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3. Branch City S‘WV Ll 3
4. Branch Region ’D lr\,&(‘\’“- Ghidi 4
Day | Month |  Year e Y Bl e 5
5. Date of Visit
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Opening a Savings
or Current Account

Saving Scheme S Hlai

General Enquiry relatingto a N — Vol s o pdiey Bleie e lddud 2

specific Product, Service Car Loan JageS

and/or Facility [ 35 SpealD 333, g1 /g o) 50 ialy
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SPECIFY DETAILS OF Credit Cards

PRODUCT/SERVICE
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Double your Salary
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a1 Was Customer Parking instantly &

T2 (o § e Lige AN Sl 309 00 4,1

_ Mystery Shopper? |
E
R Yes N | 1 3
| 2 No ! w2 oo
! i Specify: | a1
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| i Specify time taken to find parking: min. Wady e Sy AW g o
|
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4.2 Entrance to Building f rall I Jgialt 4.2
a. Was the Entrance Clean? TURAT Jaaad ol Ja
3 |1 Yes = w1 | 3
0 2. No | AL 2 0

If ‘No’, specify “Why / Describe how” the
entrance was unclean;
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s e Jad

b. Was the Entrance Convenient?

e Jasadll SAS S o

3 1. Yes X 1] 3
0 2. No (M| M2 0
If ‘No’, please specify “Why” the entrance was daiia Jaaadl S8 Al ME" aa o MBISY i galdl CiS 1

inconvenient;
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Was thebranch premises clean?
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3 1. Yes

0 2. No

If ‘No’, please specify “Why / Describe how”
the premises was unclean:
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[ 4.4 . . Branding Material b TR T md-m
| a. Posters / Branding material present on doors, walls i ’-ﬂ‘y“.s <..U-‘L‘ sl ga¥ UJG H,L'-a z ‘ulh‘- | Shale gy b |
" and windows? ‘

i
!
; |
3 |1 ves IE il 3
!D
]
|
I
I
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: lif any: | Piia gy
I
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| B Pamphlets, Leaflets and Brochures on display? J Sl il K e W N
|3 1. Yes %) |3
0 2. No D N8 2 0
If ‘No’, please specify “additional comments”, S M) Slaa e s Shal e UST i yall 80
if any: Wlaia gy
c. Branding material up-to-date? falna g tadl laMalt Jiye Ja S
| 3 1 Yes X M1l 3
LoD 2. No O wol g
If ‘No’, please specify “additional comments”, Ol MRgilal Sdha e aaa Slind e S il padt S0
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a. Were employees present at over 90% of the branch yl,p_o ,4.5\&- ;l” 5_,13 qﬁ‘,.- O %690 O A8 .\a.l_,., ds dl i )
desks and counters? edail
3 1. Yes N mil| 3
0 2. No X wa| o0

If ‘No’, please specify “additional comments”, O i) Slha e saa Hllad e JMOST ol gall S 1S
if any: Ny
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;' b. Were all / almost all of the staff neatly and et . _ . \
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professionally dressed? 4 et ol Gt Sl plima ] S S O
3 1. Yes 5] il 3
0 2. No O 2| o
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If ‘No’, please specify “additional comments”, T Hasde" 232 e =l J_ls M
. W
if any:
i
. Were allfaimost th tire staff wearin \ . .
c allf e enti w g name gty L3 (s ghiny (ol palt pBma f S A8 A L
badges?
3 1. Yes O a1l 3
0 2. No d B2 0
if ‘No', please specify “the approximate Sl s pall oy G ml ne Slliiad e M3ET S gad) S 1D
numbaf staff not wearing name badges: 3
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\ Flype J Be § the
[



-+

+

+

46 T AT snd CoMmechings T S G R TR | S o

N o gre: oy g Syt STt a0 406 |

a. Was the area surrounding the ATM and CDM

,_,.u:._’_l.maéuulauﬂuvﬂh.ﬂ)ahoj.\l Lol lgah g da l|

|
i area was unclean:
|
1
I

machines clean and presentable? ,‘.h..d t
3 1. Yes | 1| 3 -
0 2. No D 352 0
If ‘No’, please specify “Why / Describe how the ' SENGS ey Ml caa MLk e MUE el IS
' el b S

b. Were the ATM and CDM machines functioning?

Tl g2l plaYy S el 3l S A

|
|
|

3 1. Ves ‘ Q\ 1|3
0 2. No NE| W2 0
If ‘No’, please specify “the time at which at 3 e 4 AT o A Sl e ST gl S0
which the ATM / CDM were not functioning il el Glea gl s ) Jaal Y gl Yy V1 ealt
{and specify which machine, ATM or COM): I( sl glayl b

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

SATM/CDM 4ihie & 1o il gl 2,00 G5 0 <

.-..,‘

R e e
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a. Was the branch air-conditioning fully functlonal
and sufficient?

L T O
tw!:-"&«‘—'—s-hrq R g v

B

3 1. Yes m a1 3

0o |2 No | B2

3 3. Not applicable O Shu¥.3| ;5
if ‘No’, please specify “the time at which at A Ley ol g2l 217 2na il e MISY i gadl S 13
which the cooling was not functioning s JS5 Sl

PR X, o PARIE e £ v‘“\;;w a2 s
Ay d Sk’ gt ¢ e

oSy 5 JLks ety ) ST IS O

Describe how it was insufficient:

3 1. Yes | 1| 3
0 2. No i w2l o0
If ‘No’, please specify “Additional comments / [rads) Giladia” aoa s e MEEY il gadl KD

il oS Al s Ly

b. Did the branch possess sufficient lighting?

TS Ll £ A0 iy

3 1. Yes

a1 3

0 2. No

0|4

A4S 2 0

If ‘No’, please specify “Additionai comments /
Describe how it was insufficient:

il Slaaa” 2am Sk a SS" il yadl 6 5
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~¢.  Did the customer have sufficient waiting space / L ot e Ce i s /U AL Aaia Jpaall S 8 S

! seating area? ‘

3 1. Yes S 1|3

0 2. No O w2l g
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If ‘No’, please specify “Additional comments /
Describe how it was insufficient:

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

3 1. Yes a1 3

If ‘No’, please specify “Additional comments /
Describe how it was insufficient:
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5.1 Greeting of Customer
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O wa i 5.1

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

TE A A Al s AR Geadall e b ailloma S 45 Ga

the basis of his / her needs

a. Were the staff courteous on the customer making
his / her enquiry?

0 : + No greeting / acknowledgement . E’ NPRTL Y STy A | | 0
1 ‘ * Greeted within 10 minutes of entering | 0O et A e 310 JMA cua i e [ 1
2 1 *  Greeted within S minutes of entering 1 D anl gd Ga BB E A Lo e ! 2
E 3 l ¢ Immediately greeted on entering D i Sranll Cgad g e il e 3
' -
' b. Did the staff either / or: Tl sdal i gl g3 A 0
a. Ask for the customer's name? #lall o e L
1 b. Greet the customer by name? Paasd S0 ae Jraals am o
s Yes, the customer was greeted by name / D et e o faadt 83 oo ol cua A Al i e 3
3 for his / h o
asked for his / her name e
a *  Np, the customer was not greeted by E e Jeaaly/aad) Shaa Jddscm i Bl 3S e 0
name / asked for his or her name e
i (R k] g M gl OEA e Ay S AR pal) d
c. Did the staff ask, “How can | help you today?” o 3 e - m""j J—-:};JL:
and Probe the purpose of the customer’s visit?
3 1. Yes, the staff did this & Ay als gl o8 A cpe 3
0 2. No, staff did not do this O Sy iyl gk o) (382 0
d. Was the Mystery Shopper redirected on the feallalfAdlalial e sl Adll Fpedall dapidlel S0 S
basis of his / her needs?
1. Yes, he /she was redirected on the
! Taial/adaliatl J Liaall aan o5 a2l t a5 aal ¢
3 basis of his / her needs I:I hs / o () # & i 3
2. (OR) The first staff member S Ll 4 b i () 2
vy B - }...u...
3 encountered probed the nature of m i S u_‘:’/.x ):uj‘ ? 3
visit and assister him / her s
0 3. No, he /she was not redirected on ERPRVCREN

e vd,,...m L....«,.@: o mw.udd us_,.da S

IQJI«._-.,ula.:L:J,wA}SB 0

0 e No, the staff were not at all courteous | [ ] S e B wiBgadh 58 35 e 0
e Yes, the staff were quite / reasonably . 2 TLL "
! ﬁ _AL | 3 3 3
! courteous D P flphe By byl Jad il oni o 1
2 e Yes, the staff were courteous E Gl ikl 8 Al W 2
3 ¢ Yes, the staff were very courteous D AL el el 7S 55 s e 3
b. Did the staff demonstrate “active listening” on el i ¥ plal plaal" i pal) Bl A o

customer enquiry?

s No, the staff did not demonstrate

° active listening O e palh By ol . 0
*  Yes, the staff listened quite / : . . e . .
’ | L pla 43yl il gt | il 3] gl
1 reasonably actively D e B2 Ay ¢ i g e 1
2 s Yes, the staff listened actively E o) Gl galt ool W cpes @ 2
3 *  Yes, the staff listened very actively D ¥l e i B galt haal ST caai e 3
7
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T . P . -
<. Did the staff appear confident? | Thori 3n (Bl g Ad) o il pad) 4B b D
¢ Np, the staff did not appear confident | O i (o Bl Al e ikl e A US e
s Yes, the staff appeared quite / . . o s S e e
, Qe SR ddl e g A il el jeds ¢ .
reasonably confident O : oo By A g0 aB gl g5 cpad
i *  Yes, the staff appeared confident E i G By o il gl gl i e !
: - ; . K T
! \ ® Yes, the staff appeared very confident 1 I:I SOILR PO - TR W SRS SOV V- :
ir L d. ) List the names of staff interacted i e el il (ol gl pandd S i
i with: ! \
I *  Mr./Ms. NCLTT\Q— -tﬁl-ﬂ LA fh Az il e |
! s Mr./ Ms, ~ 21 Ui/ Lai e
| «  Mr /Ms, 3 il Lol e
’[ { e Mr./Ms. 4 Lmdll/ il e
B
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6.1

6.1 Staff Capability , Sl gall 5 i
a. Did the staff frequently probe the nature of the i €Sk JC0 a3l Cilanfal Al 08wVl wdB gall 23 6
customer's needs? |
|3 1. Yes ' a1 3
T | P ‘
o {2 No . NS 2 o0
} ' If ‘No’, please specify your comments: : | L pamdic ab pla SIS Y
! ; |
I r
1 b
! |
| E
b. Did the staff actively attempt to anticipate | T T P
Tos il < Ve Al A jlau LA pall 2l .
customer needs? Gl Giabia) iy J Il 3 A
3 1. Yes X1 a1 3
0 2. No O %2 0
If ‘No’, please specify your comments: abi Ty A e MUST 1Y
€.  Were the staff able to cater to the needs of the 2af 3aeieae il 0 g S gl Sialia] d5aS G gl pliial (b
customer without seeking the help of a colleague? e
3 1. Yes Bd a1 3
0 2. No 1 % 2 0
If 'No’, please specify your comments: P e NI TN Y
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? faa g jlaa) ALicaYt e f3S 6 eyl il palt plliud Ja &
3 1. Yes & pi 1 3
0 2. No O 38 .2 0
3 3- Not Applicable Guay ¥ .3 3
If ‘No’, please specify your comments: W s B8 Sla DS 1Y
e. If the staff were unaware of the answer to a Ob e L frume e e AdaY) o 108wl gl 0% 8113 2
particular query / queries, did they politely “ask a5l aal fallalll e L0 5 e 20N Jab e SUEAINY Codgts dlia ik
you to wait while they double-checked with the
system / a colleague”?
3 1. Yes Il a1 3
0 2. No 'l 38 2 0
3 Not Applicable X Sehly ¥ 3
If ‘No’, please specify your comments: i il o8 sla ) ¥ 28" 1Y
3
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(as per SECTION B); rate the staff on the level of

"‘LA.\AJ!JHMJM\QM\‘_;Jam"uhw.lh*diw.l.ue!_,'a(u
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ey B et s g and Mz Jas
6.2 Product Knowlelge and Cross Selling. . . e AL e : Lgngeve o
‘ a. Overall, was the staff weII |nformed on Bank '-‘L-"-’-"J uhu-w ‘\-'lk-’u v u-al-j-.- x.nJ.-J'u JAS RTINS L;s....m 1
: Dhofar's product and services? ¢ MG AL
‘[ 0 * Not at all informed | |:| Iy e Slaginaasa] pud e { 0
| ¢ Wellinformed on at least a quarter / a L D o gy o
S few of the products and services O | Sy el e b= ,u "L '“._1 * 1
‘ ! discussed i i e s 2
2 e weltinformed on at least hatf of the | ]! AL el y afidl ciual e AV e aa e )
i ! products and services discussed i gikia
' ¢ Wellinformed on at least three- e et iy ae N .
3 quarters or more of the products and ﬂ Satiad Le S S &':‘U.1 @ ”ﬂl _,_1.—_ ‘“' * 3
services discussed e
b. List the details of the “main purpose of your visit” i g-* o k) "B Ll e ) gt ks AaY LT Al
|

T PGIRTY ‘.,a

“product / service knowledge” in this area:

INT: LIST THE CODE FROM SECTION B.

DY WY NI FI0WCE

0 ¢ No knowledge at all D ? SRY o sl Y e 0
s Wellinformed on at least a quarter / a |
Sladlly Sladiall e 3l : 1 !
1 few of the products and services D A e S fe e ‘E?L:Jr: ‘“f * 1
discussed =
2 ¢  Well informed on at least half of the D & A Dlerill y Sl Cheai e Y e alay e 2
products and services discussed PEACEN
e Well informed on at least three -
Slaiiall e A8 gl gl 4535 8N
3 quarters or more of the products and & il oo ] ol gl A8 B e ey e 3

services discussed

a8 5 L cleaslly

Slasd y Gladiad * ALY " o pldl & slacy Ci gt B 8 S

and services possess a “Comparative advantage”

relative to competing banks?

c. Did the staff attempt to “cross-sell” other products
and services? T A

0 e No cross selling at all E] SAEY e ALa) anl Llasy 4l e 0

1 »  Cross-selling after a lot of prompting EI G Uiy fa A0 dmy LY aull Glaey 8 e 1

2 . Cross-sejllung after a little / some D i Syl pm g sy ALY ) sy 6 2

prompting l e

3 = [mmediate cross-selling attempt D Y P e U (R | L POTRR ) 3

d. Did the staff explain Why Bank Dhofar’s products

L Ll B o Sl y Sladia 13l £ pd; b gl o8 4 S
PAdiall & il e &3 e "Aguuall

3

1. Yes

a1 3

0

2. No

Ox

2 0

If ‘No’, please specify your comments:

A pLoks g ol o BST 1l
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i e. Did the staff attempt to provide “complete

information” on Bank Dhofar’s products and
services, along with relevant literature?

Gladd 3 Diadie G5 "ALLS e glase” illae Y L glaay il gt 53 S0z
falall Gl GluSC A Lik o

INT: LIST THE CODE FROM SECTION B.

) T ) A A sl

|

o | s  Noinformation at ali 1 D LY e Slagaa¥ e ; 0
; o Information provided on at least a ! ATl i y) o Y fags Y e e e L
1 quarter / a few of the products and O - :]L = _'.r;ab.‘.'a.!'k_, e 1
services discussed | g -
2 s Infcrmation provided cn at least half | E RIS APRCE NN g ' (Y PP |2
of the products and services discussed Bla o5 A Zardlly i
T
e information provided on at least three ‘ . vl e : .
i gl P gl i AN W e sl e
3 quarters or more of the products and D e . ,::JJS "| i.'". ), f': _.".:.f, o 3
services discussed o -
3 s  Not Applicable T AT 3

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

alall D13 Anial) 4505 g ShaTiesal) g viTip] Yl Allade e a7

INT: LIST THE CODE FROM SECTION B.

ekl 3 ) S o8 1ialy

o]

0 »  No infermation at all oY) Ll Slagina ¥ e 0
. Informatuonfprow;je: on a;leastad D Rl Syl S B ) B e lae] e .
1 qualrterlg ew of the products an Wiiie O Ll ey claiidy
services discussed
2 » Information provided on at least half & Clatiall dileiadl el plaeall Ciead B o olac] @ 2
of the products and services discussed WiiBie o3 Al Zilaadliy
¢ Information prowdid:n at I:ast thn;e D Cagiaal o ASi g gl DG G o ) e R
3 qualrters c_»r more of the products an 2R o5 T i)y e Ailasal
services discussed
3 « Not Applicable GelaisY e
g Did the staff attempt to acquire more customer Jab Oa (gl dilata 6 Sila glaa e al A glaas Ciligalt o0 JaF
information so as to follow-up at the end of the visit? Ta_ 3 A b AasiSally il
3 1. Yes X NN 3
0 2. No O ¥ 2 0
If ‘No’, please specify your comments: i mliady o gl (ST 13
1
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7.1 Timeless

gt

7.1

a. Waiting time on entering the branch, hefore
dealing with the frontline staff:

o Dt pall (b gall s Jaladll iy g Al Jsda de ABIYI Gy |
+ ALl 3_31_,‘,_,:; [v.l..‘i‘ kil

INT: SPECIFY TIME IN MINUTES:

I 1A e 2B g 3 sliany

COver 15 minutes D ! Wi 19 e K e { 0
1 5 e  5-10 minutes D : A 10-5 e 1
2 | ¢ 3-5 minutes D a:5-3 e 2
3 ! e Under 3 minutes & Furia B e 3
b. Did the customer feel like the queuing system , . . P .o . N
TrAea ¢|.5—u . e} “'Lh-l-l‘h“ -5 '4..:1 Ny Ul K]
functioned properly? i ? s o o5 Gl o s 8
0 . aQ|TEUIng systemn did not function at D NP e ey ¥ il i iy pla ) e 0
s (Queuing system functioned, but it . . et ] s e e
1 . ) . bl ey el AUy Al 1
worked with a few impediments D F & ot o o SR *
2 ¢ Queuing system functioned and it n Jd Sy g & gy Sty iall B LY pLaE ) e 2
worked quite easily and efficiently e s Al
3 » Queuing system functioned and it & J8ln g Al L gy Jony il B iy pliad ) e 3
worked very easily and efficiently Jud
¢ Not applicable D RETVRTIL -
¢. Time taken for the “purpose of the customer’s visit e S dpe gt Bie Gga b 5 A LBk ApE" Jal e 3334 <l &
to be fulfilled ance reaching the counter: "4l

INT: SPECIFY TIME IN MINUTES:
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H. Additional Comments on Visit 13 T Allaad) 4 LAY Cila Tl .
(If any): (D2 )

— Phevde- Qescunt mf&ow »

if %Wr% PRNPIN g..u! o e Uig(l :
|

i Fr\‘-‘\)i_oL&_ /\—Q"LP()K\E‘ \r\,ge-gy —{D %\-\‘A}:f “\9-— CLL(_} 970V S

End of the Survey - Thank you very much....
Sy | RA — Gl Al

R PP PL LGSR Y,
EEEM;T»;:%Ii-;y.ﬁdﬁkéw;;.-; ALY TI WA
G. TOTAL Branch Score

PRI XA
! e R i

NI A T e A

{Total unweighted branch score, summing all sections):

ST Pa Undert\hl' " E : . - Total Points Scored in this ' Total PolntsAllocagedI
Section rameter e . Area: Parameter
C Branch Presentation and Customer Facilities
D Greeting and Soft Skills of Staff
E Staff Capability, Knowledge and Cross-Selling
F Timeless
1} TOTALSCORE |

EAI B g paan 7
ol IS g o Jill B pal) it LG f gans)

ol Laalo i WD pgapr | 2prald (B A pnanl] KT ¢ gara - oY o5 g3 Jaad [ puddll
L3l Aadhall gl g £ R0 ik <
OB pall Sl g 3 a0 <
A Al Alats g AT e y il gl 5508 d
gt C
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