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PROJECT: Money
SHOPPER CODE DATA ENTRY EDITING SR. 4
Name | Number Name Number Name ‘ Number
| | K330
1§ 3 )
).j_):‘ ! - et - ¥ . - -t -
. 1 e : ‘_}_-‘-3.‘.‘.‘.\ u.a_gll_u'! g_na._‘.‘ d_’.—-ﬁ.}&i A
Al | Ay P A s Ap 1 Ay’
] | 28
A. Details of Visit 3oL Jaalds A
Bank Dhofar E Frv-pen
Bank Muscat D dada Sl
N Nationat Bank of Oman D iandl ida Il i3 G g
1. Bank Visited
HSBC-OIB O HSBC-0IB
Bank Sohar | e 2l
Other Bank: LAl
2a. Branch Name K@WQ At wQF| (w&M (AI KOJM& ) gl 12
Y
2b. Branch Area Ay [aM,_Q g ol aiga s 2
3. Branch City A\ Ka/an il 3
4. Branch Region So.,Lnn ﬂ\ Sha{cr?’a\ kil 4
Day | Month | Year dudl | e il ap 5
5. Date of visit .
| | 2013 £ | )2
Hours | Minutes il | JEXPIWAY
6. Start Time of Visit Foui iy iy B
30 \
: i il Sl Ll
7. Total Duration of Hours Minutes S i 7
Visit Q 6 | SO o s il 8la

T- D6 N l,)




2. General Enquiry relating to a

specific Product, Service
and/or Facility

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

Opening a Savings
or Current Account

Saving Scheme

Housing Loan

Car Loan

Educational Loan

Credit Cards

Personal Loan

Double your Salary
Offer

Youth & Student
Account

O0O0OKO0O0O0OO

j)\s.a.\in‘_'guc_'xiqélnhrls il 2

[ AL ol 332 g} f gy pusbialt Bdl daaly
FWRER ]




HIT R

T oL L

1 ooy TR o § e ge AT SiD 303 00 4.1
3 1. Yes E a1 | 3
2, No O 52 |
i. Specify: | iim l
ii. Specify time taken to find parking: _____min, Y il ha¥ AN g 3a o
4.2 Entrance to Bullding el M Jadad 4.2
a. Was the Entrance Clean? Plidal ddaah 8 e
3 1. Yes b s 1 3
0 2. No O NS 2 0
If ‘No’, specify “Why / Describe how” the IS A Cha gl 1" san Sliab e JUUST el S
entrance was unclean: TV FEW |

b. Woas the Entrance Convenient?

elcile Al S A o

1. Yes

w1

3

OxX

2. No

a2

0

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

PENShnesy ot Pt 3 e S8 REBRIPNE X8 S8 4

Ll il S8 o0 1Al as 0 MUSY il adt IS

TR SR U R IR A

hoE L2
Was the branch premises clean? Lkl £ AN e AS A
3 1. Yes X 1| 3
0 2. No O S22 o0
If No,pl-.ease specify “Why / Describe how SIS A i g) S 3m Alad e RS i pall 8 1
the premises was unclean: PSR
el e Sl
3
+



+ +

+

© a. Posters / Branding material present on dnors, walls

| 4.4 Branding Material - |
|

| and windows?

I u1y¥|u£4¢¢h.|uhjsfuh.auh_”_}l 3

| i ;
i 3 ! 1 Yes O a1 3
o 2. No | w2l o
i ; If No’ please specify “additional comments”, | Sl et aoa Al S KT i adl S 1
o o s
! i 1
|
| 3
‘ i
- |
i b. Pamphiets, Leaflets and Brochures on display? Sl il g DAl e e a5 A
f
3 1. Yes M il 3
0 2. No ] 2| 0
If ‘No’, please specify “additional comments”, O i) Slaa N e el eSS S gadl S 1
if any: JLTCT
c. Branding material up-to-date? falaa Ay et claolall 3 e 6 S
3 1. Yes B |3
0 2. No il 22| 0
If ‘No’, please specify “additional comments”, I Ml Slaa M e Ll e ST Glyadl 81
if any: Y

Tht, weaks 3 gl&éﬁ cw\'ﬁh

& .

BT A SRR TN T T e T v - . TR ‘e _‘; o ¥ 4';"“ = )
P e *'\ ‘J" I -l ;---J'.ga»s;;.w .‘:m ¥ P ... Vet e g,
a. Were employees present at over 90% of the branch B‘J-‘J ﬁﬂ“‘ Y] E.)” B ss e %90 O 581 ) 0y S A L
desks and counters? Saaaddt
3 1. Yes D a1 3
0 2. No bd M2 0
If ‘No’, please specify “additional comments”, S idiel Cilha et e Sliad e S il padl S
if any: =Y

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

i e bl 090 5y Ol gall pBma £ J8 (S A

if any:

3 1. Yes E a1 3
0 2. No O 22| 0
e ar . " Ml Z " Slod o SHE" o gat - k
If ‘No’, please specify “additional comments”, O et a2 s N fj;:"'
aay

¢. Were all/almost the entire staff wearing name

ety 1 gy (i gl e £ I8 IS b

badges?
3 1. Yes D a1 3
o | 2. No X M2 0
| If ‘No’, please specify “the approximate Sl gl pall W el saa dlliad e SUET Gl gl S0
number of staff not wearirgname badges: Csandy DL e Y
, i
+ +




+

+

- ATM and COM machines - "> . ‘%

e 'p.;, R "'i‘l;”‘

= g PRy M1 Lyl Bigp! 4.6

S

a. Was the area surrounding the ATM and CDM

ﬁJMQualF!qYququ\)d\onx Baaad) a1 S O )

machines clean and presentable? Bl
3 1. Yes E ani 1 3
0 I 2. No 0 W2| o0
. If ‘No’, please specify "Why / Describe how the B CS a y) O e ol e TS gl RS
i ! area was unclean: b e S

b, Were the ATM and CDM machines functioning?

Sl S £l y M ) el 3 gl S8 A

which the ATM / COM were nat functioning
{and specify which machine, ATM or CDM):

3| 1. Yes ) ¥4l | 3
0 2. No O w2 o0
If ‘No’, please specify “the time at which at gl 4 S5 ‘,.J\ PRI TR LTI L PN S T K

il peal g gl .-.‘L:.J)J--.Y";_.l_]!t LYy LVl el
;(43}3}\ 5-_1_13‘1! 4 _".Nl

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

TATM/CDM Ghaia A 20 A1 0 3,00 58 G &

a. Wasthe branch air- condltlom_n_-lg fully functional
and sufficient?

w560
b iy AnTolencla R Racitied T A e A I

3 1. Yes | pes 1 3

o |2 No B B2 9

3 | 3. Notapplicable O Gy ¥ 3| g
If ‘No’, please specify “the time at which at A Jaw ol T dae Ml e ST pad) S
which the cooling was not functioning 2 Ky sl

e TP PR TR
Fom . wnt "‘ "'r\,.g. I

*deswwwwmwuuau

3 1. Yes

a1 3

0 2. No

382 0

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

[Magilal Siaa S 2aa Slai e <" Ll yadl S 11
S % Wk Ciay)

b. Did the branch possess sufficient lighting?

TS Sl gl iy A

3 1. Yes | w1 3
0 2. No O _ w2 0
If ‘No’, please specify “Additional comments / fragiloal Claabia" san Al e CUE il pall S0
Describe how it was insufficient: o L TP NI SO
5
+ +




+ + +

I'c. Did the customer have sufficient waiting space / Tomslall a0 ia e S 306 [ MBI LS Aol Spand DS A D

seating area?

0 2. No €210

\
|
\
3 1. Yes Xﬂ ani 1 3
a
|

i " . Hu' PEEF - WL T NS N 1)
If ‘No’, please specify “Additional comments / el i Saa lab e MUS" ol pad) DS

! Describe how it was insufficient: =5 S S oy |
|
|

|
|

d. Did the customer find it 2asy to follow the signage
within the interiors of the branch, indicating different
counters/ work stations?

8 B A JA1S A guin pal) SSEI AL gy mly O G ga B pldiedt 6 &
fdaall (SLal y (Sllall) i gl cilide ) 0k 3

3 1. Yes a1 3

OxX

0 2. No y2! o

If ‘No’, please specify “Additional comments /

) PR W B B S P, WL C T WO SN a1
Describe haw it was insufficient: 33 il i e sl gt Sl

RECLIY VRT3




s LTSRS
A LR TR
5. .
'a. Was the Mystery Shopper “promptly greeted / e Al D Adgha b A fedall | e doallloua S a5 e
L acknowledged” on entering the branch?
i H
’ a i * Nogreeting / acknowledgement E i faza 3Y e B
1 *  Greeted within 10 minutes of entering D el CaE Ca VR 10 MA a0 e J 1
2 | &  Greeted within 5 minutes of entering | D cpanll JpAs e EI G JMA a0 e 2
3 | * Immediately greeted on entering D wanll Jyas s usn il e 3

b. Didthe staff either f or:

Sl s aa il pall

R T

a. Ask for the customer’s name?

® el e M

b. Greet the customer by name?

e Yes the customer was greeted by name /

J?wl‘;cubfw|)5ﬁ¢4éuﬂ.5g§;)ﬂ|rsﬁ‘pi .

3 asked for his / her name E] ! 3
o ¢ No, the customer was not greeted by E TONIL SN SR PY [ PV S < IS VL FRNINERS | I VP PS, L 0
name / asked for his or her name el )

i S eadil y Pt dBc e Sy ciSY aBipad o A

c. Did the staff ask, “How can | help you today?” l 4 es = "‘: "'] |U; L:
and Probe the purpose of the customer’s visit? ' 7
3 1. Yes, the staff did this H ALy ik pall H8 S aed A 3
0 2. No, staff did not do this O ELLAEVI IR LT 0

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

Mpilabialfaaalial o sl Al §pudadl 4 Bie) 5 &

1. Yes, he / she was redirected on the

the basis of his / her needs

Saldalfaialial {3 baall J aake ! 33 aa s
3 basis of his / her needs E i/ bial L (F)anl 4 g bilel 8 i 3
2. {OR) The first staff member - .
fandl 45 2t '.‘Jl i gl el
3 encountered probed the nature of D - ~ bxd’;&t‘?b % (.J) 2 3
visit and assister him / her St
0 3. Ng, he/she was not redirected on D ERPRIERER ._r“ a3t A S 3 0
R Wl s
g

a. Were the staff courteous on the customer maklng
his f her enquiry?

T

., £ i -

Pl 55 Las J. .1....;._1,.11 a8 b 1

0 ¢ No, the staff were not at all courteous D e oy (I S PRS- PULTRT SIPLIS. L 0
» Yes, the staff were quite / reasonably . “y . . R
'y a3t 2 | aal ¢
2 courteous Bap [Oaha 0D bl A il i 0 1
2 *  Yes, the staff were courteous O Ful il gl S0l caai W 2
3 *  Yes, the staff were very courteous O AL s il g Sl caei e 3
b. Did the staff demonstrate “active listening” on U]l " plad plieal™ il pald B GA

customer enquiry?

* No, the staff did not demonstrate

0 fa) slieal b padl gl S
active listening O il plial i gl gy ol . 0
*  Yes, the staff listened quite / R . ] ] -
1 ) [y i gall boakl ¢ aal
reasonably actively O Lol Saga fad guie 4y phy B gall ach dil cpni @ 1
2 *  Yes, the staff listened actively E Lplayl B pall gch Al caxl @ 2
3 *  Yes, the staff listened very actively D e Da R0 il pall et o) cant @ 3




c. Did the staff appear confident? ‘ 1 P VPR < PR WS - OV JPL -
i N T H ", 0 v
0 l * Np, the staff did not appear confident EI | L P T R - PR V-V, L S
3 *  Yes, the staff appeared quite / . . e e e
1 | ’ e JOA A Iy ASh L gl g
reasonably confident E = On By bl 8 2 pall adeani e
i 2 = Yes, the staff appeared confident D ; faki f (BT o il gl g ani e |
: 3 e Yes, the staff appeared very confident | [ ki e lald B Al e aagal gl e |[
! d.vth List the names of staff interacted I e ilaka il s gt S35 i
witho |
o Mr./Ms. Nobady was pufli-g pded the i ol e
o Mr./Ms. i v 2 N Lo el
s Mr./Ms, [ 3| Ao/ ledl e
o Mr./Ms. La | iy ladl e




6.1 Staff Capability

Cuiligalt 3,8

6.1

? K KA e il ap (F ki kB yall 53 O

a. Did the staff frequently probe the nature of the
customer's needs?
3 1. Yes E pat I 3
0 2. No O N 2 I 0
If ‘No’, piease specify your comments: RENPY S PR
|
|
h. Did the staff actively attempt to anticipate o ey T <
eo il Slalial  Fuluy Al 4 ; 18 A,
customer needs? G il Slatial Foid Sty Bl 43 A o
3 1. Yes ™ i 1 3
0 2. No | % 2 0
If ‘No’, please specify your comments: “4hi rlal 8 2l ST
c. Were the staff able to cater to the needs of the ) 5 lae with 19 e G ) Glagia] 430 b gall plaiad Jb
customer without seeking the help of a colleague? b PRl
3 1. Yes B a1 3
0 2. No | uE 2 0
If 'No’, ptease specify your comments: A Thada o el ST I
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 .
questions posed? Tda gl Alis¥) alina [J5 8 Aay) cilh galt plliidd Ja &
3 1. Yes | a1 3
0 2. No O 38 2 0
3 3- Not Applicable Gy ¥ 3 3
If ‘No’, please specify your comments: Wl Pl 8 fla IS 1Y
e. If the staff were unaware of the answer to a O e Al fopma i o LlaY o | il gl 0% 4113 2
particular query / queries, did they politely “ask a5 dal AR e 400§ e LN Cad e U caylets dlia itk
you to wait while they double-checked with the
system / a colleague”?
3 1. Yes |:| a1 3
0 2. No D S 2 0
3 Not Applicable X Geleyy Y 3
If ‘No’, please specify your comments: Al e B Bl US™ 1
g
+- +




+ + +
‘ IS R I Y -
' 6.2 mm«pwmm SET Ty W,‘,"wg‘;‘l o A.mﬁﬂl% y,
i a. Owverall, was the staff well-informed on Bank 1 Slasd g Sl P Sila glas uh,-h sl oS O e sl |
Dhofar's product and services? : e ik L
0 e Notat all informed 0 Y Ll Slagea gt sl e 0
¢« Well informed on at least a quarter / a ' . .
Clara] g iatiall ah f bt t |
1 few of the products and services D 2 Sl e ol e “F, ”“:L ‘“‘1 ° I 1
discussed * = |
2 ¢ Well informed an at least half of the D A G Shaadlly Ziamidl cheal e Y e day e i 2
praducts and services discussed LR I
s Wellinformed on at least three- i
il I gl plyialnd By
3 quarters or more of the products and E o 58l E-.'.,. Fil e o 3
. . Lidlie 25 "....I riaadll y
services discussed
h. List the details of the “main purpose of your visit” pakll (3 (g LaS) B0 A g Lais 4oy audrgs b Lo

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

"'L..I.-;.L,Mdhl.ﬂ ﬁ}.t“ 5 Fhaa’ u‘-wlh}.nwlufﬁ_"(u

INT: LIST THE CODE FROM SECTION B.

ikl o o S A5 3 2y

g A n.l“rl
Cre il Cond

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

0 ¢ No knowledge at all d ALY L Ay Y e 0
+ Wellinformed on at least a quarter / a
Slaaall y Slatiat } - 1
1 few of the products and services D - 3 il Do Gy ey “Ff;h"k ::; ¢ 1
discussed #
2 »  Wellinformed on at least half of the 0 A A haxally Slatiah cdaal e S e ales 8 )
products and services discussed [PEROE
¢  Wellinformed on at least three - .
Shadd e A6 g el f ARG |
3 quar:ters or more of the products and E e A9 E—l—-fil-u r ﬁ :hw "t * 3
services discussed
c. Did the staff attempt to “cross-sell” other products wladd y Sladial " ALY apl™ o pLAl A e ey cilh pall B8 4 S
and services? s oal
0 e Nocross selling at all X AUy e Sl audl Al syl e 0
1 e  Cross-selling after a lot of prompting ] O Jhda) Oa pE8D g Bloy! sl leay 43 1
e Cross-selling after a little / some . . . , .
[l E L") oy | | lany 23
2 prompting D - T BNy oYl el Ll B8 @ 2
3 + Immediate cross-selling attempt D QA e ey anll Al jlan JE e 3
d. Did the staff explain Why Bank Chofar's products

Lty Ypal JUB dll ciladd y Sladle W £y B gl o8 4 0
CALE & gt e Al At

Audnt walte, Gy

CQ\,.FMM . Ay ‘im_h

3 1. Yes O o1 3
0 2. No X %2, 0
If ‘No’, please specify your comments: RN rlaaly a8 play 8" 1

1c




+

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

[e.

Cladd g Siadia OF AS Cha g illae Y 4 sy il palt ol 06 L

Thiall 0 Gl A ik oL

INT: LIST THE CODE FROM SECTION B.

el Cand

S puakll (a el YOG B 1Zaly

T . .
] ¢ Noinformation at al! y O SNl e SiayeaY e 0
¢ Infarmation provided on atjeast a | Tl Ca gt e D Jas Y e glme. e
1 quarter / a few of the products and | > T "Z il 1
services discussed I 2T
2 * Information provided on at least half D Ll Aladal Zia gas wheal BV B dlac) @ N
of the products and services discussed e & sl
+ Information provided on at least three bei Dragh g ,
ol el i g ploi ol WY ]
3 quarters or more of the products and | i ol # "1&" : j __"t.f‘ - ¢ 3
services discussed = I
3 *  Not Applicable Gy Y e 3
f. Information on relevant procedures, faluall b Aaliall A4RG g DlaTiall g o She) Yl Ablaie Olaglae

documentation and follow-up method?

INT: LIST THE CODE FROM SECTION B.

_— |MI(X)/J°~1"0~}-JWU@¢-§:¢=9

0 * No information at all O kYl Lo Claginay e i 0
. . Informatlonfprow;je: on a;least a ; D Tl e glall e N I BY ke cdacl e ;
quar_ter!g 'ew of the products an Ll o5 0 il Cladidy

services discussed
2 e Information provided on at least half D Silnttally dilial Ssia gladdt sdead B gE el . 5
of the products and services discussed Ll o5 AN Dilaasliy
¢ Information provided on at least three © o > ‘
Sla glaall e 580 o L ASE B e olac)
3 quarters or more of the products and | B4 Saall e 340 9 g2y I gl ot e 3

services discussed

Walflie 5 2 Slesdd] y Cdatialy Ailaid)

3 *  Not Applicable GaiyY e
£ Did the staff attempt to acquire more customer Jal Coa cop i Kilata A6l plaa 46 el A e ...E gl A3 Ja g
information so as to follow-up at the end of the visit? o LN A A Al LLADN
3 1. Yes B a1, 3
0 2. No R 2, 0

If 'No’, please specify your comments:

L Liads ab ela ) 1 IS" 1Y

11




+ + +
..'A"“ - 3 a % y _\"
| 7.1 Timeless <yt 7.1
‘ a. Waiting time on entering the branch, before A DR gl OB g s Salah Gy (£ Jgds 20 Y <y
| dealing with the frontline staff: ! :Aesidl altge o £ alall) i
| T '
| INT: SPECIFY TIME IN MINUTES: o | Z | B s 1 a3a sl
\ : !
0 1« Over1Sminutes O G155 € . |0
I e  5-10 minutes O 33:10-5 e 1
2 |« 3Sminutes 1 FL53 e 2
3| «  Under 3 minutes B4 S W e B e 3
b. Did the customer feel like the queuing system . . s ]
T JS wh.all ABSNY Al Gl e Al
functioned properly? 2 Sy g g3 Gy L A A
* i tem did not function at
0 aQIlIJeumg system did not function D GHBY) e Jamg ¥ il i LY S 0 e 0
¢ Queuing system functioned, but it . . o e ..
b gadl Y ! Laaiiy! alkas
1 worked with a few impediments R SO A e 1
2 e Queuing system functioned and it D Juad S0 g A gpeay ity ieall A LT GG 0 e 2
worked quite easily and efficiently Loas N
3 e« Queuing system functioned and it D OS2y Al AL gy aty el By Gl . 3
worked very easily and efficiently Juad
s Not applicable E Guan Y e -
c. Time taken for the “purpase of the customer’s visit adlge A dgeogh 2o g3l Bl wii ApD" Jal (e 2341 g G

to be fulfilled once reaching the counter:

:n A :-H

INT: SPECIFY TIME IN MINUTES:

12




+ + +

H. Additional Comments on Visit * =5l il Adladal) ASLaY) Sia Skl 3
(If any): ‘ (22 )

1 Penovaks Ane Dhands
D\ Tocwane the S2Tlng c\m:o.FW (e -to.-%

3. Tn(rease Mo, &' Pme\FQS

End of the Survey - Thank you very much....
A 185 - Gt Ay

G. . TOTAL Branch Scre
(Total unwelghted branch score, summing all sections):

Section ' I Undcr Evaluation - " Total Polnt:::ud In‘thls_ . 'l'otal P;:;‘ﬂmrtdl
o Branch Presentation and Customer Facilities
D Greeting and Soft Skills of Staff
E Staff Capability, Knowledge and Cross-Selling
F Timeless
- TOTALSCORE

£ il bl £ gana £
_ (?uyl&ea‘&ﬁmﬂlﬁhwl&w)
JoaD Aaadoall JRIN £ gagee M@MMEW ‘ ,.J.,m,.'..g:mm paedl -

Gl Aathal) Sl g B il ekl <

(K]

Cophld gl b lgee 3 i 300

ADY! ll GLas g 40 gy il galt a0 c

il

(4]

-
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