1287_, BATV{_AT'\J--J

+ +
PROJECT: Money
SHOPPER CODE DATA ENTRY i EDITING M
Name Number | Name I Number Name
, ?' 4/0|/6 1] 4
7 A | Ko | |
39 Anged Kamod | m—
169 )
3,0 ! e o
:‘9: - : a8 ) i Sl glealt A 3 geidall ey
Al ! 8 ey a2 =
A. Details of Visit 30 R Jaeald -
Bank Dhofar E Dl Ly
Bank Muscat | i S,
National Bank of Oman | Al i gl i 5 a3 ) 1
1. Bank Visited
HSBC-OIB N HSBC-0IB iy
Bank Sahar O] o ik
Other Bank: ol 2y
2a. Branch Name YMV\Q £ Al ad i2
2b. Branch Area Y(LH § ol jiga o3 2
3. Branch City \/A’V“SI (( a3
4. Branch Region Q] M lq‘[‘u[{“\ Glaidl 4
Day I Month_| | vear Adudt ] g sl I
S. Date of Visit
\ | e | lcld 1 J
Hours l Minutes il | il Lt
6.  Start Time of Visit Py lyody 6
1 (S
i ARl Sle Ll
7. Total Duration of Hours Minutes & = )
Visit o ¢ B 7
A\




General Enquiry relating to a - — Vo dans Cpea i Blateple ind 2

specific Product, Service § i

and/or Facility 3 Sl rdal
INT: SELECT AS RELEVANT AND/OR FIREN|

SPECIFY DETAILS OF Credit Cards

rrocuaE u

Double your Salary
0




4.1 as 0.|stomer Parl:lng instantly available for the
Mystery Shopper?

3 -1 Yes 1 E 1 l 3
? - T
2. No O S22
i. Specify: i cyan
| } - .
' |
" ii. Specify time taken to find parking: min. ‘ G i g sV a0 AN
@

4.2 Entrance to Bullding el D) Jaaalt 4.2
a. Was the Entrance Clean? : gl Jaaall A8 e
3 | 1. Yes E FYLRg | 3
R No | ¥ 2 0

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

I_';‘\S "»_'l._‘.S . J' /llbd" Jas M- ;A S h_J')_L“

ki e Jaad

S8

b. Was the Entrance Convenient?

thnlie Jaaah 2sS Ja o

3 1. Yes &l s~ 3
0 2. No 'l 2| o
If ‘No’, please specify “Why” the entrance was lalie Jaadl 5% J " 2aa o "UST ol yadl SIS 13

inconvenient:

EET AT

.prr

4{

"\

Was te

el ‘-..wl-.'.., T4

R A

branch premlses clean? Tl p A e
3 1. Yes E asd 1 3
0 2. No O 2| o0
If ‘No’, plgase specify “Why / Describe how S S iyl A 2 Sl e TSR el S I
the premises was unclean: ) Ak e
sk e A
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4A__ Branding Matestal %5 . o . - k-

Y. ..nl‘

1 ‘,au.\ Fe

R

4 A Lt T i el calak &4

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

b gty o aadl b WYY e 4 a0 GlaSie / Glkeals 33 95 06

3 l 1. Yes E and 1 2
o [ 2 mo O %2 0
! i if ‘No’, please specify “additional comments”, H gl Slaa e sia el e (U el SIS0
i if any: ey

e

b. Pampbhlets, Leaflets and Brochures on display?

RS PR PRI S U 1

Y RS G v S F
J

3 1. Yes D P 3
0 2. No B4 %2 o
if ‘No’, please specify “additional comments”, S A el Sidan et san liad e SUSY gall SN

Dy

o~

»( [\,ééto ot o dicagn’

AR wnn

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

" Al i e

c. Branding material up-to-date? Falpa Ay gladtl clatialt M ge 4 S
3 1. Yes B wi1]| 3
0 2. No a w2| 0
If ‘No’, please specify “additional comments”, O il Sllaa Nt saa Ol e MEIEY L gall AS 0
if any: (kg

28503 pbia #133 £ A (il i $000 0 251 3215 (48 b

iy 3 eothogeiy wenl
\ Y

desks and counters? ZRES|
3 1. Yes O a1l 3
0 2. No M 2| o
If ‘No’, please specify “additional comments”, b el Sl it saa Sllad e MHET gl SRS K
if any:

A

NOYNVE I P

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

Sty o e el (90 i el aBae £ 38 S A 0

if any:

3 1. Yes | ~1] 3
0 2. No M| 22| o
. o '-| l||" "L..'nl LL&\ L] B M " t | - '|
If ‘No’, please specify “additional comments”, < A’ s R ‘J_L" N
=y

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

Palandty S L o iay (ol gl /S (S A 5

3 1. Yes

m| 3

0 2. Na

O
B

22 0

If ‘No’, please specify “the approximate

St il yail o il sdall oia Sliad e ST il padl S 1Y

{LJ}’.

nwd staff not wearing name bagges:
& & (Q"\/\Q/ ﬁfi_/\,\,’\/_f/ " ya

ehandy i L , yny Y
I, ]
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1'4.6 <. ATM and COM machines »* : 5 i b on, 0 o F e ca et ,,m;mm_,,m..a,..nu.,t 4.6 |
| a. Was the area surrounding the ATM and CDM ‘ et | u,.b .,;-m-l 5'149‘11; ‘,m el § gt dagadl SRS A8 N T !
' machines clean and presentable? LY s W
.3 1 Yes E i1 3
Lo 2. No O K2 0
! H ‘No’, please specify “Why / Describe how the S8 A8 heay /i 2o 2l G MUEY Jlgadl 0S0 i

area was unclean: tkal g S|

b. Were the ATM and COM machines functioning?

Toand gahlt Fla¥ly VY il el 334l SOS Ja L

i
t
i 3 1. Yes
|

&< mi1| 3
0 2. No O w2l 0 |
If ‘Na’, please specify “the time at which at PRGN o D" 2aa allid e NS i ald) SIS

which the ATM / CDM were not functioning
(and specify which machine, ATM ar CDM}:

el g st oana gy Jaad Y AT EIAYy VG sl
(_’._,_.A.u\ E.\_J]l_,l "J\

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

tATM/CDM 43ais 3 s CiSall 5 4,080 GlS S8 S

-' e T % "!-"‘\‘“ "TW ¥,
..-h..;mq.“ ol a3 et “?aﬂ- I‘f..wa.!?

a. Was the branch alr-condlt:omng fully functional
and sufficient?

3 1. Yes E L 3

0 b No O B2 4

3 3. Not applicable M| S ¥ 3 3
If ‘'No’, please specify “the time at which at G g ol g2 G sam i e NS et A4S 13
which the cooling was not functioning ST SR L

LA IERTERTT

*uuua.»ds&.a ddeq-ﬂ.ﬂ-“ B S oa

3 1. Yes

PN 3

0 2. No

8.2 0

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

/i) Liaa e saa Sl e "NET il S D
LS S i i

b. Did the branch possess sufficient lighting?

S Bplualy £ il phals A L

3 1. Yes

a1 3

0 2. No

.

a8 2 0

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

/"l Ciaa e aia Jhad e CHE Ll K 1)
S S o S eyl
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E c. Did the customer have sufficient waiting space / | S o) ol S wilS e/ URIDU 4B Aateas el 8 A LS
| seating area? |

T T
b3 1. Yes !

a 1] 3
o

0 2. No s 2 0

g o

} [l Cilhatia 20 2l ab e OUSY byall S0
| S U S s
\

Describe how it was insufficient:

|
|
|
if ‘No’, please specify “Additional comments / i
I

| | I
t i ;
, d. Did the customer find it easy to follow the signage | '
i within the interiars of the branch, indicating different
' counters/ work stations?

3 1. Yes

L Uk S8 Ae gedn gl DB L gy iy O 30 U] SN
‘ Sl Sy (i) S0 ASH i T Al 3

1] 3
| vyol| o

0 2. No

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

005

wiea gl y fhilal Siaadte® i el e NS ol gall S 1S
RV L VT
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5.1 Greeting of Customer

+

ORa Ry B 5.1

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

TE AT ) Alsas S8 A sl L Ci il 20 25 A

in

s Nogreeting / acknowledgement

S/ m S . |

ol . . |
»  Greeted within 10 minutes of entering | D

SR R [ e

O

Greeted within 5 minutes of entering

1 0
L1

| 2 'S
— &

+ Immediately greeted on entering

0
1
wranl Jyac e 35 MA e 2 e 2
3

J,;L‘s.'.lJ_,:L_\J_,.'Q\_'_‘._-L_;E:l -

|
|
L

b. Did the staff either / or:

HETP ) (T REARRE - FUNP I R

a. Ask for the customer’'s name?

T et ot e S

b. Greet the custamer by name?

faanl 3 aa Joaaly aa gy

3 *  Yes, the customer was greeted by name / E S dad 0 s faa 83 PR PYL ERUETENGA IS R PR S 3
asked for his / her name . Lgaid
e  Np, the customer was not greeted by LAV PN UYL P R P B PR VPS. PNV [T ), TS
0 ) O = , 0
name / asked for his or her name el )
A O ekt g "Ta gt JUOE Loia iy A" al gl S
c. Did the staff ask, “How can | help you today?”" = 1 e 4 ": ‘JL‘] n": %u
and Probe the purpaose of the customer’s visit? Y
3 1. Yes, the staff did this (A iy il e 25 S s ] 3
0 2. No, staff did not do this O ALy i gl o o VK2 0

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

e talfdlalial o pll A3l §eudall 4agidalel i a &

1. Yes, he / she was redirected on the

3 basis of his / her needs

elaitalfatatial ) (5)eall 4y Salet 35 3l cpad 1 3

2. [OR) The first staff member

o Jrandl 4y I G2 Yl yal st () 2

the basis of his / her needs

L e, -

his / her enquiry?

3 e.n_countereq probgd the nature of D Wsela foe gy 54 3 dag! 3
visit and assister him / her
0 3. No, he /she was not redirected an

Leabial/aalial I 4z gl salel 35 2 (38 3 0

L EEE
R

L

St} 536 s AghsS (F 0 laaiion) (53 B il pall (IS A )

customer enquiry?

0 ¢ No, the staff were not at all courteous D ety (PR T EU- OV I PR I L 0
*  Yes, the staff were quite / reasanably . P
1 ' A paia BLL il gall L S cpa
courteous D By Al phe Bl i g il i o 1
2 s  Yes, the staff were courteous E Jal ikl A8 AR aad e 2
3 *  Yes, the staff were very caurteous D L IRT VRN NP U v S S 3
b. Did the staff demonstrate “active listening” on Tl Ll " et plial Cili pall 4BY A

*  Ng, the staff did not demonstrate .
0 ’ | plaal il pall 48y oI S
active listening D ol ! s * 0
*  Yes, the staff listened quite / : . . e . Lo
1 ! b A] s 4y by GiB pall | ol S0 4 an
reasonably actively D L) B Al By e 1
2 *  Yes, the staff listened actively O Loyt i palt a3 a0 2
3 e Yes, the staff listened very actively E‘ Akl e A% LB pall ol e e 3
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C.

Did the staff appear confident?

Al O (Bl A} e il gl B 06 S

No, the staff did not appear confident | D i

‘ . Al G Bl el gl el 3K e
| »  Yes, the staff appeared quite / | | )
’ H Ay e > “_‘u . ..&l 4-“ [3 “r '] Te ani .
reasonably confident | O P el A A e S
i e Yes, the staff appeared confident B s e Blg Al e aagall 4 e e
i s Yes, the staff appeared very confident D ; At e et Bl Al el gt e e
! i i I . . '
i d..th List the names of staff interacted | r age SLES () 2y gl piamd SH
: with: ~ L !
i o« Mr/Mms. Umann Mads——1 1 Loi/ il e
e Mr./ Ms. P2 o e .
o Mr. /Ms. b3 | Al il .
s Mr. /Ms. L4 Ladl/ wdl e
8




a. Did the staff frequently probe the nature of the 1 oS S g 3 Chaliia) dagh 06 LadSul CAB pal) o3 A
customer's needs? |
3 1. Yes ! E] - 1 i 3
i ]
0 |z No i i %8 2 L0
If ‘No’, please 3pecify your comments: i P USRI BRI LUK
. A !
He nel Jipdk |
b. Did the staff actively attempt to anticipate | U . sy e .
®o g pb Clanda) Tl ATl AL e BB palt a3
customer needs? i SR S Sy gt o3 o
3 1. Yes x a1 3
0 2. No O 32 0
If ‘No’, please specify your comments: bl il a8 e (ST Y
c.  Were the staff able to cater to the needs of the dal 300 bae b (193 Gpe Qa1 Cilabylal 45 il galt plbicd Ja S
customer without seeking the help of a colleague? 7> P31
3 1. Yes X psi 1 3
0 2. No O 3.2 0
If ‘No’, please specify your comments: PR Ll o Sls 5 S DIS" 1A
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? fha gkl alica) 2B £S5 (F LYl cibgalt plliad A S
3 1. Yes &= a1 3
0 2. No O 3 2 0
3 3- Not Applicable iy Y 3 3
If 'No’, please specify your comments: ol ) ALy oF ela ) ¢S 1Y
e. If the staff were unaware of the answer to a O R ALl foma Ve o LaY! e 15008 Uil gall 08 013 1
particular query / queries, did they politely “ask Tl 2o felBlll e 4500 5 e 2L Jab fa SUBIIA" wapigsy dia il
you to wait while they double-checked with the
system / a colleague”?
3 1. Yes O a1 3
0 2. No d 38 2 0
3 Not Applicable 7( Chalaiy Y 3
If ‘No’, please specify your comments: R Tidaily a ala EE 1Y
9
+ +
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6.2 mmmmandaw&mng Y T »‘:‘“ . M 'au' “"-g‘r,,m,% R
i a. Overall, was the staff well-informed on Bank iadd g Sladie Tinle s ...L._,.-.. .AE,.B S8 S O s gs.:., A
} Dhofar’'s product and services? ¢ kb A,
o | «  Notat alt informed IUBY e lageeaid gl e 0
: ¢ Weil informed on at least a quarter / a .
: A oazan! Slatidl ue T - wt '
i 1 few of the products and services 4= o i e 'f'. J,J "" (hu * 1
lla a3
discussed =
: 5 ; »  Wellinformed on at least half of the 2 Sealy el el Ce Y S alas e ; 5
| products and services discussed P |
: s Wellinformed on at least three- . -
il e A8 g i A0 B !
! 3 quarters or more of the products and o A8y ?"f :;‘ ‘-"h e 0 3
H -‘—--l dlals !
! services discussed # 3

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:

,...1:1,‘,5531..5) "B ldjﬂ‘,-suj1hi.\p1"ui.mﬂa;-\.ﬂ¢-hyp§ o~
"'LA.\AJ!JUMJEM‘QPI ;_g_,“"u&wlhﬂ\?#lu#_, (u
&m‘l-\.g‘

INT: LIST THE CODE FROM SECTION B.

EPWUIEN PR FTrap RONe

services discussed

0 s  No knowledge at all D Ao Lo sl Y e 0
s Wellinformed on at least a quarter / a
Cadddl y Sl - ] - ! !
1 few of the products and services D 2 e el e -+, Jﬁl_:k '“.'; * 1
discussed e s
2 « Wellinformed on at least haif of the D & A Dlaaill y Slatidl cleal Se Y e Al e 2
products and services discussed PR
» Wellinformed on at least three . -
el oo 81 g gl A0 8y
3 quarters or more of the products and E = 8 S gl A e e 3

Widln o5 0 Slaailly

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

Slati g Sladiad ¢ ALLY! Al o Al A g il palt 4 a0

and services? e al
0 e No cross selling at all X SNEY e eVl mdides s e 0
1 * Cross-selling after a lot of prompting D Ol Yl G Ay LYl i Adeas BB 1
s Cross-selling after a little / some . . . . L
2 o Ul 0 I omy sl 1yl \q
prompting = = V) o Sy AV gl Bl 280 2
3 s Immediate cross-selling attempt D Sl e il ol A glaa i e 3

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

LlalY" Yuad AD Al Claad y Sladia 1l £y i gl B 08 &
Phadliall & gl e 45 e " ppeailh

3 1. Yes O a1 3
0 2. No [ 2. 0
If ‘No’, please specify your comments: S Lty 8 ela S

: z:i | 5 VLL) kﬁa éLW? CQ’V\/\EJCM th .

1C
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e,

Did the staff attempt to provide “compiete
information” on Bank Dhofar’'s products and
services, along with relevant literature?

Sladd y Siadie S5 AL Gl e Miihe Y Al glaa ciBipat 43 4 2
falall i) SLAC aa Adb &

INT: LIST THE CODE FROM SECTION B.

G ) e a0 AYES o3 ity

i 0 * No information at all D i SaY Jo SlaglaaY e | 0
I » Information provided on at least a ' ATt e g e L fan, Y e plmss [
1 Al ; > ; £ '
I S quarter / a few of the products and D P e e 1
| | , . il 5 44.\ Slacill g iailals
. ! services discussed !
i 2 s Information provided on at least half D Sl dila Sl plea!! heal S B slac e 7
of the products and services discussed IR a7 Al Zieratly
« Information pravided on at least three _ el b Seaak mgy b
Zile el bogh glasi A A Lee
3 quarters or more of the products and m - ')ts 2 F'..'" -y "’ "'sc# * 3
R - et an A Ziaaall g Zialiia T
services discussed
3 e Not Applicable AbisY e 3
f. Information on relevant procedures, PAlualt i3 Aaglialt 430 g ClaTiwall y cilpd Y dilake Do pae £
documentation and follow-up method?
INT: LIST THE CODE FROM SECTION B. S ]l G el A a8 sl
4] ¢ Noinformation at all 0 Ihey! de Glagaad o 0
« |nformation provided on at least a PN '
Alasall it gheddl b faa 3 Unc|
1 quarter / a few of the products and D JM}. “.:“'S’m\'jﬁﬂ “’. I "": " % * 1
services discussed # AR
2 ¢ information provided on at least half D taially Aleiall il glaadl vhead B Jo olac] @ 2
of the products and services discussed Widilia 5 Al Shaaddly
, | o sronses natiem s [T gt e+ |
of the products an e 5 il cAatinls ATianal
services discussed =t A+
3 s  Not Applicable Geaiy Y @
g Did the staff attempt to acquire more customer ol Cre P AlbGe AS) ile glaa A jaad L glan LiB gl 218 Ja F
information so as to follow-up at the end of the visit? 8 450 G (B Anlially Ll
3 1. Yes | PR 3
0 2. No > 372 0
If ‘Ng’, please specify your comments; . . ) il mlials o8 pla S 1
dod hot ooty oofieadio
/
11
+ +
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7.1 Timeless

< gt 7.1

a. Waiting time on entering the branch, before

25 ) Gk sl e el Gy g AN a3 e DY)
+ daddly @l_’a = [“,.-L-‘il &)

| dealing with the frontline staff:
|
| INT: SPECIFY TIME IN MINUTES:

b0 ¢ Over 15 minutes D 34215 5 K e I\ 0
B e 5-10 minutes O FL1s e | 1
2 e 3.5 minutes D ‘ J5-3 e 1 2

s Under 3 minutes E } SN e A e i 3

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

I
w

T JSA Jaay chaall A U AURT L gl Al O

. tern did -
0 . ;).ltlleumg system did not function at D BY) e el ¥ el i Y A e 0
¢ Queuing system functioned, but it .. . ) . ) ;
1 Vel ey . waeall Laday Hlas )
worked with a few impediments D o el ot SRS e !
2 e Queuing system functioned and it (] Jlad (80 g A ppeny Jamy iall 8 LT S e 9
worked quite easily and efficiently L
3 e Queuing system functioned and it D US g Al A gy Sy il LT G ) e 3
worked very easily and efficiently Jad
* Not applicable E el Y e -
c. Time taken for the “purpose of the customer’s visit adige J Upeagh 2ie g 845 ok 4ul" Jal (e a3al Gl S
:Il i il

to be fulfilled once reaching the counter:

INT: SPECIFY TIME IN MINUTES:

1 AL e DB ) 3da slaly
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H. Additional Comments on Visit 25kl Adlalall AdLAY) Cila jThal) )3
(If any): (s )

|
|

LR SR

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

ESE N vm- YIS T R e

S Js.... Sl Algs

T SR

CPECETSTN

[EOTRITIE gkl 8 T *e:w SETNT ced
G. TOTAL Branch Score
(Total unwenghted branch scare, summing all sections):
v f Paca I rEvaI ._f_ o _; TotalPointsScoudinthls th'II PblntsAllqcatedl
Section '"'“' Area: : - Parameter
C Branch Presentation and Customer Facilities
D Greeting and Soft Skills of Staff
E Staff Capability, Knowledge and Cross-Selling
F Timeless
YO T . e I '
R . TOTALSCORE
gl dippae L F
(Pu?ljtu.t)sﬂm)dl _);:.Jn\.nj'l &J.q;.n)
Jalall facadall LY p gaps tpaadl B lpiaall BEH p gags » a1 o5y o3 Jadall el
G358 Al gl y g Rl agais i)
CophlD gadt S L g g S8 S
&j\&l@k,dﬂ,.&,ﬂ\bi z
dj'l r
, . -
1 . Bl Baape
13
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