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PROJECT: Money
SHOPPER CODE DATA ENTRY ! EDITING | | SsR.#
Name [ Number | Name Number | Name | Number |
| | | | |
] | T T 3973
£ 5 sl
I}s_)-‘ vy H . =t \ L | . - T
Ll Fo«dp,o. Nascer | S } Sl sl i) Bl e
i | ! | A o | A amst!
HNRER ] | 2
| | |
A. Details of Visit 3l Jawalds -
Bank Dhofar E } il ot
Bank Muscat O bala ol
National Bank of Oman O P D R SO [ A5 53 oaak g3 5D 1
1. Bank Visited —
HSBC-01B O HSBC-0IB < |
Bank Sohar | e |
Other Bank: Al |
2a. Branch Name HllQadA_D.Q\/ g il audl 12
2b. Branch Area MJLO_AAAQ—Q—J ' g ol alge 32
3. Branch City ﬂ\ Moswoa ' Ziadl 3
4. Branch Region RTTANAY < Bam.. Ghidl 4
Day | Month | Year Adud) [ gl [ bl ap 5
5. Date of Visit
1 | 2-\3 | &€ | 2 g
Hours | Minutes ) I PN
6. Start Time of Visit e uMiycs, 6
3o | &
H i Sl Sile Ll
7. Total Duration of ours el & I sl tiase 7
Visit l \ ® ] o N ‘
T _ BE = Sa,.bwi tad
1
+




+
+
-

. B. Purpose of Visit P | e X7 e
-' Opening a Saving FErnepy |
or Current Account Gt Sla
Saving Scheme el plas
Housing Loan S a8
. 1. Application for a new Product | Car Loan 3 3ls n A b= ()% Lok f ol 4
- [Service ; 3 S ’
| INT: SELECT AS RELEVANT AND/OR Educational Loan il o ’MM“"“ " “’M"“ z““"
| ? SPEC!FYDETAH.SOF L Credit Cards '
M o PersonalLoan
Riarap ik £t DoublepurSalary ™
| Sy S | offer ‘
| R 7_'Youth&5mdent
| i e | Account &k b
Opening a Savings g st 5 ilan =T
or Current Ac*aurt g W DV

Saving Scheme

0 O YE]_.D 0 D'D:D' = ';El_f{'l:]'ffI:l_D ooooo

Housing Loan LI
2. General Enquiry relating to a T . - A I o ) Aadd Cpna pdia Blade e laaiul 2
o we ] Car Loan Tl o A = T -
specific Product, Service s mesad = - Jagasd
and/or Facility EdUCJUOm\ LJ‘ dai i i [ piiall Jualdl 32 ) [ g ualiall FGd) ilialy
INT: SELECT AS RELEVANT AND/OR [ — ‘ ‘ - Aail)
| SPECIFY DETAILS OF f redit u”i> et R
‘ PRODUCT/SERVICE Personal Loan oo A
\ = i i— i —— — e ———
Double your Salary e .
| Offer
‘rauu‘ & S'udem .
AR g olual) s
Account




Was Custanier Parking instantly available for the

b Ay prisiyd £ 3010 16 5 ne il go BN Gouial 309 J0 4.1
3 |1 Yes =4 w1 | 3
| 2. No O %8 2 {
! i. Specify: i ' anss, |
E
ii. Specify time taken to find parking: ____min. i i N SR PR VIR I A RV
4.2 Entrance to Building - il N Jyill 4.2
a. Was the Entrance Clean? olLBl el sls e )
3 |1 Yes A ox 1 3
0o |2 No O s (8 0
If ‘No’, specify “Why / Describe how” the S "CaS Chia gl /I3l 3aa ALl e MHST Ll galdl 813
entrance was unclean: caglal e Jaaal
b. Was the Entrance Convenient? ol J32 S A
3 1. Yes m P | 3
0 2. No O 2| 0

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

lasia Jaaall 85 A0 "I aaa ¢ MIIST ) gall A4S 13)

it L T DL 3ok gy i 0 it el AN
Was the branch premeses clean? "1-954 £ e S a
3 1. Yes E 1 3
0 2. No D % 2 0
IFhiar, pleasespedity ‘Why/ Beseribe haw® S " e y) NS dna L e NS Gl gl S 13
the premises was unclean: g \'_,L._h
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4.4 Branding Material BT TR

3 BT VoA 7% R
3 .- 7 AR e S

Ayl Gl 4.4

| a. Posters / Branding material present on doors, walls

“.ul_,.ul_, Sl y\y\'l;&%mumﬂs!uuﬂhh”@ |

[
| and windows?
|

3| 1. Yes B’ 1| 3
o | 2. No O W2 0
If ‘No’, please specify “additional comments”, | 1 S M) Slaadie” 2aa lliad e ST il gad) SIS
if any: ' ‘ Caay | |
: 1 ‘
i 1
[ 1
' b. Pamphlets, Leaflets and Brochures on display? ! ( e il 5 Sl e e A3 A g
3 1. Yes = 1| 3
0 2. No O w2 o0
If ‘No’, please specify “additional comments”, O il Gillaa " da Slhad e ST O gall S 1
if any: (Sl y
c Branding material up-to-date? falan 4 ladl) aladlall 3 ge JA D
3 1. Yes [ 1] 2
0 2. No O 2| 0
If ‘No’, please specify “additional comments”, O Ml Slaa " 2aa Slad e IS Gl galdl 1S 1Y
if any: g

45 Presentation of Staff

a. Were employees present at over 90% ofthe branch

[Py 0 90 o 1 9153y S o

if any:

desks and counters? fdail)
3 1. Yes A 1| 3
0 2. No O 22| 0
If ‘No’, please specify “additional comments”, O Ml Cillaala" daa Slhad e ST Ol sall SIS 13
if any: i
b. Were all / almost all of the staff neatly and _ , ) ; .

: ! . | "8
professionally dressed? oy L kel st Gl e 8GR oy
3 1. Yes = m1| 3
0 2. No O %2 o0

B ."-&L!L...ni B P Sl Phi Ly '_|| 13l
If ‘No’, please specify “additional comments”, 2 e < i

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

a0 LS ¢ gaaday (il pall e | JS S

3 1. Yes

a1 3

0 2. No

& O

38 2 0

If ‘No’, please specify “the approximate

number of staff not wearing na?e badges: '

&jlﬁ,‘ﬂﬁﬂl_‘,\mh_?“%"ul_,ﬂl SIS 13l
sl Sl LS gy Y

—_—
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|46  ATMand CDM machines oW g PR ¢m;u,m,q:mw,d:w 456 |
| a. Was the area surrounding the ATM and CDM | | ey -uh-: ‘;-l-ul £1a1y M) il jeall 3 gl Jadd) lal) A8 A |
" machines clean and presentable? ' ! £ 4Bl |
3 | L Yes ! X | 1| 3

| T —
B | If ‘No’, please specify “Why / Describe how the i Sl Choy /I3 aaa Sl e MUST S galdl SIS 1S

[ area was unclean: -l e S|

b. Were the ATM and CDM machines functioning?

e s i) g]_,_.m_,q_,'\p_.im)a.'\ijp'l L I

which the ATM / CDM were not functioning
(and specify which machine, ATM or CDM):

1. Yes A 1] 3|
0 2. No O 2| 0 ;
If ‘No’, please specify “the time at which at el 4 OS5l 2 " saa e e ST el S 1 ‘

il jeall Gl _,-i 3an y) JaaS Y (galil) g1yl y Y1 Gl jeall
o g lat) 5l I

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

TATM/CDM Ghis 3 3 Gl g1 3,30 08 A o

which the coolinﬁ was not functioning

a. Was the branch aar-condvtlonmg fully functlonal -
and sufficient?

3 1. Yes O i1 3
0 2 No O X2 g
3 3. Not applicable ) &RuY 3| ;5
If ‘No’, please specify “the time at which at b Jang ol g3 2 g0 s Sllad pe MNST el RS 1Y)
s 8L sy

TSy a JCo Jany ) ) i S A

3 1. Yes

1| 3

0 2. No

O3

A2 0

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

MMl Claa Sl o Gllad OIS Gl gadl CAS 1)
S Sl S

b. Did the branch possess sufficient lighting?

—t i

TS 3Ll £ R Al A

3 1. Yes

a1 3

0 2. No

O X

A82 0

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

[ Slaa S s dlliad e ST ol yall S 13
A A A g
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c. Did the customer have sufficient waiting space / el e e S dae [ JURIDU A0S daia Jpaall G 4 S
seating area?

3 | 1. Yes | 1| 3
O

0 2. No a8 2 0

il Silaatta” 20 Jllias e "SE" ol yall S 13 |

If ‘No’, please specify “Additional comments ;
P pecify / S 0y o] i i

! Describe how it was insufficient:
i

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

A9 AN J313 Ae gudd pall AT Al pgay 2y 0 g3 gl A S
Thanll GSlal y (OlSall) ol 3 gl ilid ) Ak 5

3 1. Yes axi 1 3

OX

0 2. No Y2| o

If ‘No’, please specify “Additional comments /

o gl o fAoilial ClEANM" daa Jlad e "NSY Ll paldl A 13
Describe how it was insufficient: A = el s

S (Sl g




5.1 Getlng of Customer

|

' a. Was the Mystery Shopper “promptly greeted / } ! TEAN D) Algha 8 AN Gpdal) o choatllfua A W3 06 |
" acknowledged” on entering the branch? Y 1 |
0 ! e No greeting / acknowledgement E 3 b s [ —z) N | o0 |
1 e  Greeted within 10 minutes of entering ‘ D Jaaall Jaas e B 10 B8 a2 3 8 1
] N - ) ' 0 i
2 ' e Greeted within 5 minutes of entering | D f Graall Jpho G 38 5 O0A cus 4l e 2
| 3 e |mmediately greeted on entering ‘ D ; Jraall 4355 jdcua 3l @ 3
| b. Did the staff either / or: } 1 s gsaly il padl WA A i
! a. Ask for the customer’s name? i el anil e Jlo |
b. Greet the customer by name? Paand 83 me Juaallha ;o
3 e  Yes, the customer was greeted by name / ‘ D gt e Jl faad) S5 ae Joanlly cun gl G5 Gl Gaai e 5
asked for his / her name ‘ L)
0 ¢  No, the customer was not greeted by B LDV 6 SUPIN P R PWE [ <1 DS POV RNV (A1 I S 0
name / asked for his or her name Ll 4l
A (S peadiodd g "Cagall dBas lsa AiSay i8S ccib gl L 6
C. Did the staff ask, “How can | help you today?” o L s J": ! ,1": G
and Probe the purpose of the customer’s visit? -
3 1. Yes, the staff did this m Ay il gl f18 33 cpa 1 3
0 2. No, staff did not do this O A3y Call gyl iy o (3 2 0

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

Ualialdlalial o ply ALl Gauddl 4 iialel 00 &

1. Yes, he /she was redirected on the

a. Were the staff courteous on the customer making

his / her enquiry?

Salia /4l ) Jianl) 3 sale] a3 280 canl
A basis of his / her needs E s i SO A Sk 3
2. (OR) The first staff member .
Laall 45 3zl S Yl calhgall s ()
3 encountered probed the nature of D & - = o & (.‘,) = 3
. . . LAL.....!;.\:L..Ja)\_‘:J..]h_H.n
visit and assister him / her
3. No, he / she was not redirected on
Waldalfaialaal Jl sale ! ; IS
. the basis of his / her needs i it ais 2 g
T T TR R e X . '*ﬂg‘ SR Il ﬁ'y“' 3 e
vty d i Lmﬁrﬁn ! g\ s

S el 5 Lo Ak, ¢ fasllal il R QAT (REJR T

0 ¢ No, the staff were not at all courteous | [] Y el cibaadl oS Al 38 e 0
* Yes, the staff were quite / reasonably 5 4.5 EF . ,
1 4l AL Calh gl 15 53] (aal
— E S [l pha AL il pall T il pad e 1
2 * Yes, the staff were courteous D Gl b gl S il e e 2
3 * Yes, the staff were very courteous D AL yald iyl S Gl caai e 3

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

Tl il " el plinal™ CiBgall Bl Ga o

s No, the staff did not demonstrate

0 | plica) Lilh gall 1% 4
active listening D il el o * d
e Yes, the staff listened quite / > A %, A% : ts =t e
1 \ 4] i | 2kl cand
reasonably actively @ e 1
2 e Yes, the staff listened actively D Lolay) B gl il 2il cans @ 2
3 e Yes, the staff listened very actively O Ll a8y il pal) sl S cpni 0 3
7
+ +
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Did the staff appear confident? ‘ [

Taddi e (Bl 4l e bl 4B S

No, the staff did not appear confident ‘ |:| ‘

. addi o Byl e Gl el NS e \
e Yes, the staff appeared quite / f [ .. R o |
B | Comme 082 A (e @1 Al o i gl gl cpai ' |
reasonably confident 1 =) [l % : SR R ERR s W F |
s Yes, the staff appeared confident 1 D [ Adi e Byl Jo il glanl e | ‘
s Yes, the staff appeared very confident | E] ‘ Acdi e el @yl o il ghael e !
| d. List the names of staff interacted N T ‘
it ‘ | taga lalad Ol (il gall plad 830 I
. = | 1
o mr/Ms Omond weale unlligll nomse “log Ladyjad o | 1
* Mr./Ms. | 2 | V) bl datall . [ \
e Mr./Ms. | 3 | ALll/Jail e i
SN L | 4 | e e |




6.1 Staff

i

(el gl 528

6.1

particular query / queries, did they politely “ask
you to wait while they double-checked with the
system / a colleague”?

el b falall e AU 5 e 26U Jal e UM Cudgds dlia Gtk

a. Did the staff frequently probe the nature of the | ‘ 0Kk O Gl Slalta) Aash (6 iy il pall 43 A L) |
| customer's needs? ! 1 :
i | | |
R EY Yes B’ a4 | 3
[ [ N |
0 | 2 No . D ! X8 2 0 |
[ If ‘No’, please specify your comments: [ il ALy ol el SOST 1 |
L | |
] | |
b. Did the staff actively attempt to anticipate g0 3t) Ciplyin) B Atad &l staay il 43 A s
customer needs? : 2
3 1. Yes X ani 1 3
0 2. No O % 2 0
If ‘No’, please specify your comments: -3l rlal a8 el 28" 1)
c. Were the staff able to cater to the needs of the daj 335l cilb (98 G g0 Slaliia) 40 Gib gl £ Ui Jb S
customer without seeking the help of a colleague? R PRl
3 1. VYes B a1 3
0 2. No O 3 2 0
If ‘No’, please specify your comments: e lads o el 8" 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 / most of the '
questions posed? fha 5 aall ALY B [JS 8 Y] B sal) plaia) 4 &
3 1. Yes p=4| ani 1 3
0 2. No O 35D 0
3 3- Not Applicable Sy ¥ 3 3
If ‘No’, please specify your comments: ) s o Bla ;NS 1Y)
e. |If the staff were unaware of the answer to a b Adma Alicd [opme Qg o oY) o |08 Gl gl 0% 40 1) 2

3 1. Yes | axi 1 3
0 2. No | 32 0
3 Not Applicable Behi Y 3
If ‘No’, please specify your comments: ) ) Pl B sla, (AS" 1)
9
+ +
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6.2 Product Knowledge and Cross Selling R ;uvi"l'&"’!f‘“imm 62
' a.  Overall, was the staff well-informed on Bank | Ghadhy Sl Adlale dhane Sla glae il gall ol G A ke JS2
Dhofar’s product and services? [ ¢ b oy
0 e Notatall informed D ALY e Slagaa g ul e ] 0
e Wellinformed on at least a quarter / a | | ) el o A i i R i
lalda alsiadl JFAT Y y y -
1 few of the products and services [:] I e e __,:. w I 1
discussed ! ! uill
2 * Wellinformed on at least half of the | R | S il lansll g Siatial cieai e Y o play e | 2
products and services discussed [ P BN
* Wellinformed on at least three- ¢ i % " [
| cilatiadl e sl sl A WY e Ll
3 | quarters or more of the products and | [] wiad e A e e 3
| ) ) gililia o3 o Shaxally
| services discussed
List the details of the “main purpose of your visit” padl) A g LaS) "B LS e ) gl Alala 40 g pd o

’b.

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

"o !-!1‘, -<.o- ; dasall u)‘"“d - "(_fh(.'Jé'th‘n —.. "s-,_.(;‘
-ddkid) |5A‘,5

and services possess a “Comparative advantage”
relative to competing banks?

‘p(;nm.jf ‘Imgd oL et QCcoun S ] (a3l 4SS, pb il
INT: LIST THE CODE FROM SECTION B. 0 o\ l L
| ey Lot
0 * No knowledge at all |:_| | AALY! e aly¥ e 0
e Wellinformed on at least a quarter / a o s i T
“laaall y Oladiadl ¢ 3 i o e Ll
1 few of the products and services D - o O bl o “"‘ j\i :" ’“,: ‘ 1
discussed el
, e Wellinformed on at least half of the B | a8 ) lasally cilaial) chead o JIY) e play @ 5
products and services discussed | [Picke EN
¢ Wellinformed on at least three ; s
latdl e A8 g gl i S Y 1
3 quarters or more of the products and D ' ek ?Uf > Jf Jh ‘Tu * 3
g : Lailia o5 ;ui Slaadll y
services discussed
c. Did the staff attempt to “cross-sell” other products Slaad g Sladial " ALLY! Al G aUAl A ylay Cilhgal) 43 b S
and services? s al
0 e  Nocross selling at all E oY) e Al adl dlaay aiisl e 0
1 e (ross-selling after a lot of prompting D O syl G A 3y Loy adl Llews B @ 1
e Cross-selling after a little / some i s . 4 ;
=) el o | g Y asdl Alaay 23
. prompting D B ¥ On Gy LBV gl lans ¢ ‘ 2
3 e Immediate cross-selling attempt D sl o Loyl audl A gaa 8 e 3
d. Did the staff explain Why Bank Dhofar’s products

Ll ol A 2l Clasd g Siladie 13l 7 5l cili gal) 20 Ja &
‘.‘L.iLLd\ &ﬂ\,ﬂ-_ﬁﬂé‘tj:l.n "i.j.:u.nﬂ'|

3 1. Yes O i 1. 3
0 2. No = ¥ 2 0

If ‘No’, please specify your comments:

A pliad 43 5l S 1Y)

10
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m

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

Sladd p Sladle o ALLS Sl glaa’ ilae Y A jlaay il gl o0 G4 2
falall Gl Sl aa ik JLy

INT: LIST THE CODE FROM SECTION B.

S pal] e a0 A A 1 Zaly

0 * Noinformation at all ‘ E ALY Jo Slagasy e l 0
, * Information provided on at least a Ll il glaall e LR fas s Y1 allae i
4 I quarter / a few of the products and O i e e el 1
= . | ants g ey iaa
\ | services discussed . ‘
‘ 2 e Information provided on at least half | D } Siatiall Gletall Slapleddl ead (B o dlac! 8 | 2
‘ of the products and services discussed | ‘ Sl 2 ) leadll
f e Information provided on at least three | o . . ) ‘
| e plaall e 281 g gl ASE B 2 |
| 3 quarters or more of the products and |:| e ,Z’.‘ )...s ',’.| &H’ o ul ‘f,"-“: * | 3
3 : e an L Slaall g SlaTially 4dlatall
services discussed ‘
3 e Not Applicable \ GaiuY e 3

f.  Information on relevant procedures, falall o) Aaylial) L0y Sl y Sl YL dilaie Slagles r
documentation and follow-up method?
INT: LIST THE CODE FROM SECTION B. 1 paadll (a0 AL o nidialy
0 e Noinformation at all Q { ALYl e claglaaY o 0
e Information provided on at least a
Gl S glaadl e SN fau; Y1 e slac] @
1 quar.ter/.a few of the products and D S 5 ) el cdagially 1
services discussed
5 ¢ Information provided on at least half 0 Slatially Glaiall Sile glaal) cieai JBY) o slac| o 2
of the products and services discussed L4l o Zilaadlly
e Information provided on at least three i 34 g
Slagleall (e S0 g £l A B o elac] @
3 quar.ters qr more of the products and D 30 5 sl s TiaNy Adlasal 3
services discussed
3 * Not Applicable Gy e
g Did the staff attempt to acquire more customer Jal e L dlada 60 Sl glae 43 0] A glaay il gal) 58 A F
information so as to follow-up at the end of the visit? %540 Al A Aasially alll
3 1. Yes O a1, 3
0 2. No |14 32, 0

If ‘No’, pleajf specif\‘yow commenis:

L{\‘\;

A s 4 ola ST

11
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7.1 Timeless Gl 7.1
a. Waiting time on entering the branch, before b 9 sl (g pall A Jalalll Sy g il Jpda de URIYI Gy,

dealing with the frontline staff: D Aasil) ad)ge e [ aletl) Bdl)

INT: SPECIFY TIME IN MINUTES:

T a8 ) 22 sl

[

—w

|
0 e Qver 15 minutes D i 15 e X1 @ 0
: 1 e 5-10 minutes E A 10-5 e 1
: 2 e 3-5minutes D Ml 53 e 2
;r 3 e Under 3 minutes O SR e dil e 3
|

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

e S5 Jany cieall UL a5 0 G s A L

e Queuing system did not function at

. all < BHBY) fo Jamy ¥ aall BTyl i) e 0
¢ Queuing system functioned, but it ’ 3 : ,
 all : I FES A e
1 worked with a few impediments I:I Glon g e 08l Juy | A . 1
5 e Queuing system functioned and it 0 Jlad Oy U gy Sty el 3 Y G e
worked quite easily and efficiently Lo A .
e Queuing system functioned and it OS8Rl A gy Sty il i LY G 0 e
3 . ) O ; 3
worked very easily and efficiently Jlad
* Not applicable D Sy e -
c. Time taken for the “purpose of the customer’s visit aige ) dseash o Gaa3l 8455 chah LE" Jaf (e Mdd) cdgh &
to be fulfilled once reaching the counter: S iaad))

INT: SPECIFY TIME IN MINUTES:

12

TR s i gl daa sl

8 NS,
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H. Additional Comments on Visit 150300 Adladal) AdlaY) Gila Tl &
(If any): (22 ) |

INo Cowimants

End of the Survey - Thank you very much....
S 1 8d — ol g

For OfficeUseOnly |

S il sl Jas aladaadd

it ey

| G. TOTAL Branch Score

l (Total unweighted branch s

core, summing all sections):

Sartion S, o e ST St Total Points Scored in this Total Points Allocated /
Area: Parameter

C Branch Presentation and Customer Facilities |

|
D Greeting and Soft Skills of Staff
E Staff Capability, Knowledge and Cross-Selling ;
F Timeless

TOTAL SCORE

£ A Bl £ sana F

Jalall flaadd) BAd) fpare | el (B Lol BN £ gara 3 URERI o sl Jalad) P
Gl Qi) Clgedll y £ R apls <
|
B O -
A ) Ales g 40h aa g il gall 54 z
ap | ¢

13







