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A. Details of Visit 3L Jaalds o
Bank Dhofar X4 S Ly
Bank Muscat D e by
National Bank of Oman O andl il ylt i 5l i Sl
1. Bank Visited : 7
HSBC-0IB O HSBC-0IB iy
Bank Sohar O e
Other Bank: Al
2a. Branch Name B@j\i’ﬁ\ § il aal 12
2b. Branch Area baiL/Q_G\ gl adge 02
3. Branch City _E)(l L\_((\_ a3
4. Branch Region W h \w{ ¢\ aliadl 4
Day | Monmth [ Year adadl | g ] g ey 5
5. Date of Visit g
2 | 9 | 20)3 [ [
Hours | Minutes ) [ el
6. Start Time of Visit { 3 2 Q_ it lu iy 6
i s SlsLudi
7. Total Duration of Hours Minutes Ca G L 7
Visit a0 l Z 1 @kl s
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General Enquiry relating to a
specific Product, Service
and/or Facility

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

or Current Account
Savmg Scheme
Hous:ng Loan
Car Loan
Educatronal Loan
Credlt Cards

Personal Loan
Double your Salary
Offer

Youth & Student
Account
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T e 59 041

Mysteqsmpper? . g
3 1. Yes e~ st 1 3
2. No K 38 2 |
i, Specify: E(Z ]k ,y]a Lo C{;L,;TD\,LQ aaa ‘
ii. Specify time taken to find parking: _ ﬁ:min. HAE iy al¥ 0 2B e
4.2 EntrancetoBullding =~ - i - 4 L - T el A 42
3. Was the Entrance Clean? el Jaaalt cAS Ja )
3 |1 Yes Kl pai 1 3
0 2. No O 3 2 0
If ‘No’, specify "Why / Describe how” the S iyl A3 aaa Al e SUEY et A4S
entrance was unclean: reiaddd e Al

b. Was the Entrance Convenient?

halia Jasdt 8 b

3 1. Yes

pi 1

3

Q 2. No

O

P L

0

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

Was the branch premlses cIean’

lia Jaaddl % W1 M1 sas 0 ST i gadt LS 1S

o "&ﬂ‘uﬂeﬂudl

3 1. Yes E aei 1 3
0 2. No O 2| o
Ifh No’, plgase specnfyl Wh-y / Describe how il M iyt /ST ia ik e NS il palt S 13
the premises was unclean: gl kg
3
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a. Posters / Brandmg materlal present on doors, walls
and windows?

4 _‘x "tﬂ\:r¢;. 113“( w B L _.J‘

‘d‘-‘ LR s

2301 511y () raad] 1Y) S Al ThaE | Coheala 3399 O ]

3 1. Yes D a1 3
0 2. No K %20 0
if ‘No’, please specify “additional comments”, S Maghial Claa e saa dllial e IS et SIS

Ik g

b. Pamphlets, Leaflets and Brochures on dispiay?

ARV PR TP [ )

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

3 1. Yes & ai1] 3
0 2. No O %w2| o
If ‘No’, please specify “additional comments”, Ot Ailel Sla N doa Alad S ST O alt 1S3
if any: iy
c. Branding material up-to-date? Salpan &y lasl el oge Ja S
3 1. Yes = 1| 3
0 2. No O X2 0
If ‘Ng’, please specify “additional comments”, Ot s Agilal Slaa e dia 2lliad e ST et S
if any: alay

E‘r., M Mu&ﬂ‘ g-my o %90 C .H-“ .m,-._. ol dl 0

desks and counters? fdaaid
3 1. Yes E PrEay 3
0 2. No O 2| o
If ‘No’, please specify “additional comments”, O e ailal Sllaa S daa Sliad S ST Ol galt 1S
if any: “Diday

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

e d o pn ool 195y Gk pall i £ JS A8 A

if any:

3 1. Yes K] m1|3
0 2. No O 2| 0
N Dl Cilha e e Slliad e SN el ST
If ‘No’, please specify “additional comments”, O bl Siad e e I JS ?
)

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

Tadrbandy 1S Ggmaday (D pald plima f U5 OB 6

3 1. Yes

=1 3

0 2. No

O3

a8 2 0

f ‘No’, ptease specify “the approximate
number of staff not wearing name badges:

o syl ol aall vim AL e IS ol pall S 13
plaly L gy Y




a Was the area surrounding the ATM and COM

ACSF AT WA ST WL
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,_,_a._,_.,n..qnm&um,vm il el 5 gt dajaadl SLSA S8

machines clean and presentable? ¢ gl
3 1. Yes E 1 3
0 2. No D % 2 p
If ‘No’, please specify “Why / Describe how the S S a9 M 22 Sl e SUET il at SS
«‘ | area was unclean: il g S

' b. Were the ATM and CDM machines functioning? T haat A £ Iy Y Gl el gl SIS A
,‘ 3 1. Yes m axt 1 3
0 2. No 0 w2| o
If ‘Ng’, please specify “the time at which at FVIREPIRT & T 7 e Slad ST gt SN

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

i el e gl 2a ) Gl Y el ity Y <l el
(g playt ¢ 2

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

CATM/CDM &ikie 3 33 il g 23,00 oS Ja

(W]

a. Wasthe branch alr-condltlomng fully functlonal

3 1. Yes | =~ 11 3

0 2. No O X211 g

3 3. Not applicable 0 Gy ¥ 3| 5
If ‘No’, please specify “the time at which at A Jang ol g3 80" saa Sld e ST il pali 281
which the cooling was nat functioning La SISl

and sufficient?

Tolly ya JS--' d--e g-‘x-“ s ul-‘-dl ‘

3 1. Yes

o1

0 2. No

O

382

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

il leaha soa Sl e NS el K1
LS 8 o RS iy

b. Did the branch possess sufficient lighting?

FIAS 3Ll ol iny b o

3 1. Yes

poi 1

3

0 2. No

OR

a8 2

o

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

i) Slaa S sas Hlias e MUST Ll padl S 13
S S A G a
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c. Did the customer have sufficient waiting space / ¢ ousladl ot (e okl 200 f UBITAL A Aaliia Juall S0 Ja
seating area?
3 1. Yes E ani 1 3
0 2. No O w2 o

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

frAAl it Sl e s Alad e SUHEY et 3512
S S A S ey

d. Did the customer find it easy to follow the signage

within the interiors of the branch, indicating different
counters/ work stations?

Bl F AN J313 Ae g padt QU &S ppeny Ay 0T ) St 4 D
ol Sl y (Ol Gl ) RS Alii M A S

3 1. Yes O pai 1 3
0 2. No X vy2| o
If ‘No’, please specify “Additional comments /

Describe how it was insufficient;

N ngmaﬂf insecle  Te 4,

JM’L" Cltea_/ — A 85 W0 g

oyl y fagdin) Dlaa M dua Alnd e ST el SIS Y
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| 5.1 Greeting of Customer N . N ? Ohaesd 5.9
a. Was the Mystery Shopper promptly greeted / TE AN M Ayds jab AR faudd] o o a3 W3 g )
acknowledged” on entering the branch?
0 » No greeting / acknowledgement . O oS eun S e 0
1 *  Greeted within 10 minutes of entering { [:l Jrand! Jgin e SR 10 i a1 e 1
2 +« Greeted within 5 minutes of entering | D | el Jga e B S A a1 e 2
! 3 + |Immediately greeted on entering E , ol Jeas sgha 3l e 3
b. Did the staff either / or: ' soaY! saah b gl 4B 6 o
a. Ask for the customer’'s name? il and e L
b. Greet the customer by name? Toasl 83 ae Joaadls ia )y
3 ®  Yes, the customer was greeted by name / D sl e S e S5 T RuITEL FRITENS- I T PYL 3
asked for his / her name Lganst
0 ¢  No, the customer was not greeted by E' ot o e aly f et 80 e Jranlh a3 0
name / asked for his or her name Lyl )
LA S ekl g MO gt dleboas di6ay CagY Ldh gt K=
c. Did the staff ask, “How can } help you today?” l 3 e 4 J‘: JL‘] ,‘J;JL::,
and Probe the purpose of the customer’s visit?
3 1. Yes, the staff did this | lliy ik el A8 1 cpa 1 3
0 2. No, staff did not do this D Sy Gl gt A 382 0
d. Was the Mystery Shopper redirected on the laliaiatalial o sl Al Jpudall 4 siel b O
basis of his / her needs?
1. Yes, he /she was redirected an the . P
’ " abdin)fafalSal M (5) raall daa g3 Silet 35 ) ¢ pnd 3
3 basis of his / her needs m i < () + o e
2. (OR) The first staff member L - . .
e Luaalh 4y S0 52 J N G gall i (g
3 encountered probed the nature of O SR ':.u-.djj.x\_. J;_],u;\!l “ () 2 3
visit and assister him / her i
o 3. No, he [ she was not redirected on [:I (R lia VAllatiial A i sike ] 3 r’] 6 3 0

the basis of his / her needs

Were the staff courteous on the customer maklng

",_5,.-.&19.\;\....4 s OF oJL..L...\L;aJ ‘yus,m RS A )

a.
his / her enquiry?
0 *  No, the staff were not at all courteous | [ S e B uiB gl 08y el NS e 0
* Yes, the staff were quite / reasonably N T . .o
i 4] AL el pall al«
1 courteous D b [Algake AU all pr1o @ 1
2 *  Yes, the staff were courteous O S bt Sl el 2
3 *  Yes, the staff were very courteous E AL el b gl S Gl ani 3
b. Did the staff demonstrate “active listening” on Tl Auaklna¥ ' olat slial™ ib pal) 43} A
customer enquiry?
*  No, the staff did not demonstrate . .
y b plia) il pall S
0 active listening O i) Lol als * 0
1 *  Yes, the staff listened quite / D | 51 A pide 3 il ot il i e 1
reasonably actively F 5 e T u P
2 *  Yes, the staff listened actively D ko) il gall duat 33 pei @ 2
3 *  Yes, the staff listened very actively ﬂ Ll Oa 80 Ui gl e il cani @ 3
7
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Did the staff appear confident? ki G F ST Gl il galt 4B A,

4]

s No, the staff did not appear confident ki e Blg il Lo il ! el A NS e

*  Yes, the staff appeared quite /
reascnably confident

J&Muwdﬁubiuﬁ-_‘a}.ﬂlj“p .

+  Yes, the staff appeared confident donki e By A e i gl gda s e

MO 0|0

¢ Yes, the staff appeared very confident ki e el Byl o kgl g caad e

:.ith‘ List the names of staff interacted phn a3 () (gl S5
: Fi 2 O
o Mr./Ms. B iV Hoh Al Chadall Ao/ lod) e
o Mr/Ms Hohamod th Vol Al ZTEhak i Lol il e
e  Mr./Ms. 3 V FUR AT A .
s Mr./ Ms, 4 ol Lol e




6.1 Staff Capabliiity”

Cullhgall 3 0k -

6.1

a. Did the staff frequently probe the nature of the
customer’s needs?

JJ&;MJJ]H&Q&I@E@ iYL il gt o A

3 1 Yes

a1 3

0 2. No

1) &

282 0

— -
If ‘No’, please specify your comments:

RE L =4y i,

. ' "ot
S e g Ve, ST

b. Did the staff actively attempt to anticipate

Tog ) lalia)  Subud Aad Al giany il galt ol b

customer needs?
3 1. Yes El a1 3
0 2. No 54 3K 2 0

If ‘No’, please specify your comments:

-

L hLP Ao l/e""

S glady & sl o3 T

¢.  Were the staff able to cater to the needs of the
customer without seeking the help of a colleague?

22} B30 le il g3 G Ggp 3 Cilalgial Ll il gal) £ Ul
e

v
cl

3 1. Yes

1 3

0 2. No

O
K

s 2 0

If ‘No’, please specify your comments:

INT: IF the Answer Is YES , 50
Dshouldheﬂul icable

A

er for Q

I

ho

%Ww (Ve @y d @é@qw 7%@.4( 5

;
r * .

rl ey o Bl ST 1

d. Were the staff able to answer aII / most oftl‘le
guestions posed?

Pia g bl i) aBea /08 6 dutay) cili gall pllaied 4 &

3 1. Yes E a1 3
0 2. No | 38 2 0
3 3- Not Applicable Gelay ¥ 3 3

If ‘No’, please specify your comments:

AT fUay A ol S T

e.  If the staff were unaware of the answerto a
particular query / queries, did they politely “ask
you to wait while they double-checked with the
system / a calleague”?

O chima Al fogma Jhp o A1 o (08 G gall 58 a1 N g
el dal fallal o A0 G e AU Jad e UL udel dlia ll

3 1. Yes O a1 3
0 2. No O 382 0
3  Not Applicable X Gubay ¥ 3

if ‘No’, please specify your comments:

A e A, N
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Overall, was the staH well- mformed on Bank

Chaddh g u@um;..m.-uu,h.. un,..n pr; uts dg.,u.ds.:... ]

a.
Dhofar's product and services? ¢ ik aly,
0 * Naotat all informed D ALYl Lo Clagaa gt gl e 0
+  Wellinformed on at least a quarter f a .
Ciaadll g Silatid - i : (R
1 few of the products and services D 4 o il s e Ji?b:,; “: * 1
discussed A
2 s  Well informed on at least half of the D A Sanal y Slatilll Cheal e BY e alay e 2
products and services discussed TR
+  Well informed on at least three- \ - - .
i) e A0 b gl A2 By
3 quarters or more of the products and @ M e 5L iéiﬂh . :!:h :‘] "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

“product / service knowledge” in this area:

) 5 02 ) 3 il b

I"uMA.\.n”ie.ﬂy,d [

"'Lahll_,ul.nudhdhﬁd]ﬁ}..]id“ u.bwlh_,dlﬁ_ﬂ.ufi‘, (u
uh....n..uve

INT: LIST THE CODE FROM SECTION B.

) (a5 M Ay B ciialy

o *  No knowledge at all D R L PS B 0]
+* Wellinformed on at least a quarter / a . .
Slasall g Sladidl I : |
1 few of the products and services D = I e A e e j?—l:h :1:]'; * 1
discussed ¢
2 s Well informed on at least half of the D B A Shesadly Slaiidl dhal e BY e aley @ 2
products and services discussed Lyl
e  Wellinformed on at least three - -
St e JSH g gl A BV o ey
3 quan:ters crr more of the products and B e 5 L0t Silasdl) 3
services discussed
¢. Did the staff attempt to “cross-sell” other products Sledd y Shatial ™ ASY Al o plill A glaey i gall o8 6
and services? PPN
0 *  No cross selling at all E ALYl Je o sl ddagy pap] @ 0
1 s  Cross-selling after a lot of prompting D b lhediat e 88N ey ALLY) ol lany Wi @ 1
*  (Cross-seliing after a little / some . . . .
Sl syl - ) S =Y [ TAPPIRAL
2 prompting O = A1 Oa TN Say LY anli Adasy 5 e 2
3 * Immediate cross-selling attempt O st Je oYl el Uy li e 3

d. Did the staff explain Why Bank Dhofar’s products
and services possess a “Comparative advantage”

relative to competing banks?

AL Lt LB I Cland g Siladia 13 ol CiB gall o8 4 S
LI il ae Al Mgl

3 1. Yes (| a1 3
0 2. No K M2 0
If ‘No’, please specify your camments: . Sl 5 ey o bla TS 13
_QQ_MMLQ,;., Clenunfdndgmn
| T !
10
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e. Did the staff attempt to provide “complete Shatd y Shadie 5 a8 Sla e’ ¢uz.h‘r.~g A glay il gl o3 JA 7
information” on Bank Dhofar's products and fdlualt S S pa i ol
services, along with relevant literature?

INT: LIST THE CODE FROM SECTION B. G pdll (a0 ALl5G o8 1ty

0 ¢ Noinformation at all D MY Ll Cdagasy e 0
e Information provided an at least a Tl e yas) e S faws Y e cdacl e
Al Sl b y £
f 1 quarter / a few of the products and D e "J‘ e,-u oy "'f' oo 1
! . X +x.-|l‘.4 a _',.ul \._:'.A.'.N]J [ kSR
services discussed
2 ¢ information provided an at least half D Clatially diielall L pleall Cdead WYY S0 slac]  » 2
of the products and services discussed Leliln & Al Zieslly
\ s information prowdid:n at I;.-ast threde E Clasladdl e AS1 5 ploi A28 B Jo slac! e 3
quar:ters c_’r more of the products an i 5 2l i) y il e |
services discussed |
3 ¢ Not Applicable Gehiy Y e 3 |
f. Information on relevant procedures, fliall S Aakialt 400y Sladicaall y (Sig) ja Yl ddlada Gl gine
documentation and follow-up method?
INT: LIST THE CODE FROM SECTION B. G il cpa ol Ay o8 1l
0 ¢ Noinformation at all I:l Sy e Slaglasy e 0
+ Infarmation provided on at least a ..
Al Sila el - ] Y e pllacl
1 quarter / a few of the products and D )I“]..‘)‘. d,::ﬂ ,’e_J Ji. ”‘ P 0 1
services discussed
2 +« |nformation provided on at least half D Clapiialls Glalall Zile leddl il BV 6 clle] @ 5
of the products and services discussed R 3 Al leaadt y
; * Information provudz:d:n at I:ast thn:le E Chayinal e S8 51 gl R W o olhe) s
quar:ters o_r more of the products an 28 43 D) il y ey i
services discussed
3 * Not Applicable Gy e
g Did the staff attempt to acquire more customer Jal e (et dhlada ksl ila glas A el A gy B gall B8 Ja
information so as to follow-up at the end of the visit? THI Gy A Al Gl
3 1. Yes ] a1 3
0 2. No R N, 0
If ‘No’, please specify your comments: ) ey ab ela ) WIS D
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7.1 Timeless

+

+

- 7.1

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

[ A O Al B s e ) IR g Ay e ) ]

2 Awdidl adhga e £ palal il

INT: SPECIFY TIME IN MINUTES:

bR 't 11| UL I8 (TP LN

|
0 e Qver 15 minutes O A8 15 e ST e 0
1 e 5-10 minutes O Sl 10-5 . 1
2 s 3.5 minutes D 3 5-3 e 2
3 s  Under 3 minutes @ I I e F e 3

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

Cpaa (KA Jaay cheal) B SIS S G Qg ak b

« Queuing system did not function at

0 al O Y e amy W aall 3 DY W e 0
* Queuing system functioned, but it ) . . A .
1 gadt : N ai Sl
1 worked with a few impediments D Bl oo g 9 Jay o AR e 1
e Queuing system functioned and it Jad JSEy y A peay Juny il L3 BT QS ) e
2 S j O 2
worked quite easily and efficiently Lo 2
3 ¢  Queuing system functioned and it » Oty g Aals A ppay Jary il i DY RS e 3
worked very easily and efficiently Juad
e Notapplicable E Sy e -

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

ahlge ) Jgea gl 30 Qg0 Bk i Al Jal e il g

:u 'l Al

INT: SPECIFY TIME IN MINUTES:

12

R a2 gl 233 sty
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H. Additional Comments on Visit 25k oM ddlaiall AALSY) Cla Tl A
(If any): (g )

— Q[Cuif-k Y aé@, 1ng Ao o /Lcﬁfﬁ e Cuslonory
e pﬂbk)"(-fd{.‘k._ 7“
ﬁ)um&— W"\,O’L.Q_.-V;d,«_»k{r(i /a fg -

End of the Survey - Thank you very much....
S sl — Gl 444

R T

6. TOTAL Branch Score
{Total unweighted branch score, summing all sections):
R I I s ;Total Points Scored in this . [ . “Total Points Allocated / L

AS b'seglg-‘o_.‘,; PRt bUﬂ*l:! : e A B SN OApE@E . LRl <UL Parameter |

C Branch Presentation and Customer Facilities

D Greeting and Soft Skills of Staff

E Staff Capability, Knowledge and Cross-Selling

F Timeless

E ':;;. .(‘:‘. B ] -,}' 3 R ‘ﬂ . ,\,. L :_:,_‘--_, R t ~ h - E ;:'"-‘,'EL . z
B . ~FOTALSCORE | "0 <. . 550 0o
2 . [ N A I T B S TR T d"b -~ *
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(emy\dsc.aast}um_)aﬂ_ypjahﬂ]t}m)
"~ O [iavadoad WA § gape | cpuadh B Lgaah S p paps L asA gy gifi delal | pudll
Ciga 38 Rt ikl y g ) gy @

B ) S fen s s 30 &

(A ol s g 458 0y (dl gl 38 z

i * g AL T T S e . "
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