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SHOPPER CODE | DATA ENTRY EDITING %
Name | Number Name Number 1‘ Name T‘ SERIAL NO.
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30 fedl W ages | |ajl0[1|5(0
| |
_Ej_).:-.A.'il
T 0
r'ﬁ;)- ) ‘-3*'5‘1“ ‘\ ;:")‘ i il 1 EFe i A
A ! ) ! A 2 |
| ; | '
| ' |
A. Details of Visit 33 Jawolds -
Bank Dhofar E ik oy
Bank Muscat D Jalas Sy
National Bank of Oman O aall ik gt sl Gy aad g3 )
1. Bank Visited
HSBC-OIB O HSBC-OIB <L
Bank Sohar O ' Saa dly
Other Bank: oAl gy
2a. Branch Name Q(,L.Jra-q g il sl 12
T
2b. Branch Area SG'—% gl adge 2
3. Branch City IZLL(L'[“;“ Lpd 3
4. Branch Region ﬂk R(d f"\(LL\ Ghidl 4
Day . Month | Year e - il e 5
5. Date of Visit
L
G | 3 | %13 | |
Hours | Minutes [TEN] | kel
6. Start Time of Visit S0l edy 6
A 00
_ Hours Minutes S cle il
7. Total Duration of o
;. s =5 aJL._-J.i e [
Visit 00 l lS
1
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i Application fnr a yte#Product '

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
or Current Account

Saving Scheme
B

Housing Loan

Car Loan 5k i B |
Educational Loan alal ;o; ‘
Cremt Cards Szl Ay [
Pvrsonal Loan gl ya S !
| Double your Salary ] o i
[CAST] RN 2 )

Offer g [
| Youth & Student i
Aer] g ] e ‘

Account

/:__LL' ) Jpeo 'JZ.‘.‘..\_,"I_,.TL...L'....'J Al sdaly
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4.1 tay Ciistonter Parldng instantly available for the

Mystery Shopper?

il e 5 b il e AN Fyudall 35 08 4.1

3 |1 Yes = pni 1 o3
2. No O 3 2
i.  Specify: i .
}
ii. Specify time taken to find parking: min. e il g dag¥ o3 g sa
4.2 Entrance to Building il N Jya 4.2
a. Was the Entrance Clean? Lkl Jasad) S a )
3 |1 Yes & px 1 3
0o |2 No O 3 2 0
If ‘No’, specify “Why / Describe how” the O " Cia g IS a0 Sllad e STl gad) AS 1)
entrance was unclean: by g Jaodll

b. Was the Entrance Convenient? fltia Jaaad ols a0
3 1. Yes nd ani 1 3
0 2. No H 2| o0

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

pia Jaad) S5 o "II" 22 ¢ "IS" ol CAS 1

e e R e e R L Y X
Was the branch premlses clean? oLl g Al e oS
3 1. Yes m a1 3
0 2. No O 2| o

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

S S o gl 13l 20 b e "S" L gadl AS 13
Aad pe Sl




a. Posters / Brandmg matenal present on doors, walls
and windows?

*‘m,..n‘,..ua.u aul_pwwh.nuhﬂaluwh_u K

3 1. Yes

a1 3

0 2. No

s 2 0

if any:

If ‘No’, please specify “additional comments”,

O Rgia) CAE Y Jlid s IS o el S 13

ey

b. Pamphlets, Leaflets and Brochures on display?

fo el y DSl e e A

@ Were employees present t over 90% of the branch '

3 1. Yes E pei 1 3
0 2. No O w2 o0
If ‘No’, please specify “additional comments”, O Mgl SlaaSia" aaa Sllad e (ST Gl aldl 1S 1)
if any: ‘Saay
[ Branding material up-to-date? a4 el cldlall dge A&
3 1 Yes £ 1| 3
0 2. No O x2| o
If ‘No’, please specify “additional comments”, Ol Mdilal Slaadia" sas Sllad G ST O galdl 1S 1)
if any: =

81503 MRS 5150 £ 0 i ga 00 %90 G 1S 33155 S Jh )

desks and counters? edaadl)
3 1. Yes E a1 3
0 2. No O 2| 0
If ‘No’, please specify “additional comments”, O ) Sillaa " daa Sl e ST Gl gadl S 13
if any: (Saay

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

©rin s o okl (395 5 B pal) i /S CAS A

if any:

3 1. Yes E oy ;
0 2. No E’ 5% 5 =
1 L iti »” A il Sldaa " Alond e NET ) = 3
| If ‘No’, please specify “additional comments”, Ol A S 2aa Sl e MU U gal) _‘J_ks e
]

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

Taglacly Sl LS & ey (ol gl alaa [ JS 08 4 LS

3 1. Yes

a1 3

0 2. No

[0

382 0

If 'No’, please specify “the approximate

Al

number of staff not wearing name badges:
L o suk S = (A
Al U ] U

J‘}"‘)d“}"ﬁq'uﬂ] n.l&mJLasw-"DlS"._ul,.-dl_}SL:\
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a. Was the area surrounding the ATM and CDM

s A

T e

46

G g

wizhii 30 1Y g Nl peal) 534 Jaaall ) (IS A ) |

machines clean and presentable? ¢l |
3 1. Yes E ‘ a1 3
0 2. No 0 <2 o
| If ‘No’, please specify “Why / Describe how the ' U AS oyl 13" saa el e MUST o gall S
area was unclean: rcaal e Al

b. Were the ATM and CDM machines functioning?

0l 52 1Ay VI il jealt 334l COS A o

3 1. Yes

pi 1

3

0 2. No

OR

38 2

0

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

el 4 0S5 0 I C I aaa Sl e ST el S 1S
il yeall Gl sl 2aa ) Jand Y gl glayly Y1 G pall
(gamll gl g Y

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

TATM/CDM ke 5 33 Gkl 51 430 08 b .S

3 |1 Yes O el 3

0o |2 No O X2 9

3 3. Not applicable E Gki¥ 3| 5
If ‘No’, please specify “the time at which at 4 ey ol 30 0" saa Sl e NHST Gl gadl IS 13)
which the cooling was not functioning 2 JS5 sl

a. Was the branch air-conditioning fully functional
and sufficient?

TS g 4 S0 ety ) iyl IS b I |

3 1. Yes

L

0 2. No

O K]

38 2

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

MMl Slaa S saa Sl e MHE" il all IS 13
WS S o) S iy

b. Did the branch possess sufficient lighting?

AR Selaly £ A Al A o

3 1. Yes

pri 1

3

0 2. No

O =

382

0

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

PG St 23a Jliad e "IE" lgall S 13
S 8 o) S G
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¢. Did the customer have sufficient waiting space / | Tousial) s lia (e ilS 200 [ JURIDU 43S dalse Joaall S JA S|
seating area? '
3 1. Yes | B 1| 3
0 2. No | O B2 0

Describe how it was insufficient:

If ‘No’, please specify “Additional comments /

J
|
|
|

M) Cladia 23a Jlliad e ¢S iyl S 13
S S A s Ga

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

fhandl GSlal g (lEall) 6 g Cilida )

A B A JA12 A5 g pall SN L ppny iy O Gge ) Bl JA LS

ad 5

3

1. Yes D a1 3
E 2 No £ y2| o
If No., please .SDECIfV' Addlt}onél comments / Cim gy fAilnl Caade” 3a Al g "NE" gl (IS 13
Describe how it was insufficient: i S S s
en | e T‘iw Ay ;
6
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5.1 Greeting of Customer

Ol s A 5

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

&Jﬂ "“ﬁé,ﬁq‘ﬁ‘w‘uﬁuﬂ‘f%ﬂﬂ‘yﬁl

0 e Nogreeting / acknowledgement D Gifeua 5Y e _ 0
r 1 e Greeted within 10 minutes of entering D Goanll (e e 10 DA n il @ 1
I 2 e Greeted within 5 minutes of entering ! Jsaall J4a0 e B 5 JMa a5l 0 2
f 3 Immediately greeted on entering E | Jeaall Jsaa jdcua il e \ 3

b. Did the staff either / or:

10aaY) gaaly B gal) W8 4 o

a. Ask for the customer’s name?

sl andl e Sl

b. Greet the customer by name?

@ ; 1 )
sl 83 ae Lraalls a2

e Yes, the customer was greeted by name /

ol e e S5 aa Jraally caa il 501 Gani e

3
asked for his / her name E PO ‘ 3
0 . No, the customer was not greeted by D aand e Sy ply f aasl 83 o Jranlls cam L W38 e | 0
name / asked for his or her name Leas ) :
pradios) g "2 gal) o0 Liva AiCa; €™ (cdl gal) Sl 2
c. Did the staff ask, “How can | help you today?” — 3 e "'“ J‘ J.:
and Probe the purpose of the customer’s visit?
3 1. Yes, the staff did this E‘ Sa; Gl gall A8 28T (a3 1 3
0 2. No, staff did not do this | Al s bl 43y o (S 2 0

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

TELLACRLR) e ply i) il A g 551 2 A &

1. Yes, he /she was redirected on the

3 basis of his / her needs

P-WERTARER

I (3)Jsand) aua 5 ale ] 30 S8 s 1 3

2. (OR) The first staff member

Ce Jsaall 4 il 53 ¥ il gall i () 2

[ the basus of his / her needs

a. Were the staff courteous on the custorne makmg
his / her enquiry?

3 encountered probed the nature of g T 3
L R . -‘Lw/a.r-..a_,uJLa’__)."rh_a_lﬂ
visit and assister him / her
: h i
o | 3. No, he / she was not redirected on Lealial/aFalial N aga dl e Ji o] $3S 3 0

Sl 535 oan Al 0 6 uables s.u‘_;n il gal) (4S JA )

0 e No, the staff were not at all courteous D By o gl Bl 0% W3S e 0
e Yes, the staff were quite / reasonably 3 BlE. :
I ke gall a5 il g
1 e E Baa [Al e ABLYL il gall oS 03 and e 1
2 * Yes, the staff were courteous D Gl il gl S Al el e 2
3 * Yes, the staff were very courteous D AL el Gl gl S 6l i e = 3
b. Did the staff demonstrate “active listening” on S ] Jladin U sla) plaal” Cilh sal) _,4.h| Ao
customer enquiry?
* No, the staff did not demonstrate
0 ¢ ) plinal il pall jgda; Al 3
active listening D i il R . 0
e Yes, the staff listened quite / o S 3 2. oy
1 ) 4l Wl ) 2a) ¢ ami
reasonably actively g Gkl By /g 2yl LB gl el Syl & 1
2 e Yes, the staff listened actively D Lolayl B gall gl dil cani @ 2
3 * Yes, the staff listened very actively E] ) e G il pall sl 3] pai @ 3
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& Did the staff appear confident? ki (o (Bl AT e i pal) gh 4 S
s No, the staff did not appear confident O Adi cpe (Bl adl o abglll ke NS e
e Yes, the staff appeared quite / B T . A
Tl JSly Al )9 43l A baddl jels
reasonably confident 'E = : el 0 bRl peligpei;
{ e Yes, the staff appeared confident ' D A (pa (Blgadl Je bl gl s e
h re . 4y vte ¥ 1 "
| s Yes, the staff appeared very confident | D Al e Lala @yl Jo abgdl el e
| d. List the names of staff interacted | e e {
‘ ‘ - Zulalad pdl) o N oplad 83 &
’ with: | i X A |
. Mr/Ms. Name lag Wl (fed Uil e
e Mr./Ms, J IFAL Allall/ Lalil .
e Mr./Ms. 3 Aoty lslbll e
e Mr./Ms. 4 | Al st .
8




6.1 Staff Capability

Cull gl 58

6.1

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

T O (i) Ciabia) Aapl (F ki B sl o3 A 1 |

3 1 Yes £ | pri 1 3
0o |2 No | O | 52 0
If ‘No’, please specify your comments: i pliady o8 5la 128" 13
|
b. ch:cs:Itchr:::anf:::’::;vely attempt to anticipate #2133 habyia) Toies lad A sianny il st 6 0
3 1. Yes E a1 3
0 2. No N 3 2 0
If ‘No’, please specify your comments: Bl Pl a8 Bla ) (NS 13
c. Were the staff able to cater to the needs of the daj el Gl G e Gl Slabta) Al Gl gl plaiud G4 O
customer without seeking the help of a colleague? Yl
3 1. Yes % pi 1 3
0 2. No O 3 2 0
If ‘No’, please specify your comments: ) plads o Bla (NS 1Y
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 i o )
questions posed? 4o 5 ) ALY aliaa [US (8 A GiB pal) pllaia) Ja S
3 1. Yes Ba a1 3
0 2. No O 8.2 0
3 3- Not Applicable Gebu Y 3 3
If ‘No’, please specify your comments: il pliady 2 bla S 13

e. If the staff were unaware of the answer to a
particular query / queries, did they politely “ask
you to wait while they double-checked with the
system / a colleague”?

JA Al ALl [oma Jl3m o ) e 00 Gl gall 0% 2113 1
el dal fpUE e A5 5 e 2SN Jal e UV quigh dia ik

3 1. Yes O i1 3
0 2. No O 38 2 0
3 Not Applicable X Sy Y 3
If ‘No’, please specify your comments: R Zlaads a8 ela ) U 1Y)
|
9
+ +




+ + +
a3 PR R, ST ~ phe & L AV adymii A el 6.2 |
62 ProductKnowledgeand CrossSelling | | = oeledhghlkaliad 62
i a. Overall, was the staff well-informed on Bank ‘ Sladd y Sladie dllaie ddene Sleplaa cibpal) g2 GUS JA e JS )
| Dhofar’s product and services? , | ¢k A
'L o | e Notatall informed i D l Gyl e Claglaaad ul [ 0
i | e Wellinformed on at least a quarter / a | . sl y Catiadl e Bl fans ce Y e al | l

s —lala il e 3 ! | . |
| 1| few of the products and services ; - N b o - o e L i1 |
| 1 2 | | - Lia R
| discussed | s ‘ !
2 e Wellinformed on at least half of the E 1 & clandlly Slatiall i e Y e ale: e ; 2 |
| products and services discussed | \$iilia f |
i e Wellinformed on at least three- o 1
| | Calai Iy .- 2 o) gl sl A *&-1 1 Lo
.3 quarters or more of the products and | O Deasa FHJ it Bl 3
| i . ‘ +_.il_. A "'_ul ;_:\.A_‘.;.WJ
. services discussed ‘
| b. List the details of the “main purpose of your visit” padll A g 2 LaS) M35 e ) ol Aliaie 4l pua g pd o

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

"Slatilly Slatialy Fadall 4 adl g fee” o (il pall iy ply (S
dahial oh"i

INT: LIST THE CODE FROM SECTION B.

] a3 155 o 1ty

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

0 ¢ No knowledge at all O ALY e Y e 0
e Wellinformed on at least a quarter / a .
Silaadll g Slatidll ¢ ] e Y e al
1 few of the products and services D == O il g “F! J\{. e * 1
; ‘0““‘“‘?’;”'
discussed
2 e Wellinformed on at least half of the E i g claaill y Cilagiall chual Ge BY) e ey 2
products and services discussed Fisctn
¢ Well informed on at least three i -
clama) pe i ol gl ) A B L
3 quarters or more of the products and D ' =8 ‘&_": @ j? "4 ,.I.., ‘ 3
; : il o3 A Slaaadly
services discussed
c. Did the staff attempt to “cross-sell” other products Ciladd g lpdial * ALY A" o pUAL A glaey il gl o G4 S
and services? ¢ Al
0 e Nocross selling at all U 1 ALY e M) Al Alaas sy o] 0
i e (Cross-selling after a lot of prompting D S b)) e i gl aull Lleay B8 1
e (ross-selling after a little / some = e . - )
2 X 1Y) G ST day ey sl Llaay 58 2
prompting - ) o i ¢ ‘
3 e Immediate cross-selling attempt | soil o Loyl andl Aglan i e 3
d. Did the staff explain Why Bank Dhofar’s products

L™ Lgual U &y Cladd y Ciladia 13 ol Cilh ) o0 Ja &
PAadlial) & gid) g 45t il

3 1. Yes E a1 3
0 2. No O e 2, 0
If ‘No’, please specify your comments: 2l mliady o Bla ¢S 1Y
e : Q:XF lane d thal e infeae b ndde é—@n
Bw "{‘C\/\, L’O«Y\L L‘,_Q -‘6:, 240 tThan O_‘ h&f bamk_ Q. *
10
+ -



+ - +
| e. Did the staff attempt to provide “complete 1 | Sladdy Siadls (0 "ALLS Claglaa ilhe Y A jlae; il gl a3 a4 7
| information” on Bank Dhofar’s products and ‘ } falall i St pa il oL
! services, along with relevant literature? ‘
| 5 ;
| INT: LIST THE CODE FROM SECTION B. & akl) a0 AgaSy o tialy
I i . [ ' S e e ol I
| O * Noinformation at all | E ! Ay e Slajaay e [ O
\ e Information provided on at least a ‘ i 2805 S gl e L s BT e elic
[ A quarter / a few of the products and O -“"'TA'_ i H e "'3 "’J- ‘f‘:j * i 1
’ services discussed , e = S |
[ 2 * Information provided on at least half [:] Clatially il Sl gladdl chead BY) o slac] e 5
[ of the products and services discussed $eiflia O Al Saleaddly |
e Information provided on at least three < 6 ot - |
Sl dd |- 1\1 i "\",' VB i
3 quarters or more of the products and D P il ,.s " f'b" «m "A "’“‘c ‘ 3
. . B -J':"“ \_:u.‘a..'} h\-‘h—ﬁ:‘d aaleiall
services discussed '
3 e Not Applicable Gy e } 3
f. Information on relevant procedures, falall C13 Awylial) 4000y Slafiewal) y o Slp)ja Yl Ahiaie Sle glaa .
documentation and follow-up method?
INT: LIST THE CODE FROM SECTION B. S ) e el A0S ad saly
0 e No information at all O ALY e claglasy o )
* Information provided on at least a SR s i [
Galazall il gledt ! Y e glac) .
1 quarter / a few of the products and X - Tr_‘d’\m’;?f ‘{’“ - ‘J“.:h : | 1
services discussed 2 S
2 e Information provided on at least half I:I Slatial Al Sl glaall ciiai B e slac] e 2
of the products and services discussed Lgiialia o3 Al Slaaadl y
¢ Information provided on at least three i i .
Silaglaadl e S0 gl g1 NG U8 elac|
3 quarters or more of the products and D ,L.: ;Z);J: ',’.I i-.u . ,?h uﬁ”,f‘h:.‘ * 3
services discussed i ST '
3 e Not Applicable Gy e
B. Did the staff attempt to acquire more customer Jal e Crpa il Adlaia AT cile lae 43 e -'\.:_,‘L;..._; il gl 48 4
information so as to follow-up at the end of the visit? T30S0 Gl A Aaglially pldl)
3 1. Yes | a1 3
0 2. No X 32, 0
If ‘No’, please specify your comments: = la , " . iy pliad o ela ) ST 1Y)
ol neot take m\\& N So{(ﬂa e\
|

11




+ + +
a. Waiting time on entering the branch, before o s sl Gall pal) aa Jaladll Sy g il Jpds 2 UBLYI |

dealing with the frontline staff:

D Aa2il) @l ga o [ atay) Bad)

INT: SPECIFY TIME IN MINUTES:

(Y Guaa B ) sl

T

0 e  QOver 15 minutes ! O 358315 a6 e 0
1 e  5-10 minutes g G482 10-5 e 1
2 e 3-5minutes i D Ali:5-3 e 2
3 e Under 3 minutes E SR SN e T e 3
b. Did the customer feel like the queuing system - . G .
¢ i uall Vsl sl g 3 ek
functioned properly? (e iy Juny A Y Al L g el A
i i t function a :
a . ;1|1IJEU|ng system did not function at D W e Jeay ¥ Ciall i EYI A o 0
* Queuing system functioned, butit bl . il ALyl U o
. worked with a few impediments D el * & Ol deay of S AE G . x
g e Queuing system functioned and it K] Juad J80 9 L ppss Joary iall 3 LTy Slai ) e 2
worked quite easily and efficiently L
3 e Queuing system functioned and it 0 JE g A A gy Jay il Uyl Wi ) e 3
worked very easily and efficiently Jad
s Notapplicable D Gy e N
c. Time taken for the “purpose of the customer’s visit alga A Jpeagl) 2o Gga 3l 5 i 4B Jal 2404 d__ﬂl &

to be fulfilled once reaching the counter:

oAl

INT: SPECIFY TIME IN MINUTES:

12
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H. Additional Comments on Visit 30 5L Adladal) AdlaY) Sila SRl A
(If any): (S y o) |

End of the Survey - Thank you very much....

N 184 — et 4lgs
C. -’ s 10| GRERE T R
; \ & 1 5‘ !# ’F?Mé s ;‘ pq'ﬁ;‘ftjiﬂ-‘ % t f‘t 9 S T
G. TOTAL Branch Score
(Total unweighted branch score, summing all sections):
o a5 PR s e Total Points Scored in this Total Points Allocated /
Area: Parameter
G Branch Presentation and Customer Facilities
D Greeting and Soft Skills of Staff
E Staff Capability, Knowledge and Cross-Selling i
F Timeless i
TOTAL SCORE |
g Al bl £ sana &
(B! IS men o ill dan ) e Ll £ gana)
Jalall Jlawai ) Bl £ sane sl (A Alncall BN E gara 8 d) ady o301 Jalal) aadll
o 8 Adid) Bl £ s =
(B gall S gy a2 -
AaY) ) les g 438 aay ilh gal) a8 z
\;j_,.:l C
13
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