PROIJECT: Money
SHOPPER CODE DATA ENTRY EDITING TSR R
Name Number Name Number | Name Number |
;_gﬁ.n.“
3 e v L
:‘Sr - S } \-!L-I_’.LI.A.'.' J.;_‘.' i LB)"“—"“‘ B
) i 25 ! 5 ! 5?
1
A. Details of Visit 3L Sl &
Bank Dhofar E Jhs dly
Bank Muscat D dnliaa Sy
National 8ank of Oman O el e gl Sl 5 uad g3 Sl
1. Bank Visited
HSBC-OIB O HSBC-OIB <
Bank Sohar D Saa Ay
Other Bank: ALY
2a. Branch Name B wrarn § i a2
2b. Branch Area ga_um g Al pip a2
3. Branch City Eyur aama a3
4. Branch Region Q) aﬁf\a_“\ - P) w""’\/\ il 4
Day | Month | vear adadt [ g | il an 5
5. Date of visit
13 | 1o | 2a13 |
Hours [ Minutes B [ Sleludl
6. Start Time of Visit b ie cd, 6
o 14
H i adal oke Lot
7. Total Duration of ours Minutes & = . )
Visit o l 9 s s 7
o H
1
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Qpening a Savings D
or Current Account
Saving 5cheme D kel s

Housing Loan JEl i
General Enquiry relating to a My Aas ma i Sate e il 2
specific Product, Service Car Loan B po A _ des
and/or Facility Educational Loan [:] R I e S gimdiall il sl
INT: SELECT AS RELEVANT AND/OR [T
SPECIFY DETAILS OF Credit Cards D
PRODUCT/SERVICE

el \ZAFay

Personal Loan gl fa )

Double yaur Salary D

il e lia
Offer

Yauth & Student D TR PRI R
Account ) T




4.1 Wasmmmerl’arldngiwntlymllablefmthe
Mystery Shopper?

2980 0 § s lla AT Gpual 3y 0 411

3 |1 Yes R a1 3
2 No O 3 2 1
i. Specify: caza
R
ii. Specify time taken to find parking: min. i il e a4 I
4.2 Entrance to Building * el S Jghab 4.2

a. Was the Entrance Clean?

Tt Jasatt ol Oa

3 1. Yes | a1 | 3
0 2. Na | 3 2 0
If ‘No’, specify “Why / Describe how” the S A8 o) 13" 3aa Sllad e NS gl RS 1
entrance was unclean: il e Jaoaal

b. Was the Entrance Convenient?

latia Jaadi SIS A o

3 1. Yes

pai 3

0 2. No

Ol

as 2 0

If ‘No’, please specify "Why" the entrance was
inconvenient:

"‘m"h‘\-.\m L R
'-n.-o--u-—L-*- . ’A,L_, — -

Was the branch premises clean?

Al Jasadl 58 MY e o TSN D el S

3 1. Yes

o) 2. No

uL 2 0

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

S S eyl 3L e Hlliad e "MEY el S 1D

Al s A
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AA" T Branding Matertel 05 . 5 TA B R RS TR AR S R 3 -
a. Posters / Branding material present on doors, walls 23h 42ty o1 _sadt wgl g e Ay las Siladle / lials aa gy L
and windows?

3 1. Yes E PSR 3
0 2. No O M2 o
If ‘No’, please specify "additional comments”, S el Didaa et 2 Sl S MUEY ) gad) S0
if any: sy
b. Pamphlets, Leaflets and Brochures on display? Sl il g Bl yn e W3 A Lo
3 1. Yes B il 3
0 2. No O 320 0
If 'No’, please specify “additional comments”, b eMiabial Cliaa i ara Blliad e ST Llyall IS0
if any: Wiy
€. Branding material up-to-date? Pilaa &y jladll Glolal) 3l g Ja S
3 1. Yes =H 1| 3
0 2. No O B2 0
If 'No’, please specify “additional comments”, Ol 1 "audlal Sllaa e daa 2liad e S Ll gadh IS0
if any: (aay

L. P Ry -v'»-(
L RO (g o i 5':

a. Wre employees present at over 90% of thebranch

c"m | N-ﬂ&- sl aﬂ‘ 9‘5}‘0‘ %90 O )am al gy uu dn '

professionally dressed?

desks and counters? Taaily
3 1. Yes & 1| 3
0 2. No m w2 0
If ‘No’, please specify “additional comments”, S8l Slaa Mt i Sllad e OIS b aaldl SIS
if any: Nam g
b. Were all / almost all of the staff neatly and

s el ookl (083 (o ) plme / 6 S A

if any:

3 1. Yes E pei 1 3
0 2. No O W2 0
. . ’ 'I ‘l“' !1 - I Rl " ]' -2 . ‘II " — . . I
If 'No’, please specify “additional comments”, S A an Sl e ST ol ."f_:
oAy

¢. Were all/almost the entire staff wearing name

€ adilandy Gl (agnaday ol gl alina f S IS A 5

badges?
3 1. Yes O PRI
0 2. No B4 w2 0
If ‘No’, please specify “the approximate ol ks pall w0 el saa Sl e S G yadl RS 13
number of staff not wearing name badges: , - \ VL PR IRAE AU |
" Ltthrng  name " \ag, .
~J 0
4
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o R EE R |4

a. Was the area surroundmg the ATM and CDM

u...;, iy ‘,.mn &\.wu H,.."ﬂ ulJ.aJl .JH\ .h,,;.n ‘_,u..; o a3

i area was unclean;

machines clean and presentable? ¢ spkalt
i .
3 1. Yes E a1 3
0 I 2. No D L) 0
| If 'No’, please specify “Why / Describe how the |I S S eyl 3L aaa 2llad e SUST gt SN

i S84

i

b. Were the ATM and COM machines functioning?

f0and g il B 1Yy ) il puall 3 gl IS 8

3 | 1. Yes

i1l 3

0 2. No

O

As 2 0

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

e mﬁ,f14)|"mém&.."“ Myt K13
Gl peall Clea gb 2 g) JaaS Y 30l £ 1Yy IV Gl el
;(’g.i.'ﬂ] ’-C"“'-'\“ K ".N]

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

CATM/CDM 43his 3 35 CiSall o 2,080 SIS 06 &

a. Was the branch air- cundttlomng fullv funct:onal
and sufficient?

3 |1 Yes s PO -

0o |2 No O w20 g

3 3. Not applicable O Sl ¥ .3 | 3
If ‘No’, please specify “the time at which at A Lony ol g3 Ci 01" e Sllad e FES  gali IS 13
which the cooling was not functioning e Bl caSal

uuwads—u&-gwmmwn

3 1. Yes

EEN 3

0 2. No

a8 .2 0

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

Jadial San " aaa Lk e "SS" il yalt S 13
S K ekl eyl

b. Did the branch possess sufficient lighting?

TGRS T8 g gty A

3 1. Yes

a1 3

0 2. No

O/XL

82 0

If ‘N0’ please specify “Additional comments /
Describe how it was insufficient:

Fiaslal ClBaa" daa Aol e CHEY Clgall SIS
il S Al S eyl




+ + +

¢. Did the customer have sufficient waiting space / Couslad) solia e S aie [ ARSI AHC Aalins Luall S A0
seating area?
3 1 Yes X 1|3
0 2. No O % 2| o
IR G O T R T TEECEE
If ‘No’, please specify “Additional comments / fragill Dida et ia Sk “"\S ol ‘*"::S' “_‘S‘ ":
Describe how it was insufficient: ‘ : RS S S iy
i
d. Did the customer find it easy to follow the signage . e el s e . .
o e LU RS fy § oA JA13 A8 guda galh SATAN AL poms sy O a0 NI A LS
within the interiors of the branch, indicating different \a . . e - . R
! ’ O lamll oSkl g (eSalT) b dlda N Al
counters/ work stations? oSy ( R o e
3 1. Yes E JULRR | 3
0 2. No | y2| o
if ‘No’, please specify “Additional comments / sy el i’ aa Al e NS iyl S 1
. R = ) [} - 1
Describe haw it was insufficient: A= l o _,&:;._._i
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5.1 Greeting of Customer

+

O3y e 5B 5.1

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

Sl JAlgis g9 AR eedall o b Al 31 a5 A

* Nogreeting / acknowledgement

waoai s 5V e

*  Greeted within 10 minutes of entering

Greeted within 5 minutes of entering

;

Sl g e 35 8 e e

0
r

2 | .
3

* Immediately greeted on entering

olxlalo

0
Sl Sk e B8 10 s o B 1
2
3

SRR SN

b. Did the staff either / or:

1T (gaaly il galt 2l A o

a. Ask for the customer’'s name?

ot e S

b. Greet the customer by name?

faasd )83 e Jpandy a2

* Yes, the customer was greeted by name /

Jle}J_/mlﬁacaMbupﬂ‘ﬁAH‘Fj L)

3 asked for his / her name D Lt 3
0 e No, the customer was not greeted by E aedd e Jlg iy / aad S5 ot el iua G a3 Wl S e 0
name / asked for his or her name gt
A R el g "0 L™ Y ‘,...s..," LS b gall =
c. Did the staff ask, “How can | help you today?” * 3 e s "':.I "L'] nd,: j.:
and Probe the purpose of the customer's visit?
3 1. Yes, the staff did this B EVPRTLYUUIL I PR, | 3
0 2. No, staff did not do this [ Sy il g 5 2 0

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

TPalfalonbial Lb ti Al Gddl 490 sl & b &

1. Yes, he /[ she was redirected on the

3 basis of his / her needs

Lhaliiai/ARalial ) (5) el 4y Salel 35 60 (pad 1 3

2. {OR) The first staff member

e Jaaedl 4 A3 s3]yt cala gl suidad () 2

the basis of his / her needs

) "-‘-:“éi;-x h ."', .

customer making

a. Were the staff courteous on the
his / her enguiry?

b R I

3 encountered probed the nature of D aaele foaeluy s U 3 el 3
visit and assister him / her i
0 3. No, he / she was not redirected on D

Ll Salfadlaldal N aga il salel 3 41 38 3 )

ST T ey TR

Coa e

L™

0 ) 55 Losa Aghsl O 5 skt (5] 5] il pal (IS A )

customer enquiry?

0 e No, the staff were not at all courteous | [ ] v IR P FUL T LN L 0
e Yes, the staff were quite / reasonabiy - . . e ) .
] Al (i all 330 .
1 courteous a S g Bty Syl Tl i e 1
2 e  Yes, the staff were courteous D Oyl S e e 2
3 s Yes, the staff were very courteous D ALyl bt AS Al el e 3
b. Did the staff demonstrate “active listening” on Tlpand] il " el plieal" il gall g5l G4 o

* Nag, the staff did not demonstrate . .
: 1 pliual AB gall VS
° active listening O i s pall 4y ) . 0
®  Yes, the staff listened quite / : . . s . .
’ \ 4] Al jhy cdB pall [
! reasonably actively E Lol B2 fid e $ AB s a0 1
2 * Yes, the staff listened actively D Lutat Gl pall ool 330 e @ 2
3 *  Yes, the staff listened very actively D At (e i i pall heol  cani e 3
7
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0

Did the staff appear confident? Chad o By A e gl B

¢ No, the staff did not appear confident A fa By Ad e Cil gall gl WS e

e  Yes, the staff appeared quite /

e S8 Al e B0y PYC R Py
reasonably confident i S G Byl o il pal ks pal

e Yes, the staff appeared confident Adki ga Bh g Al e il el el e

O O3

e Yes, the staff appeared very confident POUFCPR S PR D VOV RVL-SUP R

bl
i d.. List the names of staff interacted | e SRS ) iy phad S ;
, with: i
J o Mr./Ms. O e ‘ta_ﬂ 1 Lnlilf i e
«  Mr./Ms Ul 2 Al ol .
e  Mr. /Ms. 3 Aol Ll .
e Mr./Ms. 4 FATDREY P FER T




6.1 Staff Capability -

Cadlh gall 3 6.1

a. Did the staff frequently probe the nature of the
customer's needs?

S ks gl Slagial Aah OF iV oAb a3 A )

3 1. Yes

aa

Q 2. No

0| &

| N8 2 i

If ‘No’, please specify your comments:

oK . = . s
:-3..=\J = any ab g DS N
2 ) F e ™) !

1
|

b. Did the staff actively attempt to anticipate £l IS  Fuieed ke AL giany i g o a
customer needs? :
3 1. Yes EI ani 1 3
0 2. No | 3 2 0

If ‘No’, please specify your camments:

S ) s 4B gl MBS0 1)

q uen Yion

c. Were the staff able to cater to the needs of the

dal 330 luc il g e G N Slaltal Al Cil gt plaid JA D

customer without seeking the help of a colleague? €30 3
3 1. Yes D PSR | 3
0 2. No x| ¥ 2 0

If ‘No’, please spegify your comments:
We, ’WW me o thg

INT:lFtheAnswuleES,sotheanswerforq

_—

[ Val

: A ek g, e
:\M—(AE}D/@J é}m{)\oa,(g .

D should be Not Applicable
d. Were the staff able to answer all / most of the
questions posed? oy phall ALYl alias /05 08 Ada ¥ il gal gl Ja &
3 1. Yes | i1 3
0 2. No 3 38 2 0
3 3- Not Applicable S ¥.3 3
If ‘No’, please specify your comments: Wl iy A e (AST 13
e. If the staff were unaware of the answer to a Ob caim Alicad fopma e e a0 LB gl 08, 8 131 2
particular query / queries, did they politely “ask TS Nl SR jae 4D 5 e AL Jal G SURIYIM udghs dlia Gilbs
you to wait while they double-checked with the
system / a colleague”?
3 1. Yes R R 3
0 2. No [ 3 2 0
3 Not Applicable Galmiy Y 3
If ‘No’, please specify your comments: i iy o8 e SIS 1Y)
9
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Overall ws the staff well- mformecl on Bank

uu.\aJi_lh.u.uM‘.l.n" i Ml—lh’k—lh‘g

gl G A e Ji _s'

i
: Dhofar's product and services? il a3,
1 0 « Notat all informed O Y e Slaslaad e |0
¢ Wellinformed on at least a quarter / a S
R PR B P T nh .t HE '
1 few of the products and services O 3 Siatial e ! o “PW jkj - P.'; * 1
discussed i
2 e Wellinformed on at least half of the E A g i)y Ziatidi cheal e AV e ey e 2
praducts and services discussed [P BN
¢ Wellinformed gn at least three- - -
Siadiall e A81 ¢ gl b ADE ' L
3 quarters or more of the products and D j o ST E J—La B “"‘: :" “t"' * 3
services discussed * e J

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:

pll (4 5 o LaS) "8 e M)
MOlaaddl y Sladially  lasall JJJI-J\ & Jhaa"” U’b Ol galy
FETOR A

1"5.14.1—‘&@'1&-‘_’.1?] jury

el g oS

INT: LIST THE CODE FROM SECTION B.

S el (o o A0S a8 rlialy

0 » No knowledge at all D Sy e udayY e 0
« Wellinformed on at least a quarter / a .
Slazally Ziatidl W : |
1 few of the products and services | 3l oe B s e "jw_l_.‘-"]'f j‘l ¢ 1
discussed Lgiadin o3
2 ¢  Wellinformed on at least half of the R o3 A Slardlly Diaiidl vdead e Y Lo dley e 2
products and services discussed PR R
* Wellinformed on at least three . -
Slaiiall e A8 gl gl AE WY
3 quarters or more of the products and D e e Ay &_‘,’ A Y e ey o 3
. . Ll o3 4.|]| Claadldly
services discussed
c. Did the staff attempt to “cross-sell” other products Chadd g Shadlad LS " o 2URL A glanay il gl 40 A D
and services? Tl
0 e Nocross selling at all M Gl e Sl ol Adany Jaal @ 0
1 * (Cross-selling after a lot of prompting D S e 0 ey B aull leas p5 e 1
e (Cross-selling after alittle / some . . . . ;
bt [ VAN Y 1 oy ) dalaay S8
2 prompting E <l 1 Oe Sl say Sy alh didesy BB e 2
3 * Immediate cross-selling attempt D Jilt e Al anll Aglag B e 3
d. Did the staff explain Why Bank Chofar’s products

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

Loy (o) i oLy laad y Cladia 130 77 dy il galt ol 0 &
Padliall & it aa 4l Mg

3 1. Yes O a1 3
0 2. No Bd 32 0
If ‘No’, please specify your cornments: ) . il Ll B Bla ST 1Y
[\_Lf Can a q\ Arnsnrand V\AAE R Ufnafa
10
+ +



+

e. Did the staff attempt to provide “complete

information” on Bank Dhofar's products and
services, along with relevant literature?

Cladh y Sladia (6 "ALIS e glas" olilhe Y 4 glaay il gall B3 6 1
falall 13 SIS ae jlik A3

INT: LIST THE CODE FROM SECTION B.

il a0 A58 o raly

0 * Noinformation at all D I e SlagmaY e i}
» Information provided on at feast a AT e s e G fags Y e slae! e
| quarter / a few of the praducts and ! e F“ L 1
! . ) Pk LR IS PLEWPILE ESL
X services discussed
' 2 e Information provided on at least half E Chalialy Alaidl e plaall ciead Y 8 dlac! e 2
of the products and services discussed e o5 S Dladl
e Infarmation provided an at least three 4 sei [ Ihgs v
e | e 281 ol £l 5 Y e sl e
3 quarters or more of the products and D P ) . AR 3
Liliiiie o0 3 Clezad) y Sladially ddlagall
services discussed o 3 =l
3 e Not Applicable Gkl Y e 3

f. Information on relevant procedures,

documentation and follow-up method?

faleall i3 daylall 4500 ) Shaliesall g sSals) 2Tl AdbG Sle giaa ¢

INT: LIST THE CODE FROM SECTION B.

S k) a3 o8 sl

0 * Noinformation at all D LY e Glegaay e 0
e |nfarmation provided on at [east a .
4 Il - "I _';l.. III . I | [N} |
1 quarter / a few of the products and O ’h';.;{.d*m JF’: j_&h ": “‘ 5 ¢ 1
services discussed © I
2 » Information provided on at least half g Silplially Al e el viead B o olbal e 2
of the products and services discussed LEBlia o5l daadd
« |nformation provided on at least three - ;
T R O BV I I P 5 ) as !
3 quarters or more of the products and D )M!]_ .";. J‘s"’j EJ ‘?‘f y__."hm .f] i * 3
services discussed i e
3 ¢ Not Applicable Gty e
g Did the staff attempt to acquire more customer Jab e P ddlnte S8 Cila glae 48 mad Al glaay i pall o8 JaF
infarmation so as to follow-up at the end of the visit? THN G B dagliahy alill
3 1. Yes O s 1. 3
0 2. No | 2, 0
If ‘No’, please specify your comments: - ‘ bl ) L o ela ) S0 13
Be,  dia onof 'UJ(J- va?j kﬁﬁébarmts\n
1
+ +




7.1 Timeless

+

g 7.4

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

b 3 9all (o gall pe Jaill Gy oA Jgia e BT By
2 Azt abh ga o [ paba) lodlt

INT: SPECIFY TIME IN MINUTES:

9L £ THEWE QLY T BTER AN

|
0 ] ¢ QOver 15 minutes D G415 e 081 e 0
1 e 5-10 minutes | X 105 . 1
2 e  3-Sminutes D 38:5-3 e 2
3 e Under 3 minutes D EELTRLI LELIN RN 3

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

e JEb ey ciall A U S S G Al b

Queuing system did not function at

0 all a ST Ao ey W all A Y A ) e 0
*  Queuing system functioned, but it . . . L gt ..
| gad) ¥ bl Uatiy! Ll )
1 worked with a few impediments I:I el Len oS e !
s Queuing system functioned and it Jud Sy g AL g Sty heall 5 Y el ) e
2 X d f 2
worked quite easily and efficiently o Ll
3 e Queuing system functioned and it 0 Sk g AWl A gy oy cinall 3 LTI QUGS ) e 3
worked very easily and efficiently Jwd
s Not applicable 4 DT B -

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

Al ga A Jpeoglh 33 g3l 5 bk 48" Jal (e diSal i gD G

RPN

INT: SPECIFY TIME IN MINUTES:

o

12

:d.ﬂ.i.ﬂ] —ded Cni_,}l i tdaaly




+ + +

H.  Additional Comments on Visit 25 4 5l Adleialt A0LaY) il Tl 3
(If any): {2y O)

End of the Survey - Thank you very much....
M e TS — Slasalt Al

E IE T, ; . . s (Y
c T e Ny S e b s TRl L o T Y R g e

G. OTAL Branch Score
(Total unwe1ghted branch score, summing all sections):
IR KRNI Tota! MntsSoondlnthls ) TohlPdntsAlbﬁtedl

:NSedion Pammctertmdetinluaﬂon -A-;__?~_j=.-z-,' Area: . Para .

IERHLEL AT
;L

o Branch Presentation and Customer Facilities

D Greeting and Soft Skills of Staff

E Staff Capability, Knowledge and Cross-Selling

F Timeless

. R A . ..~‘ - R ‘ . e . . | O .~_‘v.: _.r'._ 5. - -: . L - o
S s g e TOTALSCORE [ ¢ w Tl | e
. LRI N . e K . s . L N « R I : L P

£ okl bkl £ gana .z
(‘.u...s\i\dstu s"c_).lnd_\a_).qll _)_u:..LaLni'l t}u..n)
Jelal aaad.) BUA B gape spedl) B Lganal) WA £ gapa -, BT rrr e N

Gl Aasialt gl y £l sl <
Ol galt 21 gen g a1 &

At At Alas g ASh ay il palt 5,0 z
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