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A, Details of Visit 3450 Jpalds o
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Other Bank: DAl
2a. Branch Name ‘\_Lw % é& goilad 12
2b. Branch Area {\ \ ¥ L'\LLPOM £ oAl aige a2
3. Branch City W(_Q\y Ladl 3
4. Branch Region M}m C{;’«}( FARRINY|
Day | Month | Year Adudt | el [ el ShA a5
5. Date of Visit
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6. Start Time of Visit : - By o, 6
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7. Total Duration of o M':Utes Ca L
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Opening a Savings
or Current Account
Savmg Scheme

Housing Loan
2. General Enquiry relating to a - — S Ean e plieg Blaie gle it 2
specific Product, Service Car Loan - gt
and/or Facility Educational Loan Gt m i | A el ta gl f g kil A 0l
INT: SELECT AS RELEVANT AND/OR 4250
SPECIFY DETAILS OF Credit Cards |
PRODUCT/SERVICE Persanal Loan D

Double your Salary D

Offer
Youth & Student
Account




4.1 Waﬁmnermmmmihbﬁ ' N S
e - O R 2T 3§ PRS- YR YL
3 Yes E a1 3
; 2. No al | % 2 |
} i. Specify: . T‘
T
ii. Specify time taken to find parking: min, R NPV P RS 31 A R PR
4.2 Entrance to Bullding R e il ¥ dsiad 4.2
a. Was the Entrance Clean? AT Jaaadl oS o )
3 |1 Yes 4 i1 3
o |z No O %S 2 0

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

& S Camg) T tim Al e ST e S
g T RPN ER

b. Was the Entrance Convenient?

Tt Jaadd) S 4 o

inconvenient;

3 1. Yes E pei 1 3
0 2. No O] w2| o
if ‘Ng’, please specify "“Why” the entrance was Dl Jaaddl S8 W MO das 0 TSN el S 1)

n"‘,‘“"'u-lu%\‘-‘»“"'_“"'.-. - PR
i R e AR e
Was the branch premlses clean? LG g 00 ue SIS Jb
3 1. Yes ol a1 3
0 2. No O 2| o
If ‘No’, please specify “Why / Describe how” .
P _ pecify v/ ibe how’ S S s o /I 22 Sllad e ST L galdl S
the premises was unclean; R
Al e !
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a. Posters / Branding material present on doors, walls
and windows?

+
TR 7T = _ : =
381yl y i paath vl g A 4G a0 Shadle [ Clleals 23 g 6

3 1. Yes M PO 3
0 2. No O 32| 0
If 'No’, please specify “additional comments”, st il iha e e b e SIS Ohgadl A8 1
if any: )

b. Pamphiets, Leaflets and Brochures on display?

Ol ity ZASh sl go a3 b

3 1. Yes E 1| 3
0 2. No M| w2| o
If ‘No’, please specify “additional comments”, O Ul Slaa N dan Sl e MUY Y gall 4SS
if any: s
c. Branding material up-to-date? Pl &y Ll cladiall dge Ja O
3 1. Yes PR | 3
0 2. No 382 0
If "No’, please specify “additional comments”, o <l o N daa Sllad e NS gt S L
if any: Dy

P TRy 2

a. Were employees pres

R S DR
S 819 £ A A e (00 %90 (4 A8 23158 |

Sl S8 Ja

desks and counters? LTNER
3 1. Yes pnd 1 3
0 2. No a8 2 4]
If ‘No’, please specify “additional comments”, 2 bl Glaa M saa Slliad e SHET el S 1D
if any: =)

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

Triad e ol (980 D gall alima [ 38 S A L

if any:

3 1. Yes X 1] 3
0 2. No O w2 0
] N Al e Al cai - I |- 13
If ‘N¢’, please specify “additional comments”, i = - o AT g _"J_LS g
ia

¢. Were all/almost the entire staff wearing name

Pl Db s Oy gty (bl pall alime [ S CAS A

(4] >

H

badges?

3 1. Yes e 1 3
0 2. No a8 2 0
If ‘No’, please specify “the approximate et fpsid yall B0 2wl e Slad e SIS el 15001
number of staff not wearing name badges: sy S LS ey Y
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a. Was the area surrounding the ATM and COM Cpany il g 3Rl guﬂl_g VNI u\}ah 3l dacadl S G
machines clean and presentable? ? sl
3 1. Yes il 1] 3
0 2. No J w2l g
If ‘NQ’, please specify “Why / Describe how the SE S Cho g 10" 232 Lol e IS L yaldl S 1Y
area was unclean: ) e S
i
b. Were the ATM and CDM machines functioning? AP IR PRI WS PR R T T
3 1. Yes El ~ 1| 3
0 2. No O w2l o
If ‘No’, please specify “the time at which at el A S al Al 2 gl aam ALl e ST L galt K13
which the ATM / CDM were not functioning o peall Cles gl sam ) Jaad Y caill iy V1 Gl ealt
(and specify which machine, ATM or CDM): { gl plad ) T
c. Was there sufficient coaling in the ATM/CDM area? fATM/CDM 4dhia 3 3o cigSalt g1 300 0lS & &
3 1. Yes O pai 1 3
0 2, No O W21 g
3 3. Not applicable Ed MY 3| 3
If ‘No’, please specify “the time at which at A dany ol g3 280" soa il e $UET gl S 1
which the cooling was not functioning 2 A St
. Pavanch ASENecies st MRty D) R R, 2 - R
a. Was the branch air- condttlonmg fully funcnonal "'-iSJ 4 d-'l-u d-q c.r“J‘-“ ul:rh“ u‘-'- da )
and sufficient?
3 1. Yes E pas 1 3
0 2. No O w2l oo
If ‘No’, please specify “Additional comments / [l A" san LG fe SEEY el G800
Describe how it was insufficient: O LI PR T W
b. Did the branch possess sufficient lighting? FAGMS Tl £ AN Sy A
3 1. Yes E a1 3
0 2. No [ 2| o
If ‘No’, please specify “Additional comments / faglial Slaa e 2aa dliad e STHS" bl 1S 1)
Describe how it was insufficient: P L VR RN VL WP
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¢. Did the customer have sufficient waiting space / T ptalt 30k oye cilS 230 [ USRI B8 Laliva Jraall S 4 S
seating area?

3 1. Yes pra] PRI |

0 2. No O 20 0

N el " L s a ™ ¥ B
If ‘No’, please specify “Additional comments / FAdal Ciaa s da Al e iyl S
S s A i ieay)

Describe how it was insufficient:

d. Did the customer find it easy to follow the signage Al BT J513 2 i gt AT 0 ppmet il 5 i it b 8

within the interiors of the branch, indicating different ot . . <.
PR PPL T TR e T %) [ BT 4 I TR (IR
counters/ work stations? Jaadl Ll g (- ) Sl oo e i
3 1. Yes | 1| 3
0 2. No O Yy2! 0

r ’ | H L] it n N
If No_, please lspecnfy. Addltllo al comments / im )y fAlal e S e TS iyl 1
Describe how it was insufficient: ' . .'; ";'e] i




§.1 Greeting of Customer

Ol oy i 5,1

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

&JASIL,II-UJ;.\_MA",N1M\ uﬁu}d\f‘...n_,.d\'...dn 1

0 [ *  No greeting / acknowledgement O St v Y e a
; 1 *  Greeted within 10 minutes of entering D orandl Jada e 310 MG s 3 e 1
[ 2 *  Greeted within 5 minutes of entering E Sl A e BRRLS NA oo il e L2
! 3 | * Immediately greeted on entering D Sraxlt Jyar Gahcma I e .3

b. Did the staff either / or:

1oaaY saal il gl a8 OA

a.  Ask for the customer’'s name?

TJ&M:] {._;! e J..a 1

b. Greet the customer by name?

Pan) 85w Spaaly iy o

®  Yes, the customer was greeted by name /

Jlm\}\j,‘lwl)&cawupﬁléﬁtw [ ]

3
3 asked for his / her name D Lt
0 . No, the customer was not greeted by m e e fy pyf aadt 53 aa Grandls a1l Dy W8 0
name / asked for his or her name Lt yf
[T I s AT VL U (" PP (il L AB g Ja o
c. Did the staff ask, “How can | help you today?” -+ 3 e A "': dL‘j ,1“1; L:
and Probe the purpose of the customer’s visit? ’
3 1. Yes, the staff did this K 33y il 5 i cani 1 3
0 2. No, staff did not do this 0O il i gl ko NS 2 0

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

eTpkialfAllabial Lo sl LA el 4 g0 0081 a3 b &

1. Yes, he /she was redirected on the

3 basis of his / her needs

halial/alaigal 0 (5)dealt a5 Salet 33 ) a1 3

2. {OR) The first staff member

Of el 4y A W) cals gall i (1) 2

the basis of his / her needs

a. Werethe staff courteous on the customer maklng

3 epFountereq probgd the nature of EI Bl forelay 5 sl Ansd 3
visit and assister hirm / her
0 3. No, he / she was not redirected on Lalda

aalial I agm gl doie 34 o1 436 3 0

B T e

3 .L...L...\ ,_,u‘_;uus,.nuts& )

PRI S ik

customer enquiry?

"d,.n.l o.:sL..u
his / her enquiry?
a *  No, the staff were nat at all courteous D Y ol uiB ) 4 W8 . 0
*  Yes, the staff were quite / reasonably . - . = 1 .
’ 4] AL gt ‘
1 courteous m e e e il 1
2 e« Yes, the staff were courteous D PRS- YN s LKV PPPS S 2
3 ®  Yes, the staff were very courteous D AL Bl ekl S A el 3
b. Did the staff demonstrate “active listening” on St i " el slial™ Gl gall LBl G4 L

* No, the staff did not demonstrate

0 | plial il yalt 8
active listening O il e b By ol . 0
e Yes, the staff listened quite / R . . ] ‘.
1 . i A il pal) sl
reasonably actively El Gl B JA puhs 0y Sk LB gl ool o] cans @ 1
2 e Yes, the staff listened actively O ko) B gt ol 3T cpni @ 2
3 *  Yes, the staff listened very actively O el e UAG il gt sl 03] aa3 w 3
7
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Did the staff appear confident?

P e By ST e il gt 4B b

»  Ng, the staff did not appear confident

Al e WAl e Caligall el K

= Yes, the staff appeared quite /
reasonably confident

Ciiaa S8y ki (e By Al o il gall gl cand

*  Yes, the staff appeared confident

ki G Py Al o il gl el aai e

*  Yes, the staff appeared very confident

O OO0

dadi e lald By adl Jo b gall gl ani @

d._ ) List the names of staff interacted o et i (ol ylh piacd S S
with: .

o« Mr/ms. Nafod A 1 il =il e

o Mr. [/ Ms. 2 Aty ladll .

«  Mr./Ms. 3 FUPAHT A .

*  Mr./Ms. 4 Al il .
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6.1 StaffCapabliity . - -*° . i galt 3,3 6.1
a. Did the staff frequently probe the nature of the _us-u Jhty ;_,,){)J‘ uLxL,.nl u,.ah OB i oalh gall 43 Ja
customer's needs?
3 |1 Yes 1% R 3
0 2. No | %5 2 0
If ‘No’, please specify your comments: 2 mni Al Fla ) SIET D
b. Did the staff actively attempt to anticipate . . . P e .
g | Slalaal Tk A0 glaas cils gall 208
customer needs? ol clabial iy 42 e Byl fR
3 1. Yes K] pai 1 3
0 2. No O 38 2 0
i ‘No’, please specify your comments: i rloady o sl SE" 1Y
¢. Were the staff able to cater to the needs of the i 330 luce with 598 e Gl Slalial 5 Uib gl plaid A D
custormer without seeking the help of a colleague? T35 3
3 1. Yes K a4 3
0 2. No H| 38 2 0
If ‘No’, please specify your comments: A rhedu af gla ST
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 A .
questions posed? Tha ylaall ALY plias [UJS 6 LYl wdb gall pllaid Jo &
3 1. Yes m e 1 3
0 2. No a 38 2 0
3 3- Not Applicable Gy ¥ 3 3
If ‘No’, please specify your cormments: il Ly o8 Gla ) ST 1Y)
e. Ifthe staff were unaware of the answer to a b i alicad fopea Jige o LY e |30 il gt o8, ,I |Zn
particular query / queries, did they politely “ask TSl dal fHlBIN e 400 G e 35U Jab e URIVI el s
you to wait while they double-checked with the
system / a colleague”?
3 1. Yes [ pi 1 3
0 2. No | 38 2 0
3 Not Applicabie e Gulay ¥ 3
If ‘No’, please specify your comments: S sl 4 elay S 1)
9
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Overall was the staff well tnformed on Bank

MJummukuumthk..uE_,J .~.: .Ls._;. ‘l..e ds_.u

Dhofar's product and services? B o,
0 + Notat all informed D Ay te Sl e anl gl e )
¢ Well informed on at least a quarter / a .
Silacdl) g Slatiall n : g~
1 few of the products and services E I A o S ) e J’\},L:"' :3 ¢ 1
discussed
2 e  Wellinformed on at least half of the ] & Al Slaaally il el e Y e Hlay e 2
products and services discussed PRt
e Wellinformed on at least three- s -
Ciailall e AT gl plgh A BY e ulag
3 quarters or more of the products and | [} il e Sl &i HJL‘ . J’! :&M T * 3
services discussed i ?

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:

Pﬂ‘qid}hs)"SJQJUQ-#)“MV'U;.‘L;-\.N&-E_”# ~
"Oleaidly Chatially glatdl A el o " uhu&,.nmu,a, (2
«ih:..h.aqn

INT: LIST THE CODE FROM SECTION B.

l OPWAICPEPRE AR FIOND

0 * No knowledge at all D Suhayl e aly Y e 0
e Wellinformed on at least a quarter / a
Slaaally il | . P
1 few of the products and services O haadlly il e S ) 2o Ji? e “1:" * 1
. L‘.L..n!‘].l‘ P 4.:.;\
discussed
2 e Wellinformed on at least half of the X Al leaally Clamidl cheal e BV Ll alay e 5
products and services discussed atilie
¢  Wellinformed on at least three -
Chadall e A gl plg i D Y e e
3 quar:ters c?r more of the products and D 58 A Sl 3
services discussed
¢. Did the staff attempt to “cross-sell” other products Sladd g Slatial * ALaYE Al o Gl A faey il palt B3 4
and services? Toal
0 e Nocross selling at 2l | ALY e Al sl Adan: sy ol @ 0
1 e (Cross-selling after a lot of prompting E Sl e Rl Byl il Aeny B3 e 1
e Cross-selling after a little / some . . . .
= r i g Y1 gl Lglasy ! 2
2 prompting L] R A sl .
3 * Immediate cross-selling attempt El Sl e oY sl Aglan 3 e 3
d. Did the staff explain Why Bank Dhofar’s products

and

services possess a “Comparative advantage”

relative to competing banks?

AL L) S Ll Chadd g Shadia 1l 7 iy B gall B0 4
ZWCERIRE IR I PR EF PR SR

3

1. Yes

a1 3

0

2. No

O

2 0

if ‘No’, please specify your comments:

RN B e O P, TS
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e. Did the staff attempt to provide "complete
information” on Bank Dhofar’s products and
services, along with relevant literature?

Gladd y Siadle (& AL Sla glas” lilhae Y A goes ilB gl o 04

fAlall i) Slyish ae Uik oL

INT: LIST THE CODE FROM SECTICN B.

il om0 01 R B 2l

0 « Noinformation at a!l

B e Clgaay e 0

+ Infarmation provided on at least a

LT gt e e fa Y e oslac! e

1 quarter / a few of the products and Coaame e e e 1
| services discussed
2 s Infarmation provided on at least half Siatial AR Sl el edead (A1 g flaci e 2

of the products and services discussed

IR

il P: Jﬂ .;l'u_‘.:';ﬂ_,

» |nformation provided on at least three
3 quarters or mere of the products and
services discussed

O X OO

S gaall S S8 g pLTADS B e slae) 5
Lt &8 Al Slead g Ziatiadl; ddlaidl

3 e Not Applicable ETERTE S 3
f.  Information on relevant procedures, faluall 03 Angialt 44000 g Sl aliceall g oSl 2 Yl Adlade Sl yie

documentation and follow-up method?

INT: LIST THE CODE FROM SECTION B.

S ] g el GG o 1 ialy

0 ¢ Noinformation at all D oyl o Claglaay e 0
« infarmation provided on at least a ..
Alaid) o b ! |
1 quarter / a few of the products and Z u’h‘]]. .";. m;j?: Ji“}]‘ "’j:] ‘Lh;—b * 1
services discussed # T
2 « Infarmation provided on at least half D STl Al Tl Gl et sl B e clae) e 2
of the products and services discussed Wiillia 28 il ilaaddl
e Infarmation provided on at least three . - ;
Sl plaalt e isE g pLoT 200G B U |
3 quarters or more of the products and D sladl e S8 9) L S o ellec! 0 3

services discussed

LiBie o5 Al laaddl g il dilasall

3 e Not Applicable

R

[4 Did the staff attempt to acquire more customer
information so as to follow-up at the end of the visit?

dal O g Ty Ailnia ST Sle glae 480l A glany i palt o3 002
7ol A B Aty il

3 1. Yes

-~ 1 3

0 2, No

O|®

8 2. o]

If ‘No’, please specify your comments:

AT iy 8 sl N1
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7.1 Timeless

<hyd 7.1

a. Waiting time on entering the branch, before

b 03 sl (ulD gpal) pa Jalalll Sy g il Jgha i UELIYY 2d )
2 Aaidh adlpa o [ el laddh

|
{ dealing with the frontline staff:

INT: SPECIFY TIME IN MINUTES:

1L T4 EVOEL T I I C PR

1
0 e Over 15 minutes D T‘ s 15 e K . 0
;[ 1 e 5-10 minutes 0| 31210-5 e 1
|2 e 35 minutes X JE53 e 2
3 * Under 3 minutes D FR W . e 3

b. Did the customer feel like the queuing system
functioned properly?

s Sy Sy iaall B LI QU ol Gge 3t AS A

*  (Queuing system did not function at

to be fulfilled once reaching the counter:

0 " | Y e ey ¥ il i Y AR e 0
» Queuing system functioned, but it . ; . . . ..
) gmdl g : by il Lyt aldad o
1 worked with a few impediments O} e Skl LISy A I 1
¢ Queuing system functioned and it Jab Joly g U gpn Jaty iall b LDV S e
2 . : . O : 2
waorked quite easily and efficiently La2a
e Queuing system functianed and it Sty Aals A gy Jamy all B LY M) e
3 : : O ' : 3
worked very easily and efficiently
e Not applicable E GehLY e -
c. Time taken for the “purpose of the customer’s visit R T T T P T try Jal o M CB G o
:n I )

INT: SPECIFY TIME IN MINUTES:
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(If any):

H. Additional Comments on Visit 15 _tu 3l Adladad) AdlaY! Sila Thal) A

(Z2ag )

T J@gﬁ o emiq,whz.‘

abe u\_,r YY\u( Ceplkac r ntL.’y{\M jaﬂ_/fe—qﬂp—\;) g,\r

End of the Survey - Thank you very much....
s 1,82 — el ilgs

G. TOTL Branch Score

(Total unwelghted branch score, summing all sections):
i 'l'otalPohtsSwudinthls * f‘4a'~'TotalPolntsAllocatedl-a

ﬂb’

TiE W e B SRS pararmeter e

C Branch Presentation and Customer Facilities

D Greeting and Soft Skills of Staff

E Staff Capability, Knowledge and Cross-5elling

F Timeless

ST
)

o ntl 004 TOTALSCORE | .0 7 NSRRI AP ST
e T B e e ' T T - DERETE ol e .
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Jalall Aeacadall JAD) P gaper

-r-“g“h--! T ikl 3 g SN | el
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