L
PROJECT: Money

SHOPPER CODE DATA ENTRY EDITING SR, #
Name Number Name [ Number | Name [ Number
! I
| | | | 131657
3l . oL, I
& S o | | Al | Cia glaal A | Gl e
¥ el ! | |
‘ ad ! L, & LA 2! [ad = i
Jf e Jw| ‘ 2
A. Details of Visit 3oL Sl -
Bank Dhofar A ik Ay
Bank Muscat m YRR
N National Bank of Oman O el il 1 sl A5l aad g3 Y 9
1. Bank Visited
HSBC-0IB H HSBC-OIB 4
Bank Sohar | Jaa AL
Other Bank: oAl Ay
2a. Branch Name NQ-UO \Q)QJ.LALGJ\_J B i el 12
2b. Branch Area ‘\_Q_a}\/ e 9/\1.1.) di-‘b ND S Fodl iy 2
3. Branch City \QBOJ,(’Q'\Q/\/ Luadt 3
P
4. Branch Region L’(.M)"CO‘-Y ahidt o4
Day | Month [ vear Al ] A T M 5
5. Date of Visit
| | ) 6 | -
Hours | Minutes Sl | Sle Ll
6. Start Time of Visit 2‘ \ il iy ady 6
H Mi A 2le L
7. Total Duration of ours Inutes = o
Visit I q I 'Jlﬂ_)J" [ 7
1
+ +




General Enquiry relating ta a — o2 i e plie $ade ple il 2
S

f el Gyl 213 g1/ g csaldiald A1 1aly

FIEA]

specific Product, Service
and/or Facility Educational Laan
INT: SELECT AS RELEVANT AND/OR :
SPECIFY DETAILS OF Credit Cards O

Double your Salary
0

Youth & Student
Account




4.1 Was Customer Parking instantly avallable for the . - a T o
Mystery Shopper? L P29 o B e i ga AN GpudiaD g O 4.1
3 1. Yes O i1 3
. !
| }_2 No A 382 |
i Vi Specify: o
i. Specify time taken to find parking: min. T 2 i ga S a0 ) e o
4.2 Entrance to Bullding il B Jadal 4,2
a. Wasthe Entrance Clean? b1 PNV O T3 O
3 1. Yes ani 1 3
0 {2 No O % 2 0

If ‘No’, specify “Why / Describe how” the
entrance was unciean:

2 LY. SN I L A L P - P U VS e L

b. Wasthe Entrance Convenient?

liide Jaaall S 4

1. Yes

pai 1 3

2. No

0| X

a8 2 0

If 'No’, please specify “Why" the entrance was
inconvenient:

M R R Cantind@tt Sraii n e fi il s e AT T gie - Lt N

P ~dzb

i Ja sl o o AT 2m s TS ) S

Ry Sk B iR, AR AT |

Was the branch premises clean? RS £ Al e 018 JA
3 1. Yes E PPERL 3
0 2. Na O w2 0

If 'No’, please specify "Why / Describe how”
the premises was unclean;

TN SUNPINTLIR [TV IS SR S U T S

Apls g Sl




+ + +

a. Posters/ Branding materlal present on doors, walls \ "-ﬂb-”J L.l -h-\ -u,dy‘ll u" q_,Lp uL-)Lr. ! uLl..Aln u” A

and windows? l !
|3 1. Yes 'R il 3
i T 1
0 2. No O X2 0
: If 'No’, please specify “additional comments”, | ! S M Saa i a @l S SIS gt S !
' if any: ’ ! sy

" b. Pamphlets, Leaflets and Brochures on display? i

e !:'13\;,]__\_;15_71}}'-3&.'-:4

: oy w7
A TR

4 'Zﬁ, e

‘\$

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

|
, 3 1. Yes | ~1| 3
| o 2. No O w2 o
If ‘No’, please specify "add_itional comments”, S MAdlal Sl e M e Sk e UHEY O pall K13
if any: Wlaam g
c. Branding material up-to-date? filaa dyladh Slatall Mg b S
3 1. Yes E ani 1 3
0 2. No O M2 0
If ‘No’, please specify “additional comments”, Ol Ml Cllaa S saa Alad SN il gall S 02
if any: )

i "'V"

o 8 e

adigay H-'-"L'“ Y] &.)IJ" D (e 90 e .»55 3l gy s On

professionally dressed?

desks and counters? LI EEL|
3 1. Yes D ani 1 3
0 2. No R 2| o
If ‘No’, please specify “additional comments”, O il Sllaad saa Sl e ST badl IS 1S
if any: Slaa g
b. Were all / almost all of the staff neatly and

O a3 1 3a sl (L3850 Oy pal) e ] JS IS A

if any:

3 1. Yes E a1 3
0 2. No O 2| 0
. . SRR ST VARV P Slind s MHE L galt S K
1f ‘No’, please specify “additional comments”, O ket Siaa et s e A g ‘{15 !
R ]

c. Were all/alimost the entire staff wearing name

(.| -l > . - - ‘ - -
badges? alanbs DA G gaiay (gl gl pBme [ JS CHS 6 S
3 1. Yes D 1 3
0 2. No E 58 2 0
if ‘No’, please specify “the approximate Cpll il yall oy a0 saedl saa Sllid e SOUST Gl galdl SRSV
staff not wearing name badges: gy LS gy Y
4T
Vs UUJI 4
+ .
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4.6 ' ATM and COM machines Toadeg R | S . okl p13Lg N ol uall 5340t 4.6
a. Was the area surrounding the ATM and COM ey il ,c-ua-l ,g\.w\_, ,',.."11 ol el 3 gt doanall S8l A A L) i
| machines clfeon and presentable? | ? e
‘ 3| 1 Yes 3 i 1 3
o | 2. No 'O 2 o |

area was unclean:

If ‘No’, please specify "Why / Describe how the

S8 TGS Gy L i Wl ST T T
i e S !

. b. Were the ATM and COM machines functioning?

Sl S A 15y Y wdlpeall 3 gt 0SNG0

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

3 1. Yes A 3
0 2. No a 2| o
If ‘No’, please specify “the time at which at 3ieal ad K3 ool Sl e 2lad e MUST il gad! S5

s—l‘_)...ﬂj‘ e ‘i'h J.‘n.'s)) ,_Lu.‘:r PRvit]] F-W_LH‘ gj‘ﬂ .__.IJ,._ml
(4.\;»1 t‘.‘g'}r! JI ".‘]”

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

TATM/COM 43bia A u3 Sl g 3,00 AS A

1

3 |1 Yes A 3

0 |2 No O K2 0

3 3. Not applicable O Slay¥ 3| 3
If ‘No’, please specify “the time at which at A8 ey o] g3l 2" daa Slai e DS gall 1S 8
which the cooling was not functioning e SO0 sl

A% Beageti Anihiohcy od Feclinfay TR EH SR ROWE gk o RO OMEERY D AT AR A B A F
a. Was the branch air-conditioning fully functional "'—"-'-J 1SSy Jany Al gt Sl S O
and sufficient?
3 1 Yes %) mi1lo3
0 2. No | %20 0
If ‘N¢’, please specify “Additional comments / Frlol Slhada o Aol e SUET el €0
Describe how it was insufficient: oS 5 al v RS ia
b. Did the branch possess sufficient lighting? TAMC Fplaly £ il pialy JA L
3 1 Yes 4 il 3
0 2. No O w21 0
If ‘No’, please specify “Additional comments / Gl Cilaadle” na il S CTHET Ol gall S 1
Describe how it was insufficient: S Syl RS o
5
+ +



+ + +
¢. Did the customer have sufficient waiting space / | | Tomsmat 38 la e dlS 2 AT A8 Aaleae Jpall S8 A LD
seating area? i
3 1. Yes B i 1| 3
1
0 2. No O w21 0

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

froils s tiat s el S STUSY ol gall S
e e

d. Did the customer find it easy to follow the signage
within the interiors of the branch, indicating different
caunters/ wark stations?

g RN JA13 AS g galt SIS A gy iy O g 3 @ Uil A
anll CSial g {oOlEa) S5 4AN Cilida ) al

»
—d

3 1. Yes A i1 3
0 2. No O ¥y2| o
If No., please _‘"pEC'FY AddIFIOné| comments / iy fAa] it sia Sl e U gl S 1
Describe how it was insufficient: S 6 s
B
+ +
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5.1 Greeting of Customer Oty qua il 5.1
i a.  Was the Mystery Shopper “promptly greeted / TEAN A adgha jab AN Jeedall 5 b alifeaa 3 a5 A L) :
acknowledged” on entering the branch? ’
0 W ¢ No greeting / acknowledgement E : rgriy pureasl B 0
' " g \
.1 »  Greeted within 10 minutes of entering ] NPPLLNGEWPIN : S 14 S EQUIEEN v |
i 2 e  Greeted within 5 minutes of entering D i a3 Ja 335 A el e 2
3 I * Immediately greeted on entering . D ranll JaE g oa Tl .3
i b.  Did the staff either / or: IO pials il galt W8 A o
a. Askfor the customer’s name? ? bl a e
b. Greet the customer by name? Faaal 55 aa Jranll a ) =
3 e Yes, the customer was greeted by name / D FIE PN WY LW < DRY WL FRNIENS I B S PPL I 3
asked for his / her name Ll
0 - No, the customer was not greeted by E st oo Jaws aly £ daul K0 TRV PL FRNETRO A P ), L 0
name / asked for his or her name Land ol
G F it 3 " ygl) 6 s Sy AgS” <k gl :
c. Did the staff ask, “How can | help you today?” - 3"l s ’: JL‘] n"l; L:
and Probe the purpose of the customer’s visit? ’ *
3 1. Yes, the staff did this O Ayl yalt o a2 cani 1 3
0 2. No, staff did not do this R Ay il gl A A0S 2 0

d.

Was the Mystery Shopper redirected on the

basis of his / her needs?

ealfaflalial o pls ALY § gudal

Gall A.J;Jub.ﬂsl(.ldh &

1. Yes, he /she was redirected on the

the bas:s of his / her needs

SaldalfGalis! (s | aaa g Bole) 25 a0 cael
3 basis of his / her needs D el laatial L (el 4 g3 falat 15 40 cpel 1 3
2. (OR} The first staff member e .
e uaall I\ D T (R VW T g
3 encountered probed the nature of D S L‘f 4 “}J oy = (,J)'z 3
., \ . .\c-L..:/oA:.L.aJa_)\.J)Hu__.‘;a
visit and assister him / her
0 3. Nog, he /she was not redirected on E Ll l/Atalial L Al alel 5 36 3 0
X

customer enguiry?

o T e P PRGN e
2. -7 Xl ' o - o 2 - . - .)4 ‘l"‘"‘&nh} .2— i
a. Were the staff courteous on the custorner making ’dg-d‘ .x:L...... qi,ys CF o bl 52 uE,.di uls Jn T
his / her enguiry?
0 ®  No, the staff were not at all courteous E B e B iR el 05y el BS e | o]
*  Yes, the staff were quite / reasonably . . . -
o Bl s o tas o

1 courteous D Pup lala By iy ad ol un e 1

2 +  Yes, the staff were courteous D Jal il A8 Gl e 2

3 *  Yes, the staff were very courteous D U0 yad bgalt S 08 sand @ 3
b. Did the staff demonstrate “active listening” on Cpatl) i pha) pliealt A pall gl N

*  No, the staff did not demonstrate

) Ll dB gl >
0 active listening D ksl i S e = 0
e Yes, the staff listened quite / . cr a e . . .
! Ll 4] Ay il gall [JEr P
! reasonably actively & Wilas) S Rl i # ABgall ot Al spns e 1
2 ¢ Yes, the staff listened actively O L) i gl st il spns 2
3 *  Yes, the staff listened very actively D G O i LB gl heah Gl cani @ 3




+

! Did the staff appear confident? 1 ‘ Taaki o (Bhy 41 e B palt gl A D
; s No, the staff did not appear confident | EI 1 ekl e By adl e il gdl ek Al US e
1 - ' '
| e Yes, the staff appeared quite / | | . P g . .
! ! i IS N PR L TN Vi [ SR PRI
: : reasonably confident \ D i : Of I T s gl e 0
: ; e Yes, the staff appeared confident } D ‘ ki e Bty At fo ah ) gl et e }
f I .. . N .
' E *  Yes, the staff appeared very confident | D ! [V PaY PR T RV RTH-S :
d. List the names of staff interacted i . ST N P TI
| with: ; | Iade el ! il gad) pandt 831
i T+ /M Omamanr Pads willowvoome txg o= .|
i I e Mr./Ms. I 2 | v ARSI RS TN =
i o M. /Ms. 3 | FORRT NPT
] e Mr./Ms. 4 ! R




+ +
6.1 Staff Capability Cyilgaltid 62
a. Did the staff frequently probe the nature of the oA S8l J 3 Glaifal dah 0f iYL ol gl o3 a1

customer's needs?
3 E 1. Yes n a1 |3
o |2 No B4 8 2 0
; If ‘No’, please specify your comments: g Al Bl AT
| She doeant now aboud”
| \ cQme
b. Did the staff actively attempt to anticipate 8 ga i Shalgin) Buies Alnb A ghaney il pall o8 A
customer needs? : +
3 1. Yes O axi 1 3
0 2. No )24 M§ D 0
If ‘No’, please specify your comments: . e Ly 8 Bl S 13
ey old we ha¥ the e plofe M-OP?V\A»J)»QL tev oo
f . b: | V
U—,‘W\bﬁ"j naw) Cod ol L

c.  Were the staff able to cater to the needs of the aaf 330 s clb G0 G 3 Silatal Al Gilh gall gLt A
customer without seeking the help of a colleague? £pla

3 1. Yes O ni 1 3

0 2. No e | %02 0

If 'No’, please specify your comments, Sl Zliaiy ol tlay S 1)
1 Larr WHa )A,d'_w

INT: IF the Answer is YES, sothe a Q

D should be Not Applicable

d. Were the staff able to answer all / most of the . L .
questions posed? faa y plaadt AL uine fUJS D8 e il pall £t b S

3 1. Yes O a1 3

0 2. No (| %S 2 0

3 3- Not Applicable iy Y 3 3

If ‘No’, please specify yqur comments i rldag 8 Bla ST 1Y)
“@_mnw‘ﬂ.ﬂ_ecw Aol g~ '

e. If the staff were unaware of the answer to a b g AL [ Qg e A e | B Gdb s 08 A 1) g
particular query / queries, did they politely “ask ka3 dal fullBdll e AL B e 280 Ja) D JUESYI oydety dlia il
you to wait while they double-checked with the
system / a colleague”?

3 1. Yes D axi 1 3

0 2. No 4| %8 2 0

3 Not Applicable Salay ¥ 3

If ‘No’, please specify Bl g A8 Bl ST )
@a
9
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(62 mmw&wm

i MMM e

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

uuh_’umuﬂ.uuﬂubw..ﬁ}u\g.ﬁ LSJ&”.&_‘,S_‘... ]

!
i Dhofar's product and services? | Uk Ly
! 0 ‘ * Not at all informed I E ! AUay! o Jlagleadazad ud e } 0
! ! e Well informed on at least a quarter / a | | el y il e L fags te B e o i
s alie i ,
| 1 | few of the products and services ! 0! I SR H; : |
‘ ‘ i . i .
| ! discussed i s :
o, | e Well informed on at Iea_st half of the ! 0O S 2 Tradly Slatidl cdead e AU _.x-(:-L . o
\ products and services discussed ! ' FENCER i
; ¢ Wellinformed on at least three- : . -
: Siaial e A8 gl ply b A 5
| 3 quarters or more of the products and | [] ‘ e ) e ::JI "'[' T * 3
: services discussed ! & 2
r

i 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:

'nuuiu]q.id))u) ;wajl#‘"uuiﬁv&.d‘”pi_ﬁl
"'Lﬂﬂ\,umwluﬂ\dy uhwlhﬂ‘wtupi_,*(é
A.Ih.'uﬂa:'ﬂqj

INT: LIST THE CODE FROM SECTION B.

CPICPE TR FLTAN PIOWE

services discussed

0 *  No knowledge at all E UL Lo aay ¥ e 0
o Wellinformed on at least a quarter / a . .
»1 - l| —'l - I . 'l . ‘ r
1 few of the products and services r__] = 3 o il e “F] JES'.L:-: j * 1
discussed &
) *  Well informed on at least half of the O] A B laally Slatal chaad e JIY e aay e 2
products and services discussed s
e Well informed on at least three -
Sladall e SE g gl A WY
3 quarters or more of the products and I:l ) op S8l g RO I Je ol 0 3

R

‘Lul,s‘,:dl;.msl'.‘,

c. Did the staff attempt to “cross-sell” other products el g Shalid " ALSY) aali® s olAl A flae LiBgall o b D
and services? !yl

0 *  No cross selling at all E Iy e e A Gl adyal @ 0

1 s  Cross-selling after a lot of prompting D Ol Meda Yl G gl oy ALl ! dglans ol w 1

2 . Fc,:zs;::tei:u:g after a little f some D 0 S 0 D g Y gl g a5 e 5

3 + Immediate cross-selling attempt O JAD e R sl Al e Wi e 3

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

relative to competing banks?

Llaiyh at B ol Slesd y Cladie 130 £ by oil pal) plE G4 &
LZWCTRI IR PO FYL AL P

3 1. Yes

T 3

0 2. No

X[

2 0

If ‘No’, pleas specFy your canments:
&m&ﬂ‘m—aﬁ{‘

AT b A el S

10




b
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Did the staff attempt to provide “complete
information” on Bank Dhofar’s products and
services, along with relevant literature?

ol

Gledd y Slatia 6 "AllS Sia

" Lie Y A sy B yall 43 JA 7
falall il Slyich ea ik ol

| INT: UST THE CODE FROM SECTION B.

O a0 S B 1 laly

T

=

.0 s  Noinformation at al! 3y o Slagasy e 0
{ ¢ Information provided an at least a ; ‘ ATt g e Y fas 5Y e e . | '
i 43 80 ! . . & H I !
| 1 ' quarter / a few of the products and D | ’“ e r) o "c o 1
| ! services discussed [ i * S T s j i
| 2 ' * Information provided an at least half D | Znaiiads Adlai Cagadt wdeal B L8 clas, e “ 7
] of the products and services discussed Raile 2 5 ekl y
L
+« Infgrmation provided on at least three F Seren e e
Diaglaall e 8T g Bl ADIS BT 22 clae] e
3 quarters or more of the products and D gl s oL LS el 3
Ldiia Laaadl g Siatias diletdi
services discussed ® = A
3 e Not Applicable Sy . 3
f. Information on relevant procedures, Tlall il At AR g ilaDiadll y o Dlp) Yl ARl e glae
documentation and follow-up method?
INT: LIST THE CODE FROM SECTION B. O k] Cpa il aag, ,.s sl
0 « Noinformation at all E ALY o Clagaay e 0
* Information provided on at least a e
alanall Sl gledd) | Y e ol
1 quarter / a few of the products and D = "h:j:‘d*m 4_11&: “’. I "j <l * 1
services discussed * JmE
2 * Information provided on at least half D Slauial; Gl Claglad) dial B Jo dlac) W 5
of the products and services discussed Lidilia o5 U Diadidt y
e information provided on at least three N Tagb i
Shaglaad a1 o) LT A B o sllac! e
3 quarters or more of the products and D e Tt oen e 3
L‘.a...jLu Glaaddl y ladidl Alagad
services discussed Ao A
3 e« Not Applicable RN
g Did the staff attempt to acquire more customer Sab O Ggp P Aiase ST Cila gin 48 judd A2 glaas il galt B JaF
information so as to follow-up at the end of the visit? 3l Al b dagaly ALl
3 1. Yes Il a1 3
0 2. No B4 3 2. 0
if ‘No’, plegse speii'fy your cornments; e Thoads af sla HET 1Y

L}

11

|
|
|
|
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"7.1 Timeless

<l gh 7.1

| a. Waiting time on entering the branch, befare

dealing with the frontline staff:

A e el il gall aa Jataih PRy g il JaAs v JURSYY 28 )
D Aaddll it ga o [ ala¥) Bad)

INT: SPECIFY TIME IN MINUTES: ‘

| OB e i gl A3, ialy

T

0 e Over 15 minutes O G:154 € e LD
1 *  5-10 minutes I i A 105 e |
o2 o 3:5minutes L Fhs3 . 2
' 3 J * Under 3 minutes D SR M L e 3
: b. Did the customer feel like the queuing system ‘. . . s memgr cte o ) N
.c.}md !5""" | ey adal sl o Wl Al
functioned properly? ey ot B! S G G e A
0 . ;).]Teumg system did not function at D LY e Sy ¥ il i G i e 0
* Queuing systermn functioned, but it dall . . Ll Aty A
Ly il y (V] 1
1 worked with a few impediments D Fl & 08 oy v IR *
2 s Queuing systern functioned and it D Ghad JCh g A g Sty el DY S e 2
worked quite easily and efficiently s
3 e Queuing system functioned and it ] JSyp A A gy Jaty el 8 ALTY AL e 3
worked very easily and efficiently Jad
e Notapplicable %] SekiY e .
¢. Time taken for the “purpose of the customer’s visit B ga J} S gt i g5 85 BN Al Jal g 205 iyl
to be fulfilled once reaching the counter: " Asaddt
INT: SPECIFY TIME IN MINUTES: 2 BB a S gl 23 1iaaly
- ;‘.:. 1
12
+ +
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H. Additional Comments on Visit 134 L Alaial) ALLY) Gia TRl 4
(If any): 222y 1)

— Shewd
unlota

e o gotable
0{3 Tablona

End of the Survey - Thank you very much....
Saia 184 — gt 4l

R TN PRI f'f“’ :
i" ‘“';”' ‘},“'- 4 % ‘3*11.!.“1&’@—?«& iy
G. TOTAL Branch Score

(Total unwelghted branch score, summing all sections):
f:- ,‘_'! ¢ - ' UnderEval : - : Tatal Po!ntsScoredinthls 3 Tgtal PulmsAlloc:ted[
F ik ~ Area: Parameter
c Branch Presentation and Customer Facilities
D Greeting and Soft Skills of Staff
E Staff Capability, Knowledge and Cross-5elling
F Timeless
5 LR T TOTAL SCORE
&Ji.ﬂ bl £ e £ 1
(FL-I"Y‘LJSC.&‘&_)M'*MJA.“ _)J.GLLMS':&_,AM)
 Jeal Maacadad WD pgapa | zpadll B Agadd) B £ paps -8R oy gD Jalall |l
Gl Aadiadt CpTll y B il aic -
B gall il jigea g g S &
A alt Aglas g AZH jma g (i galt 540 z
h’-li_’l'l e
f -. ‘ w - : : ’,“"‘E .
13
+ +







