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A. Details of Visit 3N s -
Bank Dhofar E ik
Bank Muscat d daka sy
National Bank of Oman D asll i gl Al A5 el g2 S Y
1. Bank Visited
HSBC-OIB O HSBC-0OIB i
Bank Sohar [l oo S
Cther Bank: Ay
Y . .
2a. Branch Name N @D Q)au\/g_a\;_’d gl al 12
2b. Branch Area & Mﬁw Eilt afpe 22
3. Branch City I TN o ¥ il g
4. Branch Region L{,\AACJ’L}/ N >l Ghidi 4
Day | Month |  Year Adal | el [ e AN ew 5
5. Date of Visit
921 A %o | |
Hours | Minutes i i St Ll
6.  Start Tirmne of Visit - blliyed, 6
(2 24
H Mi T Slelai
7. Total Duration of oure inutes Ca = e
Visit - Q e 7
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Opening a Savings D
or Current Account

Saving 5cheme O Jliob gl

Housing Loan D S8 a g
2. General Enquiry relating to a - — Ml Aad e miia et gl jldiil 2
specific Product, Service Car Loan u ol i s
and/or facility Educational Loan galai A f giiall Juolis saa gl / g candlall 234 1l
INT: SELECT AS RELEVANT AND/OR e
SPECIFY DETAILS OF Credit Cards O Jeat Zidiay
PRODUCT/SERVICE

Personal Loan D il s
Double your Salary g

Al el

Offer

Youth & Student D Okl s Ll s
Account ’ IS




4.1 Was Customer Parlrlnglmuntly mllable for the -
' Mystery Shopper? .

190 6 5 ne uilpa AT Jgnsiad 339 Jb 4.1

3 1 Yes & ‘ JUERE 3
i 2. No O | %8 2
| i. Specify: | ! .
ii. Specify time taken to find parking: min. R TR I URET IV
4.2 Entrance to Building ol N Jgaad 4,2
a. Wasthe Entrance Clean? Tl Jaaat S g )
3 1. Yes Bl ani 1 3
0 2. No O 3 2 0

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

DSOS Cheay A2l aas Hlias e MUST el

S
: '.j‘;‘ );"._ JFE

b. Was the Entrance Convenient?

thanie Jaaall S 4

3 1. Yes | 1| 3
0 2. No | w2l o
If ‘No’, please specify “Why” the entrance was Stia Jaaal oK 2 ML aaa TS lgal! S

inconvenient:

Was the branch premises clean'-'

3 1. Yes

0 2. No

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

Sung w_—les - _,I ,q;.lun am _4” s &‘l e i ‘_I‘)_.._h

oAs 1
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a. Posters / Branding maternal present on doors, walls
and windows?

°41,J1J IR MRV Yy g H‘L\.n uL-j" !/ &‘L‘-‘-‘J! d‘ A

3 1. Yes E a1 3
0 2. No O X2 0
If ‘No’, please specify “additional comments”, | S Maial Slaa Nt e llial e ST Ly S0
: if any: ey

b. Pamphlets, Leaflets and Brochures on display?

. =

3

Lt ity S e a5 A Lo

3 1. Yes i Q’ a1 3
0 2. No O w2| o
If ‘No’, please specify “additional comments”, Db el Zia " sas Sl S ST Clgall SIS
if any: Wy
c. Branding material up-to-date? Tilan 4 el clalall A ga b S
3 1. Yes E[ a1 3
0 2. No N W2 0

if any:

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

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

O M) Cllaa it e Sl e UOIST ol gall RS 13
ha

& g #19 E AN (B pa (e

%80 Cpe S dal iy (AS b )

desks and counters? tiaaill
3 1. Yes & | 3
0 2. No O 2| o
If ‘No’, please specify “additiona! comments”, Ol Al Slkaa et aa Slliab e MO el S 1)
if any: Waay

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

T e el (2900 5 (B gall aliea f S G A

if any:

3 1. Yes m a1 3
0 2. No O w2 o
PR " S At et san Sl e OUST pall S
If ‘No’, please specify “additional comments”, S — S ~ I
iy

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

Eagribacdy Dl U gnany (i gall alima /08 0AS G4 S

3 1. Yes

a1 3

0] 2. No

DKl

us 2 0

If ‘No’, please specify “the approximate
number of staff not wearing name badges:

Ot il gall s g sseldana Wllied e FEEY G palt S8

peilandy Sl LS e Y
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a. Was the area surrounding the ATM and CDM

3 N -\ Mo Higalll

=T,

e gl Nf-\l.dl &'14,1‘1’1_’ ! u\_,—a.“ b hg.»dl ;__,LS.«J'I ul.i Ja i

machines clean ond presentable? ? 4B
3 1. Yes E 1| 3
0 2. No O W2 0

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

58 TS iyl {1 Ll e US" el D8
ke AL

b. Were the ATM and CDM machines functioning?

Tl g Iy A il 5 ) S8 A

3 1. Yes 4] 1| 3
0 2. No O 2| o
If ‘No’, please specify “the time at which at ea) a8 <0l ,—J‘ it s Alld e SUSY iyl RS 1

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

RN -mltwm_,_'m <l peal
t( s gy Pyl

il e 6)\4.\..,;\ .).l.x))

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

fATM/CDM 4ihia A 2 cigall g 300 S Ja &

3 1. Yes E a1 3

o |2 No O B2 g

3 3. Not applicable O Glau ¥ 3| 5
If ‘Ng’, please specify “the time at which at A8 Jany pl g3 " saa Sllad e STl gall IS 1)
which the cooling was not functioning L SIS

S .~l+r';u1(“f£- Aaid »-";.u:"""
o _(;I b s [P {

a. Wasthe branch air- condltlomng fuily functaona!
and sufficient?

TR A R YT

Ty

Lo '},-"r.nu.rv..«_‘ —_n -&]
"uls_,.y.\&wdqwt_,plquiuls‘}n\

-tru,\T B
S :

3 1. Yes

a1 3

0 2. No

382 0

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

Al Zidaada” aa et e ST Ll gall (AS 2
S WS

b. Did the branch possess sufficient lighting?

A Bplaly £ AN aiddy JA

3 1. Yes

pei 1 3

o 2. No

mflat

us 2 0

If ‘Na’, please specify “"Additional comments /
Describe how it was insufficient:

/iial CAtaaa” oan b e " L yall A 03
N
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¢. Did the customer have sufficient waiting space / S gt 300 e S 26 [ SRS AHS dals Joaall WS 4 S
seating area?

3 1. Yes & mi1| 3

0 2. No | 2| o
N . MRl s Slda e s ollod e TS lndl 8813
If ‘No’, please specify “Additional comments / frad e e s “:&j'; 'T‘::S -
Describe how it was insufficient: = A 4

|
|

d. Did the customer find it easy to follow the signage |

o " ) R . il g B JANS A8 gu gall CASENY W gy oy G gD ELBGY A S
within the interiors Pf the branch, indicating different IXIRYTTR (+R) ST Calia e Y kS
counters/ work stations?
3 1. Yes E’ a1 3
0 2. No O y2| o
If No‘, please ‘spemfy AdlelonaI comments / iy filnl i St sia lid e NEY iyl S 13
Describe how it was insufficient: ’ ALK S5 s
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5.1 Greeting of Customer
a. Was the Mystery Shopper “promptly greeted /
acknowledged” on entering the branch?

TE M algha g8 AR Gaeddt e G alllfiua AT S 06 )

s No greeting / acknowledgement

YN TY N

e Greeted within 10 minutes of entering

Gpandl Sy e 3 10 DA s T e

¢  Greeted within 5 minutes of entering

and Jpac e 35 JNE qua 1 e

W (W=D

e Immediately greeted on entering

OO0

Cianll Jaal bz il e

W N = O

b. Did the staff either / or:

1) g2l LiB gt 2B 4 o

a. Ask forthe customer’s name?

el aci e Jo i

b. Greet the customer by name?

?d.uldﬁ;\:..‘_hn:_;g:_;_g

¢ Yes, the customer was greeted by name /

o Al o Sl il S5 ae Jpanlly s il G5 a8

3 asked for his / her name D Lgad! 3
0 s No, the customer was not greeted by @ LUV SIS < IV DG FOVL URNSVENS. PL L. L S 0
name / asked for his or her name Lga
d O ekl g "% gl DG e | i cdhh galt -
c. Did the staff ask, “How can | help you today?” o e i "‘: “L‘! “d; _;l,:
and Probe the purpose of the customer’s visit?
3 1. Yes, the staff did this E Wyl pall 218 8 Gt 9 3
0 2. No, staff did not do this D Ay il ! Al 2l S 2 o

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

Falial/adalial e sls (A1 Apdall 4200 8001 500 &

1. Yes, he /she was redirected an the

Paldal/aolalaatl b (3 i 5 polet a0 2l el
3 basis of his / her needs E el liabial I (fhanll 4 gitlet 4980 el 1 3
2. (OR) The first staff member ' - , .
e andl 4z 300 g3 T il gall e ()
3 encountered prabed the nature of E] it i Lf.m.L\.J.J/..::u}:uji . (5} .2 3
visit and assister him / her 30% -
3. No, he / she was not redirected on
, Sl fadlaliisd 0t 2 sle ) Al o) M8
0 the basis of his / her needs O Lialdial/ailaliial M aa il Sole | i o 438 3 0
I N S T T e MRR TA L T
- ot IR R I R v e B S T T T RO PR S St - -
a. Were the staff courteous on the customer making Sl 30 s AghsS 08 0 ldlend (5] (B4 BB pald S 6 )
his / her enquiry?
0 *  No, the staff were not at all courteous D S o gl cibadl 05 W0 3K e 0
= Yes, the staff were quite / reasonably - i 6Ll .
r ‘-1 .. ] [ ,ﬂ B .
1 courteous D e e 1
2 s Yes, the staff were courteous E i RO R e P B 2
3 s Yes, the staff were very courteous D Bl syad il gl S Bl caai e 3
b. Did the staff demonstrate “active listening” on Thpal) ikl " olal plaeal” il galt 4B} Jb
customer enquiry?
¢ Nog, the staff did not demonstrate
, ! slhal LAB pall JAS
0 active listening D G sk el * 0
e Yes, the staff listened quite / . . . o . . -
’ | i} A4y jhy db gt | sal cans
! reasonably actively m blat S [0 e B s am 0 1
2 e Yes, the staff listened actively D Llad CiB gl sl dll caai 8 2
3 * Yes, the staff listened very actively D Ll e B8 i gall sl ) el e 3
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c. Did the staff appear confident? : Plals (o By A e il gl gl A S
i s No, the staff did not appear confident D . hnd (e Bl e il el A NS
¢ Yes, the staff appeared quite / N " . o .
! Joma S0 il e Byl e ik gl gk
reasonably confident E : Ga Fly o alpl sk ia o
s Yes, the staff appeared confident D i e By Al o abgadl ph e e
e Yes, the staff appeared very confident | [_] Al el By A e D ) gl ans e
d._th List the names of staff interacted e et (il iyt placi S35
with:
o Mr/Ms (5] Evno— 1 L e e
o Mr./Ms. ) 2 il e
o« Mr. /Ms. 3 il Laldll e
*  Mr /Ms. 4 Ao/ lall e
8
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6.1 Staff Capability ouilisll 3,0 6.1
a. Did the staff frequently probe the nature of the ? K JE L 3 Slalial Anh (8 kil i padl 43 J 1

customer's needs?
3 |1 Yes {7 a1 '3
RE No CJ 3% 2 0
| | If 'No’, please specify your comments: ) i Al sl SN
\ ;
b. Did the staff actively attempt to anticipate 02 a0 30 byt b Kad & glaes il gall plh Jr
customer needs? ' i
3 1. Yes = e 1 3
0 2. No | 3 2 0
If ‘No’, please specify your comments: bl iy a8 e ST 1Y
c. Were the staff able to cater to the needs of the aab 30 luna b G g Cpe g 1 Slalial 400 CiS gl gl b D

customer without seeking the help of a colleague? T3k 3l
3 1. Yes a1 3
0 2. No % 2

If 'No’, please specify your comments;

:bh.@,— _f‘ac}(f’_cJ bu{’\t

INT: IF the Answer s YES , so the answer for Q

e

dL'L\- QQ\Q%(LQCZ.

s of \S Qo Ce -

Qo uke

byt il o el LAUS" |:'1

ok

D should be Not Applicable
d. Were the staff able to answer all / most of the .
questions posed? Tia g phuall ALins¥) albwa [0S o8 Adlayt il galt plaindd Ja &
3 1. Yes ] a1 3
0 2. No O ¥ 2 0
3 3- Nat Applicable Salais ¥ 3 3
If ‘No’, please specify your comments: (2l mlady o8 e <MUS Y
e. If the staff were unaware of the answer to a OA Al dlicad fopma Jiigee Sl Aladl o 1500 Cilhgalt % W0 10 2
particular query / queries, did they politely “ask e aal fallA e 4005 e 2610 Jad Ga UM LS, Gl Gl
you to wait while they double-checked with the
system [ a colleague”?
3 1. Yes K] a1 3
0 2. No | 38 2 0
3 Not Applicable Selaiy ¥ 3
If ‘No’, please specify your comments: 2l Ly o8 il IS
9
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Overall was the staff well- |nformed on Bank

uL-..L'L_, ummxu..._,u_,h..us,.n d.u SN e S b

a |
. r
Dhofar's product and services? : _,uh d.g
i 0 e Notatall informed D | ALY Je Slagdee i ud e Q
! e Wellinformed on at least a quarter / a i . .
Canall s CaaTial [RA Lt |
1 few of the products and services O ! 3Bl e S [ "‘ﬁ - ":‘ * 1
discussed \ il
! 3 » wellinformed on at least half of the K Al G Tlandll ) CiaTial vheal e OB o alay e 2
[ products and services discussed J PR S
I s Wellinformed an at least three- . . -
Slafiadl e 581 gl gLt AZME WY :
| 3 guarters or more of the products and D ) ety &::11. 5 "!..,‘ :h ”T * 3
services discussed a 4
b. List the details of the “main purpose of your visit” il A g5 La8) MU0 i ) i) " Aleais A0 aag o 0

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

"'LAi&hJuL&u!leh.’uﬂﬂ}JldJu"ubu*ﬁ,aﬂwhflJ (u
uh...dlau",l

INT: LIST THE CODE FROM SECTION B.

’ O el G UG 8 1y

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

0 e No knowledge at all D ALY Lo ay Y e 0
e Wellinformed an at least a quarter f a
RITRTUPRTIC i = JY 1
1 few of the products and services | 3 Siaiiall e S fns Lo j\} "h g 1
discussed
2 e Wellinformed an at least half of the E A i Slaadlly Cilatiall claal e BV Lo play e 5
products and services discussed Lgitiie
e Wellinformed on at least three -
Sl e 60 g gl R Y e ey o
3 qua:rters qr more of the products and D L 5 el 3
services discussed
¢. Did the staff attempt to “cross-sell” other products Giladd y Shailal *ALSYY 1" o pURD A placey o palt p G4
and services? RN
0 e Nocross selling at all E Aol e Sl gl lany dial @ 0
1 * Cross-seiling after a lot of prompting D St e iy oY) all Gl M3 e 1
e Cross-seliing after a little / some . . . . .
W\ T | Y \ s Pyl | Llamy 2\3 2
2 prompting O =l N O SN 2y Yl aadl Gl 5 0
3 * immediate cross-selling attempt D YT W TP P PUVIR S 3
d. Did the staff explain Why Bank Dhofar’s products

L1 gyl LB oy Chath 3 Dhpahe L 7 B pall B0 O 2
Al o pidt e 45 e Mg

3 1. Yes D a1 3
0 2. No ] X% 2 0
If ‘No’, please spegify your comments: ol s 8 dla S 1)
ng ol NS (A_LL_ c")LLf)E‘ Lmr g_fjﬂf\_g[
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 Sladie oF "ALAS Dl pae” Likae Y A flaay i gall

Ao

falall i Syl g iib i

INT: LIST THE CODE FROM SECTION B.

el om0 1l 3 2l

0 * No information at all : D ALY o Slapaa Y e 0
+ [nformation provided on at least a : TaaTdl it il e R ln-n _,‘s'u" Lo
Ay mal h_: ,M [ a
1 quarter / a few of the products and O e 2 e 1
. . ; Lliie BT T Sandll y STl ‘

services discussed ,

5 ¢ Information provided on at least half E ' Diakia®s Aalad Tl paalt chead B 8 clac! e ‘ 2
of the products and services discussed [P EPRP g L EPRE G )

. . lnfo:tmatuon prowde;dt:n at I;.-az: thre:_- D gl e 280 i £ J u'i"il u:; il e ,
qua‘ersc.nrmareo e products an > L2 5 k) Ziatial, A
services discussed

3 ¢ Not Applicable Sudals Y e 3

f. Information on relevant procedures, Paliall Gl 3 Aaglial) L0y Aty v Dlp e YL Adiale Sla ke

documentation and follow-up method?

INT: LiST THE CODE FROM SECTION 8.

S padl Cpa ol 4GS o8 1hialy

0 * Noinformation at all D oY e laglaay e 0
* Information provided on at least a .
Akl cila el - ) Ryl iy
1 quarter / a few of the products and D M_ .‘)‘a. d:;m"je: J. 1!_,%;' M:L * 1
services discussed T
N « Information provided on at least half m Slaiady Al i gleall ciial W e olc) e 5
of the products and services discussed Ldilia o5 Al Slaasliy
+ Infarmation provided on at least three
La glaalt P b gl AN
3 quarters or more of the products and D = P‘J “‘; ‘f;_’mi'} 3, :55? "':.f] - * 3
services discussed
3 ¢ Not Applicable T S
B Did the staff attempt to acquire more customer il Cpa Sl Ailate 385 Ol plea 4 aat 4.1__,\.\.-4 B gt o3 Ja F

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

8 0 Al b Aaally sl

3 1. Yes

o 1.

3

0 2. No

RO

a8 2.

0

If/No’, please spetjfy your comments:

ML&.O_Y_M_

0 o

ihl_) "L..-A.Il__l ?i g'._.sJ "')\S" |_ﬂ

aa ¥ oy L[Op f?t»;m\ﬂ_Q no .

11
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7.1 Timeless . <l yb 7.1
a. Waiting time on entering the branch, before o (g palt (B pall g Jaladlh kg (g AN Jpia 2 RS by |

dealing with the frontline staff:

D Aaidl adige e falall Jadl)

INT: SPECIFY TIME IN MINUTES:

‘ + R a8 g1 02 saly

|
| s QOver 15 minutes | 388315 e 60 e 0
1 | e 5-10minutes O & 10-5 - 1
2 e« 3-5minutes O Xd5-3 e 2
3 i « Under 3 minutes E\ S A e B e 3
b. Did the customer feel like the queuing system ¢ . . L e A . .
! d | heall -] Qb s b -
functioned properly? Teae JE5s S ot SR PRI O o
0 . Qltljeumg system did not function at D Y o Jung ¥ el i Y e 0
a
s Queuing system functioned, but it - . . . - .
1 ' P waall i DYl e 1
worked with a few impediments 0| o &e Oy domy o SRR S
2 e Queuing system functioned and it O ad (S50 g AL gy g il ey Wi ) e 2
worked quite easily and efficiently Loaa
3 e Queuing system functioned and it ] OS8Rl & gy hady iall 3 ALTY W ) e 3
waorked very easily and efficiently Jlnd
+ Not applicable B Sy e -
¢. Time taken for the “purpose of the customer’s visit P R T T P RU- TN W O ECI T J T

to be fulfilled ance reaching the counter:

" oa (]

INT: SPECIFY TIME IN MINUTES:

12
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H. Additional Comments on Visit 15k 0l Adlaiadl Adlay! Siha il 3
(If any): Sy 1)

— The ﬁTH Wl o 1n Al s Conal tioned /LTy

- e baanc e Rao oo OF ij f"‘“k’*j Lot

-

End of the Survey - Thank you very much...
Msa 183 — glabal) Algs

. TOTAI. Branh Sce o
(Total unwelghted branch score, summing all sections):

...-g-; ':'-; “Mrmm | S . TotaijlntsSo?red.lnthis _ Total PolnuAlloa_ml_l
R : . Area: Parameter
C Branch Presentation and Customer Facilities
D Greeting and Soft Skills of Staff
E Staff Capability, Knowledge and Cross-Selling
F Timeless
“.« .. TOTALSCORE 5 ;

£ Jl Blii £ gana id
(‘au‘)” US o st)nll mﬂ' B al3ilt t}nu)

Jelall fla.ad ) BAD p pags MJMMQW <o hiShl gy pdlt Jadalt skl
Crg U Al Sl 3 i) gl )

Crb gl S gy g 30 @

) ol Bl g 4h g il galt 38 c

Y] 'd

13






