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PROIJECT: Money
SHOPPER CODE DATA ENTRY EDITING SERIAL NO.
Name Number | Name Number | Name
|
4o |
1E 3l
] i . : ey
Al i) A atd) A el
A. Details of Visit 3030 Jasalds -
Bank Dhofar E il ol
Bank Muscat D doia Sy
National Bank of Oman O : anl) il gl Sl G 3 ek 2 S 1
HSBC-0IB O HSBC-OIB i
1. Bank Visited
Bank Sohar O e
Oman Arab bank D ol e iy
Ahli Bank | Sy
Other Bank: oAl aly
2a. Branch Name galalah L\O‘lﬂ Erﬁfﬁh g il aad 12
2b. Branch Area SO\IG\\&L\G gl alge 2
3. Branch City QO\\O\\&\h aad 3
4. Branch Region Dhﬁ - - kil 4
Day Month |  Year | gl | e s an 5
5. Date of Visit
le | o4 | 204 | |
Hours | Minutes ey [ el
6. Start Time of Visit o Ly iy, 6
[% 35 IR
[V Sle
7. Total Duration of D il = & e




| B. Purpose of Visit okl A -
‘ Opening a Saving 3 g Clua i
or Current Account $ ol Slaa
? Saving Scheme el Js
‘ Housing Loan O s
1
' 1.  Application for a new Product | Car Loan 3lus i 8 (F) e sk ] i il 4
‘ / Service | paial) Juealit saa i';‘ neliall ik wdaly :
' i patlad g i | 1 A 3% -
INT: SELECT AS RELEVANT AND/OR Educational Loan i g A J gt :
] SPECIFY DETAILS OF Credit Cards etk g
| PRODUCT/SERVICE
| Personal Loan ail s i
|
3 Double your Salary A3y el
1 Offer
i Youth & Student Sl il
i Account

Opening a Savings
or Current Account

g iyl A3
| o J= R

jadl alas
=, el

Saving Scheme

0 0RO0OOOOO0|0 00000000

| Housing Loan Sl
2. General Enquiry relatingtoa | — B . e o5 Aadd (ma iy Blata ale Ll D
" . B Joju i ham ) | PP
specific Product, Service artoan . sl , g |
. v ” malall () Hel Liall yd) o |
and/or Facility Educational Loan dlad o | [ R Qo A .1 el 100 5 |
INT: SELECT AS RELEVANT AND/OR - : ——— Aaddd) |
SPECIFY DETAILS OF Credit Cards el ==
PRODUCT/SERVICE |
r | n ‘
| ife ,S,C,J,na _Loa e e B ‘
Double your Salary Al Gela |
Offer ) - é‘
Youth & Student il T }
‘ el gl la |
Account ‘ |




—
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C.  Branch Presentation and Customer
Facilities . 3%

G338 Rl Sl g £ e

4.1 Was Customer Parking instantly available for the

skl e 5 e i e Al Fadall 2298 4.1

Mystery Shopper?
3 |1 Yes 2 pni 1 3
2. No O % 2
i. Specify: .
ii. Specify time taken to find parking: _I_min. s g Ay 20 2B da
4.2 Entrance to Building iall ) Jpdalt 4.2
a. Wasthe Entrance Clean? FULBI Jaaa) oA Ja )
3 1. Yes E s 3
0 2. No a . T8 0
If ‘No’, specify “Why / Describe how” the S s Caag) ML san Bl e "US” gl S 13
entrance was unclean: ek e Jaad

b. Was the Entrance Convenient?

|
e Jaadd S A o

|

3 1. Yes E pni 1 3
0 2. No O 2| o
If ‘No’, please specify “Why” the entrance was Tlaaslia Jaaall S5 A MM daa ¢ TIS™ Gl gl SAS 13

inconvenient:

4.3 Cleanliness of Premises Al Al 4.3
Was the branch premises clean? TULBS £ il e (S A
3 1. Yes [ m1| 3
0 2. No | W2 0

If ‘No’, pleas: ify “Wh ibe how”
o, p ‘ e specify y / Describe how 1S M iyl /1 33 b e "N gl S 1
the premises was unclean: : e e
Aidai e Sl
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4.4 Branding Material

Ayl clatall 4.4

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

€30 51 g o) ) ool ) e A las Sladle [ Glhale 23 9 A L

3 1. Yes & 1| 3
0 2. No O x2| o0
If ‘No’, please specify “additional comments”, O M) Glaa " daa dlliad e ST O pall S 1D
if any: =y

b. Pamphlets, Leaflets and Brochures on display?

T iy S e e S A

3 | 1 Yes

4| mi1| 3
o | 2. No O w2 o
If ‘No’, please specify “additional comments”, O i) Claadia" s Sllad e ST Glgadl S 1A
if any: (i g
& Branding material up-to-date? fakuaa 4 ladll clalall 3 g Ja O
3 1. Yes X | 3
0 2. No O w2| o
If ‘No’, please specify “additional comments”, o) "ilal Sllaa e aaa dliad G MUS" lgall S0
if any: S
45 Presentation of Staff OB sl 4Be 4.5
a. Were employees present at over 90% of the branch Qlgay pgilla sl g g A AR e 4 %90 e A8 2l gl G A A
desks and counters? Pdaaal)
3 1. Yes & 1| 3
0 2. No O 2| o
If ‘'No’, please specify “additional comments”, O Midlal Slaadia" saa Sl G MU il gald) 1S 13
if any: aaay

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

ey e el (90 g (B pal) e [ S S A

3 1. Yes K mil| 3
0 2. No O w2 0
.‘| ."—l _i . 1 =11 " 3 j . ‘l . i" " - . -
If ‘No’, please specify “additional comments”, = o G A" sl g .‘f;ﬂ
)

if any:

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

Cagilandy S D 0 gaday [l gl e [ JS OS A S

3 1. Yes

a1 3

0 2. No

O

=20

If ‘No’, please specify “the approximate
number of staff not wearing name badges:

Gl il gall o B0 ccall 2aa Slad e MUST gl S 1Y
agiandy Sl S ) praay Y
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4.6

ATM and CDM machines

G4kl g1y ) il all 53420 4.6

a. Was the area surrounding the ATM and CDM

Cpan g il g1 1A g V) il eall 5 gl Jagaad) S A8 A

machines clean and presentable? ¢ gl
3 1. Yes E aai 1 3
0 2. No O w2 o0
If ‘No’, please specify “Why / Describe how the OIS MAS Cha g /13" aa Sllad e MUE" el S 13
area was unclean: ekl e Sl

1

b. Were the ATM and CDM machines functioning?

fans 3kl £ 1YYy V) il jual) 3 gl s

1. Yes

and 1

2. No

OX

282

If ‘No’, please specify “the time at which at
which the ATM / CDM were not functioning
(and specify which machine, ATM or COM):

el 4 S5 ] A e Al e MOST gl KT
il peall Glea gl aag) Jaas Y gl g laly Y1 Gl eall
(pad gl "j\,w

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

TATM/CDM 4ihia 4 3 i) 5 &80 S Ja o

3 1. Yes D a1 3
o |2 No O B2 g
3 3. Not applicable B Ghy¥ 3| 3
If ‘No’, please specify “the time at which at i Jang ol 53 I saa Slliad O (IS gl S 1)
which the cooling was not functioning B Sy sl
4.7 Branch Ambience and Facilities Sl g £ Al JAS aladl sl 4.7

a. Was the branch air-conditioning fully functional Sl y i J85 Jaay ) ) iuSall S Ja )
and sufficient?
3 1. Yes E ani 1 3
0 2. No O w2 o
If ‘No’, please specify “Additional comments / Magilal Claada" sia dlad e "S" Ol all S 1
Describe how it was insufficient: S S Al S Gy
b. Did the branch possess sufficient lighting? AR Sl £ il aidy JA o
3 1. Yes Ed 1| 3
0 2. No O 2| o
If ‘No’, please specify “Additional comments / [Magial Slaal saa Slliad e IS il gall S 13
Describe how it was insufficient: S 8 ol S iyl
5
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c. Did the customer have sufficient waiting space / Comsladl 2o lia e ilS 200 [ URID LA dalese Jpaall S 4 S
seating area?
3 1. Yes O 1| 3
0 2. No X W2 0
o D [ aia) lan e 2am Blied e NE° il gpdl S 13
| 3 Al yadl
f ‘No’, please specify “Additional comments / S o) i iy

Describe how it was insufficient: ,
r-mle L—! chairs (n wahng

oarect GrA Ny SUEFEI Clew
r SPM_FF

d. Did the customer find it easJ to follow the signage |
within the interiors of the branch, indicating different
counters/ work stations? | [

g £ AN JA13 A pua gall SUEMD A ppans 1y O (g ) pllald JA S
Slandl GSkal g (GRSall) b plsh) Cilida ) 5 5

|

3 J 1, Yes P 3

O

0 \2. No Yy2| o0

If No., please .s.peaf\.r Addlt_nona-;l comments / byl Flilial UaadL" 23a dllmd pa IS gl S 1
Describe how it was insufficient:

|
i S S s
|
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D.  Greeting and Soft Skills of Staff

CuiBgall Gl gy i il &

5.1 Greeting of Customer

O a3 51

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

Ce Al ) Adgia 8 D) §gudall o i addlcua 3 5 A )

* No greeting / acknowledgement

S

e Greeted within 10 minutes of entering

il J5is 0 383 10 i a1 @

e Greeted within 5 minutes of entering

wiN | = O

e Immediately greeted on entering

O00®X

0
1
Gianll Jsid o BB 5 JMa ya 50 @ 2
3

Jraall Jsis s e

b. Did the staff either / or:

1Y) sl B gl B o

a. Ask for the customer’'s name?

el pudl e Jls |

b. Greet the customer by name?

?W\JS:‘.:AMQ__BJ_H__I

. Yes, the customer was greeted by name /

_,IM—!;p_j;_/m‘ﬁltaJ‘udL!%)ﬁlﬂlﬂsﬂi .

. asked for his / her name D Landt 3
e No, the customer was not greeted by dad e ol /st SS3 e Baalycua il B W3S e
0 ) & S 0
name / asked for his or her name g
B (8 puidlod) g "a pal) ool iy S il gal) -
c Did the staff ask, “How can | help you today?” atoa 3 e . ‘”j JLS “‘J; L:
and Probe the purpose of the customer’s visit? ) -’
3 1. Yes, the staff did this O Al il ) o5 5] cani 3
0 2. No, staff did not do this (| Al Gl gl iy o (NS 2 0

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

Tialial/Adabial o sly Al 3 sia) 4 S0 5 04 5

3 1. Yes, he /she was redirected on the
basis of his / her needs

Laliial/atabial I (5)senl) 4z 5 32le 25 ) ami ] 3

2. (OR) The first staff member

Or Jpaall 4y & 3 JgY) il gl il (4)) 2

3 encountered probed the nature of D o g 3
Lasele forclu g Ul dank
visit and assister him / her el foaly 8l e
3. No, he/ she was not redirected on
4 Lelaldalfadalaal N 2l sale] ais Al (NS
0 the basis of his / her needs E Walialdabial a5y o -3 g
5.2 Soft Skills of Staff il 4408 g Cpllh gall g 5.2
a. Were the staff courteous on the customer making Cand) 5.0 e A8 08 0 ladiind) (s B il gal) AS A )
his / her enquiry?
o | * No, the staff were not at all courteous D Y e gl ciliga) 0% .l SIS e 0
* Yes, the staff were quite / reasonably " " i _
i P - ey
! courteous O b [Marha My Byl i a0 :
2 * Yes, the staff were courteous D Gl b S Gl e 2
3 * Yes, the staff were very courteous E ALyl alagadl S 0 cani e 3

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

hanll i " bl plieal” Cib gall 81 A o

e No, the staff did not demonstrate

0 active listening D o) sl B gl Byl 35 e 0
e Yes, the staff listened quite / : . = e p " »
\l 4l Al ¢ and
- reasonably actively D i) B [lgka 4y ok Byl ual T cpni o _
2 e Yes, the staff listened actively D Lol B gal) Aol il ani @ 2
3 * Yes, the staff listened very actively E ) Ga i Cilgal) ol Gl i @ 3
7
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Did the staff appear confident?

Pl (e By Al e i gall gl Ua

e No, the staff did not appear confident

Al e (Bl i e il gl jela Wl 3

e Yes, the staff appeared quite /
reasonably confident

Jma JS2 Al G @1y 4 e il gl el cael

e Yes, the staff appeared confident

Al e By 4l o il gl jgln cani

e Yes, the staff appeared very confident

OR OO

s o Lalad By Al o il gl jela can

d..th List the names of staff interacted spgrinicbitad, gl patligabstind £3:&
with:

L] Mr. / Ms. Omml- Ee [Mu 1 LL‘LI]'!IJ—J.I!'I L[]

e Mr./Ms, I 2 Aoy lail e

e Mr./Ms. 3 Ay lail e

e  Mr./Ms. 4 Aty Lail e
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E. Staff Capability, Knowledge and Cross-Selling

AlaY) ol Ll Al A8 ) (5 glanay cidligall 5,8 7

6.1 Staff Capability

Ol gall 5 a8

6.1

¢80 J (g Slalia) Asgla 8 il b pall o8 A

a. Did the staff frequently probe the nature of the
customer's needs?
3 1. Yes m a1 3
0 2. No O T 0
If ‘No’, please specify your comments: W iy o fla ST 1Y)
b. Did the staff actively attempt to anticipate g 30 Chplyiag Suinsy Alad & yany ilh gal o Ja o
customer needs? e
3 1. Yes E a1 3
0 2. No O % 2 0
If ‘No’, please specify your comments: Wl mlaly o ela ) ST 1Y)
c. Were the staff able to cater to the needs of the Al el il (93 e G Slabial 4D B pall pllic) Ja S
customer without seeking the help of a colleague? Tolla
3 1. Yes & axi 1 3
0 2. No O > T3 0
If ‘No’, please specify your comments: Wl liady o dla ) ("IS" 1Y)
INT: IF the Answer is YES , so the answer for Q o "Rl VG LY sl (Jipad) 1 Bl Slgadl s 1
D should be Not Applicable R
d. Were the staff able to answer all / most of the ) o )
questions posed? Ay haal) ALY aBaa [US 0o A il pall glain) Ja &
3 1. Yes O axi 1 3
0 2. No O g 9 0
3 3- Not Applicable E G ¥ 3 3
If ‘No’, please specify your comments: il el o ola S 1
e. If the staff were unaware of the answer to a I e Al [oma Je o Y e ) o il ) 00 o1 1Y) g
particular query / queries, did they politely “ask e 3l da fallall e AU 5 e 26l Jab (e U Guled dlia Gilb
you to wait while they double-checked with the
system / a colleague”?
3 1. Yes O ani 1 3
0 2. No O 38 2 0
3 Not Applicable @ Goalaiy Y 3
If ‘No’, please specify your comments: : W s a8 ela ) MS" 1Y
|
l
|
|
9
+ -
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6.2 Product Knowledge and Cross Selling

AaY! gl y Eiially ddlai) 48 add)

6.2

a. Overall, was the staff well-informed on Bank

Gladd y Claiie; dllade dhans Slaglas il gal) 52 IS A ale JS2

Dhofar’s product and services? ¢ s Ly
0 e Not at all informed D Sy e claglaaasal e 0
e Wellinformed on at least a quarter / a
Slaaddl g Silaaidl - ) = J8Y ]
1 few of the products and services D 2 ESS e B e “‘:_:.,:k :3 * 1
discussed | #
2 e Wellinformed on at least half of the E 1‘ A Al el y Sl diial e JY1 e alay e 2
products and services discussed i s
e Wellinformed on at least three- 1 ; -
| Clatidl e 81 gl gl 8O0 Y e Wl @
3 quarters or more of the products and D i Linas W el @E s 3
| alatia | laadd)
services discussed [ E ?

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:

pll (5 2 LaS) "L el ) gl s Ao g B

MEUA y el (el A ) s siaaa” o (il gl py g (S

sadhiall s2a "l

INT: LIST THE CODE FROM SECTION B.

S el (3 el AUS, aB 1lialy

]
i
0 e No knowledge at all D ALY e alay Y e 0
e Wellinformed on at least a quarter / a o
Cloate el N - \ e %Y
| few of the products and services I:] 2= On Sl [ __;.‘ ”’:., “’h ?lu ‘ 1
% \*.L.-lu";uhrz“
discussed
2 e Well informed on at least half of the E | A A Slaall y Slatidl cheal e Y e a0 2
products and services discussed [P k)
e Wellinformed on at least three 1 q >
Slamdl oe 81 g gl ) A0 g
3 quarters or more of the products and D ‘ a0 ,&L” . J "h ,1... ‘ 3
q X +|....-§‘E_:‘ al "_Jl _|L.._}_-._]lJ
services discussed
c. Did the staff attempt to “cross-sell” other products Siladd g Sladiad " ALLY) Al o el A glaey il gal) 0 JA S
and services? ¢ Al
0 e No cross selling at all E ALY e Aol ol ey il @ 0
| e Cross-selling after a lot of prompting D il heiady) a SN day Sl adl Al 0 e 1
e (Cross-selling after a little / some . . & .
=) leduy) o ) Sy 2% _'_1\4.‘.11‘..3 3 2
2 prompting D = $ On il i = e
3 e Immediate cross-selling attempt D s Je oyl adl djaa S e 3

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

A" gl i L Slash g lpiie 13l 7y il gl p18 Ja 2
P &g a5l Al

3 1. Yes 4 a1 3
0 2. No O 3 2. 0
If ‘No’, please specify your comments: Al lads o e ST 1Y
10
- +
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Did the staff attempt to provide “complete
information” on Bank Dhofar’s products and
services, along with relevant literature?

Sladd g Sladia 08 "AlalS Sila glaa’ Sitae Y A glaey il gall o8 4 2
falall Il Sl aa tib oy

INT: LIST THE CODE FROM SECTION B.

S el (3 a1 RIS A 1l

i 0 e Noinformation at all D ALY Lo Claglaay e 0
‘ e Information provided on at least a . i
' Glaia) Sl gladll ) B e eliac)
i 1 quarter / a few of the products and D "Mﬂ ,‘: J’.m !&f J,‘. "‘ “‘: * 1
| 3 l‘.x..lu.o F ¥ Jul el 1_, -_il_\.u‘.-. -
! services discussed ‘
[ 2 e Information provided on at least half E Slatially dalaid) Sl glaall ciead WY e clac) @ 9
[ of the products and services discussed Lgidfia o5 A slaasll
? e Information provided on at least three . { 3 o o :
il glaall e 280 g g ) S B e elac)
3 quarters or more of the products and D e vl )‘:j' &j ) d,. "’:#.] ‘ 3
L‘,_.....I' s A Leadll § Sladially dalatal
services discussed ‘ A ‘
3 s Not Applicable Gy @ | 3

f.  Information on relevant procedures, falal) S Anglial) A4k y Slaliesall g o Sle) YL Aklaie Slaglaa ¢
documentation and follow-up method?
INT: LIST THE CODE FROM SECTION B. Sl G ) AU B
0 ¢ No information at all D Aoy e claghaay o [ 0
* Information provided on at least a - A
Alatldl e gladll | By U !
1 quarter / a few of the products and D o ‘:.P d’m "&!'J A ""_‘ "h ‘.-.‘: £ e 1
= gdilia ‘.u‘rl.“ n_'a-‘.a.!"J -...JL;.u.u_ -
services discussed
2 » Information provided on at least half = Sladially dilatdl S glaall cieai Y e clac] @ 2
of the products and services discussed S8l o3 Al Slaxally
¢ Information provided on at least three \ { - .
Sl gladdl e 281 gl gl ) ASME B Uae |
3 quarters or more of the products and D ,..‘...J = ﬁ o & ™ 4:‘.3..&':',{3;@‘...—_ * 3
] Leicilia o3 J.u| Slaadll y Slatial; Adlatl)
services discussed
3 e Not Applicable TSR
g Did the staff attempt to acquire more customer Jal Oa gl dllaia S Sla plaa 4 e U glaey il gall o0 4 F

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

5 30 g b iy gl

3

1. Yes

a1

3

0

2. No

OKX

L

0

If ‘No’, please specify your comments:

- st (T O 1 | TR
) el a el e 12}

11
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F. Timeless iz
7.1 Timeless <l 7.1

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

ot O gal) Gudl pal) aa Jaladll By gl Jph die URIYY Sy )
s Aasdl) adiga o [ pala¥) B)

| INT: SPECIFY TIME IN MINUTES:

:d.'ﬂ.\.!l e 28 gl o sdialy

| b. Did the customer feel like the queuing system

(numbering system) functioned properly?

* Queuing system (numbering system)

|
| 0 e  Over 15 minutes O 815 e S0 @ 0
|1 e  5-10 minutes O 38:10-5 e 1
i 2 * 3-5minutes J m Fd:5-3 e 2
3 l e Under 3 minutes 'O Sl e Jil e 3
JEdy Jany chal) B (2390 aU0) I a0k S ) A o
reaa
0

| o |

e Jang ¥ call  (LU) laniyl Glai o) e

f and efficiently

Jlad Uy 4l

! : did not function at all . ey
. ' e Queuing system (numbering system) | . L ik sy § e A
‘ 1 | functioned, but it worked with a few | D B PR g ' J&Il;;l)!@' & 1
! i impediments ‘ i

| * Queuing system (numbering system) u Sy s R —

Yoo 1 AU Ciall b UaYI WU

1 2 [ functioned and it worked quite easily D ¥ oty (A1 ) L.i :r“ L’ i L‘:‘, ‘ 2
l l and efficiently ' ’
i ' e Queuing system (numbering system) 4

' e 1Y) alad) ciuall & UaEY) alas )
| functioned and it worked very easily | [X] e T ) wh SOl A G . 3

l e Not applicable (no numbering system)

(Bl Aol pliaisa V) Giaki V@ -

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

50 ) dpeasl) 32 Goge 3 50 ik AB” Jal o Bl G G
£ asil)

INT: SPECIFY TIME IN MINUTES:

7,

1B G i gl s

7.2 Product /Services applied for and Turn Around 1o gl ) i) e Jgand) o glinall Chaad friiall 7.2
Time
a. Product / Service / Request 1: 1oV il fAaadd) fpiiat )
INT: MENTION PRODUCT / SERVICE ABOVE AND Allall o oY 2051 g aa G 55,800 il fpd) S8 claly
TIME TAKEN TO PROCESS REQUEST. g
Nature of request: rhaddl) dask
Time taken: (days / weeks) (&bt [aL3) 133301 <l gl
Additional Comments: i) cilal )
12
e +




b. Product / Service / Request 1: tA o) Agllal) Aasdl) fpiial)d
INT: MENTION PRODUCT / SERVICE ABOVE AND Gllal ol a8l g e (e 35S0 sl [ S5zl
TIME TAKEN TO PROCESS REQUEST.
Nature of request: tdasdl) dagd
Time taken: (days / weeks) (ashasl [a5Y1) 2341 ol gl
Additional Comments: AL cla)
H. Additional Comments on Visit 15l Adladal) AdlaY) Gla il 4
(If any): (=22 )
No enough Chair n wmjﬂ‘f\f) arca .
Ho AC 10 M machine
Mo vecep NontcT
End of the Survey - Thank you very much....
S 1S4 — i) Al
For Office Use Only hid Cacal) JA1a aladiudd
G. TOTAL Branch Score

(Total unweighted branch score, summing all sections):

Section Paciinater Unier Bvdluation Total Points Scored in this Total Points Allocated /
Area: Parameter
G 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 K o
) :(fiL'-‘i\f] 8 ~a a&_)Ln daa el e Ll &J.ea.a)
Jalall [iaail) b £ jara | tpeadll 3 sl DAL £ jana o i) oy sdl) Jalal) Al
G Aadial) Sl y £ ) apa <
R z
Y ) las g 458 0y (il gal) 5 a8 3
¢
Lal) £ 3aa
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