+ + +
PROJECT: Money
SHOPPER CODE DATA ENTRY EDITING SR. 4
Name Nurmnber Name " Number | Name Number
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A. Details of Visit 3 el -

Bank Dhofar B4 ey

Bank Muscat O Lalea 2Ly
National Bank of Oman D gl ik ot Sl Xy aad 52 1 1

1. Bank Visited

HSBC-0I8 O HSBC-0IB <

Bank $Sohar D JL\..‘: .ﬂ.\.ll

Other Bank: oAl
2a. Branch Name Hedhailot g il 12
2b. Branch Area \)klu\,{i‘\“l e foill giga 2
3. Branch City de L\m adl 3
4. Branch Region A\ ghﬂfﬂi&[/\ (Nﬂd L) kil 4
Day | Month | Year T il a5

5. Date of Visit
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6. Start Time of Visit st lycd, 6
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Hours Minutes sl Gle Ll
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I
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Opening a Savings E I g a3
or Current Account Sl ea
Saving 5cheme [:] At plas

Housing Loan 0O Sl s B

2. General Enquiry relating to a - —

specific Product, Service Car Loan U B oA ‘ ’

and/or Facility Educational Loan O et | ] Al el 32 g g il ﬁ‘o:b'fh

INT: SELECT AS RELEVANT AND/OR - ~ - LPRER
SPECIFY DETAILS OF Credit Cards D il Dy

PRODUCT/SERVICE
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4.1 Was Customer Parking Instantly avallable for the
Mystery Shopper?

20D i § e il g AN (Ggeial Sy b 4.9

3 1. Yes E a1 3
2. No O %S 2
i.  Specify: i
ii. Specify time taken to find parking: min. Y NETRUR T S T J IR
4.2 Entrance to Bullding el N Jehal 4,2
a. Wasthe Entrance Clean? ol Jaaal sle Oa
3 1. Yes E a1 3
0o |2 No O 36 2 0

If ‘No’, specify “Why / Describe how” the
entrance was unclean;

S S iyl A san Sl e ST el S 1

: .‘|..):‘.; ol

b. Wasthe Entrance Convenient?

thlie Jasdi 5 a

3 1. Yes

a1

3

0 2. No

O=

a8 2

0

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

_‘.-w.c.,w R e
et Ad .,.....a R

as the branch premises clean?

i Jaoadl oS5 a0 13l sna 0 TDIET i pall S 1M

3 1. Yes [v%dl 1| 3
0 2. No | 2| o0
If ‘No’, please specify “Why / Describe how”
P ) pecify v/ ' ow S S iea gl /13" 22a Sl e NS el S80I
the premises was unclean: I h
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a. Pusters / Branding matenal present on doors, walls 381 4dll 9 ;_,l ﬂﬂ‘ ol g A Ay el Cladle [ Ciliale 239y G4 |
and windows? : |
3 1. Yes E ] a1 3
0 2. No O w2 0
If ‘No’, please specify “additional comments”, : SRl Siaa " e A CTEEY il palt S 1
if any: Dy

b. Pamphlets, Leaflets and Brochures on display?

) il SLESH ke g a5 A L

3 1. Yes = 1| 3
0 2. No O w21 0
If ‘No’, please specify “additional comments”, o 'u_.,l Cilaatia soa Alad eSS L gadl S
if any: Saday
C. Branding material up-to-date? Pa0n Ay el Claall Jhge A O
3 1. Yes E a1 3
0 2. No O x2| o
If ‘No’, please specify “additional comments”, G A il S saa Jlcad e UE" et S 1D
if any: Dy

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

ail ey pln plg g i ye %90 On AS) 3315y GS JA

desks and counters? ciasal)
3 1. Yes W 1] 3
0 2. No = x2| o
If ‘Ne’, please specify “additional comments”, Sl ol Cidaa e das Ml e MUST il padl IS 1
if any: ey

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

Cray i el (9 oy (B el pBBae f S S b

3 1. Yes B4 ~1| 3
0 2. No O w2 0o
A " . ” .‘i ‘II— H . ‘ ;IL;; " s! P "l L] « .
If ‘No’, please specify “additional comments”, =t e o o _‘J}S N
RS

if any:

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

ity 31k & gy (il palt pBime f S S A L

3 1. Yes

pai 3

0 2. No

&I OJ

a2 0

If ‘No’, please specify “the approximate
number of staff not wearing name badges:
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a. Was the area surrounding the ATM and CDM Lpud y ua-'m A BNy N1 it ealt 3 5ga) Baand) SIS DS A
machines clean and presentable? T _phaalt
3 1. Yes Bd w13
0 2. No O W2 0
| If ‘No’, please specify “Why / Describe how the SRS ey M5 e Sl e TSN L gall RS
‘ area was unclean: R e Sl
b. Were the ATM and CDM machines functioning? Sl G ahill £1aNYy Y Lhl pall ) SRS GA
3 1. Yes B 1| 3
Q 2. No |:] N 2 0
If 'No', please specify “the time at which at P gal A S5 A ,ul 8 G aaa Sl e SN gl
which the ATM / CDM were not functioning Sl peall Gl g1 a2 g) el Y gl BNy SV Sl el
(and specify which machine, ATM or CDM): (g gl g A
c. Was there sufficient cooling in the ATM/CDM area? TATM/CDM 4dkis A 30 chgad) gl 3y 0D cAS Ja &
3 1. Yes m a1 3
0 2 Na O B2 ¢
3 3. Not applicable 0O Gy ¥.3 | 3
If ‘No’, please specify “the time at which at A Jany ol g3l i " saa liad e ST el RS
which the cooling was not functioning i S calull

;;" CIN H . . Lo . Lo
™ L S T L. . PR : Tl e o g LA - e ¥ B O
a. Was the branch air- condntuomng fully functlonal TSy . JSl Jary (Al gl Sl 23S O )
and sufficient?
3 1. Yes E 1 3
0 2. No O B2 0
if ‘No’, please specify “Additional comments / Ml Slha et saa allnd e PUST l gadl AS 1
Describe how it was insufficient: BOT L TP RN LN W
b. Did the branch possess sufficient lighting? TS Bplals £kl Aty JA
3 1. Yes E a1 3
0 2. No O w2| o
If ‘No’, please specify “Additional comments / G Dl daa didad e UUE" gt IS 1S
Describe how it was insufficient: S S Al S s
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"¢. Did the customer have sufficient waiting space / Tomslall 3olhe o dlS 200/ UERGDK ASLS Aalaa Jpaall 1S 2 8

seating area? |

0] 2. No L] 0

\

|

i 3 l 1. Yes E - 1 3
|

| O

[

, , ., . L. MY 3 P b mon . L LYYl - o s
If ‘No’, please specify “Additional comments / [l LiBadta" i Hlad e ST gl S 1
RO LG VIPY BN 1LY

i
|
!
{
| 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?

iy E R (313 A8 gun pall SEI A gy ay O gD gLl Ja S
Faad) Sal g (LRSall) i A A i ) a3

3 1. Yes 1|03

0 2. No

X0

72 0

If 'No’, please specify “Additianal comments /
Describe how it was insufficient:
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5.1 Greeting of Customer

Ot 3y gyt 5.1

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

CE N N Adghs s LD Sauldl e o adlifoua I a3 6

¢ Nogreeting / acknowledgement

i ema 5Y .

* Greeted within 10 minutes of entering

el Jaas e 38 10 e s 5 e

s Greeted within 5 minutes of entering

-1

bl Dxa2 e B 5 B sa

e — s
w N - [ =]

e |Immediately greeted an entering

DI00|x

W N = O

Saall Jyhi b e

b. Did the staff either /f or:

W) saal il gall W3 06

a. Askfor the customer’'s name?

¢ e r.....I‘_“-.'-.,_]T,,.,,-.i

b. Greet the customer by name?

?wl};‘.,-.-‘_l.\“‘bmj -

. Yes, the custamer was greeted by name /

Jﬂm|fiu[m\)ﬂacq_adhunﬂ1paﬂ‘ﬁu .

3
asked for his / her name O Lpanst 3
0 *  No, the customer was not greeted by E st oo L alyfanst 85 ae baallican gl a4 2038 0
name / asked for his or her name Lgand o

[ ST R w0 I R PP (. AT 2 DO+ SU-I g - =

c. Did the staff ask, “How can | help you today?” l 3 e A "f L! nd: L:
and Probe the purpose of the customer’s visit? ) 7
3 1. Yes, the staff did this B4 Gl eyl g1 8 cpn 1 3
0 2. No, staff did not do this O ALy il pall s o (NS 2 0

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

Lialhalfadlalial e sl (ALl pedal)l 4y balet g3 g0 &

3 1. Yes, he / she was redirected on the
basis of his / her needs

WWlalbal/afalial D (3) baall g yi olel 35 58 cpai 9 3

2. {OR) The first staff member

O aadl 4 A G301 J WY il el pdil (1) 2

the basis of his / her needs

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

3 eooountereo probod the nature of D Brae Lo foaelass 5 5l Al 3
visit and assister him / her
0 3. No, he [ she was not redirected on L alyia s

ldjm.\,m,.ﬂ..-.|,u‘,sdss 0

*1 S qi,s F .Ju.u PERY ...s_,.n uu. dn |

customer enquiry?

0 ¢ No, the staff were nat at all courteous D Y e Gl iBpall 0% 8 WS e 0
s Yes, the staff were quite / reasonably . o e e .
1 ! A gk ABLL alh gall Ll A el
courteous D B it Bty A pall Sl il el 0 1
2 * Yes, the staff were courteous E bl byl S Gl aeni e 2
'3 *  Yes, the staff were very courteous O AL yad o gt AS Al s e 3
b. Did the staff demonstrate “active listening” on Tl Jladiins ', A plinal™ Cilh gall g8t Jh

s No, the staff did not demonstrate

V plinal valh pall S
0 active listening O e sl gy o . 0
1 e Yes, the staff listened quite / O g 0 ke Kt iyl i S5 o .
£ L
reasonably actively bt R el 20 <o
2 *  Yes, the staff listened actively B Lolag) cilhgall gist il pal 2
3 ¢ Yes, the staff listened very actively D Lo G 2850 G pall hsth ] cans @ 3
* ) +
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c. Did the staff appear confident? ‘ faadi (e By adl o Cibyall B b S
{ +  No, the staff did not appear confident D SO PE B - U TR B, L
[ -
s Yes, the staff appeared quite / L s e u . .
Jatee bk e By &S o yal) .
\_ reasonably confident E e O By Wl e oyl gl i
! . - .
L *  Yes, the staff appeared confident D | ki (34 By Al e il ) g e e
| s Yes, the staff appeared very confident D { el o talad By Al B Al g cand e
[ d. List the names of staff interacted | . . -
: Calalald kS gt placd 851 &
with: N ol Gl Sl pudl 8 FLE A
e Mr/Ms. NO name aae | 1 Ao led e
o Mr./ Ms. g | 2 TR
e Mr. [/ Ms. 3 Aaalif Lol e
*  Mr./Ms, 4 FATDRFT I PR H [
8
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6.1 Staff Capability _

Chll gal) 3 b 6.1

a. Did the staff frequently probe the nature of the | 705 (A e dilaiial dagk 6 il il gall #0 JA
customer's needs? !
i
-3 1 Yes &4 e 1 ;3
‘ -
.0 2. No ] | NE 2 0
[ If ‘Na’, please specify your comments: | L s sl e 1Y
b. Did the staff actively attempt to anticipate I . e el . .
Pl Slavdal  Jlduy Llad & iB gl 2l A
customer needs? G Slavial Jhi A Byl A
3 1. Yes X i 1 3
0 2. No O 38 2 0

If ‘No’, please specify your comments:

AT ek e S 1

Were the staff able to cater to the needs of the

aai 500 lusa by (93 D G g 3 a4l il o) g Uil A LS

customer without seeking the help of a colleague? Tl 30
3 1. Yes E a1 3
0 2. No I:l S 2 0

If ‘No’, please specify your comments:

INT; IF the Answer Is YES , so the answer for Q

T iy 8 e T

D should be Nat Applicable
d. Were the staff able to answer all / most of the i .
questions posed? g phaall A0yl alima fJS 0 LY b pall gLl Ja S
3 1. Yes | a1 3
0 2. No bd 3 2 0
3 3- Not Applicable Gy Y .3 3
If ‘No’, ple scf specify your comments: 2l ) Ll o Bla ST
Know a .
wme 10 L wn b ho é«ﬂﬂbu.d Q,ucu{lkmﬂ to md
e. If the staff were unaware of the answer to a b A A foaa Jlige 5 Y 6 1,08 B palt 08, a1 13 g
particular query / queries, did they politely “ask e b dnd fadl]) e A0 5 e AU Jab e SUBIIYIT Lyl dlie b
you to wait while they double-checked with the
system / a colleague”?
3 1. Yes B4 e 1 3
0 2. No | 382 0
3 Not Applicable iy Y 3

If ‘No’, please specify your comments:

A s A,
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F6.2_ Product Knowledgs and Cross Selling " 7. . . | ..
a. Overall, was the staff well- |nforrned on Bank MJ Ciplia Ailats Al ul-ﬁ-- i gall gl SIS G s JO
L Dhofar’s product and services? i ¢ b 2y
[ 1
w{ 0 « Notat allinformed E ! SAUbY e Diagas e gul e 0 |
| s  Waellinformed on at least a quarter / a Ciaii y Satial e TR :
1 few of the products and services | TEm e & J.‘“" ’“T: * 1
discussed Al
2 +  Wellinformed on at least half of the 0 A O sl y Siatiad) vhual te Y Je pay e
) products and services discussed gilal, 2
; + wellinformed on at least three- C .
Claiiall e 61 g el AN Y L
3 quarters or more of the products and D ' o A E_&:dﬂ "’{ il "l:" * 3
services discussed i
b. List the details of the "main purpose of your visit” paadl) A s 1-"-‘-) "8 A i Sl g™ o e AaY pas e
{as per SECTION B}; rate the staff on the level of "Cladddl y Shpdially (Fadal 4 a5 game’t e il pal) pdls (-'J Y
“product / service knowledge” in this area: sAkhialt oda i
D S el o 3a 01 45 B rlaly
INT: LIST THE CODE FROM SECTION B. WVJ' l
0Llo .
0 *  No knowledge at all D ALY e alaY e 0
¢  Wellinformed on at least a quarter / a
Chanall g Cilagiall ¢ W . 1 !
1 few of the products and services E 3 e il e e ‘E\‘q "h j ¢ 1
discussed &
) e Well informed an at least half of the n| A g sty Claidl cieal oo BY) e Jay e 2
praducts and services discussed e
¢ Wellinformed on at least three . -
slaidl e ASi b plal A0 i
3 quarters or more of the products and D Sesisloe Sl E_:a_u - f_} :::J]TJ * 3
services discussed # ’

¢.  Did the staff attempt to “cross-sell” other products Slatd g Sladiad " ALSY) ppll™ o LB A glay il gl o8 b S
and services? LR
0 +  No cross selling at all @ IRY e Al adl e sl e o]
1 *  (Cross-selling after a lot of prompting D DS a A0 ey HLnyl andi Alaey S e 1
2 . E:(;::::Eg after a little / some D A Rl o R amy V) ) s p e 5
3 + immediate cross-selling attempt D BYT U VS L PV P PV 3
d. Did the staff explain Why Bank Dhofar’s products

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

ALad1 yal U Ly CAadd g ilpdia 130 iy il gall 28 g6 &
PAdlad il e A5 e "igaeil

3 1. Yes O a1 3
0 2. No A X2 0
if ‘No’, please specify your comments: il ey o tla 5 ST 1))
3 ' ‘l’o Il o § "
a/~u1 ad odoernk J/L”J\ -
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?

Clesd p Sladie o "AlalS Sla plaa” Aitho Y A glacay il gl 2 A 7
faluall it Sl aa il Uy

INT: LIST THE CODE FROM SECTICON B.

S k] (e el &S o iy

o [ *  No information at all E { Y e ShaginaY e 0
* Information provided on at least a S a3 s s
u—l-& \—IM *
1 quarter / a few of the products and O - ‘“.1: p ",..JF:“.;.\ "': 1
services discussed . ' I
N e Information provided on at least half D ity Adlaiall i plaadl Liead 3N uh szl @ 2
of the products and services discussed [P PR N DEF
» Information provided on at least three - . .
Slhaledl e 080 ghpll &0 W e slee! e
3 quarters or more of the products and iy v 3
1.‘4.‘!\_.. 3 oalaaa ._yl_~._u.]'l.: A.l.-.u..‘i
services discussed # 7
3 e Not Applicable ey e 3

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

fAliall b Aagliallh 4550y CbaTiwalt y (it jaYly Allads Sla gl 7

INT: LIST THE CODE FROM SECTION B.

O ) (pa el A, W8 sty

0 *  No information at all D JOLY e GlagaaY e 0
s |nformation provided on at least a .
Qlatalll ol glaall e LGN By Unc
1 quarter / a few of the products and E ,1...51- :C,‘ B 4_;1&': J. ! “'j: ‘... 1 * 1
services discussed & I
2 « |nformation provided on at least half D Slatially laiddl S glaal) cieal B te olle) e 2
of the products and services discussed il o8 Al Sandlt,
¢ Information provided on at least three . . .
Sila 1 e sl gl £l A 1 das |
3 quarters or more of the products and D Ml- .w]. J"::,’M E_"]J ] fy_."'km -:] 2 * 3
services discussed # A=
3 s Not Applicable AT

Did the staff attempt to acquire more customer

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

Jal e sy dklaia iST :.L.,h,.ié,..m_,_t.-.q;m:,..n,ﬁd._t
Tk A b dmddally ALl

3

1. Yes

a1

3

0

2. No

X0

a2,

o

If‘No please speci your mments:
She wme . abod

d?ﬁ“fﬂ“ﬁ‘-‘j )LLOﬂILJ 1o -

-~

A ity b gla ) ST 1Y
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7.1 Timeless gl 7.1
a. Waiting time on entering the branch, befare A e ) (B galh aa Jalasll 3 SE A Jgis 2 ABLY) )

dealing with the frontline staff:

D Aniif adlga o [ el il

INT: SPECIFY TIME IN MINUTES:

(A o cl gl s daly

0

7
0 *  QOver 15 minutes D Wi 15 e 8l . | 0
1 *  5-10 minutes i E JAB10-5 e 1
2 * 3.5 minutes O F8:5-3 e 2
3 ¢ Under 3 minutes E] AL AN e B e 3
b. Did the customer feel like the queuing system o . . A ] o
Crama i wiall (- (RN - IR AP .
functioned properly? o ot BN AR Ol G at O
0 . (aJ,lmlzeumg system did not function at D W e dems ¥ heall i DY AR e 0
e Queuing system functioned, but it 3 . . . C e ...
I T sl eyl AUss )
1 warked with a few impediments D3| i s e 088y domy o IE LG . 1
N e Queuing system functioned and it D Jad JEhs g A gy Sty il Y S e 2
worked quite easily and efficiently lada
3 e Queuing system functioned and it |:| Shy g Al A gy iy il B DY) ST 5 e 3
worked very easily and efficiently Jad
¢ Notapplicable E Suau Y e -
¢. Time taken for the “purpose of the custamer’s visit Adlge ) Qoo glt 2ie G5 805 whab A" Jal (e 23S gl =
to be fulfilled once reaching the counter: M Aaaal

INT: SPECIFY TIME IN MINUTES:

12
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| H. Additional Comments on Visit 15l b Adladall A4GY) Cila il !
{ (If any): (2 )
i Tnoeass he nuawdeerc % R¢
iih The bW“k’ %

9. Jwe e ned stef} énOuﬁL
‘ lr\fJLmaTcm

End of the Survey - Thank you very much....
S 184 — Glaiad) Al

TTL Branch Score
(Total unweughted branch score, summing all sections):

* Section - Paramctcr Under Enluatlon B ;_ L .~:'.f_ b 'I‘otal PolntsmS:ondln thls 'l’otal P;::“A;;ntedl
C Branch Presentation and Customer Facilities
D Greeting and Soft Skills of Staff
E Staff Capability, Knowledge and Cross-Selling
F Timeless

EA ER g pe 2]
({.uyldstn‘t)mmﬂﬁbmtw) }

P P ey R R L v ) Ty PSR ™ Yy 7 :
3030 Rl iy g0 it [
Ol gl Sl ey g |
ALY gl las g 438 ey i gl 3 £ i
i g r
' s . I g gare,
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