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General Enquiry relating to a
specific Product, Service

and/or Facility

INT: SELECT AS RELEVANT AND/OR

SPECIFY DETAILS OF
PRODUCT/SERVICE

Opening a Saving
or Current Account

Saving Scheme

). 11+
J‘._\_‘.‘ aldal

Housing Loan

Sl 3

Car Loan

Bl o A ‘

Educational Loan

Credit Cards
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Personal Loan

Double your Salary
Offer

Youth & Student
Account
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_ Mystery Shopper?

3

1. Yes

2. No

&

'\'(\((e.,,\r OC' e 'Q“Lv\k_,'

ii. Specify time taken to find parking:

i. Specify:%;eg DA 4 C[Q;”d

min.

G 8 il g ey a0 M sa

4.2 Entrance to Building

T T e ) Ja 4.2

a. Was the Entrance Clean? el Jasad o8 Ja )
3 1. Yes E pad 1 3
0o |2 No O 38 2 0
If ‘No’, specify “Why / Describe how” the S S o ) 1" 220 Sl e o"OIST L gadl A€ 03
entrance was unclean: el g Jaad

b. Was the Entrance Convenient?

oladlia Jaaul ciS a0

1. Yes

pxi 1

3

2. No

O/

38 2

0]

Was the

inconvenient:

branch premises clean?

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

Todin Jaadl 0S5 o MY 33a ¢ "IS" ol gl S 1

3

1. Yes

0

2. No

O &

the premises was unclean:

If ‘No’, please specify “Why / Describe how”
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a. Posters / Brandmg maternal present on doors, walls
and windows?

BRTCESTY Y

" FREAERE

#3013 3 () p20) ._.1,.11‘,1-.%1.“...1..3;;“@»,,,_,. |

3 1. Yes D ani 1 3
|0 2. No ® %2 0
i If ‘No’, please specify “additional comments”, O MMAalial Slaa N saa Jlad e CUST Gl gadl S8 13
1 if any: TSada gy

No Q!w{ Pﬂg'tfw ;r_‘\g &

b. Pamphlets, Leaflets and Brochures on display?

el il y Kl (a5 A Lo

3 1. Yes X i1l a
0 2. No O 2| 0
If ‘No’, please specify “additional comments”, | il Gl aan Sllad e SUST Glgadl S 13
if any: Daa gy
(3 Branding material up-to-date? falan 4 ladll claolall Mg JA S
3 1. Yes | m|o3
0 2. No X x2| 0
If ‘No’, please specify “additional comments”, O il Claadla" saa Sllad e S Ol gall 1S
R

if :
if any . . |.-

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

Bigay aplla gl g il AB ga (a %90 e AS) 33155 S Ja

desks and counters? AORES]
3 1. Yes D pri 1 3
0 2. No 4| w2 o
If ‘No’, please specify “additional comments”, O Ml Cllaadila aaa Sllad e ST Gl gl A8 1D
if any: iSaay

e ploens o 22 i

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

Sy e el (9 Ol pall alea [ S S U o

3 1. Yes E and 1 3
0 2. No O 2| o0
.'I ‘Il- 2 - - - " - N “‘ " . %
If ‘No’, please specify “additional comments”, o e B LSy T e .ﬂm

if any:

c. Were all/almost the entire staff wearing name

 analy Sk (3 guay (ol gl alima | JS S A S

badges?
3 1. Yes E a1 3
0 2. No O €2 o
If ‘No’, please specify “the approximate Cpdll Cpila gall o i) daall daa Slliad (e ¢MAST gad) IS 13
number of staff not wearing name badges: oty O LS ey Y
4
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a Was the area surroundlng the ATM and CDM

machines clean and presentable? 4 ,,:n..h
3 1. Yes 4 1| 3
0 2. No O 2| o

area was unclean:

If ‘No’, please specify “Why / Describe how the

S i i gl Nl 2aa Ml e HE

i J;J ;".S 1al
ks e sl

b. Were the ATM and CDM machines functioning?

Taad g £15U1 g M) ) ] S A Lo

3 1.

Yes

a1 3

0 2.

No

O X

382 0

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

el 4uh 0S5,
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c. Was there sufficient cooling in the ATM/CDM area?

SATM/CDM {Ghis 3 2n Sl ) 4,8 S Ja o

‘Was the branch air-conitioning fully functional

3 1. Yes B4 i3

g |2 No O X210 9

3 | 3. Notapplicable O Ghu¥ 3| 3
If ‘No’, please specify “the time at which at 4 g ol (o2 2 " daa Slliad e ST O gadl S 1)
which the cooling was not functioning AL s

Tob s 31 0L s o D G ]

and sufficient?
3 1. Yes B a1 3
0 2. No H 2| o0
If ‘No’, please specify “Additional comments / [Miilol Cllaadla" 2aa Hliad e ST Gl galdl S 13
Describe how it was insufficient: S Sl S Caay
b. Did the branch possess sufficient lighting? S48 Selaly £ il iy A o
3 1. Yes B4 mi1| 3
0 2. No O 2| o
If ‘No’, please specify “Additional comments / [l Slaa " das Al e MU il gadl IS 1
Describe how it was insufficient: S S Al S a
5
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c. Did the customer have sufficient waiting space / foaslall solia (e ilS 230 [ URIDU A8 Aalois Jpaall (S 4 S
seating area?
3 1. Yes | w13
0 2. No O X2 0
If ‘No’, please specify “Additional comments / Pallaid Ciliate: i Bl _,‘stls HLHSPJE ‘:".ls 1;1:
Describe how it was insufficient: U5 0 i iy

d. Did the customer find it easy to follow the signage

within the interiors of the branch, indicating different
counters/ work stations?

A3 £ A Jals A g gall AN A pgay iy O g0 gt A &

el (Sl g (OhSal)) ) ) dlia ) a5

3 i Yes E a1 3
0 2. No O y2| o
If ‘No’, please specify “Additional comments /

Describe how it was insufficient:

ooyl y fAgdla) llaade” 2 dliad e S il gall S 1)

S Si Ll s




5.1 Greeting of Customer

Ol A 5.1

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

T A ) Algis jab AL Gaudall o Giadllfcua il &3 A |

e No greeting / acknowledgement

At s Y e

e Greeted within 10 minutes of entering

=l

Jraall Jgas e B 10 DA a3l

Greeted within 5 minutes of entering

0
1
2 .
3

¢ Immediately greeted on entering

OX 00

0
1
= |

Jrall s sl 0|

b. Did the staff either / or:

1ou Y gdals il gal) BB o

a. Ask for the customer’'s name?

fsanll pusl e s

b. Greet the customer by name?

¢, 3 1 1
.q.....ﬁjs_c..hg‘...g._,n_,_‘,;

*  Yes, the customer was greeted by name /

el e Jls faa) S5 ae Jiaady cum il 5 vl i e

2 asked for his / her name E PO 3
0 e No, the customer was not greeted by D LIS 0 WAy F U< B S PR PREEVERS [T . LS 0
name / asked for his or her name Leaud

A 8 i) g "0 gl dlae Lo e CiS" (LAl gal) &

'3 Did the staff ask, “How can | help you today?” e 3 e u,s "‘: ‘JL‘] nd: L:
and Probe the purpose of the customer’s visit? ' *
3 1. Yes, the staff did this 4| Ay Gl gl A8 Sl pns 1 3
0 2. No, staff did not do this O Sy Cala gl 2y ) (S 2 0

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

Talial/alalial e ply ALl dpddl 4 el & 06 LS

1. Yes, he /she was redirected on the

2 basis of his / her needs

]

Lefalialfatlaliial ) (5)iand) dsm o5 Sale) 25 o) cani ] 3

2. (OR) The first staff member

Cr il 4 il 3D ¥ ilogall il (4) 2

the basis of his / her needs

T L

his / her enquiry?

a. Were the staff courteous on the customer making

3 e.ntl:ountereq probfad the nature of D Wl el By 3l 3
visit and assister him / her
0 3. No, he / she was not redirected on ealgial/Ralia) S g s ol 33 o) S 3 0

0 e No, the staff were not at all courteous D By e gl ibgad) o6 a1 K e 0
* Yes, the staff were quite / reasonably 5 i (o3 3
1 al Ll il gl 3 28] canl
courenus O B gk ALy iy a3 pe 1
2 s Yes, the staff were courteous D Gl calsgall IS 030 el 2
3 * Yes, the staff were very courteous E AL yad Gl gl S 1 cani @ 3

b. Did the staff demonstrate “active listening” on
customer enquiry?

Tl i ") planal” i gal) 4B A o

* No, the staff did not demonstrate

ol elial (il gall S
0 active listening D St acE Sl By ol S 0
e Yes, the staff listened quite / g kv e G " e
1 Lata 4l Al iy cid gall ) 38 sl
reasonably actively O ) S [l o otk it e =
2 * Yes, the staff listened actively D Lyl cib pall aual dil cani @ 2
3 *  Yes, the staff listened very actively & ) e SRG CiB gl sl Gl el e 3
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! c. Did the staff appear confident? \ Saidi (Wl Al e byl 4 a0
e No, the staff did not appear confident D A e Byl o als gl el 38 e
5 e Yes, the staff appeared quite / ) i - i i )
‘ d Jatea (S5, ais g Adl o calhgall jela
reasonably confident D ) Gn Pladll o sl ek a0
‘ e Yes, the staff appeared confident D i Ga (B A) o il gl glani e
e Yes, the staff appeared very confident E ddi (e Lol By ad] o algall jglaiani e i
:;ith. List the names of staff interacted pgte (5lala’ (i Gl pall pland 831 & |
o Mr./Ms.Muhn Bodl Pl Twad it . FTRXF R R
e  Mr./Ms. 2 Aol lalll e
e  Mr./Ms, 3 | Lalill/Lstill .
e Mr./Ms. 4 | Aoty lal) e
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6.1 _Staff Capability - Guibigdisd 61
a. Did the staff frequently probe the nature of the 050 J8 () Clalta) Al 08 Ll i pall A3 Ja
customer's needs?
3 1. Yes | a1 3
0 2. No O 3 2 0
If ‘No’, please specify your comments: & Tl a8 Bla ;ST 1Y
|
b. Did the staff actively attempt to anticipate o = o Y 4 - "
0y | ikl | ih.lu adlad 4l glaa | a8 A o
customer needs? il Slalial iy Al il ot &
3 1. Yes &4 ani 1 3
0 2. No O 3 2 0
If ‘No’, please specify your comments: ey s 48 Bla 28" 1Y)
¢. Were the staff able to cater to the needs of the daf Baeloce cilh 093 G Cg 3l Slalta) 4D Cil gal plaind (A O
customer without seeking the help of a colleague? el
3 1. Yes bd 1 3
0 2. No O 352 0
If ‘No’, please specify your comments: ol zlasls o8 Bla ST 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 i _
questions posed? a5 jaal) ALY aliaa [JS 00 Ay cib gl plaicl Ja &
3 1. Yes b4 ani 1 3
0 2. No O 3 2 0
3 3- Not Applicable @b Y 3 3
If ‘No’, please specify your comments: Wl Fliagly o Bl S 13
e. |If the staff were unaware of the answer to a DA A ALl [opma Vg o LaY) o |00 il gal) 08 A 13 1
particular query / queries, did they politely “ask o3l dal AR e 4005 e 2SN Jal G JUEINIT Culed dia itk
you to wait while they double-checked with the
system / a colleague”?
3 1. Yes O a4 3
0 2. No E 38 2 0
3 .~ Not Applicable Behi ¥ 3
If ‘No’, please specify your commgnts: p -3l rlady a8 Sla  M12S" 1
(‘“&"&’l e aaMA aﬁ.»\Qn.hi Yo
BiAnL ) ol rN{ Aulo lions
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. i ‘{‘?Wwﬁ& ‘}.\h‘?‘ 2 ‘;.a*\x::r"‘ﬁ 'Tw,—% AT TR G d —
. et R AP A ) b5 i i?‘ o & LITs bl @ v &
a. Overall, was the staff well informed on Bank w-u_, uL+-u-g Wilale diaas s-anﬁl- u'n'J..Sl 5.\1 uls dn ?L:. Js...,
Dhofar’s product and services? 4B A
0 e Not at all informed D | Aoy o Slagleaagal jul 0
e Wellinformed on at least a quarter / a i
| Leaall y Ciladiall | )
1 few of the products and services [:I 1 - = o A o m,‘_:"' ”J”‘ * 1
discussed | bl ol
3 e Wellinformed on at least half of the | . 25 A sl y Clasidl ciual oo Y e Al @ 3
products and services discussed ‘ [Picher
e Wellinformed on at least three- . e
Slaiidl pa m81 ol £l A B e Al
3 quarters or more of the productsand | B4 g e &':‘If_.‘. : ::;I ™ P:]u * 3
services discussed & ai

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:

,..ml“,sd»hs)"-JL‘anj1 "'umhﬁy&d‘pﬁu
"M1Juwdhd1uﬂ\g_,“ uhw&_,..ﬂ*m#_,i(u
Adhia Ia-"-l‘,i

INT: LIST THE CODE FROM SECTION B.

S el (3o Gl A B 2l

0 e Noknowledge at all O LY e dyY e 0
e Wellinformed on at least a quarter / a
cilasall g Clatid ¢ ) ¢ I
1 few of the products and services | 3 Saiall Gn Bl e e J;? "'k "]:J ‘ 1
£ Lgililia 0 _'rﬂ‘
discussed
" e Well informed on at least half of the . a5 G clasally cilatiall deal oo SV e alay @ 5
products and services discussed il
o Wellinformed on at least three -
.:;Lxud.'l,_'p‘).'nﬂ_,i&h‘;‘@ﬁ"dh(dq .
3 qual:ters c.ir more of the products and E AT N e 3
services discussed
c. Did the staff attempt to “cross-sell” other products Cladd g ladial " ALDY gl G 2UAL A glaey cilh gall o8 Ja S
and services? T Ja.l
0 e No cross selling at all D ALY e Alay) c._._.n Ll aizal @ 0
1 e Cross-selling after a lot of prompting N Sl S G 80y ) i Llaas B 1
e Cross-selling after a little / some ; 4 ; " .
| Ul ¢ ) Y| | Llaay 18
z prompting =4 <l (T L 2
3 * Immediate cross-selling attempt D Sl e Loyl all dglag i e 3
d. Did the staff explain Why Bank Dhofar’s products

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

Loyl gl U ol Cilasd y ciladie 13 7l Gili gal) 28 A &
AL & g ae 45 e ")

3 1. Yes m and 1, 3
0 2. No O X 2. 0
If ‘No’, please specify your comments: i pliady a8 Bl 'S" 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?

Gladd § Slalia (8 "ALAS Sile glaa™ ditae Y A ylaey il gall 20 Ja 2
falall il St aa ik Al

INT: LIST THE CODE FROM SECTION B.

S paakl) 0 500 A58 B 1aly

| O e Noinformation at all D LY e clagasyY e 0
i e Information provided on at least a AZEal il gl o B Jagy Y ke olbe) e
il O ; Al sl ]
[ 1 quarter / a few of the products and O R L e i 1
| . . Lgililie o3 A Slaadd) y Silatialy
f services discussed ‘
5 ¢ Information provided on at least half ] ? Slaially Aileial Cila glaal) cial S o eliac) @ 2
of the products and services discussed l L. 5 Al slaasll,
e Information provided on at least three e sl 1 TR .
S gladll o SS1 g gL TADE Y e olac) e
3 quar.ters gr more of the products and E il 5 N et y g SLa, Kt 3
services discussed
3 * Not Applicable Gy e 3
f.  Information on relevant procedures, falall S Aagliall 4500 5 Clafiecal) g o Silp) 2 Yl Adiada Slaglna -
documentation and follow-up method?
INT: LIST THE CODE FROM SECTION B. S paal] (o el 43S o8 laly
0 o Noinformation at all O Y Lk claglaay o 0
+ Information provided on at least a -
Glaidl Sl pleddl o LA faa; BY) e slac] e
1 quat:ter / .?a few of the products and D Wiia & D chasilly ciatialy 1
services discussed
2 * Information provided on at least half D Clatialy Alaial Gl pled)) ciead JY1 o ollc! @ 2
of the products and services discussed L. 5 Al Sleaddly
, . Info:tmatuon prowdid:n at I:ast thn:e E Slaglaall e 81 gl gL G Y o elc] @
qua.ersc_ormoreotepro ucts an LB 5, Casaly il Zilesa) 3
services discussed
3 e Not Applicable . Gy e
g Did the staff attempt to acquire more customer Jal Ga Gga it Allada ST Cile plaa 4 el & glaay cilb gal) 53 Ja ¢
information so as to follow-up at the end of the visit? 13430 Al A dalialy Ll
3 1. Yes B a1 3
0 2. No O 32 o |

If ‘No’, please specify your comments:

A s A ol ST
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7.1 . Timeless S50 Tio s S PSR THCSH S8 B R e s I T ST W TR
a. Waiting time on entering the branch, before ot O3 pall (B pall aa Jalalll S8y g il (2o ALY ]
dealing with the frontline staff: 2 dasil) Al ga e [ alad) bdld)

| INT: SPECIFY TIME IN MINUTES: ) Gea Gl 22 sl
_ ¥

|
0 e Over 15 minutes O 4ds 15 e S0 o 0
1 e 5-10 minutes = 38:10-5 e 1
2 e 3-5minutes O | FE53 e 2
3 e Under 3 minutes D S EM Gl e 3

b. Did the customer feel like the queuing system

@ » 2 H - * . . . -
functioned properly? T S Jary chuall GBI S L L Al 08 o

e Queuing system did not function at

0 i O Y o Jaay ¥ Caall i syl o) e 0
e Queuing system functioned, but it g . 5 T :
1 ) gall * aall sl
worked with a few impediments D lond) g g 08l Jary e .
3 e Queuing system functioned and it D Jad JC2 y U gposy Jay il i Lyl Gl ol @ 9
worked quite easily and efficiently L
3 e Queuing system functioned and it E JS3y RS A sy Jamy sl i UaTY) Gl a e 9
worked very easily and efficiently Jlad
e Not applicable D GkiY e 5
c. Time taken for the “purpose of the customer’s visit ige ) Jpea gl i Gga 345 ik LB Jal e M3 By S
to be fulfilled once reaching the counter: " daadn
INT: SPECIFY TIME IN MINUTES: ‘ 2 s SR i i gl 300 sl
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H. Additional Comments on Visit 20 Adlaia) 48LSY) Gl i) .
(If any): (S )

No (W““’“ﬁ

End of the Survey - Thank you very much....
Sja 183 — i) Llgs

G. TOTAL Branch Score
(Total unweughted branch score, summlng aII sectlons)

€ Branch Presentation and Customer Facilities
D Greeting and Soft Skills of Staff

E Staff Capability, Knowledge and Cross-Selling
F Timeless

g Al bl £ gana i~
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) Aaad I B fgara | audll Al Bl pgae [ T IS G e [ el

3l Aadial) Sl g £ N i

Gl pall S gy a3 =

) ) Al g 4%k jaa g il gall 348 z







