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PROIJECT: Money
SHOPPER CODE DATA ENTRY EDITING SERIAL NO. —
Name | Number Name . Number | Name
52. | 1/0]2]3}|5
1§ gl
3,0
f 4‘51 . Sl il glealh s gl
A e A4 i A4 ] A
A. Details of Visit 3L Jaealds -
Bank Dhofar B Sk ol
Bank Muscat D i Jaiaa Sy
National Bank of Oman O ;‘ anll gila gl i A aal g3 S 1
HSBC-OIB O HSBC-OIB <L
1. Bank Visited
Bank Sohar D laa
Oman Arab bank O o) Glae Sl
Ahli Bank O SV iy
Other Bank: oAl |
2a. Branch Name [fﬂ-l"" aded l’\.ﬂ,m\ W (v UJ g il a 12
2b. Branch Area |n<;l-0l-€ M% WPLQ% gl aige 2
3. Branch City GMM PETEM (e
4. Branch Region Mlﬁ( C,d\‘]' l\_]o r .H'\ akid 4
Day | Month |  Year Al | g [ gl skillan 5
5. Date of Visit
22 | 04 | 2014 | |
Hours [ Minutes il | Slelud)
6. Start Time of Visit iuliycd, 6
12 29 ’
i (Al Sl
7. Total Duration of o Sndine 5 e alize
Visit 00 l nn | Pl 7
1
+ +




+ - i
| ; e
' B. Purpose of Visit L B l
ks Opening a Saving FUST Qe ey }
or Current Account $ o Slaa J‘
Saving Scheme Jlaal alks |
Housing Loan Ol a8 1
1. Application for a new Product | Car Loan b a8 (5335 Aark [ piia il 4 [
/ Service P Fuie [ pEiall Jaalds s2a i'f piealial) | Al sdal |
INT: SELECT AS RELEVANT AND/OR | Fducational Loan s g | T A ey
SPECIFY DETAILS OF Credit Cards il iy
PRODUCT/SERVICE
; Personal Loan ol o
Double your Salary 43 el
Offer
Youth & Student all
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

Oy e :_1

gl alas |

ODooooooonoaooooooonao

Account

Housing Loan Pl oy |
Car Loan ] “_-3_;'7-— o A
Educational Loan | adlad i

| Credit Cards | o) 2By |

:g;;onal Lo-a-n } ganl ya i I

le your Salary | i

Youth & Student | E Ay e s |

Jl,j‘ 4035 Cm ‘_.‘;.'.._. ’!','. s B! id 2 |

e \

| f{;ﬁ\#&m,i]_,*u\jﬁhljhgf

bl
daaill |
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C.  Branch Presentation and Customer
Facilities R 650N g

a3l Aadial) S3gully £ AN g

4.1 Was Customer Parking instantly available for the

Al e 5 il ga AL Fguial) 22y 6 4.1

Mystery Shopper?
3 1. Yes = pni 1 il 3
2. No O % 2
i. Specify: —_

ii. Specify time taken to find parking: I min.

e sl a o s

4.2 Entrance to Building u.ud! o Jedal 4.2
a. Was the Entrance Clean? ikl Jaaall oAS Ja )
3 1. Yes % pai 1 3
0 2. No | 38 2 0

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

RS M gl N1 2am llliad (e $"NE" il gall SN
i e Jandl

b. Was the Entrance Convenient?

Tl Jaaal 1S a4 o

3 1. Yes X 1| 3
0 2. No O 2| o0
If ‘No’, please specify “Why” the entrance was laslia Jasall 5y o "3 daa ¢ NS Gl gadl IS 13

inconvenient:

4.3 Cleanliness of Premises Pl 4355 4.3
Was the branch premises clean? Tkl £ ) e OGS Ja
3 1. Yes X 1| 3
0 2. No O w2 o

If ‘No’, plfease specify “Why / Describe how S "G iyl AT s Sl e "NS" el S 1
the premises was unclean: P
Akl el
3
+ +
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4.4 Branding Material

Ll cladlal 4.4

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

30yl o)) ol sl e Ay e Sladle [ Slheale 22 g A )

3 1. Yes E a1 3
0 2. No O X2| 0
If ‘No’, please specify “additional comments”, O i) Sillaa " saa Sllab e SMUS" l gl 1S 1)
if any: ISy

b. Pamphlets, Leaflets and Brochures on display?

3 1. Yes X mil| 3
0 2. No O w2 o
If ‘No’, please specify “additional comments”, OF ¢"ial Slaa ™" saa Slad e ST O gall A0S 1)
if any: (i y
c. Branding material up-to-date? Palan 4 el Gladal) N ge Ja S
3 1. Yes [ a1 3
0 2. No | D %82 0
If ‘No’, please specify “additional comments”, | O Magilal Slaaila" saa Slad e ST gl S 1D
if any: Sy
4.5 Presentation of Staff Cukb gl B4 4.5
a. Were employees present at over 90% of the branch flgay agilia ol g £l B ga (e %90 e S 220 g5 S 4
desks and counters? faaadl)
3 1. Yes O mil| 3
0 2. No X x2| o0
If ‘No’, please specify “additional comments”, Ob "Rl Sl daa el e MUY i gall IS 13
if any: gy
Lgmd of 9 czmtrulna{ef"ﬂ we e
caval |

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

Ty i el (90 5 (B pall alBaa [ JS JS DA

3 1. Yes

a1 3

0 2. No

O X

22 0

If ‘No’, please specify “additional comments”,
if any:

O il Claada" 2aa Sliad e MUY il gall IS 13

__;‘A_J

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

landy S & gaay (ol pall plia /S CAS Ja

3 1. Yes

and 3

0 2. No

X 0O

38 2 0

If ‘No’, please specify “the approximate
number of staff not wearing name badges:
7 ow G{r: 24

) il gall g 01 aal 3m Alh e IS gl S 1

s S LS gy Y

oz \.n_g AR W {
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4.6 ATM and CDM machines

l

g4 g1y (N il pall 3 3ga) 4.6

a. Was the area surrounding the ATM and CDM

|

Cad g gl G £ 1Y) g V) il all B gl daaall S S A )

machines clean and presentable? | LgvI-W)
3 1. Yes E ani 1 3
0 2. No D NS 2 0
If ‘No’, please specify “Why / Describe how the OIS S eyl /13" daa Sllad e IS il gad) S 13
area was unclean: ikl e olsal

b. Were the ATM and CDM machines functioning? faad gkl £1a1 g NI il peall 3 gl COS a o
3 1. Yes O 1| 3
0 2. No ] w2| o

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

at 12:2% ATM/CcDM
e b f—b-.nc—}-{of\l.r—’a’

0] 4 OS5 a0 3l o8 I aaa Sl e NS il gald) AS 1
Ol peall ¢l gl 2 y) Jas Y gl glaly N Gl
(g gl 41\,'|

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

TATM/CDM Aikaia 3 32 il 51 3,80 S Ja .S

3 1. Yes D L 3
0 2. No O X2 g
3 3. Not applicable E Gelaiy ¥ 3 3
If ‘No’, please specify “the time at which at b Jaay o o301 i 1" daa Siliad e "S" lpad IS 1Y)
which the cooling was not functioning e S5 Gk
4.7 Branch Ambience and Facilities gl 5 £l Jal2 plall 21 4.7

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

TS g aa J8y Jany Al ) Sl S Ja

3 1. Yes

a1

0 2. No

O

%82

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

[l Claadl e dllad e US lgad) S 13
S ) S s

b. Did the branch possess sufficient lighting?

FAMS ey £ A iy A

3 1. Yes

a1

3

0 2. No

OR

%82

0

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

MMl Claadia" e dllai e U lgall SIS
S S Al s Gaay)
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c. Did the customer have sufficient waiting space / o slall 3o lha o S 230 [ RN AAS Aabiea Jpaall GS A S
seating area? _
3 1. Yes E a1 3
0 2. No O X2 0
3 A . el s wg W ’H P ~I . .u\ " - %
If ‘No’, please specify “Additional comments / e i _"",S it oS '”:
Describe how it was insufficient: S P e chiay

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

v:us,g_,ﬂndsui.p,.a,.nm! A g 2y O G E LIl S S
Saal) (Slal g (lSall) il gl ilida ) 02 5

3 1 Yes D a1 3
i 2 No X y2| o
If ‘No’, please specify “Additional comments /

Describe how it was insufficient:
Ne Sianane
v g

i gl g Fgicel Shlaad™ am iliad (5 "HE" ol god (S 1)
S 88 Nl ag
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D.  Greeting and Soft Skills of Staff Ol pall Sl Jlgay o Al &
5.1 Greeting of Customer Ol e a2 5.1
a. Was the Mystery Shopper “promptly greeted / TEAN ) Adgha e L)) Faudall o adllfiaa AN a3 A )
acknowledged” on entering the branch?
0 e Nogreeting / acknowledgement E Sl e Y e 0
1 e Greeted within 10 minutes of entering | [] Jiandl J3as e 33 10 i a5l o 1
2 e Greeted within 5 minutes of entering D Grandl Jgas e B3 5 e cua il @ 2
3 ¢ |Immediately greeted on entering D Cranll Jgas s cua il @ 3
b. Did the staff either / or: (Oe Y gdaly Cilga) BB A o
a. Ask for the customer’s name? fbaall il e i
b. Greet the customer by name? Paal 83 aa Jraalh a0
*  Yes, the customer was greeted by name / gl oo Sl faad S5 aa Jpanlly cun Gl G500 cans @
3 : O ¢ | 3
asked for his / her name Lgansl
0 *  No, the customer was not greeted by E dand oo Sy Ay faud S5 aa Jraalh s il 250 38 0 0
name / asked for his or her name Lau!
A 8 peadiad) g "0 gal) Dol (S s cib gall =
& Did the staff ask, “How can | help you today?” o 3 e . "‘: ‘JL'] “d: JL:
and Probe the purpose of the customer’s visit? '
3 1. Yes, the staff did this 4| B8y 5 gl A a1 3
0 2. No, staff did not do this O Bl gl ) 9K 9 | o

d

Was the Mystery Shopper redirected on the

basis of his / her needs?

Ngilabial/ailalial o ply ALl Ggudal) 4 sde) i A S

1. Yes, he/she was redirected on the

Lalaalfastalial I (5) pasl) 5 aale | 35 il (el
3 basis of his / her needs D WalialGatinl I (I)dmall 4 5 el 5 4 spui. 1 2
2. (OR) The first staff member . x ;
e Jraall T Al g Cals gl it (o
3 encountered probed the nature of E o :;‘__‘“’E;u’;}h - (.’) 2 3
visit and assister him / her s
3. No, he /she was not redirected on ' R R ¥
Aaldalfadialoal \l o sale! a3y Al o3I
. the basis of his / her needs D Pl el inl. ) g il IS 3 0
5.2 Soft Skills of Staff byl Lks5 g OB gl S e 5.2
a. Were the staff courteous on the customer making Tpanll 535 e AgiiS (£ 5 i) 531 Bl il gall S A
his / her enquiry?
0 e No, the staff were not at all courteous | [ SN e 3 ciliga) 0% o NS e 0
* Yes, the staff were quite / reasonably R - e s o
4l ARLL Cals gl 3l
1 courteous D i e !
2 * Yes, the staff were courteous D Gl cabgal SIS A aai e 2
3 e Yes, the staff were very courteous D AL sl il gl S il cani e 3
b. Did the staff demonstrate “active listening” on faanll ladind " el placal™ Cilh gall 4B JA o
customer enquiry?
* No, the staff did not demonstrate .
y PrE ] gl il pal) gy ol 2IS
0 active listening D L i r * 0
* Yes, the staff listened quite / : . - 4 e . ;
1 sl 4l 44y g CiB gal) | sl 2l aal
reasonably actively E B ks gt e e +
2 e Yes, the staff listened actively I:l Lilay) Cibgal) ol Gl and @ 2
3 * Yes, the staff listened very actively D A Ga J8G CiB gal) sl il el e 3
7
+ +




Did the staff appear confident? i 1 Caidi (e By 40} o Gl gal) 4B A,

o

* No, the staff did not appear confident [ Akl (e (Wil g ) e il gall edas ol S

reasonably confident

|
j QoG JS0 dddi (e (Blg Al Jo il gl jela cani e

e Yes, the staff appeared confident i G B Al e il ) el caai e

O
e Yes, the staff appeared quite / E
O
O

e Yes, the staff appeared very confident i G Ll By ) o Cila gl pla cani @
:;Ith' List the names of staff interacted g L g gl il g0, 5
o M /Ms. Abdulaz (brakin AlBélag b daul/laul e
] Mr. / Ms. L_GM-“ -/'] 2 LLIJ‘IJ.“\.I]'- .

e Mr./Ms. ' 3 ALyl=u .

e Mr./Ms. 4 A/l o
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E. Staff aﬁaﬁlnﬁ, Knowledge and Créss—Selling

Ala) gl Alas g 4gal A mall (g gleaa g il gall 38

6.1 Staff Capability

Oud gl 5 28 6.1

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

050 J8y (g Slalia) Anph (8 laadiuYly Cilb gall o Ja )

3 1. Yes

a1 3

0 2. No

O/

82 0

If ‘No’, please specify your comments:

2 plads aela S 1)

b. Did the staff actively attempt to anticipate
customer needs?

o3l Slalia) iy Alad A oy il sal) o8 Ja o

3 1. Yes

a1 3

0 2. No

&0

382 0

If ‘No’, please specify your comments:
' g

cuPmer necdS.

2 clady gl #la ¢ OS" 1Y

c. Were the staff able to cater to the needs of the

a3 ben ks (93 (a0 Shaba) Al il pall plai) A S

customer without seeking the help of a colleague? b PR
3 1. Yes E ani 3
0 2. No O % 2 0

If ‘No’, please specify your comments:

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

) plady o ela S 13

oA "l VU0 LY sla 1 (el 138 A and ol gadl (AS 13

& AN Adadll)

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

questions posed? a5 ) ALY aliaa [US 08 LY b gal) &ua;.:1 Ja &
3 1. Yes K i 4 | 3
0 2. No O 3% 2 0
3 3- Not Applicable D Gdai Y 3 3

If ‘No’, please specify your comments:

A clady f i, oS 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”?

DA i Al o Qg o L) e 100 i gl 0 0 7
e 30 dal fAdall) s AU 5 e a6l Jal ce U™ Cudgls i ilb

3 1. Yes E a1 3
0 2. No | O 3 2 0
3 Not Applicable | Gilai ¥ 3

If ‘No’, please specify your comments:

) gl o ola ST 1Y)




+ + +
6.2 Product Knowledge and Cross Selling ALY )y el Al 43 ) 6.2
a. Overall, was the staff well-informed on Bank Sladd § Ciladie; dllaie dlere Sl glae il gall g2 S8 A ale JS3
Dhofar’s product and services? ¢ Mk Ay
0 e Not at all informed O SN e hagaadgl ol @ 0
« Well informed on at least a quarter / a ;
Glaaadl ¢ Claidl - ) . w41
1 few of the products and services D - S "F. J{. "k ,.l:.; * 1
discussed
2 « Well informed on at least half of the E A A Slaaally Clatidl cheal e JBY) e Wday "
products and services discussed PR
e Wellinformed on at least three- T s
Slatidl e 381 9 gL G Y Ll Al
3 quarters or more of the productsand | [] s b &LU o1 ,,"1 - o * 3
3 3 L‘_x..alﬂl_u At ‘F"l' .__:L._‘.;_JJ
services discussed
b. List the details of the “main purpose of your visit” ) (A (g5 LaS) "5 LN e ) g™ i 0¥ puda gy b

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

"asily il B A ) 5 s 5 sl gl iy 1(
dikial ola B

INT: LIST THE CODE FROM SECTION B.

G ] G 30 Ay ol

0 * No knowledge at all D Ayl e Y e 0
¢ Well informed on at least a quarter / a .
Galaaa 1 Clad (| ) . \
1 few of the products and services D e O il gz &lfjl:t ‘Jf,'; * 1
discussed e
2 + Well informed on at least half of the E A A Sl y Clamidl chaai e JY) e alay 2
products and services discussed 4Ll
e Wellinformed on at least three . _— .
Slatidl e A8 ) | 435 &Y
3 quarters or more of the productsand | [] Rl o 00 S Pl g R 8 by @ 3

services discussed

| A B (‘:4:‘11;1\ ,-!',J

c. Did the staff attempt to “cross-sell” other products Gladd g Cladial " ALY " o plill A glaey b gall o0 4 S
and services? ts Al
0 e No cross selling at all E Aoyl e Sl aull Llas i al e 0
1 e (Cross-selling after a lot of prompting D ) oY) (a0 g Yl andl dlaay 45 e 1
2 . Cross-se.lhng after a little / some D 0 i) (pn D Sy RmY) el lans 5 2
prompting ~
3 e Immediate cross-selling attempt D Skl e Loyl anll dglaa B 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 oLy Silasd y laia 13l £ ey il gl o Ja &
Chadiial) &l a4k "ol

3

d;

Yes

a1 3

0

7.8

No

B0

a& 2, 0

If ‘No’, please specify your comments:

/
i

Competi torg

A gl o ol S 1Y

10




+

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

Gladd y Sladie 6 "ALIS Gl glaa” Lilae Y Al jlaey il gall 23 A ¢
filall Gl S aa il Ly

INT: LIST THE CODE FROM SECTION B.

Sl om0 RS o 1l

0 * Noinformation at all D Y e Glaglaay e 0
¢ Information provided on at least a p——
Glaiall Silagladll ¢ | 4 Uac |
1 quarter / a few of the products and D JLT‘] ,‘,,J;J*m JF': "".J.I “'h ‘_, . ® 1
services discussed F o
2 e Information provided on at least half E Slatialls dilaidl Sl gladll ciead WY o clac) @ 5
of the products and services discussed aiila o5 A Sleasdl
* Information provided on at least three : ca q R )
Sl glaall e 80 g gl ) DG BN o ellac) @
3 quar.ters gr more of the products and D Lgidilin o3 2 Citasilly Chntialy dalaial 3
services discussed
3 e Not Applicable Sau Y e 3

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

falall Ci3 dayial) 40y Cladicaall y le ] Yl Akl e glas 7

INT: LIST THE CODE FROM SECTION B.

G padl) e el A A8 il

0 e Noinformation at all O ALY Lk Gl o 0
* Information provided on at least a | 2.
Glaial Sl gladll ) Y e |
1 quarter / a few of the products and D “"f a J,m II&U “",‘u "k c:.'f - 1
e dalda uL\.I_A»' -
services discussed e L cimi
2 s Information provided on at least half E Slatially Alaiall il gladdl il Y Lo sllac) @ 3
of the products and services discussed Liiilia o5 Al Silaadll
* Information provided on at least three G % :
Sl glaall e 581 gl gl i A B e |
3 quarters or more of the products and D pas G 58 S gl A0, N 0 sihc]  n 3

services discussed

e 3 D Sl il i

3 e Not Applicable Gy e
g Did the staff attempt to acquire more customer Jal Oa G0y Allada iSH il plae A3 el A glaay il pall o3 JaF
information so as to follow-up at the end of the visit? 5l Al A iy Sl
3 1. Yes = 1 3
0 2. No O 32, 0

If ‘No’, please specify your comments:

—"‘jl_}:‘ .i‘ég‘i“h.‘j ‘u\ " "_"

11
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F.  Timeless céd ¢
7.1 Timeless <l 7.1

a.

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

o O pal) G pal) s Jalal) S8y g ) Jsa e LYY S,
D Aaadl) adlga e [ el i)

INT: SPECIFY TIME IN MINUTES: |

A eaa B gl daa sy

0 e Qver 15 minutes D 4ds 15 e S0 8 0
1 e 5-10 minutes E B 10-5 e 1
2 e 3-5minutes D 3325-3 e 2
3 e Under 3 minutes D SEW o Jil e 3
b. Did the customer feel like the queuing system l JSy Jany ciall A (a1 plad) UBIN) SRS 0L G ek A @
(nu:nbering system) functioned properly? fraea
[ e Queuing system (numbering system) D [ B Jaag ¥ aall B (Y1) eyl plai ol e '
0 [ . . \ | o
did not function at all ‘ kY
e Queuing system (numbering system) [ £ R 3 o R A
: 13,1 alkas) cacall Uiy alas o)
1 functioned, but it worked with a few D & OSly Jamy (Y1 p) ' &i’_‘:‘ i ¢ 1
impediments e
e Queuing system (numbering system) - o —__ s e s
Al g Y aldal) caall eyl Wl o)
2 functioned and it worked quite easily | [] ¥ daty (Y1 53) l.-i :r“ ;d"‘; il 2
and efficiently ) e
e Queuing system (numbering system) - i i 3 G i s
Al pgs | AUA3) Caall Uaisy) aUas o)
3 functioned and it worked very easily D SR 4‘5& .; -,P, o ‘ 3
and efficiently il
e Not applicable (no numbering system) E (B A Aol plai 2 s V) GV -
¢. Time taken for the “purpose of the customer’s visit A A Jpea g Lo Gl 505 chan A" Jal e 233 Gl S

to be fulfilled once reaching the counter:

:u i ey

INT: SPECIFY TIME IN MINUTES:

o

L

| :w‘Haaldﬁlm:hlg

7.2 Product /Services applied for and Turn Around 1 gl ) T gale J geaald) o gllaall Glasd fpiiall 7.2
Time
a. Product / Service / Request 1: ) Allalt flasil) fpiiall )
INT: MENTION PRODUCT / SERVICE ABOVE AND Al g1y S5 ) e s S5 s fpid) S sialy
TIME TAKEN TO PROCESS REQUEST.
Nature of request: tdasdl) dagde
Time taken: (days / weeks) (&t 15531) 1AL gl
Additional Comments: i) clal b
12
+ +
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b. Product / Service / Request 1: ) Al fAadll felid) o

INT: MENTION PRODUCT / SERVICE ABOVE AND Al ol Y a5l gl e s 58000 daal) fpaial S50 raly

TIME TAKEN TO PROCESS REQUEST. ;

Nature of request: rdaddl) dagk

Time taken: (days / weeks) (&) [a3) 234340 cd gl

Additional Comments: i) Slal )
H. Additional Comments on Visit 25k 3l Allail AdLay) Cla i) S
(If any): - (S 0)

End of the Survey - Thank you very much....
M 1 SE — i) Ay

For Office Use Only Jaid iigall Jala aladiudd

G. TOTAL Branch Score

(Total unweighted branch s

core, summing all sections):

fon st Uik Pishietian 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

(riu\” JSC_A; sf-__).\ﬂ 1_-;;._).‘5\ e Llail) t,m)

g Al Bl f sana Ko

Jalall fiaaill BA £ jaa taeadll A Ll B £ pana 8 a1 aly g3l Jalal) )
G 8 Andial) gl g £ AN aals =
Ol pal) Sl gy a2 -
ALY gl Aulas 5 A3 ey S pall 38 z
' o gl c
bl g jana

13







