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PROIJECT: Money
SHOPPER CODE DATA ENTRY EDITING SR. 8
Name Number | Name Number | Name i Number
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A. Details of Visit 3 el o
Bank Dhofar B s sty
Bank Muscat | dnkeca A
National Bank of Oman O andl gilo gl L2} P PPN QPSURETR Y
1. Bank Visited - T
HSBC-01B 0 HSBC-OIB Ly
Bank Sohar D Saa
Other Bank: Cyad aly
2a. Branch Name _l bju £ oA i
2b. Branch Area Hg{,la[]{a,a. gl gy o2
3. Branch City Ibﬁ:\ G 3
4. Branch Region DM&\O\ Ghud 4
Day | Month | vear dudl ] el [ e S am .5
5. Date of Visit
\# | o6 | 7°\3 | |
Hours | Minutes (R [ EXPIW
6. Start Time of Visit by incd,
V2 3o
H i CH] e bl
7. Total Duration of urs Minutes & = L
Visit o | 20 bl 7
1
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Opening a Savings E S by s
or Current Account

Saving Scheme E] s allas

gl

Housing Loan D e g
2. General Enquiry relating to a o s e miiag Blats Ble jldill 2

5l ]
specific Product, Service Car Loan _ g
and/or Facility Educational Loan } gl Jpealis 3a 4/ g sl S1 12aly

INT: SELECT AS RELEVANT AND/OR :
SPECIFY DETAILS OF CrEd't Cards Sl ey

PRODUCT/SERVICE ersonal Loan 22 o

Double your Salary

Offer

Youth & Student

Account D

S e la

L,:)\.H'IJ .,.L,J.'JI s
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4.1 Was Customer Parking Instantly available for the

TN (g1 § s g LD Ggudad 299 Ja 4.1

3 ! 1 Yes 1 E a1 3
! | 2. No O %2 )
! i. Specify: i I i i
ii. Specify time taken to find parking: ____ min. aagc i e Sy NN 2
4.2 Entrance to Building il S )il 4.2
a. Was the Entrance Clean? elidas Jaaadt o48 Ja
3° |1 Yes B i1 3
0 2. No O 32 0
If 'No’, specify “Why / Describe how” the S " cragyl 15" saa Bl eSS et 800
entrance was unclean: i e Jadl

b. Was the Entrance Convenient?

laslia Jiaad A8 4 i

3 1. Yes 74 a1 3
0 2. No O w2 0
If '"No’, please specify “Why” the entrance was e Jaoalh %5 W0 AT aaa ¢ DS el IS0

inconvenient:

Was the branch premises clean?
3 1. Yes B4 1| 3
0 2. No d %2 o

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

LS " Cin g T 32a Sl pee TS gl A 13
Aplai pe Al
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5, AUR T I A Chaa 44

Ca. Posters / Branding matenal present on doors, walls
and windows?

"ASI_,.ulJJI_)hJ\ .uum‘_,..ng_,*.;:auns;umh,_._,s i

3 1. Yes

aa 1 3

a 2. No

us 2 0

|
i | if any:

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

o s Slaaa" oo Alad e MUEY igaldl S T2

:\_u.;‘,'

b. Pamphlets, Leaflets and Brochures on display?

Sl plill g KN yia e o5 A L

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

3 1. Yes P 1] 3
0 2. No O %€ 2| o
If ‘No’, please specify “additional comments”, O RAlal Sidaa i sea dlad G ST et S 10
if any: Wiia
c Branding material up-to-date? s iy lath cladall e b
3 1. Yes A 1| 3
0 2. No O w2 o
If ‘No’, please specify “additional comments”, O MAatil Slea i 2o Slind e MUK Gl gadl SIS
if any: Waay

fdlsas apSn #19 £ AD (il ga oo %00 oo LES) 221 53y (IS A |

desks and counters? faadil)
3 1. Yes 24| 1| 3
0 2. No O %2 0
If'No’, please specify “additional comments”, S il Sldha i saa Alind a HEY Ol S 1D
if any: iy

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

Tria i e ] [y Cud pall piaa £ JS CAS U8

if any:

3 1. Yes m a1 3
0 2. No O w2 0
] ln- PR I Lu s -z - T " \ y 13l
If ‘No’, please specify “additional comments”, S - o AT bt _"if:
Wy

¢. Were allfalmost the entire staff wearing name
badges?

Tagilandy Ol G grday (pdl pall pBma f JS S A D

3 1. Yes

pai 1 3

0 2. No

OX

b L 0

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

Cpdll il gall o 5l dnelh dum ALk e SIS Sl gadl RS

s S S G geay Y
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4.6 - ATMandCDMmachines ~ . _ . = T Vet e g gy N aBRe 4-8]
a. Was the area surrounding the ATM and COM Sy -195- PETH &'-‘s‘l‘d q-'Y‘ i el 3 4] dmpanalt G S O )
machines clean and presentable? gt
3 1. Yes A 13
0 2| o

) If ‘No', please specify “Why / Describe how the

I

0 { 2. No
)
E area was unclean:

L G TN W R P PRRE 0= PR/ I PR kY i
il e A

h. Were the ATM and COM machines functioning?

el s £Vl y LYY el $ gl S 06 o

3 1. Yes

a1 3

Q 2. No

OX

s 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):

o A OS5 a0 A g e Al e ST gl ST
o peall e sT saa ) Jad Y el iy Y G el
j(‘,;.iil'l E-_‘.g‘}l 3 4]‘11

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

TATM/CDM Gkie 5 32 calad) ol 3,0 oS gb

3 1. Yes E pai 1 3

0 |2 No O W20 g

3 3. Not appiicable O Ghu¥ 3| 4
If ‘No’, please specify “the time at which at A Jang ol 30280 saa llad e SRS el 1)
which the cooling was not functioning i A il

[ 92D RERLT : s ¥ H TR AR
a. Was the branch alr-condltlomng fully functlonal “..-Ls_g A d.'._.. d.q = “ll u,.m L I
and sufficient?
3 1. Yes B 1| 3
0 2. No O M2 0
If ‘No’, please specify “Additional comments / fligi) Slaa " s Slal e NS L) gall SIS0

Describe how it was insufficient:

WS S ad S s gl

b. Did the branch possess sufficient lighting?

TGRS 5Ly ¢ A gial A

3 1. Yes E a1 3
0 2. No O w2| 0
If ‘No’, please specify “Additional comments / [laghal ChaaMa" saa Jlol e MUEY Ol gadt 800
Describe how it was insufficient: O L CPU I T S W
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¢. Did the customer have sufficient waiting space / o plalt 30 0a e S 200 [ ABIDA AS Aalens Jpeall (A8 04 LS
seating area?

1| 1. Yes A 1| 3

0 2. No | X2 0

Jragilsl Silaa i i g e ST el IS 03
S %y G e |

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

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

Ny g Al JaN As g gall GEHNGT A g iy O e ) Fllad A 2
within the interiors of the branch, indicating different s g R P = & ol andll g oA =

Tohadl Sl g (OS] DA K Cilide N S 5

counters/ work stations? |
311 ves = i3
0 2. No O vy2i o

If ‘No’, please specify “Additional cornments /

. A X e gl g fAad! SR e 3aa Jliad e ST O dl RS 1A
Describe haw it was insufficient: sy i) o el s

AGS 85 W] s
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a. Was the Mystery Shopper “promptly greeted /
[ acknowledged” on entering the branch?

T

No greeting / acknowledgement

ey

*  Greeted within 10 minutes of entering

v

el Cght e 3R 0 JME com D e

Greeted within 5 minutes of entering

] .

) Jghs e BB 5 Ma cuall e

b

l .

wm =] O

Immediately greeted on entering

W N |- D

I
|
l
+ ., ] . . LR i
—asl g3l g s G e |

b. Did the staff either f or:

el g _l'a_,.-\:l p‘j o g

a. Ask for the customer’s name?

 pandl ot el

b. Greet the customer by name?

- Yes, the customer was greeted by name /

FUEUTEICPNG YUV S P FL: FRIFEN [ gt P

3 3
asked for his / her name D )
0 *  No, the customer was not greeted by E adt oo g ay /et S0 ae Baaly o il G5 B8 e 0
name / asked for his or her name g 3l
A O ki g T gl i s Ay LA™ (LA pal) o
C. Did the staff ask, “How can | help you today?” o 3 s s ‘P: JL‘] .ld: L:
and Probe the purpose of the customer’s visit? i -
3 1. Yes, the staff did this A EHANEVIR S SR 3
0 2. No, staff did not do this O Ay (il gl s ! NS 2 0

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

Tlabialfialial o sl il pedall 4 g dde ) o b S

1. Yes, he /she was redirected on the

3 basis of his / her needs

WlaldalfaFardal I (3) Small 4 g Salel 5 a2 cani 1 3

2. (OR] The first staff member

O el ag R S W i pal) sl (1) 2

[N

the basis of his / her needs

: AN
Y] N N
v

his / her enquiry?

a. Were the staff courteous on the customer making

3 e‘nFountereq probled the nature of e L foselas s 5 3 3
visit and assister him / her
o 3. No, he /she was not redirected an Rt ) 4 s iule! 3 o (383 0

'.T‘. -

B N 14 Sar L et
GisS (F o kil (93] 3ab dB gall S O )

2§35 s

0 ¢ No, the staff were not at all courteous | [ ] S e Bl it 08 D€ 0

1 . :zz,r::z:;aff were quite / reasonably E i JA0 piha Ay iyl 13 i pnl L

2 e Yes, the staff were courteous D P N L G P I 2

3 s Yes, the staff were very courteous D QLU ek il gall S S8 s e 3
b. Did the staff demonstrate “active listening” on Tpand! Sleadlicd " plat plieal™ b gall 4B Jb o
customer enquiry?

* No, the staff did not demonstrate

| plhagt db pall LY
0 active listening u Tl 3l By ol . 0
*  Yes, the staff listened quite / . P . .
1 ! | 4l il galt ¥ 2al caal
reasonably actively E Gt Baap Ry Ly oy Byl e p 1
2 s Yes, the staff listened actively D Cola) i gull g sil con’ 2
3 +  Yes, the staff listened very actively E] N O 58 Gl pall es) Gl ans @ 3
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€. Did the staff appear confident? : r Fhaski Jpa Wy AdS o dlhpall g A S
s No, the staff did not appear confident : D [ hdi e Bl adl e il )l kAl NS e
s Yes, the staff appeared quite / : . e e
ima JEk Ak e 809 AT Al gall glh can
reasonably confident : ™ g Oa By A e il gall g cani e
r ] - .
| *  Yes, the staff appeared confident ' D i dii e B A 8 Cingall gl ani |
e  Yes, the staff appeared very confident ' D ! LI LRI < PR T SR PN |
‘ d. List the names of staff interacted ‘ e e e i e s
: with: | e Slalal Sl Dl pall plasl 50 S
! : ; |
‘. o Mr./Ms. Aot (lean 1! Mol iod e
i *  Mr. /Ms. 2 Loadllf il .
*  Mr. /Ms. 3 Al ladd e
e Mr. /Ms, 4 Aoy Loulh e




6.1 Staff Capabllity

Cud gl 8 3 6.1

. a.  Did the staff frequently probe the nature of the ¢ Ak Sy Ll Sialbal Aaph 0 iYLy wild st o Ja |
customer's needs?
SR Yes B4 pi 1 | 3
o |z No O X2 o0
If ‘No’, please specify your comments: | i e o8 e UST i
i

b. Did the staff actively attempt to anticipate £ g Shaia) Fuiay ARad & plaa i palt H5 A o
customer needs? : ’

3 1. Yes O a1 3
0 2. No s ¥ 2 0
If ‘N¢’, please specify your commdnts: il iy W e ST 1

we. A J not o
c.  Were the staff able to cater to the needs of the dal faeluae b G99 O gl Slabia) A0 i gall pllid 6 S
customer without seeking the help of a colleague? B
3 1. Yes B pad 3
0 2. No ] 38 2 0
If ‘No’, please specify your comments: Al s o8 Bla 5 ST 1)
INT: IF the Answer is YES, so the answer for Q
D should be Not Applicable
d. Were the staff able to answer all f most of the N o i
questions posed? fda g ohuall ALY plaa fUS (0 AaY) i gall £ UG J0
3 1. Yes | i 1 3
0 2. No O 38 2 0
3 3- Not Applicable Geaiz Y 3 3
If ‘No’, please specify your comments: b ) mladly B Gl THS" 1)

e. Ifthe staff were unaware of the answer to a Ob Al ALl [ DN fo LY e 108 GiB palt 0% o113
particular query / queries, did they politely “ask a2k sai felil e A0 5 e a8 Jalb (e JURIYIT Gudgty Sl ilh
you to wait while they double-checked with the
system / a colleague”?

3 1. Yes ] a1 3
0 2. No ] 3% 2 0
If ‘No’, please specify your comments: A Al Al ST
9
+ . +
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6.2 Procuuct Knowledge and Cross Selling . T _ 0y eI WA 75 62
a. Overall, was the staff well-informed on Bank | uL-hJ \-nl.uw HURPR ile gla ..u_,.-d g G Oa e el
| Dhofar's product and services? i V- U
! 0 * Notatallinformed D | Ay e Jlayiaadsal ul e 0
i s Wellinformed on at least a quarter / a 5 i)y hamial e k) fa ey L s '
! [ [ W 5.CN3 it Nk 7 9) gy ;L :
| 1 few of the products and services D ! 2 - & “_'si‘:"' “'T‘ ° | 1
discussed : y v ;
: 2 | +  Well informed on at least half of the E : S8 Dadlly St kel e &Y Lo oaley e 2
| praducts and services discussed '} il I
' ¢ Wellinformed on at least three- “ L - !
Gilafidl G 581 ¢ gl A0 Y e Al |
3 quarters or more of the products and | ] R e S S A e 3

services discussed

- b3

LQJ.ALMH"I.\QLQ.‘.'\!'IJ

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

anidll (A g 53 WaS) L0 i) bl Aaia Aoy Al gy B

" hadi) g Shpially  §latall A aall ¢ g 6 il gl pgiy adg {2

-aklailll 2l qi

INT: LIST THE CODE FROM SECTION 8.

S padl Cpa jal) IS, o3 1l

0 «  No knowledge at all O SMY! Ll Y e 0
¢ Well informed on at least a quarter / a | .
Crazidt y Siladiall 1 e S
1 few of the products and services D e O i [0 }éi‘i.:‘ j * 1
discussed *
2 ¢ Wellinformed on at least half of the ] A A il y Slakia) e e Y] S pay @ 3
products and services discussed Lgiliia
e Wellinformed on at least three . -
Slaiiadl e JiE g Lol 2GR
3 quarters or more of the products and E = e S ) Ll D0 BN ko ey e 3

services discussed

il 5 il el y

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

Shadd g Sladiad " ALaYl gl o abll A gy Cil pall g3 J6 S

and services? LR
0 *  Nocross selling at all E IO e Sl sl dlany s ol @ 0
1 * (ross-selling after a lot of prompting D g fa A0 ey L] aull Aday 5 e 1
e (Cross-selling after a little / some . . . . .
X ur I E VORI B } Y| | d sy 2\3
2 prompting O < ¥ e BNy ALYl all Lany S5 0 2
3 « Immediate cross-selling attempt D Sl e oY et Aglaw J5 e 3

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

Lol Lpyal JUB G Slaad g Slatia 130 -l B ) o8 Ja G
LAl B gil) s A5 L "t

3 1. Yes O a1 3
0 2. No B4 M2, 0
If ‘No’, please specify your comments: nall ) plady o8 Bla  S" 13

He g no

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

Gladd g Tiadie 6 AL Dl paa” dies Y A jaay il gl o3 G 7
fliall 23 DL aa jlid S

|
!
'
i

INT: LIST THE CODE FROM SECTION B.

G il a3 0 A o8 1l

0 +  No information at all d R
» Information provided on at least a | O B! e pia] ek faas S e o |
1 quarter / a few of the praducts and | TR A IS e 0 | 1
; !7*.’1_‘!- A Zladns y Sadiae ‘
| services discussed | a S e i
5 » Information provided on at least half ¢ 0 Ziatidls Allxial iy cdeal B Lo sloc) e -
of the products and services discussed ! Bl O Sianidy !
s+ Information provided on at least three o - .
Ciaglaall e S81 gLl A0 BY e sz e
3 quarters or more of the products and E e A 3
l.‘.‘..uil.u 1 Stadadt y Siadials dilaial
services discussed ke 3T
3 e Not Applicable Sy e 3

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

falall b daiall 40 g il iiaeall 3 o Dlp) 2l Aliada Sleglaa

INT: LIST THE CODE FROM SECTION B.

S gl o S0 AL o 1l

0 ¢ Noinformation at all D IUbY e clajasy e 0
+ Information provided an at least a .
latall mola [N ) | e !
1 quarter / a few of the products and D - M “).,:_J*m .{F_‘: Ji‘_y| "'h - L * 1
services discussed Llldlie 5 AN lesadl y ladia
2 ¢ Information provided on at least half D Slariadly Al iyl chead JE e clacl e 3
of the products and services discussed Lgililia o5 Al Zilaaddl y
« Information provided on at least three . - .
e glaall e JASH ) gL ) A3NE A Y|
3 quarters or more of the products and E = "1“]1_ .‘}'i. ‘Ps "]& - .c&“ fm,."b“-: . ]‘| * 3
services discussed P S
3 * Not Applicable FETVSTR S
E. Did the staff attempt to acquire mare customer Jal e Cip il Ailata ) il plas A8 ad U{L&q A gall o
information so as to follow-up at the end of the visit? 505N Al A Aaylully alLd
3 1. Yes D a1 3
0 2. No E NS 2. 0
If ‘No’, please specify your comments: gEng) rloals o cla ;ST L
n
o .
vt ol malion

11
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7.1 Timeless <l g 7.1
a. Waiting time on entering the branch, before o O el okl gall A Jatadlh Ly gl JgAa 2o JURTYY Ay )

dealing with the frontline staff:

D Aaddt adiga o [ alal Jadl)

INT: SPECIFY TIME IN MINUTES: !

‘ ;;u&;h EQLY JA{ IR TEE R

to be fulfilled once reaching the counter:

0 I e Over 15 minutes i D ! 3315 e 81 e | 0
1 |« S510minutes =g L1055 e 0 1
[ 2 s 3-5minutes [ D X 5-3 e 2
i 3 e Under 3 minutes | D Skt . Bl e 3
| b. Did the customer feel like the queuing system - . Lol B I .
i e S5 ad N b Sl A
\ functioned properly? s o Y S Ll S
i i function at I s
0 . g}llljeuung system did not function D Y e Jaay ¥ iualt L3 BT A e 0
e Queuing system functioned, but it Al et sl 5 .
e ‘o Y alas 1
1 worked with a few impediments D il ? g Oy o e -
2 e Queuing system functioned and it m Jlad S0 g A ggns oty iali i LTI AR e 2
worked quite easily and efficiently Lesa )
3 e Queuing system functioned and it D S8y g Awls Al gy by sl 4 LEEY WG ) e 3
worked very easily and efficiently Jlad
* Not applicable D S Y e -
¢. Time taken for the “purpose of the customer’s visit A ga A Jgeo g 836 g3l B A5 ik Al Jal e a0l il g

:n a asti

INT: SPECIFY TIME IN MINUTES:

12
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H. Additional Comments on Visit 25l Adlai) LALLYT Sla Gl e '
{If any): (s ) |

o

Corvnrnal,

End of the Survey -

Thank you very much....

e 185 — Gt Ay

G. TOTAL Branch Score
(Total unwenghted branch score, summing all sectlons)
% . ST PN Total PoimsSmredlnmis Total Points Alocated / .
nsmloa,. Par:meterl.lmleriwhﬂﬂon “hE ¥ arem: 3 Parameter -
c Branch Presentation and Customer Facilities
D Greeting and Soft Skills of Staff
E Staff Capability, Knowledge and Cross-Selling
F Timeless
i GTOTALSCORE] . -1 o e T8 ) o s
gANBRigsare L
(?MVI JS&A;;&)I.“(;;JA“ _),JC-.LLI.]]‘ t‘,.a;.o)
Gt Pl BN P gags |2l B Lpnal) B £ gaen - R » k) o3y g3 Al [ T paall
Mﬂu“‘w‘_,&ﬂ‘ﬁ.\i: [
Ol gall ) a1 a
AT ) A lec g ATh ey ik pal) 5 a8 z
< g r
/- e, . "z' _\'r, . ‘ 1.‘ -. -
g »-:-'-i""l'l_{.\ e e :-’ N “;. ;7":: 7-7.'7 :'l ,‘ ? 5 KN ,'- x-) m.l Ew
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