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PROIJECT: Money

EE

SHOPPER CODE DATA ENTRY EDITING SERIAL NO.
Name Number Name Number | Name 7
25 Awf eif\ﬂwy\ 4 0\0 \ 3
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Ly S : o gl 053 Sptald e
A pu ! iy ! A e
A. Details of Visit Bl Jmalds
Bank Dhofar g i sy
Bank Muscat O iy
Natignal Bank of Oman O hanll il It i P PR TR JPL R A
1. Bank Visited
HSBC-O1B O HSBC-OIB <Ly
Bank Sahar D e Sy
Other Bank: Ay
2a. Branch Name m HMWJ, gl et 12
2b. Branch Area A QW g Al aige 2
3. Branch City HM‘OC”'E Ladl 3
4.  Branch Region n\ M PR |
Day | Month | Year Al L AL el 0 ap 5
5. Date of Visit -
S | q | =2ed | |
Hours | Minutes el ! JEXP
6. Start Time of Visit ity iy 6
1 Do
H i A3y LTSI
7. Total Duration of oL Minutes & = s LS
Visit Qo ' Yy 545N e 7




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

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

or Current Account
Saving Scheme
Housing Loan

Car Loan
Educational Loan
Credit Cards

Personai Loan
Double your Salary
Offer

Youth & Student
Account
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4.1 Was Customer Parking instantly milabh fortho _

11900 35 5 e cige A Bpuad 39 0 4.

+ Mystery Shopper? 1 =
3 |1 Yes ] 1 3
2. No Ed 3 2
i. Specify: aam
ii. Specify time taken to find parking: _{__min. P B g g a0 A 2
4.2 Emtrance to Building : ay gl M ] 42
a. Wasthe Entrance Clean? elidas Jaaat SAS Ja Y
3 |1 Yes Kl a1 3
0 2. No 0 38 2 0

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

ST iyl 1 2aa Ad e NS el S 13

el e daadl

b. Was the Entrance Convenient?

e Sl S b

3 1. Yes

a1 3

0 2. No

Oi B4,

s 2 0

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

PN T

ol Y T AT T

e Jaadh 8 MY saa o MEEY il paldl S8 13

3aomt Rl Jamim M 4L L it A 'f’ il ;
Was the branch premises clean? *‘hﬁu 5 DA e 18 A
3 1 Yes K mil| 3
0 2. No D N8 2 0

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

RS " i gl {1l daa el el STl el S 1

il el




a. Posters / Brandmg matenal present on doors, walls

1 1Y L ST TN BN PR VIR Y
A L e :i \ﬁm"' e e, S o g m-}a‘;i
p.\!\_,...“Ju'l .1;11 .uly‘f‘uk«wmuhxf&m&};dl i

and windows?
3 1. Yes K mi1lo3
0 2. No E] ns 2 0
If ‘No’, please specify “additional comments”, St Al Slma et saa llad e AT Gt el A8 0N
if any: ay

b. Pamphlets, Leaflets and Brochures on display?

i il y S e e i

3 1. Yes

&J mi1| 3
0 2. No O x2| 0
If ‘No’, please specify “additional comments”, S Al Dlaa e 2aa Al e SUST Gl gadt S
if any: Caday
c. Branding material up-to-date? talaa ALl claial) O ge A D
3 1 Yes K mid| 3
0 2. No O w2l g
If ‘No’, please specify “additional comments”, OF eldinl Sllha Mt s ALnd e STHET Ll yadt S
if any: aday

a Were employees present at aver 30% of the branch

ebu f-c-u'li- MJJ &ﬂ‘ y w%SO ' J-S‘ -'-='LH ulS ..h i

desks and counters? Phasil
3 1. Yes O ~1| 3
0 2. No B4 w2| o

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

if any:
Auayi@d&w&

Rl Slaa " aa b e KT el S8

:;.\.L-_n_’

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

ity e el (g (gl ol £ 8 S A o

3 L ves = -] 3
0 2. No D % 2 0
. . AT A S DN, T Sloh e STHE" a1
If ‘No’, please specify “additional comments”, = Ha” s N i“
. ralb |

if any:

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

ey DL () gaudny (i gall pliea /S S A D

3 1. Yes

PEU 3

0 2. No

KO

3802 0

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

0&9/\{\ Gl e,tu £g

LA M

J.J' H&l.n_,.u. \_’.u_)iﬂ‘ seall san Mg Y x?;'l_,_;n ST

sy S O gaiay Y




+ +
T . T I W e T R B A I IR R )
a. Was the area surrounding the ATM and CDM O 3 byl giﬁl &‘-‘e‘l‘J q”‘ il el 8 gt Tyl ClSall S Ga )
machines clean and presentable? T ot
3 1. Yes 1 % '[ 1| 3
0 2. No ! wW2i 0
If ‘No’, please specify “Why / Describe how the SEAS Cia gl I caa Al e MUET et S
area was unclean: b e Sl

i
I

b. Were the ATM and CDM machines functioning?

Sl g3 £ RN g ST b ealt 3 gl K b o

3 1. Yes

a1 3

Q 2. No

O

s 2 o]

If 'No’, please specify “the time at which at
which the ATM / CDM were not functioning
{and specify which machine, ATM or CDM}:

PR PV I T Rer J L e A P TSNP T

»_'l'r_)..:.".‘ ‘.JLP A _L‘.;.J)QA:.JY ’.\uﬂt\.l.l\j'qu_ul-_l"‘)ﬂ]

(g5 g1y y Y

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

TATM/CDM 4ahis b 3o Cisall g1 2,80 oS Ja .o

s TR T MR =?"-a&~~"n. W T TIAN AT
-'»f ju‘.‘..o-“&.&—--—-_.--: . R ESARIRE IR ) *

a. Was the branch anr—candntlomng fully functional
and sufficient?

3 1. Yes D PESRR 3

0o |2 No B B2 g

3 3. Not appiicable K] SRu¥ 3| g
If ‘Ng’, please specify “the time at which at A8 Jans ol g3 2 W aaa Slliad e MUK el S0
which the cooling was not functioning e 8 ekl

-?':, TR
FRET AN

NS T AN AT T R R T
'S’.-, ‘h.-t.._r -t e mnf‘.r-. :

il y i S8y Jany ol gl cipSall A8 i )

3 1. Yes

a1 3

0 2. No

us 2 0

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

Magilial Slaatha! sas Mad S S el 1S )
N s
bl S A LS Caay)

b. Did the branch possess sufficient lighting?

PAMS Splily £ il Aiahy a0

3 1. Yes

a1 3

0 2. No

OR

a8 2 0

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

Flagalal et saa Slind e SRS et S 13
LR VR DTS WP
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c. Did the customer have sufficient waiting space /
seating area?

fomslall o lia (e odlS a0 [ SUEIIAL AHS Aaleie Jeall S8 A

3 1. Yes

pai 1

0 2. No

OX

38 2

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

| ) Stk i Alid e SR et S 0
i S S Al S ey

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

A3 Al Ja1 AR guin pall SR A2 gy gy T a0 il A S
Tl Sl g fsiball) (Sal_S3 g8 wiliaa b sk 5

3 1 Yes

pi 1

3

0 2. NO

O X

¥ .2

o]

If 'No’, please specify “Additional camments /
Describe how it was insufficient:

ooyl y fAgilal iaa i i liad e HS" b gall S 1
AHS 85 s




5.1 Greeting of Customer -

+

e OF e e it 5,9

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

SE AN M Algis jg8 A Ggeddl | o 3 alllfiaa 5

0 1 * Nogreeting / acknowledgement I i gy e a
1 T ¢ Greeted within 10 minutes of entering D [ Jraall Jyas e B0 ME a0 e 1
. p. J ¢ Greeted within S minutes of entering D raxt g e A5 A aa 3 e 2
] 3 ‘ e Iimmediately greeted on entering D ; el Jydi g ea 2l e 3

b. Did the staff either / or:

G panly B gull B b

a. Ask for the customer's name?

® et :Ln.d‘ oF J...J .I

b. Greet the customer by name?

Fham! 83 ga Lpanly om0

e Yes, the customer was greeted by name /

J‘M'}uh/&'ﬁt‘émh%ﬂ‘éﬁﬁfﬂ . 3

w

basis of his / her needs?

asked for his / her name D gt
0 e  No, the customer was not greeted by E ROV DUPIPR Y D . X3 ARG VL. FRUITEN' JP PP I L 0
name / asked for his or her name gl )
M (ki) 3 M Ca ) e L Ay LBE" (L pal) z
C. Did the staff ask, “How can | help you today?” sk o 3 "o A ":I JL...} ,1"1: ;L-H
and Probe the purpose of the customer’s visit? ' *
3 1. Yes, the staff did this O JEVCTINICRVA TR IPRURR | 3
0 2. No, staff did not do this E Sy s gall al ol 38 2 s
d. Was the Mystery Shopper redirected on the Mslaliaifilalial o sl AdD fedadl 4 Bie) o n &

1. Yes, he / she was redirected on the

visit and assister him / her

AalGatfalaldal (5 A g osalel a5 24 cand
3 basis of his / her needs D el aabial L (Aaal 4 5 Bile! 250 cped 1 3
2. (CR) The first staff member . et G-
o Jhaell 4y i1 G20 Vil pall il { ¢
3 encountered probed the nature of E il Iy > () 2 3

el foseluy 5k ) deuk

3. No, he /she was not redirected on
the basis of his / he needs

Were the staff courteous on the customer makmg
his / her enquiry?

Lefaliafaaliial LB aps i alet 33 2 K 3 0

customer enquiry?

0 *  No, the staff were not at all courteous | [] BBV o Bl caligadl 54 W NS e 0
& Yes, the staff were quite / reasanably . 2
3 adlaly s yall '
1 courteous m B g gl a3 ipal 1
2 * Yes, the staff were courtecus D gl gl S A i e 2
3 « Yes, the staff were very courteous D AFLL el b gl S Al i e 3
b. Did the staff demonstrate “active listening” on ol Joakina T alp] plikeat il pall Bl A

*« No, the staff did not demonstrate

0 1 plival cAb gall gt 1Y
active listening D sl o el ety ¢ 0
= Yes, the staff listened quite / 7 . c . e . C e -
pd } [N AL iy AB gall “l.nd1 al
1 reasonably actively . biad) B Ak S peo e 1
2 *  Yes, the staff listened actively D Gula) B gall  Aual bl caai  » 2
3 *  Yes, the staff listened very actively D Gl Ga oSS B gl dat Gl i @ 3




Did the staff appear confident? Thabi o (g 1 0 B pall g A D
s  No, the staff did not appear confident ki O Bly e gl gl d NS e
* Yes, the staff appeared quite / e . 4 s " - .o
' e (Sl A 19 43l \ .
reasonably confident v : On Fly Al o gl g ped

i *  Yes, the staff appeared confident Al fa Bl Al o il ) et e

OX 0|0

[ * Yes, the staff appeared very confident ki pa Ll Blyadl o byl el caxi @

_—————————

! d..th List the names of staff interacted [ - agn Lalad 1 gl e S5
with: _ N
o ML/Ms Y, rawme, tod wows 1 |REgped . Lo ed .
e  Mr./Ms J 2 [0 Ll Laal e
] *  Mr. [/ Ms. 3 AL Laat e
*  Mr./Ms. 4 | Aol Lol e




6.1 StaffCapability .~ - -~ .. - Cuiligall il 6.1
a. Did the staff frequently probe the nature of the oA S Gl Clabial) dapd Gf leallu¥l Gl galt A8 A
customer's needs?
3 1. Yes [l i1 3
0 |2 No Bq 38 2 0
If ‘No’, please specify your comments:
be W kwwwf Q/\AI‘FA-Wj b
b. Did the staff actively attempt to anticipate £eaga i Chalial  Fula Alad Al yiaey il palt a3 A
customer needs?
3 1. Yes O pxi 1 3
0 2. No X 35 2 0
If ‘No’, please specify your comments: Tl ey & Sl ST 1Y
Ye, WOa 5:)«..\,&4.{ wills chnrvx.ﬂjlnl{}} Clor
c. Were the staff able to cater to the needs of the aal 300 baa il (g o G Slpla) Al il pad) £ Ualed A S
customer without seeking the help of a colleague? T3 30
3 1. Yes E a1 3
0 2. No O X 2 0
If ‘N, please specify your comments: Ll s o8 Bla ST
INT: IF the Answer Is YES , 50 the answer for Q
D should be Not Applicable
d. Were the staff able to answer all / most of the N o 3
questions posed? fha gohall ALl pias JJS O Aata ) il galt pllaivd Ja &
3 1. Yes 4 s 1 3
0 2. No O 35 2 0
3 3- Not Applicable Gy ¥ 3 3
If ‘No’, please specify your comments: RO rlady o sla ) S 0
e. If the staff were unaware of the answer to a oh 3-4-‘@-" [NV TS FFCT o 198 b gl (5 &1 43
particular query / queries, did they politely “ask #0935l dad [l e A3 e 2 Jal e IV Gudeds dia wilb
you to wait while they double-checked with the
system / a colleague”?
3 1. Yes O axi 1 3
0 2. No K 38 2 0
3 Not Applicable (Balaiy ¥ 3
If ‘Ng’, please specify your comments: : Sy ey o pla NS 1)
3
+ +




a.

.Overail was the staff well- mformed on Bank R

- L-.h_’l.nn.umumuh_,hauﬁ_ym LS ) c'-LGdS-u \

Dhofar's product and services? ¢ Ul e,
0 s Notat all informed O SV e clagla gl o e 0
+ Well informed on at least a quarter / a e .
Shanall g Siladiall - (At . \‘-I 1
1 few of the products and services | 3 Sadiall et o "'pw ”’.l:& ::; ¢ 1
discussed -
e« Well informed on at least half of the Al Diasdlty il head Se Y1 o pla; e
2 atlea: K i 2
products and services discussed P
e Wellinformed on at least three- . sl zags om
[l NPV (] LIJ\ &lﬁ.l Fi
3 quarters or more of the products and | [ Pl e S8l £a - oo 3
: . Lem®lia a8 ~ _lu.l.:.a‘J
services discussed
b. List the details of the “main purpose of your visit” aedll A g sa LaS) a0 e N il Aleade AaY A gy ab

(as per SECTION B); rate the staff on the level of
“product / service knowledge” in this area:

"olaaid) p Sladially ekl &b aall 5 giea" o Cpha gall

il pdy (2
TR IPRTY ‘I"

INT: LIST THE CODE FROM SECTION B.

& il On el 108y 3 sty

0 * No knowledge at all D ' SUBY! e Ay e 0
« Wellinformed on at least a quarter / a .
il -l n - il . 1 to
1 few of the products and services | Sleailly Siasiall e G fo) e ‘Eﬁ “'L" g @ 1
. Lnctlia 3 J.JI
discussed
5 e Wellinformed on at least half of the 7 25 il laaddl y Sladidl dieai e Y e aly e 2
products and services discussed il
»  Well informed on at least three - D
Shaditadl e A€ o) gl A B
3 quarters or more of the productsand | [] il e ST E S Jﬁ "h "LJ * 3
. . M‘ LS __,..]! \._:l‘.l:.ﬂ_,
services discussed
¢.  Did the staff attempt to “cross-sell” other products lhatd g chatial " ALEY Gl sl & glaay wib pall o0 g6 D
and services? ¢ 5 Al
0 »  No cross selling at all bd XYl e eyl ey pi )] 0
1 e Cross-selling after a lot of prompting D S ARG e K g ALSY] o lans Wl @ 1
s Cross-selling after a little / some . ; . . .
bl ) g ALY [FTAPPRRAL] 2
2 prompting D = e s ¢
3 + Immediate cross-selling attempt D S e Sl anll U jaa W 3
d. Didthe s.taff explain W‘I:ly 8ank DI'!ofar’s producis RLaR B 2y ety cilpdie 1 g ot il sl ol b
and services possess a “Comparative advantage ’ Phiialh i) e e "Eppudl
relative to competing banks?
3 1. Yes 4] P 3
0 2. No | w2 0

If ‘No’, please specify your comments:

:‘ﬁﬂiJ Cli—ﬂj_l-l i':‘ ‘5"-1-_) s !;'I

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

Shadd 5 Slatie 06 "ALUS Gia glea” ilae Y & glaay b gall 48 JA g
falall O3 Sl aa b o

INT: LIST THE CODE FROM SECTION B.

S ) o ) AL o8 1y

0 ¢« Nainformation at all

SVt S SayasY e 0

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

Al i ghaalt G B B Lo slaz! e C g
"

LiRie 5 8 il wiafiay |

¢ Information provided on at least half

Sty Alata) Sl plaal chead Y1 S8 dac! e

OO0 X |O

2 R 2
of the products and services discussed e 28 L1 Slaadldly
* Information provided on at least three ; i S .
[l N I gl gly i A |, o cluac!
3 quarters or more of the products and e “.L:J's ", E—u T &Y’;‘rﬁ\ * 3
services discussed & T
3 » Not Applicable NATE B 3

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

falall Q1) daall LI g Slaliaadl y (S1s1aYl Lilda Slagina 7

INT: LIST THE CODE FROM SECTION B.

5 el a1 G B 1ty

0 +« No information at all

S0y e Slaglaay e 0

¢ Information provided on at least a

Gl e el e S0 fag) BY! Je slac) @

1 quarter / a few of the products and E T 1
q.l....sLu : 1 L_:L‘-\Lh \_ﬂu_.ﬂ..
services discussed a 3
2 * |nformation provided on at least half D Slatialy Aalagal e pladl) chead BY e sz} e 2
of the products and services discussed Lndilia o3 A laxidiy
¢ Information provided on at least three . . .
il gleadl e NS ) gl A2 8 e !
3 quarters or more of the products and EI = o A ER S o et 0 3

services discussed

Ll o8 T Cilasa) y Siadially Giladal

3 *  Not Applicable iy e
g Did the staff attempt to acquire more customer Jal e G Allaie ST e glae 4 add & faay B gl o3 4 F
information so as to follow-up at the end of the visit? 28 LN dglgs A Anliadly pLAY
3 1. Yes O a1 3
0 2. No Bd 2, 0

If ‘No’, please specify your comments: .
L o L-»uu’{ wrlb

Condthong elgo

P plaly A el S

J

11
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7.1 Timeless

+

< g 7.1

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

ot O gt b gt i Laladll LAy g AN Jgha aie ARSI 8 )
aaidl adige e [ alal il

INT: SPECIFY TIME IN MINUTES:

T e gl s rlaly

|
0 e Over 15 minutes O 115 e 280 e 0
1 e 5-10 minutes d 383105 e 1
2 « 3.5 minutes O 353 e 2
I3 = Under 3 minutes R EE LW e T . 3

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

e S8y Jemy el B UELYT WU U e m 06 L

Queuing system did not function at

0 all O Y o Jaay ¥ il i Y A e 0
e Queuing system functioned, but it Nl . il ..
Uy Sy el ALk
1 worked with a few impediments D] s s e oy oA PR e 1
»  Queuing system functioned and it Jlad JCB g Al gy Sty il 3 DY M1 e
2 S . O : 2
worked quite easily and efficiently Leaa
s Queuing system functioned and it S8y 9 A0 A ey Joamg ieall i URTY1 GRS ) e
3 . . O . 3
waorked very easily and efficiently Jlad
« Not applicable E Sl e -
¢. Time taken for the “purpose of the customer’s visit Al ge ) dpeagh 36 Gga3l 505 i 4I" Jal e JID Sl S
:ll " Al

to be fulfilled once reaching the counter:

INT: SPECIFY TIME IN MINUTES:

12

1 a S gl S22 raly
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H. Additional Comments on Visit 13,0 0 At AghlaY) Cila Tl 3
(If any): Dy Y

- The |bnanch, w 9ood
- L el 4he Q\_,\-.AFLL

L he  wae bbuuf f’uTé‘umj Sra

ﬁ Anawensd all

o lion

mﬁeu/a b“}
on “The 5;1 1 ,

End of the Survey - Thank you very much....
S 183 — Glatalt A5

G. TOTAL Branch Score
(Total unwelghted branch score, summing all sectlons)
. - I.l I Evait ' s SN ~ Total PolntsSmredin thls _'Fotal Points Allocated / -
' SG_ GﬂOI- on l 'a'"eu' S ~Area: Parameter
C Branch Presentation and Customer Facilities
D Greeting and Soft Skills of Staff
E Staff Capability, Knowledge and Cross-Selling
F Timeless
B A T * TOTAL SCORE o
gAML f gaaa L F
(?Lu!\!] Jstn LP_)IHA;;.)A]] _).K‘.LLL.U t_yuu)_
Jolall Jlaacadal) AN £ gages ,.JHQMMEH- * ' oA o35 920 Jeladt el
Gl Aadhall gl g £ i pls N
OB pall Ol jiga y a5 S
ALY gl Agles g 458 jaey (il palt 349 z
i gl T
T e e Co A g gage
13
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