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PROJECT: Money
SHOPPER CODE DATA ENTRY EDITING SR. #
Name Number Name Number Name Number
1 BRER ’ 3956 X
! 4 f
&Jﬁa:\
E‘S.Ji. At e et (M) FRAI
".L...L.:\H BO\SEV‘V\ A [ B pal ey
I [ v ) — S i L\
A, Details of Visit B Jpealds
Bank Dhofar E Jlis 4y
Bank Muscat O JR
B National Bank of Oman O Sl i g ) s aad 50 il
1. Bank Visited
HSBC-OIB O HSBC-0I8 i
Bank Sohar O e Sl
Other Bank: oAl
2a. Branch Name M gl 12
2b. Branch Area MA Foill gbge 2
3. Branch City g\ bab\'\\i‘fo\ - aGnd 3
4. Branch Region ﬁ[ \Dak LQA“-F\ Td 4
Day | Month | Year Aadl [ e [ e iLlen 5
5. Date of Visit .
| | otz € | A
Hours | Minutes Jkdati | AP
6.  Start Time of Visit | i K iy cd, 6
i hdall ale Ll
7. Total Duration of Hours Minutes sl i 7
Visit | 3 6 1 S b

T.DE - WA—:J



Opening a Savings D
or Current Account

Saving Scheme O PRI

Housing Loan D NSl o A

General Enquiry relating to a o Rad e ey Blaa ol jlaiial 2
specific Product, Service E g

and/or Facility Educational Loan adns a8 | G Jpealdd 2aa A il Ak el

INT: SELECT AS RELEVANT AND/OR Aasdll

SPECIFY DETAILS OF O e il

o S

Car Loan Bl e B ;

Sl el

Double your Salary
Offer
Youth & Student

0
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4.1 Was Customer Parking instantly available for the
Mystery Shopper?

P15 10 s clgo AN J0ui) 209 b 4.1

3 |1 Yes D ari I |
3 No B %2
It Specify: Q%M o |
' ERZEY B g J'Ou1 -
<
C;;‘\ﬁi_‘é becamae. ¥ Lo M-»‘D““T
ii. Specify time taken to find parking: 5_min. LGd: i ya hag¥ M) N e
4.2 Entrance to Building il N Jsdad 4.2
a. Was the Entrance Clean? eliphal Sasall SRS Ja )
3 |1 Yes BMa pi 1 3
0 2. No 'l 38 2 0
If ‘No’, specify “Why / Describe how” the SIS S e gl AL daa Sl e ST el U1
entrance was unclean: ikl e Jaaall

b. Was the Entrance Convenient?

oica Ja2all 08 a0

3 1. Yes

pi 1

3

9] 2. No

O|X

us 2

0

If ‘N, please specify "“Why” the entrance was
inconvenient:

B Y Wl R T LU T TR T
"baﬁ’“’u"f'-w:.‘p PONES GE VTONEEN e

Was the branch premises clean?

Ll Jiaddl 58 A M s L TS el S 13

3 1. Yes

0 2. No

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

S M eyl " S Sl e ST et SIS 1
Ak e Sl
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T R, I haded A

a. Posters/ Branding material present on doors walls

HA T ’-'T'['?fg-,_:‘_-
28 gill g O paadl s W) A8 4 jlas il [ Slieale da gy 4

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

and windows?
3 1. Yes E ani 1 3
Q 2. No D xS 2 0
If ‘No’, please specify “additional comments”, SF el Claa e caa Hliad e RS walyaldl 1800
if any: DAy
|
|
b. Pamphlets, Leaflets and Brachures on display? WD i)y Kl e o a0 A L
3 1. Yes | mi1] 3
0 2. No O w2l o
if ‘No’, please specify “additional comments”, SRl Slma e aas Sllad e ST L gall SIS
if any: TSy
c. Branding material up-to-date? A% A el Sl 2l g JA S
3 1. Yes E a1 3
0 2. No ] w2 o
if ‘No’, please specify “additional comments”, Sb ) Slaa e daa Sload e OIS b yadt S 1)
if any: iDaa g

s u—.u'lsn! g Al .s- %90 Oe A9 23 g5 OIS da

desks and counters? P44
3 1. Yes = 1| 3
0 2. No 0O 2| o
If ‘Na’, please specify “additional comments”, O Cagila) Sha e aaa Hlab e FHET Gl IS0
if any: Wy

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

Tty (ol (595 5 GudB gt pBaa f U8 S A L

if any:

3 1. Yes B 1|3
0 2. No O K2 0
. . " BUE LY VSRR N, P Slod ne MOST gl IS 1
If ‘No’, please specify “additional comments”, S e > ot _;u:
ey

c. Were all/almost the entire staff wearing name

Tailacds CiLS O gl (il palt aBma [ JS O A S

badges?
3 1. Yes O ~1| 3
0 2. No 4 X2, 0

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

Sl il pall o i daall oo dlliad e oIS il gadl AS N

ﬁJLA-J-l ,CA‘JL;JM'_Y
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4.8, 2~ ATV and DM rilschines 28 )iy 15 SEAL

a. Was the area surrounding the ATM and COM

' ‘__\AA‘,;A,EJQ.\U‘@J;‘JU"HI!)‘&IU‘.\I h,.-...l..xs..xu_,udu y

machines clean and presentable? ¥ i)
3 1. Yes E R 3
0 2. No O w2 o
If 'No’, please specify “Why / Describe how the S S oy /10" saa Sl e TS Ll padt SIS 1D
area was unclean: S TR OV

b. Were the ATM and CDM machines functioning?

$Jaal 2R £ 1Ay (NI ) pealt 3 gl SIS A

3 1. Yes R |3
0 2. No Il 2| o
If ‘No’, please specify “the time at which at el 4 S ,dl A in ALl e UG gl SIS 1

which the ATM / CDM were not functioning
{and specify which machine, ATM or COM):

_ll)..a.‘l sJL‘:Ig 4' .L);_,) ._Ll..i‘}i";..hn E:'I.L;YIJ q_‘\f‘ L_“_)..A.l
gl gl g g

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

CATM/CDM Aihie 3 3 ciSall g 0 (S 4 &

a1

3 1. Yes @ 3

0 |2 No O B2 4

3 3. Not applicable O Gy ¥ 3| 4
If ‘No’, please specify “the time at which at A3y o 2 28 ae ek DS i pall S 13
which the cooling was not functioning e JEOy sl

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

SRR R DS
iy ya JSdy aay (A ) Sl S A

3 1. Yes

a1

0 2. Nao

O|X

38 2

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

gl Cdha " 2na Sld e U Glgadl 8 1
S Ky S iy

b. Did the branch possess sufficient lighting?

P 3plaly £ R glady JA

3 1. Yes E a1 3
0 2. No O w2 o
If 'Nc’, please specify “Additional comments / Flagdiol Cillaa N 3 llad e ST gl SRS
Describe how it was insufficient: S A Al S Ciayl
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¢. Did the customer have sufficient waiting space / T plad) e iia e S 20 f UAITTMD AR daiias Loaall SO0 S
seating area?

3 1. Yes a1 3

O
0 2. No &4 w2 0

il Slaa il s b e SRS el S 1

If ‘No’, please specify “Additional comments / 4SS ol i iy
Ll % b ke y

Describe how it was ingfﬁciint:

and mm%@vmwwé

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

Ally Bl dax;l;,a,.:;ar&;t;\i;“&ggi Gl plhbiot Ja b
Slaall Slal y foSleall) il TSN Lilida a3 S

3 1. Yes pxi 1 3

0 2. No

X0

¥ .2 0

if 'No’, please specify “Additional comments /

. ; . . e gl g Aol Caa S san Alad e SRS gl S 13
Descnbehowutu::(a‘smsufﬁment: 2y i) el syl S 1

RELLI SRR




5.1 Greeting of Customer

Oty b 5.9

lr a. Was the Mystery Shopper “promptly greeted / TE Al M alyi g8 A Jeuddl o b adlfoua Sl WS e Y
! acknowledged” on entering the branch?

,I 0 e No greeting / acknowledgement O oSl BT e 0

A | »  Greeted within 10 minutes of entering | [] Gaanll [y e 3030 10 Ma s ST e 1

' 2 e Greeted within 5 minutes of entering | [l Joandl Jyda e 340 5 Da im0 e 2

i 3 ¢ Immediately greeted on entering E il Jas yina i e 3

b. Did the staff either / or:

1oAY gaals i g a8 06 L

a. Ask for the customer's name?

e

'-4"“"""‘ pl e JL" .i

b. Greet the customer by name?

Tt 53 e Joanlly iy

*  Yes, the custamer was greeted by name /

Jlmw\)sjuwaﬁeM;TxPﬂ$;ﬂﬂ‘?aj

3 asked for his / her name D Lgandl 3
0 *  No, the customer was not greeted by E a0 gl y faast S5 aa il qaa il S a8 e 0
name / asked for his or her name gl

bk (F peakien] g 7T adl SDae s ISy CAS™ (D gl -

c Did the staff ask, “How can | help you today?” * 370 b "‘: JL‘l “d; L:
and Probe the purpose of the customer’s visit? ’ 7
3 1. Yes, the staff did this E] E TR L g0 B 3
0 2. No, staff did not do this Bd iy i gl ady ) K 2 0

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

flalialalalial o by Al §peddl 4yl sas) 23 06 b

1. Yes, he [/ she was redirected on the

the basis of his / her needs

Were the staff courteous on the customer mak
his / her enguiry?

'L‘.ﬂ_'nl_‘ﬁ:.vﬂnl._\:;| Jj] 4.55_,:5‘ salel :ﬁﬂ (.l L 3

IR
' . W
¥

€ Loaal) 5.6 \ien s jaiiod) a0

Talialfafalda! (3 | ags 43 Bale ] 33 230 o
3 basis of his / her needs D Wiabialfabinl b () daall o g5l 5 38 pus ! 3
2. (OR) The first staff member \ P .
o u;u.:.'ﬂﬁ.gg-l:\j‘ \i.‘uu J_,‘)” \-l-:n_yd'l _)....ﬁ.ul (J‘) 2
3 e_nfzounterec_i probt_ed the nature of E] Biela foaelery 8 5y 33 s 3
visit and assister him / her
0 3. No, he / she was not redirected on 0

i 3 5 O |

customer enquiry?

0 * No, the staff were not at all courteous E S Je g ciligall G5 W3 DK e 0
s Yes, the staff were quite / reasonably I T . .
’ 42 giha 43 Lol tad a2l
1 courteous O P [lpha Ay 5l oS im0 1
2 *  Yes, the staff were courteous D il pdl S Al cand e 2
3 s Yes, the staff were very courteous D AL aald byl JS i e 3
b. Did the staff demonstrate “active listening” on Tlpamd) ekl " plad plinal™ cabgall 4B b

=  No, the staff did not demonstrate

\ Li-d‘ L‘.B 1 LY
° active listening U s Sl Ay o . 0
* Yes, the staff listened quite / . sy . . - .-
1 Lwtay! S 43 jhy b pall b gkl caal
reasonably actively D M o4 A5k 2 Byl s po e 1
2 s Yes, the staff listened actively E Colag! b gall duol il aei @ 2
3 *  Yes, the staff listened very actively D Lt Ga A0 il pall i) il cani @ 3




Did the staff appear confident?

Chaki G Ply Al Jo Gibgall 4B o

No, the staff did not appear confident

ki G By A1 e s gl gt o0 K

s Yes, the staff appeared quite / . . . " ek -
! e Sl Akl ) 9 43 { IPCER |
reasonably confident D On Py 4l e gl o
s Yes, the staff appeared confident D Akl e Py Al el e
*  Yes, the staff appeared very confident | [] ki pa Ll Py adl e ikl ghiaa e
d. List the names of staff interacted | s ilaiad oyl oy gt plandt JSH 8
with: ) :
e Mr./Ms o R jdidy 1 ol lmdl e
¢ Mr. /Ms. ! 2 Loifledl e
s  Mr./Ms. 3 Al Latal .
e  Mr. /Ms, 4 Ay byl e




[ 6.1 Staff Capability

6.1

Okl gal 330

£ Jllo G i Slalial Aaph 06 LYy i pall a8 (A

i a. Did the staff frequently probe the nature of the
! customer's needs?
! 3 1. Yes D ‘;u.: 1 :I 3
o |2 No B K2 40
| If ‘No’, please specifyyour comments: | — ROURY AT TP RPN T
i o
| A
| del.a Lons
b. Did the staff actively attempt to anticipate £ a3 Ciphgin) (B Anh A ghaey i sl o b
customer needs? Py
3 1. Yes B4 1 3
0 2. No R % 2 0
If ‘No’, please specify your comments: Wl rladly 8 Bla ST U
c. Were the staff able to cater to the needs of the a2 520 e ulls (193 Do g3l Rl Al CiB galt plaiud Ja O
customer without seeking the help of a colieague? O3 0
3 1. Yes | pai 1 3
0 2. No % 2 0
If ‘No’, please specify your comments: i -3 7l o8 ela ) <"OS" 1Y)
[T ewplodee s nobeune) oy e €D <o cna. Calllod "me
iNT: IF the ARswer Is YES , so the answer for Q . J
D should be Not Applicable . \ Colll) vnt]
. “\QA‘ ool YN-| naan o8 e —
d. Were the staff able to answer all / most of the '
questions posed? fda g jhall ALiaY) sl fJ8 00 Ada) i galt gl Ja &
3 1. Yes | pai 1 3
0 2. No B % 2 0
3 3- Not Applicable Suleiy ¥ .3 3
If ‘No’, please specify your comments: Wl il aF bla ) THET 1Y
A i ML
o
e. [f the staff were unaware of the answer toa A Aige Al foyma D e Ada o | B palt 0 o113
particular query / queries, did they politely “ask ™33 aal fAlBD e 400 5 e 2SEN Jad fa LRI Gapdyd dlia Gl
you to wait while they double-checked with the
system [ a colleague™?
3 1. Yes | ars 1 3
0 2. No O 382 0
3 Not Applicable el Y 3
If ‘No’, please specify your comments: T rlals p ala ST 1Y
9
+ +




. 0 ¥ _g y.; o N R : -
a. Overall, was the staff well-informed on Bank Cladd y Siadile Ailaie A uL-_,h.a uh_,...l sa s ,_h “.Ls gs_.u
Dhofar's product and services? ® Adls oL,
0 «  Notat all informed O IUEY e Cagaa s ol e 0
e Waellinfarmed on at least a quarter f a ' .
| AP - .-- j - F‘I.J- jﬁ + 1
1 few of the products and services K T o B e i *‘L:‘ ,._.; * 1
discussed i
2 «  Wellinformed ¢n at least half of the D & A Saadll y Slatidl cdaal e Y e ale; 2
products and services discussed il
e Wellinformed on at least three- \ i R
Diadall Sa 1 gl pLVADE BY) e Ay e
3 quall'ters qr more of the products and D i & 3l il 3
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:

‘.mi.]'lqigpu)"'JQJijlud‘J\"uMmﬁ'émy‘d -
"'WIJM‘_M1M}J| dw"uhw&ﬂlpﬁruﬂ_’ H{&
-uh.dla.\lvl

INT: LIST THE CODE FROM SECTION B.

Y- JONE g P PP

0 ¢ No knowledge at all D ALY e alyY 0
e Wellinformed an at least a quarter f a .
Slaaadl g Sladiall - { |
1 few of the products and services E o B e "Fg_?&:h :l:;‘ ¢ 1
discussed
2 ¢ Well informed on at least half of the O A laal y Clatidl chaad e Y1 e Aoy e )
products and services discussed i,
¢ Wellinformed on at least three .
Glamadl je 581 ¢ gl ) A5 B
3 quarters or more of the products and D ) oSS T S ey e 3

services discussed

aiilia o5 Al leaadly

Shadd g Sladiad " ALSY! ™ o gl Al glaey wilh pall 40 Ja 0

c. Did the staff attempt to “cross-sell” other products
and services? e g sl
0 * Nocross selling at all E ey e ey adl Al a ld e 0
1 & (Cross-selling after a lot of prompting D Gl ) G A oy Aol Al Al JE e 1
2 . E:gi:ﬁ:lgg after a little / some D 0 S (0 B g Y gl Glans 5 2
3 * Immediate cross-selling attempt D il e eyl adi gl e 3
d. Did the staff explain Why Bank Dhofar’s products

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

TGl gt B Ay Chlasd y Cadle b £y wilh gall 413 6 &
PABliall & it e 5 le Al

3

1. Yes

a1, 3

0

2. No

&1 O

332 0

If ‘No’, please specify your comments:
Noe

Md)uaew

A5 Ly g8l S 1

.

|

1e
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e. Did the staff attempt to provide “complete
information” on Bank Dhofar's products and
services, along with relevant literature?

Gladd g Shadis (£ TAAS Sl giaatt ke Y A flae il gl 48 06 7 |
falaall 13 LS e ik oLy

INT: LIST THE CODE FROM SECTION B.

CWL o S )y el 4SSy B 1Sl

0 ¢  Noinformation at all D Aoy e DlagaaY e 0
e information provided on at least a oty - .
Al e pall e I fag o B e
1 quarter / a few of the products and E . :‘;‘ue:'- Ir' 4 "h 5:_:.:.?_‘ * 1
services discussed S 2T
5 e Information provided on at least half 01 Zlplialy Alia! i plaalt cheal AV 6 sazl e 2
of the products and services discussed giaiioe a3 2 ladi
* Information provided on at least three : i - ” .
Sl glaalt e 81 gl gl AME B e e
3 quarters or more of the products and | [] PA]._ i)‘s 'f.] i') P j 1,"; “m‘ * 3
services discussed e 2T
3 ® Not Applicable ey Y e 3

f. Information on relevant procedures,
documentation and follow-up method?

aluall i3 dagliall 4 y GlaSad y (Slg 2Vl Abiade Sl gia 7

INT: LIST THE CODE FROM SECTION B.

S el o Sl 68 4B 1l

0 *  Noinformation at all

ALY e Dlagimay e 0

« Information provided on at least a

Alaial S lad) BTN fagy BY! e olac) e

1 quarter / a few of the products and E S28a 2 i ey Chatialy 1
services discussed
2 + Information provided on at least half D Slatially dilaiall Glayleadt cdod BY o clac! 2
of the products and services discussed Leliflie o5 A cdarally
e [nformation provided on at least three ; - :
e glaadl pe A8 of B0 A28 BN Unc!
3 quarters or more of the products and D slaall o 81 gL A N e okt 3

services discussed

(PERCERPU I PN PREGPICEER R PR H AN

3 *  Not Applicable Gy Y e
g Did the staff attempt to acquire more customer Jab e g U ddlate S0 cla plae 4kl ZJ_,_La..g il galt U8 a7
information so as to follow-up at the end of the visit? 340 Gl A Aadally LAl
3 1. Yes E4 a1, 3
0 2. No O 32 0

If ‘No’, please specify your comments:

:A'L_Ji_] CL.'ng‘l..l ei GL}J SIS l_‘!

11
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7.1 Timeless < o 71
a. Waiting time on entering the branch, before o Or i pal) (il gl g el Sy p Al (g 26 BIYY 2y |
dealing with the frontline staff: 2 Aasil) aB) o Sl [ pakad) Jaddt
| INT: SPECIFY TIME IN MINUTES: | ' ! : D a0 a3a skl
0 s  Qver 15 minutes R EE 15 eSS e o
1 s  5-10 minutes D S 10-5 . 1
2 s 3-S5 minutes [:] B 53 e 2
3 ¢ Under 3 minutes E G Ew B e 3

b. Did the customer feel like the queuing system

functioned properly? s JSdy Jany ciall (b JEIY) S Gy S Al A

. ueuing system did not function at
0 SH & sy ' not Tunet 0O Y e Jaag ¥ sl i IV A Y e 0
¢ Queuing systemn functioned, but it . . . . .
1 Ct gl e ¥ —ieall Lyl o
worked with a few impediments D Fha ? e Ol Sany o BB A . 1
) e Queuing systemn functioned and it [ Jad (S g AL gy Sty il EY LR e 2
worked quite easily and efficiently L 2 A
3 ¢ Queuing system functioned and it D Sl g AalS & ey Sy il B Y1 B e 3
worked very easily and efficiently j
e Not applicable B Guehu Y e -
c. Time taken for the “purpose of the customer’s visit Adlga 1 o gll Ao 3930 545 i L8 Jal e JTa Ay &
to be fulfilled once reaching the counter: PR PYES
INT: SPECIFY TIME IN MINUTES: 3 5 < A e S g 25 1l

12
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H. Additional Comments on Visit 150500 Ablaia) 48laY) Cla i) Ky
{If any): g O

o

~ Q\ouida/
- Al

- Pasvd 1,0_0‘5 | .
Pf\om_alﬂ., ww V\j NI ﬁjm(‘ wglormanns

L 4
e by

Wb

End of the Survey - Thank you very much....
S 1,84 — Gttt 4l

G. TOTAL Branch Score
(Total unwelghted branch score, summing all sections):
R 1 el e TotalPolnuScnredlnthls . Total Points Allocated / -
Secﬂon - Paranewultderivalualon - a ‘ o L paranveter .
c Branch Presentation and Customer Facilities
D Greeting and Soft Skills of Staff
E Staff Capability, Knowledge and Cross-Selling
F Timeless
o S L%  TOTALSCORE | o T
Eoil bl £ gara 7
imy‘ﬁcuﬁ&ﬂmﬂlﬁbw\&w)
Gdal [otadiad B § gags | zpudhd b Tipeaa LD p yaga - T b bl 3y o8 Jadadl | - peakd
Gl Aashall Cpill g B il g i
OAAD pal) 2 s g g 300 L
Al "_ﬂ@._d'li*l&_,&ﬁy_,.ﬁ}d\i_).ﬁ z
\;ni_,ll r
‘,_',,'?? L3 . ) -
o R t SN £ gags
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