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PROIJECT: Money

SHOPPER CODE DATA ENTRY EDITING ' SERIAL NO.
Name Number Name Number | Name 2 3
= w =
SEarkad
3 i < I .
?’-)]..»1 gt S gl e A petad e
] 7 A = A5 =
A, Details of Visit B Jualds -}
Bank Dhofar O kil
Bank Muscat E i i
N National Bank of Oman O srandl g gl Al 45 3 Daad A0 S 4
1. Bank Visited
HSBC-0IB O HSBC-0IB
Bank Sohar ] o i
Other Bank: oAy
=y
2a. Branch Name H Q)b ( Hewd gg\UL ) & il 12
2b. Branch Area QLM N gl adge 2
3.  Branch City H&m(_a}' a3
4,  Branch Region MWCJ Gladdl 4
Day | Month | Year At | gl T e Pshen 5
5. Date of Visit
1% ] A | 2013 | |
Hours [ Minutes () [ cleld
6. Start Time of Visit uylnod, 6
\D L
H i HER) 2 L)
7. Total Duration of ours Minutes & - Sl s 7
- —_ BJ - A, .
Visit 00 { (LS
1
+ +




Opening a Savings
or Current Account

Savmg Scheme

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

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

FIREL]




4.1 Was Customer Parking instantly avallable for the

-_Mystery Shopper? ’

2 020D (16 § jpen lige AT Bguiad Sy b 4.1

|3 1 Yes ] aei 1 3
| 2 No ) LM % 2
: i. Specify: > Cwe : o
' - A
ii. Specify time taken to find parking: 5 min., G i g Sy a0 AN A
| 4.2 Entrance to Building el Gl Jehat 4.2
a. Was the Entrance Clean? Tl ldaddl oS Ja
3 1. Yes E a1 3
0 |2 No 0O M 2 0
If ‘No’, specify “Why / Describe how” the S i eyl A3 220 Slad e NS el RS
entrance was unclean: el jd Jaaddl
b. Was the Entrance Convenient? laitia Jiaall A8 4
3 1. Yes E a1 3
0 2. No O 321 0

"
F B

Was the

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

Gl Jandl 8 A L 33m IS el S T

3 1. Yes 4 pai 1 3
0 2. No 0O X2 0

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

LS Ml e g O g s e THET el AS 1S
Adgai e bl




“3' 'Mm§‘ ERESS) %l i : ,lt R {-"" *p ':‘b R%" i _"-(-“' "..;‘ : ;;Zh;:&!’r“r - "l*f o
a. Posters / Branding material present on doors, walls ‘ i 238 32 5 laadl vl WY1 e Ayl Dilade [ Silheala aa gy 6

and windows?

3 1. Yes EJ 13
O

0 2. No w2 0
If ‘No’, please specify “additional comments”, S Ml Slaa S saa Al e MUST S gadl IS 1
if any: DDany
b. Pamphiets, Leaflets and Brochures on display? Ol il y Sl o e a3 0N
3 1. Yes E PEERR 3
0 2. No O W2 0
if ‘No’, please specify “additional comments”, O Maaiesel Zilaa e daa Jliad e MUST C galdl S 1Y
if any: WTsamy
c Branding material up-to-date? fakaa 4 hatl Sladiall B ga Ja &
3 1. Yes B 1| 3
0 2. No | w2 0
If 'No’, please specify “additional comments”, G 4"l Sillaa M e Ml e ST Gl gl IS 1S
if any: g

a. Were employees presant at over 90% of the branch éu-,, *u‘lsa ;I_,U g_,m ,is,.- o %90 o _,-SI q‘._,.., uu db |
desks and counters? Paaail)
3 1. Yes E a1 3
0 2. No O x2| 0
If ‘No’, please specify “additional comments”, SF il Sla N s Aliad e MUEY Ol galdl S
if any: Sladay

b. Were all / almost all of the staff neatly and

Tl 3% ¢ : o
professionally dressed? ey o ok Gar plBaal) pla ] U8 S O

3 1 Yes B mi 1| 3
0 2. No O 32| 0
. . b Magin) Cillaa e s Sliad e SUS ali SAS 13
If ‘No’, please specify “additional comments”, S gt AR T e G AT ok gl ch
)

if any:

c. Were all/almost the entire staff wearing na . wy g .
e all/ g name Caglbacey Dl gmany (pdlh gal) aBma [ JS S JA L

badges?

3 1. Yes O 1| 3
0 2. No P4 s« 2! o
If ‘No’, please specify “the approximate Sl it pall a3l sandt saa dlliad e ST Gl gadl S 1
number of staff not wearing name badges: padandls D LS ey

L __-14-9\
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4.6 1 Y IATM and COM machines | '« 4. 8~ %

et LT T AT ki pUils Y CH e 53000 4.6 |

a. Was the area surrounding the ATM and CDM

| Orany Bl 0D £ N il el 3ol Juaddl Sleah A s

machines clean and presentoble? ! ? kil
3 1. Yes m i ani 1 3
0 2. No 0 w2 0

area was unclean;

i If ‘No’, please specify “Why / Describe how the

b. Were the ATM and CDM machines functioning?

ol A 1Yy N il eall 3 gl SRS A

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

q‘_)...nn ‘_J“-Q-'b ‘,;1 .)Ja._,) J.u:a \.]' ‘_’;."i_:‘ &L.‘_’:')”_’ 44'\,{1 \_i|_}_as|

3 1. Yes ] PSR |
0 2. No O X2 0
If ‘No’, please specify “the time at which at Sieal b S0l 8 saa slld e SUUST G padt SIS

g gyt y

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

TATM/CDM 4ihis 2 o cifal) g 4,00 IS b o

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

3 1. Yes D a1 3

o |2 No O X721 o

3 3. Not applicable E GRy¥ 3| 5
If ‘No’, please specify “the time at which at A8 e of 2308 g0 aa Al e UST lgadl SV
which the cooling was not functioning ua KL sl

3 1. Yes B4 1| 3
0 2. No O w2 0
If ‘No’, please specify "Additional comments / fadie) Diaatha” soa Sliad fa ST Ol gadt S 1
Describe how it was insufficient: S R W S a !

b. Did the branch possess sufficient lighting?

a8 3Ly £ LI gl I

3 1. Yes

a1 3

0 2. No

0|8

A8 2 0

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

F'adaal Slhaa" das Slad S SUET gl SIS 1D
S S Al S eyl

+
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¢. Did the customer have sufficient waiting space / Tompiall Bl o ilS 20 [ DT AMS dalisa Jrall G 0 S
seating area?

3 1. Yes & a1 3

0 2. No O w2| o

g Silhada daa Sl e ST i adl A4S 1

If ‘Ne’, please specify “Additional comments
please specty ! Ay

Describe how it was insufficient:

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

Gl B AL JA1s A g palh SR A gy 2y 1 g 30 BRI JA L
Janll Slal y (ilSall) b SigSl alida ) Al

3 1. Yes a1 3

O

g 2. No Y2 0

If ‘No’, please specify “Additional comments /

) : ' " gy fAslal Sl M sia b e ST el S 1
Describe how it was insufficient: IR el A

LN LR CR Y.




5.1 Greeting of Customer

+

O by o 33 5.9

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

S AN N Adgis jeb AR Geeddd) o b aiiifoua G a0 A )

0 ¢ No greeting / acknowledgement D | i fima 5V e I o
. e  Greeted within 10 minutes of entering D et Jgh0 e B3 10 26 a5 e 1
: 2 + Greeted within S minutes of entering D ) St Jgas e B 5 JMA s 1 e 2
f i e .. .
' 3 + |Immediately greeted on entering | E ; e Al s U e 3
b. Did the staff either / or: HETETY NPETRERE-- FOL N [y
a. Ask for the customer’s name? !l ad e |
b. Greet the customer by name? T 53 an pealliom ;o }
3 * Yes, the customer was greeted by name / 0 At e o 85 ae baal s i S R e e 3
asked for his / her name Lgani
0 *  No, the customer was not greeted by m LUV, SUPIR Py P DI R Ty I FOVS: PRNITPN A TIPS LS 0
name / asked for his or her name L )
A O et 3 "0 gl) dE0e e Ay S il palt s
c. Did the staff ask, “How can | help you today?” <+ 3 el s ‘“: '] ,1‘"; L:
and Probe the purpase of the customer’s visit? N
3 1. Yes, the staff did this O Aty (s ! 2 i a1 3
0 2. No, staff did not do this 1% A5y il gl 2 23S 2 0

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

Talial/dalial o sl Al Jpidl Al el 0 Ob L

1. Yes, he / she was redirected on the

3
basis of his / her needs

aldalfalalial M (5) el dca g5 3521 35 a0 et ] 3

2. (OR) The first staff member

oF Jrandl as AT 3 gV il gl i ()2

3 encountered probed the nature of |:| Unie' fode s B 1 nss 3
visit and assister him / her 20 -
3. Na, he /she was not redirected on S
! Aaliaifafaigal N aga ol S2le) 50 o0 (S
0 the basis of his / her needs X Walalflatial o dn sl el 2 4036 3 0
I NE D vl T ’
s e 2 : Gt ik il b3 ’ G
a. Were the staff courteous on the customer making el 500 La A€ 8 8 jlasdli} gl B ilBhgall SIS A )
his / her enquiry?
0 *  No, the staff were not at all courteocus | [] Al e gl cabgd) 8 el 5 . 0
»  Yes, the staff were quite / reasonably . oy o« == - .
’ ' a5 ! = J-‘l 1Y 3
1 courteous m CETEN ER T PR A '_,l:u PRI 1
2 *  Yes, the staff were courteous D P VS QYO L P S 2
3 *  Yes, the staff were very courteous O AL kgl S A s e 3
b. Did the staff demonstrate “active listening” on Tpamdl iV " la) pliot™ ib gl 4B b o

customer enquiry?

¢ No, the staff did not demonstrate

\| Li...nl 5.& 1} ST)S
° active listening O e gt iy ol . 0
*  Yes, the staff listened quite / . P . . S
1 \ 4] A gl KT
reasonably actively E St B U e Ly B gl ool s 0 1
2 «  Yes, the staff listened actively H Gohagh il pald ol il jaai @ 2
3 *  Yes, the staff listened very actively D At e i B gt ol il e 3
7
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Did the staff appear confident?

fanai pa By A e il gl i A

* No, the staff did not appear confident

i pa By A e gl g o S

®  Yes, the staff appeared quite /
reasonably confident

e SOy el (e By AT e il gl en caal

s Yes, the staff appeared confident

Al o By 4 o i) g gl

s Yes, the staff appeared very confident

OO g0

dai e Ll B g adl g ale gl jela el

d..':h List the names of staff interacted - aa il ) ki pa plad S35
with:

o M /Ms. < bhet A 1 LGyl e

o Mr./Ms. ' 2 Lo i=ul e

* Mr./Ms. 3 HIEAHT R | .

«  Mr. /Ms, 4 Loulfladll e




6.1 Staff Capablility

Qv gl 5.3

6.1

P ol L Slalfal dapb 6Vl CiB gl 28 N

particular query / queries, did they politely “ask
you to wait while they double-checked with the
system [/ a colleague”?

a. Did the staff frequently probe the nature of the ‘
customer's needs? 1
I [ .
; 3 1. Yes E[ {T a1 ‘ 3
¥ T
+ 0 2 No J O S 2 0
: 1 ¥ ‘No’, please specify your comments: ‘, | R rady Kb Pa NS |
; | ‘
i \
| !
| |
b. Did the staff actively attempt to anticipate £ 503 Chplgia) Tl Aad & glaey il gt o3 (A s
customer needs? I ’ ’
3 1 Yes X 1 | 3
0 2. No | 3 2 L0
If ‘No’, please specify your comments: i mlads b el STAST 1Y
¢. Were the staff able to cater to the needs of the ) 30 e cilb 0 9 Ga g P Slalial 4l (i pal) plaiod b S
customer without seeking the help of a colleague? Ta a3l
3 1. Yes O |3
0 2. No % % 2 0
If ‘No’, please specify your comments: Al el a8 Ela ST
Q\ € 10 ao It CiQQULaLUL, QW An 1N Quewy
INT: IF the Answer Is YES, so the answer for Q \
D should be Not Applicable
d. Were the staff able tc answer all / most of the )
questions posed? iy et ALY pdima /0S8 0o ey il gt Ll Ja S
3 1. Yes K 1 3
0 2. No O % 2 0
3 3- Not Applicable Gelay ¥ .3 3
If ‘No’, please specify your comments: i s &8 Pl ST
e. Ifthe staff were unaware of the answer to a Ob Adma Aliad [ Mg e A1 e 03 Gl gall o 2113 2

' oal sab fpUAIl e A0 5 e 36N ol e BRIV Guigss dia Gilb

: L ves ® TR
0 2. No | 3 2 0
3 Not Applicable el Y 3
If ‘No’, please specify your comments: Sl rlualy o8 ala ;18" 13
9
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(as per SECTION B); rate the staff on the level of
“product / service knowledge” in this area:

L g I et t. .-7 }'-. "—_C"\. R SRR _"-'»-1: '.1
;&z Produdxmlulquﬂc:ou sﬂﬁu,.,ym, N Sl N ol
a. Overall, was the staff well-informed on Bank
Dhofar’s product and services? ¢ b hL.._.
0 * Not at all informed I SULY e Zagleadn ol e 0
* Wellinformed on at least a quarter / a . .
Dieadl) g Shadiall e JuIR fao gy e JiY1 L
1 few of the products and services O 3 Shatiall oo G s }1 J{L:'c,' '“,'; * 1
discussed i |
5 » Well informed on at least half of the 9 A A el y Slatiall cheal Je Y e alay e | 2
products and services discussed i }
¢ Wellinformed on at least three- Lo -
St e 80 gh plh SN BY) e o |
3 guarters or more of the products and El ' el i_L..L“.sL.. - f_} ;’L "T * ' 3
services discussed i ’ |
b. List the details of the “main purpose of your visit” ] 2 g L) TS0 e N g Aleala AaiY gy ob o

MLt y cladially Fatall A jea s s o Gl gall il ply (S

Adhidl sa

INT: LIST THE CODE FROM SECTICN B.

S gl (pa Ga it A4S o8 1ty

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

] * No knowledge at all El Syl e aday Y e 0
+ Wellinformed on at least a quarter / a . .
Zlacall y Zilafiall - Ji e B
1 few of the products and services D - I o B s e ”’ - ,1._. * 1
discussed
5 ¢ Well informed on at least half of the E A e Sleaall y clamidl sl e BY) Lo day e )
praducts and services discussed i
* Wellinformed on at least three . .
Satd e S ¢ gl l A BY
3 guarters or more of the products and D ) - 8 E."f .. j“:' "h "Lu * 3
. R l.*.\....s!‘Lu o J.l!'r ._ILA.'I;J\J
services discussed
c. Did the staff attempt to “cross-sell” other products Chatd p Slatial " ALOY! aplt' oo WAl A yaas Cili gt ol Ja S
and services? el
0 e No cross selling at ali IE Ao e ALyl sl Al aial e 0
1 e  Cross-selling after a lot of prompting D S Sy a8y Syl Ll pi e 1
*  Cross-selling after a little / some s . . - .
A I A (' n i 1 aalany Sl 2
2 prompting D 4 I e SNy Sl Glany s .
3 * Immediate cross-selling attempt D Jaill e oYt adl Uglag i e 3
d. Did the staff explain Why Bank Dhofar's products

LLai™ pal Ul ol Gledd y Siladie 1l 2 ks Wb gt 26 S8 &
RN RU A DR T PRI |

3

1. Yes

a1 3

0

2. No

Ol

382, 0]

If ‘No’, please specify your comments:

W plad 3, S 1

10
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Did the staff attempt to provide “complete
information” on Bank Dhofar's products and
services, along with relevant literature?

falall Cbd ShayliCh aa

Sadd g Cladia 08 AIAS Sia plaa” elilae Y Al glaes cild gall ol a7

ka1

INT: LIST THE CODE FROM SECTION B.

S ) G sl Ay o iy

o0 *  Noinformation at all {4 IV e Sagiay e 0
T ‘ e Information provided on at least a ' A e e LGN fas, B e e
e al o 2a A A t o [}
1 quarter / a few of the products and D P:_:‘ o \.,\ "'E gl 1
B - P -—"—‘_‘-" -
services discussed T FTE
2 » (nformation provided on at least half | E] Sl i Sagaddt edesd Y 8 plas’ 2
of the products and services discussed Wil 28 Dilandl :
* nformation provided on at least three oo - y i
Sl gl e R8T gl gl AT OB e slas] '
3 quarters or more of the products and D "T‘j._“; _,.5 ‘:.Ia.i') = "’! f:"";n:,‘f; * 3
services discussed i AR
3 + Not Applicable Y e 3
f. Information on relevant procedures, Thleall b daglial) agTS y Slaieaal) y oSle 1Yl dhiada Sila gine L
documentation and follow-up method?
INT: LIST THE CODE FROM SECTION B. O el o el S a8 iy
0 »  Noinformation at all O ALY e clagaa ¥ e a
¢ [nformation provided on at least a .
bt le dedll \ By e piac!
1 quarter / a few of the products and D y‘_ “{:bm J‘&: J N ": ‘mf_l * 1
services discussed . T
2 + Information provided on at least half E Slatially Qleiat S plaal cdead JW S slan! @ 2
of the products and services discussed LBl o5 AN Silaaal)
s Infarmation provided on at least three C o . .
Sl pladli u 20 g gL} 95 BY o elhe! e
3 quarters or more of the products and D C . ; e 3
LElia 25 L cleedl y clatially Adlatall
services discussed # o I
3 e Not Applicable Gely Y e
g Did the staff attempt to acquire more customer Jab e gl dilete S cilagleas 48 p u_y.u. uh,.n pd Ja
information so as to follow-up at the end of the visit? Pa ki g A Aalially WL
3 1. Yes N a1 3
0 2. No B % 2. 0
If ‘No’, please specify your comments: - ‘ ) L) rliads 8 ela ST Y
N ol Ak ,\,?&;VMLM
11
+ +
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7.1 Timeless < gl 74
i a. Waiting time on entering the branch, before o i (il pall e Sl By o il Jpha s UEIY) iy |
dealing with the frontline staff: R USTLPY (TP W (P S

INT: SPECIFY TIME IN MINUTES: A acaa B gl 23a raly

\
. 0 I e QOver 15 minutes D iad: 15 e 5 ’ 0
| e  5-10 minutes O AL 10-5 e 1
2 e 3-S5 minutes D Slis5-3 e | 2
3 {‘ ¢ Under 3 minutes E Sz MW e B e I 3

b. Did the customer feel like the queuing system

functioned properly? T JO5 ey chaal) (A AR pU 0 Gga3 Al A

0 . glllljeumg system did not function at I:I V1 e oy ¥ il 3 IV i o 0
s (Queuing system functioned, but it s . . T,
| gl ama . eall ety el
1 worked with a few impediments L] st goms e 089 domy o SR AR e 1
2 e Queuing system functioned and it D Jad (S0 g & ppeny Jamy —iall 3 GUTYY S ) @ 2
worked quite easily and efficiently [P
*  Queuing system functioned and it = JE s A5 A gy Sty sl DY Sk e
3 . . [ X : : 3
worked very easily and efficiently Jlad
s Not applicable D JETVNTR -
c. Time taken for the “purpose of the customer’s visit Adlge ) Lgeo gl die G5l 3L 5 choh ARD" Jal e M Sl S
to be fulfilled once reaching the counter: 1 Aeaddl
INT: SPECIFY TIME IN MINUTES: 20 TR a8 Y 32 sl




b ’

+ + +
H. Additional Comments on Visit 5 s Alladall 48LGY) Sila jHhall e
(If any): (2 2N

- No Gmwu/fv ; ‘J‘/v\*j T?C'\/(LL@L?}»\.QG

i= M The \/L Ao wd ‘p\u€z Quuc)uﬂ&/ K-‘hOuf‘QLC‘.ﬁC CthlJ Tl P/]C(LAQ_

End of the Survey - Thank you very much....
e 180 — laiul) gs

R AR

BN T e i BT

R
G.
(Total unweighted branch score, summing all sections):
: RS A - S _Total Points Scored inthis - |  Total Points Allocated /
Section - | Parameter Under Evaluation . . Area: . K Pe .
C Branch Presentation and Customer Facilities
D Greeting and Soft Skills of Staff
E Staff Capability, Knowledge and Cross-Selling
F Timeless
) " TOTAL SCORE

(a8 S pan op ill Lol 2 LG § gana)

£ Al bl £ gana R

Jalall fdeacadall WAl £ yages MJMM_&_H- 0 hiShl o35 g2 Jalal) ek
S0 Ladhall SBageill y £ Al pis o
Coph gdl Sl jigea g i 30 o
AL aadl dglas g 45 ey okl pall 308 d
PN r
m&‘}*
13






