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PROJECT: Money
SHOPPER CODE DATA ENTRY EDITING
Name Number Name | Number Name
¢ |
:§_,)$u.“
T ~ —
AN ‘ adad Sl JEY gl S
a8 ) =ad) a3 I P a8l sy
i
A. Details of Visit 3050 Jasalds -
Bank Dhofar = il ol
Bank Muscat O L Sy
National Bank of Oman D el ik gl Sl 0 3y el g3 Sl g
HSBC-0I1B O HSBC-OIB <
1. Bank Visited
Bank Sohar D e ol
Oman Arab bank D o) e Sy
Ahli Bank O I RE
Other Bank: - Al oy
2a. Branch Name DhDFaF Bonk g il aul 12
2b. Branch Area Khod gl alge 22
3. Branch City l( ho 01 aedl 3
4. Branch Region Q E’.(/b AR
Day | Month | Year T T Y
5. Date of Visit
77 | oy I 20U | l
Hours | Minutes ) [ Sle L)
6. Start Time of Visit udllucd, 6
V2 DO
i pee] Sle L)
7. Total Duration of mrs S e
. sl 3ae 7
Visit OO J ’b |
1
+ +



' B. Purpose of Visit 3k 30 o -
! Opening a Saving S s lua A5
i or Current Account o Claa
{ Saving Scheme St Jls
i Housing Loan Ol A
! 1. J/Agep:t‘::iac:on for a new Product | Car Loan 3 ke o A (5)-“-3-# Zasi. / pia alle -9
| S oa | Al Syl 2aa gl [/ p quesdiall 380 18
| INT: SELECT AS RELEVANT AND/OR Educational Loan adad g i | A L S aly
PRODUCT/SERVICE
Personal Loan i (s A
Double your Salary A3 5 e lia
Offer
Youth & Student Ul y A2 4
Account

Opening a Savings
or Current Account

3 iy Sl =5

G S

Saving Scheme

EI:EI ROOO000O0/0 00000000

Housing Loan Bl i B
| 2. General Enquiry relatingtoa [ : — of 3 Lacd o Cpma e Blata ple luilal 2
specific Product, Service Car Loan o il ' Jages
and/or Facility Educational Loan ot | TSN el 9 g lhsediall 1K) comly
| INT: SELECT AS RELEVANT AND/OR —— A
' SPECIFY DETAILS OF Credit Cards S
PRODUCT/SERVICE ParanE Lash Ls
Double your Salary g
| Offer -
Youth & Student ik
i Aad] g el
Account

-
L
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(v Branch Presentation and Customer G5l Aasial) gl y £l jgdia o
Facilities ' : o : : '
4.1 Was Customer Parking instantly available for the x ‘ s
! i a
Mystery Shopper? A 85 e i g A Fauiall 2y A 41
3 1 Yes | pni 1 3
2. No D a8 2
i. Specify: g |
ii. Specify time taken to find parking: min. s il e ¥ D il
4.2 Entrance to Building sl I Jsaal 4.2
a. Was the Entrance Clean? | ellas Jasa) A s )
1
3 1. Yes X | axi 1 3
0o |2 No O % 2 0
If ‘No’, specify “Why / Describe how” the OIS S Caa gl 13 aaa Sl e MUST Gl gal) U1
entrance was unclean: ekl e Jaad)
b. Was the Entrance Convenient? tllia Jaaa oS Ja
3 1. Yes x| 1| 3
0 2. No O w2 o
If ‘No’, please specify “Why” the entrance was Taalia Jaadl 0S5 1 "3 aaa ¢ "US" il gadl IS 13 l
inconvenient:

4.3 Cleanliness of Premises el AU 4.3
Was the branch premises clean? SLLBS £ Al e S JA
3 1. Yes 2 1| 3
0 2. No O w2 o

tf rN ’ I H & % "
o', please specify Wh.v/ Describe how S A i) I s L e P gl S 1
the premises was unclean: A &
Aplai el
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4.4 Branding Material Lal cldal) 4.4
a. Posters / Branding material present on doors, walls 30 5y O)aad) ool W) e A S Sladle [ Ciliale 33 99 A
and windows?
3 1. Yes | 1| 3
0 2. No O 2| 0
If ‘No’, please specify “additional comments”, o) Ml Slaalla saa dllal e MU il padl S
if any: S
b. Pamphlets, Leaflets and Brochures on display? 2yl g Lkl i e a3 N
3 1. Yes B 1| 3
0 2. No O 2| 0
If ‘No’, please specify “additional comments”, O MRl Silhadl" s Aliad e MHS" Gl gall SO
if any: Saag
C. Branding material up-to-date? TRk 4y el cladall 3l ga JA S
3 1. Yes | 1| 3
0 2. No O %2 0
If ‘No’, please specify “additional comments”, O Magilal Slaa i saa Slliad e MUY il aldl SIS 1D
if any: =)
4.5 Presentation of Staff O gall 4Ba 4.5
a. Were employees present at over 90% of the branch Bigay agSlla o)y £ AN LA e (a %90 Ga A8 2905 S A L
desks and counters? daaill
3 1. Yes O 1| 3
0 2. No | w2| o
If ‘No’, please specify “additional comments”, O ML) Clha S saa Sllad e MOSY il padl 1S 13
if any: Tiaay
9 ny of /2 om'p/o;; eef were
owairlable
b. Were all / almost all of the staff neatly and ¥ e i R
¢ ; ; ) ;
professionally dressed? s el By Cull gl plan FORL O N 0
3 1. Yes 2 mil| 3
0 2. No D s 2 0
- |' ‘Il' 'L.-,‘ ‘;' - " ” «2 o ‘“ " - . !
If ‘No’, please specify “additional comments”, SRR Rl o Bk G A5 ol ) ‘{5 =
. 1aa gy
if any:
c. W all/almost the entire staff wearing name . . .
ere all/ w [ Caglandy Sl LS 0 sy (ol gall aliea [ JS G JA LS
badges?
3 1. Yes D a1 3
0 2. No X x2| o
If ‘No’, please specify “the approximate el e gall gy i1 saall daa Sllad e ISl gadl S
number of staff not wearing name badges: athands DS g Y
Mp one N wearina Hame
badges
4
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'46  ATM and CDM machines T S 131y NI il 3343 4.6
| a. Was the area surrounding the ATM and CDM O g il ) gyl y ) il el 3 ) Juaadl Ll CAS Ja
machines clean and presentable? ¢ gaall
3 1. Yes X 1| 3
0 2. No 0| 2| 0
If ‘No’, please specify “Why / Describe how the

__.J.\S " "S . ,.I Il;‘uu A3 st -2 __)4 ‘u\ " \_‘.I}_.‘l‘ JIS 'i;‘.i
area was unclean:

ek e S

b. Were the ATM and CDM machines functioning?

Sdaas g2kl £1a¥1 g Y il el § ) S A o
3 1. Yes X 1| 3
0 2. No O 22| 0

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

Soeal 4 S5 A )8 " s Sl e STl gal) 1S 13
el Glen gl aaa ) Jaad Y gl g1y V1 Gl el
(.’;.ﬁaﬂl t\_\f‘j'- 3 "_!'jl

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

c. Was there sufficient cooling in the ATM/CDM area? CATM/CDM 4dkia A s CiSal) 5 300 O JA &

3 1. Yes D a1 3
0o |2 No O 21 9
3 3. Not applicable E

SRy 3| 3
a8 Jamg al 30l g saa Sl e MUSY o gadl IS 1Y)

If ‘No’, please specify “the time at which at
which the cooling was not functioning

i JO0 gl
4.7 Branch Ambience and Facilities Clgedll g £ Al A3 alall sali 4.7
a. Was the branch air-conditioning fully functional TSy d JS5y Jany ) pgd) wiSall CAS A
and sufficient?
3 1. Yes E PN | 3
0 2. No O 2| 0
If ‘No’, please specify “Additional comments /

[agiial Slaa S aaa Hlad S MUS" Ol gall S 1A

Describe how it was insufficient: S S A as Gyl

b. Did the branch possess sufficient lighting?

A Sl £l gy A o
3 1. Yes 2 a1 3
0 2. No O M2 0
If ‘No’, please specify “Additional comments /

MMzl Cllaadil 2aa Slad e CUST G all S 1)

Describe how it was insufficient: S oS Ll as Caa
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c. Did the customer have sufficient waiting space /
seating area?

¢ e plall 2o Uia (e S 30 [ URIDN ABS Laleaa Joall 08 A S

i
3 1. Yes X 1| 3
0 2. No a 2| 0
If ‘No’, please specify “Additional comments / i “""IS)\S ul_’:; ‘.’.“S |3:
Describe how it was insufficient: oS S o oy J

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

A £ R Ja13 A8 guda pall UGN A pgany iy Gl e 0 LI A

=
el

T aal) (ySkal g (hSall) i ) Cilida N 2 5

3 1. Yes E pni 1 3
0 2. No O vy2| o
If ‘No’, please specify “Additional comments /

Describe how it was insufficient:

Ciia gl y fAdlal Glaadle” saa Sl e UST Ol gall S 1)
S Sl s
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D.  Greeting and Soft Skills of Staff Gl gal) S gy o A &
5.1 Greeting of Customer Gl e 3151

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

S AN N Adgda jeb AL Gaudall o b adllfoua SN W3 Ja )

e No greeting / acknowledgement

Nl TN | .

Greeted within 10 minutes of entering

Gaall Jsas e 3810 Dla s Al e ;

e Greeted within 5 minutes of entering

0
1 .
2
3

e Immediately greeted on entering

W N | = O

Gl i s Al e

b. Did the staff either / or:

1oaaY) gaaly b gall B A

a. Ask for the customer’s name?

? laanll v _:L.p o)

b. Greet the customer by name?

eh-‘)s_’c‘.;.’hﬂ:‘du_.&)u_l

. Yes, the customer was greeted by name /

lel‘;cgﬂ“-fw|)sl:.-é4-l§~_.&;j:‘?ﬁ;ﬂt‘;d L]

. asked for his / her name O ; Ll 3
e  No, the customer was not greeted by | A L Tty Wl /sl S5 pe Jpaally o il 5 W3S e
0 ; X , o
name / asked for his or her name \gandl 4l
A (6 eakiad) g "% a gl 0 Luia diSay S (il gall e
c Did the staff ask, “How can | help you today?” | - 3 e e ‘“,I e :'S: Jl;:_'
and Probe the purpose of the customer’s visit? 1 o
3 1. Yes, the staff did this X Ay by i 1 |3
0 2. No, staff did not do this O Ay s gl iy ol 0382 | o

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

Y RER T RER DSPTAE CU N PR I TP PO O

1. Yes, he / she was redirected on the

: basis of his / her needs

I:Il \Salial/talial ) () el aa sisdlel g il i1 |3

s ¥ encountered robed thenatureof || o gd i, i () 2|
visit and assister him / her et A

R AL T et I I
5.2 Soft Skills of Staff i il 40,8 g (i gall ) i 5.2
a. Were the staff courteous on the customer making aanl) 3.6 Lusa A (8 0 teaia) gl 3 il gall (AS i )

his / her enquiry?

0 * No, the staff were not at all courteous D Y Je ddcibgall (S a0 e 0

1 . ::: r::: tf:aff were quite / reasonably O g f ke ABLy iy LLa3 o opui i

2 e Yes, the staff were courteous E G cabsall S 0l el e 2 i

3 * Yes, the staff were very courteous D AL pad b gl 1S Al el e 3 |

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

Tmaall iy " k) plinal™ b gall 4B A o

* No, the staff did not demonstrate

i) plia) il gpall gl S
0 active listening D Farn s ol * B
e Yes, the staff listened quite / : . - 2 . . P
1 (P a4l Ak sy il gal) ) aal ¢
reasonably actively O Aol S gl ¢ Bl s po @ 3
2 e Yes, the staff listened actively E Llay) Gl gal) el 3l cans @ 2
3 e Yes, the staff listened very actively D ) Ga 8G CiBgal) sl 0l aal 3
+ +
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C. Did the staff appear confident? ‘ fhadi e Wy ) o i gall 4B A,

0 e No, the staff did not appear confident D Adi G Bl e Calhgall gl 38 .
e Yes, the staff appeared quite / ; 3 . R s
1 Jina Ak o ) g 43l i gall ‘
reasonably confident D i On AR 0 i
2 e Yes, the staff appeared confident E Akl G By Al o il el ani @
3 e Yes, the staff appeared very confident D A (o Lald Wiy ) o alagall gl cani @
d._th List the names of staff interacted agan caletad () (kB gl pland) SH 2
with:
o Mu/Ms. Limg 1 Ayl e
e Mr./Ms. 2 Aol laill e
e Mr./Ms. 3 Adallflalil e
e Mr./Ms. 4 A/ lal e
8
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E. Staff Capability, Knowledge and Cross-Selling Al gl Llee g 4l A aall (5 gisay ciligall 3,8 7
6.1 Staff Capability ‘ Oabgdl 38 6.1

¢80 J8 (gl Slalta) dasda (8 LYy il pall 4B Ja

a. Did the staff frequently probe the nature of the [
customer's needs? '
|
3 1 Yes O a1 3
0 2. No B 3 2 0
If ‘No’, please specify your comments: ’ A Ly o ala (ST 1Y)
cidn ! probe rhe nature
of +he cusfomer'S needs
b. Did the staff actively attempt to anticipate . ) T . 3
eoge ) Slabda) iy Allad Al glaay il gal) o8 Ja o
customer needs? [ Gl habia) Gy g ARl g8 N 55
3 1. Yes l pai 1 3
0 2. .No 2 | o
If ‘No’, please specify your comments: i Zlaady a8 dla ) ST 1Y) [
/ ! a ‘
ansh 'o/aofc corme, needS
c. Were the staff able to cater to the needs of the dal 3ol qilb 93 Ga G ) Slalta) A0 il gl plaiu) Ja o
customer without seeking the help of a colleague? (S PRl
3 1. Yes ﬂ a1 3
0 2. No O 38 2 0
If ‘No’, please specify your comments: i, Tlad o ela ;S 1)
INT: IF the Answer is YES , so the answer for Q o "R Y ALY el i (et 138 A pad ﬁ-l‘_)-‘e-“ oS 13
D should be Not Applicable & Al akiil
d. Were the staff able to answer all / most of the
questions posed? faa g aall ALY aBaa [US 8 Y b pall pllaiud Ja S
3 1. Yes D a1 3
0 2. No O %2 0
3 3- Not Applicable 24 Geai ¥ 3 3
If ‘No’, please specify your comments: ol laly B Bl MUST 1Y
e. If the staff were unaware of the answer to a A i il [oma JV g o Y e 10 Gilb gall 05 o113 2
particular query / queries, did they politely “ask el dal falRi e A5 e 28Ul Jal e UBINI™ Cuigdy i Gl
you to wait while they double-checked with the
system / a colleague”?
3 1. Yes O a1 3
0 2. No O s 2 0
3 Not Applicable & EOSTRY 3
If ‘No’, please specify your comments: A lads 4 sla ) MUST I
9
+ +
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6.2 Product Knowledge and Cross Selling GALaY! gl y gialy Al B adl 6.2
a. Overall, was the staff well-informed on Bank Slatd g Slatie; dhlaie ddeae Slaglae ciBpall g SIS Ja ple JS2 )
Dhofar’s product and services? - ¢ b oy
0 e Not at all informed 0O SNLY e e aglisd 0
e Wellinformed on at least a quarter / a ‘ i .
[ laaddly Sdadidl ) e JBY)
1 few of the products and services D 1 T O iR 0 "'G. "’i "k 'dul ‘ 1
) ilie 5 1
discussed 1
2 e Wellinformed on at least half of the K | A Sl y Slatiall cheal e S e ala; @ 5
products and services discussed | [Picke &)
e Wellinformed on at least three- ‘ ¢ -
Cilaiial e A8 gl gl 230 84
3 quarters or more of the products and | [] ! puign R ,EL" i, 3 "h: ﬁ * 3
services discussed J el ’
b. List the details of the “main purpose of your visit” pualll A (g 2 LaS) "B USN e ) o) Al A2 auda gy pd

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

M al) g Shadialy Faial DAl s s (6 Ol pal iy oy +(
adid) s34 b

INT: LIST THE CODE FROM SECTION B.

Sl 3o M) S A 1l

0 e No knowledge at all O ALY e Ay Y e 0
+ Wellinformed on at least a quarter / a ; 3
Slaadll y Slaaidl ) ; i S
1 few of the products and services [:I S s A e ‘ﬁ,_‘i, :" :1; = 1
discussed i
2 * Wellinformed on at least half of the 2 o A Sleaad) y latid) ciead e Y e alay @ 2
products and services discussed [Pk kW
« Well informed on at least three _ -
Slatiadl e 581 o) gl AN i
3 quarters or more of the products and O el On S813 i':-;i‘d- " :'J': _:'k 'luh * 3
services discussed L )
c¢. Did the staff attempt to “cross-sell” other products Gladd y Cladial " LAY Al o aldll A glaay il gal) 26 Ja S
and services? ¢ Al
(] e No cross selling at all O MYl e i) all ey iy ol o 0
1 e Cross-selling after a lot of prompting D U (o 880y eyl audl Llaas M5 e b
e Cross-selling after a little / some . . . .
2 S ey ¢ ) amy Al sl dolasy Al
prompting E ¥ oo i ey o oo e
3 * |Immediate cross-selling attempt D ool e eyl adl dgas i e 3
d. Did the staff explain Why Bank Dhofar’s products

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

ML) gual U G Claad y Cladie 13 7l il gl A8 G
tldilal) & gl e & ke "dgpnl)

3

1.. Yes

pnd 1 3

0

2. No

® 0O

&2 0

If ‘No’, please specify your comments:
groln' f Compare !

| the Com/uefv‘ﬁr.f

A cliads g sl ST

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 g Cladia 06 "ALS Sl glaa” dillae Y A glaay Cil gal) o6 Ja 7

filall Gi3 Skl aa ik oy

INT: LIST THE CODE FROM SECTION B.

S el (o a ) RIS A el

0 | e No information at all

| e Information provided on at least a

Gl Sl gladdl e I fau; T e clac] @

ALYl e Glaglay e 0
\
|

1 quarter / a few of the products and D j LB 5 2l casally clasidly 1
services discussed ‘ NG T
2 [ e Information provided on at least half E : Slatially Aleidl i gled)) chead S o ellac! @ 5
: of the products and services discussed ‘ e &0 A Sleaally ‘
+ Information provided on at least three il AT ,
Sl gladl i gl gLl A355 8 ac! @
3 quarters or more of the products and D . ::):;1 E" ¥ Ji "h 5 . s 3
services discussed S
3 | e Not Applicable GhiuY e 3

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

fllaall 13 daylial) 44Ky Slafiad) 5 (Dip) aYls Aliade Sla glea 7

INT: LIST THE CODE FROM SECTION B.

S peddl) a3l A0Sy B 1ialy

o | * Noinformation at all by e Claglaay e 0
* Information provided on at least a adl .
Aalaial Sl plaall e JuAN fag; S8V e ellac! .
1 quarter / ? few of the products and D LiBia 3 4&‘&; sl y sy 1
services discussed
2 * Information provided on at least half E Slatially dilaiall Sl gladdl chead B Je slac] e 2
of the products and services discussed il o Al Zleasll
e Information provided on at least three S sl rags 3
Sl gladdl e 581 gl gl AN JAY) e slac) @
3 quar_ters qr more of the products and ‘ EI (i Bty sianil, i 3
services discussed

3 e Not Applicable GilaiyY e |
g Did the staff attempt to acquire more customer Jal Ga Gl Allaia ST ila glae 43 e A glaey i gal) 40 Ja F
information so as to follow-up at the end of the visit? DB Al A ey AL
T Y
3 1. Yes O i 1, 3
0 2. No N - LI 0
If ‘No’, please specify your comments: J Ll plady o ol (S 1Y
digint} ask about |
g P mes 10for ma e

11
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F. Timeless cdgd .z
| 7.1 Timeless el 7.1

|
L

a.

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

o O pal) B sl e Jaladll Uy gl J5ha e ) 2y
2 Aaddl) adl e e [ alaY) Jadd)

INT: SPECIFY TIME IN MINUTES:

LA ea gl daa rdaly

1
0 e QOver 15 minutes O W‘ 88315 e S 0
1 e  5-10 minutes | 3452105 e 1
2 e 3-5minutes & ‘ &d:5-3 e 2
3 e Under 3 minutes O J SN e il e 3
b. Did the customer feel like the queuing system \ i JS&y Jany cial) A (sl aUS) I U5 0L g0 0 el A
(numbering system) functioned properly? | ; ‘e
. e Queuing system (numbering system) | ] } Ao Sy ¥ caall i (Y1) Ty ) e "
did not function at all | " BBy
e Queuing system (numbering system) } - T .
i .‘ : 35 plad) caall 4 el alas
1 functioned, but it worked with a few | D Qe Oyl {11 71 R o Rk il 1
: . 4 ! Sl oy
impediments ‘ |
e Queuing system (numbering system) | ; - S aay e s pRemeagy fkes
| Q“.. 1 1 SUSS 3 11 Ayl Wk o)
2 functioned and it worked quite easily | [] | ety (P! o5 L“i :r“ d;-':li “; ‘ 2
and efficiently | [ : :
¢ Queuing system (numbering system) | | « PR P R T
| | &4 Uy aUes) caall Uiy al 4l
3 functioned and it worked very easily 5 O sy Sty (1! ) J‘Jh& ; ‘PTLT.;. * 3
and efficiently | ’
e Not applicable (no numbering system) 4 E (Bl Sal,l i dag V) GibisY -
c. Time taken for the “purpose of the customer’s visit | L e sl e g L) e AT Jal e ) B
to be fulfilled once reaching the counter: | | e
INT: SPECIFY TIME IN MINUTES: ] O g < A Guaa i gl 33a lialy
7.2 Product /Services applied for and Turn Around gl ) i le J guand) oo gliaall Slesd [ziial) T2
Time
| a. Product / Service / Request 1: tt ) Apglal) fAandl) fpiia) )
INT: MENTION PRODUCT / SERVICE ABOVE AND Allall o oY 3aTl < gl e G 5 580 A fpmdl S3 il
TIME TAKEN TO PROCESS REQUEST. ¥
Nature of request: thaddl) dash
|
! Time taken: (days / weeks) (&1 [p50)) B e
I
! Additional Comments: el clal
|
12
+ +
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b. Product / Service / Request 1: ft ¥ el flasdll [l
INT: MENTION PRODUCT / SERVICE ABOVE AND Al ol oY 285l g aa G 55001 aadll [l SO il
TIME TAKEN TO PROCESS REQUEST. X
Nature of request: tdaddl) dauls
Time taken: (days / weeks) (&) [a41) 3 <l gl
Additional Comments: i) clal S
H. Additional Comments on Visit 23l Adlaial) Adlay) Gla Sha) .
(If any): (< )
Install  the quering (ydem
1
End of the Survey - Thank you very much....
M 188 — i) Algs
For Office Use Only haid C<al) JA) aladiudy
G. TOTAL Branch Score
(Total unweighted branch score, summing all sections):
Sl P e e e s 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
‘ £ Al bl £ saxa K
Jalal) [iawaial) B £ gara taaadl) (A Alacid) B £ gara o JLd) oy g3 Jaladl anadl)
Gl Aadial) Sl y £l ol <
G gall Sl gy a3 1 <
,‘,il.hw@.gli.,hs,d}..,.di,dliﬂé c
< gl r
Jalail) £ 3ana
13
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