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PROJECT: Money
SHOPPER CODE DATA ENTRY EDITING
- Name Number Name Number | Name SERIAL NO.
35 ﬂwuw. N asser 4 | 0{1(9(3
A8 | . e b e
- ! S eyl 25 P Bmial e
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A. Details of Visit 305 Jasehd o
Bank Dhofar | Jhida iy
Bank Muscat | ok ol
Natignal Bank of Oman | iband! i )t Al A0k Dl gl AR 4
1. Bank Visited
MSBC-0I8 O HSBC-OIB iy
Bank Sohar ] e i
Other Bank: Ay
Z2a. fBranch Name ( ’ 2[}wa g il aul 12
Zb. Branch Area £x u,”t,u_\cJ § Al adge a2
3. Branch City Mocac et FERI
4. Branch Region Moacac X SO&.L“HN aaladi 4
Day | Month | Year ST el [ e i w5
5. Date of Visit
1% | q ! Qe | l
Hours | Minutes ikt | Sl
6. Start Time of Visit _ bl lyzdy 6
Ao 3 H
H i FYEN] S P B
7. Tatal Duration of ours Minutes = L
Visit o o ‘ i (C‘ | ) ._)l e ,7
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Opening a Savings I:I
or Current Account
Saving 5cheme I:] BESAEY

Housing Loan 0 Sl
General Enguiry relating to a " — SR Cpaa miie Blats sl glaiial 2
specific Product, Service Car Loan O S N S
and/or Facility Educational Loan UOA TN I il 322 1 /g candiall Ad1 jeal

INT: SELECT AS RELEVANT AND/OR - - —
SPECIFY DETAILS OF Credit Cards O .

PRODUCT/SERVICE

Personal Laan | il g
Double your Salary I:I

A5 el
Offer

Youth & Student m R PR PN
Account : 2= :




4.1 Was Customer Parkhuhtstantlvmllabhforﬂn

.:'fm'“;'sj..m,;,unw Sua_u

MystmlShoppa? ‘: ]
3 1 es T i 1 3
2. No (P %82 |
| i.  Specify: ~ K\ Wl ‘ ‘aaa
C/»Q(.AJ(‘\JLA i

ii. Specify time taken to find parking: 5 min.

4.2 Entrance to Building - - el N Jhah 4.2
a. Was the Entrance Clean? il Jaaatt Sl da )
3 1 Yes & and 1 3
o |2 No O 3 2 0

If ‘No’, specify “Why / Describe how” the S8 RS oyl a0 e Allad e SIS el RS 13
entrance was unclean: ki e Jasdh
b. Was the Entrance Convenient? Flanilie Jaaall S8 A o
3 1. Yes (| 1| 3
0 2. No ] X2 0

e

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

Tedie Jardl 0% o LD sxa IS Sl gadl S 1

R T AN AR
TWACH ST L G L s T T
Was the branch premnses clean? Ukl p AN Jua S Ja
3 1. Yes X i1l 3
0 2. No O 2 0

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

S S i y) 13 ana b e NS el S 13

Andss e il
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14A ;. % Branding Matetials

SR raEs

o AN Nﬂt&'f "&‘

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

*5a0 il g o paadl u._l'l_y'ﬂu.ﬁml.\.aMIMh_”dl B

3 1. Yes 5] 1] 3
0 2. No O 2%w20 0
if ‘No’, please specify “additional comments”, Al Slaa M aea lal e M3ET ) pat S
if any: )

b. Pamphlets, Leaflets and Brochures on display?

Sl ety S o e SO

er 9 ofth branh -

3 1. Yes H ai 1| 3

0 2. No | ®x2| o
If ‘No’, please specify “additional comments”, SRl Sla S ana olliad e SIS Ll gad) S
if any: Dy

C. Branding material up-to-date? TR 0a iyl Sl ) g 4 S

3 1. Yes N s~ 3

0 2. No O w2 o0
If ‘No’, please specify "additional comments”, O s il chlaa e sam Al e MBS el ST
if any: Waa g

" 3e i 115 aﬂ*y %90 e A5 0155y IS b

&

ew‘ﬁ&%@g e A Alalfo Were —Anhea

a. Were employees presen
desks and counters? faaaill
3 1. Yes O 1|03
0 2. No Bd X2 o0
If ‘No’, please specify “additional comments”, Il il Sidaa M aa Slad e MU et S 1
if any: ATE

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

T rlion Lol 03 980 39 (ol palt alima £ JS IS A

if any:

3 1. Yes X 1| 3
0 2. No O w2 o
IR i e NS B -
If ‘No’, please specify “additional comments”, e L o _‘f‘_:]
T

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

Talacly LS (G gany Gl pall plime [ JS S A S

3 1. Yes

a1

0 2. Nag

K0

a8 2

If ‘No’, please specify “the approximate
number of staff not wearing name hadges:

En AWy ¢

!

;.“(’;\.C

Sl phla pall ) dael) soa Sl e ST il gadt ASH
) peitandy il LS penes Y
L wAad mg 4
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R ATM and CoMaahine T, TR et TR, R A iy AR s G R Aah SITAS |
a. Was the area surrounding the ATM and CDM Cnah g wplaS g 3N ﬁ‘-‘g‘iu Pl ub-aii 3 gl h,md\ ‘_,u.d'u S e )
machines clean and presentabie? ¢ il
3 1. Yes <) pri 1 3
0 2. No O ! 22| o
If ‘No’, please specify “Why / Describe how the : S AS s ) fIM saa allad e IS el IS N
area was unclean: e TR LN
b. Were the ATM and COM machines functioning? - Tl AR BNy N Gl 3 el GlS A @
3 1. Yes E i and 1 ! 3
0 2. No . 32| 0

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

n_)‘a| uu&r‘."‘m]h& “".‘...:._L-A!‘_'n "}S"v._ﬂ_,m' FLQK
mall G b saag) Jand Y il g1y Y il el
(! gy A

c. Was there sufficient cooling in the ATM/CDM area? FATM/CDM 4ihia A 30 ciSall ¢ 300 S8 A S
3 1. Yes | 13
o |z No O B2 9
3 3. Notapplicable @ Gy ¥.3 3
If ‘No’, please specify “the time at which at A Jasg al g3 Y saa ollad e SDIST gt IS 1Y
which the cooling was not functioning us S0 il

-t T e Bk
LS X T

Dal'

'1\"%1'— ', lﬁ

!

R P Rt

E R g,

b ) PR el B

a. Was the branch air-conditioning fuII functlonal °H‘5J 4 J-'h-l Jans I sl S e
and sufficient?
3 1. VYes d 1| 3
0 2. No [l w2 o

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

il CAkatia sos Mot e MHE" Ll gall S 13
S K Al s iy

b. Did the branch possess sufficient lighting? TAAL Foludly p R ATy JA
3 1. Yes X 1| 3
0 2. No | w2 0

If ‘Ng’, please specify “Additional comments /
Describe how it was insufficient:

fagial et san 2liad e ST il gadt A4S 15
K8 LY TPV PO R
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¢. Did the customer have sufficient waiting space /
seating area?

fompall solia Ga kS 330 [ UBIDI A RS daleas Jpaall S8 6 0

3 1. Yes

a1 3

0 2. No

O

22 0

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

Al Dlaa s 2ia 2llad e I8 yadl S N

d. Did the customer find it easy to follow the signage
within the interiors of the branch, indicating different
counters/ work stations?

A1 E AN JA1S As gun gt S A gy 2% Of g3 E Rl SN LS
£ aall (Sial y (uilSall) i 5 N alida ) A% 3

3 1. Yes

L 3

0 2. No

X0

¥.2 0

If ‘No', please specify “Additional comments /
Describe how it was insufficient:
Jre L NEETAS L C

4

oyl y fAsilal Slaa M ie Slnd e ST L pall S

S S5 u) as




5.1 Greeting of Customer .

M%ﬂ‘51

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

E)u\ullu,.umqluld,_u..n o b adifoua Bl W0 e i

' 0 ¢ Nogreeting / acknowledgement ' D gl i Y. 0
! 1 s  Greeted within 10 minutes of entering ]‘_D VPR PR VI T Lo o EQNTIN o |
L2 e Greeted within § minutes of entering | [_J el yat e BE5 A eea S e | 2
3 * Immediately greeted an entering E VLU A Y SO it ! 3

b. Did the staff either f or: eVt gaals il pal) 23 08

a. Ask for the customer’s name?

?u"}""'j pd e uﬁ--' .i

b. Greet the customer by name?

faand S as Daally a0

. Yes, the customer was greeted by name /

J\W\f_ﬁ_a/ﬂa—|)$é¢a,_‘,;mjb__ia)ﬂ|fﬁﬁ.?u L]

3
3 asked for his / her name E (PO
0 *  No, the customer was not greeted by D tot e Sy aly Al S0 o Srand e il W3S e 0
name / asked for his or her name PP
Ty y-ui-h-] e ] Sl Lasa ".us.a, ikl galt [l
c. Did the staff ask, “How can | help you today?” e 3 Mo = 3 dL“:':JHJ
and Probe the purpose of the customer’s visit?
3 1. Yes, the staff did this E EILCTIV-O (R e YV 3
0 2. No, staff did not do this O Sy iyl kol 82 0

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

labialfailalinl e sl AR Fauda) 4858l 0 0

1. Yes, he /she was redirected an the

3 basis of his / her needs

1*_‘1;.'__;3;‘/4.1.-_-@:;\ \_1_“ ( )J.u.n...'l 4.};_,4 u.}].c| S 2l l.(u.a 1 3

2. (OR) The first staff member

o Jaanll 4y LA g3l TV il gt i {41) 2

the basus of his / her needs

q ,' ;” ] w &

fnd o lu{.v SN

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

3 e‘m':ounteret'i probgd the nature of E Waiet foaty 5 0l da 3
visit and assister him / her
0 3. No, he / she was not redirected on ERPR RN

Idjlm,ﬂ\ubl?u(_\lsa 0

Sl 326 Un A o b iG] 5 5 iy (A8 O

customer enquiry?

0 e No, the staff were not at all courteous E] Yl e B il S Al iUS e 0
¢ Yes, the staff were quite / reasonably . . . o
! 4 AL il gl aal .
1 courtecus E e e 1
2 e Yes, the staff were courteous D G kgl 800 el . 2
3 e Yes, the staff were very courteous D AL aad b gl S G s 3
b. Did the staff demonstrate “active listening” on Cpanll B " bl pliaa)” Lil pall 4B SN 0

* No, the staff did not demonstrate

| pliwal cibh gal) IS
0 active listening D i s 4 o ol * 0
e Yes, the staff listened quite / . . P . . I
D | &) 43, )by CiB palt | Aol 2l
1 reasonably actively S B [ e S Wiam @ 1
2 e Yes, the staff listened actively D S EWRE-- VN JYF T0 B O Y 2
3 +  Yes, the staff listened very actively D dpdall Ga 8 GiB gt ol 30 el @ 3




Did the staff appear confident?

Tl (o By adl o ciligall gl o0 0

*  No, the staff did not appear confident

ki S By AT o el gl gl W NS .

s Yes, the staff appeared quite /
reasonably confident

Jume JOR A e By 1 e il gl jelacani e

e Yes, the staff appeared confident

i G (g AT Je il gall glh caai e

s Yes, the staff appeared very confident

adi e Ll By a0l Jo i gall g cani w

d"th List the names of staff interacted ae LS () oyl yall plasi S5
with:

* Mr./Ms g@mﬂﬂ,‘- M&‘HC(.« ul L e {on Al it .

e Mr/Ms, U {IRS 2 J Lol lad) e

e Mr. [ Ms. 3 Lol lalill o

e  Mr./Ms. 4 FRSREH TR I




6.1 Staff Capability

ol galt 5,4 6.1

Did the staff frequently probe the nature of the

© 105 L2 (e i Ciabia] b OF kil B gl 43 A 1

i a.
I
: customer's needs?
- T Yes K o 3
0 2. No O, 3 2 0
If ‘No’, please specify your comments: | RUVIPE NS AP Lo ki
| .
! |
!
b. Did the staff actively attempt to anticipate P . e g in \ <
T2l Slaigaal Y Aad A gy cib gall oid
customer needs? el laial g Sy Sl P A
3 1. Yes X i1 3
0 2. No O %2 0
If ‘No’, please specify your comments: nali ) Ly o8 pla S 13
c. Were the staff able to cater to the needs of the a] 30 lsa with 5 (e G0 Shalta) Al il palt gl Jb S
customer without seeking the help of a colleague? £o3ka 3
3 1. Yes E P 3
0 2. No (| 3 2 0
If ‘No’, please specify your comments: ~ai Ehealy a3 e S Y
INT: IF the Answer Is YES, so the answer for Q
D should be Not Applicable
d. Were the staff able to answer all / most of the )
questions posed? Taa s bl ALl adie [35 0 dglayt Cilb gall pUsiuf g6 &
3 1. Yes 1 axi 1 3
0 2. No | 3 2 0
3 3- Not Applicable Sk ¥ 3 3
If ‘No’, please specify your comments: o glomily o8 Bla B8 1
e. If the staff were unaware of the answer to a A ciima Al frpma Sl o AlaYh o 100 il gall 08 W10 1
particular query / queries, did they politely “ask el dab fall e ARS B e LN Jab e SUBSIYI™ cayigty olis catle
you to wait while they double-checked with the
system / a colleague”?
3 1. Yes a a1 3
0 2. No | X 2 0
3 Not Applicable X Sy Y 3
If ‘No’, please specify your comments: i oy o pla; SMOENY
9
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a. Overall was the staff well mformed on Bank l uhn,, uLm-u u-aua L Sl pine u‘&;.d s g_,u Ja .‘.a JS..-.I 1
Dhofar’'s product and services? i b J
t
0 e Not at all informed D | kY e Slagliaagd il e 0
s  Wellinformed on at least a quarter / a i . .
P Coaaally Saadiadl - b e my L
1 few of the products and services m ; 3 il Ja M oz ‘Jclizi:f ::J * 1
discussed ~
2 =  Wellinformed on at least half of the D Al Sleally Dlalid cdheal e SY! e Jday e 2
products and services discussed ! ik k)
*  Wellinformed on at least three- - -
et e A 9 gLl A B S
3 quarters or more of the products and D ) e A ,tJ .. u!.. "& ?fu * 3
. . lhialia a ".u\ Nl PR EW
services discussed
b. List the details of the “main purpose of your visit” paall) B s LaS) B LL e u-\o-““u s 4aTY gy pd

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

" iasilly Shagially Sl A pall g a0 il gl ikl pd g 1
uh.:.d!:ay.!

INT: LIST THE CODE FROM SECTION B.

& il n o RSy 3 1y

0 *  No knowledge at all l D Yt e sy . Q
+  Well informed on at least a quarter / a \
Tlatall g Sladial e JaEN . 1
1 few of the products and services E = =5 on ol s 2 ﬁk:k :l; * 1
discussed *
+» Wellinformed on at least half of the W A Sleaslly Slamiall cieal e Y o dda @
2 g O oy 2
praducts and services discussed il
+ Wellinformed on at least three oo .
Siaiidl e Al gL A B
3 quarters or more of the products and D = - A E.": L. j‘i “'h ,..E... * 3
. . Igtldlia a \,.I]' Slazally
services discussed
c. Did the staff attempt to “cross-sell” other products Slaad g Shadial " ALSYY i o aLAL A1 gy B palt 2S4S
and services? WY
0 e Nocross selling at all % ALY Lo AlnY) adl ey syl 0
1 s Cross-selling after a lot of prompting O GG e AT g S e Blaay 08 e 1
e Cross-selling after a little / some . . . . .
2l jlhedoyy N ey )t dalaay W8 2
2 prompting O =l AR R R .
3 s Immediate cross-selling attempt D 2l e Alayl adl Ugas i e 3
d. Did the staff explain Why Bank Dhofar's products

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

LAl Ll U 2L, clasi y Slatia 13l 7 pdy B gall o3 4 &
L WCER JUPLR P LT Py SR

3 1. Yes O i 1. 3
0 2. No BJ NS 2, 0
If ‘No’, please specify VOU{ comments: _ S il o8 Bla ) VNS 1Y)
Ckf’ YO naldie . O (BN : i z J
. fo g, o bmu‘ ﬂu:fv‘], \f}tml (2 ot -.‘{1‘] a‘;}dow\ lq_;f,{,o '
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?

Dlatd g Sipiie (6 "AlAS Sle gl LY A glaes il gl o3 Ja 2
Taluall il Sl pa ik S

INT: LIST THE CODE FROM SECTION B.

S pal] Ca el A5G W sl

0 ¢« Noinformation at all D : Syl e Jagaay e 0
« |nformation provided on at least a E .- .
Gl i gledl e S fag; Y Lo clach
1 quarter / a few of the products and D e A I‘E':’ e 1
sarvices discussed i I
) ¢ Information provided on at least half = Lakial; At i el chead S L clac] e 2
of the products and services discussed i ET R e PR Y
s Information provided on at least three . - )
e pinall S SS1 g1 gL ASIS B e olnc]
3 guarters or more of the products and D ’M]__ ,ff. ‘Fs ‘_’.1 & ']“ ‘L,?d d‘i":ffcl : 3
services discussed = J
3 * Not Applicable D T S 3

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

falaall 13 dallall 40y ChaBwally oS a T AkiaSa e gla 7

INT: LIST THE CODE FROM SECTION B.

O ) Spa o AU o el

0 +  Noinformation at all D S3RY o Glaplay e 0
« (nformation provided on at least a -
G S gladt Sa B faa, JY S slac] @
1 quarter / a few of the products and PP ) S 1
ilH Al Slead!t y Srlatialy
services discussed e A TR
N + Information provided on at least half ] SolaTially il Sl pled)l wdead B S sllac] @ 2
of the products and services discussed Wi 5 Al Slasiliy
s Information provided on at least three - - .
S glaall Cpe 61 4 sl i A B U |
3 quarters or more of the products and D sl Jo 561 9] i) ADG I fe cect 3

services discussed

Latiia o3 A Slaaal) y Ciladiadl, Gladal

3 » Not Applicable

Gy Y e

g Did the staff attempt to acquire more customer
information so as to follow-up at the end of the visit?

éiwwﬂm,:siau,h.uyhﬁﬁﬂu&&,t
BN AGlgS A AaGaly plil)

3 1. Yes

pet 1

3

0 2. No

i3

an2

0

If ‘N¢’, please specify your comments:

Ci)clue e,  f{he )

A iy 4 ela 1
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7.1 Timeless

+

- <yl 7.1

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

o et gall Cpd pall ga Jaladll kg (il Jgh e LRI Dy
: Aadidt Al g 8 £ ale¥) Bdd)

INT: SPECIFY TIME IN MINUTES:

pdal s il rdaly

l |
N ' a3 wy
| O s  QOver 15 minutes D Gz 15 e S e 0
! e 5-10 minutes Ol 3105 e 1
L2 e 3-5minutes | 3053 e 2
3 « Under 3 minutes i BRI e 3
b. Did the customer feel like the queuing system o . . PR C .. .
P Sy Jany chealt b UELYI a5 oy G 30 W
functioned properly? i ¢ v 1A Gl Lol i b
- - fonct
0 . ;]ITeumg system did not function at D B e g ¥ il EYI A e 0
» Queuing system functioned, but it . . ) e ...
1 | T . —eall g LUy ol 1
worked with a few impediments D e e Oy ey At
e Queuing system functioned and it Juad S0y A sy Jaty il 3 GRTY MR e
2 o . O 2
worked quite easily and efficiently Losa A
3 * Queuing system functioned and it | Sy g 4l L ey Jamy iall i DY Glai 0 e 3
worked very easily and efficiently Jlad
+ Notapplicable E TSI -

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

g Y dpea gl 236 (apa 3l B b5 cdah AB" Jal e JSN B

:n i ]

INT: SPECIFY TIME IN MINUTES:

12
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’ H. Additional Comments on Visit £33Ny Alladall 48LaY) Sla_dhall 2
o2 )

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

S 1SS — Sl Algd
L TR E T 16 5
S R H S AP
TOTAL Branch Score
(Total unweughted branch score, summing all sections):
el 5 ; :w v TolalPolntsSmredlnthls Total Points Allocated /
Lm _}PamneterllnderEvalmﬂon .* 1 - Area: . v Parameter
C Branch Presentation and Customer Facilities
D Greeting and Soft Skills of Staff
E Staff Capability, Knowledge and Cross-Selling
F Timeless
o . “TOTALSCORE | . """ "". : SRR
£ oAl bl & gaame i
(?ud&“ JScA:L st_).l.u 4_';.-;_)‘]'! __).t .L.u.dl &_,.m)
el Fea sk B WA p yapes | el T Tipond WEH  gage T gy 3N Jaal [ el
Gl Al Bl g R i @
Col pall D gy g 31 &
(A At Rglas p 43h ey (oD galt ;00 z
=B gl r
HESRE R A e g e
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