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2. General Enquiry refating to a
specific Product, Service
and/or Facility

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

or Current Account
Savmg Scheme
Housing Loan

Car Loan
Educational Lean
Credit Cards

Personal Loan
Double your Salary
Offer

Youth & Student
Account

O

O
O

FECIRIY
B A
Bk o
galel e

Slalih Dlies

Ay el

ol Aad Cpaa nfia i ale il 2

Jigd
I&ﬁd!&awm\"["w!)ﬁ| laaly
YUY




sl o B b cilge ARD Jeudall 39 0a 4.1

b

a1 .3
us 2
s 1!
Rl
ii. Specify time taken to find parking: |©__min, | 1 aiiy NETFPRUEN SN b U BT
4.2 Entrance to Bullding wird B dsiad 4.2
a. Was the Entrance Clean? TdES Jasadl oS A
I
3 1. Yes b =1 3
0 2. No O 382 0
If ‘No’, specify “Why / Describe how” the S S e ] A0 daa el e MUET el S
entrance was unclean: reidal i Aol
b. Was the Entrance Convenient? Tasdia Jhsall 208 b o
3 1. Yes m a1 3
0 2. No O w2 o

If ‘Na’, please specify "Why” the entrance was
inconvenient:

Alie Jasddi 5K A LI a0 PSS L all ST

" ?.',.;;, :

Was the branch premises clean? UGB £ A e CAS A
3 1. Yes PRI 3
0 2. No a2 0

If ‘No’, please specify “Why / Describe how™
the premises was unclean:
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a. Posters / Branding material present on doors, wails ; "-“U-J'J Chaaht u.,.l,m o Al Sl [ Glial g e L)
| and windows? :
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O
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£ If ‘No’, please specify “additional comments”, O Rl S ana e G MUE gl S
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J
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b. Pamphlets, Leaflets and Brochures on display? | £yl y DLl e a0 b e
3 1. Yes E pai 1 3
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If ‘No’, please specify “additional comments”, O e"igial Slaadhet saa Sliad e ST galdt IS 03
if any: i s
c. Branding material up-to-date? ealtia dy ladl Gldiall g A 2
3 1. Yes &5 1] 3
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if any: laay
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3 1. Yes O 1|3
0 2. No R W2 0
If ‘No’, please specify “additional comments”, O "dal e daa Sl e DS o gadl S
if any: Wiy

il e G ewf‘ngda,,M W degka

b. Were all / almost all of the staff neatly and
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a. Was the area surroundmg the ATM and cbm

¥ ¢0ilty IR T AR
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machines clean and presentable? ¢ Al
3 1. Yes [ a1 |
0 2. No 0 %2, 0

If ‘No’, please specify “Why / Describe how the
area was unclean:
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| b. Were the ATM and CDM machines functioning?
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3 1. Yes

a1
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0 2. No
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If ‘No’, please specify “the time at which at
which the ATM / COM were not functioning
{and specify which machine, ATM or COM):
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c. Was there sufficient cooling in the ATM/CDM area?

FATM/CDM i 3 33 Gidl 3 2l 0 g &

3 1. Yes vl a1 3

o |2 No O w2 4

3 | 3. Notapplicable O Sl ¥ .3 | 3
If ‘No’, please specify “the time at which at L damy ol 53128 1" dam ot o (THEY el S
which the cooling was not functioning o Sy s
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a. Wasthe branch air- condltlonmg fuIIy functmnl
and sufficient?
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3 1. Yes | i1l 3
0 2. No D N8 2 )
If ‘No’, please specify “Additional comments / Fraglol Dlaa i 2o Al e S Cilyalt S 1H
Describe how it was insufficient: S S Al Ciay

b. Did the branch possess sufficient lighting?

A Bolaly £ Al £y JA

3 1. Yes %) 1| 3
0 2. No D ) 0
If 'No’, please specify "Additional comments / Al Slhatia® daa Slad G MEE gl NS 1
Describe how it was insufficient: S S S syl
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Did the customer have sufficient waiting space /
seating area?
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2. No
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If ‘No’, please specify “Additional comments /
Describe how it was insufficient:
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| d. Did the customer find it easy to follow the signage

within the interiors of the branch, indicating different
counters/ work stations?
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if ‘No’, please specify "Additional comments /
Describe how it was insufficient:
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a. Was the Mystery Shopper ” promptly greeted / i TE AN N alyha s N fyedall o i alllfoga a0 o5 06
! “"Lu
| acknowledged” on entering the branch? [
1[ g *  No greeting / acknowledgement | E gl ua Y e ro0
1 1 ¢  Greeted within 10 minutes of entering i D el S e BE 10 MR ea A e ; 1
P2 *  Greeted within S minutes of entering | (] | Sl Ugh e BRE Ma s i e |2
E 3 = Immediately greeted on entering L__l ' eand gd2 jéeus )il e |l 3
! b. Did the staff either / or: I Wl piay b palt o8 JA o
a. Ask for the customer’'s name? JIVPSI I P,
b. Greet the customer by name? LV G FOPL PRI
3 . Yes, the customer was greeted by name / D o el e faald S8 2 IV FRNRTENg i i A PP . 3
asked for his / her name gt
0 . No, the customer was not greeted by E o e Al 7 aa Slaebaalhcpa B G W3S e 0
name / asked for his or her name gt )
T W A P - WO T P WS- YR z
c. Did the staff ask, “How can | help you taday?” & 3 e - m"':,: JL';}; ]:
and Probe the purpose of the customer’s visit? ’ 4
3 1. Yes, the staff did this E AV VW R A SUPTRE | 3
0 2. No, staff did not do this | Aty il pall i ol 3K 2 0

d.
basis of his / her needs?

Was the Mystery Shopper redirected on the

%‘."L\.gaaﬂ(.lhgn'l U"' #lds vlﬂl d,—.u“
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1. Yes, he [/ she was redirected on the

Ja'Galtalaal LN 1 fale .
3 basis of his / her needs D el (et 2.5 el 3
2. (OR) The first staff member o) A TN A Y1 s it () 2
3 encountered probed the nature of E al - fouif.;tj:u‘ﬂ . ‘_(") ' 3
visit and assister him / her 100= -
0 3. No, he/ she was not redirected on s la aTiauinl 3 i il 3ole ] 55 o) 36 3 0

the basis of his / her needs
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customer enquiry?

Were the staff courteous on the customer makmg
his / her enquiry?
a e No, the staff were not at all courteous D G e B kB el 5 e 35 e Q
1 . :s:,.::ijzaﬁ were guite / reasonably D S iy AL in ) LT opad e 1
2 *  Yes, the staff were courteous D I QIO I LK+ SV B 2
3 *  Yes, the staff were very courteous B‘ AL Lk Gl gl S e e 3
b. Did the staff demonstrate “active listening” on Thadl Jaadid U ol plial” Cilh gall 4Bl A o

= No, the staff did not demonstrate

0 oyl plial Ui gall 4l . .
active listening D e Sl oy ol 38 0
s Yes, the staff listened quite / . . . . . . .
y Wl cani
1 reasonably actively D L) Sy Al g iy ey B 5 ool il cpei e 1
2 e Yes, the staff listened actively £ gt B gl ! ol caai  » 2
3 e Yes, the staff listened very actively E] GVl G i Cibgall ot i) i 3
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c Did the staff appear confident? }T } Tl (o Py AT o i gall gl a0
0 s No, the staff did not appear confident . D Acil e By A e cangll ak JUS e
e Yes, the staff appeared quite / ‘ . .. SR . .
1 M JOl0 dadi 1y 4al B ogall i caal
reasonably confident 1 K : e R e
| 2 +  Yes, the staff appeared confident D | O L R V- PR - PPy
| 3 * Yes, the staff appeared very confident | O ! dk e el By ) e i gl g sl @
ir d. List the names of staff interacted e e e |
N T DD ) ki) gl PRV . <1 LI
! with: . " ! |
o Mr/Ms (g ALodi~—— 1 Loi/=d e |
s Mr./Ms. | 2 | Coayled e |
s Mr./Ms. 3 ! ol il e
e Mr./Ms. | 4 Lo/ ol e
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6.1 Staff Capability
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a.

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

T S el Salia) el F Sl Yy 3B a5 A

1. Yes

a1 | 3

2. No

OR

w2 a

:] If ‘No’, please specify your comments:

r v A Maggn oo,
-ob o . |
(e il Al 6 v 2!

Did the staff actively attempt to anticipate

b- 22 0 Shabia) Feasd b & ey il gl 38 G0
customer needs?
3 1. Yes & axi 1 3
0 2. No O 3 2 0
If ‘No’, please specify your comments: ) Lol o gl NS 13
€. Were the staff able to cater to the needs of the ai Baolace il 93 Jpe G Siatal Al Gib gad) p Uil (A S
customer without seeking the help of a colleague? To2e 3l
3 1. Yes m aad 1 3
0 2. No |l %82 0
If ‘No’, please specify your comments: Al iy a8 Ela NE" 1Y
INT: IF the Answer is YES , so the answer for Q
D should be Not Applicable
d. Were the staff able to answer all / mast of the i o .
questians posed? o g shall ALYl aiaa fJS 5 AV LB gall plalad a5
3 1. Yes %4 pri 1 3
0 2. No O 3 2 0
3 3- Not Applicable By ¥.3 3
If ‘No’, please specify your comments: il ey o pla W UUST 1
e. If the staff were unaware of the answer to a Ob A Al frma Jges o AlaYT o |30 il galt 08 W10
particular query / queries, did they politely “ask Tl dal fAB o AR5 5 e SN Jal G JUBIN cudgty M Gilb
you to wait while they double-checked with the
system [ a colleague”?
3 1. Yes O 1 I3
0 2. No O 3 2 0
3 Not Applicable X Gplaly Y 3
If ‘No’, please specify your comments: whiy Ll ol Sla US" 1)
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a. Overall was the staff well- nnformed on Bank

u“JuMMMHMﬂ--‘E}J‘ L;.LIL‘ZJ&;PL; UL..; |

Dhofar’s product and services? ° N oLy
0 « Notat all informed 3 R e Sl e |0
¢ Wellinformed on at least a quarter / a skl il e 1/ Sy %
. B e .
1 few of the products and services O 4= & - ‘_:L ,,..4 1 1
MH H
discussed v i
3 « Wellinformed on at least half of the = ' B Theadlly Ziatidl Gheal e B e pa e ‘
. . IR 2
products and services discussed v
« Wellinformed on at least three- . -
Slatiall e 261 g gL ASME B L o
3 quarters or more of the products and | [] Sl e 2SS ER AR AL 2 e 3
. . '.Q.uj.u A= Ju'l ~_:-..4.‘_1...'|J
services discussed

b. List the details of the “main purpose of your visit”
{as per SECTION B}; rate the staff on the |level of
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“product / service knowledge” in this area:

{NT: LIST THE CODE FROM SECTION B.

D el G 3l Ay B 1y

o * No knowledge at al! D S0EY) o Ay Y e 0
s Well infarmed on at least a quarter / a .
Siazall y Slatiall 2 - {
1 few of the products and services D e o i T ‘f', Ji? "’h f;l' * 1
discussed il o3
»  Well informed on at least half of the O A5 A aadlly Sladid cieal e Y e pl e
2 . . L 2
praducts and services discussed Lyl
e  Wellinformed on at least three - .
Sladidh e NS i gl | And By
3 quarters or more of the products and & i o AT g S S ey e 3

services discussed
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c. Did the staff attempt to “cross-sell” other products

Slatih y Slaiial * LBl oo abll Al gl il gl 40 A

and services? ¢l
0 e Nocross selling at all O LY e AlnY adl idas il e 0
1 e Cross-selling after a lot of prompting | [] O M) (e R g LY el ey B8 e 1
e (Cross-selling after a little / some s . . - .
) eyl ) S 2! asall dolas) Hl8 2
2 prompting K = ¥ o SR g LY o e
3 + Immediate cross-selling attempt D i e oY Al gas i e 3

d. Did the staff explain Why Bank Dhofar’s praducts
and services possess a “Comparative advantage”
relative to competing banks?

Lol gal B Uy ladd y ilpdie 1!l 7 ol il gt 48 0 S
il & g a5 e gl

3 1. Yes A a1 3
0 2. No | ¥ 2 0
If ‘No’, please specify your comments: ) ey o8 e ST 1)
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Did the staff attempt to provide “complete
information” on Bank Dhofar’s products and
services, along with relevant literature?

w

Ciadd  Shadie 8 "ALS Sl gl ke Y A oy i gall o3 6 2

ALl ) i aa Uik oLy

INT: LIST THE CODE FROM SECTION B.

il a0 ity o8 1ty

of the products and services discussed

e "'_':! L.'.;'u-‘_'.'h."!J

e« Information provided on at least three

Q‘u,la.d‘ J.c J:|$l Ji &'u_‘)i ;:L:L‘I u's'k'] L"" e-s.n:.\ . 3

0 * Nainformation at all * [:] ‘ ALY e Dleginay e 0
! ¢ Information provided on at least a | A Sy e R fa N e e ;
Aata) Diayaat e gl AT L L] :
1 quarter / a few of the products and O A SR 1
. . e ~ __’.-_J -.._‘.u-‘a..‘J ‘_l\.\..au‘l, '
services discussed i
2 « Informatign provided an at least half D iafiall et T fadl cdeal W e sl 8 i 2

3 quarters or more of the products and
services discussed
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3 s Not Applicable
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f. Information on relevant procedures,
documentation and follow-up method?

falaall O3 et 50y ZIaBadly (Sie) Yl Aliade Sla glas 7

INT: LIST THE CODE FROM SECTION B.

S ] e G A 8 1aly

0 e No information at all D LY e Slaplea Y e 0
¢ Information provided on at least a Y-
Glaiall il glaall ! ryd Unc )
1 quarter / a few of the products and D Jﬂiﬁ{f’? {F‘:::_‘\ “'_]; 6.. n * 1
services discussed & IR
» * Information provided on at least half @ Slptially Al Zie glaall choal WY Jo slhac ) e 2
of the products and services discussed FENCERP R R LS
e Information provided on at least three . . .
Sl gleadt e 5SE gl gt ARME B iy
3 guarters or more of the products and D = ,l...J]‘ '.'C")‘sqj' EJ h fy__"km .f;'ﬁ“ * 3
services discussed = = )
3 e Not Applicable by e
g Did the staff attempt to acquire more customer dal o i Allate ) cile gles 4 e 1.1_,}»;_; dE__,.J\ U
information so as to follow-up at the end of the visit? $3_ L0 g 8 AaiGally aludll
3 1 Yes )% 1, 3
0 2. No O %2 0
If ‘No’, please specify your comments: sl )~y o el S 13
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7.1 Timeless
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7.1

. a. Waiting time on entering the branch, before

dealing with the frontline staff:

S o p B3 g Jeal B g A GyhT e Y oy
HESRELFT FRREC I (B

INT: SPECIFY TIME IN MINUTES:

1A Gua Sl s daly

|
L
|
|
|

6] * (Cver 15 minutes D [ did 15 e K e 0
|

1 e 5-10 minutes E | M 10-5 . 1

2 e 3-5minutes O | H3:5-3 e 2

3 l e Under 3 minutes D S 2 e B e 3

b. Did the customer feel like the gueuing system . . . A . ) .
Tra ol eall ABBADYY AT g e N .
functioned properly? ¢ ey ' ol Lo L A A

o . glllljeumg system did not function 3t D P e Jatg ¥ Ciall i Y 5 e 0

L s Queuing systermn functioned, butit D il Oy ey il i GV S . 1
worked with a few impediments il o R e

2 ¢ Queduing system functioned and it [:1 Rad JC5 g AL sy Jaly il o AT Bl e 2
worked quite easily and efficiently e an I

3 * Queuing system functioned and it D OSEyy Ad & gy Sy il B LAEY paE ) e 3
worked very easily and efficiently Jind

s Not applicable E SR -

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

INT: SPECIFY TIME IN MINUTES:
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H. Additional Comments on Visit 18Ny ddlaiall A ALaY! Cia j5al) .4
{If any): (s L)
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End of the Survey - Thank you very much....
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G. TOTAI. Branch Score
(Total unweughted branch score, summing all sections):
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o Branch Presentation and Customer Facilities
D Greeting and Soft Skills of Staff
E Staff Capability, Knowledge and Cross-Selling
F Timeless
S C T T TOTALSCORE| - i
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