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A. Details of Visit 5L Selds )
Bank Dhofar m i oy
Bank Muscat O s Ay
National Bank of Oman D Pl i gl 25 RV ER OV REAVE A
1. Bank Visited
HSBC-OIB O HSBC-OIB 4y
Bank Sohar O BESERLY
Other Bank: ST
2a. Branch Name MG M f)ﬂa/ﬁdv ‘ # 8 at 12 ]
! |
2b. Branch Area Al Glelriad | £l g a2
3. Branch City MM Qﬂ‘y aadl 3
4. Branch Region ! 1., Cok} _ NQ,JL\ LGl 4
Day | Month | Year R sl an 5
5. Date of Visit
2] ¢ 1202 | |
Hours | Minutes R | D
6.  Start Time of Visit syg il iy 6
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2. General Enquiry relating to a
specific Product, Service
and/ar Facility

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

Opening a Savings

Double your Salary
Offer

Youth & Student

or Current Account D g e
Saving Scheme D el Ak
Housing Loan O Sl e A
Car Loan D il i A
Educatignal Loan EI el e A
Credit Cards O Sl iy
Personal Loan D gl g b

O

X

Account

o Aad e ey e ple il 2
t -

g
1 Gl Jralic 3aa g g ndiall 53 laly
aaaill
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...Lia...b; i -' _. rj"#.‘..m.*‘t» .
.1 Was Customer Parking instantly available for the

Mystery Shopper?

.y 4 ".
Ve L h-;lt‘au”..n i

TR0 o § e i ge ASN Bgesiall 239 06 4.1

3 [ 1 Yes m \ and 1 .3
l 2. No O i w2
i i. Specify: j s
| | 1
! ii. Specify time taken ta find parking: __ min. i aidy 2 g gy A g s o 1
4.2 Entrance to Building rhpall N Jydad 4.2
a. Was the Entrance Clean? el Jhaall S8
3 1. Yas E] a1 | 3
o |2 No Il % 2 0
If ‘No’, specify “Why / Describe how” the S8 s s g M 2an Slab e SIS el A1
entrance was unclean: e \_;._.Am
b. Was the Entrance Convenient? Chiulie Jaaadt A8 4 o
3 1. Yes E a1 3
0 2. No O %2 0
If ‘No’, please specify "Why" the entrance was L ool € a8 "L aoa o UIIS" il gall AS
inconvenient:

AF T Clasnkness GEPremBes 7.0 % A, oo

TR B o ) TS £ -
Bl R TERET el TGN

. N P
Was the branch premises clean? tlLks g A e S a
3 1. Yes m a1 3
0 2. No O w21 0
If ‘No’, please specify “Wh ibe how"
P ) pecify v/ Describe how CEE M S agl IR i Sl ey THET Ll gl S0
the premises was unclean:
*‘:‘-L"-’ > q-l.*“l
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4.4 . Branding Material

F T L Eadkida

and windows?

34| 430y o) aadl .u‘y‘ﬂﬁhﬁﬂ.\auhﬂ&fumh"aw iy

i a. Posters / Branding material present on doors walls
!
|

3, 1 Yes X ~ 1] 3
0o 2. No ' ¥ 2 ‘ 0
; . If 'No’, please specify “additional comments”, l ! AL Sia e sam oilad e UET el KR
‘ ,if any: | i iy
! | : }
! | : i
i i | i
. : !
| 1 L
!L b. Pamphlets, Leaflets and Brochures on display? | i ol 2y S e e a0 A
| !
3 1. Yes B 1] 3
0 2. No O 2| 0
If ‘No’, please specify “additional comments”, Sh el Caa i e Sl e MO el SIS 1Y
if any: Sy
c. Branding material up-to-date? fala 4 datl Cladall g Ja S
3 1. Yes m a1 3
0 2. No O W2 0
If ‘No’, please specify “additional comments”, Ml Gilha M saa Alias S MUS" lgadl S 10
if any: ay

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

 AE R by eentitioel Statt M in Ty Vg

Jia

- T -
4

15"» L"%é-' v

Bims 45 #h s £ AN B ga con %90 on S Salgs (IS A J |

desks and counters? LR
3 1. Yes X a1 3
0 2. No | ¥2| 0

if any:

If ‘No’, please specify “additional comments”,

S i) e M san Slab e ST el JAS 1

:;ll.&J

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

Trr 3 e ol S (o pall a5 S O L

3 1. Yes

a1 3

0 2. No

O

s 2 0

if any:

If ‘No’, please specify “additional comments”,

J' ¢":.._ﬁl_'5| e saa A 2 g 'Tﬂ).;_l‘ll ._'IS 13

Dan gy

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

Ty il A G gday (il gt pBa [ JS S A D

3 1. Yes

=R

pai 1 3

0 2. No

B2 0

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

ZpAl piln gall w3l sl saa ALl e MEET L gadl SN

ety DL ey Y
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46 - ATMand CDMmachines - = . " P ] I Ly S e 3500 4.6 |
a. Was the area surrounding the ATM and CDM ! [ ey kD gD YTy V) i el 3 gl Bt S} U8 A
machines cleon and presentable? | | Ve
3 1. Yes R a1 3
0 2. No O %20

area was unclean:

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

SE Al eyl [5a avm b e UK igad S8 H
e e S

am |

b. Were the ATM and COM machines functioning? Tl AL plaNly QN el B gl S8 b o
3 1. Yes a1 3
Q 2. No UL 2 0

If 'No’, please specify “the time at which at Pieal agh S5 Al A 2 o Al e SIS G gall SIS 1 '

which the ATM / COM were not functioning
{and specify which machine, ATM or CDM):

il et e sl sam) Sax V5 B 1Ay P! o el i

(g glyyl o

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

TATM/CDM Ghain 3y Gild gf 3y 5080 S8 6 o

3 1 Yes E and 1 3
0o |2 No 0O K20 ¢
3 3. Not applicable | Sy ¥ .3} 3
If ‘No’, please specify “the time at which at W Jany ol 38R0 aaa Sl eSS gl S0
which the coaling was not functioning s Sl asal
! . . ‘;T X Etﬁ)!"_‘?' _,-:&;‘ :; ] J 3 ; . y ) iy &
a. Was the branch air-conditioning fully functional Ty a JS5) Jany A agdl il S8 A L)
and sufficient?
3 1. Yes K] 1] 3
0 2. No ] 2| 0

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

il Sidaa e’ s2a Sliad e ST gl 58N
S S S a

b. Did the branch possess sufficient lighting? A8 Gl £ A ATy JA
3 1 Yes M 1| 3
0 2. No d W20 0
If ‘No’, please specify “Additional comments / Pl Cldas e saa Hlas S ST Uil galdl RS
Describe how it was insufficient: o LY VRN V. QU WY
i
5
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| ¢ Did the customer have sufficient waiting space / L Tl o he Cpe il e [ UBIDI KRS Aaieca Jpeall S A D
: seating area? ] ]
|3 ‘f 1. Yes 1 m ! w103 1
0 2. No in} w2l 0 |
Jradlal milaa i sam otiad MRS et S0 ]
|
I
|

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

HS & S i

|
|
|
\
|
\
|
!
!
I

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

Dy £ 810 A8 g gt TR & ggn Ay S g 0 £ S A L2

N [ -t * - PLIRT L 2o s » -
) ? ] wat \._.m.‘.u] ) | ellis Y dea
counters/ work stations? ‘ s ( ) AL 25
3 1. Yes X a1 3
0 2. No 'l v2| o
A ’ H " fas | i
i No', please .'r'pec'f\f Add't.'on? comments / o gl g figila) LA e Ll e ST b pali RS 13
Describe how it was insufficient: AR 6 s
&
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a. Was the Mystery Shopper “promptly greeted / CE AN M1 aAlyhs 8 AL Geeddl ol allifeaa 3l K0 e
acknowledged” on entering the branch? | '
0 ' s Nopgreeting / acknowledgement D . i B e | 0
1 i *  Greeted within 10 minutes of entering E el Jgac e R 10 a1 e t 1
!L 2 | e Greeted within 5 minutes of entering | D ‘ Cranll Jahn e WA E NA a3 e , 2
| 3 | ¢ Immediately greeted on entering 1 |:| ‘ Sl Jphl g ua S e 3
b. Did the staff either / or: | | TIPS ANPRCERD L FVL I 0
! a. Ask for the customer’'s name? i ¢ el e
b. Greet the customer by narme? Paasd Shae Jiaelyan ) o
3 *  Yes, the customer was greeted by name / E A e T a5 g Caaals cma TS e e 3
asked for his / her name ' Lgad
0 . No, the custormer was not greeted by D dat oo s aly f a3 ot oty il L A1 V3E e 0
name / asked for his or her name Lpast
[ EY QT RV P PR APV U AL IR DR T - PN A
€. Did the staff ask, “How can | help you today?” o 3 e . ’: JL‘, hd,: L.u
and Probe the purpose of the customer’s visit? -
3 | 1. Yes, the staff did this EQ g il gall ol 28 a1 3
0 2. No, staff did not do this [ ALyl gt iy W 58 2 0

d.

basis of his / her needs?

Was the Mystery Shopper redirected on the

UTabialfAlalial L5 sl Al Eadd! 408t 5 b LS

customer enquiry?

1. Yes, he /she was redirected on the e
3 ' ialdalafaliat B (3) Jaanll aua 8 Salet 33 220 s q
basis of his / her needs m * st ) H T S e 3
2. (OR) The first staff member ' o . .
e Jaaadl 4 a3l 20 GYY Cals adt i )
3 encountered probed the nature of | S A R S L":xbi,’;:’;jb g (|J) 2 3
visit and assister him / her S
3. No, he /she was nat redirected on . .
0 ‘ Aatdalfalalial i am il de) i 2 W3S
the basis of his / her needs D i - * e 3 0
a. Were the staff courteous on the customer making foraall B0 s AhyS (0 0 kit a8 Fal LA gal) SIS A
his / her enquiry?
0 e No, the staff were not at all courteous | [] P e G Bl O5 60 S . 0
+ Yes, the staff were quite / reasonably . . L -
1 ! Y AL el i 5l
courtegus D B g Ly 12yl a3 i cpni 0 1
2 *  Yes, the staff were courteous O et S sl caat e 2
3 *  Yes, the staff were very courteous E AR yak byt S e e 3
b. Did the staff demonstrate “active listening” on flaalt Ll ' e plial™ Cilipall 4B b o

*  No, the staff did not demonstrate .
0 ! | plaal wib gl H" RS
active listening D il > . o * 0
* Yes, the staff listened quite / . . = - . .
1 ’ Lata 4] goda A0y h cdld gall | st 30 caal
reasonably actively D il daa My, 2 b pe @ 1
2 s Yes, the staff listened actively D Lolayl i pall gl G2l suni @ 2
3 e Yes, the staff listened very actively E i e S i gl i Gl can @ 3




c Did the staff appear confident? ' i T e By Al po Bl gl o4 D
: .
f s No, the staff did not appear confident . D ' Aii e Blgadl Jo iagll e L3NS .
: e Yes, the staff appeared quite / . T ; e
B Mt i Sy W g A e D gl D e
reasonably confident O e o Pl ol el

‘ e Yes the staff appeared confident D ‘ Al Cpa Ty A I NSV SVEVS- SPCLEN
- ‘ -
| ! e Yes, the staff appeared very confident ' 4 | Al o el By adl LB il gl gl ani e
| d. List the names of staff interacted . et e e e i e
; with: L Shaias fpat uha pad plaad 831 o
T s Mr. / Ms. \\9 vedai A\ Pl R
: o« Mr/Ms. 3 o o .
i *  Mr. /Ms '3 Loyl Ll .
r e Mr./ Ms. ‘T 4 PR AT .
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6.1 Staff Capabliity

N B gt 5.,

6.1

' a. Did the staff frequently probe the nature of the : €1 C8A Gg  Dlaial A U6 ladladily B gt 53 08 T
! customer’s needs? i
T
R Yes B - 1 .3
0 2 No O 2 0
[ If ‘N’ please specify your comments: ‘ L e Al B SESY Y ;
; ; |
! | ; ;
| !
b. Did the staff actively attempt to anticipate : O e et e g Teli T - 5
Ol S 1 i Al L glaay il gall o3 6
customer needs? | G il Saihal Fuiuy g B gall W8O8
3 1. Yes E \ 221 3
0 2. No 0 38 2 0
If ‘No’, please specify your comments: i rliads 4B pla ) SIS 1Y
¢. Woere the staff able to cater to the needs of the i 330l calls (398 G gl Slabial 4l i pall £l (A L
customer without seeking the help of a colleague? Tola i
3 1. Yes X oxi 1 3
0 2. No O 32 0
If ‘No’, please specify your comments: i rliads 4 el S'S" 1Y
INT: IF the Answer is YES , 50 the answer for
D should be Not Applicable
d. Were the staff able to answer all / most of the
questions posed? Ty ) ALY alie [0S OF AglaY) il pall gl A &
3 1. Yes m FERR | 3
0 2. No O 3 2 0
3 3- Not Applicable Subais Y .3 3
If ‘No’, please specify your camments: qCng Ty a8 dla S
e. if the staff were unaware of the answer to a A e A [ g e Y1 e | o il gl % b 13
particular query / queries, did they politely “ask e dal fadall e 00 5 e W Jal e JBINIT Lyl ol Lt
you to wait while they double-checked with the
system [ a colleague”?
3 1. Yes E PV 3
0 2. No O % 2 0
3 Not Applicable Gulay ¥ 3
If ‘No’, please specify your comments: il )l e TS
9
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:6.2  Product Knowledge and Cross Selling i SR 7 Maﬂ:zﬁ-ﬁmm
a. Overall, was the staff well-informed on Bank | L ety iladie Ailais Alas -nL-,u -..Ah,..l g S e als ;,s.:... f
Dhofar's product and services? | ! ° db L,
0 l ¢ Not at all informed | D } MY e Dhageadil 0
! s  Wellinformed on at least a quarter fa | . iami fa y |
1 1| few of the products and services d et e s ‘:’M:J' ~aoe I 1
| discussed ! y A !
; 3 | « Well informed cn at leas: half of the D ’ A R el CiaTiad cdeal Ce BN e A e i 2
i ' products and services discussed ‘ i AT :
e Wellinformed on at least three- 1 X apr
‘ Dl 1 gl plajt aS B e aas
3 quarters or more of the products and ‘ E S 533% J: sers 3
i 5 s
services discussed d J
b. List the details of the “main purpose of your visit” Py ‘,-! o LS} BN ‘,..,._,n il Laaka 425y pay B o

{as per SECTION B); rate the staff on the level of

“product / service knowledge” in this area:

"'L.;;..IJ...M&NIQM\L;M uk»g,\lh_,-ﬂﬁ,lug!, {u
u.huhulq!

INT: LIST THE CODE FROM SECTION B.

O

T

)/oup\l/\ < SW S ekl g Sl A B sy
CC_O

0 * No knowledge at all D AT e e Y e 0
¢ Wellinformed on at least a quarter / a .
- @iy Solat ho- | - y t
1 few of the products and services O ety Siatial e B e 2 ‘Efﬂ = ::T * 1
discussed =
2 » Wellinformed on at least half of the .| A A Sy Claiidt dhead e BV e gy e 2
products and services discussed [PLACER
s Wellinformed an at least three I o .
‘ Saiiadl e A gl A2 A
3 quarters or more of the products and E = - 24 E.".' 435- Jﬁ "k "LH ¢ 3
o Wiltie 20 30 Siazalty
services discussed
¢. Did the staff attempt to “cross-sell” other products Sladd g Shadla 7 ALdY it o sl A jae il gall B8 G8 2
and services? T A
0 e No cross selling at all E A=Y e Ayl ey il e 0
1 e Cross-selling after a lot of prompting |:| el e R ey Loy aadl Ll B e 1
e Cross-selling after alittle / some . . . . .
W21 RN, L B | Saa Loy | dalans a
2 prompting O = 00 Gl eyl gl Blan o3 o 2
3 s Immediate cross-selling attempt D SRl e Al Aglan i 3

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

relative to competing banks?

L™ 4 n,uzdum_,maautﬂm,m,&@ L
Tdablia ..!,.ullénu i "l

3 1. Yes E] a1, 3
0 2. No K %2, 0
If ‘No’, please specify your comments: J il o bla, SIS 1Y
me () foy whad
Tf o ﬁSk‘l"“\ N
d
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Did the staff attempt to provide “complete
information” on Bank Dhofar’'s products and
services, along with relevant literature?

‘ |

v
| |
i .

Dhadd y Dipdiia B LS Zlaylaa® dlee Y A ey wild gl a0 A 2

Patiall 21 Sisel e idb 2y

INT: LIST THE CODE FROM SECTION B.

oL

S g} S A B 1 ialy

0 e Noinformation at all O IUbY Ll agaa¥ e 0
i | ¢ Informatior provided on at least a : i sk e e fas B e cec! e
i ' 1 LY W TSR W . J -
I S quarter / a few of the productsand | [_] - .‘_’:‘ A :'; o 1
: ‘ services discussed I i T
*j 2 ! e Information provided on at least half | D Zadiall AT D yadl wdeal B gE saci . 5
! of the products and services discussed 1 i P e
» information provided on at least three | . b LErgh i e -
Ziea gt R R Uac
3 quarters or more of the products and @ u)u' ijj ‘,’,1 &d‘ 4 "'a L{ffil ¢ 3
services discussed H T
3 e Not Applicable TV AT 3
f. Information on relevant procedures, lluall i3 Aaiiadl A0y DAl y (isl Yy Adfata Cilagles
documentation and follow-up method?
INT: LIST THE CODE FROM SECTION B. LA & al (o Sl RS W iy
0 * Noinformation at all D | Sy e Slageay e 0
e Information provided on at leasta o . "
ATl Sl gaall g TN fag s 84 Uac !
1 quarter / a few of the products and D ”M f‘ M {‘J’ | Jl: S N * 1
services discussed | i T
5 e Information provided on at least haif ] Slatialy ATt e gleddl chial Y o plac] e 2
of the products and services discussed PEACEVIR R PREV )
+ Information provided on at least three « ;
Shapleadi e S8l gl pLT NS B e slae] e
3 quarters or more of the products and m - J‘s ".1&: 3 Ji _..“’,:;-f. < 3
services discussed ey e
3 * Not Applicable Gy e
g Did the staff attempt to acquire more customer Jal e Gge e dhiate ST il plia 4 e A glaay CiB galt o8 4
information so as to follow-up at the end of the visit? a0 5N A A Al pLAN
3 1. Yes i X a1 3
0 2. No 1 M2 0
If ‘No’, please specify your comments; Wl iy A pla ) ST
11
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; W"" WA

SR 7,

A ? Ghar SR oA & AT Nl R
y 'ﬂ‘l’.&LM AN cidme :,."a- WYY ST S

i a. Waiting time on entering the branch, befare ; D ot gl phlB g e Salalll By g il Jgha e RN ol )
i dealing with the frontline staff: ? Dasil allge o f kel Bad
|

:_:l-iL'L\.:'I et u:nijﬂ daa tdualy

INT: SPECIFY TIME IN MINUTES:

0 e Qver 15 minutes f D GAs 15 e K e ! c
T e 5-10 minutes ! D ' i 10-5 e | i
: 2 ; e 3-5minutes ' D ' 2353 e 2 r
3 ‘ « Under 3 minutes E : REEOID P 3
b. Did the customer feel like the queuing system ; o . A
h ! Craana S0, | JLhu\ll L| | e
! functioned properly? & 4 Jat o P b LD Al A
0 . 2_'t|JEUIng systemn did not function at D : BY) e ey ¥ il b Y e 0
e (Queuing system functioned, but it b . \ e ey e
1 gl ey aa il eyl s
worked with a few impediments D ! o  &e 08y Gy A 1
e Queuing system functioned and it P Qe 8 ) & ey Sy il DY A ) e
2 S . O : 2
worked quite easily and efficiently i bosa
¢ Queuing system functioned and it CEly g Al A sy ey el BTV e
3 . : K ' ; 3
worked very easily and efficiently Jlad
s Not applicable D ETEATR S -
¢. Time taken for the “purpose of the customer’s visit Bigs S Jpa sl e (gl 55 i D" Jal e S B &
to be fulfilled once reaching the counter: 1" daail
INT: SPECIFY TIME IN MINUTES: \ 5 T I asa gl 22 sZaly
n Y " T . p T S F PR~ I LR p ! 1 i
7 e 3 :
:, L5
- 3 1
y; N o 5y
2 )
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H. Additional Comments on Visit 13 Ml ARlanal) ALyt Gl Tl .3
(If any): (e 2

|
i
4

""\)'O CQ'VVVW\_@vdA )

End of the Survey - Thank you very much....
Mg sl — ol Ay

G. TOTAL Branch Score
(Total unweighted branch score, summing all sections):
Section os ¢ Under Evaluation Total Points Scored In thls Total Points Allocated /
"m'. Area: Parameter
C Branch Presentation and Customer Facilities
D Greeting and Soft Skills of Staff
E Staff Capability, Knowledge and Cross-Selling
F Timeless
TOTAL SCORE
g sl blki £ pana R
(‘.mﬂldstu &_)I.Jha._).u'l J_u:.LLlJ'I &_,m)
Jaal) Raad ol Bkl £ gags tpuadll 8 dpceal) DA P gaga o Agih) ady o) Jalad) ekl
Gl Aadhaly St y £ R as =
OB geall S Jlgea g g 30 &
(ALY ) Aas g 4Tk g il gt 3 i d
b ¢l e
Bkh £ .
13
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