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A. Details of Visit 5Ll Ll -
Bank Dhofar E Sl 3y
Bank Muscat D BPRC
National Bank of Oman | Pandl i g S G a5 i 0 o 1
1. Bank Visited
HSBC-0IB O HSBC-OIB 4y
Bank Sohar O aa
Other Bank: DAy
2a. Branch Name MALQCQ_Y g Al 12
2b. Branch Area W/OCG\J/ g oAl aige a2
3. Branch City Anaca ¥ L 3
4. Branch Region ‘M(g! SOA,‘ Lk 4
Day 1 Month [ Year Al l el l aadt A aw 5
5. Date of Visit
| | 2¢\3 | & | 2e
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Opening a Savings
or Current Account
Saving Scheme

General Enquiry relating to a

e . Car Loan
specific Product, Service
and/or Facility Educational Loan
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SPECIFY DETAILS OF Credit Cards
Double your Salary
Offer

Youth & Student
Account
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4.1 Was Customer Parking instantly available for the
Mystery Shopper? e

Lok 16 3 b g AN Kyl 2098 4.1

3 1. Yes | pri 1 3
2. No -d %8 2
i. Specify: | dia
ii. Specify time taken to find parking: min. iy g ¥ AW e
4.2 Entrance to Building .. el N Jahalt 4,2
a. Was the Entrance Clean? ol Jasadl oA g )
3 1 Yes B4 a1 3
0 2. No O %8 2 0
if ‘No’, specify “Why / Describe how” the S ey /2L aa el e MHSY el IS
entrance was unclean: U TR P |

b. Was the Entrance Convenient?

Lol Al S O

3 1. Yes E pai 1 3
0 2. No O 2| o
If ‘No’, please specify “Why” the entrance was Taasbia Jaaall S5 a0 M3 22a ¢ MIST il gadt RS 1D

inconvenient:

i 4‘." f‘_ ; - g .' ] 203
Was the branch prerniss clean? TR p A aae IS A
3 1. Yes x| ~1| 3
0 2. No 1 22| 0

If ‘N¢’, please specify “Why / Describe how”
the premises was unclean:

SIS S iyl MR AL e TUET gl S
Akl e S
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4A - *Branding Material %

SAAR R

SE oy T e S e g G A el A A

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

3141y Sl gV (e A S Gl [ Cilhuale aa gy b

3 1. Yes A w1 3
] 2. No i D | u8 2 Q
. If ‘No’, please specify “additional comments”, S llnl Shaa et e Sl e ST Gl gall S 1D
; if any: s,

b. Pamphlets, Leaflets and Brochures on display?

S a5y S o e a3 B

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

3 1. Yes Jral i1l 3
0 2. No . w2 o
If ‘No’, please specify “additional comments”, Sl Slaada” saa i e 38T el SN
if any: T lidpy
<. Branding material up-to-date? TAia Ay el Lokl Jga A S
3 1. Yes v 1| 3
0 2. No n x2| o
If ‘No’, please specify “additional comments”, Sl Cilaatlet saa Sllad e ST lall SAS 1A
if any: slam g

@im e #139 Bl Bsn n %30 O ST 2215l IS O

"k.,'

desks and counters? LY IR
3 1. Yes D axi 1 3
0 2. No K 2| 0

If ‘No’, please specify "additional comments”,
if any:

o Vgl Slia e aia Sld e ST et S 1l
D y

e~ A degf¢

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

ey e el 90y il gal) B [ S S A

if any:

3 1. Yes E a1 3
0 2. No O W2 0
. " . M .|I ‘n‘ oy 1 - Lr‘.‘; " 5]] - t")S" ‘._.I| l "ILS |'|I
If ‘No’, please specify “additional comments”, o el S e ~ 2] =
i g

c. Were allfalmast the entire staff wearing name
badges?

[

Tty Sl (o ghiay Gk pal) plima f JS IS N

3 1. Yes

mi1l3

0 2. No

X0

38 2 0

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

ta 2V e

it il pall a0l asad) 2aa i e < HS" ol gadl S 13
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8.6 . ATM Srid COM machines, _<'v. 74 fatrt: e |

B lkt._,-r R

a. Was the area surrounding the ATM and COM

+
LTy R Y g Ehills SN A el A |

Cpan y wdids g0 FIGY g Y1 i) peall B gt Taandt S S M T

machines clean and presentabie? ¢ gl |
3 1. Yes %] s 3
o | 2. No | 321 0

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

;;LS" ‘_S N J‘ /léLJ' a3 o3 “.}“n\ "

b. Were the ATM and CDM machines functioning?

ol GAAD BTy N il eall 3 gl SIS A o

3 1. Yes

a1 3

0 2. No

1|Ed

252 a

If ‘No’, please specify “the time at which at
which the ATM / COM were nat functioning
{and specify which machine, ATM or CDM):

ieal ad €0 280 e dllai e ST Ll gall S
S peall 4 g ) sy Jaad Y g gty STV ) el
;(‘;mh&ugw 4 45‘9!

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

TATM/CDM dikaia b 3o il ) 3350 08 o

3 |1 Yes Bd 1y 3

0 2 No O B2 g

3 | 3. Notapplicable O Sy ¥ 3¢ 3
If 'No’, please specify “the time at which at A8 Jaay o0 530 280 dan b e ST ol padl 1S 1
which the cooling was not functioning o S8 sl

and sufficient?

TS g 25 s Jany sl gl

3 1. Yes & il 3
0 2. No O w2l 0
If ‘No’, please specify “Additional comments / fagdical e o Sl e MOIST el IS 1D
Describe how it was insufficient: S 8 s ay

b. Did the branch possess sufficient lighting?

TS oLl gkl gy b Lo

3 1. Yes E a1 3
0 2. No | X2 0
If ‘No’, please specify “Additional comments / i) Sk ana Sk a TS el S0
Describe haw it was insufficient: P LSO YL g
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c. Did the customer have sufficient waiting space /
seating area?

¢ pasladl el fye S 236 [ URDH) A8 dalena el SIS A D

Describe how it was insufficient:

3 1. Yes B. PEEI 3
0 | 2. No O w2 o
N N [Magdia Siania” e Sliad Se SEY el S

If ‘No’, please specify “Additional comments / T

S S o S

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

I . T .
: V:.n_,‘r_-_,i:lJ&.u«:,&,.llc.mﬂu“bagdwjlamhl&..:.
ol GStal g {allialt) 1% S0 Ldlda Tk

3 1. Yes

PYE 3

0 2. No

O
= v2| o

Describe how it was insufficignt:

if ‘No’, please specify “Additional comments /

‘MdAkOc

oyl y fAgilal e 3aa dliad e UE Ol gall S




5.1 Greeting of Customer

+

fut THL VNV L |

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

Te A S gaa b i el (o i DV 0 S a

e

No greeting / acknowledgement

Spaifeua 5Y e

1
i e Greeted within 10 minutes of entering

et Jyas e R0 S2E a3 e

e Greeted within 5 minutes of entering

W W= O

* Immediately greeted on entering

W | M= O

|
sl Cyas e 35 T o 5 e |

Spaed Jph il e

b. Did the staff either / or:

TV gaal il palt 23 A

a. Ask for the customer’s name?

¢t al e Sl | '

b. Greet the customer by name?

T S5 aa Jpaaly can )

s Yes, the customer was greeted by name /

Jlml}uhjm1§j¢.~j§uﬂ%%;_;ﬂl§ﬁseﬂ .

3
asked for his / her name E Lgad! 3
0 & No, the customer was not greeted by D TPV INS PR PY R DU D 1AL PREITER L TN LS 0
name / asked for his or her name Lpaut !

i 05 il g "0 el B e ey LS il gl z

c. Did the staff ask, “How can | help you today?” o I e i ": JL', “d; ;
and Probe the purpose of the customer’s visit? ) -
3 1. Yes, the staff did this & A%y s pall 3 3 a1 3
0 2. No, staff did not do this O Ay Cala all 2 o1 NS 2 0

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

SalialfAdaiial o ply il (3 il 4y 301 5 A

1. Yes, he / she was redirected on the

3 basis of his / her needs

Paliaifdialial 1 (3) Jaeadl aga 55 S3iet 33 00 (ani 1 3

2. (OR) The first staff member

e Crandl ag I 3] gW) Cada gall it (1) 2

the basis of his / her needs

3 e.nf:ou ntereq probf.'d the nature of I:] e foscly 6 i i Amd 3
visit and assister him / her
0 3. No, he / she was not redirected on \abiafentiial i doket 33 o0 36 3 0

customer enquiry?

. ‘ Were the taff corteus on te ustome kng | ‘-'i '--- ol u-ﬂ s,
his / her enquiry?
0 *  No, the staff were not at all courteous | [} BV e g Ciigall 0% Wl S 0
1 . ::3',.::§j:aff were quite / reasonably E S fAL e A3y il yall I3 8 pas @ 1
2 * Yes, the staff were courteous D Sl b gall S 0l e 2
3 e Yes, the staff were very courteous D AL sk il gl Sl ans e 3
b. Did the staff demonstrate “active listening” on Tpadl jlaalis¥ " ola] pliaat™ Cib gall g0 4 o

¢ No, the staff did not demonstrate

0 ool plival Cilh gall Lo
active listening D ki all B ] ¢ 0
e Yes, the staff listened quite / . P , .
1 LHLHE [N Lr Y iy AB gall “A-a\ A e
reasonably actively E i) o e S e 1
2 e Yes, the staff listened actively O Lolad B gall s i) pad @ 2
3 *  Yes, the staff listened very actively D el e AG GiB gall st 1) el e 3




Did the staff appear confident?

L T Y RS- N

= No, the staff did not appear confident I:] ki e B Al o il el WK
*  Yes, the staff appeared quite / ' Lt s 4 i " T
S P W B vy by 4db Vg s
reasonably confident O« : O Bhy h g dagal ek i o

\ s Yes, the staff appeared confident O LI LUV < N L S-S PU V- PUL R
i s Yes, the staff appeared very confident | & LV HIUP P < N VPV - S )
| d.. List the names of staff interacted : it g o s plad S5
| with: - ’ “ -
| s Mr. /Ms, DW 1 oaf lod e
: + Mr/Ms 2 AL Ay ol e
| *  Mr. / Ms, 3 ” Aanily/ Lzalill .
[ e  Mr./Ms 4 v Aoyl Lol e




6.1 Staff Capability

Ol gl 3 0 6.1

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

J.)Sudﬂ-uuyﬂuhhﬂ‘ueﬂh&JmWﬂH'a*d' 1l

3 | 1 Yes

i 1 1 3

0 | 2. No

0K

28 2 i 0

l If ‘N¢’, please specify your comments:

._..ﬂ_; r_.a.vl_.,\!..._-n. Sas

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

1

203 Slalga) Folay Alad Al foeg b gall o8 4 o

3 1. Yes

a1 3

0 2. No

03| &<

a2 0

If ‘'No’, please specify your comments:

) sl 4B da ) ST 13

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

aal fo s calbl 093 e G 3 Chaliia) b cilb gall p Uil g4 S

customer without seeking the help of a colleague? b PR
3 1. Yes iz 1 3
0 2. No 1 3 2 0

If ‘No’, please specify your comments:

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

i s 48 Gl DS 1Y)

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

o g bl ALiu§ aBae f06 08 e wili yalt gl G4 &

3 1. Yes B i1 3
0 2. No O 352 0
3 3- Not Applicable Sy ¥ .3 3

If "No’, please specify your comments:

A, gl 4 vl <O

e. If the staff were unaware of the answer to a

IN A i [y 1,~.ubL1.\v1uleﬁ...is,.nus,g|31

particular query / queries, did they politely “ask 030 dal fplhalll e AR08 e S Jaf e BRIV iyl ol ulh
you to wait while they double-checked with the
system / a colleague”?

3 1 Yes ] i 1 3

0 2. No I 282 0]

3 Not Applicable ' el ¥ 3

If ‘No’, please specify your comments:

:‘ﬁ-‘j_) C“";‘;‘.l'.' ?‘i ;1‘__’) e I.-JJ
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6.2 Product Ry B A SR : .
ba Overall was the staff well mformed on Bank |  Siesd g Slalle Ailaia e uh,h..- uE_,..J\ s 8 Jt .,ls ds.... f

Dhofar’s product and services? T s A
0 « Not at all informed Il SV e Clagla apd ad e 0
i - 1
. + Well informed on at least a quarter / a

Crand) L\.u.u\ M‘ T4
f 1 few of the products and services E] )= e & ‘P. Ji .J& HT * 1
s bl

| discussed * =
N s Well informed on at least half of the | m o g ety Siadial vheal e SV e oala; e 2
| products and services discussed gitEl
; s  Wellinformed an at least three- | . Co e
= aiiall S AT ) el AN Y
3 guarters or more of the products and T - SO st 3

services discussed

T*g' (‘:4:""" = ‘.Y‘J

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:

p—all 3 552 S} "5 S0 et 1 gl Lota Y g B o

" oladil) y Clpdially Faiall Ab o giaa” 6 Cpble gall wuly oy (2

ikl 11-‘3"’5

INT: LIST THE CODE FROM SECTION B.

S el a0 4G, B cialy

0 e No knowledge at all I:] ALY e algY e 0
+ Well informed on at Jeast a quarter / a : .
Glezalt g hadidl e LD e Y
1 few of the products and services D 3= ad les ¢ J.L:% j—; * 1
discussed &
2 e Wellinformed on at least half of the | a5 g aaall y Siatiall chead e Y1 e play e 2
products and services discussed [P
+  Woell informed on at least three ‘ -
Ciaidl ge A8 ¢ gyl A B
3 guarters or mare of the products and E ) A Zfi. - f_.z :E‘:1 ”Jr * 3
services discussed * ’

sk y Cipiial " ALSY) " o pbhl Al ghaay uiB gl o8 2

c. Did the staff attempt to “cross-sell” other products
and services? ¢l
0 e No cross selling at all O IV e oY)t dle gy ] e 0
1 ¢ Cross-selling after a lot of prompting D el e 880 g ALY el Bl 25 1
) . g:,z::,:::i:g after a little / some E S eiddl on I g Y gl s 6 2
3 » Immediate cross-selling attempt D el o Ly audl U jaw 8w 3
d. Did the staff explain Why Bank Dhofar’s preducts

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

AL Lpal kB ) chadd y Cladle 13 7 pdy il gall uF Ja &
Al ) me A5 e " gl

3 1. Yes O a1 3
0 2. No Bd X 2 0
If ‘No’, please, specify your C?Ements: W s f Bla S 1)
v Bdatha
U N
10
+ +
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e. Did the staff attempt to provide “complete Sladd g Slatis (6 "ALS Sie g i Y L paes il gl 5l A g 5
. _— Tl Sil3 SlgaSll e Uik Ly
information” on Bank Dhofar’s products and 4 & J
services, along with relevant literature?
| INT: LIST THE CODE FROM SECTION B. RS- PR LA PIORR
0 *  No information at all D ALY e Slagaa¥ e 1[ 0
i * Information provided on at least a Tl n sl e B Ja, ' e elbe! }
Co1 quarter / a few of the products and D R &u o JL -y 1
: . i s ae g ealan ._..;..H.‘Ll
services discussed !
! 5 » Information pravided on at least half ' E atials At S el deal B S sl | 5
' of the products and services discussed P
¢ Information provided on at least three W g :
e gt il gl b &0 @Y Lac |
3 quarters or more of the products and | e ."‘;. ":4:,:” EJ ¥ _:E _,U:.: i * 3
services discussed
3 + Not Applicable At T 3
f. Information on relevant procedures, falal] 3 dagliall 400y Shaliawall 3« Shel Yl Lilaie Sl yiaa 7
documentation and follow-up method?
INT: LIST THE CODE FROM SECTION B. S i) G el 48 B sl
0 e Noinformation at all | MY e Chagna¥ e 0
+ Information provided on at least a - .
GheTal e plaall Ha BN fog; ST o sline] @
1 quarter / a few of the products and D L2l 3 4:.11&::; 31 ciatid 1
services discussed
2 + Information provided on at least half g Shatially ddlaiai Cile glealt ciead F S0 slac] @ 2
of the products and services discussed Ll o5 0 Ziladdly
. e Information provrdp;d:n at I:ast thrc:’e D gl e A6 g &L.ui ibﬂdi"ﬂub RINER ;
qual:ters qr more of the products an e 25 bty iaialy dilaiad
services discussed
3 * Not Applicable Salaiyy e
g Did the staff attempt 1o acquire more customer S Oa Gy Aliade ST Cila pine A3 e AT glaey il galt W A F
information so as to follow-up at the end of the visit? T3 b AgS A Anilialy WLl
3 1 Yes iz i 1, 3
0 2. No O ¥ 2 0
If ‘No’, please specify your comments: RUURY A Pt PPN TONEY

11
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7.1 Timeless

+

Bl 71

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

A s sall i gall g Jalalll Jdy (gl Lpdo die SUIT Ay,
- daail) e;ﬁl_,- o Iq.ahl‘.ﬂ bil

INT: SPECIFY TIME IN MINUTES:

! :&ﬁ.\.“ EMC&JJ\.H; ::a'u._l

e Qver 15 minutes

GE:15 5 28 e

s  5-10 minutes

S 10-5 e

3-5 minutes

OO0

0
1
2 .
3

s Under 3 minutes

X

0
1
HL5-3 e 2
3

S 2 e B .

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

tran JUh Jey Liaall B ABEGYY pUS O 3N el b L

e« Queuing system did not function at

0 al | SUBY) e Jamy ¥ il U AL ) e 0
e Queuing system functioned, but it . . L.
1 i palt Lias ma il sy e o
worked with a few impediments D i e Oy Gy oY A . !
) »  Queuing system functioned and it E Jad JSly g &L g Sy heall B ST Gl e 2
worked quite easily and efficiently Loaa
3 e Queuing system functioned and it ] S g RS & gy Jamy il DY AR e 3
worked very easily and efficiently Jhad
= Not applicable D Guai Y e -
¢. Time taken for the “purpose of the customer’s visit e N dpapll 2 g3l B G Gm ApE” Jal e 35D g
to be fulfilled once reaching the counter: P PLER

INT: SPECIFY TIME IN MINUTES:

12

AL a2 gl s jdialy

e
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H. Additional Comments on Visit 23 bl Adlaiall A 8L5Y1 Gila il A
(If any): (aay o)

N°M

End of the Survey - Thank you very much....
Ssa 1,83 — gl s

G. | TOTAI. Brnch Sore
(Total unwelghted branch score, summing all sect:ons)

C Branch Presentation and Customer Facilities
D Greeting and Soft Skills of Staff

E Staff Capability, Knowledge and Cross-Selling
F Timeless

£ Al BlL £ gana £
~ &\m\jlﬁta;s&)ﬂm)&_}nlnhﬂltw)
7 Julal PaaalcW WEN P gaps .| cpudd A Cpuad WA pgaga™ [ 7 - 5% S, o e ikl gy g JAaR | el

Sl At ! ally £ Al apas <

ol gl 20 jgen y g 30 &

ALaY! Al Alee g A8 ey 1iB pall 3 a0 d
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