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PROIJECT: Money
SHOPPER CODE DATA ENTRY EDITING SERIAL NO.
Name Number Name Number Name ey
5L |1 LU 11917
] L 1 1 1 |
HES
3 | o : . ;
{"i .J]] 2 8l ».::L:_,L.J'I Jsa Apiall e
a3 )1 Ay A3 )1 T T ]
A. Details of Visit 3050 Jaealds -
Bank Dhofar O . Jub Jly
Bank Muscat O i Siesa Sy
National Bank of Oman D aall ik gl S Gy b g3 Sl
HSBC-0IB K HSBC-OIB <L
1. Bank Visited
Bank Sohar O il
Oman Arab bank O il Slae Sy
Ahli Bank O e
Other Bank: Toal Sy
2a. Branch Name H‘SBC Ceebh branch g il w12
2b. Branch Area I\\O‘Awf _QCQ b gl Ay 2
3. Branch City Q&Z\o Rapad 3
4.  Branch Region Q €€b Gkl 4
Day | Month | Year Al | gl [ e Ll an 5
5. Date of Visit
2w ] g0 | 1
Hours | Minutes il | Sleld)
6. Start Time of Visit iy cd, 6
2 30
S Sle
7. Total Duration of Houes REIVED s e 7
Visit 00 l 2.9 | AT
1
‘s +




+
-+
+

' B. Purpose of Visit I €7
| Opening a Saving 3 o Slaaa 58
' or Current Account S Sl
|
[ Saving Scheme Jlaal alks
|
} Housing Loan Sl A
\
' 1. Application for a new Product | Car Loan 35k a8 (93 Lk { e clle 4
| / Service A T i tatd £ L kbt
| INT: SELECT AS RELEVANT AND/OR Educational Loan e e i | [T A g 2
| SPECIFY DETAILS OF Credit Cards il iy
} PRODUCT/SERVICE
L Personal Loan sl
\ Double your Salary Ay el
\ Offer
Youth & Student Sl 5 2 A
L Account

Opening a Savings
or Current Account

S P e =0
R

¥

Jda M 1L 3
=2l alas

Saving Scheme

I o < O

Housing Loan . S o A ‘ |
2. General Enquiry relating to a [ _‘ ; o3 s (uma plie Blata ple jlaiiil 2
s i Car Loan . 5 jlas L 8 U
specific Product, Service e e [ ) _ e
and/or Facility Educational Loan praind i i | o N a1 [ [y syudda ik _:—f“-:
INT: SELECT AS RELEVANT AND/OR . : ST dadild)
SPECIFY DETAILS OF | Credit Cards | s
PRODUCT/SERVICE Bursonsi Loan S e
Double your Salary oy il
| Offer ~ | -
Youth & Student ST o o
A g el
Account




+ + +

C.  Branch Presentation and Customer : Gl Aadial) SOl g £ il jglia &
Facilities o5 g S o ' : e P . ;
4.1 Was Customer Parking instantly available for the ¢ . oil = 2 ' ;
¢ i ) ) aa X
Mystery Shopper? A e B b i ge AW Gt 225 8 41
3 1. Yes X a1 3
2. No O %8 2
i. Specify: s |
| \
ii. Specify time taken to find parking: min. g il g ¥ o0 g e o
4.2 Entrance to Building el I Jedall 4.2
a. Was the Entrance Clean? Tkl Jaaal) SlS Ja )
3 |1 Yes ‘ X a1 { 3
0o |2 No O 3 2 0
| If ‘No’, specify “Why / Describe how” the S "AS Cia ) IS 2a Ll e ST ) gall IS 13
entrance was unclean: ey e Jaaddl
b. Was the Entrance Convenient? lalia Jaaadl oS b
3 1. Yes [ 1| 3
0 2. No O w2l o
If ‘No’, please specify “Why” the entrance was Lia Jaadll (5 8 MIALI 2aa ¢ "UE" ol gl S 1A
inconvenient:

4.3 Cleanliness of Premises Pl A5 4.3
Was the branch premises clean? SR E Al e S A
3 1. Yes B i1 3
0 2. No O w2| o
If No,plgase specify “Why / Describe how S " i g /I3 3m llinh See "SE" gl 48 1
the premises was unclean: EN i

Al e




. + -

4.4 Branding Material 45 A Clalall 4.4

a. Posters / Branding material present on doors, walls 2381 531 5 o1 aad) vl ) e it cldle [ Gliale 33 9 A L
and windows?

3 1. Yes K 1| 3
0 | 2 No O w2 o0
| If ‘No’, please specify “additional comments”, O Magilal Claatia" saa Slad G MUS" Ll galdl S 1S
| if any: “Cidey
b. Pampbhlets, Leaflets and Brochures on display? e il y sl i ge a3 A e
3 1. Yes E an 1 3
0 2. No O 2| 0
If ‘No’, please specify “additional comments”, O Magilal _.u.s'i.. 2o Hliad Cpe IS Gl galdl S 13
if any: e
C. Branding material up-to-date? fAiaa 4 el Cladlall dge JA O
3 1. Yes H® 1| 3
0 2. No O “2| o
If ‘No’, please specify “additional comments”, O Ml Slaadla s Hliad e MOST Gl gadl 1S 13
if any: ey
4.5 Presentation of Staff OuiB sl 4Bl 4.5
a. Were employees present at over 90% of the branch flgay agiilla o)y £ A B ga (e %90 (e S 220 g5 S Ja
desks and counters? Piaadll
3 1. Yes . a1 3
0 2. No | x2| o0
If ‘No’, please specify “additional comments”, O MRglial Claatia” aaa Slliai e ST O pall S 1S
if any: . Sy
bt ot o [0 were  quailable

b. Were all / almost all of the staff neatly and B it oripe coad atin AT gl B ] K A8 0N o

professionally dressed?
3 | 1 Yes X 1| 3
0 2. No O 2| o
.‘| ‘|I’ i . ‘ - u&:l-.“ \ I - i . ‘le‘l I ‘ - |"|
| If ‘No’, please specify “additional comments”, - - Ha Sl o =l _“:::
A ]

| if any:

c. Were all/almost the entire staff wearing name

ey S LS 0 gy (B gal) aBma [ JS S A S
badges?
3 1. Yes E and 3
0 2. No O %w2| o
If ‘No’, please specify “the approximate Gl il gall oy 1 2aall 2aa lliad e STl gadl S 1
number of staff not wearing name badges: sy D LS ey Y




+
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4.6 ATM and CDM machines

4l £1ay N Gl eall 3 342) 4.6

a. Was the area surrounding the ATM and CDM

O g gl 2R £ 10V 3 N il jeall 5 4] dajaad) S S A

machines clean and presentable? *
3 | 1. Yes [ mil| 3
0 2. No O 2| o0
| If ‘No’, please specify “Why / Describe how the O "S Ciay) MOl saa Sllad S "IST il gadl S 10
area was unclean: ki e Sl

b. Were the ATM and CDM machines functioning? fJand g2l platly N il eall 3 gl CilS A o
3 | 1. Yes | ami1| 3
0 2. No O 22| o0

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

[ 3oeal 4 0S5 A0 Al 2 " aaa Alad e ST il pald) S 13
S peall Gl gl 2a ) Jaad Y Gl g1y V) il el
i glayt o Y

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

TATM/CDM ddiais 8 35 Sl 5) 40 S JA LS

3 1. Yes E padl 3
0o |2 No O K21 9
3 3. Not applicable D Gy ¥ .3 3
If ‘No’, please specify “the time at which at A Jany o 32 " 2aa Slliad e ST pal) IS 1Y)
which the cooling was not functioning L S sl
4.7 Branch Ambience and Facilities gl y £ Al Jal plall gl 4.7

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

TSy 2 JS Jany A pgd) ciSall OIS Ja L

3 1. Yes

P

0 2. No

OX

%82

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

Pl Cllaa™" dia dliad e U il el S 1S
S S Al S sy

b. Did the branch possess sufficient lighting?

AL Splals £ il Aoy Ja 2

3 1. Yes [} pmi1| 3
0 2. No O w2/ o
If ‘No’, please specify “Additional comments / [l Claadia" daa Sl e MUST il gall SIS0
Describe how it was insufficient: S S Al i Cia




- + -

¢. Did the customer have sufficient waiting space / fouslall o lha (e ilS 33 [ SURIDU A0S dabuee Joaall S A &
seating area?
3 1. Yes E pns 1 3
0 2. No O w2 o0
, . - fraia) Sllaadle 2aa Slad e MET U galdl SIS 13
If ‘No’, please specify “Additional comments 4 =5 A
e Mot / S S o) S e

Describe how it was insufficient:

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

il £ AN Jas de g gal) S A gy &y O gl Pl Ja LS
fhandl SLal y (OlSall) ol i gl cilida D) Al 5

3 1. Yes | a1 3
0 2. No O y2| o

_-._‘Ji'-, @L—a} Sildaa Sa" 2aa Slad e M L g.,;'i}_;‘.‘ -LS |.1|

Describe how it was insufficient: S S5

|
i
!
1
!
If ‘No’, please specify “Additional comments /
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D.  Greeting and Soft Skills of Staff

o gall Sl Jlgay il &

5.1 Greeting of Customer

O i a3 5.4

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

AN ) Adgia e A Fgudal) e b adllfcaa 3l a3 )

‘ e No greeting / acknowledgement

S5 SN e

e Greeted within 10 minutes of entering

Laall Jga2 5e 382 10 Dl caa il @

e Greeted within 5 minutes of entering

iaall J3da 0 B3 5 08 s 5

Ww N | = | O

e Immediately greeted on entering

R OoOon

el Jsas il e

0
1
2
3

b. Did the staff either / or:

1o AY) gaaly B gl A3 A o

a. Askfor the customer’s name?

sl a2 i

b. Greet the customer by name?

¢ 4 1 .
A..-.....'I_)S_‘n:-,_é-larb_.xd,\_:

e Yes, the customer was greeted by name /

J\wl}jh]u—lﬁlca@\;#)ﬂ\?}ﬂ.ﬂj .

3 asked for his / her name E PO 3
e No, the customer was not greeted by o e Jhg Al /4 S5 e Jranlh s @ G dNE
0 . O ¢ : 0
name / asked for his or her name Lgadd o
A G e g "%a gl Do boce SISy CiS" (il pal) L -
c Did the staff ask, “How can | help you today?” o 3 e o o

and Probe the purpose of the customer’s visit?

¢ Jaaal) 5,45

3 | 1. Yes, the staff did this

3y Cila gl U5 3 cpai 1

3

0 2. No, staff did not do this

aoRr

A3y Cila gl 4y ol S 2

0

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

TPalialaalial o sl ALl gl 4 s0e) & 04 S

1. Yes, he / she was redirected on the

lalial/aialial ) (3) Jread) daua g5 30l ) 20 28 cans
3 basis of his / her needs E alialatial I ()l 40 5 ¢ o= a
2. (OR) The first staff member . . ; .
e aanll e | L B Y Oy | 0 I |
3 encountered probed the nature of O LSRN ‘“ﬂ m‘“l, i (!J) < 3
b : ; Loels foreluy s bl 4
visit and assister him / her
3. No, he /she was not redirected on
’ Leilalialfailalial ) aga gl salel a4l 38
0 the basis of his / her needs D i i A 2 0
5.2 Soft Skills of Staff b el A g (s pall S g 5.2
a. Were the staff courteous on the customer making Tpaall 26 Lova 4dS G 0 jluadin) 5 Bl il gal) CAS A
his / her enquiry?
0 e No, the staff were not at all courteous | [] S e adciBbgall Gl S e l 0
e Yes, the staff were quite / reasonably . 2w 4% y
4] als | 3 2l cand
1 vt 24 B J gk A Cila gl lad 1] ans @ 1
2 ' e Yes, the staff were courteous D by Sl i 2
3 e Yes, the staff were very courteous D ALyl el gl S 0l s 3

b. Did the staff demonstrate “active listening” on
customer enquiry?

flranll i " o) pliaal" Cib pall jgB) A o

e No, the staff did not demonstrate : ; :
? | plia) wdb gal) st

. active listening O I e 2 S =

e Yes, the staff listened quite / . ; % e . . _

) 4] il gall ) a2} cand
* reasonably actively E Wl o e iy 1B i 2l s’ o .
2 * Yes, the staff listened actively D Lulag) il jall gl 3l cani @ 2
3 * Yes, the staff listened very actively D o) e Sy il gal) sl il i e 3
7
+ +



Did the staff appear confident? Panidi (Bl adl o bl 4B Ja o

e No, the staff did not appear confident i 4 By 4T o cibgadl gl NS

e Yes, the staff appeared quite /

Joine (S duadl (e (B85 401 P O VS CO
reasonably confident o g Aol gl gl

* Yes, the staff appeared confident i 2 By ) o il gl el cans e

O0®0a

e Yes, the staff appeared very confident i (o Lalad (Bl g adl o Cila gl jela cani @

:;‘th. List the names of staff interacted g it i g tacd K 5
o Mr/Ms. Nodion A Palthi| 1 e
e Mr./ Ms. 2 Aty Lt .
o  Mr./Ms. 3 AUl lalll e
e Mr./ Ms. 4 Aalaly/ alill .




+

+

E. Staff Capability, Knowledge and Cross-Selling

ALY ) Al g Al &bl 5 a5 g

6.1 Staff Capability

Ol gall 58

6.1

a. Did the staff frequently probe the nature of the
customer's needs?

€25 Ul Ol Slaliia) Aaph (8 iYL il gall a8 Ja ]

3 9 Yes

a1

0 2. No

O

A& 2

If ‘No’, please specify your comments:

ol Ly o ala "US" 13

b. Did the staff actively attempt to anticipate
customer needs?

o3 Salia) Ry e A glaay Cilh gall o Ja o

3 1. Yes

o1

0 2. No

0K

38 2

If ‘No’, please specify your comments:

L gl a ela ST 1Y)

c. Were the staff able to cater to the needs of the

aal S0 la il (93 e Qg Slalta) 40D il gal) plaic) Ja S

customer without seeking the help of a colleague? RS>
3 1. Yes R | a1 3
0 2. No O 88 D 0

If ‘No’, please specify your comments:

INT: IF the Answer is YES , so the answer for Q
| D should be Not Applicable

A fomd o, IS

A TRl YU ALY sla D) (i) 138 B aad il gad) SIS 13

& A Nl Akadl)

d. Were the staff able to answer all / most of the
questions posed?

fda gl ALY aBaa [US e Y Cilh gal) plaiu) Ja &

3 1. Yes O a1 3
0 2. No [ 38 2 0
3 3- Not Applicable E Gy Y 3 3

If ‘No’, please specify your comments:

L gl ol 1

e. If the staff were unaware of the answer to a
particular query / queries, did they politely “ask
you to wait while they double-checked with the
system / a colleague”?

A e Ui [0 Vg o Y e )08 il pal) 0 a1 1) 1
e dal [l e 400 5 e a8l Jal e IV (oS i Lk

3 1. Yes O 1 3
0 2. No 0| % 2 0
3 Not Applicable E Gebiy ¥ 3

If ‘No’, please specify your comments:

A ks ol
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6.2 Product Knowledge and Cross Selling el gl g el Al B ad) 6.2
a. Overall, was the staff well-informed on Bank St g Sladiay Allaie Adate Sl glaa cili pal) g2 GS JA e JS5
Dhofar’s product and services? 4B A
0 e Not at all informed . O Gyl e Slaglaadsl jul @ 0
+« Well informed on at least a quarter / a | i
Ciladall y Sladial ) = JaY ]
1 few of the products and services D S O il e “FT ‘f’f.. "h "“J * 1
) dlie 0 S
discussed
2 * Wellinformed on at least half of the ] A A clasall y Slatiall cieal e Y e gy @ 3
products and services discussed e
* Wellinformed on at least three- ; - e
Slaiiall e 81 g gl &S B e Jay @
3 quafters gr more of the products and E (30 3 3 cikacily 3
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:

o B s a5) 78 8 g g Aahe LY s o o
"olasid) g Sladially dladal) Ad add) g giea” o G gall aplly a g 1(
sddhid) o2 A

INT: LIST THE CODE FROM SECTION B. ‘

S andl) o el S A8 12l

0 e No knowledge at all D SOkYl e sy e 0
e Wellinformed on at least a quarter / a ; 4
Glaadll y Sladid ¢ ) = Y e Al
1 few of the products and services D S Oe 0 Ie ‘FW “" amrr ° |
: il 5 A
discussed
4 e Well informed on at least half of the 0 A A clasall y cilatidl cieal oo SV e alay @ 5
products and services discussed [Pty
¢ Well informed on at least three ; i
Slaidl e 81 gl gL} DG JEY) e Jay e
3 quarters qr more of the products and E asRia o5 ) clasally 3
services discussed
c. Did the staff attempt to “cross-sell” other products Sladd y Sladial " ALSY) adl™ G aUAL A jlaay B pall B0 4 S
and services? Al
0 e Nocross selling at all D Ayl e ALyl apll Glay sl @ 0
1 e Cross-selling after a lot of prompting | O S a8l 3y Alayl i Adaas W5 @ 1
[ e Cross-selling after a little / some A LR Bl Al 3 ”
=) 4 2l Al ol 2
2 | prompting K ) Ga SR Gy anll Llany 5 @
3 * Immediate cross-selling attempt D JH e Gyl il Ugaa i e 3
d. Did the s.taff explain w:w Bank Dh.ofar’s produc:s T Lyl A oLy Gitadi p cilpile 13 ¢ty il gl o JA &
and services posse.ss a “Comparative advantage il &yl e & ke i)
relative to competing banks?
3 1. Yes 4 i 1 3
0 2. No O X 2. 0

If ‘No’, please specify your comments:

A s b sl " 1Y

10




-

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

Sladd § Sladie 06 "ALalS Sila glaa” ithe Y Al glaey il gall o Ja 2
falall S it aa ik iy

INT: LIST THE CODE FROM SECTION B.

el e G AU Bty

0 e Noinformation at all O SN e Chaghay @ 0
¢ Information provided on at least a e ‘
dalaidl Cila | | By
1 quarter / a few of the products and D "1:1_3 d’mq_if&: - ), "k ‘, i ‘ % 1
services discussed = ) [
2 e Information provided on at least half D Clatiadly Alaiall Gl gl ciead JY Je cllaz) e [ 2
of the products and services discussed Eliiia &5 A Slaaad) }
e Information provided on at least three - e .
il glaall AN | a5 JEY b |
3 quarters or more of the products and E ’l:i;‘ ):;h EL“ Y ji] "bn :]..:r.‘ ¢ 3
services discussed ’
3 e Not Applicable GubiY e 3

f.  Information on relevant procedures, fllual) D3 Aaglial) ALK 5 Slalieaal y o Sle) Yl Adlade Sla glaa 7
documentation and follow-up method?
INT: LIST THE CODE FROM SECTION B. S]] G Gl LG B8 raly
0 ¢ Noinformation at all D ALY Lo Claglaay o 0
e Information provided on at least a 5 X
alaid) QL.,M\JJ,E\[&J Ji‘j!q].; elac| @
1 quarter / la few of the products and D LRl 5 B Shasily ciialy 1
services discussed
2 e Information provided on at least half D Slaiially dalaia) Sl glaall cieal B e olac] e 2
of the products and services discussed e o5 A Slanally
\ ¢ Information prowde;d:n atolgast thrt;e E Sl cin 28 o &L.u‘ & g o alls] » ,
quarters qr more of the products an TR ST I YR
services discussed
3 * Not Applicable ey e
g Did the staff attempt to acquire more customer Jal e i Adlade 1 e glae 4l A glaey il gal) o8 A F

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

500 A A Aalially Hldl)

3 1. Yes & a1 3
0 2. No O xS 2, 0
If ‘No’, please specify your comments: ol mliady oF ela (S 1Y
11
+ +
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F.  Timeless e <
7.1 Timeless <yl 7.1

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

o O g pal) Ol pal) ma Jalall) Jd g g Al Jyda die LYY )y )
tAasdl) ablga o [ alad) i)l

INT: SPECIFY TIME IN MINUTES:

1B s i gl 23 rlaly

0 e Qver 15 minutes - D ‘ Wi 15 e 61 o 0
1 e 510 minutes O U 10-5 1
2 e 3-5minutes E 5.3 e 2
3 e Under 3 minutes O Sl W e Jil e 3
b. Did the customer feel like the queuing system i JSs Jary ciall (B (a0 ald) BN WS 0 ) Al A o
(numbering system) functioned properly? | fraa
|

e Queuing system (numbering system)

e Jay ¥ ciall b GEY)) Sy Gl e

Y did not function at all O kay) 0
e Queuing system (numbering system) £ A ¢ i
: 1,y alkad) ciall a4 damy) Jls ol
1 functioned, but it worked withafew | [] | & DR P * &?;J‘ e * 1
impediments ’
e Queuing system (numbering system) - & Kh AR G o g s .
A g 13,y alkad) ciall iyl alas )
2 functioned and it worked quite easily D ¢ ety (ALY pL) L.i :J‘ i_-:_]s ;‘j * 2
and efficiently ) ’
e Queuing system (numbering system) - 4 R TR e
A s LY aUa) ciall Lty alas ol
3 functioned and it worked very easily D ¥ oty (P15 ”j‘j ; ."J 4..1 * 3
and efficiently ’
e  Not applicable (no numbering system) | B (oAl A ady alalaa a V) Giaby Y @ -

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

Qe A e gl 2o gl 845 i Al Jal (e 2434 g G
£ daxdl

25

INT: SPECIFY TIME IN MINUTES:

R Gua B gl daa rlaly

7.2 Product /Services applied for and Turn Around gl ) A ple Jgpant) qgliball cilasd [aialt - e
Time
a. Product / Service / Request 1: st oV Al fAasil) fmiiall
INT: MENTION PRODUCT / SERVICE ABOVE AND Apllall ol jay S5 g il 5 S0 Zasdl) [l S5 rtaly
TIME TAKEN TO PROCESS REQUEST. 3
Nature of request: hadill dask
Time taken: (days / weeks) (&t 15Y1) s g
Additional Comments: tigila) a8
12
+* +




- - -
b. Product / Service / Request 1: tt o) Agllall JAasd) fpiiad) o
INT: MENTION PRODUCT / SERVICE ABOVE AND Apllall o ja ¥ 3851 gl ae (s 5 yS0D daaill il S il
TIME TAKEN TO PROCESS REQUEST. 2
Nature of request: rhadil) dagds
Time taken: (days / weeks) (&l 1331) SRR
Additional Comments: Al clal g
H. Additional Comments on Visit 25 3l Adlasal) LAY Cla Tl =l
(If any): ' (s )
End of the Survey - Thank you very much....
M 1,88 — Glaia) Algs
For Office Use Only haid Cgall Jala aladias

G. TOTAL Branch Score

(Total unweighted branch score, summing all sections): J

Section Nainauiter Ubdes ekiation Total Points Scored in this Total Points Allocated /
Area: Parameter

C Branch Presentation and Customer Facilities I

D Greeting and Soft Skills of Staff

E Staff Capability, Knowledge and Cross-Selling

F Timeless

TOTAL SCORE
. gl B f gara |
HpedY) IS pan of il daa jall e LG £ jaaa)

Jalal) flaaiall A £ gaza | zanadll A Algal) B £ jaza 5 L) aly 53) Jalall el

e Aadhal) Ckygadill g ) il <

i I O pall Sl gy a2 =
! AVl las g 4D ja g il gl 5 08 z
i gl C

LGl £ gana

13






