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A. Details of Visit 3,50 Jawalds o
Bank Dhofar E Shida ol
Bank Muscat O alesa iy
N National Bank of Oman O L PR gt P L a5 3 a3 S g
1. Bank Visited
HSBC-OIB O HSBC-OIB i
Bank Sahar O U
Cther Bank: c ol
2a. Branch Name A[ ch b gl al 12
2b. Branch Area Al See b Son9 /P.L Seeb £l gy 2
Mol .
3. Branch City W i 3
4.  Branch Region AL gﬂ&b SOU q/ Ged 4
Day | Month |  Year Al T T e ey 5
S.  Date of Visit
L6 205% | N
Hours | Minutes Jdah [ ke Lt
6. Start Time of Visit \ ,2-‘- 5 o s ity od, 6
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7. Total Duration of Hours Minutes S =
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General Enquiry relating to 3
specific Product, Service
and/or Facility

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

or Current Account
Savmg Scheme
Housing Loan

Car Loan
Educational Loan
Credit Cards

Persanal Loan
Double your Salary
Offer

Youth & Student
Account

O
O

O

J;\L.\icwc.ﬂq‘jl{ueb)" |2

I&'udl‘_b-dmdh\’],‘\,v.u‘.uﬂ Akt sdaly
4l




ST PR WL R

RS TE £ 4" ! 4«71 W

41 Was Customer Parking instantly available for the
Mystery Shopper? ||

3 | Yes ing w13

2. No | ]| % 2

l i specivPaene dese nD PlE

| becovnte e varke \u§ide AA WWAAM . :
, b
ii. Specify time taken to find parking:_]_Q_min. i IQ NV T L I 3/ IRV
4.2 Entrance to Building ‘ i) M Jehaill 4.2
a. Wasthe Entrance Clean? olidas faaah oiS Ja
3 |1 Yes B pxi 1 3
0 2. No | %2 0
if ‘No’, specify “Why / Describe how” the SIS A Ciayl M ia il e S g IS
entrance was unclean: RUPCA Ay P |
b. Was the Entrance Convenient? lgaslin JA) A0S JA 0
3 1. Yes B4 1] 3
0 2. No 0 2! 0
If ‘No’, please specify “Why" the entrance was g LR FRW IR PR E N S PR L o () L)
inconvenient:

RisCledoiniencl Rrewiiaes Gy oy ARG o ¢ KK

Was the branch premises clean? ID ' . "Li,ﬁ.. EJ”‘ u..,u uls Ja

3 1. Yes a1 3
0 2. No a8 2 o

If ‘No’, please specify “Why / Describe how”

. 58 kS o g U 3am Sl e "NST Ll pad! S
the premises was unclean: = == S e el S

ki e o
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T L a1 Rg kel 4.4

and windows?

a. Posters / Branding material present on doors, walls

’.\I\_,.J\JEJ s u_||J.N1J.b4._L4h\.auLl’$! Llndla.\.a_”_,l_‘

3 1. Yes | l it 3
0 2. No O w2l o
| If ‘No’, please specify “additional comments”, [ LS IR BEF B- PR IR TIE LI SRR LN PV - T
| if any: : Giay

b. Pamphlets, Leaflets and Brochures on display?

B iy DK im e o N

3 1. Yes X s 1|3
0 2. No O w2l o
If ‘No’, please specify “additional comments”, Il e e dlad e ST gall K
if any: WCaday
c. Branding material up-to-date? a4 ol claall ol ge JA S
3 1. Yes % w3
0 2. No O X2 o
If ‘No’, please specify “additional comments”, SRl Sl " e i e MUST hgat S Y
if any: Tl

a. Were employees present at over 90% of the branch A8l gy ‘-ﬁ.ﬂ& ’Uu g AN qm..!‘ Cpe %90 O J-S‘ -“'"J-‘-.' d—‘ dl |
desks and counters? Padasid)
3 1. Yes Bd 1| 3
0 2. No O w2 0
If ‘No’, please specify “additional comments”, O i) Cidaa M daa Sliad e SISl padl SIS0
if any: Ny

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

Teray e ol (90 3 (B gl plima [ JS S A

if any:

3 1. Yes E pai 1 3
0 2. No O 22| o0
- ‘ " 1 PRI RN It ﬁ 6"}5" \_;l | LS 134
If ‘No’, please specify “additional comments”, Maadta” e o » .1_\:
. ~J)

c. Were all/almost the entire staff wearing name

€ ptrancly S (3 gy (gl aima £ 8 OIS O S

badges?

3 1. Yes X 1! 3
0 2. No O w2 o
if ‘No’, please specify “the approximate S il pall g i) S saa Mol e UYL gadl AS 1)
number of staff not wearing name badges: piandy L gy Y
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[4.6 "~ "ATM and €M machines /",

R

T 4mc%_,mwﬁiﬂ4.8

. a. Was the area surrounding the ATM and CDM

u..;)ﬂlﬂu_;-lu\&‘q‘ﬂ_,",?ﬂu|ﬂ!nﬁl ) Sl S Oa li

' machines clean and presentable? i
;3 1. Yes ™ 11 3
0 2. No O 32| 0

I
!
|
H
!

I area was unclean:

|
i
—
\
\
|
I

| If ‘No’, please specify "Why / Describe how the

b. Were the ATM and COM machines functioning?

AP TP I W I S N RN TN

3 1 Yes X 1] 3
0 2. No O w2l o0
If ‘No’, please specify “the time at which at el A G A T Y e g UET i gal) S 1
which the ATM / CDM were not functioning ol el lea g saay) Jaad Vgl pladty SN Gl et
(and specify which machine, ATM or COM): (g glant ¢ Y

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

CATM/CDM 4dkia A sa Giall ¢ 3,00 clS 4 S

3 1. Yes O i1 g
0 2. No O X2
3 3. Not applicable Bd S Y 3| 5
If ‘No’, please specify “the time at which at G Jang o G320 saa Slliad e IS b galt SIS 1)
B Sy Sl

which the cooling was not functioning

bank

- """qut ,.-Jl"' bR Y o T'n ‘r
AT Brandi AnbisitRNac TRl 1

e T?}’ \k\ ‘T‘. ,_f. £

o4 o

X O e

a. Wasthe branch alr-condltlomng fully functlonal . "U'-SJ I8 Gy Al gt wdSal) S A
and sufficient?
3 1. Yes @ PYERS 3
0 2. No O w2 0

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

gl Silaa” sa Al ST i gedl IS 1
S 08 ol S eyl

b. Did the branch possess sufficient lighting?

TS Spladly £l ey JA

3 1. Yes

a1 3

0 2. No

LI &

a8 2 0

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

[l claada” aaa Sllad eSS el RS
O LI R R V. W
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¢. Did the customer have sufficient waiting space / T oeslall e lia e S a8 [ UBIDL A0S dale Jpeadd NS OA S
seating area? ‘
3 1. Yes O | 3
0 2. No & w2l g

to

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

o .
H o 'Put mov@ Cwﬁs ﬂo/ H.g

TGPRAT IS

il -

) hd

[ STl s il e U gl ST
S S S bay

d. Did the customer find it easy to follow the signage
within the interiors of the branch, indicating different

counters/ work stations?

Vs B AN JA13 A g palt SN AL g 2y (0 g 0 LR GA L

£ 0uall (jSlal g (lialt) (2 0 I Alide )

e i

3 1. Yes P it 3
If No., please 'specuhlr Addrt.uonalxl comments / i iy facial i’ e Slid e NS Lyl 1Y
Describe how it was insufficient: RS S5 o s
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5.1 Greeting of Customer

+

Y

O Ny g 30 5.1

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

TE AN D algha s ad AT Feudad) e o adilfiua B a3 AT

1

* Nogreeting / acknowledgement

4

Sl e BN

i
\
i
1

|

& Greeted within 10 minutes of entering

O

Coaell g m B8 10 S D

*  Greeted within 5 minutes of entering ‘ E]

B VRt Ch R ENNEN

|
|
&

w (M=o

+« Immediately greeted on entering

O

et Cpat ) o

0
1
2
3

b. Did the staff either / or:

FATRPS [BF XERPRU 1-F OV I g

a. Askfor the customer’'s name?

T sl ot e S

. Greet the customer by name?

faal 83 aa Spaally cia

s Yes, the customer was greeted by name /

_,\uul;‘pj_dlwlﬁ:_.a\hd_ [EENITENg v rpyre

basis of his / her needs?

3 asked for his / her name D Lpal 3
= No, the customer was not greeted by AW SPL Y U B IR TPEL ERNTRNG- 1 TR TS
0 ) X 0
name / asked for his or her name P
S T «i R PR A PP PRI A - PO 1. =
c Did the staff ask, “How can | help you today?” “'P 3o iy "': :‘* ,;‘5'; ;
and Probe the purpose of the customer’s visit? i ’
3 1. Yes, the staff did this > Al il gl Hl5 ) ans 1 3
0 2. No, staff did not do this D 3y caln palt 4y 4l N8 2 0
d. Was the Mystery Shopper redirected on the ptlaldaifalalis) o sl Al Jaddl 4y bie) oS A b

1. Yes, he / she was redirected on the

S/

her needs

ing
his / her enquiry?

Lalgaifadalial N (3) panl! S eolet a3 il ¢ and
3 basis of his / her needs D \Babinlfiiatial A ()l 4 g et 1 3
2. {OR) The first staff member Lo . . .
e Luaalt g BT A gy s gl e ()
3 encountered probed the nature of B it e I . {J g (,’) 2 3
- . . waclu foaciu g b dauks
visit and assister him / her
0 3. No, he / she was not redirected on Ll e liat N g 5l kel Xy o) (S 3 0

customer enguiry?

0 e No, the staff were not at all courteous | [] P e B il G W08 . 0
* Yes, the staff were quite / reasonably . ey o ax .
4] AdLh Akl R H P
1 courteous m P [ae Ay Bl 2 1
2 *  Yes, the staff were courteous D G il S i e 2
3 *  Yes, the staff were very courteous D QLU el Cila gall S ol cani @ 3
b. Did the staff demonstrate “active listening” on Tl leadiodd "' al g ikeat” i pall Bl A

= Np, the staff did not demonstrate

b plieal ilh gall SIS
0 active listening D i) ida St B ol ¢ 0
*  Yes, the staff listened quite / . ey . e \ . .
i ! ol Ady by i gt Fad] I8 s an
1 reasonably actively D Goat B [l e ? i gl W e 1
2 *  Yes, the staff listened actively D Golagl wdB gall Aol 3l aai @ 2
3 s Yes, the staff listened very actively E ot e 5% cilgadl Al Gl ani 3
7
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Did the staff appear confident? |

Tl e By 00 e cilh galt 4B O

[

Akl a By Al fe gl ek S

+  No, the staff did not appear confident E] . :
*  Yes, the staff appeared quite / YT S . . ‘
e Sl Al 1y 41 5 pall g Land \
reasonably confident X : b e etk e ‘
: *  Yes, the staff appeared confident D | aed] e (Bl Al L5 i gl el cand @ _L
‘ *  Yes, the staff appeared very confident D I PV S - PR I VU BT UL |
| ‘t:ith. List the names of staff interacted : s el () 1kl picanad S L |
| - N :
L e Mr/ MS-§ u\aiw\gn QL t.»h\/\ \|b%., Lo@ lod! e
o Mr./Ms. Mawnal 2 Aodlladl e
s Mr. [/ Ms. 3 Ly Latih .
¢ Mr./Ms. 4 Ayl e
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6.1 Staff Capability gkl galt § )3 6.1
a. Did the staff frequently probe the nature of the : oA il (gl Slabhal dAxub (6 ldiod B gt ol b )
customer's needs? i‘
T T T
- T & Yes 1 E ‘ a1 3
o |2 No nE w2 o
E If ‘No’, please specify your comments: ! ‘ S m ey ab ala I Y
! i
b. 0©Oid the staff actively attempt to anticipate Sep 3l Glaaial Joie¥ Alad 2 iyt ok A o
customer needs? '
3 1. Yes K a1 3
0 2. No O w2 oo
If ‘No’, please specify your comments; RUTEF AN PP IAPPI, Lk
€. Were the staff able to cater to the needs of the Al 35 an qall g3 G Gl SilatSal dh bl £ UGl A S
custamer without seeking the help of a colleague? Tl
3 1. Yes N a1 3
0 2. No B4 % 2 0
If ‘No’, please specify your comments: e rlais o8 pla ) ST
S v
INT: IF the Answer is YES , s0 the answer for Q
D should be Not Applicable
d. Were the staff able to answer all / most of the .
questions posed? faa g shall lia¥l s [S OF AlaY! il gadt gLl Ja &
3 1 Yes X pei 1 3
0 2. No 'l 32 0
3 3- Not Applicable Geleny ¥ 3 3
If ‘No’, please specify your comments: ol plaady o pla 28" 1A
e. If the staff were unaware of the answer to a Jb i dlid frpma Jlge o LY o |0 Gl palt 05y 2103
particular query / queries, did they politely “ask 2 1 dal falBIN e A0 § e G0 el e SURSY Cudyd ol
you to wait while they double-checked with the
system / a colleague”?
3 1 Yes X pui 1 3
0 2. No O xS 2 o
3 Not Applicable Splely ¥ 3
If ‘No’, please specify your comments: ALl Ly o Bl ST 1)
9
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a. Overall, was the staff well mformed on Bank

Dhofar's product and services? 1 b
0 + Not at all informed | D AUk e Dleglesad ! e 0]
| +  Wellinformed on at least a quarter / a Ciasal g ratiall e LY ] e A e .
|1 few of the products and services O b antiot . ‘u:’m rhu. 1
! discussed g #
* Wellinformed on at least half of the | ‘ £ A Dhesily Dall deal o Y Je se; @
2 atlea: X = 2
products and services discussed PR e
¢ Wellinformed on at least three- . o ‘. .
Siaial e AL o gl A Y e e e
3 uarters or more of the products and e . .. o 3
e i K P D Lol ad ".Ajl C.L..h..xl_,
services discussed
b. List the details of the “main purpose of your visit” el A g 2 LaS) "L il gt Aliaie 42 g gy o8 oo
{as per SECTION B); rate the staff on the level of "haadlly Sladialy (Flaliall A2 mall ig gieaa” o Gshb palt mky Ay
“product / service knowledge” in this area: sAihi) oda

S gkl o a0 G A8 1ty
INT: LIST THE CODE FROM SECTION B.

0 ¢ No knowledge at all O SNVl Ll ey e 0
¢ Wellinformed on at least a quarter / a .
Slaaddl y Sl 1 C 1 \
1 few of the products and services D 25 e S fos oo j?.l:% ﬁ ¢ 1
discussed c
2 ¢ Wellinformed on at least half of the 5 & Al Shaaall y Slatidl chad e BY e al e 2
products and services discussed Lgiliiie
+« Well informed on at least three - .
Sl e A g sl A0 sy
3 quarters or more of the products and D S le S8 E,Sjﬂ.u - ﬁ "’h ‘4”],' ¢ 3
services discussed ¢ 3
¢. Did the staff attempt to “cross-sell” other products Slead g Saliad *  SLGY! Al G alAl AT glaey Cill gt o18 JA LS
and services? e oAl
0 ®  Nocross selling at all E ALY e AoVl sl Gleey dy sl w 0
1 e Cross-selling after a lot of prompting | [] RARPTIEA, ([ PRge- TR VO R UV Vi PPTRR L 1
s Cross-selling after a little / some . . . . .
2 Zab Yl by Al el dlay W0 2
prompting [ = o ¥ e oo
3 ¢« Immediate cross-selling attempt D il e Yl aull ey i e 3
d. Did the staff explain Why Bank Dhofar’s products ALY L) A Ll ety e VAL 2 il o0 Ja 5
and services possess a “Comparative advantage” ? 7 ? P N 5;:; PY _,u: -
relative to competing banks? e )
3 1. Yes O 1 3
0 2. No & 2 0
If No’, please specify your comments: 2l i A pla ST

owihe,u)aﬂg)*o‘%"

Dliren Lualomen .
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e. Did the staff attempt to provide “complete | } Ciasi y Slalie (5 "alS Sia gl Sidee ¥ A g il gt o3 6 7 |
information” on Bank Dhofar's products and i ! falall i) Lt ik 2
services, along with relevant literature? | ‘

INT: LIST THE CODE FROM SECTION B. 2 S Cvﬂ ACCOMR &l (e Sall A0S 28l
o e Noinfarmation at al! 1 0 LY e Slagaay e [ o
* Informaticn provided on at least a : ‘ T g e 0 fans Y e glmel ,
1 quarter / a few of the products and D AR e - . I 1
| . i : ! abia a5 "_u‘ Slacall g Siatials ;
i services discussed \ i
2 * information provided on at least half E Satially i S paat kel Y 2 clac! e 2
of the products and services discussed ol A Ziailly
¢ Information provided on at least three - et T
S glaall e SH 9 gL A BT 5 cloel e
3 qualrters or more of the productsand | [] LiRie 5 3 ciaal y hadialy dibd 3
services discussed
3 e Not Applicable Guleyy 3
f. Information on relevant procedures, ALl 23 Aaglal) 4300y STty <Slpd a¥l s e gl 7
documentation and follow-up method?
INT: LIST THE CODE FROM SECTION B. 2 : [ L) S peallb s G FEEL ,.s sl
Sovivy NI A
0 * No information at all D ALY e Dlaginal e 0
¢ Information provided on at least a .
Glatall Sl gladdl o S fag; BY o clae!  »
1 quan:ter/ a few of the products and D il & Al el el 1
services discussed
2 + Information provided on at least half E Zhaiially ALl i plaall piead B e cllac! 8 2
of the products and services discussed [ AT (R PRER
e Information provided on at least three ot P
T glaall e S gl i A0 B e elac! e
3 quar.‘ters c_or more of the products and D Ll 5 L3 Clana) y Clakiady ddiaid 3
services discussed
3 e  Not Applicable COSTR Y
g Did the staff attempt to acquire more customer Jal G g i Adine 28T oile glae A8 el & glaay (il gal) o8 A
information so as to follow-up at the end of the visit? T3 S A daylidl LUl
3 1. Yes X i 1 3
0 2. No W X2, 0
If ‘No’, please specify your comments: i s o ela "5 1)

11



+

7.1 Timeless

+ +

o glf 7.1

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

A O gl O gl ga Jatal Sy g AN Jgds die MBI Gy 1 |
D Ail) gl g 2 [ alaYl Bill

INT: SPECIFY TIME IN MINUTES:

l (R Ca DB dta iy

QOver 15 minutes

{ Wiz 15 e ) e

5-10 minutes

SE:10-5 .

3-S minutes

FE53 e |

a
1
2 .
3

Under 3 minutes

wWlN | = O

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

S S Jeag Lhaall (A MBIV S 0 G a4

4
O
x|
u
O FL W e T e
=
O
O
O
O

0 . gltl:eumg system did not function at MBI e ey ¥ il iUy A ) 0
¢ Queuing system functioned, but it . . . . O egp s -
1 1 gall e iall LEIY alas 0l
worked with a few impediments Les t & Ofy doy e 1
2 ¢ Queuing system functioned and it Jd JEh g & gy Jaty heall 3 LAY G ) e 2
woarked quite easily and efficiently Lo
3 ¢ Queuing system functioned and it Sk g Al A ey Sty el gyt Wi e 3
worked very easily and efficiently Juad
* Notapplicable ShiuY e -
¢. Time taken for the “purpose of the customer’s visit Al ga I Lpea gl 3o 5030 B 5 chob A4l” Jal e 2304 d::-“ K-
to be fulfiled once reaching the counter: i Aadidt
INT: SPECIFY TIME IN MINUTES: o5 [ rmin A pa gl 23 1aly
™ 5{}‘ "
12
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H. Additional Comments on Visit 1h_ky e Alladall ALY Sla il A
(If any): (22 )

ﬂru_, ATH wiachanc

- hen, Sowlld e

AW

e Cudlon~ag

s TRoo Showld ke 4 big Seutn o chows aQQ,fadnau

agnba,u-—

— provide aca the Cidlowee o s
- PﬂDUwh. Quiel wéfrv !

End of the Survey - Thank you very much....
Y50 [R5 — i) dlys

VF‘F l‘a&ﬁ.’%ﬂ w’ ‘“‘FZ lﬂ -!"' ‘ ’g-:" ) “« m {
SASTIE i tm"‘:% &'&.hﬂ: b*wfg?g TR . ol % J;h
{Total unwelghted branch score, summing all sections):
S TotalPolntsSeoredlnﬂ'lls . Total Points Allocated /
Section Parameter Under Evaluauon . " Pors
C Branch Presentation and Customer Facilities
D Greeting and Soft Skills of Staff
E Staff Capability, Knowledge and Cross-Selling
F Timeless
TOTAL SCORE
EANBAIE pare  F
_ ()LAKJ‘dScA;GE}umF‘ﬁLLLJ\&w)
Jalall flaaiod WEN p gaps tpalll (8 Algnall WL £ gages o bl 5y gat Julall akll
Gt Andhalt CiSiggadll y £ A ik <
OB gal) 8 lgea y i ) )
#?15#11._“,43)‘_,.&‘,‘113)45 i
Cai_,J\ r
Bl £ gars
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