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PROJECT: Money
SHOPPER CODE DATA ENTRY ] EDITING i SERIAL NO.
Name Number | Name | Number | Name 4 0 0 1 0
2 2isha faagk. ’ | |
EJ)&AH
‘-Jﬁ = =% - 1 LT - - -t -
;‘3.' 2 et sl Jla L gedadl ya
L .
AJ =T I ] A7 o]
| |
Ca ” = T =
A. Details of Visit 5kl Jaalds o)
[
Bank Dhofar E ik ol
Bank Muscat O Ll Sy
National Bank of Oman D gandl il g i L LTI PP R
1. Bank Visited
HSBC-OIB O HSBC-OIB <l
Bank Sohar O Saa dliy
Other Bank: Al ey
2a. Branch Name {\D%N" \“SNP‘S gl sl 12
2b. Branch Area F\\W SNM.O g Al w02
3. Branch City &“W Ladl 3
4. Branch Region ﬂ\ % a']y\_'.L Gkl 4
Day | Month | Year T L 5
5. Date of Visit (
€1 1 1 20\% |
Hours [ Minutes Gl | aleld)
6. Start Time of Visit ol i, B
10 © 9
H i S ale
7. Total Duration of o Hinstes 22 Sl 7
Visit (0]0) | 3 P) R




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

Saving Scheme

Housing Loan

Car Loan

Educational Loan

e Ll 2aa i f J§ aaliall A0 claly

Credit Cards

Personal Loan

Double your Salary
Offer

Youth & Student
Account

O 0odxoooad

i -._.."J\.'n:"_, -._..:L_'-.:'.‘J e

oy Radd (pma iy Blale ple jludiul 2

EPRER))
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41 Was Customer Parking instantly available for the

N

w1

; r@}:ﬁ;dquw 29041

ii. Specify time taken to find parking: S min.

| Mystery Shopper?
| 3 |1 Yes O ad | 3
f 5 l
i | 2 No M %2 |
| %
‘ i. Specify: | i

il ga 2y pj:ﬂ.'ﬂ C..i)]' Aa

4.2 Entrance to Building il I Jgial 4.2
a. Was the Entrance Clean? ol Jaaadl ol da )
3 |1 Yes A a1 3
0 2 No O % 2 0

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

S S s g Nl s lliced e 1S Gl gl AS B
i e Jadl

b. Was the Entrance Convenient?

Tolia JAsdl S8 A o

3 1. Yes

aad 1 3

0 2. No

O/X

382 0

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

G Jandd) 5 LT daa ¢ "NST gl S 13

] B & s o ;‘w-. .3
Was the branch premises clean? flidal g Al e S A
3 1. Yes H ~1| 3
0 2. No O 2| 0

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

CHE RS i ) I 2 MLl e IEY gl RS
¥ (B o 5 TS,
Aighi ye Sl
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AT M A

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

o381 41y o) .u1_,,|‘i'\ubml.uul.-3&[uh‘”d§ T

3 1. Yes X a1 3
o0 2. No O w2 o
} If ‘No’, please specify “additional comments”, O Al Cilaa Ml saa ALl e MNS" el SIS 1

if any: aay

b. Pampbhlets, Leaflets and Brochures on display?

ol Hlill g LS s e A5 A

3 1. Yes @ a1 3
0 2. No O 2| 0
If ‘No’, please specify “additional comments”, | Al Glaa " daa Sllad e ST Ol galdl S 1
if any: (aa
c. Branding material up-to-date? a0 Ayl Cladall 3 e A S
3 1. Yes @ ani 1 3
0 2. No [l w2 o

if any:

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

a. re ernployees present at over 90% of the branch

O i) Clladia saa Sl e S lyadl A4S 1)

el_, 'u.aﬂu&_)ﬂlvl.'&yw‘%gunﬁl .hl_pguls,_}h ‘

desks and counters? Phaaall
3 1. Yes =4 i 1| 3
0 2. No d w2| o

if any:

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

o gilal cllaa " sam Wlliad e NS ol gall S 13

'g..ﬂ})

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

Sy a3 s (oA gal) i [ JS DS G o

3 1. Yes

a1 3

0 2. No

OX

3802 0

If ‘No’, please specify “additional comments”,
! if any:

o gl Cllaa " 23a i e AS” Gl gall S 13

Sy

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

Cagany LS (G paaday [l pall pBma [ S S A L

3 1. Yes

a1 3

0 2. No

Okl

x82 0

If ‘No’, please specify “the approximate
number of staff not wearing name badges:

o Gl

DA daall sas Slliad e MUSY Opall GAS 1D
et 4318 ¥




area was unclean:

+ &
a. Was the area surrounding the ATM and CDM O g '-155-' g 5_1-1,!\114 ‘.,.Nl u\_,.:n 3 4 .h.:.nd\ ,__;L‘...Sl s Js |
machines clean and presentable? ¢ i)
3 1. Yes H ani 1 i 3
0 2. No O el o
If ‘No’, please specify “Why / Describe how the OIS "AS Ca g fI3LAI" 2oa llad e (IS b gall AS 13|

e e

b. Were the ATM and CDM machines functioning?

s gkl £1aW g N il eal) 3 gl CS 6

3 1. Yes

ani 1 3

0 2. No

s 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):

el 4 S0 al Al G dna dllad e ST Gl pad) S 13
il peall e gl 2amg) Jaad Y i g 1Yy Y1 Gl
(g gl ) W

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

TATM/CDM 4dkis & 2o il gl 2 00 08 6 o

1

s |1 Yes O 3
0 2. No A X2 g
3 3. Not applicable a Su¥ 3| 4
If ‘No’, please specify “the time at which at A Jang ol (21 2 301" saa Gl (e MUST Gl gadl S5
which the cooling was not functioning S

- Was the branch air- condmomng fuily functlonal
and sufficient?

sy o as-u w‘,.aw ) oIS Oa T |

3 1. Yes 4 i1 3
0 2. No O 2| o
If ‘No’, please specify “Additional comments / [Tila) Glaaa" 2o Slliad (e MUST Clgadl IS 13
Describe how it was insufficient: B o A

b. Did the branch possess sufficient lighting?

RS Selll gl A b e

3 1. Yes E' ani 1 3
0 2. No O w2| o
If ‘No’, please specify “Additional comments / [Madlial Slaa " e dllad e ST el S0
Describe how it was insufficient: S S el s syl
5
L +
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c. Did the customer have sufficient waiting space / S stall o lia (pa il 2ae [ SUATI A8 dalaes Joaall (S 0 S
seating area?

3 1. Yes X s 3

0 2. No O 2| o0

[Mailal e i Lk e ST i yall S 13

If ‘No’, please specify “Additional comments / 48 )
e LYy S i y

Describe how it was insufficient:

i

1
|

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

1 B AN JA1 e puda pal) SUEEM AL gy &y G Qige 30 E LRl OA LS
ol Slal g (lall) R g calida ) 25 5

3 1 Yes ani 1 3

0K

0 7. No Y2 0

If ‘No’, please specify “Additional comments /

; ! : ia gl g fAila) Cllaa e saa Sl e FHST Gl gadl AS 13
Describe how it was insufficient: 2k b _a o

A8 S5 Ll s
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5.1 Greeting of Customer Ol e A 5.1
a. Was the Mystery Shopper “promptly greeted / "5,)13' o Adgia g8 AAD M‘ e adlcua 3 a3 Oa
acknowledged” on entering the branch?
0 * Nogreeting / acknowledgement D T RETEN T S 0
: | e Greeted within 10 minutes of entering \ E] Joandl Jpan e 3L 10 A caa il @ 1
. 2 e  Greeted within 5 minutes of entering |:| ! Goaall Jga0 e 35 A Cus gl o | 2
i 3 e Immediately greeted on entering m ! Jrandl Jgas s gl e | 3
' b. Did the staff either /or: F 1oAY sl Gl ) B8 o
a. Ask for the customer’s name? faanll il e Sl |
b. Greet the customer by name? Faas) S ae Jraally
3 *  Yes, the customer was greeted by name / D o o S faasl S5 e Jiaadly ca 01 G5 00 caai @ 3
asked for his / her name PP
. No, the customer was not greeted by aanl e g Ay f aad S5 oo Jandl i il o3 W3S e
0 . X . 0
name / asked for his or her name gl gl
G i) § "0 ) i laie AiSa; CiS™ (i gal) &
G Did the staff ask, “How can | help you today?” ol 3 e s m"‘: Jﬁj,f;‘);
and Probe the purpose of the customer’s visit?
3 1. Yes, the staff did this 4 A3y Cala gl olf 33l (a1 3
0 2. No, staff did not do this O Sl ki yall o3y o (3S 2 0
d. Was the Mystery Shopper redirected on the faldal/abiial e sl AL Gpddl 4 it S0 S

basis of his / her needs?

the basus of hls / her needs

kv’viﬁ"}k Skills
a.

his / her enquiry?

Were the staff courteous on the customer maklng

1. Yes, he [/ she was redirected on the i
’ m Aalial/alalial ) (5)deeall dun 3 Solel 33 380 and 1 3

. basis of his / her needs e < 6) - = =

2. (OR) The first staff member ; ST il iR ol e

O Jraadl 4y A G301 J W) Gl gall i () 2
3 e'neountereo probed the nature of D lazelu foxelu g 5l 3l daged 3
visit and assister him / her

i 3. No, he / she was not redirected on Lalialfadlalial ) 4 gl salel 3y 21 38 3 0

v@l.;uw@.mldu@dn&@ .

0 e No, the staff were not at all courteous | [_] OBY el diBd (G Al S e 0
*  Yes, the staff were quite / reasonably 4. e =
1 ' A b gall i
courteous E B [ Bty b gl a3 i -
2 e Yes, the staff were courteous D Gl by G Al e @ 2
3 s Yes, the staff were very courteous D AL gk Cibgadl S 33 aai @ 3

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

pmall laadindy  lal plial® il gall e Ja o

e No, the staff did not demonstrate

| pliea) CiB gall S
0 active listening O il al) gy ol * g
* Yes, the staff listened quite / o P . R
1 ’ ) Al pha A3y s LAB gl ) 28] ¢ an
reasonably actively O ) Ba [y e g @ i
2 * Yes, the staff listened actively E Lolay) B gal) dial 33l (aai @ 2
3 * Yes, the staff listened very actively D LAV e 88 il gal) o) i1 cani @ 3

~




Did the staff appear confident?

[

Sauddi (pa By Al lo il gall 4B A |

No, the staff did not appear confident

ki o By 43 e Cali gl iy o 38

e Yes, the staff appeared quite / - .. S o
' Jataa JS5y A 15 4l Logall geda ¢
reasonably confident O J O Py Al igle ool gk gt m

e Yes, the staff appeared confident E ddi e By Al o il gl gl cani e

e Yes, the staff appeared very confident E] Akl a Ll @iy adl o calhgall gl aei e
d.-th List the names of staff interacted sy SRS i ZaBgal plasad 831 8
with:

e Mr./Ms. O eZ—- 1 Lo/ )all

e Mr./Ms. \ 2 Ay au) .

e Mr./ Ms, 3 alataly Lot .

* Mr.j bs 4 Lawyioa e




+ + +
6.1 Staff Capability y . Ol gal) 5 58 6.1
a. Did the staff frequently probe the nature of the 0K U8 3l Slalta) Ank 08 LoVl B sl ol A )
customer's needs?
3 |1 Yes Yl a1 3
| o 2 No | O 3 2 0
!_ If ‘No’, please specify your comments: ol Pl a8 2l 1ST 1Y
| |
l
|
b. Did the staff actively attempt to anticipate 03 3) Chapbyia) ol Atad AL stanes il pal) 8 b oo
customer needs? )
3 1. Yes B4 px 1 3
0 2. No [ 3 2 0
If ‘No’, please specify your comments: REL ) rlaads a8 Gla ST 1Y)
c.  Were the staff able to cater to the needs of the 2l 3 laa olb 93 e G Slalla) 4,0 b sl plhiul A S
customer without seeking the help of a colleague? T3k )
3 1. Yes D pai 1 3
0 2. No WY % 2 0
If ‘No’, please specify your comments: i iy o8 Bla ) S 13
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 i o )
questions posed? faa g jhall ALY alaa [JS Ce LY Cilb gal) plail Ja &
3 1. Yes x| pui 1 3
0 2. No O 5 J 0
3 3- Not Applicable G ¥ 3 3
If ‘No’, please specify your comments: il Zlady o8 Bla ) "S™ 13
e. Ifthe staff were unaware of the answer to a b e AL [opaa N3 o A e 1008 il gadl 0% &1 13) 2
particular query / queries, did they politely “ask e 3l sl [AEID e 450 5 e 2SN Jal e IV Gapled dlia il
you to wait while they double-checked with the
system / a colleague”?
3 1. Yes B4 a1 3
0 2. No O -l 0
3 Not Applicable Gy Y 3
If ‘No’, please specify your comments: )y ey o s S" 13
9
- +
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a. Overall, was the staff well-informed on Bank
Dhofar’s product and services?

WAJ-JL}MMMHL‘J“;.&H1 d.ﬂbudl .‘-GJS.&.: \ ‘

0 L

Not at all informed

SULY! o Shaslea 4l Gl @

O
[ e Wellinformed on at least a quarter / a il chatid) e el fags e Y1 L ol
1 | few of the products and services O S R Jh"L 'u': * 1
[ discussed | Rl
3 ' e Well informed on at least half of the ] 5 A ileaall y cilatid) cheai e BY1 e alay @ "
! products and services discussed L4iiiie
¢ Wellinformed on at least three- | e T S
3 ‘ quarters or more of the products and E ! Eptial e 8l 5 ;;Luﬁ; 0 “’"—"T’ ‘ 3
. services discussed P Sl
b. List the details of the “main purpose of your visit” | ekl A 550 LaS) "BUS0 e ) CidgdG Alaie dasy c—u‘ P
(as per SECTION B); rate the staff on the level of i lasdl) g Sladially dlaial) A el 5 e o (b pall andl a8y o(
“product / service knowledge” in this area: ' Adhill sl A

INT: LIST THE CODE FROM SECTION B.

P IR R ELTI RIONE

0 * No knowledge at all D Gyl e aly¥ e 0
e Wellinformed on at least a quarter / a
Slaaall y ciladiall e SN i \ !
1 few of the products and services W 3 Slalial o el 25 ‘F‘ jy,_:k F: ' 1
discussed i
2 * Wellinformed on at least half of the n a5 Al Slaasd) y Cilaiall ciuai e SV e ey @ o
products and services discussed [Pihe t
e Wellinformed on at least three ; .
cilagall e il gl gl 48 i)
3 quarters or more of the products and E S e o t.’f m Jﬁ "h ‘.1._? * 3
o : 14_;..51_:.. a “'_L" ‘...:u.‘ndb
services discussed
c. Did the staff attempt to “cross-sell” other products Sladd § Sladid " ALY adl™ o sl A glaay il gl o0 Ja S
and services? ts Al
0 e Nocross selling at all D @LY e AlaYl anll Qlaay a0 0
1 e (ross-selling after a lot of prompting D G e B sy Y] ) Ll W e 1
e (Cross-selling after a little / some L . i .
=) el ¢ ] Y1 ) laws Al
: prompting E <y M Oe SR aay LY Al Llaay 5 e 2
3 e Immediate cross-selling attempt D ol e Aoyl el glan B e 3

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

ALl gl A5 Sl Sladd y Sladie 1l g b gall 28 Ja S
AL & i) A &5 e Al

3 1. Yes

a1 3

0 2. No

X0

&2 0

If ‘No’, please specify your comments:
Ve <n.d Aral 00Q

baw-»k

A ity o ol S 13

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

Gilasd g Sladie 6 "ALS Sla glaa" ditae Y A jlae il ) 43 a2
falall @il Sluitl) aa b A3

INT: LIST THE CODE FROM SECTION B.

Sl ) AL B el

0 e Noinformation at all D ALY e ClagaaY e 0
e Information provided on at least a ' ZEhid) e ghaal (ye R fans BY! e ol o
1 quarter / a few of the products and O T iy it e F 1
| services discussed | il =
. e Information provided on at least half D Slalially Glaiall S plad) head B o sliac] @ -
of the products and services discussed LR & Al Sieadl)
- e Information provided on at least three : { e A i .
Cile glaall e A1 gl gl ] NS Y o olac)
3 | quarters or more of the products and E Jt:a::)‘s ‘.’.l E_I"'\. ) U’ ___U&B.ff‘:.'l : 3
| services discussed o ST
3 | ¢ Not Applicable Gy e 3
f.  Information on relevant procedures, falall i3 daglial) 40 5 Sladiaadl g (Slpl Yl Adlaia Slagiaa 7
documentation and follow-up method?
INT: LIST THE CODE FROM SECTION B. O !l Cpa el A0S B sl
T
0 * Noinformation at all D Yl e Clagiaay e 0
e Information provided on at least a S5y i ” 2t ;
Alatall Sila pleall o IR fagy 3V e slac] e
| quarter / a few of the products and D e el b 1
Li® N laaz)l o Cilatidl
services discussed et Jem
2 * Information provided on at least half D Calaiially ddlatall il pleadl ciead J8Y o slac] e 2
of the products and services discussed L5l o5 Al Slaaill
e |Information provided on at least three i gl o 281 ) gl T8 Y o olle] o
3 quarters or more of the products and w - e 1 y colatially dilas | 3
services discussed 2 o
3 * Not Applicable Gy e
g Did the staff attempt to acquire more customer Jal O g i ddlate ST Cila glae 43 el U glaay il gall 288 Ja #
information so as to follow-up at the end of the visit? 3L Al A daylially AL
3 1. Yes E a1, 3
0 2. No O B 2 0
If ‘No’, please specify your comments: ) lady A ey A" 1)
1
+ -
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71 Timeless 15 o s F PRI FRL Y VIE y i jpes T '-7 T ,d’." :;‘" 7.1
a. Waiting time on entering the branch, before o Oxta ) B pal) g Jalall By (g AN Jgd 2 LY Cdy,)
dealing with the frontline staff: D Aanid) adige o [ kel i)
INT: SPECIFY TIME IN MINUTES: I g’ 1 Caia B gl daa sl
0 e QOver 15 minutes D G815 e X e 0
1 e 5-10 minutes D Al 10-5 e 1
2 e 3-5minutes E Alia5-3 e 2
3 e Under 3 minutes D S a8 . 3

b. Did the customer feel like the queuing system

¢ 5 Gty ciaall B UEINI ALBS ol el mS A
functioned properly? e U8 Jary el B U1 AU 0L O ) ad O

4 . anLI:euing system did not function at g Y o Jaay ¥ il b Y A ) e 0
s Queuing system functioned, but it el . addl 3 anyl Sl o

! worked with a few impediments D Gl my e 089 Sy o S AR :

3 e Queuing system functioned and it n Jad JC3 ) A gy Jary cinall 3 LTy Wi o e 2
worked quite easily and efficiently Lo

3 e Queuing system functioned and it O JEyy Al gy Jary il A Y B L e 3
worked very easily and efficiently Jlad

s Notapplicable D GihiuY e -

c. Time taken for the “purpose of the customer’s visit & ge ) Jpeal) 8o a3l 543 i ApD" Jal (e 2454 '-‘al:s-“ o
to be fulfilled once reaching the counter: [ PN

INT: SPECIFY TIME IN MINUTES: a?ﬁ 1B i o gl 2aa slaly

12




+ + +
H. Additional Comments on Visit ‘ 434 30U Adladal) AdlaY) Cila i) A
(22 )

(If any): ‘

Ehatids |
|

I--TFL ?/Mfﬁﬁau_, )‘mo (L-LQJ.QJg b e A Ce il FOJJ,..,_.j

End of the Survey - Thank you very much....

S 183 — Gl Ay

1 L’ e 'ﬁ'-'.ﬁ fi-p PR i
‘\fg Gk .'hgz‘ *“’f'& P s

- ’&W ,
'G.  TOTAL Branch Score
(Total unwelghted branch score, summing all sections):

Section Parteiater Thisr Bvaluation Total Points Scored in this Total Points Allocated /
: Area: Parameter
= Branch Presentation and Customer Facilities
D Greeting and Soft Skills of Staff
E Staff Capability, Knowledge and Cross-Selling
F Timeless
: TOTAL SCORE

_(f‘@&"ustaas9ﬁ¢a;)u|_).nadﬂ&)m)

g Al Bl £ saaa £

el flaai i RO gaa | el A Alpdd] B § gana A oL g Jalall | el
Oyl Aadiall SOl y £ AN s =
S gal) S Lga y s ) &
Y Al Llas g 438 jaa g (il gal) 3 38 z
=gl r
LU £ gara
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