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PROJECT: Money
SHOPPER CODE DATA ENTRY EDITING SERIAL NO.
qé Name Number Name Number Name 1 0 7 5 ¥ 8..
L{' it
(£ 9 pal)
il i . .
‘r _)l] 2 ; il Sl glaall Jla) 3 giall 3a
e ] A il AR !
[
A. Details of Visit 3N Saalds &
Bank Dhofar O ik oy
% Bank Muscat E Jaka 3Ly
: National Bank of Oman I:] el ik Il Sl 2R PR PRI P B
HSBC-0IB O HSBC-OIB <
1. Bank Visited
Bank Sohar E] s Sy
Oman Arab bank D ol e ol
Ahli Bank O S oty
Other Bank: ol iy
2a. Branch Name Salalah g il ol 12
2b. Branch Area galmlah gl aige 2
3. Branch City Calalah Ld 3
4. Branch Region DhOF—Gf‘ il 4 |
Day | Month |  Year SO [ A | e ihd w5 |
5. Date of Visit i
oy | 0C | 014 | ]
| Hours [ Minutes T [ JEXPI]
6. Start Time of Visit oyl ly cdy 6
o 55
wdy) Sl
7. Total Duration of SIS Mintes s s 7
Visit w ’2'2—- J 5l 3.




+ + +
' B. Purpose of Visit 3L A
[ Opening a Saving FST PSR
L or Current Account $ o Slaa
; Saving Scheme il s
I Housing Loan Sl (i
1. Application for a new Product | Car Loan 3 s a8 . AR e BL
‘ / Service SR P 15...nd,.‘mu;(_),mu..uix$::|ml
! INT: SELECT AS RELEVANT AND/OR Educationaj Loan el pa : Cidh
| SPECIFY DETAILS OF Credit Cards Ll oy
! PRODUCT/SERVICE '
! Personal Loan P
|
l Double your Salary a3, el
: Offer
; Youth & Student Sl y 2
| Account

2%

INT: SELECT AS RELEVANT AND/OR

General Enquiry relating to a
specific Product, Service

and/or Facility

SPECIFY DETAILS OF
PRODUCT/SERVICE

Opening a Savings
or Current Account |

Saving Scheme

3 g la = |

Housing Loan

| Car Loan

| Educational Loan

Credit Cards

| Personal Loan

| Double VouiriSaIary-
| Offer

| Youth & Student
Account

oo 0O00OROO|0 00000000

o Ladd (e :..'..A. lada sle jladild 2 |

1, = ‘

I fzﬂ\&amdhjifj*ul Jd) rcal |

FPEEL]
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C.  Branch Presentation and Customer Ol i) gl y £ il gl o
| Faclities ot S St E T Ik e LAl s ; . e

4.1 Was Customer Parking instantly available for the

£ 0k e 5 s il ga AN Fgeiia) 239 b 4.1

Mystery Shopper?
3 1. Yes | a1 | 3
2. No E 382
i. Specify: s |

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

w_'ni)- Sagy ;_‘;Dlll &i,‘.‘ Aa

4.2 Entrance to Building cosall N Jgdalt 4.2
a. Was the Entrance Clean? flia; Jaaall oAS Ja )
3 1. Yes E and 1 3
0 2. No o % 2 0

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

RS S i g /1" 23a Slliad (e TNS" o gadl S 131

: -‘t-- o

b. Was the Entrance Convenient?

Falia Jasdll 08 JA o

3 1. Yes

a1 3

0 2. No

OxX

38 2 0

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

i Jasadl 55 A ML 2aa NS gl S 13

4.3 Cleanliness of Premises il 43RS 4.3
Was the branch premises clean? UGB £ Al e 08 JA
3 1. Yes X w1 3
0 2. No O 2| o

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

S " e gl NI dta e pas "NE" Gl gl S 13

Ak e L
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4.4

Branding Material

A el 4.4

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

231 5l y ol ) ool ) e 4 s Gladle [ Clials a3 gy JA L

3 1. Yes E a1 3
0 2. No O X2 0
If ‘No’, please specify “additional comments”, O il Silaa " 2 Slliad e MUST O gald) S 13
if any: (Saay

b. Pamphlets, Leaflets and Brochures on display?

Sl il y Sl e 5 A

3 1. Yes X mid] 3
0 2. No O 2| o0
If ‘No’, please specify “additional comments”, O i) Claa " aaa Sllab e MUS" Gl gall GAS 1
if any: 1Saay
c. Branding material up-to-date? Palaa 4 sl cladall 3 ge Ja O
3 1. Yes E a1 3
0 2. No O 2| 0
If ‘No’, please specify “additional comments”, Ob "l Sillaadla" daa Jlliad e MU il gald) S 1
if any: Sy
4.5 Presentation of Staff Oull gall j4ha 4.5
a. Were employees present at over 90% of the branch &gay pgilla sy £ il LB g a4 %90 (e S 2l g S Ja A
desks and counters? faaaal)
3 1. Yes K wit| 3
0 2. No O w2 0
If ‘No’, please specify “additional comments”, O ¢"Ailial Sllaa " daa Slad e U lgaldl S 13
if any: e
b. Were all / almost all of the staff neatly and i i » s J
professionally dressed? ey im Ol ugtig iRl pBan [ K S O
3 1. Yes E a1 3
0 2. No O 2| 0
“ |."' 'I ST G P n . 'I . ‘u " i . 5
If ‘No’, please specify “additional comments”, O R Saa S saa i e ST el :‘:i:“
D

if any:

c. Were all/almost the entire staff wearing name

[\

Cagbandly Sl Ll 0 graday (ol gl aliea [ S S JA

badges?

3 1. Yes E PN 3
0 2. No O 2| 0
If ‘No’, please specify “the approximate Gl (il gall o ) 2aall saa Sllad e MUSY ) gad) S 1S
number of staff not wearing name badges: s S LS e Y




+

+ +
4.6 ATM and CDM machines S g1y N il pall 334l 4.6
a. Was the area surrounding the ATM and CDM O g il 2R £ 1Y) g ) ) el B g Jaaal) Sl S A )
machines clean and presentable? ¢ gl
3 1. Yes E PN 3
0 2. No O 2| 0
If ‘No’, please specify “Why / Describe how the OSAS Caa gl /13" 2aa Hlad e MUST Ol gadl S 1D
area was unclean: il e S

b. Were the ATM and CDM machines functioning? fans ARl g1y N Ll eall § gl S Ja
3 1. Yes %) il 3
0 2. No O 2| o

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 0S5 A A G s el e IS gl S
il peall Gl gl 23a ) Jaad Y galill g laY1y V) Gl el
J(pad gl ]

¢. Was there sufficient cooling in the ATM/CDM area? CATM/CDM 4laia A 30 Sl 5 2 08 Ja &
3 1. Yes 4| ani 1 3
0 |2 No O X2
3 | 3. Not applicable | Gl ¥ 3| 4
If ‘No’, please specify “the time at which at Gy ol g3 i " saa Hlad e IS Gl gl IS 13
which the cooling was not functioning B Sy Caslll
4.7 Branch Ambience and Facilities Cllugeadll g £ il Ja0a slall sl 4.7
a. Was the branch air-conditioning fully functional TSy Ja JS2y Jaay ) gl chSal) GAS A
and sufficient?
3 1. Yes 24 mi1| 3
0 2. No D b ) 0
If ‘No’, please specify “Additional comments / (il Claadl aaa dllad e (OIS il gall S 1
Describe how it was insufficient: S S Al s aayl
b. Did the branch possess sufficient lighting? SAMS Sl £ Al Addy A
3 1. Yes = mi1| 3
0 2. No O w2 0
If ‘No’, please specify “Additional comments / [agilial Claadle oo Slad Cpe NS Ll gall S 13
Describe how it was insufficient: S K Al A Ciay)
5
6 +
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c. Did the customer have sufficient waiting space /
seating area?

Comsiall 3 lia Ge ilS 230 [ URTM AGHS daliee Jraall S 4 S

3 1. Yes E ani 1 3
0 2. No O w2 o
N T Ve [l Silaaldle saa dllai e MUST il gadl IS 1)
If ‘No’, pl e Additional ¢ ent 2 o T O
o', please specify i omments / S,y A A iy

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?

q:m_,&)nJsu;is,a,.:;mn“&:,giwyi&m_m_.:.
Tl OSkal g (olall) Sl g Cilid ) Ak 35

2 & Yes X e
0 |2 No O y2| o
If Nc', please 'speuﬁ,-r Addlt_lona?l comments / Cioa gy fAilal laa e 33a liad (e IS" il gl S 1Y
Describe how it was insufficient: S S5 o S
6
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D.  Greeting and Soft Skills of Staff

O gall S gy i) S

5.1 Greeting of Customer

G s 31 51

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

e Al I Adgia jad A Gaadall o i adllfcaa 3 o3 L

e No greeting / acknowledgement

S BY e

e Greeted within 10 minutes of entering

Jpandl Jgas 5 33 10 s cn A @

Greeted within 5 minutes of entering

banll Jya3 e 382 5 J34 cus Al 0

0
1
2 .
3

* Immediately greeted on entering

OxK OO0

w (N | = | O

Jraall i jicma Al e

b. Did the staff either / or:

1oaaY) sl Gib gall 23 A o

a. Ask for the customer’s name?

tlanll ) e S |

b. Greet the customer by name?

?&A-')S.-}c.a_:.’l-l.:‘.._l\flhj_-'_l

®  Yes, the customer was greeted by name /

S ded e Js faasl 85 aa Jraalls o 0 il cani e

-3 asked for his / her name E PO 3
*  No, the customer was not greeted by dand e Sl / dan) S5 ae ol ca Al A A NS e
0 ; O ¢ i 0
name / asked for his or her name )

B (F ksl g "0 gall D00 Lusa AiCay CiS" (i gall G

c: Did the staff ask, “How can | help you today?” AP 3 e ar m"‘: JL_! “d: L:
and Probe the purpose of the customer’s visit? ' ‘
3 1. Yes, the staff did this X il Calh gl oG 3 s _q 3
0 2. No, staff did not do this (| Ay Cals gl piy o NS 2 0

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

TTakialfiabial o ply A §piall A g sie) & 06 &

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

Waliial/ataliial L (3)madl asm 5 S0l 55 ) cans, 1 3

2. (OR) The first staff member

O Upanll 4y 331 o301 oY) ala gall puiidl (1) 2

I el L e I

o | el emsmre (R e peemies | o
5.2 Soft Skills of Staff i) s g il gall i g 5.2
a. Were the staff courteous on the customer making sl 536 Losa A4S (0 0 i) gl (Bl B pall (US A )

his / her enquiry?

0 No, the staff were not at all courteous | [] Y e dd cibpadl G5 a8 e 0

8 . :zi, r::ce, l:;aff were quite / reasonably D S Jilpiha ALy eyl la3 il epd @ 1

2 * Yes, the staff were courteous E Gl b gall S il caei @ 2

3 s Yes, the staff were very courteous | AL yald bl S el e 3
b. Did the staff demonstrate “active listening” on Flsandl leadin "l plial™ il gall gl (b o

customer enquiry?

e No, the staff did not demonstrate

) £la HE %
. active listening D (i) plheal B gal) By pl 35 e 2
e Yes, the staff listened quite / ‘ ; . Sy .
A ool il oaa
1 reasonably actively D il By s My iy shiigad i il @ 1
2 * Yes, the staff listened actively E Lulay) GilB gall sl 3l cani @ 2
3 i e Yes, the staff listened very actively D Ay e S il gall el ani e 3




Did the staff appear confident?

Fhcl G By ) e cibipadl 4B b o

e No, the staff did not appear confident

L.L'_',..&’d,ﬁlld.b._i'.i,d\ Al S e

e Yes, the staff appeared quite /
reasonably confident

S JO5 A (e (Bl ) o byl gl el @

e Yes, the staff appeared confident

Adi o (B g Al o il el gl an e

e Yes, the staff appeared very confident

OX m O

A (e el By ) e cilagdl gk cani @

:;ith. List the names of staff interacted pgaa clalad il ok gall slacd 3 &4
e Mr./Ms. Youser Yalem 1 Wi/l o
o Mr./Ms. E 2 TPy XP
e Mr./Ms, 3 Aoty latil o
4

e Mr./ Ms.

adalallf Jalil) .
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E. Staff Capability, Knowledge and Cross-Selling A ) Alas g Al Bl 5 slanay B pall 58 7
6.1 Staff Capability Ol pall 5 a8 6.1
a. Did the staff frequently probe the nature of the €80 J8l ) Slalda) Aash e LBl Gilb gl G b
customer's needs?
3 1 Yes ] a1 3
0 2, No | 3¢ .2 0
If ‘No’, please specify your comments: ol mloaly A ala (28" 1)
b. Did the staff actively attempt to anticipate tocni S clalidal) . Rt Aiadb 4 : 4
f oy Allad 4l glacay ils gal) K=
customer needs? Gl clabial e L bes o ol
3 1. Yes ﬂ a1 3
0 2. No O % 2 0
If ‘No’, please specify your comments: i Loy A s (S 1)
c. Were the staff able to cater to the needs of the aal 520 luea alla (53 e (g ) Slalial A0 Gilb pall plaicd 4 S
customer without seeking the help of a colleague? Ce ka3l
3 1. Yes X a1 3
0 2. No O % 2 0
If ‘No’, please specify your comments: ) Pl aF Sla ;ST 13
INT: IF the Answer is YES , so the answer for Q o R YU LY pla ) (J)pad) 10 A aal '—.'!J!J‘ o 13)
D should be Not Applicable A ddaid)
d. Were the staff able to answer all / most of the i o i
questions posed? fha y_hall ALY aliaa [JS 08 Y1 b gall plaial Ja &
3 1. Yes D a1 3
0 2. No O s 2 0
3 3- Not Applicable E G Y 3 3
If ‘No’, please specify your comments: ol plady o Sla ) S" 1Y
e. If the staff were unaware of the answer to a DA s il [Oma JVgee e Y1 e | il pall 0S5 a1 1Y) 2
particular query / queries, did they politely “ask el dal [l e 40U 5 pe 2SN ol e URIYIM Qudghs dlia Gtk
you to wait while they double-checked with the
system / a colleague”?
3 1. Yes D ani 1 3
0 2. No O 3 2 0
3 Not Applicable 4 Sy 3
If ‘No’, please specify your comments: T plad o ala, ST
9
+ +
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6.2 Product Knowledge and Cross Selling

Hual) asd) y pially Adladall 48 ) 6.2

Sladd § Cladiag dhlade dlene Sl glae il gall g2 SIS JA ale JS2 T

a. Overall, was the staff well-informed on Bank
Dhofar’s product and services? £l g,
0 e Not at all informed O ALY e Slagleadgl Gl W 0
¢ Wellinformed on at least a quarter / a
Silaaall g Sladidl - | e i e Wl
1 few of the products and services D 0 O el e "‘, J& "‘ e ‘ 1
: +~....l..u,u4_dl
discussed
2 e Wellinformed on at least half of the E A A el y Sl cheal e SV e aley e 3
products and services discussed [Pk TE9)
e Wellinformed on at least three- i ‘3
Siadiall e S gl gL A Y e aley e
3 quarters n?r more of the products and D leiliis 0 Claid) 3
services discussed
b. List the details of the “main purpose of your visit” ) A g LaS) 550 i ) g Aleade Aai¥ pua gy pb o

(as per SECTION B); rate the staff on the level of
“product / service knowledge” in this area:

"Olaadll g Sladiadly M’ 1“}Ji5_fm"uha’ih,dlm'ﬁg?i‘,!(é
;m.h,ﬁ

INT: LIST THE CODE FROM SECTION B.

G pall) (o el LS o8 18l

0 * No knowledge at all D Ayl e adayY e 0
e Wellinformed on at least a quarter / a .
leaall y Sladidl | e Y
1 few of the products and services D S on S [ ‘Fi_l:t j ¢ 1
discussed
2 e Wellinformed on at least half of the E i A Slaaall y Cilatiall ceai e Y1 e alay @ "
products and services discussed Lgililia
¢ Well informed on at least three o
Slatdl ce A8 g gl ADE J3Y1
3 quarters or more of the products and D ' o E_f&‘ : ""{': ﬁ * 3
services discussed Dl 2

c. Did the staff attempt to “cross-sell” other products Sladd y Sladial " ALY )" o AU A glay il pal) o6 4 S
and services? Al
0 e Nocross selling at all a SNyl e ilayl aull Glas sy ol @ 0
1 e (Cross-selling after a lot of prompting O S ! (a8l 3y el adl Lleay W6 e 1
2 . Cross-se.liing after a little / some E i Ahaasf) G D g JlaY) ) Gglans 5 2
prompting =
3 * Immediate cross-selling attempt O el e eyl adl ey i e 3
d. Did the staff explain Why Bank Dhofar’s products

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

ALY gl B L Cladd g Siladie 13 7 oy il gall o S &
Pl & i) a4 e "l

3

1. Yes

a1 3

0

2. No

O KX

a2, 0

If ‘No’, please specify your comments:

) clady 4 il ST

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

Sladd y Slaia 6 "ALalS Gl plaa” Sldae Y Al glaay il pall 43 A 7
falall il Sluith) aa i Ly

INT: LIST THE CODE FROM SECTION B.

S el o el AU o8 rZaly

Y e Saga¥ o | 0

0 | e Noinformation at all O
! e Information provided on at least a IO . vk .
. Al o j { By Uac |
1 quarter / a few of the products and D u)h.'u. 'Z,” J’m .’&,J A J.“ "k 6:“; i 8 1
- 2 -t A ‘,.Jl uu‘aﬂ_’ »..a\.a.a.u:lb
| services discussed
2 e Information provided on at least half | Silatially dGlaidl Sila gladl el Y o clac! @ .
of the products and services discussed [ g LT PR
e Information provided on at least three 5 i ik A .
e glaall cpa 38 ) g i ASNE B Uac |
3 quarters or more of the products and D J‘:_:,ﬁ):;l 2“‘ i, _:ﬁ _.“'bn T"I * 3
services discussed o
3 l e Not Applicable GkiY e 3

f. Information on relevant procedures, faluall I3 Aagliall 45500 5 laiaall y «Silp) Yl Al Sl glaa -
documentation and follow-up method?
INT: LIST THE CODE FROM SECTION B. S paldll G Ja ) g Al sdal
0 e Noinformation at all D Ayl e Slaghaay o 0
* Information provided on at least a -
dalatall Cile gladl ) a4 Uae |
1 quarter / a few of the products and D ’tﬂtm 4_.:,&') J~J‘| "'f ‘...1 * 1
services discussed ~ A
2 e Information provided on at least half E Slaiially Alaiall Cila glad]) ciead S o clac] @ 2
of the products and services discussed e o0 laadl)
« Information provided on at least three s _— :
Cila gladl) e S | A2 J8Y Une |
3 quarters or more of the products and | [] ’L::‘J‘sqii &l-u ; f‘lq‘famc“ . "
services discussed i i
3 * Not Applicable GebaibY e
g Did the staff attempt to acquire more customer Jal e gl Allae S Gl glae 4B el A glaay Cilh gal) p0 JaF '
information so as to follow-up at the end of the visit? 550 Al (A Al il
3 | 1. Yes X a1 3 |
0 2. No O 3% 2, 0

If ‘No’, please specify your comments:

A liads o ol IS 13

11
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F. Timeless cldgl p
7.1 Timeless < gl 71
a. Waiting time on entering the branch, before o a9 gal) (o pall aa Jalall) Sy of A Jgds die UBIY) Cdy)

dealing with the frontline staff:

D Aaadll adlga e [ el i)

INT: SPECIFY TIME IN MINUTES: ‘

TR G G gl 22 sl

to be fulfilled once reaching the counter:

0 e  QOver 15 minutes D G315 e 81 e 0
1 e 5-10 minutes E 382 10-5 e 1
2 e 3-5minutes D Giia5-3 e 2
3 e Under 3 minutes O LW s i . 3
b. Did the customer feel like the queuing system JSdy Jany ceall B (a8 Y) aUJ) UBIY) a0 Ol G0 ) Al A
(numbering system) functioned properly? fraa
0 e Queuing system (numbering system) D oo Jag ¥ Call A (LEY1) Uanyl i o) e 0
did not function at all Y
¢ Queuing system (numbering system) T T I -
- 1 o ‘\'l 14 -I|
1 functioned, but it worked with a few E oAby e (V) i) - ‘L‘;‘;;d. i 1
impediments -
e Queuing system (numbering system) < T e
‘J’}--l S0 Y1 AU Caall Ladiy ! alas oyl
2 functioned and it worked quite easily D vty A1) ) L.i in ;...i?]s = 2
and efficiently ; i
® Queuing system (numbering system) % £ AR S »
Al pgs 3 Y aUas) Caall JaTiyl alas o)
3 functioned and it worked very easily D ooy [P 1) 08 ;“L.i ]\‘: a4 4_::. ‘ 3
and efficiently 'J
* Not applicable (no numbering system) E] (Bl Al plai2a YY) Gy Y @ -
c. Time taken for the “purpose of the customer’s visit A g N Jaea gl die &gl 55 i B Jal e i) GBS

:n A 13 n

| INT: SPECIFY TIME IN MINUTES:

\ |3

:&ﬂ-\-“ e il pl) a2 saly

7.2 Product /Services applied for and Turn Around s gl ) o) e J geaal) o plinall Sladih fziial) 7.2
Time
a. Product / Service / Request 1: 1AV Apllal) fAasdl) fpiial
INT: MENTION PRODUCT / SERVICE ABOVE AND Al ol ey 305l < gl e Gt 53S0 sl fpiid) S5 s
TIME TAKEN TO PROCESS REQUEST.
Nature of request: sdaddl) dagk
Time taken: (days / weeks) (&) [a0) 35 cd gl
Additional Comments: i) cilal )
12
+ -
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b. Product / Service / Request 1: oY) il flasdl) fpiidl o
INT: MENTION PRODUCT / SERVICE ABOVE AND Aggllall ol 2y STl 2 g e G 55 9S00 asill fiiddl SSH cialy
TIME TAKEN TO PROCESS REQUEST. ;
Nature of request: tdasdl) dapl
Time taken: (days / weeks) (&) 15L301) 2380 < gl
Additional Comments: i) cila) )
'H. Additional Comments on Visit 130 0L Alladal) A8LGY) Cla gkl A
(If any): (22 )
End of the Survey - Thank you very much....
35 1,88 — i) digs
For Office Use Only Jaid Cagall Ja)a aladias

G. TOTAL Branch Score

(Total unweighted branch score, summing all sections):

Saition P ot Kite Boilcation Total Points Scored in this Total Points Allocated /
Area: Parameter

o 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
) I(aL.--.iY‘ S pan of il daa pall e L) £ gana)
Jalall [awaiall LU £ gaaa tpeal) A Alaaal) B £ pana o_LGAN a3y sdl) Jalal) —
G Aty gl D s =

[

Sl pall Sl gy A

) gl Al 43 g il gall 8 ¢

<yl c

H.’l.m&‘,aa.u

13






