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PROJECT: Money

SHOPPER CODE DATA ENTRY EDITING SR. #
Name Number Name Number | Name Number
1A Ehab NERR
1 1 )
:J_).:ul\
- .
! | s B . SR
?5“ ul I _}:3—-' L_.:...n).‘..l.all L_:‘.a..‘.‘ ! JH‘ e
285 ot Y it A ~ j
A. Details of Visit 300 Jaualds -
Bank Dhofar D Bi-ges
Bank Muscat D ke A
N National Bank of Oman |:| el il gl Sl Ay b 53 S
1. Bank Visited
HSBC-O!B O HSBC-0I18 &
Bank Sohar K PR
Other Bank: HETLpE
2a. Branch Name S’M (H(bbw %1'_&_,) g il and 12
I/~
2b. Branch Area F:)[ g&fﬂﬁw ST,-CJ # il pige 22
3. Branch City Soladad a3
4. Branch Region Dhofah, a4
4
Day [ Month ] Year Asud | e l sl L3N a5
5. Date of Visit
3 | (o | 2013 | i
Hours | Minutes JEan | Slelud
6. Start Time of Visit —_ Pl cdy, 6
3 0% |
H i [TEN) Zle Loy
7. Total Duration of Ll Minutes 4 l = T
Visit 9\5’“ 3l 3 7
00 | I




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

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

Opening a Savings D
or Current Account
Saving Scheme D
Housing Loan D
‘ - M3 Rai Cpma i Bhaie ple il 2
Credit Cards B4 il Sy

= E——cer

Double your Salary o
] L

O] -

Youth & Student D Sy Ll
Account




41 w Customer Parking Instantly avallable for the

Yes

| O a1 I3
| x: Na rd w2
: : i. Specify: Vg ngbaﬂgi{ F}.u Cod! Can _la.Kl-/ 9\,\9,4 6 oaa b
; . Cars wWhacky o et én ub&ﬂ b ot odf . |
| : ii. Specify time taken to find parking: Lmin. ~ 4G iy a0 N
4.2_Entrance to Bullding _ o 3 I 4.2
a. Wasthe Entrance Clean? olidad Jaaal S )
3 1. Yes E a1 3
0 |2 No O 3.2 | o

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

IS S g A" 2aa olliad S ST gl S 1
ikl pd Jdodl

b. Was the Entrance Convenient?

Tomtie JALD 4S8 b

Was the

inconvenient:

3 1. Yes B3 1| 3
0 2. No O w2 o0
if ‘No’, please specify "Why” the entrance was Tt Jaaddl & o0 M daa TS gl &

branch premlses clean?
3 1. Yes i1 3
0 2. No 0O woal g

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

ClS " i g " s Ml e "HE il gadl S U
Aphi il
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FAA | Branding Matertal i % 5.0 L yuhy ]

——yTTs e
" 3'{:; 2 31_" ¢ i e

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

“.\!|_,,.L.'|J ,_!J.h..l vl g u.& A.L,Lu Slae [ Slkals .h_gg,_;l |

3 1. Yes

=1 3

: 0 2. No

OR

282 0

if any:

I if ‘No’, please specify “additional comments”,

S tadlia) Siaa e sia 2l e MUS" haall DS

==

. b. Pamphlets, Leaflets and Brochures on display? Bl il y St o e a3 N
i3 1. Yes m i 1 3
L 2. No O w2 o
{ If ‘No’, please specify “additional comments”, S Ml Slaa et saa el T (IS D galdl S 13
if any: da
c. Branding material up-to-date? Talida 4 k) Clokell b JA S
3 1. Yes | il 3
0 2. Ne O 2| o
If ‘No’, please specify “additional comments”, O MRl ikna Mt saa Al e MISY i gadl S
if any: Dy

."‘,ﬂ--.p..ar. e s

WA d bbb

a. Were employees present at over 30% of the branch

a‘."-’ ‘-4-51-‘- *‘.u &Jl-l q‘EJ" Cm %90 o Jaﬂ e 'l-‘- 0

desks and counters? Chaaill
3 1. Yes El a1 3
0 2. No O 2| o0
If ‘No’, please specify "additional comments”, O il Sldaa e saa Hliad e DS il pall S
if any: SWalay

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

Tt e el 990 OaB gl plia f S S A

if any:

3 1. ves E - 1 "
0 2. No D % 2 0
iy e ” DI FC AN, T i e "NET IS 1
if ‘No’, please specify "additional comments”, WA= S liad e AE g -}5 4
i g

c. Were all/almost the entire staff wearing name
badges?

Cabaenly S G ganity (o gl gl f S (4SO L

3 1. Yes

3|3

0 2. No

¥|O

282 0

If ‘No’, please specify “the approximate
numb r of staff not wearl g name badg

E'/u» 2o

Eds_ur Jb a

1 it pall A el 2aa AL e ST lpall S 1

ragibacls Sl LS ey Y




+ + +
(4.6 “TIATM and COMMathings 57 - i e dn 207t ph s P cp o MOBRTIEC on vk b K e PRy s 56
a. Was the area surrounding the ATM and CDM 1 Cpead g iuldy g 330 g\q‘i!‘, LAY i all 3] T G RS A
machines clean and presentable? 4 ? Bl
3 1. Yes X a1 |3
0 2. No M w2l 0

area was unclean:

If ‘Ng’, please specify “Why / Describe how the !

N

sSl_ﬂ }

P o

bl

GG Gyl e el

h. Were the ATM and COM machines functioning?

S5a5 g2l £y VT Ll jealt 3 jgal DA A Lo

3 1. Yes

i1 3

0 2. No

O

a8 .2 0

If ‘No’, please specify “the time at which at

B el 4.@_)5, A g SR e Hlad e NS el IS

D T e e

P e el I
a. Was the branch alr-candutmnmg fully functional
and sufficient?

A AR AT

- Al -

which the ATM / COM were not functioning S et Glaa g saa ) Jead Vgl platy LIV Gl el
{and specify which machine, ATM or COM): (gl glayt gl
¢. Was there sufficient cooling in the ATM/CDM area? *ATM/CDM 4dkais A 3o Gl g 3y 30 S8 06 o
3 1. Yes E ani 1 3
0 2. No | M2, g
3 3. Not applicable ] ey ¥ .3 ]
If ‘No’, please specify “the time at which at 4 Cam ol gA1 Z8 " saa Sllad e IS O gall RS Y
which the cooling was not functioning SR SAPNT. W

"1:-'."' -

’de&u‘}qwl“llm1uu&

3 1. Yes

a1 3

0 2. No

a2 0

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

/"_Llsn.-.ol RO Py

3 lal e S Ll yall S 1
:s'—.iLSJS._I‘aJ'-l_AS-_A_a_,!

b. Did the branch possess sufficient lighting?

S Splaaly £ R aialy A Lo

3 1, Yes

1 3

o 2. No

O

s .2 0

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

Fragiia) Slaahat sas Jlas e M US! wal gadt IS 13
S S ol RS sy




+ + +
c. Did the customer have sufficient waiting space / | fouslalt e (e cilS s [ AEIDY QIS s Jpall S A
seating area? . ‘
3 1. Yes El ! ae 1 ,I 3 !
T
0 2. No O X2 0

. Mgl Siaa i s Alad e U gl S
If ‘No’, please specify “Additional commen i - =
. P pecify onal comments / T AS K 2 S iy

|
Describe how it was insufficient: : i
\
|

1
d.' le:l tl:z c-usto.mer ﬁfncrl‘lt easy to fo:?w Fheds!ffnage Sy £ s i gin p) ST A g s o e Fikid o &
within the mterlors_o the branch, indicating different £ danlt oSal g (.__...‘u..l|1) i i ) 33
counters/ work stations?

3 1. Yes ﬂ 1| o3
O

0 2. No ¥.2 0

if No-, pliase .spemf\{ Adf;j.it.lonal comments / oyl gLl " sia Lk S NS il pall 1Y
Describe how it was insufficient: A s




Greeting of Customer

i3 ya 50 5,9

' a. Was the Mystery Shopper “promptly greeted / ‘ B AN L algda b A Feulddd S5 od alllfoaa 3 S 6
acknowledged” on entering the branch? ‘
0 T * No greeting / acknowledgement : g it/ oua 3Y e 0
f 1 . s Greeted within 10 minutes of entering 11 D el At WU 10 U a2 e 1
: 2 ' s Greeted within 5 minutes of entering ! D an! Jaae e M5 ClE I e 2
.3 I e Immediately greeted on entering | el gk peaa S e 3
} b. Did the staff either / or: * 1oAY sdals iB gl 4 e o
a. Ask for the customer's name? ¢ et and e
b. Greet the customer by name? fannd 83 ae bl )
3 * Yes, the customer was greeted by name / D At e e et 83 e oallycua Al Al il e 3
asked for his / her name Lgtat
0 . No, the customer was not greeted by E st e M aly A 83 ae el cua 1l o5 0N e 0
name / asked for his or her name Lganst
[ 51 Y A IO PR PR L PR SYRTF I SV - T >
c. Did the staff ask, “How can | halp you today?” o I e A ’:I 'JL'] ,1"1: L:
and Probe the purpose of the customer’s visit? ' 4
3 1. Yes, the staff did this O Sy il yall 28l e 3
0 2. No, staff did not do this X Ay iyl a8 2 0

d.
basis of his / her needs?

Was the Mystery Shopper redirected on the

TalialAialial e ol (AAl ] pudal

dpeiall aga i 23 &5 Ja &

1. Yes, he / she was redirected on the

Taldalfalalbgal I (3} el G3alel 25 a3 cand
3 basis of his / her needs O} atmliaiia ()l o sisie 5 80 o1 3
2. {(OR) The first staff member . e .
e el Bl A Y ik el il [l
3 encountered probed the nature of [:] bt = ,""ﬂ e (4 2 3
.. . . Lal.)cwfuxl_-)a)\._:_)ﬂh._q:n
visit and assister him / her
3. No, he /[ she was not redirected on
0 / & 0

the basis of hus / her needs

Leflalial/adlalial I aga gl alet 2 o oS 3

oAt WU LT

customer enquiry?

EA v, - A R T VLR
a. Were the staff cour‘teous on the customer making "Jd-l-n bableus 4-3135 ;_F -_;L-J-u-ﬂ A B B gall SIS
his / her enquiry?
0 * No, the staff were not at all courteous |:| L (R AR PULRS S I L 0
s  Yes, the staff were quite / reasonably . o us -
’ . d +t. | - . -

1 courteous O B [ e Ay eyl a3 ) cans @ 1

2 *  Yes, the staff were courteous m Gl ikl Kl i e 2

3 s Yes, the staff were very courteous D AR yad ekl AS Gl el 3
b. Did the staff demonstrate “active listening” on Thamdl il ' lal slivel! il gl 4B S @

*  No, the staff did not demonstrate . .

! ) plasal W) 19
0 active listening D i 1 o ol ¢ 0
1 e Yes, the staff listened quite / D Loyl B /AL pika 4 i yall b 23] 4 pnd 1

‘h‘j )h-l i L ]

reasonably actively P A g e A epad
2 *  Yes, the staff listened actively E Lplag! il pall ol 2] cxn3 @ 2
3 e Yes, the staff listened very actively D L1 O il B gull sl il caai @ 3

7
+ +
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—_—
la)

Did the staff appear confident?

Pkl e By 1 e LByl 40 06 D

T

e No, the staff did not appear confident |:| PP T A NS V- BTN, T
j e Yes, the staff appeared quite / re . 4 ae W e e
! e Sl Al Yy Al e i gl . .
F reasonably confident O el
f e Yos, the staff appeared confident E LU HIPRE P L B S V- PSS S
L s Yes, the staff appeared very confident [:] TP - T B A VS SUPL R
: d.. List the names of staff interacted - as a2kt gk e pas S5 S |
| with: ! ‘1
' i il oy oy
| o Mr/Ms. Sadhan |1 Ladjoad o |
*  Mr. [/ Ms, 1 2 Al Lalal . !
e Mr. [ Ms, 3 il atil .
e  Mr./Ms, 4 Al LaE .




+ +
6.1 Staff Capability Cullh galt 3 08 6.1:
a. Did the staff frequently probe the nature of the 080 Jilo a3l Glplial Anph 6 ekl il gal) o1 A L

customer's needs?

L3 L Yes X a1 3
|0 2. No 0, % 2 o
i if ‘No’, please specify your comments: ' i g el pla S
b. Did the staff actively attempt to anticipate €2 il Chaba)  Rudasd ke 2 ylans Cilh gt o a
customer needs? ) i
3 1 Yes X pui 1 3
0 2. No | M2 0
i ‘No’, please specify your comments: ) Al af Ela; (ST Y
¢. Were the staff able to cater to the needs of the ) 35 lee itk 9 e G Shaliad Gl uib padl pllded JA LD
customer without seeking the help of a colleague? R PR
3 1. Yes O i1 3
0 2. No X ¥ 2 0
If ‘No’, please specify your comments: A Flais o8 sla, SOST Y
INT: IF the Answer is YES, so the atlSwer for Q
D should be Not Applicable
d.  Were the staff able to answer all / most of the ) )
questions posed? fha g shall ALY e S 0 Al il pall plaiod b &
3 1. Yes E a1 3
0 2. No O ¥ 2 0
3 3- Not Applicable Guiy ¥ .3 3
If ‘N¢’, please specify your comments: ol iy A e S 1
e. Ifthe staff were unaware of the answer to a A ma il [ Jlges e Y1 e 50 Calh gall 0% a0 13
particular query / queries, did they palitely “ask a3l dal [l e 4555 pe U Syl Ga NI ouigts dlia ik
you to wait while they double-checked with the
system / a colleague”?
3 1 Yes E a1 3
0 2. No Il 32 0
3 Not Applicable Japlady Y 3
iIf ‘No’, please specify your comments: i rloaly o8 ala y M2E" 1)
9
+ +




Overall, was the staff well- mforrned on Bank

T e W"‘"‘e’.““’kw
ﬁd“"\z T A

il ddlale Alets Sle pine i gl d.ﬂu\.ﬁ& e d&.-.n |
Dhofar’s product and services? ‘ ‘ TN
0 + Not at all informed 1 D t A3EY! o Tiagaa eyl Gul e 0
o Wellinfarmed on at least a quarter / a | ; .
Sl g ladiadt e LR fay g bofe ol
1 few of the products and services ‘ D s o ol [ "ﬁ %?.Y:‘ ’“u ¢ 1
discussed i | a
2 i *« Wellinformed on at least half of the | E i A A Dy el dhal e BV e A e 2
products and services discussed ‘ ' atis,
* Wellinformed on at least three- . ot -
Zalidl e AS1 gl gL b ADE Y e ale: e
3 quarters gr more of the products and D LR 5 i) 3
services discussed

b. List the details of the “main purpose of your visit”
(as per SECTION B); rate the staff on the level of

“product / service knowledge” in this area:

kil A 5 LaS) 308 i i Alaia AaTY pda g b o
il y Slaiially gladall Ad el o e e Cpdh gall apdly ady O
+Aikid o3 8

INT: LIST THE CODE FROM SECTION B.

& )y S AQUS o8 1l

0 *  No knowledge at all D ALY e Mgy e o
¢ Wellinformed on at least a quarter / a
Slasad! L'u.&u‘ ] 1
1 few of the products and services D 2= o il fee e "BRIL:J; :i; ' 1
discussed #
N + Wellinformed on at least half of the @ £ A Dlasalty Slatial chesl e B e pla; e 5
products and services discussed Lyt
o Wellinformed on at least three -
&L_\.lldl;p_):ﬂ_.'lf_’u_)lﬁﬂﬂj‘ﬂgh# .
3 qual:ters c?r mere of the products and D Sl 5l lesdl 3
services discussed
c. Did the staff attempt to “cross-sell” other products Claad g Siadial ¥ ALY mll" o wLRY A glae; b gall 43 6 S
and services? LR
0 + No cross selling at all D ALY o Al sl Ll aib ol @ 0
1 s  Cross-selling after a lot of prompting D S Y e 5 Sl Ales pi e 1
¢ Cross-selling after a little / some . . . . )
b lkealdeatY Voams Al | Aalans 21
2 prompting m 7 o0 BNy lay) gl Dl i 0 2
3 » Immediate cross-selling attempt D ekl e eyl Al Wglaw Bl e 3
d. Did the staff explain Why Bank Dhofar's products

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

A LadY1 ol U G ledd g Cladia 13 7 gl vilh galt B Ja S
PLLBall & pidt e 45 Al

3 1. Yes E a1 3
0 2. No O ¥ 2, 0
If 'No’, please specify your comments: Wl s o ey "NET 1Y
10
+ +
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e. Did the staff attempt to provide “complete ‘ Giazh y Siatie (£ "ALLS il plea” itk Y W glaay il pull 23 a7
information” on Bank Dhofar's products and ‘ Talall Gla Syl ge Slib Ly
services, along with relevant literature?

INT: LIST THE COCE FROM SECTION B. O skl Cpa el L o dial

T . )
0 | ¢ Noinformation at all D AMeY o Slaglaay e |I 0
+ Infarmation provided on at least a il Syt e B fa, Y e el e
A Do T : ¢ s
1 quarter / a few of the products and O PSS AT e | 1
i . PERECIRVIFY ‘,_A.l ._'..n_‘.;..|J ‘_‘.L_-n..._.LLx |
: services discussed .
[ 2 e Information provided on at least half B Siatia® Al Dive pleal whead B S8 dae’ e i 7
of the products and services discussed LiaFioe 5 2 lacidy
¢ Information prowdf.;d:n at I:ast threde D g e S0 g iy LB I e L) @ \
3 quarters or more of the products an L3 1 sy Sialicds Al
services discussed
3 * Not Applicable GaasY 3
f.  Information on relevant procedures, fAluall Gl Anlial) 400 g CilaTieaall g (Dis] Yl Liiada e gina ¢
documentation and follow-up method?
INT: LIST THE CODE FROM SECTION B. O el G 3t UK a8 ialy
0 * Noinformation at all D SUEY! e Claglasy e a
. . lnformatuonfprow:ie;t on a;leastad D il e sl e AN Y e kel w \
quan:ter/.a ew of the products an LR 5 el cladialy
services discussed
2 e Information provided on at least half O Sl Gl Clagledlt cdial W o olbe] e 2
of the products and services discussed Leiiflia 3 il Silaadl
* Information provided on at least three E Cia gl e AS1 gl lof RO B e el o
3 guarters or more of the praoducts and Vi 0 il y St Ak 3
services discussed
3 s Not Applicable GulalyY e
B Did the staff attempt to acquire more customer Jal G s iy ARG ST e glae 4 aad A0 glaay i pal) o3 Ja
information so as to follow-up at the end of the visit? TEN A B Alaadl sl
3 1 Yes = a1 3
0 2. No O M2, 0
If '"No’, please specify your comments: il ALl B pla ) ST G

11
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7.1

Timeless

vl

+

7.1

a.

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

‘ o Or g gt Sudlh gl e Jaladl Gy op A Jads ae JURIY Syl
T Aadd Ay o [ kel baid

INT: SPECIFY TIME IN MINUTES: ‘

$ B i 28 gl Jaa tdialy

[

l
|
J
]
|
|
|

12

| l
I .
E 0 ¢  Over 15 minutes . W15 e S e 0
I H H
;1! s  5-10 minutes O, 3410-5 e 1
¥ + t 1 ?
. ) ! *  3-5minutes ‘ E‘ Fa:5-3 . 2 |
3 l e Under 3 minutes 4 R VEIRUIL APy T 3
b. Did :r)e customer feel like the queuing system : ' 5 Gamg il (B LB U g o) A A
functioned properly? i
0 . ;Teumg system did not function at D Y e oy ¥ il i LTV A 0
s Queuing system functioned, but it i . e . s et s
| gmdd —ieall DY )
1 worked with a few impediments B} 3 om0 oy sl 4 iy iy !
) e Queuing system functioned and it 0] Jud Sy A pgass Joy —iiall 3 paTY! i e )
worked quite easily and efficiently Lo da N
3 * Queuing system functioned and it ] JO g Al Al gy Jaty all 3 LT A e 3
worked very easily and efficiently Jiad
_ * Not applicable D Smb Y . -
c. Time taken for the “purpose of the customer’s visit &8 ga J dpen gl 30 Gl 30 b ApD" Sal e 83N S
to be fulfilled once reaching the counter: bl PRt
INT: SPECIFY TIME IN MINUTES: ’(7 %+ TV JURSERILY I\ ETPAR LN




+ + +
H. Additional Comments on Visit 15l Allaial) AdLaY) Cila ikl S
(If any): oy )

End of the Survey - Thank you very much....
Suda )82 = GLauN 4y

‘ TOTAL Brach Scr 7
(Total unweighted branch score, surmming all sections):

R R AT i SR ary (R

. o A
e L I s T A P

" . Section PmmrUnderEuluaﬁon

'I'atal Points Scond in thls . Total PolntsAlloated !

Area: 1" Pparameter
C Branch Presentation and Customer Facilities
() Greeting and Soft Skills of Staff
E Staff Capability, Knowledge and Cross-Selling
F Timeless

. ToTALSCORE |

gl Bl £ gara  F

Jalall Aaaid) WADN § gaqr . ,,..:n,m.....um:ngw a_GA) oy o308 Ldalt o)
Crga ) Aadiall Cg y p AN apic o
(o gal) S g g g S =
ALY Al Glas g A8 ey (ki gl 3 a0 z
< g r
r o ; 3 & Solkil) £ gapes
13
+ +






