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4\0|7 PROJECT: Money
SHOPPER CODE DATA ENTRY EDITING , SR. #
Name Number Name Number | Name Number
I
3% (xenge— | e ‘
| E . i
:;MI
POy \ SN B . S
Ll st t—:ul_,.t.a.h JL‘L."l L.:J"Ml BLE
A4 =i N a1 A pati
A. Details of Visit 3138 s -
Bank Dhofar A Jhids Ay
Bank Muscat D L d
N National Bank of Oman D itaali il ol LI A a3l Sl 1
1. Bank Visited
HSBC-0IB 0O HSBC-OIB <
Bank Schar O s ol
Other Bank: AR
2a. Branch Name &A &a g oAl 12
2b. Branch Area @\A g,_LJ Eoill alga 2
3, Branch City [%;,] gul Ayl 3
4. Branch Region i)aKh “‘{G\ Glasd) 4
Day | Month | vear ddh ] gl pasdl oM g 5
5. Date of Visit
3 e 223 | |
Hours | Minutes bl | Slo Ly
6. Start Time of Visit Bl ody B
1) 0o
j FERY) e !
7. Total Duration of Hours Minutes F = I
Visit OO0 | 2o Bkl B 7
1
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Opening 3 Savings
or Current Account
Savmg Scheme

Housing Loan
General Enquiry relating to a
specific Product, Service
and/or Facility Educational Loan :
INT: SELECT AS RELEVANT AND/OR _ Laai)
SPECIFY DETAILS OF Credit Cards :
PRODUCT/SERVICE

Car Loan

Personal Loan

Double your Salary D

Offer
Youth & Student
Account




4.1 Was Customer Parking Imtantlv avallable for the .

SE RTINS PRI IOV Y R

{ Mystery Shopper? |
{3 1. Yes ﬂ \ a1 3
| 2. No 0 3 .2 !
: i. Specify: | casa
i | . i
\
|
ii. Specify tirme taken to find parking: min, i YY) 8 g Sa¥ a0 Sl 2 2
4.2 Entrance to Building * - il (B Joddll 4.2
3. Was the Entrance Clean? flubi Jaad 48 s )
31 |1 Yes 9| et 1 3
0 2. No O ¥ 2 0
If 'No’, specify “Why / Describe how” the LN R YR I AR S SUPR 'L L N | S L K
entrance was unclean: ruhi e Jaol

b. Was the Entrance Convenient?

Plposlin Jaaadl (A5 J Low

1. Yes

a1

3

2. No

0| &

a2

0

Wasthe

branch premlses clean?

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

i Sl 8 o "I s2a 0 IS gl ST

3 1. Yes ™ 1] 3
0 2. No O 2| 0
If ‘No’, plfease specify “Why / Describe how 1S M iyl /I am SLih e TS gl S 1
the premises was unclean: P
ki e bl
3
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{44 -Branding Myterlab v ;3 oy v Ry P v R

SRR

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

1

3yl y Gt il WY e 400 Sl [ Slieale 3395 A LI

|

| .

3 1. Yes 1 m a1 3
| ] ”

L0 2. No C O w2 0
If ‘No’, please specify “additional comments”, ‘ S Silaaiat saa Slld e ST Ll el SIS0

! if any: i )

b. Pamphlets, Leaflets and Brochures on display?

T 2y S e g O

MV Lgr e amTael R pITT TN Tens -

Lo .

a. Were employees present at over 90% of the

[

branch

T T

3 1. Yes ﬁ it 3
0 2. No O w2| o
If ‘No’, please specify "additional comments”, O Al Slaa " saa Aliad e MUST el 1S
if any: iy
c. Branding material up-to-date? fAla &y el clalad) lge J4
3 1. Yes ! i1 3
0 2. No O W2l 0
If ‘No’, please specify “additional cormments”, O Mgl Slaaiat sia el e MHEY Gl galdl S M
if any: D]

A e B e * v - R

Sy 435 133 £ e n B0 e 9

S ol

a2l gy oS Ja

desks and counters? Ciasid
3 1. Yes 1 pai1| 3
0 2. No [ %2 o0
If ‘No’, please specify "additional comments”, O eiadlal et saa Alad e MOET el S 1D
if any: sy
C )O.«\SQC blg =y S Q!E.akﬂ g}mé ﬁ\hQ_
yanader Weson hed Aol 400 -
b. Were all / almost all of the staff neatly and e . . ore
? P : : ! A
professionally dressed? 9 i e gty Culigall pBme / IS GS b
3 1. Yes Bd 1| 3
0 2. No O w2l 0
i ‘u" - 1 :_.I‘\:"n;‘ n ” .. ‘II " — - .
If ‘N¢’, please specify “additional comments”, I e e AT gt :Jl:b"'
if any: R
c. Were all/almost the entire staff wearing name g 15 gty ok pall ol f S 04 A 5
badges? A
3 1. Yes D a1 3
0 2. No 4 262 0
If ‘No’, please specify “the approximate Cpal Sl pall o TN nalh ane Sld e MK il gadl 4SS
number of staff not wearing ngme badges; , . s Sl S e ¥
AJowl te S e FE ) L ;
U |
b a3
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a. Was the area surroundmg the ATM and CDM

e g

u.n._,..l,ﬁahg.ud\&\.\,‘ﬂ_,,‘,ﬂ1ub.d| bx.ﬂ .hn..ul_;l.‘u..l LS._,‘ |

machines clean and presentable? * gl
3 1. Yes E i 1 3
0 2. No D 2| o
If ‘Ng’, please specify “Why / Describe how the UK K Cay [AA 1m ok e ST el S8 1Y
area was unciean: ERRETR

I
!
\
|
\
|

b. Were the ATM and CDM machines functicning?

Thaad G2l £y N b el 5 gt SRS A

3 1. Yes

a1

3

Q 2. No

DE

a8 2

o

If ‘No’, please specify “the time at which at
which the ATM / CDM were not functioning
(and specify which machine, ATM or CDOM}:

e_)q_-ﬂ u._)Sa'x] 2 il s s e (S gt A8 1Y
u..l‘)-da‘ AJL’..\ .}“ M,)WYQLIE'.\EY\J \-':Y\ \_.l!_)...a.l
(( gl gl g 9_]‘1'!

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

TATM/COM <Gkia 3 3 chfal ¢ 300 0 b S

AT Y Xy x
RS P S

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

o

T T

,:w‘ NR oy M D00yt

3 |1 Yes O L

0o |z No O X2 4

3 3. Not applicable g Gy ¥ 3| 3
If ‘No’, please specify “the time at which at A a0 m I sae Al e ST G padt S 1)
which the cacling was not functioning SIS

3 1. Yes

ae 1

0] 2. No

a8 2

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

el i S aa Al e ST il gadt S 13
R R

b. Did the branch possess sufficient lighting?

AL Bolubly £ AN Aldy A

3 1 Yes A m1| 3
0 2. No O 62| 0
If ‘No’, please specify “Additional comments / [ Siaa e na Al e MOSY el IS 1
Describe how it was insufficient: 1S O Wl S iyl
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¢. Did the customer have sufficient waiting space / o palt 28l (e S 300 [ UBIDN A daleas Jpaall (S A D
seating area?

3 1. Yes H\| a1 3
O

0 2. No uE 2 0

[l Cihda it s Sl e CHET i gall A8

if ‘No’, please specify “Additional camments / S 6 o] S iay
e _ St y

Describe how it was insufficient:

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

Ay F R Ja13 Aoy pall S & gpes a1y S gl Pl A
et 8Ll y (RS 0 A a3

3 1. Yes axi 1 3

0 2. No

|5

¥ .2 o

If ‘No’, please specify “Additienal comments /

: _ ' , oyl fhgii) Sl tia® das Sl e MUET Ll gadl S 1
Describe how it was insufficient:

ASS S5 Al s




5.1 Greeting of Customer

Ol Ry o 30 5.1

+

Tp Al alpha s Al Geadd] e O alllfiua i a3 e

a. Was the Mystery Shopper “promptly greeted /
acknowledged” on entering the branch?
0 s  Nogreeting / acknowledgement m S a3V e ‘ 0
1 ¢ Greeted within 10 minutes of entering D Jarll Jaa e 310 VA cus il e 1 1
2 Greeted within S minutes of entering | [] Craxd Cyhe e BB E CA sl e )
3 : *« Immediately greeted on entering E] wandl g st 21 @ 3
b. Did the staff either / or: P el B gt 3 N o
a. Ask for the customer’s name? 2 Jaaalt anl e Jha ‘
b. Greet the custorner by name? faanl 83 pa Laaly i
3 *  Yes, the customer was greeted by name / D et e J faalt g5 JOYG IEL FRTENG i P I PPL 3
asked far his / her name g
e No, the customer was not greeted by aact e Jualy /et 85 ae aaally a1 4D WS e
0 ) ™ . 0
name / asked for his or her name PP
i ) g "l s lia, Al il (ldb gall z
c. Did the staff ask, “How can | help you today?” O el 5 Tip 2 ‘Sadne J‘f JLU;, ,,11'); ,_:
and Probe the purpose of the customer’s visit? -
3 1. VYes, the staff did this | ALy G gl ol il s ] 3
0 2. No, staff did not do this | Ay Cal gty 6 2 a

d.

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

T /aiatinl i sl i) (Gamidd! 450 3301 5 JA L&

Were the staff courteous on the customer maklng

the basis of his / her needs

-ﬁ;‘/ﬂa‘lq»kﬂ;‘ d.“ 4.;;._,.|J| skt ‘;u l‘"l‘ IS 3

1. Yes, he / she was redirected on the
’ gz Azl sl Loaxlh e i aal .

3 basis of his / her needs aliadalal i G) S gdlell e 3

2. [OR] The first staff member e .

e Jaaadh g G g3 JyY il g pind () 2
3 e_neounterec_i probed the nature of D m‘__L_ foe g 3 5l s 3
visit and assister him / her

0 3. No, he / she was not redirected on D 0

v‘_g...n .x. q.p,,s U\.uhu'l FERY un,.:t uLS d- j

his / her enquiry?
0 * No, the staff were not at all courteous D SbYY e iyl % W38 e 0
*  Yes, the staff were quite / reasonably . . e . -
! 4] AL Rl Jall P VPeE
1 courteous E B lplha bty gl lai il ipni o 1
2 s Yes, the staff were courteous D il gall S0 el e 2
3 *  Yes, the staff were very courteous D LD yad ah gl S L el @ 3
b. Did the staff demonstrate “active listening” on tpall iy " plad plial” il galt gl b o
customer enquiry?
*  No, the staff did not demonstrate
' ) pdeal il gall S
0 active listening O i) pidal B galt gBy ol * 0
e Yes, the staff listened quite / : . . wa . .
! | 4l u'é } iy
1 reasonably actively E e g e Ly ey i gl e g 1
2 e Yes, the staff listened actively O L) B gl sl 3 cans 2
3 e Yes, the staff listened very actively D Al (e LA CiB gl Aol 3B Gas 3
7
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Did the staff appear confident?

Thaal Coa By 01 e il galt g8 A

ki ya By 4l o i ) el o S

*  No, the staff did not appear confident D .
s Yes, the staff appeared quite / e .. e w1
Jmae JEh ikl e Bl g Al % gl .
reasonably confident E : On By all 5 gl el pi e
e Yes, the staff appeared cenfident E] haki Ha Bl AL e il gl g i e

*  Yes, the staff appeared very confident

Ak e Labd By 401 0 wils pall gla pal

i
1
i d..th List the names of staff interacted e LA ) il gl el SSH
with: ealad
i ¢ Mr/Ms MWVL’M ﬁtu«jﬂ%w 1 il il -
*  Mr./Ms. P/ 2 R T
°  Mr/Ms. 3 Aol ol e
*  Mr./Ms 4 FOREE R Tr




+ + +
6.1 StaffCapability - . ‘ ] Guiiadiind 61
a. Did the staff frequently probe the nature of the LS S84 Gl Slalital dapd B el il galt 28 A
customer's needs?
3 1L Yes X | o 1 3
o |2 No [0 M8 2 i o
If ‘No’, please specify your comments: | ROUE A PP PR LR
b. Did the staff actively attempt to anticipate et Shatia)  guiet Alad Al jae; il palt olf A oo
customer needs? j
3 1 Yes 4| pai 1 3
0 2. No M| 3 2 0
If ‘No’, please specify your comments: 2l Ly o8 2la ) DS 1Y)
¢. Were the staff able to cater to the needs of the Al 336 e qulb (99 e Gl Claliad 4300 CiB gal) £liaed A S
customer without seeking the help of a colleague? Tl N
3 1. Yes B i1 3
0 2. No O 38 2 0
If ‘No’, please specify your comments: 2l Ly o8 ala MUS" LY
INT: IF the Answer Is YES , so the answer for Q
D should be Not Applicable
d. Were the staff able to answer all / most of the N L )
guestions posed? Tda g haall AL alias £JS (0 Apla) il gall pUIL 4 S
3 1. Yes & pai 1 3
0 2. No O 38 2 0
3 3- Not Applicable Sy V.3 3
If ‘No’, please specify your comments: 2l Loy a8 Sl S
e. If the staff were unaware of the answer to a A e Al fra P e layt o I il galt 0 AL 13
particular query / queries, did they politely “ask To3ka 3l daf fulllll o 43000 5 e U Jal G MBIV cadgss dlia with
you to wait while they double-checked with the
system / a colleague”?
3 1. Yes ([l i 3
0 2. No | 38 2 0
3 Not Applicable x ey ¥ 3
If ‘No’, please specify your comments: i 5 Ll o sla ) (M DIS" 13
9
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a. Overall was the staff weII mformed on Bank

uhh,éﬁw““uh)hhﬁﬂ\ d.ﬁuu .PLGJS...HI

i
| Dhofar's product and services? ¢ MG oLy
1]
! 0 + Not at all informed D ALY e Slagaaacal il e } 0
| o wellinformed on at least a quarter / a ! )
: Sttt e iledial by} . b v i
! 1 few of the products and services ! 2 e i e * "'” "’L 'm‘ ‘ 1
5 discussed ; | s
i 2 ¢ Wellinformed on at least half of the  ; | ! S A Daadlly Slatial chal e B e d e 2
! products and services discussed ! 1 Tyiiilia
e  Wellinformed on at least three- . -
Slaall e A0 g ploi A B L
3 quarters or more of the products and & ’ e ,&, . "",,‘ oo 3
. . WAL o2 A el
services discussed
b. List the details of the “main purpose of your visit” paidll A o LaS) BG5S ,‘,-q.:,h 1M Al ke A2ty eﬁr -
{as per SECTION B}; rate the staff on the level of "Slaiil) g Sladialy Halall 4 aalt (g gs o Gy gall pdly e-iJ H
uh.u.n sln qs

“product / service knowledge” in this area:

INT: LIST THE CODE FROM SECTION B.

G paal) Gy 31 A B 1aly

0 ¢ No knowledge at all D SNBY) e Ay ¥ e 0
¢ Well informed on at least a quarter / a
Slandl y Cladial ] y !
1 few of the products and services D 2 oo O e e ‘:‘?,Yi "h :1;]'; * 1
discussed ¢
2 » Well infarmed on at least half of the D A A sleadly Claidl dheal e Y e adey e 2
products and services discussed (P
¢ Well informed on at least three . -
Slafldl ne A8 gh gl AT Y
3 quarters or more of the products and E ’ Al eh HU e ples 3

services discussed

Ll o5 30 Silasaldly

c. Did the staff attempt to “cross-sell” other products

Clah y Slailal " ALLYY apdl” o ALl A jlaey Bl 4B J4

and services? PRy
0 e Nocross selling at all m ALY e Alayl el Gl pispl e 0
1 s  Cross-selling after a lot of prompting 'l Sl G SN ey ALY sl dleey B e 1
e (Cross-selling after a little / some .. . - .
20 el ¢ 1 ay Y1 actll Aolany ol
2 prompting O = o AN g SLDY! all dilens 5w 2
3 » Immediate cross-selling attempt D Sl e Glayl all Agan i e 3

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

M!’"LHJSJL\BGJ‘HMJ |MCJ-IU§J-&“".‘J§ A

Sl &yl PR L P PO

3 1. Yes O p 1 3
0 2. No ™= 2. 0
If ‘No’, please specify your comments: . il mliady a8 e DS 1Y

!-P f ite OVWT Q@f\,«,«_{zd/u,d Sy

10




+

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

Gledd § DAadie (F "ALAS Dl giaa” illae Y A giaay it o3 6z
Thlaall 13 DS A L ALy

INT: LIST THE CODE FROM SECTION B.

S pedl] G G 1 A5G o 1 laly

0 e No information at all O 3O e Saaa Y e 0
' e Information provided on at least a SRR |
: AZiasal Zi Taall T \ Hk'! . san! 1
: 1 quarter [ a few of the products and |:| u’M q- "’m ""MJ _'_1.41. "L d:_l * . |
. i \.Q...—q..a i ".ul meanan! s Dadialy |
services discussed | !
9 e |nformation provided on at least half [:I ! Sl At i yaadl Chead B 0 clac! e | 2
of the products and services discussed ! [P PP SO WS i
¢ |nformation provided on at least three - e )
Shagleall a 81 g £ LTS B o slie! e
3 qualrters crr more of the products and E e T laaly Ciaiialy ATt 3
services discussed
3 ¢ Not Applicable T 3
f. Information on relevant procedures, falall S dadall 4,000 ) Cibakisal) y Dilp) el Adinda Sla gine
documentation and follow-up method?
INT: LIST THE CODE FROM SECTION B. Gl e Gl P f" daly
0 s No information at all EI SbY! e dlagaaY W 0
e Information provided on at least a ..
Al Sl gleall e A fay BY e sllee] e
1 quar:ter/ a few of the products and D LitBia il Chaal y il 1
services discussed
N e Information provided on at least half D Sl Glalall S pleall cheal B 8 sllac! @ 5
of the products and services discussed Lgiifle o5 A Zhaasdly
. . Info:.tmat:on prowde;d:n at I:ast thl‘l;E E Sl glaall e 81 g gl i A B e clac] e 3
qua. ersr.?r muore of the products an LBl 3 3 Siadlly iy il
services discussed
3 * Not Applicable AR
E- Did the staff attempt to acquire more customer Jab Oe Gao iRy Al 81 Cile glne 43 nad A glaey BB gl B3 45
information so as to follow-up at the end of the visit? ok Ayl q.! FAFLA W skl
3 1. Yes (4] oL 3
0 2. No a w2, 0

If ‘No’, please specify your comments:

Al rlas o8 ela ) 7S 13

11
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7.1 Timeless

-

.

+

74

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

oA s ) kB gpadh ae Jatndl By op il (940 2 BT Sy )
1A adl g S [ palell) Jadl)

INT: SPECIFY TIME IN MINUTES:

bt i V1 TR T (T PARTLIPR

T

|
0 e Over 15 minutes E O a8 16 e K . i0
1 s 5-10 minutes m M 10-5 e . |
2 e 3.5 minutes ] 3id:5-3 e 2
3 s Under 3 minutes E S W e W e 3
b. Did the customer feel like the queuing system . e s . PR - . .
e L] ) _;Lhu"ﬂ uss ol 1 .
functioned properly? - # s s ol G il ps b
0 . ;Jllljeumg system did not function at D B e ey ¥ il 3 Y A e 0
¢ Queuing system functioned, but it dall s ] Con g e ..
[T —al Loyl aldas o
1 worked with a few impediments D &t ? e ol ey o . 1
e Queuing system functioned and it Jud S8y g A ppay Sty il 5 TY S ) e
2 sem . O 2
worked quite easily and efficiently Lo da
3 ¢ Queuing system functioned and it D JShs g AS A gy Sy aall i USTY) GG e 3
worked very easily and efficiently Juad
* Not applicable E‘ R TVATE -

¢. Time taken for the “purpose of the customer’s visit
to be fulfilled once reaching the counter:

e A daa gl 3 0 55 uiah Gl Jal e Ji3A gl o

:ll " :'I‘

INT: SPECIFY TIME IN MINUTES:

12

TR Cowa iy o sdaly
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H. Additional Comments on Visit 13 3 dalalial 4 8LDY1 Cila T K
(If any): o2y )

- Thae w HTH o thene o o C DM
| - _TF\LAAL QA CH/&IT Ly AL, i’ N 1he L‘Cf’-k)mﬂ €,

End of the Survey - Thank you very much....
Msa 183 — olutult s

G. TOTAL Bran:h Score

(Total unwelghted branch score, summing all sectlons)
3 1 N | Total?o&nsSmdhmk Total Points Allocated / .
3 3 Pamﬂndermhsaﬁon{m, AR S T p e 5 parameter -
C Branch Presentation and Customer Facilities
D Greeting and Soft Skills of Staff
E Staff Capability, Knowledge and Cross-Selling
F Timeless
p fv: : -',—;' "‘I-‘.;‘.',. ‘.'.‘; "“- X 5.! T ".;. X
e L iy 'r\"'. . - roe
EAIBE Esara  E
H(AdY) S pan cp il Aoy el e S yanna)
Jelal Foaraldt WED p gages - _2paalill A Tpnalt BED £ gagean- Lo - 8 G0 oy 431 Jalad P ]
Cugu S Aadialt Bl y § il pais &
Ol gall S jlge g g il <
ALY !t las 5 430 g odlh gl 5 538 '
=8 g r
2 R T i Ly o B B gape
13






