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A, Details of Visit b 50 Caalds -
Bank Dhofar S

1. Bank Visited

Bank Muscat

Lt S

National Bank of Oman

Saall il I i

R O00O 0

SR TIIVU RV |

H5BC-0OIB HSBC-QIB v
Bank Sohar aa
Other Bank: LAl
2a. Branch Name goha( QDQ,YJ(,- g% gl el 2
2b. Branch Area g,(_,\,\_, F il adge o2
3.  Branch City SM/\/ L 3
4. Branch Region SL\M e Gal 4
Day | Month | Year addl [ gl ] el I
S. Date of Visit
o | o | 2eol3 | |
Hours | Minutes Sl [ S ]
6. Start Time of Visit L ly cdy 6
{2 00
i Adaly Zleludt
7. Total Duration of Hours Minutes & - G i 7
Visit 0o | ( Ol l A




Opening a Savings
or Current Account
Saving Scheme

General Enquiry relating to a c : - Yk e i S e i 2
specific Product, Service ar Loan . ey Blata —

and/or Facility Educational Loan la$ { gaial) Jpualdl 322 4}/ g csndliall ik oAl
: SELECT AS RELEVANT AND/OR - — —
SPECIFY DETAILS OF Credit Cards :
PRODUCT/SERVICE
Double your Salary
Offer

Youth & Student
Account




YL

1 Was Customer Parking instantly available for the

120N o 8 Ages il ga LD Fpial 2y 6 4,1

7 Mystery Shopper? ‘
|
L 3 | 1. Yes E] | axi 1 1
| 2. No ml % 2
: li.  Specify: ' i aaa,
! . |
! " ii. Specify time taken to find parking: min. i e ¥ W 2 e
i - i
1 |
4.2 Entrance to Bullding el B Jadal 4,2
a. Was the Entrance Clean? , SR Rl A8 O )
3 |1 Yes Y| pri 1 3
0o |2 No O 3 2 0
if ‘No’, specify “Why / Describe how” the S NaS Caa ) B e Slad e ST iyl SRS
entrance was unclean: neadd e ol

b. Was the Entrance Convenient?

Tandia ! 98 08 Lo

3 1. Yes

a1 3

0 2. No

0=

s .2 4]

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

Lialie Jaal oS5 a0 "5l 2aa ¢ "ASY b gall SIS

[ A3 e e o AR A5
(P ¥, e R i el
Was the branch premises clean? Uhi & Al e U8 A
3 1. Yes a1 3
0 2. No s 2 0

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

CilS M AS iyl Al axa Sliad e "NES L pall S 13
Addai gl
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a. Pusters / Branding materral present on doors waIIs
| and windows?

18 3Ty oof pdalt u\y‘:’luﬁg‘\.uuhﬂ.sfuwh_”@ |

‘ 3 1. Yes E a1 ; 3
0 2. No g 2 0
If ‘No’, please specify “additional comments”, i S adiel Slaa et saa ol e U Gl gad) 2S00
if any: ! ; iy '
i
|
| ; !
% b. Pamphlets, Leaflets and Brochures on display? | \ o il y Sl s e a3 A e
i3 1. Yes | @ i 1 3
0 2. No 'O X2 0
If ‘No’, please specify “additional comments”, S el Zia it soa alliad e MUST ol yadl S U
if any: (St y
c. Branding material up-to-date? Palan Ay jladll il g JA S
3 1 Yes K 13
0 2. No [ O X2 0
If ‘No’, please specify “additional comments”, S tn) SlaaTia s Sl e AT Sl gall S
if any: WDl
: 4.5 L OF SCfb s 5008 o giab o L B T e o v

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

gy abliie p159 £ AN B ga O %00 n 281 231555 S g

desks and counters? Phaait
3 1. Yes i 1| 3
0 2 No X 32| 0

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

if any: g ) r\_Q/

O tAial Sl Ba it e Mol i HEY Ll eadl SIS0

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

Ty o e el (90 (il pall e /S S I

if any:

3 1. Yes M 1|3
0 2. No O 22| 0
i lll"_'L-‘ R DN P ” el e TRSY - .
If ‘No’, please specify “additional comments”, AL ST s L S ST gl “_L(' !
Dy

c. Were all/almost the entire staff wearing name
badges?

Taglanly DL (G pnady (il gall alima / S (S A &

3 1. Yes

a1 3

0 2. No

3502 0

If ‘No’, please specify “the approximate

nﬁberzof staff not wearing name badges:

o) edis pall g T el ava Slliai e M3SY i gall RS
aailacls S LS e Y
0.4

u)&nwu%_maaﬂe:fg?
N
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> ATM and COM machines ;' .00 "M

coat EL

o 0 Py I Bl 3¢9 4.0]

a. Was the area surrounding the ATM and CDM

L,..;J._A;b‘im1&\g‘il_,¢“i|u|)m| H‘H\ h*u\ LI \SJI i,

!

machines clean and presentable? € gl
3 1 Yes K A 3
| 0 2. No O %2 0 :
If ‘Na’, please specify “Why / Describe how the i I8 NS al MR 2aa slad e MUY el S i
area was unclean: Al e DS
| o -
! | |
: ‘ ! 1
b. Were the ATM and CDM machines functioning? ! ot g2l £ty LN il eall gt ZUS A
3 1. Yes El i FYES | 3
0 2. No ] 2| 0
If 'No’, please specify “the time at which at oan ah S5 a0 T el ST ) S

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

il peall Glea g1t y) Jaed Y aid) gy LV Gl el
(g g layt g N

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

TATM/CDM Aibia b o cifall g 3,00 58 06 s

3|1 Yes X 1] 3
o |2 No ] x20 g
3 3. Not applicable (] Gy Y3 | 5

If ‘No’, please specify “the time at which at
which the cooling was not functioning

i AR T T

Was the branch air-conditioning fully functlonal )

T2 By aia b e IS gl S8
Ba KL Sl

4—;!_,\;.';]

Q&J*MMwl*lMi“U& T

a.
and sufficient?
3 1. Yes m L 3
0 2. No O 321 0
If ‘No’, please specify “Additional comments / frags) Dlaatia® saa Slad e S el S
Describe how it was insufficient: S K A S iyl
b. Did the branch possess sufficient lighting? P4 Folaaly £ R Ay A L
3 1. Yes K 103
0 2. No O w2 00
If ‘No’, please specify “Additianal comments / Fagial claa it sxa lad e MDISY el RS 13
Describe how it was insufficient: R L P g
5
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Describe how it was insufficient:

____________Q e

S S & A S ey

¢. Did the customer have sufficient waiting space / o glall 36 (e MS 236/ SUSITA A0S Aalias Jraall S A LS
seating area?
3 1. Yes SR 3
0 2. No us 2 Q
if ‘No', please specify “Additional comments / [l At i el e ST gl S

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

vﬂu;*\_};u(&\,—a»\&&:ﬂi‘&“h _»_“l‘_\,a_)l&lha—l'ldh

"dﬂJ uSulJ (.__u‘l.i...l) \-ll_)ﬂ_,\&‘ -itis U.H .L..Ja

3 1. Yes M ans 1 3
0 2. No O Y2 0

if ‘No’, please specify “Additional comments /

. d . ’ - | ] 1 ! ‘Il\ £l A '
Describe how it was insufficient: e gl fldnl ikt a2 > E"; ,j\i::;!.
g .
6
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5.1 _Greeting of Customer . b % vy 530 5.1
t Was the Mystery Shopper “promptly greeted / ‘ TR i e A Geedddl 0 i oadlifona O a0 A )
‘ acknowledged” on entering the branch?
{_ 0 * Nogreeting / acknowledgement ' D ! i s S e ' 0
f
| 1 i *  Greeted within 10 minutes of entering l D 5 Jeaall Cds e 3010 VA s 2 e i1
; 2 \ « Greeted within 5 minutes of entering ' D : eantl Jads e 3005 CMA oo I e 2
3 ‘} = [mmediately greeted on entering ! ﬁi e’ _ah gm0 3
i b. Did the staff either / or: ‘ 1oAY saal Gl gall E A
. | 3. Ask for the customer’s name? | I  anl! a e A
b. Greet the customer by name? i ! 8% e baally oy
3 *  Yes, the customer was greeted by name / E\: PR VWL SO IDUN R <7 P £V PRIVEN- [P 5 PSS 3
asked for his / her name | e}
0 s  No, the customer was not greeted by D awdd e S aly faadt 55 Jar U ST ERNIENG TP LS 0
name / asked for his or her name gt !
A CE akiand g T p gl 50 L Ay (8" (i ) o A
c. Did the staff ask, “How can | help you today?” - 3 e e g "": “ _‘d; :
and Probe the purpose of the customer's visit? e
3 1. Yes, the staff did this H Sy calh ) A8 23] caad 3
0 2. No, staff did not do this 'l Sy il pall 4y Al K 2 0
d. Was the Mystery Shopper redirected on the fEalbialfdlaital | Lol AL §aadal dpp i die] 20 Ja &
basis of his / her needs?
1. Yes, he /she was redirected on the
’ 1 PRSI | { dalet i al
3 basis of his / her needs e liaial () 4253 sl 3
2. {OR} The first staff member e L ey b i () 2
3 encountered probed the nature of i st F s ‘HJ‘ T e (). 3
- . . lasele foiemy 3o 3l daauks
visit and assister him / her .
3. No, he / she was not redirected on
AalialfaGaidal I am g0 solet 24 2 WS
0 the basis of his f her needs Wlalialflslial Al 4 5l ol 3 0
‘.--. %"‘ j;“’r' » a‘yi‘ w:‘;t\r[ F:::g -G\- _Y“ ¢ AT P
i -‘.~:J"' ("Vt LS '\‘ m\! 5 :4,‘- &}xﬂ-l..“!:’ li-t‘
a.

Were the staff courteous on the customer makmg

' vl.m....g.;,s‘_,s.‘;n........ndu‘_;u._.s,.n S O )

customer enquiry?

his / her enquiry?
Q e Ng, the staff were not at alf courteous a1 fe Rl Bl o5y A NS e 0
1 . :zz,r::§j;aff were quite / reasonably i i gk AL ey _lat i i e 1
2 *  Yes, the staff were courteous ikl S R el e 2
3 *  Yes, the staff were very ¢courteous ARG yak L ak gl PSSl caad @ ( 3
b. Did the staff demonstrate “active listening” on o]l iy M e plial” i pall )‘J;\ T

¢ No, the staff did not demonstrate

} $lal L i O
0 active listening D G #ih0 S B S . 0
¢ Yes, the staff listened quite / : . . - .
1 | 4] L.IB I A .'l.—l] cand
reasonably actively D ) B [l g Ay B gal) e g 1
2 e Yes, the staff listened actively E Lptay) CiBgall st Gl sani @ 2
3 e Yes, the staff listened very actively O Ll O 8 i gl st ail caai e 3
7
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Did the staff appear confident? Chosi S By Al e il el g a

* Np, the staff did not appear confident | Al e Byl e ngdl e d NS e

|
Do (2 Ak e Bl adl e il gl ani @
reasonably confident | & o A=

i
O

»  Yes, the staff appeared quite / ‘ 0 .
B

e  Yes, the staff appeared confident i Akl e WAl B gl o ani

» VYes, the staff appeared very confident : O ki S DAL L ila gl gl e

i d List the names of staff interacted i | : e ekl placd S S

e Mr./Ms. (‘T‘){nm\ HCL_Q.SL——*— 1 A Ll .

o Mr./Ms.Fo T L2 FRNSFTNATE
e  Mr./ Ms. Q R FRRTo ATy .
e Mr, /Ms. P4 FAEETY L APy
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6.1 Staff Capabhity Culh gall 3,30 6.1
"'a. Did the staff frequently probe the nature of the ¢ oS0 SR 5 3l el Anad 06 bl i alt 50 6 )
customer's needs?
.3 1 Yes ! &; sxi 1 3
0 |2 Ne 0 %2 0
1
! If ‘No’, piease specify your comments: : | HOUIE QSO PN S
‘ i
I .
- Lo
b. Did the staff actively attempt to anticipate Sl lalial el Llab L slae i palt 23 b o
customer needs? ’ ’
3 1. Yes B a1 3
0 2. No O M 2 0
If ‘No’, please specify your comments: nall 5 s a8 e (M3EN )
€. Were the staff able to cater to the needs of the 3 30 L a5 g2 (e o 51 Skl Al (il pal) plaILl G4
customer without seeking the help of a colleague? T2 5l
3 1. Yes E a1 3
0 2. No O % 2 0
If ‘No’, please specify your comments: (il el aB ey S 1Y)
INT: IF the Answer is YES , so the answer for Q
D should be Not Appiicable
d. Were the staff able to answer all / most of the _
questions posed? Tia g phall i) aBaa U8 OF LY b pall £kl S4 S
3 1. Yes E; w1 3
0 2. No O 3 2 0
3 3- Not Applicable Baaiy Y 3 3
If ‘No’, please specify your comments: i ey B fla MU L
e. If the staff were unaware of the answer to a A A Alid foma g o AdaY! e |, il pall 08 AL 13 2
particular query / queries, did they politely “ask a3l 2al fallill e 400 5 pe N Jab e U iyt i b
you to wait while they double-checked with the
system / a coileague”?
3 1. Yes | a1 3
0 2. No O 3 2 0
3 Not Applicable K Gy ¥ 3
If'No’, please specify your comments: el s TN T
g
+ +
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16,2 Productl(mwledpandm&llm JENE PN TRV oA it m}‘ N ,&-1
a. Overall, was the staff well-infarmed on Bank uL»-:sJ Siadle Aiial Aiea uL.Jk.- udn_,...l sl A8 O ,..s J.f....... f
Dhofar's product and services? i ¢ LB ol
| 0 l * Notat all informed D i AEY o Slagaa gl ol e 0
iF ! s Wellinformed on at least a quarter / a il y Lhatid! e N faws e S e
RPN By R e T : '
A S few of the products and services D 4 o etling = ! :. e e 1
i \1—-45\—‘ al
l discussed , -
' i e wellinformed on at least half of the A Sl Zald Ghal e Y e e e i
2 4 i T 2
products and services discussed : iia
' « Wellinformed on at least three- - -
il '; . L ol By > gy 1 v
3 quarters or more of the products and E ' oA Edfqﬁ J "I' o * 3
. . [PRRCRIPY ‘,JII Silaadil g
7 services discussed
b. List the details of the “main purpose of your visit” i) 503 aS) "B e ) g Al AadY gy ad

{as per SECTION 8); rate the staff on the level of

"elads "J QM ‘jm'l ij)!.qsl L‘J:M‘" U'h L‘Jl"ih."'n {‘ﬂi-"-' Pi-’ E{“:.

AZhidi ol ,a

“product / service knowledge” in this area:

INT: LUIST THE CODE FROM SECTION B.

DIV ECTag PR

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

0] s No knowledge at all |:| K S LI SPUYE " 0
= Wellinformed on at least a quarter/ a .
Sleadl y Sladidt e LIAN : [
1 few of the products and services O 3 Satiad Ja il o e 'j?_l:'" ::‘ * 1
discussed s
2 s Wellinformed on at least half of the J A g sl y Ciatiall vheal e Y1 e Wley e 2
products and services discussed Pitec B9
o Well informed on at least three . -
Sladiall e A1 o gl i ABS0 FY1 L
3 quarters or more of the products and E w81 &1 _“In_:fﬁt fj :D 'lun * 3
services discussed ¢ ?
¢. Did the staff attempt to “cross-sell” other products Silazd g Sladiad " ALY " o pLAl A glace CiB gall plB G4 D
and services? LPREY
0 * Nocross selling at all D WY Gl e adl Lleay iy @ 0
1 *  Cross-selling after a lot of prompting D AT AAP, ([ VRge-({ R S VOR[N L P PPPI 1
s Cross-selling after a little / some .. . . - -
2 it I ) v ey A ) dalass U8
prompting & = 1 On QR dmy LY gl Blay 25 0 2
3 * Immediate cross-selling attempt O okl e Sl all Ugan i e 3
d. Did the staff explain Why Bank Dhofar’s products

SLad Lppal il ol Glasd g Silatia 13lal by Calhgall W3 8 &
W PR VA P LT PR W

3 1. Yes D pxd 3
0 2. No b= % 2 0
If ‘No’, please specify your comments: * i) e @ DS Y
W 61.42 ﬂQE wedt e Ou\f,d Lo . A{amann
10
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e. Did the staff attempt to pravide “complete Shatd g Zlaiie 26 "ALAS Sla plaa iy gy wil pall 53 6 7
| information” on Bank Dhofar's products and Talall G2 DS g il 2l
| services, along with relevant literature?
1l
| INT: LIST THE CODE FROM SECTION B. G ]! e 3l R A sl
: 0 *  Noinformation at all | D ]l— e s Slagaey e .0
i \ « information provided on at least a ! ] Rine! e g e L faes B e eias’ e
A ma - M Fl &
o1 quarter / a few of the productsand | O "J:_‘;M N J‘" o 1
services discussed ! ' ' e T
‘ 5 | s Information provided on at least half | 0 Al A Sl e cheal WY IR clac e P
’ of the products and services discussed PSP
¢ information provided on at least three .. s ‘s < . :
e [P U I A P i L -y I
3 quarters or more of the products and E )M ro s J‘S " E_.'J Ly L,: "‘ad. ) [
A ] [PERCRPIN oo addl y Diafiads diladal |
services discussed !
3 » Not Applicable Gulainy I3
f. Information on relevant procedures, TAlall G13 dagliall A0y ChaBiewall g o Dipd Yl AlaTa Gl g &
documentation and follow-up method?
INT: LIST THE CODE FROM SECTION B. & gl a3 A8 iy
0 ¢ Noinformation at all D ALY e olayaay e i 0
¢ Information provided on at least a .
Adbaall i glaalt "l Y edac!
1 quarter / a few of the products and D = "J:__:}}:‘d*n‘ {F‘: u’. 0y Jj ‘:—_‘ * 1
services discussed & T
5 e Information provided on at least half OJ Zatidly Gl G ylaall cheal B e ol e 5
of the products and services discussed PR PP LA PETL
e Information provided on at least three " et s Ceres
Sl a8 o gl ASE B e eln) e
3 quan:ters olr maore of the products and & DR 5 D ciaily CiaTialy et 3
services discussed
3 e«  Not Applicable YN
E- Did the staff attempt to acquire more customer Jal G Cre b Adlate S8} il glea 48 e u_,_La.... ._..'a:,.n p3 A F
information so as to follow-up at the end of the visit? Tl gl A Al HLA
3 1. Yes v a1 3
0 2. No O ¥ 2 0
If 'No’, please specify your comments: W Al 8 ela ;ST 1

11




7.1 Timeless

+

gl 7.1

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

o Ol b gl e Jealll Giby o il Jghs Se UIY) 2dy
T daadll At ga e [l i)

INT: SPECIFY TIME IN MINUTES:

TR s B 22ty

i
0 l s Over 15 minutes ! HE G3.15 e S5 e 0
! 1 ¢ 5-10 minutes | E; A3 10-5 e [ 1
L2 e 3-5minutes . Fs3 e | 2
3 e Under 3 minutes ! FL LW e S e 3
''b. Did the customer feel like the queuing system ‘ N PR I
| ¢ s ('S (] A { _‘;Lﬂ.u\ﬂ ) "Ll . 1 [ s
' functioned properly? ! & P v HL o CF Gl A A
0 . (;lLlJeumg system did not function at D BY1 e daay ¥ il i EYI 0
1 e Queuing system functioned, but it E RPUI Ol daty il 5 AT i 1
worked with a few impediments & Yoo AR
2 ¢ Queuing system functioned and it m Jad S8y & gy oy il iyl pUR ) e 2
worked quite easily and efficiently Lesa A
3 s Queuing system functioned and it D i g AlS & ey Sy il B EYI LR ) 3
worked very easily and efficiently Jad
e Notapplicable O Guai Y e -
c. Time taken for the “purpose of the customer’s visit i ge Y Sl 230 g0 B0 ke 4Bt Jal (e 2A0 S P
to be fulfilled once reaching the counter: " Aedd

INT: SPECIFY TIME IN MINUTES:

12

+ B a2 ) s sl




+ + +

Additional Comments on Visit : 13,0 U Adladall 48LaY) Cia Sial) o
tf any): (s o)

= T

End of the Survey - Thank you very much...
S 83 — gl dlgs

'. TAI. Branch Score
{Total unweighted branch score, summing all sections):

_ , Total Points Scored In this Total Points Allocated /
Section . | Parameter Under Evaluaﬂon Area: . - Parameter

Branch Presentation and Custamer Facilities

Greeting and Soft Skills of Staff

Staff Capability, Knowledge and Cross-Selling

Timeless

- TOTAL SCORE

EAN DA gane  E
Al JS aan of ill dan all e LU ganna)

Jalall Acacado ) WA £ gapes - | tpeddll (B Agnall WA £ gags 8 k! oy gl Jolak o
JUTTRH R VE PURLH TR P gL JPOr S
O 3 a0 &
DY 2l Aler y 45D e y i palt 500 z
< it r
Jliill £ gapae
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