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SHOPPER CODE DATA ENTRY EDITING SR, #
Name ;. Number Name Number Name Number
£l
3 40 . ! . _ - e .
f"] l.)j_.,\ \3_4’_] i Gw_,la.d'l Ja.‘| B petar )
A petit AN ey | & amd!
A. Details of Visit 3L 5N yalds -
Bank Dhofar & ol
Bank Muscat O Al Sy
National Bank of Oman D il il gl il IC PRTRCI JPAVEIINE |
1. Bank Visited
HSBC-OIB 1 HSBC-0IB <L
Bank Sohar Cl e iy
Other Bank: sl dly
2a. Branch Name MM‘., ) | . £ il aud 12
2b. Branch Area M/L\-(J{Mh\ § il adga i 2
3. Branch City {'\‘ ad hOA-JD4 a3
4. Branch Region S}\a/\j\‘ YK Wil 4
Day | Month | Year I VRN
S. Date of Visit \ Lo Q o | 3
Hours | Minutes TR [ ke Lt
6. Start Time of Visit n 3 o : bl by cd, 6
i ' HERG] e Ll
7.  Total Duration of Hours Minutes C T
Visit Ouv | T3 P ja 7
1
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Opening a Savings D
or Current Account
Saving Scheme D kil aliag

Housing Loan | SE e
General Enquiry relatingto a N — o Rk Cpna pdia Blala gl jludiul 2
specific Product, Service Car Loan D P oA ) g
and/or Facility Educational Loan e o i | G daeoli sia g/ candlal) i1 ialy
INT: SELECT AS RELEVANT AND/OR Aaail)
SPECIFY DETAILS OF Credit Cards O
PRODUCT/SERVICE

et Sl

Personal Loan D il o 3

Double your Salary [g A el

Offer

Youth & Student D Sl RN
Account ) = )




ey wua.nmmn;mmnmmumm

il o B e il ge AN Feudall 3306 4.1

Mystery Shopper? -
1 1 Yes a1 3
2. No 8.2 |
i. Specify: N
|
i
ii. Specify time taken to find parking: min. Wi g S a3 gl 2a
:4.2_Entrance to Bullding - - ol M Jghalt 4.2
Was the Entrance Clean? Ll Jasall S I
1. Yes m a1 3
2. No O 38 2 0

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

IS RS eyl M o il e NS Ll gadl RS
il e Jaaali

Was the Entrance Convenient?

s Jaaall A8 G o

1. Yes

a1

3

2. No

0O/

a2

0

If ‘Ng’, please specify “Why” the entrance was
incanvenient:

hranch premises clean?‘

i Jhadl oK 20 M saa 0 "HET L galt 1S

1. Yes

2. No

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

S S oyl ML daa Sld e "TS O adl SIS

Al e i
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548 . Branding Matested .0 i 0t it RE el Tl s R AT e O |
a. Posters / Branding material present on doors, walls £ 5ilt g Gl vl ¥ e 4y a0 Dladie Cideals g b
and windows?

3 1. Yes M ‘ a1 3
0 2. No HE W21 0
i If ‘No’, please specify “additional comments”, Sl Silaate sua ollad e SN ity KD
| if any: ey
| f
b. Pamphlets, Leaflets and Brochures on display? | el il g Sl e w0 A L
3 1. Yes m eat 1 3
0 2. No 0! w2 0
If ‘No’, please specify “additional comments”, S Rl Slaadia” aaa Hlad e NS Gl gadl S
if any: (A
c. Branding materia) up-to-date? ' Tila 4y el cldiall Jlge Jb 2
3 1. Yes E a1 3
0 2. No 3 W2 0
If ‘No’, please specify “additional comments”, S MRl Cdlaa Bt san Sk e VIS el AS 13
if any: hoany

a. Wereemployes presen at over 90% of the branch @1_,._, H.u'ls.u ;IJ_, g,ﬂ! ‘,,AE_,. %go O ,..S\.:.-.JH ls dl
desks and counters? LZWRES)]
3 1. Yes O 1| 3
0 2. No 2y 22| 0
If ‘No’, please specify "additional comments”, Ol Mdlal Clbha S e Sl e S el 4K 1

if any:

2 'g,lﬁ{g!%@,, were adecfable en £ doiko

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

e e el (g (kD ) aBe /S 0AS A L

3 1. Yes X i1 3
0 2. No [l X2 0
. . | A||‘ a ol ol Lu N N \"}L‘A“ i o 13
If ‘No’, please specify “additional comments”, o= - - e ."ii:
- >3

if any:

. Were allfalmost the entire staff wearing name . . . .
¢ e / 8 Padilands b LA (o grny Dokl gall plme £ JS 08 Ga L2

badges?
3 1. Yes O 1| 3
0 2. No [ 2| 0
If ‘No’, piease specify “the approximate Sl Caila pall o il 2l soa Hliad e HST Ll gall S 13

gianls S AD  yraa Y

Tm o oo Tlag
h !

number of staff not wearing name badgesp:
Nowne ﬁfb the 3 e~dl el
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[ &6 ;7 T ATMEsnd COE machines 35 & 5 i ¥utis BT Y]

-y 4’. rm Rl ""’3- ; J“M“

a. Was the area surrounding the ATM and COM

L,....;_,_.m_,mmm\zuql‘glu;ﬂ\ fgal Jyaddh Slgal 8 A )

machines clean and presentable? ‘ ? et
f !
|3 1. Yes B 13
! 0 2. No 1. w2l o
! If ‘No’, please specify “Why / Describe how the { L T W[ DV WL I L PR L L
| area was unclean: | sl e akal

b. Were the ATM and COM machines functioning?

Caal g2 £y Ml el 3 gl SIS A o

3 1. Yes

a1 3

0 2. No

X2 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 4l 8 AN A saa Sl e MOIST el S

il _peall .J’LH‘_‘;E n ) Jaad N sl g lu¥ly MY peal
;(éﬁ;n A LY

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

CATM/CDM 4ihia 3 32 CigSal) 3) 4580 G JA D

3 1. Yes O a1 3
0 2. No b B2 g
3 3. Not applicable D Jalaiy ¥ .3 3
If ‘No’, please specify “the time at which at b Jaay ol g3 80" ane Slliad e DK el S 1)
L K el

which the cooling, wa t functioning
R A <

a. Was the branch anr—condltmmng fully functnonal
and sufficient?

3 1. Yes

pai T 3

0 2. No

as 2 0

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

el e S aae Al e NE" el S 15
S S o S ey

b. Did the branch possess sufficient lighting?

S Bplialy p oAl Ay A L

3 1. Yes X 1| 3
0 2. No B W2 0
If ‘No’, please specify “Additional comments / fradial Slaa " s dlliad e SO ol gadl S D

Describe how it was insufficient:

S S W s s )
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c. Did the customer have sufficient waiting space / fomglall 2oha B RS 200 [ RIS AS Aalows el S AL
seating area?
3 1. Yes [z i1 3
0 2. No O w2 0
H Ml ) aa ! aia 2k fpe (ST ol el A S
if ‘No’, please specify “Additional comments / /s A 2m J"\s. .s.?J:s o8 ,
pp | by gl
Describe how it was insufficient: o - d

' |
|
I

d. Did the customer find it easy to follow the signage

| A1 1503 A8 g gt SRS &S g any 0 g 3 pladead a2
within the interiors of the branch, indicating different orils £ 5 Fagal & * &5 O Gl g A =
counters/ work stations?

Tl Sl g (OiSall) SRR AT N1 a5
311 Yes ) 1| 3
0 2. No O va2| o
If No., please _specrfy. Ad(.?nt'lonafl comments / i ghy Al S i i e NE Ll pall €Y
Describe how it was insufficient: A8 5 Al s




5.1 Greeting of Customer

+

s g ey 0 5.1

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

TE Al I Algia 9 AL el R ok pifona 2D a3 Ja T

* No greeting / acknowledgement

s ua 3Y e o0

e Greeted within 10 minutes of entering

coand! J3ad e BE 10 MA cwa 5 e P

Greetad within 3 minutes of entering

ol Cae e 305 UUA L ua . i

0
1
2 .
3 t s |mmediately greeted on entering

2
Cpall lgac aboua 31 e | 3

b. Did the staff either / or:

1Y) dal il gl pd 4 o

a. Ask for the custamer’s name?

e Y

f ot o e o

b. Greet the customer by name?

Paasdd S0 Jraallycim

s Yes, the customer was greeted by name /

,1“.1}&../@.))5:3@%\_5\;)3';33&?:4 L]

3 asked for his / her name D gt 3
0 *  No, the customer was not greeted hy s e M oy /et 83 ae el e Al 3 S e 0
name / asked far his or her name Lt 3l
LT TV W R PPN A" DO+ { W T - ) =
c. Oid the staff ask, “How can | help you today?” F 3 e A *"': ‘j"""d: o
and Probe the purpose of the customer’s visit? - i
3 1. Yes, the staff did this m' Ao il gl U8 & e g 2
0 2. No, staff did not do this D ALy il galt iy ol U8 2 o}

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

flavtalfcalial e sl Ldd) deaiadl dapisdlel S &

1. Yes, he / she was redirected on the

3 basis of his / her needs

PERTRCIRERI ) W PIREERPS L g 3

2. {OR} The first staff member

OF Jpaall 4y At SN0 i gl il (4) 2

3 encountered probed the nature of D B fose ey 3k 3 Ansd 3
visit and assister him / her 320 ”
a 3. No, he / she was not redirected on D 0
the basis of his / her needs
AR o H
o TR e 4 - Lp ek A ‘

a. Were the staff courteous on the customer making

his / her enquiry?

0 e N, the staff were not at all courteous | [_] S el Bl 8 Al S e 0
«  Yes, the staff were quite / reasonably . . xx ; .
§ H ALl il gl 3200 (g
! courteous E P flighe Aty iyl las il pet 1
2 e Yes, the staff were courteous D A e gl S 2 i e 2
3 s Yes, the staff were very courteous D I VIV AR (N [ el @ 3
b. Did the staff demonstrate “active listening” on Tlpadl i " ola) plieot” Cilh galt gl a

customer enquiry?

s No, the staff did not demonstrate

] pleal B pall By 8l suS
° active listening D ca il o # . 0
*  Yes, the staff listened quite / ; . . ea . .
’ Ltayl 4] A1, sy Cib gl ROV
1 reasonably actively ® e $ B galf Aual il e 1
2 e Yes, the staff listened actively D Lulag GiBgall sl i1l oand  » 2
3 s Yes, the staff listened very actively D Ala) G i CiB gl sl i ans e 3
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c Did the staff appear confident? Thdd e Bl g adl o b gall 4B b
i e No, the staff did not appear confident D A e byl e il A DS e [ 0
‘ * Yes, the staff appeared quite / © en s e .- e
i ) el By 4G 2 pall e can
! reasonably confident E j On Ply Al 8 il g ipai o ! 1
‘ : s  Yes, the staff appeared confident D | hddl e By e angall gaaal e {‘ 2
' e Yes, the staff appeared very confident D i sl Blgadl o bl s aal e 3
‘ ld. List the names of staff interacted e e e e
' ' . R g Ol S poan! paal 821 o
; i with: o !
! | e me/Ms. U pmaag Moalle -1 Lol fadll o
i i e  Mr./Ms. 2 ALl lall e |
i | e Mr. /Ms. 3 Lol Ll e i
i e  Mr./Ms, 4 Ll Laul e [
B




6.1 Staff Capability

Gl gal 3,30 6.1

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

¢ A oy Gl Shaltal Aaph (6 eVl B gall 43 A I

3 |1 Yes

0 i 2. Nc

0l|E

T
w1 | 3
|

s 2 0

| iIf ‘No’, please specify your comments:

i
|
i

et 3 e,
A pai Al e a AR

b. Did the staff actively attempt to anticipate
customer needs?

Toa i Sipgial Gl Alad & gl wilb gall 23 A

3 1. Yes

a1 3

0 2. No

O

A2 0

If ‘Ng’, please specify your comments:

) ey a8 pla ST 1

¢. Were the staff able to cater to the needs of the

dal 330l il g e G Slalbal 40 b gadl plate) A S

customer without seeking the help of a colleague? £l 3l
3 1. Yes O a1 3
0 2. No i % 2 0
If ‘No’, please specify your comments: 2 ) i a8 Ela ) ST 1
2 C g Clbﬂw-r Dme. " 1nh
INT: IF the Answer Is YES , 50 the answer J
D should be Not Applicable

d. Were the staff able to answer ail / most of the
questions posed?

o2 g halt Linl) alie /IS 0 LlaY! il pall pllaind b &

3 1. Yes & e 1 3
0 2. No O 382 0
3 3- Not Applicable Gulaiy ¥ 3 3

If ‘No’, please specify your comments:

" s 2l 2T

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”?

O Adgma Alicd fopma Jhpe i el e |08 Ui pall 0S5 0 V)
a3l s faUAIN e Al 3 e 8Ll Jab o BRI Cuigls i cilb

3 1. Yes 1 |3
0 2. No ! 35 .2 0
3 Not Applicable ekl ¥ 3

If ‘No’, please specify your comments:

.h’ii‘J CL";‘Q.L‘ '-.i ;‘an TS \_}!
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a. Overall, was the staff well-informed on Bank

u“Juu@Muu\,&a&ﬂ‘ J.IJ J.Sul -rl&d&uﬂ !

Dhofar’s product and services? ¢ ik oL,
g
| 0 e Notatallinformed D E0LY! e Slagnaand il e 0
1 » Wellinformed on at least a quarter / a
D Thacal y St e L fag e (B o a
1 few of the products and services g 3 et Do G s e A o “'; * 1
..d,_._lu k)
discussed I ‘ - l
2 e Wellinformed on at least haif of the ‘_D ‘ oA Ghadly Ciadiall cheal Je S o A e 5
products and services discussed ‘ [Pl
¢  Wellinformed on at least three- ‘ i -
‘ Sl gl gl AN AV o ales
3 quarters or mare of the products and E 3 it Je S £ “3:’ a0 3
. . 4 lq.-.-J‘L_A Al \,.a.' L_;LAJLIJ
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:

. ——

?..ﬁlqid_)au)"'JQJHWJHHA‘JV'HMWY&‘JJ#u
"'W\Jumwiﬂﬁlgw"uhwﬁﬂ\wlupJ (H
ROV T

INT: LIST THE CODE FROM SECTION B.

D paidll (e ARG a1y

0 * Noknowledge at 2ll D Sy Lo Ay e 0
e Wellinformed on at least a quarter / a '
ezt y Dladiadl e Ju0 : b
1 few of the products and services D 3 ol Ja S 1) e ”w. _:" ‘J"; * 1
discussed b &
2 » Wellinformed on at least half of the u A7 B Shaall y cdatial vheal e Y e ey 2
products and services discussed [PRACEN
e ‘Wellinformed on at least three . -
Siaitall e A8 ¢ sl AZS 8
3 quarters or more of the products and E ril e S8 ;uf _EV - ,l..; ¢ 3
. . Liailia A 4_|]| Slanddl
services discussed
¢. Did the staff attempt to “cross-sell” other products lead g Sladiad * ALGY) gl o WAl A glaay i gl B8 6 O
and services? Tt
0 ¢ No cross selling at ali m Skt e Moyl anl Glag i sl e 0
1 e Cross-selling after a lot of prompting | [] b el Cpa A Sy Y e Blaay S 1
) . Cross-se_llmg after a little / some D 0 il (0 Gy Sy L) s 5 2
prompting e
3 ¢ Immediate cross-selling attempt O S Je oy andi Uglaw i e 3

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

AL Lyl JUB ol il y Shadie 1l 7l cilh gall o Ja
SAiall o1yl e A ke gt

3 1. Yes O s 1 3
0 2 No X M2 0
If ‘No’, please specify your comments: ‘ . i il o el S 1

. L WO nafx Clm—-U ( @'\m\f?fmm&h

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

Saddh y Sladie (£ "ALAS Sioa g LY AL glaes i ypall W3 G4
Thlal) 13 DA aa ik 2L

INT: LIST THE CODE FROM SECTION B.

P UFPR O PLINP

0 « Noinformation at all I:l € SheY Jo CiayasY e | 0
s Information provided on at least a e L. |
ddlxia) s v Yo g'“ <90 l ' I
1 quarter / a few of the products and D ! JM' ,‘:‘, M Ie,-u "’,‘..‘ "L m‘ * | 1
i o ‘ Wiiie T Tiardly Sl |
services discussed '
2 * Information provided on at least half D : Slaias AlaTa! S gl edeal JAY s ttac! e 2
of the products and services discussed : iilie a7 S iacdll
¢ Information provided on at least three i ' e
;:'\.4_,.-..:\ . _)-ls] JI E'q_;\ 434 j‘ﬂ u.'ﬁ sunc.l )
3 quar_-ters qr more of the products and E 3R 5 il sl dilaidl 3
services discussed '
3 * Not Applicable Gaeit Y e 3
f. Information on relevant procedures, flall 13 Aagllad) 4400 y Slalicady (Diel eV Aalats Sl paa
documentation and follow-up method?
INT: LIST THE CODE FROM SECTION 8. S padl o 3a ) ANy o stialy
0 ¢ Noinformation at all D ALY e Slaglaay e 0
e Information provided on at least a .
Al e glaalt e LI A BY e sldac] e
1 quar:ter/ ? few of the products and D e 5 Sl Cadial, 1
services discussed
2 ¢ |nformation provided an at least half D Shatially Adlatall e pledl chead B e clacl e 2
of the products and services discussed LB o1 A Zilaadlly
+ Information provided on at least three sei s :
Shagladdl e pST g gL YA W L slac] W
3 quar'ters or more of the products and E R T el y CilaTial, dilaiad 3
services discussed
3 +  Not Applicable SehisY .
g Did the staff attempt to acquire more customer Jab O G R Ailada A8 Cile ylae A jead A glaay il galt S8 S
information so as to follow-up at the end of the visit? T3 LN Al A eyl pLdh
3 1. Yes g[ a1 3
0 2. No O 32 0
If ‘No’, please specify your comments: i mlaiy oF ela < "DE" 1A
11
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7.1 Timeless

+

< yh 71

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

ot e gall [l gl aa Sl JB g g il Jpda die UBRYT Gy, ]
2 daddll gdh g e ala Jedl)

INT: SPECIFY TIME IN MINUTES:

P EF T EUPRLH 1| EEPRE L PU

|
0 « Qver 15 minutes D E Gdo 15 a 50 e a .
1 *  5-10 minutes O 332105 e 1
2 e 3-5minutes O S 5.3 e \ 2
3 *  Under 3 minutes E FLSW a3 e 3
b. Did the customer feel like the queuing system e . . s L . .
Priaa Jok, haall 3 SEINV S Gl e T
functioned properly? ¢ s v 183 5 Gt s b o
o . ;)]TEUIHS system did not function at I:I W e Gy ¥ il i Y A e o
s Queuing system functioned, but it bl s X sl 6 Ly Al -
> il Y alai o
1 worked with a few impediments D it e Oy Jay v e -t 1
2 e Queuing systemn functioned and it n Jd SO0y &L s by il 8 URTY sl ) e 2
worked guite easily and efficiently Lesa
3 e Queuing system functioned and it D U829 AL & g Jaay Ciall U S e 3
worked very easily and efficiently Jud
¢« Not applicable E] ETUVTR -
¢. Time taken for the “purpose of the customer’s visit e N Jga gl Yo a3 B4 it 40" Ja) e 2SI <o
to be fulfilled once reaching the counter: o Aaadll
INT: SPECIFY TIME IN MINUTES: W, ] s B Ca Sl v sl
"‘."; Y '?: ’ ‘
K ¥ b
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H. Additional Comments on Visit 13000 Aklata)) AdLLY) Cia Shal) 3
(If any) (S O

— N o 6 aeals v

— fxaz é/yy\,gf,& o dﬂ'\ﬁ’VLQcJ WA bt m%(aa/l ‘
— O ol ( (o VL"U?(K I‘f"ﬁ :
— [ Wao el ek rr’nﬁ Ing e “The ﬂT}{ @?n&,.

e UJaLJTh'j QT

End of the Survey Thank you very much...
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OTAL Banch Sco ‘

e gl

{Total unwenghted branch score, summing all sectlons)
Earte TotalPolmsScnredlnthis TotalPolntsAllocatedI
Section Pamrl.lmlerEnluatbn . - Armazet : Pa -
C Branch Presentation and Customer Facilities
D Greeting and Soft Skills of Staff
E Staff Capability, Knowledge and Cross-Selling
F Timeless
i L., TOTALSCORE | .7 . > L
EAN BRI Eoara  F
((a....d‘Yl JS&A:; ‘&}Hm).h _).xcjnh.ﬁ'n t_,au)
Jolalt aad BN p yaps okl (B Algeadd) DA P gaps ‘ o ik oy gl Jolall el
O3l Aadialt CiSlgadill y £ AN apals &
Cp gad) S e g g 3 &
(LY pll Las g 45H ey (il galt § D z
iyl C
} L ~ . H "
toe : W - . Joldih goa
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