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PROJECT: Money

SHOPPER CODE DATA ENTRY EDITING [ sR.#
Name i\ Number Name Number | Name Number !
‘ —
! { I[ | |3q Lﬂ o
i ! |
&J_}.:u:'l
= ; ‘
e o } ada) | RN B FRY | 3 gedal e
Y 1 E
a8 ; Al A ! A TS E
L | ) 29
A. Details of Visit BN Jaaldd A
Bank Dhofar M4 v iy
Bank Muscat O L sy
B National Bank of Oman O el ik il S PRI RPN
1. Bank Visited
HSBC-QIB O HSBC-0IB 2L
Bank Sohar O e oy
Other Bank: LAy
Za. Branch Name QU.A.A) i Foilaul 12
2b. Branch Area QLUA)\ gl adge 22
3. Branch City P LD LGadl 3
4. Branch Region MM(_OJ, ikl 4
Day | Month | Year At [ o [ sl px 5
5. Date of visit
| | 2oV3 ] ¢ | \\
Hours ] Minutes Jdal | o Lalh
6. Start Time of Visit iy za, B
Ao K
H Minut jaal) “Ae Lt
7. Total Duration of ours nutes S = s e 7
o &
Visit | \ & | TR

T—DE’—MW




General Enquiry relating to a
specific Product, Service
and/or Facility

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

Youth & Student
Accaunt

or Current Account

Savmg Scheme ua ‘-
Housmg Loan Jls....l oo 3
Car Loan ._JL... Jai
Educatlonal Loan et
Crednt Cards uL..ul _.u'um
Personal Loan

Double your Sala ;
Offer ’ W D ' I

il y Ll Gl ‘

S Ak e piie Blate Qe jldiul 2

S
[@J]Mmm_‘;ﬁ[’w1 _aal tdualy
dasdl)




AR RO RA YT ;. WG e ha

REEE e ?

" Was Custor Parkins instantlv availablefor the ' . UREYE
Mystery Shopper? Taolll e B e AN Jydadl 339 A 4.1

3 1L Yes O a1 3

2. 2 36 2

: i Speafy Ter2 2 O l% faca
| Donka Cu,ol

i ) ii. \gzneufy time taken to find parking: .3 min. X iy Sa¥ a0 20 aa
4.2 Entrance to Building ' : weall D Jedal 4.2
a. Was the Entrance Clean? Mo Jaad A8 Ja )
3 1 Yes E PR | 3
0 2 No 0O 38 2 0
i 'No’, specify “Why / Describe how” the SRS s g SO oa Sl s ST et SIS I3
entrance was unclean: QU T-VR V- HEN
b. Was the Entrance Convenient? e faaad U8 b
3 1. Yes B4 mi 1| 3
0 2. No (| 2| o
if ‘No’, please specify “Why” the entrance was e Jaadt 2 A0 AL e MBS a1

inconvenient:

Was the branch premises clean? "h,h.. g_,..n u..._... Sle i
3 1. Yes B4 1| 3
0 2. No d w2| o

If 'No’, please specify “Why / Describe how”

. ER-RUEY AL aam AlLd e MNET 1€ 1)
the premises was unclean: = S o g [N daa Hlad e MAST lpali SIS 12

A e
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44 Branding Material -

. Ay 3N CAON 4.4

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

"-I'IJ.:-!J‘_'I PN -u1y‘l‘u&q“muuﬂbfum i g JA §

T

E 3 1. Yes E a1 3
i
o | 2 N O w2l oo
: | if ‘No’, please specify “additional comments”, Sl Slsa ! o ol e SIS gl S0
i if any: e
1 H : i
: | |
| ! ‘
| b. Pamphlets, Leaflets and Brochures aon display? \ ol i)y LAl el G
3 1. Yes ‘ E st 1 3
0 2. No O w2| o
If ‘No’, please specify “additional comments”, uLa Zidan " 2aa Hlab e MTET Ll gl S0
if any: -;._\.;,
c. Branding material up-to-date? Sl Ay jiadll Glaalt g JA S
3 1. Yes a1 3
1 0 2. No NS 2 Q
i If ‘No’, please specify “additional comments”, S Al e s Sllal e TUET Dl galdt S8 1Y
if any: (Do y

s T

b <
A

SRR

r ol

'-r"','wa- [ ol T R
. R Ty %ﬁ»a;l‘u.. o J?

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

T I R
phlpay agia plog gl A pa On %0 Cra AS) 22l gl 248 A

desks and counters? faasill
3 1. Yes [ i1l 3
0 2. No | w2l o
If ‘No’, please specify "additional comments”, b Magilal Slan it ara Sllad e ST el S 1N
if any: ADay

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

Tribad ol (il 590 5y OB pald pl [ JS S N

3 1. Yes ™M m 1| 3
0 2. No O %2 0
] N B At laa N SLad Cra TS Ll “3E 13l
If ‘No’, please specify "additional comments”, < = = o AT s _‘ii"
. >

if any:

c. Were all/almaost the entire staff wearing name

Caacels S LS 0y gaday (gl gall e f S 1S 8 S

badges?
| 3 1. Yes | il 3
!
0 2. No vl %2 0
If ‘No’, please specify “the approximate Cpal i pall g ST saelhana Sid e DS el S
number of staff not wearing nagne badges: il iy .;u--és Y
NIOWL, oﬂ e»nﬁﬂﬂ(uu»aﬂ(
nawe, VU tca \ A
J a
+ . +
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4.6 -ATM and CDM machines -~ . |

I

S ey R 48]

a. Was the area surrounding the ATM and CDM

Oy AR B3 B 1Y g ] ) all B ) a8 )

|
machines clean and presentable? } @ ppaialt
3 1. Yes f E a1 ‘ 3 |
1
o | 2. No - 3! %20 0

area was unclean;

| If ‘No’, please specify “Why / Describe how the !

DS "8 iy /i saa el e SET it S G
Al S

b. Were the ATM and CDM machines functioning?

¢ anl ~‘g.\.-l.:.“ E‘-‘-:‘-\J"'j q-\.l" il ! gt S A

3 i 1. VYes

a1

3

a 2. No

us 2

0

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

Pieal A S0 L0 2 I8 sea liad e SUST el IS D

el L lea 5 2aa ) e Y g1 F Yy LV
(50 g1V 5 Y

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

FATM/CDM Qkis 3 3 cifal 31 3,00 G5 A S

3 1 Yes O s 1| 3
o |2 No O B2 9
3 | 3. Notapplicable & Glu¥.3 | 3
If ‘No”, please specify "the time at which at b Jueg ol 53 28 g0 i Sllab e ST Ll galt SIS
LT S e

which th[g: cooligﬁ was not fu?jtionix

iR,

A A il L. E;'ﬁ‘m_ .11...%
a. Was the branch air- condltlorung fully functional
and sufficient?

3 1. Yes

a1

0 2. No

a2

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

fradal laaile” daa Slliad fpe HST Ll gadt SIS 1
o LN SO NI T W

b. Did the branch possess sufficient lighting?

TS Bpidls £ AN pAay JA 0

3 1. Yes B 1|3
0 2. No ™ w2l o
if ‘No’, please specify "Additional comments / D o W P R - I T
Describe how it was insufficient: B L O P T W




+ + +

Tougiall ke Ha wiS Lp [ LTI NS Aatees Jpeall S8 8

[}

¢. Did the customer have sufficient waiting space /
seating area?

|
|

L3 1. Yes jE 103
O |

0 2. No | us 2

[UAl Dia i e 2l e ST i gali S 1 |
S A S Cay |
|

. tf ‘No’, please specify “Additional comments / | :
! Describe how it was insufficient: ‘ ;
. [

'
|
1
i

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

: e e . D oally B C303 AR pa pall RO A ppews 2y OV S £ A S

within the interiors of the branch, indicating different ‘ I e A "":» ‘\T‘_&.-i_, (5 '.%-Ho]_;ﬂ E! :1’4.::;
AP Fol ) wiliie 1

counters/ work stations?

0 2. No vy2! o

3 1. Yes R a1 3
O

If ‘No’, please specify “Additional comments /

. . j ) b ¢y [ Sl N daa Sl e THST gl AS 13
Describe how it was insufficient: ¥y IR ol sl S )

TERNCRAR




5.1 Greetlng of Customer

EESERTET

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

0 | e Nogreeting / acknowledgement E : S A 5N . 0
i 1 o Greeted within 10 minutes cf entering | {] el il e R 10 JUa h__.xj-zlu . 1
2 *  Greeted within 5 minutes of entering | (] el Lsii e 35 S e 2
[ 3 *+ Immediately greeted on entering [ [ Sl Ugat gpopa it e -3

[ b. Did the staff either / or:
{

1o sial A gt S A L

a. Ask far the customer’s name?

o gt e L

b. Greet the customer by name?

faa) SY me panlls a )

Lo Yas, the customer was greeted by name /

J‘wkjuh/w‘ﬁar:ﬁbﬁgﬂ\éium L]

basis of his / her needs?

3 { asked for his / her name D L..‘.. 3
0 . No, the customer was not greeted by E e s ay f K3 YU PP LT, A UL L 0
name /[ asked for his or her name Lgat o
bk 6 kil g "0 gl e liua S WS LGB g T

<. Did the staff ask, “How can | help you today?” o I e A m": :‘“ N3 ;
and Probe the purpose of the customer’s visit? ' “’

3 1. Yes, the staff did this £4 S5 ala gt 23 5] a1 il 3

0 2. No, staff did nat do this O Al i i Al o NS 2 | 0
d. Was the Mystery Shopper redirected on the TeaialfAdlaGial e sl AA faadall dagiBals] a0 A &

1. Yes, he / she was redirected on the

3 basis of his / her needs

lalfal/adlalial Jb (3)Jeanl) 4 i 3t 35 Al (a1 3

2. {OR) The first staff member

Cp Gl AT g3V Y gt il (9} 2

the basss of his / her needs

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

3 e_nf:ounterez.i probgd the nature of e b foie luay 30 30 dasla 3
visit and assister him / her
o 3. No, he [/ she was not redirected on (Rala sl g sl dole ] 3 o (S 3 0

"J,a.d..luﬂha%suca L.Ja...\.\!‘_‘,'.duh,d'l ,JA R

customer enquiry?

0 * No, the staff were not at all courteous El ABY! o G ciligall 55 A HE 0
s Yes, the staff were quite / reasonably
’ Fi| LLLI _n.]n I '
1 courteous O b g & S s 1
2 e Yes, the staff were courteous E R VR T- % g L PP R 2
3 s Yes, the staff were very courteous D AL sak iyl S 0 Gl e 3
b. Did the staff demonstrate “active listening” on Tpand] Jleadioa ¥ ot plial® (b pall 451 G4

® No, the staff did not demonstrate

0 ot i .
active listening O ! plial LiB gt 4By Wl 2E e 0
*  Yes, the staff listened quite / e . T
1 I 4] kB geali AP
reasonably actively O Sl B [ gk diy by i galt gl S cpai 1
2 s Yes, the staff listened actively O Lpiag) il gall sl 35 ani @ 2
3 *  Yes, the staff listened very actively a La¥l e 58 BBigad) hol il cans e 3

~




+ + +
;€. Did the staff appear confident? : VT U R I UL BE " Y RN '
3 e No, the staff did not appear confident | D | A e B4l o gl el WS e i 0 ;
‘r * Yes, the staff appeared quite / i i . .- e i i
! ’ | i (8 Aki e 31 AT 2 2 pall 4 cpa i
L reasonably confident { O | j PN T e e 0 | 1
r T v .

‘ i e Yes, the staff appeared confident ‘ D i Jp Bl gl fo i gl gda e e 1 2 J
i i
*  Yes, the staff appeared very confident | | i Dy el (Bl g A e i) e aai e | 3 ‘
‘ d. List the names of staff interacted i T T
N TpdAa Seeaal T} Tkl pad) gt S0 o
1 with: : |
\ e Mr./Ms vio aane (_-at.q 1 il _eadl e
| e Mr./Ms 5 2 i bza e
‘L e Mr./Ms. 3 Aol il .
i ¢« Mr./Ms. J'_ 4 | maty Ll e
+ +
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6.1 Staff Capabllity

M

Rl . » : 1 .y

5

ol gpali 5ﬁ 6.1

PaAie G843l Slabia) Aapb o6 lalin¥l wiB gl o8 06

| 'a.  Did the staff frequently probe the nature of the
customer's needs? ‘
3 Y Yes Bd - 1 3
: Q } 2. No | D | w5 C Q0
: i If 'No’, please specify your comments: RUNEE SUCRTIN PRI LN
| |
1 i
b. Did the staff actively attempt to anticipate €yl Shaalind oY b AL slaay il gall 28 (A o
customer needs? ; ’
3 1. Yes | e 1 '3
0 2. No O w2z oo
If ‘No’, please specify your comments: B mlads a8 pla; UST US
€. Were the staff able to cater to the needs of the ) 330 e il G99 e G Shalial Al Cilh gt gl A S
customer without seeking the help of a colleague? IS P
3 1. Yes | a1 I3
0 2. No O ¥ 2 0
If ‘No’, please specify your comments: i rliads a8 5la ST )
INT: IF the Answer Is YES, s0 the answer for Q
D should be Not Applicable
d. Were the staff able to answer all / most of the i ‘
guestions posed? ha y ol ALY aliaa JJS 06 AlaY! vl palt g Ualicd A 2
3 1. Yes | poi 1 3
0 2. No | 32 0
3 3- Not Applicable Galaiy Y 3 3
If ‘No’, please specify your comments: RCH) Ty ab Ela ST U
e. If the staff were unaware of the answer to a O A AL [oma Mg o L) e | ol cilpalt 085 A0 13
particular query / queries, did they politely “ask ' dal fullall s A0 5 e 2SS0 Sl Dpa ORI Guighy e il
you to wait while they double-checked with the
system / a colleague”?
3 1. Yes O a1 3
0 2. No B4 3 2 0
3 Not Applicable Gahiy Y 3
if ‘No’, please specify your comments: ;.313?:1..44 A elay DS D)
-Wne @oom S aae,,,\ p
9
+ +



+ + +
6.2 Produaltnowledgoandaosssdllng . @‘”H’JMMM
3. Overall, was the staff well-informed on Bank | | iatiy ul-u-n Tt s Sy -‘hyﬂ SU S CA e ;'5-5.' .‘
; Dhofar's product and services? ! f ¢ hiE oL
0 [ + Not at all informed [ D A0Y o Silaglaa 4l gl e 0
[ e Wellinfgrmed on at least a quarter / a | i " . A f i
Nt ' \_“
1| few of the products and services | O f ’ e - S '“'l * ! 1
l | - _\-
| discussed ! b i }
2 ‘ ¢ Wellinformed on at least half of the | ] A gD headl y Sl cheal e BV e des e i 5
‘ products and services discussed i R
- ‘ s Well informed on at least three- i . . T
. ; el e 8T g gl ASN0 B e
3 quarters or more of the products and | E Pl e L :A_b “’“‘ "L_:;“" * 3
L ,u et TR
; services discussed | - 4
' b. List the details of the “main purpose of your visit” il A g2 af) 5550 eI iyl Al 4aiY gl g ab

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

"'u&a.lJuLLunIhLyliﬁﬂu}J\dyﬂ"uhwﬁ”IwHJ o
,uh..lo.u",:

Can Lotn] E T G 3o T 3 15
INT: LIST THE CODE FROM SECTION B. ° I
0 + No knowledge at all 1 D AleY Lo Ay e 0
e Wellinformed an at least a quarter / a
Slaaddl g Sladiaht - ) e i
1 few of the products and services D 2= o B e ‘F. "“ _"}' :J:' * 1
discussed =
2 e« wellinformed on at least half of the | A Chaally Slatial wiiad e BY) e ala @ 2
products and services discussed piedia
¢ Wellinformed on at least three . < -
Sladidl e agh gh plod 430 B L
3 quarters or more of the products and E Ml oo S E_-fg_‘j'_' ﬁ :5 ‘J“]' ¢ 3
services discussed =~ ?

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

c. Did the staff attempt to “cross-sell” other products Sladd 3 Dladiad " ALDY) ad™ o gL A placey il galt 418 4 D
and services? LPREY
0 *  Nocross selling at all D BBV e ALyl ol Ll Li s . 0
1 s (Cross-selling after a lot of prompting D Sl Gt e il ay ) aull Blaay e 1
2 . g:z:::::g after a little / some E 2 ) coa Y Sy RnY! o Blaey 6 e 5
3 » Immediate cross-selling attempt D el e oYl adi e . 3
d. Did the staff explain Why Bank Dhofar's products

ALY gyt JUD ol Sledd y el 130 2ty wiligall pE Ga B
B 2 i) a5l " gl

3 1 Yes O i 1 3
0 2. No 4 ¥ 2, 0
If 'No’, please specify your comments: RENPY AWV PRI, Ly kY

Ao LINPY-V, P 1
10
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Did the staff attempt to provide “complete
information” on Bank Dhofar's products and
services, along with relevant literature?

m

Siaid g ladis 6 TS Gl gl Hiac Y Al ey v gl 2 A E

flall Chd it aa lih S,

INT: LIST THE CODE FROM SECTION B.

S i) (a il AGUS o ialy

O

r 0 *  No information at all Sal o Slayaed e 0
! « information provided on at least a [ ‘ Rl s g e W s Y e s e
. L S ) M & ;
; 1 quarter / a few of the productsand . D P . "& . 1
R . ! ek N i ) .
| services discussed : |
| 3 » Information crovided on at least half D ' LR PP LI 0 -Vl 1 g LY B 2
of the products and services discussed | idin & 50 Dl y
* Information provided on at least three o et Ceain e ne
Doa gacad! G Sl gl &L.IJ'I Ak -_}I‘ﬂ U" [P ]
3 quar'ters or more of the products and E LR U ealy it Aiaia 3
services discussed
3 s  Not Applicable Gl e 3

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

falall Gfd Anlial GRS g Slaliceall y he ] Yl Alals il glas ¢

INT: LIST THE CODE FROM SECTION B.

D edhl] o Gl RIS o s il

0 * Noinformation at all D ARY! e Shagma Y e o
. . lnformatmnfprow:le: on a;leastad D ATl e iaall e B fpy Y1 e olie] e
quar_ter/_a ew of the products an Llia 1 Slaaly Cladiady 1
services discussed
» Information provided on at least half Slamially Alatiall e pleadi ciead BN o slae]
2 el O e 2
of the products and services discussed e e
¢ Information provided on at least three : - ;
F AN | R I AT b T U |
3 quarters or more of the products and E aall oo 281 51 £ 1 e st 3

services discussed

idBie & Al Slasall y Slaially Adlaadl

3 .

Not Applicable

R

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

Jab D (e dliade A0 i gl A A gla il gall ol Ja
%030 G B Aniially b

3 1. Yes

a1 3

0 2. No

Ox

2, 0

If ‘No’, please specify your comments:

A Pty A ola NG

11



7.1 Timeless

Waiting time on entering the branch, befare

} o s pal! o gl da el Jaby g A gh ke VRGN iy, |
dealing with the frontline staff:

! + Aaddll c.-!l_y o~ !U.ALA-\" sl

* INT: SPECIFY TIME IN MINUTES: ]

| R it T NIRRT

!
]
T T - — :
G e  Qver 15 minutes \ D | Wl 15 e ST e 0
1 e 5-10 minutes | b4 | 3331 10-5 . J 1
2 e 3-5minutes 3 Fhs3 e 2
: 3 e Under 3 minutes D | FR M F e 3
! b. Did the customer feel like the queuing system . . e i ke e . em s
; ' s JL0 et =Y RS- IR P | .
L functioned properly? . ? of S R Gy cpAl A A
: . - -
: o . (alltljeumg system did not function at m BV e Jary Y it i DY S o
|
s Queuing system functioned, but it bl . il ...
- el Y1 aldag 1
1 worked with a few impediments ﬁ Fh ? e 08l Jay A
e Queuing system functioned and it Juad S8l g A gy oty ial) B BT Gl e
2 stem T . [] 2
worked quite easily and efficiently Leda I
s  Queuing system functioned and it S8y Al A ey Sty all A AT A ) e
3 ) ’ O : 3
worked very easily and efficiently Jlad
e Not applicable O Y e -
¢. Time taken for the “purpose of the customer’s visit e A Jgea gll 38 G930 Bl i ApD" Jal (e 3 05__#1 o
to be fulfilled once reaching the counter: M Aaaidl
INT: SPECIFY TIME IN MINUTES: £ PR, T JUNRES 1) JVRPILR

12



+ + +
' H. Additional Comments on Visit 15Ul Alladall ALY Sla_dhal Ky
s L)

lUfanyy

i-S‘I’OL”-Slﬂode puk rame 'tajw
|
|
|

!

End of the Survey - Thank you very much....
p P TS U P I PR

{Total unweighted branch score, summing all sections):

- Sectlon Parameter Under Evaluation Total Points In this  Total Points Allocated /
Area: Parameter
C Branch Presentation and Customer Facilities
D Greeting and Soft Skills of Staff
E Staff Capability, Knowledge and Cross-Selling
F Timeless
TOTAL SCORE

£ Al bl £ gans £

Jolal faadall B £ gapr | cpecdl o8 Alpesal WA £ gagse IR Sy gl Jalal | gl
ot St Ansiall gl y £ 1 ppi <
(o gl D] jlgea y a1 &
DT ) Ller g 438 may il gall 58 z
3y r
JlA £ gara
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