+ + +
PROIECT: Money
SHOPPER CODE DATA ENTRY ECITING SR. #
Name Number Name Number Name Number 63
[T P32
| i
1§ gpmall
:‘i_)'“ " \ N B -GJ < a l . - P T
) 1 b ‘]D\f oy {‘“ . S ! S slacadt i Syial 34
Fl....i.a.i = . ;
A ! o i’ P A ot
10
A. Details of Visit 3L Jgealds o
Bank Dhofar E Sl oy
Bank Muscat D L sl
» National Bank Omean D “'J'LM.!'I J"‘L'J"‘] 3’[‘...!]'! GJE_)? ad ,‘5-13\ Aig.h 1
1. Bank Visited
HSBC-OIB O HSBC-OIB 4
Bank Sohar O e
Other Bank: Ay
2a. Branch Name QMJ gl ot 12
\
2b. Branch Area /f )Mdy Foill alye 2
3. Branch City L’(JJVQCA-V il 3
4. Branch Region MC‘&J/ ,(OA:“’\ adlaidl 4
Day | Month | vear I T i an 5
5. Date of Visit
| | 0’\T) € | L7
Hours | Minutes EELN] | e L
6. Start Time of Visit i ly i, B
Vi A
i By ale
7. Total Duration of Hours Minutes & el LS
Visit J 7’/ | S 3 el 5 7

1
T Db pefewned



Opening a Savings D
or Current Account
Saving Scheme D il alias

Housing Loan A A8t s E

2. General Enquiry relating to a
specific Product, Service

and/or Facility Educational Loan galei ya i

INT: SELECT AS RELEVANT AND/OR - ————
SPECIFY DETAILS OF Credit Cards O S ARy

o ——

- j;lb&isdﬂam&lﬂueb _)L..'ﬁ...;'l 2

Car Loan D e i 8 = s

I@'ﬁd\d*amm_,if_,w1)3| sy
Aaaill

Dauble your Salary Ao el
S L
kil [
Youth & Student D O L e
Account ’ I




i .
¥
. Was Customer Parking instantly available for the Lt
A BT ] B bes il ga <
Mystery Shopper? 1 Bobpes Gl ga LAAN (Jeulal Sp9 Jb 4.1
3 | 1. Yes ] i 1 3
} 2 No ] %2
| i. Specify: i
|
1 ii. Specify time taken to find parking: ‘ min. G i g gy a3 G e
i
4.2 Entrance to Bullding : el N Jadalh 4.2
a. Was the Entrance Ciean? oliyBs Jaaall oS Ja
3 1. Yes | a1 3
0 2. No O 38 2 0
if ‘No’, specify “Why / Describe how” the LTSNSO [k N LU W SRR T SR P S L b
entrance was unclean; ey e Jaaall
b. Was the Entrance Convenient? laalie Jasall fls S8 0
3 1. Yes E a1 3
0 2. No O 2| o
If ‘No’, please specify "Why” the entrance was e Jaadl J55 ol " daa ¢ IS calgadl 1S 13
inconvenient:

N LT WL Ry e s
. e Ay
0 e -aﬁf:—'ﬂ.- B

Was he : 2
3 1. Yes E a1 3
0 2. No O 2| o

If ‘No’, please specify “Why / Describe how”

. S NS e g LAY 3aa b e ST Y pall A8 1M
the premises was unclean: = : M e all s

jmln.l"' al_pd 4_“.14]\
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k44 . Branding M L e e T N T T e R L e A i kil A4

i a. Posters / Branding material present on donrs, wills i 381 gy o padl o g e A el Slatie f Slhals da gy b
. and windows? |
{3 1. Yes 0! 1] 3
0 2. No &K w21 0
‘ If ‘No’, please specify “additional comments”, ! O A Slan " saa Sliad T VST el A U
1 ifgy: Q l iy
| \.f\&\_d—L-" :
b. Pamphlets, Leaflets and Brochures on display? $! il y TSl n go a3 A
3 1. Yes R sid] 3
0 2. No | 2| o
If 'No’, please specify “additional comments”, SV il Slea N aa el e MEY O gall A 1
if any: ada g
c. Branding material up-to-date? faliaa &y dadl Cilaiall Sge S 2
3 1. Yes E a1 3
0 2. No O €2 0
If ‘N¢’, please specify "additional comments”, M) Sl T e Sl e MUEY Ol gt 180
if any: Ty

. a. Were employees present at over 90% of the branch N ' g\_,.-, N.ﬂh ;\ 5_,.1\ _,.. w%90 ot _,..Sl .u..L,.,\ uls

desks and counters? *‘«...a.-.Jl
3 1. Yes o] 1|3
0 2. No O w2 0
If ‘No’, please specify “additional comments”, O el Sllaa " daa Al S Ol el S 1
if any: “Saa g

b. Were all / aimost ali of the staff neatly and

0o - eyt i .
professionally dressed? T g ioa el (900 3 [k gal) plima [ S S A 0

3 1. Yes E a1 3
0 2. No | 2| 0
. . ] ‘ | -t " ] " 1 w K
If ‘No’, please specify “additional comments”, D Rl ShBad s kit '-’*H. LS N
o)

if any:

¢. Were allfalmost the entire staff wearing name

Ty O G gy G pall pdines f JS S8 A D

badges?

3 1. Yes D a1 3
0 2. Na E ug 2 )
If ‘No’, please specify "the approximate ol ikl pall RN 23el0 3aa Hlad e HE" el IS 1D
number of staff ngt wearing nampe badges: peiacds il b S geaa Y
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[ 4.6 < - ATM and COM machites?’: ", - T

‘"l TEr e W

g
Oiiaiss S
L wr

o A gy P ah B50e] 48]

a. Was the area surrounding the ATM and CDM

uﬂ_’s.n&;mlﬁ\aﬂu,,’h‘l_llp‘n_)‘.ﬂ Lyadll gl s e

s
' machines clean and presentable? ? gl
“ 3 | 1. Yes E a1 3
{0 2. Nao | O w2 g
{ If ‘No’, please specify “Why / Describe how the ! SRS eyl AL e Sl ST el S D
; area was unclean; | ekl e S
; | |
| ! i
} 1 :
b. Were the ATM and CDM machines functioning? * PP RO IR [, I IRV IR VE LA )
3 1 Yes bd i w1 3
0 2. Na O x2| o0
if ‘No’, please specify “the time at which at Pl A oS0 A Sl saa Ll e SUST el IS0

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

S eall g gh daag) JeaS Y ekl gratiy Yl el
(g gigy A

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

SATM/CDM 4dkis 8 3 cifadl ) 380 OIS 6 @

a1

¥ - n~ e oty e .
% "’Lh' ,.J.” {::w e -'ay 4.‘7:“ T T

(TR

3 1. Yes O 3

0 2. No D 382 0

3 3. Not applicable B Gy ¥ 3| 3
If ‘No’, please specify “the time at which at G Lo ol g2l i M s iload IS gl S 1
which the cooling was not functioning L JEL g

':-,fn‘-\
w..xrriuu

T 0 R
S I Fsﬁlf‘\t."‘

a. Wasthe branch air- condmomng fully functmnal ‘ TURS p Lo JE5 any )l el 1S 6
and sufficient?
3 1. Yes | pi 1|3
0 2. Na O % 2| o0
If ‘No’, please specify “Additional comments / Pl Slaa e e Slad e S gl S 13
Describe how it was insufficient: O L . U P
b. Did the branch possess sufficient lighting? TR Gplaly AN alady JA o
3 1 Yes B ped 1 3
o 2. No D N 2 0
If ‘No’, please specify “Additional comments / Fagical Slaa " saa Sllad e UET Al S 1Y)
Describe how it was insufficient: S K Wl S oy
5
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C.

Did the customer have sufficient waiting space /
seating area?

Cougtall solha e oBS 236 BRI GHS daliee Jpeall SIS A D

3 1. Yes

pi 1

0 2. No

LX

a2

Describe how it was insufficient:

If ‘N, please specify “Additional comments /

fragie Dilania! 2o Sk e HET Ll gall S0
S S ay

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

within the interiors of the branch, indicating different

counters/ work stations?

il g £ 315 Ao gadd gal) GRS A2 gy Ay T Cage 3l Lt JA D
Thanll Sl (ohSall) SR ASN hZaa kS

3 1. Yes Ed m1| 3
0 2 No O v2| o
if ND.’ please ..r.pec:fy_ Addlt_lona'I comments / gl i) i de” 2a Sl e ST il gadl 1S 13
Describe how it was jnsufficient: S ST A s

u \ y e 8000 o F
6
+




+

5.1 Greeting of Customer

Oy 3y e 550 5 4

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

Tp AN A Algis jgb AL Feedall e o adifona S0 a3 e

0 | s Nogreeting / acknowledgement

Gl e

0
1 »  Greeted within 10 minutes of entering ol Jpdn e 310 a2 e | 1
2 s Greeted within 5 minutes of entering antt g e B G OO Cus A e 2
3 » Immediately greeted on entering cran! Cgad gstoza Z e I3

b. Did the staff either / or:

T paal il pad) 53 A

a. Ask for the customer’'s name?

?Jﬂ"":‘] g"“l o J[—‘ .i

b. Greet the customer by name?

. Yes, the customer was greeted by name /

PIEPIEILONG Wy TOWE R < VDA FPPL ERUFTENGi e g 1 PEL B

3 asked for his / her name B st 3
. No, the customer was not greeted by e g ady fdant E3 PN PLERTNG. (G I TS L )
0 ) O - : 0
name / asked for his or her name el )
LA (8 el g e gl WEAS Laa iiSeay 5" Lab gl i
€. Did the staff ask, “How can | help you today?” a 3 T s "':,J JL‘I '1df: l-u
and Probe the purpose of the customer’s visit? -
3 1. Yes, the staff did this b ALy s gall o8 i cani 1 3
0 2. No, staff did not do this Il Sy Cals ) 0 W38 2 0

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

alial/adobial 5 sl AR Gaeddl 4 s0el a3 06 &

1. Yes, he/she was redirected on the

3 basis of his / her needs

Laldalfafalial A (3) Leaad! aga £ dole ! &5 0 (ans 1 3

2. (OR) The first staff member

O Jradt 4 A5 A gV Cade gl il (4 2

3 e.nf:0untere<.1 probgd the nature of |:| Gaes foselury 30 5l ucd 3
visit and assister him / her
0 3. No, he / shfh\f.ra; not redirected on D W RalialaTa ial I agm il solel 35 0 36 3 0
sis of his

the ba her needs

-

il AT
N ' N

Were the staff courteous on the ustomer aki
his / her enquiry?

'\

o No, the staff were not at all courteous | [_] S el cilgadl GG Al BE 8 a
= Yes, the staff were quite / reasonably . sy . we . . - .
Al LU PSR PO
1 courteous O M fgle AL syl el e 1
2 *  Yes, the staff were courteous E A et S e e 2
3 e Yes, the staff were very courteous O I VL Y AU g Uy L 3
b. Did the staff demonstrate “active listening” on Tpad) ki " alat slaaal” Cib pall gl A o

customer enquiry?

* No, the staff did not demonstrate

1 pladeal il pall £ e Lt
0 active listening D o # $all A o ¢ g

s Yes, the staff listened quite / . oy . wa . P

1 ) A ke A4y iy Ui gall et 1
reasonably actively O Ll B [ e 2 by ae 0 1
2 *  Yes, the staff listened actively ] Colagt cilh pall hoo il pai 2
3 »  Yes, the staff listened very actively D Al e 58 il gall At 3 cand 3
7
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c.

Did the staff appear confident?

Tk o Wy 51 e B palt gk A

*  No, the staff did not appear confident D fdi e By A R il gl e a RS e
*  Yes, the staff appeared quite / | - R v e )
L Jly doadi by Al B ogall jgdh
reascnably confident D | “ ’ Cn Py 4l o il gl e i e
*  Yes, the staff appeared confident E ! ki e B4 o Cin gl g5 i e
e Yes, the staff appeared very confident | [] | ki fya Ll 1y Al o gl g et
d. List the names of staff interacted : ! . N HPTTER
with: I T el (i) (A ! el 523 o
o« M /Ms. NOX N0 an 1 i e
« M /Ms. v o X 2 Loy lauh e
e Mr./ Ms. 3 Al ol ol .
*  Mr./Ms. 4 Al Ll .
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6.1 Staff Capability . OuiBigalt 3 08 6.1
a. Did the staff frequently probe the nature of the ? e S8 G 3 Dlalia] Aab (8 ledlnl il gall o A

customer's needs?

I3 1 Yes O a1 : 3
I o0 2 No D2 2 | o
: 'No', please specify your gomments: - iy plad o8 sla ST 1Y |
i wu\ oY) grmdaml |

b. Did the staff actively attempt to anticipate ST T . .
Y b Zialdal N Alad 4] wdl gall 23
customer needs? it Siaiial Foid Fas gl o3
3 1. Yes E FULN | 3
0 2. No a 582 0
If ‘No’, please specify your camments: 3y el B bl ST 1
¢.  Were the staff able to cater to the needs of the il Balas il a9 S g3 Sl G5 il gall glhid Ja o
customer without seeking the help of a colleague? LTS PR
3 1. Yes E a1 3
0 2. No O 38 2 0
If ‘No’, please specify your comments: il ek A Sl ST
INT: IF the Answer Is YES , 50 the answer for Q
D should be Not Applicable
d. Were the staff able to answer all / most of the
questions posed? fa ylaal) ALY plaa £US 08 AASY) il pall plalad Ja &
3 1. Yes [l s 1 3
0 2. No (| 3 2 0
3 3- Not Applicable Smiz ¥ 3 3
If ‘No’, please specify your comments: L gy o8 Sl UE
e. If the staff were unaware of the answer to a b g Al frma Jipe o et e |00 il gall 5 A 13 .z
particular query / queries, did they politely “ask 3 3 dal fulall e 300 6 e 2SN ad e SABINVIT Cuylghs die ilh
you to wait while they double-checked with the
system / a colleague”?
3 1. Yes O pxi 1 3
0 2. No B3 352 0
3 Not Applicable (Sulaiy Y 3
‘No’, please specify yoyrcomments: 7 et rldads od sla U N
{ton
9
+ . +
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r"rh"[

(as per SECTION B); rate the staff on the level of

“product / service knowledge” in this area:

"\Razddl y Chadiaky (adell ddaad) g i e (i gall apils

| a. Overall was the staff well mformed on Bank
| Dhofar’s product and services?
o e« Notatall infarmed O IRBY) Ll Cagas s e e 0
: e Wellinformed on at least a quarter / a il et e B fans e A
Pl few of the products and services O T TR e s y e "c ,._._1 1
! discussed e
! 2 » Wellinfarmed on at least half of the 0 £ S ekl y Shatiall cheal e Y e pay 8 2
| praducts and services discussed i
s  Wellinformed on at least three- T, e
3 quarters or more of the products and B Sl e Al &u"; «b: J‘f‘i"i" * 3
services discussed a ?
b. List the details of the “main purpose of your visit” ekl A g Lag) B0 P Aliaks Ao gl g o o

iy pdy (=

adkatall XTI

INT: LIST THE CODE FROM SECTION B.

O el O e UGS B ialy

0 *  No knowledge at all D ALY Je sl e 0
+  Wellinformed on at least a q!.larter/a Chasaly el e Qi fany o R Sy e
1 few of the products and services D R 1
. l.‘_\..n.\\...n o ".d'l
discussed
2 * Well informed on at least half of the = A A lasidly et cieal g Y e aly e )
products and services discussed Pt
« ‘Wellinformed on at least three claiid e 280 ﬁ'—ui AU Lk e e
3 quat"ters qr more of the products and E ' VR 5T e 11; 3
services discussed
¢. Did the staff attempt to “cross-sell” other products Gladd g Chatial ™ AL mll™ o pLAY Al gla ey Cilh galt 4 a "
and services? Codd
0 * Nocross selling at all E Aoyl o Alayt anl Glesy s ol @ 0
1 «  Cross-selling after a lot of prompting | [] i ) (e AN ey Sl dgleny G5 e 1
*  (Cross-selling after a little f some . . . . .
LR W (B L ¥ b adl A__\l.u 18 * 2
2 prompting D = ¥ On il N iics ¢
3 * Immediate cross-selling attempt D il e Ayl ol Gaw i @ 3

d. Did the staff explain Why Bank Dhofar's products
and services possess a “Comparative advantage”

relative to competing banks?

A Ll U el g Sladia 1L 1 o Cibgal 3 a5

Al o g e A e "Agpeail

3 1. Yes O s 1 3
0 2. No E 382 0
If ‘No’, please spegify your ¢ mmeds " i Al o8 bla 1HSY 1
Hedid ot " dolnal
10
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Did the staff attempt to provide “complete
information” on Bank Dhofar’s products and
services, along with relevant literature?

Ciladd y Sladie J2 MALS Sl gl SUee Y L glaey wali gt 40 6
falall il ClayiSh aa bl oty

INT: LIST THE CODE FROM SECTION B.

il o 3 R4 48 1l

0 s Noinformation at all

O

Ay e iayaay e 0

« [nformation provided an at least a

Gl Sl el e GAN fr; Y1 e claz) e

1 qualjter/ a few of the products and TN T PECHETCRY 1
services discussed '

5 s Information provided on at least half 0O Staitals AL e el wdeal AV o el e 2
of the products and services discussed eBle A Ziasily

s Information provided on at least three R i I DTegh
Siaglnall e ST g gl 4D BN e e e

3 quat:ters qr more of the products and El DL 5 L Sl y el Aaid) 3
services discussed

3 e  Not Applicable by e 3

f. Information on relevant procedures, Palall 3 Al A0y Sl y (i) 2 Yl ARG Sleglea
documentation and follow-up method?
INT: LIST THE CODE FROM SECTION B. S ) (a3 Ll o8 laly
0 *+  Noinformation at all D ShaY! po Slagaay e 0
« Infarmation provided on at least a .
Aalasadl e gleddh Sa B fay; Y1 e sllac! o

1 qualjter/?few of the praducts and )| S g I lesil il 1
services discussed

2 s |nformation provided on at least half D Silaitadly Glaiall S pleadt cheal JY Jo clac) e )
of the products and services discussed L4, o8 5 Silaaally

; + [nformation provudid:n at I;:ast thre;e E] Claglaall Ja 80 gl gl ) A0 W e ol 3
quautters C-H" more of the products an LiRia 2 T laal y ladial dilatal
services discussed

3 ®  Not Applicable Gy Y e

g Did the staff attempt to acquire more customer Jab Oa Gt Adleta ST il giea 4 el A3 glaey i palt p3 0P

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

€ by s B Anglially ol

3 1. Yes

AL 3

a 2. No

O|X

a2 0

If ‘No’, please specify your comments:

A s g ola, ST 1Y

11
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7.1 Timeless < gt 7.1
| a. Waiting time on entering the branch, before ot O gl Gk gall pe Jala Sy g ol Jpds 2 JURIYT a1

dealing with the frontline staff:

D Aaddll Al ga 6 [ pala¥) i)

' {NT: SPECIFY TIME IN MINUTES:

| pFE vt L1 UNSPRILY TN PR P

1

i
@ ¢ QOver 15 minutes D G382 15 e S5 e o
S e 5-10 minutes 4 33:10-5 e 1
; 2 ¢ 3-5minutes D 8253 e 2
'f ,
| 3 s Under 3 minutes D S U e B e 3
b. Did the customer feel like the queuing system e . T . .
¢ Jly ) SURI BB S & [ ,
functioned properly? & U o ¥ o8I G Sae il s b
0 . :leeumg systern did not function at D Y1 e ety ¥ el i Y1 i e o
¢ Queuing system functioned, but it Ol . el e -
[ dads Uas
1 worked with a few impediments D e ? e Oy Jary v it 1
s« Queuing system functioned and it Juad (850 5 & gt oy ciall i UYWL ) e
2 . . . O 2
worked quite easily and efficiently Lo sa I
3 s+ Queuing system functioned and it D DSy A A pgns oy el i AT WU e 3
worked very easily and efficiently Jad
s Not applicable m L VRTR -

c. Time taken for the “purpose of the customer’s visit

ta be fulfilled once reaching the counter:

Eihaa G gea gl 2o G50 8 ) Liak 4357 Jal Ga 2430 A g &

o Rasdl

INT: SPECIFY TIME IN MINUTES:

:‘_jJLi.ﬂ! NIVEQLI A LI TERE LI
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| H. Additionai Comments on Visit 2505 Adlaial) abliay) s jShal Y
(If any): (=g )

End of the Survey - Thank you very much....
S5a 1588 — olaia¥) 4igd

G. TOTAL Branch Score
(Total unwenghted branch score, summing all sections):
&y M che TRl 'I'otal PotnBScoradlnﬂlls “I - - Total Points Allocated /
.__s,e_qloq,: ParameterUnderEvaluation A e S Arear P ter
C Branch Presentation and Customer Facilities
D Greeting and Soft Skills of Staff
E Staff Capability, Knowledge and Cross-Selling
F Timeless
A e " TOTALSCORE | .« TR - ‘
‘\__J,_;“_, -~ . * .. ~ . T
g il bl £ pana £
(Puy‘usea-st)dmﬂ|_)ml:'ﬂ\ t-—"‘“) _
Jolall Auaahadt LS £ pape | 1 2pualll (b Alpaalt JlASH P gage . o ikl o3y g3V Jalal - pualll
Gl Aashalt gl g B A apais &
OB gall Sl s g oz 300 &
“’.'ﬂ-'a‘:ﬂaﬂ1w‘,d}n_"ﬁ}d1;ﬂ c
ol gl r
i_. -t‘.‘r_' :{;‘; . - T ‘.@,.I 4 o - f i -... ‘:: i L m &w
13
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