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PROJECT: Money
SHOPPER CODE DATA ENTRY EDITING B | SR, #
Name | Number Name | Number | Name Number
T l {
! l | ‘ 1 39 1')-1_
I ! | 1 L
18 5 all
a3 ! - i B B | e i =
L1l (astall] Sl glaall a0 ' G edall ey
sy 1 p A [ S0 | ok | ,6
| | | |
A. Details of Visit 3L Jaalds
f
Bank Dhofar X ik St
Bank Muscat E] Ll sy
National Bank of Oman E] el ik gt S Gl Sl g3 S 1
1. Bank Visited o '
HSBC-0IB O HSBC-0IB <
Bank Sohar D e sy
Other Bank: oA dly
2a. Branch Name D@%{ ?DHL (E)(OW(—L\' ‘Eq’a) g it 12
2b. Branch Area & i)l AR ea L
3. Branch City e ‘Fu ¢ ONEor a3
4, Branch Region FARAY |
Day | Month | Year e [ s M w5
5. Date of Visit
(0] o6 [ 20l5 | |
Hours | Minutes sl | Sleld)
6. Start Time of Visit “ 6 q iy ed, 6
H i il e Ll
7. Total Duration of ours Nonies =2 = Sl 7
Visit oo | \S R

T [ DE o s d
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i : Purpose of Visit

| ; . e Opening a Saving
LS 2 ol e pR L LR e B (o Curcent Account
| AR PR | Saving Scheme

’ ‘ : Housing Loan

F1i8 iy Applacatlon for a new Pmduct Car Loan_
. [ Service ' I
| INT: mcrunmvmmq{on E‘*_““""("‘?{‘“" :
Al SPECIFYDETAILSOF | credit Cards
i _3'nénucr/sem

| TR A

| Personal Loan
DoublewurSalary
o lOffer = :
| Youth & Student |
| Account

Opening a Savings
| or Current Account

ogoooonon

O [j oOoOOO0O0OR O 'I':l*’fl:l-
:
“

Saving Scheme

[ Housm,, Loan
2. General Enquiry relatingtoa [ _ -

' | N -v._.l.—i:_p,A-A_}.l__ﬂ AL J.._L_ 2

specific Product, Service '__C‘-” LO_?_T_V,i,i,,A Bl ikl _ g
and/or Facility Educational Loan il gia | ] G et i 9] [ g quuddall k) Caly
INT: SELECT AS RELEVANT AND/OR & — —— Al
SPECIFY DETAILS OF . Ut‘fﬂi Cards bl il |
PRODUCT/SERVICE Picczal LAER L3 e |
L —— . S e
Double your Salary "
eiET s ea |
Offer - ]
Youth & Studen' < ‘
e B
Account
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41 Was

« p |
R

,’_. ‘Jg

Parking instantly available for the

Customer
Mystery Shopper?
3 | 1. Yes E and 1 3
2, No O % 2 }
i. Specify: 3 _—
Find o bivg €as \O“,L
ii. Specify time taken to find parking: ] min. iid il ga Slas¥ o G aa
4.2 Entrance to Building ) I Jgi 4.2
a. Was the Entrance Clean? elihs Jasd oS Ja )
3 1 Yes ﬂ pad 1 3
0 2 No O 3 2 0
If ‘No’, specify “Why / Describe how” the S MGS Cia ) NI daa Sl e ST el S 1Y
entrance was unclean: ki e Jasdl
b. Was the Entrance Convenient? thtie Jasal o8 o
3 1. Yes % 1| 3
0 2. No I x2| o

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

J P SR

Laia Jaaal) ) 0 "I aaa ¢ MASY il pall RS 1Y)

REE ol TP R S
e e L Sl

% Bl

R

[

L

Was the elial g il e ;- Ja
3 1. Yes 4| i1 3
0 2. No O 2| o

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

S S oyl 13 2aa Sl e TS gl 1S 13
ikl el




44  BrandingMaterlal =~ . -

a1 6%

ARG 5. 07

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

?!
—r—T—

3 1. Yes a axi 1 3
0 2. No | x2| 0
If ‘No’, please specify “additional comments”, | M"Alal Cllaa sl aaa Slliad e ST Gl gall CAS 1Y
if any: Iy

b. Pamphlets, Leaflets and Brochures on display?

ta 5y Sl a5 b

3 1. Yes & and 1 3
0 2. No a 2| o
If ‘No’, please specify “additional comments”, O Al Slaa " i Sllad e MUST Gl gall 1S3
B if any: [y
[ Branding material up-to-date? Tl Ay jladll cladall 3 ge S O
3 1. Yes < 1| 3
0 2. No O X2 0
If ‘No’, please specify “additional comments”, O il Sllaadila" daa Al e SIS" Gl gl 1S 1)
if any: )

a. Were employees present at over 90% of the branch

ci‘.m piSa ﬂ‘.u&ﬂ* r %909- 260 aa) s oIS ga )

desks and counters? edaaill
3 1. Yes O 1| 3
0 2. No E M5 2 0

If ‘No’, please specify “additional comments”,

if any: Tha i)daML Cownarela % ~

aund 5 (uadomto ol dog lee
3 evnflonlr- wode g o n tThewa

ol gl Cllaadla” sua dllisd e "NE" (i gall S 131

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

Ty e el (g (ol gl pliaa [ S OIS A o

3 1. Yes

a1 3

0 2. No

OX

282 0

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

S "Uila) Glaa Sl 2aa Slad e MOS" ilyall S 1D

:\.‘_3.1_:_,

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

Cagianly S LS Gy (gl aBaa [ JS S 4 S

3 1. Yes

ani 1 3

0 2. No

KO

382 0

If ‘No’, please specify “the approximate

number of staff not wearing name badges:
el
e ca -

o il yall oy il soall am lad e "IS" ) gad) S 13

Laeilands S LS G gy Y

o
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4.6  ATMand COM machines

R £Vl y N1 Gl i 3 4] 4.6

a. Was the area surrounding the ATM and CDM

MJ*&JM‘E‘&?‘JV‘Y‘J'M‘BP'I L) S8 o4 Ja

machines clean and presentable? | ¢l
3 | 1 Yes Y 1| 3
T |
| o | 2 No | O | 2| 0
| If ‘No’, please specify “Why / Describe how the | ' O "CS Ciogl /13 as Sllad e TOST ol gall SIS
f area was unclean: i i rehalad e CASW)
| . s '
| |
!
b. Were the ATM and CDM machines functioning? i el Al £1aNYy V) il eal) 3 gl B A o
3 1. Yes XM m | 3
0 2. No O 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):

el 48 S ) A g saa Slliad e STIST gl S 3

333 g) Jaad ¥ (gl gla¥ly JY) Gl pall

(gami gl § Y

Sl peall Gl

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

TATM/CDM Giaia 3 32 it y) 3,30 O Ja L

3 |1 Yes & w1 3

0 2. No [l X2

3 3. Not applicable B 3ku¥ 3| ;5
If ‘No’, please specify “the time at which at A8 Jany ol (3 2 )" daa Hlliad e MIE" Gl pall 1S 13
which the cooling was not functioning s JO s

v-r,m uu?T

Was the branch air- condltlomng fuIIy functlonal '

PiS g 32 IS5y chamy sl il IS

a.
and sufficient?
3 1. Yes | s 1| 3
0 2. No | W2 0
If ‘No’, please specify “Additional comments / [l Slaadle” saa Slliad G MUS" i gall AS 13
Describe how it was insufficient: S S a Gy
b. Did the branch possess sufficient lighting? AL oLl £ il Ay A L
3 1. Yes X 1| 3
0 2. No O 2| 0
If ‘'No’, please specify “Additional comments / [Madlal Gllaa e s llad (e MOS" G gal) 1S 1
Describe how it was insufficient: R LS s oyl
5
+ +
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| c. Did the customer have sufficient waiting space / T slall el (e LS e [ USIDI AMS dalae el HS A S
! seating area? |

T
i 3 | 1. Yes E |1 a1 | 3
| o 2. No O 2| 0

|

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

Pt llaake” saa Slad e "AST Gl gal) S |

L

|

|

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

-

Al B A J313 48 g pal) S & pgeny gy O g0 Bl G4 S
flaal) (yStai y (OUSall) ol 3 ) calida ) a2 5

3

1. Yes

a1

3

0

. No

.

N2

0]

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

J....:_,'J rﬁ._ﬂl_a'l Cllaa " saa Sllad e s L -'_I‘_,.h-llr ‘_;15 'FJ'
S oS s
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Bt b :
5.1 Greeting of Custorner
| a. Was the Mystery Shopper “promptly greeted /
! acknowledged” on entering the branch?

[

_)n,lu.nd..np.:_,_,a_’ml dpedall o odadllfoua Gl A5 A j

] * No greeting / acknowledgement ‘

o | b GmilusiY e | 0
if 1 T » Greeted within 10 minutes of entering D T Jraall (333 e 310 DA a1 e | 1
2 s  Greeted within S minutes of entering | D Jaaall Jyda e G 5 B ca il @ | 2
3 * Immediately greeted on entering | D Jpaall Jpds jpdcus a3l @ | 3

b. Did the staff either / or: ouaY) saal cib ) A3 A o

el ol e J |

faad 83 an Jraaly a2

a. Ask for the customer’s name?

b. Greet the customer by name?

o  Yes, the customer was greeted by name /

)lwﬁfuhfwlﬁjt‘émla%ﬂ\rﬁﬁ-w .

? asked for his / her name (PR 3
0 *  No, the customer was not greeted by sl oo Sy g/ el S5 e Baalhcus 3 5 138 e 0
name / asked for his or her name Lgausl )

A E i) " g e s Sy AS™ i gl Sl A S

G Did the staff ask, “How can | help you today?” . I s - as "‘: UI 1"’: ]:
and Probe the purpose of the customer’s visit? ) -
3 1. Yes, the staff did this Sl ks all B8 2 (a1 3
0 2. No, staff did not do this Al (il gall ol ) NS 2 0

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

fgtlalial/adlalial o sl LAdll §guddl 4

‘,JBJLB1FJI &

1. Yes, he /she was redirected on the

Talialfadlalaa) | (3) ) | s o3 Sale ) 25 28] cand
2 basis of his / her needs Weabialfalalial I ()dimall 4 53 8ilel 5 20 el 1 S
2. (OR) The first staff member —_ o

« t || . ol _‘.n Y‘ .ta I - l |
3 encountered probed the nature of LR L": |J“’ . s () -2 3

" 3 g el fore by 30 3 Aaph

visit and assister him / her

0 3. No, he / she was not redirected on L Ralial/aalial L) 4o gl salel 35 r5 € 3 0

the basis of his / her needs

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

?MI ..m...... 4._.1,\5 uc- .L....i......l g.ﬂdﬂhﬁﬂlud‘ ‘ )

0 e No, the staff were not at all courteous SR o gl Bl (5l S e 0
* Yes, the staff were quite / reasonably " To4 T . -
Q b yall a3 3] cand
1 e~ b fAl gla ABLL Cals pall laT a3 A 1
2 e Yes, the staff were courteous Al by S aliaai e 2
3 e Yes, the staff were very courteous AL gl Gl gl S Al i e 3
b. Did the staff demonstrate “active listening” on Crandl i " ol plasal™ il gall 481 JA o

customer enquiry?

e No, the staff did not demonstrate

) plival Ll pall gy al (S
0 active listening i ) By o * v
e Yes, the staff listened quite / e A w e . .
J e al Al jhy cab gl ) 28] ¢ ani
! reasonably actively bl San [l g gt e @ A
2 e Yes, the staff listened actively Lol (i gal) sl 33l cand @ 2
3 e Yes, the staff listened very actively Alag¥) (e LA B gl sl G0 cani @ 3
+ +



Did the staff appear confident?

Pk S By i e il gl gl A o

e No, the staff did not appear confident

Adi e By Al e Gl gl gl Al S

e Yes, the staff appeared quite /
reasonably confident

;-'IJ-‘- h‘_m".}.@‘_,u‘&u;ﬁ‘ﬁ;w

| e Yes, the staff appeared confident

i o By 40 B iy g

e Yes, the staff appeared very confident

X 0O OO

Al e Ll Dy adl e Gl gl gl el

d. List the names of staff interacted X B . T
ilths cadra Slalad ) udd gad) pladd 801 O
| e M /Ms. Cat ™MmAa 1 A/l e
e  Mr./Ms, 2 Al oty sl .
e Mr./Ms. 3 FURAR A H]] .
e Mr./Ms. 4 Al lalil e
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6.1 Staff Capability

ol gall § 08 6.1

€80 JS0y (g ) Slalia) Aape (6 iy i pad) o8 Ja

a. Did the staff frequently probe the nature of the
customer's needs?
3 |1 Yes R pri 1 | 3
0o |2 No | O | % 2 0
If ‘No’, please specify your comments: | [ A plads B8 Bla 5 ST 1
\
b. Did the staff actively attempt to anticipate 0 ci ) lplyia) (hies Alad A slaneg il pal) 56 Ja s
customer needs?
3 1. Yes X axi 1 3
0 2. No O 38 2 0
If ‘No’, please specify your comments: Al liady 88 Bla S 13
c.  Were the staff able to cater to the needs of the af 50 lace il 193 (e Qg ) Slabal Al Cilh pal) plaind a4 S
customer without seeking the help of a colleague? ol I
3 1. Yes E a1 3
0 2. No O % 2 0
If ‘No’, please specify your comments: ROE rlaly ad Bla ) 1S )
INT: IF the Answer is YES , so the answer for Q
D should be Not Applicable
d. Were the staff able to answer all / most of the o i
questions posed? iyl A1) alea S O Al G gal) pllin) 4 &
3 1. Yes 4 a1 3
0 2. No O %2 0
3 3- Not Applicable S:au Y 3 3
If ‘No’, please specify your comments: Bl s 8 la ) (NS 1Y
e. If the staff were unaware of the answer to a A Al ALl o e o ) e 1008 il gl 08 a1 1)
particular query / queries, did they politely “ask e 3l aal [ e A0 5 e SN Jal e UM Cudes; dlis Gt
you to wait while they double-checked with the
system / a colleague”?
3 1. Yes D L 3
0 2. No O 3 2 0
3 Not Applicable x Gehis Y 3
If ‘No’, please specify your comments: ) plady 48 ela, ST 1
9
- -
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6.2 Product Knowledge and Cross Selling

T iy A W WS 62

\

' a. Overall, was the staff well-informed on Bank
Dhofar’s product and services?

el y Sladies Adlaie Adene Siaglae il gall 2l SIS JA ale J85 )

¢ 13l @1t
LA

0 | e Not at all informed

T

Sy e Slasaaglod o [0

¢ Well informed on at least a quarter / a |

=

el y Slaiiall o AN fapy o2 S e play

1 ! few of the products and services i 5 4 1
| discussed SR =
" ! e Well informed on at least half of the D ' a5 S lasall y SilaTiall cheal e Y e alay @ I 2
| products and services discussed - e | N
¢ Wellinformed on at least three- | S s Bl o AR ke b
3 quarters or more of the products and | [ ‘ Silaiiall e a8l gl gl A Y e ala: e 3

T services discussed

Wadlia o5 ) Ciaaill

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:

pll A s aS) S i g1 Alaie Aoy pa g b o
el y ladialy (Haiall 4 el 5 gaa” e Gl gall 4l ady +(<
Adhil) sda B

INT: LIST THE CODE FROM SECTION B.

] G 3o A GG 8 1y

0 \ * No knowledge at all [:] ALY e Y e 0
e« Wellinformed on at least a quarter / a "
Slaadll g Slasiall ¢ e y o JEY
‘ 1 few of the products and services D 2= O il e = J,j :'L ‘L'; ‘ 1
: discussed : &t
| *  Wellinformed on at least half of the | — 85 A Sesally Clatiall el oo BY) S alay o ,
products and services discussed . PR B
¢ Wellinformed on at least three B 5
Claiall e 381 g glal A28 S8y |
3 quarters or more of the products and | D4 il oo 51 9 B O "”:{ :}' "T\'" * 3
services discussed &t =
c. Did the staff attempt to “cross-sell” other products Cladd g Sladiad " ALLY) A" G bl A glaey b gal) B8 G4 D
and services? ‘ 2l
0 * No cross selling at all E ALY e Al adl Adaas sy bl @ 0
1 e (Cross-selling after a lot of prompting E] SIS e 880y Lol el Llay B 1
e C(Cross-selling after a little / some . e ;
2 s ¢ |y AlaY) sl il ol
g prompting D - #iDmihl day il il 2
[ : =
ii 3 s Immediate cross-selling attempt O soil) o Lyl aull A glag 0 e 3
|

d. Did the staff explain Why Bank Dhofar’s products
and services possess a “Comparative advantage”
relative to competing banks?

Ll ol JUDB AL Clasd y ladie 130 7y cilb gall o Ja &
LA & 5i) a4 Al

3 1. Yes

at 1 3

0 2. No

RO

L 0

If ‘No’, please specify your comments:

.ﬁxi =l ,;! sla 38" 1
00 N e 3 >) .

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

) Y

QMJL@&"&\SQL“,&A Alilac ?MJM..IE,;J,JJA

!§o~vf'a SC—\*\QW\C—- ‘.‘m‘:.a'l.luhﬂ.&‘é.nJ«.th:a

|

INT: LIST THE CODE FROM SECTION B.

S andll e e AU B 1Zal

T
1

Sy o Slagaay e ‘ 0

0 [ e Noinformation at all
( * Information provided on at least a

Azl il gleadl e SR fag ;3";'_,‘.“;;,.-_- .

|
|
I | quarter / a few of the products and | [:] i 1
p . .9._._!...4,‘._"_.1 ._...4..;..) ‘__'n_...-..‘_
services discussed ! .
. 3 : ¢ |Information provided on at least half | D Silaiially dlatall e gleddl ciead B o cliac] e 2
i ‘ of the products and services discussed Leiiiie O 2 Sileadldl
w * Information provided on at least three
‘ Cila gladll i AR Ll |
! 3 quarters or more of the products and E - o S - g o “’L g 3
| § " \.‘.—-.-3‘_.4 f\_ "_. Salaadll 3 ._-_-._.....a Aalaildl
services discussed
3 e Not Applicable BaisY e [ 3
f.  Information on relevant procedures, falaall Gl Aaial) LAy Cilaficid) g (Sle 1Yy Adlada Slagiaa

documentation and follow-up method?

INT: LIST THE CODE FROM SECTION B.

Savt o e e s
Sc\n

0 ¢ No information at all

ALY e Glagaay e 0

* Information provided on at least a

AGlaiall Cila gleall a Jufil [er‘jld..c elac| @

EDDD}\J

1 quarter / a few of the products and = 1
‘\Q_....d' Hocalaadl o clatiall
services discussed gt S ‘
2 e Information provided on at least half Sladially Ailaial) Sl glaall sl B o slac] 3
of the products and services discussed Lgidilia o3 Al Silaadlly
* |Information provided on at least three
il i gl | A5 iy 1
3 quarters or more of the products and sl gn 51 9 £, S "’" sihel 9 3

services discussed

Lgilalia A J,ul -_:L-J;I‘J Sladialls daletiall

3 * Not Applicable Gty e
g Did the staff attempt to acquire more customer Jal Ga Gl Adlada IS Cila glae A3 aal A glaay cilb gl 2 A F
information so as to follow-up at the end of the visit? T340 Al B Aaiay AL
3 1 Yes X a1 3
0 2. No O o 0

If ‘No’, please specify your comments:

Sl 5 #liady o ela ) AS" 13)

11
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7.1 Timeless =2y 7.1
a. Waiting time on entering the branch, before o O sall (i pal) g Jalalll Sy op Al Jpds 2o O ol |

dealing with the frontline staff:

il adlga o [ paleY) Bdld)

‘ T G il gl 232 Sl

| INT: SPECIFY TIME IN MINUTES: {
|
I 0 e QOver 15 minutes O 415 e S8 e 0
-
|1 e 5-10 minutes O 3110-5 e 1
F 2 e 3-S5 minutes D SA5-3 e 2
| 3 e Under 3 minutes E SBEW G e 3
" b. Did the customer feel like the queuing system ¢ i i g rec 5
‘s wiuall ! S G 5
functioned properly? il o B P G G At
5 . 3TIEU|HS system did not function at D BB e Jaag ¥ sl i ALY i e 0
e Queuing system functioned, but it ; . . .
‘ ) gnd) ¥ cauall Auyl aUas ol
. worked with a few impediments I:I . it i g ST AR b :
3 e Queuing system functioned and it 0 Jad JSoy g & gy Jaty aall 3 LY WS G e 2
worked quite easily and efficiently Laaa )
5 e Queuing system functioned and it 0 S8 g Al A sy Jary cial) i Yl i ) e 3
worked very easily and efficiently Jud
e Notapplicable E Gy e =
c. Time taken for the “purpose of the customer’s visit aiga ) dpeasl) 2o G954 5 i AE” Jal Ga 2404 CB g &
to be fulfilled once reaching the counter: B
INT: SPECIFY TIME IN MINUTES: Ll miN 1A Guaea ) 23 1Bl
12
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H. Additional Comments on Visit | 5L Adlaial) A8LGY) Sl i) g
(If any): | (22ny )

Mroat, Lo o Scagew to dum““’bm“w }’g.pﬂ-\'fLQ/)\ w/_J c‘L.../\..«JAD)JJ)

L - And-1hes Cuadommt . window A e
Qb:zvt’\ﬁ‘r lo Seclions whacdy (a J.H\WA—P __)L..__-’_D J;J'“

sty pruboy § clenks . \,AJ o de av suet s

V(’_,JJMMJ v—"’dl-ﬂ)

End of the Survey - Thank you very much....
S 1838 — a4l

T

ForOfficeUseOnly | ki cadgshgai

G. TOTAL Branch Score
(Total unweighted branch score, summing all sections):

Hok i s Tk b 4 e 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

_ ) g Al bl g sana P o
f(a‘uws\l.l JS e .i_}l.'.i ‘\;_\_)A.:\ e L3l i_,u..a)

ol il BT ¢ gana | sl 8 Al B ¢ 3ane ST 5 G G |l
eS8 Rkl il £ s |

i ol al) S Jlgra g o 30 &

i A ) ey 4y i gl 3,3 | z

bl ! £
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