.e_AJb“"‘_‘{
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PROJECT: Money
SHOPPER CODE DATA ENTRY EDITING '
Name | Number Name Number | Name SERIAL NO.
&) ' :
L hare XA alol2l6ls
DU ‘ f e ! N ...
1L | S ' e glea JA20 et ey
A et A A= A4 ] sy
! |
| |
A. Details of Visit 1 3L Sl o
Bank Dhofar X R
Bank Muscat |:| L 2l
Natianal Bank of Oman D andt il gl S Gl cuad g2 S
1. Bank Visited
HSBC-0I8 O HSBC-OIB £
Bank Sohar O Saa sy
Other Bank: PR
2a. Branch Name PA%SM-} g A At 12
2b. Branch Area @f_u\ S,Mj‘ gl ghya a2
3. Branch City N CLQ(LQ—G\ sl 3
4. Branch Region ahildl 4
Dhs( AN
Day | Month |  Year - T 30 ap 5
5. Date of Visit
Hours | Minutes (B [ el
6.  Start Time of Visit 3050 Ty o
Lo 3 g L5y Dby 6
H i ) ke Lt
7. Total Duration of ours Minutes & = T
Visit GO | \S ol B
1
+ +




Cpening a 5avings
or Current Account

Saving Scheme
General Enquiry relating to a
specific Product, Service ar Loan
and/or Facility Educational Loan
INT: SELECT AS RELEVANT AND/OR -
SPECIFY DETAILS OF Credit Cards
Double your Salary
Offer

Youth & Student
Account

\._I:u:n]‘_, \__1'\._;;:51 s

O00KOOOO0Od




o9 o B b clge AN Fgulall a9 Ja 4.1

3 Tl 1 Yes i a| a1 [ 3
' '] x
| 2. No 2l 2 !
i i Specify: MNao e u_qlr\ pa\k”\ e ¢ , fb P 9& g ea
! park bfAusz_/ h jttf ugwda .
il. Specify time taken to find parking: 1__4 rmin. G i g Sl p ) Sl e
4.2 Entrance to Building el B Jakalt 4.2
a. Wasthe Entrance Clean? MBS Jasad S a
3 1. Yes m a1 3
0 2. No (M| 3 2 0
If 'No’, specify “Why / Descrihe how” the - R AW I K DASRECORE /W VI LS P B L R T
entrance was unclean: R TR RV EQA |
b. Was the Entrance Convenient? i Jasadl S8 A o
3 1. Yes K] mid| 3
0 2. No D us 2 0

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

efnlipesy OF Pldmise bl Sl NS P CEY

Todie i) 5% o M saa « "SEY el S

IR T AT |

Was the branch premises clean? ki g il e SIS Jb
3 1. Yes X il 3
0 2. No O w2 0
i + M ar h M "
If 'No’, plgase specify “Why / Describe how S 7 i im0 2 L s TUE el A 1
the premises was unclean: g Lo
Aal pe ol
3
+ +



+

+

‘44 - . BrandingMaterial . e Tl A s

T S e AR 84

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

"..\ll_,.;.'l_,‘J J;.ﬂ ‘u|y'!1u&&1_,mm,uwh‘”di }

3 1. Yes = i1 3
0 2. Na O N2 0
If ‘Na’, please specify “additional comments”, PRSP RPN PR CE P T e P B L K
if any: ' ey

b. Pampbhlets, Leaflets and Brochures on display?

?Q'):QJILJ\L'\__‘._J:\SH .J"_)C‘P:L.'i‘.‘e'

.

3 Yes & ~al 3
0 2. No O w2l o
If 'No’, please specify “additional comments”, S bl Claa ke ana Sliad e 2SO galdl 80
if any: T ey
c Branding material up-to-date? ealaa Ay ladll cladlall g Sh
3 1. Yes K 1 3
0 2. No ] €2 0
If ‘No’, piease specify “additional comments”, Db Al Siaa et saa Slind e MUUEY L gadt IS
if any: DDy
B g ; B 3 -f‘,. 7 b i, * :{: g’;’;jw ;;'; pi :';f;. o ‘1!24—{:\"::"

a. Were employees present at over 90% of the hranch y‘_;-u H-n‘u- -L,_o B AN B ga (0 %90 a8 22095 S 6
desks and counters? faaaitl
3 1. Yes a1 3
0 2. No a8 2 0

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

if any;
(. q (')L{IJ

-_JJ G\-u_f/éxﬁ‘ :‘%_{){M

T RO

Ob Mgdial Claa et e dlhiad e S L gadl A8

wee o 0oll .

dny

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

Tt e el D90y OB pall pie /S IS A

3 1. Yes ] 1| 3
0 2 No O 22 0
: . ., A MAaGl Slaa et doa el Jpa MUET Lyl S
If ‘No’, please specify “additianal comments”, adi = a » 2
iy

if any:

c. Were allfalmost the entire staff wearing name
badges?

Talady Sl A2 5 gy (gl gal) alima /S S Ja

3 1. Yes

aed 1 3

0 2. No

OK

a8 2 0

If ‘No’, please specify “the approximate
number of staff not wearing name badges:

Sl il yall g 80 33al) daa Sk S i galdl SAS 1)
ratbands il U G naar Y
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4.6. -5 ATM and COIM Riachings -5 .55 s@aiaig,

s b &_ﬁg: * [3'!\?&@ NMW e ane ‘i"ﬂaﬁ-ﬁ I

a. Was the area surrounding the ATM and CDM

Cpan g Bl BT By Y i al) B g dgacdl LS SAS 6 !

machines clean and presentable? T gt
3 1. Yes | ani 1 |
0 2. No O w2 o
‘ S8 a1 e Tl ST it K

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

R w 'K '
B

!
!
|

! b. Were the ATM and CDM machines functioning?

Taas gakl) £ 11y VY il ealt 3 gl s a0

3 1. Yes

a1 3

0 2. No

EIE

2.2 0

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

BP‘U"&-(‘. '\._!).'J..:u.i'.‘..dw&)ls\_.l);:\JE"'i
»...l\)-n;‘ LJPQ\ MJ)JAuy‘ida.\f"..:‘x" "J\J'\-..I'H\

gt 11§ T

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

TATM/CDM 4ihis A 1o Ciad) ol 2,00 S 4 o

T TP )k(' ks

) O P AR P S o |
a. Was the branch air- condltioning fully functional
and sufficient?

ER T T Lt o Y A I DRIt T
S v '%uwfx.ﬁhiv:h:" W

3 |1 Yes £ a3

o |2 No W B2 g

3 3. Not applicable O Y 3] 5
If ‘No’, please specify “the time at which at B ey ol 32801 saa ALl e ST L gadl ST
which the cooling was not functioning B Sy Al

L S S AT IS Y
S 32 G Jaay (bl S (IS

Describe how it was insufficient:

3 1. Yes & 1| 3
0 2. No O 2| 0
If ‘No’, please specify “Additional comments / f Aol Claadla” in Slnd e SUEY ) galdl S

S S ) S ia

b. Did the branch possess sufficient lighting?

TS Selaly p i ey A

3 1. Yes K A3
0 2. No J w2 0
If ‘No’, please specify “Additional comments / fMagdlal Dlaadla" o dlad e MUY i gadl S N
Describe how it was insufficient: S S W S syl




+

+

¢. Did the customer have sufficient waiting space /
seating area?

o alall 2o la S S 330/ JURITN AA1S Aalin o] S O S

3 1. Yes ®] 1| 3
0 2. No O w2| o
":-._‘..ilt.—.b'! e sia S e o T ‘-,—:|_Hh-'5| u«é 17

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

l
|

RO L CPU B FL S WP

—
|
|
|
|
|
|
|

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

Ay £ R JA12 Ao g gl SUENY R pay Ay O e 01 £ UL A G

Caalt Slal y (iREalt) 0 S LAlii ) Al 5

|
|
|

3 1. Yes

o 3

0 2. No

O

Y2 0

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

eyl y Agdin) SlhaMa" ia Sl e SRE Gl gadl S 1
KT LR Y




Greeting of Customer

u'-u'-" 3 " 5.1

| Was the Mystery Shopper “promptly greeted / l ‘ TE AN I Alghs gb AR Geedadt o aliloua 3N 050
[ acknowledged” on entering the branch? ! ‘
: ) I
0 s Nogreeting / acknowledgement i E 1 i S a5y e \ 0
T
1 *  Greeted within 10 minutes of entering I EI ‘ el Jgad e ME 10 UNA e A e 1
2 s Greeted within 5 minutes of entering | D ‘ ol gl e A5 a2 e } 2
‘ 3 ¢ |Immediately greeted on entering i D aa R b om0 g 1 3
b. Did the staff either / or: : s e (s 2ak il galt 2B A
a. Ask for the customer's name? ; ¢ bl ot e o
b. Greet the customer by name? faand 83 aa Gpands iay
3 Yes, the customer was greeted by name / D Bt e et S5 ao ol cua G A Gl cand e 3
asked for his / her name g
0 No, the customer was not greeted by E TPV IR PN P R WY S DAY FOVS PRNPER DR TPLIN. LY o
name [ asked for his or her name Lpani
A (R el g "% g BB s AlSey (RS oD pall o
C. Did the staff ask, “How can | help you today?” o A v ": Jﬂl:}:j:,
and Probe the purpose of the customer's visit? -
3 1. Yes, the staff did this D EILCPRNIT= S A RPPERR a
0 2. No, staff did not do this © A iyl 4y 8l S 2 0

d.

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

fgolaiialfadls

Hal e sl AR Tpdal 4 g 00 i 06 LS

1. Yes, he / she was redirected on the

visit and assister him / her

Lacle fraety 5 3l daads

! M‘La..uaW } h.an.‘- 4o | ‘.
3 basis of his / her needs D A <€) FRel gl 3
2. (OR) The first staff member v L s n
R P PO [P I T N et {
3 encountered probed the nature of D i i R Lt (4.2 3

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

Were the staff courteous on the customer makmg
his / her enquiry?

9| O.B-Luu LF‘JL-&..I-&‘ d.ﬂdﬂ-‘ | uL’i dl I|

0 ® No, the staff were not at all courteous D P Lo Bl il S5 W8 . 0
¢ Yes, the staff were quite / reasonably . . ea o P
! (¥ ALl i Krigpe
1 courteous E Bup e By ilo gl fod B spni 1
2 *  Yes, the staff were courteous D il iyl S Gl aas e 2
3 e Yes, the staff were very courteous D AR yald ek gall fS il caad e 3
b. Did the staff demonstrate “active listening” on  paalt jladldy oplad plial B pall gl G4 o
customer enquiry?
*  No, the staff did not demonstrate . .
0 L Al pikeal il pall LY 0
active listening D i ST A o *
s Yes, the staff listened quite / : . . = i TR,
1 i byt LY Ay jhy Cald pall Al il
reasonably actively E e 4Bl e 0 1
2 e Yes, the staff listened actively D Lot il pall sl sl ol 2
3 *  Yes, the staff listened very actively D Ll e S b pall sl il iani 3
7
+ +



[_c. Did the staff appear confident? Ponld O By L e B pall g OB
o *  No, the staff did not appear confident | [ i . Bl AS e il gl el NS e !
: ¢ Yes, the staff appeared quite / . T T
; 1 i Ol JSl Akl 1y 431 i N .
f reasonably confident E el et el o
2 * Yes, the staff appeared confident O O O (T S - A VS-S Sy ‘
3 e Yes, the staff appeared very confident | [] s Gl (Bl R it e an e |
| :’.ith‘ List the names of staff interacted | y it e eyl plend SH 2 ‘
! e Mr./ Ms. 5 [‘IIT(\ Hhoyne S 1 Wkl /el .
' o Mr./Ms. 2 Uoiyo=il .
e Mr./Ms, 3 Loi/oadl
e Mr. [/ Ms 4 i/ it e
8



6.1 Statf Capabllity

Ok gt 5500 6.1

€Sk Jh ) Glalia) dageh (6 aliuYly il gall o8 a1

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

3 1. Yes O axi 1 3
o |2 No | %2 0
I 1f ‘No’, plegse spec.fy your comments: —_ S reai ol pla ) ST

i_méi‘_c.\&u_hmg_aﬂ& (‘MAW

b. Did the staff actively attempt to anticipate P g Silaiial Jaiay Al &l glans i gl R
customer needs? St

3 1. Yes O a1 3
0 2. No X S8 2 0
If '‘No’, please specify your comments: ) bl ey B Fla S 1

e O,Luj el dnk  glnead Y Wx\( ML_QLA
¢. Were the staff able to cater to the needs of the ) 30 bue widh 193 G gl Silaltag Al Cil galt gl b S
customer without seeking the help of a colleague? 8 3a 31
3 1. Yes O poi 1 i3
0 2. No K 38 2 0
If ‘Na’, please specify your comments; 2 pldads A sla ) ST
\:\f‘_ I a chle gt ‘l’L o al. 1 b{?
INT: IF the Answer is YES, so the answerfor Q - A
D should be Not Applicable Cw AL r CnAla
d. Were the staff able to answer all /f most of the A )
questions posed? fAa gkl ALiat) pBma /S (F dlay) b gt pibiad 4 S
3 1. Yes O A 3
0 2. No 3 2 0
3 3- Not Applicable Sy ¥ .3 3
If 'No’, please specify your comments: -4 lialy 8 ala , MUSM 1Y
N Lasen_vhaealt ’ ,
M ked he I (-P S}‘ s CX}QL{_

e. ifthe staff were unaware of the answer to a A Al AL fopae Dige o i) o 1,00 ciligad 055 210 2
particular query / queries, did they politely “ask a0 2ab falBd e 400 5 e 28U Jai e JURGYIM Quigss i calls
you ta wait while they double-checked with the
system / a colleague”?

3 1 Yes X 13
0 2. No O 35 .2 0
3 Not Applicable ek ¥ 3
If ‘No’, please specify your comments; Ry rlady a8 la g (ST
{
i
9
+ +




+ + +
6‘2 l ! _.;'- P P HI n\‘\'? R R S 7.’ ? ”‘\ ﬁgﬁtﬁg ”g,-ﬂi B e
! Overall, was the staff weII mfnrmed on Bank i-*L»-M Siplie Adlia *-H-* uhw il g} 20 A8 e -.-u"- dS-‘u 1!
| Dhofar's product and services? _;\.I.E .
. 0 s Notat all informed D SEY e Tlagea s il e ! 0
e Wellinformed on at least a quarter / a il Shatial e e fa N !
1 few of the praducts and services E 3= > Sl “’“ - ‘",' * |
. gailig ,g ] s
! discussed : !
2 » wellinformed on at least half of the ] B el y SRR Chal e BV e oale e : 5
; products and services discussed et ;
» Well informed on at least three- C . |
Slatiadl e A8 g g Al W e
3 quarters or more of the productsand | [] Pl e A0 Y .t-_',l._‘ J: il PT * 3
LPAA’ —
services discussed o o
b. List the details of the “main purpose of your visit” il (A g LaS) "B 4—-3-'}\ il i 42y g gy b o

(as per SECTION B); rate the staff on the level of
“product [ service knowledge” in this area:

"'M\Juh.uuhdu\u}dlgw u-hué‘h}‘-“f-.i-."-‘-,'f’.! [\.:
t4ihill 2aa b

INT: LIST THE CODE FROM SECTION B.

Sl (B LIS, 3 1ty

0 *  Noknowledge at all |:| AUy e sl ¥ e 0
* Wellinformed on at least a quarter / a oy
il y Sladial e AN : |
1 few of the products and services g 1 o el e = Ji?.\:h j‘ ¢ 1
discussed i
2 » Wellinformed on at least half of the ] 25 g sl y latidl sl e Y o alay e 5
products and services discussed [Pt
s  Wellinformed on at least three .
Slaidl e ST gl gt AR08 A4 i
3 quarters or more of the products and | il e Sl e b Sl e e o 3

services discussed

il o3 AN el

Gladd g ladial M JL-.‘Y"I&.I-“" ;,;‘.L,.'mi.!_,l.-u._. l..iz".n]\‘gl.idl e}

and services possess a “Comparative advantage”

relative to competing banks?

| c. Did the staff attempt to “cross-sell” other products
and services? LPREY
0 *  Nocross selling at all D eyl e Al andl Qlaaadial e 0
1 e (ross-selling after a lot of prompting E S (e SN Sy el Al Wl e 1
5 . s:z::teilrl.:g after a little / some D i oo N my ! g s 6 @ 2
3 e Immediate cross-selling attempt D Jailh e SlaY all Ugas i e 3
d. Did the staff explain Why Bank Dhofar’s products

Loyl Lgal B D Clead y Sladia 10 £ pds QB gall o8 G4 S
Tadliall ;’.!J.l_diei.‘uﬂ.- "3*....'.]1

3

1. Yes

a1 3

0

2. No

ORr

as2, 0

if ‘No’, please specify your comments:

P ey o Sl DS 1

10
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Did the staff attempt to provide “complete
information” on Bank Dhofar’s products and
services, along with relevant literature?

Shadd g Slaiie OF ALK Sl ylae” dilke Y A glaa; b gall 43 A 7 |
Pl 13 Stz Ak oL

INT: LIST THE CODE FROM SECTION B.

& pil] a1 3085 B sl

0 i ¢ Noinformation at all D I ANy o DaaaY e ; 0
I . A T
¢« Information provided on at least a - e e
Ailatal e paall e SR fag s W4 ; ‘
1 ! quarter / a few of the productsand  : }:}," "'“L IF’:_; .y ci * Co1
L 1 services discussed : i i T 1
‘ 5 | * Information provided on at least half E ! Crlalily B Crapad dieal Y S glae 2
of the products and services discussed B | |
* Information provided on at least three - - « \
e | e A8 g plasl A0NE B, e plac!
3 quarters or more of the products and | [_] M’J‘:_hf;ﬂ ‘_’.| i.“&‘ f’_.”_.":,f.fi * 3
services discussed ot A ) Al
3 * Not Applicable AT S 3
f. Information on relevant procedures, fAliall 03 Anlial) 4 g Sililieaat y (i Yl ARias S gina 2
documentation and follow-up method?
INT: LIST THE CODE FROM SECTION B. EPW U U FLIAR PR
0 s Noinformation at all O JEY! e Ciaglesy e 0
« Information provided on at |least a .- .
Glaidl Sl pleall o LD fau; Y e pliac! e
1 uarter / a few of the products and T T 1
| 9 . / P D LQH-SLM?J"_IH;JLO-\A-IJ_‘L_LH.‘:L.I
services discussed
2 « Information provided on at least half E Sl dilaiall i peal) ideal B 6 clac] @ 2
of the products and services discussed ililie o B0 laaadty
¢« Infarmation provided an at least three . .. .
2la el e NSE gh gLl AR BV e el
3 quarters or more of the products and | [_] - H:_ﬂ:t.)is "| i‘:m‘ f ‘{LG < * 3
saervices discussed # I
3 »  Not Applicable TOSTE B
g Did the staff attempt to acquire more customer Jab G Qe Allalie ST Gole plae &8l A glaey Ui gl pl ALF
information so as to follow-up at the end of the visit? 75U Al A Al Wil
3 1. Ves O a1 3
0 2. No &4 a2, 0
If ‘N, please spegify your comments: 5 1l 5 pliads o8 cla ("IS" 13
Hﬁ d 35 Y1 ef 4 r)(L & ,Lg:na-! Vi ln—(ﬂn e L e .

11




+ + +
A

7.1 Timeless < gl 7.1

i a. Waiting time on entering the branch, before ’ A en pall Gl pald wa Juladll Gy g i Jads 2e URINI 2 |

dealing with the frontline staff.

HEOKEL Y PRy PR 194

INT: SPECIFY TIME IN MINUTES:

BE LAY UIWE LY P TENELN AR

|
|
i 0 *  QOver 15 minutes O Gl 15 . fS e l 0
i 1 ¢ 5-10 minutes D A3 10-5 . : 1
é 2 «  3-5 minutes \ D AL 53 e 2
| 3 e Under 3 minutes E SN e B e 3
b. Did the custamer feel like the queuing system . . . .
¢ > !‘ ) o " M ’-. ’.‘ "t »
functioned properly? e S Sty ot S S G g3 AS A
. ueuing system did not function at
0 ;1” B SY i O Y e Jaay ¥ Caal i jlay i) e 0
s Queuing system functioned, but it o - .
1 , A gl s e (L ey el § Y B
worked with a few impediments D Hl e O Jy it 1
5 * Queuing system functioned and it D Olad 88 ) & ppeay Jamy wialh 3 LS QG e
worked quite easily and efficiently i 2
3 e Queuing systerm functioned and it g OS p Als & pgsy Juay iall i LT S G e 3
worked very easily and efficiently Jad
e Not applicable D SbLY e -
c. Time taken for the “purpose of the customer’s visit Al e A g gl 308 S 3B i D Jal e 283 gl
-0 dasdly

to be fulfilled once reaching the counter:

INT: SPECIFY TIME IN MINUTES:

12
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Additional Comments on Visit

15kl Al AdlaY) la Sl .3
(D2 1Y)

End of the Survey - Thank you very much...
Saja sl — uu...mn g

R A R R
OitEtseOnly g
TOTAL Branch Score

Section | Parameter Under Evaluaﬁon

(Total unwelghted branch score, summing all sections):
: - Total Polnts Scored in thls : Total Points Allocated /

- Area;’ Parameter

Branch Presentation and Customer Facilities

Greeting and Soft Skills of Staff

Staff Capability, Knowledge and Cross-Selling

Timeless
“TOTAL SCORE
g Al blii £ pana N
Jalall Aiaadeall LN § gaps Mgwmaw - ) 5y g IR | e

Gl At gl g p A apais <

Ok gall S gy o 300 &

AT ) Agles g A58 g i gt 5,0 z

< gl r
B} £ pagee







