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PROJECT: Money

7. Total Duration of
Visit

|

| =

SHOPPER CODE DATA ENTRY EDITING SR. #
Name Number Name ! Number Name Number =
| | 397y
| |
i R
,EJ)M\
3l : _— ! : B wowM
i 4 SherF S il gleall Jla Al 35
AN assd! A i A !
| 35
A. Details of Visit 545N Jpald - |
Bank Dhofar ™ Uil oy
Bank Muscat O Jaia Sl
National Bank of Oman D taal) e gl Sl G 3y aad 30 A1
1. Bank Visited
HSBC-OIB O HSBC-0IB <
Bank Sohar D a3y
Other Bank: oAl dly
2a. Branch Name j- rb ’ E). ﬂas.sa,u\ g il ol 12
2b. Branch Area 3&5\0)»./ ﬂ\gu Hagm,. gl alge 2
3. Branch City To.o‘\a,,.. g bu Ha Stomw Ll 3
4. Branch Region Qha/q'.\/a Zkidl 4
Day | Month | Year R T iaM x5
5. Date of Visit
| | 2013 | &€ |27
Hours | Minutes i) [ Sleld)
6. Start Time of Visit 2 C\ / 2 Lyl iycd, 6
Hours Minutes ) Slelud)

Sl a7

Y- D.C - JLLPLWW,LJ



| Opening a Savings
| or Current Account
i

Saving Scheme

Housing Loan

00000000 R|E
§
e

o5l Aad Coma e Blale ale liiil D

2. General Enquiry relating to a

specific Product, Service st | | S _ JagS
! and/or Facility Educational Loan [ Eial) Jpuallli 322 9] ] g cuualial) 33 gouary
INT: SELECT AS RELEVANT AND/OR | _ e falii)
SPECIFY DETAILS OF Credit Cards - b S
PRODUCT/SERVICE Personal Loan ! s e
|
Double your Salary I A3, el | !
Offer [ i
Youth & Student | e 5
| Al g e | |
Account \ \ |

2



- Wummwlmmmmhm il e S il AD el 3y 06 4.1
3 |1 Yes L= m1 | 3
| 2. No | w2 |
i i. Specify: i | [
|
ii. Specify time taken to find parking: ____min. 4 il e Slag¥ ) i 2a o
4.2 Entrance to Building el N Jpaalt 4.2
a. Was the Entrance Clean? Bl Jaaa oS Ja )
3 |1 Yes %4l a1 3
0 2. No O 38 2 0
If ‘No’, specify “Why / Describe how” the S S Caea gl /13 2aa Sl e NS il gal) 1S 13
entrance was unclean: ek e (il
b. Was the Entrance Convenient? elalia Jaa A8 A
3 1. Yes B 1| 3
0 2. No | 2| 0
If ‘No’, please specify “Why” the entrance was laalia Jaaall 585 o) "3 33 ¢ DS Ll gall S 1Y

Was the branch premises clean?

inconvenient:

1. Yes

2. No

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

S S i o N ia Aliad e S i gl S 13
Ak e




+ + +
(VRS : B B Y : G Fi il i
a. Posters / Branding material present on doors, walls 38 5l g o aadl ol ) e Ay et cldle [ Slals 23y A L)
and windows?
| 3 1. Yes H il 3
|0 2. No O X2 0
i If ‘No’, please specify “additional comments”, G Migilal GUaa " das Sliad G MEST O galdl SIS 1)
| if any: ey
|
b. Pamphlets, Leaflets and Brochures on display? . e il g Sl G e A5 0N o
3 1. Yes %} 1| 3
0 2. No O X2 0
If ‘No’, please specify “additional comments”, O i) Slaa " aaa Sl e $AST gt IS 13
if any: Caaa gy
(P Branding material up-to-date? faaa Ay jladll cladall 3l ga J4 S
3 1. Yes E and 1 3
0 2. No O x2| 0
If ‘No’, please specify “additional comments”, O agiln) Slaa et 2o Sl e MOST Gl gadl S 1
if any: sy

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

- ST Y

$129 £ ABa (30 %90 (0 SS) 053y IS b .

Blsay ppiisa Oa )
desks and counters? fdaaall
3 1. Yes B 1|3
0 2. No O 2| 0

If ‘No’, please specify “additional comments”, O gl Cllaa M das Sllad e ST gl IS 1Y
if any: =X EN)
b. Were all / almost all of the staff neatly and . - " "
: ; i ! :
professionally dressed? s S O g ol pBaa [ S S 8
3 1. Yes E a1 3
0 2. No O w2 0
.‘ ‘ll' b . ] 11 " ]] vl e ‘II " » |'
If ‘No’, please specify “additional comments”, o g e G+ I il “"l's .
if any: iy
c. Were all/almost the entire staff wearing name i 3
e & Lty G (g ol )l f S S b
3 1. Yes D pni 1 3
0 2. No | x2| 0
If ‘No’, please specify “the approximate Ol (i gall o AT saml) 2am Slliad e UST lgall SIS 1
number of staff not wearing name badges: Hansly S LS ) e
. willow | Mame Tag . 4 .
J Al




e 1

I machines & ° "X T 00

. a. Was the area surroundmg the ATM and COM

% Ju-m-%ai&ﬂn@““‘fiﬂ

‘_,un_g-uha‘-gudltlg’iuql‘ﬂulﬂla)pl Buaad) G s A )

machines clean and presentable? ¢ gl
3 1. Yes ) 1| 3
0 2. No | X2 0

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

JS "h-‘.".s a ) j“;ﬁ.‘]“ aaa Slliad o s Ly -_—!',-'_L-’il ‘;'\S 134
i g S

b. Were the ATM and CDM machines functioning?

Saad gkl £1aY g N il eal) 34l G A

3 1. Yes

an 1 3

0 2. No

O X

a8 2 0

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

'-)‘..-ﬂ agd S8 r-i..r;]l i 1" saa SlLoad e MRS il gl SIS 1A
....||J.,.¢..'| ‘_JL&-\ Al "‘-*J) J,..._;Yé_;_l\ s‘-Lu\JHJ\'_NW _.|_)..=J\
s g1y o) Y

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

TATM/CDM 4ikis A 3o i) g) 3,80 GS A &

1

3 1. Yes O 3
0 |2 No O B2 9
3 3. Not applicable M SRuY¥ 3| 4
If ‘No’, please specify “the time at which at 4 Jany ol G301 2 )" daa Sllad G ST Gl gl (1S 1)
L S5 asdl

whijh the [ooling was not funitioning

a. the branch air-conditioning fully functional Sy b JS2 g-“‘ Chadl S
and sufficient?
3 1. VYes E and 3
0 2. No O 2| o
If ‘No’, please specify “Additional comments / [l Claadl" 2o dllai e STyl S
Describe how it was insufficient: S S Nl S Cia )

b. Did the branch possess sufficient lighting?

TS 5 Ly g i) s A

3 1. Yes

a1 3

0 2. No

0|3

8.2 0

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

[l Cillaadle” 2aa dllad e STl gall AS 13
S S W) S Caa
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c. Did the customer have sufficient waiting space /
seating area?

fomslall o lia Ga wilS 23/ UEIDU A0S dalues Joall 08 A &

3 1. Yes B4 | 1| 3
0 2. No ml x2| o
i . Miilal Cllaa " saa dlliad e SIS Ll gadl SRS 13
If ‘No’, please specify “Additional comments / P el dix o A o ".5 .
; . ; . B R
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?

A1 B JA1 e g pall UM A gy sy O 30 i S

Caall (pShaly (OSall) RIS cdliaa ) 22 5

3 1. Yes

an 1

3

0 Z: No

OX

Y2

0

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

oyl y Al Claadle” saa Slad e NS O gal) 1S 1Y)
ASs Sl as
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‘5.1 Greeting of Customer

+

ki o 21 5.1

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

TEAN N Algda g8 il fauddl e ddadlcua 3N o5 Oa )

e No greeting / acknowledgement

Sl cma 5Y e

e Greeted within 10 minutes of entering

Jpaall Jpis e 3 10 DG a3l 0

e Greeted within 5 minutes of entering

anll S5 e 382§ U a0 e

W N | =] O

| e Immediately greeted on entering

O0o0x

w N = | O

Gpanll Jgaa a1l e

b. Did the staff either / or:

1oAY s2al b pall 48 G4 o

a. Ask for the customer’'s name?

T lianll ol oo Jlu

b. Greet the customer by name?

*  Yes, the customer was greeted by name /

ju.;l}dt»/m‘_)s;}er__\Pﬁl;ﬁngi .

5 asked for his / her name D P 3
. No, the customer was not greeted by dand Je Sy oy / dand 80 e Jreally a5 s .
0 . B = 0
name / asked for his or her name Lgassl ol
A 8 el g "Ca g G0 s AlCa CS™ (i gl <
c. Did the staff ask, “How can | help you today?” = 3 Tpsd cea J:‘ JL‘]!:;: :}
and Probe the purpose of the customer’s visit? ' -
3 1. Yes, the staff did this = Ay Gl gl o5 53] un ] 3
0 2. No, staff did not do this D Sl Gl gl B o0 28 2 0

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

P REN U R S T P P VR O

1. Yes, he /she was redirected on the

- basis of his / her needs

Llalial/adalaal I (3)Jsaall aga 55 30l 55 30 pns 1 3

2. (OR) The first staff member

Oe Jeanll 4y T g3 W) il gall il () 2

3 epFountereq probgd the nature of D Unaebs foseluny 3 o0 G 3
visit and assister him / her
0 3. No, he / she was not redirected on

the basis of his / her needs

«

L& -
N

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

Lealiial/Ralial N az gl sole) 33 2 (S 3 0

o faakia) (] (3l i gl (S A )

o .

X [
O lanl) 320 busa 448

0 ¢ No, the staff were not at all courteous | [] Y ot bl fG Wl S e 0
e Yes, the staff were quite / reasonably " oy . -
1 4l AL Cals gall 328 cand
courteous O bia JAlplia A3 il S il el 1
2 * Yes, the staff were courteous E Gl byl S Gl i e 2
3 s Yes, the staff were very courteous D AL yak Gl gl S Al e e 3
b. Did the staff demonstrate “active listening” on Clraall el M ol plaal™ Gl pall 4Bl 8 o

customer enquiry?

* No, the staff did not demonstrate

active listening O i » R A . 0
e Yes, the staff listened quite / o ) o
' ) s A B g} el i) gaa
! reasonably actively O Getay) Sa A gl 44,y i gl sl il pai @ 1
2 * Yes, the staff listened actively E Lolag) Cib gall il 3il (el ® 2
3 e Yes, the staff listened very actively O Lo (a2 Gilh gall iea) 3l cpns @ 3
7
* h +




Did the staff appear confident?

Phcads e By sl o Cibhgll 4B 4 o

No, the staff did not appear confident

dai (e (B0l o Cabgdll el NS e

Yes, the staff appeared quite /
reasonably confident

Caa i el e By 4 e il ek e

Yes, the staff appeared confident

T

Yes, the staff appeared very confident

OX) OO

A (0 L By 4l e iyl s cpni s

List the names of staff interacted

agia Gilalad (pdl) udB ) placd 83 &

e /s Uprams voale, rfEhF bame. Tog - T (O
e Mr./Ms. 2 ( Lol laill o
e Mr./Ms. 3 AUl lalll e
e  Mr./Ms. 4 Aty bl e




+ + +
6.1 Staff Capability . By i 8 6.1
a. Did the staff frequently probe the nature of the oS0 JS2 G ) Clalia) Aanh (8 LYl Cil gal) 58 8

customer's needs?

3

| 1. Yes

a1

0

[ 2.

No |

62

If ‘No’, please specify your comments:

il plady ol Bla ST 1Y

b. Did the staff actively attempt to anticipate . . o e A S 5
¥ | Sk ] ihau‘.“-mum.u_lh I all S
customer needs? Gl Salial g S
3 1. Yes D a1 3
0 2, No B % 2 0
If ‘No’, please specify your comments: Wl plady o8 Bla ) ("NS" 1Y)
% {1 1 an .
1
c. Were the staff able to cater to the needs of the i b las Gl (g3 G Gl Slabta) Al il gal) plaiul JA O
customer without seeking the help of a colleague? O3 3l
3 1. Yes | axi 1 3
0 2. No O 38 0
If ‘No’, please specify your comments: Sl Ly o Bla ) ST 1Y)
INT: IF the Answer is YES , so the answer for Q
D should be Not Applicable
d. Were the staff able to answer all / most of the
questions posed? o g kall ALY aliaa [0S 08 Y b ) plia) Ja S
3 1. Yes 1% poi 1 3
0 2. No O 38 2 0
3 3- Not Applicable G Y 3 3
If ‘No’, please specify your comments: ) s o8 Bla  S" 1Y)

e. If the staff were unaware of the answer to a O e AL foma Jges o LY e |00 Gilh gl 085 a0 13 2
particular query / queries, did they politely “ask el 2al fallall e 4505 e 26U Jal (e JURINIM Culgd s Gilln
you to wait while they double-checked with the
system / a colleague”?

3 1. Yes O pni 1 3
0 2. No %) 9g.2 0
3 Not Applicable Gehais ¥ 3
If ‘No’, please specify your comments: . Sl Flaady o8 Bl "S" 13)
A ‘1@%
9
- - +




| a. erall was the staff well mformed on Bank

uthummumthhauﬁ)d1 JJJULSJl .l.&‘l&ual

* Dhofar’s product and services? ¢ ub oy
[ ! A
| 0 e Not at all informed D ALY e Slagleaan] jul e 0
e Wellinformed on at least a quarter / a
| ' | "‘i “laii ]l . r'-| . * 1 1 )
} : | few of the products and services E - T O il o) 2 J? "‘ P‘,—; ‘ 1
1 discussed ' o
| 5 ¢ Wellinformed on at least half of the | ol Al Slanadl y cilamiall sl e BN e ey e 2
| products and services discussed il
¢ Wellinformed on at least three- — ;
Slaiial Il gl & 8 e
3 quarters or more of the productsand | [] S g o -‘:’:\} e ® 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:

"Ekaaill y Cilpiially Bladal) b aall g giaa 6 Cyla gall ppkiy oy (S

il 5 L) U0 e ) gl Laaka LY gy o8

ikl ol v'l

INT: LIST THE CODE FROM SECTION B.

G anadll Cpa Jal) 4G sl

0 * No knowledge at all D ALY e Ay Y e 0
¢ Well informed on at least a quarter / a
cilasdll y cladidl e G faa; e BY)
1 few of the products and services D ol o A e e j&f_‘:h j;; * 1
discussed -
2 e Wellinformed on at least half of the 0 S A slaadll y Slanidl diaai e JY) e alay e 2
products and services discussed P
e Wellinformed on at least three .
Claiidl e A1 gl gLl A8 I8
3 quarters or more of the products and E rid e S8l S E g1 453\.- ._E\f "h "1“ ‘ 3
" ’ Lgailia ad \".ul Ml_,
services discussed
c. Did the staff attempt to “cross-sell” other products Sladd y Sladial " ALGY) ™ o wUAL A glacey wild gall o8 G4 S
and services? ¢ Al
0 e Nocross selling at all B Ayl e Aoyl ol Llas sy ol @ 0
1 e C(Cross-selling after a lot of prompting D Sl Ga 8l sy Al aull dlans J5 @ 1
e (ross-selling after a little / some . ; - 4
) s ¢ 5 gy 21 audl Llans 28
. prompting D = V1 On A0 3y ALY el dilans o * ‘£
3 e Immediate cross-selling attempt D ol e ElaYl ol Aglag B e 3

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

LA gual U Gy Gladd y Gladie 13 7 )y Gl ) o 4 &
PRI & i) e A e "l

3 1. Yes

a1 3

0 2. No

K0

X8 2 0

your comments:

LAAY

If ‘No’, please speci

2l pliads B Bla S 1Y)

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? |

Slasd y Sladia 6 "ALLS Sl glaa Slithe Y A jlaey il gal) 53 a2 "
filall I3 Sl A il 2L, |

INT: LIST THE CODE FROM SECTION B.

"rﬂﬂ‘o‘}-ﬁ*:\eﬁﬁr‘:ﬁﬂ‘

[ 0 e Noinformation at all D AMaYl e Clagla Y e 0
; » Information provided on at least a | 23]l n gl Cpe R fags Y e sle] e
‘ kil G gl L Y gl |
| 1 quarter / a few of the productsand | [_] S - g ey 1
i i ) | dile o Al _..'LA-'.L}_’ ladiall
services discussed |
. * Information provided on at least half | O Slatially dlaidl Sl plaall cheal B o slac| e 2
of the products and services discussed | ii8le o3 N Sileaally
e Information provided on at least three | s 1 Aot i o .
' e glaall e S0 i gl NG B e slac)
3 quarters or more of the products and E B ,":":S "’fj <l J’ ":.f‘gl ‘ 3
services discussed i ST
3 e Not Applicable GauY e 3 |

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

fAlall I3 Aagal) L0y SlaZiadd y (Sl 2l el Sl gles 7 |

INT: LIST THE CODE FROM SECTION B.

i) a0 A3 o8 sl

0 * Noinformation at all D Sy e claslaay e o |
¢ Information provided on at least a G 5 :
Glaiall e glaad) e SN Jauy JY) o sllac] o
1 rt fi fth d e e iy
qua'er/.a ew of the products an D LB 3 casal y cadial 1
services discussed
2 e Information provided on at least half [:I Clatially dileiall i gleal) ciead S Jo slac] e :
of the products and services discussed il o5 Al Sleaall
* Information provided on at least three o . ,
Sla glaall e A8 g el ) 2D B e elac]
3 quarters or more of the products and E e fs y e,:") 5 & "" S 3
Lgalilia I laaaldl LatiaJls ddleisll
. ; PP 3 St
services discussed
3 * Not Applicable GaiY e
g Did the staff attempt to acquire more customer Jal O G Ml Al 1 il glae 43 0] A glaey Cila gall 56 4 F

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

530 g A Aaglially Bl

3 1. Yes O a1, 3
0 2. No i | 32, 0
If ‘No’, please specjfy your comments: bl Ul rlady B ela ) ¢"S" 13
Ve A jmnk rak wnis o !]hxﬁﬁ
11
+ +
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7.1 Timeless

- %

+

7.1

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

o g sall wﬂ'-ﬂ‘ & Jaadll Sy &ﬂ‘ Jsds i Jmu"ﬂ' cdy )
s dasid) el s 1,.\..91 Lall

INT: SPECIFY TIME IN MINUTES:

1M G Gl gl daa sdaly

-

O 0K 0O

¢ Under 3 minutes

W 205 e B

0 e Over 15 minutes G815 e S e 0
1 e 5-10 minutes S 10-5 e 1
2 e  3-5minutes Ha5-3 e 2
3 3

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

fraa JS&y Jany ciaall A U a5 0l g ad A

e Queuing system did not function at

0 o O S e Saay ¥ il i LTy W ) e 0
e Queuing system functioned, but it J ol : R O

1 worked with a few impediments [0 | G Gams g 05 Jamy il 3 Uty i) e 1

2 e Queuing system functioned and it E Juad JS2 g & pgany Jaty ciall 3 UBTY Qi ) e 2
worked quite easily and efficiently (PR |

3 e Queuing system functioned and it D OS5 Al A gy Jay call A LY G ) e 3
worked very easily and efficiently Jlad

e Not applicable D AabY e =

c¢. Time taken for the “purpose of the customer’s visit
to be fulfilled once reaching the counter:

S5 o Jyea sl 35 Gl 555 ik B ol on S5 g S

w2 sdd)

INT: SPECIFY TIME IN MINUTES:

12

b : B a5 gl 320 1ty




+ + +

' H. Additional Comments on Visit 230 Adlaiall 4dLaY) Cila Tl A
(If any): (==s00)

W-W Ao (d f’,bJ' Mot _:1.9"31 So Cena lomery Cornd )lﬂ_fdcfj ﬂg{.—

End of the Survey - Thank you very much....
S 18 — i) Ay

. OTAI. Branch Score
(Total unwelghted branch score, summing all sections):

secton | Parameter UnderEusbation | TowiPolsScorednthis [ TotalPoints Alocated /
C Branch Presentation and Customer Facilities
D Greeting and Soft Skills of Staff
E Staff Capability, Knowledge and Cross-Selling
F Timeless
_ TOTAL SCORE

£ Al Bl g jana b
(ALY S aan ‘&Jﬂmwm J.y.-,au;.u &,u..)

Gl e B § yans | ) o Aol B ¢ pana RS PP e
Gt Al Cllgedill y £ il el o
e <
A ) Alee g 45 ey (i gal) 508 z
ol gl C
} & , B £ gara

13






