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PROJECT: Money
SHOPPER CODE DATA ENTRY EDITING SR. #
Name Number Name Number Name Number
19 [Reoy 39233
:@,..’:..d\
P20 Sl e slaall Jlaal 3l 3
(el g 3 Bb)
&5 Y &5 .Y = =
A. Details of Visit 3L Jaalds
Bank Dhofar E ok oy
Bank Muscat D Joiuue ol
N National Bank of Oman D Hhandh gila gl el 5 e o3 i) 1
1. Bank Visited
HSBC-0IB O HSBC-OIB <
Bank Sohar R o iy
Other Bank: (oA ey
2a. Branch Name M 6 \ > gl and 12
2b. Branch Area )QV\ w gl adse 02
3. Branch City R U ‘v‘) \ inaall 3
4. Branch Region M\A SCGVt - Omar\ izhidl 4
Day | Month | Year Adudl | gl [ e )bl s 5
5. Date of Visit 4h
10™ | vy 205 | |
Hours Minutes G | JEXPII
6. Start Time of Visit 3500 fay e
\ 20O Sy cd; 6
i Bal 2l Lt
7. Total Duration of Hours Minutes < - ’ s L
Visit O | '& O | LY s 7
- D

Db Bk (Moin Bonch]

MDD




2. General Enquiry relating to a
specific Product, Service
and/or Facility

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

-
Y

Opening a Savings

S ot 5T Gl e

Offer

Youth & Student

or Current Account & ot Gl
Saving Scheme D BERIASSY
Housing Loan M| OBl a8
Car Loan O B
Educational Loan O guilad U B
Credit Cards O Ol Uy
Personal Loan | (add a8
Double your Salary D o), Giela
O

Account

‘,/Jlxahcu:\uéwé@?\c Sladial 2

] il Jpald aa gl [ 5 auliall 54 saly

FOREY]




ble for the
2. No R 38 2
i. Specify: _NJO Pa\f "N s
ii. Specify time taken to find parking: _{Q min. 33 il ga Slagl a5 gl 2 o
1ce to Building ° i A Jdali 4.2

Was the Entrance Clean?

Was the branch premises clean?

S5 Jaaadl s )
3 1. Yes g PR
0o |2 No i 3 2
If ‘No’, specify “Why / Describe how” the IS S Ciua b A" daa lliad o DS gl K1Y
entrance was unclean: el e Jaal
b. Was the Entrance Convenient? elaulia Jasalt S 0a w
3 1. Yes E PEL
0 2. No O 382
If ‘No’, please specify “Why” the entrance was (Gie Jaadh S5 a1 ML saa ¢ MDIS™ Gl sl I3
inconvenient:

R
4
g Al (e

3

1. Yes

pai 1

0

2. No

OX

X2

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

CalS "G Cia g AT aam Al e "I gl oS 13
Al e gl




L ek

238 51 g Gl paadt el ¥t e Ay el cladle [ cliala 32 L

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

3 1. Yes n ~1| 3
0 2. No X X2 0
If ‘No’, please specify “additional comments”, O MRdlzal UBADL" 2o Slliad e MK gl S 1A
if, : LAY
_ yvxb (q mall g—k« 4 J ex ’
b. Pamphlets, Leaflets and Brochures on display? Sl il g QLil e ST A 0
3 1. Yes m a1 3
0 2. No O X2 0
If ‘No’, please specify “additional comments”, O il claada saa dlliad e ST Gl galt IS 1N
if any: Wha g
c. Branding material up-to-date? 4% 4 ladl cladall Mg Jo &
3 1. Yes W 1| 3
0 2. No ] 2| 0
If ‘No’, please specify “additional comments”, O Al A" daa Sllind e MUK O gall IS 1A
if any: QA g

Al gas aglSa £l yg £l il se (e %690 (e LS 23155 OIS Ja

e, N
a. Were employees

preent at oer 0% ofte bch

desks and counters? 24241
3 1. Yes E ea-v 1 3
0 2. No O w20 o
If 'No’, please specify “additional comments”, O Mdlal D" aaa b e MOISY Gl sl IS 1
if any: Sy

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

Tiriag iy Oulsd (gl (il gl pliaa [ JS G b L0

3 1. Yes ™ 1| 3
0 2. No O] 2| o0
. .‘ ‘n’ .L..'a\ - PSR “ . s . nwyn - “
if ‘No’, please specify “additional comments”, O R a3l 20a O A gl u_ls_:\
]

if any:

c. Were all/almost the entire staff wearing name

aglanly <l Ll (s graday (il gall alima [ JS S &

badges?

3 1. Yes O 1| 3
0 2. No ™ 2| 0
If ‘No’, please specify “the approximate Cpall il gall oy 3l daall 20a Alad G IS Gl galt IS 1A
number of siaff not wearing name badges: :eeihut-.\ Qi LS g Y

Only ?e&'ia (1

d
Stabf dhey wole Pl e Nowne Tog bk Ne/e
\L Peisens %ﬁ Leve wot ?u\*hj Hhe nome m;




.an nes
a. Was the area surrounding the ATM and CDM

any G g1l £ 15315 ) il el 53] Baall Sl S G ]

machines clean and presentable?  sgBall
3 1. Yes X 1] 3
0 2. No O 2| 0
If ‘No’, please specify “Why / Describe how the OIS S Caua gl /I 23a lliad o ST Gl gl IS 1|
area was unclean:

rcmdad e Gl

b. Were the ATM and CDM machines functioning?

s il £ 1aVl g MY il el 3¢l il Ja

3 1. Yes

a1

3

0 2. No

OX

s 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):

334 4 oS3 ol A " saa lliad (e ST G gall IS 1A
Gl peall ¢ Olea gl sang) Jaad Y gamil gl IV iyl
s playt ¢ AW

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

TATM/CDM dhis b 32 ciSall o 08 S Ja &

3 1. Yes n 1 3

0o |2 No X X2

3 |3, Notapplicable 1 GhsY 3| 3
If ‘No’, please specify “the time at which at A8 Jamy ol (g2 2B " daa llmd e IS Gl gl IS
which the cooling was not functioning U JS sl

Tweve weve No N[C

and sufficient?

3 1. Yes

0 2. No

014

82

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

[l A sam Sllad (e DS il gall S 13

b. Did the branch possess sufficient lighting?

P48 3Ly £ il ataiy JA Lo

3 1. Yes

PR

3

0 2. No

0|

As 2

0

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

[Mailial s das @lizad e ST Ol gall S 13




+

+

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

Souslall aolBa Cra LilS 236 [ UBIDU LA Aabiss Joarll (S 2 &

3 1l. Yes

o 1

0 2. No

0| X

s .2

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

[Tl Slaa S daa g e OET lpal S 13

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

gﬁijgﬂ\dsaahyﬂmmmw@;oi Ol glbiad Ja &
Sandl (Slal g (QulSiall) cuf i gl Cdlidea ) 35 5

3 1. Yes R’ prd 1 3
0 2. No O y2| o0
If ‘No’, please specify “Additional comments /

Describe how it was insufficient:

Chagl g fAgibial cillaaMa"” aaa @lliad e MK Ol gall S 13
S oS Bl cas




5. 1W Greetmg of Customer

+

i

Ol a1 5.1

T Sl sk S5 Al Geial e sl D 5 08

and Probe the purpose of the customer’s visit?

a. Was the Mystery Shopper * promptly greeted /
acknowledged” on entering the branch?
0 e No greeting / acknowledgement M Goaifcua Y e 0
1 e  Greeted within 10 minutes of entering D Jaaall Js30 0 3BE 10 JME n 5Tl 1
2 e  Greeted within 5 minutes of entering D Jraadt Jga e GBI 5 DA cun il 0 2
3 e Immediately greeted on entering D Jranll J4a0 Hcua il @ 3
b. Did the staff either / or: 1Y) gaaly diligall BB A o
a. Ask for the customer’s name? Saanl) and e Je
b. Greet the customer by name? faanl €3 ae Jaaallh cn )y
3 *  Yes, the customer was greeted by name / I:I S aad e Jho faanl 583 ae drenlly qum 51 35 08 cand 3
asked for his / her name’ Lgaus!
0 ¢ No, the customer was not greeted by E aanl el aly / danl S5 pa dranlly s il a3y ol S 0
name / asked for his or her name Lgant 4l
da ) 9 "9 sl Maslisa AiCay L™ (i galt -
c. Did the staff ask, “How can | help you today?” b 08yl 9 "psd e s sl Jos G 5

 Jpaadl 345

3

1. Yes, the staff did this

Ay Cals pall S18 35 cpns ]

3

0

2. No, staff did not do this

X

Aty Gl pall o o1 IS 2

0

d.
basis of his / her needs?

Was the Mystery Shopper redirected on the

flgtalial/dilalia) o oly A Gaudall 45050t a3 A &

1. Yes, he/she was redirected on the

Ralial/adflabial | W (3} saall daa o3 sale) 23 28 cans
3 basis of his / her needs & lelalial/atlalial G (5) wyetele o1 3
2. (OR) The first staff member ot s .
Oe el 4y G G0 JpY) b pall pusitial (1) 2
3 eeeounteree probed the nature of D Baaelus fosebuny 5,0 3 Gl 3
visit and assister him / her
0 3. No, he / she was not redirected on D Lealin /4l 1 4 sl soled 3 ol S 3 0

the basis of his / her needs

Were the staff courteous on the customer making
his / her enquiry?

Clandt Bac s 4adS e o jluudiint d.ﬁéﬂdﬂ}eﬂ O da )

0 e No, the staff were not at all courteous & BV o g cibigall (G Al S e 0
e Yes, the staff were quite / reasonably . P .
’ da [Ad AL Cals gl 5 28] ¢an
1 courteous D B [lofle MGl b gall 3 S ol o 1
2 * Yes, the staff were courteous D G b gall S Al caxi @ 2
3 e  Yes, the staff were very courteous O AL 4ad Gl gall S Al cani @ 3

b.
customer enquiry?

Did the staff demonstrate “active listening” on

Slraalt Jluadiva "t plial™ cabhgalt Bl Ja

e No, the staff did not demonstrate

) plical wils galt jgdy At IS
0 active listening & G 54! 2 ¢! * 0
®  Yes, the staff listened quite / . Sy e . .
’ Lalayt Saua J& A4, jhs b gl (sl 28] (ol
1 reasonably actively D #ad) B [t 43, b, i gl g e 1
2 *  Yes, the staff listened actively D Colag) Cibigall ool ail cani @ 2
3 e Yes, the staff listened very actively D eV e S Ciligall gl il ani @ 3




Did the staff appear confident?

Akl (ya ($B1 g Al o Cilhgall pedd A

¢ No, the staff did not appear confident

Al G By 4] o Calhgall jekn DS e

e Yes, the staff appeared quite /
reasonably confident

¥ S A e (B9 4 o Calh gl jeki cani @

®  Yes, the staff appeared confident

M.I.'C).A‘B:‘JM‘L’IQ&JL}J\X‘L&?M [}

* Yes, the staff appeared very confident

Bl O |0

A oya Lalas (3119 4l o aligall jels cand @

d. List the names of staff interacted

tagaa Clalad (pdl) il galt plawd 83 &

e Mr./Ms. DUralv

PARR A RAR]] .

e Mr./Ms. TSSev

alalall/ atall D)

e Mr./Ms.

ALzl sl .

e Mr./Ms.

PlwWiNn|rk

A/ Ltsll .




- 6.1 Staff Capability

u,nh,.:\ 5,48

Did the staff frequently probe the nature of the

VJ}ud&uwaj\uhhn\m&’Jm\Ihuhﬂ‘eUd& ‘

a.
customer's needs?
3 1. Yes X pxi 1 3
0 2. No O 32 0
If ‘No’, please specify your comments: i zlalb A 2ls ) 28" 1Y
b. Did the staff actively attempt to anticipate Srpe3t) Clabying (s Llad Al staay il palf o6 Ja o
customer needs?
3 1. Yes X PR 3
0 2. No O X2 | o0
If ‘No’, please specify your comments: Wl ladh a8 Bla ST 1Y
¢. Were the staff able to cater to the needs of the ) 3ol Gl (193 (e Q330 Slaldia) Al Cil gall plaind Ja &
customer without seeking the help of a colleague? €53 311
3 1 Yes Xl pai 1 3
0 2. No R 38 2 0
If ‘No’, please specify your comments: Sl Zlaly a8 Bl S
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 3 o i
questions posed? 4 g shaall AL aliea [JS o YY) Cilh gall platul Ja &
3 1. Yes X o1 3
0 2. No i 32 0
3 3- Not Applicable Ly Y .3 3
If ‘'No’, please specify your comments: ) pliads a8 Bla ) "IS" 1Y
e. If the staff were unaware of the answer to a Jb Adma ALk [opma Jlipw o LY o {008 Ciligall 00 a1 1) 7
particular query / queries, did they politely “ask a3l dal falal e A 5 e 3SEN Jal G JUAIIYIT Guyighy dlia cuth
you to wait while they double-checked with the
system / a colleague”?
3 1. Yes X a1 3
0 2. No O 32 0
3 Not Applicable GhuY | 3
If No’, please specify your comments: Bl rlaly 4 play ST 1Y
9
+ . +




a. Overall, was the staff well-informed on Bank

Clati 5 Glalie Aliaia Ahara Cilaglaa G gl gl (IS J8 oo (IS0 ]

Dhofar’s product and services? o Mk el
0 ¢ Notat all informed D ALY e Sleslas 4l ol 0 0
e Wellinformed on at least a quarter / a .
Slaadd! g clatiall } e Jay !
1 few of the products and services I:] = 5= Oe 8 e Uc] GYL:JQ_ S * 1
discussed #
2 ¢  Wellinformed on at least half of the ] A il clandlly latidl cheal Je BY e dly e 2
products and services discussed Lgidalia
¢  Wellinformed on at least three- . -
“laiall o S g gl A8 Jat
3 quarters or more of the products and X Slaiicl oo A8 El‘i 4.:;1.: d{y L’h ?Lu * 3
. . gid8lia 3 ",_J\ A PXEU
services discussed

b. List the details of the “main purpose of your visit”

aedll (B (5 LS) "'Jh_)ﬂw‘)“uégﬂ"uﬂmhhﬁ]&ayeﬁ -

{as per SECTION B); rate the staff on the level of "elasdll g Gladially (@laial 48 el 5 gl e (b gal) aully eﬁJ Y=
“product / service knowledge” in this area: “-M‘ oda A
\ ~ o pPenin o J‘Jx\uus;ea &l
INT: LIST THE CODE FROM SECTION B. 0 Q_ vf
g OV wf C
| Sewingg-— © Accovwt
0 ¢ No knowledge at all D Gy e aly Y e 0
e Wellinformed on at least a quarter / a
“leadlt g cladiadl i : !
1 few of the products and services D - I Oe Bl [0 wﬁ;‘:‘fh‘: j * 1
discussed =
) e Wellinformed on at least half of the D A G claadll g ciladiall cieal ge A e alay @ 2
products and services discussed gililie
s Wellinformed on at least three - .
slagiall e JASH b gl A3 JE
3 quarters or more of the products and E = o S ijuum i\{ iﬁ ¢ 3
services discussed & N

III

¢. Did the staff attempt to “cross-sell” other products

ciladd g cladial " ALEY) mull™ G oLAl Al glaas Cibh gall 48 4 &

and services? PR
0 e Nocrossselling at all D O e Slayl sl Blaay iyl @ 0
1 e  (Cross-selling after a lot of prompting D Sty e SN ay ALY aall Alany JE @ 1
e Cross-selling after a little / some .. . . .
2 S il ¢ I SR N | dalany A8
prompting M = N oa QLY i ddaay B e 2
3 e Immediate cross-selling attempt D 2ol o Alayl adl Agan i o 3

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

ALY Lol U el ciladd g cilatie L 7 Cilhgal) A8 Ja &
PR & gial) pa A R "Appaall)

3 1. Yes

a1, 3

0 2. No

OX

352 0

If ‘'No’, please specify your comments:

A5 Ll 5, ¢

10




+

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

Sledd g Sladla e

orcal

"MALS uLnJ.k.a" ikeey A glaay CiB galf ?lﬁ Rz
elall @il ikt & ik &y
0\, (y\«wt

INT: LIST THE CODE FROM SECTION B.

@ pul) Csa Sl A o8 1l

0 ¢ Noinformation at all D AABY! Je Claglaay o 0
e Information provided on at least a Zalaial e sheal (o R [y BY1 e i)
1 quarter / a few of the products and D Lgdilie 3 A asally cilad " 1
services discussed a JTE
2 e Information provided on at least half D Cilaiially daletall Cilaglaall Cheal Y1 o plac) e 5
of the products and services discussed Leidlia o3 Al Glaadlly
e Information provided on at least three st Cers
3 quarters or :mre of the products and E Qu)hfl,%:}.sj‘ 2313)\;3\1‘\",1; ,fxufcli * 3
services discussed s dTETE
3 e . Not Applicable 3

filall il daglial) Akt y Claficall g cilpl aYl ARlate clagles 7

f. Informatlon on relevant procedures,
documentation and follow-up method?
INT: LIST THE CODE FROM SECTION B. oL @l a3l A3 8 iy
0 ¢ No information at all D kY e claglaay o 0
e Information provided on at least a e
Lleial) cilasleall 0 ! N e |
1 quarter / a few of the products and |:| = ,L_.J #u;d-‘mg_g\&':fm‘ "t\ - 1 ¢ 1
services discussed # T
2 e Information provided on at least half I:I Clatially Aileiall il gleall Chead B9 o slac] o 5
of the products and services discussed Lgidilia o5 Al Cilarall
e Information provided on at least three .t " .
“ila slaall i ob gl G g8 Une |
3 quarters or more of the products and & hasinall On A9 gl L] 226 I e sllcl o 3

services discussed

Wil o5 3 Cilaral) g Colaially dalaiall

3 e Not Applicable

. I’w \
A

8-

Did the staff attempt to acquire more customer

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

ol O Crsaslly Al AS] il glea A3 jaal Al slaey i gall 6 Ja 7
£330 Aikgd (B Aagially ol

3 1. Yes H a1 3
0 2. No R 2. 0
If ‘No’, plegse specify your comments: el gl o8 ola ) DS 1Y)

t ' arné

o m} vwan Y2

11
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e e 3 e

&

7.1 Timeless L

cagl

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

& Oy sl Gk gal) g Jalall S g g A Jyia e JUEY) <y
1 Lasdl) adiga o [ ala) Badl)

INT: SPECIFY TIME IN MINUTES:

:dﬂj&” G &8 gl ada sdialy

o

e Under 3 minutes

OO0

0 e  Over 15 minutes Ed15 0w ST e 0
1 e  5-10 minutes Gl 10-5 e 1
2 e  3-5minutes Gy 5-3 e 2
3 3

Gl &M e il e

b. Did the customer feel like the queuing system
functioned properly?

e g8y Jary cuall (b U o3 Ok sl 2l QA Lo

¢ Queuing system did not function at

0 all O BBY) e Jaay ¥ il i Usnyl ki o e 0
e Queuing system functioned, but it e . . . C g qens .
I | g~ Cuall Uiyt atas o)
1 worked with a few impediments D il e 08l du @ JE . 1
2 e  Queuing system functioned and it X Juad <8y 5 Al pany Jary Ciuall A SUBTY G G e 2
worked quite easily and efficiently L )
3 e Queuing system functioned and it O] OS5 Al A g Jory ol (3 WY Ui G @ 3
worked very easily and efficiently Jlad
¢ Notapplicable D Gy e -
c. Time taken for the “purpose of the customer’s visit lga (N dsaglh B Goa3l 545 chan A" Jaf (e 054 B
to be fulfilled once reaching the counter: R

INT: SPECIFY TIME IN MINUTES:

. 1A Gua & gl aaa sl




(If any): (2as g 0l)

The Slaff were Vevy s ew.,“
(b‘,;t most oF +hem mm Nc‘k
L‘)cﬁf"ﬁ A Name. ‘Bﬁ also Wev

ave. WO Pr/C— Ou ATM machan -

i

End of the Survey - Thank you very much....
Sja S — Gl Ayl

G. TOTAL Branch Score
(Total unwelghted branch score, summing all sectlons)

+ + +
H. Additional Comments on Visit 15k 0 Alladall AALSY) Cla lal) A

|

\

|

|

|

|

|

|

|

\

|

Parameter Under Evaluatio Fotal quts Scorsg{gn this
L ~Area: -
C Branch Presentation and Customer Facilities
D Greeting and Soft Skills of Staff
E Staff Capability, Knowledge and Cross-Selling
F Timeless

¥ e

3230 Aatial) gl g g N ayis &

Ol gall il Jlga s a3 &

LIAM] _.\2-3-‘49 dﬂjﬁdﬁﬂ‘s‘;é -
e 3 z
AP z
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