+ [afo]8]7Te : B .
PROIJECT: Money
SHOPPER CODE DATA ENTRY EITING SR. #
‘L{ Name Number Name Number | Name Number
18 3ol
T :
‘1‘? o Sa S glaall Jlad gl e

A ! A ! S ekl
A. Details of Visit 3L s -1

Bank Dhofar | i ks

Bank Muscat D dala
N National Bank of Oman O eand gila i Sl ERTEN QRS

1. Bank Visited

HSBC-018 | HSBC-OIB

Bank Sohar X e iy

Other Bank: A Ay
23. Branch Name %LUIM\A gl adl 12
2b. Branch Area QWM gl aige 2
3. Branch City B \MM Wl 3
4. Branch Region &aLVv\OJ'_ ~4 5 urah. Aihidl 4
Day | Month |  Year Al | et [ aed 30l am 5

5. Date of Visit
\ 3 | \o | 2¢13 i |
Hours | Minutes Jdall | Sile Lt
6. Start Time of Visit q 3 {_ Pl i, B
H i Ty Gle L)
7. Total Duration of ours Minutes b i 7
_— @ ods |
Visit OO J (). q I

pfre




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

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

Credit Cards

Personal Loan

Double your Salary

Offer
Youth & Student
Account

j_,“&&.hn(xﬂ.‘&h:’ia:u‘-h_)m'll2
S

S SpealiS 3aa 5/ canddal) G0 il

YIREL




4.1 Was Customer Paidnglnsﬁntly availablcforthe

sl 1o e g LD led sns e 4.9

Mystery Shopper? - - M
'{ 3 1. Yes m a1 3
i 2 No O M 2 |
‘ i. Specify: e F
ii. Specify time taken to find parking: min, s b ya Sl a3 Bl 2a
4.2 Entrance to Building el D Jsdan 4.2
a. Was the Entrance Clean? SlBS Jaaal) AS b )
3 1L Yes X p 1 3
0 2. No | 3 2 0
If ‘No’, specify “Why / Describe how” the 1S A gl Sl saa Sl ST lgadh S 1D
entrance was unclean; ki e Jaalh

b. Was the Entrance Convenient?

tladia JAsh SIS A o

.u-v;A.—

3 1. Yes A 1| 3
0 2. No O 2| o0
If ‘No’, please specify “Why” the entrance was e el 5 a1 M e o IS il gt S 1

inconvenient:

"m'ﬂﬁ‘#.,/ ,....-qm aw.f..
o AL SRR SR $8.) [ .r"

branch premlses clean?

= v., EEETEITEE

0 e L

J*--'

1. Yes pnd 1 3
2. No a8 2 o]
If ‘No’, please specify “Why / Describe how”
please specify “Why / Describe how oIS MRS im gl AR 30 AL e "NE" el S 1
the prermises was unclean: PO
Al e )
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S Sy T

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

- mdc‘ﬁf&r'%lm AN Rl

’i

3 1. Yes X 103
0 2. No | w2l 0
If ‘No’, please specify “additional comments”, S il Slaatie 1a dilad e JSUEY el A0S |
if any: teday |
|
b. Pamphlets, Leaflets and Brochures on display? il g Sl e a3 O
3 1. Yes | 1| 3
0 2. No ! w2 o
If 'No’, please specify “additional comments”, O MAglal Cilha e aim Slah e MRE el 1S 1
if any: Dy
c. Branding material up-to-date? ealpna 4t Sladal) ol e JA LS
3 1. Yes m a1 3
0 2. No | M2 0
If ‘No’, please specify “additional comments”, S i) Ciaa Nt e Sl e (ST L gadl AS 1Y
if any: na

a. Were

employees present at over 90% of th branch

éu-., S p19 £ ‘,-Ey- o0 %00 i A 215 6 G )

professionally dressed?

desks and counters? faaail)
3 1. Yes E PSR 3
0 2. No O W21 0
If ‘No’, please specify “additional comments”, O e Agdl) Sl M e Sl e NS Ll gadl SIS 1
if any: )
b. Were all / almost all of the staff neatly and

Tt i Ol [0y (B pall alima [ JS B A

if any:

3 1. Yes X 1| 3
0 2. No 0 x2| o
e | M) e M aa Sad e MUE" Ll gl S 1
If ‘No’, please specify “additional comments”, S Ha® 2aa ‘. e 1S Ll gl _._:;u:
Iouay

¢. Were all/almost the entire staff wearing name

Tty D Lk ghday (gl pall pliea £ S S A D

badges?

3 1. Yes O il | 3

0 2. No A B2 0
If 'N¢’, please specify “the approximate Cpl i pall o i1 2aali ada lad e STl gall S
number of staff not wearing name badges . t iy S LS G gaaiay Y

v A
4
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a. Was the area surrounding the ATM and CDM

+

+

L3

- i ] 0 4 P -

“;'-‘ﬁ - ’

D iy bkt il £1)p ) )l 5 a] Bagaall LS CAS G

machines clean and presentable? ? plalt
3 I 1. Yes X 1| 3
o | 2. No O w2| o
If ‘No’, please specify “Why / Describe how the D8NS syl A 0 Hlad e IHET sl gall S
area was unclean: R TR S LW

h. Were the ATM and CDM machines functioning?

Tomnd gD £1Y1 g LN il eall 5 g0l DOS A o

3 1. Yes X m1| 3
0 2. No | 22| 0
If ‘No’, please specify “the time at which at eat G 0% ) 0 S e b e UK gl K

which the ATM / CDM were not functioning
{and specify which machine, ATM ar COM):

\_.Il_)_.nn t_)l‘_'h A L.;J)Jm\} -.n_.\i'i...\Y‘J ".‘")” ol “

(oS gl

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

TATM/CDM Thie ot 3 il g 3 o Ja o

3 1 Yes ﬂ pei 1 3

¢ j2 No O w2 g

3 3. Not applicable O Gl ¥ .3 | 3
If ‘No’, please specify “the time at which at A tanmg ol g3 28" daa llcad e T3S Ol gad) S 1D
which the cooling was not functioning o JS0 Sl

a. Was the branch air- condmonmg fully functlonal
and sufficient?

LA R MR A
’*—"-’-J-\ehd-'-uudn-;qﬂ‘ﬂ‘wﬂ‘u‘-‘dl \

3 1. Yes

a1 3

0 2. No

a2 0

If ‘Na’, please specify "Additional comments /
Describe how it was insufficient:

["iila) Didaahe” aia Jial e CUE" ) gadl 8 1
S 0% A S

b. Did the branch possess sufficient lighting?

PAHS Balaly £ AN pdaly JA ip

3 1, Yes

PO 3

0 2. No

OR

382 0

if ‘Ng’, please specify “Additional comments /
Describe how it was insuffictent:

JMgilial Cilaaa" s Alad e ST O galdl S8




+ + +

¢. Did the customer have sufficient waiting space / I Pt oetalt ol (e oilS 6 f USSDU AA1S Aalins Jyaall A8 Ga S
seating area? 1

3 1. Yes & 1| 3
n

0 2. No a8 2 0]

JrGilsl Shlaa e dae Slad e MHEY il gall K10

If '‘No’, please specify “Additional comments / AS & i ey
e = S ey §

Describe how it was insufficient:

i

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

AN E D 313 Lo geda gl SN AL ey py G g 3 Rl 0
Tl (el y (OS] b S0 CdlA ) Ak S

3 1. Yes a1 3

][

0 2. Na V.2 0

If ‘No’, please specify “Additional comments /

) ; ' : oyl y fAdl) Dlaada dm Sl s MUET el IS 1Y)
Describe how it was insufficient: A fA = .l el JS 1

Al s
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5.1 Greeting of Customer

M'ﬁiﬂ51

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

E_,mu.hu_.umqu..\wl u.&u_,.d\[u.ap)d\fuul_

! e Nogreeting / acknowledgement

S caa 3Y .

¢  Greeted within 10 minutes of entering

bl Jgae o0 B8 10 M6 a2 e

Greeted within 5 minutes of entering

Laall Jpdi e 335 Dd a2 e i

W N o (=]
L}

Immediately greeted on entering

W N | = o

cran! Sy gy e SE e }L

b. Did the staff either / or:

HUTS s (NVETRERE TP I

a. Ask for the customer’s name?

r
?Jéa.\.h (.,_.I e ,_,'L.. _'l \F

b. Greet the customer by name?

Paad 80 pe Ll a0

. Yes, the customer was greeted by name /

J\WW};L/W‘)SAC.MQ*J}UF&HLP L

3
3 asked for his / her name E lgand]
0 *  No, the customer was not greeted by D ot e Jy Py RV X VP IPEL ERTENg P T P L 0
name / asked for his or her name Lgand i
A F edii] g "a gl s iy S i gl L A
€. Did the staff ask, “How can | help you today?” e 3" b "f U’ 'IJ: L:
and Probe the purpose of the customer’s visit? ’
3 1. Yes, the staff did this E« Al il pall 2 G0 caad 1 3
0 2. No, staff did not do this O Ty s gall ah el cME D 0
d. Was the Mystery Shopper redirected on the atalfadlatial Lo gl AL Jaudall A S ddlel S b S

basis of his / her needs?

1. Yes, he /she was redirected an the

Vadalda! IV (8) eandt aga et a5 a3 .
3 basis of his / her needs E il < 6) FHEIE S pd ] 3
2. {OR) The first staff member . o o .
S5 el 4y AT g3 S il gl il (5 2
3 eeeounteree probed the nature of I:l Laele paeley 5l dagie 3
visit and assister him / her
0 3. No, he/she was not redirected on I:I ehakia il 1 g sl de! 33 2 NS 3 0

the basis of his / her needs

a. Were the staff caurteous an the customer makmg
his / her enquiry?

' v| n.t-L..-..A.;.l._.S‘_p b dmkih (52 o AB gl IS A

0 ¢ No, the staff were not at all courteous D Y e gl i) 0% WK . 0
¢« Yes, the staff were quite / reasonably . . s i -
! Y AL 5 gal) ] « 1
1 courteous U e N
2 e Yes, the staff were courteous D i TRV LT 2
3 e Yes, the staff were very courteous E AR LAl a8 A e e 3
b. Did the staff demonstrate “active listening” on Tl faailsy el plicot Cibgall jgBl 4 o

customer engquiry?

¢ No, the staff did not demonstrate

1 plival AB gall L35
0 active listening g e all gy pl . 0
s Yes, the staff listened quite / : . . . . e
! \ 4] il gall )l e
1 reasonably actively I:I Lt Bagn [l e 2y by B gt} s g 0 1
2 ¢+ Yes, the staff listened actively D e wibgall oah 33l i @ 2
3 «  Yes, the staff listened very actively & ¥l S ) B gl el 0D cani @ 3
7
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Did the staff appear confident? Taahl G By St e Gl palt gl Ja
*  Ng, the staff did not appear confident D i e Bl adl e il gn Al BE
*  Yes, the staff appeared quite / - - R s
’ Waa J82, dil ¢ 1y Adi 5 gall gl Land
reasonably confident L : Y S e ol
s Yes, the staff appeared confident O Aaki e (B Al Je il gl e @
*  Yes, the staff appeared very confident m \ i G Ll By A0l e il el e

d..th List the names of staff interacted | e LS (sl iyt placd S
with: ‘ 1

o Mr./Ms. Do Nawe. \og waia 1 Mﬂl LUl Lol e

s Mr./Ms. v 2 vV oL/ adl e

*  Mr. /Ms. 3 PSRRI .

®  Mr. f Ms. 4 ALl Lt .




N
2
6.1 Staff Capability S - Colligall 58 61
a. Did the staff frequently probe the nature of the | 50 Sl G H Slaltal Aaph (8 Ll Cils gatl a8 a4
customer's needs? !
3 |1 Yes >3 pai 1 3
o 2 No O 38 2 0
’_ if ‘Na’, ptease specify your comments: : i reli a8 fls  SEE Y |
i T
b. Did the staff actively attempt to anticipate s pr3th laigin) (b Alad & jaay il gl 53 A s
customer needs? ot o
3 1. Yes X 1 3
0 2. No O 3% 2 0
If ‘No’, please specify your comments: 2l rhadady af la ;o MUS" L
c. Were the staff able to cater to the needs of the 22 530 s b (93 e G Slabial 4500 LB pal) pllaiud A S
customer without seeking the help of a colleague? Tala 3
3 1 Yes @ FEVRN 3
0 2. No H 3 2 0
If 'No’, please specify your comments: 3l Ll o dla ) MBS
INT: IF the Answer [s YES, so the answer forQ
D should be Mot Applicable
d. Were the staff able to answer all / most of the . o i
questions posed? Paa g ot ALY pBma fUS 08 Adal Uil gt pli Ja S
3 1. Yes m FRLER 3
0 2. No O 3.2 0
3 3- Not Applicable Gl ¥ 3 3
If ‘No’, please specify your comments: bl pliad o8 ela S"OS" 1Y
e. [f the staff were unaware of the answer to a OA A i fopma Sl e A o 1A B gall %y a0 13
particular query / queries, did they politely “ask a3l aal flailh e 450 5 e N i Cpe I Cyliyly i pilh
you to wait while they double-checked with the
system / a colleague”?
3 1. Yes O a1 3
0 2. No » N 2 0
3 Not Applicable X iy Y 3
If ‘No’, please specify your comments: -2l rlady o sl TS 1Y)
9



a. Overall was the staff well mformed on Bank

am;,m«lh.hxu..uh,h..h&,ul JJJISUI.PLG‘}S‘ \

Dhofar’s product and services? ? L oy
0 « Notatall informed D AN e clayiead) qul W 0
*  Wellinformed on at least a quarter / a
Cilaadt y Silaiiadi 1 faoss 1
1 few of the products and services D 3 iaiall e G g2 ‘Fﬁ "j ?L: * I 1
discussed - !
2 s Wei informed on at least half of the ] A A Sesdlly Zamidl chal e 3V e an e 5
| products and services discussed il
s  Weliinformed on at least three- C o -
Dhailal e R8T g gl i A0 BN L
3 quarters or more of the products and E j e Ef, “’": j:. ”1“" * 3
services discussed A

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:

r...i.!‘iq.i,_;);.h.".}"'Jg_,ﬁr.ujl.u‘.n"...mm‘!é.ayp ()
"Ml_,&'\.}ﬁaﬂ._ld.‘lld]ﬂ}.d\ (o S’ th”l%#’\’?(u
:m\ehvi

INT: LIST THE CODE FROM SECTION B.

o e} Cya G A B il

o ! ¢ No knowledge at all D IULY e sy Y . 0
‘ e Wellinformed on at least a quarter f a .
Claadl g Zeladiall ] : | 1
1 i few of the products and services ] 3 ol o 0 s “,E:‘i \:h : * 1
| discussed i

2 i e Waellinformed an at least half of the O &l Siaslty Slatidl chual e BV e ala e 2

products and services discussed Lgialia

* Well informed on at least three . -
Sladidl e 81 9 gig b A0 B !

3 guarters or more of the products and Z i o .E'If... . “E'Y "’h £t 3

. . WiIBa 5 Al Chasall

services discussed
¢.  Did the staff attempt to “cross-sell” other products Slata g Statial ' ALSY) aallt G WLAL A e i palt o JA L
and services? fs Al

0 s No cross selling at all D Y e ol sl Qe g ol @ 0
1 e Cross-selling after a lot of prompting D U W | PR L C PR DR { R T YRR S 1

e Cross-selling after a little / some .. . . .
NPTV, |y by Al andt dolae: 2 2

2 prompting D - ¥ e Gl e ¢ ¢

3 * Immediate cross-selling attempt g Sl e oW audl g i e 3

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

Llaiift® Ypad B ol Slesd y Cladle il 7 dy wili gall o0 Ja &
St & gl aa 45 ke M d el

3 1. Yes X a1 3
o | 2. No O ¥ 2. 0
if ‘No’, please specify your comments: 2l rliads o8 e ST YY)
10
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Did the staff attempt to provide “complete
information” on Bank Dhofar's products and
services, along with relevant literature?

Cladi g Sladie 08 AL Sl glas't dlilhe Y 4 glaay wil gl oG 6 7
falall OI) Syl g ib Ui

INT: LIST THE CODE FROM SECTION B.

Sl e e A5G a8 1 lialy

; 0 « Noinformation at all D AULY o hagnal e L0
; e Information provided on at least a Rt S gl e Y fas Y e el
S | quarter / a few of the products and i TR eSS 1
H . . gt 2l 4.;]‘ Seanat g Sadlay I
i services discussed :
' 5 s Information pravided on at least half 0 Coaiials AZaid! il el chesd Y 8 clac] e 2
| of the products and services discussed i & A Dheadld
¢ Information provided on at least three ot ey i
Tlagledl e A8 gl ABNE BN o ez e
3 quar.ters cI:r more of the products and E LN 5 Skl y et il 3
services discussed
3 e Not Applicable Gehiy Y - 3
f. Information on relevant procedures, Palaall Gid Angliall 450 y ShaTesadl y (s ] Yl Allaie Sl glas -
documentation and follow-up method?
INT: LIST THE CODE FROM SECTION B. & gt (pa 3a 0 S o sitialy
0 s« Noinformation at all D JSaY e GlaglaaY 0
. Informatlonfprow:le: on a;cileast ad E] GGl il pladdl e D fagy B e olbel o
1 qualjter/.a ew of the products an Liia o5 2 Cilaally chatialy 1
services discussed
2 ¢ Information provided on at least half D Clatially dGiatall Gl glaall cheal B o slise) 2
of the products and services discussed WEiRia 2 Al Sleaddl
. . |nfo'r1mat|on prowdidt:n at Ideast thn:’e Chainad o SSH g U D0 I o el o .
quarters or more of the pro ucts an E Wi 5 2 sl iy Ailaial
services discussed
3 s Not Applicable ey e
g Did the staff attempt to acquire more customer Jab e Qg dllnta ST Cile gl 43 pd U glae iB gl o8 8 F
information so as to follow-up at the end of the visit? 55 A A Aaally Al
3 1. Yes E a1 3
0 2. No O S 2, 0

If ‘Ng’, please specify your comments:

il ) lads A sla ) S 13
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7.1 Timeless

il g) 7.1

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

b Ot pall (kB gall g Jaialll by o AN Jgds 2 LADYY g
s Aaadl adiye e/ alalt i)

INT: SPECIFY TIME IN MINUTES:

’ :L}ifl-m ez s:.i_,!l L rdaly

|
;0 I *  Over 15 minutes O G 15 e 25 e 0
1 | e s-10minutes ! 23210-5 e 1
i 2 *  3-5 minutes @ | AA5-3 e 2
3 + Under 3 minutes D ‘ ORI L PR TR 3

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

e JS Jany ceall (B BI85 e O

Queuing system did not function at

0 ) O BN o ety ¥ il Y Wl ) 0
a
»  Queuing system functioned, but it I ) . o gt L.,
1 1) g il NI 1
worked with a few impediments 0| s & 08 Sy oSS .
5 ®  Queuing systemn functioned and it 0 Juad g &L gt Gty bl 3 Y G e 2
worked quite easily and efficiently b s )
3 e Queuing system functioned and it E JSliy g Al AL g Jaty beall 3 LTYI G ) e 3
worked very easily and efficiently Jad
* Not applicable D Gy e -
¢. Time taken for the “purpase of the customer’s visit £ pa gl g gl 206 Q30 b hab ApE" Jal O 385 B0 S
:Il & :i ?l

to be fulfilled once reaching the counter:

INT: SPECIFY TIME IN MINUTES:

12

T BB a2 gl 232 1ikialy




A
+ + +
H. Additional Comments on Visit [ 450 3L Adllal) ASLLYY Sla yTaall A
(If any): (s )

End of the Survey - Thank you very much....
Mg 182 - Gttt Algs

T A N AT

S L : o = S
G. TOTAL Branch Score
(Total unwenghted branch score, summing all sections):

M,Sc‘étlon P:rametlrl.lnderivaluation R ] TT‘ m:mm" ""”’ m’"’::'::’m:zm‘"
C Branch Presentation and Customer Facilities
D Greeting and Soft Skills of Staff
E Staff Capability, Knowledge and Cross-Selling
F Timeless

EAN DA f gama L E

(6 S g ) e L )

el o Alpaaal) WED £ gups oAy g Julall | gt
i el Syl y £ AN apals &
Col gl S My i |
A Al Lles y 43 g ol galt § )20 z
<l gt T

13







