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General Enquiry relating to a
specific Product, Service
and/or Facility
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a1 Was Customer Parking available for the

My?ery Shopper? ; 7
3 L Yes ' 4 a1 |3
| 2. No ‘ D ‘ UL 2 !
i. Specify: ! : e |
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4.2 Entrance to Building - et N1 Jpdatt 4.2
a. Wasthe Entrance Clean? LB Jaaal oS Ja )
3 1. ves X pai 1 3
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If ‘No’, specify "Why / Describe how” the S Ml s gl Y aa Sl e MUET el SIS
entrance was unclean: feadad e Jasal

b. Was the Entrance Convenient?
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If 'No’, please specify “Why” the entrance was
inconvenient:
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Was the branch premises clean?
3 1. Yes XN 1| 3
0 2. No W w2l o0

If ‘No’, please specify "“Why / Describe how”
the premises was unclean:
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4.4 BrandingMatedal . "> - . 0 i P T TRRGR T T RNt - T el 4.4
a. Posters / Branding material present on doors, walls | 03 1y 2 jaad) b g1 e Ay lad uh)ls J Sideals a4 S8 )
. and windows? j
i T
|3 1. Yes | O a1 3
L0 2. No K wol o
If ‘No’, please specify “additional comments”, ! SRl Slaatha sia s T MBS el SN
: if any: _ | 1 Zeay
: Ao ﬂ“f b&ifd,nﬁ mag“,ﬂﬂ @(Q{! the ATH "|~C.Q¢1
: |
! . !
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If ‘No’, please specify “additional comments”, SF ! Slaa " aua Ao Cpe VST il gt S

if any:
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b. Were all / almest all of the staff neatly and
professionally dressed?
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. 5}

if any:

¢. Were all/almost the entire staff wearing name e e .
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[ 467 ATMand COMmachines - ." ~ . 5 % %-r
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' a. Was the area surrounding the ATM and CDM

! J-AJ—IJEJ‘:M‘F]H\NJ‘,-N\—NJA‘ Bl Dnaal) gl S A 1

machines clean and presentable? ' ¢ pbaall |
3 1. Yes R i1 |
0 2. No O 3210 0

area was unclean:

If ‘No’, please specify “Why / Describe haw the |
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b. Were the ATM and CDM machines functioning?
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3 1. Yes

0 2. No
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If ‘No’, please specify “the time at which at
which the ATM / COM were not functioning
{and specify which machine, ATM or CDM):
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c. Was there sufficient cooling in the ATM/CDM area?

TATM/COM Gk 3 32 il 9 5,0 08 0A .o

3 1. Yes D FEVER 3

o |2 No O X2 g

3 3. Not applicable E Glb¥ 3| 5
If ‘No’, please specify “the time at which at A Jows ol g0 28 0" ana Sl e ST il galh IS
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a. Wasthe branch air- cnndltnomng fully functional
and sufficient?
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3 1. Yes
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0 2. No
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If ‘No’, please specify “Additional comments /
Describe how it was insufficient:
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b. Did the branch possess sufficient lighting?
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3 1. Yes ] | 3
0 2. No [:I w2l 0
If ‘No’, please specify "Additional comments / [l Silaa s saa Alad e SN el 0T
Describe how it was insufficient: T LY VI L W
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| c. Did the customer have sufficient waiting space /
seating area?

el otie e i€ 3 ) UBRIDK A Aabees Jpanll S b S

3 1. Yes B 1] 3
L0 2. No i O 2! o
i - el laada® e 2 e S e S

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

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

ieay y fAgdii) SdaaSie dia Alad e MHE el SIS 1D

KICLI I RT<




+

5.1 Greeting of Customer

iy a0 5.1

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

TEAN 1 Alpis R ddll Geid) e b alllfcus 3l a0 06 )

1

« Nogreeting / acknowledgement

]

*  Greeted within 10 rninutes of entering 1 D

Gt oa gy e |
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* Greeted within 5 minutes of entering

o
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* immediately greeted on entering

O
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| b. Did the staff either / or:
v
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a. Ask for the customer’s name?

|
l
|
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b. Greet the customer by name?

?M—-|)SJC-‘JJ-:-“-J-.—5J it

. Yes, the customer was greeted by name /
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basis of his / her needs?

3 asked for his / her name D g 3
o *  No, the customer was not greeted by E LIS WA DY R WS S DRIV FRNITENY. PPV L S 0
name / asked for his ar her name g )
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c. Did the staff ask, “How can | help you today?” - ) e S i ": v :": L:
and Probe the purpose of the customer’s visit? I /
3 1. VYes, the staff did this E Sy ikl f6 S el [ 3
0 2. No, staff did not do this D Ayl gl ol o (N5 2 i a

d. Was the Mystery Shopper redirected on the flalhalfalalhal e sl A Taudall s adlel i S

1. Yes, he / she was redirected on the

3 basis of his / her needs

FERERERER YOS DU TR PER ey 3

2. (OR} The first staff member

5 Sl 4y Al S Y il gl et () L2

the basis of his / her needs

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

' «d,um Pl A op .n .;s ' i g A8 Ly. P

3 e_nf:0unterec-1 probfed the nature of Bae e foseiy 5 o 5 3
visit and assister him / her
0 3. No, he / she was not redirected on TCRERVERPREE PR PER ‘m :“ 38 3 0

customer enquiry?

0 e No, the staff were not at all courteous | [_] SO e i il gl (5 &l DS a
*  Yes, the staff were quite / reasonably . - _
A gk ALYy i pal) a0l e
1 courteous D P Ml pla BBy e gl as a0 1
2 s Yes, the staff were courteous m Gl il gl S il e 2
3 *  Yes, the staff were very courteous D LU yak kgl S A el @ 3
b. Did the staff demonstrate “active listening” on Topaanl eaiia¥ M plal plieal” Cibpadl 4Bl A o

*  No, the staff did not demonstrate

it el i | o
o active listening g Aagl sidal b gt 48y 43S @ 0
e Yes, the staff listened quite / : . . aw . . .
Lphagy) At gk 43,k | gheal 2L L pa
1 reasonably actively D Aol B Al yie ¢ i gl g 1
2 ®  Yes, the staff listened actively E LAt B pal) sl il ans e 2
3 *  Yes, the staff listened very actively D dglal G 58 il galt dal 1 el e 3
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Did the staff appear confident?

|

|

: T

e No, the staff did not appear confident \ D \

s o By e il e a3 e |0
s Yes, the staff appeared quite / ‘T . .. " A
" 'y - P PSP . | 2 sl
reasonably confident \ O] oten s, S 2 " et e, sl 1
I ®  Yes, the staff appeared confident \ IE okl e Byl e kgl gBaet e 2
i s Yes, the staff appeared very confident D ‘ Ak Cpa il Pyl 8 gl el and @ | 3
| d. List the namaes of staff interacted i f e e |
i with: | i tadie Caaad Cull Cudd gl gl 82 D |
P e Mo /Ms. et Fomala 1 FREFOTEREIII
| e Mr./Ms () 2 TSI
Z e Mr./ Ms. 3 il Lmi e
¢ Mr. /Ms, 4 L sl e
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6.1 _Staff Capability

CulB gall 5,30

6.1

a. Did the staff frequently probe the nature of the A S g Slaldal Aaph 06 ladiotfly il gt o3 8}
customer's needs? ]
' T
3 L Yes O pri 1 3
0 |2 No B % 2 0
If ‘No’, please specify your comments: i \ T T Tt AR
| |
b. Did the staff actively attempt to anticipate e Cilabsia) (§uia¥ A0ad &l yunay il palf RS
customer needs?
3 1. Yes D a1 3
0 2. No k4 % 2 0
If 'No’, please specify your comments: el iy B gl S
W ,aﬁnpﬂ
¢  Were the staff able to cater to the needs of the daf 830l calhs (199 e (a3l Silabta) Al i galt £ idaledd 4 LS
customer without seeking the help of a colleague? Todla it
3 1 Yes X w1 | 3
0 2. No O 35,2 0
If 'No’, please specify your comments: sl Fhadaly a8 el MBS
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 . o .
questions posed? Tha g bl AlinY) aBime [JS (F &) B palt £l A S
3 1. Yes X pai A 3
0 2. No | 35 .2 0
3 3- Not Applicable Ghalais ¥ .3 3
If ‘No’, please specify your comments: -3l rloaly o dla ;"8
e. If the staff were unaware of the answer to a Ja L,a..i.'......\ foa Qg S Ly e 1A Al gt o8y a0 13
particular query / queries, did they politely “ask a3l ol faBI e 4455 3 e 28 Jal e UEIVI Cudgsy e il
you to wait while they double-checked with the
system / a colleague”?
3 1. Yes | s 1 3
0 2. No O 3 2 0
3 Not Applicable b4 Bakaiy ¥ 3
If ‘No’, please specify your comments: 2l il 8 Sl ST 1Y
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6.2 Productmandaossamngv , T DR ST W*'&'JE‘“‘*M'M.‘ -*‘*5-2
| a. Dverall, was the staff well-informed on Bank . ! ‘-"-‘J-‘J —'l-u-w Allaia Qe Sl e i gl g2 SIS A ale ui—-g R
! Dhofar’s product and services? ! ! ? kb 2
o e Notatall infarmed 10 Iy e Suskedl o e |0
w ¢ Wellinformed on at least a quarter / a | \ s - . .
. ; . J »_u_:LJ._.L:.__‘.'_pdu-hlfUJ‘_‘-c.ﬁ;'JL?h_ .
| 1 few of the products and services i D \ i, . (I}
! ; discussed i | v ‘
S *  Wellinformed on at least half of the . | | A iy Catl el e BV e sl e | 2
i ! products and services discussed ! ! [P G
1 ! »  Wellinformed on at least three- i . . '
Siaall e N6 ¢ gyl ADME Y e ul
3 | quarters or more of the products and \ @ } ) oA ;f‘_«_.__‘ . “‘s..1 :‘FT ¢ 3
| services discussed ! e 4
b. List the details of the “main purpose of your visit” l kil A 5 03 TaS) B0 el i) bl i Aleshe AadY g o8
(as per SECTION B); rate the staff on the level of "oladlt y Slaliadl Faidl A el 5 gien” o fyib gall aplly e-'J =
“product / service knowledge” in this area: l sAdhidl aa A

[ S ) (3 Son 5} 4SS o 1ty

i

INT: LIST THE CODE FROM SECTION B.

0 *  No knowledge at all D SALY e Y e 0
* Well informed on at least a quarter / a
Slaeadd! -.lL\l.Al‘l ] T4
1 few of the products and services D ? o R gy o B0 e ples e 1
. LdBlie o3
discussed
2 + wWell informed on at least half of the D o A Sleally 2a i dieal e AV e pley e 2
products and services discussed (LS
+  Well informed on at least three C o -
slaiialt e A gl gl i A235 5
3 quarters or more of the products and E Slalih e 81 8 .C'f - "'h %._. * 3
. . Wit 5 Al lasadly
services discussed
c. Did the staff attempt to “cross-sell” other products Sladd g Sladiad " ALY ol o LA A glas LAl pal) B3 4 2
and services? RN
0 *  Nocross selling at all E GEBLY! e Moyl Adasy sl 0
1 e Cross-selling after a lot of prompting | [] LA WS, (I Pppe 4 RCTRgE T | [ S0 R PIVERRU R 1
*  Cross-selling after a little / some - . s -
S R (I by ALaY Al A 2
2 prompting O = I e G sy -
3 * Immediate cross-selling attempt D sl e Ayl ol dglas 6 e 3
d. Didthe s'taf'l‘ explain Wry Bank Dh.ofar‘s producf’s A1 Ll U U sk g clatia B p ok, il gl o3 A
and services posse‘ss a "Comparative advantage Pheablial) g1l pon 25 e gl
relative to competing banks? ?
3 1. Yes O a1, 3
0 2. No X N 2. 0
If ‘No’, please specify your comments: tall 5 il B pla ;ST
lew.‘ ctoer loan.

10



Did the staff attempt to provida “complete
information” on Bank Dhofar’s products and
services, along with relevant literature?

Siladd p Sladie of MALS Sle plaa” e Y A ylaes i gal) 43 06 g |
falall il St ae ik S

| INT: LIST THE CODE FROM SECTION B.

O ekl e G 4438, a3 iy

I
L
!
|
|
|
|
i
|
|

T
|

0 i ¢ Noinformation at all D | ALY o ZujaaY e - Q
. e Infarmation provided on at least a ' ‘ T e s 1”“ . ‘
EVer .._aC-
1 quarter / a few of the products and Pl e o - "“ “'" . Ly
* services discussed e T B ‘
; M S€ !
: 2 ; + information provided on at least half . I:] Siendiall; ATaTal i yaal wdeal (B 8 el e 2
' of the products and services discussed | I AT iy !
= Informaticn provided on at least three . . .
Sla glaall e 81 g g ) ANG Y oy
3 quarters or more of the products and E ’l,:_:;'“ ‘)"S‘:n £- L "m .f‘;" * 3
services discussed e ?
3 ¢ Not Applicable AT B 3
f.  Information on relevant procedures, Talal) 12 dagliall 40y S aTieealt g (e Yl AlaTe Sl gt 7
documentation and fellow-up method?
INT: LIST THE CODE FROM SECTION B. S il Oy 0 LSS a1l
0 + No information at all D JuaY e Gagasy 0
s |Information provided on at least a -
A S gladd e HAN fao) G e elac] @
1 quarter / a few of the products and D e o . ) e 1
PR 2 laaaldl y ilaaially
services discussed e 3 Slaial
2 + Information provided on at least half D Siaiially Aalaidl S gleall chead B e clac! @ 5
of the products and services discussed i i A1 Dlaaidl
» Information provided on at least three o aet  eaie et
i i C i gl gl ! e !
3 quarters or more of the products and m "Mj‘, .‘{:ﬁ‘:h E" 4.‘:5..31 ":‘ i * 3
services discussed ~ ?
3 = Not Applicable GekisY e
g Did the staff attempt to acquire more customer Jal e et Allaia iSH e plea A el & plaay i gt B8 JaF
information so as to follow-up at the end of the visit? L0 s b Al sl
3 1. Yes O a1, 3
0 2. No K B2 0
If ‘No’, please specify your comments; il plals 4 ela SN 13
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7.1 Timeless
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a.  Waiting time on entering the branch, before
dealing with the frontline staff:

ot g el B pall aa LalaTl G 6 A Jha 2ie U Cy ]
DALl Al e 6 [ ala¥! lad]

INT: SPECIFY TIME IN MINUTES: l

e R

| L LTI ENOERCH Y4 A PRELIEE

*  QOver 15 minutes

G150 5 e

s 510 minutes

f
|
F3:105 e |

3-5 minutes

S 53 e

0
1

R

3

¢ Under 3 minutes

Wi N =|O

AL LM e A e

b. Did the customer feel like the queuing system
functioned properly?

e (S ety cheall (DY SR Sl S A o

*  Queuing system did not function at

to be fulfilled once reaching the counter:

0 . O Y e Sy ¥ caall i Iy e 0
¢ Queuing systern functioned, but it Ol el o eet el ) L -
o] (c b Lyt adas ol
1 worked with a few impediments D e ? e O Jany e i e 1
5 ¢ Queuing system functioned and it D Jad 8y A s ot ial) LY G e 2
worked quite easily and efficiently o
e Queuing system functioned and it JEd g A L ey oy it 3 LGN G ) e
3 : : 2 ' : 3
worked very easily and efficiently Jad
¢ Notapplicable D ETPRTE -
c. Time taken for the “purpose of the customer’s visit PR C O T PRI T S PO ORI PN
:n ‘. T

INT: SPECIFY TIME IN MINUTES:
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Additional Comments on Visit 150 50 Adlaiall 4dlay] Gla_gial) Ky
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‘ {If any):
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End of the Survey - Thank you very much...
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G. TOTAL Branch Score
{Total unweighted branch score, summing all sections):
ASectlnn « | Parameter Under Evaluation ' Total Points din this ', Total A /
‘Area: Parameter
C Branch Presentation and Customer Facilities
D Greeting and Soft Skills of Staff
E Staff Capability, Knowledge and Cross-Selling
F Timeless
o TOTAL SCORE | B
Al DA p gaae  F
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Gl Al Cgdill g f A pais <
Ol g} D ln y g ) <
ALYl les g 45h aay ccilh galt 8,8 z
Cai_,ll r
13
+ +







