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PROJECT: Money
SHOPPER CODE DATA ENTRY EDITING
Name Number Name Number Name 4 7 0
”—[ 65‘“&\« i
A g cr ot s -
C 3 ‘ 3o S dadl sl i B gl ey

28 - A ! A ! i
A. Details of Visit 343 Jpealdd -}

Bank Dhofar O St iy

Bank Muscat O i Sy
B National Bank of Oman O el g gl il A e il S o

1. Bank Visited

HSBC-OIB O HSBC-OIB L

Bank Sohar E S 2y

Other Bank: DAl
Za. Branch Name PXQ\\ a g i pud 2
2b. Branch Area e)et.\ la # oAl gipe 02
3. Branch City Q)@l\ A L 3
4. Branch Region A\ Dﬂkl’\h)ﬁ\ el 4
Day | Month | Year Al [ el [ e B EBUPETING

5. Date of Visit
2 | P %213 | |
Hours [ Minutes il | el
6. Start Time of Visit ikl iy =8, 6
{3 0§
i RER] 2l Lualh
7. Total Duration of Hours Minutes & = S ujlin 7
Visit oo |1 ¢ G




Opening a Savings
or Current Account

General Enquiry relating to a - g AR Cpme e Blaisale udiid 2

specific Product, Service ) Sagds
IELLJ|‘_1,.AL'IZ.\.I;J1IJ|__“LU1)3|:¢AL_|

and/or Facility

L

INT: SELECT AS RELEVANT AND/OR - — PIREL
SPECIFY DETAILS OF Credit Cards Sl

Doutble your Salary
Offer




4.1 Was Customer Parking instantly available for the

Ta9il 6 8 s ciige LALN Jaudal 339 6 4.1

Mystery Shopper? ‘
3 Yes X -1 3
i i. Specify: : eay
! PR
. , 1
T I
ii. Specify time taken to find parking: min. ads i ga Y a 530 Y aa
4.2 Entrance to Building (riall B Jgiad 4,2
a. Was the Entrance Clean? LS Jaaalt 1S
3 1. Yes E a1 3
0 2. No O N 2 0
If ‘No’, specify “Why / Describe how” the S eyl AN saa 2l e MUY ol S 1
entrance was unclean: il e Jaaa!
b. Woas the Entrance Convenient? Tanelia Jaad) S8 Ja o
3 L Yes %) w3
0 2. No O 2| o

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

Was the branch premlses clean?

L Jacadl 155 A M daa ¢ IS Ll galdt DA 1

.-— gLl "'T

uwu [ .a

3 1. Yes

0 2. No

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

S S iyl A3 s Sl el TS Dl gal S 1
gl e Sl
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a. Posters/ Branding material present on doors, walils
and windows?

“u1,»|JulJm\ u1,?\u&g,muu)ls/uwu_ﬁdl }

3 | 1 Yes 1A A 3
o | 2 No O w2l 0
| If ‘No’, please specify “additional comments”, ! O "l Shaalla sia 2lliad e ST Y gali SRS
if any: | e |
|
|
| ! !
b. Pamphlets, Leaflets and Brochures on display? | P PP E R
3 1. Yes E a1 3
0 2. No O w2l o
If ‘No’, please specify “additional comments”, el Db lla” ain Alal e ST o gadt IS B
if any: Sy
c. Branding material up-to-date? falaa A ladll Sladalt 3 g b S
3 1. Yes M m1| 3
0 2. No O w2 0
if 'No’, please specify “additional comments”, RS EU TP INRE PN P TENE (I P LS PES ) LR K
if any: oay

AR B R

3 el 2
B \.-L...- TR TN -

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

.'i‘
Ak, ‘ﬁr .vv"‘i‘."

DEEESTIET

R

3ny p45Sn £135 A (i 3n %00 o 351 a2l 48 e

desks and counters? tRaadl)
3 1. Yes D el 1 3
0 2. No & w2| o

If ‘No’, please specify “additional comments”,

if any: )
_h&uﬁe_»ag.a_u&i‘_ﬂu&.o

ciol

o alal Cila St Slliad e MUS" el S

__éﬂ_ﬁ_dfa.ln R

:o._.u._;_,
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b. Were all / almost all of the staff neatly and
professionally dressed?

T ey e Lol a5 4 (kB gall pies [ S A8 8

3 [ 1 Yes X 1| 3
0 2. No | X2 0
] - U aalnt e " stoa - ALl A s
If ‘No’, please specify “additional comments”, = = g e :J__u:
. ]

if any:

c. Were all/almaost the entire staff wearing name

ndrancks 5L (el (o gl e / S IS b S

badges?

3 1. Yes D pai 3

0 2. No X 2| 0
if ‘No’, please specify “the approximate cpalt Cpih gall o W daml saa Alliad e SDEY Gl gadl A8 1
number of staff not wearing name badges: . planly DL g Y|

; r 4 R
{
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6 . % ATM and COM machings "2 79+ 1 -zh RE AT G i R ARSIy G el § T 4.6
a. Was the area surrounding the ATM and CDM Oy p il | g I &I-\ﬁl_, s B ealh 3 gl gl Sikail 8 A |
machines clean and presentable? ¥ AR
3 1. Yes E ani 1 3
|
0 | 2 No | w2l o
\ If ‘No’, please specify “Why / Describe how the | DS S e b 1" 2 Blah e IS el S 3
| area was unclean:
!

b. Were the ATM and CDM machines functioning?

P T PR I RS SV JIER-T RN

3 1. Yes

w3

0 2. No

OX

us 2 0

If ‘No’, please specify “the time at which at
which the ATM / CDM were nat functioning
(and specify which machine, ATM or COM):

3 e 4 IS0 T A S8 el e MHEY gl S
el g i dam ) Jaed ¥ Rl gyl N il eall

(g gyt ¢ Y

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

CATM/CDM 4ikie A 35 il g 33,5580 08 Ja 2

BT R bt T T R s X
:\-.-:Cq..l-' r:.& [ I T T ‘.u" A _adlv"'f

a. Was the branch air-conditioning fully functional
and sufficient?

r..\.a.;.:. '.._A

3 1. Yes D pid I 3

o |2 No O 21 ¢

3 3. Not applicable D% § Gy 3| 3
If ‘Ng’, please specify “the time at which at b am ol 30 B WY saa llad G MDY il el SIS 1
which the coaling was not functioning A S8 wasa

3 1. Yes

a1 3

0 2. No

382 0

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

i) Didaada” axa et e HE" gl SS 13
% L VLN T N W

b. Did the branch possess sufficient lighting?

4588 Splialy £kl adady JA

3 1. Yes

aaa Lt 3

0 2. No

B

.2 0

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

[aial Slaata" saa dllad e ST gl S 1
S S s aS aay
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C.

Did the customer have sufficient waiting space /
seating area?

Soaslatt ol Jpe BS 230 [ URITW AMS datias Srall SE 6,2

3

1. Yes

a1

0

2. No

O|R

382

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

[Midios) At s Alad e ST Sipadl S 1
LS S 2 kS n

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

1 E R (A1 A8 ol pall SUENY AL gy Ay o gl plhid S

Tah (Sl g (ollall) D1 A il )

a5

3 1. Yes ] ! a1 3
0 |2  No XN v2| o
If ‘No’, please specify “Additional comments / 1 byl s ft etk 1a AL ST il A8 1
. , . L ear gl fAdMHaa) T Slod s ol ydl DA
Descr\stje how it wasm?gfﬂcnent. | RS 5 A i
6
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5.1 Gresting of Customer

Ofop oy oy il 5.1

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

CE Al ) Alsha jeh AR Gaaddl o b oalllfeaa 31 5 0a

* Nogreeting / acknowledgement

S I I

Greeted within 10 minutes of entering

- S L

s Greeted within 5 minutes of e~tering

REPE N STV R U T I ENTENG . |

0
1 .
2
3

e Immediately greeted on entering

W iN = | O

S Jada g a8 }

b. Did the staff either / or:

fn el pdaly il gt 23 e L

a. Ask for the customer’s name?

Pt e S

b. Greet the customer by name?

Fradt S0 ae Sy i) oo

*  Yes, the customer was greeted by name /

J‘u_|‘:J:.JL~/W|_)SJ¢4J;uuL\_.=;)ﬂ|‘JﬁnHJ -

3
3 asked for his / her name d Ly
0 e  No, the customer was not greeted by m wad o Ly aly /aast 85 an By cun gl 2 ol U 0
name / asked for his or her name Lgasd ol
G OB ealiae] y "€ gall D s iy S D pall .
C. Did the staff ask, “How can | help you today?” e 3 e LA ": JL";J; L:
and Probe the purpose of the customer's visit? ~
3 1. Yes, the staff did this m S5 s gall a8 A cpa 3
0 2. No, staff did not do this O A il g s A NS 2 Q

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

yRalialfdaiial o sl A Ggedall 42y 3ale) &5 4 &

1. Yes, he / she was redirected on the

3 basis of his / her needs

Labial/afalial L (5) dpant 4z g8 ikt 25 ) coni, 1 3

2. (OR} The first staff member
3 encountered prabed the nature of
visit and assister him / her

e osanll 4y AR A0 g cals gall pedid ()2
aele }'D.‘GL—;_, SJLL;\H ;-I._-Ilﬂ

3. No, he /she was not redirected on
the basis

We courteous on the customer making

C . . k .
ISR e L el O

customer enguiry?

his / her enquiry?
0 + No, the staff were not at all courteous L__I A Ao Bl Bl S5y al S e 0
1 . :sz,rtlgijiaff were quite / reasonably D s fAL e Ay iyl Lt il s 1
2 *  Yes, the staff were courteous E G by S e 2
3 e Yes, the staff were very courteous D AR 403 gl € il ad e 3
b. Did the staff demoanstrate “active listening” on Flpad] el ¢l pliual® Lilh padl gl A o

* No, the staff did not demonstrate

| plied! il pall S
o active listening O il s all gy ol . 0
*  Yes, the staff listened quite / : . . e ore .
' Lalagl L g 4y oy il gall i) 33 ¢ pal
1 reasonably actively D e i poo 0 1
2 e Yes, the staff listened actively [H Lplay) wib pall o) 3l aei @ 2
3 *  Yes, the staff listened very actively O Aplaglh O S B gall st il cani e 3
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c. Did the staff appear confident? l Thal G Bip Al S Lilgadl B A S
; ¥ -
| *  No, the staff did not appear confident | 0O Ak e Byl o gl gl s US e
I ! e Yas, the staff appeared quite /
' | . G JE Ak a1y A1 I il gt e cpn
L ! reasonably confident I O i TP SE e e e
h T ; -
[ *  Yes, the staff appeared confident | E | LV < T VS V- VS-S R
5 s Yes, the staff appeared very confident ! D ! PR PRI < T - OUV-SL B
d. List the names of staff interacted i : T N B T B
with: I i it et LJ?"‘!] Cokid gt il JS.:\ L
; o M /Ms. O fenalle 11 AT ST
«  Mr./Ms. J 2 | Ul el w
e Mr./Ms 3 | i/ lai e
*  Mr/Ms 4 | PR T S R
8
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6.1 Staff Capability

OuiBgall i 6.1

ra. Did the staff frequently probe the nature of the

customer's needs?

TS KR el ] dak 0F skl ¥y B gt 43 a

3

I

| 1 Yes

a1 3

|

0

>

2. No

L/ &1

w2 0

If ‘No’, please specify your comments:;

wmign

|

|

.

NUEIEY SSS-CERCRAENIN L
|

b. Did the staff actively attempt to anticipate e . PP - -
Pouge st ialial fliedy Allad Al glaay il galt o3 A,
customer needs? SR R O Sty A8l 4 0
3 1. Yes m a1 3
0 2. No H % .2 0
H ‘No’, please specify your comments: RUNPY SN P PAPRL LEp K
c¢.  Were the staff able to cater to the needs of the dal 3 leae ik 9 e G OlalEa) AR cih pal) gliul (A O
customer without seeking the help of a colleague? T3k 30
3 1. Yes bYj axi 1 3
0 2. No ! A 2 0
If ‘No’, please specify your comments: Ul mliady A8 sln ) NS I
INT: IF the Answer Is YES , so the answer for Q
D should be Not Applicable
d. Woere the staff able to answer all / most of the
questions posed? Tha g oloalt ALY wlias fUS (8 ot cilbh palt plliiat W S
3 1. Yes ﬂ a1 3
0 2. No n 3 2 )
3 3- Not Applicable Gl Y .3 3
If ‘No’, please specify your comments: i Py o Sla 8" 2
e. If the staff were unaware of the answer to a ON A Al foae S e Al e 1,00 LB pall 08 Al 1 .z
particular query / queries, did they politely “ask a5l 3l dad fallalll ae 408 5 e 2SS Jai e ATV Ll Hie il
you to wait while they double-checked with the
system / a colleague”?
3 1. Yes O axi ] 3
0 2. No | 3.2 0
3 Not Applicable . Galaiy Y 3
if ‘No’, please specify your comments: -l rlaaly o8 sl U8
9
+ +
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| 6.2 mmwmm LSS S A R M%"%NWM 2
| a. Overall, was the staff well-informed on Bank ! Sl y ul.u.u A.ih.'u Ahans Sle glae il gall g2 S A ple J,{..... !
| Dhofar’s product and services? | * Lils oL,
o ¢ Notatallinformed ; D Iy Lo Diegaa g e 0
; J e  Wellinformed on at least a quarter / a el it L e
1 { few of the products and services _ : 4 o ! [0 J;.,_..a:j "'u\ ¢ 1
1‘ discussed ; ' s .
\ 2 ‘ s Woellinformed on at least half of the | D B Tty et Cheal e ) o s e 2 |
' products and services discussed : ‘ LiT . !
¢ Well informed on at least three- - .
‘ Shatiall e a8l b el A3 WY1 el
I 1 quarters or more of the products and | &' rliad e 8 &‘f ~ ,"’1 -"L"“l:' * 3
\ services discussed ¢ a ?

List the details of the “main purpose of your visit” | ;
(as per SECTION BJ; rate the staff on the level of ‘ 5
“product / service knowledge” in this area: !

l-—nialvi_;).‘hm)"EJQJMV.HJJJ\JJ‘J\"HM;&NPJJ#u
alaadd) p Ciladladly Jh.nal M_;I.J] ,_g_,a...u"u.b wlh}d\fgruldu (H
uh.udnhqa

INT: LIST THE CODE FROM SECTICN B.

S ) o 50 G 8 (laly

i

0 s No knowledge at all | SV L Ay Y e 0
*» Wellinformed on at least a quarter / a o
Ciladd?l y Taatial Y| = J
1 few of the products and services AT m e ‘F,jm:h "L"]‘ * 1
discussed s
s wellinformed on at least half of the & o ieal y Slatidl vieal e BYY e say e "
praducts and services discussed [Pife o

o Wellinformed on at least three
3 quarters or more of the products and
services discussed

g O 00—

QL;.Q.]\J:}S}J\E'.JJ@_E‘)”}P@ .
L2l o ) sl

¢. Did the staff attempt to “cross-sell” aother products ilasd g ladial * ALaY! it G WGl A gy Gib gl 43 8 0
and services? \{6 gy
0 e No cross selling at all O LY e eyl ol e i i o
1 s Cross-selling after a lot of prompting M| AR WA Ve LU R VR TON QU T PPTAL S 1
2 . g:z::,:::l:g after a little / some I:] N Jia) n ) 3y mY) g e 8 0 5
3 * Immediate cross-selling attermnpt m S e Loyl andl Al 45 . '3
d. Did the s'taff explain W:w Bank Dh_ofar’s producf's N gl B oL St g e 50 gy iyt t
and ?erwces posse.ssa Comparative advantage P &gl e 8 g
relative to competing banks?
3 1. Yes B\ a1 '3
0 2. No O %2 0
If ‘No’, please specify your comments: ) mlads A pla " US" VY
10
+ +
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Did the staff attempt to provide “complete !
information” on Bank Dhofar's products and
services, along with relevant literature?

Slatd y Gladie o AL Sl gl il Y & jlacy il gl 5l 6 2
TAlall Of3 Skl s ik JL

INT: LIST THE CODE FROM SECTION B.

S i Aty A s ualy

o

0 * Noinformation at all D ey o Jiagae ¥ e .
» Information provided on at least a f i G Sa g e e fasy 3! e sn! e |
| quarter / a few of the products and | [} ‘ ! ;&' . e - 1
i . . ! .4....!...4 r;. __’... Walalas K Sl
i services discussed | \
| 2 « Information provided on at least half | D il ATy Zi vl cdead Y _,L ¢lac’ ® 2
of the praducts and services discussed | e e
e Infarmation provided on at least three \
i by glai A5 A |
3 quarters or more of the productsand | [ )L:ML_,..: ? i i ua .‘{‘—f.‘: * 3
services discussed # ’
3 =  Not Applicable Gula Y e 3
f. Information on relevant procedures, Pllall S Aot ARy il aTiasal) g (T el ARG Sla plaa L
documentation and follow-up method?
INT: LIST THE CODE FROM SECTION B. O a0 Ay pE 1ty
0 e Noinformation at all O Yl ke Slagla¥ e 0
+ Information provided on at least a a Vo
ul-idl.hh_,;ml;,.d,ﬁh[c.uj‘)ﬂ_fhdhni .
1 quarter / a few of the products and D el Nl .on 1
\ ik Slaadlly Dlaiialls
services discussed S IR
2 » Information pravided on at least half D Zilaial ALakadl i glaall wdeal B Ao ol e 5
of the products and services discussed islis &5 Al Shaasliy
* Information provided on at least three . - .
o t e L gl Bl AT A Uac !
3 quarters or more of the products and [X uut‘{‘ﬁ J\&_. T f ",:;.f] 2 * 3
services discussed H ?
3 + Not Applicable GdauY e
£ Did the staff attempt to acquire more customer Jal e Sipe Ty Allade SH Sl glae 4D _aad L paay B gall o8 Ja
information so as to follow-up at the end of the visit? Ta A A (A Aalially Lal)
3 1. Yes O a1 3
0 No B X2 0
lfgi\ please specify your cgmments: 2l ) liads o ela ) NS 1
aid Qell. Al nujf Ndme . W'“(‘:j*f Puradoen |
11
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7.1 Timeless o) 1
a. Waiting time on entering the branch, before ‘ o s gall (pld pall ae LeaTl S8y g il Jpha 26 LYY D))

dealing with the frontline staff:

HENELL VR R B U

L
i

1 INT: SPECIFY TIME IN MINUTES:

PSL LT UL JU JEYPRPILYCR

|

|
0 ¢ QOver 15 minutes i EI A 15 e K e a
1 ! s 5-10 minutes L D ! H10-5 e 1
o2 i «  3.5minutes : D Fa:5-3 . 2
3 J s Under 3 minutes E SO A R e I

to be fulfilled once reaching the counter:

b. Did trje customer feel like the queuing system . Sy Gy ieall 3 ABIY) g i At b Lo
functioned properly? |
¢ Queuing system did not function at R
0 " &3y | GNBY! 5 ety ¥ ieall i DY S e 0
s Queuing system functioned, but it Dt ; L e T
, ¥ il LS5y aUad
1 worked with a few impediments D il s e 0819 Gy oSl e !
2 *  Queuing system functioned and it ] Juad (2 &y Gy ! B LY Bl ) e 2
worked quite easily and efficiently Lo da I
3 *  Queuing system functioned and it E O g Al &L g Juty iall 3 URTYI P35 e 8
worked very easily and efficiently E
= Not applicable D VNI ) -
c. Time taken for the “purpose of the customer’s visit g A Jpea gl 3 G5 G bk ApD" Jal (e d3S1 28N
:u i )

INT: SPECIFY TIME IN MINUTES:

12

R e Sl saa raly
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H. Additional Comments on Visit 131 50 Adlaial) A8LLY) Gla Rl 3
(If any): (s )

.
x

aheuld P«J netme-

WAL ak,-'a,LQab’ €

-
lzzl,?dukn

End of the Survey Thank you very much...

T ST IR R TR Oy
L“‘;;a-‘: iql ',J..},h% e*vi?-'.» Ay o
G. TOTAL Branch Score
(Total unweughted branch score, summing all sections):
b P : Total PolmsSwmdlnthh Total Points Allocated /
| Section - | Parameter Under Euluatlon e Area: Paca At
c Branch Presentation and Customer Facilities
D Greeting and Soft Skills of Staff
E Staff Capability, Knowledge and Cross-Selling
F Timeless
~ TOTAL SCORE
£kl Bl £ pana £
(pdY! S man op il dan jall a2 LA £ gan)
Salad Aaadad) WA £ page speaill B Ageadt WAD £ gag-e o Joh) o3y cgall Julall pashl)
Sl Aadiall gl g Bl wpiG &
OB pall O} a0 <
qjhé‘;’lb\ﬁli._llﬁ_,d}u"u.mﬂli*\i z
djl r
¥ Bl g gape
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