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2. General Enquiry relating to a
specific Product, Service
and/or Facility
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SPECIFY DETAILS OF
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41 Wsomer Parking instantly mllab the
Mystery Shopper?
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i. Specify: s
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ii. Specify time taken to find parking: min. | G NP PP I L B U R
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4.2 Entrance to Building i) B Jedalt 4.2
a. Was the Entrance Clean? LA Jhad
3 |1 Yes | 1
0 2. No [:I 36 2

If ‘No’, specify “Why / Describe how” the
entrance was unclean:
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b. Was the Entrance Convenient?
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3 1. Yes
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If ‘No’, please specify “Why” the entrance was
inconvenient:
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Was the branch premises clean?
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3 1. Yes

0 2, No
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Iif ‘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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if any: By
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desks and counters? fhasdly
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(oo

s, adadanle™

b. Were all / almost all of the staff neatly and
professionally dressed?
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c. Were all/almost the entire staff wearing name

Ealacedy il LS gaday (il galt e [ JS (AS JA D

badges?

3 1. Yes O 1| 3
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4.6 . ATM and COM machinesm -2 ry oo ab G- o croni hin Wi or RINBINTTY STl 350t 4.6
a. Was the area surrounding the ATM and CDM e -095- Al f_l-u\'l_g (Y bl el 3l a8 SIS e
machines clean and presentablie? ¢ sl
3 1. Yes i w1y 3
0 2. No O 20 0
If ‘N0, please specify “Why / Describe how the ! N T A PY AR ERELIE P L P S
area was unclean: { ) e AL
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the ATM and CDOM machines functioning?
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|
0 2. No 1 62| 0 |
If ‘No’, please specify “the time at which at Bieai B S5 o A S sas Slad e MUY et S |

which the ATM / COM were not functioning
(and specify which machine, ATM ar CDM):
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¢. Was there sufficient cooling in the ATM/CDM area?

TATM/CDM 4dhis b b GiS) gb 3 500 58 56 o
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0o |2 No O x2 o
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3. Was the branch alr-condmomng fully functional

and sufficient?
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3 1. Yes

a1

0 2. No
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if ‘No’, please specify “"Additiaonal comments /
Describe how it was insufficient:
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b. Did the branch possess sufficient lighting?

TS S5l g A sy b

3 1. Yes

i1
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0 2. No

0|
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If ‘No’, piease specify “Additional comments /
Describe how it was insufficient:
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i c. Did the customer have sufficient waiting space / LT el S S 2as f UREDU 08 daaas Jpead OIS A LS
seating area?

|
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If ‘No’, please specify “Additional comments / Al Shaa it *‘";i = *.‘S ‘
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d. Did the customer find it easy to follow the signage ; g £l Jas iopudn gl SR Ay s o o it b &

within the interiors of the branch, indicating different o Lat : . -
' el Sl g (OS] S50 A LRl A
counters/ work stations? OSaly (< ) Sl ol 2 A
3 1. Yes a1 3

O
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5.1 Greetln; of Customer

+

Oy il s il 5.1

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

TE R A Alghs gb AR eedall o b allifcaa T W0 6 )

« Nogreeting / acknowledgement

\.l_)lj/»._.:h_)i\j’ L ]

*  Greeted within 10 minutes of entering

Taat g e A 10 JME cua S e

Greetad within 5 minutes of entering

0
1
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3 | * Immediately greeted on entering

0

1

Lol phi e B Sam e, 2
Gpanll Jghs oahza B e | 3

b. Did the staff either / or:

1pa) gaaly il gall o0 U8 L

a. Ask for the customer’s name?

et ot e S

b. Greet the customer by name?

?A......|)S;‘.:__-_,‘.'u.t..'1_.:.7'.;J_.Ti

*  Yes, the customer was greeted by name /

J‘M—I&J\—/M-JJSJQA_L.ALL\_IQ_):]'P:.{JGPIJ . 3

3 asked for his / her name D LAt
0 #*  No, the customer was not greeted by E dad e s g e S5 aa Jaally gl G Wl NS e o
name / asked for his or her name Lyt 4t
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c. Did the staff ask, “How can | help you today?” o e = ": j‘_;\d:)g)
and Probe the purpose of the customer’s visit?
3 1. Yes, the staff did this 3 Sy s yall 18 S5l upai ] 3
0 2. No, staff did not do this D Ay (il gall Jby o 382 0

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

ATt falfalalial Lo sl Al il sl @A S

1. Yes, he /she was redirected on the

visit and assister him / her

Aalial/afialial I (3) eaad el 5 X el
3 basis of his / her needs D ialialaiabinl A (oaed fap i Biet 5 i 1 3
2. {OR) The first staff member . P ]
S Jaendt 4 330 W g ks padl pdild
3 encountered probed the nature of Iﬂ i 5 o s () 2 3

acle fraeluy 3 b 0 dxnb

3. No, he / she was not redirected on
the basis of his / her needs

his / her enquiry?

customer enquiry?

Q e No, the staff were not at all courteous D SRY e B Bl (S a1 DE . 0
*  Yes, the staff were quite / reasonably - o e . ;
1 ’ L8 ARLL byl 3 oaal el
courteous O e e 1
2 ® Yes, the staff were courteous | Gl cabgalt S al s e 2
3 *  Yes, the staff were very courteous E AR ik byl S e e 3
b. Did the staff demonstrate “active listening” on Torall leaian " el plial” (B gall 4B JA

¢ No, the staff did not demonstrate

0 \ Li—ﬂ‘ g.is 1 ‘35
active listening O it e 3l gy ol . 0
s Yes, the staff listened quite / . . . . . .o
Lplagh 4] LY ;h.l il galt LT
1 reasonably actively O e S [y pdBigal o= 1
2 *  Yes, the staff listened actively [:I Lalagt il gall sl 53] cani @ 2
3 *  Yes, the staff listened very actively E

Gl fa A8 Giligal) hal Gl cani @ 3




Did the staff appear confident?
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Ng, the staff did not appear confident

daaki o By A e il pall el Al 38

Yes, the staff appeared quite /

reasonably confident

Jime (Sh Ak G By 45 B i gl el an

Yes, the staff appeared confident
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Yes, the staff appeared very confident
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d.' List the names of staff interacted e D S gl pacd S35
with: . N
Mr. / Ms. ﬁthwa/‘*—’z R T I
Mr. / Ms. TDr vy g AR RAFI
*  Mr./Ms. 3 Lol il
4

Mr. / Ms,
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6.1 Staff Capabliity

Skl palt 3 )30 6.1

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

e S gl il Al O Sy B o0 o0 A

3 1. Yes

a1 3

a 2. No

0K

w2 o0

If 'No’, please specify your comments:

Y e~ NEPURTENSI LN

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

Toa A Slalfal FuiuY Aad U g i g L0 A o

3 1. Yes

a1 3

0 2. No

0/

A2 0

If ‘No’, please specify your comments:

:dlji_) Cl—ﬂib ,15 ;L'L) TR \.‘.!

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

af 300 La th 13 e 0 g 3 Glaltal Al il galt fletiod b &

customer without seeking the help of a colleague? o33l
3 1. Yes O pri 1 3
0 2. No | % 2 0
If ‘No’, please specify your comments: il e 4 Sla ST 1Y) h
s Adda A g Ho |hea 2 Wf «
INT: IF the Answer I9YES , so the answer for /, '
D should be Not Applicah'le Q awlu%:’»\\._J aéa WU 7&&4’2‘7@{11 . U

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

Tha g hal) ALY alima £ 08 Al Y il gl plaial Ja &

3 1. Yes %] 1 3
0 2. No O 38 2 0
3 3- Not Applicable Gehi ¥ .3 3

If ‘No’, please specify your comments:

) gy A o TS

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

A g il figme B 8 DY o 18 Gl galt 0% o113

a5k 31 dal falBL e L0085 e U Sal g SUBINYY wapdels S Gl

3 1. Yes O ari 1 3
o 2. No O 3 2 0
3 Mot Applicable X Balay Y 3

If ‘No’, please specify your comments:

w3 Sla 5 (IS 3
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(as per SECTION B); rate the staff on the level of

List the details of the “main purpose of your visit” ’
“product / service knowledge” in this area: :

"'Ln.\aj\,t—rh.u..ﬂudk.ul\ﬂ}u| J"au"‘,‘wh"u'lwlﬂarl_’ (u
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Overall, was the staff well informed on Bank
Dhofar's product and services? .
10 ¢ Notatall informed Il i LY e Sl Ll e 0
1 + Wellinformed an at least a quarter / a 7 |
. i Ciaddl g et Jaal A
1 few of the products and services D ‘ ? o o fen “F*__:_:'ﬁ e 1
discussed ‘ i -
' » Wellinformed on at least half of the : £ Dl y STl chal e Y e aey
|2 ot ed O e 2
i products and services discussed | | PERCEN
s Wwellinformed on at least three- { 1 . . .
| Slaital) e T gl gt DG Y1 e alay
3 quarters or more of the products and | R e o B8 A4 o= - 3
! (PR ROEPP R S LR
services discussed | i
b. | ,.Ll@d,;us)"U.unﬁ)h.i.g.\"uu..uﬂc.‘ayri.._.
|
I

INT: LIST THE CODE FROM SECTION B.

S k) m o) AIG 8 12

7
0 ¢ No knowledge at all l D i SOk e adayY e 0
¢ Wellinformed on at least a quarter / 2 . _
sl y Siadidl irij] w YL
1 few of the products and services [:] = I o il fae = i - "L‘J * 1
. iBla o5

discussed
5 ¢  Wellinformed on at least half of the O A e Slasdly Slatiadl vl e Y o aley @ 2

products and services discussed L4iiBia

« Wellinformed on at least three . .
Slaid e st g gl 5 S o ey e

3 qualfters c_nr more of the products and m S35 A Seaddly 3

services discussed

c. Did the staff attempt to “cross-sell” other products Cladd g Cilpilal " ALEY! A" o abill & glaay il palt 2B 4 D
and services? T oal

0 *  No cross selling at all D SLYY e Sea¥l g Adesy Ji: 2l e 0
1 * Cross-selling after a lot of prompting D S Ge S0 ey ) At Al . 1
2 . Cross-se_lling after a little / some E Rl e G ey Y]l e 2

prompting
3 e Immediate cross-selling attempt D il e oyl Uglas i e 3

d. Did the staff explain Why Bank Dhofar’s products
and services possess a “Comparative advantage”

relative to competing banks?

LAY Yl B ol Ciead g Chadie 1 £y i gl A8 G4 &
Fhaadliadl & il a4 e ")

3 1. Yes O 1 3
0 2. No K %2, 0
If ‘No’, please specify your comments: ) mlaly o pla ) SN 1
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e.

Did the staff attempt to provide “complete
information” on Bank Dhofar's products and
services, along with relevant literature?

[ Gheddy Sladle (8 LIS Sle gl lae Y L ylae —ild yall 53 G2 x
Pilall i3 Sl aa ik oL

INT: LIST THE CODE FROM SECTION B.

el (a0 Rl b il

0 * No information at all D ! AoY e Slagaay e 0
¢ |nformation pravided aon at least a | . .o . .
‘ - I‘ S 1. Pnl v\-! 1 Vs
1 guarter / a few of the products and | [_] = dﬂ' ,{5_).”!.4., et 1
" . I e a8 A Zlandll y Jaalale
services discussed :
2 e Information provided on at least half ! ] ' Salids AaI D gad) cieal B 0 e’ e )
of the products and services discussed ! b AP VA
+ Information provided on at least three | . e G e .
ot aall i gl gl Ey i
3 quarters or more of the products and E e ‘Fs " E ~ 4.‘.3.. ”n"““ ‘ 3
! . . 14—5\.&.?.:"_»1 Silandl) y Chadial; A3atiall
| services discussed
3 [ e Not Applicable Sy Y . 3
f. Information on relevant procedures, faluall Gl3 dayiall Ay Clafadly (Shel a ¥l 4ilis S gles r
documentation and follow-up method?
INT: LIST THE CODE FROM SECTION B. PV R TR S S LN ;
0 ¢ Noinformation at all D by e Glaghay e 0
* Information grovided on at least a .
Alaiall e glaadt e BRI fa, BV e sllac! @
1 quan:ter/g few of the products and D SR 5 aadl)y el 1
services discussed
2 s Information provided on at least half D Siatially Al e gleall el B Ao cliac! @ 2
of the products and services discussed Lgiciiine o5 A haaslly
+« Information provided on at least three . . .
Sila glaall a5 g plp ) A WY1 o clacl e
3 qual:ters cllr more of the products and E e 55 1wl il Al 3
services discussed
3 s Not Applicable Gy e
g Did the staff attempt to acquire more customer Jab O (g Tl Allate STl glaa 40 e A e il gl o0 AL F

information so as ta fallow-up at the end of the visit?

€030 Al A Al podl

3 1. Yes O as 1 3
0 2. No B %2, 0
If ‘Ng’, please specify your comments: i) s o8 sla o "S" V)

! OKKE\J 4{) <
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7.1 Timeless Er 7.1
| a. Waiting time on entering the branch, before o o pall (i gpall e Jaladlh Sy g il Jgaa 2 BN Gy |
% dealing with the frontline staff: $ Aadidl adl pa 8 [ palat) i
| INT: SPECIFY TIME IN MINUTES: | | : A a2 gl 2t ity
; T * :

I 0 ! e OverlSminutes O GE 15 e K e 0

T '

© 1, e 510minutes O AL 10-5 e 1
2 { ¢ 3-5 minutes NN | 3hE5-3 e 2
3 1 ¢ Under 3 minutes S ! S mW e B e 3

b. Did the customer feel like the queuing system e \ .

Cfna JShy Jay dall A UV WS o gl e
functioned properly? $ b MY B O g A
euing system did not function at
0 * :T uing sy 1d not function | FUBY! e Jay ¥ cieall i ATy a0 e 0
+ Queuing system functioned, butit . . R YT
1 | gadh ey ma il W A
worked with a few impediments D il e Oy Jeng Rl 1
2 +« Queuing system functioned and it D Sad 82y & ey Jamy aall b LT Ml e 3
worked quite easily and efficiently [PEC
3 e Queuing system functioned and it D S8y Als & sy ey il B IV WS e 3
worked very easily and efficiently Jlad
e Notapplicable | GubiY e ;

¢. Time taken for the “purpose of the customer’s visit i ae M dpaplt die G 8L i 48" Jal G M Gl G

to be fulfilled once reaching the counter: P XS

INT: SPECIFY TIME IN MINUTES: 5( 1B e, gl a3 sl
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(If any): (D I

H. Additional Comments on Visit ’ 15 3l Adlalall 4dLaY! Gl Tl 3
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End of the Survey - Thank you very much...
S 88 = Gl s

TOTAL Branch Score
(Total unwenghted branch score, summing all sections):

Section - | Pa te rUnderEval ; 'I'ahl?olntsScoredlnﬂlls .Toita_eroint_sAlloatcdl.
R Area: . : Parameter
C Branch Presentation and Customer Facilities
D Greeting and Soft Skills of Staff
E Staff Capability, Knowledge and Cross-Selling
F Timeless
F o . % .70 TOTALSCORE -
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