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A. Details of Visit 3L Jaalds
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1. Bank Visited
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Other Bank: Ay
2a. Branch Name me_r g il ol 12
2b. Branch Area RVY'\MD} gl adge 2
3. Branch City M@Lj LGpalt 3
4. Branch Region WKAC»D‘I adlidi 4
Day | Month |  Year Al ] g [ P 5

S. Date of Visit
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i s o 3 "

- . 1 ‘ . S - » . >
and/or Facility Educational Loan O el o A J giiah Jpaldl 322 41 9 b "ﬁl"
INT: SELECT AS RELEVANT AND/OR - e - ‘
SPECIFY DETAILS OF Credit Cards O Sl Sy

Double your Salary PR
| | Ao el
Offer i

Youth & Student D T PR IR N
Account i A




4.1 Wamlﬂmh\shnﬂvmnahhfwﬁu
‘Mystery Shopper? .

3 1. Yes 0| a1 | 3
2 No vl s2 |
i. Specify: i N
waa Clouod 1
ii. Specify time taken to find parking: ,2, min, ai g Y AW 2 aa
4.2 Entrance to Bullding ol D Jedad 4.2
a. Was the Entrance Clean? TR Jaaad) Sis Ca )
3 1. Yes X a1 3
0 2. No d %8 2 0
If ‘No’, specify “Why / Describe how” the A e g [T o Sliad e MASY gt K
entrance was unclean: feiadal e ol

b. Was the Entrance Convenient?

larbie JAsdl S Lop

3 1. Yes

a1

3

0 2. No

O&

382

o

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

- -..;:- :é:'f_\i ;.}"'-
tdn- o AR

Totie Jaadl S 21 "L aa N il yall 61

“4"'.'";» i‘ kY "‘ Y U TRk g O
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Was the bram:h premlses clean? o
3 1. Yes B 1| 3
0 2. No O wal| o

If ‘No’, please specify “Why / Describe how”
the premises was unclean:

S "€ Cia g AS 33a Alad S "NET  pall S 1N
Al e !




T o R R R TR o A N Rk A

3 TN MLt WL A
P38 gy ool aadt wol g1 e m@uhﬂﬁluhmh EEY
and windows?

3 1. Yes B i 1| 3
0 2. No H w2 o
| If ‘No’, please specify “additional comments”, O il Slma i e il e NS lgall S0
if any: o2
i
‘l h. Pamphlets, Leaflets and Brochures on display? B i)y Sl e e a5 A
3 1. Yes E ani 1 3
0 2. No ] W2, 0
If ‘No’, please specify “additional comments”, Ol Sl saa Sk e U L i S
if any: ey
C. Branding material up-to-date? falian 4 Tl Slatad! 3 ge JA S
3 1. Yes g FYTny | 3
0 2. No O w2| o
If ‘No’, please specify “additional comments”, O il Slaa M saa Hliad e UHEY Clgall AS 13
if any: sy

' a. Were employeespresent at over 90% of the hranch @\y_s g-u'Li-a BT g)ﬂ'lvm,-ua 94590 o J..SI .1.1.\_,..,‘_-1.1 ._h i
desks and counters? LZURES
3 1. Yes 24 1|3
0 2. No O w21 0
If ‘No’, please specify “additional comments”, S Malet Slaa M daa Slad e SUET el S8
if&ny: ey

6mov\qdubo

b. Were all / almost all of the staff neatly and

® laad N .
professionally dressed? Tared e Ol (98 ) (ph gall plia [ S S b L

3 1. Yes B 1| 3
0 2. No O M2 0
- | ‘u sl -t " ]] " " ‘_" u N 151
If ‘No’, please specify “additional comments”, o M s Pos JS N
ey

if any:

c. Were all/almost the entire staff wearing name ity 13 (s (gt aBme f S A O S

badges?

3 1. Yes O 1| 3
0 2. No P w2| o
If ‘No’, please specify “the approximate Sl i gl oy S saall ane LGl e SRSk gadl S 1Y
number of staff not wearing name badges: iy Sl L ey Y

Dot of fa, b &t:@,Q&acw wreaf vw«y_(.u




a. Was the area surrounding the ATM and COM

G T

-‘fu-
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Pt F Y st
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+
R PR SR e A

s 3 iglis (g 100 £ 10513 V) b el 5 ] Bpaad) (ARAIl IS i

machines clean and presentoble? ? gl
3 1. Yes £ i1l 3
o 2. No O X2 o
i if ‘No’, please specify “Why / Describe how the S8 a1 saa Sliad e MUST i gall S 1D
el e AL

. area was unclean:

|
{

b. Were the ATM and COM machines functioning?

ol G2 EIYy N1 it ) 3] GRS A

3 1. Yes B 13
0 2. No ‘B w2| o
If ‘No’, please specify “the time at which at n)pl s 85 Al ‘,a]l o sna Dl e MUET gl RS 1A

which the ATM / CDM were not functioning
{and specify which machine, ATM or CDM):

J..ﬂ' . Lg.'n 4' .L‘A_,) Ua.n.l Yy _;.n.u| &\.]._a‘]"! ‘_‘.EY\ ;_i'r_)..aﬂ
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c. Was there sufficient cooling in the ATM/CDM area?

FATM/CDM e 2 33 cirladl ) 2,80 08 d .3

3 1 Yes D w1 3

0 |2 No O W2 g

3 3. Not applicable E Guliy ¥ 3 3
if ‘No’, please specify “the time at which at A Jany ol M1 8 I 2o il S MUST ol gl S
KL Gl

which the cooling was not functianing

A Arckancind TR

iy v+ <A et g A

a. Wasthe branch alr—condltlonmg fully functmnal
and sufficient?

T H’n-r
i, v

. T
R

EgAl iy

oSy 24 S o o7 ) el oIS O

3 1. Yes E a1 3
0 2. No | w2l o
If ‘N¢’, please specify “Additional comments / fragiloat Cliaa " ana St S U el SIS 13
Describe how it was insufficient: S s sy
b. Did the branch possess sufficient lighting? Fa S Selialy £ AN ALy A i
3 1. Yes X 1| 3
0 2. No O 32| 0

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

il et e Ald e 0SS ot yall 8 13
S K ol i€ e
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c. Did the customer have sufficient waiting space / ’ b Tomstadt a0 lhe Ga S 208 [ BRI A4S Aabaees Jpaall S A S
seating area?
3 1. Yes B Y% ail] 3
0 2. No H w2 0
. MAdlil Sl 1iad e ST gt 81D
If '"No’, please specify “Additional comments / fas e e B T‘:LS ‘i r"! _’: :ii
Describe how it was insufficient: - 24 4
d._Di!:l the susto.mer find it easy to follf)w 'the s!gnage St AN (13 Al gl LSO AL gy 1y 5 Cipe 3 Ul A
within the interiors of the branch, indicating different fdaal oySeal g {‘_HJ. '1.&.11) ) didn Y 23 5
counters/ work stations? : :
3 1. Yes O a1l 3
0 2. No bd Y21 0
If No., please .speuf\.r Addut.non;fl comments / il At S sua L e "N il pal S 13
Describe how it was insufficient: S 5 s
M_&ad_dia% & :




5.1 Greetingof Customer - -.

+

Oy e i 5,

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

5 il Alphs b AR Geedall o i alleua 3 a0 A

0 * No greeting / acknowledgement O =i 5N e 0
1 o  Greeted within 10 minutes of entering D Sranl! tyan e R 10 JMa coa 5 e 1
E 2 *  Greeted within § minutes of entering E Soaalt tydn e RS MA w & w 2
3 5 * Immediately greeted on eniering D o Jaa ehm T e b3

b. Did the staff either f or:

1oAY saaly kD palt ,13 oA o

a. Ask for the customer’s name?

?“I..'IA.I.:] ?..:‘ e ULJ i

b. Greet the customer by name?

[LPS. S STV ERETNG R

®  Yes, the customer was greeted by name /

3 asked for his / her name E (P 3
0 *  Np, the custamer was not greeted by D LV RPN WO (PPN I ) P N PLERNITENS IR L 0
name [ asked for his or her name PP

TV R WA R ¢ h e s Ay 1L b gall =

c. Did the staff ask, “How can | help you today?” * e = "‘: “L" “d; L:
and Probe the purpose of the customer’s visit? ’ -
3 1. VYes, the staff did this B 1%, 25 ) a1 3
0 2. No, staff did not do this D M Calsgall a4l NS 2 0

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

Aalialfatlalia) 6 sl D) Jauia) 4 3de] a3 Ja &

1. Yes, he / she was redirected on the

3 basis of his / her needs

Wlaldalfdalial M (3) e as @ 0t 35 ) cpai ] 3

2. (OR) The first staff member

Ce Jandl 4y AR g3 Y e gl iid (4) 2

the basis of his / her needs

RIE R I

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

] ar

3 e_nf:ounterec_i probgd the nature of & el feac b 5L 3 Axwds 3
visit and assister him / her
0 3. No, he / she was not redirected on Lalia /a3

aliial M aga gl folet 2 J 038 3 0

R T M

-

L

¢ Jpml! 526 Loca

0 e No, the staff were not at all courteous D J e B B gt 58 NS 0
®  Yes, the staff were quite / reasonably e e o« zx
’ A ke ALY Cilo gl a3 il aei
! courteous O e e 1
2 e Yes, the staff were courteous B G b gl A8 Al ani e 2
3 *  Yes, the staff were very courteous D AL 40 Gl gl S el e 3

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

paadl ladiodd V' lal pliaal® odB pall 48 A i

* No, the staff did not demonstrate

0 active listening D i) sl ciByall 4By 41 S e ©
e Yes, the staff listened quite / . " - . .
) 4l \ [P
1 reasonably actively @ G B Al Ay g CiB gl (sl B pni 1
2 *  Yes, the staff listened actively D g b pall ol il iaai e 2
3 e Yes, the staff listened very actively D PRV R PR SR - TN [ SO B L 3
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Did the staff appear confident? Tadi fa Py e Cibgall 4l A,

e No, the staff did nat appear confident ki Py T e il all ey o NS

*  Yes, the staff appeared quite /

o JSby ki e Bl g 4 s gall g ¢
reasonably confident ? On Bl A (o o gl jela cani e

® Yes, the staff appeared confident ekl S By AT e il gl gl caai e

» Yes, the staff appeared very confident A e Ll By ad) o il gl e

KO 00

cl.'th List the names of staff interacted s LS ) (gl plach S 2
Wwith: U*‘S

e Mr./Ms OM&\A K o H Aladlf Ladll e

e Mr. /Ms 2 Aoy laut .

*  Mr. /Ms. 3 ALy il .

e Mr./Ms. 4 alialallf Lealalt .




6.1 Staftf Capability - e ' : RN T I YY)
a. Did the staff frequently probe the nature of the TS0 S8 G 3 Dlalda) dagub f iU i galt 2B b
customer's needs?
3 1 Yes pd a1 3
o (2 No O i | 52 o
I 1f ‘No’, please specify your comments: : iy g il ela ) SUETI
| i
b. Did the staff actively attempt to anticipate or b . s s, o -
frge ) Chabia) Fobut Adlad &5 jlae; wilh gall )
customer needs? St SRR O sy Bl p8 b e
3 1 Yes 24| a1 3
0 2. No | % 2 0
If ‘No’, please specify your comments: “li e P C R L kY
¢. Were the staff able to cater to the needs of the 2a 35 laa albs 93 o G Y haliia) Al il gl plied Ja &
customer without seeking the help of a colleague? o350
3 1. Yes 4 i 1 3
0 2. No O 3 2 0
If ‘No’, please specify your comments: iy ey A8 ela ST
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 i
questions posed? faa g jhall ALl abas fS (6 Adah Gild pal) it S D
3 1. Yes )= pei 1 3
0 2. No M| 38 2 0
3 3- Not Applicable Gelan Y 3 3
If "No’, please specify your comments: S Ll o Gla ST U
e. If the staff were unaware of the answer to a SA A i e S o LW e T A0 B galt 05 0 10 2
particular query / queries, did they politely “ask Tl dad fplB e 400 3 e LD Jab e LRIV Colgly dia Gille
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 )( Galay ¥ 3
if ‘No’, please specify your comments: A ol 4 Bla ST 13




(as per SECTION 8); rate the staff on the level of
“product / service knowledge” in this area:

a. Overall was the staff well- mformed on Bank ul--hJ Sladie ddnia u.-u ul-_,h.- uh_,dl,_;.u uls JA .,L:- ds..... i
Dhofar’s product and services? ¢ ME oLy
0 Notatallinformed O ALYl Ll clegadd Ll e | O
s well informed on at least a quarter / a o
Creacael g Dladiall e JuSl . (-
1 few of the praducts and services O I fees ”F] ”WL:L "l.:l * 1
discussed H
5 e Well informed on at least half of the n o g Zieall y Slatialt el o BN e ala: @ )
products and services discussed e
s Well informed on at least three- . bei P
Qgﬁmlyﬁi_ﬂﬁ'ﬁ_}l@jﬂiﬁ\’h,ﬂ;} .
3 quarters or more of the products and E Wil 5 i el 3
services discussed
b. List the details of the “main purpose of your visit” paad) A 5 LaS) B L5 ek Loia 4o gy ad o

"'L-Jﬂ'l_ggu\.p.au'l.l‘_sh.u.]\u}.dl S Jhua” uhw.lh_,d'l‘-ﬂl.u‘d_, (<
Adkid) ola A

INT: LIST THE CODE FROM SECTION B.

S el G e A o 1Tl

0 e Noknowledge at all O RISV SN 0
¢ Wellinformed on at least a quarter / a .
Slacadl y Shadiat ) : \
1 few of the products and services D 3 Sadiah Lo G e ‘Fl ‘F\}L:'h 'h; * 1
discussed e
2 e Waell informed on at least half of the D £ S8 Zlandlly el cheal e BV e aly e 5
products and services discussed i
« Well informed on at least three .
Ciladidt e AST 9 gl b A @Y
3 quarters or more of the products and m i S I e ey e 3

services discussed

3 o3 A iassll

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

¢. Did the staff attempt to “cross-sell” other products Shadd g Shpiial ALY Al el A fae il gl 5 A <
and services? e A
0 ¢ Nocross selling at all D Sl o eyt adl Ll gy 4l e 0
1 e Cross-selling after a lot of prompting & Sl e s g ¥ sl laay A5 @ 1
) . F(;:z:::::g after alittle / some D A S (0 B g aY! ol s 5 @ )
3 + immediate cross-selling attempt D BY VR VR, [P L EOFIRT S 3
d. Did the staff explain Why Bank Dhofar’'s products

AL Lppat B G Cladd g Sladie 13 7 by will ) ol Jb S
At 8l ae 45 AR gyt

3

1

Yes

a1 3

0

2

No

0

a2 0

If ‘No’, please specify your comments:

Ve Aduid vobb

) laads 2B Fla ST 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?

Sladd g Gladie 6 PALAS Dile glae” Llac Y A jaey LiB ) 23 a1
Faluall D DS aa lia 2y

INT: LIST THE CODE FROM SECTION B.

S al) a5l RS, o cialy

0 ¢ No information at all I:| SaY e dlayasY e 0
i s Information provided on at least a e
: Analall Zla glaall e JTAD Y ey
quarter f a few of the products and a i o “em "A'-UJ NG 1
. . ) | e A Silaadll y Jilattans
services discussed .
2 | e Information provided on at least half 0 ' Zlatdl Gl i fadl cdead Y S8 clanl e 2
of the products and services discussed Wakiie o5 2 Sieadldly
* |nformation provided on at least three . .. .
e plaall e A80 p1 gL ADS WY e elac)
3 quarters or more of the products and | [} M\. f)‘g. _,..s\:]‘ EJ 1\ __"? .‘.“'.:-f] o * 3
services discussed PJ I
3 + Not Applicable GalayY 3

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

ALl 23 dayiall L0y Slalicadl y (Dip) Yl Adiade Sl glaa 7

INT: LIST THE CODE FROM SECTION B.

S el G ) 4SS, d 1ialy

0 +  Noinformation at all O Y e Clapaad e 0
« |nformation provided on at least a .
Glanall e ylealt e WG fau; BY! Lo sllec) e

1 quar:terl .a few of the products and E Lilia o5 1 Saial Chadialy 1
services discussed

2 s Information provided on at least half D Dol Glaialh il gleall cheal Y1 e sloe! e 2
of the products and services discussed Lidfie & Tl laadlty

s . Info:tmatlon prowdefc::n at I:a.:: thre;e D il gl e S g E‘-'-Ji B S slhe! o
qua.ersgrmoreo e products an L5800 5 A Shewily el AElaial 3
services discussed

3 e Not Applicable ey e

g Did the staff attempt to acquire more customer Jal e Ly dilade ST e plaa A el A glaes Gl pall W6 L F

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

% Jush A b ey i

3 1. Yes

a1,

3

0 2. No

UK

x® 2

0

if ‘No’, please specify your comments:

AL el 8 e NET Y
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7.1 Timeless ' kg 7.2
a. Waiting time on entering the branch, before o O gall (i gad) ga Jaladll &.ﬁJ:tﬂ‘ Jade 2e .;‘-53-'"{5 oy )
dealing with the frontline staff: D Aaadl] ity 6 [ palel) Jaid)
INT: SPECIFY TIME IN MINUTES: | ! B e g 20 el
0 e Over 15 minutes O G215 e S8 e 0
1 e 5-10 minutes O 35:10-5 e 1
2 s 3.5 minutes E Xid:5-3 e 2
3 e Under 3 minutes O Sk L e B e 3
b. Did tr'w.- customer feel like the queuing system ' JSE Jaay il q. NI GBSl el et O e
functioned properly?
0 . gTeunng system did not function at D Y e Jaag ¥ el 3 Y W ) e o
s Queuing system functioned, but it d et g . LDl ..
2 el SIJREAR
1 worked with a few impediments D G o g S8 Sy o IER S e :
2 s  Queuing system functioned and it e Juad JS2y g AL ppss Gty il i UEEY Glai ) e 2
worked quite easily and efficiently boaa
3 s  Queuing system functioned and it | JSa g Al & gy Sy il 8 LTI W ) e 3
worked very easily and efficiently Jud
* Notapplicable D Shi Y e -
¢. Time taken for the “purpose of the customer’s visit & ge (A Jymaglt 2 Gl B b A" Jal e B BN 0
to be fulfilled once reaching the counter: 1 Aaaid
INT: SPECIFY TIME IN MINUTES: o % Al e gl e laly

oy
el
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H. Additional Comments on Visit 8k T Adladadl ALY Cla SR A
(If any): {2 )

i

;%:fﬁgim ,?Jrowiﬂ wean/ v\w i‘aa

%nagwo 2MQLL Hhs, Cuglormart

End of the Survey - Thank you very much....
Ao 183 — Gl 44

G. TAL Branch Scare
(Total unwenghted branch score, summing all sectlons)

Y ecactian Eva L :r;i;., ’-_*,; TotalPointsSmud ll'lthls Total?olntsAllocated[ KR
| Section 'Parametertlnder Iuatlotr R - nema A paramater - e
C Branch Presentation and Customer Facilities
D Greeting and Soft Skills of Staff
[ Staff Capability, Knowledge and Cross-Selling
F Timeless
e hno it s " 3
2 74 TOTAL'SCORE 1
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EAN BRI g gana  E

olad Ptk BT p yapa” | sl (N Lpaah WD  yaps oAy g S Jdal [ ad
G5 i) el g 1 s <
Okl gall Ol g g g il <
ADY! Al Aplas g 4%8 may il palt 5,30 ¢
b ) c
- B £ gapa
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