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PROJECT: Money
SHOPPER CODE DATA ENTRY EDITING SR. #
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| ST T s9296
! o
1§ s pluall
- | 1 B
f",’l.__” Mevel Bushve Salvdc\ Rl Cila glaall Jlad 5 geiall 3y
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A. Details of Visit 340 Jaealds -y
Bank Dhofar m Jhk Ay
Bank Muscat D doliua
N National Bank of Oman D el gia gl i Gl cead g3 A 4
1. Bank Visited
HSBC-0IB O HSBC-0OIB Ly
Bank Sohar O e ol
Other Bank: DA Al
2a. Branch Name DhoFal m lKhdbﬂ\ﬂL g ol anl 12
2b. Branch Area AL E)C-*CM ( [\ja(‘l'{/\) f A gdige 2
3, Branch City k\,\o\ bofo-(/\ gl 3
4, Branch Region p'(__ P_)a*é’ A AL HARIINY]
Day | Month | vear Sl T e [ e o en B
5. Date of Visit
A: € | 123 | |
Hours | Minutes dida | Sl Lalt
6. Start Time of Visit \ O \ o bty =d, 6
j Asall Slelud
7. Total Duration of Hours Minutes Ca e S
Visit O 2O Pl 7
T, LE, oupoineds
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QOpening a Savings
or Current Account
Savmg Scheme il ?Uu
Housing Loan Sl A .
General Enquiry relating to a CarL E e o FiAaan e plie Sl ple Ll 2
L] -
specific Product, Service artoan e

- - H - “ . . *
and/or Facility Educaticnal Loan gales i | f el aa g f g il P‘.‘"‘f""
INT: SELECT AS RELEVANT AND/OR : O FREX
SPECIFY DETAILS OF Credit Cards

Personal Loan D i a A
Double your Salary E]

eadil DLy
PRODUCT/SERVICE

Offer A8 et

Youth & Student D

Sl y ) s
Account




41 Was Customer Parking Instantly avallable for the

Mystery Shopper? _ :
' . 1
3 1. Yes D | =1 i 13
2. No R % 2
i.  Specify. -ﬂﬂﬁgg LS/ E  \AL cara
ev\ov‘ah pourlmf] BJ—'( & a,Ll GFS*?W‘W‘
ii. Specify time taken to find parking: min, i iy Sl A Y aa
4.2 Entrance to Building il N Js5a0 4.2
a. Was the Entrance Clean? SllES Jaaalt 08 Ja )
3 |1 Yes Bd pi 1 3
0 2. No | 38 2 0
If ‘No’, specify “Why / Describe how” the LN L DU PR R P LA PR L S
entrance was unclean; QAR PR

b. Was the Entrance Canvenient?

Totia Jadll 05 4

1. Yes

pad

3

2. No

O

us 2

0

oA R )

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

Toia Jasall % A LY a4 " el S 1

Was the
3 1. Yes X i1 | 3
0 2. No O M2 o0
If 'No, plgase specify “Why / Describe how 1S " iy /15 3 Lk S TS el S 1
the premises was unclean; P
Adli e Sl
3
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T Branding Wikl W

PTG o
| RePAY

B A AW
i YRR
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a. Posters/ 8randing material present on doors, walls
and windows?

".‘.ﬂl_,ﬂ[,u'lJ.IM\ .u]yy|u£4bhauhjbfumh”y

3 1. Yes M a1 3
0 2. No | w2 o0
If ‘No’, please specify “additional comments”, O ) e N vea LLd  SUST el 81
if any: :é‘a.J

b. Pamphlets, Leaflets and Brochures on display? ) il g Sl e e b0 Jh
| 1. Yes X m1l 03
0 2. No O 2| 0
If ‘No’, please specify “additional comments”, O ekt Slaa " saa Aok e IS ol gadt S 1
if any: DDaay
c. Branding material up-to-date? talpan A el Sladall dge 4 S
3 1. Yes ™ ~1| 3
0 2. No O 2| 0
If ‘No’, please specify “additional comments”, O agihal Sl aas Hlas e MHE" L gall A4S
if any: Py

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

&gy .-l-u'l-b ,1 tﬂ‘ J‘ %90 oa J*S‘ apl gy SAS o)

desks and counters? tdaail)
3 1. Yes &4 1| 3
0 2. No O W2 0
If ‘No’, please specify “additional comments”, O Gl Silaa M dia el e IS il gall S 1
if any: =t

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

Ty il e (il (3985 5y (gl gl e f S OIS A

if any:

3 1. Yes X 1|3
0 2. No O 321 0
» .~I ‘ll' & - lI - j- Lll S” - 6")5" I |' .15 ‘I
if ‘No’, please specify "additional comments”, o e = o o .“j:u:
Imy

c. Were allfalmost the entire staff wearing name
badges?

Tatrlacdy SIS 5 gl (pdlB gall pliea fJS (S A LS

3 1. Yes

L 3

0 2. No

O/x

a8 02 0

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

o ey

e AL 22l 2aa ALl e ST gl AS 13
sty Dl S gy ¥
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£6_" STATM and COM machined " - 1 'L~ *1 ~p: " | o5

oy L e A Sy ad ok i W
bw T e T L LY TYF
Tl A TR T

a. Was the area surrounding the ATM and COM

PR paX ot 4.8
Oy g gl R O g N el B gl Jnacald ST LS )

[}
machines clean and presentable? [ # pladd)
3 1. ves ! i< A1) 3
0 x*w2| o0

If ‘No’, please specify "Why / Describe how the

| 0 2. No
i
| area was unclean:

S UCAS (a0 daa 2a B JSTAET lyad) I8N
:»_l...‘h._‘"-" By LW

—

b. Were the ATM and COM machines functioning?

Sl Rl 1Ny V) G eall B gl DS

3 1. Yes

a1 3

1] 2. No

O

us 2 a

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

el b 0 A saa dllad e ST Cigall K

S eall < Sge gl smag) Jead Y gl g ladly Y Gl el
(gl s layl g Y

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

TATM/CDM Ghie 4 ya CiCalt o 2,00 o8 Ja o

which the cooling was not functionini
e hAAQ,clin?‘

and sufficient?

a. . Was the hranch air- condltlonlng fully functmnal

3 1. Yes | a1 3
0 2. No D L 0
3 3. Not applicable | Gmy¥ 3| 3
If ‘No’, please specify "the time at which at A Jag o] g3 28,1 saa Sllial e MUET gall RS Y
L S Sl

N ‘-‘j l.a‘r t}

TR Y
LR

f‘ - -.1.- e l

A 3 2 S oy 3¢ s IS bt

3 1. Yes

i 1| 3

0 2. No

a8 2 0

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

LAl e e Hlad e NS el S TY
S S al S ay

b. Did the branch possess sufficient lighting?

TS Splils £ AN mid 08 o

3 1. Yes

1] 3

0 2. No

Ox

s 2 0

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

fadlal Slaa St e il e SHET el SIS 1
S A o) S il
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¢. Did the customer have sufficient waiting space / | Touslall 360a S 330 [ LEADN0 IS Lateas Jpaall S A S
seating area? i
3 1. Yes ! m a1 3
0 2. No P O 2] 0

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

(il Ciaata’ i Siad e OO i gall S G
L SFA I R

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

Ny AN JA13 A8 g galt SIS A sy Ay G (g plBRY A LD
ol GSlal g {plalt) Bl 50 80 CAlide N 3l 5

3 1. Yes

a1 3

0 2. No

0| &

Y .2 0

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

iy [l Slaa M s dlied e ST et IS 1

EECRLIT
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5.1 Greeting of Customer

Ol ¥t g 01 5,1

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

oAl N gaa p b dall il e ailifoua 3 WS A

« Npgreeting / acknowledgement

G fun Y e

s Greeted within 10 minutes of entering

i phs e 310 SN a e

s  Greeted within 5 minutes of entering

F
i
|
i
|
L. aas - |
J}“:‘JP-‘\JAJJ‘J-SJ,L:_P)J— [ ] i

WiN|=|Q

* Immediately greeted on entering

| 00i 01 O

0
1
2
3

Jaall Uyhs s am S e |

b. Did the staff either / or:

WaY! daly Bt 43 08

a. Ask for the customer’'s name?

¢ liaall (.dldc.JL..l

b. Greet the customer by name?

N e

s Yes, the customer was greeted by name /

Jlml;,;‘,h/ml_;hgé&h__g;)ﬂi;ﬁ~p .

3
3 asked for his / her name M ‘ gl
0 +  Ng, the customer was not greeted by D e g oy aad S5 UL FRNETENG PTG L 0
name / asked for his or her narne Lt ol
A (S ekl g e gl B0 lire 80 il i gl L b @
c. Did the staff ask, “How can I help you today?” & 37 = "‘: A
. T Jreadl 3 45
and Probe the purpose of the customer’s visit?
3 1. Yes, the staff did this m EVEVINIY PR P US| 3
0 2. Ng, staff did not do this O ATy ik gt iy A NS 2 0

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

Sabhalihalial e sl AR Gl 4 s se) 5 g4 S

3 1. Yes, he/she was redirected on the
basis of his / her needs

O

Lalial/aialial LD (5) dalt 4 5 Sale 3 3 wand 1 3

2. (OR) The first staff member

o Juall 4 A g3 JgWY b ) it (4f) 2

the basis of his / her needs

- ' i+ Yoy

GRS R

3 ep_counterec_j probgd the nature of E el feae by § g 51 g 3
visit and assister him / her
0 3. No, he/she was not redirected an Leali fiatial ) s daled 2y o1 06 3 0

=

roax o -

AR

a. ere the staff courteous on the cusomer makig ¢yl 3‘-'--- K u‘ s ) | O Oa T
his / her enquiry?
0 +  No, the staff were not at all courteous | [] S o gl Gibpdl 05 Wl 38 e o
1 . :'z: r::z jzaff were quite / reasonably E iy Ml gk LYy iyl L3 i e 1
2 *  Yas, the staff were courteous O Ji il gall S a8 s e 2
3 ¢ Yes, the staff were very courteous O AL pad Gl gall A8 A2 aei e 3

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

O pall ki "kl g lieal™ i palt i) A o

s No, the staff did not demonstrate

b oplneal il pall Ly 0
0 active listening O il e gl By al .
*  Yes, the staff listened quite / e gy ok 2 - s e
1 i . (FEEW) FARY PR W T P g O 1
reasonably actively D B e > e @
2 +  Yes, the staff listened actively m Golal B palt jbeal 3l ans @ 2
3 ¢ Yes, the staff listened very actively D Apladlt e 5K il padl ual il o @ 3
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j Did the staff appear confident? facudi e Blgadl o Libydl g A O
'L * No, the staff did not appear confident E Ak (Bl adl o ilgall S e 0
| o L R B
s Yes, the staff appeared confident D ki e Iy ATl S gl gl aai e 2
o Yes, the staff appeared very confident | [ ] Akl e bl By Al o vl gl gk aai w 3

:nh. List the names of staff interacted aie it (1 Byl pacd S5
o Mr/Ms. hw\poen 1 Ll sl o
o Mr/Ms Awmecd Mejed edoy L/l o
s Mr./Ms. > 3 Gl e
e Mr./ Ms. 4 Aol el e
3
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6.1 Staff Capability

Gkl gall 3,00

6.1

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

8 1S S8 oy 5 St dagh 06 dely i galt o3 6

3 1 Yes

a1 ‘

3

a 2. No

a8 2

0

If ‘No’, please specify your comments:

]
|
) e A S MUS” 1
|
|

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

2o okl Futs Alad A jlasy Cilh gl o o o

3 1. Yes E a1 3
0 2. No O % 2 0
if ‘No’, please specify your comments: Al 5 lady 28 Fla ) SRS 1
€.  Were the staff able to cater to the needs of the dai a0 laae walh &9 Gpe G laithal A0 B gl gl g6 S
customer without seeking the help of a colleague? L PRl
3 1. Yes ] i 3
0 2. No X 3 2 0
If ‘No’, please specify your comments: ) R rlondy &8 sl SUS" 1Y
L
(0. aabed ¢ Quikliam to his c%r»
INT: IF the Answer Is YES » 50 the answer for
D should be Not Applicable
d. Were the staff able to answer ail / most of the
questions posed? fda g phaall ALY slaa [US 00 et Cilh pal) £l S0 &
3 1. Yes E asd 1 3
0 2. No | ¥ 2 0
3 3- Not Applicable Gakdy ¥ 3 3
If ‘No’, please specify your comments: i, #laajy a3 la ;2" 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”?

I Al Wil fopma P o AYT e |00 il pall % & 13 7
otk 3l dad fulBN pue A0 5 pa 4L Sal e URIYI™ wpdels e calk

3 1. Yes O axi 1 3

0 2. No m 382 0

3 Not Applicable iy Y 3
If ‘No’, please specjfy your comments: ey i a8 Bl ST 1)

e

[} o~

o

s
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| €2 - Product Knowledge and Cross Seing: /i 3 datié |

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

uthummuthhuﬁ”“sﬂ Lsul ‘nlsd.'n.u y

Dhofar’s product and services? ? s oL,
0 * Not at all infarmed |:| A e Slagleaagd sl e 0
s Wellinformed on at least a quarter f a . . -
Slazall g Sladial e JuD fag; o alay
1 few of the products and services O ? o Gl g - J.L_"j "lu] * 1
discussed s
} 2 ¢ Well informed on at least half of the L_.] A g eaally Slatiah chal e Y e alay e 2
| products and services discussed Lyl
I
+ Wellinformed on at least three-
Sl P9 | A5 3
3 quarters or more of the products and E e ) S Effi j‘ :L "T * 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:

) B 05 5 LaS) AN e )] il Al Lo p gy B

"Olasdll g latially  Blatal A el g gl Ao Cpdb gal) alls By (o

:Adhidi oda b

D paadl) o Sa 0 A4S o 1y
INT: LIST THE CODE FROM SECTION B. O [ L Cav \ OCAA
0 * No knowledge at all D Sy e Ay e 0]
+ Wellinformed on at least a quarter / a ;
Slaaddl g Shadiadl e | |
1 few of the products and services | i fe) 22 jﬂ o0 1
; Lalalia 5 A
discussed
) s Wellinformed on at least half of the D o AN Dleaall y clatial viel e BV e pley e 2
products and services discussed b
+  Wellinformed on at least three . .
Sladiall pe 1 o) pl ) 0 B Ll Jlay e
3 quaa:ters or more of the products and E i 5 Al Sl 3
services discussed
¢.  Did the staff attempt to “cross-sell” other products Chasd g Slatiad " ALLY) aull” G AL Al gla ey il gl 43 G4 D
and services? Py
0 * No cross selling at all D Ayl e Al adl idaay ol e o
1 e Cross-selling after a lot of prompting | Gl o) a0 Sl aadl Adey JE e 1
s Cross-selling after a little / some . . . .
< Y1y b Sy o) b dlan; 2l8 2
2 prompting D Hido a1 g o c*"] el ¢
3 e Immediate cross-selling attempt R 200 e Lyl i lglas i . 3

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

AL Lal U G Glasd y Gladle il £y il gt 4B A L
Phaabliall & il A 4 jlie ")

3 1. Yes

a1 3

Q 2. No

[

32 0

If ‘No’, please specify your comments:

A plady 8 el U 1

10
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e. Did the staff attempt to provide “complete Glasi y Slaile 56 "AleS Sie gl LS Y Al glaay il gall 53 JA 7 !
information” on Bank Dhofat’s products and falall D13 SLACH A il 2L
services, along with relevant literature?

INT: LIST THE CODE FROM SECTION B. ot Cevr \ GO & il (a3 S Ay A 1tialy

0 ! * Noinformation at all D 2ULY) e SasinaY e 0
¢ Information provided on at least a oy . iy
Gl D gl pe RN fag 8 Uz !
1 quarter / a few of the products and E] e “‘m {"u“ J.J. e ° ! 1
. . i 4.1.." _ALA.LA.JJ '._.a...u..L i
services discussed ]
2 + Information provided on at least half D ZAaTially A3t il plaal) el BV 6 elac! | 5
of the products and services discussed [Pk LR RLE PR TR ;
* Information provided on at least threa - - - .
Zi e ST g p Lol AIS B e el
3 quarters or more of the products and E e J‘s S . “’ et 3
. . [PiRe Tk a “_u| Tladdll y _.'._-_s.u.‘..n_l Glatll
services discussed
3 s Not Applicable Gy e 3
f. Information on relevant procedures, Faluall 13 dayliall 400y Glalieadlly oipl eVl Allate Gl e 7

documentation and follow-up method?

INT: LIST THE CODE FROM SECTION B. Coos | 0o thaiti g 5u 1 gy 43 sy

ol
0 * Noinformatian at all D kYl fe Slaglaa ¥ e 0
¢ Infarmation provided on at least a .
Glaiadl Dl ghaddi e SN fay; T e slac] @
1 quarter / a few of the products and D ahme e s 1
Lo, ) laasdl y claiialls
services discussed & 3 Saual
2 ¢ Information provided on at least half D Siaiially Adladall i plealt chead Y e sllac]  w 2
of the products and services discussed Liodle o Al Slaaaldly
» |Information provided on at least three - - .
Siagledll e psi gh plai ADE IV e elac| @
3 quarters or more of the products and m Y . ; Tl Adsal 3
-k - A 20 - - | - |
services discussed 2 2 '
3 s  Not Applicable iy e
g Did the staff attempt to acquire more customer Jal e Gl Adlata S e glas 43 el A gacey i galt 43 JaF
information so as to follow-up at the end of the visit? B Al (b dauliadly alidl
3 1. Yes X RS 3
0 2. No O % 2. 0
if ‘No’, please specify your comments: i mlads a8 ela ) 1S 1)

11
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7.1 Timeless

+

ey 71

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

o QR pall g pad) pea bl Sy (g RN Jpda die UBUYI g1

2 dadill a8l ga e [ al¥! il

INT: SPECIFY TIME IN MINUTES:

©
n

e

:‘j.ifl.ﬁl [SFRT Y l-'ai‘,“ S :h‘&'-_l

0 s  Over 15 minutes O 6115 e 81 e 0
1| s 5-10 minutes O FA10-5 e 1
2 I ¢ 3.5 minutes E Ji5-3 e .
3 e  Under 3 minutes O SR e e 3

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

Cfa (S5 Jaay iaall B UV PRI oy a3 AS A

Queuing system did not function at

0 al X AR e Gy ¥ aall 3 UBTEYI I e 0
« Queuing system functioned, but it , . o . . )

) gl ey : | sy ey o

! worked with a few impediments LI | St e e 0505 Sy N e I 1

2 +  Queuing system functioned and it ] o J8E g & phany Sy il B LTV L G e 2
warked quite easily and efficiently Lo

3 e (ueuing system functioned and it D Oty dals U ggey Jamy il 3 TYI GG e 3
worked very easily and efficiently Jab

* Notapplicable D Sy . -

¢. Time taken for the “purpose of the customer’s visit

to be fulfilled once reaching the counter:

A ga S Upeo gl die Gau 0 B0 b 40" Sal G 285 Gl g G

:n i s

INT: SPECIFY TIME IN MINUTES:

12
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H. Additional Comments on Visit 18k Tl Adladal) A8LaY) Cila il .
({ff any): (D )

~ Cf«rw-ao e lotaten e bank]
Proutde wenl ‘Qa,\k«,j oy |

End of the Survey - Thank you very much....

Ysa 183 — plsuy Al

- TOTAL Branch Score

(Total unwmghted branch score, summing all sectlons)
R | - Tatall’nlntsSmndlnﬁds :.]‘utalPolntsAllonteq:ll;.
. Sectlm 3 PanmurUnderEvaluaﬂon 7 . ) ; ™ ter . - -
c Branch Presentation and Customer Facilities
0 Greeting and Soft Skills of Staff
E Staff Capability, Xnowledge and Cross-Selling
F Timeless
T ST S s . g e
BN ~ TOTAL SCORE .
£ Al biii £ gane £
(?my\dséa;‘&}ﬂm)u\ ).IGJ:!LI.L“ &}aa.n)
Jalad [Acaaial Bkl p gapa ] pcalll B Upcaadt WAIR £ gapes B 8 ikl 3y gl Julah paalll
U,_,J)nm i lu:ﬂ-_n‘—-d' "IJ&_)B‘H.IB -
Gl gl Ot Jlgay a0 <
A aopll e g 438 g dB gl G0 £
< gl r
R & j P : L, HEsam
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