+ + +
PROJECT: Money
SHOPPER CODE DATA ENTRY EDITING o
Name Number Name Number Name SERIAL NO.
| 3/o9[9]2]8
|
:;_’ » !1
a3 p! | 5. NI - P
vy M Nd_ﬁw | Sa e M e 3t e
T l T i
20 T SN pti’ |
| | 3
A. Details of Visit ‘ 5L Jpealds -
Bank Dhofar 5 S Ay
Bank Muscat | i 2
National Bank of Oman EI sl gida oIt Sl A5 g Tl 30 i 1
1. Bank Visited
HSBC-OIB | HSBC-OIB i
Bank Sohar Il e A
Other Bank: ety
2a. Branch Name g uM)aJ\_;T el FE | g oA ad 12
2b. Branch Area A l (),,uq foill gl 2
3.  Branch City A\ \&a‘h—\w Lnd 3
4. Branch Region Al ‘|5ﬂ tﬂa VY- dikidi 4
Day | Month | Year At [ [ e skl e 5
5. Date of Visit
2l | =+ |noel? | |
Hours | Minutes Jda | She Lt
6. Start Time of Visit b dinad, 6§
)Qf» [1[ 1; P
i FH] Sie bl
7. Total Duration of Hours Minutes & = P
Visit o D | '9 Sl i 7

T-DE -




Opening a Savings
or Current Account

General Enquiry relating to a - — M hen e miia Gl ple i) 2
specific Product, Service ¥ S
and/or Facility o3 | A Gl 3a g f y diall Gd) 12l

INT: SELECT AS RELEVANT AND/OR daih
SPECIFY DETAILS OF Credit Cards | :

Couble your Salary
D

Youth & Student
b O D VAT P T
D




) - - HERS

A1 Was Customer Parking instantly available for the

wil g AN Seuialt 339 0 4.1

e Yes O, w1 3

| 2 No B 28 2

| i Speify: _MLPM k;‘% ; B a
| |

ii. Specify time taken to find parking: 5 min. | Gas N PPN P b R P RV \
|
| |
4.2_Entrance to Building | wripdl A Jpiad 4.2

a. Wasthe Entrance Clean?

TAT Jaaa SAS a )

3 1. Yes E : a1 3
o |2 No a 32 0
If ‘No’, specify “Why / Describe how” the S S eyl 130 e Sliad S MU gl A1
entrance was unclean: s e Jaoad)
b. Was the Entrance Convenient? ollie Jaaah S b o
3 1. Yes E a1 3
0 2. No [l 2| 0

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

Tl Jaaadl 56 2 MELY a4 IS Ll yalt S

Tt

PR L O D R Y DT

Was the branch premises clean? T £ AN e (RS A
3 1. Yes 24| pni 1 3
0 2. No O w2 0

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

58 S g A" sz Sl e US"
i e )

oyt A8 13
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t44  BrandingMaterial .. - - -

o R v T3

e Ly 44 |

. a. Posters f Branding material present on doors, walls
+ and windows?

"J.!\J.u'l‘,‘_‘\ .Iml .u\y‘ilu—sh_‘)hauhjbluu-dah‘”@ it

|

3 1. Yes R 1) 3
o ! 2. No O w2l g
| If ‘No’, please specify “additional comments”, [ S i) Slan i aaa 2liad e SET gl 800
if any: ! | iy | }
i C | |
- |
: 5 | !
i b. Pamphlets, Leaflets and Brochures on display? l T Sl DA o e al b e
3 L Yes = 1] 3
0 2. No ] 2w 2| o0
If 'No’, please specify “additional comments”, S s Siaa e e Sl e ST bt 1S 1
if any: Wiy
c. Branding material up-to-date? ealpan Ay jladh Lokl 2 ge J4 D
3 1. Yes E pai 3
0 2. No O x2| o
if ‘No’, please specify “additional comments”, Sb el Claa e dan s S SEEY el K10
if any: Sy
Prasey R T R T R PR AT e -
a. Were employees present at over 30% of the branch B g0y 'ls,- #liy gkl “,15_,.- S %90 oA )..51 .:.-.\_,.., ,__ls JA j

desks and counters? Taadi!
3 1. Yes E pai 3
0 2. No O wZ2loo
If ‘No’, please specify “additional cornments”, O MRl Calaa e aoa el e MOET alpadl S0
if any: Sany

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

T e el (95 g B pall adia [ S S N L

if any:

3 1. Yes X 1| 3
0 2. No | 22| o0
] | ln-' L.a' e N [ l! . .u\ " — . ::
If ‘No’, please specify “additional comments”, e a3 2 S A AT el ‘J_G -
==

¢. Were all/almost the entire staff wearing name

agrlansia DA G gy Ok pall plima | JS S JA D

badges?
to3 1. Yes O 1| 3
0 2. No Bd M2 0
If ‘Na’, please specify “the approximate Cpdl ks el g G aall 2da Sl e OIS ol gadl S 1Y
number of staff not wearing name badges: atandy S iy Y
P'-A*t‘tj '“'\G’-ﬁ’\ Name .
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(46 . ATMand COMmachines . . = .- .. .

(2R

T e T B gy SR N el 46

!

a. Was the area surrounding the ATM and CDOM

un_g_laﬁdml&'lq‘il__,\fﬁlu!)al oeal haall g kg ]

i
, machines clean and presentable? i LgPI-
3 1. Yes | | a1 3
T
! D [ ) 0

]

o | 2. Nag
|
|

If 'No’, please specify “Why / Describe how the |

area was unclean:

SEUAE ) /13 2ia 2l NS e S D

dial Sl
'-_L_-ﬂ- _'\._L \-4"'-" |

b. Were the ATM and CDM machines functioning?

€l G EIY)y LN il el 3 g S b

3 1. Yes

i1 3

0 2. No

ELA

us 2 0]

If ‘No’, please specify “the time at which at
which the ATM / CDM were not functioning
{and specify which machine, ATM or COM};

|
1
i

u)@a UUS.F‘,.L|5J""J.X=¢H.A!‘,A$">\S"\_J|F1 S 1
-_I\J_ﬂ.l‘ u).*_)q‘l __AJ)._}A.IJ'Y‘_?'..!J a' _“ﬁ_,“'.:\]\ q"_;_..ail

(é.ﬁm tl_}g‘f\ J" ‘r\ﬂ

€. Was there sufficient cooling in the ATM/CDOM area?

TATM/CDM 4dhis B na Sl g 3,80 oS &

3 1. Yes Bd and 1 3

0 2. No O K20 9

3 3. Not applicable (M| Sy ¥ 3] 4
If ‘No’, please specify “the time at which at G Jany ol o3 g0 daa S e MHET gl S 13
which the cooling was not functioning SEGN SR P

4.2 Brauich Antbiance and FaGitties’, v+ DRE o5 k7 3.

.

b

LR

S TR P

P I IR ___ J.

) mﬂ

a. Was the branch air-conditioning fully functional
and sufficient?

VJLSJ 2pp JS..uJu._g Gl ) lall S e

3 1. Yes X 1] 3
0 2. No O w21 g
If ‘No’, please specify “Additional comments / Faal Slaa " soa Jlad e MU il gali SAS 1Y

Describe how it was insufficient:

S 8y ) S iy

b. Did the branch possess sufficient lighting?

S Bplaly p R iy A o

3 1. Yes | 1| 3
1
0 2. No O w2 0
If ‘No’, please specify “Additional comments / [Mafal Sl saa Sl e JHET Ll gadi S 1

Describe how it was insufficient:

P LY TP I TN W
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C.

Did the customer have sufficient waiting space /
seating area?

€ pall olhe e ol 335 [ UEITA A0S Aaieua Jaaall S A S

3

1

Yes

RERE

0

2.

Nao

0=

382

0

|

if ‘No’, please specify “Additianal comments /
Describe how it was insufficient:

g Sdaadla’ s el e ST el 8
S S Al S a !

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

1y B A SR AS puda galt SEENI AL gpeas iy G Cga ) Bl B

Tl Sl y (COASA) DS R LA T A S

-
el

3

1.

Yes

a1

3

0

2.

No

X0

\j 2

0

if ‘No’, please specify "Additional comments /

Describe how it was insufficient:
. el -
nese waa re 5[573@32 gﬁy

-_'l..a_,], M..Al S soa Sl . Uy .TJI_,_;M _‘;lS l.-‘.‘
S K s




S.1

Greeting of Customer _

Ol pa D 5.1

. a. Was the Mystery Shopper “promptly greeted / | gl M alpas b AT Jeedadl e o alllfua Sl Al A )
N |
acknowledged” on entering the branch? }
o ¢+ Nogreeting / acknowledgement | E , et A N e | o
1 e Greeted within 10 minutes of entering D anl Jaad e B 10 CBA ea DV l 1
2 ! *  Greetad within S minutes of entering j D ! Jral il s KRB0 a E e 2
3 l « immediataly greetcd on entering D e Jyat oy S w ' 3
b. Did the staff either / or: ERTETY {PP RECURI V- P DU P g
a. Ask for the customer’'s name? ¢ Seant a2 ;
b. Greet the customer by name? Pasl S5 aa Ll
| &  Yes, the customer was greeted by name / PR PRS- W 7UU < RIPPS. FRRITERD. v IR L B
3| . 0O & 3
: asked for his / her name Ll
0 ¢ Ng, the customer was not greeted by q TONE RPN WRIR DY R VWAL SIS VS, FRUTER JFLVU R LS 0
name / asked far his or her name Land
. ik (il g e gl BBl Ay i€ WUB gt -
c. Did the staff ask, “How can | help you today?” t 3o A "‘: - ;‘1: L:"
and Probe the purpose of the customer’s visit? o it
3 1. Yes, the staff did this &4 Al 3% gl 2 i el 1 3
0 2. No, staff did not do this O Ay il gl sk o] S 2 0

d.

basis of his / her needs?

Was the Mystery Shopper redirected on the

TarialfAdlaiial o sl AL Geedall A0 sa) 8 06

1. Yes, he / she was redirected on the

Aalialfafialial 3 (3) Joaalt on 52k 20 220 o aal
3 basis of his / her needs EI ekttt i () daelt 4 i et 8 peit 3
2. {OR] The first staff member o et 4y B ol Yt i gl i () 2
3 encountered probed the nature of X SR A 2T S e ("’) ’ 3
. . . lazele /ajt.’...aJ n_)'l_‘z_}l! Axin
visit and assister him / her
0 3. Nog, he [/ she was not redirected on Leainasaliial Y 4 sl Biked 35 o 36 3 0

the basis of his / her needs

X [

it e P ,.:! Xy 11 ) @ -

; o xick oy’ L B e £ 2R O R iV
a. Were the staff courteous on the customer making Sl B0 s A0S 10 0 i) (a0 (Bad LB pald S i

his / her enquiry?
0 e No, the staff were not at all courteous | [] ANRY! o G cabgadt 08 Al UE e 0
*  Yes, the staff were quite / reasonably . <y s = R .
* ‘ 1 - ‘ .

1 courteous E P Al g AL i gt Lol aei e 1

2 *  Yes, the staff were courteous O gl gl DS o et w 2

3 *  Yes, the staff were very courteous D AL aad il gl S A ami 3
b. Did the staff demonstrate “active listening” on Tt bl A plial™ il pall Bl A o

customer enquiry?

* No, the staff did not demonstrate

lhal Calh N
0 active listening D G pliat B pul) gl ol S 0
*  Yes, the staff listened quite / . .y o e . . N
1 | a] aly by LdB gt [JETRYY
reasonably actively E G B Jad e gl sl i ni e 1
2 e Yes, the staff listened actively D Gulay! il gadl ial 220 cpas 2
3 *  Yes, the staff listened very actively [:] gt e A0 B gl ol 2T el 3
7
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Did the staff appear confident?

Tl o (Bly 401 5 i palt 4k Ga S

|
|
s No, the staff did not appear confident D \ bons o By 4G oE il gl em Al B e
*  Yes, the staff appeared quite / l - T .
! i JS Al | g 421 s galt ianl @
reasonably confident X - Wt S Bl rE B s e
I e Yes, the staff appeared confident D ! R PO - v R~ V- VL - SPE S :
s Yes, the staff appeared very confident | [:] I LU PR AU TR N - - PL ) :
: d.. ) List the names of staff interacted | e AT Ll i g st SH S ;
! with: . i - !
o Mr/Ms (g Withl ne ra. -t 1l i e
o Mr./Ms. Yl 2 i e e
e  Mr./Ms. 3 | A LG e
s Mr./Ms 4 | Al el e
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6.1 Staff Capability

Coblh gall 3 58

a. Did the staff frequently probe the nature of the
customer's needs?

WO JUTCER Y PR W TR JW i S

i |1 Yes E PTE ] 3
0o |2 No O 82 0
. If ‘No’, please specify your camments: ' e P RN L S &

1
|
|
|
!

b. Did the staff actively attempt to anticipate
customer needs?

2 g Clalial Fubus Lind & glaey i pall 4 A

3 ‘ 1. Yes

P 3

o | 2. No

0K

w82 0

If ‘No’, please specify your comments:

A gl ola, S Ty

¢.  Were the staff able to cater to the needs of the

daf 50 e il 59 O G 3 Slaliiad 450 GAB gl plbTud Jb LD

customer without seeking the help of a colleague? T2k j
3 1. Yes E a1 3
0 2. No O % 2 0

If 'No’, please specify your comments:

INT: IF the Answer is YES , s0 the answer for Q
D should be Not Applicable

Al Ll B pla ) ST

d. Were the staff able to answer all / most of the
questions posed?

fha gkl AL plea 08 08 Al Yl i galt pllaid A S

3 1. Yes h%| pai 1 3
0 2. No | 38 2 0
3 3- Not Applicable | Sy Y 3 3

tf ‘No’, please specify your comments:

i s 5 ST 1Y

e. If the staff were unaware of the answerto a
particular query / queries, did they politely “ask
you to wait while they double-checked with the
system / a colleague”?

I A ALt fopme (s o Ayl Lo |l Gyt 0% o110 7
?"P:Ln_}:l aal !l.LE.iJl = 1,51.‘. ;_‘u agian J_;i O Jui:u.‘_ﬂ" I-_d*:“;g i h_l:-h

3 1. Yes i i1 3
0 2. No | 3 2 0
3 Not Applicable ¥ el ¥ 3

If ‘No’, please specify your comments:

Sl il 8 Bla ST Y
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}6.2 Product Knowledge and Cross Selling ., " - T s O Ry g IR T A 6
i a. Overall, was the staff well-informed on Bank Cladd g Sialia Ablaie Aiaas Sl gl wild gl o2 S8 A e 82 1
! Dhofar's product and services? | ¢ b 2

J . ! . .o .
i 0 ! e Notat allinformed ! D SMaY e Tiayleadaal ul e o
! ‘ » wellinformed on at least a quarter / a | sl et e i fas e B e o
LIV R S AT 0 Ll 3 g’ 3 »
| 1 few of the products and services ‘ D A= - ~ ‘f—. -f_. "L Pﬁ 1
! ! i e
: discussed ; : 4 !
2 e Wellinformed on at least half of the | E | &g Tl g Tlalial deal e BV Jooa e i )
i products and services discussed i \ i
¢ \Wellinformed on at least three- i . o . .
. Clatiall e A8 o pLVASE Y e Jay e
3 quarters or more of the productsand | [_] Rl e S Y S e 3
K K i lghdica = -.f" el PLEN Y
services discussed '
b. list the details of the “main purpose of your visit” | ] b g LaS) g e N L Aletie Al peda gy pd oo

{as per SECTION B); rate the staff an the level of
“product / service knowledge” in this area:

"Cladall g Sl Faiadl A el g gea”™ o c,,ih,.n-,.,,r.._. Py (s

shihaial) oia A

INT: LIST THE CODE FROM SECTION B.

1 ORISR FTTR FIORE

0 ¢ No knowledge at all D SULY Ll sy e 0
s  Well informed on at least a quarter / a . .
Sladadl y Zladiall e JuL : |
1 few of the products and services D e - I j‘i "h ’JH * 1
j Lgililia o3 0
discussed
¢ Wellinformed on at least half of the o8 A Sealt y ladial cieal e BY! e ol e
2 e %] "L 2
products and services discussed B
e Wellinformed on at least three - -
Slamadl ce A8 i g A W4 La
3 quarters or more of the productsand | [] 2l e S o) j&‘,’ "’h p® 3
N . Lq.uﬂ.u o ;_aLA‘_\..]_,
services discussed
c. Did the staff attempt to “cross-sell” other products Slesd p Sladial " ALSYH 1" 1 WLAL Al ylaa LB gl o5 g8 S
and services? £ Al
0 *  Nocross selling at all E Fohayl e Bla¥! i Glaey uls 4w 0
1 e Cross-selling after a lot of prompting | [J b liaioa) (a0 Sy i) adl Alans g6 1
* Cross-selling after a little / some . . . .
' AT W (I 1 e | I Al Al8 2
2 | prompting O J D n Sl ey LYl ol Blans Qi e
3 \ e Immediate cross-selling attempt D sl e ila all Aysa 0 e 3

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

LLadiT gl B ol Shaa y Gladie 1) £ b wili gal) o8 G4 &
RV TRV PR TR PRI,

3 | 1 Yes | ML 3
0 2. No b4 %2, 0
If ‘No’, please specify {'our comments: KUY WP FIFRILS Lol
e
GMMW
A |
10
+ +
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information” on Bank Dhofar’s products and

e. Did the staff attempt to provide “complete ‘
services, along with relevant literature? i

Ciasd p Slatia o6 ALLS Sla gl Glithe Y A gl Wil gt 53 6
fAliall 203 ikl aa b

INT: LIST THE CODE FROM SECTION B.

G pdhll o G A W sl

i 0 ; * Noinformation at all . D : ey e Sy e ‘ 0
i 1: * Information provided on at least a ' : T e e e L L L
i (¥ E T RRLDU YW P — ‘ o) .
i1 quarter / a few of the products and M e B AL e e 1
' . . . ; it R i et TR
| services discussed o
2 e Inicrmation provided an at least half D j el A e el wdeal (Y1 8 clas 2
:L of the praducts and services discussed | 1 e £ A Sty
[ +» Information provided on at least three ‘ |
: Tl gl a8 g gl 238 (B e atac! !
3 ‘ quarters or more of the products and D = L '#s " E‘ E U’ “";M‘ ’ 3
‘ R ] 1.4.....51.1.. i ‘,.ul '-_u.-_‘.a_\J ._n_-n._\..:l.v ARinsa
i services discussed
3 « Not Applicable Geaiy Y e 3

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

aluall ) Ayl L0y st lly oSl Yl Aliaia Sl ylaa 7

INT: LIST THE CODE FROM SECTION B.

S el G el A il

0 + Noinformation at all D ALY o Glaglmay  » 0
* Information provided on at least a ey . .
Gazall Sl glaall o B fay Y e e @
1 quanrter / ? few of the products and E DR 3 sl chadialy 1
services discussed
2 * Infarmation provided on at least half 7 Dialiadly Allaialt i gledt ciead Y1 6 ellac! 2
of the products and services discussed Loiilie 5 all Hhaaslly
+ Information provided on at least three . - .
e gledlt e A8 g el DS BV e dlac! e
3 quar:ters c.tr more of the products and D LaZilie o5 T iana y iy Ailaid 3
services discussed
3 & Not Applicable Gulaisy e
g Did the staff attempt to acquire more customer Jal o G T Allaia A8 Cile glae A e 48 glaay i pali alB B W
information so as to follow-up at the end of the visit? T8 g A Aty pLal
3 1. Yes D a1 3
0 2. No £4 M2, 0

If ‘No’, please SEECii your comments: W

P s A sla ) NS 1

11
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7.1 Timeless

<

+

7.1

a. Waiting time on entering the branch, before

o Ot pal! (b gall g Jalalll Jaby g A Jeha 6 ORI Gyl
D Aasdl Al ge o f aba¥) Jadl

|
| dealing with the frontline staff:
|

i INT: SPECIFY TIME IN MINUTES:

1A e g i liay

T r—— . ,
S0 *  Over 15 minutes 1‘ D \ G165 e K e | 0
.1 | s 510 minutes al FL10-5 e | 1
2 :’ ¢ 3-S5 minutes ‘ E ‘ SA5.3 e {2
3 e Under 3 minutes D i Sl s e B e ' 3
b. Did the customer feel like the queuing system . . A .
Praana Jlln L =iy IR Lo 3l A
functioned properly? & a oSBT HEL LG L s O
0 . gllllJeumg system did not function at E Y e ey ¥ ieall 3 LS S e 0
e Queuing system functioned, but it P . e e ..
1 it el ey aa el Laml alas
worked with a few impediments T e e 2
N ¢  Queuing system functioned and it D Qlad J82 i sy Jay il ot T Al . 5
worked quite easily and efficiently Losa N
3 s  (Queuing system functioned and it ] Sl g Al A s iy hall B UETYH Qi e 3
worked very easily and efficiently Jlad
s Not applicable D VOV -

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

e ) dpea gt 36 (a0 515 wath ARE" Jal fe JASA gl

:u Aaidl

INT: SPECIFY TIME IN MINUTES:

12




+ + +
ir H. Additional Comments on Visit 25 3 Aklaca) AdLLY) Sila Sl .3
L {If any): (2 O)
|

P o

Py Sy -\m%\'m

End of the Survey - Thank you very much....
S5 1SS — Cltien) At

G. TOTAL Branch Scor
{Total unweighted branch score, summing all sections):
Section Parameter Under Evaluation 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
gAl LA P gara 7
Jalall fAsaia WA P gaga tpaall (A Algusaal) BUED) £ pages o k) a3y g3l Lalall paakl)
G Ay Sl g p AN ai A
Okl gl S Ly a2 <
AaY) Al Ales g 458 aa y (i gall 308 z
o8 g r
B £ saq-e
13
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