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2.  General Enquiry relating to a
specific Product, Service
and/or Facility

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

ar Current Account
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Saving Scheme Sl alis
Housing Loan S A
Car Loan ol e
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Credit Cards Sl ARy
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ii. Specify time taken to find parking:

min.

Mystery Si 7 ol e uu-dm,uw e 4.1
3 1. Yes ‘E‘ =i 1 '3
2 No [ % 2
i i. Specify: em

b g 2l AN ZE ) s o

|

4.2 Entrance to Building | el N dshalt 4,2
a. Was the Entrance Clean? | tlidas Jaaull g e )
3 1 Yes 8% i 1 3
0 2. No O M2 0

If ‘No’, specify “Why / Describe how™ the
entrance was unclean:

K Cha gt T aaa Hed e ST el S S
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b. Wasthe Entrance Convenient?

Haadin Jaadl S (4 o

3 1. Yes | 1] 03
0 2. No O w2 o0
If ‘No’, please specify “Why"” the entrance was Dia il S o0 M aaa 0 ST Ll palt A8 12
inconvenient:
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Was the branch premises clean? “Ln,h.. Ej.l\ JPEVDTN
3 1. Yes Bd 1| 3
0 2. No O 22| o

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

1S " S Ciea gl M am liad e NS iyl S 13
Ak e Al




+

+

L4.4

Sranding Material

| a. Posters / Branding material present on doors, walls
and windows?

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

if any:
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b. Pamphlets, Leaflets and Brechures on display?

Ol i g A e a0 6 L

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

i3 Il 1. Yes l E 13
0 2. No 1 D u8 2 i 0 :
If ‘No’, please specify “additional comments”, o gl Slaa " san Sl e VST Sl gall 800
if any: S lday
c. Branding material up-to-date? Taa Ay ladl Sladlel) i pa Jb S
3 1. Yes E a1 3
0 2. No Il x2| 0
If ‘No’, please specify "additional comments”, S A Silaa M saa el e NS gl S
if any: ey
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professionally dressed?

desks and counters? tiasall
3 1. Yes O i 1| 3 !
0 2. No T4 X2 0 |
If ‘No’, please specify “additional comments”, O] Sldaa S dea alliad e STHET Gl gall S
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b. Were all / almaost all of the staff neatly and
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0 2. No B4 w2 0
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If ‘No’, please specify “additional comments”, & e Do S g ‘f_\:
. >3
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i ¢. Were all/almost the entire staff wearing name

ges?

gty DL G gpaay (odB gt i [ JS S A S

3

1. Yes
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0

2.. No
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If 'No’, please specify “the approximate

A numbeg of s aff not wearing name badges;
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[46  ATM and COM machines .
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| a. Was the area surrounding the ATM and CDM

Q.A_,_m_s.lhla\b‘ﬂ‘,q..‘i|_ﬂ‘).m1n)‘.\1 Suaddh SAC S A

machines clean and presentable? ¢ At
|3 i 1 Yes O 103
Lo . 2. No BT w20
If ‘No’, please specify "Why / Describe how the ! JETGS ey 13 22 Wl i IS el TS
: 3 § i TS L

: are? wiiunclean: .

i |
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b. Were the ATM and CDM machines functioning?

oM AL B I g N il 3l WS A L

3 1. Yes

w13

0 2. No

%2 0

If ‘No’, please specify “the time at which at
which the ATM / CDM were not functioning
{and spifify which machine, ATM or CDM):
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¢. Was there sufficient cooling in the ATM/CDM area?

ATM/CDM Ghic 3 o ifd o 3,00 S o

3 1. Yes E] a1 3

0o |2 No O X2 4

3 3. Not applicable Sy Y 3 3 !
If ‘No’, please specify “the time at which at 08 Jaws ol g3 28007 saa allied e USY i gadl IS 13 i
which the cooling was not functioning Za S0l

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

2 a;if i

¥ e R R R

Pudll g M Jaay )l oyl S A

Describe how it was insufficient:

3 1. Yes Bd 1| 3
0 2. No O 2| 0
If ‘No’, please specify "Additional comments / LAl Silaa S aue Sl e SIS el S

IS Ky ol G iy

b. Did the branch possess sufficient lighting?

*AAS 3pldly p A pialy A

Describe how it was insufficient:

3 1. Yes %) 1| 3
0 2. No O 2| 0
If ‘No’, please specify “Additional comments / fragilal Glaada” aim Alad NS Olgall 80
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c.

Did the customer have sufficient waiting space /
seating area?
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if ‘No’, please specify “Additional comments /
Describe how it was insufficient:
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d. Did the customer find it easy to follow the signage
i within the interiors of the branch, indicating different
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! counters/ work stations? -
| 3 1. Yes B 1|3
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] ’ ’ . " et
l ::I)r No.,hpliase ;pecufy Ac:?g«onaﬂ comments / ey Fhil laad” i lai e THS" ol IS U
i escribe how it was insufficient: s ?: s
l
6
+ +




11 a
.!M -3 e na e

IR

‘ot

5.1 Greetlng of Customer _ :
a. Was the Mystery Shopper “promptly greeted / l |
T

acknowledged” on entering the branch?

.0 | » Na greeting / acknowledgement E o 5N e 0
S e Greeted within 10 mirutes of entering ? R VT REGFEE PN cU E D00, EQNETERS i Pl
2 s  Greeted within 5 minutas of entering D Jrarl Jaal e WERE Ma a0 e L2
S * immediately greated on entering | WY ot e e B e -3
b. Did the staff either / or: FuTRYy LRPEINSRUFE: PUL AT S S
a. Ask for the customer’s name? ' * haall ot e S
b. Greet the customer by name? Paant 83 aw Jpaaly cim )y
3 ¢ Yes, the customer was greeted by name / O P USRI I WOY LUV B S DR VL ERUFNG [P - PPOL R 3
asked for his / her name (PP
0 *  No, the customer was not greeted by E o e gty [ e S50 e Spano i il @l WIS e 0
name / asked for his or her name L
TP PN L PRTL I o1 Y Sy P PR T, DUV P
<. Did the staff ask, “How can | help you today?” o 3 e = "':‘ v "":JH.J
and Probe the purpose of the customer’s visit? ;
3 1. Yes, the staff did this 'l Ay Gl ) S ] s 3
0 2. No, staff did not do this 4 Ay e gl ks o) 362 0
d. Was the Mystery Shopper redirected on the “Ealfaldlalial o Uy LD Fauldd) gl dalel
basis of his / her needs?
1. Yes, he/she was redirected on the e i 1 e
3 basis of his / her needs D el ) (8! 4 e 8 A i 3
2. (OR) The first staff member . P . .
o Juaal) g gy i gl peddd (]
3 encountered probed the nature of D e ;;‘JJEJ::_:{:IL;_W P (IJ) 2 3
visit and assister him / her I -
3. No, he/ she was not redirected on . . . ozt e
0 the basis of his / her needs = e abia) A e Al Bilel 1501363 0

a. Were the staff courteous on the customer makmg - Ua""" e s *i-l.a-" g: o l-ul-w-‘ u-ﬂ u,uS 45_1-1‘ uU o]
his / her enquiry?

0 *  No, the staff were not at all courteous E R e gl Cibgall S5 WS e 0
¢  Yes, the staff were quite / reasonably . T et
4] WAL el ki
1 courteous D g [4d gaka AALL yall g p 1
2 *  Yes, the staff were courtecus D Jal Glhgall S ) el e 2
3 s Yes, the staff were very courtecus [l EUTIRLEVE- IO BT VL S 3
b. Did the staff demonstrate “active listening” on Tl ladiny ¥ala) slial® il pall gl A
customer enquiry?
*  No, the staff did not demonstrate . .
0 ¢ iyl plaal oAb gall B NS
active listening E il STy * 0
*  Yes, the staff listened quite / . .y . e . . .
1 ‘ ey [y Ay by Cib gall | ol 23] el
reasonably actively D Al o e e e 1
2 s Yes, the staff listened actively D Latag) LiBpall giol il caad 2
3 e Yes, the staff listened very actively D AT e i CilB gl sl ol caai @ 3
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Did the staff appear confident? ! Chidi e By adh o cabgall gl Ao
® No, the staff did not appear confident } E L adi o BA g e ilddl gay NS e ‘

e Yes, the staff appeared quite /

e SN ddl 1y 43 10 pall j4d ax
reasonably confident ‘ O ‘ ; St R i el ‘

s Yes, the staff appeared confident 7 D i SO < R I 1 O S-SPL S
j e Yes, the staff appeared very confident ' [] | ki e il g Al e il gl e |
- d. List the names of staff interacted ; e e
‘ with: ] | i Dilalad (T [ el gt 83 D |
o Mr/Ms. 0o e Pleyrga 1 Cmdnd e |
. o Mr/Ms. g I PN ST
| = Mr./Ms, [ 3 Lol odll  »
i e Mr./Ms l 4 . i Ll e




6. 1 Staff Capabllity
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6.1

"a. Did the staff frequently probe the nature of the ‘ ‘ 0,080 U85 i Slalia) andds 6 iy il gali 08 8 T
customer's needs? . i
3 ! 1. Yes [0 i1 © o3
SRE No g w2 L0
If ‘No’, please specify your comments: . Py raimn Al sla S L
, .
i i !
f I
b, Did the staff actively attempt to anticipate g3l Sl Ty b & iyt 5 A o
customer needs? ' i
. |
3 1. Yes D a1 | 3
0 2. No 174 32 .0
if ‘No’, please specify yo!r comments: Nl ety ol sl SN
¢. Were the staff able to cater to the needs of the 2] 320 i by g0 e gl Gilaltal 4B cib gl Uit a
customer without seeking the help of a colleague? Tpa 3l
3 1. Yes O i1 3
0 2. No B4 35 2 0
If ‘No’, please specify your comments: ALl ey o Bla ) TS
NiO
INT: IF the Answer i$ YES {30 the answer for Q
D should be Not Applicable
d. Were the staff able to answer all f most of the )
guestions posed? fha yhaall ALY aliea [0S 06 Ap ) Uil gl UG JA G
3 1. Yes O a1 3
0 2. No 1 32 0
3 3- Not Applicable X Gy ¥ .3 3
If ‘No’, please specify your comments: L mlded a8 Bl ST 1Y
e. IFthe staff were unaware of the answer to a A Aime Alicd fopme g 6 A e 108 cilh i 0% A113
particular query / queries, did they politely “ask o3l dal falall) e A3 e 2L Jal (e UEIVI" Carigls Lia ik
you to wait while they double-checked with the
system / a colleague”?
3 1. Yes O a1 3
0 2. No | 3 2 0
3 Not Applicable b4 iy Y 3
If ‘No’, please specify your comments: e liady a8 pla SUE 1Y
9
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| 6.2 Product Knowledge arvf Cross Selling ..«

ngmmm ; 62

uu&JummMuhwuﬂﬂ'ﬁJb uul \P\FQ&.‘I 1

i a.  Overall, was the staff well-informed on Bank !
‘ Dhofar’s product and services? TG AL |
0 l e« Notat all informed M ‘ MY o Diaglaaad jal e | o }‘
i +  Wellinformed on at least a quarter / a | ‘ ; e o 1‘ 1
\ . Sl -_.\_}..-A.‘ L J :
i 1 ! few of the products and services ! 4 S R i aan. A |
| . . \.4_.4_4,\. _-’_
; discussed i i J
7 ! = Wellinformed cn at least haif of the D A A ey Dl kel te AV Jooale e 2 \
i products and services discussed [ R ‘
= Well informed on at least three- | o . e . |
hatial e ASY gl £l ATNG Y
3 | quarters or more of the products and | [] Rl e A S Lo/ Avl o8 i 0 i3
l . . ud_J-LA a r' |._.\...‘_1._|_’ ‘
f i services discussed !
. b, List the details of the “main purpose of your visit” pall (A 1502 LaS) "Bl i ) it Adesda AT gl Py
; {as per SECTION B); rate the staff on the level of "lasidl y Shalialy alall 88 aal g gleas” o g gall pasily Ahy 2
i “product / service knowledge” in this area: rAdkill ode A

INT: LIST THE CODE FROM SECTION B.

i Gl (ol AU o dialy

“ 0 * No knowledge at all 4 SNy o sy e 0
e Wellinformed on at least a quarter / a L -
Sl y Sladiall e SN fau vl lx
1 few of the products and services O 9 Sl o B 5 2 "E‘L:Jp 'H: * 1
discussed M
2 « Weill informed an at least half of the D | A A sl y il cdedl (e B e play e 2
products and services discussed ! LiliRia
¢ Wellinformed on at least three Co : -
Slaiiadl e Jhsb gb gl AN Y
3 quarters or more of the products and D = Sihalt E] O - - :}' ‘J: * 3
services discussed

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

iladd g Dladla q.aha\ll aaalt” sgfl;iﬁil‘,l.;q.ﬁ_,dll&idh K-

and services? ARy
0 *  Nocross selling at all E ALY e Syl ) Glaay sl e 0
1 s (Cross-selling after a lot of prompting O O St G 580y il anll Aoy 3 e 1
2 . Cross-se.lling after a little / some = o il (0 B Sy AnY ) ey 4T @ 2
prompting
3 * Immediate cross-selling attempt I:I N e hnY! Al Ugaa i 3
d. Did the s_taff explain w:w Bank Dh'ofar‘ds producf’s LA Lzl Judl oy Satd g Ciaia 1l ks il palt 4l A 2
and services posse.ssa Comparative advantage Pl Syl e 45 tin g
relative to competing banks?
3 1. Yes B a1 3
0 2. No X X2, 0
If ‘NQ’, please speci ur comments: i e 8 el DS 1
10
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Did the staff attempt to provide “complete
information” on Bank Dhofar's products and
services, along with relevant literature?

Ciadd 3 Siadis O MALS Sle plaa’ Wias Y Al e il gall 3 A
ralall & ‘l.\ul._\i:ﬁ\t.a bk

+
z ,
P

\
L
i
i
|

INT: LIST THE CODE FROM SECTION B.

S ekl o el A5 BB il

|
i
i
'
1

0 . ¢« Noinformation at all ! E i ey o Jlapasy e l 0
« Information provided on at least a i ST e g e ) s SN e el :
. A xa s ; : & [ ]
1 quarter / a few of the productsand ] ! )..:‘:. "'m‘ i Siatend b1
services discussed : : o d o !
! 2 | ¢ Information provided an at least half l D | Catials Glalal Sl gl cdeas 3V _,.r. daz e I 5
1 of the products and services discussed | Bl 5 ety
i e Infarmation provided an at least three | . I T :
‘ Cia paall i g gl W e el
3 quarters or more of the products and D "M :);J‘s "1 €3 g 4.:3..:&‘3 l hﬂc‘ * 3
services discussed e d B
3 *  Not Applicable Gehisy e 3
f. Information on reievant procedures, Plaall 13 dagiiall 4500y Shalieddl y (D! Yl dllale Sl gles
documentation and follow-up method?
INT: LIST THE CODE FROM SECTION B. S il Gy Gl AuliSy o8 aly
0 *  No information at all E ARY! odlegasy e 0
s Information provided on at least a u
il e ladt e 0 fag S84 Uae
1 quarter / a few of the products and O - ::.J,u.. IF""”, “’h ‘, L * 1
services discussed a 4
2 » [Information provided on at least half D Sty dgedall i paall el BV S8 side! @ 3
of the products and services discussed altiie & S0 leadll
¢+ [nformation provided an at least three o . )
la e st o gLl AG B e clhae!
3 quarters or more of the products and D "L‘E ,':.):‘)‘ p E;;(J\. i f Y..":-.:c]; * 3
services discussed # st I
3 s Not Appliczble )4 ey e
g- Did the staff attempt to acquire more ¢customer Jal e Sy il ARlata AT e gl &8 e 4.:_,1..-.....; b gall 23 Ja g
information so as to follow-up at the end of the visit? Th S Ags A Aanay LAY
3 1. Yes W a1 3
0 2. No X X2 0
If ‘No’, please specify your comments: L s B el ST VY
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7.1

‘ a. Waiting time on entering the branch, before
; dealing with the frontline staff:

B e gall [k pall aa Galallt Gy g R (phs ie UBIYY 2y 1
+ Aaddll &h"n J.'.G fru'f‘ PrER]

. INT: SPECIFY TIME IN MINUTES: |

| 7% Vi D EERLR JU TPV

|
0 *  Over 15 minutes E : 833315 jw S8 e oo
1 »  5-10 minutes O | LA 10-5 e '
2 *  3-5minutes |:| I AA5-3 e 2
3 s  Under 3 minutes D i Al . e I 3
' b. Did the customer feel like the queuing system |
|

functioned properly?

a0y ety choall (b Y pUBS o Cige 5t A

0 » gltlxeuing system did not function at ] Y1 e ey ¥ il i Y e 0
L « Queuing system functioned, but it ] L 8Ly dag il 5 Y 0

worked with a few impediments LT oy & 02 o SRefem e 1

2 +  Queuing system functioned and it D b (82 5 A sy Sty ieall DY G D e 5
worked quite easily and efficiently Leda

3 *  Queuing system functioned and it ] JE y Al L g oy il ST W ) e 3
worked very easily and efficiently Jad

* Not applicable E ORTR S -

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

3 ) Jamasll 16 Coap3H s itk Gl S92l GBI
" dasil

INT: SPECIFY TIME IN MINUTES:

12
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H. Additional Comments on Visit ‘ 25 L Adladad) A8LaY) Cla Tl

| 1
| (If any): | (2a g ) ‘
! ' !

~ Provde inhe
bno~cs~ -

f . i

End of the Survey - Thank you very much....
Suda 1,83 — Glasay) Alys

Walbh gl

6. TOTAL Branch Score
{Total unweighted branch score, summing all sections):

Secti 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-5elling
F Timeless
TOTAL SCORE

g Al blii £ janae £
(P S an g i T WSy
Jolall Jluamadall BT § gage demaw o i o3y 430 Jalall peadl)

Sl At gl y p okl apis O

Cr

Ol gall Sl e g g Sl

At goll Aglac y 45 jeay (i palt 828 z
i c
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