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PROJECT: Money
SHOPPER CODE | DATA ENTRY EDITING : SR. #
| Name Number Name Number | Name | Number
1 [
LA |
3yl | | 3
e o | Gl | e glad) N Ayl e
" e \
o) . s | A aN | A pt .
| | l q
L[] [Roy |

A. Details of Visit 3L Jaalds &)

Bank Dhofar O b oy

Bank Muscat O L ol

National Bank of Oman R Slaall ik il sl RERCE PR
1. Bank Visited -

HSBC-0IB O HSBC-0IB L

Bank Sohar D Saa oty

Other Bank: Al
2a. Branch Name "kﬂd %‘lc : g il aud 12
2b. Branch Area Q‘ WA f ol wige 2
3. Branch City F{M Caj il 3
4. Branch Region W ki 4

Day | Month | Year a0 gl | asd) iulan .5

5. Date of Visit

% 6 | 12\5 | |

Hours [ Minutes ) [ sl
6. Start Time of Visit \ \ \,k < b luca, 6
H Mi Gda) zie L)
7. Total Duration of curs il & = § s 7
2 D] sla |
Visit © J < 3

7 - DE -




+

+
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' B. Purpose of Visit i : AL i BN aa
| Opening a Saving 3 g da i : :
; or Current Account glada | ;
] Saving Scheme Sl s »
3 Housing Loan Sl A
1. Application for a new Product Car Loan 5l i 8 () i Ak ] e i 1
/ Service, : RSB La gl [ g casdiall 5
INT: SELECT AS RELEVANT AH_DIOR Educational Loan e i) MM sl J-ﬁl:hﬂ‘!
: - SPECIFY DETAILS OF “ Credit Cards B I IR R
| PRODUCT/SERVICE
R X / ‘Personal Loan
gos b Double your Saiarv 24
g : | Offer. A " 4
%% : | Youth & Student’
e A Account

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

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

Opening a Savings
or Current Account

ca”r g Scheme

Houmnb Loan JS) a8
— e oy Aedd (s iy (Blade ale jlaaiil 2
Car Loan 3l 4o A = P
. 225 == ’77 i g
AR B y2e L 1 1 ¥ TR |
Educational Loan galad o A [ i) el 2aa ) [ g il GA) el

FORES
|

Credit Cards

0 0RO IZIleI 00O !_fﬁl:l- ljn ooooo

| Personal Loan sl a8
Double your Salary S
Sl e e |
(‘fft‘rr . - -
Youth & Student i :
Al § el e |
Account




43 Wt Clstres Bt lnseache ovalichie Tof the

CsAll e 5 b g AR (Ggudall 225 8 4.1

Mystery Shopper?
| & |1 Yes ' ' pui 1 | 3
| |2 No X 38 2
| i Specify: \ | i
| ' p;.j agev\tivg . |
ii. Specify time taken to find parkingrg_min. aad PR PR I\ G IV

4.2 Entrance to Building il 1 Jsaall 4.2
a. Was the Entrance Clean? elidal Jaadd) o da )

3 1. Yes O px 1 3

0o |2 No W) % 2 0

If ‘No’, specify “Why / Describe how” the

d entrance was unclean: : Q

'LS "_uS _I.AJ] ,fbu. Jaa Sllai A i L g._ll_,:.h.l“- JlS 13l

‘i e Jaal

b. Was the Entrance Convenient?

elatia Jhadd) o8 O o

3 1. Yes

a1 3

0 2. No

O &

s 2 0

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

'”4" P e (m. & 3
nessof Premises .~ |
Was the branch premises clean?

Tadie Jasall (S5 o1 "L 33a ¢ "HE" il gol 1S 1

3 R SRR T

3 1. Yes B

0 2. No O

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

<uls ||h-.;xs . _," !‘:Ju" 3aa Slad ;)“ e gn |__l'|)_ajl \_.j\s 15]

A e
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4.4 Branding Material

O Laaauigg

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

35 S il e Al cldle [ cial sy 8 )

3 | 1 Yes X 1| 3
0 | 2. No 0O <2| o |
| If ‘No’, please specify “additional comments”, ; b Migisl Slaa S saa Ll eSS Gl pall 1S 1) '
| if any: sy

| b.

[ Pamphlets, Leaflets and Brochures on display? ! | il g LSl pn e a5 O J
| 3 | 1. Yes K widl 3 |
0 2. No O W2| 0
If ‘No’, please specify “additional comments”, ilal Cllaadle" 2aa Slad e MOS" gl 1S 13
if any: (D

Branding material up-to-date?

falaa 4 tadl clolall 3 ge JA S

(-3
BE 1. Yes ® widl 3
| o 2. No O 22| o0
If ‘No’, please specify “additional comments”, Sl Claa Sl aaa i e ST Ol gadl S 1S
if any: Sy

rt..’ﬁ.‘

fStaff i ?..u 420

*"75 o
DOl SaEtalt,

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

7 a—*‘y el g Al q‘EJ“‘ Om %90 (e A8 22 g (U8 O

N R AR A8 |

desks and counters? T REL]
3 1., Yes m ani 1 3
0 2. No O 22| 0
If ‘No’, please specify “additional comments”, O "auilal cllaa " aaa Slliad e SUST Gl gadl 1S 1
if any: Sy

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

C e ol il 5 s B pall plaa [ JS DS A

3 1. Yes

pxi 1

0 2. No

O &

3482

if any:

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

O L) Sl Sl e dlliad e IS Gl gl S0

:;;.}._;J

c. Were all/almost the entire staff wearing name

aglansly LS gmay (il gl plima [ S (S Jh

badges?
3 1. Yes E a1 3
0 2. No O w2 0
If ‘No’, please specify “the approximate Cpall il gall w31 samll 30a Sllad e NS Gl gall S 1
number of staff not wearing name badges: ety D LS G geaay Y
v
. i
now e %ag ,U-«‘B = wek
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4.6 ATM and CDM machines b iR P I . R I Nl 3 el 4.6
\ a. Was the area surrounding the ATM and CDM | Oy S q.ll.ul guﬂu ._,..’Yl il jeall 3¢l Buad) SRSl S A
| machines clean and presentable? ? ¢ gl
| | I I
| 3 | 1. Yes X wll 3
‘[ 0 ‘ 2. No D 3 2| o

|

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

o s .__,_x.l S 13|

...l.n.._).c _.4.1

|

b. Were the ATM and CDM machines functioning?

fdaad gl £y Y il el B gl SRS A L

3| 1. Yes

a1 3

0 2. No

e 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):

g

5 eal 48 S5 o0 Sl e el G ST sl S
u_li)..n.ll LJL‘_\ l J..L’o._,)\_l-:.ly 'Jl.h';"d.ljj "3" h‘.i)_a}l
(gl t\;.;;l o S

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

CATM/CDM 4ihis A 30 cigall g 300 08 A &

3 1. Yes E a1 3

0o |2 No O 22| g

3 | 3. Notapplicable O GRuY 3|
If ‘No’, please specify “the time at which at A Jamy ol 3 28 1" 2aa lliai e SIS G gall S 1D
which the cooling was not functioning s S sl

) o A

é. Was the brénch air-conditionihg fully functional

and sufficient?

‘LASJ.\,;JS..;MH,;IJ‘.IIMI‘_IS& T

3 1. Yes

a1 3

0 2. No

382

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

[idlal laaSl 2aa dliad e IS Ol gall S 13
S Sa s

b. Did the branch possess sufficient lighting?

L Ry

3 1. Yes

a1 3

0 2. No

OK

Js 2 0

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

Ml Clhadia s dliad e IS" o3l AS 191

S K o) S ey
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¢. Did the customer have sufficient waiting space / | o Toeshall e ia Ga S 200 [ JUAIEU A8 Aol Jpaall DS 4 S
seating area? - \
| 3 1. Yes : E a1 l 3
0 2. No d w2 o

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

i) Slaase” 2o Al oa IS gl S 19 |
hlLS\_,S-_IJ:‘—,JS‘ \J‘A‘J" !
|

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

within the interiors of the branch, indicating different
counters/ work stations?

*

|
ANy AN JA1 e g gul) S AL s 2 O g3 plaiad A &
flanll (Slal y (OlSall) 2 g8 Cilida ) 35 3

3

1 Yes

a1 | 3

0

2 No

O

vy2| o

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

Cioo iy fAilal Gl N daa Sllad e MNE" Gl yall S 1Y
S (S5 s




51 Greet_ngofmer

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

L4 3"
&)h\

o Asha o AL Bt o o atllfua 3N oS O

0 e Nogreeting / acknowledgement | Gaif a5y e L0
|
[ 1 e Greeted within 10 minutes of entering ' D Grandl Jean e 380 10 A cua il e |
: 2 e Greeted within 5 minutes of entering | Jraall Jga e LG PA cua il w | -2
| 3 ¢ Immediately greeted on entering | Geanll Jyds jdcza il o | 3
| b. Did the staff either /or: ‘ Caad) aaly CiBpa) S0
a. Ask for the customer’s name? £ uanl) audt e s |
b. Greet the customer by name? faanl S5 e Jrasllh )y o
3 *  Yes, the customer was greeted by name / D ol el 2 Jls faad) 83 oo Branll a1 5 0 aal e 3
asked for his / her name PO
0 e No, the customer was not greeted by E wad e g ol / aanl 83 o gU PR RSN TPA S L 0
name / asked for his or her name g

£ ﬁ

, Soft Skil &I fiige : 5
Were the staff courteous on the customer maklng
his / her enquiry?

""SF:

A 8 i g "%a gl Baelina e 28" il gall -
€ Did the staff ask, “How can | help you today?” ool £ = ’: “'L'! .;{: L:
and Probe the purpose of the customer’s visit? =
3 1. Yes, the staff did this O Iy Cila gl 5 2 cans 1 3
0 2. No, staff did not do this X iy et gall 22 38 2 0
d. Was the Mystery Shopper redirected on the flalhal/ailalial o sly AL Gaudall 455 3ale) a3 b &
basis of his / her needs?
1. Yes, he/she was redirected on the B
' aliialfafalial ) (3)Jsanll 4aa 55 Sale) 33 0 ¢pni 4 3
4 basis of his / her needs E g <6 S
2. (OR) The first staff member i Zn : .
‘e Jaanll K o3 pY) ak gall it (4
3 encountered probed the nature of O G el z ,J’ },‘] e (,"} -2 3
- ) ) el forelugd 5l danlks
visit and assister him / her
3. No, he / she was not redirected on %
Lial/adlaldal 2l sale) 2% &l NS
the basus of his / her needs D (alialGabinl A e sl bl 2 ?] 3 g

0 e No, the staff were not at all courteous | [_] S el ciBgal 082l 35 e 0
e Yes, the staff were quite / reasonably o e B -
! 4l AL Cals gl a5 adl
L courteous E B faha By Bl Gt el e 3
2 e Yes, the staff were courteous D Gl by 8 e e 2
3 e Yes, the staff were very courteous D AL 3ad iyl 1S 0 cans e 3
b. Did the staff demonstrate “active listening” on Clpadl Ll " sl plaal Gl gl 4Bl b o
customer enquiry?
* No, the staff did not demonstrate i .
0 ’ ) plaua) wilh gall IS
active listening O ) skl B ) 48 ! . 0
* Yes, the staff listened quite / . v : Stk
i \ 4l A4 jhy il gall ol 2 1
: reasonably actively D G o ALy e g @
7] e Yes, the staff listened actively m ) ciB gl asl il cani @ 2
3 e Yes, the staff listened very actively D ) e LAG Cilipall el 3] el e 3
7
+ +



Did the staff appear confident?

fhsiis (Bl i o CiBgal) 4B 6 S

: e No, the staff did not appear confident \ D Akl e @1y adi e Glhgall el NS e |
| - ‘ ,
| e Yes, the staff appeared quite / | lioas 26 aks va Bl e ) e il sl el eand |
| reasonably confident D ‘ R O Py Bl BT B o 0
[ * Yes, the staff appeared confident \ D ‘ Acdi e By 4l Lol gl glaad e | |
| e Yes, the staff appeared very confident | m } Ak e Ll Dy 4l o ab gl jalaes | J\
d. List the names of staff interacted [ ‘ s T {
ittt ‘ } o Ol (ol gl placid K21 < [
| [ e Mr/Ms. Salel |1 ] Aoyl e
! e Mr./Ms. &Ufoo |- | 2 | Al Ll e
fL o Mr./Ms. 3| ALyl e
e Mr. /Ms. 4 [ alalallf Latil .




g

| 6.1 staff Capability d Cyuhlh pall 3 08 6.1

| a. Did the staff frequently probe the nature of the } ‘ oA S D)) Slalia) Ak e il b sl a0 Ga )

| customer's needs? : :

E 3 I 1. Yes ! m ! ol 1 ; 3

| o | 2. No O %8 2 o
| If ‘No’, please specify your comments: | ' ol L o8 Bla ST | \
‘ .

b. Did the staff actively attempt to anticipate
customer needs?

3 1. Yes ﬁ s A 3
O

i o m sl Shaba) Rtu Ulad & glaay Cilh pal) o8 04 @

0 2. No %82 0
If ‘No’, please specify your comments: REIL glady &8 Bla S 13
c. Were the staff able to cater to the needs of the i 320 les cilh G g8 e Gge ) Slalta) 4D il pal) £ lalul JA S
customer without seeking the help of a colleague? ol 30
3 1. Yes X pi 1 3
0 2. No O NS 2 0

If ‘No’, please specify your comments: Sl rliady o Bla ST 1Y

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 ) o )
questions posed? faa 5 laall ALY alaa [JS 0 AY) Gil pal) plalul Ja &
3 1. Yes K a1 3
0 2. No O 38 2 0
3 3- Not Applicable @i ¥ 3 3
If ‘No’, please specify your comments: 3l Flaads a8 Bla ) 2S 1)

e. If the staff were unaware of the answer to a DA A ALl [oma e o AlaY) e (08 Gl gal) 085 a0 13) 1
particular query / queries, did they politely “ask S esla sl dal [l e 400 5 e SN Jai Ge I sy i Gtk
you to wait while they double-checked with the
system / a colleague”?

3 1. Yes K pxi 1 3

0 2. No ] 3 2 0

3 Not Applicable Gehis ¥ 3
If ‘No’, please specify your comments: i glaads 48 Bl 28" 1Y)
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6.2 Product Knowledge and Cross Selling

Mwwmm 62

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

uhn,ummumuuwhﬁ_’d gA S A ale S5 j

i .
Dhofar’s product and services? \ V-
| | ' i v
0 i * Not at all informed | D } ALY e claglaaanl jul e 0
l e Wellinformed on at least a quarter / a | | il et e ) S e YT e ol
5 —eadan] g laeadl e g N sy p g ™
1 | few of the products and services | D ‘ - & = J;\ 2 :J— ,..;.1 1
. e |
discussed ' f friaEs |
2 ¢ Well informed on at least half of the | D i 2 A lasdll g Diadiall heal fe Y o alay e ' 3 ‘
products and services discussed [ i b9 . ]
e Well informed on at least three- ] ‘ il i 7 Lo {
‘ Slaiidl e A8 i gl i ADS Y L ;
3 quarters or more of the products and | B4 > L SR AT o2 pa @ 3

|
l services discussed J

Slaaal) 3

\Q.L.A\..n,‘.."_m

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:

) A (5 LaS) "B LN aasi ) gl Leaile 4y il g 4

USladdl) g Sladially (el A el g g o (il gal) anils pdy oS

A3kl ol b

INT: LIST THE CODE FROM SECTION B.

0 |’Z i?qutou«w( \ta

S ] (o el 443G ol

0 e No knowledge at all D ALY e Al Y e 0
e Wellinformed on at least a quarter / a . N .
Cilasall g okatiall e LGN fray /\ Lai
1 few of the products and services O 3 Slaiial i Sl e “F'] ‘??;, e ": ‘ 1
discussed e
2 e Wellinformed on at least half of the D A A Sleasl) y Gilatidl cheal e JY) e Gy e 2
products and services discussed lgililia
e Wellinformed on at least three w x
Claidl e A8l gl gl Al 8 !
3 quarters or more of the products and m < S e gl e 3

services discussed

Leiiilia 3 Al Siladdlly

c. Did the staff attempt to “cross-sell” other products Sladd g Glatiad " oY) gl G aLAl Alglasy o gl o8 Ja S
and services? ?5 Al
0 e Nocross selling at all O ALY e Loyl wd ey s o) o 0
1 e Crossselling after a lot of prompting | [] M) a8 sy LSy audl Alea 6 1
3 . Cross-se_tlhng after a little / some m G M) 0 BN 3mg HnY) sl ey o @ .
prompting &l Alany ¢
3 * Immediate cross-selling attempt D sl e oyl audl Aglas B e 3

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

ALl gal U iy Slasd g Sladia 13 7l il ) 50 4 &
AL & gi) ma Al Al

3 1. Yes

a1 3

0 2. No

X0

A2 0

If ‘'No’, please specify Eour comments:

m,ﬁﬂfw‘w

Sl liady af bla S 1Y)

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?

Sl y Sladie (6 "ALS Sl glaa” e Y L gy il gal) o8 A 7 |
filuall QI3 St g ik oLy {

\

|

INT: LIST THE CODE FROM SECTION B.

O aadl] e el AU A8 1 Saly

0 [ e Noinformation at al!

LY Jo Slaglaly e 0

» Information provided on at least a
1 quarter / a few of the products and
services discussed |

aalatiall \-:.;'\.-._;..t.-z.. i e -",...-l.-_‘”] Ic.g_‘ ,_:!‘." J_'Co PAC . 1
N

[Pichet AP __,Z! Slaxall y Slazidl

* Information provided on at least half
of the products and services discussed |

;E;

Csiadia] L.' adlatd) -___n‘q..l.-.' R W-% _;‘l" -'-9' c._;a-'.. . L

e & A el |

e Information provided on at least three
3 quarters or more of the products and
services discussed

O

C_."u_;‘.nn.:' ) J:S\ J;l &L_l_;i L":L'» u‘i‘l‘\ _’.'S- :..nc“ . 3
LR 5 3 ciasll g ciasidl el

3 e Not Applicable

GakuY e 3

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

falaall S Aagliall 45Ky Slaliaall g (Sie) Yl ddlaie Sl glea 2

INT: LIST THE CODE FROM SECTION B.

O VR WL L2 PORH

0 * Noinformation at all

kYl e CGlaglaay e 0

* Information provided on at least a

GGl il gledll o A faoy JIY) e sl e

1 quarter / a few of the products and D Eamz. s Sy . 1
A ) I Caleadldl y Siladidy
services discussed e & i
2 * Information provided on at least half E Slatially Llaiall Sl glaal) el B e olac) @ 3
of the products and services discussed [Piche EPIPL | L DR
e Information provided on at least three L b :
il gleall e 80 gl gyl AU (B Une |
3 quarters or more of the products and D i o S ES I g elhel o 3

services discussed

[Pk P:-.;:'“"— -!IJ;,'E-.:,M;'.]-‘.‘

3 ¢ Not Applicable GhyyY e
g Did the staff attempt to acquire more customer Jal e gl Alada ST Cila plae Ad el A glaay wili gall 50 A F
information so as to follow-up at the end of the visit? 50 S A Aalially 2L

3 1. Yes O a1, 3

0 2. No (X 3 2. 0

If ‘No’, pleasg specify your comments: i Ly a8 ala (DS 1Y) ‘
lelephone Nlos
11
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7.1 Timeless : byl 7.1
l a. Waiting time on entering the branch, before o 029 pal) Culh pal) g Jalalll Sy op ol Jda 2 SURIY) Gy

dealing with the frontline staff:

Mé\yuﬁc’[‘,ﬁhﬂ\m

: SPECIFY TIME IN MINUTES: ‘

functioned properly?

INT | T Gaa B gl 22 daly
| i ] .
} 0 e QOver 15 minutes El L G315 e S e 0
| % e 5-10 minutes X 343:10-5 1
2 e 3.5minutes O FE53 e 2
3 e Under 3 minutes O | SN . 3
b. Did the customer feel like the queuing system

e (82 Jary il A IV o5l Y A

*  Queuing system did not function at

0 o O S e Jany ¥ i) 3 BTY ) e 0
e Queuing system functioned, but it 4 : ; S i <
l - ‘-._Ji % l 1= . I
. worked with a few impediments L0 | aom e e 0809 Sy oA e a
2 e Queuing system functioned and it m Juad JO2 g U gpey Jamy i) B DY) G ) e 5
worked quite easily and efficiently Lo
3 e Queuing system functioned and it m JEts g RS U gy Jamy il 3 LTYI G ) e »
worked very easily and efficiently Jlad
e Notapplicable D Gy e s
c. Time taken for the “purpose of the customer’s visit a5 ) Jsea s 3ie Coga 3l 805 A AT Jal e dd0a) CB N &
to be fulfilled once reaching the counter: R PEES)

INT: SPECIFY TIME IN MINUTES:

12

TR Gaea B gl aa saly

\5
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"H. Additional Comments on Visit 250 Adladall A8LaY) Gla dial) A
(22 )

(If any):

- Theve IS no Linown A Po:f'c"’g fov Mae Cu.sLOW*"-’*”S -
- The 54"9!\8 oNe Uo‘/} Pol;(—c Q.,-\.ﬂ/( PchCesr'owc-‘J. .
_ The \nieriov is U&xa_ c lecn .

End of the Survey - Thank you very much....
e 18d — bt Al

R e e ¥ R e S s TR £ (PR Rl b ot L g N te SR e
' G. TOTAL Branch Score '
' (Total unweighted branch score, summing all sections):
Section B raater Unde: Bvaluation 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
Jalall flaad )l BUL £ gana | zpedll 3 Apadl B £ gara 5 L5a) a3y g Jalal) P
Gl Aadia) cSlgedll y £ AN asais <
Gl pall Sl gy a2 &
@L&:‘;‘\&_ﬂ\@l&_,ﬁiy_,.&}d%hﬁ d
é&ﬁ'; C
LAl jana
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