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2b. Branch Area AL BC:(CMC{ ( No Va3 ON g Al adga 2
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specific Product, Service
and/or Facility

INT: SELECT AS RELEVANT AND/OR
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41 Was Customer Parking instlv available for the

Mystery Shopper? '
E 3 1 Yes ‘ O: a1 : 3
| 2 No g )
i ‘i, Specify: MM@: -
9] ‘ﬁ ’(\Ab \och : | i
i, Specify time taken ta find parking: in. | Xads e e A gl 2 |
1
4.2 Entrance to Bullding ol ) Jadalt 4,2
a. Was the Entrance Clean? Cliid sl oas A
3 1. Yes X 1 3 |
0 2. No 0| % 2 0

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

NS oy 1S e el e TUET L a E

R

b. Was the Entrance Convenient?

Taia Jaidll 38 A

3 1. Yes R Ail] 3
0 2. No 0 K2 0
If *No’, please specify “Why” the entrance was lelin Jaali S5 a0 ST 2aa ¢ ST o pall S U
inconvenient:
€5 Cleaniingss of Byenaises ¥ 7 200 5 B9, <V ] B ¥ A RES LR T A ALY
Was the branch premises clean? ik g il U.g.. oS A
3 1. Yes K 1] 3
0 2. No O w2 0
If ‘No’, please specify “Why / Describe how” S P i gl 3L 2 S e TRET gl AS 1
the premises was unclean: B ’ > ;.‘::_ ”.ul
Al e A
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|44  Branding Material

e -

R T el 4.4

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

031yl g 1 jaadt vl et u.:. ng ._.uj.r.

’—lLI.-d-l.‘.LJ.lJ j

i3 1. Yes & 1| 3
—
oo 2. No [ O W2 0
: If ‘No’, please specify “additional comments”, | ' Ml Siiaal s ollnd e S UST ._.U.;_l AR
: if any: | ﬁ
: : ! ]
: ; i
5 !
| ’ |
b. Pamphlets, Leaflets and Brochures on display? T il y S e e a3 A
3 1. Yes K mit| 3
0 2. No g 22| 0
if ‘No’, please specify “additional comments”, ' O MRl Slaa M e Sk e ST il gadl S 1
if any: ! SDidm g
c. Branding material up-to-date? falpta 4y jladll cladall dlys A S
3 1. Yes 74| w1 3
0 2. No | w2 0
If ‘No’, please specify “additional comments”, O igdical Dl sie Sliad e NS Ol gadl SIS L
if any: Dy

i
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a. Were employees present at over 30% of the branch

aihgny mbsiie sl A iige o0 %00 oo 28! 2l S b i

professionally dressed?

ey e oa bl (L0 Gl pal) pma /I8 IS A

desks and counters? T PRES
3 1. Yes E pad 1 3
0 2. No | X2 0
If ‘No’, please specify “additional comments”, OF el Sl sas Slns e ST ) gadl S 1A
if any: iy
b. Were all / almost ail of the staff neatly and

o

if any:

3 1. Yes %4 w1 3
0 2. No | 2| 0
X ‘n‘ al sl O . "o I[I I ‘n " — - ",
If ‘No’, please specify “additional comments”, O Tl Slaa et e T gl f_‘:'
. >3

¢. Were all/almost the entire staff wearing name

P aglniabs il Ll () gneday gkl palt aBa [ S S N

-

badges?
3 1. Yes 0 ~1| 3
0 2. No %] w2 0
If ‘No’, please specify “the approximate Sl padls pall o Sl anadl sna Sl e ST il pall IS
_{u‘mber of staff not wearing name badges: iy LS ey
Send erplavee eV e
ne ¥ DAY /fbx
. Ry '2 s NOME ’Gﬁg .
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4.6. ATMandCDMmachings -+ . I B E 3R plafy N1 el 3 362) 4.6
a. Was the area surrounding the ATM and CDM iy i 2R3 BNy ST b el B ) Bl S RS O i

machines clean and presentable? ﬁ ‘ T _gtaalt i
T T .

3 | 1. Yes 7 13

0o 2. No O W21 0 i

If ‘No’, please specify “Why / Describe how the -

. area was unclean:

CE U AE Gn R i diad s S et S8
Gl g S

a ol

b. Were the ATM and CDM machines functioning? ! : Coanl g5l £y A i jedll 3 gl SAS A
3 L Yes P [ i1l 3
No | w20 0

0 | 2.

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

a_)e.'n. u_,&?..

!_ny dia Slad e TSl gadl S 1
il al \l -l.,._-.;‘;" A—a:)ﬁys;mlf-_lmjjwj‘ul).ml
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€. Was there sufficient cooling in the ATM/CDM area?

SATM/CDM 4dhais A a Sl g 300 A8 O 05

3 |1 Yes P A1 3

0 2. No O B2 g

3 3. Not applicable O Gieby ¥ 3 3
If ‘No’, please specify “the time at which at i Jawy ol g3 2 1 dan ol e ST Ll galdh SIS0
which the cooling was not functioning 2 JE0 gl

a. Was the branch air- condltlonmg fully funct:onal -

o ety (.r".ﬂ'-“ Ui&*n t.-u Ja Ll

ISy s
and sufficient?
3 1 Yes e i 1|3
0 2. No M| w®2| 0

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

fragisl laadla o el e UUS" L gadl SIS 1

b. Did the branch possess sufficient lighting?

PGS Spludly AN pialy A

3 1. Yes

a1 3

] 2. No

a2 0

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

M) et saa Al e S el S 13
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! ¢. Did the customer have sufficient waiting space / j o Tomaalt e e oS 2oe ] URADK A8 datene Jpand S A D
seating area? ! :

3 1 Yes pT a1 { 3

0o 2. No O 2! o

[ Sidaa T 2aa Aad e RS i gt S

If ‘No’, please specify “Additional comments ;
P pecify / S8 S S ay ]

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?

1y B A JA1D A8 gun gl SEEW AL ppeas iy 2 g3 gl 8 N
Tarll (e p (nBSall) Wl g R il 2 3

T
3 11 Yes a1 3

OR

0 2. No v .2 0

If ‘Ng’, please specify “Additional comments /

_ _ _ i gy fAdal Sl aaa il S MNEY L paldl S 1
Describe how it was insufficient: I . A

AAS L5 N wa
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5.1 Greeting of Customer Ot SRy ey ilt 5, 1
!'a. Wasthe Mystery Shapper “promptly greeted / ‘ ‘ TE L Jalyas g8 AN Gedall e odalllfcya T a3 A
I acknowledged” on entering the branch? f : |
! a ! * Nogreeting / acknowledgement E ' i/ cua 9 e bo

: ) :

R S e Greeted within 10 minutes of entering ] el A e R0 DA s D e T |
; 2 : »  Greeted within S minutes of entering D arll CgAl e R H A a0 e 2
' 3 ' « |mmediately greeted on entering i EI ! Canl! gdas cdana 30 e 3
—

(oA sial il pal) B 6 o

| b. Did the staff either / or:

a. Askfor the customer’s name? I i € raal o e e i \
b. Greet the customer by name? ' Chad S0 pa Jpaaly oa )y ‘
3 s Yes, the customer was greeted by name / D PRV Wy LUV - L PV IOF) PRVETERg (- PVL S 3
asked for his / her name [y }
s No, the customer was not greeted by st e g by /a8 e Joaadl cwa il NS e |
0 ) ] S : 0
name / asked for his or her name gl )
A F e " Ta gl L ey K™ By e (A
c. Did the staff ask, “How can | help you today?” = 3 e - J: ‘,’L'.l‘? L:
and Probe the purpose of the customer’s visit? e
3 1. Yes, the staff did this E Ay il gall 25 a1 3
0 2. No, staff did not do this O ity ik gal) udy o 38 2 0
d. Was the Mystery Shopper redirected on the falaldiplial do sl AR Taadall 425 20el 23 Ja &
basis of his / her needs?
1. Yes, he /she was redirected on the
3 ' alfalaldal I u.u.ﬂ oo u.!‘.c-| 5oaal ¢
basis of his / her needs g e alial 1 3) # pei-1 3
2. {OR) The first staff member _ —
e Jraadl 4 N 53 W it (
3 encountered prabed the nature of D S , So¥! aa s () 2 3
. . . J.\c.L....,!'n.\c.L.._,aJLi)u__;_;a
visit and assister him / her
3. No, he/she was not redirected on \ .
malialfafalia) 0 aa 0l soled 34 o o3
0 the basis of hls/ her needs D Mol aRalial A Gl Sale o 3 0

R R LA T £ eh Iy
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.t s ‘-V - ] B S - _\_4-.5 ey NN
a. Were the staff c0urteous on the customer makmg T pand) 536 La g.ns u‘- -JL.A....'. ol il gt A8
his / her enquiry?
0 » No, the staff were not at all courteous D A e Bl il 8 WS e 0
*  Yes, the staff were quite / reasonably . P . -
’ i FE 1 \ - v ans
1 courteous O B [ala Ay Bl ST e o 1
2 *  Yes, the staff were courteous E Gl byt S s e 2
3 s Yes, the staff were very courteous D AL ol il pal! A8 2l ani @ 3
b. Did the staff demonstrate “active listening” on Tl i M ola) plkeot” i gal) Bl U6
customer enquiry?
* No, the staff did not demonstrate .
' | pideal wilh pall pgddy ol ¢
0 active listening O gl #ibal dBaa 4y 0 O3S e 0
*  Yes, the staff listened quite / e e e . .
1 ’ b A fad il palt | el 3T s ans
reasonably actively ol Ca) i flLpha Ay ly B g ol i s 0 1
2 *  Yes, the staff listened actively E Golal B gt sl 2kl cani @ 2
3 e Yes, the staff listened very actively D Al Cpe G il gl sl T caad e 3




Did the staff appear confident?

?L&y@ljuiukﬁﬁ\ﬁg,

r

i ® No, the staff did not appear confident : D ; il e Bl A ik gall g A VS @
b i ; I H ' . .
e eetaie] 0] e e s v
!{ *  Yes, the staff appeared confident } : il e By adl Jo o lilhgal 4k e
}r »  Yes, the staff appeared very confident | O il e Ll Bl e il gl gl a8
| d.' List the names of staff interacted § e Sl () ke pal) et S 2
I with: ! !
« Mr/Ms. No viewme (\he) 1 | LLi o edli .
e NMr./Ms. PO vhOuwe Q"( »)2 f Ll el e
s Mr. /Ms 3 0 NPT R
*  Mr./Ms. 4 | Laiil/ Sl e
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| 6-1 Staff Capability

cullh gl 3

6.1

! a. Did the staff frequently probe the nature of the | 7580 Lk Gl Shalia) Aapb (8 lealadly il gt a 06
1 customer's needs? 1 i
I3 1 Yes ™R | a1 i3
| o 12 No 0 w2 oo
| | 1f'NQ’, please specify your comments: | ! e ad el NS G
| |
]
: |
- . - . 1
b. Did the staff actively attempt to anticipate £ ) Chaia) et A0 2 aes i pall o A
customer needs? Foi
3 1. Yes O ani 1 3
0 2. No 1al 38 2 0
If 'No’, please specify your comments: ol mliagly o8 ela (ST 1Y)
e anstuer we .
¢.  Were the staff able to cater to the needs of the aaf a0 ts calla (93 (e g Silaitia) 4l i palt pladudt O8
customer without seeking the help of a colleague? i PR
3 1. Yes O a1 3
0 2. No X %5 2 0
If ‘No’, please specify your comments: ) el B e ST 1
(4
INT: IF the Answer is YES , so the answerddr Q
D should be Not Applicable
d. Woere the staff able to answer all / most of the ) o i
questions posed? , faa gl ALY ple [ OF La Y Gl gt £laiad 4 &
3 1. Yes m | a1 3
0 2. No (| ¥ 2 0
3 3- Not Applicable Gkl Y 3 3
If ‘No’, please specify your comments: i Ly A el S
e. If the staff were unaware of the answer to a A e Al o Jge e LY e 0l B gt 08 W3 13
) ) ' e LE
particular query / queries, did they politely “ask 3l daf fABI e 405 5 e 2800 Jal e DY culghy i wilb
you to wait while they double-checked with the
system /[ a colleague”?
3 1. Yes Bd axi 1 3
0 2. Na O 3 2 0
3 Not Applicable Sukaiy ¥ 3
If ‘No’, please specify your comments: O gy o la ST N
9
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6.2 Produdlnmwams.lllng

Mwﬂmm 162

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

uuAJuMmumoumuh,dl e 115‘) .‘m‘-US_u i

: Dhofar’'s product and services? . o Ll o
' 0 | e Not at all informed El | SUEY e Dlagleaan) i e Q ‘
| e Wellinformed on at least a quarter / a | Fniy i) e g e

S S few of the products and services : O I A e SV e "*"" ¢ 1

: | discussed i i

! , e Well informed on at least half of the ml A A hesdlty STl el e B e s e

! products and services discussed i ' PR 2

| .

i »  Well informed on at least three- . ber . i

! Satddl e A8 gl plhASNE Y e o

| 3 quarters or more of the products and E o4 &" - R v 3

. . . Pt YR .u ‘_‘.u ~_:La.};.|_,

services discussed
b. List the details of the “main purpose of your visit” oo {.r‘ o Las) MR 30 .,--yjl " Alale dady &.4_,, e

{as per SECTION B); rate the staff on the level of "Sladdlly Sladialy flaiadt 43 el d.;-l--u“ A5 O gl pplily e-'J ('-'
“oroduct / service knowledge” in this area: :ARhidl oin A

INT: LIST THE CODE FROM SECTION B.

&l G a0 G 8 5

o * No knowledge at ali |:| Syt e play Y e 0
e Wellinformed on at least a quarter / a .
“riardlly Ziladtal | : o
1 few of the products and services [:] = 23 o A s e "E‘{L:I: ”L‘: * 1
discussed o
2 »  Well informed on at least half of the ] A Zieaadl y Sl cias e Y o ey e 2
products and services discussed (PR LN
s Well informed on at least three ;
Slaiidl e a8l gl plyi A3 §
3 quarters or more of the products and | A Sl o o5l &2‘:3 Ji‘il :l; ‘dun ¢ 3
services discussed e 3

¢.  Did the staff attempt to “cross-sell” other products Giladd g ilatial " ALaY A o Bl A glacy viligall Bl Ja
and services? ¢ A

0 e Nocross selling at all & Ayl o Slal aall Ll Jdaal e 0

1 e Cross-selling after a lot of prompting | [] D lhdal) Cpe 80 g el ) Ay S5 @ 1

2 . 2:3:.:2::18 after a little / some D i o D g Y ol B oS o 2

3 e Immediate cross-selling attempt D Y VIR U I P L PR B 3

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

relative to competing banks?

ALY gyl B ) Cladd g lalie Yl ks Lilh pall o8 Ja &

TABU & pidh ae & i Al

3 1. Yes

a1 3

0] 2. No

X® 0O

B2 0

VE&I’ comments:

hY

If ‘No’, please specify
Lu__dJn |

S ey ke oS 1
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. e.  Did the staff attempt to provide “complete | Ciladid y Sialie G6 MAleS S gaa” i U glaay il gl 23 04 2 {
f information” on Bank Dhofar’s products and i fAlalt 01) Gl aa il O3 }
services, along with relevant literature? | ‘
. INT: LIST THE CODE FROM SECTION B. G anil] (e il Al A sitialy
o s  Noinformation at ail | f ANaY S SageaY e L0

¢+ Information provided ¢cn at least a

1 tl;.n.l..;u,.;a.\_m_- “'.'J-—A' & was ' . !
1 quarter / a few of the praducts and | D ; Ve "“L !r g "L v n 1
i .*._.! et B D el et st !
services discussed | : - ?
) » Information provided cn at least half | 0 : Tl Aald Sl yad dead ) oslac o w 5
: of the products and services discussed | i el el
r ; ; ‘
‘ Information provided on at least three | Co "
\ * Cilaglealt e A8 gl gL AME B e pline’ e
3 quarters ar more of the products and E e J‘s o EH o ul P | 3
} . Leieadida &0 A Diladal) y oThalian: ddlela)l
services discussed
3 +« Not Applicable O S 3
f. Information on relevant procedures, Falialt Sl Al Ry ClaTiewal) g ois] YL Lilate S giaa
documentation and follow-up method?

INT: LIST THE CODE FROM SECTION B. G k) (pe R AU T raly

» Information provided on at least a

1 quarter / a few of the products and
services discussed

» Information provided on at least half
of the products and services discussed

s Information provided on at least three

Al Sl gleadl e S fa; BY! e sllc! e
Al 2 Sleadly il

Zlatialls ddlaall S plead! vieal (8 e clae! e
Wllie 25 A lasalty

QL-MI_,.-_;&,\&UJM&?]L’SG;U:‘G‘ .

0%
0 s Noinformation at all D Ayl fo JlayasY  w o]
O
0
>

3 quafters qr more of the products and e g8 3 Ciasally ioadialy Adiaial 3
services discussed
3 s Not Applicable iy e
£ Did the staff attempt to acquire more customer Jab Ba G U Alate ST e gles 40 add d,t.u.. uh:,..n S8 0 F
informaticn so as to follow-up at the end of the visit? 3 L0 Al A Asulially Al
3 1. Yes axi 1 3

if ‘No’, please specify your comments: QA b 4 ela ) ST 1

O
0 2. No el w2, 0
o

s Only ek T askd
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7.1

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

P O 13 4T gk gh n ) Sl g o A i 16 BRI g ]
D Aasdd) Adl ga 8 f eV B

| INT: SPECIFY TIME IN MINUTES: & (3 LA : B caa i) a sy
: : ! ]
0 F e QOver 15 minutes ? D i G815 4 S5 e : 0 E
— : ‘
1 j ®  5-10 minutes | : 303:10-5 B
2 e 3-5 minutes | D | SA5-3 . i 2
3 e Under 3 minutes ﬁ! Fah W e F e 3

L

b. Did the customer fee! like the queuing system
functioned properly?

Caea Js Jany cheal) b IS AU b (g S s O

0 . gltlle-.xmg system did not function at E V1 e Jany ¥ il L AGTY R e 0
e Queuing systemn functioned, but it .. . . e e

1 gndl —deall Ladiy! audas

1 warked with a few impediments L1 | St o o 05 Sy o AN R e 1

2 *  Queuing system functioned and it D Jad S8 g A g Jary all ST G G e 2
worked quite easily and efficiently Leda

3 e Queuing system functioned and it D 8y AalD A gy bty il i) S e 3
worked very easily and efficiently Jad

e Not applicable D S e -

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

A ga A Qg g S g3l 30 5 chan 4D Jal fe 335 CA o

:u '. 3t

INT: SPECIFY TIME IN MINUTES:

P e g 3aa sdaly
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| H. Additional Comments on Visit : 13l 3l Allaiadl Adlay) il k) A
{lf any): (2 )

x he sXaff Leve wo
i?“"’”ﬁ thom wome 23

|
|

End of the Survey - Thank you very much....
S o83 — cladalt g

6. OTAL Branch Score
(Total unweighted branch scare, summing all sections):

S ‘“ Parameter Under Evaluation Total Points Scored in this ~ Total Points Allocated /
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

AN BRI Eyape  E
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(o gl S g 3 o 5301
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