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PROJECT: Money
$HOPPER CODE DATA ENTRY EDITING
Name Number | Name | MNumber Name
I
r"i\)J'I 1‘ i 237 0l ldl s l PRI
1oy i i il ] G| e l 2 eeiiul ya
A - Sy v S i
A. Details of Visit 3L 3 el
Bank Dhofar O Jdh d
Bank Muscat D B WPREILT
National Bank of Oman D glandt il gl S P TN SPSUREH
1.  Bank Visited AT T
HSBC-OIB ] HSBC-OIB
Bank Sohar | sy
Other Bank: DAy
2a. Branch Name f\ l D(&L’ \'\“jo“ g ol 12
2b. Branch Area ﬂ ‘ ga_k( . \10\ gl sy o2
3. Branch City NJvzw) G 3
4. Branch Region F\\ D& k\n\i*{& Akl 4
Day | Month |  Year A T T e i pg B
S. Date of Visit
261 4 o\ | |
Hours {  Minutes i | el
6. Start Time of Visit bl inca, 8
ol | 19
H i Al Sle bl
7. Total Duration of urs l Minutes & Cas
Visit co e S u s 7
1
+ +




General Enquiry relating to a
specific Product, Service
and/or Facility

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

Educational Loan

Credit Cards

Personal Loan

Double your Satary
Cffer

Youth & Student
Account

O
O

O
O

o 3 Rrs (e iy Slaie ple il 2
{ el Jpaokil 332 i f g canaliall 330 iy

dasddl




41 W Customer Parking lntly available for e o

Mystery Shopper? | |
EER Yes = w13
| - 2. No B %2
! ~i. Specify: | ‘ saa |
I |
. i r
. ii. Specify time taken to find parking: min. | s N PO R VT S
4.2 Entrance to Bullding il A Jydal 4.2
a. Was the Entrance Clean? L ULk Jaadd s ga )
3 |1 Yes B | a1 3
0 2. No | %8 2 0
If ‘No’, specify “Why / Describe how” the LT NN [ DV C RO | FES BURPLS, CAU (NG (L R
entrance was unclean: JUFTVEL IR PR
b. Was the Entrance Convenient? lanitia Jaaall S A
3 1. Yes X i1 3
0 2. No O 22| 0
If ‘No’, please specify “Why” the entrance was D Sl 2% f0 ML ¢ MBS Ll gall S
inconvenient:
m}ﬂm{ ¥ - 1 .’.v A ?\’: ". ‘,‘:“-;“J;_:;..i, 2 <L ,-‘f. X ¢ g g ...’ A - : ‘.
Was the branch premises clean? LB p A S S e
3 1. Yes E a1 3
0 2. No O w20 0
If ‘No’, pllease specify “Why / Describe how S S o) T 3a Ead e S e S 1
the premises was unclean: P
Ak e Sl
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44 - - Branding Materiak 17~ ~ .

v PRI
CEPRRT S o
KGR :%1. T TUT

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

3 1. Yes

0 2. No

0| &d

if any:

If ‘No’, please specify "additional comments”,

;_-‘ ."i:ni'-'a" Cama N BT S Ty ‘._ﬂ)__.‘:.: ;L‘x Wl

..

iy

b. Pamphlets, Leaflets and Brochures en display? Sl il g Dt e WS O
3 1. Yes g PYERE 3
|0 2. No O X2 o
if ‘No', please specify “additional comments”, O il Gildan M dan Sl e SIS el SIS 1
if any: D,
ll c. Branding material up-to-date? faipa dy Ladlh Claall 2hge 4 D
3 1 Yes &d il 3
0 2. No O M2 0

if any:

If ‘No’, please specify “additional comments”,

TS L P LR Y
RS AAVeiIan of Stalf®s!

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

Rl Slaa e 10a el e 3 il pall S 13

Lm .-4-u1$~ 1o g A qi'ﬁy O %90u~ A8 -N ul-sdh J

desks and counters? faaaih
3 1. Yes EI a1 3
0 2. No ] W2 0
If ‘N, please specify “additional comments”, U Al Sla S oaa il e IS Ul gadl S 43
if any: Dy

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

Ty i Gl G gy (il pad) plima /08 S U0

if any:

3 1. Yes m PrEgN| 3
0 2. No O 2| o
. -II ‘ll‘ pL I -h é“:m\ L !! [ ‘ll " .! ‘ -‘ I"
If ‘No’, please specify “additional cornments”, o Ha a lad e ST e ii:
il g

¢. Were all/almost the entire staff wearing name

Coloandy L gaalny Dol gall pliea [ OS GS Jb S

hadges?
3 1 Yes X 1| 3
0 2. No O w2 o
If ‘No’, please specify “the approximate Sl ke pall o A0 saal) sasm Mlad e MOET Cfgadl RS
number of staff not wearing name badges: sl DL g Y
4
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area was unclean:

4.6 7' -. ATM dnid COM.machines - - Do «"fio ot 7 PN Eas, By ST Sgkilt Sl s P Bl G300 A6
a. Was the area surrounding the ATM and CDM | ey wdgli g akil] ,gs.u‘iu T i el B gt gl S S 4]
machines clean and presentable? ‘ * bl
r
L 3 1. ves g PR 3
o 2. No O: w2 0
| If ‘No’, please specify "Why / Describe how the ! S o g 1A e lad e ST ) S

pai e K|

b. Were the ATM and CDM machines functioning?

O ans ~;A_l.'n."‘ i“-_l‘f‘J ﬁ'l il _peall ;_3.‘.9' L

3 1. Yes E axi 1 3
0 2. No | w2 0
If 'No’, please specify “the time at which at Pieal 4a S PV P L R U T PR
which the ATM / CDM were not functioning <l el e ' s y) Jaad Y 5ol gl ,,-W' il el

(and specify which machine, ATM or COM):

_(‘;..I..J L _,\‘,..‘41

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

TATM/CDM Glaia 3 2wt o 2,00 oIS A S

3 1. Yes E a1 3

0 2, No O K2 g

3 3. Not applicable 0 Sa¥ 3| 3
If ‘No’, please specify “the time at which at G Jeay ol 5ol 8" saa Sl e STHST lgpt IS 13
which the cooling was not functioning s o

TR

a. Was the branch aar-condatlomng fully functional

i HoigRoNgall ¢ okl AN sk sy
‘-‘.ulSJ LSS Jaay gl St S Ga

and sufficient?
3 1. Yes & w13
0 2. No . K2 0

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

frade) Slaa " 2aa Slal e MUSY Glgall A8
P LR V. P SR

b. Did the branch possess sufficient lighting?

P4 Bplaly £ AN iy 4 o

3 1. Yes

pad 3

0 2. No

0K

us 2 0

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

Jalal Sl sam Slliad e ST O paldl SRS
S 08 6 S eyl
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seating area?

C uglall el e S 330 f USITM A8S Aatae Leall S 0 &

3 1. Yes

L

i—c. Did the customer have sufficient waiting space /
|
|

0 2. No

w2

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

i) Sl e il e ST gl S 1
S S A ey

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

| counters/ work stations?

Ay BT AL s g gl uusu U gy 2y G g0 Uil G4 D
T el g (olSall) Sl A dlie N Al

3 1. Yes D PR 3
0 2. No q Yy2| o
g No-, please .speafy.r Addlylon,a-l comments / iyl y fisial SlBad i g e PUS” el S 1
escribe how it was insufficient: LGS o e
O A e
6
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+ + +
5.1 Greeting of Customer _ i iy o il 5.1
a. Was the Mystery Shopper “promptly greeted / ’ ‘ Tp Al 1 Alghs e A Ggedalt o wdallfina AN &5 a

acknowledged” on entering the branch? l

t 0 ' e Nogreeting / acknowledgement ’ D | i feaa 5N e 1 1]

[ ;

l 1 ; e  Greeted within 10 minutes of entaring D : Sanl ladc e BER10 Taus 2 e Y

2 e  Greeted within 5 minutes of entering | [X] ! el i BRE M m D e L2

3 s Immediately greeted cn entering O Gl gad g cua Al e 3
b. Did the staff either / or: | : SRR IPEPRPRN- -ROL AT I N
T . ‘
a. Ask for the customer’s name? i | ¢ i o e U
b. Greet the customer by name? Taas! 82 s OTVYS VRN
3 *  Yes, the customer was greeted by name / [2.\ R PSS VO U P TS FRNITEN i I UL S 3
asked for his / her name P
0 . No, the customer was nat greeted by D sl o T aly f Al K3 FPRTPUL PRTERS i FL A - L S o
name /[ asked for his or her name Lgasdt
A o)y gl S e A0y K" B gall -
c. Did the staff ask, “How can | help you today?” - + e - s ": ',JL‘“'J: L:
and Probe the purpose of the customer’s visit? ’ -
3 1. Yes, the staff did this x| S s all A i a1 3
0 2. No, staff did not do this 0O S s et Al ] 36 2 0

d.

Was the Mystery Shopper redirected on the

basis of his / her needs?

Tytaidalfaiabial o sl AT Gaedal) 4 idel 3 0

1. Yes, he /she was redirected on the

custemer enquiry?

Ta'alfdalint N (5) Jusad AR RAIE
3 basis of his / her needs E et/ Gabial A () daal 40 5 3! 1 paid 3
2. (OR] The first staff member e et 4y 1 53 i el kit () 2
an g [y yamdllos
3 encountered probed the nature of O AR A G g e et (1") ' 3
. . X d.‘.:...a[a.‘cwja_ﬁ.}_)]‘u._x.}n
visit and assister him / her
3. No, he/she was not redirected on ;
) e talfaialtatl N e ol ole ! X0 A O
0 the basis of his / her needs I:I Watialbaiial At slibie | 4 3 0
R 3 EAG d ' 5.2
a. Were the staff courtecus on the customer making Cpalt 336 s AigS (6 0 flnnilieat ) (Bal B pal} A b )
his / her enquiry?
0 ¢ No, the staff were not at all courteous [:] S e ) abgall (S al i3S e 0
*  Yes, the staff were quite / reasonably . cy o =a . _
ol das a5 s
1 courteous D Bl [l puda AL D gl Jadall iad e 1
2 e Yes, the staff were courteous M S il SR e e 2
3 | ®  Yes, the staff were very courteous D AR yal ik gl S T and @ 3
b. Did the staff demonstrate “active listening” on el el " plal plieal i pall B JA

*  No, the staff did not demonstrate

| 5tk i pall gy Al <
0 active listening D il # i gall 4By al (US e 0
*  Yes, the staff listened quite / . P . . .
! F4 aay b } 1 a8l and
1 reasonably actively D Lulagt dg A gl e e 1
2 * Yes, the staff listened actively E Uslay) b pall ) dil sani @ 2
3 s Yes, the staff listened very actively [:I Al a S CiB gall sl Gl cani @ 3




Did the staff appear confident?

P e Py Al g il gl 4

B
[ i i it - 3 -t - 0 LY
} ! *  Ng, the staff did not appear canfident D ! A e Bl gl e calgall gy W DS e
| i e Yes, the staff appeared quite / : e M s e Bk e i od) ub o e
: i reasonably confident ' O P Ot Pl B sl s pn
r w . p c
iL “ = Yes, the staff appeared confident ‘ E; LU VI I TV S TN UL V- SPL S
l ; ‘o e ok P ey . -
! ] s Yes, the staff appeared very confident D | ki e Ll Wiy adl S agal g cani e
t:!..th List the names of staff interacted i apia lLela ) i gt ad SH) 5 t
‘ with: :
f o mr/ms. AbAullal, AlTcbyt | Tai/ el e [
E ¢ Mr./Ms 12 IR RPN 1
| +  Mr./Ms. IEN Lol e
[ e Mr./Ms 4 Ly alll e
8



+ + +

6.1 Staff Capability ’ kb gall § b 6.1
a. Did the staff frequently probe the nature of the 1‘ € 1A OS2 0y 3 Glalfal daph 6 kiYL B galf 23 Ja
customer's needs? |
3 1 Yes E ; axi 1 W‘ 3
0 2. No D ‘ % 3 ")
; If ‘No’, please specify your comments: ; il i BB Bla ) TIAT L 1‘
| | |
: |
b. Did the staff actively attempt to anticipate | e L ete = g Tw ke vy <
! POl Slaial  fuiuy dllad A yla Nad s,
customer needs? Gl Sadal S SsSB4l B A
3 1. Yes B | pai 1 | 3
0 2. No R 38 2 0
If ‘No’, please specify your comments: RCARY N T NI TN
¢.  Were the staff able to cater to the needs of the 2] 3ap e itk g8 e G 1 Olata) Al il gall plaiud JA O
customer without seeking the help of a colleague? i PR
3 1. Yes Bd a1 3
0 2. No o %2 0
If ‘No’, please specify your comments: Al Ty o Bla S US R
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 . L
questions posed? Tda y haall ALY e [0S OF GlaY) LB gall gl Ja &
3 1. Yes Bd 1 3
0 2. No a ¥ 2 o
3 3- Not Applicable Sy Y 3 3
If ‘No’, please specify your comments: S ldads A8 Bl 1 UST
e. If the staff were unaware of the answer to a A Al Ll fogma Nlges o Ll o o il padt 08 4113 2
particular query / queries, did they politely “ask el 2al fallidl e 4005 pa 28U Jal e JUEIYIM Gyl Bl ik
you to wait while they double-checked with the
system / a colleague”?
3 1. Yes | pai 1 3
0 2. No O xS 2 0
3 Not Applicable X Gy ¥ 3
If ‘No’, please specify your comments: L a8 Sla ) US" 1
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62 Product Knowledge and Gross Selling 7. 5, -+ -

T Ao 1

I

a. Overall, was the staff well-informed on Bank

Sladd 4 ubmﬂu«ua;.;h_,hauh,al LT .‘,LGJS....u i

services discussed

Dhofar's product and services? ey -
|l o | » Notatall informed O UYL Slagaadsd ol e 0
1
i e Well informed on at least a quarter / a
! _ Zaaad’l y Siadiall e Sy Y .
| few of the products and services O = & J‘| e 1
| : il 5 S
: discussed
2 + Well informed on at least half of the D L Ty St cdeal e BV e d e 2
products and services discussed il
! » Wellinformed on at least three- et rei i .
Slaall gl gl AE BY .
3 guarters or more of the products and E R S e 3

L‘:hdk-‘ts. ‘ru'l u.aux.l.:ul"

i b, List the details of the “main purpase of your visit”
{(as per SECTION B); rate the staff on the leve! of
“product / service knowledge” in this area:

ekl A g 50 La8) VB 50 e g Alada AadY g gy B

"iatall g Slaiially  fatal) 4 aall 5 fa” e (g pall il o 1

Adhid) ol b

INT: LIST THE CODE FROM SECTION B.

‘ & el 5 e Ay A 1Sl
|

services discussed

0 » Noknowledge at all O IRY L AayY e 0
» Wellinformed on at least a quarter f a o
Silazall g Ciladiall ) Jay e S
1 few of the products and services O ety Sialill be S gt o= J..L:i :1:' ‘ 1
discussed
2 » well informed on at least half of the O A lasdlly STl cheal e Y e day e 5
products and services discussed e
» Well informed on at least three -
Sladidl e ST gl ey 2N i
3 guarters or more of the products and E ' o A il e ey e 3

Ll o5 Al Slaasldly

¢. Did the staff attempt to “cross-sell” other products

laad g clalial " ALEY! gl o alil A glaay il pall o0 J6 S

and services? LAPPES
0 +«  Nocross selling at all D ALY e Aay! ol Adaas s pl e y
1 »  Cross-selling after a lot of prompting D RAJP WRI, | PRee 4 | TR VOO, PO PN T R 1
*  Cross-selling after a little / some
} el (g Y1t dolaay 2l 2
2 prompting D = I ¢ ¢
3 » Immediate cross-selling attempt m’ SR e Ryl Uaa i e 3

d. Did the staff explain Why Bank Dhofar's products
and services possess a “Comparative advantage”

LB goal B Ol claad g Slaiie 13 7l ol palt o8 06 S

Shaabiadl & yid e 5 e il
relative to competing banks? &
3 1. Yes M a1 3
0 2. No O %2, 0

If ‘No’, please specify your comments:

) Zlads & Bla ) US” 1Y

10




+ + +
e. Did the staff attempt to provide “complete P Chadiy Sladle o0 "ALiS e plaa kY A glay il gall 23 4 2 ]
information” on Bank Dhofar's products and ! faliall Gild Gl g b 2l
services, along with relevant literature? !
INT: LIST THE CODE FROM SECTION B. Skl (e o LS A staly
0 f e Nainformation at all D | ALY e TapaaY e 0
¢ Infarmation srovided on at least a ! ! ALan) e glaad S L/ e e
Ada ol O ; & [ )
1 quarter / a few of the products and |:| | ‘Pu e ,.‘1"',““"_‘.‘, "L e 1
| i L i Ol 8 S Sieal y Salildy
| services discussed :
| 2 » Informaticn provided cn at least half 0 i Tialal Al Sl paa cieal BV 0 oolae! e 2
of the products and services discussed | P SR PO LEN
f s Information provided on at least three ! S, .
e pnall e ASH g gl ANS B e cllae!
3 quarters or more of the products and E PA“P ,.s p E'-"' @ 'ﬁ s 8 3
. . Ms#igum'_,u%uw
services discussed '
3 * Not Applicable OIS B 3
f. Information on relevant procedures, Tall I3 Aagliadl ATy Sty VDb |y Aade ha yae L
documentation and follow-up method?
INT: LIST THE CODE FROM SECTION B. O ] e el A8y ad sy
0 «  Noinformation at all M| ALY e Sl Y e 0
s Information provided on at least a -
it e glasd e BB fagy S5 e slaci e
1 quar:ter / la few of the products and D LatBia 5 L caadlly Ciaials 1
services discussed
2 s Information provided an at least half D Dilatialy Lalaiall e glall cdoal B L5 sle ! @ 5
of the products and services discussed PESC R R RN P
+« Information provided on at least three - V. .
Zilaglaalt e AST g gL ADE SV e slae) e
3 quafters qr more of the products and LB: LR L Skl y il dileiad 3
services discussed
3 ¢ Not Applicable Gy e
g Did the staff attempt to acquire more customer b O Qg T Allade ST e glea 48 paad & glaey il gl U8 4 F
information so as to follow-up at the end of the visit? 7L S A Aayliddly Hdh
3 1 Yes R i1, 3
0 2. No O 32, 0
If ‘No’, please specify your comments: nalyl )l B elay ST K
i1
+ +
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7.1 Timeless

o

+

7.1

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

A o33 GBS e Aul 0 g AT C%a S T Gy
D daaill allge o [ el Bad)

" INT: SPECIFY TIME IN MINUTES:

R e gl Saa rdaly

¢ Under 3 minutes

Sl B e

0 = Qver 15 minutes 1 Gd: 15 o ST e o |
1 . 5-10 minutes | 308 10-5 1|
2 e 3-5minutes 3iE:5-3 . 2 |
3 3

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

T Sk ey cheall 8 DY SUS o gl e A

¢ (Queuing system did not function at

0 all O Y o Juay ¥ il 3T I e 0
1 *  Queuing system functioned, but it D Sl Sy ey el b DY i e 1
worked with a few impediments ks &a R o SR
2 ¢ Queuing system functioned and it | Joad JS g A pay Sy iall B UATY QLS ) e .
worked quite easily and efficiently Laaa M
3 ¢ Queuing system functioned and it S8t g As A gy Jury hall 3 LTV G ) e 3
worked very easily and efficiently & Jad

e Notapplicable D el Y e -

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

to he fulfilled once reaching the counter:

age M dgeagh die (g0 8 A5 i A" Jal e a3 B g S

:ll '. it

INT: SPECIFY TIME IN MINUTES:

12

1 G 2B gl 22 il




+ + +

'H.  Additional Comments on Visit 18l Allaiall ALY Gla el 3
i (If any): oy L)

End of the Survey - Thank you very much....
S5 85 — pluiaNt Al

G. TOTAL Branch Score
{Total unwewghted branch score, summing all sections):

- Secth Pa " rUnderEval " R TotalPointsScoredlnthis TotzlPointsAIWI
Area; Parameter
C Branch Presentation and Customer Facilities
D Greeting and Soft Skills of Staff
E Staff Capability, Knowledge and Cross-Seiling
F Timeless
' TOTAL SCORE

£ sl blii £ pasea £
(A S e o ill dan yall e SlGHH B pana)

Jalal Macadad MEN p gapa | spedl] b Agondd WA £ yo9a ObER1 ol g3 Jalath [ puelll
G 38 Latiall il y il s <
o gl 20 gy a1 &
GALah ) Aples g A5E a y il gall 300 T
cd gl r
8 Tl £ garse

13







