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PROJECT: Money
SHOPPER CODE DATA ENTRY EDITING — 1]
Name Number Name Number Name SERIAL NE. oy ol
| [1]0]5| 3 |
1§ 9l
) | o . L
- J sl Cila glaall al @ gediall ja
A T ! AN ] |
[
i
|
A. Details of Visit 3L Jaals -
Bank Dhofar O Sl Sl
Bank Muscat O L Sy
National Bank of Oman O ! ikl LR TR TR PEXIRE TR |
HSBC-0IB § O HSBC-0IB <
1. Bank Visited
Bank Sohar O acalls
Oman Arab bank O sl e iy
Ahli Bank X SV Iy
Other Bank: sl dly
2a. Branch Name : & il audd |
| Qn|l g oAl sl 12
2b. Branch Area pd wa H_mva h g ol alige a2
T3
3. Branch City A/l wa Hﬁ“fa h a3
’
4. Branch Region MM SC&* \g’o u +/h aludl 4
Day 5 Month |  Year adudl ! BYRAl [ sl il an 5
5. Date of Visit
3o | o4 | 2o1d | |
Hours | Minutes Hda | el
6. Start Time of Visit blllued, 6
1) 3 '
Hdal Slelud)
7. Total Duration of T Miniis —_——
Visit 00 I I b | okl s 7




| Opening a Savings
or Current Account

—

| Saving Scheme

Housing Loan

2. General Enquiry relating to a of o Aask o iy Sl e i 2 |

1 - - - ‘
' B. Purpose of Visit B
E Opening a Saving . 3 sl A3 4
; or Current Account Sk e ‘
| Saving Scheme (| i A 1‘
|
i Housing Loan O Sl ya B :
; 1. Application for a new Product | Car Loan D 5 i (Fanim dass./ i il 4 :
| / Service ; A R 11 o codiall Sdl -t
| INT: SELECT AS RELEVANT AND/OR Educational loan | [] i | ! e o z'uh.m
| SPECIFY DETAILS OF Credit Cards | i i |
E PRODUCT/SERVICE
| Personal Loan D (e
Double your Salary
| A5y caela
! Offer D Al |
|
Youth & Student D cadUall y Ll
Account j

specific Product, Service [ Car Loan L P e Juged
and/or Facility Educational Loan O gollad a i | 1 &P gl 3aa g1 [ g ueaddal) ) 1y
INT: SELECT AS RELEVANT AND/OR . =  SE— ‘——T—:_—‘ daail)
SPECIFY DETAILS OF | CreditCards O _ gt aliy
PRODUCT/SERVICE Personal Loan D i i
Double your Salary | [ |
Offer D N
Youth & Student ) .
kel g Ll s |
Account D P ‘ 1




+ + +
C. Branch Presentation and Customer O3l Aadiall Sl y £ AN jglia &
Facilities - : v

4.1 Was Customer Parking instantly available for the

$ooh) e § b i g AN (Fguial) 339 0 4.1

Mystery Shopper?
a |Jx Yes X pxi 1 3
2. No O 3 2
i. Specify: s |
ii. Specify time taken to find parking: l min. G il ga gy o3 gl aa
4.2 Entrance to Building il ) Jsaal 4.2
a. Was the Entrance Clean? TS Jaaad oS Ja )
3 1. Yes % ani 1 3
o |2 No O 38 2 0
If ‘No’, specify “Why / Describe how” the S S Cea ) N1 2aa Sllad e MES" Cl gal) IS 13
entrance was unclean: i e Jaad)
b. Was the Entrance Convenient? tladia Jaaall S A
3 1. Yes X mi 1| 3
0 2. No O w2 o0
If ‘No’, please specify “Why” the entrance was Hpdia Jaadl 8y A ML aa 0 MOS" Ll gl S 1D
inconvenient:

4.3 Cleanliness of Premises lall 4055 4.3
Was the branch premises clean? TR £ Al e S JA
3 1. Yes [ mo3
0 2. No O .2 0
If ‘No’, plgase specify “Why / Describe how S M i g IS m ALnd e TS gl S 13
the premises was unclean: g P

Akl e dldl
3
+ +
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4.4 Branding Material

Ay dadh ciladiall 4.4

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

230 il g &) aad (Sl W) e Ay S Gilade [ Sl 3395 A

3 1. Yes E axi 1 3
0 2. No O 2| o0
If ‘No’, please specify “additional comments”, O agilal Claadla" daa liad e IS Gl gadl S8
if any: WDy

b. Pamphlets, Leaflets and Brochures on display?

ol plilly SEl a e S0 e

3 1. Yes m PEA I 3
0 2. No O 22| o
If ‘No’, please specify “additional comments”, O il Cllaadla” 2aa Sl e AT Gl gall S 1)
if any: i
L. Branding material up-to-date? Paiaa 4 jladl cladlall A pe Ja S
3 1. Yes E P 3
0 2. No O 2| o
If ‘No’, please specify “additional comments”, G MAgilal Slaa " daa Slliad G AT gl NS 1
if any: S
4.5 Presentation of Staff CuiB gl 4B. 4.5
a. Were employees present at over 90% of the branch algay pgilsa o g £l B sa e %90 e S 22 55 S8 Ja )
desks and counters? fdaaill
3 1. Yes [ 1| 3
0 2. No O x2| 0
If ‘No’, please specify “additional comments”, O e"ilal Gllaadia 2aa Hliad e MUS Gl gadl S 13
if any: Dy

b. Were all / almost all of the staff neatly and
professionally dressed?

Tt i el (g Ol gall aliaa [ JS S A

3 1. Yes E and 1 3
0 2. No O w2 o0
; . » - ‘ .Il‘ = " l .--'1(‘-; " ﬁ! 3 = ‘Il " H—l‘ ‘ . ]"
If ‘No’, please specify “additional comments”, o Rl A 1l e _"’fh"
: >4

if any:

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

gy Dl LS 0 gaday (B pall alaa [ S S Ja S

3 1. Yes

a1 3

0 2. No

O

s 2 0

If ‘No’, please specify “the approximate
number of staff not wearing name badges:

Cpll (il gall oy 0 22all 20 Sllad e MOIST G gadl IS 1
adandy b LS 0 gaaay Y
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4.6 ATM and CDM machines

g4h g1y N il pal) 53¢l 4.6

a. Was the area surrounding the ATM and CDM

Onad g gl g 28 £ 1Y) g V) il jual) 3 gl dasaall SIS IS Ja

machines clean and presentable? ¢ 4l
3 1. Yes X il 3
0 2. No O w2 o
If ‘No’, please specify “Why / Describe how the S "CS Cia ) 13l s Slliad e MUST O galdl S 1
area was unclean: el e S

b. Were the ATM and CDM machines functioning?

flaad G £1aY) g N il eal) 3 3ga) S A o

3 1. Yes O 1| 3
0 2. No R w2 o
If ‘No’, please specify “the time at which at ieal 4 OS5 A0 LAl Gl daa Slliad (e DS Gl gad) S 1

which the ATM / CDM were not functioning
(and specify which machine, ATM or CDM):
7

0/=-2

Ol peall Glea gl 2am ) Jaa Y palll Y1y L) Gl jeall

;.’;_ﬁ_‘..'.l &l_\__.‘jl 3 "Jyl

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

TATM/CDM 4dkia 2 2 iSal) 5) 300 OS Ja S

3 1. Yes X a1 3
0 2 No D a8 2 0
3 3. Not applicable O Gk ¥ 3 3

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

A Jaay al G328 0" aa Sl e ST Gl gadl S 1
wa JO5 Gkl

4.7 Branch Ambience and Facilities

gl y gl JA13 sl 5ol 4.7

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

TS 5 a3 Sty any 34 gl CAS A |

3 1. Yes

a1 3

0 2. No

OR

%2 0

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

[l il saa Sllad e OIS" gl 1S 1
S 0% o S sy

b. Did the branch possess sufficient lighting?

A Sl £ A Al A

3 1. Yes ] mil| 3
0 2. No D 3 2 0
If ‘No’, please specify “Additional comments / [Mailcal Claadia" daa Sllad e (ST O galdl SIS0
Describe how it was insufficient: S S S ey
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c. Did the customer have sufficient waiting space / Comslad) 30 ha e ilS 2ie [ URIDU A0S Aalie Jpaall SIS & S
seating area?
3 1. Yes E a1 3
0 2. No (| 2| o0
Lyl . 11 b LAY ,!I . I . sy on 1 - 3\l
If ‘No’, please specify “Additional comments / £ e e e "”fs AS :I::SI ‘J.LS L:
Describe how it was insufficient: S Gl o

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

Gy £ AN J13 Ae g pal) SRS A gy 2y O g0 ) B LIl J4
fdaall (Slal g (lSall) il sl it ) 0 5

3 1. Yes PEERN | 3

OR

0 2. No y.2 0

If ‘No’, please specify “Additional comments /

3 ) : . i o) g fAgiliel Cllaada" e Sliad e NS Gl gall S 1)
Describe how it was insufficient: i s e gl S0

s sl s
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D.  Greeting and Soft Skills of Staff Ol gal) ) gy a1l &
5.1 Greeting of Customer Oty ca Sl 5.1'
a. Wasthe Mystery Shopper “promptly greeted / | Cg okl I Adpas g8 ARl 6 gedall | Jo i adllfcua A a5 g4
acknowledged” on entering the branch? ;
0 e No greeting / acknowledgement ! D pifcua 5Y e 0
1 e Greeted within 10 minutes of entering | I:I Jpanll Jga0 e @82 10 J2a i Al 1
2 e Greeted within 5 minutes of entering i O Jiaall Jpas e 35 Da can il @ 2
. 3 e |Immediately greeted on entering i E Joandl Jpas s ua il o 3
! b. Did the staff either / or: tonaY) saaly il gl B8 a0
,’ a. Ask for the customer’s name? | faall sl e Jl |
|
! b. Greet the customer by name? Faassd S5 aa Jraals oy 2
.i 3 e Yes, the customer was greeted by name / D 3 dad e Sl faa) S5 2 Jranlly s fll 5 A Gpal . 3
asked for his / her name [ PO
e No, the customer was not greeted by e s aly faasd 85 aa Jraally s @l B 0038 e
0 . K = ‘ 0
name / asked for his or her name gl 3
A CE il g "%a al) OB Losa LISy ciS" (il gall z
c Did the staff ask, “How can | help you today?” = 3" e & ":J "ﬁ“; I;JT: ;
and Probe the purpose of the customer’s visit? =
3 1. Yes, the staff did this O ALy Cali gl S S8 (pni 1 3
0 2. No, staff did not do this E Sy Cala gl 4Ly Wl NS 2 0

d.

Was the Mystery Shopper redirected on the

basis of his / her needs?

Talial/dabial o sl AL Gedal 45 5e) S 08 S

1. Yes, he [/ she was redirected on the

Laldalafalial 3 () hand! dus 55 ole ! 35 38) oans
A basis of his / her needs B Waliinifalzl o (Pl S .
2. (OR) The first staff member i i o Gk
e Niaall T Al J oY) ks gadl il (1) |
3 encountered probed the nature of D Sa anie L . 0 A (.’) 2 3
. . ) Lele faeluy s ju 5l danh
visit and assister him / her
3. No, he / she was not redirected on ’
: Ledalialfadalin) 0 4 gl salel 55 2 NS
0 the basis of his / her needs D alinlpliind gl Blel 8y o S 4
5.2 Soft Skills of Staff i alll LSy (s gall S ga 5.2
a. Were the staff courteous on the customer making T0panl) 326 et AdhiS (£ 0 faalina] a1 Bl i gall CAS JA )
his / her enquiry?
0 * No, the staff were not at all courteous D JARY! e i ciBgall (8 Al S e 0
* Yes, the staff were quite / reasonably . . o i B e
4] Ll il gall Jlas aal ¢
t courteous at B [Alse By Bl i ol 0 £
2 e Yes, the staff were courteous D Gl abgdl Sl ani e 2
3 e Yes, the staff were very courteous [l AL ol il ) S il ani @ 3
b. Did the staff demonstrate “active listening” on flaaadl iy " o) slial™ B gl 4B A

customer enquiry?

* No, the staff did not demonstrate

e laa) ab gall 48 OIS
¢ active listening D i i ¢ g
e Yes, the staff listened quite / ‘ e : o oat
| 4l ..AE 1 ) aal ¢
1 reasonably actively E W By M pphe byl o aRpad i ) gl 3
2 e Yes, the staff listened actively O Lot il gal) sl 2] pas @ | 2
3 * Yes, the staff listened very actively D ) Ga LSS Giligall sl Gl aad e ! 3




c. Did the staff appear confident? Thsdi (e Bl Al o il sal) gl A o
0 * No, the staff did not appear confident D ddi e (Bl Al e il gl gl al NS e
e Yes, the staff appeared quite / . ; . wa: o
£ Juna S A 1y adl Ll jeka s
. reasonably confident D o gyl pivciid flomd
2 * Yes, the staff appeared confident | ddi (e By Al o Cabgdl gl ani @
3 e Yes, the staff appeared very confident D ki e el @il ) o aligdl gl caai @
d..th List the names of staff interacted cpquacildal S g ke 465 5
with:
s Mr./Ms. Mazen 1 Wslil/lalil o
e Mr./Ms, 2 Aol lalill e
e Mr./Ms. 3 Ao/l e
e Mr./Ms. 4 Adollylalil e
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'E. Staff Capability, Knowledge and Cross-Selling

ALaY) ot Alas 5 4l A jall (g ginay il gal) 38

6.1 Staff Capability

C',\m,‘.“ ;Jj

6.1

¢80 JSdy (g ) Slaliia) daph (8 ol Gilb gall o8 Ja

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

3 1. Yes E and 1 3
0 2. No O % 2 0
If ‘No’, please specify your comments: il mlaly o ala 48" 1

b. Did the staff actively attempt to anticipate | ek 5 e " "

| e Clalia) fuiuy Alad Aglay | 23
customer needs? | Gl Slaliia) ghiay Sy gl 43 A
3 1. Yes O pxi 1 3
0 2. No B’ X 2 0
If ‘No’, please specify your comments: 2l el o dla ) DS 1
M&_@LM%&GQ
CuffomerS sueoly
¢. Were the staff able to cater to the needs of the daf a0l Gl (393 (e Qg Slaliia) 4l il pall £laia) Ja o
customer without seeking the help of a colleague? b PR
3 1. Yes X pai 1 3
0 2. No O % 2 0
If ‘No’, please specify your comments: il mlady o8 ala ) (NS 1)
INT: IF the Answer is YES , so the answer for Q oA U RL Y0 LY sl (Jhaad) 138 A s ol gadl LS 1)
D should be Not Applicable < AU Akl
d. Were the staff able to answer all / most of the
questions posed? o g laall ALY aliaa [US 06 AaY) b sal) gl Ja &
3 1. Yes a a1 3
0 2. No O 3 2 0
3 3- Not Applicable l E ‘ Sy 3 3
If ‘No’, please specify your comments: 3l Claads o8 sl "DS" 1Y)

e. If the staff were unaware of the answer to a O Adme A [oma JVige o Y e 1500 Gl gall 08 a0 13 g
particular query / queries, did they politely “ask o3l al fallail) e 005 e 28D Jal e UEIYIM Culgly s Gl
you to wait while they double-checked with the
system / a colleague”?

3 1. Yes O pai 1 3
0 2. No D M 2 0
3 Not Applicable X Gahais Y 3
If ‘No’, please specify your comments: ) laly o sl S" 1
9
+ +




+
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6.2 Product Knowledge and Cross Selling A gl gy i) A Al 6.2
a. Overall, was the staff well-informed on Bank Cladd g Sladiey Allate Alere Sle glaa cild gall 53 S JA ale JS3 )
Dhofar’s product and services? B L
0 e Not at all informed a SARY e Clagladpl gl @ 0
e Well informed on at least a quarter / a i ;
Slaaadl g Sladiall ) faay o Y
1 few of the products and services D S O il e ‘F, _,.;11:!:. :1:‘ * 1
discussed e
: 2 e Wellinformed on at least half of the D A A Slaall y Slatidl cheal e Y1 e aly @ 5
1 products and services discussed il
e Wellinformed on at least three- = <
St e S gl gL DG Y e Ay e
3 quan"ters c‘nr more of the products and E Wil o D asily 3
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:

T 5 5 ) 8 i iy L oY g
"laadd) y Sladially  dladal \u,.dl‘,,:.u",_,h@ih,.d\,gh_.,i,‘(a
ddhial nhq.i

INT: LIST THE CODE FROM SECTION B.

G el om0 A g il

0 * No knowledge at all AOBY) e sy e 0
« Well informed on at least a quarter / a -
Slaaall g Silasiall e Jutil e JiY) !
1 few of the products and services 45 he? le ‘f'. "",‘.‘ :}' ﬂ': * 1
discussed s
2 e Well informed on at least half of the 25 Al Claaadl y Silatial et e SV e alay 2
products and services discussed [Pirke 4

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

K O OO

Claiidl e iSH gl gL A Y e Aley @

""‘..1‘?34.1]!.:;‘__&1' |_, 3

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

Slash g Sladial * AEY) gl o pUAl Al glaay cilh pal) o 4

e

and services? s oa
0 e Nocross selling at all E ey e Alayl apll Glany iy sl @ 0
1 e Cross-selling after a lot of prompting O SRS e B sy Yl adl Al W e 1
e Cross-selling after a little / some y . ’ ”
=) 1 ¢ | L) aal) dalans
2 prompting D ALY Ga D my AP gl il 2
3 * Immediate cross-selling attempt D el Je oyl all dglag i e 3

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

ALY Lgual U Ly Sladd y Siladia 1l 7y ol pal) a0 Ja S
PR & i) pa A e gl

3 1. Yes

a1 3

0 2. No

O

s 2 0

If ‘No’, please specify your comments:

:“dﬂi) :L..his.}ei 'l-'bj Ay (ol |_}'|

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

Shadd g Sladia 05 "ALLS Sla glaa" SaeY A glaay il pal) o8 A
falall GI3 SluiSh) aa ik Sy

INT: LIST THE CODE FROM SECTION B.

G aall) G Ga ) LS o aly

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

0 * No information at all D AbY! e Claglaay o 0
* Information provided on at least a :
Al Sl glaal) e Julil) Byl Uac |
1 quarter / a few of the products and D "1'.‘ f‘ J,m ’,FU‘ "’ 1 "f M‘:_l ‘ 1
services discussed i He A=
2 * Information provided on at least half E Slatialy dlaiall Sila ledll cieal WY e oclac)  » 9
of the products and services discussed Lilia & Al Slaodldl
* Information provided on at least three St i ¥ Eio :
Silagladl e 81 o) gy A B e cllac] e
3 quarters qr more of the products and D LA 13 3 Chasilly Ciatiall ke 3
services discussed
3 e Not Applicable GhuY e i 3
' f.  Information on relevant procedures, falual) Si3 Aagliad) iy Sl y o Sis 1oVl Alada Siagiaa 7
documentation and follow-up method?
INT: LIST THE CODE FROM SECTION B. S el o el g ...i daly
0 e Noinformation at all O Y e Claglaa¥ e 0
* Information provided on at least a AN
adlaiddl Cile el - \ y BY L elee!
1 quarter / a few of the products and D . "M ::‘er"j;l_: “'\’_'h "‘ ‘; ) ‘ 1
services discussed i JT
2 * |Information provided on at least half E Slalially dAlaidl S glaadl cieal V) e slac] @ 2
of the products and services discussed [ Picke EPP g L CEN [
* Information provided on at least three ¢ - :
ol gladll e 381 gl £l NG S8 Unc |
3 quarters or more of the products and D "lm ::“ys ‘,',. E“ ‘:?L‘ f_nv,_”hp .f:‘,; * 3
services discussed hamatall A
3 * Not Applicable GeabY e 1
g Did the staff attempt to acquire more customer Ja) a Giga 3l Allada S Sila glae 4 jaal A glaay cilh pall o0 Ja 2

% a3 i b Al ol

3 1. Yes D a1 3
0 2. No X 32 0
If ‘No’, please specify your comments: S el 4 el S 1)
clidar ] 0{(."6/7!///‘6’ mre
/[ rme.t o
11
. +
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F. Timeless

+
< gl i

7.1 Timeless

= gl 71

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

o g pal) kB pall e Jaladl) B85 A Jsha e LY 235
s Aasdl) adlga o [ pala¥) Raid)

INT: SPECIFY TIME IN MINUTES:

LR G i )l 2aa &l

e Qver 15 minutes

-.‘.

15 e S

e 5-10 minutes

3210-5 e

3-5 minutes

0
1
2 .
3

e Under 3 minutes

OO0

0
1
35:5-3 e 2
3

BB 2 e e

and efficiently

b. Did the customer feel like the queuing system S8y Jany ciial) B (o) plS) UEINY a5 0L 3l ek JA
(numbering system) functioned properly? ‘aa
| o e Queuing system (numbering system) D e Jang ¥ Gaall 3 ((UY1) lanyl Bl Gl e 0
: did not function at all oY)
e Queuing system (numbering system) . I R g
1 functioned, but it worked with a few D g+ R isonpie) e Jmmw o e 1
impediments & o
e (Queuing system (numbering system) - IR .
N e A | TN ks o
2 functioned and it worked quite easily | [] S g [pHL31 i) L“i ’LTK.‘.-:T‘ .“"l * 2
and efficiently o .
e Queuing system (numbering system) g T e .
43 ¢ LS TR 1 Sty JRACA
3 functioned and it worked very easily E g e (A, gl - j:“ lli ‘?_, 3.:: ¢ 3

e Not applicable (no numbering system)

(g oAl o)) i aa p V) 3sabY @ -

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

A ga ) Jga gl e Gga 3l 345 i 4D Jal e ) CA g S
+" daadl)

INT: SPECIFY TIME IN MINUTES:

/0

B e S gl J3a sl

7.2 Product /Services applied for and Turn Around sl gl ) oS Yle Jpaad] o gliaall Clasd frsial) 7.2
Time
i a. Product / Service / Request 1: o) Allall fAasdd) fpsidl )
| INT: MENTION PRODUCT / SERVICE ABOVE AND Al ol ey anal gl aa Gl 3800 Aaadll fpiid) S rZals
TIME TAKEN TO PROCESS REQUEST.
Nature of request: daddl) dagh
Time taken: (days / weeks) (&bt [5491) s3a3) cd gl
Additional Comments: rila) clal
12
+ +
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b. Product / Service / Request 1: AV Apdlal) flandl) friidl
INT: MENTION PRODUCT / SERVICE ABOVE AND Asllall ol Yl Saidl i) ma s 5S040 Aaaid) il S il
TIME TAKEN TO PROCESS REQUEST. ¥
Nature of request: thadid) dasds
Time taken: (days / weeks) (&t [a) LAY
Additional Comments: Hdla) ol
' H. Additional Comments on Visit 3k Adladal) AdLaY) Cla i) K
| (If any): | (S5 0)
End of the Survey - Thank you very much....
S 188 — ) Al
For Office Use Only haid Cagall Ja1a aladiudd
G. TOTAL Branch Score
(Total unweighted branch score, summing all sections):
Saction Persmater Under Svslisation 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

g Al Blii £ gana F o

Jalall Aaaial) B £ jara tamadll A Aacidl) B gara

2 Lia) oy o201 Jaladl )

G038 nshal) byl A il

[

[+

1
(B pall S gy a3 :

}é‘;’l@f]l%\hﬁ;d}a,.ﬁﬂliﬂ z
< gl C
m‘&w

13







