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A. Details of Visit 50l Jeald -
Bank Dhofar K il
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National Bank of Oman D el ik gl S a3k 53 St g
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Other Bank: - Al
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4. Branch Region ;_D}\UQ‘L - i 4
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General Enquiry relating to a
specific Product, Service
and/or Facility

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

Opening a Savings D
ar Current Account

Saving Scheme
Housing Loan
Car Loan
Educational Loan
Credit Cards

Personal Loan
Double your Salary
Offer

Youth & Student
Account
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‘ . Was Customer Parking instantly available for the

entrance was unclean:

Mystery Shopper? a0l 6 § e il ga ARN) Seld 29 0 4.1
3 1. Yes m axt 1 b3
B 2. No O u 2 i
i. Specify: o
ii. Specify time taken to find parking: ___ min. am i ga s a0 B Y e
4.2 Entrance to Bullding wripal) B Jedall 4.2
a. Was the Entrance Clean? BT JAaah S s
3 1. Yes [ a1 3
0 2. No O ¥ 2 0
If ‘No’, specify “Why / Describe how” the

SIS MRS o g AR s3a Al e "US" ol gl S 3
el e Jasd

b. Was the Entrance Convenient?

Tlanalin Ja2a) 208 A 0
3 1. Yes X w13
0 2. No [ 2| 0
If ‘No’, please specify "Why” the entrance was

inconvenient:

Was th

T Jand S8 3 D" sa ¢ E" ol pall AS 1

SATETE

3 1. Yes ani 1 3
0 2. Nao s 2 0
If ‘No’, please specify "Why / Describe how”

the premises was unclean:

S el Caa gl AL 32 Al e "NS” ol yall S 13
Ak el
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B84 . Branding Materialon: - v F it no]

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

3 1. Yes E a1 3
O

0 2. No

TR 31y o el ) gl g DSk / Shaala 2 gy OA 1

. N8 2 0
! f ‘No’, please specify “additional comments”, Sl Silaa e e ik a SMUSY Ll galdl K
if any: | =y

| |
!

1

b. Pamphlets, Leaflets and Brochures on display?

3 1. Yes m =1 3
0 2. No O w2| o
If ‘No’, please specify “additional camments”, S Al Shaaa san Slah e MUY el SN
if any: Ay
c. Branding material up-to-date? falaa 4y Sl Cladiall g Ja D
3 1. Yes B a1 3
0 2. No O %2 0
If ‘No’, please specify “additional comments”, SF M agilal Dliaa N saa Sk e ST L galt SIS 1)
if any: Sy

LA J:.,...l.' :r-,u."‘!‘

e S

Vs e ,..«a.‘

a. Were employees present at over 90% ofthe hranh ' 551 (4-31& ;u_g g,m‘,m_,,. O %90 Opa _,...'.5 .m,., Uu ‘_}. 1
desks and counters? faaih

3 1. Yes O 1| 3
%

0 2. No 382 0

If ‘No’, please specify “additional comments”, S el Sdaa S s el e fMUET L galh IS 13
if any:

Migac. (Ging [+ g::FémrjeQ{; s f) Ci.bs..kq . -

b. Were all / almost all of the staff neatly and

Ty 135 (b gal) plima s
professionally dressed? 3 = el sy - [Bos o
3 1. Yes i 1| 3
0 2. No | M2 o
- .u‘l R I PR Looh 'pa " " o K
If ‘No’, please specify “additional comments”, T A 2 2 e SISy JS S
. ey
if any:
c. Were all/almost the entire staff wearing name . N . . .
/ g Cpdhani IS (g ikl gald alina £ JS S b .5
badges?
3 1. Yes N 1| 3
0 2. No Ed 2| 0
If ‘No’, please specify “the approximate ) el pall g AT daadl daa Slllad e UDIEY ol gall RS 1

Cai'}

mg‘nb of staff not wearing namg badges:

r attacls U e ¥
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6 .- ATM and COM inachings & - 7! 24~

i

T R g e g AR iy Al ah 53e8) 4.8

a. Was the area surrounding the ATM and CDM

W&Jl—lﬂ.hn‘g.ﬂ.h] &\J,IY]J\'-NM_I'I)\‘:J\ DJ‘.\‘ hgul chladl S48 Ja | }

machines clean and presentable? ! il
3 1. Yes ¥4 M| 3
o | 2. No | S 2 | 0
If ‘No’, please specify “Why / Describe haw the S5 RS el 1A e Sl e MUST i gat S 1Y
area was unclean:

:~—if=-)e= LS |

b. Were the ATM and COM machines functioning?

(RPN S PR VT I

3 1. Yes

1] 3

a 2. No

22 0

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

e A S ) T saa e e ST el ST
il el e g 2m ) Jead Y gl Flaly VY el
(g gl g AN

¢. Was there sufficient cooling in the ATM/CDOM area?

CATM/CDM Ghaia 3 3a vl 91 2,080 S 4 &

& ol 4300

a. Was the branch air-conditionin fully functional
and sufficient?

3 1 Yes O p=i 1 3

o |2 No R 22| o

3 3. Not applicable d G ¥ 3| 3
If ‘No’, please specify “the time at which at LECHEPERIR R I PULRIER I HE IRl L I PP gk
which the cooling was not functioning RN L

- "P‘iﬁ:'ﬂ;f"’}lﬁ Fta et

3a WA T Tl Bt T WL i

*‘aaos-«&-mawwuu_uon

3 | 1.

Yes

L 3

0 2. No

d=

202 0

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

naaial laa e 2aa ALnd e UST el S 1A
2 Y gl
WS S a0 RS

b. Did the branch possess sufficient lighting?

PAAS Bplaaby £l atady A L

3 1. Yes

1| 3

0 2. No

%2 0

If ‘Na’, please specify “Additional comments /
Describe how it was insufficient:

Al Sl S i e K" el S 1
S S Al S iy
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¢. Did the customer have sufficient waiting space /

seating area?

Tou il 30Wha e S 306 /IR A0S dat Lot SIS A D

v T
3 1. Yes El' a~11 3
0 2. No : 2| 0
) Mol e S 2 e NS L el aS A
If ‘No’, please specify “Additional comments / ; fraghsl il 23a Jdd&,‘l::‘\ o8 | }
ol et
i Describe how it was insufficient: ' o i - 4
| i

i
!

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

Wl B A JAN e g gall G AL g pudy O g0 pild b
AT LY T RO T L U R

3 1. Yes

esi 1 3

0 2. No

X0

¥.2 0

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

The, e A 1, Ll

_ . AN S5 )
. /(u.w (et Pias e A o oS5 s

oyl y failal Slaade" saa Hloai e $"NE" Ll gall S 13
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5.1 Greeting of Customer Oy 3Py payn il 5.1.

a. Was the Mystery Shopper “promptly greeted / TE RN N adph b AN Feedal) (Ao i adllfcua Al 43 Ga )
acknowledged” on entering the branch?
0 * Nogreeting / acknowledgement E Saifma iV e : 0
T 1
1 ¢ Greeted within 10 minutes of entering D 1 Jranll Jgd e 310 JMa wza T e | 1
2 *  Greeted within 5 minutes of entering D }L oaanl Jahd w35 A s 3 e o2
3 * |mmediately greeted on entering | D anl JyA0 sebeua 3l e ;3
b. Did the staff either / or: [ 1o saaly i ) o8 A
2. Ask for the customer’s name? sl ot e A
b. Greet the customer by name? faand 85 aa iealy iy 1
*  Yes, the customer was greeted by name / FIE VI W WU B S DR TP FRETERS+ I\ - VS S
3 : O ‘ 3
asked for his / her name e
®  No, the customer was not greeted by LONRIL S W Y VWY < I DG VS FRNITERp. L ARV ) TS
0 ) Bd ; 0
name / asked for his or her name el
W E7 YR Tot VR PR T | 0 o4 DU+ DU IS - W =
c. Did the staff ask, “How can | help you today?” & 2 e ~hs ‘P: J :’:‘ L_:
and Probe the purpose of the customer’s visit? ' 7
3 1. Yes, the staff did this O Ay iyl ol5 il aai Y 3
0 2. No, staff did not do this X Ay ils all 4y o1 (S D 0
d. Was the Mystery Shopper redirected on the ftalialfiiaital e sl AL Jeeball 492 93 3381 35 A o
basis of his / her needs?
3 1. Yes, he /she was redirected an the D RERERVCRERIR S W PUREPTIRPrIrIe 3
basis of his / her needs e o - i e
2. (OR) The first staff member vy - )
e eaall a4y E0 A YT ik pall i [
1 encountered probed the nature of D il Pt :: S ..u.,& - E") 2 3
. i . el foreinyd o3l Anude
visit and assister him / her
3. No, he/she was not redirected on
' Anliatfailalial D A saled 3l W NS
0 the basis of his / her needs E Wiaalaliial A ae gl Sael 3 0

his / her enquiry?

0 e No, the staff were not at all courteous | [ ] S o 3 i gall 0% a1 DS 0
®  Yes, the staff were quite / reasonably . . e .. .
i 4] Aol s gall 328} camd
! courteous O B e e 1
2 e  Yes, the staff were courteous E Jud b di Sl i e 2
3 *  Yes, the staff were very courteous O AL syl alhgal) ST el e 3
b. Did the staff demonstrate “active listening” on Tl e el plical! B pall g5 b

customer enquiry?

® No, the staff did not demonstrate . .
s | g linal aB pall S
0 active listening D il e 3all gy ol . 0
+  Yes, the staff listened quite / : . . e . . .
1 ! Liag) Al s Ady play Ll gall baal | aal
reasonably actively O A B [l # AB gl g ® 1
2 e Yes, the staff listened actively | ey Cill yall gl 8 pai 2
3 & Yes, the staff listened very actively B‘ Gt G S Cili gall ol B iaai e 3




Did the staff appear confident?

Tandi fpa (Bl gaS) o il palt gl 6 &

|
! e No, the staff did not appear confident | [ ] i fpa Bl o s gl e IS s
| | s Yes, the staff appeared quite / Ak a B e Ad e il kol e
| i reasonably confident u i Gt iy 4l B gl B
f 1 ‘ .. e o
| ! e Yes, the staff appeared confident i E Aidi e P o ilgdll gh el e
i *  Yes, the staff appeared very confident | O Akl e Lalal Byl o agadl s a0 e
1 P . |
: ] d.. " List the names of staff interacted e S ) g g wianed 83
: Cwith: e -
' e Mr/Ms, (chadlV FaddV 1 i ad e
1 e Mr./Ms. 2 Loaly el e
¢  Mr./ Ms. 3 allaly Ll .
e Mr. / Ms, 4 Al Ll .




6.1 Staff Capability - -

il gl 3 )30 6.1

i O a1 il el (8 ki hB gl 63 4

a. Did the staff frequently probe the nature of th
customer's needs?
T
3 4{ 1. Yes B4 i1 3
0 |2 No O 2 10
If ‘No’, please specify your comments: ) i ab e ST
!
b. Did the staff actively attempt to anticipate ool Al Juiry Ala Alpla ey il gal s OA
customer needs? Eias
3 1. Yes ﬁ a1 3
0 2. No O 3.2 0
If ‘No’, please specify your comments: il 5 ey B la ST
€. Woere the staff able to cater to the needs of the dal B boa b (g3 Ca G 3l Salal Al Cil galt pllid Ja
customer without seeking the help of a colleague? Tp a1
3 1. Yes B pri 1 e
0 2. No W ¥ 2 0
If ‘No’, please specify your comments: A Thdady 4B Fla ) "3
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 '
questions posed? Tha g bl ALY abaa f38 08 Alay) cili pall flaial Ja S
3 1. Yes X] i1 3
0 2. No M| 3.2 0
3 3- Not Applicable ey ¥ .3 3
If ‘No’, please specify your comments: i mlads a8 fla IS
e. If the staff were unaware of the answer to a O g ALt foma g 6 Y e | old Cili padt 0% 21V 2
particular query / queries, did they politely “ask a3l aal B e 400 5 e JSLT Jpb e SUBIYI Layigty dlia itk
you to wait while they double-checked with the
system [/ a colleague”?
3 1. Yes D P 3
0 2. No O 3.2 0
3 Not Applicable . Galedy Y 3
If ‘No’, please specify your comments: A Pl B ila ST
g
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AN R R m‘f "5‘“‘1

’ a. Overall, was the staff well- mformed on Bank |
| Dhofar’s product and services? E
{ 0 ¢ Notat all informed D !
I
‘ e Well informed on at least a quarter / a | .
Crieaall s Shatiet i . LN L r-\n
} 1 few of the products and services D ‘ iy ol s e B . "'c Ph,’ * 1
1 . i il PP |
: discussed ;
T * Wellinformed cn at least half of the E | S Dandlly Sl deal e B e aday e 2
| products and services discussed | bl
: o Wellinformed cn at least three- ' o
Cadall e 860 o gl b ABNE BV e ala
! 3 quarters or more of the productsand | [] el A aE e . J.‘\ Z"J'] T * 3
LQ-J-—-" (S ) [
services discussed &t 2
b. List the details of the “main purpose of your visit” el A5 a Lag) MU A1 gl dlgie ¥ ad g pd

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

"Ohnsill y Slallally (Fada A el (s hena' (g6 (il pall pily iy +(

«dahia ulql

INT: LIST THE CODE FROM SECTION B.

3 paadl) (o g 4G o8 1ty

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

0 * No knowledge at all B UGyl e algY e 0
»  Wellinformed on at least a quarter f a
Slaaad y Slasiall - ] = Y
1 few of the products and services D e o B e “FW d"yl:h A.'; * 1
discussed A
2 = Wellinformed on at least half of the D A A lazadl y Sladiall chual e S e Jde e 2
products and services discussed Lgiciiia
¢ Wellinformed on at least three .
Slaitdl e i) o sl ) A Y
3 quarters or mare of the products and 'E " e A IE :f i .j'\J “"h "'f” * 3
. . iBie o5 A laaally
services discussed
c. Did the staff attempt to “cross-sell” other products Slaad g Sladld " BLGY! Al o il A glaey CiB gall W0 6 S
and services? PRy
0 »  No cross selling at all D IURY e AlaYl anll ileg s ol 8 0
1 »  Cross-selling after a lot of prompting E SRS G il ey ol Al 8 . 1
»  Cross-selling after a little / some . . . . B,
2 LY (™ = 1 aulaxs 2\8
prompting O J I Oa N ey ALY all Llasy BB e 2
3 + Immediate cross-selling attempt D il Je Gyt pdl Lgas i e 3
d. Did the staff explain Why Bank Dhofar’s products

AL gyl B Ly hand g Cladie 13l 7 5l cdBgall o0 8 &
LB o i e A5 Mgl

3 1. Yes E PYSIE ¥ 3
0 2. No | X 2 0
If ‘No’, please specify your comments: rdli ) Ly o Sla OIS 1Y
10
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e. Did the staff attempt to provide “complete
information” on Bank Chofar's products and
services, along with relevant literature?

+
I
!
i

i g Sladie o0 "ALIS Sl gl iae Y 4 gaa il gall o3 Ja
Piliall =13 SLAST aa b S

1
|
!

INT: LIST THE CODE FROM SECTION B.

l

DPW-UR PR W F FCT AR FIONE

a ¢ Noinformation at all D AUy o Qlagiay e i 0
¢ Information provided on at least a v ;o s vy |
PR LS RV R A 1 ._;._,5\2 Uac!
1 l quarter / a few of the products and O e U’\m I&' e m:_ : [ |
| . - -‘.h-id—l :14 4..'_1 -_'_.n_a.‘.l’, el r
: services discussed } !
2 5 » Information provided an at least half | Caiialy Al Sl el chead B o elae! e 2
| of the products and services discussed Liliiie o S Slaadlly
¢ Infarmation provided on at least three D Ciaslaall e S0 gl gl A0 ED e otac! 3
3 quarters qr more of the products and L2 5 Eaadlly il dilesdd
services discussed
3 +  Not Applicable Sam Y @ 3

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

Paluall 13 dayliadt 4,000 § Slalieadd! 3 (Dle) Wl Akiada Sile glas ¢

INT: LIST THE CODE FROM SECTION B.

S el o ) 4S5 o 1y

0 e Noinformation at all D SULY e Slaplaa e 0
e Information provided on at least a soy .
Friin| QhMI&.m‘l&!J\_Ekﬂdjc ﬁ-uu.‘-! [ ]
1 quar.'ter/ ‘a few of the products and D LldBia o il el hadial 1
services discussed
2 ¢ Information provided on at least half E Ciladiall; Aot Cila yleali Cieai BY1 e clac) e 2
of the products and services discussed LgiiBlia o3 A1 Zhaadld)
+ Infaormation provided on at least three C o P
S glaadt e B8 g gl i AZNG BN e !
3 quarters or more of the products and D e stedl Ju S8 9 Bl S o el e 3

services discussed

Wil o5 Al Sihandlt g Sdatially dlatall

3 e Not Applicable

Gilaiy Y 0

g Did the staff attempt to acquire more customer
information so as to follow-up at the end of the visit?

DT G e Py Tl 4] e yld 28 o) A sy i ) o8 Ja E
30 A b nlially il

3 1. Yes

a1

3

0 2. No

=0

s 2

0

If ‘No’, please specify your comments:

u&, QL{ d " V'} ﬂfﬁ'_L -
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7.1

Timeless

+

g 71

a.

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

o O g2 gl B galh e el Gy f R s b SELYT )

D Aasdll ablga Je [ et bdll

‘ AR e S g1 20 lialy

|
\
|
| INT: SPECIFY TIME IN MINUTES:
i
I

|
0 e Over 15 minutes ] Uda 15 e S8 @ 0
1 *  5-10 minutes D I X105 e 1
b2 e 3.5minutes A 3353 e 2
E 3 ¢ Under 3 minutes E oM. 5 e 3
. b. Did the customer feel like the queuing system o R . s reanyy e . N
; ¢ JEI ey cheall b URSNI GBS AL e .~
: functioned properly? Ta JEy Juty ot I plai Oy S ae b o
0 . ;L':emng system did not function at I:I BY) e ety ¥ il i UEY) ) e 0
1 * Queuing system functioned, but it D gl oSly Jaay il b LTI A e 1
worked with a few impediments & P& S
2 s  Queuing system functioned and it M b JSE) g & gy Sy iall 3 DY WS e 2
worked quite easily and efficiently L
3 e Queuing system functioned and it E JSl p All AL sy Jury —iall 3 jUamiyl plas e 3
worked very easily and efficiently Jnd
* Not applicable D JTVRTR S -
c. Time taken for the “purpose of the customer’s visit a3 ge Il Samo sl 86 Gl 45 ik LB ol o 2SI QB D

ta be fulfilled once reaching the counter:

g 3.0

INT: SPECIFY TIME IN MINUTES:

12
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H. Additional Comments on Visit 13U I Adlaiadl AubLLaY) Cla TRt 3
(If any): (2 )

End of the Survey - Thank you very much....
S5 188 — i) Ay

AP & ) ""'h-l'-'— -'i' T N E b ﬂ?“@‘f_‘ﬁ"‘ 3 1
ﬁ‘: ) r!}: hgi. jh‘ \* -l e . ;u,.& gE f;,;?;&f_ﬂ&.-tvr"i oy Itmt' 8
G. TOTAL Branch Score

(Total unwelghted branch score, summing all sections):

Section Parameter Under Evaluatlon _ o Y Total Pdm Scored In th's ', Tot_alrl’ohts “'!"“_"",’. '
) - - Area: Parameter
C Branch Presentation and Customer Facilities
D Greeting and Soft Skills of Staff
E Staff Capability, Knowledge and Cross-Selling
F Timeless
s TOTALSCORE

EA B E paa  LE
([suy'li_}stn.; s&‘)lﬂm‘}d\)r.ln\_ull &JA;A)

Jaled) Loaroidll DA £ gaps | zpadiB b Lgpuadh BAD £ gape » Mikd o3y 5 Jalall podB
G50 Al gty p R g <
OB padl D My g 5300 <
! ad) Agles g 438 g il galt G500 z
=8l t
. < Bt g gane
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