é’,,J\wol

+ + +
PROJECT: Money
SHOPPER CODE DATA ENTRY EDITING I srau |
2 Name Number | Name Number | Name i SERIAL NO.
1IBEOREE
A qa ! ey .
,?5‘ -1 J_.!.‘..J : k_._A_,..I.A..l Jl;;! | d}....m‘ B
ey el A el A ae! !
‘ |
A. Details of Visit l 5l 31 ol <)
Bank Dhofar kg i oy
Bank Muscat D dales Sy
: National Bank of Oman D ribandl Jila gl L Lo FRRIP R RELINY
1. Bank Visited
HSBC-O1B O HSBC-OI8 <k
Bank Sohar D a2y
Qther Bank: LA AL
2a. Branch Name sza gﬂf g il at 12
2b. Branch Area SO( il iy 2
3. Branch City gor Luaddl 3
4. Branch Region COUJ" (Mf?.rb\ HARI Y.
Day | Month' Year Aedl [ B T e b an 5
5. Date of Visit
12 | o1 | 2013 | |
Hours |  Minutes v [ el
6. Start Time of Visit il iy, B
12 oo
H i ] 2E Ll
7. Total Duration of ours Minutes S o g 7
Visit 00 | 90 | S5
1
+ +




General Enguiry relating to a

’r_,l FIPRTY ‘;‘:“‘-‘L,"-*‘WL:,-‘“:‘PL‘- JLu.i.L.ﬂ 2
specific Product, Service Y

Jied

and/or Facility f o | f el Jrealll dta g [y casllal i) rals
INT: SELECT AS RELEVANT AND/OR -
SPECIFY DETAILS OF Credit Cards

Double your Salary
0

4axill

Youth & Student
P VP A
0|




4.1 _Was Customer hrklns lnstanﬂv avallahla for the
" Mystery Shoppes? :*.  : .

500 o tn ige AN Saniad 39 b 4.1

T
3 1. Yes B a1 {3
| 2 No O 2|
; 1. Specify: 2 B
! |
ii. Specify time taken to find parking: min. HAY PO PN SR L T JUI PR
4.2 Entranceto Bullding - - - . il N Jahal 4.2
a. Was the Entrance Clean? olLs Jaady o8 O i
3 1 Yes E a1 3
0 2. No . 38 2 0
If ‘No’, specify “Why / Describe how” the JE NS Ciagl Pl 20a dllnd fa ST Ll gl S Y
entrance was unclean; aaby et ol

b. Was the Entrance Convenient?

Tladda Jaaadl (RS A

3 1. Yes

i

3

] 2. No

0|

us 2

0

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

T Jasdl %5 o 7137 i « TIET el K !

LAy SR ”’&'ﬁgnxt" B et B

Was the branch premlses clean? B F A e O S8
3 1. Yes E Prigy | 3
0 2. No O M2 0

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

K i iyl AR sas S S ST gt S
Ak el




+ + +

44 :Branding Katertal 150 % Aok T o PR TR B A i T SR AN 44 |
‘ a. Posters / Branding material present on doors, walls 34 gl g o paadl -u‘y‘ﬂ L_,-h= A,L,Lu CAaNE f Slheale 3297 Jb
i and windows?
!_ 3 1. Yes 0 1| 3
0 2. No | B 22| o
; If ‘No’, please specify “additional comments”, | SRl Sla i o ALl eSS gl S 1
ifgny: P oDay
Q\Q&‘_sz,_@w |M\_.AJ .
b. Pamphlets, Leaflets and Brochures on display? S il y DN e a3 A
3 1. Yes E a1 3
0 2. No A w2 0
If 'No’, please specify “additional comments”, SVl iaa s ria Sk e ST Ll gadl RS 1D
if any: )
c. Branding material up-to-date? faipa 4 ladll Sladall Jge A S
3 1. Yes 74 1| 3
0 2. No | 32! o0
If ‘No’, please specify “additional comments”, o Rl Slaa " daa lad e SIS g S
if any: PDaay

T o e K : TITETRATICLE ~ L A ] G ‘_ P -;-‘ T (r,. )
'ﬂj’v .JL\ S et - rcorie' it RaaA T wi, ot ot 3 £ LT L L..‘Hn-v .‘Jn.ul

a. Were employees present at over 930% of the branch @1_p_, PPl glJ,, 5,:1\ ,_,sa,. O Y00 (e S 2l gl A8 A ‘
desks and counters? Thaaill
3 1. Yes O 1| 3
0 2. No K w2 0

If ‘No’, please specify “additional comments”, Sl Saa M dan bl e SIS el S 1D

if any: sy
wu_mf_g{_m ¢ =
» \

3 CudlPrmon wile Ound , one male Ovnars o 3 oI

b. Were all / almost all of the staff neatly and o - . . - ;
TN 5 . | plhae :
professionally dressed? 3 50 O g Cal kel
3 1. Yes X 11 3
0 2. No O 20 0
| ‘ll‘ '.L.h‘ \;1' " "o, n . ‘u " { i -4 <||
If 'No’, please specify “additional comments”, i e dia il D ST g _‘f_\:
oy

if any:

¢. Were all/almost the entire staff wearing name . N A .
falmos 8 Epgibanely Gl b (g ghaday (il pal) pBana [ JS S Ja

badges?
3 1. Yes | a1 3
0 2. No P w2 0
If ‘No’, please specify “the approximate Sl il gl g g 32l d2a Sl e UIST gt SN

umber of staff not wearing name badggs: -ty Dl LD ey Y
Kowe "3, [L..__b_&mfzqgn pof rane P
U ( ()
4




a. Was the area surrounding the ATM and CDM

| machines clean and presentable? x-E-J"
3 1. Yes [ a1 3
0 2. No O X210 0

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

S S Gyt S am Al MET gl S0

ad P L

b. Were the ATM and CDM machines functioning?

el A £y N T peall 3 gl RS A

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

~_l‘_)...n.t| c_);qa 5i -A:J)JAMYJ.}MWP\_J\”J‘JNI L_l‘_)..m'

3 1. Yes E ani 1 3
0 2. No | W21 0
If ‘No’, please specify “the time at which at VRPN ,,J' ZA e saa Alad e TS el iS00

(g glayl g Iy

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

TATM/CDM 4dhais A 2 Gt o 330 S Ja oS

a. Was the branch air- condmonmg fully functmnal
and sufficient?

3 1. Yes E a1 3

o |2 No g W2 g

3 3. Not applicable O Sy ¥ 3| 3
If ‘No’, ptease specify “the time at which at L ey ol g3 i e dllad e ST L padl AS K
which the cooling was not functioning ua 824l

- TN S ]
m—-r.:n:-!.! "t el tn&&

mu,,.s,.\@.u‘}..,‘_,.n,w NFEITH

3 1. Yes

a1 3

0 2. No

X2 0

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

[t St aoa ALl e ST yall IS 1
»'_l‘\S _)Sﬂ i’] ~..'I._AS ‘._'lm_,'l

b. Did the branch possess sufficient lighting?

TGHS Splaly g Al iy Ja

3 1. Yes

a1 3

0 2. No

OjX

us 2 0

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

(Al Siaa " a2a it e NS Ll el S
WS K ol Ciayl




+ + +

c. Did the customer have sufficient waiting space / o slalt 36 lhe (e S 32/ JUBIDA 4588 Aabusa Jpaall (AS U4 D
seating area?

3 1. Yes B 1| 3

0 2. No O w2 o0

(i) Ciaa ke sia Jhoad e oSS el S 13

If ‘No’, please specify “Additional comments / S Sy ) S iy
- ] - -_l_a_,

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?

1Y E AN JA10 A8 gl pall SIS A g oy OF 3N pEd 6 L
P laaly fSlai g (uiall) G plst Citlda ) AL 5

3 1. Yes a1 3

0 2. No

O X

¥ .2 0

if ‘No’, please specify “Additional comments /

i L i gty Al Cidaa Sl 2 Aliad e ST Olgall IS 13
Describe how it was insufficient: i ) - s .

SECU R
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5.1 Greeting of Customer "~ . - - :

+

- el Jop page il 5.1

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

5,.:1‘_,11«1,.;*,-03“\&,.;_:1 s Al i a3 Ja T

T
| s Nogreeting / acknowledgement

«  Greeted within 10 minutes of entering

el Jaa e 3R 10 D a D e

¢ Greeted within 5 minutes of entering

SRV
|
i

'

panst ad0 G KB H DA o Ol e

W N =D

» Immediately greeted on entering

miEin)

a
1
2
3

F——t -

Gl ahi g ol e

b. Did the staff either / or:

1n oY) gdaly il gadt 20 4 o

a. Ask for the customer’s name?

¢ '..\.u__ n ‘;...ﬂ;;c ‘_‘L l

b. Greet the customer by name?

'M.J‘_)S:Lc.l._‘.‘a.u:‘.a-,;:h)u,a

*  Yes, the customer was greeted by name /

J]W1}Jufhu|_)sj¢._:fnjﬁa_.9_\)ﬂgﬁin(uj - 3

3 asked for his / her name D PP
0 s  No, the customer was not greeted by & LOW LIS Ry DU’ <y DRI IOV PRNITENS L PR IS S o
name / asked for his ar her name Lpaed
hihy il g " gl dhaE Lea A aS" db pall <
c. Did the staff ask, “How can | help you today?”’ of bl 3 T st A r: dL‘; ,."d: _,L:
and Probe the purpose of the customer’s visit?
3 1. Yes, the staff did this 2y Ay e gl 2 ) a1 3
0 2. No, staff did not do this | Ay Cada gl S 23S 2 0

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

e AT lial o ply il Gauiall A g bie) 5 b

1. Yes, he /she was redirected on the

visit and assister him / her

Tl fala a3 3 3ot 35 adl 4l
3 basis of his / her needs Waalidalinl I (§) e ansibdel & p ] 3
2. (OR) The first staff member y JU , .
e il A1 3 gy s gall i (g
3 encountered probed the nature of S el A 20 DY) g (5} 2 3

VST ANSTINS 5 RPN

3. No, he / she was not redirected on
the basns of hus / her needs

his / her enquiry?

a. Werethe staff courteous on the customer makmg

LgSeaiialfaSalial I aa yili sslet oy o 0383 o

vn 30 Loue i ._,L..n..lu.ud.sma_,.us SR

0 *»  No, the staff were not at all courteous | [] o el il gy 06 418 e 0
e Yes, the staff were quite / reasonably B T .
ol Aall eyl 5ol cand
! courteous | By g Ayl ph a5 il pud o 1
2 *  Yes, the staff were courteous D P U R L S ) 2
3 e Yes, the staff were very courteous E] AL wad byl S e e 3

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

Tpad) ks " ko) plinal” iB gl 4Bl JA o

*  Npo, the staff did not demonstrate

boplial il gall glay Al LS
0 active listening O] () plieal il galt pdiy o] . 0
e Yes, the staff listened quite / . oy . e . ; .
b [y il galt | a2l .
1 reasonably actively bd S B 0 e By B gl ] i 1
2 *»  Yes, the staff listened actively O Lplayt cilh pal) sl il ipal 2
3 »  Yes, the staff listened very actively D Aplagdt e B il pal) Aol B aal e 3
7
+ +



+ +
c. Did the staff appear confident? Phsii o By A Ao B palt g b
* No, the staff did not appear confident D ki e Bly ] o il kN8 .
| e« Yes, the staff appeared quite / . .. . e o
| ' Tt JOZ s - 1 g Al L ogall eka cpnd
| reasonably confident | . ' Gt Fla ol o gl ek e 0
i * Yes, the staff appeared confident D s e By adl Je il gk and @
! e  Yes, the staff appeared very confident D Akl e Ll Blgadi o il el ael
d.. List the names of staff interacted i ikl i gl placi 53
with: _ ”
o Mr/Ms. rmavi nastt—— | 1 Dyl .
s« Mr. /Ms. 2 Aol il e
i e Mr./Ms. 3 Lallf bl
i s Mr./Ms. a4 AL .
8




6.1 Staff Capabllity * -

Cull galt 3 0

6.1

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

€550 JE a3l Glalial Aapl (6 iVl Ui pall o A T

3 1. Yes B4 w1 3
0o 2 No [ w2 10

If ‘No’, please specify your comments: L r s e UET r

bh. Did the staff actively attempt to anticipate ee e eyt . Y te s . -

POl Slahal Tduy Alad ddglay il gl a0 4
customer needs?

3 1. Yes E e 3
0 2. No O ¥ 2 0

If ‘No’, please specify your comments:

A i B ala NS 1Y

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

dai B30 les ath (93 (e (N Slaliad 4,0 GB gl plaied a4 O

customer without seeking the help of a colleague? R > P
T
3 1. Yes EI a1 i3
0 2. No n % 2 0

If ‘No’, please specify your comments:

D should be Not Applicable

INT: IF the Answer is YES, so the answer for Q

A Cmd B e ST TS

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

questions posed? A g jlaall AY) pdiae 08 08 AkaYl il gall pllied G4
3 1. Yes D4 a1 3
0 2. No 8| 38 2 0
3 3- Not Applicable Gulay ¥ 3 3

If ‘No’, please specify your comments:

A, rmi b e ST 1Y

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

Db ma Alicd [ Sl Sl LY e 108 UiB gl 0%, & 13 g
a3 aad fulBIN e A0 B e atlEh Jab e SUBIYY Gapdgds dla th

3 1. Yes 0 a1 3
0 2 Ne . 38 2 0
3 Not Applicable Oolaiy Y 3

If ‘No’, please specify ygur comments:
%e dadﬁ@% GA/L %ﬁ*

:“ﬂ-,’I_J C"“"‘ib ?5 ;'-l—:i-J e |J:I




Lo oL 75 *- 3% n" W"{ 3
o ; % @,‘@',,‘ ’(ﬂ ;- ; . : Sl ... ol :"T"‘_ {'4‘ s
a. Overall was the staff well- mformed on Bank Sl § '-'LHW 4-!3'5-‘ Al i-'h_pu uBJAh u-ﬂ .._,d A a8k 'l
Dhofar’'s product and services? l * il o,

Q e Not at all informed | ALY e Slagleaaal i e 0

» Wellinformed on at least a quarter / a

O |0

Slasill y SlaZiall e Gl fa) oo SV o dley e

| i
| 1 few of the products and services ! | Lkt o 1
! discussed ! \ i
2 | s Wellinformed on at least half of the ! 1 I &5 Sl Dnall y Tt cdeal e BV e pley e 2
] : products and services discussed : B
! ' e  Wellinformed on at least three- i
! Lo Tlald b i 4..‘:\‘ .
‘ 3 quarters or more of the products and g = e SS9 £ Sl g 3

services discussed

'..‘.—x.’.! | \_:L‘..\;.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:

Hﬂlé;ﬁ\.ﬁ) "‘JL‘UDU""'U'“ %l"um‘\.\i\f&dy'd
"QW‘JQMM\Q}‘] ._;_p—u"ukv w*ﬂ‘rﬂ"“(", (u
;m\ahqi

INT: LIST THE CODE FROM SECTION B.

G gkl (o a1 AL o 12aly

0 s  No knowledge at all R P PR S 0
*  Wellinformed an at least a qcrlarter /a astly Shafiad e Y fa) oo S L e e
1 few of the products and services Sl 1
. L‘.u.n!'\.u aa \".I]‘
discussed
2  Well informed on at least half of the A ol Slanill y Clatidd el e S Lo day e 2
products and services discussed Lyalil.

» Wellinformed on at least three
3 quarters or more of the products and
services discussed

K O 0O |O—

Q@l}ﬂiJ]&hJ\iﬁ:j\ﬂJkPl-__u .
w&;ﬁﬂ|&mﬂu

¢.  Did the staff attempt to “cross-sell” other products Gladd y Sladial " ALY al® o LAl 4 glasy il gall 28 0 <
and services? ¢ 5 il

0 * Nocross selling at all E oYt Jo ol st Adems bl W 0

1 s« (Cross-selling after a lot of prompting D S il G B8 ALY ol ddany S e 1

5 . (;:2::2::13 after a little / some D 1 el o By Y ol ey 5 e 2

3 e Immediate cross-selling attempt D Jolll e Yl anll gas B e 3

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

LI (al B oy Shedd g Shalie 130 £k wili gl 40 JA
PhaBlial) &gt aa & ke "Epeil

3 1. Yes

=1 3

0

2 0

if’ No Ieasesp c:fyy r comments:

£ mlO

Ll aB ala ST L

-i'-J'JC ul 2 !
:c‘qE%nﬂ J u,}'.ﬁ.. othov o a.

10



+

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

Chald g Dladie 8 ALAS e glea™ Gk A glaay il gall w3 Ja
ALl d Sl e ks o

INT: LIST THE CODE FROM SECTION B.

il 0 3031 TSy g8 1 aly

0 ¢ No information at all D SMaYl e Dlagaa¥ e 0
+ Information provided on at least a ATl e el e W fau R e el
Ay xal T 1 : &l
1 quarter / a few of the products and D e :t_uu' ;"J: "'L o * 1
services discussed : Rt At
2 e [nformation provided on at least half I:I Zadiadly Akt Sl yasl cheal G G olac! e 2
of the products and services discussed B o S Zhardll
» Information provided on at least three . P e e
St glat - | gh plai ! Unc |
3 guarters or more of the products and E ’l:_h{‘ﬁ ‘,’.| E_‘:_, 43?-1 aﬁ“"-’:‘ o . 3
services discussed o AR
3 * Not Applicable T TR ] 3
f. Information on relevant procedures, Pilall 3 Aatiall GEG g Slafiecdly W Sip) el Adlate Sl glaa .z
documentation and follow-up method?
INT: LIST THE CODE FROM SECTION B. & el o a1 A8 0Bl
0 * Noinformation at all O SUEY e Slaglea Y e 0
* Information provided on at least a -
aateiadl ol gladt \ N e el
1 quarter / a few of the products and D )'M! ,u-.:km 4_,5“"":1 J,;.Sh ":] ‘:m N * 1
services discussed & 27 j
N s Infgrmation provided on at least half D Sladialy ARiadall i plaall chead JBY e sliac! 2
of the products and services discussed e o5 Al laash
e Information provided on at least three . . ,
Solayleddl e A8 g gyl AN B Uac |
3 quarters or more of the products and E "jw” :\:).s '.’,i Ej"\. " f'm_.."’f.f] - * 3
services discussed d I
3 e Not Applicable GiayY e
E Did the staff atternpt to acquire more customer Jab e G i Allate ST Sle glas 40 & gy Cili palt ol Ja ¢
information so as to follow-up at the end of the visit? TN A A daglially St
3 1. Yes B a1 3
0 2. No O %2 0

If ‘No’, please specify your comments:

L)l A el ST

11



+ + +
| 7.1 Timeless < gl 7.1
| a.  Waiting time on entering the branch, before A O sl i gt pa Jaiail) Sy gLl Jgda e UBIY1 Gy

dealing with the frontline staff:

D Aasid) all o 8 [l ladll

INT: SPECIFY TIME IN MINUTES:

‘ T e B daa sdaaly

T
0 e Over 15 minutes | | B 1S e S e 0
E 1 t +«  5-10 minutes D i AA10-5 . 1
| i
2 * 3.5 minutes El ! Ji5-3 e 2
i 3 »  Under 3 minutes ﬂl SN e E e 3
| b. Did the customer feel like the queuing system o . X
friaa JOL, wheall LAY s ol w3l et
! functioned properly? Sy ot S B L Ll et O
. ueuing system did not function at
° s AERet O Y o oy ¥ il i I Y 0
1 s Queuing system functioned, butit (1| g o ly ey sl L3 Y S
worked with a few impediments e & o ISR e 1
s Queuing system functioned and it Jad J8hy g & pans Jamy il B DY Gl ) e
2 stem ft , O o )
worked quite easily and efficiently e
3 s  Queuing system functioned and it 0 S8y A A gy Jaty el TV GG e 3
worked very easily and efficiently Jund
= Not applicable z L TVATE -
¢. Time taken for the “purpose of the customer’s visit Al g ) dgea gl 206 5g 31 B LS B 4nE" Jal e M3 g 0

to be fulfilled once reaching the counter:

g i

INT: SPECIFY TIME IN MINUTES:

vt T U | PR LA




15k U Allatad) ALY Sila jThall

H. Additional Comments on Visit

(if any): (e )
— Noera La AL t ,

- Thing, Onn | t}.ﬂA—Ki-\j S ' '

- ovie By Y Cachiing b wotkneg

| 3 Y Cudleray dewta oleaks aro. ufm.b,vj

WAl the acuwdo gf

ntas)
End of the Survey Thank you very much...
S5 1,82 — St A4

gaw.,m_, aﬁ@,wﬁow

- = ‘.ft-'mﬁ'r o) .,3 "’:},‘w %i"f"“t‘:ul ‘gbl
. 4 \. o o ng Y
G. TOTAI. Branch Score
(Total unwmghted branch score, summing all sections):
e i - TotaleIMsScomdlnthls '} . Total Points Allocated /
Section ;- ParanaterUnder Evaluation - Area: ‘ ‘ Parameter :
C Branch Presentation and Customer Facilities
(o] Greeting and Soft Skills of Staff
E Staff Capability, Knowledge and Cross-Selling
F Timeless
PRI ~ - TOTAL SCORE ;
£ Al Llil E ada C 1
Jaladl JAaadodl WA P gager - _,..m!m.....nma,q.. 240 ady (30 Jaladl ekl
Gt Aathalt Sl g p A S A
CrbB gult S gy g 3 <
DY ) Lples 9 A aa g i gl 530 '
b g r
W o SO BEN £ gapa
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