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SHOPPER CODE DATA ENTRY | EDITING | | SR.#
Name Number | Name Mumber | Name Number '
] | | T
Paaled | ]
L3 Vomany | | | l |
»
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o i 35 | St Jas | el ey
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A Details of Visit L Sl <)
Bank Dhofar X i Ay
Bank Muscat O e Ay
L Bank Visited National Bank of Oman D el i g Sl Xy aad 330 1
. ank Visite
HSBC-OIB O HSBC-OIB
Bank Sohar O PR
Other Bank: TAalaly
23. Branch Name g«,u-\, gk ad 12
2b. Branch Area gu\, gkl Ay 22
3. Branch City S»UJ\/ Gl 3
4. Branch Region R] gh‘”ﬂ‘f“ i 4
Day | Month | Year N~ Bie am.5
S.  Date of Visit
8 | 1o | o5 | |
Hours | Minutes dal | Sl !
6. Start Time of Visit iy, 6
I 50
H i Caikdal) i Ll
7. Total Duration of ours Minutes e 7
Visit CO | R | 2 :




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

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

Qpening a Savings
or Current Account

Double your Salary
Account

Oooooooo s




41 Was Customer Parking Instantly available for the
Mystery Shopper?

Tasilh e 5 Agee wlbpe ALY JgudaR 9 0 4.1

3 01 Yes m! a1 [ 3
‘ i |
| 2 No O % 2
i . Specify: i e
|
ii. Specify time taken to find parking: min, Gl N PURCE S R YR S
4.2 Entrance to Bullding ripall B Jodall 4.2

a. Wasthe Entrance Clean?

Ll Jasall Jis Ja )

3 1. Yes

a1 3

a 2. No

O/

38 .2 g

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

S S i g /il om et e ST a1

Gl g Javd)

b. Was the Entrance Convenient?

Faulia Jiadl S8 A

3 1. Yes

| 3

0 2. No

0|5

s 2 0]

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

"B '_f"l TN ..4:

Was the branch premises clean?

RIE VI FEW B VR U B DU C PR, LS PN L K

TETRY

"Ll;ﬁ-l &.)l“ e S d‘

3 1. Yes PR 3
0 2. No O w2l oo
If 'No’, plc_ease specify “Why / Describe how 18 T oy U st Lk e S i gl S 1

the premises was unclean:
Ak e
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.44 . BrandingMatestal ; .. ¢

T e L

- ‘, et é’,j;:-»..\ . wa&l“

a. Posters / Branding material present on doors, walls
| and windows?

Al "u}lﬂ]uh.ahh_ﬁ_ﬁ )

;3 1. Yes =f 1l 3
L0 2. No O w2 0
! if ‘No’, please specify “additicnal comments”, D) il SASaa soa Slab e MUS" el S U
[ if any: Iy

b. Pamphlets, Leaflets and Brochures on display? p Tl il g DSl e a5 A
3 1. Yes B! il 3
0 2. No | W2 0
If ‘No’, please specify “additional comments”, S MAudial Slaa e saa liad e SIS Slgatl S U
if any: WDy
C. Branding material up-to-date? faliaa Ay ladh cilladt ol ge 0 0
3 1. Yes i 1| 3
0 2. No O x2| o
if ‘No’, please specify “additional comments”, S gl Silha Bt e Sliab e SUST Ol gadl S
if any: Ny

G

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

s

.e'.m P 1 g B AN A e (e %90 (e J-Sl -hLH CAS a i

desks and counters? LR
3 1 Yes |:| a1 3
0 2. No X w2| o

if any:

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

w_&ﬁ{&#

-

St emadlal Cidaatia ana Sllad e TS ) gall S 1D

A Aok '

= |

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

sy 5 e el 8 90 gy (gl galt e f JS CAS

3 1. Yes E mil| 3
0 2. No O w2 o0
] . A il e " sia el e " [N 1 a8 13
If ‘No’, please specify "additional comments”, - T - o T _‘\‘;u:
Ny

if any:

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

Sarlanals S L2 0 gty (pdlh pall pBaa fJS S A D

3 1. Yes

a1 3

o 2. No

xiw 2 ]

If ‘No’, please specify “the approximate
number of staff not wearing name badges;

Alone. D dhes q

ol i gall o E avall mie Sl T NET L gadi S

»

ey DA S gna Y
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4.6 ¢ ATM and CDM machings 7 wirtss 9 o8 £ el

:»".l \-._‘-i,nadg:\.*

T G gy T Sl 02k 46

a. Was the area surrounding the ATM and CDM

O g Bl g BAL £ g ) il et 5 gt Bpaalt SR AS JA Rl

machines clean and presentable? T 4aal
3 1. Yes m | a0 [ 3
j " :
. i 2. No ﬁ D pLE 0
' ' If ‘No’, please specify “Why / Describe how the | TS TGE a1 b e ST i gadt oS H
i ; area was unclean: ; i e KL
: \
b

b. Were the ATM and CDM machines functioning?

i — —e— — — -

oAl G2 1Ny L) il el 3 g SBS A o

3 | 1.

r:[af

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

: Yes PESE | 3
0 ‘ 2. No L 1]
If ‘No’, please specify “the time at which at 3ieal s Sl LA g0 e Sl e MUEY gl S

<l el g 9-1 sxa g} Jaa3 Y il g lant \_,-“Y! )
qEL gluyl g Sl

a. Was the branch alr-condltlomng fully functmnal
and sufficient?

€. Was there sufficient cooling in the ATM/CDM area? SATM/CDM 4ikia 3 yo cilal g 3,8 8 6 S
3 1. Yes E a1 3
a 2. No D L Q
3 3. Not applicable O Gemiy Y 3 3
If 'No’, please specify “the time at which at Al L o g2 28 1" saa Slllad e ST i gadl IS 1S
which the cooling was not functioning a S8 Sl

3 1. Yes E] axt 1 3
0 2 MNo a 22| 0
If ‘No’, please specify “"Additional comments / [l Cidaale” aa dllod e MOST L gall S 1
Describe how it was insufficient; S K Ll _.55 oyl

b. Did the branch possess sufficient lighting?

RS Bplaly £l Ay JA

3 1. Yes 4] 1| 3
0 2. No O w2 0
If ‘No’, please specify "Additional comments / [Mailel Zlaa Nt sas Slhal e MNET el SIS
Describe how it was insufficient: o L N PP WP
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Did the customer have sufficient waiting space /
seating area?

gl 5 0e (e BS 33/ LRI M Anleas Lol S8 00 S

B
1
|

3 1.

Yes

a1 3

0 2. No

Js .2 0

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

/s A ha” i St a U gl S
R L

i
[}
!
!
i

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

oA B R 312 A5 g palt SN A) g Ay O g 3 E LR OB
Tl oSy (oleat) i mip cataa ) ok 5

>
el

3 1 Yes

a1 3

0 2. Na

O/

v.2 0

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

gyl y fAdlia) Ciaa " i Hlad e MUSY ) gall SIS 13
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vy,
5.1 Greeting of Customer ‘ O e A1 5.1 |
Was the Mystery Shopper “promptly greeted / Tl A ddgia 98 didl Jaudall Ao o Al ua i a5 O ) |

acknowledged” on entering the branch?

]

Na greeting / acknowledgement

el s Y e

i

s Creeted within 10 minutes of entering | D

U EE R Ot T | ¢ I EQUETERS-v Ry

|
|
E

r

e Creeted within 5 minutes of entering

O

Sl Dphs a3 5 VA A e

Wwilp | » | o

} immediately greeted on entering

15

[FYRRNN S A R |

el Dpa op s T e

b. Did the staff either / or:

UtPo) SEP RENURE--JOL PR I S

a. Ask for the customer’s name?

¢

] L Ja i

b. Greet the customer by name?

®  Yes, the customer was greeted by name /

|
faand S5 aa banl aa gy I
i
|

FUR ORI ST i < I FPPL FRUTENG. SR I JVPE

3 . 3
asked for his / her name D PP :
0 e Mo, the customer was not greeted by M PPN SR Py DN U VP PRI B L S 0
name / asked far his or her name Ll 1

B kil 9 V' ) 50 s Ay iyS" (LB gall )

C. Did the staff ask, “How can | help you today?” * 2 el e ": "SL_! ..u; L:
and Probe the purpose of the customer’s visit? ’
3 1. Yes, the staff did this [ 2y il pail pd 2] ani 1 3
0 2. No, staff did not do this O Ay Cala gl 2 28 2 0

d. Was the Mystery Shopper redirected on the Ehlialdlaital Jo sy Al Jeedall dagiddel s S

basis of his / her needs?

1. Yes, he / she was redirected an the

3 basis of his / her needs

el fal/adlalial 0 () Jsand) 4 53 oot 5 20 (a1 3

2. (OR) The first staff member

‘_p,__.ua..ld.:d.l.\]r -“,_,_,‘ﬂ_i':'._,‘:“ eakl! (JT) 2

3 e.nf:ounterec_l probgd the nature of el fasebi g 5 b 3 dusd 3
visit and assister him / her
0 3. No, he /she was not redirected on et b At LD 4 il Gake s o1 o3 3 0

the basis of his / her needs

a. Were the staff courteous on the customer making

his / her enquiry?

R OO

N It o el I8
AR B Y

24t W

2l 53 ..r.L...ax,u,s 0 akiand 520 (B0 B pall S b ]

0 *  No, the staff were not at all courteous |:| Y e Bl 8 al 35 e 0
* Yes, the staff were quite / reasonably . T ; _
1 ' L fAl ALl Loyl ’lh.l'- . 1
courteous D B Al Bl i e
2 e  Yes, the staff were courteous E Skl 80 el e 2
3 *  Yes, the staff were very courteous O AL pal byt S i aad @ 3
b. Did the staff demonstrate “active listening” on fopall iy " il sliaal” il gadl 4B CA

customer enquiry?

* Ng, the staff did not demonstrate . - .
’ g plial Lilh gall g 8
0 active listening D i Sl s o ¢ 0
e Yes, the staff listened quite / . - -y . . .
1 ' ¥ a) “y ;h.l wib gall | 2. 1
reasonably actively [:I e B it ? Bl sl Dcas o
2 * es, the staff listened actively E eyl b gall dal sl cani @ 2
3 e Yes, the staff listened very actively D W) G G Uil gall il 20 el @ J| 3

~F



Did the staff appear confident?

Cauii Cra By Adl o il gall gdd A,

Q)

i *  No, the staff did not appear confident i D : el e (Bl fe gt gl NS .

T - ;
*  Yes, the staff appeared quite / I I e e o e " e

’ Mo S Al 1 g &b ! cant

l reasonably confident | O | j e R e

! s Yes, the staff appeared confident i E i Ak (e (Bl AT e kg glaaal e

: ! T - . = e om . .

| * Yes, the staff appeared very confident | D ' dndi Joa el Bl adl e ChS gl e an e

! d. List the names of staff interacted | i . e ian i eiai &3 2

iwith: | | LR ekl bl ke pae »..-..-JS.,_.:
e M /Ms Omana fomalle 1] Cadjs e
s Mr./Ms. V 2 @ lew e |
s Mr. /Ms. 3 Lo/l e {
* Mr/Ms L4 Wl Ll e i
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6.1 Staff Capabllity | Cpbligadid 61
a. Did the staff frequently probe the nature of the i . TS0 IS G i Glaiia) dauh 06 jladluaYly il palt 23 8 Y
customer's needs? i :
301 Yes | K a1 3
o 2 No g % 2 0
[ | If ‘No’, please specify your comments: T| 5 QEINPY SN JAPR IR Ut :
; | | ! !
| ! |
| 1
b. Did the staff actively attempt to anticipate i 2 Blaiaal et A%ad & ylaes Cilh gl 5 A i
customer needs? i : :
3 1. Yes | | a1 = 3
0 2. No [ l 2|0
If 'No’, please;ch{ij{y your con:Fments: il s a8 pla ST 1
}-‘P e Vi No O
c.  Were the staff able to cater to the needs of the Al 3 te il 93 O G Shabia) A0 B gall pllicd g6 S
customer without seeking the help of a colleague? o2 1
3 1. Yes z ] ! 3
0 2. No ] XS 2 0
If ‘No’, please specify your comments: PER riiais Al ela ) SIS 1
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
questions posed? faa g jhall ALGY! adima £35S 05 41 LB gall flaiad Ja &
3 1. Yes ] a1 3
0 2. No i % 2 0
3 3- Not Applicable Gy ¥ .3 3
If ‘No’, please specify your comments: 3, Zlagls af pla ) SUST 1Y
e. If the staff were unaware of the answer to a b e i fome Sy o LlaY) e § 0 Gl gall 0% 8 1D 1
particular query / queries, did they politely “ask 90 31 2l folBl e 400 3 e 28EN Jal Ga UESIYI Cades i il
you to wait while they double-checked with the
system / a colleague”?
3 1. Yes O pxi 1 3
0 2. No O X 2 0
3 Not Applicable )( Galaiy Y 3
If ‘No’, please specify your comments: 2l sty o3 clan ) M IAS" 1
9
+ +
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62 Proguct Knowdedge and Cross sefling 31 -

..q,\

". “ﬁkt \\ i Y". ’(\"W% VV‘{_}-‘F‘“ ’}4 "?E"&%

i a. Overall, was the staff well- informed on Bank

\.JL.J&.JHM&QA&M—.MJ.M»—I&J&‘ LI Y ;PGJL_H 1

1[ Dhofar’s product and services? ¢ b oLy
1 : . . .
i 0 ! * Naot at all informed D MY fo Cilegxaedzi gl e 0
; * wWell informed on at least a quarter / a .
. : : Caazdly SiaTiall e D fau e B el
O U few of the products and services O - ol foe - i-. et 1
; . | ! Whadia A5 D0 .
discussed : '
: 2 ! « Well informed on at least half of the f E At eanally Siadiadl cdeal e 3V Jo oan: e 2
2 3 products and services discussed i AR
: | »  Well informed on at least three- i Sl e A6 g gl RO Y e e e
quarters or more 0 roducts an Srpi s mmoor ey
1 3 | rtesgr f the product d D e 0 0 S |_; 3
i ‘ 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:

kB g Lag) M5 %w}h.'u‘.!v'uulmﬁ’eé_”pi_y
"’L&&‘Juwdmluﬂidyuu"ubumﬂ‘mi&gJ (I—l
uh...:n.u“,a

INT: LIST THE CODE FROM SECTION B.

S ] a5 Ry il

0 ¢ No knowledge at all LY e Ay e 0
e  Wallinformed on at least a quarter / a )
laaad y Shpaiadi | : i 1
1 few of the products and services 2 o e [ e ",El "h : * 1
discussed ~
» s Waellinformed on at least half of the & gl Slaadlly Chatiat el e B o Glay e 2
products and services discussed PRSP

« Wellinformed on at least three
3 quarters or more of the products and
services discussed

O W O O—

Shatiad) e 61 gl gl A Y (e Jday e
LB, & Saadll

c.  Did the staff attempt to “cross-sell” other products wledd g Oladiad " ALSY! Al o ALAD & glaey il gall o Ja 0
and services? PR
0 * Naocross selling at all E Gy e oyl Adesy Jal @ 0
1 s Cross-selling after a lot of prompting D S hedind] G sl s Gl ol Lleay G @ 1
2 . Cross-se‘llmg after a little / some D M) O SO g L) gl Bl o5 2
prompting & e
3 « Immediate cross-selling attempt |:| sl e glayh ol Ugan i e 3

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

Loy Lggal U ol Slad g Sladia 1B 7 jdy i gl a4 &
Bl i) s 45 e "Ll

3 1. Yes

e 1 3

0 2. No

K0

282, 0

If ‘No’, please specify your comments:
32.2‘ f&éﬁ h{)i H}dﬂl 1

A(%eawm

|J CL..A.IL. (A.‘ 61;) st \A‘

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

claniy wail e "ALAS i pae” Lilae Y A g wib gl 23 06 7 |
dall Gl Sl ae ki 4Ly

!
} INT: LIST THE CODE FROM SECTION B.

G peadl) oo a ) A45S o8 12y

0 +  No information at all O, R L l 0
: » Information provided on at least a ‘ S i padl m G fan, B e aiel ‘
| 1 | quarter / a few of the products and ' D P e e - 1
| . ) | Pl PR J‘! Zaaly Talal |
: | services discussed ‘
L2 ! » Information provided con at least half E T A T el el B e p e e 2
| of the products and services discussed AN L P
» Information provided cn at least three S L T TYOR
s gl S A gi sl AT A e )
3 quarters or more of the products and D J‘:m‘{“)‘s "‘ E.‘J‘. N J _.‘{':.f“__c.; * 3
services discussed Al gt Okl y Sy A
3 e Not Applicable SdanyyY » 3
f. Information on relevant procedures, aliall i3 daiall 400 p ChaTeealt y oShp1 Yl ALlae Sie piaa 2
documentation and follow-up method?
INT: LIST THE CODE FROM SECTION B. Gkl a0 A3G B raly
0 s No information at all O LY L Gy e 0
¢ Infarmation pravided on at least a . ,
adlatall Cilaylaalt - D fa N e slact
1 quarter / a few of the products and O = "L':_.:!Z)::J’m"j?_;f;\;j ‘f.ﬂ;' * 1
services discussed e o
2 e Information provided on at least half m Ciadialy Al il yleall chuad WY e plac! e 2
of the products and services discussed itfia o5 DY Sherddly
¢ Information provided on at least three © o . : .
Zila Ve ST gl £ L0 ASNS 8N e}
3 quarters or more of the products and | [] = ’u “; = ‘.’.1 EJ r f ,_."’:-f‘fi * 3
services discussed =t P
3 e Not Applicable bl Y e
B Did the staff attempt to acguire more customer Ol coa Gl ddiaia 361 Sl pla A8 Kl{h-.,. JE:,..SI w3 A F
information so as to follow-up at the end of the visit? £33 Algs A Aalially aiilt
3 1 Yes K a1 3
0 2. No 0 X 2. | o
If ‘No’, please specify your comments: sl il B e ST

11
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7.1 Timeless ok g0 71
a. Waiting time on entering the branch, before i o St ! B gl e Salal Ly g il Jpdo ke LRSI Gy 1
i D Aa]) allge o /et Badd)

! dealing with the frontline staff:
t

T A s 2 saa ndaly

INT: SPECIFY TIME IN MINUTES: |

e QOver 15 minutes Aad: 15 e S

| |
i |
[ | * 5-10 minutes |

K3:10-5 e |

|
0 lE’ 0
1 | 1
2 : * 3-5 minutes D i 5.3 . i 2
3 pd 3

I

|
s Under 3 minutes | FRIW e e |
b. Did the customer feel like the queuing system o . . ..
froaa JOb wheall B UGN GRS L 3 et
functioned properly? = 2 St ot SEIYY U S Ll el OA e
0 . g.ltljeumg systern did not function at D BY) e Gems ¥ il o Y e 0
s Queuing system functioned, but it d el . Lol .
1 e . by ioall iyt Jdas
1 worked with a few impediments O] s oo o 0809 gy o it ant 1
2 s Queuing system functioned and it E b S0 3 & gy Sty il i LATY) g3 e 2
worked quite easily and efficiently beaa )
3 e Queuing systemn functioned and it 1 Sy ANl A gy g il 5 Y S ) e 3
worked very easily and efficiently Jlad
* Not applicable D Gumu Y e -
¢. Time taken for the “purpose of the customer’s visit e ge Y Ly glh die (g0 300 805 ok AuD® ol (e daSA1 g O
to be fulfilled once reaching the counter: 2 dsadh
INT: SPECIFY TIME IN MINUTES: g £ SR e gl 33 sl

-~

,f:i:f'ﬂ)f-" T-ﬂ
Y Tg
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E:

if any):

Additional Comments on Visit

155l 3l Adladall AdlaY) Gla jTaall N

ey )

—

End of the Survey Thank you very much...
S5 183 — ! 4..1.5..

E ik _- - ] [ T t ,,rr-q.'—« L "y e b
PRIt Onty Bl j v e A pha
G. TOTAL Branch Score
(Total unwelghted branch score, summing all sections):
e 'Para ; Evalmtlon : Total Points Scored In thls y Total Points Allocated /
Section ""m Area: Parameter
C Branch Presentation and Customer Facilities
D Greeting and Soft Skills af Staff
E Staff Capability, Knowledge and Cross-Selling
F Timeless
e TOTAL SCORE
£ Sl B £ sana Ra
Jelall Aaaiall BIH £ gags . | zpuadll B Alpealt WD £ gaps o i} o3y g3l Julall paad)
G Aatil] cpill y g k) agi <
OB pall S e g o S o
Y gl Alee g 45 ey i galt 3 z
AN T
JlLill £ sage
13
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