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PROJECT: Money
SHOPPER CODE DATA ENTRY EDITING " sA.#
Name Number Name Number Name SERIAL NO.
30 [paidhem Bid Naud alofole[1|*
gJJ‘:uH
A8 5l PN i Y ..
L A3 e graarl A 3 el e
ai = a8 it 28 5 ay'
A. Details of Visit Bl Jaealds -
Bank Dhofar Bd b Sy
Bank Muscat D ok oSl
National Bank of Oman D eandl ke glt S Gl 530 S
1. Bank Visited
HSBC-OIB O HSBC-OIB 4
Bank Sochar D o ol
Other Bank: TRt
23. Branch Name M HALL £ ! i2
Zb. Branch Area M F{AJ?.Q‘ gl adge 2
3. Branch City Mo oY 4 Gadi 3
4. Branch Region }(, haa i) @A, il 4
Day | Month |  vear dull Tl T e UM e 5
S. Date of Visit
1] 04 | Lot} |
Hours ] Minutes el I ile Ll
6. Start Time of Visit { l LO oy iusd, 6
i T AP
7. Total Duration of Hours Minutes = S L
Visit 0o | 9_( l Pl e 7
1
+ +




Cpening a Savings
or Current Account

Double your Salary
Offer
Account

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

INT: SELECT AS RELEVANT AND/OR
SPECIFY DETAILS OF
PRODUCT/SERVICE
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4. 1 \HasCustomerMHulnmnWMIhbhforthe

a0l o E s e D A 309 b 4.1

3 |1 Yes a1 3
I 2 No 38 2 '

ii. Specify time taken to find parking: 5 min.

('\-.—“ M@. . crim

1

[
14

!

i e SV H 0 2l e o

4.2 Entrance to Bullding il ) Jsid 4.2
a. Was the Entrance Clean? ol Jaad) 48 s
3 |1 Yes B4 a1 3
o |2 No O 3 2 0

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

S S Cia gl /13" saa Slad e SUSY el S

gk e e

b. Was the Entrance Convenient?

eldie Jaaa 1S A o

3 1. Yes

g 1 3

0 2. No

0K

us 2 0

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

laaie Jaadt oSy o MO aas o UUEY gl S S

' o
Was the branch premises clean? eliag g_,an u.u.. uu i
3 1. Yes X i 1| 3
0 2. No O X2 0

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

CalS S e g [l e Al e "RE" gl AS 1

Al e ol




A T Branding Wl e i A Ty B s e e S A
a. Posters / Branding material present on doors, walls "-“‘J*“J c..‘.:-‘-‘h“ v ) e 4 jlas Slade [ Silieale aa gy JA D
and windows?

3 1. Yes 4 1| 3
0 2. No O w2 o
If ‘N¢’, please specify “additional comments”, S Mgl e ane il e SIS el NS 1D
if any: DAy
|
|
b. Pamphlets, Leaflets and Brochures on display? Fl il y Sl e e a3 b
3 1. Yes ¥ | 3
i) 2. No O W2 0
If ‘'No’, please specify “additional comments”, S Ml e N aaa Sllad e MUSY L gl JAS S
if any: Aoy
c. Branding material up-to-date? faluas Ay ladl) ledall 2 ge Jb S
3 1. Yes a and 1 3
0 2. No O 2| 0
If *No’, please specify “additional comments”, O A Sl M dan Ml e MEEN G gall RS0
if any: Calay

a. Were employees present at over 90% of the brnch y\y_; ﬁ-u'u-a (FY) f_-_,u_,,au.- %90 O _).:SI aal gy oS ,_SA l

desks and counters? tiaadl)
3 1. Yes ket 1| 3
0 2. No B w2 o
If ‘No’, please specify “additional comments”, I TETCR LR U, WERTPRIT ISR BV, LG PR (R LR
if any: Saxy

b. Were all / almost all of the staff neatly and

[ P " el g - [
professionally dressed? ey <om Ll Gty Lubgall ol [ S OIS b s

3 1. Yes E -1 "
0 2. No D = 2 5
H it " ;;‘ Maail ) Sl N Al cd e NEY - =
If ‘No’, please specify “additional comments”, st Siaa " e Jlid e MUST sall u_lS 130
]

if any:

¢. Were allfalmost the entire staff wearing name . i .
/ & € by S L gy (S gal) plima [ JS A A S

badges?
3 1. Yes R 1| 3
0 2. No ™| X2| o
If ‘No’, please specify “the approximate Sl okl gl Gl sl saa Sl e ST Gl gal! SAS 0

number of staff not wearing name hadges: : oty 2 S piay ¥
Lgmft{{\)‘{ t (L&WLWMWI’MA




a. Was the area surroundnng the AT and CDM

+
BFIIEE -0 0 MR TG RS m&w*rmy:}

e g B G £ 13T g N el 53420 Baal) GSAD RS b

| i

machines clean and presentable? ¢ plalt
3 | 1 Yes X 1| 3
0 2. No il w 2| o
. If ‘No’, please specify “Why / Describe how the JE RS o g Ml dia Slab e SIS el IS
+ area was unclean: R ek A8

b. Were the ATM and CDM machines functioning?

Tl gkl BNy V! U el ) S O o

3 1. Yes e ot 3
0 2. No 'l 2| o0
If ‘No’, please specify “the time at which at PRV oSBT am Ll e ST gl S 13
which the ATM / CDM were not functioning il el Gl m_;) Saad Y it lahy V) il el
{and specify which machine, ATM or CDM): gl glay Y

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

CATM/CDM 4dhaia A 39 ifall g 4,00 S8 Ja &

a. Wasthe brach air- condltlomng fully functlonal
and sufficient?

3 L Yes M oL

0 2. No [l B2 g,

3 3. Notapplicable ([l G ¥ 3| 5
If ‘No’, please specify “the tirme at which at Ui Jang ol g3 280 aaa Alad e MHEY L galdt S
which the cooling was not functioning S L el

. LT S I R y
Co4 7R T l' "R .-I't"(:i ﬂ—, LT 8 nk

' TQLSJA;_;MMU;!*J!;A,\M\ULSJAJ

3 1. Yes

el 3

0 2. No

382 a

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

Pl Claa s aaa Hiad e AT Gl yall S 1
RS S ) S ey

b. Did the branch possess sufficient lighting?

PAAS Splualy Ol pdady Ja

3 1. Yes

a1

0 2. No

O

3
382 0

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

Sl Sidha e saa Sl e ST gl A1
il S ALl iy
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c. Did the customer have sufficient waiting space / T plall selia (e il 200 f AU 4GS dabews Jraall S JA S
seating area?

3 1. Yes hx 1| 3
|l

0 2. No s 2 0
i [ el Cidaa i 2an Alad e SUUSY ol pall S0

If ‘No’, please specify “Additional comments / 4 oS5 ) amg
S A A S ey

Describe how it was insufficient:

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

iy E R JA1S A o gall UM & ey %y O (g0 B BRI S8 D
faadt (Slal y (LAY Sl 50 S e ) A

3 1. Yes PYER 3

0|

0 2. No ¥ .2 0

If ‘No’, please specify “Additional comments / .
. . . . o )y Sl Silna " load pa PUET gl S 1N
Describe how it was insufficient: Y e s el s 1

TRea a ng eflewmal WO ' e RS S S
be—Le \ 8\"‘-‘1" e (palewara .




+

5.1 Greeting of Customer

+

ot By ya 0 8.1

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

?5ﬂ|g|d,ui_,éqjsstww e i aitoga A0 T

e Nogreeting / acknowledgement

Gl SY e

¢ Greeted withir 10 minutes of entering

=11

pandl (aal e A T0 JMA a3 e

¢ Greeted withir 5 minutes of entering

Sl g e BB 5 NS D e

i

W N = O

e Immediately greeted on entering

X010

W (=D

paall Jphc iz B e l

| b.  Did the staff either / or:

HUTPS, (ITETASRS PRI T

a. Askfor the customer’s name?

"‘v-:'é""'.‘| 1‘"‘.' e -JL" l

b. Greet the customer by name?

?M.Al_}s:iu,_')m:un_m_) —
SA Al L~

*  Yes, the customer was greeted by name /

Jlt“|“puta[mi)1\¢némh;g:ﬂ\(ﬁﬂcm .

3 asked for his / her name E (P 3
0 +  No, the customer was not greeted by D e Sy /a5 a aaadly a0 WS . 0
name / asked for his or her name Lgand
A R kil g TTa pdt h0 L iy PN P hd
c. Did the staff ask, “How can | help you today?” * 3 e ‘P: JE...} ;J:JL:
and Probe the purpose of the customer’s visit? -
3 1. VYes, the staff did this ﬂ Ayl galt 2 Sl cpad g 3
Q 2. No, staff did not do this O My il 40 a8 2 0

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

alialfallalial L sy )l Gpedadl A 31 0 00 &

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

3 basis of his / her needs

Lehalyialfalaltial L3 (3) Juaalt aun i Sole! 35 360 (pad 1 3

2. (OR) The first staff member

e aandl ag G g3 g1 e pall il {41} 2

the baS|s of his / her needs

a. Were thestaf‘f courteous on the customer making .
his / her enquiry?

3 euf:ountereu probod the nature of sl fose by § 3l A 3
visit and assister him / her
0 3. No, he / she was not redirected on RERTE RN P PR ETRRI e 0

rﬁr‘”‘f';r.ﬂ - & +\fﬂ"’*" ﬂr:(
Jh T e &i;u'i‘ % 'ﬂ t&f‘ {‘. flniﬂ-" p
,_s,,...nsl...«,.i,s‘_put._h.wug.s.&,d\uud;\

customer enquiry?

0 e No, the staff were not at all courteocus [:l oAy e Rl cibgadl o8 Al NS e 0
e Yes, the staff were quite / reasonably . P . .
' al Al o It 5 oal ael
1 courteous & B [l phe By 85l e g @ 1
2 e Yes, the staff were courteous D Bl kgl S A s e 2
3 * Yes, the staff were very courteous D AL yad il gl S L e e 3
b. Did the staff demonstrate “active listening” on Fopmd) ldind¥ bl s lhea!™ ciB galt g1 g8 o

¢ No, the staff did not demaonstrate

! plival il pall o' L9
0 active listening O Sizile el . 0

s Yes, the staff listened quite / . sy . v X . o

(4 | 4] AB gall | aal .
1 reasonably actively D b B3 [l 0y B gl (sl im0 1
2 *  Yes, the staff listened actively E Loyl b gall Aol 3l aei @ 2
3 ¢ Yes, the staff listened very actively D Al e S CaB gl hal el e 3
7
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Did the staff appear confident? s o By ST e i gl g JA
« No, the staff did not appear confident | [] DI UV < PR NG P VS VR, T
e Yes, the staff appeared quite / . . " . .
! e JEl A 1y 4 Lol eda s
reasonably confident D J ) e
*  Yes, the staff appeared confident E’ ki e By adl o gl gl e
e Yes, the staff appeared very confident | [] | PR VIR PP v PR T SN YOV TRV S I
. . T r
:;'th List the names of staff interacted e s 5 gt plaad S :
ith: ) - R ,
o /s, Ot (ady wrdldd | name (o9 - Cni e e |
© MM Dt %_gﬁ.zdﬁu‘ d&qu n Ll e
= Mr./Ms. 3 Lol el e |
o Mr./Ms, 4 | Aady o e |




+ + +
6.1 Staff Capability’. C a ) _ Caphll gt 3 30 6.1
a. Did the staff frequently probe the nature of the ¢ 8 JSh g3l Slalial Aauh 06 kil i gall ol G 1
customer's needs?
3 i1 Yes '] pai 1 3
0o 2 No '3 uS 2 0
If 'No’, please specify your comments: : Pl el pla S ‘r
|
b. Did the staff actively attempt to anticipate gl ilatyia) e Alak AL glaey il gt ol Ja o
customer needs? 3 i
3 1. Yes E axd 1 3
0 2. No O 3 2 0
If ‘No’, please specify your comments: "2 rlialy o elp, 28" 1
c. Were the staff able to cater to the needs of the 2ad faobs b g3 G (g 0 Slabiad Al il ) pilid o
customer without seeking the help of a colleague? Tola 3l
3 1. Yes &= R 3
0 2. No O ¥ 2 0
If 'No’, please specify your comments; Pl ey o8 Bla ;OIS 1))
INT: IF the Answer Is YES , s0 the answer for Q
D should be Not Applicable
d. Were the staff able to answer ail f most of the )
questions posed? fda g k) Adia¥! sl JUS OF AGaY) uil pall £l A S
3 1. Yes | o 1 3
0 2 No O 38 2 0
3 3- Not Applicable T K 3
If ‘No’, please specify your comments: i~y 8 Bl 1S 1
e. Ifthe staff were unaware of the answer to a JA dima dlicad fopma Jiigee o AdaY) Lo 108 il gt 05 W08 2

particular query / queries, did they politely “ask
you to wait while they double-checked with the
system / a colleague”?

a3l dal falBIN e A 5 pe 36N Jai e BV i dlia Lith

3 1. Yes O a1 3
0 2. No O 82 0
3 Not Applicable )< ARIRY 3
If ‘No’, please specify your comm s ! -l rlahy o sla 28" 1Y)
j " AL \j'i LA
)
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= A rmrrxw,t"h ;
- FROTRILE R NS %4 vl ey %..’r? o,
a. Overall was the staff well mformed on Bank
Dhofar’s product and services? ? ik Jae
0 s« Not at all informed ANy e Clageaag] il @ 0
1= s
s  Well informed on at least a quarter / a
Shaanll y claiall e LAN faa e S !
1 few of the products and services O 3 hatiall Je Skl o e A f"lr' ""'l' * 1
discussed e
1[ 2 « Wellinformed on at least half of the m 25 i Zlaas y Ziatial cdead e N e A ® 2
} products and services discussed [Picher S
¢ Well informed on at least three- . s -
el gl gl AlDS
3 quarters or more of the products and D i e &,:‘: @ :’j ‘-’}’ ﬁ"' * 3
services discussed ¢ . 4

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:

"] g Siadialy  Baial Admadl g g’ ubwﬁ}dlpﬂihé_.‘(u

paaky A (5 LaS) "B g_)nijqq.:s"uhi.iﬂica,,,i_‘,.

luhunn.uqa

INT: LIST THE CODE FROM SECTION B.

& gl a5 3] Sy (3 1l

0 e No knowledge at afl O IV Ll Y e 0
»  Wellinformed on at least a quarter / a .
leaa’l ¢ Colatiall - | ) 1 1
1 few of the products and services D = == e B g oo jﬂ{:’f ""T * 1
discussed y &
2 « Wellinformed on at least half of the = A D iaally Clatiall sl e Y e ey e 2
products and services discussed il
e Wellinformed an at least three L -
- - ]| . L3 1 1 Ll ‘ » | v
3 quarters or more of the products and D sl o 8y EJ ‘:DL' j“g "‘ ’.Lu * 3
. . A __,.a!'ﬁ sty
services discussed
¢. Did the staff attempt to “cross-sell” other products Qlasd y Slatial ' ALGY) Al G sl Al o Wi gall o 4
and services? oAl
o *  Nacross selling at all E Y e AlaV! ol gl e 0
1 s Cross-selling after a lot of prompting D O o) Oa 580 Al ol leay G e 1
e (Cross-selling after a little / some .. . . .
o) P TAS \ o'yt | dulan; Ald
2 orompting O a1 (o S Sy ey aadl Aglan 3 2
3 + Immediate cross-seiling attempt D gl e Y ot diglaa: i . 3

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

Ll pat LS ol Gl y Cladie 1 7l ci gl 26 06 &
Aol & phd] g A e "Apadl

3 1. Yes

PEEIE 3

a 2. No

O| X

u8 2 0

If ‘No’, please specify your comments:

S gl o8 pla ST T

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

Sy Gladie 06 "ALAS Sl glaa" dilho Y A glaay il gal) 43 G 2
faleal) @13 Dldsh g il Al

INT: LIST THE CODE FROM SECTION B.

S panll] G a0 ARG a il

0 e No information at all D SRY e Clageay e 0
+ |nformation prcvided on at least a o Vo v
Landl S gkl e R fan; Y1 e el
1 guarter / a few of the products and E - .‘r "’1 ’5'-' ‘ J, . ’f’ P * 1
. ) eaiia 2l S Al ~_‘.L-|._.‘.__.
services discussed
2 e Information provided on at least half D Chadian At i paalt cheaal W1 5 dae! e 5
of the products and services discussed Wi o A Zlealy
e Information provided on at least three sl o
Cilaglaadl e 381 g gl NS AW e clac!
3 quar:ters qr more of the products and E] L o T Seril y iatidy Al 3
services discussed
3 ¢ Not Applicable Gulaiz¥ e 3
f. Information on relevant procedures, Falaall Gl Aaylial) 455 g Shalieadll y (D) DYy diklade Sha s £
documentation and follow-up methed?
INT: LIST THE CODE FROM SECTION B. O ekl o el AJIS o 1 dialy
0 * Noinformation at all D S e Silagaey e 0
. . Info:tmatllonfprovrfdte: on a;lai:st a‘:1 E At Sia gl e BRI fagy BV e cline] .
qua-er a few of the products an LA el Sl
services discussed
2 » Infarmation provided on at least half O Slaially dial) i plealt wieai JY1 e clac] @ 2
of the products and services discussed Liilie o5 AN Zdaasdl
\ . lnfo;tmatnon prowd&;d:n at Ideast threde |:| Ciagaedlt e S8l g gl AN Y e clee] @ 3
qua- ersc?r more of the products an LiRia o8 1 Ciasal y Ciatialy AL
services discussed
3 *  Not Applicable GalaisY  »
3 Did the staff attempt to acquire more customer Jal e G it Allaie AS1 Gila glae Al A glay il pall a0 Ja 7

information 50 as to follow-up at the end of the visit?

%3 A b il ol

3

1. Yes

a1 3

0

2. No

O\

2. 0

If ‘No’, please specify your comments:

A plads 8 ela ) IS" Y

11




+ + +
7.1 Timeless . ErE
a. Waiting time on entering the branch, before o O 9 ll (i gl fon Salah iy g AN Lok i BV .}

dealing with the frontline staff: D Aasdlt Bty Lo [ pala¥l i)
INT: SPECIFY TIME IN MINUTES: i | 2 B aaaa g 322 el
0 s QOver 15 minutes D G315 e 05 e 0
1 e« 5-10 minutes E S 10-5 e 1
2 s 3-5minutes D S8k 5-3 e 2
3 ¢ Under 3 minutes D SN o i e 3
b. Did the customer feel like the queuing system e . o a e ] L. .
P (S oy il 8 RS Al ool )
functioned properly? - o v V) plBi i el om0
0 . Sﬁeumg system did not function at D Y1 e ety ¥ iall i Y AR e 0
¢ (Queuing system functioned, but it . . . ; C gy s -
1 gl s il LAY skl 1
1 worked with a few impediments D il e Oy Sy o SR - *
2 * Queuing system functioned and it E. Jad 65 g & gy oy all E LT Gl ) e 7
worked quite easily and efficiently e da
3 s Queuing system functioned and it I:' Sk g Al & g Sy hall LYY ) e 3
worked very easily and efficiently Jad
*  Not applicable D ATV T Y -

c. Time taken for the “purpose of the customer’s visit 8 g4 A Qg gll 28 (g A5 G ARE" Jal e M '-‘J_J-“ =

to be fulfilied once reaching the counter: 1" Aaadl)

INT: SPECIFY TIME IN MINUTES: g0 D Ca S gl 23 sl

o |

12
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H. Additional Comments on Visit i -5l Adladall A8LaY1 Gla Tl 3

(if any): | (a2
— Moxl et)‘iku a~e. n efl u)eawrj oLl /

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

S 188 — i) g
" -'-' % P AV *'\.,.e.. T ey T'y't\ !y&q RT t 7 ¥ Fap "Ptm'i
L i %wtz..‘? ""'4" e ‘.-*':;}If.?‘ oy S K:g:%w ‘_1-'«-- e ‘l"iﬁ?‘ﬁ s |
G. TOTAL Branch Score
(Total unwelghted branch score, summing all sections):
s y _ Paramctcr " Eval A TotalPoIntsSeoredhthis -Totalll'oh'ltsAIIpntedI‘,-
L : “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
g sl bl £ gana Kd
j([al..ﬁ\ﬂ J.Scnzx c&)ﬂ daa jall e LIS t-"‘“)
Salall aaid WAl p gapa speadll B Alpcadd) BRID £ gages olidd oy g3 Jalad P
g 3l Aedhall Syt y £ il aaic <
Crls gl Dl lga g a0 <
ALY ) Al y 45E pma g 1 pall G20 z
o g r
5 - : : :‘ . . : BN £ gage
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