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PROJECT: Money
SHOPPER CODE DATA ENTRY EDITING
q Name Number Name Number Name
3 \/M.wo [N ’Zadq}
1f g psall
5, e ! cr o e c en -
?’3 Ll S 4 e el i Sl e
i ! 24 ! A ey}
A. Details of Visit 3L Jyeald
Bank Dhofar | s Sy
Bank Muscat D BRI
N National Bank of Oman |:| andl il glt Al Gy D g2 i
1. Bank Visited
HSBC-OIB O HSBC-0IB &
Bank Sohar A e i
Other Bank: DA
2a. Branch Name gou._;.ulCr £l o 12
2b. Branch Area Sou_q g ol w2
3. PBranch City {ouaw .'c’ Gl 3
T
4. Branch Region ﬂ[ M,\JJ Ailaid 4
Day | Month [ Year T SN ax 5
5. Date of Visit
fy of | 20 | |
Hours | Minutes i [ Sle L)
6. Start Time of Visit " o Sul iy cd, 6
i ARl EXPAT]
7. Total Duration of Hours Minutes & = s L
Visit 0 O l ,O ol e 7
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QOpening a Savings m
or Current Account -
Saving Scheme | PSSV

Heusing Loan St
R _’!J'l;...)ia;gn..tfﬁngjiﬂu L:._JL....i.L.;I‘Z
Car Loan O 5 e i < 2 s
J miadl Jastds 2an 31 /5 eddall JSa0 sdialy
FEA ]

General Enquiry relating to a
specific Product, Service
and/or Facility Educational Loan O el i A
INT: SELECT AS RELEVANT AND/OR : —
SPECIFY DETAILS OF Credit Cards O S

= e

Douhble your Salary 2 et
O e

Youth & Student D el e e
Account ' T
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» .MysteryShoppu? L L
3 |1 Yes N poi 1 3
2. No K A 2
i. Specify: g
ii. Specify time taken to find parking: leiﬂ. an N PRI BN Wt JU B
4.2 EntrancetoBuilding "~ - c it ( J Jobilt 4.2
a. Was the Entrance Clean? LS Jasadt i Ua
3 1. Yes Bq axi 1 3
0 2. No O % 2 0
If ‘No’, specify “Why / Describe how” the NS gl AT e SLd e SISl S
entrance was unclean: el g s

h. Was the Entrance Convenient?

Tlandia Jiaall S 4 o

3 1. Yes

g

3

0 2. No

Ol

a8 2

0

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

Laiia Javalh S5 WF AT 2va o UUEY il yadt US I

Was the branch premises clean?

3 1. Yes

0] 2. No

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

S S e b 13T o Bl e HET il padt S 13
Al el
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a. Posters / Branding materlal present on doors, walls
and windows?

23

&
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IR, o, LRGP
£ 381 43 .\ﬂul.usyylubmuoux;mha,,@ \

3 1. Yes ¥4 i1 3
0 2. No O ®2| o
If ‘No’, please specify “additional comments”, Sb Al Sla e aia Sllad e EEY gt S
if any: cDamy

b. Pamphlets, Leaflets and Brochures on display? Sl il y Sl i e a5 b g
3 1. Yes | 1| 3
0 2. No O w2 0
If ‘No’, please specify “additional comments”, bl Sllaa i san Blal e (ST Ll gadl S 13
if any: Rty
c. Branding material up-to-date? Pala 4y el cAakall ol ge 4 D
3 1. Yes B4 1] 3
0 2. No O M 24 D

if any:

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

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

G i) SR S saa Al e SIS el S 12

:u_.l-]_&}

Tallgy phiTSa #12s £ oA ABge Gn %80 coa ST 3] 5 S b

desks and counters? faaadly
3 1. Yes 74| 1| 3
0 2. No O w2 o
If 'No’, please specify “additional comments”, O et Sildaa N 20a ALl e HE" bt SIS0
if any: (Zaay

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

Ty e el Dl (gt pBme f S GE A o

if any:

3 1. Yes E a= 1 3
0 2. No O 2| 0
" .ll .ll‘ M - ‘ \:IL.A; "n ]! - i . ‘ll " ‘ lI .E "ll
If ‘No’, please specify “additional comments”, S A dam dllad e ISl el ,‘L}:
. ol |

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

9 pilanely S (i gaday (kB gl pBma f S S A S

3 1. Yes

a1

0 2. No

a8 2

If ‘No’, please specify “the approximate

number of stiff not wearm&e badng

Cpll Jphda gall g AT saalt 20 Sllad e MNEY gt S5

ey SIS g Y
j _ﬂg&w_mj
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4.6 ;i ATWand COM chachines... {7 sy &

1)“‘

‘]4",» -PF*I;F:, ‘- ‘, ] ".‘ :

a. Was the area surrounding the ATM and CDOM

L 25T MRl ST ‘4-5

oy il J.nm E13¥13 ) Bl $ pat Bl Gl S b

machines clean and presentable? ? gl
3 1. Yes x| 1] 3
0 2. No O w2 0
If ‘No’, please specify “Why / Describe how the LR TSN (K PUSELEEL TP SUPIRL L SNV L S

{ area was unclean:

g T-VRRTt Ou

b. Were the ATM and COM machines functioning?

3 1. Yes

Shaal R £14Y1 g N ) eall § gl SIS A
T

a1

3

0] 2. No

O|&d

s 2

0

if ‘No’, please specify “the time at which at
which the ATM / COM were not functioning
(and specify which machine, ATM or CDM):

e 48 280 W B e Ald e IS i gall S 1S
S peall g g ) Jead Y gl gAYy Y S eall
(S gyl g iy

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

TATM/CDM 4dhis 3 o Sl gl 3,80 8 J4 o

1

3 1. Yes | 3

0o |z No O B2 9

3 | 3. Notapplicable B Sy Y .31
If ‘No’, please specify “the time at which at A Jaag ol g3l A G e Gllal e ST padl S 1
which the cooling was not functioning ETENN- AP T

ipanch Athblegttn Sod FROmvien )\
a. Was the branch air-conditioning fully functlonal
and sufficient?

TRE k5

il e Sk Jany i gl Bl IS b ]

3 1. Yes ¥4 1| 3
0 2. No O X2 0
If ‘No’, please specify “Additional comments / Fragial oM ana AL e TS ) pall S 1)
Describe how it was insufficient: S A Al 1S Gy

b. Did the branch possess sufficient lighting?

PALBS Salualy £ R iy A L0

3 1. Yes

a1

3

0 2. No

Ol

s 2

0

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

fagla) ilaa M saa Hliad e RS Ol yadt SAS 13
S S o S e
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Did the customer have sufficient waiting space /
seating area?

o ptalt 3o lhe e S e /U AR Aalene Jpeall D18 A S

3 1. Yes E UL |
0 2. No D us 2
If ‘No’, please specify “Additional comments /

Describe how it was insufficient;

[aglal Siaad” v ALl e ST et S
S S AT S ey

. d. Did the customer find it easy to follow the signage

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

g B AN (A1 A8 g padt ST &S g py OF g kI 6 D

fhaall 8Ly (Sal) R aliaa N Ak
3 1. Yes O a1 3
0 2. No Bg Y2, 0
If ‘No’, please specify “Additional comments /

Describe how iE was insufficien}

. A8 S0l
—thpk M to e J&#@A
- v

eyl y fial At saa Slad Sa HE il galdl S )
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5.1 Greeting of Customer : -

O w5 5.1

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

Cp RN D alpia eb ALl Faudall o Giadllfua Al 43 )

e No greeting / acknowledgement

Ny eyl B

e  Greeted within 10 minutes of entering

cralt Dpad e B 10 SBE pa EL

Greeted within 5 minutes of entering

gl e 3G A a i e

w [ V] - o
L

Immediately greeted on entering

000X

o
1
2
3

l
|
|
B I |

b. Did the staff either / or:

oAt gaaly il gt B A

a. Ask for the customer's name?

F liantt act e

b. Greet the customer by name?

Faa ﬁir_lguﬁ'q__nj S~

s Yes, the customer was greeted by name /

me\JJW/‘M‘)SJc"M%*PJﬂr‘Jﬂ‘HJ .

basis of his / her needs?

3
3 asked for his / her name D Lt
0 s  Np, the customer was not greeted by E‘ TR IRAPY WA I IR TTY, WIRETERS: LTI 0= L S 0
name / asked for his or her name et
bk CF ki) g el VDR ke (,.us..," A" o ab galt L=
c. Did the staff ask, “How can | help you today?” & e e "‘: dL‘S nd; L:
and Probe the purpose of the customer's visit? -
3 1. Yes, the staff did this ﬂ Sl il gall 213 a1 ans 1 3
0 2. No, staff did not do this O Sy il o 38 2 0
d. Was the Mystery Shopper redirected on the Nlalialfdlalial o sl ALl §audiadl 4 40 Bas1 23 b 0

3 1. Yes, he /she was redirected an the
basis of his / her needs

Lfplial/adalial M (3} et aua S ole] 35 28l 4 pei g 3

2. (OR) The first staff member

—ay

e Jraadt “ Al ;30 g b gadl il (_,'L) 2

the basis of his / her needs

a. Werethe staff courteous on the customer maklng
his / her enquiry?

3 enFountered probed the nature of D el foaclay 5 i Rl 3
visit and assister him / her
0 3. Nog, he / she was not redirected on L Tonlgialfadlaliial T asa il Saled 15 20 038 3 0

JIFFRNEE

"wﬁ"#i'

Pil 1‘—

customer enquiry?

0 ® No, the staff were not at all courteous |:| I % ) (I A - PUR L TS I LS 0
s Yes, the staff were quite / reasonably - PR . .o
! 4] gk ABLL Al ] Erig 1
1 courteous E Fan (Al e Wty gl a3 vped e
2 *  Yes, the staff were courteous D Gl il S el e 2
3 e Yes, the staff were very courteous D AL yal Gl gl S el e 3
b. Did the staff demonstrate “active listening” on Tl adlnd " bl pliaal™ Ciligall 4B Jb

¢ Ng, the staff did not demonstrate

agl placal Wi gall gl o LS o
0 active listening D i - # *
*  Yes, the staff listened quite / . . . . w .
’ (,..L\gl 4} Ak by iB gl } oaal . 1
1 reasanably actively 4 Al 23 [ pike B gt s gt
2 «  Yes, the staff listened actively D Lot b gall doal 2 aai @ 2
3 *  Yes, the staff listened very actively [:] Ll (e S Gl gal) ol 30 pai @ 3
7
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Did the staff appear confident?

Thaaki e (Bl g ad) e LB gl B Ja

* No, the staff did not appear confident

s e (g AS] e il gall el Al BE e

s« Yes, the staff appeared quite /
reasonably confident

Jiome .'.S.u“uu"o..‘j.'ﬂ_,uiu's\_i‘,s)diﬁ;?sj .

¢ Yes, the staff appeared confident

MEC)“;1J4-;;|U:F-.I.‘¢}AJ"PG‘:&] .

¢ Yes, the staff appeared very confident

0|0 & |0

LR PR PPV - PRI SR VP VRIS, R

d._th List the names of staff interacted e iatad ) gl pland SH
with: -

+ wr/Ms. Ot Halo WK po nara- 14g ULy lodl .

*  Mr./Ms. 2 Vi Aty leldl e

e« Mr./ Ms. 3 il L il .

s Mr./Ms 4 Al el .




6.1 Staff Capability

bl gl 3,30

6.1

a.

i JSy (g Shabia) ek OF skl B sl o8 A T

Did the staff frequently probe the nature of the
customer's needs?
3 1. Yes X a1 3
0 2. No O %5 2 0
i If ‘'No’, please specify your comments: e, R TP PAENG e T
b. Did the staff actively attempt to anticipate € a1 labyial (o Altah A gaay A gt U8 a4 o
customer needs? £ et
3 1. Yes X i1 3
0 2. No O %2 0
If ‘No’, please specify your comments: il rliady o8 Sl ST 0
¢. Were the staff able to cater to the needs of the dal 500 base by (390 G g3l Shabilald 4D il gt pllid Ja o
customer without seeking the help of a colleague? Toia 30
3 1. Yes e pai 1 3
0 2. No O 3K 2 0
If ‘No’, please specify your comments: W plady o Bl ST
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
questions posed? fha g laalt ALY pliaa fJ5 5 Glath Cili palt £l JA &
3 1. Yes frac a1 3
0 2. No O 38 2 0
3 3- Not Applicable G ¥ .3 3
If ‘No’, please specify your comments: ol Ly o8 Bla ST 3
e. If the staff were unaware of the answer to a b Adgma Alicad fopme Jipea o e o |08 i pall 0 W0 13
particular query / queries, did they politely “ask a3l dab falBill e 400 5 je 2SI Jal e BRIV Cadgls dia Gl
you ta wait while they double-checked with the
system / a colleague”?
3 1. Yes O pai 1 3
0 2. No X N 2 0
3 Not Applicable Gulaiy ¥ 3
If ‘Ng’, please specify your comments: ol Liads a8 Bla ST 1)
Moo cudnt ek %m/ fonrone
9
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{as per SECTION B); rate the staff on the level of
“product / service knowledge” in this area:

a. Overall was the staff well informed on aank uh-h.’ u*-?-u-' Mh-u Adans ‘-‘L‘Jh‘ h-th-J" sd s dl -p‘& d&-- f
Dhofar's product and services? ¢ s oL,
0 * Not at all informed D I%LY e Slaglea s jud e 0
i » Well informed on at least a quarter / a Ly il e Y fan e Y e
watanl g Jiadtal ] : M
| 1 few of the products and services O AT e o 1
! discussed i
o, e Wellinformed an at least half of the 5 L Clanally Sl cdeal Je Y e aas e 2
I products and services discussed il
' * Wellinformed on at least three- N i e
Shadiad e AST gl plsi DG B e aleg
3 quarters or more of the products and | [] i e Sl S g SBE 3 aoeEo e 3
K . ‘.G_..SL..- ‘,. ‘,.I..ll \_‘LA_‘.&_AJ
{ services discussed
[ b. List the details of the “main purpose of your visit” kit A (5 3 LaS) "EL0 e gl dlaie 4o g gy B o

"'LA&J’JM&M‘M}J\GP"UEWﬂ\*#J (u
MHHU!

INT: LIST THE CODE FROM SECTION B.

S ] G a0 A o 1ty

0 s  No knowledge at afl D ALY e Y e 0
¢  Wellinformed on at least a quarter f a
Chaadli y Ziladial - | z | !
1 few of the products and services D 3 o B e ‘P‘ mb"h : ¢ 1
discussed *
2 * Wellinformed on at least half of the g B A Sladl y Slatidl cdead 0o Y Je ey e 2
products and services discussed PRt b
s Well informed on at least three . s .
Zilaiidt e 380 g plsi A0 Y Lle Jay e
3 quarters or more of the products and D e 3
l.‘.u..ﬂ_u |l PR ES]
services discussed i !
c. Did the staff attempt to “cross-sell” other products Slead g Silatial ™ALLY " o alAD AL glay B palt B8 G4 O
and services? TRy
0 * No cross selling at all E A=Y e Auayl e Glagayal e 0
1 e  Cross-selling after a lot of prompting | [] S lhediy) e A aay LY Al ey 40 e 1
2 . E:E:;:_::?g after a little f some El S a3y ALY ol lans 5 2
3 ¢ Immediate cross-selling attempt D 2 e Loyl el dglacald e 3
d. Didthe s_taﬁ explain Why Bank Dh.ofar’s product's L™ Lyl AL 2Ly et y haTia 15l £ 50 aBpall i b
and services passess a “Comparative advantage” AL o 1 e e el
relative to competing banks? ’ )
3 1. Yes D a1 3
0 2. No J={ %2 0

If ‘Eo', please specify your comments: ’,

pal ) s o Bl WS N

Othe~ Sy Wa:

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

itk y ladla o8 AL Slaglaa” e Y A glaey b gall o JA 7
PAlall by S e ik oLy

INT: LIST THE CODE FROM SECTION B.

S ) o a1 RS p aly

0 | * Noinformation at all D AU e Dhagaay e 0
e Information provided on at least a ' L) e g e D fas R e el
1 | quarter / a few of the products and E A e 1
I . . i aS ".a.'i Slecan! y Sladiady
services discussed
2 | s« |nformation provided on at [east half D i Sl ATy Zie yadt wheal Y S0 elac) e 2
' of the products and services discussed i Ll o5 Al Diaailly
s Information provided on at least three e Cean
Silaglad! e sl g gl i A0 Y e sllac) e
3 quarters or more of the products and D cam. . . - wey 3
lililia | Soleaadl o Sl il Adlaial
services discussed s I TR
3 * Not Applicable T T A 3
f. Information on relevant procedures, falall il dayliad) 0K g Slalieeall y o Shp1_aYl ARate Sl gl
documentation and follow-up method?
INT: LIST THE CODE FROM SECTION B. AP R | sy PORUT AR
0 *  No information at all D MYl e Slaglaay 0
# |nformation provided on at leasta .
Alaidl Sila gleadl e AN N Uac ]
1 quarter / a few of the products and E "Lﬁ ‘:’;_M ’F‘: J. I "'f:] ° Y * 1
services discussed aa e
2 s Information provided on at least half I:I Sladialy dlleidl Cile pleal wheai G0 o eloc) e 2
of the products and services discussed Liiilie o5 B Dleaddly
« Information provided on at least three . . .
PP A SOV B A R L L 4 U]
3 quarters or more of the products and EI ,L.,.!“ .";. J‘s‘:ﬂ E_,.J ? f Y,."t.f] - * 3
services discussed # 3
3 s _Not Applicable Sy e
B Did the staff attempt to acquire more customer Jal fa cige iy Aideta M cilaglea 43 ald 1.1_,-1.;., ._da_,..n P2 aF
information so as to follow-up at the end of the visit? T Al A dasially Ll
3 1. Yes Il a1 3
0 2. No K ¥ 2. 0
If ‘No’, pleqsefpeciw your comments: | il pliady A el S
}" &)&VN/ A ir Pl sttt e )
1
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7.1 Timeless : - chg - 74
a. Waiting time on entering the branch, before oA O ! (ol gl g Salalll Sy gl Jeaa de SR CB
dealing with the frontline staff: D daadll adige e [ pata¥ll Lad)
INT: SPECIFY TIME IN MINUTES: [ : B e g0 03 1l
0 e Over 15 minutes O 615 e SST e 0
1 s 5-10 minutes D A3 10-5 e 1
2 e+ 3.5 minutes O FRs3 e |2
3 s Under 3 minutes E BRE I e e 3

b. Did the customer feel like the queuing system

functioned properly? ST S8 ety ciaall A UBLY) AT G (3 A A

e Queuing systermn did not function at

0 Al O WYY o Jaay ¥ il LB DY M e 0
1 * Queuing system functioned, but it D Sl 2 Oy Say il i UV Sl o 1
worked with a few impediments Fo s b o W SERT ARG e
2 e Queuing system functioned and it E Jub Jel A ppea Jay il b URGY AU ) e 5
worked quite easily and efficiently Leaa
3 e Queuing system functioned and it D Ul g 4l A g Jumy il BTy MRS e 3
worked very easily and efficiently 3
¢ Notapplicable D SaisY e -
c. Time taken for the “purpose of the customer’s visit aliga A dpayh 2o G g3l B ) cian 4pE" Jal Ga 235 A S
to be fulfilled once reaching the counter: 2 daaddl
INT: SPECIFY TIME IN MINUTES: A 1A e B g 32a siialy

12
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H. Additional Comments on Visit 43l Alladall AALSY) Gla jdhal A
(If any): (s O

- VA2Al el

- Neene. (ae p«ILU NArt__L

Taln /X & IM .

deoka, ad oy owe ) thewn ‘wuflr

“f

End of the Survey - Thank you very much....
Sy § 80 — Lt AlgS

G. TOTAL Br anch Score
(Total UnWEIghtEd branch score, summing all sectlons)
1 \ﬁ' Y L SR D
Setiuon‘_ ‘Pammtmderiuluaﬁnn ~ CArea: tiTh _;ﬁ,_ LA Pt bar
c Branch Presentation and Customer Facilities
D Greeting and Soft Skills of Staff
E Staff Capability, Knowiedge and Cross-Selling
F Timeless
" TOTALSCORE | . = »i v 0% T hooy el
o T R A . I 3 S e
gl bl £ gara  F
({a]—-ﬂkw uSc.us ttﬂhaﬂ‘ _).\c-.h..ull t__,m)
“Jelad oacadoadl BAS P page | . jpaddW B Alpunal) S P gape g o g a0y g M Jatal | sl
Cga 0 dadiall =Bl y g AN ppis O
Ol pal) 2 lgen g a3 &
ALY Al e g 4S8 aa g il gl G4 z
LA r
- a8 SN Ll Gl Al s
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