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1. Bank Visited
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QOpening a Savings D
or Current Account > <

Hausing Loan | LS
General Enquiry relating to a D AP A e e Blale ple il 2

) ' L 3
specific Product, Service Car Loan B e o S ;

and/or Facility Educatignal Loan E a3 a3 gl SpaldS saa o [ g andiddl S8 daly
INT: SELECT AS RELEVANT AND/OR - hd
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3 |1 Yes = a1 | 3
| 2. No O % 2 ;
i.  Specify: ; 1 e
L
o
ii. Specify time taken to find parking: min. [ G il g St 3 2
4.2 Entrance to Bullding ol D aial 4.2
a. Was the Entrance Clean? U Jaaa A8 A )
31 Yes & i1 3
0 2. No O 3 2 0
If ‘No’, specify “Why / Describe how” the JE S s gl 10 aam il e PNEY el A8
entrance was unclean: ki e Jaadl

b. Was the Entrance Convenient?

Plania Jiaall S 0 o

3 1. Yes

a1

3

0 2. No

O}
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if ‘No’, please specify “Why” the entrance was
inconvenient:

N
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Was the branch premises clean?
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Y o R

o oA el LAt

AR De T g Y
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3 1. Yes

0 2. No

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

13

0 2. No
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i if any:

If '"No’, please specify “additional comments”,
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b. Pamphlets, Leaflets and Brochures on display?
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a. Were emloyees present at over 90% of the branch

3 1 Yes & M]3
0 2. No O 2| 0
If ‘No’, please specify “additional comments”, PP TC ORI -0, TR PR | WP PR 'L G P | LAY
if any: “Daday
c. Branding material up-to-date? Takian dy aal Slolall 3 g J4 S
3 1. Yes X mid| 3
0 2. No | 32| 0
If ‘No’, please specify “additional comments”, O e ital Slaada” saa dliad e MOET gl A1
if any: Wk y
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desks and counters? fhaait
3 1. Yes | 1|3
0 2. No O 2| o0
If ‘No’, please specify “additional comments”, Al aa " s Hliad e TS gl S 13
if any: e g

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

3 1. Yes & 1| 3
0 2. Na O w2| 0
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If ‘No’, please specify “additional comments”, S = -+ e _‘L‘:
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¢. Were all/almost the entire staff wearing name
badges?
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3 1. Yes

a1 3

0 2. No

382 0

If ‘No’, please specify “the approximate
number of staff not wearing name bagges:
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a. Was the area surrounding the ATM and CDM

‘_,...\_,_.,E.gim1 Elagly AN il peall 3 gl Dyaadt S SIS e |

machines clean and presentable? Y V-
3 1. Yes B4 -1 3
{0 2. No 3 wol| o
} If ‘No’, please specify “Why / Describe how the | | S GS Caay 0 2w sl e MBS L yal! S ~;j1 ‘
! area was unclean: ‘ Y I
L | !
b. Were the ATM and CDM machines functioning? | Toaad ki) £ lah g (Y il el Pl S8 A u
3 1. Yes E 1 pai 1 3
0 2. No d wol| o

If 'No’, please specify “the time at which at
which the ATM / CDOM were not functioning
(and specify which machine, ATM or CDM):
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¢. Was there sufficient cooling in the ATM/CDM area?

CATM/CDM 43hais & ya Gl gl 3y 0l ol Sa o

a. Wasthe branch alr-condltlonmg fuily functlonai
and sufficient?

3 1 Yes O S0 I

0 2. No | 2|

3 3. Not applicable R GhuyY.3] 5
If ‘No’, please specify "the time at which at A Jasg o G301 o G i Al e MUS gl S 1)
which the cooling was not functioning da Sl sl
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3 1. Yes X a1 3
0 2. No O 2| 0
if ‘No’, please specify “Additianal comments / frAdls) Sidaallat saa Sllnd e MBET gl A6 1
Describe how it was insufficient: DS S o) S e !

b. Did the branch possess sufficient lighting?

THS 5Ll g A s b

Describe how it was insufficient:

3 1. Yes m oni 1 3
0 2. No O w2l o
If 'No’, please specify “Additional comments / JMAdlal et s SMlad e MUE L galdl CAS I

S S8 o i
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¢. Did the customer have sufficient waiting space / T il e (o S 06 [ BN A0S Aales Ll TS JA S
seating area?
3 ¢ 1 Yes V| 1| 3
0 2. No O w2 0

b L Taatln! Slaa M saa Sllias la JUUS" L gand S 1D
if ‘No’, please specify “Additional comments / i [ J‘_Ls AS ; - ~_‘5 1
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d. Did the customer find it easy to follow the signage ! ..

i s e | il £ AN AN A8 g palt SR AL g oy (0 g 30 Ut O S
within the interiors _ofthe branch, indicating different ot Sunly () 1A dlie ) 325
counters/ work stations?

3 1. Yes PN | 3

O
0 2. No ia v2| o
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5.1 Greeting of Customer

+

o 3hy ey 5.1

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

Te il adgha g AN Gaudall o b allliga 3 4 A

| =  Nogreeting / acknowledgement

v._'l)ns,"-—u-\_‘ _):\1 L]

randl i Ca 33 10 UV aa I .

E s Greeted within 10 minutes of entering
I

*  Greeted within 5 minutes of entering

Lol Sy e B 5 S e

W=

} ¢ Immediately greeted on entering

B0O0/0

W N = O

Saanll Jyh jyena B e

b. Did the staff either / ar:

1ol gaals il gl pB A o

a. Ask for the customer's name?

el ad e

b. Greet the customer by name?

faad 8% as Jadi a0

*  Yes, the customer was greeted by name /

,iwi;puhlwlﬁeiuh.__-*ﬂhﬁﬁ.ﬁ_ﬁ . 3

3
asked for his / her name E Ly
*  Ng, the customer was not greeted by e g/t S3 IR TPVL FINIVENg | [P TR S L |
0 . O . 0
name / asked for his or her name et ol
(LT RV i R PRPL I A7 DO SO T - WL -
c. Did the staff ask, “How can | help you today?” o 3" i "‘: 'JL“! n"]: L:
and Probe the purpose of the customer’s visit? ’
3 1. Yes, the staff did this Ayl gl plE S cpai ] 3
0 2. No, staff did not do this O Yy i pall oy o NS 2 0

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

Ralialfalaital o sl Al guiall 4 dalel &S g0 .S

1. Yes, he /she was redirected on the

3 basis af his / her needs

alial/aialial AV (5) haalt 40 yi sile 30 501 cani 1 3

2. (OR) The first staff member

J5 daaad) 4 N 3N LyYE el yall ednld (4)) 2

the ba5|s of hIS / her needs

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

3 e_n.counterec.i probgd the nature of Bl fos's 5 a5l Rad 3
visit and assister him / her
o 3. No, he / she was not redirected on

eilaidaladabia) 0 4 il solet 34 o0 S 3 0

o_hadlinal g-ﬂ h-ls_}dlhu Jl t

customer enquiry?

0 *  No, the staff were not at all courteous D DY e A cabgadt S8 Al 3S e 0
s Yes, the staff were quite / reasonably . . o . e .
! 4] adlly als gl Krign
1 courteous b s fA) e AWty i gl Ja5 il cpai e 1
2 *  Yas, the staff were courteous O Sl il gall A8 E et e 2
3 s Yes, the staff were very courteous D ALyl algall S Gl e 3
b. Did the staff demonstrate “active listening” on fpaall el ' pla) slial” il pall 45) Ja o

*  No, the staff did not demonstrate

| $lial il gall IS
o active listening O i e gall By o . 0
*  Yes, the staff listened quite / : . .z . Ce
1 ' 4 i) kb gall b il .
reasonably actively E Lot g Rl gshe A oy B gal) s pe 1
2 e Yes, the staff listened actively El Latay) i gall ol il cani @ 2
3 *  Yes, the staff listened very actively D Al e G B gl gl i cani @ 3
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Did the staff appear confident?

Tacdi fpa (g a0 o il gall B g6 D

i
Na, the staff did not appear confident E

| . O ki a B Al e gl e T MS e

I *  Yes, the staff appeared quite / . T L s

| e Sl s }y 4t il gl g

\ reasonably confident w j On Bhy Al o i gl g oo

} *  Yes, the staff appeared confident D Akl G Bl A e Ll gl gl

] *  Yes, the staff appeared very confident D Al e Ll By Al e Calngall ghaat #

i :;ith. List the names of staff interacted | e Cibela ) S ) pa] SH L8 i
: R A i .

\ o Mr/Ms & wakl LU 0 A Aad - Wi e
s Mr. /Ms. u 2 = FUPAHE IR .
e Mr./Ms. 3 it/ aalih .

Mr. / Ms. 4 Ladl/uil e




6.1 Staff Capability -

okl gal 3 b 6.1

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

T S5 Ll Slaiial Aagl f sV kB sall 3 Ja 1

3 1. Yes

a1 3

0 |2 No

0K

—-

%S P oo

| If ‘No’, please specify your comments:

s

. IR -] 1
2 e el "

W
: izt
T .

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

T Slattal Fliny lad Aoy il galt 48 S8

3 1. Yes

a1 3

0 2. No

O

2.2 0

If ‘No’, please specify your comments:

A il 8 i, S 1

¢. Were the staff able to cater to the needs of the

dai 3o lees wilh (193 (e G 31 Slaliiad 4355 Cilh gal) £ Uil A L

customer without seeking the help of a colleague? L > P
3 1. Yes g\ a1 3
0 2. No O % 2 0

if ‘No’, please specify your comments:

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

) pladad a e ST

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

ha g halt ALY plas fIS 08 AlaYT Cilh gall plaiad b &

3 1. Yes = o 1 3
0 2. No | 3 2 0
3 3- Not Applicable Gy Y .3 3

If ‘No’, please specify your comments:

_-;?.l.gl) :L..n_.l_‘b ‘ni ;l@_) T ‘.)_l

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

Oh Alma Aisd [ogma e Jo a1 e T 08 CilBgall 8 2303 g

Ml dal SR e 400 5 e a0l o e JUBINIM cuiys Ji Llb

3 1. Yes D PN | 3
0 2. No O ¥ 2 0
3 Not Applicable X Gy Y 3

If ‘No’, please specify your comments:

I gl A o, o
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a. Overall was the staff weli informed on Bank Sl p Siladiay
Dhofar's product and services?
0 e Notatall informed O Y e lageaad ol e , 0
s Wellinformed an at least a quarter /a !
Zarid g Sladiall e (LN A 3 i
1 few of the products and services |:| i o A [ “’ﬁ,:;l:& ’“'; ‘ .
, discussed , > 1 |
5 { s« Well informed on at least half of the | @ i a2 sl y Jazidl ciai e LI T 1‘ 2 ‘
! products and services discussed l et l
! « Wellinformed on at least three- . ‘
Tt e ST g plu b alNS AN las
3 quarters or more of the products and | [] ' S &H e ”“l :!L "T * 3
services discussed : o ? 1
b. List the details of the “main purpose of your visit” pkll A o LaS) ME G50 y-""',)"] u'l-o-“"-a Alais day é.'a_,.. .
(as per SECTION B); rate the staff on the level of "Siesdll g CAaTially (Faial &b mall 5 geae” 5 Cpdb gall aplly #J He
“product / service knowledge” in this area: :dihiat 23a b

D el Ga el AL o sy
INT: LIST THE CODE FROM SECTION B.

a * No knowledge at ali D AU Lo sy e 0
» Well informed on at least a quarter / a .
Slaadl g Silatiadl 1 : ro
1 few of the products and services O 3 Sl Ju 8 ) e J;:f - ,.l._‘ ¢ 1
discussed
2 + wellinformed on at least half of the E A il y Slatidl cheal Je BV e W )
products and services discussed Lyiodlia
« Well informed on at least three C o -
cilaiidl e 80 g i A0 B
3 quarters ar more of the products and | [] il e S g R 2 "h ?lu ¢ 3
. . Lgisilia P Silaasldty
services discussed
c. Did the staff attempt to “cross-seil” other products Slaad y Sialiad ALY Gl o aldll A glaag Lilh palt plB S6 D
and services? i
0 e No cross selling at all D Ayl o Alayl ol dlag pipl  » 0
1 e (ross-selling after a lot of prompting D O MYl G A0y HaY) aodl Alaay W3 e 1
e Cross-selling after a little / some . . . . .
21 hheadeaY { K" PR IS0} | dolany Al
2 prompting m = Hon Gl s gl Glany 3 0 2
3 e« Immediate cross-selling attempt D S e eyl adidljan i 3
d. Didthe s_taﬁ explain W:ny Bank DI'!ofar’: produc}’s Ll gl A iy Cieasip et 1S £ 5y wiBpal o8 a8
and services possefs a “Comparative advantage o) gl a2 the gl
relative to competing banks?
3 1. Yes E\ a3 1 3
0 2. No O X2 0
If ‘No’, please specify your comments: bl s o ey ST
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e. Did the staff attempt to provide “complete
information” on Bank Dhofar’s products and
services, along with relevant literature?

Ciladi y Slplie 08 ALl D gl dhithe Y 4 flaney il sl pid G4 Lz
Paluall 13 i) A i oLy

INT: LIST THE CODE FROM SECTION B,

‘ +

. . i
& plh (o S0 RIS B 1l |

0 * Noinformation at all D LY e Slepasy e o
* Information provided cn at least a : T ik e ) fa B s e ;
. AL e | ] - ; = &
1 quarter / a few of the products and ! E et et o 1
services discussed o AT
2 e Information provided on at least half D 1 Siatia’s Aaiall i fed) cdeal Y1 LB clae @ N
of the products and services discussed e o5 Al ity ;
= Information provided on at least three . - - ;
Sl pinall e 51 gl £l A WY1 e allac!
3 guarters or more of the products and D )M“ ::‘_,.s '.’.! EJ . f "f‘@ : 3
services discussed &t T
3 *  Not Applicable ! Balals Y 3

f. Information on relevant procedures,
documentation and follow-up method?

Padaal) 03 Aagtiall 43R0y ChaTieaall y cSilp ) 2 Yl Adlete Cia glea

INT: LIST THE CODE FROM SECTION 8.

i el (e ol AYESY B 1 il

0 + Noinfarmation at all

*
(=]

IV e i glaa Y

* Information provided an at least a

Aalecal Sl plaadl S BN fao; Y1 e plac) e

1 qualjter / a few of the products and E e gl Gasaly Cilaiialy 1
services discussed
2 e Information provided on at least half 0O iaiially dilaiall i plaal! cheal Y 6 plazi @ 2
of the products and services discussed Lt o5 A Zieaddiy
« Information provided on at least three . sei T
D glaalt e 581 gl L ADS WY L sllar)
3 qualtters or more of the products and E] Ll 5 21 lasally Zdpdialy Al 3
services discussed
3 s Not Applicable Gy e
'3 Did the staff attempt to acgquire more customer Jal G gt Al 381 ile ylae 43 sl & ghanay il palt 2B JA ¢
information so as to follow-up at the end of the visit? 3 b Al (A Aaldally sl
3 1. Yes | a1 3
0 2. No 4 %2, 0

If ‘No’, please specify your comments:

3
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7.1

Tleless

7.1

t
|
|
L

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

o 93 g0t (kB pall aa Sl By AN gl

e LYY S
1 Aaadl adl g 6 [ ala) daih

. INT: SPECIFY TIME IN MINUTES:

AN e 2 g saa sl

0 e  Qver 15 minutes | G415 e K . 0
e S8 ‘
1 ¢ 5-10 minutes D ‘ AL 105 e : 1 |
1 .
| 2 ! e 3-5 minutes ! i 5-3 e 2
— t ;
3 e Under 3 minutes mj SR e e 3
b. Did the customer feel like the queuing system e R s : e e .
functioned properly? Tl Sy oy sl 8 DY) pBS L S5l A
+ Queuing system did not function at
0 al Esv O BT e ey ¥ il A SIS e 0
s Queuing system functioned, but it . . o e
1 1 gadh oy s i)l 2yl Wi o)
worked with a few impediments D He Aol el e Nt it 1
2 s  Queuing system functioned and it 0] Jad S0y Al ey Say il B UG QU e 2
worked quite easily and efficiently Lo aa
3 * Queuing system functioned and it D S8y g Al Al gy Sy el B Ty pli ) e 3
worked very easily and efficiently Jlad
= Not applicable & Gy e -
c. Time taken for the “purpose of the customer’s visit Mg A gl Xio G g3l 855 cian 4B Jal (e dd0 Ch gl
to be fuifilled once reaching the counter: " Asad
INT: SPECIFY TIME IN MINUTES: ‘L‘ T G cBll 3aa rlaly
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H. Additional Comments on Visit T 150l Alladall 4 8LaY) Gla Thal A
{If any): (2 )

End of the Survey - Thank you very much...
Msa 1588 — G L
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G.  TOTAL Branch Score
{Total unwenghted branch score, summing all sections):
. o TotalPolntsSmredinthls . Total Points Allocated /
f Sectlon Pameterllnder!valuatlon . Area:’ _ C T porameter |
C Branch Presentation and Customer Facilities
D Greeting and Soft Skills of Staff
E Staff Capability, Knowledge and Cross-Selling
F Timeless
3 St ! ¥
L - TOTAL SCORE )
£ Al BliS & gaae Re
_ (?L.Sﬁ‘l Js o ;th.U i_'n_\)‘]'l e Tl tw)
Jaal a0 p yapa | ok b Kgaaal AN p gupe o) i g Jdal |
‘_L’J‘).uw‘ i lu’M’lJEﬂlﬁm i
Cobl gll O gea g g 2N &
ALY o Glas 5 43 00y okl gall 5 a8 z
i;li_’.h ol
- DU £ gaqe
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