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PROJECT: Money
SHOPPER CODE DATA ENTRY EDITING SR. 8
Name Number Name Number Name Number
4 R oy RS
:f gl
- v" i
2 " | 3l i giaall Slast 3 yeiall G
e |
] > = K] =7
I
A. Details of Visit B 3 Sl -
Bank Dhofar O i sy
Bank Muscat D DA PREILY
National Bank of Oman O pandl i gli 2t A5 a5 Sl
1. Bank Visited
HSBC-0IB O HSBC-OIB
Bank Sohar | o oty
Other Bank: RECLRU
2a. Branch Name H‘Cﬁd OFFI'CQ_. g oAl et 12
2b. Branch Area }b{ (b f) gl g 02
3. Branch City /J({.«( Cc AT Lad 3
4. Branch Region HMascepAT, oman dkidi 4
Day | Month | Year Al [ o [ S em 5
5. Dateof Visit
2y 1 . 612213 1 |
Hours | Minutes Bl | e Lt
6. Start Time of Visit iy cd, 6
(o s
Hours Minutes Jada JEPW
7. Total Duration of = el gl i 7
Visit _ | 26 | 24 B
4
Dt -
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General Enguiry relatingto a
specific Product, Service
and/or Facility

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

QOpening a Savings &
or Current Account

Saving Scheme
Housing Loan
Car Loan
Educational Loan
Credit Cards

Personal Loan
Couble your Salary
Offer

Youth & Student
Account
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O
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4.1 Was Customer Parking instantly available for the
_Mystery Shopper?

Laphd (o § s g (ALS) (Bouiad 2909 S 4.1

R ves O a1 3
; |2 No i . |B&] % 2
; i. Specify: _m.,‘
~‘ fov e .
ii. Specify time taken to find parking: _je min. s g Sy 2 S e
4.2 Entrance to Bullding - ‘ : S . ral G Jekad 4,2
a. Wasthe Entrance Clean? BT Jasal g da )
3 1L Yes BJ a1 3
0 2. No a 352 0
If ‘No’, specify “Why / Describe how” the S A e gl N i glllad e IS Dl gl S 13
entrance was unclean: il e Jaall

b. Wasthe Entrance Convenient?

e Jiall S 4 o

3 1. Yes

pri 1

3

] 2. No

OX

a8 2

0

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

Was the branch premises cIean’

Laolie JKadl 56 Y aa ¢ ST lyall S

e un bia IS A

3 1. Yes & i1l 3
0 2. No O 2| 0
If ‘No’, plg_ease specify "Why / Describe how S S i gl /ST 1m dlliad e S il al S

the premises was unclean: aoL
Akl el
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XA 5 Branading Materiak % B d
a. Posters / Branding material present on doors, walls
and windows?

el SRR T A4 e TR

o3 4 g o sl su|_y?1ubq_,h4m1uu.n&h_’,\dh Pl

3 1. Yes E a1 3
I 2. No O M2 0
, If ‘No’, please specify “additional comments”, Sl Sllaa i saa Sllad e SIS el IS 1
! if any: ]

b. Pamphlets, Leaflets and Brochures on display?

Bl el y S o e oS A e

a. Were employees present at over 90% of the branch

Po3 1. Yes B ~1| 3
0 2. No O 2| o
If ‘No’, please specify “additional comments”, Sl e sas Hlad e ST el S0
if any: gy
c. Branding material up-to-date? elna 4 jladll cladialt alga Ja 5
3 1. Yes ¥4 1|3
0 2. No O 2| 0
If ‘No’, please specify “additional comments”, O <Al Slaa M das b e NS el AS 1Y
if any: =)

T ihgay plSa 1 AN (B pa %00 e SIS 23155 IS b

desks and counters? faaadll
3 1. Yes B i 1| 3
0 2. No | 22| 0
If ‘No’, please specify “additional comments”, Ol M Ailal Glaa S sia Slliad e NS Sl gadl 8 1
if any: Dy

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

Tt s e o (o9 (ol palt pma [ S S JA

if any:

3 1. Yes = w1y 3
0 2. No (| w®2| o
-1 ‘u‘. ‘I PR 'Lh:n " j] P ‘u " } 4 .LS I-‘
If ‘No’, please specify "additional comments”, G a2 a T g ,‘._"__mj
Sy

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

Eatrtandy D L (G gmaday (il gall alma [ JS S A D

3 1. Yes

a1 3

0 2. No

O X

382 0

If 'No’, please specify “the approximate

nymbgr of staff not wegring name badges:

o i gl g il 2aal 2a Alld e 38" Slaadl S 1

H.JL...L»_JJL...._;HY

nofm%m
U/

c"\
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E4.6 b ATV wid COM inachines .0 &4 ¥ fo e

"_-‘ = '.,,

PP Y 4-&

| @. Was the area surrounding the ATM and CDM + 1 ‘u-a-,: ._.,ru X H 51.\,‘21_, @il ulJ.AJ\ n_,‘.ﬂ haddh sl s |
' machines clean and presentable? i ? aall
!’ 3 1. Yes E! ani 1 3
K 2. No 0! w2 0
! If ‘No’, please specify "Why / Describe how the S8 S es g 13D daa Sl e NS et S0
| area was unclean: | hal e S
b. Were the ATM and CDM machines functioning? Tl gl Bl y A1 B el Bogal SlS Ao
3 1. Yes B i 1| 3
0 2. No O w2 0

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

e 48 00 0 A 28 daa slliiad e MKl gadt 1S
el Sl g1 2a ) Jaad Y gkl £ 1aVy VYl el

(i g1yY g S

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

*ATM/CDM adkhis 3 3 Gl g 3500 (A8 Ja

(u}

a. Was the branch alr-condltlomn fully funr.tnonal

3 |1 Yes A A 3

o |2 No O B2 g

3 3. Not applicable O Gy ¥ 3| 3
If ‘No’, please specify “the time at which at G e ol g2 I e Sl e ST el S 1)
which the cooling was not functioning b JE2 2kl

'uumadhd-awuamuu |

and sufficient?

3 1. Yes E a1 3
0 2. No | 62| 0
If ‘No’, please specify “Additional comments / Fragel Jlata daa dliai e ST il gall SIS 13
Describe how it was insufficient: P L PO T, SN WP

b. Did the branch possess sufficient lighting?

A8 Bplaly oAl Ay A

3 1. Yes B 1| 3
0 2. No O 2| o
i ‘No’, please specify “"Additional comments / At cllaa i s Slad fa FUET O pall S 1S
Describe how it was insufficient: S S Al S ey
5
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c. Did the customer have sufficient waiting space / T plall et (e LS 206 [ LRI A8 Aaluis Jpaall IS A S
seating area?

3 1. Yes E PV 3
O

0 2. No 3502 G

JEENC TSR ECE-CG ATV S B, | PO s k|

If 'No’, please specify “Additional comments / S S o iy
‘H d T

Describe how it was insufficient:

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

AN BN (Al A gl pall IS AL gy oy G g0 BTl A D
Comadl CShal y (ohSall) il T gD Ciliie 1 s S

3 [ 1 Yes a1 3

O|i®

0 2. No Yy2| 0

If ‘Ng’, please specify "Additional comments /

_ ; _ _ oo gl g fAgil) SR daa Ll e ST b gl RS
Describe how it was insufficient: i : - Sl S 1

S ) s




. 5.1 Greeting of Customer

+

Ot 3 a0 5.1

| a. Wasthe Mystery Shopper “promptly greeted / el I Algha g AR §auddl | e G adiloas 31 a5 L
' acknowledged” on entering the branch?

! 0 e Nogreeting / acknowledgement =g NPV ST | 0

i 1 | e Greeted within 10 minutes of entering | [] | Sonll 1382 A BB 0 b a0 1

2 T s Greeted within 5 minutes of entering [:] andl Jaaa e RIS tacua U e i 2
;3 { + Immediately greeted an entering | Jrasll Jgha jyheua 21 e | 3

b. Did the staff either f or:

1aAY! el cilipal) BB A o

a. Ask for the customer’s name?

§ e a2 ,__,"L.; i

b. Greet the customer by name?

Thnssl 83 e raally i ;o

. Yes, the customer was greeted by name /

PRV LTI YLV RS <P URG VP PRNSTEN JA PPV

3
asked for his / her name O Lgan! 3
0 s No, the customer was not greeted by 2 RPN SOOI P I OV g < DING 'OVS IRNITENR L FRRIN. T S 0
name / asked for his or her name Lgaust of
A O aaiend g T gl DR i Sy ey S i pall Z
c. Did the staff ask, “How can | help you today?” - 3 s s ‘”j ; ‘:J:J:
and Probe the purpose of the customer’s visit? )
3 1. Yes, the staff did this O 1y il pall o5 S ans 1 3
0 2. No, staff did not do this E Ay Gl gall Jb 38 2 0

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

fplalialfGlalial Jeo sl Al pulal)l 4 giilel Ol O

1. Yes, he / she was redirected on the

3 basis of his / her needs

Lfalialadlalial i (3} Jaeadl aye o 33let 25 adl cani 1 3

2. (OR) The first staff member

2p Jandh g 0 50 JgY1 i gl i () 2

the basis of his / her needs

=

SERLTRIN R

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

3 e_nf:ountereq probgd the nature of D Woels foe by 5 o i Aol 3
visit and assister him / her
0 3. No, he /she was not redirected on

Leialial/aialial Il 4 it Sale 3 o 36 3 0

0 *  Ng, the staff were not at all courteous | P S e Bl ciBaad GG W8 e 0
* Yes, the staff were quite / reasonably . oy o« us -
’ u ! ‘ -t I - -\d . .
1 courteous D B flade B0h Bl 5 ped e 1
2 *  Yes, the staff were courteous O B ikl S S el e 2
3 ® Yes, the staff were very courteous O QLN 2l il ] 8 S ae 3

b. Did the staff demonstrate “active listening” on
customer enguiry?

el LY U alal slieal™ il pad) 4B A

*  Ng, the staff did not demonstrate

1 plinal Cilh gal) N
0 active listening D i e 0
+ Yes, the staff listened quite / . . . ] ) _
| 4] b

1 reasonably actively D Gutast B2 Rl ke A1,y Byt sl e o 1

2 s Yes, the staff listened actively E Litagl B gl Aol 2 ans e 2

3 + Yes, the staff listened very actively D Lo e S LB gall sl 3 el @ 3

7
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Did the staff appear confident?

Taadi G B4 e il gall gl a2

O

!
i ,
+  No, the staff did not appear confident | i e By adi e gl iy NS e
®  Yes, the staff appeared quite / | . . s N
e S il iy adl, e il pall e saas
reasonably confident ! u K PR Ot O E A n e e
e Yes, the staff appeared confident K P 1 T L N VI OU BVE- PO S
, s Yes, the staff appeared very confident | [_] ek o bl (B A B Al e e e
:;ith. List the names of staff interacted : | i SLeaT i gkt plac S5 2
. | '
« Me/Ms. Aay s la 1 Ty R
e Mr./Ms. 7 2 Lodf/ il e
e«  Mr./Ms. 3 Aoy lal e
s Mr.fMs, 4 Ay Laidll e




6.1 Staft Capability gl gald 5 8 6.1
a. Did the staff frequently probe the nature of the ? 180 SR g 3l GAalia] Aapd O ek G gl a8 G
! customer'’s needs?
3 1. Yes R a1 3
o |z No O %S 2 0
if '‘No’, please specify your comments: | RO T VO AP LA k]
b. Did the staff actively attempt to anticipate £ g ohaiial Gy Aad U pasy i sal ol b o
customer needs? ' '
3 1. Yes E pad 1 3
0 2. No O 38 2 0
If ‘No’, please specify your comments: 2 rlial ad tla 4TS Y
¢.  Were the staff able to cater to the needs of the aal $arlas b 93 e gl Shabial 4 G gal) plliiud G4 S
customer without seeking the help of a colleague? Eala 3l
3 1. Yes B a1 3
0 2. No | M 2 0
If ‘No’, please specify your comments: Al o ey TS 1Y)
INT: IF the Answer is YES , 50 the answer for Q
D should be Not Applicable
d. Were the staff able to answer all / most of the L .
questions posed? faa g plaalt ALYt B [0S 08 Al Y) Wil padt £l JA D
3 1. Yes & pni 1 3
0 2. No O 3 2 0
3 3- Not Applicable Gy ¥ 3 3
If ‘No’, please specify your comments: Sl rlads o ela ) NS
e. If the staff were unaware of the answer to a b A il [oma Jipe e Y e 100 Uil gt 08 A1 13 g
particular query / queries, did they politely “ask e a3 da fl o A0 § e 8L G e JUBIIYY carigly dlia Gl
you to wait while they double-checked with the
system / a colleague”?
3 1. Yes O a1 3
0 2. No (| 38 2 0
3 Not Applicable A Sakdy Y 3
If 'Na’, please specify your comments: R e TP E . L K




P iT""a"L T’W,- "

oz gt e D e PN S

a. Overall was the staff well- mforrned on Bank { uL--hJ Chpila) dklals dhens She e wdB palt g2 NS OM Lo Js....._. ]
Dhofar’s product and services? i ‘ ¢ i ally

0 } s Notat all informed | D ALY Jo Dlageaanl gl e 0
| ¢ Wellinformed on at least a quarter / a .
' \_I \_!LJ-.LI.AA.F ‘
S ¢ few of the products and services O — e G fa &:.imf s 1
discussed : o I
2 « Wellinformed on at least half of the E B g il y Diadiall vhead e BN o day e 2
praducts and services discussed [P e
»  Wellinformed on at least three- ) o .
Slatidl e ASH g1 gl AN EY) :
3 quarters or more of the products and D il e ST 5 E—n:-ﬂ-u . :;‘ :::f * 3
services discussed e ’

b. List the details of the “main purpose of your visit” pedll A 52 LS) TS e U (Y R e ) ad o
(as per SECTION B); rate the staff on the level of "Skatill y Glatially Hadll A3 mall 5 gan” (2 Gpie gall piihls 4y 1
“product / service knowledge” in this area: Akhia) oik

in Savings O el G a1 LG o2y

INT: LISY THE CODE FROM SECTION B.OP! ni s {L ﬂ

ey CUrYe A teaynt
0 ¢«  No knowledge at all D SABY! o sy e 0
e Wellinformed on at least a quarter / a .
Shaad) g Sladiall - ! : \
1 few of the products and services D = I on bl e ‘?:i‘ o j * 1
discussed
2 e Wellinformed on at least half of the K A A Cheadll y latiall chial 5o B o Wy @ 2
products and services discussed Lgailia
»  Well informed on at least three - .
Siaall oo S g gl B8 BYY e Jay e
3 quarters or more of the products and D e 5 2 olasalt 3
services discussed e 3
¢. Did the staff attempt to “cross-sell” other products Sladd g il LS mall™ o aUAY Al glaa il gal) o3 A &
and services? Sea
0] &  No cross selling at all D I0kY1 Je oyl anll Al b ad e 0
1 s Crass-selling after a lot of prompting O A G SN g BT al) Alaay Sl e 1
5 . g:zfzszugg after a little / some E O Al 5t Gyl S Y1 il fslans 5 o 2
3 e Immediate cross-selling attempt D il e Sy Al Bgan i e 3

d. Did the s'taff explain Why Bank Dl!ofar's produc:s LU L B L sk y pdie Bl 7o il gl 8 Ja &
and services possess a “Comparative advantage LA L g A3 el
relative to competing banks? ’

3 1 Yes 5 Y 3
0 2. No O X2, 0
If ‘No’, please specify your comments: ) mliads b Bla ST 1Y

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?

Ciadd y Sladie 06 TALIS Sl glad” LileY &) giaey it 43 A 7
falall 13 Sl ae il Ay

INT: LIST THE CODE FROM SECTICN B.

oy PJA I

()Penm quv‘ngs O et Al A rdal
ent Pecos q:b

.0 ¢ Noinformation at all ; ALY e Siegnay e 0
! s Informaticn provided or at least a i B gl e e Jps B e clac)
e all e gl : IS i
1 quarter / a few of the products and O e _,F'_". SR . 1
. i et a il it g Dz .
: services discussed I |
! 2 s Information provided on at least half m Slatialls Al _u,a.-.l heati _,N o slasl @ : 2
of the products and services discussed o AN Therally
¢ Information provided on at least three a1 T
;;L.,L." e A8 tLu_,H-‘d-n.)‘!luk. aLn:.i .
3 qualjters qr more of the products and El WiBia 5 iaail y Cilatial Gl 3
services discussed
3 * Not Applicable Sy Y w 3
f. Information on relevant procedures, faluall G135 dniall 4500 Shafiowall y (el Yl Adads Sle yaa £
documentation and follow-up method? A DZAIiAN A5 av . NaS of
¥ U o
INT: LIST THE CODE FROM SECTION B. O il Cpa el AiSE ad rlaaly
4 TdrﬂL P\(rg u\ﬂ
0 ¢ Noinformation at all D SubY! e Glglaay e 0
) . |nformat|onfprowge: on a;least a . D i) gt e i ) BY e sl e
quan:ter/.a ew of the praducts an i 5 el cilatialy 1
services discussed
2 e Information provided on at least half D Sl Sially Aalaiall e gleall i BY) Jo lac] @ 3
of the products and services discussed (PR T RS
s Information provided on at least three . . ,
Cilaglaadl e ST gl gl A G e slac! e
3 quar:ters c?r more of the products and E itBia 5 el aTially ikl 3
services discussed
3 +  Not Applicable T T )
B Did the staff attempt to acquire more customer Jal e Qe ddlaia S Cila glae A e A ey s gall 1 Ju¢

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

5030 Algs A Anlially SLAN

3 1. Yes O a1 3
0 K X 2. 0
If 'No’, pleasa spfc:fy your commerktcs’ el ) iy oF play ST 1
11
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[ 7.1 Timeless . - <A 71
| a. Waiting time on entering the branch, before o ORIl Cpil gall A Jaladlt Ly of U Jphs Ao JURGIYY il |

dealing with the frontline staff:

s Aasidt i pa e fpala) B3I

]
!

INT: SPECIFY TIME IN MINUTES: /0 ! f L+ L EL VRN I REEPRR LA W
.[ o e  (Over 15 minutes D & 15 5 250 e 0
2 e 5.10 minutes X 390:10-5 1
b2 *  3-5minutes D Ji5-3 e 2
3 O 3

o  Under 3 minutes

Sl 5 s W

to be fulfilled once reaching the counter:

b. Did the customer feel like the queuing system e S8y ety el B BV a5y .
P Sy wieall (B LYY allS Gl Q) et A
functioned properly? v e
0 . Qlll:eumg systemn did not function at D DY o g ¥ il 3 Y e 0
a
» Queuing system functioned, but it dall . Ly e
o 1
1 worked with a few impediments E Ll gans gon 0¥y Jts o SRR A
2 + Queuing system functioned and it 0 Jud SO0 0 &S s Jaty hall G LTYT A ) e 2
worked quite easily and efficiently Losa Al
3 e Queuing system functioned and it 0 Sl g Al & gty ciall i Ty U 0 e 3
worked very easily and efficiently Juad
* Not applicable |:| Gl Y e -
¢. Time taken for the “purpose of the customer’s visit dlye N dgea sl 25 a3l 35 chab 48" Jal (e Sl Clgh &

:u " 1)

INT: SPECIFY TIME IN MINUTES:

15

12

1B G i ) a1 daaly
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H. Additional Comments on Visit 3 0 Al 48LGY) Sl Sl K

- Provtde mow fchWj

End of the Survey - Thank you very much....
o 80 = il iy

| TOTL Branh Score

{Total unwelghted branch score, summing all sections):
::-“:,;'s jor x| ’ I.l ’ E " l e TotalPolm&mre\dInthls‘ 'l'otal MMMWI iy
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
B ., -; ".‘ e . :& - - : t‘ -
" ‘ ,., ,¢. TGTAL SCORE 1'! Lot -‘-i T 4

£ il bl £ e £
(PuY1£w‘tﬂmﬂlﬁLMItJm) _
Jalall Avteaioall RN £ pags |- 2pasll 8 Alpunall SIKY § gapa s a ekl gy gl Jaladl |- el
G238 Ledhal) Sl y £ A1 <
OB gl e a0 &

e gall Aglas g ASh g (il gal) 30 '

13







