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3. Branch City ﬁt‘w C)Lf iwad 3
4. Branch Region 1\ {0 (_,a/r Gl 4
Day | Month 1 Year a0 e | a3 suidlan 5
5. Date of Visit
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Hours | Minutes ) I Slelud)
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Visit 0o ‘ | §




2. General Enquiry relating to a

l specific Product, Service

' and/or Facility
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PRODUCT/SERVICE
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4.1 mom«mmmmumm _

€380 e 5 bian cilga A (gl 3y b 4.1

Mystery Shopper? :
3 |1 Yes %) axi 1 3
2 No O % 2
i. Specify: ‘ —
ii. Specify time taken to find parking: min. VD whga dog¥ s D cBd 38 o

4.2 Entrance to Building

P N I 4.2

a. Was the Entrance Clean? ks Jasadl s Ja )
3 1 Yes @ a1 3
0 ) No O 38 2 0
If ‘No’, specify “Why / Describe how” the S "l Cia gl 1AL 2aa Slliad fpe FOST il gall 1S 1S
entrance was unclean: el g JAal

b. Was the Entrance Convenient?

Tl A S s

3 1. Yes

pi 1

3

0 2. No

0K

a8 2

0

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

Gadia Jaadll S5 "L 2aa ¢ "IS" lyal) S 1

PR Ly W 'f"’alﬂ*l-q. (8 r{ e .
_ Cleanliness of Premises C
Was the branch premises clean? i g il e (08 8
3 1. Yes Jz a1 3
0 2. No O wW2| o

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

CalS " e gl P s Al e NS ol gall 4S 130

s e sl
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a. Posters/ Brandlng material present on doors walls
and windows?

m!

A S

A 5.

381 ol y o sadl o) Y uh«yz.}:m!uu.d.q,,& |

3 1. Yes || 1| 3
0 2. No O 2| 0
If ‘No’, please specify “additional comments”, | Mgl Slaalle 2aa dliad e MIST Gl galdl S 13
if any: day

b. Pamphlets, Leaflets and Brochures on display?

Sl il 3 Qi) o je a3 A

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

3 1. Yes [:| ani 1 3
0 2. No %) w2| o
If ‘No’, please specify “additional comments”, O "l Glaadie" saa Al e MUST Ol galdl G813
if any: ) . Ty
oo ga_,\cff/%gc {l;dﬂgf“ égﬁzw M- Oy LF. 0
(2 Branding material up-to-date? faaa Ay ladl) cladall 3l ga Ja S
3 1. Yes | 1| 3
0 2. No O w2| o
If ‘No’, please specify “additional comments”, O Uil Slaadle 2aa lliad e ST Gl gl IS 13
if any: ey

gy #1239 £ AN B ga e %90 (o S 2215 S b |

desks and counters? LTPRER
3 1. Yes %] 1l 3
0 2. No O w2 0
If ‘No’, please specify “additional comments”, O llal Slaadla s dlad e MOUS Clgall S 13
if any: (W y

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

Ty e el 3 G gl e [ JS DS A

if any:

3 1. Yes %] 1| 3
0 2. No O %2 0
. lI ‘Il' '! . \ - ] ]- " ” 2 ‘IU " l I - 'l
If ‘No’, please specify “additional comments”, TR e -V;L..S:
[Daa

c. Were all/almost the entire staff wearing name
badges?

@ iancty s 0y guaay (il gall s ] S S A

3 1. Yes

a1 3

0 2. No

X0

A 2 0

If ‘No’, please specify “the approximate

Ol ks gall

q.‘l.-l_)i:\]‘ 2all 2aa Sl JA T Y u\);“ ,JLS 131
‘--“JL‘ S b

number of staff not wearing name badges: )
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4.6 an ‘ R N g Tep PR | G R ety s (g il pall 35420 4.6
a. Was the area surrounding the ATM and CDM G g iS5 20300 £ 1Y 5 ) ...U..-.su FRYEN h,..«....[\ GRS CAS Sa )
machines clean and presentable? 7 4R
3 \ 1. Yes E ani 1 i 3
o | 2 wo O %2 0
J If ‘No’, please specify “Why / Describe how the OB A i gl 13T daa Sllad e MOl pall S 13
‘ area was unclean: Al s
I

b. Were the ATM and CDM machines functioning?

‘:&‘: ‘g-\il“ &u’yuﬂl..h).n."l ;_}‘.‘Pi ‘-'-Hu(.‘»-"r‘

3 1. Yes

a1 3

0 2. No

O/

a2 0

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

eal 4 S 0 3 S saa il e ST gl ST

ol geall Glen gl 2am5) Jaad ¥ a8 £1a¥1y V) Gl el
(g gl ¢ JY

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

CATM/CDM 4ihia 3 s cifall 5 300 08 Ja &

Was the branch alr-condltlomng fully functlonal
and sufficient?

3 1. Yes H ] 3

0 5 No O B2 9

3 3. Not applicable O S ¥ 3| 3
If ‘No’, please specify “the time at which at A8 Jamy ] (g3 28 1" s Sl e ST il pal) IS 1
which the cooling was not functioning s L Gl

. "J -\P dS-u M q-"‘" t-le-‘--“ u‘-‘idl

3 1. Yes

P 3

0 2. No

382 0

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

[aglal Slhad" axa Slliad e ST Gl galdl S 13
S S Al S Gyl

b. Did the branch possess sufficient lighting?

TS Splaly £ A alal A o

3 1. Yes

a1 3

0 2. No

O/

a8 2 0

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

Maglal Clhadia saa Slad G M8 Ll gal) (S 13
R Ly C R T S I
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c. Did the customer have sufficient waiting space / [ foustall e e S 230 [ BTN S daleas Jpaall 08 G4 2
seating area?

3 1. Yes a1 3

O
0 2. No (%) w2 0

[ailal e ke 2m Al a IS il yall 1S 1
S Sl as ey

Describe how it was insufficient: * = y
Toe brawcls o ety o dwb—m—ﬁk—wﬂfj &
hoe

u)O«\l:“-j (pace—~

If ‘No’, please specify “Additional comments / i

o » . i ; ANy £ AN JA13 A8 g gl SIS A gy s O 3 pllaid A S
within the interiors of the branch, indicating different e aall oSl y (GRS) RS cilida ) 38 5

|

\
d. Did the customer find it easy to follow the signage ‘
counters/ work stations?

3 1. Yes O pi 1| 3
o |2 No % y2| o
g No., please .speuf\-r Addut.aonél comments / oyl fgial ade” sim i (a S gl S 1Y

escribe how it was insufficient: LS 5 o) i




5.1 Greeting of Customer

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

I e No greeting / acknowledgement

B

! s Greeted within 10 minutes of entering ‘

O

I

Greeted within 5 minutes of entering | [] T

Wi N = | O

* |Immediately greeted on entering

O |

+.

Okl cua i 5.1

TE AN I Algia gd AN Ggudall o i adllfcua 3 a3 Oa
Sl SN e 0
Jraadl Jpda e @10 JMa a3l o 1
Jraall Jpis e @B 5 JUA cua Al | 2
Jrandl Uy s ca Al e | 3

b. Did the staff either / or: 11

1os Y] saaly B sl 8 G o

T

a. Ask for the customer’s name?

Pl aad e s I

b. Greet the customer by name?

faand )83 aa Jaaly a2

®  Yes, the customer was greeted by name /

J'Mu]_pjufwl)s;‘:‘_iﬂnhhe;ﬂ'rﬁﬂ;?& .

basis of his / her needs?

¢ asked for his / her name O Lyl 2
*  No, the customer was not greeted by danl e Sl aly /aai) S5 e Jraaly cua il 45 20038 W
0 _ 4 < : 0
name / asked for his or her name el 5
A 8 el 9 T gl WD liia '.usq as" (ab ol
¢ Did the staff ask, “How can | help you today?” e 3 b "f‘ ‘JL_; ‘J; J;
and Probe the purpose of the customer’s visit? )
3 1. Yes, the staff did this O A3y ks gyl o8 221 00 1 3
0 2. No, staff did not do this E ALy il gl 435 A (S 2 0
d. Was the Mystery Shopper redirected on the Ebbal/abibal e el Al Gpdall Aagbitae) e &

1. Yes, he /she was redirected on the

- basis of his / her needs

Faldal/aRaliial I (5)Jsaad) 4z 55 8ale ) 35 400 (pai 1 3

2. (OR) The first staff member

O Jaandl 4 33 53 gY1 als gl il (Jz) 2

the basis of his / her needs

a. Were the staff courteous on the custumer makmg
his / her enquiry?

3 e.nf:ounterec'i probfed the nature of |:] Raele foreluy 530 das 3
visit and assister him / her
0 3. No, he / she was not redirected on S la VAaliial 1 i 501 Sale 35 ) (3S3 5

" "1 . qi,.sur. . 7L..u..-5 a: us,..n S Al .

0 * No, the staff were not at all courteous D Y e 3 GiB g % a0 S e 0
s Yes, the staff were quite / reasonably o 1 . .
', a4l uuli' als gal 1a3 28] caad
! courteous O it e ehoiAtian o ;
2 *  Yes, the staff were courteous I:] G cabga! S 33l cani e 2
3 *  Yes, the staff were very courteous m AL ok Galagd) S il e @ 3

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

Tl Sladindy " kel pliaal” il pal) B A o

* No, the staff did not demonstrate

) plia) il gall g S
0 active listening D Aot 3l oy pl ¢ 0
* Yes, the staff listened quite / . o oq . S
b b ) 4l il gal) ) aal ¢
reasonably actively O Gra) g Alyks Sy oigll (el Bipal @ 1
2 * Yes, the staff listened actively D Lolay) il pall aal 23] canl @ 2
3 s Yes, the staff listened very actively g Ll Oa A% il gal) sl 2] cani @ 3




c. Did the staff appear confident? T e By Sl o il gall gl b S
T g% P . | PR
} e No, the staff did not appear confident E Addi (e By o ab gl gk WS e
i [ e Yes, the staff appeared quite / D e byt Sgad o cate ) ghioas @
\ | reasonably confident | €
( ; * Yes, the staff appeared confident m ! dii e Dly Al o il gall el ans e
[ f * Yes, the staff appeared very confident | D i acidi e Ll @1yl o il gl el aas e !
| . t | I
; | d. ) List the names of staff interacted | ; c mpn ibelad cyll e gl sl 831 & |
\ | with: ‘ | {
1 e Mr./Ms. Wi Z2+v\ 1 | ALuflalll e
‘ | e Mr./Ms. | 2 Aol laldl e
F ; e Mr./Ms. ‘T 3 | Allall/ balal .
| [ e Mr/Ms. [ a] AaGyJ=a .




6.1 Staff Capability

Cula gl 3,8

6.1

a. Did the staff frequently probe the nature of the
customer's needs?

€085 JS2 gl Salia) Aaph OF JlaaiaYl iB sl 3 Ja I

3 i Yes

w1

3

0 2 No

O kK

3 2 !

0

If ‘No’, please specify your comments:

11 PT Hag e |t
.i'..‘z‘;v_..a;_\.:';s;_'sdu,&s 13l

b. Did the staff actively attempt to anticipate
customer needs?

o Glalal Tty Allad 4 glaey wilh gl 28 Ja o

3 1. Yes

a1

0 2. No

O &]

282

If ‘No’, please specify your comments:

AT s 48 ol S 1

¢. Were the staff able to cater to the needs of the

2l 53 lan il g3 a3 Clabiia) Gl i ) plsinl Ja S

customer without seeking the help of a colleague? Tola 3l
3 1. Yes X pai 1 3
0 2. No O 3§ 2 0

If ‘No’, please specify your comments:

INT: IF the Answer is YES , so the answer for Q

A ks A ol ST

D should be Not Applicable
d. Were the staff able to answer all / most of the ) o i
questions posed? 4 5 aall ALY aliaa [US Gp Ay il pal) pllaiu) A &
3 1. Yes X P 3
0 2. No O % 2 0
3 3- Not Applicable Gy Y .3 3

If ‘No’, please specify your comments:

A gl fola, ST

e. If the staff were unaware of the answer to a
particular query / queries, did they politely “ask
you to wait while they double-checked with the
system / a colleague”?

b i AL o J1ga o ) e |08 il gal) 0% o113 1

e 3l aal [HURIN Hae A0 5 e ST ol fpe SURIYI™ Culyds Oy Gith

3 1. Yes || a1 3
0 2. No O 38 2 0
3 Not Applicable K Guhaiy Y 3

If ‘No’, please specify your comments:

Ll gl 48 5la US" 13
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| a. Overall, was the staff well- informed on Bank ] el
| Dhofar’s product and services? [ [ Juh &,
0 * Not at all informed [ D | LY e Slaglaaaal jul e 0
e Wellinformed on at least a quarter / a | il y il e ikl oy B L
aladal] § slaaiall . )
[ 1 few of the products and services J D ST i oo J'L - '“' 2 1
H’ s A !
! discussed | al
E 2 l e Wellinformed on at least half of the | g S Al Slaadll y Slatiadl cieal e IV e pley @ 2
products and services discussed | [PARCER
¢ Wellinformed on at least three- 1.4 :
Sladadl e a8 gl gLl A5 Y e Al
3 quarters or more of the products and | [] el Ifﬂfn_' :j £ PTJ : 3
Lkl e
services discussed 2 ’
b. List the details of the “main purpose of your visit” ekl A 5 on LS) MUY e ) gl G Aaie LY aud g B

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

"‘Ln.l&!t,umu!'uﬁ\ 4.!)!.‘.“ ,_;_,.n..u"uﬁ ‘_th_’d'lwl.ufl‘, (u

du.hull |-uq.i

INT: LIST THE CODE FROM SECTION B.

| G ) Ga Gl 4S8 B rialy

services discussed

14.1.:51.:“,.1 3l ._114.\.;..\_,

0 * No knowledge at all D byl e aay Y e 0
e Well informed on at least a quarter / a
Silaadll u_:LLu.‘J' | |
1 few of the products and services | N o G e e j?_l:h g . 1
discussed
2 e Wellinformed on at least half of the 4| A Al Slasadly Slaiidl dhaal e BY) e alay e .
products and services discussed et
* Well informed on at least three . P
Claiidl ce i) gl gLl A28 8y
3 quarters or more of the products and D ' 0o 8] o) gl D8 B o ples 0 3

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

Slatd y Sladiad " RS )" G LAl Al ey il gl 48 Jb S

and services? g Al
0 e No cross selling at all @ byl e Aoyl andl Lless ais sl e 0
1 e (ross-selling after a lot of prompting D SIS G B sy ALY adl Lleay 3 e 1
e Cross-selling after a little / some A = ; : :
2 2 i) ¢ | s S el dlea; 18
prompting O = I Oa G g SlnY) i Blas 5 e 2
3 e Immediate cross-selling attempt D 3 o Loyl el lglas 5w 3

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

ALGiY™ gl i oLy Sladd y Siladie 13 £y il gl o 4 &
SAdlial) & gl aa Al Al

3 1. Yes M a1 3
0 2. No O %2 0
If ‘No’, please specify your comments: () Ly a8 Bla ) "S" 13)
10
+ +
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e. Did the staff attempt to provide “complete | |Gl g Sladie o LIS Gl glaa® dlitee Y A ey il gl 58 A 7 ]

information” on Bank Dhofar’s products and falaal) i3 Sl g Uil iy
services, along with relevant literature? |
INT: LIST THE CODE FROM SECTION B. S ) o el ALK o sty
0 ‘ e Noinformation at all : D } Gy e Slajiaay e 0
s Information provided on at least a ' ‘ L5t i plaal) (e Y fas Y e slie o ,
Al e VoA ) ©
1| quarter / a few of the productsand | [ l H:_;'H g :" ey | 1
services discussed I * s ST .
; 5 e Information provided on at least half | D Sl Glatall il glaall ol BY) o dlac) e ‘ .
of the products and services discussed | ‘ Liliilia 5 A Silecall .
e Information provided on at least three | J oo kel A ats 4 S0k iR .
Sl gl e J.ns'l 3 th"’-l iy i} o L’b elac| ™
3 qualtters or more of the products and D 2B 5 D sl y ClaTialy Al | 3
services discussed
3 | e Not Applicable - ‘[ GayY l 3
f.  Information on relevant procedures, [ falaall 03 daylial) 400§ Clafiaad g (Sl YL Adlaie Sl glea 7
documentation and follow-up method?
INT: LIST THE CODE FROM SECTION B. G awadll Ga el 4S5 8 sl
0o | e No information at all O SUBY e clagaay e 0
e Information provided on at least a 53 .
Alaial) e glaall e S faa JY Ll elbe! o
1 | qualjter/ ? few of the products and E’ aie S o chisilly clandly 1
. services discussed
2 e Information provided on at least half D Slatiall kil il gleall cieal Y e slae] e 2
of the products and services discussed LElfie &5 A el
e Information provided on at least three sal’ foaers ke :
Sl glaall e A8 g gLl ADE B e slae) e
3 quanjters gr more of the products and D La2ia 5 3 Cilasil)y catiall Aalaial 3
services discussed
3 e Not Applicable Gy e
g Did the staff attempt to acquire more customer Jal e Gp il ddlala S Sla glae A3 e A glaey il pall o8 JaF
information so as to follow-up at the end of the visit? TBULSN Al A Aalially ALl
3 1. Yes O a1 3
0 2. No B X2, 0
If ‘No’, please specify your clg ents: Wl mlally o8 ela ) ST 1Y
o e dign @ 1o Ko oe.  aloul wee o
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| 7.1 Timeless

v

+

S RS L R G S

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

5 P23 B gall o Jaudl iy (g AN b e JBIY) iy

s dail) adlga e [ alal) b))

INT: SPECIFY TIME IN MINUTES:

1R G i gl s3a laly

-

0 e  Over 15 minutes O Gia15 e 5 e 0
1 e 5-10 minutes O 3 10-5 e 1
2 e 3.5 minutes D As5-3 e 2
3 e Under 3 minutes = ¢ SLEN e e 3
b. Did the customer feel like the queuing system ‘ " : § i i i
*reaa ial) ) alls ol sl e
functioned properly? o Jay ot SE) B Oh e Al b
» . ;).ll:eumg system did not function at D ORY) e oy ¥ il i S di ) e 0
¢ Queuing system functioned, but it : . ; 2 g k. :
| gall : aall ) Aldas o
! worked with a few impediments D AR iy e Ry Sty IR i
3 s Queuing system functioned and it n Jlad JSy g & gy Jamy aall B UBYI GG e 2
worked quite easily and efficiently L
" * Queuing system functioned and it 0 J8 g Al A pns Jary el B SUETY) G ) e .
worked very easily and efficiently Jlad
e Not applicable E SbuY e -
c. Time taken for the “purpose of the customer’s visit Al ga ) Jsagll 36 Cga 3l 505 chh 4D Jal (e 3A5A A S

to be fulfilled once reaching the counter:

:ll " sal

INT: SPECIFY TIME IN MINUTES:

\U

:gsﬂ.mguadj!.\h sl
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‘ H. Additional Comments on Visit 15k Adlaiadl LdLaY) Gla i) -
‘ (If any): (s )
;— No CbM
Y

s O

End of the Survey - Thank you very much....
S 83 — Lt Ayl

G. o TOTAL Branch Score

(Total unweighted branch score, summing all sections):
i A -k et Eoakiattion Total Points Scored in this Total Points Allocated /
Area: Parameter
c Branch Presentation and Customer Facilities
D Greeting and Soft Skills of Staff
E Staff Capability, Knowledge and Cross-Selling
F Timeless
TOTAI. SCORE
g Al Bl g sana £
(peBY) S aan o il daa el e LA £ sana)
Jalall flaaiall Bl £ jaza tpedl) A Alpedll LU £ gane o bSd) a3y o3 Jalall Al
et Aaial) 3l 5 £ AN s <
(o pall Sl gy a3 &
A il Alae g 4 ey (il gl § a0 z
gl C
LAl £ gara
13
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