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A. Details of Visit 3 Jaalds -
Bank Dhofar 0| i oty
Bank Muscat | Jakes Ay
National Bank of Oman D el in gt bl 30 5 d g3 B T
1. Bank Visited
HSBC-0IB | HSBC-0I8 4
Bank Sohar D e Sy
Other Bank: oAl S
2a. Branch Name 'J [2) E) ﬂ\. F il ol 12
2b. Branch Area ‘ . 6 E) ﬂ‘. gl g 2
3. Branch City J . f) E) ﬂ“ Gl 3
4. Branch Region S M(q.'l/q Ak 4
Day | Menth I Year nald | JYma] ] a3 aan 5
5. Date of Visit
Hours | Minutes S8 ] Sle Ll
6. Start Time of Visit il iy iy 6
4 00
H i Al Zile )
7. Total Duration of =L Mlnites < = L
Visit oo \S F et B 7
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Opening a Savings
or Current Account
Saving Scheme

Car Loan

|
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General Enquiry relating to a
specific Product, Service

and/or Facility Educational Loan
INT: SELECT AS RELEVANT AND/OR -
SPECIFY DETAILS OF Credit Cards

Double your Salary

Offer

Youth & Student
Account
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4.1 as Customer Parking instantly available for the

£o500 36 & e hgn 0 J0ud 209 00 4,1

Mystery Shopper? |
EE Yes X a1 3 |
I 1
‘ 2 No O % 2
1‘ { i Specify: | Ca i
| ; e
|
‘ ti. Specify time taken to find parking: min. Li i e 2l T Y 0a
|
4.2 Entrance to Building ! ) Jebdl 4.2
a. Was the Entrance Clean? ThAS JAaall ok e
3 1 Yes E a1 3
0 2. No O ¥ 2 0
If ‘Na’, specify “Why / Describe how” the SRS ey /3L i Sl e ST el KOG
entrance was unclean: il gl
b. Was the Entrance Convenient? Toubia Jaadl S8 A o
3 1. Yes X 1] 3
0 2. No | 2| 0
If ‘No’, please specify “Why" the entrance was Leie Jaeall S5 al "Il daa s "ME il galdt S0
inconvenient:

nllgess of Priémises Lol Gt oR e AT

+EE

Was the branch premises clean? TS g il e oS O
3| 1. VYes | 13
T
o 2. No ] 22| 0

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

S S e g /1 e b e ST gl S
A e il
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{44 BrandingMaterial o o ocrips T b bt 0irnidnnt G Rl St A el SRS 4.4
|
|
i

‘ a. Posters / Branding material present on doors, walls "-SUaU .;b-\ali ‘ulﬁil e Ay el Sldle [ Sikuals 3 gy 6
i and windows?

i3 1. Yes X a1 3
O

.0 2. No ! | w2i oo
If ‘No’, please specify “additional comments”, Sl Dilaa e s sllal e SUTEY el ST

if any: : Py !
|
|
|
l

i b. Pamphlets, Leaflets and Brochures on display? S 2y i e ge p3 A L

|3 1. Yes X | pi1]03
0 2. No O 2| o
If ‘No’, please specify “additional comments”, S AL Slaa M dam S e ST el S0
if any: 1day
c. Branding material up-to-date? ' Pakan ay el Caadall A e JA LD

3 1. Yes E a1 3
u

0 2. No a8 2 0
If ‘No’, please specify “additional comments”, O Al e N aw Sllad S MHEY et SIS
if any: _ Dy

(A5 GV PECTRrg Rt OF SERTT N ENCI s B 0 8% w2 18 i RS |
a. Were employees present at over 90% of the branch g\_,-, H.U'L&a 15T 5_,:1\ ‘.,s'a,‘ O %go Cra ,s'u aal gy oS S
desks and counters? faaail)

3 1. Yes O w13
0 2. No | w2l 0
if ‘No’, please specify "additional comments”, O At SlaaNa" daa dllial e o"US i gadl S 1D

T&a@m oo 6 | oiblen  amd v Cpalbuie loud
Qt\iv U)C‘UO u)’U’b!C\ng

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

0 rn g i e Okl (a0 g (kD gl B [/ JS 008 A o

3 1. Yes i 1| 3
0 2. No | X2, 0
.]‘Il‘ : -|;’|| " "o, . ‘Il\ Ll l Vot ll
If ‘No’, please specify “additional comments”, S Rl S aa ol e o i"
. =3

if any:

¢. Were allfalmost the entire staff wearing name . i s . . N
/ g adilands SIS G gnany (il pal) s / JS S 06 LS

badges?
3 1. Yes I:I a1 3
0 2. No E NE 2 0
1f ‘No’, please specify “the approximate et [l pall g AT Saall saa Sl e VS il yadl SN
number of staff not wearing namg badges: “aaiiandy il LS g Y
Noowd W oo EA»\%A/J‘ (¥ WV % "LN !
L
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% NTW and CoM machlpésrl & 77 TR ~~>F, R S e e Yl e i U
a. Was the area surrounding the ATM and CDM I Cpiny gl o R £ 1Ay N il jealt B gl Duadl SIS SIS Ja
machines clean and presentable? T gt

3 1. Yes 'E ani ] 3
O

o 2. No 22| 0
i If 'No', please specify “Why / Describe how the S8 S iy T 2ra el e ST il yadt S
: area was unclean: TS . o
| |
|
b. Were the ATM and CDM machines functioning? TS AU BNy Y o el B gt S8 A L
3 1. Yes X 1 3
0 2. No | w2 0
If ‘No’, please specify “the time at which at e A K ST Al saa b e DS Ll et S
which the ATM / CDM were not functioning Y B (PE N ' RIEY RUTPE R IR HE AT) PRty LR W
(and specify which machine, ATM or CDM): gl gy 4 Iy
¢. Was there sufficient cooling in the ATM/CDM area? SATM/CDM 4ihais J 32 Sl g 40380 08 JA &
3 1. Yes | pai 1 3
0 2. No D s 2 0
3 3. Not applicable m Y 3| 3
If ‘No’, please specify “the time at which at LV N PRI APV ICH JUILIE TV PN PUWICS T S oy
which the cooling was not functioning RS- ST
TR L B S A R S R S, DR LR A
a. Wasthe branch air- condltlonlng fully functional “uls_g A Sl Jay ) gl Sl 08 s )
and sufficient?
3 1. Yes = 1| 3
0 2. No D us 2 0
If ‘No’, please specify “Additional comments / [l Slaa e a lad e MIEY Gilall S
Describe how it was insufficient: il S Al S ey
b. Did the branch possess sufficient lighting? PAAS Splaly £ i) aday JA o
3 1. Yes % sl 3
0 2. No | w2l oo
If ‘No’, please specify “Additional comments / MMial Silaaia 22a Slad e JSUS" o gadl S0
Describe how it was insufficient: S S al kS ieayl




+

¢. Did the customer have sufficient waiting space /

seating area?

fogial) 5 (ae ilS 200 [ URIDAT A dalis Lol S 6 S

3 1. Yes

i1 3

0 2. No

=
|

us 2 0

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

i
}
|
)
|
)

|

fragi el Silan " 2ia bl e MUEY il K H |

S S Al S i

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

AL £ A Ja1S Ao puin gt CATIDUY A gy iy G g 0 @S G
PUanll Sl g (SSall) b SIS0 Calide N ad S

3 1 Yes

a1 3

a .2 No

S

¥.2 a

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

iy gl i " dia ik e ST i padh IS 1
LEE LG VIV T
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5.1 Greeting of Customer

SN s 5.1

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

U U R CC W S Y TR

0 * Nogreeting / acknowledgement _ @ gl ea SN e 0
1 ¢  Greeted within 10 minutas of entering D Jeant Jal e W10 VA e T e ! 1
I ; e - ! :
2 *  Greet=d within 5 minutes of entering | D raa Jaho T WS DA Al e b2
3 * Immec:ztely greeted on entering D ! VLT S BT i I Y I3
b. Did the staff either / or: | 1oAY saaly il gl 8 A o
. . . : I
a. Ask for the customer’s name? | ot e L i
b. Greet the customer by name? fhund 53 aa anlly a |
3 e  Yes, the customer was greeted by name / D et fe Tl faadd S5 o Jrandl cua 3 5 Al Laed e I 3
asked for his / her name PO |
*  No, the customer was not greeted by aad e Jeg Ay / aa B Jiandly cua gl W BS e |
0 ) ™ 0
name / asked for his or her name ! (P
[ 8 kit S e AT S il ) s A
C. Did the staff ask, “How can | help you today?” o 3 e A J‘: "'] ,:‘:Jl':j
and Probe the purpose of the customer’s visit?
3 1. Yes, the staff did this 3 iy s pall 8 2 aad 3
0 2. No, staff did not do this O Sty 5 gl i o NS 2 0
d. Was the Mystery Shopper redirected on the Iabialfdalial Ao sl Al Faulall 4o 6 Bael S 0 &
basis of his / her needs?
1. Yes, he/she was redirected on the . -
‘ habial/adaldal N () uall 4z g5 e 35 a1 cand
3 basis of his / her needs E el lialial M ()l 4 5 tde i ) 3
2. {OR}) The first staff member oy S 50 N iyl i () 2
3 encountered probed the nature of R 3
.. ) . LA.}:.L.-/;.):._Jn_JL._;)wM;L_An
visit and assister him / her
3. No, he / she was not redirected on
Taldal/alalial I 4y foled 5 o 3K
0 the bas:s of his / her needs abialfidalial M Al et 1 ‘d 3 0

v TR R

o RoTeckits opSCaU

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

o * No, the staff were not at all courteous D JY! e R caBaadt (S Al S e 0
e Yes, the staff were quite / reasonably . A . —_—
1 ' g o A ke ABLL il gl 1as 1
courteous By e ik
2 e Yes, the staff were courteous E] S il S Al aei 2
3 e Yes, the staff were very courteous D AR el el gl S A el e 3
b. Did the staff demonstrate “active listening” on Tl i e il B galt gl A

customer enquiry?

*  No, the staff did not demonstrate

gt plana) il pall gy Al DS
0 active listening I:] iani S0 o o ¢ 0
*  Yes, the staff listened quite / : . . o - s
' Latay) A Ay ks il pall | sl S ¢ pal
1 reasonably actively E A i e ¢ Bl et 1
2 & Yes, the staff listened actively D Loyl b pall ghoat ial sand @ 2
3 »  Yes, the staff listened very actively D Al e LG il gl ghad) Gl cani @ 3
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C.

Did the staff appear confident?

i

Chki (o By Al Je B pall 4B A S

No, the staff did not appear confident i D

‘ . il G Bl A e i gl g Al NS e
! «  Yes, the staff appeared quite / | T . e e e
: g e NS00 dadl by Al ks gl P -
! reasonably confident J m j el e
[ ‘ - P
| ; *  Yes, the staff appeared confident ‘ O Al n BV 4l 0 i gall gl ans
? j s Yes, the staff appeared very confident | O i el W A e gl e e e
; i d. List the names of staff interacted i hcn L ) ) pad 83
| with: R | H o ]
o Mr/Ms. [lppdan MHAK —"1 ay e e
s  Mr./Ms 2 Lol Ladl .
«  Mr./Ms. 3 Ui/ =il e
e  Mr./Ms. 4 Lzl atill .
8




6.1 Staff Capability | GuiBgall il 6.1
"a. Did the staff frequently probe the nature of the | € oSk 8 oyl Slastal Asuds 08 ol wilh yalt 43 S8
: customer's needs? '

3 gL Yes X a1 3
.0 2 No a 38 .2 0
; if ‘No’, please specify yz.r comments: j ' el T ela L TUE
i
b. Did the staff actively attempt to anticipate fe L el DY el A ez
¢ ) 't Al Al gl alh pall A3 .
customer needs? S SSRGS A A Bl A A
3 1. Yes all a1 3
0 2. No |:| %8 .2 0
If 'No’, please specify your comments: Pl Ll o8 2a ) ST 1Y)
¢. Were the staff able to cater to the needs of the 22 30 e culh (0 e e 3 Shalia] 4D B gl plalad JA O
customer without seeking the help of a colleague? Tl
3 1. Yes X 1 3
0 2. No O u 2 0
If ‘No’, please specify your comments: -4 o 4 ala W MUST Y
INT: IF the Answer is YES , so the answer for Q
D should be Not Applicable
d. Woere the staff able to answer all / mast of the
questions posed? Tha g koall AL aliea fJ5 06 Aylay) il pall pllind S
3 1. Yes | pai 1 3
0 2. No O % 2 0
3 3- Not Applicable by ¥ .3 3
If ‘No’, please specify your comments: r2lf 5 iy b ela ) ST )

e. Ifthe staff were unaware of the answer to a O A AL o Gy o AlaY) e |08 Ll salt 0%y a0 13
particular query / queries, did they politely “ask eI aad SR sae A 5 e 28U Jab o SUEIYP uydghs die ith
you to wait while they double-checked with the
system f a colieague”?

3 1. Yes Ol i1 3

0 i 2. No O X2 0

3 Not Applicable N Salmiy Y 3
If ‘No’, please specify your comments: (A s B ala NS




‘a. Overall, was the staff weil-informed on Bank

Dhofar’s product and services?
T

0 | ¢ Notatall informed O ALY o lagiaaand ad e 0
' »  Weilinformed on at least a quarter / a . i Do . e
‘ s« et - N e S
1 few of the praducts and services o P 3 el e il fs A e e 1
. ; i P AP
discussed

5 « Well informed on at least half of the | | £ gL Slaedl y Ziald cheal e B e e e | 2

products and services discussed ! b :

e Wellinformed an at least three- - Vi el g . :

“iaTall bgb plajl A B S !
3 quarters or more of the products and E = o S e RIS 3

services discussed

[P EPCRE JCR IR

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:

peal (B (5 52 ) "R qap;".fmiaﬂc‘_..a,.{,i,..,
"Olaaill y cladially (adall A3 Al ¢ G 8 Galls pall puily By (2
-dihiL 'hlf.'

INT: LIST THE CODE FROM SECTION B. ’

‘ S il G el AU 08 sl

0 « No knowledge at all D Iy e ddyY e 0
+« Wellinformed on at least a quarter / a ) .
. Chaddll g Sladiadl Mg e JBYI ey »
1 few of the products and services O 2 o S e . .L:t ::J-! 1
discussed
2 » wellinformed on at least half of the ] Al A sty el Cheal e BY) e alay ,
products and services discussed P 9]
* Well informed on at least three . -
laiiddl e 38 gl gl ASNE B !
3 quarters or more of the products and E ’ S &:J*-'u.. e f:,: :h ‘HJHJ ° 3

services discussed

c.  Did the staff attempt to “cross-sell” other products

cileti g Cadial " AaYY Al o pUAL A jaa il pal W6 g S

and services? ? gl
c * Nocross selling at all E Yl e e aul e di ol e 0
1 e Cross-selling after a lot of prompting D S el G 8 g e il Llaay 43 @ 1
| e Cross-selling after a little / some e rr - . . _
1 1 1 . ol Al 8 @ 2
2 ! prompting D LAY WA, L PRl =t aad A
3 * Immediate cross-selling attempt D S e oY b Wl i e 3

d. Did the staff explain Why Bank Dhofar's products
and services possess a “Comparative advantage”
relative to competing banks?

L) s U Al Glod p ladie 13 s i gd) G0 JA S
Phaadlial! 8 gidl pe A jlha "Aguuailt

3 1. Yes

i 1 3

a 2. No

2 o

X0

If ‘Ng’, please specify your comments:

i gl o8 S S 1Y

@VKQ&,&F@A;&,

10
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e. Did the staff attempt to provide “complete | Sletd y Sladle fp TS Lo paa" SlaeY Al e cil gl o3 A x

information” on Bank Dhofar’s products and
services, along with relevant literature?

Palall i3 St me ik S

; INT: LIST THE CODE FROM SECTION B.

S anll a1 18y o8 aly

0 + Noinformation at all . D | Shay e Dleyaa¥ e ' 0
I s Information provided on at least a , | B e g e il e . 1 '
: : St ea gaa a 2 A s
. 1 quarter / a few of the products and ] D e .,e,. . "'L . o1
| i ) ! | e Sl BLEPEEGP I NP . i
I services discussed ; ' ' |
: 2 ! * Information provided on at least half D St AL Clyhead cial CAY B sl e 2
: of the products and services discussed | e L S Ziaily :
+ Infarmation provided on at least three | . Lo - . :
' | S paall pa G ) pLVADE AW Je slas' e
3 quarters or more of the products and @ e »Z':J‘s J E‘J iy "" “'{_“1 - 3
ahie o0 LT Silanald y Selatlally allatal
services discussed i
3 ¢  Not Applicable Gy e ‘ 3

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

faliall 2 dayliall 400 g ShaTiecalt y olpd el Allats i e 7

INT: LIST THE CODE FROM SECTION B.

D pdl) e Ja ) A B tialy

0 ¢ Noinformation at all D K VA YU 0
¢ Information provided on at least a ..
AGlarall Sl plaall e LR Ay ey
1 quarter / a few of the products and |:| )—ul ;:d".‘ J‘&‘: J. i "l: = ) ' 1
services discussed F JTE
2 ¢ Information provided on at least half D Lty Al i glead) ciial BY1 e plac! e 2
of the products and services discussed R )
¢ Information provided on at least three - - .
Silagladll e 381 gl plat AT WY1 Je cldae] e
3 quar.ters or more of the products and E Wi 5 3 il ZiaZials il 3
services discussed
3 s Not Applicable Sk Y e
£ Did the staff attempt to acquire more customer dal Oe Gl dlinta I8 Slaglae 45l A glaey cili gall o8 a7
information so as to follow-up at the end of the visit? 3000 Al B ity 2l
] .
3 i 1. Yes m oo 1. 3
0 2. No O ST 0

If 'No’, please specify your comments:

A5 s B sla ST

11



+

e 0
o

7.1 Timeless

s

+

7.1

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

oA g gl ol gl e eallh G g p il Jpha 26 DY Ay |
T A ad) ga e [ ekt il

INT: SPECIFY TIME IN MINUTES: |

t o e gl daa 1l

| |
|0 |« oOver1sminutes O S O
| - "
- 1 l +  5-10 minutes : D [ i 10-5 e . |
L2 e 3.5 minutes 4. Bis53 e 2
3 s Under 3 minutes E:i FR I a F e 3
b. Did ﬂ'.lE customer feei like the queuing system i ‘ * €, Jay cial q’ RN S e A A
functioned properly? ! ! v
o . glmumg system did not function at | O] U1 e ety ¥ il i Y AL e 0
¢ Queuing syster functioned, but it | d ol o . Ll Iy Sl
jany —ea Ll =i 1
1 worked with a few impediments ! D o 8 O5Ly Sy o SR ’
2 *  Queuing system functioned and it ] Clab S8 g L pany Juny iall G Uiy alas e 2
worked quite easily and efficiently Le 3o !
s Queuing system functioned and it D Sy Al A g Sy all LT S e
3 . ” d : 3
worked very easily and efficiently Juad
e Not applicable ﬂ O -

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

2 A Qg gl 36 g3l B A5 BN 40B" Jab e 231 gl
s Aaaid

INT: SPECIFY TIME IN MINUTES:

DO e gl 32 laly
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{If any):

H. Additional Comments on Visit = 15 AL Adlaal) Aghlay) Sia il 2
H(mmas )

L

,Q“_Q_,‘ 2 LoeAl @wﬁ% Heokc
/W\ﬂ_, AT ) ol A~ | Coac{jtonﬁcl
~Tre~a Wae o lof vkcwwd@w-km, Cashua omd ot

w Coaohel oo

| G. TOTAL Branc core
(Total unweighted branch score, summing all sections):

End of the Survey Thank you very much...
M5 182 — GLusa dlgs

| Parameter r Eval o Total Polrlts Seored in this Total Points Allocated /
_S ection : L Area: . Parameter
Cc Branch Presentaticn and Customer Facilities
D Greeting and Soft Skills of Staff
E Staff Capahility, Knowledge and Cross-Selling
F Timeless
T~ TOTALSCORE
FIRY - . - .-t . - . - .

£ Sl Bl £ gans Re
(?L..a\'\\_ﬁm‘&)dmr]l _).I.:.aLuJ &}a:ha)

el flaai il WL  gapa el & gt WG p yaps » k) 3y gD Jal | i

Gt 0 Aadial) pnail] g § 401 kS -

[

kB ) 4 e 3 w0

&1\&1@“,4&}.‘,.&&]1@& z
<8 gl r
Hii!l&,_gna.-
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