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PROJECT: Money
SHOPPER CODE DATA ENTRY ! EDITING SERIAL NO. —
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A. Details of Visit 0 3 Lealis o
Bank Dhofar ‘g s Sty
Bank Muscat D ke Sy
National Bank of Oman D et e gl A Gy 3 AL g
1. Bank Visited
HSBC-0IB8 O HSBC-0IB
Bank Sohar O e ALy
Qther Bank: C Ay
2a. Branch Name i W“ g il al 12
2b. Branch Area R (\g_gl \ g Al g 2
3. Branch City T e Ll 3
4. Branch Region D(L\Cl’\ \\éjc\ FY VRN IY|
Day | Month | Year [ gl [ S om 5
5. Date of Visit C\ Cﬁ ()JJ B
Hours | Minutes (dal [ Sle Lt
6. Start Time of visit iuohly iy 6
S lo
H Mi il Sl Lt
7. Total Duration of ours nutes 2 = S T
Visit OO I \ g- AL Ao
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Opening a Savings
or Current Account
Savmg Scheme

Housing Loan
General Enquiry relating to a - — & Aa s i Made ple Lt 2
specific Product, Service Car Loan - S
and/or Facility Educational Loan ety s | GRS S g/ g kil i3 slaly
INT: SELECT AS RELEVANT AND/OR daaiti
SPECIFY DETAILS OF Credit Cards O Sl A8y
PRODUCT/SERVICE personal Loan [

Double your Salary D

Offer

Youth & Student
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4.1 Was Customer Parking instantly avallable for the - .
TasAB o 3 e cibge AN Jeudal 33306 4.1
_ - Mystery Shopper? 7 o 3
3 |1 ves R =1 | 3
; 2. No 'a w2
_ i. Specify: a2m
: |
ii. Specify time taken to find parking: min. I s iy ¥ a0 Al e
4.2 Entrance to Suilding s (B deiah 4.2

a. Was the Entrance Clean? oLl Al a
3 1. Yes E a1 3
0 2 No O % 2 0
If ‘Mo, specify “Why [ Describe how” the S As Ca g A aaa Sl e ST et SIS LN
entrance was unclean: T F |
b. Was the Entrance Convenient? hbin Jhadh S8 O 0
3 1. Yes X i1 3
0 2. No O B2 0
If ‘No’, please specify "Why” the entrance was Doz Jaadd! S8 0 MA 22a 0 TS gt S
inconvenient;
e P 35 LW i B < Tl AR
s g il e SIS A
3 1. Yes X1 i 1 3
0 2. No O 22| 0

If ‘No’, please specify “Why / Describe how”
the premises was unclean:
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4.4 -, ‘Branding Materlal ~*. @ -y T on
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a. Posters / Branding material present on doors, walls
and windows?

238y 31y i dalt o e e A et aate [ Glhale say b
L~ 2 B

i
3 1 VYes | B 1| 3
{0 2. Na ' | w2 0
f If'No’, please specify “additional comments”, J‘ i St ClAa i e Sl e UEE gl KU |
[ if any: : Sy !

i
|
| |

' b. Pamphlets, Leaflets and Brochures on display? ! Sl il y Syl n e o3 A
3 1. Yes i d 1| 3
0 2. No W w2| o
If ‘No’, please specify “additional comments”, b "l SN o Jliad S MUEST l gl RS0
if any: “ada g
c. Branding material up-to-date? Palia 4y et clatiall o ge O
3 1. Yes E a1 3
0 2. No O ¥2| 0
If ‘No’, please specify “additional comments”, O Mauill Slaa e saa Hal e SUET O galdt S0
if any: Daay
a. Were employees present at over 50% of the branch ¢51J.-J pilla 2y p ANl D pa (e %90 O A8 aad gl S
desks and counters? i anil)
3 1. Yes D a1 3
0 2. No ) 4| 2| 0

If ‘N¢’, please specify "additional comments”,

if any: -~
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d
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S A Silaa Mt daa SLah e NS O gadl SIS 1
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if any:

b. Were all / almaost all of the staff neatly and o - .

P ) V] fad o S " \ fh‘ L
professionally dressed? 3 it et ot (iR e balisl
3 1. Yes Kl il 3
0 2. No O w2 0

. . D ‘-l‘ "»...b‘ EN N S L] n D '! . ln\ " . 13
If ‘No’, please specify “additional comments”, - e s sl “_S g
oy

c. Were allfalmost the entire staff wearing name
hadges?

oty S1uD O gaday CpdB gall pBaa f U8 S 0 O

3 ! 1. Yes

PYERg 3

0 2. No

®a

W20 0

If ‘No’, please specify “the approximate

ol il gl ol e Al e NS ) S 1

ey SIS e Y

number of staff not wearing name badges:
Cs 3)4 ong £ F_Qc% i Cra | L ~ thk mdina
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:4.6. ' "ATM and COM machines ™; <3+ “5x:y LB ] 4 nctn SRR i o g I SRy T Bl al §54aT 4.6 |
a. Was the area surraunding the ATM and CDM Oy il R £y N L eal) B gl Byaadl Sl 2US b
machines clean and presentable? ¢ il |

3| 1. Yes ] 1] 3

PO 2. No O s 20 g

|

i area was unclean; —uli e 8L

i

1
If ‘No’, please specify “Why / Describe how the | ! LR PR P IR DR CEEATE R Lo PO S
| . N
|
|
|
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b. Were the ATM and CDM machines functioning? Tl g1 BNy Nl el B ) oSS A

3 1. Yes X w1l o3
0 2. Nao W %2 0
If ‘No’, please specify “the time at which at el ag &3 ‘,.u‘ S ara Alad e ST \,_ﬂ,;..ﬂ S
which the ATM / CDM were not functioning i e g gl dan ) el Y S S 1Aty Y1 G pal!

{and specify which machine, ATM or COM): (s -“15' P‘-‘N‘ ERYl
. Was there sufficient cooling in the ATM/COM area? TATM/CDM 4dhic A 1o Gl gl 3y 00 538 4 o
3 1 Yes ' a1 3
o |2 No O A2 g
3 3. Not applicable K Sy ¥ 3| 3
If ‘No’, please specify “the time at which at A Jaag ol g1 2 0" saa Aliad Cpe ST b el G
which the cooling was not functioning A5 sl

'Q‘W mrwrw' u';:,qr

L S s T % B e b0 b i S

a. Was the branch air-conditioning fully functlonal
and sufficient?

3 1 Yes K |3
O

0 2. No W2l o
If ‘No’, please specify “Additional comments / JrAle Silatla” s Slal e ST gl IS 13
Describe how it was insufficient; o Ly T T Y

b. Did the branch possess sufficient lighting? SRS Sl f AN oy b o

3 1. Yes %4 1| 3

0 2. No O w2 o
if ‘No’, please specify "Additional comments / FAlal Claa S daa lad e ST lgadl 1S 1
Describe how it was insufficient: P LR TR BN V. W
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c. Did the customer have sufficient waiting space / Tomsiall 3 (e oS 200 f UBITN B Aaluia Jpaall JUS A S

seating area?

3 1. Yes X 1] 3
[

0 2. No uE 2 0

[Tad ] Cicaa e dia Sl e OS" el I8 1

If ‘N, please specify “Additional comments / TS o i iy
I 3 TL )

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?

s B R JAIS A8 gun gall SR A ppeer Ay G Qe piED 0 LD
Tladt Slal y (0E) i S el Latida Mok 5

301 Yes ani 1 3

0 2. No

OK

Y2 0

If ‘No’, please specify “Additional comments /

. . . _ eyl Adlal Slaa " 2o il e ST gall SIS 1Y
Describe how it was insufficient: S A== e SR S

A8 85 0l
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5.1 Greeting of Customer

+

it 3% oy AN 5.1

i a. Was the Mystery Shopper “promptly greeted / S D Alpha b AR il e bl ona T a5 06
; acknowledged” on entering the branch?
0 e Nogreeting / acknowledgement D i 5Y e j 0
1 i + Greeted within 10 minutes of entering D Jran Al e ¥ 0 JMA e 21 e l 1
2 1 *  Greatad within S minutes of entering ! D ; PP TR T LN S i TN v I 2
1 .
3 * immediately greeted on entering i E | PP T P 3
. . ‘
: b,  Did the staff either / or: ] J 1Y) glal odd i a3 00 o
a. Ask for the customer’s name? | el e e
b. Greet the customer by name? fanst JSY e Jpandls wia g o
*  Yes, the customer was greeted by name / Pt e Mot 85 e Dl i S Akl canl e
3 . &4 < e 3
asked for his / her name P
¢ No, the customer was not greeted by PO BLV RN, VORI P P VIR I TP PP ERRTOR. | LTI N, T S
0 . O < , 0
name / asked for his ar her name ot )
i T N A P P = TP T P R LYW e
C. Did the staff ask, “How can | help you today?” l 3 e A "f fﬁ“]f: 1:
and Probe the purpose of the customer’s visit? ' ?
3 1. Yes, the staff did this = Ay i yall J3 5 a1 3
0 2. No, staff did not do this O Al il gl A 2 38 2 0
d. Was the Mystery Shopper redirected on the lalialfdlalial | o plia Aad &,.......J‘n Gaghidsl e &
basis of his / her needs?
3 1. Yes, he / she was redirected on the - i Yol 1 (5) sasd 4 5 53kt 35 ) opai 1 3

basis of his / her needs

2. (OR) The first staff member

e st 4y 0 551 LN iyl i () 2

the b35|s of hls / her needs

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

3 e.nf:ountere?i probgd the nature of D Gaiei foxstay 5L 3 3
visit and assister him / her
0 3. No, he / she was not redirected on sl jGalia h,-“ oyl BT 35 o) W3S 3 0

pvf,mtgj X
2 i-a.ﬂ"ﬁ"""fb

-k

-.-‘;-' = - :. B ?"
' Pw-.nmu....g.,s@.}..h.n 2 (o gt CAS b

customer enguiry?

0 *  No, the staff were not at all courteous | [} o) R g RS -FUL TP L o
* Yes, the staff were quite / reasonably . = . = .
i o sl e 2] el
1 courteons o Bya gl UL Gyl las el e 1
2 ‘ s Yes, the staff were courteous E] RV L YV Y 2
3 ; *  Yes, the staff were very courteous D Ll ik Gl gl S s e 3
b. Did the staff demonstrate “active listening” on Tlpmdl bl "ol slieal™ CAB pall jgdit b o

t * No, the staff did not demonstrate

0 b oplial il gal) LY
: active listening O ! plioal Bl 4By o ° 0
s Yes, the staff listened quite / . P ] .
1 ) Y a3y by Al ) dual 230 el
reasonahly actively D Gt Bap [0 e Bl g @ 1
2 ®  Yes, the staff listened actively D Lulay! widli gall sl 330 ae) @ 2
3 e Yes, the staff listened very actively @ ) e 80 ki gl ol 0 cans @ 3
7
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Did the staff appear confident?

Sk O B 1 I i gal) B A

i o Bl A0 Lo b gall gl A S e

e No, the staff did not appear confident |:|
! *  Yes, the staff appeared quite / . . o s e el T
i : T IG5, dadt Cpe ity A 5pall gl vant
! reasonably confident O e : Or Bl Al fo il et e
i e Yes, the staff appeared confident m Al e Bl adl o gl b e
| s Yes, the staff appeared very confident | [ ] Ak e Ll By Al e Ol el e e
] ; -
: :.ith- List the names of staff interacted i il ) il gt pand S
e o
*  Mr. /Ms Umm MJ)—-' 1 Adilf et
e Mr./Ms, 2 Lol il e
e Mr./Ms, 3 Ay sl .
*  Mr. /Ms. 4 il Satill .




6.1 _Staff Capability

Gkl galt 3500 6.1

Ko i a3l il e (F ik B 4l 3 b T

a. Did the staff frequently probe the nature of the

customer'’s needs?
3 1. Yes O eni 1 F 3
0 2. No Kl % 2 0
if ‘No’, please spgcify your comments: s U PPN T
e A wrf ﬂ{!oé;( , i
| |
b. Did the staff actively attempt to anticipate €2 Chatial (s Aad & gy i pal o8 A
customer needs? j
3 [ 1. Yes B4 a1 3
0 2. No O 32 L0
If ‘No’, please specify your comments: Uy Al B Bl S
¢.  Were the staff abie to cater to the needs of the dai B30 lea vl 5 g0 e O g0 1 Slalfad Ll il gadt £ladod JA
customer without seeking the help of a colleague? ok J
3 1. Yes = e 1 3
0 2. No | % 2 0
If ‘No’, please specify your comments: 2l ) Py B Bl ST
INT: IF the Answer is YES , 50 the answer for
D should be Not Applicable
d. Were the staff able to answer all / most of the i o N
questions posed? Tha y bl 4Liud) aline fiJS OF A b gall pliud b S
3 1. Yes = a1 3
0 2. No O 3 2 0
E] 3- Not Applicable Gelaiy ¥ .3 3
If ‘No’, please specify your comments: REVPE I EPL AP T t]

e. If the staff were unaware of the answer to a Oh vAdma il fome Sl o LY e 1500 i gall 085 o113 2
particular query / queries, did they politely “ask el sal falall e 45005 e S Jal e UEINY Cuydeds dlia it
you to wait while they double-checked with the
system / a colleague”?

3 1. Yes O i 1 3
0 2. No jor 2 2 0
3 Not Applicable * ekl Y 3

If ‘No’, please specify your comments:

i Ll o8 Gla ST I
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a. Overall, was the staff well-informed on Bank

uua_’uha.uﬂlh-uu‘l-uhﬁ.nuhﬂ\ I ll.’sdl .‘-Lﬁvds.u 1

Dhofar’s product and services? ¢ B L,
0 ¢ Not at all informed | by e Japaadad e 0
e Wellinformed an at least a quarter / a .
- 33 i - el o il - 14 1 4 *
1 few of the products and services | D = 37 e G s “Fw Jv:t :j * 1
discussed i
5 »  Wellinformed an at least half of the D A g il y Gkl cheal e B! Ll Jay e 2
products and services discussed , Pt
s Wellinformed on at least three- oo -
sladial Se 8 g Lol A0 S
3 quarters or more of the products and @ Slatiad o 55 4 &;._.\_.I‘ . :’ﬂ' "h“flu * 3
services discussed i ’

b. List the details of the “main purpose of your visit”
(as per SECTION 8); rate the staff on the level of
“product / service knowledge” in this area:

e (A g a8) "l e N il ALake o pags o
iatil) g Slaiially jladadl Ad sl g e o Oib palt ails Wy (S
uh....na.ug,a

INT: LIST THE CODE FROM SECTION B.

OPWIORE R FLTI PIONE

o + Noknowledge at al! D Ay e gl e 0
» Wellinformed on at least a quarter / a
Sladall y Sladiadt il : 1.
1 few of the products and services D = = o Bl e 2 JiY "h "L'" * 1
. lgililia s “.ﬂl
discussed
5 s+  Well informed on at least half of the 1 & g Shaally Clatidl cheal e BY1 e ddas e )
products and services discussed [Pk kY
+ Well informed on at least three oo .
Sladidl oo 81 g gLl ADE Y e Jde e
3 quantters or more of the products and E L 5 Skl 3
services discussed
¢. Did the staff attempt to “cross-sell” other products Glatd y Slatial " SLaY! apl' o dlbl 4 glag CiB galt B8 4 &
and services? 75l
0 * Nocross selling at all EZ IULY! Je ¥l aadl ddeny pla gl @ 0
1 e Cross-selling after a lot of prompting | [ Ol G WSE0 gy Y all leas JlE 8 1
e Cross-selling after a little / some . . . . .
'1_;“‘3’1' ‘.h..l ’.lL.-a | _.'IA__J...-_!U
2 prompting D = V1 oe e ¢ ¢ 2
3 * Immediate cross-selling attempt D il e eyt adl Ugag i 3

d. Did the staff explain Why Bank Dhofar's products
and services passess a “Comparative advantage”
relative to competing banks?

AL Ll LD dly Cladd y Slaiie 13l 7y Ciligall BB 4 S
Chdiall 3 il a4 i Al

3 1. Yes

s 1 3

4} 2. No

0|t

s 2 0

If ‘No’, please specify your comments:

) s g e ST 1)

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?

Slatd g Saiia o AlaS Sl glaa” Like Y L glae il yall 43 Ja Lz
Talall i3 Dbt aa Lide Sl

INT: LIST THE CODE FROM SECTION B.

S ekl pa el A o 2l

0 + Noinformation at all

At o Dlagaay e 0

* Infarmation provided on at least a
1 quarter / a few of the products and
services gdiscussed

| Albetall Sl glaall e A I, B0 e eac!
; Eaile a0 T Laa)y Siatials

‘e ' 1

+ information provided on at teast half

Cralials Aaidl o gad cheal B g8 silnc e

2
of the products and services discussed Moaiie 2 B Tiecall 2
s Information provided on at least three . e Ceais e
.;L.,;..n;,,suqul«:m‘_,av]u.h;:ms .
3 quarrters or more of the products and LBl 55 2 Saat CaZial ALiaidd 3
services discussed
3 s Not Applicable B Y e 3

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

Al 23 Lajiall Ll y il alieadl y 2 Sls) a¥l Chiada i glas ¢

INT: LIST THE CODE FROM SECTION B.

S paadll G a0 A0S aB ctaly

0 * Noinformation at all D ALY e legaa Y e 0
s Information provided on at least a .
ATl Sl plaadl e BN fagy BV e cloe! e
1 quarter / a few of the products and D . 8 . ' 1
L4itile 25 L3 Silaadll y Slatially
services discussed M= I
+ Information provided on at least half Dlaiially Al i plaal chead Y o olhe] e
2 at lea O et i) 2
of the products and services discussed giafie 2 A0 Silanddly
* Information provided on at least three
-_:L‘_,luﬂ_,-_).nthquhJi‘ﬂuh; .
3 qual:ters gr more of the products and E Bl 5 31 clanilly W dileia 3
services discussed
3 »  Not Applicable Gl Y e
-8 Did the staff attempt to acquire more customer Jal e Gm o Akl A8 Gl gl 48l A gaay wdlh gall o1 W
information so as to follow-up at the end of the visit? L0 A4 b daglialy Wil
3 1. Yes O a1 3
0 2. No X %2, 0
If ‘No’, please s egify\your comments: -l gl alay, S 1)
\1@ &\Q nol  dek wma 2 bond Oy 5\
|J \\j
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7.1 Timeless <l ght 7.1
a. Waiting time on entering the branch, before A g 3 il gadt ae Jaialll Gy op AN Jghs L USIYY 2

dealing with the frontline staff:

D il adl e e [ ala¥) Bad)

INT: SPECIFY TIME IN MINUTES:

(R s B daa laly

GR15 e s e |

{
|
TL C e QOver 15 minutes O 0
| 1 | e 510minutes O 3 10-5 e 1
2 1 e 35minutes d FE:5-3 2
3 » Under 3 minutes E Fh SN e [ e 3
h. Did the customer feel like the queuing system N . £ g .
.c.p—ads_u‘ e’} AEANY B b g Y el
functioned properly? 2 o ot SR PRI G5 G s A
0 . gzlllneumg system did not function at D Y1 6 ety ¥ el i Y1 p 5 0
* Queuing systermn functioned, but it P et . C ] s -
1 | Y ey el Uiyl alas ol
worked with a few impediments D Fla e O ey oS 1
2 e  Queuing system functioned and it O Juad (S0 g 43 gy oty healt 3 USTYI L ) @ 2
worked quite easily and efficiently L s 4
¢ Queuing systemn functioned and it USts g Ll A g oty el A RTY U e
3 ) i O : 3
worked very easily and efficiently Jlad
s Notapplicable E Gdai Y e .
c. Time taken for the “purpose of the customer’s visit A1 ga S Jpeapll 36 g3 50 chab 45" Jal (e 3d3 QB g
to be fulfilled once reaching the counter: i Aasal)
INT: SPECIFY TIME IN MINUTES: ’ ) < AN a1 St sl
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H. Additional Comments on Visit £l 3l Alllagall AALLYY Cia Tl .2
| (If any): (=g )

End of the Survey - Thank you very much....

Ssa 1,85 — Oladiat Ay

G. TOTAL Branch Score

(Total unweighted branch score, summing all sections):

B g Y '\"n.“o_a P ‘S“W,a'
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L

TS AN ity Wk
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g TRt Bh ey o WL » By r‘

" do A TTY LR T e ";’ e e

Section - | Para mfter Under Eval uation Total Polrlt‘;.e S:red in this | Total P:ial"l:smt;l::ated 1
C Branch Presentation and Customer Facilities
D Greeting and Soft Skills of Staff
E Staff Capability, Knowledge and Cross-Selling
F Timeless
' TOTALSCORE

(_u‘,uustu‘t,mm)‘nﬁgmtw)

Eolll B £ para  F

o) et WA B gaps | cpacdl o L) WA £ gaps oA oy g3 Juali [ auadt
GOl il gl g AN S <

(ol gl D1 lgn g i A &

ALY ) Agler 5 A58y CAB pall 538 z

i gl r
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