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A Details of Visit 5L Spealdd
Bank Dhofar E ks Sy
Bank Muscat 0 A RPRELY
National Bank of Oman D el il gl 2L G ual g3l Sl 9
1. Bank Visited ’ '
HSBC-OIB O HSBC-OIB <L
Bank Sohar 0 o S
Other Bank: Al Ay
2a. Branch Name S’M & il g 12
Zb. Branch Area \ E)C;Il (\c,-Q\ Foill Alye 2
3. PBranch City W’W‘\ iuud 3
4. Branch Region ﬂ\ P)J\{\LLQ\ - P)\Lmlm\ AR
Day | Month |  Year I Y i ag 5
S. Date of Visit
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Hours L Minutes JETLR ] JEXPEI
6. Start Time of Visit ey is iy B
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H i Ban wleludl
7. Total Duration of ours Mln/utes & i 7




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

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

or Current Account
Sawng Scheme
Housing Loan
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4.1 Was Customer Parking instantly available for the

, S I Tt 0 B g i ge AT Qgeial) g A 4.1
| - Mystery Shopper? v * »
| 3 1. Yes 0 axi 1 3
! 2. No ] w2 oo
i. Specify: X i aaa |
— | N H
! erowah L mi\jq ; AN jqf P\au_. :
|
| ii. Specify time taken to find parking: 5_ min. AT iy dlaY 5 W )
-4.2 -Entrance to Bullding il N Jehalt 4.2
., @. Was the Entrance Clean? AT
3 1. Yes m a1 3
0 |2 No O %8 2 0
If ‘No’, specify “Why / Describe how” the SIS S syl N1 sas Sl e ST gt S 1
entrance was unclean: conlal et Jaaddl
b. Was the Entrance Convenient? TN TER I T N
3 1. Yes D M~ 3
0 2. No O ¥2| o
If ‘No’, please specify “Why” the entrance was Toiia Janall 58 211 2 ) TUET L galdl S 1A
inconvenient:
3. 50 Cloanlinge< Of PRgisenial WY, 155 by ok 03 I R AR Vi
Was the branch premises clean? Ll £l e 1S b
3 1. Yes X a1l 3
0 2. No |l w2 o
If ‘No’, pltease specify "Why / Describe how 608 " iy AT s b e "N iyl S T
the premises was unclean: P
s e Sl
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A bamdnglateRE t 7 L Lowl o Ly A e i DA R A
a. Posters / Branding material present on doors walls Ca4] 01 y cb-\-',--'ﬂ Y T FR u..au-. | Sliale 32 gy b
| and windows?
3 1. Yes E4 1| 3
0 2. No O w2 0
If ‘No’, please specify “additional comments”, Ob M) Silaa M san Sl e JSUOET i gad) RS0
if any: Sy
t

b. Pamphlets, Leaflets and Brochures on display? O il g il o e W0 A e
3 1. Yes E a1 3
0 2. No O B2 @
If ‘No’, please specify “additional comments”, M) Slaa M aa Sk e SUUEY Ll pall S
if any: Jd y
c. Branding material up-to-date? A% 0a 4 jladll Cleall S pe S oS

3 1. Yes &R 1| 3
O

0 2. No 28 2 o
If ‘No’, please specify “additional comments”, S Ml Slha i san Hlias S SHET el S8
if any: Dy

L R R A O I Y R TR L i A T e Sy
a. Were ernployees present at over 90% of the branch a,-"'.v,! H-u'l-iﬂ #lay £ i q"ﬁr o %00 oa A1 221 g5y A A LI
desks and counters? LWL

3 1. Yes & 1| 3
il

0 2. No a8 2 0
If ‘No’, please specify “additional comments”, O i) laa M sas Sl e MY gt SIS0
if any: sy

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

P 3 S 1 S A,
professionally dressed? iy iom bl G950 ol gall gl f U8 S b

3 1. Yes ] 1| 3
0 2. No O w2 0
) . M il S Ao e U gl A1
If ‘No’, please specify “additional comments”, =T = - e ‘J_‘h
. >3

if any:

€. Were all/almost the entire staff wearing name € apilany S gty Cylh palt pBa f J6 S a5

badges?

3 1. Yes (1 sl 3
0 2. No % wo2| o
If ‘No’, please specify “the approximate el il gall oy daell ane Slliad e NS el IS
number of staff not wearing name badges: agalanls Dl LS geas Y

(as
J
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4.6 BV ATMand COM machings & “58 -t iS00 Binps - L Wt gt i s g SOl el Bl 4.8 |
| 3. Was the area surrounding the ATM and CDM ey il 3BT £ 14Ty V) Bl eall 54 Bl S S 08
. machines clean and presentable? T il
3 1. Yes g - 1 3
b0 2. No O 2| 0
| If ‘No’, please specify “Why / Describe how the SRS iy 3 aaa Slad e MUEY lgal) S !
i area was unclean: il SR
| | ] . i
b. Were the ATM and COM machines functioning? ‘ Tlal gl g1y Y b pall B jga) SRS A o
3 1. Yes E L 3
0 2. No O x2| o
If ‘No’, please specify “the time at which at Poea 4 S0 AN ZA " e i e ST Ll el IS
which the ATM / CDM were not functioning il peall L Glea gt 2aay) Jaad Y gl iy Y el
(and specify which machine, ATM or COM): (g gl S Y
€. Was there sufficient cooling in the ATM/CDM area? TATM/CDM 4ihie 3 s Sl o 300 08 A 0
3 1. Yes O R
0] 2. No D a8 2 0
3 3. Not appiicable m Gl ¥ 3|
If ‘No’, please specify “the time at which at A e ol g3 gl s Sl e STl gadl IS
which the cooling was not functioning ua Sy sl

oy VATt F e afciCEHei7E Pl i S e S - SO

Ra’ atin i

a. Wasthe branch alr-condltmmng fully functional TSy o Uy M’Jl—-'"hw‘ s d‘t 1

and sufficient?

3 1. Yes @ ani 1 3

0 2. No O 2| 0
If ‘No’, please specify “Additional comments / JAilal Slaa i daa Sllad e Pl gl 18 1)
Describe how it was insufficient: S S WS ey

b. Did the branch possess sufficient lighting? TS Tplal Eo paady A

3 1. Yes E a1 3

0 2. No 0 w2 0
If ‘No’, please specify “Additional comments / il Saa " daa dliad e MU Ol gl 80
Describe how it was insufficient: S S S eyl

\
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¢. Did the customer have sufficient waiting space / Tomgladl 25 tha (e wilS 200 [ URI A0S dalis Sl K A S
seating area?

3 1. Yes Kl 1| 3
0 2. No | w2 0

] o "y ‘.L..b'l - ‘\.‘:-l:\.\ ot _,l] Ny ‘n | l‘ . |'gb

If ‘No’, please specify “Additional comments / [l Saa T s -+ * T _,.u. :

. . . - KLY JS;. Al hn.'xS o g

Describe how it was insufficient: | : :
|

d. Did the customer find it easy to follow the signage o s ez I L . .

. N NP il Bl G313 A8 gud gall DGR A pgaas Ay GF G 31 £ LRIl 4 D
within the interiors F’f the branch, indicating differant  uall Sty (QOlall) A ekl ] 55
counters/ work stations?

3 1. Yes E ' PSR 3
0 2. No il Yy2| o

Caogy fidial Slha e sna Hlid S ST il galdl JAS 1Y
A S5 W g

Describe how it was insufficient:

If ‘No’, please specify “Additional comments / {
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5.1 Greeting of Customer

+

ORep By g i1V 5.9

a. Was the Mystery Shopper “promptly greeted / I

acknowledged” on entering the branch?

PE A A g AR Gaedall Ll b allcua Al o5 06

r 0 I *  No greeting / acknowledgement | [:I — gl a3 e 0
o | * Greeted within 10 minutes of entering ' O Sl [gas e 2510 JVa e T e 1
2 | *  Greeted within 5 minutes of entering I D -r oaxll Jphc e W H Tla a5 8 | 2
3 [ e Immediately grested on entering ! | : Lanll Jias a0 e 3

|
Did the staff either / or: |

i b. LAY g aa il el 4 Ca o
! a. Askfor the customer’'s name? | sl e
b. Greet the customer by name? Tt 85 e Jpanlly ony o
3 e  Yes, the customer was greeted by name / D Haat e Sl S0 ae Beallcus G T el e 3
asked for his / her name et
o e  No, the customer was not greeted by E tad oo Sy aly £ awal 85 aa Jiadly a8 0 21008 e o
name / asked for his ar her name Lgad
i S o]y " gl OB s A A" LB gt Tl A S
c. Did the staff ask, “How can I help you today?” ui-‘- 2 e i J": ‘," ‘|US. t:
and Probe the purpose of the customer’s visit? ' ’
3 1. Yes, the staff did this < Ay v a0 3 an 1 3
0 2. No, staff did not da this O Ay il palt i o 3K 2 0

d.

basis of his / her needs?

Was the Mystery Shopper redirected on the

CFENERDTRER

(R g AR TR T T R TR R T

1. Yes, he /she was redirected on the

the basis uf hls / her needs

3 Saldaifaflaliat ) haall dua S 3ale ) 3 AR s
basis of his / her needs E alial/aial A () i i 3
2. (DR} The first staff member Ny G il ! s pall i () 2
3 encountered probed the nature of O .l - A A e (.J) ' 3
.. . . ﬂmu/nku:a_;-_a_y'ﬁ_qn
visit and assister him / her
0 3. No, he/ she was not redirected on ] FRERI. RERES PR PRMPTRRICTS o

T TS

o . ‘-.)LJ"? i .
Were the staff courteous on the customer making
his / her enquiry?

AT EE

’M\s&h—am‘_ﬁlJW\dﬁ@s.ﬁ}J\uudl i

il A0 Ty
P €I P

0 * No, the staff were not at all courteous D G fe gl Bl B5al DS e 0
= Yes, the staff were quite / reasonably - P . .
1 r i ULLL .t o1 J.IJ cand
courteous E S fUpla B4l oyl ol pad e 1
2 *  Yes, the staff were courteous D Gl cab ) S Gl e e 2
3 *  Yes, the staff were very courteous O ALl yal Gl S s e 3

b.

customer enquiry?

Did the staff demonstrate “active listening” on

Tbeandt Loy "t plaal™ il gall gl A

®*  Np, the staff did not demonstrate

1 pldual il pall gda Ls
0 active listening D o) #iea Sl oy ol ¢ ¢
*  Yes, the staff listened quite / . PR oy .
1 ! ! 4 gdia Ay phy il galt | Al 2 (e
reasonably actively O bt B2 Al g e am e 1
2 *  Yes, the staff listened actively m FEEW - PO i SPTA OV | 2
3 s Yas, the staff listened very actively I:] et Oa 0 il gt sl 2] ani e 3




c.

Did the staff appear confident?

Thaaki e (B g 4t o il gal) 4B 4

s No, the staff did not appear confident

LU < T - VNIRRT

e Yas, the staff appeared quite /
reasonably confident

Jia J8hy Al o By 1 AR il gl gl and

e Yes, the staff appeared confident

PRI < R R U VS -G

* Yes, the staff appeared very confident

DR O|0

s fa Ll By i e il gall g h el

d._th List the names of staff interacted e il ) gt gl S
with: i
L4 Mr. / Ms, NO (@=L ‘b-q 1 I PSR A T -
e M./ Ms. - 2 | Lol il e
s Mr./Ms. 3 | Lyl e
¢ Mr. /Ms, 4 | FUPEHITE R
8




[ 6.1 Staff Capability

Cullhaal § 3

6.1

| a. Did the staff frequently prabe the nature of the oSk S0 gl Glaliial da 00 LadluNl cab gl 3
: customer's needs? }
| 3 1. Yes : [:] [ i 1 i 3
! T T
! a 2. Ng E | Pl .0
iJf_’No’, please specify your comments: o ol G L
l ; ~L Laxla U'\.Lg (UeS ) \p’\»@bl/ﬁ . .
o |
|
b. Did the staff actively attempt to anticipate a3 Cipial (i Al & sy b gall 63 b s
customer needs? :
3 1. Yes D a1 3
0 2. No | 2 0
If ‘No’, please specify your comments: . i el A8 Bl S 1Y
] woa e Gng - % QJf—tanlm\fr
¢.  Were the staff able to cater to the needs of the aaf 820 la b (g e Grge 3l Chabyia) Al il galf plaiad b S
customer without seeking the help of a colleague? Tola
3 1. Yes X s 1 3
0 2. No | 382 0
If ‘N¢’, please specify your comments; Ay s of Gla ; S 1Y
INT: IF the Answer is YES , so the answer for Q
D should be Not Applicable
d. Were the staff able to answer all / mast of the
questions posed? P g phaall ALY alies f38 00 AGla Y il sall £l A G
3 1 Yes B o 1 3
0 2. No O 38 2 0
3 3- Not Applicable Suay ¥ .3 3
If 'No’, please specify your comments: il iy 2 Bl ST
e. If the staff were unaware of the answer to a Ja 4-:,-.-4.14--1 foma Sl o A e | 08 CiB galt 08 113 2
particular query / queries, did they politely "ask T3 dal fulillh e 40338 3 2EN Jal e JBIYIM Cuigl dia il
you to wait while they double-checked with the
system / a colleague”?
3 1. Yes O a1 3
0 2. No O % 2 0
3 Not Applicable X akaiy Y 3
If ‘No’, please specify your comments: i)l o Gla ) UST I
9
+




o Cras¥ Selting 1§17 ra Pl SRV ER0A oA 0 PRI,
' a. Overall was the staff well-informed on Bank j o head g Siladieg *-liu- o uhﬁv b g 5l s..‘~5 d! splﬁ ds—a }
: Dhafar’s product and services? 4B oy
i
! 0 *  Not at all informed D SMEYY e Slagaa ud ul @ 0
1 » Wellinformed on at least a quarter / a , i
Slasad! g Shadiat il Ve YL
i 1 few of the products and services D S o A e e ""qu:c ::: ¢ 1
! discussed i )
‘r 2 s Wellinformed on at least haif of the D A bl y STl dheal e AW Ll Doy e i 3 {
[ products and services discussed P E0 ‘ !
+  Wellinformed an at least three- - -
Siaiall e A80 gl gl AN 3
3 quarters or more of the products and E il e A8 ‘& . j?': "h "Lu * 3
. . ‘u = ‘._JLA.\aJ‘J
services discussed
b. List the details of the “main purpose of your visit” poeidll (B 5 3 LaS) "B UL i ) g Al A2V g B
(as per SECTION B); rate the staff on the level of HOlasidl g Siadialy ada) A3 aall (g gl o Cpdla gl ppdiy pdy 2
“product [ service knowledge” in this area: Adhia i A

OP SRR TR F A FI0NN
INT: LIST THE CODE FROM SECTION B.

0 + No knowledge at all D ALY e sl e 0
e Wellinformed on at least a qu:larter /a el L e B S e B e ey e
1 few of the products and services I:] TN I 1
discussed o
2 o  Wellinformed on at least half of the ] a5 A ally Slatidl cheal e Y e play e 2
products and services discussed PR
+  Wellinformed on at least three Lo -
Chaiidl ce A6 ) gl b BN W
3 quarters or more of the products and E ) et ?f - Jﬁ: "h fJu * 3
. i gl @ ~.'.l.] t_:L.o.\;HJ
services discussed
¢. Did the staff attempt to “cross-sell” other products ladd g Gladiad " AlaY! 2l G pUAl A gla sy B gl o0 6 D
and services? PPN
0 ¢ No cross selling at all El by e Alay all sy Jhal e 0
1 ¢ Cross-selling after a lot of prompting D G Cpe S0 g el sl s B6 e 1
e Cross-selling after a little / some i - . <
2 healad) b S Lo | by 23 2
2 prompting E = on iy oY gl Aans 0
3 e Immediate cross-selling attempt D ol e ol aadl A glan B e 3
d. Didthe s_taff explain W‘l‘w Bank DP'!ofar'ds produczs LI ga) JUB iy ey Shaiie 1l £y ol palt 8 G0
and services possess a “Comparative advantage il g e 2 fbe e
relative to competing banks?
3 1. Yes [ o1 3
0 2. Ng 4 %2, 0

AL s 8 pla S

If No please specify your comments:

W L erwﬁg Munu—.—— boelwer,, Dhofav ~ btk ' |

1c



+

+

e. Did the staff attempt to provide “complete
infermation” on Bank Dhofar's products and
services, along with relevant literature?

Cladi y Sladiia OF "ALS Sle gl e Y L ey b pa) 48 56z
ol 12 SN lik Ay

INT: LIST THE CODE FROM SECTION B.

G pdll Gpa Gl 455 A5 1 Zaly

T )
0 ¢ Noinformation at all D 1 ALY e Sealaa¥ e 0
e tnformation provided on at least a ; T i k) e Y fas B o !
A xa, i . c \
1 quarter / a few of the products and D ‘ P Q—u - 1
. . ! L‘_..—;L—d £ 4_‘..1 ._lu...;..!_, i NN Yo '
services discussed ! ' |
2 ¢ |nformation provided on at least half D Al Al i el wdead 3Y) e clee e 5
of the products and services discussed e & S Slaadl
e Information provided on at least three N s Cohgh .
gl e pS) g gl AR D o oelas! e
3 quarrters or more of the products and E e 5 Siasall y il Al 3
services discussed
3 + Not Applicable Gy e 3

f. Information on relevant procedures,
documentation and follow-up method?

falall 0l dadiall 40y Slalieaall y oShpl el dilals Slaglas -

INT: LIST THE CODE FROM SECTION B.

D gl G el UG o8 1 lialy

0 + Noinformation at all

Syl e Slasmay e 0

* Information provided on at least a

Alaialt Cilalaal e B fag ) Y e elac! @

1 quat.'ter / a few of the products and O L 5 el Cladialy 1
services discussed

2 s Information provided on at least half D Silaiidl ALl Gl e ) dieal B e lee! e 5
of the products and services discussed Lgisdlia &5 3l Silandlly

; . |nfo:tmat|on prowdid:n at I:ast thro;e E S gl o ASH g U A Y e el e ,
qua. ers qr more of the products an Wite o B sl y lamidly Ridl
services discussed

3 * Not Applicable Silel Y e

g Did the staff attempt to acquire more customer Jal Oa Qg Ry dilaie ST Sl glae 48 ad Al glaey i gall B8 Ja 2

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

3 b 3 A B iy St

3 1. Yes

a1 3

0 2. No

O/

282, 0

If ‘No’, please specify your comments:

A s 8 ol NS
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7.1 Timeless

chgh |

7.1

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

i g gall (D gall g Jalalll Sy o Al Jpds 2 URINY By
D Aasil) adtga e [ Al A

INT: SPECIFY TIME IN MINUTES:

R aaa G g 202 sty

0 e Qver 15 minutes D da 15 . 8 e 0
1 e 5-10 minutes | 3E:10-5 . 1
2 * 3-S5 minutes E Al 5.3 » 2
3 s Under 3 minutes D S AW e B e 3
b. Did the customer feel like the gueuing system o . P .
Croane Jil whaall A I WS L e el
functioned properly? S ot S R oo LSl A
. ueuing system did not function at
0 :1“ B SY unction ) %] Y e ey ¥l i LY ) 0
e Queuing system functioned, but it W s . Cyna .
Mg : el 2yl adas o
1 worked with a few impediments D Hl 2 er Oy Sy o SRR L. 1
2 e Queuing system functioned and it ] had JSh g AL g Jomy il EY A e 2
worked guite easily and efficiently [P |
3 ¢ Queuing system functioned and it ] OS2 g Jomy il i S S e 3
worked very easily and efficiently Jad
+ Not applicable D VST -

c. Time taken for the “purpose of the customer’s visit
to be fulfilled once reaching the counter:

A3 3a S} Jgeagl) 30 Gae UG5 A A" ol O S G gl

i PETL

INT: SPECIFY TIME IN MINUTES:

12
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{ H. Additional Comments on Visit 250 00 Akl Adlay) Sla jShall A
(If any): (e JT)

: ,gn\f‘l;caa‘
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A Fidna
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End of the Survey - Thank you very much....
Sya 18— st g

T
G TOTAL Branch Score
(Total unweughted branch score, summing all sections):
Section - Para U I Evaluath . TotalPolntsScor_edlnthis Total?ointqﬁllocated[ e
. Area: - Parameter
c Branch Presentation and Customer Facilities
(5] Greeting and Soft Skills of Staff
E Staff Capability, Knowledge and Cross-Selling
F Timeless
TOTAL SCORE )
£ Al blai & gaae £
({,L....s‘ylkjsc.n‘p)nﬂ«u)d _)J"-LLIIS‘&"A}J)
Jalll flacad ) WL £ gagee padl) b Algaaal) DU P gags _ 8 ik} o3y g3} Jalalt peadl)
C&HJDLM‘U’M"JEJB‘H;': O
CaB gl O gy g 301 ~
q“?‘&l“i*l‘_’dﬂJtdEﬁ‘iJ-\i z
b gl r
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