-

PROJECT: Money

SHOPPER CODE

DATA ENTRY |

EDITING

Name Number Name Number Name }— SERIAL NO.
|
N 1/0[6]5
1§ gl
a5 - T .
Al i Aty Al A A8 Pl
| i
4
A Details of Visit B el
|
Bank Dhofar | X 1 il i,
Bank Muscat : D 1 Jadia iy
National Bank of Oman [ D I aall gila gl Sl G g e 3 S 1
HSBC-0IB O ' HSBC-OIB ks
1. Bank Visited
Bank Sohar D e Sy
Oman Arab bank D ol Gl Sy
Ahli Bank [l R
Other Bank: oAl dly
2a. Branch Name M éM Bm nch g il st 12
2b. Branch Area M G './[ gl age 2 |
3. Branch City MU\{.-C 5“-1 a3
4. Branch Region WS (_m{ l\lﬁ v % ald) 4
Day | Month |  Year Adudl | gl [ e ; i) .y 5
5. Date of Visit .
ol | o€ (201l | | |
Hours \ Minutes ) | Sle Ll
6. Start Time of Visit iullilucdy B
13 | 30
' i Rl EXP ]
7. Total Duration of St ' Henutes == e
Visit OO | 20 j 8 ) el ada 7
1
& +



' B. Purpose of Visit k3 Gl -
Opening a Saving 3 58 Sl 5
or Current Account Sl
Saving Scheme B
Housing Loan Sl o
' 1.  Application for a new Product | Car Loan 5l o 8 (3) a1 Aask /i il 4
/ Service : I | kel Jaualds 322 ,t‘l 3 aliall ,‘.5.1' aly
INT: SELECT AS RELEVANT AND/OR Educational Loan el ek T
SPECIFY DETAILS OF Credit Cards Sl iy
PRODUCT/SERVICE

Personal Loan

!

|

b

\

|

‘. Double your Salary
{ Offer
?

Youth & Student

Account

Opening a Savings
or Current Account |

Saving Scheme

Housing Loan

2. General Enquiry relating to a o) Aad (Cpma e (Blala ple it D

specific Product, Service _ Car Lo.a.ri_ 3l o N ) | § " N
and/or Facility ‘ Educational Loan a3 a8 [ giall Juualdl 2aa ) [ g ueaddal) 24l _.“

INT: SELECT AS RELEVANT AND/OR . — — )
SPECIFY DETAILS OF Mdi,,, Ol iy

PRODUCT/SERVICE

| Personal Loan

| Double your Salar;a

00OROO0O0DO0 00000000
L
k
3

. A3, el
| Offer [ |
| Youth & Student

] g el ol
l Account D




- - -
£ Branch Presentation and Customer Ciae ol Aadial) ClLgudll g £ AN gdia &
Facilities i ‘
4.1 Was Customer Parking instantly available for the — . . : 3
£, 5 il | { da 4.1
Mystery Shopper? A e B e B ga AR Gaulall 2
3 |1, Yes O pai 1 3 |
2. No & % 2 ]
i. Specify: Saaa ,
|
ii. Specify time taken to find parking: 3 min. Gds il g gty 30 gl '
4.2 Entrance to Building el ) Jsaal 4.2
a. Was the Entrance Clean? B Jaaad oS Ja )
37 |3 Yes ani 1 3
o |2 No O % 2 0
If ‘No’, specify “Why / Describe how” the T S " e ) " 2aa Slliai (e NS Gl galdl S 13
entrance was unclean: ka2 Jaadd

b. Was the Entrance Convenient?

Tlasdia Jasdl S A .0

3 1. Yes B 1|03
0 2. No | 2| 0
If ‘No’, please specify “Why” the entrance was el Jaaall G55 & ML 22a ¢ S il gadl 1S 13
inconvenient:
| =
4.3 Cleanliness of Premises haall 4355 4.3

Was the branch premises clean?

ks p Al e OIS A

3 1. Yes

a1

3

0 2. No

&4

2 2

0

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

SulS " Ciea gl 13" saa Hlad e "HE" Gl gal) S 1D
A e
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4.4 Branding Material Ll clolall 4.4
a. Posters / Branding material present on doors, walls 3815y ) adl ol ¥ e 4 el Gilade [ Cilhaale 2395 A
and windows?
3 1. Yes | wi1| 3
0 2. No O 2| o
If ‘No’, please specify “additional comments”, O Magiaal Slhaada" saa Sl e MU G galdl 1S3
if any: Dy
b. Pamphlets, Leaflets and Brochures on display? ) il y Sl e a3 A
3 1. Yes E and ] 3
0 2. No O %2 0
If ‘No’, please specify “additional comments”, O Mgl Slaa i 2 Sl e MU O gadl S0
if any: ey
c Branding material up-to-date? e Ay ladll cladal) 3 ga A S
3 1. Yes K 1| 3
0 2. No O x2/| o
If ‘No’, please specify “additional comments”, & Migilial GlaaMa" aaa Slliad e MHE" Gl gal) S 13
if any: Saay
4.5 Presentation of Staff sl gal) B4 4.5
a. Were employees present at over 90% of the branch A gay agihSa gl g £ A AR e e %90 (e SS) 223 A8 JA )
desks and counters? edazal)
3 1. Yes O 1| 3
0 2. No K X2 0
If ‘No’, please specify “additional comments”, O MAgilal SllaaNa" sas Sllad e OIS O gl SIS
if any: ) ]
b out 0F Q@  were ovailable
b. Were all / almost all of the staff neatly and ¢ s . i
o S ) .
professionally dressed? A o Ol st Gl gl pBaa [ JS USO8
3 1. Yes E a1 3
0 2. No O X2 0
If ‘No’, please specify “additional comments”, £ TR SRR i L, gy ¢ Ol *"_15 B
. ’ =
if any:
c. Were all/almost the entire staff wearing name . i ; ;
/ g pipilandly Sk (ygaaay okl gl plina | JS IS O
badges?
3 1. Yes X WAl 8
0 2. No O W2 0
If ‘No’, please specify “the approximate Gl (il gall o ATl somll 2aa Sllad e ST Gl gald) GAS 1
number of staff not wearing name badges: sy D gy Y
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4.6 ATM and CDM machines

S g1y NI il 342 4.6

a. Was the area surrounding the ATM and CDM

O g gl g3 £ 1N g V) ) el B gl Jaadl LS S

machines clean and presentable? ¢ laall
3 1. Yes X 1| 3
0 2. No O X2 o

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

S "AS Ca gl S 2aa el e MUS" il gadl 1S 1
ekl e sl

b. Were the ATM and CDM machines functioning?

fand kil £1AYYy N Ll jeall 3 gl S

[ JC

3 1. Yes

a1

0 2. No

OR

%2

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

el 4 oS0 A " e Al e NS el S 1A
<l peall .J:L,__“;i 332 y) Jasd Y gaid) E:l_-i\ilj"j\t-l <l _yuall
(g gl g S

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

TATM/CDM 4ikia 2 1 Gisal 5l 400 S8 Ja S

3 v 8 Yes B a1 3
0 2. No n X2 9
3 3. Not applicable O S Y 3 3
If ‘No’, please specify “the time at which at 4 Jany al o312 g saa Sllad (e MIST Gl gall S 1)
which the cooling was not functioning aa S84 Caslll
4.7 Branch Ambience and Facilities gl y g AN ORIl gall 4.7

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

TSy 2y S5y Jany (3l ) kSl IS A L)

3 1. Yes E ani 3
0 2. No | 2| 0
If ‘No’, please specify “Additional comments / [Maglal Slaadla" daa Sl (e SUST galdl S 10
Describe how it was insufficient: S S alas iy

b. Did the branch possess sufficient lighting?

A el £ Al adady A

3 1. Yes E ani 1 3
0 2. No D %S 2 0
If ‘No’, please specify “Additional comments / [l Cillaa S 2aa Sllad e MNS" gall S 1)
Describe how it was insufficient: S S A s Gyl
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c. Did the customer have sufficient waiting space / [ ol solia (e GilS 23o [ U A0S dalese Jpaall 8 A S
seating area?

3 1. Yes E a1 3

0 2. No O 2| 0

Mgl Claa " daa i e HS" il yall S 13

If ‘No’, please specify “Additional comments / = S s ] S Ciay
o - N-.-ﬂj

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 JAN de g gall uu:m U gy 2y &) G pllaiead Ja &
Shanll (Sl g (lSall) Sl R gl cilida ) 25 5

3 1. Yes a1 3

0 2. No ¥y2| o

ORX

If ‘No’, please specify “Additional comments /

: 3 ) . i ‘r‘i‘ al CAha e saa i e "NET L all 1S 131
Describe how it was insufficient: e f P i sl g8 13

S 5 s




+

+

D. Greeting and Soft Skills of Staff

b gal) Gl gy o A S

5.1 Greeting of Customer

Ol o A 5.1

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

fE AN M Alghs jab Al il o b adllfcaa 3N a3 A )

e No greeting / acknowledgement

i Y e

s  Greeted within 10 minutes of entering

i

branll Jgas e 310 M cua il @

Greeted within 5 minutes of entering

¥

0
1
2 -
3

s |mmediately greeted on entering

KOO0

0
1 |
Jraadl Upas e 35 DA a1 e 2
3

Jeanll g S il

b. Did the staff either / or:

|
|
|

iV gaaly b pal) B3 A o

a. Ask for the customer’s name?

] 1 - 1
frandl sl e J... A

b. Greet the customer by name?

®  Yes, the customer was greeted by name /

= A

J\Aﬂ‘jjmfﬂhlﬁe_:ﬂlh_e;)ﬂlﬂﬁﬁ.* .

3 asked for his / her name Lgan 3
®  No, the customer was not greeted by dand oo g aly faas) S0 pa Joaally oy gl a5 1008 o
0 ) | S ; 0
name / asked for his or her name ‘ gl

T ah  eaiael g "% gl) D b Sy S (i pal) 2
€ Did the staff ask, “How can | help you today?” : o= 3 e = "‘: JL‘; nd: :
and Probe the purpose of the customer’s visit? [ ' i

3 | 1. VYes, the staff did this X i i pall 3 el 1 3

0 2. No, staff did not do this D | Ay Cala gl a3y ol NS 2 0

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

falha/abiial Jo el Al Gedall 4agiilel S0 o

1. Yes, he / she was redirected on the

. basis of his / her needs

LeRalial/afalial I (3)sanll 4pn 58 dale! 33 2l cani 1 3

2. (OR) The first staff member

Oe Jrandl 4y & 30 gy il gl pusiid () 2

3 encountered probed the nature of D Wb foaelua g Bk 0 & 3
visit and assister him / her FEFIFET
3. No, he / she was not redirected on
' flaldal/ailalial 4 @l salel 23 o (NS
. the basis of his / her needs O Walinydalal sl el iy ol 8.3 q
5.2 Soft Skills of Staff i eall) ddS g GudlB pall S e 5.2
a. Were the staff courteous on the customer making Saall 536 Losa A4S 0 0 el g2l B il gal) A8 Ja
his / her enquiry?
0 e No, the staff were not at all courteous D S e ad cilgadl G850 S e ‘ 0
e Yes, the staff were quite / reasonably g sy 4 == .1 ol 1
g A gake ABGY il gl ot il
: courteous O S [ ke ABLL b gal) o il iaai e l 1
2 e Yes, the staff were courteous Gl bl S il cani e | 2
3 e Yes, the staff were very courteous D QUL yad Cabgall S 3 cani 3
b. Did the staff demonstrate “active listening” on Claandl Ll " o) plial” il gal) jgB) A o
customer enquiry?
* No, the staff did not demonstrate ; ;
' | slaal uS \ = S
g active listening O i » sl gk Al . 0
e Yes, the staff listened quite / : - s SR g ; P
1 ' : Ll i) pada Ay Jhy il gal) [
reasonably actively O Sup [ ¢ A8l = 1
2 e Yes, the staff listened actively X3 ey il gl sl i cami 2
3 e Yes, the staff listened very actively D Alag) G S Gl gal) eal i e 3
7
+ o




+ +
rc. Did the staff appear confident? | Tandi o (@1 adl o i gall 4B b o
0 * No, the staff did not appear confident D Al e Byl Jo bl el NS o
e Yes, the staff appeared quite / 3 R " .
1 Jaaa JSSy Al ) g Al 5 gall jels cani
reasonably confident g Con gl g Alpdd il w
2 e Yes, the staff appeared confident E ki e (Bl g Al o il gall jgliaai @
3 e Yes, the staff appeared very confident D Ak e el By ) o ilagall el cani
:‘.ith. List the names of staff interacted e AT gl Wil 0 5
e Mr./Ms. Majid 1 ALl lalll e
o Mr./Ms. J 2 dadyiaul e
e Mr./Ms. 3 ALl el e
e Mr./Ms. 4 Ay lalill e
8



+

+

E. Staff Capability, Knowledge and Cross-Selling

ALY gl ke s 4l Ll shaany il 5,8

6.1 Staff Capability O pall 528 6.1

a. Did the staff frequently probe the nature of the €50 J8 Gy ) Slalia) dah (f i il gl o8 Ja
customer's needs?

3 e Yes E a1 3
0o |2 No | ¥ |9 0

If ‘No’, please specify your comments: B liads 4 Pl ST 1)

b. Did the staff actively attempt to anticipate = P L = i
eose ) Slalda) Fliuy Aad A jlaay il gal) 28 Ja |
customer needs? Gl clalsial Jhi) Ly A o g

3 1. Yes E a1 } 3
0 2. No O 3.2 0

If ‘No’, please specify your comments: 2l mlay o dla ) ST 1Y

c. Were the staff able to cater to the needs of the aaf Fae b calb (98 Cpe G930 Slaliia) A0 Cilb gal) glai Ja o

customer without seeking the help of a colleague? 530 3
3 1. Yes X a1 3
0 2. No N %2 0
If ‘No’, please specify your comments: R rlads af ola ) ("S" 1)
INT: IF the Answer is YES , so the answer for Q oA UL YO ALY sl (Jisd) 134 3 el sl (81
D should be Not Applicable S A Akal)
d. Were the staff able to answer all / most of the i )
questions posed? T4 5 aal) ALY aliaa [JS (8 Y b pal) pllaic) A &
3 1. Yes O a1 3
0 2. No O 3% 2 0
3 3- Not Applicable 24| Gl ¥ 3 3 |
If ‘No’, please specify your comments: ol mlal o sla ST 1Y)

e. If the staff were unaware of the answer to a JA Al AL [opma J3e o Y e )0 il pall 0% 013 1
particular query / queries, did they politely “ask el 2al falBll e 4005 e SUN Jal e JURIVI" Cauigly e il
you to wait while they double-checked with the
system / a colleague”?

3 1. Yes O o1 3
0 2. No O 3 2 0
3 Not Applicable & Gekiy ¥ 3
If ‘No’, please specify your comments: RER P Zladls 4 sla  US" 13
9
* +
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6.2 Product Knowledge and Cross Selling

ALY ad g pially Adladal) 48 el 6.2

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

Sladd y Sladiag ddlaie Adene Sle glaa il pall gal OIS JA ale JS2

Dhofar’s product and services? 7B A
0 e Not atall informed D Ay Jo Claglaadad ol e 0
e Wellinformed on at least a quarter / a
laaall o cilasidl | e B\
1 few of the products and services D T o it ey "FW ”“.I:k 'JL: = 1
discussed ot
3 ¢ Wellinformed on at least half of the 0 & A laadly Clasidl cial e Y e Jly e 2
products and services discussed [Pk 59
e Wellinformed on at least three- - ‘e
Slaiiadl e 581 o gl 35 B e Al
3 quarters or more of the products and E ' o Sy E_:&,m "‘: "" "TJ * 3
services discussed Hir” .

b. List the details of the “main purpose of your visit”
(as per SECTION B); rate the staff on the level of

) A g LaS) "N i ) i) Al AaY pada gy o

"olasill g Cladialy dladall A jaal) 5 g o Gl gl il aB g 3(2

ddabidl oda ql

“product / service knowledge” in this area:

INT: LIST THE CODE FROM SECTION B.

S el o a0 AU B 1l

0 e No knowledge at all ALY e sy e 0
e Wellinformed on at least a quarter / a sl
Slaaall g cladial \ e Ji ;
1 few of the products and services 2 O ol fers 2 "'”_, "L: ﬁ * 1
discussed ¢ =
2 ¢ Wellinformed on at least half of the 25 A Slasall y el ceai e JIY) e alay §
products and services discussed [Pk P

« Wellinformed on at least three
3 quarters or more of the products and
services discussed

K O O |O—

Slatal e S g Lol ABE Y e Jlay @

S 5 3 Sl 3

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

Slasd y Slpdial " ALEY) all™ o aLAL A glaay i gal) B 4 S

and services? Al
o | e No cross selling at all O MY e iyl ol dleny sl o) @ 0
T
1 | e Cross-selling after a lot of prompting D Sl Mol Oa Sl ay LYl aull Ll JE @ 1
e Cross-selling after a little / some p . R )
=) el ¢ | s N il Tgleaal
. ‘ prompting O = VO B sy LSl i Al aE e 2
3 | e Immediate cross-selling attempt E 23 e eyl audl e 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 B L iy Sladle il ks i gl 63 8
L TRRUPVA T DR EE PR W

3 1. Yes

a1 3

0 2. No

2L

X2, 0

If ‘No’, please specify your comments:

:_,_L_Ii‘) :L""‘!.L‘?i"l-?) g L}‘

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

Cladd § Sladie (6 "ALS Sle glaa® it Y U glaey il gall 43 a7
falall i3 Sluitl) aa Uik 23

INT: LIST THE CODE FROM SECTION B.

G el o0 300 2t o bty

0 * Noinformation at all LY e Glagaay o 0
s Information provided on at least a —
Qlatall Sila glaall pe JutAN B Uac |
: | quarter / a few of the products and D o lggs 3N o ““,T' ¢ 1

services discussed

e 8 Al Slendll y Sl

e Information provided on at least half

O

Sl dalaiadl e gladd) el B e ollac) e

2 o G SR '
of the products and services discussed il 25 Al Slaadll f 2
e Information provided on at least three | | S [t i :
[ l Silaglaal) e 81 gl A W) e cllac) e
3 quarters gr more of the products and i l LgRie 5 0 Cllasily Cadial, Akt 3
services discussed | |
3 e Not Applicable | Gy e | 3 J

f. Information on relevant procedures,
documentation and follow-up method?

£l CEEd = L -
FAluall 3 Al 0y Dl g Sl AV Al Sl

INT: LIST THE CODE FROM SECTION B.

G el a0 A58, o8 1ty

of the products and services discussed

e o Al Sileaddly

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

0 e Noinformation at all D Sy e Clagleay e 0
* Information provided on at least a
Alaial i yladl ) Y e elac!
1 quarter / a few of the products and D P.‘j '11'” J:i_i‘e; - ];': Mz * 1
services discussed -
2 \ e Information provided on at least half D Slatially dleidl Sila glad)l sl JIY) o clac! @ 2

Slagladdl e 81 gl gl ) B0 JIY e slac] e 3
'..Q:n:j\.u'ur -...am_a..\_,ul.ha.u]b‘_“'

3 e Not Applicable Gy e
E- Did the staff attempt to acquire more customer Jal e g0 Adlaia 81 e plae 4 el A glaay il gal) ol e
information so as to follow-up at the end of the visit? 3k g A Aaglially Hl
3 1. Yes O a1, 3
0 2. No X 5 2, 0

If ‘No’, please specify your comments:
Areln Gcguire _mpre

H"lf—orma'fl n)

—‘LI'_‘_J :‘-.A'J“Ll{:i “'.‘J R ‘Jl

11
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F. Timeless < ) T

7.1 Timeless b gl 7

a. Waiting time on entering the branch, before P O g el Ok pall g Jalalll Sy £ AN J g e U1 2y
[ dealing with the frontline staff: D Aaddl) adiga o [ pala¥) B}
( INT: SPECIFY TIME IN MINUTES: [ TR a2 ) s sy

{ 0 e QOver 15 minutes D G815 e S @ 0
1 ‘ e 5-10 minutes D 332 10-5 e 1
| 2 | e 3-5minutes O ailii5-3 e 2
3 e Under 3 minutes E Sl SN e il e 3

b. Did the customer feel like the queuing system JS Jany cieall B (sl 31 pURT) BN 2URS 0L a3 el A o

(numbering system) functioned properly? fruasa
" e Queuing system (numbering system) D e Jany ¥ call b (Y1) Uy Ll o) e 0
did not function at all SaY)
e Queuing system (numbering system) i B N aUat il b syl ol o
1 functioned, but it worked with a few D G LY iy (181 LIS g ."’ = = 1
y FHladl Gy
impediments
e Queuing system (numbering system) u i e B d (e e «
: . . . e Ay (Y ) el 8 ey a0l e
2 functlone.d and it worked quite easily D s 0 e Sy 2
and efficiently
| e Queuing system (numbering system) u o ey ca ol d d s o
o a8 Y1 LUa3) Caal Lasiy! aldas o)
3 L functioned and it worked very easily E b (1 ) . J ot & 3
& Juad 559 4l
and efficiently
e Not applicable (no numbering system) D (B Aol e aa gy V) Giai Y @ -

c. Time taken for the “purpose of the customer’s visit g N Jya gl 2o Gl 545 i Lul" Jal e 2434 d:ﬂ‘ ~
| to be fulfilled once reaching the counter: Al
1 i . .

INT: SPECIFY TIME IN MINUTES: ' ‘g | ;B0 Ga i gl) 232 1l

7.2 Product /Services applied for and Turn Around 1l ) ) Lgle Jguanld) o plinall Ciladd friial) 7.2

Time
a. Product / Service / Request 1: 1t Apllall fiaadd) fpiid)
INT: MENTION PRODUCT / SERVICE ABOVE AND Apllall ol ey S5 8 e il 35 5S040 Basill fpuid) S stialy
TIME TAKEN TO PROCESS REQUEST.
Nature of request: hasil) dasks
Time taken: (days / weeks) (&bt [5L01) 135 gl
Additional Comments: Al cila)
12



b. Product / Service / Request 1:

Nature of request:

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

Time taken: (da

Additional Comments:

ys / weeks)

sV Agallal) fAandl) fpiidl o

Al ol o datdl el )] o Gl s )<l daall il S5 il

t4addl) dapd

(& p53)

35 <l gl

B

H. Additional Comments on Visit | 23 Adladal) A8LaY) Gl i) -
(If any): | (s )
i

End of the Survey - Thank you very much....
S 184 — Gt Al
For Office Use Only hid Coal) A aladiudd

G. TOTAL Branch Score

(Total unweighted branch score, summing all sections):

Saction Paramabsr tndar Brsiiation 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
, gAN BRI gsans £
_‘(?L..@\” g8 o ‘&)Ln ;-_1.;._)4.]1 e Ll &Jm)
Jalall flaaial) A £ gara tpaadl) (A Apeeal) B £ gaza 8 ki) aly g 2ll Jalad) el
o Al Sl y £ A puel -
G gl S g a2 -
el gl Al § 45k aa i gal) 53 z
t.'.ﬂ’.ﬂ ! &
Llal) £ 3ana
13
+ +







