- - +
PROJECT: Money
SHOPPER CODE DATA ENTRY EDITING
Name Number Name Number Name
1§ gl
3 0 s ’ . b g
e Gl il glad) Sl Sl S
A pasdl Al [ s ) !
A. Details of Visit 3050 Jawalds -
Bank Dhofar %4 Jhila oy
Bank Muscat D Llis 2y
National Bank of Oman O el sl 45 0 e g3 S 9
HSBC-01B O HSBC-OIB <k
1. Bank Visited
Bank Sohar O e ol
Oman Arab bank O ol e Sy
Ahli Bank O SV 2y
Other Bank: Al
2a. Branch Name Salalah bf'anCJa £ il puat 12
2b. Branch Area ‘ } \S\alﬂ}ﬁh g il alge 2
3. Branch City @ U'Ll&l lﬂ h i 3
4, Branch Region b M Eor aalad 4
Day || Month |  Year [ gl [ e T P
5. Date of Visit
2% | o4t | 2014 N |
Hours [ Minutes e | el
6. Start Time of Visit ',9 22() iulilucd, 6
i Jedal s lad)
7. Total Duration of i ol = 5 L) 5
Visit 00 l “’4 I w7




| B. Purpose of Visit 3k 3 A
; Opening a Saving o whsi Sl A3
i or Current Account G sl
! Saving Scheme el Bl
! Housing Loan Sl a3
1. Application for a new Product | Car Loan 3 s s A ()33 s | i il 1
/ Service 1 g ey T
i el Jualdl 2aa ) [ g liall G380 ilaly
INT: SELECT AS RELEVANT AND/OR Educational Loan e o A ;
SPECIFY DETAILS OF Credit Cards Sleail By
PRODUCT/SERVICE
Personal Loan adl g A
Double your Salary Al 5 el
Offer
Youth & Student Sy
Account

Opening a Savings
| or Current Account |

I s

Jall alas

Saving Scheme

00000000 R OOOOO0O000 0

Housing Loan Sl B )
2. General Enquiry relating to a Earl . - oy A (ma miiey Blade ple jladial 2
r - L == 1. -
specific Product, Service [ qr Gan [ SR pap ) . . e
and/or Facility Educational Loan s 2 R LA (I pteaaal ) m‘.‘
INT: SELECT AS RELEVANT AND/OR — — 4alill
SPECIFY DETAILS OF Credit Cards i ey
PRODUCT/SERVICE Personal Loan o e
Double your Salary G
| Offer ]
Youth & Student o B
bl Al § il it
Account

2
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C.  Branch Presentation and Customer ko 1 S8 Croe 8 Aadiall Cllugadll g £l sedia &
Focllittes -5k i ™ Tl Ao ¥ o bR (55 | S : Vil '
4.1 Was Customer Parking instantly available for the ¢l - b : 2
¢ ) !
Mystary Shopper? 25 e 5 e B ga dad) Faudall 2y 6 4.1
3 |1 Yes X a1 3
2. No O 3 2
i. Specify: v |
ii. Specify time taken to find parking: l min. ) e gy S0 s o
4.2 Entrance to Building sl ) Jsaal 4,2
a. Was the Entrance Clean? kS Jaaad) o8 Ja )
3 |1 Yes ' X pxi 1 3
0 3, No O % 2 0
If ‘No’, specify “Why / Describe how” the S A i ) /IS aa Slliai e "US" il gall IS 13
entrance was unclean: s e el
b. Was the Entrance Convenient? aslie Jaaall (IS JA p
3 1. Yes @ PO 3
0 2. No O €2 o
If ‘'No’, please specify “Why” the entrance was L Jiaall €5 ol "L 2aa ¢ "S" Gl gl IS 1
inconvenient:

43 Cleanliness of Premises (rlall 4353 4.3
Was the branch premises clean? Tl £ il e SIS A
3 1. Yes 24| i1 3
0 2. No O 2| o0
If ‘No’, plfease specify “Why / Describe how S G iy ML 3a llind S NS gl S 1
the premises was unclean: - G s e

i e il




+ + +
4.4 Branding Material L cloial) 4.4
a. Posters / Branding material present on doors, walls 381 gll y () il (2l WY e A las cldle [ clials a3 g A )
and windows?
3 1. Yes E PrST | 3
0 2. No O %2 0
If ‘No’, please specify “additional comments”, O Mgl Clhalla 2aa Sl e SIUSY G padl 1S 1D
if any: =St )
b. Pamphlets, Leaflets and Brochures on display? ¢l il y Al e e a3 A
3 1. Yes E a1 3
0 2. No | X2/ 0
If ‘No’, please specify “additional comments”, O "Rl Claaia” saa dlliad e MOST Gl gall S 1
if any: Sy
c. Branding material up-to-date? faluaa Ay laall Cladlad) 3 e Ja S
3 1. Yes & pni 1 3
0 2. No O %2 0
If ‘No’, please specify “additional comments”, O i) Slaaia 2aa Slliad (e MUST L gadl S 13
if any: SSLEN)
4.5 Presentation of Staff i gl 4Ba 4.5
a. Were employees present at over 90% of the branch Mlgay pgila )y £ A B e e %90 Oa S 221 5% S Ja )
desks and counters? fhaaal)
3 1. Yes D PN 3
0 2. No & 2| 0
If ‘No’, please specify “additional comments”, O Magilal Slatia" aaa Slliad Ga UST Glgaldl S 1A
if any: . Iy
Countor 8 were ovou lable
b. Were all / almost all of the staff neatly and .. " .
¢ . ., ‘ -
professionally dressed? P pa AP gt Sl pllan § O8I ON vy
3 1. Yes X i1 3
0 2. No O %w2| o
.J ‘II' H . || - ] 1= " ! D ‘. . -ll " . %
If ‘No’, please specify “additional comments”, o s e A ‘JLS =
if any: iDaay
c. Were all/almost the entire staff wearing name ¢ o 2
/ g Cagilanels S LS O gaday (gl alaa [ JS DS A S
badges?
3 1. Yes X 1| 3
0 2. No O w2 0
If ‘No’, please specify “the approximate Gl (il pall s ) damll 2aa il e ST Gl gl S 1
number of staff not wearing name badges: ety D LS G gaan Y




+ + +
4.6 ATM and CDM machines | G £1a¥1y N il al) 5340 4.6
a. Was the area surrounding the ATM and CDM O g cighi ARl £10Y1 5 ) il jeall 3 gl Jaaall LS CAS JA
machines clean and presentable? ¢ yphall
3 1. Yes K 1| 3
0 2. No D 3 2 0
If ‘No’, please specify “Why / Describe how the O MAS e ) /13" 22 Sllad e MES" Sl gadl AS 1)
area was unclean: iealal e S

b. Were the ATM and CDM machines functioning? flani g2l £laly M) il eall 3 ) oS A o
3 1. Yes B il 3
0 2. No D e 2 0
If ‘No’, please specify “the time at which at Soenl 4l S5 A0 Al I sas Gl e MHSM i gall IS

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

il peall e gl 20 g) Jaad Y il g 1Yy V) il jeall
(gl gl g Y

c. Was there sufficient cooling in the ATM/CDM area? CATM/CDM 4kis A ya chSall 5 3,00 08 Ja &
3 4 Yes X .1 3
0 2, No O $x2] o
3 | 3. Notapplicable O Gy ¥ 3| 3
If ‘No’, please specify “the time at which at L Jang ol 3 2 1 soa llad e OIS gl S
which the cooling was not functioning 2 S sl
4.7 Branch Ambience and Facilities gl g £ AN Ja0a plal st 4.7

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

TSy 3 JSEy Jany A s RSl S O ]

3 1. Yes Kl 1| 3
0 2. No O w2| o
If ‘No’, please specify “Additional comments / Mgl Cllaa e s Slliai e MUST Ol pall S 1D
Describe how it was insufficient: S S Al s sy

b. Did the branch possess sufficient lighting?

AR Sl £ Al Ll A e

3 1. Yes

a1

3

0 2. No

OX

%82

0

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

M) Claada" 2o dliad e AS" Gl gall IS 1Y
S U8 S iyl
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c. Did the customer have sufficient waiting space / Coaslall 2o lha G ilS 236 [ JURIU AHS dalae Jpaall 08 JA S
seating area?
3 1. Yes E FEAR 3
If ‘No’, please specify “Additional comments / f Rl SlEasty LS J.Ls'“ : :'::i‘ s ‘5‘:
Describe how it was insufficient: S S a S chay

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

il B AN Ja12 48 g gl SN Al ey &y O G Y pllaEd A S
el (Slal g (ilSall) il i g8l Cilida )l 5

3 1. Yes a1 3

ORx

0 2. No N2 0

If ‘No’, please specify “Additional comments /

) e gl g fAgila) Claa " saa Slliad e STl gl S 13
Describe how it was insufficient: LETE s aadl S 1

AAS S el s
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D.  Greeting and Soft Skills of Staff

Ol pall & gy A S

5.1 Greeting of Customer

Ol e 5 5.1

S AN ) Adgha b AL Ggedal Je odadlfcua il o3 08 T

a. Was the Mystery Shopper “promptly greeted /
acknowledged” on entering the branch?
0 e No greeting / acknowledgement X Sl SN e 0
1 e Greeted within 10 minutes of entering D Jrandl Jyis 5e G 10 D3 a3 0 1
2 e Greeted within 5 minutes of entering O raadl a2 e BiB2 5 JDa e il o 2
3 e Immediately greeted on entering D Crandl Jga jpdqua il @ 3
b. Did the staff either / or: 1Y) saaly il gal) A8 A
a. Ask for the customer’s name? f Laaall ol e s
b. Greet the customer by name? Paanl S5 aa Jraalls caa
*  Yes, the customer was greeted by name / et g Tl faadd S5 ae Qaaally cua ) 50l el @
3 . O - . 3
asked for his / her name Lgeana
e  No, the customer was not greeted by dand o Sy aly fdal 83 aa Liaaly cum a5 0038
0 . & & | 0
name / asked for his or her name !
A ekl g " gl $D00 Lae Sy chiS" (i pal) T 2
c. Did the staff ask, “How can | help you today?” . 3 e = ,:l "]hs “'J; _,1.:
and Probe the purpose of the customer’s visit?
3 1. Yes, the staff did this O Al il pa) B 3 pas 1 3
0 2. No, staff did not do this 1% Al Cala gl 2y ) NS 2 0
d. Was the Mystery Shopper redirected on the glaldal/blalial o sl Adl) gudall 4agiiie) S a &
basis of his / her needs?
1. Yes, he / she was redirected on the . ) ) ; ) “a
! Llaldal/afdalial ) (3)] | 4 kel a3 adl
3 basis of his / her needs D B i L oot =1 3
2. (OR) The first staff member o Jaal) 4y B o3 oY) s gl it () 2
3 encountered probed the nature of | el I e (,") ' 3
L . . A‘&u/o.&—a_,n)._a_)l‘ﬂn._xg.n
visit and assister him / her
3. No, he /she was not redirected on ; i i
4 Taldalfadalsal Al sale ) 2L Al oS
o the basis of his / her needs m R i = 4
5.2 Soft Skills of Staff el S g 0l pall S lga 5,2
a. Were the staff courteous on the customer making faanll 335 Luce GhS 06 o leaica) gl (3 il gall (AS A
his / her enquiry?
0 e No, the staff were not at all courteous | [] e el ddbgall % Wl DS 0
e Yes, the staff were quite / reasonably o . A o |
% 4l 5 gall oS A8l (amd [
A courteous O i Al e LD a5l a5l el e ! 1
2 e Yes, the staff were courteous D Gl bl Sl e 2
3 e Yes, the staff were very courteous E AL aalk b gall S adl cani @ 3
b. Did the staff demonstrate “active listening” on flsan]) i " ) plial™ Cilb gall 4B A o
customer enquiry?
e No, the staff did not demonstrate ; .
' ) plial Cil gall A8
e active listening D i I aads 8 0
e Yes, the staff listened quite / : " gai 4 s ; ; s o
1 L’J+’1 4l 4-" h il | M\ aal ¢
reasonably actively D sl S [Wgide ¢ Bl p= e :
2 * Yes, the staff listened actively D Ll b gall ) il cani @ 2
3 e Yes, the staff listened very actively X e a8 Uil ) aod il ai 3
7
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Did the staff appear confident?

Paki G By A o CdBgall b A S

* No, the staff did not appear confident 1‘ D i e Byl o Calgdl el S e
e Yes, the staff appeared quite / [ [ ) i A ” T T
Jaiaa s e B A \ and
reasonably confident j O | g B A 0 ARl g gl 8
e Yes, the staff appeared confident i D : A o B g Al o ala gl jglaaei
e Yes, the staff appeared very confident E i (e Lalas By Al o il gl jpla caai @
cl.":h List the names of staff interacted 1 :agie el (il gkl gall sl S &
with:
e Mr./Ms. Cuha! 1| AUl e
e Mr./Ms. 2 Aty Lt .
Mr. / Ms. 3 Ayl e
e Mr./Ms. 4 ALl Lalill .
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E. Staff Capability, Knowledge and Cross-Selling

) gl Llee g 4pal Db pall (s giasa y i gal) 58

6.1 Staff Capability

Oudl galt 508

6.1

€80 U8 (g ) Slalia) Aasks (8 LVl i pal) 43 Ja

a. Did the staff frequently probe the nature of the
customer's needs?
3 1. Yes & ani 1 3
0 2. No O 3 2 0
If ‘No’, please specify your comments: Wl Pl A8 Sla ) M1US" N
b. Did the staff actively attempt to anticipate _— . o g g 5 3
e < ) Y Allad A il gal) 8 A
customer needs? Gl Sabia) i) hacay clpall 8 ON o
3 1. Yes X a1 3
0 2. No O 3 2 0
If ‘No’, please specify your comments: ) pliads o Sla ST 1Y
c. Were the staff able to cater to the needs of the aa) 330 ba b (593 Ga G ) ilalia A0 Cib pal) plhiud Ja S
customer without seeking the help of a colleague? T3
3 1. Yes E a1 3
0 2. No O 3 2 0
If ‘No’, please specify your comments: 2l plady o8 Bla (ST 1Y)
INT: IF the Answer is YES , so the answer for Q o Rl VUG LY sla (st 134 A s '-.'1)%-“ o 13l
D should be Not Applicable &S Al Adaddl)
d. Were the staff able to answer all / most of the i )
questions posed? faa 5 shaall ALY aliaa [JS 08 L) il pal) pllaicd Ja &
3 1. Yes O ans 1 3
0 2. No O 38 2 0
3 3- Not Applicable K Sl ¥ .3 3
If ‘No’, please specify your comments: il lady of Sla ) "8 1Y)

e. |If the staff were unaware of the answer to a b e ALl o Jiss o LY e |00 il gal) 0S5 & 1Y) 2
particular query / queries, did they politely “ask a3l 2al BRI e 4005 e 3G Jal G LRIV Gaigdy e il
you to wait while they double-checked with the
system / a colleague”?

3 1. Yes O ani 1 3
0 2. No O 3 2 0
3 Not Applicable b7 RARIRY 3
If ‘No’, please specify your comments: il mliady o sla ) ST 1Y)
9
& +




+ + +
6.2 Product Knowledge and Cross Selling Al gl g griially dllaid) 43 aall 6.2
a. Overall, was the staff well-informed on Bank | Shenh el Allads Al Sla glas B pall 2 O A e JS
Dhofar’s product and services? s L
0 * Not at all informed D AULY e Slaglaaaga il e 0
e Wellinformed on at least a quarter / a '
Slaadll y Zlagial - \ = JiYI
1 few of the products and services D 2 o B s “F:‘;\_‘:’h j; * 1
discussed a |
e Wellinformed on at least half of the o5 AN laaall y Slatidl cieal e BY) e alay e i
2 ares O e 2
products and services discussed et
» Wellinformed on at least three- - .
Slafiadl e 81 gl gL ) AZG I
3 quarters or more of the products and E ' e 28 3 &.'f-f:&f Jﬁ "jc ,.L.. ‘ 3
; : il 20 Al Sleaddl
services discussed
b. List the details of the “main purpose of your visit” paadll A (g 5o LaS) "5l el ) il laia 4oy g pd o

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

Mokasil) y Cladialy (gaial) Al g sied® e Gl gl ally oy (S
sddhid) ol b

INT: LIST THE CODE FROM SECTION B.

S ] (el S, W il

0 e No knowledge at all O SNLY e Ay e 0
o Wellinformed on at least a quarter / a N
Silaaall y Sladid { e Ji
1 few of the products and services D A= o A I "F. 'f’,j "}' ,.l... * 1
; Lgiadlia o3 Al
discussed
. * Well informed on at least half of the D 8 A Slasall y Slatidl cheal e Y1 e play @ "
products and services discussed il
» Wellinformed on at least three e .
“lafidl e A8 gl gl ) A8 5
3 quarters or more of the products and E =5 i 4 &J . Ji_kj "h (.1... * 3
i , ..‘,.A..Ai\.u A 4,.;]\ .__.'L‘_};_\IJ
services discussed
c. Did the staff attempt to “cross-sell” other products Slaad § Slaliad * LLY) Al o aUAl A glae il gl o8 Ja S
and services? ? Al
0 * No cross selling at all D ALY e eyl anll Alany piial 0
1 * Cross-selling after a lot of prompting E Sy G 8D ey Sl ad) leas B e 1
3 . Cross-se:lling after a little / some D M) G AN dm ) il any o5 @ 2
prompting B
3 + Immediate cross-selling attempt D S e oyl adldglas i 3
d. Did the staff explain Why Bank Dhofar’s products

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

Ll gl UB Ly Glasd g Siladia 1l 7y il gl 2 Ja S
AU & gl a4 e Al

3

1. Yes

a1 3

0

2. No

O3

s 2. 0

If ‘No’, please specify your comments:

A gl b sl S 1Y

10




—

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

Sladd § Cladle (5 "ALLS Sila plaa® it Y Al jlaey il gal) 43 Ja
falall i3 SLuiCl) aa b o

INT: LIST THE CODE FROM SECTION B.

S ) G a0 LS, B 1ialy

0 e Noinformation at all D ALY e claglaay o 0
e Information provided on at least a " v .
Alaid) Sl e \ M Une |
1 quarter / a few of the products and D ”‘::. d’m"il&f "" n;"]; h‘f_l ‘ 1
services discussed
3 e Information provided on at least half E Slatiall Glaia)) Sl glaal) ciead Y Lo slac] e 5
of the products and services discussed Lgililia o5 Al Siaadll
e Information provided on at least three sel eas et -
Sl gl (e SSH g £l ADE S e clac] e
3 quarters c?r more of the products and D s 5 2 Sl Sle il el 3
services discussed
3 e Not Applicable kb Y e 3
f.  Information on relevant procedures, falaall 13 daglial) 440K g Slalicaal) y (ilp) 2Vl Allada Silaglas
documentation and follow-up method?
INT: LIST THE CODE FROM SECTION B. S ) G el A sl
0 * Noinformation at all D | Ayl e clagiaay o 0
e Information provided on at least a PR \
Al e glaall (e S fpa; BY) e slle) @
1 quarter / ? few of the products and D e 5 B Chasil g iy 1
services discussed
2 e Information provided on at least half E Siladially dileiall Cila glaall cheal S o sllac) e 2
of the products and services discussed Liiilia o3 Al laadd)
* Information provided on at least three sei FrT—
Sl gladll (e ST gl gl ADE ) e clac] e
3 quar.ters or more of the products and | [] AR 5 o skl y iy Alaia) 3
services discussed
3 e Not Applicable GaY e
g Did the staff attempt to acquire more customer Jal Oe el Adlaia JIS) Cila plae & aad 4 glaey cilb pall o8 Jaf
information so as to follow-up at the end of the visit? 55 Algs A Aalially LUl
3 1. Yes X a1 3
0 2. No O %2, 0
If ‘No’, please specify your comments: Ul gy o sla (S" 1Y
11
+ +
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F. Timeless " ; o
7.1 Timeless =l gl 7.1

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

o O s gl il gl ae Jaladll J g g AN Jyho e URIY) )
DAl e o [ alaY) Al

INT: SPECIFY TIME IN MINUTES:

TR e Gl ) 2aa rlaly

[
0 , e QOver 15 minutes D Eds 15 e K e 0
1 | e 5-10 minutes O 34:10-5 e 1
2 | e 3Sminutes | 34253 e 2
3 | e Under 3 minutes D GlaMW il e 3

b. Did the customer feel like the queuing system
(numbering system) functioned properly?

JSy Jany ceall B (a1 pUS) JUBIN U85 0l Gige 3l adk O
';'@M

0 e Queuing system (numbering system) D e ey ¥ Caall b (Y1) Alanyl alas ) e 0
did not function at all ey
e Queuing system (numbering system) [ < REbR ekl L e Riicis
¥ ‘ Y1 alad) cacall iyl alas o)
1 functioned, but it worked withafew | [] | & OSly Jany (Y1 p15) o' J d‘,"’; s ¢ 1
impediments >
e Queuing system (numbering system) - R AR i A
FLPvIvy Y1 aaall Uatsy) o
2 functioned and it worked quite easily [:I ¢ Jany (831 pL51) h‘:: ;“ g;;d:-'-u * 2
and efficiently ' )
e Queuing system (numbering system) @ ‘ B Al adll b Ay Sl
3 functioned and it worked very easily D St Jag (o1 455) ""j‘_.‘ ;—'-:_, ‘_:1‘_' * 3
and efficiently '
e Not applicable (no numbering system) E (o) Aol plaica V) e Y » .

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

Aiga A Jpeagh e g 5 i LB Jal (e diSA gl S
R PRES

INT: SPECIFY TIME IN MINUTES: q ‘ B G gl 238 1ialy
7.2 Product /Services applied for and Turn Around ol gl ) ol gule Jgaadl plhall Siledd [eiial) 2.z
Time
a. Product / Service / Request 1: tA ) llall flaadl) fpiial )
INT: MENTION PRODUCT / SERVICE ABOVE AND Al o oY 35541 08 g ae likas 55,8000 Zasill fiiall S5 ol
TIME TAKEN TO PROCESS REQUEST.

Nature of request: thadil) dash

Time taken: (days / weeks) (&) [aL) 1354 gl

Additional Comments: Adla) clal )

12
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b. Product / Service / Request 1: 1AV Apllall fAasdl) fpiiall
INT: MENTION PRODUCT / SERVICE ABOVE AND Al ol oY Sandl g s e 55 S0 Lsildl fpiidl S5 dialy
TIME TAKEN TO PROCESS REQUEST. s
Nature of request: tdasdl) dagds
Time taken: (days / weeks) (&) [5L0) REWRIE
Additional Comments: 1Aila) cla) g
H. Additional Comments on Visit 15l Adlaial) A8LaY) Sla i) .
(If any): (22 )
End of the Survey - Thank you very much....
S 1 8E — et Al
For Office Use Only dadd Cigall Ja)a aladidy
G. TOTAL Branch Score
(Total unweighted branch score, summing all sections):
Caitlin Paramater 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
E Staff Capability, Knowledge and Cross-Selling
F Timeless
TOTAL SCORE
£ Al Bl £ sana £
[(ABY) JS aan o ill Aan yall yue LU § gana)
Jalall flaaid) B £ g tpaadl) (A Agsal) Bl £ gara s _SA) oy 3 Jalad) ]

Gl Aadial) gl y £ Al apaks <

: (B gl D jlga g a2 &
A ) Llas g 4%h jma g il gal) 5 a8 a J
, < gl C %
V)

13







