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PROIJECT: Money
SHOPPER CODE DATA ENTRY EDITING Y
Name Number Name 7 Number | Name ] Number
T
| T TT2936
| + ) ;
&_’#!
A5 3 N il “la el M 3 wial ;
L 2009 (S S = gt LAl Syl )
Al ot a3 ! ay! [ s T po]
A. Details of Visit 3kl Jaualis -]
Bank Dhofar B BEEREI
Bank Muscat O Ll iy
National Bank of Oman O handl il gil Sl Y P U RE TR |
1. Bank Visited 2 oF
HSBC-0I8 ] HSBC-OIB &
Bank Sohar D aa Sy
Other Bank: LAl aly
2a. Branch Name F\\ haoaan, # il sl 12
2b. Branch Area H\ K\(\UWC\-\I FoAll dga 2
3. Branch City mcar Gadi 3
4. Branch Region f.&m(lﬂ* - N 0{% ddhidi 4
Day | Month | Year ] el [ a e B
5. Date of Visit
I | 2 AN ] 4 | 5
Hours | Minutes S [ el
6. Start Time of Visit iy od, 6
Yo A ’ 2
H i FE) EXTIWN]]
7. Total Duration of ur? Minutes & s Ll
Visit | Po | il b 7
— .
T- 0D - mx.FL'V\}MQ—J
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Opening a 5avings
or Current Account

Saving Scheme
General Enquiry relating to a
- -
specific Product, Service
and/or Facility Educational Loan
INT: SELECT AS RELEVANT AND/OR )
SPECIFY DETAILS OF Credit Cards
Double your Salary
Offer

Youth & Student
Account
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4.1 Was Customer Parking instantly avallable for the
Mystery Shopper?
P33 L Yes a1 3
| 2, No % 2
i. Specify: v
ii. Specify time taken to find parking: min, i i pa S 500 il
4.2 Entrance to Building il (A Jadal 4.2
a. Was the Entrance Clean? ol Jaaadt oS S )
3 1. Yes P | a1 3
0 2. No O % 2 0

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

. _;\A g \__:lj_jn.h ;.:LS 1A

S S Caayl T e S b
Lo he . <!
O F VY Ja.‘.ml

b. Was the Entrance Convenient?

el S oS O o

3 1. Yes % | an 1 3
0 2. No Il 2| 0
If ‘Ne’, please specify “Why” the entrance was EWEVINE LR VR TR AR EN e LN PPN L Y1
inconvenient:
. - ; i RGWEr 7 e T ~ b i “_‘ -
Was the branch premises clean? Uk £ AN e SIS A
3 1. Yes g a1 3
0 2. No {d M2 0

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

L3S S s gl [T e Bl e IS il padt SIS0
Akl e !
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fas  BrandingMaterisl . .= . - .

M RATCION YV

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

".m,..\_, ¢ M1A.u\y'ild.§g_,muh%]uuh T

! 3 1. Yes g ans 1 3
0 2. No W w2 o

' If ‘No’, please specify “additional comments”, ‘ ShAda) Ciaa i aa lal eSS el 81N

: if any: =

i b. Pamphiets, Leaflets and Brochures on display? “ ! il y DS e ge 03 06 L
H T
| ! .
} 3 1. Yes E 1 a1 3
) 2. No 0O B2 0
' If 'No’, please specify "additional comments”, b Ciial Celaa S aaa el fa ST gt S 1
if any: Dy
[ Branding material up-to-date? faliaa Ay jladll ladall 3ga 4 2
3 1. Yes B PYSIN| 3
0 2. No O w2| o0
If ‘No’, please specify “additional comments”, O Ml Cllaaia! s Al e SUET b all S0
if any: 2laa g

-"'t‘?"ﬁ

Joh b Statf, B 5

H"-mtd*- < d,

A R

FRTHLALIHE b |

professionally dressed?

a. Were employees present at over 30% of the branch G‘_p_’ H.utsa 'Lu £ il ‘_,is_p‘_,.. %90 O _,.m .\;'a_,..._; S A i
desks and counters? Paesdlt
3 1. Yes E a1 3
0 2. Na . N2 0

If ‘No’, please specify “additional comments”, O At il M saa Sl e ST il yaldl AS 0
if any: sy
b. Were all / almost all of the staff neatly and

T i el (590 g (S gal) pBia [ S S N

if any:

3 1. Yes v | 1| 3
0 2. No D 38 2 0
] - Mo s " i e ST il alt A8 13
If 'No’, please specify “additional comments”, o el Slhada” 2 VR *’_LS .
s ]

¢. Were allfalmost the entire staff wearing name

S alaaly LS () ganday (b pall plima [ S U8 6

badges?
3 1. Yes D PR 3
0 2. No E uS 2 0
if ‘No’, please specify “the approximate Gt il pall oy ) snall due Sl e S el S
number of staff not wearing naqg badges: panady LS G e Y
4
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4.6 .ATM and CDM machines - RN N A A .,E;%,mw,.n.w 4.6
a. Was the area surrounding the ATM and CDM I ey il L;.n.d\ £ 11 y ‘,?:"n il peaall 35l Jaaall SASal SS a4

| e n
machines clean and presentable? ! ¢ el

3 1. Yes A 1|
[0 2. No g 2] 0
! if ‘No’, please specify "Why / Describe how the : D88 a0 dia s e ST et D80
area was unclean: bl Sl
|
1
b. Were the ATM and CDM machines functioning? Toars i) 81N 5 (V) il eall TR TR T
3 1. Yes ] 1] 3
0 2. No Y| w2l 0
If ‘No’, please specify “the time at which at P eal 4 S 4.d' gl 33 SlLad e SUBISY Ll gat S 1N
which the ATM / CDM were not functioning N VN Y PRGN CE) I PR, PR A RY) (PO SN (VR
{and specify which machine, ATM or CDOM}: gl gyt g
Caddomss) w2 Wiad U“i .m]’ko et
c. Was there sufficient cooling in the ATM/CDM area? TATM/CDM {Ghis 32 Gilall 4l 58 0 O
3 1. Yes E a1 3
o |2 No O K21 9
3 3. Not applicable D Sy Y3 3
If ‘No’, please specify “the time at which at A8 Jan pf g3 " dua Sl e SISl el S 1Y
which the cooling was not functioning s S8 S
cAcBlotainnd Eecie R D, TR T T R I R I H YA
a. Was the branch air- cond:tlomng fully functional fidlS y b S Jaay q-'\JG-“ cilall S A
and sufficient?
3 1. Yes 4 1| 3
0 2. No O M2 0
If ‘No’, please specify “"Additional comments / Al Cillaatla gan Sllad e SUUSY lgat 1S
Describe how it was insufficient: P L CR RN YL W
b. Did the branch possess sufficient lighting? TAAL el £ AN D) A 0
3 1 Yes K it 3
0 2. No O N2 0
If ‘No’, please specify "Additional comments / fMagiial Claa " saa Sl ST Ll galdt SIS 1
Describe how it was insufficient: S S WS oy
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| c.  Did the customer have sufficient waiting space / o alall e lia e S dae [ AT NS Aai paad] S8 4 S

' seating area?

F 3 1. Yes E a1 3
0 2. No O w2| o

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

[ il e e s 2had e ST et 8
S S Al Cia

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

g I S A8 gads pall AT A gy Ay G e Il A
Tanl) (ySal g (oGRS} 10 ilitia ) a5

3

1 Yes

a1

3

0

2. Mo

X0

Y .2

o

If ‘No’, please specify “Additional comments /
Describe how it was insufficient:
(o) <
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5.1 Greeting of Customer

Oy il 5.1

A A jis b ARl Gl e o

Were the staff courteous on the customer maklng

.;,:tv 1~4 YR

v,_;,,...snmu.,a,u,s L; i 52 (5w pall 1S b

z Rk, To el

| a. Was the Mystery Shopper “promptly greeted / AN a0 a3 e }
l acknowledged” on entering the branch? |
! 1
i 0 | ¢ No greeting / acknowledgement E i ma g e 0
! 1 e Greeted within 10 minutes of entering D s gl e 082 10 JBa s 10 e 1
| 2 * Greeted within 5 minutes of entering D Sranll Sahc e B H NMA oa T 2
! 3 + Immediately greeted on entering D eandl g g ea A e t 3
| b. Did the staff either / or: FeTRT NP RTCIRE |- JW JAT S5 N
a. Ask for the customer’s name? ? baall ant e S
b. Greet the customer by name? Tl 53 e Spaally im0
3 e Yes, the customer was greeted by name / [:] St el faa S0 | P RUIPEL FRNETPRSi - R PEL I 3
asked for his / her name (PO
0 *  No, the customer was not greeted by E sl e Sy g £ aand S5 e Draalls cam il ol NS e 0
name / asked for his ar her name Lgadl ol
R O peadlet y e ) SR s Ay k" 1kl et e 2 D
c. Did the staff ask, “How can | help you today?” o 3 e ne - "": “] ,‘d: Hu
and Prabe the purpose of the customer’s visit? T <
3 1. Yes, the staff did this O Ay il gall Al o caad 1 3
0 2. No, staff did not do this bd Al G gl i 6 2 0
d. Was the Mystery Shopper redirected on the flaltalfdlalia) o sl AL Jpadadl dga g adlel a0 W S
basis of his / her needs?
1. Yes, he/she was redirected on the e
Taldalfailalial i (5 H| 5 soel 25 cand
3 basis of his / her needs D iabiallatind Sl (St 51 el 5 45 a1 3
2. [OR} The first staff member
e Jeanll 4; RN g3 g I I{y
3 encountered probed the nature of O el fi J,:_t::‘):lbj)ﬂ (9.2 3
visit and assister him / her 205 -
3. No, he / she was not redirected on
Saldalfadlaisat L RATIN G,
0 the basis of hns/her needs Walialidabint gl e g She 3 2036 3 0

customer enquiry?

his / her enquiry?
0 ¢ No, the staff were not at all courteous E AR e Gl bl 0G0 3K e 0
1 . ::z;zs::aff were quite / reasonably D g gk Ay iy T s o 1
2 * Yes, the staff were courteous D Bk sl e e 2
3 e Yes, the staff were very courteous O AL e ab gl S T i e 3
b. Did the staff demonstrate “active listening” on Toaadd el ' lal pliial™ il gt ¢8I On

* No, the staff did not demonstrate

it pliat Gili pall A .
0 active listening E i wiligdl @3S 0
e Yes, the staff listened quite / . ay o wa . .
reasonably actively D Lt By g ey il e g e 1
2 s Yes, the staff listened actively O Lulag il gall | ol 23] cpal » 2
3 e Yes, the staff listened very actively D Al e A% Gl gal) st il cani @ 3
7
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)

c Did the staff appear confident? | \ Tadi Sy (Bl g Al e i gl gl A
0 +  No, the staff did not appear confident L O Al G 3 g 41 e s gull gy Al IS @ |
»  Yes, the staff appeared quite / b . s . e 5
1 i ‘ Jtea IS0 Ak ¢ 1. 431 (PRI
! reasonably confident E | Oa Blyall B0 gl g ani @ |
2 i *  Yes, the staff appeared confident | D LV LUPRE v I V-GN Y- S S
3 | e  Yes, the staff appeared very confident | [] 1 i e Ll Byl Qo Cilgall s ani e :
; ; \ :
d'. List the names of staff interacted l | g Slatal O3 ot gt 530 L
with: N ; \ f
e Mi/Ms. No Nare (pddi Ladiaill e
L o Mr./Ms [ E FIRXPIY KPS
T *  Mr. [/ Ms, 3 Lialihf Lol .
s Mr./ Ms, 4 L laull e
8
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6.1 Staff Capability cullbpdiand 61
a. Did the staff frequently probe the nature of the ¢ 080 Jhly Gt Slaiial degaks J6 ldluly wili palt o0 4
customer's needs?
3 | Yes g PR 3
i
0 2. No B4 | N 2 0
tf ‘No’, please specify y:ur comments: T midad 8 sl IS Y
‘mt O‘ug_q" Niors
b. Did the staff actively attempt to anticipate S 1 Chaind (Toee lnb &l yiany Lili pall pld A
customer needs? :
3 1. Yes O a1 3
0 2. No 2y %S 2 0
If ‘No’, please specify ijr commjnts: 2l s A8 Fla IS 1
S —-— L}
€. Were the staff able to cater to the needs of the sal 3as i Gl g3 e a3 Slalal Al Cilh galt plaiod 4 S
customer without seeking the help of a colleague? Folla 3
3 1. Yes = pai 1 3
0 2. No O ¥ 2 0
If ‘No’, please specify your comments: A Pl A S s 1
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 . o )
questions posed? da g shall ALY plias /S 05 AdaYt Cilh galt plind o o
3 1. Yes B4 pai 1 3
0 2. No O % 2 0
3 3- Not Applicable Bk ¥ 3 3
If ‘No’, please specify your comments: ) ol o Bla SN 1Y
e. Ifthe staff were unaware of the answer to a O e Al fopme Sl o AlaYT e T8 il padl oy W 13 2
particular query / queries, did they politely “ask a3l aal fpBI pe 4005 e SN Jal e ABIVIM cayigly Jie itk
you to wait while they double-checked with the
system / a colleague”?
3 1. Yes O pui 1 3
0 2. No M| 382 0
3 Not Applicable p 4 Gekeiy ¥ 3
If ‘No’, please specify your comments: ) riady A Sla VIS
9
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6.2 mmumsmum :.e;\,,’;‘, F SRR AP, 7‘ G MH"’M 3 nu-a-"".: ’; s’ﬁ
1 a. Overall, was the staff well-informed on Bank -ah-\a_: Sladie aileds T u-n uu,lu ...u,ul gﬂ S8 A ale L,,s....
: Dhofar's product and services? CMB Ly
. Q e Notat allinformed D AW o Slagieadacd gl e o]

¢ \Wellinformed on at least a quarter f a sy et e L s e N e ) .
! LI H el P 3 . 2
T | few of the products and services Bd . Il ol 2 A0 2 = 1
j discussed !
. 2 ¢ Wellinformed an at least half of the u : A Zacally il vhal e Y Ll ey e 2
l products and services discussed | [PRATEN
1 ¢ Well informed on at least three- Lo -
: Salidl S JASH g gl ADS Y e o
b3 quarters or more of the productsand | [] s g4l 4 "” I 3
. . Lpialia o A Ziadadiy
services discussed
b. List the details of the “main purpase of your visit” kil A 5 LaS) B4 50 P e Lake i gy pd

(as per SECTION B); rate the staff on the level of

na]_.m\‘, ,a“.th.uSlM}.sn ‘5)“ uhw‘hﬂ"fﬂ'-“?’-’ (H

INT: LIST THE CODE FROM SECTION B.

“product / service knowledge” in this area:

S il (a3l ALS) ab 1tialy

ikl o A
‘w.w Cordn

0 «  No knowledge at all D SHEY! e adu Y e o
e  Wellinformed on at least a quarter / a
Shaaall y Slatial } - A |
1 few of the products and services E e O B e e Jﬁ "k gt 1
. (PR a ’Jl
discussed
5 e Well informed an at least half of the ] o Al Sleaally o) Gheal e Y e Aoy e 2
products and services discussed PR EP)
o Well informed on at least three - .
clandi e A8 o sl 25 W0
3 quarters or more of the productsand | [} rid e SO S E * @ Jﬂ "k' ’J."' ¢ 3
. . ln.‘_lné\.h! ~ ~.’.|S| J.A.l;ﬂ_,
services discussed
¢. Did the staff attempt to “cross-sell” other products Ciladd g Sl ALSYH Al o 2R A glas ciB gall o0 S8 S
and services? ?sal
0 *  Nocross selling at all E kY o Sy sl il Jii sl e 0
1 s  Cross-selling after a lot of prompting D O il e A0 ey ALYl ol ke i e 1
»  Cross-selling after a little / some . . . .
AR Voo Al et dales; ol
2 prompting O = T Ga SR sy LBV g P 2
3 * Immediate cross-selling attempt |:| JAl e S el o . E
d. Did the staff explain Why Bank Dhofar’s products

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

ALaiYI™ Lyl B oLy Clata g CAadie 13l 7 by il galb 218 G4 &
ALl & g aa A e "L

3

1. Yes

o L 3

0

2. No

RO

382 0

If ‘No’, please specify your commIts:

q‘uLletOv\;

:"Iﬁi_) CL—AiL_: ‘ni .GL‘l-J P L |:\I|

10




+

o]+

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

Siadd g Siadis Jp "ALAS S glad Sl & guaey wib gl 43 g
fAlall il Sl g i A

INT: LIST THE CODE FROM SECTION 8.

S ekl e e AU B 1ilialy

l

0 ¢ Noinformation at all E MY e dilagaay W 0
e Information provided on at least a i e , —
i Aaia D glaall e S oy BV e dac]
1 quan:ter/.afew of the products and | LR 5 Sl Ciaial, 1
sarvices discussed I '
2 ¢ Information provided on at least half ! D { Clatial Aldal Dia pad) chead 3 .._,.':. slac 2
of the products and services discussed e 2 T iy l
+ information provided on at least three . et Conn i :
i yaall e A1 g g T AT RN e cllas) e |
3 quan:ters c.’r more of the products and D WiZilia 5 L1 Siaally Siadialy b | 3
services discussed
3 e Not Applicable i Gy e 3
f. Information on relevant procedures, At il Ayt 44500 g SlaTieedl] y o Slpl Yy Adiade Sl giaa 7
documentation and follow-up method?
INT: LIST THE CODE FROM SECTION B. O peadl] Cpa el alag, ..i 1l
0 * Noinformation at all ™% Y e Glagaey e 0
. . Informat/lonfprowfde: on a:’heanstacl [:] AElaial) el Cye SR I Y e sdael s
quan:ter ? ew of the products an Wit £ 3 Slesady haial, 1
services discussed
2 s Information provided on at least half n Clatially il Zile glaa) cheal JY o slac] @ 2
of the products and services discussed Lidile &5 4 Slaeally
s . Info'rtmatlon prowdidt:n at I:ast threde D e sadl a0 g gl R I o i) s
qua_ erscrrrnoreo e products an il 5 1 Sl Ciagials Al
services discussed
3 e Not Applicable ey e
g Did the staff attempt to acquire more customer Jab O e 3R Allata S il glaa 4D aad A glaey L gl a8 JALF
information so as to follow-up at the end of the visit? L0 A4S A Aalially Sl
3 1 Yes 0 a1 3
0 2. No 7] 3 2, 0

If ‘No’, please specify, your comments;

W Aidnt do

:-ﬂgi-; C‘..'ai\.i 'ni elay SIS |:;.|
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7.1 Timeless

+

g 71

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

o e gt Ok pall a Sawilt by Lp il Jpda e JUBLYI iyl
2 Raadll gl ge e f el lail)

INT: SPECIFY TIME IN MINUTES: t

T A s 2 1 S sl

*  (Over 15 minutes

Ui 15 e S e

» 5-10 minutes

Jik: 10-5 e

VLTI B

0
1
2 ¢ 3-5minutes
3

e Lnder 3 minutes

w N =|O

BRI e 5 e

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

T JOA Jary cieall B UL aBS Gl S Ak A L

*  Queuing system did not function at

0 al | DY e ey ¥ il i LY e 0
. ueuing system functioned, but it T . L gne ..
! vaorkedgw\i(th a fef:r i::\::e:?m:nts EI ol s e (89 Samy sl Y AR !
7 * Queuing system functioned and it 0] b Sl g & ppemy Sy il Y I e 2
worked quite easily and efficiently Ll
3 e (Queuing system functioned and it E] Sy Al AL s oy il Uy S J . 3
worked very easily and efficiently Jiad
e Notapplicable O Suauy e -
¢. Time taken for the “purpose of the customer’s visit A g dpeash o Gaail 845 chah 45" Jal fe 3 o
2" aaall

to be fulfilled once reaching the counter:

INT: SPECIFY TIME IN MINUTES:

:dﬂ.\.ﬂ G S8 g e tdialy
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H. Additional Comments on Visit +3_lu b ARl AdLaY Sla dhal) K
(If any): (o )

-—e;xaﬁb oI te, Joster
M’"‘j e Cudenels
_..S\’\DV-Q" U"(A-.“ nL(t’V\Lﬂ-\Lﬁ\j

"QNAM BT wacbons puquiy

- Tansase, No- & Exnn ey .
End of the Survey - Thank you very much....

S3n 82— uu¥) g

:' ,p.‘, “‘1..1 . j;‘.'-‘_""l
ﬁ&"‘\ A R
G. TOTAL Branch Score
(Total unweighted branch score, summing all sections):

_ Sectlon . __,Paramcte'rUnderEwluation Lo Tmlwnt;:qinmls Tmlmk::rtedl
c Branch Presentation and Customer Facilities
D Greeting and 5Soft Skills of Staff
E Staff Capability, Knowledge and Cross-Selling
F Timeless
.  YOTAL SCORE

g sl bl £ gana £
(Pu‘ylusw‘&).nm)dmﬁhm;w)
" Jalal Aacadal) WA p gaga speadll B Aguaall BN § gagee e Oy g3 Jaladl | el

G Rl gl g il s a

[~

B 3 4 gy g 5

ALY ad dhas g 458 ey ol palt 5 a8 z
oo g r
. 4o~ !
o a DUEiD £ gare
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