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4. Branch Region DKOQM a4
L
Day | Month | Year dudt [ gl T e U
5. Date of Visit )
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2. General Enquiry relatingto a
specific Product, Service
and/or Facility

INT: SELECT AS RELEVANT AND/OR
SPECIFY DETAILS OF
PRODUCT/SERVICE

Opening a Savings 2
or Current Account

Saving Scheme
Housing Loan
Car Loan
Educational Loan
Credit Cards

Persanal Loan

Double your Salary
Offer

O
O
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4.1 Was Customer Parking Instantly avallable for the : -
T3040 8 B e i e AN Faudad a9 h 4.1
Mystery Shopper? ,
3 | Yes % a1 3
2. No 'O 2
; i. Specify: yam 0!
| N
! |
il. Specify time taken to find parking: min, A PPN G Wt Y] B PR
4.2 Entrance to Building ol ) Jeial 4.2
a. Was the Entrance Clean? b Jasdl s a b
3 |1 Yes B 1 L3
0 2. No O % 2 0
If ‘No’, specify “Why / Describe how” the AS S iyl 10T e i e MUK gl W13
entrance was unclean: el e Jaaal

b. Was the Entrance Convenient?

tlain Jaadl 58 A

inconvenient:

’w .-Lh f: ‘\1..‘.“-,....‘. ; ’-".L:I. .:j w #’.’: %-?

Was the branch premises clean?

3 1. Yes % i1 3
0 2. No O M2 0
If ‘Ng’, please specify “Why” the entrance was Dlia Jasall 58 Wl LT dam 0 ST gl K0

3 1. Yes

0 2. No

On

If ‘No’, please specify “Why / Describe how”
the premises was unclean:
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AA .-, Branding Materlal .t 80 Ao oo P ] B a S N T g Y edn 0B IR W%
a. Posters / Branding material present on doors, walls "-“b-u‘J d aadl sl gY S 4y el Sade [ Slhuale 3 e 6
and windows?

3 1 Yes % pi 1|3
u

0 2. No b 0
If ‘No’, please specify “additional comments”, S MGl Claa Dl saa liad SISl padl JAS 13
if any: ey
b. Pamphlets, Leaflets and Brochures on display? Tyl y Sl e e o3 A o
3 1. Yes Kl 13
0 2. No O 2| 0
If ‘No’, please specify “additional comments”, 2l Slaa et da i Cpa SUET il aadl 8 13
if any: Alaay
c. Branding material up-to-date? Palan &y jladh cladall o ge Jb &
3 1. Yes E a1 3
0 2. No O w2| o0
If ‘No’, please specify “additional comments”, Al e S s Sl e NS el AS U
if any: Sy
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a. Were employees present at over 90% of the branch 51,-, P‘..u"lSa $ &)a.l ‘_,.5,. Oa %400 e 58T 2adyh oA S8, i
desks and counters? faaitt
3 1. Yes | 1| 3
0 2. No |4 2x2) 0

If ‘No’, please specify “additional comments”, b MRl et saa el cpa SUST el A 1Y
if any: . oy
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b. Were all / almost aWof the staff neatly and o - . ,
e A G i :
professionally dressed? 3 <50n ol Gy Lo gall B [ 05 08 b
3 1. Yes ~1| 3
0 2. No O 22| o
T S T KT '
if ‘No’, please specify “additional comments”, < pantenliis e STyl E 4
. DAy
if any:
c. Were all/almost the entire staff wearing name B ity b s gy (il pall alina f S IS b L
hadges? =P
3 1. Yes O m1| 3
0 2. No K 22| o
If ‘No’, please specify “the approximate Sl s gall o B svall am Al e RS o2 gad) S N3
ber of staff n _Tt wearing name badges: : — ey S g Y
Ii\‘ [ fb v 21 blﬁeejag_wo(/ﬂ Pumﬂj Name. /@j?
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a. Was the area surrounding the ATM and CDM u-ﬁJ u:rhn (ki gl.\,\ll_. oy ...n_,.a.u Bigal Jnasall fasl i Oa
! machines clean and presentable? ¢ gl
{3 1 Yes K 1|3
| 0 2. No ml w2 0
|

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

| S GS ey /LT s Gl ST el S 1

e S

b. Were the ATM and CDM machines functioning?

Thal ki Elatly AT OB el gl Sl A

3 1. Yes

1] 3

0 2. No

O

382 0

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

SP\LBJS:;]‘,J]J“"JJ;MJU}S'-_JPJ ISH
i peall e ! .u:._,) Jaat Yy r..ui tl.\.u'!,g.d" il el
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¢. Was there sufficient cooling in the ATM/COM area?

TATM/CDM 4hkaia 2 2 wiall gb 4 500 S G4 O

e 4 “&.- i"ﬂ o T PP L S T
(4.5 Bedne Ambiincit peist Psciifies. 4

a. Was the branch air-conditioning fully functlonal
and sufficient?

3 1. Yes | ant 1 3

o |2 No O X2

3 | 3. Notapplicable &d ShyY 3] 4
If ‘No’, please specify “the time at which at A Jany o 30 2 da Sz e SNEY o pa) RS
which the cooling was not functioning e K ekl

b E i &ﬂ

Uit N A AR Y

‘-'.J-SJ-\ﬁ»Mg-‘J#‘ cisall s O

3 1. Yes

a1 3

0 2. No

us 2 0

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

[t Cilaa e ara Aliad S HE gt S 13
S S W aS caay

b. Did the branch possess sufficient lighting?

RS SpLa Al iy A

3 1. Yes

a1 3

0 2. No

0(&d

252 0

If ‘No’, please specify "Additional comments /
Describe haw it was insufficient:

Fadial Slaal! aam Sllad G ST Ll gadt SIS0
S S G ey
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¢. Did the customer have sufficient waiting space / Tomslal) 35 ia e B8 20 [ URIDU GHS dalies Jraall S8 4 O
seating area?

3 1. Yes E pei 1 3

0 2. No 0 K2 0

L . [Tadlal Cidan " ara Slad e TS lgadl S 1
If ‘No’, please specify itional comments B =
o, ple pecify “Additional co / S S 2 G ey

Describe how it was insufficient:

d. Did the customer find it easy to follow the signage Ay g il Al 26 o gl SN & gnny s o 3 gl o &

within the interiors of the branch, indicating different e el - il . .
. e haal) S8l g {El) @l ) dliia I ol
counters/ work stations? ofals | } s o as
3 1 Yes i mo1l3
0 2 No 0 v2| o
If ‘No’, please specify "Additional comments / iyl fiin) cilan S i ol e IS il gl S 1
Describe how it was insufficient: F - 4.;:15 Jsa :j ek
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5.1 Greeting of Customer

+

Coip 3Wp wpen 30 5.1

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

Sl il algds i AR Gell o i allifona S S e )

0 s Nogreeting / acknowledgement E ol a5 . | 0
1 s Greeted within 10 minutes of entering | [] el Jghc e B0 JUE ua B e | 1
;. 2 *  Greeted within 5 minutes of entering D i el aac e BE S VA oyl e ' 2
i 3 + Immediately greeted on entering Dﬁ‘ ot Jas i ua 3l e R

b. Did the staff either f or:

eVl gaaly il pdl) o3 34

a. Ask for the customer’'s name?

e ',_n__ ! ,;...\‘_)c.,_i...'

bh. Greet the custoamer by name?

faacd )53 aa el a0

s Yes, the customer was greeted by name /

St o e 85 ae Gl cma SIS S pad e

3
asked for his / her name D L 3
0 *  No, the customer was not greeted by E TUNLIRSNG SR PY R DOV L1 D VL PRNITERY{JPL YIS LSS 0
name / asked far his or her name Lpand
R e it g P ] WD s Al cd8Y (Gl gl e O 2
c. Did the staff ask, “How can | help you today?” * 3 e A "‘: °! “J;JHJ
and Probe the purpose of the customer’s visit?
3 1. Yes, the staff did this A ELVCTINE SR T I PR | 3
0 2. No, staff did not do this B Ay il gt iy A1 XS 2 0

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

fplagiatalial o ply A8 Jgedall 4o g Bdet S0k &

1. Yes, he /she was redirected on the

3 basis of his / her needs

leflalialalatial I

(3)Jraal) auz g5 Boke) 25 A cpas 1 3

2. (CR) The first staff member

the basis ofhns / her needs

LY e T

a. Were the staff cour‘teous on the customer makmg
his / her enquiry?

O Jaanll 4y A -11\ BTY LIS AR (s) .2
3 er1§ountereq probed the nature of D ux.'_.. foacliny & 4030 Rad 3
visit and assister him / her
0 3. No, he /she was not redirected on Ll falaRalia) Ll a5l sale 5 fJ 3 3 0

V\nxl.‘.‘_cn_;m\‘_g.\ldﬂhﬁ_,.d\uudt i

customer enquiry?

0 ¢ No, the staff were not at all courteous D ALY o dl Bl 08 Al S e 0
s Yes, the staff were quite / reasonably oo g - ) ,
' v 1 "I " t . .
1 courteous O Bagn fASpiha Ay il palt laS o cpui @ 1
2 *  Yes, the staff were courteous D G il S8 el e 2
3 ® Yes, the staff were very courteous EI ' ALl yad by S Gl s @ 3
b. Did the staff demonstrate “active listening” an Tl Jleadind ) plkaal™ i pall BI04 o

* No, the staff did not demonstrate

Q b plial wils palt S
active listening D whiadh o et 4y ol * 0
* Yes, the staff listened quite / R T - P
1 ’ 1 4] Al by il gall AP
reasonably actively D Gl Bagp [ ik B3l Ao o=t 1
2 e Yes, the staff listened actively D Colay! CiBh gull ioal 22l cani @ 2
3 * Yes, the staff listened very actively E LWt e 80 LB pall ol T pai 3
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Did the staff appear confident? ! ‘ Tands Ja Byl o il gl gl S,

¢ No, the staff did not appear confident | s By e il gt ey NS

e Yes, the staff appeared quite /

reasonably confident e JL Al 0 By Tl gl e s 0

¢ Ygs, the staff appeared confident Ak G By AT e il gl ek cand e

CEEIE

il oo Ll By ) e il gall gl el e

e Yes, the staff appeared very confident

d.'th List the names of staff interacted s aala () 5yl plad S
with:

e Mr./Ms. o R w 1 Ll il e

¢ Mr. /Ms Y 2 | Uil i e

e Mr./Ms, 3 FUSATVT AR .

s Mr. /Ms 4 | Loyl e




6.1 Staff Capability

Sl galt 3 0l
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6.1

! a. Did the staff frequently probe the nature of the e 050 80 g Clalhal Angb e Lkl il gt o8 e
! customer’s needs?
L3 1. Yes X ani 1 J 3
o 2 No O 38 2 o
! If ‘No’, please specify your comments: | RO e B SANGIR L S
| | !
b. Did the staff actively attempt to anticipate T T . v
T Slallal Jh0LY Alad Ojla CiB gl 28 A o
customer needs? i
3 1. Yes il a1 | 3
0 2. No | 38 2 0
If ‘No’, please specify your comments: -3, ey a8 ela ST
¢.  Were the staff able to cater to the needs of the ) 38 e lb (93 e G Slabhal Al Gib gl pliul A S
customer without seeking the help of a colleague? b PR
3 1. Yes E axi 1 3
0 2. No O 38 2 0
If ‘No’, please specify your comments: i rlaads o8 Bla ST 1
INT: IF the Answer Is YES, so the answer for Q
D should be Not Applicable
{
d. Were the staff able to answer aill / most of the ) .
questions posed? fha g lall ALY ulias [0S 08 AlaYT Uil gall §llalud Ja &
3 1 Yes & p 1 3
0 2. No 'l %2 0
3 3- Not Applicable Sekiy Y 3 3
If ‘No’, please specify your comments: i iy 28 Ela ) ST 13
e. If the staff were unaware of the answer to a O e ALl fopma S o AlaYY o |38 Gl gl 08 a0 W) g
particular query / queries, did they politely “ask T3 2al fuladl e A0 5 e 2SN Jal e GBIV Cuigly Hie Gilb
you to wait while they double-checked with the
system { a colleague”?
3 1. Yes I:I P 3
0 2. No O 38 2 0
3 Not Applicable )( Salaly ¥ 3
If ‘No’, please specify your comments: ! i Fladaly o8 Fla ) ST 13
5
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Overall was the staﬂ well-informed on Bank

! Dhofar's product and services? ¢ LB -‘--.'
F Q * Not at all informed EI by e Slagdeaagy sl e 4]
[ i r
. . :Nell informed on at least a quarte /a D il y et e B fars e DY e ey e
ew of the products and services T 1
: discussed | ‘ Ll 5 L
5 «  Wellinformed on at least half of the | O 2 S Sieadlty Ziaidl cheal e Y ool @ 2
products and services discussed | i
T
s Well informed on at least three- pei T .
andl f ol plad a0 Y o slay 0
3 guarters or more of the products and E im0 89 E] i o S :LT 3
services discussed * ’

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:

"Lﬂm\_’uwwupﬂd“ u.bwlh}d‘fﬁil}ri"!(ﬂ

il A g 5 L) "B LSE e N gl Aleade L2V gy o

A3kl oda ql

INT: LIST THE CODE FROM SECTION B.

[EYS IR PR ST PONE

0 ¢ No knowledge at all D 30! e payY e 0
¢ Wellinformed on at least a quarter/ a
Zlaxill g Siatiall - y - 1 !
1 few of the products and services D = I O G e J-} Jﬂ,— ,;:ﬁ ::1 ) 1
discussed
¢ Well informed on at least half of the D A i Clasiliy Cilatiadl cheal e B e das @
2 . . A 2
products and services discussed Ldlie
e Well informed on at least three . -
Dladiadl e A8 gb gl i A JE
3 quarters or more of the products and E = e f’.".)a. 5 "F?; :h] “%]” * 3
services discussed ol ?
¢. Did the staff attempt to “cross-sell” other products Ghatd y Slaiial " BLLY) anll™ O LA A glag ciB gall G0 b O
and services? Ty
0 ¢ Nocross selling at all E ALY e e aad Dlesy a4 e 0
1 e Cross-selling after a lot of prompting | [] O edant o ALy Sl el Alaas S5 e 1
e (Cross-selling after a little / some s . - "
2 | e 3y S anll aalas W3 @ 2
prompting D = ¥ O i ot ¢
3 * Immediate cross-selling atternpt D S e oy i Uglan i e 3
d. Did the staff explain Why Bank Dhofar's products

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

ALl et B 2 Glasi yp Sladis 130 7l Ciligalt 28 8 &
AL o gilh a5 e gl

3

1. Yes

a1 3

0

2. No

O

b L 0

If ‘No’, please specify your comments:

:‘ﬂéiJ \’:l-‘!.L" ';.i 'slAJ e |J|
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e. Did the staff attempt to provide “complete
information” on Bank Dhofar’s products and
services, along with relevant literature?

Chatd g Sladie 6 S Sl glea” ke Y A jae il gall 23 b K
flall ol ciggagd 1 Slib S

INT: LIST THE CODE FROM SECTION B.

Sl e ARG K rlaly

0 ® Noinformation at all

al

ANLY e Slagas¥ e | 0

s Information provided on at least a

-

!
At gl e SAR A Y e ske] e i

1 quarter / a few of the products and D A o T et e 1
services discussed i : Hart e e
2 « Information proviced on at least half | 0 SEECAA I WV IRESUI T L (L 2
of the products and services discussed : B A iy
« Information provided on at least three ' . vt T
S gl e ST gl gl AE B jo pllasl e
3 quarters or more of the products and E e = PR 3
AR A ity Cladial: dileta
services discussed At I
3 e Not Applicable OSTR' S 3

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

Palialt ) Aaliall 440 g Slaliall g o Sip Yy Ailada S gina 7

INT: LIST THE CODE FROM SECTION B.

el 3o a0 A28 b ity

0 * Noinformation at ail

kY e Cilagasy e 0

» Information provided on at least a

Glatall Cila leall e BN fag; BY) e cloc! e

1 quarter / a few of the products and D 1
Lkl o5 2 clarall y Slaiially
services discussed B T
5 ¢ Information provided on at least half D Ziaiialls et Gl yladt vdead SN o slac] @ 2
of the products and services discussed gii8la 23l Zilacadly
+ |nformation provided on at least three . - .
Tilegleall e S g gl T AN B, Une |
3 quarters or more of the products and E = "L“ .J'i._ "is ‘_’“ E - .Gx]‘ fﬁY_.‘f-: . * 3
services discussed &t 4
3 s Not Applicable Gilaiy Y e
B. Did the staff attempt to acquire more customer Jal e S Allaia 81 il plan 48 el A paay ilh alt 3 a7

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

£ b0 A b Aadialy pil

3 1. Yes

P 1 3

0 2. No

OR

b- Lo 0

If 'No’, please specify your comments:

el plaly o8 ela S 13
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7.1 Timeless

< g9
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7.1

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

o e gl Gl gl e Jaladll g il (Jgds s LRI By
D Adill gBige e/ alal) ad)

INT: SPECIFY TIME IN MINUTES:

¥
'

1 e i ) 332 1 dialy

[ | i i
[ 0 *  QOver 15 minutes D s 15 e S0 e 0
: 1 *  5-10 minytes O i 10-5 e 1
2 * 3-S5 minutes D Ai5.3 e 2
3 *  Under 3 minutes E G2 e JH e 3
b. Did the customer feel like the queuing system e . s ..
p LA [ -1 8-vigy] sl mad
functioned properly? Coaea Sty Jany o BT S G B3 a4
e (Queuing system did not functicon at .
0 oY ¥l By Rl
all O i e Sy LIS 0 LEL I 0
e Queuing system functioned, but it dall ] e .
s u Cheall T TR DA
1 worked with a few impediments 00| dotamd s o 8 Sy S Al B 1
) e Queuing system functioned and it D Qb S50 g & ggs Sy iiall i LT MR e 2
worked quite easily and efficiently s N
e Queuing system functioned and it JEy Rl A gy iy il A DY R )
3 K Ve 3
worked very easily and efficiently Jad
« Not applicable D Sy e -

¢. Time taken for the “purpose of the customer’s visit
to be fulfilled once reaching the counter:

D 5m l dgea g 56 g0 6y hih A ol G 2 S gl

:" a 1l

INT: SPECIFY TIME IN MINUTES:
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H. Additional Comments on Visit 13l Al L0L5Y) Sila Thall A
(If any): {2y )
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- Pnoodd Quesiing hdﬂ)lw{v W e Cusbomen

End of the Survey - Thank you very much....
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TOTAL Branch Score B

(Total unwe:ghted branch score, summing all sectlons)
L e ';_ _Parameterl.l ' M I C ., - ‘I'otall’olmsScoredinthB : T.crtaIPolntslAllpcatedl
_Se_ ction - 4 - Area: . - Paramaeter -
C Branch Presentation and Customer Facilities
D Greeting and Soft Skills of Staff
E Staff Capability, Knowledge and Cross-Selling
F Timeless
E . . ) . - R '._ e .
: N _'.Lf'._ P TOTAI. SCORE
£ Al Bl £ gz Z
(?L..n!‘f]JSC.A:. ;&)ﬁﬂAM)AM ).C..L:LLS\?JA.‘L&)
Jalad fAcasadal} Wil & paga tpeadll (3 Alpealt WA B gages o bkl oy gl Jolalh puadll
Gl Aahall SOl y £ ) als <
Ol pall S gy g 30 &
qil..'a‘_ﬂ&._m:._‘.‘.as_,dﬂ_,._m,dli}\i z
C&,jl C
: PSR E gagea
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