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PROJECT: Money
SHOPPER CODE DATA ENTRY T EDITING j S
Name Number | Name Number | Name 6 0
3 % N WHQ%“( ! 40| 4 \
!
1E g mall
T ‘
| ’3-’1\ Sl l Dl piaall Al Sendall e
A il A il s ] et
A. Details of Visit 5L Jpald -}
Bank Dhofar O Jus Ay
Bank Muscat B Lia gl
National Bank of Oman O el il glt il G aad g3 Sl g
1. Bank Visited
HSBC-OIB | HSBC-OIB <L
Bank Sahar O S Ay
Other Bank: oA iy
2a. Branch Name Rl OZ@L‘QQ § i aud §2
2b. Branch Area A Cacdoa EBNcgdubend gl ghse 2
3. Branch City Voot G 3
4. Branch Region M&WC ,;\_)/ Adlidi 4
Day | Month | Year dudt [ e T e il pn 5
5. Date of Visit
@ ‘
Q9 | 9 [ lol3 | |
Hours [ Minutes H | Sl L)
6. Start Time of Visit ,L{C' Pdiyed, B
" i iaah Gl Ly
7. Total Duration of ours Minutes & sy s
Visit (:\)O l zo D)L!)JI baa 7
1
+ +



Opening a Savings
or Current Account
Savmg Scheme kit aldas

Housing Loan E] Gl A
General Enquiry relating to a
specific Product, Service Car Loan D
-a e H - - .
and/or Facility Educational Loan atied i | TN el saa g1/ g piealialh A0 zmaly
2
INT: SELECT AS RELEVANT AND/OR - NPT Aasil)
SPECIFY DETAILS OF Credit Cafds ._;LA-U \_ﬂihm

PRODUCT/SERVICE

Bl o L

Personal Loan I:] e yla A
Double your Salary I:]

dlg;‘_) i

Offer
Youth & Student

m]_, Sl Ola
Account




£15i0 o § e hipe (AN Syl s b 4.1

poi1 3

O
E’ 3 2

ii, Specify time taken to find parking: 3 min.

LN Y s_l.iy Sy a_j)\-hl ;j_,]' A e

4.2 Entrance to Bullding . - -

- giall M Jphad 4.2

a. Was the Entrance Clean? Tl Jasalt S8 s
3 1. Yes Q a1 3
o |2 No O 3 2 0
If ‘No’, specify “Why / Describe how” the SENE Cayl AN 2an i ST gl KD
entrance was unclean: R NV RN PR
b. Was the Entrance Convenient? ) Thalia Jaaadl 218
3 1. Yes K 1| 3
0 2. No | wW2| o0
If 'No’, please specify “Why" the entrance was i sl 5 al Motal” daa ¢ MUEY ol gadl LS 130
inconvenient:
: R N O N I Y. Mo ST A L
My YRR A AN K
Was the branch premises clean? TULES ol e OAS A

3

1. Yes

0

2. No

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

TS L T WP K g SPRR L IR BPYR [ S PR B O
s




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

a. Were employees present at aver 90% of the branch
desks and counters?

3 1. Yes X mi1| 3
0 2. No i w2| g
If ‘No’, please specify “additional comments”, S el Slia Bl saa dllad . SEY Ll gadt S8
| if any: D]
b. Pamphlets, Leaflets and Brochures on display? T Ay U s e aS A
3 1. Yes E PEEN | 3
0 2. No O 22! 0
If ‘No’, please specify “additional comments”, S ilal Silaa M sas Sllad e UUEY Ol el S0
if any: Doy
c. Branding material up-to-date? Cila & jladh Slatall A ge J6 0
3 1. Yes E ani 3
a 2. No d w2 o
If ‘No’, please specify “additional comments”, oM Aill SiaaMa" saa Sk e NS il gadl S 12
if any: -

iy

e‘.m .-4-1&- "JJ &ﬂ‘ qlﬁr Lye %90 O )aS\ -h.|uL$ . K

fiadll
3 1. Yes X 1| 3
0 2. No d 32| 0
If ‘No’, please specify “additional comments”, Ji "l Sdaa e saa Slliad e IS O galdl S 13
if any: SRy

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

Ty e o ool (1953 (il glh B £ 6 OAS O Lo

3 1. Yes E’ 1|3
0 2. No O w2 o
. " AL laa " Slload S WMUS Jhgadl S 1
If ‘No’, please specify "additional comments”, S M= - - ‘J y
. NSy
if any:

c. Were all/almost the entire staff wearing name

badges? Tty LS (G gy (phlh galt pBas / S S U8 S
3 1. Yes E’ 1 3
0 2. No [:] % 2 0

If ‘No’, please specify “the approximate
number of staff not wearing name badges:

Sl il pall g G0 saall ana AMlad e SUEY Golgadl S 1A
Taetanls S ey
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a. Was the area surrcunding the ATM and COM

R T L e T Y

éﬂ_,zs'-‘

(psn g il g 2L auﬁ'ﬂ‘,{‘ﬂ il peatll 3 3gal Suaadl ALl S O )

machines clean and presentable? ? il
3 1. Yes -E:I -1 3
0 2_No a W2 0
If ‘No’, please specify “Why / Describe how the S S oyt S5 2 2l e IS et S
area was unclean: RIS

b. Were the ATM and CDM machines functioning?

JRO R

Tl gD plaly AV il eall 3] SIS OA G

T

which the ATM / COM were not functioning
(and specify which machine, ATM ar COM}:

il peall e gt oaaag) Jas Y e

3 1. Yes | pi 1
0 2. No ] M2 0
if ‘No’, please specify “the time at which at et b K00 T 2 e dllad e EET ol gall SN

A0 Eiayly Y el
(gl g ) g N

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

TATM/CDM 4ikin A b it 5l 3080 s o

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

3 1 Yes E a1 3

o0 |2 No O M2

3 3. Not applicable O ShuY 3 ;3
If ‘No”, please specify “the time at which at A e ol g2 Z8 " saa Aliad e MUST lgaldl SIS
which the cooling was not functioning SERN RPN SV

T e F?"“mf{?‘*‘l N

...1- S S v T ea T P

J%d&q}ﬁgﬂﬂ‘ wilal) 1S

3 1. Yes

a1 3

) 2. No

282 Q

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

JMiailal Cllha M daa Sl e NS el SIS 1S
S % o) S ey

b. Did the branch possess sufficient lighting?

PAMS plaly £ A ALy A L

3 1. Yes

a1 3

0 2. No

w20 0

If 'No’, please specify “Additianal comments /
Describe how it was insufficient:

[Uigdiial Saa M dta b e T3S gadl S 1

_\__ILS‘_)Szlrju:ISu..a_’ll
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c. Did the customer have sufficient waiting space /
seating area?

€ gtadl 3o lie S dlS sao /ARSI M ot Jpaall DS OA S

3 1. Yes

i1 3

0 2. No

]

352 0

If ‘Ne’, please specify “Additional comments /
Describe how it was insufficient:

JMailel Shaabiat as Al e NS i gall 8000
T SPUNEY SR

" d. Did the customer find it easy to follaw the signage

within the interiors of the branch, indicating different
counters/ work stations?

i1y A A0 A gl pall SASAMIN L ey Ay (b S 1 p LRI 4
PP DU (L3N ) RECATHPE 4R L D R

3 1. Yes

ol 3

0 2. No

OR

¥.2 0

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

e gy fAilial i a" 232 Hlad e TNE" ol yadl RS NI
CE LGP .9




5.1 Greeting of Customer

+

ke Ny oy iR 5.1

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

Al adghs g AR Gl b adlfega 0 i 6 Ll

o e No greeting / acknowledgement E' S/ Y . 0
1 e  Greeted within 10 minutes of entering D [ et Jaae e 310 CME a2 e 1
2 e Greeted within 5 minutes of entering D et Rl 3B 5 YA e 21 e ‘ 2
3 + Immediately greeted on entering D | Jraad! lydc b na . 3

b. Did the staff either / or:

1) panly B gl 48 A o

a. Ask for the customer’'s name?

! ami e ]

b, Greet the customer by name?

Paast 83 as Jraady wn )y o

. Yes, the customer was greeted by name /

jh.-\\puﬂ.../ml_}‘htaj;nnﬂ;._.p_;ﬂ?iﬂw .

basis of his / her needs?

3 asked far his / her name I:I Lganst 3
0 *  No, the customer was not greeted by E o e oy /Al S0 e Jraaly capn il 00 p0 S e 0
name / asked for his or her name PR
Rk O il T gl s e SISy (ST (2B gl -
c. Did the staff ask, “How can | help you today?” l 3ok s ":J JL‘] "J; _;\:
and Probe the purpose of the customer’s visit? '
3 1. Yes, the staff did this K Ay il Ll 3
0 2. No, staff did not do this a A Gl gt 4y o 38 2 0
d. Was the Mystery Shopper redirected on the Tasalfdabial o sl Add §aulall 4o g el o Ja &

1. Yes, he /she was redirected on the

3 basis of his / her needs

e dal/adalaal (;)._lé....'\ 4 7 Baled 35 Gl e ] 3

2. [OR) The first staff member

oF randl ag ATl g3 W) il gl i (1) 2

the basis of his / her needs

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

0| R | O

3 e_nf:c:unterecll prob‘ed the nature of Baele ferely 5 sl At 3
visit and assister him / her
o 3. No, he /she was not redirected on

Lfalgal/allalial N g gill salel 3 J 436 3 0

T el s ki) 31 3 iyl (IS b

customer enquiry?

0 e No, the staff were not at al! courteous D JABYY e B ciligalt 8y Wl IS 0
*  Yes, the staff were quite / reasonably . . e - .o
43 ALl b ‘
1 courteous O B e Bl oyl oSl pes e 1
2 *  Yes, the staff were courteous E G by S A s e 2
3 *  Yes, the staff were very courteous D AL ek el gt SIS an W 3
b. Did the staff demonstrate “active listening” on SUpall fuadiidd " o) plial" Ciligalt 4Bl A a0

»  No, the staff did not demonstrate

ag] glial LAl gt +28
0 active listening O P8 it iy ol . 0
*  Yes, the staff listened quite / ; . PR . . -
Lyl 4] Ak, by B pd) | Al Al
1 reasonably actively D A e Al i B g e @ 1
2 e Yes, the staff listened actively E g Gl gal) ol o caal e 2
3 *  Yes, the staff listened very actively D Loy (o LG G gt ol 3T aad @ 3
7
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Did the staff appear confident?

Taahi e By Al e il gall gl o4 S

e No, the staff did not appear confident | [] daki (e Byl Je il gl IS e
*  Yes, the staff appeared quite / E e Sk A (3 By A I ial e a0
reasonably confident

e Yes, the staff appeared confident | sl S Byl e al gl e cans

* Yes, the staff appeared very confident D PP IR < TR P Ot VP B
d. . List the names of staff interacted e Ll il il a1
with: ., | ~

s Mr./ Ms. (:],T’LL)J,Q A |2Ak[ 11 PR AT B

e Mr. /[ Ms, 2 L/ laldll -

e Mr./Ms. 3| Ll Lol e

s Mr. /Ms. 4 I ALl il .




6.1 Staff Capability

Gl gad) 33 6.1

a. Did the staff frequently probe the nature of the

-
l

? )AL S [ i Slaliia) Aaph (8 el il pall B A

customer's needs?
3 | 1 Yes

ari 1 i 3

0 2. No

X2 o0

- If ‘No’, please specify your comments:
|

:‘L‘J il Al ;'._'sj JSEL
2! Teadd 3 !

b. Did the staff actively attempt to anticipate

ol lalial Fuia lad & slay i gl b 6 Lo

customer needs?
3 1. Yes K i1 3
0 | 2. No | 3% .2 0

If ‘No’, please specify your comments:

1Ll Ll o8 elay NS 1
2l ) rians 08 el !

c. Were the staff able to cater to the needs of the

dad T e b 539 G G a0 laplyial Al Cil galt Elh:.;.\ )

customer without seeking the help of a colleague? Toha i
3 1. Yes A pui 1 | 3
0 2. No | 3 2 0

If ‘No’, please specify your comments:

INT: IF the Answer Is YES, so the answer for Q
D should be Not Applicable

Al gy o8 ala NE" 1)

d. Were the staff able to answer all / most of the
questions posed?

Tia g phall Ll alies [0S 0 Ala¥) o gall pliicd 4 S

3 1. Yes E PYSE | 3
0 2. No | 38 2 0
3 3- Not Applicable Aelaiy Y 3 3

If ‘No’, please specify your comments:

i plady o sla ST 1Y

e. Ifthe staff were unaware of the answer to a
particular query / queries, did they politely “ask
you to wait while they double-checked with the
system / a colleague”?

Jb A Al foma Qg o LiaW) o 1500 il gall 08 8l 1) 1
a3 0 dal faldalll e 00 5 e AUl Jab e SUEEINIT iyl i it

3 1. Yes | i1 3
0 2. No O u 2 0
3 Naot Applicable X Gaaiy Y 3

If ‘No’, please specify your comments:

) Flady 88 s ST 13
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o PR A g TR o e o] L
a. Overall was the staff well-informed on Bank Cilatd 3 Slatiie; Allate Al HL-.P-‘ '-lEJ-J‘ sa O A ale J-'--I |
Dhofar’'s product and services? ¢ UE' diy
0 * Notatail informed D ALY e Slaglaa sl Gul e 0
e Wellinformed on at least a quarter / a iy il e T fan e B e . |
1 few of the products and services [___] 2 - & “F, o ""; ‘....; l 1
it i
discussed s [
2 e Welt informed on at least half of the O A A il ) et dheal e B e Ay e i 5
products and services discussed Bl !
e  Well informed on at least three- b e 81 g U A0 Y e ey e |
3 guarters or more of the products and E hyen 3
. . PR (u 4.3.1 \—IM]J
services discussed
b. List the details of the “main purpose of your visit” prkl) (A (5 s LaS) B 05N (i ) gl Ungie LY pudags o

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

"'M]Jummdu1ﬂﬂldwnukwlh_’dlr#&u@_’ (L.l
uh.:.d!o.nvl

INT: LIST THE CODE FROM SECTION B.

O k! D G 4GS 0 rialy

0 e Noknowledge at all D SLY! e Ay Y e 0
¢ Wellinformed on at least a quarter / a .
= 2N ladiddl ¢ } y L. | |
1 few of the products and services O 3 ol S N e “FW j?.]_:h “: * 1
discussed St
2 e Wellinformed on at least half of the D A1 il Chaadll y Ciadidl vdeal e JY1 L ales e 2
products and services discussed LeLiilia
e Wellinformed on at least three . : -
Diadiall - agi of gl ) A3 |
3 quarters or more of the products and E - e Ji‘;; “k "Lu * 3
. N Ll u H _JL‘.\;.!WJ
services discussed
¢. Did the staff attempt to “cross-sell” other products Glasd y Sladial " BLaY) &t G HUEl ) gonay i gall R
and services? t s al
0 e Nocross selling at all D MY e Sl anh Ll alidl e 0
1 e Cross-selling after a lot of prompting | [] Ol i oo S 3y ) Al Blaas g3 e 1
s (Cross-selling after a little / some
VUi by Al ' 4 k] 2
2 prompting E = On i ! cul i ¢
3 » Immediate cross-selling attempt D Jailt e eVl ol g e 3
d. Did the staff explain Why Bank Dhofar’s products

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

ALl gl B L el y Shalie 1l 7 ks ilB palt 03 6 &
ALl gl e & e " dgpanilt

3

1. Yes

a1 3

o

2. No

O/

B2 0

If ‘No’, please specify your comments:

B gy o8 ol 5"

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

Gl y Shadie S8 "ALIS Sl glaa’ ey Al glae cili gt 48 6 1
il all Gl Sl A b oL

INT: LIST THE CODE FROM SECTION 8.

D paadl] e el AJSE o8 12l

0 | * Noinformation at all D AN e Glagasy e 0
« Infarmation provided on at least a T o
daniaal o | | d .f'l ! .
1 quarter / a few of the products and O ’“:_“::":n‘ II&; I;’j ‘d_ 1
services discussed v
2 « [nformation provided on at least half D STl ATatall S gladl cial S 6 slaz e 2
of the products and services discussed WL a0 Al Siaadlly
s Information provided on at least three __M}M] e e El J e Ji'ﬂ u‘ il e
3 guarters ar more of the products and m it il y Slatics dladt 3
services discussed o
3 *  Not Applicable GuiyY e 3
f.  Information on relevant procedures, i) i3 Ky Ly haZiawall g o Zle] Yl Aliats e plas 2
documentation and follow-up method?
INT: LIST THE CODE FROM SECTION B. G ekl (a0 A o rtialy
0] * Noinformation at alt SoaYl e Slagaay e 0

s Information provided on at least a

Aalaiadlt e el Sa L;,,m\/a..,;us‘fld.n—.;wx »

1 quarter / a few of the products and D et sl L 1
services discussed e ? )
5 s Information pravided on at least half E Shatially Alidi il ghaall ciead BY e el e 2
of the products and services discussed Lgidilin o3 Al Sheaddly
+ information provided on at least three . el iyl g
“hea gladdl i b ol AE SR Uae |
3 quarters or more of the products and D Shasinall Ja 51 9 gl e doa) 3

services discussed

Wl 5l Silaad) y Siatially Adlatall

3 + _ Not Applicable

0 T

g
information so as te follow-up at the end of the visit?

Did the staff attempt to acquire more customer

38T o Gyl Qalaie 6T S gls K ad A sy iBgall o3 G F
% 1 e B Aasialy Al

3 1. ¥Yes

a1 3

0 2. No

s 2. 0

If ‘No’, please specify your comments:

RAVE

i gy 8 elp ST N

11
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7.1 Timeless st 71
a. Waiting time on entering the branch, before o Ot ) (i galt aa Jaladlh g o R (Jaha ie JUELY) Gy

dealing with the frontline staff:

2 Aaadl) adiga e/ ala) Jadld)

INT: SPECIFY TIME IN MINUTES:

T 1L 11| PR 1) RETERRL A

0 +  QOver 15 minutes D ‘ G815 e 8T e 0
1 e 5-10 minutes ] FL10-5 e 1
2 s 3-5 minutes E ! 3:5.3 e 2
3 ¢ Under 3 minutes D A B e B . 3
b. 0Oid the customer feel like the queuing system e . , A . )
¢ Jebs heall 8BS WD AL e et A
functioned properly? & e o B BT G Gl A G
0 . (;]tl;eumg system did not function at D ¥) e ams ¥ el i Y A 0
* Queuing system functioned, but it . . ) . gl L .
| galt oy —eal! Ly Llas ol
1 worked with a few impediments D il e 08l Juy ob S a e 1
¢ Queuing system functioned and it b Sy g U gy oy cial! 3 ALTY GRS e
2 A . O : 2
warked quite easily and efficiently Lo
3 *  Queuing system functioned and it D JSkyy A3 A oy Juty il 3 UETY) G ) e 3
worked very easily and efficiently Jud
e Not applicable B Sy e -
¢. Time taken for the “purpose of the customer’s visit Ae A Lo pll 36 a3l B A ik Gl Jal e 2331 QB gl O

to be fulfilled once reaching the counter:

-0 i 4]

INT: SPECIFY TIME IN MINUTES:

12

TR s 2 gl daa el
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H. Additional Comments on Visit 18kl Adladiall ALYl cila Thald 2
(If any): (= 1)

- ﬁf’\ogkv\c' QO @-»\\_YC.CL& L0« \f\ Ujkﬁw l’ﬁﬂuuhd,v \(\CQL\J.A_I

Coroloma~ Cema N Tellan, ()

End of the Survey - Thank you very much...
uLpJJsu Saday) g

G. TOTAI. Branch Score
(Total unwelghted branch score, summing all sectlons)
: _Area: ‘.-.v--Parameter*-
c Branch Presentation and Customer Facilities
(3] Greeting and Soft Skills of Staff
E Staff Capahility, Knowledge and Cross-Selling
F Timeless
¥ ) JUATIeo O TOTALSCORE| o % Tt b e
£ Al Bl £ paana £
© Jalall faanadoal) WA P gages - JJMMEW . o o gkl aSy gdll Julal | el
Ol il C gl g £ il e &
G gall D Mgea y il <
(A0 fall Ales g 4Gk aa y (i gall § 8 z
< gl r
. e e . 5 A'H.lﬂ? &Jﬂp
|
13
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