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PROJECT: Money
SHOPPER CODE DATA ENTRY EDITING SERIAL NO.
Name Number Name Number Name r'_ ‘ 8 -
nG | 1 0|3 |0 8
- " L ] | | | |
:g").:u]!
] o . | L
230 Ay Pl 2! a3l asaY
A. Details of Visit 30N Jaalds -
Bank Dhofar O Sk
Bank Muscat O Jaiaa Sy
National Bank of Oman O lanll gila gl i) Gy 5 b g3 il
HSBC-0IB O HSBC-OIB <L
1. Bank Visited
Bank Sohar X e ol
Oman Arab bank D ol Gl oy
Ahli Bank | Sy iy
Other Bank: oAy
2a. Branch Name \-TD}\CA{' b ﬂk g ol aul 12
2b. Branch Area rans M’A& %1 ba Wl( g ill alga 2
3. Branch City M W aq | b a Lpd 3
1]
4. Branch Region M M ba—\e ™ h Gludl 4
Day | Month |  Year | gl [ i) a5
5. Date of Visit
3 | od | z01d | |
Hours } Minutes ) | Sl )
6. Start Time of Visit I iy i, 6
\ 00
7. Total Duration of L DG = el T
Visit 60 L) | Sbi S 7
1
* +




+
+
+

| B. Purpose of Visit P53 Jrer X7 e
Opening a Saving 3 5 Slaa pdd

: or Current Account Sl

' Saving Scheme Al Ll

: Housing Loan JE a A

| /Application for a new Product | Car Loan 5l o A (5w sk / g il 4

1 Service - Pt [ gEial) Jpealis 332 g | g liadl i) 1l |
| INT: SELECT AS RELEVANT AND/OR g <l romd i) 1y |
i SPECIFY DETAILS OF Credit Cards Sl iy

| PRODUCT/SERVICE

i Personal Loan s e A

i Double your Salary ddl 5 el .
i Offer .
! Youth & Student ol g S A

: Account

Opening a Savings
or Current Account

3l S e :‘-“-"

= Lai
< (=

Saving Scheme

0 u_mfumﬁgtl‘mm Ooooooooo

Housing Loan Ol i
2. General Enquiry relatingtoa [ [ B T of ) Aani (ma e (Blada ple il 2|
specific Product, Service iar Loarl SR oer | ) . g
and/or Facility Educational Loan gailad o | @l dpatdi 3aa g1 eakiall ) Cialy
INT: SELECT AS RELEVANT AND/OR [ B T — — daail) |
SPECIFY DETAILS OF | CreditCards et )
PRODUCT/SERVICE Personal Loan . i il
Double your Salary A el |
|Offer | — | -
Youth & Student s
Account
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o BnncpgggentaﬂonandCustomer £ g S 97 BRGNS MWM;@NJ‘&?
4.1 Was Custumer Parking Instantly avallable for the %
) il
Mmewshopper? Posh fe 5 e il g (AR geddl 22y 08 4.1
3 |1 Yes O a1 3
- No D4 3 2
i. Specify: raaa |
ii. Specify time taken to find parking: g min. s il e ag¥ 2 M gl s
4.2 Entrance to Building il ) Jsaal 4.2
a. Was the Entrance Clean? Sl Jaaadl oS Ja )
3 |1 Yes X a1 | 3
0 2. No O 3 2 0
If ‘No’, specify “Why / Describe how" the OIS A Caa gl M3 2aa Allad e MOST il galdl IS0
entrance was unclean: ki e s
b. Was the Entrance Convenient? flanelia Jaadl o8 O
3 1. Yes (| w1| 3
0 2. No O 2| 0
If ‘No’, please specify “Why” the entrance was liie Jasadl 55 A "I aa ¢ ST Ul gall S 1)
inconvenient:

4.3 Cleanliness of Premises (el 4355 4.3
Was the branch premises clean? Ui p Al e S A
3 1. Yes X pni 1 3
0 2. No D 282 0
If ‘No’, plu.ease specify “Why / Describe how SIS "G i g /A 338 Alinh pae "SS" gl 48 13

the premises was unclean: el i
R el .,r'L.""l"
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4.4 Branding Material

A jladl cloial 4.4

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

23 51 5 Ol jaad) ool ) e 4 tad Sladle [ Clieals gy a1

3 1. Yes & ani 1 3
0 2. No O 2| 0
If ‘No’, please specify “additional comments”, b Ml Cllaa Sl saa dllab e MUS" Gl gald) S 13
if any: S
b. Pamphlets, Leaflets and Brochures on display? el il y Sl e 3 6
3 1. Yes 24 mi1| 3
0 2. No O w2 0
If ‘No’, please specify “additional comments”, O ¢Ailial Sllaa i saa Sllad e MU Gl gl IS 130
if any: Sy
c Branding material up-to-date? Chaa 4y ladll SlaMall 3 e A S
3 1. Yes 2] amil| 3
0 2. No O w2 0
If ‘No’, please specify “additional comments”, O Mgl Claale aa Slad e MOS" Gl gal) IS 13
if any: S
4.5 Presentation of Staff Ol gl 4ha 4.5
a. Were employees present at over 90% of the branch fipay agilla gl g £kl LB ga e %00 O AS) 2355 S A g
desks and counters? faaail)
3 1. Yes O 1| 3
0o | 2. No X 2| 0
If ‘No’, please specify “additional comments”, O il Sillaadla" saa Slliad G ST G galdl G813
if any: g
q ol 0p 12 ere aumlable
b. Were all / almost all of the staff neatly and o % 3 Gk
: ‘ ; ; | 5
professionally dressed? ribed o ol st CulBigad [Eds
3 1. Yes X 1| 3
0 2. No O x2| 0
. ‘ll‘ 2 . l - . " ” o2 ‘Il " - . %
If ‘No’, please specify “additional comments”, G Al R S AT b 38 ‘{ts .
; =iy
if any:
c. Were all/almost the entire staff wearing name ) . . .
/ € Cagaanidy DL G gaday (il pal) aliaa [ JS OS8O S
badges?
3 1. Yes O w1l 3
0 2. No [ w2| o
If ‘No’, please specify “the approximate Gl i gall sy EEN Saadl 2a Slliad (e MUSY G galdl S 13
number of staff not wearing name badges: patandy S L gy Y
1N
lp ao"\ﬁa}\
4
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| 4.6 ATM and CDM machines GBI g1y NI Gl 3] 4.6
| a. Was the area surrounding the ATM and CDM Crad g il g2 £ 1) g ) il jual) 3 3¢ daaadl GRS S A )
machines clean and presentable? © il
3 1. Yes E a1 3
0 2. No O 2| o
If ‘No’, please specify “Why / Describe how the S " i g M 223 Slliad (e "UST lgall AS 13
area was unclean: ekl e S

b. Were the ATM and CDM machines functioning? fdaad ikl £1Y1 g M) il peal) 3 gl S O o
3 1. Yes 0 1| 3
0 2. No O 62| 0

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

el 4 OS5 A 3 2 aaa Sl e MST il gall S 1
Sl el Gl e 2aa ) Jaad Y G g1y V) Sl el
gD g1y 4 JW

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

CATM/CDM 4ikia A 2 ciSall ) 280 08 Ja .S

pi 1

3 1. Yes D 3
0o |2 No O B2 9
3 3. Not applicable = Gku¥ 3| 3
If ‘No’, please specify “the time at which at G Jany ol 31 2 g aaa Sl e ST il gald) IS 1
which the cooling was not functioning B S sl
4.7 Branch Ambience and Facilities Cgeall g £ Al Ja13 alall gl 4.7

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

Ty 2 Jiky Jamg ) ) IS A

3 1. Yes =B 1| 3
0 2. No O X2 0
If ‘No’, please specify “Additional comments / fragila) Cllaa " daa Sllad e OIS Ll gadl 1S 1
Describe how it was insufficient: B T

b. Did the branch possess sufficient lighting?

AR Selaly gl gy A

3 1. Yes 55 1| 3
0 2. No O w2 o
If ‘No’, please specify “Additional comments / [agilal Cllaadla" saa Sllad e M3S" Ol gall 1S 1)
Describe how it was insufficient: (IS S Al S Caayl
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c. Did the customer have sufficient waiting space / [ foasladl ol e ilS 230 [ U AAS daluse Jpaall S Ja &
seating area?
3 1. Yes 2] i1 3
0 2. No O X2 0
o g Magial Cillaadle” e Sl e "AST Ul gall S 1)
If ‘No’, please specify “Additional comments - b e
P P va / -:.ILS ..)si ..] ._qS ._'l..a,'l

Describe how it was insufficient:

d. Did the customer find it easy to follow the signage s o s ;
Y gnag Ay £ AN S8 A gad gal) GG A pny 2y ) g ) LIl A L

within the interiors of the branch, indicating different . N :

’ e Jaall (Slal g (iSal) @ ) ilida ) 225
counters/ work stations? Jaadl HSLly (- ) Sl Alda ) a5
3 1. Yes D a1 3
0 2. No | y2| o

If ‘No’, please specify “ itional com .
Descorib: how itpwa:‘:n::i{f:“:::ti:nta- CHOmENSS iea gl y Al laadla saa dllad e SOS" gl S
’ S Ll s

[ _Ha_s_l.g.na.g&!




+ + +
D.  Greeting and Soft Skills of Staff Cradlh gall Sl Jlga g a3l &
5.1 Greeting of Customer Ol s 3151

a. Was the Mystery Shopper “promptly greeted /

Te D ) Alia b A Gl e b adlfcua A o5 Oh

acknowledged” on entering the branch?
0 e No greeting / acknowledgement D i fcua 5V e 0
1 e Greeted within 10 minutes of entering | [] Jaandl Jgds e @002 10 JMd cyn Al @ 1
2 e Greeted within 5 minutes of entering E Granll Jadn e 35 N a3l @ 2
3 ¢ Immediately greeted on entering D raall Jsds jsdcua @ 3

b. Did the staff either / or:

1oeaY) sl il g 3 A o

a. Ask for the customer’'s name?

anll anl e S |

b. Greet the customer by name?

ewl)SJCAM\J._uJ._A

e  Yes, the customer was greeted by name /

3wt e Jl faast S5 ae Jaaads cua 1 5 a1 ani @

3 asked for his / her name D Lgans! 3
s No, the customer was not greeted by dand o Sl aly fdad 83 ae raaly a1 5 Wl S 0
0 ) [ < , 0
name / asked for his or her name PO
i G0 el 3 "0 ) Jlae bais S CiS" (i gal) ~
c. Did the staff ask, “How can | help you today?” o8 3 "esd it "": e ‘J: JI:
and Probe the purpose of the customer’s visit?
3 1. Yes, the staff did this E Ay il gall 26 A caas 1 3
0 2. No, staff did not do this D Ay Cala gl a1 28 2 0

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

falial/alabial o sl AN Fgudall 45 sake) 23 A &

1. Yes, he/she was redirected on the

3 basis of his / her needs

elalialfaslalial I (3)Jseal) 43 58 33le) 33 3 cpai 1 3

2. (OR) The first staff member

Lo Janll g A AN J Y1 ik gl il (4]) 2

3 encountered probed the nature of D ko ken fiib ey 30 Amihe 3

visit and assister him / her - -

0 * hebassottis  herneeds | O Paaliiainl Jop e A3 | 0
5.2 Soft Skills of Staff el 4S9 Ol gall G ge 5.2
a. Were the staff courteous on the customer making Tpanl) 30 Lusa LS (6 0 jleadla) gl Bl il gal) (S G4

his / her enquiry?

0 e No, the staff were not at all courteous E Y e ad b G a8 e )

5 . ::IS;,.:Z::;aff were quite / reasonably D S Al Oy e B sl s 1

2 * Yes, the staff were courteous D Gl algall JE Gl el e 2

3 e Yes, the staff were very courteous D AR ak Gl gl S Gl e @ t 3

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

flraal) lakiny " la) planal™ Cilh gall ,4B) JA

e No, the staff did not demonstrate . P
) plaa | : .

¢ active listening X el RASUCIAN gl 25 8 g

e Yes, the staff listened quite / : s - - . i

Lulag! Al gda 44 by | g 33 ¢ an

. reasonably actively D Al i sk . Wi o i
2 * Yes, the staff listened actively D Lalag) i gall gl Gl cani @ 2
3 * Yes, the staff listened very actively D Ay e i il gal) eal Gl cani @ 3




[

Did the staff appear confident? Pahi G By 51 e il gall gl A

e No, the staff did not appear confident ! ki (e By o algdl kAl NS e

" Akl ) g 4 P4 || WP D
reasonably confident Juna 8% Akl a @y 4 o il gl e e

e Yes, the staff appeared confident Adi e By A3 e il gl gl i e

X
e Yes, the staff appeared quite / D
O
O

e Yes, the staff appeared very confident i (e Lald By ) e cila gl el i @

i.-th List the names of staff interacted pgae lalal il gl sladi S5
nn:
e Mr./Ms. Oman. Eemed) 1 ALttt o
o  Mr./Ms. ! 2 AL/l e
Mr. / Ms. 3 AUl lalll e
Mr. / Ms. 4 FAART A .
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E. Staff Capability, Knowledge and Cross-Selling

ALY gl Al g Al L) s an s gl 38

6.1 Staff Capabilify

l Ol gall 508

6.1

a. Did the staff frequently probe the nature of the €050 J8& Gl Claltal daga (6 Lkl wilb gall 4 Ja
customer's needs?
3 1. Yes O i1 3
o |2 No X 38 2 )
If ‘No’, please specify your comments: il ey o dlay S 1Y |
‘ .
31 Lt ey i
b. Did the staff actively attempt to anticipate oy R o e R ; 4
| Slaldal dllad 4 glaay il gall 28
customer needs? Gl Shalial iy i
3 1. Yes O i 1 3
0 2. No X .2 0
If ‘No’, please specia your comments: 3l rlads o8 sla ) MUS" 1
cw 't pade  owhoas nads
¢.  Were the staff able to cater to the needs of the ) 30l il (50 Ga g ) Slalial A il gl plaiud A o
customer without seeking the help of a colleague? okl
3 1. Yes H a1 3
0 2. No O %% 2 0
If ‘No’, please specify your comments: | )y ey o ala ) TS 13
INT: IF the Answer is YES , so the answer for Q o Ul Y ALY sl (J) gl 134 B aad wlaadl G 131
D should be Not Applicable S Al Akad
d. Were the staff able to answer all / most of the i o i
questions posed? sy kall ALY aBaa [US o ALY B pall plaial G4 S
3 1. Yes X a1 3
0 2. No | 38 2 0
3 3- Not Applicable |:| G Y 3 3
If ‘No’, please specify your comments: ol pliady o Sl US" 1Y
e. If the staff were unaware of the answer to a JA i Al [oma Jlige o LYY o | 08 Gl gall 085 a0 13) 1
particular query / queries, did they politely “ask el aal [l pe 4005 je 28l Jal e RN Gudgdy e il
you to wait while they double-checked with the
system / a colleague”?
3 1. Yes 4 pni 1 3
0 2. No O 3% 2 0
3 Not Applicable Gealy Y 3
If ‘No’, please specify your comments: e Tl af sl S" 1)
9
+ +
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6.2 Product Knowledge and Cross Selling Al gl y giially ddladall 43 el 6.2
a. Overall, was the staff well-informed on Bank Ciladd g latiay Allnie dene Sila gl il gall g2 S JA ale Jeiy i
Dhofar’s product and services? B L
0 * Not at all informed D Ay e Claglaaagl ol e 0
¢ Wellinformed on at least a quarter / a i
Slaaall g cilasid) ) e JiY 1
1 few of the products and services D 3= o A e ‘f" “Z‘,j "k' P © 1
: &*.h—iLM P “’;.11
discussed
2 * Wellinformed on at least half of the E a5 A cleaall y el dal e Y1 e Jlay e 2
products and services discussed Leiila
» Wellinformed on at least three- : -
Slafil e ST g gL A Y e dlas e
3 quarters gr more of the products and D 355 5 2 Cilasi)s 3
services discussed
b. List the details of the “main purpose of your visit” el A g 5 LaS) 5N ) it Aluaia Aa0Y A gy pd

(as per SECTION B); rate the staff on the level of

"Chadddl y Sladially (ladall A aal 5 paed” e (il pal) iy ol g (S
-ddhia) ol o

INT: LIST THE CODE FROM SECTION B.

“product / service knowledge” in this area:

G el a3l IS A 1y

0 * No knowledge at all | GALY e alay¥ e 0
o Wellinformed on at least a quarter / a -
Slaaddl y cladidl - | = JaYI
1 few of the products and services D = o S s }ﬁ.:% :l; * 1
discussed =
2 + Well informed on at least half of the D o5 A Sleadl) y Siatial vl e Y1 e alay e 2
products and services discussed | Piche bW
¢ Wellinformed on at least three : ”
clatidl ce A gl gl ABNE i)
3 quarters or more of the products and E ' =M _'fa. s Ji _:J"k'1 '1”1‘ * 3
services discussed Hat :
c. Did the staff attempt to “cross-sell” other products Glatd § Ciladial " ALSY) Al G sl A glaey Cili ) 28 Ja S
and services? ¢s Al
0 * Nocross selling at all m ALY e Alay) andl Alaas iy e 0
1 e Cross-selling after a lot of prompting D I Sl e B8] g ) ol ddeas 6 e 1
2 . Cross-se:lling after a little / some . ! i i) 0 BB Sy AnY) al) s f5 @ 5
prompting I - leny
3 * Immediate cross-selling attempt D Sl e Lyl anll lglan Wi e 3
d. Did the staff explain Why Bank Dhofar’s products LI Ll U & clesd g clatie 13 ¢y cilh gal) ol 4 &
and services possess a “Comparative advantage” 2 o o ‘HC;:“’&-‘ G i i '.“
relative to competing banks? i
3 1. Yes O i1, 3
0 2. No K - T ) 0

If ‘No’, please specify your comments:

the W’E‘e’{" %rg

& gLk dla oS 1

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

Sladd g Sladie 06 "ALAlS Sl glaa” Lilae Y Al glaey wilb gall 43 A 2
falall il SLasl aa ik iy

INT: LIST THE CODE FROM SECTION B.

S aadl) a3l ALS aB el

0 * Noinformation at all D Ayl e Claglaay e 0
¢ Information provided on at least a . P
Aalaiall Sl gladll | ol ac |
1 quarter / a few of the products and E tﬁ'ﬁiﬁ?j . 0 "j Mf_l ‘ 1
services discussed 4 -
2 s Information provided on at least half D Solatially Alatall S gladdl cdead B _,h elac! o 2
of the products and services discussed e o5 Al Sleadlly
¢ Information provided on at least three o sei T i
e i I gl gLl ASNG 5 Une |
3 quarters or more of the products and D "':__:.):_ﬁ l’.l &-.:) X f .."‘{f_f]fﬂ.; * 3
services discussed et M
3 e Not Applicable T ] 3
f.  Information on relevant procedures, falaall Gi3 Anglial) 4k y Silalieaal) g (Slp) Yy Allaia Sla glaae -
documentation and follow-up method?
INT: LIST THE CODE FROM SECTION B. S padl] e Gl ALS ad rdaly
0 * Noinformation at all D I[ AAlYl e Claghaay o 0
* Information provided on at least a 24 . .
aalatal) il gladl | a4 Unc |
1 quarter / a few of the products and D ’L:l_‘_;:‘m ch-u :.:Il "'i .‘1 * 1
services discussed e A
2 e Information provided on at least half D Slatially dalaiall i glaall el Y Je olac! e 2
of the products and services discussed Liiilie 5 Al Silaaddl
o Information provided on at least three { _— ; :
Sl | e 580 ) 4530 J3 Uac |
3 quarters or more of the products and E | ’i‘{‘f “,',l &_;L.U X fy"; .f:n,', * 3
services discussed | o ST
3 e Not Applicable GiaiY e
g Did the staff attempt to acquire more customer Jal O Gl Adlaia ST Sl glae 4 e A glaay il gall 2 JaF
information so as to follow-up at the end of the visit? 3L Algs A Aagliall aldll
3 1. Yes [ a1 ] 3
0 2. No O %2, 0

If ‘No’, please specify your comments:

Ll iy o ela S 13

11
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F. Timeless iz
7.1 Timeless < gl 74

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

o O sl el sl e Jalall) B85 g A Jpda e I )
D daail) adlga o [ ala¥) Bl

|
|
|

INT: SPECIFY TIME IN MINUTES: !

TR Qa9 daa tdaly

0 e Over 15 minutes Bl 48315 e S e 0
1 e 5-10 minutes O G2 10-5 . 1
2 e 3-5minutes O 34353 e 2
3 e Under 3 minutes O S el e 3
b. Did the customer feel like the queuing system JSs Jany ciaall B (sl Y1 AU JUBSYY 2L G a3l ad A Lo
(numbering system) functioned properly? ‘e
0 ® Queuing system (numbering system) D oo ey Y el g (LUY) lamyl el o) e 0
did not function at all by
* Queuing system (numbering system) . £ A Ll s s
1 |\ s i Lﬂ-l l l‘ ’l
1 functioned, but it worked with a few D & Oy dary (Y pL5) ' _) ek e 1
z ) G
impediments
e Queuing system (numbering system) u 1AL CR N d LNy ks e
2 functioned and it worked quite easily D St oy (o1 423) o SE e * 2
: Lo ) Jlad Jely
and efficiently
e Queuing system (numbering system) - . N I T —
FLPVIon 1§,y allai) caall LESN QS
3 functioned and it worked very easily E sy [t pt) o Y FENe ‘ 3
. Jlad JSlyy 4l
and efficiently
 Not applicable (no numbering system) D (B B a8 pllai 22 g3 V) Gy -
c. Time taken for the “purpose of the customer’s visit A se ) dymasll 2o Gga i) 5 A5 i A" Jal e i34 =iy
to be fulfilled once reaching the counter: Al
INT: SPECIFY TIME IN MINUTES: 'O ‘ tHEA s Sl 2aa sdaly
7.2 Product /Services applied for and Turn Around 1 gl ) o) Wgale J geand) o pllaall Siladdh fpeilal) 7.2
Time
a. Product / Service / Request 1: ) Allal) fAlasid) fpiid)
INT: MENTION PRODUCT / SERVICE ABOVE AND Agllal) ol Y 355l g ae e 3 08000 Aassl) i) 3 il
TIME TAKEN TO PROCESS REQUEST. e
Nature of request: thasdl) Aak
Time taken: (days / weeks) (@&ed) [p01) R T
Additional Comments: Hdla) cla B
12
+ +
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b. Product / Service / Request 1: o) Anllall flasdll fpild) o
INT: MENTION PRODUCT / SERVICE ABOVE AND Al o oy Sandl el gl e (e 5 S0l dansll foiidl S8 sl
TIME TAKEN TO PROCESS REQUEST. ¥
Nature of request: t4adll Aapl
Time taken: (days / weeks) (&) [aL1) 13454 g
Additional Comments: L) ) )
H. Additional Comments on Visit 15k 3 Adladal) A8laY) Cla gial) A
(If any): - (D2 )
End of the Survey - Thank you very much....
S5 18 — i) Ly
For Office Use Only Jaid Cagal) Jaha aladiad
G. TOTAL Branch Score
(Total unweighted branch score, summing all sections):
Section Parameter 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
g Al bl £ gana £
(ALY IS aan (g il daa yal e Ll £ sen)
Jalal) flaaid B £ gara tpaadl) A Ageal) BN £ jana 8 LS| oy 31 Jalal) sl
G Aadiall Clygasil) g £ ) aga <
(B gal) S g 5 a2 &
Ay ) Aglas 5 458 jaa g (il gal) 38 £ |
|
Gﬁ_’“ C I
Jaladl) £ 3
13
* +






