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PROJECT: Money

SHOPPER CODE DATA ENTRY EDITING SR. #

Name Number Name Number Name Number

. »
1E g paall
a
?35 )1] ,.u _3_5 ‘t"' \:.:LA_,“LAJ J"\;"..J‘ Jy..:ul\ BT
! ) 28 ! a5 ey’ "
A. Details of Visit 3L Jauelds o
Bank Dhafar BB e
Bank Muscat [:] Sl Sy
- National Bank of Oman O L W 450 5 gl i 1
1. Bank Visited
HSBC-0I8 O HSBC-OIB <y
Bank Sohar ] o iy
Other Bank: oAl

2a. Branch Name Q,MQ‘J' gl et 12

2b. Branch Area % SAJ' gl Alge 2

3. Branch City SO-CJ.L‘\L i 3

4.  Branch Region DL\”{\W Lilidl 4
Day | Month | Year Al [ A [ s llam 5
S,  Date of Visit
| l 2«3 | & | 1
Hours I Minutes Sidal ] EXPIR]
6.  Start Time of Visit bl lacdy 6
T4 O Ja3la cdy
Hours Minutes Jidah el

7. Total Duration of

o ioulisae 7
Visit | 174 | o g

T DE _ anfouree]



Opening a Savings E
or Current Account

Saving Scheme D bl sl

Housing Loan A8l e A
2. General Enquiry relating to a Vo A e iy Blada ple lddu) 2
. . Car Loan 3 o .
specific Product, Service . . | s
and/or Facility Educational Loan D gadai s | ] gkl Jpali a9l [ g el i _:HTL.'
INT: SELECT AS RELEVANT AND/OR - e A it
SPECIFY DETAILS OF Cf‘-‘d't Cards D S AT e

PRODUCT/SERVICE Personal Loan Lt

Double your Salary
Offer

Youth & Student D Ll
Account

iy el

"l N




4 ¥

a1 Was Customer Parking instantly available for the

. T

Tl 10 § e liga AN Jpulil 305 J0 4.1

¥

Mystery Shopper?
3 |1 Yes & i 1 3
2. No O % 2
i. Specify: e !
ii. Specify time taken to find parking: _____min. G iya S a3 TS aa
4.2 Entrance to Building wrdl B Jsiatt 4.2
a. Was the Entrance Clean? B Jaaal S48 a
3 i1 Yes = 1 3
a 2. No il % 2 0
1f ‘No’, specify “Why / Describe how” the SRS Caa g S dan Sl e ST gl S
entrance was unclean; Ut LR G PR
b. Was the Entrance Convenient? Plaalie Jaaadt S 6 L
3 1. Yes [ 1|3
0 2. No O %2 o

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

TGl Tl 5 20 "L 2aa « ST iyl S

4TINS LIRS Y Rrecaiussy 5 SOty i

Was the branch premises clean? I £ AN A S a
3 1. Yes A pi 1|3
0 2. No [ 2| 0

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

ot LA TGN TN | I\.‘JL.J" anm Hlod e THE" L) ALY
5 3 v el
:" '—ln . ’I vl. ]‘
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“u pranding Staterfal e T, GRG0 ) T T s PR N o i R A
‘ a. Posters/ Branding material present on doors walls ‘-'-‘-"J-J‘J Ol aadi -H‘J-"!“ u-f- 4 el alade | sl -‘-"-Ji Ja )
and windows?
3 1. Yes | 1| 3
S0 2. No O % 2| o
! If ‘No’, please specify “additional cammants”, SV LS Cilaa " e Bl Sa CTIEY Ll 500
* if any: ey
| ; at :
b. Pamphlets, Leaflets and Brochures on display? Bl Sl g SliSll i e o5 6 o
3 1. Yes B 1| 3
0 2. No O %2 o
If ‘No’, please specify “additional comments”, RIS FORARCEL -, T TER i PR T P ) C '
if any: Ty
c. Branding material up-to-date? Palan Ay el Claiall oY pe Ja S
3 1. Yes o] 1| 3
0 2. No O M2 0
If "No’, please specify “additional comments”, O Ul A daa il e DS o gal) S 1
if any: Iy

a. Were employees present at over 90% of the ranch L) H-u'l& s aﬂlqﬁr u‘%90 O )'5" 4-?'&5 u’-‘ Ja . i

desks and counters? fdasil
3 1. Yes X a1l 3
0 2. No 0 2| 0
IF‘No’, please specify “additional comments”, O Al Salaa " saa Slai e NS Ll el S 13
if any: "Zaa gy

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

S e ol Gy D gl alima [ S S O L

3 1. Yes B s~ 3
0 2. No O 2| 0
N .|I ‘n‘ ‘L.El -] " ]‘ - - ‘n\ " ‘_:\ |- '|
If ‘No’, please specify “additional comments”, S A e S _‘:_ii"
. > 3

if any:

c. Were allfalmost the entire staff wearing name € by ) A5 g ol pld plina [ S IS Ja

badges?

3 1. Yes =4 1| 3
] 2. No D 32 0
If ‘'No’, please specify “the approximate Sall il yall )60 anal aaa Sl e SUET Gl gadl S 1A
number of staff not wearing name badges: pahamls S LS gy Y




+ + +
4.6 - ATM and CDM machines - IR ,,m:wm_,,m;a,.u,.ﬂ “I
a. Was the area surrounding the ATM and CDOM i Oy il o3B3 £ 1AY1 Y I il jeall 33l Juaalt Sl S A, 1 ;
machines clean and presentable? | )‘.n..n :
3 1. Yes X 1| 3 \
0 ' 2 No O w2 0 |

- 1f ‘No’, please specify “Why / Describe how the

' |
i I area was unclean:

TETAE Cimy [ m md e DE gl 8

, b. Were the ATM and CDM machines functioning?

Saad 501 £1a¥1y LN i el 3 ) @S Ja Lo

! 3 1. Yes

a1 3

0 2. No

O3

382 0

If ‘N0, please specify “the time at which at
which the ATM / COM were not functianing
{and specify which machine, ATM or COM):

Sien 4 US4 3 i saa Al e ST Ll yaldl S
! it g 35 .‘..hh_,) PO 4.‘11“ EL;!Y‘_, "’_!")’l _’.‘u)_ﬂﬂ'u
;(__;.ﬁail gluyl ,N

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

TATM/CDM Gikia 3 35 ikl 51 a2l S b .o

3 1 Yes ¢} ~ 103

0 2, No O X2 o

3 3. Not applicable = Gy ¥ 3| 5
If ‘No’, please specify “the time at which at A Jass ol g3 28 gl 2aa Bllad G ST il pad! JAS M
which the cooling was not functioning o Sy

. oo ENcIbRR R S8 Xy 6 B S SOTLG SE L ISR MBI S L cOuphiRy O RT ULE sl 03 4.7 |
a. Was the branch air-conditioning fully functmnal TS y e S Jany gl chpfall S A
and sufficient?
3 1 Yes X 1] 3
a 2. No 0 2| 0

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

Mgl Silaa e 2as Aliad e FUST lyadl S
S S i iy

b. Did the branch possess sufficient lighting?

A Splaly £ A Al b L

3 1. Yes

a1 3

0 2. No

&

s 2 o

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

fraglat Sllha i san Sk e S el A4S0
S 1S ) S e
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' c¢. Did the customer have sufficient waiting space / { Tl ol e nilS 200 [ URIDN AR e Jeall DS 4 S
i seating area?

3 1. Yes X 1y 3
L0 2. No O W20

) . . Tl Saa e - Nt 2 U el K
If ‘No’, please specify “Additional comments / 1 [adsi Ziaad® DA el 8

|

Lo e, b - |

Describe how it was insufficient: | S S ey
t

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

Al £ JA12 A guin pall I A g 2y O Cope 3 UGl N &
fhaalt [l g (SIS} 21 56yl calida N Ak S

3 1. Yes 11 3

i1

0 2. No Y 2 D

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

MQ_M_%LAdU

\_-l..a_,i', rﬂ.’x!‘\..al Sl M e I Dy S y',:_lﬂ ;;\S \.}_l
AMS Sl lag
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5.1 Greeting of Customer : ORI e 30 5.1
a. Was the Mystery Shopper “promptly greeted / TEAD ) alpia ;8 AT Geedall o b aliqua AN 40 A
acknowledged” on entering the branch?
0 ¢ Nogreeting / acknowledgement X Saifeua 5V e \ 0
1 s  Greeted within 10 minutes of entering D caenet (e e B 10 JMA a5 e ‘ 1
2 ¢ Greeted within S minutes of entering | D Geaxt Jyaa e A 5 PPa caa F1 e ‘ 2
3 + |Immediately greeted on entering |:| l VPSR CE Rt JNTEN L 3
b. Did the staff either / or: ! saay LdB gall 4 A
a. Ask for the customer’s name? bt e S
b. Greet the customer by name? faait S5 e Jraaly sy o
3 e Yes, the customer was greeted by name / D 3l e S el 53 o s e il 5 s e 3
asked for his / her name gl
0 *  No, the customer was not greeted by E aed e My faadl 80 ae alycan Gl G OIS e 0
name / asked for his or her name gt !
bk e il ¢ "l OB liua ey i€ cidd gall o
c. Did the staff ask, “How can | help you today?” o e = "‘; JL‘] nd; Jl”
and Probe the purpose of the custamer’s visit? g
3 1. Yes, the staff did this O Ay ki gl U8 2] a1 3
0 2. No, staff did not do this | Sy il pall g ol 38 2 0

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

MeTabialalabial 6 pliy Al Jaedall 4233 30l a1 0 &

1. Yes, he/she was redirected on the

the basis of his / her needs

™

. ® ! : .
bt i B ST Ve G

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

Talualfadalaat Jl {3 I PER -\ PG I fi r e
3 basis of his / her needs D Waiiafilatial J ()l 42 5 F s 3
2. (OR) The first staff member o e .
Cp el 4 N QA Y ks padl i (1) 2
3 e.nf:ounterec?l probed the nature of D Wwaele foseliy 5k 3 da 3
visit and assister him / her
0 3. No, he / she was not redirected on LTaliaaRalgal gl Saket 30y o 3K 3 0

»-

R .l’i.},_l.:‘. ?‘\ :
e e D

g

! | o k! ‘_,d...J il pal) (A8 JA

0 *  No, the staff were not at all courteous | P4 Y e Bl il gal) 8 a0 NS . 0
*  Yes, the staff were quite / reasonably . sy o wx o T
’ 4 [T - | al .
! courteous D e e  a peo e 1
2 s Yes, the staff were courteous D Bl il gadl 1S G2l e e 2
3 * Yes, the staff were very courteous I:I AILL aual il gall 1S 51 aai 3

b. Did the staff demonstrate “active listening” on
customer enquiry?

? el s ' ka) plial® il gal) ,gB! Sa o

* Ng, the staff did not demonstrate

! ol il gall S
0 active listening D anie e aada ¢ o
e Yes, the staff listened quite / T . T
1 ! \ 4] il gall jaal .
reasonably actively I:I Grlaat Bagn A e 2y oy B gl i p @ 1
2 *  Yes, the staff listened actively D Lay) wb galt ghual 33 pai ® 2
3 ¢ Yes, the staff listened very actively R Loy Ga A0 B galt sl ) cani @ 3
+ - +
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c. Did the staff appear confident? Taadi o By Al e b gl 4B 4 D
0 *  No, the staff did not appear confident D Aidl e By Sl Jo byl IS e
& Yas, the staff appeared quite / . u
1 ' P e g Al e L alh gall g s
reasonably confident D s S Al 00 By M 2 el A pni
2 s Yes, the staff appeared confident E ki e Byl Jo byl sl e
3 e Yes, the staff appeared very confident | [] LWL PR UL -F R T NI S B VE- PR Sy
d._ List the names of staff interacted e lalaT Gl (gl sl SH 2
with: . —~
¢« Mr./Ms. Sow 1 Lodl Ll e
e Mr./Ms. 2 Lol faill e
*  Mr./Ms. 3 sl Ll .
s Mr./Ms 4 Loy all e
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6.1 Staff Capability Cplligdi i, 61
a. Did the staff frequently probe the nature of the T8 8y S 3 Slalta) Aagb OF kil B g 08 Ja

customer's needs?

3

i 1. Yes

A

3

0

i 2. Na

) X

w2

0

T % oo -
| If ‘No’, please specify your comments:
I

RN s af E'AJ Rl LA K]
P e > !

b. Did the staff actively attempt to anticipate £e1e 50 Chabyial (Foiies Allab A glans ol gl A
customer needs? :
3 1. Yes < a1 3
0 2. No O 3% 2 0
If ‘Ng’, please specify your comments: T lads o Bl ST
¢.  Were the staff able to cater to the needs of the 2al 36 lane cadb (599 o (rge B Slalial Al Gl gt p Ukt b
customer without seeking the help of a colleague? 2ol
3 1. Yes EI
0 2. No A
if 'No’, please,specify your copaments:
Mhe NS w@g Mt(iﬁpq i
INT: IF the Answi¥F is YES » 50 the answer for Q
D should be Not Applicable , -
Wevwv s wd VDY IR g
d. Were the staff able to answer all / most of the .
questions posed? P4 g jlaalt ALia aliea (JS 08 ARaY) il pall plia G4 &
3 1. Yes 54 ani 1 3
0 2. No O 38 2 0
3 3- Not Applicable Beliy Y 3 3
If ‘No’, please specify your comments: ) Ly o8 Bla TS 1
e. Ifthe staff were unaware of the answer to a A i AL e Je e Bl e el il galt 08 13 2
particular query / queries, did they politely “ask a3l sal fplI 08 A0 5 e 2SI Jal e ABINI™ Guylgts dlia Gith
you to wait while they double-checked with the
system / a colleague”?
3 1. Yes % pi 1 3
0 2. No O M 2 0
3 Not Applicable ki Y 3
If ‘No’, please specify your comments: RO il a8 Sla SRS 1Y
g
+ - +
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Lﬁ.z mwumm Y

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

uhu_guumt_uuu-‘auu_,h.aqﬁ_,‘u sal Ol Ja ‘P“'d&:‘ }

i
; Dhofar's product and services? T AAD oLy
i
0 = Not atall informed [ SULY e Slageaanl e 0
s  Wellinformed on at least a quarter fa | -
_ i) y Ziatial ) g0

1 few of the products and services D -l o il s e f*ﬁ_‘:-‘ 'hul * 1
. discussed hd |
' 2 s Wellinformed on at least half of the @ A g ianally Slatiall chial e BY) e dlay e I 2
| products and services discussed PRtUE
I *  Wellinformed on at least three- . N e
! “hafal e JASH 4 plb A33A Y1 !
|3 quarters or more of the products and D Sl e S8y 250 - ::;l :k' ?L:u * 3

services discussed s ’

b. List the details of the “main purpose of your visit”
{as per SECTION B); rate the staff on the jevel of
“product / service knowledge” in this area:

‘\qﬁjﬁus)"ﬂ_;g)bw_ﬁl '\"u‘.lmh‘u.ﬁé.a_p‘du
LJLAJ&IJHMJM‘M}J“;J“"UJG uyb,dlmu(.l_, {l—l
;m:...n.hqi

say S paall G Gl S o 12y
: FROM ION
INT: LIST THE CODE FROM SECTION By ¢, )17 Vo b l Y
0 *  No knowledge at all C] Iy e aay¥ e 0
+ Well informed on at least a quarter f a . o
Zlaad)ly ciatidh - | e Y
1 few of the products and services D 2 o R s e J\{:k j * 1
discussed i
2 » Weli informed on at least half of the E A A Sleall y Sladidl ciaal e B e ey e 3
products and services discussed il
¢ Wellinformed on at least three -
Slaidl e piSE g gL ADE BV e Jay e
3 quarters or more of the products and D e 5 sdasall . 3
Lgilalia Laxat
services discussed S ?

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

Cilati y Gladial ALY £pll" o aLAl A glae cili gt p G4 o

and services? Ry
0 e Nocross selling at all E ALY e ALYl el Alen gy sl 0
1 +  Cross-selling after a lot of prompting D O it o 80wy Ha¥ sl Gleey B3 1
e (ross-selling after a little / some oy = . . .
i Y C g i ) Aol ol 2
2 prompting D DY Gy BN 2y ) g .
3 + Immediate cross-seiling attempt D il e o Al Agan i e 3

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

Ll Lgpal LB Al Gladd g Sladie 1 gl il gall o Ja S
S i) g A e "l

3 1. Yes

o1 3

Q 2. No

s 2. 0

If ‘No’, please specify your camments:

olbaw oo

U ey 8 Fla ) S

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

Slatd g Sladia (6 "ALS Sila glaa il Y &) slaney i gl 43 A 7
raleall 1) Sl s il &)

INT: LIST THE CODE FROM SECTION B.

Gkl Gl AU o 1tialy

t .
i 0 *  No information at all EI A% e ClapaaY s I 0
i » |nformation provided on at least a G i ) e R s B e sl :
daacal Ciie : : (™= = -
1 quarter / a few of the products and D e UH‘ iy "’;— s o1
: ot Al 4.1..\ _JL-‘_-J!J e :
' services discussed T -
| 5 e Infarmation provided on at least half X Siaiial AT s Yaut cheal BV S0 slac] e 2
of the products and services discussed | [Fitel KPR ARLE LT L )
* Infarmation provided on at least three \ i T ,
i gl a5 gl gLl A YL e slac] e
3 quat:ters or more of the productsand | ] iBia 5 3 acly il dalaial 3
services discussed
3 * Not Applicable N T S 3
f.  Information on relevant procedures, el D3 daylall 4 g ClaTiad y oDl Yl Adlete Sl fae 2
documentation and follow-up method?
INT: LIST THE CODE FROM SECTION B. O ) a0 A a1l
0 + No information at all D SRbY e Claghaay e 0
+ Information provided on at least a ey
adlatal e glaall { By e )
1 guarter / a few of the products and | e “; mq_g‘&: U".\{‘ "h ‘:.‘;' * 1
services discussed * AR
2 « |nformation provided on at least half m Siladialy Al Sl el Chead Y1 e clar) e 2
of the products and services discussed Ll o5 Al Zhaaadiy
s Information provided on at least three - - .
Ziaglaall e 36 gl plagh DG WY e elac)
3 quarters or more of the products and E] .. el Y 3
[Pk b B ilaaall g Cilaiiall; Adleia)
services discussed & I
3 e Not Applicable Gy Y e
g Did the staff attempt to acquire more customer Jal o Gl Adlats 6 ila glea A A plaes wili palt ol A F

information so as to follow-up at the end of the visit?

8kl A A Aaylially Lkl

3 1. Yes &4 i1, 3
0 2. No O 32 0
if ‘No’, please specify your comments: g s o8 el ST 1Y
11
+ - +




-+

7.1 Timeless

+

< g 7.1

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

o o sl ail gl aa Jalallh Sy g i Jgad die UESIY) oy ]
: Raadll adl ga o fala¥) il

INT: SPECIFY TIME IN MINUTES:

L 11| EOPRCR | IR TPRE PO

|
0 e QOver 15 minutes D 53215 e 6 0
1 e  5-10 minutes O FAa10-5 e 1
2 3.5 minutes ) FW53 e 2
3 * Under 3 minutes D A2 B e 3
b. Did the customer feel like the queuing system

functioned properly?

Trono S Jauy ciall 4 JESY a8 Gb Gl et A

s Queuing system did not function at

0 al O Y e Jaay ¥ il Ty A e 0
¢ Queuing systern functioned, but it . . . . .
1 Toal ooy ae (g ey il L3 JUATYI Gl
worked with a few impediments D e F & o8y gy o B A e 1
5 ¢ Queuing system functioned and it D Jhad (82 5 A ppens Sy il LT A ) e
warked quite easily and efficiently Lesa A z
3 s (Queuing system functioned and it E JEha g Al Al gy Juiy Call §JLETYI LS ) e
worked very easily and efficiently Jlad 3
¢ Notapplicable D Gy e -
¢. Time taken for the “purpose of the customer’s visit B pe N Lol Lo g 3B L5 Chak LB Jal e JaTab A g S
to be fulfilled once reaching the counter: PRl PN

INT: SPECIFY TIME IN MINUTES:

12

:dili.\]\ (Y Cai_’.'n S cdaal
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H. Additional Comments on Visit 25 L Aalacalt AdlaY) ClaTal) 3
(If any): (e )
Fan
~ Fnevide

o SutenJ
- Cualomans Sow)iCes A—L\'ZS\«QJ be diided on-Jd se,rw
"CU-ALCW TRV ST ;hm._QA bc Mmo~E- 4)r9a,mmJ :
L Namwa, TQ?( should be vene CQﬂ-—ﬂU\.

End of the Survey - Thank you very much....
Sua 188 — bt LS

RO RO TSP TR AR T 7 T g L e

1” o a e R st vw et It ity F e i o P
G. TOTAL Branch Score

{Total unwelghted branch score, summing all SECtIOI‘\S)

Section paramem UnderEvaluation - » | TotalPointsScoredinthis .} Total Points Alocated /
. . ‘ - Area: . Parameter
C Branch Presentation and Customer Facilities
D Greeting and Soft Skills of Staff i
E Staff Capability, Knowledge and Cross-Selling
F Timeless
"% = 7. TOTALSCORE

EANBI £ pane 2
(emv\dstungﬂmﬂ\ﬁhuﬁ| &‘,.uu:)

Croo U Aiiall Cblpgll y £ AN agak &
Cohl gl 8 g g g jih ]
Ayl ) Ales g ATE Ay i galt Gy c
B gl r
13






