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a. Was the area surrounding the ATM and CDM
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b. Were the ATM and CDM machines functioning?
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d. Did the customer find it easy to follow the signage
within the interiors of the branch, indicating different
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5.1 Greeting of Customer
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a. Was the Mystery Shopper “promptly greeted /
acknowledged” on entering the branch?
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b. Did the staff either / or:
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a. Ask for the customer’s name?
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h. Greet the customer by name?
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the basis of his / her needs

a. Were the staff courteous on the customer making
his / her enquiry?
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(eRalial/failalial ) e il dile) 3 o «38 .3 0

€ Jpaal axuwyow‘gb@uﬁ,ﬂ\ S

0 s No, the staff were not at all courteous D S e Bl ciligadt 0 o K e 0
e Yes, the staff were quite / reasonably . P
4] AL byl A
1 courteous & S Al ik A i pai 1
2 * Yes, the staff were courteous O G il gadl S ST et e 2
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b. Did the staff demonstrate “active listening” on
customer enquiry?
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}[ c. Did the staff appear confident? Pakl pa By adi o cibgall B L
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6.1 Staff Capability
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a. Did the staff frequently probe the nature of the !
customer’s needs? |
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b. Did the staff actively attempt to anticipate 03031 Cicplula) Juien Aad &l giaas il gall o8 b p
customer needs? ‘ (Fhpes
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customer without seeking the help of a colleague? o3 3l
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you to wait while they double-checked with the
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a. Overall, was the staff well-informed on Bank
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Dhofar's product and services? | - LN
0 + Notat allinformed O SULY' e Cagaa il sl e 0
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|1 few of the products and services O dTE fess 2 P 1
R -
: discussed i
{ 2 ! s wellinformed on at least half of the ] A g Seadll y Sladil) chead e Y o e 2
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b. List the details of the “main purpose of your visit”
(as per SECTION B}; rate the staff on the level of
“product / service knowledge” in this area:
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INT: LIST THE CODE FROM SECTION B.
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*  Well informed on at least three . .
Sladdl e A8 g gl b A BY ol e
3 quarters or more of the products and E e 5 sl . 3
services discussed o !

IJ!

¢. Did the staff attempt to “cross-sell” other products
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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?
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INT: LIST THE CODE FROM SECTION B.
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f. Information on relevant praocedures,
documentation and follow-up method?
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7.1 Timeless Py 7.1
a. Waiting time on entering the branch, before | o ORI el b pall a Satail] Sy £ RN Jsda aie UBIY) 2 1

dealing with the frontline staff:
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INT: SPECIFY TIME IN MINUTES: :
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¢. Time taken for the “purpose of the customer’s visit
to be fulfilled once reaching the counter:
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H. Additional Comments on Visit 25 by P ddladall L) Gla sl )
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End of the Survey - Thank you very much...
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