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L By &k
! 1 1 ' 1
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1L (el i gladdl DA Gl e
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13
A. Details of Visit 30 Jawalds -
Bank Dhofar H Jul A
Bank Muscat D ha. Ay
N National Bank of Oman O et ila glt Sl 0l e Daad A A 9
1. Bank Visited
HSBC-0IB ] HSBC-0OIB <y
Bank Sohar D e ALy
Other Bank: NETARELY
2a. Branch Name l\_). TN g il ot 12
2b. Branch Area N A o el Wl g Al ige 2
3.  Branch City SN (VTN Gl 3
4. Branch Region b donw VA O ki 4
Day | Month |  Year Addt Tl T 30l pg .5
5. Date of Visit
| 1 20121 £ 1\
Hours | Minutes ) { Cle Ll
6. Start Time of Visit i iy B
45 1 .
i bl i 2l Ll
7.  Total Duration of Hours Minutes - Ll
Visit )5 | I b 7
T bt | w‘u.umd
1
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Opening a Savings D
or Current Account
Saving Scheme E BIECREY

Housing Loan D ISl e A
2. General Enquiry relating to a
specific Product, Service Car Loan D 2
and/ar Facility Educational Loan S e Gt el 22 ] g ol S el
INT: SELECT AS RELEVANT AND/OR 4asdl)
SPECIFY DETAILS OF Credit Cards | el Ziay

" — ol Aad e iy Slata ale lodinl 2
Bl A .

Double your Salary

Sy Lelia
O] =
Youth & Student D S s
Account ' A




4.1 Was Customer Parking instantly milable for the
Mystery Shopper?

BB 8 e i ge AT Fpuiall 399 0 41

3 1. Yes O - 1 3
2. No B S 2
i.  Specify: ' e
MIR!. PMMJ ¢ &'f,. R !
. Specify time taken to find parkmg ___min. A 4 i pa 2y o 2 2
4.2 Entrance to Building il ) Jadalt 4,2
a. Was the Entrance Clean? SRS Jaaah s da
3 1 Yes m p=i 1 3
0 2. No O 3§ 2 0

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

S S ia g /ALY saa Al ST Llpad) SIS 1

i Jal

b. Was the Entrance Convenient?

i Ja2l 08 A L

3 1. Yes

1 3

0 2. No

O

a8 2 0

If 'No’, please specify "Why” the entrance was
inconvenient:

Was the branch premlses clean'-'

Ll Jaaall S5 3 I as L MAEY Oyl RS

E ) 1. Yes

0 2. No

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

il S Caa g AT 2na Sl e NS gt SAS 1D
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a. Posters / Branding material present on doors, walls
and windows?

Vil gy ) ) il gdl o dg o AT | Dlkeala 1393 b

3 L ves X 1] 3
0 2. No O W21 0
if ‘No’, please specify “additional comments”, SVl Sidaa et saa Sl e ST el S 1
if any: g

b. Pamphlets, Leaflets and Brochures on display?

R A PRGR T S R T R

90%0f the brnch

3 1. Yes 52| w1 3
0 2. No O w2 o
If ‘No’, please specify “additional comments”, o Rl Slaa e s dliad e ST Gl galt 1S 10
if any: Zaday
c. Branding material up-to-date? Slaa Ay Lol cladall Mge Ja 3
3 1. Yes Bd 1| 3
0 2. No O K2 0
If ‘No’, please specify “additional comments”, S i) Silha e e Sllad STl gadl SIS 1Y
if any: = %

gy " g Al .r 90 -=+! )

desks and counters? fhasil)
3 1. Yes E a1 3
0 2. No O 2| o
If ‘No’, please specify “additional comments”, IS TCTER R O, TALRICPRRE PN SIPRPLL. L JPEQ B Lk
if any: naa y

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

e i a el (395 g (gl gall aliae f 08 (AS A

if any:

3 1. Yes E a1 3
0 2. No O 2| o
A Mdlal Sl Aliad Spe ST Ol gall JAS Y
If ‘No’, please specify “additional comments”, S A a2 o AT ol ‘“’_ls :
Wy

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

by Sl 0 gaalay (B pall aBaa f S G OA D

3 1. Yes

pai 3

0 2. No

Oi

38 2 0

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

il pall a0 anall sna i e NS i gadl RS 13
el DD ety Y
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a. Was the area surrounding the ATM and CDM O 3 gl g3 10V g VT i juall B gl .h,:....1 Sl 2SO, T
machines clean and presentable? _phaall
3 1. Yes 72| a1l 3

| o 2. No O %21 0
If ‘No’, please specify “Why / Describe how the SRS sy 13 20a llnd e ST Gl gall K0
area was unclean: neadat e A
b. Were the ATM and CDM machines functioning? Toaad g ahill £y AV L) eall Peat SaAS A
3 1. Yes E a1 3
0 2. No 0 x2| 0
If ‘No’, please specify “the time at which at Boeal a0 W T GIT e Sllad e NS il S
which the ATM / COM were not functioning el e gl saag) JaaS Y ARl platy LY il sl
(and specify which machine, ATM or COM): (gl pludt 4
¢. Was there sufficient cooling in the ATM/CDM area? TATM/CDM 4dhic A 30 Gl gl 3,30 S8 Ja o
3 1 Yes O 1] 3
0 |2 No P W2t
3 | 3. Notapplicable O SRy¥.31 3
If ‘No’, please specify “the time at which at A lany ol 2308 G dua Allad e ST S gadl RSN
aa JS casall

which the cooling was not functioning !

a. Wasthe branch air- condltlonmg fully functional . ' "H'-‘J -‘ﬁ dﬁ-! ey ‘..al.n-“ S oS

and sufficient?

3 1. Yes &4 1| 3

0 2. No D NS 2 0
If ‘No’, please specify “Additional comments / [zl Cilaa Sl dus Sllab e NS b galdl CAS 1S
Describe how it was insufficient; S Sl S syl

b. Did the branch possess sufficient lighting? TAMS Sally £ bl adaly JA

3 1. Yes | 1| 3

0 2. No a 2| o
If ‘No’, please specify “Additional comments / Lzl Cldaa i saa Sllab e ST Gl gt A 1Y
Describe how it was insufficient: o LY PR D VL W




+ + +

¢. Did the customer have sufficient waiting space / T plal) e lie o IS 2oe [ B A dabue Jpall O S
seating area?

3 1. Yes E a1 3

0 2. No O w2l o0

. e A Ay Aailal Slaa N daa Hiad e TS il galdl S0
If ‘No’, please specify “Additional comments / [l e VSTl gl SIS
S s a S s

Describe how it was insufficient:

d. Did the customer find it easy to follow the signage 18 6 513 A gt SN A gt ol 0 e b G

within the interiors of the branch, indicating different et .t rai -
, Ol HSlaly (Sa) N ilaa Y ad
counters/ work stations? Dibaly () S o
3 1. Yes O ani 1 3
0 |2 No A Y2| o0

If No_, pI:ase§peC|fY Ac:?»t.lonafl comments / a3 fisilia) aatha” 31m Sllnd 0 "NS" iyl 1S U
Describe how it was insufficient: S % ) e
T ages L Tl o d
fried ob. 0w T STofd ook
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5.1 Greeting of Customer

+

Oty My sy 30 5.1

a. Was the Mystery Shopper ” prumptly greeted /
acknowledged” on entering the hranch?

T8 Al I AL gha g8 AL pudall L8 Al 31 a3 08 )

0 s Nogreeting / acknowledgement O i) ua Y e 0
1 *  Greeted within 10 minutes of entering D el Jgie e 30010 JTGE i 51l e 1
! 2 *  Greeted within 5 minutes of entering D oasll Jyhc e WG A ua Al e 2
3 * Immediately greeted on entering E coandl Jgin jgbua 0l e L 3

b. Did the staff either / or:

A gaals wili galt 23 06 g

3. Ask for the customer’'s name?

OJ;IAI_!‘\(\.A‘}J.di

b. Greet the custoamer by name?

Saal _)SJM‘JéA.I—rLI'-&J\.J
~

*  Yes, the customer was greeted by name /

jmﬁ_')oj.a/wlﬁewg%uﬁl'ﬁﬂn?d ]

3 asked for his / her name D Lyt 3
0 *  No, the customer was not greeted by @ ad o Jeg dyfdasd S5 pe Jaalcua G W38 e 0
name / asked for his or her name Lgast !

B O ko] g T ) D8 e Ay wdyS i gl o

c. Did the staff ask, “How can | help you today?” g 3 e s "‘: d{“] n'J; L:
and Probe the purpose of the customer’s visit? ) ?
3 1. Yes, the staff did this O Ay il gl ol S s 3
0 2. No, staff did not do this B Al (il gl 43 21038 2 0

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

fgtalhialfilaltal o sl ALl §pudall 4 g0 salel o0 6 &

1. Yes, he /she was redirected on the

3 basis of his / her needs

Whalialfailabial I () el dan g 2l ) 5 o8 <l ] 3

2. (OR) The first staff member

O daaad) 4 SE 3N JaN) il pall i {91) 2

the basis of his / her needs

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

3 e‘nfzounterec‘i probgd the nature of D el foxc b g 5,0 3 e 3
visit and assister him / her
0 3. No, he /she was not redirected on laia YTl L s gt Sole ] 555 0 1383 o

? Sl o.'t-l.uuq.i,\."af b Jomiien) (52l ) B gald (A8 b |

customer enquiry?

o *  No, the staff were not at all courteous SO e iR padl 05 81038 e 0
*  Yes, the staff were quite / reasonably T . -
’ 4] AL (il Gl 5oaal el
1 courteous D Paa Al guia ABLL (il gl dadall iaei e 1
2 *  Yes, the staff were courteous D il il palt S sl el W 2
3 * Yes, the staff were very courteous D AR Bad i pali S ) van @ 3
b. Did the staff demonstrate “active listening” on Tland) Al M pla) plieal™ CAB gl 45 A o

* No, the staff did not demonstrate

0 | ptheal i gl o

active listening O ol plival LB gall 4By ol . 0
e Yes, the staff listened quite / . .. ) -

1 : 1 Y i gall VA2l vans
reasonably actively O Gulaa! s A3 ke Gy B gll o) S 1ol @ 1
2 e Yes, the staff listened actively E Lulagh b pall ual ail can @ 2
3 e Yes, the staff listened very actively D Lol G 88 D pall st Sl cpad @ 3

7
+



Did the staff appear confident?

Caidi e B Al o cibgadl B 0 o

e No, the staff did not appear confident

ki a By W 6 igall g NS e

* Yes, the staff appeared quite /
reasonably confident

e Sy Al o By AT} 6 i pall g an @

s Yes, the staff appeared confident

M"@@\Juiu.h._m"‘_,.d‘ W ani W ;

e Yes, the staff appeared very confident

OX OO

it e el Pyl o als gl gsan e

i d..th List the names of staff interacted e Elalad 1 i yall plamd S35
! WwWItN:
i e Mr./Ms. HCMM g&f 1 Aol Ll e
e  Mr./Ms. 2 Al sl ah .
Mr./Ms, 3 ALl Loatil .
e Mr./Ms, 4 Alalilf il .




6.1 Staff Capability

okl gall 5,3

6.1

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

€ She Jis (g 3 Sipia) Aaph 06 Aedlu¥ly il palt 23 6 )

3 i Yes

FEE 3

0 2. Na

&0

xK2 0

If ‘No’, please specify your comments:

I['} wal W‘lk& j ;Jn‘.:s" LB

d_:\‘) CL"'-""' as 41—*; g L}l

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

o050 Salhal Rl Alad 4 ylay cib palt o8 A o

3 1. Yes | axi 1 3
0 2. No 4 % 2 0
If ‘No’, please specify your comments: ol rlaals a8 ela (ST 1Y)

e

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

i daebue il 193 G g Slaibal Al Gl gall £lalal S

customer without seeking the help of a colleague? Tka 30
3 1. Yes b s 1 3
0 2. No O M 2 0

If ‘No’, please specify your comments:

INT: IF the Answer Is YES, so the answer for Q
D should be Not Applicable

Wbl Ll o Bl ST 1Y)

d. Woere the staff able to answer all / most of the
questions posed?

Tha gkl ALYl alina [ (2 Al G galt plaial 4 &

3 1. Yes M pai 1 3
0 2. No O 35 2 0
3 3- Not Applicable Guaiy ¥ 3 3

If 'No’, please specify your comments;

W Ly o8 ela, ST

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”?

A A Al fopma Jge Jo Lo o |08 i galt 085 W) VY 2

el dal AR e A0 G e aSll Jab e UG iyl e Gtk

3 1. Yes 3 a1 3
0 2. No ¥ %8 2 0
3 Not Applicable ekl Y 3

If ‘No’, please specify your comments:

:*‘ﬂgi_) CL“:LLI ,a-i sla ) TS 1N
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{as per SECTION B); rate the staff on the level of
“product / service knowledge” in this area:

" Shaaid) p Sladially Yl 43 ) dyua"u.bwlh_’dl‘.gﬁarl_. (u

sAZkil o.u,l,a

a. Overall was the stff well- mformed on Bank Thadd g Sladiag Akl dhene Sl glaa uEJ..J\ sa OIS O ale
Dhofar's product and services? TAB o,
|0 e Notatallinformed O OB e Clagiea 2l e 0
i e Well informed on at least a guarter / a Do . .
Shaadd! g Sladiadl - LA : !
1 few of the products and services D 2 o il e 2 "_E:I "b (J.... * 1
| discussed
|r ) ¢ Wellinformed on at least half of the E & el y St el e Y o odlay e 5
i products and services discussed P AP
¢ Wellinformed an at least three- . ot - .
Siatiall e A0 o gL ARG WY o ey e
3 quat.'ters qr more of the products and D Tl 0 L3 Sl 3
services discussed
b. List the details of the “main purpose of your visit” paaill (A (55> LaS) "B LN patpi i) gl Aluaria L2 pla g A o

INT: LIST THE CODE FROM SECTION B.

SmJMC; SehaamQ @l 00 o AEG ity

0 ¢ No knowledge at all D AARY o adagy e 0
e Wellinformed on at least a quarter / a .
haasll y Slatiall 1 5 f
1 few of the products and services D 2T O Gl fos e Ji? "h ?lu * 1
] Lgidlia # ".1!\
discussed
2 » Wellinformed on at least haif of the n 5 A el y clamidl cheal e Y e Jay e 2
products and services discussed [FiACE
s Wellinformed on at |least three : -
Slalidl oe 81 g gL A Y Lk Mg e
Litiie & 1 i1 ) 3
3 quafters gr more of the products and E 5 e 3
services discussed
¢. Did the staff attempt to “cross-sell” other products Sladd y Sladial " ALDY) " O pLAY & glaay i gall S8 S8 S
and services? 5 ol
0 *  Nocross selling at all E I3 Jo o)l pd Ay aiidd e 0
1 e Cross-selling after a lot of prompting | [] SR WA (PR 4 VRN WO W [ Vi DYERN S 1
e Cross-selling after a little / some . . . - .
J il by ol all alaas 23 2
2 prompting D el Nt c'd e *
3 » Immediate cross-selling attempt D U S T PR P EVPI 3

d.

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

QLTI g JUB oy il y Sladia 13 £y GiB i B b &
PR & il g 4 Al

3 1. Yes | a1 3
0 2. No %] 32 0
If ‘No’, please specify your comments: ol Ly o8 Sla ST U3
MMQ_M.‘;
"\m’t ong
10
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Did the staff attempt to provide “complete
information” on Bank Dhofar's products and
services, along with relevant literature?

Clasi g Sladie JF "ALlS Dia gas’ il Y A glaey il palt 48 A Lz
it i3 ClaS pa ik Oy

INT: LIST THE CODE FROM SECTION B.

010G e

o i) Oy a0 A58 6 il

0 + Noinformation at all D Y e Qlagaa Y e Q
+ Infarmation provided on at least a cor -y . et .
et i gl e IR fan s S8 e pla)
1 quarter / a few of the products and O - :u::;:‘wﬁd !F_I'::J "L . 1 * 1
services discussed & I
N + Infarmation provided an at least ha!f D Chadial Al Chagladll cheal B o plie) e 2
of the products and services discussed LR 5 A Dianil
s Information provided on at least three oo - .
e glaall e 58 gi BT ADIS B o sllar) e
3 quarters or more of the products and E P e I 3
Liitlig o 0 Slaall g Saatially dilatal
services discussed & 3 il
3 ¢ Not Applicable Gy e 3
f.  Information on relevant procedures, falall Ol Anglial) 4,055 g Slalinaall g gl Yl Allnie Gl glae -
documentation and follow-up method?
INT: LIST THE CODE FROM SECTION B. S el o 3l AJEY o il
0 ¢ No information at all D S Ll Slagay e 0
¢ Information provided on at least a st Ly
ARt e glealt e TR0 B Unz !
1 quarter / a few of the products and D ”h;_:{‘w‘,:{?:] “{in "z " N * 1
services discussed # R
2 ¢ Information provided on at least half D Silatialy Glatail S gladt cdead JBY e slacl . 2
of the products and services discussed [t PR
+ Information provided on at least three - .
Sl glaalt e AST ) gl AN A e |
3 quarters or more of the products and B = M]_ .‘;. J‘s"j,&‘ ? _df y_."bn-f] ) * 3
services discussed & 3
3 s Not Applicable iy e
E Did the staff attempt to acquire more customer Jal Oa QR ARG ST Dila e A add & gy Ll gl RENY G
information sa as to follow-up at the end of the visit? To bl AdgS B AaGally aldl
3 1. Yes O U 3
0 2. No B4 32, 0
H ‘No’, please specify your comments: iy Ll a8 pla ) UE" 13
He ddnt Acguiae a,w%
fw‘—tf" u’TI‘AIw N M“J' N Cudlowd.
11
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7.1 Timeless Zd o1 71
a. Waiting time an entering the branch, before ot QP gall DAl pall g Jatadl iy of AN Jgha 26 LN <yl
dealing with the frontline staff; DAl el ga o [ alaY) Bdl)
INT: SPECIFY TIME IN MINUTES: | A T YU JENPRLY J TR
o ¢ Qver 15 minutes D l 3415 e 6l e 0
1 * 5-10 minutes D | A 10-5 e 1
2 + 3-5minutes D ! K353 e 2
3 + Under 3 minutes E Sl e W 3
b. Did the customer feel like the queuing system . R . .
. Jasn wkaall M- IAE TS IR -
functioned properly? & Lo o B P ol e b
. ueuing system did not function at
0 3| g SY not tncH O Y e Sans el i Y G e 0
e Queuing system functioned, but it \ . . . . .
| gall am a8 iall Uaiiyt 2l
1 worked with a few impediments O} dimn oo o o8y S o SR . 1
e  Queuing systemn functioned and it Jued JE2 A gy Sy il LTV W ) @
2 S . O 2
worked quite easily and efficiently L
3 & Queuing system functioned and it D JShs gl & gy Sy il o LY Wi e 3
worked very easily and efficiently Jad
+« Not applicable E ETIATE' SN .
c. Time taken for the “purpose of the customer’s visit A ga Y e gl die (g3 B g i Al Jal e daS cd g o
to be fulfilled once reaching the counter: < Adaddl

INT: SPECIFY TIME IN MINUTES: 1 A £ A Caen gl Ba kel

L
.

12
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H. Additional Comments on Visit ; 18l Allaial) LALSY) Sla il . 1‘
(If any): 1 {2y 1)

Charadd proveds v facbog &t.l
2- Proeda AC wn Y m“\\(u.wk_l

|
|

End of the Survey - Thank you very much....
Ot A3tgd

i I8l —

G. TOTAL Branch Score
(Total unwelghted branch score, summing all sections):
I ! ' - j TohlPohtsScoredlntllls- . Total Points Allocated / -
- Seetion Pmmwuwerivaluauon o Area: 1 parameter | iz
C Branch Presentation and Customer Facilities
D Greeting and 5Soft skills of Staff
E Staff Capability, Knowledge and Cross-Selling
F Timeless
: " i ":"'ﬁ-"é\.":" ‘”"..' S A . L . . ' .' 4 : » '7".-. a -
.«:"_.'.‘ﬂf.,,;;?‘;;:-;;- LU g e . TOTALSCORE |- v TR .
b IR o R R N . * RS gt
£ A Bl £ gaa Kal
(ru‘jidsaa‘t)ﬂm)dl )chnhﬁ\&_’g;.n)
e e B L T Ty ST 0 ek gy g b | - el
Sl edall Cygal y £ oAl agais <O
B gall b g g g S
&?1&1%&3&}“,‘&,&5}5 d
i - o .1'& . L -
.'i" N 4:, ~ :‘\) e Tt
A S i . LE LA
13
+ - +






