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PROJECT: Money
SHOPPER CODE DATA ENTRY EDITING
Name Number Name | Number | Name
|0 |
:&J_,:..d\
3 | - = - . - - *
K3 ! 5 =) 30 ]
A. Details of Visit 500 Jaealds o
Bank Dhofar O Jhdl oy
Bank Muscat O Seillly
National Bank of Oman D el e I L 455 5 Caad g3 Sl 9
HSBC-OIB O HSBC-0IB 4
1. Bank Visited
Bank Sohar O PR
Oman Arab bank O ol e iy
Ahli Bank X SV iy
Other Bank: Al
2a. Branch Name Sohar : g ill 12
2b. Branch Area Ne o NEO Banl(. gl aise 22
3. Branch City A(‘ P‘ﬂ-‘l’f/ﬂah U'OV'H] Gl 3
4. Branch Region M Eﬂi{’ﬁ\ah Nﬁf ffh HARA Y |
Day [ Month ] Year Al ] A { asdl e an 5
5. Date of Visit
2% | o4 | 204 | 1
Hours | Minutes ) [ el
6. Start Time of Visit sulliycd, B
Iz 0C
Jsdal JEXPIWNT]
7. Total Duration of e MR IR
Visit 00 l - | i
1
+ +




+

B. Purpose of Visit

F5|FA | e X7

' 1.  Application for a new Product

/ Service

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

Opening a Saving

FURST PR Ry

or Current Account Gl Caa
Saving Scheme At Ll
Housing Loan OS5l
Car Loan 3l A
Educational Loan el g A
Credit Cards Gl iy
Personal Loan s e
Double your Salary 45 5 el

Offer

Youth & Student
Account

(3) 22 Land [ mia il 1
] Eiall ol 23a gl [ g quealiall ) claly
FIRES]

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

3 By Pl pod

5 I dlaam

Saving Scheme

Account

0 00OROOOOO0O0O0OOO0Onn

o

| Housing Loan Sl i |
Car Loan S e A |
Educational Loan el a3 i
| Credit Cards Sl By I
Personal Loan il o d
Double your Salary | scaaios |
Offer o i
Youth & Student o § o '
el el e

oy FPLE .__)._.l.a:.:..-\._;\.!.;‘;..‘- sl 2
ds

[ poiall Jaealds saa i / Liadl md) =dual

all Sy 3 g eladl i) rlaly

daadl) |
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ii. Specify time taken to find parking: 3 min.

+
€. Branch Presentation and Customer O3l Aadial) Sl s £ Al ke
Facilities s Shen BE QT 1 SRy el Sl RIS
4.1 Was Customer Parking instantly available for the . . - ; :
Mystery Shopper? Tl e 8 e B g ) auddl 2208 41
3 1. Yes D ani 1 3
Z No = % 2
i. Specify: i |

-_ii}a JL—'AQ‘:I' fi_-)j-“ ;Ii_,:l - e

4.2 Entrance to Building ) A Jsaal 4,2
a. Was the Entrance Clean? flis Jaaa) oS Ja L)
3 1. Yes E P 3
0 2. No O NS 2 0
If ‘No’, specify “Why / Describe how” the S "l Gyl ML 2aa Sl e MUST lgad) S 1
entrance was unclean: ki e Jaadl
b. Was the Entrance Convenient? Tlaelia Jaad) o8 A @
3 1. Yes | m1| 3
0 2. No O X2 0
If ‘No’, please specify “Why” the entrance was Lalia Jaaall (K5 o 13T 3a ¢ "AS gl AS 13
inconvenient:
4.3 Cleanliness of Premises el AbAS 4.3
Was the branch premises clean? LRI £ il e S A
3 1. Yes 24 1| 3
0 2. No O 22| 0
If ‘No’, please specify “Why / Describe how”

the premises was unclean:

U8 " Cia gl ML daa Sl G "NS" il gadl S 13D

Al g
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4.4 Branding Material Al clalall 4.4
a. Posters / Branding material present on doors, walls 30 3i) g O ) o e e Ay el Sladle [ lheale da g Ja S
and windows?
3 1. Yes E PRSI | 3
0 2. No O 2| o0
If ‘No’, please specify “additional comments”, O Magdlal Slhadle saa dllad e S Ll gald) S 1
if any: IS
b. Pamphlets, Leaflets and Brochures on display? ) il y Sl o e a3 A
3 1. Yes K 1| 3
0 2. No O w2( 0
If ‘No’, please specify “additional comments”, O Mgl Slaadl" saa dlliad e ST gadl S 1)
if any: (e
€: Branding material up-to-date? Pdlaa 4 jlanl) cladal) Sl g Ja S
3 1. Yes [ i1 3
0 2. No O x2| o
If ‘No’, please specify “additional comments”, O e"ailal Slaada" saa Slliai e ST Ol galdl SN
if any: Sy
4.5 Presentation of Staff Ol gall j4lie 4.5
a. Were employees present at over 90% of the branch &gy agiiSa )y £kl AB s (e %00 Oa S 25y u&s Ja i
desks and counters? fdaaill
3 1. Yes E a1 3
0 2. No O w2/ o
If ‘No’, please specify “additional comments”, O il Glaadla" saa Sl e ST Gl gall SIS 03
if any: g
b. Were all / almost all of the staff neatly and . . P ' .
¢ alaa [ S ~
professionally dressed? riad wn Ol Gt g Bl Efcls
3 1. Yes E a1 3
0 2. No O W2 0
. l ‘H‘ ‘J - l -1l :‘-‘Il 3 ,” « R ‘IIIJS" \—II l '-5 "i
If ‘No’, please specify “additional comments”, ik s . =yl _"‘;u:
if any: e
c. Were all/almost the entire staff wearing name  ptandy S Ak iy okl pal) i f JS RS b
badges?
3 1. Yes O a1 3
0 2. No K w2| o0
If ‘No’, please specify “the approximate Cll (il pall oy 00 oall 20a Sllad e ST gl S 13
number of staff not wearing name badges: pitandy S LS gy Y
Wiar ol iaa&igad | "
. ) _ N
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4.6 ATM and CDM machines G #1301 g NI il juall g 4.6
a. Was the area surrounding the ATM and CDM Crn g il 2R3 21N g () Gl sl 5 ga) Bl sl s
machines clean and presentable? ¢ plaall
3 1. Yes =® 1| 3
0 2. No O w2| o
If ‘No’, please specify “Why / Describe how the SRS eyl /10 cas s e ST el S 1
area was unclean: R O ST L |

b. Were the ATM and CDM machines functioning? faas g2kl £1Y1 g ) il jeal) 5 gl S A o
3 1. Yes X a1 3
0 2. No O w2 0

If ‘No’, please specify “the time at which at
which the ATM / CDM were not functioning
(and specify which machine, ATM or COM):

el 4 OS5 Al A G " saa dlliad e MIS" Gl gal) S 1)
Sl peall o len gl saa ) Jaad ¥ galill g laly V)l jeall
(gl gyl ) S

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

CATM/CDM 4dkia 3 2 ciugall §) 2080 08

3 1. Yes D p=a.1 3
0o |2 No =4 $20 9
3 3. Not applicable O GV 3| 3
If ‘No’, please specify “the time at which at G ey ol g3 2 1" e Slliad (e ST Sl gall IS 1Y
which the cooling was not functioning L S sl
4.7 Branch Ambience and Facilities Cllygeaill y £l JA03 plall g2t 4.7

a. Wasthe branch air-conditioning fully functional
and sufficient?

TSy 13 JSs Jaay ) Sl IS A

c | 1. Yes

a1

0 2. No

O K

38 2

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

[l Cilaadia aaa Sllad e CUE" il gall S
S S Al RS s

b. Did the branch possess sufficient lighting?

S Gplaly £ Al iy JA o

3 1. Yes % 1| 3
0 2. No O M2l o
If ‘No’, please specify “Additional comments / [agilal Sllaadia" 2aa Sllad (e MUS Ll gall S 13
Describe how it was insufficient: S S A S
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c. Did the customer have sufficient waiting space / fomslall dolia Ga ilS 230 [ UBTD 48S dalaa Laall S JA &
seating area?
3 1. Yes K - 1 3
0 2. No D %8 2 0
If ‘No’, please specify “Additional comments / [fadal Shall s dlai J.I‘Sx' Hi.usﬂ ,S '3:
Describe how it was insufficient: g

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

Al B AN Ja13 48 g pal) S A gy Ay G Qg 30 el A
fanll (Slal  (ilSall) i 3 g0 cilida ) 25 3

3 1. Yes =11 3

O

0 2. No Yy2| o

If ‘No’, please specify “Additional comments /

: - 4 ) i o g fAgilcal CldaaNa" 23a Slliad e NS Gl gl S 1Y)
Describe how it was insufficient: FIPFERS o syl S

AAS Sl as
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D.  Greeting and Soft Skills of Staff Ol gall G gy il &
5.1 Greeting of Customer Ol 3151

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

fE Al N Adgia g A eedall o b oadllcaga 30 5 Ja

e No greeting / acknowledgement

i JY e

e Greeted within 10 minutes of entering

00

Gyl Jpis n 38 10 S8 im0 o

Greeted within 5 minutes of entering

(X

0
1
2 .
3

¢ Immediately greeted on entering

O

1

0

1

Jpaadl Jg ha 3183 5 NS a1 @ 2
Jeaall Jsas i a Al e 3

b. Did the staff either / or:

10iaY! saaly i gal) B8 A o

a. Ask for the customer’'s name?

sl aul e Jla

b. Greet the customer by name?

Phasd 83 aa Jpaalls a0 |

® Yes, the customer was greeted by name /

gt o Sl faadt S5 ae Jraaly a5l s @

3 asked for his / her name E Lganl 3
* No, the customer was not greeted by dand Ce Ty aly /4 S0 e Jraalh cya il WL 038 e [
0 | O £ ‘ 0
name / asked for his or her name Lganl 4l
h"“ . i' | 'l‘-l ‘ ML.“ *8 2 L] lhm 1 -
c Did the staff ask, “How can | help you today?” o 3" i "':] g :J: ;
and Probe the purpose of the customer’s visit? -
3 1. Yes, the staff did this B A3y s gal) 215 i a1 3
0 2. No, staff did not do this | O RN o TS 9 0
d. Was the Mystery Shopper redirected on the fehal/alatial o sl AL §gudall 4 gibale) S Ja &
basis of his / her needs?
3 1. Yes, he/she was redirected on the E \Raliial/iBatsial LI ()dpanl) 4 5i fiket 35 2 opui 1 i 3

basis of his / her needs

2. (OR) The first staff member o sl 4y S 3 g1 i gl it (5) 2
3 encountered probed the nature of D i ' :;.-_‘.:Jfax.‘ s .u‘..i 5 ,J ) 3
visit and assister him / her Jrms
3. No, he / she was not redirected on
! lalial/adlalial LN A dale) 25 W 8
i l the basis of his / her needs D el e 5 el 3 0

5.2 Soft Skills of Staff

i el 4GS g Ol gl S g 5.2

a. Were the staff courteous on the customer making

his / her enquiry?

sanll 50 beas AhiS (F 0 jlaadlinal g2l 3l i gall IS Ja

0 e No, the staff were not at all courteous | [_] BB Je BBl 05 Al S e 0
e Yes, the staff were quite / reasonably . p g T .
4l AL Cals gl 2] ¢ anl
: courteous D g Syl Uyt ok ol all a8 4
2 * Yes, the staff were courteous E Gl bl S G el e 2
3 e Yes, the staff were very courteous D QLU 4l il gl IS G aa e 3
b. Did the staff demonstrate “active listening” on Clsanll leadin "' ko) plial™ il gal) g8 JA o
customer enquiry?
* No, the staff did not demonstrate ; i
; | pliual il gall gl ol
. active listening O il sall gy ol S o 0
e Yes, the staff listened quite / : " . % " : y
1 Lalag) 4l Al sk il gl I PPE
reasonably actively O ! S A gide ¢ B gal) nal i) s o 1
2 s Yes, the staff listened actively E Lyl b gall el Gl cani @ 2
3 * Yes, the staff listened very actively D ) Ha G Gl ) Aal Gl e e 3
7
+ +




Tadi e (Bly Al e il pall gl

Did the staff appear confident? i <
i . i
* No, the staff did not appear confident | O dddi e g Al e bl gkl NS e
e Yes, the staff appeared quite / | } i ] " L
| h‘.‘ 1 LS...-.. dads | g Ad) ) .
reasonably confident 1 O ’ e AP cLhgd gl
e Yes, the staff appeared confident ES LD « P F I SR V- WA S-S
e Yes, the staff appeared very confident D A e el Byl o bl el e

[ |
| d..th List the names of staff interacted ; s aletad ) Cyk gl planel S3H L
with: ,
e Mr./Ms. Serp | 1 WaUl/Jalil o
o Mr./Ms. ! | 2 doulflail e
e Mr./Ms. | 3 WLty laul o
e Mr./Ms. : 4 alalily Lalall .




+

"

E. Staff Capability, Knowledge and Cross-Selling

A ) Alae g 4gal Al (g ghaca y el gall 38,7

6.1 Staff Capability

Ol gal) 3 a8

6.1

a. Did the staff frequently probe the nature of the €080 8o O 3l Slaliia) daph (8 il cilb gall o JA ) |
customer's needs? i
TRE’ Yes X ma | 3|
0 g No | 38 2 0
If ‘No’, please specify your comments: il mlads o Sla ) US™ 1)
b. Did the staff actively attempt to anticipate o ; S . .
e ) o | Ay Adlad Al glaay il gall 213
customer needs? Cuel Clalyial iy ghasy Hgell A 08 9
3 1. Yes E ani 3
0 2. No. d 38 2 0
If ‘No’, please specify your comments: Sl lads A8 sla ) MUS" 1A
c. Were the staff able to cater to the needs of the ) 330 baa ilb (93 e G ) Slala) 40 B gal) plaiu) Ja S
customer without seeking the help of a colleague? b PRl
3 1. Yes Ed axi 1 3
0 2. No O 3 2 0
If ‘No’, please specify your comments: ) plady o Bla 'S 1Y
INT: IF the Answer is YES , so the answer for Q o Rl YO LY sla ) (i) 104 A el el (s 13
D should be Not Applicable & sdanal) adadll)
d. Were the staff able to answer all / most of the ) .
questions posed? fha 5 laall ALY aliaa [JS 08 A il pal) plaiu) Ja &
3 1. Yes | pai 1 3
0 2. No O 38 2 0
3 3- Not Applicable &1 iy ¥ 3 3
If ‘No’, please specify your comments: (Sl Pl aF Gl ST 1Y)

e. If the staff were unaware of the answer to a A Al AL [opma Qg e LY e ) a0 Gillgal) 08 A1 13 2
particular query / queries, did they politely “ask s 3l aal [ABI e 400 5 e LN Jal e JURIYI" Cuigl, dia il
you to wait while they double-checked with the
system / a colleague”?

3 1. Yes D PO | 3
0 2. No O 382 0
3 Not Applicable = Gelaiy Y 3
If ‘No’, please specify your comments: -4 Claads o8 sl ST 1Y
9
+ +
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6.2 Product Knowledge and Cross Selling A gl 5 il Al 43 e 6.2
a. Overall, was the staff well-informed on Bank ‘ Sladd § Cladiay Allaie dhane Sla glaa cil gall 520 S JA ale JS& )
Dhofar’s product and services? ' B
o | e Not at all informed I D MY e Slagleaaal ol @ 0
e Well informed on at least a quarter / a | 4 .
- Sileaadl g Siladiall e JaIAN = JiY
1 few of the products and services : D AT ad e ‘f', “'J.j. "'k ,.l:.: * 1
discussed |
2 e Wellinformed on at least half of the I D a5 ) Slasally Ciladiall chuad e JY) e aay @ .
products and services discussed ' e
e Well informed on at least three- ’ i :
Sladiadl e 381 9l gl ) 8 54 1
3 quarters or more of the products and | X Sl EJ o "',1 "h ey * 3
. " i .‘.L.J“..a ad 4_1..'! _I.t‘-‘-L-'IJ
services discussed

b. List the details of the “main purpose of your visit” paadll A 5 > LaS) "3 AU (i N il Aaka 4aY gy b
(as per SECTION B); rate the staff on the level of | Polaiddl y Chpdially Fadall A aall (g gied (e Cublagall pliy phy (<
| “product / service knowledge” in this area: ;Adhidl oda A

I

! G padl] (o 30 1S, o sl
INT: LIST THE CODE FROM SECTION B.

0 * No knowledge at all Gyl e sy e 0
e Well informed on at least a quarter / a ) .
il y lasiall ¢ | s e Y '
1 few of the products and services A=A PR Jf;‘:k A’-I' : 1
discussed il

* Well informed on at least half of the 5 ) Slasdlly cilatial cheal e JY) e Jay @

R (O OO

~ products and services discussed Lgailia 2
e Wellinformed on at least three : Fi i
Slaidl e JiSh gl gyl DG ) ]
3 quarters or more of the products and Chasial ool B0 Ol glopley & 3

1.,2*0- - "l.;; 2l
services discussed il o5 A Sleasdly

c. Did the staff attempt to “cross-sell” other products Cladd y Sladial " ALaY) ™ G aUAL Al glae i gl BB Ja S

'

and services? P
0 e No cross selling at all D Gy e Aol Gl iy al e 0
1 e Cross-selling after a lot of prompting K Sl ARIaY) G 00 day LY sl Aleas L5 e ]
e Cross-selling after a little / some . . 3 )
[T WAy ) ey ALl agll 2 2l
A prompting O - e eP gplblmel o 2
3 e |Immediate cross-selling attempt D el e oYl i dglaa i e 3
d. Did the staff explain W:w Bank Dhofar’s products AL gl B oLy casi g aia 13l £ sk i gl ol a5
and .rtervices possess a “Comparative advantage il &3l e & e "igpaal
relative to competing banks?
3 1. Yes || o1 3
0 2. No I ¥ 2 0
If ‘No’, please specify your comments: il ey o Sla DS 1Y)

10



4

Did the staff attempt to provide “complete
information” on Bank Dhofar’s products and

services, along with relevant literature?

Cladd g Sladia 08 "ALIS Sl glaa" Litlae Y 4 glaay cild gal) 48 Ja 7
filall 1) Sluatl aa s 2Ly

INT: LIST THE CODE FROM SECTION B.

E- R W FET PORE

0 « Noinformation at all * D AMbYl e Slaglaay e 0
e Information provided on at least a | e :
GlaTall Sl glaall \ WY e el
1 quarter / a few of the products and D _,1._.' ) "bm {tu : “’.j. "L e a |
; . | Lalia &3 ".LJ Slaxaldl y Slatially
services discussed |
. e Information provided on at least half ] Slaially Adlaiall e gladll sl B Jo slac] @ 2
of the products and services discussed | et ——)
o Information provided on at least three , - Coags §
Sl glaall e 38T gl £ ADNE WYY Je elac)
3 quarters or more of the products and E ”h:“i}s ‘.’“ &_.J I Ji ,."’h-.:c.‘l * 3
services discussed A A Sleaall y Shatially dilata] |
3 e Not Applicable Gy e 3 |

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

30 A A Anlialy pldD

f.  Information on relevant procedures, Alaall 13 Aagiall A4y Giladieaall g (Dlp] 2Vl Allada e glaa
documentation and follow-up method? |
INT: LIST THE CODE FROM SECTION B. & el o a0 S, o sl
0 e No information at all D ALY e Glaglaay o ! 0
e Information provided on at least a - [
Al S glaal) (e JIAN fagy SY) e elac] @
1 quar_ter Y ? few of the products and D Wi o3 ) hasil)y claially 1
services discussed |
2 e Information provided on at least half ] Slatially dilaiall Sl glaall cieal ) Jo sllac] @ 2
of the products and services discussed il o5 Al Slaadll
+ Information provided on at least three 5 s e -
Clagladll a1 g gl D0 Y e slac] @
3 quarters gr more of the products and E R, 0 sk g iatiaky i) 3
services discussed
3 * Not Applicable GuasY e
g Did the staff attempt to acquire more customer Jal Ga Gpe iy Allada IS Sila plas A el A glaay cilh gl B3 Ja ¢

3 1.

Yes

a1

3

0 2.

No

OK

aBs2

0

If ‘No’, please specify your comments:

) clads 8 ol S 1

21
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F. Timeless gl A
7.1 Timeless < gl 71

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

o O 5 pall (ol gall g Jaladl) S5 gl J5ho 2ie JURIY) g |
D Aaadl) adiga e [ alal) Jadl)

INT: SPECIFY TIME IN MINUTES:

PR a1 22 s aly

|
0 e  Over 15 minutes 1 D Wi 15 e S0 @ 0
1 e 5-10 minutes i E 3ii210-5 e 1
2 e 3-5minutes D GMa5-3 e 2
3 e Under 3 minutes ! D GlEW 5 d e 3
b. Did the customer feel like the queuing system 1 JSSy Jaay cial) A (2891 alid) U alBS 0L G0 s A 2
(numbering system) functioned properly? ]
0 . O:ueuing syste.:m (numbering system) D e Jang ¥ Caall (WY1 Glanyl Jai ol e 0
did not function at all JkbY!
e Queuing system (numbering system) | R o ,
: Y1 alal) caall Lasiyt WU
1 functioned, but it worked with a few i D & Oy g PV 215 v 1;'.:‘ .“‘} * 1
impediments & ke
e Queuing system (numbering system) p " : : e .
A gy 15,V aUa3) Ciall By LU
2 functioned and it worked quite easily D ¢ Jany (s8] 45 L:"_\: :’;T“L’JQ:} ¢ 2
and efficiently : .
e Queuing system (numbering system) 4 ” " S o
A g ¢ 15 5V 2L Caall i Uy SRS
3 functioned and it worked very easily D # Jany (s3] 4151 qu...i J:::: 4.:: * 3
and efficiently 3
e Not applicable (no numbering system) | [X] (Bl fali) plaica V) GaisY =
c. Time taken for the “purpose of the customer’s visit A ga I Jgea gl 2o 0930 35 dan 4" Jal (e 20 Gl O
to be fulfilled once reaching the counter: " daadl)
INT: SPECIFY TIME IN MINUTES: | 2 ' : BB s gl 2a tialy
7.2 Product /Services applied for and Turn Around 12l gl ) 1S Yo J peaad) o glinall Cladd fgiial) 7.2
Time
a. Product / Service / Request 1: ) il fladd feiidl
INT: MENTION PRODUCT / SERVICE ABOVE AND Apllall o) 2y 335l g a5 3800 Aaasl fpiidl) S5 raly
TIME TAKEN TO PROCESS REQUEST.
Nature of request: dasdl) dask
Time taken: (days / weeks) (&) [531) 1380401 i g
Additional Comments: L) clal )
12
+ +




. + .
; b. Product / Service / Request 1: Ao Aglhal) JLasd)) fpiid) o
| 3
! INT: MENTION PRODUCT / SERVICE ABOVE AND Agllall gl oy 25l gl G 55 S0 asdll find 4l
i TIME TAKEN TO PROCESS REQUEST. '
Nature of request: il Aagl
Time taken: (days / weeks) (st [a1) 1AL cd gl
Additional Comments: Adla) cla) )
H. Additional Comments on Visit £k iy Allaial) A dLaY) s i) A
(If any): (San5 )
End of the Survey - Thank you very much....
Suia 188 — Glaia) gl
For Office Use Only Jaid (o<l JA)A aladiud
G. TOTAL Branch Score ‘
(Total unweighted branch score, summing all sections): !
Saction Paiinvsstir Linder Bubliathon Total Points Scored in this Total Points Allocated /
Area: Parameter
€ Branch Presentation and Customer Facilities
D Greeting and Soft Skills of Staff
E Staff Capability, Knowledge and Cross-Selling
F Timeless
TOTAL SCORE

(@‘J‘:” JS = hf-__)nll ia;)dl pr- Llaill &w)

£ Al bl £ sana £

plat A BUR VA 1 LS HO AN S gy U el |l
938 Aadhal Ol g i) i | &
o gall 2 jiga g i 3 Ol
Y gl Ales g 43 jaay il gall § a8 z ;
o gl c
LAl £ sana

13






