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PROJECT: Money
SHOPPER CODE DATA ENTRY EDITING SR &
Name Number Name Number Name Number i
A 1 e
\ Koy | s
\
i, . | C oy e w, .o m
-F“v)‘ al :}_.'S.";'J ‘ h:.-.n_,.za..'l _:»_‘.&_)" J_’..‘.'.AJ'I B
A o s ' ag ] o]
A. Details of Visit Bl 3 Sl -
Bank Dhofar B Bri-gein
Bank Muscat D L S,
N National Bank of Oman D gandl ik glt S5 £y 5 g3 S 1
1. Bank Visited
HSBC-0I8 A HSBC-0IB 4
Bank Sohar D haa Sl
Other Bank: NECYRCY
2a. Branch Name Ba_uu") hey Po L\j e lataC g il st {2
2b. Branch Area Ba,b\')hcr £l ige 2
3. Branch City {V\(_LSCGL*- Lol 3
4. Branch Region MW%C'ai — GO wma ™ Ailaid! 4
Day | Month |  Year sl [ gl T e i an 5
5. Date of Visit -
X | June LZO\ 3 l |
Hours | Minutes B | Sl Ll
6. Start Time of Visit Pl iy od, 6
R oh
i ‘w' 1 WATAPR|
7. Total Duration of Hours Minutes = L
Visit 2 Al iaa 7
[ =< I
T-b& W)
1
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Opening a Savings
or Current Account 2

Housing Loan JE) e i
General Enquiry relating to a A s e miie Shie ple ledind 2
i i 5 )l i 8 .
specific Praduct, Service Car Loan S e . e
and/or Facility Educational Loan gl yin i | G el ada gl [ g sl D ey
INT: SELECT AS RELEVANT AND/OR - LPREN)
SPECIFY DETAILS OF Credit Cards

PRODUCT/SERVICE

Sl Sy

Personal Loan il b

Double your Salary D

I i i in
Offer e

Youth & Student
Account




4 _ Was Customer Parl:lng lnstantly avallahle forthe
Mystery Shopper?

198D 6 § jgas il ga SN Jguiad 305 Ja 4.1

3 1 Yes [ E i 3
; 2. No D l .5 2
é i.  Specify: f vem |
ii. Specify time taken to find parking: ___ min. i 3 g ag¥ a0 gl e
4.2 Entrance to Bullding i) N Jodalt 4,2
a. Was the Entrance Clean? Sl Jaaadt oS Ja )
3 |1 Yes & pai 1 3
0 2. No M 3 2 0
If ‘No’, specify “Why / Describe how” the N YL QNI S I DA L PR PRI, LN ) L K
entrance was unclean: edadal J;.m
b. Was the Entrance Convenient? elalia Jiadd 208 4 o
3 1. Yes & 1| 3
0 2. No O w2 0
If ‘No’, please specify “Why” the entrance was i Jaadt oKy G a0 MR el S 13

inconvenient:

branch premlses clean?

m"x_-u iﬁmﬂﬁ

KT ‘-,u,;{»,, rZ
ar’.n F

Was the Qu,\sd &_)l.n u.uA ks Ja
3 1. Yes g a1 3
i 2. No |:| w2 o

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

S S iyt /13T saa Hlad e THS™ gl S
Al e
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“44 . Branding Material e B e C T T v e AR 44
a. Posters / Branding material present on doors walls ERL VU NIEE u\_y‘ﬁ & il Sids [ Clieals 32 gy A L

and windows?

3 | 1. Yes E PRV 3|
0 2. No O M2 0

! If ‘No’, please specify “additional comments”, | O el laa i e 2l e TS Dlgpal DS 1D

i if any: noay

i

i

_ o _ | .

b. Pampbhlets, Leaflets and Brochures on display?

Sl ity A o e 45 A

T

3 1. Yes | D ~ 1| 3
0 2. No O 2| 0
If ‘No’, please specify “additional comments”, S tble) Cliaa it ans Hlad e ST el SAS 1
if any: iy
<. Branding material up-to-date? 250 Ay adl Clatall 3 pa JA S
3 1. Yes E PR 3
0 2. No O w2 o
If ‘No’, please specify “additional comments”, O Rl CAdaa S saa lad e TS il gadl RS 13
if any: iy

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

ETRR AT
'\-

i ; 37 1Y
N 3 ™ R "'*\
a-ﬂ.m .-i-u'l&a i"‘JJ &ﬂ‘ g-myu-%%u-ﬁ' aal gy S Ja

desks and counters? PR
3 1. Yes X w1 3
0 2. No O w2 o0
If ‘No’, please specify “additional comments”, b Al Slaa i saa Sliab e ST Gl gadt 1S 13
if any: =y

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

Sty i m el (g0 gy (oD gall alima [ JS S A L

3 1. Yes || w13
0 2. No O W2 0
. ) -u‘ Ao Siline Ml oo 15 ad " "o - '
If ‘No’, please specify “additional comments”, -7 ke S :Lirl

if any:

c. Were all/almost the entire staff wearing name

¥ ity Dl S (g graday Gl gall pima [ J8 0AS Ja S

badges?

3 1. Yes U ?._, N 3

0 2. No K 2| 0
If ‘No’, please specify “the approximate skt pall oy D saall aaa Sl e HET N gadt S 1
nymber of staff not wearing name badgei: gty LS gaiay Y
;ij\fim 3 M!pgeﬁ t zyj ?

wve . Yoz (ae.le vieosrod
\.J J 4
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[46 ° ATMandCDMmachines ~ ** '

g ey M ek 40 4.6

a. Was the area surrounding the ATM and COM

J—ag..nm‘;n.dﬁ\aﬁuw"ﬂulfa]in_p'ﬁ Bl SlEld) 08 g )

machines clean and presentable? i ¢ st
3 | 1. Yes | E PR 3
T
B , 2. No | O w21 o

1 If ‘Na’, please specify “Why / Describe how the
. area was unclean:

I

&S eyl i 23w 2limi e VRS el S 3|

e S

b. Were the ATM and COM machines functioning?

el 3T £ 1)y Nl eall B pal SRS OA

3 1. Yes

a1 3

0 2. No

OX

a8 2 0

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

el a3 08 T A s Al o ST il ST
C Gl peall Gl g i) Jaad Y gl B 1YY

3l el
(gl g layt g Iy

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

SATM/COM {Glla 8 1 cillll ¢ 3530 008 A S

A

cpevt owce -

et
o s J

T T A L
‘J_‘II:‘..\\ «-.L...u.i.-:. e

Was the branch air-conditioning fully functnonal
and sufficient?

2 2]

o ]

g T A - r
P Y ‘-’s—“\ 3 i’

3 1. Yes |:| a1 3

o |2 No a 21 9

3 | 3. Notapplicable - Gy ¥ 31 5
If ‘No’, please specify “the time at which at A Ly 2 g3 280" am Sl e AR i gadl SN
which the cooling was not functioning i JS——-.: Sl

B Ry IR W A8
TS s a3 ks ey 3 il CAS b

3 1. Yes

i 1

0 2. No

ns 2

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

[agilial Slaa N saa Sl e NS el S
S S Al S —iea g

b. Did the branch possess sufficient lighting?

-

TS 55y g A iy Ob

3 1. Yes M 1| 3
0 2. No | 2| 0
If ‘No’, please specify “Additional cornments / [Magdial Sl saa il e ST gl S 13
Describe how it was insufficient: S S Al S ey
5
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[ c. Did the customer have sufficient waiting space / ‘ Cplatt 3o lha e WS 200 [ SN NS Lalees Seaall 0S8 00 D
seating area?
3 1 Yes X | i1l 3
0 2. No O X2| o0
N i “adboal Dlaatha” dia fiiad e o E" el 1S
! If ‘No’, please specify “Additional comments / ! [l Slaadta” 2 - A

Describe how it was insufficient: | RS ISl s 3

d. Did the customer find it easy to follow the signage 1 g £ AT 313 B gl S R g sy 5 o3 £ A

within the interiors ::of the branch, indicating different Chanl) (a3 (hall) b a1 a0
counters/ work stations?

3 1. Yes O PR 3

0 2. No 4 vy2| o

P o
If ‘No’, please specify “Additional comments / e}y Al i i SlLid S K" el S 1
e g}y faddal Clla D" 2ia Sl e =yt S

Describe how ij wasinsufﬁcient: Z S 1 L as
i

Mae loan  Coantev.




5.1 Greeting of Customer

+

Oy ya i 5.1

a.  Was the Mystery Shopper “promptly greeted / ‘ SEA T alghs g AR Gelall el 0 S O T
acknowledged” on entering the branch?
0 | s Nogreeting / acknowledgement ! E . i feun Y e o
1 ! e Greeted within 10 minutes of entering D Jraall Sair e WA 10 UNMA s T e i 1
2 s  Greeted within 5 minutes of entering D DEVERSNTEPUPEE = TR EQNSTERS L P2
3 [ s Immediately greeted an entering D el Jyaa gyeua Tl e ' 3
b. Did the staff either / or: ot slaly dB gl 53 A o
a. Askfor the customer’'s name? ® hanll ot e L
b. Greet the customer by name? LLPWARE S DI PY FINETAS R
3 *  Yes, the customer was greeted by name / D gt e T il 85 n aaady e il 3 20 cans 3
asked for his / her name g
0 *  No, the customer was not greeted by E s e g aly 7 aansl 85 aa Sand v il 4 o (38 0
name / asked for his or her name el i
A pudla p "0 gl D e ISy cdS" (kD gl T da
c. Did the staff ask, “How can | help you today?” e + e - e "‘: “: ,19,: 1.:
and Probe the purpose of the customer’s visit? ’
3 1. Yes, the staff did this A3y il gall a8 50 i 1 3
Q 2. No, staff did not do this L CONFV S I TR T 0

d.
basis of his / her needs?

Was the Mystery Shopper redirected on the

Talfalfabial o i i (& pda) G351 5361 23 Oh LS

1. Yes, he / she was redirected on the

Lealal/adalial 1 (5} rend) dom o5 53ie) 25 3l 4 and
3 basis of his / her needs L/ atial 1 (Shogendl i 51331 5 3 sni 1 3
2. [OR]) The first staff member

Laall PR 1 3 il {
3 encountered probed the nature of R (4 .2 3

. j A LA_C-L.J,’D.\:.MJIIJL})HM*Q

visit and assister him / her

0 3. No, he / she was not redirected on 0

the basns of h|s / her needs

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

0Dl 0=l [®O

T lfaiala! ) dga il 52e) 23 W 0383

0 *  No, the staff were not at all courteous | [] S e B GiBgadl 0% a0 B8 e 0
* Yes, the staff were quite f reasonably . <y a es .
' Wy b 30l a3 il can
1 courteous D P faie A4 L pr 8 1
2 e Yes, the staff were courteous E ol il gl S i an e 2
3 *  Yes, the staff were very courteous D ABLIY yal Al Sl cand e 3

b.
customer enquiry?

Did the staff demonstrate “active listening” on

P el Sl " olal plial” Byl g A o

*  No, the staff did not demonstrate

) plheal il gall VIS
0 active listening D i Sl A o ¢ 0
*  Yes, the staff listened quite / i p . L
1 ! ! 4] giie 4y shay il gall | gt 30 4 pa
reasonably actively D b B Al g ? B e 0 !
2 e Yes, the staff listened actively A Lyl b pall il il cans @ 2
3 = Yes, the staff listened very actively D L e il oib pall i) Gl el e 3
7
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Did the staff appear confident?

Pas fpa (Bl g AT e i gl g5

[}

l « No, the staff did not appear confident | [] hdi e Wy 4l e il ) g al NS e

| -

; s Yes, the staff appeared quite / N .. .

! N JS2 ais - 19401, 25 als sl pgid cans

i reasonably confident 0. ' on Bly i g byt e pi

| ! *  Yes, the staff appeared confident O dodd o Bl ) S5 il el ani @

: | s Yes, the staff appeared very confident m i G Ll Pl adl Lo ahgall g aan e

! d. List the names of staff interacted e e
! with: tadta Vaalal gl Cpdd past peest 530
| o M/ Ms, B_eaen 1 e adl .

j « mr/Ms. AU 2 ALy el e

i Mr. / Ms. 3 ol il e

[ . Mr/Ms, 4 Leadfladl




6.1 Staff Capability _

{3’{'33 ?: D ?‘l’f R
P e o :

[T
. .

- ¥

I a. Did the staff frequently probe the nature of the i : o oS0 J8y o3 Salial dapb 5 ledlu¥y B gall o3 A
i customer's needs? | :
s ves =g w1 |3
0 12 No -d. % 2 0
D If 'No’, please specify your comments: i ; R T AP LY
L
|
b. Did the staff actively attempt to anticipate : €533 Elabgial  Fodes Alad Al jiaay wilh gl 53 G o
customer needs? i !
3 1. Yes ¥y pri 1 3
0 2. No O _ ¥ 2 0
If 'No’, please specify your comments: W rlal a8t ST 13
€. Were the staff able to cater to the needs of the 2l e b (93 G QU bl 4D il palf plaind J6 D
customer without seeking the help of a colleague? a3k 1
3 1. Yes B4 pai 1 3
0 2. No 0 38 2 0
If 'No’, please specify your comments: RNy il pf el ST 1Y
INT: IF the Answer Is YES , so the answer for Q
D should be Not Applicable
d. Were the staff able to answer all / mast of the ) o i
questions posed? oy jlalt ALY plins {8 (£ Y] Ui gall £l 6 D
3 1. Yes &4 p 1 3
0 2. No O 3 2 0
3 3- Not Apgplicable Gy Y 3 3
If ‘NQ’, please specify your comments: QU rldal o ela ) 28" 13
e, If the staff were unaware of the answer to a o8 chdgma dlicid fouma Mg Je Y e 10l B gl 0% a0 13 .z
particular query / queries, did they politely “ask Tadla 3 dab fplhlll e 405 3 2SI Sad e I iyl Jla Cilb
you to wait while they double-checked with the
system / a colleague”?
3 1. Yes &4 ax 1 3
0 2. No O %5 2 0
3 Not Applicable Salmiy Y 3
if ‘No’, please specify your comments: By s o el ST I
g
+ +
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a. Overall, was the staff well-informed on Bank HU‘-L'U *—l"-'h-u-n *-I-HA i Hu_l-!-‘ \-l5}~| J-ﬁ ~5 Jl e d-‘--u 1
! Dhofar's product and services? tNT-FC
3 0 + Notat all informed | D ALY o Tagiea gl al e o
| +  Wellinformed on at least a quarter/ a I . . - .
! ilasatl ¢ ladiall tue iRl - VI
1 few of the praducts and services i ' sy sl e W s o2 R e 1
| i . 4—4!..4,:..4_ i
! discussed : ! '
2 e Wellinformed on at least half of the - D | A A Candhy St wdeal e BV o ple W : )
products and services discussed ! ! | Pl 1
+ Well informed on at least three- . . ..
Ciasiiall e 80 g plagb 22 Ay L
3 quarters or more of the products and m S E,‘f - “" ;’" ”TJ * 3
services discussed o 4

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:

T s ) L i i) oo e 23 gyt 3
"Sladdll Mdﬁdlu}a}\dw"u}saﬁﬂ\\.ﬁmgj (=
M'lnaq.l

D ) o P 8 S0y

INT: LIST THE CODE FROM SECTION B.

0 l %Jjancz\ \oc-\/\
0 * No knowledge at all O AMaYl o Ay Y e C
¢  Well informed on at least a quarter / a
| 1] \_l\_-.u.‘..\ i} ‘
1 few of the products and services D — on el g e th ¢ 1
discussed
2 e Well informed on at least half of the D & g Sleaall y Slatidl cieal e S e oda; e 2
products and services discussed il
e Well informed on at least three - .
Shaldl e 81 b e A B
3 quarters or more of the products and E ) e A e Y e ey 3

sarvices discussed

Wilita 5 3 Siaadl

¢.  Did the staff attempt to “cross-sell” other products ilasd yp Slatial " ALaY) apll™ o WAl Al glae B gall 48 J4 S
and services? Tl

0 *  Nocrass selling at all g N TR T [V L PREI T R 0

1 e (Cross-selling after a lot of prompting D G St e GACH sy Y aull Lleay W e 1

5 . E;zs:'::::g after alittle / some D i Ny 5 A Sy i pl Talans o5 2

3 ¢ Immediate cross-selling attempt D S e oYl i A glaa ol e 3

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

LIy gpa) i ol ciland y Slati 1 £ sl ol galt o3 Ja

fiuilid \s.‘l_,i._nSI&niJJLi.a"w" Wil

n
Pl

3 1. Yes

pat 1 3

0 2. No

2 0

If ‘No’, please spgcify your comments:
ghe d IJ [ & :\‘a i SL
0"50;[. 0'“'\&{ \cav\k S.

) plaady a8 sla ST 1Y

10
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e

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

._.L..\.-..Ji_.._\..u_p"uu_-hw"&“"’""*w‘-‘ﬁ&“'?‘-" CI
tilall i3 Sl ae ks oL

INT: LIST THE CODE FROM SECTION B.
P{(abﬁ—( (n{'

O PP ¥ FORS

0 ) * No informatmn at all | EI ALY e Slepasy e i 0
. + Information provided on at least a \ S i gt e k) frs B -
i A e ..ac
| 1 quarter / a few of the praducts and 3 I:I r""‘_ :V_‘ v fra, A e e . )
| . ., R . e A "_..’i Slacdll y mhatiale
i services discussed
2 « Information provided on at least half | D Coaa AR iyl el B _,:c A 2
of the products and services discussed [Pichet PR R PR i
s Information provided an at least three o - . !
ia geaall e RS0 b pla) ADIS B e eliacl
3 quarters or more of the products and | 4 R -~ ‘,’.l &=l | &Y"f‘&| * 3
ALY S ndll y Platia L Ailedal
services discussed & e
3 ¢ Not Applicable Sauy Y e 3

6. Information on relevant procedures, falall C3 Aaliall Ty il y Sl ey AllGe Sla gaa 2
documentation and follow-up method?
INT: LIST THE CODE FROM SECTION B. GL O U SRR ST BIORE
0 + No information at ail D SRV Lo clageay W 0
+ Information provided on at least a
AElaiall e gladlt ;,..d,.ﬁll fa, B4 o slc!l  w
1 quar:ter/ ? few of the products and D itTia 25 ciasally Cadiall 1
services discussed
2 « |Information provided on at least half D Clatially dalatall Sla pladll cinai B 5 lac! o 5
of the products and services discussed Lilflie o8 A laailly
+ Information provided on at least three . - .
slal.a_,h.uﬂ LJ-IJ:\S] K eb)mdi?'luh cLLr.' -
3 quarters or more of the products and E chmn ke Lw L Gl 3
b’L“ -ul \:I 0 I LY l
services discussed &t 4
3 ¢ Not Applicable TVRTS
g Did the staff attempt to acquire more customer Sl Oe (g Tl dliate ST ila glae A0 e A gae LiB gl B A7

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

T 50 g b iy i

3

1. Yes

a1 3

0

2. No

L

Js2, 0

If 'No’, please specify your comments:

Sl 8 e, ST 1

11
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<l g 7.1

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

!
!

oA Ot palt B pall s JalaZl Sy p i Jeda ke LYY iy )
1 A4adadl adl e o/ ala¥1 Jadd)

» Under 3 mmnutes

A 2 A

|
\
| | — 2
| INT: SPECIFY TIME IN MINUTES: , l O | minm - Bl e B a1l
| o e Over 15 minutes ‘ | s 15 e 2K 0
1 *  5-10 minutes ‘ g i Hi:10-5 . 1
2 e 3-5minutes 0! 3853 8, 2
f
3 O 3

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

T Sl Jaay wdaall A U GBS G el Al b o

e Queuing system did not function at

T

0 al O Y e Jeay ¥ iall i Y s ) e 0
e Queuing system functioned, but it . . ] PN )
1 hgall g ma el Lamiyl WUy ol
worked with a few impediments R e i e 1
) e Queuing system functioned and it 0 Juad JSl g Al gy Sy —iall g LD i ) @ 2
worked quite easily and efficiently Le i
3 s Queuing system functioned and it 0 U8 g A A sy Jamy aall LAY G e 3
worked very easily and efficiently Jad
¢ Notapplicable & GhiY e -

¢. Time taken for the “purpose of the customer’s visit
to be fulfilled once reaching the counter:

83 e ) Spear il 238 Cun B it 4T Jal (e 2SN gl S

:ll ‘. e

INT: SPECIFY TIME IN MINUTES:

L LT EERLY I QU
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: H. Additional Comments on Visit 3 1545500 Allasall Aflay! Gla il 3
(ifany): (2aay )

\ e RNk ey o mTy
< ATM c‘Eﬂ/l o CDM. j
&/‘\Ae_ S}TG*C ? \/\QUC. ajDOOl 'C%O@ \ e

ot M, PfD'J\AC('E. |

3

End of the Survey - Thank you very much....
S 15840 — Gl 4lgd

f‘.‘}k, PN ,r—”?ﬁh *'*s*f
LA st
G. TOTAL Branch Score

{Total unwenghted branch score, summing all sections):

V_,mﬂ?a P a—#" '.
MO DAL

Section . ParametertlnderEwluatlon Totall’olnt:l:t.sredlnﬂlls _ TotalP:ial::smAelurlocatedl
c Branch Presentation and Customer Facilities
D Greeting and Soft Skills of Staff
E Staff Capability, Knowledge and Cross-Selling
F Timeless
TOTAL SCORE

g il bldi £ paa el
_ (B! S gan o il dan sal) 2 B £ gane)
A [aalad W  yans | 1ol o Lipeaad) WG P 3upas I g A | o

G 3l At Sl y £l apsls

(I

Cr

OB gl Sl g g oz 0

; Y ) Ales g 43 ey (il pal) 528 z

13






