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A. Details of Visit L Jaalds
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General Enquiry relating to a
specific Product, Service
and/or Facility

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

or Current Account
Sawng Scheme
Housing Loan

Car Loan
Educational Loan
Credit Cards

Personal Loan
Double your Salary
Offer

Youth & Student
Account
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4.1 Was Customer Parldng Instantly mllahle for the
Mystery Shopper?
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3 1 Yes D : a1 . 3
; 2 No Bd %2
' Y1 Specify: ) - caa i

" ii. Specify time taken to find parking: 5 min.
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entrance was unclean:

4.2 Entrance to Bullding el B el 4,2
a. Wasthe Entrance Clean? il daalt g A
3 1. Yes X w1 |3
0 |2 No O 36 2 0

if *No’, specify "Why / Describe how” the SEMGS o) L s dllia e SIS il gad SN
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b. Was the Entrance Convenient? elia JSudd) A8 4 o
3 1. Yes m P 3
0 2. No O 22| o

If ‘No’, please specify “Why” the entrance was
inconvenient:
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Was the branch premises clean? A & Al e S 6
3 1. Yes E a1 3
0 2. No | w2 0

If ‘No’, please specify “Why / Describe how”
the premises was unclean:
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i and windows?

' a Posters/ Branding material present on doors, walls "-‘-"J-'J‘J -.:'.,-\-'h-‘ .._.1,.\1| u—‘ 4-3,—1-: .......3.; l il i 4y ‘_,n f
|

3 1. Yes | B a1 3
0 2. No | 3 2! o
i If ‘No’, please specify "additional comments”, | i I iAa M i Sl e ST Dl all AS 1Y
if any: ! | ‘Ciay |
. |
. |
" b. Pamphiets, Leaflets and Brochures on display? £l a0 ) SlwiS ia e AT A L
N 1. Yes ] 1| 3
Q 2. No D b L] 0
| If ‘No’, please specify "additional comments”, S ) ol e Sliad S UST Oall S 1Y
if any: iy
c. Branding material up-to-date? Pa%,aa dg ladll Clodall 3 g A S
3 1. Yes E a1 3
0 2. No i W2| 0
If ‘No’, please specify “additional comments”, S el idaa M ae Hliad e MUET el LS 1
if any: ARy
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a. Were employees present at over 90% of the branch cﬂ_,.u il iUJ @m AL g ,_,.- %90‘_,. _,..51 .\a.u.., ‘_Ls dl |
desks and counters? fdatill

3 1. Yes E pai 3
O

0 2. No b L) ¢]
If ‘No’, please specify “additional comments”, S il cilaa " 2 Slal e THET Ol el S )
if any: ey

b. Were all / almost all of the staff neatly and

professionally dressed? Tries a L g5 (kB gall plima [ JS S A

3 1. Yes E a1 3
0 2. No R W2 0
. . , I ‘"' .l_hl - - Lll ’” -2 . ‘ll "t | ‘l .ts ll'l
If 'No’, please specify “additional comments”, o = e ATl -d;;.::
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if any:

c. Were all/almast the entire staff wearing name S pgrilaccy A LE &y uiay B gl pima f (IS 58 JA 5

badges?
3 1. Yes D a1 3
0 2. No X 2| 0
If ‘No’, please specify “the approximate ETEUTH =P TR {ECP | U ORRE 11 PR L S PR e L K

number of staff not wearing name badges: . N—ﬂ‘-i-‘ o L-uu‘*ﬂ‘l
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4.6 .. ATM and CDM machines _ - -} L U g pality SN O el 3 5ead 4,3]
a. Was the area surrounding the ATM and CDM L ey oyl _;.m.t £ g N il jeall 5 gl Jaganadt GRS CAS 6 Y
machines clean and presentable? l ¢ gl |
3 1. Yes E | axi 1 ; 3
0 2. No 0! w2 0
If ‘No’, please specify “Whv / Describe how the » Sl ey e s Sl IS g S
area was unclean: : RO TV

b. Were the ATM and CDM machines functioning?

Tl A eln¥ly N i eall 3 gl S8 oA

3 1. Yes

13

Q 2. No
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If ‘No’, please specify “the time at which at
which the ATM / CDM were not functioning
(and specify which machine, ATM gr CDM):
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c. Was there sufficient cooling in the ATM/CDM area?

TATM/CDM 4dhia b g2 cigfad) g1 3,00 8 6 S

which the cooling was not functioning
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a. Was the branch air-conditioning fully fuctmnal
and sufficient?
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3 | L Yes O 13
0o |z No X x21
3 | 3. Notapplicable 0 Ghu¥ 3| 3
if ‘No’, please specify “the time at which at A Caay ol 30 B0 ana alliad e UIHET Ll gadt S 1
L K sl
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Tty b JEy Jaay il 96 S S O

T gal,

3 1. Yes

pai 1 3

a 2. No -
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If ‘No’, please specify “Additional comments /
Describe how it was insufficient;

il e 1 Alab e S el S 13
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b. Did the branch possess sufficient lighting?

A Gplly £ AN Ay JA

3 1. Yes E axd 3
0 2. No H wol o
If ‘No’, please specify “Additional comments / [l SlbaMa” s Jllad eSS Ol galh S0
Describe how it was insufficient: S Sy o) S ha o
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i ¢. Did the customer have sufficient waiting space / ! | |

I seating area? ‘ !

: 1 ;

3 |1 Yes A 1] 3

‘0 2. No O i w2 o
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If ‘No’, please specify “Additional comments /
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?
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5.1 Greeting of Customer
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3. Was the Mystery Shopper “promptly greeted /
acknowl!edged” on entering the branch?

SE LA N Agha b AR Gaulall e aSioga T A 06

T

b. Did the staff either / or:

0 : s No greeting / acknowledgement E ! i un 3Y e 0
F 1 i e Greeted within 10 minutes of entering : D o g e ¥10 DA a0 e 1
{ 2 *  Greeted within 5 minutes of entering [:] : PRSI Ut DN R ENETE i | 2
‘ 3 ! * Immediately greeted ar entering | D el gds j_a =il . 3

taadl saal B yall 23 G o

3. Ask forthe customer’'s name?

Caapd e

b. Greet the customer by name?

fawsl 50 aa Cpanly a2

*  Yes, the customer was greeted by name /

JlM-J"“GULJ/w})S-:.‘J_“I.Lh—-::):“P:il‘“J L]

3 asked for his / her name D Lgal 3
0 ®»  No, the customer was not greeted by E dat o S aly /et S5 as Danly s 2l a S e 0
name / asked for his or her name ! Lgaud
B eadiod g "Tagdl BBl A0y cigS” cabgadt e 6 2
c. Did the staff ask, “How can | help you today?” e 3 et = ’:! u] l;": ;
and Probe the purpose of the customer’s visit? T -
3 1. Yes, the staff did this O Ly i palt 28 S a1 3
0 2. No, staff did nat do this |54 A iy ol N 2 0
d. Was the Mystery Shopper redirected on the bbbl Je sl il Jaddt 4psidield o &
basis of his / her needs?
1. Yes, he /she was redirected on the e e . g .
3 basis of his / her needs D Walialidabial ) ()il 4 p el 8 8 it 3
2. {OR) The first staff member l
et B | gt (g
3 encountered probed the nature of D - il L.;;L_..J;:;TT W ,(:) 2 3
visit and assister him / her 330wl
3. Ng, he / she was not redirected on o
e dalfaTalal L el Saled 33 L0 (NS
0 the bas:s of his / her needs E W fal/ala el B e gl Saled 05 00 N8 3 0

a. Were the staff courteous on the customer makmg
his / her enguiry?

] P‘asw@ .1 _,.u.....'&_,....itsd; i

Q * No, the staff were not at all courteous D vt (P PR POV PRI L l 0
*  Yes, the staff were quite / reasonably . P S . t
1 ' 0 giha ALY i gall et a2
courteous D Py gha Ay 250l a3 ol e 1
2 s Yes, the staff were courteous E b il ] A8 A el e ! 2
3 *  Yes, the staff were very courteaus D AR yad bt S i e 3 i
b. Did the staff demonstrate “active listening” on Tlpmadl Ll " i) p\heot™ LB gall g b o

customer enquiry?

s No, the staff did not demonstrate

T

0 . b plieal Wil padl g8y ol DS
active listening D e e Sy ol * 0
s Yes, the staff listened quite / e e s ma . .
1 ! | 4] gaie A0y Jhy il gl b ol i
reasonably actively O S e gl 2 AB ] Al A pni e 1
2 e Yes, the staff listened actively E] Lyl il pall el 33l 1ai @ 2
3 *  Yes, the staff listened very actively E Al e 0 Gl gall hsl O van e 3




Did the staff appear confident? ; Taddis e Wy adh oo il pall g A D

* No, the staff did not appear confident ki e Bl Jp il gt e WS e \

h ff i . .
*  Yes, the staff appeared quite / i S5 dski e By A LB i gal e el e

|
\
! reasonably confident
\

*  Yes, the staff appeared canfident Gk G Bl adl B il gt e

OO R0

* Yes, the staff appeared very confident | Akl e L By Al o il g e |

- d. List the names of staff interacted

| | with: ' Taha SalaS Spdh ikl pall plaed 830 L :
‘, e M /Ms. K)o name as 1] j od_wit .|
r | s Mr./Ms. \J P 2 Aailf el e
i i *  Mr./Ms. E Ll il e
{ | e Mr/Ms | 4 Lyl e
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! a. Did the staff frequently probe the nature of the | ‘ oA ey G il i R
. customer’s needs? ’ '
X . I T
3 i Yes =R ai 3
) No O SIS "0
, | If ‘No’, please specify your comments: ‘ i 2 meda al aa SEET Y :
i | |
: b. Did the staff actively attempt to anticipate 0 g icayia) Ry Alad &L jaay il g 43 O o |
' customer needs? i |
3 1. Yes 541 pi 1 3
0 2. No ] 38 2 o |
If ‘No’, please specify your comments: L gy B bl TS 1 |
c. Were the staff able to cater to the needs of the 2l Baclewe il g8 (e G Glabial Al CilB i gkl Ja S
customer without seeking the help of a colleague? Tpha 3
3 1. Yes 0 axi 1 3
0 2. No X 38 2 0
If 'NG’, please specify your comments;, i, rlialy o8 Bla NS TN
e, (s W w My WM&{LQL MR DL
INT: IF the Answer is YES, 5o the answer for Q ' O .
D should be NotAppllcabl - o |
To Lo/
baT g vonn Aluoons waing M giffens fo Bamawer Quy ques
d. Were the staf‘f able to answer all / mostiof the ¥ . L '
questions posed? fda g ohall ALulY) ales fJS 06 ey cilb pall plinl 4 D
3 1. Yes [ a1 3
0 2. No | %8 2 0
3 3- Not Applicable | iy ¥ 3 3
If ‘No’, please specify your comments: RUDY IOV TP RAENIL Lty
e. If the staff were unaware of the answer to a Ob Al ALisel foyma Jiigm o Lo e 08 LB gl 08 210 7
particular query / queries, did they politely “ask a3kl dal [ e A § e 8B Jp e SUBIIYI" Gaydghy i culls
you to wait while they double-checked with the
system / a colleague”?
3 1. Yes @ a1 3
0 2. No O 38 2 0
3 Not Applicabie akady Y 3
If ‘No’, please specify your comments: L lagy af dla ) ST |
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‘; a. Overall, was the staff well-informed on Bank

uuh,u‘&uﬂmu‘nuhﬂa u.l.EJ.u‘ dd.'nblsul .(Lﬂd!u..ﬂ }

Dhofar's product and services? ! ® b WAL
0 « Nat at all informed i Aol e Slegxa g gud e F ]
: L
. +  Woellinformed on at least a quarter / a ' )y Chaia e G fa ET .
’ ! N, N Ll . «,’_l- -
. | few of the products and services B ! A & A ‘L:I' ""1 o1
H \-Q---! ad
[ discussed | [ d E
! 5 + \Wellinformed on at least half of the | O £ Dy Sl kel e Y e Al @ L
; products and services discussed ' ‘ R I i
| . *
i « Wellinformed on at least three- - Jas m I
3 quarters or more of the products and D e 8 A e it 3

services discussed

Wl 50 Sl

b. List the details of the “main purpose of your visit”
{as per SECTION 8); rate the staff on the level of
“product / service knowledge” in this area:

,,....mg,i_,-,.A)";Jwﬁ}aq.p"umavy,{g,g
"‘La.:m'n_gul.\aulh‘jh.n.dlu}.dl s e il pel) apdly ab g o (S
4dhidl oia A

INT: LIST THE CODE FROM SECTION B.

ed,uwllof\ﬁ\) Joa»-..,u peskl] 4 el 4GS 8 il

0 *  No knowledge at all D GOY e A e 0
*  Well informed on at least a quarter / a
et -._ILLI—A‘“ | i
1 few of the products and services D 4 o Sl s 22 “E?.L:h ::; ¢ 1
discussed i
2 * Wellinformed on at least half of the E Al Shasilly Shatiall cheai fe 81 o ulay e 2
products and services discussed PPk
e  Well informed on at least three . .
Slabadl e A1 o gl NS B
3 quarters or more of the products and | [ ] Ml e 28 .E_J:’g ﬁ :h ”l“n ¢ 3
services discussed '” o

c. Did the staff attempt to “cross-sell” other products Ghead, g Shatial *ALSYY Al o pUAL & glasy il galt S a0
and services? PPy

o ¢ No cross selling at all E IReY! Lo Syl anll Aden il e 0

1 e Cross-selling after alot of prompting | [ S AGY G 8 g eyl adi Dby pE @ 1

2 . (;:2:::::3 after alittle / some D 0 S on AN sy _aY) gl ans 45 2

3 s Immediate cross-selling attempt O TV e W T I L POVIRL S 3

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

LAY Ll U AL Clesd g Siladie 13 £ 08y il gall o6 J8 S
Chaadliall o il ma & e A pundlt

3 1. Yes

&1 3

0 2. No

|0

252, 0

If ‘N¢’, please specify your comments:
ald:»u (;
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Did the staff attempt to provide “complete
information” on Bank Dhofar’s products and

services, along with relevant literature?

Sl g Salie (6 TS Sl g™ BeY L g B gall 43 4 g
Palall Sl i) ae il S

INT: LIST THE CODE FROM SECTION B.

G andl) o e AES o stal

—

|
\
|
|

; T . . 1
| 0 ' * Nainformation at all ‘[ D i SN o GlayaaY e .0
i » |nformaticn provided ¢n at least a ! | ATk in gl e D fras B e b ;
' i daacat Tia ' ; P s .
| guarter / a few of the products and | & : e ,44. i e | 1
: services discussed i
' 2 s Information providad on at least half I:l Ziadialls A i il kel Y1 8 plasi e 2
i of the products and services discussed | e L T Ziaxdll j
[
* Infcrmation provided on at least three . . . . . ;
Colayladlt e ESH gl gl 4D WY e ol |
3 quarters or more of the products and D P-t“{ ')A JIE - "'! -.‘;:.f.“:‘;‘] * L3
services discussed i T ‘
3 e  Not Applicable A ST ‘ 3
f.  Information on relevant procedures, Palall ) Anuliall 40K g laTiemad) g (s e Y Aliade Gila sie -
documentation and follow-up method?
INT: LIST THE CODE FROM SECTION B. S paall] (3o et oy ‘.3 iy
0 * Noinformation at all D SRy e Glagina Y e 0
* Information provided an at least a PN ; .
Gl Slagied) e B [y BV e sidac] e
1 quarter / a few of the products and |:| crme e . vn 1
Lgihdiia | Dacall y Cilaiiadly
services discussed ke R
2 s Informatian provided an at least half E Sladially Aaleiall e ylaal)l chead BV o gl e 2
of the products and services discussed Lamfie 0 Al Slaadlly
* Information provided on at least three L - .
Sl pinall e 381 9 gl ) A3M5 B Uas |
3 quarters or more of the products and D y:__‘t}s ‘.’.1 E:J T ‘ﬁ ,.":.: g * 3
services discussed & A
3 =  Not Applicable GahyY e
g Did the staff attempt to acquire more customer Jal O Dl didada JSH Sl plae 4 aal 4 goaay Cilh pad) o3 G F
information so as to follow-up at the end of the visit? 45N Al B dagliady sl
3 1. Yes O oL 3
0 2. No A 32, 0
if ‘No’”, please specify your comments: ol ey o pla ) NS 1
L
Ma,_@‘%_mﬁifaw—r
T 1
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7.1 Timeless b g 7.1
. a. Waiting time on entering the branch, before ot g el G gl i Jaadll Sy 8 Al (a0 e U 2 )

dealing with the frontline staff:

HECELT FOR AR B4

INT: SPECIFY TIME IN MINUTES:

A a8l a2 rdlaly

o ! ¢  Qver 15 minutes | D W32 15 a2 e 0
© 1 1 e 5-10 minutes o 33:10-5 e 1
L2 s 3-S5 minutes B : 53 e L2
.3 *  Under 3 minutes O A 23 e H e ;3
b. Did the customer feel like the queuing system ; - [ s r . .
Pk (o whall G UEY) GBS Dl G et A L
functioned properly? ! ~ - e ne Gl mh b
0 . ;)]Teumg system did not function at D M Jany ¥ a5 e 0
s Queuing system functioned, but it . . . . e e
1 gadl my el Y alar
worked with a few impediments I:I Fla & O3 ey o FRES el e 1
2 ¢ Queuing system functioned and it = Jlad Jlt g Al ggea Jamy st 3 LTV G ) e 2
worked quite easily and efficiently Lo da )
3 e Queuing system functioned and it E JEy Al Al gy ety aal) i LTV GG e 3
worked very easily and efficiently Jhnd
e Not applicable D Gty e -
c. Time taken for the “purpose of the customer’s visit Al A Useo gl 26 g3 545 chah A" dal e 230 G O

to be fulfilled once reaching the counter:

:u i i)
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' H. Additional Comments on Visit 3l 0l Adlaiall 4 8Ly Gla ydhal) A
1 (lf any): {2y 21

PAoowbb Heclen D
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End of the Survey - Thank you very much....
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G, TOTAL Branch Score
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{(Total unweighted branch score, summing all sections):

y 57 i - Pa Under Evaluation TotalPol.ntsSeol'edhthls.l .T'ot.a!PointsAIlocatedl.
. - . 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
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