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SHOPPER CODE 1 DATA ENTRY EDITING SERIAL NO.
Name Number | Name I Number Name - 0
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3,0 i
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A. Details of Visit 5 Sl
i
Bank Dhofar X FrH
Bank Muscat O hia Jy
National Bank of Oman O el ida g S G S 1
1. Bank Visited -
HSBC-01B - HSBC-0IB
Bank Sohar O o L
Other Bank: grOe
2a. Branch Name _gdcb T own & oA ot 2 E
)
2b. Branch Area Ceeln HACQ/ & il alpe 2
3. Branch City Moscad iy 3
b
4. Branch Region HMAGJ' /\)GJL» L 40
Day | Month '  Year Mndl i gl e Parian 5
5. Date of Visit
4 | 9 | 2013 | |
Hours ! Minutes S [ el |
6. Start Time of Visit T " (,. bl iy os, 6 :
|
H Minut Y ) |
7. Total Duration of ours mees & == G i T |
visit co i3 i |
} I | J
1
+ +









Opening a Savings
or Currernt Account

General Enquiry relating to a A pma phia Blale e fediul D
specific Praoduct, Service S
and/or Facility f i) Jaeall 30a g f g candiall a0 -;_'.;L_.

INT: SELECT AS RELEVANT AND/OR il
SPECIFY DETAILS OF Cmdit Cards

PRODUCT/SERVICE Personal Loan

Youth & Student
Account

Double your Salary
Offer




4. - Was Customer Parking instantly avallable for the
Mystery Shopper?

£3000 5 5 fpen Ll AD il 399 G0 4.

3 1. Yes

! a1 I3
i 2. No g %2 |
: i. Specify: 1 e |
ii. Specify time taken to find parking: min. ad; i e S A 2By e
4.2 _Entrance to Building el B Jalad 4,2
a. Was the Entrance Clean? ol Jasalt SIS S )
3 1. Yes E PER 3
0 2. No O K 2 0

If ‘No’, specify “Why / Describe how" the
entrance was unclean:

S iyl S 1 Sl e ST gl 'lS 13

‘_I.‘..n.lJL Jasdy

b. Was the Entrance Convenient?

andiie Jhaall S8 4

3 1. Yes

a1 3

0 2. No

mjpz

3802 0

P T R A S AR P .' ;r-.a::z e
.37 ExdunifleaiDE Premises; PEaic Py AT L T Ik

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

Was the branch premises clean?

Gl Jaadl 0% 4 R Saa ¢TSS el S 13

“&f" J“' %P\l-';" T = ’1&.}' 1_"*1

"a._-t’.!vl— -;;h L amms,

Ui gl e S |

'ﬁ. R A e

3 1. Yes

1| 3

) 2. No

X8 2 ]

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

S M iyl A3l dea SLaE e THE™ el K0

Anal pe
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A 20 T TR

i A :

[44 T ; Branding M oL R Ry
a. Posters / Branding material present on doors, walls
and windows?

280 4y o aadt m,..v\uxsg_,u...uws/uwa,;@ 1

3 1. Yes 24| s 113
0 2. No O W21 0
If '‘No’, please specify “additional comments”, ! O M) Silaalia! e 2llah e SIET ol jalt SIS 1
if any: ; '-'-*-".M
!

b. Pamphlets, Leaflets and Brochures on display?

Pl il y S e b e

S, % G, L)
d‘&‘-’m—h-ﬁ. 46\. -n-.Lu.

3 1. Yes % il 3
0 2. No O N2 o0
If ‘No’, please specify “additional comments”, Sbigdial Slaa sk sas Alad e MUET L gall 000
if any: ey
c. Branding material up-to-date? 2l 4y Ladl cladall Mga J4 3
3 1. Yes E a1 3
0 2. No O X2 0
If ‘No’, please specify “additional comments”, b gl Clla S e Bl e NSIST Gl gadl S0
if any: )

E"J Hﬂ"-‘-« ﬂ.u &ﬂ‘ J‘ %90..:- ) aa g o6 dl )

desks and counters? tiasill
3 1. Yes prd 1 3
0 2. No u82 0
if ‘No’, please specify “additional comments”, AN ailal Sidaa i e Sl e SIS gl RS 1
if any: ) Py
sl X 2 AL ) LD (LL)' e v | 1 dwk.a
b. Were all / almost all of the staff neatly and e
it d i el (295 5 (g gt S
professionally dressed? 3 it o s ColB ) plima f 08 S A
3 1. Yes X 1| 3
0 2. No O 2| 0
S Al s " ,]] ab e oS ot .
If ‘No’, please specify “additional comments”, - e 2 D ST ol gall S
. i
if any:
c. Were all/almost the entire staff wearing name ) N .
/ g planaly L ¢y iy (B pall pdiae f JS S S0 D
badges?
3 1. Yes O i1l 3
0 2. No K W2 0
if ‘No’, please specify “the approximate TSV U RVl JUEVE (IECERIE I B PR I PPN ' LR K
number of staff not wearing name badges: sy D S ) gy Y
J-l‘ 1% L \_{ A MR Ptv [ AN WV U,
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a. Was the area surrounding the ATM and CDM

u....;_,uah..:lm 514,&1,',”\ Gl pall 3343 Sagaad) AN asua i

|
machines clean and presentable? ' -
3 1. Yes K| —1] 3
0 2. No Ol w2l o
If 'No’, please specify “Why / Describe how the | G deay! Il s L MUY et €0
area was unclean: ’ el gl _,.54_! |

b. Were the ATM and CDM machines functioning?

Coas AT Elaly N i el B gl S O6 o

which the ATM / CDM were not functioning
{and specify which machine, ATM or CDM}:

3 1. Yes E axi 1 3
0 2. No O 32| o
If ‘No’, please specify “the time at which at PR IPTRTN R L PULSKTPRELI T ST L L - Y

G peall g éi S g) Saad Y i g oYy IV all
gt glat iyl

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

TATM/CDM Ghis 3 4 ciSdl ¢ 3,00 S8 b O

'fﬂb- fwwr_ha TR S

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

)&.— e O N T Ty

3 1. Yes O 1 3

o |2 No O N

3 | 3. Notapplicable BT ¢ 33¥ 3] 4
If ‘No’, please specify “the time at which at G e al g3 8 s llad e MBS Ol gt SIS0
which the cooling was not functioning ua S0

,"—wﬂ*‘ T SF
e R T R T

3 1. Yes

Q 2. No

38 2 0

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

['aial Silandla" sa Slad e IS O el S
o LY PN NS T R

b. Did the branch possess sufficient lighting?

A Balaaly £ AN Al A

3 1. Yes X i1l 3
0 2. No O x%N2| 0
H ‘No’, please specify “Additional comments / [l Caa i saa dlliad e EY el 4K
Describe how it was insufficient: S S Al S aay)
5
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<. Did the customer have sufficient waiting space / Toesiall Elia a 1ilS 200/ JURIRA A0S Aalana Jpadl SIS A O
seating area?

3 1. Yes K ! w1 3

0 2. No O x2| 0

A P W T ST TN IO TR T

If ‘No’, please specify “Additional comments / S 5 5 e iy
B J = e y

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?

i . - :
| ity B Al (310 45 paln gall SUEAMD AL g A5y 1 g pllaiedt O S
Tandl (pSbal g (SASAl) b S5 SN AR ) ad

3 1. Yes X 1| 3
O

0 2. No Y2 0

If ‘No’, please specify “Additional comments /

, ) , : oyl g bl SN s2a ALl e ST galt S 13
Describe how it was insufficient: Y= e - i

Adls 8 s
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5.1 Greeting of Customer - ' R e Ot by i AN §.1
a. Was the Mystery Shopper “promptly greeted ] "&.)ﬁ" u-“ ‘UJM B A el e G adlfcua 3 43 T
acknowledged” on entering the branch?

0 * Nogreeting / acknowledgement E =il 5 e I o
1 ¢ Greeted within 10 minutes of entering D Sraxd! ) e BE 10 N6 o il e ' 1
2 *  Greeted within 5 minutes of entering | D A Cpad e A5 A e 3 e o2
[
3 + Immediately greeted on entering D Granlt faan cdoua B e [
b. Did the staff either / or: (oY) aaly AB gl a0 b o
a. Ask for the customer's name?  Jeanll it e Ju
b. Greet the customer by name? Tl S5 an Jrands a ;o
*  Yes, the customer was greeted by name / S oo Jl et 85 ae Jaall i Gl GGl aad e
3 : K 3
asked for his / her name L)
0 *  No, the customer was not greeted by D aast o Jly ply S et 80 aa el 0 W38 0
name / asked for his or her name Lgad y)
hih et g " ) GBS e iy S okl gual! o
c. Did the staff ask, “How can | help you today?” l 3 e s "‘; JL‘] n"‘? JL:
and Probe the purpose of the customer’s visit?
3 1. Yes, the staff did this M Sl s palt 18 38 a1 3
0 2. No, staff did not do this | Ay i gl kW W3S 2 0
d. Was the Mystery Shopper redirected on the fPalhalfdlalial e sl Adl) fadall Ayl Bale] o 06 S
basis of his / her needs?
1. Yes, he / she was redirected on the PR
: Jaldatfafalaind b (3] Jaeall das yi52te) 20 08l cand 3
3 basis of his / her needs D R 6 ARSI A e
2. (OR) The first staff member
\)n_,.un.]!h Al J_,\;W ._l.nJA..'l _}...l.....‘] _,l)
3 e_nr:ountereel probed the nature of D tfx;_. foaclsy 5 31 A “( 3
visit and assister him / her
3. No, he / she was not redirected on .
' Aalialfadlalsal  Hdaa g3t Bale ] 35 &) N
0 the basis of his / her needs E b l/aiial el e 1 o] 3 0

? S panl) 536 Lo S (8 0 jlmiiend (3] L;,m.ual oS

a. Were the staff courteous on the custorner rnakmg
his / her enquiry?

0 s No, the staff were not at all courteous | [] B Je gl Bl OS5 a0 DS e 0
* Yes, the staff were quite / reasonably . . . =e . .o
’ A P L TR ANV .
1 courteous X S e ALy iyl fad ol et 1
2 ¢ Yes, the staff were courteous | Gl il S Al cans e 2
3 »  Yes, the staff were very courteous D AL Lol o gl S G caai 3
b. Did the staff demonstrate “active listening” on Thpall jludio " la) slieal™ Lib pall 45} b

customer enquiry?
* No, the staff did not demonstrate

(it ) el gl S
0 active listening D P pa  anls * 0
*  Yes, the staff listened quite / c gy e 2e . Coa
! y 4] Q.Ig h i) } “.I.nd‘ al . 1
1 reasonably actively D st S AL B gl g0
2 *  Yes, the staff listened actively M Gulag) db gall Auab 33l cpai 2
3 *  Yes, the staff listened very actively D A e G i gl et Gl caxi @ 3




&)

Did the staff appear confident? Pk Cpa Wiy T e i palt gl

s No, the staff did not appear confident ki (a (Bl A0 e e gl e W3S

s Yes, the staff appeared quite /

D JE8 daail e By A A gall eda cani
reasonably confident g Oa By ddl e il gall jglicani e

* Yes, the staff appeared confident EOPCLIP R R RS 0 VS VPR B

OO |

Ak e Ll Bl 401 o il gall gk pel @

T

i e Yes, the staff appeared very confident
i

d.-th List the names of staff interacted - aaa Slakal (il (il gl plael SH
with: Calelas

o Me/Ms. Elmana Male. wtlloo name (o il il .

e Mr./Ms. 2 O/ Al o e

*  Mr./Ms. 3 Lot/ Ll o

e  Mr. /Ms. 4 PN P TOR T | R




6.1 Staff Capability

© Cullgdll 530

6.1

O oK Kl Gl Slaltal At 06 edianYly Cil gl o8 6

a. Did the staff frequently probe the nature of the ‘
customer's needs?
3 L Yes X] . 1 3
0 2. Na (0. % 0
If ‘No’, please specify your comments: ; i g B Sl 0
|
i
b. Did the staff actively attempt to anticipate . e g ialEa) BLEey b &l gioay i gl R
customer needs? ! ey
3 1. Yes O 1 3
0 2. No Bd 3 2 0
If ‘No’, please specify your comments: T gy o8 e ST 1
a0
€. Were the staff able to cater to the needs of the 3 3 laa b 93 G el Slalda) 4D Ll galt pllaid a2
customer without seeking the help of a colleague? Tola 3
3 1. Yes X a1 3
0 2. No [l 3K 2 0
If ‘No', please specify your comments: 2l =Ll o8 Sla ) (ST Y
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 . o i
questions posed? Paa g jhall ALY aBaa S 06 Ay Gill pall pihiud N 3
3 1. Yes K 1 3
0 2. No O X2 0
3 3- Not Applicable Silaiy ¥ .3 3
If ‘Na’, please specify your comments: 2l ey B Bla ) TS Y
e. If the staff were unaware of the answer to a Ub e L e D3 o e o | ol il padt 0% 413 2
particular query / queries, did they politely “ask 03 3l dal [l e 450 5 e 38U Jai e MBIV ity die ik
you to wait while they double-checked with the
system / a colleague”?
3 1. Yes d o1 3
0 2. No ] 38 2 0
3 Not Applicable )( Gy ¥ 3
If ‘No’, please specify your comments: ol rlaady o pla ;28" 3
9
+ +




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

"‘l...u.l_,....h.....dhdh.’...ﬂu_,-..n dy"ubwﬂiwrl_’%(u

+ + +
a. Overall was the staff well- mformed on Bank '-"-‘-‘-‘J ub-w R P s..L._,k.. H"'lﬂ‘ gl S dl ~pL=- d-’--u !
Dhofar’s product and services? ? S o
0 s  Not at all informed |:| SUBY! e Slegleeanl ol 0
*» Wellinfarmed on at least a quarter f a
- = tl - - 1! - rl - .. r
1 few of the products and services D = 3= o A e }ﬁj ﬁ * 1
discussed a
2 * Wellinformed aon at least half of the A G0 Silaadl y Slaldl vheal e S e ey e 5
products and services discussed - ICECIN
+ Wellinformed on at teast three- - ‘-
Slatidl e A g gLl A090 8 !
3 quarters or more of the productsand | [] i e S8 S gL D8 F e e o 3
Bt Letilin 5 3l iasdlly
services discussed
b. List the details of the “main purpose of your visit” ikl i pa LaS) 3 A U e ) g™ Aucaia AaiY pnia g ad

sadhiL) a-l-l‘.,.l

INT: LIST THE CODE FROM SECTION B.

PSP PR FLTRP PIONE

0 ¢ No knowledge at all D SUbY Lk py Y e 0
s Wellinformed on at least a quarter / a .
Slaaadl y Sl | - i
1 few of the products and services 0O 3l e Bl 5 e "F\’ ‘-"]" "L"' * 1
. L. A q.Jl
discussed
2 ¢ Wellinformed on at least half of the KR A D Chaally Slatiadl wdeal e BV e ey @ )
products and services discussed i IR
+ Wellinformed on at least three SaZal e A gl B0 Y e ey e
Sladd )
3 quar‘ters gr more of the products and D S 5 Al sl 3
services discussed
¢. Did the staff attempt to “cross-sell” other products Oladd g Slaliad " ALEY! Al o WLl A e i gl a3 S8 D
and services? LTS Y
0 * Nocross selling at all E DALY e Ala¥lanh Llasy i)l o 0
1 *  Cross-selling after a lot of prompting D S (e S0 ey Sl aull Alaay JE @ 1
e Cross-selling after a little / some s - . . .
2 A L T VR Y 1 e Loy all dalaes o4 )
prompting D 7 B on A=Y e o8
3 + |mmediate cross-selling attempt D il e ALYl ali Aoy 53 e 3
d. Didthe s-taff explain W‘I:y Bank Dh-ofafs producf‘s AT Lyl Ul L5y sy haSie ool £ il pal ol Ja
and services possess a “Comparative advantage ? Pl ) e 5 e gl
relative to competing banks?
3 1. Yes [ a1 3
0 2. No | N2 0

If ‘No’, please specify your comments:

il i o8 Bla S 1Y

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

|

|

Sladd g Sladie o8 "AlalS Sl plaa” e Y A glaa LdB gall a8 A 7
Pl D) Sl ae Adl oL !

INT: LIST THE CODE FROM SECTION B.

O pekl] (sa Gl G a8 sl

:L 0 * Nocinformation at all D Sl o Jlajaey e 0
5 + Information provided on at least a DU wigy e
el i plaall e R fag 3 ¢lac!
b quarter / a few of the products and O ' e J'h“ {‘I'-" J et 1
' . . i | B =L Rt R
. services discussed i
: 5 « Information provided an at least half | iy At i pesd wdend BV S s e P g
of the products and services discussed @ — et e ) |
¢ Information provided on at least three gl a A LD D e el e ;
3 quarters or more of the products and D Wiiie 2 L sl Chatialy Aiaial I
services discussed i J ]
3 + Not Applicable ORI Y 11 3

f. Information on relevant procedures,
documentation and follow-up method?

falaall i) Anuliall GGy GlaTaally o Shp 1Al Alats Slaglea

INT: LIST THE CODE FROM SECTION B.

S il (g 30 B o 1l

0 ¢ Noinformation at all O eyl e Cleglaay e a
e Infarmation provided on at least a .-
Wil e pleal) e LI fauy BV e slac! e
1 quarter / a few of the products and D e 2 A ] e il 1
services discussed & A== '
2 e Information provided an at least half E Diatialy Glaidl e et cheal Y e cllac! e ‘ 2
of the products and services discussed il & Al leaadl
e Information provided on at least three . - .
Cia glaalt e 281 g gl AN B olhac!
3 quarters or more of the products and D ’“]]. ?]:):4':3] &_J g \f ,.“ﬁf‘-, 0 * 3
services discussed I
3 * Not Applicable ROSTE E
B Did the staff attempt to acquire more customer Jai e iy Allata J51 e glee Ad el A glaey i gl ol JaF

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

% 3 olad B ALl il

3 1. Yes

e 1

3
|

0 2. No

0|4

252

0 |

If ‘No’, please specify your comments:

A gl g el ST T

11
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7.1 Timeless

+

<ol 7.1

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

b e ) Ol pall g Jalalll by 8 AN Jgaa e U 2l
Aaad) adlye o f ala¥ dad)

T
INT: SPECIFY TIME IN MINUTES: !

:JA'L'I.‘J\ [N h—hi"n Na cdaly

*  Over 15 minutes

4315 e 8

&  5-10 minutes

i 10-5 e

3-5 minutes

S35-3 e

0
1
2 .
3

e  Under 3 minutes

W N | =] O

RO LV TR

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

Cpaa JSh Jaay uieall B BT a5 ol Copn it mk b

e Queuing system did not function at

0 i | GUBY! e Jeag ¥ il L3 LSV 0 Y e 0
e Queuing system functioned, but it dall ) s Ly e -
—ea Laaiy aldas ol
1 worked with a few impediments 0| s g g 085 0y NS AL . 1
2 e Queuing system functioned and it 0] Jlad JSy g AL s Sy —iall 3 REEYI Q3 5 e 2
worked quite easily and efficiently a0
e Queuing system functioned and it S8y g Rl AL gy Jary call 3 STV AL 5 e
3 ' ) a : 3
waorked very easily and efficiently Jlad
e Notapplicable E euY e -
¢. Time taken for the “purpose of the customer’s visit adlga A dpeagll 2o g5 355 chak 4D Jal Ga 201 g o
o daaat

to be fulfilled once reaching the counter:

INT: SPECIFY TIME IN MINUTES:

12

:Lgﬂ.'uxl l.a.ua&i_’“ dda il
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— 1t L Pm"-ﬁﬁ'\/\.&p' o e o

! \‘m‘%w Ch b.ﬂadﬂ’ﬁ (,L,_nnﬂ 1ho

H. Additional Comments on Visit 23 kel Adlaiad) A4LAY) Cila Thal) 2
{If any): ey O
dArale € elannCa the bd,v\k/

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

Yoa fgh

i) A4

HE o3
G. TOTAL Branch Score

(Total unwelghted branch score, summing all sections):
e g TotalPoiﬂtsSwred in thls 'l'otalPointsAlloated']
] L ) . aeds
sgcﬂon Parameterl.hdertvaluaﬂon S M areas Pacameter . -
C Branch Presentation and Customer Facilities
D Greeting and Soft Skills of Staff
E Staff Capability, Knowledge and Cross-Selling
F Timeless
SR T T P R - x
£ oA bldi g paaa N
LL.A\"IJS.P st_).lnd_\_-s_).‘]'l }:Jnhﬁ\?_,.«:.d)
JolaY Aaraiiall WO £ gager |- 2pealll (B Apradl) Bl £ gages ° . o gkl ady galt Jeladl el
O Al Aadialt Sl g £ RN 4l &
O pall Dl gy g 300 &
Y Al Alee g 45 e g RS gl 5 a0 z
B g C
£y = | o5 AT R T

13

same enl (‘c»ﬂce_{?:s Ceodo Walll_







