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PROJECT: Money

SHOPPER CODE DATA ENTRY EDITING SERIAL NO.
Name Number Name Number | Name
I\ l\)ﬂ)uw Wpdre— 4}j0/0|7]X
. X
i . ' . . e
1{‘3.")" -1 _'3-‘-‘-] | C..."m)l&m‘ L_LA.}'I d}.&éﬂ.\ By

P35 it ai i Al i
A Details of Visit 34N Jpealdl o

Bank Dhofar X b Sl

Bank Muscat 0O S S
National Bank of Oman Il azli il gll L Al Caad g3l St 1

1. Bank Visited

HSBC-OIB O HSBC-OIB 4

Bank Sohar O R

Other Bank: LAy
2a. Branch Name %_A-ﬂu gl 12
2b. Branch Area M*ﬂv § il alge 2
3. Branch City M (,J Lnd 3
4. Branch Region M\’_L Wil 4
Day | Month | vear adadl [l [ e Ll an 5

5. Date of Visit
] 4 | el | |
Hours | Minutes i ] e L)
6.  Start Time of Visit Ly 2Ey B
(o L
H Minut HERV] LATIPR|
7. Total Duration of ours inutes & = i T
Visit | 9 j.' 77 '




Opening a 5avings D
or Current Account

Saving Scheme O FECIREN)

Housing Loan | S e A
2. General Enquiry relating to a D
specific Product, Service e . | e
and/or Facility Educational Loan e o | AL el i g} f g il i) rCaly
INT: SELECT AS RELEVANT AND/OR : ——
SPECIFY DETAILS OF Credit Cards O el Uy

o e L ——

_,c'_,!f\...xs.«_',g...é.i‘._:._‘,l.;.,,lg JL..i:...l 2

Car Loan T b A I

daaddy

Sal ) Cielia

Doubie your 5alary
Offer

:
Account ' T :




41 Wasmstomorhrkinslnmnﬂymllablofotmc

£2580 30 § e g AT guad 09 0 4.1

Mystery Shopper?
| 3 1. Yes D s 3
l 2. No E : %82
! i i Specify: .
MwoxOMJdamwﬂmea ¥ "
ii. Specify time taken to find parking: € min. A i ya S 2 gl 2a
4.2 Entrance to Bullding il B Jphah 4.2
a. Was the Entrance Clean? R a8 b b
3 1. Yes g i1 3
0 2. No O X 2 0
If ‘No’, specify “Why / Describe how” the S S a2 Sl ST gt SIS
entrance was unclean: ek e Jaadd

b. Was the Entrance Convenient? tlacdia Saadh A8 b
3 1. Yes E a1 3
0 2. No O w2 o

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

R 7 PR

YA ity

I e et TO

B i A,

Waste branch premises clean?

Luslie Janadt 25 A1 130" sam ¢ UUEY il gl IS 13

R
e sa L L, Bt

ki

lih £ oAl e S8 Jl

)17

3

1. Yes

FrEny |

3

0

2. No

us 2

0

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

OIS S o ) [l 2aa Bl e UST Ll gl RS0

A 2 Sl
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TR T T T B NG R SRR oA WSO TR SO g D Lt A S DL
a. Posters / Branding material present on doors, walls “-\ﬂy“J "J—‘M' -H‘JN‘ :.r‘" ‘\-u‘-\- chadle ! T da gy b )
and windows?

3 1. Yes kg 1| 3
0 2. No O w2| o
If ‘No’, please specify “additional comments”, SV Mgilal St e Silnd e ST pall SIS 13
if any: Dy
b. Pampbhilets, Leaflets and Brochures on display? Sl il ) Sl e e a3 b g
3 1. Yes E axd 3
0 2. No | wW2| 0
If ‘No’, please specify "additional comments”, S MGl Slha i sas Slliad e ST Gl all S 10
if any: AWaia
€. Branding material up-to-date? falpaa Ay sl Sladiall 3 pe 4 S
3 1 Yes = m1| 3
0 2. No O 2| 0
If ‘No’, please specify “additianal comments”, Jb Al Claa i san Alad e NS il gl SRS N
if any: Doany

.uwn;w-"-a

e Lt e

a. Were employees present at over 90% of the branch ' : "J-'J H—H'l& fLu E,.)"“ J" %90 O )4' -*ﬁb'q u‘s dl i

desks and counters? fdaail)
3 1. Yes frdl 1| 3
0 2. No O w2 o
If ‘Na’, please specify “additional comments”, S bl Cllhaia s Jllad e MU O palt SAS 1
if any: ISy
b. Were all / almost all of the staff neatly and o . P
¢ - - ‘ >
professionally dressed? e wfim el Q95 Colgalt plma f S S8 b
3 1. Yes B 1003
0 2. No . w2| o
BII R TR MY, P Sliad e NS W | 0K A
If ‘No’, please specify “additional comments”, o il S 2T s e I gl ‘:,;:
if any: 2
c. Were all/almost the entire staff wearing name € pgamy S gy Ca pall alie [ JS S A
badges? AP
3 1. Yes A 1|3
0 2. No O 2| 0
i ‘NO’, please specify “the approximate Colh Skl gall s 80 Saadt 22a Slliad e oS Dt yadl S 1D
number of staff not wearing name badges: sy Dl S gy ¥




o -W’rﬂ.h ‘;‘“"3 '. hq_uw
A e e S TR NN

a. Was the area surroundlng the ATM and cCOM

ST R T
'1‘_~ ESH ﬁ e A T

AT IR has TR

‘_,....aJu...lJia,‘;M1 £ g P Uil eall 3 gl k,\;n.l\ CAlWl S e Y

. machines cleon and presentable? Y -}
3 1. Yes {4 i 1]03
0 2. No g W2, 0
If ‘No’, please specify “Why / Describe how the SE S oyl M daa b e U gl IS 13
area was unclean: QU O-L IV LW

b. Were the ATM and COM machines functioning?

Thad il pla¥ly SV il el 3l IS O o

3 1. Yes

a1 3

Q 2. No

Oxl

a8 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);

eal 48 80 '
el g gl saa ) Jaad Y AN gy TN B pal

o D e Al e NS gl S

:("gﬂ'l E-.Lxg‘jl Ey VJ\".

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

TATM/CDM Zikia 3 32 Sl gl 3,00 (1S Ja <

3 1. Yes O 1] 3

0 2 No O 221 9

3 3. Not applicable g Gy ¥ 3| 3
if ‘N, please specify “the time at which at A Jae 1 A A oo Alab fe ST gt S 1
which the cooling was not functioning o 55 il

Was the branch a:r-cundltmnmg fully funcuonal

TRy 55 e L 8

and sufficient?
3 1. Yes m a1 3
0 2. No (| 32| 0

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

Fill Claata" e dliad e RS gl 181N
S TSy o S iyl

b. Did the branch possess sufficient lighting?

TLAE Splal ¢ A Gl b o

3 1. Yes

o 1 3

0 2. No

O®

a8 2 0

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

Pagilol Slaa saa Ak e uS" .__;I_,_;]I A8
S G ) R
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¢. Did the customer have sufficient waiting space /
seating area?

¢ apladl Ao lia e S o0 fURIDU AHS Aaloes Sl S 4 S

3 1. Yes

B m1| 3
0 2. No n 22| 0
If ‘No’, please specify "Additional comments / [l Cidadta’ qia Skl S ST lpall S U

Describe how it was insufficient:

S S A S ey

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

13 B SRS A g palt LGN A gy aiy (g Bl A
ol Sl y (RSa) R RS Gillia ) Al 5

3 1 Yes

w1

3

0 2. No

X

¥ .2

o

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

o gl g fagdial ek saa Sliad e VSTl gadl IS 1
S 85 ol e
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5.1 Greeting of Customer

Ol il 5.1

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

?&)uuunu,:u”iumwl e b adllfa 0 S Ja

0 * Nogreeting / acknowledgement D NV TR B a
1 e  Greeted within 10 minutes of entering D Chand! Jaad e 28 10 VA a gl e 1
; 2 e  Greeted within 5 minutes of entering ! D ! Joaall Jeda e WS NA a3 e 2
: 3 = Immediately greeted on entering R | DEPVLI PR IRV A R 3

b. Did the staff either / or:

:w‘ﬂ ‘_gh'-_l Lﬁ_’s“ |'L§ J. W

a. Ask for the customer’s name?

€ aandl ait 2

b. Greet the customer by name?

Taas! S3ae Jeanlly oy

e Yes, the customer was greeted by name /

jw‘}qh[wl_)ﬁt‘émﬂe%ﬂ\ﬁﬂsr\.d .

3
asked for his / her name D Leand 3
*  No, the customer was not greeted by sl O Sl oy £ aanl 83 aa Baals s G GG a0 HS e
0 . b , 0
name / asked for his or her name sl
whih O eadled g T Chok s ATy ch8" (AB gal) <
c. Did the staff ask, “How can | help you today?” * 37T b "f "L'! “d; ‘-.u
and Probe the purpose of the customer’s visit? | <
3 1. Yes, the staff did this | Al i b S e 1 3
Q 2. No, staff did not do this D Al el aly Wl S 2 o]

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

Talhal/alabial o sl i Ged) 4y 3061 @ 08 LD

1. Yes, he / she was redirected on the

3 basis of his / her needs

Lhaldal/afiatial I (8) ) dpn g Gale] 35 8 vand 1 3

2. (OR) The first staff member

O St 4 a1 3 T il gl i (1) 2

3 euFountere(_j probgd the nature of D W fo2e s 5 ) R 3
visit and assister him / her
0 3. No, he / she was not redirected on

the basis of his / her needs

a. Were the staff courteous on the customer makmg

Leflaidalfalalial I age @ saie] 2 o0 038 3 0

 Jpall P b aadion] (538 (33w gl (AS b .

his / her enquiry?
0 * No, the staff were not at all courtecus D S o fal cabhgadi (S M S 8 0
1 . :aei,r::ij;aff were quite / reasonably E S AL phe RBLYy iyl L i e 1
2 s Yes, the staff were courteous D Gl bl S il el e 2
3 s Yes, the staff were very courteous O TP S OO s - S S 3
b. Did the staff demonstrate “active listening” on Thpaall iy " plal plinal" il gall Bl Jb L0

customer enquiry?

s No, the staff did not demonstrate .
! } pliuol i gall By Al .

0 active listening D i ' pe . 0

* Yes, the staff listened quite / . ay . e . . -
1 ] 4] piia 4y jhs Cil gal) 1 33 | ael

reasonably actively m Ga) Bun sy 2 Bl s o @ 1

2 e Yes, the staff listened actively O (o) i pall sl 38 pud 2
3 *  Yes, the staff listened very actively D LV e 0 G gl sl ol iani @ 3




[\

Did the staff appear confident? Thaaki O () g AdY e LB gall g5

e No, the staff did not appear confident ks o (B g Al e s gl peas ) IS

s Yes, the staff appeared quite /

e SR Al Iy 43l A palt ks cpal
reascnably confident J : On Fly Al o gt e el o

* Yes, the staff appeared confident il e (Ply Al e il gl s aai e

KO 0|0

e  Yes, the staff appeared very confident s e LS Bl il o i pal p4ds pai e

d"th List the names of staff interacted e il S (ol pal placd 83 &
with:

o NFIMs. W prarea 1 Loy e

« “Mr./Ms. 2 Aoy latdl e

*  Mr./Ms. 3 il Ladh e

s Mr./Ms, 4 Alzalahy Lolil .




+ + +
- 6.3 Staff Capabliity ' : R o BN R T Cyligal 5 6.1
a. Did the staff frequently probe the nature of the TR ity Gl Clabiial Anpb (8 Ll il gall ol )
customer's needs?
3 1. Yes F= a1 3
0 2. No | 382 0
If ‘No’, please specify your comments:; ek ol e ) SIS
b. Did the staff actively attempt to anticipate . ) e e . .
® o b Sialtal S Jad A5 gLy il palt ol
customer needs? S Slaltal (FLiuy Llad A glavy wi pall gl 4
3 1. Yes w1 3
0 2. No | 3 2 0
If ‘No’, please specify your comments: ol rliady o8 Bl (NS Y
¢.  Were the staff able to cater to the needs of the 2ad 30 e il (90 G Qg Sialgia] Al Cila galt plaiad JA S
customer without seeking the help of a colleague? b PR
3 1. Yes B4 pui 1 3
0 2. No O % 2 0
If ‘No’, please specify your comments: A rlialy o tla S 1)
INT: IF the Answer is YES , so the answer for
D should be Not Applicable
d. Were the staff able to answer all / most of the
questions posed? Pda g shall ALY alea [3S 16 AaYl b gall pliad Ja &
3 1. Yes M a1 3
0 2. No D N8 2 4}
3 3- Not Applicable Gaaiy ¥ .3 3
If 'No’, please specify your comments: el 5 Loy o ela ) US” 13
e. If the staff were unaware of the answer to a A e Al foms S o ALY e o Cll pal) 8 b 13) .z
particular query / queries, did they politely “ask a3l 2a faldl e AR5 5 e 280 ol e UGV Gudghs dlie with
you to wait while they double-checked with the
system / a colleague”?
3 1. Yes O a1 3
0 2. No N %2 0
3 Not Applicabte )( Giaiy ¥ 3
If ‘No’, please specify your comments; : . 3L Ty o8 Bla S
r j
]
+ +
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a. Overall, was the staff well-informed on Bank

Giath y ibaiin; Abladie Abata e glaa ilh pald (538 58 Jb sale JE2s )

Dhofar's product and services? ¢ S oL,
0 s Not at all informed D by e Siagles i e 0
«  Wellinformed on at least a quarter f a .
Sheadadl y Ziaiiall ) - i e
1 few of the products and services |:| 2 O G I “Ffjl__"k ‘uLI ¢ 1
discussed B
2 e Well informed on at least half of the 0 & o Sanill y Slaidi dhal e Y1 e da @ 5
products and services discussed [P S
¢ Wellinformed on at least three- . -
Shadiall e ST gl gLt ASDS BYI
3 quarters or more of the products and g il e 51 E'] T u’?: I’lc?lr" * 3
services discussed i ?

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:

paalll A g LaS) ";_.L,;xi?_.,s,:u.mvu,.m-‘\.\.m fada g pd o
“iadidl y Cladialy  Paiall 3 et 5 g o (e gall auils ad y 1S
sdihid) ol b

INT: LIST THE CODE FROM SECTION B.

G el Cyn B gty g ity

0 *  No knowledge at all S3RY o Ay . 0
s Wellinformed on at least a quarter / a
NN PR R PR AN i . |
1 few of the products and services 2T e WD fiy 22 j:gl:h :]; * 1
discussed ¢
« Wellinformed on at least half of the A soaly Glatull cheal e Y e ol e
2 - . N 2
products and services discussed Pt

« Wellinformed on at least three
3 quarters or more of the products and
services discussed

Sladdl oo 8 i gl B B e play e

L..‘..’ﬂ_u‘ﬁ‘,.‘m Chazadly 3

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

Gladd y Sladial *  ALSY) el o LA A ey i gt o 4 O

O 0O \|ax A (O O O—

and services? APl
0 *  No cross selling at all T LS W, I [ LUV TP U 0
1 » Cross-selling after a lot of prompting NI, PRV TR DER, [ R I PEVRAL B 1
e Cross-selling after a little / some . . - B,
) I W R [ ol | alany ald
2 prompting = e BN gy ALYl ol by W0 . 2
3 ¢ Immediate cross-selling attempt Sl e SlaY Al Ao i e 3

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

ALY gl B o) i g Sladls 1l 7y wilipalt o Ja &
LW TR P E PR S

3 1. Yes

gt 1 3

0 2. Nao

m]fa!

=2 0

if ‘No’, please specify your comments:

) lads o8 Bl ST

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

Cilati y Glalie 15 "ALLS Cila glaa it Y A glaey ih gt o0 Ja 7
faluall bl SLEKH ae jlid iy

INT: LIST THE CODE FROM SECTION B.

G padll Gpa el G AB sl

V] + Noinformation at all D lI SMaY) Lo Slasaey e | 0
« |nformation provided on at least a ; . '
ATt Sl gl e AN faa; OB e clac! |
1 quarter / a few of the products and D "tﬁ:fp IE‘:!Jl "L ‘; * S |
! services discussed ! Il J R F
N } ¢ Information provided on at least half D ' Cialia Al Ciajladl cial BY) SO slan e 2
5 of the products and services discussed [Fiiet LR i LTS .
* Information provided on at least three . el Crmas
S gladdl e A8 gl LT ASE BN Lo e’ e
3 quarters or more of the products and E e e g A 3
.‘_L..ﬂ.u— | lasall y ChaTiang AlieSal!
services discussed ' SO
3 s Not Applicable Gy w 3
f. Information on relevant procedures, TAluall 213 Aalial) 4308 g Dilalicaal] y (2] sl ki Cle glae -
documentation and follow-up method?
INT: LIST THE CODE FROM SECTION B. S ikl (e ol UGG 08 staly
0 ¢ Noinformation at all D SubYl Lo Claglaey e 0
¢ Information provided on at least a -
Alidt Sl daddl - \ ) e !
1 quarter / a few of the products and O le :,L.-“d,.\‘.i.l JFJ Ji?.] "'i > 9 * 1
services discussed & I '
2 e Information provided on at least half D Slatialy ladall Dl glaall cieal B SE llac! @ 2
of the products and services discussed giilie 5 A Sleaddl
» Information provided on at least three . - .
Slaglaall e SS1 gl gl ) A B Lk slec] W
3 quarters or more of the products and E = PR, 3
TR e R TR
services discussed S A I
3 *  Not Applicable GbuY e
g Did the staff attempt to acquire more customer Jab e e 3R Allada JSH Cila glae A el A glaay GiB pall B O6 5

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

€5 530 A A atially okl

3 1. Yes

a1

3

a8 2.

0

4] 2. No
If ‘No’, pieasezpecify your comments: I

_DED

Tl ) ek o sla s S 1)

UsEA_‘_\.&

11
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7.1 Timeless

cd gh

+

7.1

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

oA Ora pall (il pal) e Jeladlh by op il phs 2 LYY 2y
- A2l &i\y = I‘,oLn‘.ﬂ Jai)

INT: SPECIFY TIME IN MINUTES:

R s B gl 23 saly

* Under 3 minutes

Sl 23

0 s  Over 15 minutes g { G816 e S 0
1 s 5-10 minutes ‘ I 10-5 . 1
2 e 3-5minutes SRB35-3 e 2
3 3

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

O (ks Jany sl B JUELYI AR ol g0 A A Lo

« Queuing system did not function at

0 ol O Y e Jay ¥l ALY i) e 0
e Queuing system functioned, but it , . n e ..
1 gnll e . el Ry LIRS
1 worked with a few impediments D RS & o8 Jaay Nl 1
s Queuing system functioned and it Jab 5 g A ey Jary ciall 4 DY SR e
2 > . O 2
worked quite easily and efficiently bada
3 s Queuing system functioned and it & O8y g Al D gy Jary Call 3 LTY) QLG e 3
worked very easily and efficiently Jad
e Not applicable O Sk Y e ;

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

to he fulfilled once reaching the counter:

3 1 Ay s 350 Cry2 3 5 ik ol Ol (on Sl gl

:lv i as

INT: SPECIFY TIME IN MINUTES:

12

TR e gl 22 daly
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" H. Additional Comments on Visit 18k il Adlaial} A0LSYT Sla_Thall 2
(If any): 2y N

End of the Survey - Thank you very much....
S e 183 — Glaia) Al

S
L Branch Score
(Total unwelghted branch score, summing all sections):

> RagL

TOT

C Branch Presentation and Customer Facilities
D Greeting and Soft Skills of Staff
E staff Capability, Knowledge and Cross-Selling
F Timeless
0V oL TOTALSCORE

£ ill bl £ gana Z
(Al S pan o il dan pall i Ll ¢ gana)

Jalall foanaddl WA P spe Tpualll (8 Agaanall BULS) £ pagee sk} a3y 935 Jalndh pasdl)
Ol Al il g il g K

G gal) S fen 3 g 30 &

s anlh il g 4sh a g dli gall 388 ¢
h'ni,]'l T
. _ ; . - - . 'L,)"_; . | - -- ’. o - . ;}.m e‘w
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