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A. Details of Visit ALY Sawalds o
Bank Dhofar 4 i iy
Bank Muscat O L aly
National Bank of Oman Ol eandl ia gt S PR PRI R eI
1. Bank Visited s T
HSBC-OI8 1 HSBC-OIB i
Bank Sohar O R
Other Bank: <Al
2a. Branch Name MM g il e 12
2b. Branch Area HA,\_,Q&AGL_Q-/Q’-/ Pl adge o 2
3. Branch City A\ Pja\w\.p_o\ FRTEV I
4. Branch Region F\\ P’ja”tw\a‘_g_\ FVRARY |
Day | Month | Year Aadt | et | e i em 5
5. Date of Visit
26 | 4 | 2013 | |
Hours | Minutes Sudal i Sl
6. Start Time of Visit . 3o il iy iy 6
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7. Total Duration of ours Minutes S = el i 7
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| Opening a Savings
or Current Account

Saving Scheme
General Enquiry relating to a
specific Product, Service ar toan
and/or Facility Educational Loan

INT: SELECT AS RELEVANT AND/OR -

SPECIFY DETAILS OF Credit Cards

Double your Salary
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Youth & Student Sy S
Account
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3 1 Yes ~f ma 3
2 No : D ! »s .2 l
i. Specify: ; | e
z | o
L |
ii. Specify time taken to find parking: min, s NI PO PN PR, ML A R PR
4.2 Entrance to Building il M il 4.2

a. Was the Entrance Clean?

TS Saaadl S Ja

3 1. Yes

a1 3

0 2. No

w2 0

If ‘No’, specify “Why / Describe how” the
entrance was unciean;

S cia gt /1A s2a Ml e ST Stpall S 1
ki e i)

b. Was the Entrance Convenient?

Planiie Jhaall S S o

3 1. Yes 4 1|3
0 2. No | w2 0
If ‘No’, please specify "Why” the entrance was it Jaad! 28 a0 Ml Ja ¢ "IET igadl S 13
inconvenient:
A8 - Claanl = B OGS el T S P T T AR R T P IROLE A )
Was the branch premises clean? TUll p Al Jee SIS A
3 1. Yes p pai 1
0 2. No | 2| o

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

LIS b ia gl /3 saa il e "NEY iyl A1
Al je S
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AA,  Branding Material

C R e E WMM

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

ul,.m,d e .u1_,..‘ﬂu..r:q_,h..ukdsl Cliaie Tag7 OA 0

3 1. Yes EL sl o3
I
1 0 2. No l D ! 282 I 0
If ‘No’, piease specify “additional comments”, | O el Saa i s Hhiad e MUSY igad) S U
if any: i Zitay |
| |
: |

professionally dressed?

b. Pamphlets, Leaflets and Brochures on display? | i Pl iy et i e A A
3 | 1. Yes m : a1 3
0 2. No al w2| o
If ‘No’, please specify “additional comments”, | SVl Slaa et e Sl e MOIST gl SN0
if any: i laday
[
€. Branding material up-to-date? e Ay ladl) Slaall 3 ge 6
3 L Yes K “1] 3
0 2. No ] w2 o
If ‘No’, please specify “additional comments”, O eaadlal Sliaa it aa Alliad e MUEY L gall RS 13
if any: sy
4 o H '-' & X T
a. Were employees present at over 90% of the branch A8 pay *...‘Ls.. #lag g A @a 3 O %00 Oa 581 dab gy uLs O, \
desks and counters? LTOREL|
3 1. Yes D POSRR | 3
0 2. No X W2l 0
If ‘No’, please specify “additional comments”, O " Ail) Slaa Mt saa Sl e MU Ol gadl A8
if any S oy
m,zu*jw 2 avalabhe o b dp ke
b. Were all / almost all of the staff neatly and

bl

Tty e Gl (90 g (ol pal! plima /08 CAS A

if any:

3 1. Yes m a1 3
0 2. No O 2| o
) S MRl Slaa S liaah e "ME" Ll gt NS 1
If ‘No’, please specify “additional comments”, o e s - Ay fh"
1Sy

¢. Were all/almost the entire staff wearing name

Cadilanly Sl LS (g gy (il gall sl f S O S

badges?
3 1. Yes ] a0 3
a 2. No E u82 0
If ‘No’, please specify “the approximate ol it pall o ) el saa Al e MST il gadl AS 1Y
number of staff not wearing name badges: ) I , atibanly DL gy Y
/ | v
o T
a v
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F4.6__ ~ATM and COM machines’ = - "4 2ol

o mgmwﬂ e 4.6 |

a. Was the area surrounding the ATM and COM

LJ..;JM‘FM1FH,Y1_’4.‘J!\_II_).¢1 24 bpaadl UK A8 A

machines clean and presentable? ¢ gt
3| 1 Yes O it 3
0 2. No Y4 w2| o

If ‘No’, please specify “Why / Describe how the

1 area was unclean:

| ?(_E o , [2 i F ; > g
|

\

AR

- ~.‘.IS~_LA_’| faad" ......\.iL..a! "‘J\S'._.l_,:...

~{te. Hoen
J

LA
| |
w !
b. Were the ATM and CDM machines functioning? i Toand g2kl playly N Cil pal) 3¢l SIS A o
3 | 1 Yes | X] 1] 3
0 2. No O w2l o

If 'No’, please specify “the time at which at
which the ATM / CDM were not functianing
{and specify which machine, ATM or CDM):

)‘_‘I L.!_,S.l,;i‘rxﬂ l"_u;.ih.al‘)‘"ns'\_ll);.” FLEEY
[V VL PE SR SOy G PPL I R S [ ARV L | R W]

j(é.}i’ﬁl &1.}3“1! 3 4.N1

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

fATM/CDM 4ibis 8 3 il ¢ 3,00 58 06 &

big¥ Syl Fotiiitiali. RS
a. Wasthe branch air-conditioning fully functional
and sufficient?

- ROT ‘q‘n-; el “‘Vf’*..z‘ ﬁf

3 1. Yes O pi1 g

o |2 No O w21 g

3 3. Not applicable X GluY 3] 5
If ‘No’, please specify “the time at which at A Laws pf g3 8 saa il e USRS lpadh S 1)
which the cooling was not functioning 2 S wial!

e AT AT S Y
'-"’:? ru!'"u'.; et .nlz-‘(lﬁ:.’tdn;\r‘ﬂa

“uug-u-)&-e&qqiuﬁmﬂ' ol

3 1. Yes m ‘Uu A 3
0 2. No D NS 2 0
If ‘No’, please specify “Additional comments / fUAiel Sl 2aa HMlad e IS Ol gadl 81
Describe how it was insufficient: LS Sl S iyl

b. Did the branch poassess sufficient lighting?

AN Ll f I gy A

3 1. Yes K i1 3
0 2. No O X2 0
If ‘No’, please specify “Additional comments / Ml Cilaa e sas Sllad g MNET gall SRS
Describe how it was insufficient: O L VI Y. S WP
5
+ +




+ + +
[ sl i S CBlS 308/ UESDH 48 datue Jpeal S A D

¢. Did the customer have sufficient waiting space /
seating area?

3 1. Yes 1] 3

38 .2 0

OR

0| 2. No ?

e s . ) Sl ) idan " 2aa Sl e i E" \_:lJA.:'- B
If ‘No’, please specify "Additianal comments / | B T
p pecify /o S S ) AS hea g

Describe how it was insufficient:

|

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

3 1. Yes

Ny B AN JA As u palt RN A gpen iy O a3 il a2
S0l Sl g {Eall) il ) CilA T Ak 3

a1 3
.2 o

KO

0 2. No

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

Ne  (anauc, o The.

!
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ol a3 6.1

5.1 Greeting of Customer
. a.  Was the Mystery Shopper “promptly greeted /

Tp Al A gha s A el o b AT D o3 A

' acknowledged” on entering the branch?

*  No greeting / acknowledgement

N UL RNETC N

¢ Greeted within 10 minutes of entering

aad Cpdc Ta 0 10 J3E w0 e !

s Greeted within 5 minutes of entering

1
1

anll Jehr e WA R A a0 e

[P N N R " R I = |

¢ |Immediately greeted on entering

a[mifall!

W M| = O

e e s Al e 1

I b. Did the staff either / or: i Tomael g2 B palt a8 CA Lo
i T . i
1 a. Ask for the customer’s name? i 9 o) and e L
]
b. Greet the customer by name? I Tha 83w Jaaallyin o
3 s  Yes, the customer was greeted by name / I:I gaasd e T feadt 83 po s e T S A e 3
asked for his / her name L
0 s  No, the customer was not greeted by E b Sl ady /A K2 ae baallsca gl oD W3S o
name / asked for his or her name Lgad
A O ki) 3 ") s iy hyS" ok gl | =
C. Did the staff ask, “How c¢an | help you today?” * I e s ":‘ JL'S .f; L.!J
and Probe the purpose of the customer’s visit? i ~
3 1. Yes, the staff did this X ALy ila yall 515 A cani 1 3
0 2. No, staff did not do this O ALy sy o) (962 0

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

fySlaldaifailalial o el AL §edadl aa 5 83l 35 04 S

1. Y¥es, he / she was redirected on the

3 basis of his / her needs

Lelalgai/atalial U (5) el dga 53 35lat 33 a1 cpai 9 3

2. {OR) The first staff member

of Sl 4 LA G J gV ids el edid (1) 2

the basis of his / her needs

i PN + ”’ i - L R S ilﬁ e

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

L
'l

3 ern_counterec_i probgd the nature of E] Dol feselg 5 5 dayd 3
visit and assister him / her
0 3. No, he / she was not redirected on \aliaaataal D 4 s slel 35 00 036 3 0

e

. A '»,V ; B .t e ) ‘-'J" -;r —.r.‘ ) LR, e
€ Spatl] 55 et AglyS (0 baudlinah (g} ) il pall S A )

customer enquiry?

0 s No, the staff were not at all courteous D Y e B0 aB gl S8 a0 S e 0
* Yes, the staff were quite / reasonably . P . o
‘ ] AL Cals gl
1 courteous [g g [ e ABly il o i ipni o 1
2 e Yes, the staff were courteous O Jul cabigall S i aai e 2
3 e Yes, the staff were very courteous |:| AL ek bl ST el e 3
b. Did the staff demonstrate “active listening” on Sl Jlealindd U ulad plhaal® il pall B A o

*  No, the staff did nat demonstrate

ot ) A5 pal! iy o S
o active listening D g S ol * 0

®  Yes, the staff listened quite / : . . = .y e e

' Loyl [y Ay shy il pall boaal .
1 reasonably actively El Al By Al $ byl s pro @ 1
2 e Yes, the staff listened actively D Lplay) wiipall acod il aei @ 2
3 ® Yes, the staff listened very actively D T fa LAG i gl st Gl cani @ 3
7
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Did the staff appear confident? [ { NI IUVRY - PR I - WA, VS - T A
‘ *  Ng, the staff did not appear confident i D | ki e By adl Jo ahaad jeaal3S e 0
s Yes, the staff appeared quite / I ' | .. .
- 55 H . | I 1 ] |-
reasonably confident ! E ‘ el e e 1
s Yes, the staff appeared confident ' D . hodi e Blyadl o bl gl e e | 2
*  Yes, the staff appeared very confident | 0. ol fp il Byl e il e anl e | 2
d. List the names of staff interacted i ' e e e % et s
with: ! : Dl Tialal Tpl) hd gad) plaa) S21 D
| ¢  Mr./Ms. #4,@_&, illicnd Pt~ [‘-;‘( Al Lad) e
« Mr./Ms. © L2 1 <A R
s  Mr./Ms 3 | Lol ol e
o Mr./Ms. a | Loaly Ll e




6.1 Staff Capability

Culll galt 5 50 6.1-

11 a. Did the staff frequently probe the nature of the
| customer's needs?

T G5, o SR A OF LYy i gl o O ]

3 1. Yes

e 3

0 2. No

ne 2 P00

If ‘No”, please specify your comments:

P ey da NS

b. Did the staff actively attempt te anticipate
customer needs?

Copl Slalial (foduy Alad A jay wid yalt 23 06

3 1. Yes

a1 3

0 2. No

O

.2 0

If ‘No’, please specify your comments:

A plady g ol SIS

¢. Were the staff able to cater to the needs of the

aaf a0 base walbs g0 (e e 3 Olpiin] ApD il padl g Uit A S

customer without seeking the help of a colleague? Yol
T
3 1. Yes B a1 3
0o i 2. No O 3 2 0

¢ If ‘No’, please specify your comments:

INT: IF the Answer s YES, so the answer for Q
D should be Not Applicable

Pl il o fla ST 1Y

d. Were the staff able to answer all / most of the
questions posed?

A2 g halt AlinsYY alima U8 (6 ARV il pall plint Ja &

3 1. Yes A a1 3
0 2. No O 3 2 0
3 3- Not Applicable Salmis Y .3 3

If ‘No’, please specify your comments:

P rlaly 8l ST 1Y

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

s K s e o ) g 128 byl 05 2V

o3 al fHUADH e d00 5 2SI ol G SUBIIYI Guighs dlie b

3 1. Yes D a1 3
0 2. No C: : % 2 0
3 Not Applicable X ek Y 3

If ‘No’, please specify your comments:

fal Ly o ol 1 BS" 1Y)
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E T _r,.: ey o
| g @' rd —QL"@?%{* i : f_:_-;% - = Y b > b
a. Overall was the staff well mforrned on Bank P el ul-\-u--a Tili. dime Sils plna u‘a,.!l sd B dl ‘(.u:- ds..... 1
Dhofar's product and services? ? il oy
0 * Not at all informed : ALY o Dlagaa e Gl e a
| : e Wellinformed on at least a quarter / a |
P Sleaall ) S iy o]
; 1 i few of the products and services | E i 4 o il [ 2= f"’t:‘: FL: ‘ 1
| discussed :
i, | »  Weil informed on at least half of the ; ] L el Siatial) chead e BV e alay e 2
: ! products and services discussed ! 1 PPN
' e Wellinformed on at least three- | .
iamall e 81 ol gL A BY ke L
3 quarters or more of the proctucts and D ) o A8 E,.q. J "& el 3
. . [ R JJ| -._;LAJAJJ
services discussed
b. List the details of the “main purpose of your visit” kil A g Lag) "L it N b Abalie 42T aud g O
{as per SECTIQN B); rate the staff an the level of "Sardl) y cladially Glata A el g gt o (il pall sl pdis oy (S
“product / service knowledge” in this area: sAkliall a8

S ] G gl A B 1l
INT: LIST THE CODE FROM SECTION B.

¢ Wellinformed on at least three Saddl oe A8 gb)lbl‘.j‘ﬂ_,!c.,lu -

0 ¢ No knowledge at all 1 SR e play Y e 0
¢  Wellinformed on at least a quarter / a . e
Shanall y Siatiall | faa o S
1 few of the products and services A 3 ol e G o e ! ’“‘Ji :I;; * 1
discussed
2 e Wellinformed on at least half of the D o ) Thanall y Sl chuai e S e alay e 2
products and services discussed Ly

3 quar.ters qr more of the products and L o5 3 Silasal 3
services discussed
c. Did the staff attempt to “cross-sell” other products et g Sladiad " ALSY) apali® o olAD A glaey il gall 43 Ja S
and services? ¢ Al
0 «  No cross selling at all m Iyl e ¥ i Gley ali o @ )
1 +  Cross-selling after a lat of prompting M| Sl el Cpa 0 g Al el dlens S e 1
+  Cross-selling after a little / some i ys . . .
2 - S i) o BT 3y ile¥i aud! Alans S5 @ 2
prompting D ? ¢
3 ¢ Immediate cross-selling attempt D Jeill e Sl Al Aglaa; W e 3
d. Didthe s_taff explain W:IV Bank Dh'ofar‘s producf‘s Al Ll Uiy Shendp i Vikal £ ity il gl o6 0 2
and services possess a “Comparative advantage RAETR T PO TR
relative to competing banks?
3 1. Yes O i 1L 3
0 2. No &4 %2, 0

Ly aF el 4 "2A8" 1))

P

If 'Ng’, please specify your comments: _ - N
g‘_’( o g lE{/ m@f(gf (QMP,KLW |
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Did the staff attempt to provide “complete
information” on Bank Dhofar’s products and
services, along with relevant literature?

+
Giadd g Sialie 06 "daiS Sl glae” ilhe Y A ylay odl gall 43 6z
falaall il3 SiayiSh au jlik ol

INT: LIST THE CODE FROM SECTION B.

S e} (o S AR BB sialy

|
|
|
|
|
|

0 { s No infarmation at all 1 D [ A%y o Sagaay e Q
! ¢ Informaticn provided on at least a ; X R ey e LR s B e el
I Ada il ova man. ) F . ==} *
1 quarter / a few of the productsand | E | l ?_h;::‘w“ Y - . 1
; services discussed | E i dT
2 : ¢ Information provided on at least half D r STl Al Sl gleal i B o cas! e 2
l of the products and services discussed | B p8 | B Zianal)
' ¢ Information provided on at least three . e ey e .
i I P ogh gl Ja, e pliac!
3 quarters or more of the products and D uﬁu ,f‘ JJS ‘,’,, E o c?h "w“f‘“mfl * 3
services discussed S al L R
3 *  Not Applicable SRuY e 3
{.  Information on relevant procedures, al) S Anglial) Gkl y SilaTieaall y o 2lp ) ja Yl Lilads Silagias -
documentation and follow-up method?
INT: LIST THE CODE FROM SECTION B. O ) cpa ol A o rtaly
0 e Noinformation at all D ey Ll claglea Y 0
e Information provided on at least a .
ALl Sl gl i I Uae |
1 quarter / a few of the products and ﬁ "MH i'.hﬁ- IF‘ by ‘ Js?,‘ "h . » * 1
services discussed o JE
9 e Information provided on at least half D S iialls A e gl whesti I e cliae] @ N
of the products and services discussed Laila Ol Shaaally
s Information provided on at least three v . .
;xl.a_,in.;h Ly ‘;a.'n\ KLy &Lui Finy' -Ji\ﬂ U'b sliac | .
3 quarters or more of the preoducts and D . R AR, 3
il 25 il el Siadially aglasadl
services discussed e 2T
3 + Not Applicable GhisY e
- Did the staff attempt to acquire more customer dal G f 3 Al SAST il plae A8 At Al glaey i gl 4 A
information so as to follow-up at the end of the visit? T340 Gl b daslialy HLAN
3 1. Yes a a1 3
0 2. No )% & % 2 0
If ‘No’, please specify your comments: U plads o ela )y TS 1Y
olas Y & (lbquL tﬂ_«‘gg’l/\-}’ !k%? i na K P
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7.1 Timeless

o

+

7.1

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

A ORI (ol gl i iy op A DA 2 ELY) iy, ]
T Aadilt ablga 5 [ eha¥] Jail]

INT: SPECIFY TIME IN MINUTES: 1

;JJG.‘JI e 8 gl S ndialy

— r

f

E
]l 0 L e Over 15 minutes I O i 54215 e JS0 e 0
1 |« 5-10minutes gl 3105 e | 1
L2 ¢ 3-5minutes i X l X353 e 1‘ 2
3 e Under 3 minutes } O i Wi 2 e 3 e ‘} 3

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

Sraan St Jany ciaall B LI RS ol oSl A A Lo

i t id i t
0 . ;Teumg systern did not function a D M1 e Jaay ¥ kel d B A e 0
* Queuing system functioned, but it . . ) . Crengn 1l
L, ' caeall 3 UaTY Gl
z worked with a few impediments D Fhe ? @ Oy doay e o !
2 ¢ Queuing system functioned and it 0 Jhad 8 y 4] gy ey aall 3T B ) e 2
worked quite easily and efficiently Loda
s Queuing system functioned and it OS2y Al A gy Jumy aall b LT Gl ) e
3 . . O ; 3
worked very easily and efficiently Jud
+ Notapplicable E LTVRTR -

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

PR Y P IT C F PRI IO N O FCOICH JURICH

:li H )

INT: SPECIFY TIME IN MINUTES:

12
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H. Additional Comments on Visit | <5 b AllaSal) Adlay) il jZiall 3 ‘
(If any): ; oy )

End of the Survey - Thank you very much...

DU_); \_)Su Sl Algs
- 3% % g - Fe Jee gt i
o LLEOTT 3 R fi?fﬂ”m!”' ﬁ"’ . eii&_“@} dﬂﬂwh&%h L
G. TOTAL Branch Score
(Total unweighted branch score, summing all sections):
Section Parameter Under Evaluation Total Points Scored in this Tatal Points Allocated /
. 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
EAN B £ pare 2
(?L.-J‘Y'IJSCA.%:P)IHA_\;_;J'I e 3 t__,.m)
Jolall Haradad B & gags paskt 8 Alguaa BED £ gaga o LGAY o5y o301 Judalh el
G Aadialt Sl F ol aikd &
OB gald il jlgea g g AN S
&L&?\H1:L;L£JC&PJ.ﬂ,‘!|;JJ§ £
Ca.iJ.l\ z
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