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3|1 Yes 10 poi 1 3
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a. Wasthe Entrance Clean? LBl Jasall S8 e )
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0 2. No O % 2 0
If ‘No’, specify “Why / Describe how” the S MLS o gl A3 2o Ll e HET gl S 13
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b. Was the Entrance Convenient?
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3 1. Yes
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If ‘No‘, please specify “Why” the entrance was
inconvenient;
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Was the branch premlses clean?
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0 2. No O w2| o

If ‘No’, please specify “Why [/ Describe how”
the premises was unclean:
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a. Posters / Brandmg materlal presant on doors, walls
and windows?
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b. Pamphlets, Leaflets and Brochures on display?
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a. Were employees present at over 90% of the branch
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0 2. No | 2| 0
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if any: Ry
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desks and counters? FAaail)
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b. Were all / almaost all of the staff neatly and
professionally dressed?
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c. Were all/almost the entire staff wearing name
badges?
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3 1. Yes
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if ‘No’, please specify “the approximate
number of staff not wearing name badges:
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a. Was the area surrounding the ATM and COM
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machines clean and presentable? ¢ phaalt
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area was unclean: feiadad 2 ASL

b. Were the ATM and COM machines functioning?
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3 1. Yes s 1] 3
0 2. No O M2 0
If ‘No’, please specify “the time at which at e KT I e b e ST gl S
which the ATM / CDM were not functioning il et g g 2an ) JaaS Y o300 £y SV il jeall
(and specify which machine, ATM or COM): gl 1YY 51 Y

¢. Was there sufficient cooling in the ATM/CDM area?
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3 1. Yes O ani 1 3

0 2. No | W2 g

3 3. Not applicable %] Gy ¥ 3| 5
if ‘No’, please specify “the time at which at A e ] g3 2 I aaa b e ST il gall 80
which the cooling was not functioning L K el

a. Was the branch air- condltlonmg fully functlonal

and sufficient?
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3 1. Yes K 1| 3
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If ‘No’, please specify “Additional comments / faial Slha e e dlad e VST el SRS
Describe how it was insufficient: S S kS syl

b. Did the branch possess sufficient lighting?
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Describe how it was insufficient: R LY VI R T WYY
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c. Did the customer have sufficient waiting space /
seating area?
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If ‘No’, please specify “Additional comments /
Describe how it was insufficient:
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d. Did the customer find it easy to follow the signage
within the interiors of the branch, indicating different
counters/ work stations?
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3 1. Yes
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If ‘No’, please specify “Additional comments /
Describe how it was insufficient:
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S.1 Greeting of Customer . NI
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a. Was the Mystery Shopper ‘promptly greeted /
acknowledged” on entering the branch?
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+ Nogreeting / acknowledgement

e

+ Greeted within 10 minutes of entering

Jahr e FE 0 JME e T

| e Greeted within 5 minutes of entering
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+ |mmediately greeted on entering
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0
1
S Dy e BB 5 DM B e 2
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b. Did the staff either / or:
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a. Ask for the customer’s name?

LRI

b. Greet the customer by name?
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s Yes, the customer was greeted by name /
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3 3
asked for his / her name D Ljras!
0 =  No, the customer was not greeted by m IOV NG SRR PY UV I S DR (OVL PRIVERE. | AP PSS 0
name /[ asked for his or her name Ll !
ik e eadiid) g "Ca gl oD liua i€y Cig" il ) -
c. Did the staff ask, “How can | help you today?” ks 3 e 4 ":[ dL‘! nd; _;&:;
and Probe the purpose of the customer’s visit?
3 1. Yes, the staff did this %4 Ay il gl 8 5 cpai ] 3
0 2. No, staff did not do this D Ay il pall 40 0028 2 0
d. Was the Mystery Shopper redirected on the Tefalialfoalial e sliy ALl Spudall dip g ddle) o b o

basis of his / her needs?

1. Yes, he / she was redirected on the

3 basis of his / her needs

Walialakalial U (5)Jpenll g 5 Sale 350 cpet 1 3

2. (OR) The first staff member

Op el ap Al 23 Syl gt sediid (4) 2

3 eneounterecf probed the nature of D Wae e foe oy § g 31 3
visit and assister him / her
0 3. No, he/she was not redirected an

the basis of his / her needs

Were the staff cnurteous on the customer makmg

his / her enquiry?

falfailalial 4 gl Salel 55 40038 3 0
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0 *  No, the staff were not at all courteous | [] DB e gl ciBgall GGl S e 0
* Yes, the staff were quite / reasonably . <y u s oo
LY adal, | Erign
1 courteous O B Ml Ay l,all oS gl o i
2 s Yes, the staff were courteous E P R VL I L SR 2
3 s Yes, the staff were very courteous O AL 4ol il g S Gl ians e 3

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

el ¥ ) st i gl g5 A

*  No, the staff did not demonstrate

| plawal il pall IS
0 active listening [:] il Sl A ol * 0
®  Yes, the staff listened quite / . oy . w. . . .
[.,.;LH\ 4l Al by b gali | Al
! reasonably actively E ! o [l gk ¢ B gl g 0 1
2 * Yes, the staff listened actively D Lutat ib pall dual il cans @ 2
3 *  Yes, the staff listened very actively D Ldal! O i i gl o) il ans @ 3
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c. Did the staff appear confident? Thodl o Bl g A Lle A gall 4l 6 D

0 *  No, the staff did not appear confident D s a by A e il kA DS
*  Yes, the staff appeared quite / s ; oy e oo
Jadaa ki 1y Asi Ll gl
! reasonably confident O whs D8 Rl 4l el g cans e
2 * Yes, the staff appeared confident E Ak e Bl A e il dl el caad @
3 s Yes, the staff appeared very confident O Ay (e Ll (Bl A e gl el el e
d..th List the names of staff interacted e CilAAT Sy kgl plad LS
with:
o Mr/ms Owane framale pakithlin name dagua.  “eiiai o
*  Mr. /Ms. u 2 AT o Lalall .
»  Mr./Ms 3 VL Lo bl e
e Mr./Ms. 4 Lol Lalall .
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' 6.1 Staff Capability - ‘ : ~ o klagalt B8 6.1

a. Did the staff frequently probe the nature of the "uﬁu Js.... u}uﬁ ul-\l,u:ﬂ daph OF il il gall o8 O
customer’s needs?

3 1. Yes E PYENN | 3
0o |2 No ]! S, 0

If ‘No’, please specify your comments: | 2Ll s B B ST 1)

i
b. Did the staff actively attempt to anticipate
| s_lh 1 Yy Llad at L\.u ils gall u
customer needs? o Joiy 3 adl 43 b o

3 1. Yes o a1 3
0 2. No O 32 0

If ‘No’, please specify your comments: iy Ly o8 Bl NS 1Y)

c. Were the staff able to cater to the needs of the aaf B lna qulb (g e G ) Slaliag Al Cilh gall pUaiud Ja S

customer without seeking the help of a colleague? (S PR
3 1. Yes m L 3
0 2. No | 3 2 0
If 'No’, please specify your camments: S Loy 8 Bl 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 all / most of the i
guestions posed? T g phaall ALY aias fUS 00 Aglal) Gal pal) £l A
3 1. Yes X i1 3
0 2. No | 38 2 0
3 3- Not Applicable Sy ¥ 3 3
If ‘No’, please specify your comments: ) ey A8 a1 ST 1)

e. Ifthe staff were unaware of the answer to a b sddma Al fopae yw o Ala¥] e |0 b gall 0% & 1.z
particular query / queries, did they politely “ask a3l dab fpURIN g 00 5 e 38N Jpi e BRIV wadgdy dlia un:
you to wait while they double-checked with the
system / a colleague”?

3 1. Yes O i 1 3
0 2. No O 3 2 0
3 Not Applicable X iy Y 3
If ‘No’, please specify your comments: il el o8 Bl AT I
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a. Overll was the staﬁ well mfurmed on Bank

sk uh....u... ._.L._,:... i gall L,.uuu e ,,}s.... ¥

Dheofar’s product and services? ¢uB oy
|' 0] s Notat all informed D ASRY! Jo Slaghadl i e Q
I .
; « Wellinformed on at least a quarter / a
‘ Slaa ]l g Sladiall ! Ry [
S | few of the products and services m g Shatiad e i M “PW JL:" ”Lu‘ * 1
discussed o
: 2 * Wwellinformed on at least haif of the ] S ey Sl chal e Y e 4y e 2
} products and services discussed P N
I R
e Wellinformed on at least three- i -
Slatiadl Pl gl A 8 Ll Wl
3 quarters or more of the products and | PJ SheSal e A &.'f.l_.u . ut“ “'L‘M,u * 3
services discussed y i 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:

pakll (A g 0 LaS) Ll e 1

q"umwyed_p‘d -

Molasddl g Slallaly Faiadl 43 pall 5 o™ Uhggﬁﬁlfﬁuﬁ_’ Y
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INT: LIST THE CODE FROM SECTION 8.

k) G o B Ay 3 1 Zaly

0 *  No knowledge at all D AARY! Ao sy e 0
e Wellinformed on at least a quarter / a .
Sladalty Siatidl 1 : |
1 few of the products and services D = I o il ey “P] ",m.l:h j * 1
discussed i
2 ¢ Well informed an at least half of the D 5 A il y Ziatiall el e B e Jas e )
products and services discussed FEn b
¢ Well informed on at least three .
Sl e il b gLl A B
3 quarters or more of the products and E ) o S8 e S e play e 3

services discussed

e i ?SJ:IMQ .t-IJ

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

Sladd g Gladiiad " ALY anll" o pLAD 4 glaay Cilh pall w8 g8

L

and services? ¢ s il
0 & No cross selling at all E WY o Al andi dey ial @ 0
1 e« Cross-selling after a lot of prompting D S ARG e a8 g e el lees Wi @ 1
» Cross-selling after a little / some . . ) - .
2 S il |y S auel Aglaay li
prompting O = I Oa Gl ey ALY el Glans S5 e 2
3 s Immediate cross-selling attempt D Jailt e el adl U gass i e 3

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

Ll (ool U 3l Clesd g Sladie 1l 7 by B gall o8 Ja S
LA gl A A5 e Al

3 1. Yes E_ e L 3
0 2. No O 3 2 0
If ‘'No’, please specify your comments: Ll s o Sl TS 1Y
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e. Did the staff attempt to provide “complete
information” on Bank Dhofar’s products and
services, along with relevant literature?

Shatd g Shpiie (£ TAAS Cila pae Lile Y L ylaes iB pall ok 4z
Alall D13 AL pe il oL

INT: LIST THE CODE FROM SECTION B.

&l e a3 S o8 sty

0 + Noinformation at all

WYl Lo SlajlaY e 0

s Information provided on at least a

: Frt N BN ,..u..c.'l o h.ﬁ.n'l ! _ac.i
| 1 quarter / a few of the praducts and d e ’.&J Fi e e ¢ 1
i . i .‘_..AL.A 4.... Silaa” 3 ._t_‘-_.a‘..‘l.\
i services discussed
! 5 » Information provided on at least half 0] Latials Al D el el JBY) S8 sl e 2
of the products and services discussed ilBia O Al Ziacadiy
* [nformation provided on at least three
\_n.‘_,u..]‘ o _)J.Si Jl &LL,‘ s &Y‘ J‘b :.n:—‘i .
3 guarters or more of the products and E . PR 3
[PEACEN o Dlaaad! g Siaiiadl dalaiad
services discussed # o Sl
3 s Not Applicable Gual Y e 3

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

fAlaall 3 daglall Ak y Olaiiewall g hpl Yl Ahiaia Sla pine 7

INT: LIST THE CODE FROM SECTION B.

O ) o G 8 A0S B rCaly

0 * Noinformation at all

‘““;’1_,..:,;.\..,1:..‘1 . 0

* Information provided on at least a

Alaiall e pladdl e BB fan; BV e slc! e

1 quar_ter/_a few of the products and |:| e o3 il Claally cilatialy 1
services discussed
¢ Information pravided on at least half Slatial Al il gle)l chead B e slac! 8
2 e M| hanb i il 2
of the products and services discussed iiie 5 8 Zhaaddty
+ |Information provided on at least three —t s
Sagled e S pLH DA Y e athae! o
3 quar_‘ters (?r mare of the products and E D85 5 L Sl y chasid; Al 3
services discussed
3 e Not Applicable Gz @
g Did the staff attempt to acquire more customer Jal a Gt Aklada 81 Cila s 48 aal 4 glaey B gall o3 Ja F

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

5 30 i Raibially pldl

3 1. Yes

1 3

0 2. No

01X

L 0]

If ‘No’, please specify your comments:

A s el S
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7.1 Timeless ' o gl 7.1
a. Waiting time on entering the branch, before o Oy gall (ol gall A Jalalll Gy (g Al Jpha e RSN ]

dealing with the frontline staff:

EONTLFY PPy i (PE S

INT: SPECIFY TIME IN MINUTES:

(R e gl aa 1 lialy

. |

0 s Qver 15 minutes E A 15 e 0
1 e 5-10 minutes D MR 10-5 e 1
2 * 3.5 minutes D “ FBS5-3 e 2
3 » Under 3 minutes D Sl S e § e 3
b. Did the customer feel like the queuing system o . . - ]
Ty il WA MRS ol frga 3 e
functioned properly? ? Junz A B B Oh G s G
o . gﬁeumg system did not function at E Bl e ety ¥ il i ETYI RS e o
e Queuing system functioned, but it . . . C peeear .
1 1 gdh e . —tal! iyt LUas o)
worked with a few impediments L] e soms o i Sy oA . 1
N e Queuing system functioned and it D Chad JC0 g A ey oty iall i LYY I ) e 5
worked quite easily and efficiently Lada It
3 ¢ Queuing system functioned and it D Jal g Al A ppens Jamy il oIyl . 3
worked very easily and efficiently Juad
* Not applicable D huY e -

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

Dise 1) dyaash 16 G 5 ok 1l Jal e Bl G
A PRER |

INT: SPECIFY TIME IN MINUTES:
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H. Additional Comments on Visit 75l 0l Adlaiadl 4LaY) Cila Tl A
(If any): (B )
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End of the Survey - Thank you very much....
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G. TOTAL Btanch Score
{Total unwmghted branch score, summing all sections):
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E Staff Capability, Knowledge and Cross-Selling
F Timeless
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