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PROJECT: Money
SHOPPER CODE DATA ENTRY EDITING
Name Number Name Number | Name {: SERIAL NO. _
24 1]ol2]1]9
1§ gl
2 | " : - i |
Ll | Jaadal Gl glaall Jlaa) (3 paiall e
A sy | AN s a8l ansy)
| |
| |
A. Details of Visit 3050 Jaealds -
Bank Dhofar D Uil sy
Bank Muscat O ‘ e iy
National Bank of Oman D lanll ik gll S Gy ask 30 S0 9
HSBC-0IB O HSBC-OIB
1. Bank Visited
Bank Sohar D Jaea iy
Oman Arab bank @ ol Jlae Sy
Ahli Bank O SV oy
Other Bank: oAy
2a. Branch Name P(l 1('hUUUOHY”\ g oAl sl 12
2b. B h A ) H [P
ranch Area ﬁY‘ ](/ht/t Wal r gl adge 2
3. Branch City A/] IL[/]UI WL r Ll 3
4. Branch Region MULS C&k1 - Bouc e N i 4
Day | Month | Year N T i) am 5
5. Date of Visit QL{, L’-
| 2014 | |
Hours | Minutes ) [ Sle L)
6. Start Time of Visit sullivcd, B
15 ho i
7. Total Duration of 2l S == =0 % poiR. 5
Visit O 9) L 2 2 1 s i 7
1
+ +




[ - P

| B. Purpose of Visit 3l A -

i Opening a Saving 3 b5 ol A5

| or Current Account S Sl

f Saving Scheme e ks

i Housing Loan Sl ya A

‘ 1. Application for a new Product | Car Loan 5l B (e At fomie Ll 1

j / Service : g | it Jaualds saa 1-," il ) 3 l.‘uﬂg"-
| INT: SELECT AS RELEVANT AND/OR Educational Loan il oo wid- . e o

_; SPECIFY DETAILS OF Credit Cards il By

; PRODUCT/SERVICE

i Personal Loan it i

; Double your Salary Al ) Caelin

i Offer ‘

| Youth & Student A e l
{ Account i DR 5

| Opening a Savings
| or Current Account

3 i Sla =

| ;' =4

‘ Saving Scheme

O0O00OROOO O OOOO0Oooo

! | Housing Loan { Sl s A
! 2. General Enquiry relating to a : 3 _‘ T o 9 add (Cme piey (Blata ple ladliil D
f specific Product, Service | Car Loan ol g
I and/or Facility ‘ Educational Loan J.-_-: e / C““"“'“ Juealdl 222 gl [ 5 eldall i) ’:-“-""*-3
| INT: SELECT AS RELEVANT AND/OR : — e
. SPECIFY DETAILS OF Credit Cards s Cillhg
i PRODUCT/SERVICE | Personal Loan ey
| =
. | Double your Salary | A el
| | Offer i - S
| Youth & Student

O
(
b
i
b
(
b

| Account
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e Branch I’resentatiun and Customer

} Facilities "4/ RV 3

Cuge il Aahal Byl £ oA spBe .

4.1 Was Customer Parking instantly available for the

oD e 5 e g A G gedial) 22y A 4.1

Mystery Shopper?
3 |1 Yes X i 3
2. No O %8 2
i. Specify: s |
ii. Specify time taken to find parking: 2— min. i, i ga gy 530 2B Sa
4.2 Entrance to Building el ) Jeian 4.2
a. Was the Entrance Clean? Tliadas Jaad o8 e )
3 1. Yes E P 3
0 2. No D L 0

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

GRS " G gl NS sna Sl e ST il gl 4SS

: .‘v.- );""' 1o sl

b. Was the Entrance Convenient?

[T TER T N

3 1. Yes

a1 3

0 2. No

O

a8 2 0

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

Laslia Ja2all 585 o ML 232 ¢ S gl S 1H

4.3 Cleanliness of Premises Pl 433 4.3
Was the branch premises clean? TR g il e S8 6
3 1. Yes % i1 3
0 2. No | w2 o

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

CulS "l Caa DAl s Slad O "US" .,.I_,.;jl S
Al el
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4.4 Branding Material Ay ladll cladall 4.4
a. Posters / Branding material present on doors, walls £33y ol ) ol g e 4 S cldle [ lieals 3 90 A
and windows?
3 1. Yes % M1 3
0 2. No O w2| o
If ‘No’, please specify “additional comments”, O M) Slaadka" saa Sllad e SMUS" il gl 1S 13
if any: (D

b. Pamphlets, Leaflets and Brochures on display?

) il y LSl ge a3 A

3 1. Yes E a1 3
0 2. No O X2/ 0
If ‘No’, please specify “additional comments”, O M) Slaa Sl o Sllad e (OIS Gl gl IS 13
if any: e
c. Branding material up-to-date? faluaa Ay jladll Gladal) 3 ge A &
3 1. Yes =X 1| 3
0 2. No O 2| o
If ‘No’, please specify “additional comments”, O "l Sllaadia" aaa Slliad e MU Gl gl 1S 13
if any: LEN
4.5 Presentation of Staff Ol gall 4Be 4.5
a. Were employees present at over 90% of the branch Al gay agiSa gl g £ D B ga e %90 O S 33l g3y S
desks and counters? fhasill
3 1. Yes D an 1 3
0 2. No X w2| o
If ‘No’, please specify “additional comments”, O "Ailial Sllaa S 33 Slliai e S U gall SAS 1)
if any: Sy
6 oul of 24 emplogee
wer?  avanlable
b. Were all / almost all of the staff neatly and o 2 -
¢ - - ' -
professionally dressed? a3 S Ol 098 B sl pBma [ S DS A
3 1. Yes E ani 1 3
0 2. No O X2 0
- ‘"' -I =l te  wy W ’H . -I . ‘Ir " l . "
If ‘No’, please specify “additional comments”, O ! et e on AT sl "‘u -
if any: L
c. Were all/almost the entire staff wearing name " R .
/ g iy S 5 gauiag okl gl lina | JS S b
badges?
3 1. Yes O 1| 3
0 2. No X 2| o
If ‘No’, please specify “the approximate Ol (pils gall g Sl soml) saa Sllzad e MUOET  gall IS 1
number of staff not wearing name badges: gy Sl L gy Y
= ot OF g -r/W\.}D(D e

N 1
WWW“

4
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| 4.6 ATM and CDM machines

SR 1Ay M) il all 3 gl 4.6

a. Was the area surrounding the ATM and CDM

O g gl 2 £ 1Y)y ) i el 3 3] Baaad) A S A

machines clean and presentable? , ¢ gl
3 1. Yes E] ' ani 1 3
T
0 2. No D i s 2 0
If ‘No’, please specify “Why / Describe how the S S syl /13" 320 Sllad e MUSY il gadt S 1D
area was unclean: ks e S

b. Were the ATM and CDM machines functioning?

e g2kl £1aY1 g ) il el 3 gl IS A o

3 1. Yes Kl mi1| 3
0 2. No | 22| o0
If ‘No’, please specify “the time at which at Vel 4 oS5l A aaa Ll e MUST el S 1

which the ATM / CDOM were not functioning
(and specify which machine, ATM or CDOM):

< peall ¢l _;| 22 y) Jead Y -_.m gladly S Gl peall
(g gy g I

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

TATM/CDM 4dkia A 3o Sl gl 4 80 S Ja &

a1

3 1, Yes O 3
0 |2 No [l X2 9
3 3. Not applicable E Gk ¥ .3 3
If ‘No’, please specify “the time at which at A Jamy a3 2 " 2aa ALl e IS gl S 1)
which the cooling was not functlonlng L S5 asd)
4.7 Branch Ambience and Facilities Sl g £ AN A3 alad 52l 4.7

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

TSy d JSS Jany A pgd) cSall S Ja )

3 1. Yes K 103
0 2. No O 2| o
If ‘No’, please specify “Additional comments / [l laalla” saa dlad e NS el S

Describe how it was insufficient:

S (53 ol S iy

b. Did the branch posses.s sufficient lighting?

TS 5oLl g g A o

3 1 Yes [ m1| 3
0 2. No O Ml @
If ‘No’, please specify “Additional comments / [Madlal Silaadil" saa Slliai e MUS" Gl gall S 1
Describe how it was insufficient: S K s sy
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c. Did the customer have sufficient waiting space / Coesladl 2o lia (e ilS 2 [ UEIDU A00S dablies Joaall 08 Ja O
seating area?

3 1. Yes X m1| 3

0 2. No D o | 0

Pigical Aana" 2 dlied e "IE" il gpd) OIS 13

If ‘No’, please specify “Additional comments / IS 8y o) i iy
s - LS e §

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 £ A Ja11 ds guia pal) SIGEM A ppeny Ay O (g ) pllai) JA S
fhaall Sl g (olSall) il gl cilida ) ol 5

3 1. Yes i 1 3

O X

0 2. No - 0

If ‘No’, please specify “Additional comments /

) ) ' ) . i il sl -thn.n ,]] SA & nnsu | | Ls 130
Describe how it was insufficient: o Rl i = ottt ol S 13

S S o s
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D. Greeting and Soft Skills of Staff

G gall S Jlgay o A S

5.1 Greeting of Customer

G e S 5.1

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

e Al N Adgia g8 AR dgedall o d adllfcua Al a3 A )

e Nogreeting / acknowledgement

Gl a5V e

e Greeted within 10 minutes of entering

Sl Jga e FE 0 P a Al e

Greeted within 5 minutes of entering

0
1
2
3

e Immediately greeted on entering

Oo0Or0Oo

0
1
Jpaal) J g e 382 5 i cun )l @ 2
3

Jrenll Jyis 55 ca il @

b. Did the staff either / or:

) (s aaly il gl o8 Ja oo

a. Ask for the customer’s name?

?J._u.uh P JL. i

b. Greet the customer by name?

sl )S.}:.o,,_:.;\.mj\.. ey

e  Yes, the customer was greeted by name /

J|m|;pu1uftu|)5;1c..‘:}nlﬂnﬁ;ﬁl@3ﬂ.pi .

: asked for his / her name " D Lganl 3
e  No, the customer was not greeted by LOWIICTNS WA Py L DV S DG FOF FRNITPNG P FOA I LS
0 . X . 0
name / asked for his or her name Lgansd 4l
i (f peadind] g "0 gl Gl L i wiS" B pal) 2
& Did the staff ask, “How can | help you today?” oF 3"t b "‘f "L; xf: 4:
and Probe the purpose of the customer’s visit? ) S
3 1. Yes, the staff did this E Sl Gl gl 26 Al cans 1 3
0 2. No, staff did not do this O Ay il g oy o (NS D 0
d. Was the Mystery Shopper redirected on the Pabia/alalial e sl Al Ggadadl Gagsie) i ja &
basis of his / her needs?

1. Yes, he / she was redirected on the

3 basis of his / her needs

Lealial/aialial LI (5)Jsmall 4 g5 solel 55 A cans 4 3

2. (OR) The first staff member

Se gl 4y 01 53 531 il ) il () .2

3 encountered probed the nature of D e i Loy 5.0 g 3
visit and assister him / her S
3. No, he / she was not redirected on . "
ilalialfadalial 2l salel 33 W) S
: the basis of his / her needs E alialdalial g dllsiel 5l 3 g
5.2 Soft Skills of Staff halll 4405 g (ullh gall Sl jga 5.2
a. Were the staff courteous on the customer making fluand) 330l 4diS (0 0 laial gl Bl i gal) IS A
his / her enquiry?
0 * No, the staff were not at all courteous D @AY o ddibgadl G5 al S e 0
e Yes, the staff were quite / reasonably 2 Ry A Tk . P
] g gall | ASTSET and
1 R D S Al gale ABLL il gl a0 a3l caad @ 1
2 * Yes, the staff were courteous E Gl byl Sl i e 2
3 L e Yes, the staff were very courteous D AL aal Cala pal 1S 2] cani @ 3
b. Did the staff demonstrate “active listening” on Taand) il " ) plival™ il gal) Bl A o
customer enquiry?
e No, the staff did not demonstrate
’ | plieal Al | S
° active listening D i 2 R . 0
e Yes, the staff listened quite / ; - 4% el 43 i ;
15 Luala) 4] A4k cab gal | 22l ¢ an
reasonably actively O P [Asda $ B s e 8 =
2 e Yes, the staff listened actively |4 Gphpsd ciligall Jiual ) cpni @ 2
gl pad
3 * Yes, the staff listened very actively D Al e 88 il gal) a2 ani e 3
'IP
* -




c. Did the staff appear confident? } Shdi (e @)y A o Cilhgal) gl A
0 * No, the staff did not appear confident D Akl e Byl e algdl gl S e

e Yes, the staff appeared quite / . = - “ . " ;

Jaina J850 Al (e (3519 AT agall el ¢
! reasonably confident O > i e e P ol
2 * Yes, the staff appeared confident E Adi o Bl adl o Cabgal gl e
3 e Yes, the staff appeared very confident D A (e el By adl Jo Caligad)l jpla cpai @
:’.ith' List the names of staff interacted e Lalad il B gl placd 831
e Mr./Ms. She;mo 1 daul/labl e
e Mr./Ms. 2 Al ol o
e Mr./Ms. 3 At/ il o
e Mr./Ms. 4 Adollflalbl e
8
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E. Staff Capability, Knowledge and Cross-Selling

A ) Lles g 4] Al (g glnay cciligall 58 7

6.1 Staff Capability

O gl 58

6.1

T80 J0 g ) Slalha) daph (6 Ll i gall o8 Ja )

a. Did the staff frequently probe the nature of the
customer's needs?
3 1. Yes D a1 3
0 2. No & 3 2 0
If ‘No’, please specify your comments: (Sl Ly aF sl ST 1Y)
dl'(‘|nl Prbbc. -+ nadure
of the customer'S naed
b. Did the staff actively attempt to anticipate ¢ hplgia) Foedy Ahad &l glany wilh pall o8 A
customer needs? .
3 1. Yes D a1 3
0 2. No X 3 2 0
If ‘No’, please specify your comments: W plaly o dla ST 1Y)
' LA 'k
b arers  nads
¢. Were the staff able to cater to the needs of the aal 3ae luca il 053 e G 3l Slalita) Al Gl gall plaiu) Ja S
customer without seeking the help of a colleague? ek )
3 1. Yes X i1 3
0 2. No O 3% 2 0
If ‘No’, please specify your comments: iy clials o sla ) 2E" 1Y
INT: IF the Answer is YES , so the answer for Q o "l Y LY sl (Jligd) 138 A aal u.-ﬂ{»“ oS 13)
D should be Not Applicable & Al Adadil)
d. Were the staff able to answer all / most of the ) o )
questions posed? faa g aall ALY aliaa [US 8 A il pall pllaiul Ja o
3 1. Yes O axi 1 3
0 2. No | 3 2 0
3 3- Not Applicable 4| Gaaiy ¥ .3 3
If ‘No’, please specify your comments: -2l rlaads a8 sl ST 1Y
e. If the staff were unaware of the answer to a DA i i[O Jg o Y e | a0 Gl gal) 08 2113
particular query / queries, did they politely “ask a3l 2al JalBI e 4505 e LN Jal G URINI" Gulgly dlia il
you to wait while they double-checked with the
system / a colleague”?
3 1. Yes O pxi 1 3
0 2. No O 3 2 0
3 Not Applicable m EONTR 3
If ‘No’, please specify your comments: - clals 3 la ST 1Y
9
2 -
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6.2 Product Knowledge and Cross Selling

ey gl y gilaly dlladd) A ad) 6.2

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

Sladd  Sladiay dhlaie ddate e glae il gall Al S8 JA ale (S5

Dhofar’s product and services? ¢ b oy
0 e Not at all informed O S b i gl ) & 0
e Wellinformed on at least a quarter / a .
Slaaall y Ciladial - \ e iy
1 few of the products and services D S O il gz ‘P. Jﬁ.r,“‘jc "1-: * 1
discussed ¢ e
2 ¢ Well informed on at least half of the @ a5 A leaall y Ciaial cieal e SV e ey 3
products and services discussed [P &)
e Wellinformed on at least three- o e
Shadial e S8 J A8 sy
3 quarters or more of the products and D ' oAy &1?‘:3 "”; ‘f_jf ‘ 3
services discussed il J

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:

pel) s LaS) "5 e ) gl e B e o
"Slaaddl y Sladially dladiall 48 el g g o Oyl gal) H,\i’agri‘,!(».‘a
-dahid) 238 A

INT: LIST THE CODE FROM SECTION B.

S i) o ) A, o8 il

e Wellinformed on at least three

il (e S 5 gl A O e puy 0

0 e No knowledge at all I:I AbY! e sy e 0
e Wellinformed on at least a quarter / a
Slazall y Sipiidl ¢ | e Y
1 few of the products and services D 3= e S [ ‘F', J{L:b 'J:J‘ ‘ 1
discussed et et
2 e Wellinformed on at least half of the E a5 Al clasadly Ciladiall el e SV e oy @ 5
products and services discussed [Pt &N

3 quarters or more of the products and
services discussed

il 5 Al Slaadlly 3

llf

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

MJM"#}“ Mt"h_.l.ginil_,mdé,m,ﬁ& -~

and services? LPREY
0 e No cross selling at all D Ayl e Alayl addi Alay i dl e 0
1 e Cross-selling after a lot of prompting D i Ueiad) e 080y el adl Bl J5 @ 1
e Cross-selling after a little / some B . i ;
=) by ¢ ) gy Al audl Llaas 26
s prompting & = ¥ oa Ay Sl ol Al B e 2
3 ¢ Immediate cross-selling attempt D Skl e layl anlldlglaa i e 3

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

LY Lol B AL Sleaad § Sladie 1 7y cilb gall ol Ja &
AU & gl ae A e il

3 1. Yes O a1 3
0 2. No A %2 0
If ‘No’, please specify your comments: U plady o sla ) AS" 13
didn' H f“nmt]gapp h.)“\’h

Hu ng{—ﬁ Yorc
|

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?

Gladd y Sladia (6 "ALIS Cla glaa ilac Y Al glaey ild gall o0 Ja ¢
falaall Cild Slussll aa il oL,

INT: LIST THE CODE FROM SECTION B.

G padl) o ) AU A

0 * Noinformation at all D byl e Slaplaay e 0
¢ Information provided on at least a ok s ;
Al Sl gladdl ) iyl Uz |
1 quarter / a few of the products and D JL‘-‘J A ;)C_,- J:_.m JFJ:_:]\,J:\:“Z : 1
services discussed o
5 e Information provided on at least half E Cladialls dlaial il gleall ciead 81 Je cllac) e 5
of the products and services discussed il o5 A Sileaally
* |Information provided on at least three -, e A .
Sla glaall e 381 g pla ) 453G JBY) Uae |
3 quarters or more of the products and | [] tﬂ’:;l E , 3?1."‘91‘ .f,‘,".'l ‘ 3
services discussed S
3 s Not Applicable By e 3

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

falall S Aaglial) 4500 ) Sladieaal) g (Sle) 2 YL Adlade Slagiea &

INT: LIST THE CODE FROM SECTION B.

S aaadl) G e AU B s laly

0 « Noinformation at all D Sy e SlaglaaY e 0
* Information provided on at least a - . i
Alaiall Sl pleall e Gl fag; SV e elac] @
1 qual:ter / ? few of the products and D A T skl SN, 1
services discussed
2 e Information provided on at least half =X Silatially il Sl glaal) cdead JY) o elac) o 4
of the products and services discussed idilia 3 Al cilaadly
e Information provided on at least three T sl 4 TR .
Sla gladl e S0 g gl ) A U o slac) e
3 quarlters crr more of the products and D LR 3 D asi g gl Akl 3
services discussed |
3 e Not Applicable EVRTE |
g Did the staff attempt to acquire more customer Jal Oa e Tl ddlada ST ila plae 48 aad A gaey cili pall 4B Ja
information so as to follow-up at the end of the visit? 300N Ayl A Aalally aLAl
3 1. Yes O a1, | 3
0 2. No [ NS 2, | 0
If ‘No’, please specify your comments: ol Pl o ela ) (OS" 1Y i
e
lﬂFDT mGL‘{’I v
11
+ +
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F.  Timeless gl r
7.1 Timeless = gl) 7.1

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

o O pall Gkl pal) g Jaladll Sy g Al Jpda 2ie LRI Sy )
D Aaaill adiga o [ alaY) Bl

INT: SPECIFY TIME IN MINUTES: ‘

:.im \ [N Cli_’n.l.h.:mh' .

|
0 e QOver 15 minutes D 18215 e 81 @ 0
1 e 5-10 minutes E GE210-5 e 1
2 e 3-5minutes D $a:5-3 e 2
3 e Under 3 minutes D S EM il e 3
b. Did the customer feel like the queuing system JSy Jany ceall A (2l Y1 aUD) JURIYY alBS 0l Gge ) A A L
(numbering system) functioned properly? {raa

e Queuing system (numbering system)

T

g Jany ¥ all (Y1) il lai ) e

0 0
did not function at all O Y
e Queuing system (numbering system) . I TR R e t
1 functioned, but it worked with a few D o Ol g [ Y o) g ‘ML;‘:; = 1
impediments o )
e  Queuing system (numbering system) S LRl e o
A s 18 Y AUaS) Cinall Lasiy s o)
2 functioned and it worked quite easily D ¢ Jaty (plIY! p5) L."_\: j:j..: i .‘j k 2
and efficiently ‘ ’
e Queuing system (numbering system) 5 aar G e N i Bides e
4 Y LRI | UYLl |
3 functioned and it worked very easily | B e kb bl ey vl ""Ju ; .'T;:G ‘ 3
and efficiently
e Not applicable (no numbering system) D (Bl Aol ol aa gy V) Gty @ B

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

S5a ) Jya gl 56 G 5 ik LS Jal o i) g
 Zasdl

INT: SPECIFY TIME IN MINUTES:

|0

TR e i gl aa tdaly

7.2 Product /Services applied for and Turn Around gl ) i) Yl Jgaall uglhad) Glasd [piiadl 7.2
Time
a. Product / Service / Request 1: Ao Al fladl fpiidt
INT: MENTION PRODUCT / SERVICE ABOVE AND Apllall ol ey 3551 < ae Gislis 5 5S50 Rasil) [l S8 iy
TIME TAKEN TO PROCESS REQUEST.
Nature of request: shaddl) dagds
Time taken: (days / weeks) (&t 1) 138
Additional Comments: ila) cla) )
12
- -




b. Product / Service / Request 1: tt ) el fAaadl) friidl
INT: MENTION PRODUCT / SERVICE ABOVE AND Agllall ol ey 20 g a il s €00 sl fotidl S5 iy
TIME TAKEN TO PROCESS REQUEST. y

Nature of request: shadl) dask

Time taken: (days / weeks) (i) L) 335 el

Additional Comments: sigiLa) cla )
H. Additional Comments on Visit +5_L 1L ddladal) Adlay) cila i) 2
(If any): ' (S )

End of the Survey - Thank you very much....
M 1S4 — et Al

For Office Use Only haid Cagal) JA)y aladiodl

G. TOTAL Branch Score
(Total unweighted branch score, summing all sections):

Sactlon Paramater Dides Bualustion Total Points Scored in this Total Points Allocated /
Area: Parameter
= Branch Presentation and Customer Facilities i
D Greeting and Soft Skills of Staff I
E Staff Capability, Knowledge and Cross-Selling
F Timeless
TOTAL SCORE

g Al blii F saa £
(P S aan o il daa ) e Ll £ gans)

Jalall [iawaial) BU £ gara tpaadl) A Ayacal) DA £ para 0 LS oy o2 Jalad) | anad)

B Sty |

[~

ol gl ) gen 3 g 3

il
T
|

A ) Alas g 4% a0y (il gal) 538 ; d
< gl : C
Lial £ 3ana

13







