+ + +
PROJECT: Money
SHOPPER CODE DATA ENTRY ECITING SERIAL NO.
Name Number Name Number Name
,Z{ \ Fcui‘.( Sl 4 0(3(2]0
:EJ 13 !‘
T
Py ™ oy . - e
1?3, -1 ngﬂ—'” r._:..d}l:..a.‘.'l ___“ 2l J_,,....u.:\ A
A Y 5 Y R =
A. Details of Visit 3L 3 ol -}
Bank Chofar [X] ik sy
Bank Muscat D Jndwa Sy
National Bank of Oman O el il gl ) G5l g3 Sl
1. Bank Visited
HSBC-OIB O HSBC-0I8 <
Bank Sohar O F
Other Bank: Al
2a. Branch Name S}Lw;u\? gl ad 12
2b. Branch Area ( ' ‘mtx) £l alpe 22
3. Branch City M Hudadbi- g\mq i \fo Ladl 3
T
4.  Branch Region ﬂ[ _QM(Q.YG\ akid 4
Day | Month [ Year e VI
5. Date of Visit
25 | 4 | fold | |
Hours | Minutes (it | Sl nall
6. Start Time of Visit il iy i, B
lo ©O
H i Jdal] e Ll
7. Total Duration of ours Minutes & = s 7
Visit 00 [ \< J= :




Opening a Savings
or Current Account
Sawng Scheme pEsy ,.L.u

Housing Loan JE o 3
. o P Razh Cuma pliar Bade ple il 2
Car Loan E Bl g A g
{ el Jyeali M gl /g cdiall i dal
Aaai

2. General Enquiry relating to a
specific Product, Service
and/or Facility Educational Loan s e 8

INT: SELECT AS RELEVANT AND/OR : ———
SPECIFY DETAILS OF Credit Cards O et Ly

PRODUCT/SERVICE Personal Loan | it R

Double your Salary D

A3 ) el
Offer

Youth & Student D R TR PN
Account ’ A= )




4 1 | Was Customer Parking lnstantlv available for the

Mystery Shopper? |
3 | Yes X a1 3
; 2. No | %2
i i. Specify: i
|
i
i it. Specify time taken to find parking: min. T i e Sad¥ W g aa
!
!
4.2 Entrance to Building el A Jedall 4.2
a. Was the Entrance Clean? Sdudal Jasad il s
3 |1 Yes X a1 3
0 2. No O %8 2 0
If ‘No’, specify “Why / Describe how” the DS R eyl A3 e Gl e SUHEY et SN
entrance was unclean: R TIARRE R FE|

b. Was the Entrance Convenient?

Tokie Ja ) 08 A

1. Yes

a1

3

2. No

0=

aAs 2

0

...e-.—J.u A

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

NE T oL

S (G
Chsa | CFemipe N

itk of €

O E TR AR E TR

ST NPT TR EY

Was the hranch premises clean?
3 1. Yes
o 2. No

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

S S ke ¢ /15" Das Slhad e YHE" e

JAS 13

Ak e Sl
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44 -~ BrandingMaterial © 3 i Pt J0N O 8 BEET G ST e G i e Skl 4.4
a. Posters / Branding material present on doors, walls ; "-\NJJ‘J s.:‘.)-‘-“-" sl g0 ‘,JG dg jlan e [ Slials da gy b L
and windows? !

3 1. Yes ﬂi i1 3
D.

0 2. No w2l oo
If ‘No’, please specify "additional comments”, , REURET S CRELIAN, DU C PRI UL, LA POU R CORY
if any: : =y

|
Py S e g5

b. Pamphlets, Leaftets and Brochures on display?

3 1. Yes HE i1 3
0 2. No ﬁ 382 0
If ‘No’, please specify “additional comments”, L R ST WA RGCHE-ES, PUE TR AICR IUPREL LS PO LR
if a:\,y. ' , /]_Q(C\_mez,o Do (,LRLL&Ni . sy
Fed HJ
c. Branding material up-to-date? falias 4 jadlh cldiall 3 e 4
3 1. Yes e 1| 3
Q 2. No D e 2 0
If ‘No’, please specify "additional comments”, Ml Slaa bt sia Hliad e MBE" Ol gadl A8 0
if any: Dy

T R P oeTa TPIEL S '.;-m ‘J.u.
e i o - b s k] PRSTrEre f

a. Were employees present at over 30% of the branch - cai a3 f.‘.u"».hﬂ 29 B B ya u.%go‘_.. A8 .1.-;\ 25y O A, 0
desks and counters? taadl
3 1. Yes O 1| 3
0 2. No R4 X2 0
If ‘No’, please specify “additional comments”, O Al S ara Slad e UUET gl S

if any:

B L alabole . pn §”
£ ook -

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

i i el 95 5 (B gall nBaa £ S A8 6

3 1. Yes E a1 3
0 2. No O k2| 0
. - ” IRl Chdaaia® saa Sl e ST Gl padi IS 15
If ‘No’, please specify “additional comments”, ST = = ad e _‘;_;
sy

if any:

c. Were allfalmost the entire staff wearing name € mgelansdy S (1 gy (o palh plima /S CAS JA

hadges?
3 1. Yes d 1) 3
Q 2. No E us 2 0
If ‘No’, please specify “the approximate cpall il gall o S0 3el Saa Hlomd e ST Sl pall S8

number of staff not wearing name badges: spailanly i LS gty Y

Ne gung.  was wcuwjf PPN Sy AR
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*+ATM.and COM machines > o7 7

T

i PG ST £309Y 4.6

a. Was the area surrounding the ATM and CDM

u.-a_,»..uﬁ.n"g.ud'l EIuY g MY il eall 3 gl duaddt S S

machines cfeon ond presentable? | ‘ ¢ Bl
3 1. Yes O 1 3
~ |
0 2. No X w20
‘ If ‘No‘, please specify “Why / Describe how the | DS AE ayl AN sia Aliad e MRS el S D]
? area was unclean: R AR U

N -_/h’lﬁw‘r\ AW#”’&L jl!mJ
1 | !

|

b. Were the ATM and COM machines functioning?

Tl gaRl1 EIAY1 g Y b eall 5 gl RS A

3 1. Yes

a1 3

0 2. No

Dﬁ

us 2 0

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

3 e QJSJ?J’Jm_&_,H"L_-._su.;,s_). NHET )yl
...I‘_).aﬂ sJL‘_\".;‘ .L.;J) asd Y '_\.n]W F'AA'Y'J"]‘HQWJ..QJ
( Xt &L\g\l_,\v];l

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

CATM/CDM 4dhais 3 3 ciaalt gl 300 S 4 o

—prp——— z n 0 w oy T 53
] . -

I |
3 1. Yes l E | pal 3
Q 2. No D a8 2 0
3 3. Not applicable O ¥ 3 ;3

If ‘No’, please specify “the time at which at A8 Ll g2 280" ara Siliak e MUY et RSV

which the cooling was not functioning o Ay il

e o R e AR ey £ ARIIYRR R 4.7 |

a. Was the branch air-conditioning fully functional TSy dup S5y ey (Sl ) LSt (S Ja
and sufficient?
3 1. Yes o i 1| 3
0 2. No O 2| 0
If ‘No’, please specify “Additional comments / fragdhacat Didaaiiat saa Alad e STl gadl S 1N
Describe how it was insufficient: R R e =X

b. Did the branch possess sufficient lighting?

SRS Spludly AN aiady Jb

3 1. Yes

a1 3

0 2. No

O

a8 2 0

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

[l Cilaata” sam Sl e ST il el i 1)
S K Y aS Cay
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c. Did the customer have sufficient waiting space / T om gl Ehe e cilS 306 ) IS HS Ao peal! S8 OA S
seating area?

3 1. Yes & 13

0 2. No O 2! 0

/IIQ.'X..!L.'A‘\ Siaa M sea ol A g .._;I_,;_;_‘I ..;S 1y

if ‘No’, please specify “"Additicnal commaents
please specty / N

Describe how it was insufficient:

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

h - Py £ A Al A g palt SlEIUH A gy Ay O gl pLBL G

! within the interiors of the branch, indicating different : JEA S o .r', L e "|" "S @__ ot s -

i ) 5 | J.d.. US..._,(.._;M...J) u_)uj&\u.l_mu.ﬂ.\_d_).l
counters/ work stations? ‘

3 1. Yes a1 3

RO

0 2. No ¥ .2 0

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

o - (iqra nA | T had to agh Mﬁi’“ﬁ
Auc abele  froppn> 4| Tl o

iayl y fAgilinl e sia Slad e MY il pall A

[4



5 :l . Greetln;ofmstomer

' e A0 1

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

Te AN A3 9 AL Al 8 sl ) 5 b

a * No greeting / acknowledgement E ‘ il a5 Y e 0
% 1 ! e  Greeted within 10 minutes of entering | D ceand! g e B 10 JME s D e 1
I T e Greeted within S minutes of entering ! |:| \ el Cas T 3 F A e 5T e ; 2
1 N T T
g 3 * Immediately greeted on enterirg | D 1 IV ) FER R INT 3
b. Did the staff either / or: | Tl gaaly CAB gl (,u A
a. Ask for the customer’s name? e a2 ]
b. Greet the customer by name? Taand 85 aa Lanlly iy o
®  Yes, the customer was greeted by name / gt el faal 83 RSP E LT NITENg Cp I VR PYL S
3 : O . 3
asked for his / her name P
0 s No, the customer was not greeted by E IV WL P DA< DU (VS PRNITAR | TPL N L S 0
name / asked for his or her name Lganl gl
A (R i) " gt San e Ay CiS" cdl gal) Ja
c. Did the staff ask, “How can | help you today?” et 3 e e "f 'Jl“”"]: L:
and Probe the purpose of the customer’s visit? ) 4
3 1. Yes, the staff did this = A1y il gl S 21t 3
0 2. No, staff did nat do this 3 Ly il gl 4 S 2 0
d. Was the Mystery Shopper redirected on the fyialialfadlaibal e sy Add Gpudall 4 g8 dalel S Ja S
basis of his / her needs?
1. Yes, he / she was redirected on the .
. lfadalgal N | 5 aale! a1 a1 cans
3 basis of his / her needs E el A () 42 5 i ] 3
2. (OR) The first staff member . oy
e Jiaatl 4 T c2 W il pall il [
3 encountered probed the nature of O hihchn s 4 A E”) 2 3
L. . . ul.‘.:—L..-;"a.zLuJ a_J\.:')“A_.‘_’L_;n
visit and assister him / her
3. No, he /she was not redirected on
Taldalfadlaldal Gl 3alet AL Al oS
0 the basis of hrs / her needs D llaial/Gatinl S an gl et 13 4 3 0

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

0‘1,...1.51....«*5,.;‘_9.1 dud.sus,.n ,_,LS.,A!

customer enquiry?

o * No, the staff were not at all courteous D AR ol il gl 5% Al S . 0
+  Yes, the staff were quite / reasonably . S . .
1 u Y ! ats i to- = Cand
1 courteous O P Al Ay gl i e 1
2 s Yes, the staff were courteous E Gl gl S A el e 2
3 *  Yes, the staff were very courteous I:I LD ot el gl 8 5 el e 3
b. Did the staff demonstrate “active listening” on Tt i " olal pliaal” CiB gl B b

s No, the staff did not demonstrate .
] ! | planal LaB yall Ug
active listening D il e o) 4By ol ¢ 0
*  Yes, the staff listened guite / : . w 2e . . -
| I | Al ke Ak ey il galt Al yee
1 reasonably actively b Sa  cdBad e 1
2 «  Yes, the staff listened actively il il B g} sl o ans @ 2
3 *  Yes, the staff listened very actively D Colag¥t e 5% wiBgall il o el 3
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Did the staff appear confident?

T

Cais i BVl e Bl g3 A D

No, the staff did not appear confident

Al G BNy b e il pall gl WS e

Yes, the staff appeared quite /
reasonably confident

; i
E’j e O Akl o By A1 8 il gall e cani @

Yes, the staff appeared confident

jul

Mw‘;\_,hl._,.'ﬁ_u}u‘ﬁ.n~{-n. .

okl el B Al e il gall gl pe e

e

s Yes, the staff appeared very confident D 1 4‘
i d.. List the names of staff interacted ' ] s Sl ) oyl placd i
| with: - . . J‘
i e  Mr./Ms. C)I’m{,n,.: WL,.-H IL 1 Lol Lol o

. Mr. / Ms. {)hﬂ E,L?\AY #M{___ [ 2 G i ]

o« Mr./Ms. 7 3 Lol e
| *  Mr./Ms. 4 Ll il

8



| 6.1 _Staff Capabiiity

culBgal §

6.1

T Gy e Shalyin) Gt O ki Ty i g 23 A T

a. Did the staff frequently probe the nature of the
: customer's needs?
| 3 1 Yes E | a1 | 3
i o |2 No ng w2 o
@ If ‘No’, please specify your comments: i SOURY JCVTIR I IN LSk
f i
b. Did the staff actively attempt to anticipate € ilaiial o Allad Al glaay il palt o U s
customer needs? ot
3 1. Yes O 1 3
0 2. No & 3 2 0
Iuﬂo’, pleanjJecify your comments: i s B8 pla ) DS 1Y
L A owet 4Tl MIM F Khow weve adpu by o
c. Were the staff able to cater to the needs of the 2] 35 e e (g9 e G Shatfal 4,5 b gt p il A &
customer without seeking the help of a colleague? T2 3l
3 1. Yes O i1 3
0 2. No & 3 2 0
If ‘No’, please specify your comments: il Ly B sl y NS 13
clhen  erileqre o g
INT: IF the Answer Is YES, so the answer for
D should be Not Applicable
d. Were the staff able to answer all / most of the 3 o .
questions posed? Bl y plaadt Alinil) a5 Cp la¥) Gl pall plaid Ja S
3 1. Yes O i1 3
0 2. No Ed 3 2 0
3 3- Not Applicable TV ATR 3
If ‘No’, please specify your comments: il el o pla o "S" 1Y
Hﬁ_éAJJJLM L Zrilé’._/ O floyce «
) I y
e. Ifthe staff were unaware of the answer to a A s ALid o g 8 AdaY) e ) 00 i gl (S5 &1 1
particular query / queries, did they politely “ask a3 aal falal) e 400 5 e 2L Jab Cpe LBEIYI" Cuighy e alk
you to wait while they double-checked with the
system / a colleague”?
3 1. Yes ™ pni 1 3
0 2. No O % 2 0
3 Not Applicable i Y 3
If ‘No’, please specify your comments: A Floaa o8 pla M8 1Y
9
+ +




+ + +
R kY CL . -
6.2 " Product Knowledge and Cross Selling .87 0, 0] 1+ o v eliBngeoneeap QPJ&% W.,{‘ e
a. Overall, was the staff well-informed on Bank éL-‘-lJ *—"—'.--'--.' T T ula gla -15,5-S| g-‘J -LS dl Lake L_;S--_a .I
Dhofar’s product and services? ¢ B 2y
| 0 + Notatallinformed 1 [:] IUaY o Dlagaadal gl e 0
| + Wellinformed on at least a quarter / a | . ,
| T T PP I P“l . | v ]
o1 few of the products and services m e - “;W - ’""' * 1
discussed : e
! 2 »  Wellinformed an at least half of the | ] AR sty ST kel e BY Lo dey e 5
} products and services discussed : [ E
! « wellinfarmed on at least three-
il i i i kol
3 quarters or more of the products and | ] e A9 g ADL F! ool 3
. . PP PP S VXL
services discussed
b. List the details of the “main purpose of your visit” il A e L) M350 i ) G Alaie AaiY gt gy &b
{as per SECTION B); rate the staff on the level of Malasisly Slailally Falal Al 5 st e Gyl pal) ppily A=
“product / service knowledge” in this area: ;4dhidl oda 3

INT: LIST THE CODE FROM SECTION B.

l il on T A5 8 1 5l

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

0 * No knowledge at all D GALY' Lo ulny Y e 0
¢ Wellinformed on at least a quarter f a )
Slacall y Sladidl - il 3 \ !
1 few of the products and services E 3 o s e “'ES’.L:h "'.‘: * 1
discussed &
) »  Well informed on at least half of the 0 A A iaall y Slatidl cheal e BY' o ply e )
products and services discussed Lgiliti,
e Wellinformed on at least three . -
Clatiadl e A gl B3 B 1
3 quarters or more of the productsand | [ wiall o A4l s i_&:fw ﬁf :h T * 3
services discussed & 4
c. Did the staff attempt to “cross-sell” other praducts Clesd p STl " AaY] Al o il A fay il gl BB O8O
and services? t Al
0 ¢ Nocross selling at all B Gy Gl Sl adl Glaa il e 0
1 s Cross-selling after a lot of prompting D Sl MG e Al ey ALY all Alaay 5 e 1
e Cross-selling after a little / some .. . - .
"lJLI...uu'ﬂ ¥ n LN a1 | \
2 prompting u - I on it g oyl ol Hlans 43 2
3 e Immediate cross-selling attempt O Sl e LY sl Al glaay B3 e 3
d. Did the staff explain Why Bank Dhofar’s products

AL gl JUB i Slesd g Slatie Sl ol il gl o8 8 2
AL & gl s A5 e Al

3 1. Yes O a1 3
0 2. No o] % 2. 0
If 'No’, please specify youIr,comment : rdll ) iy a8 ala; MDISM )
H e A (2 Lo W\(lb { EPLLAf4%4d0ﬂ
10
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Did the staff attempt to provide “complete
information” on Bank Dhofar's products and
services, along with relevant literature?

Slatih g Gladie (6 "AS Sle plaa” lithe ¥ & glaey B gl 23 Ja 7
falall Ol) CAuash ae Aib oL,

INT: LIST THE CODE FROM SECTION B.

S pall Cra a0 A o rlaly

: 0 ¢ Noinformation at ail i D Y o clayaay 0
¢ Information provided on at least a ; ) Se gt e R fan T e plas e |
1 quarter / a few of the products and E e e _,J-. J‘ e L1
. . et s \_1L-|._..:.‘d_. |
services discussed ! !
| 2 « Information provided on at least haif 0 Cialiad A e pad] dedd () B plaz’ @ : )
i_ of the products and services discussed i Ldiie & LAl Silecalty |
| . . T
i + Information provided on at least three ! . T e e ,
Z I I b gyl &8 A eliac!
I3 quarters or more of the products and D e )‘s p &.-'U .1 "! _.L’b.-. RS 3
H : i [Pt RS oo Slaaally oatially A2iadall
services discussed
3 * Not Applicable kY e 3
f. Information on relevant procedures, aluall 13 Ansliall 45505 g Sl aiaeall y D) 2y Allnie Sl a7
documentation and follow-up method?
INT: LIST THE CODE FROM SECTION 8. S il O oM 4GS o 22l
C * Noinformation at al! D Y e Glagleay e 0
. . |nformat|onfprow:ie: on a:leastad E il e el (e D S e ol e
quar:ter/'a ew of the products an LRie 2 i laaly clatialy 1
services discussed
2 + Information provided on at least half D Slaiial Al il Sl glaalt cieal @ o slnc! 2
of the products and services discussed iiilia o5 il Cilandly
. . Info:tmatlon prowde;ci:n at I:I.-ast thrze [:] Sl g e 28 o) Bl R I e sl
qua'ersc.:rmoreo e products an 2T 5 2 leasdly iaiidl dikesd) 3
services discussed
3 e Not Applicable RO B
£ Did the staff attempt to acquire mare customer Jal Oa Gl Allade ST e glne A el A glaey il galt o5 07
information so as to follow-up at the end of the visit? 3030 AglS A daliadly AN
3 1. Yes D a1 3
0 2. No X 52, 0
If ‘No’, please specify yoyr co ts: - 2l 2 liady o8 pla S 1
de dd ot talde fi"“; v ey,
)
11




7.1 Timeless < gh 7.1
{a. Waiting time on entering the branch, before o Oriaa sl DplB pall e JalaTh B3y gl (s e SIERY) Gy
dealing with the frontline staff: D Aaadd) adh e o [ pale¥) i)

INT: SPECIFY TIME IN MINUTES:

‘ 2 bl Gaa gl Saa sl

0 : *  Qver 15 minutes { D i Gd 15 e 8 e I g
I e 5-10 minutes E! 3E:10-5 . b1
2 ' e 3Sminutes O FE53 e 2
3 1 e Under 3 minutes D S 2 e A e 3
b. Did the customer feel like the queuing system i . . 1 s b e .. w s
' P (i | duall Ryt Al sl | o
functioned properly? | . P s ot JE B 05 Gt Al O
0 . glltljeumg system did not function at D PEY e doay ¥ il 3 LY e 0
s (Queuing system functioned, but it dall o . el D e
i i Y aldad 1
1 worked with a few impediments D Fi ? e Oy Sty o s e
2 s (Queuing system functioned and it D Jud JSh g & gy oy il STV S ) e 2
worked quite easily and efficiently L A
3 » (Queuing system functioned and it ] Ja g A A ey ey il LT G ) e 3
worked very easily and efficiently Jlad
¢ Not applicable E RV VIR -
¢. Time taken for the “purpose of the customer's visit a8 ge ) dpeo gl die 5ga il 5L i 4pt" Jal o 2daan ¢-§:$5| o
to be fulfilled once reaching the counter: 2" daaidi
INT: SPECIFY TIME IN MINUTES: q‘ * P s gl 32 sidaaly

12



+ + +
H. Additional Comments on Visit 1 +3 )l Aklaiadh 4Lyt Sila ikl A
(i any): ey J)

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

Ssa 183 — ol g

TOTAL Branch Score

G.
(Total unwelghted branch score, summing all sections):
Section | Parameter Under Evaluation Total Pols Scoredinthis | Total Polats Mlocated/
C Branch Presentation and Customer Facilities
D Greeting and Soft Skills of Staff
E Staff Capability, Knowledge and Cross-Selling
F Timeless
TOTAL SCORE

(ud‘ﬂJSms_t_)ﬂm_}nll}pindﬂ\tw)

£ oAl blil £ gana .z

a8 Andhall ygeudill g i) g &
O galt Dl gy g 300 <
Al ol Ales g 430 ey oLkl gl 3,48 z
8 4l r
BN £ gape
13
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