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SHOPPER CODE DATA ENTRY EDITING | SR. #
Name n l| Mumber Name I Number | Name Number L
R }Lus\rdj» | ! ! | | } 95 35
i l ' : :
1§ gl
r‘".}"‘ == A L - FELT
Ll J}S..'.“ i uu_,..l.A!'v L,\a..ll d_,...&..l B
! Yl ! ! a3l ! :
l }
| s L
A. Details of Visit 3L Sawalds o
Bank Dhofar [ Jha dy
Bank Muscat [:] L iy
N National Bank of Oman O ol gila gt Sl A0 jaTaad 530 S 9
1. Bank Visited
HSBC-OIB O HSBC-0OI8 L
Bank Sohar [_—_] S Sl
Other Bank: LAy
2a. Branch Name I Z M F oAl p §2
2b. Branch Area l 2 M § oAl aige 02
3. Branch City T=2 (Lu' Lo 3
o
4. Branch Region W\% ihidi 4
Day | Month |  Year adadl [ gl [ g b 5
5. Date of Visit
| | 2o | 6 | 9
Hours | Minutes Jada | Slsludl
6. Start Time of Visit 69 q iulliuca, 6
i [EE Zleludl
7. Total Duration of Hours Minutes = Sl dae 7
.. b ks 3! bda
Visit l Go L ' 2, J
_ D¢ _ Wuﬂv{—d
1
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General Enquiry relating to a
specific Product, Service
and/or Facility

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

0
or Current Account
Saving Scheme D BER RIS

Housing Loan D S i

Car Loan D Bl e 3

Educational Loan Je

Credit Cards E] Sl Zoiay

Personal Loan d okl a i
Double your Salary E

Offer A8 el

Youth & Student "
| I ) it [ S
Account = =

)

SR e iy e ple il 2
S

{ il Jpaalic 30a 4h f g candiall J3a sy

FORER|




41 Was Customer Parking Instantly available for the

Tasdl o 3 by il ge AN Tpndal 239 4.1

L
!

w

_ Mystery Shopper?
i 3 | 1. Yes : D a1 3
| 2 N ) = % 2
| i, Specify: ﬂahngid(_ﬂ& | Ty
| ot w-uaf. | |
il. Specify time tak®n to find parking: ____min. s 6 il g Sy A0S 8 e |
4.2 Entrance to Building el N Jsian 4.2

a. Was the Entrance Clean?

LBy Jaaal cAS O )

3 1. Yes E ani 1 3
0o |2 No O X 2 0
If ‘No’, specify “Why / Describe how” the DS S i gl 13 2as Sl e JUUEY el IS0
entrance was unclean: TRy PR

b. Was the Entrance Convenient?

ke Jarddl S8 A g

1. Yes

pi 1

3

2. No

0

us 2

0

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

AP Rl

(St Cloaiifieds of |

T

—— e kel

P e
: i

i Jasdl 0% Al IS a0 ST Ll gall A8

T R AT
T LS et

LT

LRI N

Was the branch premises clean? B | TN
3 1. Yes PYS 3
0 2. No 38 2 0

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

Rt LT RSN K R PR LL W PV L PO I Y
Al e 43@1
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E“ Bmm- ATl '.- - ". v -.n“.r_

P P
AR S FIRER ERI

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

t‘_1.|'|_p5'|Jg‘I_;.|;..l .u'l_,a‘:’lust._bn.nul.-ﬂﬁfuu.alnh‘,,dl | |

ev ol

3 1. Yes D PYSO 3
0 2. No B 2621 o0
If ‘No’, please specify “additional comments”, | RN SIS TP ISP LRI PR i C
|fany l iy
! o) ﬂ.M levu Aoma

b. Pamphlets, Leaflets and Brochures on display?

S plill g SAGED e e pd b

AJM Mﬂw.la

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

e sl o \_r—q,-w
A Ry

[ ,...5‘ [

3 1. Yes axi ] 3
0 2. Ngo e 2 0
If ‘No’, please specify “additional comments”, O el Slaa s saa 2liad e ST Ol gadl S 1
if any: AL e
[ Branding material up-to-date? takiaa Ay il Gladall s S
3 1. Yes O ~1| 3
0 2. No | M2 0
If ‘No’, please specify “additional comments”, O igdie) OUas M san Sliad S MUEY el SIS
if any: Iy

S iges agele sy aﬂ\ J-‘ On %50 on 55 w S o

desks and counters? fiail
3 1. Yes B 1|3
0 2. No O w2 0
If ‘No’, please specify “additional comments”, S i) Slaa " i Sl e NS Galgad) S 1
if any: Wy

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

T e ol (G g S palt uBhae f S S A

if any:

3 1. Yes | ] ani 1 3
0 2. No O 2| 0
. . " SV gl Sla i aaa Sllias e SIS Ol aadl iS0
If ‘No’, please specify “additional comments”, - A" 20 D ST gl J
|t §

¢. Were all/almost the entire staff wearing name

 alnndly b gty (i gl lona f S (S QN L

hadges?
3 1. Yes O 1| 3
0 2. No & w2 0
If ‘No’, please specify “the approximate Cpall il pall oy 8 saall aaa Alaad e (AE" lgall RS 1S
number of staff not wearing name badges: andy U ey Y
Ao _@ners Wow |
namg . “las ' )

J
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46" ‘ATMandsDMmachines '~ .~ - - - f - [ T g I8 ity Bl el 3607 4.6 |
- a. Was the area surrounding the ATM and CDM O g il g0 £IGY) g AT ) peald ) danall S S OA T

¢ machines cieon and presentable? J‘*h“”

% E I 1. Yes E 1] 3

o | 2 No O w2l o

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

!
. area was unclean:; ‘
!

|

JAS 1 |
Al e K
i

S ey LY e Sl S TUET it

b. Were the ATM and CDM machines functioning? | Tl g1 1Ay N ) el B ) SALE A
i T
3 1 1 Yes %4 1| 3
0 2. No M| W2 0

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

UV I R A e T IR T P O T E]
L.l')-.a.." nJl.Q_‘L | .L‘n:u_’) i '\I ".\.l.u‘t_\fj ‘Y‘hl')ﬁﬂjl
(gl gyl g

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

CATM/CDM aikis 3 3 LSl gh 3,00 S8 6 O

which the cooling was not functioning
ATH i GV (o the

: et et & M 6 Vol R o+
a. Was the branch air- condmomng fully functlonal
and sufficient?

3 1 Yes O 1 3
0o |2 No O *»20 9
3 3. Not applicable P4 Sy ¥ 3| 4
If 'No’, please specify “the time at which at A Jaay o g3 I an Sl e UHIS® A padl 1S
ya S Cakdl

R R O aaaTh o 4K IS SIEE ok At

'\Z!f W I TN

FoS y 31m (S s o i (A8 b

3 1. Ves A 13
0 2. No O M2 0
If ‘No’, please specify “Additional comments / [Madal Slaatia® saa dllad e (HET il yadl IS 1
Describe how it was insufficient: RS 08 pl S eyl

b. Did the branch possess sufficient lighting?

SRS oLty £ i) Aldy A oo

3 1. Yes

1] 3

0 2. No

O/

a2 0

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

Pagical el aia Al e NS el AS
e LTI LR i
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¢. Did the customer have sufficient waiting space / v pall el Cpe oS e [ UL AGNS Aniiee el NS S

seating area?

1. Yes

3 ans 1 3

o

0 2. No 62, 0

[t e " Jam SLd e SO el ST |

If ‘No’, please specify “Additional comment
please specify “Additional co * S S8y RS eeay

l
! Describe how it was insufficient:

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

A B AN A1 AR g pall SR &S e A S S R A
S aalt Siai g faillall) W o0 Bl watiaa N Ak 3
Ol y (=~ ) ik ) dud 5

3 1. Yes a1 3

OX

0 2. No vy2| o

If ‘No’, please specify “Additional comments /

; . . i gl g Al Cisa i s Sl e SIS Ol gall S 1
Describe haw it was insufficient: I3 . Nt

LGV TS




5.1 Grectlng Customer

+

Oy a2l 5.1

' a. Was the Mystery Shopper “promptly greeted/ TE AN ) algia jeb AL Faiall e cdoadllfaa 3 W5 A T
! acknowledged” on entering the branch?
.[ 0 e Nogreeting / acknowledgement A il cua g e [ 0
| 1 »  Greeted within 10 minutes of entering D | et Jaac e B0 DA a1 e | 1
2 e« Greeted within 5 minutas of entering |:| | oranl! 4ds e R 5 SMA s T e 2
: 3 ¢ Immediately greeted on entering ! D Oranll Jahc sedeua S e 3
. b. Did the staff either / or: oA ey il el o A o
l a. Ask for the customer’s name? et st o A
b. Greet the customer by name? Paasl 83 aa Jaaalls ay i
3 ®  Yes, the customer was greeted by name / I:] B dal e M e 5 ae baaly cpa gl Dol aad e 3
asked far his / her name [ —
0 *  No, the customer was not greeted by @ ad o Loaly /e Sae Saalhcun il 138 o 0
name [/ asked for his ar her name gl 5l
FETV Gt g "0 gl o s ad i dB el o a2
c. Did the staff ask, “How can | help you today?” Ol 3 Tk ‘e J‘: b] ,.nd: L:
and Probe the purpose of the customer’s visit? 7
3 1. Yes, the staff did this O ALy B pall p a8 a1 3
0 2. No, staff did not do this X ALy by gy o S 2 0

d.
basis of his / her needs?

Was the Mystery Shopper redirected on the

TeTabialaSabial 6 sl Al Fgdal 492 653380 o3 00 L&

1. Yes, he /she was redirected on the

a.

LisifaRaldal N (3) el aga o3 25le) 3 al ¢
3 basis of his / her needs D Wialis/dadial J1 ) FREE i 3
2. {OR) The first staff member . oy g w
e Seandh ay GG S0 39 il gall el (1) 2
3 eooountereo probod the nature of D Baele forctny § 0 5 Gl 3
visit and assister him / her
0 3. No, he /she was not redirected on FERERVCRERGE PN PTRE ,.1 36 3 0

the ba5|s of his / her needs

Were the staff courteous an the customer makmg

g £ i A4S 3 0 ki wa.d vy

his / her enquiry?
0 e Np, the staff were not at all courteous ﬂ SOV e B il gal) 08 a1 DS e 0
* Yes, the staff were quite / reasonably e g w5z . .
Ad AL b it ),
! courteous D Bya Al g ABOL b gl Jad Gl iani 1
2 ®  Yes, the staff were courtecus [:] G byl S @l s e 2
3 *  Yes, the staff were very courtecus D AL ek il gl 15 GE caal @ 3
i b. Did the staff demonstrate “active listening” on Tl sy " plal slial" B pall 4B b o
customer enquiry?
¢ No, the staff did not demonstrate . .
! 1 $ideo] Lilh galt 8
0 active listening D ! it 4y ol * o
1 s Yes, the staff listened quite / D (ko 52y JAC pike Ayl il pull sl il pat o 1
reasonably actively il ’ i ) o e
2 *  Yes, the staff listened actively E Galag) il gall digh 330 vaa3 2
3 *  Yes, the staff listened very actively D a1 D iy Wi pall g Gl cani @ 3




C.

Did the staff appear confident?

Tacidi e By ad) Jo db a4 06 O

: *  No, the staff did not appear confident D i LV LIV RV - B VE- PR L
' e Yes, the staff appeared quite / w4 i o e v
) K" PR -V W Yy 1y 40 ks gl b
; reasonably confident O ‘ d j e e
: s Yes, the staff appeared confident D ‘ il G Bl A Je Al gl gd el e
l e Yes, the staff appeared very confident - g Al e el g adi o gl ps e e
:;;th: List the names of staff mtera—ct—ed ‘ e el g} gl pland] 831
i o Mr./Ms. No nan~or —(ﬂ# 1 Loa) il e
e Mr./Ms. < 2 FERETIETTIN
s Mr./Ms. 3. Ly ladll e
e Mr./Ms. 4 I Al Lol .
8




| 6.1 _Staff Capability

Culli gl § 5

6.1

€ aofie O3 gy 1 Clatda) Aapth 16 ldie ¥y B gl 23 6

| a. Did the staff frequently probe the nature of the |

{ customer's needs? {

ERRE Yes O st 1 3
o 12 mo | % 2 0
i If ‘No’, please specify your comments: Wy e A S

| 'TEZ g FIIQESQS: ié:\t @!l_t

|

f ) .

|

(Ot |

b. Did the staff actively attempt to anticipate I . e e s - "

1 T WILATY | §Lu~|v Al gl 1 old -
customer needs? G Slabia) BT & Sy A5 gl 43 A
3 1. Yes 0 axi 1 3
0 2. No B4 38 2 0
If ‘No’, please specify yoyr cognments: Wl mlaly a8 pla LS 13
Mo, <har Lo tQ J ol 1o
Gake o
¢. Were the staff able to cater to the needs of the a3 e b 93 e S Slalial 4pD Gib gl plkial gy S
customer without seeking the help of a colleague? Toa 3
3 1 Yes O a1 3
0 2. No X % 2 0
if ‘No’, please specify your comments: ‘ A iy a8 sla ) SHS" 1)
.m_%%&mﬁcm WM
INT: IF the s YES , so the answer for Q
D should be icable
d. Were the staff able to answer all / most of the
questions posed? Tha g ) AlinY) alima f0S OF ALY Ll pall gl a5
3 1. Yes O a1 3
0 2. No X 32 0
3 3- Not Applicable Sulaiy ¥ .3 3
If ‘No’, please specify your comm niﬁ 22 Sl mlaaly a8 pla L TS M
U 2,

e. If the staff were unaware of the answer to a A Al AL foma S o a1 e 10l il 085 W13 7
particular query / queries, did they politely “ask a3l da fallaill e A0 5 pe 2SN Jai e SEININ Cudgsy sl il
you to wait while they double-checked with the
system / a calleague”?

3 1. Yes E p 1 3
0 2. No O 38 2 0
3 Not Applicable Galayy ¥ 3
If ‘No’, please specify your comments: 3 rliaaly o 2l S 1Y
g
+ +
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62 ‘Product Knowledge and Cruss Selling . ;-

uthMMMuuﬁadﬂ‘dﬁuué n‘plﬁ-i_',s.:u }

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

| a. Overall, was the staff well-informed on Bank
| Dhofar's product and services? b o
! 0] + Nat at all informed Ak Zila il ol e 0
! i s ‘
| ¢ Wellinformed on at least a quarter / a | oy T
-_\u_.:h.. ._IIA.L..AA
! 1 few of the praducts and services D 4 S A [ e JJL_,& rsm' . 1
: discussed i s i
- s \Wellinformed on at least half of the 0 P a0 g5 iaadlly Siatial cheal e BN Lo ala; e E i
: , products and services discussed A ) | 2 ;
i | e Wellinformed on at least three- R Ty , i
ki |
! 3 ' quarters or more of the products and D ' 81 Eb 4.’.3\.. i ’H' * 3
l " . L-«l tl.l \’.:!‘ w._au.a.
services discussed
b. List the details of the “main purpose of your visit” i) B (g LaS) "N i S g Aliaka AaiY adags pd o

"'La.la..l‘,umhw‘&l}.‘]\ d.}““‘uu'b(.j&}“"&‘“f‘., (c_n
u.h.ulnnqa

INT: LIST THE CODE FROM SECTION B.

double~
Syt~

Bk
§°

S el o o AN, o8 1y

0 * No knowledge at all D SAbY e Ay e 0
e  Wellinformed on at least a quarter / a
Slaaill y Shadialt ) : fore o
1 few of the products and services D i or il fe “‘, “E‘Yi:" ‘....: ¢ 1
discussed e
2 » Well informed on at least half of the E A A Lol y el vhaad e BY) L sy e 2
products and services discussed (PRt
+ Well informed on at least three -
Cilatidl e ST 4l gl 5
3 quarters or more of the products and D ) 08 STl gl DB e ey 3

saervices discussed

Lacilin o Al kel

c. Did the staff attempt to “cross-sell” other products @lesi g Slatid LS 2l G gl Al gla i gl o G4 S
and services? 5 Al
0 * Nocross selling at all E ey e ol aull ddany QX e 0
1 s Cross-selling after a lot of prompting [:] Sl e SN ey Ly aul lasy B e 1
2 . g:zg::;:.:::g after a little / some D B i) on  dm oY ol e e )
3 + Immediate cross-selling attempt D SOl e Ryl ol A s e 3
d. Did the staff explain Why Bank Dhofar’s products

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

Ll (ol Ui ol Claad y Shalle Wkl 7 oy il pall B8 8 &
PABial & gl a4 e "agacl

3

1. Yes

a1 3

0

2. No

X0

352, a

if 'No’, please specify your comments;

WRLTAR

ST s b bl SIS

10
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Did the staff attempt to provide “complete
information” on Bank Dhofar’s products and
services, along with relevant literature?

Chatd g Slaiie 06 AL S giaa” e Y & fae wAB gl 43 4
taleall D13 SlalE g i oLy

INT: LIST THE CODE FROM SECTION B.

S ) Sy e AGES A ialy

T

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

0 | *« Noinformation at all E] INaY Jodlepaay . 0
1« Information provided on at least a I AL S gl e i fs BV e el e
1 quarter / a few of the products and O T o e (o1
] ' services discussed i T ‘
L 2 | + Informatian pravided on at least half 0] Cipdtals Aileall i ylaall whead BY) J8 claz) e 5 5
| of the products and services discussed Wiliie o T Ziaadly !
s Information provided an at least three . A - -
R D B (T SR B, L (I - Py
3 quarters or more of the products and E ,..., .:’T )IS:J‘ 5..._, - "! ""f“:“ * 3
services discussed ' I
3 s Not Applicable RONTE B 3
f. Information on relevant procedures, Talall G Anyliall 4355y SlaTianadt 2 Dlp 2 Yl Adlaie Sle glaa 7
documentation and follow-up method?
INT: LIST THE CODE FROM SECTION B. o peall) e S 458 ad s dal
0 * Noinformation at all D IOk e Slapiaa Y e 0
el el I ey e
u Leiailie o3 a0 ieall y Ciadially
services discussed #r I
2 e Infarmation provided on at least half m Silatialy Alaiadt Sla pled)l vdead Y o elac] @ 2
of the products and services discussed Ll 5 A Slacadly
* Information provided on at least three . . ,
Slagladl e fsi g gl ) Lo Y Ll elac! @
3 quarters or more of the products and D I RPN 3
Lealili, botaaddl g Silatially dilata
services discussed # o Jm—
. ot Applicable v .
3 Not Applicabl Galaly ¥
-3 Did the staff attempt to acquire more customer Sl O g it SSh Silaglee 48 jeal Al glaes Cili galt W 08 F

% ju5! A g dagialy gl

3

1. Yes

e 1, 3

0

2. No

2]Im

qE 2 0

If ‘No’, please specify your camments:

L i o8 ala UST 13

11
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7.1 Timeless

Cglt

7.1

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

A O padd Gl pall pa Jaiallh T cp Al Jgaa 2 UBSY) Gy )

D Aasid) adl e e [ ala¥1 A

i INT: SPECIFY TIME IN MINUTES: ;

PR a B gl sty

i Q e (Over 15 minutes [:] 1 g 15 e K0 e 0
! e 510 minutes O 32105 e - 1
| ,
' 2 e 3-S5 minutes D l AE5.3 . 2
[ X ’
| 3 s Under 3 minutes E Sl 2 B e ;3
b. Did the customer feel like the queuing system , \ . A . .
‘ran SO wdeaall B BGNY AU S gl ok O L
functioned properly? Sy b B B Lo LS At Db
- - ; -
0 . ;).llljeumg system did not function at D BYY o ang ¥ ieall i Y A e 0
s (Queuing system functioned, but it , . et . L s Ly
1 gult oy VA Ly plad o
1 worked with a few impediments D B e 08 Jaay o SV L. 1
5 s Queuing system functioned and it | Jad 850 5 L g Sy il B LTy G e 2
worked quite easily and efficiently Laoda
3 s Queuing system functioned and it | JS g Al L gy g il Ly S e 3
worked very easily and efficiently Jad
e Not applicable E DT -
c. Time taken for the “purpose of the customer’s visit B S Saeo gt 35 G5 B 45 i 4pnB" Cal e 3450 '25_.’5‘ R
to be fulfilled once reaching the counter: T Aaaddl
INT: SPECIFY TIME IN MINUTES: & : R G i gl 32 sy
ey
12
+ . +
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’ H. Additional Comments on Visit E 25 31 ALl AdLaY) Cila il .

| (If any): 1 (e 2

@me ‘ %%W

w@mﬂo%sjw

|
|
L

End of the Survey - Thank you very much....
S g = ladal A4gd

TR T PRUE I
PO Ly s W RAR) A | -

G.  TOTALBranchScore
(Total unwelghted branch score, summing all sections):

- : Under Evalu .,’ TohlPoIntsScorldlnthis TotalPohtsAlocﬂedl
Sect K s - Area: Parameter ’
c Branch Presentation and Customer Facilities
D Greeting and Soft Skills of Staff
E Staff Capability, Knowledge and Cross-Selling
F Timeless
SRS TOTALSEORE| L o el w

g B £ gars  E
(?u&jlusta.-s&)lumﬂ'l _);.;Jnlull &_,.na.a)

~ Jalall JAaaadol) A B paps | sanidl (B Alpaadd) SUED £ gages ' okl oy gall Juall |l
G 311 sl CDbppanlly £ 081 g @
ol pall 21 len g g il =
Y gl e g ASh ma g il gt 548 ¢
] C
AR 1 = " E ?
13






