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PROIJECT: Money

SHOPPER CODE DATA ENTRY EDITING SR. #
Name Number Name Number | Name [ Number ‘
T e
’)S‘l - L -l (1 ¥ [ - > 5
T L3 - 20 g..'L.n_,h..A“ J‘\A.‘.l E JM‘ D
A0 e A e Al Al
|
A Details of Visit 330 Jaalds -
Bank Dhofar B4 Jliks oy
Bank Muscat O Lkl
N National Bank of Oman D andl ik 5l Sl Gy 3y b g i)
1. Bank Visited
HSBC-0IB O HSBC-0IB <L
Bank Sohar O -
Other Bank: oal ey
2a. Branch Name A\ M)-bnl’(i' b g il aul 12
2b. Branch Area b [ - g oAl dge o2
3. Branch City Q) &d O\ Lad 3
4. Branch Region 6"\5‘!5"\/0\ ki 4
Day | Month | Year Adl [ g | s S
5. Date of Visit
Hours [ Minutes ) | —
6. Start Time of Visit R sl ly iy 6
Y S9
H i il Zle L)
7. Total Duration of ours Minutes - = o
Visit O o | H o pl ole
&
T bE _
1
% +




| Opening a Savings
or Current Account

i
r
E

1 Saving Scheme

Housing Loan

2. General Enquiry relating to a

j_,:.a.‘.z._).?.-\’-.c:.a._;::_n,‘.z il 2

| u:é—

‘ | el Jpeold 232 gl [ g auliall i) 1daly

da2ill

; specific Product, Service Car Loan
and/or Facility | Educational Loan
INT: SELECT AS RELEVANT AND/OR
SPECIFY DETAILS OF Credit Cards
PRODUCT/SERVICE I

Personal Loan

Double yajr Salary
Offer

Youth & Student
Account

XM OO00oOoo0Oada
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4.1 Was Customer Parking instantly available for the " € s At i 30 T
£ : - 20N o 5 e il 3o dsedall 33500 4.1
|
3 1. Yes 4 | a1 L3
2. No O NS 2 .
i. Specify: ‘33 |
ii. Specify time taken to find parking: min. D) i g A a0 Gl e
4.2 Entrance to Building vl 3 A S gl N )5 4.2
a. Was the Entrance Clean? olidas Jaadl s da )
3 1y Yes = paii 1 3
0o |2 No O 38 2 0
If ‘No’, specify “Why / Describe how” the S " Ciea ) /13" daa Sllad e IS Ol gall SAS 1
entrance was unclean: ekl e Jaadl
b. Was the Entrance Convenient? tlslia Jaaadl oS Ja o
3 1. Yes 2| 1| 3
0 2. No O 2| 0

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

Toin Jaadl 3 o 3T 2m ¢ "IE” ol pall A8 1

X e ¥  Pre
L o AetREeRY .. Ll bl
Was the branch premises clean?
3 1. Yes E
0 2. No O

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

S S Lo y) ML s Sl e IS b gall GRS 1S
) :"‘!.n )“.. .l- ]I
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&4 I Branding Miatertal |1\ - 4t & T ik n A e PO et = TR
a. Posters / Branding material present on doors, walls 2381 5300 5 ol paad) il e e Ay el Gladle | Glieale 335 A L
and windows?
3 1. Yes E ani 1 3
o 2. No O 2| 0
[ If ‘No’, please specify “additional comments”, S MRl Cillaa e saa Jlliad e MU Ul galdl oS 1
‘[ if any: it
|
I
|
| b. Pamphlets, Leaflets and Brochures on display? ol il y Sl o e 23 06
3 1. Yes =8 sl 3
0 2. No O 2| 0
If ‘No’, please specify “additional comments”, O il cllaaa" sos Sllai e MUET Ol gall S 13
if any: T
o Branding material up-to-date? Saa A Ll cladial) dlge JA S
3 1. Yes A 1| 3
0 2. No O w2| o
If ‘No’, please specify “additional comments”, O Uil Sllaa M sas Sl e MHST Gl gall LS 13
if any: Qe y

— - —_——
] q
4.5 P ' Staff

a Wre emplyee resen at over 90% of the branch Q-"uq pTSa g g B Al A pa (e %00 (e ISI 220 g 008 J\ A

desks and counters? elasdtl
3 1 Yes B 1| 3
0 2. No O % 2 0
If ‘No’, please specify “additional comments”, O "Adlial cillaa e doa Slad e MHUST Ol gall AS 1
if any: ‘Cany

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

¢ .3 —id . - . .
professionally dressed? fy S Ol Gt Bl pBaa [ JS SIS O8

3 1. Yes = 1| 3
0 2. No | 2| 0
-l ‘n‘ al ol il " s e " " . .
If ‘No’, please specify “additional comments”, Gl At St S Bk S e “’_E 2
day

if any:

c. Were all/almost the entire staff wearing name tags IR & gaing gl e / JS CAS Qb
% - UJ ’ -u

badges?

3 1. Yes D ani 1 3
0 2. No | w2 o
If ‘No’, please specify “the approximate Gl (i gall gy A1 3adl 20a Slliad e UST i palt 1S 13
number of staff not wearing name badges: Jaetlasls )yt

tog ((Lwale 1
A

4
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4.6 ATMand CDM ma & b gkl M il all 3 5] 4.6
a. Was the area surrounding the ATM and CDM (g il G20 BNy ) Gl eal) 334 Bad) S DS A
machines clean and presentable? ¢ gl
3 1. VYes > 1| 3
0 2. No E] 38 2 0
If ‘No’, please specify “Why / Describe how the | AS "€ Caa gl /13l aaa i e (NS il galdl IS 13
area was unclean: aai e Sl

F

b. Were the ATM and CDM machines functioning?

f0aad gl g1y (M) il peall 334l SOl A L

3 1. Yes

a1 3

0 2. No

OX

A 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):

gl g S0l 4.‘211 S saa Sl e MEST gl SIS 13
il peall len gl 2am5) Jand Y (g1 g 13Y1 5 N i) gl
(gl gluy ) 45‘;':

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

TATM/CDM Gilaia 3 20 il 51 3,80 08 JA .

Was the branch air-conditioning fully functional
and sufficient?

2 |4 Yes % ] 3

0o |2 No O X2 9

3 3. Not applicable O &RuY 3| 3
If ‘No’, please specify “the time at which at 48 Jang o (g2 B g" 20 ALl e ST gl IS 1)
which the cooling was not functioning s S ekl

3 1. Yes B a1 3
0 2. No O 2| 0
If ‘No’, please specify “Additional comments / gl Slladla" saa Sllad e SUST Ogadl S 13
Describe how it was insufficient: S S ) Al Gy

b. Did the branch possess sufficient lighting?

A 3plaly £ Al addy JA o

3 1. Yes X 1| 3
0 2. No O w2 o0
If ‘No’, please specify “Additional comments / M) Slaa " saa Slliad e MUST il gall S 13
Describe how it was insufficient: B L S
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c. Did the customer have sufficient waiting space /
seating area?

foagiall o lia e LilS 230 [ JUBRIDU A8 dablce Jpaall S Ja &

3 1. Yes

a1 3

0 2. No

O K

a8 2 0

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

[l SN dia ik e "NE" i yadl S 1
e

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

iy £ Js.uin,.'a,..z\auﬁ;\uﬂg,g\&,,y glic) Ja &
fhaall (iSlal p (SlCall) ol Rl cilida ) Ak 5

3 1. Yes

a1 3

0 2. No

0O

N2 0

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

ol y [l Glaadl" 3aa Slad (e O Ol gall 81

A S ) s
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Okl s il 5.1

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

el M Alpia g8 AL Ggeaial) e adllfoua S0 a3 06 LD

e No greeting / acknowledgement

Gaifcua SY e

e Greeted within 10 minutes of entering [

pmall 533 0 338 10 D05 im0

e Greeted within 5 minutes of entering

Jraall Jpio e @85 DA e il e

Wi N | =0

¢ Immediately greeted on entering

000X

el s s zm A1

w i N = | O

b. Did the staff either / or:

10aaY) gl b gall B a0

a. Ask for the customer’s name?

fsaall pd 0o Jls

b. Greet the customer by name?

fad S5 i pandy oy

*  Yes, the customer was greeted by name /

o A e Jla fae 53 ae Joaalls cua il 50l cpai @

basis of his / her needs?

3 3
asked for his / her name D L
0 e No, the customer was not greeted by E e o Sy g/ awsd S5 aa Jraaly i jill o3 38 @ 0
name / asked for his or her name Lgad !
b O el g "0 gl dhae lasa AISas A8 (Al pal) e
. Did the staff ask, “How can | help you today?” i 3 e = "'f ‘JL‘S hJi._,;
and Probe the purpose of the customer’s visit?
3 1. Yes, the staff did this Jo| Ay il gl o8 S ni ] 3
0 2. No, staff did not do this O Al Cala gl o3 o (NS 2 0
d. Was the Mystery Shopper redirected on the fyalial/aubiial e el LAl dsddl 4agiile) S da &

1. Yes, he /she was redirected on the

o basis of his / her needs

Lelaldal/adalsal ) (5)Jiandl daa g dale) 55 3 cpad q 3

2. (OR) The first staff member

e sl 4 0 53 g1 il gl i () 2

the basis of his / her needs

S 03 Sta &%
Were the staff courteous on the customer making
his / her enquiry?

3 e.nf:ounteret_i probfed the nature of D taaelo foaeluny 5 M dngal 3
visit and assister him / her
0 3. No, he / she was not redirected on JLiaaRaliial ) aga sl el 35 A0 38 3 0

customer enquiry?

0 * No, the staff were not at all courteous E by o gl diBgad o8 al DS e 0
* Yes, the staff were quite / reasonably - T o b i o
1 i 4] A3l | s aal ¢ 1
courteous O Mgyl s X el o
2 * Yes, the staff were courteous D B bl S a1 cani 2
3 * Yes, the staff were very courteous D AL yad Gl gal) S AE i @ 3
b. Did the staff demonstrate “active listening” on Tlmanl)l i M ) plial Gl pal) Bl A o

* No, the staff did not demonstrate

i) plieal il gall S
. active listening [:I Sk 301 By ol * 0
* Yes, the staff listened quite / 5 4y & a ; T
’ L_pLHI 4] ALy il pall )l ¢
: reasonably actively El Pl g Faihe i i pooe :
2 * Yes, the staff listened actively E Lulag) il gall sl a3l ani @ 2
3 e Yes, the staff listened very actively O Lo O 88 LB pal sl il cani @ 3

\
|
\
\
)
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| c. Did the staff appear confident? Phdi (Wl ) o CaBgall 4B A
0 e No, the staff did not appear confident | [_] Ak o By Al o Gl gl ey DS o
e Yes, the staff appeared quite / £ - : S A
Jma JS5H dadd 1y il 2 gall jels cani
1 reasonably confident O : On Flyddl o o gall g pni e
| 2 e Yes, the staff appeared confident E Al G By ) o il gall gl cani e
3 e Yes, the staff appeared very confident D Akl el @igadl Jo cilhgall gliaei e
:;ith. List the names of staff interacted e et (gl e gl plned 31 2 |
: . | M e
. o Mr./Ms. [ )maru Hede )ithowV1 Nare oy dau/laall .
' e Mr./Ms. 2 o AUl o
e Mr./Ms. 3 dauflalil o
e  Mr./Ms. 4 AL/ .
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6.1 Staff Capability vk bl 38 61
} a. Did the staff frequently probe the nature of the ; €080 J8 Gl Slabia) Aaph (8 leadiuYly cil gall 23 A
customer's needs? |
I 1. Yes s ! 1 [ 5
o |2 No mj % 2 0
If ‘No’, please specify your comments: Al Zlaials a8 sla, ("2S" 1Y)
|
b. Did the staff actively attempt to anticipate x a5y . .
?orga 3 Glalda)  Ghiuy Ulad 4 glaa cib gl A8 )
S S Slalhal) Aoy Sl A5 gl A3 4
3 1. Yes | ani 1 3
0 2. No s | 3 2 0
If ‘No’, pleasij;ecify your comments: Tl rlady o8 Sla ) ST 1Y)
He \ wol
c. Were the staff able to cater to the needs of the af 320l ailh (93 e Gl Slalia) 4D i gall plaic) S S
customer without seeking the help of a colleague? brS Pyl
3 1. Yes E a1 3
0 2. No O e O 0
If ‘No’, please specify your comments: -yl rlaady 8 Bla 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 / most of the
questions posed? a5 ) ALLY! abaa [JS G0 ey Gl pall pllaiul Ja &
3 1. Yes B4 a1 3
0 2. No O %8 2 0
3 3- Not Applicable Gy ¥ 3 3
If ‘No’, please specify your comments: -3l rliady o8 la ) AST 13
e. If the staff were unaware of the answer to a O Al AL fopaa Jga o LYY e 100 Gilb gal) 085 a1 13 2
particular query / queries, did they politely “ask 93k sal il e 450 5 e 2800 Jab e JUEIYI™ Gl e Gilla
you to wait while they double-checked with the
system / a colleague”?
3 1. Yes D a1 3
0 2. No O % 2 0
3 ~ Not Applicable A Gakaiy Y 3
If ‘No’, please specify your cgmments: . A plady 4 Bla ST
Mﬁm&m&ﬂj Qhla ‘fmf
|
9
B - +
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a. 0vera|l was the staff well-informed on Bank

Dhofar’s product and services?

0 e Not at all informed

ALY e Claglas 4] sl @ 0

e Wellinformed on at least a quarter / a

Clacall y Slaiiadl e LI fag; 0o Y e sl e

services discussed

| few of the products and services E] A 5 ) 1
discussed ¢ e
‘ 2 [ e Wellinformed on at least half of the | EI A sl y Slatid) el e W) e ale: e §
1 products and services discussed . Leiiiia
e Wellinformed on at least three- | . o .
Clamiall e A6 g gl A28 S8 e ol
3 quarters or more of the products and @ 2l O 8T 9l B Slaops o 3

Lt 5 3 ciasall

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:

Al g 5 aS) 50 i N g e 2a gy A

a5 ChpTily (Fald Al s sana” o il gl ol By 1(2

<dihil) ola q.!

INT: LIST THE CODE FROM SECTION B.

S pall (e a1 U o 2l

0 * No knowledge at all |:| @LY! e alsY e 0
e Wellinformed on at least a quarter / a T
Slaadll g cilasiadl \ 2 | e alay
1 few of the products and services D e On il fes = ‘m.,_:" ; * 1
discussed ¢
2 * Wellinformed on at least half of the R 85 A laaall y Cladiall Ciuai 0o BY) e play @ 5
products and services discussed Lilali,
e Wellinformed on at least three ’ -
el e A1 gl gl i A8 8y
3 quarters or more of the products and D il oe S 9 B T gl ey 0 3

services discussed

Lidiia &3 3 ilasally

c.  Did the staff attempt to “cross-sell” other products ladd g Sladial " ALLY) " G pUAL A glaey Cilh gal) 48 (A =
and services? Al

0 * Nocross selling at all E] ALy Lo Ala) aadl Gl iz Wl e 0

1 e Cross-selling after a lot of prompting E Gl S e 0K g lnY) all Aleaz W 1

3 . E:zii:fi:-l.';g after a little / some D Gl ) (50 WA Sy Y g im0 ”

3 ¢ Immediate cross-selling attempt D Sl e Gyl ol dglas i e 3

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

ULl el JUB ol clad g Sladie 1L £l Gib gl o0 4 S
AU & i) ae A e "Ll

3 1. Yes O a1 3
0 2. No A 2. 0
If ‘No’, please specify your comments: . Wl zlady o8 sla ) ST 1Y)
,.‘leMAOw
10
+ +
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e.

i Did the staff attempt to provide “complete ' | Sl Sladie (6 AL Gl iaa’ il Y Al oy i gal) 53 a7
| information” on Bank Dhofar’s products and | falall il Sldsl) ga il
| services, along with relevant literature? [
| INT: LIST THE CODE FROM SECTION B. @ anadll a4l 4058 o5 s daly
i . " T
! 0 * Noinformation at all | D | ALY o Claglaay o [0
| * Information provided on at least a Al e shadd) a Juli faus JBY) e 5L
asal e 3 U lac . |
1 quarter / a few of the products and D ‘H:_,ZP "'M ;"" ,.J-: ‘r_‘__. ‘._; 9 [ X
services discussed - 3 ety !
” s Information provided on at least half | E Silalially Alaiall e glaall cheal B o slac] e 2
of the products and services discussed Liiale o3 Al Sleadd) y
* Information provided on at least three , o b ;
Sl | cra 81 9l plajl 4G B o el
3 quarters or more of the products and D )lu :}‘ ).s J| &_l,'J A:L:h JYJ:‘°%| * 3
services discussed il PR
3 e Not Applicable GebisY e 3
f.  Information on relevant procedures, falall i3 Aayliall 400 g Sladicaall g (Sle 1YY Ailada Slaglaa 7
documentation and follow-up method?
INT: LIST THE CODE FROM SECTION B. @l (el B o laly
0 * Noinformation at all D LY e Slaglna¥ 0
* Information provided on at least a :
il il yled) ¢ ) B Ll elc)
1 quarter / a few of the products and D ,l...] {:},&J {F“' “”,k'.l "‘ ‘m:'L * 1
services discussed o i
2 e Information provided on at least half E Cladiall dilaiall Cilagleall chead ) o oloe] o 3
of the products and services discussed il o7 ) cilaadll
* Information provided on at least three g "
Slaglaall o 81 gl gL} 5 B o sllac) e
3 quarters or more of the products and D ¥ e 3
e & ciasall ¢ el Adlaal)
services discussed o S
3 * Not Applicable @by e
g Did the staff attempt to acquire more customer Jal Cra Cp il Allaia ST Cilaglaa A e uJL-.... uh,...h o0 Ja
information so as to follow-up at the end of the visit? Tk Ay A dajia il
3 1. Yes | ML 3
0 2. No O p L7 | 0
If ‘No’, please specify your comments: . Ul plagy af ela ) S" 1Y)
asked 2 ¥ Ppefescion

11
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7.1 Timeless 8 . ‘ - ek - B AT e = T g e X |
a. Waiting time on entering the branch, before q" Cudgnpall (il gall g Jaledll b e ANl Jsds aie U ol
dealing with the frontline staff: D Aasil) adl ga o [ alal) Bl
INT: SPECIFY TIME IN MINUTES: | \ £ B aaan Bl Sa tialy
0 s Qver 15 minutes O 4315 e Sl e 0
1 e 5-10 minutes D A2 10-5 e l 1
2 e 3-5minutes E 5.3 e 2
3 e Under 3 minutes D SEEM o e 3
b. Did the customer feel like the queuing system é " 3
Craaa (S Jany ciuall A U pUS Gl el ad
functioned properly? ¢ S o ) P G L A O
e Queuing system did not function at ) .
0 all - O S e Jaay ¥ il 3 LEYI S ) e 0
e Queuing system functioned, but it S . . . .
1 1 gl g —iall Uiy LU o)
worked with a few impediments E’ RN iy G G108y Gaaflded e 1
3 e Queuing system functioned and it D Jad J82 g A gposy Sty ciall STy i ) @ 3
worked quite easily and efficiently L M
3 e Queuing system functioned and it D IS g Al A sy Jaty iall 3 LTy Ui ) e 3
worked very easily and efficiently Juad
s Not applicable D by Y e -
c¢. Time taken for the “purpose of the customer’s visit Al ge ) Jgea gl die Cga 3l 305 chah 48" Jal (e 3 Gl S
to be fulfilled once reaching the counter: 2 aaal)
INT: SPECIFY TIME IN MINUTES: &z £ ) Gea gl 203 sty

12
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H. Additional Comments on Visit 130y Al AALSY) il il A
(If any): (=22 ) |

_WHMWMW@?)

End of the Survey - Thank you very much....
Sa 183 — glsa) 4lgs

. . TOTAL Branch Score -
(Total unweaghted branch score, summing all sections):

| ection | ParameterUnder uatuation | TetalPointsScoredinghis | Total Points Alocated /|
C Branch Presentation and Customer Facilities
D Greeting and Soft Skills of Staff
E Staff Capability, Knowledge and Cross-Selling
F Timeless
F;:.‘i‘ "y 1 : R TOTAL'SCORE E agr ! Jz;-\ ‘ .

Y £ Al Bl g sana &
- ((Ald¥) S ,‘gﬂmﬂlﬁ‘um&yu)
 Jalad) fAawad i BAD F g ;,;ni;rmtgw T i iy ol Jelall [ el

Caa ol Aadiadl gl y £ il agais <
G pal) S gy a2 Z
ALY ) ilae g 43 jaay (il gall 38 z
<l gl c
o : ‘l:‘{l‘: i’:-\-. *“"‘ : .'" 2 ¥ :" o ¥, SN ¥ ¥ > 7 '.
:; X { ,g‘_“‘- P 2 & o 5 N '.-',:-t' % .-,‘- ¥ i "‘ A 'm &w
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