+

PROJECT: Money

SHOPPER CODE DATA ENTRY EDITING r
Name Number Name Number | Name 7
T
f’)ﬂ Gl Sl glaall Al Sl e
¥ T Ry i ] i
A. Details of Visit 3L Jpalds -
Bank Dhofar £4 Fryes
Bank Muscat D i Ay
National Bank of Oman O P YL P ML L W g0 2 1
1. Bank Visited - o
HSBC-0I8 O HSBC-0IB <L
Bank Sahar O e Ly
Other Bank: C Al dY
2!
2a. Branch Name S‘&Q{l( o H\ C-har Niah g il aul 12
2b. Branch Area Q&_QM Al Ghal bi‘/O\ g il alpa a2
3.  Branch City QA_Qa_QOﬂ—v Ll 3
4. Branch Region DhUQM Gl 4
|
Day | Month | Year Aalt [ el T iuHam 5
5. Date of Visit
36 [ Q | ot} |
Hours | Minutes (dan [ e Ll
6.  Start Time of Visit {3 - S.- sl incdy, 6
H i Al Zle bl
7. Total Duration of oure Minutes & = i 7
. DJ’ L. .
Visit o l Iq




Opening a Savings
or Current Account

Savmg Scheme

Housing Lean
General Enquiry relating to a Al dans (Cpea e Glata ple sl P

specific Product, Service g
- . i . -ny b
and/or Facility Educational Loan D et yia i | G Jpealdl daa g/ g cadlial) ) ccaly

INT: SELECT AS RELEVANT AND/OR ) =

Personal Loan D =l e A
Double your Salary I:I

Car Loan

FOREN|
PRODUCT/SERVICE
2 el
Offer

Youth & Student D

el y llll s
Account
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4.1 mwmmwmmmtu T . .
. TSkl e B e g ; Gall 39 A 4.1
3 Yes D a1 3
2. No K] % 2
: i. lSpecify: A3y dbb& it (cf m.ffﬂnf ‘9 e 3 t e
i ¢ nct 6’?’70“3[«1‘ the Hg {)i ed U O f /QMC;\
ii. Specify time taken to find parking: 5 min. ! dads B g sl 2 il 22
4.2 Entrance to Building T el A Jakall 4.2
a. Wasthe Entrance Clean? 3 F =T FEN TR
3 1. Yes E a1 3
o |2 No O % 2 0
If ‘No’, specify “Why / Describe how” the S8 AS o) 13 2a Ll e SUHEY et S
entrance was unclean: U T -LRT N PR |
b. Was the Entrance Convenient? ladia Jasd 208 Jb
3 1. Yes X s 1| 3
0 2. No R w2 0
if ‘No’, please specify “Why” the entrance was alie Jasddl 8 ol MALDY 2aa 0 YTE" il gah IS 1N
inconvenient:
REEE S R
Was the branch premises clean’
3 1. Yes E
0 2. No D

If 'No’, please specify “Why / Describe how”

the premises was unclean:

UK S e gl /1L 2y Silmd e "NSE” ol gl S
kel el




e ﬂQ{YALRTP“W“J

R

RS TIT T oy G - ST 1

4?{" LT R T

$321 3l g b il vegh V! ' 1y o Gide |

a. Posters / Branding material present on doors, walls lhale 2385 JA |
and windows?
3 1. Yes B i1 3
0 2. No | 2| 0
If ‘Na’, please specify "additional comments”, O MRl Dlaatia” sia Alad e ST el S 1Y
if any: iy

b. Pamphlets, Leaflets and Brochures on display?

?Q'I)...U|J \::'u.xﬁl.__ - PKLS‘ Sl

3 1. Yes m a1 3
0 2. No | w2 o
If ‘'No’, please specify “additional comments”, O MRl cllaa i s Slind e ST el CAS 1Y
if any: PZaam g
c. Branding material up-to-date? falhan &y el Sladall 3V ge S S
3 1. Yes [S pri 1 3
0 2. No W X2 o
If ‘No’, please specify “additional comments”, I il Slaa i wa diloed e SIS Ol gadl AS 13
if any: ey

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

ci‘ e 819 ﬁ! J-" %90 e 281 anl gl AS Ja

desks and counters? i PRER]
3 1. Yes Kl 1| 3
0 2. No n B2 0
If ‘No’, please specify “additional comments”, O ) Cllaa M e Slad e MUET el S0
if any: Zaay

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

e e el (590 5 (B gall plina [ JS S A

3 1. Yes m a1 3
0 2. No | 2| 0
. . .‘ ‘IO‘ = .|l _L‘-:& n ’] - . w11 ‘ ‘ - 1"
If ‘No’, please specify “additional comments”, S et 2 i “_ls "
R ]

if any:

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

Tatilandy D LS G gy O gt i [ S S A S

3 1. Yes B a1 3
0 2. No ! w2 o
If ‘No’, please specify “the approximate ol il pall 8 saall dan Sl e FNE" il gall S 1D
number of staff not wearing name badges: pandy LSy Y




mn;wm.p(;’* 3--. -1 [ r‘u«vv—g ri-.‘ o -'.q s —'ﬁ 'i',):;”"if'ﬁ?

T T T . RSI0TY. AN
a. Was the area surroundmg the ATM and CDM Ja .
machines clean and presentable? © gaalt
3 1. Yes K w13
0 2. No 0 21 0
If ‘Na’, please specify “Why / Describe how the CES oy 13 2oa Sllh e ST ol gl SV
area was unclean; Al e Sl
|
b. Were the ATM and CDM machines functioning? el g3 B 1Yy MY el Bl S G o
3 1. Yes @ aai 1 3
0 2. No O M2 0
If ‘No’, please specify “"the time at which at el 4l S0 S A saa AL e ST et S
which the ATM / CDM were not functioning O el e gl ) JaaS Y AN gy Y S el
{and specify which machine, ATM or COM): il F1y1 § Y
¢. Was there sufficient cooling in the ATM/CDM area? TATM/CDM 4ikis 3 32 cifall ¢ 3 080 S8 O S
3 1 Yes D a1 3
0 2. No %] W21 g
3 3. Not appticable O Giay¥ 3| 3
If ‘No’, please specify "the time at which at G S ol A2 2 allial e ST Ll galt S 1)
which the cooling was not functioning e JEd S
akb {15 rﬁm .
~'\. LTE B TR s . T PR SR rE— _'__‘ . ML oAt
a. Was the branch alr-condltlonlng fully functlonal “s..-LSJ KITY .J.'-...u J.n._, q..s_,..l\ u._.s..n ‘_Ls da ] |
and sufficient? ‘
3 1. Yes B 1] 3
0 2. No O w2 0
If ‘N¢’, piease specify “Additional comments / Jra) Sl e Sl e HET el S 13
Describe how it was insufficient: (WS Ty ol RS ey
b. Did the branch possess sufficient lighting? PAME GoLaly £ AN aSy 4 o
3 1. Yes E and 1 3
0 2. No ] w2| o
If 'No’, please specify “Additional comments / Fragiel cillaa " aas sl e UUST b padl S
Describe how it was insufficient: ULy CIPU ST SN |
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¢. Did the customer have sufficient waiting space / S ugtall o lie Joa wilS dae f JUEITHE A8S Aabise Spall S S0 &
seating area?

3 1. Yes E a1 3

0 2. No O €2 o

Aotz SlBa " sea lad Cwe UUEY Ll yaldl LS

If ‘No’, please specify “Additional comments / S 85 2 S iy
" ; S —dea y

Describe how it was insufficient:

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

Ay B AN JAb AS o galt SN A gy ity O (g plhaia 4 N
faall Sy (Sall) 35 S cdlida ) b3

PO 3
Y2 0

0 2. No

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

OX

oy g fAgilal Cllaade sia Al S NS et SAS 13
S s
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5.1 Greeting of Customer "% -~ " -0 87 o o F LT Ry B0 G D e ORa IRy e il 5.1
a. Wasthe Mystery Shopper promptly greeted / "5 )i-\ ‘_,I\ &J Fey _”a Ul;.“ d_,—-u“ ‘_,.'c. b ATl o 5 a0 A )
acknowledged” on entering the branch?
0 * Nogreeting / acknowledgement E it feun 5Y e 0
1 o  Greeted within 10 minutes of entering D rasll Jaan e 3R 10 M cma 1l e 1
2 * Greeted within 5 minutes of entering D el aad e B 5 A e Y e 2
3 il » Immediately greeted on entering O Caanll Jais a2 e 1 3
b. Did the staff either f or: ) gaals ol pall o A o
a. Ask for the customer’s name? ¢ el ot e Jhs
b. Greet the customer by name? faand 83w Jraally oy o
*  Yes, the customer was greeted by name / Sl e Sl faadt S5 ae el a0 dil cand
3 ' ] ) 3
asked for his / her name P
0 ¢  No, the customer was not greeted by E s Do Jewaly £t S5 aa Jsaly cma i ) W3S e 0
name / asked for his or her name PV
A e peadlial g M glt DA Lesa 0Ky cdgS" il pall -
C. Did the staff ask, “How can | help you today?” o s s "":: e f:):}
and Probe the purpose of the customer’s visit?
3 1. Yes, the staff did this | A3y ks galt 6 5T g 1 3
0 2. No, staff did not do this B lly i pall i (S 2 0
d. Was the Mystery Shopper redirected on the alialfalabial Ao ol Adl Tedall Gasael S &
basis of his / her needs?
1. Yes, he /she was redirected on the . . . .
. Salialfalalial i (3 1 et a0 Al ¢
3 basis of his / her needs [ abimlatim) 3 (el oo et 1 o 1 3
2. (OR) The first staff member . ey s
O Jandl 4 TN GA TGN e pall el [
3 encountered probed the nature of D e A L.‘:.}c':-’/u.k::-,:b_}ll A (]’) 2 3
visit and assister him / her el
3. No, he /she was not redirected on . . I
! Salialfadlaldal b ae ! WS
0 the basis of his / her needs E abialdatial 4 gl S3e! 8 3 0
PR $

a. WEI’E the staff courteous on the customer makmg Clpanl) 3.8 Laca A.Jl_.,s o uL..-i.u.-l sl gl ;..r.,m S s, i

his / her enquiry?
0 e No, the staff were not at all courteous | [J S e g Gl 0 W NS 0
& Yes, the staff were quite / reasonably - - -2 - S
' 4] Al Cals gt aal .
1 courteous D B [Alpe 0Ly B gl Sla3 gl 1
2 *  Yes, the staff were courteous D A bl S A aai e 2
3 s Yes, the staff were very courtepus & AR gl b gall S A i @ 3
b. Did the staff demonstrate “active listening” on Sl oiian " ulad pliuol® LA pall 4Bl 4 L0
customer enquiry?
*  No, the staff did not demonstrate .
¢ | Li.nd\ uﬁ \ EBS
o active listening O e galt 4y ol . 0
= Yes, the staff listened quite / . P . T
' \| A wils i b,
1 reasonably actively D Gl By Al g Ly oy LB gl A poo® 1
2 s Ygs, the staff listened actively D Lol B pall jrg) il cani  ® 2
3 e Yes, the staff listened very actively m Ll e 80 Gl pull s 56l (a1 @ 3




+ +

c. Did the staff appear confident? Paidi e Byl o B gl 4B 6 D
0 } o No, the staff did not appear confident | [] i e B adl e ab oyt el NS e
L] T T[] s iin i it -
2 * Yes, the staff appeared confident E Akl e By Al e il gall gk aai @
3 e Yes, the staff appeared very confident | [_] LUO PR NE I Y U I SNV VS O R

d..th List the names of staff interacted ppe olalad 1 B gl plact g3
with:
e Mr./Ms. N\tdfrf\ {/{l’}'ﬂd!i{ﬂ - 1 AUl il e
e«  Mr./Ms, 2 FUIPAHT A R T
e Mr./Ms. 3 Lol fatl
e Mr./Ms. a Al il e
g




6.1 - Staff Capability . S b 1 ES ' Y PR B ]
a. Did the staff frequently probe the nature of the "_p&u .JS-H Sl Slalial Ak o6 leadfeYU il pall o3 Ja
customer's needs?
3 1 Yes | pi 1 3
0 2, No m 38 2 | 0

If ‘No’, please specify your comments: i ads B el NS

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

| 3 1. Yes

S Glatyial i Alad Ayl il gull 43 A o

| s 1 3
0 2. No O 3 2 0
If ‘No’, please specify your comments: ) pliady o8 pla OIS 1
¢. Were the staff able to cater to the needs of the aaj 505 e alb (g0 O G 3 SlalSal A5 GiB palh pi] A 0
customer without seeking the help of a colleague? fpa 3l
3 1. Yes O i1 3
0 2. No = % 2 0
If ‘No’, please specify your comments:
¢ sen the. e,
INT; IF thie Answer Is YES , so the ahswer for Q
D should be Not Applicable { -4

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

questions posed? Taa g haal) ALica) aBma fJS (F ey cili galt glkind 4 &
3 1. Yes &4 a1 3
0 2. No B 3 2 0
3 3- Not Applicable Gaiy ¥ .3 3
H ‘No’, please specify your comments: Sl iy 8 Bl ST 1Y)
e. Ifthe staff were unaware of the answer to a b clima AL fome S e DlaY) e {000 LAB gl % o013
particular query / queries, did they politely “ask "o 1 dal JUBIN e 4500 3 e SN Jal e ABEIVI" Gaydgls dlis cilb

you to wait while they double-checked with the
system [ a colleague”?

3 1. Yes E a1 3

0 2. No O 38 2 0

3 Not Applicable almiy Y 3
If ‘No’, please specify your comments: P Ly 8 Bl SN 1




V. -~ Rk )
a. Overall, was the staff well-informed on Bank Clath g Ciladley Allnia Ales Sla gine wib ) o2 S b ale JO20
Dhofar's product and services? T B L,
0 e« Not at all informed D AALY! e Dlaglasapnl ol e 0
s Well informed on at least a quarter / a )
Shadct y Sladiall ) : b e al
1 few of the products and services |:| I o Bl e &ﬂ:; ’“f ¢ 1
discussed e
2 * Well informed on at least half of the 0 ! Chacdlly Slatiall cheal fe B e d: e 2
products and services discussed Pisoth
+ Well informed on at least three- A
Shafidl e A g L ADIS WY e Jay e
3 quar_-ters or more of the products and E S 5l sl 3
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:

(....'IJ\UEd»h&)"ijwrﬁj\swl"uguiuﬂ&ﬁjé.y
Moladil g Chadially adal) Al (g s’ g Cyh palt apits oy (S
;Z.ih.;..:nhvi

INT: LIST THE CODE FROM SECTION B.

O k] Ga S l) AAIS B 32l

0 *  No knowledge at all D LY e Ay Y e 0
+ Wellinformed on at least a quarter / a . .
Slaaalt g Slatit ] ’ 1
1 few of the products and services [:] - 2 o il e "F] “Eﬁ.l:h :j ' 1
discussed *
. ¢ Wellinformed on at least half of the O &5 Al Thaaally Sladidl chuai e BYY e Gay e 2
products and services discussed A
s Well informed on at least three . .
Sl pe i g gl DD BV L e e
3 guarters or more of the products and E L 5 sleally 3
services discussed

c. Did the staff attempt to “cross-sell” other products

Ghadd g Siadia Loy &m"gemnmﬁy\,u@_.;:

and services? HPPEY
0 *  Nocross selling at all O ALY e Al gl Al aiyal e a
1 +  Cross-selling after a lot of prompting E O el G A0 2y oY) el idaay 8 e 1
e Cross-selling after a little / some i gi = . - .
2 1 eI | ang Y aadl dgleay 213 2
prompting O S Abeian) D Sl g oY s p3 .
3 ¢ Immediate cross-selling attermpt D Sl e Syl aul A e B3 e 3

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

a1 gl il oLy cilasd y Sladia Vil 7 pd il palt o3 6 2
AL o gl a4 e Al

3 1. Yes B a1 3
0 2. No O %2 0
If 'No’, please specify your comments: ol ey @ Bla NS
10
+ +
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e. Did the staff attempt to provide “complete

information” on Bank Dhofar’s products and
services, along with relevant literature?

Sl 3 g 8 TS Sie ylaa’t il Al g wilh gl o 6z

Silall b Sl g il S3

INT: LIST THE CODE FROM SECTION B.

G ekl 5 a0 ISy o sty

0 * Noinformation at all El ALY o Slagaa Y e 0
e [nformation provided on at least a | ey s . - .
! Sl IR s JJ‘I‘ 1 L. |
1 quarter / a few of the products and E i "L" ":#‘jr;l&;_‘__d "fl ° 5 * 1
services discussed = T
) s Information provided on at least half [:I ; Sy Al S giaal chaal Y 8 pllac! e 2
of the products and services discussed EEA O PRES
s Information provided on at least three . - - -
Lha gaadl e SE o £l 0 A SEYI Lac |
3 quarters or more of the products and D M_ :P _,s;]! i."),. 1 j -."’hn,f! - * 3
services discussed * I
3 ¢ Not Applicable Gy Y e 3

f. information on relevant procedures,
documentation and follow-up method?

falaall oihl daiall 4y Claiaall g e Yl Allads Cile gl 2

INT: LIST THE COOE FROM SECTION B.

i gl Cya el 43S B (il

0 s Noinformation at all D ALY Lo Glagke e 0
s Information provided on at least a .
Wlatall e plaall G BN fau; SV L slac] W

1 quafter/?few of the products and E e .»54-'*"{'—’ 11 oty 1
services discussed

2 s Information provided on at least half D Sl dilaiall il glaall cheal B o sl » 2
of the products and services discussed Wl 5 Al Silaaddt

3 + Information provudt—;d:n at l:ast thrt;e E] e ghaal e AST g E'-'.J‘ 0 S S sl e R
qualrters or more o the products an e 5 3 il y hpiads Ak
services discussed

3 ¢ Not Applicable Silay¥ e

g Did the staff attempt to acquire more custamer Jab e R AlGe S ila glae A jaal A glaey il gt o8 4P

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

oA g A daadly AL

3 1. Yes

a1 3

0 2. No

O/ X

2, 0

If ‘No’, please specify your comments:

T s g8 ol NS

11
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- 7.1 Timeless

+

<l 71

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

o G pall Gkl palh aa Jaladdh Sy g AN Jgds 2o JUEDYT Ay )
DA adl e e f, el Jadl)

INT: SPECIFY TIME IN MINUTES:

S a8 gl S skl

|
0 e  QOver 15 minutes O 58315 e 8T e 0
1 e  5.10 minutes O 32110-5 1
2 e 3-5minutes 3 Fhs3 e 2
3 ¢ Under 3 minutes E Sl S e B e 3

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

s JS Saty sl A I B ol Gl el b

Queuing system did not function at

0 al O DB e Jany W chal) iyl ) e 0
e Queuing system functioned, but it Dl . . L e .
—aall ety Jlal
1 worked with a few impediments D ol s e O Sy o S . 1
s Queuing system functioned and it Jad J8d g & sy Sy il 5 LAY 5 0 e
2 . ; . O 2
worked quite easily and efficiently Losa
3 e Queuing system functioned and it m S g LS AL sy Jamy el i Y G ) e 3
worked very easily and efficiently Juad
s Not applicable D MbulyY e -
¢. Time taken for the “purpose of the customer’s visit alige ) dpogl 2o G 505 chah A" Jal e M5 A S
LIRS

tc be fulfilled once reaching the counter:

INT: SPECIFY TIME IN MINUTES:

12
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H. Additional Comments on Visit
(If any):

230 0L Adlatal) 4 8LAY) Sla jThall .
(Damy O

- ()(\CU(AL VVLEW CLL-:)ZLL’}-LuZ/ Sﬂz\,\g Wy
facvide— e pa”k";‘f/ [ofe
|

sThe A epdhe AT M wocs net uucuc;ﬂj
Aecly 1@ cacae. 3 arxe ot @/fh’ug(\.

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

p PRT [TV

G.  TOTAL Branch Score

(Total unwmghted branch score, summing all sections):

C Branch Presentation and Customer Facilities
D Greeting and Soft Skills of Staff
E Staff Capability, Knowledge and Cross-Selling
F Timeless
R oL I AR 7, 3 . “erane [0 proar

ku&'l_ﬁ&‘&}ﬁmﬂ|};$u\&,m)

£l bl £ gana id

L Jetal Faasadall WEN p gaps [, paall ) Ugaad) WK p gape TEe e gl gl el | el
Gl Aadhal) gl £ AN apds A
OB gall b jga g o G0 S
DY Al Aas y 458 y i pall 5 3 z

12






