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PROJECT: Money
SHOPPER CODE DATA ENTRY L EDITING SERIAL NO.
Name Number [ Name Number Name F ¥
|9 | 1/0/4 /0|5
|
1E 3 )
Fy] e . . s
L Caadill s_:Ln,l:u.h Jdaal (3 gaiiall ey
b ) pony a8l pon] A8 )l )
I
A. Details of Visit 3L Jawalds
Bank Dhofar | Dl oly
Bank Muscat E daie Sl
National Bank of Oman O gaall ik gl Sl 1 a5 5l 2 s il 4
HSBC-0IB O HSBC-0IB L |
1. Bank Visited —
Bank Sohar [:I s 3l i
Oman Arab bank D oal) Gl iy l
Ahli Bank O SV L |
Other Bank: oA el
2a. Branch Name Banlc h/lb\&cﬁ‘} g il aul 12
2b. Branch Area MU’L"T& h T
3. Branch City Muccal ind 3
4. Branch Region O man ahid 4
Day I Month | Year ol i Yot ] asdl Ll an 5
5. Date of Visit
24 | o4 2014 J [
Hours |  Minutes S [ e
6. Start Time of Visit — sy cdy 6
\ 3 ' 5 2
H e Zle L)
7.  Total Duration of el L = s tuias 7
Visit bo | nC | 3oLl B
1
+




! B. Purpose of Visit 3l A
| Opening a Saving o il 25
E or Current Account ol Gl
i Saving Scheme BECPAIS
Housing Loan OSd a A
1. Application for a new Product | Car Loan 5 )l U )i (FJuss 2ada f piiacille 11
/ Service AT . Sk fiod v,
i <P S 5 eaiadl G saly
INT: SELECT AS RELEVANT AND/OR Educational Loan i e i | T :
SPECIFY DETAILS OF Credit Cards M—' Slilay
PRODUCT/SERVICE
Personal Loan s i
Double your Salary dil y el
| Offer
} Youth & Student
Account

| Opening a Savings
| or Current Account

Saving Scheme

Housing Loan

j"j‘ FPREY L e :__4._ - _‘:l--l—-\v da plo “.—-—l—-—u | 2 ;

2. General Enquiry relating to a

' specific Product, Service Car Loan il | . . Sl

7 and/or Facility Educational Loan g ) | DN et A g | g iymalial AL 0l |
| INT: SELECT AS RELEVANTAND/OR [ —————— iaail)
! SPECIFY DETAILS OF | Credit Cards el 2l |

[ PRODUCT/SERVICE

= . 4 |
Personal Loan s B |

| Double your Salary

0 0000OROOO0 00000000
:
]

Offer s
| Youth & Student SEE - B 8
Al g ] s
Account

]
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€.  Branch Presentation and Customer Gl Ladiall Cdlugedll g £ oA gl &
Facilities« ' B " : g :
4.1 Was Customer Parking instantly available for the — 2 o : s
Mystery Shopper? sl e 8 b il g AN dpedall 22y 0 4.1
3 1, Yes O pa 1 3
2 No E a2
i. Specify: Mo cushhm : o |
——LK‘—/QM‘?— . L=y
ii. Specify time taken to find parking: 5 min. D) il ge Sag a5 Sl a0
4.2 Entrance to Building el ) Jaa 4.2
a. Was the Entrance Clean? elLBs Jaad s L)
3 |1 Yes X 1 3
0 -4 No O 3 2 0

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

RS P gl ALY stac lllid (e £ HE® b gl (IS 10

reaad e Jaad)

b. Was the Entrance Convenient?

Flanstia Jaaal oS Ja o

3 1. Yes K sl 3
0 2. No O ®2| o0
If ‘No’, please specify “Why” the entrance was labia Jiad) 5K Al ALY 2aa ¢ MHS" il gall IS 13

inconvenient:

4.3 Cleanliness of Premises Gl i 4.3
Was the branch premises clean? CULBS £ AN e (S A
3 1. Yes O 1| 3
0 2. No P< a8 2 0
If ‘No’, plgase specify “Why / Describe how OIS " iy M 1m Lk (e ™SS gl S 13
the premises was unclean: G ek A
A lvt op repawin el A

~work 15 jom-‘fj o .
3
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4.4

Branding Material

Al cladlal) 4.4

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

2381510 5 Ol el ) e 4 e Gladle [ Cliala 2255 Ja L

3 1. Yes E ani 1 a
0 2. No D N8 9 0
If ‘No’, please specify “additional comments”, O Migilial Silatia s Slliad e NS Gl gall US13
if any: (e g

b. Pamphlets, Leaflets and Brochures on display? Syl y Sl e W3 A L
3 1. Yes E a1 3
0 2. No O X2 o0
If ‘No’, please specify “additional comments”, O el Slaadla saa dllad e MUST el S 1
if any: i g
[ Branding material up-to-date? falaa Ay ladll Clalal) ge Ja S
3 1. Yes K mil| 3
0 2. No O w2 0
If ‘No’, please specify “additional comments”, O MAgilal Slaadle" daa el e $"IUSY lgadl S 13
if any: Ty
4.5 Presentation of Staff Coibgall B0 45
a. Were employees present at over 90% of the branch algay agiSa )y g Al B ga e %90 (e S) 2 5 CAS O
desks and counters? faaaid)
3 1. Yes E a1 3
0 2. No O 2| o
If ‘No’, please specify “additional comments”, O M) cillaa " aaa Slliad e ST Gl gl SIS 13
if any: I
b. Were all / almost all of the staff neatly and

professionally dressed?

@ iy e o o] 353 (ol gl e [ JS IS b L

3 1. Yes P i1 3
0 2. No O X2 0
A T PO e I A 131
If ‘No’, please specify “additional comments”, L il 52! :‘m:
g o |

if any:

c. Were all/almost the entire staff wearing name

bad

ges?

agiansls S L Gy (il pall aBaa [ S S

¥
o

3

1. Yes

a1 3

0

2. No

OX

3s 2 0

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

) il gall g il 2aa 2 b e IS l el S 13
pabanls DS gy Y
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4.6 ATM and CDM machines

@k plaYly ) Gl el 534l 4.6

a. Was the area surrounding the ATM and CDM

Oman g il g3 £ 1AV g ) il peal) 3 gl Jaaal) S S Ja

machines clean and presentable? ¢ 4l
3 1. Yes E ani ] 3
0 2. No O w2| o
If ‘No’, please specify “Why / Describe how the O As Cayl 10 2aa Sllad e ST el S
area was unclean: R - v R LN
b. Were the ATM and CDM machines functioning? fdas g2l £y N il juall 5 gl SRS A o
3 1. Yes E, ani 1 3
0 2. No O w2 o
If ‘No’, please specify “the time at which at Sienl 4 0S5 4:1:11 S " saa el e SESY gl S 13
which the ATM / CDM were not functioning Sl peall Gl 5l d0ag) JaaS Y ol £ layly IV Gl el
(and specify which machine, ATM or CDM): ol gl ) N
c. Was there sufficient cooling in the ATM/CDM area? SATM/CDM 4dkie 2 1o Cifal) y) 3,00 S Ja &
3 Yes O 1|3
0 2 No = B2 g
3 3. Not applicable O G ¥ 3 3
If ‘No’, please specify “the time at which at A8 Jang ol 30 2 50" saa Sllad e ST gl S 1)
which the cooling was not functioning L Sy sl
Qpe/' oONCe  no
4.7 Branch Ambience and Facilities kgl g £ Al JA13 plall g2l 4.7

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

TSy 2 JSs ey ) ) OIS O

3 1. Yes | pai 1 3
0 2. No O 2| o0
If ‘No’, please specify “Additional comments / [idlal Slaa S 2aa b e ST Gl gall S0
Describe how it was insufficient: QO Ly CPA R ¥ WO

b. Did the branch possess sufficient lighting?

A 5oLl £ A el JA o

3 1. Yes

a1

3

0 2. No

O X

% 2 |

0

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

[aglcal Slaada" xa e e ST ol gall S|

S ) ol S i
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c. Did the customer have sufficient waiting space / fomgial) solia e il 230 [ SURIDU A0S dabue Jpaall GUS Ja S
seating area?

|
I

3 1. Yes E ' a1 3
t
0 2. No O 2| o
. L - . \ -1l -y " § ‘! . ' - ‘Ii\ " ] 'I -l‘ l.3|
If ‘No’, please specify “Additional comments / gl Chomchs” ‘:ls & _'.:s "‘.LS |
Describe how it was insufficient: & B =

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

ﬂ|3&ﬂ\d&hiﬂ,&ﬂ1&@li}m&hgiwﬂElhluldl,&
fdaal) OStal y (OhSl) Gl D Cilida ) 2 5

3 1. Yes and 1 3

Ox

0 2. No vy2| o

If ‘No’, please specify “Additional comments /

i : s . . | [—‘_- ol clkaa " dia ,!l ad i L -?ﬂ .rl "Sl.‘.‘.l
Describe how it was insufficient: i ' - S e

TS S s
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D. Greeting and Soft Skills of Staff G gall S jlga g i i &
5.1 Greeting of Customer S s 3151

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

e Al D Adghs sgd AN dgedal) o o adlfcua 30 a5 A )

e Nogreeting / acknowledgement

i gY  e |

Greeted within 10 minutes of entering

Jomnd J5d2 e 302 10 M a0 @

e Greeted within 5 minutes of entering

Jraadl Jgaa e U 5 J2d s il

0
1 .
Z
3

* |mmediately greeted on entering

KOO0

w (N = O

Sl Jps3 sph om0

b. Did the staff either / or:

HE S (RPICAES TR

a. Ask for the customer’s name?

tsanl) auil e S | l

b. Greet the customer by name?

e 3 Ll ) |
.leS..ea‘_,__u..q__nJ.s__ I

“ Yes, the customer was greeted by name /

}lefvhfm‘ﬁt‘ﬂq%&ﬂiéﬂnyi .

: asked for his / her name b Lol 1 3
0 e No, the customer was not greeted by D aad o Tl aly /At S5 ae Jpaaly can il Sy Wl 638 0 | 0
name / asked for his or her name Lgasal g} i
hd O i) g " gal) D0 lesa | AiSa CAS" (Al gall ‘ -
c. Did the staff ask, “How can | help you today?” o 3 e s ": ‘JL‘! n‘}: J:
and Probe the purpose of the customer’s visit? ’
3 1. Yes, the staff did this E Sy Cals gall A8 A2 caad 1 3
0 2. No, staff did not do this O A3y il gl Ly o 638 2 0

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

fabialalalial Jo Uy AL §gudall 4 gisalel i A S

1. Yes, he /she was redirected on the

S basis of his / her needs

Lefalial/atalial LI (5)Jsanll aua g3 sole ) 35 ) cani 4 3

2. (OR) The first staff member

O Jpandl 4y A1 g3 g¥) il gall il (1) 2

O xR O

3 encountered probed the nature of Basela foelusy 5 4 3 dngd 3
visit and assister him / her | ksl
3. No, he / she was not redirected on 1 .
Llalialfilaloal N 2t salel 23y o (K
g the basis of his / her needs ) HARRYSREE 1 LagliE) gl 3 “
5.2 Soft Skills of Staff o ot 4y g oAl gal S g 5.2
a. Were the staff courteous on the customer making sl 556 lsa S 06 beadind g 3 il pal) SAS A )
his / her enquiry?
0 * No, the staff were not at all courteous D Y o il il gall (8 A1 38 e 0
e Yes, the staff were quite / reasonably I S, . o
il P | ) L (O
! courteous O i [Al ke ALy b pall S il el e 1
2 | * Yes, the staff were courteous E Gl bl S Al i e 2
3 ll e Yes, the staff were very courteous D AL gl cilagall S il cami e 3
b. Did the staff demonstrate “active listening” on Claanl)l il " e slaal™ cilhgall 4Bl Ja o
customer enquiry?
s No, the staff did not demonstrate
0 ’ i) plina) il pall By o) (NS
active listening D il ol 4By Al . 0
e Yes, the staff listened quite / : 3 - i - 5 g
Lo 4l 4l gy il gall ) 22l cani
. reasonably actively o A S e 1
2 e Yes, the staff listened actively D Ll Bl sl ol i e 2
3 e Yes, the staff listened very actively D Al e G Ciligall sl 3l aal e 3




Did the staff appear confident? ‘ ‘ Tadi e (W Ad) e cdbgal)l 4 Ja o

e No, the staff did not appear confident ddi G (Bl adl o caligall gl Al NS

e Yes, the staff appeared quite /

b 88 s 30 By 4 16 ilipd 1ol com
reasonably confident Sy S o Bhgl ek gt

s Yes, the staff appeared confident Adi e Byl Jo Cabgal glaal e

00X O

e Yes, the staff appeared very confident i e Ll (@l Al o il gl el caai e

d..th List the names of staff interacted saqan il 23 olgall placd 3 &
with:

. Mr. / Ms. /b/asﬁe/ Mqai aud 1 alalallf Lalall .

o Mr./Ms. Ahic Lawetr 2 Wbl lalill o

e Mr. /Ms. 3 Ao/ Lol e

e Mr. /Ms. 4 Aol ol e
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E. Staff Capability, Knowledge and Cross-Selling

ALY ) Alee 5 Al A8l (5 ghusa g ccil gall 330

6.1 Staff Capability

sl gl 58 6.1

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

0550 8y Gl Slalia) Ak (8 LadluVL il gal) o3 Ja

3 1. Yes

ani 3

0 2 No

OR

x62 0

If ‘No’, please specify your comments:

) plads o sla ST 13

b. Did the staff actively attempt to anticipate
customer needs?

o) Slaliia) Huiu Alad U glany il gl ol Ja

3 1. Yes E a1 3
0 2. No O 38 2 0
If ‘No’, please specify your comments: 2 zlals af sl "US" 1Y)

c. Were the staff able to cater to the needs of the

22l 320l il (533 e G Shabia) 4l b gall plail JA S

customer without seeking the help of a colleague? Yol 3l
3 1. Yes E a1 3
0 2. No O 38 2 0

If ‘No’, please specify your comments:

INT: IF the Answer is YES, so the answer for Q
D should be Not Applicable

b " Y ALY sl () 138 B aad il gadl LS 0

A iy b ol " 1)

& Al Adadll)

d. Were the staff able to answer all / most of the
questions posed?

fda g shall ALY aBaa [JS 06 LY il gal) plaial Ja &

3 1. Yes & a1 3
0 2. No O 3 2 0
3 3- Not Applicable O Gk Y 3 3

If ‘No’, please specify your comments:

2T, iy g Sl S 1

e. If the staff were unaware of the answerto a
particular query / queries, did they politely “ask
you to wait while they double-checked with the
system / a colleague”?

JA Al AL [l Jlge e a1 e | a8 Gl 0% o 1)

ekl daf fABI e AU 5 e 25 Jal e RN iyl ol itk

3 1. Yes D ani 1 3
0 2. No O a5 0
3 Not Applicable E Gikaly Y 3

If ‘No’, please specify your comments:

A s A sl S 1)
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6.2 Product Knowledge and Cross Selling

el aull y giially ddladl 4b sl 6.2

Sladd y Ciladiey Allaia Ales ile glaa Cil pall 52 G JA ple JS3

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

a. Overall, was the staff well-informed on Bank
Dhofar’s product and services? ¢ B
! 0 e Notatall informed D Syl e Slaglnaasdl ul e | o0
|
e Wellinformed on at least a quarter / a ! i ’
Slaaddl y ciladial | = Y] |
l 1 few of the products and services D 45 on S e “F:__;:'c ::: * | 1
discussed # |
2 ¢ Wellinformed on at least half of the D A A Sleaall y Slalidl el fe JY e ey e 9
products and services discussed Fiche L9)
e Wellinformed on at least three- e s
Slatiadl e 381 gl gl ) ABNE B e Al
3 quarters or more of the products and E ' e Sl &L,“‘, i "'“ "L ,.:... ¢ 3
i + L‘.l...l‘Lu a2 4_u| ul_._\_\_.l_,
services discussed
b. List the details of the “main purpose of your visit” ) A g L) LU e N gl Aaie LaY gy b o

Molasdll 5 Slalially el Al 5 g’ e (udla pall sl ad g o(S
tdihiad) oda B

INT: LIST THE CODE FROM SECTION B.

S ) o 3l AU o8 1l

0 * Noknowledge at all D Ayl e Y e | 0
e Wellinformed on at least a quarter / a
Slaaall y Siladiall | = Y
1 few of the products and services D =2 o S [ ‘ﬁ‘;:;.t:h, j:' ¢ 1
discussed i
2 * Wellinformed on at least half of the ] & A Slaall y claiid) el e BV e oy @ "
products and services discussed il
e Wellinformed on at least three i e
Sladidl s A8l gl gl ) A i
3 quarters or more of the products and E ' o= 8 EL.::*‘ :‘j‘ :ij... * 3
services discussed a 2

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

c.  Did the staff attempt to “cross-sell” other products Clasd  Slalial " ALGY) A" o aLAL A glaey Cilh gal) o Ja 2
and services? el

| 0 e Nocross selling at all D @yl e Al adl Alaayadzal @ 0

ir 1 e (ross-selling after a lot of prompting D ' Sl Oa a8l sy Sl adl il 5 e 1

e Cross-selling after a little / some ) . . B
2 S iyl ¢ ) ay Ayl asd) Ales; U 2
prompting X = P oo B iy GRuied ol =
3 e Immediate cross-selling attempt D Sl e dlay) adl Ao e 3
d. Did the staff explain Why Bank Dhofar’s products

ALl gl i oy Sl g il 1 £y il gl 8 S0
CAdliall & i) g A e "l

3

1. Yes

a1 3

0

2. No

O

Js 2. 0

If ‘No’, please specify your comments:

ol mlady o ela ST 1

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? {

Cladd § Sladia (8 UALIS Sl glaa” Lilae Y A glaey il gal) 2B Ja 1z
falall il St aa b A3

INT: LIST THE CODE FROM SECTION B.

) G G AL G sl

0 * Noinformation at all D ALYl o Claghay o 0
* Information provided on at least a s !
Alaidl il gladll - | Y e sl |

1 quarter / a few of the products and D ,L.:“;\::bm ’f"‘) J_ I "J: M:; ‘ [ 1
services discussed o S i

2 * Information provided on at least half D Clatidl Glaid) il gladll ciial Y o ellae] o |
of the products and services discussed | [Pk bt (R PN [ ‘
» Information provided on at least three (1 {2 : i ‘
e glaadl e 381 gl gl ADS | ’

3 quarters or more of the products and D ,1...] ::..ﬁ:..]l E:_;lﬂ ‘j w"’hn ,f:c." * 3

services discussed i S
3 e Not Applicable & Gk Y e 3

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

iluall Ci3 daglial) Gk g Cilaieaall 3 Sip) eVl Adlaia Sla gles 7

INT: LIST THE CODE FROM SECTION B.

S ) (34 a0 Ay i raly

0 * Noinformation at all D Syl e Clajlaay o 0
* Information provided on at least a .
Alaiall Sl plaall (e Jalil fao; Y1 e cllae)
1 quarter / a few of the products and D SRE L E E i i 1
a2l a3 3l Slaaadl y Sladial
services discussed e 5 A Sl
2 e Information provided on at least half D Slatially Alaiall e gladl ceal Y Jo e 2
of the products and services discussed Lglilia 23 Al Cilaaldl
e Information provided on at least three i i ;
e glaall e 381 gl gl ) A3NE (B elac |
3 quarters or more of the products and D gl a0 SRITAB KD R ster) 3

services discussed

LB o5 A Silasally ilaially dalaiall

3 s Not Applicable

5

£ Y .

[ Did the staff attempt to acquire more customer
information so as to follow-up at the end of the visit?

Jal O gl Alaia JISH ila plaa 4D aal Al glaay ik pall o0 Ja 2
500 A A Aaially L

3 1. Yes O a1 3
0 2. No R ¥ 7 0
If ‘No’, please specify your comments: el mlady o ola ; "2IS" 1)

ddmt oegquire mire

Inpor marh o

11
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F.  Timeless il
7.1 Timeless o gl 71
a. Waiting time on entering the branch, before o O pall Gk gall i Jalalll Jady g dl) Jgda 2ie UBTY) )

dealing with the frontline staff:

D iaadd) adlga e [ ala¥) ladd)

INT: SPECIFY TIME IN MINUTES:

DR Caa il gl) 2aa rdaly

0 s  Over 15 minutes O Gi 15 e 8l . 0
1 e  5-10 minutes O 346:10-5 o 1
2 e 3-5minutes O 353 e 2
3 e Under 3 minutes | SR  Jl e 3
b. Did the customer feel like the queuing system JSEy Jany aall b (a1 a3 BRI pBS G ge D) md A Lo
(numbering system) functioned properly? ‘e
0 e Queuing system (numbering system) D o Jany ¥ ol b (MEY1) iyl alai o) e 0
did not function at all Y
e Queuing system (numbering system) £ LY Gl b b ks
: Py PN sy MU o)
1 functioned, but it worked with a few D Se O (HIV ) N dﬂ,’; gn:-: ' 1
impediments )
e Queuing system (numbering system) 1 4 s N T .
A s ¢ A5 Y1 aUal) caal) b UaSY) WU )
2 functioned and it worked quite easily D ¥ Jany (01 o) L_"_‘: i:" J'--ie‘li .“; * 2
and efficiently ) ’
e Queuing system (numbering system) . e P— _—
Al Y alal) caall Ay s o)
3 functioned and it worked very easily | [] M oA AR f,ju' < .PJ o * 3
and efficiently ’
e Not applicable (no numbering system) E (FoAll Apiy)alaizap¥) Gy Y -
c. Time taken for the “purpose of the customer’s visit dige A Jpash 36 Ggail) 505 i AuE" Jal e 3434 ;.i:,J\ =
to be fulfilled once reaching the counter: e
INT: SPECIFY TIME IN MINUTES: 20 i PR G B s rlaly

7.2 Product /Services applied for and Turn Around

Time

sl gl 1 T Yale J geaadl oo pllaall Ciladih fiiall 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:

A Al fAasdd) feiall
Allall ol Y 385 0 g aa Tis 555850 Losil i) S8 caly
el dagk

(s 155301) 38540 i g
Hdla) clal B

12
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| b. Product / Service / Request 1: st o) Allall fAasdl) el
INT: MENTION PRODUCT / SERVICE ABOVE AND Al ol pay 330 cl g e Gl 55,8500 Zaall el S il
TIME TAKEN TO PROCESS REQUEST. !
Nature of request: rdaddl) dagds
Time taken: (days / weeks) (&) ) +34) i gl
Additional Comments: idla) clal
H.  Additional Comments on Visit 25kl Adladall A8LaY) il il A
(If any): (Sany o)
No packing por the cughinent
The \Sgrf‘bvtno{xﬂ-ra Owrea 1§ Mf P %‘ MG\j )
End of the Survey - Thank you very much....
S 184 — pladu) Algs
For Office Use Only Lo Caall Jaha aladiusd

G. TOTAL Branch Score

(Total unweighted branch score, summing all sections):

ion Barbiter Undes biskatias Total Points Scored in this Total Points Allocated /
Area: Parameter
C Branch Presentation and Customer Facilities
D Greeting and Soft Skills of Staff :
I
E Staff Capability, Knowledge and Cross-Selling |
F Timeless
TOTAL SCORE
‘ EAN BRI g sara L E
) (?L:-:’Y‘JSCAAG&)lnmﬂngp.‘nM|&,m)
Jalall [Aaaiall LAl £ yara taaadl) A Alpeaal) B £ paza | o id) ady g dl) Jalal )

Car A At gl y £ Al el o

[~

Gl pall D gy a2

Ayl o) Ales g ATk s g (il pal) 308 z
d_,.l\l c
ball £ gana

13







