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PROJECT: Money
SHOPPER CODE DATA ENTRY EDITING
Name Numb. Name Number | Name |
S |
!
;Qﬁd‘
3 ‘ - 2 - - - - - -
a3 1 Ayl 50 Ay a8 ) P
A. Details of Visit 3L Jamalds o)
Bank Dhofar % JMb oy
Bank Muscat O L oy
National Bank of Oman O laall o gll il 5 3y b g3 il q
HSBC-OIB O HSBC-OIB
1. Bank Visited
Bank Sohar D s Sy
Oman Arab bank a ol e oy
Other Bank: oAl ey
2a. Branch Name South Mwhrah Lamndh g il aut 12
2b. B hA & i)l a8
ranch Area \QOW% MV\A h goAll alge o2
3. Branch City MU\'\' mh Lad 3
4. Branch Region M V\Wh dhid 4
Day | Month |  Year e Y i an 5
5. Date of Visit
3 | oY | 2014 | |
Hours | Minutes G [ Sleld
6. Start Time of Visit ulllucd, 6
12 19
i Jdal Sile
7. Total Duration of i 2hite i T
Visit D 0 1 ‘ } | 3l e
1
* +




' B. Purpose of Visit 5ok cha -
Opening a Saving 3 whgi Claa 23
i or Current Account gl Tl
; Saving Scheme BIER Y :
i Housing Loan Sl i A
‘} 1. 7§plic'ation for a new Product | Car Loan i PN (5) 0 s / et il 1
ervice ? T - Pl Hyawy
| INT: SELECT AS RELEVANT AND/OR Educational Loan i | ] AN el 30 g1 g aliall i) ...u;. .
SPECIFY DETAILS OF Credit Cards Ol lilay b !
PRODUCT/SERVICE |
Personal Loan i i A 1
g?fuble your Salary Ay cielia :i
er |
1
Youth & Student L 5 S ‘
| Account ‘

Opening a Savings
| or Currentf«;_cgy_rlt_j

L o

S e

Jadl alad

Saving Scheme

O _D_DDDDE‘D_D Ooooooooo

Housing Loan ULl i i
2. General Enquiry relatingtoa [ _ — | 1 o 3 Aend (pma e Blate ple jladiil 2
specific Product, Service _Ea_r Loan oar | . _ _ s
and/or Facility Educational Loan il || Nt e e gy sy, i '_m"
INT: SELECT AS RELEVANT AND/OR ;f ———— 1 ey dasdll
SPECIFY DETAILS OF | Credit Card | Sl iy
PRODUCT/SERVICE | Personal Loan it o
Double your Salary A8 i
[ Offer -
Youth & Student ‘ [
Al g iblall |
Account .

2




+

+ +
C.  Branch Presentation and Customer Gl Aadial) gl g £ Al el
Faclltles %A RRA Sl vttt i ‘ % |
4.1 Was Customer Parking instantly available for the . dl 4 . . P
! il ) {
Mystery Shopper? AR e Bl il e A a2y A 4.1
3 |1 Yes A | a1 3
2. No | 38 2
i. Specify: taaa |
ii. Specify time taken to find parking: l min. iad il ga ¥ 2 W Cil gl 2
4.2 Entrance to Building sl ) Jsaal 4.2
a. Was the Entrance Clean? Ul Jaaall S Ja )
3 1. Yes E i A 3
0 2, No O 3% 2 0

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

O A s g 1" 222 Slliad (e ST il gl (S 1Y
i Jasd

b. Was the Entrance Convenient?

Flnelia Jaaall (1S Ja Lo

3 1. Yes

a1 3

0 2. No

O

282 0

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

Laniia Jaaall (€5 o] "3 s ¢ ST il gald) IS 1

4.3 Cleanliness of Premises Pl 425 4.3
Was the branch premises clean? flikai g il e 1S A
3 1. Yes E ani 1 ! 3
0 2. No O w2 o

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

LS S Ca gl /3L saa Sl e "IST O gl S 13

A
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4.4 Branding Material el cloiali 4.4
a. Posters / Branding material present on doors, walls 38 9ill g o)) ool ) e Ay lad Sladle [ lials 32 gy JA L
and windows?
3 1. Yes E a1 3
0 2. No O w2 o0
If ‘No’, please specify “additional comments”, O MAgilial Sillaadia" saa Sllad Cpe ST gl 1S 13
if any: Taay
b. Pamphlets, Leaflets and Brochures on display? el il y Sl e 25 0N
3 1. Yes E ani 1 3
0 2. No O w2| o0
If ‘No’, please specify “additional comments”, | S Uikl Slhadia" saa Sl e HS" lgall 1S 13
if any: WDaagy
o Branding material up-to-date? Al Ay ladl claall 3 ga A
3 1. Yes R 1| 3
0 2. No [l 2| o
If ‘No’, please specify “additional comments”, OV M iloal SilaaMa" s3a Slai e MUS Ll gall S
if any: )
4.5 Presentation of Staff OuiB gall 430 4 5
a. Were employees present at over 90% of the branch &gy agSla o)y £ AN B ga (e %90 Oa S 2205 S Ja
desks and counters? edaail)
3 1. Yes [ 1| 3
0 2. No O x2| o0
If ‘No’, please specify “additional comments”, O Mgl Sllaa i saa Slliad (e MU il gl 1S 13
if any: =
b. Were all / almost all of the staff neatly and _ .
¢ . - - l .
professionally dressed? ey wm ol Gty CullBgall plima [ U8 S O
3 1. Yes E andi 3
0 2. No O x2| 0
o .u‘ . Y] ]] ad e " " 5 _“
If ‘No’, please specify “additional comments”, o oS il Sl sl o 4 vl ‘{5 =
; Sy
if any:
c. Were all/almost the entire staff wearing name ; S ;
/ & Fagalandy Sl L gy (B gall pliaa [ JS 0S8 S
badges?
3 1. Yes D PEEE | 3
0 2. No [ w2 o0
If ‘No’, please specify “the approximate ) il pall oy ) el dna Hlliad e IS G gal) SIS 1)
number of staff not wearing name badges: aanly SIS G gy Y
U puat n%r ':’} Wea i)

KA Va‘/\tjc,& :
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4.6 ATM and CDM machines

A 1Ay I Gl all 334l 4.6

a. Was the area surrounding the ATM and CDM

O g sl 3R £ 1Y) 9 N i el gl Jasaadl G S A

machines clean and presentable? ¢ ¢haall
3 1. Yes K a1 3
0 2. No O w2l o
If ‘No’, please specify “Why / Describe how the OIS S Cia gl /13" sa Sllad e MU Ll gall S 1)
area was unclean: RET R P L]

b. Were the ATM and CDM machines functioning? fand g2kl £1a¥1 g N il peall 3 gl SIS A
3 1. Yes E ani 1 3
0 2. No O 2| o

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

ieal 4 S5 Al " aaa Slliad e MUST G gall IS 1S
G peall g gl 2amg) Jaad Y galil g1l V1 G el
(g gl 43\;1

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

SATM/CDM Gkis 3 1 GiSall ) 5,00 gl

3 1. Yes O e~ 11 3
0 2. No O B2 9
3 3. Not applicable E Gibi Y .3 3
If ‘No’, please specify “the time at which at G Jany ol 3 " s dlliad e IS )l SN
which the cooling was not functioning ' s S80Sl
4.7 Branch Ambience and Facilities Elggaadlly £ il JA13 plal) s2l1 4.7

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

fdlS y 2 JSSs Jary A pgd) whiSal) (A8 Ja

3 1. Yes K 1| 3

0 2. No D 8 2 0
If ‘No’, please specify “Additional comments / [Midlal Slaa S aa Sllad a MUST O gall S 1
Describe how it was insufficient: S oS Al as Caayl

b. Did the branch possess sufficient lighting? 48 Sl £l Ay JA o

3 1. Yes ) i 3

0 2. No (| w2 o
If ‘No’, please specify “Additional comments / [Gala) laa S daa Slliab e NS Gl gall S 1Y
Describe how it was insufficient: S S ] S ia
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¢. Did the customer have sufficient waiting space /
seating area?

owpiadl 30 lha e oilS oo [ JURIDU A8 Aalucs Jaaall S A S

3 1. Yes

a1 3

0 2. No

Ox

%82 0

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

[alal Claadl” saa Slliad (e MUST lgaldl S 1
S S A S ey

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

Ay £ AN Ja1a de guda pal) SGEN Al pgny &y O G900 Ll J

fanll SLal g (lSall) i jgSN Cilida ) 2k 5

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

Describe how it was insufficient:
ﬁb signased
=

e |y Al Cilaadia" 3aa Slliad (e HS" G gald) IS 13

A L) s
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D.  Greeting and Soft Skills of Staff Ol gall il jlga g a3l &
5.1 Greeting of Customer Ol a2 5 9

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

TE A M Alsha g8 AN Faudal) o o adllfcaa SN a5 U )

e Nogreeting / acknowledgement

Gl iy e

Greeted within 10 minutes of entering

Giandl Jgis e @0 10 DA a1 @

e Greeted within 5 minutes of entering

0
1 .
2
3

* Immediately greeted on entering

R OO0

0
1
Jraall Jgas e 35 Bl e 2
3

Gpandl Jgis b il e

b. Did the staff either / or:

oY) gaaly &_,‘H (\j d. -

a. Ask for the customer’s name?

tiaal) audl e

b. Greet the customer by name?

?wl)s;}:..h:;_.\m“.;gad;_g

e Yes, the customer was greeted by name /

Sl o s faant S5 aa Jsaads cm il S5 il cani @

3 asked for his / her name D PP 3
0 e No, the customer was not greeted by E sl oo Sl aly / aas) S5 ae Jaaally a1 35l S o 0
name / asked for his or her name PO
i 6 el § "0 gl Shae Lice ISy €™ (il gal) 2
c. Did the staff ask, “How can | help you today?” 2 3 e = "": e :]:J:
and Probe the purpose of the customer’s visit? ' -
3 g 1. Yes, the staff did this E Sl Cals gall o8 a8 cani 1 3
0 | 2. No, staff did not do this O ol wiiligal i ol 436 2 0

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

Aalial/ulalial o pUy AL dgedall 42l 2de) i 06 S

1. Yes, he / she was redirected on the

2 basis of his / her needs

Lealital/atlaliial I (5)dzanll agm 53 ole) 15 i dani, 1 3

2. (OR) The first staff member

Oe Jpaall 4y ) g3 0¥ il pall el () .2

3 e.nlcounterec‘i probfed the nature of D G Juaeilion § 1 Bl 3
visit and assister him / her

o |3 Norhe/shewasnt redveciedon Gl o el 63| 0
5.2 Soft Skills of Staff i) 4 5 B sall ) 4 5.2
a. Were the staff courteous on the customer making ) 56 aaa A8 (6 0 jaadlin] 52 (B il pal) (AS A )

his / her enquiry?

0 * No, the staff were not at all courteous D SR Je dd cibgadl 08 Wl NS 0

3 . :::;; r:r: j:aff were quite / reasonably E S Jpiha Y iyl L3 ) ops @ 5

2 * Yes, the staff were courteous D G il gl S il ians e 2

3 * Yes, the staff were very courteous D I VAT V=R | I T L S 3
b. Did the staff demonstrate “active listening” on flranll i M o) plaaal™ wibpall 4B Ja o

customer enquiry?

e No, the staff did not demonstrate

o) plaal il gall o
0 active listening D ol Mgl JyE s w 0
e Yes, the staff listened quite / ¢ . . e . . ;
I sani
: reasonably actively D e Slop 1Ak gpe Mg ing R goll (ol 8 g » 1
2 e Yes, the staff listened actively E Lulag) b gall dual sil i 2
3 *  Yes, the staff listened very actively D ) Ga S il gal) sl dl caai e 3
7
+ +



£s Did the staff appear confident? Akl G By Al o il gall gl A o

0 e  No, the staff did not appear confident O ddi G4 Bl 4l e alsdl el .

e Yes, the staff appeared quite / " . . a o

Jiiaa ks ) g Al ] sand
$ reasonably confident D oy G gl A Tl eingad
2 e Yes, the staff appeared confident E A G (Bl Al o il gl jehaas e
3 e Yes, the staff appeared very confident D A e Ll Byl o Cala gl jelacans

:I‘;.th List the names of staff interacted g L iy gl s S 5
nn:
o Mr/Ms. Anal Al Balmch 2 Aoyl e
e Mr./Ms, 2 ALl Ll e
e Mr./Ms. 3 alaalill/ Laalall .
e Mr./Ms. 4 Al Lalill .
8
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E. Staff Capability, Knowledge and Cross-Selling

AlaY) ol Alee g 4l Al (g gianay cilipall 58

6.1 Staff Capability

Oahl gall 508

6.1

€050 g8 (g Y Slalia) Aaph (8 LYl il pall 53 Ja

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

3 1 Yes X ani 1 3
0 2. No O 3.2 0

If ‘No’, please specify your comments: W plads A sla S 1Y)

b. Did the staff actively attempt to anticipate i 3 i duat g - P
ol < » Y Allad A glaay cib gall o3 A
cOstE nenda) Op i Salia) iy ey B gall B2 4 o

3 1. Yes D a1 3
0 2. No h%) 38 2 0

If ‘No’, please specify your comments: ol Ty o8 sl A" 1

ank u'pcu}( Q/us-i"-rl,\_ﬂf ngsy

c.  Were the staff able to cater to the needs of the daf 500 lue b (093 e G Slala) 4D Gilbh gt plaiu) Ja S

customer without seeking the help of a colleague? Tl
3 1. Yes X pai 1 3
0 2. No O 38 2 0
If ‘No’, please specify your comments: Ul mliads o dla ) (ST 1Y)
INT: IF the Answer is YES , so the answer for Q o TRl VUG LY sl (i) 138 el gl s 1)
D should be Not Applicable <A adadll)
d. Were the staff able to answer all / most of the ) )
questions posed? fha 5 aall ALY aliaa [JS 08 e i pall gllai) Ja S
3 1. Yes X pai 1 3
0 2. No O 38 2 0
3 3- Not Applicable D Geabi Y 3 3
If ‘No’, please specify your comments: RNy lady o8 sl S 1)

e. If the staff were unaware of the answer to a DA ima Al o Jl3 o LYY e ) 00 Gl gal) 08 4 1) 1
particular query / queries, did they politely “ask #0830 ) aal [alBI e 400 5 e 8L Jal e SURIYI" Cuigly dia Gilla
you to wait while they double-checked with the
system / a colleague”?

3 1. Yes D a1 3
0 2. No O 38 2 0
3 Not Applicable X1 Gelaiy ¥ 3
If ‘No’, please specify your comments: Sl lady o dla  S" 1)
9
- -
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6.2 Product Knowledge and Cross Selling

ALBY) gl g plll Al Al 6.2

Overall, was the staff well-informed on Bank

Sladd y Sladie ddlaie Ala Sleglaa il gall g2 OIS JA e JS5

Dhofar’s product and services? e b o
0 e Notat all informed O SRV e cilaghaapd pd @ 0
e Wellinformed on at least a quarter / a !
el e dadil 3 \ . 1wy
1 few of the products and services D R e B I “p, “'“_: "h :l_:: ¢ 1
discussed -
2 e Wellinformed on at least half of the O A A Cleaadly Slaiidl dhai e S e alay 2
products and services discussed [Picke 15
e Wellinformed on at least three- : (i
Clatial e 581 gl gLl 25 S8
3 quarters or more of the products and | [X] BEA I S &3 ‘J"': :h ‘Jl'" ¢ 3
services discussed Ht 4
b. List the details of the “main purpose of your visit” ekl A 5 LaS) "5 e ) i)™ Aluaia oY puda gy ad

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

"Sladdl) g Slaliadly el 4 sl 5 g e @h}m_‘-ui'# Ay r(
ikl ola A3

INT: LIST THE CODE FROM SECTION B.

“product / service knowledge” in this area:

S pal] (G ) A B 1l

0 * No knowledge at all O GobY! e sl e 0
¢ Wellinformed on at least a quarter / a !
Slaadll g Slagidl ) ; \
1 few of the products and services D G on Sl [ "Pﬂu"h :];" * 1
discussed i
2 : « Wellinformed on at least half of the D A5 Al Claadll y cilpdid) cheal e S e Jlay @ 2
\ products and services discussed Lyl
e Wellinformed on at least three g
Slandl ce AS) g gl ) A 8
3 quarters or more of the products and | 3 PRSI € 4:3.. Jﬁ "'h ,.1... ‘ 3
s -‘-SM.LM a~ 4a“ u.;Lo.\.-nJ‘,
services discussed
c. Did the staff attempt to “cross-sell” other products Sladd g Siladial " ALY " G LAl A glae il gal) o8 J4 &
and services? e al
0 ¢ Nocross selling at all E byl e Aoyl aull ey aiial e 0
1 e Cross-selling after a lot of prompting D S hedadY) (o S0 3y Sl adl Lleas W e 1
e Cross-selling after a little / some . . 4
1} 1¢ ) amy ALY audl 3
2 prompting O e e e L I 2
3 ¢ Immediate cross-selling attempt D A e Alay) Al e i e 3
d. Did the staff explain Why Bank Dhofar’s products

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

L) gual JUB ) Cladd y Sladia 13l £ sy cilb gall o Ja &
PRI & gl a5 e ")

3

1. Yes

pnd 1 3

0]

2. No

aB 2 0

X 0O

If ‘No’, please specify your comments:

-le mpv},_hpf I

A s 8 e S

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 y Sladia 06 "ALLS Sl plaa” iae Y Al glaay il pall 23 A 7 |

filall 13 SLuish aa Uk &3

G pual 3o 50 Ay o sl |

|
‘ INT: LIST THE CODE FROM SECTION B.
|

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

0 * Noinformation at all D ALY e SlaglaaY e 0
¢ Information provided on at least a o )
Glaid) i gleddl e JuIA fag s SV e sllac] @
1 quarter / a few of the products and D N o 1 |
lia | Cilaaddl ¢ Siladiall
services discussed e o5 Al Sleadlly Slaiall !
9 e Information provided on at least half 0 Sladially dalaiad) Sl glad) cheal Y o clac] e y i
of the products and services discussed Liiilia o3 Al Silaadll _
¢ Information provided on at least three . sel g : ]
il glaall ) gl gla) ADS Y e clac)
3 quarters or more of the products and E }ltj_;\:‘):‘jl E“ . ji -._"k'p "““Ii * 3
services discussed i Jem
3 e Not Applicable GhiY e 3
f. Information on relevant procedures, fdlaal) 13 daylial) 400y Sladieeal y (el Yl Ahiata Sl glas 7
documentation and follow-up method?
INT: LIST THE CODE FROM SECTION B. Sl Cpa el UK, BBl
0 * Noinformation at all D Sy e Claglaay e 0
¢ Information provided on at least a By ik K ;
Aalaid) Sl gladdt ) o Je elael
2 | quarter / a few of the products and D - M ".t__d:m ’;"'d:l J“.’., "': #]1 ¢ 1
services discussed v 77 )
2 e Information provided on at least half ] Sladially dalail il gle) ciead S Jo elac! @ 2
of the products and services discussed Laile o3 Al Silacall y
* Information provided on at least three i i sel el § NG \
Kt I ¢ Il ploh 4300 8 Lac |
3 quarters or more of the products and E u"‘_l .‘.f;ﬁ ‘.’.] E‘ ¥ f ",: f.fr']‘l K 3
services discussed et Jem
3 e Not Applicable Gty e
g Did the staff attempt to acquire more customer Jal Oa Gl dllata JSS) Cila glae 4 aad 4 glaey il gal) 48 4 F

% a3 d A Aadaly

3

1. Yes

a1

3

0

2. No

OR

3= 2.

0

If ‘No’, please specify your comments:

EIPREN RN

11
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L F. Timeless < gl .z
7.1 Timeless < gl) 71

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

o g pall (ol pall i Jaladl) Sy gl Jphs e LRI oy )
s dasdd) adlga o [ ala) add)

INT: SPECIFY TIME IN MINUTES:

TR G gl daa rdaly

l e Over 15 minutes

dify 15 e 8l .

| e 5-10 minutes

e 3-5 minutes

W | N | = | O

| e Under 3 minutes

|
O
O F6:10-5 e
O
K

0
1
i G4:5-3 e 2
3

b. Did the customer feel like the queuing system

i S Jany ciaall A (a0 pl) RS AU L O Al A o

(numbering system) functioned properly? fruaa
0 e Queuing system (numbering system) D oo ey ¥ Gall (U Y1) lamyl alai ol e 0
did not function at all ! Nyl

e  Queuing system (numbering system) | | . i Al ket o M 3 Bind P i
1 functioned, but it worked witha few | [] | &e Gy doay (P! o) g &‘;’:ﬂ.“ # 1
impediments | -
* Queuing system (numbering system) [ 5 5 R Wesk e i G ARG Piox
Al g 15,1 Alai) caall Uiy alas o)
2 functioned and it worked quite easily D ! b {0 £} L“’_‘: i" Ji-: i< .‘3 * 2
and efficiently | | ' ’
e Queuing system (numbering system) [ | 1 5 X e i A ienaE The
A g 13 Y1 HUAI) Caall ATy ]
3 functioned and it worked very easily ! D i (I ) "’J‘j‘j ‘; ."T;_:]'_;l * 3
and efficiently : . :
e Not applicable (no numbering system) } E | (B Al A pld) dlaida g V) GiasY @ -

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

| aise ) dpagd 2o Gl 5 i G Jal e 334 CA S
| " 4aadl)

INT: SPECIFY TIME IN MINUTES: 0’

‘ ‘ TR Qe il gl daa sl

7.2 Product /Services applied for and Turn Around
Time

1S gl ) ki) Yo J geaad) o glinal) Ciladd [pdial) 7.2

a. Product / Service / Request 1:

INT: MENTION PRODUCT / SERVICE ABOVE AND
TIME TAKEN TO PROCESS REQUEST.
Nature of request:

Time taken: (days / weeks)

Additional Comments:

fh o allal) fdaail) jiall

Al o) jaY 385 gl aa lides 35S0 daail) il S5l ialy
t4asil) dagla

(&t 1) S35 g
i) )

12




+ B +
b. Product / Service / Request 1: 1) ) flasdl) fpiidl
INT: MENTION PRODUCT / SERVICE ABOVE AND Apllall ol Y 380l 8yl aa G 5500 dadl) fpund) S5 nlaly
TIME TAKEN TO PROCESS REQUEST. ;
Nature of request: rdasdl) dagh
Time taken: (days / weeks) (&) ) R T
Additional Comments: ddla) cilal g8
H. Additional Comments on Visit 13l dllaial) AdLaY) Gla jikall -
(If any): ' , (Saay )
End of the Survey - Thank you very much....
S ) 8G — et Al
For Office Use Only hid (oAl Ja)a aladiud

G. TOTAL Branch Score

(Total unweighted branch score, summing all sections):

Total Poi i
Cainte T LT —_—— otal 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

(B IS gan o il Aas ! e L) £ gana)

£ Al Bl p gana F

5_LGA &y g3l Jalal) aadl)

WTYRIE P PURCY WO P PO &

O pal) S gy i A

[~

A ) Aglae g 458 ey il gall 508 ¢
i.'.li,“ £
hlall) £ 3aa
13
+ -







