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PROJECT: Money
SHOPPER CODE DATA ENTRY EDITING SERIAL NO. ]
Name Number Name Number | Name T
Lo 1/0/4| 4|8
| 1 L |
(E sl
3l r ; - e "
‘d')j_\ CES.LJ‘ C_ﬂ.‘)ha]'l Jaa d)...uall ey
Al syl pi ) s a3 )l sl
A. Details of Visit | 305 Jaealds -
|

Bank Dhofar E sk aly

Bank Muscat O Lia Sy

National Bank of Oman O Jlaalt il gl i 0 o g S 4

HSBC-OIB O HSBC-OIB <
1. Bank Visited

Bank Sohar O Jr——

Oman Arab bank O A Jlae Sy

Ahli Bank O SV L |

Other Bank: coa) Sy
2a. Branch Name Dhqm,f M Sandn tbmn:h gl aut 12
2b. Branch Area M QOLAM gl s 2
3. Branch City Salalah Lad 3
4. Branch Region Dha £ s Gludl 4

Day '| Month | Year Add [ gl [ g skl an B

5. Date of Visit

ng | o4 | 204 | |

Hours [ Minutes ) | P)
6. Start Time of Visit suliucd, 6
\) yo
i wldal) Sleludl
7. Total Duration of e BEGCIS R
i U s 7
Visit 0o | vir P |




-+

| B. Purpose of Visit

| 1. Application for a new Product

/ Service

| INT: SELECT AS RELEVANT AND/OR

SPECIFY DETAILS OF
PRODUCT/SERVICE

Offer

Youth & Student
Account

Opening a Saving D BT T W
or Current Account b Sl
Saving Scheme D BECAIEY
Housing Loan E] Sl
Car Loan N % Ao i A
Educational Loan D adlad (a A
Credit Cards D ol Sy
Personal Loan o il o
Double your Salary D A3 Cielia
O

Ol y Ll s

(3).13.\;.3...;';]513..;,.:13-,1 '

1 oA Jpealis 3a i [ g ial) i) 1&aly
Aaail)

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

3 iy Sl =0

or Current Account | E | gl
Saving Scheme D Slaal alas
Housing Loan - '_;5.._3 e ‘
Car Loan 3w o A

Educational Loan

Credit Cards

Personal Loan

Double your Salary
[ Offer

Youth & Student
Account

i a8 | Iz

o5 Aadi ma plia (et ple jludiul 2
e

niiall Jaealis dan g [ g cueebiall 340 tdialy

FOREN]
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C.  Branch Presentation and Customer sl Aasiall CBlgelly £ e
cEacllities L ind i Sl N e e v B0 ol S s AL Nty Lo Rty ; 3
4.1 Was Customer Parking instantly available for the = 4 i L) <3
Mystery Shopper? Tl e 5l il ga ASD) audll 2y a4
3 1. Yes X a1 3
7. No O 32
i. Specify: [ o
ii. Specify time taken to find parking: l min. G il g ¥ 2N gl e i
4.2 Entrance to Building ol N Jeaall 4.2
a. Wasthe Entrance Clean? el Jaaa oAS Ja )
3 1. Yes E ani 1 ‘ 3
0 2. No O 8.9 0
If ‘No’, specify “Why / Describe how” the OIS "AS Cha gl 1OL" o Slliad e "OIS" il g S 13
entrance was unclean: ekl e Jaad)

b. Was the Entrance Convenient?

ldia Jaaal A8 A 0

3 1. Yes

| 3

0 2. No

O

282 0

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

Lalia Jand) 5% J 5L e ¢ NS Ll gl 1S 13

4.3 Cleanliness of Premises Al Al 4.3
Was the branch premises clean? TR g Al e (1S Ja
3 1. Yes ] | 3
0 2. No O X2| o0

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

oS " G gl ML daa Sl e "SISY il gadl IS 1)
Aglai e Sl
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4.4 Branding Material

Ay ladll aladiall 4.4

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

300 3l g S aad) ol W) e 4 el cladle [ Cieals a3 g A L

3 1. Yes B3 m1| 3
0 2. No O 2| o
If ‘No’, please specify “additional comments”, O Mgl Slaada" saa Sl e ST Gl gall AS 13
if any: Sy
b. Pamphlets, Leaflets and Brochures on display? ol il y Sl i ge a5 J
3 1. Yes X 1| 3
0 2. No O 2| o
If ‘No’, please specify “additional comments”, O (il Slaadla" 2aa Jlliai e MS" Gl galdl S 1M
if any: oy
¢ Branding material up-to-date? flhan Ay jladl Cladlall ) ga Ja S
3 1. Yes X 1| 3
0 2. No O 2| 0
If ‘No’, please specify “additional comments”, O "iila) Slaadia" e i e NS Ll galdl AS 13
if any: i
4.5 Presentation of Staff eib gl 4Ba 45
a. Were employees present at over 90% of the branch &l gay agilla gy £ Al AR ga Ga %90 Ga S g S Ja )
desks and counters? fdaail)
3 1. Yes | 1| 3
0 2. No X 2| 0
If ‘No’, please specify “additional comments”, O "Gilal Slaa " 2aa Slad e S L gall S 13
If;nvbu{ % 7 e Q.,Ja/'/aé)/c:, (D

b. Were all / almost all of the staff neatly and

Ty e on ol (3935 (ol gl i | S S A Lo

professionally dressed?
3 1. Yes E a1 3
0 2. No O X2| 0
. "e 2 - 11 " 5 ] - i - ‘II " i . -
If ‘No’, please specify “additional comments”, o sl Sl c il ll“fs -
=y

if any:

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

pdrandy S ¢ gy Gl gl pBima | JS OIS O

3 1. Yes E P 3
0 2. No O X2/( 0
If ‘No’, please specify “the approximate Copdll (pila gall oy 3 somll saa Slliad G ST Gl gadl S 1Y)
number of staff not wearing name badges: gy Sl L G maa Y
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4.6 ATM and CDM machines

G £y N il eall B34l 4.6

a. Was the area surrounding the ATM and CDM

Gy il A1 £139) 3 N i)l $ gl Bl GRS S A

machines clean and presentable? ¢ 4laall
3 1. Yes m pni ] 3
0 2. No D 3 2 0
If ‘No’, please specify “Why / Describe how the S "AS Cia ! /13" 2aa Sllad e JM'US" O gall S 1D
area was unclean: gkl e Sl
b. Were the ATM and CDM machines functioning? faad akill £1a g V) il peall 3 gl SRS A o
3 1. Yes R 1| 3
0 2. No O 2| 0
If ‘No’, please specify “the time at which at 3oeal 4 S5l 4_“ Z 1" saa Slliab e NS O galdl S0
which the ATM / CDM were not functioning Sl eall e 5l saag) Jand W AR gl Y Gl el
(and specify which machine, ATM or COM): At glayt 4 Y
¢. Was there sufficient cooling in the ATM/CDM area? TATM/CDM 4dhia 2 33 ciuSall g) 380 S Ja &
3 1. Yes D and 3
0o |2 No O X2
3 | 3. Notapplicable [ Gy ¥ 3| 3
If ‘No’, please specify “the time at which at b Jany ol 530 2 " ana Slliad (e ST Gl gl S 13
which the cooling was not functioning ua S ekl
Mo AC 10 +he ATM
crea  [FIE open areq
4.7 Branch Ambience and Facilities gl 5 £ AN Ja1S plall 21 4.7

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

TSy s JOS Jany i pgd) Sl (A8 G L

3 1. Yes

a1

0 2. No

OR

382

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

[Malal Claadla" s Slad e ST Gl all A4S 131
(S Sl S Caa

b. Did the branch possess sufficient lighting?

M Selal £ i) oy A 2

3 1. Yes

a1

3

0 2. No

22

0

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

Fagial e dia Al e "AS" ol epd) S 13
S
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c. Did the customer have sufficient waiting space /
seating area?

Coaslall solia Ga AS 2o [ UBEDU LA Lalaa Jpaall S4S JA O

3 1. Yes E pEr| 3
0 2. No O 22| 0
— S — [Magiial Slaada" 2aa dlliad (U Ll pall A4S 13
If ‘No’, please specify “Additional comments / S 5 ol i 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?

A9 B JA13 A guda pall G A gy &y ) G903 pladl A &
faall (Slal g (lSalt) ) gl cdlida ) 2l 5

3 1. Yes D ani 1 3
0 2 No X Yy2| o
If No‘, please -specaf}" Add:t_lonait comments / iy y fagilin) Cilaada" sia dllind G "MS" il pall S 13)
Describe how it was insufficient: S S o) s
Mo _clear Cignaac - i
s o
+ +
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'D.  Greeting and Soft Skills of Staff

Cibigall S gy A S

5.1 Greeting of Customer

Oy a3 5.1

g A M adgda j4b A 3

a. Was the Mystery Shopper “promptly greeted / dpidl o adlfcaa A a3 s
acknowledged” on entering the branch? ‘
0 e No greeting / acknowledgement ' E St RTEN Y | 0
1 e  Greeted within 10 minutes of entering D Jrandl Jyan e BilE 10 S cn Al @ 1
2 e Greeted within 5 minutes of entering D Graall Jgan e G5 JNa (s 3l @ 2
3 e Immediately greeted on entering D Gpandl Jyas jd a2 e 3
b. Did the staff either / or: ‘ 1oAY sl cibgal) a8 A o ;
a. Ask for the customer’s name? ' il il e J |
1
b. Greet the customer by name? faal 85 ae Jandly an
e  Yes, the customer was greeted by name / e e o faadl S5 e really o Gl 25 00 caed @
3 : | S : 3
asked for his / her name Lgans)
e No, the customer was not greeted by aasl e Sy aly /aad S5 ae Joanlly cua il 5 W3S @
0 , 24 & , 0
name / asked for his or her name el 4l
A G peadia) g "% gal) Shac b Sy CiS" (il pal) =
[ Did the staff ask, “How can | help you today?” s 3 e e ":’ JL‘] “‘J; 4_:
and Probe the purpose of the customer’s visit? -
3 1. Yes, the staff did this O Al Cala gal) 205 23] (a1 3
0 2. No, staff did not do this [ A1y Cila gl iy o O 2 0
d. Was the Mystery Shopper redirected on the fEalbal/aaiial e el Al Ggadadl agpidel a0 & '
basis of his / her needs? [
1. Yes, he/she was redirected on the s
: aldalfailalial N (3) sl 3 sale) 35 a8 ¢ pai
3 basis of his / her needs D abial/dalial L (Bl 4 i sl 5 ) cpai g 3
2. (OR) The first staff member ) . ; g
e Jaaall a3l gl | aa gall il (o
3 encountered probed the nature of O CRLaeE St ol .JJY P P (.’) -2 3
. ! . el foseluy s Ul dasia
visit and assister him / her
3. No, he /she was not redirected on ) . .
\ h‘-—k&' 7\.‘&' Py | ] (] _,-J | 23, .'JS. |
0 the basis of his / her needs E Habialfdlalal ) 4 gl Sdel 5 o 3 l 0
5.2 Soft Skills of Staff iyt 4089 Cullh gal Sl igs 5.2
a. Were the staff courteous on the customer making Tl 536 Luaa 4408 (8 5 sl al B il gal) S A
his / her enquiry?
0 *  No, the staff were not at all courteous | [] @Y e gl cibgall 0S40 8 . 0 |
e Yes, the staff were quite / reasonably . - - : o
4] AL (el gl 3 aal .
: courteous O e g b il ) s, (@ .
2 * Yes, the staff were courteous D G b S Al i e 2
3 e Yes, the staff were very courteous E ALl aak il gyl S a1l aad e 3
b. Did the staff demonstrate “active listening” on flsanll Jleadiodd " ola) plial il gad) 4l A o

customer enquiry?

* No, the staff did not demonstrate

sr"-"l‘ laal i | 5 o L9
g active listening D i R iy * o
* Yes, the staff listened quite / : . Fisa Ka . .
1 Lalag) 4] il pall ) 2 ani
reasonably actively O Al B JAlpha A oy il gl sl Gl aai e 1
2 * Yes, the staff listened actively D Lulagl b gall dual 3il ani @ 2
3 e Yes, the staff listened very actively Gag¥) a Sy il gal) sl 3l cani @ 3




C.

Did the staff appear confident?

Shcdi (e By A3 o i gl g A,

[}

No, the staff did not appear confident

i e (B A1 e il gl ey o] NS

Yes, the staff appeared quite /
reasonably confident

e JE2, Al e @l 4l Je Cids gl jeda caad

Yes, the staff appeared confident

ki e By ) o il gl el el

Yes, the staff appeared very confident

Ok oo

ki Gy Lalad @81y ) o cila pall pela cpal

d.ith List the names of staff interacted e lelad il (gl planed S 2
w :
o« Mr./Ms. Abdallah  Hayegn | 1 ALyl e
e  Mr./Ms. 2 ALl e
e Mr./ Ms. 3 Al Lalall *
e Mr./Ms. 4 Al .
8




+ + +

E. Staff Capability, Knowledge and Cross-Selling ALY gl Alee 5 4gal A mall (g iy il gal) 58 7

6.1 Staff Capability Csh gall 5 408 6.1

a. Did the staff frequently probe the nature of the €50 J8 O ) Slabdal Aagls (6 Ll il pall ol Ja )
customer's needs? |

3 1. Yes E a1 3
0 2. No | % 2 0
If ‘No’, please specify your comments: A ey A el US" 1)

b. Did the staff actively attempt to anticipate tousu 3 Chplyia  Par Ahab Al ghaney o gall ol 4
customer needs?

3 1. Yes X pni 1 3
0 2. No O _ 3 2 0
If ‘No’, please specify your comments: Sl pladly 48 ala ) S 1Y)
c. Were the staff able to cater to the needs of the daf 520 lea ilh (93 (e O3l Slaliia) Al il gall plliie) Ja S
customer without seeking the help of a colleague? 830
3 1. Yes O 1 3
0 2. No & % 2 0
If ‘No’, please specify your comments: A(/ ﬁb Tl Al sla ) IS 1Y)
He aclud +hy methogz_@awwﬂd come IPEK cipder 3 s nyf
INT: IF the Answer is YES , o the answer for Q o "Rl Yo Y sl il A sl wlapd) G 1)
D should be Not Applicable S A Akid)
d. Were the staff able to answer all / most of the 1 i o )
questions posed? < a5 aal) ALY aliaa [US C8 ALY il gall plaiu) Ja &
3 1. Yes E 1 L 3
0 2. No ? 3.2 0
3 3- Not Applicable O Gy ¥ .3 3
If ‘No’, please specify your comments: il plads aF Sl DIS" 1Y)

e. If the staff were unaware of the answer to a O (Adma AL [opma Vg o Y e 1000 il gal) 0S5 81 1)
particular query / queries, did they politely “ask e 2al faB e A5 e Sl Jal e ABIYI" Guigly i Galla
you to wait while they double-checked with the
system / a colleague”?

3 1. Yes D a1 3

0 2. No O 552 0

3 Not Applicable Gilais ¥ 3
If ‘No’, please specify your comments: ) liady o el US" 1




+ - +
6.2 Product Knowledge and Cross Selling ALBY) gl ially L) 43 e 6.2
a. Overall, was the staff well-informed on Bank Chadd g Sladiey Allaia Ahare Sia plae il gall A OIS A ale S5 )
Dhofar’s product and services? ¢ B A
0 e Not at all informed D ALY e Glaglaaanl ul @ 0
e Wellinformed on at least a quarter / a . .
o PRV Y | ILF Py ]|' . \ . H-.’ 1
1 few of the products and services D - = O A e ‘F:_;,:L 3 * 1
discussed ~
2 e Wellinformed on at least half of the O A A Slaad) y Ciladia) el pe Y e alay @ 3
products and services discussed lg5ialia
s Wellinformed on at least three- oy %
Siaiiall e iSH ) gl DG Y e das
3 quatl'ters or more of the products and E Radiia 5 A clasdly 3
services discussed
b. List the details of the “main purpose of your visit” peadl) A 5 Las) " el ) g Alale 4oy pay b o

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

Molaadll g Cladially i) 4d sl g g L—,,ih,.ul_,,,i:, i
sddlaidl oda A

INT: LIST THE CODE FROM SECTION B.

S peadl] G Ga ) A B il

0 * No knowledge at all D ALY e Ay Y e 0
e Wellinformed on at least a quarter / a :
Slaaall § Ciladidl | e JIY
1 few of the products and services D S O il s 0 'f.f “’h 'l" * 1
5 Lgiilia A J""“
discussed
2 e Wellinformed on at least half of the E & A sl y Clatid) cheal e S e ey e 2
products and services discussed il
e Wellinformed on at least three o .
Slafidl e S g gl i A28 S5
3 quarters or more of the products and D B 25 E_-f = 3 '{. "k 'l,u * 3
: g Lgiilia A J’hl' Silaaall 3
services discussed
c. Did the staff attempt to “cross-sell” other products Sladd g Sladial * ALY Al G aLAl A glaay il gal) A8 O O
and services? ?5 Al
0 e No cross selling at all O MYl e Al wdl dday g o] @ 0
1 e Cross-selling after a lot of prompting E S Uheaay) (o 880y el adl Aleas W5 1
9 . Cross—se-lling after a little / some D i o) G BN Sy sV ) Gy 2
prompting 7 - &
3 e Immediate cross-selling attempt D sai Jo eyl aul Agas i e 3
d. Did the staff explain Why Bank Dhofar’s products

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

ALaiY)™ Lggal B Ly Gl y Cladie 13 7 dy Cilh gal) o Ja &
fldliall & i) aa A5 i "Aguud)

3

1. Yes

pad 1. 3

0

2. No

0=

b L 0

If ‘No’, please specify your comments:

.ﬂﬂ‘ l\’:| . o ‘J ;na‘) s L 'i..\l

10
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Did the staff attempt to provide “complete
information” on Bank Dhofar’s products and
services, along with relevant literature?

Gladd y Sladie G5 "ALIS Sl glaa” ilae Y A ylaey wili gall o3 Ja ¢
filall il St aa b

INT: LIST THE CODE FROM SECTION B.

G ) G a0 A, o8 1l

0 * Noinformation at all D SOy e Slaglaay e 0
* Information provided on at least a Fod il i T g
Qlaidl Sl gladt - ) oy S e elac)
1 quarter / a few of the products and D "I“.Al '-'1}‘ J.m _“'t-'_« J_‘. “" ey = 1
X " —— _".'.l‘hﬂ.‘_‘.:..',\_r_” -
services discussed
2 e Information provided on at least half E Slaiialls dalaidl Sl gladl cieal B o clac) e 2
| of the products and services discussed Lgililia 8 A Slaaill
! e Information provided on at least three i ;i :
| S glaall (e 580 ) gl ) A B o cllac) @
3 quarters qr more of the products and D Wi o3 ) sl y ShnTialy Al 3
services discussed
3 e Not Applicable GhiY e 3
f.  Information on relevant procedures, alall Gl AagGal) Ly Clafiesall y (el aYl Alaie Sl glaa 7
documentation and follow-up method?
INT: LIST THE CODE FROM SECTION B. S addl) Cpa Gl g, ad 1laly
0 e Noinformation at all D LY e Slaglaay o 0
¢ Information provided on at least a <
Glaidll Sile glaall o Jol faa; S e slac) @
1 quantter/ .a few of the products and D SR 5 sl et 1
services discussed
2 e Information provided on at least half E Sladiall; dalaid) Sl gladl) ciead S o slac) @ 2
of the products and services discussed il 8 A sl
¢ Information provided on at least three L - .
Sl gladll eSS0 g gl ) AN WY o oellac) e
3 quat:ters crr more of the products and D e 5 3 Sasadl y Caviially lial 3
services discussed |
3 e NotApplicable Gl Y e .
g Did the staff attempt to acquire more customer Jal e Gl dlaie 61 Slaplae 4 jad A glaay il gall 43 Ja 7
information so as to follow-up at the end of the visit? 5 0 g A Ay S
3 1. Yes E a1 3
0 2. No O X 2. 0
If ‘No’, please specify your comments: 2l iy aF ely  "US" 13
11
+ +
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F. Timeless g T
7.1 Timeless < gl 74

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

o O g sal) (o gal) aa Jatall) Jaby gl Jgda e U oy )
s Aaadl) adi e e [ ala¥) i)

INT: SPECIFY TIME IN MINUTES:

:&R.i.\.“ e i gl) daa s lialy

and efficiently

Juad Jly Al

e Not applicable (no numbering system)

0 e Over 15 minutes m 3315 e JSI . 0
1 e  5-10 minutes O GM210-5 e 1
2 e 3-5minutes O GMi5-3 e 2
| 3 e Under 3 minutes D G EW il . 3
| b. Did the customer feel like the queuing system JS&y Jany cal) (A (2l aUAS) UG WURS Gl Gl el A
(numbering system) functioned properly? fraaua
0 e Queuing system (numbering system) D oo Jau ¥ ciall b (WU Y1) eyl Wl ol e 0
did not function at all Y
e Queuing system (numbering system) g . 2 T
: 1§ Y1 alks) caal) ey s o)
1 functioned, but it worked with a few D e e (ELER) M @?y;j; ’ 1
impediments )
e Queuing system (numbering system) - e .
Al g 3 5y alas) Caall Wiy SUs oy
2 functioned and it worked quite easily D ¢ e (ALY A59) L“i :n d?l-i?li S 8 2
and efficiently ) ot
e Queuing system (numbering system) - AR Tk R
U g 15, HU) Caal) b RSV Ui
3 functioned and it worked very easily D ¢ Jeg (ALY p5) ot LI AL e 3

(A ApE) sllaia ) Ba Y @ -

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

S 3a ) dea sl S0 0 gy 30 5 ik AaB” Jal e Bl g
o dasdll

INT: SPECIFY TIME IN MINUTES:

[T

10 e i gl daa sl

7.2 Product /Services applied for and Turn Around gl ) Tl e Jgaad) qiglhall Clasi fpiiadl 7.2
Time
a. Product / Service / Request 1: 1) Al fiaadd) fpiia)
INT: MENTION PRODUCT / SERVICE ABOVE AND Apllall o) ja¥ 305 il ae G 5 yS5) Lsi) fpiidl 3 caly
TIME TAKEN TO PROCESS REQUEST.
Nature of request: sdaddl) Ayl
Time taken: (days / weeks) (&) 1) 1) gl
Additional Comments: i) clal )
12
- +
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| b. Product / Service / Request 1: st o) Apllal) fAasid) fpmiad) o
INT: MENTION PRODUCT / SERVICE ABOVE AND Al o oY 355 gl aa Gl 5,800 Laail) fpiid) S5 il
TIME TAKEN TO PROCESS REQUEST. %
Nature of request: tdasill dask
Time taken: (days / weeks) (&) [5LY1) B
Additional Comments: LS )
J
H. Additional Comments on Visit 23kl Alladal) Adlay) Cila hall <
(If any): (=25 L)
|
i
;
N
End of the Survey - Thank you very much....
S 18 — i) Ay
For Office Use Only Jaid Caall Jala aladiuid
G. TOTAL Branch Score
(Total unweighted branch score, summing all sections):
Skt Basasiatar Dndles Boakistion 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 £ sana Re
(Y S aan o ill daa pal) e LG § gana)
Jalal) flaaid) UL £ gara tpndl) A Ayl B £ pana o LG oy g2 Jalal) el
G A Aadial) gl g £ Al apals &
OB pall S gy a3 <
#’_f‘l&ﬂ!&}l‘,dﬂ‘,‘ﬁ}dli)j c
Cj,}i c
Jlail £ sana
13
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