+ + +
PROIJECT: Money
SHOPPER CODE DATA ENTRY EDITING SERIAL NO.
Name Number Name Number Name ‘ -
l ‘ [\)eu{'.w(,b'!ml.' ‘ 410,00 2
1§ 9o
a3 I e Y R
R ! S Tl gleat A ‘ 3 el e
2 S 3T T Al i A i J
i |
; |
A. Details of Visit 34 M Jaaalds Y
Bank Dhofar b4 Sk L
Bank Muscat O s Hy
National Bank of Oman [ R PPU A B JPL BE A
1. Bank Visited
HSBC-OIB | HSBC-0IB <k
Bank Sohar O e A
Other Bank: Aty
2a. Branch Name F{MACIJ, gl ot 12
2b. Branch Area mwc_,_y g oAl alge 2
3. Branch City Mo LA’ gl 3
4. Branch Region 0{;' l—-ﬁm C.d Al 4
Day | Month | vear I T iLlen 5
5. Date of visit
LS N AN | |
Hours | Minutes s I el
6.  Start Time of Visit { \ g g. iullincd, 6
i Al Sie Ly
7. Total Duration of Hours Minutes =i = S L e 7
- Iy 8 )i ! Al
Visit e 9 J j\_. 6
1
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General Enquiry relating to a
specific Product, Service
and/or Facility

INT; SELECT AS RELEVANT AND/OR
SPECIFY DETAILS OF
PRODUCT/SERVICE

Personal Loan

Double your Salary
Offer

Youth & Student
Account

'.,.am':_,

j_,]h..\:’sa;xl.aalh_nj.‘nl-(‘c _)L..Iu..;'l 2

) el
F et Jandlll 3a §1 /3 ualiddl i) lialy
Audid




41 Was Customer Parking instantly available for the
.v. Mystery Shopper? ‘

LD 6 § s ciligs ARY Fgedall a3 0 4.1

|
|

3 1 Yes a1 3
2. No Ol % 2
, i, Specify: N
|
ii, Specify time taken to find parking: min. ) il g S AW i e
- 4.2 Entrance to Bullding sl N Jsdad 4,2
a. Wasthe Entrance Clean? : elidas aaal s A )
3 1. Yes < pui 1 3
0 iz Na | 382 0
if ‘No’, specify “Why / Describe how” the S S eyl 12l saa Sl e ST Ll el SIS 13
entrance was unclean: TR FEW |

b. Was the Entrance Convenient?

tlandia Jasat 1S Oa

3 1. Yes

a1 3

0 2. No

Ox

a8 2 a

If 'NQ’, please specify "Why” the entrance was
inconvenient:

Laslin Jasdl 8 M Saa ¢ NET gl IS 13

R L PR Y R T SO, TR L L
Was the branch premises clean? SLES £ il ae LS
3 1. Yes E a1 3
0 2. No O %2 o0

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

SHE S o 13 ata Sllnd ae NS il gall S 1
ARa e e
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4% .. Branding Materal 1K G0y - L R

N N R Sl it 4.4

a. Posters / Branding material present on doors, walls
| and windows?

*'.m,,.n_,y-. ! ..,.l,g‘mubwt.p._.uﬂclaﬂ.‘hg,,& A

3 1. Yes m PN 3
L0 2. No O W2l 0
i If ‘No’, please specify “additional comments”, |l SilaaTia asa el fe MUST pall 803 !
: if any: nDaxy
i i
b. Pamphlets, Leaflets and Brochures on display? Ol Iy A e e a3 A

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

3 1. Yes . 1] 3
[ 0 2. No O w2 0
i If ‘No’, please specify “additional comments”, O el Shaa N daa Sl e ST el S 1S
| if any: Dsmy
I
:
(3 Branding material up-to-date? falian i el claall e b S
3 1. Yes X 1| 3
0 2. No O w2 0
If ‘No’, please specify “additional comments”, 1) Cilaa i s S G SMTEY Ll gl RS
if any: ey

E_Jl

D pﬂ "q\&‘,_*‘ PR ’ -
i'!“!‘ b..f\& ‘*“ﬁ{f\, L B T n.ﬁi’r.- Jalt ool o ket o

AT T AT AT

a8 apSEe 5l FoAN LAB e e %90 S AS) a2 gy S

desks and counters? *laadlt
3 1. Yes a1 3
o] \ 2. No us 2 0

If ‘No’, please specify “additional comments”,

e Claa e dia Slad e NS il el

d
b
if any: oa'a&‘ JER

JAS

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

Coardra e el (190 gy (il gal) i £ S SAS

3 1. Yes

1|3

0 2. No

0

s 2 0

If ‘No’, please specify “additional comments”,
if any:

S v Ailal Slaa St aaa Sliad e MISY i gadt A8 1

iy

c. Were all/almost the entire staff wearing name

aloandy DS o gaany [l gal) aBma [ JS OIS Jb O

badges?
3 1. Yes . amil| 3
0 2. No [ X2 0
if ‘No’, please specify “the approximate cort gl gall G0 anal) aaa LR e SMOET gl S 13
number of staff not wearing pame badges: _Tm by S yeay Y
i 7 i J
+ +



+

SR ATV COM PR g

3 A Rgy ,"r,'f"{-s,

a. Was the area surrounding the ATM and CDM

u....-.._,....,\z.g‘;.\ul &\.:,YL,QM uu.an .)pl baah ,;_,Ls..n ‘_Lsun |

machines clean and presentabie? _ ¢ il L
3 1 Yes hd ! 13
0 2. No ! %2 0
If ‘No’, please specify “Why / Describe how the i I8 TS a gl /10" a2l SET ol gl S
area was unclean: ‘ Al gl S

i b. Were the ATM and CDM machines functioning?

TS gl gy N il peall 54l 08 A

3 1. Yes %y 1|3
0 2. No M| 2| 0
If ‘No’, please specify “the time at which at PRI S saa el e VDS pall S

which the ATM / CDM were not functioning
{2nd specify which machine, ATM or CDM):

Jast ¥ é.\n!\ £y Y Gl el
(g B 11 g Y

-_'l'\J_aﬂ ‘_;'L‘_-. JW _‘.:.:;_,)

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

TATM/CDM 4dhaia 3 30 Gl ) 3,80 0l & 0

a.

3 1. Yes Q pad 1 3

0 2 No D a8 2 0

3 3. Not applicable D Galay ¥ .3 3
If ‘No’, please specify “the time at which at A e ol ST A e el e SNEY el S
which the cooling was not functioning ETPR ST )|

W&-ﬂ\!‘,u'ﬂ']‘ oreer, J\?@"'

At AT L

Was the branch air- condatmmng fully fnctmnal

PR SO ¢l JAfY X
*-Aswaas.udugwmmw T

and sufficient?
3 1. Yes m a1 3
0 2. No O K2 o0
If '"No’, please specify “Additional comments / Al Slaatha saa Ml e MUY Ol gall S 1
Describe how it was insufficient: O LR VP U VL N
b. Did the branch possess sufficient lighting? S Bolaaly £ Al Ay A
3 1 Yes "4 1| 3
0 2. No | 2| 0
If ‘No’, please specify "Additional comments / Fragdil Sl Mt e Sk e SIS L galdl S
Describe how it was insufficient: B N S )
5
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¢. Did the customer have sufficient waiting space / T oaglall 3o ha (e S 335 { SURIDU A0 dabans Jpall 8 6 S
seating area?

Describe how it was insufficient:

3| 1L Yes hd il 3
O | 2 No O 32| 0
T TR - [N i3 A o - JTNE oo K
| If ‘No’, please specify “Additional comments / [l Slaa “"’J‘_ ATl yph LS
‘ S 5% o] s
i
i

i d. Did the customer find it easy to follow the signage

! within the interiors of the branch, indicating different
counters/ work stations?

g A Jaks 4o gun pall SISIMN AL pgans 1y Of 30 E kI 6 0
et Stal g (Salt) A0 AT i DY 22 8

3 1. Yes ar3 1 3

v .2 0

X0

0 2. No

If ‘No’, please specify “Additional comments /

i ; ' o e gl g A} Sl M e el e THET el SN
Describe how it was insufficient, ¥ ’ > PR

AAS S5 A




5.2 Greeting of Customer '

O M oy il 5.1

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

il ) Algho gb il Rgedall o U adllfiua S0 00 A )

Q e Nogreeting / acknowledgement O Saifiua 5Y e 0
1 e  Greeted within 10 minutes of entering E Srandl Jaa e BRI0 A a1 e 1
i 2 s Greeted within 5 minutes of entering D Seanll Jean e ML 5 JUA s D e | 2
I3 e |Immediately greeted on entering D parll a3 s 31 e l 3

b. Did the staff either / or:

1OiaY) gaal B gall 23 A Lo

a. Ask for the customer’s name?

f,_l_u.l.:! .._,;] \_p ._1..4 i

b. Greetthe customer by name?

*  Yes, the customer was greeted by name /

i
|
T B3 e Joaally i o ;
Pt o T et 83 pn Jzaaly a1 5T S gaad ';
i

basis of his / her needs?

3
3 asked for his / her name D Lgan
0 *«  No, the customer was not greeted by E aand oo My ady /et S5 Ll cua i, 038 0
name / asked for his or her name Ll ol
Gl R il 3 S gl 0 iy 8™ o gl <
c. Did the staff ask, “How can | help you today?” l 3 e - “H: e d‘ =
.- T Jrandt B
and Probe the purpose of the customer’s visit?
3 1. Yes, the staff did this & Sy i 1 5 A cans ] 3
0 2. No, staff did not do this D S GGl yall G NS D 0
d. Was the Mystery Shopper redirected on the labhafdlalial Je sl GAi) daadall 4298 3as) a3 4 &

1. Yes, he / she was redirected on the

3 basis of his / her needs

R

lelaaatfadalial 1 (3) Jeend! 4z g 30t 25 spnd 1 3

2. (OR) The first staff member

F et ag Al g3 T4V il gl il (1) 2

the basis of his / her needs
¥ oiP . o s

1,"1.“-.'! RSP I
staff courteous

on the customer making

# 0O

- T B i [ T

3 e'nf:ounterec‘j probgd the nature of D Be e foden 5 s ) el 3
visit and assister him / her
o 3. No, he/she was not redirected on e aladatial Ll a5 kel 3 o1 XS 3 o

customer enquiry?

Were the
his / her enquiry?
0 e N, the staff were not at all courteous | [ Y o B caligalt S W DK e a
1 . :Ez,r:z:_;:;aff were quite / reasonably z Sa fllpike ABLY i gah L3 5l pui e 1
2 *  Yes, the staff were courteous D et Sl cand e 2
3 *  Yes, the staff were very courteous D QL ek ciligdd! IS G aai @ 3
b. Did the staff demonstrate “active listening” on el iy " ) plial” Cib gt 51 b o

¢ No, the staff did not demonstrate

b pliaal LAk pall gl A8
0 active listening O ) pideal LB gt gy . 0
*  Yes, the staff listened quite / . P ie s
1 ! (e 4] Ak shay b pall sl il ¢ 1
reasonably actively D sl g linhe  cdByd p
2 e Yes, the staff listened actively E Lplayl b gadl Aol dilaai @ 2
3 s Yes, the staff listened very actively O A a8 Bl st G ad @ 3
7
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Did the staff appear confident?

]

Shnk (ya By o B pall s b

e No, the staff did not appear confident ki e Py adl o il gt el NS e

s Yes, the staff appeared quite / &

reasonably confident e JO&y Al 0 By A1 0 gl s i o

*  Yes, the staff appeared confident O ki e Py AT e iyl gl e
s Yes, the staff appeared very confident i D l LIPS NI - PR IR UV VS-SR B
d. List the names of staff interacted i |

tapia ilald [yl ikl palt plaad 831 &

| | N
o Mr/ms Nagie. ({aa.w. 1 dtllw) iLLiad e
2 |

¢ Mr./Ms, Loa Lol e

s Mr./Ms. E! | Loodiflall e

o Mr./Ms. | 4 | ALalilif Lol




6.1 Staff Capability

Oilsaliisd 61

€ oSk S0 L S Glabtial Ak 08 jeadliafly il pall @3 G4 S

a. Did the staff frequently probe the nature of the
customer's needs?
3 i1 Yes B 1 3
o0 2 No O 2 o
1 , If ‘No’, please specify your comments: ; il g b b ST
| |
| !
|
b. Did the staff actively attempt to anticipate £ g kgl o Anh A glaney il gl o3 A s
customer needs? i
3 1. Yes I pai 1 3
0 2. No | 38 2 0
i ‘No’, please specify your comments: RUNPE VCN PP I PRI Lok
€. Were the staff able to cater to the needs of the dai 330l cull g3 e G g SlalGal Al Cilb galt pidaiud a2
customer without seeking the help of a colleague? TSl
3 1. Yes E and 1 3
0 2. No O 3 2 0
If ‘No’, please specify your comments: R ol o8 iy ST
INT: IF the Answer Is YES , so the answer for Q
D should be Not Applicable
d. Were the staff able to answer all /f most of the . L
questions posed? A g ohaall ALY plias [ 0F AslaY) Cilh gall pUai b (S
3 1. Yes | i1 3
0 2. Neo O 3 2 0
3 3- Not Applicable Sy Y .3 3
If ‘No’, please specify your comments: il el AB Ela ) THS™ 13
e. |If the staff were unaware of the answer to a I e AL e Ve -V ES [ R P I PV UL LY
particular query / queries, did they paolitely “ask a3l daf fpUBU jae &4 5 e 5L Sab e JUBIYI™ adgls dlie wulle
you to wait while they double-checked with the
system / a colleague”?
3 1. Yes D a1 3
0 2. No % 3% 2 0
3 Not Applicable Sehiy ¥ 3
If ‘NG’, please specify your comments: R ey 8 pla ) AT 1A
9
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g ﬁ»*(] '{::-Jv &

Overall, was the staff well |nforrr|ed on Bank

_.L.a;_,._.m«.m'..u...._.t.._,k..._.h,.n s S b e JE5 )

| a.
{ Dhofar’s product and services? 7 Mk oLy
[
Il 0 * Notatallinformed D Ay e Slepaaazd gl e 0
D o Well informed an at least a quarter / a
. ekl y Ziatidl e B ) Do Y e al
1 few of the products and services O 3 Dol D ol [ ‘F:_; "k ’“" * 1
: discussed e
' *+  Wellinformed on at least half of the | & A ey Slalid cheal e B e sy e
I 2 . g ‘e 2
; products and services discussed Pl
' = Wellinformed an at least three- o . .
Siaitdl e 81 4 i Ay Sy i
| 3 quarters or more of the products and | [_] ek E‘f'fq AV e e 3
. . abia ol \,.ul _u,;;._l
services discussed
b. List the details of the “main purpose of your visit” pokl] (A g LaS) " 50 g ) gl leais 427y &2 P
{as per SECTION B}; rate the staff on the level of "Shaddl y Slailally  faddl ddad] g giea” L Cpib gl iy 4-!.! Y
“product / service knowledge” in this area: sARhidi o3 A

INT: LIST THE CODE FROM SECTION B. ‘

S pahl] (a1 A o 1Bl

0 *  No knowledge at all O I0bY e aa Y e v}
¢ Well informed on at least a quarter f a .
Solaaaldl y Sladill - ] g !
1 few of the products and services D 4 o il e 2 'Ej?_l_:h Ph_" ¢ 1
discussed A
2 * wellinfermed on at least half of the E & D el g et cheai ne WY1 e aday @ 5
products and services discussed [V
»  Well informed on at least three
Sl bbbl il Y
3 quarters or more of the products and D Ge S8 el Hit ey e 3

services discussed

l(,.s.ﬂ_u "_J'I Slanall K]

Sledd 3 Slalial " DY) Al o abkll A flaes i galt o 4 S

and services possess a “Comparative advantage”
relative to competing banks?

c. Did the staff attempt to “cross-sell” other products ]
i and services? 5 Al
T
0 «  No cross selling at all ﬂ oYl e Aloyt ol ddes sy al @ 0
1 s  Cross-selling after a lot of prompting D Sl Jpa RS0 ey LY sl Llasy B3 e 1
s Cross-selling after alittle / some - . . ;
2 2 kel | s Sy anll ol o
prompting D = O S 2 AeY ol Gl 45 e 2
3 s Immediate cross-selling attempt D Sl e oYl el Ugaa 3 e 3
d. Did the staff explain Why Bank Dhofar’s products

A Lad)” gl JUB oD clesd y Slatia 130l s Gilh gl o 0
AL o ) e 5l Al

3

1. Yes

i 1 3

0

2. No

X O

s 2 0

If ‘No’, please specify your comments:
%_g_,_'j not e e an

:-’-‘-ji_) c'\-.-eg_l.l (li 'GLI) g ll-:_l

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?

Gl g Siadie (8 "UaS Cla ylaa ile Y A glaay il gl o0 O 1
falall Gld i3 e il 2Ly

INT: LIST THE CODE FROM SECTICN B.

G ] Gl AL B sl

0 ¢ Noinformation at all D Y e SlagaaY e 0
* Infarmation provided on at least a AL S sl 5w B g R e gime! e i
1 quarter / a few of the products and D T | e e 1
g3 .y RPEERHIE P4 )
services discussed a I
2 * Information provided on at least half ﬂ il Alalal D yaalt cdead BV B oclan! e 2
of the products and services discussed WiBie 8 G20 hacdlly
s information provided on at least three
e gimall e S8 g1 pll ARG B e ;u,c' .
3 quarters or more of the products and D | oy . 3
&‘-L-Jlu '_IM—;IJ‘ 1&——!- '
services discussed s 1=
3 ¢ Not Applicable Gelaisy e 3
f. Information on relevant procedures, Palall Cfd Anglial) 400 5 Slalicall 3 (Sis ) 2Vl Ahlaie Sle glna 7
documentation and follow-up method?
INT: LIST THE CODE FROM SECTION B. O ] Gyl LGS B sl
0 * Noinformation at all D oY e Sdaglaey e 0
» Information provided on at least a -
Alasadl il el - 1 1 e !
1 quarter / a few of the products and D "h: .u;. d’m\’jﬁ_‘: Ji‘.y“ "i ‘-. ’L. * 1
services discussed a == ’
3 e Information provided on at least half E Solattall: el Sl et cheal B e clac!  w 2
of the products and services discussed Lidlie 5 00 Sileaally
+« information provided on at least three . - .
Sagladll e il g pl i A0S B Uac!
3 quarters or more of the products and D ,]...5 ..“F },:‘_’m i X f ...":‘fs i ¢ 3
services discussed * I
3 ® Not Applicable N Y
g Did the staff attempt to acquire more customer Jal e S Alada ST Gl glaa A3 U gans il gl o Ja.E
information so as to follow-up at the end of the visit? 3l Al A Al Hlih
3 1. Yes E a1, 3
0 2. No ! 32, 0

If 'No’, please specify your comments:

A s A ola ) OIS

11
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7.1 Timeless byl 7.1
a. Waiting time on entering the branch, before oA Ol il pal) e Jalalll Jdy g R fpas Lie LRSI Gy )
dealing with the frontline staff: D daaill Al ge o f aleS Jadll

INT: SPECIFY TIME IN MINUTES: L EE TS JUAPPRILY I JITPPICS

0 ¢ (Over 15 minutes D | Gz 15 eSS . 0
1 ¢ 5.-10 minutes E 332 10-5 e 1 1
2 o 3.5 minutes O 3853 e 2
3 s  Under 3 minutes D SRR NS e B 3
b. Did the custamer feel like the queuing system . . . )
. . duall ey (- PR W
functioned properly? Ty Sy oy b SERTY SED Gl S P A O
. euing system did not function at
0 31: ing system did not functi D ARYI e deay ¥ il By e 0
¢  (Queuing system functioned, hut it . . . s .
1 gdd dang A —all i) adas o
1 worked with a few impediments R ot S L e 1
5 +  Queuing system functioned and it & Cad (82 5 & ey Jaay il B DY R ) e 2
worked quite easily and efficiently Laaa )
3 * Queuing system functioned and it D Jodp g Al & s Jay all i Lyl Sl ) e 3
worked very easily and efficiently Jhad
s Not applicable D Buais Y e -
c. Time taken for the “purpose of the customer’s visit il ge A Jgea gl o G Bl ik 4B Jal e S g &
to be fulfilled once reaching the counter: PR
INT: SPECIFY TIME IN MINUTES: ' | B a1 3aa rlialy

12
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H. Additional Comments on Visit
(If any):

234500 Al AgdlaY) Sla jTaal) .4
(S )

-The bt LIAG Crowds o
5 wadiny tht Cludlopmer SewilCe—

L———Kl/ -'M ts g ko
A }ffafj;«d.a"mu“fo

fve\;((m., Obonf The /LL7£MA,'

(& u)d&’ljfb,(uh.;m%

1jkr fewen

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

Saja 185 -

o) g

; ‘! -=r ' e BNl
A Eac Ofice R EROnly:

PR
;.H.a m'it ol

G. TOTAL Branch Score
(Total unweighted branch score, summing all sections):
i . -
‘Section . | Parameter Under Evaluation Total Points Scored in this | .Total'PolnBAllocatedI
T : Area: - " Parameter
C Branch Presentation and Customer Facilities
D Greeting and Soft Skills of Staff
E Staff Capability, Knowledge and Cross-Selling
F Timeless
- ,>i e BN
LT - TOTAL SCORE
£ Al Jlil £ gana Re
:(‘a]-ui\ﬂ JSC:.A.\ ct_)l.u Ao yall e L3S E)QM)
Jalal) fluaaioad IAIN & papa sacadl) 3 Lgaad) WY £ gagee o bkt ady gl Salad) pos)
O Aaahdl Bl y £ A ppals &
S gall Sl i 3 s 0 &
oA ol Ales g 438 aa g o pall 320 z
dJ.II el
13
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