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Other Bank: LA
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Opening a Savings |-_-]
or Current Account

Saving Scheme | BESILY

Housing Loan [l Ml i
General Enquiry relating to a
specific Product, Service Lar Lean D . s \
and/or Facility Educational Loan s e i | @ Jpeldl 2aa 3 g i ﬁ’f“f""
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INT: SELECT AS RELEVANT AND/OR : —
SPECIFY DETAILS OF Credit Cards O an—

A3y el
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3ol A 5

Personal Loan

Double your Salary i
0

Youth & Student D Ly el
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4.1 Was Cwlomer?arldminstantly ualhbk forthe

ii. Specify time taken to find parking:

min.

t S e g 2ad apg b 4.4
. Mvstery St > 298D 0 § ke g ALD (§ gudal -h.Tub _
3 1. Yes B4 ni 1 3
2. No O 38 2
i. Specify: aam

, e ¥ A 2 a

4.2 . Entrance to Building - ol (o JehaY 4.2
a. Was the Entrance Clean? RS Jaad) 2l Oa Y
3 |1 Yes B pei 1 3
0 2. No I 35 2 0

If ‘No’, specify “Why / Describe how” the

entrance was unclean:

6 S i gl AL aa Sl e RSl yadl JAS LG

cudai i Jioall

b. Woas the Entrance Convenient? oladia Jaadl S o
3 1. Yes B4 a1 3
0 2. No ! 22! 0
If ‘No’, please specify “Why” the entrance was

incanvenient;

ke Jaal) 5 A T dam ¢ S8 el S 1l

Was the

If ‘No’, please specify “Why / Describe how”

branch premlses clean?
3 1. Yes B
0 2. No a

the premises was unclean:

23S S iyl AP saa Sllad e TS gl S 13
Ak e
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a. Posters / Branding material present on doors, walls
and windows?

L8 gill g o anl) uly‘i\uhwhauh%]uwa_udh |

! 3 1. Yes K L 3
0 2. No O %€ 2| o

If ‘No’, please specify “additional comments”, Hagile! Sidaa e sra el e SIS padt SIS 1T

if any: 3‘;‘-‘-%‘*)

b. Pamphlets, Leaflets and Brochures on display?

Pl il y S e S 6

3 1. Yes B w1 3
Q 2. No | 2| o
If ‘No’, please specify “additional comments”, O Migheal Slaa " saa sl e STl gall S 130
if any: WOy
c. Branding material up-to-date? falaa 4y tall Slaal) dge 4 D
3 1. Yes E pai 1 3
0 2. No (W 22| o
If ‘No’, please specify “additional comments”, bl Sllaa e doa Sld e PHEY il gadl IS 1
if any: Daay

a. Were employees present at over 90% of the branch
desks and counters?

‘J-'J Sl 2y £ AN D ge e %90 Oa A9 23 g3y (IS a i

TAadddl

3 1. Yes |:| PR 3
0 2. No 4| 2| 0
If ‘No’, please specify “additional comments”, b ) Silaa " e Alliad e MHSY Obpall SIS 1D
if any: J Wy
‘&.Q,QO-«- U & HRA,
Sewlile o acd ot [eflerer. on/ 3 begide Coafloas
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b. Were all / almost all of the staff neatly and
professionally dressed?

s 3 i e 10y (B gal) pBma [ 08 SAS A o

3 1. Yes

pad 1 3

0 2. No

O

2 0

If ‘'No’, please specify “additional comments”,
if any:

O MAgdlal e s Sl e ST Gl galh 0813

TS

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

Eagribanely D1 LS G sy CpdB gall alaa £ S CAS A D

3 1. Yes

pas 3

0 2. No

{0

s .2 0

If ‘No’, please specify “the approximate

number of staff not wearing Eame badges:

St ppils gall o i) saml) saa Alad e MUST lgadl S

| panly LS gy
(mjla_-;g_m‘ﬁg‘taﬂa/x
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a. Was the area surrounding the ATM and CDM

+

Y e P BT
oy wdgBS 23RN £ 1N g A it ) B gl Jaandd) SIS S AL

PR L TR IR T O AT AN
L IR . &. mral“i‘ .

ey

which the cooling was not functioning
Pigine

LY,
2T .

Was the branch air-conditioning fully functional
and sufficient?

Ve,

C

machines clean and presentable? ¢ gl
3 1. Yes E and 1 3
0 2. No O x 2| o0
If ‘No’, please specify “Why / Describe how the SRS eyl 13" daa el e IS Sl gadl SIS
area was unclean: il e S
b. Were the ATM and CDM machines functioning? el il ¥y VY il el § gl S A
3 1. Yes o 1| 3
a 2. No 0O M2 0
If ‘No’, please specify “the time at which at e A S A A i aia llad IS il S )
which the ATM / COM were not functioning il peall Glen g 2amg) Jaad Y a0 gLy VY G el
(and specify which machine, ATM or CDM): N UREES LIPS
¢. Was there sufficient cooling in the ATM/CDM area? SATM/CDM dhis |8 s il ¢ 3,000 08 &
3 1. Yes B i 1 3
0 |2 No = B2 9
3 3. Not applicable (M| ey ¥.3 1 3
If ‘No’, please specify “the time at which at A Jang ol 312 " sna Al e NS i galt RS
SEENN AR C

b VU

BT

TSy L Sy 1| “ ) oS

J

3 1. Yes

i1

) 2. No

OX

b L

If 'No’, please specify “Additional comments /
Describe how it was insufficient;

fadlia) Slaa e saa Alad S NS Ll gall A1
_ulls - f'] s —iea g

b. Did the branch possess sufficient lighting? PLAS Splal p AN ALy A o
3 1. Yes 05| 1| 3
0 2. No D L) 0
If ‘No', please specify “Additional comments / Fagial Cldaada saa Sk e U il gall S 1
Describe how it was insufficient: WS S el S iy
5
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c. Did the customer have sufficient waiting space / P T sl a0 lie e S 300 [ URGTL A0S Adlws Jpell OIS JA O
seating area?
3 1. Yes E FENR | 3
0 2. No O 2 0
o e Mgl St sas Al e NS el S
If ‘No’, please specify “Additional comments / S s ol S im )

Describe how it was insufficient:

d..Ol-d the r.:'usto'mer find it easy to foll_ow _the s!gnage iy £ AT J13 A6y pall ST Ay oy ¢ Cpe ) ¢t b
within the interiors of the branch, indicating different Sealt oSai y (eu- ml'l) S caliie ) a5

counters/ work stations?

3 1. Yes a1 3

0 2. No N2 o

O

If No_, please _.specuf\( Addut.nonalcomments/ boa gy faslnl Sha Sl i Al e ST el S T
Describe how it was insufficient: m\sdsi,l_us

o > N
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5.1 Greeting of Customer

Ol iy qua il 5.1

a. Was the Mystery Shopper “promptly greeted /

TEAN P G353 28 AN il e AT 3 b

acknowledged” on entering the hranch?

* Nogreeting / acknowledgement

e s 5 Y .

e Greeted within 10 minutes of entering

Sl Jaae e 38 10 JNA caa i e

¢ Greeted within S minutes of entering

Wi N =O

« Immediately greeted on entering

000X

0
1
Small Jphs e BERE DA s e 2
3

IPEN I FER R IR |

b. Did the staff either / or:

a. Ask for the customer’'s name?

T hant ant e M

1
i
s
i
]

b. Greet the custormer by name?

q“‘-“ﬁ-‘t‘i‘*ﬁ\%%_}‘.—’

) Yes, the customer was greeted by name /

J|ml;F_ﬂ;.fuu])Sﬁt-Jysﬂ1|__g;)ﬂl;ﬁﬂch .

3 | .
: asked for his / her name O . Lpas 3
0 , e  No, the customer was not greeted by E LOWICIN SOEIN Py IR I < DG WOV FRITING.i LTI S LS 0
i name / asked for his or her name Leant o
A O el g "yl e lias Sy Gig" Ll gall &
c. Did the staff ask, “How can | help you today?” ¥ + 7 aa "‘j dL‘: nd; L.LJ
and Probe the purpose of the customer’s visit? ' N
3| 1. Yes, the staff did this O by iyl 218 S e 1 3
0 | 2 No,staff did not do this B4 Ay e gl gy o) o362 0

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

TTabialfaialia) o sy Adll Tpudal) 440 52 5 00 S

1. Yes, he /she was redirected on the

3 basis aof his / her needs

Lelalfialfadalial W (3] el dun g dale | 15 a0 ans 1 3

2. (OR) The first staff member

Oe el ag BN AN 3y i gl it (41) 2

3 e.n_counteret_j probfed the nature of D Gac o ooy 5 31 daad 3
visit and assister him / her
0 3. No, he/she was not redirected on E RPN RERES PO PRRERRRR 0

the basis of his / her needs

“

] 4’ i B . R
a. Were the staff courteous on the customer making
his / her enquiry?

A R

2Lt 395 Las gy (o 6 aklinn] (52 (Bl B pal) (S A Y

0 *  No, the staff were not at all courteous E Y e bl (S el S e 0
*  Yes, the staff were quite / reasonably . .
' L1 AL el gl lad A aal
! courteous O B fpda Aty il gl a3l pai o 1
2 *  Yes, the staff were courteous | il Gl S T e e 2
3 s Yes, the staff were very courteous D AL 4l Gl gl S A e 3

b. Did the staff demonstrate “active listening” on
customer enquiry?

T lpaal) s ) alieal™ il pall gl JA

*  No, the staff did not demonstrate

b plial wdb gall .
0 active listening D i s Sl B p1 S 0
*  Yes, the staff listened quite / . PR . . .
| L] o
1 reasonably actively O Caa B Mg By oy B gl gl s 1
2 *  Yes, the staff listened actively D Gt dB gall gl 2] cani @ 2
3 *  Yes, the staff listened very actively E LY e 8 i gall gial o) cani e 3
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Did the staff appear confident?

(OO PR - R T I PN | VS - T

Q)

No, the staff did not appear confident

i e Bl AT e il gl el oI 28

Yes, the staff appeared guite /
reasonably confident

i JS5 dandi G By A B il gall gk s

Yes, the staff appeared confident

ki Cpa (Bl AT 8 il gall gl vl

Yes, the staff appeared very confident

=
=
O
O

ks e Ll Bl g AS) e i gl gl caai

! :;nh: List the names of staff interacted ot ClaiaD ) ol gl plandd S
o« Mo /M. Dmaws  femala ! FTERTTARRr

! e Mr./Ms. U' 2 FIRRTR AR .

{ e Mr./Ms. 3 Lsll/Jalll e

| s Mr./Ms 4 Lol et e




6.1 Staff Capability

ol gt i 3

6.1

? S S 0 3l Glalial Axpb (6 jladiaYl Wil pall o3 A 1

a. Did the staff frequently probe the nature of the
customer's needs?
3 1. Yes | R a1 3
0o 2 No 3 %8 2 0
i If 'Ne’, please specify your comments: [ ) s Al ) ST
h. Did the staff actively attempt to anticipate o) Chala) Fuins b & gians i gall 43 Ja cn
customer needs? Jr
3 1. Yes 9 i1 3
0 2. No O _ 3 2 0
If ‘No’, please specify your comments: REAPY AWV L AP Lkl
¢. Were the staff able to cater to the needs of the i 55 lea Ll G0 e G Slalia) 5 b gt gl JA O
customer without seeking the help of a colleague? T 00
3 1. Yes D a1 3
o 2. No R % 2 0
If ‘No’, please specify your comments: il ) ey o sla TS 1
Tiee Qu:igﬁchz !!fae!j‘l oket hels Who o
INT: IF the YES , so the answer for Q C
D should be Nat Applicable A -
. o
Camme o0t (M WLI{“-N- r\«_la . 8t ook dwu”’“da
d. Were the staff able to answer all / most of the i o .
questions posed? P g shaall ALY alias [JS (8 Y1 il gall plaied Ja o
3 1. Yes E pai 1 3
0 2. No O 38 2 0
3 3- Not Applicable Gy ¥ 3 3
If ‘No’, please specify your comments: RN Zlialy o8 la ;) <"2IS" 13
e. If the staff were unaware of the answer to a Oh Aima AL fryma g Jo Ao o § 008 b gall 08 o1 131 2
particular guery / queries, did they politely “ask 3 2al fulBI e A0 8 e 28U Jad fpe SUBEINT qapigls e lb
you to wait while they double-checked with the
system / a colleague”?
3 1 Yes B4 w1 3
0 2. No O 32 0
3 Not Applicable Suleiy ¥ 3
If ‘No’, please specify your comments: Tl ad bl ST
9
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. a. Overall, was the staff well- mformed on Bank
Dhofar's product and services?

0 s Not atall informed D SUEY! Ll Chagleaaal ) e 0
s Wellinformed on at least a quarter / a
Zolaaall ladiall | il
1 few of the products and services O 3= o i e ‘F, "“_ _"L :" * 1
discussed
2 « Well informed on at least half of the D o Tieradl y Siatial el e B o e e 2
products and services discussed PRt S
s Well infarmed on at least three- -
Chadiadl e ) g gl A Y
3 quarters or more of the praducts and E ’ s f"l.u " ,,a_“; "’h"lun * 3
services discussed =t 4

b. List the details of the “main purpocse of your visit”
(as per SECTION 8); rate the staff on the level of

il 2 ¢ 2 LaS) "5 M3l gl Aluaia AadY b g o
"odeddl] § Chpdially ) 43 aall g gieaa" e Cpdls pal) apdip o g s

“product / service knowledge” in this area: bl oda A
' SOUN N, S aa S ekl Oa Jasl 4% ol rCaly
INT: LIST THE CODE FROM SECTION B. 1
0 * No knowledge at al! D JobY) e sy e 0
» Waellinformed on at least a quarter / a
Slaaddl y Slasiat - l . i
1 few of the products and services D 475 o e }ﬁu"’k :J; * 1
discussed ¢
2 *  Wellinformed on at least half of the E & A Cleaslly Clatil wheal 0o Y o ey e 2
products and services discussed il
+ Wellinformed on at least three . -
Clatidl eS80 o glal A B
3 quarters or more of the products and D ’ e :fg. - ﬁ :k 'l”“ ¢ 3
services discussed # s

c. Did the staff attempt to “cross-sell” other products Glasi y Sladial " ALEY) A1 o abRl A gy Uil gl S8 JA 0
and services? T A
0 e No cross selling at all I:] IAeY! e Sl ol e il e 0
1 e  Cross-selling after a lot of prompting | [] S bt e 580 My e Al Blasy 40 e 1
2 » Cross-se.llmg after a little / some E ) asine] (n R Sy Y] ) hans o5 2
prompting o e
3 ¢ Immediate cross-selling attempt O Sl e el adl A gaa Wi e 3

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

LB gyl U A Cladd g Siadia 13al 7l ol palt P Ja &
Ul & gl e 45 e il

3 1. Yes D & 1 3
0 2. No R 32 0
If ‘No’, please specify your comments: L) rliads 8 5la, 3S" 1

0
O Aben Lol
o
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e. Did the staff attempt to provide “complete
information” an Bank Dhofar's products and
services, along with relevant literature?

Chaad y Sladie S6 AL Sle glaa” Bide Y glaay i gl 53 bz
PAluolh 43 SRS g ik S

INT: LIST THE CODE FROM SECTION B.

& peikl) 3000 A58 3 sl |

0 ¢ Noinformation at all D SUe e Degaa¥ e 0
* Information provided on at least a D i Gt e gl 0 A fas SV e mcl
1 quarter / a few of the products and = . ,‘F oS 1
itilia laadl) g eiadialls
services discussed S ER= :
2 « Information provided on at least half E Ciatialy Aflaia) D glaat cdead B B clac! @ 5
of the products and services discussed i3 o5 A1 Zilacally
= Information provided on at least three et A .
Siaglaal) e s g gl 35 BN Lo oslac!
3 quarters or more of the products and |:| crme et e m wet o 3
lgiiflia | Diaddall g CalaTiall adlildl
services discussed ot I
3 e Not Applicable Gy e 3

f. Information on relevant procedures,
documentation and follow-up method?

aluall S Aaglall 4000 ) CiaSieaall y (2he) ja Ly dilaia Sie glas -

INT: LIST THE CODE FROM SECTION 8.

[PV LIPS PR B LS SIS

0 #* Noinformation at all

INLY e e ghae ¥

.
o

s Information provided on at least a

Aalanall e gladdt e (AN fauy; BY1 e dllacl e

1 quar.ter / .a few of the products and D L 5 ekl el 1
services discussed

2 s Information provided on at least half D Zilaiialls Qlaiall s ginall ol B o sllac! @ 2
of the products and services discussed L o5 Al Zdaaidly

, . Infu:tmatlon prowda;cl:n at I:az: thre:‘e m HL—-M' e ST 4] gl A0 ‘.15\’1 u-“ el e ;
qua. ers qrmoreo e praducts an i 5 ) Hleani) kil Al
services discussed

3 e Not Applicable A TE B

g Did the staff attempt to acquire more customer Jal fa cg i ddlaie ST Qi glae 4 jaad A glaney i palt a3 0,7

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

A i A Al plyil

3 1. Yes

i 1 3

0 2. No

X0

a2 0

If ‘No’, please specify your comments:

e did not do

i s o sla ) 1 S” 1
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7.1 Timeless : <l 7.1
‘ a. Waiting time on entering the branch, before o g gl okl pd) g Gelaill Jdy g Al (pAs A UBIYT iy
I dealing with the frontline staff: D Aaaill ablga o [ palai) bil)
| v
| INT: SPECIFY TIME INMINUTES: VY waama | : 3D e S gl 20 sihaaly
|
l 0] T *  (Over 15 minutes D GE315 e 2S00 . ¢]
i 1 s 5.10 minutes E A 10-5 e 1
2 e 3.5 minutes D Fd5-3 e 2
3 e Under 3 minutes D SRS e B . 3
b. Did the customer feel like the queuing system e ' . A . )
¢ wiuall a1 s b
functioned properly? Tt Sy gy o B AR o g A A
0 . ;).ltlJeumg system did not function at EI Y1 e ey ¥ Ciall 3 EEYI ) e 0
e Queuing system functioned, but it A . . s e L
| s el adiyl oy o
1 worked with a few impediments D i g Oy Jaay o S e 1
2 e  Queuing system functioned and it D Jub Jlb g A ppeey Sy il 3 JUEEYI GG ) 2
worked quite easily and efficiently s
3 s Queuing system functioned and it E Ot g A U ey Jamy il Y AU ) e 3
worked very easily and efficiently Jlad
¢ Notapplicable E] akuy Y e -
¢. Time taken for the “purpose of the customer's visit &3 ga A Jgeo gl 26 gl 505 whah Apl" Jal e ddD ZE g S
:u " il

to be fulfilled once reaching the counter:

INT: SPECIFY TIME IN MINUTES: 4 g (NS

12
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H. Additional Comments on Visit 25 b Alladiall ALY Cila Shal) 3
(If any): (2 Jl)

-(’n

Lnalnnany
’Pf\ﬁ'm (\le?‘eremy 1o \"{ﬂ,fnl« eI ¥ Qdlewasans

— Paouvtde &Qfla m&flg %—wmb %/LLH. wa.)aoT‘lo fas

End of the Survey - Thank you very much....
S 18l - bttt A4tgs

. OTAL Branch Sore

(Total unwenghted branch score, summing all sections):

+, Total PolntsScored lnthls o Jotatal'ohu Alloeated I__“i_:f-‘,n
3 Tnpegr ot LT parameter i b
C Branch Presentation and Customer Facilities
D Greeting and Soft Skills of Staff
E Staff Capability, Knowledge and Cross-Selling
F Timeless
‘i- > }!- U
. !‘_,w‘k:-;.

i:;r‘ {:"\F f..'?-; h A
.,'—3; %ﬁ‘ gt A TP_TAL SCORE, .

(euY\JSC::‘&Jﬂm)J\FLum &_,.n.-un)

M_},u«..ﬂ1cd.,‘_.‘dl‘,gﬂiwi: &
Cohl galt 20 lgea g g 301 =
Uih-‘a‘ﬂa.ﬂli;h&_,&'@ﬂ_,mﬁﬂ\;_)j z
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