+
PROJECT: Money

SHOPPER CODE DATA ENTRY EDITING — 1
q Name Number Name Name 3 s
l P e | nu '
& ' ! !
’ :Ml
s
‘l";" " 1‘ A CRDRU I oY Gadal e
A2 ! | A ' '
T
A.  Details of Visit B k3l Jymald |
Bank Dhofar A kil Sl
Bank Muscat O Bis Ay
Natianal Bank of Oman | eandt ida St L URTRCIV SPLG A |
1. Bank Visited
HSBC-OIB O HSBC-018 L
Bank Sohar O S Sy
Other Bank: Al i
- il ot
2a. Branch Name ﬂ \ K’lfuuuam Z gl ot 12
2b. Branch Area ﬁ \ K Wm,\v 2 poil alye a2
3. Branch City £ # '\‘L'L-LQ Coo b Ll 3
4. Branch Region MNOW N A G 4
Day | Month | Year il [ e 3 LM an D
5. Date of visit
24 | 9 | 9en |
Hours | Minutes Sl Lt
6. 5tart Time of Visit o lucd, 6
al% 2
Q
i et
7. Total Duration of Hours Minutes sl s 7
Visit OO | < 9 M .




General Enquiry relating to a
specific Product, Service
and/or Facility

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

3y s

Opening a Savings
or Current Account :
Saving Scherme
Vs e mlia Salaple Lt 2
S
Educational Loan J gl Jpualis 3a g} [ g cslldll ) 1l
4azid

v -

OxooooOoa

Double your Salary .
20 -
=
Youth & Student
Account

O
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41 Was Customer Parking instantly available for the

TR I 3 e i ga RN Byusiall 239 00 4,1

‘Mystery Shopper?
i

3 i1 Yes 4 113
i 2 No ‘ D | us 2 :
| | i.  Specify: ‘ s ]

et Bk e
D 1 ot

; ~ AN Ead e g
[ :

P T P N VR e R

Th

e

B RS N S SR LN

I ii. Specify time taken to find parking: ____min. i e s ) g ke
|
4.2 Entrance to Building s (ft dodth 4.2
a. Was the Entrance Clean? UL Jasadl Sls e b
3 1. Yes g a1 3
0 2. No | 38 .2 0
if ‘No’, specify “Why / Describe how” the A S eyl MOl 2aa Sl (SN el S 1
entrance was unclean: il e Al
b. Was the Entrance Convenient? e Janadh 8 Ja
3 1, Yes m a1 3
0 2. No O 22! 0
if ‘No’, please specify “Why” the entrance was e Jacall (€ a0 ML a0 ST L gall IS4
inconvenient:

Was the branch premises clean?
3 1. Yes m
0 2. No O

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

IS TS iyl /130" 23a Sl S "NE" el S
A 2 sl
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44 . Branding Material 1% v sk 3 A% Srwae?

ll-"f '..;-_"f ?.‘ .

AT TR TR

e RN T R s _.mrdé B

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

‘-'-“‘J-'J"J Sl ol ¥ e 4y s aodie I Celieale 23 4y 4

B 1. Yes & i1 3

I o 2. No O w2 o0
| If 'No', please specify “additional comments”, | b MRkl Claaiat e olad e "S" i gall DA
lifany: )

b. Pamphlets, Leaflets and Brochures on display?

Pl iy St e S A

3 1. Yes m a1 3
0 2. No | w2| o
If ‘No’, please specify “additional comments”, b "l Cllaa et s Sllnd e MOSY lgadl TS
if any: Wiy
c. Branding material up-to-date? P 0aa 4l Sladall 3 e Ja S
3 1. Yes i 1|3
0 2. No O w2 o0
If ‘No’, please specify “additional comments”, O "Rl CAhathat aaa SAlas e ST il gall 3813
if any: Iy

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

e"J ﬂ-.u #13 &‘ (B gt %90 e 58I 20 5y . A

desks and counters? fauail)
3 1. Yes K] mil| 3
0 2. No O w2 0
If ‘Na’, please specify “additional comments”, O Aadal SUaa it aaa SAlad e MUET ol gadl RS 1)
if any: oAy

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

8y 1o m el (395 3 (o gl e f 08 S A L

3 1. Yes B‘ and 1 3
0 2. No O w2 0
. - " G AL Slaa i sda el e IS ol galdt SIS 1
If ‘Na’, please specify “additional comments”, s - o A g _“_}i:
. ™2

if any:

¢. Were allfalmost the entire staff wearing name

dilanis SIS ) gay (kB pall plieas fJS S b 2

badges?
3 1. Yes X 1| 3
0 2. No O w2| 0
If 'No’, please specify “the approximate Dot gl pall o 1 acall saa ALl e ST Sl galt S LW
number of staff not wearing name badges: pbandy Sl S g Y
4
+ +.
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a. Was the area surrounding the ATM and CDM

P gy P T A

*ﬂJ#JM\&‘HY!Jﬁ\H‘M1DP1 .h*&ul_;u.u'l v\.’nul !

I machines clean and presentable? ¢ ppialt
3 1. Yes O 1| 3
I '
o 2. No %) 20 0
| If ‘No’, please specify “Why / Describe how the S8 NS eyl it o Hlad e US" Ol galt i8S
5 area wag unclean: ka2 Sl
: & , S =
' %
|
b. Were the ATM and CDM machines functioning? T has gl p Yy Y i el 3] RS A o
3 1 VYes X w1 3
0 2. No 'l w2l o
If ‘No’, please specify “the time at which at e A S al s Sl aaa Sliab e SUESY Ll gadl SIS
which the ATM / CDM were not functioning il el g 5 an ) Jaad Y gl gl S Y et
{and specify which machine, ATM ar COM): (.,G-ul‘ &'-ﬂ‘ § A
. Was there sufficient cooling in the ATM/CDM area? CATM/CDM 4ihis A ya il o 34,00 018 o &
3 1. Yes O 13
0 2. No 0O B2 g
3 3. Not applicable ﬂ GRuY 3| 3
If ‘NO’, please specify “the time at which at LT PRI PR LS S LRI A SV, L PEN R L
which the coaling was not functioning S0 il

Vir ru. »,w?p. “'."

LR R

ul.d'a-‘

Y ST,

CoL L.."‘s "™ T bt AL St ™

ol s3n s g g0 caral 18 O

a. Was the branch air- condmonmg fully functuonal
and sufficient? B
3 1. Yes X w1 3
0 2. No O wa| o
if ‘No’, please specify “Additional comments / [l Siha M st Sl N (ST el S IS
Describe how it was insufficient: S S el S sy
b. Did the branch possess sufficient lighting? TAALS Bpluly £ Al Ay JA o
3 1. Yes A 1| 3
0 2. No il w2l o
If ‘No’, please specify “Additional comments / JAgilal Cldaa e das Siab fa MOST Ll gad) S 1D
Describe how it was insufficient: A8 S ] as Cay
s
+ +
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¢. Did the customer have sufficient waiting space /
seating area?

o gladl a8l e S 338 ) BRI AEIS Aalens Deeal! IS A

3 1 Yes | il 3
0 2. No | X2 0
. . " Al Cikan ™" aa LR T - NERECRE
If ‘No’, please specify “Additional comments / [ et e ol = JS

i
1
| Describe how it was insufficient:

IS S A S e

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

Y B AN (13 A8 guds gal) DI A gy Ay T e 30 Il A S

et (Sl g (QOAN) b S0 A0 LA a5

3 1. Yes

A

3

0 2. No

Ok

¥.2

0

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

o gy [l Clatle® 33m b S NE" il yall S 1Y
WS 0S5 W) s
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O iy 530 5,1

5.1 Greeting of Customer

TE Al S saa g AR Faedall e b adlifua 3 a3

a. Was the Mystery Shopper “promptly greeted /
acknowledged” on entering the branch?
0 s Nogreeting / acknowledgement E] | YL GNETENG B B 0
1 s  Greeted within 10 minutes of entering D : et et e B 10 DA a0 e 1
2 ¢ Greeted within 5 minutes of entering | E’ L ! Gpad e 3 S A a2 e I 2
! 3 * Immediately greeted an entering D ; catl Jpdl jghona A e : 3
b. Did the staff either / or: E s gaaly il gl 20 A L
a. Ask for the customer's name? 1 fhanll at e A
b. Greet the customer by name? Tl 85 aa raady a0
& Yes, the customer was greeted by name / E g e s g3 [ VP ERNIENg - R PP
3 ; , 3
asked for his / her name !
. No, the customer was not greeted by awt e S aly [ K3 - Sraads e gl G Wl S .
0 . O . 0
name / asked for his ar her name sl
i 6 eadiodt g "0 gt e lias ATy LA K" kB gall o
C. Did the staff ask, “How can | help you today?” = 3 e i "': JL‘];'S:J;
and Probe the purpose of the customer’s visit?
3 1. Yes, the staff did this ) %) Sy iyl 3 S pa ] 3
0 2. No, staff did not do this 0O Sl el i Sl 8 2 0

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

Talialfadalial e sl AdD) §padd) 4oyl i 5 0 S

1. Yes, he /she was redirected on the

the basis of his / her needs

e R P I SR
Were the staff courteous on the customer making
his / her enquiry?

whatdal/ataidal 1 (3} haadt S adel 23 s e
3 basis of his / her needs E\ Wialialfatial I ()l s blel B0 el ] 3
2. {OR) The first staff member X . iy . .
e Jrax IR 1 il gall il ()
3 encountered probed the nature of ] niheanit o ,ji:’:xti‘] Y (.") 2 3
visit and assister him / her 17 -
. No,h h i
0 3 0, he / she was not redirected on D 0

Walialfadialis) e yill filel 25 2 28 3

CF AT S X

0 ¢  No, the staff were not at all courteous | [] OB e 3 caB el 05 W18 e 0
* Yes, the staff were quite / reasonably - T . T
‘ Y 1 4all i
1 courteous O B fA e ABLY il pall et il pai 1
2 s Yes, the staff were courteous M S bt S Al e 2
3 e Yes, the staff were very courteous E] AL yad il galt S Al cani e 3

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

Tl Jeakiad " oka) slanol” il gall 4B) S

e No, the staff did not demonstrate

1 plial il gall 5 Lo
0 active listening D i s el * 0
s Yes, the staff listened quite / . . - . L
i ) Al 43 by Al pall el A
! reasonably actively g Lk B2 Rl ? s pe® 1
2 » Yes, the staff listened actively El Lulag Gils gl it ! at 2
3 *  Yes, the staff listened very actively D Lnlag! G 5K Gl padl et Gl aad 3
7
+ +
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€. Did the staff appear confident? Fhail Ja By A A A galt gl A
0 * No, the staff did not appear confident Al e Byl Jo il kNS e

®  Yes, the staff appeared quite / . T . |
s Wina JElh ddd S 519 A i gall . . '
1 reasonably confident O ' On By 4 o sl sl cpal i
2 ! s Yes, the staff appeared confident ‘E ki S WYL e il gt g e w !
3 * Yes, the staff appeared very confident D i G sl By adl e il gt ga ani @ i
d.. List the names of staff interacted . Ll S il placdd SH 3 |
with: . . 4 - ‘
o M /Ms. (A3 nQ A 1 Coi/ =i .

« Mr./Ms. 2 RIS AT

«  Mr./Ms 3 Loy 1l e

*  Mr./Ms. 4 oty Sl .

3




6.1 Staff Capability i

Cuphlh gl 5 5 6.1

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

? oSk U8 5 g ) lplia) dapb (F eVl LB palt o8 Ja )

3 by Yes

a1 I3

0 :2 No

OB

%2 0

i If 'No’, please specify your comments:

—_————— i

M sl ol Rla ) V1A 1

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

Tl Clabial  Fold Alad Al slay il gali o8 JA i

3 1. Yes

et 1 3

0 2. No

K]

as 2 0

If ‘No’, please specify your comments:

by plaady 8 gl NS 1

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

da) 530 Lose wath frgd Gya g 30 Slalgal ApD il gl £l Jb 0

customer without seeking the help of a colleague? Tadka 3N
3 1. Yes Q pai 1 3
0 2. No D uE 2 0

If ‘No’, please specify your comments:

INT: IF the Answer s YES , so the answer for Q
D should be Not Applicable

il s A sl ST 1)

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

Taa, g shaall ALinah alma /S 0f AdaY) cili pal) pllaicd Ja &

3 1. Yes Q i1 3
0 2. No O % 2 0
3 3- Not Applicable Gk ¥ 3 3

if ‘No’, please specify your comments:

A iy B el O3S 1

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”?

Oh A ALl [igma e (o LYY e 100 il gald 0%y o213
a3l dal Sl e 400 5 e SN Jab G RN Cudgly dtia ik

3 1. Yes ;. pi 1 3
0 2. Neo H M 2 0
3 Not Applicable X Bakiy Y 3

If ‘No’, please specify your comments:

T C iy 8 B, S Ty
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6.2 Prodiict Knowlesige'and Cross Seling . -7 x'si:

| a. Owerall, was the staff well-informed on Bank

MJHMMMHL‘J“—I hlh_,-lh d.ﬁul.Sdh .‘pLﬁ ;J.'h:.a T

| Dhofar’s product and services? * b
! 0 + Notat all informed D AU e Zlayiaa sy sl e 0
¥
i + Well informed an at least a quarter / a
Sazall y Ziadiall l sy
' 1 few of the products and services D ’ o il fe) “F:_‘:L ""1 ¢ 1
i | discussed &
Ly ‘ s Wellinformed an at least half of the K 5 A Ciana Ty CiaTidl chead e BN e Al @ 5 1
1 products and services discussed 4l {
| ¢  Wellinformed on at least three- " i s .
i gl gl «.‘DL‘. ot '
3 ! quarters or more of the products and D oA tu E “| :...-_ "T * 3
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:

Clandl) y Chadialls latall Al g g | X il gall

pell (B (5 LaS) iS50 i ) gt Alake 423 gl gy 4 o
phis ad g 1(

L L IPRTY q.i

INT: LIST THE CODE FROM SECTION B.

O ekl o e 01 UG o sidialy

0 s No knowledge at all [___] ALY e Al Y e 0
+  Wellinformed on at least a quarter / a .y .
2l y el b A ! !
1 few of the products and services D 2= o A e e j\} "'h 20 1
discussed
2 » well informed on at least half of the E & Al ity Siladidl ceai e BY e alay e 2
products and services discussed Pk
»  Wellinformed on at least three ' N T
;:L;.l?.d_‘pﬁi_,l&h_ﬂ@.j\"dhplq .
3 quar:ters qr more of the products and D e 3 I Zisal 3
services discussed
¢.  Did the staff attempt to “cross-sell” other products Gledd y Chadial " Byl apht G pURL A plasy ik gt B3 6 S

and services?
Q s  No cross selling at all D MY e Sl aullAdes il e 0
1 e Cross-selling after a lot of prompting D Syl e D Y sl Gl JE e 1
s Cross-selling after a little / some e . . . .
2 K LA T s [y | TR ey |} 2l lany U 8 2
prompting E - ne Gl cul ¢
3 * Immediate cross-selling attempt D Sl e Slay i Al jlaa 23 e 3

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

Lol a B A lad g Sladia Vel 7l odb gl o Ja D
T & gl A A

3 1. Yes

1 3

0 2. No

O/

a2 o

If ‘No’, please specify your comments:

sl ) Ly o dla o™ 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?

Ciledi y Sladle 08 "ALAS Dl plaa” Silae Y 4 glaey il gl o3 JA 2
hleall Gl3 DA e s S

INT: LIST THE CODE FROM SECTION B.

el 31 83 1201

a | ¢ Noinformation at all i ‘ Ay o Slayasy e 0
* infcrmation provided on at least a | i e gadl e 3 W e e .
i Asia i - A ¢
1 quarter / a few of the products and | "":_:. ", Fu L ‘r; s 1
services discussed | = T
2 ¢ information provided an at least half | E Dl AL i et adedd B B dae 5
of the products and services discussed LilEe a1 T Zlaadl
+ Information provided on at least three .. sei T
Shaymall e A1 gl AN G e lac) e
3 quarters or more of the products and D R TR 3
gaidiie Shaadll y Siatidl dilaediad
services discussed i T
3 ¢  Not Applicable | GuayY e 3
f. information on relevant procedures, al) Gl Aaglall Ak p ShaTeall y LSl YL Allaie Sl e
documentation and follow-up method?
INT: LIST THE CODE FROM SECTION B. 3 k) o 501 AU o3 1ialy
0 + Noinformation at all 3 AUbY! o SlagiaaY e 0
s Information provided on at least a Balaid) e gl o B fagy Y e olas) @
1 quarter / a few of the products and D L5 5 A Ciassly Cilatial 1
services discussed ' 7
* Information provided on at least half Slatially ATla Sl yledl Cheal B e slac) @
2 g % e o 2
of the products and services discussed Lgicilie 5 Al Zlaadly
¢ Information provided on at least three : i el I G
S gladll i g ployl A B e slac)
3 quarters or more of the products and D ’“J ,::)‘s ‘_’.| ‘i 3, f __"',:-f.hfc-f, ‘ 3
services discussed = T
3 e Not Applicable i Y e
£ Did the staff attempt to acquire more customer Jal e G T Allaie AT Cie glaa A el AL ey il galt Ll aF
information so as to follow-up at the end of the visit? TEL N Ay A AaSally WL
3 1. Yes EI prd 1 3
0 2. No | %) M2, 0
If ‘No’, please sEecify your comments: _*uj -l adaly 4B ela ) ST 1Y
o
1
+ +
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7.1 Timeless gl 7.1
a. Waiting time on entering the branch, before o DR gl (il gall aa Jaiallh g g A Jado 2 BIYY 1
dealing with the frontline staff: T Al t‘.j‘ 3 e [ paia) bait)

INT: SPECIFY TIME IN MINUTES: LA Qa8 01 2aa lialy

|
\
I
|
i
[
b

0 e Over 15 minutes E] Wi 15 ca 8 e ;0
1 s 5-10 minutes O FE105 e 01
: 2 ! e 3.5 minutes E Aa53 e | 2
|3 I e Under 3 minutes O SR LW o i e 3

b. Did the customer feel like the queuning system

e e b iall .JLE:I-N] A ) oy -
functioned properly? G Sy ey beal A I add ZL Sl ma U

i ten did function at
o . ;Teumg system did not function D W o dang ¥ il i JBEYI s e 0
¢ (Queuing system functioned, but it . . . . s e
1 |t g —iall LSy L
worked with a few impediments O | s ooms g 08y Somy o s 1
2 e (Queuing system functioned and it M Jad (S ¢ A gy Jamy iall b UaTY] G e 5
warked quite easily and efficiently Loaa d
3 ¢ Queuing system functioned and it EI Sty g Aals A gy Jay iall LTV G ) e 3
warked very easily and efficiently Jlad
=+ Not applicable E Sy e -

¢. Time taken for the “purpose of the customer's visit Al N Jpa sl i g3l 555 chae 4D Jal (e Ml cd gl o

to be fulfilled once reaching the counter: Al PR
INT: SPECIFY TIME IN MINUTES: kq. TR Cana b gl e rdialy
[
o ]
:&k' ‘ s




+ + +
| H. Additional Comments on Visit 1l b Allelall Adlay! Sla Sial! Y
{If any): (S )

,-._—‘TRQ/ &tct%r Lot
"’_T\L C

¢

fxcm(t[% {(,cv(u\,\_/ “tb JG‘QQ e f.uﬁdu d’

floo cne, Povae d the  bawke
P\C(\U\QJC/JK& . E R

End of the Survey - Thank you very much...
Mo ga 1,83 — ) Al

OTAL ranch Score |

(Total unwelghted branch score, summing all sections):
p t , TotalPolntsScoudinthls Total Points Allocated /
Section - MmeterUnderEvaluation Area: - . . " Parameter - :
C Branch Presentation and Customer Facilities
D Greeting and Soft Skills of Staff
E Staff Capability, Knowledge and Cross-Selling
|
F Timeless }
"TOTAL SCORE .
£ il bidS £ gana £
(_?Lui\f\ﬁcust}n:\nﬂlﬁnbwl tw) _
Jolad Aearaiddl BED p yapes spadl B Clgpuaal) Tl £ gaga s A5 ady gab Sall | e
Gl Adiall gl y £ N gl <
Ol pall i g g g 300 <
@L.bﬁllb\.,:ll_,m_,&}.a‘,‘ﬂ_ydli;é 'l
G h c
It O y o AN g e
13
+ +






