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Name Number Name Number | Name [ Number
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A. Details of Visit

3L Jawalds

1. Bank Visited

8ank Dhofar

s a2l

Bank Muscat

National Bank of Oman

randt il gl Sl

O000 X

SEERTRUIVL ARV, |

HSBC-0IB HSBC-0IB 4
Bank Sohar Jhaa Sl
Other Bank: LAl
2a. Branch Name Q,b( Codeny Kincl g at 12
2b. Branch Area CLK‘ Ceutan A\ Huxao EoAl aige 2
3. Branch City Al Huooa Lad' 3
4. Branch Region WMCOJ Gl 4
Day ’ Month [ Year 4. [ Al ] Py il an 5
5. Date of Visit
| | 203 & | Y
Hours | Minutes ) [ RPN
6. Start Time of Visit 5 sl i, B
S &
i Sl AP
7. Total Duration of Hours Minutes = i 7
Visit fO | — 7 ‘

T. PE - ACtend




Opening a Savings

or Current Account

Saving Scheme
General Enquiry relating to a
specific Product, Service ar toan
and/or Facility Educational Loan

INT: SELECT AS RELEVANT AND/OR -

SPECIFY DETAILS OF Credit Cards

Double your Salary

D

Youth & Student
Account

o gl dand Cpaa i Blata pleliiutb 2
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4.1 ) as r arldng instantly available for the
_Mystery Shopper? ' '

22980 36 § sy il go (AT §0uiaD 2ps 4.1

3 1 Yes E a1 i3
2. No D % 92 ‘
i.  Specify: | 3
ii. Specify time taken to find parking: min. ) b e 2y o 2y e
4.2 Entrance to Bullding el S Joial 4.2
a. Was the Entrance Clean? s taadh cAS e )
3 1, Yes E FrE 3
0 2. No | 3 2 0
If ‘No’, specify “Why / Describe how” the 7 N YU [ PV S P I B P, L PP
entrance was unclean: silal pa Jaadl

b. Woas the Entrance Convenient?

eldia Jhaadt (A8 A o

3 1 Yes izt ~ 1| 3
0 2. No O W2 0
If ‘No’, please specify “Why” the entrance was Taia Jaaall (S al "l dua CUHET Gl gadt 180
inconvenient:
O A A

Was the branch premises clean?

3 1. Yes
0] 2. No

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

S S o g 13 32a Bldad e ST Ol gadt SIS 13
ik 2 aal




+

+

AA__ Beanding Wlaterlel - . 5. X3 v -

T

T R BiL Y L e e A

a. Pasters / Branding material present on doors, walls
and windows?

"HIJJL’ u]_;.ha\ tut_p‘ﬂ_,.:.q_,muu)lslum aa g on )

3 1. Yes ™A mi1] 3
0 2. No a! 32| 0
If '"No’, please specify “additional comments”, Rl Doamtla’ aia Sl e S e S 1Y
if any: gy

b. Pamphlets, Leaflets and Brochures on display?

if any: 2 i

W(}uw\.o-

3 1. Yes O 1| 3
0 2. No B4 2| 0
If ‘No’, please specify “additional comments”, O At Claa e saa lliad e OIS ) SAS 1S

Wy

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

c. Branding material up-to-date? falpa Ay il ladall 3 pe JA S
3 1. Yes | a1 3
0 2. No O %2l o
If ‘No’, please specify “additional comments”, S Magilal Sldaa " daa Slod e ST il pad SIS0
if any: JILENg]

. et 'l-‘.. L N J- LA i£d L
B3y pgie 510 £ ABge (o %00 Ga S aal gy S 6

desks and counters? fhaasli
3 1. Yes B4 1| 3
0 2. No O w2 0
If ‘No’, please specify "additional comments”, O 4"l Cilaa et s Sl e ST Glall 81
if any: Waamy

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

% g el n okt (195 (ke gl gl £ 8 S A oo

if any:

3 1. Yes E ani 1 3
0 2. No O X2 o
-4 ‘u‘ Aot O te " ” .2 - |Iu 1 | o 'I.|
If ‘No’, please specify “additional comments”, -7 a0 2 o Tl iJ
. e |

¢. Were all/almast the entire staff wearing name

Tagibandy SIS O ganny (gl pal) pdima f S (RS O S

badges?
3 1. Yes | 1| 3
0 2. No %4 B2 0
If ‘Ng’, please specify “the approximate Cpall ait pall gyl el san ALk e ST el S0
number of staff not wearing name badges: el S ) yaaiay Y
aM\ e inthe
KAO';V— food 5\“. wad V\-»ef a
+ wwmwj WAL - +



+ + +

[ 4.6 - - ATMand'COM machings 1. . ~iles 2 @[ @ 0 m ehy) L gl plly O gl i 40 4.6
. a. Was the area surrounding the ATM and CDM et § -le-| ;;u-u‘ gl y ‘,-‘J\ i palt 3540 Jpad) Sl S8 A
| machines clean and presentable? 1 ok
| 3 1 Yes bd 1] 3
b0 2. No O w2 0
; If 'No’, please specify “Why / Describe how the i L N VLN W R RRPRRE 1S B L S W IS Lk
: area was unclean: U TV RO
1
|
i b. Were the ATM and CDM machines functioning? Tl AT £y N el g =8 o
i 3 1. Yes E axi 1 3
L)
0 2. No O w2 0
If ‘No’, please specify “the time at which at el 48 ST \,..i\ ol san el SUST Ol yadl KD
which the ATM / CDM were not functioning Sl el e g1 3aag) Jand Y a0 p 1Yy Y Gl peal
{and specify which machine, ATM or CDM): gl gyt b
c. Was there sufficient cooling in the ATM/CDM area? tATM/CDM dikis |3 3o il g 3 30 S 4 O
3 1 Yes E =1 3
0 |2 No O B2 9
3 3. Not applicable O ShY 3 3
If ‘No’, please specify “the time at which at A laws of g0 850" aa Sl e OIS gl S 1Y
which the cooling was not functioning o K sl

LEF IR s ] T ST e k] P D AP e v
a. Was the hranch air- condlt:omng fully functlonal “t—d-‘u ETt JS--J any ‘,-anJ! sl S Ja
and sufficient?

3 1. Yes g a1 3

0 2. No i w2| o
If ‘No’, please specify “Additional comments / fMaEla) Slea i sas dliad S OIS gl S 13
Describe how it was insufficient: S S el S ey

b. Did the branch possess sufficient lighting? TS Bplaly p bl A o

3 1. Yes 4| 1| 3

0 2. No |:] 48 2 0
If ‘No’, please specify “Additional comments / ['agilie!l Slaa e dan Sl S NET el AT
Describe how it was insufficient: S S Al




+ + +
¢. Did the customer have sufficient waiting space / gl a0lia Ga S 36/ SURDL A Lalas Jpad) S G4
seating area?
3 1. Yes B i 1| 3
0 2. No O w2 o
Fadli) Dicaatha” 3ia dioal e vUE" o gall S8 1T

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

S Sy pl S syl |

]

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

i

iy £ AN JA13 A8 g gall SN A s oy o g3 it (4
Tdaadt (pShal y (ihSall) i1 A3 e Y a5

3 1. Yes O a1 3
0 2. No A y2| o
If No., please §pec|fg Addltllon:flcomments/ i gly fdial A" sua ol e S el S 1
Describe how it was_insufficient: RS G A s
Neb oprticadls boCause - -
(s e smalQ Kk
&
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5.1 Greeting of Customer Oy 0 a3l 5.1

4 a. Was the Mystery Shopper “promptly greeted / 1 i L Alyha g8 AN Fudadl o o alllcya it oS 6
‘ acknowledged” on entering the branch?

» Nogreeting / acknowledgement el oua gV - ‘

omadl g3 e BB 10 e a5 e

e Greeted within 10 minutes of entering IL
|

*  Greeted within 5 minutes of entering

W N =D
W N = O

.

O

.D ,.,...AJ_I_,_,_\JJA q..L\JS )._\._..n_).l!'l -
E .

« |mmediateiy greeted on entering Seaall Jya 5y wa g e |

b. Did the staff either / or: FTEY) | P ETARE |- IR L I

a. Ask for the customer's name? ? dewali ot e S
b. Greet the customer by name? Paast 83 e aanll )y
3 *  Yes, the customer was greeted by name / D PR PRSI W VW B C RS TPV FRNITENG' [ g6 - PP S 3
asked for his / her name POV I
0 *  No, the customer was not greeted by m s e Jls 0y /S5 ae ey cun T GG S e 0
name / asked for his or her name el yl
A O ealiest g 00 gl DRl Sy LS (A gl -
c Did the staff ask, “How can t help you today?” s 3 e e ": ] nd; l:
and Probe the purpose of the customer’s visit? ’
3 1. Yes, the staff did this =] Sy i gl plE S8 a1 3
0 2. No, staff did not do this | Al i gl S W 3K 2 0
d. Was the Mystery Shopper redirected on the fathaifdabial o sl S gedall dga g0 Bilel )5 4 S
basis of his / her needs?
1. Yes, he / she was redirected on the ce -
’ Aalialfailalinl N (3} liant aga 4 hale) 30 22 | el
3 basis of his / her needs E alialfAainl S (F)openl tgm 511001 8 et ] 3
2. [OR) The first staff member s ) .
o5 paadtag G SN 31 Gl gall il () 2
3 e.n_countererjl probgd the nature of D Uicbe foseluy 5 i 3H ke 3
visit and assister him / her
3. Na, he / she was not redirected on . .
faldatfadlalial Al Balet 3L Al oS
0 the basis of his / her needs D Wi fiatfailabiial e yill Salet 24 r-l 3 0

a. Were the staff courteous on the customer makmg “J,uu nsL—u i J- a,\...h..l i,.u il uE,.dl UL'. da i
his / her enquiry?
o e No, the staff were not at all courteous | [] ST Je gl caligdh 8 W1 BE e 0
e Yes, the staff were quite / reasanably T . .
i Al AL s gl 5 aal ¢ pad
1 courteous I:I B fiphe 3L iy TSl el e 1
2 * Yes, the staff were courteous D b adt S W cand @ 2
3 *  Yes, the staff were very courteous E AN el ko gall 1S il caad @ 3
b. Did the staff demonstrate “active listening” on Tpamdl iy ") planal™ il gall gl b
customer enguiry?
s Ng, the staff did not demonstrate . .
’ ) plieal Lilh galt IS
0 active listening D il s 3l oy ol ¢ 0
e Yes, the staff listened quite / . P iy . .
1 ’ X Galaul it Ay sy il palt  dal 53] ¢ pal 1
reasonably actively D Pl [t # B p e
2 *  Yes, the staff listened actively E Loyl vl gult doal 2l cpai 2
3 *  Yes, the staff listened very actively D LVl e 528 b pal) heal 3] cand @ 3




Chaadi fa By Ad) Lo caBpall gl g0 S

Did the staff appear confident?

e No, the staff did not appear confident I:] Ak o By b B s gall g A DS e
s  Yes, the staff appeared quite / . . . ae . . Lo
! e JSS Al ¢ |y 4 P | f
li reasonably confident D ) O Byl o Byl el as o
! ®  Yes, the staff appeared confident D Akl e P4 e Dl gk et e
i *  Yes, the staff appeared very confident E i e lald @iy adl o cilpall gd el e
| d. . List the names of staff interacted ' ppin iLaAT 1 kB gl plamd ST 2
| with:
o M0/ Ms. O padanains \edy ithod T 1 ATt
e Mr/Ms MyaeTlaq 2 Lol e
e Mr./Ms. = 3 Al Ll e
s Mr. ./ Ms, 4 Aol Lalilt e




6.1 Staff Capability

Cudb gal) 3,3 6.1

€ A0 S 0 Gl tal dsgud 08 Sl o gall S0 A )

a. Did the staff frequently probe the nature of the

customer's needs?
3 { 1 Yes s a1 3
- : :
0o |2 No O %8 2 0
] If ‘No’, ptease specify your comments: ' ; 2y rliads 48 sla ) ST 1T
|

b. Did the staff actively attempt to anticipate £ rgr ) Chplyin) s Allad & glany il pall o5 b
customer needs? : :

3 1. Yes B pxi 1 3
0 2. No N % 2 0
If ‘No’, please specify your comments: ) s o8 pla ) ST 1Y
€. Were the staff able to cater to the needs of the daf Baoluws walb 598 O g3 Slabiial &l LB gl pliud JA
customer without seeking the help of a colleague? [ PR
3 1. Yes Bd a1 3
0 2. No (| 382 0
If ‘No’, please specify your comments: ROry Fldals a8 Bla ) SIS 1
INT: IF the Answer Is YES , sa the answer for Q
D should be Not Applicable
d. Were the staff able to answer all / most of the . ‘
questions posed? o g haalt ALl slima f05 0F Adp) il pall g i) Jb &
3 1. Yes E a1 3
0 2. No O ¥ 2 0
3 3- Not Applicable G ¥ 3 3
If ‘No’, please specify your comments: i ey o Bla ST 1)

e. If the staff were unaware of the answer to a b Al Al foma Jpaw e AlaY) e 150t Gilh galt 8 a0 1) 1
particular query / queries, did they politely “ask a3l sal fplalll e 4305 e 2L o G ABUYIT Cayigly dlia cath
you to wait while they double-checked with the
system [ a colleague”?

3 1. Yes O a1 3
0 2. No 0O 3 2 0
3 Not Applicable > (aalaiy Y 3
If ‘No’, please specify your comments: i glamly o8 pla ;) 28" 1Y)
g
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Overall was the staff well- mformed on Bank

Shadd g Cihadies Aklie Ales i gl wiligall gal SIS O8 ee S0 )

a.
i
Dhofar's product and services? ? £ b iy
i 0 { » Notatall informed a! JALY Ao Zhapinaanl il @ 0
X T - :
| | e Wellinformed on at least a quarter / a Ly et - " TV
i 1 | few of the products and services D 277 S e “‘F, "'“ = H‘J * 1
! _ [Pk LY .u
! 1 discussed
2 » Wellinformed on at least half of the 0 5 G Cileaill y STl cead o Y e sl e )
‘ products and services discussed ilie
f « Wellinfarmed on at least three-
Sipiadl e A8 g gl A W e S
3 quarters or more of the products and | P Sheial Je A gh) B2 o 0 3
) i L.,.L..ﬂ_u a2 {ul \_:u..b..fl_,
services discussed
b. List the details of the “main purpose of your visit” pakl] (A s 2 Lag) "Bl 50 i N byl dlake 42l pop Al o

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

"'W\,M‘julu}.dl Xy u.hwlh_,.q.[\eﬁlu‘.ﬂ,_"t(u

Akl o2a B

(b s0naf Vi

INT: LIST THE CODE FROM SECTION B.

Sl (e 300 L8 3 1y

0 »  No knowledge at all D oY e playy e 0
+  Weltinformed on at least a quarter / a .
~laral ¢« Cilatiall v \ . |
1 few of the products and services D = I O A s e 'E::h :]_:T * 1
discussed &
2 ¢  Well informed on at least half of the D & T il y Slatidl dheal e BV e sy @ )
products and services discussed [P R
e Wellinformed on at least three . ‘a
Slaiidl e 81 gl gl A2
3 quarters or more of the products and E == A &,f FN e play o 3
. . il 5 ’Jl Slaaddiy
services discussed
c. Did the staff attempt to “cross-sell” other products Sladd g Sladial " ALLY) anli” o aLAl A glanay Lila palt o3 O
and services? ¢l
o ¢ No cross selling at all E a3y e Aoyl al Llaay s W e 0
1 * Cross-selling after a lot of prompting D S faiaY fa K0y L] all Alaa; B e 1
s Cross-selling after a little / some .. . . -
2 2 Ayl ) =Y R TUPPIgAL
prompting O = O G ey ALY i lesy S5 e 2
3 o Immediate cross-selling attempt O Jeil e it adldldan i e 3
d. Did the staff explain Why Bank Dhofar's products

and services possess a “Comparative advantage”
relative to competing banks?

L™ gl U Gli; ciasd y ciladia 13l s LAB gal) o J4 &
FLUiall & i) pe Al “Appuail]

3 1. Yes D a1 3
0 2. No | %2, 0
If ‘No’, pleas specnfy your comments: ralyl ) iy a8 Bl 4" 13
He (i Qloped s
10
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e. Did the staff attempt to provide “complete
information” on Bank Dhafar's products and
services, along with relevant literature?

Diadh § Dlaiie (5 ALAS Sle glea Sile Y & e i gl 23 4 7

Talall @il SLECH ae b 2

INT: LIST THE CODE FROM SECTION B.

EP-U RS NCE L7 W FIONS

0 « Noinformation at all

A e ClagnaY e . 0

* Informatign provided on at least a

Adasa _‘Jl-l_’.!-l-A.:h Y J._l.ﬁ.:'l Ib_} _;‘1"1 _,.'c ;'.;n.i:' .

1 quar:‘ter / a few of the products and O i 5T Tl ) el : 1
services discussed '

2 + Information provided on at least half D Slaiialy Ailaal i yaal Ghead Y S dlac; e ' 2
of the products and services discussed f elEla ) S Ziaally !

« Information provided on at least three I oo T .
Gilapleddl e RS g gL 1A BN o sllas! e

3 quan:ters c?r more of the products and IZ L 5 LT Sl ciaial A 3
services discussed

3 *  Not Applicable by e 3

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

aluall b Anliad) 4000y Sl aiecall y (ipl el Allaie Gl gina

INT: LIST THE CODE FROM SECTION B.

S peadll el A A 1dialy

0 ¢ Naoinformation at all D ALY e ClaglaaY e 0
« Information provided on at least a ..
Aalaiadl o glaall e BN fas SV ke slloc] e
1 qua::ter / .a few of the products and D LR ) sl azial, 1
services discussed
2 e |nformation provided on at least half D Slatiall Aliad) S plaadt cdeal B 8 glac) @ 3
of the products and services discussed iiBie o Al laaddly
s Information provided on at least three vl P .
Sl giaall e 81 g gl ADE B o clac] e
3 quantters gr more of the products and E Liiia 5 il y et ik 3
services discussed
3 *  Not Applicable G Y e
g Did the staff attempt to acquire more customer Jab e Gl Aklede 58T Dle glee 33 el Ay i gl 23 6 F

infarmation so as to follow-up at the end of the visit?

€53 g b Aalialty i

3 1. Yes

a1 3

] 2. No

X0

a2 0

If ‘No’, please specify your comments: .
4 nJd

O)OOM}W

bl ey alpla y US™ A

11
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7.1 Timeless b gl 7.1
Waiting time on entering the branch, before

| a.
!

dealing with the frontline staff:

D o el (ol b pa Jalall Gy g A Jgha Lo UEIYI iy
‘ DAL Al o [ alaft 2add)

| INT: SPECIFY TIME IN MINUTES:

‘ ;J.il:uﬁl gmiéﬁ\m sSaly

[ !

1
i 0 *  Over 15 minutes D LA 18 e K e 0
Lo +  S-10 minutes | FR10-5 e 1
! 2 s  3-5 minutes D F5-3 e 2
i3 s Under 3 minutes E S L B e 3
b. Didthe customer feel like the queuing system e . . A . .
traaa JSA haall A UYL WS ol Gl O
functioned properly? & * s o $ P g L o O
. euing system did not function at . o
0 Sltlj B Y O BBV e Sy Y il i eyl A e 0
s Queuing system functioned, but it i all . C g ks by
o —ieal laait! aliad
1 worked with a few impediments D S e Ol Sy R et I 1
2 e  Queuing system functioned and it D Jd 820 ) Al gy Sy caoall 3 LTY! Gl ) e 2
worked guite easily and efficiently Lo
3 s Queuing system functioned and it D Sy Al U e Syl Y S e 3
worked very easily and efficiently Jlad
* Not applicable E R TVIRTR -
¢. Time taken for the “purpose of the customer’s visit age N dyma sl die (30 305 i 4D" Jal (e 333D Ch gl o
to be fulfilled once reaching the counter: " Aasidi
INT: SPECIFY TIME IN MINUTES: 8 LA G gl s sial

12
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H. Additional Comments on Visit 1305 Allasall ALYl Gila Sial K

(If any): (a0
. Chewlld F/wv—u{z., /Dfaa, ™ walQx

Qund waone -

_ (l“OI;:J P‘b\j’“a‘ e'taézi ‘{. K novd
LA

End of the Survey - Thank you very much....
Soa 183 — gLiud g

G.  TOTAL Branch Score

(Total unwe:ghted branch score, summing all sections):
T T : Tuhl PdntsScoredlntMs"‘ Total Points Allocated f
¥ o e . - e .
S,ctlon 4 PmendcrEvahmlon Area: ' . A para e
C Branch Presentation and Customer Facilities
D Greeting and Soft Skills of Staff
E Staff Capability, Knowledge and Cross-Selling
F Timeless
fbeele Do e 0Lt TOTAL SCORE L
gl bl p gara L F
(‘:Ldkﬂdsc.a.\st_)ﬂmﬁiﬁhhﬂ\&w) _
T el eaal WA pgags | ipalD B Ll WA g gepe | T ekl pdy g3 Jaladl [ el -
NETRLE T WO, WISt U IPRE <
Qo gpal! S e g g 5301 <
ADY) ! Ales g 438 ey (il gl 3 ud z
Qi_,.ﬂ C
' o -\A-' ’ K ! 1 - ‘_". e LT __ - . l- : '.,;\ ;:-'-~. m&*"*.
13
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