+ + +
PROJECT: Money
SHOPPER CODE DATA ENTRY EDITING SERIAL NO.
Name Number Name Number | Name TR
&2 1/0fa |3 |[X|
L ] L 1 1 |
1§ 3l
3 | % 5. 3
Pl o a5 ad! A Y]
A. Details of Visit 303 Jamalds -
Bank Dhofar KX Uk oy
Bank Muscat D L. oy
National Bank of Oman O laall il gl Sled) 5 g p ok 3D )
HSBC-OIB O HSBC-OIB <L
1. Bank Visited
Bank Sohar O o
Oman Arab bank O o) e iy
Ahli Bank O RNRE
Other Bank: oAl aly
2a. Branch Name Ne-.O Boucher g il a2
2b. Branch Area Bouchep NEH’" Aaaud Q’n ka\.{\f FC h i/ gl Ay 2
7
3. Branch City Mugcaf Lpadl 3
4. Branch Region bﬁugh@ r alidl 4
Day | Month |  Year Al | gl [ e LM w5
5. Date of Visit
29 | o4 | 2004 | |
Hours | Minutes aadal) | e L)
6. Start Time of Visit l?— Dg sul iy ey, 6
H i T [EXPI
7. Total Duration of ook i o A 2e 7
Visit 00 | | 2 5 R




+

B. Purpose of Visit

BN cash

|1

Application for a new Product
/ Service

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

Opening a Saving

EUISYT PN IVERy

or Current Account D
Saving Scheme Al Bl
Housing Loan O B
Car Loan 5l o 8
Educational Loan el i
Credit Cards Ol Salilag
Personal Loan il e i
g:;.::le your Salary A5y Gelia
::::: :’: Student MLy SN

(3)3s3 Zesd / e syl 4
] Eial) Jaeali 20a g [ g cudiall j3a) 1Zaly

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

§ 8 lasa b

Saving Scheme

| Account

O0000ROO 0 O0OoOoooono

Housing Loan U =
Car Loan _5-;—,‘- = f
' -Ec-i-uc-ational Loan _ _______,;-é-'i u—";j
Credit Cards | B _;'_A:;T ;j_a_
| Personal Loan g—adl o i
Double your Salary A3 s el
|offer | -
Youth & Student [ D Sy ) a

)/}1' RS T :';‘_n. _;n;.- ale J"_..._-.'-’_....L 2

'iT

1 il Sl saa gi [ g ueddal) i sl

Aalil)




+ + +
C Branm Presentatlon and Customer RSy u,.uni...i.n M;gﬁxh
Faclliﬁes T et et
4.1 Was Customer Parking instantly availahle for the ¢ il o '
4.1
Niystary Shappas? ashl) e Bl b ge AL Gpedall 2ag a
3 1. Yes O pni 1 3
2. No A 38 2
i. Specify: o |
ii. Specify time taken to find parking: 2 min. s il ga gy & M0 Clgd 2n o
4.2 Entrance to Building sl ) Jsaalt 4.2
a. Was the Entrance Clean? FUBS Jaaad) s Ja )
3 1. Yes E aad 1 3
o |2 No O % 2 0
If ‘No’, specify “Why / Describe how” the OIS S eyl 13" daa Sliai e MUS" O gall A 1)
entrance was unclean: ki e Jaad

b. Was the Entrance Convenient?

Tlndia Jaaall A8 JA

3 1. Yes | 1| 3
0 2. No | 2| o
If ‘No’, please specify “Why” the entrance was Lo Jaadl 5 Al IS 23a ¢ IS Gl galdl S 1Y

inconvenient:

4.3 Cleanliness of Premises (all 4353 4.3
Was the branch premises clean? PR £ Al e GlS A
3 1. Yes 3 m1| 3
0 2. No (| 2| o

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

S " Cia gl NI 22 Hliad ac "IS" ol gall IS 13
Al e )
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4.4 Branding Material

Al cladlall 4.4

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

301 ) g O ) ol a¥) A A s e [ Sliale 33 g5 A L

3 1. Yes m a1 3
0 2. No O w2l o
If ‘No’, please specify “additional comments”, O gl Glaa S daa Slliad e S gl 1S 1)
if any: ey

b. Pamphlets, Leaflets and Brochures on display?

?;I\_}Q:I:L“J J.JLI.J.ISJ_‘ | ’_}'Aﬁ |l:l g_h W~

3 1. Yes E 7 a1 3
0 2. No O w2 o
If ‘No’, please specify “additional comments”, S Mgl Glaa S aa Sllad e NSl gall 1S 1)
if any: (Caa g
€, Branding material up-to-date? falaa Ay ladl) ladlall 3 ga Ja 2
3 1. Yes | 1| 3
0 2. No O 32| 0
If ‘No’, please specify “additional comments”, O Migilal SllaaNa" daa Hlliad fe ST gl SIS 1Y
if any: ey
4.5 Presentation of Staff Cpdl gl 4Ba 4.5
a. Were employees present at over 90% of the branch Migay agedlla gl g £ oA B ga e %90 Oa A8 2315 OIS A i
desks and counters? edaadl)
3 1. Yes X | 3
0 2. No O 2| o
If ‘No’, please specify “additional comments”, O oMagila) llaa " saa Slliai e OIS O galdl 1S 130
if any: Iy

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

LAy e el (g Ol gall pima [ JS S A Lo

3 1. Yes X m1| 3
0 2. No D 38 2 0
. '|| ‘n' '! . | PR L" \ " . i . ‘n " | ‘ . |'l
If ‘No’, please specify “additional comments”, =R Ay TS e *’i =
Saay

if any:

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

Cagilandy S LS gty (B gal) aliaa [ JS S A S

3 1. Yes

a1 3

0 2. No

R 0O

B2 0

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

2 QUfQ'E L3 wearing (o

Cpall il gall g 1 Saall aa Slliad e (STl gl AS 1

el S LS G gaay Y

é/qofﬂcd'.
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4.6 ATM and CDM machines @Al g1y f,h'i il pall 5 3¢l 4'6,
a. Was the area surrounding the ATM and CDM G g ighal 2RI £ 1Y) g N il el 3 g Japaall SUSAD) S Ja )
machines clean and presentable? ¢ gl
3 1. Yes m ani 1 3
0 2. No O 2| 0
If ‘No’, please specify “Why / Describe how the S A Caayl /I 2aa dlliad e MOEY Gl gald) S 1Y
area was unclean: g - L]

b. Were the ATM and CDM machines functioning? Sl g2kl 1)y ) il jeall B gl CS A o
3 1. Yes O 1| 3
0 2. No X 2| o

If ‘No’, please specify “the time at which at

which the ATM / CDM were not functioning

(and specify which machine, ATM or CDM):
ATM ¢ pul of e vl R

enl 4 S0 Al 28 I aaa Allad e ST gl 81
il peall ¢ Glen gl aay) Jead Y il plaly VY Gl el
(il glayh g I

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

CATM/CDM ddiais 3 o ciiSall g) 300 S Ja &

3 1. Yes E a1 3
0o |2 No O E21 9
3 3. Not applicable D Gy ¥ .3 3
If ‘No’, please specify “the time at which at 4 Jamy al 3l 2 1" san Slliad e MUSY il gal) S 1)
which the cooling was not functioning 2 KL Gkl
4.7 Branch Ambience and Facilities gl y £ AN Ja13 plall 521 4.7

a. Was the branch air-conditioning fully functional
and sufficient?

TSy 2 S8y Jamy A s4d) Sl S A T

3 1. Yes

pri 1

0 2. No

O3

382

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

PG Slaa S saa Al e "S" gl S 13
RO LTI T W

b. Did the branch possess sufficient lighting?

FAAS Splaals £ AN Aaly A

3 1. Yes

a1

3

0 2. No

O

%82

0

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

[agilial Slaadia" saa Slliad G MOUST Olgall 1S )
TS S Al S Cha




+

+

c. Did the customer have sufficient waiting space /

seating area?

S omgiad) 25 Uhe e oS 236 [ JUBIOU S dals Jpaall S a4 LS

3 1. Yes E ani 1 3
0 2. No O w2| 0
If ‘No’, please specify “Additional comments / PR S J:.\s._,s;:l_):].sl "5 b:
Describe how it was insufficient: - - N &

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

g £ Al JA12 Ao g pal) SN A gy a0y O Qg M gt Ja S
fdaal) ()Slal y (GSall) ) g8 Cilida ) Ak 3

3 1 Yes B3 mi1| 3
0 2. No O y2| o
If No_, please Ispeufylv Addlt-lona_l comments / Ciayly fiila) cllaa’e sua Lk e "NE" 2l S 1Y
Describe how it was insufficient: S o5 ] g
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D.  Greeting and Soft Skills of Staff _ Ol gall Ol jlga g qua a3l &
5.1 Greeting of Customer i a3l 5.1
a. Wasthe Mystery Shopper “promptly greeted / fE Al A Alsha g Al dedall e diadllfcua Al 5 s )
acknowledged” on entering the branch?
0 * No greeting / acknowledgement I:I Gpifcua Y e 0
1 e Greeted within 10 minutes of entering D Jrandl Jgas e B 10 DA a8l @ 1
2 e Greeted within 5 minutes of entering D Grandl Jya2 e G2 5 i il o 2
3 * Immediately greeted on entering E Grandl J3a3 s cua @) @ 3
b. Did the staff either / or: 1oAY saaly cilbh gl 8 b o
a. Ask for the customer’s name? el adl e Jla
b. Greet the customer by name? faesl 83 ae Laalh cn y
e Yes, the customer was greeted by name / ol e Jl faa) 85 e Jrealhcua A Sl caai e
3 . "N . . 3
asked for his / her name PO
. No, the customer was not greeted by il e Jl g faad S5 ae baaly s il 5 20 8 @
0 _ (| S 0
name / asked for his or her name Lgad
A (i) g "% gal) SDAE e Ay CAS" (i gall -
c Did the staff ask, “How can | help you today?” s 3 e . "‘: JL'! 1;'}; ;:
and Probe the purpose of the customer’s visit? ) -’
3 1. Yes, the staff did this %4} Ly Calh gal) a6 2] ani ] 3
0 2. No, staff did not do this D Sl b gl a3y Wl 38 2 0
d. Was the Mystery Shopper redirected on the fabal/dbiial e el A Gpadall dagidale) S 0a S
basis of his / her needs?
1. Yes, he / she was redirected on the
: Taldalfadalial A (3)Jeanll 3 sale ) a5 20 ¢ aai
i basis of his / her needs E el 1 (Bt A & Wl 3
2. (OR) The first staff member o yaal) 4y LT g3 J g il gl suaiid (4)) 2
[ g ~—ha ke
3 encountered probed the nature of D - il B e (.’) ) 3
o " . u-“'—ﬂfa-‘ﬂ-‘..d_,:JL_i_‘d‘M._;g.g
visit and assister him / her
3. No, he / she was not redirected on
' Lilalialfadalial Al aale) Al B (S
e the basis of his / her needs D WGkl ) sl el 5 4 3 0
5.2 Soft Skills of Staff i all) A8 g B gall S g 5.2
a. Were the staff courteous on the customer making faand] 58 s AhiS (6 0 Ll gl (3 il pal) (NS A
his / her enquiry?
0 * No, the staff were not at all courteous D SY) e il cibgadl 5 4l S . 0
e Yes, the staff were quite / reasonably . - - i Comrid
4] guhe ABLL Cals gl a3 ] caad
£ courteous D P R il sl s !
2 e Yes, the staff were courteous Gl bl S Gl i e 2
3 * Yes, the staff were very courteous D AL ol Gl gall S G caad e 3
b. Did the staff demonstrate “active listening” on flaandl Ll " ool slaaal™ il pall g8 Ja o
customer enquiry?
* No, the staff did not demonstrate .
’ . ) plial cib gall NS
2 active listening O i s Sl gy ol . 0
* Yes, the staff listened quite / ; - v e ’ o
Lala) Al guda A3l il gal) | 3] ¢ pal
! reasonably actively O i) Sa gl A al® gt @ 1
2 e Yes, the staff listened actively E Lslag) i gall ol 3l cani @ 2
3 e Yes, the staff listened very actively D L e i Cillh gall ua) il cani e 3

~




Did the staff appear confident?

Fhcl G Byl e Bl 4B e o

e No, the staff did not appear confident

A o By Al o il gl gl NS

e Yes, the staff appeared quite /
reasonably confident

e JEy Al g B g A o il g pai

e Yes, the staff appeared confident

ki e BNy Al o il gl el ani e

e Yes, the staff appeared very confident

ORr 0O 0O

i (o Ll (Bl g Al Jo il gall jela ani @

d.’th List the names of staff interacted pgta lalal il ikl gall pland S &
W .

e Mr./Ms. Sohar 1 i/l e

e Mr./Ms. 2 Aot/ lall o

e Mr./Ms. 3 alalily Ll -

e Mr./Ms. 4 Al lail e
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E. Staff Capability, Knowledge and Cross-Selling

ALY ) e g 4 Al (s giaany ciilisall 58

6.1 Staff Capability

Ol gall 3 a8

6.1

¢S50 J8y el Slalia) Ak 8 aadinaYly il gall o3 Ja )

a. Did the staff frequently probe the nature of the
customer's needs?
3 1. Yes K i1 3
0 2. No O % 2 0
If ‘No’, please specify your comments: ol pliads o Sla ;NS 1Y)
b. Did the staff actively attempt to anticipate e . B I < Z
e & | Allad Al glaay il pall 23 Ja
customer needs? Gl clabial iy ibacapckyal pR.ON,
3 1. Yes E a1 3
0 2. No | % 2 0
If ‘No’, please specify your comments: ol Pl oF Bla ) ST 1Y)
c. Were the staff able to cater to the needs of the dai 330 ls il 593 e G ) Slalia) Al il gal) pllaiad Ja S
customer without seeking the help of a colleague? Yol
3 1. Yes [ a1 3
0 2. No O 32 0
If ‘No’, please specify your comments: Sl ol a8 ela ) "2S" 1Y)
INT: IF the Answer is YES , so the answer for Q AR TG ALY sl ()l 138l il gadl (S 13
D should be Not Applicable & Al Adadil)
d. Were the staff able to answer all / most of the .
questions posed? P4 5 Jaall ALY abaa [JS 06 AdaY) b gl pllai) Ja &
3 1. Yes D a1 3
0 2. No O 3 2 0
3 3- Not Applicable %] Sy Y 3 3
If ‘No’, please specify your comments: ol liay o ala  "S" 1Y)

e. If the staff were unaware of the answer to a I e AL [ JVge o L) o 100 Gl pall 0 o0 13 1
particular query / queries, did they politely “ask a3 3l da falllll e 400 5 e 2SN Jal e SUBIYIM Culgd ol Gl
you to wait while they double-checked with the
system / a colleague”?

3 1. Yes D ani 1 3
0 2. No O 38 2 0
3 Not Applicable E Galais Y 3
If ‘No’, please specify your comments: ey glails o8 ala ) "US" 13
|
9
+ +
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6.2 Product Knowledge and Cross Selling

) gy iy W BAd 62

Chadd § Cladiay ddiade Alens Slagles il pall gl SIS Jb ple JS5

a. Overall, was the staff well-informed on Bank
Dhofar’s product and services? ¢ Uk oy
0 e Notat all informed O BbY! e Slaglaa gl il e 0
¢ Wellinformed on at least a quarter / a
Lol y Sladiall e Julil e J l
1 few of the products and services D == - & "F,:_;i,ﬁ ﬁ ‘ 1
discussed ¢
2 » Wellinformed on at least half of the O A A laaall y Siaial chead e SV e ale; @ "
products and services discussed [Pt 58
o Wellinformed on at least three- i .4 p
Slatiadl e 581 ol gLl A 84 ]
3 quarters or more of the products and E ' e ,&f cd" Ji_‘j "k ’m = 3
4 % *.hj.l‘ X 4"3] u_.:LA.‘.&h,
services discussed
b. List the details of the “main purpose of your visit” ekl A 5 LaS) LN i ) i) Aeahe oY g il o

(as per SECTION B); rate the staff on the level of

"Sleadll g Sladialy dladad) A el 5 gieaa" o il gall sy oy (S
tAdlaiall o3a A

INT: LIST THE CODE FROM SECTION B.

“product / service knowledge” in this area:

S ) o el 4S5 o8 12l

0 e Noknowledge at all D LY e sy e 0
¢ Wellinformed on at least a quarter / a
Zlaxdll y Shadial ) e JY

1 few of the products and services D - 3 Shaiall o ol oo ‘F. "'.5?., _:J‘ A‘T ‘ 1

discussed B
2 ¢ Wellinformed on at least half of the | i A cilaall g Silaial cheal e S e ale; @ 2

products and services discussed e

e Wellinformed on at least three yo
Slatial e AT i ply i AE 8
3 quarters or more of the products and E il &."f r ﬁ "'J‘ 'Ju : 3
" L‘.h..sLu -~ Hl u'.ah.llj
services discussed
c. Did the staff attempt to “cross-sell” other products Slasd y Sladial ' ALaY) Al G AUl A glaay il gal) S8 A S
and services? T Al

0 e No cross selling at all X MY e i) ol dlany sy o) @ 0
1 e Cross-selling after a lot of prompting O S eyl o Sy Al adl Lleas W5 e 1
2 e Cross-selling after a little / some D i o) ro QA 3ay HaY! al) iglany o 2

prompting e aoll daas
3 e Immediate cross-selling attempt O ol o Yl wdl glany 6 o 3

d. Did the staff explain Why Bank Dhofar’s products

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

A" gl B oL Gilasky ladie 1 £y il sl o6 b
Adliall &yl e 4 e "Hppeadl)

3

1. Yes

a1 3

0

2. No

O

X2 0

If ‘No’, please specify your comments:

.ﬁ!‘_) CL...!}J ‘-i ;L"L) b Ly 1.}!

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

Clasd g Cladle (6 AL Sl gl e Y A jlaa cili gal) 20 A 7
filall Gl St aa Uik oL

INT: LIST THE CODE FROM SECTION B.

Sl A A B el

0 e No information at all D ALY e Slaglaay e 0
e Information provided on at least a . 3 W WL AR
aalatiall Zila . \ y Jay! \
1 quarter / a few of the products and D "h:_‘}:im"i@: J i "j ad_‘ * 1
services discussed A
2 e Information provided on at least half D Sladially dilaiall G glaall el S o sllac] 3
of the products and services discussed Lgiiilia 5 Al Slaaadly
* Information provided on at least three ; i “ ; ;
Slaglaall e 81 gl gl ) DG B e clac)
3 quarters or more of the products and | [X] y:__'if "_’.‘ E L ;ﬁ 1"-’:"1"‘;‘.1 * 3
services discussed il BN
3 e Not Applicable by e 3

f.  Information on relevant procedures, fAlaall D13 Aagial) A0k g Silalieaal) g (Sle) Yy Allaie Slaglas ¢
documentation and follow-up method?
INT: LIST THE CODE FROM SECTION B. S aall e Ga ) LSy (-l rcaly
0 * No information at all D T Ayl e Claglaay o 0
* Information provided on at least a " ;
Alaial Gl glad) 0 ) ol elac|
1 quarter / a few of the products and D "l“] f‘ J,fii .I&IJ ij. “"k ‘f * 1
: LiiBlia a5 4-\]' Slaadll y Sladiady
services discussed
2 * Information provided on at least half m Silagially dilaiall Cila gleall chead JI) o olac! @ 2
of the products and services discussed e o8 Al Silaaall
* Information provided on at least three sei St o2 .
Clagladdl e ish g plaj) A0 B e cllac) @
3 quar'ters or more of the products and E (il T ke il AL 3
services discussed
3 e Not Applicable Sy e
B. Did the staff attempt to acquire more customer Jal Oa G Allaia ST Cila glae A3 el A glaey il gl o8 A F

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

5 3 kg b il

3

1. Yes

a1

3

0]

2. No

OR

A= 2,

0]

If ‘No’, please specify your comments:

il plads A sl (S 1Y)

11
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F.  Timeless cdgl r
7.1 Timeless b gl 7.1

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

b O gal) (o pall e Jaladll iy o RN Jpda die UEIY) |
T Aasil) adlga e [ ala¥) bl

INT: SPECIFY TIME IN MINUTES:

TR Gaea S g 2aa rdaly

|
0 e Over 15 minutes O 438215 e 81 e 0
1 e  5-10 minutes O 3:10-5 e 1
2 e 3-5minutes D Gilia5-3 e 2
3 ¢ Under 3 minutes & SGLEN e 3

b. Did the customer feel like the queuing system

JSy Jary caall B (kY1 ) URINY ARG Ol O3 el A L

and efficiently

Jud Jeiyy

(numbering system) functioned properly? ‘e
0 e Queuing system (numbering system) D oF Jay ¥ Call B (LEY1) iy slai o) e 0
did not function at all Y

e Queuing system (numbering system) . o) Al Cagll 6 by s o
1 functioned, but it worked with a few D & Ofla dety (PN pL53) wJ éi‘il;‘ e ‘ 1
impediments '
e Queuing system (numbering system) R R T =S -
u“-n-ﬂ | ‘\.m ‘_...‘u'l yaiiy | '.‘.u ¥y
2 functioned and it worked quite easily D g i R 81 by L.-ﬁ :‘J‘ JE-.; i .‘; * 2
and efficiently ) '
e Queuing system (numbering system) - P -
4l —— \ 1 AURS) waall eyl WSS
3 functioned and it worked very easily D i LR ) e 3

e Not applicable (no numbering system)

(BN ol i aa V) iy Y @ -

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

Qiga ) Jgeasl 2o o030 505 chia Ll Jal (e 33 B S
:n " e

INT: SPECIFY TIME IN MINUTES:

|2

R G S gl daa rdaly

7.2 Product /Services applied for and Turn Around il ) ] e Jpeaall iglaal) Glasd fpiiad 7.2
Time
a. Product / Service / Request 1: oY Adlal flaad) feziat
INT: MENTION PRODUCT / SERVICE ABOVE AND Al ol ja Y SaTa gl e likas 55,8000 dasil frial) S cialy
TIME TAKEN TO PROCESS REQUEST.
Nature of request: sdasdl) dank
Time taken: (days / weeks) (st Y1) 1385 < gl
Additional Comments: i) cila) 8
12
+ +
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b. Product / Service / Request 1: 1Y) Al Al faiidl o
INT: MENTION PRODUCT / SERVICE ABOVE AND Apliall o)y il o8 g as s S0l dasald) fpiid) S5 il
TIME TAKEN TO PROCESS REQUEST. ¢
. Nature of request: i) dah
Time taken: (days / weeks) (&) [a41) 13804 o gl
Additional Comments: i ila) clal 3
H. Additional Comments on Visit 15k L Adlaiall ALY Cila i) .
(If any): ' | (e ) |
End of the Survey - Thank you very much....
S 184 — Clatiad) Ay
For Office Use Only haid Cogal) JA1a aladiud
G. TOTAL Branch Score
(Total unweighted branch score, summing all sections):
Saction Puraiiater tiedes Bealiaiton Total Points Scored in this Total Points Allocated /
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
. £ Al bl £ sana K .
Jalal) flaail BAD § gane tandll A L) B £ gaza | 8 JL5A) o0y 53 Jalal) el
Gl Aadiall gl g £ Al apals <
O pall S ey i 2 <
AaY) ) Al g 43h aa g il gall 5 jab c
u‘.\iﬁl C
Sl £ gana
13
+ -







