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PROJECT: Money
SHOPPER CODE DATA ENTRY EDITING SERIAL NO.
Name Number Name Number | Name
|0 1/0/2 8|6
1§ 9 pal
ad )l . 2o % : | . o
= (3l Sl glaall Jsal Sguiall 3a
Pl |
A ! A ] st A il '7
A. Details of Visit 3L Jaealds -
Bank Dhofar & Skl oy
Bank Muscat O Sisa Sy
National Bank of Oman O el s gt il 40k Dl G2 S
HSBC-0IB O HSBC-OIB <
1. Bank Visited
aneree Bank Sohar O Bl
Oman Arab bank O ol e Sy
Ahli Bank | S ol
Other Bank: oAl aly
2a. Branch Name Cohar gl au 12
2. Braneh Ares M Ghachaba nenr Dominos Pira Ay w2
3. Branch City Sohar L 3
4. Branch Region #,‘ bﬁi&’,nm 1\10 " +h diaid 4
Day [ Month L Year Al [ ) T asdll Ll an 5
5. Date of Visit
3| o4 | 2014 | |
Hours Minutes S [ Slelud)
6. Start Time of Visit el incd, B
\ |0 l
i wldal ‘ Sle Lt
7. Total Duration of Lol sl L R
L bl da 7
Visit 0o | 2 G I
1
+ +




+

B. Purpose of Visit

3L s

1. Application for a new Product
/ Service

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

(3) s i [/ piie Al 1
]@JM&J‘IJ@M}M:M
dasil)

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 Saving D 3 s a2
or Current Account Sl s
Saving Scheme D kil alias
Housing Loan D Sl ya A
Car Loan | 3 ks (a0 A
Educational Loan | adad (o B
Credit Cards D Chail Uy
Personal Loan D gadl 4 B
gcf)fn.::le your Salary D Aty el
:21:;: :; Student D catall g Ll
| Opening a Savings D 3 i _:—'_...\ o
| or Current Account | = | 2 sk e
| Saving Scheme D BECIRE
| Housing Loan D Ol o B
_Car Loan [ D 3 ) o B
éd-ucational Loan O gadlad a8
[creditcards | O | @ vt |
Personal Loan ‘ D B _‘,—a:—-,—-);
| r
g?f:t: e your Salary D g, Giels
Youth & Student [ D A AN

Account

5 st (e ey Bl e it 2
s

[ i) JualdG 2aa gi [ 5 aliall 540 rdialy |

daadl) |




Sk BranchPreaentationandCustomer e

[Fadlitles o A

MWMJ&JHIJ‘&.

4.1 Was Customer Parking instantly availahle for the

Col e 5l i pa AR el 2 06 4.1

Mystery Shopper?
3 1 Yes X a1 3
2. No O % 2
i. Specify: rana |
ii. Specify time taken to find parking: ‘ min. aa N PR PR P § | P
4.2 Entrance to Building il A Jsaal 4.2
a. Was the Entrance Clean? LB Jaaal) s Ja )
3 1. Yes 2 o1 3
o |2 No O x 2 0

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

RS S i g N 3aa Slliiad (e NS Gl gall GAS 1)

kgl b el

b. Was the Entrance Convenient?

Pnalie Jaaall S A 0

3 1. Yes ) m1| 3
0 2. No O x2| o0
If ‘No’, please specify “Why” the entrance was lnebia Jaadl S5 o "IAL" daa ¢ "NS" ol gadl S 1

inconvenient:

4.3 Cleanliness of Premises all 4355 4.3
Was the branch premises clean? Tkl g dll | e S A
3 1. Yes E FESIN 3
0 2. No O w2 o

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

ClS Al Ciua ) 3L saa Sllad e ST Gl gad) S 13

gl g il
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4.4 Branding Material

Ll cliall 4.4

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

£33 g O sl ol W) e Ay las Cladle [ Gilheals 3 gy A

3 1. Yes m ani 3
0 2. No O w2l o
If ‘No’, please specify “additional comments”, O gl Sla " e dllad e MO gl IS 1Y
if any: e
b. Pamphlets, Leaflets and Brochures on display? ) i)y SN o ge a3 A
3 1. Yes < i 1 3
0 2. No O 2| o
If ‘No’, please specify “additional comments”, G Magilial Sllaadle saa Slliad e OST il pall IS 13
if any: Caay
Ci Branding material up-to-date? Calaa A ladll Sladlall 3 pe JA S
3 1. Yes ] i 1| 3
0 2. No (| w2 0
If ‘No’, please specify “additional comments”, G Magilal SlBadla" e Sl e M gl IS 1Y
if any: SLE)
4.5 Presentation of Staff Cudlgpall 4Ba 45
a. Were employees present at over 90% of the branch A gay agailSa gy £ Al A ga (e %90 e S 200 gy S A L
desks and counters? LEWRES]
3 1. Yes a w1 3
0 2. No | %2 o0
If ‘No’, please specify “additional comments”, O MAuilal Sllaa " 2o Slliai e ST Gl gad) S 1Y
if any: (i y

c own} oF | ere availaple

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

S ray e el (190 (pll pal) i [ JS 0S8

3 1. Yes X m1| 3
0 2. No O 2| 0
b aailos)l cllaa S s TN T | y - 131
If ‘No’, please specify “additional comments”, = S e IS g .ﬁ:
; ]

if any:

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

by L gasiay (il pal) plime [ JS IS Ja

3 1. Yes O m1| 3
0 2. No X w2 o0
If ‘No’, please specify “the approximate Gl (e gall g 1 2ol saa Slliad e ST gl S 1Y

ey L gy Y

number of staff not wearing name badges:

2 tut o G 'afe weriod
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46  ATM and CDM machines R 1Ny N il eall 334l 4.6
a. Was the area surrounding the ATM and CDM (o g gl g2 £ 1Y) 5 N il eall 3 5ga) saadl Sl 1S Ja
machines clean and presentable? ¢ il
3 1. Yes 4 1| 3
0 2. No O 22| o0
If ‘No’, please specify “Why / Describe how the O A Cea g /13U saa Slliad e MUS" Ll gall IS 13
area was unclean: REr TSt LA

b. Were the ATM and CDM machines functioning? fdani g2kl plaly N Gl all gl COS A
3 1. Yes K m1| 3
0 2. No O 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):

el g %00 Al T saa Sl e ST Gl gad) S 1
ol peall Gl gl 2aag) Jaad Y gl gl V1 Gl el
(gl glayl ) A

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

TATM/CDM 4dkia 2 3 i) gl 3,80 08 Ja o

a1

3 1 Yes E 3
0o |2 No O X2
3 3. Not applicable O GV 3| 3
If ‘No’, please specify “the time at which at O P R T e R A T P TR T
which the cooling was not functioning B K& s
4.7 Branch Ambience and Facilities CSlageall g £ il JA13 plal) gt 4.7

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

TS g 2 JS Jany Al ) ciiSall S A L

3 1. Yes

a1

0 2. No

0K

%82

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

[dla) SlaaBl” ana Slliad ce MUST ) galdl IS 1
1S oS Ll S Cia )

b. Did the branch possess sufficient lighting?

A Splaly gl Ly A

3 1. Yes ) mi1| 3
0 2. No D 3 2 0
If ‘No’, please specify “Additional comments / Mgl Clhad aaa dlad e S0 Gl gall G803
Describe how it was insufficient: S S Al S Cia
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c. Did the customer have sufficient waiting space / Touslall 3o lia (e ilS 330 [ JUBIIN ABS dalice Joaall GS JA S
seating area?

3 1. Yes E A ] 3

0 2. No O sczl o

]"4'_;!\‘ aia) Sillaa " s Slad e s L \-__l]).;.!l ‘_Jls 13l

If ‘No’, please specify “Additional comments / oA VNS
s - - 3

Describe how it was insufficient:

d. Did the customer find it easy to follow the signage ; I R - % " .

Al B Al Ja13 A gl gall SIGE) A gy i () G930 gl A S
within the interiors of the branch, indicating different ¢ Jaall Saly (RSl 3 S e ) 35
counters/ work stations?

3 1. Yes a1 3

O

0 2. No Y2 0

If ‘No’, please specify “Additional comments /

oo gl g figia) Cillaada" 3aa Sliad (e "US" gl IS 13
Describe how it was insufficient: PSR i sl s 1

S oS5 s




+

i

D. Greeting and Soft Skills of Staff

O sl Gl gag ) &

5.1 Greeting of Customer

Ol qua 30 5.1

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

Al ) Adgis g A Gguddl o b aillcua i) 05 A )

e No greeting / acknowledgement

i 5Y e

s  Greeted within 10 minutes of entering

Jpanll Jgds Ha 3 10 d a1 o

e Greeted within 5 minutes of entering

wiN|= O

e |Immediately greeted on entering

OxrOO

0
1
Jpaall Jpin Ga B3 5 DS Al @ 2
3

Jranll Jsas sl e

b. Did the staff either / or:

108 aY) saaly i gl 58 Oa o

a. Ask for the customer’s name?

vu-""-]" f‘"‘l y“"‘ ‘

b. Greet the customer by name?

0\4..:|JS.::.¢J:|MRA._1;_)_1

e  Yes, the customer was greeted by name /

Jlmljui“fwl‘)&):‘_b.db‘_g_\ﬂ1ﬂﬂ;w -

3 asked for his / her name E Lganal 3
0 e  No, the customer was not greeted by 0 T aly /st S5 ae Jpaaly a5 1S @ 0
name / asked for his or her name Lgand
dh (8 peadicd) 5 "%a gl Soeliis iy €™ (i pal) <
C. Did the staff ask, “How can | help you today?” =8 3 e = "‘: 'JLE 1;:: s
and Probe the purpose of the customer’s visit? -
3 1. Yes, the staff did this | ALy s gl 218 331 (a4 3
0 2. No, staff did not do this O Ly Cala gall o3y ol (S 2 0
d. Was the Mystery Shopper redirected on the flgalial/alial o sl Al §pudall 4agiae) &0 &
basis of his / her needs?

1. Yes, he /she was redirected on the

4 basis of his / her needs

llalial/aGlalial Jl] ( )J.._l.-n]‘ 4agdalel 5 aal u.u1 3

2. (OR) The first staff member

Ce Jaaal) 4y A g3 oY) Cala gl pudil () 2

3 e.n.cuunteretli probgd the nature of E el Yl ot g oo e 3
visit and assister him / her

o |3 e e was ot i i Jonin i %3 | 0
5.2 Soft Skills of Staff oyl Ly ol gl i g 5.2
a. Were the staff courteous on the customer making fsaal) 36 Lune A€ 08 0 jluadind) 5] (Bl B gl CAS JA

his / her enquiry?

0 e No, the staff were not at all courteous D WY Je dd cibgall (S Al S e 0

i . :::;‘, r:;z j:aff were quite / reasonably D B Mg Tty cabpld s i | 1

2 e Yes, the staff were courteous E Gl bl S Gl caai e 2

3 e Yes, the staff were very courteous D AL pad el gall S a0l el e 3

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

Cosanl) Jakin " ila) plinal™ Cib pal) ) JA

e No, the staff did not demonstrate ’ .
¢ " | plaal ab gal! oS
2 active listening O il s pall gy . 0
s Yes, the staff listened quite / : 5 - « . i i
uﬁ‘ 'U ‘j’ h \ 'I—d‘ 2 o am)
1 reasonably actively E s i gl Wi o :
2 e Yes, the staff listened actively D Lolag) b pal) Aual i3l ani @ 2
3 *  Yes, the staff listened very actively D W) G 5G Cil gl sl il el e 3
7
* +
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¢ Did the staff appear confident? Pk (W15 A0 e gl 4B A,

0 e No, the staff did not appear confident | [{ ki G By Sl o Cilagdl) el AlNE e
* Yes, the staff appeared quite / = I " i
. | | . | 1s 5 .
2 reasonably confident O | omme oo aai 5a @154 o Gl gl el pi o
2 e Yes, the staff appeared confident D Akl G Bl Al o bl glaai e
3 | e Yes, the staff appeared very confident D A G Ll @y ) o alogall oo i @
d List the names of staff interacted

tagre Cilalad ()l pall placd g3 &

o Mr./Ms. Alv Sultan Salem 1 Aol lalll e

e Mr./Ms. 2 Aot/ lalll e

e Mr./Ms. 3 Al lalill e

e Mr./Ms. 4 alalaly Ll .
8




+

E

E. Staff Capability, Knowledge and Cross-Selling

ALY gl Ales g A Al (s haaay ccilisal) 507

6.1 Staff Capability

Gkl gal) 5 0

6.1

€50 J05 (g ) Slalia) Aaph 06 il ik gal o8 Ja

a. Did the staff frequently probe the nature of the
customer's needs?
3 1. Yes E PEER 3
0 2. No O % 2 0 |
If ‘No’, please specify your comments: il o liady o ola 5 S 13) ]

b. Did the staff actively attempt to anticipate ¢Cu0 3 Chplyiag  Fuiery Aab Al glany il gall ol S0 Lo
customer needs?

3 1. Yes X axi 1 3
0 2. No O 3 2 0
If ‘No’, please specify your comments: Al zlady o ala ) (28" 13
c.  Were the staff able to cater to the needs of the ) 330 Luea ilhs (553 G gl Slalia) A5 Gilb gal) gl Ja S
customer without seeking the help of a colleague? R
3 1. Yes D a1 3
0 2. No %) ¢ 9 0
If ‘No’, please specify your comments: e rlaals a8 ala ;ST 1Y)
e uteed 4o call h,‘g L ||eaﬂ!4g:
INT: IF the Answer is YES , so the answer for Q o "Rl YU LY sl ) (Jipad 18 A el <l s 1
D should be Not Applicable < 1A Akadll)
d. Were the staff able to answer all / most of the i o i
questions posed? fha g faall ALY alia [US S8 AaY) il pal) plaiud Ja &
3 1. Yes O pxi 1 3
0 2. No %} 38 2 0
3 3- Not Applicable D G Y 3 3
If ‘No’, please specify your comments: U plads A Sla ) ST 1
as }

e. If the staff were unaware of the answer to a JA e ALl [oma JIge o LY o 1500 il gall 085 a1 1) 2
particular query / queries, did they politely “ask ekl aal faBl e 4505 e 2 Jal Oa ABIYI" Guigls dia il
you to wait while they double-checked with the
system / a colleague”?

3 1. Yes m an 3
0 2. No O %8 2 0
3 Not Applicable (b Y 3
If ‘No’, please specify your comments: il plady o ol ("US™ 1)
9
+ +
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6.2 Product Knowledge and Cross Selling AuaY) gl y gialy Adeial) 43l 6.2
| a. Overall, was the staff well-informed on Bank Sladd y Sladia; ddlaie Alae Sl glae wili gal) g3l G A e JS2
j Dhofar’s product and services? ¢ M Ly
| 0 * Not at all informed D A3bY! e Slaglaaan ol e 0
e Wellinformed on at least a quarter / a b 4t \
| Slazall y Sladiall ) e JiY ;
1 1 few of the products and services D i o il e "‘,_:,_;j‘_ ::;T ¢ 1
] discussed -
3 5 e Wellinformed on at least half of the D o Al Sleaadl y Slatidl eal e JBY) e alay e 2
[ products and services discussed +—
s Well informed on at least three- o %
1 ciasial e AS1 g gl ) 2D IV e day @
3 quall'ters clur more of the products and E (i 3 B Chasily 3
services discussed ‘
b. List the details of the “main purpose of your visit” el A (5 LaS) "N i) i)™ Al daiY gy pd

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

"Shasil]y Shapiahy (Fald mal i Siens” (o (e ) il oy +(
(ATl o3a b

INT: LIST THE CODE FROM SECTION B.

S padll (o el A4S o 12y

0 ¢ No knowledge at all D Ayl e alyY e 0
e Wellinformed on at least a quarter / a i
Slaadll y ladial ) 3 il
1 few of the products and services D A o S I Jﬁ;ﬁ"‘; j:l': ¢ 1
discussed
2 | e Wellinformed on at least half of the 0 & A Cladll y clatia) cieal oo SV e ey @ %
| products and services discussed Lgiailia
e Wellinformed on at least three S
Slatidl e A8l gl ply ) ASE EY) .
3 quarters or more of the products and m ' o S e Ol gy 3

services discussed

Leiiilia o3 ) lasall

c. Did the staff attempt to “cross-sell” other products Glasd § Cladial " ALY ™ G AUl A glaay Cill pal) o8 Ja O
and services? e Al
0 e No cross selling at all E Aoy e eyl addl Al aial @ 0
1 e Cross-selling after a lot of prompting D S Uiay) e 080 gy eyl i dleay 5 e 1
> . Cross-se.lling after a little / some D o s a D 3y nY!) ol lans 5 @ 2
prompting =
3 * Immediate cross-selling attempt D e e eyl adl Agaa e 3
d. Did the staff explain Why Bank Dhofar’s products

and services possess a “Comparative advantage”
relative to competing banks?

LI gl A A Claad p Sladia 1l 7y i gal) 2B Ja S
AUl & i) aa A5 e "l

3

1. Yes

a1 3

0

2. No

O K

=2 0

If ‘No’, please specify your comments:

:__‘L.Ii’] :‘UA‘J_‘LJ :‘i ;‘-.‘-_) R Lo ‘.'l'

10
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Did the staff attempt to provide “complete
information” on Bank Dhofar’s products and
services, along with relevant literature?

Cladd y Sladie 8 "ALS Gla glaa® ilhe Y 4 glaay wilh gal) 43 Ja 7
falaall 3 Sludsl) g ik Ly

INT: LIST THE CODE FROM SECTION B.

gl (0 303 iy o 1l

0 ¢ Noinformation at all D ALY e Glagaay o 0
e Information provided on at least a ;
Alaidl el gl | 13y \
;| quarter / a few of the products and D = ’h:d J;ﬂijlc-: - ! "j: ‘dl_. ‘ 1
services discussed e SR
2 e Information provided on at least half D Silatially Ailaid) il glaall cieal WY o ollae] o 2
of the products and services discussed Lalilia o5 Al haadll
e Information provided on at least three o sl T '
Slagladdl e 81 gl gl i A B e cllae) e
3 quarters or more of the products and E == ) A 3
[Pk P Al Slaasdl y Sladial Glatll
services discussed o grae—
3 e Not Applicable GabiuY e 3
f. Information on relevant procedures, faloall Ci3 Ayl 4,00 5 Clalicad) § cDip) 2 ¥l Allaie Sl gles 7
documentation and follow-up method?
INT: LIST THE CODE FROM SECTION B. S el o el LGS o3 rlaly
0 * Noinformation at all D ALYl e Claglaay o 0
» Information provided on at least a ;e
Alatiadl Silaglaall | 341 ac |
1 quarter / a few of the products and E - ‘”:;r s.hm"j;ﬁ-':'::| "h M?L. ¢ 1
services discussed ¢ SRR
2 ¢ Information provided on at least half D Slatiall Aalatal Sl glad) cieal Y Lo clac] 2
of the products and services discussed | Plcke EPU | clasall, 3
+ Information provided on at least three g . [
Shapleal) e ST gl el A g8 Lel
3 quarters or more of the products and D i G 38 e K 00 ‘-’b o Al | 3

services discussed

Pk k9 Al 43] QL..L&HJ Sladiall; ddlasal

3 e Not Applicable

Sikai'y

[

Did the staff attempt to acquire more customer

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

O G G P B 261 S g 20 &gy i) 8 O
% 30 kg B Aa il ol

3 1. Yes

and

15

3

0 2. No

OxX

a8

-

0

If ‘No’, please specify your comments:

i) plads o ola ¢

LA

"oy

11
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F.  Timeless cigdl
7.1 Timeless o gl 7.1

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

o g gall (i gall e Jaladll Gy g D Jghs s URIN) Gy |
D Aail) adlga o [ ale) i)

INT: SPECIFY TIME IN MINUTES:

LB G Gyl Jaa tdaly

i
0 e  QOver 15 minutes ‘ E 33315 e S o 0
1 e 5-10 minutes D SME10-5 e 1
2 e 3.5 minutes D B8:5-3 e 2
3 e Under 3 minutes D G S e i e 3

b. Did the customer feel like the queuing system

J8s Jany cieall b (alY) pURS) JUBIY) BRSOl g3 a A

and efficiently

Jlad JSl g 4

e Not applicable (no numbering system)

(£ A o 5 P 223 Y) Gy ¥

(numbering system) functioned properly? ‘e
0 e Queuing system (numbering system) D oo Jay ¥ cuall A (G8Y1) ATy Bl ol e 0
did not function at all kY
s Queuing system (numbering system) 5l il s .
. | N ‘l-ﬂJ l L‘-.:u\ ‘\.“‘IJ .
1 functioned, but it worked with a few D & Cily oty (0.1 piis) v J d"‘i":' .“" * s |
impediments o
e Queuing system (numbering system) - ; A o yThseh .
U gy 1Y) alai) ciall B UGTY) alai o)
2 functioned and it worked quite easily D et (A1 o) L_*: :_“ J:-;&-‘: * 2
and efficiently ' !
e Queuing system (numbering system) - o i e g . - -
Uy G,y ) Cieal) b ATy alas
3 functioned and it worked very easily D s (1 i) ey i 3

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

e ) S gl 28 Gpa il 505 ik A" Jal e didal) Cd gl O
el PR

INT: SPECIFY TIME IN MINUTES:

0

1B G il gl daa daly

7.2 Product /Services applied for and Turn Around 2l gl ) T e Jpeandl qugllaal) Cladis fpiiall 7.2
Time
a. Product / Service / Request 1: tt o) Aglhall jAaadd) fpaiall )
INT: MENTION PRODUCT / SERVICE ABOVE AND Apllall o oy 3aidl i aa e 5,800 il fpud) Sl taly
TIME TAKEN TO PROCESS REQUEST.
Nature of request: rdaadl) danh
Time taken: (days / weeks) (el [aL41) <3454 < gt
Additional Comments: Agila) Clal )
12
- -
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b. Product / Service / Request 1: otV Al fAlad)) fpiid) o
INT: MENTION PRODUCT / SERVICE ABOVE AND Allal ol ja Y 385 8yl ae s 5 5580 Baal) fiall S ialy
TIME TAKEN TO PROCESS REQUEST. X
Nature of request: sdaddl) dasks
Time taken: (days / weeks) (&) [51) U]
Additional Comments: Al clal )
H. Additional Comments on Visit T 15400 ddlaiall AdlaY) Gl i) A |
(If any): ' (s 0)
End of the Survey - Thank you very much....
B 188 — i) Aty
For Office Use Only hid Cgall Jala aladiusu

G. TOTAL Branch Score

(Total unweighted branch score, summing all sections):

s Saearssine Ehndar b rniluntion 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

£ Al Bl £ gana V3

Jalal! fAaaia) BEL £ gaa

:rﬂléwlm&w

3 AGA) a0y ) Jalal) e}

S A Aadia) gl g £ il aal <

OB gl S gy a2 <
Ay aall Ales 5 AZh g (il gl 308 c
< gl 'l

Llall) £ 3ana

13







