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A Details of Visit bk 3 Lol -
Bank Dhofar E il By
Bank Muscat 'l Ania oy
National Bank of Oman O eand) il gl S L uad g AL
1. Bank Visited
HSBC-0I8 O HSBC-OIB i
Bank Sohar O Saa Sy
Other Bank: JECURY
2a. Branch Name Td}f A § oAl aul 12
2b. Branch Area WA_S‘{C‘L g Al e 2
3. Branch City Smt_‘& b 3
4.  Branch Region ;Dhcfaf\., dakiadl 4
Day | Month | Year Gl A ] S 5
5. Date of Visit ‘
Hours | Minutes Sl [ Sle i
6. Start Time of Visit q L e incd, B
]
H i Jaaal H) Sle Ll
7. Total Duration of ours Minutes = L
Visit 6o | 29 | b e 7




Opening a Savings
or Current Account
Saving Scheme
General Enquiry relating to a
- |
specific Product, Service
and/or Facility Educational Loan
INT: SELECT AS RELEVANT AND/OR -
SPECIFY DETAILS OF Credit Cards
Double your Salary
D

Youth & Student
Account
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4.1 - Was Customer Parking Instantly available for the

2080 e § e clige LD Bgesiall 339 0 4.1

3 |1 Yes BT a1 3
[ ! r
‘ 2. No 0. 35 2
‘ i Specify: o e
| ! o
it. Specify time taken to find parking: min. il il e Zay AN )
4.2 Entrance to Building ol B Jedat 4.2
a. Was the Entrance Clean? Tl Jaalt (A8 A
3 1 Yes E e 3
0 2. No O 38 2 0
If ‘No’, specify “Why / Describe how” the LR U |k DAL CPRC LIS R TN PG By Lk
entrance was unclean: ki g ol
b. Was the Entrance Convenient? Thadle Jasall (A8 Jb i
3 1. Yes E a1 3
0 2. Na O W2l 0

incanvenient:

If ‘No’, please specify “Why" the entrance was

wﬂr' a,l..up..'-' S ;,z* e ""\.:’K{'h e il
mdoid i or - T -

T Jiow? % 2 "L aaa ¢ NS el S 1A

ks RS
Was the hranch premises clean? TLLRG £ AN e G0E A
3 1. Yes X 1|3
0 2. No O w2 0

If ‘Ng’, please specify "Why / Describe how”
the premises was unclean:

S S o gt " 2aa Sllad e "US" ol gt S 13
bl pe Sl
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[4.4 . . Branding Material £ty - 5L E e ol

gt l "’»-I,'_:-.‘ -""l": h"f“ . }_ \_u_,_m;‘j_‘-‘ & 3@’5 Wmu

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

ey gl y Shoadl bl e A 4 as Sldie [ Sldale 2y JA j

i
L
|

3 1. Yes &4 s 1|3
0 2. No O M2 0
If ‘No’, please specify "additional comments”, | SRl Caa et aam Mliad e T i padl S0 [
if any: l e

u 1.
a. Were employees present at over 90% of the branch

b. Pamphlets, Leaflets and Brochures on display? T il g Sl i e a3 A L
3 1. Yes & ait| 3
0 2. No i 2| 0
If 'No’, please specify “additional comments”, S Mo ek aia Sk e ST Clyall S
if any: holag
c. Branding material up-to-date? fakinn Ay el Sl e A D
3 1. Yes B 1] 3
0 2. No O W2 0
If ‘No’, please specify “additional camments”, Ol «"ltlhal Glhadie! dsa dlliad e (ST e SIS
if any: Noaay

ST

e

TN AR D2 I e

T ihigas oIS ol og f AN G e (oa %80 (s S 2315 AS A

—(T\_ZAJJ.« g 11 t)ng{'/gé’}j(fe_n €

5ol

desks and counters? Thaaill
3 1. Yes D a1 3
0 2. No B w2l o
If ‘No’, please specify “additional comments”, o Al Siaa " e 2llal e NS el S 1
if any:

Hoakd  coheel, QOM—“\Z::

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

Sy e el (9T O pall w8 IS A o

3 1. Yes

i1

0 2. No

O

382

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

. T Al et aa el e US" i yal) S8 Bl

:_L.\:_n._,

¢. Were all/almost the entire staff wearing name

ity 20 L (3 gy ok gl pBis f 8 S A LS

badges?
3 1. Yes E a1 3
0 2. No 3 w2l o
If ‘No’, please specify “the approximate Call il pall o AR sselt saa g e UHEY et SN
number of staff not wearing name badges: piandy il LS 5 ey Y
4
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4.6 ;. ATM and CDM machlnes & Lo iy s dne t oGy Yot ot WE‘-\M&&M“J" Jen) 4.6
a. Was the area surrounding the ATM and COM Oy y il g 2RI gl.wu ¢Y| il jealt B g2t Jagaall Rl 08 A
machines clean and presentable? ¢ ppaall
3 1. Yes E FESEN | 3
Lo 2. No O w2 0
| If ‘No’, please specify “Why / Describe how the DS S a2t lad e IS et S IR
i area was unclean: il b S

! b. Were the ATM and COM machines functioning?

sl GBI BNy AN il et B gl S CA L

(and specify which machine, ATM or CDM}:

3 1. Yes [E PO 3
0 2. No O w2 o
If ‘No’, please specify “the time at which at ieal ad KT PARPLE FULILPVTEN R L S PEG S LR K
which the ATM / CDM were not functioning il el ¢l J-=_,) Sand Y gl gy Y S al

( PRy &'l_.:\‘]'l o 4.|“}||

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

TATM/COM “Ghia 3 3 G 31 500 08 & &

RN . T
s o B _-i-

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

3 |1 Yes &K 1] 3

0 2. No O B2 g

3 | 3. Notapplicable O ShuY 3| 3
If ‘No’, please specify “the time at which at A lams o g3l 28 " daa Wllad e "HST el OIS 1T
which the cooling was not functioning 22 P ikl

" 3 3 5 ey ) i quda ;

Describe how it was insufficient:

3 1. Yes | w1 3
0 2. No | 2| 0
if ‘No’, please specify “Additional comments / fragilal Didaa it saa Sl e ST o galdl IS 1D

..-'\5.)5%]-‘&5»"-6."

b. Did the branch possess sufficient lighting?

TS S L p il aiay A

3 1. Yes

a1 3

Q 2. No

|

A2 0

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

/i) Dlaa " im Al e RS gl S 1
el K € i
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c. Did the customer have sufficient waiting space /
seating area?

T om sl 35 1ha Cpe LS 305 /RIS dabens Bl 8 4 D

3 1. Yes

11 3

0 2. No

&

8.2 0

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

[Pl Clan s 2ia Ml oS ) DS 1
P A e S ay

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

ALy B A JA12 A8 guin gt SIS & gpay ady 0 g Pl U S

2 anll Sl (iSall) bl ) i, ) Ak S

counters/ work stations? el {- ) Sl P
3 1. Yes a1 3
0 2. No ] Y2, 0

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

Chayly il SUaa " saa Mlad e UUE" el S 13

S S Bl s




5.1 Greeting of Customer

+

SRl pya B 5.1

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

CE Al algha g8 AAN Geedall o od alllfina S a0 b )

0 e Nogreeting / acknowledgement O ez Y e 0
1 e Greeted within 10 minutes of entering D rand Jga e A 10 DA a0 e 1
2 »  Greeted within 5 minutes of entering O r ! Jpas e B 5 CMA cua i e 1 2
3 ¢ Immediately greeted on entering E Jranth Jphc s oum Al e {3

b. Did the staff either f or:

Y 'yt J.h.’._u...ili‘,,..'l fi..jr_}l =]

a. Ask for the customer's name?

ol e S

b. Greet the customer by name?

Tt E3 aa ganly i

3 *  Yes, the customer was greeted by name / v daant el aadd S5 ae Craaly e Sl S allcani e 3
asked for his / her name - (PO
0 +«  No, the customer was not greeted by 0O ROWHILPS PR P R DU - DG 'OVS PRNITERS LTI e L S R
name /[ asked for his or her name Lgast
(U TV RPNV FR P RS [ K7~ PP+ SR VL LV t e 2
c. Did the staff ask, “How can | help you today?” e 3 s e "": "'] n"': L:
and Probe the purpose of the customer’s visit? <
3 1. Yes, the staff did this %% Sy iyl WS S s 1 3
0 2. No, staff did not da this 0 iy il e NS 2 i 0
d. Was the Mystery Shopper redirected on the aldalfadalisl Ao sl Adl feadall 4 g0 Bil00 33 0 o
basis of his / her needs?
1. Yes, he/she was redirected an the
Saldalfdlaia! I (3) haall Salet 33l
3 basis of his / her needs m A et 6) ¥ a1 3
2. {OR) The first staff member e el ay G50 S il i () D
X i i
3 encountered probed the nature of |:| i d :_f_\.-_L_.J/..;.—_' ,suu)'h ia (':) ' 3
visit and assister him / her I0= -
3. No, he /she was not redirected on ‘
’ islfadaldal 0 Al sl il Al 30K
0 the basis of his / her needs D Watialadaiial J sl pee 3 0

At %Y R

DI ‘éﬁ ""”I'&“"\j’"ﬂ:.
a. Woere the staff courteous on the customer maklng
his / her enquiry?

S ot 3 lns gk CF .JL........A .\J 3 ik gl ‘_,u,_;. -

0 e Ng, the staff were not at all courteous D A o il diBgall S8 W DK 0
«  Yes, the staff were quite / reasonably . voa ms , R
Py | ! Lam
1 courteous D B A gdke A3 byl Jat ani 1
2 * Yes, the staff were courteous EI G s pall S AR an 2
3 s Yes, the staff were very courteous E ALY pal Gl gall S e e 3
b. Did the staff demonstrate “active listening” on el il " el plinal” b galt b1 A Lo

customer enquiry?

* No, the staff did not demonstrate

b gliea) ik gall o

0 active listening [:] ) plheal Bl gl pl IS G

1 e Yes, the staff listened quite / D Loka 5aya /Al ke 4 i) ol e e 1
reasonably actively P D e M0 u A

2 *  Yes, the staff listened actively E Lalagt il gult  dual 23l cani @ 2

3 e  Yes, the staff listened very actively D G e 0 Ciligal) ol 38 el @ 3




Did the staff appear confident?

Taadi (e By 451 e il gt gl b

»  No, the staff did not appear confident | [] ikl e By ) fo ilgall el W NS e
| o
| e Yes, the staff appeared quite / . JR . ,
! Wiee S5 ikl e By Al e i gl e caa
: reasonably confident u PR Ot F M T A0 e e 0
* Yes, the staff appeared confident D LIPS L R V0L BV S
s Yes, the staff appeared very confident E ‘ hls Cpa ki (Dl adi o Ll jelhcani e
' d. List the names of i d | N .
| o ist the names of staff interacte 3 e LA g (o gt sl
| - - - e et
| o« Mr/Ms. Musaclaz  Flwad 1 FORETCPENETCRN
. Mr./Ms. I Codloa e
s Mr./Ms. 3 Al lalull e
s  Mr./Ms 4 ol Ll .




+ + +
6.1 Staff Capability Gl galt 3 )38 6.1
a. Did the staff frequently probe the nature of the £ A Gy gl Slalital Aads (el iB gl o3 b ) !
customer's needs?
3 |1 Yes d pi 1 3
0o |2 No ' %8 2 L0
- If ‘No’, please specify yaur comments: ; P iy s NS
t
I
b. Did the staff actively attempt to anticipate £ ) i) s Wb & gans i g o5 0
customer needs? '
3 1 Yes &g i1 3
0 2. No O % 2 0
If ‘No’, please specify your comments: bl Al 8 Bl ST
¢.  Were the staff able to cater to the needs of the Al Sl il 93 (e Gl Slabial Al cib gl £ il b G
customer without seeking the help of a colleague? o33l
3 1. Yes & pai 1 3
0 2. No H 38 2 0
If 'No', please specify your comments: 2l 2l sla ) ST G
INT: IF the Answer is YES, so the answer for Q
O should be Not Applicable
d.  Were the staff able to answer all / most of the .
questions posed? aa g laall ALLYY plwa [US (8 QY il gall £l A S
3 1. Yes < a1 3
0 2. No | 3 2 0
3 3- Not Applicable Gt ¥ 3 3
If ‘No’, please specify your comments: sl bl o8 Sl SR
e. If the staff were unaware of the answer to a ON Aimae ALl fogms S e WY e 500 b gall oS 4113 g
particular query / queries, did they politely “ask el aaf fpllaill e 400 5 pa 28U Jal D UBIYI gl e itk
you to wait while they double-checked with the
system / a colleague™?
3 1. Yes D a1 3
0 2. No O 38 2 0
3 Not Applicable * iy ¥ 3
If ‘No’, please specify your comments: bl s b pla NS 1Y)
9
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s'z .w LA AN Tl _'.":"' . P o e q‘ M R & e
a. Overall, was the staff well mformed on Bank uh-uu ul-ua-u 4-'1'41- ot Zils plaa uii,-ll g-h o JA .?Ls ,Js...u 1
Dhofar's product and services? ¢ b oy
E o « Notat all informed D IV e Slaginaasal ol e 0
i + Well informed on at least a quarter / a Vot e v o
Coladdal y el H] L 1
! 1 few of the products and services g 9 2l o S s ““:; "j S 1
; discussed ! ! Mo
i ¢ Wellinformed on at least half of the DA Tl y Saiial kel e N e aa: e
- . . D 1 Y e 2
i products and services discussed i 1o
i »  Wellinformed on at least three- ! ] . .
Ziadal e 81 g gl ) 35 3! .
3 quarters or more of the products and E et EHJ . J‘j "x i 3
. . it o5 AN Zdacally
services discussed
b. List the details of the “main purpose of your visit” el (b g LaS) B4 50 .,-u-ﬂ g Alads aady t-d‘y Al
(as per SECTION B); rate the staff on the level of " 'W‘J Slatialy 3t A3 ad) 5 fleas” 6 (pib pa) anlly .-9:’ (o
“product / service knowledge” in this area: :Akhldl oda 4
A ONEWRE FTTIR PIONE
INT: LIST THE CODE FROM SECTION B. I
0 ¢ No knowledge at all D %L e dduyY e 0
o  Wellinformed on at least a quarter / a . ..
Shasall y Slatial - i e JB :
1 few of the products and services D I o bl fe “FH‘::;L.:J:: :]'; ¢ 1
discussed -
5 e Well informed on at least half of the D 5 B Slendlly SlaTialt chiat e B! e Jd e 5
products and services discussed RO
« Well informed on at least three - ‘.
Sadad e S g el A0 Y ke Jdu e
3 qua::ters or maore of the products and m ¢ T f'lu]u 3
services discussed
¢.  Did the staff attempt to “cross-sell” other products Ghatd g Slaiiad *  ASY) gl i pbAll A da Lih gall 28 A S
and services? SRS
0 * No cross selling at all D S0V e Sl adl Alec il e 0
1 *  Cross-selling after a lot of prompting D il Aaa) Cpe 0ty ALYl ) Llaay pli e 1
»  Cross-selling after a little / some s . . . .
=) Y1l b oy oY1 alt lasy L8 2
2 prompting E M) e R "’}L‘ &d ¢ *
3 e Immediate cross-selling attempt D il e Sl i U glaa 53 e 3
d. Didthe s‘taff explain Wf!‘:y Bank Dh.nfar’s producis Tl ) i oy Siash y e 130 7 il pall o 4 24
and services possess a “Comparative advantage i) & g e 25 e "l
relative to competing banks?
3 1. Yes X a1 3
0 2. No O X2 0
If ‘No’, please specify your comments: i ey a8 fla ;N7 Y

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 Shadie 8 "ALAS Cila plas’ Aillee Y Al glaey il gall 43 a4 g
falaall 13 St g b AL

INT: LIST THE CODE FROM SECTION B.

S paadl] (o Gl AU o 1iialy

Q *  No information at all

Y SoZagaa Y e Lo

|
L
F
|
:
'
t

* Information provided on at least a

.y L

Alasu! -_ILA_’A.I.A..] ‘,_.IJ'I[L.U_,!J _’_r..a..nc.' L

1 quarter / a few of the products and D 1
.‘_....d\_- At Dlasal] g ialaly
services discussed 2k e
! 2 » [nformation provided on at least half D Celaliat Alaia! i el edual B4 _,.‘c- el 2
of the products and services discussed e 8 il '
s Information provided on at least three . bei Dtk i
D laall e SSH g gl i ADE B e plae] e
3 quantters or more of the products and E L 3 Dol el dalaiad 3
services discussed
3 + Not Applicable GlabY e 3
f. Information on relevant procedures, falall &) Aagliall L0 g Slalied) g (Dip |2 Yy Allade Sl a7

documentation and follow-up method?

INT: LIST THE CODE FROM SECTION B.

S pal] G a8 RISy o sialy

0 * Noinformation at alf

ALY e Slagdaay e 0

+ Information provided on at least a

AleTal) e glaall e N o SV e plac] @

1 quat:ter / ? few of the products and D e 0l ey cdaiall 1
services discussed

2 « Infarmation provided on at least half m STl Gl Sl gl Chal B e clec] e 2
of the products and services discussed Lliilie o5 Al Cilaaddly

+ Information provided on at least three sl - .
':_ILA_,-I.&“;)AJJS‘ J‘- &L.jﬁ)\-';di‘i\uh al.;:ncJ .

3 quar_ters qr more of the preducts and D fililia o il Slandlly Silagially Al 3
services discussed

3 s Not Applicable T TS

g Did the staff attempt to acquire more customer Jab e Sl Alate 361 e giaa A8 e A gy il gl W0 JaF

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

T Ju i b Aty ol

3 1. Yes | a1, 3
0 2. No £ 32, 0
If No ple ecify your comments: 4+ - i) plialy o8 ela ) TS 13
/i\-g QA g Q'ht(\h&*\_—"}

1




7.1 TYimeless

<y 7.1

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

ot OH gall (il gl gon S Gy v i) Lgia e UY) Sy
t Aadill ABlga o fda¥) Jadd

INT: SPECIFY TIME IN MINUTES: \

‘ DAY a8l saa il

|
0 *  Over 15 minutes O Gl 15 e S e 0
1 e 5-10 minutes a 3&10-5 . 1
2 s 35 minutes E Aa:5-3 e 2
3 s  lUnder 3 minutes D 2w oL 5 e 3

b. Did the customer feel like the queuing system
functioned properly?

s s ey cduall A U a5 0l D0 ad b

+  Queuing system did not function at

0 Al O SNV S ey ¥ il i LGY i e 0
* Queuing system functioned, but it dall el 1 R I
(e — e ) RIS
1 worked with a few impediments L] s oo o o 0y St ek 1
5 e Queuing system functioned and it I:I Jnd J82 8 & e oty iall 3 LT G e )
worked quite easily and efficiently Lo da )
3 * Queuing system functioned and it %4 JE g Al U gy Jamy ciall 3 URTY G e 3
warked very easily and efficiently Jad
¢ Not applicable D YT S ] -
¢. Time taken for the “purpose of the customer’s visit (g ) Jpea gl i g3l 3 A5 Ll Al Jal e J80A QB g O
:u i it

to be fulfilled once reaching the counter:

INT: SPECIFY TIME IN MINUTES:

oy

Ly

L
: N
.‘jww‘ i
Loludd s

12
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+ + +
H. Additional Comments on Visit 1l Adlalal) 480GYY Sl dhal) -
(If any): (s )

End of the Survey - Thank you very much....
Sy 1S3 — Gl g
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L P EEC Iy AR

G. TOTAL Branch Score
(Total unwenghted branch score, summing all sections):

. . C Totanoim:Scoredin this |- TchlPolntsAI!oated/
Secl:lon ParamcterUnder Evaluatlon R . Area: - . . Parameter

C Branch Presentation and Customer Facilities

D Greeting and Soft Skills of Staff

E Staff Capability, Knowledge and Cross-Selling

F Timeless

x - o B . - l.- ".‘. ) L ] . 4 . . .

(padY) S pan t}u«_u.fll}clawtw)

EAN BRI E gare  F

" Julalt Aaai i WD p gaps | - spad B Tgaaall WK £ gags T ekl gy g3 Jda¥ o 1)
Cogo 3l adhall gl g £ AN ik )
Ol pal) 21 Agn g i &
Y ) e g 45h ey i gall B 08 z
< gl r
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