-

SERIAL NO. ‘

319

09

8]

+ + +
PROJECT: Money
SHOPPER CODE DATA ENTRY EDITING ¥ a Kmlb, L SR. #
Name Number | Name Number ?m{\g_v‘ Number
o [jchaslee | ZY0Y| toaewit 2409 32045
1g gduall
A ‘ Gl e shaall Jlaa) G il 3y
N gt AN gl A g
A. Details of Visit BN Janalds -
Bank Dhofar 174 Sk oy
Bank Muscat O Jadusa ey
National Bank of Oman O lad) il glt il 4 cadd o3 Sl 1
1. Bank Visited -
HSBC-OIB O HSBC-OIB <
Bank Sohar O s dliy
Other Bank: (oA ey
2a. Branch Name %FQ\(‘ g il put 12
2b. Branch Area B a.;{'iV\O(,l’L N OYA,KA. gl aige 2
3. Branch City %O )G\&Y Lnd 3
4, Branch Region AL @M ’ M FARW
Day | Month | Year adl [ gl [ aed M en 5
5. Date of Visit
AL 1215 | |
Hours [ Minutes Gkl | clelull
6. Start Time of Visit q bl iy 6
30
i Al il
7. Total Duration of Hours Minutes Ca sl i 7
Visit 0O | go = :
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2. General Enquiry relatingto a
specific Product, Service
and/or Facility

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

i

S o5 Glaa mid

or Current Account o Gl
Saving Scheme BECURE=Y
Housing Loan Ol i i
Car Loan B a8
Educational Loan el a8
Credit Cards olaiit calitay
Personal Loan (sl (s 8
Double your Salary il Ciels

Offer

Youth & Student
Account

a5 laddl Glus

J/J\L&‘Q:\a.eé\.’\qéh:\ae\& Dbl 2

| paiall Jualdl 2o, 3] 9 cautiall i) sdualy
FOER]

3. Complaints / Grievances:

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

000000 O0OOO0OO0OO0 0000000 B0 OC

Slow feedback Auyday 243
Request not done dite pe alhall
V\!rong information AL i sloe sl
given

Attitude i paill 435 5k
Credit Cards SN iUy
Y Gl e
ATM ATM
L_;.)i.'\" &I._\.”Nl Ol
CDM CDM
Point of Sale (POS) el b
B_ypaailt Siluyl dadd
SMS SMS
Fraud Juial
. e A peaddt claasll
Phone Banking il
i ) cilaadl)

Online Banking e A u -
LR

atbada /o485 .3
o ClBadlall g (5 gl Angdn aaa scualy
L paaiall GlSall
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4‘1 Was Customer Parklng instantly avaliable for the. § » . . ‘s N ~
" ¢ 3eill o B b | Bgadall 32508 4.1
Mystery Shopper? ~ wans ”ﬂ "b JL'N y‘,hd ?
3 |1 Yes O o 3
2. No %) 3.2
i. Specify: csaa
i. Specify time taken to find parking: min. 4ad 3 i ga Aag¥ o O gl an
‘.;vvxa \ Qace  no SQuge o JV/(SWVLNAN _

4.2 Entrance to Building . U T el N Jgadi 4.2
a. Was the Entrance Clean? olddas Jaaall oS Jda )
3 1. Yes X axi 1 3
0o |2 No O 3.2 0
If ‘No’, specify “Why / Describe how” the OIS " Caagh f1lal" sas dliad (e ST G gadt S 1
entrance was unclean: wcki e Jaadl
b. Was the Entrance Convenient? thaatia Jhaall oS S8 @
3 1. Yes X |3
0 2. No O w2| o
iIf ‘No’, please specify “Why” the entrance was Taalie Jaaall (S5 ol "Il s ¢ IS ol gl S 1

inconvenient:

4.3 Cleanliness.of Premises SEEEE S R e o A I 4.3
Was the branch premises clean? *’Lua gl e OS &
3 1. Yes " axd 1 3
0 2. No B 2| 0
th Nor, plc_ease specnfy| Wh.y/ Describe how 1S T ol [ s i (e "I" 2l (IS 1

e premises was unclean: _— A e i

Kharafi Marketing and Consultancy- Muscat-Ruwi,
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a. Posters / Branding material present on doors, walls
and windows?

T il g Gl ¥ gl gt olade / cilluale 359 b T

3 1. Yes O 1| 3
0 2. No X2 0
If ‘No’, please specify “additional comments”, O "ddlat cllaa " das dlliad e IS il gl S 1A
if any: ‘s g

No Postas snloXind

QOYS

exren in WAl A\ anwdow g

b. Pamphlets, Leaflets and Brochures on display?

Sl il Sl e 5 b e

3 1. Yes m PSR 3
0 2. No a 2| o
if ‘No’, please specify “additional comments”, Ol "igilial claadle” 2aa lliad (e K" G gall S 13
if any: s
C. Branding material up-to-date? SAhan Ay jladl) cladalt M ga JA &
3 1. Yes O 1| 3
0 2. No 3] 2| 0
If ‘No’, please specify “additional comments”, O ¢gilial Claa e das dlliad cpe <"OIS" Gl galdl GAS 1)

_if any: Caag
3{/\(7 I

\/

45" Presentatlon of Staff

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

% 4.5

Blgag gl sl g Al g-u:y o %90 81 330 S A 5

desks and counters? COREL)
3 1. Yes X 1| 3
0 2. No O 2| o
If ‘No’, please specify “additional comments”, O "ddlial clas D" daa clliab cpe IS il galdl (S 1A
if any: Ko
b. Were all / almost all of the staff neatly and

professionally dressed?

Cirlgag i e bl (1930 5y (il gl aliaa [ JS IS A L

3 1. Yes O 1| 3
0 2. No K 22| 0
-‘ i"a—é‘-&.‘d‘ aLL;)“II 5“ . '! “, ‘ll " ‘ ‘ .ls "‘
If ‘No’, please specify “additional comments”, o . Ge " il _L;_\:
. >3

if any:
WA

bd

Y¢S -

[

¢. Were all/almost the entire staff wearing name

S agelacely ki ¢y gy (sl gl alina [ JS OIS b &

badges?
3 1. Yes O 1| 3
0 2. No ¥] 8.2 0

Kharafi Marketing and Consultancy- Muscat-Ruwi,
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If ‘No’, please specify “the approximate
number of staff not wearing name badges:

2 St bl notweamm

a. Was the area surrounding t

ot (il gall o il aaadh 20a b e DS Qb galdt oS 1
ey W s ¥

T gy G aall 834a) 4.6,
Cpun g chalal (2R3 £IANY g (M) i palh 354> bl osal o8 Ja

’ﬁul_/v 1S ain

Th Poe” snh
£) yound: ’

machines clean and presentable? € ygaall
3 1. Yes O | 3
0 2. No X 2| 0
If ‘No’, please specify “Why / Describe how the S e Ciagh /A" daa lid (e MOS" il gall oS 13
area was unclean: caghi e Sl

b. Were the ATM and CDM machines functioning?

S 3and g8} plaNly ) il uall Boga) s da o

3 1. Yes

1| 3

0 2. No

0K

.

352 0

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

S oeal 4B 09 A ) " aas lliad e ST gl JS 1Y

Gl pall Glen gl aamg) daad ¥ g oy (S al_uall
H(all a5 SV

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

TATM/CDM Gk 5 2 Ghatall g1 2 O b .

© )b((,.

4.7 Branch Ambience and Facilities &

3 1. Yes O a1 3
0 2. No = 8.2 0
3. Not applicable O Sihu ¥ .3
If ‘No’, please specify “the time at which at L Jang o g 8 gl das b g 28" Gl gall (S 1)
which the cooling was not functioning S JSd casall

T gl p il 31 ) 5l 4.7
Ty o JS o 05 Bl S O

a. Was the branch air-conditioning fully functional
and sufficient?
3 1. Yes E] i1 3
0 2. No O w2 o0
If ‘No’, please specify “Additional comments / JMagiial Cllaa S aaa @lliad (e ST Gl gadt S
Describe how it was insufficient: S S Al ol Cual

b. Did the branch possess sufficient lighting?

TS 35y g Al Gy b

3

1.

Yes

e

3

0

2.

No

ORr

2

0

Kharafi Marketing and Consultancy- Muscat-Ruwi,
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+ + +

c. Did the customer have sufficient waiting space / Sl 3ol (e ilS ase [ UBIU A8S daliis Juaall (AS Ja
seating area?
3 1. Yes O 1| 3
0 2. No | 22| o
NG A . - . 7" " . s’ . ‘Il " “ |'|
If ‘No’, please specify “Additional comments / [l clladl” 3a L:‘-S?i :3:‘ S:i'}‘
l?escribe how it was insufficient: - - i -
Taer 1S )\V\\'! 5 scadc
d. Did the customer find it easy to follow the signage . R T Lo 4 . . . N
| ) Jala ds § CASEN) A pguny o) Csah it Ja |
within the interiors of the branch, indicating different Gl Al A "“;.ji‘r ol g (w’@?&?ﬂ%ﬁ ¢|-~ J‘“_\‘::.'
counters/ work stations? . : )
3 1. Yes [l 1] 3
0 2. No %] y2| o
If ‘No’, please specify “Additional comments / i ghy flin) Sl 3aa Gllnd (e TS il sl (S 1)
De§cribe how it was insufficient: I I b “-usls uSJ ;!Juus
No eigng. ietatae
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510 reetmg of Customer o R oL e
a. Was the Mystery Shopper ”promptly greeted / i‘gﬂi ‘,J\ A-Loaa M gia.l\ QJHH-‘-“ oe u}-d\/uaﬂﬂ‘ e-' d‘“ i
acknowledged” on entering the branch?
0 e No greeting / acknowledgement m PP RETT D 0
1 e Greeted within 10 minutes of entering D Useall a3 (o 3182 10 & cam Al @ 1
2 e Greeted within 5 minutes of entering D Gaandl J 533 (0 G183 5 S cam il @ 2
3 ¢ Immediately greeted on entering D Jraall Jsa0 jsbcuayill o 3
b. Did the staff either / or: 10aaY) gaaly Liligalt Al S8 L
a. Ask for the customer’s name? $panll push e Jla
b. Greetthe customer by name? Chant S5 pa dpeally a2
3 e Yes, the customer was greeted by name / D 3 At e Sl fat S5 aa Jreally cam il 3 Al caad @ 3
asked for his / her name Lganad
0 e No, the customer was not greeted by m At (g Jhiay alg / ded 83 e dpasdly Gl gl 38 e 0
name / asked for his or her name Lganih gl
KV il g "Sa o) diseliaa (AiSay " cals gall
c. Did the staff ask, “How can | help you today?” kg 3" el J‘; dt“! l;{:‘w
and Probe the purpose of the customer’s visit?
3 1. Yes, the staff did this O lyy Cali yall 15 331 cpnd 1 3
0 2. No, staff did not do this ¥l Al ki pall oy ol (382 0
d. Was the Mystery Shopper redirected on the flgdatialfailabial o sl Al Gomdall dpgiBael 808 &
basis of his / her needs?
1. Yes, he / she was redirected on the ; . e
’ Aalialfaiatial JI (3 ) dpa i Balet 55 a8l
3 basis of his / her needs alaaiatabial ) ()dsenll om 5 B! 35 3 i 3
2. (OR) The first staff member P ot ..
: b a1l oAl W) calh galt pudiud ()
3 encountered probed the nature of E] 0 dpenll 41 A i.\edj/\f;eu };SLU.“ P (]J) 2 3
visit and assister him / her 3 00% - A
3. No, he / she was not redirected on
¢ Aalial/afalial 4 gl salet 2 o S
0 the basis of his / her needs D hs / o gl siel s »_ 3 0
Were the staff‘courteous on the customer makmg Ssand) Basloce AbS (5 o budliat (53] (Gl il gall (S Y
his / her enquiry?
0 e No, the staff were not at all courteous m G o gl ciligall (Sl 3K e 0
e Yes, the staff were quite / reasonably YT - e
’ a3 AaLL Cala gall 2l
1 courteous D Baa [laihe 5 sl i il pai 1
2 e Yes, the staff were courteous O Gl gl S A cpai @ 2
3 e Yes, the staff were very courteous D AL Al el gl QS Al cpad @ 3
b. Did the staff demonstrate “active listening” on Spand) Jlaadinl "' ilp sliual™ il gall yed Ja o
customer enquiry?
e No, the staff did not demonstrate .
’ } sliwal Cilh gall : S
0 active listening O il s gall gl ol o 0
e Yes, the staff listened quite / v, . e . .
1 ’ \ Ay A3y jhay il gall § sl ¢ and
reasonably actively Gaa) B2 [l g4l (s o= 1
2 *  Yes, the staff listened actively O Loy ciligall dual 3il caad @ 2
3 e Yes, the staff listened very actively D AglaV G 8K Cilhgall Gual ail cani @ 3

Kharafi Marketing and Consultancy- Muscat-Ruwi,
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c. Did the staff appear confident? SAuadi cpa (319 41 o Ciligall el Ja
0 * No, the staff did not appear confident D Audi (o (B9 Ad) o Caligddl Heda DS 0
® Yes, the staff appeared quite / . . . b 1. ..
1 dudi (e (Bl A o Cals ) ¢
reasonably confident D] | e gy dadki n @llg 4 gl i pall poa cpai 1
2 ® Yes, the staff appeared confident D Adi a (Bl g 4 Jo ol gl jekicani e 2
3 * Yes, the staff appeared very confident | [] Ak ¢y Labati (3819 A3} Jo Calo pall jgda cpns @ 3
‘tliv.ith. List the names of staff interacted e lala (gl (ol gl plaed S3H
o Mr./Ms. S A€ ya 1 AoUl/Satl o
o Mr./Ms. 2 TR
® Mr./Ms. 3 FVIORT {173 TR I
e Mr./Ms. 4 Ao/l o

Kharafi Marketing and Consultancy- Muscat-Ruwi,
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6.1 Staff Capability,

ilit

Wl
K

Did the staff frequehtiy probe the nature of the

5 I Gl e Tk Sl B 50 18 05 ]

Sive. YWY T Qndex”

SalF ¥

a.
customer's needs?
3 1. Yes | a1 3
0 |2 No O % 2 0
If ‘No’, please specify your comments: 5 s o8 Bla MIS" 1Y
b. Did the staff actively attempt to anticipate ¢ypa30) cilabia] (b Allad AL glaay il gal o5 g
customer needs?
3 1. Yes L] PN 3
0 2. No O 3.2 0
If ‘No’, please specify your comments: el ) pliady 8 Bla ST 1Y
¢.  Were the staff able to cater to the needs of the 9] 535 Lua lls (133 (e Cupe ) ilaliiad At Calh gall plaiad Ja o
customer without seeking the help of a colleague? Se3a 3l
3 1. Yes O PR | 3
0 2. No X 3.2 0
If ‘No’, please specify your comments: il pliads o8 Hla ) ST 1Y
T heve  Con Leaplode BUA

d. Were the staff able to answer all / most of the i o
questions posed? S g yhall ALl alina [JS 08 AlaY) il gall pUsind Jo .o
3 1. Yes ® a1 3
0 2. No O 38 2 0
if ‘No’, please specify your comments: ) b o8 Bla S" 1
e. If the staff were unaware of the answer to a Jb s Alicd [oma Vo I A o a8 Gl gald 008 o 1Y) T
particular query / queries, did they politely “ask s S dal JaUEE e A 5 e 5 Jaf a SN cuigl dlia Gl
you to wait while they double-checked with the
system / a colleague”?
3 1. Yes O a1 3
0 2. No O 38 2 0

If ‘No’, please specify your comments:

i plad o Bl IS 1Y)

Kharafi Marketing and Consultancy- Muscat-Ruwi,
This questionnaire is exclusively for internal use by Kharafi Staff for Bank Dhofar

ks iy Al ol 8 Al il gl sl alastud Jadé 5 Ll 53




a. v verall, wa‘s the étaff \)vell-inforrhed on Bank
Dhofar’s product and services?

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

0 e Notat allinformed O S o clashaaod Gl o 0
e Wellinformed on at least a quarter / a . . "
Zlaadll g Ciladiall | . ]
1 few of the products and services D = 3 il o it e u‘:ﬁ\;’h ::; * 1
discussed &
2 ¢  Well informed on at least half of the O o il sl g cladiall diual e JIY1 e aley o )
products and services discussed Lgidilie
e  Wellinformed on at least three- ; ‘.
clatiall (e st gl gluf A i) e ey o
3 quarters or more of the products and srlie 233 s 3
services discussed & leadia i Al J
b. List the details of the “main purpose of your visit” pudll B (g 2 LaS) "8 Ll i N Cisgli"cs Alaka Aoy pidagy pd

"ebaail g claialy slaiall 48 pall (g giea” o (b gal) iy pdg t(e
AR ah‘l,i

INT: LIST

THE CODE FROM SECTION C.

) (o o M) K 28 2l

relative to competing banks?

0 e No knowledge at all D Gyl e gy o 0
e  Wellinformed on at least a quarter / a . " "
2lead g ladidl ¢ | se iy
1 few of the products and services D = 3=s 0o delih ey 0 ds ‘A; ?L' ¢ 1
. Lgaiilie o3 il
discussed
2 e Well informed on at least half of the 0 o cleaadll g cilaiiall dhaal e Y e alay @ )
products and services discussed gialia
¢  Wellinformed on at least three ; . ’
“laiiadl e i gf gl i A6 Ji
3 quar.ters cfr more of the products and w = o= A8 i—:@u & j‘c ‘JMHJ * 3
services discussed
c.  Did the staff attempt to “cross-sell” other products claad g cladial * AlaY) ™ o LAl A glaay Cilh gall o6 Ja o
and services? LR
Y * Nocross selling at all a GMbY! e eyl all ey ah ol @ 0
1 e Cross-selling after a lot of prompting D Sl Ml (e S 21y ALY andi Aleas i 0 1
e (Cross-selling after a little / some . . ; .
2 2 heiay) o b Yl sl dylay o 2
prompting m = # Ga gl el ¢ *
3 e Immediate cross-selling attempt D 288 o oYl all Wgaa i 0 3
d. Did the staff explain Why Bank Dhofar’s products P e . o oy 3 .
ALadi" Lggal SR Sl cilaad g culadia 13l % il gal) a3 K
and services possess a “Comparative advantage” i el J A oy ciBsal 3

ShdUiall o gt aa 45 5\ "Agudlf

3

1. Yes

o 1

3

0

2. No

Ok

<2,

0

If ‘No’, please specify your comments:

Al gl o8 Pl I )

Kharafi Marketing and Consultancy- Muscat-Ruwi,
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+ + +
e. Did the staff attempt to provide “complete claid g claiia (6 "ALIS Claglea® dikey Al glaes il sal) RS
information” on Bank Dhofar’s products and Filall il clpish ga Jbl iy
services, along with relevant literature?
INT: LIST THE CODE FROM SECTION C. & puidll (o Sl dgagy ?‘5 sdialy
0 e No information at all D MY o Cillagha ¥ o 0
) . Info:tmatlonfprowfde: on azleast a ] D Aibeial) il (30 Sl Jot) G e olkel .
qua'er/'a ew of the products an hitia g 3 cllasdly claTial
services discussed
2 e Information provided on at least half D il Ailsidl il gladll cieal S Jo plac] o 2
of the products and services discussed Lgidilie i 1 cilaaill
e Information provided on at least three : —
Clagladll (e siS 9 ﬁLU‘ 536 A e eac) o
3 quar.ters qr more of the products and m Ll 5 ) cilasdly il 1, dilesal 3
services discussed
f. Information on relevant procedures, ALl il Aaghial) A y b aienall g il ¥l Ablalia Cilaglea .7
documentation and follow-up method?
INT: LIST THE CODE FROM SECTION C. @ pil) (a3l A5, B 1ialy
0 ¢ Noinformation at all D MYl e cilaglia ¥ 0 0
) . Informatlonfprov;ie: on azleast a . D ATl gl o S Ja) Y e olae] o .
quar'ter/? ew of the products an Bl 5 ) sl y claial
services discussed
2 e Information provided on at least half D claiially dilaial cile glad) ciual J Jo plac) @ )
of the products and services discussed Lgadilie i A cileaslly
e Information provided on at least three : . "
e gladl e iSH g plugh A5 S o elac] @
3 quau:ters O'r more of the products and Q Lt 5 3 e sy ciatiall dilaid) 3
services discussed
g. Did the staff attempt to acquire more customer Jal o Croaill Ablatia fiSH e glaa 48 j2al A glaay Lili galt o8 JA.E
information so as to follow-up at the end of the visit? 95kl Algd B Aniially SLAN
3 1. Yes O PRI 3
0 2. No % 32, 0
If ‘No’, please specify your comments: il Zliady a8 ela y OS" 1Y
infotwastiow 1S Liwmiy £ o
1
eV Qe enke oW a\¥Yac L oo welX -
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+

ol
oA

T

)
-
o
-

7.1 Tlmeless R e

+
3

adgll o 7 1

a.

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

",Au,ga}dt uﬁhﬂtg&lﬂ\ Jdy ‘@m Jsda aie BN g
daxdl aBlga o [ alal) Badd)

INT: SPECIFY TIME IN MINUTES:

BN ua @il gl daa aaly

o9
0 e Over 15 minutes O @15 50 sl 0
1 e 5-10 minutes O Gl810-5 e 1
2 *  3-5minutes O @53 e 2
3 *  Under 3 minutes G e Bl e 3
b. Did the customer feel like the queuing system o . Bl B RN AU ol cres sl
functioned properly? e Jidy dayy o S LI O a3l
0 . Sltlxeumg system did not function at E GV e Jany ¥ Cinall syl ) e 0
®  Queuing system functioned, but it feall 2 . a6 Ly U o
Caual 1
t worked with a few impediments EI ol o g 08l Jeny ot SRl
2 ¢ Queuing system functioned and it | Juad ISy g Al sy Jarg Caall B Yl Glai ) @ 2
worked quite easily and efficiently Lea i
3 *  Queuing system functioned and it 0 ISy g Al Al gy Jany ol & Uy Gl ) e 3
worked very easily and efficiently Jlad
¢  Not applicable O G Y e -
c. Time taken for the “purpose of the customer’s visit eBlsa  dgeas 2o 903l 505 i ™ Jaf (e 283l gl
to be fulfilled once reaching the counter: " dardl)

7«.2;‘ |

INT: SPECIFY TIME IN MINUTES:

i

rand Turn Around

Proéuct/ ervice / vRequest 1

1B Cuua B gl daa stialy

U+
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H.
(If any):

Additional Comments on Visit

=3 b ddladall A8LaY! Gla silall A
(s )

No vowke{ MacWineg ¢ sewnd
SAFEF ot wearing badge & Arm

ok owe N @l pocking
yust v 6 aM ¢Ahe Randk <

End of the Survey - Th
P IRty P

Cayavo Y | B
ank you very much....

L) Al

For Office Use Onl

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

Section Parameter Un der Evaluation Total Ponnt; Scored in this Total Poqpts_ 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
TOTAL SCORE

gAllbiiggara L

(ebﬂ‘ﬂ'dsta;ct)su&)d\}alahﬂ\&w) _

Jabl) [Laaiall BGY £ gana | sacdll B Alaiall LA ¢ gane

TSUGAT 5y ol gaad) | awdl

Xy .: .

a3l Aathall cidgaill y g AN s @
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Cr

ol gall i lgas om0

ALY 2l dlac g 458 s g ool gal) 5 a8 z
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