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3. Branch City He%gg,l' el 3
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General Enquiry relating to a
specific Product, Service
and/or Facility

INT: SELECT AS RELEVANT AND/OR
SPECIFY DETAILS OF
PRODUCT/SERVICE
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4.1 Was Customer Parking instantly available for the
Mystery Shopper?

a0l B g AN Syl g b 41

3 1. Yes E a1 3
2. Na | % 2
. Specify: e
ii. Specify time taken to find parking: min. s iy ¥ AW i) 2 o
4.2 Entrance to Bullding K el A Jshad 4.2
a. Was the Entrance Clean? R Ly s s )
3 1. Yes K 1 3
0 2. No | 3 2 0
If ‘No’, specify “Why / Describe how™ the IS GAS ey /13" 20a MLl e STUET G gt SAS
entrance was unclean: el e Jaad

b. Was the Entrance Convenient?

Tl Jaad 05 b

3 1. Yes

1| 3

0 2. No

O

%82 0

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

i Jaadl K 2 T sam ¢ TS gl S 1

; R
W - B em-t - R T L 5
Was the branch premises clean? LB g Al e LS Ja
3 1. Yes Ed ~1| 3
0 2. No 3 w2 o

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

S " i g /LA daa b Cyac NG Ll yalh A8 1
gl e
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45 Branding Matestall: 85 Borhe e L [

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

T 4y el vl gV} I Ay ias hadle [ Clheale da gy 08 T

a Were employees preent at over 90% of the branch

3 1. Yes E a1 3
) 2. No O w2| o
If ‘No’, please specify “additional comments”, O il Sl e llad e UK el S
if any: Sy
b. Pamphlets, Leaflets and Brochures on display? £ 20y SIS s e 85 SN
3 1. Yes E a1 3
0 2. No O w2 o0
If ‘No’, please specify “additional comments”, Al il Cllaa i na Sl e SNET Gl galdl 1S
if any: any
c. Branding material up-to-date? ealaa &y jLadll cladall S ge J6 S
3 1. Yes B ~1| 3
0 2. No O 2| 0
If ‘No’, please specify “additional comments”, S Rl Slaa M daa Sliad e SIS G gad! S0
if any: Dy
¥

Taligey piSa sy il AB e i %90 on A5 22153 IS b I

desks and counters? faaadll
3 1. Yes E a1 3
0 2. No O 2w2| 0
If ‘No’, please specify “additional comments”, S sagdial Slaa Mt daa Al e ST L gall SAS 1D
if any; oy

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

Fertad iy (pebid (195 5y (il gal) plima £ JS 0US S0

if any:

3 1. Yes & 1|3
0 2. No | 2| o
.| ‘ll' '] .“.:] » LU ” Py ‘ll " I . ’
If ‘No’, please specify “additional comments”, S a2 2 o gl _f_‘:]
WDy

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

Cagilanly DL G gaaday (B gall piaa [ S (IS Ja

3 1. Yes

a1 3

0 2. No

i

xs 2 0

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

D ik pall i nalh aaa olliad e NS gl S L
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a. Was the area surrounding the ATM and CDM O g iyl 5 I B 1LYy N el B 54 ha-u-l :.J-‘M" S
machines cleon and presentable? L Y-
3 1 Yes B4 s 1|3
0 2. No O w2| 0
If ‘No’, please specify “Why / Describe how the SRS Gyl 3L sam Sllad S NS et KA
area was unclean; RV LY

b. Were the ATM and CDM machines functioning?

Toaal A1 £1a) g I il peall B gl SIS b o

3 1. Yes

pna

3

0 2. No

0O|&X

382

0

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

ek 00 LA e Sl e SIST il padh LS 030
NI R PO I TOR I PR P T L IRR LR (RPN
:(é.{l.m &1_\3‘2’1 A 4_1\!\

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

TATMICDM Gt & 5 ciridl g b 8 Ja Lo

3 1. Yes D pai 1 3

0 2. No O W21

3 3. Not applicable a Sulmis ¥ .3 3
If ‘No”, please specify “the time at which at A Laag ol g3 BN saa Hllad e MUST il gt SIS
which the cooling was not functioning S JEO Sl

Treane = no AL

a. Was the branch air- condmomng ful1y functlonal -

and sufficient?

4o ihe RTH

peconslt— F . Sitande fhe
l”aNJ"

mu,.\ﬂ.gs...d..,w,pm,s.nuua )

A E

3 1. Yes K 1| 3
0 2. No M 38 2 0
If ‘N¢’, please specify “Additional comments / FRCTCRRLAG TS, PLNTEREIEN SRR TS -='P-“ S
Describe how it was insufficient: eSS kS ia !

b. Did the branch possess sufficient lighting?

TS SrLly A ks b

3 1. Yes | 1| 3
0 2. No O W2 0
If 'No’, please specify “Additional comments / Fagdlal Claa St sia el Sa ST Gl paldl S8
Describe how it was insufficient: 2 S A S iay
5
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c. Did the customer have sufficient waiting space / S piadl ol Ga oS 33 [ I LAS Aalees Jraall S8 A S
seating area?

3 1. Yes %l 1| 3

0 2. No 1 B2 o

Sl Claa e ara Mlad eSS el S0

‘No” ify “Additional comments
If ‘No’, please specify c / RS 1S S ey

Describe how it was insufficient:

d. Did the customer find it easy to follow the signage - A i o L . .
| A JaN A g pall A 3114.1,‘....45_.;9‘5',,4 1 £ it .
within the interiors of the branch, indicating different 3 EAT RN - * & O andll g e

counters/ work stations? Fiaadt ity {ioitall) SR i 1 25

3 1. Yes a1 3

O

0 2. No y2| o

If ‘No’, please specify “Additional comments /

) —ia )y faodlal Cllaa " e SLd SN Ol el S 13
Describe how it was insufficient: 22 : - Rl
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5.1 Greeting of Customer

Lo g g 501 5,1

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

oA Al ghs g8 AL Feudall o o adllfaa i W3 A

0 T .

b. Did the staff either / or:

! No greeting / acknowledgement D i s 3V e 0

1 e Greeted within 10 minutes of entering | O REPEV U PECRVIY VE T [y ) EQNITORY-H ) |1

2 s Greeted within 5 minutes of entering | D wanll Jahy e A H JNA a1 e i 2

3 » Immediately greeted on entering | E Sman! Cpas pybeas Jl e 3
l

20! gdaly dBgall 4B Ja

a. Ask for the customer’'s name?

L IPYLUPRULENG W

b. Greet the customer by name?

Pl S0 ae Daadyia )y

e Yes, the customer was greeted by name /

JIW\}QLIAMIJSb@M#ﬁlgmLFE .

3 asked for his / her name D (PO 3
0 . No, the customer was not greeted by E aanl e Sl aly £ 4 - L VI TPVL FRURTENGA IPL TRV L G a
name / asked for his or her name Lgand )

A OF el g M0 gl Lol PP+ YR | d

c. Did the staff ask, “How can | help you today?” o i s ":,] dL“"’; L:
and Probe the purpose of the customer’s visit? ' -
3 1. Yes, the staff did this E Sy il gall 26 2l s 1 3
0 2. No, staff did not do this O ALy s gl aly o) 0382 0

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

Tglabialfdalial Ao sl ALD) §pdal) 4ga gl Bale) o5 6 &

1. Yes, he /she was redirected on the

3 basis of his / her needs

Walialfdalial A (;)JQA.JI A giaclet 30 a0l cpad 3

2. (OR) The first staff member

O el g G Al J N il gl it (1) 2

the basis of his / her needs

his / her enquiry?

3 e.nc.:ountereq probgd the nature of E Waclis foae Ly 5 o il ded 3
visit and assister hirm / her
0 3. No, he / she was not redirected on

Wla'dalfadlalial M a;m gl falel 35 50 38 3 0

. T “ . ...;' i ';.'-;g‘rr.ir' iv" LAt
=50 Ty T gmeT™™ N "
: "y .

i gt (S Ja

P ST L% v
O el B0 s S 5 » ki Vgal R

0 ¢ No, the staff were not at all courteous D N e R Gilipall 0% 808 e 0
*»  Yes, the staff were quite / reasonably . T, i .
Al AL alh (PR
! courteous » B g B0 iyl ol vl 1
2 ® Yes, the staff were courteous E G bl S A s e 2
3 *  Yes, the staff were very courteous O AL yad il pal) S Gl i e 3

b. Did the staff demonstrate “active listening” on
customer enquiry?

Tl LY " et sl Cilipall 4B JA

*  Ng, the staff did not demonstrate

| L‘ind‘ 1.55 \ A ‘\
0 active listening O e gl By a1 U e 0
*  Yes, the staff listened quite / e e .. . o
! | 4] wils gt bRl
! reasonably actively K Gias) Bup /U gle 43y ok il gt s S ol 1
2 ®  Yes, the staff listened actively D Lplay! wili palt et Gl cand 8 2
3 & Yes, the staff listened very actively D L D4 8 Gl galt ghual ol caai @ 3
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Did the staff appear confident? Sadi e Py Al o il ) g8 .

s No, the staff did not appear confident ki o B4l o e gl gelas IS e

¢ Yes, the staff appeared quite /

reasonably confident e S8y Al o B3 A g2 gl gl pni e

*  Yes, the staff appeared confident Aol Cpa B A fB gl gl can e

OO0 o0

e Yes, the staff appeared very confident ki e Ll By i o can gl gl el e

d. ) List the names of staff interacted e el Sy} gyt piamd S 2
with:

e Mr/Ms. Kraled B} Moama (Y| 1 Lol iwd e

e Mr /Ms. LI iy lald) e

e Mr./Ms, 3 Asulf ol e

e  Mr./Ms. 4 Aoaly ol e




6.1 Staff Capability

Culligal 3 5

+

T e Sy g0 Saial Kaph (F JlaakiesVly i gal) 4 A

6.1
i

a. Did the staff frequently probe the nature of the
customer's needs?
3 1. Yes B4 a1 3
0 2. No O a2 0
if ‘No’, please specify your comments: i s ab gl ) TUEY
b. Did the staff actively attempt to anticipate 2o iabtal  Fodest Aa & slaes cilh yalt ol Ja
customer needs? : :
3 1. Yes B4 ani 1 3
0 2. No . i 3 2 0
If ‘No’, ptease specify your comments: i Flads a8 Bla ) TSN 1Y
¢. Were the staff able to cater to the needs of the i 330 Loca il (93 Cpe G 3 Sk LEa) Ab b gl plaial 6 S
customer without seeking the help of a colleague? Tadka 3l
3 1. Yes X a1 3
0 2. No 'l 38 2 0
If ‘No’, please specify your comments: i Thadals o pla (ST 1N
INT: IF the Answer is YES , so the answer for Q
D should be Not Applicable
d. Were the staff able to answer all /f most of the '
questions posed? fda g jhalt ALY alina fUS 08 L) LB gall £l J4 O
3 1. Yes R i1 3
0 2. No a 38 2 0
3 3- Not Applicable Suhaiy ¥ 3 3
If ‘No’, please specify your comments: i rlials 28 sl DS 1
e. If the staff were unaware of the answerto a Ob shdpma dlical fme Jgea o el o |88 G gall 0% W13 1
particular query / queries, did they politely “ask a2kl dal JalBI e 4400 8 e 26U Jal e JURIYY" caylgts olia ilh
you to wait while they double-checked with the
system / a colleague”?
3 1. Yes I:I a1 3
0 2. No 04| 3 2 0
3  Not Applicable Gulady ¥ 3
If ‘No’, please specify your comments: & rlads o Bla )y SUST
the mz{ﬂ,.( waa ol loauc,
Yo el W dold we Ao“Corne
py e~ one week— amd may
Hineat o &)r flan to me
9
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Arii. "{‘I{'"‘\ -'"’_
#"“(5 LN fﬁﬁh’ -

a. Overall, was the staff well |nformed on Bank

uhhjuwmuuh".‘aauﬂ*m J.ﬂul.idl .‘..EVS.'-J 'I

Dhofar's product and services? oAb A
0 s  Notat all informed =N ALY Ll Glageaanl sl e | O
e Wellinformed on at least a quarter / a A
) ‘;" a i "I = - ]‘ . Ptl . 1_-k-<| 1 |
1 few of the products and services D 3 el Sa SR s e J‘I:'L "'"| * 1
discussed o
2 s wellinformed on at least half of the O P (R PRER PR EN P IR I RN PR
products and services discussed [Pt S 2
+ Wellinformed an at least three- .
Sladiadl e 8 gl gyl A Y e Wl
3 gquarters or more of the products and D ’ 8 ‘Ed“qfx JWI J‘ "T" * 3
services discussed & J

b. List the details of the “main purpose of your visit”
{as per SECTION B); rate the staff on the level of
“product / service knowledge” in this area:

‘.......'Lh“g'5J+L.S)"SJwﬂj\d@\“gM&‘i@#aj.y
Moladdd) y Sladialy  fadall Ak Al ¢ g™ o (pib gl wpdl Wiy (D
;K.’ah.i...ﬂo-’uvi

INT: LIST THE CODE FROM SECTION B.

Crgddd (o~

Sl o e LGS @ Ll

0 *  No knowledge at all | SALY! Ll Ay Y e 0
¢ Wellinformed on at least a quarter / a
Laaadl g Dladiall - |
1 few of the products and services I:] = 3= o Rl o j?‘,:h 'J": * 1
discussed \:
2 e wellinformed on at least half of the D P A Chandlly Slatial chead e BY) o pley e 2
products and services discussed g8
» Wellinformed an at least three . -
Slagadl e A8 g gl ) ARG E
3 quarters or more of the products and O i o A9 E‘ J‘fif'u,' f} .“'kj (,.1...1‘ * 3
services discussed * = 4

¢. Did the staff attempt to “cross-sell” other products Shadd g Sladiad " ALSY] aali® o pLAl A jass i gl o8 G4 O
and services? *s J;l

0 * Nocross selling at all E U e oYl ol Adag i ol e 0

1 « Cross-selling after a lot of prompting D St At e 000 g el anli leay 3 e 1

2 . g:,:::::g after a little f some D S ) oo T Sy Y ol Bl S5 0 9

3 * Immediate cross-selling attempt D SN e LaYl andl A gas i e 3

d. Did the staff explain Why Bank Dhofar’s products
and services possess a "Comparative advantage”
relative to competing banks?

ALl pat JUB L Clasd g Cilatia 1l cdB gl B Ja &
Phdliadh & il e 45 Jia " gt

3 1. Yes O a1 3
0 2. No | 32 0
If ‘No’, please specify your commenj U1 lads & Bl 118"
Ng,_Laﬁhu! A 1 ’//D auw 1o
10
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e. Did the staff attempt to provide “campiete
information” on Bank Dhofar's products and
services, along with relevant literature?

hadd g Sladle 8 TALAS Dla giaa” ke Y A ey B gall 43 4 7
Taluall ) LSS aa i oLl

INT: LIST THE CODE FROM SECTION B.

Gudd Cand

) (a0 A b aly

I gt b er s
0 e Noinformation at all : E =) Lo Dapaay . W 0
. Informatuonfprovufded on at {east ad i O A e pled) e AN fau) BV o sleci e .
1 quan:ter/é ew of the products an e O VRTINS
services discussed
) » Information provided on at least half | 0 Calially Alaidl Zla gaal i BV claci e 2
of the products and services discussed LS 3 A Ziesdlly
. ¢ Information prowdid:n at I:ast thrc;e D Gyt e RS0 g0 5L_ui & S sl e s
quat:ters or more o the products an L D el y et aid)
services discussed
3 *  Not Applicable Gy Y e 3
f. Information on relevant procedures, falaall D13 dadiall 400 g St aliamalt g 1Sl 3Vl Adiade Sl gl -

documentation and follow-up method?

INT: LIST THE CODE FROM SECTION B.

& peall (30 3 A4 48 12aly

0 +  No information at all E IALY! e Clagaay e 0
« Information provided on at least a el .
1 quarter/a f2w of the products and D el o ol o AN fa) SV e ;.'.;'-: ‘ 1
I T

services discussed F A 3 T

5 ¢ Information provided on at least half ] Sl Lkt Dl glaalt wiead Y1 o clac! @ 2
of the products and services discussed i dilie o3 AN leaadl

. ® Information provided on at least three Glagladll o S5 g gl 0 Y1 o dlhel
quarters or more of the products and D Wiia o5 1 sy Ciatialy i 3
services discussed & IR

3 e Not Applicable Gy Y @

Did the staff attempt to acquire more customer

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

Jab O gy Alae 3T e glas A3 aad U glaay il galt ol
5 a0 LS A dalaally pLalt

3 1. Yes (| a1 3
0 2. No % 2. 0

If ‘No’, please specip your comments: 2 plads A ela ST 13

¥
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f o we the ajda,;in.r Qi“
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7.1 Timeless

+

< gt 7.1

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

o O sal) CplBgall e Jalallh iy (p A Jgha e I i)

D Aasil) adlge o [ ala¥l il

INT: SPECIFY TIME IN MINUTES:

(9% VL U QA 1) RETE LS

[
0 = Over 15 minutes O 38015 e S e 0
1 e 5-10 minutes O U 10-5 e 1
L 2 e 3.5 minutes D VA VIS B 2
3 s Under 3 minutes E BB LW e B e 3

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

Taen J Sy el B DY SUS S Sl AS A

e  Queuing system did not function at

e Not applicable

0 all m B e Jaay ¥ call b DY H e 0
1 e Queuing system functioned, but it D gl s e Sy ey il 3T e 1
worked with a few impediments ’ T
2 s Queuing system functioned and it 0 Jlad S82 g A ggens Jaay Crall B UTY S ) e ,
worked quite easily and efficiently b
3 ¢ Queuing system functioned and it I:l S8k g Aals A gy Sy ! 3 URTYI plii d e 3
worked very easily and efficiently Juad

O

By e -

to be fulfilled once reaching the counter:

¢. Time taken for the “purpose of the customer’s visit

Oiga A Lpagl 56 Gl B L5 i 4pD" Jab (e JaSA cd gl &

T =
el PRTA]

INT: SPECIFY TIME IN MINUTES:

A G i gl Jda sdaly
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: H.
(If any):

Additional Comments on Visit

15000 Adladal) Adlay) Gl Shal)

A
(o )

Few chndd be o
\ s e \Oa/nj(./

Wmd‘w

End of the Survey - Thank you very much....

Ay 18—

‘ TOTAI. Branch Score
(Total unwenghted branch score, summing all sectlons)

O} Ay

i

Paruneterl.lndu Enluatlon

|+ Total Polnts Scored in this -

‘.-“'l'oranoimsAlhatedl ,::
ct.‘Areas o ot L pT : Parameter. - -

Branch Presentation and Customer Facilities

Greeting and Soft Skills of Staff

Staff Capability, Knowledge and Cross-Selling

F Timeless
RN Lot Ty I SRR o Lode
; " s ! = ' ' - - . > ",:.:‘." : S - N T
el “TOTALSCORE | CTEE R
) L Lo . o . RS " N o i ST

(PMY|J¢Q££JLUQA)¢1]};LM|tw)

£ Al bl £ yana

Jolall fAuaiadak LN £ gages -

Sl b Alpoaald BRI B gags

el

oY oy g Jdal

O 8 Al gl y £ R a &
Lopbl gall S Lge y iy 3N &

(Al At dglee y A3k ey dbgalt 3
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