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Opening a Savings D
or Current Account

Saving Scheme

Housing Loan

General Enquiry relating to a o P Rk o plia Bl e luitil 2

. . Car Loan .

specific Product, Service Jagesi
and/or Facility Educational Loan 3| f gl pealil saa g uaddall ) laly
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4.1 Wumtomrhrklnglmhnﬂvmlhbhforﬂn
MysteryShopper? s .

21080 16 § s i go AN Jouded 299 00 4.1

3 1. Yes E | a1 | 3
t
2 No O w2
i.  Specify: s
il. Specify time taken to find parking: min. A ORI L R IV
‘4.2 - Entrance to Building il N Skl 4.2
a. Was the Entrance Clean? S Al oS e )
3 1 Yes E ani 1 3
0 2. No O % 2 0
If ‘No’, specify “Why / Describe how” the IS Al o ¢ /IS 2da allad e TS gt RS 1B
entrance was unclean: gl e Jaad

b. Was the Entrance Convenient?

abia Jhaall O Ja @

3 1. Yes

a1 3

0 2. No

O/

282 0

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

L
- -

Was the

“'h‘!-ql‘r“? K _"f'~ b ' L

branch premises clean'-'

il Jaadl oS ) A am ¢ RS gl S 13

3 1. Yes

0 2. No

O X

If ‘No’, please specify “Why / Describe how”
the premises was unclean:
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44 Branding Materlal T - iy 1 e g g fa g G € it v AP RCT 2  r  T il ke 4

a. Posters / Branding material present on doors, walls | 31y y 21 sall ol gl e Ay e Silede [ Cilieale 33 gy A L}
and windows? : .
3 1. Yes | 4 | aai 1l 3
0 2. No O X2 0
if ‘No’, please specify “additional comments”, | [ S Vel Slaa M san Alad e SIS el 8 0
if any: i j JRaILEN
b. Pampbhlets, Leaflets and Brochures on display? J T il y St o e AT A
3 1. Yes X i1l 3
0 2. No d 2| o0
If ‘No’, please specify “additional comments”, S del Siaa N saa Ml e SN Ol gall 80N
if any: iy
c. Branding material up-to-date? falan, a4y ladll Al 3 e JA L
3 1. Yes | amit| 3
0 2. No O B2 0
If ‘No’, please specify “additional comments”, O Al Cihatia” e 2lal e STUST L gadl S 1N
if any: P

L

"a. Were ployee prent \ ranch e.s UJ &‘ }‘ o= %90 Q‘ ‘ als Ja |
desks and counters? LTINER)
3 1. Yes D a1 3
0 2. No 024 s2| 0

If 'No’, please specify “additional comments”, O il Slka i dae Alnd e Y b galh A 1D

6% A 2 gm@g% WAL O WWan, Clgalta wh e 1\2,«9..4:%’
wet’ ety dsals

b. Were all / almost all of the staff nedtly Ind
professionally dressed?

St e el (gl (il gadt aliea /08 S O

3 1. Yes | il 3
0 2. No | w20 o
.“ ‘I." H 3 I -‘ A0 L] » !’ . ‘ll " v "
If ‘No’, please specify “additional comments”, S At ia Al e SIS gl {15 il
. iny
if any:
c. Were all/almost the entire staff wearing name ) e .
badge/s‘-' g faibandy LS (geiday (kD gall aBae [ JS S J D
3 1. Yes O 1| 3
0 2. No % w2l o
If 'No’, please specify “the approximate el il pall o AT Sl sna Alliad e JUET el IS

aumber of staff lnot wearing narr‘e badges: I ey DA gy Y
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£6 .. ‘ATMand COM machines © "~ < .\ - " ..

§ Tl
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a. Was the area surrounding the ATM and CDM

C,_a_,a..‘,m‘;.zu|&uﬁ1‘,qﬂl ) ucal) 5 gl Zuanadt SLC) S S

machines clean and presentable? T Bl
3 1. Yes X w13
0 2. No | w2/ 0

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

8 TS ey 1 caa Al e S Ll

Lk
bl e IS

b. Were the ATM and CDM machines functioning?

S0l AN £y T b pealt 3 gl S 6

3 1. Yes

1] 3

0 2. No

Ol

a2 a

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

dal ad K0 A0 N S saa Sl e ST Ll gadt S
i peall Glea gl ag) Jend Y ekl g1aiy N1 peal!
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€. Was there sufficient cooling in the ATM/CDM area?

TATM/CDM ailuie A ya L8l ) 3,000 S b oo

3 1. Yes O 11 3

0o |2 No O X2

3 3. Not applicable b7 Sky¥ 3| 3
If ‘No’, please specify “the time at which at A Ly ol g3l 0 ua Al Sya UHET et S 1Y
which the coolin was not functionin B B S

ATM macheywn L §

e bmloliva
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a. Wasthe branch alr-condltlonmg fully functlonal
and sufficient?

*'uiSde&-uJ«aq-ﬂx-"‘-Hs--“ LAS Ja

3 1. Yes

a1 3

0 2. No

a8 2

o

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

M) Sl saa Alial e NS wal galdl S 1A
o -
S S ol kS i

h. Did the branch possess sufficient lighting?

A el £ AN gy Jb Lo

3 1. Yes

pad 1 3

0 2. No

i

a8 2 o)

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

Fragilial Slaa M saa llisd e ST el 1S
S K B s aayl
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¢. Did the customer have sufficient waiting space / ‘ Toagall Blia Ha S 20 f URIDL A4S Aatss Jpaeld S U6 S
seating area? !
3 1. Yes D \ a1 3
T
0 2. No X 32 0
. L 1 M) idaatle soa Al e NS gl SIS 12
If ‘No’, please specify “Additional comments / i S 1S A i ia g

_m\e how it was mwﬂ:cnent

W’\W (/\Ja._u V\oJ

d. Did the customer find it easy to follow the signage A £k Sl i gyl SIS o o g Fliad Ja &

within the interiors of the branch, indicating different Chaal) ¢ty (Sl ol A a3
counters/ work stations? ) ’
3 1. Yes O axi 1 3
0 2. No 2] Yy2| o0
if ‘No’, piease spacify “Additional comments / heasf 5 fagia] ClBad" s il e THS" il galt S 13

Describe how i insufficient: g . . .
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5.1 Greeting of Customer

Sk w0 5.1

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

TE Al L Algas b AR Gauddl o odailfoaa i 20 A

¢ No greeting / acknowledgement

o a3 e

+ Greeted within 10 minutes of entering

Spandl Jpda e 310 A a0 e

Greeted within 5 minutes of entering

0
1
2 .
3

s immediately greeted on entering

X|O0O0

0
1
panll Uga3 e RS VA e dll e 2
3

Jaanl Jeds cius gl e

b. Did the staff either / or:

T oAl gaals il eadt BB 8

a. Ask for the customer’s name?

¢ baall o e Jh

b. Greet the customer by name?

°wl‘)SJ¢‘L;£‘ML\A1)u

s Yes, the customer was greeted by name /

J1m1;F.JLu/W|)SJ¢4M~_g;Jﬂ|r‘:AH‘rn_ -

3 asked for his / her name E Lganl 3
0 *  No, the customer was not greeted by D e T ol f el S5 ae Juaaly can il 5 0380 . 0
name / asked for his or her name Lgasst
i CE kbl g M0yt '.......‘rus.q" LS il J
c. Did the staff ask, “How can | help you today?” e 3 iash e s “‘h":‘ dL'] nd; JL:
and Probe the purpose of the customer’s visit? )
3 1. Yes, the staff did this i Sy o galt o5 5 a1 3
0 2. No, staff did not do this D TR AT P T o

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

Nalfalfaialial e #ly AL Geudall 4055080 10 a0

1. Yes, he / she was redirected on the

3 basis of his / her needs

aliai/afalial M (3)sanll 4 5 3l 5 2 (gl 1 3

2. (OR) The first staff member

OF hpaalt 4 S 31 W) il gall it (312

the basis of his / her needs

e

a. Were the staff courteous on the customer making
his / her enquiry?

3 e.n‘counteretfi probgd the nature of D Whielos fre by 5 5l A 3
visit and assister him / her B
0 3. No, he / she was not redirected on D il liat Ll skt 35 0 036 3 0

vl

eakical (520 8a) Uil gl oS 30 1

2 aall 530 s AghsS O 0

0 * No, the staff were not at all courteous D Y e R ciB gt 8 Al BS e 0
*  Yes, the staff were quite / reasonably . PR .
a i ol las sl aa
1 courteous | Bua [Alpda BLL il e il el e 1
2 *  Yes, the staff were courteous E_ il ingadl S i vaai e 2
3 *  Yes, the staff were very courteous D AL 5ol il gl S Gl cani 3

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

T lpall Jhaddin¥ el 5l B gl Bl 8 o

* No, the staff did not demonstrate

bl i ‘
° active listening O g sliaal ciipall 4By ol S @ 0
*  Yes, the staff listened quite / . P . . .
\ LY \ canl
1 reasonably actively D Gah g Al phe Ay ey B gl et 3 cpai e 1
2 *  Yes, the staff listened actively E Colag! wilhpalt gl il cpai @ 2
3 e Yes, the staff listened very actively O L) a8 A gall st dil cani @ 3
7
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C.

Did the staff appear confident?

LW U PR I S N | VS - T

[+

No, the staff did not appear confident

ki e g A i i ey 1S

Yes, the staff appeared quite /
reasonably confident

Jataa JE by ik a By 451 g i gl g gl

OO0 & |0

e Yes, the staff appeared confident daddi e (Bl Al e i gl g e w
: ®  Yes, the staff appeared very confident Ail s Ll Bl e bl gl cani e
f - -
d.. " List the names of staff interacted e Elalal () ks gall e SHH
with:

\ Al il

Mr/vs. A NAME, (

Mr. / Ms.

Lalallf Jalall

Mr. / Ms.

Loy

Mr. / Ms.

Bl

alalil Lol
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6.1 Staff Capabllity (uiligal 8 63

a. Did the staff frequently probe the nature of the 0085 00 (g 0 Slalyial dad 06 ety il pall 43 b
customer’s needs?

3 1. Yes A axi 1 3
0 2. No [l %82 0
If ‘No’, please specify your comments: "l 2l o Bl NS N
b. Did the staff actively attempt to anticipate €2 ) Ckaial (Jine Alad Al slaay il gl o8 b
customer needs? j
3 1 Yes & pai 1 3
0 2. No Ll 38 2 0
If ‘No’, please specify your iomments: i ey o8 Bla ST 1)
Knows OJe W Canr f o 2 o
c. Were the staff able to cater to the needs of the af Baslon quth (g3 O Gge sl Slalal 40 Gl et plid J4 S
customer without seeking the help of a colleague? T2 3l
3 1. Yes E a1 3
0 2. No n 38 2 0
if ‘No’, please specify your comments: i Al A bl ST I
INT: IF the Answer is YES , so the answer for Q
D should be Not Applicable
d. Were the staff able to answer all / most of the L i
questions posed? fha g hall ALY ala [JS (6 AdaY) il gl pllial A &
3 1. Yes B4 pai 1 3
0 2. No O 3 2 0
3 3- Not Applicable Gy ¥ 3 3
if ‘No”, please specify your comments: il Pl o8 Sla DS 1)

e. If the staff were unaware of the answer to a O Agme ALl foaa Qe e e e 1 b ) o8 a0 0 g
particular query / queries, did they politely “ask 93k 1 2ad [l e 450 5 e SN Jaf (e SUBIYI™ Gyl dia wilb
you to wait while they double-checked with the
system / a colleague”?

3 1. Yes a pai 1 3
0 2. No O 3.2 0
3 Not Applicable ) 4 Seaip ¥ 3
If ‘No’, please specify your comments: i rlady o ela ) MU )
9
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a.

Crverall was the staff well mformed on Bank

A
..th_,u.ll.‘h.uu ailadis u‘.nuh"h.nuh_’.ul-g.hduul .t.-ﬁ_}s...:a\

Dhofar’s product and services? £ B Ly
C « Not at all informed l D S e lagaaagd yul e y
* Wellinformed on at least a quarter / a \ . L S e B e
~ Clads ._u_'n.l...-.. 3 ; Y [ ]
1 few of the products and services D : ? oIt JL:'E ,..._1 1
discussed | Hr
2 » Wellinformed on at least half of the D £ B Slasaly Slatidl cdeai e Y o e 2
products and services discussed ; PR
« well infermed on at least three- i - -
Sl e JA8H gb gl AR Y e ales
3 guarters or more of the products and E = o9 ey S e 3

services discussed

GilBlie o A lesilly

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:

il A g LS) ":JL,_,u‘_,,._,..,n Do Leaie Y Ay pd o
"'M‘JQMM|M}AJ\ GJ""""‘"(;"‘{.B&J‘!‘&LAJ (\_l
uh...dll-ll,‘,!

INT: LIST THE CODE FROM SECTION B.

L

S paddll a Ja ) 4G 4 1 laly

Cov Loan

0 e No knowledge at all O LY Ll A Y e 0
+  Wellinformed on at least a quarter / a
\;ﬁ 3 = II - - l‘ - ‘ . <I
1 few of the products and services D == O i fs o j?h"k :I_ﬂ"‘; * 1
discussed '“
2 e Well informed on at least half of the 0 o Al Cilaaall g Slatial vhead e Y e Ay e )
products and services discussed [Ptk
+ Wellinformed on at least three . -
Gladiadl e 81 o gl A2NE S8
3 quarters or more of the products and E wial e S &Zf QL'. Ji‘i “'h ‘J“ * 3
. . Lq.l.j.u ad \'.J! \_;u_iﬂlj
services discussed
¢.  Did the staff attempt to “cross-sell” other products Shasd g Sladiad * AlaYl Al o sl & glag il gall B3 8
and services? LRy
0 *  Nocross selling at all m ALY e i) anll ey ady ol @ 0
1 s Cross-selting after a lot of prompting D Oyl a8 3y Syl i hany s @ 1
e (Cross-selling after a little / some . . . .
2 i [ A 1 abang a3 2
2 prompting U = 1 On iy 2! ol Blans oG 0
3 ¢ Immediate cross-selling attemnpt D il fe Al i Uglag i e 3
d. Did the staff explain Why Bank Dhofar’s products P N ) - . .
Loy LA Sl Claad y Sladia b Ly Cib gal) 2 -
and services possess a “Comparative advantage” Rl ’ 3= Cods sl ol a5

relative to competing banks?

AUl & il e 450 Al

3

1. Yes

a1 3

0

KO

2 0

specnfy your comments:

Ma;

If No’, ple
I <)

| obc.d( )&n‘s \ssu

2.
S s
/
A L

AT s 2 Fhay " 1

10
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e. Did the staff attempt to provide “complete . Silad y Sladie J6 AL Cile ylaa” itk f L gl vilh galt 28 Ja 1z
information” on Bank Dhofar’s products and | falall bl Slagilh g Uik J
services, along with relevant literature?
INT: LIST THE CODE FROM SECTION B. ol | (¢ [oalf\ R UV AR E BLL JIORY
0 ¢« Noinformation at all 1] D OB Ll SlapasY e 0
¢ Information provided on at least 2 -
FAR LI PR | | ;
1 quarter / a few of the products and D = WIZ:.M ’r'u “'ﬂf"j° secl e 1
services discussed = 4
2 » |nformation provided on at least half | n CiaTially AilaTall i plaall cdead Y o clac! e 2
of the products and services discussed Lgiiiia oo A \_M_s.'u
s« Information provided on at least three i Cean
2 - I g et } st
3 quarters or more of the products and B H)Lul" .‘.{;J‘s“:“ E‘J ?df y,"f“c“ ‘ 3
services discussed & T
3 s Mot Applicable LINTD Y 3
f. Information on relevant procedures, faluall O3 dayliall 450 g Shafiuall g oiSle) YL Aliade Sla gl 7
documentation and follow-up method?
INT: LIST THE CODE FROM SECTION B. nl C;D\f EPR IV SR FL K PN
y-3-a
1
0 * No information at all D oY e Slagleay e 0
« Information provided on at least a -
azlaiall i ladd JaZaN \ slhc!
1 guarter / a few of the products and D - ,‘.t_. v‘{‘&‘j Jﬁn "h K ’ 1
services discussed s 3 '
5 * Information provided on at least half 0 Chatially Aladdl e glaalt Lieal Y o sllac! o 5
of the products and services discussed el o5 A laadll
+ Information provided on at least three . - .
Slaglaall e Ash o g0 308 B ey
3 quarters or more of the products and | [>{ M_ ,i)‘:m i“} 1 i‘? _."'bn oy i * 3
services discussed ¢ T
3 ¢ Not Applicable LTV Y
g Did the staff attempt to acquire more customer Jab G Gl Ailala ST il glas 43 el AL glaey kB gall a3 ¥
information so as to follow-up at the end of the visit? TN Al b Aiay SN
3 1. Yes D po L 3
0 2. No K %2 0
If ‘No’, plegse specify your conents: L) pldaly a8 ela UST
&E d“j A Qi e S & gﬂ%
0‘&%}1 O a)gauf vl |
11
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7.1 Timeless a7l
a. Waiting time on entering the branch, before * o Ot gall Cpdl palt g Jaladll Ly Bl deha e S iy,
dealing with the frontline staff: | 2 Aasil) adiga o f el hdd)
’
INT: SPECIFY TIME IN MINUTES: D 5 PANS : B aena 1 a2l
1
0 | e Over 15 minutes i O 44215 4 S e i
1 *  5-10 minutes E HE10-5 - 1
2 e 3.5 minutes D 353 e 2
3 e Under 3 minutes O FL LW e F e 3
b. Did the customer feel like the queuing system o s . . C e .
fryaa Joi iduall WYY RS ol g 3 .
functioned properly? dese o SN 1B G G pE b
0 . ;Teumg systemn did nat function at D S e aa Y el 3 Ui i 0
* Queuing system functioned, but it d el . il b Lhay s -
ial YA ) 1
1 worked with a few impediments E sl s g L9 s oSSR
, + Queuing system functioned and it ] Jad J8L g 4 gy ooty sl 5 JBEY) ) e 2
worked quite easily and efficiently L,
¢ Queuing system functioned and it Ot g As U gy Jamy il i jlianyl Qi ) e
3 ) ) O : 3
worked very easily and efficiently et
*» Notapplicable D Sy Y e -
c. Time taken for the “purpose of the customer's visit 231 ge ) dpeagll S0 Gyga i B L5 bk ApE” Jal (e JATI Cﬁ:r“ o
to be fulfilled once reaching the counter: M Aaaddl
INT: SPECIFY TIME IN MINUTES: ? O | wminy SR Caan i gl 22a sl

T
o
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H. Additional Comments on Visit 8 3l Adladiall 4 4LaY1 Cla il .
(if any): (s )
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End of the Survey - Thank you very much....
e 185 — chau Aty

. TDTAL Branch Score

(Total unwelghted branch score, summing all sections):
ey PN TR Tml’dnuswmﬂis TotalPollttsAlloeatad{
rSeclicm ~ PmcterUMerEvaluaﬁon ,‘_,.;I_:-_ SR S Arems “ 7 parameter . -
c Branch Presentation and Customer Facilities
D Greeting and Soft Skills of Staff
E Staff Capability, Knowledge and Cross-Selling
F Timeless
- L . "
il " TOTALSCORE -
£ Al Bl g pana £
_ &uy‘Lﬁe;c&ﬂMA‘ﬁLhm&w)
i el Aetradodl JAEN £ gages }Mmgw : okt ody gdl) Jala¥ | el -
Gl Ay COp Tl g AN apais &
CoB gall Sl e g caga <
vﬂ.ﬁ?\bﬂ\@&,dﬂj;&ﬂ1;ﬂ d
il gl C
SRt SRR ) Bl & gags
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