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Purpose of Visit

_ | Opening a Saving
1 or Current Account

| savinig scheme

‘Housing Loan

2.

General Enquiry relating to a
specific Product, Service
and/or Facility

INT: SELECT AS RELEVANT AND/OR
SPECIFY DETAILS OF
PRODUCT/SERVICE

Opening a Savings
or Current Account

Saving Scheme

Housing Lean

Car Loan

Educational Loan

Credit Cards

Personal Loan

Double your Salary
Offer

Youth & Student
Account
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“C. Branch Presentation and Customer G938 Radhal) Cllypadity ¢ il jpdhe ol
‘Facilities et ‘ : - -
. 4,1 Was Customer Parking instantly available for the e . . . .
: ? il wid 3 -
Mystery Shopper? ST UIE g IYR FRR TN g TP D
3 1. ‘fas Z m ‘ a1 3
: z Mo SHE i
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ii. Specify time taken to find parking:
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enirance was unclean;

l
4.2 Entrance to Building I sl N Jian 4.2
a. Wasthe Entrance Clean? | oLl aad) A8 A
3 1. Yes’ ? E a1 3
0 2. No a % 2 o |
If ‘No’, specify “Why / Describe how” the | SSUAE ey UL ia Al MBS0 gt DS ‘ l

b. Was the Entrance Convenient? | Plicide JALdl S8 0N
3 1. Yes E 1] 3
0 2. No Oi w2 0
If ‘No’, please specify “Why” the entrance was Dl Al S al MW a4 MIST algaldl SAS N
incanvenient:

4.3 -, - Cleanliness of Premises ..~ ™. - = _ ) ARG 4,3
Was the branch premises clean? Thd g AN e DS A
3 1. Yes E a1 3
0 2. No O] w2 0

If ‘No’, please specify “Why / Describe how”
o', please specify "Why / Describe how 5SS i g /L dia e e "HE et S 1
the premises was unclean: P
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“ 4.4 Branding Material
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a. Postars / Branding material present on doors, walls
and windows?

J;.J_l_'_h vt J.G-‘\...;._.A,L-j_m_i)._,l i

3 1. Y3s D axi 1 3
2 2. MNe & ST SR
If ‘Mz’ ciease specfy “gdattiora comm ol - '1__3.; lhaTal i 2 el LT el n 2L
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“Taove e Wo postess o
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' . Pamphlets, Leaflets and Brochures on display? ‘ S Iy D e Al A o
i \ , ) 1
\ 3 i 1. Yes ; E X axi 3
b | . M
i C | 2. No ] | w2| o |
; If ‘No’, please specify “acditional comments”, i SR Slaa i ra Tl e MU el IS L
| if any: i ‘Zitay
| i
i !
n i 1
fc. Branding material up-to-date? l Talin g et Ml B Ja O
B 1. Yes | 3
I
[ 0 2. No O x2| o0
If ‘Na’, please specify “additional comments”, A Slaa bt e ah ST gl RS
if any: ISy
| 4.5 PresentationofStaff - .- - - D R T - T J¥1- VW I
a. Were employees present at over 90% of the branch {91_;-; H.ud- s‘_u r-_,n..l B e (34 %090 Ja SIS 2wk 08 A, i
desks and counters? fda2il)
| 3 1. Yes O 1] 3
| o 2. No 4 %21 0
i If ‘No’, piease specify “additional comments”, S Al e M s Ml e JUHET Ll yell SIS
if any: e )
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bekwaa \O enflove es

&. Were all / almaost all of the staff neatly and
professionally dressed?
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3 1. Yes m pri 3
L
o 2. No O %2 0
N B . N " ‘;_| R Alea e Ay S e - g . |- 03
! If ‘No', please specify “additional comments”, AT e > =l L8
| o)

if any:

. €. Were allfalmost the entire staff wearing name

Talanis S1UE 5 gmaday (ol pall pliaa f S G A G

number of siaff not wearing name badges:
b li? g@ e &Qm t{_dg

badges?
3 1. Yes O 1|3
0 2. MNo & M2 0
If ‘No’, please speafy “the approximate el i pall e 000 sl daa el e ST aldl A0S 1D
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4.6

ATM and CDM machines

Skl Sy S i e § ) 4.8

H

a. Was the araa surrounding the ATM and CDM

=AM
g d
Timad e
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N .‘-,_‘,-Hu B! .;:'5-"' DA

mackines clean and presantgble? g
3 1 ves xR w t3
2. Ne ™ TSP
Caf N, pleasa sty TRy [ esinga naw e I hn e ialt a0 X

areoG Was Lrcean:

'
I
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_ . Were the ATM and COM machines functiorirg? 3 Toan A AN N el B gt oS o 1
3 | 1 ves | g it 3
o0 | 2. No | 32 0
‘} If ‘No’, please specify "the time at which at s 4t S 0SBy e aal e SRl S
1 which the ATM / CDM were nat functioning el g omag) Jead N gEt ey Y S e
L (and specify which machine, ATM or CDM): R V|
i
| . 1
c. Was there sufficient cooling in the ATM/CDM area? TATM/CDM adbia A 1o cifall pf 2,80 (8 A O
3 1. Yes A a1 l 3
0 |2 No ] M2 g
3 3. Notapplicable |} Guau¥ 3
If ‘No’, please specify “the time at which at T N R L VL
which the cooling was not functioning A S0 sl
-4.7 Branch Ambience and Facilities * 7", . T cikygedlly p AR JA1 glal 4.7 ]
a. Was the branch air-conditioning fully functional Tl y 2 (5 haay Al ) Sl S )
and sufficient? _
3 1. Yes 2 w1, 3 |
0 2. No O 2| o
If ‘No’, please specify “Additional comments / Jraal Cilaa il ana Sl S OIS Ll gall S
Describe haw it was insufficient: S A Bl Gl iy
b. Did the branch possess sufficient lighting? TS Splal £ S A 0
3 1. Yes B4 1|3
0 2. No O %2 0
if ‘No’, please specify “Additional comments / ‘ JAgis Zidas " aoa Al nh e STl gadl IS B
Describe how it was insufficient: R L TR NP S W |
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€. Oia:he customer have sufficient waiting sgaze /
sealnng area? ’

N
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3 100 Yes & au 3
Q 2 No O w20
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19°ND, mieare spety CAGditiona! comments - R A
, N g . [N R UL S =
Ceizroe now it was maufnident = )
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d. Did the custamer find it easy to foilow the signage
within the interiors of the branch, indicating different
counters/ work stations?
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Greeting and Soft Skills of Staff -

ol gall Sl jlgag A & |

' 5.1 Greeting of Customer

‘_,.L. -"-‘-**‘_)-“‘51 [

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

c N3 zrzatng/ asncwiedgement - [ ial a3 e -0

1 e Crestad nithiz L) minutes ofenier o D S el Ao L. W3 e T e 1

2 e Cregted aittin Sminutes of ertenny D ‘ e e aUE 54,".‘_-'. el a 2 —q‘
[— —_— |

3 e |mmeliaiz’, gre:ted on entaring 0. e s @z D e e

b, Did the staff either / or:

Cra_atl pimie odA b 38 A

a. Askfar rtre custamer’s name?

e S |

l
L
i
| b. Greet the customer by name?

¢ * o
Paal 53 ae paall e

¢ Yes, the customer was greeted by name,r

. ¥ ' . (IR . e e .
E T - SRy L P _)S_cAU:A.n..\._a»._._A-Jblig. 4 caxd

3
asked for his / her name P
i e Ng, the customer was not greeted by aand Ce laalfdad Slae laalhoua flah s 38
0 _ x| S 0
name / asked for his or her name gyl
Bib (6 el g 3 & PRI - |'L..-
c Did the staff ask, “How can | help you today?” - Tl S "'u’* ;" l:
and Probe the purpose of the customer’s visit? ‘ w
3 | 1. Yes, the staff did this bzl Ay i gl S0 e 3
0 | 2. No,staffdid not do this O Sy il yl i ol (S 2 0
d. Was the Mystery Shopper redirected on the Sl taldialial o sl AR fiadall g gl iE) O 0N D
basis of his / her needs?
3 1. Yes, he / she was redirected on the E el /it 1 (5) Jaal 4 i $2lat 30 o2 1 pnd 1 3

basis of his / her needs

2. {OR) The first staff member

oo el g LI 53 JgY) il il () 2

3 epFountereq probgd the nature of D Do foelas 403 Raa 3
visit and assister him / her

o | E:J:Sf:."fi:2:32‘255“‘*"°” O wmmmepmeniss | o

5.2 Soft Skills of Staff = LL R i il Sl e Tyt <o chpadl 4#4 CiB gl e 5.2
a. Were the staff courteous on the customer making u-""-‘ hae s 440 5 a_;LuAa--\ st B b gl S
his / her enquiry?

0 e No, the staff were not at all courteous D v - I A VM U L 0

1 . :zz,é::j;aff were quite / reasonably E S e A iyl I e 1

2 s Yes, the staff were courteous D G abga 8 e e 2

3 e Yes, the staff were very courteous E] . UL pad a8 e e 3
[ b. Did the staff demonstrate “active listening” on Sl ldin 't plkeal” kD pall gl A e

customer enquiry?

1

! e No, the staff did not demonstrate

] plaal CAD pall g ) (U
t ° active listening D sl ki pall s al . a
) *  Yes, the staff listened quite / . - .
1 ’ L.‘fb:‘ dan % uh X N, V23 cand
reasonably actively E Sia fal e By day s pal) el o cani 1
2 *  Yes, the staff listened actively O ETEW P - F VU T R PP S 2
3 | e Yes, the staff listened very actively D Lo e i A pall sl Gl can: e i3
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Did the staff appear confident? Tacdl e Bt e Bl 43 s

s N, tnestaff did not appear canficent SUOTHE PR P R S TE ST

# Ye: thestatf appeared guite /
raasanably confident

o J8A ekl e BiAl o anat g el e

e =L

* ¥as5 the 5137 appeared confident el e Epad Ll ia e e

100 &}

+ ras thestafl appeared very conficen: hmdd el WAL e Sl a el e

d. List the names of staff interacied e e
N M i N el -
with: ‘
o MM, Al maee  Tag f et e
o NrjMs. L 7 L el .
o Mr./Ms. 3 R TC
s Nr./ Ms, 3 PR AT .
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E. Staff Capability, Knowledge and Cross-Selling

AT gl Llee g 428 Rl (5 lean g il galt B0

6.1 Staff Capability |

cbgdl 38 61

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

TSl AR Lwld Zalhdaldagh e eadVs bl ad Ca

3 L Yes o o 3
AR St O ] co
NG, migase spec’s, L, 3Ur Lomments! Y GTTIN BRI EE

1 b. Did the staff actively atternpt to anticipate
customer needs?

€ Saial Fobe Aad Lyany ciBp 23 2

3| 1. Yes

a1 3

]

2. No

s 2 0

If 'No', please specify your commenis:

.il..‘.\ R A 1y rll'\i
P s a8 e 6 A8 1

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

18] 305 bata i D1 g G G B ianAa) AnD LAl all £l JA LD

customer without seeking the help of a colleague? Sadah
3 1. Yes | a1 3
0 2. No | 3 2 0

If ‘No’, please specify your comments:

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

T o oa 3 -
rl ) T 8 e SIS L

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

Chayshalt ALY sl [U8 0F ARY) LS gall Pl OB S

3 1. Yes ™ a1 3
0 2. No O %2 0
3 3- Not Applicable Bk Y 3 3

If ‘Nio’, please specify your comments:

L, pad 8 e S

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

A vhdge Aisd [ (e 8 Y e 100 LdB gl 05 & N
a3 301 aal [HBL e 4S5 e U Jab e UMY culgi e i

3 1. Yes ‘ D a1 3
0 2. No ' [ % 2 0
3 Not Applicable X ek Y 3

If ‘No’, please specify your comments:

) rlaal o Sl SIS Y
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, 6.2 Product Knowledge and Cross Seiling | Gl apall 3 il alialall 43 o 6.2
a. Overall, was the staff wefl-informed on Bank Saih ) Dadiie 230870 Aduka s yha ol pa! 8 S A SLE
Dhorar's aroduct and services? EEV-RE
c e Notat zllinformad D AWaY e Haymaet ai e J
e eiliniormes oroatieastaquartsr/ a ; . . v —.
) = s el e LAl S o Y :
1 few of the products and sarvices D T TR S IR e e e 1
giscussan : e
2 i e halinfrrmeccon Iat ieastnaif of e : D : PP G IR WL d.:,,_._ . 5
; orecducts and serycss ciseussed : ' L
s \Wellinfermed on gt least three- ! i s s G pine % .. '
! : % Rl Ul L E WL SR ;
3 i quarters or more of the groducts and . E } = '_-—'_‘n_ ) ‘| d“ *‘l‘- . | 3 i
' i ¢ ! [ ML NN AL
! services discussed : [ T ! i
b. List the details of the “main purpose of your visit” ARl A s L) ML e N g Rl Y g aE o |
|

(as per SECTION B); rate the staff on the level of

Chailt y iatlal

Salal A ad) 5 piid o il gl anily aby (<
adhlul ol A

“product / service knowledge” in this area:

i DWW S I PUNS
INT: LIST THE CODE FROM SECTION B. O cduc;l (e el o8 n o
: 1 _ \ooen ™
e *  No knowledge at all i D UL e Y e 0
¢ Wellinformed an at least a quarter / a ; il Chatidl e L fa Sy
bt | g il ' : las
] 1 few of the products and services D 4 oG "".L:I' :I—l * 1
i discussed =
! 2 * Wellinformed on at least half of the OJ A ety el edeal e BV e Jar e 2
products and services discussed PP e
e Wellinformed cn at least three i) e AST g ) R i
\_I‘A.I..A..‘ =3 -
3 quarters or more of the products and m ' = 2 EJQ . J‘: ‘,‘"ET * 3
sarvices discussed ks J
| ¢. Did the staff attempt to “cross-sel!” other products Chadd g iadial * ALLY A" o bl & jlay ol gl a4 O
and services? IPREY
0 *  Nocross selling at all E ALY e AlaY adl Gl dtal e 4]
1 s Cross-selling after a lot of prompting D S (O SRt S PR VES, LU WOV S 1
*  Cross-selling after a little / some .. . . '
| riFST v | ha) all Al '3 :
2 prompting [ S G SR g SaY) all Alany W3 e i 2
3 * Immediate cross-selling attempt D Sk e ! t._q.".l Ujay 3 3
. id th ff lai P
d. Didthe slta explain wry Bank Dh_ofar’s produc:c's A g il 2y et g ladie Vi £yl Cilh gl a3 &
and services possess a “Comparative advantage i ‘:;'ﬂ!' ke "aal
relative to competing banks? l | e i
3 1. Yes D ; PYEEE D l 3
0 2. No & X 2 0
1f‘Ne’, jleai specify your camments: i i s o Sl ) S
4 ey * P v L

o \oank
&)
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" e, Didthe staff attempt (0 provice “complete

infarmation” on Bank Dhaofar's products and
services, along with relevant literature?
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alaall L Ll v R AL
R :

i INT; LIST THE CODE FROM SECTION B.

P

DAl T G 4008, ol claly

@];Aco**'g ;"M

G | ¢ Noinformation at ai ' D : B e BV
f o infocrmatan grodidel oeogileasta f e e v C
I r P ' Adale s e R ,1_4 ,_,..1 e .
1 ) quarter / a faw of the products and D Do . 1
| . ! \f-.-*-_l:. 4_ ...u._...". —_—— ;
: services Iisgussed !
2 i e« InfarmgTonproizadon atieast nalf ] Cemlialy il Doyl el z“_g sl e 5
of the products and services discussad C Al
- i I
. r i rsyida t thr ! . Lo FENE R SURRN .
Infermation providad on at least three ‘ gt e S g B A0 B L eel e .
3 quarters or more of the products and E ' B T T T T I
. i j b——da el Ador Al H
services discussed 1 |
‘ T
3 s  Not Applicable | SauY e 3

f.  Information on relevant procedures,
documentation and follow-up method?

Tl D13 Aagial) Gy DTl 3 012Vl AT Zia saa T

INT: LIST THE CODE FROM SECTION B.

el Sy a0t A 8 12y

0 ¢+ Noinformation at all MYl e Slagaay e 0
¢ Information provided on at least a et .
Gl Sl ,.‘.1..‘ L—l..‘ e i Y ,-ﬂ' e
1 quarter / a few of the products and o I closl e 1

services discussed

o b= o

Lq_du ™ \.’" _u_;._‘_, —L:-JA-L

¢ Information pravided on at least half

Sadialy Alaial i glaalt Cheal (EYY P )

2 . | v il 2
of the products and services discussed WiBa 5 A haditt
¢ Information provided on at least three bei - ;
Cola el Pol gl A0 AN o slec] e
3 quarters or more of the products and on A8 g e < it 3

services discussed

I D_gti,

HL ("" q..ﬂ |_|L4.‘|a.-lj ~__|L:;...n.1-\.:

3 s  Not Applicable Gy Y e
g Did the staff attempt to acquire more customer ol G STl Alata ST Cile glae A3 jaa] & plaay B !l o5 6 F

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

5 b A A eyl WL

3 1. Yes

a1 3

0 2. No

mpd

L a

If ‘No', please specify your comments:

i plads oF elp TIAST 1Y

11



+ ‘ + +

F. Timeless : & < gl -C
7.1 Timeless i ! ol 7.1
3. Waiting time on entering the branch, before o risa ) LS ke Jaall G 8 0 ke se Al 23
dealing with the frontline staff: DAacal kb oS [ il Gl
INT: SPECIFY TINE IN MINUTES: o - JECCI IS JUSNII
5 o Jwer 153 minutes ] Lai1i A K e 0
1 e 510 minutes 3 ooz e 1
2 ¢« Z-Sminutas O i1 . 2
P3| s Under 3 minules ! g : ST L I 3

i b. Did the customer feel like the queuing system | ‘ . A ..
\ ‘ g (Sl haay wdaall ABINY Al Sl L Rl ol A,
functioned properly? ! ~ : vl p S SR A

L
i & Queuing system did not function at \ . \ ) i
! 0 all &Y | D : ke Lo et Y sl “'.! Al alal e | @
L | : :
l e Queuing system functioned, but it | Do e . ey . s |
1 A i Al 1y - |
' worked with a few impediments & O Gt s 2o 0y demy O i 1
l_ 2 s Queuing system functicned and it E] ol R A e g ! o ARDY i T e 5
i worked quite easily and efficiently aa
3 s Queuing system functioned and it D Ry Al A gy ety aall DY G e 3
worked very easily and efficiently J
* Notapplicable E REOST B -
c. Time taken for the “purpose of the customer’s visit L P P T U Al el e diSa ._.a_,.l
to be fulfilled once reaching the counter: " Laaal

INT: SPECIFY TIME IN MINUTES: B Gaea Bl saa sdal

n _;nME'r_guE_N Tom_ocassnmuesf‘

saaley
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H. Additional Cemments or Visit o i) aduay Sa e
fif any): ‘ (==l
= Prowvde Mee Chavw The Cualanosr .
= NoOmL gy T CUf van Jhe aAme 'f,a.s '
;"‘—W\f{/\ﬂ; Ovuim% Atalta tortne  Cundomam Lwie Whle |
el 5 Cvplovers g ! winbing 0n i |

L U J
End of the Survey - Thank you very much....
S 185 — et g
- For Office Use Only*.* T Tl qiCall JaN aladdud]
| G. TOTAL Branch Score
(Total unweighted branch score, summing all sections):
 Section Parameter Under Eﬁluatlon Total Points Scored il_l this Total Points Allocatec.ll
- Area: : Parameter
C Branch Presentation and Customer Facilities
D Greeting and Soft Skills of Staff
E Staff Capability, Knowledge and Cross-Seliing
F Timeless
~ TOTAL SCORE

(AR S pan of il dan pall e Ll £ pana)
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Jaladh fAgaaiidll A P gazes tanal) 3 Upnaal) B £ gare »_LSaN oy 5301 Jakad) auall
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O galt Sl e 3 g 1 &
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