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PROJECT: Money
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A. Details of Visit B Jraalds
Bank Dhofar E Jlis
Bank Muscat D dndie ol
+ Bank Vicited National Bank of Oman O itandl i gl il a3 5 581 i 1
. ank Visite
HSBC-0IB O HSBC-OIB 4
Bank Sohar 0O Jlaa 4y
Other Bank: oAy
2a. Branch Name }‘(_LL{)C(\} (n lE\dm_.\kDr\p {L\,\w gt 12
2b. Branch Area Air rr\k 5 il aige a2
3. Branch City QG’ b iandl 3
4, Branch Region }»{LWQJ /\.}‘O‘d(f\ il 4
Day | Month | vear Audt AT e a5
5. Date of Visit
2.3 ] q | 2013 | |
Hours | Minutes A [ DS bl
6. Start Time of Visit _ iedlucd, §
12 so
R Mi Bty ATIR)
7. Total Duration of ours inutes & = S i 7
Visit OO J = Bk 3 Baa
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specific Product, Service artoan
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4.1

Was Customer Parking instantly availabe for the

-
4k,
o

i) o 5 s i ga ALY Jpudall 339 a 4.1

Mystery Shopper?
| 3 1. Yes 1 E } a1 I3
| 2, No 1‘ | 382
3 i. Specify: N
. ° T
| |
|
ii. Specify time taken to find parking: min. G4 NPT W I PR
4.2 Entrance to Building ripall I Jpiah 4.2
a. Wasthe Entrance Clean? Sl il oS A )
3 1. Yes E a1 3
0 2. No il 38 2 0
If ‘No’, specify “Why / Describe how” the A8 S iyt A saa Al e TS gl S
entrance was unclean: ik e Jaoadl
b. Was the Entrance Convenient? el Jhaal A8 A
3 1. Yes | 103
0 2. No O X2 0

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

llia Jaadll 8 A0 1A e o NS el IS0

-ored T & - p
Was the branch premises clean? i g Al e S8 Ja
3 1. Yes K] axi 1
0 2. No O 32 0

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

ChS S o 4l JAR P TP 1 Y S O L?:'I_,a_n.“ LY 13l
Addai b Sl
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44 .. Branding Material >’

.;JL..‘

o

’0 »;““ e ‘_':..

Tl Z:;&‘ﬁ 1";

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

o""‘J“:Ub]JJ‘“‘ .un_,a‘ilubmmuh)lsl L'I-ALJ.}#JI_I

3 1. Yes

pad 1 3

‘ 0 2. No

OX

as 2 0

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

S agilal Silaa i i Aliad e JOET L gadl GE 1D

iy

b. Pamphlets, Leaflets and Brochures on display?

Sl il g Sl e ge W3 OA

3 1. Yes & 1| 3
0 2. No D Ne 2 g
If ‘No’, please specify “additional comments”, SVl Slaa i e Alab e MHET Ll T IS
if any: Sy
c. Branding material up-to-date? tRna 4y adll Claiall e 0 S
3 1. Yes E aai 1 3
0 2. No (| 2| 0

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

i P #n’ﬁu.‘k‘l.
E LTRARON U g

a. Were employees present at overgo% of te branch

SV Uilat Sidha i ava Sllah e NS Ll yadt S80I

e,J'J H..:u.. -UJ £AN J-" O %90 (O J-‘-l hLH l

%@L@Lo

desks and counters? Fhaadll
3 1. Yes O 1] 3
0 2. No ﬂ M2 0
If ‘No’, please specify “additional comments”, O il Sl sn b e PN et SIS0
if any: Wy

e g,

QQCL\QG.QV(.

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

by e a0 900 Gl padd pBea [ S S b

3 1. Yes

1|3

] 2. No

O|&

s 2 0

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

o gl Ciaa e aaa s e S i yall S 13

Dy

c. Were all/almost the entire staff wearing name

Tadilads SIS (s gy [l pall plima 1 JS CAS DA D

badges?

3 1. Yes O 1|3
0 2. No X 20 0
If ‘No’, please specify “the approximate Sl cpils gall g i nall daa lliad e M3SY i gadl IS
number of staff not wearing name P\adges: ,-p‘:wb TN |
) - = [o) - L|L_‘€.‘\_Q_,. If'“‘tl.m b A v /(JL(J

f v
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4.61 ")Am.ﬂwm-n Jgﬁ."‘ ‘__'-, ‘I\rﬁ:%g; ‘fi.,ﬁ m _fr.%;‘ I -»‘i .lu fmgww“ﬂ.’ . l “
a. Was the area surrounding the ATM and COM O g il 5 B3 gl.:.ﬂl_, q-“h il ot B gl Jaaadl SlSal € A
machines clean and presentable? © ypaalt
3 | 1 Yes = 1] 3
o ! 2. No O %20 0
| If ‘No’, please specify “Why / Describe how the N T LNV T S T P B T \
Al b S

i area was unclean:

b. Were the ATM and COM machines functioning?

Foanl ol £l Y il jealt o4 S A o

3 1. Yes

a1 3

0 2. No

82 0

If ‘No’, please specify “the time at which at
which the ATM / CDM were not functioning
(and specify which machine, ATM aor CDM):

el DB S D Thy” san Al e U el IS

N Y R PEPLIK TS B PR X ot KT [P L W
o ERTE Flay w7

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

TATM/CDM 4ihia 5 3y ciall ¢ 35,00 S8 4 &

Lyl Y ST o T

* e

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

R

LR

3 1. Yes O 13

0 2. No O X2 g

3 3. Not applicable m Gelaiy ¥ 3 3
If ‘No’, please specify “the time at which at A ey ol g2 e il e AT i yad) IS
which the cooling was not functioning A JELy s

W

AL s

MR A R NG B A g b 47

*uu,;,.ags.:ud,qw1,p\{uuu. 7

3 1. Yes

a1 3

4] 2. No

s 2 0

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

il Slaa i das Slab g U et K00
S S Al ey

b. Did the branch possess sufficient lighting?

PAMS Bplals £ Al iy J Lo

3 1. Yes

S 3

Q 2. No

OR

a8 2 0

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

FaGilal Sl S s Slad e UHET gl 1S
S S s ey
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¢. Did the customer have sufficient waiting space / Toestall o lha e S 000 f UBIDA AMS dalies Laaall S 0 S
seating area?

3 i 1. Yes E a1 3

0 2. Na O 2| 0

fiihm) Slaa S s ALad e MU il S 1

If ‘No’, please specify “Additional comments / TN
i d e vk e

Describe how it was insufficient:

!
i
;
|
i
1

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

A3 B D Ja10 A gl pall G0N & gy Ay G Sipe 30 Bl A S
Shanlh 8Lab g (Slalt) 1A alida Mt S

3 1. Yes an 1 3

O

0 2. No ¥ .2 0

If ‘No’, please specify “Additional comments /

ia gl i) Sla i are Sthad e HST Ll aldl S 13
Describe how it was insufficient: i : '
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5.1 Greeting of Customer

+

O by oy 5.1

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

AN A yia 8 AR a8 kAl A5 08

0 » Nogreeting / acknowledgement m it 5N e 0
1 *  Greeted within 10 minutes of entering [ D sl el e B I0 JMa e 2l e ! 1
T
2 *  Greeted within 5 minutes of entering | D ! !l Jgas S FAE a7 e 1 2
3 * Immediately greeted an entering ‘ D I oraall [aA3 G ue T e ; 3
b. Did the staff either / or: ‘ l Yl gdaly cilh el A3 S8
a. Ask far the customer’s name? el e S
b. Greet the customer by name? l famal S5 me Loy cay o
3 *  Yes, the customer was greeted by name / O St e Sl S0 ae Jaly a1 S aed e 3
asked for his / her name [P
0 *  Npo, the customer was not greeted by E LOVIIRPIN SV DY R W B < VDU 'VPL PRSI I AP L S o
name / asked for his or her name Lgan! !
T R R T ™ VT PR T W W
c. Did the staff ask, “How can | help you today?” bt 3" whs m"‘: "ﬁ“! ,‘“: L:
and Probe the purpose of the customer’s visit? N
3 1. Yes, the staff did this O ALy ik galt 218 5T a1 3
0 2. No, staff did not do this & Al Gila gt A o3 2 0

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

Walfalfllalial o sl AL el da g Bael 80 &

1. Yes, he /she was redirected on the

3 , Fatialfatalinl U (5) haall dun g3 52l ) 33 280 cand
basis of his / her needs D Wb A (5) e Pk e 3
2. {OR) The first staff member o laall 0 E g gy il palt i {4} 2
ras 3 | ok
3 encountered probed the nature of EI il Pt T e e o (.J) ’ 3
. . . Lﬂ.}c.....nfu_r.l...l,a)lijntn__z.ll.n
visit and assister him / her
3. No, he / she was not redirected on .
Saldalfailaliat HER PR AT I,
0 the basis of his / her needs W lflalial il 4t Frel 38 3 0
o
P T & : 8 Y X .
a. Were the staff courteous on the customer making CUpand) §26 e GRS O 0 laaied) (5] () S palh VS A
his / her enquiry?
0 e No, the staff were not at all courteous D DbV Ao Bl cdbgadl B8 W8 . 0
»  Yegs, the staff were quite / reasonably . P ,
A AR B G .
1 courteous E R e et e 1
2 e Yes, the staff were courteous D Gl abpdt S Al el e 2
3 * Yes, the staff were very courteous D AL ek ikl S Al el @ } 3
b. Did the staff demonstrate “active listening” an Thelt Jlodind "t pidal™ cibgalt g A o

customner enguiry?

* Np, the staff did not demonstrate

Lay plial Lilh galt -
0 active listening D g Bl 4y 8 . 0
*  Yes, the staff listened quite / . . s . .
1 1 4] Al )by | al 32 aal
reasonably actively D Lt g2 Ay Byt pee 1
2 *  Yes, the staff listened actively m Golay! vl gall sl 53] ipei @ 2
3 ¢ Yes, the staff listened very actively O ) a LA il pal) sl G cuoi @ 3
7
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! c. Did the staff appear confident? } | Tl (Bl g Adl e gl 4B A D
! s Ng, the staff did not appear confident | i e (g AT e il gl el A DS [
i e Yes, the staff appeared quite / . T - |
e e il | ¢ 431 & gall 5 .
reasonably confident g u ) On Fl e sl e e !
i e Yes, the staff appeared confident D aidi g Byl o gl el aei e '
e Yes, the staff appeared very confident | [] A e Ll @yl o il gall 4 ia @
F "
; d. List the names of staff interacted .. R
! : Slalad Sl ek aal) el b
| with: o ) I Slalad Gl ol gl gl 83
f o Mr/Ms. ig Umane gruke t 1 o=l e
« M /Ms. - L 2 Lyl e
! e Mr. /Ms. 3 Ll astil .
! s  Mr. /Ms. 4 FUPRH{T AR .




6.1 Staff Capability

Sullh gall 3 )80 6.1

oK KR ol Calia] Al of Jakiasfls B s o A

a. Did the staff frequentiy probe the nature of the 1
customer's neads? !
3 1. Yes Il a1 { 3
0o |2 No ) w20
If 'No", please specify your comments: ; RUOEE I SARII L I
~
¢ En s :
b. Did the staff actively attempt to anticipate Seapasl) Chabial ol Aiad & gaay Ll ol 53 4 s
customer needs? '
3 1. Yes 0 a1 3
0 2. No B4 %2 0
If ‘No’, please specify your comments: Q_J | 2l s B ela ) TS 1Y
e, CaAgs o) boo Q—/‘S-JL et
€. Were the staff able to cater to the needs of the i 336 lua ith 98 e G 3 Shaltal 40 b gt plkial Ja S
customer without seeking the help of a colleague? a2 it
3 1. Yes % s 1 3
0 2. No o 38 2 0
If ‘No’, please specify your comments; ) plais o8 Bla ST 1)
INT: {F the Answer is YES , so the answer for Q
D should be Not Applicable
d. Were the staff able to answer all / most of the i o )
questions posed? Taa gkl alilyl P&.o 135 o Ada cib gall E_Lh.‘u.-l S &
3 1. Yes m a1 3
0 2. No O 382 0
3 3- Not Applicable Sy Y 3 3
If ‘No’, please specify your comments: iyl 8 Bl NS Y
e. If the staff were unaware of the answer to a O hima ALl fopae Jiga o GlaY) o 1 il gt 0% a3 1Y 7
particular query / queries, did they politely “ask 3l sal fpllil] e 00 5 e 2SI Jal (e JUBIVIT oyt dlie wilh
you to wait while they double-checked with the
system / a colleague”?
3 1. Yes O axi 1 3
0 2. No O % 2 0
3 Not Applicable X Gy Y 3
If ‘No’, please specify your comments: Ry gl af Bla g SUET 1
5
+ +




+

(as per SECTION B); rate the staff on the level of
“product / service knowledge” in this area:

o o - P o s ~)'I Halfury \Ff ...u
a. Overall was the staff well-informed on Bank ‘-'L‘-"-"J -ﬂ-‘h-'-w fl-'-l-'u Qe il gina B pad) g2 G3S Sa ple 80 |
Dhofar's product and services? G Ly
0 = Not at all informed D A%y o Shagaagal il e 0
+ Wellinformed on at least a qluarter/a sl y Bl e G fay e Y e Slay
1 few of the products and services D b 8 5 A 1
! discussed i
| i S iz ._n.'n._.a..
- *« Wellinformed on at Iea.st half of the a A 3 chaal e Y _‘,Jc‘:»u . 2
! products and services discussed ! iR
i + Well informed on at least three- ) -
: _m\_},).lelau.iu'xdyn_,jcgu .
: 3 qual.-ters gr more of the products and I:l L35 5 i asilly 3
i seryices discussed
b, List the details of the “main purpose of your visit” il 3 o 0a LaS) MBS0 e ] Bl Aluade A2l gDy pb

Melasdll y STl Fatall Bl s e’ B (b pall apkly a3y 1{D
;lihl;hohq'l

INT: LIST THE CODE FROM SECTION B.

S pakl] O el S @ rialy

0 * No knowledge at all D Iy e Y » 0
e  Wellinformed on at least a quarter f a
slasally Siadial ! e Y
1 few of the products and services D I ot e e ".". "L-: ,.1._| * 1
. l.‘..‘-.uil_l‘(..l;k"
discussed
5 « Wellinformed on at least half of the E i laailly Sl cheal pe Y1 e Wley e 2
products and services discussed [FEA-OL
s Wellinformed on at least three . -
Shadidll te S g plad D0 Y1 e play
3 quarters or more of the products and D L8 5 i Sl 3
services discussed
c. Did the staff attempt to “cross-sell” other products Gladd y Sladial " ALGYY apll™ o aURl A glaay cilh gt o8 Ja O
and services? T
0 * No cross selling at all |:| Ayl e Sua)l ol ey sy 4l e g
1 e Cross-selling after a lot of prompting | [] Sl a0 Sy ALY ol lasy B e 1
2 . Cross-se.lling after a little / some E MYl (oo B 3y Y poll Bany 6 @ N
prompting
3 ¢ Immediate crgss-selling attempt D sl e ALYl sl fjiaa 3 e 3

d.

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

Llaf" Ll JUB o ciaad g ladie 1l 2l oiB gl o6 04 &
PAadliall & g} e 45 e H gt

3 1. Yes E a1 3
0 2. No 0] 82, 0
If ‘No’, please specify your comments: Sl pliady o8 pla ST 1
10
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e. Did the staff attempt to provide “complete
information” on Bank Dhofar's products and
services, along with relevant literature?

Ciladd y Glpite OF Al Sl e’ ilke Y L glaas i gall ald A 7 |
Talall Sl Sl ae tib o

INT: LIST THE CODE FROM SECTION B.

S el a5 0 o 1 isly

0 ¢« Noinformation at all

eV e Slayaay . | o

s information provided on at least a
1 quarter / a few of the products and
services discussed

laidl! e ginall e ) fag Y e st e 4
.Q:.E\_'.a ;... rﬁ ._....._._-n._'J _s;;_.‘.q

e Information proviced on at least half
of the products and services discussed

il 'L_JQA_«J"' = |\;;'u_,.l.4: e '53:7“’_; ;‘.'ac.‘ - 2

Lg—dﬁnru“’.ui__,mab

¢ Information pravided on at least three

O & O |O

._u_,.s.a.. J.)AIJ|&UJ1A5)\J_,QY1U&;._¢‘-_I .

3 quan:ters c‘ur more of the products and Lt 0 7 s}y Sl Al 3
services discussed
3 +  Not Applicable by e 3

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

falall i) Al Ak g Gl y alsl Yl Akide i gine ¢

INT: LIST THE CODE FROM SECTION B.

G pdl] ol AISy ad sitialy

0 * Noinformation at all

AR e Shagna Y e 0

¢ Information provided on at least a

Gl Alaial! i gladt e LN ft—u ._.!Kﬂ _r!c. sl.n:.l .

1 quarter / a few of the products and D e 5 el X 1
services discussed A7 )
2 s information pravided on at least haif E Slatidl il Siagladd cheal W o oloal e 2
of the products and services discussed Lgililia o2 L2l ~—'L‘-‘~=a'_9
¢ information provided on at least three - . .
Slagladt e AL gl gl T ANS 1 Uae |
3 quarters or more of the products and D oy Se 6l 0 Y o !0 3

sarvices discussed

Lgical "'1.';.-(5411 Silaad! g Dipdialy dalaial

3 » Not Applicable

ey Y e

g Did the staff attempt to acquire more customer
information so as to follow-up at the end of the visit?

Jal Ga Cp G Alada ST Sl glae A8 el A glaay il pal) 0B Ja F
50 Al (A daglially alidll

3 1. Yes

e L 3

o) 2. No

KO

- G

b f\i\-

If ‘No’, please spgcify your comments:
A L A fzv__vd;i gggg me, Qfg(

U

J.J‘_) "._.naLa d:a_) M LR K

obs dnd dala L need {

[]

11
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7.1 Timeless i gl 7.1
Waiting time on entering the branch, before B o palt (i pall ga Jaladll JaBy g i) (g8 2 LAY Gy )

dealing with the frontline staff:

D Aasdl) a8 pa 6 [ paladt Tadd)

ja.

¢ INT: SPECIFY TIME IN MINUTES:

‘ :&M%dﬁ‘&l} 1l

i
a | !
!l e Over 15 minutes | l 433 15 e j80 0 %
! »  5-10 minutes O F310-5 e 1
1
I e 3-5 minutes I:] H5-3 e 2
L -
! e Under 3 minutes S LW e e 3
b. Did the customer feei like the queuing system " . . P e . .
S Jlby eay cdeall (A BRI GRS Gl o3 el O
functioned properly? -~ o TP Gt el at b
*  Queuing system did not function at . s i e
' ¥ il Lty Sl Q
al O Y e Jany o JUEEY s .
¢ Queuing system functioned, but it Waw . . gy s
bl amy ol LAyt aidai )
worked with a few impediments D i e Oy Oy IR e 1
e Queuing system functioned and it ] Jad JOh g & pany Jamy il LY phiai ) e 2
worked quite easily and efficiently aa
»  Queuing system functioned and it 0 Ol g Al A ey oty al! 3RS S ) e 3
warked very easily and efficiently Jd
e Not applicable & VTR -
¢. Time taken for the “purpose of the customer’s visit & ga ) Ao sl aie a3l 545 e 4T" Jal e ddSa g o

to be fulfilled once reaching the counter:

T PR

INT: SPECIFY TIME IN MINUTES:

L £\ TV UAUCRICH I R EPRLPA Y
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H. Additional Comments on Visit 15l 0 ddladiall A8LaY1 Gla yRalt 2
(If any): o= L)

4.“

SR A Y
arx farr o ‘ ‘1 5!

End of the Survey - Thank you very much....
S5 18— glpsiayt 434y

‘5-4,

G. TOTAL Branch Score

AT 7 Ok

Fraga]
Hﬁ"b{ﬁ' AL -ﬁ"s".- o TS

A s wa S

ﬁﬂw ¥

LS

rsm"-'-‘o

(Total unwerghted branch score, summing all sections):

' 5' ; . Para ter U o Eval ‘ TotalPolnBSmredinthis _'I‘o_tall’ointsAIlqcatedl :
- 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 |

PL..:S{\JS&.;;&_);JJ@_-.JA\ g .nmlz,u..)

£ Al Blil £ gana K

Gl Placal B yopa |t o Tl S0 § gus SRy gl Galall | audd
G 3 Aadial) 23l g £ A s <
G gall it Lga g g 301 <
! poall dles y 4%h iy B gal) 500 z
<l r
. mgw

13






