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PROIJECT: Money

SHOPPER CODE | DATA ENTRY | EDITING ‘ ! SR.&
Name + _Number | Name _ Number ' Name : Number '
T ’ H T :
| | | Ty
i 1 | E . - N
F_’_).i‘.'.‘
‘J:I I R : - LI TR ' - .y
;ﬂ[ ol ,._}‘J_‘...' ; D PN e | ,_3_3....;4..\ )
) ' A panakel . P it
£ » r
JT ' AR s i | | 3c
1*2“12‘ ' | .
A. Details of Visit Bl Jaaalds o
Bank Dhofar X Jhia
Bank Muscat O Tabesa Ay
B National Bank of Oman ] sl il gl slih G g S g
1. Bank Visited
HSBC-OIB O HSBC-0IB <L
Bank Sohar D PN
Other Bank: oAl iy

2a. Branch Name G’Lzal(,‘_) }W\) g Al aut 12

2b. Branch Area MM N Ty

3. Branch City MY Ll 3

4. Branch Region M@J - SDV”H"‘ il 4

Day | Month |  vear Al | R [ e 59 am 5
5. Date of Visit I | 2 o3 | A l 2 a
Hours | Minutes B j Sl
6. Start Time of Visit o o bl ln o, 6
7. Total Duration of Hours Minutes il Sl S e 7

Visit | e | —

T- D EW. uer.--v’



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

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

Credit Cards

Persona! Loan

Double your Salary
Offer

Youth & Student
Account

O

M Rad Cpaa afiag blaka ale ledlld D
S

§ il Jpealds saa gh [ g el 530 13aly

FREL)
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41

Was CUsto Parking Instantly mlble

? [ YR | - .
Mystery S ? | a9l e Bl cige AT Bpudad) 335 Jb 4.1
3 |1 Yes R w1 | 3
2. No 3 % 2
i. Specify: i b
i
i. Specify time taken to find parking: min. Y i g LY AW S 2 o )

4.2 Entrance to Building ial) D Jadatt 4,2
a. Wasthe Entrance Clean? ! clidal Jaaall cAS e
3 |1 Yes | a1 3
0 2. No d 38 2 0
if ‘No’, specify “Why / Describe how” the S8 S iyl AL am Slnd e USO8 1
entrance was unclean; aeiadd gl Jaaad)

b. Was the Entrance Convenient? adia Jard) (S Ja o
3 1. Yes A 1| 3
0 2. No | 2| o
If ‘No’, please specify “Why” the entrance was lstia Jaaadt 8 A1 Sl ana ¢ MBS Ll paldl AS 1Y

inconvenient:

- - ity ' d v &
Was the branch premises clean? ks £ Al e S 8

3 1. Yes |5 1| 3
0 2. No | 2| o

If ‘No’, plgase specify "Why / Describe how 1S " i ) /I 32 Sl er " el G 1

the premises was unclean: A

Agday g Rl
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| 44 BrandingMaterial - -~ -

) g1l

' a. Posters / Branding material present on doors, walls i o -h-l mly‘i‘l o' g,m --LASB l uw-ﬂ-h dags b
* and windows? | ‘
7 3 1. Yes I E a1 3
o | 2. No O W2, 0
| If 'No’, please specify “additional comments”, 3 SHRlel e s Al e ST i padl S
Uif any: * (e

1

i

fol iy Sl e pS e

b, Pamgphlets, Leaflets and Brochures on display?

3 1. Yes

a1 3

| 0 2. No

O X

b L 0

If ‘No', please specify “additional comments”,

bl Claa S aas Hliad e MUEY Ll gadi S 1D
e e =l

if any: iy
c. Branding materia! up-to-date? fal i gy ladll Slaokall Mg A
3 1. Yes E pai 1 3
0 2. No [l 21 0

if any:

If ‘No’, please specify “additianal comments”,

ST L e T E R Y
B hn e bl ekt .‘,LJ...-.‘:.W }:

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

Sl el iaa M saa Al e 3EY ) galdl S

'_\;L\.hj

elm H-*m-‘ P a.m' qﬂw o T80 Om 1S 22145 048 Ja )

desks and counters? Phasily
3 1. Yes Ed s 1| 3
0 2. No O w2 0

if any:

If ‘No’, please specify “additional comments”,

i 4Rglal clha N e Sliad e TN Lilyall S 1

:l._ﬂ:.n_,

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

by i e el g0y B gal) e f JS U A

if any:

3 1. Yes ) 1| 3
0 2. No O w2 0
. - .I ‘|l'- H . 'I - L‘Aa " 4! - ‘ll " H|I "f - |'-“
If ‘No’, please specify “additional comments”, Sl Sila A s N ii
. >3

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

@ty S (3 gty (o pall e f S IS A

3 1. Yes

a1 3

0 2. No

RO

382 0

if ‘No’, please specify “the approximate
number of staff not wearing name badges:

iIA DeaXla. oa

ot i gl gt 2aad) om Sk e UUST S pall IS 1

?G-AM\-!Q'_)'\-:JJ"—‘!Y

I "
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4.6 . ATMandCOM machines *

<y -

T g plyiy W Gyl 48 |

al

a. Was the area surrounding the ATM and CDM

._;.-a‘,_qmémitlag‘ﬂ_,;‘ﬂ_ﬂ,ml Bogal dopaall fAg A8 O )

! machines clean and presentable? ¢ gl
T :
3 1. Yes I m a1 ‘[ 3
| o 2. No a i

If ‘No’, please specify “Why / Describe how the
area was unclean:

b. Were the ATM and CDM machines functioning?

s il BNy N i el 3T SIS Ca L

3 1. Yes

au'.u 3

) 2. No

1|4

w2l o

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

3ol 4 S0 a0 U 28 g1 san il e ST il el S
= eall ¢ Glea 45 2am ) Jaad Y gl g laYly (N el
:(ﬁ;.‘.i.i.ll &'n_g‘}‘! o _‘rl‘:ﬁ

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

TATM/CDM dihia A4 s b0 g 300 8 Ja &

Sidvcn.. »-i\d-'.L.\n e bt e S i oL 3 e

3 1 Yes O 1| 3

0 |2 No O W2 g

3 3. Not applicable R ShyY 3| 5
If ‘Ne’, please specify “the time at which at A8 Jang pl g3l 280 e Allad e MNET el SN
which the cooling was not functioning a5 G

AH ST -fp,;-h,:‘gx =X

a. Was the branch BII’-COI"IdltIDI'IIng fully functional
and sufficient?

T, PR 0 "Js—mj‘ x

L . e )

S £ A S YT,
"-'L'-J a J88y Sy ) Sl A8 s,

3 1. Yes E a1 3
0 2. No . X2 0
If ‘No’, please specify “Additional comments / flagial Cilaa " s Alai e ST Ll pall S 1

Describe how it was insufficient:

B N T Y

b. Did the branch possess sufficient lighting? TS plaly £ R ALl A o
3 1. Yes ) mit| 3
0] 2. No [:] M5 2 0
If ‘No’, please specify “Additional comments / [Magal Siaallat sxa Sl e S calgadl AS 1
Describe how it was insufficient; S S A i eyl 4‘
i
i
i
}
5
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+ + +
| ¢. Did the customer have sufficient waiting space / : P Toe el 50 e S e [ URIL A Aate Jpaall SIS CA

|
seating area? ! !
3 1. Yes E i1 3

0 2. No 28 2 0

. L. [“2.-.'1L..al Chdaa ke sia Jlad T ST _,.:..'\ O
if ‘No’, please specify “Additional comments - = = =
Dlease e / S % S ey

Describe how it was insufficient:

| H . .
d. Did the customer find it easy to follow the signage Ty 8 13 T g pall SN R gt a0 o] R

within the interiors of the branch, indicating different A L cle WY el wr gm Sl M & s
. 4 ® Janlt Sial g (Ol S ) wdlia o) 2
counters/ work stations? 4 ) b e
31 Yes o s 1] 3
0 2. No X N2 oo
If No., please §pecufy Addut-uona?l comments / iy flsiial Caade" dia L S IE Ll el S T
Describe r?w it was insufficient: S G s
y ' - &=
L
6




5.1 Greeting of Customer

‘ uﬂ-uh#ﬂ 5.1

+

A

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

TE AN M pas gh AN Gedall e udadiifoaa R4 A

0 ! e Nogreeting / acknowledgement | wapaif cus £ e o0

1 : ¢ Greeted within 10 minutes of entering D } crarl aA2 e M 10 J2A s 5 e ﬁ 1

2 o  Greeted within S minutas of entering L] | el Jphi e B S NA a5 e P2

3 = |mmediately greeted on entering & ( el Jyds b oua TN e I3
b. Did the staff either / or: HUTRY) \DFETAERE-- FOL AL T

a. Ask for the customer’s name?

€ paadl ad e Sl

b. Greet the customer by name?

fhadd 50 aa Baallya ) o

®  Yes, the customer was greeted by name /

gt e o et 83w Jraally s 1 R s

3 3
asked for his / her name E L
0 ¢ No, the customer was not greeted by | [:I TIPSR SOVUR Py [T UV < PN OV FRVER PP S, L S 0
name / asked for his or her name ! gal g

GBI kit § "0 g3l ST i A A" Lk )| e JA

. Did the staff ask, “How can | help you today?” ¢ Loaalh 545
and Probe the purpase of the customer’s visit? ’ -
3 1. Yes, the staff did this ™ Sy il g S8 a1 3
0 2. No, staff did not do this d Sy eyl i o038 2 0
d. Was the Mystery Shopper redirected on the faalfdlaltal Lo sl Adl Jaudall 48 baled 5 06 &
basis of his / her needs?
1. Yes, he/she was redirected on the e
i Al G lfafiaiiat N (5], Landl R TP AR
3 basis of his / her needs E el Gainl o (a4 g Bl 25 a0 pai 1 3
2. (QR) The first staff member
_c-h,l.n..'ll.ld.u.\ 230 JJYI L__u_,,..]\ _)__ml (_,l)
3 e_nFounteret:li probgd the nature of D et ol s 5 31 s 3
visit and assister him / her
3. No, he /she was not redirected on
Aaliafafalia) L AR I TY
0 the baSIS of hns / her needs D A i 5l Bl 2 ol 3 ¢

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

ETR

-u - *r -n‘-.np.r 3 x Vi Py ‘
p ¥ 2 2 A k 5

fwtnsuugj,s‘_a.JL..i:...l st bl il pal L,u

0 ¢ No, the staff were not at all courteous D e e gl Gibgadl 0%l S8 . 0
*  Yes, the staff were quite / reasonably c e s . .
! pda A3 il ol iad i an
1 courteous D [EFTY IMJ._AM ) i pan 5!]"‘ ki) And L] 1
2 s Yes, the staff were courteous m Sl gl 8l e 2
3 *  Yes, the staff were very courteous D ARl il S PP 3
b. Did the staff demonstrate “active listening” on Sl i M qlal pliat™ Cibgall 4Bl Ja o

customer enquiry?

¢ No, the staff did not demonstrate
0 o fictani sl slieal il pall gly o) 43S
active listening D il e Sll b ol * 0
*  Yes, the staff listened quite / c e s e . .-
1 ’ ) 4] Ad) by il gall Al 2l g
reasonably actively D i) Bugp [k T W o 1
2 *  Yes, the staff listened actively E Lyl il pall ) 20 aad 2
3 *  Yes, the staff listened very actively | I Slag¥) O 8 B pall gheo) ) s e 3
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Did the staff appear confident? | : Camidi e By Al o cibadd) 4B e S
®  No, the staff did not appear confident | ki e By ST e il gl e NS e -0
e Yes, the staff appeared quite / : - e s e e e e
! . s S dads e Bl g D) e o gl ant @ 1
reasonably confident D “ s e e !
s Yes, the staff appeared confident D I LWL PN < PR P RN VEVE-SOVEI | bz
‘ I - [ " 3 P . [ .
e Yes, the staff appeared very confident | D : TIPSR [ N UV - PE T ! 3
d. . List the names of staff interacted ‘ ; e LD ) g g S ;
with: . ‘ X ]
s Mr./ Ms_\[ougsq HI Rlhzam 1 C LGl el e |
o M /Ms. MO el Aoe e Loy Ll e ]
o Mr./Ms, U 3 AT ST RN
*  Mr./Ms 4 | Lol it e




6.1 Staff Capability

okl gal) 39

+

3

6.1

| a. Did the staff frequently probe the nature of the ) ? AL Sl [ Slaltal Aapdh (6 ledio N il pall 513 A
! customer's needs?
3 i1 Yes R i a1 3
o 12 No amp 38 2 0
j | If ‘Ng’, please specify your comments: i ‘ 2y ki s e ST !
; 1 |
3 | |
S l
b. Did the staff actively attempt to anticipate 1 €031 habiad  Sosterd Aad & gia wdlh gall o G o
customer needs? i
3 1. Yes ™ pai 1 3
0 2. No O 3 2 0
If ‘No’, please specify your comments: RURRY (NI PN TINE
¢.  Were the staff able to cater to the needs of the 2a) B0 lca lb B gs e (g 3 Shatytal 4D i gl plaind J4 D
customer without seeking the help of a colleague? S PR
3 1. Yes E a1 3
0 2. No | 35 2 0
If ‘No’, please specify your comments: e el aB Bla ST 1Y)
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
questions posed? T g skl ALinYl e fUS O ) il gall plaid G4 &
3 1. Yes B a1 3
0 2. No | 5 2 0
3 3- Not Applicable ey ¥ 3 3
If ‘No’, please specify your comments: 2l il A pla ) (NS 13
e. If the staff were unaware of the answer to a Ja L,-ai.Lu-I onma Qe e ) e 1A B gl 0% 1
particular query / queries, did they politely “ask ol sal [l e &80 5 e 2830 Jal Ga ULV cuiet dlia Glb
you to wait while they double-checked with the
system / a colleague”?
3 1. Yes D PYERS 3
0 2. No R 3 2 0
3 Not Applicable ey Y 3 |
If ‘No’, please specify yo; cog@ents: i laaly o8 2l S 1Y |
MLM
9
+ +



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

"'LA.\&JJHM‘DM‘M_’.‘J'IGP"G&uﬁﬂ‘rﬁﬂgr“_’ o
uha.a.hulvl

+ + +
6.2 _ Product Knowledge and Cross Selling . .. - . M&'JJ o 4“-!'-" 62
" a.  Overall, was the staff well-informed on Bank , uhh.’ Dlaiday i G S g b gall g2 A8 N ale dS-u ;
Dhofar’s product and services? . Pk Ly
0 « Not at allinformed D : SN e Ciageadan! il e 0
i ¢ Well informed on at least a quarter fa | : . : ) faes
1 few of the products and services D - += o [ e I “' '“; ¢ A |
discussed | ' A l
2 « Well informed on at least half of the | E ‘ S Zianal y DAl kel e Y e Wl W 2
products and services discussed : i e VY }
e Well informed on at least three- : ‘ Co .
il e A8 b gl ADNE Y e Gl
3 quarters or more of the products and i | el e 1y ?uf 4:).. "“\ ::S\" * 3
services discussed ! ¢ & 2
b. List the details of the “main purpose of your visit” | i) B (5 LaS) "L 5 il gt A 4V gl g B
|
i
J

INT: LIST THE CODE FROM SECTION B.

A Ta a8 S, o3 2ty

¥ e No knowledge at all |:| JARY o MY e 0
¢ Well informed on at least a quarter / a . i
Cilaaddl g Shaniadt - f : ;|
1 few of the products and services O 3 Shatiall Ja B ey “F] _Ei‘::h ﬁ * 1
discussed 3
2 e Wellinformed on at least half of the E FARPUIVRES PRS- U SN e aley e 2
products and services discussed PN
« Well informed an at least three . -
Sladidl e 3SH o gLt AN WY
3 quarters or more of the products and O ril oo A9 9 £~ DI Sy e 3
- i LatRie o3 il Sleaddly
services discussed
c. Did the staff attempt to “cross-sell” other products Claad y Gladial Aoy ™ o abRl & gl Lib palt 20 Ja &
and services? ? 5 Al
0 s  No cross selling at all E R VLIS S TOR, [[FFel i PP I ) 0
1 ¢ Cross-selling after a lot of prompting D ol JUod) G S0 g Sl aull ey W5 @ 1
* Cross-selling after a little / some . ) . .
SRR WA, Iy b S =M1 P dlas; 28
2 prompting O ¥ Ga Sy Y] alt dileay G5 e 2
3 e immediate cross-selling attempt O okl e eyl gl Agan 8w 3
d. Du:lthe s-taff explain W:\cy Bank D:ofar‘: p":ducf.s LA L) Uil iy e g Slpie T3] g by o gl 0 Ja
an s'erwces posse.ss a “Comparative advantage * dlid yih a4 S Mgl
relative to competing banks? *
3 1. Yes O a1 3
0 2. No R % 2 0
If ‘No’, plgase gpecify yqur comments: A s 8 e S N
|
10
+ +
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Did the staff attempt to provide “complete
information” on Bank Dhofar’'s products and
services, along with relevant literature?

Slald g Slalia (8 "ALS e i ke Y Al glae cidyall o8 a2
fdlall il SLACH aa i o ‘

INT: LIST THE CODE FROM SECTION B,

S el a1 ity o sy

o i + Noinformation at all : D ; 0y o Sleyaay e 0
. * Information provided on at least a ' | At ey e ) fan BT e il e
1 quarter / a few of the products and m TR e LT "-: . 1
! . . A a - ey Dl
! services discussed
2 * Information provided on at least half D Cadiall; Al S geal! chal B 2 oplbe » 2
of the products and services discussed Wlile O T Siadlly
* Information provided on at least three . et s - ,
Zha giaa! e 81 gl gl AZNE WY e slae] e
3 qualjters qr more of the products and I:] La2ie 3 ikl y Satiad; Al 3
services discussed '
3 * Not Applicable Sy . 3
f.  Information on relevant procedures, Palaall D13 Gl kS g Shaliwadt y oilp ) aYly Adais Slagies >
documentation and follow-up method?
INT: LIST THE CODE FROM SECTION B. G il e i AEG 8 ntaly
0 ¢ Noinformation at all D SULY e Glagaa¥ e 0
+« Information provided on at least a .
Aaleiall Sila glead' fa iR Wi Uag |
1 quarter / a few of the products and E ,l...{ 2 M ’&U j.{ "'c =t 1
. e
services discussed
2 * Information provided on at least half D Clatially Lhaidl Silagladll wdead B e clac! 2
of the products and services discussed giiilie o5 Al Slaadty
5 . lnfo:tmatnon provudr:d:n at I:ast thrze D Zhsladl a2 ) gl T W e ekl e 5
quarters or more o the products an i 5 3 ety Ciaialy dilesa
services discussed
3 * Not Applicable R OSTE Ea
g Did the staff attempt to acquire more customer Jab (e Gga iy Ahlade ST Slaglae dbadd &lglas il galt o6 J4F
information so as to follow-up at the end of the visit? Tkl gl A Aalialls Hlan
3 1. Yes & a1 3
0 2. No O Moo2. 0

If ‘No’, please specify your comments:

Pl lady o8 la ) ST 1
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7.1 Timeless ol g 7.1
a. Waiting time on entering the branch, before | P o O sl il gall e el Gy g D) gds die UL )
dealing with the frontline staff: ; | T Aadill aBga 5 [ alei! D)
| INT: SPECIFY TIME IN MINUTES: ! | { BB aaa S gl a1l
l Q *  Qver 15 minutes D Il GA 15 e S e i 0
P s 5-10 minutes . A 383:10-5 . I
2 e 3-5 minutes D ‘ 53 e { 2
3 *  Under 3 minutes D Flr 2 e 5 e 3
b. Did the customer feel like the queuing system e . s e )
a8 Jany cuall A LYY a0 G G el e
functioned properly? - ¢ ey o B pS G gt s O
i did functi
0 . 3l:eumg systen did not function at D Y1 Gy Y bl i ARV e 0
e Queuing systermn functioned, but it . ) ) . .
1 1 gall ¥ —aall Wagiyt Uy o
worked with a few impediments [3 | ditomd ams g 0509 oy o AR . 1
2 * Queuing system functioned and it [ Jad 52y y A s Sy il b Y Al e 5
worked quite easily and efficiently Laaa
3 »  Queuing system functioned and it X S g AalS &) gy Sy rall A SESY L T e 3
worked very easily and efficiently R
«  Notapplicable d GealY e ;
c. Time taken for the “purpose of the customer’s visit i ) Lo gl die g3l 85 o 30" Jal e 2idall 2l gl o
to be fulfilled once reaching the counter: M Aaaddl
INT: SPECIFY TIME IN MINUTES: 40 L R a2 gl 33a 1l




+ + +
" H. Additional Comments on Visit *j 13l 3y Adldal 4Ly Gla i) )
(If any) (222 )

--_Cko'\.\ﬁdﬂu]gfew/ IQ)SEAA
w/ﬁ‘“ /Gl[/wvtﬁd UWeB~ NAr.go - ﬁ‘-ﬁ

End of the Survey - Thank you very much....
Suja 1088 — Gluia) 4gs

R VRTROY I R O

. - TOTAL Branc Score

28
< '-:i‘.,r A T L m;{"“

(Total unwelghted branch score, summing all sections}:

a m ‘ I Pmm eter U m’“ Eval uation -Total Pn!m::::md in this Total- P:::m::?ud 7
C Branch Presentation and Customer Facilities
D Greeting and Soft Skills of Staff
E Staff Capability, Knowledge and Cross-Selling
F Timeless
it R | TOTALSCORE | S

g Al bk £ sana £

(?LA\J\JSCA_-.‘thUm_}A| ‘“'\"C_,m)
Jalall Aaald!l A § papa | tpuadl] B Apaadl WA B gape » Jeih! ady (g Jolal) i)
Gl et Cgeill y £ A api O
CB gadt 21 s g a0 <
UL&?‘&J‘WJ&_}AJL&M‘EJ& z
< gl r
* : /.o U £ gagee
13







