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2. General Enquiry relating to a
specific Product, Service
and/ar Facility

INT: SELECT AS RELEVANT AND/OR
SPECIFY DETAILS OF
PRODUCT/SERVICE
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Savmg Scheme
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4.3 Was Customer Parking instantly avallable for the
Mystery Shopper? :

200 0§ g llign A puiad g 0 41T

3|1 Yes d i 1 3
| ! ~NS
;L 2. No ] ~ ‘ m .2
1. Specify: - ~ g A 1
i pecify , «.gtp‘:&\’ij a2a i
ii. Specify time taken to find parking: L‘ min, Gk B e Sl a0 B aa
4.2 Entrance to Bullding gwgﬂMAi_z
a. Was the Entrance Clean? ST A aadh 48 )
3 1. Yes m ari 1 3
0 2 Na O %2 0
If ‘No’, specify “Why / Describe how” the SIS S gl 15" daa Sllad e MUE el IS
entrance was unclean: riaday gl Jaaadl

b. Was the Entrance Convenient?

llie JA2al (AS Ja

3 1. Yes

a1 3

0Ky

¢ 2. No

38 2 0

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

ECheniidat PYINENGS
Was the branch premises clean?

T Jaadl 6 2" aa ¢ ST ol yall S

3 1. Yes 3|
O

o 2. No

If ‘No’, please specify “Why / Describe how”
the premises was unclean:
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AR5 Branding Material 1"
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a. Posters / Branding material present on doors, walls
and windows?

71 41 ul_,.\.-...m .ul,m u-‘ i e / Cliacle 3349 JA L)

3 1. Yes l E PELRR 3
0 2. No O w2 o0
If ‘No’, please specify “additional comments”, Mgl Sllaa e sda 2lal e o"3E" i gadl IS
if any: iy
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a. Were employees present at over 90% of the branch

b. Pamphlets, Leaflets and Brochures on display? ST AT PRGN TS T
3 1. Yes & 1] 3
0 2. No O 2l 0
If 'No’, please specify “additional comments”, OV madilal Ciaa ke taa el e EY el RSN
if any: day
C. Branding material up-to-date? falpan &y jladh ciladall Siga b
3 1. Yes %| pi1 |3
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If ‘'No’, please specify “additional comments”, o el Ciliaa St saa Al e NS ol yadl IS0
if any: Ty
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desks and counters? pZPEEN]
3 1. Yes iz 1| 3
0 2. No | w2 0
If 'No’, please specify “additional comments”, O bl Slaa it daa Aliah e JSOUE" ladl S 1
if any: RSt
b. Were all / almost all of the staff neatly and

professionally dressed?
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if ‘No’, please specify “additional comments”, el = - =l ‘im
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if any:

¢. Were all/almost the entire staff wearing name
badges?
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3 1. Yes

pxd 1 3

Q 2. No
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If ‘No’, please specify “the approximate
u@ber ofstaffpot wearing name badges:
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a. Was the area surrounding the ATM and COM

v .#,.‘,_L. ‘ - v ‘_,_ L 48

s g i 300 £139) g N1 i) peal) 3 gl Smpal LS S O

machines clean and presentable? ? bl
3 1. Yes [g\ ani 1 3
0o 2. No O 22| o0

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

TS " AS ay AL cam dlmt e UK el

Al e Si&ald

b. Were the ATM and CDM machines functioning?

TS g2 FILYT g Y et 5 gl iS4 g

3 1. Yes

a1 3

0 2. No

O
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If ‘No’, please specify “the time at which at
which the ATM / CDM were not functioning
{and specify which machine, ATM ar COM):
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S A e el e IS e S 1
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c. Was there sufficient cooling in the ATM/CDM area?

TATM/CDM dhis J 4 e g1 300 S A

a. Wasthe branch alr-condmonmg fully functnonal
and sufficient?

3 |1 Yes O 1] 3

0o |2 No O 12| g

3 3, Not applicable | k¥ 3| ,
If ‘No’, please specify “the time at which at a8 ez al g3 " sas il e MUET il gadl S
which the cooling was not functioning Lo KA Cag

ey S o ) S 38 O

3 1. Yes

L 3

0 2. No

O/
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If ‘No’, please specify “Additional comments /
Describe how it was insufficient:

JAla) Cilaadle” tia Slad e SUST gt SIS 13
RS S o S e !

b. Did the branch possess sufficient lighting?

GBS Gplaly £ il 5 Ja

3 1. Yes

a1 3

0] 2. No

OX
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If ‘No’, please specify “Additional comments /
Describe how it was insufficient:
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¢. Did the customer have sufficient waiting space /
seating area?

Fouslall 2ol e S 2 f URCDID A dalius Jaall S 8 S

3 1. Yes

a1 3

0 2. No

O

a8 2 0

If ‘No’, please specify “Additional comments /
Describe how it was insufficient:

Mt Cila " e Sod e OIS el IS 1A
IS G A S ey

d. Did the customer find it easy to follow the signage
within the interiors of the branch, indicating differant
counters/ work stations?

A3 Bl JR12 A gadn galt TN &S gy o3y ST a3 PIRG4S

A PTLETAIUPY (-0 ) ETIPAPT A vt W [

3 1 Yes

1|3

0 2. No

O
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If ‘No’, please specify “Additional camments /
Describe how it was insufficient:
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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?

TE A M AL 1 D Fgial) e d AL S N

0 l e Nogreeting / acknowledgement E a5 e I 0
| 1 ' « Greeted within 10 minutes of entering D I Joandl Cyac G BRI 10 A a1 e Tl 1
| 2 e Greeted within 5 minutes of antering |:| i cranlt Lgdd e TR JUA e I e : 2
3 i ¢ Immediately greeted on entering | D l IPR TR ey ) | 3

b. Did the staff either / ar:

e (g2aly wilh pall B0 6

a. Askfor the customer’'s name?

J.un.“‘._.l e JL.. .]

b. Greet the customer by name?

?AM‘)S;\EMH_&J.Q

e Yes, the customer was greeted by name /

J!udu;:.uL/u..l_)&i:‘_bn.L_.g;Jﬂ?Sﬁc?d [}

3 asked for his / her name D (PO 3
0 ®  No, the customer was ngt greeted by E SIS WA Y R VW RS < RS PP FINITERS L TV IS, S 0
narne / asked for his or her name Ll 4

T W L VY = DN DI T - AN T K

€. Did the staff ask, “How can | help you today?” & 3 s ":l "'Ls ,f; ;
and Probe the purpose of the customer’s visit? -
3 1. Yes, the staff did this S5 Gl gall o8 38 (e 1 3
Q 2. No, staff did not do this PRI P P -TI I L Q

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

alialfdlalial | de sl il G edadl dga g Balel 35 Jb

1. Yes, he /she was redirected on the

3 basis of his / her needs

Ylaldal/adatial 0 (3) Jrealt 402 45 Saled 5 2l i g 3

2. (OR] The first staff member

5 ol 4y g3 Syt Cala gall i (1) 2

the basm of his / her needs

R C AL . TLL

a. Were the staff courteous on the customer makmg

O] 0\ O

3 e.nlcounterec:l probed the nature of Gl frae g 8 4 5l dad 3
visit and assister him / her
0 3. No, he / she was not redirected on VERER RN PR TrAPT ‘,3 36 3 0

Lo g T oA AL
s“ i'r. A Y

. I -t L. Sf{‘p. )
"J,.dhxl.a..wu: .Jm\duduus,u\,_ua l

BTN

custemer enguiry?

his / her enquiry?
0] *  No, the staff were not at all courteous D S o 3l vdByadl 5l e 0
1 . :zz,r::zj;aff were quite / reasonably D Sy f ke Ay il L e @ 1
2 s Yes, the staff were courteous m G eyt S s e 2
3 * Yes, the staff were very courteous (| DL 303 G gl S Gl aad e 3
b. Did the staff demonstrate “active listening” on Tlpamd! laalind " it plieal” il pall o) A

*  No, the staff did not demonstrate

| glial i pall SIS
0 active listening O i s ! A * 0
*  Yes, the staff listened quite / : . . - . e o .
| [ LLB 1 \ .'Ll! .
! reasonably actively E! e [l By Bl et 1
2 *  Yes, the staff listened actively m Lataot b gall el 3Tl pai @ 2
3 e Yes, the staff listened very actively D igta W e o8 i galt JF = RO 3




c.

Did the staff appear confident?

JE——

Taall Cpe Bl 41 e B gl 4 A S

No, the staff did not appear confident

doakl S By ASH e il gl i Wl WS

Yes, the staff appeared quite /
reasonably confident

e 1S3 Al G Pl e b gl el el

Yes, the staff appeared confident

ki e (g Al o il gl el el

Yes, the staff appeared very confident

[Bxolo

i e Ll By Al e i padl s opa

d,.th List the names of staff interacted e atal il Cylh gt e SH !
witn: —_
o Mr/Ms g male (ol e NEnaa FIRETSTERAPI RN
Mr. / Ms. 2 J Loilfledl e
*  Mr./Ms, 3 Ll atdl .
s Mr./Ms. 4 Aail/laull e
8




6.1 Staff Capability

Sl galt 353

6.1

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

T 0 KB g Chabiial Ak o8 kil iByall 4 A

3 1. Yes

a1

0 2. No

ON

82

If ‘“No’, ptease specify your comments:

LT iy g8 e ST I

b. Did the staff actively attempt to anticipate
customer needs?

Tl Shalial Fba Allad A jlaey ik ol 43 JA

3 1. Yes m and 1 3
0 2. No O %2 0
If 'No’, please specify your comments: il ) rlads o8 Slay HS™ 1Y
¢.  Were the staff abie to cater to the needs of the 2 30 b b G0 e Gl Slaital G0 LB gl platal A S
customer without seeking the help of a colleague? i PR
3 1. Yes E ani 1 | 3
0 2. No | 52 0
If 'No’, please specify your comments: Wl mlady B il ) NS
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 ) o )
questions posed? Taa g hall ALiu¥! s f3S (6 Agla¥) LB gall plalal Ja &
3 1. Yes K axi 1 3
0 2. Neo O % 2 0
3 3- Not Applicable Gy ¥ .3 3
If ‘No’, please specify your comments: i ey af el U USY 1D

e. If the staff were unaware of the answerto a
particular query / queries, did they politely “ask
you to wait while they double-checked with the
system [ a colleague”?

b D i [ogma Jipa gl Y1 o 15308 aB pal) 0% o 13 ¢
a3l 2l faB e A0 5 e 280N Jab e JURINIM Cyigl dlia th

3 1. Yes O a1 3
0 2. No O U 2 0
3 Not Applicable X Gulaiy ¥ 3

If ‘No’, please specify your comments:

T 7 A e, 1




(as per SECTION B); rate the staff on the level of
“product / service knowledge” in this area:

ORI W05 PR, AR ex T T iR Ko TV,
e g s e e S e
a. Overall was the staff well- mformed on Bank oladd ¢ Dladieg dilale Adena Sl plas ‘-‘-"J--“ d-ﬂ uu A ~,-L= d!-'-l 1
Dhofar's product and services? ? b Ly
0 e Notat all informed O 3MEY Ll Slgleand ud e 0
e Well informed on at least a quarter / a . .
. Sleaadl y Ziatidl e BN fags e 3YY A
1 few of the products and services O 2 o ol /e T ,,._... * 1
discussed
5 s Well informed on at least half of the E £ A Dianally Slatil dal e 3V e ale e 2
products and services discussed a8l
* Well informed on at least three- . vei T '
Ziadal e A8 g gl b ADG Y e day e
3 quarters c?r more of the products and D Liiie a3 0 Slasdl 3
services discussed
b. List the details of the “main purpose of your visit” preall (8 15 e LaS) "3l (g N) g s &Y A9 a3

"‘L.J.;JJHMLM‘Q#I X e u.bwlhﬂlhu.l.u‘ﬂ_’ (u
MOM"!

INT: LIST THE CODE FROM SECTION B.

& el a0 Sy o3

0 * No knowledge at all I:I Byt e ay ¥ e 0
» Wellinformed on at least a quarter / a - . .
ezl y Sladial | e Ji
1 few of the products and services D = 1 o i et e J..Lf; :1:; * 1
discussed
2 *  Wellinformed on at least half of the m A A adhy Ciatidl cheal 5o FW e day e 2
products and services discussed e
s  Well informed gn at least three . -
Shadiadl e 881 ) ply i A B
3 quarters or more of the products and D = o E] ‘--‘Jil‘ - :j ‘;’k] ‘A”n ° 3
services discussed ¢ ?

c. Did the staff attempt to “cross-sell” other products Glod y Slatial ' ALaY) Al o aLA Al gla ey i gall B0 8 L
and services? T Al
0 e Nocross selling at all O Ayl e Al Lleay gl » 0
1 e  Cross-selling after a lot of prompting | [] b JUhelia) (e sl ey ALY all Lleay 03 @ 1
& Cross-selling after a little / some . . oL . .
2 251 et by Al el leas Ll 2
prompting g = G Ay oY aad W3 .
3 *  Immediate cross-selling attempt D sl e Lo aull ljan 3 e 3
d. Didthe s_taff explain W‘I"ly Bank DI'!ofar’s produc:s RN Ll Ui oLy Choasi g Slplia 15k 7y il gl 50 1 &
and services possess a “Comparative advantage i) & i) o 26 ke g
relative to competing banks?
3 1. Yes E a1 3
0 2. No O X 2 0

If ‘No’, please specify your comments:

2l ) gl a8 Sla IS 1
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Did the staff attempt to provide “complete
information” on Bank Dhofar's products and
services, along with relevant literature?

Clatd g Claie S5 "AalS Sia e Wil Y L glavay i gl o3 Ja 2
faluall 013 CARIS ae Uib JL

INT: LIST THE CODE FROM SECTION B.

S gl Gpa e 4GS pd lialy

o + Noinformation at all E D e P L) DRV P 0
» Information provided on at least a | C
Aiarall Sl daall e LR .34 Ul
1 quarter / a few of the products and ! E J":'_;‘ ‘-"'r" f&:bu“‘ q-“- °-ﬂ: . 1
services discussed ; i J
2 e Information provided on at least half = STl Al i yleat cieal Y1 L6 dlac! 2
of the products and services discussed e of Al Zhesa™
s Information provided on at least three . .- .
la glaall e JASE g pla i ANE B e pllae!
3 quarters or more of the products and D _,l.... ,?::}s;]' i,“) 4:‘:)\..:;‘2{;;@:.“ * 3
services discussed y = 3T
3 e Not Applicable Sk Y e 3
f.  Information on relevant procedures, Tilal) SN Al 45000y Sl ATl g 2 Sle Yl Ahiaie Cila glas £
documentation and follow-up method?
INT: LIST THE CODE FROM SECTION B. S ]y gl ANISy B tialy
0 ¢ Noinformation at all D LY e Slegiaay e 0
s Information provided on at least a .
Glall e plaall e BGB0 faa; BY! Je slac! e
1 quar:ter / la few of the products and D L Al sl hadial 1
services discussed
N s Infarmation provided on at least half E Sladiady Al Gl gleall vdead WY o sloe! e 2
of the products and services discussed [P LI BLFDETS
; s Information prowdef(i:n atc::ast thrs;-’e D Sl sinll 3 S5 g gl D8 1 e ole) o ,
quar_ters qr maore of the products an e 2 sl y hpad; i)
services discussed
3 *  Not Applicable Glas Y e
E- Did the staff attempt to acquire more customer Jab e e Tl dllnia ST Sie glae A el 43 plaay Li palt a8 8 ¥
information so as to follow-up at the end of the visit? $a L5 Adgd A Al Al
3 1. Yes O a1 3
0 2. No X w2, 0
If ‘No’, please gpecify your comments: Ll iy g8 ala ST 1Y
> el W\A{ o s
1




7.1 Timeless
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e 7.1

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

o e pal) (il pall A Jaladlt by f AT Jghs Ao BRI iy )
TAaadl) ablga o/ alai dadll

INT: SPECIFY TIME IN MINUTES:

TR e B g Saa dialy

l
0 *  QOver 15 minutes O i WA 1S e X e 0
1 s 5-10 minutes D i A 10-5 . 1
2 e 3:5minutes B Fhs3 e | 2
3 «  Under 3 minutes D S MW e B e 3

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

TR0 Sl Sy el A I GBS 0l g et A e

to be fulfilled once reaching the counter:

. ueuing system did not function at
0 aQII e 3¥ O G e Gamg ¥ caall i LY e ) e 0
e« Queuing system functioned, but it 3 . Do
1 L] - | '
1 worked with a few impediments D ol 3 g 08y Jony P e 1
5 ¢ Queuing system functioned and it 0 Jad (80 g AL gy Jay il Y1 0 e
worked guite easily and efficiently Losa 2
3 e Cueuing system functioned and it O S0 g Al Al s Sty il 3 LTV Gl e
worked very easily and efficiently Jud 3
s Not applicable E Sy e -
¢. Time taken for the “purpose of the customer’s visit A8 g ) g oll 33 0 300 B, b At Jal G B S S
:Il A it

INT: SPECIFY TIME IN MINUTES:

1 a2 gl saa Ay
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H. Additional Comments on Visit 1l Ty Adlaiadl ALY Gl TRl 2
(If any): (o )
P

End of the Survey - Thank you very much....
M e 183 — St g

G. _ TOTAL Branch Score
(Total unwelghted branch score, summing all sectlons)

R ol p RN & Total PolmsSoomlintHs - Total Points Allocated /.
: s‘e_‘_cti . ' '_ auutei ot > Area: " Parameter
C Branch Presentation and Customer Facilities
D Greeting and Soft Skills of Staff
E Staff Capability, Knowledge and Cross-Selling
F Timeless

 TOTALSCORE
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