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a. Was the Entrance Clean? i Jaaadl s )
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If ‘No’, specify “Why / Describe how” the
entrance was unclean:
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inconvenient:
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the premises was unclean:
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a. Posters / Branding material present on doors, walls

and windows?
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machines clean and presentable? ¢ gl
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If ‘No’, please specify “Why / Describe how the
area was unclean;

b. Were the ATM and COM machines functioning?
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¢. Was there sufficient cooling in the ATM/CDM area?
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which the cooling was not functioning
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If ‘No’, please specify “Additional comments /
Describe how it was insufficient:
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b. Oid the branch possess sufficient lighting?
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If 'No’, please specify “Additional comments /
Describe how it was insufficient:
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: ¢. Did the customer have sufficient waiting space / ! } Com o) 2iha G BlS 236/ SUBIDU 488 fatus el S 08 D
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If ‘No’, please specify “Additional comments
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| Describe how it was insufficient:

. d. Did the customer find it easy to foliow the signage
! within the interiors of the branch, indicating different
counters/ work stations?
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5.1 Greeting of Customer i 5.1
a. Was the Mystery Shopper “promptly greeted / | i TELA M aAlyia jgh AAN Rgeddl Je G adlifua A 43 08
acknowledged” on entering the branch? :
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a. Ask for the customer’s name? ! el add e j
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a. Were the staff courteous on the customer makmg "w--“ W W o U*--l-h-’ d-‘-‘ 34 ‘-‘5.!'-“ o‘-‘ gh )

his / her enquiry?
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2 s Yes, the staff were courteous D Jol b gl S 01 el @ 2
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customer enquiry?
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0 i’ | plaaal cib galt S8
active listening D S Gdie eads ¢ 0
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1 X b ) Ay sl il gadt Aol 2l and
reasonably actively w i e Al H g 0 1
2 *  Yes, the staff listened actively D Lptag) b pal) sl 2l cans @ 2
3 *  Yes, the staff listened very actively D PUV I IPRR LRV I U0 I S R 3




Did the staff appear confident?
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F s Ng, the staff did not appear confident O il e Bl A e bt el AU e
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6.1 Staff Capability
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6.1

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

50 J8dy Cgeit Glatia) Aapb 8 eakinafy i gl 2 b

3 1. Yes m| 1 -
0 2 No | O 5 s 2 0
| If ‘No’, please specify your comments: : iy reda Al e SRS D :
|
b. :_::t:,h,: ::a,.: :;Zl;ely attempt to anticipate g3 k) s b L saay B gl o s
3 1. Yes E POVEE | 3
0 2. No ;| %2 0

If ‘No’, please specify your comments:
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¢. Were the staff able to cater to the needs of the

b B la il g e G B Skaliad Al Ui gadl £ Uil JA

customer without seeking the help of a colleague? Toha
3 1. Yes ] a1 3
0 2. No E % .2 0
If ‘No’, please specify your comments: -4 bl ) rliady o 2 ‘§ 13)
AL \ ) ~ ’ LL U‘L-(./t:—J ML \( < TtUL o ey 0 g
INT: IF the Answer is YES , so t er for Q Q . v
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d. Were the staff able to answer all / most of the
questions posed? fha 5kl Li¥) alina /08 (F LlaT Cib gall plhaind W S
3 1. Yes % o1 3
0 2. No (| % 2 0
3 3- Not Applicable ki Y 3 3
If ‘No’, please specify your comments: sl il gla ) 2E" 1Y
e. If the staff were unaware of the answer to a A A i [ Sl Sl ARV e 1 AU B gall 0% 113

particular query / queries, did they politely “ask
you to wait while they double-checked with the
system / a colleague”?
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a. Overall, was the staff well-informed on Bank i | Sleady Sladie Allais Al '-"-'J‘-' i galt u-ﬂ A OA el Sy | \
| Dhofar’s product and services? } T B AL
i o * Notat ali informed D i Sk Je Slaglasapl )l e 0
i ¢ Wall informed on at least a quarter f a | o i -
i | Croarat y Shatiall e Julkl fag g o ¥
| 1 few of the products and services | D | T el fy 2 "'“ﬁ:s "L * 1
i discussed | ‘ &
| ¢ Well informed an at least half of the ! A Dedlly SlaTdl el e B Jo sl e 5
i products and services discussed ! ‘ L.
| » Well informed on a;h;ast three- ) E i Ciatall e ASH g gl MBS Y e e
| 3 quar-'ters gr more of the products an Ll 8 31 Zesall 3
| services discussed ‘
b. List the details of the “main purpose of your visit” | pall A o sa Lag) M50 g.r--s\-'J" whigdl s Al dady &3}* ad
{as per SECTION B); rate the staff on the level of | olasill y Sladially Falall 4 aal g g’ o Guiln pall apil p!J (=
“product / service knowledge” in this area: i :Adhidl ol A

INT: LIST THE CODE FROM SECTION B. I
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0 *  No knowledge at all 'l Y e ¥ e 0
» Well informed on at least a quarter / a L p e
Diaadll y Sia il | e S
1 few of the products and services D 2 e B ) e "" ‘1:.1.—_ fd‘: ¢ 1
discussed
2 s Well informed on at least half of the D & ol Sleaally Slamidl cheal e BT ey e .
products and services discussed [PEAAEN
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Slalidl o A8 g gl ADE BV e alay e
3 qua::ters or mare of the products and & il 5l sl 3
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¢.  Did the staff attempt to “cross-sell” other products lexd g Sladial * ALEY! gl o pLAD AL glany will gl a0 4 S
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0 *  Nocross selling at all E Y o Al il Gl sl al e 0
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d. Did the staff explain Why Bank Dhofar’s products

and services possess a “Comparative advantage”
relative to competing banks?
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e. Did the staff attempt to provide “complete
information” on Bank Dhofar’s products and
services, along with relevant literature?

Siadd 3 Sladie (5 "Alag Sle gl &Lhn'gh,uq_is,.:l,ﬁy,aj
Al b Dl ae ik oL

INT: LIST THE CODE FROM SECTION B.

G el o el AU 8 sty

0 ' * Noinformation at all i D AULY o SlagaaY e 0
i + Information previded on at least a i) Sn k) S Y f Y e s e !
1 quarter / a few of the products and 1 + e g T it 1

| . i ) o maid Al g Al g Tl
: services discussed ,
2 | = Information grovided on at least half uf REELIVLEY PRI DYV IR DV I e 2
of the products and services discussed ! Wil a8 A Zlaaddiy
« Information pravided on at least three « Mol el bR Ry S
" glaali g pal Al 3, e
3 varters or more of the products and T }s SR _,w_,.;,;_.:.: * 3
q 50 p B o3 S Slaadll y Zhadials A2ladl
services discussed '
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f. Information on relevant procedures,
documentation and follow-up method?
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INT: LIST THE CODE FROM SECTION B.
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0 ¢ No information at all O LY e Slagaay e 0
¢ Information provided on at least a Gl i glea e I agy 1 e ollc
1 quarter / a few of the products and D LB o5 4_1““;. 0y clatiall 1
services discussed o
2 * Information provided on at least half I—_-I Sl Al el Sl yleall ciead Y e slbel e 2
of the products and services discussed Waliie 5 A sl
*« Information provided on at least three PRI caub e .
e glaall - il sl AN A Uacl o
3 quarters or more of the products and B’ el o 2 91 gl B g ol 3

services discussed
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B. Did the staff attempt to acquire more customer
information so as to follow-up at the end of the visit?
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if ‘Na’, please specify your comments:
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7.1 Timeless
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dealing with the frontline staff:
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| a. Waiting time on entering the branch, hefore
i

{ INT: SPECIFY TIME IN MINUTES:

AL s 8 gl 2aa sl

| »  (Over 15 minutes

G 15 e S0 e

s  5-10 minutes

i
|
|

Lk 10-5 e

r
T
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FES3 e
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1
2 s 3-5minutes
3

» Under 3 minutes
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b. Did the customer feel like the queuing system
functioned properly?

Troaas JSiy Jery whuall b U RS Ol e 30 Al 0N

¢ Queuing system did not functicn at

0 al A BV e Sy ¥ sl 3 DY 0
e  Queuing system functioned, butit dall . sl b L s -
yoay il LRSI 1
1 warked with a few impediments D i e O8ly Jung v IEES e e
2 s Queuing system functioned and it m a0y A s ety il A LT G ) e 2
worked quite easily and efficiently 22 )
3 * Queuing system functioned and it J JEh g AWl U ey Jary il 4y Gl ) e 3
worked very easily and efficiently Jad
e Not applicable 3 Sy e .
c. Time taken for the “purpase of the customer’s visit 18 N Jyea gt Be gl 505 ik B Jal o 2454 g o
to be fulfilled once reaching the counter: 1" Aal

INT: SPECIFY TIME IN MINUTES:
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H. Additional Comments on Visit 25 LNy Adlatall dlaY) Sla_ghall a3 ’
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End of the Survey - Thank you very much...
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G. TOTAL Branch Score
(Total unwelghted branch score, summing all sectlons)

Totll Points Scored In this Total Points Allocatodl
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D Greeting and Soft Skifls of Staff
E Staff Capability, Knowledge and Cross-Selling
F Timeless
) o - TOTAL SCORE L
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