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PROJECT: Money
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SHOPPER CODE DATA ENTRY i EDITING SERIAL NO,
Name Number Name Number Name
_5(-2) NfLthJJ— ZK 4. 0|1 7 7
H I [
:&J):b&“
f".)"‘!i ' 3% -4 L . 3 aia
D e : e glaadl Ui Satal o
AT 57 i S =
A Details of Visit 3L JaaldS -
Bank Dhofar | i i
Bank Muscat H dala iy
National Bank of Oman O EVPLIE RN gy ek g 1
1. Bank Visited
HSBC-0IB O HSBC-OIB
Bank Sohar O e
Other Bank: oAby
2a. Branch Name MOJQI'_QL_Q\ £l st 12
2b. Branch Area H(LLQ{QQ-U*-’Q‘/ f Al gige 02
3. Branch City M Colt iad 3
\
4,  Branch Region MGC&Y AN: chL\ ailidl 4
Day ] Month ] Year | pld ] 2o LM sy 5
5. Date of Visit Q7 q 2 5
Hours | Minutes SaBal) [ S
6. Start Time of Visit : - VU KRGS Py
@y &5
H i e = PP ]
7. Total Duration of ou:s Minutes Ca = Lol 7
Visit G | L3 1A
1
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Opening a Savings
or Current Account

Offer
Account

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

INT: SELECT AS RELEVANT AND/OR
SPECIFY DETAILS OF
PRODUCT/SERVICE
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a1 Was Parking Instantly avallable for the

. !

Mystery Shopper?
3 1 Yes oyl g —:[ 3
2. No D % 2 )
. i. Specify: ' R
ii. Specify time taken to find parking: min. Ga B ga Y o O gl e
4.2 Entrance to Bund‘l!s ] U"M 4.2
a. Was the Entrance Clean? RS Jaaall AS Oa L)
0 2. No d % 2 0

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

S8 iyl ST sam i e RS gl G
ki 5 Jiadl

b. Wasthe Entrance Convenient?

okin sl S A o

3 1. Yes A 1| 3

0 2. No | 2 0
If ‘No’, please specify “Why” the entrance was RESPRE ER TV LT VIR & DY S FPRL L G R I G kT
inconvenient:

EE"?.;’. 4 » 4 e 47 vl AN
Was the branch premises clean? B £ Al e G A
3 1. Yes B a1 3
0 2. No O 22| 0

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

ZOE N g ¢! S daa Sllad e TUST lpaldl CAS
e
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44 %, -Bronding Msteriel /52

ﬂ"’*’o T ad E‘Sﬂ

#-&L

y e A

R AR *J@*aﬁﬁrﬁnmﬂ

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

°-S1JJ|J 'IJ.I;J .u\y‘!l&%@“lu&.‘hu‘”@ i

3 1. Yes E a1 3
L0 2. No O w2 o0
If ‘No’, please specify “additional comments”, P T O R R T SN I G E
if any: ey

r

b. Pampbhlets, Leafiets and Brochures on display?

0t Sl y S 5 e 5 a

Y

3 i Yes E pad 1 3
0 2. No O 2| 0
If ‘No’, please specify “additional comments”, S Al Claa ! aia Sllad e SEEY el S0
if any: Waay
c. Branding material up-to-date? taliaa 4y jladl Sladall 3 g b S
3 1. Yes E a1 3
0 2. No O %21 0
If ‘No’, please specify “additional comments”, O sl Clha Mt dua Sload S PET Gl gadt S0
if any: Ty

a. Wer employees present at over 90% of the hranch

@\.’-J 'LS-!UJ &ﬁ' qﬁy %90 o S -“LH oS ga

desks and counters? fiaail)
3 1. Yes B w1 3
0 2. No O w2| o
If ‘No’, please specify “additional comments”, Sl Cldaa i aas Jllad e MUET gl CAS 1
if any: sy

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

Sty e ubd (195 53 Gkl pall pBaa [ JS S b o

3 1. Yes E a1 3
0 2. No O M2| 0
, N <Ml e e aim Sd e TSE" i yall S 13
If ‘No’, please specify “additional comments”, e A 2 IS ol g f;h"
aday

if any:

c. Were all/almost the entire staff wearing name

Tilanely St L & pmaday (B gall alma [ S (AS JA S

badges?
3 1. Yes ,'j a1 3
0 2. No K w2 0
If ‘No’, please specify “the approximate el il gl o 0 dvell sda Sl e SIS Gl gall S 1Y
number of staff nat wearing name badges: . gy 2 LS ) paiay ¥
N OETl ko {’u aw\j: LA e e 7 Loy d
4
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a. Was the area surrounding the ATM and CDM

AR g AV il pAgy ) Cllyak et 746 |

G g culil o I 1Y g N ) el gl Bpaall Sl S G T

machines clean and presentable? ? 4l |
3 1. Yes ] 1] 3
0 2. No J = 2| o
If ‘No’, please specify "Why / Describe how the } SRS ey /13D 22a Sl e ST el S
area was unclean: | R PCR LW
! e Cogl; Q/\/\_x i T \%2&%"\_-’
! | |
|
b. Were the ATM and COM machines functioning? Thasl il £l y VT i el B4t DS A o
3 1. Yes X mi1| 3
0 2. No O 2| o
If ‘No’, please specify “the time at which at el A D8 L Al 2" o Sl e MUST el S
which the ATM / CDM were not functioning il all Gle gl s gy Jaad Y el g laty IV Cai el
{and specify which machine, ATM or COM}: (g glay) g
¢. Was there sufficient cocling in the ATM/CDM area? TATM/CDM 4ikie A 1o CiCall gl 3,00 A8 Ja o
3 1 Yes D a1 3
0 2. No O B2
3 3. Not applicable A Sy Y 3| 5
If ‘No’, please specify “the time at which at G5 Jeay ol g0 280 s ALl e ST otyadl 4K
which the cooling was not functioning aa S5 ekl

TR TRt B 4-4——'.:?-@ §e o ! "!CZ "“‘5"\"57'! J
e Py PV O T | R .. 1 ll'.';l- 4.1.
a. Was the branch aur—condlt:omng fully funct:onal Ty 42 JS--.' J‘H il NER T
and sufficient?
3 1. Yes & ~1] 3
0 2. No O %2 0

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

[l Sianha” aza Alai e SUHET Ll paldl S 13

b. Did the branch possess sufficient lighting? S48 Saldaly g il Sy b
3 1 Yes L4 1| 3
0 2. No 0 x2| o

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

Fagilal Slaa M saa Hlad e NG Gl gall A
B S e
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c. Did the customer have sufficient waiting space / fomplall 3o lia (e ilS 80 [ LBIDAL AMS Aalean Jpaall S A
seating area?

3 1. Yes K w1 3

0 2. No O M2 0

If ‘No’, please specify “Additional cormments / fiagial laadla” e Sl i -
B e )

Describe how it was insufficient:

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

Al £ AL JA13 48 puda gl SR A g ay Y a3 plkEG) Ja S
Tl (8lal g {Lafi€all) il gl Gilisa M 055

3 1. Yes and 3

0 2. No ¥ 2 0

O®R

If ‘No’, pl cify “Additional comments .
o ri‘np ias‘j ipe fy p ! nt. co / s yh y fagdical Slaa " saa il e ST L gadl S )
escribe how it was insufficient: RS 5
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5.1 Greeting of Customer

+

ol SRy g 3 5.1

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

TE AN I ALgAa b AT § el ‘_,:sa,:.:u__.mnh.:&_i‘

s Nogreeting / acknowledgement

mifm Y e |

e Greeted within 10 minutes of entering

i §woor o P e y

wrad Sy e B 10 JSA e B e

Greeted within 5 minutes of entering

",..4.:.." ) u'_,:.n..' a ‘3:\‘\:\_ 5 ,_:‘.1-} — _’:I.:I -

0
1
2 .
3

1 .

Immediately greeted on entering

W | M=o

wranll Jpha g Gl e |

b. Did the staff either / or:

looox

1oa) (saly il gl pd 06 o

a. Ask for the customer’s name?

e el ol e L ]

b. Greet the customer by name?

Taasd 55 ga Jianls a ) o

+  Yes, the customer was greeted by name /

J}hﬂl}iﬂlﬁﬂ‘)ﬁﬁféﬂ.‘\_-ﬂ;ﬂ\éinﬁj L ]

3
asked for his / her name O PP 3
0 s Mo, the customer was not greeted by E LU0 VU DY DV Y CF DI VP PR I T S LS 0
name / asked for his or her name Lpaud !
H - 'I- 1 u? \ Fled Tt s ML ' 2 -
. Did the staff ask, “How can | help you today?” e 3 gl Eblns (il A us"'fl J ;‘h ;
. !’-‘J ]
and Probe the purpose of the customer’s visit? 7
3 1. Yes, the staff did this O] Ay 2 gl 25 A ani 3
0 2. No, staff did not do this 5] S eyl iy Al NS 2 0

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

lalialfdaldl  Je sl v"‘“ B yelad)

J.li.h&“udl &

3 1. Yes, he / she was redirected on the
basis of his / her needs

LFaibalfdaltal

1 ()aeall 4 g Salet 35 A cpad 1 3

2. {OR) The first staff member

OF el Ap AT A N1 i gall et

(#) .2

3 erllcountere('j probgd the nature of Uniole ol 5 40 A 3
visit and assister him / her
3. No, he / she was not redirected on

the basas of his / her needs

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

O peall D.“-L.-.n 4,1.!;5 ‘_G an.nl.uu‘ JJ.I b gall o8 Jl

LeRaigiatfalaigal 5 4z gt Soket K0 o1 98 3 4]

0 *  No, the staff were nat at all courtecus D S el lib e 5 Al NE e 0
*  Yes, the staff were quite / reasonably T \
PR Py I] - ot L B
1 courtecus m B e ALy a8 g a3 L e e 1
2 s Yes, the staff were courteous D el S el e 2
3 *  Yes, the staff were very courteous D AL ek cih gl GS Gl e e 3
b. Did the staff demonstrate “active listening” on Tpand) ekl " alal elial™ Wil pad) 4Bl O

customer engquiry?

* No, the staff did not demonstrate

0 b opliaa) il gall g8y W (D
active listening D sl Sl By 1 3S . 0
*  Yes, the staff listened quite / . oy . = .
1 | 4] * i AP
reasonably actively D ! S g 2 ey il gl sl om0 1
2 s Yes, the staff [istened actively m Lyt il palt sl il cani @ 2
3 e Yes, the staff listened very actively D eVt e i cib galt Jhuc) il aai e 3

~d
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Did the staff appear confident?

PAcdi e By Sl o il palt 4B 0 S

T

Al pa Bl 0 e k) e A NS e

* No, the staff did not appear confident D
[ e Yes, the staff appeared quite / v 1 ., e " . ;
e 1 ddl Cpa By A0 e il gl e
i reasonably confident E “ : On By Al g sl el ipni e
i s Yes, the staff appeared confident D PO LI < LR L SN VA RV - B
{ e Yes, the staff appeared very confident | D ' doadi o Ll Byl o ol 4 aei @
b d. ist th fstaff i ct ' . - L
% iith. List the names of staff interacted g aind (il gl pimend 3
T e MriMs. Umgen Yo dy - |1 Ll .
(e Mr/Ms / 2 i/ =l e
«  Mr./Ms. ’ 3 Dyl e
e Mr./Ms 4 Loalflalill e
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6.1 Staff Capabllity R

Cullh gt 338

+

6.1

A0 JC 1 ) Glaial Aaghs 08 fwakiadfly il pal) o 06 )

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

3 1. Yes E a1 l 3
o |2 No 0, w2 o0

If ‘No’, please specify your comments: ‘ i e s Bl ST LY [

i

| |

b. Did the staff actively attempt to anticipate T . e E e e s
o lalial Rl allad 4 glae cdl pu) 03 06,
customer needs? SR S S gl g2 b
3 1. Yes m a1 3
0 2. No O W2 0
If ‘Mo’, please specify your comments: iyl o fla g US
¢. Were the staff able to cater to the needs of the i 30 e cilh g8 e G Slalfal Anl Gl galt piliod Ja S
customer without seeking the help of a colleague? Co3a 3l
3 1. Yes = pi 1 )
0 2. No O 3 2 0
If ‘No’, please specify your comments: L Ly 4l ST )
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 .
questions posed? TAa g laall ALY pdina [0S (6 44! cib gt gl Ja O
3 1. VYes K a1 3
0 2. No O %K 2 0
3 3- Not Applicable TN ] 3
If ‘No’, please specify your comments: il s o 2la ) DS )

e. If the staff were unaware of the answer to a A L,--uul foma Jidea 6 Y] (o (08 i gall 8y 41031
particular query / queries, did they politely “ask Tp3a 3l dal falil e 450 3 pa 2SN S e JUEI" wyigds dlia cilh
you to wait while they double-checked with the
system / a colleague”?

3 1 Yes 7 i 1 3
0 2. No (| 32 0 _]'
3 Not Applicable alaiy ¥ 3
If ‘No’, please specify your comments: Pl iy B pla (ST IS
9
+ +
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,.'.ﬁ- L T e T D e B
6.3 Produck Knowledps and Gioss selling /ERE A0 - [ Li* TR ; : R
a. Overall, was the staff well-informed on Bank D Glesd y Sladia Ailas haas '-'\-Jh- CilB gl (o2 A8 A r“i d-'--' ‘
Dhofar’s product and services? i il
0 * Not at all informed D [ I e Slaglae il ol e 0
*»  Wellinformed on at least a quarter / a | | . . - -
Siazdl)y Siadiall Al e JiYI
1 few of the products and services ! D 2 o R s e ”ﬂ oo g 1
) | yiiilia 45 Gl
discussed
2 « Wellinformed on at least half of the | D B Tleadl y SiaTiall cdaai e 01 (R T 2
products and services discussed Lgifia
s Wellinformed on at least three- : sl i TN ,
Slaity ;-,._,m\,|gg_,-1«buj‘;1;:.w .
3 quarters ?r more of the products and E Ll 25 1 Dhesdlly 3
services discussed
b. List the details of the “main purpose of your visit” kil B g L) "B 50 et i i) d.w\".,a Alais AaiY gy pd
(as per SECTION B); rate the staff on the level of obedlly Slalialy Fasall 43 e g sad o Cplapall ppily By {2
“groduct / service knowledge” in this area: rddlalal ain A

Sl o el RISy o iy
INT: UST THE CODE FROM SECTION B.

0 * No knowledge at all D IULY Lo Y e 0
» Wellinformed on at least a quarter / a .
Sileradly Sdatid - ) : !
1 few of the products and services O 3 hatiall e Y f) e Ji\! "k "l"’ * 1
discussed
2 * Wellinformed on at least half of the ] & G Silanally el cheal e BY! Lo alay e 5
products and services discussed Lyl
¢ Well informed on at least three . -
Slamdl je A o gl i AZNE B
3 guarters or more of the products and E ) I RO Jﬂ "'}' "fu ¢ 3
. . Lq.hjl.u = »."‘h \_]'l‘h_,ll_,
services discussed
¢. Did the staff attempt to “cross-sell” other products Sasd g Slatiad " ALGY Apll” i pUAL Al plae Wil palt 48 G4 0
and services? e Al
0 s Nocross selling at all D oY e gl ol Glay syl e 0
1 s (Cross-selling after a lot of prompting D S el (e S Sy Slay) sl Aday i 1
5 . Cross-se_lling after a little / some E A il G D dmy YT o) ey 5 @ 2
prompting s
3 s Immediate cross-selling attempt D Sl g Alayl ol lglan i e 3

d. Did the staff explain Why Bank Dhofar’'s products LA sl U ALy Clath g ShaZie Vi £y il gt o8 b 5

e ey e e £ il
3 1. Yes Rk i 1 3
0 2. No | 2 0
If 'No’, please specify your comments: U 2l 8 Ela ) WIS R

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 Siadie o8 ALIS Cila giaa Lilee Y 4 glas b gt 28 4
Tl 13 DS A i S

INT: LIST THE CODE FROM SECTION B.

O UV WL PR

Q ¢  Nainformation at all

SUaY Lo Gayea Y e 0

« |nformation provided on at least a

Alaall Sl yad) e D fag; U e dacl e

|
1 quarter / a few of the products and D ! e 1
. i ' [ SR Y A "_‘.I PRt S et SR 1
services discussed |
) ¢ Information provided on at least half E Sl e i et dead B SR el e i 2
of the products and services discussed e o8 S Zilacil |
¢+ Information provided on at least three ' - - ; . '
Tila ylaall e Sl gh gl ] AT B 2 !
3 quarters or more of the products and D o )..s p &J’ E "‘ "‘c“n * 3
. i ‘.‘_._a.\"l_u,_"’.ul._vu_.:-_‘ !Jun_nn_ul'hwl
services discussed '
3 s  Not Applicable Gy e 3
f. Information on relevant procedures, Aol S Anliull G g Ciliidll y oD 2l Aliads Gl gles ¢
documentation and follow-up method?

INT: LIST THE CODE FROM SECTION B.

S padll (G l 4SS o sy

0 * Noinformation at all D A=Y e Sagma¥ e 0
s Information provided an at least a
AThasall cola plaall | Y1 e el
1 quarter / a few of the products and D ’I“Ii,‘ .‘..:_d*m JF J 2 1 "j “:_. * 1
services discussed & 3
N » Information provided on at least half E Slatials Al gt cheald BN e el W 2
of the products and services discussed Wil o5 i) el
* Information provided an at least three oo . .
il glnadl e JASH g gl i A2ME B Vo !
3 quarters or more of the products and D Jl?_j:‘)‘s;| F::Ai. :SL_‘:: ;:m * 3
services discussed = S i

3 s Not Applicable

ael-w.]

g Did the staff attempt to acquire more customer
information so as to follow-up at the end of the visit?

Gl n (a2 3% Aiiwia ST e lae L0 el 4 gl i gl 3 Ja E
330 gd A Ll Ll

3 1. Yes

& 1 3

0 2. No

b= U 0

If ‘No’, please speiify your camments:
. i L -

T Lgmkin(j’fb\ -

- =0

S s 3 ol ST

L Qe qf o (gﬂab%%

11
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7.1 Timeless

—

+

7.1

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

b= -—

o s el pall g Jalalll Gy o i Jgda e USIYY by )
HESEELFT FRR B -EL

INT: SPECIFY TIME IN MINUTES:

:d.lﬁ-ﬂ'l ey 28l 20 rialy

: l
0] 1 ¢ QOver 15 minutes : D Gds 15 e 6T e 0
o e 510 minutes ' 308 10-5 e 1
2 e  3-5 minutes ' [ I Slizs.3 e 2
T
3 *  Under 3 minutes i 4 RUCTRLN, LI I 3
b. Did the customer feel like the queuing system o . . A .. ) .
N “;s...l ..u:‘ JLEH’Y! Lh.l * " | .
functioned properly? & ¢ s o 7P o g Atk
0 . Qlt':eumg system did not function at D V1 e oms ¥ il s LY A e 0
a J
e Queuing system functioned, but it . . ] . s ey i
) gudl | pma il iy adai ) 1
1 worked with a few impediments D i & 08 ey ot SR -
2 ¢ Queuing system functioned and it ] Jad S0 ¢ A g ey ciall 3 LTYH Wi ) e 2
worked quite easily and efficiently e N
3 e Queuing system functioned and it D JSty Aals A0y Jumy cialt b ALY QU G e 3
worked very easily and efficiently Wat
e Notapplicable E SmabyY e -

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

éu.-u])‘b.a,:l.\hQ,g_}l\bl.ﬂs.iﬂi,,ﬁ"d;i@hldﬁd:ﬂ\,a

to be fulfilled once reaching the counter: 1" Aadldy
INT: SPECIFY TIME IN MINUTES: \0 s 3 s S daa rdaly
£ 3
S :
12
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H. Additional Comments on Visit 15l Adlaiall LdLaY) Cla Sial) A
{If any): (s I}

- Mol qune ‘“AL F/Qﬂf_ﬂ, e

1y /Heac«:cﬁ‘ér anennd T QTE

-~

End of the Survey - Thank you very much....
Saja 18— o) 45lgs

L P

; "%
T :"t‘.-eg;-uﬁm ‘h*r

G.

TOTAL Branch Score
(Total unweughted branch score, summing all sections):
Sectior ' Paramet rUnderEvaluatlon : - Total Points Scoredinthis | . 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

(,....eﬂ” \_)S¢A:L s&_)ﬂ..j das yal) _).:- Ll &)n;a)

£ Al Llki £ gane £

Solall Aaab i WADI P gags | cnadll (B Algadl] JAKY £ gages SR oy i Jalal) | pnall
G 38 Antall Sl g £ D s &
Ol gall S g g il &
ALY Apall Alas g 43D g y (il gald B ad z
gl ‘ r
BAD £ gapa
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