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PROJECT: Money

SHOPPER CODE DATA ENTRY EDITING SR. #
Name Number Name Number Name Number
3q25°K
:&J}N‘
a il
?U,‘ Gl e slaall JLa Gyl
P -] ] = 5 -]
Vo
A. Details of Visit 3L s
Bank Dhofar > ik oy
Bank Muscat D BENPREI
National Bank of Oman O landl (ko sl il 45l 3 aad A Sl 4
1. Bank Visited - ’
HSBC-OIB O HSBC-OIB <k
Bank Sohar D Dl dly
Other Bank: Al
2a. Branch Name FLT ‘ g il it 12
2b. Branch Area [\b’\]k AL VAO_ g ol @i 2
3. Branch City ) ] S ' ' YRTRA (I
4. Branch Region M«JGMJ,ZJ" Kﬁ’v j’t‘(‘?h}: + sl Al 6G;rY\C\ Ghid 4
Day | Month | ~vear! dad) | gl [ e LM as .5
5. Date of Visit
| 1 2013 4 | I
Hours | Minutes Gl ] Sl L)
6. Start Time of Visit \5 LQ_ 3wl ly iy 6
i Htaal Zle Lt
7. Total Duration of Hours Minutes a = e
Visit | 2 o | TR AT
| » /b Ot
1
-+ +




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

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

Opening aSavings

S o5 s 8

Offer

Youth & Student

or Current Account D SO Gl
Saving Scheme O SR s
Housing Loan |:| Ol m J8
Car Loan n [(BENYE- B
Educational Loan g el o B
Credit Cards D olatit Uy
Personal Loan | =i G A
Double your Salary D A5, Geln
o

Account

Ol Gl Gl

J/J‘x"h‘u:}’*‘cx“‘:‘dh:“(’b _)Lulu.' \ 2

/@U‘ Saeald’ 23a JiIJ&,luL'uﬂ A sdal
Laadld)




3 1. Yes | ani 1 3
2. No Bd 3 2
i. Specify: e |
ii. Specify time taken to find parking: min. Y E Cage dlagy o O B s G
ntrance to Building -
a. Was the Entrance Clean?
3 1 Yes g_ e 1 3
0 2. No | 32 0
if ‘No’, specify “Why / Describe how” the OAS "CS G gl /13La)" daa llizmd (pa "IS" Gl gall NS
entrance was unclean: rcadal ye Jasd)
b. Was the Entrance Convenient? lalia Janadl oS Ja o
3 1. Yes X ss1| 3
0 2. No Il 2| o0

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

Galie Jaaddl 08 2 I aam ¢ ST a8 1

et
Was the branch premises clean?
3 1. Yes K
0 2. No O
If ‘No’, please specify “Why / Describe how”
please specify "Why / S "G Caa g /I3 s Sl (ae "D Ll gal (S 131
the premises was unclean: P
ARl e Sl
3
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a. Posters / Branding material present on doors, walls
and windows?

3 1. Yes | ai 1] 3
0 2. No O M2 0
If ‘No’, please specify “additional comments”, O MRilal Gllaadia saa dlliad e AST Gil gall S
if any: ‘ (D

b. Pamphlets, Leaflets and Brochures on display?

Sl y Sl a3 dh

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

3 1. Yes X 4| 3
0 2. No ] 2| o
If ‘No’, please specify “additional comments”, O "l cllaa " aoa $lliod e OIS gl S 1A
if any: Cida g
c. Branding material up-to-date? taiaa 4 latl claall Mg Ja
3 1. Yes & PO 3
0 2. No O X2 0
If ‘No’, please specify “additional comments”, O MRl A aaa i e IS G gadl S 1A
if any: Qe

(Bl gey agile 519 £ Abiga Ga %90 (e NAS) 22l g% S Q2 L)

desks and counters? edaaaly
3 1. Yes B4 1|3
0 2. No O 22| 0
If ‘No’, please specify “additional comments”, O Mailinl Gillaadie” 2aa @lizad e IS Ol gl IS 1)
if any: s g

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

Tirias e ould ety (B gl pliaa [ JS OIS B L0

if any:

3 1. Yes m el 3
0 2. No | 2| o
. . ‘ ‘u" L.a\ "LE;“ " 5“ D ‘ll\ " . K
If ‘No’, please specify “additional comments”, O Hplsl Slha il 20 o sl .‘{\S_:‘
Sl g

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

Tagdlandy il L gauday Gullh pall pliaa [ JS QS Jo

3 1. Yes

1| 3

0 2. No

x|

382 0

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

St {’.Mr:?if‘?‘%ﬁfﬁo Wevg b
wll BasNe . “lodw

e AN 4

e il gall R saell 0 Al g ISl gall 1S 13
pelanly LS G gea ¥




v g iidis s 2R £ 1Al g N ) ,mna el h.\;.d\ Ot o8 Ja

a. Was the area surroundlng the ATM and CDM

machines clean and presentable? ¢ s¢diall
3 1. Yes O 1| 3
0 2. No X X2 o0
If ‘No’, please specify “Why / Describe how the S S Caa g LT daa lliad e IS i gall IS 1
area was unclean: bl e IS
e m}\.’\.ﬁwﬂM{ ﬂ\ T, e
BT M W00 not W&YM
b. Were the ATM and CDM machines functioning? fdand o201 pladl g (N il puall Sigal @ils da o
3 1. Yes B 1| 3
0 2. No | 2| 0
If ‘No’, please specify “the time at which at 3 el 4 0S5 a1 ) 8 1 daa lliad g IS sl (ST
| which the ATM / CDM were not functioning Glowall Glea gl dang) Jand Y @il g1y JY1 Gl juall
% (and specify which machine, ATM or CDM): (et gyt b Y
¢. Was there sufficient cooling in the ATM/CDM area? SATM/CDM Aihia i s cip€al) 5 a,all oS Ja &
3 1. Yes N a1 3
0o |2 No n 2| o
If ‘No’, please specify “the time at which at — A Jamg ol o3 2 gl daa lliad (e ST g2l S 1Y)
which the cooling was not functioning Y JS0 sl

Was the branch air-conditioning fully functional
and sufficient?

TS g 2o JSdu Jany Al gg) LSl S Ja

3 1. Yes % 1] 3

0 2. No O w2l o0
If ‘No’, please specify “Additional comments / fMAgilal Slaa D" saa i e ST Gl pall S
Describe how it was insufficient: S Kl e i)

b. Did the branch possess sufficient lighting? Sa81S S Laly g Al &8 o

3 1. Yes X 1|3

0 2. No O 21 0
If ‘No’, please specify “Additional comments /' [l cillaadie” ada Slhzd c ST O gall K13
Describe how it was insufficient: S S Al LS Gl




+ +
c. Did the customer have sufficient waiting space / Suglall solie (o WilS d3e [ UBIDN LIS Aalie Jraall G Ja &
seating area?
3 1. Yes E a1 3
0 2. No O 2| 0
. . {1t .Lb‘ - Lh;\ 1" j” . '5 . ‘u\ " . '
If ‘No’, please specify “Additional comments / [aglal Sllhadat e UAS:\; :l:’:;‘ U.LS h:
(] o
Describe how it was insufficient: - ’ . 2
d. Did the customer find it easy to follow the signage s pegl T e g o .
all i JAld 4 | lids A gy Al O (ga 3l gl <
within the interiors of the branch, indicating different s g8 g3 J“;’j‘i};ﬂosui,, (d@?&t&%ﬁ g}.. (j“_u::
counters/ work stations? ’ ’
3 1. Yes E a1 3
0 2. No O Y2 o
If ‘No’, please specify “Additional comments / Chmgl g fAila] iladle sam llind cye IS gl IS 13
Describe how it was insufficient: I e mLs uSJ : ws




5.1 Greeting of Customer

I a. Was the Mystery Shopper "’ﬁi"‘omptlyﬁvgr'ee'ted /
acknowledged” on entering the branch?

Sl 5.1

+

TE A Y g oA RN e e

(W]

M A o3 A

0 e No greeting / acknowledgement D i s Y e 0
1 e  Greeted within 10 minutes of entering |:| Qraall Jsdo e 310 DA cua 51 o 1
2 e  Greeted within 5 minutes of entering D Granl) Jod0 Ga S 5 DA il 2
3 e Immediately greeted on entering E Jraall Jsda Hicua il 3
b. Did the staff either / or: 1Y) saal Gl gl a8 A
a. Ask for the customer’s name? Ssand) and e Jla
b. Greet the customer by name? faand S ae Jrealls a0
3 e Yes, the customer was greeted by name / L—_I ot e Jha faant <3 e Jranlh cua il 25l caai @ 3
asked for his / her name Lgans!
0 ¢ No, the customer was not greeted by E aad e Jly aly [ aanl S5 pa iy cam il S Al DS o 0
name / asked for his or her name : Leaud ol
A i) g "Cagall elidelne AiSay CAS" (il gall -
c. Did the staff ask, “How can | help you today?” 0 i 5 T Gt o ! A .@

and Probe the purpose of the customer’s visit?

¢ Jpanll 303

3 1. Yes, the staff did this 1% Aty Gt gall 6 6 cpn ] 3
0 2. No, staff did not do this O Al Cilh gl 3 o) S 2 0
d. Was the Mystery Shopper redirected on the flabiafdlalial o ol A1) Geudal 4 gidileladda &
basis of his / her needs?
1. Yes, he /she was redirected on the I
’ Aalial/afalaad 3 (5 | R BAGRA PP
3 basis of his / her needs D ealial/ialial I (\)dyeal) 4m 5 Bael 3 5 pnt 1 3
2. {OR) The first staff member v .
O Jsanl) 4y EN 520 WY ks pall el () 2
3 e‘nf:ounterec.j prob?d the nature of E Baclos foaebuny 5 5 Aend 3
visit and assister him / her
0 3. No, he / she was not redirected on D Lealinl/aalinl Ll 4l sale ! 25 1 S 3 0

the basis of his / her needs

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

fsandl Bacbuia Ak 08 o jludiad gl (al il gal) SIS JA

0 * No, the staff were not at all courteous D S Lo gl il GG Al D e 0
*  Yes, the staff were quite / reasonably N TP ,
! A3 AsLl Cals gl 5 23] ¢anl
1 courteous E B [lsha A8y ah el sl a0 1
2 ® Yes, the staff were courteous O B abgall QS Al caad @ 2
3 e Yes, the staff were very courteous D BN ek Gl st S 38 i e 3
b. Did the staff demonstrate “active listening” on Tlsandl Ll "ol plial™ Gl gall gl &
customer enquiry?
¢ No, the staff did not demonstrate
0 ¢ Lol slival Cibh gall el LS
active listening D LS gl s ol * 0
e Yes, the staff listened quite / P TR . .
’ Lalag) 3aa /A 43 walh gall al 38 cand
1 reasonably actively D H) B [Alpde 43 by LBl gm0 1
2 e Yes, the staff listened actively B4 Galay) Gl gl ial 3] anl @ 2
3 e Yes, the staff listened very actively D AW e 88 Gl gl Aol i o 3




c. Did the staff appear confident? Pkl (ya (Bl Adl o il gall yeda Ja &
0 e No, the staff did not appear confident D Aidi iy (B A Jo Gligall el NS e 0
e Yes, the staff appeared quite / . .. S
1 ’ dina S Acdi (e (Bl Al b gall ek casd
reasonably confident E d ; O By Al eyl ek cans o 1
2 e Yes, the staff appeared confident D Akl cra (g 4] Ao Calhgal) peki cand @ 2
3 e Yes, the staff appeared very confident D Aidi e Lol (@1 A3f o Caligall Heks cani @ 3
Sv.ith. List the names of staff interacted e ilalal (3 skl gall slansl S5 4
e Mr./Ms. AVdaa 1 “elo\s  dalgadll e
o Mr./Ms. ! 2 A=G/0=d .
e Mr./Ms. 3 Aallfdall e
e Mr./Ms. 4 ALl daalal .




a. Did the staff frequently probe the nature of the 08k JSa (sl clalia) 4-'-'-\5 e JL‘-“-‘-‘“YL' ULJ-‘-“ R 3 ]
customer's needs?

3 1. Yes 1 a1 3
0 2. No O 38 2 0
If ‘No’, please specify your comments: Sl Ly a8 Bla ) IS 1Y

b. Did the staff actively attempt to anticipate g1 haliia) (3L Ued L slany cilisal A8 o s
customer needs?

3 1. Yes P2 axi 1 3
0 2. No | 38 2 0
If ‘No’, please specify your comments: el iy o8 Blay S 1Y)
c.  Were the staff able to cater to the needs of the aal 3o lua b (553 a a3 Slabiia) Ll Cilh gl plaind Ja &
customer without seeking the help of a colleague? €3l
3 1. Yes X a1 3
0 2. No ] 38 2 0
If ‘No’, please specify your comments: U Loy o8 Bl ST 1Y

d. Were the staff able to answer all / most of the i o )

questions posed? a9 phaall ALical) alina [JS ¢ AlaY) G gall plaiad Ja |

3 1. Yes &+ pxi 1 3

0 2. No O 3 2 0

3 3- Not Applicable 3
If ‘No’, please specify your comments: el play a8 Blay ST 1Y)

e. If the staff were unaware of the answer to a da cdima AL foma Qg o LlaY) o 1508 Cilh gl 00 21 1Y 7
particular query / queries, did they politely “ask e 3 aaf [l jae 505 sa U Jaf G JUBINI" Culghs dlia il
you to wait while they double-checked with the
system / a colleague”?

3 1. Yes O a1 3
0 2. No 0O 3 2 0
If ‘No’, please specify your comments: el Zlady o8 Blay DS 1Y
9
+ +




o B
Overall, was the staff well-inform
Dhofar’s product and services?

s 0

ed on Bank

0 e Notat all informed E Gy e Slagleaaal Gl @ 0
e Wellinformed on at least a quarter / a ot et e o
1 few of the products and services D Slasslly clatiall G JA fe2 0o L%af{:_fg ‘A’f ° 1
discussed leiilie o
2 e Wellinformed on at least half of the ] A ol clanall y cladiall chuai e JIY1 e alay o 2
products and services discussed Lgildlia
¢ Well informed on at least three- v s caun 1
3 quarters or more of the products and D Shaiall e 81 o iﬁ;jt ﬁ‘idi ° 3
services discussed
b. List the details of the “main purpose of your visit” peadll (B (g a LaS) "L il Ciagl"e Alaba AaY gl g 0B L
(as per SECTION B); rate the staff on the level of "Ciladill g cilaiially glaial) 4 mall (g g™ Lo G gall oy a5:9 Y
“product / service knowledge” in this area: iadhidl oda 2

INT: LIST THE CODE FROM SECTION B.

Fdulalen {oom Jd%;j»ﬁ* O a0 Ty 3 25y

0 e No knowledge at all E ALY e aln Y e 0
e Wellinformed on at least a quarter / a "
Zleaddt g clatiall ¢ | : Wi
1 few of the products and services D = I 00 B e 2 L}L "’-b_ ?Xju * 1
discussed
2 e  Well informed on at least half of the | i A claadll y clatiall ciuai e IV o ol o )
products and services discussed PRAE
s Well informed on at least three .
“latiadl e i o gl )t A Ji
3 qualtters c?r more of the products and D = o S8 i_:iah & :l;‘ j::;\:j * 3
services discussed
¢. Did the staff attempt to “cross-sell” other products cladd g claiia " ALEY) £l G LRl A glaey il gl o8 8 @
and services? PRy
0 e No cross selling at all E ALY Ao Al ol Adaag g ol @ 0
1 e Cross-selling after a lot of prompting | [] Ql jiedull Ga pag sy ELaY) i Aley B 0 1
e  Cross-selling after a little / some . , . .
2 2 ! Cpe R Smy ALY aal Ailaey ol 2
prompting D = ¥ On A1 e e ¢ *
3 e Immediate cross-selling attempt D Sl o AlaYl sl Aglaas i e 3
d. Didthe s'taff explain Wll':y Bank Dh'ofar's producf’s A1 gl il Ly Cilasd g cilaie 1L £ iy Gl gall o8 b 5
and services posse:ss a “Comparative advantage Phailial il g & "ogpel
relative to competing banks?
3 1. Yes a a1 3
0 2. No B4 32, 0
If 'No’, please specify your comments: ) laay o8 Blay DS 1Y)
OJXWM’P hfjar f/u)dudx
&4

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

ciladd g clafia op "ALS Claglaa" dilbeY A glae Ciligal) 28 G4 7
$Alal) il clisll aa lik el

INT: LIST THE CODE FROM SECTION B.

gAM(aTwn 70@%& auidl) (ra Gadl A5 o8 1l

GURY) e chasha¥ e

0 ¢ No information at all E 0
¢ Information provided on at least a Aihdl "
1 quarter/ a wa of the products and D ‘ ul.a_,.‘a.n{‘ ,tm;:i?:f\zl\ “'_; G%TL{ ¢ 1
services discussed & JTEE
2 e Information provided on at least half D laiially Aslaidl il glaall il J5Y) o slacl e 2
of the products and services discussed Lgiddlia o Al Cilaadli
e Information provided on at least three .
3 quarters or :wre of the products and D uu}u] !*,‘*gt_u}s:jl E‘_ti;‘?-ﬁ ¢ uh“ :!U?ax: * 3
services discussed & T
3 Not Applacable 3

f. lnformatlon on relevant procedures,
documentation and follow-up method?

Akl @l d Aayilal) L585  culationalt g clp ] a ¥l Talada Cilagles

INT: LIST THE CODE FROM SECTION B.

dmiaLM loae S)Z‘,.!E!T"\‘,‘)M 3o, 8 daly

0] ¢ Noinformation at all E GO e claglaay o 0
. . Informatllonfprow;ie: on a;least ad D il i glaall (o B [, S Lk ;.Un.c\ .
quar.'ter ? ew of the products an Leitilie 5 9_\11 lasally cilatially 1
services discussed
2 e Information provided on at least half D Slatially ddlaiall cila sleall ciead B PRI B0V R 2
of the products and services discussed Lgilflia o1 Al cilaraldl
e Information provided on at least three st . "
2o gladll ¢ I b el f a5 8 Uae |
3 quarters or more of the products and D asteall 0o 581 5 gl O e elhal o 3

services discussed

lgidilia 5 ) cileaslly cilatially dlesal

¢ Not Applicable

g Did the staff attempt to acquire more customer
information so as to follow-up at the end of the visit?

d@‘&n(ug}!leﬁhhﬂ‘éhghaﬁﬂﬁg@&ﬂ\éid&,é
% 30 dulgs B Aalialy oLl

3 1. Yes

a1

3

0 2. No

XO

a2

0

if ‘No’, please specify your comments:

)l a8 ola ST 1Y
Nohe did ndTade amy

ik
Tinn The O who horn "o e/](ﬂauu
jret s
11




chglt 7.1

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

o 323l ()l ga Jaladll Gy g A Jgis S BT < ]
s Aasil) adga e el by

INT: SPECIFY TIME IN MINUTES:

1B Guua & gl daa &l

|3
0 e Over 15 minutes ] 38815 e S e 0
1 e  5-10 minutes O G 10-5 1
2 e 3-5minutes b4 Glia5-3 e 2
3 e Under 3 minutes N S EM e Ji o 3

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

e Sy Jary cinall (A U a5 s Crse M ad b

s Queuing system did not function at

0 Al E DY e ey ¥ Caall 3 DY i) e 0
e Queuing system functioned, but it Y. . . s gleme ..
1 | gadl aamy . Caall Uatsy) aUas o)
worked with a few impediments D il & 08l dany o JE ARG . 1
e Queuing system functioned and it Juad ISy g A gy Jany Ciall 3 UTY) G 0 @
2 > hy O ; 2
worked quite easily and efficiently [P
3 e Queuing system functioned and it O] ISy g Aals Al gy Jaty cinall 3 Y GBI ) @ 3
worked very easily and efficiently Jlad
¢ Not applicable D GbuY e -
c. Time taken for the “purpose of the customer’s visit Blsa ) Jmash 2o g3l 3k cias Al Jal (e 3454 cB gl &
:n L&‘

to be fulfilled once reaching the counter:

INT: SPECIFY TIME IN MINUTES:

B a8 gl daa dialy




+ +
H. Additional Comments on Visit 13k Adlatal) A8LaY) cila jhal) .
(If any): (D )

Follrw) o

e <

Al &mfie&w

ahowd M the T“ﬁ“ ’
awdty e client M‘gw
adposunt specfic (/aa

End of the Survey - Thank you very much....
S T8 — Olaiaa) Ayl

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

red

o Branch Presentation and Customer Facilities
D Greeting and Soft Skills of Staff

E Staff Capability, Knowledge and Cross-Selling
F Timeless

M,W\ﬁ
\

Ol gall O g g a1 &

SLaY _,!1.,:1.;‘,4:&):_.3‘&2 1§JA§ -
(e 3
< gl I







