+

PROJECT: Money

SHOPPER CODE DATA ENTRY EDITING SR. #
Name Number Name Number | Name Number
23a
1€ 9 il
3 il
V‘U,‘ il Eila shaall Ja G sediall e
JER] =) JER] ] JER] Y] \\
A. Details of Visit B Jaalds
Bank Dhofar =< BEEYEA
Bank Muscat D Jndiue Sy
National Bank of Oman I___] PP VLI g A | 4G5 add g3 i) 1
1. Bank Visited
HSBC-OIB ] HSBC-0IB ¢y
Bank Sohar O Sl dly
Other Bank: (Al
2a. Branch Name \I\’ K % g il ot 12
2b. Branch Area A wad" RL Kﬂ«bit{ g Al wige 2
3. Branch City ‘-—&J.,AA m] iuadl |3
4. Branch Region aahiadl 4
Day | Month | Year dadl | gl [ e M as b
5. Date of Visit
| | |6 | N\
Hours [ Minutes Bl | el
6. Start Time of Visit (JL 6 ol lucds 6
\\
H i 38l oo Lt
7. Total Duration of L Minutes < = s gl iae 7
Visit | 3 A | —_ RS

T [ DE




2. General Enguiry relating to a
specific Product, Service
and/or Facility

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

Opening a Savings

S 85 a3

Offer

Youth & Student

Al g bl Cilaa

or Current Account D gl Sl
Saving Scheme D WA alas
Housing Loan | Sl G B
Car Loan | [BENEE
Educational Loan | ailas A
Credit Cards O Ol i,y
Personal Loan O il
Double your Salary m ol el
[

Account

J/J\hhcwciugéh:m?\s it \ 2

] i) Jaalis 2aa 3/ 5 ualialt ‘;'.'si\ 1l

4Aaddl)




2. No

O

i. Specify:

ii. Specify time taken to find parking: min.

Entrance to Building

ka. Was the Entrance Clean?

3 1. Yes m
0 2. No il S 2 0
If ‘No’, specify “Why / Describe how” the O S G g A" daa lhizd e ST Gl gl NS 1)
entrance was unclean: ek e Jiadl
b. Was the Entrance Convenient? elaulia J3aal S 08 o
3 1. Yes X 1| 3
0 2. No | 2| o0

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

Goudia J2ll (S 113U daa ¢ IS gl S 13

branch premiss clean? slidas )sM s O QA
3 1. Yes X i 1 3
0 2. No | W2l 0

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

oS S Caua gt /I3 dan Slliad e "IST Gl gl IS 13
:v' .*]. . ‘):\.c @M‘




Branding Material
a. Posters / Branding material present on doors, walls
and windows?

i
38 5l 5 o_sadl (Gl e e A e clade [ Gliuala A
STy 20k XY

3 1. Yes E a1 3
0 2. No O 2| 0
If ‘No’, please specify “additional comments”, O MAila) cllaaSla" daa @llizad e MUST Glgadl IS 1S
if any: (g

b. Pamphlets, Leaflets and Brochures on display?

Sl il Ll G e A 8

3 1. Yes X 1] 3
0 2. No M| X2 0
If ‘No’, please specify “additional comments”, O "Aailal GUaa D" ada @lliiad pe MUET Gl gat IS 1A
if any: Caa g
c. Branding material up-to-date? S8%aa 4 il ciladall dge JA &
3 1. Yes 4| 1] 3
0 2. No O x2| 0
If ‘No’, please specify “additional comments”, b ¢Maailonl Al daa Sl e OIS gl S 1N
if any: 1Saa

Y

% s s St TR
es present at over 90% of the branch tBigey agilSa ol £ AN (Al ga (3a 390 Oa SIS 22l gk OIS
desks and counters? FrPREL]
3 1. Yes |:| 1| 3
0 2. No X 2| 0
If ‘No’, please specify “additional comments”, O ¢"Agilost SUaa D" aaa i e MUST il gt IS
if any: (a g

NM@'iM Mﬁ,\/

gm&_mdgiwﬁc,ﬂz&%

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

e i Ouldd (9 Ol gall pliaa [ JS G A

3 1. Yes = 1l 3
0 2. No | w2 o
m .‘ ‘n" ‘L-.'a - s wmpn “ - ‘n\ " . *
If ‘No’, please specify “additional comments”, O sl clliadla s elld Ga IS Gl ol _Ufir'
haa

if any:

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

Sagilanily @l Ll o gruday (il gall aliaa [ JS S Q4 &

3 1. Yes

1| 3

0 2. No

KO

382 0

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

(

O eyl a1 anell sam L e ST sl S 13

saeilanly @Sy geimy ¥




a. Was the area surrundlng the ATM and CDM

Gy i (g BT £ 15Ny ) el 341 Bl Gl (IS b ]

machines clean and presentable? gl
3 1. Yes |4 1] 3
0 2. No D 3 2 0
If ‘No’, please specify “Why / Describe how the NS S G o /13" 2aa llizad (o TS b padt S 13
area was unclean: cakai e Sl

b. Were the ATM and CDM machines functioning?

Taad G201 p1aN 5 N il all 3 g1 S Ja @

3 1. Yes

a1

3

0 2. No

0|

282

0

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

3oeal 4 (85 ] 3 g daa Gllind e ST il gall ST
Glpeall Glea gl 23a ) Jas3 Y g8l g a5 V1 ol el
sl gladt i AV

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

TATM/CDM Zihis 3 3 il 51 2,00 O 08 L

3 |1 Yes X e
0o |2 No O X2 g
3 - Not applicabl ] GhuY 3| ;5
If ‘No’, please specify “the time at which at A8 Jany ol (g3l i 5" saa llind e ST il gall (IS 1Y)
which the cooling was not functioning s JS0 sl
: ind Facllit o o EOR

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

TS gy IS Jary s Al IS Ua T

3 1. Yes E axi 1 3
0 2. No D M2 o}
If ‘No’, please specify “Additional comments / [Magilinl claa " aaa @l e OIS Gl gall IS 1Y
Describe how it was insufficient: S S Al K Chua gl
b. Did the branch possess sufficient lighting? FA8lS 3plaly gl AiGs Ja o
3 1. Yes B4 1] 3
0 2. No D NS 2 0

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

MG SEANE" aaa il e IS ) gl S 13




+

+ +
c. Did the customer have sufficient waiting space / Souslall 2o (pe il sae [ HURIDU A81S Aaloie Juaall OIS J2
seating area?
3 1. Yes B i 1| 3
0 2. No | X2 0
. . Dt Lh\ “LE:.;\ " 5” . -! - ‘n\ " ‘ . M
If ‘No’, please specify “Additional comments / [l Slia S s “\S’; :fﬁ‘ “,LS D:
9 ( —lia
Describe how it was insufficient: - i - 7
d. Did the customer find it easy to follow the signage . e e — .
) 1 JAL As 1 AN Al pguis s O Qe D Uniad &
within the interiors of the branch, indicating different oills g AN &2 J*:j:i.!:,sub (m@ﬁaﬁjzﬁ f.'x.. ‘j&ﬂ:
counters/ work stations? : ‘
3 1. Yes E] a1 3
0 2. No rad Yy2| o
If ‘No’, please specify “Additional comments / bm ] fAsiln] clbadl” s Gl e ST il gadl S
Describe how it was insufficient: I3 U\S uS-' : uﬁ
Ne Signg . o :
6
+ - +




5 1 Greetmg of Customer e

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

vgﬂ\‘u}m\‘,s:mém\ws }Q}J\/@Jﬂydﬁ \

e No greeting / acknowledgement

Gt/ SY e

Greeted within 10 minutes of entering

M‘dpdw@ﬁ)']Od};;\Pﬂ\ .

e Greeted within 5 minutes of entering

0
1 )
2
3

e Immediately greeted on entering

&0 00

0
1

Jeandl J20 (0 GBI B DA (a5 @ 2
Jradl Jsao Hdcua il o 3

b. Did the staff either / or:

1Y) (saaly ciligall a8 Ja

a. Ask for the customer’s name?

el and o Jls

b. Greet the customer by name?

ol 83 aa Jrandy Gy

e  Yes, the customer was greeted by name /

basis of his / her needs?

.3 asked for his / her name E Lgassl 3
0 e No, the customer was not greeted by D dant co Jlay aly / 4aud S5 e draalhcua Al g DS e 0
name / asked for his or her name Lgausl 4!
A OF el g "'Tagall dliae e (AiSas (S™ (il gall K
C. Did the staff ask, “How can | help you today?” sk o8 I Mpsd T }‘: di“! !f:‘)h:.‘
and Probe the purpose of the customer’s visit? i

3 1. Yes, the staff did this X Ay ks gall o8 38 a1 3
0 2. No, staff did not do this D Sy Cals gall a3y ol (S 2 0

d. Was the Mystery Shopper redirected on the flgilalial/adalial o Uy AN Geudd) dagidilel e &

1. Yes, he /she was redirected on the

3 basis of his / her needs

Lehalgial/ailalial LI (5)randl a5 5olet 35 381 cani 1 3

2. (OR) The first staff member

0o Jreall 4 G A Y il gall il (51) 2

eb is /h ree

. B e Mo o :
a. Were the staff courteous on the customer making
his / her enquiry?

3 e.n.countereei probed the nature of D Bacba fose s 5 5 dad 3
visit and assister him / her
0 3. No, he(she was not redirected on g WRERERERIR) 4.;;,;3\ ailed (J S 3 0

0 e No, the staff were not at all courteous D S e gl dibgat 08 Al DS e 0
* Yes, the staff were quite / reasonably . oy . g . .
’ da fAS A3 Cals gl 3 38 cans
1 courteous D By [lsle By Byl Gl a0 1
2 e Yes, the staff were courteous O Gl alhsal S adl caxd @ 2
3 e Yes, the staff were very courteous i QB0 pad Cabgall S ani @ 3
b. Did the staff demonstrate “active listening” on S aanll jleadiod "ol sliual™ CiBgall 4Bt A
customer enquiry?
e No, the staff did not demonstrate .
0 ’ Lot ¢ lial cilh gall jedd piLs
active listening D Lii il e« ° 0
*  Yes, the staff listened quite / . P oye s
1 ’ Gulad 30 /&3 A%, by Caly § Al M (ans
reasonably actively D ) B2 [l ga 43 by sl g0 1
2 ®  Yes, the staff listened actively D Colast il gall sl a3l et @ 2
3 *  Yes, the staff listened very actively E LV Ge 8S Gl gall il Sl caad @ 3




c. Did the staff appear confident? Sduidi (e (319 A3 o Caligal) 4 8
0 e No, the staff did not appear confident D A (e (31 g Al o Calagall Hekn A DS e 0
e Yes, the staff appeared quite / . - s g
1 ! Niaa (S Al g 4di calh gall jels s
reasonably confident O gsoss Gn iy Al o sl ek cpad e 1
2 e Yes, the staff appeared confident D Al (pe (Bl Al o aligall Helicaxi e 2
3 e  Yes, the staff appeared very confident | [X] Adi e Lol (Fi5 Al o il gall Heds cani @ 3
:,.ith- List the names of staff interacted agta Cilalat (550 (i gl pleand S 5
e Mr./Ms. Bag " , ch FUCRESRATVIS
e Mr./Ms. [/ paAprrbo b N Ayl e
o Mr./Ms. 3V A@/J=ul e
e Mr./ Ms. 4 FATSRE TS EA T R
8




6 1 - Staff Capab:hty

Did the staff frequently probe the nature of the

°Wd&uwj)uhLuA!4&uthJmYbuh}d\?Udh 1

a.
customer's needs?
3 1. Yes E a1 3
0 2. No O N2 0
If ‘No’, please specify your comments: g gl o Bl ) S 1Y)
b. Did the staff actively attempt to anticipate Scusasl Clabging (G Al 4l iany il pall o o o
customer needs? ’
3 1. Yes Kl PR 3
0 2. No O 3 2 0
if ‘No’, please specify your comments: REAR) gl o8 Bla ) DS 1Y
c. Were the staff able to cater to the needs of the 2l Baelua qalb (193 O (g2 30 laliiag Llh il gal) pllaiad Ja &
customer without seeking the help of a colleague? £330
3 1. Yes Y| a1 3
0 2. No O xS 2 0
If ‘No’, please specify your comments: el Ly 4 Blay ST 1
INT' IF the Answer is YES , so the answer for Q
D should be Not Applicabfe
d. Were the staff able to answer all / most of the i o i
questions posed? Pa g hall ALY aliva /S (8 AaY) Cilh gall plaiad Ja &
3 1. Yes 1% o= 1 3
0 2. No O 3 2 0
3 3- Not Applicable 3
If ‘No’, please specify your comments: e zlal a8 5la ) ST 1Y
e. If the staff were unaware of the answer to a 8 Aima Al fopma Jlsw o Ly o 1500 Ciligal) 0% A1 13 2
particular query / queries, did they politely “ask el aal falal e A00 5 e Al Jaf G JURIIYI" quigl dlis Gilla
you to wait while they double-checked with the :
system / a colleague”?
3 1. Yes W a1 3
0 2. No O 38 2 0
3 pplicable X GBibiy Y 3
If No’, please specify your comments: REER gl o8 5l DS 1Y)
9
+ - +




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

Ciladd g Ciladiey dllale Alare Claglea Cilhgalt &l SIS S8 cale (Y80

Dhofar’s product and services? M iy
0 e Not at all informed D ALY e alaglea 4l ul 0
e Wellinformed on at least a quarter / a -
Sl § Olatidlf o | : Wil !
1 few of the products and services O Slastdly clatiall Go R e, e Lﬁ,uf‘f 3 ¢ 1
discussed ¢
) o Wellinformed on at least half of the [ A Al leaall g clatiall i e YT e alay o 2
products and services discussed Edalie
¢ Wellinformed on at least three- - ‘.
Slatiall (e ASH g gl A5G Y
3 quarters or more of the products and E Shaial on A &‘ ,'il_.u . fm jtl:j ¢ 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:

Puﬂ‘gﬁgﬁu) ";JQ}‘{.‘,«.&:\J_)S\ ddgi\"gl&aham‘!b'aﬁ(ég
"Cilaadd g Cilaiially (dlaial) 43l (o giae” o (b gall ) 284 (&
ik o:\Ags

L

INT: LIST THE CODE FROM SECTION B.

>

¥

%

@ ol Cra Sl A3 8 g

0 e No knowledge at all D LY o aly Y e 0
e Wellinformed on at least a quarter / a . "
“laddl) g Olatidll | . Y
1 few of the products and services D = ITE O A e ‘P] "_&i,ufb. :;"; * 1
discussed ~
2 e Well informed on at least half of the D A s cileadll g claiall ciaal 0 Y e aley o 2
products and services discussed L8l
o Wellinformed on at least three : "
“laiidl e i1 gl gLl A Ji
3 quarters or more of the products and = o 8 i:\:i)au . fj‘ iﬁlj"" ° 3
services discussed a )

c. Did the staff attempt to “cross-sell” other products Gladd g Glaiiad " ALLY) Ll o aLAL A glaa i gall o8 J4 &
and services? LPREY

0 e Nocross selling at all D Syt o Aoyl adl Glany iy sl @ 0

1 e (Cross-selling after a lot of prompting D Gt e 8K Sy ALYl aull Bleay B e 1

2 . (;:Z::z::g after a little / some D 0 i) oo BB 31y ) ol lans 6 o 2

3 ¢ Immediate cross-selling attempt 2ol o ey aull Aglas 8 e 3

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

LB el U el cladd g cladie 13l 77y il gall 2 J2 &
PALAL & i) ma 45 i Ay

3 1. Yes

a1 3

0 2. No

O X

382 0

If ‘No’, please specify your comments:

) laaly p Bla S 1Y

10




+ + +

e. Did the staff attempt to provide “complete Sladd  Glaliie e Al Sl glae’ dithe Y 4 glaay il gall a8 a2
information” on Bank Dhofar’s products and falall @ld clyicl) aa lib oy
services, along with relevant literature?

INT: LIST THE CODE FROM SECTION B. L ‘“W%Ja.&&f & andll G el AU o8 rdialy

! f
0 ¢ No information at all D Gy e claglasy e 0 ;
|
. ) lnfo:tmat/lonfprow;j;a: on a;le;st ad D il S gl (pn S [y Y e slbe] o . ‘
qua'er ? ew of the products an it 5 ) el clatialy |
services discussed
2 e Information provided on at least half D Cilatially dilatall e slealt Ll B e slhe] 2
of the products and services discussed LalElia 25 3 laaadl
; ) lnfo:tmatlon provudefdt:n at Igas: thrg:’e E el e ST &L.u‘ 6 g e sllel o :
qua. ers qr more of the products an Lt 5 ) ety clpiall il
services discussed
3 ¢ Not Applicable ; 3
f. Information on relevant procedures, Pliall il daglialf 4585 clatiocall 5 cle Yl Ailaia Cilaglaa 7
documentation and follow-up method?
INT: LIST THE CODE FROM SECTION B. IACAWF'"J“«@"" @ pall) Cya ol RS A8 sy
0 ¢ Noinformation at all D 4 Gy e Claglaay o 0
N R =] R ey IR
qua.e ' e products an Ll 5l clesdl clatialy
services discussed
2 ¢ Information provided on at least half El Clatially Aalxiall Cila glaall Lhead B o clac! o 2
of the products and services discussed Ldilia o3 il cleral) |
\ . lnfo'r-tm::tlo::‘rc:wdefti:n at I:as: threde = el a1 ) gl._ui A8 Y e sl o .
qua-esq ore of the products an rad giilia @ ) aaaly atially dilaial |
services discussed
3 o NotApplicable SuY e
g Did the staff attempt to acquire more customer Jal 0 sl Adlata ST ila glaa 48 jaal A glaay Cild gl o3 JaF
information so as to follow-up at the end of the visit? 3 LM Algs b Aalially oL
3 1. Yes B a1 3
0 2. No n 32, 0
If ‘No’, please specify your comments: Wl A8 e ST 1Y)

11




‘7.1 Timeless ;

< gl) 7.1

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

A O 5l (il 5l qa Jalaidl (85 (g gt e ) ]
D Aa2dl 4Bl ga o [ pala¥) B3N

INT: SPECIFY TIME IN MINUTES:

1B G @8 gl s sdaly

|
0 e  QOver 15 minutes D A 15 o ST e 0
1 e  5-10 minutes O 31810-5 e 1
2 e  3-5 minutes D B85-3 e 2
3 e Under 3 minutes rod SlE MW ge i e 3

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

Spaaa JSdy Jary ciaall (B U aldai 0l ugadl i O L

e Queuing system did not function at

0 al O BB e Jany ¥ Cuall Uiyl alai o) e 0
e Queuing system functioned, but it e . . . . .
1 | adl (ama aa Cuall LRy alas
worked with a few impediments D il a9 Jary @ SR G . 1
2 e Queuing system functioned and it D Juad JSdiy g U sy Jary Lol 8 Uty als o) @ 2
worked quite easily and efficiently Lada
¢ Queuing system functioned and it S8l g Aals A gy Jary ol & jUlamyl dli of o
3 . < O : 3
worked very easily and efficiently Jlad
e Not applicable E GbuY e -
¢. Time taken for the “purpose of the customer’s visit s ) dsash die (g3l 305w Lub" Jal e Mgl cA gl &
Ll DXL

to be fulfilled once reaching the counter:

INT: SPECIFY TIME IN MINUTES: j

1B G i gl e j&ialy




+ + +
H. Additional Comments on Visit 15k L Adladall AdlaY) cla yihal) 2
(If any): (22 )

End of the Survey - Thank you very much....
Sda TS — ) gl

G.

TOTAL Branch Score

(Total unweighted branch score, summing all sections):

Total Pomts Scored in thls

C Branch Presentation and Customer Facilities
D Greeting and Soft Skills of Staff

E Staff Capability, Knowledge and Cross-Selling
F Timeless

Crga sl Aaxialt Claguaill g £ HAN anads <

Ol gall O gy a3 &
géhb\‘l\b_\..\ﬂx.)hs‘gﬁéw‘gsdﬁﬂ\bﬁ z
< gl z

13







