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PROIJECT: Money
SHOPPER CODE | DATA ENTRY EDITING SA. #
| Name Number Name Number Name Number 3‘15 3
| [T B4
:&_’J.:u.“
il ; i
""1)1_" il Sl glaall R 1 Byedall ey
A8l at! A ! A !
i /7
;
A. Details of Visit B0 Sealis
Bank Dhafar | s 2y
Bank Muscat | odeca Ay
National Bank of Oman D gl ik gt S 5 e Zuad 2D S 4
1. Bank Visited - o
HSBC-0IB O HSBC-0IB <
Bank Sohar O o
Other Bank: oA
2a. Branch Name g;.Qa.QAL g il et 12
2b. Branch Area W\ Foill Alge 2
3. Branch City C'&M_, A 3
Nt
4. Branch Region Dhopa/ il 4
Day | Month [  Year T e 5
5. Date of Visit »
| | L | & | 5
Hours | Minutes Bl | Gle Lt
6. Start Time of Visit 9_? / 9 P laed, B
i Bl PR
7. Total Duration of Hours Minutes 4 = 5Lt Bae 7
Visit | VD ! PSR
| — b€— M\EOW"":
1
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Opening a Savings
or Current Account
Saving Scheme

General Enguiry relating to a

- -
specific Product, Service
INT: SELECT AS RELEVANT AND/OR -
SPECIFY DETAILS OF Credit Cards

Double your Salary
Offer

OO00O0000X O

Youth & Student
Account

o AR e i Blade ple il 2
JageS

f pialt Jpealdl 23a gl f g naliall S48 1Saly

F TR




\

4.1 .Was Customer Parking instantly available for the -

v

t ; i .
Mystery Shopper? a9l (16 § e il go AT Jpuidd 339 00 4.1
3 1 Yes =] a1 3
2 No O XS 2 |
i.  Specify: e |
ii. Specify time taken to find parking: rmin. G e ola L il s
4.2 Entrance to Buiiding el H Jedalt 4,2
a. Was the Entrance Clean? olidas Jdaadl cds da
37 |1 Yes 1% a1 3
0 2. No | 3 2 0
If ‘No’, specify "Why / Describe how” the D8 Cayl AN 2aa Sl ah e MUK et ST
entrance was unclean: U Oty PR

b. Was the Entrance Convenient?

ol il S8 b

1. Yes

w1

3

2. No

0| X

a8 2

0

Was the

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

Dalie Liaadt & 0 "0l aa o UIE" et SIS0

3 1. Yes & ~10 3
0 2. No ] M2 0
If ‘No’, plgase specify “Why / Describe how” S N iyl il 3w b e TS Lt S Y
the prermises was unclean: A e
3
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‘44 ' - Branding Material P e o P Al A i e chde 4.4
a. Posters / Branding matenal present on doors, walls | ".\ai,...n_, b dadi u...l_..yl e ‘-g)-'u Slae [ Ciduals da gy b
and windows? |
3 1. Yes B4 a1l 3
0 2. No O %21 0
| If ‘No’, please specify “additional comments”, [ b Al Slaa e sas ALl e TS o gadt S0
| if any: Saay
b. Pamphlets, Leaflets and Brochures on display? 2 il g il e e W3 6 o
3 1. Yes | 1] 3
0 2. No B4 W2 oo
If ‘No’, please specify “additional comments”, O e Autlal e sas il e SUUEY et S
if any: et
e
bl Hhe %VW e \hwj
c. Branding material up-to-date? falan Ay Aol ladadt 2l ge J4 D
3 1. Yes 1% 1| 3
0 2. No | w2| o
If ‘No’, please specify “additional comments”, S Magileal Claa it dam Shad e UET el S 1
if any: Dy

a. Were employees present at over 90% of the branch Al gay agille pigyg f il ,. 8 %90 O \ aa ]
desks and counters? PAaailt
3 1. Yes K 1| 3
0 2. No 1 w2l o
If ‘No’, please specify “additional cornments”, O A Sl e e Ml e SUE el S 3
if any: Wy

b. Were all / almast all of the staff neatly and

e H: . - - . -
professionally dressed? Frbas iom O g8 p Cptgal) e [ JS 018 O s

3 1. Yes B4 1] 3
0 2. No O B2 0
] . MRl Slha T i (e TS gt S 00
If ‘No’, please specify “additional comments”, S Al e On T e _‘i‘_::
. -

if any:

¢. Were all/almost the entire staff wearing name iy S ety oA gt B ] S HS O 5

badges?

3 1. Yes m a1 3
0 2. No M| 32| o0
If ‘No’, ptease specify “the approximate Sl il gall g AT soadl aaa el e CUNET Gl gad] SN
number of staff not wearing name badges: el DL ey Y
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46 " ATM and COM machines ~is2 v gy o O

e

+
s T L L gkt GOy Pk 5300 400 |

a. Was the area surrounding the ATM and COM

Oan g B g5 £ 14Ty IV i jeall 3¢ Tl LS LS e

machines clean and presentable?  pplhalt
b3 ‘ 1. Yes E s 1!to3
oo | 2. No O A2 0

. area was unclean:

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

A S a3 tia ol e ST el SAS

R TCURNCR T O]

! b. Were the ATM and COM machines functioning?

S lans gl Py O il eall Bl SS e

3 1. Yes

L 3

0 2. No

1:1&-

%02 0

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

3 e uJS;r.qul\._a 0 aaa Alad e OIS L gl S I
o) el Gl g 2aa ) Jand Y g8 gl y IVE i el
SN E Iyl g S

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

CATM/CDM Ghis 3 2 GiSlv o) 3,00 OIS 4 &

which the cooling was net functlomq‘ﬁ

3 1 Yes O 1] 3

o |2 No O B2 g

3 3. Not applicable E Sy ¥ .3 3
If 'No’, please specify “the time at which at O Jany o 5208 gV e lhad e ST i palt S0
By sl

k2 Beguiit Srob it S SR L 2t
a Wasthe branch alr-condltlomng fully functlonal *’uLSJ .a,n Js..u J..., ,',Ju‘.l! ...._.,s..n ul.f. dn
and sufficient?
3 1. Yes )= 1| 3
0 2. No O W2 0

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

{ainl Saa " e Sal e OIS el S
S T8 W s i

b. Did the branch possess sufficient lighting? M Balaly £ AN Aty b o
3 1. Yes 4 13
0 2. No O w2 o

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

gl cllaadie” aas Alod e SIS lpall 1S 130
S 0%l ayl
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. ¢. Did the customer have sufficient waiting space / Tt e e 1S 306 [ LRI A dalae Jpaall G A LD
seating area? |
3 1. Yes D aai 1 3
0 2. No )= | xx2! 0
l ' s .|:_;-?- YO A s - .-|\ " | oy .
| 1 If ‘No’, please specify “Additional comments / [l Slada o Ll e =iyl S8 b

\ \ . s i Ayl
Describe how it was insufficient: ! Sl o

| N ING R Y VN, AP _ad U 'y cvowded

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

AR o Al £ AN JA1 Ae puda yll CRIEN A g &y G S Il A
within the interiors f’f the branch, indicating different € ualh Sl g falleal) <) i ) a5
counters/ work stations?

3 1. Yes O a1 03

0 2. No | y2| o

g Nol,bphre‘ase ipemfy Ac:?lt.lonta-nl comments / o]y ik i s0m SLiah e S gl S T
) 25cripe O_WI ‘n\" s insutficient: @\Sﬁgn.l,s




5.1 Greeting of Customer

Ol e i 5.1

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

Sp il D Alphs b AR Rgedal e b il 31 a3 A )

! * No greeting / acknowledgement

G eua Y e [

*  Greeted within 10 minutes of entering

St Dp2 e B 10 DG D e

*  Greeted within 5 minutes of entering

\
Sl Jpas a3 5 UNa s A e |

WimN|=!'0

* Immediately greeted on entering

O®R OO0

W m = O

SIS SRR R

b. Did the staff either / or:

JUTRTL (EPETRTRE - FRUIP B R

a. Ask for the customer’s name?

?

P lrenl! ani e S

b. Greet the customer by name?

fhanl B3 aa Jranlls iy o

*  Yes, the customer was greeted by name /

}'W'}Uh/wlﬁtaémt_:%uﬁ\éﬁﬂx(ni L]

3 asked for his / her name E P 3
. Na, the customer was not greeted by dand e Jlw aly f 4and 83 [P RVEL FRNETERY IR T B L
0 ) 0
name / asked for his or her name Ll
O (i) y a4l s iy iS” 1A ) ot A L
c. Did the staff ask, “How can | help you today?” o 3 e - 4 A8 "': JL‘] ,]J; L:
and Probe the purpose of the customer's visit? ’ ’
3 1. Yes, the staff did this ¥ ALy iyl 18 3 a1 3
0 2. No, staff did not do this O Ay B gl a3 Bl S 2 0

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

abialfolalial o sl Al §pudall Ayl Balet W J4 B

1. Yes, he / she was redirected on the

3 basis of his / her needs

Waldalfadlalial b (E)J;\.u_“ Aa yisale] 33 Al caed 3

2. [(OR) The first staff member

op Spandl 4y G X JpY) il gt il () 2

the basis of his / her needs

Waere the staff courteous on the customer making
his / her enquiry?

3 encountered probed the nature of D - 3
el foxelo g5 5050 Ak
visit and assister him / her haet foaeluy 8 S Ay
0 3. No, he /she was not redirected an abia/Ralfinl ) dm 01 5aled 5 o1 036 3 0

customer enquiry?

0 s No, the staff were not at all courteous | [ ] Y Je bl GG Al NS e 0
s Yes, the staff were quite / reasonably . PR . ,
1 4 AL 25 gall 1aT 58] caxd
courteous D B ligha Ay iyl Tl el e 1
2 s Yes, the staff were courteous E S ilgall S Al i e 2
3 +  Yes, the staff were very courteous D AL ad byt S A ani 3
b. Did the staff demonstrate “active listening” on Tt iy " plal pliol™ il pall 4Bl 4 o

* No, the staff did not demonstrate

b pliial Cald gall .
0 active listening O G plial Gilbgall g8y W3S . 0
*  Yas, the staff listened quite / . < e e . . .
| 4] Al phy | “and
! reasonably actively D bikast B Al e e e 1
2 e Yes, the staff listened actively D Lolaol Cib gll ol a2l (o @ 2
3 e Yes, the staff listened very actively E EWTEN PRSP PRI - UL I SN - SO R 3
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Pc Did the staff appear confident? LW HLPIE < PR UL~ UM VS J
e No, the staff did not appear confident D il e B aS) e alngall gl NS e
*  Yes, the staff appeared quite / . .. u ..
faa Sl i by aal Al gl s Land
reasanably confident E ) O Bty Al e i gall g gm0
*  Yes, the staff appeared confident O A e By Al o il gl e aad @ |
o Ves, the staff appeared very confident | [] PO PR P P < YV - VISP S
:‘.ith. List the names of staff interacted g el el (il yat slaci S & |
e Mr./Ms. K‘L\M 1 Ladl Lmdll e [
> Mr./Ms. 7/ 2 FINRFCTRWATC R
e Mr. /Ms. 3 Vb Lol e
e Mr./Ms. 4 Lol laill o




6.1 Staff Capability

Cullh gal & 5

+

)

6.1

€ 0%k S8 fga l Slalial Aagk (8 lealinYG i pall @3 06

i a. Did the staff frequently probe the nature of the
| customer's needs?
3 1. Yes )% a1 3
0 2. No g 25 2 0
If ‘No’, please specify your comments: 2L ey a8 Ea ) TS 1
b. Did the staff actively attempt to anticipate £ oupe M Shalial T Allab A glany oilh gul) 3 0a i
customer needs? i
3 1. Yes B4 a1 3
0 2. No 0 352 0
If ‘No’, please specify your comments: U Ly o Bl IS 1
€. Were the staff able ta cater to the needs of the daf 530 leas walb ) 99 Cpa Qg it Shalydal Al Galh galt il S0 D
customer without seeking the help of a colleague? T2k 3l
3 1. Yes bd axi 1 3
0 2. No | 38 2 0
If ‘No’, please specify your camments: ) il a8 Sl NS 1)
INT: IF the Answer is YES , 50 the answer for Q
D should be Not Applicable
d. Were the staff able to answer all / most of the L
questions posed? TAa g plaadl ALY aliea [0S 08 Y] b pal) gLt Ja S
3 1. Yes B4 i1 3
0 2. No [ 35 2 0
3 3- Not Applicable Geab ¥ 3 3
If ‘No’, please specify your comments: ) Al o Bl ST 13
e. Ifthe staff were unaware of the answer to a b igee ALl [opma Qi3 o GlaYl o |30 Cib gall 0% o 1] g
particular query / queries, did they politely “ask a3 0 dab fpUBI a0 A0 8 pa Skl ol G BRIV Cayigly e il
you to wait while they double-checked with the
system / a colleague”?
3 1. Yes ] a1 3
0 2. No O % 2 0
3 Not Applicable % Galaiy ¥ 3
If ‘No’, please specify your commiﬁ: Al rlial 4 sl ST 1)
— :
Clu,@a\LDh‘
g
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! ': Mﬁnf MWy p L o =.~3,,, 5«:“ Sy

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

uthJ-_lL\u.uuhaam‘uLlw L..lh‘,‘l\ d.\ILUJI u‘nl.ﬁds-u 1

Dhofar’'s product and services? . ¢ b diy
0 e Not at all informed 3 Y e clageaasd e 0
»  Wellinfarmed on at least a quarter / a .
Catal) g Comtlall e LA P Y L P
1 few of the products and services E] = I S G feo ‘F. J‘:‘ "LI * 1
discussed i
2 o Wellinformed on at least half of the 0 A gD aally Slatiad deal Do BV o ae: e 2
products and services discussed _ [Pcher A
o Well informed on at least three- R -
mhaiidl Py ela i Al WY e Ll
3 quarters or more of the products and E. = o A t" L. J "L et 3
. . ilia & #..ul Daiaadal g
services discussed

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

el A s LaS) :wﬁjxwa-pmu«z@yﬁ i
"‘ml,m&u\uﬂ| Xy U.buglb_’.dlﬂglqr!_, ]
sakhiall p2a A

INT: LIST THE CODE FROM SECTION B.

31})\'(\3 < chneng S el G ool IS @ 1laly

0 ¢ No knowledge at all |:| ALY Lo sy e 0
+« Wwell informed on at least a quarter f a
Slaaall y Slatiall 1 : 1 1
1 few of the products and services O 3 Skl e G g e .:'i‘i “'L" e e 1
discussed
2 = Wellinformed on at least half of the O] A hacall y ladiall cheal e SV e alay e 5
products and services discussed LGl
* Wellinformed on at least three C o .
Sladidl e _,?.S\_,\Ehjmﬁkh_,l;‘.lu .
3 quar_‘ters Qr more of the products and E i 5 Al el 3
services discussed
¢. Did the staff attempt to “cross-sell” other products iatd g Gladial " ALEY Al G aGRY Ayl Lil gali a6 2
and services? PP
0 *  No cross selling at all 8 Ay e St el Glaay s ol e 0
1 +  (Cross-selling after a lot of prompting D LT WA, G PRe- (TR VY [ YR ELVEINE S 1
s Cross-selling after a little / some . . . .
LA W TRy [ Y| 1 aabang a3
2 prompting . < 1 Oa ST sy Yl sl Blans B3 @ 2
3 + Immediate cross-selling attempt |:| sl e AnYanl A tag i e 3

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

LA Lggal LA oL ciladd g Ciladile 3l -l B gl o 6 S
Thaadlial) & i) pa 45 e "Apaail

3 1. Yes D a1 3
a 2. No %4 32, 0
If 'No’, please specify your comments: (L Loy o la ) ST 1)

1 Wit didm '|'
L]
T

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

Gladd g Slatie (6 "ALAS Sle yaa” ik Y A fae b pall 45 a1
Palall 3 Sl aa ik oLl

INT: LIST THE CODE FROM SECTION B.

S ) a1 &S o stialy

D * Naoinformation at all E AULY! e SlagaaY e 0
s Information provided an at least a - .. "
PRI | e RN A I PR
1 quarter / a few of the products and O Jh:__{ "*m {,’:U J.‘." e 1
' services discussed o g e
2 s« [nformation provided on at least half D Sraliol Alaidl D gleall cdal B gL el e 2
of the products and services discussed Litiiie o5 A Zlaadlty
s Information provided on at least three . - .
iagiaal e i1 gl g AR Y e slac! e
3 quarters or more of the products and D pame e . e o 3
gicalie | laaadl § el dalaialt
services discussed e A
3 ¢ Not Applicable Gulaiyy @ 3
f. Information on relevant procedures, faloall i3 Ayl 4480 g il aliewal) y 1aSlp )yl Adinda Dila pina K
documentation and follow-up method?
INT: LIST THE CODE FROM SECTION B. S ekl (o a0 AASE o rialy
0 +  No information at all E SakY! e Glagaay e Q
+ Information provided on at least a .
Glatalt il laall ) M) e |
1 quarter / a few of the products and D = "Iuj .‘J{_&mﬁ?\: Ji. !"1.; ‘- n * 1
services discussed dlia o5 Lasdll y Shalialy
2 + Information provided on at least half D Slaially ddleidl Chagladl Cheat B o clac! e 2
of the products and services discussed Leiiflia o0 3 Slacdlly
e Information provided on at least three - . .
R IR R PR B 1 U |
3 quarters or more of the products and D _.\..,l...lw‘ .“;. 'ﬁs‘:n i“’ X f\l_."; .f] wl * 3
services discussed ~ 3
3 » Not Applicable Gy e
g Did the staff attempt to acquire more customer Jal e Gpa s Ailale IS) e s 43 jad L glay il gall o8 0. F
information so as to follow-up at the end of the visit? 75 b0 A (A Anulially pLiilt
3 1. Yes O ~o1 3
0 2. No K x o2 0

if ‘No’, please pef"fry your comments:
n

:él;'.l_J CL‘aﬂ.L.' ps GL"IJ e L 'I.!l

.
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7.1 Timeless gt 71
a. Waiting time on entering the branch, before w9 3] (kB pall gon Calad]) JB g op AN Jphs 2k LRI iy )

dealing with the frontline staff:

DAl adlga o [ Al B

i INT: SPECIFY TIME IN MINUTES:

Jal.i.\.n ENSERLA T (TP LIS

to be fulfilled once reaching the counter:

i |
' T P o
0 e Over 15 minutes O W15 eSS e 0
1 *  5.10 minutes D F10-5 e 1
2 +  3-5minutes D 53 e 2
3 « Under 3 minutes | Sl 2 e B e 3
b. Did the customer feel like the queuing system ¢ L2 Jaay el BT p@dﬂw.’ﬂ‘ PR
functioned properly? ¢ ) ’ s B
0 . Q|Teumg system did not function at D Y e g ¥ ol i LY S e 0
a
» Queuing system functioned, but it Sl ) G Lan .
R ——a Wi Llad oyl 1
1 worked with a few impediments E S ¢ & OGg Jey W SRR D
5 e Queuing system functioned and it O Juab JEl g D gy Sty all 3 UYL ) e 2
worked quite easily and efficiently Lo )
3 «  Queuing system functioned and it D S8y Rl A g Jaty il b LT G ) e 3
worked very easily and efficiently Jlad
s Not applicable D Sy Y e -
¢. Time taken for the “purpose of the customer’s visit Al ge D Jpeoglh 238 Gga 3l 6 A LB 4D Jal e 38341 Gl O

:II i il

INT: SPECIFY TIME IN MINUTES:

12

s B daa rialy
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H. Additional Comments on Visit B kTl Adaialt 48LSY) Gila TRl A
(If any): s L)
l-—'l NEALAIE~ el %Sed__l.hj ANLO -
-Qnom&. a.{,Qau.‘ fou” Ladies
- e the Utﬂl‘tb Mmbfa.jr
'...1:;3(:/ the WIH vackonss ord
w QCJQ WA Yhe e
End of the Survey - Thank you very much....
S 1S — St Ay
. T T > ? o
23 T TG v
G. TOTAL Branch Score
(Total unwelghted branch score, summing all sections):
[ 7 s . A Totall'olmsSaoredhthls ¢ Tetal PolntsAﬂocntedI
C Branch Presentation and Customer Facilities
D Greeting and Soft Skills of Staff
E Staff Capability, Knowledge and Cross-5elling
F Timeless
')'...s'. A . ~ '.' : L L. '.., . o .
- e O P S TOTAL SCORE .
gAN B Epara  E
(auy1$¢a;;&)ﬂm)aﬂ_)mjndﬂ'l &_’A.;.d)
Jolal Ausvad ol BAR £ gaps |- FﬂéMME’* . 3l oy 3l Jalal) el
Lo 8 Aadhall gl g £ A il <
O gall 21 lgea g g il &
A il Aglas g A5H oy coida gt § ;2B r
<yl z
s E " ’ B £ e
13
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