ol7]9}7 * Em M@ :
4 \ PROJECT: Money
SHOPPER CODE DATA ENTRY EDITING ; SR. 4
Name Number Name Number | Name Number
IL-! &lscc’rn | | |
. > o|
'&-Jﬂ
s‘!\‘ ) J:.S_.J n._zLd_,ll.nJ Jn_‘s.J‘ J_,‘....‘..A.ll' Do
A eyl A3 atit ad =
A. Details of Visit Bl Jamalds o
Bank Dhofar o | Jrown
Bank Muscat M| hi dly
N National Bank of Oman O ran! iyl il 4Gl el g2 SR o
1. Bank Visited
HSBC-OIB O HSBC-OIB <Ly
Bank Schar H e il
Other Bank: Ay
2a. Branch Name Si‘ M\S‘) Foit el 12
E . Ay o
2b. Branch Area ) ’ & gl Al 2
3. Branch City SA‘-""’\"‘& a3
4. Branch Region DC'&K\“\ \ u{o\ Lk 4
Day | Month | Year e I T N ax 6
5. Date of Visit
AC | 9 | 23 ! |
Hours | Minutes Jedu | e Lt
6. Start Time of Visit — sLshincd, §
A4 5¢C
H i A8l Sle Ll
7. Total Duration of gurs Minutes & = o
.. U s T
Visit 0 l 2— :(_




Opening a Savings
or Current Account
Saving Scheme

General Enquiry relating to a

- |
specific Product, Service
and/for Facility Educational Loan
$NT: SELECT AS RELEVANT AND/OR -

SPECIFY DETAILS OF Credit Cards
Double your Salary
Offer

Youth & Student
Account
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— s 1 it
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..__;:Ua]l_, \TaL_n:!'l aleas

X
O
O
O
O
O
O
O
a




41 Was Customer Parking Instantly available for the
Mystery Shopper? -

Yl o 8 e ilge RSB Jguial 339 S0 4.1

TR .
LT AT '--t.“ﬁ' N
T NSRS P T AN

Was the branch premises clean?

3 1. Yes E ‘ -1 TL 3
2. No aE w2
5 i. Specify: ' : o l
‘ ]
ii. Specify time taken to find parking: ____min. HEY by S A )

4.2 Entrance to Building nll N Jsiad 4.2
a. Was the Entrance Clean? i Jaaad o8 e )
3 1. Yes E_ a1 3
o |2 No O 3 .2 0
If ‘No’, specify “Why / Describe how” the SRS Gyl /3 aaa i e S Ll galt S
entrance was unclean: nadnd e Jaadl
b. Was the Entrance Convenient? aite Jaid) 8 4w
3 1. Yes E a1 3
0 2. No O 2| 0
If ‘No’, please specify “Why” the entrance was adie Jaadll 08 P PUTPRRES LA TN LK)

inconvenient:

3 1. Yes

0 2. No

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

Z0E M i y! S0 daa AL e ST el S 0
Al e Ll




+ +
n — =TT TG o RN SO EAIRNCE MM
44+, Branding Materfall v 7t BT e v gt L,-.._a-;..?. N

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

!
:
Co3 1 ves [y mit| 3
o | 2 No HAi 262 0
; { if 'No’, please specify “additional comments”, [ il Saaa M ua Sld e MUST el S 1Y
\ if any: . . Tlay
: i No Gy b\ﬂ«héll’-dl malumﬂ
\ i U J \
| i
; b. Pamphlets, Leaflets and Brachures on display? ! S it y ZALESH e e a3 A
3 1 Yes m a1 3
0 2. No O w2l o
If ‘No’, please specify “additional comments”, IR A" s Sllad eSS el S
if any: Wiy
c. Branding material up-to-date? falaa Ay ladl Sl dge b S
3 1. Yes by w3
0 2. No D 382 0
If ‘No’, please specify “additional comments”, Ol el liaa St sas lloas IS L gadt S 1
if any: sy
ke ,.; o

a Were emploees present at over Qo%of the branch é!\,j-,j H.ﬂsa ;l» &JM Q-lhy e %90 Con ) .q.l,., uu d,n {
desks and counters? LCWNES)
3 1. Yes | 1| 3
0 2. No Jra) w2 o

If ‘No’, please specify “additional comments”, O Al Sliaa et sa el e ST L) AS 13
if any: 2
I NN WAL, Ew\./O/‘f o Oar { ﬁ*zi'«d en 3 dfdﬁﬂ M l(:b
wma_qb{' (Al e:w f\,u (] -.:J(-/ .
b. Were al! / almost all othhe staff neatly and P . . .
T : Cb palt alima /0S8 S A,
professionally dressed? 3 wlie o) G > foS s A
3 1. Yes 124 1 3
0 2. No O B2 0
I iu' R ;'u:-;:*‘n !| 2 e L TRISY 4 Yo l.';'|
If ‘No’, please specify “additional comments”, G Ha el o Rkl i
if any: e
c. Were all/almost the entire staff wearing name € iy L5 peny (gl gald T f JE IS A L
badges?
3 1. Yes I:] a1 3
0 2. No B 221 0
If ‘No’, please specify “the approxirnate Sl i gall o G5 32al dan Sk e MHEY Calpadl S 1S
ny be,{ of staff not wearing name badggs: . el Sl e Y |
e W&J_Lgﬁu.ﬁ.bd_amﬁ.iad_g W

s d “\1’ yu){ al - ~
. s e .
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£6 - ATMand COM machines * 43, .5 )

a. Was the area surrounding the ATM and CDM

R s

TR

A G R e 44|

UﬂJ.&JthM\&U,ﬁ“JVN1u\H‘ QJ‘A'I hjul Ll ‘_;Liun l

: machines clean and presentable? ' ¢ paall
r 4 i .

! 3 ; 1. Yes | E i 3

Il o | 2. No O K2 0

f L If 'No’, please specify “Why / Describe how the S8 oy M ana i e MUY el RS0

: ! area was unclean: ETER R O

]
'
i
i

b. Were the ATM and COM machines functioning?

a0 RN EIANYy AT i jeall Bl SIS

1%

3| 1. Yes | a1 3
0 2. No O w2 0
if ‘No’, please specify “the time at which at Fieal g 185 0 B 0 saa Ll e DS" ol gadi SIS 1S
which the ATM / CDM were not functioning el 4G 31 aa ) Jaad Y S35 F a1y YYDyl
{and specify which machine, ATM or COM): .(.,sm]‘ FluY gt W
. Was there sufficient cooling in the ATM/CDM area? TATM/CDM dihais 8 32 Sl g 300 S8 06 &
3 1. Yes | i1 3
0 2. No D a8 .2 0
3 3. Not applicable E Glew¥ 3| 3
If ‘No’, please specify “the time at which at 18 Jans o g3 G0 e Sliad e ST Ll galt AS 1)
which the cooling was not functioning o K ikl

-z o3 W“ﬂq -‘l"n,-’\“‘t- '1‘1-.3

aiend | -

Sranch-Apbien . :
a. Woas the branch air- condltlonmg fully functmnal

and sufficient?

v v h
LR T o
L Ar 8T e R

‘,L-'“ AT TN

Pty s SO Jary q-Ui-“ ‘-'s'-’n-“ ulsdﬂ 7

3 1. Yes and 3

0 2. No O W21 0
If ‘No’, please specify “Additional comments / [ragilet Slhaat saa Sl e MEET L yall S 1D
Describe how it was insufficient: S S WS ey

b. Did the branch possess sufficient lighting? AR Gty £ A Al A L

3 1 Yes | 13

0 2. No O w2 0
If 'No’, please specify “Additional camments / Jlailal Dlsadiat e dllind e MUST L gadi S
Describe how it was insufficient: S 0% A S !




Did the customer have sufficient waiting space /
seating area?

Tomaial) 380 e ilS 208/ UEATND 488 Aalice Jra™ S8 4 S

Yes

md| 3

No

382

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

[l Cilaa e ata b e UG et S 1
S S A i i

- -— -

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

e £ A CA13 A8 g pall SIGENGH AL ppeas iy 1 g 0 LRSS A L
hanil el g (O] i Sigsh aliia N Ak G

Yes

e

No

KO

¥.2

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

oyl y fAgsl Slaa " dia Sliod e ST il el SIS 1
S Sl Al
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5.1 Greeting of Customer

+

Ol 3% oy i 5.1

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

TE Al N Algaa g Al Gl o ch Al a0 &5 06

e No greeting / acknowledgement

e L

s  Greeted within 10 minutes of entering

sand taal e BE 10 A s 5 e

Greeted within 5 minutes of entering

ekt i e BL 5 UNE eya Dl e

g
1
2 .
3

s |mmediately greeted on entering

0

1
T
2
3

Gl yhi B i e

b. Did the staff either / or:

HaTB Ty | FTETSERE - PUU P T3 R

a. Ask for the customer’s name?

?_;_au.‘l (.__.I o __‘Hv._.. I'!

b. Greet the customer by name?

EL PRl N VEL FRENp

. Yes, the customer was greeted by name /

FIE WL I TUUS R COF U TS, PRI i - PPE S

3
3 asked for his / her name D ga
0 *  No, the customer was not greeted by E‘ RUNUILPING SPIP JY S DUPL I ARG TPV, FRRIVER I T S TRy 0
name / asked far his or her name ! ol
i O ealied] g "%p ] A lae AiCa o BS" i pall :
c. Did the staff ask, “How can | help you today?” l 3 e b ‘”: JL', ,f; L:,
and Probe the purpose of the customer’s visit? *
3 1. Yes, the staff did this O Ay gl 15 i) a1 3
0 2. No, staff did not do this X Ay i gl s o) NS 2 0

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

NTakialfadayial o sl AdD) Jaaia) a2y sde) 2 b L&

1. Yes, he/ she was redirected on the

3 basis of his / her needs

Wialial/alagal I (3 penll a S 52ist 39 ) cpal 1 3

2. (OR) The first staff member

Of Jaaall 4y A A g il gt i (4) 2

ds

3 encountered probed the nature of D Waele foaely 3 sl 3
visit and assister him / her ) B
3. No, he / she was not redirected on
0 she was not e ]

Lelalial/alalial I s ol Salel 30 o0 38 3 0

oy

customer enquiry?

: e . . wr e, g TN e
a. ere the staff courteous on the customer makig Sl 536 s RS 0 0 jlaakiod) 5. il o gall 1S A
his / her enquiry?

0 e No, the staff were not at all courteous | [] A e g B gall %y a1 NS e 0

1 . ::Z,r::zj;aff were quite / reasonably D Ba [l gk Al it gl L3 i pal @ 1

2 e Yes, the staff were courteous @ Jul il gl S i e e 2

3 ¢ Yes, the staff were very courteous D AR sk il gall JS il cand @ 3
b. Did the staff demonstrate “active listening” on Thpadl il " olal sl Cilb gl Bl A o

¢ No, the staff did not demonstrate

=l } Li..‘\ ..55 1} .35 O
¢ active listening D il e -+t oy ol *
*  Yes, the staff listened quite / ’ . P . s
‘ 1 Al idh gl 1l
1 reasonably actively D ol G [l g 43y 0y iR gl s e ® 1
2 e Yes, the staff listened actively E Lulag! cili gl sl 22l ians @ 2
3 e Yes, the staff listened very actively O LT e 30 B gal ol G pai @ 3

~




Did the staff appear confident?

.

[}

Taedi e By Ad] e il gl g A,

No, the staff did not appear confident | D \

il Cpa By Al e il gl el ME e

Yes, the staff appeared quite /
reasonably confident

i . P o AT, r '
iﬂi J&MMWJ‘IJM1LJ:“—‘“)“|P‘F-‘

Yes, the staff appeared confident

Ak e (Bl S e gl g e e

Yes, the staff appeared very confident

s e S Bl e g g ek e

List the names of staff interacted

T

T alars i&:\:'ﬁ _‘,._.i'n'_,.ﬂ P JS.‘i =

. - ¢l
Mr/Ms. Dimasa v I # roe 1 Lol el e
Mr. / Ms. U 2 Loayaal .
Mr. / Ms. 3 Lou/ ol e
Mr. / Ms. a oyl e




6.1 Staff Capability . Cyyhlh gall § b 6.1 |
a. Did the staff frequently probe the nature of the ¢, 050 IS5 Gl Slalha) dapb 8 bl B gall o6 Ja )
customer's needs?
T
3 L Yes | a1 | 3
o |2 No [ % 2 0
\ If ‘No', please specjfy your cgmnments: RETPY W VPRI LN
‘ ! ' L?F\ } é&—"'
b. Did the staff actively attempt to anticipate | o . e g Telit vre .
o 1 Zla 1, Tt ASlad Al Jlaca LAl5 gall LB .
customer needs? Gl Slactal iy yhaay il gall W8 e
3 1. Yes M| i1 3
0 2. No _ X 38 2 0
If ‘No’, please specify your comments: 3 rlaaiy 8 el U8 1Y
: g "l e
¢. Were the staff able to cater to the needs of the 22 Baela cilh 9 G g 3 Sl Al i galt pladol 6 S
customer without seeking the help of a colleague? a3 30
3 1. Yes E a1 3
0 2. No O 3 2 0
If ‘No’, please specify your comments: ) il o fla ) NS 13
INT: IF the Answer Is YES , so the answer for Q
D should be Not Applicable
d. Waere the staff able to answer all / most of the i _
questions posed? T gkl ALia¥) alima [0S (6 Asla¥l cib gall plaind Ja &
3 1. Yes O UERS | 3
0 2. No [g 9% 2 0
3 3- Not Applicable Ghu ¥ 3 3
If ‘No’, please specify your comments: i) el sla NS 13|
%_L‘_"[aféﬂ__ﬁ:w_ahtmf, ’\Ml oot o
WOl ~ < she hao’td duall hinww
L
e. If the staff were unaware of the answer to a DA hima il o e Lo Ada¥) o |00 A pall 0% Pl
particular query / queries, did they politely “ask a3 aal felBi e A0 8 e 28l Jai cpe GBI Gaigss dlie Gl
you to wait while they double-checked with the
system / a colleague”?
3 1. Yes I:l PR 3
0 2. No a %2 0
3 Not Applicable K Salaiy Y 3
If ‘No’, please specify your comments: e ey o8 £l PS03
5
+ +




iy

R AN R T
\v.ss""ij "'”- ""-'r“-;lf'. r“l

a. Overall was the staff weII mformed on Bank H‘--‘-'-J Hl-uw ‘*-"-“3- Aime *-'LnJ-‘l- HE.HJ‘ s S8 O ple c,li--' }
Dhofar's product and services? ¢ B oL,
a e Not at all informed D ALY Jo Slagaadl al e Q
¢ Wellinformed on at least a quarter / a T g .
ettt g il e | i ‘)” J
1 few of the products and services D 4= o A ‘F, “’ _""r' g ¢ 1
| PR kPR
l discussed
: ¢ Wellinformed on at least half of the | o S eally Clalidh dheal e BV e Al e
i 2 . . B | iR 2
| products and services discussed ; P
e  Wellinformed on at least three-
Lo il il A i
3 quarters or more of the products and | [] = Sl e e g e 3
. . Ll ia ?.J n_u_.:;..|_,
services discussed
b. List the details of the “main purpose of your visit” pealh g 5 2 LaS) MBS a0 J—‘-l-"'u Alais 4asy L2y b
(as per SECTION B); rate the staff on the level of "Slasidl g Sladialy Faldat A aall 5 g B (b gall m‘-ﬂ P’J He
“product / service knowledge” in this area: Adhid) oda A

G el G el A5G o8 12y
INT: LIST THE CODE FROM SECTION B.

0 * No knowledge at all D Y o play Y e 0
e Wellinformed on at least a quarter / a
Latall y Slatiall Sa LN faag e B
1 few of the products and services [:] = ’ oo e e T _"k' ::"' ¢ 1
discussed
5 e Wellinfarmed on at least half of the E A A heaalty Sl cheal e S Lle aday e 2
products and services discussed Lyl
+ Wellinformed on at least three . -
Cilatidl e A8 gl gl A0 B
3 quarters or more of the products and | [] il e A E'W v . ::_.m :k ']E ¢ 3
services discussed

c. Did the staff attempt to “cross-sell” other products Gilard g Cdatial M ALY Al o pLAL A gla Lili galb o1 Ja S

L4

and services? ¢ 5l
0 ¢ No cross selling at all E AaY! e Mo el ey ala ol e o
1 s Cross-selling after a lot of prompting O O e (e 580 g ol aadt Dby B @ 1
2 . E:gg:;::lrl‘l:g after a little / some D i) oo S iy Y ol B a3 o )
3 + Immediate cross-selling attempt D il e da adi Agag i e 3
d. Did the s'taff explain Why Bank Dh.ofar‘s producis AL ] D 2y Sl g e 130 7y i) o 0
and s_ennces posse.ss a “Comparative advantage il i) e s gl
relative to competing banks?
3 1. Yes | a1 3
0 2. No b % 2. 0

If ‘No’, please spe;ify your comments: il ) ey 8 play MUST 1)
1€ a/’\rvd Qlcﬁf i ! lckhkﬂ *

10



+

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

Sladd p Sladie (6 "ALKS Sieglae Sk Y AL gaay il gl p 0a 7
falall b st e Ui iy

INT: LIST THE CODE FROM SECTION B.

S aedl) e el A5G o ialy

T T -~ ;
0 s Noinformation at all i [ SNV Ll clgaay e 0
T
* Information provided on at least a ' PR . PR
; . Gl i gl e (TR fag BN oy
1 ' quarter / a few of the products and D e “ﬁ' /" _“’_J., “"‘ “f * 1
! . . ; B R
! services discussed
9 ' » Information provided on at least half : E Tl A Sl yed head BV LB cac, e 2
of the products and services discussed ° rdlia a7 Bl Dty
+« Information provided on at least three Clayad) e g gl B N e el »
3 quarters or more of the products and D e S T el Catidle Al 3
services discussed Bt 2 :
3 e Not Applicable GuaiaY @ 3

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

f.  Information on relevant procedures, faliall 1) Aagliadl ARGy SlaTieeall y ilp) Yl Allada Sila glase .r
documentation and follow-up method?
INT: LIST THE CODE FROM SECTION B. G ikl el ARG 5 1 Zialy
0 * Noinformation at all D Yl e Slasiaay e ¢}
* Information provided on at least a .
L) Silagladl o QI faa) JAY1 e clac! @
1 qualtter/.a few of the products and D e o5 A el Tl 1
services discussed
e« Information provided on at least half m Silaially dleiadl e glaall cdeal B e dlae!l e
2 . ) Cerga e ey 2
of the products and services discussed LiiBlia 5 A Claasdl,
¢ Information provided on at least three . . .
Tiaglaall e ST gi gl A A1 e slae! e
3 quar:ters c?r more of the products and D WiBia 5 Eilasally Cilaiialy il 3
services discussed
3 ¢  Not Applicable SiisY e
g Did the staff attempt to acquire more customer Jal e Gl dllane A8 la plae Adjeal Al glaas B gal) o8 A F

T Jush i b iy ol

3

1.

Yes

a1 3

0

2

No

X0

22 0

If ‘No’, please szecify your comments:

AL, i 8 ol NS 1

«z?j{t;;jfb .

11
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7.1 Timeless

+

<l gt 7.1

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

o g gall G padd aa Leladll [y g il Jpds 26 LRIV G )
2 Aaail) adlga I8 /el Bad)

INT: SPECIFY TIME IN MINUTES:

' 1R e Sl 22 laly

0 s Over 15 minutes 1| i? 315 4 < e 0
1 »  5-10 minutes 0 0105 e |1
2 e 3-5 minutes L a Si5-3 e 2
3 ¢ Under 3 minutes | EI Bl a5 e 3

o

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

Oppaas Ll Jany huall A B S a3 Ak A

e  Queuing system did not function at

° all . BT e Jamy Vel I A O e 0
. ueuing system functioned, but it ., . . - .
1 aarkedgw:(th a few impediments D il odg e Ry Jaty eall B B A ) e 1
2 »  Queuing system functioned and it 0 Jlad IS0 g &L g Sy —iall Lty slas G e 2
worked quite easily and efficiently o
3 e Queuing system functioned and it ] JShy AU A gy Sy el LTy Rl g e 3
worked very easily and efficiently Jud
+  Not applicable | RRRIEN .
c. Time taken for the “purpose of the customer’s visit Ay ) dgea gl 30 Gl 35 sk A" Ja) (e 33501 A gl
<" dasill

to be fulfilled once reaching the counter:

INT: SPECIFY TIME IN MINUTES:

:Jﬁﬂ.\:l [Py I:IiJn EETY ::nl._l




+ + +
' H. Additional Comments on Visit 30 Adladal) 4ALGSY) Cila yThall A
(If any): (a2 3

Provide— ‘7“““J 7”0”""

End of the Survey - Thank you very much....
p PTG g

- TOAL Branch Score T

i) g

Tl '*’«"""""1?‘1*‘5!&71 ¢ TR wn.s

}ijh *\i PR SN gt Tt o B . v

(Total unwelghted branch score, summing all sections):
' Section : | Paramieter Under Evaluation. Toral Polnes Scoredinthis .| - [Total Folrss Afocated/ -
c Branch Presentation and Customer Facilities
D Greeting and Soft Skills of Staff
E Staff Capability, Knowledge and Cross-Selling
F Timeless
S50 TOTALSCORE

(Pd¥) S gan op ill dan pall e Ll £ yana)

g Al Bl £ paa £

Jaal) aaad ot WA 9 gages | ipuaill B Upeadd) WED £ gags b oy g Jalall | pedB
O adhall Sl y £ RN pais <
Gl pall S e g o AN <
AT 2l Lles y 438 aay (ilh gl 328 z
o gl z
.:;‘-:' , ' ‘-mﬁ-"*.‘
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