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A. Details of Visit 3L Sl -
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1. Bank Visited
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Bank Sohar D s Sl
Other Bank: LAy

2a. Branch Name Al E €4 Suwhe g ol sl 12
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4. Branch Region A S\r\ﬂ)‘,’i\\fn - Coulle ahidi 4
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Opening a 5avings
or Current Account

Saving Scheme
2.  General Enquiry relating to a
specific Product, Service CarLoan
and/or Facility Educational Loan
INT: SELECT AS RELEVANT AND/OR -
SPECIFY DETAILS OF Credit Cards
Double your Salary
D
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Account
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« Mystery Shopper? -
3 i1 Yes E a1 3
2, No O M2
{i. Specify: ‘ caa |
' ii. Specify time taken to find parking: min. HEY i g S N iy s
4.2 Entrance to Bullding ol B Jekad 4.2
a. Wasthe Entrance Clean? BT a8 s )
3 |1 Yes pd o 1 3
o |2 No O 38 2 0
If ‘No’, specify “Why / Describe how” the 2 L TSI L1 T LRV S SR L VG [ Lk
entrance was unclean: el e Jaddl

b. Was the Entrance Convenient?

ke Jaaall OIS O

3 1. Yes x| 1) 3
0 2. No O w20
If ‘No’, please specify “Why” the entrance was Tadia Jhaadt 585 20 AL ara o ST Ll gadl S
inconvenient:
Was the Branch premises clean? ks p J.ﬂl NI
3 1. Yes [ i | 3
0 2. No O 2% 2| 0

If ‘Ng’, please specify “Why / Describe how”
the premises was unclean:

8 RS e ) LA daa Silaad e NS el AS IS
A e
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TRELTT otalAT%e. SR b N T ‘ _ 3
a. Posters / Branding material present on doors, walls T3 pall g Slaadl ot ¥ e 4 e e [ Slhale aa g b
and windows?
3 1. Yes |:| a1 3
0 2. Nao Bd 32| 0
If '"No’, please specify “additional comments”, : Sl Silaa ! e Slad e MUE" gl S
if any: ! ) iy
' s
O Qe Qealens O kromding e "
1
b. Pamphlets, Leaflets and Brochures on display? Sl il g DB e AT b e
3 1. Yes & PUEEN 3
0 2. No O M2 0
if ‘No’, please specify “additional comments”, S Mdll e M san Jlad e SUET O gadt SIS 1
if any: Loy
c. Branding material up-to-date? Takpa 4y o) Sldlall 3 ga b S
3 1 Yes B4 i1 3
0 2. No O x2| o
If ‘No’, piease specify “additional comments”, o il e N e lliad e TS O gadl S N3
if any: Daay
. ) : R T S R AR R A2
a. Were employees presen (gay agllla sy £ Al AL ge e %90 Ga J5SH2al gl S A
desks and counters? fhasall
3 1. Yes a1 3
0 2. No 35 2 o]
if ‘No’, please specify “additional comments”, O Mgl Siha i 31 Alad e SIS el KD
if any: A aa
mJ S NO cic-vko '
h Coaloone o C oo \ ‘UEO_Q,W
b. Were all / almost all of the staff neatly and

professionally dressed?

T e el (90 (bl galt plimae [ JS O A o

if any:

3 1 Yes K1 1| 3
0 2. No | w2 o
. e )Mt Sliaa et dan Sl e SMUEN il gad) SUS010
If ‘Ng’, please specify “additional comments”, el = = G A o) “i_n:
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c. Were all/almost the entire staff wearing name

Catbandsy LS o gaany (b gall aBma [ JS S A O

badges?
3 1. Yes O 1| 3
0 2. No pd 2| o0
If ‘No’, please specify “the approximate ol il gall o R sall sas Ll e MUST gl S 1
number of staff not wearing name badges: ey LS gaan Y
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N
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a. Was the area surrounding the ATM and COM

I
h.a.. ‘v"f]._..-.-.«-q..w.-'au-

e R T T a-rr T W P
o SR S SRR IS SRR Al A8 |
,_,..;Ju,a.. gaRi) £ 13y LT ub..su oJ‘._ﬂ Il uu..n S Al

machines clean and presentable? ¥ 4Bl
3 : 1. Yes E a1 3
0 ' 2. No O 2| o
If ‘No’, please specify “Why / Describe how the DS S eayl 150 oa Slad e STUST el SIS
area was unclean: R YR LW

i

b. Were the ATM and CDM machines functioning?

Toand il B a1y ) i et 3 gl DTS A

3 1. Yes

A 3

0 2. No

DE

s 2 0

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

D A S5 2
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¢. Was there sufficient cooling in the ATM/COM area?

TATM/CDM ddhaia b ya Sl g 4 080 S G4 S

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

3 1. Yes bt i1 3

0 2. No D s 2 0

3 3. Not applicable a Sy¥ 3|
If ‘No’, please specify “the time at which at A eyl g3 28 ase Allad e $UHET et A8 3
which the cooling was not functioning 2 JL sl

’J*MM@U‘J\L‘,\N\‘J&

Describe how it was insufficient:

3 1. Yes = 1| 3
0 2. No O w2 o
If ‘No’, please specify “Additional comments / fragla) Slaadie saa Sl e HE" il gall SIS 13

S 8 S g

b. Did the branch possess sufficient lighting?

IS 57 0 iy

3 1. Yes

a1

0 2. No

W)

3
us 2 0

If ‘No’, please specify “Additional comments /
Describe how it was insufficient:
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¢. Did the customer have sufficient waiting space / Somslall 30 D RS 2ae [ LEIDU AHS Aaluee Spall DS b G
seating area?
3 1. Yes B i1l 3
0 2. No W w2!| o
If ‘No’, please specify “Additional comments / fraglet Slaa S i Slad e T ol gl S5

. . X . ils i€ o sl
Describe how it was insufficient; S R 2

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

. . e e . 2N i Ja10 de gain gall SR A g Ay b Coga 3l Sl S 5
within the interiors of the branch, indicating different Wil gl J& Sy & O eall g b
counters/ work stations?

Thaad) GShal g (Sl T R0 RSN il M 2k S
3 1. Yes E a1 3
0 2. No O Y2 0
NG T )
Nu., please .specufY Addlt.uon:-lxl comments / oy fila) S sam dlliad e "E" il gl S 13
Describe how it was insufficient: RS G s
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5.1 . Greeting of Customer et O Ry e 50 £ 1
a. Was the Mystery Shopper “promptly greeted / TR Al M Alghs 8 AL deadal) e o adllfcna D a0
acknowledged” on entering the branch?
0 ® No greeting / acknowledgement E e iY e 0
S| » Greeted within 10 minutes of entering | [_] panll Jpdhs e 3R 10 Ui e 3 1
! :
P2 *  Greeted within S minutes of entering | D Sl Yaar e BB Nd ga il e 2
‘ 3 * Immediately greeted on entering : D wanll Jaac 8 oua T e 3
b. Did the staff either / or: T Y edaly cibgall W S o
a. Ask for the customer’s name? el ad e L
b. Greet the customer by name? fiand 55 pa Banlls 2y o
3 s Yes, the customer was greeted by name / D FIET G Sy LUW I S D SOV PTG i - PV Y 3
asked for his / her name P
0 *  No, the customer was not greeted by & dand o Tl oy f aad S5 e Jranly cun il a5 1038 e 0
name / asked for his or her name Lgand )
LA R eadid) ¢ 9 \.LE&L....."»S..," aS" (i 3 ot
c. Did the staff ask, “How can | help you today?” * + e s d": JL'E "J; j.:
and Prabe the purpose of the customer's visit? ’
3 1. Yes, the staff did this x| Ay il gl Q12 a1 3
0 2. No, staff did not do this O Al il yalh i W S 2 0
d. Was the Mystery Shopper redirected on the Nelaldalfalial Jo sl Al Tpuld) 4 dalel S0 &
basis of his / her needs?
1. Yes, he/she was redirected on the
. Talfalfadlaliat (i | aga 3 3iet 35 il e
3 basis of his / her needs E Wiaiiatalalial I (6) el agm s blet 5 ] i 1 3
2. {OR)The first staff member P
e Janl A gy i pall i) ()
3 encountered probed the nature of D el A ;;dﬁ;—:,;ib;\ i.,,(:) 2 3
visit and assister him / her 2
3. Ng, he / she was not redirected on
! Liialfadalgal N 3 saled 33 oF NS
0 the basis of his / her needs D MRalial/hafinl S sl Silel g 3 0

Were the staff courteous on the customer making

his / her enquiry?

8 Jpanl 335 kn AghS (8 0 fadn) .ud._d\l |

0 « No, the staff were not at all courteous | [_] BB e B ciBigal) 06 Wl S . Q
*  Yes, the staff were quite / reasonably . P .
1 4l il ks gall 5280 . amd
courteous & P e A3 sl g5 e o 1
2 e Yes, the staff were courteous D S e gl S 2l s e 2
3 *  Yes, the staff were very courteous D B sl il gl S axi e 3
b. Did the staff demonstrate “active listening” on flpandl faadiny " kel plieot™ Cib galt gl 6 o
customer enquiry?
*  No, the staff did not demonstrate
0 ’ "JLHI i) B gall K
active listening D i 3l B ol * 0
s Yes, the staff listened quite / . o e . . ,
1 | S Al Ay cib gl “.I.nd\ A2l cani
reasonably actively m st B Al g 4 B gl g e 1
2 *  Yes, the staff listened actively D Lulagh b gall diat 23l can3 @ 2
3 *  Yes, the staff listened very actively D daW e iy Cibgall ghual il cans @ 3
7
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c. Did the staff appear confident? a0 By ST e D gt B N S
0 ¢ No, the staff did not appear confident D Akl e Blgadh Jdo il gl NS e
e  Yas, the staff appeared quite / . .. A .

1 ATWEHEPE P T Bl els cans
reasonably confident E‘ dma iy On Flodl o il g 4k pns 0
2 * Yes, the staff appeared confident D ks a Bl adl o abigall el el e
3 e Yes, the staff appeared very confident D o e Labad By Al e il gall 4 ipei

:tnh- List the names of staff interacted | i SIS ) (il pal) pand S 2
*  Mr/Ms. AJo ngmg \pRA 1 AEwal e
e Mr./Ms. 01 2 ALl il e
e Mr. /Ms. 3 ALl ol e
e  Mr./Ms. 4 FATPRE PR TERT1 B
8




6.1 Staff Capablity-. - -~ : Cyhlh galt 3 50 6.1
a. Did the staff frequently probe the nature of the 5050 6 o 3 Salial A (6 el B gl a3 A LI
customer's needs?
3 1. Yes E a1 3
0 2. No d % 2 0

LT

If 'No’, please specify your comments: i, =l sl gl .

b. zztsittohr:::anf::::;vely attempt to anticipate 8 ope 51 bl Juiey Aab L giaey il gl oid 04 s
3 1 Yes B o 1 3
0 2. No a 3% 2 0
If ‘No’, please specify your comments: Al [ R A E R LK
¢.  Were the staff able to cater to the needs of the i B le il (193 O G Ohabla) 45 B pal pliud J4 O
customer without seeking the help of a colleague? (> Py

3 1. Yes PYERN 3

O
0 2. No ] % 2 0

‘£ No’, please speci your comments: A e SR TN LY
TiAy to Ona OM@MQ QANfQ L t‘o
INT: IF the Answer is YES , S0 the answer for Q
D should be Not Applicable (o e Go he (ol i Aroyrer w
d. Were the staff able to answer all / most of the ) )
guestions posed? Taa g jlaall ALY pdina S 08 Ala) il palt pllaint Ja &
3 1. Yes O 1 3
0 2. No O % 2 0
3 3- Not Applicable X Gikiy Y .3 3
If ‘No’, please specify your comments: REN P ASe PO I B Tk
e. If the staff were unaware of the answerto a A e AL fome S e Ala¥1 e | jul GiB pall 08 T 12 z
particular query / queries, did they politely “ask o33l ol fullalll e A5 pe 2l Jal e BN Cylgly dia il

you to wait while they double-checked with the
system / a colleague”?

3 1. Yes Bd a1 3

0 2. No O ¥ 2 0

3 Not Applicable Gplaiy Y 3
If ‘No’, please specify your comments: 3l mladads o8 Ela ST D)




b it Croua Sallinnin LT o A
= TR TG byt e i [ e ek
a. Overall, was the staff well-informed on Bank Shadd g Sladiey ddiade ddaas le glae cilhgalt gal S a ke IS5 Y
Chofar’s product and services? e il ot
0 e Notat all informed O SY e Slagaad ud e 0
s  Wellinfarmed on at least a quarter / a e e ) .
1 few of the products and services D Slassily Sl be G e o JS‘{L:J:. "lu\ * 1
discussed e 5
2 = Wellinformed on at least half of the = ! A A il y Ziatial vheal Je Y Lo ala; @ 2
products and services discussed PR e
s Wellinfarmed on at least three- e n e agi S .
3 quarters or more of the products and E Sl e S &h‘;@ j\f\ Tees 3
services discussed £ Sy
b. List the details of the “main purpose of your visit” ) A s 2 LaS) "B e ) B0 Alaia 2 g g
(as per SECTION B); rate the staff on the level of "Sladdll g Slatialy  fatall A3 aall o fsa” o (i gall wlls 4y {2
“product / service knowledge” in this area: s4ihidl oia A

S el (o o 0 4G o ity
INT: LIST THE CODE FROM SECTION B.

0 ¢ No knowledge at all O LY e Y e 0
¢ Wellinformed on at least a quarter / a
2ilaaa]l g Sladial i . |
1 few of the products and services E] = 3 ot i e e mh:’k f:; * 1
discussed r
5 » Wellinformed on at least haif of the O & o el y lamid) chual 5o Y e ey e 2
products and services discussed [P
* Wellinformed gn at least three . .
Slaiidl e S gl A0 BY1 e ey e
3 quarters or more of the products and E ami s e N 3
i, | Slaaall
services discussed e 2
c. Did the staff attempt to “cross-sell” other products Shaad 3 Sladid " ALY Gall” o ALl A glay i galt o8 S O
and services? PRy
0 ¢ No cross selling at all B’ ALY e Sl ol Laay oy bl e 0
1 ¢  (Cross-selling after a lot of prompting D Ol elu) G A8y Alal) aull Ades A8 e 1
¢ Cross-selling after a little / some . . - )
20 Aty by il aued Aalans ol
2 prompting D = ¥ 0n Gy Ll o) dens o y 2
3 e Immediate cross-selling attempt D Sl e Sl adl U e 3

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

3 1. Yes

LLa" Lppal UB Ol Claad g Cladie 130 7 o Gl pall 20 Ja &
Paaadliall & pidh s 4 e i panll

L 3
352, 0
) plaady A Sla ) TS 1Y

K|

0 2. No

if 'No’, piease speci

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

+
u@,u@um"wmﬁa"&h\!&h“uﬁ”lfu& .z
talall ui1d uLl*lﬂlc-i b S,

§NT: LIST THE COOE FROM SECTION B.

Skl G 4G oB il

0 *  Noinformation at all D ALY o Glageay e 0
* Information provided on at least a i G Sl e l*—l Jgﬂ RIS
1 quarter / a few of the products and O H:._.a;_,. p ';i ) 1
services discussed i & T
2 e Information provided on at least half O SiaZiall; A S el edead JIY) o ot e 5
of the products and services discussed PR PR L PEE W
! * Information i
provided on at least three et e A8 o EL N -
—ied g ¥ Fil | .
3 quarters or more of the products and E ,.,‘..L .';. J: ‘,’.1 E a0 ;ﬁ ":-fml 3
services discussed i T
3 ¢ Not Applicable VSIS 3

f.  Information on relevant procedures, fluall 1) Laglal) Ky STl y cZhs |l Ahlata Sl glas £
documentation and follow-up method?
INT: LIST THE CODE FROM SECTION B. ORI TR ¥ A PIORN
¢ ¢ Noinformation at all D kY e Sl Y e 0
* Information provided on at least a .
Al e et e | i Unes |
1 quar.-ter / a few of the products and D ’“‘ - ‘hmgj‘e:l -5 ];1:1 * L, * 1
services discussed
2 ¢ information provided on at least half D Cladially Glaidl S glaall Chual Y o plaz) e 2
of the praducts and services discussed i o3 AN Slaadd)
e Information provided on at least three : . ;
Sl yleall e AT o g1l AMS JEYD Unc!
3 quarters qr more of the products and E "IT:;’::):’;\ ‘&;‘;J Ly ‘j .."’; -fj < y 3
services discussed
3 ¢ Not Applicable ks e
€ Did the staff attempt to acquire more customer Jab O gl dilela ST cile glas A8 aad & glaay LAl gali ld J4 ¢

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

T L A Al i

3

1. Yes

a1

3

0

2. No

O)X

Bz

0

If ‘No’, please specify your comments:

Pl el o sla ST
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7.1 Timeless | R 10 7.1
a. Waiting time on entering the branch, before o o el Cpdlipall g Jalall Sy g AN d4ha 2 LEINY) byl
dealing with the frontline staff: D dasdl) ablge o/ ale'f) Bdl)
INT: SPECIFY TIME 1N MINUTES: | LD Gaaa gl s sl
|
0 I *  Qver 15 minutes D i 15 . K e 0
1 | e s5-10minutes ad 38:10-5 . 1
2 | « 3-5minutes D &la:5-3 . 2
3 s Under 3 minutes ! E LW o d e 3
b. Did the customer feel like the queuing system e . P .
rpaaa Jo whuall -t (RS- PRV P
functioned properly? * Sy o SN S G LS A A
0 . 3:1euun8 systemn did not function at D W)l oy ¥ il i LIV AR e 0
L o Queuing system functioned, but it D il adh i Sy ety iall 5 LT A e "
worked with a few impediments ST ol B St
2 e  Queuing systemn functioned and it 0 Ol S5l g & gy oy caall LT G e 2
worked quite easily and efficiently Le 2 )
3 * Queuing system functioned and it [ Sk g A5 & gy Jomy all g LT QAR ) e 3
worked very easily and efficiently Jad
* Notapplicable E’ Gl Y e -
c. Time taken for the “purpose of the customer’s visit 2 ga S gea g 2o (a0 B 5 chan 4D Jal e M B G
:n ’. 13 11

to be fulfilled once reaching the counter:

INT: SPECIFY TIME IN MINUTES:
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H. Additional Comments on Visit 150 50 Al A 8LaY) Cla Saall A
(If any): (s Y
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G. TOTAL Branch Score
(Total unweighted branch score, summing all sections):

S 1S — i) Ly

End of the Survey - Thank you very much....
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C Branch Presentation and Customer Facilities
D Greeting and Soft Skills of Staff
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F Timeless
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