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PROJECT: Money
SHOPPER CODE DATA ENTRY EDITING
Name Number Name Number Name SERIAL NO‘ i
sy 1(0|5|6 [it]
1§ gl
A adasll e qlaadl il 3 eaidalll 3
L1 S Sl shadl Jao Saidl e
Al el A sl il s
A. Details of Visit 3030 Jaalds -}
Bank Dhofar Dtk ol
Bank Muscat Laies Sl

National Bank of Oman

aall gida gl S

ORxROOO0O0O0O

4Gl el g3 SN 1

HSBC-018 HSBC-OIB <
1. Bank Visited
Bank Sohar s o
Oman Arab bank ol e Sy
Ahli Bank Yy
Other Bank: c Al aly
2a. Branch Name Al Iﬁhou\dh gl aul 12
2b. Branch Area A\ lchaudh £ il aige 2
3. Branch City M Mhﬁﬂ 0{ h HR
4. Branch Region WVWW MMS%* MD r% 2 4
Day | Month | Year Al [ el | s sjuill s 5
5. Date of Visit
23 | 0% | 2014 | |
Hours [ Minutes ekl [ Sile L)
6. Start Time of Visit _ 3 1D b o
l' 3& JRP 1yl y 6
7. Total Duration of i hates ' ‘ E— s L
Visit DO | | 7 | Ll 7




E

Purpose of Visit

|
I
|
|
|
|
|
|
|

|
I
5

1. Application for a new Product
/ Service

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

Opening a Saving 3 g Ol A5
or Current Account Sl sl
Saving Scheme S aliss
Housing Loan Sl A
Car Loan 3 ks o B
Educational Loan gadlal a
Credit Cards el iy
Personal Loan il i
Double your Salary A3y el
Offer

Youth & Student Sty 2
Account

(3)a> Aaxd [ mdie il 1
f il Jaeali 232 )/ g uuliall Jd) cdaly
Aaaill

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

Housing Loan

Car Loan
Educational Loan

Credit Cards

1

OROoooooon0oooooooan

Personal Loan

—D_cuble your Salary
Offer

Youth & Student
Account

O

[} J_A}-—_A:LA

K LTS o pma :_-.-A.- ;\..l:.a ale il 2
[ ghial) Jpeold 3o 5 [ 5 adiadl 530 sl |

¥

daddl) |
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+ + .
C.  Branch Presentation and Customer T Gt il gl y il %
Failitles”. [+ Beiiv ot o e 1y S TR g

&

4.1 Was Customer Parking instantly available for the

10D (6 5 e g AR Gguiall 329 00 4.1

Mystery Shopper?
3 1 Yes D PR | 3
2% No DAt % 2
i. Specify: raaa

ii. Specify time taken to find parking: 2 min.

i ga gy a0 Gl e o

4.2 Entrance to Building ‘,..u.n o Jedal 4.2
a. Was the Entrance Clean? FULBET Jaaa) cAS Ja )
3 1. Yes E a1 3
0o |2 No O % 2 0
If ‘No’, specify “Why / Describe how” the CAS " G g) 13" 23 liad S HS" gl A 13
entrance was unclean: iy e il

b. Was the Entrance Convenient?

i Jhaad) 4S Oa

3 1. Yes m ani 1 3
0 2. No O X2 0
If ‘No’, please specify “Why” the entrance was Ladis Jandl 56 T3 2aa ¢ "8 Ll gadl S 13

inconvenient:

43 Cleanliness of Premises el A5 4.3
Was the branch premises clean? TULRI £ Al e IS Ja
3 1. Yes X 1| 3
0 2. No 1} %2 0o

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

S " aa g ML saa Slliai Gpae NS il gadl GAS 13

A e
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4.4 Branding Material Ll cldall 4.4
a. Posters / Branding material present on doors, walls €380 5l y ) aad) gl g e A S Gl [ Clieals aa 9 A L)
and windows?
3 1. Yes X m1| 3
0 2. No O 2| o0
If ‘No’, please specify “additional comments”, Gl MAEl) Slaa " daa Sllad e ST ol gl 1S 12
if any: =Lt )
b. Pamphlets, Leaflets and Brochures on display? el il y Sl e a5 6 o
3 1. Yes E ani 3
0 2. No I:] a8 2 0
If ‘No’, please specify “additional comments”, O il e N aaa Hlad e NS Gl gall S 1Y
if any: 1Sy
[ Branding material up-to-date? Palaa Ay ladll Cladal) 3 ge JA S
3 1. Yes E a1 3
0 2. No O 2| o0
If ‘No’, please specify “additional comments”, O Mgl Cillaa " saa Slad Cpe MO Gl gald) IS 1)
if any: Dy
4.5 Presentation of Staff Ol pall B0 4.5
a. Were employees present at over 90% of the branch A gay pgailSa )y £ AN A ga (e %90 Oe S 320 55 S Ja )
desks and counters? faaadll
3 1. Yes O ~1| 3
0 2. No E %82 0
If ‘No’, please specify “additional comments”, OV Ul Gillaa " saa Sl e MUS" Gal paldl 1S 130
if any: ey

3 ng QF I were avai\ab{g

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

e - T .
professionally dressed? Ciag S Ol (g (B pal) pBa [ JS S A

3 1. Yes E a1 3
0 2. No | w2/ 0
| ‘u" ‘ . | .-‘ te " ]] el iu " . -
If ‘No’, please specify “additional comments”, 579 Aaa gk a5 ) :’i:“
R

if any:

c. Were all/almost the entire staff wearing name

ey Sl LS G grday Gl gal) aBiaa [ JS OIS A LS

badges?

3 1. Yes O 1| 3
0 2. No X x2| o
If ‘No’, please specify “the approximate Gl e gall o 1 oall 2aa Slliad e M"Y Ol gall S 1
number of staff not wearing name badges: sy Sl LS ) gaaas Y

Louf OF F i weacing namt
| oo
pmvﬂ% A
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4.6 ATM and CDM machines

SR g1y ) il pal) 534l 4.6

a. Was the area surrounding the ATM and CDM

Cpan g il R 1Y) g N il eal) B ga] Jaad) S A8 Ja

machines clean and presentable? ¢ gl
3 1. Yes E ani q 3
0 2. No O w2 o0

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

S "AS Cua ) 13" 22a Sllad e (ST O gadl IS 13
ikl e Sl

b. Were the ATM and CDM machines functioning? 5 faas g akil) £1ay (N il pal) 3 5ga) S A
3 1. Yes |l D ani 3
0 2. No X w2| o
T

If ‘No’, please specify “the time at which at
which the ATM / CDM were not functioning
(and specify which machine, ATM or CDM):
2 AIM _pachine
J1¢ nof work,a

In +his  branch

Qrf an/myﬂb/e
cnd no COV

el 4gi OS5 3 G e Sllai e MUEY lgaldl S 13
Ol peall Glea gl saay) Jaad Vgl gl VY il jeal)
(gl g1y g Y

c. Was there sufficient cooling in the ATM/CDM area? CATM/CDM 4ikis 3 32 ciSal g 380 08 Ja &
3 1. Yes E ] 3
0 |2 No O $2 9
3 3. Not applicable O Gu¥ 3| 3
If ‘No’, please specify “the time at which at A Jany al 3 2 g e Slliad e MS" Gl gal) IS 1Y
which the cooling was not functioning B S Gsd
4.7 Branch Ambience and Facilities Cillgaadll y £ il AN alall sali 4.7

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

TSy 2 JS Jany A gl Sal) (A8

3 1. Yes

P

0 2. No

0|3

38 2

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

fMagial Sllaadia" saa Alad fe MUSY Gl gald) SIS
S S Al S Ca

b. Did the branch possess sufficient lighting?

LA 5Lk p i) Gy A o

3 1. Yes

pai 1

3

0 2. No

O ca

282

0

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

MMl Claadla" saa Slad S IS il gall S 13
il oS Bl S Caayl
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¢. Did the customer have sufficient waiting space / T aslall el (e ilS 220 [ R AAS dalos Jraall S A S
seating area?

3 1. Yes | mil| 3

0 2. No (| w2| 0

fAdla) Claal" saa Hliad e S Ol gadl IS 13

If ‘No’, please specify “Additional comments / A€ K o] i iay
N = - _l..‘J

Describe how it was insufficient:

d. Did the customer find it easy to follow the signage . o e e o ;
_ iy £ AN JA1 A g pal) GBS A e Ay O g 3l pllaid b S

within the interiors of the branch, indicating different danl) Sl g (Sl <l i S s ) 35

counters/ work stations? '

3 1. Yes a1 3

Ox

0 2. No 2| o

If ‘No’, please specify “Additional comments /

) . . ) iyl g fAgilia) Claadle" daa Sliad e MU il galdl IS 13
Describe how it was insufficient: 2y === et gl GS 13

A S Al s
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D.  Greeting and Soft Skills of Staff

Ol gall S gy e Al S

5.1 Greeting of Customer

Oy s 3l 5.1

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

fE Al NI Alpds jgb Al Gaudall o oboadllfcua 3N a5 A )

e No greeting / acknowledgement

apifeua gY  e

e Greeted within 10 minutes of entering

banll Jgas e 310 DE a3l e

* Greeted within 5 minutes of entering

WwiN | = O

* Immediately greeted on entering

O0oxrOa

0
1
el s (m BB 5 S cn B 2
3

Graall Jgo jpun Gl o

b. Did the staff either / or:

oY gaaly &-m_,.t“ e'l.i & S

a. Ask for the customer’s name?

S sandl a0 Sl

b. Greet the customer by name?

e  Yes, the customer was greeted by name /

|
|
T

o aad e s faad 83 e Jraally e A1 35 G caas .

3
3 asked for his / her name D Lgas! '
e  No, the customer was not greeted by Y | et o Tl aly f aanl S0 ae Jraallca i B WS e
0 . < ~ ; 0
name / asked for his or her name gl gl
i (8 padicd) g "0a gl e Loia Sy iS" (CdD gal) -

. Did the staff ask, “How can | help you today?” i 3 e s ‘P: JL-] nd: }_:
and Probe the purpose of the customer’s visit?

3 1. Yes, the staff did this E Ay Cala gall A5 28 caai 9 3

0 2. No, staff did not do this I Al Gala gl 2y ol IS 2 ] 0

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

flgabialfhlial e sl Al il 4 bie) 5 &

3 1. Yes, he /she was redirected on the
basis of his / her needs

Llalialfadalial I (3)seall 4 g8 35le ) 33 A ani 1 3

2. (OR) The first staff member

e Jrandl ap N GA1 g1 ala gall it (41) 2

3 elnFountereq prob_ed the nature of D Gaaelu fose by 5 3 agele 3
visit and assister him / her

o [ e (O] e sepugiss |
5.2 Soft Skills of Staff o puail] S g (i gal) G s 5.2
a. Were the staff courteous on the customer making faaal) 50 Luva k€ 06 5 leadina) gl B i gal) S

his / her enquiry?

0 * No, the staff were not at all courteous D Gl o dd byl 58 a1 S e 0

1 . ::Z, r::.; ::aff were quite / reasonably i S [ grke ABgly Cils pl 13 i e @ 1

2 * Yes, the staff were courteous D Gl bl Sl e 2

3 * Yes, the staff were very courteous D ALY sl il gl SIS Gl cani @ | 3

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

Caal) Jaina "l plinal™ Cib gal) 4Bl JA

* No, the staff did not demonstrate .
’ | plival il gall S
8 active listening O il s eads * ¥
* Yes, the staff listened quite / : 3 As i ; S
%1 4l ‘-H )hd ab { ) al ¢
: reasonably actively & S [Mgede etlgah bl Riops 1
7 * Yes, the staff listened actively D iyl b gl ) il ani e 2
3 * Yes, the staff listened very actively D eV e L8 Gibgal) dal Gl a8 3
* +




Did the staff appear confident? faudi e (Bl adl Lo cibigadl 4B S

e No, the staff did not appear confident Adi e Byl Je il gl NS e

e Yes, the staff appeared quite /

]o » 2 o ‘ . __-“.. 1s X .
reasonably confident B Al e S AA 0 o

e Yes, the staff appeared confident A e By Al o ilhgall gl el e

O0r O

e Yes, the staff appeared very confident i o el @1y A0l o ala gl gk cani @

:;ith' List the names of staff interacted e ciletal () gl slandd S
o Mr./Ms. Abo/az> 1 AL zalillf L alil
e Mr./Ms. 2 Al lall e
e Mr./ Ms. 3 Aol talill e
o Mr./Ms. 4 Adaul/lalll e
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E. Staff Capablllt'y,\;l(nowledge and Cross-Selling

) gl e s 4p Al (5 glaaa g il sl 3¢

6.1 Staff Capability

O pall 5

6.1

¢80 J85 ) Clabtal daph (6 leaiuYl il gall o8 Ga

a. Did the staff frequently probe the nature of the
customer's needs?
3 1. Yes O pi 1 3
0o |2 No X 3 2 0
If ‘No’, please specify your comments: L Pl o8 la "2US" 1Y)
! n e
oF M ot e, nuds
b. Did the staff actively attempt to anticipate 290 ) Cpbyia) ol Atad Al staay il galt ol 4 s
customer needs?
3 1. Yes O i1 3
0 2. No [ A8 2 0
If ‘No’, please specify your comments: 3, zlaly i ela ) 28" 1)
Al nl 'l' A
< |
anh o [)ou{—c i mer pudd
c. Were the staff able to cater to the needs of the daf 2o las b 93 e (g Slalba) Al Gilh gal) plaiu) Ja o
customer without seeking the help of a colleague? o3k 3l
3 1. Yes E a1 3
0 2. No O 3.2 0
If ‘No’, please specify your comments: AT ploady o Sla S 1Y
INT: IF the Answer is YES , so the answer for Q o R VTG ALY sla ) (Jised) 138 B aad ) s 1
D should be Not Applicable S ANl Akdl
d. Were the staff able to answer all / most of the i o i
questions posed? fda g all ALY alaa [US 6 Al B pall pllaiul 4 S
3 1. Yes O 1 3
0 2. No O 3 2 0
3 3- Not Applicable B Gaau Y 3 3
If ‘No’, please specify your comments: &l gl a8 el ST 1
e. If the staff were unaware of the answer to a A A AL [ Jlig o LY e 100 il gal) 085 a1 13) 1
particular query / queries, did they politely “ask el dal [ pe L5 e 28U Jal e U™ Guigly e il
you to wait while they double-checked with the
system / a colleague”?
3 1. Yes D PrEN | 3
0 2. No O % 2 0
3 Not Applicable 4} Gebiy ¥ 3
If ‘No’, please specify your comments: ) plads o8 Bla ST 1Y)
9
- -
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6.2 Product Knowledge and Cross Selling

A gl y Eiially Adladal) 4 el 6.2

a. Overall, was the staff well-informed on Bank

Gladd 5 CApiiay Adlada dlana e glaa il pall s OIS Ja ale JOZ

Dhofar’s product and services? ¢ b oy
0 e Notat allinformed D OB e Dlaglaa i ol e 0
e Wellinformed on at least a quarter / a
adiall ) [
1 few of the products and services D bl O il gy ‘F" “f'," 5 ’h: ‘ 1
discussed el ot
2 e Wellinformed on at least half of the ] A Al Slaaall y Sadidl cheal e BV e a0 5
products and services discussed | Piche kX
e Well informed on at least three- o o
Sladall e A1 g gl A UV e alay
3 quarters or more of the products and D ‘ e 819 EJ 4 J.J “'& "!& = 3
. . dlia J.J‘ Slaaall
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:

| Hﬂlqu);u)"i)ﬁﬂw_ﬂlwl"gm‘&w&dyﬂu
M‘JMJM'M’J‘ d,ﬁu‘"uh‘_”&,ﬂlmiqﬂ_,!{u
M!oa"l

INT: LIST THE CODE FROM SECTION B.

S paadl) a4, B 1l

I
|
0 e No knowledge at all D ALYl e alayY 0
e Wellinformed on at least a quarter / a "
Slaaall y Slagidl - e Ji
1 few of the products and services O 3 Shaiiall Ga el e “F&,\:k j ‘ 1
discussed 3
2 e Wellinformed on at least half of the K A laaadl y Ciladidl il e Y e alay @ 5
products and services discussed il
e Wellinformed on at least three - .
Silatiall e 5Si i H.::L:“"t
3 quarters or more of the products and D ) o= gl gk e B 3

| services discussed

Lgadilia ,u;.lh\_:l.‘..;ll

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

Sladd g Sladial " ey Al G aUAl Al glaay i gall o8 G4 S

and services? e Al
0 e Nocross selling at all [:] ALY e Al adl ey il e 0
a | e (Cross-selling after a lot of prompting D S i) e sl amy lnYl adl Al 5 e 1
e Cross-selling after a little / some : . ) )
=) > {0 ) amg L adl ol Sl
: prompting E SRS a ) Sy i Gl S5 e 2
3 * Immediate cross-selling attempt O S e iyl gl Ujan 5 @ :

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

LGy godl UB oy Cladd  Chadia 13 7y il gall o 4 &
PABUAl & yid) a4 e i)

3 1. Yes

a1 3

0 2. No

3= 2 0

R® 0O

If ‘No’, please specify your comments:
cicin ' 1 copnpare W (4

Covepety o

A clady 4 ola ;8" 1

10
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Did
info

services, along with relevant literature?

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

Cladd g Sladie o8 "ALIS Sl glaa® Lilae Y A glaay il gall 48 Ja 7
filall 13 Sl aa Ui Sl

INT: LIST THE CODE FROM SECTION B.

SR TE FEA PR

.

0 | * Noinformation at all D ALY e Slaghaay e 0
| e Information provided on at least a .
ALl il el - { JY Uac |
1| quarter / a few of the productsand | [] Jl“ oy J’m I&U .“ "’h o 1
l . . | [ i & Al Sleaall y Siadidl
services discussed | | )
2 e Information provided on at least half D Silaially dilaidl Cilagladl wdiai JY) o slac) @ 2
of the products and services discussed . idilie o5 ) Slaaall
e Information provided on at least three | ) sel L zhas e .
[ Silaglaall G 281 g gl ASNE B o ellac] e
3 quarters c_\r more of the products and 3 E LGia 5 2 sl y cilatialy dilaial 3
services discussed | |
3 | e NotApplicable | - GbY e 3
Information on relevant procedures, ]

f. falall Sl dayiall 40y ClaSieaal) g (Silel a Yl Aliaie Silaglaa £
documentation and follow-up method?
INT: LIST THE CODE FROM SECTION B. Sl G el S 3 1l
I
0 e Noinformation at all | GALY Lk Clagha¥ o 0
s Information provided on at least a I - .
Glatall Sl gladl ) ) Une |
1 quarter / a few of the products and D | )I:j“‘f:.m ’F': J.‘“ "j: ‘:." . ‘ 1
services discussed I a AR
2 e Information provided on at least half D Silaiially dileid) Cila gladl cieai JY) o elac) @ 2
of the products and services discussed Lgiialia o3 Al Sileadll
e Information provided on at least three , s . :
Slaglnall e 30 g gl ) A5 WY Lac )
3 quarters or more of the products and E y:bi"‘s ‘,’“ i:_ﬂ Ji _."f .f::','l ‘ 3
services discussed e .
3 e Not Applicable sy e
g Did the staff attempt to acquire more customer Jal e e Adlaia JIS) Sla plaa A3 aal A glaa; il pall a8 A

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

5 Ju 30 ke b iy i

3

1. Yes

a1 3

0]

2. No

&0

32 0

If ‘No’, please specify your comments:
clida't accpuce wapr€

U LAl K|

il plads o ela ¢

ln?wrwv'll“;'h

11
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'F.  Timeless chgll p
7.1 Timeless <yl 74

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

o O g gl ok gal) aa Jaladll Jdy gkl Jgda die UEIYY Gy |
+ daadld) i g o JV.L.‘;H Lal)

INT: SPECIFY TIME IN MINUTES:

T Gaaa Gl gl 3a tdaly

i e Under 3 minutes

O0ORrRO—

0 e  Over 15 minutes 4815 e ST e 0
1 | e 5-10minutes 3:10-5 e 1
2 | e  3-5minutes GlE25-3 . 2
3 3

G e il e

b. Did the customer feel like the queuing system

S Jany cdeall b (ald V) plad) ALY A5 0L )l A

| and efficiently
|

e Not applicable (no numbering system)

(numbering system) functioned properly? fraa
0 e Queuing system (numbering system) D e Jam ¥ il B (LY YN o) e .
did not function at all Ny

' e Queuing system (numbering system) — o
. 12 N 113 \{ ] |l
1 | functioned, but it worked with a few m Skl oy (R phast - )ﬁ‘i‘;ﬂ. & = 1
impediments ’
¢ Queuing system (numbering system) 4 o o 3
A ygns 16 Y1 AUk il R GER
2 functioned and it worked quite easily D #idona {0 ) ot S Rarowtea i 2
' ; Leda ) Jlad Jo
[ and efficiently ;
' e Queuing system (numbering system) % o R 3
. . A gy Jany (pL Y1 L) Caall 8 ETYI LG ) e
3 functioned and it worked very easily D Jad JS0 g s 3

(B A Bald e p V) GV @ .

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

A ga J Jga gl 3o 0930 545 ik AuE" Jal e diS) gl G
" daadd)

INT: SPECIFY TIME IN MINUTES:

[O

T s G gl s rdaly

7.2 Product /Services applied for and Turn Around gl ) i) e Jpaad) qagliaall Glasi fziiadl 7.2
Time
a. Product / Service / Request 1: ) llal) fAaadd) fpaiad) )
INT: MENTION PRODUCT / SERVICE ABOVE AND Apllall ol ey 331 g e G 5, 8040 dassll fpidl S5 iy
TIME TAKEN TO PROCESS REQUEST.
Nature of request: sdaddl) dash
Time taken: (days / weeks) (&) [a491) s385a) <l gl
Additional Comments: i) cila
L
12
+ +




b. Product / Service / Request 1: ) Al fiaadd) fpiidl o
INT: MENTION PRODUCT / SERVICE ABOVE AND Agllall gl paY 3azdl cd gl aa Gl 5,80 dasall il S5 raly
TIME TAKEN TO PROCESS REQUEST. 3

Nature of request: Aaddl) dads

Time taken: (days / weeks) (&t [a1) s g

Additional Comments: ALl alal) 5
H. Additional Comments on Visit 154 i Adlaial) 48LaY) Sila ikl K
(If any): ' (=3 )
Olueru'noy \S‘yik/m "M“)’ Fre -fe, lers

End of the Survey - Thank you very much....
Sja 188 — Sl Ay

For Office Use Only Jaid gl JaNa aladius
G. TOTAL Branch Score

(Total unweighted branch score, summing all sections):

it Vaiariiter Undas Bvahesiion 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 bl £ gana .z
) (Y S pan o ill dan !y Ll ¢ sena)
leMMg,..p _,.anawmm&w aj.ﬁi‘ﬁq,;ﬂlwl asdl)
G Aadhall Sl g £ AN agals <
G pall il gy s A1 [
B! ) las g 45 jaa y (il pal) a8 c
o gl C
LAl £ jana
13
+ +







