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PROJECT: Money
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A. Details of Visit 3L Jaealds -

Bank Dhofar D Sk sy

Bank Muscat O Dl
National Bank of Oman O el giba yll Sl Gy 5 a5 S 1

HSBC-0IB O HSBC-0IB <

1. Bank Visited

Bank Sohar D e Sy

Oman Arab bank E] ol e iy

Ahli Bank X Sy oy

Other Bank: oAl
2a. Branch Name Ahll. \Oanl( / JU’IDU\P gl sl 12
2b. Branch Area M 1( howr //4 | pe#@& S‘f’ gl wige 2
3. Branch City Al |Chey / MU.S‘UML Ly 3
4. Branch Region /3{\ l(«hDU\ s ahidl 4
Day | Month | Year e [ e 3w 5

S. Date of Visit
7]
13 | 4 | 01U | 1
Hours [ Minutes () [ el
6. Start Time of Visit bl lued, B
9 30
i S8l Slelud
7. Total Duration of R il & s Llia 7
Visit 00 1 20 Ll
1
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General Enquiry relating to a
specific Product, Service

and/or Facility

INT: SELECT AS RELEVANT AND/OR

SPECIFY DETAILS OF
PRODUCT/SERVICE

Opening a Savings
or Current Account

| Saving Scheme

Housing Loan

Car Loan

Educational Loan

Credit Cards

Personal Loan

Double your Salary
Offer

Youth & Student
Account
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o3 Aed (e i (Blata ple jladiid 2
'J 3
[ ) ol 320 g /g cunddid) 340 sdialy
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4.1 mwmmmmmm
Mystery Shopper?

i i e R G 3500 41

3 1. Yes R g 3
2 No EI X2
\ i. Specify: s |
ii. Specify time taken to find parking: g: min. ) il ga oY 2300 il 2a
4.2 EntrancetoBuilding =~ 00 ST L el N Jehal 4,2
a. Wasthe Entrance Clean? Plilas Jaadd ols Ja )
3 1. Yes [ a1 3
0 2 No O 3 2 0

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

HS S G gl /I3 2o Sl (ST Ol gl S 13
o 3 (&) =
: .‘1.. J;t' (TR

b. Was the Entrance Convenient?

tlanlia Jasdl 08 Ja o

inconvenient:

3 1. Yes X 1| 3
0 2. No O 2| o
If ‘No’, please specify “Why” the entrance was L Jaadl 0S5 o] "3 2aa ¢ "IS" Gl yadl A0S 1

Was the branch prises clean?
3 1. Yes [ 1| 3
0 2. No O s2( o0

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

G A i o NP 2 il Cpa *HET gl S 13

Wl e )
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s S s, ¥ A et A

E T Bra s Matar ol s A s
44 BrandingMaterial
a. Posters / Branding material present on doors, walls
and windows?

=

23 4l y ) el ¥ o Ak kadle [ Cilhaale 235 JA )

3 1. Yes X ami1| 3
0 2. No O w2| o
If ‘No’, please specify “additional comments”, O M"Ailal Cllaa " aaa Slad e MHUST Gl gall 218 1)
if any: WCaay

b. Pampbhlets, Leaflets and Brochures on display?

Sl il y il e o5 A

3 1. Yes X 1| 3
0 2. No O X2| o
If ‘No’, please specify “additional comments”, O el Slaadla" i dlad e ST Gl gald) S 13
if any: g
c Branding material up-to-date? a4y Ll claoall S ge A S
3 1. Yes E ani 1 3
0 2. No O 2| o
If ‘No’, please specify “additional comments”, O Ml Clha Sl daa Sl e MUST il gad) 1S 13
if any: Sy

entation of stalt

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

Lm pa p) g AN A ga 0a %90 Oa I Lﬁs A

desks and counters? fdazil)
3 1. Yes D a1 3
0 2. No X 2| o
If ‘No’, please specify “additional comments”, O MRadlal Cllaadia" aia Sl e MU Ll gall SIS 13
if any: sy

0 were
vaila t(f

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

Sty a el (90 (ol gl pliaa [ JS (S A L

3 1. Yes & ami 1| 3
0 2. No O 2| 0
_ . o ML) Cla " AL e MU Ll gadl 1S 130
If ‘No’, please specify “additional comments”, - e st 2l ,"{i"
K o |

if any:

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

£ pdilansly SIS G gauday (ol gl alina [ S IS A L

3 1. Yes

pei 1 |

0 2. No

X0

A8 2 0

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

% ot oE & were putha

ieame 1‘5«3;'

o il gall o i soall 2m liad (e IS” gl S 13
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a. Was the area surroundmg the ATM and CDM

P i) TN "H" m‘;‘ﬁ:ﬂ"h
.'ku-’ri-?\f 4 sed ﬂx!**j 41

Ll 3 342 4
‘ e i v&'&‘l hﬂ

Gy didnd o2 £l y N Gl eal) 5 gl Jaad) SlSall S Ja

machines clean and presentable? ¢ il
3 1. Yes E azi 1 l 3
0 2. No D 3 2 0

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

S S o gl 13T 22m dld o "I g S 13 |
el e S

|
|
|

b. Were the ATM and CDM machines functioning?

el i) £1a1 g (N il pual) 3 gl COS OA

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

3 1. Yes X i1 3
0 2. No O 2| o
If ‘No’, please specify “the time at which at eal 4 06 a1 3 Gl 1 saa Sl ST gl S 1

Gl peall ¢ Slea gl daa ) Jaad Y gl g la¥y V1 G el
;(;.ﬁﬂlﬁum 4 v”'

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

TATM/CDM 4ikia A 32 ciSal) o) 48 S &

a. Was the hranch alr-cond:tmmng fully functaonal
and sufficient?

3 3 Yes [ 1 3

0 2. No O B2 9

3 3. Not applicable O GRuY 3| 3
If ‘No’, please specify “the time at which at G Jany ol 3 28 M daa Slliad (e ST Gl gl AS 13
which the cooling was not functioning 2 S0 sl

fiSy 1o d=-u d-; s i) O3S b

3 1. Yes

axt 3

0 2. No

O®

382 0

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

[l Cllaadl” saa JLad (e "IS” el S 13
S (S A S sy

b. Did the branch possess sufficient lighting?

FAS Splaly £ Al Al A o

3 1. Yes

aad 3

0 2. No

O3

A8 2 0

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

[Maglal Claadl! saa Slad e MUS" Gl gall IS 1)
S S o S e )
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c. Did the customer have sufficient waiting space / S rslall olie fya oilS 230 [ BTN A4S dabice Lraall S 4 S
seating area?

0 2. No a8 2 0

[
|

3 1. Yes IE ,-a-i.‘lr 3
0

) . o Matal Cillaa e e Sllad e "NE" Ll eadl A4S 131
If ‘No’, please specify “Additional comments / 48 e ol - 800 "’i‘s -
il Sl el Caay

Describe how it was insufficient:

d. Did the customer find it easy to follow the signage Ay gl il Rty sty A s o o sl glind Ja &

within the interiors of the branch, indicating different e L) il g o £.0
' ¢ *Skal sall) @l } ilida ) Ak

counters/ work stations? i {uEaR]| SRR o 33
3 1. Yes O 1| 3
0 2. No K y2| o

If ‘No’, please specify “Additional comments /
Describe how it was insufficient:
Mo s g nase 84(843“"

Cadﬂér
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5.1 Greeting of Customer

EEE N |

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

TE D B ALk o i) Geidl o o A 5 Ja

e No greeting / acknowledgement

ol [ 5

e  Greeted within 10 minutes of entering

Jsanll Sy 30 10 D om0 o

e  Greeted within S minutes of entering

paall Jgdo e 36 A a1l e w

W N | = O

l * Immediately greeted on entering

ooowx

w | N | = | O

Gaandl Jgae 4 e 3l e |

b. Did the staff either / or:

1oAY gl bl a0 G o

a. Ask for the customer’s name?

?Jé.u..'ﬂ :..al o J\..a "

b. Greet the customer by name?

. Yes, the customer was greeted by name /

RIR OIS P W [ PP PO PPN %5 PP

3 asked for his / her name E Lgans) 3
0 e No, the customer was not greeted by O] wand 0o Jlg aly / aail S5 e iaalls s il i3 0138 0 5
name / asked for his or her name Lgasd! )
A (il g M0 gl B liea ISy 8™ (il gall =
(A Did the staff ask, “How can | help you today?” i 3 s L ""f ﬁ:l“? Jt:;
and Probe the purpose of the customer’s visit?
3 1. Yes, the staff did this X Al s gl ol5 8 a1 3
0 2. No, staff did not do this O A3y il gl o W (€ 2 0

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

NPk b sl Al ea) 4 20e) 0 A &

1. Yes, he /she was redirected on the

. basis of his / her needs

Lefalial/adlalgal I (5)Jsaal) 4za g3 Sale) 35 2 cpai 1 3

2. (OR) The first staff member

Oe Jaaal) 4 El g3 JgY1 Cala gl i () 2

the basis of hi / her needs

his / her enquiry?

a. Were the staff courteous on the customer making

3 e‘n_counterec.j probgd the nature of E] Wate b fasnloeg 8 iy I Rl 3
visit and assister him / her
0 3. No, he / she was not redirected on SLial/aliial ) e s S5 55 1 6 3 5

9@1;uy.mtdsy&ﬂ1a_|

0 e No, the staff were not at all courteous D R e dd cibgall OS5 a0 38 e 0
e Yes, the staff were quite / reasonably . o e " .
! Al AL (Al gl 3 cand
3 courteous O B e Ay oyl S e k
2 * Yes, the staff were courteous D Gl b gl S a0l aai e 2
3 e Yes, the staff were very courteous | AL 4l Gl S el e 3

b. Did the staff demonstrate “active listening” on
customer enquiry?

el Ly " ) pliaal™ i gall el A L

e No, the staff did not demonstrate

| placal il gal) S
. active listening O i » ) s Al . 0
* Yes, the staff listened quite / . - . . 2 .
1 (tay) 4l A%y by ik [
reasonably actively O #2434l sk Sl hecl Sl cpai o i
2 e Yes, the staff listened actively E Lolay) Gl gall gl o3 caei @ 2
3 * Yes, the staff listened very actively D L G 08 il ) sl il cani e 3
7
+ +



Did the staff appear confident?

Phadi (e By AS) o i gall gl b

g

* No, the staff did not appear confident D didi e By 4dl Jo byl gl WS e
e Yes, the staff appeared quite / e ik i T T
e (S5 Ads | g 43) bogall jels cani
reasonably confident 0. : OO Bl ARl B gm0
e Yes, the staff appeared confident D Acdi G (BlgAd) Jo Calhgall el aai e
! e Yes, the staff appeared very confident E A e Ll @iy adl o Cabgall el el

d. List the names of staff interacted pm e e
i tagra Slalad Sl Cpdb gall plaud 82 O
with: ‘
. e Mr./Ms. Maw” Al 1 Lolly/lalll o
i e Mr./Ms. - 2 LG/
! e Mr. /Ms. 3 Aty lalil e
| e Mr./Ms. 4 AW/)=E o
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6.1 Staff Capability - - : 2 gl 5 6.1

a. Did the staff frequently probe the nature of the U)-‘m ui--:' uJuJ‘ ol *-H-l-h u‘- Sl i gal) 43 ]
customer's needs?

3 1. Yes [ pi 1 3
0 2. No O 3 2 0
If ‘No’, please specify your comments: Ul pliay o8 Bla ) S 1Y)
b. Did the staff actively attempt to anticipate e . v g Eradd , -
030 Shalia) Bduy Aed U jlaey b gall !
customer needs? Gl Slalia) Ry Aad L glaey LByl o b
3 1. Yes E a1 3
0 2. No O 3 2 0
If ‘No’, please specify your comments: Wl ) mlaly o8 Bla ) ¢S 1Y)
c. Were the staff able to cater to the needs of the af B lae il 119 Cpe G 3 Slalta) 40 Gib gl plaie) Ja &
customer without seeking the help of a colleague? 1S PR
3 1. Yes s a1 3
0 2. No O % 2 0
If ‘No’, please specify your comments: ol cladly a8 Bla ) DS 1Y)
INT: IF the Answer is YES , so the answer for Q i I S e e
D should be Not Applicable & Al akiil
d. Were the staff able to answer all / most of the )
questions posed? faa g hall ALY abaa [JS 5 AlaY) b gal) pllaic) A &
3 1. Yes 24 pni 1 3
0 2. No [ 3% 2 0
3 3- Not Applicable O GhuY 3 3
If ‘No’, please specify your comments: 2l ) mlaly o Bla ) ST 1Y)

e. If the staff were unaware of the answer to a JA e Al o Qe o Lla¥) o 1ol Gilh gl o A0 g
particular query / queries, did they politely “ask 5 3 saf falAll e AU 5 e a6l Jal cne SRS Capdgd Ol g,.n.
you to wait while they double-checked with the
system / a colleague”?

3 1. Yes O ni 1 3
0 2. No | % 2 0
3 Not Applicable ) G ¥ 3
If ‘No’, please specify your comments: A ) Pl o Bla, (NS" 1)
9
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Overall, was the staff weII informed on Bank

HHJAJHMM“MHL.JL‘JPJ\ Ls.ﬂlsd.l f“' ‘:ﬁ—ul

a.
Dhofar’s product and services? ¢ Uk a1,
0 e Notat all informed D ALYl e Slaglaa gl Gl @ 0
| =
| e Wellinformed on at least a quarter / a Ty 0 e Y ,
| 1 few of the products and services D = e G s - J "k (._.., : 1
| ” e A
I discussed ‘
: 2 ¢ Wellinformed on at least half of the D B A el y cilatiall claal e SV e ooy o 2
! products and services discussed Pice E9
* Well informed on at least three- i i
Slatiall e 38l o) gl ADG Y e alay
3 quarters or more of the products and E £ .E’.',.,. 5 "‘? "'G ‘“." * 3
- _ e “'.1." \_IL“A\J
services discussed
b. List the details of the “main purpose of your visit” padll A g LaS) "B i )l Cigli"G Aliala 42y gy 4

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

"'h&lJuMJmluﬂ\dP"ubw&ﬂlmn?iJ (l—l

sddkail) o.uvl

INT: LIST THE CODE FROM SECTION B.

S paadl) (o el AU, o il

0 e No knowledge at all D @byl e aly Y e 0
e Well informed on at least a quarter / a -
Zileaaldl Slatidl o | |
1 few of the products and services D - O G fes o B e "‘:‘ ‘ 1
. Lgilalia ‘,u |
discussed
3 ¢« Well informed on at least half of the m a5 i Slaadd) y Cilaial caai 0o Y e pley 5
products and services discussed e
e Wellinformed on at least three &
Slaiidl e i gl gl A5 8 1
3 quarters or more of the products and E ' g < j‘y "’}' i ‘ 3
i ; L‘.\...ﬂ.u al H'I \_I‘-l-}ﬂ-h_,
services discussed
c. Did the staff attempt to “cross-sell” other products Slasd g Sladiad " ALY A" G pUAL A glaey Cilh gal) o8 A S
and services? Al
0 e No cross selling at all | GAbYl Lo SaYl ol ey sl ol @ 0
T e (Cross-selling after a lot of prompting D S ey (o 880 g Sl all ey M5 e 1
e Cross-selling after a little / some e - . ; _
) ket ¢ I ey 2Y) sl Lilaay A3 2
2 prompting = = D Ga SR s oYl el e 6 e
3 e Immediate cross-selling attempt O il e Slay) adl s e 3
d. Didthe s.taff explain W‘I‘w Bank Dl'fofar's producf‘s LLalif 1" Ll Ui oLty s g i 13l 5y il gl 13 Ja &
and services posse.ss a “Comparative advantage i) &yl 20k "Rl
relative to competing banks?
3 1. Yes O a1 3
0 2. No X - O 0

If ‘No’, please specify your comments:
dldn"’f conn Pdre g
o ]

ﬁj‘_} C'\..A;I'Ll {.-—‘ .s]..a_) P Lo ‘:}:ﬂ

""f\i u:’n/\lﬁejr-'%’b S
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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 5 Sladia 08 "ALalS Slaglaa" lithe Y 4 glaay cild gl o3 A

fdlall il Syl s jlib S

INT: LIST THE CODE FROM SECTION B.

G ] (30 300 Agtisy g sialy

T A e it
0 * Noinformation at all i D | LY e Slaslaay e 0
s Information provided on at least a ' 4 L o 1
| Alaiall e glaall (pa JTY fagy JEY! U
1 quarter / a few of the productsand | [ ] | e JM {&U e 1
y : | | e .".I..l Slazall g ~_.L;_.....‘L|
services discussed | ‘
2 e Information provided on at least half | 0O Sl Al Sl laall sl WY e ool e 2
of the products and services discussed ' Liiflia 3 ) Silaaddl
e Information provided on at least three | et m wre. W i bE . ,
3 quarters or more of the products and E ‘_IL‘J_T_.:_‘,:# _;.‘51 ".1\ E‘j')‘ 4.':5&7 "ﬁw"’.,ffh]: : 3
services discussed ot i
3 s Not Applicable @GhuyY e 3
f.  Information on relevant procedures, fAlall i3 Angliall 4505y Slalianall y oSlp) 2l Adladia Slagiaa ¢

documentation and follow-up method?

INT: LIST THE CODE FROM SECTION B.

S padl) e Ja ) AU BB 1l

0 e Noinformation at all D Y Je Claglaay o 0
. . Inforr-tmat)onfprowfd:e: on a;least a , D il il plaadl e ST fag; SV Lo slc) o )
quarter / a few of the pro ucts an WaBia 5 3 sl y Cilatial,
services discussed
2 e Information provided on at least half D Clatiadl Gkl Sl gladll il B o ollae] o 5
of the products and services discussed Liliie o A Cilaasldly
, . Info:tmatlon prowde;d:n at I:az: thrc:’e E Chslaad eSS0 g i) A6 I e olle) o ;
qua_ ers or more o the products an WaBia 5 3 Casally Ciadialy Gilaid)
services discussed
3 * Not Applicable Gy e
E- Did the staff attempt to acquire more customer Jal e Gl dllaia ST Cila glae 43 e & glaay il gal) A8 Ja
information so as to follow-up at the end of the visit? T30 Al A Aaliay S
3 1. Yes = a1 3
0 2. No | %2, 0
If ‘No’, please specify your comments: Ul Flady o ela S 13
11
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7.1 Timeless

+

Y R

AL T

<,

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

s EAD sk 3o BN iy
2 dasdl) adlga o [ alaY) i)

b 3934l gl e Jelash

INT: SPECIFY TIME IN MINUTES:

: BB aa ) 222 sdaly

|
0 e  Over 15 minutes O Gis15 e 28 e 0
1 e 5-10 minutes E G 10-5 . 1
2 e 3.5 minutes O Gli5-3 e 2
3 e Under 3 minutes O S e Ji e 3

b. Did the customer feel like the queuing system

S G call B (aUN) plal) ) AT 0l s Al A o

e Notapplicable (no numbering system)

(numbering system) functioned properly? frsaaa
0 e Queuing system (numbering system) D o Jag ¥ caall B (8 Y) lanyl Jlai o) e 0
did not function at all iy

e Queuing system (numbering system) 2 il ik ; ; .
S8y Sy (518 ,Y1 SUa) Caall iyl alas o)
1 functioned, but it worked with a few D & ot (P A5 ' .)r g 1
. . Sl sy
impediments
e Queuing system (numbering system) - SR G RS R
al s (L-g 13,y AUAS) Caall adsy! aUas o)
2 functioned and it worked quite easily D ’ (PR p5) ui:n d?n; i< i * 2
and efficiently ) e
e Queuing system (numbering system) < o o ; o .
Al gy Jamy (al3 Y1 aUad) Caall eyl LUas ol
3 functioned and it worked very easily D ’ (PR 53) e y e * 3
- Jad €55 4l
and efficiently

(B ol i sa V) Bsali ¥ @ -

c. Time taken for the “purpose of the customer’s visit
to be fulfilled once reaching the counter:

Di3m 1) dya sl 10 Gl 55 hik el ol G Skl g D
il

INT: SPECIFY TIME IN MINUTES: ] O

12

1M Gaaa il gl daa sl




H. Additional Comments on Visit 15k 3k Adlaiall ALaY) Gla il i
(If any): (o225 0)

End of the Survey - Thank you very much....
e 184 — Sl lgs

G. TOTAL Branch Score

(Total unwelghted branch score, summmg aII sectlons)
B SR EE T TR e T s e
,f","*e**mw B A

C Branch Presentation and Customer Facilities
D Greeting and Soft Skills of Staff

E Staff Capability, Knowledge and Cross-Selling
F Timeless

B foaaid B

" :LMMM:-;* o } j-i ;‘.-:‘T m,q_ ‘?@3{2&“ ‘.“ :

,uLMIHMJEJmH.\L &
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