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PROJECT: Money
SHOPPER CODE DATA ENTRY EDITING
Name Number | Name Nomber | Name | SERIAL PldO.
2% 1/0]3/4]0
1E gl
3 i o 5 : T T
i Gl e gl i sl S5
A ] A ] A ]
A. Details of Visit 3030 Jamalds -
Bank Dhofar D Sl dly
Bank Muscat I:] daisa Sy
National Bank of Oman E anll i gl S Gy 5 Sead g2 S 4
HSBC-0IB a HSBC-0IB
1. Bank Visited
Bank Sohar D e dl
Oman Arab bank O ol lee Sl
Ahli Bank O SV
Other Bank: oAl iy
2a. Branch Name \\lﬁk‘%b"-&t B@r\«}'\ w C)Mﬂ g il aul 12
I
2b. Branch Area Mmez g oAl aga 2
3. Branch City kuuu‘ ‘,L-\ bh iad 3
4. Branch Region Nh \"H'\ h, f"-‘L’(/I\OLh Gl 4
Day | Month | Year Al [ gl [ e skl 5
5. Date of Visit
16 | 0 U | 20 IL} | |
Hours | Minutes Sdal) [ e bl
6. Start Time of Visit iLllincdy B
|0 05w -
i JEELTY] Slelud
7. Total Duration of Ll sl : — .
Visit O 0 l 2 ' I sl s 7
1
+ -
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[, A e ]
' B. Purpose of Visit 3L i
Opening a Saving 3oy Claa A5
or Current Account S Tl
Saving Scheme B ERAL
Housing Loan Ol
1. Application for a new Product | Car Loan 3k g (5)239 dai / glia ol 1
/ Service ’--|Mmf P e
i Chn o 3] g lidl A al
INT: SELECT AS RELEVANT AND/OR Educationaf Loan o o2 Ty
SPECIFY DETAILS OF Credit Cards el oty
PRODUCT/SERVICE
Personal Loan (i o
Double your Salary 43 el
Offer
Youth & Student Sl y Al
Account

2.  General Enquiry relatingto a
specific Product, Service
and/or Facility

INT: SELECT AS RELEVANT AND/OR
SPECIFY DETAILS OF
PRODUCT/SERVICE

Opening a Savings
or Current Account

Saving Scheme

Housing Loan

Car Loan

Educational Loan

Credit Cards

S— = o 9 R (Cpma ey (Blate ple il 2 |
8y o A ' .)i 5
% dk | ]E_'slaild_a.al'l]m_’\fj.__u_u\)li|.::n‘g
e ) daail)
Sladil Sl '

Personal Loan

' Double your Salary
| Offer

i Youth & Student
Account
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C.  Branch Presentation and Customer O 8 Aatial) Sgall 5 £ A sgia
Facilities | RN TN
4.1 Was Customer Parking instantly available for the ¢ ol : o .y x u
Mystery Shopper? shl e Bl i ga L)) Gdd) a2y Ja 41
3 1. Yes my aai 1 L3
- ) No = %8 2
i. Specify: [ g5a |

ii. Specify time taken to find parking: 4: min.

N R PRy I\ (R RV

4.2 Entrance to Building i-'“' o Jeaa 4.2
a. Wasthe Entrance Clean? fUR Jaaad) (A4S Ja )
3 |1 Yes [ a1 3
0 2. No L] 3 2 0

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

‘-.)15 " ._S . J.I }'l.‘_\'._..‘," a3 ,]] -2 .;)-‘ .Il\ " .__;lﬁj' ‘_"!‘-S ‘.‘.'

b. Was the Entrance Convenient?

andda Jaal) 0AS A o |

3 1. Yes

a1 3

0 2. No

OR

%02 0

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

Talie Jaadl 0S5 A1 MEL" s3a ¢ "NUS" Ll yall S 13

43 Cleanliness of Premises el 43 4.3
Was the branch premises clean? B gl e O0S Ja
3 1. Yes X 1| 3
0 2. No O 2| o

If ‘No’, plgase specify “Why / Describe how IS T Cim gl /1 sam Slliah e "E" gl S 1
the premises was unclean: . =
Al e Jldl
|
|
3
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4.4 Branding Material

4 ladll Sladal) 4.4

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

3300y Ol aad) ) e A ad Gladle [ Glieale 2395 08

3 1. Yes E a1 3
0 2. No O %2 o0
If ‘No’, please specify “additional comments”, &) Ml Slaa bl axa dllai e MUST gal) SIS 1D
if any: WSy

|
|

b. Pamphlets, Leaflets and Brochures on display?

ol Sl e e A 0A

3 1. Yes K i1 3
0 Z 2. No D s L 0
| If ‘No’, please specify “additional comments”, O el Slaadl s dlliad e ST gl IS 1)
| ifany: gy
|
c. Branding material up-to-date? fllaa 4y ladll cladlall dga Ja o
3 1. Yes E ani 1 3
o | 2. No O w2 o
If ‘No’, please specify “additional comments”, O i) Saa N daa Sliad e MU Gl gl 1S 1)
if any: g
4.5 Presentation of Staff OB gl 45445
a. Were employees present at over 90% of the branch Slgay agiila ol g oAl AB g Ha %90 (e A8 2205 S8 Ja A
desks and counters? Paasid)
3 1. Yes O aad 1 3
o | 2. No = %2 o
‘ If ‘No’, please specify “additional comments”, O gl Claadila" saa Slliad e NS il gall AS 13
| if any: QLI

g ouf o N were guailabld

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

Ty e el 90y GallB gl aBaa [ JS S A L

3 | 1. Yes X il 3
0 2. No O 22| 0
> - .|I ‘ll' bo - Il ;m; " j]] - 'I . ‘II%N ‘ ]‘ . l;‘
If ‘No’, please specify “additional comments”, W il o T Ji
¥ )

if any:

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

 atansly S gy (kg plma | S S JA

3 1. Yes

a1 3

0 2. No

KO

%8 2 0

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

5 bmi Oﬁ g WO L7

) il gl g i) 2oal 2a Sl e US il S 1
s DL e Y

Teimv bo«o‘\gcd
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4.6 ATM and CDM machines

Gl g1y N il pall 3342l 4.6

a. Was the area surrounding the ATM and CDM

O g il 2B £ 1AV 5 V) i) ) 3] Jaaall D) S A

machines clean and presentable? ¢ el
3 1. Yes X 1| 3
0 2. No D b LU 0
If ‘No’, please specify “Why / Describe how the OGS Gyl /13" 2aa dllad e SMUST il pal) S
area was unclean: aeaday e S

b. Were the ATM and CDM machines functioning? fand il 1Yy (M) il eall 3 gl S8 JA o
3 1. Yes X m1| 3
0 2. No | x2| o0

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 AN i I saa Sllad e ST el S 13
S peall Glea gl saay) Jaad Y gl g 1Y)y Y1 Gl jeal)
(il glay o S

c. Was there sufficient cooling in the ATM/CDM area? CATM/CDM ddhais 3 3 CiSa) 5 380 (S A &
3 1% Yes E pai 1 3
0o |2 No [l B2 9
3 3. Not applicable O Giai Y 3 3
If ‘No’, please specify “the time at which at A Jamy ol g2l 2 1" daa Sllad e MST G pall IS
which the cooling was not functioning sS4 sl
4.7 Branch Ambience and Facilities gl g £ Al JA) plall g2t 4.7

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

Sy B JSEy Jany A gl Sl S A

3 1. Yes E ani 1 3
0 2. No O 2| 0
If ‘No’, please specify “Additional comments / Mgl Claadie” saa Sllal e ST O gall SIS 13
Describe how it was insufficient: S Al s ia )

b. Did the branch possess sufficient lighting?

A Gplaly £ A iy A o

3 1. Yes K m1| 3
0 2. No O 2| o
If ‘No’, please specify “Additional comments / [Midal Slaadia soa Hlak e MUS" b paldl 1S 13
Describe how it was insufficient: S S Al s syl
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c. Did the customer have sufficient waiting space / Toapall aelia e S 2o [ UG LS daloce Juanll S 0 o
seating area?
3 1. Yes ) mi1| 3
0 2. No O X2 0
) N bl al il "o, n b re NS Ll | - 3l
If ‘No’, please specify “Additional comments / 4 A" st "‘,, A "l “_ls :
i ; ; ) S ) o) S iy
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?

U:Jugﬂwsuio,.a,.na:.hglnmai,giQ,jieuﬁ..d@,c.a
fdaall (Sl g (lSall) il 35l Cilida ) ok 5

3 1. Yes a1 3

X 0O

0 2. No Yy2| o

If ‘No’, please specify “Additional comments /
Describe how it was insufficient:
0

Choa gl g fAgilia) Sllaada" saa dlliai e "NS" gl (IS 13
Ags oS5 Al as
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D. Greeting and Soft Skills of Staff Ol pall & Jlgay A &
5.1 Greeting of Customer Ot a0 5.1
a. Was the Mystery Shopper “promptly greeted / fe A A adgho jeb AL gedd)  do o oadllfcua A A3 A )
acknowledged” on entering the branch?
0 ®  No greeting / acknowledgement D il f s 5Y e 0
| e Greeted within 10 minutes of entering D Gaaall Jpas e 300 10 Da a3 1
2 e Greeted within 5 minutes of entering O Grandl Jgaa e G5 Ja a3l 2
3 * Immediately greeted on entering | Jpanll Jgaz jcua il e 3
b. Did the staff either / or: eTBYy P ECNERU - PUNIIFE I
a. Ask for the customer’s name? fpaall aud e Sl
b. Greet the customer by name? Taad S5 pe Jranly a2
e Yes, the customer was greeted by name / el e o faadl 80 aa bealh cua J) 25 Gl cami e
3 : O < , 3
asked for his / her name P
e No, the customer was not greeted by dand o S aly fdad S5 aa Jraaly cun gl S Wl NS
0 . X < . 0
name / asked for his or her name sl )
G e eadio) g "0 gal) laslia Sy L™ (il gal) L
¢ Did the staff ask, “How can | help you today?” o 3 e = ": ‘JL'S “J,: )L:
and Probe the purpose of the customer’s visit?
3 1. Yes, the staff did this D Sy Gl gall 2 2l i ] 3
0 2. No, staff did not do this X il sl ol Gy ) € D 0
d. Was the Mystery Shopper redirected on the Ealhal/chlial ol Al fsdd) dagiiel 80 o
basis of his / her needs?
1. Yes, he /she was redirected on the " 2 5 o :
: Palial/asalial I (3) seall dale! 35 aal .
4 basis of his / her needs D el el s el Alqal .
2. (OR) The first staff member o el 45 S g3 g1 il g il (5) 2
3 encountered probed the nature of D R ot ,‘5 -~ e ol 3
- ; ; aoela foreluy s L5 dasla
visit and assister him / her
3. No, he /she was not redirected on .
. Lealbalfasalial 0 3l aale) a5y Al NS
0 the basis of his / her needs E Waliaifidalial ol 450 Fael 3 ’
5.2 Soft Skills of Staff i peal) S 5 (i gl S e 5.2
a. Were the staff courteous on the customer making fanl) 336 Lusa A4S 08 0 jladin) sl Bl il gall SIS A )
his / her enquiry?
0 * No, the staff were not at all courteous D DY) e adciBgadl 6l 38 e 0
*  Yes, the staff were quite / reasonably R - 44 e
4 ALY [ 5 aal ¢
4 courteous E Faiade T hgall s pe® A
2 s Yes, the staff were courteous O Gl abgall Sl aai e 2
3 e Yes, the staff were very courteous D AL yak alhga) IS dl el @ 3
b. Did the staff demonstrate “active listening” on Tl il M o) slial” Bl 4B A o
customer enquiry?
* No, the staff did not demonstrate . Tt
' il plial ib gall e LY
g active listening D e i) 4By * 9
s Yes, the staff listened quite / : 2 e, W ; ; S
1 L_Hlﬁ' 4] ‘-H phi i \ ’lgdl ¢
reasonably actively E S g de s Wien @ R
2 e Yes, the staff listened actively D Loyl B gall dal il cani @ 2
3 * Yes, the staff listened very actively D ) G 8S CiBgadl da) Gl i e 3




8 Did the staff appear confident? Tadi G By Adl o cibhgall 4B 8 o

0 e No, the staff did not appear confident | [_] Aaki Ga BlgAdl o alsal gl d3S e
e Yes, the staff appeared quite / " i . 5
1 Jaa S5, Al 13 4d) b gall sl ¢
reasonably confident D . iy & glos Rl ggllicpel;
2 * Yes, the staff appeared confident m Adi e (Blg 4l Jo il gl gl cani @
3 e Yes, the staff appeared very confident | [] i (e el By G Jo il gall jgla cani @
d..th List the names of staff interacted « o alalad el ullipd slaud 3,8
with:
e« Mr./Ms. Oman, May 1 Ayl .
e Mr./Ms. 2 Aoyl e
Mr. / Ms. 3 Aoyl e
Mr. / Ms. 4 Alaldllf Latill .
3
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E. Staff Capability, Knowledge and Cross-Selling

Al g Alae g 4l A aall (5 ginang il gall 3,82

6.1 Staff Capability

OB gal) 508

6.1

€080 U8y (a3l Slalita) Al (8 il il gal) 8 Ja

a. Did the staff frequently probe the nature of the
customer's needs?
3 |1 Yes & axi 1 | 3
0 2. No a 3 2 L0
If ‘No’, please specify your comments: bl ) mliady o sla  $US" 1Y)
b. Did the staff activel i :
. Did the staff actively attempt to anticipate . _ . sk @ . z
£ g0 clalial Gliuy Allad 4 jla
customer needs? Gl Glaliial ghiuy e
3 1. Yes X P 3
0 2. No O % 2 0
If ‘No’, please specify your comments: ) liady aF ala  "AS" 13
c. Were the staff able to cater to the needs of the dal 5 lecs calhs (393 (e G 3l Slaliia) 40 il gal) plaia) JA S
customer without seeking the help of a colleague? o3 3
3 1. Yes % axi 1 3
0 2. No O M2 0
If ‘No’, please specify your comments: Wl Flialy o sla ) ST 1Y)
INT: IF the Answer is YES, so the answer for Q oA Ml VTG LY sla )l (J) gl 138 B aad G gad) GAS 13
D should be Not Applicable A Adadil)
d. Were the staff able to answer all / most of the
questions posed? Aoy _aall ALY aliaa [US (8 AdaY) il pall plaial Ja &
3 1. Yes X i1 3
0 2. No O 3% 2 0
3 3- Not Applicable [ Gy ¥ .3 3
If ‘No’, please specify your comments: 8l clals o8 cla ; 2S" 1Y
e. If the staff were unaware of the answer to a A il Al [ JIge e Y e )0 il pall 08 a1 13)
particular query / queries, did they politely “ask e 3 daf faUA e 00 5 e 2SN Jab e ABINIT Gudgss olia b
you to wait while they double-checked with the
system / a colleague”?
3 1. Yes D a1 t 3
0 2. No - 32 0
3 Not Applicable E Gual Y 3
If ‘No’, please specify your comments: Ul mliadly o dla ) ("NS" 1Y
9
+ -
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6.2 Product Knowledge and Cross Selling

ABY) )y p Al A el 6.2

Sladd y Sladie ddladie Al Sleglie ol gall 3l G A ke JS&

a. Overall, was the staff well-informed on Bank
Dhofar’s product and services? ¢ B
0 e Not at all informed D Sl e Slagleaagl e 0
¢ Wellinformed on at least a quarter / a
Saleaall -_Jma.dl \ il
1 few of the products and services D ? o B e 'f" “f',‘ - :I = ) |
discussed
2 ¢ Well informed on at least half of the D A A Sleasll y el dheal e Y1 e dlay @ 9
products and services discussed [ Piche 1k
¢ Wellinformed on at least three- 4 tig
Slatial e JiS1 gl gl B Y e Jay @
3 quarters 1_:r more of the products and E leiie 5 Y Shasady 3
services discussed
b. List the details of the “main purpose of your visit” ) A 5 52 LaS) "5l SU e N g Aluaia Aoy pda g B L

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

"MlJMM!M}J! Xy U.bwlh,dl&luld_ﬂ(u

sadhidl o34 q!

INT: LIST THE CODE FROM SECTION B.

S ekl (3o Ga ) RS, B 1y

0 * No knowledge at all D Aoy Je Ay e 0
¢ Wellinformed on at least a quarter / a
Sileaall y Solaial ) e
1 few of the products and services D 7 O Bl Iy 2 “f’; "k Ph"‘ * 1
; Lgaiilia a3 Al
discussed
2 * Wellinformed on at least half of the ] A A Sleaall y Siatidl cheal e Y1 e dlay @ 5
products and services discussed PAR
s Wellinformed on at least three { -
Sl oo ASE gl plyd A sy
3 quarters or more of the products and E ' o= A ‘E " Ji‘: "L A’u * 3
" " u.‘,.l....l ‘.J J"'" QL“'\:"HJ
services discussed
c. Did the staff attempt to “cross-sell” other products Glesd p Slaliad " ALGY) anl” o sl A glaey cilh gall o8 Ja =
and services? s Al
0 e Nocross selling at all X ALY e eyl gl ey i a0 0
1 e Cross-selling after a lot of prompting D S M) e Sl aay Al all Llaay W3 1
e (Cross-selling after a little / some ot L . - " =
i g AlaY) adl lasy 5l 2
. prompting D s VW on i H e ¢ *
3 e Immediate cross-selling attempt D soih e oyl alldlas i e 3
d. Did the staff explain Why Bank Dhofar’s products

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

AL Ll U iy Gilasdh g Giadia Vikal £ 5y il pal) o8 Ja &
PRl il e 4 e gl

3

1,

Yes

a1 3

0

2.

No

X0

aB 2 0

If ‘No’, please specify your comments:

A s gl ol S

m ellr
J/&ff J&r fn-ﬂ.-/lul‘ké

10
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e. Did the staff attempt to provide “complete [ Sladd g Sladie oo ALK Sl glaa” M'ﬁ "‘-‘J‘-_M-.' il gall 23 4
information” on Bank Dhofar’s products and | falall b luidll aa ik o
services, along with relevant literature? ’

INT: LIST THE CODE FROM SECTION B. & gl a a0 AL o sdaly

0 e No information at all } D Syl e Claglna¥ o 0
e Information provided on at least a i
Gliall il glaall e QiR fauy ) e slae) e
1 quarter / ?l few of the products and D L 3 A Sasilly i Tialy 1
services discussed
2 e Information provided on at least half E Saial; dalaid) Sl glaal cheal ) o clac) @ 2
of the products and services discussed 208 o5 A Sileaally
* Information provided on at least three i bt sel T
Sl gl e 81 g gl ) DS BN o ellac] e
3 quarters c?r more of the products and D a5 5 T Dasilly iy Adkiad 3
services discussed ‘
3 e Not Applicable Sdauy e 3

f.  Information on relevant procedures, faluall I3 Anylial) 4Ky SlaDiwal) g (Sile) Yl Al Sl glaa 7

documentation and follow-up method?
INT: LIST THE CODE FROM SECTION B. S andll Oa el A4S 3 daly
0 * Noinformation at all D ALY e Clagaay o 0
* Information provided on at least a
Glaiall e gladll e JAN fagy BY) o sllac] @

1 quarter / ? few of the products and D Wiiia 5 3l el y ezl 1

services discussed
2 e Information provided on at least half D Slatiall alaidl S glaall ciead B Je clac| e 5

of the products and services discussed Lgiliiia a3 Al laaally

e Information provided on at least three o . .
Sl glaall e 81 g gl ) A5 G o ellac| e

3 quar_ters crr more of the products and E LR 5 30 ohasally Cgdialy Akl 3

services discussed
3 e Not Applicable l Gy e

g Did the staff attempt to acquire more customer Jal o G i Al S0 Gila glaa Ad ad A glaay il gal) Al g
information so as to follow-up at the end of the visit? T30 Qs b dagliadly LAY
3 1. Yes O a1, 3
0 2. No |24 % 2 0
If ‘No’, please specify your comments: i mlady o ela S 1Y
tnfor ma hem
4

11
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F. Timeless < gl i
7.1 Timeless <l 7.1

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

o 332 3al) g gal) e Jalalll Sy (g A Jyda 2ie U1 oy |
s daadd) adiga o [ el i)

INT: SPECIFY TIME IN MINUTES: ‘

R a3l 23 1l

|
0 e  QOver 15 minutes O Wi 150e S e 0
1 e 5-10 minutes O 308 10-5 e 1
2 e 3-5minutes m Gilia5-3 e 2
3 e Under 3 minutes O SE W e il e 3

b. Did the customer feel like the queuing system

S8 Jany ciaall A (al N pURS) URYY AU 0l g ) el A L

and efficiently

Jad J8yy Al

* Not applicable (no numbering system)

(numbering system) functioned properly? ‘s
" ; e Queuing system (numbering system) O oo ey ¥ chall i (plY1) Ty M ) e 5
| did not function at all kY
: e Queuing system (numbering system) W An YRS e W d gl :
7 W aUa3) Caall LTy s o)
1 functioned, but it worked with a few D B Ly oy 1 i) v J ;;_; . 1
impediments | & N
i e Queuing system (numbering system) . D R
Al g 1 alas) caall ALyl Wl o)
2 functioned and it worked quite easily D ¢ ety (Y] ) L‘"’; ::Tt];i;)s Je = 7 4
and efficiently ) o
e Queuing system (numbering system) . el e s e ;
A g 13 Y1 alkas) caall iyl aldas o)
[ 3 functioned and it worked very easily E ¢ Jany (oY ) o A 3

(B A o3 i aa g V) Bialy Y .

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

Dise ol Ay ) 32 G yr3l 515 ik " Jal e il gl
" daadl)

INT: SPECIFY TIME IN MINUTES:

|2

:J.iL'I.‘Jl Eméi‘,l‘ da daly

7.2 Product /Services applied for and Turn Around s gl ) (i) Yole Jgeaadl qiglhal) Gl fpiiadl 7.2
Time
a. Product / Service / Request 1: 1Y) Al fAaadld) fpaidl
INT: MENTION PRODUCT / SERVICE ABOVE AND Apllll o oY 303l g ae Gl 3 S0l dasill fpiiddl S5l il
1 TIME TAKEN TO PROCESS REQUEST.
Nature of request: rdardl) dagh
Time taken: (days / weeks) () [553) PRECA RC ]
Additional Comments: dgdla) clal
12
+ +
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b. Product / Service / Request 1: ) Al flod)) fpiidl l
INT: MENTION PRODUCT / SERVICE ABOVE AND Agallall o1 o 385 gl e (s 5 pS0al Al friiad) S50 caly
TIME TAKEN TO PROCESS REQUEST. N
Nature of request: rdaadl) dagls
Time taken: (days / weeks) (&aall) [aL) s 3851 < gl
Additional Comments: dila) clad B
H. Additional Comments on Visit 15k 0k Adladiall A LaY) Cla i) B
(If any): : (g 0)
End of the Survey - Thank you very much....
S 8 = Claiead) Aty
For Office Use Only Jaid Cagall Jala aladiadd

G. TOTAL Branch Score
(Total unweighted branch score, summing all sections):

—— Batamsahar tindes Budliiaticn Total Points Scored in this Total Points Allocated /
Area: Parameter
G 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 R
i (\;LJ?‘JSQA&&)IHMJA‘_»;LLU|&P)
Jalall lawaiall LA £ jaza tawidl) 8 Alaeal) BU) £ gars 8 _kd ady o) Jatal) el

G Aadhal) Sl £ i |

-

OB gl S gy a3

A ) Lles 458 ey (cilB gal) 58 o
&:ai‘,li C
Ll § saza

13







