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A, Details of Visit 3L Jaalds o
Bank Dhafar D il sl
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1. Bank visited
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Bank Sohar O e i
{
Other Bank: ‘ LAy
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2b. Branch Area A“—Fg\*’ ‘\JEA-T&»&‘ i £ il aipe 2
3. Branch City HMAC af Gt 3
4. Branch Region HW(."‘ V GLul 4
Day | Month |  Year [ el [ e e 5
5.  Date of Visit e
| | 2012 R 5
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6. Start Time of Visit Ll iuoE, B
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Opening a Savings
or Current Account
Saving Scheme
2.  General Enquiry relatingto a _
. . Car Loan
specific Product, Service
INT: SELECT AS RELEVANT AND/OR -
SPECIFY DETAILS OF Credit Cards
Double your Salary
Offer

Youth & Student
Account
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3 [ 1. Yes D | axt 1 I 3
2. No B 22
}r i. Specify: | E ey
| |
ii. Specify time taken to find parking: .3 min. e i g L a0 S e
4.2 Entrance to Building el B Jadalt 4.2
a. Was the Entrance Clean? ; oliid Jaaalt A8 e )
3 1 Yes . bd a1 3
a |2 No [ %02 0
If ‘No’, specify “Why / Describe how" the SE TS i g [T das load G ST el S0
entrance was unclean: i e Jaoll
b. Was the Entrance Canvenient? elalie Jaaadl 208 I o
3 1. Yes 1% 1] 03
a 2. No E] 28 2 0
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If ‘No’, please specify “Why” the entrance was
inconvenient:
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Was the branch premises clean?
3 1. Yes A
0 2. No O

If ‘No’, please specify “Why / Describe how”
the premises was unclean:
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a. Posters / Branding material present on doors, walls
i and windows?
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; 3 : 1. Yes
0 2. No
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F

DAL Tahaiat ana ol S SUUET el S
oy

o

Z‘,L,\_\ N »a'r"!. O { ST

TN e st it aew kbl

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

b. Pamphlets, Leaflets and Brochures on display? ! el y S s e AT A
3 1. Yes & o 1 3
0 2. No O W2| 0
If ‘No’, please specify “additional comments”, O il e M s el UET il gadl S
if any: By
c. Branding material up-to-date? Pl 4y ladl Slaball e Ja S
3 1. Yes E a1 3
0 2. No O w2l o
If ‘No’, please specify “additional comments”, L TN P PR TR I By Vit L SN RN R LR
if any: g

desks and counters? “4--\-'-3!
3 1. Yes O i1 3
0 2. No b4 w2 0
If ‘No’, please specify “additional comments”, O At idaa T an Sliad e ST L padl S Y
Lifany: 1Dy
M&%ﬁr 'ft) ﬁ&%ﬂ’dﬁm
b. Were all / almost all of the staff neatly and e - . .
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professionally dressed? a9 5m G G B gl oS d
3 1. Yes B 1| 3
0 2. No O W2 0
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badges?
3 1. Yes 2 a1 |3
0 2. No O w2 0
If ‘No‘, please specify “the approximate Cpalh il pall o E 2l 30 Sl e ST O paldl S
number of staff not wearing name badges; pbady SIS g Y
3
+ +




+

+

146 ATMandCDMmachines = =~ -

[ g pa g I ) pal g

746

i a, Was the area surrounding the ATM and CDM
machines clean and presentable?
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3 i 1. Yes

i Bd 1] 3 j
oo 2. No - [ 38 0 !
f i If ‘No‘, please specify “Why / Describe how the | LSRN LN g K I CEQ Y Y T L PP _.'—‘V'"'

area was unclean:
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b. Were the ATM and CDM machines functioning?

Plad 21 £y ) il el PRI T SN

3 1. Yes

PYSI |

3

0 2. No

0O X

282
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If ‘No’, please specify “the time at which at
which the ATM / COM were not functioning
(and specify which machine, ATM or COM):

e 4 80 Al g e Sl e ST il padl S
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¢. Was there sufficient cooling in the ATM/CDM area?

TATM/CDM 4ikis A 3o cagal gl 3400 48 G4 &

a. Was the branch air-conditioning fully functional
and sufficient?

3 |1 Yes ey 13
o |2 No a K2 9
3 | 3. Notapplicable O GlyY 3| 3
If ‘No’, please specify “the time at which at A ey ol g2 28 00 ana i e MUST el IS 1Y) L
which the cooling was not functioning 2 Kl ekl
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3 1. Yes

a1

0 2. No

0| X
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If ‘No’, please specify “Additional comments /
Describe how it was insufficient;
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b. Did the branch possess sufficient lighting?
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3 1. Yes

A

3

0 2. No
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If ‘No’, please specify “Additional comments /
Describe how it was insufficient:
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| ¢. Did the customer have sufficient waiting space / ] T ) el e wilS 2 f URIDU 08 Aaese Jpeall S A
seating area? ! \

3 1. Yes 1 & s 13

0 2. No 'O W2 0

] ] . - e '.L.A:E B IETI iU (LT - ',! 15 {l‘ |
If ‘No’, please specify “Additional comments / s — “—A"‘;ﬁ A | |
Describe how it was insufficient: : PR ?

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

Al £ AN JA10 A8 g pall UGN & gy Ay 3T o BRI A L
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3 | Yes | i 1 3
|

0 2. No ¥ .2 0

If ‘No’, please specify “Additional comments /
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5.1 Greeting of Customer

Oty il 5.1

e Al L alyha @ AL Gediall B i AT o ) o3 Ob

i a. Was the Mystery Shopper “promptly greeted / ’
| acknowledged” on entering the branch? ;
T
R ¢ } e  Nogreeting / acknowledgement r E Splfa 5 e l 0
1 ! e  Greeted within 10 minutes of antering ) D ol Jaae e WA 10 D ama D e | 1
| 2 | o Greeted within 5 minutes of entering | E] | e JaAc e B 5 JMA a0 e ' 2
3 e Immediately greeted on entering r ] VPRI RN STV B l 3
b. Did the staff either / or: i) gaal il palt 23 GA
a. Ask for the customer’s name? el ot e L
b. Greetthe customer by name? Faas! 83 aa Saaalyon ) o
s Yes the customer was greeted by name/ LV U R SV TR B & FPRIVIS ERNETENG - [PUAK Y IWPL I
3 O ; 3
asked for his / her name Ll
* No, the customer was not greeted by e e oly /et 80w Bl e a3 238 e
0 ) bd 0
name / asked far his or her name !yl
il 06 geallal g "0a gt s Lo Al LS B g =
c. Did the staff ask, “How can | help you today?” o 3 "esd i "‘: 'JL'! !;J; L:
and Probe the purpose of the customer’s visit? e 7
3 1. Yes, the staff did this X QY i gl W15 G a1 3
0 2. No, staff did not do this D CIETR Y- I TR, L) 0

the b35|5 of his / her needs

Were the staff courteous on the customer rnakmg

d. Was the Mystery Shopper redirected on the ahalfllalial Je sl Al §padall agagsdile) o 0 &
basis of his / her needs?
1. Yes, he /she was redirected on the
4 Salialfafalan) 1 (3) el St 37 a0 and
3 basis of his / her needs L_'] laalfilalin] G () panll agn 5 Biket 31 0 s 1 3
2. {OR) The first staff member - )
Liaall S e3l g il gall et [
3 encountered probed the nature of D - R lf o Y (‘J) 2 3
- . . el foreiasy B L 5) Aegia
visit and assister him / her
0 3. No, he/she was not redirected on lakia /AR akial L a0 Sale! 55 20 (S 3 0

*-Ea

,l.\:.r A»ﬂ-y

customer enquiry?

his / her enquiry?
0 ¢ No, the staff were not at all courteous D R e dd ciB ) 05 A S . 0
" . I:z,r::z:;aff were quite / reasonably D S Al pike Ay ih ) LT il pal 1
2 *  Yes, the staff were courteous E B kgl S G el e 2
3 »  Yes, the staff were very courteous O Aol yad byl GS e e | 3
b. Did the staff demonstrate “active listening” an T pall Adlnd M plal slieal™ il gall gl Jb o

*  No, the staff did not demonstrate .
’ pia) #liual il gall o

0 active listening D 2 sl Sl By 1 S e 0

*  Yes, the staff listened quite / . cr . e . . L

1 Al aay au \ LT
! reasanably actively E Gl B fl il Al el g @ 1
2 e Yes, the staff listened actively O L) kB gl e il o @ 2
3 e Yes, the staff listened very actively D L Oa iy il gal) ) il cpai e 3
7
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e Did the staff appear confident? 1 ‘ Pacidi e By A o kB pad) B A D
0 e No, the staff did not appear confident | [] | deaki e Wy Al il el US e

! e Yes, the staff appeared quite / ! D re e w i - i e
i 1 ! 1 -J.MMMQA._‘G\_,M| i g iaai ®

1 ; reasonably confident o o At s e
2 1 e Yes, the staff appeared confident E ‘ PV RLPRE RN I T L - S B
3| ®  Yes, the staff appeared very confident i O A e el By adl fo ihgel gt e

d..th List the names of staff interacted e AL 8 i yal) a2
' with:
i o me/ms. Mahdo Hoadh- | 1 el e
: «  Mr/Ms. J 2 | FORETI AR
| s Mr./Ms. 3 Ui/ alil e
e Mr./Ms. 4 | Ay Lkl .
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6.1 Staff Capability

6.1

0550 JEl G ) Sialia) Aaub (f laadieaTl il gall o8 4 )

a. Did the staff frequently probe the nature of the }
; customer's needs? |
.3 1L Yes 1 [:| sl 1 3
.0 ‘ W20
‘[ If ‘No’, please specify yaur comm RO SR T TR
MMEMW | :,
!
I
b. Did the staff actively attempt to anticipate en . - - TRy %
o oSlan V™) Alal Al gl | oL8 O,
customer needs? it Slaial Sty Al gl A A
3 1. Yes | aei 1 3
0 2. No | 24| U8 2 0
If ‘No’, please specify ygur comments: Wl iy o e ST 1Y
M ; n
¢. Were the staff able to cater to the needs of the 22 50 bans calhy (g0 (e G 30 Olatia) Apl b gall B Ul Jb 1S
customer without seeking the help of a coileague? *5%a 30
3 1. Yes E a1 3
0 2. No O 35 2 0
If ‘Na’, please specify your comments: REr rlaal o Sla ST 1)
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
questions pased? faa g skl ALLY shee fUS 6 AdaYl Ui gl £kl 4 S
3 1 Yes E a1 3
0 2. No | 3% 2 0
3 3- Not Applicable Gukay Y3 3
If ‘No’, please specify your comments: i liads A play ST 1Y)
e. If the staff were unaware of the answer to a Jb e Al fopma Nge e AAQYY 0 |8 il pall 0S5 &l 1) z

particular query / queries, did they politely “ask
you to wait while they double-checked with the
system / a colleague”?

£330 aal falalll s 0 5 pe Sl Jad e

JEIYI" gy e il

3 1. Yes D a1 I 3
0 2. No R ¥ 2 |0
3 Not Applicable Gakaiy ¥ 3
If 'No’, please specify ol ) Flady 8 la NSN3
+ +




+ + +
6.2 Product Knowledge and Cross Selling . , o gl gy IR G
a. Overall, was the staff well-informed on Bank ; HH-\-"-J Siadiiey Adlaie dlee e ples il alt _;-‘-5 25 A ~e~f- JSJH |
i Dhofar's product and services? I T b 2,
i 0 | ¢« Notat all informed D ALY o Slagleaap] i e ' 0 [
| o Wellinformed on at least a quarter / a | il ey e Ry i ; :
: 1 few of the products and services i D = I Ml “_"._L:‘ H: * 1
: discussed : il |
. 5 e Wellinfarmed an ?t least half of the :r D ‘ R RAPEPOPILIVLS P T U B ,.._ . ! 5
: \ products and services discussed i ! Pk tP |
: +« Wellinformed an at least three- | T Co .
: Saiiat e a8 gl gl AT Y e ale
I quarters or more of the products and | P a8l g o AV R e 3
. . ‘ il 5 A sl y
services discussed ‘
b. List the details of the “main purpose of your visit” el A e WaS) MBS e ) bl Aleais Ay gy o o

(as per SECTION B); rate the staff on the level of

"'L..n..l‘,...aL;u..JL.&h:..ﬂu}‘n dy"‘:hwm‘,dllu#lu‘d_’ (\_l

“product / service knowledge” in this area:

INT: LIST THE CODE FROM SECTION B.

1dihiy "“V“
G,

O peadll o el A 8 il
&CCO«J :

0 *  No knowledge at all O IOyl Ll ay Y e 0
+ Wellinformed on at least a quarter fa ;
. s el ) . | 1
1 few of the products and services D = I o b e “P. j\{]:_.; et 1
. A 4.4]\
discussed
3 e Wellinformed on at least half of the [:] A Slasally Chatial ceal e FYY e dlay e 2
products and services discussed il
e Wellinformed on at least three ; .
ekl Ssi gl gl A [
3 quarters or more of the products and E ' o &_"f .. "EF ""‘ "lu * 3
. . leilali, o J"l" uL._‘.;ll,
services discussed
¢. Did the staff attempt to “cross-sell” other products Giladd g Sladiad * ALY andt o pUAL Al glae; i gt BB A S
and services? Tl
0 + Nocross selling at all E ALY e Seall and Llewg Wi Al @ 0
1 e Cross-selling after a lot of prompting D Sl e S0 gy o adl lanz Bli @ 1
e Cross-selling after a little / some . . . - .
o) sl | oy Sl el dglesy o3
2 prompting D = I on et # * 2
3 * Immediate cross-selling attempt D Skt e Alayl i U das e 3
d. Did the staff explain Why Bank Dhofar's products

and services possess a “Comparative advantage”

relative to competing banks?

101" Yot SUB 2y Slad g Gladie 13 £ o0 Uil gl 40 4 &
SR & it A A e Al

3

1. Yes

a1 3

0

2. No

Xl O3

aE 2 0

If ‘No’, please peuf;your comments:

ChnLer

(o gPO 8O

A s 8 Wt S 1
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Did the staff attempt to provide “complete
information” on Bank Dhofar's products and
services, along with relevant literature?

Glalh y Sladie 08 TALS S pna” Liae Y & siaay whbpall 23 A 7

falall il t.iLng\ &4 Julh i.Ll._A .

! INT: LIST THE CODE FROM SECTION B.
|

el D a0 A5 AB tialy

T

o ¢ Noinformation at ail E] i Ay e Sy e 0
s Inforrmation provided on at least a ] . ala iyl S i e Y i, 1
: 1 quarter / a few of the products and D , - ,4:_:’_‘ I, _..__\_,JJ * 1
. | services discussed i ' s ?
' 2 | * Informaticn provided on at least half E ; Salially Aiaiel i panll wdeal BV 8 clael e | 5
i of the products and services discussed ! HioBia a3 S Tl :
! e Information provided on at least three - | Do . . ]
- i Cilaylanl T AS1 gl gl A0 BN o olac)
i 3 quarters or more of the products and D Fas e SIS EY - ""‘.f d ¢ 3
) ] [Pt A A 4.1..\ ._a'L....-n.A'I_, Delaiially dileta)
services discussed
3 e Not Applicable GulauY . 3
f.  Information on relevant procedures, fAluall i3 Aauliall Al p ShaZieaall y oSihp] el Adlals Gl glae
documentation and follow-up method?
INT: LIST THE CODE FROM SECTION B. Ol e Gl F A rdaly
0 ¢«  Noinformation at all D AR o Claglas Y e 0
¢ Information provided con at least a ety
Qi) S gladi e BN fay SV e slec) e
1 quarter / a few of the products and D R Tl ed i e matiall, 1
L‘_x.&u Ssiaadll y Shatiall
services discussed At F
2 + Information provided on at least half D Shadials Adiaall Dl leall cheal Y e slaz] e 5
of the products and services discussed LBl o5 2 Zileaildly
+ Information provided on at least three . - .
“ila gmall e AKi gl gLy b DG A Loz
3 quarters or more of the products and E = "“J 2 MADAS . "ﬁ ,."’k-f‘ . * 3
i i ].‘.\...:!LLAF\’.UI' ..lL..‘.:Jl, Slatially dilatadi
services discussed
3 ¢ Not Applicable GhyY e
g Did the staff attempt to acquire more customer Jal e S At S cila glae A5 jmad A3 faey CiB pall o3 a7
information so as to follow-up at the end of the visit? o450 Al (A Aniliadly 2L
3 1. Yes O a1 3
0 2. No Bd 32, 0

If ‘No’, please s ecn‘y "ourco ments:
Cinae aa},

W&jmq

ALy mliady o8 ela ST 130
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7.1 Timeless

clgh

+

7.1

| 3. Waiting time on entering the branch, before
dealing with the frontline staff:

ot Or g gall L gall pa Salalll Sy g il (phs 2 I 2y 0
D Aadlt all g o /el i

| INT: SPECIFY TIME IN MINUTES:

L 1t T URFCREY PR TERULER

T
I
|

0 s Qver 15 minutes ; G 15 e S5 e 0
1 *  5-10 minutes 34 10-5 e 1
T : s 3-5minutes | | J35-3 e 2
3 3

Under 3 minutes

S0 238 e B

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

P (85 Jany el & ARV B ol e A O

Queuing system did not function at

worked very easily and efficiently

Not applicable

Sumiy Y

0 all O G e aey ¥ il Y p T 0
1 ¢  Queuing system functioned, but it D ol my e Sy g il i AT G 1
waoarked with a few impediments ) ’ '

3 ¢ Queuing system functioned and it M b JS0 g & gy Jaty il 3 LSTYI QLR e 2
waorked quite easily and efficiently boaa
3 e Queuing system functioned and it E Sk g Lals A gy Jary el i UYL Je 3

O

c. Time taken far the “purpose of the customer’s visit
to be fulfilled once reaching the counter:

Adlga J Jgeoygh 36 g3l 8 bk 4D Jab e 234 iyl
Ll PP

INT: SPECIFY TIME IN MINUTES:
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H. Additional Comments on Visit 150 4dlatall ALY Sl Taall 3
- (if any): (D )

EOTONICRUNE:

End of the Survey - Thank you very much....
S T8 — Ol Atgs
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TOTAL Branch Score
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G.
(Total unweighted branch score, summing all sections):
o Total Points Scored In this Total Points Allocated /
Sectlon Parameter Under Evaluation ' e Area: ) * parameter
Branch Presentation and Customer Facilities
Greeting and Soft Skills of Staff
Staff Capability, Knowledge and Cross-Selling
Timeless
B . TOTAL SCORE
£ Al poIvY £ o id
(LBY1 S aan g il das ! e LG £ gane)
. Jandl flaadiall ML £ pagee speakll B Agaal! Bkl p gaya 0 hR! o3y 931 Jalad) ol
Coge38 Aadhll Bl i1 i <
OB gall Sl a2 &
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