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PROJECT: Money
SHOPPER CODE DATA ENTRY EDITING SERIAL NO.
Name Number Name Number Name :
] 1104 | 1
1§ g sl
0 | " . .
=1 l ._};13-\-\3\ t;ll.a_,ll.a.u Jaal J‘,....u.h e
K ] [ A ! ] padl
!
I
A. Details of Visit 5L Jamald )
Bank Dhofar X i
Bank Muscat D Jaliaa Sy
National Bank of Oman D aadl ik gl Slidy Gy b g3 Sl 1
HSBC-0IB O HSBC-0IB
1. Bank Visited
Bank Sohar O Joa L |
Oman Arab bank O Al lae o |
Ahli Bank O S i |
Other Bank: A ey
2a. BranchN i |
ranch Name Dhﬂf—ar Pﬁomk gl A 12
2b. Branch Area WGO’LI' K&b@r\ g il aige 2
3. Branch City ww ubgof‘ Lad 3
4. Branch Region MMS Cﬂr -_
Day | Month | vear Al gl | e i 5
5. Date of Visit ‘
w0 o | 201d | | |
Hours | Minutes k) | e L)
6. Start Time of Visit iy cd, 6
IZ , 0 J2 d 3.
7. Total Duration of e Bfimites ) o o 18
Visit 00 | ' q l BJ‘k"'J]\ 32 7
1
+ +
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B. Purpose of Visit

Bk i -

1. Application for a new Product
/ Service

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

Opening a Saving

ELRSY P s WERE

or Current Account Sl Slaaa
Saving Scheme kil sl
Housing Loan Sl o A
Car Loan ks A
Educational Loan gailns i A
Credit Cards S S
Personal Loan gl e d
g?f:l:!e your Salary A 3 el
:22:,: :; Student Ly Gl Gia

(5)uas Aaxd [ miie illa
] el Juuald 223 i [ 5 ueadiall i) sSaly
FREL]

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

gl :'-.-i

G e

Saving Scheme

Housing Loan

Car Loan

Educational Loan

3

S

- S~

| Credit Cards

I

Personal Loan

Doublé;/éur Sélary
Offer

Youth & Student
| Account

OOO0O0O0OO0R OOOOO0O0O0O00O

o 3 A (Cpma miie Glalesle il 2
s

—.!1

|/ pial) Sl saa g} / g quuiall j2d) sialy

"
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C.  Branch Presentation and Customer
Facilities s :

ot Aadiall Sl y £ ke

4.1 Was Customer Parking instantly available for the

sl Ao B b il ga AL Faudall 2208 4.1

Mystery Shopper?
3 |1 Yes O axi 1 3
2. No E 38 2
i. Specify: ‘3sa |
ii. Specify time taken to find parking: 2 min. 4ads il ga g a0 G e
4.2 Entrance to Building ) ) Joial) 4.2
a. Was the Entrance Clean? LB Jaad) S Ja L)
3 1. Yes | a1 3
o |2 No X 38 2 0

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

S " el AR saa Al e IS Gl gl RS 1

: .‘-... s foah

ar e
the /:/ 00r
b. Was the Entrance Convenient? hnlia Jaaad C1S Ja o
3 1. Yes 24 1| 3
0 2. No a 2| o

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

Qastia Jaadl 0S5 o "I 22a « "IE" Ol gadl RS 13

4.3 Cleanliness of Premises | aEig3
Was the branch premises clean? TS Al e S A
3 1. Yes R 1| 3
0 2. No O 2| o

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

S S Chm g /13" 22a i Cpac MAS™ b gall SAS 130

Adai e Sl
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4.4

Branding Material

Ll claial 4.4

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

e

231 glll g ol ) o ) e Ay el Cladle [ Cieale 23 9 Ja L

3 1. Yes D 1| 3
0 2. No O 2| o
If ‘No’, please specify “additional comments”, O MAilal Silaadia" aa Sllad e ST Gl galdl 1S 1
if any: e

b. Pamphlets, Leaflets and Brochures on display?

el il y LSl e e a3 6

3 1. Yes E PEEN 3
0 2. No a 2| 0
If ‘No’, please specify “additional comments”, O "ilial Silaaia" sas Sllaad e MUST Gl gald) IS 13
if any: S
c. Branding material up-to-date? fllan Ay jladll Slaladl 3 ge A O
3 1. Yes E ani 1 3
0 2. No O w2 o
If ‘No’, please specify “additional comments”, O Magilel Claala" o Sllad e U Gl galdl 1S3
if any: e
4.5 Presentation of Staff Cudl gall 4Be 4.5
a. Were employees present at over 90% of the branch igay aguiila gl g £kl LAB e e %90 e S 330 5y JAS JA J
desks and counters? fdasid)
3 1. Yes O 1| 3
0 2. No 2 w2| o
If ‘No’, please specify “additional comments”, O gl Slaa " daa ALl (e MNS" Gl gad) S
if any: 1Cagy
2 oul o 2 were ovailable
b. Were all / almost all of the staff neatly and

professionally dressed?

T e Ol (90 Lol gl piaa [ JS S A L

3 1. Yes X m1| 3
0 2. No O w2 0
) N ) il Claa " 31 Al e IS gl AS 13
If ‘No’, please specify “additional comments”, oo - ol =l _;u:

if any:

¢. Were all/almost the entire staff wearing name

iy Sl gy (ol pal) pma [ S S JA

badges?

3 1. Yes O w1l 3
0 2. No X %w2| 0
If ‘No’, please specify “the approximate Gl (il gall ooy T saal) 2aa Slliad e ST Gl gall S 1
number of staff not wearing name badges: ey S LS gy Y

Mo ome /€ u)eamr? nam e

éec"’ﬁe{:‘ -
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4.6 ATM and CDM machines

S 1y I il pall 53g) 4.6

a. Was the area surrounding the ATM and CDM

Omd g wdalii 53R £ 10Ny V) il peal) 3 gl Tl S 008 Ja

machines clean and presentable? ¢ 4l
3 1. Yes X mi1| 3
0 2. No D NS 2 0
If ‘No’, please specify “Why / Describe how the IS "AS Cia gl /3L 2aa Hlai S MUST L gall AS 1
area was unclean: reulai e S

b. Were the ATM and CDM machines functioning?

fand Akl g1y N il pal) 3 gl s

e

3 1. Yes

a1

0 2. No

KO

a8 2

If ‘No’, please specify “the time at which at

which the ATM /-CDM were not functioning
(and specify which machine, ATM or CDM):

ATM  moachine  uncle r

moun e rance

el 4uh 0S5 o] AU " saa Sllad e "UST gl S 1S
il eall g gl saa ) Jaad Y galill g laY1y Y1 Gl el
;(,_;;i;'il‘c'._;_;‘jl 3 “,J'yl

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

CATM/CDM 4dkhia 3 39 ciSall ) 3,00 SAS Ja &

a1

3 1. Yes E 3
0o |2 No O X2 9
3 3. Not applicable D Guai ¥ 3 3
If ‘No’, please specify “the time at which at A ey ol s3I i g1 dan Sllad Cpa USM Clgaldl AS D
which the cooling was not functioning s JS0 sl
4.7 Branch Ambience and Facilities gl g £ Al JA3 plal) g2l 4.7

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

TSy 9 U5 Jang ) ) kSl S A

3 1. Yes ) 1| 3
0 2. No O w2 o
If ‘No’, please specify “Additional comments / fragl) Cilaadla aas Sllad e (OIS Ol gall S 13
Describe how it was insufficient: S S A s e

b. Did the branch possess sufficient lighting?

A 3pludaly £ Al aday JA

3 1. Yes E a1 3
0 2. No Il W2 0
If ‘No’, please specify “Additional comments / [agilal Slaada" aia Slliai e AS" gl S 1Y
Describe how it was insufficient: (S S Al S Caay)
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c. Did the customer have sufficient waiting space /
seating area?

fouplall ol e il 2oe [ UEIDU LAS dalisa Joaall S Ja &

3 1. Yes

a1 3

0 2. No

s 2 0

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

[l Claadle” 2aa Sliad e MUS lgall S
ielS 0% Al S iy

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

g BAN Ja13 A g gal) SN A gy Ay G Gge ) pllaad A S
fhand) (ySlal g (dllall) i gD Cilida ) Al 5

3 15 Yes

a1 3

0 2. No

@O

¥..2 0

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

Mo clear ignage
W S

‘_.l-.a’ij r‘._;.l‘u..‘ -QL‘A'I:LL" AR Y éu'.'ni ‘_)A gt \.rl‘».lll u.}s ’l_\J
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D. Greeting and Soft Skills of Staff

5.1 Greeting of Customer

sl G gy sl ]

Ol a3l 5.4

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

e Al ) adgia jgb Al §gediall ub.j,:.w._d,.-.‘.:n,:.,p,il

® No greeting / acknowledgement

Gl iY e

e Greeted within 10 minutes of entering

brandl Jsas e 382 10 & a3l @

Greeted within 5 minutes of entering

Laall Jgdn e 3025 i cua gl o

0
1
2 .
3

¢ Immediately greeted on entering

O00r

1
|
|
Sraall Jsas i JI e E

0
1
2
3

b. Did the staff either / or:

s aY) gaaly ik gall o Ja o

a. Ask for the customer’s name?

fsand) pud e e

b. Greet the customer by name?

?M..‘_)S.:c.o_:.‘m:umjw_a

*  Yes, the customer was greeted by name /

RO 0. LDV S Iy D (VS FRNETENG - [P PR T RS

3
3 asked for his / her name D (PO
e No, the customer was not greeted by dand e S aly /el S0 e Jraalhcum ) 25 S
0 . X < : 0
| name / asked for his or her name Lgaul 4 ;
A O eadiaa] g " gl OD0E e iy iiS" (il pall =
(2 Did the staff ask, “How can | help you today?” o 3 e ma ,‘: JL—.;J-. 5
draall 5 L5
and Probe the purpose of the customer’s visit?
3 1. Yes, the staff did this D Sy Gl gl o8 ol cani g 3
0 2. No, staff did not do this E Ay il gl a8 2 0
d. Was the Mystery Shopper redirected on the fgalbal/chlial Jdo el Adll Gl Aagdiiel 0 o

basis of his / her needs?

3 1. Yes, he / she was redirected on the
basis of his / her needs

Waldal/adalial (3) aall 4ga 3 3ale | 35 22 ani

2. (OR) The first staff member
3 encountered probed the nature of
visit and assister him / her

O

o6 Juaall «,Jnl .,;5‘ JaY! s gal) et (Ju) =2
el foreluys b5l dayk

3. No, he / she was not redirected on

g the basis of his / her needs

X

LekalialaTalial I e sl sale! &3 4l W3S 3

0

5.2 Soft Skills of Staff

Gl TS 3 o 3l G g 5.2

a. Were the staff courteous on the customer making

T paal) 335 Loua 4ghaS CF 0 buakinn) 530 3 i gall IS JA )

his / her enquiry?
0 * No, the staff were not at all courteous & Y e gl caBgall 6 Al S e 0
e Yes, the staff were quite / reasonably ) sy e gz o
4] adll | i .
1 OGSO D P A ke ABLY il gl Jad il cani e :
2 e Yes, the staff were courteous *L D Gl by S Al e 2
3 e Yes, the staff were very courteous ‘ O ALl 308 Gl gl S Gl aei @ 3
b. Did the staff demonstrate “active listening” on | flraall Ll " ) plieal” b pall 4B A o
customer enquiry? f |
e No, the staff did not demonstrate ' . . |
0 ' ) lial il pal) S8 |
active listening D = all oy gl * Q |
* Yes, the staff listened quite / : P ko ; . e
1 H.DL}." 4l ‘-lj )hl hlE ] | aal ¢
reasonably actively i ol i (M gile Rt Slani & 1
2 * Yes, the staff listened actively D Lslag) b gall Al 2l cani @ 2
3 e Yes, the staff listened very actively D ) G 5G Ciligall deal il e 3

+



Did the staff appear confident? i Tl (e (Wil y ) e il gal) g A,

[}

e No, the staff did not appear confident i 0 By Adl o Glagdl el S e

e Yes, the staff appeared quite /

= s i - 2 ." U] O
reasonably confident o S S el el e

* Yes, the staff appeared confident A e (Bl gad) Jo il gl gl caai e

O0 X0

e Yes, the staff appeared very confident A e Ll Byl o ilagadl gl ani e

i.ith. List the names of staff interacted sl ol gl i 58
o Mr./Ms. Drman Femole. 1 Lalillflalll o
e Mr./Ms. ! 2 A/ e
e Mr./Ms. 3 Al Lol e
e  Mr./ Ms. 4 ALyl e
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E. Staff Capability, Knowledge and Cross-Selling

) ) e g 48 ) 5 gl gl 558

6.1 Staff Capability

ol pall 5 28

6.1

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

0550 Jl () Slalia) dagh (e LY il gall o8 Ja

3 1. Yes

a1

0 Z. No

O X

282

If ‘No’, please specify your comments:

O plady o alay NS 13

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

Cop ) Slalia) Fliuy Al A glay il pal) 23 Ja

3 1. Yes

a1

0 2. No

O

2802

If ‘No’, please specify your comments:

AT, zladl o ol ST 1Y

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

2a) a0l b (93 G g ) Slaliial 4l Ui gal pllin) Ja S

customer without seeking the help of a colleague? S PR
3 1. Yes O pai 1 3
0 2. No R 38 2 0

If ‘No’, please specify your comments:
/‘f.(ked oﬁ;er Cd//caq wel

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

T gl g3 4l IS 1Y

o "l VG LY sla i (i) 14 B aad Gl gad) GAS 13

& Al Adadi))

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

fda g shal) ALY aBaa [JS o LY i gl plaiu) Ja &

3 1. Yes O pai 1 3
0 2. No 4| 38 .2 0
3 3- Not Applicable O Gk ¥V .3 3

If ‘No’, please specify your comments:
pther Colleaguec

o clady Al ST 1Y)

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

DA Al Al [oma Vg o Y e 130 Gl pall 085 013
e dal fallall e 405 e 28l Jal Ga JEINI" Gulgds dlia il

3 1. Yes O pui 1 3
0 2. No X ¥ 2 0
3 Not Applicable Gehais Y 3

If ‘No’, please specify your comments:

-

.-"‘\- 2 *y g o g
L s B ela S 1
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6.2 Product Knowledge and Cross Selling e el gaialy Alindall 4 aal 6.2
a. Overall, was the staff well-informed on Bank Sladd 5 Sladiey Akadae Ahere Sie pine il pall 52 S A ple JS2 )
Dhofar’s product and services? B Ly
0 e Not at all informed 2] GAY) Ll Clagmaanl ol o 0
e Wellinformed on at least a quarter / a
Shadill g Shagid) V fa s e JBYI 1
1 few of the products and services D = O ! {5 ‘f: J{‘ "k " 1
1 L..I.-.Jq“p.lq_d\
discussed
e Well informed ¢n at least half of the A Al Sleaddl y ladidl cial e Y e Jay e
2 ales O . 2
products and services discussed e
» Well informed on at least three- i -
Cladial e 81 ) B L
3 quarters or more of the products and | [] B ¥ 4 £ AU oo pla o 3
; : $idiia o5 Al clasill
services discussed

b. List the details of the “main purpose of your visit”
(as per SECTION B); rate the staff on the level of
“product / service knowledge” in this area:

JUS JPRT IR WU U TP DU (DY P S AR O

"Sladdl) g Slatialy glald) 4 add) (5 s o Gl pall aully aBy s(2

sadhlial oda q.l

INT: LIST THE CODE FROM SECTION B.

S peadl) (el AU B 1l

0 * No knowledge at all ALY Ll plyY 0
e Well informed on at least a quarter / a . ..
Claiall ¢ s Iy - { . fryi|
1 few of the products and services i O Gl fes ‘F, “f’f,, "h "h: * 1
discussed
2 e Wellinformed on at least half of the a5 Al Slaadll y Cilatia) el e Y1 e ey @ 2
products and services discussed i

e Well informed on at least three
3 quarters or more of the products and
services discussed

O 0 O|&—

\L\_\I;thp)‘aﬂjthjzm&*ﬂuhphg .

Ll 3 3 sl 3

c. Did the staff attempt to “cross-sell” other products

Gladd g ladial " ALY andl™ o 2Ll A glaey Cilh gl o Ja S

and services? S5 oAl
0 * Nocross selling at all E Sy o gl mdl Al sidl e 0
1 s Cross-selling after a lot of prompting D Sy e el ey i) i Ll W6 e 1
e Cross-selling after a little / some e = = 4 .
2 -l Y LIPS {] Y] ‘..:.Lm 3 2
prompting O Ml O Y 21y LY gl ey 3 0
3 e Immediate cross-selling attempt D ol e eyl aglldlgagali e 3

d. Did the staff explain Why Bank Dhofar’s products
and services possess a “Comparative advantage”
relative to competing banks?

L™ gl B L, Claad y Sladie 13l sy cilh gall o0 G4 &
FABU) & gl aa & e Mgl

3 1. Yes [ i 1, 3
0 2. No %) a2, 0
If ‘No’, please specify your comments: sl mlady o sla S 1Y)
nt e ith the

Cdm/’B#-';/or‘I

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 g Sladie (6 "ALIS Sla glaa” dlithe Y A glaay il gal) o0 Ja 7
falaall Gld CLaSh A ik oy

INT: LIST THE CODE FROM SECTION B.

el e el G B el

0 ¢ No information at all

IBY) e lagaay e 0

+ Information provided on at least a

Alaia) Sl glaall e SR Jag g Y o sllac] e

1 quarter / a few of the products and D Nimkme el iy sl g b §
Ala —ealal el
services discussed Hte g T Seaatly e
. * Information provided on at least half I:] Silatiall dilaial e glaadl ciiad B Je slac) e 2
of the products and services discussed Lailia o5 Al Slaoall
e Information provided on at least three S e AR :
il gladl I gl gl ) 4330 & ellac!
3 quarters or more of the products and D JL,:__.::f f,, ii‘).. i, ::‘ ‘_,hp‘..;‘ ‘ 3
services discussed v T
3 e Not Applicable I Gy e 3

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

falaall i) Anylial) 4000y SilaZieaal) y «Silp) Yl Ailais Sla glas

INT: LIST THE CODE FROM SECTION B.

S el (o el AL B 1l

0 e No information at all

SALY) e Clagia¥ o 0

e Information provided on at least a

Gl Sl glaall e IR faay Y e slas] e

1 quav:ter / a few of the products and D T e N 1
services discussed
2 e Information provided on at least half D Silatially dilaid) Sl gladl chead Y o sllac] @ 2
of the products and services discussed idiia 5 Al Silaadll
e Information provided on at least three _ ; ,
Sla gladl e 381 gl gl ) SN B (]
3 quarters or more of the products and | [_] ,1...4 il _,..s L : "ﬁ "hm’r’, E 3
) .F.-!..u;u‘_rul ..JL.‘.;J,._JL_a.u..IL;m'l
services discussed
3 e NotApplicable GiauY e
g- Did the staff attempt to acquire more customer Jal e G Py Alada 581 Gl glae A3 el A glaay il pall A6 A #
information so as to follow-up at the end of the visit? 3000 s A Al ALl
3 1. Yes P a1 3
0 2. No O ¥ 2 0

If ‘No’, please specify your comments:

‘ﬂ;l : :L.'A:J_.L.I F'i ‘l..-‘J Pl L4 'r..!

4y

11
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F.  Timeless il
7.1 Timeless < gl 7:1

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

ot O gall (B gal) aa Jaladll S8y g il Jgha 2o UBIN) |
D Aaadl) adiga e [ ale¥) Jadd)

INT: SPECIFY TIME IN MINUTES:

‘ ) Gaa Cd gl daa sl

and efficiently

Juad Jeiyy

0 e Over 15 minutes O 48215 e 8 . 0
1 e  5-10 minutes B G45210-5 e 1
2 e 3.5 minutes O 34353 e 2
3 ¢ Under 3 minutes D SRS el e 3
b. Did the customer feel like the queuing system S Jany ciiall B (2B i) UREN) a5 L Gl el A
(numbering system) functioned properly? e
8 ! e Queuing system (numbering system) O oo Jany ¥ caall b (Y1) lanyl Hlas ) e 0
l did not function at all kY
| e Queuing system (numbering system) N .
3 15 51 ) caall ST U )
1 | functioned, but it worked with a few D &e 81y Jany (Y1 pl53) v .Y gr= = 1
. - &-Il_’.“ ‘)ﬂ..n
| impediments
e Queuing system (numbering system) - " K s ik .
A g 15 591 pUai) Caall LTI U )
2 functioned and it worked quite easily D ¥ Jatg (Y1 p53) ' ; L o= 2
Lada ) Jlad Jly
and efficiently
e Queuing system (numbering system) - o L ek ai .
A 15,1 HUas) Caall ST U )
3 functioned and it worked very easily D s (P! p159) e art-a 3

e Not applicable (no numbering system)

(Bl Aol gl 22 s V) 3 Y @ -

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

adge I Jpagll 2 Gl 545 i D" Jal e didd) ) o
FE Xt

e,

INT: SPECIFY TIME IN MINUTES:

1A G il gl) aa 1l

7.2 Product /Services applied for and Turn Around gl N 1) e Jpaad) lladd) Gl Jpill 7.2
Time
a. Product / Service / Request 1: 1A Agllal) fAandl) fpiall )
INT: MENTION PRODUCT / SERVICE ABOVE AND Agllall o) oY il i g s 58000 dasill fpiiadl S daly
TIME TAKEN TO PROCESS REQUEST. ;
Nature of request: rdasdl) dauk
Time taken: (days / weeks) (&) [aLY1) 13800 gl
Additional Comments: AALa) cila) @)
12
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[
b. Product / Service / Request 1: 1V Agllall fAaadll friidl
INT: MENTION PRODUCT / SERVICE ABOVE AND Apllall o oy Al o o il 3,800 Losill friidl SO rialy
TIME TAKEN TO PROCESS REQUEST. ;
Nature of request: i) dals {
Time taken: (days / weeks) (& [aL41) RS ‘
Additional Comments: HiLa) clal @ ‘
\
l
H. Additional Comments on Visit 15k Adladal) A8LaY) Cila i) 2
(If any): (2 )
\Tﬁ?ff Should e more he/f’f“/ an ol
cooperahve gpol have mooe (nFO
akoud fproduc;’\c .
End of the Survey - Thank you very much....
S 188 — i) gl
For Office Use Only daid Cigal) Ja)a aladiudd
G. TOTAL Branch Score
(Total unweighted branch score, summing all sections):
— e e 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
,i ‘ £ Al Bl £ saxa £
(AEY) S pan op Jill daa jall e Ll § sans)
Jalal) [aaiall LU £ jara tpadll 3 Algal) B £ gara | o bGh) o3y ) Jalall [ Al
' g8 Aashall il g il s | &
OB gall S g y a2 &
Al Ales § 43 jma g ol gall 508 c
Cﬂﬁ\ C
Llaill £ 3ana
13
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