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SHOPPER CODE | DATA ENTRY EDITING
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A. Details of Visit 3L Jaalis 4
Bank Dhofar 4| BT
Bank Muscat D ke Ay
National Bank of Oman O sandl iyt i 03 ek 30 il
1. Bank Visited e T
HSBC-OIB O HSBC-OIB 4k
Bank Sohar 0 FUE
Other Bank: LA
2a. Branch Name G\eatin HotRad 5 i aul 12
2b. Branch Area (2_& ' g il alpe 2
3. Branch City Roeh - M{,OC,.:J Lt 3
4. Branch Region MLU')C-CJ Soula Ghid 4
Day | Month | Year T & [ el il an 5
5. Date of Visit
SN S | |
Hours [ Minutes Jdalt [ <=
6. Start Time of Visit Cl 6 3 Pbllinzd, 6
i P Zile L)
7. Total Duration of Hours Minutes Ca = .
visit - "t 7
co |




Opening a Savings
or Current Account
Saving Scheme

General Enquiry relating to a

e . Car Loan
specific Product, Service
and/or Facility Educational Loan
INT: SELECT AS RELEVANT AND/OR -
SPECIFY DETAILS OF Credit Cards

Double your Salary
Offer

Youth & 5Student
Account
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4.1 Wamsmarhmhmnﬂvmlabhbrm 4 . - . L
) 4 L3980 5 B e il 4.1
- Mystery Shopper? 3 , (o Bbpes e LN Jgia) 39 4
3 1L Yes & a1 3
2. No O 3% 2
i i.  Specify: e
!
ii. Specify time taken to find parking: min. l iy O TN S LR J
1
4.2 Entrance to Bullding > el i Jphalt 4.2
a. Was the Entrance Clean? i Jasadt A5 ga
3 |1 Yes ¥4 i 1 3
0 2. No H X 2 )
If ‘No’, specify "Why / Describe how” the S NS Can S e il NS el S0
entrance was unclean: ey e Jaadl
b. Was the Entrance Canvenient? ladia Jaaal c4S b o
3 1. Yes m a1 3
0 2. No O 2| o
If ‘No’, please specify “Why" the entrance was QU TP FRWTIE-SIETETIN LR O, LA PPN Uk
inconvenient:

Was the branch premises clean?

3 1. Yes | 1| 3
0 2. No | 2| 0o

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

S A eyl 13 saa b e NS il adt S 13
Aigas e
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a. Posters / Branding material present on doors, walls
and windows?

3 1. Yes X m 1| 3
0 | 2. No O 2| o
if ‘No’, please specify “additional comments”, | S Maslal Slaa e s 2l e UIET il el 810
if any: (S

b. Pampbhlets, Leaflets and Brochures on display?

3 1. Yes g PUSR 3
0 2. No O 22| 0
if ‘No’, please specify “additional comments”, Al lha i saa el e MBS L palh IS 10
if any: Wlna
c. Branding material up-to-date? fala Ay Ll SlaSalt S pa Ja O
3 1. Yes E POV 3
0 2. No | KI2| o
If ‘No’, please specify "additional comments”, Sl Sidha st aa dllad e ST Ol galdl S 1
if any: Sy

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

Tedigey plSe sy a)u,- D0 %00 o A5 33055y oIS A

desks and counters? L PREL]
3 1. Yes | 1|3
0 2. No %] 2| o0
If ‘No’, please specify “additional comments”, S bl Sllaa B s Al e IS Ll gadl RS LS
if any: " Ay

e S

e+ degle

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

Tty e el (90 5y (il gl pla [ S DS O

3 1. Yes X 1] 3
0 2. No | w2 0o
| il " 2aa Al e o f 1
If ‘No’, please specify “additional comments”, R i o Al _i';
(Daa

if any:

¢. Were all/aimost the entire staff wearing name
badges?

Tatrilacdy QLS 5 gy (ol pud) plima f S (RS 00 LG

3 1. Yes

3

0 2. No

X0

382 o

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

u—m&b—uﬁ—&m&%h
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"a. Was the area surroundlng the ATM and CDM

M_’L‘g&d,j.\l&n E"‘”‘JUN‘ i.ll_pﬂd 854 hp.d\ uLL-H ulSd.\ ]

0= ,a+

il e S8

| machines cleon and presentable? ? il
i 3 1. Yes a1 3

| o 2. No 2! o

{' If ‘No’, please specify “Why / Describe how the | o7 L T W [ R DI | Tt BRI, U PP e L K

:

i area was unclean:
|
1

— T
| b. Were the ATM and COM machines functioning? fuaad A £l y A Wbl pall 3 ) S8 A
3 1. Yes X 1| 3
0 2. No O X2 o
If ‘No’, please specify “the time at which at e 4 IS5 ,,31* 6 0a allad e VS el 0813
which the ATM / CDM were not functioning il el Gl g 2 ) el Y el gLy Y il el
{and specify which machine, ATM or CDM): Hgaul glayl g
¢. Was there sufficient cooling in the ATM/CDM area? TATM/CDM 4ahie 2 1o chSal) o 4,00 oS Ja o
3 |1 Yes O 3
0 2. No O ®21 g
3 | 3. Notapplicable &4 ETR I
If ‘No’, please specify “the time at which at G Jaay ol g3l 8 g dae Ak e (UHET Cpall S 1
which the cooling was not functioning 3 KLkl

R

a. Was the branch alr-condltmmng fully functnonal
and sufficient?

‘li llin )1.

-;5-.‘-

RPN GarE 29 o

wfoy B
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3 1. Yes X 1| 3

0 2. No O K2 0
If ‘No’, please specify “Additional comments / fMadlol Slhada saa il e ST i gal K1
Describe how it was insufficient: S K el )

k. Did the branch passess sufficient lighting? A Splaly p AN By A o

3 1. Yes [} 1| 3

0 2. No O W2 0
If ‘No’, please specify “Additional comments / [ Slaaia! aas b e NS Olyall IS 1S
Describe how it was insufficient: B A
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c. Did the customer have sufficient waiting space / Couplall 3elha e o blS 300 / SIEINL AHS alus Jpall S8 W @
seating area?

3 1. Yes E a1 3

0 2. No | 32 0

il ek st Alliad e NS ol gl S0

If ‘No’, please specify “Additional comments /
. . . s NPT W |
! Describe how it was insufficient: S S e ? .

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

iy E o1 JA10 A8 guda pal) AT S g oy G oo i £ LRI OGN D
0l SSbal g (LRGA) Sl SD Al 23 5

3 1. Yes a1 3

KO

0 2. No N2 0

If ‘No’, please specify “Additional comments / ‘ . . .
y ; - - e gl fAcilel Sldaa S s 2liad e ST gl IS 1Y
Describe how it was insufficient: oy el e S S 1
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5.1 Greetingof Customer . - L g o Ol 51
a. Was the Mystery Shopper * prornptly greeted / ﬁ)ﬂ‘ u“ ”J-'l-‘ ) qla-“ JJ—-MJ\ e b a5
acknowledged” on entering the branch?
0 | + Nogreeting / acknowledgement E ] i o Y. 0
! . L — ~, -
1 e  Greeted within 10 minutes of entering D | an! e e B 10 D e A e 1
I 2 s Greeted within 5 minutes of entering D j el Jphr e B G JMA Cum B e 2
1
i~ R - y
| 3 i » Immediately greeted on entering D } Cran) g w2 e 3
b. Did the staff either / or: oY) gaals odlh gl A8 O6 o
a. Ask for the customer’s name? € handl asi e L
b. Greet the customer by name? faasd 83 aa Jaalls iay
= Yes, the customer was greeted by name / gt e S faat S5 e el a3 55 8 et w
3 . | : 3
asked for his / her name s
0 ¢  No, the customer was not greeted by m aand e S PUPY R VW S PG PO FNEYENG I I L 0
name / asked for his or her name sl !
M G i) g T gl GD0 Lsa iy A5 (Al gall o
. Did the staff ask, “How can | help you today?”’ * 3 e e ‘”j JL‘! ];J;J;
and Probe the purpose of the customer's visit?
3 1. Yes, the staff did this X Sl il palh 8 8 cani 1 3
0 2. No, staff did not do this O Aty gl 43 38 2 0

d.
basis of his / her needs?

Was the Mystery Shopper redirected on the

Nlatial/adalial e sl Al Gadall 45 sie) S 04 &

1. Yes, he /she was redirected on the

Talfalfadaldal (3] eand) dua o5 sle | 33 A1) can,
3 basis of his / her needs D s o )dpanll 42 5 e 3
2. {OR) The first staff member aa - o .
' i I g3t Vil pall ediad

3 encountered probed the nature of D o el 42 AT E‘: ,Jﬂ m’d J'A:“ (s) 2 3

. . . .‘.r—u/u.}c—..a_,a_Jl._:Jﬂﬂn._a._do

visit and assister him / her

o 3. No, he / she was not redirected on

the basis of his / her needs

Were the staff courteous an the customer maklng

) rd,_.n uc-L....cL,.i,st o Joionl (520 83 ...r-,.n SSA

(Talbal/alabial A sl ilel 35 0 063 0

customer enquiry?

his / her enquiry?
0 * No, the staff were not at all courteous D SR e iB gl G5 AU e o]
1 . ::Z,r:::i::aff were quite / reasonably D S il gk UL Gy LS el o L
2 *  Yes, the staff were courteous m Sl caliyall S a0 et e 2
3 e Yes, the staff were very courteous |:| AL Al Gl gl S 3 el w 3
b. Did the staff demonstrate “active listening” on Sradl il " ol plial" wilh gall 4Bl b

¢ No, the staff did not demonstrate

et plaa) il gadt S
0 active listening D aEe 3t 8B ol * 0
e Yes, the staff listened quite / I T . s
’ | " Ay Hhy il el 23 |
1 reasonably actively D st B gk Aals g0 1
2 ® Yes, the staff listened actively E Culagl B gl il ol cpni @ 2
3 ® Yes, the staff listened very actively D ¥l G i il gall sl K cpai e 3




Did the staff appear confident? LIV - PRI W - N

[

e No, the staff did not appear confident i e Bl ] e il gl plai Al WS e

e  Yes, the staff appeared quite /

Tadme S8 Akl (e Tty 40 P IS COR
reasonably confident “ j r Py e i pall gk spns e

e Yes, the staff appeared confident Al e By Al o gl el e e

B0 OO

e  Yes, the staff appeared very confident Aii e Lald Sy a0l Jlo il gl gl cans e

:,.ith. List the names of staff interacted Ao il ol o gt gl S
s Mr./Ms, ﬂW\ﬁ‘\u (,mm w (1 e L ’tg&' A0 atallf ezl .
e Mr./Ms. U 2 - o .
e  Mr./Ms. 3 Al Laldll .
e  Mr./Ms, 4 Aoy Loalall .




6.1 - Staff Capabllity -

Collh galt § 8

6.1

Did the staff frequently probe the nature of the

I I D S e T Tt T

a.
customer's needs?
3 1 Yes O i1 3
| 0 2 No | X 3 2 0
i ‘ If ‘No’, please specify your comments: RN ST S PPN L :
' | o ke )
i |
b. Did the staff actively attempt to anticipate g5 Shabial Fuiusd Ahad & phanag cilh gl o3 o s
customer needs?
3 1. Yes D a1 3
0 2. No X 582 0
If 'No’, please specify your comments: ~ali Fla af gla ) SIS N
4 na ke ﬂt_o_uJ
¢.  Were the staff able to cater to the needs of the da 300l il 90 e Jge P Slplial Al Gl gal) pUatl) JA
customer without seeking the help of a colleague? £olalt
3 1. Yes X ass 1 3
0 2. No O 35 2 0
If ‘No’, please specify your comments; R sl o8 5l 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 i o ;
questions posed? Pda g jhall ALY alima 118 06 AdaY) i pal) £ llaied S8 &
3 1. Yes | o1 3
0 2. No O % 2 0
3 3- Not Applicable Sy Y .3 3
If ‘No’, please specify your comments: Ll il A Bla ST 1Y
e. If the staff were unaware of the answer to a O Al Al fopma (e o Llayl e | b gl 0% & 1) g

particular query / queries, did they politely “ask
you to wait while they double-checked with the
system / a colleague”?

a3 1 dal B e A0 G e 280 Jad e

JEIVY Gy i il

3 1. Yes O o1 3
0 2. No | % 2 0
3 Not Applicable X_ ey ¥ 3
If ‘Na’, please specify your comments: i il o8 ala R8T 1
+ +
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a. Overall was the staff well- mformed on Bank

% 3 i PR
Sladh g Siladieg ddlets diaes Sila glea il gt g2 G A ple S0y

Dhofar's product and services? ¢ ME ay
0 e Notat all informed | S0y e agiae4nd sl @ 0
+ Well informed gn at least a quarter / a
Sladdl y Sladiall \ |
1 few of the products and services I:l ! e il I e Jﬁ "'L ‘M'; ¢ 1
discussed #
2 ¢+ Well informed on at least half of the ﬂ &5 A Dieadl y Slatidl ddead e Y e Wl e 5
products and services discussed Lgalilie
¢  Well informed on at least three- - .
Siatial) e A8 g gl b ADE G
3 quarters or meore of the products and D ' 8l E_:! ::3 - "TJ * 3
services discussed ¢ ’

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:

il A g 2 LS) "'JWﬁj‘U&ﬂ\"uM‘@YFHﬂ =

"MIJQMM‘Q}Ul Xy ubw‘h_’n.“?ﬂiqlnl‘, (i—l

sAdhidl oda

INT: LIST THE CODE FROM SECTION B.

CPW-TIENEWSCE £ JIORE

0 + Noknowledge at all D JoLY e ply Y e 0
o Wellinformed on at least a quarter / a )
Slasadl g Slamadl - | y ]
1 few of the products and services D 3= o A g e "E?L:’k: :1;‘; ¢ 1
discussed &
2 *  Wellinformed on at least half of the D B A ceadly Sladial chal e BY) o pdey "
products and services discussed [Pt
*» Wellinformed on at least three - .
Chadiall e A8 g sli A5 S
3 quarters or more of the products and ﬂ i e 81y E,"f .. Jﬁ "'k 'du * 3
\ . lgisilia pt J.JI q.‘_‘.;ﬂ_,
services discussed
¢.  Did the staff attempt to “cross-sell” other products Ciladd g Sladid * ALEY! ™ o aLAD A glawy Cib gt 48 G4 S
and services? s il
Q *  Nocross selling at all O FARY! e Lyl ol Gl sl )l e 0
1 +  Cross-selling after a lot of prompting E S Jlhadeat (e 580 ey L) Al gl W5 e 1
¢ Cross-selling after a little / some . . . .
241 bt 1 e Y aadl Aol S8
2 prompting I:I - I Oa G g LY aad dlaay S e 2
3 s Immediate cross-selling attempt D 2l e Aol aadl a5 e 3

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

LI Lgpal B ol cladd,  Sladie Y3 £ 5y B gal) 8 A &
AL ol i) e 4 R i

3 1. Yes N a1 3
0 2. No B X 2. 0
If ‘No’, please specify your comments: . e Zhedads A Bl ST 1Y
Chgd VO \/\,\rl_‘l/ 1] CW.FM\
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e. Did the staff attempt to provide “complete
information” on Bank Dhofar's products and
services, along with relevant literature?

Gk g Silatia (6 UL Gl gl ilae Y A jlaney wih gt o3 A 2
falall Gh Sluasl aa pib Al

INT: LIST THE CODE FROM SECTION B.

S gkl e el A, A8 1By

8] * Noinformation at all

SMRY e Slagaly e 0

« Information provided on at least a
1 quarter / a few of the products and
services discussed

Gl S ! S B faoy S e slae! e 1
LRS-

i 2l _":;.‘.‘ Sileadlly el

« [nformation provided an at least half

Shattll ATt i e deai (WY B plac] e

O |& D0

2 . . P 2
of the products and services discussed el a5 A Diacaly
« Information provided on at least three .o i PR )
i siadl e S ) gl DB G o el W
3 quar.ters or more of the products and T 5 T Sl y et At 3
services discussed
3 ¢  Not Applicable Guaiy Y 3

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

Faluall b amylial) A0y CihaSiaad) y oilp) 2 Adlaie S gies £

INT: LIST THE CODE FROM SECTION B.

S pdll (T A B ity

0 + Noinformation at all

Ao e Slagiaa Y e 0

* |nformation provided on at least a

Glazddl ilaleall e GO fagy BY Je slac] e

1 qualjter/ a few of the products and D Wi 2 ekl ciadiay 1
services discussed

2 s |nformation provided on at least half D Siaiiady Alaia) Sl el sl @Y e odlle]l e 2
of the products and services discussed Pei R e DEEN )

; . Info:‘tmat:on prowdidt:n at I;_-ast thrze m o stadll e i) g g D B e et 5
qua. ersqrmoreo e praducts an L3 5 T Cdasal)y Slatial; Aibaial
services discussed

3 e Not Applicable Gy Y e

B Did the staff attempt to acquire more customer Jalb S Ziae 3Ry Akl ST ke glaa 4 el 4 lacay Cilh galt ol daF

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

5 5 e b Angialy el

3 1. Yes

a1 3

9] 2. No

B0

a2 0

if ‘No’, please fpecify your cimments:

) Pl el ST

me_ Qrdthing -
I 7
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7.1 Timeless .

+

- 7.1

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

o G pall (B pall g Jalath) Jy gkl (gda 2o UBIYY by i
2 Aadidl adiga e f bt i)

INT: SPECIFY TIME (N MINUTES:

+ HEL a2 g1 d2a slaly

|
0 *  Over 15 minutes O Ad 15 e S . 0
1 e 5-10 minutes O F10-5  » 1
2 e 3-5minutes d 353 e 2
3 e Under 3 minutes E LA e 6 . 3

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

e Ll Jeay wieall (A ALY SRSl G D A A o

* Queuing system did not function at

0 o1 O Y e Jeag ¥ ciall i Uyl ki) e 0
s  Queuing system functioned, but it TN ; S s b gl .
Mgy bl iyl es b
1 warked with a few impediments D Hh 40 O3y Sy oI R 1
2 *  Queuing system functioned and it ] Jlad JEh g & g g all eyl A e 2
worked quite easily and efficiently Leda
e Queuing system functioned and it JOE g AS A gy Jaty ieall Y G e
3 _ : O : 3
worked very easily and efficiently had
« Not applicable [ﬂ Biais Y e -
¢. Time taken for the “purpose of the customer’s visit Aa L Lpa gl 36 (a3l 345 b D" Jal e 2800 BN O
:n A T

to be fulfilled once reaching the counter:

INT: SPECIFY TIME IN MINUTES: 'Y

12
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H. Additional Comments on Visit 25 Allail AdLaY! Gla il A
(If any): (22 )

— The et L (Leane o

zmjcm?zﬁg’ :

End of the Survey - Thank you very much....
Soa 183 — gttt 44

G. TOTAL Branch Score
(Total unwe1ghted branch score, summing all sectlons)
eacttane h I.lnder , A Tota!?ohtsSmmdhtIﬂs Total Points Allocated / |
Rt R B ~ Arear .~ - Parameter
C Branch Presentation and Customer Facilities
o Greeting and Soft Skills of Staff
E Staff Capability, Knowledge and Cross-Selling
F Timeless
'’ “ ~"’: ",, r. ;;j - t" 1 ol ,','.‘ RESCE [ER 2 ._IYI Ll '“ . -
e I T TOTALSCORE | ER
gl B f paae L F
LL.A‘Y'I JS\'.':‘; ‘t)nll«;_-..)‘ll _J.r_ .nLuj" t_,.a.-ua)
Jial foaad ) Bkl § g | jpeddll 3 Alpuall BN £ g T ekl gl g ek | sl
Gl Aadhal) Clpganill g R aal e
(il gl Dl ey o A =
Y gl Ales g AZh ey i pal 34 a3
w28 gt r
. L " .‘»:‘ : :,., R SR < a £ w ot R -t
,.u‘ ‘E‘. i" _' . "‘h"-\l‘ i . 4 i‘-"'}_- . X e 4 :{’ + “ :m E“w
13






