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A. Details of Visit 5450 Jpealds
Bank Dhafar xR s aly
Bank Muscat D dakaa Sl
National Bank of Oman D tanlt i ol st A0l 5 aal 2 S q
1. Bank Visited - ’
HSBC-0IB O HSBC-0IB <L
Bank Sohar D S
Other Bank: el
2a. Branch Name Q WAL f b et 12
2b. Branch Area QWM £ il adya a2
3. Branch City W\J}({\, il 3
a. eranchRegion YA€t il 4
Day | Month |  Year ) [ el [ e el am B
5. Date of Visit - ’2 2
: o\ N
TR SRR N 1
Hours i Minutes Jada [ Sleld
6. Start Time of Visit e iy iy 6
|2 2%
i A8 el
7. Total Duration of Hours Minutes Ca = e me
Visit o O [ \ O 5o Wl A3 7
1
@ R




General Enquiry relating to a
specific Product, Service
and/ar Facility

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

or Current Account
Saving Scheme
Housing Loan

Car Loan

Educational Loan

Credit Cards

Personal Loan

Double your Salary
Offer

Youth & Student
Account
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41 mm«mmwhm&lm 1,900 U’_ . L
. : bl Jgaldd 299 O 4,
_Mystery Shopper? - | o Bbes B ga _ 41
3 |1 Yes (O 1 3
| 2 No 1= % 2 |
i specify: ANNIAL, LJIADG Came ¥ e
ii. Specify time taken to find parking: '2, min. AT PP PN R ¥ N A, SR
‘4.2 Entrance to Building S el N Jodal 4.2
a. Was the Entrance Clean? HBS Jaaall o8 Ja )
3 1. Yes B a1 3
0 2. No O 35 2 0

If ‘No’, specify “Why / Describe how” the
entrance was unclean:

S "l ey /U s Sl e NS i all S
aai o

b. Woas the Entrance Convenient?

Tl Al 8 b

3 1. Yes

a1 3

0 2. No |

u8 2 0

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

R EAREPIE T U IR A LT L N PR e L K

PULE Al e OIS b

Was the branch premises clean?
3 1. Yes E FYCR| 3
0 2. No O x2| o0

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

S S syl 3L 2aa i S " wal gl S
Adslai pe Al




H_’-«t‘ TR

a. Posters / Brandmg matenal present on doors, walls
and windows?

L AR

AT Uapdin

g s o™ 1 e BRI T A

mu..n_,_\_,.;.-..n vl 3} A jcad ShME / Cheale 33 37 A

3 1. Yes hZ| 1| 3
0 2. No O %2 o
C If ‘No’, please specify “additional comments”, Sl Slaa e s dlliad e IS il gadl NS

if any: Wy

b. Pampbhlets, Leaflets and Brochures on display?

* Ay S e e o8 A

—y—T— -

a. Were employees present at over 90% of the hranch T

3 1. Yes 'E a1 3
0 2. No |:| L 2 0
If ‘No’, please specify “additional comments”, O talal Siaa " saa el e NS O gall S0
if any: Ty
c. Branding material up-to-date? il et cladell dlga Ja
3 1. Yes E a1 3
0 2. No O w2| o
If ‘No’, please specify “additional comments”, b Magdlial Slaa e 2aa Sl e SRS et SIS 1S
if any: (o y

P T) n aﬂl qisy- o %890 o \ "aa )yl A8 A ]

desks anfl counters? fhaail)
3 1. Yes E P 3
0 2. No O w2| o
If ‘No’, please specify “additional comments”, S MGl Slaa Ml e s e HHEY Clgaldl 1S 13
if any: [ Dday

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

oy i e el S0y (B pald pBma [ JS S A

if any:

3 1. Yes E L 3
0 2. No ! 32| 0
. N 1 Magdlal laa T e Sllad e STEY il gall (NS4
If ‘No’, please specify “additional comments”, o Al el A _“}S g
Sy

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

O pibancty SIS (3 gaiay B gl e [ S IS O

3 1. Yes

w1 3

0 2. No

X O

ax& 2 0

If ‘No’, please specify “the approximate
number of staff not \::jan name badges:
!\‘) ) Own i

YL

Lo,

3

o pi al el maalt i Bl e CS” el S 1

PYLPW IR R IUPRCY |




S4.6 Sy A EORE machinine IS0 it = TN, ?3 Pl el I AN S0 R ST { RN SN TR A |
a. Was the area surroundmg the ATM and CDM O g miplil 8RN £ ,_,.Nl il pualt .)H\ h,.un Sl kS
I machines clean and presentable? ? pdaalt
3 1. Yes X 1|3
0 2. No O w2 o
| If ‘No’, please specify “Why / Describe how the MRS a g M daa alad e TS Ll ga) A
' area was unclean:

alal gl Sl |

b. Were the ATM and CDM machines functioning?

ol A By N Gl peall gl D08 Ga o

3 1. Yes | 1| 3
0 2. No = w2 0
If ‘No’, please specify “the time at which at gl Ag D55 4JI| 2 G dan Sl e VUIET el RS 03

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

i eall ol \‘;I .u:-.J) and Y k’;_‘..i.a]'l Flul g_h'l el

g g1y g Sy

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

TATM/COM Glaaia 3 33 Sl 91 2,30 oIS S

3 1 Yes D 1 3

0 |2 No O K21 g

3 3. Not applicable Gl ¥ .3 3
If ‘No’, please specify “the time at which at B Jang ol 3 2" v el e ST el ST
which the cooling was not functioning ua JED Sl

-"EJ!‘M TR ,tr-ur TR ]
ERt | Nean SN TRTrLE BTN S E o T et e

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

v.-—-‘ -

1,-" ,',_"'4-1"',2@..._.“

RN W

-,

"J»dswd-wawwma

3 1. Yes

asd 1 3

0 2. No

20

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

[l Slaa e aas Sllad e TS el S
o LS PR T S W

b. Did the branch possess sufficient lighting?

A Bplaly £ A iy A o

3 1. Yes

1| 3

0 2. No

O|X]

282 a

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

M) Sldaa " oo Slliad Cpa THEY L galt IS LY
R LR VTPV DU TS W
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¢. Did the customer have sufficient waiting space / S uslall 3ola G B8 206 [ URIDU AMS dalica Jyael] CIS b S
seating area?

3 1. Yes D a1 3

0 2. Na 4 K2 0
] — L] ol 1 NSO - Al
If ‘No’, please specify “Additional comments / [l Sl e 2 “)‘LSAS ‘3:5 "'.Lg‘ :
Describe how it was insufficient: S I8 ol A8 ey

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

Al B JA13 A8 gada palt CRSHN A peey A3y OF Cpa N £ bl S
bl Slal g {uilSall) ) i glall wilide N 2k 5

3

1. Yes

a1 3

0

2. No

O

¥.2 0

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

u_'l.aJiJ fi._l!‘u.‘_l Slaa i sa ol Y e L 91,:_;“ ‘_'J{S Il.\l
48 5 1




+ + +
5.1 Greeting of Customer Ay oy AN 5.1
a. Was the Mystery Shopper “promptly greeted / TE AN Y A pha g Al M‘ il Al W3 Ja
acknowledged” on entering the branch?

0 *  No greeting / acknowledgement E el ua 5V e 0

1 s Greeted within 10 minutes of entering D oan) A e B 10 NG ma 2 e o1

2 e Greeted within 5 minutes of entering | (] 1 oan?! Jyhc e 35 M s T e ' 2

3 * Immediately greeted on enterirg I D l orar’ 1yad g oa T e 13

b. Did the staff either / or:

HUYES, [DEEETRS - P

a. Ask for the customer’s name?

€ anl! a2 L

b. Greet the customer by name?

Pt 80 ma Lanlly oy

*  Yes, the customer was greeted by name /

PRV, MY VWIS S DUG VS FRNITOR I VI

3 asked for his / her name D L) 3
®  Np, the custamer was not greeted by IO SN DY R VI B < DR (VP FRNITERS AT Y L S
0 . a8 ‘ 0
name / asked for his or her name POV
b (6 kil ¢ "%yl B s Ay RS Al pall e
C. Did the staff ask, “How can | help you today?” Sl 37 - s }: J[“! 1;;; l:
and Probe the purpose of the customer’s visit? ' Y
3 1. Yes, the staff did this E Ay 3 yall pl8 2E 4 ped ] 3
0 2. No, staff did not do this O Ay G gall a8 2 0

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

fplaltalfdalial o sl A0 Faadal A gidael O 00 2

1. Yes, he /she was redirected gn the

3 basis of his / her needs

Wabalfadiagal A (3) aadl e gisale ! 5 adl a1 3

2. (OR) The first staff member

OF Crandl ag A g3 Y il gt e (1) 2

3 eln‘counterec.i probgd the nature of D Bae e frae Ly 340 5 A 3
visit and assister him / her
0 3. No, he/she was not redirected on i AT kiia) LD s il 2o 35 o 36 3 0

the basis of his / her needs
PRI e R T

% ity et

a. Were the staff courteous on the customer makmg
his / her enquiry?

o

3 [

0 e No, the staff were not at all courtecus | [_] B e il G5 a1 DS e 0
e Yes, the staff were quite / reasonably . . es L
' i Al il 1 5 sl
1 courtegus E B ke By 8,40 g 1
2 *  Yes, the staff were courteous D G b gt R e e 2

Yes, the staff were very courteous

AL pad Gl gl S A aad e 3

b. Did the staff demonstrate “active listening” on
customer enquiry?

) i "t it i gal) B b

s No, the staff did not demonstrate

| Li.-d‘ ...iE \ o
° active listening O i) » galt By ol 3E @ 0
*  Yes, the staff listened quite / . - -o . .
\ 4] by ;h‘l AR palt | 32l ¢S
1 reasonably actively X beas) faa Al o a0 1
2 *  Yes, the staff listened actively D Clay! i pall ol 2l sani @ 2
3 «  Yes, the staff listened very actively D Al e A% CaBigall il ATl aai e 3
7
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Did the staff appear confident? Thoki (o Bl y 1 Ao LB pall g b S
s No, the staff did not appear confident D ST <R v IR -G VS -V L G
| * Yes, the staff appeared quite / T wr ol ula e
. reasonably confident 1 PR | e gty o By 4 g il g pmi 0
| s Yes, the staff appeared confident [ D PO P I N S VS-S Y
| e Yes, the staff appeared very confident | [] by Ll B0y 1 gl il ) s aai e
i d._th List the names of staff interacted 1 e atd gl iyt plad S
with: 2 ;
o Mr/Ms. [pallea Feneoi A | 1 Lo/ ol
o Mr./Ms. V 2 FRKFTE AR
»  Mr /Ms, 3 FTPAT TI FERH) B
e  Mr./Ms. 4 oy Ll .




+ + +
6.1 Staff Capability - : gl galt 3538 6.1
i a. Did the staff frequently probe the nature of the 50 J8% G Claliia) Aapb (F Ludloll il palt 03 g6 )
i customer's needs?
P03 1. Yes K i i3
o |z No : [ 2 0,0
i If ‘No’, please specify your comments: ML e o s ST
i
b. Did the staff actively attempt to anticipate o . . o terE - <
TN | oty Ak & glaay Ll gt pl3
customer needs? ! S S e Bl o2 b
3 1. Yes ¥4 o1 3
0 2. No O 3% 2 0
If ‘No’, please specify your comments: i Ll 8 Bl ST )
€. Were the staff able to cater to the needs of the anl daeteae illy (0 Ca g 3 hadtal Al Gl gt Fildud JA S
customer without seeking the help of a colleague? Tl 3l
3 1. Yes A i1 3
0 2. No O 38 2 0

If ‘No’, please specify your comments:

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

_‘I’:I._.i_) C‘u.'n;‘!-l ‘15 -G‘Q_J Pl L L‘ﬁ

D should be Not Applicable
d. Were the staff able to answer all / most of the .
questions posed? Tha s bl Alia¥l alina f35 08 Glad) il gall it A &
3 1. Yes & pus 1 3
0 2. No | 382 0
3 3- Not Applicable Sy V.3 3
If ‘No’, please specify your comments: iy plady o8 Bl T 1Y
e. If the staff were unaware of the answer to a A e Uil fogma Jliges o LaW o |00 il pdi 08 2113) 2
particular query / queries, did they politely “ask TSl aal feBD) e A0 5 e a8l Jaf e SBEINY wyly) die ulle
you to wait while they double-checked with the
system / a colleague”?
3 1. Yes d a1 3
0 2. No O 382 0
3 Not Applicable X Salaiy ¥ 3
If ‘No’, please specify your comments: HC Y I AP T
3
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Y, By e TEN LT
-t"i?""ﬂ : -&r e WT P T .
diEu. i L s ";::FH‘“ 4\"' B u;‘i. r‘k-!c. H.JFJ}‘ b w,."":r\ln .f! ‘Vn.""dﬁf i - o, :
; a. Overall was the staff well mformed on Bank Shladd y uLu-u dilaie Alare Jilagins ul'a,,-dl g.ﬂ uls Ja ple 8l
: Dhofar’s product and services? ? M 2Ly
| o e Not at all informed m Y e cloghaasd o 0
» wWellinformed on at least a quarter / a . .
' Shasidl y Sladidl 1 faa; e BY e alag
11 1 few of the products and services O s o o e i ,.u“"‘:: 'h: * 1
| discussed ‘ ! &
‘[ 5 e Wellinformed on at least half of the ] S S Slaal y Satiall cheal e BV e e e 2
products and services discussed P
» Wellinformed on at least three- . [T TN .
Zhadal e S0 bl A B .
3 quarters or more of the products and | P e 81 g ,E.lfg.. 5 :L]"(L: 3
services discussed

b. List the details of the “main purpose of your visit”
(as per SECTION B); rate the staff on the level of
“praduct / service knowledge” in this area:

“’W\JML'LM‘“}"“GN ubt.ﬂ"h."d‘fﬂ“'.'ﬁ’.’ (n_a

‘..,..uu,a‘;);i.s)"._;g_)nﬂ_m I"u&.ahm"x‘&.ayelu

-ddhil n:lhqi

INT: LIST THE CODE FROM SECTION B.

S ] a3l A o8 sl

0 *  No knowledge at all D Gl e py ¥ e 0
s  Wellinformed on at least a quarter f a .
Cleadli y Sladial - \ o 1
1 few of the products and services E] o o il e e 'j\j "L-: "L" * 1
discussed
2 + Well informed on at least half of the D a3 A Taaall y Ziatiall ciial fe BY Ll Woy e 2
products and services discussed LgaiRia
*  Wellinformed on at least three ‘e
ciatall je A8l o) pli ADE Y
3 quarters or more of the products and E rial e 81 g E."fﬂ. ‘__.' f_}: \;’kw ’J”DJ * 3
services discussed
¢.  Did the staff attempt to “cross-sell” other products Chadd g Ciadiad ™ Bl apll" o plAL A glaey il galt o8 G4
and services? AT BT
0 e No cross selling at all E by Jo Alayl sl Al adial e 0
1 * Cross-selling after a lot of prompting D Gl el G A g Aol sl Al 03 e 1
5 . Cross-se:lling after a little / some D A i) (on ) Sy _imY) el Rans 23 2
prompting =
3 ¢ Immediate cross-selling attempt O Jl e Mol aull A i e 3

d. Did the staff explain Why Bank Dhofar's products
and services possess 3 “Comparative advantage”
relative to competing banks?

ALy Ypal B JL Ghadd y Cigiie 1 £ s Gl pall W3 8 &
FAA & gl g At el

3 1. Yes

a1 3

0 2. No

k=2 0

If 'No’, please gpecify your comments:

A ¢y g ohe 5 T

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 3 Glalie 05 PALAS Sie g™ ke Y A giaa ol gall 43 6 2

Paliall 23 S g ik dlG

INT: LIST THE CODE FROM SECTION B.

G il (30 3o 0 Tty o il

0 * Noinformation at all D JhayY o ey e : 0
e information provided on at least a ‘ | i) S e i fay B e o i
iz e A . 1 T 1
1 quarter / a few of the products and D = J;‘ . :1-'« J.j., e 1
e PPN L e Al 1
services discussed | e 3 Dbl !
2 * Information provided cn at least half D ‘ St A i el e B 8 s e 2
of the products and services discussed EL O A ekl
+ Infarmation provided on at least three . Co L e .
Sa pleall e ASH ol gl ARG WY 22 g
3 quarters or more of the products and B - ’::_,..s ‘,’,‘ E;‘"\ 4.‘.‘1.:.,.'1{_,;_.,.-.“ * 3
services discussed #rt o
3 ¢ Not Applicable Guaizy @ 3
f. Information on relevant procedures, falall i3 dalal) ATy Slafieaddl y (g eVl Adiade She giae £
documentation and follow-up method?
INT: LIST THE CODE FROM SECTION B. O paadll o el A o lal
0 ¢ No information at all D SO e Glaglaa Y e 0
¢ Information provided on at least a -
alaiydi .LL.MM_}‘J’EHIEJ ﬁw]‘_’.'c.cLLcJ .
1 quarter / a few of the products and D It ’ \ : 1
P FPRC R IR PRER (PR PR
services discussed S 3
2 * Information provided on at least half ] Tiiadialy Alaidl e pleall vl B o sliac! e 2
of the products and services discussed B a3 AN leaally
* Information provided on at least three C o - )
i glaall e ASE g el A B e clac] e
3 quarters or more of the products and [X g oy PR 3
eitfia 5 L3 Cilasadl g Sdaiially it
services discussed &gt IR
3 ¢ Not Applicable by Y e
B Did the staff attempt to acquire more customer Jab (e Gl ddleta ST ile plaa A e A ey B palt kb g
information so as to follow-up at the end of the visit? %5 30 A B Aaglally aliilh
3 1. Yes pd a1 3
0 2. No O %2, 0
If ‘No’, please specify your comments: Sl ey ela ) ST 13

11




+ + +

7.1 Timeless | . < g 7.1
a. Waiting time on entering the branch, before oA O gall (ol palt ae Salalll Sy g Al Jeda e UESYY iy )
dealing with the frontline staff: D dadid) adl ga o [ ala¥T a1

T 11t T JUERURICA JU IR TLIEN

INT: SPECIFY TIME IN MINUTES: |

!
1 T
6] + QOver 15 minutes \ D \ Gd215 4 25 0
1 s 5-10 minutes D GBids 10-5 e 1
2 e 3-5 minutes D S 5-3 e 2
3 ¢ Under 3 minutes E G Z e e 3
b. Did the customer feel like the gueuing system e e b . s e A
¢ L, kel pi-rhy V-V T VR R
functioned properly? & ¢ e o SN pE L 0 A N
0 - (a).ll;eumg system did not function at D 91 L6 demg ¥ il i iyl s e 0
1 e  Queuing system functioned, but it I—_-I Sl ol Jaay il i LY i e 1
worked with a few impediments e &8 Y o S e
5 + Queuing system functioned and it D b (85, 5 &S gy oty il 3 DY U e )
worked quite easily and efficiently beoaa
3 + Queuing system functioned and it g JS g Rl A g Jary iall 3 LTV WS e 3
worked very easily and efficiently Jad
¢ Notapplicable D Sy e -
¢. Time taken for the “purpose of the customer’s visit &g At Jgee pll 330 Gpa 38 ) ik Al Jab ca 520 2l g
to be fulfilled once reaching the counter: ;" Aasdldl
INT: SPECIFY TIME IN MINUTES: 5 BB piaas i gl sda sl
‘ P
m}>:}; .

12




+ + +

H. Additional Comments on Visit i 1804 3l Adlazall 48LGY1 Sl Shal) 3
(If any): | {2y )

s—-f(\OU(DLkwu. fiﬂb’\h"“j \/9{4'
o~ P(\Ok}(_c{)\ Y raQ u)CuKr\.s O/M

End of the Survey - Thank you very much...
Sy 1,84 — Gt Ll

G. 7 TOTAL Branch Score
(Total unwelghted branch score summing all sections):

| Section ¥-"’thﬂﬂlnlr|'ﬂﬁlrﬂlll I“”m ﬁ o ,.f_ rTotalPolntsw‘dlnﬂﬂst . ToulPolmsAlIoafud[ ¥
Sy L . - N . Arear "l Tt Parameter - .
C Branch Presentation and Customer Facilities
D Greeting and Soft Skills of Staff
E Staff Capability, Knowledge and Cross-Selling
F Timeless
M EE Eyare £
_ _ . (euyljms&_}ﬂmﬂlﬁahm&_,m)
- Ol Fadk GBI p gapn | zpuadl 8 Tipnall MEN  gagee ekl gl | D
G5 Al el g BRI agai &
Cdl gal) bl y i S S
B! gl Al g ASH me y wcilh galt § 0B e
Cni.,ll r
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