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PROIJECT: Money
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A. Details of Visit 3050 Caealds i
Bank Dhofar 4 s Ay
Bank Muscat E] daiaa Ay
National Bank of Oman O el g glt i A5y e 5
1. Bank Visited
HSBC-O1B M| HSBC-OIB <k
Bank Sohar D Slaa oy
Cther Bank: Al dy
2a. Branch Name M LAi‘fG*A/\ £ A a2
2h. Branch Area Co(f\iSlf\ — rmud \foub\ FoAll adge 2
3.  Branch City MU\S C j aadt 3
4. Branch Region M MSCL./{ - (D LN Gl 4
Day | Month | Year Al [ el | it B
S. Date of Visit
11 6 1l | |
Hours l Minutes Jdan | e L)
6. Start Time of Visit ’,& 33 O S el s i, 6
i i Sl Ll
7. Total Duration of Hours Minutes & R
. nJl._;).H e 7
Visit o | L{ O
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Opening a Savings
or Current Account

Saving Scheme

Housing Loan ) _
2. General Enguiry relatingto a - - ¥ Ak Cume i Blale ale il 2
. . Car Loan ) .
specific Product, Service . ) i ) n
and/or Facility Educational Loan jo i | @A Jpealdl san gl [y andldll A0 ity
INT: SELECT AS RELEVANT AND/OR _ FOREL )
SPECIFY DETAILS OF Credit Cards

PRODUCT/SERVICE Personal Loan

Double your Salary
Offer

Youth & Student
Account




4.1 Was Customer Parking instantly available for the

LA e B e il ga ASD Fpudall 39 0 4.1

Mystery Shoppes?
3 1. Yes O ai ] 3
2. X %S 2
i Specrfv m_%dua_&;\&e S
evEgr
ii. Specify time taken to find parking: l ‘ imin. WG i g Sa¥ oS0 2l
4.2 Entrance to Building o S Jshan 4.2
a. Was the Entrance Clean? il AL oS Ja )
3 |1 Yes’ B s 1 3
0 2. No O 38 2 0
If ‘No’, specify “Why / Describe how” the L VG I I & UL ST | ISTC P LR PR S L
entrance was unclean: RO VARV ERA

b. Was the Entrance Convenient?

Pl Jasall (8 b o

1. Yes

pi 1

3

2. No

RO

us 2

0

If 'No’, please specify “Why” the entrance was

inconvenient:
\[aéj fﬂf(ﬁ,jdsiliﬁ! { MQ {,fc.:e

Ll Jaaall B8 o0 ML saa ¢ MHEY igadl IS 13

'-»'d;!;“ 4'"?5’0 -2 T‘ ~ »-} 1--1 E _‘.‘-;-:{. k"i‘ ;-_; K \z' ﬂ.’#‘h :“ L, A‘- - .z
Was the branch premises :Iean? B & Al e A8 JA
0 2. No D e, 0

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

S S iyl 13l dia Slad e ST el 1
Ak e Al
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a. Posters f/ Branding material present on doors, walls
and windows?

".1.I'|J.|.I'I_,ul ;}]1 y\j‘i‘uﬁ%hﬂuulﬁ[\_&h&h”@ f

3 1. Yes

13

0 2. No

X0

w2 o

If '"No’, please specify “additional comments”,

if any: I

L I T N L R . .
ISLEREE TYRNILE-T N Py J‘_\-!‘_‘..A!vu Vst \_..JIJ._LP AR

| ke Y

b. Pamphlets, Leaflets and Brochures on display?

S5y il e 45 A L

3 1. Yes M aai 1 3
0 2. No O w2l oo
If ‘No’, please specify “additional comments”, R VSIS U=, WA CPRIEL N SR, LGN RN I LR LY
if any: iy
C. Branding material up-to-date? il 4 ladll Cldlall dlge JA S
3 1. Yes E a1 3
0 2. No a w2| o
If ‘No’, please specify “additional comments”, Sl il Slaa e ana Slliad e ST Ol gadl 4810
if any: DRy

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

S isns sttt 31ss £ il gition o %000 o 251 S1g5 Ao ]

desks and counters? Ciasily
3 1. Yes E L 3
0 2. No D u 9 0
If ‘'No’, please specify “additional comments”, O Milal Slaa S 3aa Sl e ST b gall 5813
if any: el g

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

T i k) (00 (o gl alima f S GRS A

3 1. Yes X |3
0 2. No ] B2 0
. N ., O Al Dt da el e " IS” el S 13
If ‘No’, please specify “additional comments”, S = o T sl S8
[y

if any:

c. Were allfalmost the entire staff wearing name
badges?

Ealanidy S LS 0 guday (ol gt aliaa [ JS S 4 LS

3 1. Yes

a1 3

0] 2. No

B

%82 0

If ‘No’, please specify “the approximate

gumber of staff not wearing name badges:
L

b_)._'L.‘ll u&l‘},e.uq.u i R .L\.:.-u.alupn")ls" l._||_,;" JS 1al
sy Sl gmaiay Y

Wwovr uJec»fivg A @an
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46 ATMand DM machines . R sl s gk plylly N el 590l 4.8
a. Was the area surrcunding the ATM and CDM Sy g byl 4-&-1 glathy \,J‘:‘l il jeall 3] Dyaall G S8 Oa
machines clean and presentable? T il
3 1. Yes E aad j 3
0 2. No 3 w2l o0

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

1
L
F

'

AL .._..:1 (= il U‘LS L

b. Were the ATM and CDM machines functioning?

Toaks SN plaYIy N T pall 3 ) SIS A G

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

NEPOSIINS PP JRTCPR B P

3 | 1. Yes K 1] 3
0 2. No O w2 o0
Hve u‘_,s:g‘,:mq,.‘l daa Aol e VIUST el A8 1A

_,;..a_.i;-!_\..\’l_,q.hl._nl)..a..l
(gD £ 1y y Y

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

TATM/CDM Ghais 3 13 ciSal yl 3,80 58 b o

which the cooling was not functioning

37 Brarich Alahierice i Factities DY . 28 N0
a. Was the branch air-conditioning fully functional
and sufficient?

3 1 Yes | L
0 |2 No O X2 g
3 3. Not applicable | Gy 3| ;3
If ‘No’, please specify “the time at which at A Jaas o0 30 A N sne Sllid e SUST lpall TAS 1
e S

=T WRC P AR g

A .-,

v_,.z,,:.._ls...dq“,..t,‘.n@muuda 1

3

1. Yes

a1

0

2. No

2

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

/" il ol \_Jun:h..&.- ERLY _’LL.A! ‘_)a S N_Sll):h.al S 13
S S ad S eyl

b. Did the branch possess sufficient lighting?

A8 3oy £ AN gady b

3 1. Yes 4 1| 3
0 2. No O w2| 0
If ‘No’, please specify “Additional comments / fMadlial Slaaia” saa Hlad e MU S galdl S
Describe how it was insufficient: S S Al S i
5
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c. Did the customer have sufficient waiting space / e glall 260 Ga oS 230 [ LBADN 4pKS Aaleas Jpaall S A LS
seating area?

3 1. VYes D ani 1 3

0 2. No &4 2w 2! o

il iatia” s i e ST e 6

If ‘No’, please specify “Additional comments / B hS S a i e
L AU A Al sy

i
|
Describe how it was insufficient: 1
|

Mﬁaci_ls_nak_mmﬁla

fov Mac Cm.slrovw&h 1

i

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

w1 B G311 48 gk gl SUSENY A s iy G Q) bRl A S
LAVTHIROUPY P T OU) R T W= O (R

3 1. Yes E PEERN | 3
O

0 2. No Y2 0

If 'No’, please specify “Additional comments /

) : _ o i gl faoilal Sidaa M aaa Sllad e TOISY oyl IS 1
Describe how it was insufficient: P d SR

S i
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5.1 Greeting of Cﬁstomer

Ry g0 5.1

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

TEAN U Algha b AR G gedall e s allloua 3l o5 A

| s Nogreeting / acknowledgement |

Gl sm5Y e |

* Greeted within 10 minutes of entering

et St e 300 10 26 a2 e

e Greeted within 5 minutes of entering i

-1

IV PN i T S FOUN-

-
Wwilim (= | o

¢ Immediately greeted on entering

W N e | O

panll Jgac ah s D e |

b. Did the staff either / or:

T g2y Byl G0 A o

a. Ask for the customer’'s name?

¢ et al e S

b. Greet the customer by name?

fad Sy an pallcay w

. Yes, the customer was greeted by name /

lelbpubfh.a'ﬁ)sdca‘l;uﬂbhe;ﬁ“ﬁﬂtw L]

3
asked for his / her name O Lgasit 3
0 *  No, the customer was not greeted by m tadd e M aly / dad 53 aa Jraalycus L5 0008 0
name / asked for his or her name Lt
b O eadieal g T gl SESC e iy WS A gl G
c. Did the staff ask, “How can | help you today?” o 3 e - vAS ":' e :’; _,L:‘
and Prohe the purpose of the customer’s visit? f o ot
3 1. Yes, the staff did this D iy Calh pall A8 A caad ] 3
0 2. No, staff did not do this X Al iyl iy Al S 2 0

d. Was the Mystery Shopper redirected on the
basis of his / her needs?

gtalialalial e sl il feudall 4aylbilel o 6 &

1. Yes, he / she was redirected on the

3 basis of his / her needs

Walsial/alalsial ) (5) Jaanll 4 53 3le! 5 30 ani ] 3

2. {OR) The first staff member

OF Seandh 4y A0 o e el gt il (41) 2

the basis of hns / her needs

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

0| B | O

3 e.nfzounterec.l probgd the nature of Bacle foae by 3 Zad 3
visit and assister him / her
0 3. No, he / she was not redirected on ERERICRIN

|J|m’ﬂ\aéh\ﬁuﬁjc:\s3 4]

[ Pk v‘l 2
2 aal) 55 s Agh (8 o] L;.\Jd.xus,.nuua».

customer enquiry?

0 *  No, the staff were not at all courteous D ey (IR - VL VPA I L 0
»  Yes, the staff were quite / reasonably T, . "
o a3 a3 amd
1 courteous O By A ghe QL il pll a3 02 ans e 1
2 *  Yes, the staff were courteous & Gl il A0S R ae e 2
3 *  Yes, the staff were very courteous D QB0 gl ik gt SOl e 3
b. Did the staff demonstrate “active listening” on Tpand) Ll " lal plieal™ Cilh pall el Ja e

® No, the staff did not demonstrate

Y] sl LB gall A8
0 active listening D ki o4 o] * 0
*  Yes, the staff listened quite / . PR . L
1 ! ) Al il pall bl L aad
reasonably actively E Grlag) B AL pre Ryl iyl il il ps 0 1
2 *  Yes, the staff listened actively D Lyl il pall st 2l cans @ 2
3 s Yes, the staff listened very actively D il O A0 Ui gl Raal Bl aei e 3
7
+ +




+ +
I ; i
e Did the staff appear confident? | Phii (Bl A1 fo i gall g Oa
- .
‘ 1 e No, the staff did not appear confident | D { ki e Bl gl fo Cihgadl gl A NS e
* e Yes, the staff appeared quite / i | ,
’ [ Tt JCA Aads G0 B 01 o il ) s gl
| reasonably confident i O ‘ e S R R e
‘ ; e Yes the staff appeared confident i @ } Al Cpa By Al Jo il el gln a8
i T J -
i »  Yes, the staff appeared very confident | O dodi e Lald Byl o ila gl i can @
| . - ;
! d.. List the names of staff interacted , agie SLial il gl pad 831
' with: o . N ‘
5 s Mr./ Ms.&a"F :)a,,o‘ H(_ u.w - il Lol e
e Mr./Ms pd | Aoy ladi e
e Mr./ Ms. 3 oo/ Lol .
«  Mr./Ms. 4 zdlif Laalall .
8
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6.1 Staff Capability . ‘ | Ciphllh galt 5 o 6.1
a. Did the staff frequently probe the nature of the j ‘ €555 iy G Slabia] daged (6 il B palt ald Ja
customer's needs? : !
3 |1 ves 5 w13
0o |2 No 0 58 2 !
i If ‘No’, please specify your comments: i plaal b ST
b. Did the staff actively attempt to anticipate £ g0 Elaiia) Fuesd e A giany i gt piF b
customer needs? k.
3 1. Yes X i1 3
0 2. No O ¥ 2 0
If ‘No’, please specify your comments: i gl i Hla CUSN 1
€.  Were the staff able to cater to the needs of the 2ad 835l walh 90 Ge Qg Salia] 4D wd gall plbiud G4 D
customer without seeking the help of a colleague? a3k
3 1. Yes B PO 3
0 2. No O 3 2 0
if ‘No’, please specify your comments: 2l Al 4 sl ST
INT: IF the Answer s YES, so the answer for Q
D should be Not Applicable
d. Were the staff able to answer all / most of the ) .
questions posed? 4 g laall A1) adiea fJ5 o5 Ak Ll galt plaiat J6 S
3 1 Yes K a1 3
0 2. No O 35 2 0
3 3- Not Applicable Gimiy ¥ 3 3
If ‘No’, please specify your comments: Sl ey a8 Sla TS 1
e. Ifthe staff were unaware of the answer to a N Aigma Al fogma Nigeu o ¥l e Tl il gl 08 a0 1) 2
particular query / queries, did they politely “ask 33l aal fplall) e 40 5 pe 38K Jab Ha BRI Cayigsy dlie il
you to wait while they double-checked with the
system / a colleague”?
3 1. Yes E a1 3
0 2. No O % 2 0
3 Not Applicable iy Y 3
If ‘No’", please specify your comments: A s A B NS
9
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' 6.2 'Product Knowledge and Cross Selling ", ¢ Mweﬂa@um . g.z
! a. Overall, was the staff well-informed on Bank uLA-\-‘h_’ ul-u-m Allaie Ahare il e Gl pal! g2 S G4 Ll d.’u-a l
Dhofar's product and services? T,uB
0 | ¢« Notat all informed D AMLY Lo Sl il e 0
‘ | ¢ Wellinformed an at least a quarter / a . ’
! i Sland y Calatialt o Tl - S i
I few of the products and services O 3 Sl Do Skl [ AL e 1 |
\ : : | P LI R
‘ ; discussed
‘ ) 7 ¢ Wellinformed on at least half of the | D ' & o Slealiy Slald) dheal e 3V e sl e i 2
! products and services discussed i i Pl TE [
e Wellinformed on at least three- i o .
Claitdl e A8 g plhAE B e
3 quarters or more of the products and | il L S S 6-‘!11:, " “”_,I "LT * 3
services discussed | y o 2
b. List the details of the “main purpose of your visit” i) A g o LaS) VB4 s A ul-\+-|“u Alai, dady Lo A
{as per SECTION B); rate the staff on the level of "Clazill y Sladlally gada) ddaadl g g’ 0 ik gall iy p-'J e
“product / service knowledge” in this area: :43hidl o3 A
' : O VUE FLTARIONE
INT: LIST THE CODE FROM SECTION B. O |2—- Sa\i‘“% Sd/\@wvﬂ.
0 ¢  No knowledge at all D Syl o ady Y e 0
e Well informed on at least a quarter f a )
Slesaly el n . V‘K)i 1
1 few of the products and services O = g Shaliall Je S s e - "'k,' #2 0® 1
i L‘.L..d'].u X "_.]!
discussed
2 » well informed on at least half of the D A S Shaadlly Slamiadl chual e B e alay e 5
products and services discussed iR
+ Well informed on at least three Co .
Chasidi e T gh gLl 8B BV e Ja e
3 quar.ters qr more of the products and E 3 2 e 3
services discussed
c. Did the staff attempt to “cross-sell” other products Clasi g lpiid * ALYl gl G pUAl L glaa wilB gl o0 8
and services? t5 sl
0 *  Nocross selling at all El S e el anll e aly e Q
1 e Cross-selling after a lot of prompting | [] O leda) e A0y AlaY aall ey 3 e 1
s (Cross-selling after a little / some
1 oY | A aadl dlasy o3 2
2 prompting m =l el il * *
3 + Immediate cross-selling attempt D Jakl e Y Al Agandd e 3
d. Didthe s_taf'f explain W:ly Bank Dh'ofar’ds producf‘s AT ol U Ul Slasi g Shaie L gyt i g o 4
and services possess a Comparative advantage Pl o i) e i i "
relative to competing banks? e
3 1. Yes B a1 3
0 2. No O 3 2. 0
If ‘No’, please specify your comments: i Ly o Bl ST 1Y

10
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Did the staff attempt to provide “complete
information” on Bank Dhofar's products and
services, along with relevant literature?

Sladd g Siadie S5 TS Silaglaa” didee ¥ A gl (b gall 58 Az
faluall il Gl pa i O

INT: LIST THE CODE FROM SECTION B.

I

éﬁ/\;‘é L, & il gy M A0y o 2l

o[r[oop| |
— y.__.___

.0 e Noinformation at all I%aY e Sy e 0
? ¢ Informaticn provided on at least a . . e e
! Zall Dia gl e LK [, BY = elhas!
S | quarter / a few of the products and = ::,...:. ’:":M - M?b * 1
: services discussed T T ‘
- ¢ Information provided on at least half Cialialy Alladall ey wdead B LB sl e 2
! of the products and services discussed lBia o5 A Zacally
¢ Information provided on at least three . sel 3 ‘- ‘
Cilagladt e 6T g pLVADIE Y o eldac! @
3 guarters or more of the products and Sr s o e 3
l‘...a!' 2 Slazall y Salaiiadl ailetalt
services discussed i T
3 * NotApplicable G Y e 3
f.  Information on relevant procedures, alatl 213 Laiiall Ay GilaZiewal) g (D) 2Vl Ablais Gl glea
documentation and follow-up method?
INT: LIST THE CODE FROM SECTION B. " Sau-'"‘:g Skl (a3 M1 AATG B3 il
Sched o
0 ¢ No infarmation at all D Al e Chayias Y e 0
» information provided on at least a ‘e
Llatalh Sila glaalt - } L Lnc!
1 quarter / a few of the products and O = ’Lu' e ‘hm;?: J,i(.\“"’i ° Y * 1
services discussed & I
2 * information provided on at least half m Ciadialy At Tl s plaa)t chead W 6 slac! e 2
of the products and services discussed il a0 A Zilaadiy
¢ Information provided on at least three . . .
ha glnall e ST gl gl ASNE Y Uaz !
3 quarters or more of the products and | [_] - ’“]. .‘;. » '.’.]i"’ i fﬁ -."'kn-f] i ¢ 3
services discussed Bt I
3 s Not Applicable Gy Y e
g Did the staff attempt to acquire more customer Spl Om St Adlada IS e plae A3 aal 4 ey il galt o8 2

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

540 Algd A Ay i)

3 1. Yes

e L 3

] 2. No

LnO

Js2, 0

If 'No’, pleage specify your comments:
M@L

M vome. oV ofthe s

bl ey 8 el ST

T Aekeals
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7.1 Timeless Er 7.1
a. Waiting time on entering the branch, before , o d s g Tkl gl A kel @J:Eﬂ‘ LL_,:'-J e ARG by |
dealing with the frontline staff: i MEPXEUET VR VL [P TN
| INT: SPECIFY TIME IN MINUTES: ~ A R e g Saa rdaly
' Q = Over 15 minutes } D Ed:15 0 i e ‘ 0
1 o 5-10 minutes X BL105 e | 1
2 «  3-5minutes ! k53 . 2
3 + Under 3 minutes | E S IW o e 3
b. Did the customer feel like the queuing system Ir . ) oy cdaclh b LIV S s crpe) .
I PR JSi Jany cdaalt A UBLY) al50 L e sl ) e
functioned properly? i ) o v Gl s A
. - functi " )
o . ;Teumg systern did not function a D B! e oy ¥ el 3 LEY A @ 0
& Queuing system functioned, but it bl Cer s e .
oy i Y1 Al 1
1 worked with a few impediments D Fh & O ey v asnile *
3 = Queuing system functioned and it ] Qb S8l A s Jaty pall B GEDYI LR ) e 2
worked quite easily and efficiently Lo da
3 e Queuing system functioned and it m BCLPPR WL LS VORI PR VDN g =i T E-VIS R 3
worked very easily and efficiently Jiad
« Notapplicable O SaabY e .
c. Time taken for the “purpose of the customer’s visit algn A g gl 8 g3l B bk 4nT" Jal e Mda CE g D

to be fulfilled once reaching the counter:

HRTR ]

INT: SPECIFY TIME IN MINUTES:

12
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H. Additionat Comments on Visit 2505 Adlaiall ALY Gla jThall 3
+{If any): (o )

¥ neve 15 o PW‘F"Z fov e Crstamers

£ Oly Oue SHobf wns wrervgg dhe womne ko -
* ATM mache . 18 Own .:JP@\A ol e Mete wo N /T .
x He Brea lo Crewcledd w-o{d,uges“ca(.

End of the Survey - Thank you very much....
S 8 — Gl s

‘J:‘:" Jj ? - .\_“ T s T -:‘- :‘- ._‘._"-,‘-‘_ . L‘:.\ _ ” :‘- l'_._-. AR _. -LJ \.,“ ¥ T ; ;-’(_ ;4 . T{&J T‘mrqw

¥
&f-n u‘rmj_iu-_ sy et 2t Y A R RO < 4 S pa S R A e T it ?TII"’
G. TOTAL Branch Score
(Total unweighted branch score, summing all sections):

. Section - | Parameter Under Evaluation ~ - 'l’ohlPﬂm:rS:redhtlﬂs 1 Towp::rm:::me‘[ :
c Branch Presentation and Customer Facilities
D Greeting and Soft Skills of Staff
E Staff Capability, Knowledge and Cross-Selling
F Timeless
oo . L. TOTALSCORE

£ Al bli £ gana £
(eu\WdStn&&)nﬂm_}ul_)mLthw)

 Jdal flawad ) Wil 5 s spuakll B Tgoaall WED £ yaps _ - e kk) oy 3 Jadal ekl
(g 0 Anilall Sigedill g £ Al gl &
Cphl gt b gy g 301 &
ALY Al Alac 9 48 0y il galt 508 z
&b gl C
13






