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PROJECT: Money
SHOPPER CODE__ | DATA ENTRY EDITING | SR.#
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A. Details of Visit ‘ 3G ol )
Bank Dhofar i s 2y
Bank Muscat 'l Jalesa Ay
National Bank of Oman 'l ianlt T gl Slig RERACHPC I
1. Bank Visited - C
HSBC-OIB ] HSBC-OIB
Bank Sohar D e 2
Other Bank: PCLNT
2a. Branch Name chro_t £ il pud § 2
2b. Branch Area g me(c’i gl aiye 2
3. Branch City M WS¢ x a3
4. Branch Region M U\-S - x HARANY.|
Day | Month [ Year At | e [ e LM am 5
5. Date of Visit é
lé | | 2213 | |
Hours | Minutes (il [ sl
6.  Start Time of Visit ‘ ‘ 3 O e llinod, B
H i ARl EXP]
7. Total Duration of Z;s Minutes & = Fjusl s 7
Visit RS
y 6 | 25
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General Enquiry relating to a
specific Product, Service
and/or Facility

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

i Opening a Savings
i or Current Account

i Saving Scheme
Housing Loan
Car Loan
Educational Loan

Credit Cards

Double your Salary
Offer

Youth & Student
Account

O
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4.1 Was Customer Parking Instantly availabie for the
Mystery Shopper?
| T ,
| 3 e Yes i i1 | 3
! E 2. No Od w2
E i. Specify: o 1
i
| |
ii. Specify time taken to find parking: min. G iy Sy a0 g e o
|
4.2 Entrance to Building sl D Jgdal 4,2
a. Wasthe Entrance Clean? iRl Jaaall 8 A L)
3 1. Yes E T 3
0 2. No O 3 2 0
If ‘Ng’, specify “Why / Describe how” the A A ey 1T 2 Al e SRS Sl gt SIS
entrance was unclean: el e Jaadl

b. Was the Entrance Convenient?

e Jasddl S Oa

3 1. Yes ™ 103
0 2. No O %2 0
If ‘No’, please specify “Why” the entrance was REW PRSI PN RN P TP, LS PR L K
inconvertient:
Was the branch premises clean? LA £ il e oS A
3 1. Yes =X 1|3
0 2. No | w2l 0

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

S " Cia gl 13 e Sl e "HST Yl IS 1
Adai e giluall
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[44 . -BrandingMateral ;- - b T N T Ry g Chadak 4.4 |
a. Posters / Branding material present on doors, walls "JS‘JMJ J,.u-\-l -u\y‘ﬂ B Ay jlad Sladie f Sliale 22 g 06
and windows?

t
|
|
3 1. Yes | B4 1| 3
0 2. No O €2 0
If ‘No’, please specify “additional comments”, | SRl idha e ke 2lad Ta NS i gad! S
if any: I Zaay !
| |
; i |
' I
| b. Pamphlets, Leaflets and Brochures on display? : pSal) Vet PR Y P E S S
l 3 1. Yes E a1 3
| o 2. No | 2] o0
? If ‘No’, please specify “additional comments”, Sl Vacilal Siaa Tk dta Slad e ST Ll gadl S 1
if any: )
i C. Branding material up-to-date? : a4l alall dlge G4 S
3 1. Yes & il 3
0 2. No O W21 0
If ‘No’, please specify "additional comments”, G il Slaa B s llad e FIEN gt SIS0
if any: ey

O e P n 29 i ; s - — -T.E"“ KIS

R P esaaati gl Koo ikl R A e T A G

a. Were employees present at over 90% of the branch EIJ‘J H-uu. sl £ AN q;s,.. Oy %90 O _,..5| .\.;1_“ L_;Ls Ja i
desks and counters? Caasill
3 1. Yes E ans 1 3
0 2. No O 2 0
If ‘N¢’, please specify “additional comments”, O M) Slaa " an il e HET Ol gt A4S 13
if any: el g

1
b. Were all / almost all of the staff neatly and
professionally dressed?

T s e O (905 G gall pliea [ S S A

3 1. Yes E a1 3
0 2. No n 21 0
| Rl e i Al e o UST yall S 12
If ‘No’, please specify “additional comments”, o Sk s AT gl _i’l

if any:

c. Were all/almost the entire staff wearing name . e e . -
/ & Tadbandy OILS & yratay (phl pall alima | JS A8 b

badges?

3 1. Yes D a1 3
h) 2. No 54 w2 o
If 'No’, please specify “the approximate colt il pall i i ol s el e MHS" i galt S0
number of staff not wearing name badges: ey DS e Y
' AR %M

ya 4
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46 - ATMand COMmachines’ ¢+ 7 - -3 /- L[~ W& Wguﬂugn i e 3540 ml
a. Was the area surrounding the ATM and CDM Cyn y il o S0 gl-\,ﬁ’u ,N% il peatll 53¢l ol SRSl S A T
machines clean and presentable? ¢ plaalt !
3 1. Yes X 1| 3
0 2. No O ‘ ®2| o
If ‘No’, please specify “Why / Describe how the | SE NS o ) 1o saa Hlak e TS el S8
area was unclean: TRV N

b. Were the ATM and CDM machines functioning?

Tl gL Yy I i all 3 gl SIS Ga

3 1. Yes Bq 1|3
0 2. No | w2l o
If ‘No’, please specify “the time at which at S e 4 0S5 Al 2 sas Gllad NS bl ST

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

n-il)-.nﬁ A_)LQ.'_L ";\ .}_1_’) ,Ju.: N ‘_'.,.\u'l t‘.u:ﬂ_, \fhl q'ﬁ_}..:!'l
(é.ﬁﬂ] &‘.\;Nl K 4.]\]"!

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

TATM/CDM Aikia 3 30 i€l ¢f 2y il oS 4 o

3 1. Yes 'l ani 1 3

0o {2 No O w21 4

3 3. Not applicable w Sy ¥ 3 3
If ‘No’, please specify "the time at which at 4 Jaay ol gN A " ae SlLd ST gl S 13
which the cooling was not functioning g S sl

S .ti‘qrt,aﬂ u'_;'\.s’ v ﬂ"?'-‘r
[ = - 4 g e

u’.}'_:_.' .-'11
T A e

A

a. Was the branch air- condltlomng fully functional
and sufficient?

R = =)
“'!-.'..l'»-\.ll"

¥,

"J-'--'eﬂ-dﬁ-addswu#‘wﬂm’-‘dh 1

3 1. Yes E aei 1 3

0 2. No | w2 o
If ‘No’, please specify “Additional comments / [adiial llaa " san Sllod e MUST lpadl IS 1S
Describe how it was insufficient: ._--lS Sl il gy

b. Did the branch possess sufficient lighting? 43S Gelaly £ RN Ay JA L

3 1 Yes A 1|3

0 2. No | M2 0
If ‘No’, please specify “Additional comments / [adia) Cllaa e aaa Sllnd S MHST Ll gall S 1M
Describe how it was insufficient: S S el sy
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c. Did the customer have sufficient waiting space / | e el e (e ik e [ VSO 408 dabus Jpaall S b S
seating area? '
3 1. Yes ' E PYER| 3
0 2. No O %2 0
‘ ["ada D ha” aom Jlad e DT el S 1

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

S S S ey

| d. Did the customer find it easy to follow the signage

within the interiors of the branch, indicating different
counters/ work stations?

N A SN As guds gall S A ppess iy G D £ Ul G L
ol Shal g (eaRSall) S alida N} ot

3 1. Yes R | 3
0 2, No d Y2, 0
If No_, please §pEC|fY Adc.llt.uonal camments / il fisbhl EilaSe sim Aliab e TS ol all S
Describe how it was insufficient: S s
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a. Was the Mystery Shopper “promptly greeted /
acknowledged” on entering the branch?

e A Al 9 AL il Al

m....;,.m'...@ N

No greeting / acknowledgement

NPy SNETENS A T |

| e Greeted within 10 minutes of entering

Gl L e FRAC N e D e

Greeted within & minutes of entering

‘;._.A.l.._,).x.._)\c_yd.\\,___)\a\__uh_}a. L]

w N O

s |mmediately greeted on entering

w N |- QO

i
;
|
I

Jraxdl Jaic a0 e

b. Did the staff either / or:

:;}‘J?‘ Jh‘.-l ;J'EJ.‘:I Pl‘j Jl N

a. Ask for the customer’s name?

. N R " M
el al e s

b. Greet the customer by name?

Tasi S e oanlls ia )

e Yes, the customer was greeted by name /

J\m\}uﬂu/wlﬁe‘}w\u%ﬂ\?ﬁﬁx# [

3 ) . 3
: asked for his / her name D i
o *  No, the customer was not greeted by E aand e Sl o0y S ded )80 e iaedl a5 NS 0
name / asked for his or her name Lgand
h.-i-'ﬂ . i [ b Ol s , i 2 ogun . 2 y ) -
C. Did the staff ask, "How can i help you today?” -+ 3 "tesd e m"f “] ,1": :‘
and Probe the purpose of the customer’s visit? ' -
3 1. Yes, the staff did this O Al il palt 28 G a1 3
0 2. No, staff did not do this Bd ALy il gall o 2N 2 0

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

flallafdlalial Lo sl Ad]l Fpudall 4y Biel 5 0 S

1. VYes, he / she was redirected an the

3 basis of his / her needs

bl

ehalfislfATalgal L (3) faaall 4 g5 53iet 35 350 (pai 1 3

2. (OR) The first staff member

oo el g A1 M g s pali il 1) 2

3 e.n.countereu probgd the nature of D o foactoss 5 g 5 s 3
visit and assister him / her
0 3. No, he / she was not redirected on D WERER L RERGE PR PP ?i 3 0

the basns of his / her needs

a. Were the staff courteous on the customer makmg '
his / her enquiry?

) m,.....st_..u,s& b ks J.Jn.nh,.dl uts X

0 *  No, the staff were not at all courteous | [] S e Rl Bl G Al S e 0
*  Yes, the staff were quite / reasonably v T .
: ( 40 ke ALY s pall e sl e
1 courteous X B ik Ay 2l et g 1
2 »  Yes, the staff were courteous O ol i pall A8 0E caei e 2
3 = Yes, the staff were very courteous I:l AL gad b palt GE Gl e e 3
b. Did the staff demonstrate “active listening” on Sl jledin " ala) slial Ll yal) 451 6

customer enquiry?

*  No, the staff did not demanstrate

| pliual wil gall 5 i LY
0 active listening O ! sall gy ol . 0
1 & Yes, the staff listened quite / E !y A pika 42 iyl |t 5 pad 1
[*'hj ‘-lj }hﬂ l’l—ﬂ [ L
reasonably actively il B[Rl : -
2 *  Yes, the staff listened actively D Lkl B gall o) il saai @ 2
3 *  Yes, the staff listened very actively D TUCEN, IV PRI WL, I T P S 3




Did the staff appear confident?

PAadl e Bl g add e Ll pad) g 6

* No, the staff did not appear confident D : i e (Bl adl e ia gl g a NS e !
e Yes, the staff appeared quite / | .. I e
- IR LT U LA DAL B Al 5 oans !
reasonably confident ! m | =TT O PRI E e e a0 ;
*  Yes, the staff appeared confident | D ‘ il S By A B i el g eani @

‘ s  Yes, the staff appeared very confident i D ; adi e Ll (Bl ) fo id gl b aal e i
d. List the names of staff interacted i ‘ . et e i e
with: : | DA Ay LH"""‘ \H‘u.”“] 3 Js'” . i

e e /Ms. Vhralaim 1 LGl e
e Mr./Ms 2 Lol il .
e Mr. [ Ms. 3 Al et e
s _Mr./Ms 4 FURFTEFIN
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6.1 Staff Capability

Cuklh galt 3 )b 6.1

7oAk JEl G Cialtal Aaph (6 ledin YL i pall 83 A T

! a. Did the staff frequently probe the nature of the i

i customer's needs? ;

e Yes | =1 | 3
.0 2. No I EI % 2 L0
i If ‘No’, please specify your camments: | B 2l Al Sl ST

i .

b. Did the staff actively attempt to anticipate e - e g Inlit . «

] Il ‘;th-\l'&-m%: \ay wdl) gall '3 —
customer needs? Sl Slatial Jaied Saay cdBgall 3 6 o
3 1 Yes | N 3
0 2. No O % 2 0
If ‘No’, please specify your comments: Ll Al o Fla S 1Y
¢. Were the staff able to cater to the needs of the ) 50 tene itk 99 e G Slaliiad 4 i gl plaidt Ja S
customer without seeking the help of a colleague? 1S PRl
3 1. VYes O a1 3
0 2. No bd 38 2 0
If ‘No’, please specify your comments: A rlaals a8 ola ; SHE" 1Y
. o [ag ACLS
INT: IF the Answer is YES , sa the answer for Q
D should be Not Applicable
d. Were the staff able to answer all / most of the
questions pased? Tha g hall ALl alina [0S 8 AlaY) il gall £l S0 &
3 1. Yes O a1 3
0 2. No B4 38 2 0
3 3- Not Applicable Sk ¥ 3 3
If ‘No’, please speciz yourgomments: Lo i s B bla UGN 1Y)
cwguwieys vﬂa &uc,\s'\—n'ov\. "

e. If the staff were unaware of the answer to a JA R AL fopma Gl o LYl e a8 b gall 0% 21101 2
particular query / queries, did they politely “ask a3l 2al falBll o A0 5 e 28U Jad e JUBSIYIM Gaylgls dile culh
you to wait while they double-checked with the
system / a colleague”?

3 1. Yes | a1 3
0 2. No 0O %8 2 0
3 Not Applicable Salady Y 3
If ‘No’, please specify your comments: -4, rliads a8 Bla ) UE" )
5
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6.2 wmmmmm

et RS
T e

e o F b

! a. Overall, was the staff well-informed on Bank

uuh_’um%“uhﬂﬁ’u‘ J.’duudl -.‘QLDJ,S-:J

i

. \

l Dhofar’s product and services? \ T iy
| I anta B :

! 0 * Not at all informed 1 D 3 AU e layeaant e 0

' »  Weilinformed on at least a quarter / a ir W . e

. _ i’y Siatiad e G fas e Y e A e

! 1 | few of the products and services I:] ’ e ‘o :.1:‘ ‘“': 1

discussed ! e

! 2 »  Wellinformed on at least half of the X & A Dty Shatiadl deal e Y e s @ ; 5

l products and services discussed il

! e Waellinformed on at least three- | el e 1 Taus e

: Zinfialt e i8h g gl I

; 3 uarters or more of the products and D o H88 .EZT cdd J_J “’L %u * 3

I a p -‘.u.jL'.a ~ "J-“ \..JM.'I;.J!J

: services discussed

i b. List the details of the “main purpose of your visit” aedll 5 5a L) "U‘-u” q-:\ul‘ 1" dluaia 4a25Y &2 B
{as per SECTION B); rate the staff on the level of "leadll g Shadialy Jadah 8 a5 g e Cpbls pall apils 2 gy 1
“product / service knowledge” in this area: ""h"““ i

O’ u‘;—.ﬂl‘_,..‘u_).hl.uhhrfn.nu
$NT: LIST THE CODE FROM SECTION B. o ' 2| Cy d/ Cﬂff/‘
0 *  No knowledge at all O Y e pyd e a
e  Wellinformed on at least a qflarter/a sy Shaiall e B fay oo BV e sy
1 few of the products and services D il 5 il 1
discussed
2 e Wellinformed on at least half of the m & Al Sleaall y Slpdidl wdeal e Y e oy e 5
praducts and services discussed ildli.
e ‘Wellinformed on at least three haiia e A8 o) gLt A8 R e R
3 quarters or more of the products and D ’ * + €% e 3

services discussed

‘.‘:I:A—LIAP: 4:I]| C!LAA:L“J

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

Gilesi g Slalial ™ALLY apl” o WLAL A glaey Cilh padt o6 S8 S

and services? ¢ Al
0 *  Nocross selling at all D byl e Sloy) sl ddasy iy ol @ 0
1 s Cross-selling after a lot of prompting E ST e S0 g SLDY! all Aleay 4l e 1
* Cross-selling after a little / some i g - ) . - R
2 . Sl Sy J;Jih - Loy anlt Aslaay 18 . 2
prompting O i s ¢
3 * Immediate cross-sefling attempt D Skl e eyl sl lglaw g 3

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

a1 Ll Uy iaid g laiia 13kt gy GilB gt o JA O
chdisal ‘IﬂJ.i._dlt.ni.iJLhw. i

3 1. Yes O o1 3
0 2. No Bq 2 0
If ‘No’, pleasg specify your comments: i a8 Bla ) STESM Y

choo £ Mg \ecue .

10
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e. Did the staff attempt to provide “complete Sladd g Glalie G5 MALES Gl plaa’t Sl Y & glaey A 28 6 2 1
infarmation” on Bank Dhofar's products and Tadugll D11 DRl A il D
services, along with relevant literature?

INT: LIST THE CODE FROM SECTION B. ol O{eo"-[* Co/;l S anikl e M RS A8 il

Q e Noinformation at all m MY Lo Zayaad e 0
s infarmation provided on at least a T ‘
1 quarter / a few of the products and D e u,...n.. . b"_"', L J& s 1
. . . [FAR I F Y ~l’_|]| \_IL‘_".Q._.'J ._La_._..u.'l.l
services discussed '
5 » information provided on at least half & Catialy Aald! D paddi heal Y 8 clazi e 2
of the products and services discussed [Pt S IR PR
+ information provided on at least three , PP Ceras e
Tilaplaall G 281 g gLyl ADS WY o clac] e
3 quar.ters cfr more of the products and D 1260 il et y Shadil Aabaial 3
services discussed
3 ¢ Not Applicable Gy e 3

f. Information on relevant procedures, faluall Gl Aaglial} 4400 g Shalieaall § (D] YL dliada e gins

documentation and follow-up method? L
INT: UST THE CODE FROM SECTION B. ol |Cn u'cl ek - k) e a1 4GSy a8 1ialy
t"\. F o )

0 ¢ Noinformation at all D Y e SlaglaY e 0
. . Info:tmat/sonfprow:f: on a;le;stad D Kilaia) i g e i fs Y1 e olle] o ,
qua.er gewo e products an Wit 5 1ty CiaZiall

services discussed
2 ¢ Information provided on at least half E Slagidly iiletdl e yledi wdual B J& slac] e 2
of the products and services discussed LEfia o3 Al Silaaddly
, . |nfo:tmat|on prnwdici:n at I:ast thrze D Chasiaal 3a 281 ) pll A58 B o olke! e ;
qua. ers qr more of the products an 128 5 "ﬂ' Cimaly Sarial, At
services discussed '
3 e Not Applicable Gy e
g Did the staff attempt to acquire more customer Jal O g Al K0 e gl A5 aad A glaes LiB pall 48 G F
information so as to follow-up at the end of the visit? 3 Al B Anlialy aldll
3 1. Yes O a1, 3
0 2. No A o2 0
If 'No’, pieasl specify y@ur comments: g Pl Ly 48 e ST
L&{ oP‘/wne, /\Jo .
1

11



+ + +

7.1 Timeless . < i 7.1

. a. Waiting time on entering the branch, before o O gl il gt s JalaSl Jaby g A Jpdo 2k LAY Sy )
dealing with the frontline staff: D Aaaddh Al g o [ ala¥1 Dadd
* INT: SPECIFY TIME IN MINUTES: 'y D ' A < B s 1 222 ialy |
- l
C ' + (Cver 15 minutes i D ‘ Ak 15 e S5 e 0
1 l s 5-10 minutes i E} S3:10-5 . 1
L2 ]‘ s 3-5minutes ' ] He 5.3 . 2
‘ 3 J‘ « Under 3 minutes 1 O FE AN e B . 3
[ b. Did the customer feel like the queuing system - . . . L
Cfaa Sl Chall A ARV S Sl e A
functioned properly? 1 ? o o R B Sy LS AL A
0 - gimumg system did not function at D P! e oty ¥ el i A L e 0
* Queuing system functioned, but it e T, .
1 1 gall amy as il Lasiy Jlad o
worked with a few impediments 3| st om0 080 Sy o el el . 1
9 *  Queuing system functioned and it 0 Jhad JE2i g Al gty Jaty cialt 3 UREYI Gl e 5
worked quite easily and efficiently La 2 )
3 » Queuing system functioned and it m JEd g Al A gy g Ciall B GG Gl e 3
worked very easily and efficiently Jad
* Not applicable O ST -
c. Time taken for the “purpose of the customer’s visit 1 ga ) Jgem gl 38 Qg3 B A A AnD" Jal e BIL1 CB N D
to be fulfilled once reaching the counter: " Aasil
INT: SPECIFY TIME IN MINUTES: l 6 min L B s 2B gl 23a staly

12
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H. Additional Comments on Visit 15050 Alladall AdlaY) Sila jThall 4
(If any): (D )

-Sooal experience o \N‘JF
o Cuttomer per bec .

X e ewf‘czje_e 5\\9JJ T/\,CMJF

End of the Survey - Thank you very much....
S3a 188 — ghiad) ity

o

G.

LN ot 0 Y
o Peadh, b wil dodi e i

" i .';‘t' R

iy SCHT VR ARGl

SR L TR

{(Total unweighted branch score, summing all sections):

g Section ParainétetUnderEvaluaﬂon .Totano__h'ltsScoredinthIS': Total Points Allocated /
: . . - . - Area: : Paramaeter
C Branch Presentation and Customer Facilities
D Greeting and Soft Skills of Staff
E Staff Capability, Knowledge and Cross-Selling
F Timeless
R . . TOTAL SCORE

g Al bl £ gana £

(pedT S pan o il daa jall e LU § yena)

" Jalal) flawadiall bkl p papae tpaalll B Algeasd) DA £ gagee o il oy g Jaladd paall)
Gl Aadiall Cgdl y £ AN ppais <
Cnd pall D1 e y g 1 &
) A Ales g 43 ae g (il gall 3 428 z
< gl r
o ) . L DLl £ gage
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