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PROIJECT: Money
SHOPPER CODE DATA ENTRY EDITING [
Name Number Name | Number | Name SERIAL NO.
[
3% | 1/0{5 |5
1E gl
A . | , | "y
sl _‘.‘ni'l I uhM‘J\_\J‘ JJ...;.\AS\J‘J
L o] 3 3| A =
i
[

A. Details of Visit 300 Jaaalds -

Bank Dhofar | il sy

Bank Muscat | b dly
| National Bank of Oman O * ilaal) il i i Gy b g3 i 1

HSBC-0IB O HSBC-0OIB

1. Bank Visited

Bank Sohar 0 Jea iy

Oman Arab bank O ol Sl Sl

Ahli Bank O SV iy

Other Bank: oAy
2a. Branch Name Qohar bank g il ol 12
2b. Branch Area Ruw M"'f‘kt’,f R()cd gl alge 2
3. Branch City R uw Il L 3
4. Branch Region M e caT \Qo \/L% Bl 4

Day | Month | Year | gl [ e 3l e
5. Date of Visit
13 | o4 | 20l 3l
Hours [ Minutes i) | Slelud)
6. Start Time of Visit ullincd, B
09 09
i e i) <le L
7. Total Duration of Lt i s A3l saa 7
Visit 00 il | 5N s
1

* +




kB. Purpose of Visit 3k ) A -
? Opening a Saving 3 o s 23
T or Current Account Sl e
Saving Scheme el sl
Housing Loan Sl B

1. Application for a new Product | Car Loan 35l (a8 (ane dask | piia qille’ 4

/ Service 3 Do | ] Al JuealdS daa il haalial ) l.'uhl‘l'.

INT: SELECT AS RELEVANT AND/OR Educational Loan el 2 A v e &
SPECIFY DETAILS OF Credit Cards Sl ity

PRODUCT/SERVICE

Personal Loan

Double your Salary
Offer

Youth & Student
Account

Opening a Savings
or Current Account

O 00ROOCOOOOOoooooono o
k
3

Saving Scheme

Housing Loan

2. General Enquiry relating to a

specific Product, Service CarLoan ‘ Qigess
and/or Facility Educational Loan paid ia i | 1 AN dpalli din g) [ g udiall iR ccamly

INT: SELECT AS RELEVANT AND/OR = 1 = danil) |
SPECIFY DETAILS OF Credit Cards i Sl By

PRODUCT/SERVICE | Personal Loan

: Dé_L_JBIe your Salary
Offer

Youtf?& Student :
Account




+

+

C.  Branch Presentation and Customer

Facilities - .

3l Aatial) Sl s A g

4.1 Was Customer Parking instantly available for the

g e 5 e Ciga AR (el 229 00 4.1

Mystery Shopper?
3 1. Yes D ; a1 3
2. No R 5 2
i. Specify: | ‘aaa |

ii. Specify time taken to find parking: 5 min.

aass i ga Sy 53 Ll e
4.2 Entrance to Building ! A Jeaal 4.2
a. Was the Entrance Clean? el Jaad s )
3 1 Yes E a1 3
0 2. No N 3 2 0
If ‘No’, specify “Why / Describe how” the S MCAS iyl 13" daa Sliad e f"US" gl IS 1
entrance was unclean: gl e Jaad

b. Was the Entrance Convenient?

Plandia Jaaa S A L

3 1. Yes

a1 3

0 2. No

0K

a8 2 0

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

i Jaad) 5 A M 2aa ST Gl gl SN

4.3 Cleanliness of Premises el 4B 4.3
Was the branch premises clean? elighs £ AN e SIS Ja
3 1. Yes 4] il 3
0 2. No O w2 o
If ‘No’, please specify “Why / Describe how” ) L . ) )

: CE "G i gl 1L d2a Slliad (e "IS" L gall IS 1
the premises was unclean: i a A ]
ALl e il
3
 d +
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4.4 Branding Material L oLl 4.4
a. Posters / Branding material present on doors, walls 238 il y ) aadl il a1 e 4 s Sladle [ Sliuale 3355 8 L
and windows?
3 1. Yes E ani 1 3
0 2. No O 2| o
If ‘No’, please specify “additional comments”, O il Glaa i ana Sllad e ST Gl galdl S 1D
if any: Sy
b. Pamphlets, Leaflets and Brochures on display? e il y i€l o je a5 b
3 1. Yes X 1| 3
0 2. No O w2 o
If ‘No’, please specify “additional comments”, . O Maaila) Sl sxa Sllai e ST O gall S 1
if any: S
= Branding material up-to-date? falaa 4y ladll cladladl 3 e A S
3 1. Yes X i 3
0 2. No | M2 0
If ‘No’, please specify “additional comments”, O "ilal Gllaa i daa Sllad e MU Gl galdl AS 1D
if any: Dy
4.5 Presentation of Staff GuBgall 4Ba 4.5
a. Were employees present at over 90% of the branch Qlgay agilSa gl g £ okl LB g 5a %90 (e S 2206k SIS A J
desks and counters? fdaadl)
3 1. Yes (| m1| 3
0 2. No X x2| o
If ‘No’, please specify “additional comments”, O agilal Glaadia saa Sllad e US" il gall 1S 13
if any: ) Dy
& ouf of 7 were available
b. Were all / almost all of the staff neatly and . . "
¢ o " .
professionally dressed? ns o QS 500 BN pllne | 06 8 DN o
3 1. Yes E PET | 3
0 2. No O 22| 0
. ‘n" Aol il e N H . 'I . ‘u " - = "
If ‘No’, please specify “additional comments”, ¢S A A o8 G "3 eyl “J'S =
if any: =R
c. Were all/almost the entire staff wearing name ; o ;
/ g Sty S A (s gy (ol gall e f JS (IS b 5
badges?
3 1. Yes O il 3
0 2. No [ %2 0
If ‘No’, please specify “the approximate Sl il gall Al saall saa Slliad e SIS gl S 1D
number of staff not wearing name badges: sy D LS geaa Y
3 outop £ wearing nomé

k)MOG’& 4
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4.6 ATM and CDM machines

[

G4l £1aY g N il al) 33l 4.6

a. Was the area surrounding the ATM and CDM

J
1

Oy g il 2Rl £ 1Y) g M) i) jeal) B jga) duaad) Gl (48 Ja )

machines clean and presentable? ‘ ¢ 4Ball
3 1. Yes X 1| 3
0 2. No D = 0
If ‘No’, please specify “Why / Describe how the S S Caa ) 1A saa Slliad e USY il gall S 1S
area was unclean: il e Kl
|
i T
b. Were the ATM and CDM machines functioning? . fand g2l gla)y N il eall 5 4] SOS A o
3 1. Yes K | 1| 3
0 2. No O w2 o0
If ‘No’, please specify “the time at which at oanl 4 S Al s Sl e MUST el S
which the ATM / CDM were not functioning el e ) 2am ) Jaad W Gl g layly Gl el
(and specify which machine, ATM or CDM): (gl g1y ¢ Y
¢. Was there sufficient cooling in the ATM/CDM area? CATM/CDM 4dkaia 2 3 ciuSal) 5 300 08 Ja &
3 1. Yes D ani 1 3
o |2 No O X2 o
3 3. Not applicable X GV .3 3
If ‘No’, please specify “the time at which at A Jany ol 3l 28 g1 e Sllad e MIAS" Sl gall S0
which the cooling was not functioning A S0 sl
4.7 Branch Ambience and Facilities Sl y £ AN Jals alall a1 4.7

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

TS y s JSS Jany ) gl Sl (S G )

3 1. Yes E a1 3

0 2. No O 2| 0
If ‘No’, please specify “Additional comments / [l Slaada" 2aa dlliad (e MU il gall S 1
Describe how it was insufficient: S S Al S Gyl

b. Did the branch possess sufficient lighting? A el £ Al wialy JA

3 1. Yes X 1| 3

0 2. No O 2| o0
If ‘No’, please specify “Additional comments / [Magial Siaada" aaa Slliad e MUST Glgal) IS 1)
Describe how it was insufficient: R S




+ - +

c. Did the customer have sufficient waiting space / foupial) 25 Ua e S 33 [ UL GBS dalss Jpaall S A S
seating area?
3 1. Yes PR 3
0 2. No O 2| 0
o e Pagiocal llaad® s Hliad (e "NE" L gl IS 131
If ‘No’, please specify “Additional comments / S Sy o] S cia

| 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?

g £ AN JA13 Ae g pall GG A gy &y O e I A S
faal) (ySka y (lSall) S i glel) Cilida ) a2 3

3 1. Yes ani 1 3

RO

0 P2 No vy2| o

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

whe Fellers

Ciagly fAdlial Clbadle” 2aa Hlad e MUST O galdl S 1)
f S S A s
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'D.  Greeting and Soft Skills of Staff Gl gall &) jlga g a3l &
5.1 Greeting of Customer O il cua 3l 5.1

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

TR A Adgha b AR Egedall e o adllfoua A a5 Ja

0 e No greeting / acknowledgement D Sl SY e 0
1 e Greeted within 10 minutes of entering D Jpandl Jgas e 30 10 Da aa 1l @ 1
2 e Greeted within 5 minutes of entering D Grandl Jgis Gpe BlI G Dld cun Il 2
3 e |Immediately greeted on entering E Goaall Jsas s ua Al @ 3
b. Did the staff either / or: 100 aY) gaaly Gilb gl B3 4 o
a. Ask for the customer’s name? el al e Js |
b. Greet the customer by name? Tl 0 aa Lraallh ca
. Yes, the customer was greeted by name / e ce Tl e S5 aa Laall cua il W5l and e
3 . R c . 3
asked for his / her name Lgeand!
0 . No, the customer was not greeted by D e Sy aly faad S5 [ RO PN FRURTRG LTI L 0
name / asked for his or her name | POR

A (B il g "*0p gal) Shaelne Ay S il gl e A S

c. Did the staff ask, “How can | help you today?” " e
and Probe the purpose of the customer’s visit? o

3 1. Yes, the staff did this E Sy (il gall 8 2 caai 1 ! 3

0 2. No, staff did not do this O 13y il gl 2 o (NE 2 0

d.

Was the Mystery Shopper redirected on the

basis of his / her needs?

abial/adlalial o sl LAl 3 guial) 4 g8 5001 G JA LS

1. Yes, he /she was redirected on the

Aaldalfadalial ) (3)Jeandl R P A
. basis of his / her needs D alialdalial J ()l 4 5 po 8 gt 3
2. (OR) The first staff member ' . . .
‘ anll T s Y ala gadl i ()
3 encountered probed the nature of [l e A s LT“’J, - (,J) N 3
ova : 3 -\-‘.C--wfab.u_,ajv.g_)ﬂu._a._m
visit and assister him / her
3. No, he / she was not redirected on
Aalialfadalial M aga 43 salet a3y o S
. the basis of his / her needs E Whaimalelin Gl agpgt Fa el -3 o
5.2 Soft Skills of Staff bl 43S g B gal) G e 5.2
a. Were the staff courteous on the customer making faaad) 330 Lue A4S (6 0 jleadlind) g2l 3 il gal) (S A
his / her enquiry?
0 e No, the staff were not at all courteous D S el cibga) (S al S e 0
* Yes, the staff were quite / reasonably - Tv. 4. 73 b
1 courteons O s JA gaka ALY, Gl gl a3 il caai @ 1
2 e Yes, the staff were courteous E B bl S el e 2
3 s Yes, the staff were very courteous D AL el el gl S Gl caai @ 3
b. Did the staff demonstrate “active listening” on flsand) ladin " o) plial™ Cibhgal) gl Ja
customer enquiry?
0 * No, the staff did not demonstrate D | ol il gl T 0
active listening il i ¢
* Yes, the staff listened quite / . ; e . S : 5 >
| 4l ) 28l ¢ amd
1 reasonably actively E e S [lge 4y by B gall ua) Sl pei 0 1
2 e Yes, the staff listened actively | ba) i gall i) ) cani @ 2
3 e Yes, the staff listened very actively D G O S Gilb gall gl il cani e 3
7
* +




c.

Did the staff appear confident?

Chadi (e By Al o il gall gl A,

)

No, the staff did not appear confident

Akl e By Al o il gall el ] SIS

Yes, the staff appeared quite /
reasonably confident

Jiine JSEy Aals a1y 4 o s gl g gl

Yes, the staff appeared confident

Adi e (Bl g A o b gl gla e

Yes, the staff appeared very confident

O0® 0O

i (e Ll By ) o il gl gl caas

c‘.l.ith List the names of staff interacted cagae lala Ol (ol gl plac S35
w H

o Mr./Ms. Oman, Fermalc [ 1 Alalil/lalill e

o Mr./Ms. "was dnieen) 2 Lall/lail e

e Mr./Ms. 3 alalillf Lalall -

e Mr./ Ms. 4 Ayl S
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E. Staff Capability, Knowledge and Cross-Selling

ALY g Ales g 4gal D ad) (g sienay cciligall 38 7

6.1 Staff Capability

|

C&iﬁ’d\ ;J-Ii

6.1

€50 0 g ) Slalia) dash (6 leadiu¥ly ci gall a3 Ja

a. Did the staff frequently probe the nature of the
customer's needs? J
3 1 Yes : O i1 3
0o |2 No X 3 2 0
If ‘No’, plegse specify your comments; ) mloaly o sla  TUST 1))
oltdn! /M‘O}Jr natuce
o /— cf 7‘: mey, Auels
b. Did the staff actively attempt to anticipate sl Cilalial SLay b U glasy il gall o Ja
customer needs? e el o PN g i
3 1. Yes (| ani 1 3
0 2. No X 38 2 0
If ‘No’, plegse specify your comments: L Al a8 sla ST Y
oligdnt Q ”}1)
anlh c«/'oa}@ el 15 M€s Nbc
c.  Were the staff able to cater to the needs of the dai 3o laae b (g3 e G Slabtal) 4l il gal) plaiud JA S
customer without seeking the help of a colleague? Cpka 3l
3 1. Yes X a1 3
0 2. No O 38 2 0
If ‘No’, please specify your comments: AT el ol ST 1)
INT: IF the Answer is YES , so the answer for Q o Ml VUG LY sl (Jisad) 1A B s gl s 1
D should be Not Applicable < Al Adaddl)
d. Were the staff able to answer all / most of the _
questions posed? a5 aal) ALY aliaa [US 06 YY) b pal) plaiud Ja &
3 1. Yes O i 3
0 2. No O 38 2 0
3 3- Not Applicable [ Gy Y .3 3
If ‘No’, please specify your comments: ) mliay o la 5 ("HS" 1Y)

e. If the staff were unaware of the answer to a A e Alidd [oma s o LY o ) 08 Gl gal) 0% o1 1Y)
particular query / queries, did they politely “ask a3k 3 dal falBIN e 4005 e 2SN Jad e ARIYIM Cadgl dlia Gl
you to wait while they double-checked with the
system / a colleague”?

3 1. Yes O a1 3
0 2. No O 3 2 0
3 Not Applicable E RORTRY 3
If ‘No’, please specify your comments: | REE rlady o dla ST 1)
|
9
+ +
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6.2 Product Knowledge and Cross Selling AR gl y ially Ailacal) 46 aal 6.2
a. Overall, was the staff well-informed on Bank Cladd 5 Sladiey Adlate dhare Slaglaa cilpall g2 SIS A e JS2 )
Dhofar’s product and services? Uk AL
0 e Not at all informed D GABY! e Slaglaaanl jul e 0
e Wellinformed on at least a quarter / a
Sileaall ¢ Shagid - | = Yy
1 few of the products and services O e “P‘ _,,{1:_.; "h"; * 1
discussed W
2 ‘ e Wellinformed on at least half of the E ‘ a5 G lasall y Silatiall cial e JY) e alay @
w products and services discussed il ¢
e Wellinformed on at least three- l : -
Slatiadl e 81 gl gl i A Ji4
3 quarters or more of the products and 0| o EJ m J.': "h'dr" * 3
services discussed e 5 Al Slaxally
b. List the details of the “main purpose of your visit” puidl) A (5 3 LaS) "5 LN e ) gl Aleaia A0y gl gs b

(as per SECTION B); rate the staff on the level of

"Sladdl) y Sladialy gladal A ad) g gia” o (il gal) anlly ol 4(S
sAdhidl oda

INT: LIST THE CODE FROM SECTION B.

“product / service knowledge” in this area:

Sl AL,

0 * No knowledge at all D ULy e sl e 0
e Wellinformed on at least a quarter / a
Sleadll y Sl ) yit \
1 few of the products and services EI = o A ‘F'l .,‘35‘1 ‘-’J‘ j y 1
discussed e
2 e Wellinformed on at least half of the K 25 Al Slaall y claiid) cheal e Y1 e ey e 3
products and services discussed Picke kW
e Wellinformed on at least three o .
Slaial fe 81 gl gl ) 3NS5
3 quarters or more of the products and | [] ril e S8y E.:i‘m ﬁ l"h 'Juh * 3
services discussed a - 4

Sladd g Slpdiad " ALaY) A" AUl A glae il gall BB a4 D

c. Did the staff attempt to “cross-sell” other products
and services? t Al
0 e Nocross selling at all E GMaY) e el all ey aiial e 0
1 e Cross-selling after a lot of prompting D S e (e S0 Sy ey i Lleas W6 1
9 . ;::(;;s"-:::?g after a little / some D o e o D g eyl ) Bans 45 @ 3
3 e Immediate cross-selling attempt D sl e Ayl adl dgaa i e 3
d. Did the staff explain Why Bank Dhofar’s products

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

AL gl S Ly Cilesd p e 13l £ ey il gall o G
thadlia) g a5 e "Aggaal

3 1. Yes O a1 3
0 2. No K % 2. 0
If ‘No’, please specify your comments: ) Fliads o sla ST 1Y)
olrgn '} compare (o1

, -
Com/’ e forg

10




+ + +

e. Did the staff attempt to provide “complete Slaad y Sladie (6 MALALS Sl glaa” ik Y ‘UJ‘-\_--.' il gl 28 Ja |
information” on Bank Dhofar’s products and falall Sl St aa Uil AL
services, along with relevant literature?

INT: LIST THE CODE FROM SECTION B. Sl e el A0S B raly

0 * Noinformation at all D byl e Glaglna¥ o 0
o Information provided on at least a e
ddlatial _hjd\JMiI&JJ:‘ﬁ;#' .
1 quar'ter / .a few of the products and D a5 ) asilly aidly 1
services discussed
3 e Information provided on at least half E Siladialy dlaidl e yleall ciead S e slac! 2
of the products and services discussed Lgidilia o5 Al Sieaall
* Information provided on at least three . ‘= ‘
ila glaall e ) gl gl ) ADNG AW lac | |
3 quarters or more of the products and D )IM G »$ gt E,IJ S “’b ::ﬁ. * | 3
: \adlia ?.I 4.:]‘ _..JLA.‘.;.J_’ n_.\_\..z.ﬁu dalatall |
services discussed |
3 e Not Applicable ‘ GikY e 3
f.  Information on relevant procedures, TAlaall i3 Aalall Lk y Glafieaall y (Dilp) 2Vl Llade Slagina .z
documentation and follow-up method? [
INT: LIST THE CODE FROM SECTION B. G ) a Jal G o staly
0 e Noinformation at all O GALY Ll clagha¥ o 0
* Information provided on at least a i . B b
bl il bl ¢ { | |
1 quarter / a few of the products and D ’“3 & G faas V) e ollc] o 1
< i adlia a3 ‘,.ul Shacall y _;.:n.u‘.'b
services discussed
2 * Information provided on at least half E Slaialls Aalal) Sl gleal) el B Je ol 2
of the products and services discussed e 5 A Sleaally
+ Information provided on at least three il i Fdacn gl .
Sl gladdl e 381 ) &L.JH.:)Ldeb elacl 0
3 quarters gr more of the products and D LhBia g3 D Sasil g Cpially Siaial 3
services discussed
3 e Not Applicable Sy e
g Did the staff attempt to acquire more customer Jab e Qe il Allata 381 il laa A el A glay B gall o0 Ja F
information so as to follow-up at the end of the visit? 75 b3l Al A daglially AL
3 1. Yes X a1, 3
0 2. No O 32, |0
If ‘No’, please specify your comments: oLl mlaly A ela ST 1Y)

11
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F. Timeless < gl .z
7.1 Timeless < gl 7.1

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

o 09 al) Galh pall aa Jalalll S A Jgha 2ie UBLY) )
+ daddl) &i\_u o fwh\"l PEEN]

INT: SPECIFY TIME IN MINUTES:

1B G G gl) 2aa 1l

0 e QOver 15 minutes O 10315 e 6 e 0
1 e 5-10 minutes O 35210-5 e 1
2 e 3-5minutes O 353 e 2
3 e Under 3 minutes E Gl 3 e B 3
b. Did the customer feel like the queuing system JSy Jany call B (a8 Y1 pla) B LRSSl g3l s A
(numbering system) functioned properly? ‘raa
0 e Queuing system (numbering system) D e Jay ¥ Call (A6 Y1) Uy B ) e 0
did not function at all kY
e Queuing system (numbering system) T -
IR b aUsS) Cial Lyt 2l o)
1 functioned, but it worked with a few D &e Oy ety (501 45) v &“;;\ S 1
impediments )
e Queuing system (numbering system) " T T T e -
a al | alad) caall LISyt Uas ol
2 functioned and it worked quite easily aldnt e '...ij_,n ‘;;.ir o = 2
and efficiently ‘ "
e Queuing system (numbering system) ’ I i
A g 1 Y HUaS) Caall Uiy Uas o)
3 functioned and it worked very easily D ! ? ety (pHY! A1) ’Jj_j ;'; ,’J Pore ‘ 3

and efficiently

e Not applicable (no numbering system)

D2

(Bl a8 pllai 2o e V) G Y @ -

c. Time taken for the “purpose of the customer’s visit

Bi3n ) dya ) 3 G 555 ik Al Jal G i) 0 G

to be fulfilled once reaching the counter: Al
INT: SPECIFY TIME IN MINUTES: O g 1 s AN Gaaa S gl) s il
7.2 Product /Services applied for and Turn Around ol gl ) i) e J gaadl ciplinad) Cilasi faiial) 2.2

Time

a. Product / Service / Request 1:

INT: MENTION PRODUCT / SERVICE ABOVE AND
TIME TAKEN TO PROCESS REQUEST.

Nature of request:

Time taken: (days / weeks)

Additional Comments:

1) Al fAadd) friidl

ALl o ey 323l ..—.;,Jnc..i-.,L..sJ,smw;ém Sl

i) dagks

+3554)) o gll

i) bl

(sl [555)

12




+ + +
b. Product / Service / Request 1: ) Guthall flaadd) fpiidl o
INT: MENTION PRODUCT / SERVICE ABOVE AND Al ol oY 385l <l g e il 5,800 Zaill fmiid) 3 el
TIME TAKEN TO PROCESS REQUEST. e
Nature of request: saasil dagds !
Time taken: (days / weeks) (&) [5L3) 234341 cd gl
Additional Comments: :Aila) il )
H.  Additional Comments on Visit [ 13N Allaid) A8LSY) Sl k) P
(If any): (S )
End of the Survey - Thank you very much....
S 1S4 — i) Al
For Office Use Only Jaid Cagal) Jaka aladiud
G. TOTAL Branch Score
(Total unweighted branch score, summing all sections): f
Saiton idaitirinded Bikioiticn 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 B £ gana F e
H(ABY) S aan g ill das yall ye L £ gans)
Jaladl fiaaiall BAD £ gara taadl) 3 Upiid)) B £ gara | o L3N o3y 3 Jalall )
*} Caa s Ladial) Sdgll g £ i aas &
(ol gall D ey a3 <
ALY ) Lles g 43 jaa g codld gl 3 08 z
< yl) c
Blail) £ 3ana

13






