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A. Details of Visit 340 Samals -
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Bank Muscat A i Sy
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1. Bank Visited
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Bank Schar D Jas Sy
Other Bank: oAl
2a. Branch Name W O{Q\C vl g il st 12 |
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3. Branch City P Lnd 3
4. Branch Region R r (w QM FARMY |
Day | Month | Year Adudi [ gl [ e il en B
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Opening a Savings E
or Current Account
Saving Scheme

Housing Loan
2.  General Enquiry relatingto a — oy A pea miig Blade Qe liiit 2
specific Product, Service Car Loan D g
and/or Facility Educational Loan iy | 1 G Qe 23 g} ] g ol JA) 1y
INT: SELECT AS RELEVANT AND/OR Aaadlt
SPECIFY DETAILS OF Credit Cards D it 2

PRODUCT/SERVICE Personal Loan

Double your Salary I:I

Offer
Youth & Student
Account D




pi 1 3
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: i. Specify: Casa |
ii. Specify time taken to find parking: 3 min. A i g Y a0 N e
4.3 EntﬂnutoBm o T e A - = L T L ¥
a. Was the Entrance Clean? BT laaall JAS Sa )
3 1. Yes 7% i1 3
0 2. No O 3 2 0
If ‘No’, specify “Why / Describe how” the S S heo g 13l aa i Cpe NS el S0
entrance was unclean: R -V R W |

b. Was the Entrance Convenient?

laalia Jadalh S b

1. Yes

a1

3

2. No

OR

38 2

0

T e D el L e T

If ‘No’, please specify “Why” the entrance was
inconvenient:

Lasbie Jaaadl S 3 I s ¢ NS el RS

S T S R T
Was the branch premises clean? il ¢ A e U8
3 1. Yes =l 13
0 2. No (M| M2 0

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

S S i gt AT daa Sllai e THET gl S
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a. Posters / Branding material present on doors walls
and windows?

' m\,.n_,vu.n.n .._.1,4\1|L,5s4.1_,u.....t..>t=;uu.d.u_,,d. j

"","'#ﬂ*f""" el A"

I L R TR

3 1. Yes E as 1 3
0 2. No ] X2 0
If ‘No’, please specify “additional comments”, S eigiial Claatiat s Sliad e ST adi A8 1D
if ary: 2y

b. Pamphlets, Leaflets and Brochures on display?

20 il y SlyBll e e a3 6 e

a. Were employees present at over 90% of the branch

3 1. Yes E a1 3
0 2. No D 38 2 0
If ‘No’, please specify “additional comments”, | cMaial Cildaa iy aaa Slak e MUSY L pall S
if any: Aoy
c. Branding material up-to-date? filaa Ay adll Siladall 3l ga 06 S
3 1. Yes E pad 3
0 2. No O 22| o
If ‘No’, please specify “additionai comments”, Gl Magilial Cilha " daa Sl MUY il gall K0
if any: Salay

c-i\.s péOSa #as £ AN B g2 (0 %90 O 581 a3 gy ki

desks and counters? Chasi!
3 1. Yes X 1| 3
0 2. No | w 2| o
If ‘No’, please specify “additional comments”, i el Slaaa" saa Mlas e SN il galdl S0
if any: SCaay

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

St e el (g 5 (kD gal) pdiea f S U8 A oo

3 1. Yes

pa3 1 3

0 2. Nao

O]

s 2 C

If ‘No’, please specify “additional comments”,
if any:

O Al Shdaa e daa dllial e ST yadt S 1
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c. Were all/almost the entire staff wearing name
badges?

Elanly S LS gpasy Gl galt pBma [ JS S b D

3 1. Yes

and 1 3

0 2. No

a8 2 0

If ‘No’, please specify “the approximate
number of staff not wearing name badges:

Tl i Al A b e Sl o Syl S 138
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a. Was the area surrounding the ATM and CDM Ceads g wiyfd 4-“-3‘ gy qN‘ '-lb-ﬂl‘ °J‘-“ Baadl Stall S Ja
machines c/lean and presentable? ? Bl

3 1. Yes Kl 1] 3
Q 2. No D g 2 o
If 'No’, please specify “Why / Describe how the S S ea g S aaa llad e MUET el K1
area was unclean: R TV R N

b. Were the ATM and COM machines functioning?

Sl gakill BNy N i peall 3] S A

3 1. Yes

a1 3

1] 2. No

O

s 2 0

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

el A 8T 0 20" e Sllad e ST el AS )

Gl geall G gl dun ) Jaad Y galll gV Y Gl peall
j{\;.ﬁﬂ\&bﬁﬂ F "Hl

€. Was there sufficient cooling in the ATM/CDM area?

CATM/CDM dihaia b s Gyl o) 21,480 S8 b

3 1. Yes E a3 1 3

0 |z No O M2 g

3 | 3. Notapplicable 0 Slu¥ 30 4
If ‘No’, please specify “the time at which at A Jaay o gl Syl ane Alliai e ST el IS
which the cooling was not functioning o Kl sl

Was the branch alr-condltlonmg fully functuonal
and sufficient?

?J g il gt St s

3 1. Yes K 1] 3
0 2. No | 2| o
If ‘No’, please specify “Additional camments / [l idaa " daa dllad e "UST b gadl A8 I
Describe how it was insufficient: S U5 al AS syl

b. Did the branch possess sufficient lighting?

TGRS 5yl £ A iy o

3 1. Yes K 4| 3
o | 2. No O 22| o
¢ If ‘No’, please specify “Additional comments / Fadl Cllaatia ana Lad S FUST el S 1A
l Describe how it was insufficient: RS K A S iyl
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c. Did the customer have sufficient waiting space / T sialt 36 lia Ja kS 308§ UBITH A8 daliia Jpaall 1S 4 0
seating area?
3 1. Yes & w13
0 2. No 0 ¥2| 0
If ‘No’, please specify “Additional cornments / sl Cliadia e Sl “"\S}S ‘—'L’j ”S 1;]:
Describe how it was insufficient: EE 0% i e
d. Did the customer find it easy to follow the signage . - N .
o i . RS . Al g £ Al Ja13 AS g gall SIS AL gy Ay OF Cage i B UGl O
within the interiors of the branch, indicating different 'S ¢ ; e : o
' e beall Ctaiy fLOEall) Gk D CaBda ) Ak S
counters/ work stations? el flaly (lsall) g ol 325
3 1, Yes E 13
0 2 No O vy2| o
If‘NO', pleaSE SpECifV “Additional COmmentS/ . i ,rl.ﬂL.an S e e g |J;.“ S 1
Describe how it was insufficient: Fy = e u; d&:_us
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5.1 Greeting of Customer

+

s DRy e il 5.1

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

S Al N adpis g8 AR audall Ll b adlifcua S a0 O

« Nogreeting / acknowledgement

S s Y e

; Greeted within 10 minutes of entering

-1

Lasl 53 e 3 10 JM& cua D e

| »  Greeted within 5 minutes of entering

Laxll Jda e W5 DG 3 e

4]
1 [
2
3

[ .

‘ tmmediately greeted on entering

ROO0

. N . -t
wan _ahl g 4w

0
1
2
3

b. Did the staff either / or:

Al gaaly cil palt o8 GA o

a. Ask for the customer’'s name?

LATPVL VR L, B

b. Greet the customer by name?

'4.4.‘\)5_!\;\_.‘,_}5‘-_\4_:;)_'

*  Yes, the customer was greeted by name /

lel}L/w|)SJ¢4Mu_¢aﬂ\‘Jﬂ.fu ]

3 asked for his / her name D ! geans! 3
0 s No, the customer was not greeted by E PN S NI P DI < Iy S OV PNV [PLTIPU IS L 0
name / asked for his or her name Lgaaal g
T o L P I v TR SV R L -] z
c. Did the staff ask, “How can | help you today?” - 3 e s "’: ‘JL‘S I:}:J:
and Probe the purpose of the customer’s visit? ’ >
3 1. Yes, the staff did this X Sy iyl 25 8 s 1 3
0 2. No, staff did not do this O Ay iyl ady o) 35 2 0

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

gTalialfalial e sly ALl §geddl

JJB.}LG\“JJI =

1. Yes, he /she was redirected on the

Taldalfadalial (3 1 o3 30le! 25 Al 4l
3 basis of his / her needs D b/ Ralial ({4 i iale! 5 i 1 3
2. (OR) The first staff member
e ._,a.uJ - d.l.m “;.‘J'I u,')” "l e (J|) 2
3 e.n‘countereu probod the nature of D Baels foaeluy -_,L,l_‘,n . 3
visit and assister him / her
o 3. Nog, he /she was not redirected on LT ial/adaldal Ll 4 gl dlel 55 o O3S 3 0

the basis of his / her needs

a. Were the staff courteous on the customer maklng
his / her enquiry?

, |l ; o 'J‘ G.ﬂ ty &‘,‘I ‘h' CoaRMe

0 *  No, the staff were not at all courteous D SO e dd dBpall S8 Al S e 0
* Yes, the staff were quite / reasonably . . ] .
1 ! 4] AR Gl yah VEN I
courteous E B lghe A8y idpll oS pe 0 1
2 *  Yes, the staff were courteous D Sl alagalt S W e @ 2
3 s Yes, the staff were very courteous D QB0 wad il gt S A cani @ 3
b. Did the staff demonstrate “active listening” on Cpalt Jlasdloa¥ AR plial™ LB gall 4Bl Jb

customer enquiry?

* No, the staff did not demonstrate

"Jﬁl Li-d1 uir: 1 B 535
0 active listening D ki el * 0
*  Yes, the staff listened quite / . o . e . )
1 ’ \ (Y a3y hy Cib gall baal ¢ aal
reasonably actively E G o Al LB gl hea g @ 1
2 ¢ Yes, the staff listened actively D Ll il all ot 38 caei 2
3 *  Yes, the staff listened very actively D Ayl D A% il pall hest 1 cani @ 3




Did the staff appear confident? Phoai Sya By 51 e i gall g5 A

el Ga Bl Al e s gt el Al 3K

*  No, the staff did not appear confident

* Yes, the staff appeared quite /

e O s G By ) e gt gl caa e
reascnably confident

*  Yes, the staff appeared confident ki g By Al o algadl el aei

00t |0

®  Yes, the staff appeared very confident ddii e Ll Bty adl o il pall g cani @

d. X List the names of staff interacted e Ll (il o gt plad S 2
with:

e  Mr./Ms, Om Ut %’fr(\aﬁi& 1 Al oalillf sl -

e Mr./Ms. ~ 2 FUT TR

«  Mr /Ms. 3 Loy bslll e

e  Mr. /Ms, 4 Lol faldll -




6.1 Staff Capability

Collhgdi 58

6.1

Did the staff frequently probe the nature of the
customer's needs?

,Jsudsmbyﬁmhummgmmvuuhﬂw&\

3 1. Yes D a1 3
0 |2 No K % 2 0
If ‘No’, please specify your comments: _‘ ) S Pim g pla, ST
W0 Mg preaand v C(wio LoV
J \
b. Did the staff actively attempt to anticipate £ lpdgial (Fuias A A glay ol pul) ol G4 o
customer needs? J)
3 1. Yes E a1 3
0 2. No O % 2 0
If ‘No’, please specify your comments: ol Ly W8 Bl ST 1Y
c. Were the staff able to cater to the needs of the da) 530 s il 390 (e g Slalitial Al odlh palt £ Ukl 4
customer without seeking the help of a colleague? . Tallajl
3 1. Yes nal 1 3
0 2. No O % 2 0
If ‘No’, please specify your comments: R rlaads A8 bl ) IS" 03
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
questions posed? fa p okl ALY alhes IS 00 AaY) il pall gl Ja 2
3 1 Yes B pai 1 3
0 2. No O ¥ 2 0
3 3- Not Applicable Gulay ¥ .3 3
If ‘No’, please specify your comments: S Loy o8 Bl S
e. If the staff were unaware of the answer to a Ob A Al fogme Sl o AlaYt o 188 Gil gl 0% W10 1
particular query / queries, did they politely “ask e dal SR e 005 e AN Jal G SURINIT Cules, S Gtk
you to wait while they double-checked with the
system / a colleague”?
3 1. Yes D e 1 3
0 2. No [ 3 2 0
3 Not Applicable ;.Q Galaiy ¥ 3
If ‘No’, please specify your comments: R plinds 8 el ST 1Y
9
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a. Overall was the staﬁ well mformed on Bank ' Dlasd y utyu-w e e c-.-\-_,h.n uﬁ_pl'u ‘;.:! ,_Ls J,A .,ls Js.‘.a y
Dhofar's product and services? e ik oty
0 ¢ Notatall informed O Y Lk cljeaad e e | O
e Wellinformed on at least a quarter / a
Sraaali _la.u.aﬂ | {
1 few of the products and services O ? ol ‘F&h‘l‘ ::'; * 1
discussed
2 » Wellinformed on at least half of the D | JLAVEPS PRLIL IV -G RPN 2
products and services discussed e 9
e Wellinformed on at least three- . -
Laiialt e 361 gf gl 5 BYY e ooy o
3 quarters or more of the products and E i 455‘ ety 3
services discussed
b. List the details of the “main purpose of your visit” pdll A g 52 LaS) "B 50 s ol g Alaia 4aiy é..: 32 &b
(as per SECTION B); rate the staff on the level of "leadll y Slalially Hadall A aadl s g™ 6 O palt il f"..! e
“product / service knowledge” in this area: R P T |

& ekl (om0 ;8 1l
INT: LIST THE CODE FROM SECTION B.

0 s  No knowledge at all E] ALY e sy Y e o
¢ Wellinformed on at least a quarter [ a .
Calaaddl g Cilatiall - ] e i
1 few of the products and services O 3 aial o B fiy e = "h. ?l._" * 1
. l.‘,.au!’\_u re _-'.l.“
discussed
2 ¢ Wellinformed on at least half of the ] & A Sieeall y Sl cial e SV o A 5
products and services discussed \iedlie
* Wellinformed on at least three - .
Slatiall e JAE) 4 sl A 4
3 quarters or more of the products and E el e SO S gl 205 Jﬁ - ,1._1 * 3
. . Lfiiillie o5 Jﬂl Shaaddl
services discussed
¢. Did the staff attempt to “cross-sell” other products Cilasd g Slatlal ™ ALEY) Al o WLl Al glaes ciB gall B8 G4 S
and services? LB Y
0 * No cross selling at all D by o Syl anll Gl iy ol @ 0
1 e Cross-selling after a lot of prompting E Sl Bl e Al g EeaY) el Glaey 8 e 1
*  Cross-selling after a little / some . , . .
251 _dieay! N ey Y1 aglt Aglaay Bl 2
2 prompting O = N O Sy Sl ali Glaay 5 e
3 ¢ Immediate cross-selling attempt D sl e oYl Al Ugaa 3 e 3
d. Didthe s.taff explain w:w Bank Dr!ofafs products AL Ll B ol s g i 130 £ ok il gl o JA
and services posse_ssa Comparative advantage il & i gn & e g
relative to competing banks?
3 1. Yes 24 JREEY 3
0 2. No O X 2 0
If ‘No’, please specify your comments: i i o la ) IS 1
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Did the staff attempt to provide “complete
infarmation” on Bank Dhofar's products and
services, alang with relevant literature?

Chadd p Dhadia 5 MU S glaa™ lithe Y 4 oy il galt ok JA T
Tilall bl LA g Jlik dy

INT: LIST THE CODE FROM SECTION B.

G ) G a0 4G 8B il

0 { * Noinformation at all D AULY o Slapeaay e 0
i * Information provided on at least a PN - e wi, v s
A S glea e LR WL e i
1 ! quarter / a few of the products and D ":_}:‘J*L {&::;_, JL a:-.d:'. ¢ 1
: services discussed . I
2 ' e Information provided on at least half u Sl A D plaall wdead (A R szt e 2
of the products and services discussed i O A Tiacdll
e Information provided on at least three . - - : .
= | e 281 gl £l A0 B e clar
3 quarters or more of the products and E uu,la..: ﬁfs '.’.1 & s 4 j‘f": ‘;1 * 3
Lq—l--d! g ihalal el alxial
services discussed I == i
3 +  Not Applicable TN 3
f.  Information on relevant pracedures, falall 13 dagllall A0y Bl g oSle) e Yl dilads Gl glae 7
documentation and follow-up method?
INT: LIST THE CODE FROM SECTION B. Skl o ) AU a3 sialy
0 * Noinformation at all D Gy e Slapne e 0
» Information provided on at least a -
il Slaplaad! e R faa) BV e bl o
1 quarter / a few of the products and D ez e et . 1
i I aaall g Cilatially
services discussed e T
2 * Information provided on at least half D Slatidly ddlaiall Cila gleall vhead B o clac! e 2
of the products and services discussed LBl o5 LT Dilaaally
R ety Pl IR O P
el a0 AN bl y Silamidl ddlatal
services discussed ¢ 3= '
3 « Not Applicable kY e
g Did the staff attempt to acquire more customer Sab Da (g T dllade ST il gles A8l & glaey il gl S0 A F

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

%30 A Al S

3 1. Yes

a1 3

0 2. No

B0

as 2 0

If ‘No’, please specify your comments:
10
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7.1 Timeless

+

- 7.1

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

8 Coisn 301 kB gl g alaill G s g AD Jgia 2 OB iy

D Asl) b ga o [ alal i)

INT: SPECIFY TIME IN MINUTES:

b —

L E LT QUL FUTE G LENE

I
.0 s Over 15 minutes 3 Wi 15 e 20 . ’ 0
L1 e 510 minutes | 105 1
I 2 *  3-5minutes D S 5-3 e 2
3 e  Under 3 minutes E S 2O e B e 3

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

rana JLhy ey cieall 3 U AU Ol a3 e A

Queuing system did not function at

0 " O DY e ey Y el L3 Y i e 0
1 s Queuing system functioned, but it D PRI il ety il i DY S ) e 1
waorked with a few impediments < PE Ry o v SRR S
2 »  Queuing system functioned and it = ad (S5 g AL gy bty il 3 BEY) QG ) e 2
worked quite easily and efficiently L s
3 » Queuing system functioned and it n JSl g Al AL sy Sy ial) G ETY PG ) e 3
worked very easily and efficiently Jud

* Notapplicable O Gubaiy Y e -

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

D gn 1t G 3 ) 6 Ak Al Ja] G BN S

g 1l

INT: SPECIFY TIME IN MINUTES:
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H.

Additional Comments on Visit

{If any):

154 Hh Aleladl AdlaY! Sl Sia) 4
(A 1)

s

End of the Survey - Thank you very much....
9 LSS — Gt s

TOTAL Branch Score
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(Total unweighted branch score, summing all sections):

.\\ :.' '«\J'

PamuhrUnderEnhlaﬂon

A i |

. Total Points Scored in this . -,  Total Points Allocated /

T

LR P T T

Branch Presentation and Customer Facilities

Greeting and Soft Skills of Staff

Staff Capability, Knowledge and Cross-Selling

Timeless

L - o SMoer s, e ) - B - N N LR
P "l B ' ,TOTALSCO“E L wry T T S M
. et A SRk AR e a T

& Al Bl £ e

. Jeal) fuaad o WD B gape
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o g o3 g JalaN

ey

Q8 il Sl iy £ AN ppall =
Ol gald b g y g 20 &

A it Aglee g 4l y il gl 338
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