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PROJECT: Money
SHOPPER CODE DATA ENTRY EDITING 5
Name Number Name Number | Name SE]R'IALN 2
i
0 1]0[33 2
HED
a8 ) e 1 sy DNl S o e
L Sl | Slesladll Jae Seddll ey
A et 23 ) | A i
A. Details of Visit 5 Jamalds -
Bank Dhofar O ila oy
Bank Muscat O L ol
National Bank of Oman O iaall il gl) Sl G gy b g3 S
HSBC-0IB X HSBC-0IB <k
1. Bank Visited
Bank Sohar O e
Oman Arab bank O o e ol
Ahli Bank O SV Sy
Other Bank: oAy
all ol |
2a. Branch Name Sohar bmnoh g oA aul 12
2b. Branch Area A,}hmba(\ g il pige 2
3. Branch City wr# Ba JLOM '_\ Gl 3
4. Branch Region A,{ A balﬂ Gk 4
Day | Month | Year Al | gl [ e s s .5
5. Date of Visit
€ | o4 | 201y J |
Hours | Minutes JERE) [ TIPS
6. Start Time of Visit Ll Iy cdy 6
‘0 3 O JI J
wildal) Slelud)
7. Total Duration of oy Lot = i 7
Visit 00 s S up) B




ks + -
' B. Purpose of Visit kS A
Opening a Saving o i lua 20
or Current Account gl
‘ Saving Scheme Sl plhs
T Housing Loan Sl B
- 1. Application for a new Product | Car Loan 3 ks ya (3)3 Aasd / e el 1
i / Service ' | s S AT T
i T | EEA Jeali 2aa 5l ] g eldadl AR el
| INT: SELECT AS RELEVANT AND/OR Educational Loan il o A s
\ SPECIFY DETAILS OF Credit Cards Sl Sy
| PRODUCT/SERVICE
1 Personal Loan il A
§ Double your Salary gl Giela
T Offer
E Youth & Student ALY ¢ U G
} Account

Opening a Savings
| or Current Account

3 A s~

G e |

daal Jlas
oaal alaa

Saving Scheme

0 EID_EID_E_IEIIS OoOooooooo

Housing Loan S i |
2. General Enquiry relating to a T
e : Car Loan s o B |
specific Product, Service [ o
and/or Facility | Educational Loan ! el o |
| INT: SELECT AS RELEVANT AND/OR = = 7. [ Y ey
SPECIFY DETAILS OF Credit Cards | g e |
PRODUCT/SERVICE | Personal Loan il e
| Double your Salary o
Offer | - :
Youth & Student [
— A [ I VIRTL RN IEL. §
Account D ’

,/}\ ;u\_-.‘_—___ :_*_n_ *:',’ ale luadd \ 2
! 3

FINES)
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C.  Branch Presentation and Customer O3l Aadial) cdgull g £ il jehie &
Facilities - .., ‘< : .
4.1 Was Customer Parking instantly available for the ~ - i ;
AMystery Shopper? Toskll e 8 b il g A daudal 22y A 4.1
3 1. Yes O 1 3
2. No [ N P
i. Specify: i
ii. Specify time taken to find parking: £ min. G il ge dag¥ a0 Gl 2a
4.2 Entrance to Building il N Jsaa 4.2
a. Was the Entrance Clean? LBl Jaad) S Ja )
3 1 Yes E a1 3
0o |2 No O 5.2 0

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

S MGS Cea gl /13l aa Sl Ca "HEY lgall 1S 130
; -’v.- );‘ 12 2.0

b. Was the Entrance Convenient?

Pl Jaaa (A8 DA o

3 1. Yes 2 1| 3
0 2. No O x2| 0
If ‘No’, please specify “Why” the entrance was lalia Jaadl 0K A0 M3 saa IS Gl gal) 1S 13
inconvenient:
4.3 Cleanliness of Premises lall 43I 4,3

Was the branch premises clean?

Pl g Al e OlS A

3 1. Yes

a1

3

0 2. No

O X

38 2

0

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

S " Cha gh 13" daa Slliai Gae TS il gadl IS 13
i 2l
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4

4.4 Branding Material

Ll claial 4.4

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

£330 g Gl ool g1 e Ay el Sladle [ ideals 23 gy A

3 1. Yes X 1|3
0 2. No O w2| o
If ‘No’, please specify “additional comments”, O el Slaa " saa Sliad e NS Gl gald) IS 1S
if any: ey

b. Pamphlets, Leaflets and Brochures on display?

ol jill y SAiSl e e a5 0

3 1. Yes E a1 3
0 2. No D € 2 0
If ‘No’, please specify “additional comments”, O "l Glaa N e bl e U il gall S 1
if any: Doy
c: Branding material up-to-date? falan Ay ladll Sladlal) 3 ge JA &
3 1. Yes & w1l 3
0 2. No O w2 0
If ‘No’, please specify “additional comments”, OV i) Cllaadie” 2aa Slai e MU il gad) IS 13
if any: ISy
4.5 Presentation of Staff Okl gall 4Ba 45
a. Were employees present at over 90% of the branch lgay agSSa gl g £ AN LB s (0 %90 e S 2 gk S Ja
desks and counters? RPRES]
3 1. Yes D and 3
0 2. No R w2/ 0
If ‘No’, please specify “additional comments”, O ¢"Ailal Cllaadla" s Slliad e MUE" Cilgaldl 1S 13
if any: St

e ouwl of @ wer? ~wonlalole

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

S e el (90 (B gl alBaa [ S S JA o

3 1. Yes m ani 1 3
0 2. No O x2| o0
. l -II‘I '“ - ‘ - L“A& " ,]] -2 . ‘"\ " I .‘ |'i
If ‘No’, please specify “additional comments”, < ik siste " S = e lia
iy

if any:

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

Iy Sl LS G gy (pdB pall pliaa [ JS DS Ja S

3 1. Yes

a1 3

0 2. No

RO

282 0

If ‘'No’, please specify “the approximate
number of staff not wearing name badges:

S Cila sl oy il el am Lk G ¢IS” il gl S 1

s O LS gy Y

] ) [
RIS
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4.6 ATM and CDM machines S g1y ‘qh'! il pall 5 342 4_5
a. Was the area surrounding the ATM and CDM Oman g a2k 1Y)y N il al) 3 gl Jasadd) S S Oa
machines clean and presentable? ¢ ghall
3 1. Yes E PESE | 3 |
0 2. No O w2| o
If ‘No’, please specify “Why / Describe how the S AS i gl /1L 2am Al e US gl SS 1
area was unclean: R - LN
b. Were the ATM and CDM machines functioning? Tdaad il £1a¥)y ) Gl juall 5 gl SIS A o
3 1. Yes E a1 3
0 2. No D N 2 0
If ‘No’, please specify “the time at which at heal 4g K0 S aa b G ST el ST
which the ATM / CDM were not functioning il peall g ) 2aay) Jaad Y el g1yl y LYl sl
(and specify which machine, ATM or CDM): g gl ol A
c. Was there sufficient cooling in the ATM/CDM area? SATM/CDM 4dhais A sa cisall 5 4,0l S Ja o
3 1. Yes H 10 3
o |2 No 4| B2 9
3 3. Not applicable O Gy Y .3 3
If ‘No’, please specify “the time at which at G Jaay pl 31 I saa Sllad (e ST G gl S 13
which the cooling was not functioning LSS5 aslll
6 eatside HH banl
4.7 Branch Ambience and Facilities gl g £ il JA lal) gl 4.7
a. Was the branch air-conditioning fully functional TS g da JS Jany ) gpd) ciSal) (S Ja L
and sufficient?
3 1. Yes w ani 3
0 2. No O w2 o
If ‘No’, please specify “Additional comments / [adia) Slaa " 2o Sllad G MUST Gl galdl S N
Describe how it was insufficient: g P N
b. Did the branch possess sufficient lighting? PAAS Splialy £kl Al JA o
3 1. Yes X a1l a
0 2. No O w2| o
If ‘No’, please specify “Additional comments / [l Sl o Sllad e MUSM Ol gall CAS 1D
Describe how it was insufficient: S S s aayl
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c. Did the customer have sufficient waiting space /

Cousladl 2o lha e ilS 3oe [ BB ABS Aabees Jpaall S A O

seating area?
3 l 1. Yes E ani 1 3
0 2. No O w2 o0
oy se o [ragilal Cllas " saa Sliad e ST gl IS 13)
| + - J
If ‘No’, please specify “Additional comments / S o o L g

Describe how it was insufficient:

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

Al AN Ja13 Ae g pall S A gy 2y O e I A S

flanll GSLal g (OSAN) Sl gl cdlida ) AL 5

3 1. Yes

a1

3

0 2. No

X O

¥.2

0

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

—Mn—xﬂglmf;‘{

e gl g fAgilial ClaaSla 2aa Slliad (e "IS" il gall 1S 13
S o o
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D.  Greeting and Soft Skills of Staff

Gl gall S a0 &

5.1 Greeting of Customer

b s 31 51

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

TE A D Alyda jad AN dgudall o odadllfcua G a3 s )

e No greeting / acknowledgement

i s Y e

e Greeted within 10 minutes of entering

banll Jgas e 382 10 S a3l

* Greeted within 5 minutes of entering

Laall Jgda e 3325 DA ua il @

W N = O

e Immediately greeted on entering

OXR OO0

Jpandl Uz sl e

wiN | = O

b. Did the staff either / or:

Oa ) gaaly l..ih‘*u.n |‘Li Ja S

a. Ask for the customer’'s name?

?‘_L;Aljl aaal e JL.J 'i

b. Greet the customer by name?

faand 83 an Lraalh a

Yes, the customer was greeted by name /

J‘ml}Jﬁfwtﬁc‘Mq#_)ﬂlféﬁnpﬂ .

3 asked for his / her name D Lga! 3
0 *  No, the customer was not greeted by E aed o Jls aly /e 85 aa Janlly ca il 3 DS 0
name / asked for his or her name Ll
A Cf el g " gal) Shas lea Al S ) -
c Did the staff ask, “How can | help you today?” & 3 e as “‘s": e ‘d: L;"
and Probe the purpose of the customer’s visit? "o s
3 1. Yes, the staff did this E Sl (s pall 6 3 caad 9 3
0 2. No, staff did not do this O 5y il sl oy o 43S D 0
d. Was the Mystery Shopper redirected on the flmalbial/adblial Jo ol Al Geudall 4agitile) S04 S

basis of his / her needs?

1. Yes, he / she was redirected on the

customer enquiry?

Palial/adlalial I (5) Jeanll 4o g sole ) 35 28] aas
3 basis of his / her needs E ealitainl, ) dned Sacp il i 3
2. (OR) The first staff member . it A i : .
‘e Jaaall ) ki gall g ()
3 encountered probed the nature of D e Gl 4y A L‘: .'U\' _;..,A i ("’) 2 3
i ) ) el foselay s 3l dasda
visit and assister him / her
3. No, he / she was not redirected on
Llalsaimaataz) Al aale) iy Al ¢
9 the basis of his / her needs D WayalGalial A 4 5l Fae 8.3 ¥
5.2 Soft Skills of Staff . i eaill 408 9 (udh gall S 4 5.2
a. Were the staff courteous on the customer making Tpanl] 535 an 48 (8 0 luadina] (53 B il gal) S A T
his / her enquiry?
0 * No, the staff were not at all courteous & by e ad cibgal) 05 .l S e 0
e Yes, the staff were quite / reasonably 5 5. A . .
u b il o e can
. courteous D S LA ARG R A hopal; 18 3
2 ® Yes, the staff were courteous D G bl S alcai e 2
3 e Yes, the staff were very courteous D AR ajad il gl IS 03l cani @ 3
b. Did the staff demonstrate “active listening” on Claandl iy "' o) plial Cilgall 4Bl A o

® No, the staff did not demonstrate

| plial il gall o
d active listening & i Lt LBl 0
e Yes, the staff listened quite / : " s v g : .
1 L}f‘-}j‘ 4l ik ) | 8l . and
reasonably actively O B [N pha 43y B gl fual G pni o 1
2 e Yes, the staff listened actively O Gas) il gl ool i) pai @ 2
3 * Yes, the staff listened very actively D ey G 58 il gal) Aea) Gl ani @ 3
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l c. Did the staff appear confident? i (e By A0 o il gal) gl 4
’ 0 * No, the staff did not appear confident E Akl o Byl o Cabgal gl NS e
e Yes, the staff appeared quite / 5 Kt » L i T
. reasonably confident D oy e e
2 e Yes, the staff appeared confident D Adii o (Bl g ) o il gall el cani
3 e Yes, the staff appeared very confident | [] i pa Labad Byl o gl pels ani e
d.ith List the names of staff interacted g Calalas () (o gall plandd S35
w H
e Mr./Ms. Male 1 oWyl e
e Mr./Ms. 2 Aol ladl e
e Mr./Ms. 3 Al Lalil) .
e Mr./ Ms. 4 Al Lalall .




-

+

E. Staff Capability, Knowledge and Cross-Selling

Ala) ) Alas g 4l A8 mall (g gianay el gall 5307

6.1 Staff Capability

Gl gall 5 b

6.1

€50 JSdy (g ) Slalia) Aals (6 kil il pall o8 A )

a. Did the staff frequently probe the nature of the 1
customer's needs? |
3 1, Yes X a1 3
0 2. No O % 2 0
If ‘No’, please specify your comments: 5 lady o la IS" 13
b. Did the staff actively attempt to anticipate . . . e : %
 f2 ) = | iy Adlad A glaay il gal) a8
customer needs? Gl Shalia) iy ey LRI 08,
3 1. Yes [ a1 | 3
0 2. No Il % 2 0
If ‘No’, please specify your comments: ) Fliady o Sla (ST 1Y)
c. Were the staff able to cater to the needs of the 2a) 30 lae calb G 92 G () cilalia) A Cilb gal) gl Ja o
customer without seeking the help of a colleague? ol
3 1. Yes (| pui 1 3
0 2. No O 3% 2 0
If ‘No’, please specify your comments: () Plady af ala ) OS" 13
INT: IF the Answer is YES , so the answer for Q o TR VG ALY Ll Qi) 1 B e Glaad (s 13
D should be Not Applicable A ki)
d. Were the staff able to answer all / most of the .
questions posed? faa g jhaall ALY alina [US 0 AlaY) Cil gall pllainl A &
3 1. Yes [ a1 3
0 2. No O 38 2 0
3 3- Not Applicable | Giab Y .3 3
If ‘No’, please specify your comments: ) mlady o ala ) (S 1)

e. If the staff were unaware of the answer to a A e Alisd [ Jige o LY e 10 Gill gall 085 a1 13
particular query / queries, did they politely “ask e3a 3l sal fall) e 4005 e LD Jal e UV Gulghs Sia ik
you to wait while they double-checked with the
system / a colleague”?

3 1. Yes O pai 1 3
0 2. No ] | 3 2 0
3 Not Applicable = EORTRY 3
If ‘No’, please specify your comments: ol play al dlp S 1Y)
9
* +
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6.2 Product Knowledge and Cross Selling Al g il Akl 45 e 6.2
a. Overall, was the staff well-informed on Bank Sl y Slatie lade dheee Sle gine cilhgal) g2 S Ja ale JS4
Dhofar’s product and services? Mk Ay
0 e Not at all informed O S b clageaiapl gl @ 0
e Wellinformed on at least a quarter / a
Silaadll g Siladiall - | e S
1 few of the products and services D 2 on R ‘f" ‘f'f_t:% f; . 1
discussed e
5 e Wellinformed on at least half of the K 5 A Slaaadl y ladial cieald oo SV e ey @ 2
products and services discussed Picke b
¢ Wellinformed on at least three- i o ¢ g
| CSladial e 581 g gl DG i
3 quarters or more of the products and | D ' e, 281 4 E_é.f’d :’j‘ f "Lul‘ 2 3
services discussed | - ?

b. List the details of the “main purpose of your visit” pedll B g 52 LaS) "i_;i.u‘ll’ s ) gl Alaia Aoy gy o 0
(as per SECTION B); rate the staff on the level of "larilly Sladialy (Badiall A3 aad) 5 giaas” okl gal) plly by (S
“product / service knowledge” in this area: ddhidl oda A

| S ) (e AL, a1l

INT: LIST THE CODE FROM SECTION B. |

0 e Noknowledge at all D Gyl e sy e 0
e Wellinformed on at least a quarter / a ‘
Slaadll y Shadud o | 5 [
1 few of the products and services D L O bl ‘Pﬁl:h "l','; = 1
discussed &
2 e Wellinformed on at least half of the . A A lasill y Cladial cial e JIY) e Jay @ 5
products and services discussed Pk b
o Wellinformed on at least three o .
Sladidl e 381 gl gl A 8y
3 quarters or more of the products and | B pak e 201 tw f.l:':d‘ Jﬁ: :h]‘dr" . 3
services discussed ot ¢

c. Did the staff attempt to “cross-sell” other products [ Cladd g Cladial " ALY " o pLAL A glaay il gal) o A
and services? el

0 e Nocross selling at all E ALY e Ayl aull lay il e 0

1 e Cross-selling after a lot of prompting D Sl eiy) e gl sy AlaY) audl Aleas B e 1

3 e (Cross-selling after a little / some D ool n N Sy oY) ) By i 0 3

prompting Ahaiid ! lans
3 e Immediate cross-selling attempt D ool e ALyl addl Agaa i e 3
d. Did the staff explain Why Bank Dhofar’s products g 2 . . »

alaay" i Slaad g Sladia 1oL i ils gal) 23 =
and services possess a “Comparative advantage” Wl B 4 T okt Bl p Ja 2

relative to competing banks?

Al el pn ke il

3 1. Yes D a1, 3
0 2. No 24 N2, 0
If ‘No’, please specify your comments: ) plady o sla ST 1Y)

didnit compare wikh

+he (o mp%-\‘org

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

Slasd § Sladie G5 MALLS S gl Siae Y A jla il pall 43 4 1
falall il il g b d5

INT: LIST THE CODE FROM SECTION B.

S el o a0 AU Bl

0 * Noinformation at all D by e Glaglaay o 0
e Information provided on at least a O 1t o
V' Y | Jafil Y |
1 quarter / a few of the products and E ’I.:_d‘;: ’F" i X! "l: “’L_ ‘ 1
services discussed [ . ’
2 * Information provided on at least half ] 1 el Gaid il el cieai W) o olac] o 9
of the products and services discussed Lidilia o5 Al Slasall
* Information provided on at least three . - A :
e gleall pe mSh g g1 G B |
3 quarters or more of the products and D sl D 8 - & i H "'km; ‘ 3
. ...—!'Lu ru ‘-,..a \_IM-\;-"J ._ﬁ.\..nru
services discussed
3 e Not Applicable GV e 3

f. Information on relevant procedures,
documentation and follow-up method?

Palall o Aaliall 4500 g SilaSiecall y (g ) Yl Adlada Slaglaa

INT: LIST THE CODE FROM SECTION B.

S aedll G el 4G Bty

0 * No information at all

LY e Glgaay o 0

¢ Information provided on at least a

AEasall e slaall (pe Julh :w;ﬁl_,lc shel o

1 quarter / .a few of the products and D LR 5 3 ety haiady 1
services discussed
2 e Information provided on at least half D Slatidly Gl Sila el cieai Y o cllac] e 2
of the products and services discussed Leiiilia o3 Al Sileadll
* Information provided on at least three S - .
Sl glnall e 381 ) gl i NG Y Uz |
3 quarters or more of the products and E sl o 81 51 gl e o 3

services discussed

\ "‘"._l‘.;zq:'.]l.l;‘ "]'I,._‘_;l.'-' m,‘—] A

3 * Not Applicable SlaiY e
g Did the staff attempt to acquire more customer Jab O gl ddlada S Gilaglaa 43 ad 4 s _.xa 3 A8 JaF
information so as to follow-up at the end of the visit? 5kl Al A Aalally Ll
3 1. Yes O a1 3
0 2. No E 3 2. 0

If ‘No’, please specify your comments:
clhidn f owcguire more

fﬂf@/‘mﬁ"ﬁor)

A Ly o8 ol IS 1Y

11
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'F.  Timeless iyl ¢
| 7.1 Timeless < l) 7.1

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

o O gal) (il pall ma Jaladll S g op i) Jpds dic JURLY) g, |
s Aasdll adlga o [ et B

INT: SPECIFY TIME IN MINUTES:

T e gl 2aa rdaly

e Under 3 minutes

O0®xROa

0 e Over 15 minutes 4sa15 5e 81 e 0
1 e 5-10 minutes Mi:10-5 e 1
2 ¢ 3-5 minutes &ili:5-3 e 2
3 3

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

Sy Jang el b (o891 ) RN 23 Oy e Y A A

e Queuing system (numbering system)

o Jan ¥ caall (W) eyl Wi o) e

0
did not function at all O Ry 0
e Queuing system (numbering system) . i AR R SR R -
1 functioned, but it worked with a few D & 081y Juty (V1 p15) o )t;‘\;;m @ e 1
impediments e
e Queuing system (numbering system) < £ R R % o Ak .
A g 1,y AU Caall iyt LUas ol
2 functioned and it worked quite easily D ¢ Jany (AEV! p5) L."’; jj‘;]s kol 2
and efficiently = i
| e Queuing system (numbering system) - i G & s
| 4] ‘ 18 Y aldad) Caall Ey | IR B
3 ‘ functioned and it worked very easily D s o [T 58 ".jd ; g 4.:1: ‘ 3
] and efficiently o
‘ e Not applicable (no numbering system) | (P Al Apd)saiaa V) Gy Y o -
c. Time taken for the “purpose of the customer’s visit Gl ) s gl 2o g3 85 wdia 4D Jal e M g o
:n " ’- n

to be fulfilled once reaching the counter:

]O

INT: SPECIFY TIME IN MINUTES:

l A Geaa S gl daa tlaly

7.2 Product /Services applied for and Turn Around gl ) T Lle J geaal) Giplinall Ciladi fgiiall 7.2
Time
a. Product / Service / Request 1: 1 ¥ Apdlal) fAaail) fpiiall
INT: MENTION PRODUCT / SERVICE ABOVE AND Allall ol oy 355 g e (il 5 S0 Aaail) fpiidl S5 laly
TIME TAKEN TO PROCESS REQUEST.
Nature of request: rdaddl) dah
Time taken: (days / weeks) (& [a5) RESEURC T
Additional Comments: L) clal )
12
- +
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b. Product / Service / Request 1: 1Y) el fAad) fpiiadl
INT: MENTION PRODUCT / SERVICE ABOVE AND Apllall o) jaY 3agdl gl ae ks 55 98300 Tsil) il S5 il
TIME TAKEN TO PROCESS REQUEST. *
Nature of request: sdaad)) dagds
Time taken: (days / weeks) (&) [LY1) - 3831 < gl
Additional Comments: 1Ll clal @)
H.  Additional Comments on Visit 13kl Adlanal) LdLaY) cla i) I
(If any): ' (S )
End of the Survey - Thank you very much....
S 184 — ) Al
For Office Use Only haid Cisall Jala aladiud
G. TOTAL Branch Score
(Total unweighted branch score, summing all sections):
st T —_—_— 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 l
F Timeless
TOTAL SCORE
£ Al bl £ gana s
(a8 S pan o il dan jall j LG ¢ gans)
Jalal) flaaidl BN £ paae | tacdll B Alad) WD) £ gana 5 LGA) oy o) Jalal) o]
|
! Gl Aadiall gl g £ il paic <
| Ol pal) S gy i A <
Aa Al Ales g 458 ey il gall 538 c
C.i,.ﬂ '
Ll 8 A
13
+ +







