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Other Bank: LAl
2a. Branch Name J . & E) PKLSSM g il 12
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General Enquiry relating to a
specific Product, Service
and/or Facility

INT: SELECT AS RELEVANT AND/OR
SPECIFY DETAILS OF
PRODUCT/SERVICE

FORES)




4. W Customer Parking Intly available for the
Mystery Shopper?

Tashll (56 & s il ge LRSS JoulaD 239 U0 4.1

l 3 |1 Yes = i1 {3
! 2. No g % 2
i i. Specify: i .
| 1 .
: |
: ;
i, Specify time taken to find parking: min., aai: e SnY ] T gl e

4.2 Entrance to Bullding ) G Jsdalt 4.2
a. Wasthe Entrance Clean? Sl A8 Ja Y
T
1. Yes E a1 3
o |z No 0O M 2 0

If ‘Nao’, specify “Why / Describe how” the
entrance was unclean:

DS S iyl ! dia S G NS el RS

- .‘1..-);; PN

b. Was the Entrance Convenient?

Tl Ja 2l RS A o

3 1. Yes

L 3

0 2. No

O

xn2 0

If ‘No’, please specify “Why” the entrance was
inconvenient:

Was the branch premises clean?

e Jaaad & ML saa o IS el A T

K ARy L
MG ":.:?-s.n: fm«.m
TS £ Ll e 8 A

3 1. Yes

a1 3

0 2. No

a2 0

| 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?

‘.':‘L‘!\_,MJ__‘.\*..I ;y\jﬂuﬁg‘,muhﬂb]émx‘nhdl;\

1 T
3 1Y I )
es g . pai1 !L 3
0 2. No | [:I XM 2( 0
If ‘No’, please specify “additianal comments”, | O Sba i da Al e JMHET el S
if army: | . “liiay
o *
| |
b. Pamphlets, Leaflets and Brochures on display? ! ol g eESl e e o5 A o
3 | 1. Yes E w3
0 2. No O 2| 0
If ‘No’, please specify “additional comments”, I e Slna " das bl e SOET O yalt SIS
if any: Ty
c. Branding material up-to-date? Tadaa Ay laddh Skl Jya Jb S
3 1. Yes BA |3
0 2. No O w2 0
If 'No’, please specify “additional comments”, g ¥ PPN RS DERN, PUNTPE iR JPILL LA PSR LR b
if any: Py

a. Were employees present at over 90% of the branch

‘n-a..'

a3 pns o4 128 D B pa (o 9600 (o S 221 i IS U

desks and counters? fdaaill
3 1. Yes D st 1 3
0 2. No R X2 0
If ‘No’, please specify “additional comments”, S emagilie) Claa ! s Sliad e MUEY L galh SIS 1
Tt @,ﬂw Y, -
§ Fe wele |owaNdable.
b. Were all / almost all of the staff neatly and

professionally dressed?

e e (el (95 (B palt plma /S U8 A L

3 1 Yes B 1|3
0 2. No ] w2 o
. N L Madal Cidaasia” s lad e MU ol g S 1)
If ‘No’, please specify “additional comments”, - A’ 2a - R -d;n:
. >3

if any:

c. Were all/almost the entire staff wearing name

€ ptanaby S (3 gmadny (o al) o f S CAS O S

badges?

3 1. Yes . a1 3

0 2. No X w2 0
if ‘No’, please specify “the approximate St il gall S anall saa Sllad e J"HET il padl S0
number of staff not wearing name ba r—{ae ey DS e Y

AQO one (WGo 19 o S
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(46 7« ATM and COM machings = =2 "y o AL | T R A - ki gl G et 35e0) 4.6 |
a. Was the area surrounding the ATM and COM ‘ _, ..n..h.. FEHIFR i) ..,.N'. bl all 3l dasacadl S SRS Ca L)
machines cleon and presentable? ‘ O 4l |

3 1 Yes ] 1]
0 2. No g ! uS 2 f 0

! If ‘No’, please specify “Why / Describe how the | ‘ S8 NS a pl SN ke Sliad a USY el L

! area was unclean; : | il g 5‘.1 ‘

1 | i
N ‘ ‘
i o |
b. Were the ATM and CDM machines functioning? | F ol Rl £l g T el B gl DS Ao
i | ‘ .
3 11 1. Yes : E i PYRRE | J 3
0 2. No | 2| o

L If ‘No’, please specify “the time at which at
which the ATM / CDOM were not functioning
{and specify which machine, ATM or CDM):

eal 4 83 AN ZE 0 o Sl e UUST el S 1
il jalt N TEN 51 _\_\;J)w‘) -.u_'%.\.‘i)"]‘ﬂ‘_nl_)...ﬂl
Wl gy g Y

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

*ATM/CDM 4ihis 3 32 ciiSal) 9l 4l 08 Ja O

L

3 1. Yes D 3
0 |2 No O %2
3 3. Not applicable B Sukis ¥ .3 3
If ‘No’, please specify “the time at which at A8 Jang af 5201 8 N i Sld e VHSY el SIS
which the cooling was not functioning T P
nth Ambleriteand Faciitios. 2 3% R B AL i s B 3 ET e SRR TR R Y
a. Was the branch air-conditioning fully fum:tmnal Ty 1o JOb ,,5.«,, q..l_”.n u,.s..n oS Ja
and sufficient?
3 1. Yes Iﬁ" 103
0 2. No a x2| 0
If ‘No’, please specify “Additional comments / [as) Slaa Mt s Sk e MR el D80
Describe how it was insufficient: - L VI PV S
b. Did the branch possess sufficient lighting? LA Fplaly £ i alady A o
3 1. Yes E a1l 3
0 2. No O W2 0
if ‘No’, please specify “Additional comments / SAgial Sl e Al e ST el IS 1
Describe how it was insufficient: LG TR NS T g
5
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If ‘No’, please specify "Additional comments /

Ui Slaa e i il e " US" el S

+ + +
% ¢. Did the customer have sufficient waiting space / | D fom sl ol e oS 200 /ORI AHS Aniece Sl DS A D |
L seating area? ’ i
03 |1 Yes s s~ 03
0 2. No L xw2! o |
i

Describe how it was insufficient:

CalS A S iy

d. Did the customer find it easy to follow the signage
' within the interiors of the branch, indicating different

| 19 E A 13 A8 guda palt ZATANH A gy oty O (g Ut A

»

) I Toar] el g (Tt} DS S il , ) a5
counters/ work stations? : Sty (al) iy ot 3558
i T
3 Yes &} R 3
0 |2 No O 2| o
l1f ‘No” ify “Additional comm | .
| If'No’, please specify “Additio ents / iy g At Slaa S s i e THE" L galt IS 1
| Describe how it was insufficient: : AR A,
} Al A L Al
i
!
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5.1 Greeting of Customer

+

3Ny a0 5.1

a.  Was the Mystery Shopper “promptly greeted /

5 I ATgas [ h AR Ggedall e wd adllfa S a5 6 LT

acknowledged” on entering the branch?

o e Nogreeting / acknowledgement E S pif e Y. 0
1 *‘ s Greeted within 10 minutes of entering I:] 1 i gl e 310 __'_Z-'x -— i . I |
] 2 J‘ ¢ Greeted within 5 minutes of entering r D ‘ an Jaar e AR H DA ea 3 e -2
I 3 | « Immediately greeted an entering ! Crant Jghc pema Sl e © 3

‘ b. Did the staff either / or:

topet Ay _is_yn.:'r ‘.& A

a. Ask for the customer’s name?

?Jém\.!\ FSVIN =5 _:L.. _i

b. Greet the customer by name?

faal 83 a0 Siaelhcim ;)

. Yes, the customer was greeted by name /

IR OSSN SO DU P TV, FRNIPR' P 5 PP S

3 asked for his / her name I:I L 3
0 . No, the customer was not greeted by E da) e e aly f4ad 53 a banllwa @l WL WS e 0
name / asked far his or her name Lt o

A el g " Tagall DS e A LA Lk pal) e

c. Did the staff ask, “How can | help you today?” | o 3 e = h“‘“: “] 1‘"; L:
and Probe the purpose of the customer’s visit? I ’
3 1. Yes, the staff did this E Aty il pall 213 40 caei 1 3
0 2. No, staff did not do this | Al 3l a8 2 0

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

T Adabial e #l Al pddl 45 sie1 & Ja &

3 1. Yes, he / she was redirected on the
basis of his / her needs

e adal/adatdal b (5) sxendl daa g5 dole ] 35 A oaei 3

2. {OR) The first staff member

5 Ceanll 4y G 3 Y il gt i () 2

the basis of his / her needs

ST T Sy

; ."-‘:mtm..ss Py
a. Were the staff courteous on the custorner making
his / her enquiry?

S e E
‘I'.ﬁ ha I"‘.“PA b p

3 epFountereq probed the nature of il fraeley 3 s 51 daas 3
visit and assister him / her
o 3. No, he / she was not redirected on (ot G Lial 1 4 g sule! 35 o0 (6 3 0

R T T L o A
4 had %}:" v yﬁ.ﬂ oy «r&'!‘
r&ﬂl‘l.‘u—nw‘ﬁ.)m‘d-ﬂ&d}‘nuu& }

customer enquiry?

0 e No, the staff were not at all courteous | [] S e il S5 Wl DS e 0
e Yes, the staff were quite / reasonably . . e ] .
’ A gha A3L 2l Lol a2 caad
1 courteous E’ B flpde By By a3 il i 1
2 * Yes, the staff were courteous D S calgalt AS G i e 2
3 e Yes, the staff were very courteous D ALyl bl S GE s e 3
b. Did the staff demonstrate “active listening” on Ol iy 't slaal” il gt 4Bl A

¢ Nog, the staff did not demonstrate

Joplial cilh pall iy ol s
0 active listening D w2l e Sl oy 1038 e 0
s Yes, the staff listened quite / : . . . . .
1 ! 1 W] gida Ady sy (RS gall | Aol 2 ¢ axd
reasonably actively E lag) By Al gk ¢ dB gl g 1
2 « Yes, the staff listened actively D Lkl B pall gl 23] ani @ 2
3 s Yes, the staff listened very actively I:] a1 Jre 5% B gl el 0l e e 3
7
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Did the staff appear confident? Thdl Oy By A e i gt B A,

e No, the staff did not appear confident A o Bl A gl g ad S e |

|
i
|
| e A Ak e By AT B i gl g pad

reasonably confident

* Yes, the staff appeared confident Al e Byl o il s aad e

|
|
O
®  Yes, the staif appeared quite / ! E
a
|

e Yes, the staff appeared very confident ' Akl e S Wiy adl e il 4a e

|
I
1

d. List the names of staff interacted ey e e e e
. | i TafRs g STen] u_ald}..‘\ £ wlraa} _)S.W o
with: . i ; i
« me/mvs. Orngmy A0malsl 1 Aalilfoaiil e
e  Mr./Ms. U i 2 Ao/ l=ldl e
o Mr./Ms. ER R
s Mr./ Ms, - FIRPATT A IERT
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6.1 Staff Capability

+

Cokl gadt 3 3 6.1

X

T Kk s [y 3 Slabia Anpl (6 el G palt o O

‘ a. Did the staff frequently probe the nature of the
\ customer's needs?
. K T
3 : 1. Yes . E ani 1 .3
! 5 If ‘No’, please specify your comments: RO e ad play SIEN L
| |
l
b. Did the staff actively attempt to anticipate : . PR X .
Coss il Slalial  Fhay Alad 40 gy wib palt 23
customer needs? ! Sl Slaldal oy eny A gl ad A Lo
3 1. Yes K a1 3
0 2. No O 3 2 0
If ‘No’, please specify your comments: 24, rloats 58 ol NS Y
¢. Were the staff able to cater to the needs of the 58 lae b 338 G g3l Slabia) Al oAb galt £laial (A S
customer without seeking the help of a colleague? LS Pyt
3 1. Yes E\ pxi 1 3
0 2. No O ¥ 2 0
If ‘No’, please specify your comments: ) ey o8 fla ) JIS" 0
INT: IF the Answer Is YES , so the answer for Q
0 should be Not Applicable
d. Were the staff able to answer all / most of the
questions posed? fia gkl ALY plma fUS 00 Alp Y b pall gl 4 G
3 1. Yes . a1 3
0 2. No 4 ¥ 2 0
3 3- Not Applicable Gelaiy ¥ .3 3
If ‘No’, please specify your comments: RN e O PRI TSRRY
e. If the staff were unaware of the answer to a A Al Al fopma Nige S0 Y1 e 00 il gall 05 21 V) 2
particular query / queries, did they politely “ask a3l daf [l e A0 5 e 280 Jal e IV Cuigis Ll qilb
you to wait while they double-checked with the
system / a colleague”?
3 1. Yes il i 3
0 2. No 0 M 2 0
3 Not Applicable X Gy ¥ 3
If ‘No', please specify yaur comments: i il af ala ) 28" 1
9
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us.z mq«nm Omm o ,,,», SR P ) *;jif ‘ t‘"i;n _,ﬂm, w~ ﬁp F
a. Overall, was the staff well informed on Bank I il pall o2 SIS b ale J85
| Dhofar's product and services? | P
i 0 I s Not at all informed D i AbY! e Dlegaadnal ol e i 0
: e  Weliinformed on at least a quarter / a ) . L. |
Chazhty Slatiall L e A
1 1 few of the products and services AN 3 hatial e S Ty R i 1
i . | etia Al 4_.1
i discussed I
: 2 ; «  Wellinformed cn at least half of the | I:I ! 2 S ity T Ghead e BV oA @ |,
! ; products and services discussed | ! PERCRRY !
i s Well informed on at least three- ' : .
Siatill e 81 gl gl A A e
! 3 quarters or more of the products and E: il e A1 .E;,g._ r3 J_.I :’L T * 3
{ services discussed ol ?
b. List the details of the “main purpose of your visit” ikl B g oa LaS) e 3 i N gt iaha daiy pdag ad o

(as per SECTION B); rate the staff on the level of
“product / service knowledge” in this area:

"'L..\;..Uui.;u.dt..dh.uﬂu}dl d__’.hm"uhwh_’dlwufl‘, (i—l
uh.:....“-‘hlq!

INT: LIST THE CODE FROM SECTION B.

OYS-UIRPEWUE FLTA PORS

0 +  No knowledge at all D by o sy e 0
+ Wellinformed on at least a quarter / a . -
Sarall g Sladiadl e TR - } !
1 few of the products and services D I o e e j‘i “'h, e ¢ 1
. L‘J.-L!Lu > Jﬂl
discussed .
5 s Well informed on at least half of the El i S o Sieaaly Zlamidl chat te Y L Jay e 5
products and services discussed [Pihe )
» Well informed on at least three - -
Siaiall e AST g gl ) ADE BY) e by e
3 qualjters qr more of the products and ﬂ eI O 3
services discussed
¢. Did the staff attempt to “cross-sell” other products Shatd g Ciatial f ALEY] apli® L pLAD A glas Gilh gl S8 8 S
and services? 5l
0 »  Nocross selling at all Q SAYI L Yl sl Gy g ] @ 0
1 e Cross-selling after a lot of prompting O Sl Cpe oS0 Sy Y el Al S @ 1
e Cross-selling after a little / some iy = . e . . ,
[ W Vg Al el Al Wl 2
2 prompting D = P on il Vil * *
3 e Immediate cross-selling attempt D 2 el adl U jas 3 3
d. Did the staff explain Why Bank Dhofar’s products

and services possess a "Comparative advantage”
relative to competing banks?

LY gyl Ub A Clasd g Clalie 13 gl Cilh gal) o3 4 S
PRI gl e A5l Al

3 1. Yes O Y 3
0 2. No % X2, 0
If ‘No’, please specify ypur comm nts . ol g Ll o8 dla ) <TAE" 1)
j YV‘.p/Y\-_ILLQ'\m"
1c
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[e. Did the staff attempt to provide “complete i Shodd g Sladle 08 A0S Dl e ey Al glae Cil gall 03 Wz
i information” on Bank Dhofar's products and falual) 1) Dl e Ll iy
g services, along with relevant literature? i
! INT: LIST THE CODE FROM SECTION B. G k] (pe ajl RS o8 sl
f : . ! . . . |
R e No information at ali i m l S oo Sgaa Y e ;
[ : ¢ Information provided or at least a | (Bl Sy e ) fas B e el |
AARmiAl A LI T . “ &
1 quarter / a few of the products and | 1 P TS e [ |
, : . i H i 2l ‘I_Li Al s._.\ﬂ-.-JA:‘J j
: services discussed : !
; 2 + Information pravided on at least half | D : Zhadial Aail D el wbedd B 5 dtieei @ | 2
of the products and services discussed iR 2 O Ziandlly ‘
¢ Information provided on at least three . - -
R I . (I I I, L VU R Y
3 quarters or more of the products and E\ sl e A g ) AV g eme e 3
. . pabiie o8 "_-J Seanill y ‘_.._‘-_u:l. daatia,
services discussed
3 ¢ Not Applicable ' Gy e 3
f. Information on relevant procedures, el S5 Aaglalt 1305 g Slalienall y o Disl Yo AT Sl ylas -
documentation and follow-up method?
INT: LIST THE CODE FROM SECTION B. O i) S el [OLLY A sl
| \ !
o ¢ No information at all O ol e SlaglaaY e 0
« Information provided on at least a .
aletdl e gleddl pe JaTN B e slnel
1 quarter / a few of the products and D P‘I ':,'u M {FUJ " "& ‘.. -t 1
. ; Ll o3 S0 Triaddll g \_.L\...uﬂ_l
services discussed
2 ¢ Information provided on at least half I:I Silatially Al Sl gledl Cheal B 2 plac! e 2
of the products and services discussed Lalila 5 Sl Zieasdly
» information provided on at least three . oo - . \
e glaall e JASH el i ASNS B ac |
3 quarters or more of the products and EN JMI o J‘s p 'E 'J m‘ﬁ?"h‘ =t 3
. . [T _',.L‘J a._:l.c.‘.:d‘_, Sradially dalazall
services discussed
3 s Not Applicable GV @
£ Did the staff attempt to acquire more customer Jab e Gl Aklada AT Sl plae &3 ad & janes i gal) 4 JAF
information so as to follow-up at the end of the visit? oM Aglgs b Anglaally alAl
3 1 Yes | L 3
0 2. No O %2 0
If ‘No’, please specify your comments: NG plaady o8 ol MHUS" 1
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7.1 Timeless » et 71
i a. Waiting time on entering the branch, before A Ot galt (uild pall A Jukallt Ly op il 40 36 }E.’..-"ﬂ ETRN
: dealing with the frontline staff: I D Adl) g e f eVt bil

 INT: SPECIFY TIME IN MINUTES:

\

| : ﬁﬁ-\l‘&._amd_’”.l.\m:u‘n'._n

: Q f e  Qver 15 minutes i ABE 15 e 55w 1’ 0
1 *  5-1C minutes . ' 1
2 s 3-S5 minutes i 3563 e } 2
3 i 3

Under 3 minutes

[
gy s 10-5
O
kJ

| S B

“ b, Did the customer feel like the queuing system

i functioned properly?

i Sy Jaiy el Y AT Sy e A A

Queuing system did not function at

worked very easily and efficiently

Jhad

Not appiicable

By

0 all OJ Y flo ey ¥ aall i lany gl o) e 0
¢ (Queuing system functioned, butit R et sl ) ol
gy —ial N1 adat o)

1 worked with a few impediments D Hh o Jy St 1
5 e Queuing system functioned and it ] Juad Sl L g Jaty il LY k) e 2
worked quite easily and efficiently s 0N
3 * Queuing system functioned and it D OS2 Al L gy Jamy all i Y s A . 3

¢. Time taken for the “purpose of the customer’s visit
to be fulfilled once reaching the counter:

130 A dpet ) 3 Crga 3B 3 adh ApE" Jal (e Bl g &

g il

INT: SPECIFY TIME IN MINUTES:

e F e

PR 1L L1 LY YA IV PN TP
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H. Additional Comments on Visit 13k 30k Allaidl Apdliy) Sl Tl A

(If any): (= )
i .

Qn QOAM

End of the Survey - Thank you very much...
ﬂJ_Ja- \JS.u

Gl Algs

TOTAL Branch Scor
{Total unwenghted branch score, summing al! sections):
N Under Eva 'I‘otal Points Scored In this Tot_al Points Allocated /
- : Area: ) Parameter
c Branch Presentation and Customer Facilities
(o] Greeting and Soft Skills of Staff
E Staff Capability, Knowledge and Cross-Selling
F Timeless
TOTAL SCORE
£ il Jaldi £ gazea R
((:LJS” ._:S o c&)&” 1;.;)4.“ e Ll &_,,g;..)

0

Crgp U Aatial) Ci¥gdill g £ il i

Chd gt 0 slgen g g 301

LY lee g 43h ey (B palt 50 z
c.i_.:l c
maﬂa
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