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and windows?

15Ty o2 u,.ﬂ_p"i\&ul.'uuh)ll‘-]uu.dh dags 0 )

3 1. Yes | s 1] 3

I o 2. No O W2| o0
’ If ‘No’, please specify “additional comments”, S Mailal Slaalie saa b e TS el S8
if any: iy

b. Pamphlets, Leaflets and Brochures on display?
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b. Were all / almost all of the staff neatly and
professionally dressed?
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a. Wasthe area surroundmg the ATM and CDM
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area was unclean:
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i peall a5l am ) Lead Y palll §1aWly VY el
(D p I g Y

c. Was there sufficient cooling in the ATM/CDM area?
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If ‘No’, please specify “Additional comments /
Describe how it was insufficient:
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b. Did the branch possess sufficient lighting?
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c. Did the customer have sufficient waiting space / T stall e lhe e S 1 [ URIDU 488 dabess Seall S8 S
seating area?
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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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+  Na greeting / acknowledgement
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b. Did the staff either / or:
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a. Ask for the customer’'s name?
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b. Greet the customer by name?
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basis of his / her needs?
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2. {OR) The first staff member

O Jrand 4 A A WY i pall it (41) 2

the bals of hns/ her needs

a. Were the staff courteous on the customermakmg
his / her enquiry?
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customer enquiry?
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1 # k! kB gl IS
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Did the staff appear confident?
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e Yes, the staff appeared quite /
reasonably confident
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* Yes, the staff appeared confident
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s Yes, the staff appeared very confident
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d._ List the names of staff interacted e aad (31 g gt plansi S35
| with: ) g 4
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6.1 Staff Capability - - .
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a. Did the staff frequently probe the nature of the
customer's needs?
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3 1 Yes
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If ‘No’, please specify your comments:
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b. Did the staff actively attempt to anticipate
customer needs?
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3 1. Yes
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If ‘No’, please specify your comments:
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c. Were the staff able to cater to the needs of the
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customer without seeking the help of a colleague? 2o
3 1. Yes & o1 3
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If ‘No’, please specify your comments:
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d. Were the staff able to answer all / most of the

questions posed? ha y daall ALY plina [US 06 Ay Ll pal) gl Ja &
3 1. Yes m a1 3
0 2. No O 32 0
3 3- Not Applicable ey ¥ 3 3

If ‘No’, please specify your comments:
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e. I 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™?
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a. Overall was the staff well mformed on Bank
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Dhofar's praduct and services? £ b oLl
0 Notat all informed O IUEY! e Slagleazd ool @ 0
*  Well informed on at least a quarter / a .
Cuaaall y Ciladial } : vole
1 few of the products and services D I S Gl e dﬂﬂ_"& "m‘ * 1
discussed g
s Well informed on at least half of the £ D Shaaddly Zlatial cdal e Y e play e
2 e O o 2
products and services discussed (Wiche- RV
+  Well informed on at least three- o .
Sl e NG g sl ) ADS B Y
3 quarters or more of the products and E ) e ?'.J . jfj "r:— 'J“ ¢ 3
. ) P R ".;!'r Dleaadl y
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:
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INT: LIST THE CODE FROM SECTION B.
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0 *  No knowledge at all | INeY! Lk ey Y e 0
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WYV 1 gy o't | lan o3 2
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d. Did the staff explain Why Bank Dhofar's products
and services possess a “Comparative advantage”
relative to competing banks?
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a1 3
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If ‘No’, please specify your comments:

A Flai A, S

10




+

e. Did the staff attempt to provide “complete
information” on Bank Dhofar's products and
services, along with relevant literature?
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INT: LIST THE CODE FROM SECTION B.
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f. Information on relevant procedures,
documentation and follow-up method?
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£ Did the staff attempt to acquire more customer Sl Goa g 3y Allaia ST e e A aal A glaay i palt o3 GaE

information so as to follow-up at the end of the visit?
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If ‘No’, please specify your comments;
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7.1 Timeless T 7.1
a. Waiting time on entering the branch, before o a9 sl (i padl e Jaadll Gy op il Jgda e URINI Cdy |

dealing with the frontline staff:
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INT: SPECIFY TIME IN MINUTES: ]
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b. Did the customer feel like the queuing system
functioned properly?
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s  (Queuing system did not function at

worked very easily and efficiently

* Not applicable
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2 e Queuing system functioned and it D Juad 800 p & gy Jaty il b URTY! S 0w 2
worked quite easily and efficiently Loda I

3 e  Queuing system functioned and it || DBy Al Al gy oy —all UG Wi ) e 3

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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