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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

O
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4.1 Was Customer Parking instantly avallable for the

Mystery Shopper?
3 1. Yes a1 3
2. No | % .2

i.  Specify: ﬂg‘} ‘24&&“&3 E!QCQ:

ii. Specify time taken to find parking: _%_min.
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4.2 Entrance to Building - uﬂrl-“ o Johalt 4.2
a. Was the Entrance Clean? Thgal Jaaal sl e b
3 |1 Yes X o1 3
0 2. No O %2 0

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

SNk a1

" aaa Sllab e PN gl RS 13
ki e el

b. Was the Entrance Convenient?

Tlandde Jaaadl 28 A

3 1. Yes

ae 1 3

0 2. No

0|

U8 2 o

If ‘'N¢’, please specify “Why” the entrance was
inconvenient:

!Eg' E_&"\”'M w'%_rr'.n‘ll" oy

ek B A

T Jaad) 6 2 ML aam ¢ "I iy S 13

Was the branch premises clean? 3
3 1. Yes m
0 2. No O

If 'No’, please specify “Why / Describe how”
the premises was unclean:

ZlS " i g/l s Sl e IS® el SAS 13
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a. Posters f Branding material present on doors, walls
and windows?

3 1. Yes

a1 3

0 2. No

us .2 0

if any:

If 'No’, please specify “additional comments”,

] it DT tia Gl e IS el
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b. Pamphlets, Leaflets and Brochures on display?

2oyl y i e ge b5 A L
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a. Were employees present at over 90% of the branch

&'_-“.PJ e 1y A q-‘z.}-.»%QOU-J-S" h‘ﬂ u‘-‘idl5

3 1. Yes X 1|3
0 2. No ] w2 0
If ‘No’, please specify “additional camments”, o eMauilal Sidaale” 2ua Sllad e S el S 1D
if any: Sy
c. Branding material up-to-date? fak e Ay el LSl g JA WS
3 1. Yes E aad 1 3
a 2. No O w2 0
If ‘No’, please specify "additional comments”, S el ClSe et aa Hlad S (ST Ll galdh S N
if any: ey

Sy e
A

desks and counters? IR
3 1. Yes O i 1| 3
0 2. No B4 22| 0

if@ny

If ‘No’, please specify “additional comments”,

duhwm/e,m{’t'

5 il laa Mt 3aa Aliad e "US" dgall S 13

Do y

b. Were all / almost all of the staff neatly and
professionally dressed?

e e ool (1930 gy (D pall pies /S 1S o

3 1. Yes

PN 3

0 2. No

282 0

if any:

if ‘No’, please specify “additional comments”,

o Rl Sdmadi saa Allad e ST et S0

c. Were all/almost the entire staff wearing name
badges?

gelany S ghday (il pal) e/ JS S A 5

3 1. Yes

i 1| 3

0 2. No

u8 2 ¢

If ‘No’, please specify “the approximate
number of staff not wearing name badges.
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a. Was the area surrounding the ATM and CDM

AL o CHM war

: }\Lc_ixif/u Ara . g e

machines cleon and presentable? ! )‘.h...h
3 1. Yes O wil] 3
0 2. No ) %2 0
! If ‘No’, please specify “Why / Describe how the \ SE S gl M5 san L e ST et K1Y
area was unclean: ‘ NFAREP TN

b. Were the ATM and CDM machines functioning?

el g E Iy AT ) et B gl SIS A Lo

which the ATM / CDM were not functioning
{and specify which machine, ATM or COM]};

s_n\_)..a.ul AJL‘..; q| ._1.)) _LUUY "..u.h &'I_.;‘)”} J_hg'l -._J‘_)...AJ
(J,ﬁ;:': E:u._;\i'r 3 4_]\"1

3 1. Yes B 1| 3
0 2. No 'l w2| o
If ‘No’, please specify “the time at which at P pal S oS & ‘,..il 8 " as Slhad e UE L galt SIS 13

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

CATM/CDM <Rhais 8 20 ciSd) o 2,0l GiS Ja o

a1

3 1. Yes E 3

0] 2. No D b LS 0

3 13. Notapplicable O ¥ 3| 3
If ‘No’, please specify “the time at which at LT I PPRRL P XVUBLE 11 LIKTENRE IO SRS, T P R Tk
which the cooling was not functioning B ey Sl

3 T
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a. Was the branch alr-cundltlomng fully functlonal “uL‘-J -\,a d-'u-u J-ﬂg ‘,an_,..n u..y.hﬂ S e
and sufficient?

3 1. Yes m a1 3

0 2. No O w2l o

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

Jadlat Cilaa e soa Slloh e MOET gl A1
ol ) WS ey

b. Did the branch possess sufficient lighting?

TS Splualy £ dll alady A

3 1. Yes

i

3

0] 2. No

O

xw 2

0

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

fragilal Cillaa e s Slod o ST x__a'l_,.,\ﬂ S 1
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Did the customer have sufficient waiting space /
seating area?

o tall i e S 200/ URII GBS Aale Jpaall S8 0 S

1. Yes

a1

2. No

lall

x .2

If ‘No’, please specify "Additional comments /
Describe how it wgsﬂsufficient:

.
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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?

l

Uﬁl,g,ﬁ:nds\;k,a,dlauﬁ;aum&a,giuylam.lda_¢.
S aad) Sl g (alt) Dl R A Ciliie ) a5

3

1. Yes W Ml 3
0 |2 No A v2i o

if ‘Ne’, please specify “Additional comments / byl fAin! lhate® v SLoE e UEY gt S8 03]

cribe how it was insufficient: FAE . - m{sg&;_ns
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5.1 Greeting of Customer

Oy il 5.1

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

Tp A N Aipaa s Al Fadall e i oadlifesa Al S A

J s No greeting / acknowledgement

G e |

& Greeted within 10 minutes of entering

brans' Jgdc e B2 10 JA S e ’

+  Greeted within 5 minutes of entering

1 v

panl ladr e A5 NE il e I

w N o

j e immediately greeted on entering

=]falfal[a

W k=S

gl Jyal gyhoua e

b. Did the staff either / or:

1op el sdaly wilh gal) 2 Ga

a. Ask for the customer’s name?

£ loanl! ‘a..‘l o .‘_,‘L._. 1

b. Greet the customer by name?

s 53 aa Jaaally a0

. Yes, the customer was greeted by name /

J|m|;FJL./uu|_)S;)¢4J;\A.’L3;.L‘La_)l“?5ﬂ6ruJ .

3
3 asked for his / her name E lgat
0 . No, the customer was not greeted by D wd e Jw syl 85 e baalycua il 55 0038 e 0
name / asked for his or her name et
LM il g T gt Do) {,.uh,\“ A" okl gull ~
c. Did the staff ask, “How can | help you today?” * 3 "Tesd - s ":.] J J. .
o € el 5 45
and Probe the purpose of the customer’s visit?
3 1. Yes, the staff did this A iy iyl Sl el 1 3
0 2. No, staff did not do this ] Ay Gl gt 4 o) 38 2 0

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

TP l/allia) o sl il dgeid) 4a g S8l S8 &

1. Yes, he / she was redirected on the

3 basis of his / her needs

Lhaliai/aitalin) I (5)Jmall 4z g8 Sole 5 A8 1ans 1 3

2. {OR) The first staff member

O Spaal) 4y T g3 Y il gl i (41) 2

3 e.n_counterec.t probgd the nature of el fracin 53 dnsd 3
visit and assister him / her
0 3. No, he /she was not redirected on D it lial Ll 4a

| Ar A i e AL » i LAt
a. Were the staff courteous on the customer making
his / her enquiry?

L dd

Siadiel @83 0

i S Lt e Ml w8 i R LA L
aan) 36 ke AghsS (6 luainnt (5] (§) i palt (LS & L1

o e No, the staff were not at all courtecus | [] Sy e Gl il 05 WK . g
e  Yes, the staff were quite / reasonably . . e . L
1 ’ Al gula 4300 ala palt las il 1
2 s  Yes, the staff were courteous D i caligalt S Gl i 2
3 ¢ Yes, the staff were very courteous D AR yalk b galt S ] aad e 3
b. Did the staff demonstrate “active listening” on falt leadiy " plad slical® b gall il A

customer enquiry?

¢ No, the staff did not demonstrate

} piial il gall 5 38
0 active listening O o) piial B gl 4By ol . 0
® Yes, the staff listened quite / ; . . e e .
’ 4 [ —hll pall ) skl | el
! reasonably actively I S B [l g Ay g B gl st Sl pad e 1
2 o Yes, the staff listened actively O o) il gall gia) il pnd @ 2
3 ® Yes, the staff listened very actively D Lo G pil il gall el il ians e 3
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Did the staff appear confident? o
*  No, the staff did not appear confident D ki a0 e il gl i A NS
*  Yes, the staff appeared quite / e e 4 as .
e . e Blead e it b s
reasonably confident O o R R e E L
»  Yes, the staff appeared confident E SO HE VL L R VOV - S
*  Yes, the staff appeared very confident D A e Ll By A 0 ol ah ani @
:‘.ith. List the names of staff interacted e LA ) oyt pad 3 L |
e M /Ms. NJO  name el 1 Ami/ladl e
= Mr. /Ms. 2 FUIERE YV FER T I
s Mr. /Ms. 3 Aol el e
e  Mr./Ms. 4 L/l e




6.1 Staff Capability

Geiligd i 61

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

T 1 0 oy Slaia) A Of JakiaYls Byl 48 A

3 i 1. Yes

a1 3

0o 2 No

Ox

N8 2 ]

r

|

If ‘Ng’, please specify your comments:

:i“;) :'_..a:u ?5 ;‘A‘J e ';‘4‘;

. Did the staff actively attempt to anticipate
customer needs?

ol Slalial GhaaY Adad & oy i sl 43 6 g

3 1. Yes O axi 1 3
0 2. No | % 2 0
If ‘No’, please specify your comments: . i, sl o gla S8 1Y

INOMha o o

piase-

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

sl B luce il 5 e G 3 Silalta) Al Gl gl plic) b S

customer without seeking the help of a colleague? Tpla il
3 1. Yes | s 1 3
0 2. No | 38 .2 0

If ‘Ng’, please specify your comments:

INT: IF the Answer Is YES, so the answer for Q
D should be Not Applicable

1) a8 Ela NS 1)

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

%da g hall L) aBaa fUS OF Aa ¥ i palt plaid (b &

3 1. Yes B’ pei 1 3
0 2. No O M2 0
3 3- Not Applicable Gl ¥ 3 3

if ‘No’, please specify your comments:

CURY T TP PP T ]

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 colieague”?

Jb Alme Al frges i o Dla¥ o 108 il g 0%y 210

a3 dal Sl e 400 6 e 2SN Jad g SISV Cpdysy dia il

3 1. Yes Y pai1 3
0 2. No O ¥ 2 0
3 Not Applicable ey Y 3

If ‘N0, please specify your comments:

rall ) Pl o sla; MS" 1
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a. Overall was the staff well-informed on Bank

Ciaih 3 iy 42 1..,1... i pall 53 S O ol Sy T

Dhofar’s product and services? L Ay
0 L « Not at all informed D I e Cilaglaa il sl e 0
i « Wellinformed on at least a quarter / a .
Starally clatidl o 1 ay; --\j] '
1 few of the products and services D I o i e “‘1 ‘f‘h o ‘“'l’ * 1
-‘—AM
| discussed a
; ! e Wellinformed on at least half of the ‘ O] S il et el e N e sl e 5
| products and services discussed ‘ i PPt
i « Wellinformed on at least three- e kG G oL i Thg ,
i il Pl AE B e
3 ' quarters or mare of the products and E. == Sy E i N o fT' * 3
services discussed e

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:

b.

il A 5 2 af) ";Juﬁjlw\"umhvymé -
"'L.duUumhM\uﬂlgw"ubwlhyﬂw(ﬁJ (&-l
LM\:M@

INT: LIST THE CODE FROM SECTION B.

S pakll Cpa Sa 1 58 o 12ty

0 e No knowledge at all D ALY Lo alay Y e 0
« Well informed on at least a quarter f a .
Slaaall y Sladiadl e LN - 1
1 few of the products and services O el ‘FW j\{l:.l.-. f:)'l' ¢ 1
discussed ~
2 + Wellinformed on at least half of the m & A Seaadly Slatidl vl e BY e Al e 2
products and services discussed Lyililia
+ Well informed on at least three - .
Slatll e A80 i plui ADIS B
3 quarters or more of the products and D = o A5 S ER T Sy e 3

services discussed

[P BN PE“'.'JM::[‘J:J' |y

¢. Did the staff attempt to “cross-sell” other products Gletd g Sladlal b BLSYE anl" o WG A glaay i gl o8 J4 S
and services? ¢ 5 al
0 *  No cross selling at all I:] oY e Aay) aull Glay al e 0
1 e (Cross-selling after a lot of prompting [:] Sl e ey Bl aul Bleaz e 1
* Cross-selling after a little / some .. . . B
SN by a1 ! dglen; Bt 2
2 prampting E J N Oa By Y ol Al B e
3 » Immediate cross-selling attempt [ N e HoY el jaa i 3
d. Didthe s-taff explain wtljy Bank Dh.ofar’s producf,s AL gl U oLy et g oot 130 gk ol gl o88 Ja
and ?erwces posse-ss a “Comparative advantage LB Byl e £ e Mgl
relative to competing banks?
3 1. Yes O i 1 3
0 2. No [] 32, 0
If 'No’, please spegify your comments: - ~ . i 5 Ly a8 ela NS 1
M&M vw6 \M\ UAAL 0.
10
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Did the staff attempt to provide “complete l
information” on Bank Dhofar’s products and 1
services, along with relevant literature? |

Gledd g Sigpila Jp NS i glaat koY Al gaey iB gl o8 A 1
iloall <3 LA aa tila S

INT: LIST THE CODE FROM SECTION B.

i) G el Ay o s aly

T S Y e e
0 ; * Noinformation at all | D IULY o Crapnat e 0
i « information provided on at least a f AEi! e gk 0 e fang OB e et e
1 quarter / a few of the products and B y-::; . r" " "‘_ s 1
! services discussed e 2= ’
2 ! e Information provided on at least half | E Sratil Al e gl kel JW o slac! e 3
of the products and services discussed Bl o A Zlaadll
« Information provided on at least three i Ceaus pi .
Claglaall a8 g gl i A B fo sldaci @
3 quarjters c_ar more of the products and D e i I sy Siagialy A3kai 3
services discussed
3 e Not Applicable ST 3
f. Information on relevant procedures, alall 13 dagiiall L000y halieaall y oDl el Adiadie Sl glne
documentation and follow-up method?
INT: LIST THE CODE FROM SECTION B. P RIUE T It PIORS
0 * Noinformation at all D SHBY e Claglaay e 0}
. lnfoir-tmat/lonfprow;ie: on a'tjleast a ] [:] T S yled e Gl s BY1 e olac! o .
1 qua.er ?ewotepro ucts an DL 5 A leadlly Slanidl
services discussed
2 » Information provided on at least half E Siatially Akl ha pleall bl 3 e slac] e 5
of the products and services discussed lgidilin o A Dhaaidl
« Information prowdefd:n at I:ast threde D clagladll 0 ASH &Lﬂi i B o sl e ;
3 quat.'ters or more o the products an i 5 2 ianil) y iy Hibetal
services discussed
3 e Not Applicable by e
g Did the staff attempt to acquire more customer Jab e 0 ARG ST Gilagles 43 A A flaey il galt Sl A F
information so as to follow-up at the end of the visit? T30 Al B Aiay aLan
3 1. Yes El a1 3
0 2. No O %2 0
If ‘Ng’, please specify your comments: rdll 5 mlads o8 ela ;) JS" 13
11
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7.1 Timeless <y 7.1
' a.  Waiting time on entering the branch, before oA i35 pall Oyl pall aa Jaiadlh Jy o AN s 2ie U <y, |
{ dealing with the frontline staff: T Aaddlt alhga o/ elal) bl
! INT: SPECIFY TIME IN MINUTES: , | L B naa gl 2n sl
‘ 0 I e  Qver 15 minutes B ! Gk 15 e S0 e 0
‘ 1 ! e 5-10 minutes I:l A 10-5 . 1
2 ! * 3-5minutes E] Hd15-3 e 2
3 L e Under 3 minutes D S AW B e 3
b. Did the customer feel like the queuing system o . . .
Crus S PR L TN -G IOV L RPOL I M
functioned properly? ~ ? o B SN B Gy e O
eui tern did not function at
0 . (;Il.l.l uing system di unction E] GBI e ey ¥ il i Ty A e 0
e Queuing system functioned, but it . . . .
1 1 gad) - —all Uity aldsd
! worked with a few impediments E i Bl oo e 819 Jany ot SR AR e 1
" i e Queuing system functioned and it 0 Jud (S8 g U oy Jomy —iall 4 Uyl Gl ) 2
worked quite easily and efficiently Loa Y
3 ¢ Queuing system functioned and it D JSl g A U ggeey Jamy ciall 6Ty A e 3
worked very easily and efficiently Jud
* Not applicable EI Bbb Y e -
c. Time taken for the “purpose of the customer’s visit & ga S} Jgmo gl die G 505 ioh Lpb" Jal e WA A o
to be fulfilled once reaching the counter: RN
INT: SPECIFY TIME IN MINUTES: 9_0 I EL TV RENDPCH T JETEREILIA
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H. Additional Comments on Visit 5l il Adlaial) ASLGY) o yikal) 2
(If any): (s )

End of the Survey - Thank you very much....

Mja 1,83 — i) Lgs

; TRVE AT OA;
G. TOTAL Branch Score
(Total unwelghted branch score, summing all sectlons)
Section . + © Arear Y " parameter
C Branch Presentation and Customer Facilities
o Greeting and Soft Skills of Staff
E Staff Capability, Knowledge and Cross-Selling
F Timeless
i-' Ciad, PP, TOTALSCORE ! ‘ i > s
T SRR N v DRI SRE L e s =
£ Al Bl £ gana .z
(PLu!&f'l JSCA.; st__)ﬂ 4..1.':._)43\ _).!.C— .nLLn t_,-um)
Jall [Reaeaidl MES p yaps tpuaill A Tlgon) BN f gugs oyt oy 3 Jlal peakl
G350 Aadhall Cluaill g i ek )
O pall S lgen g e 3 <
AT pall dgtes g 4% may (B galt § )3 z
\;ni_,ﬂ C
O S e B ooy
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