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- .1 Wasalstomer Parking lnstantly milable for the
Mystery Shopper?
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a. Was the Entrance Clean? B Jasall sl O )
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If ‘Na’, specify “Why / Describe how” the JEAS oyl I3 22a Hlnd e SUOE" el S
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b. Was the Entrance Convenient?
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Was he branch premlses clean?
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If ‘No’, please specify “Why / Describe how"
the premises was unclean:
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a. Posters / Branding material present an doors wails
and windows?
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b. Pamphiets, Leaflets and Brochures on display?
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a. Were employees present at over 90% of the branch
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c. Branding material up-to-date? el 4y ladll Lot ol ge A D
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desks and counters? RN
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b. Were all / almost all of the staff neatly and
professionally dressed?
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¢. Were allfalmost the entire staff wearing name
badges?
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4.6 7 -, ATM and CDM machines >:. = -
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a. Was the area surrounding the ATM and COM

T
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[ machines clean and presentable? o gl '
[ 3 1 Yes 2y w13
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. If ‘No’, please specify “Why / Describe how the L QY. SN WP [k DAL PR RPN R CRRY |

| area was unclean: i e S

b. Were the ATM and CDM machines functioning?
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‘which the ATM / CDM were not functioning
{and specify which machine, ATM ar COM):
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3 1. Yes E a1 3
0 2. No O M2 0
If 'No’, please specify “the time at which at e agd SS o o T daa Al e IS L gall S D

(SN gl g I

€. Was there sufficient cooling in the ATM/CDM area?
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If ‘No’, please specify “the time at which at At Ly o3 30 280" daa Hlad G STl gadi RS 1S
which the cooling was nat functioning ba JE5 el
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a. Woas the branch air-conditioning fully functlonal TSy 1 s Jany il gl u,s.-.h S A
and sufficient?
3 1. Yes E pes 3
0 2. No | w2l o
If 'No’, please specify “Additional comments / Pt Slaa " aa Sllnd e NE el SIS 1
Describe how it was insufficient: o L ST W

b. Did the branch possess sufficient lighting?

TS Bolaaly £ il Alds A 0

Describe how it was insufficient:

3 1. Yes 2 1] 3
0 2. No D 58 2 0
If ‘No’, please specify “Additional comments / DAl Slaada" s Jlad g NE L gall SIS 1
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c.

Did the customer have sufficient waiting space /
seating area?
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d. Did the customer find it easy to follow the signage
within the interiors of the branch, indicating different
counters/ work stations?
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fdaalt Sial g {SlCall) O R i N Al 5

»

3 1. Yes [ ani 1 3
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Describe how it was insufficient: 6K 10 G
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5.1 Greeting of Customer

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

fE AL M alyda g8 ALY el o G alllfcaga St WS A

! « Nogreeting / acknowledgement

Gy e |

| »  Greeted within 10 minutes of entering
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Greeted within 5 minutes of entering
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+ |mmediately greeted on entering
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b. Did the staff either / or:
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a. Ask for the customer’s name?

el anl e S

|
I
1 b.

basis of his / her needs

Greet the customer by name? Tl 83 e Jtely a0
3 e Yes, the customer was greeted by name / D FUEPRF L W DR U VL, FRIEN . gt - PP 3
asked for his / her name : Ll
0 s No, the customer was not greeted by E o g ply /4wt 80 aa Jaelly a0 G0 W0 NS e 0
name / asked for his or her name Lgand ol
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c. Did the staff ask, “How can | help you today?” & 3 gl s iy A "':,n "!L‘j .;J; l:
and Probe the purpose of the customer’s visit? ' 7
3 1. VYes, the staff did this [ Ay i gl 2 an ] 3
0 2. No, staff did not do this | Al il gl o o 3K 2 l 0
d. Was the Mystery Shopper redirected on the Nalbialfilalial  Jo sl Al Jeedall 4yl diel S G
basis of his / her needs?
3 1. Yes, he / she was redirected on the D ot ia/aRaliint L1 (5) Jsanll 4 5 oted 55 38 cpni 1 3

2. (OR) The first staff member

e sl "q\_,.'nﬂ\_i;ﬁl Ja¥t il gall i l(Jl) 2

the basus ofh:s / her needs

Were the staff couneous on the customer making
his / her enquiry?

3 e'nf:ounterec.j probgd the nature of D Gl foxc ey 5l 3
visit and assister him / her
3. No, he / she was not redirected on ERPRERER l\,Jl ol Filel 35 138 3 0

0 ®*  No, the staff were not at all courteous D PRt 3 (PR T - TV T VI L) 0
s Yes, the staff were quite / reasonably . P, ] -
’ 4] ASLL Al Rl 3 cpad
1 courteous D B g Ay Bl a3 ) pai e 1
2 : *  Yes, the staff were courteous m dal byl S ) e e 2
3 * Yes, the staff were very courteous D AR gad il gl 8 A axi 3

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

Pl edBY ) plial™ AB pall B JA

* No, the staff did not demonstrate

P plial Ldb gall gday o (NS
0 active listening D il s sttty o * 0
s  Yes, the staff listened quite / " -u . s
’ b 4 “y g CAD galt ‘rlnd'l Frigyey
! reasonably actively D S  dBad g0 1
2 ¢ Yes, the staff listened actively O (gt B gl A i) ani @ 2
3 e Yes, the staff listened very actively m g G 5% B gt st il el W 3
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Did the staff appear confident?

Tk e (Bl g A0 e Lk gl gl A

No, the staff did not appear confident

EIA VNS TR S N W VS -V L S

Yes, the staff appeared quite /
reasonably confident

Joiaa Ji Al e By Al o Cilgall gl el e

Yes, the staff appeared confident

Ail e Bl Al o Gl pplipal e

Yes, the staff appeared very confident
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d. List the names of staff interacted g LS () gl piad LSH 2
with: —~ .

. M /Ms flmani X084 W At \OR Lol jadl e

e Mr./Ms. \ J Tadl/ it

e Mr. /Ms, ol Sadlt .

¢ Mr. /Ms, Louy ol e




6.1 Staff Capability

Sl gall § 6.1

]

TS IS5 G i) Waot O leskiesd Bl 63 b

|
|
'[

a. Did the staff frequently probe the nature of the !
customer's needs? i
1. Yes ‘ D a1 i 3
2. No X % 2 {0
if ‘No’, please specify your comments: i . ol Tk Al Bl RS T
she d@ ndk ol me al ! P Sl
b. Did the staff actively attempt to anticipate Ceipe sl Clabgal Jdy Al & yass cilb pu't 3 G o
customer needs? P 2
1. Yes E pei 4 3
2. No ] ) 0
If ‘No’, please specify your comments: Dl e o8 Gl SN 1
€. Were the staff able to cater to the needs of the daf Baoteis Gill g8 G g 3 Slaltal Al B gall p it 4
customer without seeking the help of a colieague? Toal
1. Yes E a1 3
2. No | 382 0
If 'No’, please specify your comments: i Ty ol ST 1
INT: IF the Answer i3 YES , so the answer for Q
D should be Not Appilicable
d. Were the staff able to answer all / most of the )
questions posed? i y shaall ALYl aBma [0S 0 AlaY) il padl plaid o &
1. Yes E a1 3
2. No O 3 2 0
3- Not Applicable Gy ¥ 3 3
If ‘No’, please specify your comments: REERY A PP NPT
e. [If the staff were unaware of the answer to a SA Adma Al fogaa Jlge o LY e el G yalt o o130
particular query / queries, did they politely “ask Pt 5l dal fadalll e AR5 5 e ashal af e JBIYIT caudess dlia ik
you to wait while they double-checked with the
system / a colleague”?
1. Yes O i 1 3
2. No . %S 2 0
Not Applicable K Gy Y 3
if ‘No’, please specify your comments: i Fhaads o3 Bl ST 1
g5
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6.2 WMNMNN

a. Overall, was the staff well-informed on Bank

l..au.\.\J—ﬂ.Luu‘-lk.u*.l‘.nuLl_’.‘.an—th.ﬂ‘ J.l]ussdh nfl&ds-:u 1

Dhofar’s product and services? : ¢ b 2,
1
0 e Not at all informed O LY e gl e 0O
' +« Wellinfarmed on at least a quarter / a !
. e \._.L:..ml | T
! 1 few of the praducts and services O ‘ = o il [ e “!,i f‘"r' ?"“‘ * 1
! discussed ! e
2 +« Wellinformed on at least half of the E] . & D Sealty Slatia) cieal e B9 S ala; e | 2
products and services discussed : [Wicha 1S9 |
+ Wellinformed on at least three- 1 bt e
Slaiidll | U TP v PRy (R
3 quarters or more of the products and m ‘ Shatial e S8 &1 i "':,l :‘L 'T' * 3
services discussed i !

b. tist 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:

P.JLI‘.,I‘;)AL.S)"aJQJUﬁJH ‘\"‘..:Ma‘\.u"fcd‘,ﬂ?lu
"QM\JMJM\M}.J Xy uk'Ud‘hJ‘J‘?ﬂ"”P’J (\_1

{NT: LIST THE CODE FROM SECTION B.

&l G M A 2l

ARhil l-ﬂvl
bogs

services discussed

0 +  No knowledge at all O SUeY! e dag ¥ e 0
* Well informed on at least a quarter / a
Slaall g Sladial 1 : ! ;
1 few of the products and services E e 2 e G “F] Jﬂ; "h "l:; * 1
discussed et
2 e well informed on at least half of the 0 A A Sleadlly latidl cieal e BYY Lo ol 2
products and services discussed Lgsilia
¢ Well informed on at least three .
Sladal e 8 b glol AN B !
3 quarters or more of the products and D ’ Gp ST L B e ol 3

Leililia o3 3 cilaaally

c. Did the staff attempt to “cross-sell” other products Chadd g Slatial " ALGY) apl™ o pLAL AL flas; Cilhgalt 48 Ja
and services? # g Al
0] s Nocross selling at all E Iyl e Al ol Ale aiy ol e o
1 = Cross-selling after a lot of prompting D S i) e 80y SuoYl sl Al 25 e 1
2 . Cross-se.llmg after a little / some D ) o AN dmy LYl Rl o5 2
prompting o
3 + Immediate cross-selling attempt D il e Slal adi a8 3

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

ALl gl B i) Gletd g Slatie 1A ¢yl B ) B8 G4
LBl o gigd) A &G i "R ppeadli

3 1. Yes

a1 3

0 2. No

X0

a2 0

If ‘No’, pleasespecufyyourco ments:
e Aidwnd wmalte M

(érquAM/ own

A5 Ly o8 oley S
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Did the staff attempt to provide “complete
infarmation” on Bank Dhofar's products and
services, along with relevant literature?

Dhadh § Dhadie B ALAS S g Sidec ¥ A ey il gall 53 4 x :
falall il Gt ga ik 2L

INT: UST THE CODE FROM SECTION B. WS OP > S amdll o a0 UG A3 1l
| . . . . .
o ¢  Noinformation at ail : I:I SNy e Jlapaey e .0
| e Information pravided on at least a (i e gias) S L) fas B e sl e 1
1 ; quarter / a few of the products and D F e d‘ o 1
i i . IR P o Slacdl g Tatiad
! ‘ services discussed
| 2 ' s Infarmatian provided on at least half = Sl Al Sy cheal B LR sz e 7
of the products and services discussed Waiilia & 2 Zilacilly
+ Information provided an at least three - e i b e g ?
i gl e ST g LT ARG B L clac! e i
3 quar:ters or more of the products and E i 5 Sty Salids Al | 3
services discussed i
3 Not Applicable Gy e | 3
f. Information on relevant procedures, faluall 213 dagiall A40R0 g Shaliesal) y ohp) 2T Allaie Sia glas 7
documentation and follow-up method?
INT: LIST THE CODE FROM SECTION B. ” PRV RO P FLUIP LR
T
0 e Noinformation at all D JoBY! e Slaghay e 0
+ Information provided on at least a aor oy . .
Wil e pleal! o Y faa; FY o slac! e
1 qual:ter / a few of the products and m i S Al iy sy 1
services discussed
2 e Information provided on at least half D hadiady Adaiall Sl el chess BV e slae] @ 2
of the products and services discussed aliie & A Slaaadly
» Information provided on at least three L. . ‘ ,
Cilagladt e A o gL A BN e olac] W
3 quarters or more of the products and D 3 miaal y et dlid 3
services discussed
3 * Not Applicable Gy Y e
8 Did the staff attempt to acquire more customer Ul O s ARlaTe ST il plae dd 11_,}.;..._. uh,.,t RS
information so as to follow-up at the end of the visit? 3,030 A A Al pldll
3 1. Yes O pri 1 3
0 2. No | %2, 0

If ‘No’, please specify your comments:
y o)
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7.1 Timeless ' b gh 7.1

' a. Waiting time on entering the branch, befare o S pall Gl gal) g Salalll Sy g il gds v JUBIN) Gy, |
‘ dealing with the frontline staff: DAl gl g e f el Jadl
‘ T
© INT: SPECIFY TIME IN MINUTES: | | i & S BRI s B ) 23 siay
b0 [ e QOver 15 minutes O } Gd115 e S e 0
i 1 e 5-10 minutes 54| ‘ Si8110-5 e | 1
2 e 3-5minutes O 353 e 2
| 3 *  Under 3 minutes D L LIV 3
b. Did the customer feel like the queuing system e . A _—
¢ Jer wiall sy Sl b ek Ja
functioned properly? e e (o Y plli O gD el Ja
0 . ;Teumg system did not function at D LY e Jamg ¥ sl i SIS e 0
+  Queuing system functioned, but it ball ] . C ..
s il Lay! Rl
1 worked with a few impediments D Fh Aol Lol oA AL . 1
) * Cueuing system functioned and it 0 Jd (80 g Al ppny Sy il 5 LEEY1 LS e 2
worked quite easily and efficiently Loas N
3 »  Queuing system functioned and it n Sl g Al A gy Sty il 3 LTI QL e 3
worked very easily and efficiently Jnd
* Not applicable E YN B -
c. Time taken for the “purpose of the customer’s visit a3 e A g gl 2 g3l 0 A5 cidh uE" Jal (e d8040 Gyl O
to be fulfilled once reaching the counter: M Aaadd)
INT: SPECIFY TIME IN MINUTES: \3 { IS s ) 332 1l

Sk
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i H. Additional Comments on Visit 130 0 Allnsall ALY o jThall 3
| (If any): (s )
[
|
|

End of the Survey - Thank you very much....
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G. TOTAL Branch Score
(Total unwenghted branch score, summing all sections):
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C Branch Presentation and Customer Facilities

o Greeting and Soft Skills of Staff

E Staff Capability, Knowledge and Cross-Selling

F Timeless

im0, TOTALSCORE ;
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