+ +
PROJECT: Money
SHOPPER CODE DATA ENTRY EDITING SERIAL NO.
Name Number Name Number Name 7
19 1/0][2]o0fo
(E gl
3 . . Ny
& . Gl e gleall Jlaat B guaell. i
Al 2wy a8l Ayl a3l paa'y]
A. Details of Visit 3050 Jaealds -
Bank Dhofar X priged
Bank Muscat O L ol
National Bank of Oman D lanll ik gl Sl 5 e Cadd o2 Sl 1
HSBC-0IB O HSBC-OIB < |
1. Bank Visited
Bank Sohar O e iy
Oman Arab bank O e e Sl
Ahli Bank O SV oy
Other Bank: DA Gy
2a. Branch Name Head Opgi g il s 12
Frice
2b. Branch Area Ruw\ g Al Al 2
3. Branch City MW QW W Gpad)
4. Branch Region WMW'M N\ T1% j+ 'QOUL'H'] G
Day | Month | Year Gl [ gD [ el 3N
5. Date of Visit
22 | od | 2o 1 1
Hours [ Minutes il | Sleludl
6. Start Time of Visit L) incd, B
0 | cly ’
FRERE sl Sleld
7. Total Duration of oS L s S s
Visit OO J 2 0 ] 3Ll s




+
+

B. Purpose of Visit

1. Application for a new Product
/ Service

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

FIP S| [ X7 Y
Opening a Saving o g Gl 25
or Current Account S e
Saving Scheme kil Bl
Housing Loan ISl (4 A
ok i (5)33n A/ g o 1
Educational Loan R B e e e
4aaill
Credit Cards el By
Personal Loan il o i
Double your Salary A3y el
Offer
Youth & Student Sy il
Account

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

3 gl =5
G e

JIEL al
J A

Car Loan

.ﬁOffer

00000000 R 000000000

Housing Loan Sl a8 |
— | o A e gy Bl e it 2
5l s f | - T
- SRR o e _ e
Educational Loan .,r“:"; e A ‘ fc_uq.| s J2a ,l[ 3 ealiall Sa) ';&.m_e
— Aaail)
Credit Cards Slail Slilag
Personal Loan gads o A ‘
| Double your Salary o |
=l —i e ‘
Youth & Student ' T T |
SOl y sl Sl

Account




- + +
 C. Branch Presentation and Customer Cpo il Aadiall COlgadll g £ jglia &
Facilities |
4.1 ::sstit::t;‘r::; ::;kmg instantly available for the P15h8 305 e sllipn (BT Fpecal iy SN 44
3 1. Yes D PR 3
3 No 24 3% 2 !
i. Specify: ; i ‘aa | |
the ban ](
ii. Specify time taken to find parking: ﬁ_min. e il g Sag¥ a0 G e
4.2 Entrance to Building U.ua.“ o dedal 4.2
a. Was the Entrance Clean? Sl Jaaad) oS Ja )
3 |1 Yes ] g 3
o |2 No O % 2 0
[ ‘No’, specify “Why / Describe how” the S M Chayl ML daa Slliad e MHST Gl gall SIS 1Y
entrance was unclean: ek e Jaad

b. Was the Entrance Convenient?

e Jaaall (S Ja

3 ! 1. Yes

a1 3

0 | 2. No

O K

%82 0]

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

o Jasadl (S5 o "H aa ¢ "I8" ol gl S 131

4.3 Cleanliness of Premises (lall Al3 4.3
Was the branch premises clean? PRI g il SAS JA
3 1. Yes E a1 3
0 2. No O 8.2 0

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

S " Gl g 1L sas Sl e "NSY il gl S 1)
Ak




+
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4.4 Branding Material

el cllali 4.4

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

T3 4y o)l ol Y1 o ag Aad Sladle [ Ciieale 3393 JA L

3 i 1. Yes

KB R

0o | 2. No O 2| o
If ‘No’, please specify “additional comments”, O "ila) Slaa " e dllai e MUS" Gilgaldl IS0
if any: ey

b. Pamphlets, Leaflets and Brochures on display?

3 1. Yes E ani 1 3
0 2. No O w2 o
If ‘No’, please specify “additional comments”, O M) Claa " saa Sllad e OIS Gl gall 1S 1
if any: 1y
e Branding material up-to-date? falan Ay el i) 3 e JA S
3 1. Yes E a1 3
0 2. No D p LHl, 0
If ‘No’, please specify “additional comments”, O ) Claa " saa Ald e ST Gl pall 81
if any: Ay
4.5 Presentation of Staff Ouib gall 4Ba 45
a. Were employees present at over 90% of the branch Mlgay agiila )y £ il LB ga (e %90 e S 220 gl SIS A
desks and counters? Pdasil)
3 | 1 Yes B mi1| 3
0o | 2. No O M2 0
If ‘No’, please specify “additional comments”, O Ml Glaasla" s Sl e ST Ol pall 1S 1Y)
if any: Sy

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

T i el (1985 Oopd gall i [ JS S A

3 1. Yes E a1 3
0 2. No D 38 2 0
N " O gl Slaadla” 2o dlliad e AS" Glgadl IS 13
If ‘No’, please specify “additional comments”, . - = - il _‘i_lsmé
Ay

if any:

c. Were all/almost the entire staff wearing name

? 'LA-‘LI R . . - ‘ 2 &
badges? el il LS 0 greiay (uil pal) pdiaa [ JS OUS A
3 1. Yes m a0 3
0 2. No D < 2 0

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

Gl il gall o A somll a3a Slliad e ST i gal) S 1Y
sl S g Y




+
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4.6 ATM and CDM machines

S g1y N il el 5 gl 4.6

a. Was the area surrounding the ATM and CDM

O g gl g R) £ 1Y g V) il peall 354l Jasaadl Gl IS A L

machines clean and presentable? ¢ gl
3 1. Yes & ani 1 3
0 2. No O w2 o

area was unclean:

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

S A Cha gl Y m: MLz (e IS ol gl S 13
e

b. Were the ATM and CDM machines functioning? Sl g3 £1aY1 g N i eall 3 gl SIS A o
3 1. Yes %4 1|3
0 2. No O 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):

3 g 4 8 ] A8 saa Sllad e ST gl S 1
il eall Gla ) 22 ) Jaad Y il plaly V1 Gl jeall
(g gl )

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

TATM/CDM Zihis 3 3 il 5 5,8 oS

3 1. Yes 24 a1 3
g |2 No | B2 9
3 3. Not applicable D G ¥ 3 3
If ‘No’, please specify “the time at which at g Jany ol o3l 2 " sas Sl e (DS" G gal) IS 1Y)
which the cooling was not functioning e S sl
4.7 Branch Ambience and Facilities Sl g £ dll Jala alall gadi 4.7

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

TS 5 JSy Jany ) ) ciuSall S A

3 1. Yes E P 3

0 2. No D 38 2 0
If ‘No’, please specify “Additional comments / MMaglcal Cllaadia" saa Sllad fa MUST Ol gall 1S3
Describe how it was insufficient: S S Al S Cia

b. Did the branch possess sufficient lighting? | A Splaaly il oy A

3 1. Yes E a1 3

0 2. No O %2| o
If ‘No’, please specify “Additional comments / Mgl Cllaadla" saa llai e ST Gl gad) LS 1)
Describe how it was insufficient: B LY O . WP




- -
P

| ¢. Did the customer have sufficient waiting space / { Touslal) 3 lie (e wilS 230 | URIDU A0S Aaluaa Joarll S Ja S
seating area?

0 2. No

3 1. Yes 4 1| 3
O

a8 2 0
, , ) . o | - X PR " ]] ad e TS | A€ 13
If ‘No’, please specify “Additional comments / l P St ot ":.LS‘L" :3:5 s °:
Describe how it was insufficient: Ea = &

d. Did the customer find it easy to follow the signage

al) | Jald AS g gall CAGESD A 3 o e sl & Uadiad B
within the interiors of the branch, indicating different Ay g A A ’:31“ oSy ( ey Sq“h‘) "‘:L‘f &u‘“ u::::.
counters/ work stations? i 5 i el g
3 1. Yes E pni 1 3
0 2. No | Yy2| o
:; Nol,bplf‘ase s "ec'f‘f Ac;:.jlt.lona_l comfients, Ciea gl g fgilia) Cllaada" 2aa lliad e ST Gl gall CAS 13)
escribe how it was insufticient: u\_s‘)&(_]_.ﬁ
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D. Greeting and Soft Skills of Staff Ol pall O ey o A S

5.1 Greeting of Customer Okl a3l 5.1

a. Was the Mystery Shopper “promptly greeted / e il I alyia g AL udal) e diadllfcua 3D 3 06

acknowledged” on entering the branch?

e No greeting / acknowledgement

R

e Greeted within 10 minutes of entering

Franll Jsic e 3810 e AL e

e Greeted within S minutes of entering

banll Jgds e 325 Dla cua Al @

W N | = O

e Immediately greeted on entering

R OO0

Joanll Jgaa jgh o il @

0
1
2
3

b. Did the staff either / or:

108 gl Gilbgall BB A o

a. Ask for the customer’s name?

b. Greet the customer by name?

e  Yes, the customer was greeted by name /

J|m|jjwfw‘)54¢4%hgp)ﬂ|?ﬁdﬂ.m .

= asked for his / her name E (PO 8
0 e No, the customer was not greeted by D aan o Sy g faadd S5 ae Jpaally a1 03 W1 38 0
name / asked for his or her name el ol
¢ i) g "% ) dBacles il RS (il gall e
c: Did the staff ask, “How can | help you today?” Gl el g ”: J"; ,.Hd: JL:
and Probe the purpose of the customer’s visit?
3 1. Yes, the staff did this 24} Al als gl U 2 ni 1 3
0 2. No, staff did not do this O ALy Cala gall 43y ol S 2 0

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

alial/aialial o sl GAil) Fpuiall Ay el & 6 LS

1. Yes, he / she was redirected on the

Leilalaal/fadlalial I (3) aall 5 aole) 35 32 ¢aas
3 basis of his / her needs E Hlalialfalial I (5)Jeall da g selel 25 caai 3
2. (OR) The first staff member o ) _
e Jaanll ) gall gy als gall Py 4
3 encountered probed the nature of O e el 4 :i, ’/:x"!“’:b"f"‘f" (,_") 2 3
visit and assister him / her SESES e
0 3. No, he/she was not redirected on D LeRalial/aialial I s gl sale) 33 ) 38 3 0

the basis of his / her needs

5.2 Soft Skills of Staff

i el LS g ol gl S lga 5.2

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

fsanl) 336 Laa 4 (8 5 adlia g2l B il gl S )

0 e No, the staff were not at all courteous D S Je ddcibgad) (S Al S5 e 0
* Yes, the staff were quite / reasonably . - 22 S
u E I -‘ -‘-.l . 3
1 courteous D B [Age Bty 20l A a0 L
2 *  Yes, the staff were courteous D Gl cabgdl 1S Gl ans e 2
3 * Yes, the staff were very courteous E AL gal il gl S Gl cans @ 3
b. Did the staff demonstrate “active listening” on fsandl iy ' o) planal™ il gal) 4Bl Ja o
customer enquiry?
* No, the staff did not demonstrate
. ! plial Ll gall S
¢ active listening D i B ol ‘ 0
e Yes, the staff listened quite / ‘ " ; < . . ;
1 | byl 4] ady gl il gall [P
1 reasonably actively O A B A gole e ™ g @ 1
2 e Yes, the staff listened actively D elag) il gall dal 3l ool 2
3 i e Yes, the staff listened very actively E Alayl e 0K Cilh gall eal Gl i e 3




[\

Did the staff appear confident? Caai Cpa By Al o il gal) 4l a

e No, the staff did not appear confident dadi o Bl adl Jo algd)l el NS e

e Yes, the staff appeared quite /

s 5, Aok ) i o | L s
reasonably confident ey Dy A8 il whigal

e Yes, the staff appeared confident Acdi o By Al Jo il gl glani @

XOO O

e Yes, the staff appeared very confident i o el @1y 4l o il gl jela ani @

:'.ith. List the names of staff interacted s el R S sl G
e M/Ms. Lo Ralpi 1 ALy Ll e
. e Mr./Ms. ! 2 Ul =l o
e Mr./Ms. 3 dallylaldl o
i e Mr./Ms. 4 Aol lalil e
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E. Staff Capability, Knowledge and Cross-Selling ¥ gl bas 5 458 &bl 5 ioeny il 5552

6.1 Staff Capability B gall 5 28 6.1

a. Did the staff frequently probe the nature of the 080 JS a3 Slalbal dapk (6 iy wili gall o3 Ja )
customer's needs?

3 1. Yes | 1 3
0 2. No O 38 2 0
If ‘No’, please specify your comments: )l o ala ;S 1)

b. Did the staff actively attempt to anticipate

fp ) Slalha) Ghiuy Alad A glaay il pal) o8 G4 o
customer needs?

3 1. Yes PRSI | 3

0 2. No A8 2 0

O X

If ‘No’, please specify your comments: T Ly o sla ;S 1Y

c. Were the staff able to cater to the needs of the 22l 330l il (98 e Qg ) Slalia) Al Uil gal) plail JA S

customer without seeking the help of a colleague? b PR
3 1. Yes X i1 3
0 2. No O 38 2 0

If ‘No’, please specify your comments:

INT: IF the Answer is YES , so the answer for Q
D should be Not Applicable

W plaady o8 sla ST 13

o "Gl VUG LY sla il (gl 130 A aad Gl galdl S 13
Sl dkay

d. Were the staff able to answer all / most of the

questions posed? fda g shaal) ALY Al JUS 08 Y GiB gal) plaic) A &
3 1. Yes [ pai 1 3
0 2. No O 3% 2 0
3 3- Not Applicable O Gy Y .3 3

If ‘No’, please specify your comments:

A lady o 2l S" 1Y

e. If the staff were unaware of the answer to a
particular query / queries, did they politely “ask
you to wait while they double-checked with the
system / a colleague”?

A Al Al [ J) g o Y e 1,00 Gl pal) 085 a0 13 1
el dal falal) e 00 5 e a8 Jal e SUEIYIM Gudgls dlia Gilb

3 1. Yes D a1 3
0 2. No O 3 2 0
3 Not Applicable ©x Gy Y 3

If ‘No’, please specify your comments:

il plaady o la; US" 13
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6.2 Product Knowledge and Cross Selling

ABY! gy Eaially Ailasall 4 el 6.2

Shadd § Sladia; Adlaie dhare Sl piaae cilb gall 3 SIS JA s JS2

a. Overall, was the staff well-informed on Bank
Dhofar’s product and services? ¢ B 2L
0 | e Not at all informed D Ayl o Claglaaagd a0 0
: o Well informed on at least a quarter / a
Silaxall y Sladia) ¢ ) e I
1 few of the products and services D i O Bl fes "‘. "f’i - 'J” ‘ 1
1 .‘,.l..n.lu‘p;_\]l
discussed
* Wellinformed on at least half of the A A Sleall y Slatid) cheal e JY) S lay @
2 e O B s 2
products and services discussed R
e Well informed on at least three- : "
Cladall e 581 gl gL ADG Y e ey @
3 qual.'ters or more of the products and E e 5 D Shasily 3
services discussed
b. List the details of the “main purpose of your visit” ) (A 5 LaS) "B i ) gl Al AaY pud g b o

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

Molasdlly Sty Satal A3 aal) s e’ (o Cailh pall il g 1
sddhiall o4 q.l

INT: LIST THE CODE FROM SECTION B.

k) G ) A8 o 12l

0 * No knowledge at all O ALY e alayY e 0
e Wellinformed on at least a quarter / a :
Slaadll g Slamidl ¢ ) : {
1 few of the products and services D ¢ O el I “FL:P; _:_’h j ‘ 1
discussed ~
2 » Wellinformed on at least half of the O A A el y Slamidl dieal e JBY) e day e 2
products and services discussed Pk &Y
e Wellinformed on at least three <7 5
slagidl e 30 ol gl 28 B
3 quarters or more of the products and E = o= s E—:i‘u- B :’:m ﬁ ¢ 3
services discussed a 2

Sladd § Sladial " HLEY) adl™ o aLAL A gl i pall ol Ja o

c. Did the staff attempt to “cross-sell” other products
and services? e oal

0 e Nocross selling at all D ALYl e AlaYl ol laay sl ol 0 0

1 e Cross-selling after a lot of prompting D i Ueiay) G 00y ey audl Al S5 e 1

2 . Cross-se:lling after a little / some D ) i) (pa SR g ) ) lans S5 o 2

prompting 2

3 s Immediate cross-selling attempt E ookl e layl i gl 5 e 3

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

and services possess a “Comparative advantage”

LI gl B L Clasd 5 Slaiia 1l £y il gal) o0 Ja
PAlial) & il e A e )

3

relative to competing banks?

1

Yes

a1 3

0

2,

No

Ox

XK 0

If ‘No’, please specify your comments:

) iy g8 sl S 13

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 g Sl 8 LIS Sl glaa" Lilae Y A jlaey wild gal o3 Ja
filall I3 Sl aa b A3

INT: LIST THE CODE FROM SECTION B.

S peadl) (e a0 AU, B il

0 * No information at all D ‘ Yl e Slaglaay e 0
e Information provided on at least a ‘ e o xs o
dilatall Sla sleall e Jull fagy SV e elae) e
1 quar.ter/ .a few of the products and D 338a 5 ) iasilly iy 1
services discussed
2 ¢ Information provided on at least half D Sl il e gladdl ciial B Jo slac] @ 2
of the products and services discussed ililia o3 Al laall
* Information provided on at least three - _— AP :
Slagladl e i1 g gl DG B e clac) e
3 quarters qr more of the products and E a3 3 Cdasal g CikpSially Zalaial 3
services discussed
3 s Not Applicable GiauY e 3

f. Information on relevant procedures,
documentation and follow-up method?

falal) i3 Aeylall 40Ky Clalieaall g (le ) a ¥l Akladia Sl gles 2

INT: LIST THE CODE FROM SECTION B.

el (e e ) AL BB rlal

0 * Noinformation at all D Gy e Slaghay e 0
o Information provided on at least a — " i
Ailaiall Cila glaadl (e QIR fag; BY) e clac] o 1
1 quarter / a few of the products and O SR D ciaally sty | 1
services discussed |
2 e Information provided on at least half ] Silainall; ddlaiall Cila gleall chead Y o sllac]  ® | 3
of the products and services discussed il o5 Al laadl |
* Information provided on at least three . 4 . [
Sl glaall e iSH g gl ) DG B o slac)
3 quarters or more of the products and E el o, 0.5 Bl 40 D olled 3

services discussed

[Pt PR Jﬂl Silaaall y Silaiadl alaid

3 * Not Applicable GV e
g Did the staff attempt to acquire more customer Jal e oL ddlaia ST il glaa dd el u_,l.a.... ilb gall 23 A F
information so as to follow-up at the end of the visit? 75 ) A A dasiadly AL
3 1. Yes X a1 3
0 2. No a %2, 0

If ‘No’, please specify your comments:

31:' . C“‘“—'L‘ ‘i P‘A.J Jygn l_"l

e

11
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F.  Timeless iy p
7.1 Timeless <yl 74
a. Waiting time on entering the branch, before b 090 pal) (ol gall aa Jaladll Sy g Al Jpda de UBIN) Cdy )

dealing with the frontline staff:

D Aaaddl adlga e [ alad) i)

INT: SPECIFY TIME IN MINUTES:

T Caa Gl gl 22 laly

0 e Over 15 minutes O Gd 15 e 81 e 0
1 e  5-10 minutes O 34:10-5 1
2 e 3-S5 minutes m E:5-3 e 2
3 e Under 3 minutes D S EW e il e 3
b. Did the customer feel like the queuing system & Jaay ciiall B (2l Y1 aUS) BRI SRS Gl e ) el JA o
(numbering system) functioned properly? fraaa
0 e  Queuing system (numbering system) D o Jang ¥ caall B (W8 Y1) eyl Wi o) e 0
did not function at all kY
e Queuing system (numbering system) . TR VR T o e
1 functioned, but it worked with a few D & Gy Jay (V1 p15) s &:L;: i 1
impediments
e Queuing system (numbering system) - % by o 3 B,
‘J 13 Y ,l || 1 W Ll ot |
2 functioned and it worked quite easily D St Sty (P 450 o S e ‘ 2
L2 ) Jue il
and efficiently
e Queuing system (numbering system) { B A Gl b Ay ol
3 functioned and it worked very easily E St S (pHIY o) J,‘.;-:‘l: ";‘2_1 ‘ 3
and efficiently
e Not applicable (no numbering system) [l (i) Boli)) slaida V) 3k Y 0 | -
c. Time taken for the “purpose of the customer’s visit Q) ga ) dgea gl die G0 505 ciak 5" Jal e 2234 ui,pﬂ &
to be fulfilled once reaching the counter: ALl

INT: SPECIFY TIME IN MINUTES:

\5

1R e b gl s3a laly

7.2 Product /Services applied for and Turn Around gl ) ok Ll J guand) G gllaall ladd fpiiall 7.2
Time
a. Product / Service / Request 1: 1) Apllal) fAadd) fpiial
INT: MENTION PRODUCT / SERVICE ABOVE AND Al o) oy 305 g a G 5 S0 Aasall fpil 83 sy
TIME TAKEN TO PROCESS REQUEST. 2
Nature of request: adil) dals
Time taken: (days / weeks) () [540) LR RC Py
Additional Comments: L) cla)
12
+ +




- -

b. Product / Service / Request 1: ) Al i) fpiiadl o

INT: MENTION PRODUCT / SERVICE ABOVE AND Agllall ol e 385 2 g e Gl 55 pS00 dasill fpidl S5 il

TIME TAKEN TO PROCESS REQUEST. :

Nature of request: hasdl) Ayl

Time taken: (days / weeks) (&) [aL91) 138240 o g

Additional Comments: Aila) ola) b
H. Additional Comments on Visit 45l Alladal) AdLaY) Cla i) I
(If any): (<2 )

|
End of the Survey - Thank you very much....
N 18 — St Ags

For Office Use Only b Cgall JaNa aladiudd

G. TOTAL Branch Score

(Total unweighted branch score, summing all sections):

Section parameter Under Evaluation Total Points Scored in this Total Points Allocated /
Area: Parameter
C Branch Presentation and Customer Facilities \
D Greeting and Soft Skills of Staff J
E Staff Capability, Knowledge and Cross-Selling '
F Timeless
TOTAL SCORE
_ gAN DA g g £
. (A S aea g il daa i e LA £ gana)
| Jalad) faaiad) B £ jara spmadl) A Upcidl) B £ gaza 5 i) oy g3} Jalal) A}
Sy Al Sl g g il s <
Ol gl S g g s 20 &
ALY ) les g 43 aay il gal) 508 c
d_’“ o
Llal) £ 3axa

13







