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___Mystery Shopper? - P
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ii. Specify time taken to find parking: __ min. ; ey i g SagY a5 A aa
4.2 Entrance to Buliding ik N JsiaB 4.2
a. Was the Entrance Clean? LBl Jasal CAS A
3 1. Yes m aed 1 3
0 2. NO | M 2 0
If ‘No’, specify “Why / Describe how” the S8 S eyl 0L 2aa e e OIS Dl galdl 18 1
entrance was unclean: ceplhi e Jaaall
b. Was the Entrance Convenient? lalie Jasd 8 6 o
3 1 Yes B 1| 3
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inconvenient:
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If ‘No’, please specify “Why / Describe how”
the premises was unclean:
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a. Posters / Branding material present on doors, walls
and windows?
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f ‘No’, please specify “additional comments”, S Sala it e i e SMUET et IS
if any: oy

b. Pamphlets, Leaflets and Brochures on display?

a. Were employees present at over 90% ofthe branch
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3 1. Yes E4 1] 3
0 2. No ' w2| o
If ‘No’, please specify “additional comments”, ) idaa s saa el e VDS gl S 1
if any: LT
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if any: ey
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b. Were all / almost all of the staff neatly and
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0 2. No | B2 0
If ‘No’, please specify “additional comments”, Al ke e Al e AT g ﬂj

c. Were all/almost the entire staff wearing name
badges?
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3 1. Yes
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0 2. No
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If ‘No’, please specify “the approximate
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a. Was the area surrounding the ATM and CDM
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machines clean and presentable? ?
3 1. Yes &< i1 3
0 2. No D uE 2 0

area was unclean:

If ‘No’, please specify “Why / Describe how the -
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b. Were the ATM and CDM machines functioning?
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3 1. Yes

a1 3

o 2. No
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tf ‘No’, please specify “the time at which at
which the ATM / CDM were not functioning
(and specify which machine, ATM or COM):
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c. Was there sufficient cooling in the ATM/CDM area?
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a. Was the branch air-conditioning fully functlonal
and sufficient?
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3 1. Yes D a1 3
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Describe how it was insufficient:
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b. Did the branch possess sufficient lighting?
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3 1. Yes 4 1|3
0 2. No [l 2| 0
If ‘No’, please specify “Additional comments / Al Slaa i aaa Jllad e MUET Ll padl IS0
Describe how it was insufficient: oS 08 al LS aayl
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' ¢. Did the customer have sufficient waiting space / ¢ pad) 20 Uia (e S 306/ SUBGDIS A0S dalosa Jraall (RS 0 D
seating area?
3 1. Yes E’ asa 1 3
0 2. No O w2 0
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Describe haw it was insufficient: 1

d. Did the customer find it easy to follow the signage . o .
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5.1 GreetingofCustomer .~ . O Ay e 50 5.1
a. Was the Mystery Shopper “promptly greeted / Tp Al M Adghs g8 u‘-‘” dgedalt o b ailifua 3 45 0

acknowledged” on entering the branch?

]
! 0 e Nogreeting / acknowledgement M i f s 5 e l 0
[
|1 e Greeted within 10 minutes of entering | [] Spanl Jph e BE A0 DM el e |1
2 e Greeted within 5 minutes of entering 1 D Jranll Jadd e AEH A s @l e |
; 3 e tmmediately greeted 2n entering D ; ooant Jyaz 5 iy B e I3
! b. Did the staff either / or: T el ol galt W8 A o
a. Ask for the customer’'s name? il ot e
b. Greet the customer by name? faas! 85 o Baally im0
3 e  Yes, the customer was greeted by name / E A e s faadl S5 aacaaly s Gl 0 ol aad e 3
asked for his / her name L
0 *  No, the customer was not greeted by D LU S VIR Py [ UV I < DI L FRNIFERY I P L S 0
name / asked for his ar her name [P
LA R eadioad g M€ 1:5.51...-.-“4.;5..," AS" (i -
C. Did the staff ask, “How can | help you today?” * 3 e s ...-5,.;! "'] nd: l.:
and Probe the purpose of the customer’s visit? ) 7
3 1. Yes, the staff did this X Sy il yall St 5] pad 1 3
0 2. No, staff did not do this | 1 il W 38 2 0
d. Was the Mystery Shopper redirected on the flaliaifilalial o sl LAl §pudad! 4 ddet a0 08 &
basis of his / her needs?
1. Yes, he fshe was redirected on the
. AalialfaRalial I (3) Ll P BA R R
3 basis of his / her needs m Wlalfial/Ralial i (3) el 42 i 3e! 5 50 pai ] 3
2. (OR) The first staff member DU .
e Jaadl 1 o g s pall it {
3 encountered probed the nature of D e _;..,A J.-'ful (.") 2 3
L. . 3 L’-‘J‘—LJ/I&L—IJD_JL’IJII“'A:LH
visit and assister him / her
3. No, he / she was not redirected on
0 . . Taldal/afalis' I all sole! 2 Al W3S
the basis of his / her needs D \rlfial/iialial ol e o] 3 0

a. Were the staff courteous on the customermaklng l "’d,\--“ a& ur- -Jt..i.....n s ‘_g.d uh,d\ ._,Ls L}A i
his / her enquiry?
0 * No, the staff were not at all courteous D w3y (0 VU - FOVIT CP . LS 0
* Yes, the staff were quite / reasonably . PO o PR
1 courteons o24] B A pke DL Cila gt Lat o cans 1
2 ¢ Yes, the staff were courteous D Gl gl S T e e 2
3 s Yes, the staff were very courteous D T IO ST U T PR 3
b. Did the staff demonstrate “active listening” on Tpndt ki el plieal® il gt gl b
customer enquiry?
*  No, the staff did not demanstrate . .
0 active listening D i) olioal B gl 4By 1 O3S0 0
& Yes, the staff listened quite / . . e s ]
1 Cpalany! 4] 4l hy gheal a8l ans
reasonably actively E M S gl Ls Wops o 1
2 e Yes, the staff listened actively O Lplayt wilh pall il il 1ans @ 2
3 * Yes, the staff listened very actively D ¥l G i) il el sl ol pai @ 3
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Did the staff appear confident? WU - P T I - L VS - 9 T

s No, the staff did not appear confident fdi e By G o Calyall el S e

® Yes, the staff appeared quite /
reasonably confident

Joina JSy i (0 By A 5 il pall s e

e Yes, the staff appeared confident LU PR < N R T N VS SN S
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e Yes, the staff appeared very confident Al e Ll (Ply 0l e Gl gl jeka i @

d. List the names of staff interacted : s (el gl pleci S5 2

- " .|

e Mr./Ms. Umdav. AT EAT .
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e M/Ms.  pAJ Kmed

alataly Lol .

e  Mr /Ms Alolaly Lol e
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6.1 Staff Capabllity - Cyhli gl 38 6.1
a. Did the staff frequently probe the nature of the oA S S T Slata) Aanb (f didl il pall 43 Ja )

customer's needs?

3

1. Yes

a1 3

0

2. No

K

2 1

If ‘No’, please specify your comments:

. : FO " noo
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b.

Did the staff actively attempt to anticipate

ol Slalta) Feiay Alad A glaca wik padt 23 A
customer needs? asd ! j N et
3 1. Yes O xi 1 3
0 2. No | % 2 0
If 'No’, please specify your comments: RUNRY QN PP PR Lk
c.  Were the staff able to cater to the needs of the sal 530 Tes vl (393 Oa Sl Slpbiial dpb b ) piliud S0 S
customer without seeking the help of a colleague? Tl
3 1. Yes D a1 3
0 2. No % | % 2 0
If ‘No’, please specify your comments x ( ] e Fluads o8 3la ) S2US Y
He' naked olhey 910;41-4-4*5
INT: IF the Answer is YES, so the answer foFQ
D should be Not Applicable
d. Were the staff able to answer all / most of the ) o )
questions posed? Tda g phaall ALY alies [JS 0F Aa Y il gall pllaind G4 &
3 1. Yes 'l a1 3
0 2. No 2| 3 2 0
3 3- Not Applicable Sekaly ¥ .3 3
If ‘No’, please specify your commenty 5l Bl S
T Ll g
e. If the staff were unaware of the answer to a b A Alid frpma Sl o AGlaY1 e |00 QB gal) 58 1 13 7
particular query / queries, did they politely “ask 753k 2al fallalll yie &350 5 e UGN Jal e MEIYI® apgly i il
you to wait while they double-checked with the
system / a colleague”?
3 1. Yes E a1 3
0 2. Na O %2 0
3 Not Applicable Sakaiy Y 3
If ‘No’, please specify your comments: Ul Zliady o dla ST 1)
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a. Overall was the staff we!l informed on Bank

Tty it Jdate ame o pae B gl ‘_,.uuuda e Sl

Dhofar's product and services? ¢ kG Ly
0 » Notat allinformed E] A o Siaglaa el Gl e 0
+ Wellinformed on at least a quarter / a .
Siladll y Slatiall e S0 - i
1 few of the products and services D 2 il fe fﬁmd% ’“'l' * 1
discussed i
2 *  Wellinfarmed on at least half of the E]v & A Dl y Saiidl dheal e W) o ps e 2
* products and services discussed iR
»  Wellinformed on at least three- . >
Slaiiall e 581 g L.u.::l.’. L
3 quarters or more of the products and | [} il e A8 S EY ) :‘:]' "" ’“ ¢ 3
' services discussed ¢

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:

) 3 5 5 aS) I et A sk Lol g pB

"olatdll g Sladially  $aiall A el s faaa” e Cuib pall audly ady 1S

-adhidl ol _,l

INT: LIST THE CODE FROM SECTION B.

Sl a5 5l A4S B 1y

services discussed

0 * No knowledge at all EI AURY! fo sy e 0
s Wellinformed on at least a quarter / a
Sty Shatiall e JuIRN : 1
1 few of the products and services D = I fers o ‘ﬁ?l:k ﬁ * 1
discussed ¢
) » Wellinfarmed on at least half of the K S sl St chai e Y e Gy e 2
products and services discussed LB
s  Well informed on at least three . -
Slatidt e A8E gh gl S B
3 quarters or more of the products and D ) o A8 IR T ey e 3

lilia 3 A cieally

¢. Did the staff attempt to “cross-sell” other products Glasd g Glpiial *  ALLY) o' G sUAl A laay Cili galt o8 Ja &
and services? e oAl

0 *  No cross selling at all E Gy e Alay ol Alesaal e 0

1 s (Cross-selling after a lot of prompting D Gl U o 00wy Al ! Gleay B0 e 1

2 . E::f::ﬁ:l:g after a little / some D i Jheies) (pa D g Y gl Bang o5 7

3 * Immediate cross-selling attempt O Sl e ALYl ol A glan 0 e 3

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

LA (ol B dl Glaad y Cladie 1kal £ sl iyt plB 6 &
P & il a5 e et

3 1. Yes D a1 3
0 2. No | 32, 0
If ‘No’, please specify yo r comment L Sl mlals o ela ) ANS" 1Y
ve = ddnot " (elie abonl onll bl backe L el
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e. Did the staff attempt to provide “complete
information” on Bank Dhofar's products and
services, along with relevant literature?

et g Sladie 56 "AllS S glaa" Lilke Y O jlaey il pall o3 Ja 7
falall 13 Auash s b SL

INT: LIST THE CODE FROM SECTION 8.

S gl Gy ) AGEG Al

0 * No information at all

t

2MaY! e ZlagmaY e 0

: + Information provided on at least a
1 ) quarter [ a few of the products and

Adlaia) e paa el faay Y e dlae’ e |

o T o 1
i et WP IR AT ST PR Py, I |
, services discussed o I '
) ! ¢ Information provided on at least half 5.4 SaFialy AT D gl heal B e lae! e 5
of the products and services discussed | e 2 A laadlly
» Information provided on at least three gl e A i &L,_,i L8 S g othel e
3 quarters or more of the products and |:| L3 5 Sl y iy Aaial 3
services discussed i T
3 s Not Applicable S Y e 3

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

falall 23 Lot} Ly Silaliceddl y 11 2Tl Aliada Sla giaa 7

INT: LIST THE CODE FROM SECTION B.

i pall G a0 AAIEY B clialy

0 + No information at all

byl fe Clagleay o 0

*» Information provided on at least a

Aalaialh Slagladt e BN oy BY e slacl @

1 quan:ter/? few of the products and D LBia i il y il 1
services discussed
3 s Information provided on at least half E Shatially dlatal e glad cdeai B o slac! e 2
of the products and services discussed Ldiflia 23 301 Dilanall y
» Information provided on at least three e e e
e gl e JiSH g gL ADE B o slel e
3 qualrters or more of the products and D i o8 3 iasily Slaidly Ailasal 3
services discussed
3 s  Not Applicable Gy e
B Did the staff attempt to acquire more customer Jab O Gl Adlaia ish Cila glee Ad et A glauy Cilh gt 48 4 F
information so as to follow-up at the end of the visit? TN s A Aaially Wit
3 1. Yes B w1 3
0 2. No O o2 0

If ‘No’, please specify your comments:

) ks sl S 1
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7.1 Timeless
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a. Waiting time on entering the branch, before
dealing with the frontline staff:

A R pall b galt pa Jaahh S g gl J4ds 2ie JUBLYY By}
PG FY (PR R Bt

INT: SPECIFY TIME IN MINUTES:

L ¥ LU U I (R TP

s  QOver 15 minutes

5015 e S0 e

e 5.10 minutes

38 10-5 e

0
1
2 +  3-5minutes
3

®  Under 3 minutes

Ok O,0—

0
1
Fai5.3 e 2
3

B2 e B e

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

Crpana S0 Jany cieall (b LRI WS 0l 03 Al Oa o

¢ (Queuing system did not function at

0 " K S e Jay Y il B Yl e 0
a
s Queuing system functioned, but it P . R
Ly iol i \ 1
1 worked with a few impediments D Gl & osly e
5 »  Queuing system functioned and it 0 Jlad S g & pens Joany hall B AGTY Wi e 5
worked quite easily and efficiently beda
3 s Queuing system functioned and it ] J8 g Al A s Jaty il 3 LTY WU J e 3
worked very easily and efficiently Jond
* Not applicable D Suali Y e -
¢. Time taken for the “purpose of the customer’s visit & pa A dama gl 2o g 31 6k 5 hd Al ol e Bl il
:u " 1i n

to be fulfilled once reaching the counter:

INT: SPECIFY TIME !N MINUTES:
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H. Additional Comments on Visit 1L Adlaid! AALDY Sla i) .3
(if any): (S )

Prov<d e ?Luw«j S‘~{$ lern

End of the Survey - Thank you very much....
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