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PROJECT: Money
SHOPPER CODE DATA ENTRY EDITING ) —=
Name Number Name Number | Name SERIAL -
30 \&(r\k@m B Nasser | 41013 0|4
1§ gl
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?3‘1)‘.:“ ! ‘_:_-f-:l EL:LA}‘.:.A.:‘I 'u‘\_"h.‘.‘ j_,_.:.a.h .)“_J
e |
5 0 ! a3 Ay i !
A. Details of Visit 3 3 Jaealds -
Bank Dhofar E b Sy
Bank Muscat | b Ay
. Bank Visited National Bank of Oman D gl il gl A5l NP S CH P\ IR
. Bank Visite
HSBC-0IB O HSBC-0OIB 4
Bank Sohar O s iy
Other Bank: A Sy
2a. Branch Name \_,U(Lr}\»\ KL"LJOUL g it 12
2b. Branch Area LU e \(abw g ill adge 2
3. Branch City H,u_.a (,(J Ll 3
4, Branch Region ‘\-k,u.aCa_y Sowﬂm Al 4
Day | Month | Year T VN
5. Date of Visit
291 A | 7etd | |
Hours | Minutes T | EXPSI
6. Start Time of Visit 0l in cdy B
i isi 0\ o MA 3
H Mi FrHy AP
7. Total Duration of ours inutes = i 7
Visit o O | Q_C_] | 22 :
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Opening a Savings
or Current Account

Savmg Scheme

Housing Loan
General Enquiry relating to a - — o Rk g i Bl ple Lt 2
specific Product, Service Car Loan § . S
and/or Facility Educational Loan dad e i | B SpealdS 303, g [ g cqrestial ﬁl‘:h‘lf’-.n
INT: SELECT AS RELEVANT AND/OR - PIEY]
SPECIFY DETAILS OF Credit Cards y

PRODUCT/SERVICE Personal Loan

Double your Salary
Offer

Youth & Student
Account




4.1

Wumm«mmmmmum
< Mystery Shopper? -

~
oy i

3 1. Yes PYER 3
i 2. No s 2
1. Specify: i ‘aam |
ii. Specify time taken to find parking: min, Y NV JURE TR R UET Y IRV
4.2 . Entrance to Bullding L T gkl M Jsaal 42
a. Was the Entrance Clean? lidhi Jaaadl oS Ja
3 1. Yes m a1 3
0 2 No M| %8 2 0
if ‘No’, specify “Why / Describe how” the LSRN T TS I D% PR SR VAL, L P O e KT
entrance was unclean: peial pe Jaaudl
b. Was the Entrance Convenient? Slaslie Ja2 A8 b

1. Yes

and 1

3

2. No

OX

38 2

0

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

Toiia vl S A Mt ST gl S

Was the branch premises clean? oli s £ ) e (S A
3 1. Yes E and 3
0 2. No O wa2| o
If ‘No’, plfease specify “Why / Describe how S i i) /AT 30 A S TS g 1S 1
the premises was unclean: i P
Ak gl
3
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RS — - . -

TR gy o o gV B 4 s lade [ liaale a4y Jb 1

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

3 1. Yes E ans 1 3
0 2. No O w2l g
If ‘No’, please specify “additional comments”, O Mutial CAlRa M aaa Sl e MUY Rl AS IS
if any: =y
b. Pamgphlets, Leaflets and Brochures on display? Sl plill y Sl e W A g
3 1. Yes B 1| 3
0 2. No D 32 0
If ‘No’, please specify “additional comments”, O "Rl laa et saa Hliad e SET Ll palt A 13
if any: Ry
c. Branding material up-to-date? il 4 Ll Ll 3 g J4 S
3 1. Yes E FES I | 3
0 2. No O 22| 0
If ‘No‘, please specify “additional comments”, O Al Sl ke daa Jliad e NS b gadl S 1Y
if any: iy

. e T g ST m
M D . L H R
gt A e

a. Wre employees present at ovr 9% f th branch AS\gay pglSe ;l 1 £ AN ™ %0 O RS da gy A4S S _
desks and counters? Sdaaill
3 1. Yes O i 1| 3
Q 2. No Bd 2| 0
If ‘No’, please specify “additional comments”, O vl daa A" saa il e ST el SRS 13
if any: Iy

= (*‘,’M{Z{,U\élﬁg e 4 oledks

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

¢ ¥ Y 485 ) ik \ s~ s
professionally dressed? ey S m ekl (5 ) Gl galt pBmae [ S OMS OA

3 1. Yes X 13
) 2. No 1 2| o
X "1 ‘Il' > . \ &&LH 5! . i B ‘lixll | |' . lI'I
If ‘No’, please specify “additional cornments”, o = -+ =l ffhd
. >3

if any:

¢. Were allfalmost the entire staff wearing name  pgiandy LSy phiay B pall e f S OAS Ja

hadges?

3 1. Yes a 1| 3
0 2. No ) ¥4/ 22| 0
If ‘No’, please specify “the approximate Cpll Cpiles pall g N el ana Sl e MUY b galdl IS 1Y
number of staff not wearing name badges: - ety &S G gy Y

AQ&&T@AL_ZA\Q@J?& (] Ao UQAM‘(? AN "Ltl‘{-?} :
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a. Was the area surrounding the ATM and COM

L,.a,.lg.hu‘.;th‘i|_,qﬂ! 11 U‘,.\'I h,.un ul.h!l o _1; 1

machines clean and presentable? ¢ Bl
3 1. Yes E s 1| 3
0 2. No O 2| 0
If ‘No’, please specify “Why / Describe how the A S b g 10l dan Blliad S VIS o gadt IS 1D
area was unclean: ) g Sl

b. Were the ATM and CDM machines functioning?

TS R a1y IV il peall B gl SIS A o

3 1. Yes

a1

3

0 2. No

O

us 2

0

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

e a8 S5l L0 280" saa Al e S Sl gal! ST
il jeall ¢l gl Ra) Sasd Y R g Yy SV et
(WD Elay W

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

SATM/CDM 4dhia J 40 Sl g 2,80 S b 0

3 1 Yes X T3

0 2, No ] M2 g

3 3. Not applicable a Gy ¥ 3| 5
If ‘No’, please specify “the time at which at A daay ol g3 28 e Slhiad e MEET L pall S0
which the cooling was not functioning e 8L Sl

AHHI’

a. Wasthe branch alr-condrtlonlng fully functlonal
and sufficient?

] ’J—‘JJPJ&-:‘LWU-'UQ“J-‘& ]

AT

3 1. Yes

a1

0 2. No

OX

a2

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

FUagHca) idaa e i e e THET et S 13
S 2 S

b. Did the branch possess sufficient lighting?

TS Fplaly £ AN Ay JA L

3 1. Yes

a1

3

0 2. No

DR

a2

0

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

/el i S 2 Al e RS il et 1S 13
S K A S Caa g
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¢. Did the customer have sufficient waiting space / Complalt aolia e LilS 230 f URIDN S Aaluae Lol S 4 O
seating area?
3 1. Yes P a1 3
0 2. No O w2 o

If ‘No’, please specify "Additional camments /
Describe how it was insufficient:

Flagdlel Slaa e sia Jliad e PSS adh S
L Y L

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

8 E AN JA13 A5 puia galt G A g 2y 0 e pllaid Ja S
pARLI PP (L) EEARHPT LW L VR R P

3

1 Yes

g

3

0

2. No

=)s

¥.2

0

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

aay g el Glaada” soa liai e HEY Ll jall S 13
AES 88 ek




5.1 Greeting of Customer "

+

iy iy g a0 5,1

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

e o iR ,m Gial o b A 1 5 A ]

* Nogreeting / acknowledgement

S RTER i N )

l
|

+  Greeted within 10 minutes of entering

Srand Cgaa e R 10 SME e B e

e Greeted within 5 minutes of entering

v
~h

[t H |vP']..)" L._\usu,\a.._._\_)a .

WM |~ O

+ Immediately greeted on entering

ORIO0

‘_:__n.t_‘_j",alJ‘,i-.:__::h".:1h L

0
1
2
3

b. Did the staff either / or:

1opadl gaaly cabi gt G A o

a. Ask for the customer’s name?

ol aud e Lo

b. Greet the customer by name?

P 50 e Jpaall ) o

¢« Yes, the customer was greeted by name /

J!mlﬁﬂbfm‘ﬁrémﬂg_.gaﬂ\éﬂa(uj

3 asked for his / her name E gl 3
0 *  No, the customer was not greeted by I:' TPVOLIL G SRR PY R VW & I fOVS PRNIVER. A TN S LS 0
name / asked for his or her name (PP

A e e g " gl ST s iy iiS" LD gl e

c Did the staff ask, “How can | help you taday?” l 3 e A ": S ;": L:
and Probe the purpose of the customer’s visit? o <
3 1. Yes, the staff did this E S ol gall a8 2] cpad ] 3
0 2. No, staff did not do this O ATy iyl g a0 S 2 0

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

TyRalaalialabial e sl ARl Faedadl 400 iae) G 0

1. Yes, he /she was redirected on the

ksl fdalaal b () leeall dan ¢ Bale ! 36 ol caad
3 basis of his / her needs D Walial/Balial D (5): et il 3
2. (OR] The first staff member :
Q“—,_é.an.lb JulJ,Y‘_ufdl _)..u.u| (J'I) 2
3 elnf:ountereel probed the nature of E Uaaebo foae sy 3 o 3 Aas 3
visit and assister him / her
o 3. No, he / she was not redirected on D 0

the basis of his / her needs

a. Were the staf'f courteous on the customer making
his / her enquiry?

FERT-N RPN PV P ,u A S 3

'l eI -\,i,.s Q:.L...h...! 6d & u.E'l S A )

0 * No, the staff were not at all courteous D AY Lo Byt 05 A0S e 0
*  Yes, the staff were quite / reasonably . Y e == e . - .
! LY AAL1, = i aal ¢
1 courteous m B g Ay i pull o3 ol a0 1
2 s  Yes, the staff were courteous D il ik gl S G el e 2
3 e  Yes, the staff were very courteous D L pad byt S Sl eenl  w 3
b. Did the staff demonstrate “active listening” on el jladiu " s plical® iB gt gl A

customer enquiry?

¢ No, the staff did not demonstrate

Lot slial AB gall LY
0 active listening O i) s Sl ey o . 0
*  Yes, the staff listened quite / ey e 2 . e
1 ’ ko 4] g wdB gall {ITA 1
reasonably actively x| Gl Bap FAd ke Ay oy LB gl ot Gl cani @
2 e Yes, the staff listened actively O Gkagl b gall i) i) caai @ 2
3 s Yes, the staff listened very actively I:I Lot e 5% B gall sl il ani @ 3




Did the staff appear confident?

TM@&\JG‘&&}JJ&&.

[

e No, the staff did not appear confident D LI P PR - V- P TS
e Yes, the staff appeared quite / . . SR o .
! e (o daad )y Adi i gall gl

reasonably confident e : O Fla bl g0 byl g pns 0

| * Yes, the staff appeared confident | ki a Byl o gl e e

| | e Yes, the staff appeared very confident | (] ol Gl B adh o il pall el el e
! d..ﬂ.I List the names of staff interacted | g LA ) ol s SSH 2

with: !

e Mr./Ms & NGyl e G_‘,‘ 1 Lol il e

e Mr. /Ms. _J 2 iy il e

e Mr, / Ms. 3 Al Lalil -

s Mr. /Ms, 4 FETERIT I MR R




6.1 Staff Capability

Cullh gl 500

6.1

Did the staff frequently probe the nature of the

a, ¥ oS JS2 u.!-'ﬂ ‘-'h‘-rﬂ‘ '\-H-h 5 bl cali pall 3 Ja
customer’s needs?
3 |1 Yes X1 a1 3
0 2. No O %2 0
If ‘No’, please specify your comments: R SR PP TR K
b. Did the staff actively attempt to anticipate o ey s = R .
L TR 0] s allad 4] glaan Cil pall 218
customer needs? Gt claiial Gy 2 ABaall B O
3 1. Yes & i1 3
0 2. No O 38 2 0
If ‘No’, please specify your comments; Sl Ly o8 Bla ) (S 1Y)
€. Were the staff able to cater to the needs of the aal 38 le ilhs (93 e g3l Silaliial Al B pal) £l G4 S
customer without seeking the help of a colleague? S Pyt
3 1. Yes E a1 3
0 2. No O 38 2 0
If ‘No’, please specify your comments: iy rlals af sl 8" 1
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? oy shall ALY alma fS 8 Ay wild galt Fiaiud Ja &
3 1. Yes B a1 3
0 2. No | 3 2 0
3 3- Not Applicable Suay ¥ 3 3
If ‘No’, please specify your comments: i, Tl & Bl MG
e. Ifthe staff were unaware of the answer to a I dgma Al [ g U.h Llayl o 1,08 i galt Ug 20
particular query / queries, did they politely “ask "5SSl 2] fpBIN e Q00 3 e 263N b e RS coyigly ol *-'-"-"
you to wait while they double-checked with the
system / a colleague”?
3 1. Yes O pri 1 3
0 2. No C 382 0
3 Not Applicable X AN 3
If ‘No’, please specify your comments: 2L Sy a8 gla DK 1S
9
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Ciadi y Glaiie; dilete Aias Cile plae ciligall g2l S A ple S8

Dhofar’s product and services? ? B L,
0 s Not at all informed O St e Dlagaa sl ul e 0
+« Wellinformed on at least a quarter / a ' R \
Ceandll y STl e D B U e
1 few of the products and services E 3 ot e 0 s e R 1
” [PRSCRTIF
discussed
7 s  Wellinformed cn gt Iea.st half of the D i a1 T iaadlly Slatidl dieal e Y o W e 2
products and services discussed \ ki)
e wellinformed on at least three- ‘ S,
Dipiall eSS0 gl gl ADE Y e o
3 quarters or more of the products and | [] Sl e A a2 weas o 3
) . [PARCRM ad 4.1!'; Sladsl g
services discussed

b.

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

pnadl) 3 5 2 LaS) "iJQ_}S{ﬁJ}IM]"gMLﬂQ—.ﬂ#g_@
Tolaail] y Sladiialy  fatall 4 e g s e (il pall audis oy (o
:Aihiat o3 b

INT: LIST THE CODE FROM SECTION B.

S ] e gl RIS o iy

and

services possess a “Comparative advantage”

relative to competing banks?

0 * No knowledge at all D SLY e Ay e 0
e Wellinformed on at least a quarter / a
Slaadl y olatidh } : |
1 few of the products and services E I Oor Sl g e “E?,L:k :1:]': * 1
discussed LgfuBiia pi
2 * Wellinformed on at least half of the D 85 il ilaadll y Giamid cheal e Y1 e Wl e 5
products and services discussed [PROEP
e Wellinformed on at least three .
Ziaidl e ST o gl b ARG B :
3 quarters or more of the products and D ' o= 8 Elf .. jy "h "f.' * 3
. . [PEATEN a q“]‘ Zladsll
services discussed
¢. Did the staff attempt to “cross-seli” other products Glad g Gladia " ALDY Al bl A fla e il pall gl b O
and services? t Al
0 e Nocross selling at all O SNV e oYl dddey gz sl o 0
1 ¢ Cross-selling after a lot of prompting B’ Sl aaiod! (po 8l dy ¥l ol Ailaay 43 e 1
e Cross-selling after a little / some . . . . .
b lheadeat 1y Y1 aadll Aglaay Al
2 prompting O = T Om Sl g Sl ol laay Bl e 2
3 ¢ Immediate cross-selling attempt D il e Sl Ujawd = 3
d. Did the staff explain Why Bank Dhofar's products

LG gl B oy ety Slaia 130l 7 ks il gt B0 S8 0
LB g e 5 e A gl

3 1. Yes E pai 1, 3
0 2. No 0 %2, 0
If ‘No’, please specify your comments: s, rlaady a8 pla y S A
10
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e. Did the staff attempt to provide “complete Shedd g Salie (6 UALS Sl glas’ dlilhe Y A glasy il ) o6 06 2
information” on Bank Dhofar’s products and falaall il ClylSh A Lk oLy
services, along with relevant literature?

INT: LIST THE CODE FROM SECTION B. G paadll o el LS A sl

0 ¢ Noinformation at all D AUy e Slagmay » 0
e Inforrmation provided on at least a et - o
Adlaial) i P | s ! Uac |
1 quarter / a few of the products and @ P:__}’:'bl I:"t “"!_Jq "’L G‘:u * 1
services discussed & AT
2 e Infarmation provided on at least half n Sindial; ATl D gaall dead G o sz e 2
of the products and services discussed Lildlia o5 Al asally
+ |nfarmation provided on at least three Sl g i .
Slaleall e S g plagl A BT e pliac] @
3 quarters or maore of the products and El g e em o, Ceen e ok 3
lgioalia | Calandlly iiatially 4alatall
services discussed ot 2T
3 * Not Applicable O Y 3
f.  Information on relevant procedures, Paliall Cih3 Anglial) 43000 g Silalisall g o Silg | Yy ddlada Sila gins 2
documentation and follow-up method?
INT: LIST THE CODE FROM SECTION B. O ekl o Sl ARG B sl
Q * Noinformation at all |:| GARY! e Slaglasy o 0
e Information provided on at least a -
Aginiall ila PR i e |
1 quarter / a few of the products and @ = Juw_ .‘J;. . ’F': u"?;. "h < Y * 1
services discussed & I
2 * Information provided on at least half 0O Zilatially letall Sila gleall il B o clc] @ )
of the products and services discussed LiBie o Al laaally
+« Information provided on at least three . .
Cila plaall a ESb o) plai AN B Unc.|
3 quarters or more of the products and El ’h‘:,“;. J:s;| E_"‘J X __f ,."hn ‘fi 'fl * 3
services discussed e ST
3 *  Not Applicable Gl Y e
g Did the staff attempt to acquire more customer Jab e gl dilata 2S5 ke plaa 43 el ll_,’l.u.,- i gl o3 JaF
information so as to follow-up at the end of the visit? %3 0 AulS A Al Sl
3 1. Yes E a1 3
0 2. No O a2, 0
If ‘Na’, please specify your comments: iy Ly o8 e 1

11
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7.1 Timeless

+

=71

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

o O ) Gkl gall g Jaladl Gy g R Jpia ie SUEDY) By,

D ALsal adlga 6/ palal) B

INT: SPECIFY TIME IN MINUTES:

L ¥ CLIL EERECR A (TP

0 e  Over 15 minutes D I A 15 e KT e 0
1 e 5-10 minutes O HE10-5 e 1
2 » 35S minutes | FE5-3 e 2
3 ¢ Under 3 minutes D SR M e B e 3
b. Did the customer feel like the gueuing system 0 . - )
Praaa (80 wheall LAt S o g 3 et
functioned properly? + g b SN LB a3l A A
0 . g;eumg system did not functien at ] BY1 e deg ¥ ciall 3 DY S e 0
e Queuing system functioned, but it A . . C ey g
1 bgal) e - el ARBIYT alas )
waorked with a few impediments D L 3 & Oy ey - Wlplai 0 @ 1
2 e  Queuing system functioned and it D Jud 5§ A s Sy il 3 IV L ) e
N . . 2
worked quite easily and efficiently La s, A
3 ¢ Queuing system functioned and it I:I Sy Al AL gy oty el STV U e 3
worked very easily and efficiently Jud
s Notapplicable B KT -

¢. Time taken for the “purpose of the customer’s visit

to be fulfilled once reaching the counter:

By PV Uy sl 1 Copnll 5k ik A5 Jal e el g

:u '. ia

INT: SPECIFY TIME IN MINUTES:

12
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H. Additional Comments on Visit
{If any):

154 T Akladadl Agdlia) Cila Thal
ey Y

R

L
e

pafrenn kol

L e w

albod put name s

kg ol Tankoof seonchny qu

oo

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

p PTG T

TOTAL Branr.h Score
(Total unweighted branch score, summing all SECthﬂS)

Ol A3lgs

. “section | .H[:Ev-‘# iy 4| o Total Points Scored inthis | .. Total Points Allocated / .
- Section - _Paramcterl.lndutvaluaﬂon BAE RN SECRN ool ) St

Branch Presentation and Customer Facilities

Greeting and Soft Skills of Staff

Staff Capability, Knowledge and Cross-Selling

Timeless

EY S e T .- R . 4 . % R
. PR '_-1. " ST . . - g . - W Y L n
- R R * .TOTAL SCORE Y L
r '-;\.‘7 “‘.. "'5"':‘!,."-’ T a0 . ~: -. i - \ ,:7,: ,= A e M " JLr. . "' b ‘)‘. ’ "."_-

£ oAl Ll £ paaa

Jelall [Auaiadll WA  gapes

(V\Lu!y1hjstns&‘)nﬂm‘)¢]'l‘)$ln1.u| &,u‘)
s} (b Alpinald WL £ papen

8 hiak} o3y o3 Jalalt

R

Gl Aetial) il g ol apais o
G gadd S L g a3 S

A ) Aglas g 458 ma g okl gl 3,48

o 1 . - . v " — g
0 e : | LT RIS - : k
P P . ot PN . L TS e )
. I A N S il B T g TR T
- e e - . e 3 L . e .o
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