3 thw)
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PROJECT: Money
SHOPPER CODE DATA ENTRY EDITING (__._—-—————-":’_
Name Number Name Number Name -
B2 [Sire Nesed [afolalal4
:&_’)\:un |
-.}h e Ay - L] W - PR TN
?" " J__J_.. i n_u}.!.an \_,..:.:.‘ i A peanl a2
A ! A3 0 At A ! |
A. Details of Visit L Jralds o
Bank Dhafar ] Sl Ay
Bank Muscat O isa Sy
National Bank of Oman O et il it Slid) Gy g1 iy
1. Bank Visited
HSBC-OIB O HSBC-OIB i
Bank Sohar E Jhea Sl
Other Bank: Al dly
2a. Branch Name C BN ]
Zb. Branch Area C D s § ol aige 2
3.  Branch City Hwn N Load 3
4. Branch Region PLLLQ‘\ Al 4
Day | Month | Year adadt [ g2 [ el iaae 5
S. Date of Visit
24 | 9 [ 90\3 l |
Hours [ Minutes Jkda [ Gls Ll
6. Start Time of Visit 1 \ o Cl gl ilu ey, 6
H i 8l Se Lo
7. Total Duration of ours Minutes S 5L s 7
Visit @) O I lg% PJR B
1
+ +




Opening a Savings
or Current Account

Offer
Youth & Student
Account

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

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

O
O
g
X
O
O
O
O
O

ekl y LAl Cea

I
] SR JpealliS dsa gl [ g anddiall 340 1y
FORTS)




4 3 WWMMMhbhfwm

Mysl:uvsunpper? T i A f'.‘T‘:
3 | Yes 0! i 1 3
2. No & % 2
i Specify: ‘ 0w | CA0 O de d ia
i i
ii. Specify time taken to find parking:% min. iEan il pa ¥ a3 gl e
4.2 Entrance to Building T el ) Jekall 4,2
a. Wasthe Entrance Clean? olidhs Jaaalt S8
3 1. Yes m pai 1 3
0 2. No [l % 2 0

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

I

A gl A3 daa AL e UYL pall S 1

- .‘]_. )_‘.' 144 Iy

b. Was the Entrance Convenient?

tlankie Jaadl S8 A 0

3 i 1. Yes

1| 3

0 2. No

OR

302 0

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

Tl Janal 85 J 1 daa ¢ ST Sl ST

RS N T R
as the branch premises clean? ki p Al e IS Ja
3 1. Yes m a1 3

0 2. No O M2 o

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

UL S o o Sl 2aa Hlad Jpae IS ) el AS 1D

A e




ST E  AY FTIT L
L 2ok Betindl

a. Posters / Brandmg material present on doars, walls
and windows?

- i
,--__-__..- * 1~ s
DR Ry Z N &‘n? B e S P Wy T

238 ity o st ool g e -Lu1+|_|l.n)\l; {cilieals 33 99 08 )

3 1. Yes E a1 3
0 2. No O w2 0
If ‘No’, please specify “additional comments”, | iblal Dlaadat saa dllad e ST ol gadi 813
if any: Iy

b. Pamphlets, Leaflets and Brochures on display?

desks and counters?

a. Were employees present at over 90% of the branr.h

3 1 Yes B4 i1t 3
0 2. No D uE 2 0
If ‘No’, please specify “additional comments”, S il Silaa Sl saa Sk e NS el SIS
if any: Wy
c. Branding material up-to-date? Pilaa 45 ladll Cladiall dga Ja S
3 1. Yes ﬂ a1 3
0 2. No D N 2 0
If 'No’, please specify “additional comments”, S Aslel laa N daa il e ST O gall SIS
if any: Ry

M gay pdSe )y g A A5 pe 0 %90 sl gy O O |

2a2al)
3 1. Yes E a1 3
0 2. No O 2| 0o

If 'N¢’, please specify “additional comments”,
if any:

O Al laade” e @l e NS il galt S 13

:u..l_;_,

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

Tt i m el (390 3 kB pall pliea f JS GAS b L

3 1. Yes

a1 3

0 2. No

L1

38 2 0

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

O il S saa Al e ST el S

i g

c. Were all/almast the entire staff wearing name

number of staff not wearing name badges:

badgest ety S gy o gl gl /S IS b

3 1. Yes oy P -

0 2. No O w2 0
If ‘No’, please specify “the approximate Zpilt il pall oy 30 2aadh saa lliad e ST gadl IS 1

hands LS g ¥
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a. Was the area surroundmg the TM and CDM u--‘u '-‘ih-' l 51‘:‘14 l u'u.a.h n,p! .h,.-....l Ohsalt SRS da )
machines clean and presentable? ¢ sl
3 1. Yes B 1| 3
0 2. No O w2| o

If ‘No’, please specify “Why / Describe how the SEMS Chay) 13 2aa Sl e MUSY et SIS

area was unclean:;

N T ..t-‘m'

|
Il
l
i

b. Were the ATM and CDM machines functioning?

aad gkl £y T il el B gl SIS A o

3 1. Yes & i 1| 3
0 2. No O 2| 0
If ‘No’, please specify “the time at which at g agh KT LT g e i e NS el ST

which the ATM / COM were not functioning

el Glea b daa ) Jead Y gl gy Y il

(and specify which machine, ATM or CDOM}: (g3 gl
¢. Was there sufficient cooling in the ATM/CDM area? TATM/CDM ddhaia b 3o ciSall o) 3yl OIS 0 O
3 1 Yes | 10 3
0 2, No A #2199
3 3. Not applicable d Sy ¥.3] ;5
if ‘No’, please specify “the time at which at A Jaag o] 30 28 s AL e NS ) S0
which the cooling was not functioning SYEN. SARE V. PV

.k,_ CREX” ,..“"’{‘mr' o=y

v NI

a. Woasthe branch air-conditioning fully functional
and sufficient?

T T L A Y

T b T . A T WG T

"ascumqawmm oS A

3 1. Yes

a1 3

0 2. No

382 Q

If ‘N@’, please specify “Additional comments /
Describe how it was insufficient:

/il Sldaa " daa liad e TS el S 1

b. Did the branch possess sufficient lighting?

TAS Bpludly £l gy A

3 1. Yes

a1 3

0 2. No

0

us 2 0

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

i)l Sidaa e cam i e o UE padl S 1
RS S Al S aa
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¢. Did the customer have sufficient waiting space / Somgiall 30l Cpe LB 2oe f VBG4S daloan Jeaall (S 4 D
seating area?
3 1. Yes i B 1l 3
0 2. No 3 2| 0
. ™ u‘l .! ! o) . " 1 - . - I."\ " ol - .'
If ‘No’, please specify “Additional comments / I's e a2 Jlsi .LEH "'.LS ‘J:
Describe how it was insufficient: I

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

i) Al a1 As g palt 'uiwli.!,‘...; By o o gl .
within the interiors of the branch, indicating different s A ga yagdl S P Ol et f b
counters/ work stations?

 aall Sl y (Oall) b 55 RSN i S 45
3 1. Yes M 1] 3
0 2. No O Yy2i o0
if No., please 'spemfy Addlt_lonal comments / sy fiial CiBadLe” s Sl e NS” ol et S U
Describe how it was insufficient: A8 5 ) S
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5.1 Greeting of Customer -

+

Ok e 0 5.1

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

&)A.Iu.!ldp.\_us,m'ld,uun At aga A1 W3

0 * Nogreeting / acknowledgement E i a5 Y e I o
1 ¢ Greeted within 10 minutes of entering . |:| wandt Jyac e 3A 10 DA a3 e l 1
2 e Greeted within 5 minutes of entering ' D ; crand Sadas e Wl S5 IDA o i e | 2
3 + Immediately greeted on entering 0 el Jhc gpheua il e o3

b. Did the staff either / or:

C—

H B (NP EEARS - YOV P

a. Ask for the customer’'s name?

® draxtt ad e S -[

b. Greet the customer by name?

?‘M|)S.4M._Lw..l.as_n_)b

s Yes, the customer was greeted by name /

Jiw‘v‘;u‘l—d‘r‘.‘-ﬂlﬁac‘#ﬂd\—-&}nr.ﬂtw L]

3 asked for his / her name D P 3
0 . No, the customer was not greeted by E e g YR VWES. S PRGVPL ERRETEN LTIV LS a
name / asked for his or her name Lganal i

A S el g T gl dBas s Sy LayS™ A gl =

. Did the staff ask, “How can | help you today?” ¥ 3 e AS *:.] ‘JL‘S xd; L:
and Probe the purpose of the customer’s visit? ) 4
3 1. Yes, the staff did this X Al il pall 23 AT el 1 3
0 2. No, staff did not do this O A Gt Ay o WS 2 0

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

plalialfaialbal Lo sl Add) Jgedall A gl Bale) o5 Oa &

1. Yes, he / she was redirected on the

3 basis of his / her needs

el ialfalaiial I (3) sl 4u 55 5alet 35 28 sans 1 3

2. (OR} The first staff member

Op Spandt ag AN g1 JgY) il gl i (1) 2

the basns of h|s / her needs

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

3 e_neountereq probed the nature of D Bae e fsetory 55k 3 Aad 3
visit and assister him / her
0 3. No, he / she was not redirected on

SN NER R DU P TR AR LI 0

J‘ﬁ&"’ AN - I‘-' E

"d,.n.i\n.\c-L..uuc » i) 531 o8 i gl CAS A )

3 s Yes, the staff were very courteous

0 * No, the staff were not at all courteous D BN e Gl Bl 06 Al S e 0
*  Yes, the staff were quite / reasonably . .. )
Y s el 5 5] oans
! courteous O B gl 0L il gt oS ol and e 1
2 s Yes, the staff were courteous Q Gl aabad S all el e 2

LT IU VTR R L L S S S 3

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

Tbpanl) skl " ] plial” i gl gt A o

*  No, the staff did not demonstrate

4] | gideal il gal) - LY

active listening O (! sl Cilh gall gy ol . 0
e Yes, the staff listened quite / . o e el \ . .

IR 4] Al by 1 sl od] pal
1 reasonably actively D A i [k ¢ Byl Pkt e 1
2 e Yes, the staff listened actively E Ltagl B gall il 32l ani @ 2
3 *  Yes, the staff listened very actively D Al e S il pal) hest e e 3

7
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Did the staff appear confident? ) LV TP - PR I S W | TS - 9 T
*  No, the staff did not appear confident D ki G (Bl g Gl e i) A NE e o
e  Yes, the staff appeared quite / . . L . 1
JEA dd (Ha Bl g &S bogall gl e
reasonably confident I:I e S8 O By 4l gl Byl sk e o 1
*  Yes, the staff appeared confident E dndi o (Bl A0 e b pall gde an @ 2
e Yes, the staff appeared very confident | [] il e Lald (Bl 01 e il gl el e @ 3

d.-th List the names of staff interacted pia ilalal (il (i gt plandd SH L
with:

o« Mr/Ms A malde ot 1A \Lrq AT AT

s Mr./Ms ° 2 7 RIE

e Mr./Ms. 3 ALl il e

e Mr./Ms. | 4 Rl el




6.1 Staff Capability L . - O gkl galt § 2 6.1
a. Did the staff frequently probe the nature of the oS0 J8dy (a3 Shattal dapb (P ekl AB galt o3 T
customer's needs?
3 1. Yes B4 ani 1 3
0 2. No I N2 0
if ‘No’, please specify your camments: ROy e PG TRk
b. Did the staff actively attempt to anticipate . e e ks e -
® 5y ge W halia) | ey dllad AL oy LAl gall Al .
customer needs? S Sabial Fola ey AB gl A
3 1. Yes a pai 1 3
0 2. No A 3 2 0
If ‘No’, please specify your comments: \ ey rlaads 48 gln WIS
LOAN e g, cabe v\n)
¢. Were the staff able to cater to the needs of the ) 50 lua il 0 e (g Slatha) Al il gt platu JA S
customer without seeking the help of a colleague? L'y P
3 1. Yes M 1 3
0 2. No B4 35 .2 0
If ‘No’, please specify your comments: . 3 ) plads o Bl ST )
20 k_/-AJ —tLM?J lv“u-g“fg L\A.—': C—E‘Q_Q‘LMJ\ 2
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
questions posed? fda y shaall ALY plea fJ5 0 AlaY) il gt £l A S
3 1. Yes X pi A 3
0 2. No | %2 0
3 3- Not Applicable Gelay ¥ 3 3
If ‘No’, please specify your comments: i Loy 4B Bl NS 1
e. If the staff were unaware of the answerto a Ja 4..,-...-'\.1.....| e Gty o dulaY! o 108 G gl 08y o8 13)
particular query / queries, did they politely “ask T dab BN e A0 5 e 28U Jai e UV Cuyigly dlis il
you to wait while they double-checked with the
system / a colleague”?
3 1. Yes Kl a1 3
0 2. No ] 38 2 0
3 Not Applicable Selayy ¥ 3
If ‘No’, please specify your comments: Wl Ly o e, ST 1Y
9
+ - +




Overll was the staff well |nformed on Bank
Dhofar's preduct and services?

0 e Not at all informed D SULY! e claglea 4l ol e 0
s Wellinformed on at least a quarter / a
asal y St - : . W
1 few of the products and services E = 17 S “F::;L:L H’; * 1
discussed =
5 « Wellinformed on at least half of the u A A il y Saiiadl chal Je B e day e 5
products and services discussed [PSche b
e Wellinformed on at least three- . ..
Slaiiall e 58 g BT A By .
3 quarters or more of the products and | [ Sl e S8 &,jfl._ . J}: "h Plu * 3
services discussed y B o

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:

eu.:ﬂ'lq.‘lJ»u)"'JwWJ\#V'u@@VHy# [

Ghadill y Cladlaly Baiall 4 aal (¢ ™ de (pib gall ppdl;

_uh...d\ PXT “g

s oy 12

INT: LIST THE CODE FROM SECTION B.

S k] (o a0 QUG o8 1aly

0 « No knowledge at all D ARy Lo Jdayy e 0
«  Wellinformed on at least a quarter / a .
ilaaddl g Sladiall - 1 : | !
1 few of the products and services E BERAN o il e ‘{ﬂ_l_:k ’H: * 1
discussed &
5 » Well informed on at least half of the 0 A A Tiaaill y Dlatid) chead Je Y o pley  w 2
products and services discussed Leililia
» Wellinformed on at least three D -
Clatall e A8 9 plo i A0 84 ]
3 quarters or more of the products and | [] wiial b 90 S &5 4:)\.: J"\ "'h e 3
o eadBlia 5 3l clasally
services discussed
¢. Did the staff attempt to “cross-sell” other products Glead g Sladid " ALSY) gl o pUAD A glaa ciligall o0 JA 2
and services? * 5l
0 ¢ Nacross selling at alt | SNV e laYl md el al e 0
1 +  Cross-selling after a lot of prompting E DAl G A8y Al Al Al d @ 1
e  (ross-selling after a little / some . . . . .
2o el 0 1 amg Sl | dalens ald
2 prompting O = B Oa Rl gy Yl Adany B0 @ 2
3 s Immediate cross-selling attempt D Jl e el adi Ay e 3

d. Du:‘the s‘taff explain W:sg Bank D:ofaH: prc;ducts A" B oy sy Chaiin Wil 7y i 3l o6 0
an s‘ennces possess a “Comparative advantage ? Shibiah & il g A e g
relative to competing banks? ?

3 1 Yes D a1 3
0 2. No K ¥ 2 0
if ‘No’, please specify your comments: ] L Ly o dla ) IS Y
2 \ : «M( JTW DL 2 200
10
+ +
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Did the staff attempt to provide “complete
information” on Bank Dhofar's products and
services, along with relevant literature?

Gladd g Sladie 06 "ALIS Sl glaa” SLitae Y Al jlaa wib gl p0 A 2
falall @) Sk g ik Ly

INT: LIST THE CODE FROM SECTION B.

S gl G o A58 o 1ty

0 +  Noinformation at all D Y e Slegaay e 0
+ Infarmation provided on at least a PN . a v
Gl i yedl e Gl WY e ¢!
1 quarter / a few of the products and E ’“'u :‘:"’fb ’F'U_:i_‘ "': 'd.;l_ * 1
services discussed = I
5 s Infarmation provided an at least half ] Siadads Aaial Sl yaalt chead Y e glas e | 2
of the products and services discussed [ TP e DEE A
+ Infarmation provided on at least three .y Lei Cragh e o
S glaall e JSH g pLh ARG WY e sl e
3 quarters or more of the products and D DA \ . vy zer 3
[P b Sleandl y Sladials A3l
services discussed e dmm—=
3 * Not Applicable VST 3
f. Information on relevant procedures, TCall S3 Aagliall L,y Slabiacdl y < Slp) e ¥l Ahale S glas 7
documentation and follow-up method?
INT: LIST THE CODE FROM SECTION B. O et a1 FELS pdrdaly
0 * Noinformation at all D oY) e Glaglaa ¥ . 0
« Infarmation provided on at least a e
Adletalt il plaadt | Yo el
1 quarter / a few of the products and E _,]...J]— ’{:},ﬁl JF: Js. N "’; am‘.:h * 1
services discussed # I
2 + Information provided on at least half D Slatially el e pleall chial Y 6 sllac! @ 2
of the products and services discussed i o i Zhaaalty
« Information provided on at |least three - - )
e glaall e 81 i (g Sy
3 quarters or more of the products and D ’]:{_d:{‘}:‘:l.l &_,l:‘) 2 Jl .."’hn .f] 0 * 3
services discussed ~ IR
3 s Not Applicable N TR
g Did the staff attempt to acquire more customer Jab e (gl ddlaia JiSH e glae 46 ] & glasy odl pall B3 0 F

information so as to follow-up at the end of the visit?

5 3 i g Ay i

3 1. Yes

e ¥ 3

0 2. No

RO

3S2 0

If ‘No’, please sEeciJ your comments:

"l Ly o ala S 1

11




+

7.1 Timeless

+

-yl 7.1

a. Waiting time on entering the branch, before
dealing with the frontiine staff:

o 2 pall (B gl o Jalall Gy (g A g s LN i)
HEOCELIFT PPy it Bt

INT: SPECIFY TIME IN MINUTES: i

B S TV LY T L PR P

e (Qver 15 minutes

W15 pa 8 e

&  5-10 minutes

A2 10-5 .

0
1
2 * 3-S5 minutes
3

¢  Under 3 minutes

OO0/ O—

0
1
53 e 2
3

et Q').a'._‘yji .

i b. Did the customer feel like the queuing system
functioned properly?

Traamea JSiy Joang el B MBI oS 0l G et A

+ Queuing system did not function at

0 all O Y e Jaay Wil i JUETYI G ) e 0
*» Queuing system functioned, but it . . . e ..
1 W . | asyl aldas
warked with a few impediments D i & 08l Je AR . 1
5 *  (Queuing system functioned and it m Jad SO0y & sy Jaty ciall B LRSI G e 2
worked quite easily and efficiently Lada I
3 s  Queuing system functioned and it [ JE g A A ey Jany aall T A ) e 3
worked very easily and efficiently Jid
* Not applicable D abyY e -
¢. Time taken for the “purpose of the customer’s visit e ) S pll 36 Qg 5l 845 hah 07 Ja) (e M3l gl &
o* daadll

to be fulfilled once reaching the counter:

INT: SPECIFY TIME IN MINUTES:

12

QL L1 ENOERIL I, IETEQERL RS




+ + +
H. Additional Comments on Visit 1ok Akl A3LaY) Cla il A
(If any): (Samy )

m T eL/\A‘f.QL‘\X(_Q,Q At ot on Tlhey dalde &‘V

End of the Survey - Thank you very much....
b FREN B P W, [ S

G. TOTAL Branch Score
(Total unwelghted branch score, summing all sections):

T | *Tohll'olmSmudhthB- Tohl?ohullloaudfi
ST e a5 R parameter 1

C Branch Presentation and Customer Facilities

(] Greeting and Soft Skills of Staff

E Staff Capability, Knowledge and Cross-Selling

F Timeless
- o e PR s L T S h el - - .
SNt ., 5% TOTALSCORE |- N R

. yo T I L 3 A .

EAN B E gare L E
(A eBY IS pan ‘t)ﬂ«_\_-.)d\ _)_;LLqu &_,.m)

 Jolal Rimead N WLY £ gaga speadd B Lpnal) BAY P gagee | _ ‘ ol pdy g} JalaR | puddl) <
Cpa 3l Aadial) il y il agas &
G gl S Agea g g A <
Y gl Alas y A28 e g i gall G A0 d
l.:ai}“ C
13






