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A. Details of Visit 50 ot o1
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2a. Branch Name f)m gl 12
2b. Branch Area bWM g ol aiga 22
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Day | Month | Year Al [ gl T el i w5
5. Date of visit
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General Enguiry relating to a
specific Product, Service
and/or Facility

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

fpaial ol o g /g qaeddall 530 slialy
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4.1 Was Customer Parking instantly avallable for the
Mystery Shopper? -

0 e § e il ge AN Sgasiad s O 4.1

3 |1 Yes | 4 i 3
2. No O %S 2
| i. Specify: ; ma
ii. Specify time taken to find parking: mirn. i i g SlagY 530 Tl 2a
4.2 Entrance to Bullding . . -- - e ¥ Jsi 4.2
a. Was the Entrance Clean? il Jaadl oS Ja b
3 1 Yes Eq a1 3
0 2. No O 3 2 0
If ‘No’, specify "Why / Describe how” the DS A iyl A3 saa Sl e ST Ll galt S 1S
entrance was unclean: T SR PR

b. Was the Entrance Convenient?

thudde Jaaadt s Ja

3 1. Yes

a1

3

0 2. No

oK

a8 2

0

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

Tl sl %) Al M aim ¢ ET iyl & 13

Was the branch premises clean? Al O
3 1. Yes &d i1] 3
0 2. No O %2 0

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

BLYEY \col ofd

ZalS S i b 13N daa i e ST gl S 13
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a. Posters / Branding material present on doors, walls

T - OF ok aey

LA P

Nz

(N

+

oy S
s

and windows?

2381 430 1l vl g1 I8 Ag AaS Sladle [ Clieale 33y JA S

3

1. Yes

aad 3

0

2. No

L\ &

U2 0

If ‘N¢’, please specify "additional comments”,
if any:

BT T NG TR PR O P UV L P R kY

:_"A__’

b. Pamphlets, Leafiets and Brochures on display? e} iy Sl g 0 A
3 1. Yes R 1| 3
0 2. No |:| s 2 0
If ‘No’, ptease specify “additional comments”, S Uis) Slaa ! aas Sllah e MUET Gl gadl S
if any: Sy
c. Branding material up-to-date? a4 ladll haSlall 3l pa b S
3 1. Yes E a1 3
0 2. No | 2| ¢
If ‘No’, please specify “additional comments”, il SAaa N saa il e ST Ll alt S N
if any: g

a. Were employees present at over 30% of the branch

AR gy pnilSe sl B AN B ge G %600 o S a3 gl (S O L

desks and counters? fiaadl)
3 1. Yes O s 1| 3
0 2. No 4 2| 0
If ‘No’, please specify “additional comments”, O el Slaa M sam Sl e SUHET el S 1N
if any: NZada y
b. Were all / almost all of the staff neatly and

professionally dressed?

Ernd e el G0 (D gall pBima [ JS S JA 0

3 1. Yes 4 i1l 3
0 2. No O 2| 0
.‘] t‘l‘ 'J ,| - - "t !1 '! - ‘ll It - ’,
If ‘No’, please specify “additional comments”, o A sia A G Xy .‘f_‘:l
)

if any:

¢. Were all/almost the entire staff wearing name

[+

 pdaiy A gnaiay (S gl alime S IS A

badges?

3 1. Yes D PEVRS | 3
0 2. No | %€ 2| o
If ‘No’, please specify “the approximate A Cpile pall w0 snad) dam Slliad e IS Ol L
number of staff not wearing name badges: pakandy 2 LS yaamy Y

"L‘ff\
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a. Was the area surroundlng the ATM and CDM

'“”‘“‘3 e P

S Ja
machines cleon and presentable? e i\
3 1. Yes E | PEEgR 3
i
0 2. No . M2 0
If ‘N, please specify “Why / Describe how the ' OEdS Ciea g T 2aa Alad e UUST gt JE0)
area was unclean: : R V- VRS O

b. Were the ATM and CDM machines functioning?

Toand g8l BNy N il all 3 gl GOS8 b o

3 1. Yes

a1

3

0 2. No

Oxi

us 2

0

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

el 4u U85 a0 T I e Al e ST i gadl S 1S

S peall ¢ Glga gl sag) Jaad Y 5 Yy VGl el
g m gy g I

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

fATM/CDM ddhais 3 30 i8Sl g 3y 30 S A &

1Y

a. Was the branch air- condltlonmg fully functional
and sufficient?

& Lk

3 |1 Yes O s~ 3
0 2. No O 38 2
3 3. Not applicable Bd Sy 3| 4
If ‘No’, please specify “the time at which at G Jang ol 201 2 2as Sliad e VUST il gl S 1Y
which the coohng was not functi ua S0 s

v._.u,,a,ngs....d..w.n_,‘..;u,s.n‘_tsda !

3 1. Yes

pui 1

Q 2. No

W=

L

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

[agilal Slaai saa Aliad e MU el 1S 00
S S Al S Ciay

b. Did the branch possess sufficient lighting?

$AMS Splusly p il pidly Ja

3 1. Yes

ani 1

3

0 2. No

0|

L

0

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

fligsial Sllaaa" s HHlad e ST Ll padl 18000
fE S s Cayl
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i[ c. Did the customer have sufficient waiting space / T i) 300 e S 20 AT LIS dalins Jaell S A S
| seating area?
L3 1. Yes O a1 3
Lo 2. No I 3 2 ! 0
|

If ‘N¢’, please specify “Additional comments /
Describe how it was insufficient:

p\}_"} LLQGJ.KMJ Oz'm

JUill Slaa ! sas Sllad e ST il padl S
8 el aay

|
i
1

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

Alls B AN JA13 AL gl gl SASEN A s iy T g Uil
9 aall cySlal y (L) b SigED LAlE N 23 3

3 1. Yes | a1 3
0 |z No % y2!| o
If ‘No’, please specify “Additional comments / T g N et
Describe how it was insufficient: ey Al SR e i e uﬂ:‘}; ;L.S_-:i
~ ) G E
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5.1 Greeting of Customer
a. Was the Mystery Shopper “promptly greeted /
acknowledged” on entering the branch?

e R A alyis b dill §gudal 'uk.qﬁm:..,.,p.;m,:g.,i

s Nogreeting / acknowledgement

a5V e |

Greeted within 10 minutes of entering

¢  Greeted within 5 minutes of entering

ol a3 F 5 U s e

0
1 .
2
3

e Immediately greeted on entering

D|0|0l=

cpanll Jas jheza S e !

0
Jpandl g0 e 3G 10 M a1 e L1
2

3

b. Did the staff either / or:

T YT (sl B gt olE 6

a. Ask for the customer’s name?

?_;.‘un.i‘ aaal S -JL.. i

b. Greet the customer by name?

'4.4.‘|_)5JQAJ5AJ'L_H_|=.J\__:

®  Yes, the customer was greeted by name /

Jlmlgpghlw\ﬁem%ﬂiﬁﬁ*ﬂ L]

3
3 asked for his / her name D Lgan
e No, the customer was not greeted by sl e S aly [t 8D an Jaeay a1 p A NS e
0 ) X 0
name / asked for his or her name gt 4l
b CF el 3 "0 gl e ean 0y dyC” il gl =
c. Did the staff ask, “How can | help you today?” * 3 e as "f J J:J]:
and Probe the purpose of the customer’s visit?
3 1. Yes, the staff did this N Ay Gl gl o 1 caa 3
0 2. No, staff did not do this B4 S Cal gl ol o] $2E 2 0

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

el dainl L Pl ghill Jmda) 43 508 G O &

1. Yes, he/she was redirected on the

3 basis of his / her needs

Lehalial/aalial U (8) Ll agn g5 5t 33 ) spnd 1 3

2. (OR) The first staff member

o Jraadl g AT g3 Y Gl gl it (1) 2

the basis of his / her needs

ourteous on the customer making
his / her enquiry?

3 e_n.countere(li prob_ed the nature of D Do foreloy § a5 A 3
visit and assister him / her
0 3. No, he / she was not redirected on

Lelalialadalial 4 gl salet 33 J 43S 3 0

€ pan] s A (5 8 kit 53 (] D gl (IS A

customer enquiry?

0 *+  No, the staff were not at all courtecus D 3% (R TR - POV TIPURG. L 0
*  Yes, the staff were quite / reasonably , s . we \ P
’ 4} Al \ aal ¢
1 courteous 5% e e e 1
2 s Yes, the staff were courteous D bl kgl S el 2
3 *  Yes, the staff were very courteous D A el Gy S Gl el e 3
b. Did the staff demanstrate “active listening” on Clpaadl Jldindy ' ) plial”” wil pall g5 JA Lo

¢ No, the staff did not demonstrate

! piial Ll gall SRS
0 active listening D P g all 4B o ¢ 0
e Yes, the staff listened quite / T . s
’ |} Al AL, yhf ib gall il .
1 reasonably actively D Gt B e $4l hea g ® 1
2 s Yes, the staff listened actively E Gyl B gl Al il coni  » 2
3 ¢ Yes, the staff listened very actively EI et e oS, G gall it A i 3
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c. Did the staff appear confident? ! Phoniis o (Bl A o B palt g A
0 s No, the staff did not appear confident | [] n dddi a (B4l e il gt 43S e
« Yes, the staff appeared quite / N C o an w
1 ’ Taa 05 Adki Cpe 31y 4 I el
reasonably confident D | “ el A et et e e
2 *  Yes, the staff appeared confident E 1 ki e By A e i gl s el e
3 *  Yes, the staff appeared very confident ' 0| s o Ll (Bl Gl ol pull 4l ol @ !
d. List the names of staff interacted P let e th . e N
i M walelad gl o | PV 3
With: 'PF'. w'ﬂ hﬂ"hﬂ # Js" . :
o Mr/Ms. Orman psllt wlbod sale Tax Lodyizd e
e Mr./Ms. 2 ~ il et .
Mr, / Ms. 3 FARA ] »
«  Mr. /Ms. 4 FUAT AT .




6.1 Staff Capability

Sl galt 5,3 6.1

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

d&uds-aw_mul-punwfhw I YOI

3 vl Yes

1

a1 | 3

o 1z No

OX

a8 2 <0

If ‘No’, please specify your comments:

"l iy A8 Bl ST

b. Did the staff actively attempt to anticipate

£ ) byl Fuas Alad Al slaes wilhpat o8 Ja

customer needs? =
3 1. Yes x| a1 3
0 2. No O %2 0
If 'N¢’, please specify your comments: i el A8 Bla ) TS 1Y
c. Were the staff able to cater to the needs of the 22 B0 buca calh 1198 (e Qg0 Shaliial D b gall plliud Jb S
customer without seeking the help of a colleague? 22t
3 1. Yes X p 1 3
0 2. No O 3% 2 0
If ‘No’, please specify your comments: A ey o Sl S 1
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 )
questions posed? Taa g hall Aliutl alis fUIS 06 Al il pal) il Jb o
3 1. Yes B4 o 1 3
0 2. No O 3 2 0
3 3- Not Applicable Galmiy ¥ .3 3

If ‘No’, please specify your comments:

B ki pd sl S 1

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 colleague”?

Ob Al Alid fopma Jigm o Llay) e |l il gl oG o 13 2

a3l aal fUEIN jae AR5 5 e 810 Jab e SUBIYI Gl e il
A 6 Axdl B ja Jab fa JEGYN cuagdy

3 1. Yes O axi 1 3
0 2. No 0 % 2 0
3 | NotApplicable X Gilaiy Y 3

If ‘No’, please specify your comments:

I piady 8 el S




Overall was the staff well- mformed on Bank

o

s Lt ALY Hg Rt

bd ..--..

Dhofar’s product and services? "JLIE J-u
0 » Not at all informed O %Y e e glee ) ud e 0
¢ Wellinformed on at least a quarter / a
il Shatiadl e LR fags e LAY
1 few of the products and services [ e “;L:z - (.l..,; ¢ 1
discussed Y
7 s Wellinformed on at least half of the | ] A ) iaadlly Siatidl edeal e 3V o oAl e 3
products and services discussed PR
+ Waellinformed on at least three- . -
Slamall e 581 o pl gl alhE By L
3 quarters or more of the products and E ' e E":"» L. j?‘ :_;. {.f]._; * 3
services discussed y & 2

b.

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:

il A 53 aS) "o R e gl

'1";..“@'3 c.d_,.a‘n.l K
"'WHJM&“H*’J"‘HL‘J‘“‘ uhwlh‘,ﬂll.ﬂhpi_’ (u

uh....nmqa

INT: LIST THE CODE FROM SECTION B.

M Goroz-Xocwk ) G a0 A5G 3 1dialy

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

0 ¢ No knowledge at all D GGyl Jo play Y e 0
+  Wellinformed on at least a quarter / a . -
Saaadt g Sladiadl e Qe - | "
1 few of the products and services D 2= d fas o= "E?,l:j" :']"; * 1
discussed ‘N
2 * Wellinformed on at least half of the 0 & A Slesadl y Siaiidl sl e Y e Jay 3
products and services discussed i
o  Wellinformed on at least three . ..
Shaliad) S 81 gl gl A EY e pley e
3 quan:ters or more of the products and E Gialia 5 3 el 3
services discussed
c. Did the staff attempt to “cross-sell” other products Dheasdh y Slpdiad 7 ADYE Al o bRl A glace Cil gl 43 A
and services? e g Al
0 * Nocross selling at all E Syl Sl dlayl ol e ali ol e 0
1 e Cross-selling after a lot of prompting D S et e ekl ey oY) Al Al W 1
e Cross-selling after a little / some . . . -
LA I W |\ ) |V PPRRAT
2 prompting O = N On Gl ey Sl ol Llaay BB e 2
3 ¢ Immediate cross-selling attempt O S A i ol dgan e 3
d. Did the staff explain Why Bank Dhofar’s products

LLadY1" Lol il ol clasd g cilatia Vil gty il gal) U0 G4 &
P o it a3 e "l

3 1. Yes O a1 3
0 2. No B4 M2, 0
If ‘No’, please specify your comments: il plais 8 Bly S 13)
woiL Lol He o DA e wd 1 ‘Tu‘alw-r\.a
v}
10
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Did the staff attempt to provide “complete
information” an Bank Dhofar’s products and
services, along with relevant literature?

Cbadd g Sladie 8 MalalS Siaglaa't Sl Al ylae; il gall W3 6z
falaall b SISl e bk ot

INT: LIST THE CODE FROM SECTICN B.

OP RN TRUY B SR

T . ' -t
0 s  Noinformation at all , D i A Lo ThaginaY 0
* Infarmation provided on at least a ‘ | (il Sin gl e Bl s Y1 e sae) e
1 quarter / a few of the productsand | [} " .‘.'L: s o 1;’;— o 1
services discussed i e
5 + Information provided on at least half D Claliadl Gldl i pledl wiead Y S elnc; e 2
of the products and services discussed e e e i)
s Information provided on at least three . e Doaags ;
il pleall (NI b 15 slise!
3 uarters or more of the products and ._,L.,.u: o J‘s " t_.'J wﬂ‘:‘?w“ < * 3
9 P [P i A ‘rﬂ\ Silazaliy Sl il il
services discussed s
3 s Not Applicable M. it T 3

f. Information on relevant procedures, alall 13 dadiall 0y SlaTiaally (D1t YL Adie Sle gine
documentation and follow-up method?
INT: LIST THE CODE FROM SECTION B. S pidll (pe el A o rdaly
0 *  No infarmation at all D Gyl Je SlaglaaY e 0
. |nformat|onfprow;:le: on attjleastad D 1ibaial i el e G oo SV ahe! o )
1 quarter/_a ew of the products an itRia 5 laadlly cilaiial
services discussed
2 + Information provided on at least half D Sladiady Alaiall e plaall cieal Y S slac! @ 2
of the products and services discussed il 5 All Ziaaadiy
o Infarmation provided on at least three : - ;
Sl pleall e 300 gl gl i A B L |
3 quarters or more of the products and D ’IT‘}.";. )::n i"’ i, f "Uhn. ‘:I 0 * 3
services discussed
3 « Not Applicable W, MY .
g Did the staff attempt to acquire more customer Jal e Qe Allaia 81 e glea A aal A sy Ui palt o3 G0 3

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

€5 a1 s B Raglially pLl

3 1. Yes EI a1 3
0 2. No & X2, 0
If ‘No’, pleae specify your comments: g mlads a el ST Y

Me. \(\.ot’ a Lk. aay ‘>

PN | Miwij(\b

11
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7.1 Timeless st 73
a. Waiting time on entering the branch, before ot Cpga galt Gk gal) ga Jalalll Ay gl Jpha o LB a1

dealing with the frontline staff:

D Aaidh adhga e [ ale¥i Jadt

INT: SPECIFY TIME IN MINUTES:

PN e il 1 e, sy

| ,
{ |
L0 «  Over 15 minutes O W15 e S e 0
[
1 e 5-10 minutes 'l 35105 e 1
2 e 3.5minutes O 33:5-3 e 2
I3 e Under 3 minutes KM SR LN 3
b. Did the customer feel like the queuing system o St g el b IV B ol gt A o
functioned properly? C ) o Ve OB oS AR A S
| . - -
I 0 . ;Teumg system did not function at D SIY1 e ety ¥ il b Y S ) 0
+ Queuing system functioned, but it . . . s ne ..
1 ' ) padl e ” il Uasiyt sl )
worked with a few impediments D e e o8y Oy oA L. 1
2 *  Queuing system functioned and it N b Sl g & gpns Sy —iall S Uy S e 2
worked quite easily and efficiently Leda
e Queuing system functioned and it Sy el L ey Sy iall 3T S e
3 . . O ; 3
worked very easily and efficiently Jad
+ Not applicabie M Sl Y e ;
¢. Time taken for the “purpose of the customer's visit adlge JI Upmasl) 20 O3l 5 A i 4D Jal e M i g

to be fulfilled once reaching the counter:

:u A 4]

INT: SPECIFY TIME IN MINUTES:

12

R s B g 20 sdialy
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H. Additional Comments on Visit 15,000 Adladalt Agdlly) Sla il 9
(If any): (2 2

-S"oﬁo vued o & v

- ff ahonld g i

AR

»\M\\L}Q/«_&. Wy thi {r

End of the Survey - Thank you very much....
S 1,84 - Cladat) Ayl

G. TOTAL Banch Score
(Total unwelghted branch score, summing all sectlons)

“1 mmm

n-)‘. i RN

aToulPohuSundhthls ;| . Total Points Alacated / .

C Branch Presentation and Customer Facilities
(] Greeting and Soft Skills of Staff

E Staff Capability, Knowledge and Cross-Selling
F Timeless

£l Bl £ gana Zz

(P8 S of il 4;.;.)‘31)5‘&.:.11 t_yx;..l)
Qo Aacal N BENp ype . |- -o-ﬂgmr-l% | B 7 0 ) g3y g JaaR [ padd
Qa3 Leiall sl g 1 S &
OB pall il Jigea 3 g T -
ALY el Aglas o 43 jaa y il gl 5 yad z
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