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PROJECT: Money

g,uk,u_J

SHOPPER CODE DATA ENTRY EDITING SERIAL NO.
Name Number Name Number | Name T
14 64 € 1Can | 4(0/0/ 8|8
' ! < \__"--i-. Tiia plna L_Ela..‘.l | J}...AJ h)
e i 50 ! A0 !
]
|
|
A. Details of Visit 303 Jasalis -
Bank Dhofar K sl
Bank Muscat O Jakea 2L
National Bank of Oman [:] lanlt il gt ST Gy a0 S
1. Bank Visited
HSAC-0IB d HSBC-OIB <
Bank Sohar D S Sy
Other Bank: Al
2a. Branch Name NQ_Y_“) 1 g i ad 12
2b. Branch Area SO' A q gl By a2
‘ )
3. Branch City M y 7 A sl 3
4. Branch Region R‘ Mk\ \ \IJ\ e 4
Day | Month | Year Al i A [ Prs] LM ey 5
5. Date of Visit
16 | | 9013 | |
Hours Minutes k) | S Ll
6. Start Time of Visit | 0 A T iy 6
i Jeda e Ll
7. Total Duration of Hours Minutes b CLas
Visit 0 | 5 o I sl s 7
1
+ +




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

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

Opening a3 Savings
or Current Account

awng Scheme

Housmg Loan
Car Loan
Educatuonal Loan
Credlt Cards

Personal Loan

Double your Salary
Offer
Youth & Student
Account

j;|i.-)'au¢£uéﬁq&-:u(h_)wu!.2
S

[ G Jpalis 33 b ] g cunial il 1aly

PIVER)




a1 Wasmstomer Parking instantly avaliable for the
Mystery Shopper?

€290 10 e iga AN Sguiah S

49

3 1 Yes : Ol a1 3
2. No | | % 2
i. Specify: 1 ma
! |
ii. Specify time taken to find parking: J_Lmin. ; La NP T R W [ O
4.2 Entrance to Bullding el D Jekall 4.2
a. Was the Entrance Clean? sl Jasadl 8 e
3 |1 Yes & poi 1 3
0 2. No O 3% 2 0

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

S NG i ) A3 e Sl e NS el S
: --5.|);’-:. 1: 4l

b. Was the Entrance Convenient? tlatia Jaaa 18 b o
3 1 Yes £4 i1 3
0 2. No M| 2! 0o

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

Washe

o Ml DRI ey o £rht L A

i Jaaadt S8 a0 LT d3a 0 ST ol gall S 13

e S

# e % T
PLVRRE. SIS B o i

branch premises clean? “Lgl"u £ Jm L
3 1. Yes pri 1 3
0 2. No 22 0

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

2918 T e g S 20m SlLad e ST iyl S 1
TSR TV




R
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DR B R

RS
R

"84 'y~ Branding Material ; - :; . P L I

hy

R IS
A

P DR T SR Rl Clalin 4,4

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

028} ol ¢ ) paall .__JL,._J\HUI;«,JLFMIMQ_HJAJ

T o ;arum

a. Were employees present at over 90% of the branch
desks and counters?

3 1. Yes D ad 3
0 2. No " pd 2| 0
If ‘No’, please specify "additional comments”, ‘ | AL Slaa M ara i SIS el .,5 1a
if any: —_ kA
No bnarding M M_mgaf on., lha :
L,U&Cﬁa hr:\ j I
b. Pamphlets, Leaflets and Brochures on display? Bl i)y i o o a3 A L
3 1. Yes d 1| 3
0 2. Na b w2| o
If ‘No’, please specify “additional comments”, Sl daa i saa Sl s SIS Dyl SN
if any:
TR ol Ao duak. bk Tno,
o~ fplodee 9 net ghino 1o T Cglenrey
C. Branding material up-to-date? tadiaa A aal Slaall Sge A S
3 1. Yes m a1 3
0 2. No O 22| 0
If ‘No’, please specify “additional comments”, G Al Cllaa B daa el e NS D gadl AS LD
if any: oy

-11 1T g,

s "'M'l TG
*Jh“ﬁi"\:"u A5 v, .._a.ﬂ &

R e

T ATYH

: o v cos il

algay gdlia ol p okl A ge (e %90 a AS) 223 3% AS b LI

professionally dressed?

Cdasil)
3 1. Yes O i1 3
0 2. No bd X2 o0
If ‘'No’, please specify "additional comments”, S "adlal Slaa St saa Hlad e NS el S
if any: Slaim g
Iﬁgﬂ!, Urn s &’ 9 Mﬁ% 9 g,_,rggag, wn The t
b. Were all / almost all of the staff neatly and

A |
it e el 598 (B el aliea f S S A

3 1. Yes

a1

0 2. No

us 2

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

R Siaa e saa Hlliad e S Ll gall S0

oy

:'..l__\_,

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

Tadrilanis Gl LS [ gradny (B pall plima f JS 018 A L

3 1. Yes

L

O®

0 2. No

a8 2

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

YL -Vl TRt | ELPM RIS PR U PRI L kY
L paniy Tl LS gaen Y
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a. Was the area surreunding the ATM and CDM

+
8" 5. ATM arid COM titachings: . S48 v s or W3 .00

+
R A T YL TP Y ST )

Cean g Bl 0T £y VY O el 3 gl Jagaad) A LS A

machines clean and presentable? ¢ gl
3 1 Yes K 1|3
0 2. No O w2l o

If ‘No’, ptease specify “Why / Describe how the
area was unclean:

IS "G Gyl /1LY i Al e EEY L KT
i e K

b. Were the ATM and CDM machines functioning?

I
S lans gl EIYYy DY il uall gl CalS A Lo

3 1. Yes

a1 3

0 2. No

D!ﬂ

*x 2 0

If ‘Na’, please specify “the time at which at
which the ATM / CDM were not functioning
(and specify which machine, ATM or CDM]):

u)q..:.' i CAS Ll “i-ﬂy\".\.\ahwt'x"u*}:dl SN
Sl Glen g 22a) Sed Y G5 iVl Y1 S el
(SN gl Y

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

TATM/CDM dihie 3 a0 oSl g 2,30 8 W o

3 1. Yes D a1 3

0 2. No | B2 g

3 | 3. Notapplicable B Sy V.3 3
If ‘No’, please specify “the time at which at A Jany ol 5301830 ana Al e VST i galdl S G |
which the cooling was not functioning

EE ABranchy ARG SR FEGIIeR 5. S 2 e B v AT )

a. Was the branch air-conditioning fully functional
and sufficient?

4 IR Y T R R SR

Ty P

TSy ya JSly d-sq-‘.u-“ ._.,u; S a \A

3 1. Yes & 13
0 2. No 'l €2 0
If ‘No’, please specify “Additional comments / Fradal CAkadia” aan Slad e TS (ol padl S 1D
Describe how it was insufficient: il S Al L eyl

b. Did the branch possess sufficient lighting?

A Bplaly £ RN plaly S Lo

3 1. Yes

a1 3

0 2. No

OR

382 0

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

[Mial Sl aam llad e UHET el SIS N
8 8l G ia
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¢. Did the customer have sufficient waiting space /
seating area?

tomslpll 3l e S e [ SURID A8 Aaleae Jaeall S G4 D

3 1. Yes

a1

0 2. No

QX

s 2

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

1

[ Adel Hilaadha e il S ST et ST
B

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

Ay B A A3 A8 pain pall LN A gy oy 0 Gy M LTt A LS
Shaall opSial g (O b RS CAlEL N Al S

3 1. Yes O a1 3
0 2. No R y2| o
If ‘No’, please specify “Additional comments /

Describe how it was insufficient:
B&Lu)ﬂa_ﬂ%_ﬁwb

i g}y fAadst Cidaa N sia Sliad e PSS el S 1
it X . =l U )
R NI

Fgrode o~ one clik
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5.1 Greeting of Customer

ke g gm0 6.1 |

a. Was the Mystery Shopper “promptly greeted /

TE AN I algha g A Gaeddt o udadlifoya Al 4S5 0N )

acknowledged” on entering the branch?

! o | + Nogreeting / acknowledgement D wdpaifeaa 5N e 0
T T e Greeted within 10 minutes of entering | D szt Jphs e 358 10 DA ua 20 e : 1
' 2 »  Greeted within 5 minutes of entering m ' ol a0 e WS JME Tl e B ;
: T
3 e Immediately greeted on enterirg O cpead Jya gbona 1T e i3
i b. Did the staff either / or: 1Y) gaals il gl 2 o
| a. Ask for the customer's name? ¢ el st e |
b. Greet the customer by name? Taast 83 e Spanly iay
*  Yes, the customer was greeted by name / et e s et S0 ae Juaall s 1 0 e e ‘
3 ) O S . 3
asked for his / her name P
s  No, the customer was not greeted by st e S aly /et 80 Sl cam il L A NS e
0 ) E = ‘ 0
name / asked far his or her name ganl !
R 5 padiol) g "0 el dDa0 e Al LS ccdl pall oo
c. Did the staff ask, “How can I help you today?” l 3o - s J‘: JL‘E ],:": L:
and Probe the purpose of the customer’s visit? ’
3 1. Yes, the staff did this b All3y i gl 43 2 el 1 3
0 2. No, staff did not do this O Al i pall A o) 38 2 0

d.

Was the Mystery Shopper redirected on the

basis of his / her needs?

oalhalfadatial o sl ALl Faddl 4050080 &5 06 LS

i

1. Yes, he /she was redirected on the

the basis of hIS / her needs

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

£ iyl

b O AR by sl

aLu.x'ﬁLs Vot Jiaa®h daa o Bale ! 23 a2 sl
3 basis of his / her needs D * / S ) 25 Bl A i 3
2. {OR) The first staff member .
Sraslh o) IRV N[ ES - LV W
3 encountered probed the nature of - St ud i i (.") 2 3
.y . . A ['a.r.\u_’ u_:L:__)."I daie
visit and assister him / her
0 3. No, he/she was not redirected on D (asia /AT lgial LY 4 gl kel 2 o (38 3 0

€ ] 335 s AghiS CF 0 fdiod) (520 ol i gall (S b T

0 s No, the staff were not at all courteous D Sy Jo fd Bl el NS e 0
e Yegs, the staff were quite / reasonably . c . = i, o
i 4] AL Can gadt adadl
1 courteous O M Male AL Aot Sad il e 1
2 *  Yes, the staff were courteous D bl s palt S il el e I
3 e Yes, the staff were very courteous m AL Bl ab el 1S B caa @ 3 |
b. Did the staff demonstrate “active listening” on Tlpall i M ot pldaal™ LAl gall gt S o ;
customer enquiry? |
s No, the staff did not demonstrate . . |
¢] C . b oplas! wil gall gday ol 038
active listening D i #ida $ oy o * 0 |
s Yes, the staff listened quite / o gy e aa . . !
1 ! L_,J..\ﬂ [N Ay ;h.l i3 gall ,.l...al an ¢ aml
reasonably actively D 2l B e ¢ a8 s e 1
2 s Yes, the staff listened actively D Culagt B pdl al il cani @ 2
3 *  Yes, the staff listened very actively ﬂ A (e LA il gl sl i aai » 3
7
+ +



fadi e By AN e il gl b a2

Did the staff appear confident?

| *  No, the staff did not appear confident D ddi e By adt o il el NS e

| e Yes, the staff appeared quite / ‘e . .

i o s By Adi i gt spds el

{ reasonably confident [ e s i oo By il o s jglvps
! l e Yes, the staff appeared confident ! O Al G By A e D gl peiians @
: +  Yes, the staff appeared very confident E \ ddi e lald Dy e Gl gl e
? - d. List the names of staff interacted i e e e e
L ' with: l T Calaial Sl il palt pland 83 &
L 1 e Mr./Ms. /Alt HORQM H’ M ’\"‘,’\ i el e
| | e Mr./Ms. 2V U FUSE YRR
: *  Mr./Ms. 3 Laayladl e

e  Mr./Ms. 4 | FUSATHT A IEATY B




6.1 Staff Capability

Cull gl 3,8

6.1

i
a.

TS J8 G Slaital Anpl L6 iVl i pall ol U6

Did the staff frequently probe the nature of the L
! customer's needs?
3|1 Yes ii O a1 3
] H N
Lo 2 No i ¢ NS 2 L0
| 1f'No’, please specify your commens: i
|
|
' b. Did the staff actively attempt to anticipate £ o3a30 ilabial Fuisy Alad ALglany wilhpalt 55 08 oo
customer needs?
3 1 Yes | a1 3
0 2. No i 38 2 0
If ‘No’, please specify your comments: Pl plalls 48 Bla ST 1Y
¢.  Were the staff able to cater to the needs of the 2l fa0tens tath 793 e 0930 laliiag 40 Ui gt £ UG A D
customer without seeking the help of a colleague? i PRl
3 1. Yes o 3
0 2. No a8 2 0

If 'No*, please specify your comments:
F INT: IF the ;£er Is YES , so the answer for Q

D should be Not Applicable

* ¢ WO

_'élﬂi_) :‘...ail.l ?i '9'._'_5_, e L K

Loyt A{'}” my ?uuTcﬂ

./

d. Were the staff able to answer all / most of the i o .
questions posed? Fha yohall ALY aiea fJS 0 ey cilh gl gl b S
3 1. Yes v § pi 1 3
0 2. No O 3 2 0
3 3- Not Applicable T T 3
If ‘No’, please specify your comments: ol Ly o Bla ST 1
2. If the staff were unaware of the answerto a A Al ALl Joma e e Glah e 1 ald CiB pal) o5 W10
particular query / queries, did they politely “ask 3l 2a) falall e A0 5 e S Jaf e BTV yigdy i b
you to wait while they double-checked with the
system [ a colleague”?
3 1. Yes b pai 1 3
0 2. No d 32 0
3 Not Applicable Salaiy Y 3
tf ‘No’, please specify your comments: Rt oy o sl S1OE 1
9
+ +




e-.'z. ’ Y . i 4p 4 oy b \ K Al ,_ -“‘“_ &
a. Overall was the staff weil informed on Bank Sledd y «-al-uw A3lale Alans uLAJJM wdB gl 545 S8 U sl d.‘u-u 1
Dhofar's product and services? ? B A
0 s Not at all informed D Sy e Dlagieaagl ud e 0
s  Wellinformed on at least a quarter f a . .
! el y Siladiall e SR e B L
' 1 few of the products and services D 2= o i s e J.J - (u.- * 1
I . L.J.L..!L.A,u -
discussed ‘
2 *  Wellinformed on at least half of the D Bt Daraly Sialial Cheatl e V! 2 oalns 8 | 5
procucts and services discussed [P S
=  Wellinformed on at least three- . .
S e A0 ) el A BV e o
3 quarters or mare of the products and E Sl .E_‘fu‘ < I :'r'1 "T" * 3
services discussed s
b. List the details of the “main purpose of your visit” s} A g LaS) "B 30 s N d.u.h“u Ciais 4 pulr gy pd o

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

llaadd! g Slaiad MIM}J X vy L,hwhﬂ!%ﬁ_'!(é

TR V’

INT: LIST THE CODE FROM SECTION B. }

S el Gy ) ALy o 12ty

and services possess a “Comparative advantage”
relative to competing banks?

0 o  No knowledge at all D Aoyl e Ay e 0
e  Well informed on at least a quarter / a .
Siasall g Siadlal il K [
1 few of the products and services D = I on S T "Fﬁ:h j * 1
discussed e
2 + Wellinformed on at least half of the - A 2 Slasally Slatidl cheal e Y L Qe 2
products and services discussed Lgisiia
+ Wellinformed on at |east three . -
Sladdi e S P gL A BY e de e
3 quar:ters or more of the products and E e 5 il el 3
services discussed
¢.  Did the staff attempt to “cross-sell” other products Gladi y Glatial * ALDY) " o aLAD & ylaay i gl ol 4 S
and services? ts Al
0 ¢ Nocross selling at all O Exayl e AlaY ol Aloy dald e 0
1 e Cross-selling after a lot of prompting D Y e Ay Bl aull ey B e 1
*  Cross-selling after a little / some o ys . . <
\_IIJM\JI g 1.!._; ’.\L" Y1 .-.'*3"‘“'-' ] 2
2 prompting ﬂ ¥i Oe 1 i e ¢ ¢
3 ¢ Immediate cross-selling attempt O Sl e il anll dgaa i . 3
d. Did the staff explain Why Bank Dhofar's products

APl L) U ol Glesd y Slatie 3L 7 by cilh gl ol 0 0
LBl & gl ae Al A

3 1. Yes O a1 3
0 2. No hd %2, 0
If ‘No’, please specify your comments: . REN By I T SAPIR LAt
1 =
10
+ +
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e. Did the staff attempt to provide “complete
information” on Bank Dhofar’s products and
services, along with relevant literature?

Giletd g Sladie oo MALlS Slaglaa” Qlithe Y Al glae iBhgall o8 Ja g
ilal Wil SlyiC A ik ol

INT: LIST THE CODE FROM SECTION B.

S ) G Sl ARG 1 ialy

0 = Noinformation at all

s Information provided on at least a

SULY L Slayral e | o
i

[res| Qu)‘.ﬂa.' Y ._'g:l.:] ft._u ,_5‘4" _,.:; :I..‘l:: []

1 quarter / a few of the products and D MRie 2 T il e A 1
services discussed = T
2 T = Information provided on at least half D Zialid AT Sl et chead VY 0 el e ‘ 2
of the products and services discussed il &8 2 Sl !
¢ Information provided on at least three NN i Vs .
T sl e ASH g pll DK I L elac! e
3 quarters or more of the products and E sami e o M e mar 3
ilisia | Dlens ™y Tiatiall a3iatal
services discussed i I
3 * Not Applicable Gelaiz Y @ 3

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

faluall S Aagliall ATy Slaliucadly (Dlpl 2y Allads Sl gles

INT: LIST THE CODE FROM SECTION B.

il o AEG oS tdialy

0 s Noinformation at all

ALY Je Dlaglnay e 0

* Information provided on at least a

dalatall .;1..,1.‘1\;,.‘_1,31511@)‘_5“1143; ec!  ®

1 quarter / a few of the products and D Coerms e ar . " 1
LA A P msladall y ilatial
services discussed il 2
2 e Information provided on at least half 0] Cilaiially Qilatall s pleadl vhead W e slie! e 2
of the products and services discussed e o5 Al haadlty
+« Information provided on at least three o . .
Cila glaall e A i gl ) A )
3 quarters or more of the products and E e S 9 gl S e clec! o 3

services discussed

Walhia o0 A Cieeali y Slaiiall dilai!

3 * Not Applicable Sy .

B Did the staff attempt to acquire more customer Jab e g Tl dliete A8 cila glea 4 et 1!_,_l.-...._- ._.h‘,..n A3 JaF
information so as to follow-up at the end of the visit? B L A A Aalaall Wi
3 1. Yes (| VIS 3
0 2. No %4 %2, 0

i

f‘No’, please specify your comments:
“J,_M_W‘:‘

:-:ﬂ?.) C\--A:'_LI r\.i ela g s"_)\S" i.-Jl

11
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7.1 Timeless

+

< gl 7.1

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

o s it (o gall g Jalalll Sy o i Jds die UEDYT g
D Aeill ol ga e f alell Jadt

INT: SPECIFY TIME IN MINUTES:

A e 18 g daa ialy

¢  QOver 15 minutes

A8 15 . K . '

1

e 5-10 minutes

33105 8

FH53 e

0
1
2 +  3-5minutes
3

» Under 3 minutes

0
1
2
3k 3

1
AW . B . |

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

P Gy Saty wheall B AN S g G kA

* Queuing system did not function at

0 Al | BBY S ey Y ciall i AT p e 0
 Queuing system functioned, but it Sl e A L d .
(3 o] B eyt slad ol
! worked with a few impediments D Ho ? & O e oI A e 1
e Queuing system functioned and it Jud J8E y A ey Jury call i ETY A 0 e
2 FEm . O ' , 2
worked quite easily and efficiently Loaa
s Queuing system functioned and it Uy Al D e Jaay il 3 QBT G ) e
3 ) . D : s 3
warked very easily and efficiently
e Notapplicable E LT Y -
¢. Time taken for the “purpose of the customer’s visit a8 pa ) e pll 358 1930 B A5 iah ApD" Jal (e 23 B0 S
to be fulfilled once reaching the counter: M P
INT: SPECIFY TIME iN MINUTES: | |+ s R o B g daa 1taly
ik R LT,
‘ P &
12
+ +
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' H. Additional Comments on Visit 154 510 Allaiall 4dlaY) Sla Skl 2
(If any) (Sany )

-

- i C{u.bm\j Oﬂ.&\cw

- D Mwawrﬂmm

- o e,uu:ug(v Fa"k‘"j T .

End of the Survey - Thank you very much....
Sda 185 - lafud Ay

PR T T "‘T, AT e AN S R LN Wﬂ‘ Ty f’m
i k. :“"’hdgk’- e i \'ie i =1‘-_" &‘, NG P a0 k.ﬁgﬁi‘:’a}m Ja—f] 7y jhﬂ:&z" Bl
G. TOTAL Branch Score
(Total unweughted branch score, summing all sections):
Secti p rl.l ' Eval I TotalPolntsSmredlnﬂlls { - Total Points Allocated /

S ' Area: Parameter

C Branch Presentation and Custemer Facilities

D Greeting and Soft Skills of Staff

E Staff Capability, Knowledge and Cross-Selling

F Timeless

TOTAL SCORE

(?Laiy|JSc.uct)lu1:.;._)A|)m 'Lull&_”;.‘)

£ Al Bl £ pana £

Jelal) fAaaioall i) £ pages i | zpaalll (b Alpundll WED £ pags o ALY oy gall Jalalt sl

S0l dashall Bl y £ AN apais

[

OB gl S gy a1

[

@Lﬁ"ﬂl&#w‘,a}a_’mﬂﬂlijé z
o gl C
’ LA £ gage
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