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PROJECT: Money

e A

SHOPPER CODE | DATA ENTRY EDITING -~
Name [ Number Name | Number | Name L SERIAL NO.
&JJ—:I-A:'!
f’é.)‘:" l 2avl E - t \l N2 sl - - -
AR | I el ] s G D
ggradiiall |
A = A s Al el
B |
A. Details of Visit 303 Jaaalds -
Bank Dhofar i ol
Bank Muscat O i 2y
N National Bank of Oman O ol il gl Sl 4Gy Zaad 30 S 9
1. Bank Visited
HSBC-0IB O HSBC-0IB <
Bank Sohar D Saa ol
Other Bank: Al
; AR T T ,
2a. Branch Name I:\ \ LLﬂZﬂf(d" < AL Khehah B ) g odl sl 12
2b. Branch Area N LL‘(_\M&X g oAl alge 32
3. Branch City WINPT | d 3
4. Branch Region Al huwdarn adlidi 4
Day | Month | Year . il e 5
5. Date of Visit
Hours | Minutes e | cle L
6. Start Time of Visit C‘{ 14 q Ll lycdy 6
H Minut Ll el
7. Total Duration of s e 2 = . 7
Visit OU I \ b e '
1
+ +




R AL

Openmsa SawimgL o

Ql' Currem Accnunt*

| Savmq Scheme

[ H0usmg Loan

Op@mng 3 Sawr'r;;
or Current Account

2. General Enquiry relating to a r'

T ol R e i lalaple il 2
5 juai o A 1 -

- | Car Loan
specific Product, Service [

and/or Facility | Educational Loan

sl i B ‘ | paiall Jeealdl 2aa gf [ g alid) 54 sl

il |

| INT: SELECT AS RELEVANT ANU/OR
‘ | Credit Cards

Slaldl Sl |

PRODUCT/SERVICE

Loan

| Double your Salary

| Offer

Youth & Student

SPECIFY DETAILS OF
| Account
\
\
+

D '-r-z‘-l‘-‘:') '—”—:- S |




‘Was Customer Parking .Inmntly available for the

4.1 _ i
¢ H el 2
_ Mystery Shopper? 290 (gle 3 by il ga AN Jouall 229 S0 4.1
BERE Yes B 1|3
i 2. No 0| w2 |
Il
| i. Specify: I |
ii. Specify time taken to find parking: min. LG S PO PTG ICT e
4.2 Entrance to Building el G s 4.2
a. Was the Entrance Clean? ikl Jaad) oS Oa )
3 1 Yes m PSR | 3
0 2. No O 3 2 0
If ‘No’, specify “Why / Describe how” the S " eyl AL daa Sliad e ST Ol gl IS 1A
entrance was unclean: i e Jaadl
b. Was the Entrance Convenient?

tlasia Jasal 8 4 o

inconvenient:

ST G
_ Cleanliness of Premises

Was the branch premises clean?

3 1. Yes % il 3
0 2. No O 2| o
If ‘No’, please specify “Why” the entrance was Tanlie Jaadl 0S5 ol "I 20 ¢ "US™ Gl gadl SAS 1

TEh

T S A S,

3 1 Yes &4 1|3
0 2. No O 2| 0
If ‘No’, please specify “Why / Describe how” S " A e el IS Ll gl S 131
the premises was unclean: - e - u_:, & Pl




+ + +
[¥a " Toranding Watetiel. oteiy . M s s s Al v i (SR ES Vig (e il SSall 4.4
a. Posters/ Branding material present on doors, walls | ¢34 ¢il) g_,u-i-\-ﬂ gl ) e M_Jh- Sialle I Slieale 229 A,

and windows? . |
3 1. Yes | B4 | 1| 3
0 | 2 No =] 2| o0
If ‘No’, please specify “additional comments”, ' | o) il CllaaSie” as Sllab e MUST ) gall CAS 1S
if any: ] | g |
| ‘ '
! | i |
i | |
l ! 1 l
b. Pamphlets, Leaflets and Brochures on display? { | el il y il pe a3 A
3 1. Yes E ani 1 3
0 2. No | w2 o
If ‘'No’, please specify “additional comments”, O o Aailal Slaatia" saa Ll e IS Gl galdl JAS 13
if any: S
c. Branding material up-to-date? Al Ay jladll ladall M ga A O
3 1 Yes X mi1| 3
0 2. No O 2| 0
If ‘No’, please specify “additional comments”, O il Slaale" daa Sl G MEST lgadl IS 1)
if any: Dlay
R codd o G

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

Slgag agila gl £l A e 0a %90 G S 205 OIS Ga

desks and counters? R PRER]
3 1. Yes B i 1| 3
0 2. No O 2 0
If ‘No’, please specify “additional comments”, O "Ll Sllaa " 2 Sllad e MU el IS 1
if any: )

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

iy e el (3 (B gl aBaa [ JS DS 0

if any:

3 | 1 Yes & 1| 3
o | 2. No O N2 0
) - o Migilial e " Shizad e A" L gl CAS 1A
If ‘No’, please specify “additional comments”, -7 i A O AT e _‘-‘_15 -
.‘—‘-h"-.)

c. Were all/almost the entire staff wearing name

LV R Sl S ey 1 X &
badges? aglanly S D fpaday (adl gl aBaa [ JS OIS A D
3 1. Yes D a1 3
0 2. No K w2 0
If ‘No’, please specify “the approximate Gl il gall oo SHE Saall saa lliad e ST G padl S 1D
number of staff not wearing narge badges: ,..J....L SlAS e Y
P JOwn ¢ zji l{¢ 2 &iﬂﬁ é’t 5%_&3,3 AHLAN Na ¢ (
= 4
+ +
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46 ATMand CDM machines L gy N el el 46

AR T
i 2 LR Y
.:Ilﬁr.rla el e AR B

a. Was the area surrounding the ATM and CDM

J._;Ju,\m_’.;ul&\afﬂ_,qh'lui)ado*l a8 ods a |

machines clean and presentable? ¢ gl
3 1. Yes m a1 ! 3
0 2. No 0O W2l o
If ‘No’, please specify “Why / Describe how the S "AS Gl 1AL daa Sl e NS s
area was unclean:

._A__a.):r._‘&l

b. Were the ATM and CDM machines functioning?

Al A EIay N el Sl S A o

3 1. Yes

a1 3

0 2. No

282 0

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

el 4 S5

S 13l

ul)-a.'l ‘ L‘.-_u_’;' JJ;J)_,WYJ.M'&‘MJ J"‘..'Y'rul_).nﬂ
(é.};ﬁ!;-u.‘i! EI) N

—-!y' J.l:x‘_h..nl‘)a TAS" ‘_ﬂ_,;.ﬂ

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

TATM/CDM 4dhis & 2 sl 5 0l S8 A S

3 1 1, Yes

1|3

0 \2. No

X2]

3 ‘3. Not applicable

KO0

R B

| If ‘No’, please specify “the time at which at
| which the cooling was not functioning

S RS TR
‘L ‘L.‘.‘L..‘L " *4 -acilities ’.‘L gy E

a. Was the hranch alr-condltlonlng fully functional
and sufficient?

TR e s

i Jany o 31 A" e Sllad e TIST gl RS 13

B J8& Cakl)l

3 1. Yes

a1 3

0 2. No

A8 2 0

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

[Magdial Cillaada” e Sllad S Gl galdl SIS 13N
S S Al kS i

b. Did the branch possess sufficient lighting?

RS 55La0 p i gl JA o

3 1. Yes

a1 3

0 2. No

O

3 2 0

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

[ el Slaa " saa Sl S (ST Ll gall S 1A
48 o8 ol S huag
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c. Did the customer have sufficient waiting space / [t oaslall 32 lha (e cilS 2ae [ URIDU L0S Laleaa Joaall 28 4 &
seating area?

3 1. Yes Kl w Al 3

0 2. No O 2| o

If ‘No’, please specify “Additional comments /

|

|

|

: [Magdnl Slhalle daa Alad e TS el S 1
) ) ) o | o Ly J s Loy
Describe how it was insufficient: | S el a

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

i Al Bl Ja13 A g gal) SIS L gpess 2y O g3 plaiad 6 &
{‘ ) oSl y (OUSall) ) R0 pl) cdlida ) A 5

3 1. Yes ani 1 3

O

0 2, No . 0

If ‘No’, please specify “Additional comments /

ha sl fiilnl Al 3aa ol e NS el S 1)
—heo -
Describe how it was insufficient: A - ety i

S 85 6l el
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5.1 Greeting of Customer

4

| Sl s A 5.1

i a. Wasthe Mystery Shopper “promptly greeted / | e A A Algs g Al Geudall | o Gadllfcua 3 a3 06 )
[ acknowledged” on entering the branch?
f 0 e Nogreeting / acknowledgement | E i fcua Y e |0
| 1 e Greeted within 10 minutes of entering | [:] | Jranll Jads e BRL 10 M3 Cua 3 1
| 2 * Greeted within 5 minutes of entering , d ; Jsandl Jpd3 e 35 i a3l e 2
3 e Immediately greeted on entering D | Graall Jeda jdua o 3
| b. Did the staff either / or: Gl gaaly il ) A8 A o
a. Ask for the customer’s name? el g o cJ | j
b. Greet the customer by name? faasd 83 pa hranlly ia ) o
*  Yes, the customer was greeted by name / St oo Jlfaant S5 e Baaally ca il 5 all aas
3 . O ¢ ‘ 3
asked for his / her name Ll
0 e  No, the customer was not greeted by E aal e S aly / Aaul S5 s Dl s Al L3S . 0
name / asked for his or her name a5l
A R el g "0a gl SEas e G0 LA™ (il gl =
c. Did the staff ask, “How can | help you today?” - 3 "ot - i ": :JL“,:J: }:
and Probe the purpose of the customer’s visit? =
3 1. Yes, the staff did this O ALy il gl 28 & cani 1 3
0 2. No, staff did not do this | Ay il gl o33 o NS 2 0
d. Was the Mystery Shopper redirected on the fbalialfdalial e sl AL Jaudall 4agdie) S da
basis of his / her needs?
1. Yes, he/she was redirected on the
! Aalialfadalda u.n:l sale! a3 adl ¢
3 basis of his / her needs D W i < () g # pedi “
2. (OR) The first staff member o Jsanll 45 LE el oY) il pal gyl () 2
3 encountered probed the nature of E e et ::—.:Jj.acu. -,.:“.:_',Il p E’) ' 3
visit and assister him / her il -
0 3. No, he / she was not redirected on D eRaliia ATalital 1 agm s Sale 35 036 3 5

Were the staff courteous on the customer makmg

the baS|5 of his / her needs

his / her enquiry?

0 e No, the staff were not at all courteous D Sy el dilgal 0 a1 S e 0
e Yes, the staff were quite / reasonably . i oo o .
- w ‘ - .1 . .
1 i it =X by [ gyhe Yy il o) a3 il cans @ 1
2 e Yes, the staff were courteous D A by S ail i e 2
3 * Yes, the staff were very courteous D AL 3al (il gl 4SS5l ad e 3
b. Did the staff demonstrate “active listening” on Tl iV " o) plial il gall gl A o
customer enquiry?
* No, the staff did not demonstrate
’ | pliea) i gall S
. active listening O e SR * 0
*  Yes, the staff listened quite / - ;
1 ) 4l A3y phy il gl sl 2] e
reasonably actively D ) B R B gm0 4
2 * Yes, the staff listened actively E Loyl B gl el 3l el @ 2
3 * Yes, the staff listened very actively D ! e 8% il gal) sl 2l ani e 3
7
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P (30 By Al o il gl B b

. Did the staff appear confident? T
[ e No, the staff did not appear confident : E | ddii e By adl Je Calagall gk NS e
: e Yes, the staff appeared quite / ; '
| Jeds alds g sl il gall
- reasonably confident | O | BS g M elind jee g e
1 e Yes, the staff appeared confident D | Adi e Byl o bl ghael e
{ | e Yes, the staff appeared very confident D i ddi e Ll By adi Jo Cibgadl el cand e ‘
| d. List the names of staff interacted ‘ e U e RS A e kR "
o ‘ } tagia Cilalad Al (il pad) plaud 83 & |
53 |
\ e  Mr./Ms. O!’Y‘lﬂ/‘rw Mﬁ | 1 | alalilly Juatill .
I e Mr./Ms. 2 | dalilflalill o
\ e Mr./Ms. 3 f ALl Latall .
[ o Mr./Ms. 4 | Aally/Jall e
8




- + -
|
6.1 Staff Capability \ sl pall 5 28 6.1
a. Did the staff frequently probe the nature of the foA S o Clalia) Aads (6 Ll i sall B2 8 )
customer's needs?
[
| 3 |1 Yes O asi 1 | 3
0 2. No X 38 2 | o
If ‘No’, please specify your comments: | . . G g b g AN ol |
: A g Y'Y\AJ\ Cl‘ (A_QCIW I
b. Did the staff actively attempt to anticipate o e - o s Ay i <
Com il Slalta)  fubuy Ulad A jla wilk gl o8 6 o
customer needs? s TRl A S
3 1. Yes | and 1 3
0 2. No K] % 2 0
If ‘No’, please specify your comments: . il Ly o8 Bla ) ST 1Y)
g (Lo Ao d omauresn Aoy ﬂwblm
c. Were the staff able to cater to the needs of the daf 330 lae il 1193 (e 3l Slalta) Al il gal) plaid g4 &
customer without seeking the help of a colleague? Yol
3 1. Yes O pxi 1 3
0 2. No %] 32 0
If ‘No’, please specify your comments: ) ey o Sla ST 1Y
L&&Mﬁu& AAmLie&ﬂL_mJZaMH
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 i )
questions posed? faa g haall ALY aBaa [JS 08 AaY) il gal) plaiad Ja &
3 1. Yes X pai 1 3
0 2. No O 3 2 0
3 3- Not Applicable G ¥ 3 3
If ‘No’, please specify your comments: 2Ll Loy o8 Bla ;) TS" 13
e. If the staff were unaware of the answer to a O i Al [oma Jge o LY e (500 Gl gl 085 A1 13 2
particular query / queries, did they politely “ask a3k 0 af fplldll e 4005 e 2l Jal Ga JUBINIT Culgl dia Gk
you to wait while they double-checked with the
system / a colleague”?
3 1. Yes B pos 1 3
0 2. No O T 0
3 Not Applicable Giki Y 3
If ‘No’, please specify your comments: A rlads a8 Bla, ST 13
9
- -



+ +
CRAETTLTY L s Y RS SR
Q:?“*W A ywmm“’" s.'-\"'i’ﬂu 3’;' '1:; ik % , bk AN £ i, Vil et 2N e )
a. Overall, was the staff well-informed on Bank *-M-‘-'-J e Tilaie Jieas Hhﬁu -15.!»‘3‘ s ol -fl“- d-'h-u |
Dhofar’s product and services? f Uk
0 l * Notat allinformed D Ay e Cilaglaadapl jal e 0
T e Wellinformed on at least a quarter / a sty chamidl oy K fans oo Y1 &
1| few of the products and services O Se ot artiicn oF & ol ""' '“' 1
\ g discussed & o |
i - e Wellinformed on at least half of the l n : A A Chasall y Clalial cheal (2 SV e play @ | 2
[ | products and services discussed | PR
i * Wellinformed on at least three- 5 - ‘- .
Claiall e 51 ) gl B8 Y1 Ll alay
3 quarters or more of the products and | B4 A o) S .& 5, o :L "T‘ * 3
services discussed o 2
b. List the details of the “main purpose of your visit” pdl] (A (5 LaS) "Bl ead ) iagli"G Alaia AaY c—"J-' P
(as per SECTION B); rate the staff on the level of "laid) g Sladially (Fadall A aal) (5 giasa” o Cuil pal) andly P-‘J e
“product / service knowledge” in this area: ARl s A

INT: LIST THE CODE FROM SECTION B.

il G e R0 o 2l

0 e No knowledge at all O | ALY e adyY e 0
e Wellinformed on at least a quarter / a : . % v
Slaadll y Silagial) o Wl e JiY 1
1 few of the products and services E g aiid on delt) s ‘F;’h o ‘“; ‘ 1
discussed £
5 e  Wellinformed on at least half of the 0 5 Gl Slaaally Slatial cheal oo Y e dny @ 2
products and services discussed Leilalia
o Wellinformed on at least three Co -
BN [P B T B L
3 quarters or more of the products and D St s &.',3,. . :ki"hn : 3
services discussed B ik ’

c. Did the staff attempt to “cross-sell” other products ladd g Sladial " ALSY) Al G aURL Al gl CiB gall o0 Ja “
and services? PRy

0 e Nocross selling at all O BBy e Aoyl ol Llaxyali sl @ 0

1 e Cross-selling after a lot of prompting D S liedaay! e 80 sy oY) anll Alesy 55 e 1

5 . g:zziszlrl‘?g after a little / some m 5 Aot G0 B Sy aY) ol Al 5 5

3 e Immediate cross-selling attempt D ool Je Loyl aull Al jaa 3 e 3

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

relative to competing banks?

ALl gl LB Ol Gl y Ciladia 131..15,.:,_55,..1;‘.'.3@,.:.
PRI g2l aa A5l Ml

3 1. Yes D axi 1 3
0 2. No 1 %2, 0
If ‘No’, please specify your comments: , ) plady o Bla ) ST 1Y
ld a0 Lwna. s @) \ .
‘ —
bode <+ he ooz [the d(cwos mon !
— N - L;
900 000 B (\.G«LJ\ \
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?

X J -l." {;F‘"-'. < Gl oa u&us\“ta"} ‘JB,‘:\?;EJ..EI
filall i3 Lyt aa ik oy

INT: LIST THE CODE FROM SECTION B.

S} (e Gl UG A3 sl

0 e  Noinformation at all \

B! o Slagiaay e 0

¢ Information provided on at least a

Gletal) o pleall e B fay; JSY) o clae] e

|
1 quarter / a few of the products and e TN o SR | 1
| e di adlie o8 Al Sleadlly Samiady |
\ services discussed \ \
2 e Information provided on at least half | O] Slatially dalaiall Sl leall chial Y o sllac] e | 2
of the products and services discussed e |
e Information provided on at least three . T : \
Sl glaall e 38T of gL AL B e olac)
3 quarters or more of the products and D e ;’.‘ ‘“s '.’. EHJ i Uﬂ "“d ‘ | 3
3 J Lgilflia o3 Al Silandl) y Silaially dalatal) \
services discussed
3 e Not Applicable GabiY e | 3

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

faliall Gi3 Ayl 400y Clafiad) y (Sip) 2 Yl dliade Sl gles ¢

INT: LIST THE CODE FROM SECTION B.

G padl) o el A B8 laly

0 * Noinformation at all D ALY e Glagaay e | o
e Information provided on at least a ; i
FARA| G‘u_,la.d\ e Jgrl:l ’\‘-"U JS” »_‘r]" o'..a‘nr.] .
1 quafterléfew of the products and | 25 5 ) ey claialy 1
services discussed

3 * Information provided on at least half E Slatially Alaiall i slaall sl Y1 o slac) @ 2

| of the products and services discussed Lgalilie o3 Al Silaodll

‘ Information provided on at least three £ i .

\ ‘ Slaglaall e JESH g g1 NS S U |
3 ‘ quarters or more of the products and D ,l....:,. _,..s 2 ?','J R 'ﬁy“’hﬁ oy e 3

. ] Lg.u.lt_‘-(u".ﬂlx..au.a..‘ )y Sladiadly 4aladl)
services discussed
3 «  Not Applicable | Sk e
g Did the staff attempt to acquire more customer Jal Oa Qe Al ST Sl glae A8 el A glaey Cilli pall 2 4 F
information so as to follow-up at the end of the visit? T80 Al A il HLdl
3 1. Yes | ] i 1. 3
0 2. No X M2, 0
If ‘No’, please specify your comments: Wl mliady o8 ela ) S 13
. Oskod abowd JW\L 28 s L
L
11
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7.1 Timeless k. : : : ; N Y R at: T 5 v o el o GG A
a. Waiting time on entering the branch, before ot g pal) Gl pal) aa Jaladl) Gy g Ll Jpda s UGN Gy )
dealing with the frontline staff: D Aasid) Al ga e [ ala¥) Jadll
| INT: SPECIFY TIME IN MINUTES: | :Ji!i.ﬂ\ i 2 gl aaa dialy
% | i : . r
0 s Over 15 minutes D | 368515 e S0 e I o
! o 5-10 minutes O | 3E10-5 ¢ | 1
L 2 ¢ 3.5 minutes D S98:25-3 e 2
3 * Under 3 minutes E AhLEW e dil e 3
b. Did the customer feel like the queuing system ~ ’ . ot
3 ‘ W | oy o] . - i »
functioned properly? T Sy g o HE) AR L L Al s o
e Queuing system did not function at
0 o e O S o ey ¥ anall 3 sy Ji o e 0
e Queuing system functioned, but it ) . vk ke s
) gall ¥ —hall Uasiy! 4l
! worked with a few impediments D Ll oy g4 O Sy o ST i) e 1
5 e Queuing system functioned and it 0 Juad JC0 5 & gy Jary ciall 3 lamyl plai o) e 2
worked quite easily and efficiently Loaa
3 ¢ Queuing system functioned and it D JS20 g Al A ggaes Jamy il i SUTYI QUi ) @ 3
worked very easily and efficiently Juad
* Not applicable B Al e -
c. Time taken for the “purpose of the customer’s visit g J Jsash 26 g3l 305 i 4B Jal e M3 A gl &
to be fulfilled once reaching the counter: R Pt

INT: SPECIFY TIME IN MINUTES: £ B Gaaaa ) d3a sty

12




+ - +
"H. Additional Comments on Visit | 5L ddladall AALaY) Sla dial) 3]
(If any): | (S22 ) |
g“ﬂ gha Jue mere B e Cdomoq ae T waded |
L' ev 5 V"'W\'W-hfj u_}-klt\, the —‘QC“L’W eﬁ\«{lg ra P Lk/m‘hq L\;_ i LWL&J\QJ ‘

\(W ?é’_.»\A ('TLa_Q CalQ

|
|

End of the Survey - Thank you very much....
S5 182 — Gl iy

oqlvﬁgy., YJ’ “'\-@Wuw

-

T ST et ‘-\‘ e
L S e X
WAL q“d‘ aw'e - }""m“} 'I !,:i rs 1‘&'{.}1’ I

G. TOTAL Branch Score

(Total unweighted branch s

core, summing all sections):

ecti o & e Eoakation Total Points Scored in this ~ Total Points Allocated /
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

£ Al Bl f sana i

:(;'L..é&'\ ._',S o ‘&)ﬂi :L-n.-u_)a.:‘ BT Llah &J“‘L‘)

Al P B § g |t 8 i B £ e SRR g g G |
Gl Aadial) gl g g A ppai &
Gl pall S gy e A =
) ) Al g A%E ey oil gl 3 a0 z
< gl c
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