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A. Details of Visit b5 Jawalds -
Bank Dhofar X s
Bank Muscat D by
N National Bank of Oman D hanll il gil SEL G5 b 3 S 1
1. Bank Visited
HSBC-OIB O HSBC-0IB L
Bank Sohar Il i iy
Other Bank: LAy
2a. Branch Name Raa (A\ GMM(MTﬁ» ' O WIS,
2b. Branch Area ﬂl BaTena (f)ou“ﬂ) Foill adipe o2
3. Branch City AV ate nafs Load 3
4. Branch Region [AY| E)ajwo“ Ghuh 4
Day | Month |  Year Al e [ agl il an 5
5. Date of Visit
Hours | Minutes Al | Wi Ll
6. Start Time of Visit /‘ o 5 e lliyrd, 8
i Jdal e Ly
7. Total Duration of Hours Minutes Gyl 7
Visit o | 70 | 3 ol B

IR | » fenirasd



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

INT: SELECT AS RELEVANT AND/OR
SPECIFY DETAILS OF
PRODUCT/SERVICE
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4.1 Was storne Parldn Instatiy avallale the
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Mystery Shopper?
3 L Yes AN s 3
2. No 4 25 2
: i Specify: Theatr wlA9 hn | e
; | ga_pu%&, P,Af\.-hgj i :
j ii. Specify ttime taken to find parking: rmin. E ads 5 il pa SaY a5 A A
I
4.2 Entrance to Building wrrall N Jedalt 4.2
a. Wasthe Entrance Clean? il Jhadl 8 g )
3 11 Yes | s 1 3
o |2 No 0 38 2 0
If ‘No’, specify “Why / Describe how” the LT IV U PR U PR 'L P L K |
entrance was unclean: e i Jaadl
b. Was the Entrance Convenient? e Jaaah 28 O o
3 1 Yes Bd ai | 3
0 2. No O 22| o
If ‘No’, please specify “Why” the entrance was T Jaaadl 28 o MA" 2aa ¢ IS el IS 1N
inconvenient:
ks RAb B R Y
Was the branch premises clean? PLES g AN e DS A
3 1. Yes %] a1 3
0 2. No O ¥2| o0
If 'No’, plgase specify “Why / Describe how 8 A il 7 22 S e NS il pall A8 1
the premises was unclean: g ey
Ay o q-"L.""!"
- |
!
+ +



+

+

T

%y st clal 4.4

a. Posters / Branding materlal present on doors walls
and windows?

Tl galh g o aat] .u'n_,a‘i]u.d‘-h l.\.n_.l..)ls[uu.a.h.\;‘,.._,s i

3 1. Yes X i1} 3
o0 2. Ne O 220 0

; i 1f 'No’, please specify “additional comments”, | ; Sl Siha i e dlad e ST el S '
; if any: i | QIO

1” :-;? an b_
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b. Pampbhlets, Leaflets and Brochures on display? Sl il g i€l i e a3 A
3 1 1 Yes | w13
0 2. No O W2, 00
If ‘No’, please specify “additional comments”, Sh s Slhadie aas Al e ST el 280
if any: ax gy
c. Branding material up-to-date? falnn &g sl ol dge J
3 1. Yes B i1 3
0 2. No O %20 0
If ‘No’, please specify “additional comments”, I it laa D" saa dliad e ST gadl S 1
if any: ey

professionally dressed?

SR VTR UYWAY
L Ty . by . o dl D ¢ B Y
a. Were employees present at over 90% of the branch ahl ey pgiisa o1y gl AB gs pa %90 e _,..ss sal gy ots e
desks and counters? faaaidl
3 1. Yes B4 i1l 3
0 2. No 0O 21 0
f ‘No’, please specify “additional comments”, S il ilaa " aa ALk e SIS" et SIS 1
if any: Dl y
b. Were all / almost all of the staff neatly and

Ciribad i olal D0y (ol gt aliea f S NS 6 0

if any:

3 1. Yes Ed 1| 3
0 2. No O 2| 0
S iglel Slaa i i Hlad e ST el S 1Y
If ‘No’, please specify “additional comments”, - = - N _‘iu:
. >

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

Eprilaniy Sl LS S gadny ol galt pBe [ S SIS A

3 1. Yes

a1

0 2. No

OX

a8 2

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

o il pad] 3T aadl taa Sllad e ST Gl gl S 1
ey CLE G gy Y
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| 4.6 ATM and CDM machines | I A gl M il el 33001 48
" 3. Was the area surrounding the ATM and CDM ! P ey R G Py AV el B! el S S G ) ]
. machines clean and presentable? ! | T B
: I .
3 1. Yes ! E | a1 3
[ na
0 2. No ! D ' %8 2 0
| If ‘No’, please specify “Why / Describe how the | i SEM S g [Tl ria 2l e MBS o S :
area was unclean; | ' enal e D&l

|

1

|

i
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i b. Were the ATM and CDM machines functioning?

Taas il £ Yy N el § gl DS A o

i |
3 1. Yes ' PA 1] 3 |
0 2. No " 1 62| 0 |
If ‘No’, please specify “the time at which at [ 3eal ad &0 ;3'-“ A e 2o Aldad e IS lgad! S 1
which the ATM / CDM were not functioning i peall e g aaa g} Jaad Y A0 £ 1LYy SVl el '
(and specify which machine, ATM or CDM): (pad gl g Y
|
t. Was there sufficient cooling in the ATM/CDM area? ! TATM/CDM aikia 3 32 il ¢ 3,00 S 6 S
3 1 Yes O a1 3
0 2. No || X2 g
3 3. Not applicable m Sy 3|
If ‘No’, please specify “the time at which at A8 Jaay ol g3 2 Y saa i e ST Dl gl IS 1
which the coaling was not functioning L B asal
”J
4.7 ;Branch AmDISNCE Wl FIORUES 5 7175 B A L Aber Ll o I it Lo Oy BN AT lah N 4.7

a. Was the branch air-conditioning fully functiona! falsy da S0 ey A gpd) vt A8
and sufficient?
3 1. Yes E 225 1 3
0 2. No ~ D L) 0
If ‘No’, please specify “Additional comments / Fidlcal Sliaada 2a Sliab e MHST el S
Describe how it was insufficient: UL N P TN
b. Did the branch possess sufficient lighting? TANS Bolaly £ A ATGy QA
3 1. Yes X 1] 3
0 2 No ] 6200
If ‘No’, please specify “Additional comments / Fligiial Cllan S sua 2l e UST el SIS0
Describe how it was insufficient: S Sl s ey
5
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- ¢. Did the customer have sufficient waiting space / Tougall o ha e il 2 f UAIDU A8 Aalas el S 00 D]
; seating area? ,

L3 1. Yes X 1] 3

1

I 0 2. No O w2! 0

i ' A Chmatha” e Lk e S UST gal S 0D

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

i
i
|
|
i
1
|
i
|
|
|

S S A RS hea g

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

ol BRI GAN A8 g gl SR A ey my G G ) Erdid G,
APV PY (L %) ARV CL L D R

[
o

3 1. Yes g 1 3
0 2 No | v2| o
If No., please 's.pecnfy' Addlt_jona?l comments / i gty fRgdidal Slaade" dia Zliad S ST el AS 1
Describe how it was insufficient; AR S A s
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5.1 Greeting of Customer
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i a. Was the Mystery Shopper “promptly greeted /
! acknowledged” on entering the branch?

TN Iy b ) Gpedad) o i adlfcaa ST & ui A

0 l *  Nogreeting / acknowledgement O St am BN e f0 J
1 ! »  Greeted within 10 minutes of entering D ; Sl Jght e R0 D3 e 1 1‘
2 } *  Greeted within 5 minutes of entering | D ' ceanl Al W5 S5 e BT e |2
3| X | Cead lyar g e 13

« |mmediately greeted on entering [
]
|

b. Did the staff either / or:

1) 200 i gl 23 A

b
]
\ | a. Ask for the customer’s name? I

ot it e

{ b. Greet the custamer by name?

fwl_)S;‘.MJ._u.l:g__x;J —t
~

e Yes, the customer was greeted by name /

}Imifuhfmlﬁewh_eaﬂlﬁiur‘u L]

3
3 asked for his / her name E Lga!
0 ®  No, the customer was not greeted by e o My aly /S0 e Daely s @25 238 0
name /[ asked for his or her name gt
O R R T T DA - JUU R W rage
c. Did the staff ask, “How can | help you today?" & 3 e SE oA ":! - HU; L:
and Probe the purpose of the customer’s visit? ~
3 1. Yes, the staff did this E EI KPS I AR | 3
0 2. No, staff did nat do this O Al () i o 98 2 0

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

Neallayfaialial o sl Al Geedal) 4oy dalel 23 06 &

1. Yes, he / she was redirected on the

3 basis of his / her needs

Lelalbafaialiial ‘_,,.“ ( )‘J.IA.I.“ s yiale ] ; ?.. aal a1 3

2. (OR) The first staff member

the bas:s of hns / her needs

a. Were the staff courteous on the customer making
his / her enquiry?

Joanlt a4y 01 300 J5Y) alh pal) jediad
3 encountered probed the nature of D - s > (9.2 3
o i ) u_.r._-/njr.u_,a)\__._y]h__gn
visit and assister him / her
0 3. No, he /she was not redirected on D WRERCRER

By PR

P e il Balel 55 Al o8 3 0
T, 1 X -

Fu*d.h o&L—u@;&,‘G o_)l.-.l.u-l 5.\1;‘51 ‘_,ISJA i

0 *  No, the staff were not at all courteous El AR Je B CiB el 05 W 2IS 0
« Yes, the staff were quite / reasonably . o . s . v
! 4] AL el gl aal ¢
1 courteous E Ban [l gaka AL i gl oS au @ 1
2 *  Yes, the staff were courteous d Jud il gl S i cant e 2
3 *  Yes, the staff were very courteous El AT ad gl S el @ 3

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

S el el 7 al ¢ lial” il pall g Bl A o

s No, the staff did not demonstrate

oyl plis) iB pall 4y a1 (DS
0 active listening D | i )y ol ¢ 0
s Yes, the staff listened quite / [ . ay e an - , o
! | 4 il gt I
1 reasonably actively D Crla B Jli gl Xy il gl il i cpai o 1
2 s Yes, the staff listened actively E [FREWRE - TN 10 I PPUL Sy 2
3 »  Yes, the staff listened very actively D ! ¥t e i LB gt sl i cani 3
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€. Did the staff appear confident? ; ! Thadl o By adl o il gl gl A S
¢ Np, the staff did not appear confident D | ddi e Bl A e Gl pa NS e |
*  Yes, the staff appeared quite / | T TPV i
! : K" WP W W Ty )y Al . ! a5
reasonably confident ! O v : it et il s |
*  Yes, the staff appeared confident ! X Adi e (Bl ad e ihget gnan e !
e Yes, the staff appeared very confident | [_] ; doadi Cpe lalad Bhg Al e ahgd! el e
d. List the names of staff interacted ‘ i e e e
with' ; i _?f-lu a0 LJ'."““ ub“."‘“ ﬁ.,...-l JSJ] Lt
« M /M. Moga AL RhamVy 1 Cadfoei e |
*  Mr /Ms. I 2 Uil il .
e  Mr./Ms. T 3 Uil il e
o Mr./Ms. 4 DGl el e




6.1

“Staft Capahillty

n . . a3 s P
FIE LA :,...-"z-z"-;nuhi‘ta I o R gy o

A b ERR R YT X

ol galt 3,8 6.1

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

Jhn“,s_u#)]uh_ua'lhyﬂf u.ul.\_..‘fh..ln”'l?-j:,.,i

I 1. Yes

3 | =g pi 1 3
0o |2 No O %8 2 0
| 1f ‘No’, please specify your comments: i R R N TS
i
i :
L
b. Did the staff actively attempt to anticipate Tl Slalhal Fhiuy Alad ALy byl 03 A o
customer needs?
3 1. Yes 2] a1 3
0 2. No O ¥ 2 0
If ‘Ng’, please specify your comments: rali rhlday od la ) NS
c.  Were the staff able to cater to the needs of the aaf 30 laa b (390 G (el Silaiial Al il palh platod a S
customer without seeking the help of a colleague? Folla 3l
3 1. Yes D asi 1 3
0 2. No B4 % 2 0
If ‘No’, please specify your comments: 2l e a8 pia oIS 3
S,L'\e_UCuJ  asl \wen S:_L‘?Egu sov
INT: IF the Answer is YES, 5o the answer for Q
< .
D should be Not Applicable Plook ek L ask ecl e
d. Were the staff able to answer all / most of the ) _
questions posed? Tha g il ALYl alia [35 8 4] Gilb galt pliaiul 6 &
3 1. Yes B a1 3
0 2. No | 32 0
3 3- Not Applicable Gy Y .3 3
If ‘No’, please specify your comments: ol iy a8 e ) UK I
e. If the staff were unaware of the answer to a I A Al o Sl o el e 08 il gl % o100 1
particular query / queries, did they politely “ask Tl aal [l pe 40U 5 e 2SN Cal e JUBINI Cudels dlia wilh
you to wait while they double-checked with the
system [ a colleague”?
3 1. Yes X a1 3
0 2. No O 3 2 0
3 Not Applicable Gy Y 3
If ‘No’, please specify your comments: A rlialy o8 Bl 12T 1)
9
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6.2 Product Knowledge and CrossSefling L A gy gy Wan lad 62
a. Overall, was the staff well-informed on Bank : Ciadh y Sladie aliie diaa S giae b gl 520 S OA s 00 )
Dhofar's product and services? ! | b o

0 « Not at all informed D ] AUaY o Diagaaan] wn e 0

o Wellinformed on at least a quarter / a | iy i e i ay e S e
| Soacint g Jaadial e g faa g o arz

3

| few of the products and services | Al 1
1 | i
1 discussed ! 1 7
| ) + Wellinformed on at least half of the | D ; o g Danally Zat el e BV e sl e ‘ 2
: products and services discussed ! | i
s Wellinformed on at least three- ‘ ! . P T
Soanal S A0 g gl d Al 3 ;.
3 quarters or more of the products and E | ' e A8 .&t".-. - "!_‘ “’I' ’T' 3
| [ R (R ~ "_u‘ e i 3
|

services discussed

i) B 5 a L) B el i R A g 2R
"Slazill y Slalialy Falal A el 5 e’ o ks gall apily aBy (<
:Adkidl ola 4

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:

' | O pedll (e Ja B USO8 12l
INT: LIST THE CODE FROM SECTION B.

i
0 * No knowledge at all D AMRY! e s Y e 0
e Wellinformed on at least a quarter / a . .
lenil] @ oslatiadl - 1 . Wy ot
1 few of the products and services D = 2 o il g e "'!{L:L P‘: * 1
discussed A
2 e Wellinformed on at least half of the OJ A Al Siasty St cieai e BV e sy e 5
products and services discussed P B
o Wellinformed on at least three oo - .
Slandl e XS g gl i A B
3 quarters or more of the products and E il e A E,'f_j. . J\’l :’k] “iu * 3
services discussed e ?
¢. Did the staff attempt to “cross-sell” other products Sl g Slaiiad " ALaY! aplit G gLl Al glae il ) o8 a0
and services? 055l
a e Nocross selling at all D IDLY e Jla¥l mlt Gl ol 0
1 e Cross-selling after a lot of prompting D S sl G ACH e sl Al 3 e 1
2 . Cross-sglling after a littie f some E 1 Jheis) 0 SR g e gl Bl 55 o 2
prompting Mo lany
3 + Immediate cross-selling atternpt D Al e el addi e e 3
d. Did the staff explain Why Bank Dhofar’s products LG ) i Ly et ipia T3] gk il o8 Jb
and services possess a “Comparative advantage” ? 7 : ;. - g ,i.dl.@ -'w..:JLi: -
relative to competing banks? : *
3 1. Yes E a1 3
0 2. No O %2 0
i If ‘No’, please specify your comments: il o 5la ) SIS
i
[ .
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Did the staff attempt to provide “complete
information” on Bank Dhofar's products and
services, along with relevant literature?

T
|
|
I
|
|
i

Ciladd ) Sialie 06 AL Sia pae’ Lilhe Y 4 gl wib ) 42 04 7

Falall i3 S aa ik Sl

INT: LIST THE CODE FROM SECTION B. gc!)a(cj'if’ . 14 2

S kil Ja 5l AEG A 2l

H o047 ‘ ‘
? 0 + Noinformation at ail J EI ] IUaY o SayaaY e I 0
| s Information provided on at least a ’ ‘ T S i e e fas, Y e e . I
! 1 quarter { a few of the productsand D ’ _i_;.: ,‘. "‘:L‘_\‘ df_-.__“ 1
5 services discussed | i a T I
[ ) « Information praovided on at least half | O ! Claliall; Alalall S paatt head G B Jlae] e I 2
| of the products and services discussed T ol A Loy
* Information provided on at least three iyl e A8 ] gl R R el e
3 quarters or more of the products and E m ,.s ‘,’. &,'J s U, "’h . 3
services discussed e g Slaaslly Siatids AL
3 ¢  Not Applicable elais Y e 3

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

aluall 13 Aaiall ALK y Dl y S} 2l ARlaLe Dhe gika 7

] G ) AASE B laly

ECAMIN‘:&ESTTHEfO E;R&I\&\S‘ECTION B.
0

s  Noinformation at all

AU o GlagaaY e o}

« |nformation provided on at least a

Alaiall e plaad) e BB fao; BY e !

E[:ll:l[]*d

1 quarter / a few of the products and chme e e 1
! L | Zlaxadl g Diadially
services discussed AL A
2 + Infarmation provided on at least half Slatialy Aalaiadl i glealt vioad Y o elne! @ 5
of the products and services discussed Lgililia o0 A Solasdll
\ . Info:tmatson prowdcidt:n at I:as: thre;e el e I i EL T S e ! e ,
quarters or more of the products an Wi 5 2 ekl y ait; Aiaid
services discussed
3 ¢ Not Applicable Sy e
2 Did the staff attempt to acquire more customer Jal e Gl Akl AST e plne 48 jaad 4 glaas Cilh galt o6 JaF
information so as to follow-up at the end of the visit? T3 G A il il
3 1. Yes E o L 3
0 2. No O a2 0

If ‘No’, please specify your comments:

i 7ty 4 el S 1Y
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7.1 Timeless

cy

+

7.1

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

ot a9 el (il gall e Jualll Gy g R Jh Mo LYY Sy )

UL PP IR

| INT: SPECIFY TIME IN MINUTES:

i . .
| BB e B 1 s2a st
0 5w RN JFPREIORE
T i "
0 | e Overi5minutes in} e LI R
. | e 5-10 minutes d X 10-5 . 1
{2 ¢« 3-5minutes E i BiEs5-3 e ]
3 e  Under 3 minutes | FB W o F e ‘3

i

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

T JEly Gaty wial) A U S Ol g Al A o

0 . gllL]Jeuing systern did not function at E DY) o Jaag ¥ ciad i LY A e 0
¢ Queuing system functioned, but it Yo e . . AT
1 il sl ey —iall Laiiyl as )
worked with a few impediments I:I S & Oty o o e 1
e Queuing system functioned and it Juab IS5 g & gposy Juny iall 4 JLTY! M3 e
2 stem T . O 2
worked quite easily and efficiently o O
3 s Queuing system functioned and it 0 JES ) Al & sy ety ial) b UG S ) e 3
worked very easily and efficiently Jad
* Not applicable D By e -

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

a3l ga Il g gl i (g i1 3505 i D™ Jal fe 2 il gl

:u i ITR)

INT: SPECIFY TIME IN MINUTES:

L £ LT\ RUEASCER U TR
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] H. Additional Comments on Visit 25 bl Allaiall A 8LaY) Sla Shall e
' (If any): (a2 L)

*No P kg
¥ move CMoivs.

H vwove cleaka a@f A %
orplees i

End of the Survey - Thank you very much....
Sy 184 — et Llgs

,..W-_.-f:e:s-"t' N & ’, wa@,’r%w;g R
SR e

G. TOTAL Branch Score
{(Total unweighted branch score, summing all sections):

' Secti | para Under Evaluath Total Points Scored in this Total Points Allocated /
. - Area: Parameter
C Branch Presentation and Customer Facilities
D Greeting and Soft Skills of Staff
E Staff Capability, Knowledge and Cross-Selling
F Timeless
TOTAL SCORE

H(a B! S pen of il daa yall 2 WU § yesd)

£ Jill bl £ gans £

Jalall fAracalall WL P papa ekl B Ll DAY £ gepe - & gkl ady g Jalal) paadl}
GOl Al cdgill y £ Al a0 =
Cnil gad) 2 L g g 53l <
s il les g 45k aay il gal) § 00 z
b yl) d
;D g gape
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