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Bank Sohar ] FR
Other Bank; LAl
2a. Branch Name &W Al Manz £ okl a2
2b. Branch Area 5&4&1 Q\ \'(_au-?_..— gl a2
3. Branch City W Rl Hﬂ.u-Z- G 3
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Day | Month | Year ad T gl [ el LN en 5
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Opening a3 Savings
or Current Account

Saving 5cheme

General Enquiry relating to a " — Mo Rad e alia Sl ple il 2

specific Product, Service ' S

and/or Facility B o | G el s g [y casdiall _,‘..-Ll';.:.i.t.'.
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4.1 WMmmmmmMInhrﬂn

A Taghd s il ga (A0 Fouiah g b 4.1,

-Mystery Shopper? - Lo
3 1. Yes E ari 1 | 3
]
2. No Ol % 2 !
i. Specify: Sy |
ii. Specify time taken to find parking: mirt. iid N TR I VRCH 5 IV
4.2 Entrance to Building .. - Al B SR 42
a. Was the Entrance Clean? SRS Jaadl ol Ja )
3 1. Yes X a1 3
0 2 No O 38 2 0
If 'No’, specify “Why / Describe how” the Sl e gl SO aaa Slad e MRS el S 1
entrance was unclean:; il e Jaaal

b. Was the Entrance Convenient?

hadio Jasall 1S b

3 1. Yes

a1 3

0 2. No

O Xl

s 2 0

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

i Jaadll 6 2 LT aam + TS e A8 1

Was the branch premlses clean?

3 1. Yes Bd 173
0 2. No O X2 0

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

S RS e g 3" daa Allal e TSN b galdl AS 13N

A e e




+

+
_'.4" imm ‘%% 4‘( j“;?:k_g .~ -Lﬁgl_g."' 8 ':ﬁ i -r..-',-,‘;"[.'s L M ot ~
a. Posters / Branding matenal present on doors, walls “431,,-‘-314 u‘ aal\ ul_p"ﬂ u.'-: 4.1_,1.\.. e | oliale 2o g Ob }
and windows?
3 1. Yes D PN 3
0 2. No v 2! o0
If ‘No’, please specify “additional comments”, 2

4—15—4: N-ER AL TP LY e LS h_sl)u! BUER

l[ﬂfagy: foclena o b(\.aa».lmj' enils g, At deov | ol

|
waide Ane bk &l ! w0

|
b. Pamphlets, Leaflets and Brochures on display?

L

3

$ il y Sl pa e 03 A
3 1. Yes E pad 1 3
0 2. No i w32 0
If 'No’, please specify "additional comments”, o eagilal S sia el e MUST i gall S
if any: 1Sy
c. Branding material up-to-date? i 4y el lalall dige J4 O
3 1. Yes B4 i 1| 3
0 2. No O w2 o
If ‘No’, please specify “additional comments”, O Mgl Slaa M s ALl NS gadl S 1Y
if any: By
Iy R S athenr: RS SV i U A AL , 37
a. wEre employees present at over 90% of the branch A gy ,-+u‘1$a ;l BY) g Jm ‘l,.lh 4 (e %90 O J..S\ aad gy uu: Ja i
desks and counters? fdaaitl
3 1. Yes E a1 3
0 2. No O w2 0
If ‘No’, please specify “additionat comments”, b Ml Slaa St s Sllad e NS all ST
if any:

Dy

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

Tty i e el (90 5y (ol gl pBa [0S 06 A
3 1. Yes O 1] 3
0 2. No E 282 0
If ‘N’ please specify “additional comments”, o TR DS 0 el e IS gl S
if any:

Dy

e wae not UJC.QQJ_‘.Q:; WWM&Q%_M
A Koma - © j

c. Were allfalmost the entire staff wearing name € pganly S (s (sl gt pliae f JS (S S
badges? e
3 1. Yes O 1| 3
0 2. No B4 221 0
If ‘No’, please specify “the approximate JTEV T CPOU TR [REE L R CPRRE.I o P, L PPN [P L kY
numbeg, of staff not wearing name padges: Laeands L ey
gl aplegie inlie - e
' 4




[a. Was the area surroundmg the ATM an CDM

oy u,n.. P tuﬂs_, qm ol 3 333 Baaad CASS 8 b

machines clean and presentable? ? ol
3 1. Yes &4 i1 3
0 2. No O X2, 0
If 'N¢’, please specify “Why / Describe how the NS g AE aa b e SUEY gl S
area was unclean: U TP LN

b. Were the ATM and CDM machines functioning?

|
Tanl g i g 1Y1 g V) il peal) 3 gl SIS b Lo

3 1. Yes

i1

3

0 2. No

O K

w2

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 A 8 ] LE I e i e SRS gl S

el ¢ Glga g saay) Jaad Y e ey N1 el
(g gl g Ay

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

TATM/CDM “ihis 8 o ASal g 3,00 o8 54 &

w1

3 |1 Yes O 3

0 |2 No H X2 5

3 3. Not applicable H GmyY¥ 3| 5
If ‘No’, please specify “the time at which at G g a0 sae i e ST et IS 1)
which the cooling was not functioning 2 By sl

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

s MM TE TR G P
°uum=as~4qc.ewwumuon

i o A

3 1. Yes ]Z' 1] 3
0 2. No 'l 2| 0
If ‘No’, please specify “Additional comments / Frigianl Slhata" saa Sl e ST Ll gadt A4S
Describe how it was insufficient: S S Al ueS i |

b. Did the branch possess sufficient lighting?

TARS Gplily £ Al iy b

3 1. Yes & 1| 3
0 2. No 'l w2 0
If ‘No’, please specify “Additional comments / [l clan e e Sllod e SIS el S
Describe how it was insufficient: S 5 ) as iyl
5
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¢. Did the customer have sufficient waiting space / Toasiall e lha e LilS 200 f UBITNI A 00€ Aaliva Jpall S8 4 2
seating area?

3 1. Yes E a1 } 3

0 2. No O W21 0

(Ml St a2l e S el S G

If ‘No’, please specify “Additional comments / 1S K 5 S im
S A LS s y

Describe how it was insufficient:

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

g £ JA13 As g gl SN & ppams iy O g S LRIl CA
T oaall el y (GOl Ol A5 REN Ciliaa ) ok 5

3 1. Yes O | a1 3

0 2. No 4| vy2! o

If ‘N¢’, please specify “Additional comments /
Describe how it was insuﬁﬁcient:

J\_\.b_a.mﬁ_n%

oyl y fAodlis) Cilaa ke daa il e SRS Ll yalh 1813
RS LR PLE TS
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5.1 Greeting of Customer . ‘ Oy ym s 5.1
a. Was the Mystery Shopper “promptly greeted / l fp Al M adghs g8 Al Gedall o odadllfcapa Al WS O
acknowledged” on entering the branch?
o ‘ *  No greeting / acknowledgement D ~ S ua 5 e i 0
SR S +  Greeted within 10 minutes of entering ' |_J Srall Jahc e 310 UM a0 e |
: 2 ! e Greetec within S minutes of entering | D harll Jaha e WAz 5 Taua 50 e 2
l 3 ' * Immediately greeted on entering 1 E aned 4 a0 e o3

b. Did the staff either / or:

|

LA gdaty B gall 40 o

! a. Ask for the customer’s name?

ol ot e S

b. Greet the customer by name?

basis of his / her needs?

*  Yes, the customer was greeted by name / At e T faaal S0 aa sl _nﬂl Al e w
3 : O 3
asked for his / her name A
0 *  No, the customer was not greeted by E aand e Sl y /A LW Y PEMERNETENS IV P L 0
name / asked for his or her name Lgand )
hih ] g "% gl OB L Ay yS" Ll gl =
c. Did the staff ask, “How can | help you today?” o 3 e = "‘: d{“} nd: ;
and Probe the purpoase of the customer’s visit? ) 7
3 1. Yes, the staff did this E My Gk pall A8 S8 el 1 3
0 2. No, staff did not do this O iy b gl gy o) 38 2 0
d. Was the Mystery Shopper redirected on the Wahalfclabial o sl ALl eadall 4y Bale! o8 b

1. Yes, he /she was redirected on the

the basis of his / her needs

his / her enquiry?

=JLI.'-'=‘su'J 253 0

Ta'dalfafalial A (3) et 4 S okt 33 08 Lan
3 basis of his / her needs E e alaiaal )2 325 Rl A a1 3
2. {QR) The first staff member ' o s o
o6 Juandl 4y E g3 g Cil gall e f 41 2
3 epeountereq probed the nature of D Bl fese'ns 5 5l dast 3
visit and assister him / her
0 3. No, he/ she was not redirected on D TERERPER PRI P

‘ °1 3 s Ay (. ,,| L; u.'nl O

customer enquiry?

o *  No, the staff were not at all courteous D BB e g abedt GG S e 0
* Yes, the staff were quite / reasonably . P, ) -
1 ’ 4] A3l ads gadl 1Sl L aas
courteous D Bagp (A pibe ALl gl s e 1
2 s Yes, the staff were courteous E S cabigadl Al el e 2
3 *  Yes, the staff were very courteous D ALl Gyl S A el e 3
b. Did the staff demonstrate “active listening” on T lpeall il ¥ plal plial’ il pall gl b o

*  No, the staff did not demonstrate

| plaat db pall - S
0 active listening O il ol B ol . 0
*  Yes, the staff listened quite / . P . . -
1 ’ | L5 o..lE } 1 Land
reasonably actively E Goa! By AAlple &yl i g sl o pn 0 1
2 e Yes, the staff listened actively D iyt b gl Al il cani e 2
3 s Yes, the staff listened very actively D el e S CiBgall dal Gl el e 3
7
+ +




c.

Did the staff appear confident?

Thoas O Wy adl e LiBpall gl b

No, the staff did not appear confident

PP T RN VRO R -V, T

Yes, the staff appeared quite /
reasonably confident

Joma JS0s Ak [ Bl a) o Ll gall pa e e

Yes, the staff appeared confident

hddi S Bl adl fo Cilh gl i e e

Yes, the staff appeared very confident

a
O
M
O

el (e el Bl e gl gl ael e

d. List the names of staff interacted et e e s
with: T Tiaial (bl Sk gl plant S50 S

" i

e Mr./Ms. MOWdr~ed 1 Lo e

o Mr/ms. M fal) 2 Lady )l e

o« Mr/Ms. 3 o/ lail e

o Mr./Ms, 4 Al Lol e

8
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6.1 Staff Capablility < S Cull gall 3,4 6.1
a. Did the staff frequently probe the nature of the 080 S5 g Calal dads (8 il i gall 213 a1
customer's needs?
3 1. Yes D a1 ‘ 3
0 2, No e %2 ;o
If ‘No’, please specify your comments: - RUCPE BENER NN T
5} C‘ adlo ‘LM
|
b. Did the staff actively attempt to anticipate R sy s . o
eop it Slalgdal iy Allad Ly el 6 e
customer needs? Gt Slpbial iy Aad Lgiasy Bt 48 08
3 1. Yes O a1 3
0 2. No 4] % 2 0
If ‘'No’_please specify your comments: Wl 5 iy 43 la ) SIS" )
EMJZ%MLGL&JAL_,
€. Were the staff able to cater to the needs of the dal 3 lece Lalla 53 e g 1 Dl lia) 40 i pad) £l A L
customer without seeking the help of a colleague? Tpa i
3 1. Yes | a1 3
0 2. No O 32 0
If 'No’, please specify your comments: Ayl reall: o3 pla ) SIS
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
questions pased? Taa g hall ALY Wlma fJ5 05 Agtayt Cilh gadt pllatud a5
3 1. Yes D a1 3
0 2. No E: NS 2 0
3 3- Not Applicable Geyy 3 3
if ‘No’, please specify your comments: 2l ) Flaads a8 Bl ST L
e. If the staff were unaware of the answerto a A A L] foma Ny o LlaY1 e |00 Cilb gall 085 o3 11 7
particular query / queries, did they politely “ask el i fplBIN e 4005 e 2SN Jal o RSN iyl Wi otk
you to wait while they double-checked with the
system / a colleague”?
3 1. Yes n i 1 3
0 2. No B % 2 0
3 Not Applicable Gadaiy Y 3
If ‘No’, please specify your comments: L - ol glondy o8 s 28" 1Y
e %-CC YN\e gﬁmf\g W—b’ﬁ'ﬂ},almv_-g Ao \ne.
W _J '\W\o e W {‘_m\,ﬂ 1\1.!.«./ OV"J’\J vl
’ ed | Cenrna Jad AF
(el eV thow R a‘{)oﬂb‘jl '
M_Q/ '
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it 2 2
a. Overall, was the staff well mformed on Bank

uu,mmMuu,h‘m,d\ Y L,u‘_:a o JS

services discussed

Dhofar’'s product and services? ) 4.;,
0 e Notat all informed O SV Ll Sl and ol e 0
¢ Wellinformed on at least a quarter f a .
Siazadl y Sladial - Vi e Y .
1 few of the products and services O ey Sl o G s 2 J“ o A 1
_A
discussed £
= Well informed on at least half of the & Al y Cladidl vhead e BV o ale: w
2 X o 2
d nd i di d PR
products and services discusse PR
» Well informed on at least three- . -
Shadialt fe A8 gl gyl D D e Al
3 quarters or more of the products and D = e A8 S €S Al e o 3

1”1;‘?3;31! - ‘."J

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:

Al 5 5 L) "l a1 A2 Alacihe o gl gy 4B

"olaadd) g Clalially  Fadall A aall (s g™ o (b gall muily ad g 10

;:.'l.'ni‘n alk ",3

INT: LIST THE CODE FROM SECTION B, ‘

S ] Cya N iy B 1l

o ¢ No knowledge at all A0bY o adayY e 0
s  Well informed on at least a quarter / a
Shazall y Ciatial | ' 1
1 few of the products and services 2T o el g e ji]_:k: :1:\ ‘ 1
discussed ~
2 e Wellinformed on at least half of the &5 il ety STl cheal e BY) Ll Glay e )
products and services discussed P B

e Wellinformed on at least three
3 quarters or more of the products and
services discussed

O [&’| O |O—

Saidl ge st g gl &G BY e o e
WaBie o A Sleasdty

¢. Did the staff attempt to “cross-sell” other products

el g Sladial *ALDY 2l G bl Al la ey il palt B 4

and services? T oal
0] » Nocross selling at all H IR Lo oV andl Llass iy ol @ 0
1 » Cross-selling after a lot of prompting D S (e A s ALl sl Llasy J3 e 1
* Cross-selling after a little / some T, . . -
Lo ' ey DY) Al Adeas Al
2 prompting O < 1 G AN Sy Y sl Ay A5 e 2
3 * Immediate cross-selling attempt D Jl e Sayt adl Aglaw W e 3

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

ALal gpal AGB G i y Sladie 1 7y b sl g8 A
TAdliall & 4l ae & Lk "Aauil

3 1. Yes

a1 3

0 2. Nao

O

X2 0

If ‘No’, please specify your comments:

P Ly B Bla ST 1
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Did the staff attempt to provide “complete
information” on Bank Dhofar’'s products and
services, along with relevant literature?

Sledd g Daiie 8 ALAS Sl plaa’t Ll Y & gloney il gt B3 a7
falall 1Y Dadsh ae ik L,

INT: LIST THE CODE FROM SECTION B.

G gkl G )l A aF il

0 « Noinformation at all

SULY e Sl Y e 0

* Information provided an at least a
1 quarter / a few of the products and
services discussed

Al ol plaall G SR fau Y o elae! e -
N !

'f"ig,; L "“J‘Ji"" n

+ |Information provided an at least half

il i T yeal e BV g sl e

O X OO

z of the products and services discussed PR PR DEFU 2
e |nformation provided on at least three .o et T .
Sla gkl e 81 g gL AR IV e plac] e
3 quarters or more of the products and chme e o A 3
M‘ | Calaaddl g Siaiiadl: Al Tl
' services discussed Pt J
3 ‘ * Not Applicable Sy Y e 3
f.  Information on relevant procedures, PALall ) Al Gy At y o a Yl Adiade Sl glaa
documentation and follow-up method?
INT: LIST THE CODE FROM SECTION B. O il G M A A il
0 ¢ Noinformation at all E] Ayl Lo Clagaay e 0
¢ Information provided on at least a coy ok
dalanall il gleall ) WY Uae |
1 quarter / a few of the products and D ’uw, i‘d’m;,if'j J. y "i ‘- o * 1
services discussed * A
2 ¢ Information provided on at least half m Sadially Gletdl vl el chead Y1 e sle] e N
of the products and services discussed L4anBlia o8 Al Sleadll y
¢ Information provided on at least three oo . -
Zila gleall e 381 9l Bl b ADIS Y Une |
3 quarters or more of the products and E] Shesiedd e 819l £ S e ol o 3

services discussed

iBe o5 3l Sleadll y Cdadially Adatd)

3 * Not Applicable

GlayY @

g Did the staff attempt to acquire more customer Jal Oa g At AS) e glae 33 el A glaey LB pall a6 Ja ¢
information so as to follow-up at the end of the visit? T30S Gl B Agliadly HLEN
3 1. Yes O PRSI R 3
0 2. No z X2 0

If ‘No’, please specify your comments:
MMM_MO L

i mliady o8 ela (ST 1

.
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7.1 Timeless

+

< g¥ 7.1

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

A Qg ad) o gall aa Jalalll by of il (d sie UBIYY g )
D Aadll alige o falalt i)

INT: SPECIFY TIME IN MINUTES:

;&iﬁaﬂ bia Cé,]'l sl

4d: 15 e S0 !

|
i 0 * Qver 15 minutes l D o
1 e 5-10 minutes 'O 3105 . 1 1
2 s 3-5 minutes | D A 53 e ’ 2
3 ¢ Under 3 minutes m FL AW E e 3

b. Did the customer feel like the queuing system
functioned properly?

T Jily Jary chaall A U1 HUS Gl gl i Ob

*  Queuing system did not function at

to be fulfilled once reaching the counter:

0 Al O Y o Jaay ¥ Caall 3 BTV Sl e 0
e Queuing system functioned, but it ) ] e ) et i
4| —teall Loyl alas o
1 worked with a few impediments [ | o o an 859 Joay SO AE T . 1
2 *  Queuing system functioned and it = b JSlo g A gy Jamy il 3 LT S e 2
worked quite easily and efficiently Lo da I
¢ Queuing system functioned and it OS2y y 4l AL gy hay iaall b TY Al S e
3 . : O : 3
waorked very easily and efficiently Jat
¢ Nat applicable E JLTVRTR S S -
c. Time taken for the “purpose of the customer’s visit A g N Jgea gl e g 85 chan Al Jal e Mo el o
AR WL

INT: SPECIFY TIME IN MINUTES:

12
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H. Additional Comments on Visit ! 15l Adlaial) A ALY Gla Tt 3
(If any): (s )

- Progde ‘Tkﬂlﬂ‘ﬂj /Gﬁdaréw 1o

&ﬁﬂ!ab— e Thangaclera

End of the Survey - Thank you very much....
p FETN LA

Ol g

G. TOTAL Branch Score
(Total unwelghted branch score, summing all sectlons)
A S : "; ! o TotalPointsSmradlnthis "~ Total Points Allocated / -
< Section , | PamncterllnderEnluathn SRSTU pegett b paranseter Lo -
C Branch Presentation and Customer Facilities
D Greeting and Soft Skills of Staff
E Staff Capability, Knowledge and Cross-Selling
F Timeless
oM. S R "o T o) ‘ L - ‘.‘_'\'_, N
. - TOTAI.ISCORE e e BN -
£ Al Bl £ gana £
-~ el fAaaadoal] LD P gagee MsaMMEW Qo tﬁﬂﬁqﬂlw - pealll |
g,._u'ui..ai..lmwug_,mﬁm &
Coph gal) S g g g AN &
ALYl Gles g 438 ma y (il gl 38 c
o8 4l r
: o L A I N P : Bt T = L T
L S T D e e R el g g
1






