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PROJECT: Money
SHOPPER CODE DATA ENTRY \ EDITING | SR. #
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A. Details of Visit 3050 Jaealds o
Bank Dhofar 4 b ol
Bank Muscat O lalea Sy
National Bank of Oman O sl gl S A5k e Daad gl 2Ll
1. Bank Visited
HSBC-0IB O HSBC-0IB i
Bank Sohar D oo iy
Other Bank: oAl
'8
2a. Branch Name SLLNA W g oAl ol 12
2b. Branch Area gu. vl \,,v £ ol aipe 2
3. Branch City SMMQ_ L 3
4. Branch Region Al Da l(,h\\?lc\ 2ikidl 4
Day | Month | Year ad e [ s ilew 5
5. Date of Visit
| | 2¢)3 | & | 3
Hours [ Minutes Y] | Sleludl
6. Start Time of Visit bl luedy 6
35 \2 ’
H i uldy) zile L)
7. Total Duration of ours sl = s 7
] E
Visit | Z o l 22
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2 General Enquiry relating to a
specific Product, Service

| and/or Facility

| INT: SELECT AS RELEVANT AND/OR

SPECIFY DETAILS OF

PRODUCT/SERVICE

or Current Account

Saving Scheme

Housing Loan
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4.1 Cuswpanngmwywaﬂabh for the

5 e § e i a Y (Fgeiall 2y b 4.1

Mystery Shopper?
3 1, Yes . A T 3
2. No D 38 2
i. Specify: o
ii. Specify time taken to find parking: min. s il ga Slag¥ a0 il aa
4.2 Entrance to Building el N Jsal 4.2
a. Wasthe Entrance Clean? olidas Jaaad) oS Ja )
3 § Yes | axi 1 3
0 2 No | 38 2 0
If ‘No’, specify “Why / Describe how” the S S Ciayl 1" ana Mliad e ST O gl S
entrance was unclean: ki e Jaad)

o ;
~ e, wests baskews
ewlrance S\the b

ak Yy

b. Was the Entrance Convenient?

Tl sl S O

3 1. Yes

a1

3

0 2. No

O X

a8 2

0

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

branch

Was the premises clean?

Coadia Jasall (%3 o1 LT 3am ¢ "I oy (8

3 1. Yes

0 2. No

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

IS MRS Chm gl /1Ll 23a bl e "IS" Ll gall IS 13
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a. Posters / Branding material present on doors, walls
and windows?

*‘m,.m_,ub.u...ﬁ .ulywuhg_,h..uh)ls[;&daa.”@ }

mu_mam{a_ag_pam;ﬁ

any aonie §the boe

3 1. Yes O a1l 3
0 2. No [} 2| o
If ‘No’, please specify “additional comments”, O Mgl Glaa Sl aa Sllad e FUET il gad) SIS 10
if any: “Cidp g

b. Pamphlets, Leaflets and Brochures on display?

fl il g sl o e S A

if any: ) . Z

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

3 1. Yes E axi 1 3
0 2. No O w2| o
If ‘No’, please specify “additional comments”, O ¢Ailal Cllaadie sas Sl e THS" el S 13
if any: iy
£ Branding material up-to-date? ka4 jladll cladal) 3 g A S
3 1. Yes D a1 3
0 2. No & €2 o0
If ‘No’, please specify “additional comments”, O "Hailial Slaaa" daa Sllad ST O gall S 1S
Dy

1305 miia 9133 £ b ga (0 %80 Ot »s! T

desks and counters? fdaadll
3 1. Yes X 1| 3
0 2. No d 22| 0
If ‘No’, please specify “additional comments”, O Mlgilal Claadla" 2 Hliad (e IS Gl gall GAS 1Y)
if any: Say

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

ey ha Ol (9 s (sl pall pliaa [ JS OIS O

if any:

3 1. Yes & p=.1 3
0 2. No O w2 0
N | Masilal cill W Lad e NS | 1€ 15
If ‘No’, please specify “additional comments”, o ¥ ) ERacnd™ das lliced s " ) i‘“
. ™9

c. Were all/almost the entire staff wearing name

€ pdlbanaly S gasiay (gl gl plima | S IS A LS

badges?

3 1. Yes E] ani 1 3
0 2. No A w2| o
If ‘No’, please specify “the approximate Cl) il gl o ) dnall s Sllad e (NS il yaldl IS 1S
number of staff not wearing name badges: peitanly Sl LS Gygeay Y

‘
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| a. Was the area surroundlng the TM and CDM

e 3 iyl gA)LY g N il 3 32) dagaall GRS IS L) |

machines clean and presentable? ¢ gl
3 1. Yes O 1| 3
0 2. No X 2| o
If ‘No’, please specify “Why / Describe how the S " Chayl M3 daa Slad fa M'US" i gad) AS 13
area was unclean: el e S
MM_AD_QLMG
W CLQ-’O «f te Vlor C 'W
b. Were the ATM and CDM machines functioning? el il £13Y) 5 N bl peall 354l QS b o
3 1. Yes D PO 3
0 2. No &4 wW2| 0

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

Llosed .d-gv'rm'xd&n

&

el 4 OS5 Al A B " daa Al e ST il gall IS
il peall Glea gl 2aa ) Jaad Y (gakd) 11y V) Gl all
(gD g1V g Y

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

CATM/CDM 4Gkl & 1o i) gl 400 08 G,

=

a. Was the branch air-conditioning fully functional

3 1 Yes & P

0 2. No O X2

3 | 3. Notapplicable [l GRu¥ .3 5
If ‘No’, please specify “the time at which at 48 Jany ol 3 2 " aaa SLzd pe MIST Gl gl IS 1)
which the cooling was not functioning s S Akl

PS5y Sy hang (4 Sl '

and sufficient?
3 1. Yes X m1| 3
0 2. No | w2| o
If ‘No’, please specify “Additional comments / [l Cllaada" daa Slliad e NS o gadl 1S 1)
Describe how it was insufficient: S S Al S Caa
b. Did the branch possess sufficient lighting? AN Selaly p A A 4 o
3 1. Yes | i 1| 3
0 2. No O 2| o0
If ‘No’, please specify “Additional comments / [Magieil Cllaa " daa Slliad (ST Ul gall S 13
Describe how it was insufficient: S S Al s Caayl
5
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' ¢. Did the customer have sufficient waiting space / [ fuslal) o lia (e LilS 33 [ UBIDU 4808 Aalice Joaall (S A S
seating area?

3 1. Yes O 1| 3

0 2. No X 2| 0

If ‘No’, please specify “Additional comments / S i T Sl el
S U8 ) S syl

Describe how it was insufficient:

| 6«0«& wn Cose -’(W a
: o lhan § Cuolomess

d. Did the customer find it easy to follow the signage y S e B o AR o ; <
Y gnag Ay £ AN JA13 Ao gai gal) UGN & pny 2y O o Ul A

within the interiors of the branch, indicating different R : a e
€ Janl) Sl 1) < | bl ) a3
counters/ work stations? Janll (Sl y (OSall) Sl gl il ) 22 2
3 1 Yes O m1| 3
© |2 N X y2| o

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

ool oA ,;‘3%&}'3 ev. Thtr

gl y fAgilis) Cllaada" e Sl e ST Gl galdl 1S 1)
S S5 Al s

(ownr kv W The S15¢ ol
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5.1 Greeting of Customer

4

Ol a2 5.1

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

Tp AN ) Algas g8 i) Ggiddl e cbadlfoa A o5 OA

e No greeting / acknowledgement

o

G/ e

e Greeted within 10 minutes of entering I D

Greeted within 5 minutes of entering , E

Yoot

b i oo B 10 s A |

0
1
2 .
3

¢ Immediately greeted on entering

O

Jraadl Jgis Hd oz il e

b. Did the staff either / or:

1Y) gaaly cibipal) 48 b o

a. Ask for the customer’s name?

flaaall gt e S

b. Greet the customer by name?

[3 | &5 Lol
T )SJ\,E‘;,:\‘L\..I%I&J_NTI

*  Yes, the customer was greeted by name /

Jlml}\luf%u.‘ﬁr_!.’ua_h_é;)ﬂl'ﬁﬂ.?u .

3 :
asked for his / her name ) I:I Lgan! 3
0 *  No, the customer was not greeted by E danil 0 ey aly /sl 83 ae Jsandly i 3l 3y ol NS 0
name / asked for his or her name Lgad

G e peadindd g "0 gl e liaa G LS i pall L O

A Did the staff ask, “How can | help you today?” - 3 e o "‘: ""] X\U: L:
and Probe the purpose of the customer’s visit? ' -
3 1. Yes, the staff did this [l Aty Cals gl 215 5 ani 1 3
0 2. No, staff did not do this [ A1y Gl yall iy o (NS 2 0

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

alial/aalial e Uy (AL eidl 4055280 5 04 S

1. Yes, he / she was redirected on the

3 basis of his / her needs

aldal/atalin) I (3)dunll dua gisale ] 35 0 a1 3

2. (OR) The first staff member

Or Upaall 4y AT 2 J Y il gall il (1) 2

the basis of his / her needs

s v L AT T
a. Were the staff courteous on the customer making
his / her enquiry?

3 e.n.counterec.j probe_?d the nature of D e faneln gt e 3 g 3
visit and assister him / her
0 3. No, he / she was not redirected on

LeRaliial/adalial ) 4z gl sole) 23 4 38 3 0

&

Tl 530 Loas AgheS P 0 il (241 B8 vdpal) S b

customer enquiry?

0 e No, the staff were not at all courteous m MY e il cibgadl (S Al S e 0
e Yes, the staff were quite / reasonably b e e : .
1 4l AL Gl g 3l canl
courteous D e s e >
2 e Yes, the staff were courteous D T R L UV S 2
3 e Yes, the staff were very courteous D AL el Gl oyl S sl ol e 3
b. Did the staff demonstrate “active listening” on el Sl "l plinal™ il gl 4Bl U o

* No, the staff did not demonstrate

| plaal CAB gall o
0 active listening D Ui sl AR S . 0
* Yes, the staff listened quite / . SN . . &
Lty A pda A3y by ) piea) 3] ¢ an
* reasonably actively D Sre Bl Kyl Hige 8 3
2 * Yes, the staff listened actively E Loyl cabgall aal dil cani @ 2
3 * Yes, the staff listened very actively I:I LoV Ga L8 il gall el ol aad @ 3
7
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Did the staff appear confident? fhaki o Byl o cibgall 4B 4 o

e No, the staff did not appear confident A Cpa (Bl ) e il el A NS e

e Yes, the staff appeared quite /

¥ LT PP TR v | 4_“1 Calhiall B ol
reasonably confident M Sy Da Byl e sall 4 as e

e Yes, the staff appeared confident Adi e Bl adl o Cilbgall glaal e

A cpa Ll @l adf o il gl el cans e

00 ® 0

e Yes, the staff appeared very confident

d. List the names of staff interacted ¢ anitat g g et 650 5

e /v Bl aralp Sed P Caalelz

S22 P G Yoal  Alau/)adl e

o Mr/Ms. Pusma AlYHan ] W L) A, ALUyJadl .

e Mr./Ms. 3 ULl laldl o

|
|
|
|
|
|
|

e Mr./Ms. 4 Al Latil .




6.1 Staff Capability

Ol gl 53 6.1

58 J85 (g ) Slabia) Aagle (8 JleadluYl il gl 28 A L

;' a. Did the staff frequently probe the nature of the
customer's needs?
3 1. Yes KX a1 | 3
o |2 No O 3L 2 0
If ‘No’, please specify your comments: il Ll a8 Bls (NS 1) |
|
| a
i i
| [
b. Did the staff actively attempt to anticipate ferssl Shaba) ShSu Alab 41 glasy wilh gl o6 J4 i
customer needs? Roba
3 1. Yes O pn 1 3
0. 2. No & 38 2 0
If ‘No’, please sze;ify ygzr comments: I Ul pliady a8 Bla ) S™ 1Y)
c. Were the staff able to cater to the needs of the ) 330l ilh 93 e Gl Slaliia) 40 b gl plicd A S
customer without seeking the help of a colleague? i PR

3 1. Yes ] a1 3
0 2. No 5| 38 2 0

If ‘No’, please specify your comments: ) Flady o8 Bla ) AS" 1Y)

1P pLTo WO moii ﬁj\‘ Jore. o Q.
INT: IF the Answer is YES , so the answer for Q ‘,\to” ., & h,‘l CSQE! ,a:nr
D should be Not Applicable b o _
w Woe ud ans §) eunny lhadiy
d. Were the staff able to answer all / most of the . 4 =
questions posed? fda 5 laall ALY abaa [JS (e el Gib pall pllaiul Ja S
3 1. Yes ™ a1 3
0 2. No O 38 2 0
3 3- Not Applicable @iy 3 3
If ‘No’, please specify your comments: A rlabs A8 5la ) ST 1Y)

e. If the staff were unaware of the answer to a A Alma Al [opme g o L) o 38 B ) 0% &1 13 2
particular query / queries, did they politely “ask a3l dal AL e 400 5 e 2SN Jaf G JUBIIYIM Gl dlia ilh
you to wait while they double-checked with the
system / a colleague”?

3 1. Yes 4 pai 1 3
0 2. No O 3 2 0
3 Not Applicable Gebis ¥ 3
If ‘No’, please specify your comments: Sl plady 48 ela 1S" 13
9
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a. Overall, was the staff well- mformed on Bank

uhh,um%uuhwuh‘,dldﬂ--uul PLGJS..’.'QT

Dhofar’s product and services? B L
0 * Not at all informed D VY Je Claglaadsal Gl o 0
e Wellinformed on at least a quarter / a ‘ .
- 21 i Tl = ' PI“ ;e =gy 1 1
1 few of the products and services D - A s e ‘F. Ji ."L fu- ‘ 1
n‘_..!t.u
discussed i
2 * Wellinformed on at least half of the D S A Slesadly Claiidl Ciaal pe Y1 e day e 2
products and services discussed Lgiiilia
* Wellinformed on at least three- il i
o P i ol gl 5 i M
3 quarters or more of the products and m Sl Sy "”{ "'h "T' ‘ 3
28 s
services discussed #o 7

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:

q’JJ‘L“S}"“JtﬂJﬂq“ﬂ-‘)“ \"uﬂﬂu@"ibﬂyeﬁu
uh.\mUuL).m'LgJ.'nSdlu}aﬂgJ“ ﬁu&*ﬂ‘fﬁ“‘:‘ﬁ"’ (\-l

INT: LIST THE CODE FROM SECTION B. ’

S peal) o a0 A0S, B il

(Aakid) oia

0] * No knowledge at all D ALYl e aly Y 0
e Well informed on at least a quarter / a
Silaadll y Slatia) - | |
1 few of the products and services D £ on S s o J?,L:h j:i-‘l ‘ 1
discussed
2 * Well informed on at least half of the D 5 A Claasdl y Sl Cieal e Y e ey 2
products and services discussed lgiiilia
e Wellinformed on at least three o %
Clatiall e 381 i gl ) A3 Ji
3 quarters or more of the products and | 4 E ot ‘E‘fnc& f: :h, ,.1..,1‘ o 3
services discussed ¢ ’

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

Slatd y Slaliad " ALGY) Al G aLAl Al glae cilb gal) o8 Ja o

and services? el
0 e Nocross selling at all B4 ALY Gle sl aadl dglany sy ol o 0
1 e (ross-selling after a lot of prompting D S Gy G A g ALY ol Llas W3 e 1
e (ross-selling after a little / some . y :
T WL l oY) asll ol L8
2 prompting O =l ¥ O AR g LY all dda 5 e 2
3 ¢ Immediate cross-selling attempt D Sl e oYl i lglas i e 3

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

LG gl U oLy Cilaad y Ciladia 13 7 5 Gilh gall o0 G4 &
SAUL & il a4 U "l

3 1. Yes

aet 1. 3

0 2. No

Bd O]

32 0

If ‘No’, please specify yqur comments: _

-ﬂd T rlals f.! ELtJ «TAS" |_‘.'l
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| e. Did the staff attempt to provide “complete
information” on Bank Dhofar’s products and
services, along with relevant literature?

Clasd g Sladie e "ALLS Gl glea” il Y & glaey il gal) 28 Oz

falall @) Sl aa jlib oy

INT: LIST THE CODE FROM SECTION B.

(ned Candl

S paall G 3a M 4SS o8 ttaly

0 ¢ Noinformation at all i ALY e Clageay e 0
¢ Information provided on at least a —
dalatlll Cola ’.A.A.I ,’.-I..l IA—; ka' .n; -
1 quarter / a few of the products and o k= & 1

services discussed

L‘_.JL..A ’;. '-’_' \_.\.A_.A.JJ \_.A.....A.‘LI

¢ Information provided on at least half

Slatiall Alaidl Sl gleall cdead Y1 o sl @

i 2
2 of the products and services discussed gailia o3 A Slaadd)
e Information provided on at least three Clastaddl S0 41 gl D8 S o o)
3 quarters or more of the products and e e YRy 3
) ) 4.1._!\_-;."_1 _ILA_LI)._'\_).\.L.J_W_L‘.
services discussed
3 * Not Applicable Gy e 3

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

BT

falaall il daslial) 44550 y Clalieaddl y (Silp) 2 Yl ddlaie Sle glas

INT: LIST THE CODE FROM SECTION B. %{d S paadl) e el LU A8 raly
0 * Noinformation at all D ALY e Glajiaay e 0
e Information provided on at least a Sl wit "
dalaia) il gladdl 2 Y1 e
1 quarter / a few of the products and D "‘M :‘T Gl [ B "h 6_ : 1
) . [PEROEPIPY 4.1.\ Slaasl) 3 Sl
services discussed
2 * Information provided on at least half D Slatialy dalaid) Sl plaall cheal B o clac) @ 2
of the products and services discussed Lgiiilia o 3l Claadlly
e Information provided on at least three wsi 4 e .
2 gladdl | gl gl A0 J3) e elac)
3 quarters or more of the productsand | [ e G 80 5 B0 ot 3

services discussed

Leiilia 3 3 cilaadlly ciladially dilaid)

3 e Not Applicable

GbuY e

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

Jal (e p i dlade ST il glae 4 el A glaey cilh pal) 03 JaF
5450 s B Aajlialy ,L,.n

3 1. Yes

a1 3

0 2. No

X 0O

s 2, 0

If ‘No’, please specify your comments:

Luwm
\(\ o .

AT iy o ola ST 1Y
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7.1 Timeless - : ik & ‘ = ¥ AR ey K
a. Waiting time on entering the branch, before o O sl (B pal) g Jalall O g A Jpae e LN cdjy,)
dealing with the frontline staff: D Aadidl adlga e [ alal) Bdd)
INT: SPECIFY TIME IN MINUTES: I 1AL G cB gl) aaa sl
0 e QOver 15 minutes D 58215 e X e 0
1 e  5-10 minutes O 3ii210-5 e 1
2 e 3.5 minutes O Gd5-3 e 2
3 e Under 3 minutes [ S o Jil e 3
b. Did the customer feel like the queuing system - N . D e s il o -
freaa iall 4 sy L J) &
functioned properly? Ciskithny s VI B Gl e A b
§ . aQiTeumg system did not function at D Y e Jamg ¥ il i Y A @ B
e Queuing system functioned, but it il oo ) sl b A s
A worked with a few impediments D Gl s e 819 Somy of JEEfl AR . 2
2 e Queuing system functioned and it D Jad JS5 g & ey Jary caall ULy NG S N I ) 2
worked quite easily and efficiently L
e Queuing system functioned and it U8y Al L gy Sty iall iy i ) e
3 . : O : 3
worked very easily and efficiently
e Not applicable E Gy e -
c. Time taken for the “purpose of the customer’s visit & sa ) Jgea gl die g3l 545 chah AuB” Jaf e 333D iyl
to be fulfilled once reaching the counter: M daadl)
INT: SPECIFY TIME IN MINUTES: -2 ® T G S gl daa tdaly
12
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H. Additional Comments on Visit 5l Adlaial) 48LGY) Cla Tial) A
(If any): (S )

-The (ualiovwte (ol ¢

be puolines 6\)&.}6»‘%6—3

- twould poutde a wmachira\ha
auc-u wuredotas o The Cualomea

fov Thin T~

End of the Survey - Thank you very much....
S T8 — ClaiaN) Ay

- TOTAL Branch Score
(Tota! unwelghted branch score, summing all sections):

A g, 5 },‘ o s bk TotalPolntsScoredlnthB HE ToulPolntsAlloutedl
Section Pnumtuthduiﬂnaﬂon Pl R : M g S
C Branch Presentation and Customer Facilities
D Greeting and Soft Skills of Staff
E Staff Capability, Knowledge and Cross-Selling
F Timeless
T e ~ TOTALSCORE| VRN -
e . T s 3 3 A e SO ety
g Al blai £ gana r
(PMY|J¢u¢t)lum)A\)mnm|&w) i
- Jalall fAaai ) BAD £ para | fﬂ‘!lwmew v o LAA) Wy gl Julall | acdll
Cuae3t Aadhal) Oy £ s |
Qo pal) 5 e g a2 &
Al Al g 458 ey (il gall § a8 c
d_,:l C
. e S s t AT
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