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PROJECT: Money
SHOPPER CODE DATA ENTRY EDITING SR. #
Name Number Name Number | Name Number
1§ g pall
(é‘)“ I~ 38 e P Jial § guaiiall )
L1 émb G e slaall Jis G yuaiiall 34,
SN pu¥) =Sl ) AH =l \ 6
24055 e twadale suea | Kodal\
A.  Details of Visit B Jk Jaali -]
Bank Dhofar X ok ey
Bank Muscat O Jdua iy
National Bank of Oman O (anll il g il 45 e g il 1
1. Bank Visited i
ankvistte HSBC-OIB O HSBC-OIB <L
Bank Sohar O Jawa oy
Other Bank: s oa el
. A ) )
2a. Branch Name 6)\9&\6}9 /)Kg@ SN g il ol 12
2b. Branch Area a ®5) & \ove\ gl Bge 2
3. Branch City ob })JP dl 3
4. Branch Region D Y Q\\b‘\g\DA Aahadl 4
Day l Month | Year Adad) | BYRAl | asl sl asn .5
5. Date of Visit
| | 3 | 61 5
Hours | Minutes Gdal) | clebadl
6. Start Time of Visit 9 6 / / bl iy 6
i 38 il bt
7. Total Duration of Hours Minutes < = s gl ae 7
Visit /6 | OO SR
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2. General Enquiry relatingto a
specific Product, Service
and/or Facility

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

geouny
Opening a Savings

b o g Gl i

or Current Account g Slas
Saving Scheme BRI
Housing Loan OSadd a8
Car Loan Bl i 8
Educational Loan (allai (a8
Credit Cards Olaish cEay
Personal Loan adi a8
Double your Salary ol Gielia

Offer

Youth & Student
Account

all g cbudilh Glus

}/}|LA';;C)3:AG:L'\4§(§L.M’ ?LG J\aﬂ.\u" \ .2

] it Juuald aaa g}/ 9 qualiall id) sialy
FINEN]

3. Complaints / Grievances:

INT: SPECIFY THE EXACT NATURE OF
COMPLAINT / GRIEVANCE IN THE
SPACE PROVIDED

Slow feedback

Ay 250

Request not done

Mig e callall

Wrong information
given

Al e glae glhac|

ODO00D000D0O0O0OO0O0OO00O0000ORO00 O

Attitude G aaill 43y la
Credit Cards Ol citilUay
N Gl e
ATM ATM
Gl gl e
com com
Point of Sale (POS) ) Lol
5 il LS-ILu_)J‘ PIRYS
SMS SMS
Fraud Judal
A48 yeaall Cileadll
Phone Banking s u@w|
i yaal Claxdl)

Online Banking e A ad u ..
gy}

ilaada / o853
o Baddl g (o glSill daydks aaa sualy
L pawadall sl
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3 1. Yes | a1 3
2. No O 3.2
i. Specify: aaa
jii. Specify time taken to find parking: min. AT A i e ¥ a0 CE G s

4.2" Entrance to Building

T el N Jsaa 4.2

a. Was the Entrance Clean? elddas Jaaall chs Ja
3 |1 Yes % | 0251 3
0o |2 No a 32 0
if ‘No’, specify “Why / Describe how” the S "G Caagh 1" 22a liad e "IS” Qb gall s 1
entrance was unclean: Cadai e Jaaal
b. Was the Entrance Convenient? elatia Jaaall S A 0
3 1. Yes ] P 3
0 2. No O 2| 0

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

nliness of Premises
branch premises clean?

Toie Rl (& "L 2as ¢ IS el S 1A

1. Yes

2. No

O|=

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

S RS Chua o AL daa dlliad (gae MOE" Gl pall S 1A
Al g ol

Kharafi Marketing and Consultancy- Muscat-Ruwi,
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a. Posters / Branding materlal present on doors, walls
and windows?

5 g T *@?wu‘ EWP
?4&\3.\“30[}.\;5\ ¢u|y\'|u.bwl.uuh)\.ﬁluw.h$& j

3 1. Yes 4 1| 3
0 2. No O 2| o0
If ‘No’, please specify “additional comments”, OF ¢"Rgilial CUaa D" saa ellizad (pa DS Gl gl 1S 1)
if any: Sy

b. Pamphlets, Leaflets and Brochures on display?

fl il y S e 5 b

3 1. Yes X 1 3
0 2. No O 21 0
If ‘No’, please specify “additional comments”, OF MRilial cUaadla" aaa lliad e IS b gall IS 13
if any: Caag
1
c. Branding material up-to-date? SAhuaa & fadl) ciladall M ge Ja
3 1. Yes 1] 03
0 2. No | 2| o
If ‘No’, please specify “additional comments”, OF Rdlal claa D" saa dlliad e ST O gall IS 1
if any: RUIT
4.5 Presentation of Staff L ' % - O luiBgall jede 4.5
a. Were employees present at over 90% of the branch elyu ‘ag,u\&n em gﬂi B (s %90 Cra RS aad gl oS S
desks and counters? 4023
3 1. Yes O 1| 3
0 2. No D X2 0
If ‘No’, please specify “additional comments”, O "Rl Claadle" das lliad e NS G gall (S 13
if any: 1Caay

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

gy ise il (g (il galt plina [ JS S A

if any:

3 1. Yes X a1 3
0 2. No O 2| o
. . , b MAdilial Gllaa " Aliad e KT i galdl S 1Y
If ‘No’, please specify “additional comments”, o = e ot sl :’;‘_\:
g

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

Sagilanily G Cugnidsy (il gall alina f S OIS Jb L

3 1. Yes X

] 3

0 2. No O

k.2 0

Kharafi Marketing and Consultancy- Muscat-Ruwi,
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If ‘No’, please specify “the approximate
number of staff not wearing name badges:

a. Was the area surroundmg the ATM and CDM

Ol ik gall ‘é_u‘)ﬂ| 2aadl 3 lliad (e (S Gl galt s 1
NJLAHIL\ L_l\)\.m Oy b

machines clean and presentable?
3 1. Yes 4] 1| 3
0 2. No O 2| o0
If ‘No’, please specify “Why / Describe how the S PGS G g /AL 20a clliiad (e IS Gl gl IS 1A
area was unclean: RE NPT

b. Were the ATM and CDM machines functioning?

Shand i) pIaly (N Gl 8300 i B @

3 1. Yes

o1

3

0 2. No

El@

38 .2

0

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

oﬂ;‘ 4 US"(‘lg;"“ gl 2aa il e S Gl gall oS 1
‘_n‘).an g g5\ .u;,) Jaxd ¥ ‘;.ml\ t\.\JY\_, UJY\ u\).al\
(g.ml\ t\.\.\Y\ 3 QY\

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

TATM/CDIM ki 3 23 CiSall 51 3,0 08 A .o

R

which the cooling was not functioning

3 1. Yes O 3
0 2. No O X2
3. Not applicable JENSYR ]

If ‘No’, please specify “the time at which at A Jang ol 3 8 " 22 il e IS Gl g2t IS 1)

e I Casdll
. > > N
\@1\9 2P AN \‘)\ o= v WSS
- [ o A‘ e e ‘

anch Ambience and Faciliti

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

3 1. Yes

0 2. No

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

JMasdlal ilaadl” sas lliad e ST Gl gt S 1A
wilS (& Wl GS Ca gl

b. Did the branch possess sufficient lighting?

P 3Ly g B el OA

3 1. Yes X PO 3
0 2. No O X2} 0

Kharafi Marketing and Consultancy- Muscat-Ruwi,
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+ + +

c. Did the customer have sufficient waiting space / Tuugladl olia (o ilS 230 [ JURITU 4818 Aol Jpanll GIS o
seating area?
3 1 Yes Ya A3
0 2. No O X2( 0
Nt e w s [Magilal Cillaa " aaa liad (e ¢S g__nl).;ll Ol
If ‘No’, please specify “Additional comments / S (53 o] i i

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?

o9 £ AN Jahs Ao guda gall il A g 2y O Qoo M plaiad Ja &
Sdaadl oStal g (ilSall) ol gl Cdlida Y A

3 1. Yes 1| 3

¥.2 0

KO

0 2. No

If ‘No’, please specify “Additional comments /

Chon gl g fAilia) s aas ellimi e "SE" Ll gall S 1)
Describe how it was insufficient: 3l fldl QIS el S 1Y

- RS s das
NI VY TR
<
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“Greeting of Customer

+

i m

= Nuwt- sl 5.1

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

tg Al B ALk g8 AN guiall (I i eillfoua il o5 b )

e No greeting / acknowledgement

i/ Y e

e Greeted within 10 minutes of entering

e Greeted within 5 minutes of entering

Caaall J 532 o 3B2 5 DA cum il 0

WIN|=|C

e Immediately greeted on entering

O0o0or

0
Jpandl J520 (e 3183 10 3 il o 1
2
3

Qaall Jsas Hs cua il @

b. Did the staff either / or:

10asa¥ s 3ol Cilh gall ol 2

a. Ask for the customer’s name?

¢saall a2 S

b. Greet the customer by name?

e  Yes, the customer was greeted by name /

3 dand e Jlun flant S5 pe diaadly cm il 35 a8 cpas @

3
3 asked for his / her name D gl
e No, the customer was not greeted by o | dad o Jlos olg / Al S5 g el ua gl ol S e
0 . X] 0
name / asked for his or her name Leand )
33A 0 adicd g S gall discluia AiSa asS" cab gall <
c. Did the staff ask, “How can | help you today?” i o 3 "psd R J‘; dd-}:-“d:j:
and Probe the purpose of the customer’s visit? i
3 1. Yes, the staff did this O lly Cali gl 218 38l cani 1 3
0 2. No, staff did not do this || llyy Cali gl oy ol DS 2 0

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

fgabial/aabial o sl Al Gsudal 4680081 o5 0 &

1. Yes, he / she was redirected on the

3 basis of his / her needs

O

Lealiial/aialial N (5)dseadl g g8 Bake] 25 38 pai ] 3

2. (OR) The first staff member

0f el 4y 1 g2 Jg¥1 il gl udind () .2

the basis of his / her needs

a. Were the staff courteous on the customer making
his / her enquiry?

3 encountered probed the nature of D el foselun s 5l daed 3
visit and assister him / her M -
0 3. No, he/she was not redirected on E

Lehalial/attalial ) 4 gill sale) 33 o1 DS 3 0

‘?;Lua.l‘ | SJQLM s “ o i (¢ C’,\Sd&\ Odh b_‘|

customer enquiry?

0 *  No, the staff were not at all courteous O Y o gl diligall (Hal DS e 0
e Yes, the staff were quite / reasonably . iy n %% . .
! 4] AL Cals gall 5 a9 ¢
1 courteous D Bap [l e ABuly iyl a3 i 0 1
2 ® Yes, the staff were courteous O Gl b gl (S 33 cani @ 2
3 e Yes, the staff were very courteous m AN aad ok gall IS a8 caal @ 3
b. Did the staff demonstrate “active listening” on Taaall Jludind " o sliual®t cilhgall el Jb o

e No, the staff did not demonstrate

) plial Cild gall jgdas o (DS
° active listening d e gall ygdiy ol . 0
®  Yes, the staff listened quite / .. - .“.
' } A gika 4y ylay Cilh gall st Sl ¢
! reasonably actively D Gl B0 Al gua A0y yhay il gall s axi @ 1
2 e Yes, the staff listened actively M Gl iligalt sl il cpai @ 2
3 e Yes, the staff listened very actively D At (e 8 cibigall dual 3l cani @ 3

Kharafi Marketing and Consultancy- Muscat-Ruwi,
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Did the staff appear confident? FAudi ¢pa (3 g A o Ciligall jgi A
*  No, the staff did not appear confident | [] Auadi e (@Filg Al Jo Calagdl Heda S e 0
®  Yes, the staff appeared quite / . . 5 e .
S Auudi Cpa (39 Adl Je ala gl
reasonably confident D s Jedy On Bl Al o gl sl cput 0 1
® Yes, the staff appeared confident g Audi Ga (Gl g 4l o Calh gl jeda cani @ 2
* Yes, the staff appeared very confident | [] ddi (o Lol Gyl o Caligall jeka cpni @ 3
d. List the names of staff interacted - .
tagre clalad Cpdl) il gall pland €3 &
with: -H-'—‘\ Cdll Cpdl gl placd jS3) &
e Mr/Ms. 1 SN ot Alall/dalll e
e Mr./Ms. 2 T ALlLnUl e
o Mr./Ms. 3 alalalifdeaall o
o Mr./Ms. 4 PARAT] 75 TR T IS

Kharafi Marketing and Consultancy- Muscat-Ruwi,
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‘Q,m}d\ 588

a. Did the staff frequenti\y probe the nature of the T 0% Cisa i clalial Dok o _LuliuYly ciligall ol Ja Y
customer's needs?
3 1. Yes e 1 3
0 2. No 3.2 0
If ‘No’, please specify your comments: gl  Bla ST 1Y
b. Did the staff actively attempt to anticipate S50 calia) GLauy Al A by il sl a8 I
customer needs?
3 1. Yes P 3
0 2. No 38 .2 0

If ‘No’, please specify your comments:

:;\,_’D’})g«qs,\ S 2

replso S\ Zroln oM ahd)

" s 8 dla 'S 1Y
\‘\_5— Q:&a\% AN\ 22N =

C.

Were the staff able to cater to the needs of the

»issmmwmwﬁa\egﬁa)w&w\&mm& o

customer without seeking the help of a colleague? 253 3l
3 1. Yes O i 3
0 2. No 4 3.2 0

If ‘No’, please specify your comments;
(\\’MQ
N

- N Ay liads 8 Bl "SI
Codls oSN s shely NS

AR

y A (f)sg YQ\;:!:‘\”K \}5)5,5,«.;‘_;4_5: ) 30 s )_,oyu:wA\_zaq\@D)sQ\ S
d.  Were the staff able to answer all / most of the - :

questions posed?

i g phaalt AL alina /S & ALY wils gall plaiud Jo &

3 1. Yes

R 3

0 2. No

Ox

38 .2 0

If ‘No’, please specify your comments:

T i 8 Pl ST 1Y

If the staff were unaware of the answer to a
particular query / queries, did they politely “ask
you to wait while they double-checked with the
system / a colleague”?

T cAa Al o Jlipms 15 ) o 1508 Ciligall 0S5 a1 131 T
33l aal falal) e A0 B0 a5l Jal o JUEEII Gl dlia qalla

3 1. Yes

a1 3

0 2. No

O/

382 0

if ‘No’, please specify your comments:

A gl 8 sl O

Kharafi Marketing and Consultancy- Muscat-Ruwi,
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6.2 Pro u xnowledge and Cro%%euing ’

a. 0verall was the staff well-informed on Bank

uhh,umuhauwuhghgﬂjd! Gﬂuudh (‘a\ﬁd&u i

: @.JL, @.\JL; hhm J.QM 6.2

N

Dhofar’s product and services? ML oy
0 e Not at all informed D Gyl e claglaoanl pul 0
e Wellinformed on at least a quarter / a . .. " ’
“Ladal) g ciladiall ) e JiY
1 few of the products and services D = 3 Oe el ) &ﬁﬂm& ::; * 1
discussed £
N *  Wellinformed on at least half of the 0 Al laasll 5 latidl cuai e BV (e pley @ 2
products and services discussed giailie
*  Well informed on at least three- 5
Clasiall e S gl ﬁ‘-.U‘ s di\ﬂu_lc (J""' .
3 quarters or more of the products and | e 53 edeas) 3
services discussed e i il ?

b.  List the details of the “main purpose of your visit”
(as per SECTION C); rate the staff on the level of
“product / service knowledge” in this area:

puall 3 550 LS) "SJQ)ﬂwjingjl"uM&Y@b o
"ailaaddl g Cladlally gledall 43 jaal) GM"ui‘tﬂ&}J‘H“e‘J‘(U

Gkl oda

INT: LIST THE CODE FROM SECTION C.

aeu&.nga}a,l\gm?a,mg

0 * No knowledge at all

GMLY e aliy¥ o 0

*  Wellinformed on at least a quarter / a

Cilexdll y clatiall go Bl fpas 0o BV e by @

services discussed

O |X¥| 0O |O—

1 few of the products and services i 1
Lgadtia |
discussed et
¢  Well informed on at least half of the o leadlly Clatiall diual e JIV1 (e ony e
2 i e 2
products and services discussed iiilia
e  Wellinformed on at least three . "
slatiall e S gl gl i A i e
3 quarters or more of the products and = o= gy g e 3

Lidiilia 3 Al cilasdlly

Did the sta# sttempt to “cross-sell” other products

Clasd g ciladial " ALY Al Go alGl A glaay (i gall REPTIRE)

e Al
0 ‘ g at all O MY e eyl ol e il e 0
1 * (ross-se |, after a lot of prompting D Gl Uit G A g LY i Aleny o5 @ 1
® Cross-selling after a little / some . . . .
o i ¢ o L) | Alany A\ 2
2 prompting O = 00 Qi 3y e gl e
3 * Immediate cross-selling attempt m il o o) adl Ugag i o 3

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

ALl Lgal B ol il g ciladie Hild T il galt A8 Ja &

SALial) o i) pa 4 jta "Hppuil

3 1. Yes

a1 3

0 2. No

RO

a2 0

If ‘No’, please specify your comments:

) gl o 55 S

Kharafi Marketing and Consultancy- Muscat-Ruwi,
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Did the staff attempt to provide “complete
information” on Bank Dhofar’s products and
services, along with relevant literature?

Claih g ciladie oF "ALS Gila glaa™ illaeY Al glae; wili gall a8 02 T
fAluall culd cluisl) aa ks by

INT: LIST THE CODE FROM SECTION C.

& auddll (pa o ISy o8 1ty

0 e No information at all O Y o clagiaa¥ o 0
e Information provided on at least a e "
Aalaidl e glaalt | M Uae
1 quarter / a few of the products and D = mﬁm JF‘:&| ": ;,. n‘ * 1
services discussed ¢ ITEE
2 e Information provided on at least half D aiially dileidl cile gleall chual B o clac) o 2
of the products and services discussed Ll 3 Al claaddly
e Information provided on at least three " P
o ghaall (pe ST b gl 2200 3 e §
3 quarters or more of the products and m = tﬁﬁi\idﬁ\ gﬁ, ,."h“ —f! . !“ ¢ 3
services discussed i SR

f. Information on relevant procedures, TALall @3 Angliall A0 g cufaiiuall g s paYly Allaia Cilagles .z
documentation and follow-up method?
INT: LIST THE CODE FROM SECTION C. @ pudl) o 34l AIS o8 sdialy
0 e No information at all D Oy e clagleay o 0
e Information provided on at least a . "
Aaleidl il gladdt ¢ ) ) Uac |
1 quarter / a few of the products and D = ,L.AV ?\;m‘_,_;,!?.:\:h:j\ “J;‘ - 1 ¢ 1
services discussed * ST
) e Information provided on at least half Cilatially dleidl o glaall Chual JBY o ol @ )
of the products and services discussed | = LgidiBlie o3 Al larally
e Information provided on at least three . -
Gl el o iSH g gLl 453G B Jo ollae) @
3 quarters or more of the products and D P Y 3
Lgiadlia | Cileasdl g Caladially dalatall
services discussed gt 3o
g. Did the staff attempt to acquire more customer Jal 0 Crgall Ahlatia JiH cila glaa 43 jaal A glasy il gall ald J2.E
information so as to follow-up at the end of the visit? 98 30 Algs B daially AL
3 1. Yes X i L 3
0 2. No O 32, 0

If ‘No’, please specify your comments:

) mliady a8 elay S 1Y
Blaa Xkl ) )

Kharafi Marketing and Consultancy- Muscat-Ruwi,
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7.1 Timeless

il 74

Waiting time on entering the brani:h, before
dealing with the frontline staff:

& Ogasall Q,dh}d\ oo Jalaill 38 c&)ﬂ\ Jeds ae Uiyt By}
1 dasil) adiga o J ol Jaaly

INT: SPECIFY TIME IN MINUTES:

BN i B gl daa sdaly

|
0 e  Over 15 minutes O 468115 e S8 0 0
1 e 510 minutes O Gl210-5 o 1
2 e  3-5minutes O G821 5-3 e 2
3 e Under 3 minutes R] G N e Jil e 3

to be fulfilled once reaching the counter:

b. Did the customer feel like the queuing system ¢ . . 3 (e o . N
o) wdwal) SN alas b el -
functioned properly? $ua Jidy Jasy ot N pBI O Gl ad O
o . QITeumg system did not function at D B e Jany ¥ il i B A o e 0
a
e Queuing system functioned, but it .. . . . R ...
1 L il gt Caall & LTy Ui o) 1
worked with a few impediments D o) g g g Jany o S
*  Queuing system functioned and it Jlad IS8 g A gy Jaty il & Y Ui ) @
2 semf . O 2
worked quite easily and efficiently L
3 e Queuing system functioned and it ISy g Al Al gguny Jary Canall B Uyl Qi ) @ 3
worked very easily and efficiently = Jud
e Not applicable O Ghiu Y e -
c.  Time taken for the “purpose of the customer’s visit Eisa A) Jguash die Gl 8 L5 cian Auli™ Jaf (e M) clgll @
:* Fasdl

INT: SPECIFY TIME IN MINUTES:

1 BB Cawa B gl saa sdualy

Kharafi Marketing and Consultancy- Muscat-Ruwi,
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H. Additional Comments on Visit 133l Alladiall A8LaY) cila yikall 2
(if any): (@ 0f)

CLEP BT A5 614 oyl O

. \95:)0&\& o), kC_Q),Qf SgaSse QQL)ZMJ

Yo ua,é)oy& 09)ye I DME-) UOS) S

J*’A\ \505\)39 VaRAL I

J”ué?q@_; &%(34 fJM\pGICSJ

=\ A AN
; \j\;j‘l\y\fg—v

J*-(‘JU()/ UVM\\ﬂPQOJngNJ

End of the Survey Thank you very much....

Saje 184 —

Oliia) Al

For Office Use:Only
G. TOTAL Branch Score
(Total unweighted branch score, summing all sect|ons) _
Section parameter Under Evaluation Total Points Sco;fd in this # Total Points Alfocated /.
: s . i Area: » .. parameter
C Branch Presentation and Customer Facilities
D Greeting and Soft Skills of Staff
E staff Capability, Knowledge and Cross-Selling
F Timeless
g All blii £ gana £
(FMY\QK&;ctﬂAn)A\PLM\tw)
T Saladl flaaiall Liadl £ gana Tl b Al BN gaga e =5 T Aty e Gl | el
ol Aashall byl g AN auals <

Kharafi Marketing and Consultancy- Muscat-
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Gl gal) i jlga gy ca sl &
ALYl Blas g 4B jaa g il galt 5,08 z
b gh c
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