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PROJECT: Money
SHOPPER CODE DATA ENTRY EDITING —l
Name Number Name MNumber Name SERIAL NO.
3% foachask %k [afol1]o]x]
1§ 3 aeall
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el ‘ s Sla gl A | Gl e
|
FopY { [ a8 i P 80 p |
A. Details of Visit 3050 Jawaldl A
Bank Dhaofar ™ Bty
Bank Muscat D Jakoca Sy
N National Bank of Oman O et il gl BB Wl 2aad g3 AL g
1. Bank Visited
HSBC-0I8 ) HSBC-OIB i
Bank Sohar O FR
Other Bank: el
2a. Branch Name @UUUW\ £ il a2
2b. Branch Area QMJ-UW\. gl aige 2
3. Branch City Mo Cak Gad 3
4. Branch Region @MM FARMIRY:|
Day | Month | Year adadt [ gl [ e YR
5. Date of Visit
F oA 2000 | |
Hours | Minutes () | Sike L)
6. Start Time of Visit s Ll e o
| (1\ o l Ol 28y 6
H i Adan Slelad
7. Total Duration of ours Minutes & s L
Visit o0 | oy St 7

QM:‘{[\[‘J _  ar I?-'-*‘L-\‘. r-‘o’ -



Opening a Savings
or Current Account

Saving Scheme

Hausing Loan

2. General Enguiry relating to a
spectfic Product, Service

and/or Facility Educational Lean

INT: SELECT AS RELEVANT AND/OR

SPECIFY DETAILS OF Credit Cards

PRODUCT/SERVICE

Car Loan

Personal Laan

O 0000000 X

Double your Salary
Offer

Youth & Student
Account

S Rd Cana i Wlaie ale jldiil 2
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dasily




41 Wa&maﬂhﬂnghmnﬂymﬂahhfwﬂn

Mysbaqsnopper? :
3 1. Yes E a1 ! 3
2. No O 2|
i. Specify: e
it. Specify time taken to find parking: min, D) N U TR IR W R JA B
4.2 Entrance to Bullding el D Jehal 4.2
a. Was the Entrance Clean? olilas Jaaal o1 a0
3 |1 Yes ¥ a1 3
0 2. No ] 36 2 0
If ‘Na’, specify “Why / Describe how” the SRS Chea ) 12l i Sliad e STHST et SIS
entrance was unclean: QUYL P
b. Was the Entrance Convenient? e Jaad! S8 Jb 0
3 1. Yes a 1| 3
0 2. No O 2| 0
If 'No’, please specify “Why” the entrance was e Jaaddl 550 Al "I 2aa o TS il galdt UK 1
incanvenient:

ST ETIRAT T SE) Y
Was the branch premises clean? ’Li,k‘u & J.i.n i uLs Jl
3 1. Yes E a1 3
0 2. No 'n w2l o

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

OS5 2as il e IS Ll gadl IS0
Ak g
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a. Posters/ Branding material present on doors, walls
and windows?

M1 gill g o2l vl ¥l g ap S adle | Slieale g Ja v

3 1. Yes & 1| 3
|0 2. No a X2 0
E If ‘No’, please specify “additional comments”, i SVt Siaa e dia 2l e SIS gad) S 10
: if any: ‘ Sliiay
| j
| | |
I ! i
| . el EN ey om . -
| b Pamphlets, Leaflets and Brochures on display? | Fl ATy sl e ge a3 A
3 1. VYes E a1 3
0 2. No D 3 2 0
If ‘No’, please specify “additional comments”, 1Al Clba i dia il e SUST il gall (A8 1
if any: oy
c. Branding material up-to-date? Tila i Ll Cladal) diga 4 S
3 1. Yes & w113
0 2. No [l w2| o
If ‘No’, please specify “additional comments”, S Al Slaa ! o dllimd e MUET L padt A8
if any: IWaday

professionally dressed?

a. Were employees present at over 90% of the branch Aligay H-u‘l-'-- f‘JJ £ Jﬂl $a e %90 Oy ,..51 .u.l e uu dn \
desks and counters? LTPEER]
3 1. Yes E a1 3
0 2. No O 2| 0

If ‘No’, please specify “additional comments”, S etagill Sllaa " saa Lk e MUE Ol gall S
if any: Daay
b. Were all / almost all of the staff neatly and

Titad i ol (5990 55 (il pall s f 08 S 0 o

if any:

3 1 Yes X w1 3
0 2. No O w2 0
] o -4 ‘u' ALt O [ r ” A ‘n " ‘_:‘ N %
If ‘No’, please specify “additional comments”, -7 Haada” a2l e ST e _fi:‘
Sl g

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

Cpgrtaniy D LS gy (il gl B f JS DS JA S

1. Yes

a1

2. No

X0

282

If ‘No’, please specify “the approximate
number of staff not wearing name bgdge
" 1 3

Sl it pall o 1 3aadl das il e THET gt 00

, sty S LS e Y
Pu:u/v—\@ VAl
J
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- a. Was the area surroundrng the ATM and CDOM

%, ?‘EE"EWMW’B@" MR Vo TQRE S Iy

mn?‘f?,ﬁewﬂf.]
S I T-ERPE NIRRT (TP (e P o_)p_.l mgdmal) AR CAS A,

machines clean and presentable? ? )
3 1. Yes g a1 3
0 2. Na O w2 o

{1f ‘No’, please specify “Why / Describe how the
area was unclean:

SIS Giaogl [ 1 Sz e IS i gal 81T
R TR L OV

b. Were the ATM and CDM machines functioning?

Tl g8 ANy V) i eall 3 gl SIS A o

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

3 1. Yes iy A3
0 2. No |l 2| o
if ‘No’, please specify “the time at which at eal ad 85 A A8 e b e MUE gl IS

el 4l gl aag) Saad ¥ gty V1 Gl ealt
g gludl ) "m

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

TATM/CDM dikaia A o Cialt o1 3,00 o8 W &

a. Was the branch aur-condntlomng fully functional

3 1. Yes H asi 1 3

0 2, No O 21 g

3 3. Not applicable % Ry Y 3] 5
If ‘No’, please specify “the time at which at A eny ol A1 800" 2aa llad e UST i ad) S0
which the cooling was not functioning e B il

5 “.1‘:.-"'."-‘—:‘1: Yi ‘Mm t"' T N
"uu.!#:-ds-udﬂ-:u-‘.’#‘w&m‘.u&

and sufficient?
3 1 Yes & 1] 3
0 2. No O w2 0

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

il Sldaa i’ aaa Sllad S ST il gt S 1
- L VIFLINE TSN W

b. Did the branch possess sufficient lighting?

TS Baladly £ Al goaly A

3 1. Yes

a1 3

0 2. No

O X

%82 a

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

FGEal Slaa e e dlliad e ST gl SIS 1
S S e S el
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! c. Did the customer have sufficient waiting space / foustall ol e dlS 26 [ ABITHI 48K dalice Jpaall S8 Jb
seating area?

3 1. Yes & a1 3

0 2. No O w21 0

Flagial Dlaaa” saa Slad Ha ST palt iS00

If ‘No’, please specify “Additional comments / RS S A S wia
A A 3 by

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?

D il £l Jata A8 g pall AT A3 gy 8y S Cpa ) £ VR JA
| fhal) Sl g (OS] o SN alida | ) Al 3

3 1. Yes and 1 3

X0

0 2. No ¥ 2 ]

If ‘'No', please specify "Additional comments /

Des¢ribe how it was insufficient:
{ ﬁh'_\_iéi f@aﬂhat ku,g,h\.btv b

Cioo gl y fhgiial Sideada” saa dlliad e ST padl DS 1Y
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5.1 Greeting of Customer

+

it i e 50 5.1

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

TE Al Ll Alsia g D) d:-mi‘ o b alllfma AN 3

e Nogreeting / acknowledgement

[ pr iy It S B | i

*  Greeted within 12 minutes of entering

pandl Jadr ta B I0 JA wwa Y e

e Greetad within 5 minutes of entering

, . . |
V_AAA:!V}L..‘JAJ..\JJSM,\A-_\J_" . !

[TV S T I ]

immediately greeted on entering

el Jphsspea e

W N = O

b. Did the staff either / or:

1oAYl sdaly Al gl p'j i’ g

a. Ask for the customer's name?

b. Greet the customer by name?

Thnsl 53 aa Jpanls iy

e Yes, the customer was greeted by name /

JlWl}uwalﬁcaJéauL%ﬁl(ﬁﬂcrui [ ]

a. Were the staff c0ur10us on the customer makmg
his / her enquiry?

" vd.,....n .x.L.... ql,su:. .Ju..i...tduduus,..n S O

3
asked for his / her name D (PP 3
¢ No, the customer was not greeted by e Js /a0 e el e A 0 NS .
0 . X ¢ . 0
name / asked for his or her name PP
i e eadll y 0 gl D s AiSay B S™ B gl z
c. Did the staff ask, “How can | help you today?” l 3" b ‘P: QI ,Id,: L:
and Probe the purpose of the customer’s visit? ' ’
3 1. Yes, the staff did this | ALyl palt 15 a8 a1 3
0 2. No, staff did not do this B4 Al il gl g o) 38 2 0
d. Was the Mystery Shopper redirected on the Melabialfdlalbal | Ao sl AL Feedall 4pa i bale) o5 4 &
basis of his / her needs?
1. Yes, he / she was redirected on the
v alaalia! (5] aeal i ale | 55 A4 s
3 basis of his / her needs E aalflabial A (f)daadl 4o sibdel et 3
2. (OR] The first staff member oy - ] ,
O haadhay G 3D g s gt i (1) 2
3 e_neounterec_j probed the nature of D el faneliy 54 3 Rad 3
visit and assister him / her
3. No, he / she was not redirected on
Tatdalfalaldal N 1 ol 1
0 the basus of hls/her needs D Wl o A gll 33 ’w"l 3 0

0 ®  No, the staff were not at all courteous D S e cdBeadl 08 al S e o
e Yes, the staff were quite / reasonably “ o = . -
‘ 4] FYTIA - R PR A PP
1 courteous E Bup [liade AL iyl oS T pes o 1
2 ¢ Yes, the staff were courteous D S kgt S 3 e e 2
3 *«  Yes, the staff were very courteous D QL aad ol ! S A aei e 3

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

] ki "t plinal™ i gl gl A

s No, the staff did not demonstrate

0 1 pliaal il gt W8
active listening O ol s pal! gy al . 0
1 *  Yes, the staff listened quite / ] | Sagn 1y Ky i gl ontl o o )
reasonably actively H) B M ge iy el 21 i
2 *  Yes, the staff listened actively E Coba) il gl sl 2l o 2
3 *  Yes, the staff listened very actively D At e S il pall aeol i ans e 3
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c. Did the staff appear confident? Tandi o Py il Jo il padt 4B 06,

0 * No, the staff did not appear confident D hdd] (Bl Al e o gl peday NS e
e Yes, the staff appeared quite / . ki e B el il ulh el
! reasonably confident m T On Fhadd o iBpall jelhipni e
2 * Yes, the staff appeared confident D i e By o gl gk ant e
3 e Yes, the staff appeared very confident | [] acidi e Ll By adl o iyl e ae e
d. List the names of staff interacted . T
: Calaas cgall (Y| [
with: . N el (ol gl A
o Mr./Ms. (Deedna A ] 1 FTRRT ST
.« Mr./Ms. ~ 2 T AR TN
*  Mr. /Ms. 3 Ul Salil .
o Mr./Ms. 4 Al ladl e
8
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6.1 Staff Capability

+

kb galt 35 6.1

a. Did the staff frequently prabe the nature of the
customer’s needs?

¢ LAk S g M Clpliiad Aapn 6 ladSu YL ol gt 63 06 )

3 1. Yes

PO 3

0 2. No

O
b

i If ‘No’, please specify your comments:

[

i
t
|
b

?MJ_E- \ '!

82 0

sl PR AT
e T - * -
R R L

b. Did the staff actively attempt to anticipate
customer needs?

Sepn M Slabiia)  Fde Allad Al glaey il palt 45 08

3 1. Yes

g1 3

0 2. No

38 2 0

If ‘No’, please specify your comments:

A trs 10 pad
v

LY

A Lk B el 1Y

c. Were the staff able to cater to the needs of the

) 535 e il 99 e G SlEa) Al B gl gl J4 O

customer without seeking the help of a colleague? Ta2ha N
3 1. Yes 4 a1 3
0 2. No O 38 2 0

If ‘No’, please specify your comments:

D should be Not Applicable

INT: IF the Answer Is YES , 50 the answer for Q

WAl gy o8 sla, ST 1)

d. Were the staff able to answer all / most of the
questions posed?

faa g phadl ALY plea [0S 0 LY GiB pall £ Ul JA &

3 1. Yes 4 o1 3
0 2. No O 3 2 0
3 3- Not Applicable Gy Y 3 3

If ‘No’, please specify your comments:

.l‘.._jiJ C“'.‘:"."'.‘ {;. .SL@J G“:\S" I:’l}

e. 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”?

O Adme Alit fogma i 0 Lo e | i gl 8 a11) g
a5l 0 dal faURI e A0 5 e 26U Jad fe RS caplgss ol cilb

3 1. Yes O 1 3
o 2. No O 3 2 0
3 Not Applicable b8 Calaiy ¥ 3

If ‘No’, please specify your comments:

5 Al 8 bl ST
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a. Overall, was the staff well-informed on Bank

+
YR R e T )

Ciadd § Sladie ddinie Alee Slaglae il gl 5 G JA Lple S8 ]

Dhofar’'s product and services? ? b &Ly
0 e Notat all infarmed O SR e Zhaglea 4 sl @ 0
e Wellinformed on at least a quarter / a .
o P HI ---l . H"W 1 1
1 few of the products and services O 3 il e B e ‘P;:;i. "'& H‘J‘ * 1
discussed o
5 * well informed on at least half of the D ‘ oA Sl y Slatidl dheal e Y e e e 2
products and services discussed ! it
¢« Wellinformed on at least three- - -
Clatiadl e 8 gh gl A B e
3 quarters or more of the products and E il e A8 €h “'”; il "T"' * 3
L‘_\....il_u F [ . T
services discussed 2 ’

b. List the details of the “main purpose of your visit”
{as per SECTION B); rate the staff on the leve! of
“product / service knowledge” in this area:

i) (A g LaS) B AU e i) Alcka AaSY s g ad s

" Ziadill y Shailaly  Faiall A8 aall o gl o Cgida pall ppis ad g t(2

ikl ade 8

INT: LIST THE CODE FROM SECTION B.

S ) o 503 A il slialy

0 ¢ No knawledge at all O LY L Y e 0
¢ Wellinformed on at least a quarter / a
sl g Slatialh - ) - )
1 few of the products and services | 3 Slaiall Oe G o) "Plf_zh"lf j'; * 1
discussed il
2 « waellinformed on at least half of the D A gl bty St dhal e Y Ll play e )
products and services discussed st
o Well informed on at least three . -
Slaal - gt of gl W i
3 quarters or more of the products and E ) o8 ASh o g DS g s e 3

services discussed

-hg- ?34.‘:.“ - .HJ

¢. Did the staff attempt to “cross-sell” other products

Ciladd p Sladiad " ALDY) A" G pLAL & glaay il galt B0 N S

and services? T Al
o & No cross selling at all B S 0 TR VO [P S PTTRVEPU | 0
1 e (Cross-selling after a lot of prompting D i) O A0 ol At Bl B3 e 1
e (Cross-selling after a little / some s - . . -
[T WA By by syl Vb S8 2
2 prompting O = 108 0 my ALYl ot Bolans o5 0
3 s Immediate cross-selling attempt [:] BT U T, L PP U CUEP 3

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

LTI gl B Ol CRadd g Sladie 130 ey wil gt g8 JA &
Bl & i e 4 Al

3 1. Yes O a1 3
0 2. No & 32, 0
If ‘No’, please specify your comments: . . i mlaads a8 Sla ) "
AAQM&MIJ%%W Lons WUt no &;IL(A_C&:MMLGM
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?

Gl y Siadia (F WS Sla g’ Bilae Y A fay il pdi o3 7
Talall ) Gl aa lik ol

INT: LIST THE CORE FROM SECTION B.

S pil] (a5 ARG aB laaly

0 s  Noinformation at all IURY! Je Gy e 0
« Infarmation provided cn at least a
Qlatall la faddl i Y
1 quarter [ a few of the products and O = - ".'-U Al ool 1
. ) i l.‘_.._’_.‘?...‘r_. ..__A_\..J ~_\_'n.._..b
services discussed
2 ! s Infarmation provided cn at least half D Dl Akl Zes gl wiead (BY J.l: clac! & )
of the products and services discussed e LR PR
+ Information provided on at least three .o . .
i glnall e _8S) »;'Jlxm Nl e c'uac!
3 quarters or more of the products and | [} T )15 J o 'j "“# * 3
- . l.‘_\...a_u = 4_-.l e T M—ajb
services discussed
3 ¢ Not Applicable GelyY e 3
f. Information on relevant procedures, Falall o3 Loy Tty Salienadl y o Slp1 Yl AilaGa Sl gian 77

documentation and follow-up method?

INT: LIST THE CODE FROM SECTION B.

S paal] G el 48 @b sitialy

0 ¢ Noinformation at all O Syl e claglaY e 0
¢« Infarmation provided on at least a
Al Sl gleddl e B0 fy Y e ellac] @
1 quarter / a few of the products and I:I o 1
l‘_u.jl_u I Slaasdl g Silatialls
services discussed e I
2 e Information provided on at least half . Slaiidly Glaid) Sl glealt el B e plac] @ 2
of the products and services discussed Laldlia 5 A Zilazally
+ Information provided on at least three
La i b g j 1 Unc.l
3 quarters or more of the praducts and E = P‘! “; 5 " &-u ?fﬂ ULII _f, . ° 3
services discussed # 4
3 s Not Applicable T NP B
B Did the staff attempt to acquire more customer Jal O Gy Allaie 81 e glae 43 mad 4 gaay il pall o3 JaF
information so as to follow-up at the end of the visit? 5 k5 Al A Anglialty aliill
3 1. Yes O a1, 3
0 2. No 4 X2 0

If ‘Ng’, please specify your comments;

ﬁmﬁﬁ_wmm

»-’Ll'_l) :‘u.h:!-l r‘s &1&) R ‘:].l

A0 Care a2

11
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7.1 Timeless

+

- 71

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

o O sl ol gl g Sl Sy g1 Jah v US|
1 daaill gl ge e/ palati) Badd)

INT: SPECIFY TIME IN MINUTES:

]
'
i
=
|
t
|

1B a9l Saa il

i &  QOver 15 minutes

Gar 15 e S0 e

1 s  5-10 minutes

-

3M:10-5 »

3i8:5-3 e

0
1
2 * 3-S5 minutes
3

* Under 3 minutes

OK 00—

Wi = O

EOETRCA LIV I

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

Fraea 8Dy Cany el (A U oS 0 Cig 3 ad Oa o

o . gllTeumg system did not function at D S1 e duay ¥ il i NI S e 0
» Queuing system functioned, but it W . o tas .
1 ' b g a8 el A DY S )
worked with a few impediments D e ? & Oy demy o SEER Y - 1
e  Queuing system functioned and it Jad SOy A gy Jaly el 3 UEY! WG e
2 o . O 2
worked quite easily and efficiently Leda
3 e  Queuing system functioned and it D S5y Al A gy Sty il i UETY A S e 3
worked very easily and efficiently had
* Not applicable E RYINTE B -
¢. Time taken for the “purpose of the customer’s visit Alge N dgea gl 26 a3 45 ok D" Sl e 232D gl
to be fulfilled once reaching the counter: M dasddt

INT: SPECIFY TIME IN MINUTES:

12

;dJ.'n.ﬂ o il pll 2o slaly
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H. Additional Comments on Visit 154 L Allaial) Adlay! Gla i) 4
(If any): (s )

— TRe bromdh reeds e Lﬂno?a, bt de The Qurdin koo g

End of the Survey - Thank you very much....
$5a LSS — il gty

TR ANY

ST . RS 153!*‘1"}]’, y

G. OTAL Branch co
(Total unweighted branch score, summing all sections):

fons o i rEvaIuItlon To@alPolntsScomdlnﬂah : l ‘_ToulPoIn'ltsAlloutedll .
- A Area: - Parameter
c Branch Presentation and Customer Facilities
D Greeting and Soft Skills of Staff
E Staff Capability, Knowledge and Cross-Selling
F Timeless
"_‘_1‘.. ' M ‘- 1
R ,  TOTALSCORE | e

EAN B g pana  F
(,uijt.;;&ﬂmﬂlﬁaultw)
Jalall [Aacad i WEY p gapee méwmzﬂa iﬂ\ﬂvhm  quenkl}

G Awdiall Cilgganll y £ RN apii &

v

o gall il gy g 0

eyl Al dlas g 458 jma g (il gl 3,30 d

] r
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