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SHOPPER CODE DATA ENTRY | EDITING " SR.W
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A, Details of Visit B Sl -1
Bank Dhofar O sy |
Bank Muscat O s Ay !
N National Bank of Oman E gl i gl Sl 55 Tuad SN
1. Bank Visited
HSBC-0IB O HSBC-0IB i
Bank Saohar O e
Other Bank: Al sy
2a. Branch Name \'\Cﬂ-"\ ﬂm_c’(_/ ' g s 12
2b. Branch Area ‘2 5 gl adge o2
3. Branch City \ Gl 3
4, Branch Region |2 L) Ghadd 4
Day | Month | Year adudt | g2 [ L em
S. Date of Visit
| | 2912 & 2%
Hours | Minutes e J e et
6. Start Time of Visit Pkilly2ay 8
55 \\
H i EE] Sle L)
7. Total Duration of ours Minutes & = g s 7
visit 25 | — R
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2. General Enquiry relating to a
specific Product, Service
and/or Facility

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

Opening a Savings

3 B a G

Offer

Youth & Student

‘T‘mlj Ll ol

or Current Account E $ e e
Saving Scheme O Saalb pla
Housing Loan O Sl o
Car Loan I:l Bl o A
Educational Loan ] nled s
Credit Cards O SR TN
Personal Loan O i o A
Double your Salary D A3, Cels
O

Accaunt

¥ Ak e mie Bleda sle ladil 2
féﬁﬂl&mm.\&_,il_,;_m‘ﬁ] :L.J-‘I-L.J
FINER




4. Was Customer Parld

R T T

chga ALY Jyuiad

.

s 4.1

, Mystery Shopper? { B
31 Yes 0 a1 3
2. No - 4 %S5 2
! Li. Specify: ND_PMJZ&@;Q s
E [ - :
“ ii. Specify time taken to find parking: ___ min. ' ! 4k 8 i ga A a0 g 2
]
4.2 Entrance to Building | sl N Jsiah 4.2
a. Was the Entrance Clean? | sliLa; Ll A8 Ja
3 1. Yes %] a1 3
o |z No O 3 2 0
If ‘No’, specify “Why / Describe how” the SIS s o g /1D s sl S ST et SIS0
entrance was unclean: edai e Jadl
b. Was the Entrance Convenient? elalie Jadl 208 a
3 1. Yes )7 1|3
0 2. No d M2 0
If ‘No’, please specify “Why” the entrance was L Jaaall S a3 "I aaa 0 UBEY il pall iS00
incanvenient:
l
Was the hranc premises cle;n? Tliaki g il Sae 008 4
3 1. Yes B4 1|3
0 2. No | 2| o

7]

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

18 " iyl /13 23 Sl e TS i pall S 1
Ak e gl




+

44 . Branding Materia) . e
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a. Posters / Branding material present on doors, walls

. and windows?

iyl g 2 dadt vl s W1 e Ay lad Siadle [ Sl 20 OB

1
I 1. Yes 1 3
r
0 2. No w2l o
: If ‘No’, please specify “additional comments”, OVl Saa i e Gl e VKN el TAE :
if any: Sy i

b. Pamphlets, Leaflets and Brochures on display?

3 1. Yes s | il 3
0 2. No ] w2 0
If ‘No’, please specify “additional comments”, O i) Sl sam Ll e MUY et S
if any: Zixay
c. Branding material up-to-date? Paiiaa 45 dadll Ciladadl A pa S O
3 1. Yes E a1 3
0 2. No | w2 o
If ‘No’, please specify “additional comments”, O il Dlaa N 2aa Sl e UOET O gadl S 13
if any: Ay

=

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

ey a8 D e (00 %00 m ST 230 45 GRS OB |

i

desks and counters? fiaastli
3 1. Yes 5| 1|3
0 2. No O w2 o
If ‘No’, please specify “additional comments”, O Agilal Claa e das Al e ST il gadl S 1D
if any: Sy

b. Were all / almost all of the staff neatly and

Tty e el 590 5y Dbl gal) e [ S S S o

professionally dressed?
3 1 Yes | w1 3
0 2. No D L) 0

If ‘No’, please specify "additional comments”,
if any:

S R lEa i e Sl e ST O padl S 1

:h"a__,

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

Sagtlanly S L G gaday (il padl pliea | S8 218 A S

3 1. Yes

a1 3

4] 2. No

O|X

282 0

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

) il yall gl aelt ana Shad e TS i gall IS

ety il L gmaiay Y
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46 _ATMandCOM machines . . ./

I P

o gy Iy 5»?4.;]

a. Was the area surrounding the ATM and CDM

_',_.;_,u,ﬁ.;,;.n]lslq\zl_,w\ﬂ_ﬁ)d\n_)‘.\l Buaall agall S oA

machines clean and presentable? E ¢ aall
3 1. Yes | | | w13
0 2. No O w2l oo o

b
'
|

| If ‘"No’, ptease scecify “Why / Descrice how the
area was unclean:

D& TGS oy /a1 il e SE gl A8

T L.
e 2o

b. Were the ATM and CDM machines functioning?

Ol AN £ 1YYy AN i el 5 gal RS A

3 1. Yes

a1 3

0 2. No

00X

w2 4]

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

oeal agh D80 a1 8T aaa Al e UUST ) palt CAS Y
el Gl gl dam ) Jaxd Y pail graty Nl e

(g gy

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

TATM/CDM Glaia 3 32 CiSall 3 3,000 (A8 A o

3 |1 Yes B4 =3

0 12 No O X2 g

3 | 3. Notapplicable 0O Sy ¥ 3| g
If ‘No’, please specify “the time at which at A Cang ol 30 ZE M saa Sld e ST il gl IS0
which the coaling was not functioning b K2 L

[4.1 -Btarich Anhingice and Foclitied ¢ 78 5w} Sk}
a. Was the branch air-conditioning fully fUl'll'.'thl"lal
and sufficient?

s

ALATE BRI TTE

Sy ‘ﬂ"vtx;?am
R e

©S y 3 Sy Sty 1 4} Sl GAS b ]

SAR L JaR WA 7

3 l 1. Yes

a1 3

0 2. No

282 0

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

{ ) Slaa " 2oa Sl e SIS Ol gall S
U R RNV W

b. Did the branch possess sufficient lighting?

AL Boll £ A alaly A 0

3 1. Yes g and 1 3
0 2. No E] ns 2 0
If ‘No’, please specify “Additional comments / [ Sl 3aa Slod e SIS L gall S

Describe how it was insufficient:

P L SN T, QN WY
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{ c. Did the customer have sufficient waiting space /
seating area?

T oagialt 2o e kS 200 [ I AMS Al el S A O

3 1 Yes R = 1] 3
0 2. No | O %200
! I’";-.'-.“ R I T NE \__||)_;.:| V"\S i3l ;!

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

S 18 S ey

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

ity B AN JA1S A4S gl gall SUEEY AL pay oy G g g a0t b

S oanlt (Sl g (DiSall) D8 5 ) e ) 35

pad 1

3

3 1. Yes E
0 2 No [:I v2| o
if No., please ;pecufy Adc?at‘mnz‘al comments / i gy Flal A" sia llad S S el S 1D
Describe how it was insufficient: IS 85 s
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5.1 Greeting of Customer _ M g 50 5.1
i a. Was the Mystery Shopper “promptly greeted / E Te A A alphs g AR Geedall e b oallioma Tt a3 06 Y
a acknowledged” on entering the branch? |
b0 f s Nogreeting / acknowledgement E g g R 0
1« Greeted within 10 minutes of entering | [] | Caaelt Jphs e FE310 A za 2 e 1
fr 2 i s  Greeted within 5 minutes of entering | D i ranlt aas e 35 JMA a5 e 2
| | ‘
r 3 J * Immediately greeted on entering | D ‘L TP O SR TOAi S y 3
b. Did the staff either / or: ‘ | o) gaaly il pad) o8 o
L a. Askforthe customer’s name? ¢ el and e Ll
| b. Greet the customer by name? faad 50 aa aaly a2
3 | @ Yes, the customer was greeted by name / O A~ Tt S5 e Spaalls n S 5 pd @ 3
asked for his / her name Ll
0 *  No, the custamer was nat greeted by E aand e Sy ol /e S an Dl i il ah Wl NS e 0
name / asked for his or her name lgand! )
i CE el g " gl oo e A0 g™ iyt Tl b
c. . Did the staff ask, “How can | help you today?” + 3 Ve i ’:‘ _"'] ,|“? JL:
and Probe the purpose of the customer’s visit?
3 1. Yes, the staff did this O Ay aa pall 23 ] a1 3
) 2. No, staff did not do this ] Sy G pall 2l 22 | o
d. Was the Mystery Shopper redirected on the Tlatalfdlaltal  do sl  Add) §pudadl 4ja i 2ilel a3 Jb &
basis of his / her needs?
1. Yes, he/she was redirected on the - |
: T dalfailalsal I (5 a3 salel 50 20 o aad
3 basis of his / her needs e ()J‘m‘ g blel fan aad ;3
2. (OR) The first staff member . o
e Craall Bl 3 Y1 i gl il
3 encountered probed the nature of o el 4 S im,_d";';:‘?hﬂ - (.J) 2 3
visit and assister him / her 20 -
3. No, he / she was not redirected an
Taldalfadaldal I s @l ioe! 50 Ll N8
0 the basus of his / her needs Wiaisaldal "’J e H”] 3 0
. W LN e 8.2
$ o R0 %Hq&-_ﬁ vt

Were the staff courteous on the r.ustomer making

customer enquiry?

a. "MH&MWJ:WIJJJ Ua.ﬁ_,.;]l .L‘.d. !
his / her enquiry?
0 * Ng, the staff were not at all courteous E S e B GiB gl S8 Wl S e o
* Yes, the staff were quite f reasonably O T, N .
’ 4] AL i gadl Aot 03]

1 courteous O Bp [lahe ALy oyl paT il e 1

2 *  Yes, the staff were courteous D Gl a8 0 ad 2

3 *  Yes, the staff were very courteous D L yad iy S S el e L 3
b. Did the staff demonstrate “active listening” on ot Jlediny Yl pliot® ol pall Bt JA o

T

*  No, the staff did not demonstrate .
' | | b plaual Lib padl gl al NS
0 active listening ot e el o . 4]
*  Yes, the staff listened quite / E P . . Lo
! \ [Y ’d“' A-Ii ;ha h-lE 1 M‘ y 3
1 reasonably actively b B3 ALy ? Byl Woepm @ 1
2 * Yes, the staff listened actively O Lska) il pal) il 33l cani @ 2
3 *  Yes, the staff listened very actively D Aplag¥) e A0 ClB gl st il ani e 3
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c. Did the staff appear confident? ! | fail e Py adl o il pall i 6 L
1 ¢« No, the staff did not appear confident . D Adi e Blgadl o abgal eSS e
' ! e Yes, the staff appeared quite / : D e .. . o
: ot (S dadd 19 Ad) e i gl g axt
! | reasonably confident a L Aok Dn By 4 g B p) ot 0
I - 1 -
, i s Yes, the staff appeared confident ! E . PP < W B - Py VS T
T N . .
; ! e Yes, the staff appeared very confident | D ‘ Al e el Bl AT R i gl g vand @
- d, List the names of staff interacted { e e e e ‘
| with: ! ‘ T el ] kB el panl S04 |
: - | | - . i
, o Mr/Ms. Owamas God the | 1Hedale W Go loveungisiiioai
! . s Mr./ Ms, 2 - Ji.'...‘a‘_w_‘,ﬁ;a\.ih .
! * Mr. /Ms 3 ‘ Lo ol e
s Mr./Ms. 4 | Lol Ll e
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| 6.1 Staff Capability

Lol gl b i 6.1

1A K i Syl i op ki o i 3 A

 a. Did the staff frequently probe the nature of the i |
: customer's needs? ‘ |
3 i1 Yes O/ a1 3
0 2 No H. ) 0
If ‘No’, pleasesspecify your comments: : . Nl e g ST
-4 > i i
: c‘u,;zfo\oﬂ o
| | |
¢+ b, Did the staff actively attempt to anticipate . gl . .
| o) Gilalal fuia ANl & g wili gl o8
customer needs? GRS O g AR A
3 | 1 ves O i1 | 3
0 2. No R 3 2 | o
if 'NQ’, please specify your ij% 2l iy 8 Fa ST
- [
WL (LW
c. Were the staff able to cater to the needs of the aai 3an i calle 099 (5 Gy ) DlaGha) Al b padt pllaid A S
customer without seeking the help of a colleague? follajh
3 1. Yes h%| i1 3
0 2. No Il N2 0
If ‘No’, please specify your comments; 2 rlal A e SIS
INT: If the Answer is YES , so the answer for Q
D should be Not Applicable
d. Were the staff able to answer all / most of the
questions posed? Ta g shalt AL Jlhas [0S 06 QLY il pall pldl JA &
3 1 Yes N a1 3
0 2. No O % 2 0
3 3- Not Applicable Gulay ¥ 3 3
If ‘No’, please specify your comments: Wy rioiads ol ela ST 1Y)

e. If the staff were unaware of the answer to a A e AL foma g o Blay) e |0 Gl gt 0% & V) g
particular query / queries, did they politely “ask el aal falBI pe 400 8 e LN Jal e I cuylyly e ik
you to wait while they double-checked with the
system / a colleague”?

3 1. Yes Od i 1 3
0 2. No O 38 2 0
3 Not Applicable x Selaiy Y 3
If ‘No’, please specify your comments: A rlady a8 e ST 1)
9
+ +
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Es.z Product Knowledge and Cross Selting .~ . MWMMMI e &
. a. Qverall, was the staff well-informed on Bank Shadd g Siadia 4-“-'- Ahaa '-'-Jh- —'JHJ-J‘ gl [ b s J-‘n—u ‘ |
Dhofar's product and services? ! | € il o,
0 ! s Notatallinformed ARE RY e cgae ol e | O
F + Wellinformed on at least a quarter / a i ' s e OB i
. ._\.A_.:a...l -._\_‘L....A.. o ul: .| L
P11 few of the products and services [ ! ’ ook -~ Hu 1
i . i | .‘_...3._1),. "’_...
i discussed | ' ' i
2 ; * Wellinformed on at least half af the | E ! & ety skl ddeal e 3N e 2 oy |
products and services discussed ! | e :
' s  Well informed on at least three- | . Co .
St - i LI‘_\ AJDL’A r—&ﬂ 1 ! ‘
| 3 quarters or more of the products and D Ml L 5 5ol \_a’“ ::' ?T * 3
| services discussed c ’ !

b. 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:

¥
[1

‘...11",5_5‘,;‘..5) Y L-'-FU_“"’]J*‘"HMLL‘:’F*PS'H
Tiaddl] g Slalialy  Faladl 4l g gl e (i gall adls aBy (D
.A.i.hidhhqi

INT: LIST THE CODE FROM SECTION B.

S paddll el AGSG A sl

D *» No knowledge at all O ; Syl o pay¥ e toQ
+ Well informed on at least a quarter [ a i
Slaadlt y Siadial l : e ol
1 few of the products and services | ’ o G e e j:i LA 1
discussed
2 »  Well informed on at least half of the E £ A iy Slatidl cheal e BY e pdey e 5
products and services discussed [Phche: E
« Wellinformed on at least three . -
Slaitdl e i g gL T AN B ;.
3 quar.ters or mare of the products and EI E‘ 'il_'.. 5o :k ,"LJHJ 3
services discussed ‘
c.  Did the staff attempt ta “cross-sell” other products Sadh y Sladiad " A o™ G bl A glae wih pal) o8 O
and services? T sl
0 e No cross selling at all B4 > VAN R JER T I [ T D TR S o
1 s Cross-selling after a lot of prompting E] Sl el e 0 sy Al all Glaay Wl e 1
¢ Cross-selling after a little / some . . . .
51 phedu | ] ey ALY aodl Adaey 3 2
? prompting O =l N e SR Sy Y ol Glaay W5 e
3 * Immediate cross-selling attempt D Sl e el adt Al . 3

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

ALl et U ol Slad y ciladis il 7 o odb galt o8 G4 &
AL I i) an TG ie gl

3 1. Yes

a1 3

0 2. No

aK2 0

‘N

|, please specify your ¢

%EID

i ) Aliagy o8 pla; SUUET D)
L ) e o8 2 J

10
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Did the staff attempt to provide “complete '
infarmation” an Bank Dhofar's products and I
services, along with relevant literature? !

Shadd g Diadie o6 MALK Dl g™ HideeY A goaas il pall 43 (A 2

illiall 203 Gt s Ui 2

INT: LIST THE CODE FROM SECTION B.

S !l e ) A A3 1l

o

! e Noinformation at al! ,&| JialY e Dl yaay e 0
i « [nformation provided on at least a \ AT e e e O fa B e s e
! Ape el s ke Prar H ' S oAl » !
1 : quarter / a few of the products and ! D T "u‘ T e o1
! . . - il S Dl s Loadiad
! services discussed ' | :
N « Information provided on at least half | EI aial: AL Diagleal dead B 5 oclanl e : 2
of the products and services discussed ! I A ey |
s Information provided on at least three o .. .
Tl glaadl e S gl gl DS B e plae)
3 quarters or more of the praducts and D - ' ol "Ps ‘_’.1 &H'Aa.al "'! "'.:ﬁd] * 3
services discussed A ! ’
3 e Not Applicable Gy Y e [ 3

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

f.  Information on relevant procedures, T T3 Agial) S Ml g 12Vl AR Sl yae I
documentation and follow-up method?
INT: LIST THE CODE FROM SECTION B. & adil Sy Gl G A el
0 ¢ Noinformation at all b4 SULY o Cliyasy e 0
* Information pravided on at least a .
Glaidl e glaalt i vy V!
1 quarter / a few of the products and D ’Lu' M d‘ﬁ‘ _’c‘i-':{ J.{ “'k ._.,.; * 1
. . Lq-bd.il_. s \".J‘ \_msh.ﬂj ._.M'L;
services discussed
2 + Information provided on at least half D Diatialls ddiaiall e el vl BV 0 dlac! e 5
of the products and services discussed Bl )5 G Sladdt
e Information provided on at least three C - .
QLA}LLJ]_'J.‘J:S] K] tl—_lj@di'ﬂu'&c-‘_'nc} .
3 quar_ters qr more of the products and I:] L2 3 sy iy Kilaial 3
services discussed
3 « Not Applicable A
£ Did the staff attempt to acquire more customer Jal e Gl Allata 381 Cia glace A aed & glaney wilb palf ol Jaz

0 3 A B il pLal

3

1. Yes

pai 1

3

0

2. No

X

L

0

If ‘No’, please specify your comments:

:.i‘ei) :‘ . ._'.L_l r‘:‘ ;L.;J SN ‘_‘!
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7.1 11mless

e m—
hrle W

o i i e

pETe A R
KRS A

- ﬁ;"_,'.
7.1

]
|
3
I

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

. a ] z ) B [
D Aadddl Al g oo !‘,‘Lﬂl a3l

INT: SPECIFY TIME IN MINUTES:

b

(9 CCLH QUNUERLR 4 T ERELPN

]
] E e Cver 15 minutes 20K 15 e K . P90
1} e 510minutes K 33:10-5 e 1
2 |« 35minutes O 353 e 2
i 3 » + Under 3 minutes D : s . B e 3
i b. Did the customer feel like the queuing system - v . S g g . s
: Crams il whaall A B nl g 3 b o
! functioned properly? i} ? s P8 Gl Lol A
0 . ;lluineumg system did not function at ﬂ S o Jag ¥ el Y e 0
¢ Queuing system functioned, but it 4 . . s x prea -
| g il b lanyl s
! 1 worked with a few impediments L_'I i ? & 0Ly Juy o SR -t 1
i 2 e Queuing system functioned and it D b G829 U gy Jay il 3T Gl ) e 2
worked quite easily and efficiently L sa
3 *  Queuing system functioned and it 0 Sty Als D gy ity wiall B URTY) Gl e 3
worked very easily and efficiently Jlad
e Not applicable D VI S -
¢. Time taken for the “purpose of the customer’s visit adlgn D Lo ol 26 G M 65 han 45 Jal e 2AS g S

to be fulfilled once reaching the counter:

[ TS

INT: SPECIFY TIME IN MINUTES:

R Caa B gl daa sl
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. H. Additional Comments on Visit ‘ 135l Akl A8LGY) Do Tl ]
(fany): | (2 ) |

— Povide porkirg ofs o The Tadlerar

fFﬂoVLcLL weLn : 1
_.Stmuua Curdlomer
N a\balp,(m»,

End of the Survey - Thank you very much....
S 83— gt s

Ty ol T AP e R e L AR R R o A o Ve AR BT e e W AE, b s
"Fo o ‘useJON;vJ: - - ‘%‘F“ A e : . ﬂb“"‘: ﬁgm@)m—- il ; &P!g N ﬂs—
G. TOTAL Branch Score
{(Total unweighted branch score, summing all sections):
Sects p eter Under Evaluation Total Points Scored In this Total Points Allocated /
Area: ' Parameter

C Branch Presentation and Customer Facilities

(] Greeting and Soft Skills of Staff

E Staff Capability, Knowledge and Cross-Selling

F Timeless

TOTAL SCORE

) ) £ Al blii £ gana K
(P8 S pan o Jill das jall i LA ¢ gana)

Jalal [lcuaial) DA & gagee zpaalll 8 Algpend) SN £ gaies a i) oy g3 Jalal) J )
S Aadhall Clppeailt y £ Al ppai )
Gl gall S jiga g pipa il =
Al anll Alac 3 A5k may i pall 3 a0 z
oyl d
BlAD £ gaga
13







