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Day | Month |  Year T el [ e S es 5
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QOpening a Savings
or Current Account

Saving Scheme
2. General Enquiry relating to a
specific Product, Service ar Loan
and/or Facility Educational Loan
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41 Woas Customer Parking instantly availale forthe
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Mystery Shopper?
1' , ™ ; i
R Yes A i1 | 3
[ K N T
; 2 No a. %2
‘ i. Specify: ! : e 1
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i ii. Specify time taken to find parking: min. i ks o g ¥ A B aa
4.2 Entrance to Building iaall D Js3ah 4.2
a. Was the Entrance Clean? liphs Jaaali fAS Ja 1
3 1L Yes < st 1 3
0 2. No d NS 2 0

If ‘Ng’, specify “Why / Describe how” the
entrance was urclean:

JE S ol /13 o il e UET et A
i b il

b. Wasthe Entrance Convenient?

el Jandl oS a0

3 1. Yes E and 1 3
0 2. No O w2 o
If ‘No’, please specify “Why” the entrance was Lie Jaaadl D% ol MIAE aaa o ST il paldl SIS
incanvenient:
E43"7%: Oleanlingss ol Premises s juy Ok, 2op s o i T R Ve gl A 4, 3
Was the branch premises clean? ik gl | e S JA
3 1. Yes @ a1 3
0 2. No ] w2l o

If 'No', please specify "Why / Describe how”
the premises was unclean;
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. a. Posters / Branding material present on doors, walls
' and windows?
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[ 3 1. Yes PR |
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0 2. No HE w2l 9
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b. Pamphlets, Leaflets and Brochures on dispiay?
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a. Were employees present at over 90% of the branch

’

3 1. Yes pd axi 1 3
0 2. No O 32| o
If ‘No’, please specify “additional comments”, O ¢ idel Slaalha 2o Slah e SHET pall SISO
if any: ey
c. Branding material up-to-date? k00 Ayl ciladiall B ye 4 S
3 1. Yes g PEAI| 3
b 2. No O w2 o
If ‘No’, please specify “additional comments”, STt Saa St e Ld e ST el S
if any: =
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z j. T

desks and counters? T RES
3 1. Yes ra mi1| 3
0 2. No O w€2| o
If ‘No’, please specify “additional comments”, O asdidel Cibaa " 3o Jlliab e IS gl RS 1
if any: LICT

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

@ rien n otd (13 Oy gl plins £ S IS B

3 1. Yes

pai 3

0 2. Nao
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If ‘No', please specify “additional comments”,
if any:
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c. Were all/almost the entire staff wearing name

T it LS gaaday i ) s <
badges? il Oty b gall alima [0S OS Oa
3 1. Yes O a1 3
0 2. No B4 2| 0

If ‘No’, please specify “the approximate

6‘3@? oflstaiw&;’weajiig naxj ge\a:iigs_q‘} E)

n_:'i)l...ady-‘u')'
“P’L”*e"' e (Zﬂlm e 8
~J

Jad _-Em,‘ﬂﬁjiﬂ\.mjla;au_ﬁsws"‘ Ml gl RS 03




+

+

€6 . ATMand COMmachines ~©___ 1T eme e gdlphily N ilall i 4.8 |
a. Was the area surrounding the ATM and CDM j mady il 2301 E LTy Y el 3 gl At Gl S Ga T |
machines clean ond presentable? l Al |
3 1. Yes P A 13
0 2. No O w200
If ‘No’, please specify “Why / Describe how the | DS S a3 13 S2a lal e TS L palt S \
area was unclean: i I RECRPW SR L ‘
i ; |
i |
) |
b. Were the ATM and COM machines functioning? ; HVRPEETTR (R, (R PPV RS TEY ._.ns AL
3 1. Yes 'O w1l 3
0 2. No | w2 0

If ‘No’, please specify “the time at which at
which the ATM / CDOM were nat functioning
{and specify which machine, ATM or COM):
Tee. CDH 2 LCLS L
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¢. Was there sufficient cooling in the ATM/CDM area?

ATM/CDM 4ikia b aa iSal ¢ 3,00 O 6 o

X

Was the ranch alr-condltmmng fully functlonal

3 1. Yes ] i1l 3

0 2, No B B2 g

3 3. Not applicable O Sy ¥ 3|
If ‘No’, please specify “the time at which at 48 Jaay ol g3 8 aaa ALl e PHE" il gadl S 1)
which the cooling was not functioning Lo S RS

*’-u-'tdiwddeg-ﬂx-“ S G On |

a.
and sufficient?
3 1. Yes Bd mi1| 3
0 2. No | W2 0

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

sl Sidaa " 232 Hload e ST gl SIS 1
S S S ey

b. Did the branch possess sufficient lighting?

A Beldly £l B O

3 1. Yes ﬂ a1 3
0 2. No O 22| o
If ‘No’, please specify “Additional comments / Al Sllaaia das Slload fa SIS Lol adl 1S90
Describe how it was insufficient: s S W s iy
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i ¢. Did the customer have sufficient waiting space / . o fmstadl i S oS 000 [ UBTDI B Aaiau Jpaall S 08 D
seating area? !

3 1. Yes ! E pai 1 3
]

|
|

0 2. No | %2 0
| JlAsal CAa i sea ol G SUHEY gall ST

f ‘Na’, please specify “Additionai comments / S S i :
B = JE- SR TLE

Describe how it was insufficient:

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

A E R JA03 A pun gl SIS A gy Ay 1 G ge 1 gl A S
Tlaall (Sl y (oOiSall) QiR gpsh Cilida ) 2k 5

3 1 Yes a1 3

0 2. No O Y2| o

If ‘No’", please specify “Additional comments /

. . A L i g g Al Sidaa M saa ML cpe NET )l S
Describe how it was insufficient: Sy Al = L et S 1
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5.1 Greeting of Customer O i 5.1
| 3. Was the Mystery Shopper “promptly greeted / TE A M Adgas b AT Gl o o aifoua S 5 0
| acknowtedged” on entering the branch? ;
_ 0 ! = Nogreeting / acknowledgement & gl g e i 0
1 ' s Greeted within 10 minutes of entering D ] ceanll Fpal e B0 UTE s A e o1
L 1
: 2 ! e Greeted within 5 minutes of entering | D i Coand! JyA2 e WA B JBA ua il . ! 2
i 3 s |mmediately greeted on entering l D : cranll Jaad sioua 3l e I3
i b. Did the staff either / or: | . 1Ay sl iB gt aB 6 o
a. Ask for the customer's name? el i e
b. Greet the customer by name? Thal 83 ma Joanls v
3 s Yes, the customer was greeted by name / D 3 A _,; VIR I DS IVVS PRI [ - PR S 3
asked for his / her name Vgl
0 . No, the custamer was not greeted by E tadt oo T aly [ 4! S5 e Jraalycun gl 5 28 @ 0
name / asked for his or her name a4l
VO A N T ¥ T I S CY W
c. Did the staff ask, “How can | help you today?” * 3 e i ": UL'] f: h...
and Probe the purpose of the customer’s visit? ’ i
3 1. Yes, the staff did this E A1y il yall 218 32 a1 3
0 2. No, staff did not do this O A1y il gl s o) 38 2 0

d.

basis of his / her needs?

Was the Mystery Shopper redirected on the

il

dalial (e pliy Al §pedall 4o gidale) o8 e &

1. Yes, he /she was redirected an the

3 Talafadalin) 3 (5] Laaal don 3 Sole ) 35 380 0 ped,
basis of his / her needs E s £l (6 s Bl R e ] 3
2. (OR) The first staff member ey .
e Jiandl A gy ih gl i { !
3 encountered probed the nature of ] el & A =3 Ay () 2 3
. j i ‘-.n:_..afucu_,a_)l__._y'.u_,z.;‘a
visit and assister him / her
3. No, he/ she was not redirected on , '
Talialfadialdal i IR [P
0 the basis of his / her needs D abinladalial ol da il el 1 ol D63 0
AT : “‘L' -if'r"‘"Y"*"}’:-fﬁ"”"T*F

W’ere the staff courteous on the customer maklng
his / her enquiry?

DY
ST

O L) 30 Loas Ak o 8 it g2 1 GiE gall S

0 * No, the staff were not at all courteous D A o i) (5 Al S e 0
s Yes, the staff were quite / reasonably ; s . =s
' QU piie A0y syt s 530 cpad
! courteous & e e R 1
2 s Yes, the staff were courteous D Gl vabgall KAl el e 2
3 s Yes, the staff were very courteous D LN yad il gl S S axd e 3

b.

customer enquiry?

Did the staff demonstrate “active listening” on

el ki "'t planal” i pall 4Bl Ja o

¢ No, the staff did not demonstrate

| gkl il gall N
0 active listening E ! pheal B g B 8 S e 0
¢ Yes, the staff listened quite / . o . e - . -
1 (._.\JL\*‘ Al ug )h-l t.-lh \ 'I.d| da) ¢ am
reasonahly actively [:I Al B gt  AB sl I 1
2 s Yes, the staff listened actively D SEE - VL I P R 2
3 *  Yes, the staff listened very actively D TUREV | [RPRRT. TR TV [ JO% [, VLY 3
7
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; . Did the staff appear confident? [ } Tacdi S B g adl o cdbgall 4B 0a S
! ! s . - P N L. t 1. L |
| * No, the staff did not appear confident [:] | EO VI~ P WS NS LY VU R PR-TIPVTL S
Fi :
! *  Yes, the staff appeared quite / b, T J T T
[ ’ e Jada deids 7 1y a3 | g cand
| reasonably confident E “ i NI o B a8
| 4 . [ . -
! s Yes, the staff appeared confident D i Akl fpe Bl e cia gl b ax e :
s Yes, the staff appeared very confident D ‘ ki e L Byl o il gl gl ani e |
d..th List the names of staff interacted | | e il Sy iy gt S
I with: A
i o Mr/Ms. NO pare Taaq 1] iy adl e
i e Mr./Ms. o L2 Lo eedl e
![ s Mr./Ms, 3 Uil Ll . |
{ s Mr./Ms 4 ! il sl e I
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6.1 Staff Capability

i,

plBydia g 6.1

)

a. Did the staff frequently probe the nature of the
customer's needs?

? oS0 8k G 1 Shabidal Aapb (6 el i ) 43 Sa S

3 ] 1 Yes m a1 o3
0 2. No O M 2 0
If ‘No’, please specify your comments: RUIE SR IER R L §

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

o) Slalia) Tt ASd A glaey wili palt 43 06 o

3 1. Yes

a1 3

0 2. No

O/ X

x2 0

If ‘No’, please specify your comments:

na g 'I.:‘

) plads o8 sla ) |

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

2 526 s oilb (30 O G 3 Slabin) 4,5 b gall Flkid 4 S

customer without seeking the help of a colleague? L PR
3 1. Yes | a1 3
0 2. No O % 2 0

If ‘No’, please specify your camments:

INT: IF the Answer is YES , so the answer for Q
D should be Not Applicable

B clmk B e, o

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

ha y sloalt LU aliaa [US 05 ALY B padl plhand b &

3 1. Yes ] g 1 3
0 2. No O X 2 0
3 3- Not Applicable Sdey ¥ 3 3

If ‘No’, please specify your comments:

B gLy 8 7 IS

e. If the staff were unaware of the answertoa
particular query / queries, did they politely “ask
you to wait while they double-checked with the
system /[ a colleague”?

A A L [opma Jlpee o Ala¥1 e |08 il pal) 05 01V
g 3l dal faUA e A0 G ye 36 Jal e SN culels i ulhe

3 1. Yes O a1 3
0 2. No O 3 2 0
3 Not Applicable A Gy ¥ 3

if ‘No’, please specify your comments:

AL plad A5l ST
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6.2 Pmmw&mmm N Mw-'f""imm e
a. Overall, was the staff well-informed on Bank i D Ciledtd g Glaliey Alads Al i glae u&,—al _;.\! LI P _',S.L T
Dhofar's product and services? ! ‘ ¢ b S
i g [ * Notatall informed \ D J A0 e Sl gaa s e 0
f e Wellinformed on at least a quarter / a b 2 i) e W fans e R e |
I | few of the products and services H ; pomiad e B IR “F::_‘:'& """: * I 1
36l a5
discussed | ! i .
., e wellinformed on at least half of the | 0 ‘ A g Dl y il sl 2 B L e e 2
i products and services discussed ‘ PRI
* Well informed on at least three- . oo .
il e AT gi plosi AN WYY e Jas
3 quarters or more of the products and E oAl E} u“.L:L J.f il T ° 3
services discussed ot 2
b. List the details of the “main purpose of your visit” e S laaia 23y c-d_p o
{as per SECTION B); rate the staff on the level of Molazdll y Ziadialy jlaall Ad el d)“""" A ol gal) sy ady +(
“product / service knowledge” in this area: rddhaidlola b
- & il 5 5 Ty o 15
INT: LIST THE CODE FROM SECTION B. |
¢ ¢ No knowledge at all D DALY e adgY e 0
¢ Wellinformed on at least a quarter / a
- 4] laiiadl - | . 4 [
1 few of the products and services O Shasilly Shaiall e B e O ji.L:L ::I * 1
discussed a
2 ¢  Waell informed on at least half of the 0 5 o Dleslly Dt ciead e Y e sy e )
products and services discussed Lo
+  Wellinformed on at least three - .
Slaiidl pe 81 g gl ARG Y Lk ey e
3 quan:ters gr more of the products and E B 5 I Sl y 3
services discussed
¢. Did the staff attempt to “cross-sell” other products Cilasd p Sladial " ALY ™ G plll A glaey il galt 2 J4 &
and services? ? 5 oal
0 e Nocross selling at all ﬂ I o ol andl Adans adi ad @ 0
1 s Cross-selling after a ot of prompting | [] Sl G 500y LYl i Gl JE e 1
s (ross-selling after a little / some . . . - -
LT WP, | } 2! 1 Alans 23
2 prompting O = VI On il oy Aol gt lena 80 2
3 » Immediate cross-selling attempt D BUT RS W (I PV PRI B 3
d. Did the staff explain Why Bank Dhofar’s products

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

LI gpal U ol Slasd g Slalie 1L 7l ol pall o0 Ja4 8
Al o it e A e "l

3 1. Yes O a1, 3
0 2. No v | 2. 0
If ‘No’, pleasg specify your comments: ) 2Ly o8 Bla ;TS 1Y
"&f__dJ.J_r_\d':Mh Cl/w\ C&w{&m_mtk_czﬁg@mlﬁ
10
+ +




+

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

Siath 3 Siadie 8 A e ylaa” BAReY 4 ey B pall 23 A z |
Paluall Dhd Gl A dls 2L

INT: LIST THE CODE FROM SECTION B.

AP

S k] a0 RIS A iy

0 | e Noinformation at all [ Bl e Sagaa Y e 0
[ ¢ Information provided on at least a ! ! o C o - - i,
Al S gaal e LN fao Y !
1 quarter / a few of the products and El ! e "*d {f:‘ .J. \ ‘T; “’:— * 1
. i | \+-—,_L.A al ‘rul PP L R € VPR
services discussed
) » Information provided on at least half O Clailally Aatadl S paalt cdeald Y LB clee e i N
of the products and services discussed e ot A Zleadll
¢ information pravided on at least three Clasiedi e ASH g gL DG B o clae! e
3 quan:ters gr more of the products and E giiia 5 2 Saslly Cicpiialy dileidl 3
services discussed
3 s  Not Applicable Sy Y e 3
f. Information on relevant procedures, o faluall 3 daylall 4000y GlaTiaall y (Sis) el Ailde Sle gl r
documentation and follow-up methad?
INT: LIST THE CODE FROM SECTION 8. ot S ekl (a5l A5G A 1l
o * Noinformation at all D Elayl e Claglea Y @ o
+ Information provided on at least a P
m‘&h#*_ym‘l'Jﬁtﬂ““&sh} .
1 qual:ter/ _a few of the products and D Ryt HF‘CJL'J-&]‘J azial, 1
services discussed
; + Information provided on at least half D Dlatiahy il Sl glaall cieal BV e slac] @ o
of the products and services discussed e o A Slaaidly
, s Information prowdr_;d:n at I:ast threde E Slaglaadl e SS9 gL S W e sllac] @ 3
qual:ters qr more of the products an Latals (343“_; 21y il diaial
services discussed
3 « Not Applicable iy e
- Did the staff attempt to acquire more customer dal g sl Ailale 81 Cile plae 43 Al &) slaey CAB gl 2B J4
information so as to follow-up at the end of the visit? 3L A A Angliadly Sl
3 1. Yes 4 a1 3
0 2. No O 32, 0
If ‘No’, please specify your comments: “ab Loy ad gla ) MOS0
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7.1 Timeless b gl 7.1
1 a. Waiting time on entering the branch, before i o G gt (B palh pe Sala Ly g R Jsha 26 J-LE:..‘;} <y
| dealing with the frontline staff: 1 D Aait Al ge L5 [ ala¥ i)
’ — T
i : : ' - addal < gt nhaly
i INT: SPECIFY TIME IN MINUTES ! O ‘2 | s SN a2 g3t Saa r2aly
0 *  Qver 15 minutes | D 58215 e S5 » | 0
| 1 + 510 minutes ‘} D FE10-5 e — i
L2 e 3-5minutes E E. 53 2
3 = Under 3 minutes ] EETUILL I | 3

h. Did the customer feel like the queuing system
functioned properly?

Sma Sy ey wieal] A LRIV S O g A A e

i tem did not function at

0 . gill.IEUInB syste 1 uncti D Y1 o Jaay ¥ cheall 3 TYI A 0
s Queuing system functioned, but it ot i e a6 byl Gl e

1 worked with a few impediments D Bl o2 g USS9 Jots o 1

2 e Queuing system functioned and it 0 Jud O &gy Jamy iall 3 T U e 2
worked quite easily and efficiently oo

3 »  Queuing systemn functioned and it 0 Sl g Al L ppss Sty all B T UL e 3
worked very easily and efficiently Jwd

¢ Not applicable E Shiu Y e -

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

3 1 Ay i1 T Conr 1 55 oA AT g3 Oon Bl g
:ll i o)
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INT: SPECIFY TIME IN MINUTES: \ ’4—

AL aa 23 gl 2aa sdaly
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H. Additional Comments on Visit 15 P Aliaia) Adlay) Cila TRl .
(If any): oy )

l

&:n\ak_e, Hae wain Yenance Fastes.
< Pue meve Clasav s fouthe

o Provide WW

End of the Survey - Thank you very much....
B sa 184 — Glata) Al

G. TOTAL Branch Score
{Total unweighted branch score, summing all sections):

et Total Points Scored in this Total Points Allocated / -
|- Section | Parameter Under Evaluation - Area: ‘ Parameter
c Branch Presentation and Customer Facilities
D Greeting and Soft Skills of Staff
E Staff Capability, Knowledge and Cross-Selling
F Timeless
TOTAL SCORE
£ Al blii £ gaa £
H(aB S an 1 ill Aan jal) e B E gans)
Saladt fluseadall LIl P gages 1paakl (b Alpunall MAI § gagus T o AR o3 ) Jeladt pot]
Crga FIR ] I;IM'IJ E_)ﬁ'l tv-;u.!.’l‘a [}
Ol pall Do) g 3 1 50 &
<l gt r
B W) & ARk

13






