+ + (JD-‘A +

PROJECT: Money
SHOPPER CODE DATA ENTRY EDITING . -om e
Name Number Name Number Name SERIAL NO. |
|3 3(9(9|7|7
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] ) | o ay ioa
Ll ! A ! —t it s P8 geadl ya Y
A0 S A Ay 3 J
| | ;
' | l
A. Details of Visit 3030 Jadlis
Bank Dhofar sl ik
Bank Muscat O Ll Sy
National Bank of Oman D giaal! il gt S Gl el g3 Al
1. Bank Visited
HSBC-OIB O HSBC-OIB i
Bank Sohar B o S
Other Bank: DAy
2a. Branch Name S&f_kc_& g il ot 12
e i
Z2b. Branch Area g(«’» ((LU\- gl Alge 2
3. Branch City \SU ( A(_'C‘-' el 3
4. Branch Region O hﬂ[a)\-' il 4
{
Day | Month | Year [ gl [ e Al an
5. Date of Visit
1y el | 213 | |
Hours | Minutes JHdal | Sl bl
6. Start Time of Visit by ca, B
i RN il L)
7. Total Duration of Hours Minutes ta s L
Visit 5o | 20 G5 7




Opening a Savings
or Current Account i
Housing Loan D Sl a3
. — o3 ok (pna miie 3laie ale il 2
E b it pa )yt J;l‘—-:
D e [&'idld,uaﬂﬂj!_,u_u“hﬁi\:&nlg
- FPREL]

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

Car Loan

Educational Loan

SPECIFY DETAILS OF
PRODUCT/SERVICE

Credit Cards

Personal Loan

Double your Salary
Offer

Youth & Student
Account

INT: SELECT AS RELEVANT AND/OR D

O

bl Dy

Sl e s

N 551 P | R N




4.1 °Was Customer Parking instantly available for the - -

BN 1* PUTFIVE P L NS IBAR Y R

Mystery Shopper? ~ . -
] .
| 3 1. Yes m a1 3
! 2. No | NS 2
' i. Specify: aaa
ii. Specify time taken to find parking: min. b i ga S 3 3y e
4.2 "Entrance to Building . " o gl gD Jehab 4,2
a. Was the Entrance Clean? sl tasah s e )
3 1. Yes E a1 3
0 2. No D us 2 a

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

TSR i) ML saa Sllad e SUST gl S 13
il e e

b. Was the Entrance Convenient?

flkie Jasdl G836 o

1. Yes

a1

3

2. No

X

A2

0

Was the

branch premises clean?

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

Gk Jaad! % 2 1L axm ¢ THE" gl S 1

3

1. Yes

0

2. No

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

S € Cam g A3 33a Hlad e NS Ll gadl 48 1
Al e Sl




% ‘!'ffﬁj‘.‘ it v#ﬁ"i "y d'ﬁ), T: j

L (LA Ly
a. Posters / Branding material present on doaors, walls "-ﬂ‘ﬂ‘.’ &.‘J-h-" wpl gt ‘HJ+-I ‘-'Lﬂ-“- ! M -h,ﬁ M
and windows?
3 1. Yes m o1 3
0 2. No | 2| o
If ‘No’, please specify “additional comments”, S tadiml Siaa et e Allad e ST il gad! S
‘ if any: Sy
b
|
b. Pamphlets, Leaflets and Brochures on display? S il g DluEl e W3 8 e
3 1. Yes O i1 3
0 2. No Bd 2| 0
If 'No’, please specify “additional comments”, O ML Sl sas Slad e SRS il yad! AR
if any: Sy

Thad a0, Sonnt pranphlits g d bacc boanes gt doale

ook the f’AM—FQfH'{_, dnt Jure, W€ B e).cf’\a.mrJG\bmJ Them

c. Branding material up-to-date? filaa by jlath ciadall ol ge b O
3 1. Yes E and 1 3
0 2. No O w2l o
If ‘No’, please specify “additional comments”, Sl a0 am Alliad S S et S0
if any: Dy

e D TR ANy
c ‘:'_I' T LR 4*1...‘..4.3.\..4-. ‘. Lo .. Yo e :
a. Were employees present at over 90% of the branch @U-J &-ul.i.- ¢|J,, g}n u.il‘ay O %90 O _)..Sl -h-LH s J. j

desks and counters? fiaasll
3 1. Yes O 1] 3
0 2. No | X2 0
If ‘No’, please specify “additional comments”, 2 Mgl Dl daa Sliad e SUET Ll gl 1S 00
if any: ey

u_aa.L_L%_L‘B_ﬁ_«‘{l%fza_aA TR Olrabba il means 627

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

3 1. Yes E a1 3
O

i e ksl Jpdl g (D gl e f S S O

0 2. No a8 2 0
N . " A FC N GCH 5 -0 Ty Sl e ST gl S 1
If ‘No’, please specify “additional comments”, S — S _-’_LS 3
.-_l‘_'_;J

if any:

¢. Were allfalmost the entire staff wearing name € afikandy Sk gty ok gl e £ S S A

badges?

3 1. Yes X 1| 3
0 2. No d w2 0
If ‘No’, please specify “the approximate el pil pall A el saa llad e SHET Ol gall S
number of staff not wearing name badges: pgilands O LS ey Y




a. as the area surroundlng the ATM and cCDM

RIS

.rl”ni 'b W i

R BT RG ‘
O 3 iyl (5 3801 e'u.\ﬂ'n_,vm ul_,a.!l i byaad) sl K

T" J\ N q»f"rrnvﬁmmr'

machines clean and presentabile? ¢ sl
3 1. Yes X ani 1 3
0 2. No D uS 2 0

— ————

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

IS iyl /LD i b e ST et S 1

el S

. b. Were the ATM and CDM machines functioning?

faal 80l £latdly SYY il eall 3l RS A o

3 1. Yes

0 N U

pai 3

o 2. No

OK

38 2 e

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

e A8 80 A I sa el e STyl 2GS
el g gl day) Jaad Y AT FigYly Y ol

(gl 1Yl g Y

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

TATM/CDM 4dihia A 1o CiSal) ol 3 »50 28 b &

a. Was the branch air- condltlomng fully functlonal

3 1 Yes O i g

0 |2 No O 20 9

3 3. Not apylicable ﬂ GhyY 3] 3
If ‘No’, please specify “the time at which at Ad Juag al 3028 0 e Alzad e SEET O gadl AS 1Y
which the cooling was not functioning SIENN S E o

I S l‘ﬂ the

oltbn ArTon

et cove s a” .. 2"

and sufficient?

k- Rty Mot F for MRSRNE LT

’UUJ%JS-MM@‘MHH&J‘U‘SJ!

3 1. Yes X ~1l 3
0 2. No | €2 0
If ‘No’, please specify “Additiona! comments / Mgl Slhadia sea b e AT Ll galt S

Describe how it was insufficient:

S S S iy

b. Did the branch possess sufficient lighting?

TR Sl g Al ey O

3 1. Yes

pi 1|3

0 2. No

OX

s 2 0

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

{ Al Clia 3" s Sl e ST et S 1)
el G W al aay)
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¢. Did the customer have sufficient waiting space / Coeglal) 3l e S 336 [ BT AHS Tabcs Spadl S8 A O

! seating area?
L3 1. Yes O 1| 3
0 2. No E uE 2 0

If ‘No’, please specify “Additional comments /

ﬁiscribe how it was insugmient:
1

1

wailmjiiea

|

fragiliaal Cilhatie” ara Slab e UUE lpadl SISO
S S a S s

d. Did the customer find it easy to follow the signage
within the interiors of the branch, indicating different

wlly £ AN (513 A0 pan galt CASESUN A s Aty 0 (g 30 pliaid 08 S

S hanll sSlal g (dlSall) b a0 G0 aba 0 Al S
counters/ work stations? wardl Ll g (< ) RS ilia ) s 5
3 L. Yes B 1| 3
° |2 No O v2| o
If ‘No’, please specify “Additional comments / o e } ) ]
Describe how it was insufficiant: o3 el SBAT an SLd D HSQED;S‘ :Li:;
6
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5.1 Greeting of Customer - -

Oy wa i 5.1

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

' &,mdm,u_uaqmlw1 A5 i ailoma G o3 Ja )

! 0 s No greeting / acknowledgement E i i i Y e 0
![ 1 *+  Greeted within 10 minutes of entering D ! aaalt el e 310 DE a3l e | 1
| 2 e  Greeted within 5 minutes of entering D 1 Jrardl SR e WS UA e Jl e ! 2

3 ¢ Immediately greeted on entering D i RPRLLN JEC Y INTER i 1 3

b. Did the staff either / or:

CuaY 522l i gl 40 A o

a. Ask far the customer’s name?

? ol ‘a...|| o uL.n ‘l

b. Greet the customer by name?

faanl S5 ae haalha; o

s Yes, the customer was greeted by name /

}‘W‘}L/wlﬁcahku&'hqaﬂ1ﬁmb?u L]

3
} asked for his / her name o L
0 e No, the customer was not greeted by E LOWILP N B Py R VAR ' < DA FOPL FRNIENSi L TIPL I L R
name / asked for his or her name PP
G (el 3 "0p gl s ey kS o gl =
c. Did the staff ask, “How can | help you today?” o I e s ’: JL_] :‘J:J;
and Probe the purpose of the customer’s visit?
3 1. Yes, the staff did this | A5y iyl p a1 3
0 2. No, staff did not do this X ALy il gy o 38 2 0

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

P NERDTREN

e # AR Tyl Aa gl Bde] 5

1. Yes, he / she was redirected on the

Lialfadalial L3 (3)Jreadt ans i Balat 35 L (eaed 1
3 basis of his / her needs I:] i < () > ¢ e 3
2. (OR) The first staff member . - . .
o Jpanll 4g B g30 Y ks gl et (1)
3 eooountereo probed the nature of E s L\fx:‘,/.;u_,):gj% i “(l") 2 3
visit and assister him / her
0 3. No, he/she was not redirected on LealiafBalial Ll aga yill Sated 3y ol € 3 0

the basis of his / her needs

a. Were the staff courteous on the customer makmg

his / her enquiry?

X L;,,L..u..udo a4 uza,.n aSda g

0 e No, the staff were not at all courteous | [} Bl Jo Bl Gibgall 0% o8BS e 0
*  Yes, the staff were quite / reasonably - TUEUET: .. I
' a fid gk ABLL ik ) laT 1
1 courteous D B g it
2 *  Yes, the staff were courteous E G cabpdt S Al cans 2
3 e Yes, the staff were very courteous D AL ok ik ! S D) canl e 3

b. Did the staff demonstrate “active listening” on
customer enquiry?

el iy " ) slial™ B gall gBl G

*  No, the staff did not demonstrate

0 o)) pliual il pall gda; ol (IS
active listening D i) 8 s * 0
1 *  Yes, the staff listened quite / D Loka! 5sn fAl pika 1 i st ] nei e 1
reasonably actively oS TR TR e’ A tet
2 s  Yes, the staff listened actively D Lutag wiB gall | iash ol cpus @ 2
3 »  Yes, the staff listened very actively ﬂ Q) e Sy G gall heal il ans @ 3




Did the staff appear confident?

Panidi ca By Adl o Uil pall gl b

No, the staff did not appear confident

di e Byl Lo il gl el DS

Yes, the staff appeared quite /
reasonably confident

Yes, the staff appeared confident

PO LD < R LRS- O VISP B

Yes, the staff appeared very confident

O
PR oo ol anis g @iyl e oyl s ipns o
O
O

adi e el By Al o Cal gl gdaani e

d._ X List the names of staff interacted e LS (it e gt et SH
with:

o M /Ms. K . AT brviben Lodlf el e

&«  Mr./Ms. 2 Azl atil .

*  Mr./Ms, 3 Al Ll e

e Mr./Ms. 4 Vil e




+ + +
6.1 Staff Capability . Cillisdiayd 6.1
a. Did the staff frequently probe the nature of the TS0 85 O 3 Slatdal daph 6 lediull il gall 53 08
customer's needs?
3 1. Yes d o1 3
0o |2 No H %S 2 0
If ‘No’, please specify your comments: "2y rdals a8 Bl S 1Y
b. Did the staff actively attempt to anticipate e . e s e .
Toiga WY Zilaltal | futey Aled Al glaay il padl A8 o
customer needs? T S g #edBaal A3 A
3 1. Yes W a1 3
0 2. No O 58 2 0
If ‘No’, please specify your comments: iy pliay o8 pla WS
¢. Were the staff able to cater to the needs of the i a0 la iilb 5 93 e (g 0 Clalia A0 b pall £lai) JA 0
customer without seeking the help of a colleague? b PRV
3 | 1. Yes d a1 3
0 2. No Bd % 2 0
If ‘No’, please specify yaur comments: R Tl A ala ) TS
’ 4 )
INT: IF the er ik YES, so the answer for Q N ) -1 -
D should be Not Applicable ﬂw a,\rmc—fl L Cj q Lo ’W
d. Were the staff able to answer all / most of the )
questions posed? faa g jhall ALY alias [US 0p Aday) b gt plaie) Jb &
3 1. Yes O pai 1 3
0 2. No B 38 2 0
3 3- Not Applicable Gy ¥ .3 3
If ‘No’, please specify your comments: B il 5 el o Bla ST
m“f&ﬁua_amm rwa e luoma o _71;551/
e. Ifthe staff were unaware of the answer to a A iima Al foma Jlpa e AdaY) e § 500 Ll gt 0% A1V
particular query / queries, did they politely “ask el aal fAUAIN e A0 0 e a8 Jal e DY Cudgss dia Glb
you to wait while they double-checked with the
system / a colleague”?
3 1 Yes B a1 3
0 2. No | 35 2 0
3 Mot Applicable akis Y 3
If ‘Na’, please specify your camments: il ) el el NS 1S
9
+ +



e
: b gl iﬂ-“f’\ﬁ: R T v
a. Overall was the staff well informed on Bank

uuu,mdh:uu‘.uh,h‘d,‘hddus@ .,u:ds... \

Dhofar’s product and services? € il ol
0 ¢ Notat all informed E] AU e Dlagdaaagd ol e 0
¢ Wellinformed on at least a quarter / a ‘
Colecal! g Siagiall \ ' } !
1 faw of the products and services O 3 il e B s e “E\{L:h H'; * 1
discussed medlia 5 A
2 e Wellinformed on at least half of the IE & A Ty Zamidl cheal e Y ke day e 7
products and services discussed il
e Well informed on at least three- N s -
Chaiiall e ASH g gLt A Y L
3 quarters or more of the products and | [] e &] e J,_.]‘ \,L—.,.T * 3
services discussed & 2

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:

ruﬂ‘vldﬁu)"oﬁﬂwu_ﬂ‘ '|"um¢.&i‘i&a‘”#u
"‘W1JHML§M1MJL-J\L;H"U:G“¢J‘H P‘J (u_n
uh.:.-.no.\lq!

INT: LIST THE CODE FROM SECTION B.

S el a0 3G 3 1 aly

0 *  Noknowledge at all 0 GMLY L Ay Y e 0
s Wellinformed on at least a quarter f a . ‘
Tlatall y Ciladiall | e
1 few of the products and services D = 3= e oA I e “:’,\:h ,S..; * 1
discussed =
2 « Wellinformed on at least half of the E A o sty hatidl chal e BY e Jay ;
products and services discussed Lgold
e Well infarmed on at least three .
Slaiadl e Al g gl i AN W 1
3 quarters or more of the products and D = - s i.:sh‘ 5 'f; Z’k] "T: * 3

services discussed

c. Did the staff attempt to “cross-sell” other products

Sladd g Slatial " ALaYl Al o pLAD A glaey il gt 40 JA S

and services? t s Al
0 »  No cross selling at all D iyl e Sl e Lyl e 0
1 «  Cross-selling after a lot of prompting 129 O liadady) o Ky Sl aadt Alans B @ 1
»  (ross-selling after a little / some ol = . < -
Y W (I 1 oy aall 4._1.].4“3 13 2
2 prompting D - on it Ao e ¢ *
3 s Immediate cross-selling attempt D Sl e SLaYl ol Al E . 3

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

Lo gl LB dY Slead p Sladia 1.'11...1{_)..’.;;.53}-1'!,!3&

S

Phodial & iuh aa A0 the "adguall

3 1. Yes

P L 3

0 2. No

| 4

2 0

If ‘No’, please specify your comments:

A il o8 el O T

10
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Did the staff attempt to provide “complete
infarmation” on Bank Ohofar's products and
services, along with relevant literature?

Gladd y Slalia o6 ALIS S plaa® dilae Y AL glaes o pall 3 G4 2
falall il Clyish ae b oy

INT: LIST THE CODE FROM SECTION 8.

S il Ca el AU oF rlialy

0 1 .

1 No information at all . SULY! e lagaey e 0
s Information pravided on at least a AEai e gdad e BN faos Y e glact e
e e F Fi 3
1 quarter / a few of the products and O. _4__"_" S .“J_._ij - 1
services discussed | i -
) + Information provided an at least half ’ R Latials Aaid D pndll cheai B S5 slaci e 2
of the products and services discussed : iR & A Sleadlly
+ Infarmaticn provided on at least three . oo - - .
e paall e ST g gl AR BV e lac!
3 quarters or more of the products and D - .{. ).:s '.’,I&,"" - UA "’f‘d| : 3
services discussed # vt I
3 * Not Applicable O T B 3
f. Information on relevant procedures, falall Gfd Al 435 g Salaiaally «Dls) oYl AdaGe Sl glae 7
documentation and follow-up method?
INT: LIST THE CODE FROM SECTION B. O ] G e AJEG B sdialy
0 * No information at all D ALY e Slagaay e 0]
+ Information provided on at least a ..
Gletli e gheall G Jpiilh By Uac: |
1 quarter / a few of the products and D = }T‘I “.'C‘M ’.F‘: J.\in "i » . * 1
services discussed &t A
2 s Information provided on at least half E. CilaTialy Alleidl i glead) wiial G e clac! e 2
of the products and services discussed iillie 5 Al Dlaasll
» Information provided on at least three C o - ;
hagaal e 261 i gl 293 BN U !
3 quarters or more of the products and D st oo P81 S Bl i ettt 3

services discussed

Litilia 23 A Slasdl y Silatially A3l

3 +* Not Applicable

Gy Y e

Jal e e iy Alleie JISH la lee A8 aal A flaey cilh gt 23 S0 7

g Did the staff attempt to acquire more customer

information so as to follow-up at the end of the visit? 3030 Al A Aaulially Wil
3 1. Yes B4 a1 3
0 2. No O X2 0

If 'No’, please specify your comments:

i) ks o ela ST 1Y

11
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7.1 Timeless

2 o3

+

7.1

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

A ol byl o Jaudh 3y g A Jpss e By Ay
. Aasdly él‘,‘ U'b h,-lh‘ﬂ il

INT: SPECIFY TIME IN MINUTES:

! 9 VLR EWRERICH P TS QLAY

e

Under 3 minutes

0|0 &0 —

S B

0 [ e Over 15 minutes aL35 15 e S5 e 0
1 } e 5-10 minutes A 10-5 . 1
2 +  3-5minutes 3032 5-3 e 2
3 3

b. Did the customer fee| like the queuing system
functioned properly?

T Jy Jaty cheal) b BIY1 P Gl G O o

0 . (;J,ILIJeumg system did not function at E W) e Jeag ¥ sl i S S e 0
+ Queuing system functioned, but it ) . ] R ..
1 galt oms e il ezl s o)

1 worked with a few impediments D e kel A IS . 1
2 e Queuing system functioned and it ] Jad (S50 g & gy Sy rall G JURTY ) e 2
worked quite easily and efficiently Lada
s  Queuing system functioned and it J8L g Al & gy Sty el A URTY gLl ) e
3 . . O ' i 3

worked very easily and efficiently
s Notapplicable O Sbu¥ e -

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

&g 1 Lgea gl a0y g3 300 wdan 4nD" Jab e M) cdl &

:n i il

INT: SPECIFY TIME IN MINUTES:

;d.il.“..ﬂl EWEQILY T IFE QLA

. ‘F""v Fant. Y '\ |;‘ g"fl -




+ + +

H. Additional Comments on Visit 1k ARGt A8LaY) Cila Tl i
(If any): =y J)

N ewow:jh chu'IMj‘seaLs

;-“TKW— SPN'S W%&Ldn& mbﬁacmmly

End of the Survey - Thank you very much....
S T80 — Sl Alg8

. | TOTAL Branch core o
(Total unwenghted branch score, summing all sections):

e, | Parimines nder Eelaation 35, 3.+ % | 1otaLPuintsScored it Tkl Pt Abocated /

e Area:

C Branch Presentation and Custamer Facilities

7 T 2 .

D Greeting and Soft Skills of Staff

E Staff Capability, Knowledge and Cross-Selling

F Timeless

PR . T - e : o . P
P et “-_3". o i S o Lo T . L T R AN L v, e
A : Foe LTy ey e L RN
B Y L T CoR Sy ot ¢ v ; .
‘s . R S ' L A LR T LN » . 3
F ;,ﬂ-,-.,:'ts-‘ LN et R PO . o N ks Y v

gAN B g F
_ (?LAV'IJScn:s‘t)lnua_)‘M}c_L \&}aa.n)
el Aaiadal) A £ gage | rpaall b Alpnall MEN £ gagee - T b Jgakl gy ogaW) Jalal | peddll,

Qe Anidial! Syl y £ I gk &
Coph palt S gy g 20 &

qﬂ.'aﬂ&n:*l‘_’ﬁﬂ_,.dﬁ}m;_;ﬁ z

h’liJn o
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