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PROIJECT: Money

SHOPPER CODE DATA ENTRY EDITING | sA.#
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\ 1 , i 15 1L
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‘,’AT)]_._._] } [rov l Sl glaalt A0 Ggiall
a3 | A T a7 =
A. Details of Visit Bl Jamalds
Bank Dhofar B4 s
Bank Muscat W nlsa iy
N National Bank of Oman D hanll il It i Gl el 531 S 1
1. Bank Visited
HSBC-O!B O HSBC-0IB <
Bank Sohar D Sl Ay
Other Bank: ol iy
2a. Branch Name 3. Al Hau & il at 12
2b. Branch Area A\ -_prd\C_/ A\M . g il pise w2
3. Branch City T a3
4. BranchRegion A\ al{_‘n\a\c\ daid 4
Day | Month |  Year adddt [ el [ g 050 ey
5. Date of Visit {
| | yEIEY L5
Hours | Minutes JHdan I JERPU
6. 5tart Time of Visit iy ey B
jo [2
i RER Sile )
7. Total Duration of Hours Minutes Ca s i 7
Visit I ? | — I e
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General Enqguiry relating to a
specific Product, Service
and/or Facility

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

Credit Cards

Personal toan
Double your Salary
Offer

Youth & Student
Account
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431 Was Customer Parldng instantly available for the
Mvshrv Shopper?

3 Yes B a1 3
\
2. No O %S 2 1
i. Specify: . aaa | 1
j ;
ii. Specify time taken to find parking: min. a4 i e Sy W g aa
4.2 Entrance to Bullding wrird S Jsdah 4.2
a. Was the Entrance Clean? il Jhadd oS s
3 1. Yes E a1 ' 3
0 2. No | ¥ 2 0

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

S S a3 s Aad e MTHE" L yall 8130

aeadn) g Jaall

b. Was the Entrance Convenient?

e Janiall IS 4

3 1. Yes

pai 3

0 2. No

0| &

38 2 0

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

Taelie Janall DK W1 IR e ¢ IS el NS 13

asthe branch prermses clean’ ‘

3 1. Yes

0 2. No

O

If ‘Nc’, please specify "“Why / Describe how”
the premises was unclean:

S S i gl AN i e e TNE” el A1

Aglai e
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v B ‘. .
[4A_ Béanding Matertal-- b3~ ST i %

v

T LR e AT A i Chaad A

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

".\ﬂlJ.n..1J¢_! jaadl .u|y‘l’1ub4.i‘_;h.|uhjﬁlum.h_ﬁ@ i

3 1. Yes & ans 1 3
0 2. No O 2| o0
If ‘No’, please specify “additional comments”, Sl Slka e soa et e TS Sl gadl SIS 1
if any; Dy

b. Pamphiets, Leaflets and Brochures on display?

Oyt § ZAK a3 A

3 1. Yes 1% 1| 3
0 2. No | w2 o
If ‘No’, please specify “additional comments”, O All Cllaa i dae b e S el A8 13
if any: (Do
c. Branding material up-to-date? falpan & jlash cldlall 3 e b O
3 1. Yes E pad 1 3
0 2. No O 2| 0
If ‘No’, please specify “additional comments”, O il Sl " oo Slad e ST el IS 1
if any: =

a Wereemplayees present at over 90% nf the branch

. c’b-u H..:u.. v-’.u &ﬂ‘ q“'w O %90 i 28 -h-iy-.lu Y

desks and counters? <'4...u..n
3 1. Yes g ani 1 3 '
0 2. No O w2 0
If ‘Na’, please specify "additional comments”, OV ezl Sllaa Mt aaa Alad c FOET O ldl S1S00
if any: Dy

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

Srbn s wra k) 90y OB galt B [ JS S A

3 1. Yes | 1|3
0 2. No O 22| 0
o lcl‘l " oo ML YL n . i . ‘u " — | - I.\
If ‘No’, please specify “additional comments”, S Sladle’ i S e I el _‘{i“
. = ]

if any:

¢. Were allfalmost the entire staff wearing name
badges? .

Cadlanly DS () gaainy (phlh galt aBias f JS SIS A LS

3 1. Yes

~1| 3

0 2. No

RO

b L 0

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

ue_‘d'l ue.l.n)‘l]q.u_)lm .\.:;lln:._ﬂ_dw"')\S" \_Ill)h.“ Jl_‘n'l.]‘
”—I‘LA.HILIL_}‘JLMJM'Y
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467 i "ATM sind COM machinay 1 7% & 1T

+
T el g 1 gl Qg IRl 00 46 |

a. Was the area surrounding the ATM

u...;._,_.,& lga.a._rn,vm_m,ans;,ﬂi PRI

area was unclean:

machines clean and presentable? T A
3 1. Yes 0 i1y 3
0 2. No ] w2l oo
If ‘No’, please specify “Why / Describe how the S8 GS Cayl /T a2l S MUY el AS )

i VISP R L

b. Were the ATM and CDM machines functioning?

P,_pnﬂ:l 4.\'1.'..1& &I-L_I\I’\J "’a‘ﬂ I_i'u—d.h ;j‘.‘_bl Sl JI o

which the ATM / CDM were not functioning
{and specify which machine, ATM or CODM):

3 1. Yes E a1 3
0 2. No O M2 0
If ‘No’, please specify “the time at which at Boeal A S0 T I e el e DS el S

el g ._‘;I 2 y) Jaad Y Rl ElaYiy SV i el
(gl gl g Sy

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

TATM/CDM 4ihis 3 1y cigal ¢ 4 30 oS Ja .S

a. Was the branch alr-condltlomng ully functlonal
and sufficient?

3 1. Yes D il 3

0 2. No O B2 4

3 3. Notapplicable X Selaiy ¥ 3 3
If ‘No’, please specify “the time at which at A Jay ol g8 0 aae Sllsd e ST ) galt CAS 1)
which the cooling was not functioning S JEl sl

* “ul-‘.’ -\p d-'--a g gr‘\Jf-“ il (S di i

3 1. Yes

a1 3

0 2. No

a8 2 0

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

gl Slaaha” sin Al e HMUST i pall SIS 1N
S S Al s a

b. Did the branch possess sufficient lighting?

FAMS Soldly £ il piay A

3 1. Yes X 1] 3
0 2. No || 2| 0
If ‘No’, please specify “Additional comments / il Sllaa i don Alioad e THET ) padl 180
Describe how it was insufficient: o LT CUPY BN PG P




+ + +

c. Did the customer have sufficient waiting space / [ o phall 6l e S 206 [ UBEDI HS Lalne Spanll S JA LD
seating area?

3 1. Yes K 1] 3
]

0 2. No 3802 0

[l Cola S’ aia i e S Ll el S

I r - " N I m n
If ‘Mo, please specify “Additional camments / S s S oy

Describe how it was insufficient:

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

il A a1 s gudd pall AN AL pgny iy 0 i ga ST pidaeat Ja
aall 8l g (lSall) il S5 Ciliie )k S

3 1. Yes a9 3

&I

0 2. No Yy2| o

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

e Wi wh gﬁ %W;A:'iga
5\3% e Yoo

VPR A A TS IS B, WA CWRT S SRR, T I IS L kY
3y faslal e =adt SIS 1)
CECLUG AR,y
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5.1 Greeting of Customer

+

Oy By oy 50 5.9

W
B

Ap Was the Mystery Shopper “promptly greeted /

acknowledged” on entering the branch?

T AN

il Al b AR pudall e Sl foaa Al oS Ca

the basus of his / her needs

Were the staﬂ‘ courteous on the customer maklng

o *« Nogreeting / acknowledgement D : —afma 5N . 0
1 e Greeted within 10 minutes of entering D \ et Jads e BB 10 JMA e 5 e o
2 *  Greeted within 5 minutes of entering E Jaall Jyas ca 35 A 5 e 2
3 ¢ Immediately greeted on entering D Jraxlt gAS gydoa I e 3
b. " Did the staff either / or: YR { PSR- TN| JSe T
a. Askfor the custamer’s name? L IVL PRI Wi
b. Greet the customer by name? Pl S5 me oy cany
3 ®  Yes, the customer was greeted by name / 0 FUE VNSNS WP TP C DI PP, PRNETON | I PP B 3
asked for his / her name g
0 *  No, the customer was not greeted by E e g aly fdand J80 o el s il G0 W30S e 0
name / asked for his or her name PR
R S ity T gt SO L Al dyS™ kB gl Sl A D
. Did the staff ask, “How can | help you today?” - 3 et b "‘: "'5 l;": 1:
and Probe the purpose of the customer's visit? N
3 1. Yes, the staff did this O A syl 25 3 ans 3
0 2. No, staff did not do this = Ay eyt a3 2 0
d. Was the Mystery Shopper redirected on the flplaliafdlatial e ol  Ad] Jpedall 43 5 dolel o5 00 &
basis of his / her needs?
1. Yes, he / she was redirected on the I
’ Halbafaflabiad 3 (5] daaad) aaa o5 53le) 35 S8 oaml, 3
3 basis of his / her needs D lelaliatalatinl I (5)Jaal a5 0ie) 45 8 gt
2. {OR) The first staff member - o
Jeanll D 3l Lyl calh gall edlld {1
3 encountered probed the nature af m o Sl S iiL...J/.x.’m ’;h oy {(') 2 3
visit and assister him / her 2R
0 3. No, he / she was not redirected on LRl /aRaliial L1 4 il 52ke 55 o] 36 3 0

¢ Jpanl) ..nu.gi,s F & usinnl 1535 (i iyl S ]

customer enquiry?

- his / her enquiry?

0 * No, the staff were not at all courteous E DY e Rl caBgadl G5 Al M8 e 0

1 . ::f;,.::z:;aff were quite / reasonably D i AL psha Ay Gyl las S pel s 1

2 *  Yes, the staff were courteous D Jhl il gl K ST ael 2

3 e  Yes, the staff were very courteous D AT o il pall S A s e 3
b. Did the staff demonstrate “active listening” on St Jlaalindy  ulat pliaal™ B gall 4B b o

* No, the staff did not demonstrate

Lty plial i pall gy al (S
0 active listening D ke il ot * 0
*  Yes, the staff listened quite / . et . es . . o
! (*lm] (4 4‘! )h.l L.IB i "I..dl i
1 reasonably actively [:I sl B [ gk ¢ cdBgal Wres @ 1
2 * Yes, the staff listened actively E Latay) wibgall ol 32l cans @ 2
3 s Yes, the staff listened very actively | LY a0 Bl sl Tl i e 3

~
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c. Did the staff appear confident? Thdi By Al e il gadl g 00 D
| * No, the staff did not appear confident E ekl e B G el gall gy Al WS e
*' e  Yes, the staff appeared quite / - .. e “ N
kg dadd 140, Je i gl s s ans
reasonably confident O] csmeusty On By A o gl e vps 0
l e  Yes, the staff appeared confident El ! ki G B g A SR il gall g ani @
E «  Yes, the staff appeared very confident [:l i P HE PRI « PR F A RNV (VS -V R
. - - :
; d.' List the names of staff interacted {‘ s e (it o gt a5
| with; |
¢« Mr/Ms | 1 | (8 3 Zob ) pt Al e
e Mr./Ms. 2 * Loulf it e
i o Mr. /[ Ms. 3 FUSS PR .
= Mr. /Ms, 4 Ll el e
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6.1 Staff Capability Okl galt 3 b 6.1
a. Did the staff frequently probe the nature of the oS Sl e 0 Slaltal Aapb (8 Ll i gal) aid A
customer's needs?
3 ! 1 Yes O pri 1 3
1 '
0o iz No X % 2 o
If ‘No’, please specify your comments: AW IR LR kY
LS

C‘wl;ha'mo

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

Tl Olabia) Fafal Altad Al jlaa wili pali 25 0 o

3 1. Yes

a1 3

0 2. No

62 0

If ‘No’, please specify Eour comments:
L > o

acks

L el e ST 1Y

c. Were the staff able to cater to the needs of the

o 50 e it 5 g e g3 labtal Al Gl gal) p il (A

customer without seeking the help of a colleague? T2l
3 1. Yes D PO 2
0 2. No ) =4 38 2 0
If ‘No’, please specify your comments: A rliady o sla ST
He aoked ;-.4 ) wholold hign ~ i

INT: IF the Answer Is YES , %o the answer for Q

PR, 0 G 0

\

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

fda g hall ALYl plhes £0S 06 DY) i gall pilaind 4 S

3 1. Yes O pai 1 3
0 2. No B 3 2 0
3 3- Not Applicable Suaiz V.3 3

If ‘No’, please specify your comments:

Hiwe o wntThe manage’ w
wae nod Thear | “

A Ly el ST

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”?

A i Al fopma Jige o Y o 100 Gl gall 08 0113 2

5330 aai foUBI e A0 5 S0 Jai e JBINIM aydehy dlis il

3 1. Yes Bd i1 3
0 2. No O 3 2 0
3 Not Applicable Galaiy Y 3

If ‘No’, please specify your comments:

T gl 8 s, ST
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i DS .‘.?: v M SNE Y - TR N .- . -“ -- -'-{’:i" e, F‘
: 6.2 . Prodisct Knowlegge/and Cross Selling . . | S LR ‘s."y‘ i'ﬂ"‘" ﬂ""“ﬁ‘:&“ A +‘¥ g
a. Overall, was the staff well-informed on Bank . Sl ul-\-uu uh-u Ahus Dl pie i pall gaf CAS A e JS-J
Dhofar’s product and services? : 7 b L
i 0 * Not at all informed 5 D AUbYl e Ciagleaanl pui e | 0
e ‘Wellinformed on at least a quarter / a ;
] Slaadn! y Slaiat ! L ViR
1 few of the products and services i 24 = o il e e “_’:._.:‘f ‘u.' * 1
discussed i . e
! 2 +  Wellinformed on at least half of the | D ! W5 Dheralh y Slatiall vdeal e 3V deoaly e 2
products and services discussed | | I
* Wellinformed on at least three- | ' . . -
i Sl e A8 gh sl S Y e Wl
3 quarters or more of the products and | D ’ o A4 E.'fa. - J "& o * 3
) K | | PR Al ."_L.' iladi) gy
services discussed :
b. List the details of the “main purpose of your visit” i i peadll B o 5o L) "B e ) g Aleaile AaiY by b

(as per SECTION B); rate the staff on the level of
“product / service knowledge” in this area:

MSbaddll g Siladially  3iasall ﬂ_p.dl S Hinsa” L il galt H;':“ l‘i" ]
Adkidt ol

and services possess a “Comparative advantage”
relative to competing banks?

' Ve = Sl e NS0 A rtaly
INT: LIST THE CODE FROM SECTION B. ' (e UD)-’
0 ¢ No knowledge at all D P (R SIPL T Y 0
¢ Well informed on at least a quarter / a
Slaaadl g Sdadudt § - Wi !
1 few of the products and services E = O o i I e ",E, “’h "‘u‘ * 1
. [PRREN P
discussed
2 e Well informed on at least half of the I:I A g Slesally lamid) dheal e FY o sl e 3
products and services discussed ala,
+ Wellinformed on at least three . -
lamadl e i8h gl b AN B b Wy e
3 quan:ters qr more of the products and D i o3 1 Sasal 3
services discussed
c.  Did the staff attempt to “cross-sell” other products Sladd g Sladiad " ALDY) Al G WAL Al glaay Cilh gall B Ja
and services? £ Al
0 ¢ Nocross selling at all O ALY e oWl andl laay s ol 0
1 * Cross-selling after a lot of prompting E LAY WA [ VR L I W TER (R PV B 1
2 . Cross-se.:lling after a little / some I:] I Ml (o ) 2y LsY) i Bl 6 o 2
prompting
3 + Immediate cross-selling attempt I:] Sl e LYl U e e 3
d. Did the staff explain Why Bank Dhofar’s products

LLadY " (ot D Ll Chedd 3 Slpdia 1l £yl B gl BB 4
S gl ae A5l Al

3 1. Yes D o~ 1 3
0 2. No bd 3 2 0
If ‘No’, please specify your comments: ;‘aLjIJ gliady ad sla ) TS™ 1A
10
+ - +
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e. Did the staff attempt to provide “complete Slatd y Giplia 5 "AAS Se glaa” Ll Y A yiaes Lib gt gd 04 2

information” on Bank Dhofar’s products and
services, along with relevant literature?

faluall 13 S ae ik L

INT: LIST THE CODE FROM SECTION B.

& ] Coa 320 0L 3 1aly

0 ¢ Noinformation at all & AUV o Siagaay e 0
s Information provided on at least a .
Aiacal el 1! L . !'\n‘ v ERT
1 quarter [ a few of the products and D e L'H' ’F‘ "'?_‘.l "I' G:fj ¢ 1
services discussed & RO
e Information provided on at least half Slpdiady dalaidl i paal! cheal B 8 elae’ 8
2 e O S e 2
of the products and services discussed PRSP IR PEEU)
¢ Information provided on at least three i s
Sila glaall a8 g BLTADIS IV o lac) e
3 quar.-ters c_ir more of the products and D e 0 3 sl y el e 3
services discussed
3 e  Not Applicable T AT S 3
f.  Information on relevant procedures, PAlaall 3 a ] A0y Slaliaall g (s 2 Yy Akaie Sile glaa
documentation and follow-up method?
INT: LIST THE CODE FROM SECTION B. 0l (e a0 A B taly
0 e Noinformation at all E Ghbyt e Glagaay e 0
¢ Information provided on at least a .
Aalaiadl e glaall Sa I fauy BYY e placl e
1 quat_‘ter/g few of the products and D L2 25l ey ey 1
services discussed
e infarmation provided on at least half Silaially Aleiall S pleddl head Y e cllarl e
2 S 1 i T 2
of the products and services discussed LB o5 A Shasally
¢ Information provided an at least three . - .
Sl gledt S J81 o gl A2 B e slac) @
3 qualrters c?r more of the products and D LB i ikl il dilaial 3
services discussed
3 e Not Applicable ey Y e
g Did the staff attempt to acquire more customer Sl e Ry Alladie ST Gl glae A3 aal AT oy ilh gl o3 JaF

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

%5l A A Aaglially oL

3 1. Yes 0O a1 3
0 2. No X 32, 0
If‘No’, please spaify yourlgomments: ) ) Ly o ela ) ST 1)
11
+ +
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7.1 Timeless

<l o

7.1

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

o 933 ) O gl fon Sl S okl Jgia e U] )
s Awadll adiga e [ alad i)

INT: SPECIFY TIME IN MINUTES:

D s B saa i Zaly

|
o0 ¢ Over 15 minutes ) I:] i 08315 e 60 e 0
b1 e 5-10 minutes gl 8 10-5 e 1
2 e 3.5 minutes O 353 e 2
3 « Under 3 minutes E SR 2N B e 3

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

Tama J Sy idaall A U BBS Gl G 3 el O g

Queuing system did not function at

o all O S e Jory ¥ sl S G 0
e Queuing system functioned, but it el . N ...
yany A Lasyt Ll -l
1 worked with a few impediments D il e Ol ey o SEE A e 1
« Queuing system functioned and it Jad S5 g A ppr Sy il iU AU ) e
2 ) ; . | 2
worked quite easily and efficiently L
3 e  Queuing system functioned and it D U8y Al Al ey oy il iU Gl ) @ 3
worked very easily and efficiently Jad
»  Not applicable E SuaizY e -

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

to be fulfilled once reaching the counter:

gige Al Jgoght 36 gl 3 g chab Ll Jal G dda Cl gl o

:" " 1l

INT: SPECIFY TIME IN MINUTES:

pE v 11 PEVENICIC | TENTLEA
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W&e alen

+ + +
H. Additional Comments on Visit 2l il Allaial) A8l Gila Shall .
(1f any): (e )
- Pwu—v.bh. mw\bg.u.,-huj w2

- Phonda  RGS inthe RTH

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

Y3 1S3 — Gt Aglgs
3
G.  TOTAL Branch Score
(Total unwelghted branch score, summing all sections):
ol S TotalPolntsSmredlnthls | - Total Points Allocated /
Section Parameterllndertvaluaﬂon ST Area: Parameter©
c Branch Presentation and Customer Facilities
D Greeting and Soft Skills of Staff
E Staff Capability, Knowledge and Cross-Selling
F Timeless
. TOTALSCORE | - - :
g B Egare  F
(eusyldst.u. s&)ﬂm).ll ME J::Ll.l.h &_’A}A)
Gl Al il y £ A pis &
Cop gall ik e g a3 <
A ol dylae g 458 jaey (i gall 5 d
<8 gl c
L] R PIEIT Y
13
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