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A -
2b. Branch Area rgu_@ - C&D g oAl aige 2
3. Branch City }\JU, :CﬂJ’ a3
4. Branch Region P/ux.»)'\ iGhud 4
Day | Month [  Year T ikl ew 5
5. Date of Visit L
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L B Purpose of Visit _

Openmg a Saving

or Current Account
Saving Scheme
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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

Opening a Savings

or CL.rrn"t Acrou‘t

Saving Scheme

Housing Loan

Car Loan

Educat \ul"al Loan
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Was Customer Parking instantly available for the
Mystery Shopper?

o3 8 § s g SN Feuial 329 00 4.1

¥

| 3 |1 Yes =] o 1 3
3. No =g %82 ’
i i. Specify: 'zﬂ Caoudo d  intnont | ! e I
' oft e ! ko
ii. Specify time taken to find parking: min. G \ 5 g Sl p AN D S 15
4.2 Entrance to Building il ) Jgdal 4.2
a. Was the Entrance Clean? olihi Jaaa) A8 Ja )
3 |1 Yes [ i1 3
0 2 No O 38 2 0
if ‘No’, specify “Why / Describe how” the S MS Ga ) N1IM aaa Slad e MU Ll yaldl A4S 13
entrance was unclean: ks e Jaadl
b. Was the Entrance Convenient? elalie Joad S S8 0
3 1. Yes R 1| 3
0 2. No O X2 0
If ‘No’, please specify “Why” the entrance was “labia Jaaal) %5 21 "L sas ¢ AST Gl galdl 1S 1
inconvenient:
Was the branch premises clean? ki p il e GS A
3 1. Yes X 1| 3
0 2. No O w2| o0
If ‘No’, p!gase specify “Why / Describe how S TS i g I3 35 ind Sy NS gl S 13
the premises was unclean: i o
e o ﬂ%‘jl
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44 Branding Material

BT SR

- Posters / Branding rnaterlal present on doors, walls
and windows?

3 1. Yes

a1 3

0 2. No

s 2 0

if any:

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

O Agicel Chlaa N e Al ce S il gad) S |

f"J:.‘J!

b. Pamphlets, Leaflets and Brochures on display?

eyl y S e o5 A o

3 1. Yes K 1| 3
0 2. No O 2| 0
If ‘No’, please specify “additional comments”, O ¢l Cilaa i daa Slliad e MU O gl IS 13
if any: Sy
c. Branding material up-to-date? $aka 4 adl cladal) dlge JA S
3 1. Yes X 1| 3
0 2. No O w2 0

if any:

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

a Wereemployees present at over 90% nf the branch

O el Cllaatia” e Jlliad e 738" o gadl S 13

Al e #1339 £ Ahga 0 %90 (0 281 0053 OIS O

desks and counters? Caaadl)
3 1. Yes |:| ani 1 3
0 2. No M x2| o0

|fany
Treae weae owdy 9 oy 3

If ‘No’, please specify “additional comments”,
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O il Cllaade® ana Sliad Ce NS Gl gl oAS 131
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b. Were all / alrr}ost all of the staff neatly and
professionally dressed?

S i el (50 5 (B gal) aBea [ JS 0S8 o

3 1. Yes

a1 3

0 2. No

O X

382 0

if any:

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

O cigilal Cillaa ke dim. liek e IS il gl S 13)

:gu?._,

c. Were all/almost the entire staff wearing name
badges?

Caglandy D LS (G ganday [l pal) aBaa [ JS S 4 S

3 1. Yes

pai 3

0 2. No

0=

x20 0

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

o iyl i saal sam Al e IS" i adl S 13
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- ATM and CDM machines
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| a. Was the area surrounding the ATM and CDM

ey i k) £ 1515 N il eal) 53421 Sl ) (S O

machines clean and presentable? ¢ gl
3 | 1. ¥es E 1| 3
F
| o | 2 No O 2| 0
i If ‘No’, please specify “Why / Describe how the S S oyl 3] 2aa Sllad e MHUST gl
area was unclean: il e sl

oy T
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b. Were the ATM and CDM machines functioning?

fanl (g il gl ¢'Y! il el a_)‘,.\l <OlS Ja o

3 | 1. Yes

a1 3

0 2. No

DIE

38 2 0

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

n)‘_\ 4..\.!\_)5.4(;]".:.“ ] '1"3.1:;_".1.3:5")‘:"35" ..__zl,:.-.:l L'J'.S\;)l
-._Jl_)..aﬂ sJL.._\ _i‘ .L.;n_,) Jaad Y .‘;JEJ'I &ng‘j"_, "_‘r\‘q u_i'h_}.all
(gl gyl g IV

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

TATM/CDM Gkie # 2o il 5l 2,00 08 0 &

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

3 1. Yes E a1 3

0o |2 No O B2 9

3 | 3. Notapplicable O Ghu¥ 3| 5
If ‘No’, please specify “the time at which at 4 Loy pl 30 i " 2aa Slliai (e NS il gall S 1Y
which the cooling was not functioning L U8 s

Describe how it was insufficient:

3 1. Yes E ani 1 3
0 2. No O 2| o
If ‘No’, please specify “Additional comments / fUagiial Cildaa A" san Sllaad s MUST G gadl SRS 131

S K B Gl iyl

b. Did the branch possess sufficient lighting?

A Belaly £ AN aiady A o

3 1. Yes E a1 3
0 2. No O w2 o
If ‘No’, please specify “Additional comments / [Malal Glaa ! s Sllad e ST gl S 1
Describe how it was insufficient: S S L AS iy
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c. Did the customer have sufficient waiting space / f o pal) o lia (e il 200 [ URIDU A Aaluie Jpaall 08 A S

seating area?

\
\
3 1. Yes J E a1 3
O

0 2. No a8 2 0

Magdce) el dia dlsd e " S" Gl yed) S 131

If ‘No’, please specify “Additional comments / 4S5 o] i i g
e °X. LS e g

Describe how it was insufficient:

A

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

Al £ A Ja1a A gua gal) SIS A gy Ay O Giga ) £l JA
£l (Slal y (OSa) Sl 3 gl Calida D) A5 3

3 i Yes ani 1 3

X O

0 2. No Yy2| o

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

Ol a3 5.1

|
|
|

| a. Was the Mystery Shopper “promptly greeted /

acknowledged” on entering the branch?

TE AN ) Ayt b D dgeid) o a4 A

0 e Nogreeting / acknowledgement E il JY e 0
f 1 e  Greeted within 10 minutes of entering D | Jraall Jpin e 310 A cua 31 @ 1
2 e Greeted within S minutes of entering D Jaasll Jads e B S N a3 e | 2
: 3 ¢ Immediately greeted on entering D Grandl Jgda jpdcun dll e | 3

' b. Did the staff either / or:

1oAY gl Bl a0 A o

a. Ask for the customer’'s name?

t hanll adl e M

b. Greet the customer by name?

¢ % |
wl)SJ:.-_é.-:_‘l.lu..:;)vTi

*  Yes, the customer was greeted by name /

3 A 0o o Jaas) S5 ae Jaaals s il 5 i cpad @

3
. dsked for his / her name D PR
e No, the customer was not greeted by LOWRIRPIS WP P R DV PR FOS. PRIVERS. [P0 %, LS
0 ) 4| . 0
name / asked for his or her name sl 4l
A (e i) g "%a gl oo lies ISy CAS" (A pal) T
c Did the staff ask, “How can | help you today?” = I s A m": JL“] ]J: J;
and Probe the purpose of the customer’s visit?
3 1. Yes, the staff did this H A3y s pall o8 3 pai 1 3
0 2. No, staff did not do this O A3y Cala gl iy o NS 2 0

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

[RCRERDTRER

| e el Al 5 paddl) A gisel i &

1. Yes, he /she was redirected on the

Lialfadlalial I (3) reall aga ¢ 3aled 35 30 caed 4 3
3 basis of his / her needs E eelinidylinl ol () g
2. (OR) Thf ﬁr;t sta: r;ler:ber f - o Jymall 4 S 3 Y1 el i ( )2 ,
3 eocoun ered pro o the nature o Bhdeilua foaeliay S 313 08
visit and assister him / her
3. No, he [/ she was not redirected on Lealgal/adalgial L) am il sule) 33 o (36 3 0

the basis of his / her needs
R T e e T T

a. Were the staff courteous on the customer making
his / her enquiry?

pn e «,.i,s = J.d ...5_,.:“

0 e No, the staff were not at all courteous D oY) e il 85 Al S e 0
e Yes, the staff were quite / reasonably i TR R . -
1 ' Al gk ABLL (ol gl 1a5 53 caal 1
BB Bd e e e
2 e Yes, the staff were courteous D S abgall HS o] el e 2
3 * Yes, the staff were very courteous D ALl 2l byl S all cans @ 3
b. Did the staff demonstrate “active listening” on Tlrall Jladio " a) plicel” Gib gall 4B) A

customer enquiry?

e No, the staff did not demonstrate

. | plial il gal) iy &l (SIS

g active listening D e ) gt o * %
e Yes, the staff listened quite / o (e B ; & it

! Gaa 4 pida 40y sk il gl | sl 2] s
1 reasonably actively B4 Faal B e elsd poo @ 1
2 e Yes, the staff listened actively D Lolag) Gl gl sl il ans @ 2
3 e Yes, the staff listened very actively D ) O LA Bl hal Gl ael 3
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Did the staff appear confident?

Pkl By 4] o B gl g

[

dadii G B A3 e il gall ek Wl S

i * No, the staff did not appear confident |:| . .
\ * Yes, the staff appeared quite / i o AT e _
| Miaa 1€ Aokl o $adal 1. 1y G
| reasonably confident D ! = ) Or By bl e Bl eh im0
s Yes, the staff appeared confident D I Adi e Byl o il gliani e \
* Yes, the staff appeared very confident E I s e LS By a0l o Calh gl el cael e }
1
|

|
d. List the names of staff interacted ! e e n i e
with: I e lalad (il (s gal) plad 831 &
| o /s Nabla A\Pululd 1 A .
\ e Mr./Ms [ 2 ALt/ et .
1 * Mr./Ms 3 Ao/l e
l *  Mr./Ms 4 Aoy )=ad e
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6.1 Staff Capability CdBsdl i 61
' a. Did the staff frequently probe the nature of the Co0AR S8 ) Slalia) dah (0 Ll il gal) 58 8 )|
' customer's needs? i
| 3 |1 Yes X w1 | 3|
| o |2 No O 2 | o |
| If ‘No’, please specify your comments: Wl rliads A sla ) ST 1Y) |
|
|
b. Did the staff actively attempt to anticipate W e s A3 e it e o wogd
e gl & ) ity Allad &yl ) ald
customer needs? Gl Slaiial iy ey AB sl 2 A
3 1. Yes O ani 1 3
0 2. No _ | 38 2 0
If ‘No’, please specify your cimments: T s o Bla ) ST 1Y)
‘
c. Were the staff able to cater to the needs of the 2al 5o leas calla (190 (e (30 Slabia) A8 il gal) plaia) A S
customer without seeking the help of a colleague? Celia 3l
3 1. Yes E a1 3
0 2. No O 38 2 0
If ‘No’, please specify your comments: ) pliagdy 48 Sla ) S" 13
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 i o
questions posed? a5l ALY aliaa [US 08 Y il pal) plaiu) A &
3 1. Yes K i 1 3
0 2. No H o 0
3 3- Not Applicable @b Y 3 3
If ‘No’, please specify your comments: Sl plady o ela ) NS 13
e. Ifthe staff were unaware of the answer to a A ima ALl [opma Jgm o L) e 1508 il pall 005 a0 1) 2
particular query / queries, did they politely “ask el af [l e 450 5 e 28l Jal e SURSYI™ Guigly e ik
you to wait while they double-checked with the
system / a colleague”?
3 1. Yes | 51 3
0 2. No O % 2 0
3 Not Applicable Pl Gl ¥ 3
If ‘No’, please specify your comments: A, Zlaadls o la ) ST 1
)
+ - +




+ +
6.2 mmmmm " B .
Overall, was the staff well-informed on Bank ; \ C"---‘-'t.! '-L?-me Tiluia Thme e yiaa hlﬁ,w‘ g oS O ple .»S-H '

Dhofar’s product and services?

¢ ub J,

| o e Notat all informed O ALY e Slagleaanl pul e | 0
f 5 e Wellinformed on at least a quarter / a T T TRy ‘
| i Slail] y Sladadl Ga R R ‘ L
[ 1 few of the products and services : D ‘ 4 = &ox S M'L [ 1
| . | 4 s il I
‘ discussed ‘ \‘ Ev \
’ 2 e Wellinformed on at least half of the | D | A Al Sleaadl y Sladiall wheal e JFY1 Je play e | 2
| | products and services discussed \ f Pk b !
' s Wellinformed on at least three- ' . S g - " 1 |
Claiall e A8 ) gLl ASNE JBY e alay
3 quarters or more of the products and E ' e SS9 Y e v 3

| services discussed

N o= =N
S ladal g

(i 5

b. List the details of the “main purpose of your visit”
(as per SECTION B); rate the staff on the level of
“product / service knowledge” in this area:

,_.Ll\,ad);u)"o_;l.lﬂwu)l! 'u“u&'..aum'\’w_p,.au
M!JMJEQ‘NU}J\JP"GSHBIE”IMQJ (u
;iih:...lnhqi

INT: LIST THE CODE FROM SECTION B.

S ) g e M GG 1 Zaly

services discussed

0 e No knowledge at all | | SUBY e A Y e 0
e Wellinformed on at least a quarter / a 0 . T
Colasill y Clatiall e Jutih e Sy
1 few of the products and services O el e sl 'f'. f!,i s :!', * 1
discussed e &
e Wellinformed on at least half of the m A5 ) Slaadl) y Cladiall cieai 0o SV e play @
2 e . ks 2
products and services discussed -
¢ Wellinformed on at least three
Lo il i gl gl A8 iy
3 quarters or more of the products and | = e 9 g S e 3

L‘._'L..:S'Lu (u\'_dl \._:l..a.h..'ll

c. Did the staff attempt to “cross-sell” other products Slaad  Gladiad " ALY i o aldll A ylaay il gall 8 A .
and services? Sl

0 e No cross selling at all E ALY Lo Al adl Alany Jiial e 0

1 e Cross-selling after a lot of prompting D Sl e N g ALY audl Adany W8 e 1

5 . E:g::,:::::g after a little / some E] i R (0 D 3ng mY ol hang 6 0 2

3 e Immediate cross-selling attempt O soil) o Loyl sl Uglae 6 e 3

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

L™ Lgpal U ol Glasd y Gladia 3L 7y cili g 48 4 &
LA & i) a5 e "l

3 1. Yes

a1 3

0 2. No

X 0O

a2 0

If ‘No’, please specify your comments:

t,\)O-Jm_j
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| e.

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

Cladd § Sladia (8 "AlalS Sl giaa’t Glidae Y 4 ylaey iyl 58 4 7 |
filall il Sluasl) aa Uik o

|

|

1

INT: LIST THE CODE FROM SECTION B.

Sl Ca ) A5G a8 Zal

0 * No information at all ‘ EI ‘ A e SlaglaaY e 0
\ ¢ Information provided on at least a ‘ ; aaiall Sha slaall “ye LN faus Y e sl
| | Adincall Tola 1 3 s 4 & -l
1| quarter / a few of the products and | D )M ":“'—h g e "L i ‘ 1
| services discussed ; : W # R
2 s Information provided on at least half D ; Slatial Alaial Sl glaall Chead YY) e glae] e
f the prod d services di Rl e 5 A casal £
of the products and services discussed | -t - 3
’ Information provided on at least three | \ i
[ * Sila glaall e 81 g gl ) ASE A Je e
| 3 quarters or more of the products and ! B S "j - "':: 4.‘:)\.. _'"w,_..";.f. . B 3
[ services discussed | e SR
| | |
| 3 [ e Not Applicable ! GhiyY e 3
f.  Information on relevant procedures, ’ il O3 Lagial) L0y Slaliaall 5 o Dp) 2Tl Adaia Claylas -
documentation and follow-up method?
i INT: LIST THE CODE FROM SECTION B. O paadll cp Ga ) 3G o sl
0 ¢ Noinformation at all D ALY e claglaay e 0
* Information provided on at least a .
4ilatall \L:L‘M‘Ja‘m\ Iuijkﬂ‘:ﬂc ellac | .
1 quarter / a few of the products and D i i s 1
Lgadalia o3 Al Cilaadll y Sladially
services discussed o AR
2 e Information provided on at least half D Cilatially dleiall Sl glaall ciead B Jo clac] e 3
of the products and services discussed il o5 Al Sleasll
e Information provided on at least three : 3 g ;
Silaylaall e A8 i gL A S8 ¢lac |
3 quarters or more of the products and | [£] M ::‘)‘S “,’,‘ E o f u.f ot * 3
services discussed & i
3 ¢ Not Applicable @huyY e
g Did the staff attempt to acquire more customer Jal e Gl ddlaie JIST Cila glae 43 0l A glaey Cili gal) 40 A F
information so as to follow-up at the end of the visit? 40 g A Al SR
3 1. Yes |54 a1 3
o | 2. No | 32 0
If ‘No’, please specify your comments: Ul 2liads o sla ) "NS" 1Y)
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7.1 Timeless ; : R il L0 Lt I ¢

' a. Waiting time on entering the branch, before o a9 sall (B gal) aa Jalalll Jab g gl Jyds e UEIN) Cd )

dealing with the frontline staff: Al adlge o [ alad) Bl

| INT: SPECIFY TIME IN MINUTES: I 3 5 ;dﬂi.ﬂ'l a8 gl daa cdialy
! 0 e QOver 15 minutes ' E Wi 15 e S0 e 0
1 e 5-10 minutes O 3E:10-5 e 1
2 o 3.5 minutes O D53 e 2
3 e Under 3 minutes [:] Sl &N e B . 3

b. Did the customer feel like the queuing system

functioned properly? Sy ey chedll b JOS ) i R

e Queuing system did not function at

0 o Bd SY e Sy ¥ call i Iy g ) e 0
e Queuing system functioned, but it ; 5 . : ik :
1 ) gall —all ety LIRSS
worked with a few impediments [0 | aoomd oy n oty gony oA K ) . 1
. e Queuing system functioned and it 0 Jlad S8 5 U pany Jamy ciall 3 LTy AL 0l e 2
worked quite easily and efficiently o
P e Queuing system functioned and it D S8 g Al A gy Jary iall 3 SUATYI B ) e "
worked very easily and efficiently Jud
s Notapplicable D Shiu Y e =

c. Time taken for the “purpose of the customer’s visit adlge ) Jgeagl) die Gl 305 ok BT Jal e M) Sl &
to be fulfilled once reaching the counter: T PRES]

INT: SPECIFY TIME IN MINUTES: \ \ £ BB a1 332 1ty
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15U Adladal) AdlaY) Gla giall 0
(=2 )

" H. Additional Comments on Visit
(If any):

- o vde wew Pcllbu»j =9
= Nurmbeury boards swrld he
}——Q\omou e Cuﬂeu/sw)ru

|

| |
|
i 1

End of the Survey - Thank you very much....
S 1,88 — ol Al

s on iy

G. ‘ TOTAL Branch Score
(Total unweighted branch score, summing all sections):

Cect] B s (e Evahaats Total Points Scored in thls. Total Points Allocated /
Area: Parameter
c Branch Presentation and Customer Facilities
D Greeting and Soft Skills of Staff
E Staff Capability, Knowledge and Cross-Selling
F Timeless
TOTAL SCORE

EANBEIE g 7
(AadY) S pan o Lill dan yall e LU § gasa)

A o B gy | i 3 Ay WD ¢ 3ne e
e Aadhal) gl y g il sl a
O gl S gy a3 -
) ol e g A%y B gl 50 z
< 3l C
Bl £ gana
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