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PROJECT: Money
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A. Details of Visit 34 Juaalds o
Bank Dhofar O Jus
Bank Muscat D BErIPRET
National Bank of Oman O et ik g Sl AT 3l gl Sl
1. Bank Visited
HSBC-OIB O HSBC-0IB <L
Bank Sohar | Jaa 2y
Other Bank: Al Ay
2a. Branch Name @ULW-W\ gl 12
2b. Branch Area (_(:{,\,m,m gAl g 02
3. Branch City ‘\'{/LVJC o X s 3
4. Branch Region HMO CQJ’ WGl 4
Day | Month | Year s T 0 am B
5. Date of Visit
Qo1 9 | Loi? [
Hours Minutes Joball | e
6. Start Time of Visit B P i cdy 6
12 S o
H i Jkdat) JECP ]
7. Total Duration of gurs Minutes DR
Visit ol 5L aze 7
° | Ze |




General Enquiry relating to a
specific Product, Service
and/or Facility

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

or Current Account
Savmg Scheme
Housing Loan

Car Loan
Educational Loan

Credit Cards

Personal Loan
Double your Salary
Offer

Youth & Student
Account
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Ay s e g Slaie gl ladild 2
f il sl 33 b [ g caniall A1 sialy
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-3 1. Yes E ! a1 | 3
| 2. No ] S8 2 |
l i. Specify: _ ! e ‘
| : |
| i
ii. Specify time taken to find parking: min. | iaa: N PR PO I L T4 VA !
i
42 EntrancetoBuilding - | el N Jgial 4.2
a. Was the Entrance Clean? TUlas Jasall Sl a )
3 1. Yes E] a1 3
0 2, No O 3 2 0

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

SIS S eyt MLl aaa Sl e SN gal IS 1O
e aad

b. Was the Entrance Convenient?

Facla Jasdl 215 b o

inconvenient;

'i u.q i '. --i

Was the branch premlses clean?

3 1. Yes & s 1| 3
0 2. No O w2 0
If ‘No’, please specify "Why” the entrance was Talie Jaadl 0K J 13" saa 4 TS il galt S 1

3 1. Yes

0 2. No

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

DS il iyl ol ons il e MRS i adl SIS 1N

Ak e S
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(84 7 __Branting Matarial, - & .o 5 Voo

sere B0t

T
AN
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| a. Posters / Branding material present on doors, walls
i and windows?

PR tul_pwt’hq_;l.uuh)\sfum.\axdl |

Bk 1. VYes | < ail| 3
Lo 2. No O M2 o0
If ‘No’, please specify “additional comments”, | Sh Dl laatial e Allad e JMUST et S
if any: 1Dy

i

b. Pamphlets, Leaflets and Brochures on display?

E il y DS e e A A

t-r"!pﬂ et -t’h"'i
"

't

'd. e e e LT u.r- o

a Were employees present at over 90% of the branch

3 1. Yes B w1 3
0 2. No O w2 0
If ‘No’, please specify “additional comments”, bR SAaa " san AMliad e MOST el S 1D
if any: Wiy
c. Branding material up-to-date? filaa 4y Aadh cloall g A S
3 1. Yes K mi1| 3
0 2. No O M2 0
If ‘No’, please specify “additional comments”, O At Slha e 2aa dllad e MRS Gl padl A5 T
if any: ]

' e‘.m eo-u"-’u -.u eﬂlqﬁ_’- O %90u- .»-'ﬂ -h*_H ok dh

desks and counters? fiaail)
3 1. Yes [ . a1 3
0 2. No Bd 2| 0
If ‘No’, please specify “additional comments”, O Al Slaa " saa el e SUEY el A0
if any: iaay

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

T Ay e el (95 ) (il gald pliee £ S (S A L

3 1. Yes

a1 3

4} 2. No

O

282 o

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

T il e e 33m e e Iyl S 1D

ey

¢. Were allfalmost the entire staff wearing name
badges?

a4 gmadny (i gl alima £ 8 S b 2

3 1. Yes

o1 3

0 2. No

Js 2 o

If ‘N¢’, please specify “the approximate
number of staff not wearing name badges:
A i
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i
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T ATM and COM machinesl 7 — e Vi 4

KIRD -

e e Tt oy Y ke mgn.m,ma,diw 4.6

a. Was the area surrounding the ATM and CDM

ﬂJJ}th\EIHYIJwﬂ‘U\ﬂ\D*\ Badt KA A8 A

machines clean and presentable? § pdall
3 1. Yes k] w1l 3
0 2. No | w2l o

1

I If ‘No’, please specify “Why / Describe how the |
area was unclean: |

S AS oyl M ara ol MUSY el S |
Al e SSa |

b. Were the ATM and CDM machines functioning? Tl b1 EINTYy A il eall el S A Ly
3 1 Yes v 113
0 2. No O X2 0
If ‘No’, please specify “the time at which at a4 S o ‘,.u' S " s el e ST L gal) A1

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

el e 5T aim ) e W i By N el
.( skilt g 1ay1 g I

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

¢ATM/CDM ddhaic A 1 ciSall g 80 oS 4 O

3 1. Yes EI 1 3

0 2. No O M2 g

3 | 3. Notapplicable K Y3 5
If ‘Ng’, please specify “the time at which at i Jaey ol oI g lliad e "HE" Ll pall S )
which the cooling was not functioning Lo iy

44, T ,.ua ? urﬂc,w.f
e e e 2. Dt

a. Was the branch anr-condmonmg fully functlonal
and sufficient?

, Mrme. «L

1\“??{ i r-p;u R
LN ' 5 * 1l Ay

' "J-ua Sy Jany g sl (A8 A

3 1. Yes [ 1| 3
0 2. No M| x2]| o
If ‘No’, please specify "Additional comments / [lagial et sie Hllnd e MUSY el AS

Describe how it was insufficient:

S S o) i

b. Did the branch possess sufficient lighting? SabS Bolaly £l atads A
3 1. Yes X 1| 3
0 2. No O w2 0
If ‘No’, please specify “Additional comments / MG Dl b s alliad e DS gt 480
Describe how it was insufficient: 2l S ] s Cay)
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‘ ¢. Did the customer have sufficient waiting space / i ot e e S 0 UG A8 Aalows Jpaall 1S G4 D
! seating area? i |
| ' | | .
i 3 1. Yes [ ﬂ} a1 l 3
.0 2. No 'O w2 0

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

i

|

MAs Diaatha" e b e ST el S
S S aS ia

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

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

Ay EAD A1 ds i palt a‘.:;i:{_.'l O g 28 O a0 plndedd o &
Tl Sl g (L) Sl R RS chTA ) 3k S

E 1. Yes m a1 3
0 2. No | v2| o
I 1f‘No’, please specify “Additional comments / ia gty fhal Shaatha” dia Sl e ST il S 13
Describe how it was insufficient: FIIEEE = d mz";;__;
|
|
!
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5.1 Greeting of Customer _

ey a0 5.1

Was the Mystery Shopper “promptly greeted /

Tp A Algda g8 Al el o b el S0 L0 S

a.
acknowledged” on entering the branch? ‘ t
0 = Nogreeting / acknowledgement | E | a5 e | o
1 *  Greeted within 10 minutes of entering |:| ' ITTRIRENRUPIL We T o B ENNETENp A R ) ' 1
o2 | »  Greeted within 5 minutes of entering i D : el ahi e 35 A s T e ' 2
! 3 = Immediately greeted on entering D | BT T RUNTE Ui | .3
b. Did the staff either / or: ' (Y] siat il gl o Ja
a. Ask for the customer's name? ¢ sanll auad S S
b. Greet the customer by name? Fassd 85 e Suanly i
»  Yes, the customer was greeted by name / Sl e e K5 aa Jrands —ua-)J' 5l ans
3 : O 3
asked for his / her name e
*  No, the customer was not greeted by TOTRILEIN SOPO Py UV I U FVPL PRNITR LA L
0 . st 0
name / asked for his or her name g
A ealindd 3 ") D lan iy (S A gl :
c. Did the staff ask, “How can | help you today?” - 4 e dua ": JL‘] nd; L:
and Probe the purpose of the customer’s visit? g 7
3 1. Yes, the staff did this il 23y il gl 505 a8} cpai 1 3
0 2. No, staff did not do this l iy gl A W1 e 2 l 0

d.
basis of his / her needs?

Was the Mystery Shopper redirected on the

Ngtlalialfallalial o sl Al Gaudall A g5 500] & Jb 5

1. Yes, he /she was redirected on the

Aalia!/afialiia) 3 (5} Jaeall 3 salet 55 220 and
3 basis of his / her needs @ Wlaial/atabial S (5) Senll a2 5 et 3
2. {OR) The first staff member oty e s
JF pandl 4y N g2 0 Cala gl i () 2
3 e-nf:ounterec.l probfid the nature of D et oy § il Ansl 3
visit and assister him / her
0 3. No, he / she was not redirected on D Lt ARalial )l A g8l Bolel 55 o 38 3 0

the baS|s of hns / her needs

Were the staff courteous on the customer maklng

VTHEA
1

Sk e y}.» -’f{wﬂ -

f‘.i \i; D e

a0

) 536 Leas gish o & skt o3 e ._.5\ RS A )

customer enquiry?

his / her enguiry?
0 e No, the staff were not at all courteous | [ ] S e B caBgadt S5 A DE . 0
1 . ::z,ri:z::aff were quite / reasonably M g Al e Ay il lat il ol e 1
2 e  Yes, the staff were courteous D Sl il gl IS Al caad e 2
3 * Yes, the staff were very courteous D QLD wad il gall S8 Gl i @ 3
b. Did the staff demonstrate “active listening” on Copeall Ailos " el plaal” i galt 4B A o

e Ng, the staff did not demoanstrate

! plheat LAD pa! Ly
¢ active listening £ Gl olho) i gl gy o . 0
e Yes, the staff listened quite / - . . e . .
! \ 4] ALy by i gt | (anl
! reasonably actively m Lt B Al g s 1
2 *  Yes, the staff listened actively D Lotag) il gl ol 3] a3 @ 2
3 *  Yes, the staff listened very actively D At On S B gall sl sl cani @ 3
7
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| c. Did the staff appear confident? i Thiti Spa g Ad] e dBgadt 4B A S
I ¢ No, the staff did not appear confident D 5 Al G Bl g A0 I il yal g al S
e Yes, the staff appeared quite / i . N s s s e
’ U Al i wly 43 i gl . .
| reasonably confident E:‘ Ot By Al g6 ddsul gd cand
E e Yes, the staff appeared confident \ D ‘ s o Bl ) e i gl e and @
; X I " - ¥ [T . .
! s Yes, the staff appeared very confident | e ki e el Bl AT e il gl gh ani e
:‘.“h. List the names of staff interacted i e lial 1 Syl pandt 83 2
*  Mr./Ms. %’Y\U_Qf Wt oA Tag . Aol jelil e
e  Mr./Ms. 2 \J ol il .
«  Mr./Ms. 3 il Laldll .
i e Mr./Ms 4 Loal el e
8




6.1 Staff Capability ,

okl gl 5,8

6.1
g

T KR (Sl a3 Shalia) Angal OF el il pal) o8 Ja

particular query / queries, did they palitely “ask
you to wait while they double-checked with the
system / a colleague”?

a. Did the staff frequently probe the nature of the
customer's needs?
T
R Yes & 1|3
L0 |2 No O w20
' i i 'No’, please specify your comments: | T s B e SUSM LD
' \
b. Did the staff actively attempt to anticipate o - . .. - ‘-
Coi i) ialfing | fuia Uled A ylay | o
customer needs? el Siatial Fia et Kglasy BBl 63 A
3 1. Yes E a1 { 3
0 2. No O w2 o | o
If ‘No’, please specify your comments: il rlady o8 Bl ST 1Y
¢.  Were the staff able to cater to the needs of the dai S0 ls alh (390 o gt Slabial Anl ol gl g lalad JA S
customer without seeking the help of a colleague? Tala i
3 1. Yes X a1 3
0 2. No ] %2 0
If ‘No’, please specify your comments: i, clals o3 cla ) ST 1
INT: iF the Answer is YES, so the answer for @t
D should be Not Applicable
d. Were the staff able to answer all f most of the
questions posed? g laalt ALl plime 1S 0F A1 Ll pall plbid 4 &
3 1. Yes R o1 3
0 2. No O 38 2 0
3 3- Not Applicable Sy ¥ 3 3
If ‘No’, please specify your comments: L gl A8 pia ) US
e. If the staff were unaware of the answer to a e AL [ g 8 Aia¥H e 1,00 il galt 08, 0113 1

PUpa3l dal LRI e 4005 26U Jab e UM Cuighy i Gilk

3 1. Yes O i1 3
0 2. No B 38 2 0
3 Not Apglicable )< TR | 3

If ‘'Ng’, please specify your comments:

Pl e a8 ela ST 1Y
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‘62 mmwmm S ER SR IR o e ; o %;%‘.%‘-%
! a. Overall, was the staff well-informed on Bank | uu-h_o Tiplies Adlaia Alas uL-_,!u il gadt 2 S A e S
f Dhofar’s product and services? \ ¢k oLy
i 0 i ¢ Notatallinformed D ' Sl e Diagasasd e 0

e Wellinformed on at least a quarter / a i o e .
| Zhacdly adiat il i L ;
1 few of the products and services O 3 it Do i fa “F:j - ""| * 1
discussed i e
‘ 2 | e  Wellinformed on at least half of the | E’i o3 ot Slaally Thatid cheal e B Lo ey e 5 ;
? praducts and services discussed ! i e *
* Wellinformed on at least three- ! C .
| Ll S 81 g gla b A0 3y
3 quarters or more of the products and D : S it 3
i s & 4.41 Ciaadty
services discussed !

b. List the details of the “main purpose of your visit” el A g sa LaS) o450 ,..-.‘,u)-l gt oy gk Aaiy g pd
{as per SECTION B); rate the staff on the level of " olasidl g SRRy flalialt A8 palt 5 piaa” | o (i gall apily P’J H=
“product / service knowledge” in this area: iAdbial ola 4

( S e} 3o Gl 4GS 28 1 Zaly
INT: LIST THE CODE FROM SECTION B. ‘ I 1
. s No knowledge at all D SUaY e ad Y e 0
e Well informed on at least a quarter / a W oer e
ansdl y Siladidl { : bode o
1 few of the products and services D S o B fes e j‘{,:‘: ’"'; * 1
discussed s
2 ¢ Well informed on at least half of the E A A Slesidl y Slatid) Cheal e SN e sl e 2
products and services discussed [Pk W
« Wellinformed on at least three . vl t ot mas
il e S o gl DS Y e Wl e
3 quarters or more of the products and El SO : 3
[FERCE | Zalaaat
services discussed & 3
c. Did the staff attempt to “cross-sell” other products Gladd g Sadial LAY Al oAbl AL plaey LaB gl Sl S8
and services? T at
0 & Nocross selling at all m ALYl e AlaV all il il e 0
1 e Cross-selling after a lot of prompting O Sl jheiaat! cpa pAsl ey LY andl Adeny 43 @ 1
) . E:c;ii:z:gg after a little / same D i) rm Y sy BBV ) lens 5 2
3 * |mmediate cross-selling attempt E] SO e ALYl anlt A ey JE e 3

d. ch;the s'taff ex:ialn W‘I:gosn:::rzri::a:; p:;:::f’s Al gl B oLy heasi  hapile 1L 7 s i gl o6 S 2
and services possess a va P dlal) & ot e A e Ml
relative to competing banks? i) g 4

3 1. Yes O a1 3
0 2. No & N2, 0
If ‘No’, please specify your comments: i zlads o3 fla NS 1Y

e did vet telle Al el Clhe bnm‘(,, :

10



+

Did the staff attempt to provide “complete
information” on Bank Dhofar's products and
services, along with relevant literature?

Shaih y Sladie (5 AR Ss yiaa” kY A glasy i yall a2 b 7

Talaalt 13 Skl g tid S

INT: LIST THE CODE FROM SECTION B.

S ] Con S A B 1ialy

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

| © | ¢ Noinformation at all O AV e Ziapaa ¥ e Lo
! i e Infarmation provided on at least a | A e gand o g fr Y e s
i 1 | quarter / a few of the products and E B ,fla'-’}_*. L J‘_ o . |
| | R . | AR EPIE VU VR WIFRGRE St e |
| : services discussed I [
! 2 s Information provided on at least half [ Tiadial Al gl bl W 0 s e 5
; of the products and services discussed i o T iy
* Information provided on at least three o - ; o
Sl el e 81 g1 ATNE 8D !
3 quarters or more of the productsand | [] ’““‘:P ):43 Eu_m, :’ "’f‘d‘ * 3
services discussed T
3 e Not Applicable | Gy @ 3
‘| . Information on relevant procedures, Falealt i3 Aagliall A y Shaliand] y o Slp Yl Allade i glaa -
documentation and follow-up method?
INT: LIST THE CODE FROM SECTION B. CPWE-EE SR PLT A PIONN
0 * Noinformation at all D eV B L DY U 0
+ Information provided on at least a . .
GITal Zala ghaall ! Y !
1 quarter / a few of the products and B‘ }1*-5“ i:‘d*n:;?: u’ 1 "i ‘. " * 1
services discussed = T
2 ¢ Information provided on at least half D Clatially ATt D plaa)l e A1 e ol e 5
of the products and services discussed Widiia 6 Al leaddt y
, | e prsed matemtivee | T et e+ |
e products an . . . .
Lpititlin o5 ab lexali y Slamnadly dlladalt
services discussed S 3 ilealdy
3 e Not Applicable ey Y
g Did the staff attempt to acquire more customer Jab O G Ry ARl 81 Gl glase 4 el & ganey Uil gl 21 L F

530 A A Al el

3

1. Yes

a1 3

0

RO

as2 0

2. No
If ‘No’, please spec'!fy your c0mments:l L

Dok Y WLLII N

_"U_J CL.'A_:!..J 'a.i GL;J JSag 'l;'l.l
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7.1 Timeless ol gt 7.1
- a. Waiting time on entering the branch, before o s pall B gt ae Calalll Sy g AN Jgds ie URINT Gy ) \
i dealing with the frontline staff: i  Aasil) gl g 28 [ palat B |
| INT: SPECIFY TIME IN MINUTES: 1 BB uana B gl 22 sBialy |
i
|
¢ | s  Over 15 minutes } [:l a3ii: 15 e JS0 e ! C
! 1 I ¢ 5.-10 minutes | EI | AR 10-5 e 1
} 2 e 3-5minutes il 1 38:5-3 e 2
3 e Under 3 minutes D S A e 3
b. Did the customer feel like the queuing system . . . .
e L) o] iy IR - IR >
functioned properly? i ? e o B pBS Ch L a0
. ueuing systemn did not function at
0 glneumg 4 “ O BN Ll ey Y ciall i DY aas e 0
¢ (Queuing system functioned, but it . . . .
1 Vgl pmy as il d Y A
worked with a few impediments L] G s e 005 Sy o et 1
e Queuing system functioned and it Jad S8k g A g Jty ial) S IY) WS e
2 ster L ! O o ,
worked quite easily and efficiently e da I
3 ¢ Queuing system functioned and it = Ok y 80 & gy Jouty il 3 DY S ) e 3
worked very easily and efficiently Jad
* Not applicable D Sy e -
c. Time taken for the “purpose of the customer’s visit Adlga 1 Jgen gl e 530 Bl chak ApB Jal (e 234 gl
:ll " )

to be fulfilled once reaching the counter:

INT: SPECIFY TIME IN MINUTES:

1B G gl 2a raly
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H.

Additional Comments on Visit

(If any):

154 b Adladdl AAlaY) ia il e

(e y )

End of the Survey - Thank you very much...
Mosa 8 — ) 4..L4..

TOTAL Banch Score

(Total unweighted branch score, summing all sectlons)

‘ e TmlPolntsSeoredhthis Total Points Allocated /
Section Paramcur Un;r Evaluation . " Parameter
C Branch Presentation and Customer Facilities
D Greeting and Soft Skills of Staff
E Staff Capability, Knowledge and Cross-Selling
F Timeless
3 ‘TOTAL SCORE |
£ Al Bl £ gaana £
( ‘J‘)‘Jcaatt)lﬂmﬂ] ).Ic-.H.u.n ty.-u)
L Jatal Maaaddl SRR £ gagea ] | tanell B Alpuadd) BEI £ gaps . o b ady g ) Jaladd - awd
e 0 Aatihall kgl g AN s <
Ol pall D) sl g a3l o
DY)l Al g 43h ae g il gall 308 z
< gl r
i . dai B gags
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