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A. Details of Visit 3L Suaalds o
Bank Dhofar m ik i
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1. Bank Visited
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Other Bank: oAy
2a. Branch Name __\_ 2k # it 12
2b. Branch Area 1 2 k N g il adye 2
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Opening a Savings
or Current Account
Saving Scheme
=
2.  General Enquiry relating to a " T M das e pfieg Jlaleple it 2
- - O ‘ -
specific Product, Service . T
and/or Facility Educational Loan 0O ixs g i | ] G Gt 22 gl /g il Fa) roal
INT: SELECT AS RELEVANT AND/OR ) — Aaadl)
SPECIFY DETAILS OF Credit Cards B4 o
Double your Salary
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Y Wasnutomerhrklmmnthwaﬂablebrthe

T0A0 0 3 ee se AN Jodad s 0 4.1

k Mwewsnopper? |
3 11 Yes | axi 1 3
| 2. No | 74 | . 2
: i Specify: Paskung OO0 Ao T\jgl e
7 ! 7
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ii. Specify time taken to find parking: 3 min. iaa b e i a0 il e
| 4.2 Entrance to Building . griall N Jgial 4.2
a. Was the Entrance Clean? R Jaaad S8 s )
3 Tl. Yes K a1 3
0 No | 3 2 0
If 'No’, specify "Why / Describe how” the SISl i g 5L saa Sl S STl gall 81
entrance was unclean:; peialad 2 Al
b. Was the Entrance Convenient? thnlie Jaadll S O o
3 1. Yes E a1 3
0 2. No | W2 0

If 'No’, ptease specify “Why” the entrance was
inconvenient:

branch prem|ses clean?
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1. Yes

2. No

If ‘No’, please specify “Why / Describe how”
the premises was unclean:
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a. Posters / Branding materlal present on doors, waIIs
and windows?
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3 1. Yes D ! a1 L3

0 2. No ! M2, 0
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a
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1
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b. Pamphlets, Leaflets and Brochures on display? ! [ B kil y Sl e e A o
3 1. Yes M| a1 3
0 2. No K] w2| o
if 'No’, please specify “additionat comments”, R EL WL B-PG, PURKUPRE LSS BT, L S PRI I L I
if any: A Ty
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3 1. Yes O 1| 3
0 2. No B x2| o

If ‘No’, please specify “additional comments”,
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a. Were ernployees present at over 90% ofth branch
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euu T »\,Jg A ‘,-E 3o Oa %90 e RS 3ad gl S A T

desks and counters? "4...1:..!1
3 1. Yes X |3
0 2. No O w2l g
If ‘No’, please specify “additional comments”, O tAuilal Slkaa e ara SLnd e MK el € 1)
if any: =)

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

Ly i el 90y B gal) aBiae [ S AS G0

if any:

3 1 Yes (| i1 3
0 2. Na a W20
. . o MAgial Claada® na Ml e FEEY Gl S
If ‘No’, please specify "additional comments”, S Aat s . Ayl ‘J ?
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¢. Were allfalmost the entire staff wearing name
badges?

Tadlasty Sl AL G gmaday (B palt e / S S A 0

3 1. Yes

a1 3

0 2. No

X O

3 2 0

if ‘No’, please specify “the approximate
nr\mjber of staff not wearing name badges:
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a. Was the area surrounding the ATM and CDM

w_g_q&“;.\u\glq‘ﬂ_’qﬂl il_ualt n)‘.xl A,\LAJ'I MI ~_;lSk_'.l A

machines clean and presentable? , ¢ gl
3 1. Yes E aai 1 3
N |
0 2. No B M2 0
If 'No’, please specify “Why / Describe how the LTSI PUSETEREE JUVIR L e S
area was unclean: gl e S

b. Were the ATM and CDM machines functioning? |

Tl AR BRIy N il peal) B g SRS A o

3 1.

Yes |

a1 3

0 2. No

Dﬂ

us 2 0

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

fATM/CDM 4ihaie 4 sa ciCll) gl 3,00 SS o

3 1. Yes O a0 3

0o {2 No O B2 g

3 3. Not applicable m S V.3 3
if ‘No’, please specify “the time at which at A Jaay ol 3128 1Y s Sl e IS i all S
which the cooling was nat functioning 2 8L gl

a. Was the branch alr-condltlomng fully functlonal
and sufficient?
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3 | 1. Yes E] il 3
0 . 2 No a %2 0
If ‘No’, please specify “Additional comments / Migdiet Dilaata e Hliad e UET hyadl S0
Describe how it was insufficient: RS S al S iy

i
|
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b. Did the branch possess sufficient lighting?

FAAS Bplaly £l iy b o

3 1. Yes o Ml o3
0 2. No | w2 0
If ‘No’, please specify “Additional comments / [ial Slaa Mt saa Hliad e NS i gall 1S I
Describe how it was insufficient: S S pl S eyl
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seating area?

el 20 e S 336 [ RIEU AAS Aals fad] S JA Lo

}, c. Did the customer have sufficient waiting space /
i
|

3 1. Yes

a1

0 2. No

22

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

l P ! )
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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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3 |1 Yes

pai 1

3

0 2. No
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If ‘No’, please specify “Additional comments /
Describe how it was insufficient:
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5.1 Greeting of Customer -

Oyl o 30 5.1

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

TE A I ALpaa S AR Jgeld) 6 b pdlfeua T 5 GA |

0 s Nogreeting / acknowledgement O a3V e 0
1 ¢  Greeted within 10 minutes of enterng D el Gaac e A0 CMA D e 1
2 *  Greeted within 5 minutes of entering E andl Cas e WES JMA s D e 2
|
' 3 i ¢ Immediately greeted on entering D T TR g ST I ) 3
b. Did the staff either / or: Ot sialy id gl o8 b o
! a. Ask for the customer’s name? Sl ot e A
I v
: b. Greet the customer by name? fat )53 2 naally a )
3 & Yes, the customer was greeted by name / D PRV S PURES' Sy DR (PPL FRNSTENG+ [F I VW S ' 3
asked for his / her name P
*  Ng, the customer was not greeted by e A Ay faalt S F RS IPPLINETENg LTI S L
0 _ il ‘ 0
name / asked for his or her name S

B E kil g e gl e ls ISy Wit Bl A S

C. Did the staff ask, “How can | help you today?” . N5 s
and Probe the purpose of the customer’s visit? ' 7

3 1. Yes, the staff did this O STy il gl Q5 a1 3

0 2. No, staff did not do this m Ay e gl g o S 2 0

d.

Was the Mystery Shopper redirected on the

basis of his / her needs?

Tydalial/idatial o sl Al §gdall A sie) G 0

1. Yes, he / she was redirected on the

the basus of his / her needs

Were the staff courteous on the customer makmg
his / her enquiry?

: t‘l o&h..u Q.I,S ‘_ﬁ oL.-l.u.-l ,3.\! da] uls_y\il Lid.l l

3 ‘L\Lua‘ QALua\ ! i.u.l.l\ LECN ® L;'I 5l «
basis of his / her needs D hs / <) # 5 pei.1 3
2. (OR) The first staff member o -
S Jeaall nlt aah | idh gall e [ g
3 encountered probed the nature of g O S S .Jﬂ R (13) 2 3
- . . d.‘-:—mfa.}:.h._,n_)lg_)hu__x_a.n
visit and assister him / her
o 3. No, he / she was not redirected on Leala VA Lial 1 4 g Sate) ;‘1”] S 3 0

0 «  No, the staff were not at all courteous | [ ] B! e 3 B padl % al NS e 0
*  Yes, the staff were quite / reasonably | — . P . -
) 4] Ll als gt 5 3A0 ol
1 courteous — By Rl Ay il gl 1o i 0 1
2 s Yes, the staff were courteous E I ORISR S LA L S 2
3 *  Yes, the staff were very courteous D AL el il pall IS o cans 3
b. Did the staff demaonstrate “active listening” on Tl eallod VA sl B gall 4B} b
customer enquiry?
*  No, the staff did not demonstrate . .
' | plial CAB galt o3
0 active listening D wiasl By 38 0
s Yes, the staff listened quite / ; . R . . -
1 | ) Ay ok kD pal)  ieal S ans
reasonably actively O ! By Al gk 'S Wian e 1
2 *  Yes, the staff listened actively m [FRENREF-FVL g R P 2
3 e Yes, the staff listened very actively D Lpla Ga 85K il gall sl o el e 3
7
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c. Did the staff appear confident? ! LU LR - PR BP0 VS I Nt
»  No, the staff did not appear confident | . LW LU < L VY VST S
| e Yes, the staff appeared quite / fe . te s 4 i o el
i i H D Sl Ak 1y 4} A . .
\ reasonably confident ! & l ; oo By 4 o s e cpal
e Yes, the staff appeared confident 1 0 [ L VO - PR UL V- L |
‘; e Yes, the staff appeared very confident W‘ 0 anas Do Lalad (Blg Al iyl gl cani @
i d. List the names of staff interacted | e L gty gl €3
! with: : : Lk
| o Mr/Ms 7ol o I i/l e
¢ Mr /Ms, 2 Al Ll e
e  Mr. /Ms, 3 Aoalif lawll e
e  Mr. /Ms. 4 Aol Lol e
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6.1 Staff Capability

okl galt 3,4

6.1

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

£ 80 83 g ) Slabial Aapl (F iYL il galt o3 a1

I

3 'l 1 Yes a1 [ 3
1
) ba. No e 2 0
If ‘No’, please specify your comments: FUPE PRI PG L
b. Did the staff actively attempt to anticipate Tep Slaidal Fusey Aad Al gaa ol pall o8 A o
customer needs? '
3 1. Yes B4 axi 1 3
0 2. No | 38 2 0
If ‘No’, please specify your comments; FEN rlaals a8 sla ST 1
¢. Were the staff able to cater to the needs of the dab Baelean widb 59 e Gl Slaigia) Al Cib palt gl a3
customer without seeking the help of a colleague? Cp3a 1
3 1 ves K pei 1 3
0 2. No O %52 0

If ‘No’, please specify your comments:

INT: IF the Answer is YES, so the answer for Q
D should be Not Applicable

s el a8 ala ST

d. Woere the staff able to answer all / most of the
questions posed?

o g shall ALY alias £J8 08 laY) il gall plasat o &

3 1. Yes X p 1 3
0 2. No O 38 .2 0
3 3- Not Applicable Sy ¥ 3 3

If ‘No’, please specify your comments:

il iy o8 Ela ST 13

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

Ob Adaa Al fopes D o LlaYl o |08 G pall 0% o Y 2
£p 5k 1 daf falRI e AU 5 e 2810 ol ce JUEH® Cuyigly e itk

3 1. Yes D a1 3
0 2. No O % 2 0
3 Not Applicable v Salaiy Y 3

If ‘No’, please specify your comments:

A
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E 7 gt gl b -‘y,“,\— DYty a R s 2 S e ‘1.‘-“ o AL > :
: a. Overall was the staff well- mformed on Bank Chadd g Siladias Adinie ddans Sive gl B pall ol S U ple g8
i Dhofar’s product and services? ¢l 2Ly
| | . . ,
J 0 s Not at all informed | D f Ayl o Slagasagel gl e 0
I
T . T I
| *+ Wellinformed on at least a quarter fa | i ~anil y St e Gkl
) sladse [t kyY) 3 J L ]
1 few of the products and services ’ mE ? o il iy ..J- "L 'mf 1
! . | i e g }
discussed ' ‘
} 2 *  Well informed on at least half of the , E ‘ ,.,_,_ Sesall y Datial cheas e Y o M e 2
i i products and services discussed 1 | [ |
¢ Wellinformed on at least three- Ciatial e S0 g pL A Y1 e oy e
3 quarters or more of the products and D Tree o o oy o 3
. . L‘...d L"IH\.‘FM il PR 'IJ
services discussed
b. List the details of the “main purpose of your visit” ptll (A 52 LaS) "85 e —5-\6-""-' Liaia ¥ g gy pd oo

{as per SECTION B); rate the staff an the level of
“praduct / service knowledge” in this area:

"'L..\a.]\_,...l.\...un..ak:...:|u_;...l & Jhia’ u“'L&‘h."‘IIHa‘""L‘P'J y(
ub...d\..uqn

INT: LIST THE CODE FROM SECTION B.

S paakll O e il AS B 1ialy

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

0 » No knowledge at all | Y ke Y e 0
e Wellinfarmed on atleast a quarter / a o
Slazall y St | | - 1
1 few of the products and services D = I e i e e j&{:h f;; * 1
discussed *
2 « Well informed on at least half of the E A Al Sl y Dialidl dheal e S e kg e 2
products and services discussed Lilia
« Well informed on at least three -
Siaiidl e AT i gLl B2 B
3 quarters or more of the productsand | [] el e S &1 .“fa' I ﬁ "h ?LJHJ * 3
services discussed
c. Did the staff attempt to “cross-sell” other products Ciatd g Sadlal ALY &l o pUAl A glae il palt 4B 4
and services? 2 5 Al
0 * Nocross selling at all E ALY e A ol Ay sy bl e 0
1 s  Cross-selling after a lot of prompting O Gl fheda! e il g Sl ot Adany 5 1
*  Cross-selling after a little / some ..
§ il | Al ' 4 3 2
2 prompting O = On il y el ol Bl o o
3 * Immediate cross-selling attempt D Jailt e dlayl ol L i e 3
d. Did the staff explain Why Bank Dhofar’s products

LAY Lppal B 2l Slasd g Aadie 1L 7 50y il gl o8 4 S
SRl & il e A5 R " Al

3 1. Yes D a1 3
0 2. No X % 2 0
lease specify your comments: — . eng Thaiads ol pla S
B 2 ALy *
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e. Did the staff attempt to provide “complete
information” on Bank Dhofar's products and
services, along with relevant literature?

Cladd y Sladls 6 "AL0S Sila glaa Ailhe Y Al ey ol gall 23 8 .z

fAlall D} Sy A Uil oLy

INT: LIST THE CODE FROM SECTION B.

D andlh (pe e S A8 8 raly

0 »  Noinformation at all 1 O AMaYl e Claglna¥ e | 0
¢ Information provided on at least a ‘ (il i sl e D faes R e e i
AL iail Taa A : ! - L ]
1 quarter / a few of the products and O y:__}};& ;"‘u“ "'L ‘._: N . §
services discussed e 2T !
) ¢ [nformation provided on at least half | E Shadial; At S padt el A1 2 flac) e 2
of the products and services discussed ilRie 5 Il ity
« [nformation provided on at least three o . .
Tia gl e 0K gh £l AT B ac!
3 quarters or more of the products and E] _“’L::)‘s ‘_’.| E““ “ Lﬁ "’f‘#\ * 3
services discussed o JE
3 *  Not Applicable TR S 3
f. Information on relevant procedures, falall 013 Anglial 4,500y Slaficall y clp) 2 Yy AllGs Cla glaa -
documentation and follow-up method?
INT: LIST THE CODE FROM SECTION B. S ekl S 3l g a3 daly
0 ¢ Noinformation at all D SubYl Lo Claglnay e 0
+ Infarmation provided on at least a .
il ilayled e LAY fe ;) Y L clac) @
1 quarter / a few of the products and D ol j . o 1
Lgikiia 50 L3N Olasall y iatial
services discussed P 2T
2 + Information provided on at least half E el Al il gl chead B Lo cloc) e 2
of the products and services discussed [P L i RS DL L )
* |nfarmation pravided on at least three A I
Tie glaall e 81 g gl ADE B e ol e
3 quarters or more of the products and D e yaddl e . . 3
]l“tj_u,' ol slaaall y Slarias Adlal!
services discussed 2 S AR
3 & Not Applicable RLNTR Y
g Did the staff attempt to acquire more customer Jal e G 3 Allaie iSH e plae A3 el A3 glaay cili gall o3 Ja F
information so as to follow-up at the end of the visit? oA A B AngGally sl
3 1. Yes O a1 3
0 2. No | %2, 0
If ‘No’, please specify you; cor{n nts: ) il mlads o8 ela NS Y
Qg ok Lo ajLL Faavy ‘r\gcmﬂk@m
A
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Waiting time on entering the branch, before
dealing with the frontline staff:

o O gall Gl pall a Gaadll Gy g A0 Jpha e U1 cdy ]
HECEL I PP D, (B

INT: SPECIFY TIME iN MINUTES:

T e gl Saa s laly

|
0 ¢  QOver 15 minutes [:l j s 15 e S e { 0
1 e 5-10 minutes = 105 e |1
2 s 3-5minutes | D : B3 5-3 . j 2
; 3 e Under 3 minutes a URTIGN, LI 1 3
' b. Did the customer feel like the queuing system . . s ;
b Troaea JOO Jaay el A UEDYE QRS ol Bga 3l a2 6,
functioned properly? i o ne P OHA A A
0 . aaltlneumg system did not function at D BY1 e dg ¥ iall 3 IV p e o
s Queuing system functioned, but it . . ) . C g i
1 gadt my aall Pl )
worked with a few impediments D S & O O St Al 1
» Queuing system functioned and it Jud S8 5 & gy Jamy il 3 LY WU e
2 . : . | 2
worked quite easily and efficiently Lo
*  Queuing system functioned and it JSy g Aeld A g oy i) 3 ALY AU ) e
3 . ’ O : 3
worked very easily and efficiently Jlad
e Not applicable E ETINT -
¢. Time taken for the “purpose of the customer’s visit (e ) gl 36 &g 5l 305 b AuD" Jal e 01 Gl g S

to be fulfilled once reaching the counter:

oo ait

INT: SPECIFY TIME IN MINUTES:
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H. Additional Comments on Visit 2okl At AALSY) Cla_dial) . j
(If any): (e ) i

fh{w‘bv AC  Acom J&v

A JIEEN (S - B W~ I
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~ fhevida le,kp,udj Laahw

AT
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End of the Survey Thank you very much...
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G. TOTAL Branch Score
(Total unwe|ghted branch score, summing all sections):

el o , ‘ Tonl Points Scored inthis | - Total Points Allocated /
“Section | Parameter Under Evaiuation Area; - Parameter

Cc Branch Presentation and Customer Facilities

D Greeting and Soft Skills of Staff

E Staff Capability, Knowledge and Cross-Selling

F Timeless

TOTAI. SCORE

HpnBY S gan o il Ran pall e W pan)

£ Al Bl £ paana Kel

— Jolal flaead LS £ gages | - spaallt B Lpaadd WED £ gape 0! oy ) Jaladt gl
$3250 Al gl 3 @ AN apil <
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