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PROJECT: Money
SHOPPER CODE DATA ENTRY EDITING SA. #
Name Number Name | Number | Name Number 3q
) :&Jﬂ\
U | * * ».
:\!-r)]—“ RQCPO'L MC\’\OW\me‘ZA ) Sl gadl M Geial ey
A v ¥
A : et A pud! A = Z ,_S
A. Details of Visit | 5kl Jamaldd .
|
Bank Dhofar K i by
Bank Muscat O i Ay
N National Bank of Oman O el gida gt L O Gasd 53 S 1
1. Bank Visited
HSBC-0I1B O HSBC-0OIB <k
Bank Sohar D Saa Sly
Other Bank: Ay
| 2a. Branch Name K;MV\ALV g il put 12
2b. Branch Area KM lk@" A il gy =2
3. Branch City A‘ Q@b Gpadl 3
4. Branch Region M cad N@":ﬂ'\' 1 4
Day | Month | vear At | gl [ e L e 5
5. Date of Visit
Hours | Minutes Al [ JERPIIKT
6. Start Time of Visit L i cd, B
\'S \e ’
i Jdan Gile L)
7. Total Duration of Hours Minutes gl i 7
» [
Visit o | L’g | S i

T- DE - a»»{awmd




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

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

Credit Cards

Personal Loan

Double your Salary

Offer
Youth & Student
Account

JJ‘L&&&.E@&L(.E oo 2
S

§ i) Jpaldd 23a gf f g cacdiad) i) rdialy
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4.1 Was Customer Parking instantly available for the

£2980 o § e Lliga QAN Jeuad 29900 4.1

Mystery Shopper?
3 |1 Yes O a1 [ 3
2. No . ) X »2Z
i. Specify: 1. Waaloa 60_3 faca
SOt Twra
ii. Specify time taken to ﬁn;i parking: g_min. aa i e oY Al g ae

4.2 Entrance ta Building

D IR 4.2

a. Was the Entrance Clean? B Jaaal oS Ja )
3 |1 Yes %4 pri 1 3
o |2 No O 32 0
If ‘No’, specify "Why / Describe how” the SIS S e gl ST san Sl e ST el K )
entrance was unclean: el e Jaaddl

b. Was the Entrance Convenient?

Phaasia Jhaull € b

3 1. Yes

a1

0 2. Na

0|

»8 2

If ‘No’, please specify “Why” the entrance was
inconvenient:

ok Jaad) % A LT sam ¢ HST i pall UK 1

Was the branch premises clean?
3 1. Yes E and 3
0 2. No O 20 0

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

S Ml iy AT saa Sl e TS el RS
il e il
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[ 44 ' Branding Material - L

+
PEN PR S Y T 1 ¥ 3

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

’AB'I_,.»IJ‘_‘IJJ;“ cu\_y\“uaki_,l.\JuLaﬂS[CMh_”& j

3 1. Yes 4 a1 3
0 2. No | M2 0
If ‘No’, please specify “additional comments”, | I Sl Al Dlaatia” 2o el e MUET jall 81N
if any: “ Wnay

i b. Pamphlets, Leaflets and Brochures on display?

S ity DLl i e g5 N

3 1. Yes K s 103
0 2. Ng O w21 0
If ‘No’, please specify “additional comments”, S Al Slaa i s Bl e "D Ll galdl SRS
if any: Daay
c. Branding material up-to-date? talpia dy jlanl cladall ol g 6 S
3 1. Yes ~ 1| 3
0 2. No O w2 o0
If ‘No’, please specify “additional comments”, O Ailel Silaa M 2ae Hliad e THET ol gadh ASIY
if any: Sy

Troia g . - - . Tatord

professionally dressed?

a. Were employees present at over 90% of the branch L) H-u'l-‘i- f‘.u Eﬂ‘ qlEJ- Oa %90 e J-'S" h'.w ulS ..SA |
desks and counters? Tlasall
3 1. Yes E ans 1 3
0 2. No O w2t o

If ‘No’, please specify “additional comments”, Oy Al Sldaa Mt saa el e MHET gl S 1S
if any: day
b. Were all / aimost all of the staff neatly and

Ty i e (590 (B gall pias [ JS (RS 4

if any:

3 1. Yes | m1| 3
0 2. No O w2 0
.l‘ ‘"" \ - - 1] 3 -i . l" " ‘ 'I-- l-'l
If ‘No’, please specify “additional comments”, R Ska T e Sl f_‘:
iy

¢. Were all/almost the entire staff wearing name
hadges?

Tabanly Sl AL & g (kB gall pline / JS S G S

3 1. Yes

a1 3

0 2. No

382 Q

if ‘No’, please specify “the approximate

number ofstaf[ not wearing name badges: g

el el gall p 0 sl sae sl e IS Gl galh RS

oty Dl ey Y
0 Waa pulling nara. In
I

< OeG ! ]

o 4

y no ’
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- 4,6 T ATM and COM machines. 3~ 000 = 0 by a7 T £ kN plyily M Byl 35001 46|
a. Was the area surrounding the ATM and COM b ey u#u ._-;-M" FI-H‘JU qN‘ i el ) Banadl G S AT
machines clean and presentable? | foad
3 1. Yes X i PR 3
0 2. No | 22| 0
If ‘No’, please specify "Why / Describe how the OETaS Caay R a2l e SURET ol gl S
area was unclean: U TC RN O

4 T
b. Were the ATM and CDM machines functioning? | Thaal ALl plafity MY L el B gt S8 A o
3 1. Yes ‘ E w1 3
0 2. No O 2| 0

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

el 48 S0 A g s el e ST pall SIS

S el g g1 ada ) Jaad Vil gl N1 G sl
gl gla) 41\1!

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

FATM/CDM ikiie b 2 il o 5 58 b .=

3 1. Yes 'H PO 3

0 2. No ' 21 g

3 3. Not applicable | S ¥ 3| 4
If ‘NQ’, please specify “the time at which at G e ol 3D o saa S nh e SIS gt IS D

which the cooling was not functioning

I e R A I
v v ke JF‘-.--—L'.-! .

R GE FE P KER
a. Was the branch aur—candutmnmg fully functlorlal
and sufficient?

PR DR A8 O ek R A7)
"u‘.‘i_,.\ad&ud.q,‘,al_nhqhnulsdl i

3 1. Yes

a1 3

0 2. No

382 0

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

Fagilt Slaa " oa At S ST el S 15
S S pl S )

b. Did the branch possess sufficient lighting?

A Galdaly gLl gy Jb o

3 1. Yes K il 3
0 2. No O 2| 0
If ‘No’, please specify “Additional comments / [Magilal Zlaa e saa Slliad e SIS b galdl A 13
Describe how it was insufficient: o LY FPURFE S Ry
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¢. Did the customer have sufficient waiting space / L Csegiall 3l e S 306 [ URIDI AMS daiees Leeadl G A S
seating area? |
3 1. Yes m i P 3

0 2. No I:l

us 2 0

[l Calaa e daa Alad e SIS ga™t AS A

If ‘No’, please specify “Additional comments / g RS s ) A iy
S A el il iay

Describe how it was insufficient:

—

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

Al BN (A1 Ao gn palt SEENN A g Ay O S plbIel A LD
oandl (ySial g (ST} D5 K wdliiea 1T 25

3 1. Yes a1 3

X O

Q 2. No vy 2 0

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

il fAailal Slaa " s dlead e STl padl RS 1)
EEVS
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5.1 Greeting of Customer

+
¥

O epsd 5.1

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

BN N Adpia g8 AL Radadl e i adlona S AT b

| ¢ Nogreeting / acknowledgement

X

Gl EY e

e Greeted within 10 minutes of entering {D

el [pac e B 10 JRE e Al e |

s  Greeted within 5 minutes of entering

O

Jpaad! Jahd e RS DA s 5 e

Ww (W=

+ Immediately greeted on entering

O

W N O

Jaall S sl e

b. Did the staff either / or:

el gaaly il gl W3 A o

a. Ask for the customer’'s name?

?J;u.t.:'r ol e JL.; i [

b. Greet the customer by name?

Pl 85 aa el o

¢ Yes, the customer was greeted by name /

me\}thwlﬁbcambﬁnﬂ\;ﬂ?ﬂ -

3 asked faor his / her name I:] [P 3
0 = Ng, the customer was not greeted by m i e S aly [ 4t 83 PR O L FRNITENG P TP L S | 0
name / asked for his or her name Lt !

A (F eakindd g "yt SDeLas e (" (B g -
<. Did the staff ask, “How can | help you today?” * I Mo . "‘; dL"; “d: :
and Probe the purpose of the customer’s visit? ’ i

3 1. Yes, the staff did this E Sy Gl gl Q8 i) caad ] 3
0 2. No, staff did not do this H Ly il gall o A1 (2 0

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

Alabiatfblaltal e sl AdD) Jpulal 430 955308 27 A &

1. Yes, he /she was redirected on the

3 basis of his / her needs

Lehalialaialial I (3) daanll dsm g5 52t 35 230 4 and 1 3

2. (OR} The first staff member

S Jaaalh g A0 30 G il gl eisl (4) 2

3 e_m.:ounterec_j probgd the nature of D Waie s faaely 6 3 3
visit and assister him / her
0 3. No, he / she was not redirected on (al ek Lial Y a0 Bolet 35 136 3 0

the basis of h|s / her needs

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

0 *  Npo, the staff were not at all courteous D (BB e Rl uiBgall Sl S 0
+  Yes, the staff were quite / reasanably . T . .
’ 4l AL L3 gall G el ¢ el
1 o et O b i B i S s 0| 1
2 * Yes, the staff were courteous EI A il gl S Al pat @ 2
3 *  Yes, the staff were very courteous E AL 3l b gl Sl and 3
b. Did the staff demonstrate “active listening” on TUpad) el Ul sliesl™ B yall g1 b o

customer enquiry?

¢ No, the staff did not demanstrate

0 | plhaat Lalh gull 1Y
active listening D w2l o B ol ¢ 0
* Yes, the staff listened quite / T T . s
‘ ! A ady by i gl bAb ¢ ans
! reasonably actively O sl b [l ghe B ad) el il pa e 1
2 s Yes, the staff listened actively D Loyt wib pall dual 1il cpei @ 2
3 e Yes, the staff listened very actively ) L) e RS Cilhpall ial il pal w 3
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T . , N
lr c Did the staff appear confident? | el e By Al e i gall 4B b O
! « No, the staff did not appear confident D RO PR PR VU VTR L
[ s Yes, the staff appeared quite / ; “
' ! Jadea K2 Akl cpa By AS) e b gall gl caal
| reasonably confident [} oee s On Fladil o ilagall s pai o
! *  Yes, the staff appeared confident D dadi o (Pl gadh o ah gl g pei @
i e  Yes, the staff appeared very confident E o (e ald g A0 e il gl s and e
T
d. List the names of staff interacted et e i et a
{ with: | T Calaws gl Skl gl plaat S8 D
: o M. /Ms.Umany g 1] RREPEREETI
o ML /MsOmany & 2 Ly =l e
e Mr./Ms. 7 3 FIREHY IR .
e Mr./Ms. 4 Ayl il .
B




6.1 Staff Capability Cll gl 300 6.1
! a. Did the staff frequently probe the nature of the ? A0 Sk g 3l Slalial daph 0 Jladiully Cil pall o8 O ) |
i customer’s needs? ‘
3 1 Yes E ; axi 1 . 3
.0 2. No O %82 |0
; If ‘No’, please specify your comments: i mea Al ey ST i_
I :
I
b. Did the staff actively attempt to anticipate o .. e e v gz
€0 g 3 Sladal | §uiay Allad & glae | ol
customer needs? Ga ¥ Slaial Fofiel alad Ll glaes B gl 64 b o
3 1. Yes X o 1 3
0 2. No | % 2 0
If ‘No’, please specify your comments: A by POPIENS I LAY
c. Were the staff able to cater to the needs of the a2l 5aclune b (13 Oo Qg Cilalia) Apl il gall plaid g 2
customer without seeking the help of a colleague? Laka N
3 1. Yes 2| poi 1 3
0 2. No O 3 .2 0
if ‘No’, please specify your comments: e rlaal M 5la, N8N 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 / most of the
questions posed? faa g k) AL sl [0S 06 LAaY) b palt plial S0 S
3 1 Yes X a1 3
0 2. No O 3 2 0
3 3- Not Applicable Gy ¥ .3 3
If ‘No’, please specify your comments: by Flals A els S 1
e. If the staff were unaware of the answerto a Ob igme Al fopma B Lo LY e (a0 b gall 08 W13 7
particular query / queries, did they politely “ask erasla 3l aal falaill e 4500 5 e alE Jab e SUEGYIY Gapdgly dlia qath
you to wait while they double-checked with the
system / a colleague”?
3 1. Yes I:l a1 3
0 2. No 'l 38 2 0
3 Not Applicable x Salaiy Y 3
If ‘No’, please specify your comments: Al Zhdals a8 Bl ) US" 1)
9
+ - +
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6.2 Product Xnowledge and Cross Selling -~ & "~ . | MWM?‘? a1 62
! a. Overall, was the staff well-informed on Bank uL--h-J uhu-m 4iiate Aleas Dla pine il pall g2l S JA .‘.s ;,s.:.. |
Dhofar’s product and services? £ b o,
0 * Notatall informed D AMRY e Slagaadnl il e 0
* wellinformed on at least a quarter /a | a0
o1 few of the products and services 0O S e e 1
. discussed e S
2 +« Wellinformed cr at least half of the O A Tl y Slalid ddeal e Y e ale e
! | products and services discussed Pt 2
' Well informed on at least three- C o -
] ! ¢ STl e S gl pli A Y e
I | quarters or more of the products and E ) e A8 &;T d’d j?‘ "ﬁ T ¢ 3
| services discussed ¢ A A

b. List the details of the “main purpose of your visit”
(as per SECTION B); rate the staff on the level of

HLIQAJJ:LL.S)": L.L)Lq'-‘:l‘.m 1“._.4.1.‘;..4.\..“;’&.4_.;,:...
"‘m‘,mwlu}ﬂlgw"ukwﬁﬂ\whg@J (u

services discussed

“product / service knowledge” in this area: sdihidi oln b
G pndhl] (a0 Ay o sialy
INT: LIST THE CODE FROM SECTION 8. O ‘ 2- 'P evs owo..l oA a
0 * No knowledge at all O JURY o pay Y e 0
= Welil informed on at least a quarter / a
Slazall g Silatiah : i
1 few of the products and services O 3 Shatial Do B e “P1 j?::,h ”h: * 1
discussed A
2 e Wellinformed on at least half of the D A g el y Slamidl il e Y1 e aly e 2
products and services discussed iilia
» Wellinformed on at least three - .
Said e S gl pll A8 i
3 quarters or more of the products and E == e Al gl gl A0 B e e 3

Lila 5 31 Slakliy

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

Gatd g Glaiial LS aull™ o aLAl A flaey b pall a3 6 0

and services? AP
0 s  No cross selling at all D DY RSO, (R PETIPCT 0
1 e Cross-selling after a ot of prompting D Ol fpa KNy S ] laay Sl e 1
s Cross-selling after a little / some .. . .
2 \eadua) \ 541 | dlans a8
2 prompting X G MY Gpn D 3y et ol Glany J5 e 2
3 = Immediate cross-selling attempt D Sl e et aull dlglaw W8 @ 3

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

LLalY™ gl UB Gy Sladi 3 Slptia Vil 7 by cilh gt o8 S0 &
AL 8 gt A0 e " A paall)

3 1. Yes

a1 3

0 2. No

O

32 0]

If ‘No’, please specify your cornments:

) pliady g Bla, SIS

10
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e. Did the staff attempt to provide “complete
infarmation” on Bank Dhofar's products and
services, along with relevant literature?

Clasd y Sladie e PAlAS e gl Silkae Y 4 gy il galt ol Az

filall b Syl aa il iy

INT: LIST THE CODE FROM SECTION B.

Pe‘féav‘ﬁ)( \oan G ) e el RS B Rl

T ‘ : . .
0 e Noinformation at ail O j 2l e Slagiaay e 0
e Information provided on at least a ‘, et . ar v e
- .I - ll . L] 11 "'\}! L b
1 quarter / a few of the products and D Huy‘d. = uﬁ' ’.EJ J. . Jr— et 1
I . . L!.h.d.l\.u - ‘-'.u'l g_:l—-L:JJ e e et
! services discussed
2 ! e Information provided on at least half 0 ClaTialy A S g it BY) o elaz! e )
! of the products and services discussed il 5 A laesl
, * |nfarmation pro»ude;d:n at Ideast thr:{e E Clagladlt S A &'-.ui B W S slacl o ,
quat:ters t?r more of the products an 1580 0 el Ciadiall Ailaial
services discussed
3 *  Not Applicable SamiyY e 3

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

faluall Cil3 Aagliall 44000 g SilaTiaall y oSl Yy Ailale Sl glaa -

INT: LIST THE CODE FROM SECTION B.

Pef"ff'-ﬂ"“*r ORI AR FLI PR

\oonv\

0 s No information at all

[ ]
[en]

Y e Sie plaa ¥

» Information provided on at least a

ladal) ila plaall S BT fau; Y e sl @

1 qual:ter/ .a few of the products and Wi 3 T sy chatiall 1
services discussed
2 « Infarmation provided on at least half Slatially Al Sl gl cheal ST e slac] @ 2
of the products and services discussed il 5 Al Shaaalty
« Infarmation provided on at least three . - .
“ila glaall e RSH b K L Une |
3 quarters or more of the products and hastadl o 59 9} gl S g cthel e 3

services discussed

LilBe o 3 Silasall y Shatialy Adlatal

3 e Not Applicable

Gy Y o

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

JaT G e il 567 Sl yis 10l 0 gy Byl 40 0. E
%3 A A daiialy ol

3 1. Yes

a1 3

0 2. No

Ox

=2 0

If ‘No’, please specify your comments:

wdli ) s o3 ola S 13

11
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7.1 Timeless cdgd 7.1
a. Waiting time on entering the branch, before o g gall Gpi gl g Jaladll Sy o A (gda Mo LGS cdy

dealing with the frontline staff: DAl aBl g o [ pala¥) i)
| INT: SPECIFY TIME IN MINUTES: |\ © | N\ R CLTJUNPPQLY JU JTERPICRAN

i - : |

: Q e Qver 15 minutes ! D 53115 e S5 e | 0

! 1 s 5-10 minutes E S8 10-5 e 1

2 e 3-5minutes O 3ns3 e | 2
3 « Under 3 minutes O SRE 25 B e 3

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

T S0 Jemy cdeal) A UL pliS Cl fpe i A b L

Queuing system did not function at

to be fulfilled once reaching the counter:

0 y O MY e Jeay ¥ el i LTI ARG e 0
* Queuing system functioned, but it ! . . R ..
! 1 gadl damy : —iall eyt Wl 4l
1 worked with a few impediments m Gl & 08l de SRR 1
e Queuing system functioned and it Qlad SO0 0 Ay Jaay ciall 4 LTy AL e
2 : ; . O - 2
worked quite easily and efficiently b
s Queuing system functioned and it ISy g 4als & g Jaty all 3 L Qi ) e
3 . . a ' ; 3
worked very easily and efficiently Jad
* Notapplicable D SebL Y e .
¢. Time taken for the “purpose of the customer’s visit g ) dgao gl 38 G ga 30 3 ok 4D Jal e daSa A g1
:ll '. :‘n

INT: SPECIFY TIME IN MINUTES:

12

L L 11 ENSCRILY P4 | JEE PN
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[H.  Additional Comments on Visit 3 0l Adlaid) 4801 Gla gl 2
(= DY)

iUfanyy

i_w Incrcase. Panking Lok

— TRee. i good g

-. Mok $

2dion In '\'tA.L ba»—k/
g wielt e?(,z(,.,;uc_e_.l In

relfiy

End of the Survey -

Saa 83—

Thank you very much....
il Aty

G. TOTAL Brnch Sore
(Total unwmghted branch score, summing all sections):
: =1 . : o TohlPolntsSmredlnthis - Total Points Allocated /
. Section - hnm@a&ﬂu&dmﬂm Area: Parameter .
c Branch Presentation and Customer Facilities
D Greeting and Soft Skills of Staff
E Staff Capability, Knowledge and Cross-Selling
F Timeless
TOTALSCORE [ :
g Al blii £ pana ke
: (?uyiﬁt:‘&J‘LMJA‘_}ELM‘&P)
JolaB [Auaaiall WL p gages | 1puall] (A Algursnall IR P gags b il ) (g3 Jalalt asadll
Sl et ELg Y "1,&_,i:l~.ﬁ.‘. N
Ol galh 1 g g 31 &
ATl Llao g 458 sy (il gt 58 z
ol r
13
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