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Bank Sohar I:] e Ay
Other Bank: Al dly
2a. Branch Name HL’LlooJ_ g il at 12
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General Enquiry relating to a
specific Product, Service
and/ar Facility

INT: SELECT AS RELEVANT AND/OR
SPECIFY DETAILS OF
PRODUCT/SERVICE

Double your Salary
Offer

Youth & Student
Account
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4.1 Was Customer Parking instantly avallable for the

23000 6 5 tgne g IAD Fouiiall g b 4.1

Mystery Shopper?

3 Pl Yes

=1

I pei 1

3

2.

No | &
T KB e Pk o e Tk

i. Specify time taken to find parking: §__min,

' G —aipa sag¥ o 2y e o
|
4.2 Entrance to Building iall N Jeih 4.2
a. Wasthe Entrance Clean? SLET Jhaalt S8 b
3 1. Yes m pui 1 3
0 2 No O 32 0
If ‘No’, specify “Why / Describe how” the SIS s gl O aaa Sliad e ST el RS 1D
entrance was unclean: QU PR
b. Was the Entrance Convenient? fliie Jhaalt S8
3 1. Yes E PEVER 3
0 2. No d 22| 0

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

SRR,

Was the branch premlses clean?

alia b 585 a0 MLl a0 MOEY el A 13

§ IR T T Y _3"""“

M?‘L

3 1. Yes

a1

0 2. No

A8 2

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

SIS s g O daa Sl e TSN el IS 1Y
Ak e gl
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F&. ~ Brandng Matarial 7 oy vr s

R G L N R R R R R AR AR |

a. Posters / Branding material present on doors, walls
and windows?

T il g () ol ] 2 g5 et | hinale 333y A |

3 1. Yes E ans 1 3
0 2. No 3 22| o
If ‘No’, please specify “additional camments”, RLERCETUEA NS S G, R CPRI| FEST ST, N I B S K
if any: RuitCN

e

b. Pamphiets, Leaflets and Brochures on display?

) A0y Y e e T A

; 'Wv: ey

R -u-l-"‘i

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

3 1 Yes % 1] 3
0 2. No O w2/ 0
If ‘No’, please specify “additional comments”, Rl Claa e san olliab e TS el SIS0
if any: iy
c. Branding material up-to-date? falpan dy jladl cilaal) ol ga b S
3 1. Yes E a1 3
0 2. No 0 w2 o0
If ‘No’, please specify "additional comments”, Ol Rl e aaa Sl e UUST L padl SIS
if any: ey

Tailgey peiiSe sl g,«n 1B 32 (0 %90 e 5 a1 sis ¢ S

desks and counters? faaaill
3 1. Yes l:l ped 1 3
0 2. No %} x2| 0

If ‘No’, please specify “additional comments”,

S M) e saa Al e NS el AS 1

if any:

if any: ) ) EILE
5 £4 u%!(pjf pe Wl (. QUG Qa Qle| ey b heaks
b. Were all / almost all of the staff neatly and . . . . .
T ¥ ¥ | ¥
professionally dressed? 40 O g el gl [ S S O
3 1 Yes & i1l 3
0 2. No (| 2| 0
il Slaa " s dlad e HST olgall S 13
If ‘No’, please specify “additional comments”, o — - =152 - :
Sy

c. Were all/almost the entire staff wearing name
badges?

Cplanals IS [y gy (kB pall pdiaea / J8 S O LS

3 1. Yes

TSI 3

] 2. No

O
K

a8 2 0

If ‘No’, please specify “the approximate

number of staff not wearing name badges
£l
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265 AT and COMLmachines ;. 5 g w ] ]

B S N g8 gy TRy

a. Was the area surrounding the ATM and CDM

Qa,wn.‘;m;gmvuvh’] i el 5 3¢t janall ,___»LS....\ SO )|

machines clean and presentoble? T giall
3 1 Yes ~ 1] 3
0 . 2. Nao 2200

P
i
!

: area was unclean:

- If ‘Ne’, please specify "Why / Describe how the | A ey " daa el Sa MUST L gal) S0

_-_L’n_ = ‘_'.S‘u'

b. Were the ATM and CDM machines functioning?

ol A0 plaly N o) eall gl S8 A o

3 1. Yes

a1 3

0 2. No

Nlx=

%82 0

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

i A S A ZE g e el e ST sl gt S
NSV PP TP I VL PR N RO P SR

Mgl glayt g S

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

TATM/CDM 4ikic A 3o il g 3yl S 54 S

3 |1 Yes e 103

o |2 No 0 K20 9

3 3. Not applicable D R i 3
If ‘No‘, please specify “the time at which at A Jaay o Al 8 " aum Sl o VNSl al) RS
which the cooling was not functioning s S5 s

o - ol TP ORI R
 Bignch Ambistci and Focliies i A S N
a. Was the branch air-conditioning fully functnonal
and sufficient?

FEEE TR

EREAT eI g R¥ X
TSy 3 IS5 Sty (gl AT IS b

Describe how it was insufficient;

3 1. Yes a1 3
0 2. No > L) a
If ‘No’, please specify “Additional comments / faggiaal Sila " s Slad e SUET L el LS 1

S G a S Caa g

b. Did the branch possess sufficient lighting?

TAMS Balls R a3y 6 0

3 1. Yes

a1

0 2. No

O/

3
282 0

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

}nw'- o ol 't saa B ,_J" JTNET ~—I‘P-1'| Jls 158
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If '"No’, please specify “Additional comments /
Describe how it was insufficient:

Madlal Dlan sl e Sl e K et & 0
S G s eyl

+ + +
c. Did the customer have sufficient waiting space / Touslall S la e S 330 [/ URIDU 4508 Aalesa Jpaall SIS G4 D
, seating area?
3 ] 1 Yes ¥ 1| 3
0o | 2. No 3 22| 0
|

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

ity E R S0 A g gall CUGENCY A ey ay G g D et B
el [ySal g (iiSalt) 2 A0Sl cilida M) A5 S

i 3 1. Yes E a1 3
0 2. No ] vy2| o
If No., please .specufy Add_ut_uonal comments / by filal A ia Sl e N Lyl S 1
Describe how it was insufficient: S 6 s
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5.1 Greeting of Customer ke w0 5.1
a. Was the Mystery Shopper “promptly greeted / TE AN A Mg g ALY Fndall e i alllona 2N W5 K )
acknowledged” on entering the hranch?
0 » No greeting / acknowledgement D ol 5N e i a
. 1 s Greeted within 10 minutes of entaring D ot adc e 3R 10 JMA s D e 1
{ . '
o2 *  Greeted within 5 minutes of entering ! D , craall Jahc e RAH MA w2 e o2
3 | « |mmediately greeted on entering E g chand! JaRs s 5 e S |
b. Did the staff either / or: ' YRy | BPXCURU: PV N Y S
a. Ask for the customer’s name? f it ol e Lo
b. Greet the customer by name? Taasd 83 aa Loanlly a0
s Yes, the customer was greeted by name / WL S TV B < R VP FIUETERE. A I S VL S |
3 _ < S . 3
asked for his / her name PP
*  No, the customer was not greeted by TUNP IO, ST Y DRV B CPIRSE TPV, PRI TR R T S
0 . D - 0
name /[ asked for his or her name el )
A S ki) g T gt S0 iy A8 L CAE \'L...
c. Did the staff ask, “How can | help you today?” <+ 3 e s "‘: | “J:
and Probe the purpose of the customer’s visit?
3 1. Yes, the staff did this A llyy il galt S 32 a1 3
0 2. No, staff did not do this |:| VNN PP L 0

d.
basis of his / her needs?

Was the Mystery Shopper redirected on the

Alalalfalalial 5 sl il peda) A gidel B A LS

1. Yes, he /she was redirected on the

3 basis of his / her needs

elalaalfadalia! LU (3 Jaall qa g d2le) 5 il e ] 3

2. [OR) The first staff member

OF Jraall 4y AT g3 1V il pal) e () 2

3 encountered probed the nature of C e ama 3
. ] X LA.‘.:‘..L..nfn_ll:.m_,a_)L‘x_).‘.lu_’z.lza
visit and assister him / her
0 3. No, he / she was not redirected on TR REREE DI PRI 0

the baS|s of hls/ her needs

Were the staff courteous on the customer maklng

O

4n" Hs .‘.'u 'tr
-4 T TN ’E e

ek A

’M\.pqi,s._ﬁn.,hm..!dal&duh,dl S

customer enquiry?

> his / her enguiry?

0 *  No, the staff were not at all courteous D DY e dd GiBaadl S A8 e 4]

1 . :zz, r::z :;aff were quite / reasonably D 3 JAL gl Aty in yall lad il cani 1

2 ®  Yes, the staff were courteous O I 7 QUL VLI L S PP R 2

3 *  Yes, the staff were very courteous g AL yad i el S G s W 3
b. Did the staff demaonstrate “active listening” on T paall iy M slat shiual Gl pall Bl b 0

s Ng, the staff did not demonstrate

gt Rual oib gall Ly

0 active listening D i  nds * 0

1 e Yes, the staff listened quite / D b iy [ ke 42 B g st il el w 1
reasonably actively o e SN el A e

2 *  Yes, the staff listened actively D Lt B gl et Gl cani @ 2

3 | e Yes, the staff listened very actively E Lyt e G CiBgall sl 3 e e 3




Did the staff appear confident?

P (30 By Adl o il gall g b

* No, the staff did not appear confident I O daadi e By Dl e Calh gl el WS e ‘
e« Yes, the staff appeared quite / | . R .. . e ow . ‘
‘ L (S0 Add ) 3 431 i} v
reasonably confident 5 O i oo By 4l gl R el
* Yes, the staff appeared confident | D \ Ak G By e el el g ael }
s Yes, the staff appeared very confident 3 E \ ek e L By A e Ll gl g0 cans @ }
d. List the names of staff interacted : e e e e
| : ISP A VE L g 1 p sl ) -
with: ) o N ) A Salad Dt A g A |
o me/ms Hdul Walaiaw, A1l Loa/ea e
e Mr./Ms. 2 J Al e . |
s Mr./Ms. 3 Gl il e !
s Mr./Ms, 4 LUl Ladlt e i




6.1 Staff Capability ™ - Cullh gadt 820 6.1
a. Did the staff frequently probe the nature of the o8 JE O Slalial Aagdb (£ jldloa U B pall 28 06 )
customer’s needs?
3 |1 Yes = a1 3
!L 0 2. No O ! 582 )
| If ‘No’, please specify your comments: f L rmds al e ST
o |
b. Did the staff actively attempt to anticipate i £ Chpia) s Chah 25 glaey ilh gl ot A oo
customer needs? -
3 1 Yes | o 1 3
0 2. No O % 2 0

If ‘No’, please specify your comments:

A s o, S Y

€.  Were the staff able to cater to the needs of the dai Baotene wilb g e 330 SlalAal L8 iyl plaiul b S
customer without seeking the help of a colleague? (% PR
3| 1. Yes | a1 3
0 2. No O 32 0
If ‘No’, please specify your comments: -l rlaats o Fla ) UET 13
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 i
questions posed? Tda gl ALinl alima S 00 QLYY il gall £l J0 S
3 1 Yes X pi 1 3
0 2. No W] 3 2 0
3 3- Not Applicable Sy ¥ 3 3
If ‘No’, please specify your comments: dhi s a8 gl SIS 1Y
e. If the staff were unaware of the answer to a A cAdne Al fopae Jlges o AdaW) o | e il palt 08 W1 13 2
particular query / queries, did they politely “ask el aal fAlBI e AR5 pe 2L Jal G SUBINIT cuydess dlia wath
you to wait while they double-checked with the
system / a colleague”?
3 1. Yes O a1 3
0 2. No P S ) 0
3 Not Applicable X el ¥ 3
If ‘No’, please specify your comments: t i rlaads A8 Bla , CDET )
9
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{as per SECTION B}; rate the staff on the level of
“product / service knowledge” in this area:

-t RO ;1‘-'«‘ S e o 2 TE R ?"TW
ol - a2 :f”?“ﬁf'il‘:.f i - o lﬁ‘j.“:l‘!?:w e 1‘ 2 J--- _
a. Overall was the staff well-informed on Bank Ciladd g il u.h.... FF v uL.,.'u wild palt s3] DS d‘ e 85
Dhofar’s product and services? ¢ b Sy
0 o Notat all informed O Y e e g e |0
+ Well informed on at least a quarter / a . i
Thasdll g iladiall e R Y L
1 few of the praducts and services O sty Sadiel e S e “FW L:"L ?Iul * 1
discussed ‘ i
2 +  Well informed on at least half of the 0 i A A Tty Shatid wdial fe BN Lo oalay e 5
products and services discussed 1 e
¢ Well informed on at least three- ol -
Zhadial g plg,t 4G iy g
3 gquarters or more of the products and E ' et ‘Eu A el e 3
. . PRReC LTI JLE L
services discussed
b. List the details of the “main purpose of your visit” peall b (5 L) M550 et i Uaks 4o by o

"'Laml_,umau|up1d“ U.Gw.lh_,u'lwil_n'.i_ﬂ(cn
,A.I.h'ulia..llq.i

INT: LIST THE CODE FROM SECTION B.

DTN PE FCT FIONRE

and services possess a “Comparative advantage”
relative to competing banks?

0 e No knowledge at all O MY Ll Ay Y e 0
+ Well informed on at least a quarter [ a .
Slazalt g Slasiadl \ . 1
1 few of the products and services |:| =5 e Bt e e Ji‘:l "h “h" * 1
. l.g.\.udh.-f.\"ﬂ]
discussed
2 ¢ Well informed on at least half of the D 85 ! lasdll y Siadial kel e B e oy e 2
products and services discussed Leisiia
» Wellinformed on at least three . .
Ciladidl e A8 gl plb A0 EY
3 quarters or more of the products and E ’ o 5l E_'f .. Jﬁ; "h ,Lq * 3
. . Lgiidlia o5 JJS ilaaadl y
services discussed
c. Did the staff attempt to “cross-sell” other products Clasd g Sladial * ALY anll” o pUA A glawy B gall ol 0
and services? g gl
0 *  Nocross selling at al O Syl e Lay! t_;._.lli._d....._;(.ig'.] . 0
1 s Cross-selling after a lot of prompting E Gl ! (pa iS00 amy 3 P! el Llaws . 1
e Cross-selling after a little / some T . . .
LY WAy (Y ] aay Ayl gt lesy L3 2
2 prompting D = T on S # e ¢ *
3 * Immediate cross-selling attempt D Jail e Gl aull g 0 e 3
d. Did the staff explain Why Bank Dhofar’s products

L Ll AR L clasi y Dilaie 13al 7 ol il gal) plh S &
FaUall & gl pe 45 e gl

3

1. Yes

a1 3

0

2. No

Ox

a2 0

If ‘No’, please specify your comments;
[

i) #ldals a8 bla ST 1

10




+ + +
e. Did the staff attempt to provide “complete Gladd g Silalie S8 Al e glna™ itian U pae; b gall o8 0o
information” on Bank Dhofar’s products and falall Sy Sash ae jlib 2L,
services, along with relevant literature?
INT: LIST THE CODE FROM SECTION B. | & paakll Spa i RS 4l sl
0 * No information at all T D [ AUy Lo Dlayasy e : 0
« Infarmation provided on at least a i : Rzl oa ginal e (kY fa, 5 i
LW B0 a1y _nC- - M
1 quarter / a few of the products and ‘ D siaad _ “:U i . |
. . \ +..5\_4 a5 ‘_,_. Coanah 3 ._x_'n_._..»_ .
services discussed
2 * Information provided an at least half J E it Al e pnad el WY 2 cloe! e -
of the products and services discussed AP A DTS !
s Information provided on at [east three !
i gnall e 060 g el ADE G e clae] e
3 quarters or more of the products and "M o 3
gl 3 Sheadd] y Siadialy Aalazadl
services discussed o o
3 ¢ Not Applicable ' Sl Y e 3
f. Information on relevant procedures, i alualy 2] Aayliadl A0y Sl y cSil) 2l ARade e glea £
documentation and follow-up methed?
INT: LIST THE CODE FROM SECTION B. S il (e Jal RS G laly
0 ¢ Noinformation at all D I0bY e Slaglasy o 0
» Information provided on at least a -
Gl Sl glaadl S B0 faas BY! Lo clac] W
1 quar_‘ter/‘a few of the products and D LBl 3 Slaadly iadially 1
services discussed
2 + |nformation provided on at least half E Siatiadly AaZa) D pinall wieal B e plnc] e "
of the products and services discussed B &5 S Slaadll y
s | e e | Q1] g e e |
i SRR | BRI B B A
services discussed Al sty s ’
3 * Not Applicable kY e
-3 Did the staff attempt to acquire more customer Jab e Cig it Adleta ST e plae A ad A glay G gl at i, &
information so as to follow-up at the end of the visit? 300 Gl A Al SN
3 1. Yes X a1 3
0 2. No O ¥ 2, 0
If ‘No’, please specify your comments: 2l pliady ad sla  <E" 1
1
+ +




7.1 Timeless

gl

+

7.1

" a. Waiting time on entering the branch, before

dealing with the frontline staff:

b O gall Dyl pall pa Jalaill Gy g AN pds 2ie ARIY) Sy ]
+ Auadl) &-ﬂy o I‘fnLni*.ﬂ il

INT: SPECIFY TIME IN MINUTES:

A et b gl Saa ey

0 «  Qver 15 minutes D W15 e S8 . | 0
1 *  5-10 minutes D 1 i 10-5 e 1
2 e  3-5minutes O 3353 e | 2
3 e Llinder 3 minutes & SR E o B e 3
b. Did the customer feel like the queuing system . . P )
H (i!h-u’ el (ke (RS s yga 2 UA
functioned praoperly? & * ety o SE B 0 e e
0 . (:.ll:eumg system did not function at D BY) e Ly ¥ el s T i e 0
+ Queuing system functioned, but it . . . L ahe ..
1 1 gatl [y ¥ aeall LY LAl i
worked with a few impediments D H ? e Oy Jaay ot HHEN ARG . 1
¢ Queuing system functioned and it Jd S8 3 U ppony oty ieall 3 JGDY Wi e
2 . ; . O 2
worked quite easily and efficiently eaa
3 * Queuing system functioned and it E‘ JEB p Al A gy Jamy il T G ) e 3
worked very easily and efficiently Jad
« Not applicable D Sl Y e -

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

a3 e A dpea gt 36 g3 805 hoh Apl” Jal (e daGal A

" da2al)

INT: SPECIFY TIME IN MINUTES:

12

LB Gaea B g 202 sy

.
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H. Additional Comments on Visit : 25 T ddladall 4 8LaY1 s Tt X
(If any): ’ (s Y

- Phew<d f@WWﬂ Ask

- Prood O\M S-LK%TCM

End of the Survey - Thank you very much....
e T8l — cladu) Algs

(Total unweighted branch score, summing all sections):

' - ST DT Total Points Scored inthis | - Total Points Allocated /
C Branch Presentation and Customer Facilities
D Greeting and Soft Skills of Staff
E Staff Capability, Knowledge and Cross-Selling
F Timeless
. ~ . TOTALSCORE
£ Al Bl £ ez £
;((‘.....i\il Js pax st_)an ‘4_-5_\_)4“ B el tw)
Jalall fAeaaddll JAIY p yapee 2paadll (8 Alpanall SASN £ gaga | - ekl gy g3 el =5
G5l Aaaiall okl y £ i gl <
| O pall Sl gy a3 &
ALY ol Al g 4% pay (il palt 520 z
Cﬁ,}l r
' % TN gy : fer T ekl g e
13






