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PROJECT: Money

7. Total Duration of
Visit

35

SHOPPER CODE DATA ENTRY | EDITING SR #
Name ] Number Name Number | Name Number
! | A ' e
; ? P 5?3]9
:&_’)&Aﬂ
"3_)” 1 -t : -t Ty W - - Y.
C ) - ot I ol geaa,t a2 &gl Gay
S s !
a3 i i A s .Y A=t
N | 47
A. Details of Visit 5L Sl -
Bank Dhofar E Db i,
Bank Muscat O i i
N National Bank of Oman D andl il S 3 3 e 53 Sl
1. Bank Visited
HSBC-0IB O HSBC-0IB
Bank Sohar O o iy
Other Bank: LAl Ay
Za. Branch Name Do Fa( 6&&& « Hualak \‘IMQT!WQ ﬂ'\(gl\r gl ast 12
2b. Branch Area Geade The, ‘]LC.C CoruardimCalen Coodia. £ i ghye 2
3. Branch City t-lea e v Spadt 3
4. Branch Region ﬂ“ w Gl 4
Day | Month |  Year audt | g2 [ . LM an 5
S. Date of Visit -
| | 203 & | 12
Hours [ Minutes Jadah | cleld
6. Start Time of Visit ol iy od, 6
I'h l
Hours Minutes JEEEET AP

3 7

T- Db - et




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

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

Credit Cards

O
Double your Salary
0

Youth & Student D S ¢ e e
Account : A= ’

M s e i Bladae ple Ll 2
Jiges

[ i) Jealls ata gl g aeddalt 580 rdaly

FORTR)




4.1

Was Customer Parklng Instantiy avallable for the B

fMuhbJuuuﬂJ-qiﬂdM CYP Y X |

Mystery Shopper?. _ |
3 |1 Yes [ [ i aei 1 P3
| 2. No X x2 |
i i. Specify: i g
! da
} ii. Specify time taken to find parking: min, 5 iy g 2 ) 2a
4.2 Entrance to Building irall B Jedah 4.2
a. Wasthe Entrance Clean? elias Jasall CAS b b
3 1 Yes B ox 1 3
0 2. Ng | ¥ 2 0
If ‘No’, specify “Why / Describe how” the Ol Chay 3L 2aa Sl S SIS el IS
entrance was unclean: O TR FRTRY
b. Was the Entrance Convenient? Cladie Jasad S b en

1. Yes

w1l 3

2. No

OX

us 2 0

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

Lt Jaaall S5 Al " aaa s STl gl S

e WLW‘RL.A, u:-urr,. t}?‘&p B N (‘?.,,;;.;_ :. % : T _‘,. : - 3

Was the branch premises clean? LB B AN e O Ja
3 1. Yes X pni 1 3
0 2. No ] w2| o

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

S S o yf /1L 2aa el S TIS” il padt S B

Al e
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[ 44 Branding Material ] v

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

"J‘l‘,a..l_,v\-.h.d .u\y\Jluﬁu L\.nn.oLaﬂG[\.nLl.dlathJA j

i 3 l 1. Yes m a1 3
0 . 2 No O %21 0
i If ‘No’, ptease specify "additional comments”, i O i) Cilaa i i Slal D VST gt S
Lif any: i Lnay
i |
: !
j !
| :
b. Pamphlets, Leaflets and Brochures on display? il g DS s e a0 b
|3 1. Yes X s 1| 3
0 2. No O M2 0

e

*s JT

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

; if ‘No’, please specify “additional comments”, (I TT TERCTS P, DO TR | IR S, - P S T
if any: Sy
c. 8randing material up-to-date? A0 X hadh LNl dge A LD
3 1. Yes [ 1|3
0 2. No | W2 0
If ‘No’, please specify “additional comments”, S il San " s Aliad e S Gl gadl RS 1A
if any: iy

A gy mSn 5129 £ AT il ga o %00 (oa 81 21 (A8 b )

desks and counters? tiaaall
3 1. Yes [E P 3
0 2. No O ¥2| 0
If ‘No’, please specify “additional comments”, O i) Sllaa N daa Sliad e SIS el IS N
if any: ey

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

by e el 9 5y JpdBgall aliea [0S S JA

if any:

3 1. Yes X 1| 3
0 2. No . 2| 0
] N Mgl Silaa S e S el A
If ‘No’, please specify “additianal comments”, et e a ot “] . ?
e §

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

 peansly LS gy (i gall plima f S (S A L

3 1. Yes

1|3

0 2. No

RO

a8 2 0

If ‘No’, please specify “the approximate
number of staff not wearing name badges:

o1 i pall o 0 aali daa Sl e ST gl S T

ey DL e Y
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4.6 - ATM and COM machines -

g gy 3T iy S3) 48

a. Was the area surrounding the ATM and COM

_,...;._,.uh.a @.ul&!qw,q.\ﬂ o el gl sl Sl ag A )

i area was unclean;

machines clean and presentable? 2 pgaall
3 1 Yes X1 1| 3
o | 2. No O 32| 0 '
[ I If ‘No’, please specify “Why / Describe how the D8NS oy il am allid e ST laldt IS :

QETCVRRT- g uSa.'

b. Were the ATM and COM machines functioning?

-

T g AN Iy VY i el 3l SIS A

(and specify which machine, ATM or CDM):

3 1. Yes X i 1) 3
0 2. No 0O w2 o0
If ‘N, please specify “the time at which at e A K o D Sae 2lad e ST el S 13
which the ATM / CDM were not functioning el e g 2ag) L Y A LYy Yl eall

(R g1yl g I

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

SATM/CDM Glsis 8 39 ciSd) gl 380 OIS 4 &

Lecavas. fi» AotSde W

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

3 1. Yes O ani 1 3

0 2. No O B2 g

3 3. Not applicable ] 3uy¥ 3| 5
if ‘No’, please specify "the time at which at A Ll g3 2807 e Sl e TR el SN
which the cooling was not functioning e K ekl

i z*ﬂ‘"ﬁﬂ;

TR 4T

ST .ﬁ R i)
TSy Y Ok Jay A gl Sl S A

PR Tl
ZARIALF sl

3 1. Yes E a1 3
0 2. No ] 3 2 0
If ‘No’, please specify “Additional comments / filel Cilan " saa Al S PHST Sigall K
Describe how it was insufficient: S Sl S Ciayl

b. Didthe branch possess sufficient lighting?

P48 Galaly £kl Al JA Lo

3 1. ¥es & p 13
0 2. No O W$2) 00
If 'No’, please specify "Additional comments / frads) Clhall daa dlliad T VOET lgadl GRS 13
Describe how it was insufficient: S 5 ol S syl




+ + +

| ¢. Did the customer have sufficient waiting space / | L foeal olha e oS 0o f URITH A Aalia Jeaall IS 6 S
| seating area?
|3 1. Yes ! 1| 3
0 | 2. No 0 < 2| o
fradils! Claatia s dlliad e HET et SIS
S S Al s ey

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

. |
i d. Did the customer find it easy to follow the signage

| within the interiors of the branch, indicating different
counters/ work stations?

3 1. Yes

Al g Bl Ja13 A geds gall SN A g iy 1 G B LRIl JA L
Tlaall il y (Ol A alihe M)Al S

pea 1 3
¥.2 o

O

0 2. No

If ‘No’, please specify “Additional comments /

) ) ' : gy il Slha " aa ALk e SIS O gall IS 1Y)
Describe how it was insufficient: T a Ao

SIS S5 W) S




iﬂm v :u'a‘;’t e =1'!“':-f.l_'f. -

rl- An ) h-." o ch: L ERERLE 3

5.1 Greeting of Custnmer

¥ U TR AR Vg
v ¢mm,m's°nf

_f
L

O 3 gm0 8.9

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

TE AN i e AL pulall e b Al 1 S

1o

I 0 *  Nogreeting / acknowledgement O e I
\ 1! e  Greeted within 10 minutes of entering : E IPPUSFEEIUPRE vk DR Lo S EQNETENG I : 1
2 o Greeted within 5 minutes of entering | [ Jead yhica FREMAa e |2
| 3 ¢« Immediately greeted on entering D ol Jgha g cus Sl e : 3
b. Did the staff either f or: el aaly db el 2B 08 o
a. Ask for the customer’s name? ¢ dsanlt st e
b. Greet the customer by name? fand 83 aa ey cim
3 e Yes, the customer was greeted by name / O A aad e S jaal S5 ae Ll e 515300 e e 3
asked for his / her name L
0 s No, the tustomer was not greeted by E e Ly ady/andd Shae balbcua Bl 4y 238 e 0

name / asked for his or her name

byt !

A (f kial 3 "Ep ) dhG L K ™ (o pall Joa A

c. Did the staff ask, “How can | help you today?” ¢ Loall 3,45
and Probe the purpose of the customer’s visit?

3 1. Yes, the staff did this Ba S0 Calh gl 15 il ami 1 3

0 2. No, staff did not do this O Sy Gl gl o 38 2 0

d.

Was the Mystery Shopper redirected on the

basis of his / her needs?

Halialadalial Lo sl Al Seadall 4351 5ae) 23 06 &

1. Yes, he /she was redirected on the

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

Saldaladaiial ) () headl dza ¢ Salet 35 1) 4 e
3 basis of his / her needs D Haliaidalial A ()b 40 5 # e 3
2. (OR) The first staff member o P . .
;J“.._,._u.l.:lk_;d.lﬂl J.ﬂ'r JJYI l_‘.‘ﬂ}lj‘ ‘)'ul.h\d" (J‘) 2
3 e'nf:ounterec.i probfad the nature of m Waeles foxcinny 5 U 5 duns 3
visit and assister him / her
0 3. No, he / she was not redirected on D PeaiaGalial «._;?.,:u Salel 3 l’_] 25 3 0

' "J*-‘J'l l.‘l—u‘ w LF'.)L-““"! '_;.\J‘j-ll L‘EJ‘M uu dl 1

0 *  No, the staff were not at all courtecus D Y e Gl liBadl G S . 0
s Yes, the staff were quite / reasonably . ., o wa P
! [ Al N o Jadal
1 courteous O P g By Ll gl pad dipnd 1
2 *  Yes, the staff were courteous D el gt S e e 2
3 *  Yes, the staff were very courteous E AR ok byl CAS GG caai e 3
b. Did the staff demonstrate “active listening” on el iy e plial” il pall il b
customer enquiry?
&« No, the staff did not demonstrate . .
0 ¢ 1 p\ial il gall gdiy ol US 0
active listening D i #itual LB gl oy o *
& Yes, the staff listenad quite / D e e 4 - e .
g Llagl A giia Al by i gall | Aot adl ¢
1 reasonably actively D st Bap Ml gile  cdB g 1
2 »  Yes, the staff listened actively O () i gl gia) il ani @ 2
3 s Yes, the staff listened very actively E ddall Cpa pil il gl el 2 ians @ 3
+ +



+ +
L Did the staff appear confident? | ‘ P e By ] e B gal) gl
: ¢ Np, the staff did not appear confident D L PR PR SN YL EEVH-I . S
' s Yes, the staff appeared quite / . .. . e
| ' e I Akl Y = ; ! 3
! reasonably confident m “ : e e
* Yes, the staff appeared confident D i e Byl e Ao el jgai e @
e Yes, the staff appeared very confident | [] ok e il By 0] e o gl g e e
| d..th List the names of staff interacted aghe e ekl e o) plani S
. with: o
e Mr./Ms. Haahoo 1 FUPEFTEREFIN
e Mr. /Ms. 2 Y el e
! *+  Mr. /Ms, 3 Lodf lodlt e
* Mr./Ms. 4 Ll lall e




6.1 Staff Capability | - (kB gal} § 30 6.1

| a. Did the staff frequently probe the nature of the T8 S8 S B Olata) Aagh (8 LYl il galt o3 )
! customer's needs? |
;3 I Yes | { 1 3
Lo T2 No [0 %8 2 0
i ; If ‘No’, please specify your comments: EERS I AN
b. Did the staff actively attempt to anticipate 0 ) Ciaiin) (ofias Ak & gaay il pall 3 4 oo
customer needs? ;
3 1. Yes @ aa 1 3
0 2. No O %8 2 0
If ‘No’, please specify your comments: )l W P S
€.  Were the staff able to cater to the needs of the i 5.8 Le ath 198 e G Slaliia) A0 il gl plaid Ja S
customer without seeking the help of a colleague? S PR
3 1. Yes D pai 3
0 2. No | 35 2 0
If ‘No’, please specify your comments: RCR ldal o cla ) ST 1Y
INT: IF the Answer Is YES , s0 the answer for Q
D should be Not Applicable
ObouY Somas 1$5uga
d. Were the staff able to answer all / most of the i )
questions posed? T gl ALYl alime [0S (F Y b gall plliud JA S
3 1. Yes D a1 3
0 2. No & ¥ 2 0
3 3- Not Applicable Gy ¥ 3 3
If ‘No’, please specify your comments: Nl Ly 8 R ST 1T
to ol aboul tome info
e. Ifthe staff were unaware of the answer to a O A Alica) fopma Jigen 6 AV e 100 b gall 0S5 a1 11 2
particular query / queries, did they politely “ask £ 0 dab fpUBdD e 40U 3 pe 281N Jal G I Gyl dl Gl
you to wait while they double-checked with the
system / a colleague”?
3 1. Yes X a1 3
0 2. No O % 2 0
3 Not Applicable Gy Y 3
If ‘No’, please specify your comments: R Tleaady o8 pla ) ST
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L

i e o T A U 62

©a. Overall, was the staff well-informed on Bank

u“JM%MHhJ&AE—*ﬂ‘ L;-ﬂuuuh fl&ds-:u 1

4
l Dhofar's product and services? ! § B Ly
.0 e Not at all informed O } ALY Lo Diagleaad ol e Q *‘
‘ +  Well informed on at least a quarter / a masd) y Caaiall e Gl fan, e BN e A
Datdl) y Tialial T
1 few of the products and services O TS & '{ = ‘H" 1
| discussed =
; ) ¢ Well informed on at least half of the i A A Hanaly Sl cheal e BV e day e 2
| products and services discussed IS
| * ‘Well informed on at least three- , R -
iatiall i gh e il W e o
3 quarters or more of the products and |:| il e 81 t-,'a‘L.. - J - e“u * 3
] ] gilinia A “'.IM »._:Lg.la..lj
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:

] A g ) "5 QJL“,...,UHJ.\F\"HML\N&-&)J‘J -
M liddll y Sladiadly  Badall A jaall 5 i e Cphl pal] aplls By o
M.h.n]\o.uql

& ) a3 B KB 3 2ty

INT: LIST THE CODE FROM SECTION B. I ol 1 oan
0 *  No knowledge at all D SNy e ade Y 0
« Wellinformed on at least a quarter f a ot .
Sz Slaiial | : \
1 few of the products and services D S e G fe “Fﬁh"h ﬁ ¢ 1
discussed ~
2 ¢ Woellinformed on at least half of the D 1 B Slaadll y Slatiall el pe B e adu @ 2
products and services discussed 148l
e Wellinformed on at least three . .
il e A8l gl 5
3 quarters or more of the productsand | B el S t',"f_; «:)L. “ﬁ); :}'1 "luh * 3
services discussed " ’

c. Did the staff attempt to “cross-sell” other products Sladd g Sladial " ALY aall” o aLAl A glaey CiB pal) A6 A o
and services? ¢ sal

Q *  Nocross selling at all E i P [ S B P B PP TR S 0

1 s  Cross-selling after a lot of prompting L__I UAE A0 I PRt LI PR TE5, 4 [ A 1 DEPRR S 1

2 . E:;:;::Ir::g after a little / some D N ) 0 B g Yl ad s 2

3 s Immediate cross-selling attempt D S e Slait i Wgag il e 3

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

LA el B ol Loy Silatia 130 g ko i gl 0B J6 G
St & il pa A5 R "l

3 1. Yes

o L 3

0 2. No

X0

a2 0

el ity o8 ala TS 1

If ‘No’, plea_s specify your comments:; _
oy e T bﬂwk./l

10
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Did the staff attempt to provide “complete
information” on Bank Dhofar's products and
services, along with relevant literature?

Shadd y Ciadie S8 NS S glea” idae Y A glaes wilh gall ad A ¢
Plall C) S ae ik d

INT: LIST THE CODE FROM SECTION B. [ J T Sl G Sl 425 0 slaly
0 I[ * Noinformation at all 'O et e DagaaY e 0
i I s Information provided on at least a T‘ Tt syl pe R fa, S e e
[l Ad el L axa ! & =l L J
| quarter / a few of the preductsand | [_] SR B 1
! . ) ! elie 5 S0 Slaodl)y Ziadid
i services discussed
7| « Information provided on at least half | e ZiaEial: ATl Siledd! el B 8 clac e )
. of the products and services discussed | Wilie 5 D Siandliy
T
e Information provided on at least three - vl Doagh i e
;;LA).!A.'I o J.|$| _" E_L!J\ ey i j‘ﬂ = oL‘.a:} -
3 quan:ters crr more of the products and D e 1 laally laTiall dilata 3
services discussed
3 « Not Applicable ! T NTS 3
f.  Information on relevant procedures, il D3 Anyliadt RS g laTial) g o Slp Y0 Ade Slagine
documentation and follow-up method?
INT: L1ST THE CODE FROM SECTION B. cab S el (pe el AR ot
- 'l{;a n
0 » Noinformation at all D SMaY e Glagaay e 0
s information provided on at least a .
Aol S plaall e B fag; BYY e sl e
1 quar:ter / ‘a few of the products and D Wil 0 Slesalhy Slasialy 1
services discussed '
2 * Information provided on at least half D Satialls A2 e peall chead BY) e dllac] e 5
of the products and services discussed Lgitllie o3 Al ienalty
e Information provided on at least three : - :
Sihaglaalt a0 o Pl DS B o elz] e
3 quarters or more of the products and E hmsx e iy S PY 3
Leililin T Cilanall g Slatialt dilaiall
services discussed Aot 3
3 =  Not Applicable Gy Y e
B Did the staff attempt to acquire more customer Jal o Gl Allate JSH ilaglea 4B el A3 glasy il gal) W8 6 F
information so as to follow-up at the end of the visit? 5000 Ay A Aadiadly alidll
3 1. Yes | RIS 3
0 2. No O 32 0

If ‘No’, please specify your comments:

A gl 4 e ST D

11




+ + +
7.1 Timeless < gh 7.1
Waiting time on entering the branch, before | o DRl Gl gl aa Salallh iy LA (Jads 2 SURGYI =yl

la.

dealing with the frontline staff:

D Aasil) adiga e £ elail) ladl)

INT: SPECIFY TIME IN MINUTES:

‘ ;bﬂﬁlgﬂdjb\h sdaly

to be fulfilled once reaching the counter:

1
0 | e Overisminutes gaj G158 e | O
i 1 ' s 5-10 minutes m | a8 10-5 e ‘ 1
' 2 s 3-5 minutes D 3053 . i 2
3 » Under 3 minutes D Sl B e A e 3
b. Did the customer feel like the queuing system . . .
-a-‘l—d(ﬁuu‘ el Boiriny (RS- TN AP,
functioned properly? ? Jos b JEL pB L g mt O
¢ Queuing system did not function at . o
0 al i B e ey ¥ il i SY A e 0
e Queuing system functioned, but it . . . . . .
1 1 gl e : [ ety alias -
waorked with a few impediments I:I Sl e Oy ey ot S AR e 1
2 s Queuing system functioned and it [ Sad JSl g A gy Sy sl A LYY N Y e 2
worked quite easily and efficiently Losa b
3 e Queuing system functioned and it 0 JSy g A A sy Jmry iaall 4 B Wl VR 3
worked very easily and efficiently Jlad
e Not applicable O G Y e -
c. Time taken for the “purpose of the customer’s visit a3 g A dgeayll die G 3005 ok 40" Jal e M clgh o

:u " b

INT: SPECIFY TIME IN MINUTES:

IV LY

;d.uﬁdl\ e b g 33 Tl
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‘, H. Additional Comments on Visit 15k Alladall AdlaY) Cla il Ky
i any) (ny ) |
:i |
- Prouvtde (\_Q_Cﬂ. ; o

P(\ou‘-ib wuj(tuw)adwm\“' | .

E- T(\M e slafgd e thtanns
| emeunts Lkt g lgeX 't!:u. Sen e |

End of the Survey - Thank you very much....
S 13 — Lt Alys

G. TOTAL Branch Score
(Total unweighted branch score, summing all sections):
_ S‘ " Para : Under' E vduatloﬁ Total Points Scored in this Total Points Allocat_gd I
Area: . Parameter
C Branch Presentation and Customer Facilities
D Greeting and Soft Skills of 5taff
£ Staff Capability, Knowledge and Cross-Selling
F Timeless
TOTAL SCORE

£ Al bldi £ gana kel
(AedW S aan of il das sall e LUl § gand)

Jolall laad i WA p gags | peadll b Algaat BT p gara ek g3l Jaat) ikl
G S Asdiall Sl y £ Al pls o
Ol gl b Lga y g 20 <
A aall Ll g 4y il g 58 e
v o
! T

13






