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SHOPPER CODE DATA ENTRY EDITING SR. #
Name Number Name Number | Name Number
. | ;
oZ[L{ H“L@AQ ‘ | !
:Q}l‘:l
3 .. | . . ' .
P} .—':J:", | S 1 T padt A i 3 gt e
)i_};} o'y ;3_,\-‘ (t-\.l" :j);‘ i PO :
A. Details of Visit 80 N sl -
T
Bank Dhofar i m Jus
Bank Muscat i D dadees 2y
B National Bank of Oman D andl gl ) S50 A3l Dl g3 ) o
1. Bank Visited -
HSBC-OIB O HSBC-OIB 4k
Bank Sohar O Jana 2y
Other Bank: oAy
- Y - 2l
2a. Branch Name &u(a\m\ 1 ’\(W-D A(\Q—Q\ g Al el 12
2b. Branch Area K hadian Al {ecd g iy .02
. . -
3. Branch City bb&ra\w\\ L 3
. - ' . - L ‘|
4, Branch Region 6 Q_X\V\GD\ o b W % ahidl 4
Day | Month | Year dudd [ gl [ L ey 5
5. Date of Visit
vy | lo | 203 | |
Hours |  Minutes JJada [ el
6. Start Time of Visit Pty ody 6
AA 30
H Minut ARl 2 L)
7. Total Duration of ours nutes Ca = s s 7
Visit 00 [ 9¢ SR




Openmg a Savings
or Current Account
Savmg Scheme

Housmg Loan
General Enquiry relating to a - —
specific Product, Service Car Loan * g
and/or Facility Educatlonal Loan 3 g b ’Ei"""“ Jpealdd 22 )/ 5 s} i) rlialy
INT: SELECT AS RELEVANT AND/CR Aaadli
SPECIFY DETAILS OF CFEd'i Cards

PRODUCT/SERVICE Personaf Loan

Double your Salary

Offer

Youth & Student ORIy il
Account




41 Was Customer Parking instantly avallable for the
Mystery Shopper? :

skl o § e il ga RN Jpuall 395 6 4.1

| 3 1. Yes [B a1 3
: 2. No ! O % 2
i. Specify: g
| o
'
ii. Specify time taken to find parking: ___ min, TS i ya st 2 Zd g 2 s
4.2 ' Entrance to Building wirdl M Joi 4.2
a. Wasthe Entrance Clean? flidal Jasal g a1
3 |1 Yes AH 1 3
0 2. No I:l N8 2 0

i ‘No’, specify “Why / Describe how” the
entrance was unclean:

SRS eyl M s AL e MEEY el DS 1D
- .-‘.. )_-.’:' b v.’

b. Wasthe Entrance Convenient?

Thudie Jaadl 215 o

TR M) R o S,
gOsanlinesu ot Peaonii iy o+

branch premises clean?

3 1. Yes X 1| 3
0 2. No | w2 o0
If ‘Na’, please specify “Why” the entrance was Daiia Jaaadt S8 a0 ML daa . MIEY o gall S 1Y

inconvenient:

WrT

3 1. Yes

0] 2. No

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

SIS R a3 daa Sz e TS gl S 1
Ak i e
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Y B

% Branding Materbat <= T ofs, Fhat ea Rk

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

"Jﬂ\_,ut,ubéﬂ'l ‘qu\"usg,muhjsl Slials 2o g 6 Y

|
1
|

I 3 1. Yes M« a1 3
| o 2. No O M2 0
' If '"No’, please specify “additional comments”, | Aglal Slaa e saa Hled e ISl padt S HY
: if any: =)

b. Pamphlets, Leaflets and Brochures on display?

T iy DL e 5 O

3 1. Yes E a1 3
0 2. No O w2] 0
If ‘No’, please specify "additional comments”, O M) Saa ke dia Hliad e (IS b pall 81D
if any: "ay
c. Branding material up-to-date? fakua Ay fadl ClaMall S g Ja S
3 1. Yes K 13
0o | 2. No | w2 0
If 'No’, please specify “additional comments”, O M Agtieal Dhma i ua ollad e MHEY il pall S0
if any: iy

o )

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

i

W30y e 813 £ A B 3o (1a %90 (0 A 231 i3 IS A

desks and counters? fdaaill
3 1. Yes s 1] 3
0 2. No . 2| o
If ‘No’, please specify “additional comments”, o e"Radiizl Slan e aa lad e ST gl S
if any: iy

b. Were all / almaost all of the staff neatly and
professionaily dressed?

b e el g g (ol gall e /8 S A L

3 1. Yes E a1 3
0 2. No O €2 0
. o , ) il Slaaa" s Slai e CUSY Clgadl S
If ‘No’, please specify “additional comments”, el = = S ‘)LS *
Sy

if any:

¢. Were all/almost the entire staff wearing name

gty 2 L ¢ gmadny Gl gl aBie / S GRS A i3

badges?

3 1. Yes O 1| 3
0 2. No X w2| o
If ‘No’, please specify “the approximate ZpAl it gall L i doadl 3aa llad e SHST il yadl S
number of staff not wearing name badges: &4’-*-[-' Sl AS ) gnia Y

WAl pel | wedamd nAmA L
- \
8, (
4




&6‘ ¥ G ATRA g COM-maschine R 51 '~ -

5 el o P L._&le o 1 R TR }WM‘IH‘

x-ia.q

a. Was the area surrounding the ATM and COM

uﬂJh&ﬁagﬂul&'pJ}Y\Jﬁ‘ﬂ|)ﬂﬂ3J‘.\l &M‘UM\ \SQ. |

machines clean and presentable? -
3 1. Yes R i 3
0 2. No O waol o

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

TE T iy fISa” tam Ak e HR ) S

[

il g S

b. Were the ATM and CDOM machines functioning?

Plad il Bl N Ll jeall gl SOS A o

3 1. Yes

1| 3

0 2. No

DE"»

382 0

If ‘No’, please specify “the time at which at
which the ATM / CBOM were not functioning
(and specify which machine, ATM ar COM}:

'_;,:.i GG Al e i e ST el S

_).A” «_J..‘_x R .)..};_,)_,u.u\ zaal! &‘“Y"J‘-’j‘il‘—‘lﬂ‘
(g gl g o

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

TATM/CDM 4dhais 8 3o cilall g 3500 S8 a0

3 1. Yes E p=i 1 3

0 2. No D 2 2 0

3 3. Not applicable O Sk ¥.3 1 3
If ‘No’, please specify “the time at which at PN PRIV TR U N T PRU TN
which the cooling was not functioning Ba B sl

Arablbnc i PacliRios 7R Ny : o e S B d e ﬁ.’l
a. Was the branch air-conditioning fully functional "uLS_, FS ds..u h_L.un.. q.ﬂ‘“.n il A8 A
and sufficient?
3 1. Yes i 1| 3
0 2. No O 22| 0

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

P EA ] Ciat saa e e ST el ST
S S Al S e

b. Did the branch possess sufficient lighting?

A8 Salaly Al o A

3 1. Yes 12 § 1| 3
0 2. No O w2l o
If ‘No’, piease specify “Additional comments / Al Claatia saa Hliad e S ul,a..l S 13
Describe how it was insufficient: R L VPR TN IO




+ +

Did the customer have sufficient waiting space / P foustall ol e GilS 2 [ URIIL M Aaloy Jpall IS A D
seating area?

1 ves a§ w1 i3
O

ns,z! 0

fUAEn) Tlaa et aa Sl e MUY gl AS N

If ‘No’, please specify “Additianal comments / S K 1 A ey

Describe how it was insufficient:

i
i
| 1

r . - "
d. Did the customer find it easy to follow the signage il £oA (A13 e gu gald SIS A o s & o gt b

b . . fth h, indicati i t : . bt &5 O Gl =
; within the mterlors!: t 1'e branch, indicating differen Ll (Sl (oRSaT) Gl AL ey
. _counters/ work stations?

3 1. Yes EL a1 3

0 2. No D ¥ .o 0

I ' ’ i P . )
If No_, please .SPECIFY. Addutluonal comments / oy il i 31 Allad S "N iyl S 1S
Describe how it was insufficient: . JS..,.!._..S




5.1 Greetlﬁof Customer

Ol s a3

51

e Al W g AR Gadad) o i adloua S0 a0 6 T

| a. Was the Mystery Shopper “promptly greeted /
! acknowledged” on entering the branch?
.[ 0 *  Nogreeting / acknowledgement D el fom 5Y e | 0
L1 *  Greeted within 10 minutes of entering D e 1aas e MR 10 A Jll e ' 1
! 2 s« Greeted within 5 minutes of entering t D Loandl Jphi e X5 UNA cza it e 2
3 * |Immediately greeted on entering m ! Jaas geua il e 3
! b. Did the staff either / or: AT s daks LAB palt o A
{ .
i a.  Ask for the customer’s name? el at e S
b. Greet the custorner by name? Paad A5 aa Jraaly cia ;o
3 . Yes, the customer was greeted by name / a e 2 JU el S8 ey a1 a0 AR . 3
asked for his / her name Lt
0 . No, the customer was not greeted by D e Ay aal S5 o s s Tl a3 Al (NS . o
name / asked far his or her name sl
TNV L NP S T W T LM YT DU PRER
C. Did the staff ask, “How can | help you today?” o 3 "ed - i "‘: “] IJ; 5
and Probe the purpose of the customer’s visit?
3 1. Yes, the staff did this X Ay il 2 e ] 3
0 2. No, staff did not do this O 0y iyl Sy 28 2 0

d.
basis of his / her needs?

Was the Mystery Shopper redirected on the

Tpahaldlalin o sy AL Gaaid) 4oy bsel @600 &

1. Yes, he/she was redirected on the

the basus of hls/ her needs

WhalialfaRalial I asa 4l fale! ; '.1 S 3

elaldal/adatial 1 (3) bl aun i s2le! 55 380 e ] 3
3 basis of his / her needs E + / o 6) ¥ F A
2. [OR] The first staff member o sl a1 53 Y1 i gl i (5) 2
ot . sl g w4 e J - TV ¥).
3 e‘ngounterec.i probfed the nature of D el foaelay 3 g i d 3
visit and assister him / her
0 3. No, he /she was not redirected on L__l 0
i 4

Were the staff courteous on the customer maklng

® 505 lous £7EsS (1 8 focn .\luii ETHIS

his / her enquiry?
0 s No, the staff were not at all courteous D DYl et libgadl SG W N8 e C
s Yes, the staff were quite / reasonably - . ex " v
1 , A AL Akl Krig 1
courteous D Sagp [l pfha Lilyly i gl i i rprs 0
2 e Yes, the staff were courteous E G calgall AS aal i e 2
3 s Yes, the staff were very courteous D AR LAl i gl S il aai e 3
b. Did the staff demonstrate "active listening” on Tt Ll " ala) plinal” Cib galt B0 b o
customer enquiry?
*» No, the staff did not demonstrate . :
0 ’ Jayl slial il gt 38 0
active listening D il S Ay ol *
s Yes, the staff listened quite / ‘ . . e . Lo
1 ! L,J.‘LJ] [ ‘-l’ *J L.-ls \ ’Id‘] .\l.‘ Land
reasonably actively D A2l B i Byl o ¢ 1
2 e Yes, the staff listened actively D Lpbag) A8 galt sl 43 pni @ 2
3 ®  Yes, the staff listened very actively m\ g Ga A6 A gl sl il i e 3
7
+ +



Did the staff appear confident?

P o B g 431 o il galt B A S

* Npg, the staff did not appear confident D il e By A0 o il gl ein NS e
*  Yes, the staff appeared quite / Laa " Akl e B e i a ol
reasonably confident D : S e
| e Yes, the staff appeared confident D RPN I W I N -0 VS -G
! =  Yes, the staff appeared very confident E & el e s Ty Al e i gl g cans
d. ) List the names of staff interacted ' s il Y i gt pian 83 2
with: _
« Me/ms RN N wood R | owl} Lo e
e Mr./Ms. 2 Loyl Ll .
s Mr./Ms, 3 Al Ll .
*  Mr. /Ms. 4 Lol ol e




6.1 Staff Capability

Cudligalt 3,00

6.1

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

¢ A JSh g 1 halgial Anpls Of it UIB pall 43 O |

3 1 Yes

a1

3

0 2. No

2 :

0

If ‘Ng’, please specify your commaents:

[ e ey N

b. Did the staff actively attempt to anticipate gl lalyial sy Al & staey B gall o3 OA o
customer needs? i
3 1. Yes ﬂ i 3
0 2. No 'l ¥ 2 0
If ‘No’, please specify your comments: rabi Ly B pla S 1Y)
¢. Were the staff able to cater to the needs of the dail 336 ke il 093 G g 3 Slaliad ApD Ub el pilaiud Ja S
customer without seeking the help of a colleague? T3l
3 1. Yes s a1 3
0 2. No O %2 0
If ‘No’, please specify your comments: WA Al A sl ST 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 ) L .
questions posed? Tac g jlaall ALLYY alies [0S 0 Y] il gadt plaiod Ja S
3 1. Yes s § o 1 3
0 2. No O 3% 2 0
3 3- Not Applicable el ¥ .3 3
If ‘No’, please specify your comments: iy Ly o 2l ST 1Y

e. If the staff were unaware of the answerto a
particular query / queries, did they politely “ask
you to wait while they double-checked with the
system / a colleague™?

A A AL foga e fo LhaY o 1530 Gl gall 0 o013
a3l dal fuBN e L0055 G Jad e MEINY Cuigts Sl itk

3 1. Yes [ § a1 3
0 2. No | M 2 0
3 Not Applicable ey ¥ 3

If ‘No’, please specify your comments:

il sy o dla, S"S" 1)




T e

'1\r_1~ LA

Cmum@a-w -«géﬁ,m. FFsd

Overall was the staff well-informed on Bank

! Dhofar's product and services? J'-'h -‘-'-.'
| 0 | s nNotatallinformed O ALY Ll Sagmadal pud e 0
I T -
| « Wellinformed on at least a quarter / a s e i X Sy e
i 1 few of the products and services O ! o S fes e o ,1 - '“'; * 1
. $edia Al
3 discussed -
Ly s Wellinformed on at least half of the 0 Al gL Chesdlly Zalidl cheal fe 3! Lo alay e 2
: products and services discussed LA
¢ Waellinformed on at least three- |
il 1§ gl b A 5y
3 quarters or more of the products and & = R &f.q. Al gz e 3
" . e & 4..; L_JL‘...Q.."
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:

"L‘.\iﬂ_’uhﬂuﬂ-‘dﬁ.ﬂ\uﬂ‘ d‘yuu"ubwlhﬂ\wxgg_,ﬁ(é

pu'l“qu.PL-") ;waa)|hh+1"uuz-\a?&-ﬂﬁ(i,y

Aihih ola A

INT: LIST THE CODE FROM SECTION B. i

S pall G 3e A1 AU b rlialy

services discussed

0 +  No knowledge at all D S e amyY e 0
« Wellinformed an at least a quarter / a . .
Gl y Sladidl - W/ 1
1 few of the products and services El 2= o B "“| j\i_\:h j’; * 1
discussed #
2 ¢ wellinformed on at least half of the 0] A il y St cheed e S e alay e 2
products and services discussed Ll
» Well informed on at least three -
Glaizadl se S8 o gl f A B4
3 quarters or more of the products and E 2l e Ay B il o ey 0 3

Lol o3 A0 Dhaaadl y

c. Did the staff attempt to “cross-sell” other products

ey Shadiad " ALY ol o Wl A glaey il galt 4B b S

e

and services? ? .5 Al
0 ¢ No cross selling at all D SeY! e Sl sl any g ] e 0
1 e (ross-selling after a lot of prompting D Ol el G 80 oy e sl dplany ol @ 1
e Cross-selling after a little / some .. ) . .
2 < lhedat o 1 a1 Vaublass A
prompting O i) o g V! gl Bk 80 2
3 ¢ Immediate cross-selling attempt E Sl e Glayt udl a3 e 3

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

Ll guad U iy lasd g Sladie 1al 7 oy il gall W3 b &
Al & il e 5 ke el

3 1. Yes

o 1 3

0 2. No

X

S 2 0

If ‘No’, please specify your comments:

_’L_i_) CL.‘!_L} I‘i ;L\) e Ly ‘_1_|

10
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Did the staff attempt to provide “complete
information” on Bank Dhofar’s products and

services, along with relevant literature?

Ghadd s Sladie 6 "AS Sl g™ ke ¥ A jay b gl 43 4 2
filall ih DLyt pa tik i

INT: LIST THE CODE FROM SECTION B. & el o a0 Al 4B sl
; . i
0 *  Noinformation at all D ALY Jfo Slaylaay e ;0
i i * Information provided on at least a ; A S glan e SR T e glect e |
Adoeiait T ok Py L '
! 1 quarter / a few of the products and D e F"U oy "J' . 1
| : i a8 A D aihlly T
: i services discussed I
2 * Information provided on at least half D Shaialy Adlaial i paal dets BV 5 fac! @ 2
of the products and services discussed LRI 5 2 Dlaaddy
o Information provided on at least three . oo . : .
e gladdl e 281 o1 gL AZNS BN e elacd
3 quarters or more of the products and B\ "M iﬁ ‘._’“ E.‘J Y :. ,.“’.,::‘ 0 ‘ 3
services discussed o I
3 s  Not Applicable Gy e 3
f. Information on relevant procedures, lall Gl1 Aagilall AR y SlaTiecall g b1 2 Yl Akiste Sl glen 7
documentation and follow-up method?
INT: LIST THE CODE FROM SECTION B. O VL VO [ W1 PR TR
i
o ¢ No information at all O Yl Gagaa¥ 0
! * Information provided on at least a .
i ARl Tall e glaall e LA fag T e sl w
1 { qualrter/ _a few of the products and D Litiia 5 Al sl y ey 1
i services discussed
, » Information provided on at least half 0 Slaiak; il Sl ylaall Cheal S 5 slac] @ 2
of the products and services discussed el o3 Al Slaaally
* Information provided on at least three - - .
2l plaall e A1 g 2Ly 0 A IS U |
3 quarters or more of the products and & = ’IM{‘J‘S '.’.\ i g f -."’:.f. R ¢ 3
services discussed o I
3 e Not Applicable R TVRTR S
£ Did the staff attempt to acquire more customer Jab e g N Aieia R8T e e A3 el A oy il gl o0 J0F
information so as to follow-up at the end of the visit? 3050 Al (A Aaulally Al
3 1. Yes 4 a1 3
0 2. No O X% 2 0
If ‘No’, please specify your comments: ali gliads 4 el 28" 1
11
+ +




+ + +
7.1 Timeless <yl 7.1
"a. Waiting time on entering the branch, before o Ort o gall okl pall ae Jalalll Ly g B (Jeha 2 AN )

dealing with the frontline staff:

DALl abige o [ Ll A

INT: SPECIFY TIME IN MINUTES:

:L‘m i a8 gl sas rdialy

o ¢ Over 15 minutes ! d i W15 e S e I o
. | : +  5-1C minutes l D ! FR10-5 e E 1
| 2 |« 35minutes O 3653 e |2
3 e Under 3 minutes E ELERLA P i 3
b. Did the customer feel like the gueuing system e s s ame . .
rana (Sl Jamy cheall A JUEINI aUES ol el ki A
functioned properly? ! ¢ e ot B AR G Gga ) Al A
0 . g.lllleumg system did not function at D B e g ¥ bl 3 GEY) 5 0
e Queuing system functioned, but it . . . . T
1 gadt oo ! Lassyl alas o)
1 worked with a few impediments D Fl i Lo eSS e 1
) e Queuing system functioned and it D Gad SO g & gy Juy il B UREYI G ) e 2
worked quite easily and efficiently Laa N
3 * Queuing system functioned and it m S8y Al & gy Jaty il B URTY Gl ) . 3
worked very easily and efficiently Jad
e Notapplicable D Sk Y e -
c. Time taken for the “purpose of the customer’s visit a1 g A g gl 26 Gpa3l 8 b AuD" Jal Ge 2330 BN O

to be fulfilled once reaching the counter:

:u i 1al)

INT: SPECIFY TIME IN MINUTES:

12

(BB o iyl Jaa sdialy




H.
(If any}:

Additional Comments on Visit

13500 Alladall AdlaY) Sla Shal) 2

(g )

End of the Survey - Thank you very much....
Wsa T8E = Sl A

’5’ ,-ﬂ; e . ?‘w :
L‘& bt ,L ? - - +ﬁ%m*;"x. ,.rJ:. t“r'wm=i'
G. TOTAL Branch Score
(Total unwelghted branch score, summing all sections):
| Secti “| pa I " N rE\mluaﬂon - -,;%" _ TotalPohBScoredinﬂlls _ ._Tota!PulntsAIloca.ted_I, .
‘ . o ‘ Area: - Parameter
C Branch Presentation and Customer Facilities
o Greeting and Soft Skills of Staff
E Staff Capability, Knowledge and Cross-Selling
F Timeless
! ) '- o . TOTAL SCORE
£ Al Bl & geaa Z
(fhdgﬂdstust)hsm)ﬂ'l)&Lw‘tw) i
Joal Aaaal T WIS £ gags | zpaal) (h Algpaaall WD § gapes okl oy g0 Jalalh ol
it Aadiall Syl y £ RN pals <
Co pall Sl jiga g g 300 <
ALY ) Al g 43 aa g il pall G a0 z
<l gl c
13
+ +







