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PROJECT: Money
SHOPPER CODE DATA ENTRY EDITING SERIAL NO. #
Name Number Name Number | Name 1 0 0 1 E :4:1::
26 7
D el
ad ,ll - e b Gt
R L}:ﬂ—‘-" \—ILA)LI.A-“ u’lAJ‘ Daena s
] ] ] 1 3] !
26
A. Details of Visit 3L Jaalds
Bank Dhofar O Dl oy
Bank Muscat O daieas Ly
National Bank of Oman O ghandl ik ) i) 4l a2 S 9
HSBC-0IB O HSBC-0IB <L
1. Bank Visited
Bank Sohar E oo Sy
Oman Arab bank D ol Glee Sy
Ahli Bank O S Ly
Other Bank: oAl ey
2a. Branch Name Cohar Pﬁn]ﬁ \\Lilwm l?ﬁﬂ C g il ad 12
2b. Branch Area Mo QDQO{ £l alga 2
3. Branch City M \‘1\” o Qa3
4. Branch Region DM\LH \‘\‘J Q Gl 4
Day | Month | Year ddl [ el [ e il ap 5
S. Date of Visit L‘-
4 | o4 | Y | |
Hours | Minutes Gl [ Sl L)
6. Start Time of Visit Pl lycd, 6
I(l l _ A g iy
=
H i Al Sle Ll
7. Total Duration of = e s - Sl s 7
Visit 00 f l } b :




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

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

Opening a Savings
or Current Account

Saving Scheme

Housing Loan

Car Loan

)/)‘ A a3l .‘_'.-.._‘.14\__:"' 2 ’!‘ da ale )! e | 2

2 s oy v -
P g e

Educational Loan

' |
N j\.m" I bl 3aa 5 [ g cuddall 240 sl |

Credit Cards

FPRES]

Personal Loan

Double your Salary
Offer

I

Youth & Student
Account

O O0XOOOOO O
fg.‘

S
S5 el

N



4.1~Wamrmkqmwmﬂﬁhforﬂu

L e e D i 2y 0 41

3 Yes a1 3
2. No %8 2
i. Specify: i
ii. Specify time taken to find parking: ____ min. D) il ga Sag¥ A Gl ) aa o
4.2 Entrance to Building ek, AU ol N i 4.2
a. Was the Entrance Clean? olihs Jasal oS s )
3 1. Yes [} ax 1 3
0o |2 No O 3 2 0
If ‘No’, specify “Why / Describe how” the S "CaS Caa gl /13l 2aa Sllad ST O gald) IS 13
entrance was unclean: kel e Jaall)

b. Was the Entrance Convenient?

tlantia Jaaall S A o

1.

Yes

a1

3

2.

No

O/

3802

0

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

inconvenient:

Gk Joall o5 o MY Saa ¢ "IE” ol yall 1S 131

Was the branch premlses clean? ?Ugrﬁ e S A
3 1. Yes B 1| 3
0 2. No O 2| o
If ‘No’, please specify “Why / Describe how”
P ) pESIY y / Describe how ClS " Cia gyl MOl daa Sl s ST Gl gad) 1S 13
the premises was unclean: seazi o




AA~

R, AR

. -‘“_mﬁ(-&-—m« -

and windows?

a. Posters / Branding materlal present on doors, walls

FanOGLIN

e3d) 4y -\; gl ,m T, b SAae | clhuals dpa

3 1. Yes E PR | 3
0 2. No J X2 o0
If ‘No’, please specify “additional comments”, O "lal Clbadla" d3a Sliad e ST Qlgall A4S 1M
if any: Sy

a. Were employees present at over 90% of th branch -

b. Pamphlets, Leaflets and Brochures on display? Sl il y Sl o e a3 JA L
3 1. Yes & mil| 3
0 2. No O W2 0
If ‘No’, please specify “additional comments”, O Al Slaa e s dllad e ST Gl padl S 1Y
if any: R
c Branding material up-to-date? P 4 el Sloal) 2ge Ja S
3 1. Yes E a1 3
0 2. No O 2| o
If ‘No’, please specify “additional comments”, O Milal Slaada" 2aa Slliad e ST G galdl S 13
if any: )

ARl gy agila o)y £ Al A ga (e %90 (e ASI 22 g5 S Ja T

e s (€

v |l abli

desks and counters? fdasill
3 1. Yes O 1| 3
0 2. No | w2| o
If ‘No’, please specify “additional comments”, O M ilal Cillaadia” s Slliad e MHET Gl gall 1S 130
if any: S

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

Tt e el g0y (pila gall plima [ JS G A

if any:

3 1. Yes X amil| 3
0 2. No O %2| o0
. o = ‘u" -! P} .]\. " ,” . i . ‘M " u| | - 'I"
If ‘No’, please specify “additional comments”, R o e+ okl i"
Sy

c. Were all/almost the entire staff wearing name

Caglandy LS Ggaaday Lol pBaa [ S 08 Ja S

badges?

3 1. Yes X 1| 3
0 2. No O X2 0
If ‘No’, please specify “the approximate Cpall (puils gall 8 Samdl 22a Sl e (MIST Gl yadl AS 131
number of staff not wearing name badges: sy S L gy ¥




7 . Was the area surroundmg the ATM and CDM '

T gauigay,

PtV TS :‘J

Ju,:a.‘sa.nau;s\,qmmﬂ1 .,..,.1 Baa) S S a )

machines clean and presentable? ¢ el
3 1. Yes hY(| 1| 3
0 2. No O 2| 0

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

S "l i ) ST daa i e "NET il gl S 13
i 52 S

b. Were the ATM and CDM machines functioning?

s kil £ 1Ny (N il el 3 gl S b G

3 1. Yes

a1

3

0 2. No

Ox

%82

0

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

enl 4 0S5 a1l G " e i e MNS" Gl pall SIS
il peall e gl 2aa ) Jaad ¥ (gamll g layly Y il pal)
() gl 5 Y

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

SATM/CDM 4Qkais A s il g 2l SIS Ja o

3 1. Yes X 3

o |2 No O X2 g

3 | 3. Notapplicable O Gku¥ 3| 3
If ‘No’, please specify “the time at which at A Jaay ol 3D 2y aas Sllsd e MUST Gl al) S 13
which the cooling was not functioning s JSL sl

a. Was the branch alr—condltlomng fuliyfunctlonal
and sufficient?

l’\_llSJJ,\adS.qu.al\ u‘,&.ﬂ ,_&l

3 1. Yes | 1| 3
0 2. No O x2| 0
If ‘No’, please specify “Additional comments / LAl Glaadle” daa Sllad e NS Ol gl S 1)
Describe how it was insufficient: 1S S ) S oyl

b. Did the branch possess sufficient lighting?

A Spludly £l Ay JA Lo

3 1. Yes

and 1

3

0 2. No

ORX

A8 2

0

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

[lagill Slaadl” saa Sllad e ST gl IS 1)
S S Al S Gaa
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€.

Describe how it was insufficient:

;[ Did the customer have sufficient waiting space / oaslad) o lha Cpe S 2 [ UAIDU A0S daleas Jpaall S8 JA S
' seating area?
3 1. Yes ® 1| 3
o 2. No O 2| 0
| T el ls " 1 = " " [ *
| . o . [l Claadia" saa Sllad e ST Gl gadl AS 1

If ‘No’, please spec Additional comments = o men
| o, p pecify / " o5 ] A iy
|
|

| d. Did the customer find it easy to follow the signage Ay g Jals o i N i o e plind a2

| within the interiors of the branch, indicating different e b ox Tie s
; : £ ) (Sl Lty & ) caliaa ) ad 3
| counters/ work stations? SRl i) S il
3 1. Yes X ani 1 3
0 2. No O 2| @

‘No’ ify “Additi | commen
If No_, please .spemfy. d |‘|on§ comments / aa gy [l i s3a ol e HE" Ll pad) S 13
Describe how it was insufficient: S 0 o G
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5.1 Greeting of Customer

+

2 A\
; 3y

Ol i il 5.1

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

fe Al D Algis b A Geuddl o Giadllfcua il a3 A

0 * No greeting / acknowledgement E] ol feua JY e 0
p | e Greeted within 10 minutes of entering D Jranll Jga0 e B 10 Dd a5l e ;|
2 *  Greeted within 5 minutes of entering E Cranll g e 300 5 A Cua 3 o 2
3 * Immediately greeted on entering D Juaall Jya jdcus 3l o 3

b. Did the staff either / or:

1OV gaal b gl o8 A o

a. Ask for the customer’s name?

¥ daall s e e

b. Greet the customer by name?

?w\ﬁc.a‘},'.u.?ug:) =]

e Yes, the customer was greeted by name /

J1W!_FJ“/W‘_)SJMML_L|;)J‘(~JH-P .

3 3
asked for his / her name E Lga!
o e  No, the customer was not greeted by n s o Jlg g/ aadd S5 aa Jpaaly cua il s A O3S @ 0
name / asked for his or her name el
A CF i g "0 gal) OB L e CiiS" (i gal) 2
€ Did the staff ask, “How can | help you today?” & I e = ":S JL.-} ,‘J,:J;
and Probe the purpose of the customer’s visit?
3 1. Yes, the staff did this X By il gl WS T cpas 1 3
0 2. No, staff did not do this O Sy Cals gl o5 01 S 2 0

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

gtaltal/lalial o sl Al dgeial)l 4 s0e) 5 Ja &

1. Yes, he /she was redirected on the

2 basis of his / her needs

Lefalial/aialal I (3)dsanll asa 5 Saled 33 23] cani 1 3

2. (OR) The first staff member

O Jranll 4 A3 53 JgW1 Cals gall pudid (1) 2

the basis of his / her needs

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

3 e.n'countereq probed the nature of E b faseibiog £ Ly 30 Al 3
visit and assister him / her
0 3. No, he /she was not redirected on ERERERER

1‘,]\4.1.;“1!.)1.:1?.“’]‘353 0

£ Jpaal) 336 lona 4hsS O 0 buabien) (530 Bad B pal) CAS O |

customer enquiry?

0 * No, the staff were not at all courteous D Y e ad B G a8 e 0
* Yes, the staff were quite / reasonably . 2 e . o
1 5 Al 5 il gall Al 1
courteous E R Bty il Jeiodl et o
2 e Yes, the staff were courteous D Gl byl S Al ani 2
3 s Yes, the staff were very courteous D AL yad Gl gl JS a3l aad e 3
b. Did the staff demonstrate “active listening” on Clmal) Ll V' lal plieal™ Cibpall g8 A o

* No, the staff did not demonstrate

| plial Lib gall 38
b active listening I:I il i) Ay ol * 0
e Yes, the staff listened quite /
1 ' | A g A4y s il gal) )il
reasonably actively E B [y allghaa g .
2 * Yes, the staff listened actively | Lyl B gall sl 3l caal @ 2
3 * Yes, the staff listened very actively D L) e 88 B gl ol il aad e 3
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[‘

Did the staff appear confident? fhak e Wy Adl o il gal) 4B b

T
|
e No, the staff did not appear confident | [_] | il e By Al e Calagall gl NS e
e Yes, the staff appeared quite / — " ; P T
’ Vi (S Al Iy 4dl I cand
reasonably confident E ‘ d : O g A e calpel it
e Yes, the staff appeared confident D 4 dai 0 Byl o il gal ek caai @
e Yes, the staff appeared very confident | [] ‘ dds cpe Ll Byl o il gl e e
|:l..th List the names of staff interacted ‘ e il S gl el 50
with:
e Mr./Ms, 1 G_ CA ,'(9! ULl lalid e
e Mr./Ms. 2 Al sl Juatil .
e Mr./Ms. 3 i/ alal .
e Mr./Ms. 4 | Lalil/)ail e




+ + +
6.1 Staff Capability Feec ; okl gl 508 6.1
a. Did the staff frequently probe the nature of the €080 JS& (g3 Slalia) dags (8 ¥y il gal) o1 A

customer's needs?

3 i, Yes O an 1 3
0 Z, No X 3 2 0
If’ No please specufy your comments: il ) lady a8 Bla MY 1

[ N rnotace

T wSh el made

b. Did the staff actively attempt to anticipate . ; ks w5 - P
) Silalha) Al Allad 4 glaay Cils gall A3
customer needs? Gl Slabia) ghiuy sy il p ok ics
3 1. Yes O g 1 3
0 2. No B % 2 0
If ‘No’, please specify your comments: il Ly A8 la ) ST 1Y)
didnt & H—QW-P T 4
o A Pate ok vt heo!
c. Were the staff able to cater to the needs of the A 330l ilh (153 Ga Gl Slabia) 400 il gall pllicl Ja S
customer without seeking the help of a colleague? Tea 3
3 1. Yes | ani 1 3
0 2. No K 38 2 0
If ‘No’, please specify your comments: Gl ploady 28 la (DS 1))
INT: IF the Answer is YES , so thie answer for Q A AL VTG LY s il 138 A aad sl G 13
D should be Not Applicable & A Akl
d. Were the staff able to answer all / most of the
questions posed? a5kl ALY aBaa [US 8 ALY GiB sl plaia) 2 S
3 1. Yes X a1 3
0 2. No O 32 0
3 3- Not Applicable O Gkiy¥ 3 3
If ‘No’, please specify your comments: i liady 8 2la ) 28" 1
e. |If the staff were unaware of the answer to a Ja ai-'-,n-'i-ﬁ--i [oma Jig o Llay e 10 B 0% W
particular query / queries, did they politely “ask e 3l dal falBl e 400 5 e aSU Jab e UV Guigds dia itk
you to wait while they double-checked with the
system / a colleague”?
3 1. Yes O pai 1 3
0 2. No 24 38 2 0
3 Not Applicable Gk Y 3
If ‘No’, please specify your comments: 4, s o8 e, MU 1Y
ac lf{d [Va G S r l(\,»\_ﬂ
colle OGS
]
¥ -+
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4 2

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

"a. Overall, was the staff well-informed on Bank Slati y ipile Adlaie Abeta B gall (g S I ople S5y ]
Dhofar’s product and services? ¢ B oy
0 e Not at all informed O S L clagdasdzl pad @ 0
e Well informed on at least a quarter / a .
Gilaaslly claial ¢ ) ; (P
1 few of the products and services D == O il Ty "P. ‘{;:{1:5 ; ‘ 1
discussed ¢ ¢
5 ¢ Well informed on at least half of the E A A landll y Sladiall Cheal e SV o alay 2
products and services discussed iialia
* Well informed on at least three- o 4
Glazial e 3l gl gLl A8 J8
3 quarters or more of the products and D e ;.‘f oL .‘.3‘1‘ ‘TL: "lu ‘ 3
& 2 \...a..ﬂu a ".x.ﬂ ._;m.‘.:h.]'l_,
services discussed
b. List the details of the “main purpose of your visit” ) A 5 LaS) "5 050 e ) i) Alaia dadY pua g pd

Ulasdl) y Sladially @il A ad) 5 g o il gall aply ady oS
;M'Iohqi

INT: LIST THE CODE FROM SECTION B.

S il 5o a1 A o8 sy

e W‘»?{j”' b

0 * No knowledge at all D ALY e sy e 0
¢ Well informed on at least a quarter [/ a o B
& ) g Siladiall ¢ ) : | ]
1 few of the products and services D S O B [ 0= “fw "’b - * 1
’ L8l o5 \rﬁl
discussed
3 e Wellinformed on at least half of the = 85 Al Slaadl) y Slamial cheal e SV Jle pley @ 3
products and services discussed il
e Wellinformed on at least three i 3
Sladiadl e A1 o) gLl A8 (@
3 quarters or more of the products and D ' eSS E s m “'E_ty f'h ?hﬂ * 3
. 5 {.‘.hﬂ.u a q.|]| \_ILA-\L“_’
services discussed
c. Did the staff attempt to “cross-sell” other products Gladd g Sladial " ALY gl G AUAL AL lacy Cilh gl o0 A S
and services? LIPREY
0 e No cross selling at all E ALYl e Aayl adl Alaas i al e 0
1 e (ross-selling after a lot of prompting D Sy (e BN g LY aull Blaay W8 @ 1
e Cross-selling after a little / some . . . )
i) [ T PRI, | gy aYyl ) 4alans Al
2 prompting D = S it g G ] Alany & 2
3 e Immediate cross-selling attempt D Jolll e Aoyl sl gaa J5 e 3
d. Didthe s'taff explain W:w Bank Dh'ofar’ds producf's LI ) B o ek ciadie 130 £yt il gl o8 Ja
and s-ennces posse‘ssa Comparative advantage PLdial) F il e B i il
relative to competing banks?
3 1. Yes | a1, 3
0 2. No 4| ¥ 7 0
If 'No’, please specify your comments: ) plads o Bla "NS" 13
didnt cembanx  wi

10
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Did the staff attempt to provide “complete
information” on Bank Dhofar’s products and
services, along with relevant literature?

Sladd y Sladia 6 MALLS S plaa” Silhe Y A gaay i pal) 43 A 7
fllall &3 LS A ik S

INT: LIST THE CODE FROM SECTION B.

G padl) o el AUS A8 sty

0 * Noinformation at all EI ALY e Glashay e 0
* Information provided on at least a Gl dl i dadll N faas BY e ol
Aaladiall Sl glaall © (L&E- ¥ b | ) e | L]
1 quarter / a few of the products and D e F’ o S i 1
“._!\'. ] i lalal ——a
services discussed il SN
2 e Information provided on at least half j E Sptially dilaiall Cila pladll wiead BV o sllac] @ 9
of the products and services discussed | Lgiilie a3 3l Silaadll
* Information provided on at least three ' . el ‘- ‘
ol glaall i ol plai 4G Y e el
3 quarters or more of the products and D . ,.s "1 a.." e U’ U‘;Tﬂc * 3
) . diia o v.‘_:‘ uu&a—'!J _.L:-.—I-.L aalalall
services discussed
3 e Not Applicable GubiY e 3

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

falaall <)) daylial) L0y Claliadd) y (Silel oYl Allais Sl glea 7

INT: LIST THE CODE FROM SECTION B.

S pel) () RIS sl

0 * No information at all E] ALYl e Claglaay o 0
* Information provided on at least a ;
Gleid)) ol gladdl ) iyl slac |
1 quarter / a few of the products and D Jl“j i::bm ’,F J J. I "i Ry ‘ 1
services discussed R s
2 e Information provided on at least half ] Cilatially dilatal il glad) Chead I o cllc] o 2
of the products and services discussed PR kPP S DR
e Information provided on at least three - i1 .
Slagladll a 3S) gl gl i A S8 Uae |
3 quarters or more of the products and D JJTN ._‘J"a. ‘Ps ‘_’.l E i 4.:5\.. Ji 7_:,__:1;:;._?-.; : 3
services discussed et ST
3 * Not Applicable @iy e

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

Did the staff attempt to acquire more customer

Jal e g Alaia ST il glae 4 el A glaay il gal) o3 JaF
3450 Ayt A Aaglially QL

3 1. Yes D T 3
0 2. No Dz N2, 0
If ‘No’, please specify your comments: ) Ll o ela ) ST 13

didp 1} Oco%uwp Q\gﬁ{h#‘ntﬂ!ﬁ

N b

11




+ + +

(7.1 ‘Wimeless’ TSI NG G BN TR RO w < A A R S N R I ST T
a. Waiting time on entering the branch, before b O sl Gl gall e Jalalll Sy (g AN Jyhs s B <y,
dealing with the frontline staff: DAl adi e e [ kel i)
INT: SPECIFY TIME IN MINUTES: f (L a2l gl 3aa il
0 e  QOver 15 minutes I:] Gds 15 e 0% e 0
S e 5-10 minutes X F810-5 o 1
| 2 e 3-5minutes O 053 e 2
3 e Under 3 minutes O AW e il e 3
b. Did the customer feel like the queuing system JSy Jany ciuall B (s8N pUS) URINI oS 0l a3l ek 6 L
(numbering system) functioned properly? frasa
B e Queuing system (numbering system) D oo ey ¥ ciall G (LULY1) lamyl Wi o)l e 0
did not function at all DbY)
e Queuing system (numbering system) " i & & s -
- L’ ‘ 1! 1+ ‘ Lh.l .
n | functioned, but it worked with a few D & 08l Do (P51 ) v &F "l .“’! * 1
impediments e
e Queuing system (numbering system) « . e s e
U“-na 3 YUl Caall LByl LUaS oy
2 functioned and it worked quite easily E ¢ Jaay (V1 p159) L‘i ';n L"“ i ‘ 2
and efficiently ’ .
e Queuing system (numbering system) - . o % & . ead "
A g 3 Y L) Caall 21y AUl
3 functioned and it worked very easily D ¥ daay (Y pL) ",dﬁ.‘g—‘; li. ‘ 3
and efficiently o
e Not applicable (no numbering system) I:l (Bl A pll pliadaa gy V) Bubais Y @ -
c. Time taken for the “purpose of the customer’s visit &l ga ) o gl e g3l 305 Bk AuB" Jal (e 334 G-i__ﬁ\ )
to be fulfilled once reaching the counter: MR PEEN]
INT: SPECIFY TIME IN MINUTES: |0 s 0 Gea ) 22 ialy

12



+ +
H. Additional Comments on Visit 13kl Adladall 4804 Gla i) -
(If any): ' (S )

End of the Survey - Thank you very much....
S 12— t) Al

G. TOTAL Branch Score

(Total unweighted branch score, summing all sections):
= =T N e Ty oz T T g T TR : = 1
S TR i PN Parameter 1 i
C Branch Presentation and Customer Facilities
D Greeting and Soft Skills of Staff
E Staff Capability, Knowledge and Cross-Selling
F Timeless

£ Al bl £ gana £

RTYE LR OF W RCL IR PR (P o

AR W TR P
i) alalt PoanadiW BAIH p gapi |

Ol pall Sl gy a2 &

ALY ) Ailas g 438 jma g (il gall 508 g

13







