- + -
PROJECT: Money
SHOPPER CODE DATA ENTRY EDITING SERIAL NO.
Name Number Name Number Name e
I= 1104 |5 |6
1§ gl
3 ,l) 2 53 R . O R
] = ] 3 3 1
A. Details of Visit 3L Jaalds )
Bank Dhofar O sl oy
Bank Muscat X daia Sy
National Bank of Oman O tanll ila gt Sl a5l 5 Zaad A1 i) 1
HSBC-01B O HSBC-0OIB <L
1. Bank Visited
Bank Sohar O Jaaa dly
Oman Arab bank O oAl e L
Ahli Bank O SAY
Other Bank: oAl dly
2a. Branch Name < bhor anoh g il audl 12
2b. Branch Area SDL\OK‘ gl alga 2
3. Branch City \gOL‘O‘- ' d 3
4. Branch Region M Bal’lf\@ h Gl 4
Day | Month |  Year ™ T F P
5. Date of Visit
26 | %4 | 2y | |
Hours | Minutes GHa | Sl L)
6. Start Time of Visit _ oLl iy cd, 6
[0 cy
i (RN Sleld
7. Total Duration of Ko eadn el e 7
Visit 0 Q I ’ 0’ | 3kl s
1
+ +




+ + +
| B. Purpose of Visit 3L i o
Opening a Saving 3 g Slsa 3
or Current Account G lea
Saving Scheme Jaal sl
Housing Loan Sl a A ;
1 ?gglic_ation for a new Product | Car Loan il o i (93 At / e ol 1 |
J rvice " PR [ il Joeald 2aa gl [ g canediall a0 sl |
| INT: SELECT AS RELEVANT AND/OR Educational Loan el g i | T8 Sl
SPECIFY DETAILS OF Credit Cards il iy ;1
PRODUCT/SERVICE |
Personal Loan gadd (ya i
Double your Salary A3 el i
Offer
Youth & Student LSy el
Account

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

3 A s Sl 20

é‘._‘h-__:_d

baool hles
=2l aan

Credit Cards

Housing Loan Sl o 8
Car Loan ' B o
Educational Loan | gadlad A

OoORO0O000|0 0000000 0

[ Account

Personal Loan .
Double your Salary | A5~ Ak |

| Offer ' S |
} - { —— ~
Youth & Student I D R \
el e |

J.f_,w PRy pna :__._a_ \__}...l:..n ale /-_..L.‘ 2
f{w“hmmm"'lf_’—.b«u| _aa) :\-‘-QL.I |
il |




+ + +
C.  Branch Presentatlon and Custnmer w,_,n L.i.n ..d,,,..mn ¥] g DAl edhe o
Facilities 30!

4.1 Was Customer Parking Instantly available for the ¢ ol :

i 41
Mystery Shopper? ? sl o 5l rq-i-'i-“d&-ul‘ 2y e
3 1. Yes D i 1 3
2. No X 1 - T3
i. Specify: ‘ —
ii. Specify time taken to find parking: 2 min. iiss O PO PRV ) T J RV
4.2 Entrance to Building il A Jsaal 4.2
a. Wasthe Entrance Clean? LB Jaaa) o8 Ja )
3 1; Yes E ani g 3
0 2. No O - T 0
If ‘No’, specify “Why / Describe how” the S "AS Cia gl /1L 2aa Slliai e MHE" gl 1S 1D
entrance was unclean: ek 2 Jaad)

b. Was the Entrance Convenient? Flandda Jaaal S A

3 1. Yes & 1| 3
0 2. No O 2| o
If ‘No’, please specify “Why” the entrance was landia Jaadl S5 o "3 33a o "AS" Gl gal) IS 13

inconvenient:

4.3 Cleanliness of Premises el ABS 4.3
Was the branch premises clean? LB g Al lee S JA
3 1. Yes E a1 3
0 2. No D a8 2 0
If ‘No’, plfzase specify “Why / Describe how OIS " Cim ) M 2m Al pae "SS" gl S 13

the premises was unclean: = kil
el e gl




- - : +

4.4 Branding Material Al alaiall 4.4
a. Posters / Branding material present on doors, walls 280 ) g ol ol ) e 4 e Cldle [ Silheale a3 gy b
and windows?
3 1. Yes O sl 3
0 2. No R 2| 0
If ‘No’, please specify “additional comments”, O "ilal Slaa S sas Jlliad e THS" i gall S 13
if any: iDiday
Mo postere and branding
7 ) o
materials
b. Pamphlets, Leaflets and Brochures on display? ) il y Sl e e a3 0
3 1. Yes E pnd 1 3
0 2. No D 38 2 0
If ‘No’, please specify “additional comments”, O MAdlal Sllaa i saa Slad e MU Ol gall S0
if any: Dy
. Branding material up-to-date? falan 4y ladl) Claolal) 3 ge JA S
3 1. Yes X mil| 3
0 2. No O 2| 0
If ‘No’, please specify “additional comments”, O Magilal Claa i s Sllad e MUST Ol paldl IS 1
if any: RUILEN)
4.5 Presentation of Staff Ouib gl 4Ba 45
a. Were employees present at over 90% of the branch A gy agiiSa gl g £ A A ga G %90 e ASI 2309 S
desks and counters? faasdl)
3 1. Yes D a1 3
0 2. No K 2| 0
If ‘No’, please specify “additional comments”, O Ml Slaada" saa Hliad e MUS" O)gadl S 1Y
if any: ) iy
9 oul o 12 were guarlabl
I
b. Were all / almost all of the staff neatly and T % 5
¢ - - ‘ .
professionally dressed? A3 S Ol g Gl gl pBaa [ S USO8
3 1. Yes | mil| 3
0 2. No O 2| 0
I 'I.' " . |I 11 " ’H w2 & ‘ll " I . l"
If ‘No’, please specify “additional comments”, g g vl i a3 _"’_\S -
: )
if any:
c. Were all/almost the entire staff wearing name Englancdy S & gaag okl pall aBia f S CAS A
badges?
3 1. Yes 2| mil| 3
0 2. No O x2| o
If ‘No’, please specify “the approximate Cpdll (il gall s 0 soall o Sllad e (UUST lgad) S 13
number of staff not wearing name badges: sy S LS gmaay Y




+ - +
4.6 ATM and CDM machines [ G g1V y N il el 542 4.6
a. Was the area surrounding the ATM and CDM i O g i g R £14N g N il el 3 gl Japaall CAS) A8 a
machines clean and presentable? l ¢ gaal)
3 1. Yes E a1 3
0 2. No O X2| 0
If ‘No’, please specify “Why / Describe how the CAS S o gl ML 232 Hlad e ST gl A1
area was unclean: REN R S LN
b. Were the ATM and CDM machines functioning? Tand ikl £1a¥) g N il eall 33l GRS A
3 1. Yes 4] 1| 3
0 2. No O 22| o0
If ‘No’, please specify “the time at which at el 4 S5 S aa Sl e MOST il gall S T
which the ATM / CDM were not functioning il peall Glea ) 23 y) Jaad Y ARl glayly V1 Gl pall
(and specify which machine, ATM or CDM): (gl gyt ol
¢. Was there sufficient cooling in the ATM/CDM area? TATM/CDM 4dikis 3 3o ciSal) 5 200 08 Ja &
3 1. Yes (| a1 3
3 3. Not applicable 4 Gy ¥ .3 3
If ‘No’, please specify “the time at which at A Jaay ol o301 2 g aa Sllad e ST Gl gadl IS 1Y
which the cooling was not functioning 2 KL sl
4.7 Branch Ambience and Facilities Clagaadll g £ J303 plal) g2l 4.7

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

TSy 3 IS Jany A gl sl S A

3 1. Yes

pai 1

0 2. No

O

282

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

[l Slaad" saa Slliad e MHE" il gall S 1Y
o LR B W

b. Did the branch possess sufficient lighting?

A Gelal £ il gy A

3 1. Yes

L

3

0 2. No

OR

262

0

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

[Magilial Claadle” saa Sllad e STl gall IS 1
S Sl S eyl




+ + +

c. Did the customer have sufficient waiting space / Comslall 2o lia Ga i€ 2ae [ URI S daleis Jeaall S 0 S
seating area?
[
3 | 1. Yes E ani 3
O 2| 0

0 | 2. No

" . o L % 2 . ‘ PR b LY ” o2 - ‘Il " I tl . ;“
If ‘No’, please specify “Additional comments / [l ildead s s T "
! S S e AS iy

[
i 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?

T

ﬂuamdsuis,.a,.nmmﬂ@:,gi Qg plaiud Ja &
faall (yShal g (SlSall) il i hSl) cilida ) 0 5

3 1. Yes ani 1 3

OoX

0 2 No . 0

If ‘No’, please specify “Additional comments /

. 3 . i sl g fAdlon) Cllaa N ava HAlad e NSl pad) SIS 13
Describe how it was insufficient: QPP = - e ol gS 13

R
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D. Greeting and Soft Skills of Staff

Ol gall S jlgay a3 S

5.1 Greeting of Customer

O cua il 5.1

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

e A ) algis g AR Geudal) o G adllcua G o5 A )

* No greeting / acknowledgement

R B

e Greeted within 10 minutes of entering

1

Jraall Jgds e 38310 2 a3l

* Greeted within 5 minutes of entering

Jpenll Sy 0 3802 5 s a0 o

w I N | = | O

* |Immediately greeted on entering

RO0O0

Jpanll Jgas jgb i Gl o

0
1
2
3

b. Did the staff either / or:

100AY) gaaly il gl BB A

a. Ask for the customer’s name?

traall add e J |

b. Greet the customer by name?

?miﬁe‘,‘g‘g‘lﬂl?u_;_\__l

. Yes, the customer was greeted by name /

J\M_l;pu‘ufw‘)sican—.gaﬁ“&:ﬁu,ﬂ .

3
? asked for his / her name E and!
0 *  No, the customer was not greeted by D et o Sy aly /4 85 el csa Al i dl S 0 "
name / asked for his or her name PRV
A (8 el g T gal) Siae lena ISy CiiS" il gall =
Ci Did the staff ask, “How can | help you today?” i 3" . ":: JL'; n‘l; Jl:
and Probe the purpose of the customer’s visit?
3 1. Yes, the staff did this E Sy Cals gall A8 A cani 9 3
0 2. No, staff did not do this O A3y il il iy o (38 2 0

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

abialoalial o sl AL guiall g dale) &5 0A &

1. Yes, he / she was redirected on the

galial/adalial I (5)Jsaall 7 aole ) 25 20 el
3 basis of his / her needs D alialidalial A (f)dimal 45 F e 3
2. (OR) The first staff member . P ,
e Juanll a3l Y | paaiiadd { o)
3 encountered probed the nature of O e a ‘dﬂ ‘.'“‘“I o EJ) e 3
s ' » els foreluy s L5l daph
visit and assister him / her
3. No, he / she was not redirected on i S i
’ Lefalial/adalial 4 gl 3ale) 2 2l NS
2 the basis of his / her needs E abialadalial 4 gl Silel 5 o 3 g
5.2 Soft Skills of Staff i) Ay (pad pall S s 5,2
a. Were the staff courteous on the customer making pand) 530 Lsa AghsS (£ 0 aadliaa) 52l (B il gal) A8 A
his / her enquiry?
0 * No, the staff were not at all courteous D Y el caBgall 08 Wl S e 0
* Yes, the staff were quite / reasonably . - -2 .ot
’ aJ AdLL | al .
. courteous D i ML A - s 1
2 * Yes, the staff were courteous E i Gl bl Sl e 2
3 *  Yes, the staff were very courteous D ' AL aad il pall S Gl caad e 3

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

Caanl) Sladind¥ el slinal® il pall i) Ja

e No, the staff did not demonstrate

. | plina) il gall % LY
8 active listening D il 3l By ol * 0
* Yes, the staff listened quite / : G R s 5 W
| ) 4l ab gall | 2l el
| reasonably actively O G B A plle 4B,y B gl al ot o 1
2 i e Yes, the staff listened actively D Loyl Cilbh gall gl Gl cani @ 3
3 e Yes, the staff listened very actively E Ga¥) e 8S Cil gl aal el e 3
7
+ i



[ Did the staff appear confident? Pk (B A e il gal) g G4 o
0 * No, the staff did not appear confident D dadi o By ) Jo alagall i NS e
e Yes, the staff appeared quite / y : i - i .
1 S JS5, A ¢ |y 4d) agal) gala
reasonably confident E e On Byl o iyl el i
2 e Yes, the staff appeared confident D Adi Ha (Blg Al o il gl jelcani e
3 e Yes, the staff appeared very confident D i e Lalad B ) o Cilagd) gk cani @
d.-th List the names of staff interacted :agas clila (il (gl pull ptandh 3 &
with:
e Mr./Ms. EbhSam 1 Ayl e
e Mr. /Ms. 2 Aol lalil e
e  Mr./Ms. 3 Ao/ il e
e Mr./Ms. 4 Al lalil .
8
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F" E. Stafi Capahillty, Knowledge and Cross-Selling

ALY ol les Al D aal) (5 shan y cciligall 3 7

6.1 Staff Capability

Ol gall 5 a8

6.1

0,50 JSh (gl Slalta) dagh (e LY il gall o8 Ja

a. Did the staff frequently probe the nature of the
customer's needs?
3 1. Yes X i1 3
0 7 No O N 2 0
If ‘No’, please specify your comments: ) pliady oF sl "S" 13)
b. Did the staff actively attempt to anticipate R . ot aE - P
f | Slalla) Alad 4 glaas Cilh gall BB -
customar needs? O Slalda) iy ey B pall B3 A
3 1. Yes D PEEl | 3
0 2. No & % 2 0
If ‘No’, please specify your comments: ) mlady o Bl S" 1)
didn! L a Ib il
aeﬁ'upoﬁe Cusfrme, roeds
c. Were the staff able to cater to the needs of the aaf 3 leae b 33 G Gge 3N Slalida) Al il gall glhinl A &
customer without seeking the help of a colleague? b PR
3 1. Yes 4 axi 1 3
0 2. No O 38 2 0
If ‘No’, please specify your comments: ) ladly 8 la ) "US" 1)
INT: IF the Answer is YES , so the answer for Q o "l YO LY sl (Jigadl 130 A aad wlsadl G 1)
D should be Not Applicable A Akad)
d. Were the staff able to answer all / most of the )
questions posed? Tha g haall ALY aliaa [US o8 e il gall plaiul Ja &
3 1. Yes O pni 1 3
0 2. No O L3 0
3 3- Not Applicable & Giai ¥ .3 3
If ‘No’, please specify your comments: Ul Ly B ola ) MUS™ 13
e. If the staff were unaware of the answer to a JA e i [oma Jlism o Lo e 108 Gl gad) 085 a1 1) 1
particular query / queries, did they politely “ask a3l dal falall) e 4005 e Sl Jab cpe SUBANI™ Guudgls dlia Gilb
you to wait while they double-checked with the
system / a colleague”?
3 1. Yes | ni 1 3
0 2. No O 38 2 0
3 Not Applicable X Gulay ¥ 3
If ‘No’, please specify your comments: ) plady o8 ol MS" 13
9
- -
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6.2 Product Knowledge and Cross Selling Al gll g gidally Adlaiall 48 el 6.2
a. Overall, was the staff well-informed on Bank Sladd g Sladiey dllaie dhae Sl glae cilbgall g2 G A ple JS2
Dhofar’s product and services? ¢ s L
0 e Notatallinformed O SO b claghadnl ol @ 0
e Well informed on at least a quarter / a S e k.
laaadl g Slagidl ) y /I
1 few of the products and services E] AT on Sl fs ‘F. "'.’!.J., "'}j PLU * 1
. goadlia a3 “rﬂl
discussed
2 e Wellinformed on at least half of the i 25 A clasil) y Cladia) cheal oo JIY) e alay @ 5
products and services discussed [P b
e Well informed on at least three- - tx
Sladidl Ga S0 g gL B0 SV e Ay o
3 quau-'ters t?r more of the products and D (aiia 5 3 hasi 3
services discussed
b. List the details of the “main purpose of your visit” paakll B 5 LaS) M50 e ) i) Alaie dadY puaa gy ad

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

"Slasdll y Slalialy dadal) A el g e o Gl gall anlly aB g (S
tAdhid ol A

INT: LIST THE CODE FROM SECTION B.

S el (1 el AU, B il

0 * No knowledge at all D SBY e sy e 0
e Wellinformed on at least a quarter / a . = :
Slaaall y Sladiall e Juldl e JIY
1 few of the products and services D == g s o= 'i., _:'1: j * 1
discussed
e Wellinformed on at least half of the E 5 A Slasilly Ciladiall cial e Y e Moy @
2 5 e 2
products and services discussed —
e Wellinformed on at least three .
Slaiidl e il gl gl 238 I8 l
3 quarters or more of the products and D ' ek E'] .'fﬂ. o f:; :h] TJ ‘ 3
services discussed

Cladd g Clalial " ALY A" o aLAL A ylay cilh gall BB Ja S

¢. Did the staff attempt to “cross-sell” other products -
and services? s Al
0 e Nocross selling at all O SNyl e Aol adl Alagaial e 0
1 e Cross-selling after a lot of prompting E S o SN g Sl adl Bleas B e 1
e Cross-selling after a little / some -1 dhes . i 4 "
- Y el Aleay B 2
2 et O S o) 5a G 2wy ey sl i I
3 e Immediate cross-selling attempt D ol e Ayl aull Agan e 3
d. Did the staff explain Why Bank Dhofar’s products

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

LI ggal U Ly Glead y Sladie 13l 7 ey il pal o8 Ja &
Phadlial) &yl ae A e Al

3

1,

Yes

a1 3

0

2.

No

O X

X2 0

If ‘No’, please specify your comments:

A liads A ol IS 1Y)

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

Cladd g Sladia 06 "AlalS Sl glaa Litee Y A glaay il gall S8 Ja 2
falaall il SluaSll A il o

INT: LIST THE CODE FROM SECTION B.

S paadl) o el A W8 12l

0 ¢ No information at all

G e Chagiaa ¥ e 0

* Information provided on at least a

Glaiall il glaall e QR faa s SY e clae] e

1 quar'terl a few of the products and Gt 2 chasaly iy 1
services discussed
2 e Information provided on at least half Sladiadly dlaid) Sl glaal) cheal JY) o slac] e 5

of the products and services discussed

[Pici PP I PLEN

e Information provided on at least three
3 quarters or more of the products and
services discussed

0O R OO

;.fu_,u\d.a_):s‘ J| al..u\m:j‘ﬂuk 5‘..'::-] . 3
l‘-'l_-l.‘é":'.'l];.l‘ .-I]Jélvt-b'-'-ll]

3 o Not Applicable BdaliY e 3
f.  Information on relevant procedures, ; falual) i3 Aaglial) LKy aSienal g Slpl Yl Ahlada Sla glae 7
documentation and follow-up method? '
INT: LIST THE CODE FROM SECTION B. G pnall o a0 S, o 12l
0 e Noinformation at all D Gyl e Glaglaay e 0
e Information provided on at least a .
Glaidl il gladll G SR Jagy Y o sllac] @
1 quarter / ? few of the products and D A sl il 1
services discussed
2 * Information provided on at least half E Slatially dalaid) Sl plaall ciead ) o claz] e 2
of the products and services discussed [Pick EPR g (S DL T
e Information provided on at least three i : A
Sl glaadl e JASH i gl ) ADG B Uae |
3 quarters or more of the products and D ’]‘:‘Aj";i‘:ﬁ\ E:-‘-‘-i*": :ﬁ t-t"‘ - N 3
services discussed y ‘
3 e Not Applicable kY e
g Did the staff attempt to acquire more customer Jal O Gl Allaia 81 Sla glaa 43 e 4 glaay cilb gl 53 Ja 2

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

15 i b A dnglialy ol

3 1. Yes

a1 3

0 2. No

OR

X2 0

If ‘No’, please specify your comments:

.ﬂ:iJ :’_dil_l ?i “-—.‘J ‘n\ " |_':l,

11
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F. Timeless < gl T
7.1 Timeless < gl) 7.1

|

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

| ot O3 pall Gl pall g Jalalll J2y g A (o 2ie URIY) 8 )
3 D Aasdll adlga e [ ala¥) Bl

INT: SPECIFY TIME IN MINUTES:

) s G gl) 33 1l

0 e  Over 15 minutes =] Gha15 00 58 e 0

1 e 5-10 minutes | E : 3:10-5 e 1

2 e 3-5minutes O 3353 e 2

3 e Under 3 minutes 1 D ' G EW e e 3
b. Did the customer feel like the queuing system 1

(numbering system) functioned properly? |

! JS Jany ciuall (B (kN alil) RN a0l G ek JA
i e

e Queuing system (numbering system)

e Jang ¥ Caall i (aULY1) Uyl i ) e

0 .
did not function at all m | By 0
e Queuing system (numbering system) . GOA BN ca ol § dLEg s -
1 functioned, but it worked with a few D ‘ RO o L 2 Jh*.ll'f;_‘;‘w. <. 1
impediments | il
e Queuing system (numbering system) | 5 Y il U .
u 13 Y1 Uﬂ..l 115w ks oy
2 functioned and it worked quite easily D Sy g (LS L:‘_: ’b‘i{ﬁ! * 2
and efficiently | o =
e Queuing system (numbering system) | 4 3 o oo
| A ey Y1 alad) caall i UaSYI Uai
3 functioned and it worked very easily D ' st (RS ) CFE 3

and efficiently

| Jad 8y Al

e Not applicable (no numbering system)

0]

(F Al A plE ) pliad 2a 93 V) el Y

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

[ Wise A dpah 2 Gl 505 chak T Jal e 3G S
[ B PR

|

//

INT: SPECIFY TIME IN MINUTES:

PR Guea S gl 22 tdaly

7.2 Product /Services applied for and Turn Around gl ) ol e guaadl oo gliaall Cilasi [ziial) 7.2
Time
a. Product / Service / Request 1: 1Y) Apdhall jlasid) fpiiad) )
INT: MENTION PRODUCT / SERVICE ABOVE AND Apllall o oY 383 g e G 5,800 Ll fpiidd) S Caly
TIME TAKEN TO PROCESS REQUEST.
Nature of request: tdasdl) dapk
Time taken: (days / weeks) (&) 1p31) S35 gl
Additional Comments: ) i) cila) il
12
+ +
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i = v |
J‘ b. Product / Service / Request 1: (A Agdhall flaadll fmildl o I
1‘ INT: MENTION PRODUCT / SERVICE ABOVE AND Apllall o) oY 3aidl 2 )l e likes 55,8000 dacill fpiiall S5l raly [
| TIME TAKEN TO PROCESS REQUEST. _
; Nature of request: i) dads
\
1 Time taken: (days / weeks) (&) [559) RS |
| S ? |
: Additional Comments: AL )
H. Additional Comments on Visit 18k L Allail) A8LaY) cila i) )
(If any): ‘ (S22 )
End of the Survey - Thank you very much....
S ) AL — Gl Al
For Office Use Only daid (Ol Ja1a aladiudd
G. TOTAL Branch Score
(Total unweighted branch score, summing all sections):
Saaion e e e st 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 £ gaxa o
Jalal) flaaia) BED £ para tpeadl] (A Apd)) DU £ gara s Lid) aly o3 Jaladl )
Gl Aadial) Cgedll y £ A ppals o
Ol gall S gy a3 =
A Al les g 4 jaa y il gall 5 00 €
< gl ol
LA £ saa
13
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