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Was Customer Parking Instantly available for the
Mystery Shopper? . ‘

Tasih e 3 b g AN Jyeidadl 29y 0 4.1
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a. Was the Entrance Clean? TUAT Jaad) S Ja
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If ‘No’, specify “Why / Describe how” the S CS o /Ml ada Sl e ST el IS
entrance was unclean: Ry - RN PR
b. Was the Entrance Convenient? flaclia Jiad) 228 4
3 1. Yes ] a1 3
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If ‘No’, please specify “Why” the entrance was
inconvenient:
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a. Posters / Branding material present on doors, walls
and windows?

“’.‘.ﬂl_,.d‘_gbl Ay .uly']'\usg_,hauhﬁﬁ[um.\;,”& i

3 1. Yes D asd 1 3
0 2. No & w2 0
} If 'No’, please specify “additional comments”, ! S Silaa et s oflad e SOE" il DS 1S
! if any: . | R
| e (s

t

CLL»j Lfﬂ‘lu;uuq D@M
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a. Were employees present at over 90% of the branch
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desks and counters? fllail)
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b. Were all / almost all of the staff neatly and
professionally dressed?
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c. Were allfalmost the entire staff wearing name
badges?
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If ‘No’, please specify “the approximate
number of staff not wearing name badges:
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a. Was the area surrounding the ATM and CDM

i R L SRR S gty T L vl B30 _4.6

Cran g ciyBii 30 £ 14Ty N b eadd B gt Juaclt ST CAS A

machines clean ond presentabie? ? gl
3 1. Yes E\ ani 1 3
0 2. No O w2 o0
If ‘No’, please specify "Why / Describe how the | SN ey A o alliad e SN Sl gall S D
area was unclean: ! eal e AW

b. Were the ATM and CDM machines functioning?
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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 or CDM}:
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€. Was there sufficient cooling in the ATM/CDM area?
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a. Wasthe branch alr-condltlomng fully functlonal
and sufficient?

3 1 Yes R 1y

0 2. No 'l B2 g

3 3. Not applicable O Gl ¥Y 3] 4
If ‘No’, please specify “the time at which at A Jaey ol o201 " aa Sl e "NEY Ol gadt S T
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Describe how it was insufficient:

3 1. Yes o 13
0 2. No O w2 o0
if 'No’, please specify “Additional comments / ["agdlal ZlanNa® 1as Sl e ST i gall SN
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b. Did the branch possess sufficient lighting?
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3 1. Yes X 1|03
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If ‘No’, please specify "Additional camments / FUAd el Sllan Mt sas i e NS gl S 1Y
Describe how it was insufficient: S S W S ia
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¢. Did the customer have sufficient waiting space /
seating area?

S sl 2o e oS e fUEITL AAS Aaiens Lall (S a2

3 1. Yes

ad 3

0 2. No

As 2 0

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

Al Ghha e s Slad e UUET byl 1800
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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?

Al g £ AN JA13 A8 g galt LTI L gy ey OF g M plREL G4 L

€ oaall (Sl p (SASalt) A i ) 33

3 1. Yes

a1 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
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a. Was the Mystery Shopper “promptly greeted / TE AN Al 8 AR faedall e i atitga S 45 06 )
acknowledged” on entering the branch?
0 * Nogreeting / acknowledgement i | i Y e Q
1 »  Greeted within 10 minutes of entering | [ ] SRTVERTES TSV U O [ 105 ENTER -+ 1
2 s Greeted within 5 minutes of entering D Sranll Jahs e BB S JNA a e I 2
3 + Immediately greeted on entering ; E Jeandt iz eima B e ' 3

b. Did the staff either / or:

Sl saaly t.iEJA.“ ‘nls I3

a. Ask for the customer’'s name?

?JLI-I-I-" f“"'l o VL .i

b. Greet the customer by name?

?M..\_}S.‘:CAJMAL.._:;J o

FUE VWIS L,’m!)ﬁ_\e_ﬁnlh_u;ﬂ PR .

3 s Yes, the customer was greeted by name / I:I 3
asked for his / her name e
0 s  No, the customer was not greeted by E LWL P P R WIS < YDA (PV5 PRNIITPR | PR LS 0
name / asked for his or her name R
B (o peaklinn) g "0 ) dha s TS CRS" (i pal) e JA
c. Did the staff ask, “How can | help you today?” gl 3 e e "f “] nd; L:
and Probe the purpose of the customer’s visit? ’
3 1. Yes, the staff did this X ALy iyl 5 5 ani ] 3
0 2. No, staff did not do this O Al il ) S oS 2 0

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

TgTaliafaal o ply Al (§gdall 45 051 3 OA 5

1. Yes, he/she was redirected on the

3 basis of his / her needs

Leflatsial/aTalial L (3 panll 4pa o3 53le 35 280 caal ] 3

2. (OR} The first staff member

2 anll 4 R g3 gV ki pall el () 2

the basis of his / her needs

a. Were the staff courteous on the customer makmg '
his / her enquiry?
T

3 en::ounterean probed the nature of laaelo oty 5 30 Aus 3
visit and assister him / her
0 3. No, he [ she was not redirected on Letalga/alalial L) 4 it Sale) 55 4 (36 3 0

' °1 36 Lsa 4._,.,5 L;Ut..uul 2 d.a i g (S b b

customer enquiry?

0 ! »  No, the staff were not at all courteous | [ ] AR e Bl ciBgadh 8 W0 S e 0
*  Yes, the staff were quite / reasonably . . = . .
1 4] AL il gl 5 38) ¢
courteous E B ALy Wiy oyl a3 ol s 1
2 *  Yes, the staff were courteous D i L i Lt P 2
3 *  Yes, the staff were very courteous D AL ol o pall S A e @ 3
b. Did the staff demonstrate “active listening” on flrall Jladinn¥ " alal slial” CiB galt Bl 6 o

*  No, the staff did not demonstrate . . .

0 L i syl plaal b pall gl al 23S

active listening D il > o * 0
1 *  Yes, the staff listened quite / D Lk 5243 /A gk Ayl i gl i) il el @ N

reasonably actively i > /R ’ “ &
2 e Yes, the staff listened actively E Lolay i gall it il iani @ 2
3 s Yes, the staff listened very actively O Al e G UGByl Lhat il e @ 3
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Did the staff appear confident?

Tk (o (Bl gAY e B gall B A D

No, the staff did not appear confident

k] (g Ad) e gl ey Al S

s Yes, the staff appeared quite / . .. ,. . .
)} S A Iy 43 byl g
reasonably confident O]} oo e On Ply Al e iyl g o0
e Yes, the staff appeared confident E il S Bl 0T e gl g ams e
e Yes, the staff appeared very confident | [ ] ki e Lalad Bl g A o il !l e iaai e
: d. List the names of staff interacted . T U TR
. with: Sade Dl Oyt Sk gl plat 821 o
e Mr./Ms, ﬁfﬂd o kmp\ic_/ 1 Analf el e
; e Mr./Ms. L 2 Lol »
; e Mr./Ms. 3 Al il .
j e Mr./Ms, 4 Vol ladll e
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6.1 Staff Capability

Y

6.1

© 1A ULk Loy Cabfin] Aah (f kil B gl o8 b

a. Did the staff frequently probe the nature of the
customer's needs?
3 |1 Yes a1 3
0 2. No O w2 o0
If ‘N¢’, please specify your comments: ) s ol UM
| a
|
!
b. Did the staff actively attempt to anticipate e . e s s . -
fogn il Slalia)  fliuy Qad 4 glae ib gl W3 s,
customer needs? ! G claial Jui Sy B B O
3 1 Yes & | pai 1 3
0 2. No | 35 2 0
If ‘No’, please specify your comments: AR plasads a8 2la ;IS 1Y
¢. Were the staff able to cater to the needs of the aa) 300 e wilby (g 90 O g 3 Slalital A Lib gall pihiul a4 &
customer without seeking the help of a colleague? Pela 3
3 1. Yes [4 a1 3
0 2. No B %2 0
If ‘No’, please specify your comments: :_Jljj iy a8 ela ) A 1)
P oo ome "Bk
INT: {F the Answer Is YES , so the answer for Q o /
D should be Not Applicable
d. Were the staff able to answer all / most of the i '
questions posed? Taa g hall ALiY) aliee 08 06 Alat il ) plaia) Ja &
3 1. Yes B4 U 3
0 2. No O 32 0
3 3- Not Applicable iy ¥ 3 3
If ‘No’, please specify your comments: i) Zliad 4 Gl IS 131
e. If the staff were unaware of the answer to a b i AL fopma Qg Jo ALY e 10l Cili pal) (S5 A 13) .z

particular query / queries, did they politely “ask
you to wait while they double-checked with the
system / a colleague”?

Tab 3 dal Al e BR0 5 e 8D Sad e LRI Cudgss i ik

3 1. Yes | a1 3
0 2. No [ 38 .2 0
3 Not Applicable Sahiy Y 3

If ‘N¢’, please specify your comments:

A s A8 Sla ) <"UET Y




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

"'W\JHMJM!Q}J d_,a-u"ubwlh_’.d\wu‘ﬂ; (l_l
AJ.ha..l\o-\AVI

1&3»
- 3 ﬁ‘ R ""“%
a. Overall was the staff well lnformed on Bank |
Dhofar’s product and services? ! ° ik 4..,
0 l s Not at all informed O ' MY o Dlaglaeand jul e 0
¢ Wellinformed on at least a quarter / a i e e e "
= 21 Shadiall - 1] || . Pﬂ i T
| few of the products and services O ‘ 3 Satiall oo G e e 3 - ?‘T : 1
l ; q......a!-.u puaps | |
' discussed ! |
| 2 s Wellinformed on at least half of the D | O A Shecdlly Ziatid) cheal e Y e i 5 !
products and services discussed ! ranc)
s Wellinformed on at least three- | . o
] Slaidl e S g B8 B e
3 quarters or more of the products and E I ) oA EHJ L J,.‘ ‘:" et 3
. . ! iillia oS ~.,..'..'I R PR
services discussed i
b. List the details of the “main purpose of your visit” POFUIE PRt R PV PR RS UUDWR TSR S [P TPV

INT: LIST THE CODE FROM SECTION B.

DY TSR R Ft Froe

¢ Well informed on at least three

0 »  No knowledge at all O ALY e ag Y e 0
* Well informed on at least a quarter / a . .
el y Slaiall J) e Y
1 few of the products and services O 3 il Do S e 2 - “"k ,.L._, * 1
K PRk A "_J'l
discussed
2 »  Well informed on at least half of the D a5 A il y Ciatiall vl e Y e Jlay e 5
products and services discussed Lgioilia

3 quarters or more of the products and
services discussed

il oo 3 o pLTADE BYI el e
e o Al Shaaally

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

c. Did the staff attempt to “cross-seil” other products Slasd g Cladial " oY) it G pLAL A oy il galt S8 Oa .
and services? S A
0 ¢  No cross selling at all E] ALY e S adl Gleas il e 0
1 s  Cross-selting after a lot of prompting E] S i) e K ey Al i Ade JE @ 1
. - s . - - .
2 ;C):z:::f.:gg after a little / some ﬂ Ol ) (0 N 30y aY! el Rilans 0 o 2
3 « Immediate cross-selling attempt D Sl e ey adl U as 0 e 3
d. Did the staff explain Why Bank Dhofar’s products

ALai1t gl U oLy clal y Cladie 13 Py cilh gal) B Ja S
STV TR U I DR T T PR P

3 1. Yes

P~ 1 3

0 2. No

ORx

3s2, 0

If ‘No’, please specify your comments:

il i o dla ) ST 1Y)
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e. Did the staff attempt to provide “complete
information” on Bank Dhofar’s products and
services, along with relevant literature?

Chatd y Slatia 0o MALLS Gl plae” ilhe Y A ylas; cilhgall o a7
falall il Slyith ma il Al

INT: LIST THE CODE FROM SECTION B.

P U P AR T PORH

0 e Noinfermation at al! * R PV PRV S | o
¢ Information provided on at least a A e ghaal) S R i YT e et
e Ol gpea] e b M 3 v —ac L]
1 quarter / a few of the products and vl = = 1

services discussed

:!f";'_:_‘;‘_f‘-r-_"t = |‘:"-J~'_':_"'-‘L_:

e Information provided on at least half

STl At e dend B 6 el

| |0 0O |0

2 . .
of the products and services discussed T 1 Siaadll 2
e Information provided on at least three Lo s ;
e paall e S 9 ol A0NG B ]
3 quarters or more of the products and HJT:__:!Z);J‘S ',’“ ﬁ,,"' 4-'13-:3‘2“5.-..‘?:‘ * 3
services discussed & I
3 s Not Applicable O 3

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

Talall ) Aabiall 4y Silaliaall y oDl oY Al Sileglaa 2

INT: LIST THE CODE FROM SECTION B.

O IR PR L I FONS

0 * Noinformation at all D A e SlagaaY o a
¢ Information provided on at leasta P .
Gl il yladd - N faa B (9
1 quarter / a few of the products and O M o d’i ."E_‘ Ji? "h e 0 1
. . e af ‘r\h ._1\.‘.13..“, Slatialy
services discussed
2 + Information provided on at least half 0 Sl Gl i glealt chal Y L6 plac) e 2
of the products and services discussed Lgieflia o5, A Zileaill
e Information pravided on at least three . - .
e glaall e 80 g gL AN AW o clec] e
3 quar:ters or more of the products and @ L8 5 Cilasdly latiall, dileidl 3
services discussed
3 e Not Applicable GeaisY e
-8 Did the staff attempt to acquire more customer Jal O Lipe iy Ahiade ST e plae 8 mal A oy B gall o8 A F

information so as to follow-up at the end of the visit?

T 51 i B Aty ol

3 1 1. Yes

Y

po 1 3

0 2. No

Ui

352, 0

If ‘No’, please specify your comments:

i il o ela S 1)
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7.1 Timeless < g 7.1
| a. Waiting time on entering the branch, before o O 93 palt (il gall ae Jalallt Sy g il Jgda 2 UBINT Gy |

dealing with the frontline staff:

D Aaid) adlpa o /Al Ba)

INT: SPECIFY TIME IN MINUTES:

|
;0 e QOver 15 minutes | O ! G150 O e o
L1 e  5-10 minutes 0| 33:10-5 e | 1
L2 + 35 minutes ! Fi5-3 e | 2
3 e Under 3 minutes D VO (PR TR 3
b. Did the customer feel like the queuing system o . s e )
¢ Jek wiial) fi-vhi RS - HR IRV U P
functioned properly? & Sy e e R
eui did not function at
0 . gltlj uing system ai uncti D DY) 5 ong ¥ il ) i e o
+ Queuing system functioned, but it roloL. ; ) A .
1 gl | oy - —hall Lty pldat o)
1 worked with a few impediments L. | 2 e OS0y Jaay o BT plal G e 1
2 * Queuing system functioned and it E Oud S8y g A gy oy hall b DY) Gl e 2
worked quite easily and efficiently L
3 * Queuing system functioned and it ] OS5y Ll A ppey Sy cial! A ALY G e 3
worked very easily and efficiently Jiad
+ Not applicable D R TVRTR .
¢. Time taken for the “purpose of the customer’s visit altge A Ul 3o opa 3 00 chad 4B" Jal Ga M g &
to be fulfilled once reaching the counter: 2" Aaaid)
INT: SPECIFY TIME IN MINUTES: \l :d.i&.ﬁl TEVERL I T PR
£ 7.4 &
fa 3
s B
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H.

Additional Comments on Visit

50 L Al AdlaY) Cila TRl .
(g )

(If any):
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End of the Survey - Thank you very much...
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G. TOTAI. Branch Score
(Total unweighted branch score, summing all sections):
. section - l' ot " I Evaluath Total?olmScoredlnﬂ'lls TotalPolntsAHocatodI
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C Branch Presentation and Customer Facilities
D Greeting and Soft Skills of Staff
E Staff Capability, Knowledge and Cross-Selling
F Timeless
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