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A Details of Visit Bl Jawalds -
Bank Dhofar E ik s,
Bank Muscat O Ll 4y
National Bank of Oman O andl i yll S Ok Dl gl i o
1. Bank Visited
HSBC-0IB ] HSBC-OIB £
Bank Schar D s élu
Other Bank: sl 3y
2a. Branch Name LM B il sl 12
2b. Branch Area 1 b/v\ § il ahpa 2
3.  Branch City bhl‘d‘hﬂo\ Gnad 3
4. Branch Region ‘Da}( ‘\\\\\:\ il 4
Day | Month |  Year Adl | el [ e il an §
S. Date of Visit
\& | C‘ l 1oV} I I
Hours | Minutes Jadan [ EXPII
6. Start Time of Visit - i lyed, 6
(2 3
H i R Silsluall
7. Total Duration of ours Minutes & g s 7
Visit OO | e ’¥ '
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Opening a Savings
or Current Account
Saving Scheme
2. General Enquiry relatingto a
- -
specific Product, Service
and/or Facility Educational Loan
INT: SELECT AS RELEVANT AND/OR -
SPECIFY DETAILS OF Credit Cards
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4~1 Was Customer Parking Instantly available for the-

Mystery Shopper? -
3 l 1 Yes E a1 | 3
| 2. No ! %8 2 i
[i. Specify: : e
| — 1
il. Specify time taken to find parking: min. i RO T T Y e R
4.2 Entrance to Bullding oraall N Jedah 4.2
a. Was the Entrance Clean? el Saaad o8 Ja
3 1. Yes X 1 3
0 2. No | M 2 0

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

IS PGE Cia gl M1 sia ld e NS gl S

el e A

b. Was the Entrance Convenient?

Pl Jaaall S 2

inconvenient:

Was the branch prmlses cIean’

3 1. Yes E a1 3
0 2. No | 2| 0
If 'No’, please specify “Why” the entrance was Tl Jaaadl S AL aaa 0 MHEY i gadt S 1D

3 1. Yes [ 1|3
0 2. No | 2| 0

If ‘No’, please specify “Why / Describe how”
the premises was uncleam:
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DL o wngen .__:'rJ._-n..!'l J{S 15
A e




+

+

7 1 granding Mateplal 41 a LS e ke
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R
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a. Posters/ Branding material present an doors, walls
and windows?

e38) oill y o) jdadt ‘ul‘,ﬂ\uh 4 lad Sladle [ Dldeale dn gy O

3 1. Yes E a1 3
o 2. No O W21 0
If ‘No’, please specify “additional comments”, | S ) Slaaila” na Al e NS Ll gadi SIS 13
if any: sy

b. Pampbhlets, Leaflets and Brochures on display?

Sl il 5 TS sl se a5 A

3 1. Yes E a1 3
0 2. No | 2| 0
if ‘No’, please specify “additional comments”, O Malial SlaaMa" sra Sllad e SMUET O gall S
if any: =t
c. Branding material up-to-date? Palaa 45 adl Claiall g JA O
3 1. Yes E PSS 3
0 2. No O w2 o0
If ‘No’, please specify “additional comments”, O M Aaldal has 't ana dlad e ISET Ll gadl RS
if any: “Catay

L&Lfﬁ"‘? ‘.' o !:-. :__,x'_‘;' L

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

TR elos £l iBge o 490 0o 8 2305 oo

desks and counters? fdeailt
3 1. Yes E a1 3
Q 2. No I:I a8 2 0
If ‘No’, please specify “additional comments”, Ol Ml Cilaa e san il e PUEY el 18000
if any: Wy

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

T s ol e ol 30y (B gt e f S S A

3 1. Yes = i1l 3
0 2. No O 22| 0
) R - ‘n‘l .!I ol ol at _‘” . .n\ " i . :‘.
If 'No’, please specify “additional comments”, - A 2 SR _‘{i‘
Sy

if any:

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

Tadalands Ot LS () many (B gt plima [ JS A8 A O

3 1. Yes

a1 3

0 2. No

5y0O

w2 0

If ‘Na’, please specify “the approximate
number of staff not wearing name badges

a

PO

Q’\,—\f_, C\Vl— A {71\‘0.49
C 1

Loy

Cpll phla gall s A samll saa Slliad e ST gadt S0

. Tl O JS Gy Y
7 lfl;_ctt:nj A e - —t;; - -
Is




+

-+

4.67% .  ATM and COM mactilnes 4y % A . ;-

a. Was the area surrounding the ATM and CDM

L R R T S g Gty MLl fa® Sl 4-6 |

u.n_,;.n,ha‘;m|&1.y‘)‘u¢‘i1u\,dnx.\l hj.'h.nlu\.'i.a.“_,udl 1 :

area was unclean:

machines clean and presentable? ¢ paal
3| 1 Yes [} 51| 3
o | 2. No O w2| o
‘I if ‘No’, please specify “Why / Describe how the SENAS Ciay il cia Bl e MU gl S
| ! e ;lid

b. Were the ATM and CDM machines functioning?

Toans gl 1Y)y N Ldl ) 5 4] S A

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

3 1. Yes v a1l 3
0 2. No O w2 o
| If ‘No’, please specify “the time at which at eal 4 S8 e -=,v" 2 bl J‘ STt 'PJ‘ s "“

(S e 5

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

TATM/CDM Ghis A 30 Sl g 3,00 oS Ja O

3 |1 Yes O LI

0 |2 No | *®2) 0

3 3. Not applicable ’E Sy ¥ .3 3
If ‘No’, please specify “the time at which at A8 g al o 2yl das Sad e ST Gl 8 1
which the cooling was not functioning s S Casdl

Xl Ty CT=—""% Y= R . x -
7.8 rribisvcs arkt Fackivies - FARIAT0 RN A TR R I TR R TR et A Da e e s ke
a. Was the branch air-conditioning fully functional TSy g8 Jaay Al el Sl Sl .JI A
and sufficient?
3 1. Yes X 1|3
0 2. No O %2 0
If ‘No’, please specify “Additional comments / FAilal Slaa D" saa Sl e SIS el S 1D
Describe how it was insufficient; S 5 el s )

b. Did the branch possess sufficient lighting?

TS Baloly £ LAl adaly JA

Describe how it was insufficient:

3 1. Yes < w1 3
0 2. No | M2 0
If ‘No’, please specify “Additional comments / Fagial Slaa " dra Al Sy o"ET Ll yal) SIS 13

s -JSE:J“-.‘S‘—‘-‘J‘
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Did the customer have sufficient waiting space /

seating area?

o siadl 3eihe e LS 235/ ARIRAL AMS Aabees Sl NS A S

1‘ T
3 1. Yes Ef 1103
0 2. No [:I w2l 0
M o e ! s 1 -1 - g TR
If ‘No’, please specify “Additional comments / [l Zida S saa b e IST e S

Describe how it was insufficient:

S K al S heay)

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

counters/ work stations?

T
}

s R J313 A guda palt SN A gy Ay G G 0 G S
Tl Slal y (QOhSAlY) i1 ) Liliha b s 5

-
1

3 1. Yes m 1| 3
0 2. No O v2| o
tf ‘No’, please specify "Additional comments /

Describe how it was insufficient:

e gl y fhzdila) Sllaahe” o Alad e NS ol gl 1S 13
(A 85 .0 s




5.1 Greeting of Customer

+

Criba i qup A1 5,1

T Jlalyha j 8 AN Ggudd) e cdatilfous A W5 Ja )

a. Was the Mystery Shopper “promptly greeted /
acknowledged” on entering the branch?
Q ¢ Nogreeting / acknowledgement D =i/ e Y . | o
1 s Greeted within 10 minutes of entering D | Crael aac e W10 0 a0 e Y
; 2 +  Greeted within 5 minutes of entering E] ! Ceandl adc e TR H UL a0 e b2
| 3 « Immediately greeted an entering E anl Al g 2 e ‘ 3
b. Did the staff either / or: ERTE 7Y (Y KERORU- T UM I TR
a. Ask for the customer’s name? 2 et ad e M !
b. Greetthe customer by name? Taal S5 aa Jaaally can )y
s Yes, the customer was greeted by name / FIR VW LN I VW S DG VAL ERUENG. I PP I
3 , & . 3
asked for his / her name gl
. No, the customer was not greeted by dont e S aly £ aadl S5 ae Laallycum Tl a0 WS
0 | O | ¢ . 0
name / asked for his or her name Lan g
i O el g M0 ) S L OYRW A F9] =
c. Did the staff ask, “How can | help you today?” - 3 e - hs - JL",;J; HJ
and Probe the purpose of the customer’s visit? 7
3 1. Yes, the staff did this Fa Aty iyl 5 i can 1 3
0 2. No, staff did not do this B Ay il gl By 2 NS 2 0

d.
basis of his / her needs?

Was the Mystery Shopper redirected on the

fgtalialfiialial Lo sl ALl §dall 4 g sdel g0 Oh S

1. Yes, he /she was redirected on the

Taibalfadalia! () aall VR RPARAEARPPE
3 basis of his / her needs EI WialfGatial A (Bl G silel £ g1 3
2. {OR) The first staff member : o e
Loaadt T g " ka gl il ()
3 encountered probed the nature of O e S .f_n__d‘,:x. J:_,u_',ll i ,,(l") 2 3
visit and assister him / her 200 -
0 3. No, he/she was not redirected on \halia/aatgal Ll 4 gl salel 35 (J S 3 i a

the basns of his / her needs

Were the staff courteous on the customer making
his / her enquiry?

0 e No, the staff were not at all courteous | [] BBV e b il GG W UE e 4]
e Yes, the staff were quite / reasanably . o o as ] .
40 AL ol 3] g et
1 courteous D Ba [ ke 20 b a3 g 1
2 s Yes, the staff were courteous E b gl S a0l e e 2
3 e Yes, the staff were very courteous D AR gal b ga 1S axi @ 3
b. Did the staff demonstrate “active listening” on Flpaal) leadloay " olatb plial™ il pall 451 A o
customer enquiry?
*  No, the staff did not demonstrate .
y g plial alh gt gy o (38
0 active listening D At pidaat il gl sy ol ¢ 0
= Yes, the staff listened quite / . sy < se . .
1 ’ 1 Y a3y ok B gt dal 0 (el
reasonably actively D Lol B2 s A8y an @ 1
2 e Yes, the staff listened actively | Lplayt il galt sl 355 pad @ 2
3 = Yes, the staff listened very actively UZ et e S il gald hal e e 3




c.

Did the staff appear confident?

Chaki n By 4 e i pall g A

No, the staff did not appear confident

Al 4 (Bl g AT) 0 il galt ey o1 28

* Yes, the staff appeared quite / _ " . " " .
! Nima b ddl T M Loypadl o
‘ reasonably confident Oy : O Bl A e bl els an3 e
; e Yes, the staff appeared confident ﬂ ! LU0 U < PR NS OV RS - L S
*  Yes, the staff appeared very confident } D Al e Ll By adl o il gl ek ael e
. - |
i ::1.'th List the names of staff interacted | e Cletad ril gkl gl sl S
with: g
{ o Mr/Ms. [ Mfe’-— L1 LUl el e
s Mr, /Ms, 2 Alaiallf Lol .
e Mr./Ms, 3 ALl Sl .
e«  Mr./Ms 4 AT R (I
8
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6.1 Staff Capability CdB gall 3 il 6.1
a. Did the staff frequently probe the nature of the $uSie S8 Gl Slalaa) Aagd R laablufly wiB pall a3 6 )
customer's needs?
3 1. Yes EI JUERE | ! 3
o 2 No & w20
If ‘No’, please specify your comments: QU ST PN PG L S
‘ VS Q_, V.9 bf’/ I
b. Did the staff actively attempt to anticipate o . ST - <
Y TR = ] y sh.l—u'}' illad A glaa, Y oald N e
customer needs? i . s AL A8 00
3 1. Yes & pai 1 3
0 2. No O % 2 0
If ‘No’, please specify your comments: RCARY JIOC T AP T kY
c. Were the staff able to cater to the needs of the aai B s alb g9 e G Olalgha) Al il pall £l A S
customer without seeking the help of a colleague? T2l 3l
3 1. Yes = axi 1 3
0 2. No O % 2 o |
If ‘No’, please specify your comments: Pl L o Bl IOST 1Y)
INT: IF the Answer is YES, so the answer for Q
D should be Not Applicable
d. Waere the staff able to answer all / most of the ‘
questions posed? fha y okl ALl sl /S (2 AaY) il galt pliniud G
3 1. Yes E a3 3
0 2. No O %8 2 0
3 3- Not Applicable Guaiy Y 3 3
If ‘Na’, please specify your comments: RUERY S IR AP LAk
e. If the staff were unaware of the answer to a OA A ALl [t Jl g 8 Y e {08 GilBgall 0% 2 1)
particular query / queries, did they politely “ask T 3a 3l daf el e 400 5 e 26 Jad Cpe LI iyl 2lia b
you to wait while they double-checked with the
system / a colleague”?
3 1. Yes D FUENR 3
0 2. No O % 2 0
3 Not Applicable )( Gakay Y 3
If ‘Ng’, please specify your comments: il ) Zlaags ad pla ) VNS 1)
g
+ +
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62 Product Knowledes and Grows Selling 11 53 ek 2 [ 0 ) ol SR bl AT :
a. Overall, was the staff well-informed on Bank | uwa,’ Chailas Al Alhata Die glna il gl ,_.;.1.1 ;_‘u JA .4.1:. u's-'-' 1
Dhofar’s product and services? T B oy
0 e Not at all informed D AUy e Claghaa] Gl e 0
| e Wellinformed on at least a quarter / a s il e L Loy
;1 few of the products and services j sty kil s bl s e J’.t‘ ‘“: * 1
F ‘ discussed \ leiilia &5 o2
{ 2 +  Wellinformed an at least half of the D A A Daral y DAt Gl e Y e e e 2
: products and services discussed e
' o  Wellinformed on at least three- l L.
Siaiial eS80 g plal AT S e Wl
3 quarters or more of the products and E | et Je 81 &J . u’,.‘ il pee 3
. . ; PR e 4.u'l Zlaadily
services discussed !
b. List the details of the “main purpose of your visit” pedll B g o Lag) "3 450 i 3 gl Alia 42ty mdg ab o
(as per SECTION B); rate the staff on the level of "ladll y Sipdially Fadall A ad) g e’ o (i pal) apily e’J (=
“product / service knowledge” in this area: sAdhiul oda 3

D k] O a0 A5G o 1ialy
INT: LIST THE CODE FROM SECTION B.

0 * No knowledge at all D ALY e sy Y . 0
s  Well informed on at least a quarter / a ) ,
Slasall y Dladial | e S
1 few of the products and services D = 27 o Gl fs e “:’:lr: :1:;‘. ¢ 1
discussed ~
2 ¢ Wellinformed on at least half of the D A g Sileaslly Slanidl chal e S e Ll e 5
products and services discussed galilia
o Wellinformed on at least three C o .
Slafadl fe i gl A 4
3 quarters or more of the products and E Saside A E.'fg, . fj il ,1._.]‘ * 3
services discussed ¢ ’
c. Did the staff attempt to “cross-sell” other products Silesi y Silaiial ' ALDY! anll™ o Al A plasy Cilh gall W3 8 S
and services? RN,
0 e Nocross selling at all X IABY e el el Bl sy . 0
1 I *  (Cross-selling after a lot of prompting |:| S Ul e Ay SlaYl o Gl S5 e 1
s Cross-selling after a little / some
[ Wi [ TR )] | 4 \3 2
2 prompting D =l O il - gl e ¢
3 ¢ immediate cross-selling attempt D JH e Y Al Uglaa 3 e 3
d. Did the staff explain Why Bank Dhofar’s products L L) L oLl hasd g haie 13 £y il gt ol b 5
and services possess a “Comparative advantage” ) hilia 5 ‘,H“ o i.:JLi: '.]
relative to competing banks? ’ :
3 1. Yes O Y 3
0 2. No 2 % 2 0
If ‘No’, please specify your comments: . : Al ey o la NS 1)
Ve V4 I, T rayg ?,l‘m“

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?

Ciadd g Cladie 0p MALIS Sl ylea® Lilae Y Al glaay il gall 53 a7
falall 2l el aa tib ol

INT: LIST THE CODE FROM SECTION B.

- U ST P A SR

1

0 e Noinformation at all ; 0 Iy e Slegaa Y e .0
¢ Infarmation provided on at least a gl e 81 Ja 3 ST :
¥ ‘—l—l——‘-— \— 3
1 quarter / a few of the products and | O el -~ 1
. i | .Q_.AL.A a. ‘-'_l Zhaal 3 \—M\-
services discussed : i
5 s Infarmation provided on at least half | D el AT i ) wdead Y1 ._,—f- gac! e o
of the products and services discussed W 2 L Sl
+ Information provided on at ieast three !
L glaall i b plagl A B i e :
3 quarters or mare of the products and E = ’M “; 8 "‘&u y U’ “’s.fh‘: -3
services discussed aa ’ i
3 ¢ Not Applicable L0 T R I 3
f. Information on relevant procedures, all S5 daylial) G005 g Silalicall g (Sis) Yl Ailata e plas 7

documentation and follow-up method?

INT: LIST THE CODE FROM SECTION B.

S ekl e S AMES B rialy

0 ¢ Noinformation at all D SN e clagla Y e 0
¢ Information provided on at least a .
ARG K | Y Uac
1 quarter / a few of the products and L__] \_M’lui “{f’m "_i,e:, u!. 1 "h ‘.‘. n ¢ 1
services discussed 3 IR
2 * Information provided on at least half D Zilaiiadly dilatall o plaal) chead B e plne] e 2
of the products and services discussed el £ Al Slaadly
e Information provided on at least three
il ! i g gl i ADS 8 Unc |
3 quarters or more of the products and E el on S8 91 gl I e < * 3

services discussed

Lg——ih.l o \_‘.l.“ -._L.c.i:h.“J x.a\a.a..«l. Gl

3 s  Not Applicable

by e

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

S Oa Gy Addie ST il e 48 aal A faey Uil pall B3
30 A B daialy abidl

3 1. Yes

a1

3

0 2. No

a2

o

If ‘No’, please specify your comments:

ol d wo

Q.ak wig Y

Y |0

N mapm

il plaads A sla ) DS 13

U

1
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7.1 Timeless

<d gt

1.1

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

ot o gall Cpdh galh pa Satadlh BBy of AN Deds ae SURIY A
D Aadalt adlga o £ pela¥1 dad

| INT: SPECIFY TIME IN MINUTES:

1 BB e 2yl 233 Tlialy

I

o »  Over 15 minutes O, 6as 15 e K1 e ‘ 0
I i *  5-10 minutes O ‘ Fi10-5 e 1
2 |+ 35minutes O FE:5-3 e 2
3 ¢« Under 3 minutes E LW L A e 3
b. Did the customer feel like the queuing system ¢ . . P - . .
Pryana JS0 chuall b AN W8 ol e 3l .
functioned properly? 2 oy v I AR oSt A b
0 . ;).lt:eumg system did not function at D DY) o Jaa ¥ sl i Y W e 0
e Queuing system functioned, but it . . . . T
1 . —iall ety Sk o)l
worked with a few impediments D il ? e OSly Juay IR e e 1
2 ¢  Queuing system functioned and it | Juad Sy & sy Sy aall b SY) S ) e 2
worked quite easily and efficiently Lsa
3 e Queuing system functioned and it | JSk g Al A s Gy wiall i Y W e 3
worked very easily and efficiently Jud
e Notapplicable E SmuY e -

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

es\,.und,..ﬂ.mujuzmmi.,,n"d;ib.m\d:,m,a

Ae2i]

{NT: SPECIFY TIME IN MINUTES:




+ + +
H. Additional Comments on Visit 4340 U Al Adlay) cla Sial) 3
(if any) (an g )

End of the Survey - Thank you very much....
S 183 - gl Atys

G. TOTAL Branch Score
(Total unwerghted branch score, summing all sections):
- Section - Parameterlhl Eval t _';' - S TotalPolntsSwredlnthls : A___'I_'ptall'_nlntsAlloﬂtedI‘
: - ‘ ol T parameter
Cc Branch Presentation and Customer Facilities
D Greeting and Soft Skills of Staff
E Staff Capability, Knowledge and Cross-Selling
F Timeless
SO e " TOTAL SCORE g
T~ By B P .
g Al bl p pana Nd
(‘.L...A’Y'l JS aax ct_).l.u 4..-;.1)45\ _).:c. .]an.J &_’AJLA)
Jakal fluaadiall BAD § yagee MJMMEW + 0_ogThY 035 1530 Jalall andl)
Gl Aadial) Bl y £ Al ol o
(B gall il ga g s SN <
(B! &l Aglas y 4% jae g 0 pall 3 a8 z
h:&_,ﬂ r
3 e B E L& £ sape
13
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