SERIAL No,

L~
+ + +
PROJECT: Money
SHOPPER CODE - DATA ENTRY EDITING _ - SR. #
Name Number Name Number | Name Number
1§ 9 il
il saxill Sla slaall Jlaal 3 guiiall )
- N N o &)
Al | Niveen  wadee o >
) = & P A =1
390 Mo | dadn |og | Ichautsk \\
A. Details of Visit 50 Janaldt -}
Bank Dhofar Kl il ey
Bank Muscat D Jatuna iy
National Bank of Oman D (Shanll il glt il g i cad g il 1
1. BankVisited ;
HSBC-OIB O HSBC-OIB 4
Bank Sohar O o dliy
Other Bank: oAl dy
2a. Branch Name &)FC\R g Al il i2
2b. Branch Area CO\Y-/WC g il aige 22
3.  Branch City M\ls Cakj aadt 3
4. Branch Region &) \(yw aghidl 4
Day | Month ‘ Year aul | e l asdt M an.5
5. Date of Visit
| | W% 06 |03
Hours | Minutes bl ] clelull
6. Start Time of Visit q}g q sl ey 6
i 8l il
7. Total Duration of Hours Minutes i = R
Visit l% 60 sl en 7
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2. General Enquiry relating to a
specific Product, Service
and/or Facility

INT: SELECT AS RELEVANT AND/OR
SPEC!IFY DETAILS OF
PRODUCT/SERVICE

Opening a Saving

- | or Current Account

i

A

Personal Loan.

i

{ Double your Sala

Account

3

Opning a Savings

or Current Account o> sl
Saving Scheme BECURIE
Housing Loan oSl (a8
Car Loan Bk o A
Educational Loan (atlal 58
Credit Cards oladit clilag
Personal Loan addi ya i
Double your Salary il CieLa

Offer

Youth & Student
Account

Gl bl Gl

ol s FUNES cuguéwéxﬂnet& Dl 2

[ iialt Juali 3aa g} [ g comliall i) sialy

Aladll

3. Complaints / Grievances:

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

OO0 0000 O0O0Ooooooooo /1)

Slow feedback Ayl 393y
Request not done die yé alhall
VYrong information Hlla e gl elac
given
Attitude i palll dd ke
Credit Cards Ol ity
N Gl Jea
ATM ATM
Sl g Yl e
CDM CDM
Point of Sale (POS) &l Jalis
B madll il i deas
SMS SMS
Fraud Jliad
. e A padl cileadll
Phone Banking gl
] . e A peadh cleasl)
Online Banking D iy

ilaada /o585 3
gééma)h-“’ S5l dagds ass, sl
L pamadall osall

Kharafi Marketing and Consultancy- Muscat-Ruwi,
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Aehipresentation/and/Custor

s

0=

-

4.2 Entrance to Building

——————————————————————

2. No 38 .2
i. Specify: s
ii. Specify time taken to find parking: min. dags i g Sag¥ 0 sl o

LN JEa4.2

a. Was the Entrance Clean? eligdai Jaaall cls Ja )
3 1. Yes [Z axi 1 3
o |2 No O 38 .2 0
If ‘No’, specify “Why / Describe how” the S "G Cauagh 1 sas dliad (e MUS" b galdl IS 13
entrance was unclean: Cadai e Jaaall
b. Was the Entrance Convenient? $lalia Jaaal ClS 0o @
3 1. Yes [X| PO 3
0 2. No O 2| 0
If ‘No’, please specify “Why” the entrance was Cudie Jaaall (85 Al "L aas ¢ IS il S 1Y
inconvenient:

7431 Cleanliness of Premise el 4.3
Was the branch premises clean? elilal g AN v QS 2
3 1. Yes X alo3
0 2. No O 2| 0

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

€ M Cia gh /1" dan @lliad Gac D" ol 2l S 13

i e ad)
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a. Posters / Brandlng matenal present on doors, walls
and windows?

C3 415 ) el ¥ 16 A Clade [ Cbeala 3399 O )

3 1. Yes V%] 1| 3
0 2. No O w2 o
If ‘No’, please specify “additional comments”, O ¢"Ailial laa D" saa dlliad e IS Ol gall S 13
if any: ‘Caaa g

b. Pamphlets, Leaflets and Brochures on display?

St il g luiSl i e g3 08 L

3 1. VYes X PECIR 3
0 2. No O 2] 0
If ‘No’, please specify “additional comments”, OF "Rdlal Glaadle" saa @lliad e SIS Gl gadl S 1A
if any: )
c. Branding material up-to-date? 250 4y ladll ctadall dga Ja &
3 1. Yes 13
0 2. No O 22| 0
If ‘No’, please specify “additional comments”, O "aglial Claa " daa @lliad e IS O galdl S 1)
if any: Gy

Presentation’ of Staff

a. Were employees present at over 90% of the branch

tisay ae-u\&- m EAY (ABga a %90 ca St -Ngu IS

desks and counters? Sa4a41)
3 1. Yes 1| 3
0 2. No 0O 2| o0
If ‘No’, please specify “additional comments”, O "ddlal Glaa D" saa elliad e IS Ol gall IS 1
if any: Gy

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

S i ga (ubl (195 53 (ol gall alina / S (S O s

if any:

3 1. Yes X1 1| 3
0 2. No O 321 0
X . o ":\.\él...'a‘ 'LL; " 5” ad n 1" il (" 13
If ‘No’, please specify “additional comments”, oes Sl s O ST 5l _‘:,i:‘
Can g

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

Cailamly LA sty Culh gall alina f JS S b L

3 1. Yes

O

1| 3

0 2. No

4

x .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: -
ey Mo anve. 1S W eayiny
o g T J

INC Fod9es —
TM and CDM machines. .
a. Was the area surrounding the ATM and COM

1 i pall sl 2aell a0 s (g IS el S 1Y
peilands LS g grm Y

G E g N il ual B3¢ 4,67

S0 115 NI il 53] Badl) Sl S b

machines clean and presentable? $ gl
3 1. Yes m i 1 3
0 2. No 4 X2 0
If ‘No’, please specify “Why / Describe how the TS RS aa gh L 20a llizab e IS il galt YIS 1Y
area was unclean: scaday e S

b. Were the ATM and CDM machines functioning?

T3as gl g1V 5 N il ) 52l s & @

3 1. Yes

1| 3

0 2. No

O/

a2 0

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

5eal A OS5 Al ) gl sas dlliad e ST bl S
Gilpeall < ga b 2amg) Jand ¥ (gl g a5 (Y1 il el
H(egamlt gladh Y

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

SATM/CDM dikaia 3 3 ipSall g 2,8 (8 Ja

o M-

~4.7 Branch Ambience and Facilities. o
a. Was the branch air-conditioning fully functional
and sufficient?

3 1. Yes O 1| 3
o |2 No % x.21 0
3. Not applicable O G ¥ 3
If ‘No’, please specify “the time at which at L3 Jony ol 52 I saa llind (e (ISY il sall S 1Y)
which the cooling was not functioning s I8 sl

T ey £ g5 el s 4.7
IS s 1 O Jang 56 S IS OB ]

3 1. Yes ) 1] 3
0 2. No O x2! 0
If ‘No’, please specify “Additional comments / il claada" aaa dlliad (e DS Gl gall SN
Describe how it was insufficient: (S S ol S Caa

b. Did the branch possess sufficient lighting?

A0S solialy £ Al ity Q2

3 1. Yes

1] 3

0 2. No

[1|Ed

3.2 0

Kharafi Marketing and Consultancy- Muscat-Ruwi,
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+

+

c. Did the customer have sufficient waiting space /

Souglal) olha (e GilS 2ae [ UV AS Aabica Juaall (S JA

seating area?
3 1. Yes X pzd 1 3
0 2. No O M2( 0
Iyt e u Los [zl Claadl" aaa liad e IS O alt AS 13
If ‘'No’, please specify “Additional comments / S (5 ) S i

Describe how it was insufficient:

d. Did the customer find it easy to follow the signage

within t

he interiors of the branch, indicating different

illg £ AN Ja1a e guin gall USEM Al gy iy O Qg3 £ Ul J &
Sanlt (Slal g (uileall) il sl alida M) 25

counters/ work stations?
3 1. Yes O 1|03
0 2. No X y2| o

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

o Sighage ?TM Raw
1S Qeaally -

Ke

G gf 5 fAgilia) cillaadle” o @llimd (e "NS" Gl sall IS 13
S (S5l cag
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Was the Mystery Shopper “promptly greeted /
acknowledged” on entering the branch?

T il 1 ALy b (bl guiall o ciailfcus 1 63 6

e No greeting / acknowledgement

Gapifua Y e

e Greeted within 10 minutes of entering

e Greeted within 5 minutes of entering

Qeall J5i (ge 58 5 YA cam sl o

W iN|= O

On00x

e Immediately greeted on entering

0

Seanll Jgaa 0o 383 10 D il @ 1
2

3

eaall Jsaa psh il o

b. Did the staff either / or:

1) gaaly Ciligall a8 Q2

a. Ask for the customer’s name?

and uah e Sl

b. Greet the customer by name?

Shaud S5 e dpealy a2

e Yes, the customer was greeted by name /

’ J\W\Q:du/w\ﬁ&dpﬂhgpﬂ\;ﬂsgj .

3
3 asked for his / her name D Leash
0 e  No, the customer was not greeted by m Al e Sl als [ Adud S8 e dpenly el d DS e 0
name / asked for his or her name Lgans! )
3 (5 el g "Spgall dlidcluia AiSay A" cal gall <
c. Did the staff ask, “How can | help you today?” ke 3" = T "A: du! l\d:JL:',
and Probe the purpose of the customer’s visit? .
3 1. Yes, the staff did this | iy Gl pall o8 5 a1 3
0 2. No, staff did not do this Y| allyy Cali pall o ol 82 0

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

Ngalal/ahiial LI sl (A1 Geudall Aagidilelsidh &

1. Yes, he / she was redirected on the

3 basis of his / her needs

O

Lelalgial/attaliial I (5)dseall g i Sale) 23 ) cpai ] 3

2. (OR) The first staff member

e Cpaad) 4 N @3 g s gall yusiindh () 2

the basis of his / her needs

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

3 encountered probed the nature of D (el foxelas 5 3 dngd 3
visit and assister him / her i B
0 3. No, he / she was not redirected on

Lealiinl/atalial S 4 il ool 5 o} 353 0

AAS O o i) (g3 (3l (i gall (S Ja

customer enquiry?

0 e No, the staff were not at il courteous | [X] B o g il (il DS @ 0
e Yes, the staff were quite / reasonably . T .
! aa fAl AL Cals gall 3 08) cand
1 courteous D Sy [Maha L4 all a3 o= 0 1
2 e Yes, the staff were courteous O Gl il gall S S cpnd @ 2
3 e Yes, the staff were very courteous D AR yad Calagall (JS Ji cani @ 3
b. Did the staff demonstrate “active listening” on S panll el "' plinal cilhgall 4B J2 o

e No, the staff did not demonstrate

) sliual L2 5 ¢
0 active listening m ) pliual i sl Ayl S e 0
e Yes, the staff listened quite / e gy % . .
! Lt [\ A3y ay (il gall g a8l cand
1 reasonably actively D ) Ba [Algia A3y B gall ual A ipni o 1
2 e Yes, the staff listened actively D Gulay) Cild gall ol ail coni @ 2
3 e Yes, the staff listened very actively D e (e S il gall ual 3l cpad @ 3
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Did the staff appear confident? udi G (35 Al o Ciligall el R
*  No, the staff did not appear confident | [] Audi o (il g 4l o Gali pdll sedny DS 0
®  Yes, the staff appeared quite / _ . . L . -
& a3 g Ad) 5 ¢
reasonably confident E i Jody ki 0 Bl 4] o iBgall g cpns o 1
®  Yes, the staff appeared confident D Adi o (g A o Caligall jeki cpni @ 2
® Yes, the staff appeared very confident D A g Labad (309 4l o Calagall yela caai @ 3
d. List the names of staff interacted . .
. CJ.ALIJ 03 » " *
with: tagaa Gl (bl galt pland 83 &
e Mr./Ms. 1 Al e
o Mr /Ms. 2 Al el dstalt .
o W/ Ms, 3 bl latll o
e Mr./Ms. 4 Al lalill

Kharafi Marketing and Consultancy- Muscat-Ruwi,
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6 1 Staff Capa ility.

& 1‘

a. Did the staff frequently probe the nature of the T 050 0S8y (a3l clabiia) dayl o W uﬁ&‘-“ 3 Ja
customer's needs?
3 |1 Yes O 1 3
o |2 No & % .2 0
‘No’, please specify your comments: el ) Zlady o Sla ) S" 13
Pc 0¢ Que ol
b. Did the staff actively attempt to anticipate 1 clalia) (i Allah A shae; il gal i e
customer needs?
3 1. Yes | eni 1 3
0 2. No | 3.2 0
If ‘No’, please specify your comments: (i Ly a8 Blay OS" 13}
o F\ U
¢ Were the staff able to cater to the needs of the ] oo las alla (193 o Qg M ilaliiag Als Cilh gall gliud o &
customer without seeking the help of a colleague? 253
3 1. Yes O 1 3
0 2. No [Yd 38 2 0
If No please specify your comments: el 5 liady a8 Bla ) S" 13)
r\L\k S MV\A.P .
d. Were the staff able to answer all / most of the i ‘ .
questions posed? S g jhaall ALY alina fJ8 06 LlaY) ciligall plliind Jb .o
3 1. Yes X a1 3
0 2. No O 38 2 0
If ‘No’, please specify your comments: )l a8 Bla, ST 1Y
e. If the staff were unaware of the answer to a b cigta Aliad Joma Qs o AlaY) o 1,08 Ciligalt oSy o 13,

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

§ea 3l dal falail e A5 e Sl Sl e JUEEY gl dlia _.xh

3

1. Yes

1 3

0

2. No

0n

o2 0

If ‘No’, please specify your comments:

el laady o Bl ST 1)

Kharafi Marketing and Consultancy- Muscat-Ruwi,
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@,&i‘; Gufgg‘? PR Wﬂ!
a. Overéll, was the staff well-informed on Bank _ Cladd u'-\-tw Talhia e ila glaa ik gall d-“ o dﬂ ple d‘w %
Dhofar’s product and services? 7 ek oLy
0 ¢ Not at all informed D MY e Claglaadagd il o 0
¢  Wellinformed on at least a quarter / a . . - "
Sladdl g ciladnadl | ¥ |
1 few of the products and services D = 3 ol o Bl oo 0o L'w “Jc (,1._. ¢ 1
X Lgadidlia a3 @3‘
discussed
2 *  Well informed on at least half of the ] A il clenall g caisall ciaal e VY e day @ )
products and services discussed Lgdilia
¢  Well informed on at least three- .
Slatidl e 81 o gL} 35 Jiy
3 quar.1ers c.yr more of the products and N Slatidl ge S8l 5 i_u‘;ﬂu R i‘“ C‘f:ﬁ"j ¢ 3
services discussed
b. List the details of the “main purpose of your visit” pedll (B (g s LaS) "B L3N e gl Alada dasy e A
(as per SECTION C); rate the staff on the level of cilaridl g claiialy (Flaialt A8 mal) ¢ giaa™ o Cuila gall anly rﬁJ Y=
“product / service knowledge” in this area: ikl ola b

il Cpa o) S, 3 18l
INT: LIST THE CODE FROM SECTION C.

0 ¢ No knowledge at all D GMRY! e aly ¥ e 0
e  Well informed on at least a quarter / a . . " .
2leadll g cladiall ) : |
1 few of the products and services D = 3= o il fes 0= ds\l “;‘ (J._. ¢ 1
- Lglilia o5
discussed
2 e Wellinformed on at least half of the O o3 Gl Claxdll g ciladiall cual e JiYH o aley @ 2
products and services discussed Leidatie
e  Wellinformed on at least three .
Glasiall e il gl gl 20 JiY) e aley o
3 quafters qr more of the products and m Lailia o3 3 clasall 3
services discussed
c.  Did the staff attempt to “cross-sell” other products Ciledd g ciladiial " Aoy gl o aURL Al glaay cili gall A3 Ja &
and services? TR
0 ® Nocross selling at all M @Y e Aoyl ideny il e 0
1 ® Cross-selling after a lot of prompting I:] i) (o il 2y ) il Adeny B e 1
e Cross-selling after a little / some .. . . .
2 2 bl ¢ | JECTR WA | dlany o8 2
prompting O <y 1 Oa BBl aay LY aull ddeny S 0
3 e Immediate cross-selling attempt [:l J5bll o oYl sl A daa i o 3

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

LS Ll U Al Clasd g cilatie 13l 2 pely il gall 18 8 &
SRl & giah) aa A e "dppadil)

3 1. Yes O PRI R 3
0 2. No X %2 0
If ,No please spect your comments: REOP glaaihs o8 Blay DS 1Yy

Ik D & 2%
gq/; Q{ 77wu(' r}- (5 Cope—

@WWMK-
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+

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

Clasd g clatia (6 "ALS cila gl dlitheY Al glass Ciligalt o8 .

fALall i il aa ik iy

INT: LIST THE CODE FROM SECTION C.

& ) (3a ol A8 B rialy

0 e No information at all & by o clagha¥ o 0
e information provided on at least a .. "
Aalaiadl Cila | § | Uac)
1 quarter / a few of the products and D = mﬁmggf:ﬂ‘ ‘%:1 ‘- n‘ * 1
services discussed a T
2 ¢ Information provided on at least half D claiially daleial cila glaall chead JBY o clac) @ 5
of the products and services discussed Ll o3 Al Slexdlly
e Information provided on at least three . "
e glaall e ST gl plul AZNE (B Uac )
3 quarters or more of the products and D el 00 581 9 £ O S elhel e 3

services discussed

Lgadilia o3 il Cilaally cilatially Zaleiall

f. Information on relevant procedures, ALl lS Angliall Agif g clatiouall g fs Yl Ablata Clagiea .z
documentation and follow-up method?
INT: LIST THE CODE FROM SECTION C. & awdl) Ga el S o8 rdialy
] ¢ No information at all X Y o claglaa ¥ o 0
. . Informatlonfprowfde: on a;least a ] D Aalaidl) cila glaall oo JuIBY fau) SV (o olse) @ 1
qual:ter/.a ‘ew of the products an (idin 5 ) Cilasall s il
services discussed
’ e Information provided on at least half D Ciladiadly Alaiall e glealt ciaad Y o elac) @ 2
of the products and services discussed Lgidilia 3 Al laailly
s Information prowdid:n at l:ast thr(:’e D gl e S5 5 gl B0 g o ollc) o ,
3 quar.ters o.r more of the products an Wﬂmég\“ cilaall 5 cilatiddy dibail
services discussed
g. Did the staff attempt to acquire more customer Jal O gty Ablaia ] cile glaa 4 jeal 43 glaey (il gall A8 J2.¢

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

5 30 g (b Analially ol

3

1. Yes

JECRE D 3

0

2. No

X0

a2 0

if ‘No’, p|easespecn‘yyour mments:

Did

) zliadl o8 ela ) 38" 1Y)
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7.1 Timeless <« . =

5o

+
s 9 T
il glf 7.1

a. Waiting time on entering tbhe Branch,/bef“oré
dealing with the frontline staff:

B 330 G gl s Jatal Iy g AN Jas 1 B iy
2 Aaadl) adiga o [ ala¥l) Jadl)

INT: SPECIFY TIME IN MINUTES:

1 GHBA Gaa B gl daa rdualy

|
0 e Over 15 minutes D gy 15 e )l e 0
1 e 5-10 minutes O Gl 10-5 e 1
2 e 3-5minutes %] GilE5-3 e 2
3 e Under 3 minutes O SR EN G il e 3

b. Did the customer feel like the queuing system
functioned properly?

Saa JSs Jary Chual & JBTYI A3 Gly a0 b

e Queuing system did not function at

0 Al E OEY o Jeay ¥ Cinall b UBEYI il e 0
* Queuing system functioned, but it .. . . . s L.
1 1 gl cany Caall iyt alas o) 1
worked with a few impediments D G & Oy dany @ IR el e
e Queuing system functioned and it Jud (<80 5 A pgans Jary Canall 3 Uiyl dlai o) e
2 stem Iu ar O 2
worked quite easily and efficiently Lo A
3 e Queuing system functioned and it O O g Al A ggny Jary Caall & Y1 S o e 3
worked very easily and efficiently Juad
e Not applicable D GhuY e -
c. Time taken for the “purpose of the customer’s visit Blga (N Jgeashh 2o 900 55 i L™ Ja (e dall cdgll o
to be fulfilled once reaching the counter: 1" Aadddl

INT: SPECIFY TIME IN MINUTES:

1Al Guua < gl daa sdualy

| 7.2). Product /Services applied for and Turn Around

‘Product / Service / Request

1

gl (A Talid gte Jmaadl ouglhall ciladd frilall

AINT: MENTION PRODUCT / SERVICE ABOVE AND
TIME TAKEN TO PROCESS REQUEST. "
Vature uest: o

Ao gl fiasil /c-um .
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H. Additional Comments on Visit
(If any):

15 1L Adlatiall AdlaY Sla yikall A
(g OY)

e iy vo WwWeltowe X0 (@4
£ The answsd £ac Quikion

oty (meo\rma:h& -

Vs

End of the Survey - Thank you very much....
S 1 — Gladiud) A

For Office Use Only

G. TOTAL Branch Score

(Total unweighted branch score, summing ali sections):

T ints Allocated
Section parameter Under Evaluatlon Total Points:Scored i "," this © o otaI_Po‘nts located /
Area: . f - Parameter
C Branch Presentation and Customer Facilities
D Greeting and Soft Skills of Staff
E staff Capability, Knowledge and Cross-Selling
F Timeless

- TOTALSCORE

g Al Lk £ gana Ne

Seadl it LA p gaga [ rpall o8 Al b Alaccall LA £ gana

M\ds&;‘&)sumﬂ\)mkuﬁ\tw)”

T BOGA) ol el Jalall | audl)

O9a50 Ladial) gl g £ AN ol &
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Gl gall il Jlgay a3l &
Ay aall Ales g A5 jaa g il gall 5 a8 a
< gl z
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