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i A.  Details of Visit BN Sl -7
Bank Dhofar E ik iy
Bank Muscat O L Ay
National Bank of Oman O L PPL R SV A W ek S
1.  Bank Visited
HSBC-OIB O HSBC-0IB
Bank Sohar O e Sy
Other Bank: Aty
2a. Branch Name M A( ‘*3@44 § Al pul 12
2b. Branch Area Al M gl adpe 2
3. Branch City B \ w Lad 3
4. Branch Region gl (q ‘Y"'\ abadt 4
Day | Month | Year L) | e [ e i am B
S. Date of visit
e | 1o | 2013 | |
Hours | Minutes ekl [ il Lt
6.  Start Time of Visit bl iy i, 6
[\ ©0
i aal) Glelah
7. Total Duration of Hours Minutes S e
Visit ( skl s 7
oo | \ {
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2. General Enquiry relatingto a
specific Product, Service
and/or Facility

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

- — Jle'ﬂn.‘_it\')en.a.afd.q.g@aJa‘s'GJuL]_z
I~
b i




4.1 Was Customer Parking instantly available for the
Mvsterv Shopper?

298D 6 & e g AN Bguiall 29 00 4.1

3 1. Yes FRER! 3
2. No 4 3 2
i Specify: |r Sz
. Specify time taken to find parking: min. Y 38 ga sy S A A
4.2 Entrance to Building orieall B Jaial 4.2
a. Wasthe Entrance Clean? ik Jaaadl S8 O
3 1. Yes m PRERS 3
0 2. No O 3 2 0

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

Sl eyt /I saa il e oIS ) S 13

b. Was the Entrance Convenient?

thnlia vl NS 4 o

3 1. Yes Q 1 3
0 2. No ) w2l o
If ‘No’, please specify “Why” the entrance was ki Jaaall %0 2 M e MMEN el S

inconvenient:

'w:-ﬂ L 1 YN
NSO SR il

i

Was he

PR

branch premises clean? ol £ AN e IS
3 1. Yes | 1] 3
0 2. No H “2| o0

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

S S syl M daa L e NS el S 13
A el
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&4 . Brapding Material

J‘N,».J‘ .

+
S ,L"‘T’,W-” "

:I' '%\ K /"t'

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

".I.!L,.u'l‘,‘ il Jh| u\y‘ﬂuﬁﬂi‘kﬂuh}ﬁ]uﬂ-ﬂ.’ulh‘”dﬂ }

l
T
!
|
|

3 1. Yes E\ oui 1 3
L0 2. No | w2l o
If ‘Ne’, please specify “additional comments”, Sl Al Diba e b Elad e "UEY il gl IS Y
if any: Dlday

b. Pamphlets, Leaflets and Brochures on display?

Bl ety ALY e e A

Mo T RE L AR

T - -‘?"q..~'---.-.u‘1\-..

= *-» = t‘?vvv. a3,

’ n.
e ‘-f.' ="

a. Were employees present at over 90% of the branch

3 1. Yes ﬁ 1| 3
0 2. No O w2| o0
If 'No’, please specify “additional comments”, O Auilcel Saa Mt saa Hhiad e MHET il gadh SIS 1)
if any: Tim g
c. Branding material up-to-date? falian &y ladll CAO 2 e A S
3 1. Yes g 1| 3
0 2. No O W2 0
If ‘No’, please specify “additional comments”, Ob el Slaa M 2aa Sliad e J3EY gt LS 1D
if any: e

E'J“J ro-*-"‘-‘h 1 43) &)ﬂ‘ qﬂ.r- O %90<.>- .»5" -h‘J-e ‘.:1-‘z S

desks and counters? LCIRER]
3 1. Yes O il 3
0 2. No B w2 0

If ‘No’, please specify “additional comments”,

O Al Slaa " daa Hlad e OIS gl S 1S

if any:

if any: ) '
e P »eeju.h,
G 9 g,e/th Cee dd.a—k)o AL Q,\MM PN ft
b. Were all / almost all of the staff neatly and e . e e s : U " L‘i—)'l
professionally dressed? . Foribny whm ol L CulBgal Bf 6 e
3 1. Yes R i 1] 3
0 2. No ] w2l o
. ‘II‘ al - = 1. " sto- 5 - ‘u\ " ' |
If ‘Ng’, please specify “additional comments”, O gl Sima et s -+ =ly2] iﬂ

c. Were allfalmost the entire staff wearing name

oty O L ganday Gl gall pBa [ JS S JA O

badges?

3 1 Yes O 1| 3

0 2. No X w2 0
If ‘No', please specify “the approximate Al bl pall s G anall sae Sl e SUST o gad) S 1O
number of staff not wearing name¢ padges: \,. s S yaay Y
Noowne, Oao g Name | ‘
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4.6

-+ ATM and CDM machings V- ', "l tip 7

R “ R

-2 g B GRSl 416 |

a. Was the area surrounding the ATM and COM SN R B ] qml £y 1 L et 3o duaddh ) i A )
machines clean and presentable? gt ‘

I 3 1. Yes E art 1 3 }
0 | 2 N O: 2| o |

If *No’, please specify “Why / Describe how the | CENGE Loy A" 22w ol e MRS et TSN !

area was unclean:

.“.-‘“_):"‘-..

b. Were the ATM and CDM machines functioning?

* tal ;’;1.1:1 By .‘,r“f" | eal] 3 gl SO A

3 1. Yes ﬂ aai 1 3
0 2. No | 2| 0 |
If ‘No’, please specify “the time at which at Pieal Al S A o s Sl e SUST gl S 12

which the ATM / CDM were nat functioning
{and specify which machine, ATM or CDM}:

| .J_\;J)J.-:_Y ‘_l...lwgl_\.l‘i J¢3l41J.AW
(50 E a5

el e

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

TATM/CDM 4ahis 3 1o vl gl 3580 8 A o

3 1. Yes 'l YR T

0 2. No 0 X2 g

3 3. Notapplicable g iy T3 3
If 'No’, please specify “the time at which at G Ly ol AN A aea Sk e MUSY ) gall A1)
which the cgoling was not functioning ua JK5 Caal

R

R 2 it o e
DR SENEL XU N A

I Marck Kt

_.‘g-‘e ST AT

R T R R

a. Was the branch air-conditioning fully functmnal
and sufficient?
3 1. Yes ﬂ pei 1 3
0 2. No 'l w2 o
If ‘No’, please specify “Additional comments / MMagdla! Shhaa e 2o Qlad e NS gl RS 1S
Describe how it was insufficient: DS 8y S Chayl
b. Did the branch possess sufficient lighting? TS Felal £kl ATy A L
3 1. Yes E a1 3
0 2. No [l w2 0
If ‘No’, please specify “Additional comments / Falal Silaa et saa Sl e MUS" L gadl S
Describe how it was insufficient: T LG RN Y. S TP
5
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c.

Did the customer have sufficient waiting space /
seating area?

gl e e dlS 2/ ABIDU GBS Aaien Jpaall S A S

3 1. Yes | Q a1 3
a 2. No | EI s 2 0
! ‘,‘"'1‘\:'.;[....':‘ ‘;.L'_;__i)‘n e Wl - i! ,_f R ‘.—'l )".Lll u'_“ ;;‘.l

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

SEPEPURNE U R (—

TGS & ) S G |

A

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

19 £ R J300 A8 g gall DI & s Ay O a0 B A G
lanlt Suaf g (pllSall) )T RS0 CAlia | ) A2 )3

3

1. Yes - sl 3
0 2. No | Ny2| 0
If No', please Fpec1fyj Addlt'uone_xl comments / by Al Shadie” tia Sllind e (TE” il IS 1Y
Describe how it was insufficient: HS % s
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5.1 Greeting of Customer

O wya AN 6.1

+

| a. Was the Mystery Shopper “promptly greeted / TE Al i 8 AR i) o vd allfcua 3N 43 A
1
| acknowledged” on entering the branch? )
o ! *«  No greeting / acknowledgement i ﬂ Sifma Y e o
i 1 s Greeted within 10 minutes of entering i D Seenl S e AR T NG s 2 e o
k
i 2 s  Greeted within 5 minutes of entering D o] Jyal e WS A e D . 2
o3 ! * Immediately greeted on entering [ canl! yan jahza e | 3
| b.  Did the staff either / or: TP [NUECHRE Uy I
a. Ask for the custamer’s name? ¥ ) ad e '
b. Greet the customer by name? fanl 53 aa ey cia ;o
3 e Yes, the customer was greeted by name / D ol e e 83 aabeay e S S el 3
asked for his / her name L
0 *  Ng, the customer was not greeted by E e s ol £ danl S0 ae Sraally cua il a2 NS e 0
name [ asked for his or her name Lgar! o
G kit 3 "Tp 3 Bk an cplay A Byl o
c. Did the staff ask, “How can | help you today?” nal 3 e = s ‘”: ,165. L
and Probe the purpose of the customer’s visit? L
3 1. Yes, the staff did this x4 Ay ils pl 5 a1 3
0 2. No, staff did not do this D Al i gl 2B a0 UE 2 0
d. Was the Mystery Shopper redirected on the flplatbalflalial A sl Al il 49000 S5 06 O

basis of his / her needs?

1. Yes, he / she was redirected on the

the basm of hqs / her needs

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

AalSat/adalial B (3} hanll 3 3aletl 33 23 | axd
3 basis of his / her needs .El ¥ PTG (el g 5 Bl ] 35 255 s aei g 3
2. (OR) The first staff member o sl 45 A1 31 1 , |
3 encauntered probed the nature of O i S 5 Y Rl i (4) 2 3
L. . . Lﬁ.\l:‘...-/'n.‘r-‘._., 3 Ao
visit and assister him / her
. h h i
0 3. No, he / she was not redirected on 0 a b At 3 agn 501 5ket 54 0 036 3 0

R ] Ow‘,\l.ls s l_;\.-.-la—n\ (.5“]&'! uE_,.ulL,lS & |

customer enguiry?

0 * Np, the staff were not at all courtecus D Y e Gl il pall 05y W1 NS 0

1 . :sz,r:zilj;aff were quite / reasonably E g i e gl iyl T i e 1

2 s Yes, the staff were courteous D bt S il aai e 2

3 * Yes, the staff were very courtecus E] P L BTVETL SRS I IR Y 3
b. Did the staff demonstrate “active listening” on Tl Ll U ot plial Wil pall 4Bl A o

e No, the staff did not demonstrate

"y . ‘\
0 active listening D PR NP AEIFL RS- TN REVE- TN B L 0
*  Yes, the staff listened quite / . j . ]
! | ! i : koot 3l | an
reasonably actively E\ el S3a Al giia 43y by Lili gl iee axi @ 1
2 s Yes, the staff listened actively I:I Lolay bl pal) Jagl il cani @ 2
3 e Yes, the staff listened very actively D LYl e S il galt | sl ai e 3
7
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c. Did the staff appear confident? | | Tadi (a By Y e i gadl 4B A D
! ! s N, the staff did not appear confident D | Akl Cpa B0 e bl e A NS e [ 0
®  Yes, the staff appeared quite / P v s .. PR
SR IR (AL T i | g 4al i gail ant
! reasanably confident E"! i Of Pl dll 7o o pul s 1
= Yes, the staff appeared confident O ! ki e By ad e ibgdl el el e 2
i . s Yes, the staff appeared very confident D ' LU VPRI B < N R VR VoSV B ! 3
. I H H ' H
: | d.. List the names of staff interacted | e Sl S iy gt S |
: I with: N . ~ : i
: i e Mr/Ms. Edimdan -1 L= e
' [ e Mr/Ms /] P2 Lo/ ledl e
[ o« Mr/Ms. - 3 aaal .
i s Mr /Ms. | 4 | Loy ladll e
8
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6.1 Staff Capability
a. Did the staff frequently probe the nature of the
customer's needs?

P50 Jhy G 3l Satia) dapd U6 luiedy i palf a8

3 1 Yes

a1 3

|
1
[ o2 No

2 - C

PIf ‘No”, please specify your comments:

S . = Hawy gt
-ﬁl}“"\.—ﬂ._hﬂé&Ji)S‘_‘
R i N T : 3

|

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

Tl iata) Fola¥ Al & yla cili gall 3 O o

3 1. Yes

a1 3

Q 2. No

382 a

If ‘No’, please specify your comments:

P s a8 Sl S 1

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

aal 308 e b (93 G S Olagial Al Gilh gall pllal S

customer without seeking the help of a colleague? o350
3 1. Yes X a1 3
0 2. No O 2 0

i If ‘No’, please specify your comments:
|

INT: iF the Answer is YES, 50 the answer for Q
D should be Not Applicable

T i  fl ) S

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

Tha g skl ALY aBae [0S 5 Y il galt £kl JA

3 1. Yes m\ A 3
0 2. No O % 2 0
3 3- Not Applicable Gy ¥ 3 3

If 'No’, please specify your comments:

il st B Sla D" 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”?

A i Ll fogma g o DY) e )l LB gald 08 4113
PNl Al D) ue 00 5 e SN Jal e SRS Cplgd Ol ik

3 1. Yes E] | a1 3
0 2. No O %2 0
3 Not Applicable K (Salaiy ¥ 3

If ‘No’, please specify your comments:

) Pl A ela ST 1Y




(as per SECTION B); rate the staff on the level of
“product / service knowledge” in this area:

+ + +
6.2 . Product Knowledge and Cross Sefling ... 7. /. | o] 2w T oA Hhsgaialy A Al ;062
a. Overall, was the staff well-informed on Bank DDiatd p ki Allals dias uLull- uh_,-h 543 L RS d.'-.a }
Dhofar’s product and services? 5 ° b S,
0] ‘ ¢ Not at all infarmed D ' Aay o Slagdaaanal ol e [ 0
i » wellinformed an at least a quarter / a sl el e L0 e i
i sl ! [P W c L T
1 few of the products and services O e el e P e ‘ 1
i discussed ! 1 e ‘
5 | » Wellinformed on at least haif of the ] A R Dl Ll el e BV Jeoaay e \ 3
' products and services discussed | ! PR J
' ¢  Wellinformed on at least three-
; : i gi gyl Al 3
| 3 ' quarters or mare of the products and & el e Sy E_ _:fm "’“ “" "T" * 3
! ' services discussed ko 4
' b, List the details of the “main purpose of your visit” il A g o L8] M50 il bl Lk A2 A g o

"‘L&L‘_’HLLH‘:LI&L&H M)I.A.“ £ Foia” U‘b wlh‘,.d‘ﬁ.ﬂ.upl‘, (|..|
=aihil a-\Aq!

INT: LIST THE CODE FROM SECTION B.

i S el a4 a1 iy

0 ¢ No knowledge at all O DI 5
¢ Wellinformed on at least a quarter / a .
—] a2 | ‘_-_ - '“ - brid .- -l Ll
1 few of the products and services D = = o i e “f', Ji‘: "" "'” * 1
discussed e 8
2 « Wellinformed on at least half of the O AN Cloally et el e BY) e Wl 2
products and services discussed eilili.
+ Well informed on at least three Lo -
Slamdl se A8 i gl ASNG kAl
3 quarters or more of the products and E 2l e A ) g ) ABE e plee 3

services discussed

(alin 3 A Zissly

c. Did the staff attempt to “cross-sell” other products Chetd g Sladiad ' ALGY! Al G il Al jlae B gl S8 G4 O
and services? Py
o * Nocross selling at all g JABY e layl anl la i e 0
1 +  (Cross-selling after a lot of prompting D Sl S G A0 Sl all Adeas 03 @ 1
2 . E:i:;:;l,l,lgg after a little / some D 0 S (n S g i) sl ey 6 2
3 + Immediate cross-selling attempt D Y L g W U ER 1 UV 3
d. Did the staff explain Why Bank Dhofar’s products

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

LA el S D Slead g Sladie 1l £ pdy ci gall 23 6 &
*.’i....iu..h &Ji._a.“ @3.1_,11. "Z*.....'.J‘i

3

1. Yes

1 3

0

2. No

R0

sz 0

If 'No’, please specify your comments:

) s g ey NS
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+ + +
| e.  Did the staff attempt to provide “complete | ; Slati y Chadie (AL Sl giae” Y 4 glaay iyl 23 4 x !
! information” on Bank Dhofar's praducts and \ | Tl O3 S A il ol
5 services, along with relevant literature? 1 |
r
| INT: LIST THE CODE FROM SECTION B. Sl el 4GS B rialy
. 0 e Noinformation at al! } D JUaY o Caghaa Y e c

+ tnformation providec cr at least a A e ol e ) o S e el
Ale ! Tl emall Tla . 'R a1 L]
i1 quarter / a few of the productsand | [ ] . A "3 L ‘,_, . 1
; services discussed | : AR S
1 |
i 2 + Information provided on at least half 0. el Gl i glaall wdead BN JG B 2
i of the products and services discussed | i 2 S ity
» Information provided on at least three . - - .
e glaall e 681 gl £l A5 Y e clac]
3 quarters or more of the products and E )M ‘{‘)‘S ',", & " :a "" o * 3
services discussed B0 5 A Siaasliy et dilaid
3 « Not Applicable Gl Y . 3
f. information an relevant procedures, PAlall ) Al A0y ChaDienal) y oSl Yl Akl i gae Nd
documentation and follow-up method?
INT: LIST THE CODE FROM SECTION B, Gl Cyo a AEG pB 1aly
0 T + Noinformation at all D ALY Jo Slegaa e 0
* Infarmation provided on at least a .
Zalazall e ylaall Sy Sl !k eldac
1 quarter / a few of the products and I:] }w e M IF': "ﬂl ": ﬁ_ 'u ' 1
services discussed s 4
) * Information provided on at least half O Sipiially AAlatalt e pledt el B e plhe! e 2
of the products and services discussed iilia o5 il “L‘-‘*]‘
» Information provided on at least three oo ;- -
Shayledlt e A8 gl i A8 5 e |
3 quarters or more of the products and E "Lu] ‘{;J‘s 4 . i i j "’:-f. . * 3
services discussed s ?
3 = Not Applicable Gy e
. Did the staff attempt to acquire mare customer Jal e g3l Allaie 81 Cile glae 4 ad A ey il gall 43 JaF
information so as to follow-up at the end of the visit? T Al B ALl sl |
3 1. Yes ﬂ‘ i 1, 3 |
0 2. No D u 2 0 ;
If ‘No’, please specify your comments: & rlaals a8 gla ;27 1Y) i
11
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cdd -7
| a.  Waiting time on entering the branch, before 1 | o Oragall CubBpad) g Julall) iy (£ R Jgia 26 AL Syl
; dealing with the frontline staff: ! 2 haail) il g e [ e i)

+

" INT: SPECIFY TIME IN MINUTES: | \ T AEM s Sy sty

0 I e QOver 15 minutes | O ! 15 S . 0
.1 | e s510minutes jup 3105 e o1 |
: 2 ] « 3.5 minutes [:l : A315-3 e L2

3 s Under 3 minutes | & l HFRAW . 3

b. Did the customer feel like the queuing system . 1 S b mengy s .
F i Sty ety cieall AT i L e ok e o
functioned properly? o G SR PR L S A O
i i t fi ion at
. . g:['ll.leumg system did not functicn D S e Gy ¥ s i SIS e 0
¢ Queuing system functioned, but it dall e . D peg) e
(et s wieal! LL.:‘}" |
1 worked with a few impediments D H * & Ol Je e e e 1
2 s  Queuing systemn functioned and it D Jad 8y & s ety caall 3 ARG A e 2
worked quite easily and efficiently Losa
+  Queuing system functioned and it JSy Al & gy Sty all i Y Gl 0 e
3 : - n : 3
worked very easily and efficiently Jlad
* Not applicable g SdaiiY e -
¢. Time taken for the “purpose of the customer’s visit Aga N Lpayh So g 54 bk LB Jal G 2334l h’li_ﬂ .o
to be fulfilled once reaching the counter: A WX
INT: SPECIFY TIME IN MINUTES: ]3 P i g 23 sdialy

3
§
3

i I

SUCLL VLR B %
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H. Additional Comments on Visit 15k b Aklaiad) AdLaY) il il 2
(If any): (D2 )

-—@u.g—G éKwﬂd—r\j

. M@Nmm%
IRV

End of the Survey - Thank you very much....
S T8 — Sl g

For O EiSelOnty
G

TOTAL Branch Score
(Total unweighted branch scare, summing all sections):

B L Patan Und ; . TM Points Scored in this TotallPolntsAllocat_edl
. : . . . Area: ’ Parameter
Cc Branch Presentation and Customer Facilities
D Greeting and Soft Skills of Staff
E Staff Capability, Knowledge and Cross-Selling
F Timeless
" TOTAL SCORE

£ il Bl £ gaca Ie
(A S pan o il A jall 2 Wl g gana)

a8 el W f yrs | spedd o Ui Wi p 3an T R g N [ o
G il Cligaall y £ A <
ol gall g g im0 &
ALY aolt Llas y 45h jae g ol gl B0 z
i c
F B £ gare
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