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PROJECT: Money
SHOPPER CODE DATA ENTRY . EDITING SR. #
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A Details of Visit 3L Jreold o
Bank Dhofar B4 il ol
Bank Muscat . Ll 4y
National Bank of Oman O landl gt Sl Gl D A AL
1. Bank Visited
HSBC-OIB O HSBC-OIB
Bank Sohar D laa Sy
Other Bank: HECSRSY
23. Branch Name 34 D g il ot 12
2b. Branch Area &,U\/ gl alye 2
3. Branch City S WA Ll 3
4, Branch Region SW \\/G\ Gl 4
Day | Month | Year et [ gl _L W) M aw 5
5. Date of Visit
Ho 6 | oo 13 { |
Hours [ Minutes J.'l&.!ﬂ [ AT
6. Start Time of Visit BLjllinod, 6
| dJo | 12
H Mi Al I sle Ll
7. Total Duration of e | inutes S = o
Visit | 2 D | bl s 7
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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

Opening a Savings
or Current Account

VR e e Blale ple laital 2
§ okl Juolli saa i f g adiall 240 cdaly
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4.1 Was Customer Parking Instantly avallable forthe
Mystery Shopper?

*u'

?Muknj*adyqiﬂ‘bﬂ‘n ayls 4.1

3 |1 Yes B | i1 3
| 1 -
2. No O % 2 |
i. Specify: | xea

ii. Specify time taken to find parking:

min.

il i ga s 3 S s o
4.2 Entrance to Building el B Sl 4.2
a. Was the Entrance Clean? Sk Jhaad! S8 Ja b
3 1. Yes E PYERS | 3
o |2 No 0O 3 2 0
If ‘No’, specify “Why / Describe how” the JE RS oyl [ 2aa Sl e US O galh S
entrance was unclean: edad e Jaadl
b. Was the Entrance Convenient? ! laslia Jaad 8 6 0
3 1. Yes E I and 1 3
0 2. No O] 2| 0
If ‘No’, please specify “Why” the entrance was ealiae Jaaadl S5 o M3 2aa ¢ ST Lyt S 1D
incanvenient:
. L] % % o il ity By e TR, g P :
Was the branch premises clean? TlLBL £ N e LS e
3 1. Yes E L 3
0 2. No O w2 o
If ‘No’, please specify “Why / Describe how” . . ) en .
the premises was unclean: S S g [ 330 L G IS gl S
Adged b !
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t 44 - Branding Material

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

3d1 gy S dadt co g e -.uh_. uL.:&s [ oideale 3o 4 OA L

[ 3 1. Yes O PRI |
0 2. No M- w21 0
If 'No’, please specify “additional comments”, : JU el Siha M e allan ST et S
lay

|fan
. w’lu wall, 'oew

b. Pamphlets, teaflets and Brochures on dispiay?

fh il y Dl e 5 A

3 1. Yes X pad ] 3
0 2. No | »w2| o
If ‘No’, please specify “additional comments”, S Al iaa M sas llab e KN il alt 1SN
if any: Ty

Branding materia! up-to-date?

faliaa &y ladh Ciladalt dipe 4 S

W £,

TG

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

T S R L AR TS

3 1. Yes Bd 1| 3
0 2. No O 2| o
If 'No" p|ease Specify “additional comments”, o ‘"MSL.‘W Sdaa e saa Sl S UET et IS 1
if any: )

Y ,"W-'\T‘, b
5:..1- B i ol ;n‘-L._sx_q. AR

13l pay aghSa #l £ RN AB pa e %B0 Oa IS 20l 5 (RS A .i

professionally dressed?

desks and counters? L PREL
3 1. Yes | 13
0 2. No O w2 0
If 'No’, please specify “additional comments”, WIS TOUAINT 500 TR CPR ISP, | S PR I (kY
if any: )
b. Were zll / almost all of the staff neatly and

Ty i ol (1380 5y (B palt ol [0S 0US A

if any:

3 1. Yes E a1 3
0 2. No i 2| 0
o . " Sl Sl e S S et S 1
If ‘No’, please specify “additional cormments”, S o R
Ay

c. Were allfalmost the entire staff wearing name
badges?

Taghandy DA G gy (A8 pall alma f JS JAS b O

3 1. Yes

pai 1 3

0 2. No

®O

a8 02 0

If ‘No’, please specify “the approximate

21 el o Sliad e S iadl A0
peanty Sl LS geia Y

il pall gy A

number of staff not wearing name bgdges:
! %PE}%&@ UK A ﬂg 55&@1
'mia)(
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4.65- ; ATM and CDM machines - '~ ./ ;. - "
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kil pla¥ly U Ll ual 50t “J

| a. Was the area surrounding the ATM and COM

A
s o

J.nJMJMulﬁ\JgY\JV.’Y1u|_).mIaJ‘A| Dol S S Ca

-~ |
E machines clean ond presentable? 7 4B
Y 1. Yes K i 3]
E ; :
o I 2 No O w2l o |
If ‘No’, please specify “Why / Describe how the S8 el a1 ara b G IS i pald S
_\—l:n- );L _'\54.'.! ;

3
i area was unclean:
!
|

b. Were the ATM and CDM machines functioning?

o Rl By A Ll el 334l C5S A

3 1. Yes

™1 3

0 2. No

O|X

382 0

If ‘No’, please specify "the time at which at
which the ATM / CDM were not functioning
(and specify which machine, ATM or CDM):

e A 80 S e Sl e MUET gall S0
N N PO mJ)y.:wému;'-\,r,jp wal ol

(e gyl g Y

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

CATM/CDM {hale A na cilall gl 330 i€ 4 &

3 1 Yes | PERE T
0 2. No R B2 g
3 3. Not applicable | Gy¥.3! 5

if ‘No’, please specify “the time at which at
which the cooling was not functioning

The RC  woa nok w

o LS P

38 T o 53 Sl o B e IS el S8 1Y

ua Kl sl

Describe how it was insufficient:

L 3T RO R TR UYL A
a. Was the branch anr-condntnomng fully functlonal TodlS g . (i Jany (il g 6—‘35-1" A b,
and sufficient?
3 1. Yes E a1 3
0 2. No O 2] 0
if ‘No’, please specify “Additional comments / L) Sl saa Slal e SPUET il esdl 18 1Y

_-:_n\S\)S;:qu;nSu.a_,l

b. Did the branch possess sufficient lighting?

4G Bplaly £ AN a6 o

3 1. Yes

aa 1 3

0 2. No

O|X

38 2 0

If ‘Na’, please specify "Additional comments /
Describe how it was insufficient:

Al Claalia aaa Alad e SEEY gl S0
S K Al S
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' ¢. Did the customer have sufficient waiting space / T pall e iha e il 230 f ARSI IS daiius el SIS A S

! seating area?

a1 k]

} 3 1. Yes

a2 0

[ it i Al e S et 1S
S Sy 4 ia

O

o | 2 Ne [E
\
b

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

LA (28 & m_._{uj x

|

|

Alonk of! ‘ |
% L S e he peq . - i

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

ity R JALs AS g gt SR A gy Ay O Gge 3l Bl GA D
2 aall oySlai g {ellSall) b2 R0 LAE N A3 5

3 1. Yes ani 3

O|K

0 2. No Y2 0

if ‘No’, please specify "Additional comments /

i ) d ) i gh g fAilal Claa e i Slad e STHET gl S
Describe how it was insufficient: I W AR

IR




5.1 reelng of mer

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

N * No greeting / acknowtedgement : D Gt w3y e 1 0
i 1 e Greeted within 10 minutes of entering D ‘ Orasdl Jahl e WA 10 JMA e T e Y
E 2 ¢ Greeted within 5 minutes of entering ! [:I ! cans! s e BAc 5 DA a2 e 2
L3 ¢ Immediately greeted on entering E ol Cpas o ous A e 3

b. Did the staff either / or:

(e gdaly il gl a3 A

a. Ask for the customer’'s name?

il gt J

b. Greet the customer by name?

?‘.A-J‘)S.:\,\_l\_:.\‘l_“l_'hla)_\_l

. Yes, the customer was greeted by name /

J A.A..aluc L]’A.A._' )SJM._,JM:LJ-——:).D"H-L&P\J

3 asked for his / her name E g 3
0 *  No, the customer was not greeted by D LN I ALY R VW I L DG PTL FRNIVEIS I TN, LS 0
name / asked for his or her name gl gl

T A T P I T DU L P T DI T

C. Did the staff ask, “How can | help you today?” o 3 e - ’:.] ) nd: L:
and Probe the purpose of the customer’s visit? ' ’
3 1, Yes, the staff did this E JEVCTINY- PR IV I POV | 3
0 2. No, staff did not do this O Sy i all o al NS 2 0

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

alfGabial o by LAdl Jedal 4053801 20 Ja &

1. Yes, he fshe was redirected on the

3 ' ’ aldalfaflatial M (3] len! dga ¢ 30t 35 280 camd
basis of his / her needs E * - ) e w1 3
2. {OR) The first staff member - ey
OF Jrandl ag AT g3 Y1l gall ! (s .2
3 eooountereu probod the nature of D Bae s fexclans 5 o i ud 3
visit and assister him / her
0 3. No, he / she was not redirected an D RPN RERIE P (w ‘J 38 3 o

the baS|s of his / her needs

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

0 e Np, the staff were not at ali courteous D Y o g Ll S5 W D8 . 0
* Yes, the staff were quite / reasonably . -y o ss v e
LY all a | ol ol
1 courteous X Py fiside Al iyl A5 e 1
2 ¢ Yes, the staff were courteous D Jadcal gl S Al i e 2
3 *  Yes, the staff were very courteous D l AL Al Gl 5E ) e 3
b. Did the staff demonstrate “active listening” on fanll el " el plival™ Cab pall 45 Jb

customer enquiry?

+  Nop, the staff did not demonstrate

] | plheal LaB gal 5 s
active listening [:I il St o o * 0
1 s Yes, the staff listened quite / D Lola) b [l pika 4 il gl e 5 1
4-‘} )hi 4 L ]
reasonabily actively T ’ ’ i ot -
2 *  Yes, the staff listened actively D Lalay! Wi palt sl i) vani 2
3 s Yes, the staff listened very actively E L) Cpe iy Gl gal) sl ol cani @ 3
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Did the staff appear confident?

Thnii e By a0t Lo CiBigadt 4B N,

[

=

[
!
[ 4. “ PRI 1. .
| +  Ng, the staff did not appear confident doadi o Byl S0 aDgal A US e
i s Yes, the staff appeared quite / i D e . L s O e
! D aee J830 aadl 1yl Je il gl . .
1 reasonably confident ‘ B P e e
i +  Yes, the staff appeared confident | D : Akl e @Al o ikl gl el e
| s  Yes, the staff appeared very confident D i ekl e il Digadl e Ll gl e caai w
| : d'-th List the names of staff interacted | pn MDY Cpapa gt S L
i with: . |
| I e Mr/Ms. Omanila lad idn | 1 FUPREITERET I
r «  Mr./Ms. w0 nang, - 2 . i i e
*  Mr./Ms. - I3 Ao/ el e
*  Mr. /Ms. | 4 | Ll mat e




" Staff Capability

| a. Did the staff frequently probe the nature of the ‘ ’ €0k A 1 3 Sialta) Asub op aedll Yl il gt a8 A T
! customer's needs? | |
F T 1 | .
3 Yes B4 i1 3
v T i | . N
02 No A w2 .0
i i If ‘No’, please specify your comments: ! | e ) rliaiz i gla S3ET Y
: ! . |
| S |
| . '
| | ] !
b. Did the staff actively attempt to anticipate I e ‘. g TwliTe e w2
Cog ) Dlanhal (Fiey Allad a0 gla wdb gt 23 A
customer needs? | Gt Slatsial Fined San Bt pd A
3 1. Yes g a1 3
0 2. No a N 2 0
If ‘No’, please specify your comments: R Fiedad o8 pla y S Y
¢ Were the staff able to cater to the needs of the ' dal 30 las il 0 g3 e G lalial Al il pad) £l JA S
customer without seeking the help of a colleague? | K- Pl
3 1. Yes | e 1 3
0 2. No | 38 2 0
If ‘No’, please specify your comments: ‘ AT s BB Rt ST
INT: IF the Answer is YES , so the answer for Q
D should be Not Applicahle
d. Were the staff able to answer all / most of the
questions posed? Ao g hall ALY aBas )8 08 dglayt cili pad) pkiod 4 S
3 1. Yes B4 i1 3
0 2. No J 3 2 0
3 3- Not Applicable Galaiy ¥ 3 3
If ‘N¢’, please specify your comments: il i o8 Bl ST
e. If the staff were unaware of the answerto a b e il [ N e LY e (a0 Gl a0 A1 V)
particular query / queries, did they politely “ask a2l aal fRBI e 4005 a0 SEN Jab e ABIVIT Gydgty ol itk
you to wait while they double-checked with the
system / a colleague”?
3 1. Yes E] a1 | 3 |
1
0 2. No O % 2 o |
3 Not Applicahle X iy Y I3
If ‘No’, please specify your comments: Ll gy o8 Bl ST
9
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6.2 Pmductlnowledpandclwsdm L g M\'#'Jé""muﬁ" 82
| a. Overall, was the staff well-informed on Bank } Shed g H‘-N-w u.h.... Lewn HLnJh- —-"5}-5‘ SH S A ?"' JS-L i

1 Dhofar's product and services?

} : ; — ;

[ o ' e Notat all informed | I:] | ALY e Slagima il e 0

- ! T

“ ! e Wellinformed on at least a quarter / a ‘ iy it e W fa, e T e ;
—ealil gt : o 2 i ! 'y !

‘ 1 : few of the products and services | I:] 4 d S FE S P—: R |

i . | i LQ_...!\_- > ",_

; discussed | .

. e Wellinformed on at Iea;t half of the ! D . £ A Sl y Satill vdal e Yl dJ.,:,..._ - L g

. products and services discussed | 5 il i

' + Wellinformed on at least three- ‘ . - i

| ’ Ziatta) e A8 i gl i A Y e A '

| 3 quarters ar more of the products and E on S g e et B 3

services discussed

Grlfiie o3 3 Sianally i

b. List ‘the details of the “main purpose of your visit” il B LaS) “EJQ_}U_ s S gl Leade aaiy gy o o
(as per SECTION B); rate the staff on the level of Mobadill g Slalialy adall 43 el (g faa™ (8 il gall ol pdy (D
“product / service knowledge” in this area: saikial adh (A

‘ S paall D e lh 40585 aB 1ialy

INT: LIST THE CODE FROM SECTION B. ( |

0 * No knowledge at all D S e Ay e a
e Wellinformed on at least a quarter / a
- : T‘ [ ]‘ - |' . P‘Y‘
1 few of the products and services D Sy o G e e "’!..:'h ?h'; * 1
discussed #
2 s  wellinformed on at least half of the ] A g Szl y Slatial cheal e Y e ol e )
products and services discussed Lgaiin
o Wellinformed on at least three et -
et e Sl o) gL ADE BV e ply e
3 quan:ters or more of the products and | P9 Wil o5 3l ol 3
services discussed

¢. Did the staff attempt to “cross-sell” other products Ciladd y Slaiial " ALDY £l o wLAD L glasy il gal) 43 08 S

and services? taal
a *  Nocrossselling at all bd Sy s e T 0
1 »  (Cross-selling after a lot of prompting D Sl bl Ga A0y Sl ol Gl S5 1
* Cross-selling after a little / some .. . . .
2 2 3 by ALY el Ll S0 2
prompting I:l (LA WA, | IRV L AeaY al B .
3 » Immediate cross-selling attempt O S e oY ol ldas e 3

d. Didthe s.taff explain W'I"ny Bank DI'!ofar': products i L B oL Blash, y Bhaia 13 7 ke il gt 08 a2
and services posse:ss a “Comparative advantage PRl Syl s 5 gl
relative to competing banks?

3 1. Yes D a1 3
0 2. No 1% 3 2 0
if ‘No’, please sp;:afy you&conaments F ROTRY IS T APGIRL T k'

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

f—— —— o

Clad y Siplia 6 "ALS s giaa” LAk Y K gaas aB jal) g8 A T
falall 513 DLt A b A4

|
}
I

1

. INT: LIST THE CODE FROM SECTION B.

S el G n Mt AHSG 2B 1 liay

0 * Noinformation at all ; D . Ao Ao Sapaa Y e | o}
' e« Information provided on at least a | ‘ TEAL) D g e G0 fan Y e e e i
| 1 quarter [ a few of the products and | D 3 "‘:_:_’; . ‘-_I‘ e i e l 1
: ‘ services discussed : ‘ oV - .
i 2 } » Information provided on at least half D | ZAatlll Alela Dia gaal) heal Y1 S5 lan! e l N
! of the products and services discussed l R o S Dilandd i
.
1 . ’ 1
+ Information provided on at least three E Cieyad e 280 51 gL AR B ko] o .
3 quarters or more of the products and il 5l el izl Aiaia)
services discussed
3 e Not Applicable Sekisy e 3
f. Information on relevant procedures, faluall Sh Agliall 43000 5 Claliesal] 3 Ols| Yy ALkie Sie gas 7
documentation and follow-up method?
INT: LIST THE CODE FROM SECTION B. O k] G a0t 4GS PR
0 * Noinformation at all E] Y e GlagaeY e 0
* Information provided on at least a -
Glaiall e glaall o I faay BY) e clee] e
1 quarter / a few of the products and | - ey 1
services discussed = d o
2 + |nformation provided on at least half D Shatialy Adlailt e pleall ciuad J8YI P 2
of the products and services discussed ifie 0 0 miandlly
* Information provided on at least three Cagiaal 5 S0 g pl ) B0 Y e sle) e s
3 quarters or more of the products and E L o5 el y e dlaid
services discussed
3 *  Not Applicable GelaiyY @
g Did the staff attempt to acquire more customer Sl G Qg T dilaia SSH Sl e 4 el A gaay L gl 2B AP
information so as to follow-up at the end of the visit? oM Ay D AngiGally plilh
3 1 Yes ¥ 1L 3
0 2. No 4 2 0
If ‘No’, please specify your comments: ol mlaly o8 ala ST )
11
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7.1 Timeless

BTN R RO

e
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gt SN %
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EPn ATREING. 7 iy R

7.1

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

o et il el A Jeladll Gy g Al Jsdo ae BIYY By T
1 Awadh Al ga 5 [ pala¥1 i)

|

|

|
- . om R -h ot \ ]
(&2 2.. ‘ 'guﬁﬂ\i-'ml_ﬂy‘“ g1 S}

| INT: SPECIFY TIME IN MINUTES:
] E e QOver 15 minutes O G150 S5 e ]
1 | s  5-10 minutes E] ; XA 10-5 e 1
L2 o 3-5minutes gl Fi5.3 e 2
' 3 s Under 3 minutes E ! FR W F e 3
i b. Did the customer feel like the queuing system . .
' Cmaana JS2 ey vdeall A UBIY) 2 ol 3 As A
functioned properly? G : Jaty ot S AL SU S Al A o
i tem did not f i
0 . ;Jltljeumg system did not function at D 1Y) e Jaay Y il oY e 0
e  Queuing system functioned, but it d ] C e s
s ] —tual Laisy! Lldss oyl
1 worked with a few impediments D Hha ? & Ol Jouy o A 1
5 ¢ Queuing system functioned and it M Clad JS0 g & gty Jomy iall 3 AGEY GG e 2
worked quite easily and efficiently Lesa
3  Queuing system functioned and it D S8 y Al A ey ey il i LT plai e 3
waorked very easily and efficiently Jad
* Not applicable E VIR -
c. Time taken for the “purpose of the customer’s visit Ay 1 dgogll 338 0 p il 65 chab LuB" Jaf (e 204 0 npe
to be fulfilled once reaching the counter: Al PYEA]

INT: SPECIFY TIME IN MINUTES:
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* H. Additional Comments on Visit | 15U ARttt Adlay! cila Shall Y
i (If any): (22 21}

P N fouthe AT HC

;_9 Pk name\
' g@“ga WNCAZAALL VL rr\h:?:g

‘%L nedumce wad inghime

End of the Survey - Thank you very much....
Sy 1083 — gttt Aty

re
{Total unweighted branch score, summing all sections):
' section - ’anm UnderEvaluatlon _ Total Polﬂt:rs:red In thls . Total mml o
C Branch Presentation and Customer Facilities
(8] Greeting and Soft Skills of Staff
E Staff Capability, Knowledge and Cross-Selling
F Timeless
TOTAL SCORE

£ Al Bl £ gazea £

(! S pan ¢ &Jsum).liﬁjm_n&w)

Joad Foacab i BAD p gags | puddl oh Alpadd WA P gage PRI Sy g3 Jala pdd
G 3 Al Sl g i <
ol gt 0 e g a0 &
ABY! aall Aplas g 458 j0a g il gall 3,38 ¢
o8 gl d
o e
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