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PROIJECT: Money

SHOPPER CODE DATA ENTRY EDITING 1
Name . Number Name Number Name
£ 6 : i 91186
H\(\U\ |
15 3 paall
& - | SA iyl A Zytal 3oy
o8 ! [l g i’ A el
A. Details of Visit 3k Jaualds -
Bank Dhofar Ed M 2y
Bank Muscat D dalea by
National Bank of Oman O anll i gt Sl 45 5 Daad 2 S0 9
1. Bank Visited
HSBC-OIB O HSBC-OIB 4l
Bank Sohar O BVt
Other Bank: Al aly
2a. Branch Name lb[\o\ g il al 12
2b. Branch Area "l kG, ¢ Al alge 2
3. Branch City 1‘ b AA inadl 3
4, Branch Region g ha(q {\/ QA kg 4
Day | Month | Year Al T gl ] s e am 5
5. Date of Visit
L | to | 208 | |
Hours | Minutes LR [ EPw
6. Start Time of Visit U ly iy B
(9 o0 Juy >
H Minut ey LATIR ||
7. Total Duration of o res < = S o i 7
Visit 00 | 20 sdadii
1
+ +




Saving Scheme
General Enquiry relating to a
specific Product, Service artoan
and/or Facility Educational Loan
INT: SELECT AS RELEVANT AND/OR -
SPECIFY DETAILS OF Credit Cards

Double your Salary
=

Qpening a Savings
or Current Account

ORkROOOO00d

Youth & Student
Account

j,‘b&tw@‘_}h&f& el 2
[ il Jualll sia of [ g cadall A laly
FIRES]




12008 1o & pen g D Seuiad g b 4,1

3 1 Yes ' e 1 3
| [ 2. No ! O > .2
L Specify: i x|
ii. Specify time taken to find parking: min. Ga: i g oY S 2N aa
4.2 Entrance to Bullding - - : oisall A Jeialt 4.2
a. Was the Entrance Clean? TS Jaaalt 8 Ja LY
3 L Yes | a1 3
0 2. No O %S 2 0
If ‘No’, specify “Why / Describe how” the S S oyl AN aa el e ST el S 1
entrance was unclean: sl e Jand
b. Was the Entrance Convenient? Tlandda Jadadl S8 b
3 1. Yes E pri 1 3
0 2. No O w2 0
If ‘Ne’, please specify “Why” the entrance was oelia JAnall B8 uF ML 33a 0 MHEY el S 1N
inconvenient:

C N U RN TR AT S Tl I R A DT B AR
Was the branch premises clean? PN T
3 1. Yes X 1| 3
0 2. No 0 X2 o

If ‘No’, please specify "Why / Describe how”

i SOS CAS eyl A0l ane Saad e NS el US|
the premises was unclean: = g S0 N Sl

:‘-.n-);‘-: .' “
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b e M e G AL
St i Tk et

W !:_‘:-',ﬁ%m‘w:,“@

.

’ T.Ht'

(3 / . p’ 3
S oyt \.?{t} 2 #‘ LA TP LR, T4

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

"m_,.n_,(_,\ .\;.1 ._.l_,m‘_,b«bu.._.w\s/gun,,d.

if any:

J

3 1. Yes | O sail) 3
0 2. No | K1 w21 0
If ‘No’, please specify “additional comments”, ' ! Sl Slaathaet soa Aliad e NS b gall SIS
if any: . : gy
b. Pamphlets, Leaflets and Brochures on display? : el Ty S a e a3 JA L
3 1. Yes m ! g1 3
0 2. No O w20 0
If ‘No’, please specify “additional commaents”, R ARG TS PURTERU L IR BUPIFLL LU PR (UM K
if any: ISy
c. Branding material up-to-date? 2l Ay laal Siadal) Mg 4 O
3 1. Yes ! s~ 3
0 2. No O w2 0
If ‘No’, please specify “additional comments”, O ilal Sidaa Mt aaa Sl e SBIE el DS 1
if any: =
A;AQML%“& -:3.: :":;;" .cl. ‘a-"-l H ..';.é.\f%#h;& - e e T -,
a. Were employees present at over 90% ofthe branch 231 gy H..:u.. #loy £ “,I-E_p o %00 e ,..51 .w,, AL di |
desks and counters? faeailt
3 1. Yes | 1| 3
0 2. No X Y200
If ‘No’, please specify “additional comments”, O a"agdliel i 2aa Sliah e MHE" il padl AN
if any: i Z ‘ :z:”
ond  Une tlor o “pudoble 4 2
b. Were all / almost all of the staff neatly and e - . .
? pigr g gy (i galt aBoea s e
professionally dressed? 3o ol Latiy . [l s
3 1. Yes E a1 3
0 2. No O w2 0
VM) e " Siad e IS Ll gall LS
If ‘No’, please specify “additional comments”, - = *"' I o
Dany

c. Were allfaimost the entire staff wearing name

Taglandy LS [y gy (il gall aiaa /S NS 6

badges?
3 1. Yes O 1| 3
0 2. No X x2| 0
If ‘No’, please specify “the approximate it il gall s TN Sl dna AL e SUE" ol gad] A 10N
number of staff not wearing name badges: paitanls AU gy Y
Aone. @ z Pw{f ~Jhein naae  Jac
D! )
o4 2 £
+ +
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i R e Ve e o X ST el §
a. Was the area surrounding the ATM and CDM Cpan g i g 21N E!Aﬂu q-"ﬁ ul_)-.a.al Pt Baaadt S8 S d‘ 1
machines clean and presentable? ? !
3 1. Yes m | a1 3
0 2. No NER M2 0
If ‘No’, please specify "Why / Describe how the LN TSN TP I DY TPRE) | - PR LA R s L
: area was unclean: : kAl g Sl :
: | |
F | |
b. Were the ATM and CDM machines functioning? Tbaad g dhil) F Iy AV Ll peall gt S A 0
3 1. Yes O 1 3
0 2. No 74| 2| 0
If ‘No’, please specify “the time at which at el ad oS d ‘,3'1% I son Al e SN gl A
which the ATM / CDM were not functioning il el ¢Sl gl 2aa ) Jans Y il gl IV G peall

(and specify which machine, ATM or COM]: . (gl gt o AW
e CODM wWoe ot wenlin {

e ATH m)r-e'\.bmj

c. Was there sufficient cooling in the ATM/CDM area? TATM/CDM 4ikia 8 ya ciall yl 3,80 0K 4 &
3 1 Yes | 3
0 |2 No O K2 9
3 3. Not applicable rd ¥ .3 | 3
i 'No’, please specify “the time at which at G awg o 300 28 50" 2aa 2l e ST el S 1Y
which the cooling was not functioning a Sy il

bignch MG TR jok e Vel T B TN Y TR T R B TG A "}]
a. Was the branch air- cundltlonmg fully functmnal Tl y ya Jila Jaay ‘,r-'.n-“ wiglalt GlS b )
and sufficient?
3 1. Yes X 1| 3
0 2. No O 2| 0
If ‘No’, please specify “Additional comments / [Maglal ClaaTia aaa Alab e MOSY Ll S 1Y
Describe how it was insufficient: S S ue—‘\ iay)
b. Did the branch possess sufficient lighting? TABS fplaly £ Al giady I
3 1. Yes R s 1| 3 |
0 2. No O w2 0 |
If ‘No’, please specify “Additional comments / fM il SilaaThat o el e S ol galdl IS 13
Describe how it was insufficient: o L CR PN T QN WYY
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C.

Did the customer have sufficient waiting space /
seating area?

e gl 2 lia Cpe kS 200 f RS AAS Anean el S A

3

1. Yes

axi

0

2. No

mj{

ns 2

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

Fagigel Slaa et saa Aol e MBS el S
S

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

Al g B AD JA1 A8 g pall SEEMN AL gy oy T g ) £ LG Ja LS

Tbanl (Shal y (wREall) b )25 AR i D) ot 3

3

1. Yes

ani 1

3

0

2. No

01| 4

¥.2

0

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

oyl y fAie) Gllall! i Sl e 2SO gall S
S S5 ] i
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S.1 Greeting of Customer

Oy 3R o i 5.1

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

SE A M Adgha b AL Geeddd) o odadloua S a5 A

0 ] e  Nogreeting / acknowledgement D i/ g Y e | 0
1 { s  Greeted within 10 minutes of entering D ! arl ah e PR 10 CNA s T e ! 1
i 2 » Greeted within 5 minutes of entering E i ceexl Al e 3G DA T e ! 2
; 3 « Immediately greeted on entering D el dah b e 2T e I 3

b. Did the staff either / or:

g —

G (gaaly il palt o a0

a. Ask for the customer’'s name?

f il o 2o

b. Greet the customer by name?

?M—‘)&Suwﬂ)_g

basis of his / her needs

3 *  Yes, the customer was greeted by name / D St e e S ae Jaaeds a1 G G i e 3
asked for his / her name P
*  No, the customer was not greeted by st e Sy aly /dand S0 ae Juaals il S5 )l BS e
0 , | . 0
name / asked for his or her name s g
T R LT A 2 DO ST LIS YR T SO M
c. Did the staff ask, “How can | help you today?” t I e i "‘j “ ‘1‘1:)';
and Probe the purpose of the customer’s visit?
3 1. Yes, the staff did this E ST b galt A8 05 e 1 3
0 2. No, staff did nat do this O Al i pali gl o) 1382 0
d. Was the Mystery Shopper redirected on the Yallalfalalial o pll AN Jeedall da b Bael S 06 &
basis of his / her needs?
3 1. Yes, he /she was redirected on the E Lgfabialaiabiint It (5) peal) 4a g0 G} 35 0 pni 1 3

2. (OR) The first staff member

e el ag G g3 V1 il gt puaiid (41) 2

the bas;s of his / her needs

a. Were the staff courteous on the custorner maklng
his / her enquiry?

3 e.n_countereq probgd the nature of D Unie s fose g 5k 3 A 3
visit and assister him / her
0 3. No, he / she was not redirected on D ekalia /il 1 gl sulet 35 1 W56 3 0

e el vy A o+ ki L,.ﬂ (30 b g (A3 A 1

customer enquiry?

o * Ng, the staff were not at all courteous D Y e Bl GiBadl 0% 008 e 0
®  Yes, the staff were quite f reasonably . .
i g QLAL i gall " 1
1 courteous D bup fshe gl a3 a0
2 *  Yes, the staff were courteous E G byl S Al s e 2
3 *  Yes, the staff were very courteous D AL gad Gl gl ST e e 3
b. Did the staff demonstrate “active listening” on Tl Ao M la) plieal® il gall B} 4 o

«  No, the staff did not demonstrate

| plawal kb galt LY
0 active listening O o pal) gy ol . 0
*  Yes, the staff listened quite / s . . e . . o i
’ [FrEW 4l A4y by B gad) dal il
1 reasonably actively E‘ o Ba Al e A8y et @ | 1
2 *  Yes, the staff listened actively D La) il galt dal 5] ani @ i 2
3 = Yes, the staff listened very actively E] LV G 8 gl sl i ani @ 3
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<. Did the staff appear confident? This fe By Al e B gl g
«  No, the staff did not appear confident | [] Gk o By Gl o gl Al YS e
e Yes, the staff appeared quite / e s s s . :
Las JSd Akl (e 301y A il el gl aal
reasonably confident E : On Pyl o 22500 g sl 0
! i .
i *  Yes, the staff appeared confident | D Akl e Byl e gl g el
} e Yes, the staff appeared very confident | [] PRI I - RS I S-SV VS-SR i
! ist th f staff i : :
I :ith‘ List the names of staff interacted ; s il ] iyl pandd ST |
' I |
E L
i e Mr./Ms, KWW 1 Ll dlt .
! s Mr./Ms, - 2 Al Lol .
l e  Mr./Ms. 3 FAPAR [ PR .
{ e Mr./Ms. a i/ mall e ]




6.1 Staff Capability . Ol galt 5 ol 6.1
a. Did the staff frequently probe the nature of the ? o8 JE2 g ) Slatyiag daph 06 il CiE palt 0 )
customer's needs?
3 1. Yes : i ] 3
¢ !2 Ne A 8 2 ;0
| tF'Ng’, please specify your comments: ' En reaipabea ) JEET

[

b. Did the staff actively attempt to anticipate I 0ol aigia) (oast Alab L taey il palt ol G
customer needs? . ’ i
3 1. Yes HZ sei 1 3
0 2. No O] 32 0
If ‘No’, please specify your comments: ralyf s o8 ela IS 1Y
¢. Were the staff able to cater to the needs of the aa] 536 Lo wilb (93 O G 3 kel dals Cilh gl £lhics b o
customer without seeking the help of a colleague? o2kl
3 1 Yes X axi 1 3
0 2. No 0 % 2 0
If ‘No’, please specify your comments: ) Flady o8 Sla " US" N
INT: IF the Answer is YES , s0 the answer for Q
D should be Not Applicable
d. Were the staff able to answer all / most of the . o .
questions posed? Taa g laalt ALY alies [0S F AdaV i gt gl A S
3 1 Yes X pi 1 3
0 2. No i pLg 0
3 3- Not Applicable Sl Y 3 3
If ‘No’, please specify your comments: 2l ey o8 la ) ST 0
e. If the staff were unaware of the answer to a O i Al fopaa Jligm e Al e i 08 Galgadl 0% W10 1
particular query / queries, did they politely “ask Sl dal Sl e 4505 e N Jal e SRV Gl dlia cilh
you to wait while they double-checked with the
system / a colleague”?
3 1. Yes E a1 3
0 2. No O 35 .2 0
3 Not Applicable Galaiy ¥ 3
If ‘No’, please specify your comments: -2 rlals a8 ela ) "SI
9
+ +
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a [ » IR 4. ,.-, 2 TS
i . —' Ry T o " o s LrJ m Qﬁ‘!?&' ;h’?“w -;':\;:;'.‘-’ 'l" Fﬁ?‘ &" "’:‘-f& ’M AL : Tl
a. Overall, was the staff well- unformed on Bank Ciladd g ul-uw T HL-J-‘H b gall 2] S Ja s I
Dhofar's product and services? B oLy
0 e Not at all informed d IV Ll clayea gl al e 0
s Wellinformed on at least a quarter / a sy iatid e Lkl / 5y
1 few of the products and services D ey Sl Je il fs e 3! e ‘"" * 1
discussed Al
| 5 s  Wellinformed on at least half of the D & b Tandll y Satid] veal e Y e dey e 2
i products and services discussed ! .
s Wellinformed on at least three- e mer 3 s .
3 quarters or more of the products and E Sl ge 81 o &f “_m J{“JI "'h o * 3
. . b o0 Al cedlly
services discussed
b. List the details of the “main purpose of your visit” ekl 3 15 LaS) "5l i 1 g Al A0 Loy ey
(as per SECTION B); rate the staff on the level of " olaai] y lpiially Sladall 4 mall g gina” e R aby (U
“product / service knowledge” in this area: Aikidl o2a

] G 3B iy o8 sl
INT: LIST THE CODE FROM SECTION B.

0 +« Noknowledge at all D e VO PR 0
« ‘Wellinformed on at least a quarter / a ) Ve
Slacall y Chadial e Jull : i V
1 few of the products and services D 4 o i [y 2= j:‘h"lr: ﬁ * 1
discussed =
3 +« Wellinformed on at least half of the D o A il y St Gieal e Y1 e ey e 2
products and services discussed Lyiiiia
¢ Wellinfarmed on at least three - .
et e AT o sl ) ASS S
3 quarters or more of the products and B ’ o 89l gy S e plas e 3

i KPR BT PR R
services discussed Lol 5 T 2
¢. Did the staff attempt to “cross-sell” other products Slead g Sladlad " ALEYE gl o wLAl U flay il gt a8 4 S

and services? T i
0 ¢  Nocross seliing at all E SALY e Ayl anli Gl sl ol e 0
1 * Cross-selling after a lot of prompting D EARS R, { [ PR U TV JO | B I I PEURAL S 1
2 . Crass-se_lling after a little / some [:] ) (o 0 Sy ALl gl ey 5 e 2
prompting
3 s Immediate cross-selling attempt D U NP ) [ W TR POTIA 3

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

ALY gl Ui Ll Gl y Sladia 3 1 sl il pall ol g8 S
W TR RU PR B DR TR PR PRI

3 1. Yes D ad 1 3
0 2. No A X 2. 0
If ‘No’, please specify your comments: . 23l Ll A play "NE" 13

T CEM{)A/WV‘\

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?

S g Sladie OF "ALAS Sia e dillee Y & slaay wil palt o3 GA
flal) 3 by A i Jiy

INT: LIST THE CODE FROM SECTION B.

S pdl] G S 4SS o s ialy

0 ¢ No information at all |:| SMeY o Shaglaay e .0
s [Information provided on at least a e Sia g e SO e B e e e \
1 quarter / a few of the productsand | [_] - "‘.:*,:‘ " F':' S ol
services discussed a -
) e information provided on at least half 0 ity Alaiall S gaat cdead B 8 clan! e 2
of the products and services discussed Liiiie o5 L2 Zianall
» Information provided on at least three .o bei i T
La pmat e a8l gl gl 4G B e et e
3 quarters or more of the products and E e | . am oan 3
Leioilia Slaaall y Siadials adlxdial!
services discussed a I
3 e Not Applicable ey Y e I |
f. Information on relevant procedures, Palualt Sl Aagliald 45005y ShaDiemald 3 +Silpd 2V Ahinls Dl gl 2
documentation and follow-up method?
INT: LIST THE CODE FROM SECTION B. O ekl G el 4SS o8 1ty
T
] e Noinformation at all ] Y e Slagai e | o
« Information provided on at least a cer oy
Al il plaall e QR fagy BY) e clc] e
1 quarter / a few of the products and D Y 1
services discussed P I
5 e Information provided an at least half 0 Solatials At Sila gleall wiead B o olac! e 2
of the products and services discussed LgiaBia &1 3D Zilaadliy
+ Information provided on at least three . ], .
Cilaplaall a8 g gl ) A2NE B U |
3 quarters or more of the products and E shaall e S8 9 Bl S o aeel e 3

services discussed

AR o5 T haeall y Slagially dalaidl

3 e Not Applicable ENATS
E Did the staff attempt to acquire more customer Sab e Gl ditats i) Sla glaa 43 el A gla o B gall W8 A F
information so as to follow-up at the end of the visit? 5 Al A Aalially sl

3 1. Yes O a1 3

0 2. No | w2 0

If ‘No’, please specify your comments: :_s‘.,liJ_CL.hiL, A ala USM 1Y
Qb@)\r Hhe. IOOMJ.’/ n__oahicl
\ \ J
11
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7.1 Timeless

+

<dh gl 71

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

o o gall kB pall ae Jetal) g 1 S i 36 SUBLY) )
S Al g g e fake) Takd]

INT: SPECIFY TIME IN MINUTES:

QUYL L1 UWERLA T TPQELIAS

to be fulfilled once reaching the counter:

0 e Over 15 minutes mE 58215 e 280 e 0
T
e e 5-10 minutes 1N 3&10-5 1
I 2 e 3-5 minutes O AB 53 e 2
3 e Under 3 minutes 'O FER I . B e 3
b. Did tl:le customer feel like the queuing system s S Sy il b UEIYI a3 Oy gy A
functioned properly?
o . illlileulng system did not function at D B e Jotg ¥ el i Y A e 0
s  Queuing system functioned, but it dad . il b "
Lona il Y aldas 1
1 worked with a few impediments D Sl ? e Oty Sy oS -
2 e Queuing system functioned and it ] Jad 82 g & oy Sy il b TV U e 2
worked quite easily and efficiently Lo da
3 e Queuing system functioned and it 0 JSEy g AS & gy Sy iall S ETY WS ) e 3
worked very easily and efficiently Jad
e Notapplicable m Sy @ -
¢. Time taken for the “purpose of the customer’s visit £ 3e ) Jsmagll L3 (gt i) cih ARE" Jal (e 34541 B S

:ll '. 150y

INT: SPECIFY TIME IN MINUTES:

12

1 BB e gl 23 sty
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H. Additional Comments on Visit 15 kil Allaial) ALY Cila Tl A
(If any): (S J)

- The bnawdo o ue~1 Clowded | |

:Zm,v?@

Ao ldd e name

Tags

ONL Fle/ i J@U/ J/Oujb whe el ‘o ?flma'jj ne a/z/a/ ﬁ¢,

however tha. o ¢ no qu.uu/rj 564[!#\

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

Yo 183 = St g

" P e BRI why” "‘h,‘ﬂ'. r'.?iﬂ" e
I’ B "i‘ !-x‘;}f S L o A gy A e
G. TOTAL Branch Score
{Total unwelghted branch score, summing all sections):
R . l l M . : Totall’olntsScomdlnthls TotalPoimsAllocztedl
v-‘"&. Cﬂﬂll - b4 PII'IIIIEIGI
C Branch Presentation and Customner Facilities
D Greeting and Soft Skills of Staff
E Staff Capability, Knowledge and Cross-Selling
F Timeless
2, fen - s- TOTAL SCORE N
EAN DA f yara 7
) odaad i BN £ gagen *ymm&w o ) a3y g Jalad) ot
Crga sl dasial b mObpgill y p il apali <
OB pall D1 g g g 300 <
au‘ﬂyl%\,ﬂ}ﬂ,xﬁ_’d\;Jé c
o i m&m-
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