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1
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2. General Enguiry relating to a
specific Product, Service
and/or Facility

INT: SELECT AS RELEVANT AND/OR
SPECIFY DETAILS OF
PRODUCT/SERVICE
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4.1 Was Customer Parking Instantly available for the

oD o B e il ge AN 33D 399 0 4.9

MyfteryShopber? : |
3 L Yes = i1 3
2, No g NS 2
i. Specify: L
ii. Specify time taken to find parking: min. HES iy Sl e O S e
4.2 Entrance to Building il D Jedall 4.2

a. Was the Entrance Clean?

Al Jaaad o8 A

3 1. Yes @ PO 3
0 2. No O % 2 0
If ‘No’, specify “Why / Describe how” the SIS Cea g 3] e Slad e USY lpadl RS
entrance was unclean: snlal e Jaadl

b. Was the Entrance Convenient?

Phastia Jihaad) S Ja o

3 1. Yes

a1 3

0 2. No
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inconvenient:
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If ‘No’, please specify “Why” the entrance was
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3 1. Yes P2t a1 3
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If ‘No’, please specify “Why / Describe how”
the premises was unclean:
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[ 4.4 " . Branding Material
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a. Posters / Branding material present on doors, walls
and windows?
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If ‘No’, please specify “additional comments”, | ‘ O S alal Siha il das il e HST O gadl 80 !

if any: iy 1
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b. Pamphlets, Leaflets and Brochures on display?

!
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0 2. No | N2 0
If ‘No’, please specify “additional comments”, I et Sl M s Sk e SIS el SAS
if any: Ty
C. Branding material up-to-date? fina Ay el bl M ga JA S
3 1. Yes 74| 1| 3
0 2. No O X2 0
If ‘W', please specify “additional comments”, b ilal Slaa it saa Sl e MEET il gall S 1S
if any: Sy

a. Were employees present at over 30% of the branch
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desks and counters? faadall
3 1. Yes g PYSI 3
0 2. No O w2 0
If ‘No’, please specify “additional comments”, O Rdlal Chaa e saa i IS Gl gadt IS
if any: Iy

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

Triad e o] (980 p (B gall pBma [ JS GRS A

if any:

3 1. Yes & PEENN | 3
0 2. No (| w2 0
] N - ‘u‘ "o b I " .. ‘n " K . 1
If ‘No’, please specify “additional comments”, b e ile) Sl san Sload e NS el JS 3
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c. Were all/almost the entire staff wearing name
badges?
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3 1. Yes

1| 3

0 2. No

3 2 0

If ‘Na’, please specify “the approximate
number of staff not wearing name badgeg:
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4.6 "o ATMandCOMmachines ~ #,-04 TFafr Foaa gl Lo o aiis L Bk ,4.img_m_,vmgmaj.,,| 4_g|
a. Was the area surrcunding the ATM and CDM | Oty iyl ,‘;J-l-d\ 5laﬁ|_, AT i all B gl Taaddl St S8 A i

. machines clean and presentable? | ¢ gl

3 1. Yes ' E ans 1 3
0 2. No O w2l o

| If ‘No’, please specify “Why / Describe how the
area was unclean:
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the ATM and CDM machines functioning?

Toand g2l B 1Yy V] i) el 5] SIS A

3 1. Yes

a1 3

¢ 2. No

O X
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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 CDM):
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¢. Was there sufficient cocling in the ATM/CDM area?

TATM/CDM 4ihia A 32 cigfall g 3,80 S8 06 S

a. Was the branch alr-condltlomng fully functlonal
and sufficient?

3 1. Yes O g
0o |2 No 0 B2 9
3 |3. Notapplicable A Gy ¥ 3| 3
If ‘No’, please specify “the time at which at A8 ey o) g8 " 2aa Sl e TS Ll gl S 1)
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3 1. Yes E a1 3
0 2. No n 2| 0
If ‘No’, please specify “Additional comments / FUAAlal Sidaa " e Slab e MHST D gadl R8I
Describe how it was insufficient: o LY PN QLN Y

b. Did the branch possess sufficient lighting?

TAAS Soldly £ Al Alaly A

3 1. Yes

a1 3

0 2. No

OX
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If ‘No’, please specify “Additional comments /
Describe how it was insufficient:
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["c. Did the customer have sufficient waiting space / T toesial el e oS 2on BRI LS ala Jpead] SO0 D
seating area?
3 1. Yes =T 1|3
0 2. No O w2 o0

If 'No’, please specify “Additicnal comments /
Describe how it was insufficient:
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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?
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3
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If ‘No’, please specify “Additional cornments /
?islcribe how it was insufficient:
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5.1 Greeting of Customer Ok e 3 5.1
a. Was the Mystery Shopper “promptly greeted / | TE ol A Alghd 98 AL §pedall o b AT a0 a3 O
acknowledged” on entering the branch? !
0 s Nogreeting / acknowledgement [ D ot vua 5Y e 0
\ ' . . . .
i 1 *  Greeted within 10 minutes of entering ! D el Jads e B0 DA e B e 1
i 1
P2 e Greeted within 5 minutes of entering | [} ol (R e 3G G oz e 2
! 3 + |mmediately greeted an entering E ot Jyas b ua G e i3
b. Did the staff either / or: TooaWt gaals il gal) B3 6 o
a. Ask for the customer’s name? el o) e Jlo
b. Greet the customer by name? faad S5 e panlly a0
3 *  Yes, the customer was greeted by name / E S e S faad 85 J PR ERNITERG i [A J JYL T 3
asked for his / her name Lganal
0 *  No, the customer was not greeted by D dand e Jag ady f daal 83 pa Jaaels cua Sl W5 NS . 0
name / asked for his or her name Lgau! 4l
TN A et Ml " Lab gl -
c. Did the staff ask, “How can | help you today?” 05 okl 5 Mot ot A )‘: JL‘] ,.nd: _,L,:
and Probe the purpose of the customer’s visit? '
3 1. Yes, the staff did this o] Ay Cila gl S S cani ] 3
0 2. No, staff did not do this H Ll gall AL W3S 2 0

d.
basis of his / her needs?

Was the Mystery Shopper redirected on the

TRalialadabial e sl LN fadall 4 gisicl b b &

1. Yes, he / she was redirected on the

Jaldalfadaldal M (3) Jeeadl i Sale ! 33 80 o pes
3 basis of his / her needs L] ebamtiatin (@) el 4 el 5.8 101 3
2. (OR) The first staff member IR oo
e el g G gA)LY il gall et () 2
3 e_nf:ountereq probgd the nature of B Bsele foaclasy g 5 du 3
visit and assister him / her
0 3. No, he / she was not redirected on 0

the basis of his / her needs

- . Al

Were the staff courteous an the customer making

lFalialfaialbal M aayill dolel 25 51 W38 3

SR a e e

Sl 330t 28 (- 0 fnmiies] (530 (3] U
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customer enquiry?

his / her enquiry?
0 ¢  No, the staff were not at ail courteous | [] B o gl Bl (5 a0 S e 0
! . :sf; ,.;:2 j:aff were quite / reasonably E Ban AU pe Ay iyl I3 i cpas 1
2 *  Yes, the staff were courtecus EI P PN L P S 2
3 *  Yes, the staff were very courtecus ] AL yad gl SIS G e e 3
b. Did the staff demonstrate “active listening” on Sl i M plal plial" il pall 1 A o

=  No, the staff did not demonstrate

0 | plhual il galt 1.9
active listening D il St B o ¢ 0
s Yes, the staff listened quite / S . S . s . .
1 X Lot [\ ady by Cib gadl | dol 3l el
reasonably actively ! S g ¢ By L 1
2 *  Yes, the staff listened actively D Lskagl b palt ) 3 sani @ 2
3 *  Yes, the staff listened very actively D L) Ga 80 B palt | il Gl cni @ 3




c. Did the staff appear confident? ; O HAPIE < P - JVN Ve W

O
‘ 0 ] ¢ No, the staff did not appear confident E ki e (Bl AT e gl iy NS e
‘ s Yes, the staff appeared guite /
\ ’ ppeared quite Taina Sk ki S Bl A5 e il gl s can
! 1 reasonably confident D e ; On Bl 4 o il el el e
i 2 * Yes, the staff appeared confident | | ; donki o Byl g5 dagalt jelnaai e
! . i i . ek - . -1, . .. .
{ 3 e Yes, the staff appeared very confident | D | A S Ll By 0] e ) e ani @
| :;ith. List the names of staff interacted 1‘ i e CALAAT ) oyl g LS 2 |
| o« Mr/ms ) g Ladyuwodnet wane lag Do) il e
; s Mr./Ms. Q&"ﬂ_ﬂr‘ﬂi A w‘{U“M YM\I—‘M b/, bl .
B o Mr./Ms. 3 | Lody adll e

o Mr./Ms. 4 | Ao/ laull e

8




6.1 Staff Capability gkl galt 300 6.1

a. Did the staff frequently probe the nature of the T80 JOd Gl Claltal Ak o8 el cili gall 28 e
customer's needs?

©3 Yes O a1 3
L0 2. Na X n 2 0
/I_f ‘No', please specify your commenjs: i il e S Y
L Qrn/ Wl Ot © 1\ ;
|

onlumq

b. Did the staff actively attempt to anticipate

Topl Shalia) hiuy dllad wdB gall W Ia
customer needs? G Shabial Jhduy Shaey B pall o 4 o

3 1. Yes D PRER 3
0 2. No 1B 38 2 0
If 'No’, pleaig siecify your comments: i iy a8 Bla (NS 1Y
€.  Were the staff able to cater to the needs of the daf aebos cath 7198 Cpa g 1) Silalia) Al b gall £ Usiad Ja D
customer without seeking the help of a colleague? i PR
3 1. Yes | a1 3
0 2. No | 38 2 0

f ‘No’, please specify your comments: 2 ) el A e NS 1
INT: IF the e ; 50 the answer for Q

D should ke Not Applicable

d. Were the staff able to answer all / most of the

questions posed? fda g haall ALY aBaa fJS 08 LY Cil gt £ laiud JA &
3 1 Yes [ a1 3
0 2. No O ¥ 2 0
3 3- Not Applicable Gy Y 3 3
If 'No’, ptease specify your comments: 2l Ly a8 Gl NS 1
e. Ifthe staff were unaware of the answer to a O Adges Al foyma Jipe S0 A1 e 100 B galt 08 81 1) 7
particular query / queries, did they politely “ask ©pajlt daf fullalll o 430 6 pe A8l Jad e MBI Guigls die itk
you to wait while they double-checked with the
system / a colleague”?
3 1. Yes O as 1 3
0 2. No % 3 2 0
3 Not Applicable Galaiy Y 3

If ‘No’, please specify your comments:;
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a. Overall, was the staff well-informed on Bank uu-‘-\J Siladia *-'“-'u Gons Sis gle il palt 520 ‘...LS ul ‘p"' JS-—\ !
! Dhofar’s product and services? ¢ AE Ly
I
0 »  Notat all informed f | WY e Saglaan ul e 0
i s Wellinformed on at least a quarter / a ﬁ an s et ) ot
1 . mlaltal ! iaada - ) A
L1 few of the products and services O J o S S e : i RGP 1
H . .‘.\...J_.p 4_. !
: discussed '
Ly « Wellinformed on at least half of the E S el y SDalid dhal e Y o oA e 2
i products and services discussed [ A
1: , » Wellinformed an a; Ier.:ast th;ee— ) EI il e I i &‘-.ui BV L e e ;
! quall'tEFS or more 0 the products an e D ekl

services discussed
b. List the details of the “main purpose of your visit” el B g Lag) Rl 5 i ) g Aluada daif adg o

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

"‘M1JMMU_M| S S u.ﬁgg.lh).d\ﬂ,ﬂ.!‘pi_g!(&
,uh.'n.-ﬂo:uq.'l

INT: LIST THE CODE FROM SECTION B.

O k) o a1 A o8 10l

0 e Noknowledge at all O SNV Lk Y e 0
*  Wellinformed on at least a quarter / a , .
Slaaall g Dlpgiall | = Y
1 few of the products and services D 2 e AN fes Lﬁ:;:n:h j ¢ 1
discussed ¢
5 e  Well informed on at least half of the E £ o Sheaddly Sladidl ciial e FY) o al e )
products and services discussed (PRt
s  Well informed on at least three . .
slamiadl e A8 ply b A BY Lk W
3 quarters or more of the products and D — o Sl g Sl e ey 3

services discussed

aila &5 30 cilaal

c. Did the staff attempt to “cross-sell” other products Siladd g Sladial " LS Apll™ G abAL A ey il gall B8 Ja S
and services? ¢ 5ol
0 e Nocross selling at all E SAUBY e Al ol Adany sy o] 0
1 *  Cross-salling after a lot of prompting D O Nl a0 My ALY i ey B e 1
2 . glr’z:.::;:u:g after a little / some D i A 0 D g BYT ol gm0 0 2
3 * Immediate cross-selling attempt D Sl e ] Al laas W3 e 3
d. Did the staff explain Why Bank Dhofar's products

and services possess a “Comparative advantage”
relative to competing banks?

L gl A ) Claad y Shadle 13 £y il gl o A
O R U DR W W

3 1. Yes

1 3

KO

o 2. No

a2 0

If ‘No’, please specify your comments:

Al plad o el S 1
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e. Did the staff attempt to provide “complete
information” on Bank Dhofar's products and
services, along with relevant literature?

Sledd g Chatls f MAliS e gled” Aoy Al g il yall o8 4z

filalt Cad CiliEh g tih o

INT: LIST THE CODE FROM SECTION B.

G a0 3o S g 1iinly

0 ¢ No information at all

SUaY Lo ZayaaY e i 0

+ Infgrmation provided on at least a

Sty

a3l .Lu:::.;:‘ L J_.L:l.:'l l\.."l-‘l _:j‘j' __,..r. g.\..'nr.] - '

1 quar.ter / a few of the products and | Wil 5 1 e i 1
services discussed '
5 s Information provided on at least half E ladials AZaiad e ) wiead BV R odee; e 2
of the products and services discussed Wallie O S Szl y
* |nformation provided on at least three vl - . .
“iea glaalt i gl gl A2 A Lne |
3 quarters or more of the products and | [ e ylaat Sa A1 ) g4 R 3

services discussed

Lgilflie &5 A Sleasdl y Clatiall Gl

3 s  Not Applicable

iy Y e 3

f.  Information on relevant procedures,
documentation and follow-up method?

Paloall k3 Aagliad) 4000 g SlATwall g (Silpd paYl Ailaie Claglas 7

INT: LIST THE CODE FROM SECTION B.

O peakll a a0 ALIG o il

of the products and services discussed

Lk (H“r—x]‘u:ll .“J

+ |nformation provided on at least three

hagladdl g ST o) P ARG Y1 e cle! o R

0 ¢ Noinformation at all D ARyl e Glagina 0 0
¢ Information provided on at least a ae
Alatalb il gladlt | 3y U
1 quarter / a few of the products and D = ‘“‘l “.E‘J‘m 4_5,&': J.‘h "’; o " ‘ 1
services discussed # >
2 ¢ Information provided on at least half & Glaially ATl i yladl cheal BY1 e sllae! e 9

3 qualrters crr more of the products and Wi 0 3 asilly haTiall Gl
services discussed
3 s - Not Applicable Gy Y e
g Did the staff attempt to acquire more customer Jab e Gt ddlase S Cile e 48 mal A glaey i gall 1 JaF

information so as to follow-up at the end of the visit?

75,030 A4S (A Aalially aldlt

3 1. Yes O o1 3
0 2. No R % 2. 0
If ‘No’, please specify your comments: ol Ly g e S )

o n
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7.1 Timeless

+

<l gh 7.1

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

@ g gall CpdB gall an Jaladll By op il Jpd 3 URDY iy ]
D Aadll adiga e fala) Ba)

INT: SPECIFY TIME IN MINUTES:

WAL G Byl 20 s lialy

¢ ¢  Over 15 minutes O } G115 e M e 0
1 ¢ 5-10 minutes O ' 3551 10-5 e | 1
b2 »  3-5minutes g A5l e 2
| 3 ¢ Under 3 minutes E SR 2N e W e 3
b. Did the customer feel like the queuing system e N . .
froaaa Jily hall i R T P
functioned properly? ¢ e b B Al gt A O
¢ Queuing system did not function at
0 y B sy on D4 Y e Saay ¥ il 3 Y i ] e 0
1 ¢ Queuing systemn functioned, but it O @i o Ry ety il 5 Y A
worked with a few impediments & o AR AR e 1
2 ¢ Queuing system functioned and it D Jud S5 g A ppany Say iall A JUATY S ) e
" . . 2
worked quite easily and efficiently Lesa I
3 e Queuing system functioned and it D JEla g Aals A gy Jamy il DY AL e 3
warked very easily and efficiently Jd
* Notapplicable D ORI 'O -

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

i ge N ama gt die Cypg 30 345 dab ApD” Jal (e JaTa gl o

:n -l i3l

INT: SPECIFY TIME IN MINUTES:
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H. Additional Comments on Visit 33l Adlxiall ALYyl Cia Shal! r
(If any): (=2 )

— Al e MAMYW/
T

End of the Survey - Thank you very much....
S 1,83 — glasal Al

G. TOTAL Branch Score
(Total unweughted branch score, summing all sectlons)
T e Toulmumamws J‘I'dtalPalntsAIlocatedI -
. © Section . Parmhrllnder!valuaﬁon ‘Area: ¢ o acih Pa _
C Branch Presentation and Customer Facilities
D Greeting and Soft Skills of Staff
E Staff Capability, Knowledge and Cross-Selling
F Timeless
Mo« TOTALSCORE | /. S SR 2
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