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1. Bank Visited
HSBC-0I8 0 HSBC-OIB
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Other Bank: A
2a. Branch Name @ VR YION gl 12
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Day | Month | Year Gl | A | e iulon 5
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or Current Account
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4.1 Was Customer Parking instantly available for the
Mystery Shopper? a

YAl 0 § s cilge AN Jgdad 33900 4.1

3 1. Yes m s 1 | 3
i. Specify: i faim
|
ii. Specify time taken to find parking: min. i Y ETTUI REN K J
|
4.2 Entrance to Bullding orsall B Jadah 4.2
a. Was the Entrance Clean? flidis ol A b
3 1. Yes X pai 1 3
0 2. No | X 2 0
If ‘No’, specify “Why / Describe how” the 8 el oyl Al 3o Slad e o"NE" et IS 1Y
entrance was unclean: saudad e el

b. Woas the Entrance Convenient?

Tonskia Jaadl S J0 2

3 1. Yes

a1

3

0 2. No

O

a2

Q

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

‘&;-a

e W s

B R i s s
‘..F,‘*L?ni,' ¥R .

PN Y Y
Was the branch premises clean?

Taetie Jaaalt 5% o ML a6 "UE" Slyadh SIS

3 1. Yes

0 2. No

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

ClS " Ciay! 13" s Sl e "NES" Ll gadl S 1Y
AR
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aA . % Drahding Material 5. 5o s, . gp by Eiet o

MY §

@\’-n:

- SO A HOUESE M

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

“-ﬂ!",.h'l" U.\.'n..'l .uly?\uk%haumlumh‘”ul |

3 1. Yes D asd 1 3

i 0 2. No El %82 0
i | If ‘No’, please specify “additional comments”, | Sl et e Sl S SIS et S 1D
. if any: | g

&LJm ﬁ/u\,QM L €0 ﬂmw'd
| | |
b. Pamphlets, Leaflets and Brochures on display? : £l 3l y SaiSl a e ad N i

3 1. Yes Y | w3

0 2. No O 32| 0
If ‘No’, please specify “additional comments”, S il e et s g e S il yaldl GRS 1
if any: Ilaaay

c. Branding material up-to-date? a4 fadll Sldlal) S ge JA D
3 1. Yes m a1 3
0 2. No O x2| 0
If ‘No’, please specify “additional comments”, S oLl Staa bl o Slab e (ST palt S
if any: =

.. h © ' 3 ' ) : oy e ST
. ,.. \? ' I LT

professionally dressed?

a. Were employees present at over 90% of the branch Q-'l\,pu ,-‘-u'ls.a pu_, g UJE_,.- O %90 O S8 .u.l,a, uu Ja ]
desks and counters? faaadll
3 1. Yes & i1 3
0 2. No | M2 0

If ‘No’, please specify “additional comments”, St e sen Sl e SUS" Sl gadl IS 13
if any: Ny
b. Were all / almost all of the staff neatly and

b ol el (g g Gl gt w38 A O o

if any:

3 1. Yes g 1| 3
0 2. No . w2l 0
. )il Sliha " s Slld e NS Ol SIS
If ‘No’, please specify “additional comments”, e - e ST i“
. =3

¢. Were all/almost the entire staff wearing name

P gilans (3 0] syt Cygi palt S A S
badges? by O Cphld pal) plma £ JS U8 Oa
3 1. Yes X sl 3
0 2. No O w2l o
If ‘No', please specify “the approximate o pid pall g A anall daa ALl e FUST i galdt Sl
number of staff not wearing name badges: pibandy Sl LS ey Y
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a. Was the area surrounding the ATM and CDM | Gy g dyfal A0 £l y T u!,.a..l g h,.a....l'l ‘_L\L.Jl u‘-" ol
machines cfean and presentable? € sl

3 1. Yes FYSRR 3

O
0 2. No M w2 0

e

If '"No’, please specify “Why / Describe how the S8 S g " a2l G hgall S

? area was unclean: i : Al b
|
‘
b
\

Tlaal g2 EILYI VY el 3 3a) SRS A

3 1. Yes B4 a1 3
O

b. Were the ATM and CDM machines functioning?

0 2. No N 2 0
if ‘No’, please specify “the time at which at e 4 0S5 a0 Al g aaa i e SBEY el S0
which the ATM / CDM were not functioning i el ol s ) Juad Y g £y V) el
{and specify which machine, ATM or CDM): H(gadl sluy) 4 M
¢. Was there sufficient cooling in the ATM/CDM area? CATM/CDM ddhia A 32 cifall o 4 580 S J4 S
3 1. Yes % il g
0 2. No D 282 0
3 |3. Notapplicable O ShyY.3 |
If ‘No’, please specify “the time at which at G S ol g3 A e Allial e "US" i gadl S 1
which the cooling was not functioning a S s

N e T S

S A AT @ (ATt e

a. Was the branch alr—condltlomng uIIy functional T . °-"-'~J » S5l ey Al sl Sl IS b L
and sufficient?

3 1. VYes M 1|3

0 2. No | 2| 0
If ‘No’, please specify "Additional comments / f'Aa) Sl N saa Sl e MUY b et S 1Y
Describe how it was insufficient: K L. S R L

b. Did the branch possess sufficient lighting? TS Balaby £ A Al JA

3 1. Yes a a1 3

0 2. No O X2 0
If ‘No’, please specify “Additional comments / Al Sl e Al e ST et 4K 13
Describe how it was insufficient: R L O BT WY
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c. Did the customer have sufficient waiting space /
seating area?

o glatl 280 (e iS22/ UBIDU AHS Aales Jpanll S8 A D

3 1. Yes

a1

0 2. No

O/g|

a8 2

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

i) ia e aim i m SE" e S 1Al
S N

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

il BN 113 A gl gl AN A gy 4y G g S p R A

T aaly (Slal g (Sal) 20 S Lalida ) kS

3 1. Yes

a1

3

0 2. No

¥.2

0

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

o yly Al laa S e lad e SIS et S 1Y
KLU RS




5.1 Greeting of Customer

+

O by oya il 51

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

TE A N Adhy g AL el o b Al 3 a3 b T

T
|
! [ ]
t

No greeting / acknowledgement

i e

* Greeted within 10 minutes of entering

!

|
I
. P . I
Laalt Jghc w30 10 A e A e |

¢ Greeted within 5 minutes of entering

+

wpanll Jphc e 3G NA e gl e

W N = O

* [mmediately greeted on entering

000"

W N |= ] O

et Jga e Al

b. Did the staff either f or:

:.:J-‘__)A'ﬂ tg.\.'bl.'l L.EE‘,.A.H I‘.‘j Jl R

a. Ask for the customer’s name?

flrar ol e

b. Greet the customer by name?

P S0 aa dpaals e ;0

*  Yes, the customer was greeted by name /

J‘WWLFUL/W1JS.S~M_13.&L_P;|{;:JH:PJ L]

basis of his / her needs?

3 asked for his / her name D e 3
0 s  Np, the customer was not greeted by E dat e Sy fy /4wt S5 Fogu PLLERNIVENy i TR D. L 0
name / asked for his or her name Lt
A G el g T bl e | Sy A" i | hd
c. Did the staff ask, “How can | help you today?” * 3 e s J": - ;'}: ;
and Probe the purpose of the customer’s visit? F ol i
3 1. Yes, the staff did this | Sy il gl G i aa 1 3
0 2. No, staff did not do this %) Wil Gl galt o o NS 2 0
d. Was the Mystery Shopper redirected on the glaliaiflalial e sl (AR Jaudalt dga ool a0 da &

1. Yes he/she wasredirected on the

3 basis of his / her needs

Wialial/aialis) I (3) daadl aga i 33ke) 33 2 cpai f 3

2. [OR) The first staff member

——l

D6 Jeandl g G A Y i pall il { 1) 2

the basis of his / her needs

¢ S

ff courteous on the cust
his / her enquiry?

omer making

3 e.n.counterec'l probgd the nature of D Qoo sy 5 o 3
visit and assister him / her
0 3. No, he / she was not redirected on ol /el Ll 4 gl 5ke! 35 0 S 3 0

customer enquiry?

0 e No, the staff were nat at all courteous D YT e g cidl gl 5% Al S e 0
®  Yes, the staff were quite / reasonably . . e . .
a! AL el S 32l 4 ael
1 courteous &= B g Ay gl a5 il cpns 1
2 e Yes, the staff were courteous D S cabpall S Al 2
3 *  Yes, the staff were very courteous D ARLUY 4al k) S G aed 3
b. Did the staff demonstrate “active listening” on Taad i M ] pline)” i pall B A o

* No, the staff did not demonstrate

| plhea) wilh gall .
o active listening O A e FOLIEYS TS L 0
L ® Yes, the staff listened quite / 0 o S A ek Ky Byl sl o o )
* L]
reasonably actively g » [ ke 43y Sy oheat! 22 cpni
2 e Yes, the staff listened actively E Lplag) o pall | iosl ail sani @ 2
3 e Yes, the staff listened very actively D ¥ Oe A8 il gall sl Gl oaai @ 3
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Did the staff appear confident?

Chsdi (Bl g A4S e B el g A

=  No, the staff did not appear confident D i A G By S e il gl el S e
»  Yes, the staff appeared quite / g I T T TS
Lilte | iy ks L VIS
reasonably confident | i SO e el kel
*  Yes, the staff appeared confident : D i il e g adl e an gyl gl el e
s Yes, the staff appeared very confident | | | i e LS By e cabpl pla e |
; | d..th List the names of staff interacted i s S ) S gall gl S 2 |
| with: Ly “""
| I o Mr/Ms. Hmaowy Y ohamadl LAl e
[ e Mr/Ms. \ 2 FRET AT
e Mr./Ms. 3 FURAHIP PR .
Mr. / Ms. 4 Al Ll .




6.1 Staff Capabillity

Skl gal) 3 3 6.1

‘ a. Did the staff frequently probe the nature of the ? A0 LA el Glalia) dagah 06 LadiuNU G gl 23 8 )
i customer's needs?
3 1. Yes O ani 1 [ 3
S 2. No K uE 2 L0
' If ‘No’, please specify your comments: ] : ol mal a pa ST
! iw) '“3“{- 6}'\/59: C| i&bv\j ‘
b. Did the staff actively attempt to anticipate . P e -
¢ 1 Slaldal | gl lad 4] wild galt
customer needs? el Blabpal G 40l Aglaey B aal 44 A
3 1. Yes D el 1 3
0 2. No 1% 3 2 0
If ‘No’, please specify your comments: | —y . 22l iy o8 Sl S 1)
A {ig j‘) R Lu NL\_j “La ql )
c. Were the staff able to cater to the needs of the sl $a0lees il (399 O 3 Shabtal Anh Cib gl gl 6 D
customer without seeking the help of a colleague? 3 35
3 1. Yes 7% 1 3
0 2. No | a8 2 0
If ‘No’, please specify your comments: 3 rliady o el M8 1Y
INT: IF the Answer is YES, so the answer for Q
D should be Not Applicable
d. Were the staff able to answer all f most of the
guestions posed? Taa g kel ALY uBea f0 00 Aulal! il pall gl g8 &
3 1. Yes M and 1 3
0 2. No O 38 .2 0
3 3- Not Applicable Gabiy Y 3 3
If ‘No’, please specify your comments: ) ey A sl ST 1)

e. If the staff were unaware of the answer to a Jh g i foma Sl o GlaYl o | 38 il gal) 08 o 13 2
particular query / queries, did they politely “ask Tada il daf fplBIN e 400 5 e U o e SUEINTY Gurdgts dia cilb
you to wait while they double-checked with the
system / a colleague”?

3 1. Yes 0O on 1 3
0 2. No a 3% 2 0
3 Not Applicable K Gy ¥ 3
If ‘No’, please specify your comments: 2 )l o pla, 4"S" Y
g
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TN et B ; -rFfﬁ' ‘m’r e
&2 . . T U ke o TR . GRIT 5 ol
a. Overal), was the staff well- mformed on Bank Sladd g Siadie 4-l-h-u Al uL-_;h- u&,dl ‘_;.11 uis b le Jol
Dhofar's product and services? ¢ B oL,
0] e Notatall informed D ALY e Slaseedal jud e 0
e Wellinformed on at least a quarter / a il
1 few of the products and services O Losiy ShaTidl o G fas L S o ple 1
| discussed ! e 5
! ¢  Well informed on at least half of the | oF A ieadl y Dakiad vl e YT e day e
2 o R - T e 2
praducts and services discussed ' RN
e Wellinformed on at least three- v ke i ieas ,
3 quarters or more of the products and | [] N &L” o :’\"” "::"" ¢ 3
services discussed 1 e 8 Al sl
b. List the details of the “main purpose of your visit” puadl) A 5 2 LaS) M3 450 e A1 g Uaie 42 r:‘y oo
{as per SECTION B); rate the staff on the level of " Sladdl) g Claiialy (Fladalt A a5 g | o Oy galt oyl aby o(2
“product / service knowledge” in this area: sdihidl oda A

ol Com a5y g8 sy
INT: LIST THE CODE FROM SECTION B.

o) * No knowledge at all ‘ D Sl e aly Y e 0
e Wellinformed on at least a quarter / a .
Slaall y Slatiadl e e e JBY!
1 few of the products and services O 3l I e Jﬁ *"h "l"’ * 1
. [P N a ‘,.Jl
discussed
2 *» Well informed on at least half of the E Al Slaadl y iatiall chuai e BV e alay e 2
products and services discussed Lgiaiia
o Well informed on at least three . -
cJL;;.mupJ:sul&anbujﬁndlc ,.Lu .
3 quau:ters (?l‘ more of the products and D S5 A sl 3
services discussed
¢. Did the staff attempt to “cross-sell” other products Gl g Shalial LY A" o sl A flaey Ui gl B3 A
and services? s Shi
0 e Nocross selling at all 4 S o dayi ad il i e 0
1 ¢  Cross-selling after a lot of prompting | [] ) el (ST g S aadl Tdens S5 @ 1
»  (ross-selling after a littie / some T . . .
il el 1 g o | ddans 2\0
2 prompting M J P Oa S g Byl adl Al i e 2
3 + Immediate cross-selling attempt O Jeill e eyl ol Aslan 5 e 3
d. Didthe s'taff explain W:ly Bank Dh.ofas’: produc:s R Lt A 2y sy Shpie kel £y iyl ol 0
and services possgssa Camparative advantage i i) i) e ke g
relative to competing banks? 3
3 1. Yes ] o1 3
0 2. No O %2, 0
If ‘No’, please specify your comments: o mlads a6 ala U8 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?

Sk g Sadle G6 ALLS Sl yla ilhe Y Al gl iyl o3 4 2
falall GI3 Syt aa Uil A3

INT: LIST THE CODE FROM SECTION B.

& ekl ) 2 o8 italy

0 ¢ Noinformation at all

]

s VN S DR N 0

e Information provided gn at least a
1 quarter / a few of the products and
services discussed

—— —-.

L__I

Tlatall Zica giaall e G s Y o el e i
h

\ ‘-h_ﬁ_‘ - _.‘E‘;""“IWJ\:‘_“ i

* Information provided on at least half

Diatialy AleTal D gled cdeal WY o cilac! e

2 of the products and services discussed g Wl 2 AN iendlly 2
« |nformation provided on at least three R e s
Shaglnall e S g gl AU W) e sllac] e
3 qualrters olr more of the products and D 8 5 1 sy ity 3k 3
services discussed
3 s Not Applicable ShiuY e 3

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

Flal) i3 Aayliad) 00 g Claleaally (el Yl Ahiada Cle g 7

INT: LIST THE CODE FROM SECTION B.

OO U PR L S ERLAD

0 «  Noinformation at all

WYl o Slaglay o 0

s |nformation pravided on at least a

Ghidl Slagleall o B8N fau) B Ll slac! @

1 qua::ter/g few of the products and D Ll 5 ey cdatidly 1
services discussed
2 s Information provided on at least half 4 Diadlally Adleiall Zie gleall cheati Y J6 slac] @ 2
of the products and services discussed Wphedlie o 20 Zladall y
¢ Information provided on at least three - .
e glealt e ES) g gl T ASNE RV Uag |
3 quarters or more of the products and D s e 80 9 Bl S e slacl e 3

services discussed

iR 3 A Clasall y Chatlally Al

3 *  Not Applicable

Gy

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

Jal 0 gy Adla ST e slae 46 ad A glans i gal) o8 2,8
€530 g A daicially pLi0

3 1. Yes O a1 3
0 2. No £ %2, 0
If ‘No', please specify your cornments: i mliady o olay MY 1Y

tQJ.\ 4} fi 1‘ o O .
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7.1 Timeless - ket 7.1
a. Waiting time on entering the branch, before ‘ o Gt gall Dyl gal) e JalaTh Gy (g il 90 die LRI by}

| dealing with the frontline staff: i DAl allga o f ala¥f) hid)
INT: SPECIFY TIME IN MINUTES: 5 ‘ L ELV JUPERICK I TP RN

0 s QOver 15 minutes ﬁ; Ui 15 e 58 . 0

[ ,

1 *  5-10 minutes 1 n l A 10-5 . 1

2 * 3.5 minutes ] Hi:5-3 e 2

3 s  Under 3 minutes A SR MW e B e 3
b. Did the customer feel like the queuing system e » s w3 e e L . .
TP wiealh B AT GG g 3l -
functioned properly? e ey o ¥ P83 G ol et A
o . (alllljeumg system did not function at a Ly e Jaay ¥ il 3 LTI A ) 0
L *  Queuing systern functioned, but it D gl g pen OSLg g il d ALY S 1
worked with a few impediments 1 & 0% o SRR
2 + Queuing system functianed and it O Qad S8l ) &2 pans Jary —iall 3 LBV Wl e 2
worked quite easily and efficiently Loaa N
3 *  Queuing system functianed and it | JEky Auld A g Jamy il 3yl Wl ) e 3
worked very easily and efficiently Juad
e Not applicable D Sy e -
c. Time taken for the “purpase of the customer’s visit ol e S dgeapll 330 G 3N B 4D Jal (e 235 <dgh o
to be fulfilled once reaching the counter: Al
INT: SPECIFY TIME IN MINUTES: \s H7E YL L1/ REEN G gl san dialy
oy .
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H.
(If any):

Additional Camments on Visit

13 Pl Adladadl 8Ly Cla Gl 3
(g L)

|
|
|
|

i — CFLLJ\_GL-LL_/W qw
| - Previda wue (x

-

wimy Sggeter

A

End of the Survey - Thank you very much....
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Shial) Algs
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(Total unwmghted branch score, summing all sections):

= RN | Tohll’olnts&wredhthls TotaIPolntsAllocatedI
: - “TArea:  Parameter
C Branch Presentation and Customer Facilities
D Greeting and Soft Skills of Staff
E Staff Capability, Knowledge and Cross-Selling
F Timeless
goNs ".TOTAL SCORE. ‘ T
gl Bl F gara  F
(r.L..ﬂl K pax sS-_)-Iu 4:.;:._);]1 _)r. Laﬂ‘_&_y\:ua)
-Jetal) fAsadal) AL P gagus ,ﬂlé“ﬂﬂgw a_Aai oy gl Jedalt ]
Gl Aadiall SOkl y £ atls &
Okl pall D1 lgn g o 301 &
ALY Al Ailee g 438 o g (B gl 5 00 z
| d
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