- + -
PROJECT: Money
SHOPPER CODE DATA ENTRY [ EDITING i SR. #
Name | Number | Name | Number | Name [ _Number
! | '
| | BEEREEEET
. >
_&J_)—u.‘]‘
3, |
o Wedon Hohaw-oa o/ | Gl Cila glaall Qi) | Gt s
i : e | A3 = pd a¥! ,
LT |
1
A. Details of Visit 3030 Sl o
Bank Dhofar O Db sl
Bank Muscat O L 2l
. National Bank of Oman O andl il gl LI 45 Sadd A S 4
1. Bank Visited
HSBC-0IB O HSBC-0IB
Bank Sohar X Slaa S
Other Bank: © Al
2a. Branch Name [—\‘Cad 6,&“ > g il sl 12
2b. Branch Area ,Zu.u) ) g il adge 2
3. Branch City Mo cal Lo 3
4. Branch Region HU—-G (_M' alid 4
Day \ Month [ Year A ] BYRA) psdl il an 5
5. Date of Visit
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Hours [ Minutes JHadan [ Gle Ll
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'B.  Purpose of Visit
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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

urrent Account
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e

Saving Scheme
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Car Loan

1

-

Jadl alaa

Ol
— oy 4add (Cmae il Blada sle il 2
Polau o A - L
S

Educational Loan

Credit Cards

Personal Loan
Double your Salary
O‘fur

muth & Student
Account

OROOOOO DO

O

i [ giial) Jauald 3o o[ g eatiall A s Sialy

EPRES)

_.'.‘.

; L) Sl8lay |

..':J!'




s

4.1 Was Customer Parking instantly available for the

Mystery Shopper? I |
3 1. Yes my a4 L3
1
| N
2. No N B % 2 }
i.  Specify: Ca.m.sld.o_d_m.:ﬁ | s |
i
ii. Specify time taken to find parking: _§& min. i SR PR IR T N [

4.2 Entrance to Building sl N Jsdah 4.2
a. Was the Entrance Clean? elidd Jasd oS Ja )
3 Yes X ani 1 3
0 3 No O 3 2 0
If ‘No’, specify “Why / Describe how” the S S Cho ) 13D 3a Sl e MUS" lgadl AS 13
entrance was unclean: el e Jaad)

b. Was the Entrance Convenient?

Toaa JAs) S A o

1, Yes

a1

3

2. No

OX

382

0

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

Gudlia Jaall £ o1 1AL e ¢ IS il gl S 1)

Al

Was the

3 1. Yes E a1 3
0 2. No O 2| o

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

OIS " Cim gh AT 30a Sid e NS il gl S 13
Al e Sl
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a. Posters / Branding material present on doors, walls
and windows?

e.-.m,.nJul a vl ¥ B 4y el ladle [ Silale 3395 JA L)

Yes E a1 3

0 2. No O 2| 0
If ‘No’, please specify “additional comments”, O "Alal Slaatia aaa Sl e ST O gall IS 1S
if any: Dy
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b. Pamphlets, Leaflets and Brochures on display?

0 2l y S o e 5 A

a. Were emplc:iyees present at over 90% of the branch

3 1. Yes E a1 3
0 2. No d X2 0
If ‘No’, please specify “additional comments”, O Ml Slbadie” aa Sllad e FHET Gl gall S 1Y)
if any: ‘i y
c Branding material up-to-date? flaa Ay Ll cladlal) dga JA S
3 1. Yes E ani 1 3
0 2. No O 22| o0
If ‘No’, please specify “additional comments”, O Al Cllaa N saa Sllad e ST Gl galdl IS 10
if any: Sy
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desks and counters? L PRES]
3 1. Yes E a1 3
0 2. No O w2| o
If ‘No’, please specify “additional comments”, O Gl Gllaa N ana Slad e (ST Ol gal) AS 13
if any: ey

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

iy o bl (95 3 (B pal) aliaa [ S OIS A

if any:

3 1. Yes = i 1| 3

0 2. No Il 2| o
I -\ ‘n' 'th =i | " ]] . -’ . ‘n oL . %
If ‘No’, please specify “additional comments”, L £ ey v O AT sl _"’_li'ﬂ
. ~J

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

Tty LS (g (B pal) pima [ S S O

3 1. Yes

a1 3

0 2. No

i

®2|0 0

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

Gl Cplh pall g S Saall 23a Sl e DS il gad) S 13
ey Sl LS (e Y
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4.8 55 . ATREand COM machings ¥ #)7 .  Fas 5Nl 25 P B ar s it ujm;w"“mm}‘n el 4.6
a. Was the area surrounding the ATM and CDM G g il 2R £ 1Y) .‘,.\'l il peal) 3 jgal duaddl g oS e
machines clean and presentable? ¢ gl
3 1. Yes E a1 ‘
0 2. No O % 2 | 0
i If ‘No’, please specify “Why / Describe how the | OIS " Cia g NI 2o Slad e IS ol galdl S 1Y
area was unclean: ahad gl S
\
E \
b. Were the ATM and CDM machines functioning? j Tland g2 £IAYy Y1 ) eal) 5 4l _'..n.s T
3 1. Yes B m1| 3
0 2. No O w2l o
If ‘No’, please specify “the time at which at eal 4 o] 8 " e Sl e STl ST
which the ATM / CDM were not functioning il eall Gl gl 2ang) Jaad Y paiill glaVly Y Gl el
(and specify which machine, ATM or CDM): (g gl
c. Was there sufficient cooling in the ATM/CDM area? CATM/CDM 4ihis 3 3o i) o) 3,00 S JA &
3 1. Yes %) il 3
0o |2 No O X2 4
3 3. Not applicable O Gey¥ 3| 5
If ‘No’, please specify “the time at which at 48 Jaxg ol (g3 300" 2aa Slliad e S Gl gl 1S 1)
which the cooling was not functioning 2 S5 sl

°uuw=as~¢w-,muua

a. Wasthe branch alr-condltlomng fully functlnnal
and sufficient?

3 1. Yes A 1| 3
O

0 2. No 3 2 0
If ‘No’, please specify “Additional comments / figlial Slaaa" 2aa Sllad e CEE" Gl gall S 1)
Describe how it was insufficient: S S S g
b. Did the branch possess sufficient lighting? A Splaly £l Aty A o
3 1. Yes X w3
0 2. No | w2 o
If ‘No’, please specify “Additional comments / [ A ) Cllan M s Slad e MHE" Gl yadl S 13
Describe how it was insufficient: S K A S )
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c. Did the customer have sufficient waiting space / S plall 5ol (e CilS 230 [ LB A0S dalise Jpaall S A S
seating area?
3 1. Yes E a1 3
0 2. No O 2| o
If ‘No’, please specify “Additional comments / | ' i _}-\53\5 HL‘: “6 "l
Describe how it was insufficient: SO R X
f |
; i
| i .
| |
d. Did the customer find it easy to follow the signage - R gog )

o - ) s : 1 £ AN JA13 A gus pall SR A gy 55 ) G ) gl A &
within the interiors 'ofthe branch, indicating different e aall (Sl g (Sl <) S e 1) 325
counters/ work stations? )

3 1 Yes XA 1| 3

0 2 No O ¥2| 0

I[; No.,bpiiase _stpeme Ac;gu'flonta'l comments / Cim gl i) laa 3" im ol (e PSS gl 1S 13
escribe how it was insufficient: 4SS S5 o i
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5.1 Greeting ofVCutomer

O3t a1 5.1

T Al N Algas g A Gsddl o oo 30 45 0a

a. Was the Mystery Shopper “promptly greeted / ‘
acknowledged” on entering the branch? ‘
T | T
0o | e No greeting / acknowledgement ; E i cua Y e 1 0
1 | e Greeted within 10 minutes of entering } D Jraall Jgin e 30 10 DA s 5 e | 1
T 1
] | e  Greeted within 5 minutes of entering | D Cranll Jgan e 385 2 a2l @ ' 2
3 e Immediately greeted on entering E D ! Jpaall Jpao jg8ua Al !
b. Did the staff either / or: f i Y g gl
a. Ask for the customer’'s name? S daaal) sl e S
b. Greet the customer by name? Paasd S0 aa Jaally a0
3 *  Yes, the customer was greeted by name / E 4w e Sl faal S5 as Jraaly i il 5 0 caai @ 3
asked for his / her name “Lgeansl
o e No, the customer was not greeted by n aasd o ey aly /aa) S0 ae Jaals il (L Wl 38 @ 0
name / asked for his or her name el )
[T YR v w0 P PP e P SV I S - PN )
c Did the staff ask, “How can | help you today?” o 3 e A ": JL'] ,;';J:}
and Probe the purpose of the customer’s visit?
3 1. Yes, the staff did this 024 Sy Cals gall ol S cani 1 3
0 2. No, staff did not do this O Al Cals gl gy o) (NS 2 0

d.
basis of his / her needs?

Was the Mystery Shopper redirected on the

MEalial/dlalial e sl A0 Faudall 4agisael o0 b &

1. Yes, he/she was redirected on the

Taldal/adlalial I (3) leanll dua o 30l 23 23] cani
3 basis of his / her needs E R Sall ol (fcdianh i gt Bl o 8 g 2
2. (OR) The first staff member - PO -
Of el 4 il gal JaY) Gl gall paaiiil) (4 .2
3 enFountered probed the nature of E] el foxeli s § 4 50 Zaal 3
visit and assister him / her
0 3. No, he / she was not redirected on 0

the basis of his / her needs

AL

T T T

3
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Were the staff courteous on the customer making

s
%

LRalialfaRalial ) ase gl Sole) 30 ol NS 3

e : WLE
syl L2 s

?S o jleadlins) (g2 30 i gal) (AS (A ) ‘l

customer enquiry?

his / her enquiry?
0 No, the staff were not at all courteous | [] AhY e gl cabadl G a0 S e 0
g . :sz;rttxj;aff were quite / reasonably D B gk LY iyl L3 il aas @ 1
2 * Yes, the staff were courteous D G cabgall S Gl Gaai e 2
3 *  Yes, the staff were very courteous | AL 4ad il gall S 3l caad @ 3
b. Did the staff demonstrate “active listening” on Tlranll jleadina "' o) plial™ il gall j48) JA o

® No, the staff did not demonstrate

‘rna.n‘ | plia) il gall - S
0 active listening D ikl Sl oy ol * g
* Yes, the staff listened quite / . i o B3 . T
s | ! ) al A%, sk b gall | Aal 1
reasonably actively D Gl B g = = e
2 e Yes, the staff listened actively O Lolagl cib gl Al Gl cani @ 2
3 e Yes, the staff listened very actively E La¥) Ga A% Ciligall dal il el o 3




Did the staff appear confident? 1 Phidd e Tyl Jo il 4B 4 S
e No, the staff did not appear confident | [_] \ Al e Byl ol el AN e
. i \ !
o T 01| ek o $0 o i
* Yes, the staff appeared confident E ‘ Al G By Al Je il gl elani e
e Yes, the staff appeared very confident | [_] T‘ Al e lals Byl Jo il gl el e e
:;ith: List the names of staff interacted : 1 agin LAl ) gl placd LS 2

o Mr./Ms. Sef Rl Chiboa.l 1

Aylod e

|
o Mr/Ms Owdaa MOl no¥ iy nomg agQ ALl L=l

e Mr./Ms. 3 ) U ALatall/ Joalall

e Mr./Ms, 4 FIRAH TR RAR|] .




6.1 Staff Capability

okl gall 58 6.1

a. Did the staff frequently probe the nature of the ¢ 080 J8 (g ) Glalia) dah fe SLuadlully il gall 58 6
customer'’s needs?
2
3 1. Yes B an 1 L3
|
0 2. No O TRy 0
If ‘No’, please specify your comments: w3l 5 pliady 8 Bla ST I3
b. Did the staff actively attempt to anticipate Bist by ey e e st
Cos ) Slalba) dliuy Alad & glae cib gl 23 A o
customer needs? Gl Slalial Sy i i
3 1. Yes O ani 1 3
0 2. No B 3 2 0
If ‘No’, please specify your comments: . -l lals o8 Bla ) 8" 13
c. Were the staff able to cater to the needs of the taf el ill G g8 e Gl Slalia) Anl (i gall plaiud (A &
customer without seeking the help of a colleague? b PR
3 1. Yes a1 3
0] 2. No 38 2 0
If ‘No’, please specify yqur comments; ) Pl o Bla ) ST 1)
INT: IF the Answer is YES , % th%;nswer for a
D should be Not Applicable
d. Were the staff able to answer all / most of the
questions posed? fha 5 aall ALY aBaa (S 00 YY) G pall plaiul 4 &
3 1. Yes a1 3
0 2. No b L 0
3 3- Not Applicable Gk Y 3 3
If ‘No’, please specify your comments: _ Sl Pl o8 Bla (ST 1Y)
| I s ‘

e. |If the staff were unaware of the answer to a A g ALl [opaa Jige e LlaY) o 108 B pal) % 1 1)
particular query / queries, did they politely “ask e 3l dal falail) e 400 5 e 260N Jal e JEEENIT Cuded dlia ik
you to wait while they double-checked with the
system / a colleague”?

3 1. Yes A 1 3
0 2. No | 38 2 0
3 Not Applicable Gebiy Y 3
If ‘No’, please specify your comments: 3l rlials o8 ol "US" Y
+ 2
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L v " g 247 5 ! g & & T : =3 e —L,-, r v 5 - - - -ﬁ — :
' a. Overall, was the staff well-informed on Bank { Shasdh y Siadie Al e Slagles Bl 52 OIS 8 e S8
Dhofar’s product and services? I M Ly
0 e Not atall informed I D : ALY e claglaaanl al e 0
i e Wellinformed on at least a quarter / a | il y latid) e Qe fans ce Y e ol 3 [
. —— a3 ) e e < 7 : |
1 ; few of the products and services i E ’ - = ‘f—, - bg ": ‘“' C1
: discussed E i |
. e Wellinformed on at least half of the | 0 ) haadll y Sladia) el Je Y o aley e | 5
products and services discussed Lgiiilia l
‘ | *  Wellinformed on at least three- i e A o TR . e & :
‘ Sl e S gl gLl A Y e alay e |
; 3 quarters or more of the products and D sl S i cheial i 3

| i 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:

—

il A 2 ) "3 0 e N g Al dalY gy B o
Mol g Sladlaly el A ad] s e Gl gl il a1
cadhial ala qs

INT: LIST THE CODE FROM SECTION B.

YW PR PR FIp FONT

services discussed

0 * No knowledge at all D ALY e ay Y . 0
e Wellinformed on at least a quarter / a o
ilaas l‘ Clagidl 2 r'v‘ & kyl (]
1 few of the products and services g AR cos OOl P O h:”l:-‘: j : 1
discussed ¢
9 » Wellinformed on at least half of the ] A Al claadll y Slatial cieal pe BY e dlay @ 3
products and services discussed PRSI
* Wellinformed on at least three ¢ -
Slaidl e kSl ol gLl 28 Y e Ll
3 quarters or more of the products and D o e A0S BN ) iolo lai 3

Lgidiia o5 3 cilasadl

¢. Did the staff attempt to “cross-sell” other products Clasd 5 Sl " ALEY) " LAl A gy Uil gal) B8 G4 2
and services? ts Al

0 e Nocross selling at all E @Y e JSloYl andl Llaas sz ol @ 0

1 e (Cross-selling after a lot of prompting D S lhedaa) o 88N g SlaY) ol Llesy 43 1

" . g::ii:s::g after a little / some D S M) Cro AN g LnY! ol Bgleny 5 2

3 * Immediate cross-selling attempt D il e oY) adldlgae B e 3

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

AL gl B A Sladd y Sladie 13 7y b gl 48 4 &
LI ER U PR U PR SR

3 1. Yes O a1 3
0 2. No X % 2. 0
If ‘No’, please.specify your comments: Wl Zlads a8 la S 1Y)

10
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Did the staff attempt to provide “complete
information” on Bank Dhofar’s products and
services, along with relevant literature?

Ciatd g Slatle 6 "alaS Cila faa dlithe Y Al jlae i gl o A

”~
"
falall i Sl aa b J

INT: LIST THE CODE FROM SECTION B.

@ ekl 0 300 Ay o 2y

|0 e Noinformation at all O SUY Lk clagaay e 0
: | ¢ Information provided on at least a | 15la5) e sl e Qi) fas Y1 e oLl .
| | Adaal ila ! ) P | & al |
! 1 | quarter / a few of the products and | E i Pf et ot e "L o 1
B . | | Edls 2 e e
| _ services discussed |
| 5 i e Information provided on at least half | 0 Clatiall; Gl Cilagladl) cieai B o slac] 2
| I of the products and services discussed ' R el ai—_—)
e Information provided on at least three ? . 0 ey :
Slaplaall e A8 g gLyl A B Lo ol
3 quarters or more of the products and |:| ! TR J"s ‘_’.,"'_.' 4 "" ";& ‘ 3
. ) e 8 A Cleaally Dlatial 43latall
services discussed |
3 e Not Applicable f Gy e 3
f.  Information on relevant procedures, [ falaall S dagliall 4Ry Claliodl y (S ey ddlaie Sl gles
documentation and follow-up method? ’
INT: LIST THE CODE FROM SECTION B. S padl) (e AU 3 il
0 e Noinformation at all E] AAkY e claglaay e 0
e Information provided on at least a ha
Al e glaall e AN fag; Y Sl elic] @
1 quar-'terl ? few of the products and E Laia 5 3 hasally ciatial |
services discussed
5 » Information provided on at least half O Claially Glaiall Sileglaall cdead S o slac] @ 2
of the products and services discussed il 8 Silaaally
e Information provided on at least three X Lol g
Sl gladl e 81 gl gL A0 Y1 o clac] o
3 quarrtEfs or more of the products and D 28ia 5, Gilasally Clatial dilaid 3
services discussed
3 e Not Applicable Gy e |
g Did the staff attempt to acquire more customer Jal e Gge i Allade ST Gl glaa & ad A glay il pall o0 8 F
information so as to follow-up at the end of the visit? 500 Al A Aaills HLAD
3 1. Yes | a1 3
0 2. No O % 2 0
If ‘No’, please specify your comments: Sl Ly a8 ela ) o"3S" 1)
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7.1 Timeless - : : - e
a. Waiting time on entering the branch, before o Ot pal) (B gal) aa Jaladll by o il Jpda e LRI o )
dealing with the frontline staff: D Aasil) 4Bl g e [ alal) i)

INT: SPECIFY TIME IN MINUTES:

! | © 1A G i gl 22a sdaly

e QOver 15 minutes G 15 0w K e

e  5-10 minutes 31105 e 1

G5-3 .

OO 0O

W | N | = | O

0
1

| 2 * 3-5 minutes
3

* Under 3 minutes AL SN e W e

b. Did the customer feel like the queuing system

functioned properly? fraaa JS Jary cdaal) U ABI 0l ol Al A

* Queuing system did not function at

¢ all O EMBY) e Jaay ¥ ciall 4 Uany) Gl ) e 0
* Queuing system functioned, but it . . . . . 3
| : Ciuall & UsEy U ¢
1 worked with a few impediments D Gl g o Oy Sty g Ftich o :
5 e Queuing system functioned and it ] Juad (82 & gy Jaty sl Ty pUa ) e )
worked quite easily and efficiently s M
3 e Queuing system functioned and it E JSy g RS A gy Jaty sl LY Gl ) e 3
worked very easily and efficiently Jlad
* Not applicable D ahuY e -

c. Time taken for the “purpose of the customer’s visit a8 e ) Jgea sl 2o G il 305 ik A" Jal e M3 AN S
to be fulfilled once reaching the counter: " Laadll

INT: SPECIFY TIME IN MINUTES: ) ‘fﬂ (R i Gl gl Saa tdaly
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H. Additional Comments on Visit 5L 3l Allaial) AdlaY) Cla il 3
(If any): (Ssa o) |

End of the Survey - Thank you very much....

S 188 — plnu) 44l

G. ‘ TOTAL Branch Score
(Total unweighted branch score, summing all sections):

: : e Daramater Under Evalustion Total Points Scored in this Total Points Allocated /
- Area: Parameter
G Branch Presentation and Customer Facilities
D Greeting and Soft Skills of Staff
E Staff Capability, Knowledge and Cross-Selling
F Timeless
TOTAL SCORE

11321
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