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PROJECT: Money

SHOPPER CODE DATA ENTRY EDITING

Name Number Name Number Name

1§ gl
3,
?s] )]} 4 Gl Sl plaall Jaa B gaiiall e
e‘i)]‘ sl .-i_)l" asy ,a-i)-“ sy
A. Details of Visit 5L el |
Bank Dhofar O ila oy
Bank Muscat O i Ay
National Bank of Oman D el il gl S 45 a3 Sl 9
HSBC-OIB R HSBC-OIB <
1. Bank Visited
Bank Sohar O A ol
Oman Arab bank D e e Sl
Ahli Bank E] SV
Other Bank: Cal i
2a. Branch Name Banlk \?a]a|ah g il al 12
2b. Branch Area Salalah g il aige 2
3. Branch City Calalah i 3
4. Branch Region Dl(\D Fa(" akid 4
Day | Month | Year ™ T S am 5
5. Date of Visit
Y | oM | 20 g | !
Hours | Minutes ) [ Slelud)
6. Start Time of Visit iyl iy cd, 6
12 2L
ikl Slelud)
7. Total Duration of Lol Mgt o
Visit 0 Yyg Sl 7
v | I




+

' B. Purpose of Visit

I M| [ X7

1. Application for a new Product
/ Service

INT: SELECT AS RELEVANT AND/OR
SPECIFY DETAILS OF

| PRODUCT/SERVICE

Opening a Saving

or Current Account S Sl
Saving Scheme Sl plss
Housing Loan Ul A
Car Loan 3 ks a8
Educational Loan el
Credit Cards Qe ity
Personal Loan il o
g?ft;l:le your Salary A3 5 Cielia
:tz:;: f: Student Gl SN

(5)3n dass / mlie il 1
[ gl Gl 333 g1 [ g imdial) ) caly
FOREL

2. General Enquiry relating to 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

I

Educational Loan

Credit Cards

Personal Loan

. Doﬁb_l-é%ur_SaLary

Youth & Student

Account

OROOOOOO 0 O0OOOO0o0oo

= _

R o
Al g ! la

¥ Aenn e e Bladaple il D

| 1 aiall Jaaalis 33a 4i [ g quasliall j3d) 1ialy

FORES]
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€ Branch Presentation and Customer Gl il gl g £ oAl pgha
Facilities ok
4.1 Was Customer Parking instantly available for the . adl 2 s :
¢ il 4.1
Miysiery Shoppurt S e B b il g AL ] a5 Ja
3 1. Yes | 1 3
2. No d 5.2
i. Specify: -zom |
|
ii. Specify time taken to find parking: 2 min. i il ga Sy p S gl e
4.2 Entrance to Building il A Jsaa 4.2
a. Was the Entrance Clean? RS Jaaa) oS Ja )
3 |1 Yes | i1 3
0 2 No O 3 2 0
If ‘No’, specify “Why / Describe how” the S MS Cha ) /13T 2aa Slad e MUS" Glgaldl SAS 1Y
entrance was unclean: gl e Jaad
b. Was the Entrance Convenient? Plinidia Jadall CAS A o
3 1. Yes [ 1| 3
0 2. No O X2 0
If ‘No’, please specify “Why” the entrance was e Jaadl 5K Al "IHL" 2aa ¢ ST Gl gl S 1
inconvenient:

43 Cleanliness of Premises all A5 4.3
Was the branch premises clean? Ui g A e 1S Ja
3 1. Yes E PSR | 3
0 2. No mj 22| 0
If ‘No’, pif:ase specify “Why / Describe how | cus IS iy /I 33 Sllini yer "IS" il padl S 13
the premises was unclean: L T
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4.4 Branding Material

Ll i 4.4 |

a. Posters / Branding material present on doors, walls

and windows?

€38 3l g ) saad) ol ) e Ay lad Siladle [ Cideals 239y JA L

3 1. Yes m ani 3
0 2. No - Od w2| 0
If ‘No’, please specify “additional comments”, ' O ¢ "Agilal llaa N aaa Ald e MHE" il gall S 13
if any: Sy
b. Pamphlets, Leaflets and Brochures on display? il y SiSl) a e W3 00 e
3 1. Yes 4 w1l 3
0 2. No O x2| 0
If ‘No’, please specify “additional comments”, O il SlaaSie" sas Sllad e S Gl galdl 1S 13
if any: Waay
C Branding material up-to-date? FAla Ay ladl) Sladlal) i pe JA S
3 1. Yes E a1 3
0 2. No O 2| o0
If ‘No’, please specify “additional comments”, O MAailal CllaaMa" daa Sllad e MUET Glgaldl S 1
if any: Sy
4.5 Presentation of Staff Ol pall 4l2a 4.5
a. Were employees present at over 90% of the branch A gy agilSa g g £ AN AB g e %90 e ASI 2295 S Ja L
desks and counters? fdaaid)
3 1. Yes O mil| 3
0 2. No e} %w2| 0
If ‘No’, please specify “additional comments”, O ¢M"Ailal Cllaa Sl aa dllab e MUS" Ll gall S 1)
if any: ) Dy
U out o 3 were owailable
b. Were all / almost all of the staff neatly and & 4 y ~
¢ > - ‘ -
professionally dressed? G S Ol Gy g Gl gl plima | U8 S A
3 1. Yes X il 3
0 2. No B x2( o
. " 2 - 11 " ,” . i . " " - "
If ‘No’, please specify “additional comments”, o el St e AT gl "’15 -
if any: s
c. Were all/almost the entire staff wearing name . i . )
/ . Cagrlandy S LS & gaday (B gl pliaa [ JS OIS A S
badges?
3 1. Yes E a1 3
0 2. No O X2 0
If ‘No’, please specify “the approximate Sl (il pall oy ) saall 2aa Sliad e MUST S gall S 1)
number of staff not wearing name badges: s LS g Y
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4.6 ATM and CDM machines

G g1y ) Gl eall 3 3¢l 4.6

a. Was the area surrounding the ATM and CDM

Omin g i 2R £ 1Y) g ) Gl el 3 3g) Jaadl SIS S Ja )

machines clean and presentable? ¢ 4aalt
3 1. Yes X 1| 3
0 2. No D 38 2 0
If ‘No’, please specify “Why / Describe how the S S Caa gl ML 2aa Sliad e ST O gall 1S 13
area was unclean: e e Sl

b. Were the ATM and CDM machines functioning? fand gaikill g1y ) il el B gl SRS JA
3 1. Yes K m1| 3
0 2. No O w2l o

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 Gl e Al e ST gl S 1
Sl jeall Gl gl 2aa ) Jaad Y aEl g 1Y)y JIVE Gl jeall
(g gl "_3\;\

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

SATM/CDM 4dkis 2 2o ciSal 5l ool S8 Ja o

a1

3 1. Yes D 3
0o |2 No O X2 9
3 3. Not applicable X G ¥ 3| 3
If ‘No’, please specify “the time at which at A Jaay ol g3l 11" dna Slliad e MIS" il galdl 1S 13
which the cooling was not functioning 2 S0 s
4.7 Branch Ambience and Facilities Sl y £ Al JA13 alall g2l 4.7

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

TSy 2y Sy Jany ) g4 Sl S Oa

3 1. Yes

a1

0 2. No

OR

%82

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

Mgl Slaadle" 2aa Slliad e JUS" Ol gall 1813
S S A S ey

b. Did the branch possess sufficient lighting?

IS 3oLl ) gt A

N 1
3 1. Yes il 1] 3
0 2. No O 2| o
If ‘No’, please specify “Additional comments / (Gl Slaa " saa dlliad e MOIST ol gadl 1S 1)
Describe how it was insufficient: B R
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c. Did the customer have sufficient waiting space / fousial) 3o lia (e ilS 230 [ UBIDU AHS dabce Joanll JAS JA S
seating area?
3 1. Yes O m1| 3
0 2. No Kl 2| o
o D [igia) St 1a Al e IS" il yadl S 13
If ‘No’, please specify “Additional comments / T

Describe how it was insufficient:
Mo _epouab Chlowrsr tn  FAC

war ;l;nﬁ areq .

d. Did the customer find it easy to follow the signage Ay A 13 A g gl SN & iy O e gl a5

within the interiors of the branch, indicating different £ anll (Sl g (Sl Sl g e ) 355
counters/ work stations? ' '

3 L Yes O il 3

0 2. No 2 vy2| o

g No_, please _specnf\( Adt:flsnona-lcomments/ by figilal Saa S 33 liah e "IS" ol 2l S 1Y
escribe how it was insufficient: S 55 ) i

Ay  Clgnaceg
P -
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D.  Greeting and Soft Skills of Staff

Cpibsall Cljlgas o A &

5.1 Greeting of Customer

b i qua il 5.1

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

TR N Adgis s A el Jo o adllfcua G o5 Ja

0 e No greeting / acknowledgement E (S R* ey QTN Y 0
1 e Greeted within 10 minutes of entering D Joanll Jgao e 310 2 a3 @ 1
2 e Greeted within 5 minutes of entering D Jrandl Jgas e B 5 DA a1 2
3 e |mmediately greeted on entering D Grandl Jyas jpaa Al 3

b. Did the staff either / or:

i aY) gaaly cilbpall B8 4

a. Ask for the customer’s name?

? il 1|P..|;pu'l‘a_l

b. Greet the customer by name?

. . 3 1 3
Q.A..J)S..:.-‘_,:u..‘b\_unJu

®  Yes, the customer was greeted by name /

J‘M—'ﬁjmf@‘ﬁ)&éﬂjh#ﬂ‘ﬁﬁnﬁ. L]

3 ;
" asked for his / her name O Ll 4
¢  No, the customer was not greeted by dan) o s aly f danl 85 ae Jraally o il a3 2l (38 e
0 X [ ' S ‘ 0
name / asked for his or her name gl gl
B 6 i) g "0 pul) dDae lise 300 LAS™ (il gall <
c. Did the staff ask, “How can | help you today?” e 3 e i "‘: JL‘] “J: J-.u
and Probe the purpose of the customer’s visit? '
3 1. Yes, the staff did this D Sl Cal gall A8 26 caai 9 3
0 2. No, staff did not do this R A3y Gl pall pdy o (NS 2 o

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

alhal/aialial o sl A Goudall 498 3000 5 04 S

1. Yes, he/she was redirected on the

. basis of his / her needs

Lefalial/afaliial I (3)sanll 4am g Sale] 35 3l cpmi 1 3

2. (OR) The first staff member

O Jranll 4 T 3N W) ali gl it (4) 2

3 e'nf:ounterec-i probgd the nature of D taaels foseluny 5 ol dagele 3
visit and assister him / her

S| N vt e || i e meea | G
5.2 Soft Skills of Staff il 45 g Gl gall g 5.2
a. Were the staff courteous on the customer making and) 336 lana 4GhiS (8 0 uainal (50 (B il gal) (AS D )

his / her enquiry?

0 e No, the staff were not at all courteous | [] SaY! o gl ddbgall 05 W3S e 0

. . :sz,r::z::aff were quite / reasonably D g i e ALy iyl L5 il i @ "

2 * Yes, the staff were courteous D Gl il gl S il aai e 2

3 e Yes, the staff were very courteous < AL el Gl gl S il cani @ 3

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

el sy " kel plial” il pal) ) Ja

e No, the staff did not demonstrate ; :
| glial { o

0 active listening O ) plinal il pal) 4By ol 35 e 0

e Yes, the staff listened quite / : 4 " - ; Ee
1 Loy 4l Al Jhay Cib gl ) 24l ¢ ans

reasonably actively -LD ) S [ $ B gl Al L ipni 1
2 e Yes, the staff listened actively l O Lolay) il gall dual il ani 2
3 e Yes, the staff listened very actively i E G e i Gilhgall el Gl ani @ 3
7
+ +




c. Did the staff appear confident? Saidi (e By 43l o il gal) gl a

o

0 e No, the staff did not appear confident D ddi e Byl e Gabgal glal NS e
e Yes, the staff appeared quite / ) .. Lo
1 jl > u . ‘ -‘ -t | 1. . .
reasonably confident O i Gy M Al jekipal
2 e Yes, the staff appeared confident O ddi o (Blg A3l o il gl jela e e
3 e Yes, the staff appeared very confident E A (e Ll By ) o Cila gl jglacani @
:.nh' List the names of staff interacted cagia lata il gl planed S 2
e Mr./Ms. Female employee 1 AL/l e
o Mr./Ms. b 2 Ayl .
e Mr./Ms. 3 Aaul/lalill e
e Mr./Ms. 4 Aol ol e
8
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E. Staff Capability, Knowledge and Cross-Selling

Ay gl Alas g 4gal A mall (5 giunay il gall 5,8 7

6.1 Staff Capability

Ol gal) 5 a8

6.1

€ J8y o ) Slaliia) A 8 Ll il pal) o0 U |

a. Did the staff frequently probe the nature of the
customer's needs?
3 1. Yes X i1 3
0 v ) No O 38 2 0
If ‘No’, please specify your comments: ) plady B ol IS" 13 |
b. Did the staff actively attempt to anticipate £0100 ) Ckplgia) Fuias Ahah Al slany Lilh pald ot A op
customer needs? i
3 1. Yes X pa 1 3
0 2. No O %8 2 0
If ‘No’, please specify your comments: Ul ey o sla y S" 13
c. Were the staff able to cater to the needs of the Al a0l il (93 e G Slalal Al Gl gal) £l Ja o
customer without seeking the help of a colleague? T3 I
3 1. Yes ¥ a1 3
0 2. No O 3 2 0
If ‘No’, please specify your comments: 2l liadly ol ala (S 13)
INT: IF the Answer is YES , so the answer for Q o TR VG LY sl (Jid) 138 el il gad) G 1
D should be Not Applicable & AN Akidl
d. Were the staff able to answer all / most of the '
questions posed? da g kaall ALY aBas [US 0 AlaY) Gl gal) pllia) Ja &
3 1. Yes O ani 1 3
0 2. No O % 2 0
3 3- Not Applicable E S Y 3 3
If ‘No’, please specify your comments: bl mladly o dla ) ('IS" 1Y
e. If the staff were unaware of the answer to a A i Wi o Dl o LY o 1500 Gilh gpad) 0S5 2 130 2
particular query / queries, did they politely “ask a3l dal falBll e 400 5 e U Jal e UBIVI™ Cuigsy dia Gilla
you to wait while they double-checked with the
system / a colleague”?
3 1. Yes O pa 1 3
0 2. No O 3 2 0
3 Not Applicable [ X] Gelaiy Y 3
If ‘No’, please specify your comments: Wl o Sla (IS 1Y)
9
+ -
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and services possess a “Comparative advantage”

relative to competing banks?

+ -
6.2 Product Knowledge and Cross Selling ALY gl y il ) Al 6.2
a. Overall, was the staff well-informed on Bank S y Cladie; dlada dhane Slaglaa ciligall 58 SIS Ja e JS&
Dhofar’s product and services? ¢ Mk oy
0 | e Notatallinformed O SALY Ll chagaaal Gl @ 0
\ e Well informed on at least a quarter / a v ek o i
Slasall g Sladual - { y j\ !
1| few of the products and services O bl g Sl D QDR ‘F,:,:;_.:J: j ‘ 1
! discussed ‘
2 ‘ s Wellinformed on at least half of the D A A Slaaddl y Sl ciad oo JIY) e alay e 2
1 products and services discussed galili,
¢ Wellinformed on at least three- - ' &
Slafiall e 581 ol gl A28 S8
3 ‘ quarters or more of the products and E ' ko 28 tf,. - J_‘ ‘h ".Lu * 3
5 " iliia a3 Jﬂl \_;L.‘AJIJ
! services discussed
b. List the details of the “main purpose of your visit” pedll A g 5 LaS) "8l (i N o) sk Ay pad g ol
(as per SECTION B); rate the staff on the level of Mol Slalially dlatal) 42 el 5 e e Cn“ud‘_mﬁe ei._s !(G:
“product / service knowledge” in this area: Adlaidl s A
' Sl M A o 13y
INT: LIST THE CODE FROM SECTION B. I
0 * No knowledge at all D ALY Lo aly Y e 0
« Wellinformed on at least a quarter / a . ,
Glaadll  Siladiall - \ e JYI
1 few of the products and services D == O il Iy 0o ij "h A” * 1
discussed |
" e Wellinformed on at least half of the 0 [ f8 A leaadly Slatidl cieal 0o SV e play @ 5
products and services discussed 1 e
e Wellinformed on at least three 1 sel § ey
Clatidl e Sl g gl ADE Y e Wy @
3 quarters or more of the products and ] 238 5 D ey 3
services discussed
c. Did the staff attempt to “cross-sell” other products Gladd y Sladiad " laY) ™ o aldll A jlaay il gal) 43 Ja &
and services? el
| - -
0 e Nocross selling at all O SNYI e il il ey sl al @ 0
1 e Cross-selling after a lot of prompting D S ey e Sl amy Sl audl Gl e 1
5 e  Cross-selling after a little / some = ) i) o0 A g ) ) slans 6 @ 2
prompting ) e
3 ¢ Immediate cross-selling attempt D S Je Aoyl i glaa B e 3
d. Did the staff explain Why Bank Dhofar’s products

L™ gpal B Ly Slad y Sladie 3l 7k cilbgall ol Ga S
LU & gl ae & Ui Al

3

1. Yes

a1 3

0

2. No

O

xB2, 0

If ‘No’, please specify your comments:

.’.‘gi) :! . ' fi ;.-—'.BJ u"%" |_‘.'|

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?

Sladd y Sladia oo MALIS Sl glaa’ ilae Y A glaey il gl 50 4

filall I3 St aa ik A

INT: LIST THE CODE FROM SECTION B.

G ) (0 30 iy o 12l

0 * Noinformation at all D ALY e Glagaay e 0
 [nformation provided on at least a - i
Aileiadl Cila gladdl e AN Y e |
1 quarter / a few of the products and | - P,'J_ iMJ.;F‘::’_:J ": G:‘p' * 1
services discussed ¢ . PR
2 e Information provided on at least half E Slatially dilaiall i gladl) sl SV o cloc] @ s
of the products and services discussed i 5 Al sl
* Information provided on at least three e - .
Sila glaall e 381 gl gl ) 4G B Uac |
3 quarters or more of the productsand | [} "1:_:{;": '_’.I EJ " f] _.":.f.fn]; * 3
services discussed v S
3 e Not Applicable GihiY e 3

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

falall i3 Aaglial) 45Ky Claliaad) y (Sie) Yl Adlada Cla giaa 7

INT: LIST THE CODE FROM SECTION B.

CPW- P PR P FORN

0 * Noinformation at all D LYl e claglaay o 0
* Information provided on at least a i
Adlaiadl Sl gladdt \ By e |
1 quarter / a few of the products and D s ::-'J:*mquj: ”! h;’i. - I ‘ 1
services discussed o
2 * Information provided on at least half D Slatialy dilaiall i pladl il Y o clac] e 2
of the products and services discussed 1208l o3 Al Sleaadl
e Information provided on at least three i G ;
“ila | e 81 9l gl A5N5 J8 elae |
3 quarters or more of the products and E - ﬁi‘;‘)‘ )‘:& e_l."' 9y f?"f: "_“ ‘ 3
services discussed a SR
3 e NotApplicable GbiY e
g Did the staff attempt to acquire more customer Jab e Gl Adlaia IS0 e glaa 48 aad A glaay il gall a8 Ja F

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

T M ke b daially ol

3 1. Yes

a1 3

0 2. No

0K

as2 0

If ‘No’, please specify your comments:

) plady a8 ela  oS" 13

11
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'F.  Timeless gl r
| 7.1 Timeless < gl 74

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

o s pall Ga gl a Jaladll S5 g il Jpda die U Gy )
D Aaadd) adlga o [ alai) i)

" INT: SPECIFY TIME IN MINUTES:

TR e S ) daa sl

e Qver 15 minutes

Gda15 e Sl e

e 5-10 minutes

G2 10-5 e

AE:5-3 e

0
1
2 e 3-5minutes
3

¢ Under 3 minutes

Sl e 8 e

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

e Queuing system (numbering system)

0

1

2

3
OS2 Jany caall b (alh Y1 aUS) USIY) AU O g3l A L
s

0

o0y Y sl o (AT JESTH AR Y 8

i 3 functioned and it worked very easily
and efficiently

Juad Jey g dals

e Not applicable (no numbering system)

(£l fpli) phisa g V) 3iak Y @

0
did not function at all O | LY
e Queuing system (numbering system) R E L[R -
i P L) Caall LTy LUl )
1 functioned, but it worked with a few D ROty dany (] ) I d"‘;; — ‘ 1
impediments )
e Queuing system (numbering system) | 4 . .
A_'Iu,.l‘ »in waaall LY AUAS
2 functioned and it worked quite easily D ¥ Jaty (Y1 o) L.i:,.h L" 1 A * | 2
and efficiently ' +
i t i - Wed \
1 e Queuing system (numbering system) D Al pgany Satg (a5 51 o) Chual b ABSYI S 0 s

c. Time taken for the “purpose of the customer’s visit

A J) Jgeagll 2o G930 5505 i D" Jal e 234 g G

.
.

" i sal)

to be fulfilled once reaching the counter:

INT: SPECIFY TIME IN MINUTES: % L ‘ < B e i gl) 2ty
7.2 Product /Services applied for and Turn Around 1l ) Tl Yle J paaall o plinal) Ciladdh fpiiall 72
Time
a. Product / Service / Request 1: 1Y) Aplhal) fAaadd) fpiiall
INT: MENTION PRODUCT / SERVICE ABOVE AND Apllall o oY 35501 g ae Gl 5 5 S0l i) fpmiadl S5ty
TIME TAKEN TO PROCESS REQUEST.

Nature of request: : t4adid) dagh

Time taken: (days / weeks) (&) [a11) RRE AU

Additional Comments: i) cta) 8

12

a7 -
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b. Product / Service / Request 1: 1o Gullal) fAadl fpiidl

INT: MENTION PRODUCT / SERVICE ABOVE AND Fllall ol Y 3851 g e Gils 5,800 Laaall fpiiadl Sy

TIME TAKEN TO PROCESS REQUEST. .

Nature of request: sdasdl) dasds

Time taken: (days / weeks) (&l 1a3) s3854) < g

Additional Comments: iLa) il )
H. Additional Comments on Visit 25 0 dlail AdLaY) Cla i) 4
(If any): (=225 )

Mo number:hg \Qy\(km
End of the Survey - Thank you very much....
M 1,84 — ldal) gl

For Office Use Only haid Cogal) JAka aladiud
G. TOTAL Branch Score

(Total unweighted branch score, summing all sections):

e Bt S il oot Total Points Scored in this Total Points Allocated /
Area: Parameter
& Branch Presentation and Customer Facilities
D Greeting and Soft Skills of Staff
E Staff Capability, Knowledge and Cross-Selling
F Timeless
TOTAL SCORE
gl bl g yana 2
} (e%&‘ﬁtﬂs&ﬂ&ﬁ\%hﬂ]tw)
Jalall fAaai) BAD £ gara tanadll (3 Alacid)) B £ gara | 8 G| aly g3 Jalad) ]
i 8 Aahal) byl £ A oy =
(o pall S gy a3 &
DY) ) les g 438 jaa g (B gl 5 c
&b gl C
blail) R
13
+







