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SHOPPER CODE DATA ENTRY EDITING
Name Mumber | Name | Number | Name SERIAL NO. .
] I -
3% Mashaat &k | 40 6|9
A | e L
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¥ sl AA ot 28 prd! |
A. Details of Visit 3Ll Juoids o |
Bank Dhofar FHOgE
Bank Muscat E] s Sy
National Bank of Oman | PV S P A5 5 nadd g3 S 1
1. Bank Visited - t
HSBC-OIB O HSBC-OIB
Bank Sohar D Dt Sl
Other Bank: LA Sy
2a. Branch Name - }\&Q_&(L § oA aul 12
2b. Branch Area G"\_{\,CCL&L Bl adige 2
3. Branch City Mn(a\_l' Lt 3
4. Branch Region Ckﬂ_@_&_o\ alid 4
Day | Month | Year =T S0 am 5
5. Date of Visit
L] el | |
Hours | Minutes Jdan | Slelud)
6. Start Time of Visit q 34 oL iy iy B
i il Sile Ll
7. Total Duration of Hours Minutes Ca R
isi SN 7
Visit oo )| § |




General Enquiry relating to a
specific Product, Service
and/or Facility

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

or Current Account
Saving Scherne
Housing Loan

Car Loan
Educational Loan
Credit Cards

Personal Loan
Double your Salary
Offer

Youth & Student
Account
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| i) Jpeolds 32 g} [ g cadlia a1 cdaly
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1 Was Customer Parking instantly available for the

TashD o 5 hgen g (LD §padial S99 Ja 4.1

Mystery Shopper? _
3 |1 ves al a1 3
! 2. No . IR % 2
! i.  Specify: NCE I].c“(_jlﬂ asadnd ke i
Pa.«h ﬂg
ii. Specify time taken to find parking: 5 min. G iy ¥ 230 ZE ) da
4.2 Entrance to Bullding il (ll Jodall 4.2
a. Was the Entrance Clean? olldad Jasad ol Ja
3 1. Yes E a1 3
0 2. No O ¥ 2 0
If ‘N, specify "Why / Describe how” the S A ! 1N sam Ml e ST el RSV
entrance was unclean: Uty AR FEW |
b. Was the Entrance Convenient? tlaslda JA S 08
3 1. Yes X i 1 3
0 2. No d w2l o
If ‘No’, please specify “Why” the entrance was Dol Jaaall 8 2 AL 2a ST el AS 1A
inconvenient:

S
S i

B L i A
w—wed el
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Was the branch premises clean?
3 1. Yes |
0 2. No E
If ‘No’, pleas ify “Wh ibe how"
o, p ;a e specify y / Describe how A0S " il /AT a2 S S S g 1S 1
the premises was unclean: P
i ol Ovd Ak e AL
= lakeor weae wrnk mjn‘u. NS
3
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Faa I Brinding Matertal . cr s 2gi 7 % VP v 5 (4 LD, : ,
| a. Posters / Branding material present on doors, walls 3l gl y Gl paadt wnl e A8 4 a0 Chadis [ Sileale sa gy b )
| and windows?
B 1 Yes X st 3
0 2. No O w2 0
' If ‘No’, please specify “additional comments”, R ECTA RN DS, PREERREL I BPIS. L O PP L

| TSl y

i if any:

b. Pampbhlets, Leaflets and Brochures on display?

Tl ALy TSN e e A5 N 0

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

3 1. Yes & | 13
0 2. No O w2 0
If ‘No’, please specify “additional comments”, S eVagdal Slaa M dea Sl e TDIST el S 1S
if any: Wala g
c. Branding material up-to-date? Pl Ay el Sladall dga JA
3 1. Yes E a1 3
0 2. No O M2, 0
If ‘No’, please specify “additional comments”, O aglal et s Slind e MHST el S0
if any: Ay

ekm ple gl g E qﬁr L %90 c..u _)-r-’-' 2 sy uu dl i

Al E

desks and counters? LTPREL]
3 1. Yes D a1 3
0 2. No & B2 0
If ‘No’, piease specify “additional cornrments”, b gl SlRa e s Sl e SUET el SAS 13
if any: . _ RTC T
N Ay CxVLFLf'l{CL v/ ht/}
3 i

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

iria s o o oedd 03 9 5 (D gt a8 S b o

3 1. Yes

a1 3

Q 2. No

382 0

1fany

i)
U

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

he

La] ""kol’ AL Chxw—\(f

Rl A " s Al e A gl S

:s_u:_n_,

ﬂ/bfi Uflh.f;hj g ffLLrC_Lé‘_J

c. Were all/almaost the entire staff wearing name

Cdlanats Sl S () gauny (B gall pBaa f S S RS

number of staff not wearing name badges:

iy

Soo. [y

|

A NG o

badges?
3 1. Yes O 1| 3
0 2. No K 2| 0
If ‘No’, please specify “the approximate Sl i pall L S soadt s2a ek e ST o gadl S 1S

gy LS ) pauiay Y

she

Alah riel
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D - L ATM nd COMfwiachings # .

a. Was the area surrounding the ATM and coOMm

Oy 3 hplis 5Bl #9081 g N1 il el 534 daacadl S48 CAS A T

T Ry o e T gl Bty SN IR e eat 46

machines clean and presentoble? ¢ !
3 | 1. Yes 1 3
o ! 2. No | w210

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

D& G iyl /15 cia Sld Sa U SET iga] 6 13

kR e AL

b. Were the ATM and CDM machines functioning?

Tl I £ Iy LN el 3ol S A o

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

3 1. Yes X w103
0 2. No O 2| 0
If ‘No’, please specify “the time at which at 3ieal a4 S T I e Al e NS el S

il peall e g 2aay) Jes Y -Mm;-':.;“".iw il yealt

S0 # it 4l

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

CATM/CDM Adkis 8 2 il gl 3y 500 S Ja &

¢ A

a. Wasthe branchaur-condltlomng fullyfunctlonal
and sufficient?

et
g TR

3 1. Yes E a1 3

0 2. No O 21 g

3 3. Not applicable 0O Sy Y.3| 3
If ‘No’, please specify “the time at which at A8 Jaas o g G0 sna ST b e ST gt NS 1)
which the cooling was not functioning wa S sl

' v.\,.-.,..._,vn,wu,m‘_ud. f

Describe how it was insufficient:

3 1. Yes &1 1] 3
0 2. No O w2 o
If ‘No’, please specify “Additional comments / Flagidal Slhatia® s Moad S MUS il gl S 1

S % ol RS iyl

b. Did the branch possess sufficient lighting?

S Sa Ll § i adady A

Dest \ L

3 1. Yes O 1| 3
0 2. No B4 2| o
If ‘No’, please specify “Additional comments / MG Sl s Slad S S b all 1S 13

Describe how it was insufficient:

\9‘—4

S % ol S
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¢. Did the customer have sufficient waiting space / Cm giall 26l (e il 38 [ UBIDA A0S Aalas penll (S 4O
seating area?

3 1. Yes 5 | 1| 3

0 2. No O w2| o

] ] - iale laa i san Slad cea JTNET el AE s
If ‘No’, please specify “Additional comments / [l - - = I
oS S e kS sy

Describe how it was insufficient:

|

- |

i d. Did the customer find it easy to follow the signage
| within the interiors of the branch, indicating different

[ . . e . .
|l N 313 A6 g SN L g 5y O S0 gl U
counters/ work stations? !

0mal) CSial g (iSal) DI AS i ) a5

3 1. Yes i PEE 3

0 2. No v 2 0

X 0O

If ‘No’, please specify “Additional comments /
Describe how it was insufficient: .
NS V5 T A L C\.wu‘ MICTar

e gl g [l Sl aaa Hliad e RS il galt SIS 1
AGS S s
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5.1 Greeting of Customer

+

b )iy ey 3B 51

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

T Al M dlyas g EAN faeddl | e o alllfias A A3 06 )

|
'
T

0 * Nogreeting / acknowledgement : E i i BY e 0
i 1 | *  Greeted within 10 minutes of entering D : ol DA e 308 10 IMA wa S e 1
| 2 «  Greeted within 5 minutes of entering i D ; opentl Jydt e WG JMA L ua U1 e 2
| 3 * Immediately greeted on entering i D | a1 gAd g ewa 3l e 3

b. Did the staff either / or:

HatBoy |JURNIRE - FUL L YT

3. Ask for the customer’'s name?

? doani PRI S i

b. Greet the customer by name?

Tt 83 aa Jraady iy

e Yes, the customer was greeted by name /

PRV RSN, Wy IOV I CF PR TPV ERNTENS- Ui PP B

3 asked far his / her name I:I Lpanst 3
o e No, the customer was not greeted by E dand o Sl £ ad S0 e Joaally a4y ol W3S e 0
‘ name [ asked for his or her name Lt 4f
b R eakiadl 3 T kS VORI SR TSN - I ] =
c. Did the staff ask, “How can | help you today?” - 3 "ol i "‘: Jﬂ]!f;_;{ij
and Probe the purpose of the customer's visit? '
3 1. Yes, the staff did this O Ay i gt ol i a1 3
0 2. No, staff did not do this & ALy iyt S o 38 2 0

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

lalbafalalial Lo sl AdD fpudadl A4a gl ide) a3 Jh b

1. Yes, he / she was redirected on the

3 basis of his / her needs

Lefalsialfataliad i (3)paell 43 5 5012 35 300 (a1 3

2. (OR] The first staff member

Jp Jpadt ap AT g3 W1 il gl il (4) 2

the basis of his / her needs

- " v [ - U
5" - R RS SO

3 e'nfzountere(fl probgd the nature of E] el forelny 5 s 3 Rl 3
visit and assister him / her
0 3. No, he / she was not redirected on L Ralia/aTalsint 1 aga it 6iet 33 o0 S 3 0

PRI

3

i

2t 336 Loaa

customer enquiry?

curtec-u n te customer maing
his / her enquiry?
0 *  No, the staff were not at all courteous E Y Je gl cabgd o8 el N8 0
1 . :zzr::E::aff were quite / reasonably D i Al pihe Ay iyl T o e L
2 * Yes, the staff were courteous D A byl 8 ] aas e Z
3 s Yes, the staff were very courteous (M| Bl yad wals gl fS Gl caad e 3
b. Did the staff demonstrate “active listening” on Tlpamd) il ' ol plival” cilh palt B (8 o

*  No, the staff did not demonstrate

‘,.:Lq\ sl A gal) S
0 active listening D P Pt Sl Ay o * 0
e Yes, the staff listened quite / . . . .
! [QJLL}I 4.‘ A.Ig )hd b_lh | 3 .\.l] ‘and
! reasonably actively m Al S [l ? cdBgal) e e 1
2 * Yes, the staff listened actively D Lulayl ib gall ot il cand 8 2
3 *  Yes, the staff listened very actively D Qe e iy b gall ac) il cpni @ 3




+ +
! c. Did the staff appear confident? Tl G Bl gt e wilipalt 4B g o
* Ng, the staff did not appear confident |:| i e (Bl g A o il gl gl sl NS e
s  Yes, the staff appeared quite / om s 4 e T T T
Tima JS Ak 1 g 431 | - .
reasonably confident E . On By Al e gl e pns
*  Yes, the staff appeared confident D E SV~ TS S N R PE-SPPE S )
i e  Yas, the staff appeared very confident O | il e el Bl AT e gl o s e }
; - - , ‘
: d..th List the names of staff interacted ? agi LT Sy oyl pieanit LS 2 |
. with: N : s
ir . Mr. / Ms. {( }fVLd i .l(' ﬂu(!.z 11 i el - i
i e  Mr./Ms. J 2 R T I
| «  Mr./Ms. 3 Ladlad e
i o Mr./Ms. 4 Lol )l e
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6.1 Staff Capability Ll galt 5 )30 6.1

a. Did the staff frequently probe the nature of the ¢ LK Sk g 3 ShalEa) Annb OF jldiu¥l B gall 53 06}
customer's needs?

3 1. Yes | axi 1 3
Lo 2. No B %2 )
? If ‘N, please specify your comments: . ; RONRE N TP IR T

a © < s ?h?lt ond
b. Did the staff actively attempt to anticipate [ T . e s irs -
Com i Glalia) FLouy 4lled &) jla il pal) M8 -
customer needs? il Salyial ghiny 47 ¥ dBaal 8 4
3 1. Yes m a1 3
0 2. No O XS 2 0
If 'No’, please specify your comments: ) Lyl ela ) TIST

¢. Were the staff able to cater to the needs of the ] 520 e plle (393 O G 31 CABER] Al il pal) p Ut A S
customer without seeking the help of a colleague? ;> Pt

3 1. Yes | a1 3

0 2. No O %2 0

If ‘No’, please specify your comments: il a8 Blay ST )
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? Tiay haall ALLY) s S 06 AlaY) Cil palt glaial b G

3 1. Yes Ed pui 1 3

0 2. No O 32 0

3 3- Not Applicable G ¥ 3 3

If ‘No’, please specify your comments: Ui ey ¥ Bla S D)

e. If the staff were unaware of the answer to a O A A fogme Jlige o AaW o 1,00 Gib gt 08 & 1)
particular query / queries, did they politely “ask el JAlBI e R0 e Al Jad e BTV iy e Gilb
you to wait while they double-checked with the
system [ a colleague”?

3 1. Yes ] a1 3

0 2. No &= 3 2 0

3 Not Applicable Sy Y 3

If ‘No’, please specify your comments: :ébi) Fldady af ela ) SIS
) o ol e 'ﬂamlﬁ/\ﬁd/ late d Lo
" i '
*{}\p \:Dmbfmro Y fa_LaU
9
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Overall was the staff well mformed on Bank

SIS atiny Zale Ciws o piae Ldb ol J.\Jbu_p. .,.L:-ds.h i

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

Dhofar’s product and services? ? B eLy
0 s Not at all informed D IAEY e Cdaglasagnl sl e o}
+ Wellinfarmed on at least a quarter / a e L
Soiaddnl ¢ Zoiadial | e T e ol
1 few of the praducts and services | 3 Sl o Gl e - JY "‘ o * 1
discussed = &
¢ wellinformed on at least half of the | X 1 A 0 Tanadly Sl ciiad e BN L aley e
2 o5 di = oy 2
products and services discussed | ! ke
¢ Wellinformed on at least three- i
Do il I gl gLl A28 i
3 quarters or more of the products and D S & Ji - :" "“‘” * 3
services discussed &
b. List the details of the “main purpose of your visit” el B 5 52 LaS) "B 0 i ) i Alaie 4a0Y pudi gy pd o

" Ohaddt y Sladiialy  Sladal) h}-nn gﬁm"uk—@ihﬂ\mlue.lﬂg (v._l
u.md\ou‘_,l

INT: LIST THE CODE FROM SECTION B.

S k] (Gl A o ialy

0 e No knowledge at all O SNV Ll Ay Y e 0
e Wellinformed on at least a quarter / a
Laaalt \_ILA.:...A]\ | |
1 few of the products and services D . o il feus e j{]_:ﬁ :I * 1
discussed
2 + Wellinformed on at least half of the E & o Dlaally latall vhal e Y e Wy 2
products and services discussed Lilidli.
e  Wellinformed on at least three . -
Saiidl e A8 ) gL DS Y e doy e
3 quarters or more of the products and D o e - o 3
P b [NGRPRER
services discussed s ’

Shadd g Cladial * ALY A" G pUAL A gay Wil galt B0 A

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

¢. Did the staff attempt to “cross-sell” other products .
and services? fu Al
0 *  No cross selling at all m Y Ll Ala¥ andl Al adi 4l e 0
1 s  Cross-selling after a lot of prompting D AR T, (VY. I PR T [V W PP S 1
5 . g:zzi;.z:?g after a little / some D o ¥ m N 2wy sy ) Blans 5 o "
3 *  Immediate cross-selling attempt D SRl Lo aY) aul i glae i e 3
d. Did the staff explain Why Bank Dhofar’s products

AL Lgal B Ol Cledd y Slalie L £ ks Uil gl B 4 &
PAblial) &8yl e AU gl

3 1. Yes & a1, 3
0 2. No O %2 0
If ‘No’, please specify your comments: RENPY AV PP IAPI. LRk]
10
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Did the staff attempt to provide “complete
information” on Bank Dhofar’'s products and
services, along with relevant literature?

hadd y Slalia 8 HlalS Sile glae® Sile Y A glaay il pal) 43 a
filall &l byt aa i o

INT: LIST THE CODE FROM SECTION B.

5 el m o) 2038, o 2aly

0 i ¢ Noinformation at all

ALY L Slayaa¥ e 0

: + Information provided on at least a
1 ! quarter / a few of the products and
? services discussed \

Amia Coe ,.g..u' ] ) ‘,.a.!.._—'l f:—u ,:3“1"» _,.:r, a.ar. . 1
T2 2 T el y Ziatial
Wi of S gl

1

' s Information provided on at least half

olatiad Ailalall Zia yaal cdedd B 6 slac] e

0o @ |0

2 : . Gk oa o 2
of the products and services discussed e a2 b il y
s Information provided on at least three . bei i CThagk mmey b o
S gl e JEH g £l A BN e ciac! e
3 quarters or more of the products and e e A 3
Lq.a..-\.il.‘_n N Slacadl y Sladial Adaiall
services discussed a IR
3 e Not Applicable N T 3
f. Information on relevant procedures, Aol ol Aalid) L0 y Chalecl g (el ja Yl diiada Sla gl #
documentation and follow-up method?
INT: LIST THE CODE FROM SECTION B. S el Sy ) S, o iy
0 * Noinformation at all AMbY e ClagaaY e 0

» Information provided on at least a

AlaTall Sl plaadl e Y fagy BYY o elc]

1 quan:ter/ a few of the products and e 5 iasdl ) il 1
services discussed
2 e |nformation provided on at least half Saiialy dleial) Sie Hledl deal B3 PO 2

of the products and services discussed

iilia a3 LA laadlly

¢ Information provided on at least three
3 quarters or more of the products and
services discussed

OR®| OO

Ziaginall a S8 gl gt AS Y e el e 3
iPie & Al Sleadll y Sladiall, Adlaial

3 * Not Applicable

T

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

Did the staff attempt to acquire more customer

I3l O G By Adlate JIST Slaglne A aad A gaay wilh ) ol JaF
550 e b daialy plil)

3 1. Yes O a1 3
0 2. No ] 32, 0
If ‘No’, please specify your comments: . . -3l Fiudaly 4 ela ) SIS 1Y
’ ) b/] ﬂﬁ the &l - <
U"P{/\.«/ g"&.\ﬂ.&’\.ﬂ aCCoe LN\/‘V : '
? "
11
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7.1 Timeless o )

byt 7.1

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

b 3 pall (kB pall g Jelall Sy o8 i1 Jhs die JUESIYY i)
: Aaadlh adlga e [ ala¥t badl)

INT: SPECIFY TIME IN MINUTES:

A s 28 1 saa el

!
Q ¢ QOver 15 minutes D 58515 e S8 e 0
1 ¢ 5-10 minutes D Md10-5 e : 1
2 s 3-S5 minutes D Il 53 e |2
3 *  Under 3 minutes E | S 5508 e B e 3
b. Did the customer feel like the queuing system e s . .o .. .
Crmana JSA haalt A B RS } .
functioned properly? i ! S o e R R
0 . Ec:[tlueumg system did not function at D BY) e g ¥ il i I i o
e  Queuing system functioned, but it Bl o . il d am e .
! N alkad 1
1 worked with a few impediments D B oy g 081y ety Wt e asa e
* Queuing system functioned and it Jad IS0 g A gy oy —aall i LTI G e
2 o . O 2
worked quite easily and efficiently L
3 * Queuing system functioned and it ] SSl g Aals A gy Jamy iall LYl a5 e 3
worked very easily and efficiently Juad
* Notapplicable E S Y e -
c. Time taken for the “purpose of the customer’s visit a8 ge Jl Samo sl e g3 B5G5 ian Al Jad (e Sl gl S
:ll i 13 “

to be fulfilled once reaching the counter:

INT: SPECIFY TIME IN MINUTES:

FPE 111 TV EVICRILY P4 [ TE L/
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H.  Additional Comments on Visit B A Aklaid) LALSYI Sla i) 2
(If any): (e )

—Thete WiGe N0 Cuw\ @m{’u»om; G h,{,;lm\’ Atok 1 weoded abeul 3

oo A TR f(,,ﬂaj_e_ Cvnplirger. Came.

L TThese  cOoua m(mnwﬂaﬂce, u..‘GLL Cikkﬂkwj‘{ @ LLJGQC«('\-‘J dC‘-A—{

End of the Survey - Thank you very much....
S5 183 — il g

B e O e oA A QT
SRR ;::‘:\# % £ 284 RN
TR e et R .:c,'f-.., A ey

......

G. TOTA Branch Scre |
(Total unwaghted branch score, summing all sections):

m | pa ramcter U nller Evalutﬂon Ta.hl Polnts Scored in this Total Points Allocated IJ
- - Area: . Parameter
c Branch Presentation and Customer Facilities
D Greeting and Soft Skills of Staff
E Staff Capability, Knowledge and Cross-Selling
F Timeless
"TOTAL SCORE '

g Al bl gara R
(ABY! S pan ‘&,.nmfu )J.;Jnum £ yana)
Jalall fAaacadddl bR £ pape - | 7 jandl b Alpaddl Ilhill £ gape » AGA oy g3 Jalad) aadll

Sl i) Sl g Al pi &
OB gall S ey g 51 =

Y alt Al A%E ma y i galt 5 a0 z

il gl z

13






