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ii. Specify time taken to find parking: 5 min,

Cowdded 48T mekgd (S@\, s

i NIFTRPRE P N M | E
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a. Was the Entrance Clean? MBI Jaad oS )
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a. Postersl Branding materlal present on doors, walls
and windows?
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a. Was the area surroundmg the ATM and CDM
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b. Were the ATM and CDM machinaes functioning?
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if ‘No’, please specify “the time at which at
which the ATM / COM were not functioning
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c. Was there sufficient cooling in the ATM/CDM area?
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b. Did the branch possess sufficient lighting?
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5.1 Greeting of Customer _
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a. Was the Mystery Shopper “promptly greeted /
acknowledged” on entering the branch?
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b. Did the staff either / or:

1ol gaal LB gl B3 g6 g

a. Ask for the customer’s name?

b. Greet the customer by name?
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*  Yes, the customer was greeted by name /
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3 asked for his / her name D L) 3
0 *  No, the customer was not greeted by E‘ TR I DY R DU IS VP PRI IV I S 0
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d. Was the Mystery Shapper redirected on the
basis of his / her needs?
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1. Yes, he /she was redirected on the

the basis of his / her needs

P dsagdlisaled Gy o o€ 3 0

Whalialfadalaal I (3) el BT PR PP
3 basis of his / her needs D et l/Aatial A () 4 gibie) 15 ] cpui ! 3
2. (OR) The first staff member
J.IA.I.'I‘LI e} ‘J]‘JJY\-._L-:}A]‘ _)-‘.LI-J‘(JII) 2
3 ep_counterec_i prob<.—:-d the nature of D Wac b faselay 5 51 dad 3
visit and assister him / her
0 3. No, he / she was not redirected an g TERPR RN
e

a. Were the staff courteous on the custorner maklng
his / her enquiry?
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b. Did the staff demonstrate “active listening” on
customer enquiry?
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2 * Yes, the staff listened actively | EVENE - UL S - PP 2
3 *  Yes, the staff listened very actively D Lpla) e i GiB gal) Al 5l e 3
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6.1 . Staff Capabllity - oL Ol galt 5508 .
a. Did the staff frequently probe the nature of the ..us-'-‘ J-’u--' u.yj\ uhla-m P ;ﬁ Jh-h.-'ﬂ.n il pali ald uh I
customer's needs?
3 |1 Yes & a1 3
0 2. No O % 2 | o
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b. Did the staff actively attempt to anticipate 20 g3l byl iy Llad Al plamg il yald plh A s
customer needs? d
3 1. Yes = a1 3
0 2. No O 3 2 0
If ‘No’, please specify your comments: nali rlads o8 sla ) M2ST 1
c. Were the staff able to cater to the needs of the aad a0 luee calls (99 On g skplial 4D il pal) £l A S
customer without seeking the help of a colleague? Trka )i
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0 2. No &4 % 2 0
If ‘No’, please speCIfy your comments _ Al rliad ad bla ) NS
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d. Were the staff able to answer all / most of the i L 3
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you to wait while they double-checked with the
system / a colleague”?
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a. Dverall was the staff well mformed on Bank Dilasd g H‘-‘H-'-H “alaia iwta '-L-J-'-n wdls padt _;JJ 38 dh n‘-l:- Js-u T
Dhofar’s product and services? ¢ Uk oL,
0 e Not at all informed M| AMY! e Ciagha ] ul e 0
» Well informed on at least a quarter / a . . .
ianadl g Sladial Sl - LI
1 few of the products and services E = I o o fe - J ot 1
. eibiie ot ",.ul
i discussed
! 2 + Well informed gn at least half of the D A g0 Sheadlly Sl cheal e B! e ey e 5
i products and services discussed [Fih S
s  Wellinformed on at least three- . ; -
Sl e a8 gl gl AR5 Y
3 quarters or more of the products and D = SRt E'.J . e j“ ""h ’%‘i ¢ 3
. . li8lia o ".ul Sileaadly
services discussed
b. List the details of the “main purpose of your visit” ]l A g i LaS) M 450 I ek S Uahe Y &231 PR
{as per SECTION B); rate the staff on the level of Plasdl) g Caiialy Gt Ul g g e fdh pall il r’J {'-'
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and services? S oAl
0 e Nocross selling at all | S Lo eyl o Llay sl )l e 0
1 o Cross-selling after a lot of prompting | (] S S e 0N ey S adl Al e 1
« Cross-selling after a little / some s . . . i
R E WAy \ ey N oadl dalaas ald 2
2 prompting E - B oo SN 2y SVl gl Blaws 8o
3 * Immediate cross-selling attempt [:] il Ao Yl A glas i e 3
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If ‘No’, please specify your comments: ol ey o pla, ST 13

10



Did the staff attempt to provide “complete
information” on Bank Dhofar's products and
services, along with relevant literature?

Slatd g ladie OF "AAlS Cla e’ Sike Y A ey cil palt A8 Ja 1
Taliall b Sl ae il ol
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documentation and follow-up method?
INT: LIST THE CODE FROM SECTION B. O andll (e ol ALK o8 sl
0 » Noinformation at all O SuLY! e clegaa¥ e 0
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of the products and services discussed LBl o0 Al Cdaasl)
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information sc as to follow-up at the end of the visit?
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7.1 Timeless : R byl . 74
a. Waiting time on entering the branch, before o O s sall (B gl aa Jalaih Ly op AN Jadd K0 LAY iy, 0

dealing with the frontline staff: 2 Aeadll adige e [l BAd)

INT: SPECIFY TIME IN MINUTES:
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0 «  Over 15 minutes 'O TS LIRS 0
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2 e  3-5minutes | 3i:53 e 2
3 e Under 3 minutes O CECILD LU C 3

b. Did the customer feel like the queuing system
functioned properly?
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¢  Queuing systermn did not function at
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+ Queuing system functioned, but it . . L v »
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worked with a few impediments E G s gt oy Somy ot L. 1
2 s  Queuing system functioned and it ] Jud JS5 g & gy Sy iall 4 BV WG G e 2
worked quite easily and efficiently o )
3 » Queuing system functioned and it 0 JCly Al A gy oty il 3 LY i e 3
worked very easily and efficiently Juad
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c. Time taken for the “purpose of the customer’s visit
to be fulfilled once reaching the counter:
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INT: SPECIFY TIME IN MINUTES:
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End of the Survey - Thank you very much....
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