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PROIJECT: Money
SHOPPER CODE DATA ENTRY EDITING SERIAL NO. |
Name Number Name Number | Name l
\\ Nevtne Weldde |4]0(1}4]2
:&3‘).:1-;\
3 il ’ C e e . I
r&] 2 Lada! Sl glaall A B geita e
] — I =7 4 7
A. Details of Visit LN SawaldS -
Bank Dhofar (] i 2y
Bank Muscat E] L sy
National Bank of Oman O tanll e gl i 4 aad 30 Sl
1. Bank visited - C
HSBC-OIB O HSBC-0I18 i
Bank Sohar i F
Other Bank: Ay
2a. Branch Name H ()_) b § A aul 2
2b. Branch Area C G)ﬁ oAl adpe 2
3. Branch City MV\DCa—r it 3
4. Branch Region QLLLU'\ Gl 4
Day | Month [ Year Adedl | el [ g Suian 5
5. Date of Visit )
ol
4] 4 | 2005 | |
Hours | Minutes il | Sl b
6. Start Time of Visit i\ o 3 el B
H Mi aall EXPYINT
7. Total Duration of ours inutes Ca T
[ [
Visit co L O ad




Opening a Savings
or Current Account

Saving Scheme
General Enquiry relating to a
fie Product Service
specific Product, Service
and/or Facility Educational Loan
INT: SELECT AS RELEVANT AND/OR -
SPECIFY DETAILS OF Credit Cards
Couble your Salary
Offer

Youth & Student
Account

j_,\a.ﬁ.\.in;ﬂa.c:_ﬁl.qéll:u?b il 2
g

[ it Gl a9 [ g aneliall 381 1lialy

PN

00000000 X




4.1 Was Customer Parking instantly available for the

Mystery Shopper?
EREE Yes O w1 | o3
i 2 No x5 8 2 !
i | specify: Fonlin o uJCo Seapns | i
VY A( ' |
ii. Specify time taken to find parking: 25 min. iid 38 e deast a0 2 A
4.2 Entrance to Building el A Jedalh 4.2
a. Was the Entrance Clean? BT Jaaal o8 g b
3 1 Yes ¥4/ a1 3
0 2. Na | 3 2 0

If 'No’, specify “Why / Describe how™ the
entrance was unclean:

S S Ca y) 3L daa el e MUYl el S )

. .,_!” ):-‘.' [P

b. Was the Entrance Convenient?

ki AL 08 Ja o

3 1. Yes X 1] 3
0 2. No O 2| 0
if ‘No’, please specify “Why” the entrance was i Jiaddl 8 a1 IR ke o ST gl AS 1Y)
inconvenient:
Was the branch premises clean? *Lid g il e SIS A
3 1. Yes X 13
0 2. No O 2| o0
If ‘No’, please specify “Why / Describe how” C5S RS i gl [l anm Al e TMEY il gl S 1
— C Y Sl i v — ) =
the premises was unclean: i 4 l e ’w e s
Akl e
3
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+

+

= E BT KR
|- -u.l N ‘?'»‘fﬁ:z“- s .
SE e

-

aA__ . Branding Material_

—r
IS I R ._
o .
_rit.

aﬁi TR Gy &:,q,,qf(mﬁ(e’ag B}_W

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

".\3|J.|J|Jb|J.Ia.|l .u\y?lgﬁqdmuh%[um“hﬁdl }

3 1. Yes 5| 1] 3
f
0 2. No O w2 0
i If ‘No’, please specify “additional comments”, [ SRl Silha i s Sl e MBS Ll gadt RS
! if any: ! ey |
; i

!

b

|
|
£ 52y gl e g5 A e |
|

e

R TR R A
m :!“'-. s " A \.‘-t'\..-n.[

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

" e --.( 1%

o

o

] T";” ) 's F Tere '\-.-:
o ‘

A

Tl W

Y ._..r'.n..n\ Yook

sbu T 8y E,)h‘ u“u- u-%90 e ASY Sl gy A8 dh i

b. Pamphlets, Leaflets and Brochures on display?
3 1. Yes & 1] 3
0 2. No | { 2| 0
If ‘No’, please specify “additional comments”, ) sMdlal Cha Ml aa Hlab e MUY Ll et S0
if any: ey
C. Branding material up-to-date? flna 4 lath cldlal) ol g W4
3 1. Yes X 1| 3
0 2. No O w2 o
If 'No’, please specify “additional comments®, O Al Sliaa M saa Sl e TNET Ll gall S 1
if any: :-l=-\=.-J

=4

professionally dressed?

desks and counters? pTWREL]
3 1. Yes .\ aei 1 3
0 2. No V% % 2| o0
If ‘No’, please specify “additional comments”, TS ¥ WS LR DLCPR I BUPINL L PER R L
any, — . (day
f’“ Qq the tellens eva Q,mf— -Qﬁ“gdi en 6§ Aok s
b. Were all / almost all of the staff neatly and

Sty e bl (098 oyl gal) pliaa [ JS JAS O

if any:

3 1. Yes 4 1103
0 2. No O %20 0
] N ] Sl Ak e NS S0
If ‘No’, please specify “additional comments”, b Al a2 s SR ‘J}S 2
)

¢. Were all/almast the entire staff wearing name

P agibanls S LY gmaday o } . &
badges? alandly S LS 0y gaalny (pdh palt alma [ S S 6
3 1. Yes O 1| 3
0 2. No m % 2 0
If ‘No’, please specify “the approximate Dl b padl pna 51 2l aoa Hlliad e MUST ol gadl S 1S
mber of staff not wearing name badges: . : sl 2 S gy Y
% @ (A E A0 1 Q\' @/Jj—&qxﬁl f”\ﬁ(f e h}_?o
" 5
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+ + +
. 4.67, ATM and COM machings *+:; # - -5 c# o] o angn o R L 4 Vg ewqﬂluijﬁl 4.8
a. Was the area surrounding the ATM and CDM _>--\J il 3 BNy N Y el Bignl Buaadl Sl A e )
machines clean and presentable? T gall
3 1. Yes O 1] 3
0 2. No & %20 0

If ‘No’, please specify "Why / Describe how the
area was unclean:

g O ths )‘()(@0( w&|'!

SE AL aag 13 e Sl T NS e S

;
I

b. Were the ATM and COM machines functioning?

Soa A BNy N o el B gl 23S A

3 1. Yes

3

s 1

0 2. No

0

s 2 0

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

Sieal agd S5 a0 AN AT aua Sl UUST L alt RS Y
il peall Glea gl an ) Jaad Y el g laWy (N peall
(gl g la b W
A T M e

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

*ATM/CDM Glhaie 8 3o i) o oyl S A O

3 1. Yes O 13
0 2. Na D 282 0
3 | 3. Notapplicable =H Me¥3| 3
If ‘No’, please specify “the time at which at A Jang al 3 Zd T e Sl e SIS palt S 1Y
which the coaling was not functioning RYEY s Sl
4' 31 d 3 ‘. 57 vy
a. Was the branch air-conditioning fully functional “utsJ o JSda L}q I u,\.un 15 un 1
and sufficient?
3 1. Yes E UL | 3
0 2. No i x2| o |
If 'No’, please specify “Additional comments / fragiiiel Cilaa i dia Lol e M3ST »_71_,;.‘.\ A8 13
Describe how it was insufficient: - LI VIR BN T O
b. Did the branch possess sufficient lighting? TAE Bolaly £ R Akl A
3 1. Yes = 1|03
0 2. No | w2| o
If ‘No’, please specify “Additional comments / Fragilal Slaa e sa Alad e MUY St gadl S 13
Describe how it was insufficient: o L NP T W
3
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J" ¢. Did the customer have sufficient waiting space / Complall 36U Ge odlS 206 f UBIDU 4008 datene Jpanld S A S
seating area?

3 1. Yes | 1| 3

0 2. No O W2 0

[l Dlaa ke a2l e IS yad S W

If ‘No’, please specify “Additionat comments / ) A
S S e S )

Describe how it was insufficient:

'
1

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

ﬂugﬂld&.uh,&,ﬂa:&:&fﬂijﬂﬁyw_}n s N I
Pl (pSial g (iisall) o2 sl i AT 2l 5

3 1. Yes PO 3

KO

0 2. No ¥ 2 0

If ‘No’, please specify “Additional comments / . . , .
Ciea y)y fAiliial Cilaa Bl saa Sliad e ST et SIS 1Y

| _Describe how it was insufficient: ‘ ) S ik
M_Quﬁxm_ﬂ*jm% bod ot comdin, '
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5.1 Greeting of Customer

Cyibg 3t gty il 5.1

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

TE Al A a AR Ggeiad o o D) 3 06

|
0 e Nogreeting / acknowledgement D | i Y e | 0
A | s Greeted within 10 minutes of entering | [] : PP RPN CLTI {0 QNN A Pl
T T
. 2 *  Greeted within 5 minutes of entering D - craall Jaar e X H Saa 2 e i 2
; 3 | * Immediately greeted on entering E | ' aad yd eyl e { 3
| b. Did the staff either / or: ! eVl gaaly LAB palt B3 o
a.  Ask for the customer’s name? ¢ sandl and e A
b. Greetthe customer by name? Pawssl S5 e Ll am ) o
3 s Yes, the customer was greeted by name / N St e JU el S0 aa Caendy s 1 5 B ians e 3
asked for his / her name !
o *  No, the customer was not greeted by )| [VVRII0, SR PY U I S DI PEL FRNTEN T TPURS. L 0
name / asked for his or her name gl 4l
A (F pakiaat 3 T} 2D s iy S” B pall (s JA
c. Did the staff ask, “How can | help you today?” e 3" e ',‘: T ‘:);JL. .
and Probe the purpose of the customer’s visit? . -
3 1. Yes, the staff did this O Al i S i ] 3
0 2. No, staff did not do this | Ay Cals gall Sl 538 2 )

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

flgtlalialfalabial Lo sl AL fpudall 4ga 05 0s 2 S0 b

1. Yes, he /she was redirected on the

P biaifaiaigal N (5 boaadl aga ¢ 52let 35 330 (and 1
3 basis of his / her needs E Wiatibldaiial £1(5) > S 3
2. (OR) The first staff member o co o s
PP TR v Y R A 1 it ()
3 encountered probed the nature of H S B ,j;.j’hx_:’:uﬂ . ~(.J) 2 3
visit and assister him / her 20 B
3. No, he / she was not redirected on
’ ol gin a0l | aga g1t Baled IS
0 the basis of his / her needs D il el e 1 3 0
o, ra | P , 5 i’c : = et ._,‘\.:S:_ -;:u

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

' v,_;,...n .;L.... _,s ,1.._.....1 PP ,.n‘_u i )I s

0 »  No, the staff were not at all courteous | [] FEY Ao B Bl 0% W38 e 0
* Yes, the staff were quite / reasonably R . - s ac .o
‘ < 4l A0 i KN
1 courteous B lade A0 iy s e 1
2 =  Yes, the staff were courteous El (Rl s pd) S A el e 2
3 *  Yes, the staff were very courteous D QLU el il ) S Gl cani e 3
b. Did the staff demonstrate “active listening” on Topall jludin et plinal™ cib pall g8l Ja o

customer enguiry?

* No, the staff did not demonstrate

V pldeal il pall gy ol DS

0 active listening D iy pida ! AR * 0
1 s Yes, the staff listened quite / m Lk 5 A0 e Ay s i gl sl 0 onai 1

reasonably actively ) ) j ’ i :
2 s Yes, the staff listened actively O Golayl il gl sl T opes 2
3 s Yes, the staff listened very actively D Apladl Ha A0 bl hual 6o e 3
7
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Did the staff appear confident?

LUV LV - RTINS T A

| Ng, the staff did not appear confident D dddi BNy ASH e LDl gl A WS e
T
i ¢ Yes, the staff appeared quite / . . . s b e e e
| ’ e 820 Akl e 1y A5 I aai e
. reasanably confident A Ot B R egal s
; * Yes, the staff appeared confident | D SRR < L W R V- N V- SR
: = Yes, the staff appeared very confident . O LIPS ROV v PN P VU ve-S TR _!
i i | : o ] !
| d.. List the names of staff interacted a i e Elekad Sl il ) Pt S i
I with: | I !
| s M/Ms. no name e |1 i e e |
o Mr./Ms. Jl 2 FOPRTERET |
‘ e Mr./Ms, 3 Lol md
i e Mr./Ms. 4 el e




+ + +
H
6.1 Staff Capability ksl 38 6.1
a. Did the staff frequently probe the nature of the ‘ oS JEE 5 gl Silaltal dapi 06 ladiuU ciligall a8 e
customer's needs?
3 |1 Yes X s 1 3
Il o |2 No O S 2 0
! | If ‘No’, please specify your comments: . W e o pla ST Y
! .
i
b. Did the staff actively attempt to anticipate | o) Ciigia)  Suins Aad &l gians il gl o8 0
customer needs? | !
3 1. Yes X a1 3
0 2. No O M 2 0
If ‘No’, please specify your comments: rll ) ey 8 Bl RS
€. Were the staff able to cater to the needs of the da 300 kues il (193 a0 o] Lol Ui palh plladd b
customer without seeking the help of a colleague? >
3 1. Yes J ] s 1 3
0 2. No O % 2 0
If ‘No’, please specify your cormmments: ey iy a8 sla S 1Y
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 . L
questions posed? faa g hall ALLYl adina [0S OF Glay) b gall gLt A S
3 1. Yes XH R 3
0 2. No | % 2 0
3 3- Not Applicable Gulay ¥ 3 3
if ‘No’, please specify your comments: A i a8 i UST 1Y

e. If the staff were unaware of the answerto a b il Alicad fome (e o eyl o |8 il gl 08 W1 131 g
particular query / queries, did they poiitely “ask e 3 dal falBD e AR 5 e 2SI Jal e LB Culgts e il |
you to wait while they double-checked with the
system / a colleague”?

3 1. Yes il a1 3
0 2. No O %X 2 0
3 Not Applicable )( Sahay ¥ 3
if ‘No’, please specify your comments: Al rlaail: o8 Sl ) AST 1Y
5
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a. Overall was the staff well lnformed on Bank i | hasky -"-‘-'w i i Sila glaa —th-J‘ .s-‘-‘ uu dl .,..s dﬁ-«- 1
Dhofar’s product and services? | : o il
o | ¢ Notatallinformed al ALY Ll Ciagadt gl e 0
i . : F
| o Wellinformed an at least a quarter / a , . -
; Cilachll y Siladial e LA 3y
1 ‘ few of the products and services ! D ‘ J o i s "F'. “f_’. u:" (...'_1 ¢ 1
| | discussed ' [ et p
L : +  Wellinformed on at least half of the E’ | A A Dy Zatidl ddal e Y e uay e -
! ‘ products and services discussed : e |
: ' hree- i . bei iy fSmgh eyt
; ¢ Wellinformed on a: ll:‘ast t ;eet ) ! [:] ’ a0 g gy i R Y e e e ,
quarters ?r more of the progucts an } B 4"'1 ey
j services discussed . |
b. List the details of the “main purpose of your visit” i) s LaS) 5L 50 i A bl Lol LY gy 3w

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

"‘M\JMM!QJ‘J‘ d_,.u.n.n u‘w&‘,‘[‘l&'ﬁaﬂ_’ (u
mnavl

INT: LIST THE CODE FROM SECTION B.

5 i) a1 s 8 Zaly

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

0 e No knowledge at all | Y e ddy Y e 0
« Wellinformed an at least a quarter / a
Sanadl y Slalial \ ! !
1 few of the products and services ] 2= o 8 [ e JS‘I "h g0 1
discussed
¢ wellinformed on at least half of the A i laadll y Clatidi cial e BV e play e
2 1t jeas X 2
products and services discussed Liiilia
+  Wellinformed on at least three , et ceus
Shaiidh e ST g gl ASE Y e pay e
3 quan:ters or more of the products and D Ll 3l Sladl 3
services discussed
c. Did the staff attempt to “cross-sell” other products Cihatd y Clatial ALY apllt o gD Al glaay CiB gl 43 Ja 0
and services? ¢.5 Al
0 » Nocross selling at all E Syl e Y aul Glay bl e 0
1 s  Cross-selling after a lot of prompting O el e 0K ey L)l Al 4 e 1
e Cross-selling after a little / some . . . - .
[ VR () \ e 1 | dalass o\8
2 prompting O il ) Oa D sy el gl ddaa; A3 e 2
3 * Immediate cross-selling attempt ] ssill e Bla adl glac i e 3
d. Did the staff explain Why Bank Dhofar's products

ALy Ll L o clasi y Cladle W 7 ks wilh galt o Ja 5
LA S yid) e 43 e "l

3 1. Yes [: p L 3
0 2. No B4 0
If 'No’, please specnfy yaur comments; rx...a.lLllp!c-la UE 1

(hewr b oot bud] w %kwv m@h‘mg a/mf Cm{?mw
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?

Gladd g Slatie (6 MALLS Cla g’ Bilee Y & glaey il sl 23 G4 2 |
TAlall il CiaiCh g ik 2

INT: LIST THE CODE FROM SECTION B.

S k] (A o il

a ¢ Noinformation at all l E AUaY! e Jagaa e g
! * Infocrmation provided cn at least a | i DB S k) e ) a5 e e
' \ sl s paal s N ! -
1 | quarter / a few of the productsand | I:] l e _,.... _.7"_‘.“'_’.‘._. “';' - . 1
_ ) [P [T R VT AL S R A PR |
| services discussed | [ T 4
2 ‘ e Infarmation provided on at least half 0 | St AT St pad wdeal BV 8 slae’ e ,
of the products and services discussed ‘ iR af T Zaadl
e Information provided an at least three . rei A .
il gaalt e A8 gl gl A Y e clae] e
3 quarters or more of the products and D W e 3
A o8 A Slesadl g Slatial; alialall
services discussed s I
3 e Not Applicable Gulais ¥ @ 3
f. Information on relevant procedures, faliall i) daiiall A0 y Cilaliceall y g Yl Ailade Do giaa
documentation and follow-up method?

INT: LIST THE CODE FROM SECTION B.

S gl Gl A B 1y

o] « Noinformation at all D A0aY! o Slaglaa Y e o
« Information pravided on at least a .
Gled) Sl yladd) e BB fagy YT e elae] e
1 quarter / a few of the products and D erme o Al et o 1
L‘_m La L TN I P I
services discussed o == )
2 « Information provided on at least half D Sagially dilaiall Cila gaall chual WY o slac] e 2
of the products and services discussed [FERCE TP I PEER
+ Information provided on at least three . - .
e gleall e A8E ¢ g ASSE R Lne |
3 quarters or more of the products and E sall o SV £ O I e el 3

services discussed

Wiliia o5 A Claadlly et daliad

3 * Not Applicable ETHNTR, B
g Did the staff attempt to acquire more customer O} Oa (g il Aklade ST Cile plae 43 add A glaay il galt o3 a2
infarmation so as to foilow-up at the end of the visit? 30 Ay A daglially aldl
3 1. Yes X a1, 3
0 2. No O 32, 0

If ‘No’, please specify your comments:

Pl ey ol ela ST 1Y)

11




+ + +
7.1 Timeless il gh 7.1
| . Waiting time on entering the branch, before o Ot il g a Jaalhh Qi p il gas N6 BTV Gy )
| dealing with the frontline staff: D Aaaiht alige o faledt b
| T
! INT: SPECIFY TIME IN MINUTES: | ; : BB e 2 gl 30 sialy
l :
. T R -
; 0 f s  Over 15 minutes \i a3 15 e S0 e 0
1 1 *  5-10 minutes | D i H310-5 . | 1
P2 «  3-5 minutes O | 353 e ¢ 2
3 * Under 3 minutes g l Sl B e A e l 3
b. Did the customer feel like the queuing system ' R . ) < .
? > ) AT LES B » g
functioned properly? g JS0 Juay cinall b I oS L G ad b o
= Queuing system did not function at
0 al B sy " O Y o Jaay ¥ Ciall i ATy i e 0
* Queuing system functioned, but it W . . Wi
Ll g e ¢ il STV Pl
1 worked with a few impediments L | ot o e s Sy C it i 1
e Queuing system functioned and it Jlad Ji g U g Jaty iall 3 LTI Gl 0
2 e ; O . 2
worked quite easily and efficiently Le 2o
e Queuing system functioned and it 820y S U gy Sy il 3 LT pUR ) @
3 . ] E : : 3
worked very easily and efficiently Junt
= Notapplicable D by e -
¢. Time taken for the “purpose of the customer’s visit e ge Nl Jga gl e Qi 55 ciae ARE" Jal (e Jadd gl 2
to be fulfilled once reaching the counter: " Aasaldl
INT: SPECIFY TIME IN MINUTES: A a2l gl a3a rlaly
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H. Additional Comments on Visit 18 3 Adladall A ALY wla i) 4

T SRV V\o\' ATE. BN

P(\o Pande ng \fe

7—-‘\'\7\_0_, S\C)S(\a_&c, r\Qf’_,J {o Wy

End of the Survey - Thank you very much....
S 183 — gt Ags

PPLYS ' "cr»-» T
,L.Lat.u Tf 3&&3 S ::;ga\a w:m* ﬂm,, w&:z ol o L 0

i,a. 13
G. TOTAL Branch Score
{Total unwelghted branch score, summing all sections):
: sgetl ar -meter Under Evaluati Total Points Scored in this X ‘!'ot?lPolnBMIoafedl
i Area: Parameter
C Branch Presentation and Customer Facilities
D Greeting and Soft Skills of Staff
E Staff Capability, Knowledge and Cross-Selling
F Timeless
o .. TOTAL SCORE

g oill bidl £ gana .z

(?“&‘JP‘&)-‘JAA&)A“P&M‘&P)

Oatal lauadodll WA £ gaps | il o Lol WA £ gapes oY ply gl Jalal | el
Cae 3l Aatial) Eiygaill y £ AN apal <
Ol gall il gny iz S &
AV ) Aytac g A3k aa y il palt 338 z
iyl c
T BN £ gape
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