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. H f ‘
. { ‘
S
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‘,’U oy ! Sas i Tila gaall LA Sl ey
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A. Details of Visit 5k Jaealds -
Bank Dhofar | Jhis Sy
Bank Muscat ¢ Jnlas Ay
N National Bank of Oman D rieandl gila gt S Al 5 ik 30 S 1
1. Bank Visited
HSBC-OIB O HSBC-OIB
Bank Sohar R S Ly
Other Bank: MRSt
2a. Branch Name \.&‘; SKH(Q, % HLLOQ(LI—\bCL\'*}L’ g Al aul 12
2b. Branch Area M %Eaﬁ\/ F O phge a2
3. Branch City S‘CLCEMJ Wadl 3
4. Branch Region D}\r /d_/\/ aacdl 4
Day | Month | Year Al [ el [ g Sl an 5
5. Date of Visit
2 | lo | 9013 | |
Hours | Minutes Gt | Gleludl
6. Start Time of Visit - 3ol iy iy 6
{5 3
i JhHdall e Ll
7. Total Duration of Hours Minutes s 0 s 7
Visit 00 | 30 l > :
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Opening a Savings
or Current Account

Savmg Scheme

General Enquiry relating to a " — oy aa e e Blee gle jlaiill 2

specific Product, Service ) g

and/or Facility i 3 o | D Jeolll 322 g/ g aeliall A 1laly
INT: SELECT AS RELEVANT AND/OR Aaadll

SPECIFY DETAILS OF g

PRODUCT/SERVICE




4.1 Was Customer Parking Instatly svaisbl for the | - - o » :
nstantly 1258 1o 5 e Ll A3 5B 309 b 4.1
Mystery Shopper? - : : .
3 1L Yes <l axi 1 | 3
: i. Specify: i LU
ii. Specify time taken to find parking: min. s i g ¥ a0 i aa
4.2 Entrance to Buliding . . L il Y Jekali 4.2
a. Was the Entrance Clean? TLLRT Jaaadt A8 Ja )
3 1 Yes E PRERR 3
0 |2 No O % 2 0
If ‘No’, specify “Why / Describe how” the SIS S el AL ara Sl e UST el A1
entrance was unclean: iadad g il
b. Was the Entrance Canvenient? Sl Jaadt A8 b o
3 1. Yes & m1| 3
0 2. No O 22| 0
If ‘No’, please specify “Why” the entrance was Lalia Janadl S5 20 MA@ *HET Ll padl S 1
inconvenient:
Was the branch premlses c|ean7 ‘ . . S oY "g'l-.h- s
3 1. Yes Y4 1| 3
0 2. No O 2| 0
If ‘No’, please specify “Wh i '
o, piease spe ify v / Describe how” S "€ i g /LA saa Sl e NS iyl IS
the premises was unclean: PR -
Akdas pe Tl
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a. Posters / Branding material present on doors, walls 341 40y el vt Y1 8 Ay jlad Silte / uu_nh .\.-J, dA i
and windows?
3 1. Yes B 1| 3
0 2. No [ w2 o0
if ‘Ng’, please specify “additional comments”, SRl Slaa " e ollab e NS el S
if any: ! Tl
| ;
i |
b. Pamphlets, Leafiets and Brochures on display? T Ay L) e a0 A
3 1. Yes X 1] 3
0 2. No ] wo2l|l o
If ‘No’, please specify “additional comments”, Sl Slaadlt sas MLl e USY Glgall S
if any: Tay
c. Branding material up-to-date? faliaa 4y ladlt Slalall ol g 4 2
3 1 Yes ix§ pil| 3
0 2. No | 2| 0
If ‘No’, please specify “additional camments”, Ml e Ba" dam lliad e JHEY Gl all S 1Y
if any: DAy

At L LY - ) e [’
a. Were employees present at over 90% of the branch ahl gy apdhia sl g Al AB e o0 %GO (p S 22040 AS s )
desks and counters? Fiaadt)

3 1. Yes E w1 3
0 2. No O 2| 0
If 'No’, please specify “additional comments”, S il Slaa et dan Mlini e SHE" Ol gall 813
if any: Iy
b. Were all / almost all of the staff neatly and . - . .
¢ L]y - .
professionally dressed? ) (rHed i Lo g5 Bl [ESE N
3 1. Yes M I 3
0 2. No O 21 0
e el Ald e "TUET I g
If ‘No’, please specify “additional comments”, < Ml Slaadlat 2 - =y “_IS -
. Iia gy
if any:
¢. Were allfalmost the entire staff wearing name . . .
badgefs, g bty S L (3 gy (il gall plime f S S b S
3 1. Yes = § il 3
0 2. No O 32| o0
If ‘No’, please specify “the approximate cpl e gall o EEN snedt ana ik e ST il gadt SIS 1S
number of staff not wearing name badges: tpebal A LD s Y
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a. Was the area smroundmg the ATM and CDM

4 L p
e § t_ld.hu ka;.!.l.nﬂ &1-1-,1?1‘, ‘,-N!n -l

".)H-‘ .h,u.n AL uda'_lh'

machines clean and presentable? ¢ paall
3 1. Yes = 1] 3
0 2. No | O w2 0
If ‘No’, please specify “Why / Describe how the S S a1 a2 Sl e ST L gall S 1
area was unclean: ' R TECRR- R LV

b. Were the ATM and CDM machines functioning?

$oaal B} EILNy Y il peall 3 34l SRS O

3 1. Yes

a1 3

a 2. No

O/x

2 0

If ‘No’, please specify “the time at which at
which the ATM / CDM were not functioning
(and specify which machine, ATM or CDM}):

el a8 S5 S aae Al e NS i pall ST
et Gl gl 2aa ) Jaad Y gl g 1SNy YT i el
:(__,-.ﬁ.ﬁl E\:._.‘*jl 4 "I\jm

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

TATM/CDM 4dhis A 3 Gl g 30l o8 G4 o

.u..",l:.‘r P .‘,.—

e Arnly : : .
J...OV-#-L- ! - -
a. Wasthe branch anr-condutlonmg fully funchonal
and sufficient?

3 1 Yes Od PN

o |2 No O K21 4

3 3. Not applicable m Shy¥ 3| 4
If ‘No’, please specify “the time at which at L Jany ] 2B 2an Slliad Ca "NST i gl S 1
which the cooling was not functioning aa JCA

TaRSy 22 G o ‘..awws-n oS A

3 1. Yes

1| 3

Q 2. No

OX

382 0

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

JMAdlal Sllantha® aaa Sl e SIS O gall 2S00
S K G ey

b. Did the branch possess sufficient lighting?

NS Selaly £ il Al A o

3 1. Yes

1|3

0 2. No

e

8.2 0

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

JMgilal Cidaaie” saa Slliad e ST el RS
S S W S iy
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C.

Did the customer have sufficient waiting space /
seating area?

T i) 28R e S 306/ UBAT A0S Aatoas el NS b S

3

1. Yes

a1

2. No

ull:}

s 2

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

[l Ciaa Mt s Slind e NS i gall 500
S S ol i i

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

|l A Ga13 45 puia gl CLGEON & gy oy O Cope30H fladedd A
AL R PY (- TOU] RREA LU PP

[
e

3

1 Yes X 1] 3
0 2. No O ¥y2| o
If No., please fspeuf\f Addlt'lona.ll comments / iyl fAgilinl il S’ sia Sk e PUE* ol pal S 1
Describe how it was insufficient: LS %5 ) s
6
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S.1 Greeting of Customer SRy o Bt
a. Was the Mystery Shopper “promptly greeted / TE A A dghn ah AT Faadall e ol e S aS 6 )
acknowledged” on entering the branch? :
0 * Nogreeting / acknowledgement ! E . S pifena iy e 0
1 i + Greeted within 10 mingtes of entering D | Omanst Jgds e WA 10 VA s 2 e 1
i 0 t [ T R -
‘ 2 ! ¢« Greeted within S minutes of entering D ‘ ranll Jad 4 A5 A s gl e 2
3 * |mmediately greeted on entering D : [EPPAR TR RERTEUR  | 3
b. Did the staff either / or: ' TRV ) INPRPCIRE - P I 0 P
a. Ask for the customer’s name? ? et ot e Il
b. Greet the customer by name? Faan! S5 aa el o
3 *  Yes, the customer was greeted by name / D FUCONSIP I, DO DU Cl U 19PN, FRNITONPi| I PP 3
asked for his / her name L
¢ No, the customer was not greeted by aand e Sl aly /e S0 e el il u5 o0 NS e
0 : K] : 0
name / asked for his or her name !
A CE il g "Ta gl e laee LAiSy ClS" BB gt R
c. Did the staff ask, “How can 1 help you today?”’ * 3" g "':l ‘JL‘; ];J;JL:
and Probe the purpose of the customer’s visit? '
3 1. Yes, the staff did this D Ay il gl B8 A caad 1 3
0 2. No, staff did not do this Kl Ay i gl iy ol 3 D 0

d.
basis of his / her needs?

Was the Mystery Shopper redirected on the

Alanialfailatal o sl AL Beedall 48 Bae) S 00 &

1. Yes, he / she was redirected on the

Taldalfafaliat (3 ] Saale! 33 AL el
3 basis of his / her needs O i atial I (i 45 8 i 3
2. (OR) The first staff member o seadl ag N 550 Y1 iyl i (5 2
.Y ‘5.‘.. 4al oyl it [ 9}
3 e_nf:ountereq prob:ed the nature of D el fodelany 5 3 el 3
visit and assister him / her
0 3. No, he / she was not redirected on m 0

the basis of h|s / her needs

Were the staff cuurteous on the customer maklng

Ll lyia /et aliisl _,Jn..:._,m el 3 o0 S 3

e el 536 Lona 408 (g b, L....u...;d.u‘_;.u u.B_’.dl s da 3

customer enquiry?

a.
his / her enquiry?
0 ¢ No, the staff were not at all courteous I:I Y e gl Bl G5 Wl K e 0
1 . ::tsj,rtr;:lizaff were quite / reasonably D Sy JAL pike ALy syl L5 . e 1
2 *  Yes, the staff were courteous E Jd b GlSall i e 2
3 e  Yes, the staff were very courteous D AN aalk L gl DS Al el 3
b. Did the staff demonstrate “active listening” on Tl i M ol plbeat Cilh gall B A

* No, the staff did not demonstrate

Lol pliea) ciB pad) gda s
0 active listening D i S s o] ¢ 0
*  Yaes, the staff listened quite / : . . s . . .
1 | AP T SO - PN g O R
reasonably actively D b B e S e 1
2 *  Yes, the staff listened actively E Lylay) i pal) Jaea) 2] cans @ 2
3 *  Yes, the staff listened very actively D LWt e G Giligal) sl 0l i e 3
7
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| .

Did the staff appear confident?

[

i T (Bl g Al e il ) g8

{ s Ng, the staff did not appear confident D Audi e Byl o byl s ad U
| -
| *  Yes, the staff appeared quite / . ny Ak e By A ) s
; reasonably confident O oo S By A e i gl s a0
|l s Yes, the staff appeared confident D P T L T B SR I VE- SOV S
: * Yes, the staff appeared very confident | E LIPS - P S VPSSP S
' d. List the names of staff interacted ! e e C e
; with: | } pe ¥ T SRLATE LSNX R T - T UL A I
| o M /Ms Ruwad Sakew |1 LGNl e
; s Mr./Ms. 2 | il i e

o Mr./Ms 3 | Wi/ l=dl e

e Mr./Ms. 4 | iy ladl .

8




6.1 Staff Capability . Culiga i 6.1
a. Did the staff freguently probe the nature of the 9,50 g (g Dlalia) Aaub (8 LYl il galt o8 Ja
customer's needs?
3 1. Yes B UERS 3
0 2 No ! % .2 0 ,
If ‘No’, please specify your comments: | s maal o8 fla ) SUET 1Y) i
| |
|
b. Did the staff actively attempt te anticipate P . C w T i . . |
toa sl Slalia) el A & glaey cil padl 23 4 |
customer needs? cnl Sl ’ 4 sl gt |
3 1. Yes | 1 3 |
0 2. No O 38 2 0 i
If ‘No’, please specify your comments: ) mlly 8 e ST 13 |
€. Woere the staff able to cater to the needs of the i 330l culb 193 e g Y Slalfiad AT G gl £l JA LS |
customer without seeking the help of a colleague? T 3l '
3 1. Yes [ﬁ o1 3
. |
0 2. No O 382 0 |
If ‘No’, please specify your comments: e Tlaals a8 dla DS 13 i
|
INT: IF the Answer Is YES, so the answer for O
D should be Not Applicable ‘
d. Were the staff able to answer all f most of the )
questions posed? Tha g jlall ALY} aliae JUS (8 Lo Gl pall plaiel 6 LS
3 1. Yes 4 pri 1 3
0 2. No O 38 2 0
3 3- Not Applicable Gelaiy ¥ .3 3 |
If ‘No’, please specify your comments: W il o8 el 2S" 13 ‘
e. If the staff were unaware of the answer to a O sl it fopms D o Llatt o 1,08 Giligall 08 A0 2 ‘
particular query / queries, did they politely “ask e 2al AR e 400 E e 2Ll Jal pa SIS Guydghs dlis quth
you to wait while they double-checked with the
system [ a colleague”?
3 1. Yes O i1 3
0 2. No 3 38 2 0
3 Not Applicable X Seliy ¥ 3
If '"No’, please specify your comments: W Ll of ala ) WHS" 1Y



(as per SECTION B}); rate the staff on the level of

"iasdll g Siadlaly dkl-” B aall s uan® (8 Cuiln gl ol pdg 1S
skl oda q.l

a. Overall was the staff well- mformed an Bank Siladh ul-\-n-u P M--A- HLAJh-I u-'n_pu\ ;5-‘» uLS JA als Js..:u \
Dhofar’s product and services? B
0] e Not at all informed D ! AEY o Diagleaanl jul e 0
{ ¢ Wellinformed on at least a quarter / a f . . .
i Sarally Slagial | faa; e B
|1 few of the praducts and services O g ol o Gyl [ 22 ! ,_:‘ M: * 1
. discussed ‘ =
! 2 e Wellinfarmed on at least half of the ‘ J 1 A el y St dal e BN e pla w 2
products and services discussed 1 i< 1L
+  Wellinformed on at least three- { i S e A1 4 gt A0 B9 ke .
3 quarters or more of the products and ( E ' i, o T T 3
; services discussed i } s ?
b. List the details of the “main purpose of your visit” i | el s LaS) B LGN i u-l-\4-1"~.- laia 42y o .

“product / service knowledge” in this area:

INT: LIST THE CODE FROM SECTION B.

S e} (pa ) 4D o3 1l

and services possess a “Comparative advantage”
relative to competing banks?

0 * No knowledge at all ! O Syl e Ay e 0
e Well informed gn at least a quarter / a . .
Cihacall y Slatiall \ e JAY
1 few of the products and services D 2 O i ‘P‘ d..l_:b ﬁ * 1
discussed &
2 e Wellinformed on at least half of the D S i Slaadlt g Slatdl vial e JY Lo uday e 2
products and services discussed [P
¢ Well informed on at least three . .
Slatidi e ST g plh 533 By
3 quarters or more of the products and E = o A8y &1 ey fj :r' "lu]‘ * 3
services discussed
¢. Did the staff attempt to “cross-sell” other products Sletd g Slatia " BLSY) gl G sl A glaay Cil gl pld Ja &
and services? ¢l
0 e Nocross selling at all D AoLY e Syl ol ddaay sl pl @ 0
1 »  (Cross-selling after a lot of prompting D Sl el e Al ey LY aul Ll W e 1
2 . s:;?:;zlrl‘?g after a little / some D 1 Jhads) m gD smy AaY) gl Bans 6 9
3 * Immediate cross-selling attempt | R e oy il Ao i e 3
d. Did the staff explain Why Bank Dhofar’s products

AL L) Ll ol chand g Cladle 13U g sl LiB gl a4 &
LBl & pidh pe Al "l

3 1. Yes X i1, 3
0 2. No O %2, 0
If ‘No’, piease specify your comments: Sl Ly a8 2l SIS Y
10
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Did the staff attempt to provide “complete
information” on Bank Dhofar’s products and
services, along with relevant literature?

Cilaid g Sladie (6 LS S e’ il Y AL glaa il gl 2B 4 7
filall Sid Sl ae Lk U5

INT: LIST THE CODE FROM SECTION B.

& i) a3 A0S o3 1l

0 *  No infermation at all D 1‘ Iy e SlagaaY e 0
¢ Information provided on at least a ‘ AT e gl e Y fao, YT e eac! e ‘
1 quarter / a few of the products and D "T‘J :’.;‘. Uu' .‘J o - : Pl
services discussed _ ¢ ST !
2 « Information provided on at least half E Diatiall Gl D el vdead B 5 flec e 2
of the products and services discussed wila 20l Ciacally
« Information provided on at least three . o e .
i gl e ASH 9 gl AN AW e el
3 quarters or more of the productsand | [_] e ‘t}s "| E.‘ 0 “’ "’.,fmcl * 3
| services discussed o 3
3 ! e Not Applicable Sy e 3
f.  information on relevant procedures, Tlaall 13 Dnglialt A0 g oDl y o Sls ) a Yl Adlaie Sle gian -
documentation and follow-up method?
INT: LIST THE CODE FROM SECTION B. S5 ekl o i, {..a slialy
0 * Noinformation at all D ALY e Slagaay e 0
¢ Information provided on at least a
i) S gladdl s SN Sy BY! o clac! e
1 quarter / a few of the products and D erme e in - 1
il o8 Al Shieaad) y Shadiadl
services discussed e 2 )
N e Information provided on at least half D Sy Llaiall Sl pladdl cdead JiY1 6 el » 2
of the products and services discussed [P E PP BLAPEEN
+ Information provided on at least three . . .
i | e S8 o el l A0 WY e ol
3 quarters or more of the products and m )]MI ’:);_,..s ‘_’.‘ E?‘J T “ﬁ “f:‘ﬁ‘ * 3
services discussed P A Dilaad y iladial, Al
3 # Not Applicable Sia Y e
. Did the staff attempt to acquire more customer Jal (e Gl Ailaie 6 Sila glae 48l AL glaey i gl oth JaF

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

7 S5 Ao o Angiay il

3 1. Yes K =1 3
0 2. No 0 3 2. 0
If ‘No’, please specify your comments: 2l ) wlialy af elp y DS N
11
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7.1 Timeless <l gl 7.1

a. Waiting time on entering the branch, before ! o g galt G pall pn Saladll Sy (g RN Jgda e JUEINT Ay |
dealing with the frontline staff: ‘ DAl AB a2 f pala¥) Jadl

INT: SPECIFY TIME IN MINUTES: L+ 11 EVSERICH I IR TP

|
|
0 ¢ QOver 15 minutes ‘ m A 15 e 250 e l 0
1 e 5-10 minutes a' FE10-5 e 1
o2 e 3-S5 minutes 1 dd 363 e 2
3 * Under 3 minutes D S e B e 3
b. Did tl'.ie customer feel like the queuing system s 2 Jamg il i I Sy Gt A
functioned properly?
0 . ;Teumg system did not function at D Y1 o Gamg il s LY S 0
e Queuing system functioned, but it H ol s vet al D .
: e Bk —al Wi oaldas ol
1 worked with a few impediments D H & S8 Jury o el e 1
¢  Queuing system functioned and it Jad Sy A s Gty ciall i JUATY AT ) e
2 O - 2
worked quite easily and efficiently Le 3o )
3 s  (Queuing system functioned and it D OShp AalS A sy Gty caall STV G ) 3
worked very easily and efficiently Juad
¢ Notapplicable @ DY e -
¢. Time taken for the “purpose of the customer’s visit a3 ge I Sseagll A Gge 3l 55 iae DY Jal (e 2834 il o
to be fulfilled once reaching the counter: R PALS,|
INT: SPECIFY TIME IN MINUTES: C{ [+ E TV EERILA ) T EQETLTA I

12
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+ + +

H. Additional Comments on Visit 45l o Alladall ALY cla il .
(If any): (e )

R YNy cium b ok viob szj welll

— Thie ¢ Acimoudtien in Hhe !o:/.i, L Y no d;o"fwvblhg [
Wk ‘

1
(
[
1
!

End of the Survey - Thank you very much....
S 82 — ol A

G. TOTAI. Branch Score
(Total unwelghted branch score, summing all sections):

i camten ; "7 ]. Total Points Scored in this . | - " Total Points Allocated / - .
. Section < hm:mumeﬂhm TR et e ¥ A T iparameter L

C Branch Presentation and Customer Facilities

D Greeting and Soft Skills of Staff

E Staff Capability, Knowledge and Cross-Selling

F Timeless
3 -..: __J__:. o ';‘.l .‘ TOTAL“ORE _ o o __":"'.,‘lr't‘} - T RS . C . r:. .‘" - v
-, e - S AT . ki R T T L P o - ,‘-r; i 2_~ " - ,

£ sl Blii £ gazs .z
(Puxlusc...-.‘t),umﬂ}cjnma,‘u)
Jala loaadd BILE p gages | ,'JMQIMMCW . U ekl aly oM el } .

T TRILE T WA O B I ‘|JE_)B‘H.\.-I:I <

[

i palt S a3

A Al Alas g 43k jaa g (LB gt 600 z

LT oo e e ke S Ly
Ty TR I S
e . SR e T
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