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A. Details of Visit 55 Jawalds
Bank Dhofar & s Al
Bank Muscat O S S
National Bank of Oman O PEDVL I N D o g3 1
1. BankVisited
HSBC-OIB O HSBC-OIB
Bank Sohar O PN
Other Bank: CAab Ay
2a. Branch Name BC’U\K& § ol al 12
2b. Branch Area M il pdge 2
3. Branch City 6@“ a3
4. Branch Region Voo il
& [ A auni 4
Day [ Month | Year Al [ gl [ esd il a5
5. Date of Visit
| | 2913 € | 1%
Hours | Minutes AAda [ el
6. Start Time of Visit \ 8 1 i luZa, B
H i bl Zs Ll
7. Total Duration of =T Minutes Ca = S a7
visit | ) 3= | RS
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2.

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

3y lea md

Double your Salary
Cffer

S caels

Youth & Student

or Current Account D o5 e
Saving Scheme D FERUAG A
Housing Loan g e s A
Car Loan D ol o A
Educational Loan D gaddal i
Credit Cards Il Shalil AT
Personal Loan D gadl i

O

O

Account
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4 1 Was Customer Parldng instantly available fm' the

b4

Mystery Shopper? | Jﬂlabn}wd:-«)ﬂw -mdnﬂ
! 3 1. Yes E ? ari 1 3
| 2. No D ; 3£ 2 :

i. Specify: | ‘ e
| | % "
! 1 1
' ii. Specify time taken to find parking: _{ _min. | ‘ i ’ iy a0 2 e
|

4.2 Entrance to Building a1 Jadah 4.2
a. Was the Entrance Clean? sl Jaaa g a4 )

3 |1 Yes | pai 1 3
|

0 2. No a2 0
If ‘No’, specify “Why / Describe how” the SIS AS e g L sra llal e ST L gali S
entrance was unclean: o IV P
b. Was the Entrance Convenient? e Jaad) S Sa o
3 1. Yes | 1| 3
0 2. No O w2 o
If ‘No’, please specify “Why” the entrance was Dol Janall S8 o) M aza o NS el IS 1

inconvenient:

0 T L o PR & o 5 T T Qs q ]
85 8 Gdaniné3 ol eibines 37 & E3GR ] Glh o] LAY G g D 7 A

Was the branch premises clean? eligs E)Ul u.a._u oM b
3 1. Yes ] 1| 3
0 2. No O 3 2 0

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

) ~8 MRS Wi SU i tae NEM ] kY
the premises was unclean: = - M = s MIET iyl S 13
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a. Posters / Branding material present on doors, walls

i'ﬂ'l\,.u]_’ o .\Lﬂ .gly‘ﬂﬁ%hauuj&luhﬁuh#} 1 i

44  BrandingMaterial . - - [
\
|
L

and windows?
T
L3 | L Yes B a1l 3
E 0 ! 2. No D : w2 : 0 |
E 1 If 'No', please specify “additional comments”, ; R ST USRRLADORS P EPRNE: W ST/ LS PP L S 1
; I if any: : . Ziay |
: i ' | |
. : | |
: : . ‘
| ! i . |
b. Pampbhlets, Leaflets and Brochures on display? 5 o 8y A e e a0 A e
T "
3 | 1. Yes =g i 1| 3
0 2. No O %2 0
If ‘No’, please specify “additional comments”, RN T SR LT N, DU TP R S LR V) R LR
if any: Waia g
c. Branding material up-to-date? Caliaa Ay latlh Cladall 3 pa JA S
3 1. Yes 4 1] 03
0 2. No O 32| 0
If ‘No’, please specify “additional comments”, Db aglal Slaatiat oda Hlad e NS Jigadl S 1
if any: ey
_ 3 R O e TR o O A OGN SIATA S |
a. Were ernplnyees present at over 90% of the branch 5313-_; H-"'“‘ au,, £ oAl A ga fye %90 G _,.s& A gy oS Ja
desks and counters? Y OREL]
3 1 Yes 724 i1, 3
0 2. No O x€2| o
If ‘No’, please specify “additional comments”, S PP LR 50 DA EPRET| Bt P, L PR e LR
if any: =ity

b. Were all / almost all of the staff neatly and

T S Oalal Do gl (ol gl i f S8 S 06 0

if any:

professionally dressed?
3 1. Yes %) 1] 3
0 2. No O 2| o
ARG b e TUSY | v nS 1Al
If ‘No’, please specify “additional comments”, e B 2m e e IS o gl _-fh“
[Ty

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

€ pgictanly S LS (g gmay Cai gal ama f S S b S

3 1. Yes

a1 3

0 2. No

™0

L g

If ‘No’, please specify “the approximate

number of staff not wearing name badges:

0 e gl g A et o d IS i gall S 1
Cailanly Sl LS Ty geay Y
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4.6 - ATM and COM machines -~ . . Ty T T S gl N BB Rl 48]
a. Was the area surrounding the ATM and CDM r RS PRI PR TR P SRR WU T IO T
machines clean and presentable? ! gl

3 1. Yes [ BE 1] 3

0 2. No X! %200

LY

If ‘NQ’. please specify “Why / Describe how the !

area was unclean: m i
Theae 1S No 5&;59(, J.oo.-r\sﬁu ‘

o000k and Thine Was Woles Cer'ia;'nj

ST ey /L 2o el e DS g DS

e 8

Mgb'ﬂ\-b AC s .

b. Were the ATM and CDM machines functioning?

Tl g2 £y N il el 34 S5S A

3 1. Yes

%

a1 3

0 2. No

O

a8 2 0

If 'No’, please specify “the time at which at
which the ATM / COM were not functioning
{and specify which machine, ATM ar COM):

Sl A S0 Al 8 0 daa ol e ST el S
i pall lea g ) Jaed Y gl By TN Gl el

K

NIRRT

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

TATM/COM 4ihic 3 3 chSal gl 3,00 26 Ja &

3 1. Yes D . 3

0 l2 No Bd 320 g

3 3. Not applicable 0 Sy ¥ .3 3
If ‘No’, please specify “the time at which at U Jaag ] 30 2" e i e ST ) S 1

which the cooling was not functioning
p Wa- o crec ko

KO A ’F‘"‘ He ATM

—————r \3

a. Was the branch air-conditioning fully functional
and sufficient?

g B

T— 3 = g o g

adoid b ol s S AR ORI Jiuk in k4
TS g 2 JOIy Jary Al gl Sl (S )

3 1. Yes

a1 3

0 2. No

us 2 0

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

facial Claa " ada Slial e NS L galh S 10
S R R e

b. Did the branch possess sufficient lighting?

FAAS Salaaly £ il Aoy b L

3 1. Yes

0 2. No

O

38 2 0

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

i) ke e sia Hlad e S o padl S
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c. Did the customer have sufficient waiting space /
seating area?

C pladl 3ol Ta S 16 [ ABIDN A Anie peall S A

o3 L1 ves =R 113
i |

0 2. No E] i 200
‘ | [l Siaa i’ sa diad e UUST et SIS

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

S

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

A £ R (A3 AR g galt SATEIN & gy oy 0 i ) A

VS IR R Y (WL UL T PPV BFE G P

|
|
| 3 1. Yes
j

2| i1 3
0 2. No O y2| 0
If Ne’, please 'spemfy.v Adc?ut.nona-l comments / i gy Aol " s dlliab e TS ol gal oS T
Describe how it was insufficient; 48 5 ik
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5.1 Greeting of Customer

R S T S s
E‘.L’fu%ﬁﬁ&m-&. ﬂw’e!‘ ﬂ*;v '_\-| "MU.' Ve

S AT O A, E
A SR RO i ..,-,.,r@
ol 3R wya 30 5.4

. a. Was the Mystery Shopper “promptly greeted / TE AN I Algaa g AR Geeidl e bl T 0 A
] acknowledged” on entering the branch? 1 | }
E o | e Nogreeting / acknowledgement i 4| il SN e 0 i
| 1 : *  Greeted within 20 minutes of enterirg D IPPRESS R v LR, Ky S CURITIN. W) l 1
2 I *+ Greeted within 5 minutes of entering | D el Al e AL 5 A __;T_ . 2
I T s |mmediately groeted on entering J el Jjas sytema i e 3

b. Did the staff either / or:

1on oY) sdaly il 20 A o

a. Ask for the customer’s name?

f ranlt ot e L

bh. Greet the customer by name?

Coad S5 an bandy

e

e Yes, the customer was greeted by name /

J'WL}‘JLIQMIJSJ?JML\_{,;‘)EM?E.\B%;I- [

basis of his / her needs

3 i 3
asked for his / her name D Ll
e No, the customer was not greeted by e e M aly /e S5 aa daanll ca il A Al S e
0 ) | = o 0
name f asked far his or her name !
P TRV v R, AP A7 B (S FTEI YR, D )
C. Did the staff ask, “How can | help you today?” * I e T "": | .f; 53
and Probe the purpose of the customer’s visit? -
3 1. Yes, the staff did this B4 Ay ilh gl o8 K a1 3
0 2. No, staff did not do this O Al s gt Sy a1 (N6 D 0
d. Was the Mystery Shopper redirected on the Nahafdaita)  Jo sl Al Tecdall dn gl it 2 b &
basis of his / her needs?
3 1. Yes, he /she was redirected on the D (ot aaigint 1 (5} panll dg g 55 35 351 g 1 3

2. [OR) The first staff member

O hraadl Ay AT SX0 W) il gall i (1) 2

the basus of hIS / her needs

Were the staff courteous on the customer maklng
his / her enquiry?

3 e.nFountereq probgd the nature of D YA N 3
visit and assister him / her
0 3. No, he /she was not redirected on g \abialjaattal L) am i et 55 4058 3 0

°|a.$huwt_ﬂa L...u-..d ‘_;.\!L‘h]us_yd\uu& |

0 * Ng, the staff were not at all courteous D Y e gl cilgalt 8 a0 US 0
* Yes, the staff were quite / reasonably . cy s == oy o
! A0 ke ABLL LAl b a5 AT
1 courteous E Bap fRlgade A8dy i gall o3 a0 1
2 *  Yes, the staff were courteous D Gl iagadl S e e 2
3 *  Yes, the staff were very courteous D AL aal ik gadl S el e 3 |
b. Did the staff demonstrate “active listening” on Sl i M alal plial" Cidhpall g0 A o I
customer enquiry?
*  No, the staff did not demonstrate .
4 1 slaas! Ab ) LY
0 active listening O il 3alt 4y ol . 0
1 s Yes, the staff listened quite / D L) By [l pike G il g} sl 55 e 1
4-.5 )h-! ’I—d , .
reasonably actively T ’ i : £
2 s Yes, the staff listened actively E Lotagh o pult ool il cans 2
3 s Yes, the staff listened very actively D A e ity cdd pad) deal A aal @ 3
7
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e Did the staff appear confident? Panadi o (B Al I i pal) 4D A LS
l i No, the staff did not appear confident | D ‘ el Tyl e i e A NS e
‘ i Yes, the staff appeared quite / L. .. q e e |
1 ' D e A A e By Al | e v ans !
[ reasonably confident ! E ; ’ DB F sl g ;
| Yes, the staff appeared confident ! D ! il e Blgadl o bl 4l e ‘
r * | .. ' v 4 o . I
' i Yes, the staff appeared very confident D Ak s il By Al e Gl gaad e |
i
Id. List the names of staff interacted , i ) et e e s }
| with: ' | I ekl it 08 pall plaal 520 |
1 M./ Ms. [ drade e hore {lada)y | iy =i e
mr / Ms o ey A o aa V2 | Lol e
: Mr. / Ms. P33 L il .
‘ Mr. / Ms. 4 | Loil/ )i e




1
a. Did the staff frequently probe the nature of the ; | €0 J8A g ) Slplial Aapn e LB il gl pd A LT
; customer's needs? ! i
31 Yes B PR 3
o 2 No . %2 | c
If ‘No’, piease specify your commaents: ; . PR ST PR R
T
’ i
b. Did the staff actively attempt to anticipate i 0533 Cipyinl BinY Ktad Kl goaay i st o A
customer needs? ' :
3 1. Yes | a1 3
0 2. No B4 % 2 0
If ‘No’, please specify your comjents: i iy o Sla ST
C‘ M:;l{. oﬂ\s l
¢.  Were the staff able to cater to the needs of the i 58 ba il 93 G G ) Slalial Al Cilh galt glhid b S
customer without seeking the help of a colleague? Tola
3 1. Yes | pei 1 3
0 2. No O 3% 2 o
If ‘No’, please specify your comments: Ul rlady o Bl S 1
INT: IF the Answer Is YES, so the answer for Q
0 should be Not Applicable
d. Were the staff able to answer all f most of the
questions posed? ha y sl ALY pliwa fS 8 A Y1 il galt plR0u JA 0
3 1. Yes B4 a1 3
0 2. No O %8 2 0
3 3- Not Applicable Sy ¥ 3 3
If ‘No’, please specify your comments: by Ly a8 s ) S 13
e. Ifthe staff were unaware of the answer to a U A AL [ S e et e (e B gall 05 & 121 .z
particular query / queries, did they politely “ask el sal fuBil e 45 5 e a8l Jal fya JUBIYI" Calgly flia cilia
you to wait while they double-checked with the
system / a colleague”?
3 1. Yes O a1 3
0 2. No X % 2 0
3 Not Applicable Sehis ¥ 3
If ‘No’, please specify your.comments: P s a8 pa ST
Qh 2, WAL Ern (:-‘,, 'Mtﬁﬂgﬁ
hoe C‘u_e ,Jtof‘ C
9
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6.2 Product Knowledge and Cross Selling - - . - |

Muhe‘-}» hlad T 62

' a. Overall, was the staff well-informed on Bank

s.auaa._,umwmumuu_,hhﬁ»1 J.JJ,_,JUQ .‘..n,_;s.‘. !

Dhafar's product and services? T AR Ay
0o | e Notatallinformed i Sy o Slegasad il oe '
! ' b J"r' s A e
' e Wellinformed on at least a quarter fa ! : i) et e e e i
I . ) i | [k il y 1 ;
1 few of the products and services [ O ! I &r J'_I:" ""'| ¢ I 1
discussed ; ; i |
5 « Wellinfarmed on at least half of tre | 0O : W Tanal y et cheal e BN L 2y e ! 5
preducts and services discussed . ' PP |
* Wellinformed on at least three- 1 oo - I
i Shalia) e A8 g gl A0 Y Lo e
3 quarters or more of the products and E j ! e 8l < A e 3

services discussed

Lt ;.":'.:l \'_‘.'\.4.‘;';.:‘}

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:

ekt g p LS} 3L3Jbﬁy|gi.+1“~,|1.4'uiu\'c-hl_yé_0-_n
"'La.h..'l_,ula.ambd.‘l.u'l u}a.“ GJ"“"‘"ubu:‘&J‘nPﬂn'}PiJ!("
_Q.I.h.'l.;:'la:\lqi

INT: LIST THE CODE FROM SECTION B.

1 PO P A IR

0 *  No knowledge at all D ey e Ay e 0
o Wellinformed on at least a quarter / a .
Saadll ¢ iladiat - ] . ! 1
1 few of the products and services D 3 Hatial oo B o ‘Fﬁh"h "'T: * 1
discussed l a
) + Wellinformed an at least half of the 0 A el y Slatiadl cdeai e BV e S e 2
praducts and services discussed 1yl
¢  Wellinformed on at least three C o .
Slasdl e ASE g gl N5 B
3 quarters or more of the products and E ) > Ay ';EJ N e a0 3
. . i, o 4441 Slaaally
services discussed
¢. Did the staff attempt to “cross-sell” other products Glesi p Sladid " ALEY) adl” o wbAl A faney B gall 48 JA &
and services? T al
0 ¢ No cross selling at all E A e el ol Llaey sl W0 @ 0
1 s  (Cross-selling after a lot of prompting D ol i) a8 | Sl aull Adeny M3 1
s Cross-selling after a little / some . . .
2 |;.1JLi.u..‘J| o | Lz | aalaas Wl8
prompting D 3 Oa LT ey LY aull laay B @ 2
3 * Immediate cross-selling attempt D Sl e Yt el lglaa: i e 3

d. Did the staff explain Why Bank Dhofar's products
and services possess a “Comparative advantage”
relative to competing banks?

LAy Yool JUE Ly Gl g Sladie 130 s Cib gt 58 Ja S
Uit & gt ae &5 e "apaail

3

1.

Yes

a1 3

o

2.

No

2 0

P plady A8 Gla NS 1

1Q
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Did the staff attempt to provide “complete
information” on Bank Dhofar’'s products and
services, along with relevant literature?

Ciadk y Diakie JF RS Sl gaa Lilee ¥ & oy ik gl 23 A 7

fhiall DI Al A il o

INT: LIST THE CODE FROM SECTION B.

D e} a3l UG B il

i
i
|

, 0 No information at all ! M| | SULY e Siayaa¥ e 0 j
: « Infgrmation provided on at least a } ‘ AT ey e O fas Y s e . |
Al A - » . ¢ .
S | quarter / a few of the productsand | B4 : . -_»'-,-':‘ Nt "j . 1
; i services discussed | ‘ ' e JTmE |
: 2 " + Information provided on at least half [:I ‘ NEPRAPL U AP NCAPAS I TN ) (AN S 2 !
| of the products and services discussed ! e a3 A DAl
| s Information provided on at least three . et Cenns v o i
e el byl pul AmE A e . | :
3 guarters or more of the products and D "J" ,::‘),'s J‘ ":"{_ 4y U’ "f.f‘i * 3
services discussed o P |
3 *  Not Applicable Sdasy ‘ 3
f. Information on relevant procedures, faliall O Aaylall 0 g ShATialt y cDil) YL Allala Gl gae 2 !
documentation and follow-up method? |
INT: LIST THE CODE FROM SECTION B. S ] Cpa el g, (.5 dal
0 e Noinformation at all | SUBY L Cilegus¥ e 0
* Infarmation provided on at least a ..
Alatadt vl plaall e LI faas Y e ol
1 quarter / a few of the products and M| ’lu], .f:_u‘l IF: =) \ "’L M‘:u ’ 1
services discussed 2 FmE
2 s Information provided on at least half D Gilabially Gl Sl gledl ciial B e olle) 2
of the products and services discussed Lilflia a8 Ol Slasalty
o Information provided on at least three L . .
N | e 581 gh pld ANE B Yae |
3 quarters or more of the products and E u’j“]_ ,‘{.“f\’j‘ E’.‘"‘. ! Jé ___":.: - y 3
services discussed i A= ’
3 ¢ Not Applicable JETNTR "

g Did the staff attempt to acquire more customer Jal O gl Alaie ST e gle 1 aead & oy i gl 23 00,2
information so as to follow-up at the end of the visit? 5 A 8 Al sl
3 1. Yes O a1 3
0 2. No 4| %2, 0

If ‘No’, ple_as[ spe]ify your iommen[s: I
rm1 Cavdad’ VWJGC/\-—'

:.iL_;iJ CL.Aﬂ:u r‘i ela ;) JMOE" 13
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{ .r rLAwL-r o ot .E{& d“#‘.ﬂ-‘ﬁ Ms ¥ ”m 1?1 e vk N
7.1 Timeless < gl 7.1
., a. Waiting time on entering the branch, before ! o O g el B pall e JaaZll Dy op N Jpda e ABGYI A0

dealing with the frontline staff: }

! D Aaail) Al ga o falellt BilT |

© INT: SPECIFY TIME IN MINUTES: i ;

¥ CLH PN Gb gt e sl

T

0 *  Over 15 minutes f D ! G 15 . 5 e b0
\ . : | P
, 1 : *  5-10 mmutes ! m ; H3110-5 e b1 ‘}
b . . [}
R s 3.5 minutes | D ! 38:5-3 e P2 }
i 3] s Under 3 minutes | O S M e B . 3
! b. Did tl:le customer feel like the queuing system °a JSy Gy el b LIV i oy o A b
functioned properly? ?
0 ) (;Teumg system did not function at E Y e Juag ¥ sl b SEIYI A e 0
1 & Queuing system functioned, but it I:I gt 3 s dg il b Y LA e 1
worked with a few impediments e ot el e
) +  Queuing system functioned and it ] Jad JC g & gy Sy el 3 LG Gl 5
worked quite easily and efficiently L s N
3 s Clueuing system functioned and it D JEl g Al AL g kg il G EYT S ) 3
worked very easily and efficiently Jud
! * Notapplicable D SauY e -
| . Time taken for the “purpose of the customer’s visit A pe J Sgme gt 2o gl kS ik 45" Jal G dasall iyl
to be fulfilled once reaching the counter: " daadd)
INT: SPECIFY TIME IN MINUTES: \ \ £ B s b gl 33a sdaly
it i Lok RN ) .ﬁ P y " ‘. x q &
i g N ﬁ'. -i y
' 4 - il 8 f_ 3 3&, S e ,
| B A . ] (¥ )
i : i TR R : R
| > A i W s i .’ : % ’
| 1] 3 K e » L T
T ¥ 3 3 ( ‘_'_vlr\'\. e "
| oy ‘ " . !
i 3 s T : g H &
| Sy e = Y 7
A b 43 > 4 T4 2 g ~
‘ N ‘D‘; "'. f i o
o Y
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H. Additional Comments on Visit 13 L Adladalt A8LaY) Cla_saal) 3 ‘E
(If any): ; (i 2

End of the Survey - Thank you very much....
e 1SS — Gt Ligd

ebeole o YRR e ik kel Yl Rl

CAIRFIEI

G'. TOTALBranch Score
{Total unweighted branch score, summing all sections):

Section Pa ter Under Evaluation Total Points Scored in this Total Points Allocated /
: - Area: Parameter
C Branch Presentation and Customer Facilities
D Greeting and 5oft Skills of Staff
E Staff Capability, Knowledge and Cross-Selling
F Timeless
TOTAL SCORE

£kl bl £ gada id
:(a‘u-'-i&" 28 fax c&_).ﬂn i_x_-\).d\ e daimih E-__,A;.n)

Jelall faadall WAl p gapa | cpualll o Llpaall AD) £ papee kA gy g Jalah palt
G Aadhdl Sl y £ oAl o
Chld padl D1 s g g 5301 &
AR all Alas g 4% ey oS pal) 353 z
b yh C
BN £ gapa
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