2. General Enquiry relating to a
specific Product, Service
and/or Facility

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

'VAC) y ; : e

Opning a Sévmgs

S s Gl 3

or Current Account ¢ olaa
Saving Scheme BECIR
Housing Loan O a8
Car Loan Bk gl
Educational Loan atlad a3
Credit Cards Olatih cilag
Personal Loan (sl ya i
Double your Salary s, Gielia

Offer

Youth & Student
Account

GOl 5 Cledll Clua

35 Aend (ma pdliay Blaie ple jludiut 2

[ iall Jpaldi 3 gf / 5 uuabdall id cialy

Aasil)

3. Complaints / Grievances:

INT: SPECIFY THE EXACT NATURE OF
COMPLAINT / GRIEVANCE IN THE
SPACE PROVIDED

0000000000000 O00000R 0|0

Slow feedback Ayl 390
Request not done ey callall
V\!rong information AR e plon olie]
given

Attitude i _paill 4y yha
Credit Cards olaityt ity
N Gl lea
ATM ATM
gadl g1y Jlea
CDM CDM
Point of Sale (POS) el Ll
8 maalt il daxa
SMS SMS
Fraud Jliiad
] i dgieadll Ciladll
Phone Banking gl
a8 } Claadll

Online Banking s A il u "
<y Y

tlaadl / g gl8i 3
@ il g (g sl Aagds aas rialy
L Ganaiall olgall
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MysteryShopper? :

3 |1 Yes X e 1 3
2. No O 38 .2
i. Specify: ‘3 |
ii. Specify time taken to find parking: ___ min. i 5 i ga dag¥ 00 B s
4.2 EntrancetoBuilding.. =~ B 1? cetien e e Al M Jeaall 402
a. Was the Entrance Clean? slidas Jaaalt oS Ja b
3 |1 Yes 4] i1 3
0 2. No O 32 0
If ‘No’, specify “Why / Describe how” the S MGl Cuagh 13" 2aa dlliad e ST Gl gad) IS 1Y
entrance was unclean: ccadat ye Jaadl

b. Was the Entrance Convenient?

$lhalda Jaaall s J2 @

3 1. Yes

sid| 3

0 2. No

Or

382 0

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

Tie Gl 05 &) "L 2m ¢ O e ST

7437 Cleanliness of Premise: Al 483 430
Was the branch premises clean? slias &,ﬂ\ JETITEN
3 1. Yes m a1 3
0 2. No O 2| o0

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

1S M i g) A" daa llind Cpac "I ol gall S 131

Ailay g Sl
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randing Materia
a. Posters / Branding material present on doors, walls
and windows?

3305 Sl el o4l u"b"‘i)h‘ uLa)\qu clials .Q,, Y]

3 1. Yes M a1 3
0 2. No O 2| o0
If ‘No’, please specify “additional comments”, O "Llial Cllaadl" axa lliad (pa IS il gall IS 1
if any: WCaay

b. Pamphlets, Leaflets and Brochures on display?

Syl y Syl e g3 0

3 1 Yes ] |3
0 2. No O 2| o0
If ‘No’, please specify “additional comments”, O MAgilial GUaadl" i dlliad e IS Qb galt K1Y
if any: ey
c. Branding material up-to-date? SAaa & jladl) cladall dga Jo &
3 1. Yes b 1| 3
0 2. No O 2| 0
If ‘No’, please specify “additional comments”, O ¢gilial CllaaMa" 22 @lliab (e ST Gl sall S 1
if any: Gy
_ Presentation of Staff | . e T OB ngu 45
a. Were employees present at over 90% of the branch @\y,s eo-ul-h 4NT) &,)‘-“ g&y (m %90 Ca SASH aalghy S b, B
desks and counters? .04
3 1. Yes M 1| 3
0 2. No O 2| o
if ‘No’, please specify “additional comments”, OF MAgilial Gllaa D" 2o elliiad e MUK Gl gl S 1Y
if any: sy

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

gy i pa ol (90 Calh gall pina [ JS S A @

if any:

3 1. Yes | X e 1 3
0 2. No | 2| o
A ‘u" Lsa‘ '\L;\ " ;” P 5' . " " | ‘ ts H
If ‘No’, please specify “additional comments”, Of il sl s G IS gl _‘iu:
HLLEN)

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

Eailandly Gl e & grudas (bl gl plina / JS OAS Ja .

3 1. Yes

O

1| 3

0 2. No

[

32 0

Kharafi Marketing and Consultancy- Muscat-Ruwi,
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if ‘No’, please specify “the approximate Ol il gall o 51 saadl daa el (e IS Gl padt IS
nu&ber of staff not wearmg name badges: pelanls U gy Y
ta fF Mo ge..
46 h T
a. Was the area surroundmg the ATM and cDM (g gl o3B3 £ 1A g (N Gl pall 8 uo-\ k,u!\ Uts.d\ uts Ja \
machines clean and presentable? ¢ sgdaall
3 1. Yes (X PELIN 3
0 2. No O 22| 0
If ‘No’, please specify “Why / Describe how the S "G G gf /1Ll 2aa lliad e "I i gall SN
area was unclean: calay e Gl
b. Were the ATM and CDM machines functioning? Shans 2Bl 1AMy MY il jualt gl S Jb
3 1. VYes )< P 3
0 2. No O 2| o
If ‘No’, please specify “the time at which at RSN g,-n!\ i " das liad e ST Gl gall IS 1S
which the ATM / CDM were not functioning Glwall ¢ len 6f 3n) Jaad Y gl gl 5 (Y il puad
(and specify which machine, ATM or CDM): (s gy o Y
¢. Was there sufficient cooling in the ATM/CDM area? SATM/CDM Aibia 8 s ciSall g 38l QS b @
3 1. Yes O a1 3
0 |2 No O X2 g
3. Not applicable m Gy ¥ .3
If ‘No’, please specify “the time at which at A Jany ol (521 " daa flliiad (e MM Gl gadt IS 1Y)
which the cooling was not functioning s JS Sl

3.7 Branch Ambience and Facilities

T gl s Al G Jall g2 4.7 |

a. Was the branch air-conditioning fully functlonal S’uLSJ Yo J Jary o) Sl QIS b, ]

and sufficient?

3 1. Yes m PES 3
0 2. No O 2| 0
If ‘No’, please specify “Additional comments / [Magilcal caadle" aas liad e DS Ol gl (IS
Describe how it was insufficient: i & S Cua gl
b. Did the branch possess sufficient lighting? A8 splaly £ Al adaly J& .
3 1. Yes (d 1|3
0 2. No O 2| 0

Kharafi Marketing and Consultancy- Muscat-Ruwi,
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+

¢. Did the customer have sufficient waiting space /
seating area?

Torpladl solia (ha CilS sac / SURTI A0S Aabia Jaaadl (S 2

3 1. Yes

1| 3

0 2. No

m]la)

8.2 0

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

Al Claa Dl aaa dllad (e TS Ll gall oS 1
' S S ol S )

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

g £ AN Ja1s de i gall LN AS gy 2ty O (9030 £ Uit S 4

Shandt Gl g (GlSall) cul gl Cilida ) a8 5

3 1. Yes

1| 3

0 2. No

Ox

¥.2 0

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

Caua gl g fAuilia) Cllaadle® sos allind e <"E" b gall S 1)

S 0 o
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D sreetinga
5.1 Greeting of Customer , = . o

ik

+

JA% :

Sy s-u-\ﬂi 5. 1

»*

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

rg,mu:\u,;awqu\ws u.\au)un/u,.-.ﬂsa..da j

e No greeting / acknowledgement

G/ SY e

e Greeted within 10 minutes of entering

Greall J5a3 (o G 10 D& a3l 0

e Greeted within 5 minutes of entering

W | N|[»|O

¢ Immediately greeted on entering

4

|{m]{mi{m

0

1

Juanll J5a0 (e (382 6 38 cum 1 0 2
Jraadl Jgaa Hspcuaill @ 3

b. Did the staff either / or:

1Y) gaaly Ciligall A8 Ja o

a. Ask for the customer’s name?

$ranlt a2 Sl

b. Greet the customer by name?

faaul 83 ae dpealls a2

e  Yes, the customer was greeted by name /

o At e s faand S5 e Jpenlly m il 3 S pad @

3 asked for his / her name M gt 3
0 e No, the customer was not greeted by D Aol o Sl aly / ded 83 e diandls easillddos e 0
name / asked for his or her name Lgaul
§ g ""Sagall s e cald gall

c. Did the staff ask, “How can | help you today?” Bab (o bl g "p 58! Sy LiS” J:‘ S ;J:JL:
and Probe the purpose of the customer’s visit? J

3 1. VYes, the staff did this m Ay Cals gall S8 Nl cpnd 1 3

0 2. No, staff did not do this O Gy Cali gall oy o} D82 0

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

T aatial o sl Al Gudal A5 dde) @ b &

1. Yes, he / she was redirected on the

3 basis of his / her needs

LelalialAtalial ) (5)daenll 4 5 3aket 5 5

Al ¢pai q 3

2. (OR) The first staff member

e Gaaall 4y G A 51 cala sl udiad (of) .2

3 encountered probed the nature of @ (oae o foelias 5 1 And 3
visit and assister him / her 900= ” ~
0 3. No, he / she was not redirected on D

» the basis of his / her needs

Were the staff courteous on the customer makmg
his / her enquiry?

Letaliialatalial L 4 gl saled 23 o) 38 .3 0

0 e No, the staff were not at all courteous O AN o gl ciligall (Sl DS e 0
e Yes, the staff were quite / reasonably TV . .
! a3 A3 Cals gall 3 a8 cand
! courteous E Ban [l gihe Aty gl bt s 1
2 e Yes, the staff were courteous D Gl b gall IS S cani @ 2
3 e Yes, the staff were very courteous D AL yad il gl IS 3l caad @ 3
b. Did the staff demonstrate “active listening” on et ki " el plical" Ciligall Bl Jb @

customer enquiry?

e No, the staff did not demonstrate

) pliual Calh gall g P
0 active listening O 8 gadl gl ol ¢ . 0
e Yes, the staff listened quite / T oo e
% Lo A giha A3, jlay ikh gall b 33l ¢ an
1 reasonably actively Gulad! B [t 4 sl (s e 1
2 e Yes, the staff listened actively D Gulag) i gal) i) il cpni @ 2
3 e Yes, the staff listened very actively D Igla) (e G Ciligall dua) il caai @ 3

Kharafi Marketing and Consultancy- Muscat-Ruwi,

This questionnaire is exclusively for internal use by Kharafi Staff for Bank Dhofar

‘_g_’_)—lasuu A.ﬁ}uunk_l\;.:m@‘)a.“é)u

JL!.L. él.\.g 1.;41\).\] uﬁ‘);j‘ L;‘L.}A ‘AA‘J“ ?L\;.lm)u)aﬂ aJLnJuY\ XYY




Did the staff appear confident? SAudi e (3l g Al o Ciligall ek Ja &
¢ No, the staff did not appear confident D ddi ¢ya (@1 g 4dl o Cala gl sy A 0
® Yes, the staff appeared quite / . . . .
S dudi e (35 g A aks gl 5 cand
reasonably confident B | s g e o 5 4l e bl s s 0 1
® Yes, the staff appeared confident D Al a3l g A} o Cabh gl jela cani e 2
* Yes, the staff appeared very confident | [] Ak o Lalad (3 g 4l o calagall jeka uai o 3
d. List the names of staff interacted ; .
. C.\hlal . ﬂ . e *
with: pgra Gl Gl gall placd 83 &
e Mr./Ms. 1 Ao/l e
e Mr./Ms. 2 Ao/l o
e Mr./Ms. 3 Alydadll o
e Mr./Ms. 4 A/l o

Kharafi Marketing and Consultancy- Muscat-Ruwi,
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6.1 Staff Capablllty

Did the staff frequently probe the nature of the

TJ}udSmwj\uhgn\muDJMquhﬂ\‘au& ]

a.
customer's needs?
3 1. Yes X pni A 3
0o |2 No O 3.2 0
If ‘No’, please specify your comments: il il a8 Bla ) ST 1Y
b. Did the staff actively attempt to anticipate tupnat) laluin) (3liiud Alad Al glasy il gl o8 Jb o
customer needs?
3 1. Yes X pnd 1 3
0 2. No O 3.2 0
If ‘No’, please specify your comments: el pliads a8 Bla ) ST 1Y
¢. Were the staff able to cater to the needs of the aad 3ol qalb (193 (s Gl clabiad Auli Gl galt plliad Ja &
customer without seeking the help of a colleague? PR
3 1. Yes % a1 3
0 2. No O 3.2 0
If ‘No’, please specify your comments: il rlady o8 bla IS 1Y
d. Were the staff able to answer all / most of the
questions posed? $ha g shaalt Alial alina [ 8 LilaY) il gall glaiad Ja &
3 1. Yes b i1 3
0 2. No O 32 0
If ‘No’, please specify your comments: sl y plad 8 Bla ) DS 1Y
e. If the staff were unaware of the answer to a o cAdura ALkl [opaa Jlpu o Al o T8 Ciligall 08 a0 1Y 7
particular query / queries, did they politely “ask 63030 aal fpUail e il 8 pe S Jal (o JUEIWI™ qudgly dia il
you to wait while they double-checked with the
system / a colleague”?
3 1. Yes O a1 3
0 2. No O % 2 0

if ‘No’, please specify your comments:

A5 s 8 Pl O 1)

Kharafi Marketing and Consultancy- Muscat-Ruwi,
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uhhju@.uq&umah‘,huh}d\ ﬁﬂals;u o

Dhofar’s product and services? TRk ey
0 e Not at all informed D Y e claglaa ] Gl o 0
e  Well informed on at least a quarter / a " ’
2ileaill p ciladiall (e SN faay G BV
1 few of the products and services D = o el G GE /2 u“—ﬁiﬁs g * 1
discussed 3
2 ¢ Well informed on at least half of the O o3 Al claaally clatidl caai e JY1 e aley o 2
products and services discussed : sl
*  Well informed on at least three- ; +
Slaiiall e JSH g gl i A a1
3 quarters or more of the products and m Slatied e 51 5 i-:@h» R j?‘ j:ﬁf ¢ 3
services discussed e ?

b. List the details of the “main purpose of your visit”
(as per SECTION C); rate the staff on the level of
“product / service knowledge” in this area:

il (g 15 LaS) "8 S (il g Aae Ay gy
"elaaddl g cladially gleiall 43 mall (o slua” o (rdhgall aily 289 ¢(c
:dkaial o3a

INT: LIST THE CODE FROM SECTION C.

& el G 3t A 3 sty

services discussed

Lgiilia 3 ) cilaally

0 ¢ No knowledge at all D ALY e ‘;lq ¥y e 0
e  Wellinformed on at least a quarter / a ) . " y
“leadll g cladial | 8 !
1 few of the products and services D = 2= O il [ wﬁ‘:‘; j’" ¢ 1
discussed c
2 *  Well informed on at least half of the 0O A i ety latill sl e SV o iy @ 2
products and services discussed il
e  Wellinformed on at least three . -
. Saiidl e i g Ll A Ja
3 quarters or more of the products and | [X] Shatiel oo S sl g Ol e ey 3

c. Did the staff attempt to “cross-sell” other products

ciladd g cilaial " GALaY) all™ o abal A glaay Ciligall o8 S8 &

and services? S il
0 »  No cross selling at all [l GMBY! e oYl ol ddens gl @ 0
1 e  Cross-selling after a lot of prompting D il i) o 880 2y bl gl leny B @ 1
e (Cross-selling after a little / some . . . . .
2 2 LGl Cre SN dmy ALY ) duleay U8 2
prompting O = ¥ on Jalklh aay LY el =
3 * Immediate cross-selling attempt E S5l Ao Aol i ey i e 3

d. Did the staff explain Why Bank Dhofar’s products
and services possess a “Comparative advantage”
relative to competing banks?

Ll L) JUB ol clesd g clatie 13l 7 sy cilh gall 28 Ja &
$Audliall & glall aa A5l "Eppndl)

3 1.

Yes

i 1.

3

0 2.

No

ORr

32

0

If ‘No’, please specify your comments:

) gl B Bl IS 1Y
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Did the staff attempt to provide “complete
information” on Bank Dhofar’s products and
services, along with relevant literature?

Cladh g Cladia (F "ALLS ke ghaa” lithey Al glasy Liligall ol J .0
TALall i claish aa ik ol

INT: LIST THE CODE FROM SECTION C.

& il G 3o iy 1ialy

0 e No information at all D Oy e clagleay 0 0
e Information provided on at least a . ’
Aalaiall e glaall ¢ | i Uae )
1 quarter / a few of the products and El = ’fm‘”\;‘d’m@f:&‘fj ° “‘ ¢ 1
services discussed : o
2 e Information provided on at least half D laiially il Che glaad) ciuad S o clac) @ N
of the products and services discussed Lgadilie & Al claasdly
e Information provided on at least three ; . ;
N slaall pe SSH i gt AN JB e )
3 quarters or more of the products and m hasladl oo 51 5 £l Y o ethel o 3

services discussed

(gl o5 3l Cileaslly ilaiialy Aalaiall

f.  Information on relevant procedures, ALl @1 Aaiall Ay C)aiiall y ccilel jaY Ablaia cilagles .z
documentation and follow-up method?
INT: LIST THE CODE FROM SECTION C. & padl) (0 e A éé rdaly
0 ¢ No information at all D Oy e claghaY o 0
e Information provided on at least a o "
Ailaiall e glaall ¢ | il Usc )
1 quarter / a few of the products and D = mﬁmJF:L:h&‘ ‘;}; - 1 ¢ 1
services discussed ¢ T
) e Information provided on at least half D caiially dilaial il glaall chead B Ao clac] o 2
of the products and services discussed Lgidlie a1 Al cileasdly
e Information provided on at least three . "
“Laglall (o siSH gf gl A3NG JER Uae |
3 quarters or more of the products and m = ﬁiﬁ;\ i‘ﬁ ) ﬁ ,."hn .f! 1 ¢ 3
services discussed a I
g. Did the staff attempt to acquire more customer Jal (e (gl Ablaia i) cila glaa A8 jual A1 glaay cibi gall Ad Ja g
information so as to follow-up at the end of the visit? 95 b 30 Ajlgs B dajlially ol
3 1. Yes & a1 3
0 2. No a 3 2. 0

If ‘No’, please specify your comments:

el plials 8 elay IS 1Y

Kharafi Marketing and Consultancy- Muscat-Ruwi,
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71 Tlmeless RS

s

+

uﬂﬂ 7.1

Waiting time on entermg the branch, before
dealing with the frontline staff:

",ﬁw.i‘,a}d\ Ol gall g Jalall S8 ‘g}n‘ba Ao JJaNY cdg
T dasi a8l ga o [ palelt Jadl)

INT: SPECIFY TIME IN MINUTES:

:da'ﬁa.“ Gl B gl 3a rdialy

Q |'A
0 e Over 15 minutes O 1815 o0 €1 e 0
1 e 5-10 minutes O Gl 10-5 . 1
2 *  3-5minutes O Gi&5-3 e 2
3 e Under 3 minutes A GBa M e il e 3
b. Did the customer feel like the queuing system . PR .. .
S gaaua JL& Ciuall b SN AU ol el e da
functioned properly? oSy deny o JEN AR O sl ad b
0 . (;m:eumg system did not function at m GOBY) I Gaay ¥ ol b byl i o 0
e Queuing system functioned, but it .. . . . o e ...
1 1 gal) Caalt & UanY aUss )
worked with a few impediments D ol s e 089 Gany @ SRl e e 1
2 e  Queuing system functioned and it 0 Juad JSy g A gy Jary Caall & Y Glai o) @ 2
worked quite easily and efficiently Lada
e Queuing system functioned and it ISy g Al Al gguny Jarg cinall b eyl Ui e
3 . ¢ O : 3
worked very easily and efficiently Jlad
e Not applicable D Gihu Y e -
¢. Time taken for the “purpose of the customer’s visit asa (N gl ie g3 305 can Apli" Jal (e Maalf @il
to be fulfilled once reaching the counter: " Aaddl

INT: SPECIFY TIME IN MINUTES:

1 HBAN Caua i gl daa rdialy

Kharafi Marketing and Consultancy- Muscat-Ruwi,
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H. Additional Comments on Visit

(If any):

23k il Adladall A8LLY) Cila jikall A

(s )

N el Noldde

_ NO© Nowo= Mokiar— -

 For Office.

End of the Survey - Thank you very much....
S5 T4 — Ol Algs

G. TOTAL Branch Score

U e s

(Total unweighted branch score, summing all sections):

Section Parameter Un der Evaluation i Total ?ounts Scored in th|s “ Tof:l Points Allocated /
) . - ¢ S Area: : Parameter

C Branch Presentation and Customer Facilities

D Greeting and Soft Skills of Staff

E Staff Capability, Knowledge and Cross-Selling

F Timeless

TOTALSCORE | - ‘
& All bkl £ gana £
(?Lmswdsta; )ﬂmﬂ\}:kw\tw)

Salad) flaadldl Bl ¢ gans speul) (B Alaal BB £sana: : T AT I )

920 Aadiall Ciluguill g £ AN il

<
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L Tl

+ + +
(il galt il jlga g qun il &
ALY ) Alae g 438 jaa g (il gal) 5 408 z
<l gly z
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SERIAL NO. ‘/

3/9(1]1|x

+ v + +
PROJECT: Money
SHOPPER CODE DATA ENTRY EDITING SR. #
Name Number Name Number | Name Number X
i
15 Kvawloe U | ghguls |THU| — 3
18 9 yhall
SN | Saal il ghad Ja i) ey
A g g =i A gt
A. Details of Visit ~ 5 LN Jpal -}
Bank Dhofar il oy
Bank Muscat O Jabne iy
National Bank of Oman O el il gt il A cadh sl ) g
. Visited 7
1. BankVisite HSBC-OIB O HSBC-OIB <k
Bank Sohar O e iy
Other Bank: et

2a. Branch Name DO F A/K g bl ansl i2

2b. Branch Area ‘B Q;*(h"Y\CQ/a'\/ A,)J)’\;ﬂ(, g ol qise 2

3. Branch City ga A N Al 3
4. Branch Region @M"mh/ N Zihidl 4
4
Day | Month | Year e ™ I Y ol o 5
5. Date of Visit :
4 16 | 2ol | |
Hours | Minutes RN | il bl
6. Start Time of Visit ; sl iy 6
IAEN 3D
Hours Minutes Gl RPN

7. Total Duration of

Visit @0 | 2D

3_)\.3")]\ 3l 7

{}%
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