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A, Details of Visit B30 Jpeatd
Bank Dhofar A s
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. National Bank of Oman O Aol ila gl S W5 e 2 AL 1
1. Bank Visited
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Bank Sohar O Jaa Ly
Other Bank: DAl Al
2a. Branch Name rNewd gaﬂaﬁ;_ﬂ»g gl 12
2b. Branch Area [\)&JO (A_QQ_O_A.Q\/ & il adge 2
3. Branch City S&CM duad 3
4. Branch Region D‘/\,ega/v i 4
Day | Month [  vYear T AN [ e i L.y 5
5. Date of Visit
| | 2013 1 & | 1&
Hours [ Minutes JHthan | Gl el
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Opening a Savings D
or Current Account

Saving Scheme D

Housing Loan
2. General Enquiry relating to a ¥l s e e Blata ple ladid 2
specific Product, Service Car Loan . g
and/or Facility Educational Loan [:l Ao o | 8 Jpal 22 g f g cauiall A cdaly
INT: SELECT AS RELEVANT AND/OR _ daadtl
SPECIFY DETAILS OF Cmd't Cards D '

PRODUCT/SERVICE Personal Loan

Double your Salary
Offer

Youth & Student
Account D




4.1 Was Customer Parking instantly available for the ] ) n
TN 6 B Apee il g AN  Bgudall 399 b 4.1
Mystery Shopper? .
301 Yes &2 a1 | 3
2 No inl w2
i, Specify: | aia T
| |
i ii. Specify time taken to find parking: min. e i ey W 2 g e
!
4.2 Entrance to Building urivall (N Jgiad 4.2
a. Was the Entrance Clean? il Jaaall olg e )
3 1. Yes B4 1 3
0 2. No O 38 2 0
If ‘No’, specify “Why / Describe how” the LS W I R TV S SR, "C- B ES U K
entrance was unclean: el e Sl

b. Wasthe Entrance Convenient?

Falia Jaiall S 4

3 1. Yes

1|3

0 2. No

0O

352 a

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

o R s e A e R
L3 - O .
o)A f! A g v

T Jasad! S o T sy MEET gl S

T, T

. -* e " Ta17
....'L..-Ludp' 7*4 5 L Lo e

Was the branch premnses clean? olil; &J.m TN
3 ‘l 1. Yes pad 1 3
o 2. No 38 2 0

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

G " iy A3 e b e ST el A1)

Ak e Ll
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! a. Posters / Branding material present on doors walls
and windows?

".I.I\JJ!JQU.\*J\ .u‘yﬂ_,hwh.nuhk/d&ahh_”@ i

3 1. Yes = 1] 3
o 2. No O w2 o
: If ‘No’, please specify “additional comments”, | oAl DA saa Al e IE" gl IS 1D
E if any: ‘Ziay
!

b. Pamphlets, Leaflets and Brochures on display?

Fi el y Sl o e w5 A o

T '
vln.r-.. "y -\.-i C,. el s

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

_}"’i‘*? . ':‘, L2

m.b.— AT AL

3 1. Yes X 1| 3
0 2. No | w2 0
If ‘No’, please specify “additional comments”, el Dldaa i saa Sl SUET O galt SIS
if any: Wy
<. Branding material up-to-date? talan 4y Latll chadladl dige Ja D
3 1. Yes | a1t 3
0 2. No 0 %21 0
If ‘No’, please specify "additional comments”, Ol SiBa il s Hlad SRS el CAS0
if any: Wy

e"r.: H-*-“-’u PY) Eﬂ" qﬁru- 90 O )-ls'l*a»‘ﬂ SO0

2t b Cualonmao Son (-r

desks and counters? tdaaill
3 1. Yes d pai 1 3
0 2. No 4/ w2l o
If ‘No’, please specify “additional comments”, S el Slaa N daa Sl il G UHET L gall A1
if any: . 2oy
{Wles o 9 urmdow . and

b. Were all / almost all of the staff neatly and
professionally dressed?

Tty e el (900 (ol gall pBma [ JS U JA

if any:

3 1. Yes B3 1|03
0 2. No O w2 0
. - . ) Rl i s Al e SE” iyl S 1
If ‘No’, please specify “additional comments”, oA - e =i 52 -;,,;
Damy

c. Were allfalmast the entire staff wearing name

el b (3 graday (padS gl : &
badges? Ay O O pall alima f JS S A,
3 1. Yes B4 m1l3
0 2. No O W2 0

If ‘No’, please specify “the approximate
number of staff not wearing name badges:

Sl il pall s S dell dne Sliad e SIS i padt SN
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a. Was the area surrounding the ATM and CDM

Ot wdgiis s R EAATYy Y Gl ealt B g Dl ST S A

machines clean and presentable? ¢ aaadl
3 ! 1. Yes A 113
! I
0 2. No O 2. 0
‘ If ‘No’, please specify “Why / Describe how the NS TS s gl aa Zled pe VST gt S 1
| area was unclean: kel g S

b. Were the ATM and CDOM machines functioning?

Tl Rl £ 10y V) i el 3 ] SRS A

3 1. Yes

a1 3

] 2. No

X O

%S 2 0

If ‘No’, please specify “the time at which at
which the ATM / COM were not functioning

{and specify which machine, ATM or CDM}:
sl ch

wi66 bt the COM Dan wrdon

el 4d S A A g Sl e MNST el S

o it g gT 2aag) a3 Y gl g laYiy V)G el
(gl glay y Iy

Lo

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

CATM/CDM 4dkia b 32 ciah o 3030 Gl Ja &

a. Was thebranch air- condllomng fully functlonal -
and sufficient?

3 1. Yes Y| a1 5

o |2 No | X2 g

3 | 3. Notapplicable O Sily¥ 3| 4
If ‘No’, please specify “the time at which at A Jaws ol T 28 saa Allid e VST il pall S L
which the cooling was not functioning e S Gl

iy 43 (L cng g4 s S O

3 1. Yes

pei 1 3

0 2. No

a8 2 0

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

) Sidaa " i Alad e ST b all S0
O LU OU Y. QU

b. Did the branch possess sufficient lighting?

PGS Gplualy B RN adady O Lo

3 1. Yes

a=d 1 3

0 2. No

O|X

352 0

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

[Pl Dlaada daa Al e PR gadl RS0
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c. Did the customer have sufficient waiting space / [ Tom st aniie (e ilS 20/ UBIDA AS Aalee Jraall CUS A
seating area?
3 1. Yes B 1| 3
0 2. No O 2| 0o
Ml e iaa Sl Al d ‘e ST o a
If ‘No’, please specify “Additional comments / e -+ e 8

Describe how it was insufficient:

S S A s Ciay)

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

G £ D Ja1 A g palh SR &S ey s 0 Qg ) £ A
Sl Sl g (sSall) 05 RS Ldlihe ) A2 3

3 1 Yes

PRV 3

0 2. No

Ok

¥ .2 0

If 'No’, please specify “Additional camments /
Describe how it was insufficient:

i gy fAgila) SlaaMa” dra i e MUST gl IS 13
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5.1 Greeting of Customer

+

Ol 3 qua i 8.1

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

Tp Al Al gaa 8 AA Rgedad) e b allliaa S 3 O )

b. Did the staff either / or:

! 0 . e Nogreeting / acknowledgement & : S a5V e 0
I

,l{ 1 ' s Greeted within 10 minutes of entering D ! ! Jaar e MR 10 0 o il e 1

P2 e  Greeted within 5 minutes of entering O wranl Jad e B 5 YA s 50 e 2

3 | ¢ immediately greeted on entering D et JyaY ghua S e 3

HUYPoy (RTEERE - TIPS

T

! a. Ask for the customer’s name?

VAPV S S

b. Greet the customer by name?

Taasi 8 ae Jpandy v oo

e  Yes, the customer was greeted by name /

PPV DU TUT T PP ERNVEN | P U PPL S

3 asked for his / her name D L) 3
o *  Ng, the customer was not greeted by E ot e S aly fdad S5 e Spandycua g ah 38 0
name / asked for his or her name Lgand ol

PO AT T R P W I "3 TS il ST (LAl palt e

c. Did the staff ask, “How can | help you today?” o 3 e b ‘P:] JL“],;{: 1:
and Probe the purpose of the customer’s visit? ' i
3 1. Yes, the staff did this D Ay il gl A8 AT a1 3
0 2. No, staff did not do this % Sy iyl o K D 0

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

TSakial/aiakial o sl (dall §pudall &g 500 0 A &

1. Yes, he / she was redirected on the

3 basis of his / her needs

Waldalfaiatial A (3) Leadl aaa 5iole] 55 53 ¢ pai | 3

2. (OR} The first staff member

Cp Lrandlag A 31 JgN —aa gall edid ()2

3 e.nf:ountere(:i probgd the nature of Bacl ot 5 s 5l Aaysh 3
visit and assister him / her
0 3. No, he /she was not redirected on Ll Aaliia! ) s g Sokel 35 o0 36 3 0

the basis of his / her needs

e

.,2.

s
“f v

-~

Wer the staff courteous on the customer making O paal) 536 asa b i
his / her enquiry?
0 = No, the staff were not at all courteous D S e R ciB gl S8 Wl cUE e 0
1 . :z:,.;:i:;aff were guite / reasonably I:I Sas JAlpsie ABly iyl la il caei e 1
2 s Yes, the staff were courteous |:| B il yall S el 2
3 *  Yes, the staff were very courteous E AL a0 il gl S el W 3
b. Did the staff demonstrate “active listening” on Tl Aeadlo ¥ alal plival® il gad) 451 4 o

customer enquiry?

«  Nog, the staff did not demonstrate

0 J plial iB gall 5 U8
active listening O il e sl gy Al . 0
1 *  Yes, the staff listened quite / D Lula by Jad pike il g b ) 5] g 0

L L ]

reasonably actively gl B [l gika 44y ks i
2 e Yes, the staff listened actively ] had Bl s il ans 2
3 »  Yes, the staff listened very actively E Lot e i cibh gall gl il aai e 3
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Did the staff appear confident? Tt Sa B A3 R il gl gl e

*  Yes, the staff appeared quite /

L
& No, the staff did not appear confident | | Al pe By A e b el g Al US e
T
reasonably confident ;

Jae JEE dil T By A0 e Calgall jelniaai e

= Yes, the staff appeared confident

=E il e g A e gl el e e
s Yes, the staff appeared very confident | [] acdi fa Ll By adl Lo il gl el anl @

d..th List the names of staff interacted e ELataS (il Gyl gl pnnd ST
with:
e Mr./Ms Shibo 1] Ly lad e
e Mr./ Ms. P il daiall .
*  Mr./Ms. 3 Aol Lol e
Mr. / Ms. 4 | Loulylaill e




6.1 Staff Capability

ki ind 6.1

¢ 5% S5y S 3l Sabial Al 6 juadGaU will pad) 5 06

a. Did the staff frequently probe the nature of the
customer’s needs?

e Yes Ed a1 3
o |2 No O % 2 0
If ‘No’, please specify your comments: RLORE U RN L k]

b. Did the staff actively attempt to anticipate €Cupu ) Slaiial Rl Aiad & glany il pal) 8 G4 s
customer needs?

3 1. Yes E a1 3
0 2. No W] % 2 0
If ‘No’, please specify your comments: 2l s a8 Ela ) ST 1Y)
¢. Were the staff able to cater to the needs of the ) 320l calh 93 Om Gl SAalpla) 4D il gall ki Ja S
customer without seeking the help of a colleague? iy il
3 1. Yes M ani 1 3
0 2. No O 38 2 0
If ‘No”, please specify your comments: e rliads o sla 5 8" 1Y
INT: IF the Answer is YES , 30 the answer for Q
D should be Not Applicable
d. Were the staff able to answer all / most of the i o .
questions posed? oy shaall ALY ulia [JS (6 Alay) il pal] g il 4 &
3 1. Yes Bd 1 3
0 2. No O 3 2 0
3 3- Not Applicable Gy Y L3 3
If ‘No’, please specify your comments: Al a8 Blay ST 1)

e. If the staff were unaware of the answer to a O i Al fome Jliges 8 AdaY) e 1008 LA galt 0% a1 1Y
particular query / queries, did they politely “ask a3l tal folBi e 40 5 e 38U Jad Ha JURIIYI" waylghs dlie il
you to wait while they double-checked with the
system / a colleague”?

3 1. Yes E a1 3
0 2. No O 38 2 0
3 Not Appilicable halaiy ¥ 3
If ‘No’, please specify your comments: ) Flads A la ) ST 1)
9
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6.2 : Produgt Knowied NE el Y pun T A BEER
a. Overall, was the staff well-informed on Bank A SIS U ple S )
Dhofar's product and services? € il sy
0 = Notat all informed D AU o Slaglaa il il W ’ 0
*  Wellinformed on at least a quarter f a | . " :
Slazalty bl N e IR e ol [
1 few of the products and services D 7T S Wi J:;j 'md\‘ ‘ 1
discussed s
s+ Wellinformed on at least half of the | A g leadly Slaiid) cheal e BY o ol e [
2 f f D [T H 2
products and services discussed ik !
¢ Well informed on at least three- ' sel & Cengr
aldl e A8 g el A Y e Wy e
3 quarters gr more of the products and E e 5 St 3
services discussed

b. List the details of the “main purpose of your visit”
(as per SECTION B); rate the staff on the level of

ikl g LS) "B e g Lal daty t.a,,._:,i o~
kil y Chadiay atal 4 aall g glese 0 (ol gl pidy g (S

“product / service knowledge” in this area: Adkidl 2 (4
' Conn D ol D 30 A, B 12y
INT: LIST THE CODE FROM SECTION B. l W"‘Q"’
0 e Noknowledge at all O YLk Y e 0
e Well informed on at least a quarter / a .
Zladadl g Shdodiall | : Wi
1 few of the products and services D = I D B e fi‘l_:% j * 1
discussed ~
2 » Wellinformed on at least half of the O 2 Sy Clatiall vieal e Y e ey e 2
products and services discussed [PAACE
e  Well informed on at least three .
Slamdl e AT o gl A8 B
3 quarters or more of the products and E ) e &1 “)’b.. . j:f ﬁ * 3
services discussed #r 2

c. Did the staff attempt to “cross-sell” other products

Claad g Silpiial ALyl gl o AL A glas Cib gall B8 S8 S

and services? te sl
0 * Nocross selling at all E ALY Ll e adl Ades iy W) e 0
1 s  (Cross-selling after a lot of prompting D il Sl e 0 | Bl adi Adey Wi e 1
s Cross-selling after a little / some . . .
AR P (VPR WO R - I PP | 2
2 prompting D N Ga SN ey Ao ] aleas .
3 + Immediate cross-selling attempt D 2l e AlaY adl Uglaa i e 3

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

Apladi™ el ik ol clead g Ciladie 13 2 by B gall 28 Q6
PRl & il ae &5 e "Apdl

3 1. Yes

L 3

0 2. No

RO

32, 0

If ‘No’, please specify your comments:

A gk e O

10
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e. Did the staff attempt to provide “complete Gladd g Slalle (6 "OCAS Sl e iy Qyaey ciigali o8 o 1 !
information” on Bank Dhofar's products and faluall i il aa b ol
services, along with relevant literature?

INT: LIST THE CODE FROM SECTION B. & ikl (o o RS B 1tialy

0 i « No information at all D | ALY o Diagasd e ! o
[ + Information pravided an at least a ‘
il Sl el - Ol s R e plias!
1 quarter / a few of the products and E "u‘] ) J*L ’EJJ‘ “'L - * 1
| . ) \‘J..A’LH Al g lalna y A lwlalu
! services discussed
2 ! s« Information pravided on at least half D i Salial Al el et cdead B 2 slae! e 2
of the products and services discussed i P S SRS
¢ Information provided on at least three . Co - .
S el e A0 g gl AZNE B ac !
3 quarters or more of the products and E] e _,..s 2 & X U! .."'h-f.f' * 3
. . W“Hqﬂ‘ﬂm"}wml
services discussed
3 e  Not Applicable Gelais ¥ @ 3
f. Information on relevant procedures, ' falal) b3 Aapiall A4k p SIATd g (b sl ARiade Sile glas 1
documentation and follow-up method?
JINT: LIST THE CODE FROM SECTION 8. G ekl 3 Sl Aty (.i reaaly
0 * Mo information at all D Y e SlaglaY e 0
. e O s (R e Sl e B S e el o |
qua.er gewo e products an il o A hasally Clatial
services discussed
2 « Information provided on at least half I:I Clatiadly Gleldl Sl gledll wdead I Lo slee! e 2
of the products and services discussed Lidllie o5 A Shasadly
e Information provided on at least three . s S
Sl gladll e A8 g L A B e sliec] e
3 quar“ters IZ.II' more of the products and D LR o5 I Ciasilly sl At 3
services discussed
3 e« Not Applicable EOSTE
g Did the staff attempt to acquire mare customer Jab e Gga o Ahlaie A1 Cila glae A el A glaiay i galt o8 A F
information so as to follow-up at the end of the visit? 30 30 A A daliadly WA
3 1. Yes K a1, 3
0 2. No B 2, 0
if '‘No’, pleas specifYour comyments: -8l rliady a8 ola S 1Y
we. did wol "Gl

11



+ + +

'7.1 Timeless <y 74
| 3. Waiting time on entering the branch, before o 9 gall G pal) pe Jaladh Jaby of Ll Jyda 26 SBIYY dyd
. dealing with the frontline staff: s Aadid) adl ga e [ ala¥l i)

PRtk T ENOPRCH N IR TPRLIN

' INT: SPECIFY TIME IN MINUTES: |

|
; . [ [ P s s
0 e QOver 15 minutes | D : GA 15 e S e 0
1 |« 510minutes AmE i 10-5 e 1
j 2 e 3-5minutes ! D 353 . 2
3 « Under 3 minutes & F M e B e 3
b. Did the customer feel like the queuing system o . , P .
Troana (S5 ital) BRI alBd o e Y e
functioned properly? ¢ oy ot S AE G o e A
o . :Lljeumg systern did not function at EI BY) 5 Sty ¥ ieall 3 YIS e 0
*  Queuing system functioned, but it . 5 ] . . ..
1 1 gadl ek ¥ il syl Jlas ol
worked with a few impediments D il ? e Oy Jeay A AR L. 1
5 * Queuing system functioned and it | Fad JSh 5 & e Jary il A LREY U e 2
waorked quite easily and efficiently Le 22 )
e Queuing system functioned and it JE g Al & s Joamy iall B Uyl alas ) e
3 . : & : 3
worked very easily and efficiently Jlad
s Not applicable D VST I -
c. Time taken for the “purpase of the customer’s visit £ e N dpea gl sie (g3 65 chae 4pE" Jal e M A &
to be fulfilied once reaching the counter: M Aagdld)
INT: SPECIFY TIME IN MINUTES: \3 : BB o g a1l

12
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H. Additional Comments on Visit 15k ARlala) AdLaY) Cla Sl A
(f any): (g )

S~{.S

‘-Pquu«A.ﬁ- W

Cuatenme.

r Dwreds

Y

.Q'vbl‘aas Cucs Lennens

&wdiw daakts acpdimto the Seamdrce—
_ fhovide uddemes Send ite af?ﬁv

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

S 1,83 = Gt ity
G. Bl TOTAL Branch Score Bl
{Total unwelghted branch score, summing all sections):
g o ‘ TotalPolnuScoredind'lls Total Points Allocated /
- Section mwgramluaﬁon " Ares: Para
C Branch Presentation and Customer Facilities
D Greeting and Soft Skills of Staff
E Staff Capability, Knowledge and Cross-Selling
F Timeless
T ", TOTAL SCORE | 3
&0 % L e
gl B £ gane  F
(?L.;!Yl 8 pax {);11 m).]'l Br - Ll &_,A'.\A_)
- 3l [Rstnadoad WA B gapa | - " el (g Alpeddt JlLll p gage X — # Jyah) oy gAll Jalall _ peakd
Cge 0 Akl gl y p Rl apds <
O 3 51 g a2 &
B Al Al g 45 jmay B galt b o e
n.‘ai_,!l r
Ay R Sl . . .
S B AN G o BN £ gazs
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