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PROIJECT: Money

7J’"vud .

SHOPPER CODE DATA ENTRY EDITING - ,
Name Number Name Number | Name SERIAL NO.
3 Yousf Naukx 4/0/1/1]8
1§ 3 vl
P2 1 3370 “agaal it TR
R S e | e
A 2 e B | A ! |
i |
f
A. Details of Visit 33N Jawalds o
Bank Dhofar | R
Bank Muscat D Jakows iy
National Bank of Oman O rand! il glt Al P PR SPLU RV
1. Bank Visited o
H5BC-OIB | HSBC-0OIB 4Ly
Bank Sohar d e ol
Other Bank: LAy
2a. Branch Name B A/\JCA § R aat 12
2b. Branch Area 6% g i adge 02
3. Branch City L&MLP\ Gl 3
4. Branch Region Q[ ‘Ba"'naﬂv Gkl 4
Day | Month | Year ] ] BYSCUR PV el e B
5. Date of Visit
6 | T | 203 | '
Hours [ Minutes (bl | Slelal
6.  Start Time of Visit iy i, 6
(2 30
i Jaal 2 Lall
7. Total Duration of Hours Minutes & = LN
Visit 9], | ,% LM 7




Opening a Savings
or Current Account

General Enquiry relating to a N Rani Cane plia 3als ple il

specific Product, Service Car Loan _ . i

and/or Facility Educational Loan D J gl Sl a2 g1/ g snebiall i oy
INT: SELECT AS RELEVANT AND/OR - FRE||

SPECIFY DETAILS OF Cf edit Cards El

PRODUCT/SERVICE

| JERE
Personal Loan st i

Double your Salary

Offer D
Youth & Student

Accaunt D

A3 elia

all y Sl s




4.1 Was Customer Parking instantly available lor the
Mystery Shopper? '

LA o 6 e wlge AR e aps b 4T

3 1. Yes l E | a1 3
; 2 No 'O 3 2
' i. Specify: | l v 1

ii. Specify time taken to find parking:

min.

-_'l.'\)‘ Gy \;j'_ﬁ.“ .;'.i_,]'ﬁ An o

entrance was unclean:

4.2 Entrance to Building il A Jadah 4.2
a. Wasthe Entrance Clean? ikl Jaaal oS
3 |1 Yes a1 3
0 2. No O % 2 0
If ‘No’, specify “Why / Describe how” the DS NS oyl M as Slliaad e MUK s A8

i e e

b. Wasthe Entrance Convenient?

ke Jaall 8 Jh

3 1. Yes

a1 3

0 2. No

O

us 2 0

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

ey
L g "' . v
e &.’.:‘1 - !ﬂ.—'.y—l—.-.l.~- B b e R E N

Laolin Jasdh 5% 0 AL aum ¢ TNET el S 1

R IAT IET Y s mﬂ*gﬁwmuﬁv I e
Ep AN AR

.,.-)F“x WA t

A VLR

Was the branch premises clean? *'th. £ AN s ls Ja
3 1. Yes = 1| 3
0 2. No O W2 o0

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

RaitiLe "q.\S _l..g_,] Do s Mlag L s ‘.—'l_,.;-“ :;'\S 134

Ak e Sl
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J’H "}'mmu’ ﬁvg "“ﬁv i PL”“: _,;- ;,{1 “ "ﬂ' ;,3.‘ f:‘" jé‘.:f-"o'_ ?"“;"\!5‘ g@a&?gn#‘fg : 7 -it [: \?“‘ﬁ “\'ﬁé&‘_ AL 1mm
a. Posters / Branding material present on doors, walls a1l y o pead) ol gl e Ay el cladie uh-dh agde
and windows?
3 1. Yes E PRSI 3
0 2. No m %2 0
1f ‘No’, please specify “additional comments”, O MAadiel Slan il 2aa il e ST Ol padt SIS
if any: iy
!
|
1 .
| b. Pamphlets, Leaflets and Brochures on display? ) 2l g ZoiSl i e a3 A e
l 3 1. Yes m pai 3
0 2. No O 2| o
If ‘No’, please specify “additional comments”, S adial Glaa St aaa Slad e SEET el S 1D
if any: SRy
C. Branding material up-to-date? Cdhna 4y jladlh latalt b ga 6 D
3 1 Yes E4 a3 1| 3
0 2. No O 2| 0
If ‘No’, please specify “additional comments”, O ) Sl Tl saa dllad e THET lgadl RS 1
if any: ey
Ay Ferh by N . . ~o 5y Y- e o ’ SRR oD o
Prnsectatii PROESEREIRTHHON sae R X:.‘.g-f - e o b e L - ’
a. Were emplayees present at over 90% of the branch Ay H.u'ls.- iy AN A g e %90 Cra _,..st .u\,.., uls Ja
desks and counters? Paaaall
3 1. Yes D 1 3
0 2. No O w2 o
If ‘No’, please specify “additional comments”, Rl laa " saa Allad e HET i galt IS D
if any: Ty

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

? r - . - . 2 vu
professionally dressed? ribad <Eom Gl g uiBael) plma f 08 OIS A
3 1. Yes )% pmil| 3
0 2. No a X2 0

o L j i e s Al e IS ol gl S 13
If ‘No’, please specify “additional comments”, e o gl

if any: Ay

¢. Were all/almost the entire staff wearing name

badges? agibansly Sl LS (G gnaday (B pall plima f S S A S
3 1. Yes D e 1 3
0 2. No R S 2 0
If ‘No’, please specify “the approximate cpalh il gall o 0 Saelt 2a Slind e IS el S 1

mber of staf

ot wearing name badges:

agtnanly Tl S gaza Y
J v 7
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LTE LT R TS T ST TR 48]
a. Was the area surrounding the ATM and COM a9 -Aﬁﬂ-' g-\ul\ gl.wu o s.nl,.a.h gl h_.,;..u Sl kS e
machines clean and presentable? P gaall
3 1. Yes Bd mo1lo3
0 2. No | 2! g

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

UYL oW

T
|
i
!
DSl g [ s shd e SOE il gal K
|
I
i
1

i b. Were the ATM and COM machines functioning?

Saad U0 £y YT ) el B gt DS A G

3 1 Yes & 103
0 2. No i 32| 0
If ‘No’, please specify “the time at which at Sign ad S5 A 4.‘1\ 2Bl e bl e TS _,l 813
which the ATM / COM were not functioning el g st 23 g) Jaad Y galill glayly S ‘ ‘-")'-ﬂ'

(and specify which machine, ATM or CDM):

(i g iy g Y

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

CATM/CDM 4ihis A s Sl 3 3 00 S S0 S

3 1. Yes O a1 l

0 2. No | B2 g

3 3. Not applicable Bd Gy Y 3| ;5
If ‘No’, please specify “the time at which at A lany ol g2 2 0 2aa Slad e FNET il gadt SIS0
which the cooiing was not functioning ua B4 Sl

ﬂ- ¢ e

a. Was the branch alr-condrtmnmg fully functlonal
and sufficient?

. -U‘-‘-des-uduwﬂwi wiySall u'-‘dl

3 1. Yes

pai

0 2. No

3 2

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

/Gl Ciaa S aa lad e HET lgall 8 1
8 0% S sy

h. Did the branch possess sufficient lighting?

488 Bplal gl Oy b

3 1. VYes E axd 1 3
0 2. No D 3 2 Q
If ‘No’, please specify “Additional comments / Faglnl Slsata" sia Sliai fa SUS" Ll gall JAS 3
Describe how it was insufficient: O L VRN V. QN WP
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c. Did the customer have sufficient waiting space / e slall 36 lhe e ilS 230/ JUBIDAS A4S Aaliva (Jpaall P8 N
seating area?
3 1. Yes O i 1| 3
0 2. No 1 w2 0

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

M_m@f_&@

[l Cila e’ s Slad Sa USY et A5 13
S 5 S ey

;'gdu.. f_lmgﬂ (D4 At I

d‘i‘

d. Did the customer find it easy to follow the signage
within the interiors of the branch, indicating different

counters/ work stations?

s £ AN SN2 As g gt G & gy 2y O 3 plRIl A LD
aall Sfial y (OS] 2 A il ) Ak S

3 1. Yes E ai 1| 3
0 2. No O Yy2i 0
If ‘No’, please specify “Additional comments /

Describe how it was insufficient:

iyl y fagilial Sllaa” e b e ST i all K1)
S S5 ] g
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5.1 Greeting of Customer - . ' - R R e 58 8.1
a. Was the Mystery Shopper “promptly greeted / ! Tp Al S gy g AR feudalt o Ui aAllfigs 3 a2 6
\ acknowledged” on entering the branch? |
0 s Nogreeting / acknowledgement D ; wajaifoua 5N e 1 0
( 1 s  Greeted within 10 minutes of entering |:| | ol A e M 10 B a3 e J 1
b2 e Greeted within 5 minutes of entering | ] ' B VoI = L S E NN { 2
T
3 s Immediately greeted on entering | E 'L el Jyaa jehens T e 3
| b. Did the staff either / or: Iy el il pall 28 8 o
r ; T
! a. Ask for the customer’s name? pandt anl e S
b. Greet the customer by name? faasl S5 aa Liaadlicia )y
3 *  Yes, the customer was greeted by name / D st o Jli/ac S5 aa baellycua 5 a3 ae @ 3
asked for his / her name Lgeansd
0 *  No, the customer was not greeted by E LU IS S PY R W B < R [P PRVERR (P APU I TS 0
name / asked for his or her name Ly !
A e ]y T gt hae s Ay LS B gl -
c. Did the staff ask, “How can | help you today?” ot 3 ek s "‘f "L'} nd; l:
and Probe the purpose of the customer’s visit? ' ’
3 1. Yes, the staff did this m iy il galt 45 A cani 1 3
0 2. No, staff did not do this O Al i pall a6 2 0
d. Was the Mystery Shopper redirected on the T Falftlalial o sl ALl faudall dyp 5 il D A S
basis of his / her needs?
‘ 1. Yes, he / she was redirected on the e
: Aalial/afabial 3 (3) aall dua 45 52l l 35 330 cand
3 basis of his / her needs E Wiabaldatial A (foad 4 fiilel w1 3
2. [OR) The first staff member . I )
Laa) 3153 gy ke gall el ()
3 encountered probed the nature of O el 4 A Li.\c.L.jE.\c.Lu f;‘-‘ g () 2 3
visit and assister him / her i
3.  No, he / she was not redirected on . .
aldalfadlaiia) Ul Gale] a5y Al (DS
0 the basus of hns/her needs D ettt S G gl flal iy o 3 0

B R e
it Sk | * " | .
fﬂ"‘& e _;,;. TSI SR
a. Were the staff courteous on the customer maklng
his / her enguiry?

v\ i 4,.,5‘; s eakind) (53 3 iyl ‘_-u‘_;a o

o e No, the staff were not at all courteous D GO e ciB gt 5 a1 N8 . 0
*  Yes, the staff were quite / reasonably . PP . .
Al 5 gall 3 230 ¢ gl
1 courteous ,E e e e 1
2 s Yes, the staff were courteous D b gl Sl aei e 2
3 s Yes, the staff were very courteous |:| ARG 20l bl gl S A cani 3
b. Did the staff demonstrate “active listening” on filpandt jladics 'l pliasl” Cilh pall 4Bl Ja o
customer enquiry?
¢ No, the staff did not demonstrate .
g | pliua b LY
0 active listening O il slig) b gl gl ol . 0
e Yes, the staff listened quite / PO TR . -
1 L_pl.\,]l L a3 kg il gl Aol Erigper
reasonably actively E Al i e # ciB gl amt 1
2 ¢ Yes, the staff listened actively D Loagt ciBgalt Aol dil caei @ p
3 * Yes, the staff listened very actively D FUTEN PR (PR - TN U0 I UV 3




Did the staff appear confident? sl 3 By A e it gl A D
e No, the staff did not appear confident | [] | Akl e Bl as) e il gl el JHS e
*  Yes, the staff appeared quite / e . . o e wn
Jitas el il Y g Al wils yall s
reasonably confident m : n By Al o gl B a0

*  Yes, the staff appeared confident U LU YL LR VY VS U

A o L By adl o il pall gl pai e

d. List the names of staff interacted

|
{
*  Yes, the staff appeared very confident ;
‘} Tagien Salalal Sl il gall pland 83 &

o Mr./Ms y/4 Aol il e
*  Mr./Ms, - iy Laldll .

O
O
s Mr./Ms, Lg}pm_pﬂb a“'ﬂqp'k] Nyt Tﬂ-ﬁ Ll el e
2
3
a

¢ Mr./ Ms, ALl Ladll e
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6.1 _Staff Capability Culligaltinsd 6.1
a. Did the staff frequently probe the nature of the oA 80 g i Slaltal -ug..h LR Jhedialy il palt 3 4
customer's needs?
3 1 Yes A P 3
R No O w2 1o
: If ‘No’, please specify your comments: ‘ : TR S e AN LS
b. Did the staff actively attempt to anticipate o e erire e s, . .
P} 1 Slalial iy Adlad &) glace) il pall BB 8 o
customer needs? S Sabia) Foi) S $alt 3 G0
3 1. Yes E a1 3
0 2. No O 3 2 0
If ‘No’, piease specify your comments: i, a8 £la ) OE"
c.  Were the staff able to cater to the needs of the sat Basleia b 593 o G ) Shaliad b Cilb palt pllaind Ja S
customer without seeking the help of a colleague? folla 3l
3 1. Yes [ a1 3
0 2. No O 3 2 0
If ‘No’, please specify your comments: ol plaimds 8 bl DS" 1
INT: IF the Answer is YES , so the answer for Q
D should be Not Applicable
d. Woere the staff able to answer all / most of the
questions posed? Tda g phaall ALY aaa £J8 00 ke odb pall plli) Ja &
3 1. Yes K 1 3
0 2. No O 38 2 0
3 3- Not Applicable Galmiy Y 3 3
If ‘No’, please specify your comments: (Bl ) bty o Bl ST S
e. if the staff were unaware of the answer to a A A Alid foges Qs o Bl e 108 il gl 0% o1 131 7
particular query / queries, did they politely “ask a3 30 af fulall e S e 2l Jpd e ARINIT Gl e il
you to wait while they double-checked with the
system / a colleague”?
3 1. Yes g a1 3
0 2. No O U2 0
3 Not Applicable (Bakaiy ¥ 3
If ‘No’, please specify your comments: A ey o8 Bl UST 1Y




43 w ;gs;-,-a.u. MRnEy ":B'x .
;%‘t-m P X S i e 5 el .qr"éﬁa"n: “" ar ;L:?!hﬁz.ﬁr
''a. Overall, was the staff well-informed on Bank Sladh g Sladiay Allls o Cila ylaa u’&_,.n ‘-_g.ﬂ Ol Ja .,u-. ds..... i
Dhofar's product and services? ¥ b oL,
0 s Not at all informed D A5y e Slegea iyl ol @ 0
« Wellinformed on at least a unarterfa cilasally ciatial e D fa oo S Lk ey e
1 few of the products and services D e 1
discussed !
| 2 « Wellinformed on at least half of the g S A Sheailly Cladidl vdeal e BV e pda e 2
* products and services discussed [Wicke S
s  Well informed on at least three- ) . .
Slaiidl e A8 i plo i A2 B L, .
3 quarters or more of the products and [:] e A8 EI f’b. e :h T_: 3
services discussed
b. List the details of the “main purpose of your visit” pidll A o 2 LaS) B 50 g--wi‘ i1 Aaaia A2y g_..a,,.a P
{as per SECTION B); rate the staff on the level of "Eilatdl) g Sladially (Haladl 4l g faae” A8 Oy gal) apily HJ Ho
“product / service knowledge” in this area: A3kl o2k b

D el o N Ay o citialy
INT: LIST THE CODE FROM SECTION B.

0 ¢ No knowledge at all O LY e Ay e 0
s Wellinformed on at least a quarter / a . . . .
Siazall y Siladiadl | o Jay 3
1 few of the products and services E] - - s O e jl‘m’t:i :l:; * 1
discussed
2 e Wellinformed an at least half of the E A A Sleaally Slatidl cieal e B e oy 2
products and services discussed Lelala
o Wellinformed on at least three . -
Slaiadl e A g e O
3 quarters or more of the products and D = o A ELHB. 50 :h] ‘AHKIJ * 3
services discussed
c. Did the staff attempt to “cross-sell” other products Shadd g Sladial " ALY 2l o LAl Algag cibgall JB Ja o
and services? 7.5 el
0 * Nocrass selling at all & B! o Al gl lesy pr 4 @ o]
1 s  Cross-selling after a lot of prompting D Gl e A8y LoVl Alaa; pli @ 1
e (Crass-selling after a little / some . . . . - .
O it o Ry Aoyl Ll 45 e 2
2 prompting D 7 i = #
3 * Immediate cross-selling attempt D Sl e el addl Ugas i e 3
d. Did the staff explain Why Bank Dhofar's products LY pad i oLy et g Ghpile 13l il gt ol8 JA 2
and services possass a “Comparative advantage” ' caLdla & ,.'..dt- i JL'.: uj '.!
relative to competing banks? : ;
3 1. Yes El a1 3
0] 3 2. 0

If ‘No’, pAaJeufy_furc_%aWs I at ff\du ! !' i s o Bla ST 1Y

10



+

Did the staff attempt to provide "complete
information” on Bank Dhofar’s praducts and ’

services, along with reievant literature? | !

Cilatd y Siladile 16 "alalS S gl Loy A glaay il gl o3 Ja 2 l
SALall bd SIS e ks oy
|

INT: LIST THE CODE FROM SECTION B.

S ) o S 4G 3 rialy

c + Noinformation at all !

j)fﬂ\.;"' ‘_,.':. &;l'u_,h.a Yy ™ O

1 quarter / a few of the products and
services discussed

e« Information provided on at least 2 i

T e gl e R A BN e s e I

e .n: ‘-,.‘.:‘ -;.‘-A.;:L:U Slaiia, ‘._:

* Infarmation provided on at least half

PR I

Sl Al e ged) el B e slae e

2 | e
of the products and services discussed | m e pT iy 2
* Information provided an at least three . - "
Zilagladt e A0 g gl ot A S o slae] e
3 quarters or more of the products and D e e e 3
Lalie o3 il cileall g iadialy Adlatall
services discussed B A
3 « Not Applicable LTVRTS 3
f. Information on relevant procedures, faluall i3 dayliall 4000 g SlaZieaall y (Zie] ey Adlais il s -
documentation and follow-up method?
INT: LIST THE CODE FROM SECTION B, - WV VLA PO
0 +  Noinformation at all D Yl Lo Shagla Y . 0
» Information provided an at least a .
Talaiddl e glaall pa JuAD WY e sl
1 guarter / a few of the products and |:| ’L:::;{‘M ;j‘t-':‘ J?.I "'j . n * 1
services discussed * 2T
) s [nformation provided on at least half & hadialy Ailaial i glaall chead B e sl e 3
of the products and services discussed Litiae & A Sleadliy
« Information provided on at least three - .
i I e 361 g g UG S0 B Uae |
3 quarters or more of the products and D u’h*]. '.'C_)'s '.’,\&.'“' - "ﬁ ?..U,f-f, - * 3
services discussed et R
3 e Not Applicable RV S
g Did the staff attempt to acquire more customer Jal e Cup Sy Allada JISH Cile plaa A8 aal 4 gaay i pal) o3 a7

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

€30 Ayl A dastially gl

3 1. Yes

ML 3

0 2. No

a2 0]

If ‘No’, please specify yqur cgmments:

? RO

i 7l o8 ela ST 13

11
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7.1 Timeless

i

+

71

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

o G2 sall (il pall pn Jaladl) Sy of R Jyda 2ie SISYY 2y )
2 Aaddlh Adlga e fala¥) Bdl

INT: SPECIFY TIME IN MINUTES: l (B G gl dsa Al
0 *  QOver 15 minutes D Gds 15 e S8 e E 0
|1 e 5.10 minutes 1! S 10-5 e 1
2 * 3.5 minutes E | Hi5-3 e 2
3 +« Under 3 minutes O L FhOW e e 3
b. Did the customer feel like the queuing system e . .
pans JSky Jany cheal B SUECYY pUBS (G il
functioned properly? ¢ oy ot SLEIY pES Gfa Spa30 A2 A
. ing systern did not functi
0 aQItlleumg ¥ id not function at E OB e Sy ¥ il 3 GBI A 0
¢ Queuing system functioned, but it , . . s e ..
1 falt e aa WA Lamy! LU )
worked with a few impediments D FHie & 08l Sy o SRR O e 1
2 e Queuing system functioned and it D Jud J820 5 D gy Jamy el 3 UBTY S e
. . . 2
worked quite easily and efficiently Lo sa
e Queuing systemn functioned and it S g Al Al s Joamy cial! 5 Y Gl 0 e
3 . , O ' : 3
waorked very easily and efficiently Jiad
s Not applicable D By e -

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

551,.‘,134,‘,:\&Q,g;\:1s_,gj~.miﬁn"d?io.ss...n¢.i:.11,.;.

PN

INT: SPECIFY TIME IN MINUTES:

R
i
s
;
u
R
i
A
3
i

i

;L}iﬁm i b gl 3aa sdialy




+ + +
H. Additional Comments on Visit 15 tls Adliall A8LAY) il jTial) 2
(If any): (o )

End of the Survey - Thank you very much....
S L8 — Ylia gl

P IAPREAT % fn T3 8 ORET 4 P % s - ik, RS .\
A J PR T U _‘: ; _;“.,:_:‘ 234 3 CReadt

> L
ivdn a;:.:u I L .2 v "‘ “
ST RN K L S e ki 5ot _--".' i e ~""‘3: m:'r- ,-r'rL b Y0 s

G. TOTAL Branch Score
(Total unweighted branch scare, summing all sectlons)

‘ - - : - 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

EANBU £ gara £
((au..a!\ﬂ JSc.n.; ‘&)allm).li _).r.JnLul‘ &_,,m_)

Jelall fuacodoall WA 8 gape | - zpalll o Lipanadl BED £ gape o ki) o3 gl Julad asalll
Gl Aadial) gl y £ A apais A
(B gall Dl gy s 20 o
BTl Al y A% ey (i gl 4 z
<3l z
. P Sl £ gagea
13







