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2a. Branch Name &d e)\-a § il il 12
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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
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4 1 Was Customer Parl:lng Instantly available for the
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Mystery Shopper? | . .u"'uk s il e AR Yauiall 3y A 4,1
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i. Specify: | | . |
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ii. Specify time taken to find parking: min. | aa. NP PO A W 0 I OO
4.2 Entrance to Building ) el A Jsdan 4.2
a. Was the Entrance Clean? | CLAS Jaad S e
3 1. Yes B4 1 3
0 2. No 0O 3 2 0
If 'No’, specify “Why / Describe how” the SRS b fiMa s S e ST et S
entrance was unclean: eaghl b Aol
b. Was the Entrance Convenient? halia Jhzadt A8 0
3 1. Yes B4 1| 3
0 2. No O 2| o
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inconvenient:
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If ‘No’, please specify “Why / Describe how” |
the premises was unclean:
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4.4 randing Materiat

o AR Chalal 4.4

a. Posters / Branding material present on doors, walls
and windows?
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3 | I Yes E ‘ pas 1 3
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i ‘ If ‘No’, please specify “additional comments”, | 3 Ih At Ciaa St doa b e SUUET et IS 1Y
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Irb. Pamphlets, Leaflets and Brochures on display? i Sl il g DN e W0 g e
[ 3 1. Yes ' B4 i1 3
0 2. No O w2 o0
If ‘No’, please specify “additional comments”, S Cies Slaalle” saa dlad e UNET el S0
if any: Dy
c. Branding material up-to-date? Falia 4y i ClaSiall 3 ee b 0
3 1. Yes B4 w1l 3
0 2. No O w2 0

if any:

If ‘No’, please specify “additional comments”,

a. Were employees present at over 90% of the branch
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desks and counters? fdaadl
3 1. Yes O 1| 3
0 2. No =] w2 0

if any:
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If ‘No’, please specify "additional comments”,
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b. Were all / almaost all of the staff neatly and
professionally dressed?

T e il 9 (D gt w08 OIS A L

3 1. Yes
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0 2. No

382 0

if any:

If ‘No’, please specify "additional comments”,
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¢. Were all/almost the entire staff wearing name
badges?

Eagilacly LS G amaday (5 gall alina f S S A D

3 1. Yes

pai 1 3

0 2. No

BR3\0

u82 0

If ‘'No’, please specify “the approximate

number of staff not wearing naai badges: Iz\
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46 ' ATM and CDM machines - - B :’II LA T M;%aml-ﬁ:d il 4.6
a. Was the area surrounding the ATM and CDM Omin .....Jn.. .;M-n-'l £ty A bl peall gl Japdt G818 Ga T
machines clean and presentable? T gl
% 3 1. Yes E a1 3
o | 2. No |y w2l

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

I
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b. Were the ATM and CDM machines functioning? ! Sl g Iy N il peall 33l SES G o
.3 1 Yes | &3 P
0 2. No O %L 2 ,i 0
If ‘No’, please specify “the time at which at Peal as JS-z ,J 7 e Sl e ST i padl SN
which the ATM / COM were not functioning il eall e .m,) s Y GADH ey Y el

(and specify which machine, ATM or CDM}:
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¢. Was there sufficient cooling in the ATM/CDM area?

TATM/CDM GE 3 32 il g 3,30 o b &

3 1. Yes O 113
0 2. No ] B2
3 3. Not applicable D | Ghay¥ 3| 3
If ‘No’, please specify “the time at which at G Ly ol g3 2 1 daa Sl e ST el 60
aa KO Gl

which the cooling, was not Htioqing!
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a. Wasthe braru:h air-conditioning fully functional
and sufficient?

TrL . g 7
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3 1. Yes

o 3

0 2. No

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

frigiat Glaa S saa alliad e MUST il paldl IS 1
S IS o A eyl

b. Did the branch possess sufficient lighting?

488 SpLaly p AN pialy Jb

3 1. Yes M 103
0 2. No O 2! 0
If ‘N¢’, please specify “Additional comments / FGdel Slaa e saa Sliad S ST il yall A4S0

Describe how it was insufficient:
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Did the customer have sufficient waiting space /
seating area?

ot 3o ke Jpe ol dae [ AT LS dateia Gl US4 D

3

1. Yes

R B

a1 3

0

2. No

O(ea

us 2 0
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If ‘No’, please specify “Additional comments /
Describe how it was insufficient;

[ S tla’ dim Shms e ST g A& 13
S K o S ey

i 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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3

1. Yes

1| 3

0

2. No

Jim
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If 'No’, please specify “Additional comments /
Describe how it was insufficient:
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5.1 Greeting of Customer

Ot e it 5.1

a. Was the Mystery Shopper “promptly greeted /

TEA P A gis g AR Ggtall e U pilifua S S 6

acknowledged” on entering the branch?
T

a. Ask for the customer’s name?

" . LY i
¢ el st e s

Lo e Naogreeting / acknowledgement E i il Sy e i 0
} 1 ! e  Greeted within 10 minutes of ¢ntering {‘ D raalt Jyad e A0 UA a1 e |
i 2| Greeted within § minutes of entering | [] , el Jgas e B 5 A a2 e b2
i 3 * Immediately greeted on entering ‘\ D ! el ghn cgoua B . ! 3
b. Did the staff either / or: i Ty gdal ol ) 3 G o
|

b. Greet the customer by name?

‘.'4.....:|)S:\t.-,_}._u.l.."b_-.4=»)

e Yes, the customer was greeted by name /

3 tant e Mo faai S5 aa luaally s 3 S ail caai @

basis of his / her needs

3 asked for his / her name D PO 3
+ Ng, the customer was not greeted by i e Ly /st 80 aa Jaallh o 3 a5 al DS e
0 . 7 , 0
name / asked for his or her name gt ¢
A O kil g S g s iy " i g} o O T
c. Did the staff ask, “How can | help you today?” gl I e i m": d‘-—-‘u: 5
and Probe the purpose of the customer’s visit? e -
3 1. Yes, the staff did this i TV WY 3
0 2. No, staff did not do this D LTI W TR T )
d. Was the Mystery Shopper redirected on the avialfdabhial Je sl il Gl dagidet O 00 &
basis of his / her needs?
3 1. Yes, he/she was redirected on the E TERERVCRERIL U DU T - S 3

2. {OR) The first staff member

O Jaandl g S0 g8 Y il pall il () 2

the bams cof hls/ her needs

his / her enquiry?

a. Were the staff courteous on the customer making

3 e_n_counterec_j prob.ed the nature of D Gacl fore ey 5 o il Aucs 3
visit and assister him / her
. h i
0 3. No, he / she was not redirected on ekl ia eGhaiia) 1 a3 et 20 oL 43S 3 0

Ik a A3
T g ‘.h*.«.b}:i A
d,“n;huwhpuh..m| L;.'LJL,J;IEJAH oA

customer enquiry?

o ¢ No, the staff were not at all courteous D Jr e L) (g WP POV A VLI TR 0
s  Yes, the staff were quite / reasonably . oy e s . -
4y ABLL ks gl 5 al
1 courteous E P [Alpie A8ty kgl o il i 1
2 e Yes, the staff were courteous D Gl Sl el e 2
3 * Yes, the staff were very courteous D AL yad b gl S A i W 3
b. Did the staff demonstrate “active listening” on el el M el plial” Gl galt gB1 6 o

e Np, the staff did not demonstrate

| pliual caB gl LS
0 active listening D ol ks enda ¢ 0
*  Yes, the staff listened quite / P T . .
’ | 4l h‘s \ | J ¢ anl
1 reasonably actively E ban! B Al gl R0yl o g ghed) a0 1
2 *  Yes, the staff listened actively D [FREVE - VL g - R JPPE R 2
3 *  Yes, the staff listened very actively D N e G Ll gt sl il caai e 3
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Did the staff appear confident? Pkl (o Byl o ilipall 4B A S

*  No, the staff did not appear confident i e Bl adl o cingat g JNE .

Jilaa (Sl Akl fa By ANl e il gl gl e
reasonably confident < o e

s Yes, the staff appeared confident At pa By AL R gl g aan #

O
s Yes, the staff appeared quite / ‘ E
B
]

*  Yes, the staff appeared very confident | hidd o lalad Dy adl o il gaaal e

d.'m List the names of staff interacted | e Lala D oy g pad SH 8 |
with: |

e M/ Ms. NO viamE Ta? 1 PO

*  Mr./Ms, L2 ol e

«  Mr./Ms IER LadfJod e

*  Mr./Ms. | 4 | iy i e




‘ a. Did the staff frequently probe the nature of the ‘ |
1 customer's needs? ! |
T Yes M i 1 | 3
. T
0 2. Na FEE %8 2 0
If ‘No’, please specify your comments: i | by ey Al s NS Y
I |
|
b. Did the staff actively attempt to anticipate l €21 Bhaial Suier Alad A glaey il yall o G s
customer needs? ’
3 1. Yes O a1 3
0 2. No ] 38 2 0
If ‘No’, please specify your commentg: rii s ab pla ST I
€. Were the staff able to cater to the needs of the aaj b las b 593 G Gl Slalial Anh Gl gad) £l JA S
customer without seeking the help of a colleague? T2 3l
3 1. Yes | a1 3
0 2. No O 32 0
If 'No’, please specify your comments: Rt Ty a8 pla ) SUST D
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 } o )
questions posed? Than g lall ALY aBiea [JS 8 Al il palt pllaind 4 &
3 1. Yes 24| a1 3
0 2. No | % 2 0
3 3- Not Applicable Gulmy ¥ 3 3
If ‘No’, please specify your comments: Wy el aB ala ) ST 13
e. If the staff were unaware of the answer to a b e AL frpma Jipe o Alay) o 108 Gl gadt 8 W0 10 2
particular query / queries, did they politely “ask a0 sa falBill e A0 5 e a8t Jal o JUBEYY Gylets dlia Gilb
you to wait while they double-checked with the
system / a colleague”?
3 1. Yes O pni 1 3
0 2. No Bd 3 2 0
3 Not Applicable Salaiy ¥ 3
If ‘No’, please siecify your comments: ' P Pl B ela, ST 1Y
Ho aﬂQ/ WU
uuLh )
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2, Product Knowledge and Cross Selling - .. ] } D G I WA B el
a. Overall, was the staff well-informed on Bank I Slad g Diadieg 4iaie HW Diow goma uh_,m s3 LS A s L;S..:.a )
Dhofar’s product and services? ' e - R
= T H
0 * Not at all informed | D i oY go Tlageaazd ol e | 0
1 e Well informed on at least a quarter / a | Ly e B [ o B e . :
| [T L Sy s WLV S ) N H
! 1 ! few of the products and services D | 4 i al ""“L:" = : 1
. | ! it b
i ! discussed i b i
1‘ 2 ¢ Well informed on at least half of the i E : A el y Sl el e B e e w o,
i products and services discussed X . Wi !
* + Well informed on at least three- ' : . -
! Sdaital! G al) g £ 14:3.. i
3 guarters or more of the products and D X ’ A8 E-_', "“ ":_\:]u ¢ 3

| services discussed i A ’

b. List the details of the “main purpose of your visit” pll A 5 a La8) S0 e i gl i Aluia 4a0Y gl g ab

(as per SECTION B); rate the staff on the level of
“product / service knowledge” in this area:

" hadddt g Diladially  Badall QJA..J'I d}m"grbw}“‘fﬁ"“("} {I—l
uh.u.ln.u",s

JouTh 4-512%&1

INT: LIST THE CODE FROM SECTION B. occo

il G a0 Ay 3 12ty

0 »  No knowledge at all ] SULY Lk MY e 0
» Wellinformed on at least a quarter / a
laadd! y Sladiall - 4] : t
1 few of the products and services D I o B s e ”Fi:h f:IT * 1
discussed e
2 * Wellinformed on at least half of the E & A Slaadlly Salidl cheai e Y e alay e 2
products and services discussed [PERCE
* Well informed on at least three . -
Tiatiat e S5 8 sli ASME &Y
3 quarters or more of the products and | [ ] o A g H ey o 3

services discussed

iR 5l cilasadly

¢. Did the staff attempt to “cross-sell” other products Sledd y Chatid " Loyl gl o abdl Al glae CiB gall o Ja -
and services? ts Al
0 e Nocross selling at all 4 SR e nYl ol Gaas iy o e 0
1 e Cross-selling after a lot of prompting D S ey fpa G ey el anlt laas e 1
2 . g:g;i:::-lgg after a little / some D Ml o BB g Y pa Blany 5 e "
3 ¢ Immediate cross-selling attempt D EYT IR W PO U POVIRC 3
d. Did the staff explain Why Bank Dhofar’s products

and services possess a “Comparative advantage”
relative to competing banks?

A" gyt LB ol Claad g Cialie 130 £l Li gl g G4 &
Pl & pialh ae 43 R "Agpenilt

3

1.

Yes

a1 3

0

X|O

382 0

If ‘No', plegspempourco ments:
I
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L rliady 4 dls ) ST 1
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of the products and services discussed [ete: SOWRS LIS

¢ Information provided on at least three

B

Sl ginali a1 gl T 4G R e slaci e

e. Did the staff attempt to provide “complete Shadd g Giadls 16 "ALS Sl paa” Uibe Y Al jaey kB sl 43 06 7 |
infarmation” on Bank Dhofar's products and Taleall b3 SiiS ae b O
i services, along with relevant literature?
’ INT: LIST THE CODE FROM SECTION B. O el el AU a3 sty
: T T . T
' 0 , * Noinformation a: ail : D IUaY e Ziaysay e -0
L
. e [nformation provided on at least a Tl s ) e L faws N e 6 :
el D g s : : . )
1 quarter / a few of the products and D e "_.- e "3.‘. JL hd' . |
. . il -~ acaty T a el !
services discussed !
5 e Information provided on at least half E ‘ Sl ALl Dy cheal A 6 clact e 2

3 quarters or more of the products and T I TR 3
services discussed o FTEEES
3 * Not Applicable elaisY e 3
f. Information on relevant procedures, ‘ Palall i Aalialh 405y Slaliewad) g (he | a¥y Ailaie Ol s 7
documentation and follow-up method?
INT: LIST THE CODE FROM SECTION B. Skl Cpa 0 ASSy PUPILRAN
0 * Noinformation at ali D Y e Chaglaa ¥ e 0
s Information provided on at least a .
ksl sl (I 1 By e etlact
1 quarter / a few of the products and D M\. .td*m {F‘: "‘\‘] "':' M‘:_\ y 1
services discussed s P
2 e Information provided on at least half m Zilaiially Alaiadl Sl et cdead ! e sloc) @ 2
of the products and services discussed Lot o0 Gl Silaadily
¢ Information provided on at least three . - .
Slagladl e S8 i gl i &0 B Laz |
3 quarters or more of the products and | [} "h‘]. .‘;. }s "IEJ " f -."’kr._].f, - i * 3
services discussed £t AT
3 e Not Applicable VAT Y
g Did the staff atternpt to acquire more customer Jal e St Al ST e glae 48 a4 glaeg ol gl a3 At
infarmation so as to follow-up at the end of the visit? %8kl A A Aagtially i)
3 1 Yes X a1 3
0 2. No O X2, 0
If ‘No’, please specify your comments: A s o el ST 3
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a.  Waiting time on entering the branch, before
dealing with the frontline staff:

o 3 At (B gl A el By g il Jgda ae BRI cdy
¢ Ladil) Al pa S [ palalt Jail

INT: SPECIFY TIME IN MINUTES:

L v T UNOPRRLY 1 TR TP

! \o

o s Over 15 minutes O i QA 15 50 55 0
1 | « s5-10minutes =) 3di10-5 e 1
2 } *+ 3-S5 minutes | D I Sidi5-3 e 2
L3 1 «  Under 3 minutes O FE MW F . 3

b. Did the customer feel like the queuing system
functioned properly?

P Jlo Jeay cheall b UEUYI QU O el Al A o

0 . Qixljeumg systemn did not function at D S o Jaay ¥ iall b UEYI A ) e 0
a
¢ Queuing system functioned, but it IR et o s gt e .
1 ) : 1ol ey A 80 3 ek —ieall eyt Wi ol e 1
worked with a few impediments g He S ' o
2 * Queuing system functioned and it O Jlad JS0 g A gy Jky iaall 3 LY LS D) e 2
worked quite easily and efficiently ol
3 * Queuing system functioned and it ] J8% 3 Aals A ey Joty iall 3 DY S e 3
worked very easily and efficiently
e Not applicable D Ay -
c. Time taken for the “purpose of the customer’s visit A3l ga ) U gt die a0 545 udah 4 Jab Ge MRS t-ul_ﬂi e
PR

to be fulfilled once reaching the counter:

INT: SPECIFY TIME IN MINUTES:

e
. ° 3
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H. Additional Comments on Visit 130 AllaSall A ALy il Sl A ‘
(If any): (L )

- I ntrgoAR- e '\O
neda(a e W%wb

|
|
|
|

End of the Survey - Thank you very much....
Sy 180 — olpteat A3tgd
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PG, TOTALBranch Score

{Total unweighted branch score, summing all sections):

s l‘ 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
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