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PROJECT: Money
SHOPPER CODE DATA ENTRY | EDITING I SERIAL NO. :
Name Number Name Number I Name per—rry
Ll’b i 1105 |7 | X
:E gl
a il
”Jq il el (Kol Bl 55
A et [ AN ot A ol
[ |
A. Details of Visit 3L Jaalds -
Bank Dhofar Uk by
Bank Muscat s Sy

National Bank of Oman

el ik gl il

—OooooRO-

45 Sl g Y 4

HSBC-OIB HSBC-0OIB
1. Bank Visited

Bank Sohar o

Oman Arab bank ol Slee iy

Ahli Bank A Sy

Other Bank: oAl aly
2a. Branch Name Mu&ca‘l' gl s 12
2b. Branch Area s F ol alga o2

rpor e1qh il

ﬁn po i H ﬂ h
3. Branch City M SQJ‘O iaad 3
4. Branch Region M/m MU\SCUL+ WPH'} il 4

Day | Month | vYear Al [ gl [ sk as

5. Date of Visit

2% | Oy (holy | |

Hours | Minutes ) | el
6. Start Time of Visit ‘ 0 q_g ul iy cd, B
W) Sile Ll
7. Total Duration of = Mt i S s 7
Visit 00 1 9 | R
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 B. Purpose of Visit PR3 o 1Y g
' Opening a Saving 3 5l 3
i or Current Account § o buaa
i Saving Scheme Sl s
! Housing Loan OS2 B
l 1. Application for a new Product | Car Loan 3 ks A (3)399 dasi ] e il 1
! / Service ; PR G 1% STy (T l,m'-*'
| INT: SELECT AS RELEVANT AND/OR Educational Loan i | B G , 7
g SPECIFY DETAILS OF Credit Cards el ity
i PRODUCT/SERVICE
' Personal Loan gadli B
) Double your Salary At 5 Cielis
I

Youth & Student

Account

2.

INT: SELECT AS RELEVANT AND/OR

General Enquiry relating to a
specific Product, Service

and/or Facility

SPECIFY DETAILS OF
PRODUCT/SERVICE

Opening a Savings

| or Current Account

Saving Scheme

¥ PP phan rl

Account

O O D_u'uumq_u OO0OOooooon

Housing Loan Sl a8
Car Loan 3 )i i i
Educational Loan gaddal a5
Credit Cards Sl Sililay
Personal Loan il o
Double your Salary 431 el
| Offer
Youth & Student "
AR g sl Cla

s 3 Aan (Cpma plie Blaleple i) 2

“! 3

' f{&d\_}yﬁ&im‘,”’__u&!ﬁlgiug

4a2il) |
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€. Branch Presentation and Customer L Gl Al eyl g gl el o
Facilities : : o ; '

4.1 Was Customer Parking instantly available for the

€ o 5 il ALY Gyeial 325 b 4.1

Mystery Shopper?
3 1 Yes O i1 3
2. No 24} 3 2
i. Specify: s |
ii. Specify time taken to find parking: 2 min. aide il ga AadY 2 B ) da o
4.2 Entrance to Building ol JI Jgaal 4.2
a. Wasthe Entrance Clean? Cldas haa) S A )
3 1. Yes [ a1 3
0o |2 No O 38 2 0
If ‘No’, specify “Why / Describe how” the S S Ciea gl /1L 33a Slliad e NS Ll gl 1S 13
entrance was unclean: ki e Jaad)
b. Was the Entrance Convenient? Tlanedia Jaaal SAS JA
3 1. Yes X 1| 3
0 2. No O 2| o
If ‘No’, please specify “Why” the entrance was Gasia Jaaddl 85 o1 "I 32a ¢ "IS" gl RS 13
inconvenient:
4.3 Cleanliness of Premises Pl 43U5 4.3

Was the branch premises clean?

U Pl 08 A

3

1. Yes

a1

3

0

2. No

OR

a2

0

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

Gl " i g /13l am lliad s IS il gall S 1
Ak e gl
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4.4 Branding Material Al cladall 4.4

a. Posters / Branding material present on doors, walls €380 i) g o)) ol ) e A el Sladle [ Clieals 33 9 A

and windows?

3 1. Yes E a1 3
0 2. No O w2 0
If ‘No’, please specify “additional comments”, o) il Slaa " daa dllal e MUST il gall S 1Y
if any: Dagy

b. Pamphlets, Leaflets and Brochures on display? ) il y LSl o ge a5 A
3 1. Yes E L 3
0 2. No O w2| o
If ‘No’, please specify “additional comments”, O il Slaadl" saa dlliad e MU G gall S
if any: Waay
c Branding material up-to-date? Pakuaa 4y ladl cladlall 3 e JA S
3 1. Yes E a1 3
0 2. No O w2| o
If ‘No’, please specify “additional comments”, O Migilal Sllaa N sas Sllad e MUET Gl galdl S 1Y)
if any: Dy
4.5 Presentation of Staff i gl 4Ba 4.5
a. Were employees present at over 90% of the branch Bgay pgilsa 51y £ A B s 00 %80 Sa A8 3 S Ga
desks and counters? faaail)
3 1. Yes O 1| 3
0 2. No 24| 2| o0
If ‘No’, please specify “additional comments”, S Madlal Slaa " 2da Sllad e MUST Glgall SIS 1Y
if any: ) ey
|6 out F 20  Wwere avalloble
b. Were all / almost all of the staff neatly and

professionally dressed?

Tt a el (190 (il pall aliaa [ JS S

KA

3

1. Yes

pni 1 3

0

2. No

OR

%82 0

If ‘No’, please specify “additional comments”,
if any:

O Magilal Slhaia" 22 Sllad e MUST Gl gl S D)

-

:_L)_;J

c. Were all/almost the entire staff wearing name

? o=l Py a " |l - O
badges? Ay SIS iy (B gal) aliaa [ S S DA
3 1. Yes E a4 3
0 2. No D % 2 o

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

il (i gall o i1 s2all 22 lliad e ."-}S" gl S 1
s S g
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4.6 ATM and CDM machines

S g laly N Gl eall 3 gl 4.6

a. Was the area surrounding the ATM and CDM

Oy Bl G20 £1Y1 g ) il el 3 g Tl GRS (S )

machines clean and presentable? ¢ gl
3 1. Yes 4| ani 1 3
0 2. No O w€2| o
If ‘No’, please specify “Why / Describe how the SEMAS Gyl 13l 2aa dllad e MUST Sl galdl SIS 1Y
area was unclean: kil e S
b. Were the ATM and CDM machines functioning? faad gakil) £1aV1 g NI il jual) 3 gl S A o
3 1. Yes E ani 1 3
0 2. No O X2 0
If ‘No’, please specify “the time at which at el 4 OS5 D I s dllad (e MHSY Gl gall S 1)
which the ATM / CDM were not functioning Gl peall Glen gl 2aa ) Jaad Y il g la¥y V) il jeall
(and specify which machine, ATM or CDM): (gl glayh g AV
¢. Was there sufficient cooling in the ATM/CDM area? CATM/CDM 4ihis A s Cial) ) 380 5 Ja o
3 1. Yes [ 10 3
0o |2 No O X2
3 3. Not applicable [ &b Y 3 3
If ‘No’, please specify “the time at which at 4 Jany ol g2l 2 " daa Sl e IS" Gl gall IS 1
which the cooling was not functioning B JS& Gl
4.7 Branch Ambience and Facilities Sl y £ AN JA3 plall g2l 4.7
a. Was the branch air-conditioning fully functional TSy 5 JSds Jany ) gl Sl GAS A
and sufficient?
3 1. Yes X a1l 3
0 2. No D s D) 0
If ‘No’, please specify “Additional comments / MMagilial CillaaSl" ana Sllad e NS il galdl 1S 13
Describe how it was insufficient: S S A s eyl

b. Did the branch possess sufficient lighting?

A Seldaly p i s A o

3 1. Yes E a1 3
0 2. No O 2| o0
If ‘No’, please specify “Additional comments / [Madlacal Slaada" saa Slliad e ST Gl gall AS 1S
Describe how it was insufficient: S S A s il

|
!
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' ¢. Did the customer have sufficient waiting space / e slall e lia e S 2ae [ URGSU A8 Aalas Jpaall 58 Ja S
seating area?
3 1. Yes E a1 3
o 2. No O w2 o0
il Slaa ™" 3 b e ""NE" . q
! If ‘No’, please specify “Additional comments / s ‘_"".ls ; H“_“S’ﬂ J.S L:
‘ Describe how it was insufficient: S O o <

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

Al B AN J13 Ae g pal) SGENN A ppany 2y O} o3 plaIL) A S
fandl (Skal g (hSall) b gl ilida ) a3

3 1. Yes ani 1 3

ORr

0 2 No Y2 o

If ‘No’, please specify “Additional comments /

; . | f*.\.‘lL..nl 4t S ’” ad "ha s THEN \ | 131
Describe how it was insufficient: d FEESEmn s N s

RS S5 o) S
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D. Greeting and Soft Skills of Staff Ol gal) i gy o A S
5.1 Greeting of Customer Ol qua A 5.1
a. Was the Mystery Shopper “promptly greeted / TE AN ) Adgia jad AL Ggedall o b aillfua Al A3 A
acknowledged” on entering the branch?
0 | e No greeting / acknowledgement O B S 0
1 i e  Greeted within 10 minutes of entering O Jraall Joao e @210 e cia Al 1
2 | e Greeted within 5 minutes of entering | [] Jaanll Jpds e Bl 5 a1l 2
3 e Immediately greeted on entering E Jraadl Jsas jhua Il e 3
b. Did the staff either / or: 1Y) gdaly il gall B A o
' a. Ask for the customer’s name? sl it e Jl
b. Greet the customer by name? Paass) S5 aa Jpaally on
e  Yes, the customer was greeted by name / gt e Jl faat €0 ae Juaalls cun il G500 and e
3 ) O ¢ . 3
asked for his / her name !
e No, the customer was not greeted by dasd e Sy g f et S5 ae Jpaally cua il W5y 0l M e
name / asked for his or her name | PO
| B e peadiaa) g "0 gl Dac e ’I-l-'ug 45" (Al gall -
< Did the staff ask, “How can | help you today?” | o I e EhR "‘: JL“S I‘J: _;l:'
and Probe the purpose of the customer’s visit? ' ’
3 1. Yes, the staff did this | A1y s gl o153 a3 1 3
0 2. No, staff did not do this D Ay Cala gall 43 o} S 2 0
d. Was the Mystery Shopper redirected on the fgalial/dbalial o ol Al Gsudall 4agiiel S04 &
basis of his / her needs?
1. Yes, he /she was redirected on the 5
' alfalfalalioal I (3)Jeeal G sale ! 35 adl aad
A basis of his / her needs I:I WiaTEY RIS Gl g aiciE et ] 3
2. (OR) The first staff member i S ” -
e Jaaall I eall J g s gall it (o
3 encountered probed the nature of D Sk e ,"‘ .J’J ‘ur} s (.’) 2 3
e ; . bacle foxelay sl dapa
visit and assister him / her
3. No, he / she was not redirected on
; Llalial/failalial ) e gl salel 33 Al 38
. the basis of his / her needs E el o ngll 2o} L = 0

5.2 Soft Skills of Staff

el 48 5 Gl gall S lga 5.2

) 536 e 4308 (£ 0 _jlnakinal (sal Bl B gal) NS JA

a. Were the staff courteous on the customer making
his / her enquiry?
0 * No, the staff were not at all courteous D G e ad cdBaadl 0S5 A US e 0
* Yes, the staff were quite / reasonably ” T i G g
, A gaka Ay il gall a3 i ¢

1 courteous O W LA AR el Rl g, e 1

2 * Yes, the staff were courteous E Gl byl AS Al cani @ 7 4

3 s Yes, the staff were very courteous D AL yad Cab gl S 3l aad e 3
b. Did the staff demonstrate “active listening” on Tlmaall iy M ) plieal Gilhgall 4B Ja o

customer enquiry?

® No, the staff did not demonstrate

¢ \ MI hiE \ L}S
0 active listening O e Sl gy ol * 0
s Yes, the staff listened quite / : . % - . . .
Lo i ) [
A reasonably actively O bl gy Pl aghe bty Bl gnd nl g @ .
2 e Yes, the staff listened actively E Lolagl il gall gl 2l ani @ 2
3 * Yes, the staff listened very actively | D LAV e i il pall gl il cani e 3




Did the staff appear confident?

Chsdil G By ) o il 4B e o

No, the staff did not appear confident

Adi Cra @y adi e Calhgadl gl NS .

Yes, the staff appeared quite /
reasonably confident

e Sy Al o By A o il gl gl el @

Yes, the staff appeared confident

Ak e By Al o abgall el e e

Yes, the staff appeared very confident

OX OO0

i (o Ll By ) o il gl ani @

List the names of staff interacted

s Silalad ) (il gall plad 830 &

o Mr./Ms.Oman fempale /[Manc, 1 All/laul

s Mr./Ms. ’!( Y4 é/@@p 2 Al lalil e

e  Mr./Ms. 3 AUl lall e
4

Mr. / Ms.

alatall/ Laaldlt .
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E. Staff Capability, Knowledge and Cross-Selling i) gl dlae g 4l &) 5 ssay il gal) 5,87

6.1 Staff Capability Coa gall 5 a8 6.1

a. Did the staff frequently probe the nature of the €80 J8d (g 3l Slalta) daph (6 LYl il gal) o3 Ja
customer's needs?

3 |1 Yes X poi 1 3
O

0 2 No 38 2 0

If ‘No’, please specify your comments: el pliady o8 Sla ) MUS"1Y

b. Did the staff actively attempt to anticipate

customer neads’ T Slalta) iy Al A glaay il gal) o8 Ja

3 1. Yes PESI| 3

XK 0O

0 2. No 382 0

If ‘No’, please specify your comments:

didn'] @ errl,pf 7o aﬂﬁé’:f'ﬂw@
0“@749010/‘ reeds

A el o e ST

c. Were the staff able to cater to the needs of the aa) 330 baa b (553 G G gl Slalta) Al Gib gal) pllail Ja S
customer without seeking the help of a colleague? Tela 3l
3 1. Yes 4| a1 3
0 2. No O 38 2 0
If ‘No’, please specify your comments: Wl plady o ala ) NS 1Y
INT: IF the Answer is YES , so the answer for Q R e
D should be Not Applicable <Al Aeil)
d. Were the staff able to answer all / most of the ) o
questions posed? faa g haall ALY aliaa [JS 08 Y il gall plhic) Ja &
3 1. Yes O pni 1 3
0 2. No O 38 2 0
3 3- Not Applicable E Sy Y 3 3
If ‘No’, please specify your comments: il liagly o8 ala ) ("S" 13)

e. If the staff were unaware of the answer to a A Al Al [oma J3 o Y e |00 Gl gall 085 a0 13) 1
particular query / queries, did they politely “ask el aal fpUad) e G5 e U Jal e UM Cudgss dlia Gtk
you to wait while they double-checked with the
system / a colleague”?

3 1. Yes O pxi 1 3

0 2. No D e ) 0

3 Not Applicable E Gy Y 3
If ‘No’, please specify your comments: -2 rlads A ela 5 MUK 13
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6.2 Product Knowledge and Cross Selling Al gl 5 pially Adlaid) A aall 6.2
a. Overall, was the staff well-informed on Bank Clatd y Slaiiay dllaie dlere Slaglea cilh gal) 53l S JA e JS5 )
Dhofar's product and services? €Mk
0 e Not at all informed D Y e Claglaaag] Gl e 0
e Wellinformed on at least a quarter / a i
Silazall y Sladiall | e Jiyl
1 few of the products and services D T O il s = J‘i "'h :': ‘ 1
discussed -
2 e Wellinformed on at least half of the 0 A Al Slasall y il il e Y e any @ 3
products and services discussed hifie
e Wellinformed on at least three- ¢ ti2
Slaiill - ):51 _,i Ly aas sy SR ]
3 quat_‘ters qr more of the products and E ar E_..m_u &2 "k A: 3
services discussed
b. List the details of the “main purpose of your visit” ) g LaS) "5l e ) g Al Ao aay A o

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

Molasdd) y Slaiiadly glalid) A el ¢ g e ;,ih,m.,.,,i:._.,.i,,(.:.
:dh.'u.!!ohqi

INT: LIST THE CODE FROM SECTION B.

G el G a0 RS 12y

0 e No knowledge at all O Gy e sl e 0
e Wellinformed on at least a quarter / a e
Slaadll § Sladiall e Jufil ; | L
1 few of the products and services D - L =3 e ‘ﬁﬁh’k ‘“f ‘ 1
discussed &t
2 e Wellinformed on at least half of the E a5 A leadll y Cilaiial dieal e Y e aley e 2
products and services discussed [Pk b
e Wellinformed on at least three i 7 .
Slaniadl s 381 o gl ) A8 JiY)
3 quarters or more of the products and D . = S8y E_;’h ¢ f.z “']G 'I“Il * 3
services discussed & 4

c. Did the staff attempt to “cross-sell” other products Sladd g Cladial " AaY) )" o all A glay wilh gall 48 Ja &
and services? fu Al
0 e Nocrossselling at all D Syl e eyl audl Ll sl @ 0
1 e (Cross-selling after a lot of prompting E S e (e Sl 3y el aull ey 5 e 1
3 . 5:2:5‘::::13 after a little / some D i i) 0 B Sy sy el Bglans 6 5
3 e Immediate cross-selling attempt D soill Jo Loyl andl Aglas i e 3
d. Did the staff explain Why Bank Dhofar’s products

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

AL gl Uil Ly Silasd g i 1 ¢ sy il gl o 4 &
PAadiiall & i) pa 45 ke "Hppeadll

3 1. Yes O ami 1. 3
0 2. No X X2, 0
If ‘No’, please specify your comments: Tl s o Sla ST 1Y)
olidat] compare w;

con yfe%; forg

10




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

Cladd g Sladia 06 "ALIS Sl s’ dilee Y A glaay il gall 28 A 7
falaall ild SluiS) aa Ui A

INT: LIST THE CODE FROM SECTION B.

G gl 5 300 Sy B sl

0 * No information at all i D AUy e Glaghay o 0
e Information provided on at least a i - .
Gl cia j ) B Uac |
1 quarter / a few of the products and ! D - ,1?_;:_],}15 ’F"’::M “’l: °.'_“' ; 5 ¢ 1
services discussed ot i
2 e Information provided on at least half m Soladially dlaiall Cila glaall el BV o slac) e 2
of the products and services discussed Lalilia o5 Al Slaadlly
o Information provided on at least three ‘ | :
e glaall e 58 g gl ) ASNE JA Uae |
3 quarters or more of the products and | [X] ":_::’:‘”s;:h a_.:.;_h :57 "':,f]fl ‘ 3
services discussed = 5
3 e Not Applicable GV e 3
f.  Information on relevant procedures, Alual) Qi3 Anial) A0 y lalieaal) g (Sle) Yl Allada S i £
documentation and follow-up method?
INT: LIST THE CODE FROM SECTION B. Sl G e A A
0 e Noinformation at all O SMRY! e Clagiaay o 0
+ Information provided on at least a "
I’]']l | \ &.-qh 1 ;u \
1 quarter / a few of the products and D "1',:]:“"' "bm"j?_l‘:;. ""': i L ‘ 1
services discussed £ S
2 e Information provided on at least half D Silaially dlaiall Cilaglaall Chead JY) Jo ellae) @ 2
of the products and services discussed il 23 Al Silaaall
e Information provided on at least three {4 :
Sl gladl e 81 g gl ADE JIY e slac] e
3 quarters or more of the products and E - Sl ) AR s h L Zot e n 3
u.a.ﬂ.u il leaadl y Sladidl dglaall
services discussed s JE
3 e Not Applicable by e
g Did the staff attempt to acquire more customer Jal Oa (g Allada ST Sl e 4Bl & glaay il sal) o8 Ja 2

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

€3 31 kg A Aatially plal

3 1. Yes X a1 3
0 2. No O %2, 0
If ‘No’, please specify your comments: ) mlaly o ela ) (S 13
1
- +
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F.  Timeless : gl ¢
| 7.1 Timeless < gl) 71

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

o g gl ol gl pa Jaladll Jy (g R Jgda die JURLY) .|
+ daadl) ‘l_.ii_,.nuk- L,aL-‘il bil)

INT: SPECIFY TIME IN MINUTES:

R G S gl 2aa daly

0 e  Over 15 minutes E 58515 e K1 0
1 e  5-10 minutes O 343105 e | 1
2 e 3-5minutes D AlE:5-3 e 2
[ 3 e Under 3 minutes O Sl EM e il e L3
' b.  Did the customer feel like the queuing system Sy Jany ciaal) B (a1 aURS) UBEY) SRS 0L Gge )l A o
| (numbering system) functioned properly? e
0 e Queuing system (numbering system) D o Jag ¥l (pEY1) nyl Wi o) e | 0
did not function at all Y !
e Queuing system (numbering system) § g ke £ UEEE s ‘
: L Uai) Ciall Y alkas o)
1 functioned, but it worked with a few | E & OS19 Jary PV A1) ' }:;E’; u‘; ¢ 1
impediments ’
e Queuing system (numbering system) | P TR 2 SAGRGRG e
& s 15,y sUad) caall iy sl o)
2 functioned and it worked quite easily D ? Jany (s P15 L.:: :Jt .Fjﬂ(’d&; * 2
and efficiently - i
e Queuing system (numbering system) . - ik S AR aiEs
A pgns Y alai) Caall iy sl o)
3 functioned and it worked very easily D ? Jany (p31 4150 - jn !’: ,’J 4.:)1.‘ ¢ 3
and efficiently ’
| e Not applicable (no numbering system) D (Bl Spiy plioap V) GbyY -
¢. Time taken for the “purpose of the customer’s visit aise ) dyeas 2o Gpa3ll 845 cian A" Jal O 33341 Gl gl G
:u ‘. )

to be fulfilled once reaching the counter:

INT: SPECIFY TIME IN MINUTES:

|2

:w‘hrh&dj|.\.\; tealy

7.2 Product /Services applied for and Turn Around gl ) 1) gle Jgaadl i pliaall Clasd friial) 7.2
Time
a. Product / Service / Request 1: o) i) fAaadd fpaial
INT: MENTION PRODUCT / SERVICE ABOVE AND il o1 Y S5 o e s S0 i) ) S 1aly
TIME TAKEN TO PROCESS REQUEST. 'y
Nature of request: 4asil) dass
3 Time taken: (days / weeks) (&) [aL0) 134500 gl
Additional Comments: iLa) clal 8
12
+ +




- -
b. Product / Service / Request 1: it Aglhall flad)) fpiid)
INT: MENTION PRODUCT / SERVICE ABOVE AND Al o oY 35l o ae Gl 5 S0 Lusil foiid) S0 il
TIME TAKEN TO PROCESS REQUEST. 3
Nature of request: dasil) dagk
Time taken: (days / weeks) (& [a1) I cE g
Additional Comments: sdgla) ctal
H. Additional Comments on Visit 15k b Aladal) 48LaY) Gl i) .
(If any): (s )
End of the Survey - Thank you very much....
S 1S — Glaied) Aty
For Office Use Only Jadd Cugall Jala aladaiodu
G. TOTAL Branch Score
(Total unweighted branch score, summing all sections):
Snction Parsnsatior Under Bvsiuation Total Points Scored in this Total Points Allocated /
Area: Parameter
& Branch Presentation and Customer Facilities
D Greeting and Soft Skills of Staff
E Staff Capability, Knowledge and Cross-Selling
F Timeless
TOTAL SCORE
. i £ Al blii £ sana i+
) (P S pas g illdan ) e B g geas)
Jalal) [Laai ) BED £ saaa tpeall (A L)) WA £ gara o id) ady o) Jalad) ]
Gl Aadial) Sl y £ il apals <
OB gall Sl gy a2 <
ALY ) Llas g 438 aa y il gl 5 a8 z
< gl C
LAy & 3ada

13







