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HSBC-OIB 4 HSBC-0IB <
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2a. Branch Name ’f\ea_A %(C}_J & il il §2
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3. Branch City Qu.u) \ a3
4. Branch Region RMW dlaidt 4
Day | Month |  vear o e o 5
5. Date of Visit
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Opening a Savings
or Current Account
Saving Scheme

General Enquiry relating to a

specific Product, Service

and/or Facility Educational Loan

INT: SELECT AS RELEVANT AND/OR -
SPECIFY DETAILS OF Credit Cards
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Offer

Youth & Student
Account
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4.1 Was Customer Parking lnsta mib forthe
Mystery Shopper?

3 1. Yes

| O i 1 3
|
| 2. No E ! a8 2
i i Specify: : o
ii. Specify time taken to find parking: min. aids 5 i g ola A N e
4.2 Entrance to Building el N Jsdat 4.2
a. Was the Entrance Clean? olidas Jasall oAS Sa b
3 1 Yes E. a1 3
0 |2 No |l 38 2 0
If ‘Na’, specify “Why / Describe how” the S8l a3 ea Al e MUY el S 13
entrance was unclean: ekl e Jauh

b. Was the Entrance Convenient?

Hadia Jadll 55 A om

3 1. Yes

a1

3

0 2. No

0|

s 2

0

If ‘No’, please specify “Why” the entrance was
inconvenient:

O o e

branch premises clean?

Calin Jaaddh 35 3 LY aaa L "3ET el & 1

L YL T T

RS g i ise S W

3 1. Yes

pai 1

0 2. No

us 2

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

1S S iyl /13T saa ALk e "HS" Ll gadl CAS 13
ki g e
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a. Posters / Branding matenal present on doors, walls
and windows?

".1.!|_,.Lh_,‘_,| .}+]1 .u\y‘ﬂu.bml.hluhjb,‘uwh‘”@ i

3 1. Yes B il 3
0 2. No O €2 o
If ‘No’, please specify “additienal comments”, | i TAdlal Cildaa ke’ st lliad e (G Ol gall S0
if any: Way

a Were employees present at over 90% of the branch

b. Pamphlets, Leaflets and Brochures on display? Sl il Al e e a0 A
3 1. Yes E a1 3
0 2. No O %2 0
If ‘No’, please specify “additional comments”, ) Mgl CAdaa et sda Alial e ST paldt S 13
if any: (Daay
c. Branding material up-to-date? falaa 4 ladll claMall alge Ja
3 1. Yes x| ~1i 3
0 2. No a w2 o0
If ‘No’, piease specify “additional comments”, S Cfaailal Slaa i san Sliad e NS Ol gadl 813
if any: Ty

xilgas Hma + &ﬂl ‘..isy 0 %90 oo S a5 IS Ja

professionally dressed?

desks and counters? fdaait
3 1. Yes D axi 3
0 2. No B 21 0
If ‘No’, please specify "additional comments”, O Aol Ol o Hlab S S Ll gadl IS 1
if any: ’ R
b. Were all / almaost all of the staff neatly and

ey i oa el (195 5 (i pall alimae [0S A8 A L

if any:

3 1. Yes K 1] 3
0 2. No O 3$2| 0
) . 1 ‘n‘l iﬂ ol 'L‘n':. " j!| - ‘u " | 1 . ’
If ‘No’, please specify “additional comments”, Jh Taghanl Slia et s S T gl G
Day

¢. Were all/almaost the entire staff wearing name

P aduibanady D LE 4 gy | T -
badges? aaaly Ol LS O guiay (il pall plea [ S 2 6 0
3 1. Yes D i 1 3
0 2. No E % 2 3
If ‘No’, please specify “the approximate ol ke gall g BN uedh saa S e ST Ll galdl S0
number of staff not wearing name hagdges: pandy LS gy Y
|2 enb o} 19
b L
WA~ ‘L(Knbv\j A A 4
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FA G -5 ATM and COM machines -~~~ . . -

FmE

T 2 pilall PR g P b el 00T -4,

a. Was the area surrounding the ATM and CDM

uua_,u.qm;uﬂﬁl-g‘:'l,‘,”\ul).mhﬁl daad) 8l lsul f

hpdl b TSl |

machines clean and presentable? ‘ ? gl 1
3 1. Yes E 1‘ 1] 3 i
0 2. No ! w2 g |
If ‘No’, please specify “Why / Describe how the ‘ S8 gl [ saa Hlal e S Dyl S |
area was unclean: :

which the ATM / CDM were nat functioning
{and specify which machine, ATM or COM):

b. Were the ATM and CDM machines functioning? a Tdand L £y YY) jeal) B gl DS A
3 1. Yes R 1] 3
0 2. No 1 w2/ 0
If ‘No’, please specify “the time at which at a4 S5l A Byl sa allial e <UOS Gilpaldl S 13

A pall Gl gl 2aa ) Jasd Y gt playty SVl el
o el gluy g \_,m

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

CATM/CDM 4dikaia 3 4 i€l g 2,000 S a4 0

a. Was the branch air- condmomng fully functlonal
and sufficient?

3 1 Yes B4 A 3

0 2. No a B2 g

3 3. Not applicabte O Sy ¥ 3 5
If ‘No’, please specify “the time at which at A lang of o3 2 1" o Aliad e "IET il padl IS0
which the cooling was not functioning . Ky bl

“?11 pr.l '“r -\.‘f&

Lo s

*uts_,aa&wm..awumuuda

i

1. Yes

pad 1

0 2. No

O KD

a2

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

lm;_‘éu! PR b LT ,!] . a &. e H‘J—',h“ J‘\S l:ﬂ
S 5 Al S iyl

b. Did the branch possess sufficient lighting?

TR Sl Al gy Ob

3 1. Yes &4 i 1| 3
0 2. No Il 22| o0
If ‘No‘, please specify "Additional comments / Fadal Sllatie” s dlliad e UK el S 1A
Describe how it was insufficient: S % al S aa
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c. Did the customer have sufficient waiting space / !
seating area? 3

;3 1. Yes E : a1 3
O

+
S sl e lie fa S 306 [ UEID A0S daloce Jpendl DS J4 0D

| 0 2. No

a8 2 0
i I e w - el Caliha g e TUE el S 1)
If ‘Na’, please specify “Additional comments / 1'% Db "'“"n""-":si -'_):SU“S L-‘l
Describe how it was insufficient: b Sl Loy

d. Did the customer find it easy to follow the signage . P, I .
.y o L iy g AN A3 A8 gada gl ST AL ppaey a1 (g0 EUSS JA LD
within the interiors of the branch, indicating different L v . i . e rem e .
f *Jaall fSlal g [5LSATY Y e ol
counters/ work stations? chanll Gl (= ) S wlt 22
3 1. Yes ™ a1l 3
0 2. No O v2| o
If No', please .spec:fylr Addlt'lona-| commenits f ey flile) S i Al e PUET el S 1
Describe how it was insufficient: 1S S s




| 5.1 Greeting of Customer Oty a N 5.1
} a. Was the Mystery Shopper “promptly greeted / | TE AN I i e ) (edall e alllfoua 0 a0
acknowledged” on entering the branch? |
i
| 0 X ¢ Npgreeting / acknowledgement ; g i a5V e ! 0
1 ‘ ¢«  Greeted within 10 minutes of entering : D cearll i e R 10 JNA o 3 e i1
2 *  Greeted within 5 minutes of entering ! D el Jaa S B D A cus 2 e | 2
3 i s immediately greeted on entering ' D | et a0 jeb s D i 3
b. Did the staff either / or: i 1Y) paal Gl gal) 23 A L
a. Ask for the customer's name? € randl el e
b. Greet the customer by name? Taasl 85 ae Jraadl iy o
3 . Yes, the customer was greeted by name / D g e e S5 pa Jraady s il o7 Al aat e 3
asked for his / her name : g
0 . Mo, the customer was not greeted by E tandd o S aly /) 83 TR VPL FRNEVER L TR B LS 0
name / asked for his or her name L]
Uik (ki) § "Ta gl e ls A0 A" (A gl -
c. Did the staff ask, “How can ) help you today?” o 3 esd A "f "ﬁ“, nd; _,l:
and Probe the purpose of the customer’s visit? )
3 1. Yes, the staff did this H Ay iyt 4 3 a1 3
0 2. No, staff did not do this O Ay il A 382 0
d. Was the Mystery Shopper redirected on the aldalfdlabial e olly Adl fpudall 4ga yibie) o Ja &
basis of his / her needs?
1. Yes, he /she was redirected on the
! Salbalfaflalial It (5) haell dus g dole | 35 230 ¢ s
3 basis of his / her needs D W ialfAlabial S (5] Jaslt 4 A Blel 35 S gt 1 | 3
2. {OR) The first staff member .
e Juaall nl gih bl padl it (Gl
3 encountered prabed the nature of D o el 4 ::d‘ﬁ&u J:L‘_',Il ;L__u(;) 2 I 3
visit and assister him / her 30 -
3. No, he/ she was not redirected on . .
Aalialfadlalial 4 (3l Sale | 23 14
0 the basis of his / her needs E aliaiiatial il 4l blel 3 3 0

..

Ol 536 an 24k O » jodind (5.3 (5] Byl p JA 1

Were the staff courteous on the custome

r mking
his / her enquiry?
0 * No, the staff were not at all courteous D MUY Je S GiBaadt S Al NS . 0
*  Yes, the staff were quite / reasonably - - - o e
! courteous D B gk Ay Sl S i s 1
2 s Yes, the staff were courteous E S abgdl S sani W 2
3 *  Yes, the staff were very courteous D AL gk bl S Al cani e 3
b. Did the staff demonstrate “active listening” on Tl ladia "kl plial” CiB gall gl b o
customer enquiry?
*  No, the staff did not demanstrate .
’ | piael il galt 3
0 active listening D ) pi) BBt 4By 1 S 0
*  Yes, the staff listened quite / . P . ]
1 [*;L'L}'I [ ay A galt rl..nl 24 caal
reasonably actively D i i g pt @ 1
2 *  Yes, the staff listened actively E Lulagt i galt gl 33l (aai @ 2
3 e Yes, the staff listened very actively D Apla¥l e 08 L gald ol 3] cani e 3




T

s D|d the staff appear confident? | i R HLVRG TR R - JUN WS- g T
0 ®  No, the staff did not appear confident ‘ D | Adi e By A e Gyl pln d NS e
L s Yes, the staff appeared quite / i D ! e S0 ki m By Al L Cipall gl i @ !
reasonably confident i i - :
i 2 & Yes, the staff appeared confident i E Adki o Blgadl o il pal 4l el @
b3 e Yes, the staff appeared very confident * [ ] | PR IVRIUog - P -G OL VSR B | F
i d. ) List the names of staff interacted 1 ‘ g i ) i o pad S
; with:
' o mr/msClwamias [&Lwlﬂ,cnj' ranc Hagq Lo/ e e
e Mr./Ms. 2 * Louly/ el e
*  Mr./ Ms, 3 Lol laul e
. Mr. / Ms. 4 Allilf Lol .




6.1 Staff Capabiiity - L Culgdtind 6.1

a. Did the staff frequently prabe the nature of the

¢ K0 Ol g i Slabial Aapls (2 Jladiutfl cil gl 4 08 T
customer's needs? .

31 |1 Yes B4 a1 ;3
0 2. No O . %82 0
If ‘No’, please specify your comments: A a3 Ha S U |
b. z::ttohr: es::-:: :;':I;ely attempt to anticipate e e il Ty Ulad A ylany cilh pald o8 A o
3 1. Yes | a1 3
0 2. No R %2 0

nal 5 s o Sla ST 1

If ‘Ng’, please specify your comments:
\Va_4 U8

c. Were the staff able to cater to the needs of the daf 30 luas calle 93 O G 3l 2ilalRa) Al (B gall ¢ Uit JA D

customer without seeking the help of a colleague? p2La 31
3 1. Yes H pri 1 3
0 2. No O 38 2 0

H ‘No’, please specify your comments:

INT: IF the Answer is YES , so the answer for Q

) rak A s

D should be Not Applicable
d. Were the staff able to answer all / most of the )
guestions posed? faa g phaall ALY alme [0S 08 Y b pall Bl Ja S
3 1. Yes B4 i1 3
0 2. No | % 2 0
3 3- Not Applicable Sl ¥ 3 3
If ‘No’, please specify your comments: i s o Bl ST S
e. Ifthe staff were unaware of the answerto a b e Wil fome g 8 V) e |08 Ui gl 0% o1 W) g
particular query / queries, did they palitely “ask g a3l da fpRI e &30 5 S i O ABIYY Gapigy ie Gl
you to wait while they double-checked with the
system [ a colleague”?
3 1. Yes O a1 3
0 2. No O 38 2 0
3 Not Applicable K kg Y 3
If ‘No’, please specify your comments: g rlads o8 Bla ;38" 1Y
9
+ - +




+

lﬂ'

a. Overall was the staff well informed on Bank

R

uhh‘,ul.\aau&l&uu‘-uh‘,h‘uﬁﬂ1dﬂuudh s RS

services discussed

i 5 LD il

Dhofar's product and services? } ¢ s iy
0 e Not at all informed gug SEY e Giaglaa il ud e 0
e Well informed on at least a quarter / a . } Y W
1 few of the products and services l R - - & s “’“,L“"L ’u:‘ * 1
I discussed
L, e Wellinformed on at least half of the = £ 0 ey Dadidl chal Je SR e da: e 5
products and services discussed ! Latiia i
¢ Wellinformed on at least three- ; . . -
Siaal e M gl gl AR B e e
3 guarters or more of the products and D Lt e SS9 £ D ANt ex 0 3

b. 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:

pidll B s LaS) "B L E i ) gt e Aluada Aol A gy ad o

"Cladidly Sladialy  Haiall et ¢ g o Cib gal

pagia ol (2

|n..uq§

INT: LIST THE CODE FROM SECTION B.

‘}/\Aonaﬁ l}OQA/\ |

S kil oGl 4SS o ialy

services discussed

LElR o5 Al iaad

0 * No knowledge at all D ALY e Y e 0
e Wellinformed on at least a quarter / a
Silaadli g Salagualt - ) - 1
1 few of the products and services D I e S fes “Fﬂh“k :]:]"' * 1
discussed ~
2 + Well informed on at least half of the D A A el y Slaiill Chead 2 Y e Ay e 2
products and services discussed (AN
+« Wellinformed on at least three -
Sladiadl e Jisl o plagl A8 B4
3 quarters or more of the products and E = Oe S8l ol o A8 Y el e 3

I"

¢. Did the staff attempt to “cross-sell” other products

Chadd g Chadial " ALY Al o pURl & glaey LB pall o3 G

and services? 5 al
0 s Nocross selling at all E SURY e Al ol ddaes bl e 0
1 »  Cross-selling after a lot of prompting D Sl e A ey Y] i Glaay 3 e 1
s  Cross-selling after a little / some . . . .
AR ay Y1 aaddl iglaay 3
2 prompting g J O SN my ALY all Glay B8 e 2
3 * Immediate cross-selling attempt D sl e Sl all gan 05 e 3

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

ALl gyt B o3 el g Slatie Bl 7 by i gall B8 Ja

ThLBL) & gl ae Al

LM v -n

3 1. Yes O L 3
0 2. No #H© % 2. 0
If ‘No’, ple s ecify yi'gr comments: Al rliady o Bla TS 1
Connparioon
L |
10
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Did the staff attempt to provide “complete
information” on Bank Dhofar’s products and
services, along with relevant literature?

Shadd g Siladie 8 AIaS S pina” Qe Y A glaes B gall 43 S0
Piluall 13 SLESH aa ik S,

INT: LIST THE CODE FROM SECTION B.

O el (3l 4SS Bl

0 * Noinformation at all U ! ey o llagaaY e | 0
e Information provided on at least a | A ia s e G Ja N L el
Uaied Tiapaal a LAY go plec
1 qualrter / g few of the products and D L T B iy St 1
services discussed )
2 + Information provided on at least half M ‘ Dlalidlly diliai D gl sl A B gl e o
of the products and services discussed ¥ Lgain 23 3 Zilaadlly \
* Infarmation provided on at least three oo - .
Sia gl G ASH gh pl b A AN e olac!
3 quarters or more of the productsand | P& P "d 4 &—-.u . "‘ o 3
N i M?me \_\LAJ.‘hAIJ\_]\al_‘.;-:L_Im'l
services discussed
3 ® Not Applicable Gy e 3
f.  Information on relevant procedures, faduall 13 Aaglialt 4000 g D) aTeall g el 2 YL Adlete Gila glaa
documentation and follow-up method?
INT: LIST THE CODE FROM SECTION B. S ) Cya ol A o slaly
Q * No information at all D AARY o Sl e 0
» Information provided on at least a .
Alaill il pleall e B faa) BV o elac) e
1 quar.terl ? few of the products and |:| LitRia 3 i Cianlly Cilaialy 1
services discussed
2 * Information praovided on at least half D il Al e glaadl cheal Y e olle) W 2
of the products and services discussed Luifie o3 A Sheadll
* |nformation provided on at least three - - .
Slaglaall fe U381 gl gl ADIE BN 6 elac) e
3 quar:ters cfr more of the products and E S30a 5 3 asal)y il diaial 3
services discussed
3 ®  Not Applicable Gy Y e
g Did the staff attemnpt to acquire more customer Jad Oa gt Alleie ASH il lae 4 ad & gl Uil gt pld 4 F

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

%5 b0 Ay A dajGally sl

3 1. Yes

a1

3

0 2. No

X0

a2

0

If ‘No’, pleasgrspecify your comments
i._l( @,_ngz._‘f Qﬂ!ﬂl“ﬂﬂﬂd Mﬁ( 4

1" , 2Ll rldads B ela "US" 13
b | (ond
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7.1 Timeless chgd 74
a. Waiting time on entering the branch, before o O ) i pall aa Jalalll S8y g AN Jpda e ARG iy )
dealing with the frontline staff: D Aadll aBtge J5 [ alalt i)
INT: SPECIFY TIME IN MINUTES: | § R o gl 22 sl
\
0 * Over 15 minutes i E] G815 a0 S e L
! 1 e 5-10 minutes E ! Sl 10-5 e ; 1
2 e 3-5minutes R 353 e 2
3 « Under 3 minutes D VTR PR TR 3
b. Did the customer feel like the queuing system o . - .
Criaa Jl5, wdeall L MBS e o T et
functioned properly? = S b IV B LG i b
ing system did i
o . gl:neumg ¥ id not function at D B e Jag ¥ il i YIS e o
*  Queuing systern functioned, but it ) . . L e ..
) gy : et LT sl o
1 worked with a few impediments D Rl s e (09 Jany o AL L e 1
« Queuing system functioned and it Ohad JE5s 9 A g Jamy il b URSY1 U ) e
2 stem T , ] V1 g Z
worked quite easily and efficiently Loaa
3 e Queuing system functioned and it g Sty Aals A pgey Jamy il B UGy i ) e 3
worked very easily and efficiently Jiad
s Not applicable D Sk Y e -
c. Time taken for the “purpose of the customer’s visit a1 ga 1 Lpea it 30 Qg 3N B4 5 ik 4pB" Jab e dddal gl
to be fulfilled once reaching the counter: R PEEL]
JNT: SPECIFY TIME IN MINUTES: ? BB s bl 22 dialy
_:"f;- ’ ’
ey v
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H. Additional Comments on Visit 155k 0 el A 8Lyt Gila jTial) .
(If any) (e )

End of the Survey - Thank you very much....
Saja S — ) Al

. N TOTAL Branch Score

: ?Scdlmr "-'Parameter Under Evaluation

{Total unwelghted branch score, summing all sections):
T e fTotalPuhtsScoredInﬂ'nls

- Total Points Allocated / .

3 -, ERRTRE N S Area: - EORPI YLl Parameter T 2
C Branch Presentation and Customer Facilities
D Greeting and Soft Skills of Staff
E Staff Capability, Knowledge and Cross-Selling

i TOTALSGORE |7

£ Al Bl £ sanee N

(?L.dy'udsccas&)lnmﬂ1_)maw\tw)

O Aemad ) BRI 9 yeps | sl S Tipndd WA p gaps LT an S e Y g A T el
(13030 Rasial) il y ) o o
G gall O Jlgea g a3 a
ALEY anlh les 5 AZE aa y i gal) § 3 z
L
50 g gups
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