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PROJECT: Money

SHOPPER CODE DATA ENTRY EDITING : SERIAL NO.
Name Number Name Number | Name
‘ | 319(9(3/4
P
£ 3 pia
S ‘ Weabs o o
LD N@U‘U\-‘-’ | S8 ] S gl A | S e
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A Details of Visit Bl Jaalds o
Bank Dhofar B i
Bank Muscat D Sl Sy
N National Bank of Oman O el i gl i) Ny a5 A 1
1. Bank visited
HSBC-0IB O HSBC-0OIB <L
Bank Sohar ] ana iy
Other Bank: Caal ay
2a. Branch Name M G. H KwS\L (_Bd._g_ g g il ad 12
2b. Branch Area qu Ham’ Bl alye 2
3. Branch City M WS C‘at o 3
4. Branch Region M - Y CG ! Gl 4
Day [ Month |  Year adt [ el ] PNy Sl
5. Date of Visit -
22 + 2o\ | |
Hours | Minutes il [ el
6. Start Time of Visit 3okl iy 28
\ 2- \ O Dol ey 28y 6
. L'aan -
7. Total Duration of Hours Minutes C sed s
Visit OO ‘ Lg 8 ¥l Baa 7
- Dt -
1
+ +




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

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

Opening a Savings
ar Current Account

Car Loan

Double your Salary
Offer

Youth & Student
Account

O EIDEIDEIE]E?

o3 R e iy Bl ple it 2
f@id'l&uaﬂi.lh_g”_,n—_a—.ﬁd\ﬁl real
Aasid)
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4.1 as Customer nln available for the

_ Mystery Shopper? _ T
b3 |1 Yes 5 -1 3
F 2. No 'O s 2 }’

i. Specify: iam

ii. Specify time taken to find parking: |,2’ min.

)
TP ,s_):\.“- ;5_,:' 2

|

|
|
|
|

4.2 Entrance to Building ol L0 Jadall 4.2
a. Wasthe Entrance Clean? gl Jaaall S Ja )
3 Pl Yas E axi 1 i 3
0 2. No | %8 2 i 0
If ‘No’, specify "Why / Describe how” the JENAS gl A a2l e S gl RS 4
entrance was unclean: i e il

'
t

b. Was the Entrance Convenient?

Plcide JAad (S b o

3 | 1. Yes m ani 1 3
0 | 2 No O w2l 0
| If ‘No’, please specify "Why" the entrance was it Jaadl 58 2 A saa s ST el RS0
[ inconvenient:

|

43 % Ce e 85 Jlernn BT VI H IR o g G SIS 4,3
Was the branch premises clean? i £ b dae 1S A
3 1. Yes B 1|3
0 2. No ] w2 0

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

OIS S s gt /1L daa i S "N i gall SAS 0
A e
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44 7 BrandingMaterial - - . -

+
MERE e WMM

Ty "'-; " R

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

".ul,.d\,u\ il ;..a\ywu.:&,_,Lpuu}lclum gy JA S

| 3 1. Yes m PRI 3
L0 2. No amy w2 o
If ‘No’, please specify “additicnal comments”, | ; 2 agdial Dlaalla” s diiad e UOET ogalt S
if any: E Ziamy I

b. Pamphlets, Leaflets and Brochures on display?

T2l DL o e a3 Ja e

3 1. Yes &1 mi1{ 3
0 2. No (| X2 0
If ‘No’, please specify “additional comments”, Ol Calaa e saa alload e ST gl S
if any: Taay
C. Branding material up-to-date? flljta 4y lall) el age SN D
3 1. Yes E a1 3
0 2. No O x2| 0
If ‘No’, please specify “additional comments”, SF Al Slaa D i Sliab e IS et S0
if any: DS

ST PresenaIORDT ST 7 S o A s

1’-"

(e
'"C".'?" o .F wd‘ X5

P et

by LY

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

fhigey pgdila gy g i) Al se e %90 Oa RS 22 gl 018 dh ]

desks and counters? Caaadll
3 1. Yes D a1 3
0 2. No X N2 0

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

M¥oa wire 3 endloters ot oy

1

o Al Slaada" saa 2llad e STl gall S 1)

=ty

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

ey e el (9 ) (kB pall alima [ JS S A

if any:

3 | 1 Yes H | 3
0 2. No | w2 0
I — - -
P . il Slaa S s Il e S iyl S
J‘ If ‘No’, please specify “additional comments”, < - et “"’""'"'_“}S
)

c. Were allfalmost the entire staff wearing name

oot SLS & gaaday (pdld gall e f S A8 O

badges?
3 1. Yes R i1 | 3
0 2. No O %2 0
If ‘No’, please specify “the approximate Sl il gall s SN soal) das Sllied Cpe TSN el SN

number of staff not wearing name badges:

r\‘..ILAdth:IlJL:JH?
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A6 7 ATM and CON RIS, -~ X g o T L ey e gk gl o Gl ST AS
a. Was the area surrounding the ATM and CDM i gl q-‘-l-ﬂ‘ EI.L_HlJ P i el Bl Jaaddt S8 S S )

~ machines clean and presentable? ¢ ppialt

3 1 Yes a m1] 3

0 2. No % | 2| o

! If‘No’, please specify "Why / Describe how the \ | DS TS ey S saa Sad e SJUUET el K

i H L - )_é .‘\SA.“

. drea was unclean: . _ih}‘
LY v ,QQE QHQQ!(@ Qé’! A

2 s

|

b. Were the ATM and CDM machines functioning?

Thaal gL £y VI Gdl eall 5 gl S0S G6

i {and speci(y which machipe,

1
i
i
|

3 : 1. Yes D PESE 3
o 2. No A w2 0
i If ‘No’, please specify “the time at which at N ach 85 a) AN 8 g saa Sllial e IS ol gadl GRS
! which the ATM / CDM were not functioning il peall Gl gl 2am )l Y G Ry Y el

ArT or COM): {s samll gyl gl 4m

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

CATM/CDM 4dhia 3 2 it g 2y 8 0 &

Describe how it was insufficient:

3 1 Yes | a1 3
ol No O w2
3 | 3. Notapplicable | Sy ¥ 3| 5
i If ‘No’, please specify “the time at which at A laay o o5 A g sna Sllad e SMUST o gadl A 1
E which the cooling was not functioning e SN sl
i
|
|
|
‘b ™ , __-‘ mﬂ_ p -.-'.'vi' B S ".F‘ ..j:i_l‘-h . v y4.of S il " H . arm: & 4
a. Was the branch air-conditioning fully functional TSy aa S Jany gt Sl S 8
and sufficient?
3 1. Yes B 1| 3
0 2. No D L 0
If ‘No’, please specify “Additional comments / Mgl SlaaSha saa Hlab e NS el K10

S % Al S ey

b. Did the branch possess sufficient lighting?

PN Bplaly p i iy A o

3 1. Yes

pd 1 3

0 2. No

OxX

22 0

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

[l Slaa " sia Ml e ST i pall S
s Sl S ayl
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c.

Did the customer have sufficient waiting space /
seating area?

[ LS R T ST T T S TE - PR U R T N

L4

1

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

S R 2 S e

|

3 1L Yes X i1 3
0 2. No O %20 0
i JMadal Zlaatia tra el O NEY et S L

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

Iy AN GRS A8 e padl DG & gy ay O o3l Bl S S

$oaalh (el g (i) TS aliha ) A2

3

1. Yes

pai 1

3

o

2. No

OX

¥.2

0

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

ooyl y i) Dlaa ! sia dliad e ST Sl gall KD
Al 85 Wl
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5.1 Greeﬂng of Customer

by et iy i 5.4

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

TEA N 353 1 oD Gyl e v s 2 g3 Oa

Na greeting / acknowledgement

NS SN

! «  Greeted within 10 minutes of entering

Sradl fada e 3E 10 SMA a2 e ‘

Greeted within 5 minutes of entering

an’ gal e 35 MA a5t e

0
1

! 2 i .
3 ! * Immediately greeted on entering

' ot H -t
LT R s

Wl M= O

b. Did the staff either / or:

(oY) saaly i gal) 23 0

a. Askfor the customer’s name?

‘.’_‘,;.....II paal e J\....: 3

b. Greet the customer by name?

Pt K5 aa Jrandy om0

®  Yes, the customer was greeted by name /

le}ﬁjmmeﬁeiuﬁb#ﬂle:Eteu L]

a. Were the staff courteous on the customer making

|
3 I
| asked for his / her name D [P 3
0 ; s No, the customer was not greeted by E LYWL SR Py RO < aa Jpanlls cua il a3 W NS . 0
' name /[ asked for his or her name gl gl
[ T R Yo <V I (YA O, /U NP+ { PP I S - F e =
c Did the staff ask, “How can | help you today?” -+ 3 i A "": v ;5; ;
and Probe the purpose of the customer's visit? | 7
3 . 1. Yes, the staff did this i Ay iyl 218 5 aad 1 3
0 i 2. No,staff did not do this X Sy iyl pis 4 NS 2 o
d. Was the Mystery Shopper redirected on the Tlalialfdalial e sy Al feddl gl O 0 &
basis of his / her needs?
: 1. Yes, he /she was redirected on the
: Aalialfadlaiial D (3} kel 5! 3 A
3 | basis of his / her needs D el ialfallalind i () Sanll 2 3dlel 5 A a1 3
I
i 2. {OR) The first staff member o e ar . .
e Ll N g3 J gy i pall i [
3 encountered probed the nature of O o el 4 A g2l S el il (5) 2 3
! L. . . Ll.‘.l:.L..u]b.‘BLp—lJb)L“.)!‘ﬂA.'._&h
, visit and assister him / her i
' 3. No, he / she was not redirected on
: LPaldalfaRalgal I D dale ) Al A oS
0 ! the basis of his / her needs & el l/Galial Al 4 Al el & 4l 3

his / her enquiry?

customer enquiry?

0 I * Ng, the staff were not at all courteous |:| T vy (O - PPV T PP T L 0
s Yes, the staff were quite / reasonably . . . y
1 ; i B i ol e Al
courteous O Bap fahe Ul by ATl 1
2 *  Yes, the staff were courteous E B i gl Sl el e 2
3 s Yes, the staff were very courteous D ABLU 338 Gyl S 23 aad @ 3
b. Did the staff demonstrate “active listening” on Cpaadl Al " pla) sliaal™ i palt 4B 4

s No, the staff did not demonstrate

1 plial LB gall gy ol (S
0 active listening D oAl kol Bl gy ol S e 0
*  Yes, the staff listened quite / . - “ . . .
1 \ i) “ay ;h.l \.IE \ [
reasonably actively X Gt B2 fll g S a0 1
2 e Yes, the staff listened actively D Gy B gall Al o3l el e 2
3 e Yes, the staff listened very actively D QT G S i galt sl 0T caai e 3
7
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[ c. Did the staff appear confident? } Thdi G Bl g A0 o Lkl padl ppdh A D
' *  No, the staff did not appear confident | [] | Oe Bl adl e i gl e S e
*  Yes, the staff appeared quite / i e te s s i “ e
D e Sl A 1y 43) ] Lt
reasonably confident ! X b : Or Py o gl e et 0
T ‘ )
e Yes, the staff appeared confident ; D | Al Ce Bl A0l e il gl gl anl e
e Yes, the staff appeared very confident | [] } dail e Ll @yl e Gyl gn el e |
d._th List the names of staff interacted ; ; o SalaT g1y pal) e SH i
with: . :
e  Mr./Ms, !M'M; (ﬁd/q 't’\O‘t ‘um,{{ TﬂW‘Q-\M A/ il .
e Mr./Ms ! Vi < ol e
e Mr./Ms 3 Lol nlilt e
e« Mr./Ms 4 PR PR -
8
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| 6.1 Staff Capability bbgdiid 6.1

| a. Did the staff frequently probe the nature of the €80 JOhs g 1 Cilalial dapb 06 LBl il pult o A L
custamer's needs?

3 1 Yes X st 3
.0 2. No AR %8 2 ©0
If ‘No’, please specify your comments: j ; ey Al e S L

[ b. Did the staff actively attempt to anticipate

fop Al Slalhal | fuda lad & e il gt 23 8
customer needs? : i
3 | 1. Yes | oxi 1 3
0 2. No n| %8 2 0
If ‘No’, please specify your comments: ' ) s 8 e ST 1Y
c. Woere the staff able to cater to the needs of the a2 30 buet b (g8 o G H Slabbad 400 Uib gl pliial Ga S
customer without seeking the help of a colleague? #5300
.3 1. Yes | 1 3
o | 2. No O NS 2 0
i If ‘No’, please specify your comments: 2l Pl ab el SIS Y
INT: IF the Answer is YES, 50 the answer for Q
D should be Not Applicabie
d. Were the staff able to answer all / most of the i ‘
guestions posed? ey jlaad) LY pdima fS 6 AlaY) LB gl plld b S
3 1. Yes ) % pui 1 3
0 2. No O % 2 0
3 3- Not Applicable Gais ¥ 3 3
If ‘N¢’, please specify your comments: il mlads o Bla ) RS 1Y
e, If the staff were unaware of the answer to a b R Al foma Dges 8 Ada¥t e 15008 Gl gall 08 A1 0N 1
particular query / queries, did they politely “ask a3l sl felallt e A0 5 e 2SN Gad e BRIV Gaplyly da il
you to wait whiie they double-checked with the
system / a colleague”?
3 1. Yes O a1 3
0 2. No | ¥ 2 0
3 Not Applicable x ey Y 3
If ‘Ng’, please specify your comments: i g a8 Bl RS
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6.2 Product Knolwledge and Cross Seling J;'* .- -

Tk
e M--W"f

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

uLn.h.J-..aLa.u.u allaia Muh}‘a.‘h,ﬂd.ﬂ U‘_]l.p&ds—u!

services discussed

e i “’.;J n_;u_};\_,

Dhofar’s product and services? e Uk s
I 0 e Not at all informed D Iyl e Slagas el pul e 0
' s« Waellinformed on at least a quarter / a . e )
! . P a P TPY ¥
S few of the products and services O ? . & “j’_‘l,"r: "": * 1
: discussed e
2 E « Waellinformed on at least half of the | E ! £ haaly Sl Te Y Je s w 5
products and services discussec | | i '
s Wellinformed on at feast three- ) e M g g A Y !
S el 2 (™) H
3 quarters or more of the products ang D ’ - 3 &_ T S e i 3
]

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:

"lv!d_)au)"_‘g)uryj\ ’t“._.w«.\.ﬁ‘&.ay..au
"'u.h...l‘,u&uu'\.l&h;aﬂuﬁ'l5P"Ubwlhﬂlmlq?!_’ {u
AR o:uvi

INT: LIST THE CODE FROM SECTION B.

’ S il ST LGS B 1 8al

o * No knowledge at all

KRTRYISPUTE B 0

e Wellinfarmed on at least a quarter / a

services discussed

Slaadd! y Shazidl | |
1 few of the products and services D o B o o B e ‘J'"]' * 1
discussed e
‘ 5 e Wellinformed on at least half of the K & g2 Dty Slatia) cieai e Y1 Je pay e 2
; products and services discussed P
e Wellinformed on at least three . -
Slariadl e A8 ¢ gt b A Y
3 guarters or more of the products and D ) e S8 gl gl ADE S e ey e 3

[P i g Saaddl y

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

Sladd y lalial * ALY Apl™ G gLl A glavey b palt pB 4 S

and services? e Al
0 ¢ Nocross selling at all B AUy e S and ey i al e 0
1 o  Cross-selling after a lot of prompting | [ SRl e S s Sl ! Alaas Wi e 1
e  Cross-selling after a little / some - . 4 <
N T W LIAH ] | aalins 218
2 prompting O . D a SOy Sl ad Ay Wi e 2
3 » immediate cross-selling attempt D 29kl e ALYt Aglag s . 3

i d. Did the staff explain Why Bank Dhofar’s products
and services possess a “Comparative advantage”

relative to competing banks?

LA Ygal U ) Claad g Sladie VG 7 de ciBgall g A &
PABLA &yl aa A e "agaailt

3 1. Yes

a1 3

0 2. No

X O

382, 0

if ‘No’, pleasespe fyyom’commen
\.E d!d g%@@g\:tigm

B gl o el TS 1Y

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

Sladd g Sladie (6 UALIS Cla glaa BlaeY U slaay i gall 28 A 7 |
falall i3 Sl ae b A

INT: LIST THE CODE FROM SECTION B.

S pdl) e a8 AU B sty

T
|
T

T T
0 | +« Noinformation at all i D NN e SayaaY e L0
& e Infcrmation provided cr at least a | i TR e g e e fas R - !
A 3 | e A b 1 i .‘..a.‘.,_
1 quarter / a few of the products and ‘ R A IS e = ol
| R X B ! . [ WSS o PELEPELU Y IR A '
; services discussed ' |
1 ¢ Information provided on at least half i 0O i D ARG Lyl el W 0 lae e Ly
Caame s |
I

of the products and services discussed

dred i aC ‘.,.-'.:‘- Soadr )

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

S gaall S SS1 gl £ LA Y e slan) @ 3

i ia Al 4.5.1 .L:LA‘_'sil_’ -;z";.-:_u:‘\.l aalayll

3 + Not Appiicable , ! JelaiyY e 3
f.  Information on relevant procedures, faluall 13 Aagliall A0 g S1aTeaall y oSl a Yl dilade Slaylas
documentation and follow-up method?
INT: LIST THE CODE FROM SECTION B. O ] e el AL ‘..i sdaaly
0 * Noinformation at ali D Syl e ClagaaY e 0
+ Information provided on at least a .
Aladalt ol glaadt I s a4 e |
1 quarter / a few of the products and O u’fd_ g M ’Ig_-.-__.‘ "!.KJ "’h et 1
. . PRCIRP P ".xh \_zu..‘n.JU il
services discussed
2 * |nformation provided on at least half D Slaially Aalaidl il plaadt chead (1 o slae! e 2
of the products and services discussed alflia o3 Al Sleadlt
* |nformation provided on at least three - . .
e glaall e 3SE g gl A2 D eliag !
3 quarters or more of the products and E_ - ,L... el ,.s " &,“" . fﬂ "'h # ¢ 3
R ] 14-‘“"““#-4-"' _‘L-'A.HJ—IL?..L'_AJ,! o
services discussed
3 * Not Applicable Gy e
g Did the staff attempt to acquire more customer Jal Ga G 3l Allaie ST Sk glae A3 el A5 slaey wilh pall o3 JaF
infarmation so as to follow-up at the end of the visit? LR RU R P PAPE PR T
3 1. Yes | s 1 3
0 2. No | %2, 0
If 'No’, please specify your comments: A Lol a8 ela NS 1

11
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7.1 Timeless

i

+

71

a. Waiting time on entering the hranch, before
dealing with the frontline staff:

| A 33 50 kB 3l pn Sl G5 g AN Jgh L JELY) iy ]
\ | R VCEU Y PR PN

INT: SPECIFY TIME IN MINUTES:

' A o b gl 2ia rdialy

i
0 } s QOver 15 minutes [ D : Gd: 5 e S e |T o)
1 |l e 5-10 minutes ‘[ ! 105 e 01
2 e 3.5minutes ; Oi BLE3 2
3 *  Under 3 minutes E l FE N e T e 3

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

T Jlk Jeay diall b S RS G G B el A o

0 . ;)itijeuing systemn did not function at I:I SIY) e Jeay ¥ el i UEY S e 0
¢ Queuing system functioned, but it "o e ) : s e .
1 1galh inmy haall U AU 1
worked with a few impediments D e ? & Ol Sy v Sl -t
*  Queuing system functioned and it Jad JSl g & g Sty iall b LD ST e
2 >em . O 2
worked quite easily and efficiently Laaa
3 s Queuing system functioned and it [ SLETPR VL ENT VIRV PR W Loy [RAV-A JU 3
worked very easily and efficiently (Jad
= Notapplicable m Aan e -

¢. Time taken for the “purpose of the customer’s visit

to be fulfilled once reaching the counter;

e ) e gl 2 03 Bl bl Al Jal e dASA CE D

S PREA

INT: SPECIFY TIME IN MINUTES:

1A a2 gl S22 sdialy
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' H. Additional Comments on Visit 15l Adlazal) 4ALGYY Cla Siall A
(D Y

kaanyL

- Whrare L Acached g tec Lo Yeoe
Wty o ev-xf-ﬁ‘p' . woglng (e 54_\_4
ln \.u:‘ - PO 14&..{\.* B e 5

5\29\_0«,,1/ Wb Qe Al um o rYon

!\’”** .’“\ﬁak

End of the Survey - Thank you very much....
S 183 — gl Ll

(Total unweighted branch score, summing all sections):

Sectlon Parameter Under Evaluati 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

£ Al bl f paza id

(2B S e cpill Byl 8 LG § gana)

Jalal) fluacadall JAID £ gage spaddll 3 Ugaal) WA P gagee #_biad) g g3 Jalal) )
Gt S Aaiall gy il g o
Codll galt S g y i S0 <
ALY Al Ales g 458 0y (Ldb galt 5 a8 z
b g C
7—;_ Biiil Ll o 2]
13
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