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PROJECT: Money

SHOPPER CODE DATA ENTRY EDITING SERIAL NO.
Name Number Name | Number Name 5
37 N 1. 4lo0/1]|2|86
Ouuwtﬁ Al g~
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N et}
T
B 34 Cia ylaal A Syl a
e ] A = S ]
A. Details of Visit B Jaealds -}
Bank Dhofar Bd Jhid ol
Bank Muscat D bl oy
National Bank of Oman O and il gl i 4550 aad g3 S 1
1. Bank Visited
HSBC-OIB O HSBC-0IB 4
Bank Sohar D S Sy
Other Bank: LA oty

2a. Branch Name ‘\ (L,(Teb\/ gl st 12

2b. Branch Area \-\qw g ol gy 2

3. Branch City Ho E,Uy ind 3

4. Branch Region F\\ MM Al 4

Day | Month |  Year Ol [ pedd | e il an 5
S. Date of Visit 13 [ q 9 01\ 2
[ - | I
Hours | Minutes (3l ] sl
6.  Start Time of Visit — Wiy ad, 6
| L oV ’
i Bidalt ik bl
7. Total Duration of Hours Minutes i s 7
Visit 0o | 23 | G




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

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

Opening a Savings D
or Current Account

Saving Scheme
Housing Loan
Car Loan
Educational Loan
Credit Cards

Personal Loan
Double your Salary
Offer

Youth & Student
Account
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4.1 Wasamnnrhrﬂuhmnﬂvmnabhfwﬂu
* Mystery Shopper? - = w

L2985 b g D J S0 b 4.1

3 |1 Yes K] a1 3
2. No O 35 2 \
i. Specify: S
|
ii. Specify time taken to find parking: min. 4ad 3 ya S o il aa
4.2 Entrance to Building el S Jadad 4.2
a. Was the Entrance Clean? LB Jaadl ois Ja
3 1. Yes m a1 3
0 2. No . 3 2 0
If ‘No’, specify “Why / Describe how” the S AS ey 15" 3 Sl e MUST Gl gah S 1
entrance was unclean: bl e i

b. Was the Entrance Convenient?

S aelia Jdaal) S48 4

3 1, Yes

a1 3

0 2. No

0=

a8 2 a

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

Plalie Jaoaadl 85 a0 MO aaa o MOST lpadl A8 1)

::— ..-.-‘ ~ “'ir.n-- FERR R
Was th banc mlses cle? :": S A
3 1. Yes Ej g 3
0 2. No O w2 0

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

ES M e ) A3 das Al e TS gt S 13

A e il




a. Posters / Branding material present on doors, waIIs "-“b-ﬁu uU-\&" M‘J-"ﬂ e dalad ‘-39 | alials
and windows?
3 1. Yes & s 1| 3
0 2. No C] w2 o
If 'N¢’, please specify “additional comments”, O MAadllol Dlaalhe” sia Hliab e TS ol gad A8 1N
if any: Dy

b. Pamphlets, Leaflets and Brochures on display?

S il g Sl e T O

3 1. Yes

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

B4 1| 3
0 2. No O B2 0
If ‘No’, please specify “additional comments”, I s Slaa S 2aa Gl S SHEY L galdl S 1S
if any: Wiy
c. 8randing material up-to-date? b Ayt Clatadl 3 pa S S
3 1. Yes X 1| 3
0 2. No . w2 o
If ‘No’, please specify “additional comments”, S gl e St san b e IS gadl ST
if any: Ty

elm ‘ ﬂ-u’l-*- ﬂ‘u &ﬂ‘ y‘EJ‘ ' %90 O * bbu o dﬂ‘

The e  oal b doalts

by

L Coployees

desks and counters? fiaadl
3 1. Yes O 1| 3
0 2. No 4 w2 0
If ‘No’, please specify “additional comments”, O Maadial Olkhaa e ds Al S SUET Ol gadl S 1S
if any: )

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

iy e Oakal (90 (B gt aBma [ JS S A

if any:

3 1. Yes & s 1|3
0 2. No ) 32| o
e, e i " IR WRICHE WS, PR LB ISP L PR g L kT
If 'No’, please specify “additional comments”, i .
. =3

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

©pgbandy Sk o gandng o gl b £ S IS A

3 1. Yes

a1

o 2. No

&0

282

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

O

L]

A{ onl, Ol

0 iyl g il oaall 3am AL 9" el S 1

- atanty SIS gy Y
Zm_bﬂ_f?&&&ﬁ_a&t&iﬁ_
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R ATM ackOINE ot 8 pra v AT g

a. Was the area surrounding the ATM and COM

r“r

'.3‘-‘”4\1051

S M1 it s

g u,.su 61 Eum_, o ...n‘,.an 5542 h,.-..sn ‘_u..n wis dh i

machines clean and presentable? ¢ elaalt
3 1. Yes E a1 3
0 2. No D N8 D 0

If ‘No*, please specify “Why / Describe how the
area was unclean:

N T WP [k DY PR T PPy, L PR N
r Iyl g Sl

b. Were the ATM and CDM machines functioning?

‘.‘d-ﬂ:l ‘;ALJ\ &M,\Y'l_, -":l" -l"l)-n:'l ;J‘a S o

3 1. Yes X m1|o3
0 2. No O 2| o0
If ‘No’, please specify “the time at which at el 4 S50 N saa Alad e TS il gad! AS

which the ATM / COM were not functioning
{and specify which machine, ATM or CDM):

Sl peall g gl e y) Lead Y gkl #1a¥y Y B el
(N gy Y

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

SATM/CDM dikie b 43 ChSall g &y 200 (38 S

d

3 1. Yes O 813

0 2. No O 32| g

3 3. Not applicable (| Sy ¥ 3] 4
If ‘No’, please specify “the time at which at 4 Jaay o0 g3 8 ua Sl e STl gl RS0
which the cooling was not functioning L JEL gl

Was the hranch air- condltlonlng full functlonal
and sufficient?

TR o It s ool B (o

3 1. Yes

a1

0 2. No

O =,

A8 2

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

il Claatia ans Slad e UHEEY O gall S 1
S S Wi iyl

b. Did the branch possess sufficient lighting?

SaGMS Bl £l adaly A

3 1. Yes @ axi 1 3
Q 2. No D s 2 0
if ‘No’, please specify “Additional comments / Faginl Sl sia Slind e HET gl IS 1H
Describe how it was insufficient: S S Al kS ey




+ + +

¢. Did the customer have sufficient waiting space / o plalt 3o lha e IS 206/ JUBIDA AMS dalice Jpeall S 4 D
seating area?
3 1. Yes ﬂ a1l 3
0 2. No O w2 0
.~ . [l Ciaatha” dim Al e oSG il el S 3
If ‘No’, please specify “Additional comments / LSS s ] S ia

Describe how it was insufficient:

d. Did the customer find it easy to follow the signage Sy gl Jabs i guin ) S e sy & consh plt

within the interiors of the branch, indicating different A ; . T s L .
’ fhanlt opflal y (iEally ) viliaa ) Lk
counters/ work stations? e e B ot 2
301 Yes K] i 1| 3
0 2. No | Yy2| o
If No., please wecufy Addlt.nona.\l comments / i)y fAilal aa " ssm liad e NS g S 1)
Describe how it was insufficient: S o L ik
6




5.1 Greeting of Customer

<+

38y a8 5.1

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

T 1AL S ) el e d AT 1 S b T

0 *  No greeting / acknowledgement wajaifona 5N e 0
1 *  Greeted within 10 minutes of entering D : opandl Jpha e B 10 J0G s 21 e 1
T !
2 *  Greeted within 5 minutes of entering D | canl! Spad e MR E NE s ) e 2
3 s [mmediately greeted on entering { i raall Yeks o ua 3V e 3
b. Did the staff either / or: T saal il gt 43 A
a. Askfor the customer’s name? ) anl e
b. Greet the customer by name? Prasl 83 aa Lol cin )
3 *  Yes, the customer was greeted by name / [:] ORI VU TUW "+ UG VP, FINITENS.. I v+ SPPL S 3
asked for his / her name Lpanl
0 . No, the customer was not greeted by E aand e S aly /et S5 F RO IVPL FNEVENgL BTN O 0
name / asked for his or her name PP RN
kil el 9 "7 5 X VPP PRI P - N =
c. Did the staff ask, “How can | help you taday?” el 3 e A J":I o ld; .:1-1.:
and Probe the purpose of the customer’s visit? '
3 1. Yes, the staff did this K Ay syl 8 S i ] 3
0 2. No, staff did not do this O A1y i gl oy 238 2 0
d. Was the Mystery Shopper redirected on the Atalialfdlalial  Jlo sl ALl fadall 4p 95 50l 20 0 &

basis of his / her needs?

1. Yes, he fshe was redirected on the

3 basis of his / her needs

R

Ledabial/afaliial 1 (8) Janll g 55 ket 35 88 e 1 3

2. {OR) The first staff member

A Jaali g T I Y i il () 2

3 encountered probed the nature of D el fraslay 35 3 e 3
visit and assister him / her 30 -
. , h i
0 3. No, he / she was not redirected on I:]

the basis of his / her needs
e staff courteous on the customer making
his / her enquiry?

elabia/adalial M 4 il Salal 3 o 0383 0

L R I
C. s A

g 526 \uan 4GS (- 5 feakinat (52 B i gl

0 +  No, the staff were not at all courteous D SN e B il gall 8 A0S e 0
* Yes, the staff were quite / reasonably . - - ) .
1 4] AL alh gl 5 aal s aad
courteous E B ke Ay iyt a3 i ps e 1
2 s  Yes, the staff were courteous O S b galt A8 i) caal e 2
3 *  Yes, the staff were very courteous D ABLN ayad caliyalt A8 A e e 3
b. Did the staff demonstrate “active listening” on fopmll Jnakins Vel sliol” il gall 4B 0 o

customer enquiry?

¢ No, the staff did not demonstrate

| plial o \ v
0 active listening D i CBgal 4Byl S e 0
¢ Yes, the staff listened quite / . . . s . . -
1 | 4] 4l b, cih [y
reasonably actively 20 Gt B fL e # cdigall el el e 1
2 *  Yes, the staff listened actively D Lola) CiBgalt  dal ) a3 2
3 e  Yes, the staff listened very actively D Aglat e S LS gl eal Al ani  ® 3
7
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Did the staff appear confident?

S (o Bl g A0 e i pall B b

[\

No, the staff did not appear confident

ks pa (g A B b gl i & S

Yes, the staff appeared quite /
reasonably confident

Jaa JAE Al e B9 A e il gall el cans

Yes, the staff appeared confident

i e By Al e il gall gk sl

r—-1-

Yes, the staff appeared very confident

norio

i Ll 30y 01 o s gall gl cani

i d.'th List the names of staff interacted - pion alatad (il il ) ptai S5 5
| with: . |
;’ o mr/Mms. Khali 0 Ebnghosh 1 TR ERAIN
i o Mr./Ms, 2 Uil Jmall e
; *  Mr./Ms. 3 Wil el e
*  Mr./Ms. 4 AR TSR] .




6.2 "Staff Capability "

R 6.1

a. Didthe staff frequently probe the nature of the
customer's needs?

,Jsuds.-awﬂuuwm@Jmmuhmeua i

T

3 L Yes %! pai 1 3
a2 No O % 2 I o
' If ‘No’, piease specify your comments: 2 rads Al gla JSUST Y

|
i
i

Cane-O N |

b. Did the staff actively attempt to anticipate
customer needs?

o) Slalhal FLiuY Ulad A glaay Cil gl o0 JA

3 | 1. Yes

pri 1 3

T

0 2. No

0|

A2 0

If ‘No’, please specify your comments:

A Ly 8 P, U

¢. Were the staff able to cater to the needs of the

dad 530 s bl 193 e Gyl Slplia) 4l Cili pall ilaist JA O

customer without seeking the help of a colleague? 2330
3 1. Yes E a1 3
0 2. No 'l 382 0

If ‘Ng’, please specify your comments:

INT: IF the Answer Is YES , so the answer for
D should be Not Applicable

R N O AP T ]

d. Were the staff able to answer all / most of the
questions posed?

Tl g b AL sBas fJS 6 DoY) b galt plhiod Ja &

3 1. Yes X pi 1 3
0 2. No | 38 2 0
3 3- Not Applicable Galaiy ¥ .3 3

If ‘No', please specify your comments:

A plagy o pla SRS 1

e. If the staff were unaware of the answer to a
particular query / queries, did they politely “ask
you to wait while they doubie-checked with the
system / a colleague”?

I A Al fogma Mg Jio LYl e 1,008 i palt 08 & 1) 1

P i LB e 450 5 e aSlN g e SUBIY™ Qudgls Jlia ik

3 1. Yes (| a1 3
0 2. No A 38 2 0
3 Not Applicable X Gikiy Y 3

If‘No’, please specify your comments:

T ) s b Bl S 1Y




.?f

ﬁr

Overall, was the staff well-informed on Bank

;.ttqrﬁ&%_;”fﬁ-' .
S derry s et -hmﬂr*-hw"

...L..u,._.u.mux..u...t.._,s...._m,.n ‘,uuu&.,mds.‘ )

|
i Dhofar's product and services? ook Ay
! 0 I s Notat all informed D A e Clageaap] i @ Q
e« Well informed on at least a quarter / a . .
Seazadl g Sladid - | s oe Ay
{1 few of the products and services O aily Shatial S et fo) * "":; "‘ :l; * 1
discussed ~
2 *  Wellinformed on at least haif of the X A A Tl Siati dhal e GV e Je e 2
products and services discussed [Picka 14
‘ e Wellinformed on at least three- C e
Dl e A8 o) plai ABME Y e by
3 quarters or more of the products and D j e AIE J,h‘ _ “"1‘ :""T * 3
services discussed a ?

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:

padll (b (5 52 L) "8 0 peasi N b Alsia Y gl

" Saail) y hpiialy (Bal) A mall o5 giowe™ 6 Ok pal apkly ady 1

-4kl s3a ql

INT: LIST THE CODE FROM SECTION B.

S ekl O a0 4GS o laly

0 * No knowledge at all D Galyl o pyy e 0
« Wellinformed on at least a quarter / a i
Glaaall y cladiall { : 1
1 few of the products and services D 2 e A f e “E?,L:h :: * 1
discussed e
2 » Wellinformed on at least half of the E S Al Slasall y Sladial cieal e BY! e alay e 2
products and services discussed e
» Wellinformed on at least three ;-
siaiidl e Jist g gl a2l WY
3 quarters or more of the products and [:] = o S B SV ey o 3

services discussed

Lgidilia o5 30 cilaaally

c.  Did the staff attempt to “cross-sell” other products Shard g Siatial " BLoY) all™ o aLAL Al glae il gall o8 JA &
and services? Tt
0 * Nocross selling at all E LY e AlaYiadi Gla b o e 0
1 *  Cross-selling after a lot of prompting D R W PR, (S R WS, 1) [ PV B ) 1
2 . E:zi:z::g after a little / some D o o R oYl ! lans o e 2
3 ¢ Immediate cross-selling attempt [:] ol e Gyl andl Ugdag i e 3
d. Did the staff explain Why Bank Dhofar’s products

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

LLalYl el AB ol Glasd g Sladia 13l 7 phy il gt pB 0 S
O TR RUPVR P PR PRF PO

3

1

Yes

a1 3

0

2.

No

®0O

32 0

If ‘No’, please specify your comments:

Nt pondieon d

j—’L.‘.i) CL-G;I_L-_J (hi IOL?.) SIS 'F‘J"

10




+

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

Sl y Sladle of ALIS Cla g™ idae Y A sy waB gl 5 b 7
filall i3 it . Ui &

i INT: LIST THE CODE FROM SECTION B.

S i) (a1 LS, B ;aly

o] # Noinformation at all D Soell e Ghagla 0
+ Information provided on at least a | A ia gl e g fan, B e elae .
1 quarter / a few of the productsand | Ol . *_:;u:‘;m"“g_‘_.] "'L T 1
services discussed ! ) AT
» » Information provided on at least half E i Cilalial Al Cia gy wheal B 6 san, e 5
of the products and services discussed [P EPR g T DT
s |nformation provided on at least three Lol 3 TR .
e glaal e JAST g1 pLH A I e clae] e
3 quarters or more of the products and D e 3
il b Sanally Clatially diat
services discussed &t ?
3 # Not Applicable Geliy Y e 3
f. Information on relevant procedures, faluall 1) Aagliall 400y SlaTieaall y Sipl s Allats Gl glaa F
documentation and follow-up method?
INT: LIST THE CODE FROM SECTION B. G il e Jal A8 48 rtaly
0 ¢ Noinformation at all O G e ClagaY e 0
* |nformation provided on at least a .
Aalanadl gl ] i o}
1 quarter / a few of the products and D ’L::_,:‘ &m";?:‘j N "f_: > ', y 1
services discussed & AT
2 ¢ Information provided on at least half m Sladially Alaiall Sl plnall el Y o slac!  » 2
of the praoducts and services discussed D e e
e Information provided on at least three
Sl | i gl £l A5 Lﬂ:'-
3 quarters or more of the products and D _.1....11 "'; » "‘t ]" i :ﬁ "’bu : . y 3
services discussed ?
3 s Not Applicable Gy Y e
g Did the staff attempt to acquire mare customer Jal Oa Gl dliada ISH e e 48 al ‘UJLI-U i gall pid Ja £
information sa as to follow-up at the end of the visit? THULN Al B Al LA
3 1 Yes O pio1 3
0 2. No X ¥ 2, 0
If ‘No’, please speciij your Eommentz -abi rloaly ad sla ;28" 1Y)
11




+ + +
7.1 Timeless | : 7.1
a. Waiting time on entering the branch, before | P (3 galt kB pall e Jalaill BBy of R Jgds i0 I Sy}

dealing with the frontline staff:

| s Aaddl abiga o falal1 badh

INT: SPECIFY TIME IN MINUTES: 1 9L CLT1 JERUEQCH | JTE QLT
0 [ ¢  Over 15 minutes O { ks 15 e JE e 0
1 | e 510minutes mjl 34:10-5 e 1
2 s 3.5 minutes E S8a5-3 e 2
3 O 3

e  Under 3 minutes

B 58 e B

b. Did the customer feel like the queuing system . . . c
Tfaa Jod idatl| MBS s Gl e
functioned properly? ? o b SELY) B O S At A
* Queuing system did not function at .
0 oy &5y m Y e Sy ¥ heall i I S 0
s Queuing system functioned, but it . . . s ..
! ) gl : il Uasiyt alas ol
1 warked with a few impediments E] i ondh s gon OSLy Sy b SNl O 1
2 ® Queuing system functioned and it 53, Jlad IS5 g U gy Jaty iall 3 TYI S ) e )
worked quite easily and efficiently Lo
3 * Queuing system functioned and it ] Ay AU A gy Sy aalt A DY LU ) e 3
worked very easily and efficiently Juad
e Not applicable D Saki;Y e -
c. Time taken for the “purpose of the customer’s visit Aiga N Lpagl B 0930 805 i AB" Jal G 38001 Gl g S
to be fulfilled once reaching the counter: ;" Al
INT: SPECIFY TIME IN MINUTES: ‘ —_—} 1A e gl da s dialy

12




+ + +
H. Additional Comments on Visit 18l ddlaiall 4 8L5Y) Sla il -
(If any): (g )

End of the Survey - Thank you very much....
Ny 18d - Laay Gy

TOTA Branch Score T

{Total unwelghted branch score, summing all sections):
i - IR «ToanolntSSmredlnthls Total Points Allocated /
.. Section”".. PmmmrUnderEuhaﬂon e ! eont-dedhl - Pararister
C Branch Presentation and Customer Facilities
D Greeting and Soft Skills of Staff
E Staff Capahility, Knowledge and Cross-Selling
F Timeless
L B ", . -TOTAL SCORE D ‘
B iy " . R -
gl B f gaxa L F
Cop ) Aadidd) SOl g N gl N
G gall Sl lga g oa 2D &
@uglw\@&Jdﬂchﬁ_’dlsJﬁ z
o gl r
RPN e RS e aa
13
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