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PROJECT: Money
SHOPPER CODE DATA ENTRY EDITING L SERIAL ':‘O' ‘
5 1 Name Number Name Number Name ; 0 i 2 i 6 x l
Lo
:QM]
3,1 s . : e me it
r JS] 2 sl Sila glaadl Jlao) Bgdall ja,
A I, [l A ! a3 e
A. Details of Visit 3L Jaalds -
Bank Dhofar X b sy
Bank Muscat O iy
National Bank of Oman O el S gl L Gy 3 aad g3 Sl
HSBC-OIB O HSBC-OIB & |
1. Bank Visited
Bank Sohar O P
Oman Arab bank O ol e i |
Ahli Bank O SV oy
Other Bank: Al dy
2a. Branch Name D \(‘ il sl 12
OFar
hopar Al eeb
2b. Branch Area QbL{C’] M Qeeb gl alige 22
1
3. Branch City A/‘ Jee L-, G 3
4. Branch Region M Jce b i 4
Day | Month | Year dud | el [ e U sy
5. Date of Visit 4’ D L"‘
24 | | 20ld- | |
Hours ] Minutes () [ clelad)
6. Start Time of Visit O, !g sl lycd, B
i il Slelld)
7. Total Duration of st ey 5 7
Visit 00 | 22 l J :




| B. Purpose of Visit 3k 3l A
' Opening a Saving o g e 3
or Current Account e Sl
Saving Scheme kel sl
Housing Loan JSul e A
' 1.  Application for a new Product | Car Loan 3 s a8 (5)309 G / i il 1
; / Service . oite, | zaial) Jualis saa i [ 5 cusdial \.jn!nl.'ualq"
| INT: SELECT AS RELEVANT AND/OR Educational Loan el g i | : T
| SPECIFY DETAILS OF Credit Cards Sl e
; PRODUCT/SERVICE
; Personal Loan sl o f
\
| Double your Salary A3 5 Gelia
1 Offer
|
[ Youth & Student
{ Account

| Opening a Savings
__qr_@rrent Account

=2l aan |

Saving Scheme

‘ Housing Loan

- o 3 R (ma i Bl ple il 2|

2. General Enquiry relating to a

specific Product, Service I Car Loan _tAmuer | . _ S
and/or Facility Educational Loan gl g | e gl as g f g pucdiad Jikd sialy

| INT: SELECT AS RELEVANT AND/OR | e | FORES)
SPECIFY DETAILS OF Credit Cards Sl Sl |

Personal Loan

Double your Salary

PRODUCT/SERVICE

0 0000O0OROO|0 00000000
.[’
g
k
i

_"IJ acla
| Offer - I
| Youth & Student ; :
A § el s |
| Account .




+

+

C.  Branch Presentation and Customer
Facllities ol Lo i : |

o3 Aadiall gy oA e

4.1 Was Customer Parking instantly available for the

skl e B s i g AA) Ggedall 22y 0 41

Mystery Shopper?
3 |1 Yes K a1 3
2. No O 3% 2
i. Specify: ‘3sa |
ii. Specify time taken to find parking: _____min. iis N PR PO L A (PR
4.2 Entrance to Building ! ) Jedall 4.2
a. Was the Entrance Clean? Pl Jaaad) 8 Ja )
3 1. Yes E and 3
0o |2 No O 38 2 0
If ‘No’, specify “Why / Describe how” the O "CAS Caa gl /1L 2aa Slliad e S O gall S 1Y)
entrance was unclean: ek e Jaadl

b. Was the Entrance Convenient?

ke Jhaddl S Oh Lo

3 1. Yes

a1 3

0 2. No

OKR

38 2 0

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

Lol Jandl 085 ™AL saa ¢ NS il gt S

43 Cleanliness of Premises gl 435 4.3
Was the branch premises clean? Tl £ Al dae 018 Ja
3 1. Yes E ani 1 3
0 2. No O w2| o

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

ClS " Ciem g M S3a Sllind e "HS" il gl 1S 13

Akl e Sl
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4.4 Branding Material

Ay ladll Sl 4.4

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

T3 g 0 i) el Y] b et [ Ciaala 335 06 ]

3 1. Yes 2| i1 3
0 2. No O N2 0
If ‘No’, please specify “additional comments”, O Ml Slhalle” saa dllad e SOST Gl gad) S0
if any: =

' b. Pamphlets, Leaflets and Brochures on display?

0,y S e g5 b

3 1. Yes E ans 1 3
o | 2. No O x2| o
If ‘No’, please specify “additional comments”, O ilal Slaa e daa Sllad e MUST Clgad) 1S 13
if any: 1Sy
i
c. Branding material up-to-date? Paluan Ay ladll Gladlall Jge A &
3 1. Yes & a il 3
0 2. No O 2| o0
If ‘No’, please specify “additional comments”, G Magilal Slaada" saa Jliad G ST O aldl S 13
if any: R )
4.5 Presentation of Staff Ol gall 4Be 4.5
a. Were employees present at over 90% of the branch &gy pgitsa )y £ AN B s e %90 e S8 35 U A S
desks and counters? fdaadl)
3 | 1 Yes O | 3
0 2. No X3 2| 0
If ‘No’, please specify “additional comments”, O Milal Sllaaa" sa Slliad e MUST il gl S 13
if any: . R
qQ oud o |2 were availapll

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

S el (90 g (ol gl alma [ JS S JA

3 1. Yes X 1| 3
0 2. No O w2| 0
) Maslal Ll T i ‘e "E" [T '
If ‘No’, please specify “additional comments”, s Chllsee” ZmanBlial SRl goch jf‘_;j
[y

if any:

c. Were all/almost the entire staff wearing name

Cagandy LS & grday (B pal) pliaa [ JS S A S

badges?
3 1. Yes D a1 3
0 2. No X3 x2| 0
If ‘No’, please specify “the approximate Gl il pall g i1 2aal) daa lliad (e MUST G gad) S 1Y
number of staff not wearing name badges: ey Sl LS gy Y
L out 0gd ¢ wearing
name lomz,{ﬁ-(, : E
+ + .
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4.6 ATM and CDM machines

Gl g1Vl (M) il all 34l 4.6

a. Was the area surrounding the ATM and CDM

Omad 3 gl 53 £ 1Y 5 () il el 3] Jaaadl S S A

machines clean and presentable? ¢ Rl
3 1. Yes % pmil| 3
0 2. No O x2| 0
If ‘No’, please specify “Why / Describe how the SIS Cia gl /1AL aaa Sllad e MUST Gl gall IS 1D
area was unclean: ek e S
b. Were the ATM and CDM machines functioning? fdand gakil) g1y N il eall 3 5ga) COS A o
3 1. VYes & wi| 3
0 2. No O 2| o
If ‘No’, please specify “the time at which at Sl as OS5 ‘,:-_Ii Sl 1" 2aa Sllad e MIST Ll gall 1S 10
which the ATM / CDM were not functioning il eall Gl gl 2aa ) Jaad Y gl gl Y1 il el
(and specify which machine, ATM or CDM): (gl gl ) Y
c. Was there sufficient cooling in the ATM/CDM area? TATM/CDM 4dkia A 3o CiSall g) &30 S JA S
3 1, Yes | e !
0 |2 No (| X2
3 3. Not applicable & Gy Y 3 3
If ‘No’, please specify “the time at which at A Jang o) G312 " aa Sl e MUST gl IS 1)
which the cooling was not functioning i S sl
4.7 Branch Ambience and Facilities Sl y £l JA plad) gl 4.7

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

TS 5 Sy Gty e Sl IS A

3 1. Yes

a1

0 2. No

OX

a8 2

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

[agihal Claad” e Bl e IS gl K 1)
(S O ol A ha g

b. Did the branch possess sufficient lighting?

TRAS 3oLl g Al Gl O o

3 1. Yes 24| 1| 3
0 2. No O w2| 0
If ‘No’, please specify “Additional comments / [Migilal Slaa Sl caa Slliab e MO il gall 810
Describe how it was insufficient: alS S Al S Ciayl
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c. Did the customer have sufficient waiting space / T aslall o lha (pe CilS 230 [ URIDM 4SS Aaluca Jpaall OIS A
seating area?
3 1. Yes 4 a1 3
0 2. No N w2 0
inp? 6w gdin: [l Slaadl" s dllad e ST el S
If ‘No’, please specify “Additional comments / o By ) i i)

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?

g B AN Ja11 de puia pal) SN A gy 2y &) S N plaI) A S
fanl) Sl y (GOlSall) i Sl Alida ) 0 5

3 1. Yes 1 ani 1 3

X 0O

0 2. No vy2| o

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

o g}y gl Clliaa® aas Al e NS Gl gpll S 13
B
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D. Greeting and Soft Skills of Staff Ol gal) gy a3l &
5.1 Greeting of Customer O s il 5.1

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

e Al M adyha jgb AN Geudal) o o adlfcua G o3 A )

e No greeting / acknowledgement

i/ iV e

e Greeted within 10 minutes of entering

Jaall Jgas Ha B8 10 s s 3l @

e  Greeted within 5 minutes of entering

0
1
2
3

e |mmediately greeted on entering

Ox 00

0
1
padl Jgs o 38 5 S cum 501 o 2
= |

Juanll iz s gl e

b. Did the staff either / or:

1Oaa¥) saaly Gl gl BB A o

a. Ask for the customer’'s name?

*panll pndd e Sl

b. Greet the customer by name?

'«...I)s_‘\._...;}‘....!l.._n_,._.

. Yes, the customer was greeted by name /

Jlml}_hfw*ﬁemvgaﬂlﬁﬁwd .

3
3 asked for his / her name D Lgand!
*  No, the customer was not greeted by dasd oo Sl aly faad S5 ae Jraalh e a3 W3S
0 ) X ¢ ; 0
name / asked for his or her name gas!
A CE eadledd g "% gl dhac s Gy LA™ (ol gal) i
(= Did the staff ask, “How can | help you today?” = 3 e s "": JL‘S "J: Jl:,
and Probe the purpose of the customer’s visit?
3 1. Yes, the staff did this D Sllay Cals gl A6 A8 caad 9 3
0 2. No, staff did not do this X B il g i o 438 2 0

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

Tyalialabia) o sl ) §gdall 45 506 5 0

1. Yes, he / she was redirected on the

. basis of his / her needs

J

Leaia/atalial I (3)sanll 4 58 32k 55 50 cani, 1 3

2. (OR) The first staff member

Ce Jrandl 4y AT G300 J gV il pal) i () .2

3 encountered probed the nature of D Laelu foaeluy s Ll dank 3
visit and assister him / her JraEs e
3. No, he /she was not redirected on
’ 1 ﬂ\_‘_L" |*—I’L}‘_" | | 3 'I'-BLF-""_‘,J“JS_

. the basis of his / her needs D Halaliialial ) 4 Al el £ 3 0
5.2 Soft Skills of Staff el 44dS g Opilh gall Sl 4 5.2
a. Were the staff courteous on the customer making el 26 Lusa LS (6 0 jleadial gl Bl il gall (1S G4

his / her enquiry?
0 * No, the staff were not at all courteous m Y o gl ciBgadl (88l 38 e 0
e Yes, the staff were quite / reasonably = e ol o
4] AL (b gl Erif

1 courteons O B fAlphe LY G gl a3 il cpi e 1

2 s Yes, the staff were courteous D B abgall SIS a3 aai e 2

3 * Yes, the staff were very courteous D ALl yad Gl gl S il iaai @ 3
b. Did the staff demonstrate “active listening” on ) oo " el plial™ il gall gl) JA o

customer enquiry?

*  No, the staff did not demonstrate i i !
’ ) plival cilb pal) gy ol S
g active listening D i et i g
* Yes, the staff listened quite / ; S B ] i g, 7
: Latay) Al A4, jhay (b gall ) a3 ¢ ani
. reasonably actively X Al dapp [ gk gall (sl 3l pai o 1
2 s Yes, the staff listened actively D Lkl b gall gl Gl cani @ 2
3| e Yes, the staff listened very actively D Alag¥) e SS CiB gl sl G0l i 3
7
+ +




Did the staff appear confident?

Thsdl G )y 400 o il gal) gl A

* No, the staff did not appear confident

il e Bl o Calgal el alNS o

e Yes, the staff appeared quite /

reasonably confident

Jaa JSdu A e Blg 4l o Calgall el el e

* Yes, the staff appeared confident

ki e Byl o il gl el caai

e Yes, the staff appeared very confident

O0 R O

Ak (e lald (Bl 0l o e gadl jela cani @

d.’th List the names of staff interacted pgaa Calatal il gl plaud 31 2
with: X
o Mr/Ms. Johan Al Malhurna! 1 Allylaul e
e Mr./Ms. 2 ALyl e
e  Mr./Ms. 3 ALl e
4

e Mr./Ms.

FVAR TR .
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E. sgaffCa;ablﬂty, Knowledge and Cross-Selling

ALY gl e g 4l 8 adl) (5 geaay il gl 5,8

Ol gal) 5 08

6.1 Staff Capability 6.1
a. Did the staff frequently probe the nature of the 080 J85 G ) Slalihal daph (o el Cilb pall o8 Ja )
customer's needs?
3 1. Yes E] a1 3
0 2. No K 38 2 0
If ‘No’, please specify your comments: il Pl o8 dla ) 1OST 1Y
1
b s g r ey
b. Did the staff actively attempt to anticipate e il Buda A0ad 28 il o) 50
customer needs? Fandll clalial Juiy Sy ARl 4B O
3 1. Yes D P 3
0 2. No [ 3% 2 0
If ‘No’, please specify,your comments: RN rlady o8 ala ) AS" 1
cli dn r+ At P 1 =
ank P ke Wt-l'rML(‘ nde .
c.  Were the staff able to cater to the needs of the dal el qill (93 e G0 Slaliia) A0 Gl gall plaiu) Ja S
customer without seeking the help of a colleague? o3k 3l
3 1. Yes X axi 1 3
0 2. No [l 3 2 0
If ‘No’, please specify your comments: 3l Tl af ola S 1Y)
INT: IF the Answer is YES , so the answer for Q R YT AR sl (Jigeadl 1A B aad gl O 13
D should be Not Applicable S A kil
d. Were the staff able to answer all / most of the i o i
questions posed? Ao 5 aall ALY alias [US 06 AV B pal) plliul Ja S
3 1. Yes [ a1 3
0 2. No O D) 0
3 3- Not Applicable D G Y 3 3
If ‘No’, please specify your comments: ol plad o el ST 1Y
e. If the staff were unaware of the answer to a A e AL [ N3 o LYY e |0 il gal) 0S5 AL 13) &
particular query / queries, did they politely “ask el 2al falB e 4505 e 2L Jal e JURIYI™ Guigly dlia il
you to wait while they double-checked with the
system / a colleague”?
3 1. Yes O a1 3
0 2. No O 38 2 0
3 Not Applicable e Gakaiy Y 3
If ‘No’, please specify your comments: REE Clads o cla ;) SOS" 13
9
+ +
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6.2 Product Knowledge and Cross Selling

AaY) ally plialy dlaidl B ad) 6.2

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

Sladd y Sladiay dllaie Alens Cile glae B gall 31 OIS A ple JS3 )

Dhofar’s product and services? s Ly
0 * Not at all informed D Sy e Claglnadal il e 0
o Well informed on at least a quarter / a
Slaadll y cilagiall ¢ | e Y
1 few of the products and services D - = O G e ‘F. J".L:h 'l-{: * 1
discussed Al
2 e Well informed on at least half of the D a8 Al Cleaadl y Sl cieal Ge Y1 e day e 2
products and services discussed Lgililia
e Well informed on at least three- i i oy
Slaziall e 81 ) ply i DG 31 L
3 quarters or more of the products and E. ' R ,E_:Su‘ B ::]‘f ::jr‘ * 3
services discussed il .

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:

,...mqi._,»us)";Jggsiﬁjrmuu"ﬁ.m&vyﬁ,i#
"Slaadl) g Sladially (ladall A mall g e e ik gall sy b g 1
:Mlsh"i

INT: LIST THE CODE FROM SECTION B.

S ) 3o a0 S, o 1 Zaly

0 * Noknowledge at all D SOy e Ay Y e 0
e Wellinformed on at least a quarter / a B
Slaadll y Sladidl o : il
1 few of the products and services D A o B s “F:MZ.L:}Q j ‘ 1
discussed a
2 ¢ Wellinformed on at least half of the D A A Slesall y Slatidl cheal e BY! e alay @ 3
products and services discussed [Piche k9
e Wellinformed on at least three ; i
Slaiid e 80l | a%5 5y
3 quarters or more of the products and | [ s i &?f o ﬁ{ :i_j:* ‘ 3
services discussed ¢ & 3

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

Glasd g Slaliad " ALGY) Al o WUl Al glae Cilb gal) o8 Ja o

and services? LPRY
0 e Nocross selling at all E ALY e Aoy anll Alaayaiial e 0
1 e (Cross-selling after a lot of prompting D Sl ey Oa 80 g L) adl Aleas M e 1
e Cross-selling after a little / some . . . .
=) 1 ¢ ) 2! agll dglany al
2 prompting D Sl Ga SR amy ALY adl Gleay Wi 2
3 e Immediate cross-selling attempt D A e ey audl Ao B e 3

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

Lol gl B Ly Clasd § Sladie 13l 7 pdy il pal) 8 4 S
LB & ) a4 gl

3 1. Yes

aad 1L 3

0 2. No

all:

J&2. 0]

If ‘No’, please specify your comments:

:_’La_i_) :'-.A_a_Ll ,a.i ;'-‘.LJ g l.\\

10




-

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

Shadd g Sladia (8 "ALLS Sila glaa" it Y A glaay il gall 50 A 7
falaall Cild SluSS) aa il L

INT: LIST THE CODE FROM SECTION B.

S padl) a0 4SS B 1l

i T
0 e Noinformation at all D Ayl e Clajlaay e | 0
* Information provided on at least a - - ‘ ‘
Alatiall e gladl | 3y Une |
1 quarter / a few of the products and B ’“:_j;m 4_{‘&':. {J“ "t, m:'_l : | i
services discussed - A ‘
2 e Information provided on at least half D Slaially Al S glad) el S Jo clac) @ ‘ 2
of the products and services discussed i 28 A leadlly |
e Information provided on at least three T i ; [
Sila gladdl - I gl gl A5 J& Uae |
3 quarters or more of the products and D ’lfj_l_’ﬁﬁ ‘,’,l &,:_ul __"fw‘{b‘z‘ﬂ” ‘ 3
services discussed et i ‘
3 | e Not Applicable Gy e | 3

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

falall D3 dagial) 44k y Silaieal) g (Sis) Yy Adlaie Sl gina ¢

INT: LIST THE CODE FROM SECTION B.

S pedl) G a1 AU A el

0 i * No information at all D Ayl e claglaay e 0
e Information provided on at least a
Alaid) e glaall e JulkD fa, Y e sllac) @
1 quan:ter/ ? few of the products and E LR 5 ) sl g gl ‘ 1
services discussed |
2  Information provided on at least half D Slaially dlaial il glea)) cheai S o sloc) 2
of the products and services discussed Ladilia 5 Al cilanal)
* |Information provided on at least three et 1 abgs 1 i
e gladl e JiSH g gL A0 BN e sllac!
3 qual:ters 9' more of the products and D Wi o3 I Casil g il Addaid 3
services discussed ‘

3 e Not Applicable

Gy e |

B Did the staff attempt to acquire more customer
information so as to follow-up at the end of the visit?

) Con ey A 251 i gl 20 ) A stamg i gl o8 Oa £
530 A b Aaialy il

3 1. Yes

a1 3

0 2. No

ORX

a2, 0

If ‘No’, please specify your comments:

rdll ) plady o ela ;) "S" 1Y)

11
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F. Timeless cégl p
7.1 Timeless Zd g 71

| a. Waiting time on entering the branch, before

dealing with the frontline staff:

o O3 gal) (ol pal) g Jalalll Gy g il Jpda 2ie AN o)
D daaill adlge o [ ala¥) i)

INT: SPECIFY TIME IN MINUTES:

PR G S gl aa sl

T

and efficiently

e Not applicable (no numbering system)

\
|
o | e Over 15 minutes ' 5815 e 281 o 1 0
B e  5-10 minutes (] 34:10-5 o | 1
L2 e  3-5minutes O FE5-3 e 2
| 3 e  Under 3 minutes O S e o 3
! b. Did the customer feel like the queuing system JSy Jany cieal) A (al¥) AU BN a3 0l O3l Al JA
(numbering system) functioned properly? (s
| 0 e Queuing system (numbering system) E o Jag ¥ Gaall i (GEY1) Jlanyl el ol e ’ 0
| did not function at all oY)
[ : 2
s Queuing system (numbering system) . Bl cagll b eyl Ll o
1 functioned, but it worked with a few D & OSly Jamy (P! 453) g ’jm‘. 8 1
impediments
e Queuing system (numbering system) « 2 GG AR R ok BT A i
A gy 13,y ! ez Slas o)
2 functioned and it worked quite easily D ¢ Jany (531 ) h‘:_: :,51 d?‘; i “:’ * 2
and efficiently ’ |
e Queuing system (numbering system) P i3 o R i
| AJ,.‘..,“ M ALS) aall W 1 285 4l
3 functioned and it worked very easily D ¥ Jany (o371 pl5) oA A e 3

Juad Jeiyy Al |
i

(Fol) P pl) plai2a g V) Bshii Y @

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

B3 o Dy o o $0) b T 0] O S5 g0
o Lask

INT: SPECIFY TIME IN MINUTES:

|1

P a2l )l aa rdaly

7.2 Product /Services applied for and Turn Around gl ) ) Wl J eaad) o glhaal) Clasd fziial) 7.2
Time
a. Product / Service / Request 1: 1) Allall flasdl) fpiidt
INT: MENTION PRODUCT / SERVICE ABOVE AND Allall of oY 3650 gl e s 5 S0 dsill fpidd) S5 il
TIME TAKEN TO PROCESS REQUEST. 2
Nature of request: shardl) dagh
Time taken: (days / weeks) (&l [aL) R RC ]
Additional Comments: G| a8
12
» +
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b. Product / Service / Request 1: ) Allall flaadd) fpiiad)
INT: MENTION PRODUCT / SERVICE ABOVE AND Al o Y 28kl gl ae fias 5 S0 Al fiiall S5 sl
TIME TAKEN TO PROCESS REQUEST.
Nature of request: rdadl) dands
Time taken: (days / weeks) (2 [a) 235 gl
Additional Comments: 1agdla) Sl 5
H.  Additional Comments on Visit | 13kl ddlaial) A8LaY) Cla jTaal) -
(If any): | (=225 0)
End of the Survey - Thank you very much....
S 184 — i) Al
For Office Use Only had Cigal) Al aladiusd

l

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

Total Points Scored in this

Total Points Allocated /

Section Parameter Under Evaluation
Area: Parameter
[ Branch Presentation and Customer Facilities
D Greeting and Soft Skills of Staff
E Staff Capability, Knowledge and Cross-Selling |
F Timeless

TOTAL SCORE

(o) IS an op il Aan yall e L ¢ yana)

£ A Bl £ sana b o

Jalall flaaiall B £ jara taaadll 3 Alasd)) UL £ gana 0 L5 oy o2 Jalad) | )
G il Sl g £ Al aas <
(B gall Sl g 5 a2 =
Ayl dlas 5 458 0 g (il gall 308 c
Gni‘,.“ &
LAl £ sana
13
+ +






