H % 2 0
3 Not Applicable Gl Y 3
If ‘No’, please specify your comments: ) rlal A dla, ST 1Y)
9
+* -
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6.2 Product Knowledge and Cross Selling A )y Rl Al A2 ) 6.2
a. Overall, was the staff well-informed on Bank Clasd y Cladie; Lt ddare Sia i cilh gall 53 S Ja ple JS2 )
Dhofar’s product and services? ¢k
0 e Not at allinformed O SN Ll Claglee 4l Gl @ 0
e Wellinformed on at least a quarter / a -
Slaadll g lamidl ] e S
1 few of the products and services D ol O A [ “F:h;l:& 'l:': ‘ 1
discussed St
2 e Wellinformed on at least half of the . a3 A lasall y Clagidl cdeal (e BV e alay @ 2
products and services discussed [P
e Wellinformed on at least three- i A i
Slaiall e 81 ) gLl D Y e day e
3 quarters gr more of the products and E MaRieS S ekeaidy 3
services discussed
b. List the details of the “main purpose of your visit” i) A 5 2 LaS) LN i ) Ciaghi o i Ao gy pb o

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

"oladdll g cladlally glaiall Ad ) ¢ giae” o il gall aully o g (2
:iihi.q.lh.hui

INT: LIST THE CODE FROM SECTION B.

G el o a0 A B sy

0 * No knowledge at all D GALY Je plyY e 0
o Wellinformed on at least a quarter / a
ol 2N “ 1ot ]l o ! nh . "\n.

1 few of the products and services D =, L e ‘ﬁ,_‘g _:h j * 1

discussed =
2 + Wellinformed on at least half of the D A G Sladdl y Silatia) cheai e V) e aley @ 2

products and services discussed [Picke &9

e Wellinformed on at least three o 2
Sladal oo il i gl i s 8
3 quarters or more of the products and E ‘ e Elff... : J "k ,.1._, y 3
. : L‘.I.A!ua a 4.|]| s_aLA.‘.shJ
services discussed
c. Did the staff attempt to “cross-sell” other products Clasd g Siladial " ALY )™ G aLAL A glay cilh gal) B8 Ja S
and services? LPREY

0 e No cross selling at all E ALY e eyl anll Al sy al @ 0
1 e Cross-selling after a lot of prompting D U] e S aey ALY adl Bl AT e 1
z . Cr055-setlling after a little / some D 0 Ao Ooa JaAD iy oY) ) islany 5 0 2

prompting s
3 * Immediate cross-selling attempt D sl e Slay) alldlgaa 0 e 3

d. Did the staff explain Why Bank Dhofar’s products

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

AL g U iy e g Sl 1kl £ 52 gl B Jb
Al & il aa & e Al

3

1. Yes

L 3

0

2. No

X 0O

A= 2 0

If ‘No’, please specify your comments:
oh n! }

mpare ( ,UH)

i gl 4 sl IS 1Y

10
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e

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

Sladd y Sladie o8 "ALS Sl plaa” e Y Al glaay wili pall 20 Ja -E]
falall i3 Sl g ik S

INT: LIST THE CODE FROM SECTION B.

S ) a3 A B 1l

0 e Noinformation at all D AUy e Slaglaey o 0
+ Information provided on at least a Eo— 'k .
Aalalal il glaall e il Y e el
1 quarter / a few of the products and D v o .’&,J J.‘. "f ‘:.-:_ e = 1
o " e A “'.IJ‘ -_lbu_';.alj —i
services discussed
y e Information provided on at least half 0 Saiially Ailaiall e glaall chead JY) o clac] e 2
of the products and services discussed iiia o5 A Shaadl
e Information provided on at least three el At Ty b ) I
Slaglaall e 381 ) gl ) A U o slac) e
3 guarters gr more of the products and D Wi 5 ) sl y il ddlaia 3
services discussed *
3 sy
3 e Not Applicable E GlaiY e ! 3

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

f.  Information on relevant procedures, fllaall S daglal) 4550y Slaliaal) g Dip) Yl Allada Slaglaa -
documentation and follow-up method?
INT: LIST THE CODE FROM SECTION B. G el (a0 A, o sdialy
0 e Noinformation at all O Syl e Slaghaay e 0
e Information provided on at least a T ;
Alaiall Slaylaall e B fag; Y1 e elac) @
1 quarter / a few of the products and D i o5 ) el y il 1
services discussed
2 e Information provided on at least half m Claiially dilaiall Sl plaall cieal S Je slac] @ m
of the products and services discussed lilie o3 A Zlaaally
e Information provided on at least three 1 4 o .
Silegladll e 81 g gl ) ADE BY) o ellc] @
3 quarters qr more of the products and D Vi 5 D asiy Cpidy Addasd 3
services discussed
3 e Not Applicable E Sy e
g Did the staff attempt to acquire more customer Jal Ga Gl Adlata ST Gl glae 48 jmad A glaey il gal) o a7

£33 g A Aaglially oLl

3 1. Yes

i
|
|

a1

3

0 2. No

K0

Js 2.

0

If ‘No’, please specify your comments:

N fror‘mm-lwﬂ

A el b oLy IS 1Y

11
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F.  Timeless gz
7.1 Timeless < 7.1

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

o O3 gall Opklh gall e Jaladll S g o il Jgda 2o JUEIY) )
2 Aadill adiga e [ alaY) Bl

INT: SPECIFY TIME IN MINUTES:

1A s G gl 2 s laly

and efficiently

Juad J g 4l

0 e  Over 15 minutes O 458315 e S e 0
1 e 5-10 minutes | D A3 10-5 e 1
2 e 3.5 minutes E 3825-3 e 2
3 e Under 3 minutes D Gl &M e Bl e 3
b. Did the customer feel like the queuing system S Jany ciall B (2l Y1 al3) B WUBS oL gl Al A
(numbering system) functioned properly? ‘s
e Queuing system (numbering system) o Jag Y call (Y1) eyl Jlas ) e
0 . ) 0 i1 pas ) ,
did not function at all Y
e Queuing system (numbering system) G A Bl 3 RERI AB
., k -4 11 . t\.AJ -l
1 functioned, but it worked with a few D & OSly Jany (Y1 pl53) g "m:';; v 1
impediments il ’
e Queuing system (numbering system) [ z . . T s
Al g Y1 aUAS) Cheall Uiy LUss o)
2 functioned and it worked quite easily | [_] ¢ dang (Y pL) o SEH A e 2
; Lada A Jlad Jl g
and efficiently
e Queuing system (numbering system) - 4 ik & i s
U g 13,1 alkl) cacall Lty JUas o)
3 functioned and it worked very easily 24| ¥ty (PN pL) ot L 3

e Not applicable (no numbering system)

(B A b oli ol 2000 ) ks Y :

c¢. Time taken for the “purpose of the customer’s visit

i ga ) Sy gl 5o Gipe ) 5005 hak ™ Jal e Bl g G

to be fulfilled once reaching the counter: " ALaal)
INT: SPECIFY TIME IN MINUTES: 15 ‘ B e i gl) S3a 1y
7.2 Product /Services applied for and Turn Around sl gl ) Tl e J geaadl o gliaall Clasi Jgiiall 7.2
Time
a. Product / Service / Request 1: AV il fAaadl) fpiidd
INT: MENTION PRODUCT / SERVICE ABOVE AND Apllall ol oY 3851 g pa lias 5y S50 Aaaill fpiall S5 ialy
TIME TAKEN TO PROCESS REQUEST.
Nature of request: rdaddl) Aash
Time taken: (days / weeks) (&t [a301) 23424 cd g
Additional Comments: ila) cla) )
12
* +
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b. Product / Service / Request 1: st Andlall fAasdl) fpiiadl
INT: MENTION PRODUCT / SERVICE ABOVE AND Agllal) ol Y 3051 g e s 35 yS000 Aecil fpiall S caly
TIME TAKEN TO PROCESS REQUEST. :
Nature of request: FLPRES P &
Time taken: (days / weeks) (&bl [aL4) 23854 cd gl
Additional Comments: AL a8
H. Additional Comments on Visit 5 3k Adlaial) 480aY) Sl i) 2|
(If any): Sy ) |
|
i
|
End of the Survey - Thank you very much....
52 1,84 — el gl
For Office Use Only Jaid Cagal) JA1a aladiudy
G. TOTAL Branch Score
(Total unweighted branch score, summing all sections):
Section Fucamatae Under Eveluatics 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
g Al bl £ sana 2
_ (P S o il T ) e S e
Jalall [lawaiall BE £ gana :Fﬂlqiwmaw |JL9§5|{.1;4:\HM A}

[|

S A Aadial) Sl y £ il aal

[

ol gl Sl a3

A ) dles g 4 jma g (il gal) 308 £

< gl C

Ll g sana

13






