+ + +
PROJECT: Money
SHOPPER CODE DATA ENTRY EDITING SR.#
Name Number Name Number | Name Number
1€ 9l
A Sl ciasded Jaal Gl e
== g =2 g B pud)
? .
390 Zod] Lhigulen | 3907 | Dot | XX
A Details of Visit 3l Jmali -
Bank Dhofar ks oy
Bank Muscat D Lot iy
National Bank of Oman O (Slanll il gl i 6 e s i 1
1. Bank Visited iy
anicvistte HSBC-OIB O HSBC-OIB i
Bank Sohar a owa dliy
Other Bank: A ey
2a. Branch Name R u ,\-a ¢ il ot 12
0 Shﬁv, ;
2b. Branch Area ULS. g il aise 2
Y ,
3. Branch City QU\SW Lpd 3
Vs
4. Branch Region BGU‘ '* M\ Qihidt 4
Day | Month | Year e Y oM as 5
5. Date of Visit )3 6 Q
Hours [ Minutes Gl | PR
6. Start Time of Visit QO )(Q iy cd; 6
i aildall e Lt
7. Total Duration of Hours Minutes = = sl s 7
Visit 20 | 00 e
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2. General Enquir relatingto a
speci®c Prod: arvice
ar Ly

INT: ELEVANT AND/OR
SPECIFY UETAILS OF
PRODUCT/SERVICE

| Account

Oenihg a Savnng§

or Current Account D g){_,x SR IVEN
Saving Scheme D Sl alag
Housing Loan d S a8
Car Loan O 5k i j8
Educational Loan | [] allad a8
Credit Cards D Ol ity
Personal Loan X (i
Double your Salary il el

Offer

Youth & Student
Account

g Ll Glaa

o4 FUREY 6qu€33qélﬁaela Dludind 2

] Tl Suali daa gi / g cuuliall 540 1dialy

Aaadlt

3. Complaints / Grievances:

INT: SPECIFY THE EXACT NATURE OF
COMPLAINT / GRIEVANCE IN THE
SPACE PROVIDED

Slow feedback

Ayhyag,

Request not done

die pe cadkll

Wrong information
given

Gl Claglas plac|

O

O

O
Attitude O oyl 4y jl
Credit Cards O Ol iy
G Gl lea
ATM O ATM
S Sy e
CDM O Com
Point of Sale (POS) | [] ol WG
3 _gaill Jilu it daad
SMS O SMS
Fraud O Jlgal
3 peadll cileadl)
Phone Banking O e u@m‘
L pndl cledli
Online Banking D s A padd :3)35311

cldaadl /oSS 3
o BNl g (g glSil) Aagb aa sialy
1§ Gaadall lsal
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o 1

O
2. No & 3.2
i. Specify: W ‘\j-E,\I\'é\ Qefece Ik | L_Qé@_‘r_’bl\m |
P \C\W“j Fof  Caskowame_
ii. Specify time taken to find parking: ___min. g \Q

i ga oY o300 il an

42 EntrancetoBuilding’~ el N gaall 4.2
a. Was the Entrance Clean? oliydss Jaaal) oS Ja )
3 1. Yes e 3
0 2. No 3€.2 0
If ‘No’, specify “Why / Describe how” the S S Caa gl 1Ll 20 llizad (e MUST Cal galt SIS 1
entrance was unclean: el e Jaadl
b. Was the Entrance Convenient? olalia Jaaall oS 08 o

3 1. Yes X mid| 3
0 2. No O w2 o0
If ‘No’, please specify “Why” the entrance was Cudlia Jaaall (S5 al "L daa ¢ "DIE" Gl gl IS

inconvenient:

4.3 | Cleanliness of Premises: A3
Was the branch premises clean? Sl £ Al ae OIS R
3 1. Yes X a1 3
0 2. No O w2| o

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

oS MG G gh S aaa @llind pec "DE" Gl sall (IS 13

Al e bl
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a. Posters / Brandlng material present on doors, walls
and windows?

SRigily oyl el o g i i | uu.ax.n,, Y \‘

3 1. Yes O 1] 3
0 2. No & X2 0
if ‘No’, please specify “additional comments”, O "Ll Sl aaa elliad (e MDIST Gl gall ISR
if any: Caay
T ¢ ooking, oW Aoy
Lwindoo> J\meovvﬂhc insde |Hole
b. Pamphlets, Leaflets and Brochures on display? ol il g ikl i pe S5 A L
3 1. Yes E e 3
0 2. No O 2| 0
If ‘No’, please specify “additional comments”, O il ctlaa D" aaa @b e IS Gl gall S 1A
if any: (s g
c. Branding material up-to-date? A0 Ay ladll ciladall 3 ga Ja .
3 1. Yes i a3
0 2. No O 2| 0
If ‘No’, please specify “additional comments”, OF "t cldaa " sas lliab (e SIS Gl gall S 1)
if any: Gy
45  Presentation of Staff Ty

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

ises piSa 5119 £l B ga 0 %00 Cn A 3al s IS O )

desks and counters? 4240
3 1. Yes X} axi 1 3
0 2. No O 2] o0
If ‘No’, please specify “additional comments”, O Agilial cllaada" das cllimd (e KT O gall IS 1)
if any: Caa g

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

Sty Giiga uldd (g (bl gall plina [ JS CAS Ja

3 1 Yes 1| 3
0 2. No O X2 0
o wial . § s 11 5“ P .3 . " " (. 13
If ‘No’, please specify “additional comments”, of bl clBad 23 G I ] f_\:‘
. >3

if any:

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

Spgrlanly s g (ol gl alina /S 0AS b

3 1. Yes

X

il 3

0 2. No

O

8.2 0
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If ‘No’, please specify “the approximate
number of staff not wearing name badges:

. ATMand COM machines
a. Was the area surrounding the ATM

and CDM

ol (i gall s il 20all s Slliad 5 ST ol galt AS A
peilanls il LS g Y

A E T
éﬂ\ &\4;‘1\3 Q-N\ il pall B 3¢

Gy g Lyl

PSR
Ll G CAS A,

machines clean and presentable? ¢ sgdaall
3 1. Yes X o1 3
0 2. No | w2l o
If ‘No’, please specify “Why / Describe how the S TS iyl /L 22 lliad (e IS sl S 1)
area was unclean: waaday e Sl

b. Were the ATM and CDM machines functioning?

T30 il 1oy M) Gl all 35400 SIS a1

3 1. Yes

pxi A

3

0 2. No

OK

82

0

If ‘No’, please specify “the time at which at
which the ATM / CDM were not functioning
(and specify which machine, ATM or CDM):

B oen Ad oS5 Al I g aa elliad e MIST PNESE
Glall lea g} 23 g) Jand ¥ gl gladly Y il
(el playh 5 Y

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

TATM/CDM ks f 2 Ciall 5) S oS 38 L&

3 |1 Yes | 103
0o |2 No O K21 9
3. Not applicable Xl Gian ¥ 3
If ‘No’, please specify “the time at which at T Jang o g i gl" 20 lliad ga OS" g,_lL\S,:i\‘ ﬁ\
. ] S e s Sl
which the cooling was not functioning ’ﬂm IA:‘"‘M\\S 0“4560;4 .. 5
"a.7_Branch Ambience and Facilities  © ¢ " o T gl EOM JRI sl 4.7 |
a. Was the branch air-conditioning fully functional TeilS g A ISy Jany (A gl dusall (1S Sl
and sufficient?
3 1. Yes ] PR 3
0 2. No O w2 o0

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

i) e saa dlliad e <D Gl sall (S )
(S S o) S sl

b. Did the branch possess sufficient lighting?

FAAS Splaly g AN ey JA 2

3 1. Yes

pai 1

3

0 2. No

a

s 2

0
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c. Did the customer have sufficient waiting space / Sougladl dolia (e GilS dae [ HUAINY LIS Aalune Jpanll S J2 .
seating area?
3 1. Yes O |3
0 2. No %) B2 0
If ‘No’, please specify “Additional comments / [Aal GlBadla sas ellisd G IS 52l S 1S

. . . als al Ciwa gl
Describe how it was insufficient: S S pl S ha

Mo mm&\r\ Pluces tes &k

d. Did the customer find it easy to follow the signage

- s I 9 £ Al Ul de gun galt M A gy s O (190 30 glhaiut Ja &
within the interiors 'of the branch, indicating different Sanll (Sl g (QOUSL) il i Y}
counters/ work stations?
3 1. Yes O 1] 3
0 2. No &4 y2| o
if No', please :speufY Adqlt_lonal comments / i gl 5 ol a3 33a cllind o ¢"SE" Clgal S 1)
Describe how it was insufficient; LS 5 s

ehche.  (Sice £ se oI
csgie aeK ke Shapg.
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'D.* " Greeting and Sof
5.1 Greetmg of Customer. .~

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

e o 5ts 28 giah apaidl STl B ]

e No greeting / acknowledgement

i cua Y e

Greeted within 10 minutes of entering

e Greeted within 5 minutes of entering

Gpand) Jia 00 BB 5 s cun sl @

0
1 .
2
3

e Immediately greeted on entering

0

Jueall Ui g 538 10 S cum sl o 1
2

3

Jsaall 53 5 cam il @

b. Did the staff either / or:

e saaly il galt B Ja

a. Ask for the customer’s name?

b. Greet the customer by name?

e  Yes, the customer was greeted by name /

J\W\chhn/w\)sﬁéawgpﬂ\%ﬁﬂseﬂ .

3 asked for his / her name D Lganst 3
e  No, the customer was not greeted by o | At o Sl ol /el S0 pe Gl jill B 1 S
0 . 4 0
name / asked for his or her name Lgonsd 3l
33 0 pudlal g "Sa gl lidclua LiiSay (k3 gall

c. Did the staff ask, “How can | help you today?” ke 3 "ot ™ "‘; Jue “l: N
and Probe the purpose of the customer’s visit? ?

3 1. Yes, the staff did this 4| Gl Gl pall o155 cpai 4 3

0 2. No, staff did not do this O Ay Cala gl oy ol S 2 0

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

N l/aalia) Lo sl (il sl Apgidiel idh &

1. Yes, he / she was redirected on the

3 basis of his / her needs

Leilalgal/atalial W (5)Jsanll dn 53 Bale) 3 Al (a1 3

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

oo Uaaad) 4 G o3 O il gl yuaiiad () .2
Waclu /bAbLulJ 5)\.3)“ a;e..dn

3. No, he / she was not redirected on
the basis of his / her needs

a. Were the staff courteous on the customer makmg
his / her enquiry?

Leilalgal/atialial ) da gl saled 23 o 3S.3

Loua AhsS O o_jomtdia) (53 (51 il gall A8 8

customer enquiry?

0 e No, the staff were not at all courteous D Y o gl cilbgall (Sl DS e 0
e Yes, the staff were quite / reasonably T . ,
1 ’ 43 430 Calb gall 5 a8l and
courteous 2| S [lpha Aoty iyl a3 g0 1
2 o Yes, the staff were courteous O Gl gl S 3l cand @ 2
3 e  Yes, the staff were very courteous D AN yad oo gall IS 3l o2l @ 3
b. Did the staff demonstrate “active listening” on Spand) i "l slinal™ ciligall 4B da o

e No, the staff did not demonstrate

) glaaal ild gall B >
0 active listening D s e 0
e Yes, the staff listened quite / . . s o Ly
! Lot Al a3y jhay il a8l ¢ axd
1 reasonably actively D Gl o [t g CiBgal) ual o pai o 1
2 e Yes, the staff listened actively Culag) Ciligalt ual 23l coni @ 2
3 e Yes, the staff listened very actively D AagW) G S Cilhgall sl adl cans @ 3
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c. Did the staff appear confident? SAuadl o (319 Al o Ciligall Lol Ja &
0 * No, the staff did not appear confident D Acadi Gy (3l g Al to Calagall el A . 0
* Yes, the staff appeared quite / . . Ao .
1 » M . - . ‘ . .
reasonably confident E e gy O g 4l o il el fen 0 1
2 ® Yes, the staff appeared confident D Adi (o (3119 A1 o Calagall el P 2
3 *  Yes, the staff appeared very confident | [] A Ll (19 48} o Calagall jeka cani o 3
:’.ith- List the names of staff interacted gt lalal il (il gal) pland s3I &4
*_Mr./Ms. 1| vuwmag Mo Weewn A Byl e
e Mr./Ms. 2 |V LAL=NT o
e Mr./Ms. 3 Aslllalll o
e Mr./Ms. 4 A/l o
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6.1 Staff Capabrhty

Did the staff frequently probe the nature of the

: ‘ ‘ , ioﬁ’uﬂhﬂ ' 61
?W&mw}\u&“\@k&)m‘ﬂduﬁﬂ\‘a\&& |

a.
customer's needs?
3 1. Yes O e 3
0 2. No B 3.2 0
If ‘No’, please specify your comments: ) plaads o8 Blay K 1Y)
He. Al vet o we
Qv\.% -\’V\\k% . l
b. Did the staff actively attempt to anticipate . PR TR e 3
€y 1 chalial tuy Aad Al glaay (il gall . !
customer needs? G clalial Fid staag iligall o8 b o
3 1. VYes O R 3 !
0 2. No ] NS 2 0
If ‘No’, please specify your comments: ol rliads o8 Bla (INS" 1)
e awwey were. pyiel
wok  ih ey )® 05\\'{. He Sad thak te cavol welpe e "
qeaswer )\  Recouwse T Couft uer” T oxf( 8
c. Were the staff able to cater to the needs of the aa 520 lua clh (158 (o (a9 3l Cilabiiaf Apli b gal) gidind Ja &
customer without seeking the help of a colleague? $o 3l
3 1. Yes O a1 3
0 2. No K 3.2 0
If ‘No’, please specify your comments: el zlals f" Pl DS 1Y
Pre o WS Hinde
Thhive iP5 can 34 p\rs@w& Ydawe,
d. Were the staff able to answer all / most of the )
questions posed? fda g shaall ALY alina [0S o8 AW il gall pUaind Ja &
3 1. Yes Kl i 1 3
0 2. No O 38 .2 0
If ‘No’, please specify your comments: el s 8 Bla ) ST 1Y)

e. If the staff were unaware of the answer to a r iy AL [opma Qg S8 Aa¥) o 1,008 Ciligall oSy a1 130 g
particular query / queries, did they politely “ask 53 311 anl fplail) e A 5 e S Jal (e STV Gudghs dlia cib
you to wait while they double-checked with the
system / a colleague”?

3 1. Yes d PO 3
0 2. No O 32 0

If ‘No’, please specify your comments:

A gl b Pl ST 1Y
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a. Overall, was the staff well-informed on Bank Gilasd g Cilyliey Allais Abars cilaglaa Ciligal) ol OIS Ja cale IS8y,

Dhofar’s product and services? B iy
0 * Not at all informed O GO e Claglae 4pal Gad @ 0
e  Well informed on at least a quarter / a . " ’
“leaddl g Ciladiall - ) . |
1 few of the products and services D = 2 O il fe) &Mﬂm"h :j ° 1
discussed e
2 e  Wellinformed on at least half of the %! A i Sleasll s cilaiial chal e JV e dlay o 2
products and services discussed Lhddlia
e  Wellinformed on at least three- -
“laiall (e S g gl A it
3 qual.'ters <?r more of the products and D = On S ‘&q—:ﬁ'\-\aﬁﬂj::-‘l: * 3
services discussed
b. List the details of the “main purpose of your visit” andll (B 5o LaS) "8 U (i M sl Aliabe Ao pdagy o o
(as per SECTION C); rate the staff on the level of "llaadll g cladially gladall 48 mall (g gl o u&ﬂ‘e‘uﬂu SIEC
“product / service knowledge” in this area: :Adhid) o3a

el a3l A 2B 1y
INT: LIST THE CODE FROM SECTION C.

0 * No knowledge at all D Oyl e alny¥ o 0
e Wellinformed on at least a quarter / a . " "
“leadl g caladiall \ ;. !
1 few of the products and services D = 3= O G T "’:ﬁufh_ ::; * 1
discussed °
2 e Wellinformed on at least half of the A o clasally catiall chal e YT e oy @ 2
products and services discussed = LidElia

e  Wellinformed on at least three

Sagidl e i) o gLl A Js
3 quarters or more of the products and D = o A9 i—jﬁw . :‘j j‘c ‘J"‘“ ¢ 3
services discussed #e 7
c.  Did the staff attempt to “cross-sell” other products ciladd g ciladial " oY 4™ G UL A glaay Cill gall B Ja @
and services? fal
0 ® Nocross selling at all m MY e lay) aall Adeny iy ol @ 0
1 e Cross-selling after a lot of prompting D S (e i ey LY Al Al B3 0 1
e Cross-selling after a little / some R . . .
2 2 dada ¢ oy dLal) | dglany o8
prompting O = G Gty ALLY) ll Adens ol 2
3 e Immediate cross-selling attempt D 28l o LY sl Al laa 5 e 3

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

AL gl U oy ciladd g Cilatie 1l £y Cill gall o8 A &
LB o gl a3l A il

3 1. Yes N ao L 3
0 2. No X X2, 0
If ‘No’, please specify your comments: el Zldads B Blay S 13
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Did the staff attempt to provide “complete
information” on Bank Dhofar’s products and
services, along with relevant literature?

Clatd g Claiia (5 "alalS cilagha™ ditheY Al glaay Cili gall old 2 .z
fAlal) @il ciluish aa ik ol

INT: LIST THE CODE FROM SECTION C.

) (3a Sl iy o 1ialy

0 e No information at all D GOy e claglea ¥ o 0
e Information provided on at least a a ’
Aglaiall e | | | Uac |
1 quarter / a few of the products and D = ’mﬁmqﬁfjﬂ‘ ": - 1, ¢ 1
services discussed & ST
2 e Information provided on at least half m claiialy dsleidl il glaall Chead J o plac) @ 2
of the products and services discussed | Lgidiilie o Al cleaddls
e Information provided on at least three .
Lo glaall ¢ | gl gyl A J34 Uae )
3 quarters or more of the products and D asledl o 81 9] gy I e < * 3

services discussed

gidflia & @_d\ Glaadll 5 clatially Aalaiall

f. Information on relevant procedures, A0l 3 Angiial) AR g iATisall g s Yy Ablaia cilaglna T
documentation and follow-up method?
INT: LIST THE CODE FROM SECTION C. G pudll (o Sa gl 4G B 1ialy
0 e No information at ail D ALY e clagha¥ o 0
e Information provided on at least a . "
Aabeid) cilaghaall e JulBN faay JIVY o cUac) o
1 quar.ter/ .a few of the products and D Ladlie 3 () clasally caial 1
services discussed
2 ¢ Information provided on at least half X Cilatialy dsleiall Ciba glaall ciaad JEY Jlo slac] @ 2
of the products and services discussed Lgidilia a1 3l cileadll
e Information provided on at least three "
Cilashadll e St gl gl A0 ,Javs uxa elae ®
3 qual:ters cfr more of the products and D il 5 1 cilaoally claidly el 3
services discussed
g. Did the staff attempt to acquire more customer Jal (e gl Ablata S0 e glea 48 jeal A glaay Ll gall a8 S8, ¢

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

9330 Al (A Aaially oL

3

1. Yes

a1 3

0

2. No

OX

3 2. 0

If ‘No’, please specify your comments:

iy il b sla S 1Y)
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+ +
7:1. Timeless * R R gl 7.1
a. Waiting time on entering the branch, before @ Cuaga gall Cpdl gall g Jalaill 3 g g 8N Jgda de BN g |
dealing with the frontline staff: $Aaxid afl ga Jlo /el adl)
INT: SPECIFY TIME IN MINUTES: o|& 2 BB Ganea gl 238 sl
0 e  Over 15 minutes D 8215 e Kl 0
1 e  5-10 minutes O G310-5 o 1
2 e  3-5minutes O GB5-3 e 2
3 e Under 3 minutes [Z S ED e il e 3

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

e Queuing system did not function at

Saaa Sy ey il (b DY) a5 oy cusa ) s JA

0 al O OEY o Jany ¥ Gaall b Uy Gl o e 0
e Queuing system functioned, but it - . . L »
1 § gall . auall Uatiy 2Uas o)
worked with a few impediments D Gl g g 81y Jany of SERT AR OL 1
2 e Queuing system functioned and it D Jlad IS8 g & ggany Jary Caall oY aai ) e 2
worked quite easily and efficiently Leda
3 e Queuing system functioned and it D Oy g Al A ggans Jarg caall b Y Hlai o) e 3
worked very easily and efficiently Sl
e Not applicable [& GiauY e -
c.  Time taken for the “purpose of the customer’s visit 54 ) dgeagh o gl 3 4) s L™ Jab ¢ diiall gl &
to be fulfilled once reaching the counter: " Aaaddl

INT: SPECIFY TIME IN MINUTES: AN Gua 8 gl daa rdualy

7.2 Product /Se
_ Time

rvices applied for and-
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b

H. Additional Comments on Visit 15,4 Adlaiall AdLaY) cla jikall »
(If any): (a0
T 16 WO @veugw Seaudss no Twex MovM Bowe. Dar UK
Vo wR s W niwe - _ SHAFF gt e YA Wed 4o wel covre
CosTon-ere,. :
The SalE Mesdd XY amws and
VW reate ,L\Anr ‘(U\O“&A G&(‘xe AC—\’

o U\ %e/\i\b-“-s
End of the Survey - Thank you very much....
Sada 1088 — Qi) kgl

idﬁ;&%ﬁé"‘ T

g

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

Section parameter Under Evaluation Total Points Scored in thi thal Points Allocated /§
. . . - Area: Parameter

C Branch Presentation and Customer Facilities

D Greeting and Soft Skills of Staff

E Staff Capability, Knowledge and Cross-Selling

F Timeless

= ) = - T i
TOTALSCORE | . ¥

goill bl gsara
it AR AT e | T e T ey [ T & (3G gl Jalal sl

Gl Aadhall Cidlagull g £ Al ayais &
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Coal i lgag cn st | &
ALY aal Alas g 430 a0 g (il gall 5 408 z
}= a8 gl z
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