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PROIJECT: Money

SHOPPER CODE DATA ENTRY i EDITING 5 — =]
Name Number | Name | Mumber | Name |
g pouall
e : ; S 1 Ciaglaall JLaa Sl e
L 5 i f N o a3 —
- ‘ ¥ T ‘
HEEERE L | |
A, Details of Visit 300 Jaalds -
Bank Dhofar m Dkl 2y
Bank Muscat ] S Y
National Bank of Oman O DL U eI G g3 S g
1. Bank Visited
HSBC-OIB O HSBC-0OIB L
Bank Sohar D D 3l
Other Bank: sy
23. Branch Name p o) g il al 12
2b. Branch Area Q« S5 £ ol gige 22
3. Branch City }_{}M inadl 3
4. Branch Region -Hb\/o UL"' _CQ\,\,[‘CV il 4
Day | Month |  Year T [ s a5
5. Date of Visit
AA1 1 | Loi3 | I
Hours | Minutes RN | She L
6.  Start Time of Visit gzl 6
(o {0
H Minut idal) “Ae Lalt
7. Total Duration of v e 4 ~ ) Gaa 7
Visit Co | 16 l M .
1
+ +




Opening a Savings
or Current Account
Saving S5cheme
General Enquiry relating to a
specific Product, Service ar-oan
and/or Facility Educational Loan
INT: SELECT AS RELEVANT AND/OR -
SPECIFY DETAILS OF Credit Cards

Double your Salary
Offer

Youth & Student
Account
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O
O
O
O
O
O
O
O




4.1 Was Customer Parking Instantly available fortbe

Mystery Shopper? TagD o §jbne L ge AR gl 2y 0 401
3 1. Yes n i1 | 3
2. No 4 ! 38 2 |
i, specify: _{-hadi y_\a Ulia | :e,ﬂ CV\J— LLCLL::J o
ii. Specify time taken to find parking:_g_rnin. T i ya 2t a0 TN e
4.2 Entrance to Bullding orirall N Juih 4.2
a. Was the Entrance Clean? Tkl Jaaad S8 O
3 |1 Yes | i1 3
0 2. No O u 2 0
If ‘No', specify “Why / Describe how” the S AS oyl A 22 Hliab e "UET gl 8N
entrance was unclean: rauday e Jaal
b. Was the Entrance Convenient? Tasida Jhaall CAS 04 o
3 1. Yes | il 3
0 2. No | 2| 0
If ‘No’, please specify "Why” the entrance was

inconvenient;

T 0 Sl T TG

T
IS WY TRTTIETON s o)

}'1

Tl sl 06 J U0 a6 NS gl S

A LB g T AN

LR £l
Was the hranch premises clean? s o i fee ULs Ja
3 1. Yes = a1 3
0 2. No O 22! g
f ’ . a h . '
If 'No’, plo_aase specify “why / Describe how S A it /15 22 L e TS gl 48
the premises was unclean: R
Al i llall
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447 Branding Material

e e ,I-'-u-"-, ‘.'-- ?“ e xl ﬂ__ll ’_ rv)

Sy

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

".m_,m‘,u'. aa) .u'l_p'ﬂub \L‘h.\HLl:‘.GI Gilhealy s g O

3 1. Yes K | i 1| 3
0 2. No '3 M2 0
| If ‘No’, please specify “additional comments”, } il et e ot e MUUEY el A1)
1 if any: i Ciay
i |
|
b. Pamphlets, Leaflets and Brochures on display? St Sl g S e je a5 A e
3 1. Yes m PELRR 3
0 2. No D a8 2 0
If 'No’, please specify “additional comments”, o MAlial Silaa Nt ana Siliad e MUSY el SIS
if any: TP
c Branding material up-to-date? Sl & el laokall e A
3 1. Yes X i1 3
0 2. No 'l w2| o
If ‘No’, please specify “additional comments”, o Al Claa Mt saa Slad e ST Sl gall IS 1S
if any: =

DY OF SN

R

s oa T L

"iﬂ‘"i
..i’e)rt‘ AT

professionally dressed?

a. Were employees present at over 90% of the branch ei,., ,pil.i.- p\ﬁ, £ AN LAB ya Ja %GO a8 .m_,., o dn \
desks and counters? CaLadll
3 1. Yes D a1 3
0 2. No K 2| 0

If ‘No’, please specify “additional comments”, O "l Slaa T 2aa Alad e SUUET ol gaedt 18
if apy: . L)
EfE.A\_N(_uQ_,gjgh A AL (}AJ(LJWL (AR, q ('i.ﬂtu‘(zv
b. Were all / almost all of the staff neatly and

Tt e el G980y OB gl i f IS S 4

if any:

3 1. Yes X i l| 3
0 2. No O w2 0
. — 1Al ol N Vond - u "t '
If ‘No’, please specify “additional comments”, <t Al St s 2 e ST et “_ls -
Taim g

c. Were all/almost the entire staff wearing name

atrlands LS o galny gl gald plima /U8 S A

]

badges?

3 1. Yes E il | 3
0 2. No O ¥2| 0
If ‘No’, please specify “the approximate el akla pall A saadl daa Slld e PUST il gall DS 13
number of staff not wearing name badges: el LS Y gei Y
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4.6 AT and COM machines” s, 30 xi-_ (RA00r, | moaa] -2 B o F0ke g OBls & el 48,

a. Was the area surrounding the ATM and COM

Cpany il g1 BTNy N1l ) 3342t Byl Sl S A )

machines clean and presentable? £ gaall
3 1 Yes ﬂ a1 3
0 2. No O W2, o
If ‘No’, please specify “Why / Describe how the SRS ey 1 e el e ST ) S *
area was unclean: i O WL RS Py |

b. Were the ATM and CDM machines functioning?

Sl gakall £ 1Yy I LBl eall 53l Sl Ja o

3 1. Yes

pei 1 3

0 2. No

D&

us 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):

a_)...:d i KAl ]-_;!_,H".u:u_".‘..a.!w T LU PPN U LK
._l|_)...m| ;)q..?. ‘,;} .)_1._,) las Y ‘J.l_; &L\._) _,"..'\}' ! ,..a.."l
;(_-g.iﬂl &\.13‘;” Ky ‘rl‘[‘l

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

TATM/COM 4ikis 3 30 caSall g 35,00 0AS Ja

a. Was the branch aur-condltlomng fully fnctlonal
and sufficient?

3 1 Yes |:| pai 3

0 |2 No m W2

3 3. Not applicable E Sl 3 3
If ‘No’, please specify “the time at which at A8 Sy ol g3 280 ana SLsd e MUST gl SIS 13
which the cooling was not functioning s J—-—e u_—‘-J‘

el T LT D L X et s et e R LI :
:-;»:»5‘-«-':: i ¥ Y -Jl.uev-fr'gmvvm' | e T I AT W g

°J$de&~&aaqa|mluﬂ‘uudl1

Describe how it was insufficient:

3 1. Yes X 1| 3
0 2. No H w2 0
If ‘No’, please specify “Additional comments / FUORl) e s Al e ST el S

RS s ) S il

b. Did the branch possess sufficient lighting?

IS Gplaly £ il gl g Lo

3 1. Yes

a1 3

Q 2. No

0|54

a2 0

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

fMGilet Dl aia el e MUEY i all S0
S S o S iy
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c.

Did the customer have sufficient waiting space /
seating area?

Toaplall o lha Jpa S 220 f UAST AN daliis Jreall 08 A S

N |

1. Yes

A

3

0

2. No

OxX

ns_2i

0

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

R R VO AN T N RIS
S % A S cieay |
|

T

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

ARSI TEEW JURULT D WL FYIy I JUT VR I 20 g T

Tl (Sl y (OLSal) Wl SIS il ) A S

3 1. Yes K 1|3
0 2. No O vy2| o
If ‘No’, please specify “Additional comments / peoyl fiiln] iAa3l tia Sl PNES el S 1
Describe how it was insufficient: A= il -usLS J&:u‘s
&
+ +
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5.1 Greeting of Customer . Sy waa sl 5.1
a. Was the Mystery Shopper “promptly greeted / ‘ U VR JFE U PR R U N P
acknowledged” on entering the branch?

1 (4] « No greeting / acknowledgement | B et cma Y e ' a
i 1 s Greeted within 10 minutes of entering | D Seans Jgal e KR IDTA i I e 1
’ T
' 2 ! s Greeted within 5 minutes of entering D | ! JaA e A5 N cua D e 2
3 *» Immediately greeted on entering ! D ranlt b oy sa D e 3
b. Did the staff either / or: TOn Y] gdaly i gall a3 A
a. Ask forthe customer's name? el ad e L
b. Greet the customer by name? St 83 aa Daelh a2
3 *»  Yes, the customer was greeted by name / D S op S fant 85 ma paally ca B i e 3
asked for his / her name [P
0 +  No, the customer was not greeted by E‘ fa! e Sl aly / 4and Siae Laallycpa G Wl 38 e 0
name / asked for his or her name Lgand )
Lk R peaiied g M0 gl e lias A0 ci€" il ) D
c. Did the staff ask, “How can | help you today?” - 4 el e A uh"‘: JL“,;": ;
and Probe the purpose of the customer’s visit? i
3 1. Yes, the staff did this )= Ay il gl A8 s i 3
0 2. No, staff did not do this O Sl il W8 2 0
d. Was the Mystery Shopper redirected on the TElabhalfidalial o sl Al faaddl dpa g 380 50 JA &
hasis of his / her needs?
1. Yes, he / she wasredirected on the
T dalfadaldal Az .
3 basis of his / her needs D Wi fialfalalal A (el 4 i S0et 5 00 el 1 3
2. (OR) The first staff member .
P LI PRV IO TRV V- I O
3 encountered probed the nature of D Rt L‘f;,“";ﬂ;,’“’fh 93 .(,") 2 3
visit and assister him / her - JESESTE
3.  No, he / she was not redirected on
Talginl /A lsial N A sl Xy o .
0 the basis of hus/her needs MlaialaSalial f an 5l Ba 3 o0 0363 0
L _— T

ﬂ.‘(\'i?ﬂ'”‘ "i" ~u ‘F '39’ .

TN

A Y Ak

A,thl

i mL.....«.,.,s‘,c > Joraiioad ,u@.&,ﬂsu@

a. Were the staff courteous an the customer maklng

his / her enquiry?
0 * No, the staff were not at all courteous D S el caB g 5 0 28 . 0
*  Yes, the staff were quite / reasonably ey o s e e e
1 courtecus D [ETES fﬂ‘,al.n QL_LL_l ~_A.n_,....\ J]:._. A gt . 1
2 ¢ Yes, the staff were courteous m S bl Sl as e 2
3 * Yes, the staff were very courteous [:l ALY yak byl S i e 3
b. Did the staff demonstrate “active listening” on Thpandl Jluailea "' o) plieal" B gall g8} b o
customer enquiry?
s No, the staff did not demonstrate . .
el s ) ‘3
0 active listening D w2 Bhaalh 4By pl 35 e 0
e Yes, the staff listened quite / . . . e .
1 4l a3,y b, 2 1l ¢ ani
1 reasonably actively O Ll B A g Bl sl ol o 1
2 s Yes, the staff listened actively E Lolag! il galt gl 23] a0 @ 2
3 s Yegs, the staff listened very actively D a1 e A8 it al S and @ 3
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c. Did the staff appear confident? Ty Cpa By AS) 2 LB gall gl A D
| e No, the staff did not appear confident | [] A (Bl AT fe il gl gl S e
[ e Yes, the staff appeared quite / .
! Gl SN Adl e Bl A, 8 Ll gl g caal
! reasonably confident O ’ OB E sl g e e
| | *  Yes, the staff appeared confident | E\ Al fa BTl e il gl e e
| e Yes, the staff appeared very confident | O Akl e Ll By A e ibgall b caxd W
d. List the names of staff interacted ' . et e e s
1 ith ‘ T Dlaial il Cukd sl pladd 53 S
with: . N
o Mr/Ms. Ulmdve 0Ll e -C"‘-( Lo Lad e
o Mr./Ms. 2 (J i/ led e
s Mr./Ms, 3 FERET I PR .
e  Mr. /Ms. 4 lodl Ladl e
8




+ + +
3 % _ 1
6.1 Staff Capabliity (B galt 300 6.1
a. Did the staff frequently probe the nature of the | T oS OS5 Sabial dad 8 il o gat a8 A L
. customer's needs? :
{ T
| 3 1. Yes O] 1 3
i i T
o 2 Ne & ! %8 2 0
. If ‘No’, plea'se specify your camments: : ; Py e ek pla ST D |
Z “T Shee QUF'L}L
1 i !
| !
b. Did the staff actively attempt to anticipate St ciala) Fubey Aad AL glaas Cili galt A
customer needs? F
3 1. Yes E a1 3
0 2. No O U 2 0
If ‘No’, please specify your comments: 3l ey 4 Sl ST
€. Were the staff able to cater to the needs of the ) 30 baa lb 3 G Gl Shathal Al cilh galt pllind S o
customer without seeking the help of a colleague? o2 300
3 1. Yes K] pai 1 3
0 2. No | uE 2 0
If ‘No’, please specify your comments: P oy ad fla ) MUIST
INT: IF the Answer Is YES , so the answer for Q
0 should be Not Applicable
d. Were the staff able to answer all / most of the i )
questions posed? Tha p plaall ALl adin [0S 06 Al i palt pllilad A S
3 1. Yes %) axi 1 3
0 2. No (| M 2 0
3 3- Not Applicable Sy ¥ 3 3
If ‘No’, please specify your comments: 2l midady o ela  "US" L
e. If the staff were unaware of the answer to a Jh A Al fogma Nige e QY1 e 1008 GiB gall oS a1 V)
particular query / queries, did they politely “ask el dab [l e A0 5 pe 20 Jai e URIYI" iyl i oilb
you to wait while they double-checked with the
system / a colleague”?
3 1. Yes O a1 3
0 2. No O %2 0
3 Not Applicable X Skl Y 3
If ‘No’, please specify your comments: il il A ke NS
9
+ +
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Overall, was the staff well-mformed on Bank

uthul.Luuun.uMuL-ws_lh_yd\ ,_;AShlS‘_A e Jsda )

Dhofar’s product and services? ° il a5,
0 e Notatallinformed O SULY Ll Slagadpd ol e 0
o Well informed on at least a quarter f a | » b e i 5
-.._:\.9.11. \-IM -
1 few of the products and services ; D | 4 - & "F, ,.‘_, "L (..-_1 1
] -‘-H’-‘ -
L discussed : : &
2 i ¢ Wellinformed on at least haif of the | E ' £ 8 ardlly Satidl dieal e Y el e 2
' -
products and services discussed ' : it i
« Wellinformed on at least three- ' ;
L ) g gl A B e e
3 | quarters or more of the products and | [_J = Sk E':'. il o * 3
) . [Pk a r' Sz y
services discussed |
b. List the details of the “main purpose of your visit” pll A g g L8] "B i bt Aeahe A3 peli gy o

{as per SECTION B); rate the staff on the level of

“product / service knowledge” in this area:

"'M1JM'LIJ!&MI\Q}J1 JJ.h.u"ub L_u.ih_,d'lwiﬁ._n‘é_,!(é
;:&h.'udll-'\lqi

INT: LIST THE CODE FROM SECTION B.

S e}y a1 GG B Sty

0 ¢ No knowledge at all O e Ll Jayy e 0
¢  Well informed on at least a quarter / a "
il \._JLA._L‘.H \ |
1 few of the products and services D — o il fa 2 ._‘i‘:' o 1
; il o5 Al
discussed
5 s  Wellinformed on at least half of the ] A hadall y hadiall vheal te Y1 e pley e 2
products and services discussed Liiiia
*  Well informed on at least three C o . -
Slaliadl e JhSE gl plhASNE B A
3 quarters or more of the products and E = S E [ J;‘I “’L "l” * 3
. . +u! (‘-‘ 4_1..'[ ._|u_\;_]|J
services discussed
¢. Did the staff attempt to “cross-sell” other products Ciati g Shadial " HaY Al G il Alglag B gall 23 Ja S
and services? PR
0 * Nocross selling at all D LY e Ay all Al dill e 0
1 s  Cross-selling after a lot of prompting E Sl G e gl ey Sl ol Ldaxy pE e 1
* Cross-selling after a little / some .. . . .
2 ey ) ey iy sl dalesy A3 2
2 prompting O = 1 e G ey Yl adl Glany o6
3 + Immediate cross-selling attempt D Jeilt o SLnY) el Alglaa Wi e 3
d. Did the staff explain Why Bank Dhofar’s products

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

AL Lpal L ol Slasd y Ciladie 10 2 ks B st o Ja S
ALt & i) a5 e A gl

3

1. Yes

a1 3

0

2. No

Bd| ]

a2 0

if ‘N¢’, please specify your comments:

T s b sl ST

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

Sladd g Sihpiie 6 " ALAS e i’ il Y A glacey il pall o3 4 7 |

falall i3 sl aa b iy

INT: LIST THE CODE FROM SECTION 8.

CPW-URERUE UL SRy

i

i

C ! *  Noinformation at all ! D | ShaYl o Siapaed e 0
! * Infarmation provided on at least a : i AT e gd e Y fas ) e ol
! dasa v [ o peahes i 3 e—al
1 | quarter / a few of the products and D : e ‘J‘ T “‘"_Jj "L o * '
services discussed | : T T T '
) | s Information provided cn at least half | D i ARl paal! chead BV 8 floc! e 1 2
of the products and servicas discussed Wi 4 Slenidty
* [nformation provided on at least three ! o - ..
! Thagadll e A1 gl gl AE B e clae
3 quarters or more of the products and E ’Lf:‘}s ‘,’.. i:"\. Y Us ‘f&m‘ * 3
‘ services discussed ot I
3 | e NotApplicable Gaals Y e 3
f. Information on relevant procedures, falall 23 Aayliall A4R0 g GlaTieeall y (Sle) ATy Alials Gl giae 7
documentation and follow-up method? ‘
INT: LIST THE CODE FROM SECTION B. W LI PR L A daly
0 * Noinformation at all I 'l SUEY! e Cilaylasy  w 0
s Infarmation provided on at least a cay ot .
Glall S gl e B fag; S e lhac! e
1 quarter / a few of the products and D g e - 1
[PEA kW (D PRGNS P )
services discussed St A
2 * Information provided on at least half D Siatially Bl Che el cdead WY1 e sllac! e 2
of the products and services discussed [P KPR g LR U U
e Information provided on at Jeast three | —l - .
i il I o gl al @ iy
3 quarters or more of the products and E e S{:‘Ps JItJ X :? “f“ o ’ 3
services discussed & AT
3 & Not Applicable AT
g Did the staff attempt to acquire more customer Jab o Gl ddinda €1 Cileglas 4b aal & glaay il palt 03 6 F
informatian so as to follow-up at the end of the visit? ol 3 A A Al WL
3 1. Yes ' a1, 3
0 2. No iV M2 0

If ‘Np', please specify your comments:
N 4
M@L@@L‘_ﬂ‘hm

" i gy g el ST 1Y
AM { A~ 1

Gossp s

11
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7.1 Timeless o i 7.1
| 3. Waiting time on entering the branch, before : L A omsaaadl B gl a Gt LAy e il (A JUEIYT iy
i dealing with the frontline staff: T | 2 Al A ga Jo /i) ladl)
i
i INT: SPECIFY TIME IN MINUTES: ' T R Gaa D8 g e daly
o . I \ - - et

0 *  Qver 15 minutes ! D \ G815 e % e 0
1 o 5-10 minutes 'O 3105 . 1
I
2 e 3-Sminutes i B | 53 e 2
: T
!l 3 * Under 3 minutes E ‘ HI S e B e 3
. b.  Did the customer feel like the queuing system o . P - .
: ¢ L wdualt ABEMNY allad o 5
i functioned properly? Gea Sy Jony o SE plBE Lo G e A
g 0 . glltl.ueumg system did not function at D Y1 e Samy ¥ sl 3 Y i 0
!
i 1 ¢ Queuing system functioned, but it o et sl 5 s s
| worked with a few impediments D ] my g 89 Jany oSN AR . 1
- e Queuing system functioned and it E Juad S ¢ A1 gy Jamy eall 3 DY WG ) e 2
’ worked quite easily and efficiently aa A
3 ¢ Queuing system functioned and it ] JSEs g S A gy Jaky ) A LY G e 3
worked very easily and efficiently Jlad
s Not applicable D ey Y e -

c. Time taken for the “purpose of the customer’s visit B g A dpa gl 3o a3 54 ok Al Jal e diS Gyl S

to be fulfilled once reaching the counter: oM daadl)

INT: SPECIFY TIME IN MINUTES: g :JJ&;H s i g 3aa sdialy
7
™ e
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H. Additional Comments on Visit 19t Adladal) ASLGYH Gla saalt .3
(If any): (S J)

P(\SL)’I;QLL Qa\k_ﬁwj \oTJ

]

&5y '-_.‘;

e

End of the Survey Thank you very much....
W 88 = oliud Ayl
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e T it g R WV, o

swr ¥ -
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G. TOTAL Branch Score
(Total unwenghted branch score, summing all sectians):
Sectlon P ” ' Eval : SRR TotalPolntsScnred.inthls _Total?oiqtssﬂoatedl
S : - - Area; - Parameter
c Branch Presentation and Customer Facilities
D Greeting and Soft Skills of Staff
E Staff Capability, Knowledge and Cross-Selling
F Timeless
oA 7 TOTALSCORE -
£ Al blid £ gana £z
(r‘“""m JS&A; ;F)Inm_)aj‘; _)_‘:LLI.J] tyn..n)
alall fanalll WA p gape J|'i-'\.1,......1:.l.v.m,c_,,.«,.. - o Afh) o3y N Julall T T il
Gt Aadhalt Sl @ A pys <
Gl gl 2 gy a3 <
ADY! Ay 48y b gul) o z
b gl e
L, | e
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