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PROIECT: Money

SHOPPER CODE DATA ENTRY EDITING I
Name Number Name l Number | Name 8
J 4 2
'EJ}L&E\
i -\ [ - t ! +
?U] o | S i i yaall A Ggedall e
ad ! A ! [ A =
A, Details of Visit AL Janalds -
Bank Dhofar D ik aly
Bank Muscat m b, sy
N National Bank of Oman O U VAL 1 N ) A v 3 S g
1. Bank Visited
HSBC-0IB O HSBC-0IB
Bank Schar O S iy
Other Bank: cat Ay
. u 1
2a. Branch Name Al U.)CKW _ gl sl 12
2b. Branch Area H\ LA_iCkL(—APC&} ___N\j__\_‘,\ il adge o 2
3. Branch Cit . . FEEW|
Y [\_) Ve, il
. ( - dilaiall
4, Branch Region A\ D&LL\ ‘ M & ]
Day | Month [  Year adddy [ T ey [BERANEY
5. Date of Visit
261 94 | 2013 | |
Hours [ Minutes S | PN
6. Start Time of Visit -~ Y CRHRRYICH POy
1% 3¢
i Adalt el
7. Total Duratien of Hours Minutes & = .
Visit O O I Lp - bn pl ade
3




Opening a Savings D
ar Current Account

Saving Scheme D FECINIY

Housing Loan O JE s 8
General Enquiry relating to a - o 3 Rand Cama i Blala ple il 2
R 3 gl -
specific Product, Service Car toan ﬂ S oA . . . Sy .
and/or Facility Educational Lean s o i f gl dpaldi 232 41/ 3 - bl m"'

L
INT: SELECT AS RELEVANT AND/OR _ Ltk 1
SPECIFY DETAILS OF Credit Cards | S M—

PRODUCT/SERVICE

Persanal Loan ] il
Double your Salary D

Bl el
Offer
Youth & Student D

ol y Sl s
Account




4.1 Was Customer Parking instantly avallable for the

£ 200D o & s g AN il 9 0 4.1

Mystery Shopper? : |
R Yes A a1 3
i 2. No 0 %2
l i. Specify: o
ii. Specify time taken to find parking: _____min. ad i g alag¥ AN Gy e
4.2 Entrance to Bullding ,_,..,.n o) Jadald 4.2
a. Wasthe Entrance Clean? Slighl Sl S A
3 |1 Yes K i1 3
0 2. No O 3% 2 0
If ‘No’, specify “Why / Describe how” the S8 a5 sas llad S ST Ol gt RS 1D
entrance was unclean: U TR S R
b. Was the Entrance Convenient? Paia Jhaalt S A o
3 1. Yes g p=i 1 3
0 2. No D 8.2

£

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

U TR

, > S
S e

“ A

i J5addl 0Kl M aaa ¢ NS il yadt AS

LTI @ A IR K a W T D Ry ST M T

L [ N L . s :

Was the branch premises clean? ki p i e IS A
3 1. Yes E 1 3 |
0 2. No | W20 0 |

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

Dl S eyl L das Eliad e "TIST (il padt CAS 13
Rkl el




+

+

FAR Y7o Mt 537 i

T

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

T A T TR e T A

"J.!E_;.J'IJ‘_;EJJA.H .u\_yﬂﬁ%mﬁhﬂsfuﬁ_a_ah_”ul f

3 1. Yes O M1 3
0 2. No | %) w2 0
If ‘Ng’, please specify “additional ccmments”, b Ubial Cidatha aia Sl e MISY el S0
if any: . 1 Slamy

e o nanda oldanata i e dem g

|
|
i
|
|
I
I
I
|
|
i

b. Pamphlets, Leaflets and Brochures on display? El iy Sl e e 83 08
3 [ 1. Yes E a1 3
0 2. No O w2, 0
If ‘Ng’, please specify “additional comments”, O Al Sdlna e e Sl e SIS gl SAS0
if any: sy
c. Branding material up-to-date? Sl dg tadl et S A S
3 1. Yes O w1l 3
0 2. No o w2 0
If ‘No’, please specify “additional comments”, b Mzl Slaa N aaa Sk e NS el S0
if any: K oy

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

. ca\yJ f.‘.u'ls.-nug_;dlyw%gﬂwﬁl -‘-‘*‘"—‘d‘ i

desks and counters? faasdll
3 1. Yes X 1| 3
0 2. No 1 2| o
If ‘No’, please specify “additional comments”, I Rdlm) Sidas " das el e ST et 18100
if any: Dy
b. Were all / almaost all of the staff neatly and

professionally dressed?

Tt e el (95 gy Ol gl e f S CAS b o

3 1. Yes a i 1| 3
0 2. No O ®2| 0
) o - Lu-_-, o .;l N ,|] ab 1e 4 "NS" \ TR
If ‘No’, please specify “additional comments”, o el e e e T g :‘i:
. =9

if any:

¢. Were all/almost the entire staff wearing name
badges?

Tadbaniy Sl () gaudny (kB galt ples /S IS Jb S

3 1. Yes

pi 1

3

0 2. No

KO

a2

If ‘No’, please specify “the approximate

Jlt Cpila pall o S anall saa Aliad e MHEY il galdl S 13
ay Sl L3 g ¥

number of staff nogwearing name badges: s J
N f asr e LK'IMMMA#M({‘Q} ]
o 4 r —

+
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4.675.57+ ATM and COM fiachines:: Y00 v &3 &0 B

a. Was the area surrounding the ATM and CDM

hd—’i-d""

.. -\: o P N
=, '*P h‘!’.v ddm

s s g 200 £1a¥ly A il 5pat L,..un ‘_,ts..u ‘_,15_,; 1

" machines clean and presentable? ¢ Bl
? 3 1 1. Yes g asi 1 i 3
0 1 2 N O 0
! if ‘No’, please specify “Why / Describe how the S s oy S e ad e MEY il gt RSN

area was unclean: QDT L

2]
|
|
|
|
i
l

' b. Were the ATM and CDM machines functioning? i Teal AR EIAY g Y] i peal) B gl S A o
[
3 1. Yes E a1 3
0 2. No O w2 0

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

el a8 8 A AT Za g s o e S el ST
ol el Gl gl 2ua g} Jaad W gl gy Y1 Gl el
(g 1N g N

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

TATM/CDM 4ihis 8 1o cifall g 380 S8 Ja &

RN iranch At e R
ARAT BEROCE- RIS IO SO S Oa

3 |1 Yes | ] 3

o |2 No O X2 g

3 3. Not applicable E Guiy Y 3 3
If ‘No’, please specify “the time at which at B Jems o o3 8 g saa Al e ST ) RS0
which the cooling was not functioning Sl sl

iy s e g A LS 5 O

a. Was the branch air-conditicning fuliy functlonal o
and sufficient?
3 1. Yes a PYRIR | 3
0 2. No O w2 0

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

[MAailal Cllaa Mt aa Al e EEY il gad CAS 1D

N T .

b. Did the branch possess sufficient lighting?

TRAS 3oLy £ AN iy O

3 1. Yes E ad 1 3
0 2. No O 2| o
If ‘No’, please specify “Additional comments / fMagilnl Chlaa e daa dlliad e MUST ol all S 13
Describe how it was insufficient: U L VR U YL W
5
+ +
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! c. Did the customer have sufficient waiting space /
' seating area?

3 1. Yes

+

£ el i e ol 2o [/ ABI A Aaies Dl SIS A S

0|

a1 3
a8 2 0

0 2. No

If '‘No’, piease specify “Additional comments / T e
Describe how it was insufficient: - 4

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

3 1. Yes
0 2. No

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

13 £ AN JA13 A8 g gall SUE AL s &5y O g 3D LRl 6 S
AAPTIIR SPY (e L V() LA L4 - E DR R

o113
2l o

O

i gl g Al Sl " aia Ll G NS bl S0
S S W s
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5.1 Greeting of Customer

O g il 5.1

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

TE Al ) Al gis b A el e b aillfoya 3 a5 )

0 e No greeting / acknowledgement D G ega 5Y e 0
I 1 s  Greeted within 10 minutes of entering : a eand Jedl e A I0 NS a1 e | 1
| 2 s Greeted within 5 minutes of entering 1 D aant Al e M5 T s 2 e {2
: . : - :
3 ' » Immediately greeted an entering ; I:I f warll Uyt gabiua 3 e ! 3
b. Did the staff either / or: i J TIPS PRI - WA JAL I P
T
a. Ask for the customer’s name? ¢ et ot e
b. Greet the customer by name? fad S0 aa Jraalls ey o
3 . Yes, the customer was greeted by name / D gt e o el S0 o R VT BT QNPT R R PPV 3
asked for his / her name Ll
0 *  No, the customer was not greeted by aact o Jualy Faanl S aa Bl @038 0
name / asked for his or her name lgand

J-\l"_ﬁ‘)mi:l.-d_’

MEaal) Bl Ay S (B ya) Jl A LS

C. Did the staff ask, “How can | help you today?” ¢ Spmell 5,45
and Probe the purpose of the customer’s visit?

3 1. Yes, the staff did this E T3y il palt a8 20 cael 1 3

0 2. No, staff did not do this O S gl Al Al 38 2 0
d. Was the Mystery Shopper redirected on the fySaldal/adlaidal e sl AL (Epdall 40 BT AT JA D

basis of his / her needs?

1. Yes, he / she was redirected on the

the basis of hns /her needs

alialfadlaigal N () el dua y sale! 35 a2
3 basis of his / her needs D walalidaiial 2 ()2 el 5 s 3
2. (OR) The first staff member
,u.au_|| [N 1V akh gald i { o
3 encountered probed the nature of E - il h Ar ! () 2 3
.. . . Jcm/n..x‘.L..:_’o_)Lj_)Hkn__L_un
visit and assister him / her
0 3. No, he / she was not redirected on I:I (fatial/adalial 4 dl Sslet 3 4 8 3 a

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

© panll 506 s 4ghd O ,mm.u 5 il gt (S O

0 * No, the staff were not at all courteous D Y o gl Bl S5 Al DK e 0
®  Yes, the staff were quite / reasonably . P o o
(1 AL = ] ] ]
1 courteous D P Al g Bl gl a5l ipni e 1
2 * Yes, the staff were courteous D P TS VOV R L BV 2
3 s  Yes, the staff were very courteous %] ALyl il S A el e 3
b. Did the staff demonstrate “active listening” on LT LEE VO, S P A SR - PUL VS ) e

customer enquiry?

= No, the staff did not demonstrate

".lh1|| L‘l‘d‘ »..EE " c:ls
0 active listening D anie 3l s ol * 0
*  Yes, the staff listened quite / ; . . e . . o
1 ' Lo} LY Ady Jhy (A gt Aol Lant
reasonably actively D 2 e Rl g ¢ il g Wress e 1
2 + Yes, the staff listened actively D bilay) ik gad) sl 330 a0i @ 2
3 *  Yes, the staff listened very actively LoVt e i B gl ual o caal e 3




i Did the staff appear confident? Thosil e 1y a0h o cilgall gl o
s No, the staff did not appear confident | [ ] i o By Al Lo il i DS e ‘ 0
! s Yes, the staff appeared quite / . ‘
' ’ Liaa JS ki e By A1 e i gl s an 1
: reasonahly confident D SIS R e e
' e Yes, the staff appeared confident E ki e (Bl AT Bl gl e aes @ o2
e Yes, the staff appeared very confident | [ ] 1 i e Ll By 1 o il e e e 3
|
|

d._ List the names of staff interacted e S gl ok pal a3 |
with: A .y

e mr./Ms. RmaX PN UNabhanam 1 Lodlyoail e

o Mr/NMs. Nhvned A NabRdagg il el e

*  Mr./Ms. 3 Lol ol e

s  Mr./Ms 4 Lodlfladdl e L




6.1 Staff Capabllity ] Culligdiipd 61
| a. Did the staff frequently probe the nature of the €55 S G Slata) A (F leaiiaU B gl 2l Oa
; customer’s needs?
| T .

3 Yes &1 i1 3
o la No O w2 o0

Ao toa b - =y o= ) ° N
D TT— e rLGIRKT I
IS T a8 gl !

if ‘No’, please specify your comments: !
| | !

! ;
{
L

b. Did the staff actively attempt to anticipate i
customer needs? |

3 1. Yes X JR 3
O

Com N Slalial BoSu led Al ylay il 43 S0

0 2. No a8 2 4}
If ‘No’, please specify your comments: 1l Ly o e, SN 1)
¢. Were the staff able to cater to the needs of the 2 336 bees il 5593 S 0 Slaiial 43,0 CiB gl £ UGt 4 D
customer without seeking the help of a colleague? Lol
3 1. Yes O a1 3
0 2. No R % 2 0
If ‘No’, please specify your comments: : 2l mluads A8 el (NS 12
N éw-»{f aalced et G -
INT: IF the Answet Is YES) so the answer for Q - : ){
LEXYY
D should be Not Applicable { f\ J ormia
d. Were the staff able to answer all / most of the . L i
questions posed? fla g hall iy aBaa /S 0F Y uib gadl plhiud Ja S
3 1. Yes H a1 3
0 2. No O 3 2 0
3 3- Not Applicable el ¥ .3 3
If ‘No’, please specify your comments: ) s A Sls ) NS 1
e. If the staff were unaware of the answer to a O oAy Ll foma Jgee 8 QY1 e § 0 Cilh pall (S5 a1 13
particular query / queries, did they politely “ask T2 2] falBD e 400 5 e BSU Jab Jpe BT i s Gl
you to wait while they double-checked with the \
system / a colleague”? ‘
3 1 Yes B_ YR 3 |
\
0 2. No O % 2 0 |
3 Not Applicable Lhdaiy Y 3
If ‘No’, please specify your comments: ;_"g'u T a8 ela ;S W ‘
\
|
|




a. Overall was the staff weII mformed on Bank

uLAJhJ—lMM‘.uM‘..-—IL.J‘..;‘hJJ\ J'ﬂ ll.iJh -‘:LGJS-U l.

. Dhofar's product and services? ¢ o,
|0 e Not at all informed 0O Ay e claglaadsd Ll e o
-
: « Wellinformed on at least a quarter / a .
! ) el y Shadiall e BN faag e Y e A
; 1 few of the praducts and services D T o B il . :"' ,‘.._; * 1
'l discussed ; i
5 2 | ¢ Well informed on at least half of the E | A A Dl y Dol vkeal e 3 o oala; @ 2 i
! ‘ products and services discussed : ilia |
s  Well informed on at least three- \ T N .
‘ il I g plah A2 B
3 quarters or more of the productsand | [] M e A €47 e 3
: . . FARCRPIY 4.L‘ Diazidl y
services discussed

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:

Pi-\qidﬁhs} ";Jgﬂﬁjlw\"umhvyfsé S
il _,E(Cn
sdikiall s2a Vi

"Slaadll g Saliady Faial 4D padl g has’ B Cpibgall

INT: LIST THE CODE FROM SECTION B.

i} G Sl Sy B sdialy

0 * No knowledge at all D GAEY! e playd e 0
e  Wellinformed on at least a quarter / a .
alezalty STl e Sl : P
1 few of the products and services D i e B e 2 J;:i _,..-: ?lu * 1
_ P LI ]
discussed
2 » Well informed on at least half of the = 5 A laadll y Slatiall cdeal e BYI Lk A 2
products and services discussed i
s Well informed on at least three . .
Shaiialt e ssi gl plLh ASDE B e ey e
3 quat.'ters qr more of the products and EI i 5 Sl 3
services discussed
¢.  Did the staff attempt to “cross-sell” other products Slasd y Clpdiad " ALEY) Al pUAT A ey i gl 0B b D
and services? e Al
0 s No cross selling at all ﬂ ALY e e i Ll dl o e 0
1 » (Cross-selling after a lot of prompting D O o) (oo 5800 g Sl all Al W3 e 1
e (Cross-selling after a little / some .. . s .
& i 1oy Al Al ddaa, U8 2
2 prompting D Mol n Gy sm LN g By ¢
3 * Immediate cross-selling attempt D il e Sl aall A plaa Bl e 3

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

L) Lyl U L) Sletd p Slalie Ml ¢l cigall 03 A S
P & gl pa Al A i)

3 1. Yes O a1 3
0 2. No h 7 X2, 0
If ‘No;, please specify your comments: REERY AN HPGIN Lt
K A d m}'_wwf,b O
{
10
+ +
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e. Did the staff attempt to provide “complete Glasd g Slaile fe AL Gl glaa” ke Y A flae il gl o3 4 2
information” on Bank Dhofar's products and flall Sh Sl A il 2y
services, along with relevant literature?

INT: LIST THE CODE FROM SECTION B. (LI T VL s ‘..1 LT AEY

0 ' s Nainformation at all 3 ShoY e GlegiaY e 0
: + |nformation provided on at least a (i) Sia gt e LR f, Y1 e el !
A B quarter / a few of the products and O '_u"',"_: “{_”"L —'T'fL:!-Jw "" ‘::'" l 1
! | services discussed S !
; 2 ¢ Information provided on at least half E el AT S gt chal (Y 8 plae! e i 5
of the products and services discussed | iR 25 i Zieadd) |
s Information provided an at least three oo - .
Cia gl i g gl 5 A, e pla!
3 quarters or more of the products and D - 7 ')ts p &,I" ‘:bhdy"‘; =t 3
. . ‘-{-‘-j-lﬂ‘uq.aﬂ Shaddd! p Dhaitaly Aaldl
services discussed
3 » Not Applicable Gaiyy e 3
f. Information on relevant procedures, Calall i Angliadl Akl y Shaliacalt y o S1p) oty ARt Sla ylas
documentation and follow-up method?
INT: LIST THE CODE FROM SECTION 8. CPW A F FLT AN PIORE
0 + No information at all D Sk e dlaglaay . 0
#+ Information provided on at leasta Y-
Aalatall n.'_lLa_,I.tAh e d,ml It_u ‘rﬂ-“ﬂ ._rh" ..'\.'acf »
1 quar_-ter/ ? few of the products and D L il o)y haiial 1
services discussed
5 e Information provided on at least half E Sy Glaidl Sl el cheal BT e diac! e 2
of the preducts and services discussed Lgiidlia o3 Al laaddly
‘ , . Info:tmatlon prowde;ci:n at(::ast thn;e D Sl gleall S 81 g1 gl ) B N S slac) e 3
| qua-ersgrmoreo e products an WaBia i 30 ilasslly Cilatialy dileid)
; services discussed
3 * Not Applicable iy
£ Did the staff attempt to acguire more customer Jab e gl Allana ST milagiae 4 jaal A gaey GiB gal) o8 Ja F
information so as to follow-up at the end of the visit? L Gl b daliany sl
3 1. Yes ] a1 3
0 2. No K. 32, 0
If ‘No’, please specify your cti/mmeng N ) ol Ly o8 el S 1Y
M Mg { ‘Af'jﬂ Cla Iu?m

11




+ + +

7.1 Timeless < gt 7.1

a. Waiting time on entering the branch, before i Qe aall (i gt A Julalh (1 g oAl Jyds e ) by
dealing with the frontline staff: D Aadid) Al o o f palad) Badl)

INT: SPECIFY TIME IN MINUTES: T e ) e sy

0 'l e Over 15 minutes B4 | G35 eSS e 0
T
1 | e 5-10minutes O 363 10-5 e 1
2 e 3.5 minutes l I:] 5.3 . 2
3 e Under 3 minutes ! 1 SRL O e B e 3
b. Did the customer feel like the queuing system I e R . P . .
Praaa Ji chualh A B GRS Sl e et
functioned properly? | g : d'-"'. o R e
e Queuing system did not function at i _ N .
0 Al m Y e ey Y il i Y e 0
¢ Queuing system functioned, but it Dl . el b Ty Sl -
S ] il ey )
1 worked with a few impediments D o ? e O g 2 L 1
2 e Queuing system functioned and it 0 Jlad (S50 g AL gy Sty il B LY A e 3
worked quite easily and efficiently Lesa
3 e Queuing system functioned and it 0 Sl A & gy Sy iaall iU QL5 ) e 3
worked very easily and efficiently C
*» Not applicable D B TVCT -
c. Time taken for the “purpose of the customer’s visit adlge N Jpea ¢l 26 a3 305 wdoh ApD" Jal (e Ja0A Cd g o
to be fulfilled once reaching the counter: 1 Aadd)
INT: SPECIFY TIME IN MINUTES: 9.< £ A Cana B g 2a ialy




+ + +
H. Additional Comments on Visit 13,000 Alladiall Al Gl dhall )
(If any): (=2 )
i '-pJ Hao mH ‘\FCDH MQCMM 1 M—CM&W roovn ¢ .
I Gootdde e CﬁL\JTBML, Cennoi Aeoko
5
i
|

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

S 82—

l" Qf*l b

uLl.u...nY‘ ‘*..IL‘.I

:,65‘1 ‘371f :: A - A T
G. TOTAL Branch Score
(Total unwelghted branch score, summing all sections):
.Section " Pa I Eval 4 . : ~Tm:al‘I’t.'oll'lts&m:lrefllrlti'lls TotalPointleocated[
: Area: - Parameter
C Branch Presentation and Customer Facilities
o Greeting and 5oft Skills of Staff
£ Staff Capability, Knowledge and Cross-Selling
F Timeless
. Ry ° »— ' .,
s ' TOTAL SCORE |
EANBAIE gara  E
(?L...a‘!l US fax ‘&)nll m)all _)J-C. daigilt &__,at}.a)
7 Jolall faouadal) BN £ gapa | - speelll B Lpiaall DD £ gapes n o bkl o3y 3N (Ludall paakll
Gl Aadhalt Sl p £ il apti <
CrB gall Ol e g g it =
DY ) dlas g 458 g (LB pall 3508 c
&8 gl r
e 4 5o L A p gae

13






