EEVE)

- (LT : *
PROIJECT: Money
SHOPPER CODE DATA ENTRY ; EDITING [ | SR.#
Name Number | Name | Number | Name | Number !
. ' | i ) ™ . !
J
:g_’):h&:‘
A . ‘i o : ,
: ,{-.»l : S 1 Zia glaa LA et g
i oy o il | v 3 — |
| f
! ! 1
A. Details of Visit Bl Jaealds -
Bank Dhofar ] s Ay
Bank Muscat E Ll Ay
N National Bank of Oman [ ol e gl ol RERACH I
1. Bank Visited
HSBC-0IB |l HSBC-0IB <L
Bank Sohar O Jaa Ay
Other Bank: DAy
2a, Branch Name gm bﬂ CUY\C,Q\/ gl i 12
2b. Branch Area Al Afte gl e 02
3. Branch City SU’L/ G 3
4. Branch Region Q\ ghafqtyq Lhiadl 4
Day | Month | Year Adadl [ el [ LEEBHIFYI
5. Date of visit
A ] o | 2013 | |
Hours | Minutes i | e Ly
6. Start Time of Visit iy oi, 6
! 15
H i Bl JERPII]
7. Tatal Duration of urs Minutes Sa s o
Visit 0o | \b ol s 7
1
+ +




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

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

Opening a Savings
or Current Account

Savmg Scheme

Housing Loan
Car Loan
Educational Loan
Credit Cards

Personal Loan
Double your Salary
Offer

Youth & Student
Account

Mgl Raad e i Bada ple ladinl 2

- "‘ ;
4 il Jpalis 3 g f p cuddall jSa0 sdaly
FINEL




8.1 Was Customer Parking Instantly available for the

Mystery Shopper?

Tashl e B e i ge AAD Fedall 233900 4.1

3 | L Yes X w13
? !
2 No gmy .20
| i. Specify: : ‘ ea
it. Specify time taken to find parking: min, i il ga dagy 2 Wl i e
4.2 Entrance to Building ol (D Jeiall 4.2

a. Wasthe Entrance Clean?

gl Jasdt S )

3 1 Yes

a1 3

Q 2. No

L34

us 2 0

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

S8 S ey /IS sia il e ST gl S

gl 2 Jaad

b, Was the Entrance Convenient?

Tl Jiaall SIS b o

3 1. Yes

a1 3

1} 2. No

O}

2.2 0

if ‘No’, please specify “Why” the entrance was
incanvenient:

T D ST T

Tl Jasd! S5 A M3 sas ¢ ST el S 1E

5?'5"1.@1% ."'F::..- o ms}f-\l:

Was the branch premlses clean? Tkl p Al e 1S A
3 1. Yes va 1|3
0 2. No O 2| 0

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

S S s g Sl 3 Sl e "M gl S 1

gl 5 aal




+

as

BrandingMaterial - . U o ]

+
YRS e e .’_‘";i. .

e 3 ”_‘WTMM

! a. Posters f Branding material present on doors, walls

and windows?

*‘.1:\_,...1_,qu.-...| ol s e Ay lad Slade [ Ciiaale 32y O L)

3 1. Yes a1 3
5 0 2. No ®21 o
i If ‘No’, please specify “additional comments”, ; bl Sisal tia Slah e MDA Dl gall DS
; if any: i Ty
! 1

i

i

b. Pamphlets, Leaflets and Brochures on display?

Ol A g Kl e e a3 A g

3 1. Yes E a1 ‘ 3
T
I
0 2. No O w2l o
If ‘No’, please specify “additional comments”, Ob MRdal i S o ek ST et IS
if any: e )

c Branding material up-to-date? P00 Ay lalll CAdlad) g A
3 1. Yes R 1 3
0 2. No O X2 0

if ‘No’, please specify “additional comments”, 2 Al Sdaa et saa Sl e SUST alt SIS N
if any: Day

vw'f:ra
B Akt Yoz

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

TSR

R T e W
PR A B e o3 DY AR Rt AN S

ek Lk
allgay agSla sl g g Al B ge e %0 [a A 321 8 SIS A

desks and counters? faaadl)
3 | 1. Yes O M1 3
0 2. No B W20 0

if any:

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

2 mﬁﬁo«m» Wl ppa)Cn]

e

S Al Sildaa et saa Slliad e MUE ) galdl S 10

ZCJ-\.}J

W

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

iy e ol (1D Ophl gl pBa [ S S b

3 1. Yes ™A 1| 3
0 2. No O 22| 0
_ . " Ol sl Slaa et daa dllad e MHEY igaldl SAS 1M
If ‘No’, please specify “additional comments”, oo == D I _:u:
- >3

if any:

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

Tadlanits SILE O phadsy (bl pal) plima [0S A8 A LD

3 1. Yes

a1 3

0 2. No

[k

382 0

Hf ‘No’, please specify “the approximate
number of staff not wearing name badges:

JUTE LTV ST C P RESENIE L PR L NN [ LT

';‘.‘L.aru Q|_;L.: JH'Y
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+
Ry W

4.6 ' ATMand COMmachines *i\ "¢, (4, il |

1y e agSRA L "l weﬂ'“

| a. Was the area surrounding the ATM and CDM

U“‘J-‘!“.}mle""‘y‘Jngh-‘\}“‘“J‘-ﬂ k}“‘h&ﬂl‘_‘d@ 1 !

i machines clean and presentable? ¢ bt |
3 1. Yes E axi 1 { 3

| 0 ¢ 2 Ne O w2l g

; If ‘No’, please specify “Why / Describe how the : LS heay /A 2aa Sl e IET L gall S N

area was unglean:

|

b. Were the ATM and CDM machines functioning?

Toand g0 £yl y N Ll juall gl cas g.t -

CAC TR WS [ 0TI I3

il o Yt i g, it B

“'*f.i TR

i S i
Was the branch air-conditioning fully functional

3 | 1 Yes X il 3
0o | 2. No O w2l o
If ‘No’, please specify “the time at which at Bl Ad &5 A ,Jl RN EREPQE R SUPIIL L L P I LY
which the ATM / CDM were not functioning Sl G gl aesg) Jaad Y aE g ey Y1 G el
{and specify which machine, ATM or CDM): (,aml gladi o LY
¢. Was there sufficient cooling in the ATM/CDM area? CATM/CDM 4dbi. 8 2 Gl ¢ 4,080 218 30 o
3 1 Yes E eri 1 3
0 |2 No O X2 4
3 | 3. Notapplicable 0O Gy¥ .3 3
if ‘No’, please specify “the time at which at W Jaug ol 530 B saa Sld e MUSY o galdl S0
which the cooling was not functioning e U8 Cakal

. B

LA G

Ip o S r-ap,; - 'W”‘T‘f""‘\“’?ﬁ”ﬂ

e . - o 1 W

"u‘l&\,m‘}&u&qwi”ﬂ Sl ks e
and sufficient?
3 1. Yes E axs 1 3
0 2. No 0 w2l 0
If ‘No’, please specify “Additional comments / [l Slasaha" saa Aliak e MUST el AE 130
Describe how it was insufficient: - LU TR WP
b. Did the branch possess sufficient lighting? AMS Solialy p A1 piay A
3 1. Yes X w1 3
Q 2. No D NS 2 a
If ‘No’, please specify “Additional comments / JUAdal Slaa it saa Hlad e JEET et D
Describe how it was insufficient: el % Al aS caay)
5
+ +



+ + +
c. Did the customer have sufficient waiting space / ‘ o ol e e S 3 /AN AS Al Lol S A S
| seating area? . :
3 1. Yes E\ a1 1 3
0 2. No N W2 0

t

i
;
|
I

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

I
i
I
!

D Diaatia” tia Hlad e DS el S
S 8 s S e

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

1y B A1) A8 g palt ISR A gy Ay G (3 plRI) O

Tl Ll g (OEL) S S0 S Cilae ok S

»
el

3 1. Yes E a1 3
0 2 No . vz o
If No', please .spemfy. Adc!ut-:onal comments / oyl file] s S s i e RS i pall S 1Y
Describe how it was insufficient: AES 6 s
T4 i
6
+ +
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5.1 Greeting of Customer

L

Qi ity o 30 5,1

.

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

TEAD 1 Ayl 9 Ak Sl e Ao 5 A

0 No greeting / acknowledgement E Sl aa SN e o
P e Greeted within 10 minutes of entering | ' Sl Jads e BE 10 J o a J e 1
2 | e Grzeted within 3 minutes of entering I:] i el Jghc e VAID A a A e C2
3 j! ¢ Immediately grected on entering ‘ D i tal aAS dza Tl e T |

l
-

b. Did the staff either / or: | P, (BFETRERE v PRI 0
a. Askfor the customer's name? E l T hant ot e e
b. Greet the customer by name? { Paant 85 ma sy iy
3 *  Yes, the customer was greeted by name / D DA e e faat K3 o pandy i NS R ael 3
asked for his / her name l PO
0 *  No, the customer was not greeted by m e e aly st S8 e ey e Al 4 ) O3S e 0

i name / asked for his or her name geanl !

( ik Cf ki) g "€a sl D e ey k8" (i pal)
c. Did the staff ask, “How can | help you today?” l e = "": JL"I;‘;J;
and Probe the purpose of the customer’s visit?

3 1. Yes, the staff did this ol Sy il gyl p 2 i ] 3
0 2. No, staff did not do this O Sl iyl Ay Al S D 0

d.

Was the Mystery Shopper redirected on the

basis of his / her needs?

Ulaladalial Lo sl Al pdal a8 se &5 08 &

1. Yes, he / she was redirected on the

3 basis of his / her needs

wWalia/baldal 2 (3) bl e 6 dde ] S 080 Gaed 3

2. {OR) The first staff member

28 et AT 531 OV il yalt it () 2

3 e‘m‘:ountereé prohgd the nature of D ool fosety § 4 5 3
visit and assister him / her
3. No, he /she was not redirected on
! Aalsa/adlalbat I age ¢ilt salet 30 o0 W3S | 0
0 the basis of his / her needs E Watiidayintl J e s als 3
a. Were the staff courteous on the customer making S pall B0 Loss dphi€ (0 o jleailial 5ol Bl B gl AS A
his / her enquiry?
Q ®  No, the staff were not at all courteous D S o gl ciBaall 08 A8 e 0
+  Yes, the staff were quite / reasonably . — T
A pade 4B ik gl 1.
1 courteous O Papp [l By gl Jas il ipai o 1
2 e Yes, the staff were courteous P VU VR L P S 2
3 * Yes, the staff were very courteous O ABLD) ok il S A ek e 3
b. Did the staff demonstrate “active listening” on Tl LG " alal plaaal” b palt B! 06 o

customer enquiry?

«  No, the staff did not demonstrate . . .

’ iyl plial LiB gl UK
0 active listening D R -l ol * 0
L | e  Yes, the staff listened quite / I:I Ldag 5 /A pike Ky s il gl sl i} oo @ 1

I reasonably actively T ’ j o #=
2 e Yes, the staff listened actively D Lulay) wdlh gal) dial 38 el @ 2
3 ! e Yes, the staff listened very actively m el b Sy i gal) sl 3T s e 3

7
+ +
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Did the staff appear confident?

Caki e Py i e il g

[}

! *« No, the staff did not appear confident ! D Akl e iy Ad) PR el g WS e
*  Yes, the staff appearad quite / - .. O . .
! ! AT R Ly )y A5t s pall jgn L aed
i reasonably canfident ‘ U s e i i
i i *  Yes, the staff appeared confident i B COL PR « PR Y-S R VR- SRS S
l | s Yes, the staff appeared very confident | |:| ! Ak e el Byl o bl pgla e e
i | d. List the names of staff interacted : ; e e L e
‘ with: v i Sl Dpiel Ll g gl S50
! o Mr/ms. M, R Hukd i & El i e
e Mr./Ms. V2 Lolylalil e
«  Mr./ Ms, Lol Lol .
*  Mr./Ms, 4 Lol ol e




+

6.1 Staff Capability

Cklh gal) 3 6.1

S 0y (o pr | Dol Al CF ki B gl 508 A

a. Did the staff frequently probe the nature of the ’
customer's needs?
I3 { 1. Yes ' ] s 3
L0 2. No -0 %2 0
; If ‘No’, please specify your commants: i Py rean pB ela ) CUST D
| |
| ! ;
b. Did the staff actively attempt to anticipate 02330 Sipyind (ol Aah AL glavay il pall o b
customer needs? i
3 1. Yes 4| a1 3
0 2. No O 58 .2 0
| If ‘Ng’, please specify your comments: il il o pla ST 13
i . -
c. Were the staff able to cater to the needs of the ) 530 e il G0 G S 3 Shalia) Al LA pall platad A S
customer without seeking the help of a colleague? Talall
3 } 1. Yes s a1 3
0 2. No H %8 2 0
‘ if ‘No’, please specify your comments: A PO E R LS
|
INT: IF the Answer is YES , 50 the answer for Q
i D should be Not Applicable
|
d. Were the staff able to answer all / mast of the i L
questions posed? Taa g plaall ALY pia [0S OF A cilh pall gl ga &
3 1. Yes 02§ 1 3
0 2. No O 3 2 0
3 3- Not Applicable Galaiy ¥ .3 3
i ‘No’, please specify your comments: Wl pliady a8 Bl 3IS" 1A
e. If the staff were unaware of the answer to a O s Ll [ Jlgs o aY) o 08 il gl 05 o100 2
particular query / queries, did they palitely “ask a3 dal folBl e 4005 e SSEN Jal e RS Cuded dlia cuth
you to wait while they double-checked with the
system / a colleague”?
1
3 1. Yes ' i 1 | 3
0 2. No O 3 2 )
3 Not Applicable S Grkaiy Y 3
If ‘No’, please specify your comments: Wl mlady A el <"EM
9
+ +




+ + +
6.2 l'rnductmlnd Crnsss-lin; N PR TR e HQG‘J% r.,l“,&“ f“f:’:
a. Overall, was the staff well-informed on Bank Sl y H’-'-l-w el Aane S gl wilbgall a1 WS A ale g5
Dhofar's product and services? 1§ T ki oLy
0 * Nat at all informed O ! ALY e Dagia bl Gl e l 0
« Well informed on at least a quarter / a i - . ..
I Siandl g Slatiall e Sl fag; e BYY
S | few of the products and services O g Sl e G “‘H "’L ‘._,_, * 1
l | discussed e ;
- e Wellinformed on at least haif of the ‘ 0 Ao ey St adad e BT e A e 5
' products and services discussed ! YRR i
T
¢ Wellinformed on at least three-
_a.uAJ () ] 4.'4)\.. "
3 quarters or moare of the products and E o 9 ;:"‘L... Jw :& ”T' * 3
services discussed e ?
b. List the details of the “main purpose of your visit” D pad) (8 5 2 LaS) "3 050 e 1 w1 o At 40Y g gy o8

{as per SECTION B); rate the staff on the level of
“product / service knowledge” in this area:

"‘“\Juwwlu‘ﬁ‘.\d_’“"u&wﬂhp\wldJ (2
_A.I.h.u.“n.!.lql

INT: LIST THE CODE FROM SECTION B.

G gl G el A8 ol s Zialy

0 ¢ No knowledge at all D Y o Al e 0
¢ Well informed on at least a quarter / a Gl ar e
Saaad! g Ziadiad - \ - Do A
1 few of the products and services O 3 ot s il [ 2 j{:‘: ‘H: * 1
discussed i
2 e Well informed on at least half of the O m S Sleasdly Shatidl dial e BV o ol e 5
products and services discussed Llalig
¢ Weliinformed on at least three . -
Slanal e N1 gl pl i A2 W !
3 quarters or more of the products and E il e S i “h o * 3
. ) (PRSP 4.|I| Sladdl! y
services discussed
c. Oid the staff attempt to “cross-sell” other products Shadd g Sladial ALYl o alAD & faney il gall alE A D
and services? ¢ s oAl
0 s Nocross selling at all E Sl e Sl el Al sl W0 . 0
1 e Cross-selling after a lot of prompting | [] i) e 0 ey ALYl Ay JE e 1
e Cross-selling after a little / some . . . . .
2 . AR LA PR AT IPURID T PPEIAL S 2
prompting O = o ol f e ¢
3 s Immediate cross-selling attempt D BTTHI I (I [ UP PO B 3
d. Did the staff explain Why Bank Dhofar's products

and services possess a “Comparative advantage”
relative to competing banks?

Al Lggal G A3 Lok g Slatia 13l 7ol il gall B8 06 0

ALY & g n A e " Eppal

3

1. Yes

pt 1 3

0

2. No

KO

a8 2 0

If ‘No’, please specify your comments:

nAMJ

A

) iy o e OIS

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?

Sladd g Chadie 8 Alal i ylaa lee ¥ A ylay il pall 2 O 7 |

falall Gld s as lide by |

| INT: LIST THE CODE FROM SECTION B.

i 5 ) Ay 8 1l

| ' . .
! 0 ‘ s No information at all ! D ! ANy e Sagaat e .0
{ + [nformation provided on at least a ; i il Dy e S s Y e e :
| Ueal s pxadl g 3 il L H
1 | quarter / a few of the praductsand ! D : 7 U’u' ST "x— s T |
| . . i H [ S N llelan y edia !
! {
| services discussed I .
i 2 s Information provided on _at Iea.st half l D | Caaiials 23T i glad” u.a.; U:‘;'_,..s ;'_L.:—.j . g
of the products and services discussed e T el |
e Information provided on at least three oo ‘- ‘
Tl gaali e 581 gl gl ADE Y e sl
3 quarters or more of the products and E = L - el J"s J &_H"‘ r “ “':'M'C! ‘ 3
, i \‘MLMF;L'\_IL‘J&.‘J;_IM.‘ o Adielal
services discussed
3 # Not Applicable Gy e 3

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

aluall 3 Anylial) 450 g Slakiewdly (Sle) a Yl Akiadis Sl yaa r

INT: LIST THE CODE FROM SECTION B,

S ] o A B s 2aaly

services discussed

idBlie & 31 Slaadlly Ziaiialy Adlaial

0 * Noinformation at all D Sk e dlagaay e 0
* Information provided an at least a cap o -
Sl la paad! an A e glie!
1 quarter / a few of the products and D N .‘;. "\H‘ JF::_Z‘ ‘j " % * 1
services discussed = A7 '
2 e Infarmation provided on at least half D Sladially Alaia) e glaal! cdead @ o slas] e 5
of the products and services discussed Ladilie &5 il Silaadldly
« |nformation provided on at least three o .. .
Tl gleall e S gl plal 43NS B Lo !
3 quarters or more of the products and E el e ) o) £l SV gl plec! o 3

3 ¢ Not Applicable O
g Did the staff attempt to acquire more customer Jal Oa g i Al ST il giaa Ad el A.IJL\.u - PO T I
information so as to follow-up at the end of the visit? 450 Al A Anially LAl
3 1. Yes E a1 3
0 2. No O %2 0

If ‘No’, please specify your comments:

i) Zialy B ela

s N

%

11




7.1 Timeless

+

<dyh 7.1

. a. Waiting time on entering the branch, before

! dealing with the frontline staff:

ot D0 gl ok gl s Jalalll by g A (i aie U1 g )
HECLEU R T PRpREy I (RS

INT: SPECIFY TIME IN MINUTES:

1 :;_:..i‘\i-l:l (WY -:ai_,ﬂ ERLY ‘L:p.'u

0 *  Over 15 minutes D 03215 0w K . [ 4] |
1 | e 510 minutes B4 | 339:10-5 » [ 1 J|
| T
b2 s 3.5 minutes D 5.3 e 2
3 *  Under 3 minutes D EVECILE LI TR 3
b. Did the customer feel like the queuing system . . . R .
Croaa (Kb ety cheall A URINT GRS b gl el
functioned properly? - o ot ST A L gl A A
0 . SIL;eumg systern did not function at D Y1 e deag ¥ il 3 YIS e 0
=  Queuing system functioned, but it . . . L )
1 1 galh e ¥ e Laiiy | aliss o
worked with a few impediments e o SR L e 1
2 =  Queuing system functioned and it E Jud 08 g Al gy Jy il o ORIV AL e 2
worked quite easily and efficiently a2
* Queuing system functioned and it JShyy A Al gy Sy sl 3 LY Gl L e
3 . ’ O : : 3
worked very easily and efficiently Jlad
s Not applicable D L TENTIL -

¢. Time taken for the “purpose of the customer's visit
to be fulfilled once reaching the counter:

Al g ) Jgea gl 36 g 30 5oL ik &b Jal ce M0 g o

g il

INT: SPECIFY TIME IN MINUTES:

;d.nﬁ.ﬂ\ i c:n.i_,ll s rduals
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!
1
]
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+ + +
! H. Additional Comments on Visit L5l Allaiad) Adlay) Cla Tl 2|
| {If any}: (2 ) |
' |
l

End of the Survey - Thank you very much...
S 1838 — ol Al

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

3_55,' ion | Pa | Undarrval i Total PointsScomdlnthls Total l’ointsAIIocatedI
iy - Area: Parameter
C Branch Presentation and Customer Facilities
D Greeting and Soft Skills of S5taff
E Staff Capability, Knowledge and Cross-Selling
F Timeless
* " TOTAL SCORE

H(AedY! S gan o Jill daa jall e WG ¢ yens)

EAN DA F gaae F

| Jalal) Aaaill BB P gages | el B Alpaaall IiD £ gagee o hih) gy gdll Jaiah | - el
Sl Al Lol g £ A i =
kB gall Dbl g g 3N -
(ALY gl dlas g 458 ey (B gl 5 z
< g c
- BT g
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