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PROIJECT: Money
SHOPPER CODE DATA ENTRY EDITING SR.#
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J—al——ﬂ‘ = o el it | (e ] )
S i ] oy S !
A. Details of Visit 33U Jaaalds -
Bank Dhofar | hila ks
Bank Muscat D dadcs Sl
National Bank of Oman D P DL R S R Ol 3 )
1. Bank Visited
HSBC-0I1B O HSBC-OIB
Bank Sohar E FEGPE
Other Bank: o ali
2a3. Branch Name Hw OFFY'CL_- g oAl il §2
2b. Branch Area )u{ 6 f) gl Alye 2
3. Branch City /"QA <c AT Ll 3
4. Branch Region HasepAT O MAN kil 4
Day | Month | Year adadl | gl [yl iy an 5
S. Date of Visit 9
7 | o 6213 | |
Hours | Minutes s [ EPWAT
6. Start Time of Visit b luca, 8
{o Hq
H Mi jdah 2le Lt
7. Total Duration of ours inutes C4 = 50 i 7
visit — 25 P e
—_— — ar ana ed
I-= DE .
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2. General Enquiry relatingto a
specific Product, Service
and/or Facility

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

Credit Cards

Personal Loan

Double your Salary

Offer
Youth & Student
Account

JJ‘M‘;H‘L"_&E"-'&:‘I‘L" el 2
Jed

1 k) Jpualdi 2aa gl [ g peeldall A1 rialy
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4.1 Was Customer Parking instantly available for the

Taphd (o § e g ALl gl 209 b 4.1

Mystery Shopper? |
i[ 3 1L Yes D axi 1 3
: | 2. No ) o R s 2
li. Specify: sam
ﬁew'lrw .
ii. Specify time taken to find parking: & min. G iy S a0 Zi g a o
4.2 Entrance to Bullding ~ o - it A dodal 4.2
a. Was the Entrance Clean? LR Jaaalt LS Ja
3 1 Yes B axi 1 3
a 2. No H 2 0
if ‘No’, specify "Why / Describe how” the S iyt N5 20a Al e MUK el S
entrance was unclean: Sedal e el

b. Was the Entrance Convenient?

e Jiadd (S 2 o

3 1. Yes

a1

3

0] 2. No

0| X

382

0

inconvenient:

If ‘No’, please specify "Why” the entrance was

ol el & o T s« ST el S

AR a0
Was the branch premises clean? Bl g dl i 1S A
3 1. Yes E and 1 3
0 2. No O % 2 0

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

2ol M Gyl 13 aa Sl e TS el S
il pe Sl
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a. Posters / Branding material present on doors walls

and windows?

".\il‘,.d\_,‘_,l).\.\.l‘l -u‘_’a‘.flubg_‘].\.numl E;A-L;Jg‘”dl_i

!
.

3 1 Yes ) pi 1| 3
0 2. No 'O w2| 0
If ‘No’, please specify “additional comments”, ‘ b gl Slaallet e Allad e COAST  gall S 1
if ary: | Dy

|

b. Pamphlets, Leaflets and Brochures on display?

B2 )iy Sl s e 3 A

3 1. Yes E a1 3
0 2. No O 2| o0
If ‘No’, please specify “additional comments”, O Al Slaade” s dlad e SIS G gadl S
if any: Waay
c. Branding material up-to-date? Tahpa 4y ipal) wlatladl dge A LS
3 1. Yes X ait] 3
0 2. No [ w2 0
If ‘No’, piease specify “additional comments”, SF sl Sl A" an Mlnd e NEY il gadl A4S 1
if any: laay

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

pigay aglle )y g oAl LAB pa (e %90 Do S 22 51y (AS b J

desks and counters? L WRER|
3 1. Yes E a1 3
0 2. No | w2| o
If ‘No’, please specify “additional comments”, b ettt Cilhaa 2 Slload e ST L galt SIS 15
if any: sy

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

S e Laledd 0390 5 (kB gal) plime [0S (S b

3 1. Yes [ PR 3
0 2. No O 2| 0
) . . . | l."’l i] . | PERE 3—!" ,ﬁ . .I . .nx-l ] l .v‘s -‘l
If ‘No’, please specify “additional comments”, JEE = > s _‘iﬂ:
. |

if any:

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

Oiladey Dl Oy gradany (B palt plima f JS CRS A S

3 1. Yes

s 1| 3

0 2. Nao

O

w2 0

If ‘No’, please specify "the approximate

njmbzr of staff no! we%ing name badges: :

T ik pall D el i Al e ST el ST

sy S ) ey Y
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a. Was the area surrounding the ATM and CDM

IR RS HRPERIIEY, (R | ..:ll).ml B g h.n.u-.ﬂ ul&dl i_'qu )

machines clean and presentable?  plialt
3 1. Yes 4 1) 3
0 2. No O 2! 0
i If ‘No’, ptease specify “Why / Describe how the LN TR K PV EPRREL TGS SLPINLL LS P B
i area was unclean; e e S

b. Were the ATM and CDM machines functioning?

i kil £ 1Yy VY il el B 3ga) SRS A o

3 1. Yes E and 1 3
0 2. No O 2| o
If ‘No’, please specify “the time at which at Poeal 4 OS5 L1 doa allai e ST gl S

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

il peall ¢ lga g saay) Jaad Y galill g la¥ly YT el sl
gl gl gl ~.'_I\_{I

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

PATM/COM 4ihis 3 30 cdplall g 3,30 (S Jb

3 |1 Yes X =11 3

0 |2 No O W21

3 3. Not applicable 0 SV 3 3
If ‘No’, please specify “the time at which at A Ly o g3 S e Al e ST Gl galdl S
which the cooling was not functioning B S el

a. Was the branch alr-candltlonmg fully functlonal
and sufficient?

st S oty oyl sl I3 b

3 1. Yes ] m1lo3
0 2. No [l 2| 0
If ‘No’, please specify “"Additional comments / [l clhatie ans Sl e ST o gall S 1
Describe how it was insufficient: o L LI T N

b. Did the branch possess sufficient lighting?

TAS dalaly g RN ALy Ja o

3 1.

Yes B 13

0 2. No ) 2! 0
If ‘No’, please specify “Additional comments / [t Slaa S saa sl e PEET Gyl S0
Describe how it was insufficient: S S Al S ey
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¢. Did the customer have sufficient waiting space / Tomstall 6 0e Ga ilS 26 [ UEIDU A8 Qabuas Speall S G2 0O
seating area?
N 1. Yes A 1| 3
fooo 2. No . 22| 0
r _ e A e T &
i If ‘No’, please specify “Additional comments / Mgl ol ‘”6 & I_’:"S “"LS I .
| . ' - - e | e
Describe how it was insufficient: ; P 4
d. Did the customer find it easy to follow the signage

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

AL B AT Jaa A8 g pall G & ppay &y O g S £ Ll A D

S baalt oyflay (Eal) o0 AN wilida ) a3

3

1. Yes

a1

3

0

2. No

O|i®

.2

o

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

i gl fAila) laa S 2an HHliad e SHST o sall SN

QRS S5 ] LS




| 51 Greeting of Customer

O o il 5.9

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

AN N lgha pp A Fauddl o b alllcua i a5 06

i a.

t 0 s No greeting / acknowledgement E ‘ i a5 e | 0
E 1 | s Greeted within 10 minutes of entering ; D el Jaaa e 3010 DG n D e | 1
’ 2 ! ¢  Greeted within 5 minutes of entering } |:] —anl Cgad e 35 SA cua D e | 2
' 3 ' * |mmediately greeted on entering 1 D Jianll Jphn jyheuma S e | 3

i

b. Did the staff either / or:

a2y il gt QB A

a. Ask for the customer’'s name?

¢ el at e ,__,'La I

b. Greet the customer by name?

?W\)SJ@M*;)-._J

. Yes, the customer was greeted by name /

thﬂ]&J&a/&n‘ﬁ@P}L}gﬁ;ﬂ\éﬁnw .

3 asked for his / her name’ D geand! 3
0 *  No, the customer was not greeted by E o iy 8y /e S5 oo Jpandy a J o WUS 0
name /[ asked far his or her name ganl
B eadiad g T gl JhaR e A0Sy wdiSTT i pall =
c. Did the staff ask, “How can | help you today?” * 3 "ps b "‘: JL‘; ,;}; ,;&:
and Prabe the purpose of the customer’s visit? ’
3 1. Yes, the staff did this D S cal all M8 A pai 1 3
a 2. No, staff did not do this | Sl ks gall W W3S 2 0

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

LU e sby Al Gyl 4 g 361 5 S &

1. Yes, he [/ she was redirected on the

3 basis of his / her needs

X

Ll Gatfadlalial i (3) el dye o3 33let 35 2l caad 1 3

2. (OR) The first staff member

Op Jeadl ag AT 530 Sy gl il () 2

the basis of his / her needs

. " ‘;JL\'_
3T Ié'i . -
a. Were the staff courteous on the customer making

his / her enquiry?

or
oy
. e T .

3 encountered probed the nature of D Laaelu foelu s 3 g 3 Axads 3
visit and assister him / her 20 B
3. No, he / she was not redirected on
0 / O

Lhalialfaaldal M s 6 sl 35 0 98 3 0

customer enquiry?

Q ®  No, the staff were not at all courteous E By e gl ciBgall S5 N8 e 0
s Yes, the staff were quite f reasonably . P . .
’ u v, I - ' .
! courteous O Bp ke Ay a2 pall oS i s 0 1
2 *  Yes, the staff were courteous D B8 il gl IS 2l ans @ 2
3 *  Yes, the staff were very courteous E] AR ol il pall S 2 el 3
b. Did the staff demanstrate “active listening” on Tl sl " bl plkact™ b pal! 481 b

s Ng, the staff did not demanstrate

| alial wib gall DS

° active listening L i s 2 B ol . 0
*  Yes, the staff listened quite / e .. ] -

1 ' | 4] Ab galt TP
reasonably actively O Gy Bagp Al e Ay phy B gll ol il ans @ 1
2 e Yes, the staff listened actively E Galagl B gall dal 03} (pet 2
3 e Yes, the staff listened very actively D ! e iS5 UiB gl st T ans e 3
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i €. Did the staff appear confident? ' ! Tadl G Byl e Bl B S
T * -
I ¢ No, the staff did not appear confident | [:I Adi fpa By bl o algall il S e
I
| e  Yes, the staff appeared quite / | - . . L
; e Sl il iy adh K o pall g cans
| reasonably confident | g i G By A g Bl a5 i
: *  Yes, the staff appeared confident ' B di e WAl e i gl g cand @
; e Yes, the staff appeared very confident | {_] Akl e bl (Bl A e (il gall enaai e
:'.ith. List the names of staff interacted 5 aae LT il gyt pland S35
« Mr/Ms. Aay ;la 1 PR RETTIN
o« Mr./Ms. g 2 L el e
*  Mr./Ms 3 Adoadytlall e
*  Mr./Ms, | 4 Aloiany Lalall M




6.1 Staff Capability

Culli gl 50

6.1

a. Did the staff frequently probe the nature of the oS0 s (a3l Slaltal Asph of el b gall 23 G ) |
! customer's needs?
3 1 Yes R prt 1 3
tf ‘No’, please specify your comments: I ) rla 8 B TS

b. Did the staff actively attempt to anticipate M Skt (Foias Alab A glacay i sl plh G o

customer needs? i
3 1. Yes £ a1 3
0 2. No O % 2 0
If ‘No’, please specify your camments: i rlay ad Bla ) ST 13
¢.  Were the staff able to cater to the needs of the dal 826 lua call 593 e Gl hplan] Al wilh pall § Uil JA S
customer without seeking the help of a colleague? T8 3
3 1. Yes 24| a1 3
0 2. Neo | 32 0
If ‘No’, please specify your comments: 8 Ly 8 Bl DS 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 . o i
questions posed? Pda g phall ALY phas fUS 2 Agla]) il galt gl Ja &
3 1. Yes [ a1 3
0 2. No O 3 2 0
3 3- Not Applicable Guby Y3 3
If ‘No*, please specify your comments: i Ly o 2la ST 1)

e. If the staff were unaware of the answer to a A e Ll fma Ngs o W) e 508 Gl gt 08 o1 1Y) 2
particular query / queries, did they politely “ask o el dal fpladl e 4500 5 e a8l Jal e JUEGYI™ Guless dia Gl
you to wait while they double-checked with the
system / a colleague”?

3 1. Yes 1 pai 1 3
0 2. No O] 35 2 0
3 Not Applicable A Gphaly ¥ 3
If ‘No’, please specify your comments: ) Ll o Bla TS 13
]
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{as per SECTION B); rate the staff on the level of

ol r;m T'"xlh’gww,,"‘ 3
Wi L LR i '_7 ik 5 “‘n’.‘; Et Ll {;}'
a. Overall was the staff well informed on Bank --L~-\-'hJ 2l Rllnie tian ouh- i gl 52 S a ‘p“' Jady )
Dhofar's product and services? €kl ol
0 ¢ Notataliinformed E] I o Slaglaa sl ud e 0
e Wellinformed on at least a quarter / a |
Saladiall |
1 few of the products and services D s o A e ‘Jc ‘M "k ’“‘ * 1 !
discussed |
- e Wellinformed on at least half of the = A A Zldlt y Diatidl veal e Y "'&.'H_ N - !
‘ products and services discussed e \ ‘
' e Wellinformed on at least three- , U - L
Slaiiadl e S0 g gl T A B o alay e
3 quarters gr more of the products and D Leidilie o5 3l Silaadlt y 3
services discussed )
b. List the details of the “main purpose of your visit” el s LaS) IO e ) gl Alaie 42 gl g ad o

“olasidl y Slpllally | faiall Ab el ¢ peaa” 8 Cydh gl il Ay (S

services discussed

“product / service knowledge” in this area: :Adhidi oda b
in avings Sl (o A, o 1l
INT: LIST THE CODE FROM SECTION B.ope n 5 5 A. g
ey CUrYe Atcaunt
0 *  No knowledge at all D Y Jo payY e 0
e Well informed on at least a quarter / a o .
Slesadl g Sladiall ) . 1
1 few of the products and services D = 3= o R fes o j?.\:k: ,1._. * 1
discussed
2 e wellinformed on at least half of the K A g Cioslly Slatial vheal e BYI e ey e 2
products and services discussed Lgalila
¢ Well informed on at least three .
Shadidy e A1l gl b 53 BY
3 quarters or more of the products and D ) e S8 o) gl DB Y e g 3

gl 0 3 sl

c. Did the staff attempt to “cross-sell” other products Slezd p bpliad " Al Al o pLal A ylas widh gall o8 Ja
and services? ey Al
0 ¢ No cross selling at all D oyl e Yl anll Ll gl ol @ 0
1 ®  Cross-selling after a lot of prompting O Sl el e AN ey Al all Lleas W3 e 1
e Cross-selling after a little / some . . . -
41 et 1 aay Al all Lileay 23 2
2 prompting E - PO G $ e ¢ ¢
3 + Immediate cross-selling attempt D JHN e Lol ali Al plasy Bl 3
d. Didthe s‘taff explain w:w Bank DI'!ofar’;vproducf’s I Ll dL, iy i Vi £y i gl o8 0
and .frennces possgss a “Comparative advantage Phaablial o il n 2 ke "gpel
relative to competing banks?
3 1. Yes % 1 3
0 2. No O o2, 0
if ‘No’, please specify your comments: bl plagly o bla, SIS D)
10
+ +



+

+

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

e,

Chadi y Sladin oF "AGalS e g dlae Y Al gaay il g a8 A £ |

ALl 1) LS aa ik ol

INT: LIST THE CODE FROM SECTION B.

Qpeniv\ o S anng,&,

of Cutrren } Pecowan

g e o8 448, 8 12y

|
i
I
I

' i 7 X [T
. V] *  Noinfarmation at all i D . Sy o SepaaY e ! 0
* Informaticn provided or at least a | ; Al e gaad e G fars Y e e e '
i 1 quarter / a few of the products and | - P:_:;‘ . __F,’. ‘.J-.‘ "_; - L 1
i services discussed ! = 2= ) [
! 2 e Information provided on at least half X il Alatal i glaal chead ) S slac’ e i 2
ll of the products and services discussed [PERC TR A DLT-
f - -
* Information provided on at least three ot Ceaes g
[ Shagladdt e 81 g gL ADE (Y e slee] e
3 quan:ters qr more of the products and D DL 3 il y Silatially il 3
services discussed
3 * Not Applicable N T A 3

f. Information on relevant procedures,

faluall 13 dauiGall 4500y ShATiall g (a1 AVl AT Sle s

documentation and follow-up method? A Denidn a5 av.NnasS or
f U o
INT: LIST THE CODE FRCM SECTION B. O adhll e et AU WS s ialy
4 fdn‘t' Brronn j(' a
o ¢ Noinformation at all D SkY e Slagaay e 0
¢ Information provided on at least a .
Alaialt 24 |- I B4 Unc |
1 quarter / a few of the products and O u,l.:ﬂ{‘d{n:rg‘e: u’ W "l:] ‘.‘. L ¢ 1
services discussed & T
2 s Information provided on at least half D Slaially ikl Sl glaall cieal 3 e sl e 2
of the products and services discussed Laliie o0 oilaaslly
* [nformation provided on at least three . . .
Dila | e 8T ol g1 0 ADNG 1 Uaz |
3 guarters or more of the products and E ’Jﬁ ._”’;. "6;3.' SJ X fv_."'hn.f] ) ‘ 3
services discussed * == )
3 * Not Applicable NS

. Did the staff attempt to acquire more customer
information so as to follow-up at the end of the visit?

d}i@ndﬁ_}ﬂ*&hﬁnﬂ|ébﬁﬁﬂﬂ{l&quﬂ?}d|(ﬁ&_t
T b Al A AUl plil

3 1. Yes O 1 3
0 2. No K X2, 0
If ‘No’, pleasa spgcify your comments: ) Ll o ela ) TS

Ol.kJ not ask

™

s
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7.1 Timeless digh 7.1
a. Waiting time on entering the branch, befare ‘ o s sl (g gl pa Salaill Ly RN Lgba de I g ]

dealing with the frontline staff: | T Aadll Al ga o f el add)
INT: SPECIFY TIME IN MINUTES: ,0 | ' I TP s 2By d2a el

0 e (Qver 15 minutes : D | G215 e KT e 4 0
1 e 5.10 minutes B 105 1
' T
F 2 + 3-S5 minutes | [:l : Sl 53 e 2
3 e  Under 3 minutes ! EI ; Gl 2N e B e 3
b. Did the customer feel like the queuing system e . . . e . .
Crpaaa ks ey el B UG WS o gl _md b
functioned properly? ¢ oy v PRI G Gl as b
i i f ion at ;
0 - ;Teumg system did not function I:I Y e Jeg ¥ il i LAY e o
o Queuing systern functioned, but it dadt i . il 5 Lan e .
il Y ol )
1 worked with a few impediments E ) g a Rl ey oS es e 1
) &  Queuing system functioned and it | el JShy AL ey Sy iall i LY G ) e )
waorked quite easily and efficiently Lada N
N + Queuing system functioned and it I:I Sy g Al & gy Sy et B UREY GMai ) e 3
worked very easily and efficiently Jad
« Notapplicable D adai Y e .
¢. Time taken for the “purpose of the customer’s visit (3 P Jgea gl 236 0 pa il 505 chan Ll b (e il = gl
to be fulfilled once reaching the counter: 7 2" Aaddld)
INT: SPECIFY TIME IN MINUTES: ,g ) :da'\i.ﬂl ian i gl 322 sdualy
%
¥
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H. Additional Comments on Visit 15_lu b Alladad! 48LSYY Gla il 23
(If any): (s )

- Povtde mew- f&df—wj

End of the Survey - Thank you very much....
S5 18GS — Gl Al

G. TOTAL Branch Score
(Total unwelghted branch score, summing all sect:ons)
L et T FITLI TotalPolnlsSmredhﬂus . Total Points Allocated / ;
1Section .| | ParameterUnder Enluatlon - ‘ e T pararmeter - 3,‘
C Branch Presentation and Customer Facilities
D Greeting and Soft Skills of Staff
E Staff Capability, Knowledge and Cross-Selling
F Timeless
- R e y T Lo ls ’%
- - TOTALSCORE [/ . v D L g
£ Al Bl £ panee £
b Jalall fAaadidd) A P sape M?Mmgw s b i) alg g Salall [ e
Gl Aatiall Sl y £ AN ppis A
Crd gadl Sl jign g i 1 o
DB Al Agles g ATH ey ol pall § a8 '
O] r
ey el o y S USSR w ol
s : '."-;3"_‘_ e i o - -::' o AR : ‘m &w
13
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