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PROJECT: Money

SHOPPER CODE DATA ENTRY EDITING SR. #
Name Number Name Number | Name Number
18 9l
3 4l 3 - . . .. s
A ‘ Ninoy G e shad) Jlaal Ggiall 3a)
“U‘ gyt r‘s)“ o é‘:‘J“ r““"\j|
39063 zyef | aule | 3909 hadel | 26

A. Details of Visit BN Sl -
Bank Dhofar il by
Bank Muscat O Jaiea iy
National Bank of Oman O anll ik gl i) Ay o g3 i) 1
1. Bank Visited
' HSBC-OIB O HSBC-OIB <l
Bank Sohar D Saua oy
Other Bank: oAy
2a. Branch Name & DJ)J & Dl sl i2
2b. Branch Area \Sb)‘ci\‘/\g&\’:ﬁ)ﬂ)\yd\;m g ol age 22
3. Branch City 9\ s Ayl 3
4. Branch Region 6&9_;"‘) \ 5 \__c:% bl 4
Day | Month |  Year ™ oM on B
5. Date of Visit B ’é éf
Hours | Minutes Gidal [ e lud)
6. Start Time of Visit f /3 iy s, 6
. Hours Minutes JErEN] el
7. Total Duration of sl saa 7
Visit Q’s l Oa § :
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2. General Enquiry relatingto a

Opening a Savings
or Current Account

Saving Scheme

Housing Loan

j}lh&&@ué}qéﬁa(\a JM&‘ _2

3. Complaints / Grievances:

INT: SPECIFY THE EXACT NATURE OF
COMPLAINT / GRIEVANCE IN THE
SPACE PROVIDED

specific Product, Service Car Loan S a3 X
and/or Facility Educational Loan ailes g [/ @l Jpald daa g1/ g Gualiall Hd) b
INT: SELECT AS RELEVANT AND/OR - —— FOVEN]
SPECIFY DETAILS OF Credit Cards Obah iy
PRODUCT/SERVICE Personal Loan i
Double your Salary il el
Offer
Youth & Student Ml Gl Gl
Account
Slow feedback by a4
Request not done die pe allll

Wrong information
given

Akl Q\.a‘g.‘u elhac )

ODo00000000D000000NMOOOO0 OO0

Attitude G _peatill 43y )l
Credit Cards Olaity) il
Y Gl pall lea
ATM ATM
S5l g1y e
CDM CDM
Point of Sale (POS) bl
B il Jila it daad
SMS SMS
Fraud Juial
] S g peadl cileaal)
Phone Banking el
i ) Cleaddt

Online Banking e e u s
i yay|

laada [ 4800 3
qé GBaNall g o glAl Aagda daa sdialy
W panadiall olalt
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C

acilities

eeontationand Custe

-

4.1 Was. Custom T Parkmgrinstantly avallable for the

.

Mystery Shopper? :
3 1. Yes
2. No
i. Specify:
ii. Specify time taken to find parking: ____min. 18 ’l i g dlaY o0 g s o
4.2 Entrance to Building s e T Y dsa 4.2
a. Was the Entrance Clean? eladal Jaaall oS Ja )
3 1. Yes < ari 1 3
0o |2 No O 3.2 0
If ‘No’, specify “Why / Describe how” the S " Cia gl L 2aa dlliad (e S Gl gl S 1Y
entrance was unclean: scaday e Jaad)
b. Was the Entrance Convenient? $ltia Jasall 48 Ja @
3 1. Yes ] PEERR 3
0 2. No O 2| 0

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

Cleanline

jess of Premises. |

Was the

s Jnadl s o M s ¢ T gl S T
o

branch premises clean?
3 1. Yes X 1] 3
0 2. No | 2| 0

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

S " Ciaag) 1AL a3 llind (e "IS" il S 1)
Ak e Sl
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randing Material _
a. Posters/ Branding material present on doors, walls
and windows?

S8 gl g (a0 e V) 16 Ay ad e [ Ciliaale 23,53 b T

3 1. Yes O 1] 3
0 2. No X 2| 0
If ‘No’, please specify “additional comments”, O "hilal Gl " sas dliad e IS Gl gall IS
if any: RN Gy
' RO T TSI SUC VI
= - N =
b. Pamphlets, Leaflets and Brochures on display? el pliill 5 il i e a3 08 L
3 1. Yes 1%4| 1|03
0 2. No O 2| 0
If ‘No’, please specify “additional comments”, OF "Rl laadle axa @il e NS Ol gall S 1)
if any: WCaaa g
c. Branding material up-to-date? TA%aa 4 jladll cladall M ga Ja &
3 1. Yes 1| 3
0 2. No O X2 0
If ‘No’, please specify “additional comments”, OF ilial Aiaa D" sas @lliad (e IS Gl gall S Tl
if any: g
4.5 . Presentation of Staff’ . ‘ - L el gl 5
a. Were en resent at over 90% ofthe branch yb—u aa-u& f-UJ @m 9&34 O %90 o 581 33058 S 8 L |
desks and ccuaters _ fdaail)
3 1. Yes a 1| 3
0 2. No Kl X2 0
If ‘No’, please specify “additional comments”, O ¢"Agilial Claa D" daa lliad pa DS O galdl S 1
if any: g
AN % 3 of) < _) A \)) \ \ \§ }\ o

(\’Q\ngs \n‘@&\d \)5\» B

Lt
b. Were ali / o.
professionally dressed ¢

: staff neatly and

5LV Lo
\I\) \J
Serias oo abal (19 Gl gall alins / JS S J

3 1. Yes 1|3
0 2. No O 32| 0
5 Mdlal Gaa D" saa @l e ST Gl pad) S 1
If ‘No’, please specify “additional comments”, G = o sl .L;_\:
. -3

if any:

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

Sagilonty &L ¢y gaady (bl gall alina / JS OIS b

3 1. Yes O 1| 3
0 2. No X 2| 0
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Ol pih gall oy 5l Saadl a2a Aliad (e ST Gl palt S 1Y

_ c ey el Gl g Y

?3 5\\»\3\ <00 N e 0L AS N <
; EE - SRR

if ‘No’, please specify “the approximate
number of staff not wearing name badges;,
(

" ATM and CDM machines i NIy Tl 8563 4.6

" a. Was the area surrounding the ATM and CDM ‘ Cyun g ilal g aRIN £1AN1 g (AN Gil_pal) 3 3¢ ) Gl S A
machines clean and presentable? ¢ gl
3 1. Yes <] 1| 3
0 2. No O 2| o

If ‘No’, please specify “Why / Describe how the IS "G Ca gh 1" 3a lliad (e MIS" Ol gadl S 1
area was unclean: gk e oSl
b. Were the ATM and CDM machines functioning? a3 g8l £lal g AN il pualh B el s da o
3 1. Yes N axi 1 3
0 2. No O w2 0
If ‘No’, please specify “the time at which at B el 48 oS5l g{l\ b " sas lliad (e IS Gl sall IS 1
which the ATM / CDM were not functioning Gilpall ¢Glea gl 2a5) dand ¥ gl gl Yl yeall
(and specify which machine, ATM or CDM): (gl gl o Y
<. Was there sufficient cooling in the ATM/CDM area? TATM/CDM aGhia b 2 cisSall b 2,80 QS Ja @
3 1. Yes B4 a1 3
0 |2 No O X210 g
3. Not applicable O : Gibu Y 3
If ‘No’, please specify “the time at which at T8 Jam @ oal) g aa dlliad (e ST Gl S 1)
which the cooling was not functioning A Sy Sl

4.7 Branch Ambience and Facilities © T ESgaally £ M el 31 4.7

a. Was the branch air-conditioning fully functional SilS g A S Jarg (i gl Sl CAS Ja 3

and sufficient?

3 1. Yes % 1|3
0 2. No O w21 0
If ‘No’, please specify “Additional comments / gl A das dlliad (e IS Gl gall SIS
Describe how it was insufficient: S S o S Cuagl
b. Did the branch possess sufficient lighting? A8 selialy £ AN pdady A @
3 1. Yes Y] 1| 3
0 2. No O 2| o
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c.  Did the customer have sufficient waiting space /
seating area?

fouslad) sola (e ilS 230 [ RIS A0S Aabiia Jraall S S

3 1. Yes O 1| 3

0 2. No X X2 0
if ‘No’, please specify “Additional comments / [hsal clliadld s dlad “;“S":); :‘:’:3 :’:i‘::
Describe how it was insufficient: )\@ s \\x \S\ NP -? \Q o ﬁ?(

SN

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

g £ AN Jaka Ao guda gall claidy ‘U*uu&ugu‘uyj\ guiat Ja &
Saall oSlal g (olsall) b gl Calida ) ad 5

3 1. Yes

o1

3

0 2. No

O
%

¥.2

0

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

Ciaa gl ) ilad i elliad e S Gl gl S 1Y
-4l US: (A S

J\P@){o Ao 3\AY oa’&

_5\\\2*\ § »ivu gl \\;Qw\ now
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+ + +
L reetingiand § IIsiof:Sta : ) i) coy g
5.4 Gfeetmg of Customer ' ~ ] o oyl Gl 5.
a. Was the Mystery Shopper ”promptly greeted / g Al UJ\ 4-[9;4 JJ9 gh-“ ‘”um!i o d il il a3 0 )
acknowledged” on entering the branch?
0 e No greeting / acknowledgement M G/ e 0
1 e Greeted within 10 minutes of entering D Aredt Jsaa (e 31810 DA can ) 1
2 e  Greeted within 5 minutes of entering D Grandl J533 (o G183 5 M o il @ 2
3 e Immediately greeted on entering D Speadl J53a i il @ 3
b. Did the staff either / or: 0¥ saaly Gl gall a8 Ja
a. Ask for the customer’s name? $sanll and o J i
b. Greet the customer by name? faanl 83 aa Jpandls a2
3 e  Yes, the customer was greeted by name / D 3 et 0o o faand S5 ae draady gl 5 il a0 3
asked for his / her name Leand
e  No, the customer was not greeted by o | Al e Jla aly /At S5 pe daealy um il gyl DS o
] . X 0
name / asked for his or her name Ll |
23 5 il g "Tagal) lidc b AiSay CS" s gall N <
c. Did the staff ask, “How can | help you today?” ke 3 oot - iy 3‘3 d.d:;.’:)u:
and Probe the purpose of the customer’s visit? -
3 1. VYes, the staff did this E Sl (ol gall o8 28 cand 4 3
0 2. No, staff did not do this O Ay ki pall oy ol 38 2 0

d.

Was the Mystery Shopper redirected on the

basis of his / her needs?

flgdlabial/ailabas ol Saadl ggaiall Asags Bale) a3 A &
2 3 ’ 5 P

1. Yes, he/she was redirected on the

a.

the basis of his / her needs

eilabial/adalaal (3 | dga g3 saled a3 a8l cand
3 basis of his / her needs E R i 3
2. (OR) The first staff member ot - ..
: ) ay Gl Al Vil gall a5
3 e.ncountered prob.ed the nature of D 08 dpd &2 A L‘f.\;t‘dj/\fmuj:i\._.}\ . “(l") 2 3
visit and assister him / her
0 3. No, he / she was not redirected on D Leabiin /aalginl 1 4 sl Bile) 23 o S 3 0

Were the staff courteous on the customer making
his / her enquiry?
0 e No, the staff were not at all courteous | [ ] Y o gl iBgall S5l DK e 0
* Yes, the staff were quite / reasonably ] . T . e .
! ) A4S 43U Cals gl adl ¢
1 courteous B [Mlsite B4 sl (ol poe 1
2 e Yes, the staff were courteous O Gl i gall S o cpai @ 2
3 e Yes, the staff were very courteous D AL pad Galsgall S ol cpad @ 3
b. Did the staff demonstrate “active listening” on Spand) el " ol slanal™ ciligall 481 Ja
customer enquiry?
¢ No, the staff did not demonstrate .
¢ ) plinal ild gall jgda OIS .
0 active listening O s 34l gy ol N 0
e Yes, the staff listened quite / TIPS R e
1 ! \ A giba 4By yhay i gal) sl a3 (o
reasonably actively D Gl B fll s ¢ gl e 1
2 e Yes, the staff listened actively E Gl Ciligall gl ail cans @ 2
3 e Yes, the staff listened very actively D Y Ga S Ciligall gl ail (pad @ 3
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Did the staff appear confident? SAuidi O (319 ) o ciligall je
® No, the staff did not appear confident D dudi o (@9 Ad) o Calh gl sedng NS e 0
® Yes, the staff appeared quite / = . . . oy 4 " L.
X Audi Ga (319 Al als gall ¢
reasonably confident dina Jdy On Bl Al gle el gl cpni 0 1
® Yes, the staff appeared confident D dudi e (@19 4 o Gl gall jekacani @ 2
® Yes, the staff appeared very confident D Auaki o Lalad (3809 4df o Cala gl jgkacani @ 3
d. List the names of staff interacted on o .
. Qhu ., ‘ . a m >
with: Ipga Oadl) ol gall plawd SN &
e Mr./Ms. 1 Al laull o
e Mr./Ms, 2 Ayl o
e Mr./Ms., 3 Aadfdall o
e Mr./Ms. 4 Adaul/daull e
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6 1 Staff Capablhtv

Did the staff frequently probe the nature of the
customer's needs?

YWMw}\u&@a\m@JW‘[huhﬂ\‘au& t"

1. Yes

oxi 1 3

2. No

KO

X2 0

If ‘No’, please specify your comments:

L

S )

Q. Stk A e, T
-~ P )

~ A

(50 NQ\PL\ S))sH L

b. Did the staff actively attempt to anticipate g a3 Lad Ataney il 5l ol g
customer needs? A QR g ? -

1. Yes O pni A 3

2. No B 82 0

If ‘No’, please specify your comments:

—

&

:L‘-\a‘_( gl o Sla, DS 1Y

1

Ty=t 3D ) i)

c. Were the staff able to cater to the needs of the aal saslume calla 93 Cpa ge ) clabiia) Ali (il gal) pUaind Jo &
customer without seeking the help of a colleague? T3l

1. Yes [} pxi A 3

2. No O 3.2 0

If ‘No’, please specify your comments:

i pliady a8 Bla ) S 1Y)

d. Were the staff able to answer all / most of the . o .
questions posed? fha g phaall ALia) plina [S (8 AlaY) il gall plliad o &
1. Yes X o1 3
2. No a 32 0

If ‘No’, please specify your comments:

sl g Alcaly a8 Blay DS 1
gl gl ad el

If the staff were unaware of the answer to a
particular query / queries, did they politely “ask
you to wait while they double-checked with the
system / a colleague”?

da

1530 dal fpli) pe AL 5 e AU Jal o JUEINI Gulgy dlia cuilla

g ] Jpma Jligar o oY) o 1508 Ciligall 0% o113 1

1. Yes

o 1 3

2. No

Od

8.2 0

If ‘No’, please specify your comments:

ATl 8 5l OS]
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Overall, was the staff well-informed on Bank

Ghadd g Gladiley Adlaie Alena Cilaglaa Cili gall g.ﬂl&d& ale Jody |

Dhofar’s product and services? Ul iy
0 * Notat all informed O ALY e cilaglae 4] Gul e 0
e  Wellinformed on at least a quarter / a . . " "
“laaddl g Cilaiiall | i |
1 few of the products and services D = 3 il Go it s ucﬁzl:h :K; * 1
discussed ¢
2 e  Wellinformed on at least half of the D & A el g claiidl dial e JIYH o alay @ 2
products and services discussed Lidilia
e  Wellinformed on at least three- R
A slaiidl e S0 gl gL 5 Jsy
3 quarters or more of the products and X ol oo S8l ijﬂ‘,‘f)h j\j‘ j::_‘lr ¢ 3
services discussed . ’
b. List the details of the “main purpose of your visit” el (B (5 LaS) 5L i M Cargh"'c Aliada AaY plagy ab e

(as per SECTION C); rate the staff on the level of
“product / service knowledge” in this area:

"Cilatid) g cilatially glaiall 48 aalt (g gia” o Cndby }ds'ﬁn adg e

R RAIFRTY g&

INT: LIST THE CODE FROM SECTION C.

el (pa B 03 1l

0 ¢ No knowledge at all D G o aly Y e 0
e Wellinformed on at least a quarter / a ) "
“Laadll g Ciladiall (e Julal : |
1 few of the products and services D = 3= o le o= LWLM‘;; (JL; ¢ 1
; Lgidilia o3 (A
discussed
2 e  Well informed on at least half of the 0O o il clarall g caiall Chual e IV e oy @ )
products and services discussed il
e Wellinformed on at least three .
: il e S o) gl gl A28 S
3 quarters or more of the products and | X clatidl oo 81 5l gl e oy 3

services discussed

)

Letdilio 3 3 cilesall

c. Did the staff attempt to “cross-sell” other products Cilard g latial " LYY anldl™ G alAl A glacay Lils gal) o8 Ja
and services? £ oAl
0 e Nocross selling at all X GMBY) e Al i Alany iy o] o 0
1 e Cross-selling after a lot of prompting D il ) a8 g ALY anll Lleay 5 0 1
2 . ‘c):z:::;::g after a little / some D i) a3y HmY) gl e 6 0 2
3 ¢ |Immediate cross-selling attempt D 25l o oYl aull A glaa B e 3
d. Did the staff explain Why Bank Dhofar’s products

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

ALaBiy™ Lgyat JUAB oliy cilasd g Cilatia 1lal 7y cilh gall o8 JA &
Shodliall o gial) ga 43 e "Rl

3 1. Yes O a1 3
0 2. No X %2, 0

If ‘No’, please specify your comments:

ST Py o sl S T
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e.

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

k. y Cladie o AL e gl dlilkaeY Al glaay (il gall T

CAlall @bl clyash aa b di

INT: LIST THE CODE FROM SECTION C.

& gl (oo ol A0Sy o8 1ialy

0 e No information at all D Y e clagha ¥ @ 0
e information provided on at least a set "
Aglaiall Cle \ ¢ \ | Uae }
1 quarter / a few of the products and D = ﬁtméfjﬂ‘ﬁ‘ ° !1' * 1
services discussed & T
) e Information provided on at least half O aiially dilaia) Cile gled) ciual JB Ao cllac) o 2
of the products and services discussed Leadilia o Al cileaddl
e Information provided on at least three . "
o shaalt (pa iSH b gl b A3 (B ac )
3 quarters or more of the products and M gl 0n S5} 9) £l dW e elael o 3

services discussed

Ladiia & A Cilassll g cilaially dalaial

f. Information on relevant procedures, TAL) s Aaglialt 480 g ilaiesall g cilp) p¥ly Allalia Cila sl 7
documentation and follow-up method?
INT: LIST THE CODE FROM SECTION C. @ pual) o 3wl S, 8 1ialy
0 ¢ Noinformation at all D Gy o clagha ¥ o 0
, . lnformatlonfprowfde: on a';least a ) D bl e sbedl cpe B o) O e otkel .
quar.ter/:cl ew of the products an Liilia 3 1 1y claiall
services discussed i
2 e Information provided on at least half D calaiially Aileid) Cile glaall Cioal JY o lae] o )
of the products and services discussed Lgidilie a3 Al Clerddly
. ¢ Information provrdid :n at I:ast thre;e E el 5o s g &L“‘ B I e olbe] e .
quar.ters qr more of the products an Liiie 3 gﬂ‘ easl y clatialy dileidl
services discussed
g. Did the staff attempt to acquire more customer Jal O Oge il Ablaie S cilaglaa A el W glaay cild gall atd Ja¢

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

5 Ja) i b dnsaly 1l

3 1. Yes O i 1. 3
0 2. No X X2, 0
If ‘No’, please specify your comments: . i)l ad el M3S" 13}
e PR LS AN T

g
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i gl 7.1

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

(‘,aug{,a‘,aﬂ bl gal) & Jaladl) d-ﬂj ¢&)n‘dpanLhu'Y\ by |
T daadl) Qg o Ig.ala‘il Jali

INT: SPECIFY TIME IN MINUTES:

1 HBAN Cowa il gl daa rdaly

0 e Over 15 minutes O 468315 e ST o 0
1 e 510 minutes O G48310-5 o 1
2 e  3-5minutes m @B5-3 e 2
3 ®  Under 3 minutes D Gl &N e il o 3

b. Did the customer feel like the queuing system
functioned properly?

Saa Jdiy Jarg daall B ) HU85 Gl g3l e b

* Queuing system did not function at

0 Al 0 BEY o Jany ¥ Coall i Yl i) e 0
e  Queuing system functioned, but it " . . . s s ...
| aall aiyt s o) 1
- worked with a few impediments D Gl s g 08l dany @ SISO e
2 ¢ Queuing system functioned and it O Juad < g U ggens Jany auall b Tyl i e 2
worked quite easily and efficiently Lada
*  Queuing system functioned and it IS Al Al gy Jany caiall b Uyl i ) e
3 . -~ O : 3
worked very easily and efficiently Juad
* Not applicable E GhuY e -
ken for the “purpose of the customer’s visit t8hga M Jomagh die ¢y 5l 545 cdar Apli” Jal Cpa 23540) e
“lled once reaching the counter: 1" daadd)

INT: SPECIFY TIME IN MINUTES:

e - s .
INT MENTI N PRODUCT / SERVICE ABOVE ND’“
-~ TIME TAKEN-TO PROCESS REQUEST

1CHBAD a8 glf aa sty
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H.
(if any):

Additional Comments on Visit

3L dalaial) AdLaY) Cla jilall A
(s 0Y)

e uS e 3 W o (o =9
\¢ ngﬁ\ﬂ\m_@&gb %\:J\ ) ‘d—‘—

@ I ¥ @0 DC P sl [ 15 5%)
. P D YL
N . ‘}f"sw‘ 9\\\ )ﬁgi :‘\’)éﬁ(’&\) ® )2 \

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

S T8 — i) g
G. TOTAL Branch Score
(Total unwelghted branch score, summing all sections):
Section Parameter Un der Evalua tlon Total Points Scored i in this Togal Points Allocated /
- Area: Parameter
C Branch Presentation and Customer Facilities
D Greeting and Soft Skills of Staff
E staff Capability, Knowledge and Cross-Selling
F Timeless
“TOTAL SCORE
gl Hiiggana £

()08 gan il Tam ol 2 L E 1)

Saadl floaaiall BED) £ gana | - speuidll b Alpucall BUAHLE gara- o lia a gl Jatall [ sl
O3l Aadiall gl g £ AN agakd &
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Gl gall S jlga g G Sl &
Yzl Adee g 43l g il galt 5 jad z
< gl z
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