7
+ + +
PROJECT: Money
SHOPPER CODE DATA ENTRY EDITING |
4 Name Number Name Number | Name SERIAL NO.
HE S
3, e o . . 5w R
a3l el a8 aay Al Y
A. Details of Visit 305N Jasalds -
Bank Dhofar O il oy
Bank Muscat O alsa 2y
National Bank of Oman B gl e ) L) 5 Sl gl L 9
HSBC-0IB O HSBC-OIB <L
1. Bank Visited
Bank Sohar O i ol
Oman Arab bank O ol e Ly
Ahli Bank O Sy Ly
Other Bank: oAy
2a. Branch Name Ui'l(/da branch g il al 12
. b H " H )
2b. Branch Area ‘ﬂS'M I‘L'thﬂ g Al adge 2
3. Branch City u\wm Lad 3
4. Branch Region \*\L’lw—é\ Gkild 4
Day ] Month | Year add) ] ) [ psal) a5
5. Date of Visit
20| oY | 204 | |
Hours | Minutes i | et
6. Start Time of Visit _ iy s, 6
12 05
Al LA
7. Total Duration of ol i il s 7
Visit OJ | 2 | S
1
+ +




B
+ + +
 B. Purpose of Visit 3k 5N daa -

; Opening a Saving 3 g laa A%
} or Current Account Gl Sl
; Saving Scheme Jhaal s
} Housing Loan Sl A
»
' 1. Application for a new Product | Car Loan 3 L i B (3) a2 A [ pie i 1
| / Service : o | g m,..u:m_,u',w‘ 1_,31'-....;1,."
| INT: SELECT AS RELEVANT AND/OR Educational Loan i o= Ay
SPECIFY DETAILS OF Credit Cards el Sy
PRODUCT/SERVICE
Personal Loan gk s A
r
Double your Salary Al 5 Gielia
Offer
Youth & Student
Account

| Opening a Savings
| or Current Account |

Saving Scheme

Housing Loan

2. General Enquiry relating to a o 3 Rk (uma iy Blaia ple il 2

specific Product, Service | Car Loan S | . _ e
and/or Facility Educational Loan galat a i | @Al Jpetl a9} ] g cpuedllall i) tCaly

INT: SELECT AS RELEVANT AND/OR = : — daadl)
SPECIFY DETAILS OF Credit Cards o

PRODUCT/SERVICE

c |
b
b

Personal Loan

" Double your Salary

0 00000ROO|0 00000000
(
£
3

Offer - |
Youth & Student SL Ll ‘
Account i ‘

L]



+ - +
G Branch Presentation and Customer Gl i) el g il gdaa o
Facilities R Bt e f 2 ‘ ' : -
4.1 Was Customer Parking instantly available for the ¢ ol ; i i .
Mystery Shopper? ool fe 5l i g AR Faedadl 22y 08 4.1
3 |1 Yes O asi 1 3
2. No K NS 2
i. Specify: i casa |
|
|
ii. Specify time taken to find parking: |7— min. HA il g Shgug¥ 2 330 i g 2a e
4.2 Entrance to Building aadl I Jyaal 4.2
a. Was the Entrance Clean? Tl Jaaall G4S Ja )
3 1 Yes 4| 1 3 |
0 4 No O %S 2 0

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

S S Ca gl IS 2aa Slliad e IS il gadl LS 10

b. Was the Entrance Convenient?

e Jiaad) S Ja o

3 1. Yes

a1 3

0 2. No

ORX

382 0

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

Tadia Jaaddl o5 AT "L saa ¢ "AS" il yall S 1

4.3 Cleanliness of Premises ! 45 4.3
Was the branch premises clean? FULBS £ AN e (S JA
3 1. Yes m FESI | 3
0 2. No O 2| o

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

S " Caaa g) AR daa Al e *HS™ gl S 13

Tgls b gl




+

+

4.4 Branding Material

4 ladll Sladlall 4.4

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

31 5ill y &) saad) vl g o Ay e Sladle [ Gliials 3 0 JA

3 1. Yes Bd m1| 3
0 2. No | 2| 0
If ‘No’, please specify “additional comments”, O Al Cllaa e 2aa dlliad e MUS Ll gall S 1
if any: ey

b. Pamphlets, Leaflets and Brochures on display?

0yl y Sl e 3 A

3 1. Yes E PESIN 3
0 2. No O M2 o0
If ‘No’, please specify “additional comments”, O Magdlal Slaadie saa dlliad e ST Gl galdl S 13
if any: =
C Branding material up-to-date? fllan Ay jladl) cladlal) 3 pa Ja S
3 1. Yes E a1 3
0 2. No O 2| o
If ‘No’, please specify “additional comments”, O il Slaadla" aaa Sllad e MOS Gl galdl S 1
if any: =t )
4.5 Presentation of Staff Oud pal) 4le 4.5
a. Were employees present at over 90% of the branch ah ey ageilSa o)y £ A A e e %90 e ASI 2155 (AS Ja L
desks and counters? Pdasdl)
3 1. Yes = 1| 3
0 2. No O x2| 0
If ‘No’, please specify “additional comments”, O il Gillaadla" saa Hlad S MES" Gl gadl IS 13
if any: R

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

iy e el 09 (B pal) aBiaa [ S OIS A

3 1. Yes [ 1] 3
0 2. No O 2| 0
- " . B MGl Slaadia" saa dlal e MUST lgall S 1)
If ‘No’, please specify “additional comments”, Ak 3 =i iJ
s o |

if any:

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

€ agilanely S LS O gaaay (B gal) aliaa [ JS S A LS

3 1. Yes O m| 3
0 2. No X 2| o
If ‘No’, please specify “the approximate Ol Cpila gall g i) 20al) 22a Slliad e SMIS" il paldl S 13
number of staff not wearing name badges: pabands LS G gy Y
2 0wl O 7 wCaring
/ ) L
name oo a
+ +
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4.6 ATM and CDM machines

@i g1y N Cil pall 334 4.6

a. Was the area surrounding the ATM and CDM

O g il 2R £ 101 g V) il el gl dapaall GASAN OIS G )

machines clean and presentable? ¢ gl
3 1. Yes X pmil| 3
0 2. No | 2| o0
If ‘No’, please specify “Why / Describe how the S MAS Caay) N 2aa lliad e MUST Glgall IS 1S
area was unclean: ccadai e S
b. Were the ATM and CDM machines functioning? Tl g2l £ 1Y) g ) il el gl COS A o
3 1. Yes X ani 1 3
0 2. No | w2| o
If ‘No’, please specify “the time at which at el auh 0S5 ,,-‘M S " daa Slad e IS ) gl AS 1
-which the ATM / CDM were not functioning Gl peall Gl gl saa) Jead Y pall glayly N1 peall
(and specify which machine, ATM or CDM): o (ERUE AT (R g bl
¢. Was there sufficient cooling in the ATM/CDM area? SATM/CDM 4dkia 3 33 iS5l &80 S8 Ja &
3 g & Yes D L 3
0 2, No D 22 0
3 | 3. Notapplicable K GkiY 3| 3
If ‘No’, please specify “the time at which at a8 Lang ol g3 28 0" 2o Sllad e S ol gall IS 1Y
which the cooling was not functioning L S sl
4.7 Branch Ambience and Facilities Clygeadll y £ A Ja13 pladl 52t 4.7

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

TSy 1SS Jamg T ) S IS DA

3 1. Yes = i) 3

0 2. No O w2| o
If ‘No’, please specify “Additional comments / Mgl Sllaadia” 2a dlad e MU el G
Describe how it was insufficient: S Sl asS Caay

b. Did the branch possess sufficient lighting? CAALS 5 plaly g Ll A

3 1. Yes E ani 3

0 2. No D NS D 0
If ‘No’, please specify “Additional comments / [ragilial Cllaadla" soa Sliad IS Gl galdl S 13
Describe how it was insufficient: (S S Al s Gy
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c. Did the customer have sufficient waiting space / fomglal) 3o lie (e ilS se [ SUSIDU 4SS dalase Joaall 0S8 A S
seating area?
3 1. Yes K mi1]| 3
0 2. No O 2| o
A I ey 1= w0 ,n b i e - :
If ‘No’, please specify “Additional comments / Il S “515 J l::J.‘: -‘_LS '”:
Describe how it was insufficient: e Tl
d. Did the customer find it easy to follow the signage 2 et — .

) | Jalads ) S A g Ay O e ) pllaial A &
within the interiors of the branch, indicating different ke "‘,’:ﬂ oSkl y (ks XF)HJI, “";;;’ gﬂ. u;:‘*: %
counters/ work stations? ’ i a3

3 Yes E ani 1 3

0 2 No O vy2| o
If ‘No’, please specify “Additional comments / e ol g [l a5 Al e PN il sl S 13
Describe how it was insufficient: S - UTS:Z ’j SE
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D.  Greeting and Soft Skills of Staff

Ol gl Sl g g o A&

5.1 Greeting of Customer

O a3 5.1

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

S A N Alghs g AR Gguddl o odadlfua i) o5 A |

e No greeting / acknowledgement

S

s Greeted within 10 minutes of entering

Cpaall J5a2 e 3210 D5 a0

e Greeted within 5 minutes of entering

Jaall Jgis o 32 5 I a0 @ l

W N (= O

¢ Immediately greeted on entering

O0OR O

0
1
2
3

el Jgar s Al e

b. Did the staff either / or:

a. Ask for the customer’'s name?

1oAY gaaly Bl A3 A |

 sanll it e Sl |

b. Greet the customer by name?

?W‘)Sic.‘_;yal;@_;‘\__d

e  Yes, the customer was greeted by name /

PR PWIIL"SNG W TDW ' < VDG FOPS PRNIFTONgi I VS S

‘ asked for his / her name D Lyl 3
0 ¢  No, the customer was not greeted by E dasd oo g aly / dasd S5 ae Jpaaly cpn il 3y ol NS 8
name / asked for his or her name Lgassd 4l
i (E ekl g "0 gall D0 lua iSay LA™ (il gt (I 2
. Did the staff ask, “How can | help you today?” s 3 e e "h’:‘ s ;J': 1.:
and Probe the purpose of the customer’s visit? ' -
3 1. Yes, the staff did this [ Sy s gall o6 21 cpai 1 3
0 2. No, staff did not do this O FETSE TR 0
d. Was the Mystery Shopper redirected on the fgtlalialfadialial o sl ALl Ggudall e gidale) A5 06 &

basis of his / her needs?

1. Yes, he /she was redirected on the

3 basis of his / her needs

Eabial/aalial ) (3)Jreall 4 giole) 35 58] cpni 1 3

2. (OR) The first staff member

oo Jeanll 4y A 3 J W) Cala gl puii (1) 2

3 e.m_:ounterec.i probgd the nature of D Ui fsechin g 60 0 g 3
visit and assister him / her
0 3. No, he / she was not redirected on E LhalialaRalial LI ga gl ddel 35 4 S 3 0

the basis of his / her needs

5.2 Soft Skills of Staff

iyl S y B gl Glgs 5.2

a. Were the staff courteous on the customer making
his / her enquiry?

0anll 50 Lusa Ak 06 5 jlaadioal (5] () dB gl CAS QA

0 * No, the staff were not at all courteous D Sy e gl cibgall GG a8 e 0
* Yes, the staff were quite / reasonably . PIET O T
1 b =l O B A e ABLY Cila gl a3 il caai @ 1
2 * Yes, the staff were courteous D Gl bl G il cani 2
3 * Yes, the staff were very courteous E AL yad Gl gl S il aai e 3
b. Did the staff demonstrate “active listening” on Tlsanll LY " o) plial™ Cilh pal) 4B Ja o

customer enquiry?

¢ No, the staff did not demonstrate

° active listening O ) slia) Cilagall jgdas Wl DS e 0
e Yes, the staff listened quite / ) ) . ' ) )
I 3l ani
! reasonably actively O L) S [Ad gl 4y by il pall il Gl cani @ 1
2 e Yes, the staff listened actively D et iBgall inal ) pai @ 2
3 e Yes, the staff listened very actively E ) e A0 Ciligal) sl Gl aai e 3




& Did the staff appear confident? Chii (e By ) o CiBgadl 4B A o

0 e No, the staff did not appear confident D dddi e Wlgad) Je il gl gl A 3S e
e Yes, the staff appeared quite / . . — .
1 e JS5, Al | g 43 b gl jela
reasonably confident D j Qe cPla il o gl geaepnl @
2 e Yes, the staff appeared confident D A o Byl o il gl elaei e
3 e Yes, the staff appeared very confident E Ak G Ll Byl o calbgall gl ani @
:,.ith- List the names of staff interacted e ke () (ki gl gl S
e Mr./Ms. Oma,, Female. 1 ALl lalll e
e Mr./Ms. 4 2 Ayl
e Mr./Ms. 3 Adoul/laldl e
e Mr./Ms. 4 Al lalbll e
8




-
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E. Staff Capability, Knowledge and Cross-Selling

ALY gl Lles g 4l A mall (5 glana y ol gall 38

6.1 Staff Capability

Ol pall 58 6.1

€550 J8 (g ) Slaliia) Al (8 LadGuYl cilh pall o8 Ja

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

3 1. Yes | ani 1 3
0 3 No | 38 2 0
If ‘No’, please specify your comments: Ron rladls a8 ala j "S" 1Y)

Adidn } probe Ao ncture
- =
of oM trmer nerclt
b. Did the staff actively attempt to anticipate S ; . o du.i = o .
e WY 1§Ln.n..-‘l¢.h.l4.ll.\.uuh ) ald
customer needs? | OO Ll e (g bl g OV
3 1. Yes 0O pai 1 | 3
0 2. No E 282 | o
If ‘No’, please specify your comments: sl rlaady a8 sla  "US" 13
!
i, {P v
cx,mé u/)&. Gf/gﬁvnf/ e
c.  Were the staff able to cater to the needs of the [ daf 520 lees walb 198 O g3l Slalia) Al Cilh gal) gl Ja o
customer without seeking the help of a colleague? ' iTS PR
3 1. Yes P 3
0 2. No O % 2 0
If 'No’, please specify your comments: A zlialy o8 sla ) "2 1Y
INT: IF the Answer is YES , so the answer for Q o "R VG LY sl (gl 1 A el lapdl (A8 13
D should be Not Applicable < Al Akl
d. Were the staff able to answer all / most of the )
questions posed? Ta g jaall ALY aliaa [US (8 e il pall plaial Ja &
3 1. Yes d a1 3
0 2. No O .2 0
3 3- Not Applicable X Gy ¥ 3 3
If ‘No’, please specify your comments: Wl plady o Sl (IS 1)

e. If the staff were unaware of the answer to a A e ALl [ )3 o A0V e 1008 il gal) 08 2 131 1
particular query / queries, did they politely “ask '3kl dal [l e A0 5 e L Jal e RN Gl dia Gl
you to wait while they double-checked with the
system / a colleague”? f

3 1. Yes O a1 3
0 2. No O | % 2 0
3 Not Applicable B AT 3
If ‘No’, please specify your comments: T mlads o sla ST 1)
i
9
e +
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6.2 Product Knowledge and Cross Selling AL gy gialy Alndal) Bpadd 6.2
a. Overall, was the staff well-informed on Bank et 5 Chpiiay dllaie Adate Sie plaa wilh pall 52 O A le JO2
Dhofar’s product and services? B Ly
0 e Not at all informed D Syl e Claghaa ] ud e 0
e Wellinformed on at least a quarter / a :
Silaaal) y Siladiall ¢ ) [ e JBY
1 few of the products and services O 3 Sl Se S s “FL;::; _,L—, j * 1
——
discussed e
2 e Well informed on at least half of the D B A Sl y clatidl ciaai e SV e Aoy @ 3
products and services discussed [Picke 16
e Well informed on at least three- 1 i 2
Clatidl e i o) g0 A8 Y
3 quarters or more of the products and E ) St ',EJ e J,.‘ "Jﬂ ’L” ‘ 3
. . Leiiilia 3 3 Silaall
services discussed
b. List the details of the “main purpose of your visit” k) A 5 5a LaS) iU i) i Aluaia AaY gl g pb

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

" Cladill 5 chpialy Sdall 4 mal) g s S i gall akis ol g (<
sadlaial) ..'a,.,i

INT: LIST THE CODE FROM SECTION B.

O U JONS PSR FECHL RS

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

0 e No knowledge at all O GGy e py Y e 0
e Wellinformed on at least a quarter / a
Silaadll y Shadial) ) : |
b few of the products and services D A On il Iy ‘F. “w.\"k ,,.l:.. * 1
) il 5 Al
discussed
2 e Wellinformed on at least half of the | A A Claaall y Clatidl cheal e Y1 e ey e 2
products and services discussed il
I &
e Well informed on at least three " 2 i %
Clanidl e 1 gl gl ) A5 5
3 quarters or more of the products and E ' e ‘.&.'f.‘. B J’N "‘ ,..‘..., ‘ 3
" . Lililia o5 Al Slaadlly
services discussed
c. Did the staff attempt to “cross-sell” other products Sladd y Sladial ' ALSY) ™ G aLAL A glae il gl o8 A S
and services? APREY
0 e Nocross selling at all E R L e P R 0
1 e Cross-selling after a lot of prompting D S el e Sh day  SlaY) andl Aleny 5 @ 1
[ e Cross-selling after a little / some
2 2 s ¢ ) amg e agdl Lleay al
prompting O et ¥) Oa Sl i) & REE— 2
3 e Immediate cross-selling attempt D Johl) e eyl anll dgas i e 3
d. Did the staff explain Why Bank Dhofar’s products

AL gl B G Cladd 5 ciladia Wl 7y il pall 5B Ja S
Shdlial) & gid) aa & e A gl

3

1. Yes

a1 3

0

2. No

=0

&2 0

If ‘No’, please specify your comments:

W) gladh e, S" 1Y

7 CJM/DC//" 719"‘5

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 Sladia 06 "ALlS Sl plaa” i Y Al glaay il gal) 43 Ja 2
falall i3 SLuiSh aa ik o3

INT: LIST THE CODE FROM SECTION B.

G ) (a0 S, B 1l

0 * Noinformation at all D Gy Lo Slaglaay e 0
« Information provided on at least a =
alatall Sl \ ) \ |
1 quarter / a few of the products and D ’l‘:_‘ i ,“""::$ "': M:P ‘ 1
services discussed o i )
2 e Information provided on at least half ] Slatially dilatall e gleall ciead WY e slac) 8 2
of the products and services discussed iiilie o3 Al Sileaall
o Information provided on at least three [ ‘= .
Sl gladll e 81 gl gl ) DG B e ellac) @
3 quar'ters t?r more of the products and D e g5 2 i) iy SN 3
services discussed !
3 e Not Applicable X Geai Y e | 3
f.  Information on relevant procedures, falaall G daglial) 4800y Slafiaall y (Sl oYl Allade Sl gies 7
documentation and follow-up method?
INT: LIST THE CODE FROM SECTION B. I P 1 9% PYORH
0 * Noinformation at all D kY e Claglaay e 0
e Information provided on at least a 4t % Lol oy Jufh 1541
1 quarter / a few of the products and D ‘“:w ol _'&'J L "‘1 shets 1
2 : Lgiiilia o3 I Silezall y _n._-;...m.L.
services discussed
2 e Information provided on at least half ] Slaiall Alata) Sl sled) e Y e slac] e 2
of the products and services discussed Liiilia o5 SN _aL.._dl 3
e Information provided on at least three : — . .
il gladl - I gl gl A3N5 J8 Uae.|
3 quarters or more of the products and D | sall o 581 ) gl ) A0 f‘w o f‘f" * 3
: i Lglilia I ~‘,_LJJ Slaadll g Slatially dlatial
services discussed |
3 e Not Applicable X GiauY e
g Did the staff attempt to acquire more customer Jal e Gl Allada S0 Cila plaa 48 el -u_,u.... _.s,.,a o0 aF
information so as to follow-up at the end of the visit? 303 Aglgs 2 Anladly Sl
3 1. Yes O =~ L I 3 |
0 2. No % 2, | o |
I

If ‘No’, please specify your comments:

rﬂﬁfﬂ'\ﬂ'ﬁf;ﬂ

:‘3}":'!4' :‘..a:l__h al ol "NE" 130

11
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F. Timeless < gl L
7.1 Timeless b gli 7.1

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

o O pall [ pad) aa Jaladll Jdy g A Jsda e ALY Sy |
2 Aasdl) adl ga o [ alat) Badd)

INT: SPECIFY TIME IN MINUTES:

LB o il pl) d3a &l

|
0 e Over 15 minutes O l 338315 e S 0
1 e  5-10 minutes E 38210-5 e 1
2 e 3-5minutes D 38:5-3 . 2
3 e Under 3 minutes D LW il e 3

and efficiently |

Jad JS&y 9 Al

b. Did the customer feel like the queuing system JSEy Jany ciall b (alY) pUS) RS S GU G ) ad JA o
(numbering system) functioned properly? ‘s
0 e Queuing system (numbering system) D B Ja ¥ Gl (Y1) aanylalas o) e 0
did not function at all By
e Queuing system (numbering system) o G N — -
. 13 Y1 alad) caall syt s
1 functioned, but it worked with a few D pradeg | o i sy g JL"T";_;L‘. o e 1
impediments USOS
e Queuing system (numbering system) : B N T .
A g 3,1 alad) Caall Ay aldas o)
2 functioned and it worked quite easily D Sl Ll ui ::::”" i R 2
and efficiently ' s
e Queuing system (numbering system) P 4 T I
U g 3 Y aUa) caoall B UaTy) Uas
3 functioned and it worked very easily E Lol el - 3

e Not applicable (no numbering system) 1

(D o) i 2p gy ) Gl Y @ -

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

A g ) Jgea sl i O3l 5t chah " Ja) e M3 gl S
" dasdl)

INT: SPECIFY TIME IN MINUTES:

/3

J

:ém'l Hﬂih‘li"-“ Aa sdaly

7.2 Product /Services applied for and Turn Around 1ol gl ) (o) gle J gaadl o gliaall Clasi fpilal) 7.2
Time
a. Product / Service / Request 1: st Ll fAasdd) fpsiad
INT: MENTION PRODUCT / SERVICE ABOVE AND Apllall o oy 285 g ae T 3 S50 sl fpiid) S raly
TIME TAKEN TO PROCESS REQUEST.
Nature of request: rdaddl) dasks
Time taken: (days / weeks) (&as¥! [a431) 35 gl
Additional Comments: i) cilal g
12
+ +




+ - +
b. Product / Service / Request 1: it Anlhal) fladd) feiidl o
INT: MENTION PRODUCT / SERVICE ABOVE AND Apllal o1 ;0¥ 3850 g aa G 5y S01 Zari) fiid) 3 stialy
TIME TAKEN TO PROCESS REQUEST. -
Nature of request: rdasdl) Angh
Time taken: (days / weeks) (&bt [2LY1) <3450 i gl
Additional Comments: LS| alal 8
H. Additional Comments on Visit 15 3k Adlaial) AdLaY) Sl il o
(If any): (e )
End of the Survey - Thank you very much....
S5 1S — e Aty
For Office Use Only hid COgall A3 aladiudd

G. TOTAL Branch Score

(Total unweighted branch score, summing all sections):

Shtii, Pt tinder Baliiation 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 2

(Y1 S pan o ill das syl g2 LG ¢ gana)

Mllw1MEW :P..-ﬂlvii.‘ie.....d!kl.lm&w

8 lid) oy ) Jalall [ sl

1

O Aadial) gl 5 £ AN pas <

OB pall Sl gy g 30 -

Gy ol Alas § 458 a5 ol gall 508 c

; <l c
LAl £ gana

13







