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A. Details of Visit 450 el -
Bank Dhofar E JHO
Bank Muscat D ks 2Ly
N National Bank of Oman D et ila ylt Sl G g3 S
1. Bank Visited
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Bank Sohar O oea iy
Other Bank: Al L
2a. Branch Name S)aﬁaﬂmﬂv Gulnd HdM_, g Al 4l 02
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3. Branch City SOMM Ll 3
4. Branch Region Dho fan kil 4
Day | Month I Year I~ paalt iuillap 5
5. Date of Visit
A | o | o3 | |
Hours |  Minutes (aa [ cleldy
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General Enqguiry relating to a
specific Product, Service

and/or Facility

INT: SELECT AS RELEVANT AND/OR

SPECIFY DETAILS OF
PRODUCT/SERVICE

Opening a Savings D
or Current Accaunt

Saving Scheme
Housing Loan
Car Loan
Educational Loan
Credit Cards

Personal Loan
Double your Salary
Offer

Youth & Student
Account
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a1 Was

Customer Parking instantly wallablefor the
Mystery Shopper?

LN

12980 (0 § e il ga AN Goudad 209 b 4.1

3 |1 ves H PR
! 2. No 'O % 2 |
i i Specify: ‘ -
; ii. Specify time taken to find parking: min. i iy st a W 2B ) i
i - 3
F
4.2 Entrance to Bullding rimll ) Jedalt 4.2
a. Wasthe Entrance Clean? A -H ERR AT ST
3 1 " Yes E axi 1 3
0 2. No O % 2 0
If ‘No’, specify “Why / Describe how” the S S cheay! 15l 2aa Slld e TS el 83
entrance was unclean: S TV P
b. Was the Entrance Convenient? e Jaaddl 8 A L
3 1. Yes X il 3
a 2. No O w2l o
If ‘No’, please specify “Why” the entrance was Tt JAaall 5% Al ML saa L TS il palt S
inconvenient:
FSINC L Tadlijine g QTR SANWOL 1 ¢ S ¥ o G NI RS |

Was the branch premises clean? LB g il e IS Jb
3 1. Yes Bd a1l 3
0 2. No ] X2 0

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

S S oyl /3" daa i S "NS" i pall S 13
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Fu .~ Branding Material RN R R AN Y )
' a. Posters / Branding matenal present on doors walls _ "-“'J-J‘ b-h-' "-"y'i‘ e ‘Huu-' Sadle [ ieale 3295 ON L
' and windows?
3 1. VYes E anid 3
0 2. No N 2| a
If ‘N¢’, please specify “additional comments”, ! SR Siiaa e s Sliad T JMUEY il gl S S
: if any: | LN
| .
‘ | )
L i
f ' .
| b. Pamphlets, Leaflets and Brochures on display? J fo ity TS e e S A
3 1. Yes & i1 3
0 2. No O w2l o9
If ‘Na@’, please specify “additional comments”, SV el A saa el pa VST i adl S0
if any: Wiy
I I
c. Branding material up-to-date? il A Ladh slatalt 3 pe 6 S
3 1. Yes [g a1 3
0 2. No O w20
If ‘No’, please specify “additional comments”, b SMAde) Silaa " i Hldad e MHSY gl 1803
if any: wlaay
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a. Were employees present at over 90% of the branch Kigey pgdise ;1_;, &)u g.,.n.h_,. O %90 e _,..s& .;;&H ,_,x.'. ,Ja \

desks and counters? faaailt
3 1. Yes &1 1|3
0 2. No O X2, 0
If ‘No’, please specify “additional comments”, N T SRR DN, PUFTTQE IS UL L PR R LY
if any: Ty
b. Were all / aimost all of the staff neatly and e : - - . .
¢ : : ) S
professionally dressed? ey et o (198 p Bl pBe ] S S 8 0
3 1. Yes E PN 3
0 2. No | 22| 0
- ‘Il"_'] =) i 1« n ,!' . -I . l|| Ll ) \IN |‘|
if ‘No’, please specify “additional comments”, I Haa e 22 ST g iJ
if any: e
c. Were all/almost the entire staff wearing name ity e (gt (il pll aBe f S R
badges? e
3 1. Yes B 1| 3
0 2. No & w2| 0
If ‘No’, please specify “the approximate Sl e pall g ) anadl aaa S e THST el S W
number of staff not wearing name badges: , sl Dl S gy Y
wPloyte, &F&{Ll_lﬁeﬂmaﬁ_%%
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: 4.6 -

; ATM and COM machines - i7" o v ¢

ke

i P

E e g Gy vl el S3ga A8 |

a. Was the area surrounding the ATM and CDM

JAJ_qhém1FuaY1J¢'Y1 il el B gl Bapaeall SIS S8 A Y

[ i area was unclean:

machines clean and presentable? ¥ gt
3 1 Yes R | w13
0 2. No O w2 0
‘ | If 'No’, please specify “Why / Describe how the I i S AS o g N 2aa el "DISY gl ST r
| ekl gl A
i

\
Toand s g1y N il eall 3 gl S 4 o

which the ATM / COM were not functioning
(and specify which machine, ATM ar CDM):

* b. Were the ATM and CDM machines functioning? i
] | ‘
3 1. Yes | B4 il 3
) 2. No O X2 0
If ‘No’, please specify “the time at which at i A ST a0 AN R e el e SEST el S

bl eal' Sl

A _L.:..J),_,-u\ -J.l..;lf-\_'l.v‘ﬂjoj‘ﬂ__ﬂfﬂj

(S el 5

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

TATM/CDM Adhaia A 32 Sl gy S b S

AT 1‘--m ':.-

a. Was the branch a|r~cond|t|omng fully functional
and sufficient?

3 1. Yes m =1 3

0 2, Na | M2 g

3 | 3. Notapplicable 0 Gy ¥.3 1 4
If ‘No’, please specify “the time at which at G e ol g2 il 1" saa liad o PBST gl IS
which the cooling was not functioning ya JE s

RLRRECMIATAS LOANCIALE st gyl

v,a,.-.._xs....d...w.n_,._'lu,s..nuud. 0

Describe how it was insufficient:

3 1. Yes | i1 3
0 2. No 1 w2l o
If ‘No”, please specify “Additional comments / MMadiel Slaa et saa Al e ST gl 1

1K S ol i sy

b. Did the branch possess sufficient lighting?

P48 Bplualy £ A iy Ja

3 1. Yes

pui 1 3

0 2. No

0=

us 2 0

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

F ) Slaadke" o dlad e ST Ll yalt ST
I 0SS i
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| c. Did the customer have sufficient waiting space / |  Coe il e D kS 6 BT A8 dalees Jpar S O LS
1 seating area? \
I . T
.3 1. Yes } & i 1 3
o 2. No O 2| 0

e A Daatha’ s Al e "SET el 8
If ‘No’, plea ify “Additional comments B i -
, please specify “Additional co / IS 1S i iy

Describe how it was insufficient:

| i

I : - T ‘ X f
d. Did the customer find it easy to follow the signage ! Sy £ AN Gals 36 guin ul) SN L ppans b o s Eaial a1 |

within the interiors ?f the branch, indicating different il S g () T AT ) 32 3
counters/ work stations?

3 1. Yes ﬂ amil] 3

0 2. No | vy2| p

![: No.,bpliase ‘spemfy. Ac:glt-lona.l comments / g sl Bt s Sl S "NS" el S
escribe how it was insufficient: uLSL_.S...,.l_uS
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5.1 Greeting of Customer . O My i AN 5.1
a. Was the Mystery Shopper “promptly greeted / i Tp AN dalpas g A0 deedall o allifoua 2N WS A )
acknowledged” on entering the branch? |

0 ! * No greeting / acknowledgement E i an Y e i 0
1 : ¢  Greeted within 10 minutes of entering ' EI et Jedr e 3 10 NG oma T e |
+ ’ T
2 i ¢ Greeted within 5 minutes of entering 4' EI 1 el Cpad e R 5 Sl a0 e o2
3 } ¢ immediately greeted on entering ! D \ iani a0 e 3
b. Did the staff either / or: | ‘ 1oAY sy B gl A3 0 o
a. Ask for the customer’s name? | ¢ nanll anl e A
b. Greet the customer by name? | faad 85 aa Jraaly ca
e  Yes, the customer was greeted by name / PIR DVRILPING: SOy TU I &I PR PP ISR UK L S
3 . 1 ¢ . 3
asked for his / her name P
0 *  Ng, the customer was not greeted by E et e Ly aly /et S5 e Sraads cua i Sl US e 0
name / asked for his or her name gt gl
il 5 aadind g " | 2L e hiSiay A" i gall R
c. Did the staff ask, “How can | help you today?” e 3 e 4 s "':.S JL'] ,;'? ;
and Probe the purpose of the customer’s visit? -
3 I 1. Yes, the staff did this O RV I I 3
0 2. No, staff did not do this 4 Ay 2l yall S a8 2 0
d. Was the Mystery Shopper redirected on the laldalfolalial o sly Addl fudall Aga g Basl S g0 &
basis of his / her needs?
1. Yes, he /she was redirected on the .
' Aatfial/aflatial D (3) loeelt aga o 5000t 35 S0 ¢ and 1 3
3 basis of his / her needs O] s o () T A e
2. (OR) The first staff member et . .
e el Dl g3l Sy ik pall i { 41}
3 encountered probed the nature of [:I L “”'h‘ S E’) 2 3
. . . A.\Du}'B_‘I:.L..-JAJL_\)“.I._L.Ln
visit and assister him / her
3. No, he / she was not redirected on ;
g Malialfaflaliad 1 ags il 52ie) 24 A W3S
0 the basis of his / her needs m Letalial/ailalsial ) 4gn 5l S2e) 3 o] 3 0
. AT N - Wt ] .
a. Were the staff courteous on the customer making Tpandt 335 Lsa AisS UF 0
his / her enquiry?
0 e No, the staff were not at all courteous | [] ANV e gl Bl G W NS e 0
e Yes, the staff were quite / reasonably . . . N
) aa Al AL G gl AR
1 courteous D S Ay e 1
2 e Yes, the staff were courteous E] I N VL L TR 2
3 *  Yes, the staff were very courteous E B ol il gall S A cani @ 3
b. Did the staff demonstrate “active listening” on Tl ladiny " et plial® B gadl Bl G
customer enquiry?
s No, the staff did not demonstrate . .
' | slaal b gpadt gy & OIS
0 active listening O i e 3l gy ol . a
1 *  Yes, the staff listened quite / D ke Say /e 22 i gt sl il i 1
reasanably actively il F I T v e
2 * Yes, the staff listened actively E Lilagt wdlh galt ool 30 pei @ 2
3 *  Yes, the staff listened very actively D agy) e Sy il gl el 2 cani e 3




Did the staff appear confident?

Cadi Cpa By A Je b gall gl e

[}

|

: ! ¢ No, the staff did not appear confident D Akl e B Al e bl Al U e

| i *  Yes, the staff appeared quite / | ; .. . e ) !

| | ’ lin. »‘5—4“_ Ak |y 431, i | = !

i | reascnably confident O ot Fly e gl ek i e | 1
: | , P L e |
!L | e Yes, the staff appeared confident X D ‘ ki e Bl A4S B gl e e ! ;
i ! e Yes, the staff appeared very confident i B4 E Al (o el Byl o il gl g aal e '

. | :;ith‘ List the names of staff interacted 1 | gas il g o gl ] S5 i |
: o mr/Ms. Salpen (ivtuly Nowse ) 1o aa e e !
| o« Mr./Ms VU RPN

!l s Mr./Ms. 3 Lo i) e

| e M /Ms. 4 | FIREEREET R




6.1 Staff Capability

Callh gl 3 b 6.1

1050 (S0 L5l et Aspb 16 leakiaYly wilh gali o8 ]

' a. Did the staff frequently probe the nature of the !
‘ customer's needs? '
3 1. Yes g | 1 ! 3
o |2 No O S 2 | o
! C1f 'No’, please specify your comments: ‘ Py medage ol sla ) JUST N
| | |
| |
. - - . T
b. Did the staff actively attempt to anticipate € g2 30 ilaiial s Aad &5 senay i gl o8 A Lo
customer needs? :
3 1. Yes X pai 1 3
0 2. No O MK 2 0
If ‘No’, please specify your comments: webi riaags o8 el 28" 1Y
¢. Were the staff able to cater to the needs of the 50 a0 93 e gy Olp el Al il pal) £ Undal 4 S
customer without seeking the help of a colleague? o3 3
3 1. Yes X a1 3
0 2. No O 3K 2 0
If ‘No’, please specify your comments: A Al B Rl ST
INT: IF the Answer is YES , sa the answer for Q
D should be Not Applicable
d. Were the staff able to answer all / most of the L
questions posed? Tha g pkall Alics! i fJS 06 AulaY! il pall plaiad Ja S
3 1. Yes B pai 1 3
0 2. No O X 2 0
3 3- Not Applicable Sy ¥ .3 3
If ‘No’, please specify your comments: ) e a6 el ST Y
e. If the staff were unaware of the answer to a O cAdgaa Al fopma Py 5 LY e |00 Gl padl 0% & V3 2

particular query / queries, did they politely “ask
you to wait while they double-checked with the
system / a colleague”?

s 31 aad fplBD e A0 5 e L Jab e IS Gudehy dia b

3 1. Yes O pa 1 3
0 2. No O %8 2 0
3 Mot Applicable X Sebaly ¥ 3

If ‘No’, please specify your comments:

& it b ela S T
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8.2 mwmmm ety ORE AR O :
, a.  Overall, was the staff well-informed on Bank et Rt ) 2. Zime -'\-Jﬂ- '-'h}-“ 6-"-] u—’i ..ri -p‘- di—u |
' Dhofar's product and services? o i oL
1 | 0 ¢ Notatallinformed D \ ALY e Dlagae gl il @ 0
e Wellinformed on at least a quarter / a |
. Cazid] y Ziadial ) ”’&
L1 few of the products and services O 2 o S aa T "I' “"f. * 1
, discussed | ! e
L, e Wellinformed on at least half of the ‘ n S sy Slatidt el e Y e A )
products and services discussed | [l Y
? ¢ Wellinformed on at least three- ! - -
' Slaliall e s gl pla b alNE W S
3 quarters or more of the products and ZI il le A9 S g Al g e 3
. . ..‘_.u!'L.A ?.1 4.14\ ._.u_._-;..WJ
. services discussed ‘
''b. List the details of the “main purpose of your visit” pedll A g LaS) 3 .,--,-u-“ i Aaka Aady t“-’" F"
{as per SECTION B); rate the staff on the level of "laddl) g ilalialy  Balad) 4 aall g s 6 (il palt auils adly ¢ (“_'
“product / service knowledge” in this area: sAikil oha B

G ol o o iy B 1y
INT: LIST THE CODE FROM SECTION B.

0 * No knowledge at all D Ry R T S ] -0
» Wellinformed on at least a quarter / a C er e
Ciaaddly Silatiall - | e B el !
1 few of the products and services |:| 3 D O e }uimd‘ :; * 1
discussed ¢
2 ¢ wellinformed on at least half of the ] 2 A Giacalty Slatidl Cheal e Y e ey e 5
products and services discussed [TEACE
¢ Well informed on at least three . -
Slatiadl e A1 s gl A Y e Ll
3 guarters or more of the products and E ) S HU e s 3

it
services discussed S A ?
¢. Did the staff attempt to “cross-sell” other products Ciesd g Slatial Y ALY aal" o alhll A o Cili galt p8 Ja

™~

and services? PRCY
0 » No cross selling at all | D LY Jo Alayl anll Adaas gt al e 0
1 *  Cross-selling after a lot of prompting E ST e A0 ey Y wll fleay BB e 1
s Cross-selling after a little / some .. , " .
2 - b lieddY 1 amy Al all Ll B3 '2
prompting O / O Gl ey Aoyl g . :
3 ¢ Immediate cross-selling attempt D Sl e Lol el Djag i e 3

d. Did the staff explain Why Bank Dhofar's products LAY Lyl Ui oy Satd i Bl £ty il ) o8 Ja

and %ervices posse§s a "Comparative advantage” Pl g2 e e "
relative to competing banks?
3 1. Yes E pad 1 ‘ 3
0 2. No O ¥ 2 0
If ‘No’, please specify your comments: il pliady o i ST 1Y

10
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Did the staff attempt tc provide “complete
information” on Bank Dhofar’s products and
services, along with relevant literature?

Slath g Sladie O "ALAS Dha i JLilae Y & glaes vil pall 53 A Lz
falall il Skl s il iy

INT: LIST THE CODE FROM SECTION B.

Skl e e A0S 0 sty

i 0 * Noinformation at all } |:| oY Jo clagaay e 0
: ¢ information provided an at least a L A e gedl e WY fa, Y Lk eiecl e
) ALe e ok [ ) FE ool
L1 guarter / a few of the products and | O P:__}: AT "L . 1
! services discussad ) i i T
2 ¢ Infarmation provided on at least half | E S AR D el el B e et e 2
of the products and services discussed R L il
s Information provided on at least three Co e ik o e bt
i - i ol plh Al By n
3 quarters or more of the products and | [ ] = J‘s 3 e J A 3
. \Q.x.a.!lu ™ .,r”'] -._Ju.‘.::..fIJ \_:u_z.'...n:l.l aalazal
services discussed
3 e Not Applicable PO AT 3
f. Information on relevant procedures, falall 13 dngliad) 4550y S aSeaall g (s 2 YL diiade Sle plaa o
documentation and follow-up method?
INT: LIST THE CODE FROM SECTION 8. S k] o el RS 8 sl
0 * Noinformation at all D SoaYl Lo Glagiaey e Q
» Information provided on at least a e . .
ATl e el e R0 B U |
1 quarter / a few of the products and D )M' .“{‘M {F\:‘J Y ""1: “‘,L ¢ 1
services discussed M HIEEE
2 s Information provided on at least half ] Dlaiiady Ailadalt Die glaal! chead Y 6 slac] e 2
of the products and services discussed il oA Sileaadl
+ |nformation provided on at least three E sl e 28 g gl D U o ole) o
3 quarters or mare of the products and 28 o5 3 sy et il 3
services discussed R
3 ¢ Not Applicable ORI
£ Did the staff attempt to acquire more customer Jab O ga T ket ST e glas A8 et A glaay Lili palt 40 JbF

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

5 b0 A A Aalially el

3

1. Yes

e 1

3

0

2. No

0|

L

0

If ‘No’, please specify your coamments:

oy

il ks B la

" ‘31
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7.1 Timeless i g 7.1

a. Waiting time on entering the branch, before ‘ P A s all G pall ae Lol Jdy gLl Jgds de UBINT Gy |
dealing with the frontline staff: l $ Aeaddl Al e 0 /el ]

INT: SPECIFY TIME IN MINUTES: | Y HE L1 ENUPRLA JY) TR

{ |
i . 1 » - T
L0 s Qver 15 minutes g ! Q15 e SR e o
‘1 | e 510minutes O 3i8:10-5 e 1
: 2| e 3.5 minutes O SRS e L2
i 3 + Under 3 minutes ; E AE W . . L 3
b. Did the customer feel like the queuing system . s wr me .o .
‘iama (S dal} LRSS e e )
functioned properly? ' L) oA SR PRI e G A b
0 . ;1|Lr1eu|ng system did not function at D P o Juag ¥ iosll 3 DY AR e 0
1 s  Queuing systermn functioned, but it D Sl Oy Dy il 5 DYl S e 1
worked with a few impediments # & o SR e
2 * Queuing system functioned and it ] Juad 5 g U gy Jamy il b UEY ST e 2
worked quite easily and efficiently Lo da
3 e Queuing system functioned and it X JSh g s A ppany Jay iall B LTI S e 3
worked very easily and efficiently Jad
e Notapplicable D LTVRTR T -
c. Time taken for the “purpose of the customer’s visit B ga ) Ayl 320 e 345 Liah &uB" Jal (e 2a3L Cﬁ_j‘ &
to be fulfilled once reaching the counter: " Aaadd)
INT: SPECIFY TIME IN MINUTES: \0 B a2 g 200 2Bl
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H. Additional Comments on Visit
(If any):

25050 Adlaiadl Adlayl Cila Gl e
sy )

— Provdde CIu.uuﬂj

— The bawk ™, /ffu ?ﬁpm ‘f/’lb/QMKM]

/-

End of the Survey - Thank you very much...
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- L-vf-t._; A'J_n.a _adi-

G.  TOTAL Branch Score

(Total unweighted branch score, summing all sections):

m’h -4

Maja 184 — Lt Al

g‘“ﬂg ’.‘A )"‘ gLy “w?':
‘.“ﬂ}...\

T veIr

Section I! m . mmm " '!'otaanlntsSmndlnthls Total Points Allocated /
3 - Area: ‘ Parameter
C Branch Presentation and Customer Facilities
D Greeting and Soft Skills of Staff
E Staff Capability, Knowledge and Cross-Selling
F Timeless
S o "TOTAL SCORE

(edyiﬁtn‘&}JMﬁ\ﬁLM|tP)

£ Bk £ gara £

T Flaald WAy | ) o Clgedh B § yps S g gy | s
G 3l Aeiall gl g £ R g <
ok pall D e g g 0 o
! gl tas g 45k ey il gl 5 a0 ¢
b gt r
—a
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