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QOpening a Savings D
or Current Account
Saving Scheme g

Housing Loan I:I
General Enquiry relating to a o9 Rk Cpaa miien Blaie ple ldill (2
specific Product, Service Car Loan O b
and/aor Facility Educational Loan O J giall Jpalds 3 g/ g omdiall il 1y
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4.1 Wasmmmfl’arldnglmmmuu

Pagit e § s e BN Bgniall 295 0 401

. Mystery Shopper? - . -] .
3 1 Yes B4 a1 3
2. No O % 2
i. Specify: caaa
ii. Specify time taken to find parking: min, LG i g laY a2 aa
4.2 Entrance to Buliding ' U el N Jehad 4.2
a. Was the Entrance Clean? T T I
3 |1 Yes X a1 3
a 2. No O %8 2 0
If ‘No’, specify “Why / Describe how” the L TR K AL C VRO I SOV, TC NI P AT G AY
entrance was unclean: QTR
bh. Was the Entrance Convenient? Tanedda J22 OAS A
3 1. Yes B pi 1| 3
0 2. No N w2 o
If ‘No’, please specify “Why” the entrance was Alia Jaaadl S5 20 ML saa ¢ TIST hyadl S 1
inconvenient:

E T b e
O R e Lo o
Was the branch premises clean? flihip B e (S 8
3 1. Yes a1 3
0 2. No O w2| o

If ‘No’, please specify "Why / Describe how”
the premises was unclean:
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a. Poste

and windows?

rs/ Brandnng materlal present on doors, walls
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3 O w103
0 2. No X w2l o
If ‘No’, please specify “additional comments”, SV emiil e T da il e MUST ol padt SIS

:I ( ) I

J
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b. Pamphlets, Leaflets and Brochures on display?

Sl il y Sl o e S O

a. Were

employees present at over 90% of the branch -

3 1. Yes m a1 3
0 2. No O x2| o
If ‘No’, please specify "additional comments”, O oAl Slha it aaa Jlai e MOUST lgadt S 13
if any: 1liay
c. Branding material up-to-date? Pikian &) ladll Sl 2 pa Jb O
3 1. Yes E a1 3
0 2. No O w2 0
If ‘No’, please specify “additional comments”, O "azillel Shaa M i dlliad e 38" Ol aadl S 1D
if any: 1y

".m pS 8y t‘ J-' o %890 &-)-5‘

professionally dressed?

desks and counters? ?4.-.&31
3 1. Yes O s 1| 3
0 2. No X w2 o0
If ‘No’, please specify “additional comments”, O Ael ShEa e das el e MOIS” el RS 1S
if any: - naday
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b. Were all / almost all of the staff neatly and

Ty e Oeld G0y (il galt pBimes £ 08 OIS A L

3 1. Yes m mi1| 3

0 2. No | w2 o
If ‘No’, please specify “additional comments”, O Al lBa B aua Jld S TS el JS .
. oy
if any:

¢. Were allfalmost the entire staff wearing name “l1E e s .
badgefs, g Cprlandy S (g (ol pal i f S S b o
3 1. VYes O 1| 3
0 2. No 3 w2 o

If ‘No’, please specify “the approxirnate

number of staff not wearing name badges: :
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achines, 5i': KKEARE
a. Was the area surmundmg the ATM and CDM

i-l"
X

L\Z

oy ¥ 41&!4,y\, m il .1 h,a...u uu..n Rrara

machines clean and presentable? ¢ sl
3 1. Yes X w1 3
0 2. No O X2 0

If ‘No’, please specify “Why / Describe how the
area was unclean:

S GS Diay)  aia i e ST gl SIS S

ki g AL

b. Were the ATM and CDM machines functioning?

e aad g1 EAa g YT i el § gl o T

3 1. Yes E a1 3
0 2. No O 22 0
If ‘No’, please specify “the time at which at Pag 06 a0 1 saa Sl e SUST gl IS

which the ATM / CDM were not functioning
{and specify which machine, ATM or CDM):

el e gl aam ) Jaxd W a0 EtaNly TN el
(b a1 g Yl

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

TATM/CDM Ghis (5 1o ChySal) 5l 3,00 8 b &

3 1. Yes O i1l 3
3 | 3. Notapplicable K SeyY.3 | 3
If ‘No’, please specify “the time at which at 4 Laay o 31 ZE 0" oo lliad e MUSN 0 padl S 1Y
which the cocling was not functioning eSS sl

Was the branch alr-condntlomng fully functmnal
and sufficient?

ks 42 (A o c.r"..ﬂ-“ 0 S o

3 1, Yes

s~ 3

0 2. No

3s.2 0

if ‘Ng’, please specify “Additional comments /
Describe how it was insufficient:

Pl Sl e i e ST il gl S 15
S S Wl iy

b. Did the branch possess sufficient lighting?

PR Szt £ oy A o

3 1. Yes Kl mi1| 3
0 2. No O W2{ 0
If ‘No’, please specify “Additional comments / Frags) Sillaa e e Hliad e KHE il galh S 13
Describe how it was insufficient: K LYy VP PR YRR
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¢. Did the customer have sufficient waiting space /
seating area?
3 1. Yes K a1 3
0 2. No W ®2| 0

If ‘No’, please specify “Additional comments /
Cescribe how it was insufficient:

[l Claata" 2oa Slad e ST gadh S
il A Al ciayt !
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d. Did the customer find it easy to follow the signage
within the interiors of the branch, indicating different
counters/ work stations?

ALY £ R (313 A5 g palt SRS & pgns &y GF Crpe 0 £ UGl A
o] Sl y (sEall) b SN CAi Y a5

3

1. Yes

il 3

0

2. No

O

v.2 0

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

ey fgile) Sldaada" da Al e S o gadl 1S )
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5.1 Greeting of Customer

+

Sl w0 5.1

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

|

Gl g b AL Bgedal) 8 adll o S0 a3 ]

i
A

0 s Nogreeting / acknowledgement E el cua 5Y e [ 0
1 *  Greeted within 10 minutes of entering [:] Jran! faaz e B 10 A a2 e 1
2 =  Greeted within S minutes of entering I:l ol add S B2 5 M as 2 e ‘ 2
3 * |Immediately greeted on entering D el Taaz jad s 1 e I 3

b. Did the staff either / or:

|
|

oY) gaal i pall 2 A L

a. Ask for the customer’'s name?

¢ ranl 1 e Jo .5

b. Greet the custamer by name?

faasd 80 ma Caaally iy

¢ Yes, the customer was greeted by name /

J\m|}uL/m])ﬁeJy‘M%ﬂ\?5ﬂx?nl »

3 asked for his / her name D P 3
0 e No, the customer was not greeted by m TP B DY DY R VP FRNIVENS I T S TS 0
name / asked for his or her name L )
B OF ety "% ) B0 s Ay S Al pal) &
c. Did the staff ask, “How can | help you today?” = > e et ":.’ 'j“] ,;'S:Jw
and Probe the purpose of the customer’s visit?
3 1. Yes, the staff did this m Sl pall N cpad 1 3
0 2. No, staff did not da this | Ay il gl g 2 S 2 0

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

yllaialfilalial o sl Al Fedall 4ga gl b2) S 00 &

1. Yes, he /she was redirected on the

3 basis of his / her needs

LeTabial/ataliinl L (8) Laali a4 53ket 35 501 caai ] 3

2. {OR} The first staff member

OF Jmaall 4 L p3 pY1 il el i () 2

the basis of his / her needs

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

EEE

3 eeeountereej probed the nature of el foseloey 3 g ad 3
visit and assister him / her
o 3. No, he / she was not redirected on RPTRIR

f ot daoil Baled 3% o0 028 3 4]

P} 326 s A (0] (52 3 iyl K

customer enquiry?

0 ¢ No, the staff were not at all courteous | [] S e fd ciligdl G4 a0 38 e a
e Yes, the staff were quite / reasonably . L oax - . -
! S AL b gl 28] ¢ pnl
1 courteous E Bag lphe Ay iyl o3 il cpel 1
2 *  Yes, the staff were courteous D ol bt S Al axd 2
3 s Yes, the staff were very courteous D AL pad el S il aas e 3
b. Did the staff demonstrate “active listening” on Tl il " o) slieal™ B pall 4Bl Jb o

* Ng, the staff did not demonstrate

0 e slial (il gl S
active listening O wa e o * 0
*  Yes, the staff listened quite / : - . e . s
1 i Lulagt 4] Ay oy il pall Vol ¢
reasonably actively 3. e e el 1
2 *  Yes, the staff listened actively D Lulag) CiB pall | st il cpal @ 2
3 e Yes, the staff listened very actively D il S 8 il gl o) Gl cani @ 3
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Did the staff appear confident?

Chdi (e By A o il gal) 4B A

[I

=]

» No, the staff did not appear confident A G By ) e il gl el 38 e
s  Yes, the staff appeared guite / . . “ T .
! e Sy Al by ddl o als pall gl e
reasonably confident E i O Fy A o gl g ol o
+  Yes, the staff appeared confident | I:I il G A e b g e
i « Yes, the staff appeared very confident | D At Ll Bl e an ) jpa e e
| - .
i cl._th List the names of staff interacted . LA il gkl gl pledd S
| with: N ¢
! o Me/Ms (e Malla [ 1 Y
e Mr./Ms. 2 LW/l e
e M./ Ms. 3 Ao/ el e
e Mr./Ms. 4 Uodl/laud e




6.1 Staff Capability

iyl 61

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

*wds_.wﬂmgulm@vabﬂ,m,ua }

3 1. Yes

a1 3

0 2. No

OR

2 0

If ‘Ng’, please specify your comments:

T <

:.L:|\_..n.h?35_'n.J.'>\S |

b. Did the staff actively attempt to anticipate

T Claba) i Alted A s vili palt o0 4 o

customer needs?
3 1. Yes M FYSH | 3
0 . 2. No O %2 0

If ‘No’, please specify your comments:

:dljl_) CL-‘!'L-] Pi ;l%_J TN |:\!

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

aaf faebloes cath (193 (e G Shaliia) Al B gall plhiel JA 0

customer without seeking the help of a colleague? i Pl
3 1. Yes X pai 1 3
0 2. No D L) 0

If ‘No’, please specify your comments:

INT: IF the Answer is YES, 50 the answer for Q
D should be Not Applicable

AT il 48 ol S T

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

Pia g bl ALY sl [0S 05 AhaY) b padl plail QA 0

3 1. Yes Kl pai 1 3
0 2. No O % 2 0
3 3- Not Applicable Gy ¥ .3 3

If ‘No’, please specify your comments:

bl iy o8 Sla  S" 13

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”?

DA Aipma i fopaa Jigee o Y1 o 1,08 CiBgall 0% o1 M)
el dal Sl e 4500 5 e 28 Jal (e UM Gy die itk

3 1. Yes O a1 3
0 2. No O 32 0
3 Not Applicable )( KON | 3

If ‘No’, please specify your comments:

AT £l il ST 0
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| a.  Overall, was the staff well-informed on Bank et uh...- A Tila glna cilB gall g2l DS Ja opis JS
! Dhofar's product and services? pO R
! 0 « Notat all informed EI AOEY e Slaglaa g ol e 0
| + wellinformed on at least a quarter / a i e i L.
. X Rt IPET N P Pt L ‘L\m i . }
i 1 few of the products and services D 2 d e ‘F. “fil - r“: ¢ 1
! discussed i S
L e Wellinformed on at least half of the | ] Al Tl y et vial e Y e e e 2
| products and services discussed PN
; s  Wellinformed on at least three- . - .
Slagdi e A o e AN B ke Ly e
3 quarters or more of the products and g 3
. . q.l—!rhn 2 ".u'l \_:La..\_\.“J
services discussed

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:

aalll B g e LaS) ";Jwﬂjqusl"gmluv&a,“i,g
" Saadl] y ipiialy (adal A mall g piae” e Gui pad) iy ady 1(2
;m.s...n..hqs

INT: LIST THE CODE FROM SECTION B.

D ] G 3l A o8 il

a + No knawledge at all D AARY! e sl ¥ e 0
e Wellinformed on at least a quarter / a N
Slaaddl y Slagiall - | : !
1 few of the praducts and services D 4 o i g e 'E?.\L:k: Pu, ¢ 1
discussed e
2 e  Wellinformed on at least half of the D A Sladlly il dieal e BYY e ey e 2
products and services discussed i,
+ Wellinformed on at least three - ..
Silaitall e 81 4 sl A B
3 quarters or more of the products and m Hille A &\ Jfaf:&: j}f :_,L-_] ,.II... ¢ 3
services discussed e 4
c. Did the staff attempt to “cross-sell” other products Sladd g Sladial " AlEY) ! o Rl Al glag B galt oG8
and services? 5 oal
0 * Nocraoss selling at all E S e oY el Aden s Wl 0
1 s Cross-selling after a lot of prompting D DL G A0 ey LY Al Llaay 46 @ 1
*  Cross-selling after a little / some .. \ .
G W (R 1 oYyl | 4 lany B3
z prompting O by IO Sl ay LY Al Qlaay W6 e 2
3 s Immediate cross-selling attempt D 2 e oyt all Agan sl e 3
d. Did the staff explain Why Bank Dhofar’s products T Lol U AL chah g Slatie 1L 7 by i gall HlE a2
and services possess a “Comparative advantage” ? * : . \.E_,: Py u:":. ";
relative to competing banks? : Al goa At Tl
3 1. Yes O a1 3
0 2. No X %2 0
If 'No’, please specify your comments: . i plais 8 pla ) DS Y
nob m amf Com{?a/wmm
10
+ +




+

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

el g Cigdie 8 LIS Gla glae” dlitheY A glaey il el 43 06 7
Talaall w3 Skl s lib 9L

INT: LIST THE CODE FROM SECTION B.

& ] (o ) Ay B 1l

T . iyt
0 * Noinformation at all D | AUy e Slagina ¥ e 0
| ¢« |nformation provided on at least a l el e it/ r'w . _.m .
1 quarter / a few of the products and | ; ’M = &' - 1
i ; - P ""‘JM ~ \F"' - J = "' |
i services discussed ,
L2 » |nformation provided on at least half D ' Sl Ll iy vdead Y S0 plac! e 2
! of the products and services discussed iiflie o8 S Sieddly
* Information provided on at least three
uu_,h.a]lwﬁ\_ﬂ&u'l‘.:xul‘ﬂ&sm‘ .
3 quar_ters qr more of the products and E B 5 1 sl y ey 3 3
services discussed
3 * Not Applicable TV AT Y 3
f.  Information on relevant procedures, PAluall 23 Anllal) 43000y Slalaall y (Sihel 2Tl Allade Sia yas
documentation and follow-up method?
INT: LIST THE CODE FROM SECTION B. G ] o a0 LS B il
0 ¢ Noinformation at all |:| Sby e Claglaay e 0
+ Information provided on at least a .-
MLI:IAN HLA,LI.AI‘ J,.EJ\ I&l_) Ji\]\ ;LLG! [ ]
1 qual:ter/fi few of the preducts and D LiBia 5 2 Seail)y claial 1
services discussed
, « Information provided on at least haif O Dlatially Glddl e plaall Chead Y S slac! o 2
of the products and services discussed LeiBie o0 A Silaadlly
¢ Information prowde;d on at least threde B Clagladi e 360 gl gl A5 B o ollac]
3 quarters or more of the products an WiBia 5 3 Caaslly Catially Hilaid 3
services discussed
3 « _Not Applicable Gy ¥ e
g Did the staff attempt to acquire more customer Jab O g iy At JISH e plas 48 add D glaey Cili gt B 7

information 5o as to follow-up at the end of the visit?

£330 A B Aaglially HL)

3

1. Yes

a1 3

0

2. No

0|04

=2 0

If ‘No’, please specify your comments:

LT plady el " 1Y
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7.1 Timeless chgt 72
| @ Waiting time on entering the branch, before o Gy gal) (phlE pall ga Jalal J-.EJ_-&J“‘ Jaha de ABLY! Q8]
dealing with the frontline staff: HEVLENFT PR e (B TR
: INT: SPECIFY TIME IN MINUTES: PE 111 TV RUERCR ) IR TP PG
| |
0 | & Over1Sminutes O GAi 15 e S e o |
1 | e 510minutes 10 F10-5 e 1|
o2 I s 3-S5 minutes a FE 53 . 2
3 e Under 3 minutes ™M S e B e 3
b. Did the customer feel like the queuing system e . . -
¢ Jed Ciuall 1y (IR LTI PPV
functioned properly? o Sy Jamy o BRI A Sl Gl Al Ao
o . (;ItlJeumg system did not function at D T e dag ¥ el Y e o
* Queuing system functioned, but it . . . A ..
1 ! 1 \ (el . »..A-A]l Lla_; 1l o
worked with a few impediments D Bl e Oy Jay o S A e 1
e Queuing system functioned and it Joad S0 p A ey Jaty ieall B LT GG e
2 S . | 2
worked quite easily and efficiently a2 A
3 e (Queuing system functioned and it [ S g A L gy Sy el i lny W ) e 3
worked very easily and efficiently Jad
e Not applicable E LRI S -
¢.  Time taken for the “purpose of the customer’s visit Bl ) Jpa gl o Gl 8L chad A" Jal (e 1S4 g &
to be fulfilled once reaching the counter: " Al
INT: SPECIFY TIME IN MINUTES: ‘? :‘y‘lia.lﬁ e S gl o sdialy
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H. Additional Comments on Visit
(If any):

130 PL Adlatadl AdlaY) Gla yThall 3

(S )

— Vhae one 3 war

- Noene- wWax ﬂlw N R

Seaty

)

- No (DM  adaddable

aalpble.

End of the Survey - Thank you very much....
Yy e 182 — olatult Ay

G. TOTAL Branch Score
{Total unweighted branch score, summing all sectlons)
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C Branch Presentation and Customer Facilities
D Greeting and Soft Skills of Staff
E Staff Capability, Knowledge and Cross-Selling
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