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A. Details of Visit 34030 Sl o
Bank Dhofar 3 Jis ol
Bank Muscat O ke Sy
Nationat Bank of Oman O sl i gl il 45 2add 530 Sl
1. Bank visited ' '
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Bank Sohar O R
Other Bank: Aty
2a. Branch Name _QLCA.QLJ\ (MC& N la}\.LCl_ : g ill a2
2b. Branch Area SMQL COM\.LM b laN-Cy gl Ay 2
3. Branch City SMQJ Lad 3
4. Branch Region \4) l\.o ‘FM i 4
Day | Month |  Year Sl | g b a5
S. Date of Visit
| | Zo13 | & | e
Hours | Minutes (Fdah { Sl Llh
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Visit Rl R T
j 13 | oo

T - DE - eferwess




General Enquiry relating to a " — M Aani Cuea miie 3ladeale ledial 2
specific Product, Service i higd
and/or Facility i Jas o ) @ Skl 333 31/ 3 el 38 s Zualy

INT: SELECT AS RELEVANT AND/COR FOREL |
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4.1 Was r Parklng lnstantly avallable for the
Mystery Shopper?

tm‘,h;,g....ii,.,iu‘;;-—uh a3 4.1

3 1. Yes ® a1 L3
2 No O % 2
i Specify: ’ e
| s
ii. Specify time taken to find parking: min, Ak i ga et U iy e
4.2 Entrance to Building oriaall B Jedall 4.2
a. Was the Entrance Clean? eldas Casal flS e
3 1. Yes E a= 1 3
i 2. No O %S 2 0
If ‘No’, specify “Why / Describe how” the SE S o g /3L 31w Slad e S lgall DS 13
entrance was unctean: el e Jaadl

b. Was the Entrance Canvenient?

lpntia Jasall 1S JA o

3 1. Yes

PRSI 3

0 2. No

O®

a8 2 0

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

‘ ‘ 2 oy

Was the branch premises clean?

laiie Jaaad 8y a3 2aa s ST ol gadl S 13

PLE p AN e IS O

3 1. Yes

a1

o 2. No

0|

ds 2 0

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

OIS M eyl /I 3aa b e PHET Ll el S 13
Aghi el
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4.4 . Branding Materlal ‘.

L T T Gamcioaiad]

a. Pusters / Branding material present on doors walls
and windows?

".\.lu.d'a_,ul‘;.\;.l .uﬁ,.‘flusq.,_,muujsfa&.&a,,un i

3 } 1. Yes E PYER| { 3
o | 2. No Ol €2 0 |
| If ‘No’, please specify "additional comments”, [ bl Diaallat saa Jal e ST ol palt S8 S ;
if any: ! : Ty i !
| ! !
|
|
' |
b. Pamphlets, Leaflets and Brochures on display? : ORI R )
3 1. Yes E ‘“_ 1 3
0 2. No O X2 0
If ‘No’, please specify “additional comments”, A Aila) Ctina e aa Aliad e SRSl ad! LS00
if any: Sadm g
c. Branding material up-to-date? Slma Ay jlaill Slade’ Mga JA S
3 1. Yes E a1 3
0 2. No O w2 o
If ‘No’, please specify “additional comments”, O Al Sialle” aa dliad e SUET Ggadt IS 13
if any: Dy

a. Were employees present at over 90% of the branch

Al gy H-u'lsﬂ "JJ aﬂl y %90 Gy SY »l-l-* dl i

desks and counters? *daail)
3 1. Yes O 1| 3
0 2. No | 2| o0

If ’No’ please specify “additional comments”,

R0y oea, 2ueplogee inlhe 2telfen;
‘ ‘o ke Ly Gudllonen Sewi@ doeke o |

O Milal CAlaa S soa Al e NS b gadl S 1

windoeS aud ewly 3 =
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b. Were all / almost QA of the staff neatly and
professionally dressed?

S ey ol o] 3 ik sl ol £ S SIS A g

3 1. Yes

and 1 3

Q 2. No

R
O

382 Q

If ‘No’, please specify “additional comments”,
if any:

O el Sidaa Y daa il e IS gl S

ey

c. Were all/almost the entire staff wearing name
badges?

Crilanny S (s ghany B gl pBaa f S IS 4D

3 1. Yes

O

1| 3

0 2. No

32 0

If ‘No’, please specify "the approximate

Sl il pall oy 8 anall ana Ak e MHET il gall AS 1Y

'H.VLA.LJLI' _Ql)L:JM'_Y

wihe, luglenen) Sp 0o, RO
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4.6

ATM and COM machines

@ 2y Y B s 540l 4.6

a. Was the area surrounding the ATM and CDM

J_hh;.\l.u‘ﬁ-'u\’l‘,ﬁh.lu@lnx.\l hjacall GlEL A8 A S

| |
machines clean and presentoble? ! il

T | . )
3 1. Yes B=g i1, 3 I
S 2. No O wa2l o ‘
| i If 'No', please specify “Why / Describe how the : JEAS by O e il e ML el S D :
| | area was unclean: [ j Ceadl e RS |
1

I
F
I
|

b. Were the ATM and CDM machines functioning?

Coal A Sy Y ol eall 3 gl DSOS A o

which the ATM / COM were not functioning

o jeall g g say) Jed Y Gl gy IV eal

(RH

3 | 1. Yes = 13
0 2. No [ 32| 0
If ‘No’, please specify “the time at which at i e N I P PV ARCEPRRTISY B VIR LN Y B RN

|

(and specify which machine, ATM or COM):

(R sy 5

c. Was there sufficient cooling in the ATM/CDM area?

TATM/CDM 4Gkis 3 3 ciySall ol 4530 08 b &

3 1. Yes E L 3
o |2 No O B2 9
3 3. Not applicable O ey ¥ 3| 3
If ‘No’, please specify “the time at which at 4 Jany ol g2l I e Sl e ST el S0
which the cooling was not functioning s 8L casall
T A R A e W

a. Was the branch air- condmonmg fully functuonal
and sufficient?

"uUJ%JS-aMw‘w‘Mh.LS& 7

3 1. Yes

1| 3

0 2. No

OxX

382 0

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

Fagdidal ilaa et saa il e MHST lgadl S 0
g L VI R T N

b. Did the branch possess sufficient lighting?

S Splualy £l gy b o

3 1. Yes

a1 3

0 2. No

O/X

xs 2 0

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

Flagdie! Silaa e saa el e VST Ol gad! SIS 1
R S R
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[ c. Did the customer have sufficient waiting space / ; Tl e e e oS e [ LRI S Aaleee Leall S OA LD
: seating area? i

; T ‘ - .
3| 1. Yes '] w13
0 . 2 No O %2 0

i e . : “Lhio Didealia” s olliad e DS yall SS 0
11 'No’, please specify “Additional camments / | e Sidala’ e - _Si ; “.5 ,I !
Describe how it was insufficient: ; TR 3

I

{
i |
| ; |
P i
¥

" d. Did the customer find it easy to follow the signage !
i within the interiors of the branch, indicating different
! counters/ work stations?

ity oAl JA13 48 g gall DGR & gy 2y T g Bidadead JA
Toant ey (ALY R AR Gl N an 3

3 1. Yes 1| 3

ug
o |2 No =R v2| o

If ‘No’, please specify “Additional comments /

Describe how it was insufficient:

oyl y fadin) Cilaa e aaa Sind e THEY el S 1
EECRC
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5.1 Greeting of Customer

i Gy s 5.1

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

Pe AN N Al b AN Gl e i ailfen S OA |

! + Nogreeting / acknowledgement

s  Greeted within 10 minutes of ertering

*  Greeted within 5 rminutes of entering

Wwim | = o

i s Immediately preeted on entering

S .0

Jperd s e BEI0 A a X e L1
Sl D e FRE DA el e L2
Sanl lyhiopesa i e |03

b. Did the staff either f or:

O LRPRTSRE - PP U S

3. Ask for the customer’s name?

T
¢ e’ add e gL

b. Greet the customer by name?

QQ.A.J‘JSJc.A\_h...-.'.L_.._;)._;

*  Yes, the customer was greeted by name /

_,\w';;:-J.»/w‘ﬁbca_;ya:qg,@;)ﬁl(ﬁﬁc?ﬂ .

B s e

R i A o B -
a. Were the staff courteous on the customer making

3 asked for his / her name E] [P 3
0 *  No, the customer was not greeted by E P s S P DWWy S RS VY PRUYEN L TPURS L S 0
name / asked for his or her name Lgand i
A G el g e ) BB s Ay WS il gl T AL
c. Did the staff ask, "How can | help you today?” o 3 e As "': v 1‘": L:
and Probe the purpose of the customer’s visit? e h
3 1. Yes, the staff did this 3 LUV I B SR 3
0 2. No, staff did not do this A ALy il gl aiy o 38 2 0
d. Was the Mystery Shopper redirected on the gTabialfallavtal Lo sl AL faedal) dua gl Bale) 3 0 &
basis of his / her needs?
1. Yes, he / she was redirected on the
' Salialfadaloat baaad! 4aa o5 3ake ) 35 ad
3 basis of his / her needs D iatialdaiiat J () $Ralel A e 3
2. (OR) The first staff member e el 4 B sy | ] P
3 encountered probed the nature of O ndil oG u. w Y el () 3
.. . " J:-L.a[a.}cu,a_)g_y\uﬁ.n
visit and assister him / her
3, No, he/ she was not redirected on
alalaldal N 3ale ] Lo
0 the basis of his / her needs E il A R e 5 ol 3 0

A T N TR R

"mm'

S y o SR L -'i-'-.’{'\iflh
“M\a&huwma}du\dﬁ&duﬁﬂluu& 1

customer enquiry?

his / her enquiry?
0 ®  No, the staff were not at all courteous E SHEY o B uibpd GG al NS e 0
1 . Zzz,:::;aff were quite / reasonably D i fApike ABLY sy T cpad o 1
2 e Yes, the staff were courteous E] Sl calgal S AW et w 2
3 s Yes, the staff were very courteous |:| AL gl gt S )i e 3
b. Did the staff demonstrate “active listening” on Tpaall Jlaakindy " plat plinal” i pal! 4Bl JA

* No, the staff did not demonstrate

‘,.sh.ﬂ st Al gl gday ol S
0 active listening D s Sl 4y o . 0
*  Yes, the staff listened quite / . PR . . .
1 1 a il pall R
reasonably actively D ot By Flgile Ty Byt i e 1
2 s Yes, the staff listened actively Lgtaeg) wdls pall | hnal G2 cand @ 2
3 e Yes, the staff listened very actively D A G S, CAE palt W S R 3




Did the staff appear confident?

?4....5.;;,.,‘3:144.:'1‘,1-. w3 palt gl A

—

| :
: |
| s  No, the staff did not appear confident | D i hdi e Byl e il jpa A US |
| * Yes, the staff appeared quite / ; ' ‘e . .. ey aw e e a |
. ! i 52 Acdi Se 881y ASH | j4a cans
| 1 reasonably confident : O P i S FI AT S e o !
: } s Yes, the staff appeared confident K i doaki Sa W0} JE i gl e aad 1
; | o Yes, the staif appeared very confident | [] i o By AS) S i gl gl el e |
d.‘ List the names of staff interacted i i o il () (s palt a5
' with: | ‘
! *  Mr./Ms. F‘au L1 Radfwd e |
| e  Mr./Ms. P2 Cod/wdl e
! e M./ Ms. EN Coi/ il e

e  Mr./Ms. | a | R T T




Staff Capability

6.1

i Did the staff frequently probe the nature of the | ¢ K0 S8R il Siatdal Al 06 il wili pall 23 8 ) i
I customer's needs? ' !
3 1. Yes ! E ! a1 I
o |2 No O % 2 0
if ‘No’, please specify your comments: ] O Rv W NN L |
i | ‘
H 1
. |
b. Did the staff actively attempt to anticipate g3 i) el Aad &L yiaay il pal 0 A o
customer needs? 3
3 1. Yes A P 3
0. 2. No O ¥ 2 0
if ‘No’, please specify your comments: bl -l W Bl S 13
€. Were the staff able to cater to the needs of the i 58 e wilh 93 e Sl Shaita) 4D Cib g plaind Ja &
customer without seeking the help of a colleague? o2 3l
3 1 Yes O pai 1 3
0 2. No 24 %2 0
If ‘No’, plgase specify ygur corr&rn 5: W sl aB e DS 1S
ﬂ
INT: IF the Enswer is YES , so the answﬁr Q
D should be Not Applicable .
Con n E '
d. Were the staff able to answér all / most of the ‘
questions posed? Taa y haadl ALY aliea [0S 06 Aglat db galt pUid JA D
3 1. Yes B pei 1 3
0 2. No O 38 2 0
3 3- Not Applicable iy 3 3
If ‘No’, please specify your comments: B iy a3l S 13
e. Ifthe staff were unaware of the answer to a OA e AL o Sl e LaY) e |00 i gall 0% 2130 2
particular query / queries, did they politely “ask ol dal fpllill juo AU 6 e SN Jal e JUBIYIT Guigly dlia qull
you to wait while they double-checked with the
system / a colleague’?
3 1 Yes & pai 1 3
0 2. No O 352 a
3 Not Applicable Subiy ¥ 3
If ‘No’, please specify your comments: (Sl plady o Bla ST 1
g
+ +
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6.2 Product Knowledge and Cross Selling - .

= g &'JMM Upad 62

i a. Overall, was the staff well-informed on Bank

uhaJummMouuﬁ_"1_g.ﬂ S (;-B‘_',S..:a\

j
|
Dhofar's product and services? : ! ¢ ub u,
0 I e Not at all informed [ } ANaV e Siagaadai ui e Cop
} »  Wellinformed on at least a quarter / a | ' | S I S |
-_t.-_.:n.‘ ._u._..u.. H
1) few of the products and services ' [ 3 ! y ! f * “:’:ﬁ e i D1 |
1 i ﬂ—dh—‘ F o N
' discussed ; , -~ ,
3 | s«  Well informed on at least half of the | D \ AL Deaidlly Satidl el e Y Lo oala e g |
! products and services discussed ; | i I
e well informed an at least three- S '
el e 581 ¢l gl ADG B L
3 quarters or more of the products and | [_] e S E':'Mu J'f - (,_l.., ¢ 3
\—M
! services discussed o L J !
b. List the details of the “main purpose of your visit” il A o las) RS0 .,-;-a_,J M Alai Aoy a_a,a e

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

"'LAA.‘LI':JMLG".‘HJ‘QP| g}nﬂ"u&u&”lfﬂmﬂ‘, (I—I
uh.....n.uq.i

INT: LIST THE CODE FROM SECTION B.

Pé/t.aorw-P Joa e e o 5o G &y

0 ¢ No knowledge at all D [ S e AV e 0
¢ Wellinformed on at least a quarter / a
cazall g Shadill ¢ ! !
1 few of the products and services | B e Iy e ._BS' s 1
. Lgililia o5 AN
discussed
2 e  Wellinfarmed on at least half of the E S g Slaadll y Silatiall chaal fe BV L aley @ )
products and services discussed ikl
¢ Wellinformed on at least three . .
Siawadl e A g gl i A Y ;
3 quarters or more of the products and | [] S e JSY "k ‘“f"' * 3
. . Wil 25 A Sdasally
services discussed
c. Did the staff attempt to “cross-sell” other products Sledd g Siatial ™ BLOY) At o pUAL AL e ey o galt B8 8
and services? ARy
0] * Nocrass selling at all E SALY! fe Al el Glen aaidl e 0
1 e Cross-selling after a lot of prompting D S G e A g oYt ol Al 4 e 1
2 . Cross-se-llmg after a little / some D O i) o BB sy ASYT ol Blens o5 e 2
prompting >
3 + Immediate cross-selling attempt D S e Loyl alllgasg 3 e 3
d. Did the staff explain Why Bank Dhofar’s products PR . . be x . .
Ly B Ol Slaad y cladia Vi) A lh pall ald hd
and services possess a “Comparative advantage” e ) i T ABaall o8 Jb &

relative to competing banks?

Pl o gt e il "l
4 pe 4

3

1. Yes

a1 3

0

2. No

b L 0

If ‘No’, p_leasre\aecify your cogiments:

) g 8 sl 1

10
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Did the staff attempt to provide “compiete
information” on Bank Dhaofar’s praducts and
services, along with relevant literature?

Zaeid g Sladle S5 A Sla paa Libe Y 4l o cili g o
PRl Dl S e

Ta,

-
L1
1

b ol

~ INT: LIST THE CODE FROM 5ECTION B.

Gl (o a1 A0S 8 1y

0 * Noinformation at ali ‘ D ‘ OMaY o sy e )
; * Information provided on at least a | ! it e e e D fe T e l
| Axal e vaas ey PRV = . : .
1 : quarter / a few of the products and | ! T ST T 1
‘ . . ! e e el Bt e ‘
; sarvices discussed ;
2 } e information provided on at least half D Sl ALl i gaalt cheal B SR cae e 2 :
‘ of the products and services discussed \ il a3 2 Siardlty ;
+ Information provided on at least three . . Vi Dangh . i
e paadl i gl plogh & 8 S5 ollac) i
3 quarters or more of the products and D H.ZP J‘s JLE - < _"’..‘...“_‘; * 3
. . Lg---‘k-‘is.".» ~_:u.‘-'h-|J~_».:._a.~.4.a_n_~1 .
services discussed |
3 * Not Applicable AT B 3
f. information on relevant procedures, Rl S Aalial 4R g laially (Dilp) 2 Y Allade SDle glaa £
documentation and follow-up method?
INT: LIST THE CODE FROM SECTION B. CUW-U RO FUR FLIAA PIORE
0 *  Noinformation at all D bl e Dlaglaay e 0
» Information provided on at least a
ailatall ~_yL4J.u..J| d,\m'l Ibl \_,!v'! J..c. m..:u:.- .
1 quar.ter/ ? few of the products and m Liiie 0 Hlaaily ipdiahs 1
services discussed
2 + Information provided on at least half D ladialls dileiall i gladl cheal JEY e slacl w 2
of the products and services discussed lgaBie O S Silacally
» Information provided on at least three
S glaall e JE1 g EL J1 F 'Y Ji'i"u UJ; clae| @
3 quafters qr more of the products and I:I VR 3 Sbasidly ey Ailaial 3
services discussed
3 e Not Applicable GuaisY e
g Oid the staff attempt to acquire more customer Jal e G i Allada iS1 cle a4 el 4 fae il gl o1 Jaf
information so as to follow-up at the end of the visit? 30N Ays A dagialy pLil)
3 1. Yes a1 3
0 2. No 382, 0

If ‘No’, plegse specify your comments:

2 plady o ela NS 13

n
=

N
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7.1 Timeless _ bt 71
‘ a. Waiting time on entering the branch, before . | ot S sl Dudlh gl aa Calalll J-.-iJ:&)i-'-‘ Jeds e UV Syl
dealing with the frontline staff: | ! D Aeaill ablga fo [ paiai bit

1
:‘-.j-l‘-i.ﬁ\ e Cé}!l daa tdady

INT: SPECIFY TIME IN MINUTES:

1
i
i
'
.

[
0 l e QOver 15 minutes : D ! Q33215 4 K e | C
T | . P .
| 1 *+  5-10 minutes ; El E 105 e I
2| ¢ 3.5 minutes O 5.3 e A
| 3 e Under 3 minutes | E | Bd LMW e & e 3 |
b. Did the customer feel like the queuing system ,, s . f gy te Wl oy b
e 3L} S ]l _,'Lh.u\“ A 3 1 =
functioned property? c - s e R
0 . Clltljeumg system did not function at I:I V) e Sy ¥l Y AR e 0
a J
s {ueuing system functioned, but it sl . a o .
(ah —ecn Y alan o 1
1 worked with a few impediments O] s s e oy g o Smefesla e
2 ¢ Queuing system functioned and it [:I Jlad JE2 g & gy ety aall UYWL ) e 3
worked quite easily and efficiently Leta
3 * Queuing system functioned and it R JOhy p el & gy Jaly il 3 Y L0 e 3
worked very easily and efficiently Jlad
¢ Not applicable O i Gl Y e -
c. Time taken for the “purpase of the customer’s visit Alga I Jpa gl 30 Sl 5555 cia Al” Jal e 2asal) Cli_ﬁl e
to be fulfilled once reaching the counter: " Aaaill
INT: SPECIFY TIME IN MINUTES: 9 : BB e 3 40 2a saaly

12
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H. Additional Comments on Visit * 5o oM Akl Adlay) Sla Tl A
(If any}): ‘ (o2 )

[
|
i
|
|

-S\m&d s
— Provide s& g\anwgs
- Provda an  Cuza\ermnens

| i

End of the Survey - Thank you very much....

S 18 — i) Ay

1A y‘ '-'5_'-‘1--_‘;’: T A . T
R

fo. — TOTAL Branch Score

{Total unweighted branch score, summing all sections):

‘ - ! para r Under Eval : 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

£ ol bl £ panea Kd

(sdY S men o Sill Laa el i WG § gana)

Jolall Aol WA 5 gaps | cpeadll b dpuaall B £ gags o J5AY o7y o30 Jdal paddt
a3l ddiall Clppedl y £ AN ppils <
(ol gall Sl a3 a0 S
) At Al y A%H aa g i pall 300 z
iyl c
B £ gapa
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