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ii. Specify time taken to find parking: min. HED NPV I U T R
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a. Was the Entrance Clean? eidal daaalt s e )
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If ‘No’, specify "Why / Describe how” the
entrance was unciean:
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b. Was the Entrance Convenient?
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. branch premises clean?

If ‘No’, please specify "“Why" the entrance was
inconvenient:
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If ‘No’, please specify “Why / Describe how”
the premises was unclean:
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a. Posters / Branding material present on doors, walls
and windows?

""-?-?“&' N T "tﬁ_ Mﬁ&l

e pill g 0 sl u!yﬂ1u.94.“|.\auhxlmh.\a_”dh '\

3 1. Yes

and 1 3

0 2. No

%2 0

if any:

If ‘No’, please specify “additional ccomments”,
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b. Pamphlets, Leaflets and Brochures on display?
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0 2. No O 2| 0
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b. Were all / almost all of the staff neatly and
professionally dressed?
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¢. Were all/almost the entire staff wearing name
badges?
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o g a0 saal e Aliad S ipall S

taetacly UL g geay Y

(‘rﬁl >
T

number of staff not wearing name bgdges:
M@Lﬁhfﬂam -
5,

z

o’




+ + +
A6 . ATMand COMmachines” v . v b7~ 4 v Lo fod e L8578 5 ooy ki oyl 5340 4.6

a. Was the area surrounding the ATM and CDM
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machines clean and presentable? b
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If ‘No’, please specify “the time at which at
which the ATM / CDM were net 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. Was the branch air-conditioning fully functlonal TS y L JSty Jaay q'\.u-ﬂ whglall S
and sufficient?
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' ¢. Did the customer have sufficient waiting space /
seating area?

P e a2l (e ol 338/ UEIDU A0S Aaas Spel SIS A S

3 1. Yes | E POERR 3
o 2. No o 2| 0
[Maiat e e T b e DS el S

If ‘No’, please specify “Additional camments /
Describe how it was insufficient:
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i d. Did the customer find it easy to follow the signage
| within the interiors of the branch, indicating different
counters/ wark stations?
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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 /
acknowledged” on entering the branch?
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b. Did the staff either / or:

|
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a. Askfor the customer’'s name?
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h. Greet the custamer by name?
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*  Yes, the customer was greeted by name /
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C 3
3 asked for his / her name D P
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name f asked for his or her name gl ol
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c. Did the staff ask, “How can | help you today?” & 3" ke "‘J‘. "'] N3 l:
and Probe the purpose of the customer’s visit? ’
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d. Was the Mystery Shopper redirected on the
basis of his / her needs?
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1. Yes, he / she was redirected on the

3 basis of his / her needs
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2. (OR] The first staff member
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3 e_nf:ounterec_i probgd the nature of Mool fotn s 5 0 3 Anpd 3
visit and assister him / her
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his / her enquiry?

0 *  No, the staff were not at all courteous | [] JBY o gl Bl 055 Wl 38 e 0
e  Yes, the staff were quite / reasonably . . e g e
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! courteous E S [l s By syl as il pni @ 1
2 s Yes, the staff were courteous D il adl A8 i cani 2
3 s  Yes, the staff were very courteous O AL yad Gl gl S a0 a8 3
b. Did the staff demonstrate “active listening” on et Jledla¥ " ol plaaal” B gl 4Bl JA L

customer enquiry?
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b oplial Uil pall By A 0
0 active listening D i) pia 3 *
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’ | 4 e 0y sy il gl | ol a2 4 1
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3 *  Yes, the staff listened very actively D V) e 8 B pal) o) S8l aai @ 3
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Did the staff appear confident? | <
e No, the staff did not appear confident | [] . i e Flg ] e i gl Al BE
*  Yes, the staff appeared quite / " " .
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reasonably confident & . ot Pla i e Byl el e
J e Yes, the staff appeared confident D A e Bl 8 cingall gl and 1
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; s  Yas, the staff appeared very confident D Akl ekl By e i ! en sl w
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: . \ I
o Mr/ms No e lae . 1| il i) e
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'6.1 Staff Capability r sl ipd 62
a. Did the staff frequently probe the nature of the ‘ T 5 JlS Ce 5 Slalda) Ak (o Ll il gl 20
customer’s needs? i
| 3 1. Yes R Y a1 3
: 0o |2 No g w2 0
! If ‘No’, please specify your comments: i s rlans Al e SUST G
| |
' |
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b. Did the staff actively attempt to anticipate | €000 hpiinl s Aah & pnny i g o5 A o
customer needs? :
3 1. Yes P<] i1 3
0 2. No ] P 0
If ‘No’, please specify your comments: iyl 8 pla, MuS"
c. Were the staff able to cater to the needs of the s 5o la il 1 (e G S Slalghal Al B gt £ Uil JA S
customer without seeking the help of a colleague? Tpla3l
3 1 Yes = s 1 3
0 2. No O %2 0
If ‘No’, please specify your comments: 2, rlaads of sla 5 (MOS" 1Y)
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 i o i
questions posed? il y el ALl aliwa fUS Of Adlal) Gl gad) pllaiud b S
3 1. Yes 4 pri 1 3
0 2. No O 3 2 0
3 3- Not Applicable Sy ¥ 3 3
If ‘No’, please specify your comments: 3 pliads o dla; UST 1
e. If the staff were unaware of the answer to a Ob A AL fopaa Qe o AlaY! o § 00 B gt 0% a0 V3 Lz
particular query / queries, did they politely “ask Tl sal LB o 00 G e 2850 Jal e JUBINI" Gpigh Sis ik
you to wait while they double-checked with the
system / a colleague”?
3 1. Yes | i 1 3
0 2. No O 3% 2 0
3 Not Applicable X Bukniy Y 3
If ‘No’, please specify your comments: w2l g o 2la  HST
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6.2 Prodiict Kncwiedgs and Crass Selfing -5 %

a, Overall, was the staff well-informed on Bank
5 Dhofar's product and services?
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0 ¢ Not at all informed
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s Well informed on at least a quarter / a
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: 1 few of the products and services E L. " 1
: discussed \ o
L g s Wwell informed on at least half of the i 0 A S ey Sl cheal e BV fe des e |
products and services discussed . ‘
i ¢ Wellinformed on at least three- . sl - .
Sl gl gl By .
3 guarters or more of the productsand | [] et e w e 3

services discussed
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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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0 e No knowledge at all AUV e ey Y e 0
| e Wellinformed on at least a quarter / a sl e el - | . .
1 few of the products and services E’ 3 Shadiad Jn G fees ‘f" ‘ZE‘EI:L :1:]'; * 1
discussed i
2 + Wellinformed on at least half of the D A il Slasdlly Slatidl Lial 5o Y e dd e 5
products and services discussed [P 9
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prompting O = R e =
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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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if ‘No’, please specify your comments:
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e. Did the staff attempt to provide “complete
information” on Bank Dhofar's products and
services, along with relevant literature?

Ciadh g Dilpiia S8 "ALAS s gl GLides Y Al glaay il gall 43 A ]
Paloall 13 Slyikl a il &

INT: LIST THE CODE FROM SECTION B.
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0 * Noinformation at all
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+ Information provided on at least a A S el e B fa, Y e sl e
1 quarter / a few of the products and /@ - ,..‘f f -F_Ju T ’c I 1
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3 s Not Applicable Siais¥ e 3

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 *  Noinformation at all D AU e Slagiay e 0
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services discussed = S
3 s Not Applicable By e
E Did the staff attempt to acquire more customer Jal e R Allnia ST Sle glaa A jaa) & phanay B gall 8 Ja.F

information so as to follow-up at the end of the visit?
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3 1. Yes
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7.1 Timeless | L 7.1
~a. Waiting time on entering the branch, before ‘ b O gall (ki palt pa Jalalh Sy f AN Lk de ) iy}
' dealing with the frontline staff: D i) ablgs o f el hal)
; i T
. INT: SPECIFY TIME IN MINUTES: | 1 \ s A Caa S gl st daly

0 e Over 15 minutes [ D 8515 e 42K e 0
1 *  5-10 minutes 1 D 282 10-5 e 1
2 *»  3-5minutes E $3:5-3 e 2
3 4 e Under 3 minutes E] SR . 3
b. Did the customer feel like the queuing system . . A o
.C.n..a h‘ aaall WA HIES I W .
i functioned properly? . ¢ Jons o SN B3 Ch G b
0 . ;{l::eumg system did not function at l:l V) e oy ¥ il 3 DY A ) o
+  Queuing system functioned, but it T S e "
1 | l) pomy tea —iall n3iY) alabi
worked with a few impediments D | dtomt oams oo 0 Sy et 1
»  Queuing system functioned and it Jab S g A gy Jay iall A LT G e
2 stem . | 2
worked quite easily and efficiently Laaa
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worked very easily and efficiently Jlad
« Not applicable E Subb Y e -

¢. Time taken for the “purpose of the customer’s visit Mg ) d o gl e Cea 3l B4 iaa 45uDY Jal e Sl g

to be fulfilled once reaching the counter: Sl PR

INT: SPECIFY TIME IN MINUTES: ‘O 1AL a8 ol 32 pdialy
b ’
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H. Additional Comments on Visit 3050 Aalala) AdLGY) Sla Sial) .
(If any): (S )
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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 sections):
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