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PROJECT: Money

SHOPPER CODE DATA ENTRY EDITING SR. #
Name Number Name Number Name Number
31213

1§ 9 ral) |
3 )
v ‘ G el JLas) Guonidll ey
gy ] By Y] JER] ! \ o
i
A. Details of Visit 30N Sl - |
Bank Dhofar M ik oy
Bank Muscat I:] Lie &y
. National Bank of Oman- [:I (Shaxll Jila gl S 53 add g )
1. Bank Visited
HSBC-OIB O HSBC-0IB b
Bank Sohar |:| o iy
Other Bank: oAl ey
2a. Branch Name K M g il sl 12
. sanchaes | Neodh Al 80lna A e 2
3. Branch Cit A\ Kk(l.dfa - besde “ITI;;; il 3
Y S W
4. Branch Region Al ED&_.\V\% Bhidl 4
Day | Month | Year adudl | edd [ el sV am 5
5. Date of Visit
| | 20\ & | |2
Hours [ Minutes G | cle Ll
6. Start Time of Visit soui lncdy 6
‘ o [2
i Bl e L)
| 7. Total Duration of Hours Minutes < = 5 sl s 7
| Visit [ 25 | —_— = :

’r“/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

3 o5 Sl A

Offer

Youth & Student

or Current Account D $ol Sl
Saving Scheme D BECUAEN
Housing Loan O Ot a8
Car Loan O 8 ks U
Educational Loan | el a
Credit Cards E Gl iy
Personal Loan O (ol pa i
Double your Salary L__.I s el
O

Account

55 Aadd (Opma ey lata ple il 2

] el Juali 3aa gf [ g auiliall j33 1ialy

EPRES)




3 1. Yes M | | o 1 3
2. No X 3 2
i. Specify: ‘ s |
ii. Specify time taken to find parking: __ min. L3y 5 i e MY 30U gl s P
| 4.2 Entrance to Building - T el : T s 42
a. Was the Entrance Clean? el Jaaal ols da
3 1. Yes E PELIN 3
0 2. No M| 38 2 0
If 'No’, specify “Why / Describe how” the O "aS Guo g /130" doa lliad e MIUS" G gall A 13
entrance was unclean: bt e Jaad
b. Was the Entrance Convenient? elilia Jaaal ol O Lo
3 1. Yes 1% 31| 3
0 2. No J w2 0
If ‘No’, please specify “Why” the entrance was Gaia Jaaddl €5 o8 MAL das ¢ UIIST Gl gall K1

inconvenient:

branch premises clean?
3 1. Yes

OxX

0 2. No

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

S "l Caa gl 3 daa Sllimd G IS il gall S 13
Adday g gl




G - , % @m - A
a. Posters / Branding material present on doors, walls 28 5ill g Gioaadl i g o Al cladle [ cliale 325 A L
and windows?
3 1. Yes H 1| 3
0 2. No X X2 0
If ‘No’, please specify “additional comments”, O Al ctlaada" das @lliad e MUS Gl padl SIS 1
if any: 2 (G
wek g AW doorc & Lo ndows
b. Pampbhlets, Leaflets and Brochures on display? el il g Sl i e a3 b L
3 1 Yes ® 1| 3
0 2. No O 2| o
If ‘No’, please specify “additional comments”, _ O Mailal clhadle” daa Sllisad e OIS Gl palt IS
if any: Sy
c. Branding material up-to-date? 8% Ay jlatl) cladall A ga JA &
3 1. Yes i< s 1| 3
0 2. No O 2| 0
If ‘No’, please specify “additional comments”, O "aailial cliada" aaa llad (e ST Gl galt SIS
if any: Sy

e
4

a. Were employees presnt at over 90% of the branch o adgay agilla £l gy £l LA ga Oa %90 Oe A 22l 5% OS QA J
desks and counters? : fdaaill
3 1. Yes i 1] 3
0 2. No X w2| o0
if ‘No’, please specify “additional comments”, O Rdlal A" daa Sl e S Ol gall IS 1
if any; (aa g

ol hert

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

i e alal (a0 yy Ol gl alima [ JS S JA

3 1. Yes K ai 1| 3
0 2. No ] 32| 0
‘ "4 Lua‘ .-us;\ " 5” . ~! . ‘n\ il . *
If ‘No’, please specify “additional comments”, OF bl Gl s . sl ,u,ts_‘f‘
A g

if any:

¢. Were all/almost the entire staff wearing name Cailanly U (1 gaay (il gal) alina [ JS OIS JA &

badges?

3 1. Yes n 1| 3
0 2. No Bd X2 0
If ‘No’, please specify “the approximate Codll (il gall oy 50 22alt e g (e "Dl gl GIS I
number of staff not wearing name badges: pabenls Gl LS gy ¥




4. } ( chiny

a. Was the area surrounding the ATM and CDM

, ).
O 9 L.l..'sha L.f“"'“ &\J:\YU gj\ﬂ ) _uall IBTEN]

h:\;..“ Lols.n O da .‘:

) t
Vearde the wac e

machines clean and presentable? £ sglaall
3 1. Yes E] axi 1 3
0 2. No g w2l o
If ‘No’, please specify “Why / Describe how the IS "G Caua g ALl a2a dlliad e MDISY Gl gall (IS 1
area was unclean: gt e S

b. Were the ATM and CDM machines functioning?

€ al 2N 1N s N1 dall 54l S R

3 1. Yes

1| 3

0 2. No

Ox

a8 2 0

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

3oeal 408 (< ) Al i aa i e ST el IS
Gl peall < Olea gl dan ) dexd Y g plaYly IV Gl juall
s gl 5 Y

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

SATM/CDM 4dkia & 1o ci€all o 2l G 4 &

h Ambiegice and Eacilitie
Was the branch air-conditioning fully functional
and sufficient?

3 |1 Yes & kL
0 2. No O X2 g
3 D Gy ¥ 3 3
g Jany N s;ﬂ\ il 3 Slizd e MRS il galdl IS 1)
which the cooling was not functioning B Sy sl

3 1. Yes E axs 1 3
0 2. No | w2 o
If ‘No’, please specify “Additional comments / [MAdlal Claa S 2o @lliad Cue DS Gl gl IS 1
Describe how it was insufficient: i L S R T U I

b. Did the branch possess sufficient lighting?

TLAS 3oLl £k wia b o

3 1. Yes

a1 3

0 2. No

O|X

282 0

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

) B s s e (IS" el S 1




+

+
Coustall 3o ha cpa cBlS dap [ SUBIDU L008 dalia Joaall (08 Ja

c. Did the customer have sufficient waiting space /
seating area?

3 1. Yes ™®] 1] 3
0 2. No R X2 0
i . 1Y A . .~U=-‘;\ 1t ﬁ” .« 2. ‘n\ n \ ‘ . \‘
if ‘No’, please specify “Additional comments / [l cllaa " 2 9‘.\5 < :i:js V_“S ’:
L] —ea
Describe how it was insufficient: & A g

d..Dl.d the fusto.mer find it easy to foll?w jthe s!gnage il oAl 313 e pun sl A Al sy o o s gl Ja
within the interiors of the branch, indicating different ¢ anlt Sl (u_‘“. !u,) i o ilida ) a5
counters/ work stations? j ‘

3 1. Yes g PRSI 3

0 2. No O y2| o
If Nol, please §pec1fY Add.It~IO|'léf| comments / bl i) ilandLe” s dllmd (e IS iyl IS 1
Describe how it was insufficient: 43S 05 2 i




I

‘5.1 Greetingbf CQStoMei' o

s

]

s sl 5.1

a. Was the Mystery Shopper "prorﬁptly greeted /
acknowledged” on entering the branch?

TRE AN S Ags o AN 33l e w3 O

e No greeting / acknowledgement

Gl cas 5Y e

e Greeted within 10 minutes of entering

Jiaall Jga0 e 3382 10 DA i jill @

e Greeted within 5 minutes of entering

W IN|=|O

e |mmediately greeted on entering

0

1

Joaad 0523 G 3152 5 Mm@ 2
Jall 053 pghcum 3

b. Did the staff either / or:

(o) saaly G gl a8 Ja L

a. Ask for the customer’s name?

$randl aul o Jla

b. Greet the customer by name?

el S5 e dranly a0

. Yes, the customer was greeted by name /

3
asked for his / her name & Ll 3
0 e No, the customer vyas not greeted by dal o Jln als [ aesd S5 e draally cam il 2 AV 3K e 0
name / asked for his or her name : Lgans) 4l
Q3 (8 el g "o gl) didelue Aiey (8" il i -
c. Did the staff ask, “How can | help you today?” e 3 sl die dua uh}:.n d\us nd; ;
and Probe the purpose of the customer’s visit? I
3 1. Yes, the staff did this M Ay Cals gall Al 28} (aai g 3
0 2. No, staff did not do this W Ay Gl gall 4 21 DS 2 0

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

lgtlabial/ailalial o sl AR Fudal) 4 gl salel 20 Ja L

1. Yes, he/she was redirected on the

3 basis of his / her needs

Leilaliial/atlalial I (5) hanl 4 55 5alet 35 581 cani 1 3

2. (OR) The first staff member

O sadl 4y 80 G2 ¥ Cals gall il (1) 2

the basis of his / her needs

: - g 2 ‘l 565 5
a. Were the staff courteous on the custo
his / her enquiry?

S

mer making

3 encountered probed the nature of & . 3
e lu foaeln g 3 )L W dauk
visit and assister him / her el foazliny 8 50 Ay '
0 3. No, he /she was not redirected on D Lelalial/aaliial Ll 4 sl Bale] 25 o0 S 3 0

customer enquiry?

0 * No, the staff were not at all courteous E] Y e 3l Ciligall (G Al S e 0
e Yes, the staff were quite / reasonably . e
1 ! 5 4] g0 4B als Y ]
courteous g B [Mpda By il gall G il a0 1
2 e Yes, the staff were courteous D G bl S Y caxi e 2
3 e Yes, the staff were very courteous D AL aad Gl gl S A cani @ 3
b. Did the staff demonstrate “active listening” on frandl jludia "' o) slial! il gall 4B Ja

e No, the staff did not demonstrate

0 Lot plial Lik gall gl >
active listening O G P $al) By 1 S e 0
*  Yes, the staff listened quite / e - .
1 ! Lalant Saua JA3 guka 46, jhay (A1 (el 28} cax'
reasonably actively D Had) B [lshe 430k, Cilh gal bl cpai o 1
2 *  Yes, the staff listened actively Colagt ciligall Aual 23l cand @ 2
3 ®  Yes, the staff listened very actively D LoVl e Sy (il gall gl 33 PO 3




c. Did the staff appear confident? Phuadi (o (g A3 o ibsall gl R @
0 * No, the staff did not appear confident D Al e (B A o Gl gall Hekn A 3K e 0
e Yes, the staff appeared quite / . s, as o st .
1 ! Lina JSIs Aduudl (pe (30l g Ad) alh gall jedh and
reasonably confident M ; Cn Gilg 4 o Syl ek pai o 1
2 e Yes, the staff appeared confident D Akl e (@9 Al o il gall jedi cani @ 2
3 o Yes, the staff appeared very confident | [] Auadi (e Ll (@9 31 lo Calagall sk cani @ 3
d.ith List the names of staff interacted e alalad Gl (il sl e S &
with:
o Mr/Ms. Mohamed 1 Ayl e
e Mr./Ms, 2 ULl e
e Mr./Ms. 3 Al e
e Mr./Ms. 4 alalai/dalll e
8




Q-ﬁh}d‘bJ-\! :

Did the staf‘f frequently probe the nature of the
customer's needs?

"vwwwj‘uuuA\mumeyuuh,‘nfuds 7

1. Yes K i1 3
2. No M| 3 2 0
If ‘No’, please specify your comments: U plads 8 Fla RIS 1Y)
b. Did the staff actively attempt to anticipate 2030301 Claktia) Gy Allad Al glaay Cilh gl a5 Ja
customer needs?
1. Yes || o1 3
2. No o 3 2 0

If ‘No’, please specify your comments:

REN P VR PR SA PR TN kY
Wy Thah sl )

c.  Were the staff able to cater to the needs of the da Baelua b G50 Oa Qe Clabiiag 4l B gal) plaiad Ja @
customer without seeking the help of a colleague? > PR

1. Yes 14} a1 3

2. No O L) 0

If ‘No’, please specify your comments:

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

Sl Al 28 play "S" 13
) glats a8 sla ) !

d.

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

fha gkl ALLY aliea [US oo Aoy Cilh gall plaiud Ja &

1. Yes E a1 3
2. No o 32 0
3- Not Applicable 3

If ‘No’, please specify your comments:

d.l‘_) CLA.AJL} f’ GL&J S \J\

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”?

o Aima Al Jopma Jigs o AoV e T8 il galt 05 a1 1Y) 2

el da [aal e A0 5 e 38U Jab e JUAEYI Culghs dlia Gl

1. Yes o axi 1 3
2. No O 3 2 0
ot Applicable x Gl ¥ 3

If ‘No’, please specify your comments:

ALl & P, ST ]
)




a. Overall, was the staff well-informed on Bank Gladd g ciladiag Alleia ASare Slaghia Cilgall g S BB ale JOd )
Dhofar’s product and services? oS iy
0 e Notatall informed D GARY! e Claglea 4 Gl @ 0
e Wellinformed on at least a quarter / a )
mlaaall g Chaiiall (e (18 e JBY
1 few of the products and services D = I=E e i e Ce &3\:&, j * 1
discussed ¢ &
2 e Wellinformed on at least half of the D 5 A clarall y tilatiall Ciuad oo J e aa e 2
products and services discussed Lgikilia
e  Wellinformed on at least three- - .
sl e JASH g gl AN g8
3 quarters or more of the products and 8 = oe A8 Eli c ds'SI :;; ?Lu ¢ 3
i X Leiilia o5 Al cileadl
services discussed
b. List the details of the “main purpose of your visit” Al (A g L) "3 LS sl Claghi" o Alala AadY pua g pB L
(as per SECTION B); rate the staff on the level of Maladill y Glaiially glaiall Adaall s giaa” o Gabh gall oy als Y
“product / service knowledge” in this area: :4ihial s3a A

& el Com a0 T o8 1l

INT: LIST THE£ODE FROM SECTION B.
pS 1& f&wx

0 ¢ No knowledge at al} D GOLYl e plaaY e 0
¢ Wellinformed on at least a quarter / a
“aadlly catiall ¢ g o S
1 few of the products and services D Slaatlly claiiall e Gl e 0o Js? "Jc (Au ¢ 1
discussed
2 e  Well informed on at least half of the | Al Al clasall y clatiall ciual oo SV e pley @ 2
products and services discussed Lgiialia
e Wellinformed on at least three .
slatid e JASH o gl i NG S8
3 quarters or more of the products and s Slatial 0o A8 5 g5 dﬁ& “Ac ?Lu * 3
o Lgidilia o3 Al Clarally
services discussed
c. Did the staff attempt to “cross-sell” other products @ladd g claiial " ALY gl o aldl A glae Cilh gal) o Ja @
and services? oAl
0 e No cross selling at all D MY (o Al sl Qlaay sy o] e 0
1 e Cross-selling after a lot of prompting D SiUuial) G A Al anll Adeay B8 1
e  (Cross-selling after a little / some - . . .
2 2 i) b gl anll dalax S8
prompting X = I Os QG Sy GAlaYl el Bles B e 2
3 ¢ Immediate cross-selling attempt D Joill e LY all A gas 8 3
d. Dui{the s.taff explain er:g Bank D:ofar’: prczducf's AL L) Uil oy e g i 3l gy il gl 8 Ja 4
an srerwces posse§sa omparative advantage Pl & gl a4 g
relative to competing banks? ,
3 1. Yes X a1 3
0 2. No O 32, 0
If ‘No’, please specify your comments: Sl plialy a8 e ST Y

10




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

Gladd g Gladia e AL Gl glaa” ithe Y A glaas Ciligall o8 Ja 7
fllial) @) <l aa il ol

G andil) (oo Sa )l IS 08l

INT: LIST!thE CQADE FgOMfigégg\B.
7

0 ¢ Noinformation at al! D Y e Slaglaay e 0
. Informatlonfprovufded on a(tjleast ad D bl e stedll o R [y Y e olle] o .
1 quarter/g ew of the products an Lilie & Ll Glasddy claZialy .
services discussed ’
2 e Information provided on at least half D Clatially Adletall Cila slaalt Chial Y o slhc! @ 2
of the products and services discussed Li8la o5 Al Slaaally
e Information prowdid:n at I;:ast thrze g o gl (e 61 o gl D5 Y e ol s
3 quar:ters or more o the products an L2 5 ) Eilaraly ol ially Zibeial
services discussed
3 e Not Applicable GhiY e 3
f.  Information on relevant procedures, falual) o) Aajial) A0 Clatiall g cils] Yl Ailade Claslaa £

documentation and follow-up method?

G a3 Sl i€y o8 saly

. INT: L—le THg Cope ﬁom SECTION B.

0 * Noinformation at all

ALY e claglaay o 0

¢ Information provided on at least a

Aletdll Claslaall o SR fay YT o slac) o

O OO

1 quar:ter / a few of the products and Leilie 5 U claasly cilatiall 1
services discussed
2 ¢ Information provided on at least half Cilatially Alaiall Cila gleall Chead B o slac) o 2
of the products and services discussed Lgidilie a3 Al claadlly
¢ Information provided on at least three ; - "
< “ila slaalt Cpa JASH g} el i 3G B e olae
3 quarters or more of the products and | X hoshll Ga 81 9 gl O e sl o 3

services discussed

1l 23 S leaddl § Cladially ddleid)
& 9

3 e Not Applicable Gy Y
8. Did the staff attempt to acquire more customer dal Cra (sl Alladia ST il glaa 48 el M{h..,a ib gall a8 Ja ¢
information so as to follow-up at the end of the visit? 8 LN Ll B Aagially HLAY
3 1. Yes X oL 3
0 2. No O 32, 0

if ‘No’, please specify your comments:

el plialy o8 pla ) ST 1Y)

11




+ + +

chg 7

g 7.1 Ti'me!eﬁs

a. Waiting time on entering the branch, before o (g sall (pdlh gall edﬂ-’-ﬂ‘ Jids g it Jsda Yo ) <y
dealing with the frontline staff: D Aasil) B ga o [ pala¥) Bl
INT: SPECIFY TIME IN MINUTES: 5 £ BB a5l 33 raly

e  Over 15 minutes 338515 e ST

GlE110-5 e

|
0 O
1 O
2 e 3-5minutes E 3E15-3 e
3 O

e 5-10 minutes

WIiNIW|O

e Under 3 minutes S AW e i e

b. Did the customer feel like the queuing system
functioned properly?
e Queuing system did not function at

Sranua JSda Jary cual) B JUETYY 2B 0 Gl dA

0 Al M Y L Jagy ¥ ciall iyl s ) e 0
e Queuing system functioned, but it .. . . s e ..
1 1 gall g Caall Uatsyl alsy o
worked with a few impediments D Gl o g o9 dony A e 1
e Queuing system functioned and it Jlad (<20 g & gy Jamy Call 3 HUTYH allas o) @
2 ) : . | 2
worked quite easily and efficiently Lo
3 e Queuing system functioned and it O] SS9 Aals A gy Jamy il 3 HUSTYT GUSS () e 3
worked very easily and efficiently Juad
e Not applicable D GhuY e -
c. Time taken for the “purpose of the customer’s visit &1sa S dpash e g3l 805 ciaa AuB" Jaf (e 34N gl @
to be fulfilled once reaching the counter: 2 Aaddll

INT: SPECIFY TIME IN MINUTES: \5 A Quua gl asa daly




+ + +
H. Additional Comments on Visit 1k il Adlaial} A8LSY) Cila hal) 3
(If any): (2o )

I- Provide Parking Lols

2y Intwase Vb %wfléf«mmw.

3-W~ alodd oeaw L"'(ozs

End of the Survey - Thank you very much....
S 1088 — ol s

G.  TOTAL Branch Score

Evaluation

(Total unweighted branch score, summing all sections):

Sc i

C Branch Presentation and Customer Facilities

D Greeting and Soft Skills of Staff

E Staff Capability, Knowledge and Cross-Selling -
F Timeless

13

Ol Aadial) edlpguadlly g il paks &
Ol gl ol lgea g a3 &

ALaY sl Al g A5k aa g il galf 5,08 c
< gl z







