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a. Was the area surrounding the ATM and cDM
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b. Were the ATM and CDM machines functioning?
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If ‘No’, please specify “the time at which at
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If ‘No’, please specify “Additional comments /
Describe how it was insufficient:
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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?
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d. Was the Mystery Shopper redirected on the
basis of his / her needs?
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the bsis of his / her needs
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I c. Did the staff appear confident? Thdii o Bpadl o Cib gl 4l 4 D
¢« No, the staff did not appear confident D daki e By ASE e il gl gy a NS e ;
e Yes, the staff appeared quite / Via s Y - " . . l
e > m - ‘ *J‘ v 1. |l| 1 ' 1
reasonably confident e On Fhy e By ek e }
‘ | * Yes, the staff appeared confident D ki e Bl Al o il gn el e
. 1
| e Yes, the staff appeared very confident D | Ak cpa lald Wy adt Jo Cihgall 4o cpal e
cl.. List the names of staff interacted i i et ) gt pians] S
with: i
« Mr./Ms. ANJO ham\e 1 Lo sl .
o Mr./Ms. - J 2 | FIRYERET I
s Mr./Ms byl Balilf sl .
s Mr/Ms. | 4 | AL/l e




6.1 Staff Capablility
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a. Did the staff frequently probe the nature of the
customer's needs?
3 1 Yes b e 1 b3
o |2 No O w20
i If 'No’, please specify your comments: A i o e TET N !
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if ‘No’, please specify your comments: abl lialy af pla 271
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you to wait while they double-checked with the
system / a colleague”?
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| a. Overall was the staff well mformed on Bank
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| Dhofar's product and services? LT-J0H
|0 *  Not at all informed D ' SULY e Tlaghaadnd e 0
¥
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: fasa! g Ciadiall e AN Ao - l"y'.
I 1 few of the products and services ! Sy Satat e ol [ 2o ‘:!‘1:; "J‘]: * 1
| discussed o
' 3 » Wellinformed an at least half of the D : A 2 Dl y Dt el e Y1 Ll ple; 8 5
. products and services discussed il
! +  Wellinformed on at least three- . -
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services discussed

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:
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INT: LIST THE CODE FROM SECTION B.
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¢. Did the staff attempt to “cross-sell” other products
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d. Did the staff explain Why Bank Dhofar’s products
and services possess a “Comparative advantage”
relative to competing banks?
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e. Did the staff attempt to provide “complete
information” on Bank Dhofar's products and
services, along with relevant literature?
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INT: LIST THE CODE FROM SECTION 8.
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f. Information on relevant procedures,
documentation and follow-up method?
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information so as to follow-up at the end of the visit?
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7.1 Timeless
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a. Waiting time on entering the branch, befare
dealing with the frontline staff:
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INT: SPECIFY TIME IN MINUTES:

D) e G Y Saa nlialy

¢  QOver 15 minutes

A 15 e JC e

¢  5-10 minutes

348:10-5
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o
1
2 *  3-5minutes
3

e Under 3 minutes
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b. Did the customer feel like the queuing system
functioned properly?

T OO Caay ciuall B WD G 0 g Al JA

e (Queuing system did not function at

0 Al | B e Samy ¥ il UYL e o
e  Queuing systemn functioned, but it , ; . .
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2 ¢ Queuing system functioned and it E Db Sy A gy ey il LT S e
worked quite easily and efficiently Leda 2
3 ¢ Queuing system functioned and it I:I S8y Aal A gy Sy il Y WU e
worked very easily and efficiently E 3
« Notapplicable D TR -
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to be fulfilled once reaching the counter:

INT: SPECIFY TIME IN MINUTES:
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