+ + +
PROJECT: Money
SHOPPER CODE DATA ENTRY \ EDITING ' I
. Name : Number | Name ' Number | Name i Number ;
| | | | | T T B9eod
‘.gfw..l | ! asll : il gl LA ! Aala! jas
pa { a - ol ! a3 = |
M | ! . ¥ )
T | | =
| | S paxd) | ; ! |
A. Details of Visit 3 Jaalds -
Bank Dhofar | e
Bank Muscat O mlas S
National Bank of Oman D gl o ¢ ) 45 3 aad 530 S
1. Bank Visited
HSBC-0IB O HSBC-OIB i
Bank Sahar D Saa iy
Other Bank: JECUEIY
2a. Branch Name R\ Kl‘\u_)ﬁ-)a"\-/\-/ Wv\{ § il 12
. 1
2b. Branch Area Q‘ KW‘N £ il gdge 2
3. Branch City HMACay Ll 3
4. Branch Region }.w ‘\ja’d\ ikl 4
Day | Month |  Year adody [ A [ e CEERUPSYIR.
5. Date of Visit
| | 2 8% | & | Yy
Hours | Minutes ah | Sle Ll
6. Start Time of Visit a, LM incd, f
H i wida Ale i
7. Total Duration of ours Minutes = VR
Visit [ 272 BRI

T — D€ - W




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

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

Opening a Savings

3 g e 3

Offer

Youth & Student

il y DLl e

or Current Account E] S5 Thea
Saving Scheme D FESRTY
Housing Loan E el e b
Car Loan O BTN
Educational Loan O et e
Credit Cards O il Dldida
Personal Loan D il e i
Double your Salary D A4 el
O

Account

S Aan e i Slaie ple it 2
s

{ i) JpaliS s3a gl f g adiall a0 rdaly

FINEN




e »'a-,_*.; Eoe xvr AR T T ¢ ;,':_"’1

v-v‘-"-r § Iy

4.1 Was Customer Parklng instantly avallal:le for
Mystery Shopper?

'Jﬁhuhahuhﬂrqmw -‘Ndl41

301 Yes X w1 3
3 No O w2
! . Specify: i
1
, |
i it. Specify time taken to find parking: min. At NPT PR P R L S B !
| |
|
4.2 Entrance to Bullding il B dgillt 4.2
a. Was the Entrance Clean? PUR Bt A5 )
T
3 L Yes A i1 3
0 2. No B X 2 0
If ‘No’, specify “Why / Describe how” the S8 iyl A saa el e (IS gl S
entrance was unclean: i i Jaal
b. Was the Entrance Convenient? Thaalie Jasall oIS JA
3 1. Yes B4 1| 3
0 2. No | 22| o
If ‘No’, please specify "Why” the entrance was Mnlie Jaoddl 585l ML a2a 0 MUST Ll gl S
inconvenient: -

X% A e SR S R ¥ ‘
Was the branch premises clean? "Llﬁ-' E A (e SIS Ja
3 1 Yes 4 1| 3
0 2. No O w2 0
If ‘No’, prgase specify “Why / Describe how S M iay fET o i e TS iyl S U
the premises was unclean: e et

At gl el




+ + +
4.4 Branding Material | K e Ay ChaeN 54 ]
a. Posters / Branding material present on doors, walls | | i) 5y o sall vl Y1 B Ay el Sadle { Dldeale a gy L |
and windows? : \

H | .

L3 1. Yes A L w1 3

Coo 2. No O w20 0

E | If ‘No’, please specify "additional comments”, | ey Zidaalle” ara il e SIS gl A8 |

: | if any: Wliay

b. Pamphlets, Leaflets and Brochures on display? B A3y A e e AT A
[ 3 1. Yes { E a1 3
0 2. No O w2 0
If 'No’, please specify “additional comments”, IR DERELE S -PR DAL TPRE LIS ST LS PR L
if any: STainy
|
c. Branding material up-to-date? falp0n 4G el Sldlall 3 g Jh S
3 1. Yes b pud 1 3
0 2. No | 2| 0
if ‘No’, please specify “additional comments”, I O Al ZAha e saa llad e IS el A5 13
if any: iDaay
&3] \Presdntation of Stal e 13 Drn. T R A R T G B L AT, T L e )

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

e‘yu H-'-"S- el B il q‘EJ‘"‘ O %90 Oa A8 a8 Ja

desks and counters? Laaaill
3 1. Yes ﬂ a1 3
0 2. No O w2| o

if any:

If ‘No’, please specify “additional comments”,

Sl e Ml aia Snd e NS L

Sl SAS 13

b. Were all / almast all of the staff neatly and

Trts s i el (90 kB gal) aliea f JS OIS A

professionally dressed?
3 1. Yes [ i 1 3
0 2 No 0| 22 0

if any:

If ‘No’, please specify "additional comments”,

| il Clba e i e e 98" Ll el

SE

:n._'..l_hJ

| c. Were all/almost the entire staff wearing name

Tagleansty Al (s gy g gl S A
! badges? adannly Sl Ay gaaday (il pall b f 8 S O
3 1. Yes E] i 1 3
0 2. No ) 2| 0

If ‘No’, please specify "the approximate

number of taffnotwear:ng name badggs: -
5_&&??‘ \

ol shid pad ow Al dnadl dia Lol e OIS lgadl IS0

U: N ‘ ailandy i :L: NE R Q
T

L ety

4

-



+ + +
46 . ATMand COM machines . .- ¢ . i s M;w,,qmmﬂixﬂ 48 |
| a. Was the area surrounding the ATM and CDM ey —h s Hu-l--ﬂ ;'q‘iu ,‘*ﬂ el 3 gl Dyaall S8 S Ok
' machines clean and presentable? ! ? )
31 Yes i il 3
0 2 No 0 =2 o

+ If ‘No’, please specify “Why / Describe how the
" area was unclean:

SEGE Gy I s i e S _,g O

b. Were the ATM and CDM machines functicning?

e —— o — -

Sl A E 1Yy Nl peall 5] S DA

3 1. Yes A 1] 3
0 2. No | w2| 0
If ‘No’, please specify “the time at which at g 4 S8 A0 Al s allad e UET hadi ST

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

i jeall g 1 ) Jaad Y aidl g ey VY G el

(g gl ¢ Y

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

SATM/CDM “dhia 8 3o GiSalt g 3,00 S8 A O

3 1L Yes O =1 3

o |2 No ' M2 g

3 3. Not applicable | Gy Y .3 3
if ‘No’, please specify “the time at which at G Jamy ol 301 2B P daa Sl e ST Gl gt S 1
which the cooling was not functioning SERN- AR

a. Was the branch alr-condatlomng fully functional
and sufficient?

"-ﬁ.,:."fé,n"""!";,,‘

B By PR

R

vy e A a1 ]

3 1. Yes

a1 3

Q 2. No

Oox

5802 0

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

fdl) Slaatia" ana Hlad e SRS Ll gall 1S
g U RPN YL SN P

b. Did the branch possess sufficient lighting?

4 ol £ AN pialy JA

3 1. Yes

a1 3

0 2. No

O[B4

a8 2 0

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

[0l DlanTa” soa sllind e CUST Ol yaldl 80
O L VIPL R V. W




+ + +
l c. Did the customer have sufficient waiting space / ; et e S odlS aae [ RIS daiee Sl S A D
! seating area? i 3
: 3 } 1. Yes E art 1 3
.0 | 2. No O wx2| o
i | Flachis Sidan e 2ia 2k TS i gl L

If ‘No’, please specify “Additional comments / . :
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?

i |
]

;

‘ I

! i
|

‘ »
1

|

[

sy E A Ja1 de g gt au&u;ni:*_.,d.;.,;;i Sp i plaial A &
Sl SSlal p (it} o g0 citia Al

3 1. Yes O a1 3
0 2. No X 2| 0
If No., please §pecufy Add_ut.ionz?l comments / b [l it e i e €Y gl
scrije how |t_~wasmsuff|cuent 'te M S S s
A e 3
v
5
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reetin omer

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

TP s o AR §aedall o i ailifoua Al a0 O )

0o * No greeting / ackncwledgement D . bl —a G e 0

! 1 e Greeted within 10 minutes of entering D : ot g e A0 JNA cua D . 1
N S & Greeted within 5 minutes of entesing | D : cranl 1aA0 e B TE cua I e -
R el Jpac i dl e L3

3 ' * Immediateiy greeted on entering !
I
|

b. Did the staff either / or:

OaaY) (s dat CiB i pld A

i

a. Ask for the customer's name? | [

® Shaalt sl e

b. Greet the customer by name?

faasl S0 aa raalya

*  Yes, the customer was greeted by name / m

}lm\}Ju/w‘)SicJ_;w:uu_}:ﬂ1éﬂs'aaa

basis of his / her needs?

3 asked for his / her name - 3
e Ng, the customer was not greeted by dad e S aly /4t j83 e banllcwa il ab Al 38 @
0 ) O S . 0
name / asked for his or her name ‘gt gl
A el g T ] e e Al " L geal) 1. z
€. Did the staff ask, “How can | help you today?” v 3 s “a "": "j ‘J: L:
and Probe the purpose of the customer’s visit? =
3 1. Yes, the staff did this E Sy 3l gall B8 03 pad 9 3
0 2. No, staff did not do this D Ay (il gall a0 S 2 0
d. Was the Mystery Shopper redirected on the Talialfadlaial e sl GBS0 Feudadl Ayl daled 25 06 O

1. Yes, he / she was redirected on the

the basis of his / her need
. - .

s

o+ ?

5

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

THEST S T SR} K
AT AR S

Tadalfalaldal  J' (3] eaadt 3ol 25 a1l cans
3 basis of his / her needs D el el S () hal 4 gisilel 5 Al i ] 3
2. (OR) The first staff member . FI . .
e Laall 2 s3I gy il pall i { )
3 encountered probed the nature of O el 4 A . o e (.J) 2 3
. . . u-‘.“--dfbx-u_,-_)li_ﬂlﬂa._gh
visit and assister him / her
0 3. No, he/ she was not redirected on E Lo tia S a0 g 8 S0 30 0 06 3 0

customer enquiry?

0 ¢ No, the staff were not at all courteous | [ JBY! o gl GiB gl S5 W3S e 0
e Yes, the staff were quite / reasonably . £y . ws i
' L e 4By i pall dad A sand
! courteous O P gk Gl 5, S e e 1
2 *  Yes, the staff were courteous D G kb gl 8 2l e e 2
3 ® Yes, the staff were very courteous E AL kgl S Rl aad e 3
b. Did the staff demonstrate “active listening” on el jlaiiedy " plal plical” Gk palt B 6 o

*  No, the staff did not demonstrate

. Vo plial Al gall - S
° active listening O i 8 sl gy Al . 0
e Yes, the staff listened quite / . ‘y a e . . -
1 ' | [y AL, by B galt 1 a2l ani
reasonably actively U bl Basa [ gl Byt o 1
2 e Yes, the staff listened actively E Calay) cabi galt sl 3l cans @ 2 |
3 »  Yes, the staff listened very actively | Lo Do A il gall sl Gl pai 3




+

1

€. Did the staff appear confident? ‘ : Ths o By 4t o gt 4B 4 S
i *  No, the staff did not appear confident \ O | hadl Cp0 Bl ] e b el g Al NS e

‘, : e Yes, the staff appeared quite / D v ves s e e

’ 3T DU LAY W HP v PR T L yail .

1 ] reasonably confident E ! ” ’ D HI B B s e 0 !
! = Yes, the staff appeared confident |:] \ ki fa Bl Sl gl aei e |
! o Yes, the staff appeared very confident | O Akl e Ll Bl e il gl gl el e !
| d. List the names of staff interacted 1 : . h e e tn e e et
‘ h g ; T Dlauwl fpall Gk el plawd S S

wWiin: |

o Mo/ Vs [hnapadne fmalde NA~g (gf  Leilissdl .

; L+ Mi/MsPyavcae. Yals fhow) e g Mo - e .

i A T Y RN

| e Mr./ Ms. 3 d i Lalih .

| { e Mr/Ms. | a ALl el e




SR T 3&-,‘"?‘3“‘ il
"‘.,L. Y ' guiqty:;

6.1 Staff Capability _
i a. Did the staff frequently probe the nature of the . : 5 s G 3 Slalial Aol (8 ledl il gt W1 08 )
t customer's needs?
i T

3 i Yes " UL '3
|

e 2 No w2

i If ‘Ng’, please specify your cormments: i NEIIE RN BRI LY
I

b. Did the staff actively attempt to anticipate ‘

0 Claliia] Fuie¥ A8 Ly ib sl 23 0
customer needs?

3 1. Yes E ani 1 l 3
0 2. No | % 2 0
If ‘No’, please specify your comments: 2l iy B ST Y
c.  Were the staff able to cater to the needs of the sai 520l calh (g3 e g Slaigia) 4D b gal) gkl 6O
customer without seeking the help of a colleague? T2l 3l
3 1. VYes O a1 3
0 2. No hZ| ¥ 2 0

If ‘No’, please gpecify your cammen RO P VP PP RPN L k|

INT: IF the Is YES, so the an
D should be Not Applicable
d. Were the staff able toc answer all / most of the i L A
questions posed? faa yolaall AlinsY) plins fJS 08 AY1 Cill gall gllaind Ja &
3 1. Yes D P 3
0 2. No 74| 3% 2 0
3 3- Not Applicable Seay ¥ 3 3
If ‘No’, please specify your comments: Pl ais A pla ) ST )
Tho ool
e. If the staff were unaware of the answer to a Ob Alma Al [opea S Lo DlaY) e (008 b gall 08 0010 1
particular query / queries, did they politely “ask a3l dal falBall e 450 5 e aSU Jab (e JUBSN™ gty dlia widb
you to wait while they double-checked with the
system / a colleague”?
3 1. Yes O a1 3
0 2. No R % 2 0
3 Not Applicable iy Y 3
If 'No’, please specify your comments: A Tledni o8 pin ) MOST 13}




+ + +
a. Crverall, was the staff well mformed on Bank ; uu-\a-,; ul.uu.: Adlata dhad ...L.-,Su ura,..l J-ﬂ uls Uh ?Le J.s..:.. l
1 Dhofar’s product and services? i
0 [ = Notatall inforrmed D ALY o D gema al ud e 0]
*  Wellinformed on at least a quarter fa ! i ™ v! 1 i
_\A_;. _a_..q. (55\..& )
1 few of the products and services | D ? > oe A o ’“' 1
discussed [ Ranaataltes ‘
3 o Wellinformed on at least half of the | E i B Seally ekl kel e BV Ll dap e g
products and services discussed I i PEROEH }
+ Weil informed on at least three- | . . - \
i SaaTall e mSh g oss AW WYY e Ll
3 quarters or more of the products and | [] Sl e S8 P e ot el 3

services discussed

L LR R PRES

. 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:

H‘U’L‘ﬁ‘d)“‘#"‘ﬂﬁj‘ l"l—nﬂdhﬂ.\.?f&.‘_,.l‘p‘u
"uLAulJuMMIM}mdM e (wib yall _?i_, H=
sAdli oia 4

INT: LIST THE CODE FROM SECTION B.

P IRPETIUE FLTI PIONY

0 ¢ No knowledge at all O AUy Lo sy Y e 0
e Wellinformed on at least a quarter f a
2leaall y Zhadid! - W - 1
1 few of the products and services D = 2= o B f) ")c] JSP.L:J‘-: f:;' ‘ 1
discussed a
2 « Well informed on at least half of the E Al Sileasll y Slatiall cheai e B L ey @ 2
products and services discussed b
e Well infarmed on at least three .
Sladadl e S8 ¢ pai A58 B
3 quarters or more of the products and D . o Ay &..._.,h . ‘:ﬂ] :h ‘dlu ¢ 3
services discussed ¢ i sl

¢. Did the staff attempt to “cross-sell” other products Shard g Shadid ALY Al G pLAD A ylaney i palt U
and services? APy
0 e No cross selling at all D AW Lo Rt ol Ll s o @ 0
1 e Cross-selling after a lot of prompting D Mol G 580 iy oY ol Al T 1
*  Cross-selling after a little / some . . . .
b lleariaa'y - 1 ey D) asall Lilaay 2l 2
z prompting K = 100 Gl any Fo¥! gll den 60
3 * Immediate cross-selling attempt D Skt e et Al Al e Wl e 3
d. Didthe s.taff explain W:w Bank Dh.ofar’ds produc:s LA L) B ) ety lpiie 1L £ pdy LB gl ol a5
and s_ennces posse:f.sa Comparative advantage G &y A "
relative to competing banks? *
3 1. Yes D a1 3
0 2. No K X% 2, 0

If ‘No’, please specify ypur comments:

(E]mﬁ/}i\_ on

T3l ) e b sla ) NS 1)

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?

Deid g Dladle 6 AN Sha g i Y A jlae cilh gt o3 A £z
PAlall 1l bl Ae i 2,

' INT: LIST THE CODE FROM SECTION 8.

S aedl) S et A5G 8 1l

0 ! ¢ Noinformation at all D ‘ ALY e Zlagaay e 0
e« Information previded on at least a \ i) S el e R fe R ,
U Tiapra’ e . : 7 [ ]
1 quarter / a few of the products and O S J.‘W U 1
! B el —d iy :
services discussed | o I ;
5 e nformation provided on at least half &~ } Dol A Do ! el BN B slast e g
of the products and services discussed i e e L i
; « Information provided on at least three A sl TR
‘ ‘ Cia padl bl gl i 2l W e ok
i 3 quarters or more of the products and | D )M {._,..’s “_'.l & ) .,A "" ".fsd‘ ’ l 3
‘ Gl T T Sianall y Ciadials diaial
services discussed | hd ’ '
3 e Not Applicable | SlyY e | 3
f. Information on relevant procedures, faliall il Aagliad) 400y STl y (Sl ol ARiaie Sla gaa £
‘ documentation and follow-up method?
I . .
i INT: LIST THE CODE FROM SECTION B. Skt e Gl 4GS iy
0 *  No information at all O I Lo Slagaay e 0
+ Information provided on at least a -
IR UL PR W] AT (I A
1 quarter / a few of the products and D = - .‘:? JH‘ {‘(":‘: “?.1.\ "’j hﬂc.b ¢ 1
services discussed LeiaRia 43 S 3l
2 + Information provided on at least half D Sladially Al i paad) el B e slac] e 5
of the products and services discussed e 1 Al Dlaadll
« |nformation provided an at least three - . .
Tia glaall e ASE gh g b ASS B !
3 quarters or more of the products and E - ’“ ‘.:‘)‘s;‘ E:J n 'ﬁv‘:‘f“‘c‘ * 3
services discussed * 2T
3 s Not Applicable BalasY e
g Did the staff attempt to acquire mare customer Jal e Do o Allie ST Dl glne 43 el A glaey Lih gall o Ja 3
information so as to follow-up at the end of the visit? b0 Ay A Aaulially aldlt
3 1. Yes E a1 3
0 2. No | 32, 0
If ‘No’, please specify yaur comments: ol i b el S

11




7. Timeless

+ +
. -...,Q: {-%?‘b’"‘* ot g7l ; ¥ y
chyh 7.1

Waiting time on entering the branch, befare
dealing with the frontline staff:

o o ) il pall g Jalallh S f il (g i LYY )
D Aaaill adlge 8 [ ala¥) Bdl]

INT: SPECIFY TIME IN MINUTES:

:__:t-i\.wl [y C&_’n Ao

hay

I

e X

|
. o s Over 15 minutes D apa: 15 . 0
r 4 I
1 s 5.-10 minutes D 23 10-5 . 1 !
2 1« 3Sminutes e Hi53 e 2
L3 e Under 3 minutes = Gk 2 e F e 3
b. Did the customer feel like the queuing system e w2 s imemp tee b . e
! raa 53 ot A R WA G N
functioned properly? - o SR AR Sy el AL A
0 . (;Teumg system did not function at D B! e Jomy ¥ i) 5 YT 0w o
s Queuing systern functioned, but it Sl s . I
S ] —Las . 1
1 worked with a few impediments O] s & D8l Jany e e e
5 e  Queuing system functioned and it ] Jad JSh g & gy Jumy bl 3 GG GlE0 G e 2
worked quite easily and efficiently [P T
*  Queuing system functioned and it [——-] Ok g KAl L gy Sty il b LDV Wl e
3 . . b 3
worked very easily and efficiently
* Not applicable E RTEST I -
c. Time taken for the "purpose of the customer’s visit A ga g gl 208 a3 B 5 e D" Jad (e 245D ui_v‘ o
to be fulfilled once reaching the counter: 3" Aaaidl

INT: SPECIFY TIME IN MINUTES:

I3

gk %A’ﬁéwt
F RPN 5 f?:;p'
“" d_ % o -.'"7

;Jaﬁdl\ oo 2 ¢ idaaly

-.mr.. e

T o
D i TR iyt : W
L -¢ ": Sl
) o B -
ol £
x 3. Y o,
iy o E &
) 1 e el
1T g SR
ALY
A AP ¥
" x , 1
TR AP s M %
&
K g 5]
4 ~

Ty Tadl Y
P o b
b A
Nahyl ol
Ere
- P
i B i
. ol = Ty
.
2
[L ek, s
;. b
i i ¥
3 il 8
> :
S
s N
e
d
e
7 &
"_h 2
~ ()
~ o
| s vk
- '. i
g P
3
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+ + +
" H. Additional Comments on Visit ! 15 Fl Adlaiadl A dlay! Cla ghal) B
1 (If any): i = )

End of the Survey - Thank you very much..

S 88 — i) g

T e g = xﬁ;’?ﬁ T
officetise O

G. OTABranch Score

{Total unweighted branch score, summing all sections):

Section Pa er Under Evaluats : Total Points Scored in this Total Points Allocated /
Area: Parameter
C Branch Presentation and Customer Facilities
D Greeting and Soft Skills of Staff
E Staff Capability, Knowledge and Cross-Selling
F Timeless
TOTAL SCORE

£ oAl bldi £ gazea £

Ao Foaad) B § yaps | Tl b Uiyl B0 p 3ugn 0! gy 530 Jolal gt
sl Radid ey g i |
okl a5l gy 301 &
(AaY gonl) Alas p ATh ma g 1okl pal 5 8 z
gl d
LA £ gane
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