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Bank Sohar ' e iy
Other Bank: Ll Ay
2a. Branch Name 7(‘1,1\!.'1\,-..0_, § il §2
2b. Branch Area YOM-C\ DLQ il giye 2
3. Branch City YM»\Q edd 3
4. Branch Region DOK}\\\YA V\eﬂ\m il 4
Day l Month [ Year i ] Pra I s i ag 5
5. Date of Visit
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Hours | Minutes G | el
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7. Total Duration of ks Minutes . - S0 Eae 7
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2.  Generazl Enquiry relating tc a W -2 A3 Radd s e alia Blada e jladdul 2
specific Product, Service 8 e A L
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4.1 Was Customer Parking Instantly available for the
Mystery Shopper?

Pl Yes a1 | 3
2. No b i
i Specify: .

ii. Specify time taken to find parking: min.

JJ.A Has r._;)\.'.\ ;i}h A ed

4.2 Entrance to Building

D I Jpi 4.2

Was the Entrance Clean?

TURT Jaaad S L

1 Yes

PLO 3

2. No

00X

us 2 0

if ‘No’, specify "Why / Describe how” the
entrance was unclean:

MR e g 1T 2aa Sl e THET el S 3
e Jaad

Was the Entrance Convenient?

[ TR TRV TR N

1. Yes

1] 3

2. No

Ox

A8 2 0

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

~*.:-.;-,-:"W""i~‘-g‘- A ST NPT ATEEY T o
[ ARG IS ORFRYNEEE W5 T AT

it Sl % 1

daa ¢ TS a,a'_,._a.'.'l IS 1S

HER i vt WA AP S

branch premises clean? i g i aa SIS A
1. Yes a1 3
2. No w2 0

If ‘Na’, please specify “Why / Describe how”
the premises was unclean:
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88 " Branding Matarial - NN T T $om N e WMMI
a. Posters / Branding material present on doors, walls ’-‘!‘J-*-‘J Sl uum o Akl Slals [ Sihuale da g b )
and windows?
3 1. Yes O il 3
0 2. No R w2 o
. | If ‘No’, please specify “additional comments”, ! MR Dlaa e sra el e MUEY gt SIS
ifany: ' Nty
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! lLEDf\a.M,d.lmj Y IOJan_g
1
l
|

b. Pamphlets, Leaflets and Brochures on display? El il y Sl o ye w3 JA

3 1. Yes E 113
0 2. No D w2 0
If 'No’, please specify "additional comments”, . S ¢"hilial Slan " aa Slial e TS Ol gadl S
if any: Siay
c. Branding material up-to-date? talpia 4y el CAadalt Jiga 4 S
3 1. Yes E PLEN 3
0 2. No | w2 0
If ‘No’, please specify “additional comments”, O e"Rdiel St daa Hlind e JTHEY Olgalt SN
if any: =t

v:e.'m.'Jt. "‘u:& ,1-
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a. Were employees present at over 90% of the branch a (igay allSa 5l 1y p AN ;,.15_’- %90 Jﬂ!l] 1_,;, oA g b

desks and counters? faaadlt
3 1. Yes D 51 3
0 2. No B4 w2 o
if 'No’, please specify “additional comments”, S i Slaa e dxa bl e MOST gl S 1D

if any: s
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oo I dedks

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

a0 (el (gl 5y (oD gall pma | JS CAS O L2

3 1. Yes X 1| 03
0 2. No O 2| 0
.“ ‘Ir’ H .|! -1 Ay " Y ” .!' . ‘Il "u - :"
if ‘No’, please specify “additional comments”, S il LA e £ o AT gl f{i‘
Sy

if any:

¢. Were all/almost the entire staff wearing name . . .
/ g iy S () gneny (ol gl pime £ JS S g8 S

badges?

3 1. Yes D a1 3
0 2. No A w2 | o
if ‘No’, please specify “the approximate Jplt il gl e SN SaaT) 22a Hlliad e ST Gl gadl S 1
number of staff not wearing name badges: ey S L2 e
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A6 - ATM jnd COM machines -~ < &
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a. Was the area surrounding the ATM and COM

‘_,....\_,....h..‘;u.n 51.:,,\11,‘_,311 b eall 5 5l Jasaalt S SAS L)
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|
|
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|
|
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~
machines clean and presentable? ! ¢ el
3 1. Yes R | 1|3
o | 2. No O w2 0
} If ‘No’, please specify “Why / Describe how the j ! SE S eyl flE 22 Sl G SIS gl S
i | area was unclean: i i e S

b. Were the ATM and COM machines functioning?

T0anS gk F IV g Tl el) gl SIS A

3 1. Yes

a1

3

Q 2. Nao

0 |

282

0

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

Boan 4 85 a0 AN 28 aaa Alad e UIST ol AE 1
el g i ay) Jae3 Y g £ 1Yy Y el
W Y g T

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

TATM/CDM Ghis 3 15 Sl 3 3,00 S Ja <

a. Was the hranch anr—condltmmng ful1y functlonal
and sufficient?

ﬁ-I"Vv\’s' e

' 'J-‘P-d&-ad--uf".n-“ N d-‘di "

3 |1 Yes B P

0o |2 No O X2 5

3 3. Not applicable O Glay¥ 3| 4
If ‘No’, please specify “the time at which at A Jeay ol A 8 g e Hlzad e SEIST i pal IS 1
which the cooling was not functioning e S0 sl

3 1. Yes

a1

0 2. No

ORr

382

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

M) Cillaalia s Hlad e ST gl S U
S S Al GBS ayl

b. Did the branch possess sufficient lighting?

TS Ly £l pdaly JA

3 1. Yes

a1

3

4] 2. No

0O/

%2

0

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

fAlal il ane Sl e AT gl S 1D
S S p) S iy
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c. Did the customer have sufficient waiting space / o Tusial) 3R lie e kS 300 [ JUBIDK A0S Aaleas Speal SIS A O
seating area? !
3 1. Yes ans 1 X 3

0 2. No 36 2 Q

O™

[ Sl tha e Zhad eSS gl S

If ‘No’, please specify “Additional comments / IS s 3 S iy
Lot 3 b ke §

Describe how it was insufficient:

1
|
\
'
!
|
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. d. Did the customer find it easy to follow the signage
! within the interiors of the branch, indicating different
counters/ work stations?

Al B (A3 A puia pall CRSIY Ay 2y O (L Y R G0 L
faal) (Sal y (lilall) b SN i Yl 5

3 1. Yes pai 1 3

OX

0 2. No ¥2| o

If ‘No’, please specify “Additional comments /

) _ _ heayly Al Claa M aua Wl e IS G gadl A1
Describe how it was insufficient: FI I . = :

AES S Wl s




5.1 Greeting of Customer

+

R S yn i 6.1

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

TE A M Algas b AAD Feddl o b allifoua S a0 6

0 [ * Nogreeting / acknowledgement D oS eua S e 0
1 *  Greeted within 10 minutes of entering |} D el Jado e 3iE 10 JMA s T e 1
2 s  Greeted within 5 minutes of entering ' D ranlt Jyhl e 3RS A e T e 2
3 s |mmediately greeted an entering E Gant Jgal shcma T e 3

b. Did the staff either / or:

HUTES, {EPECNVRU - FL IR JIT R

a. Askforthe customer’'s name?

f bandl ot e A

b. Greet the customer by name?

Taasl S5 ae Jaalls vam

e Yes, the customer was greeted by name /

FIEUWILTIG WY LDV S SRS PR - RV R

3
asked for his / her name E Ll 3
0 s No, the customer was not greeted by D aanl e Ju aly /et S5 Baadly a0 05 W0 B8 e 0
name / asked for his or her name Lyl
hlh (e _pedl] g "¢ Sl s iy A" (i gl =
c. Did the staff ask, “How can | help you taday?” t 3 Tead i ’f 'JL"] .|J: L:
and Probe the purpose of the customer’s visit? ’ ’
3 1. Yes, the staff did this o4 A1y el o6 3 and 1 3
0 2. No, staff did not do this = AL iyl i 2 S 2 0
d. Was the Mystery Shopper redirected on the Wlaldalfadlalial o sl Ad fedall aga 6 dde) 5 b &

basis of his / her needs?

3 1. Yes, he /she was redirected on the
basis of his / her needs

tdalial/adlatial (5 Jraall 4n 55 aled 35 38 (pai ] 3

2. (OR} The first staff member

S aandl 4yl 2N Y1 cida pal) it () 2

3 epFountereq prob.ed the nature of D ol foae by 5 ol Amas 3
visit and assister him / her
0 3. No, he / she was not redirected on

[

the basis of his / her needs

R R VRt M
Were the staff courteous on the customer making
his / her enquiry?

Waldaldalial b el solel 35 2 38 3 0

c *  No, the staff were not at all courteous D Y o G ab gl (S W3S e 0
e Yes, the staff were quite / reasanably . . . s . .
’ 4] ARl Caln gl fa Gll caal
1 courteous 2| Sy Al gda AL il gl aT il e e 1
2 e Yes, the staff were courtecus D Sl cabyddh 1S Gl i 2
3 »  Yes, the staff were very courteous D AL LA gl S G el e 3
b. Did the staff demonstrate “active listening” on Tl Jualindy " pla) plieet’ Cib pall B b o

customer enquiry?

*  No, the staff did not demonstrate

| plieal il gall A >
0 active listening O wriaa) pliah ABpall gty o1 S a
*  Yes, the staff listened quite / . P . . .
1 4] ] samd
1 reasanably actively E oot By P g iyl il gl whetl W ped o 1
2 *  Yes, the staff listened actively D Ll B pall Aec) ail aai @ 2
3 s  Yes, the staff listened very actively D gVl Oa B8 Ll gall gl Gl cad @ 3
7
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| c. Did the staff appear confident? ‘ faiki e By adl o il gal) 45 A,

4] s No, the staff did not appear confident Adi e Pyt e gl i WS e

L " "' . - =t “ 1. H [ .
reasonably confident e JL S R e

O
1 e  Yes, the staff appeared quite / B

] .

o

2 *  Yes, the staff appeared confident } il e By A e Al e aed e

3 * Yes, the staff appeared very confident | Akl a el By AS) R i gl g s e
d. List the names of staff interacted ! e e e Coe
with: Todha Silalad Sk ruddh pall plaed 831 3

o Mr/Ms Onani mmalde axMell | Lol ei) e

s Mr./Ms.viane | 2 Walf Ll .

e Mr./Ms. ~ | 3 Lol fed e

e Mr./Ms. | 4 Ay Ladll e
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6.1 Staff Capability - CulBsdt i 61
a. Did the staff frequently probe the nature of the i £ S0 Ol 3l cilaltal Arpk S8 jeadlutl vl gall o8 8

customer's needs? j

. T ) T

R Yes A . M3

o0 2 No O w2 oo

i If ‘No’, please specify your comments; : i el o s S

|

|

!

b. Did the staff actively attempt to anticipate o . e e s . e
o ) Olalyda)l Allad 43 glocay B gall o
customer needs? Gl Slalial Sy U ABydl g A
3 1. Yes O a1 3
0. 2. No | 2| a2 0
If ‘No’, please specify your comments: bl rladly o8 la, 1S
He wax A Lpbaur n g
W q wueah o -
¢. Were the staff able to cater to the needs of the i 3 luce wath (g e G 3 DAAR] Al Cil gt £ laiud A D
customer without seeking the help of a colleague? £ 3l
3 1. Yes B4 and 1 3
0 2. No | N 2 0
If ‘No’, please specify your comments: R rlady af ela ) MUS" 1Y
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 posed? fAa g hall ALY JBea LIS 05 ey il gt pllaicd 4 S
3 1. Yes Jﬂ a1 3
0 2. No H| 38 2 0
3 3- Not Applicable ey ¥ .3 3
If ‘Ng’, please specify your comments: i iy 28 Bl ST 13
e. If the staff were unaware of the answer to a b i Al fogae S o AaY) o |30 wil gall 08 o0 10 1
particular query / queries, did they politely “ask a3 dad fALBI e L00 § e 280 Jal o UL il dlie quike
you to wait while they double-checked with the
system / a colleague”?
3 1. Yes O a1 3
0 2. No O 3 2 0
3 Not Applicable X ey Y 3
If ‘No’, please specify your comments: i Flaady o8 Fla ST 3
9
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a. Overall, was the staff well-informed on Bank Viladd g Chadies allaie Alens s glae cib gl 520 SIS ?1:, U8y
Dhofar’s product and services? ¢ jdB 2Ly
| @ * Not at all informed D 30EY e Slaglaaanl il e 0
s Weliinformed on at least a quarter / a el y S e L A e Y e aa
1 few of the products and services O TR el R e A = 1
R il ad 4.1..‘
discussed |
¢ Wellinformed on at least half of the { AL g Tandl y Diatilal wdeal e BV o opa: e
2 e 23 o 2
] products and services discussed ! ke 1)
' + Wwell informed on at least three- - -
Chatiall e A g gl i ASME B e Ll
3 quarters or more of the products and [___] i R0 g 5_":;1, u" ""I ",‘T ¢ 3
services discussed i ’
b. List the details of the “main purpose of your visit" il A g oa La8) "5 LT e I il Aleaie AaY pe gy o8 o
{as per SECTION B}; rate the staff on the level of Moladdll p ANy Fedd) Al ¢ g e L.Hih}‘]"ﬁn““ Ay
“product / service knowledge” in this area: ' JARRIall 028 A

Sl o oM G 8 T 5aly
INT: LIST THE CODE FROM SECTION B.

0 * No knowledge at all EI AU o pdayy e 0
e Wellinformed on at least a quarter / a .
Chaaall g Clatiall - | - 1o
1 few of the products and services D I o B fs e j?.l:"' :1; * 1
discussed c
) +  Wellinformed an at least half of the | A ilasall g Ziatiall cikal e Y e alyy @ 2
products and services discussed Lpiilia
¢  Well informed on at least three . ..
Slamidl o ST gl gl A Y el @
3 quar'ters qr more of the products and D e 5 Sl 3
services discussed
c. Did the staff attempt to “cross-sell” other products Shard g Slatial ALY apll™ bRl A e LiB gl a8 G0 O
and services? ts Al
0 ¢ No cross selling at all E Syl e Alayl o Llag sial 0
1 e Cross-selling after a lot of prompting O O S (e Dy Y el leay 08 e 1
e  C(Cross-selling after a little / some - . . <
S Akl Sa SARN ey ayi V dolaay S8
2 prompting O = tiR s Aol ol Llaay 5 @ 2
3 * Immediate cross-selling attempt D il e Y sl e i e 3

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

AL gl B Wy Cladd g Ghadie 1] 1 kg oibgall o 4 S
LB il pe A e " Agpeaill

3 1. Yes D a1 3
0 2. No TA 32, 0
If ‘No’, please specify your comments: 1l ey 48 la 1D 1

Méw,éey\,
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Did the staff attempt to provide “complete
information” on Bank Dhefar's products and
services, along with relevant literature?

Shazi y Sladie GF "AalS Sla e’ Lilae Y 4 goe b gt o3 06 £

falall 3 Syl pa L &,

INT: LIST THE CODE FROM SECTION B.

S ] o G 1 G o 1l

T
R ¢ + Noinformation at all ! D | SUEY Je Sayaay e 4]
| ¢ Information provided on at least a ‘ AT e gl e G fay BV e ¢e)
I it Jila paa FReLY; ¢ .
1 quarter / a few of the products and O | P S G S s e 1
i . i et s a3 _.'_'.' -_z'L“_\.", —Tdil
i services discussed !
i 2 + Information provided on at least half E 3 Saiially Al S gleadl cheal B o claes e 2
‘ of the products and services discussed I e e e
+ Information provided on at least three - - .
Sl plaall e 81 ) gLl ADS B e pllae)
3 quarters or more of the products and E] e _,.s J‘ Eu" 1 "'”“"“d, * 3
. . h‘-hdil—‘-l(hl\fh‘ Sacall y Diaiialls et
services discussed
3 *  Not Applicable iy e 3
f.  Information on relevant procedures, et 1) Ayl 44005 y Shalianald y o Slp) Yl ARaSe Sl glaa -
documentation and follow-up method?
INT: LIST THE CODE FROM SECTION B. G aedl] (e el 4SS a8 rialy
0 e Noinformation at all D SOk e Glaglaay e 0
¢ Information provided an at least a .
Gltall S pleall e A S BY! e pldae!
1 quan:ter/ ? few of the products and D L35 5 adly il 1
services discussed
2 * Information provided on at least half E Satially Akl Sl glaall cdead 5N L ) 2
of the products and services discussed 08 o5 A Siaaadly
» Information provided an at least three . " .
N;lld}h.in ) J.‘nSi Jk &Lui ey ;ﬁ.ﬂ U’b r-l.]n:.! -
3 quar:ters c_nr more of the products and D L4 5 A Elasll y chatial, ALaid 3
services discussed
3 ¢ Not Applicable LTNTS, S
g Did the staff attempt to acquire more customer Jal O g iR Ahlnia JASH Cle glaa b e at 3 glaay il gl A3 a7
information so as to follow-up at the end of the visit? T30 Al b dalialy pLaN
3 1. Yes | a1 3
0 2. No 2] X 2 0
If ‘Na’, please specify your ccmmenls: RUEBY Avee Rt AP ThY
11
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7.1 Timeless <l g¥ 7.1
a. Waiting time on entering the branch, before ot g gall Gl gall e Jalalll Sy g i s v UEIY) By )

dealing with the frontline staff:

D Aaddl adlga e [ el i)

INT: SPECIFY TIME IN MINUTES: | P s B gl 3 sy
0 e Over 15 minutes LD ; WA 15 e K e ! 0
1 e 5-10 minutes 0 F010-5 e 1
2 e 3-5minutes g 3E5.3 e 2
3 e Under 3 minutes E AR M e F e 3
b. Did the customer feel like the queuing system e . . .
‘e L2 chuall & LRI WBG AL Cge i ek
functioned properly? g o BN HEI Ch a3 A A
eui t did not i
0 . (;lll: uing system did not function at E BY) e deng ¥ il 3 EY S e 0
1 +  Queuing system functioned, but it I:I S Sl Jaky il i U S e 1
worked with a few impediments o & Y vt SEE A
9 * Queuing system functioned and it D Juad 85y & gy Jamy iall i GUEEYY Gk ) e N
worked quite easily and efficiently Loda
3 s Queuing system functioned and it n Ut g Al AL gy Jomy bl b T S e 3
worked very easily and efficiently Jad
+ Not applicable D VAT Y -
c. Time taken for the “purpose of the customer’s visit Ay A dpeapll 30 Gy 3l 645 i GuB” Jal e diSA CE g S

to be fulfilled once reaching the counter:

:ot i agt

INT: SPECIFY TIME IN MINUTES:

®

Dl s 28 gl e saly
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H. Additional Comments on Visit 2l Tl A} A8LaY) Sla il 2
(If any}: (s )

Ny ConmenrIs

End of the Survey - Thank you very much....
M TS — Gl A

ST T (R,

6. TOTAL Branch Score
(Total unwmghted branch score, summing all sections):

: . Pa nde Eval Total qumsScorgdlnthls R thalPointsAllocaudI
Area: - Paramaeter -
C Branch Presentation and Customer Facilities
D Greeting and Soft Skills of Staff
E Staff Capability, Knowledge and Cross-Selling
F Timeless
R o
S GwT 17 -TOTAL SCORE

£ Al Dblii £ gana Ne
(;La!\[\ JSC.A; ‘&_).n.ud_\_\_)ah _}.u:..n‘d_“ &}4.:..0)

dalall fladiadoall BAD) B pagne }MMEW ‘ s R oy gl Jelall | pudll
Q,..U']J‘.A.:.I.J‘ 3 !u‘bl*...ﬂ'l_g&ﬂl&ﬂ: -
OB galt S lgea 3 caga i <
A A dglep y ATh i y B gall 328 £
< g r
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