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PROJECT: Money

SHOPPER CODE DATA ENTRY EDITING SERIAL NO.
Name Number Name Number Name i)
K] 11017 [0
| R ST —
HE S
- ‘ i .
"’1_1! il Sl plaall Jlas) A gasiall e
4 |
‘ Al pas'y! Al | a8l !
A. Details of Visit 5k Jamalds -
Bank Dhofar O ik oy
Bank Muscat & e Sy
National Bank of Oman D gaandl il gl Sl R PRI RECR I |
HSBC-01B O HSBC-OIB <k
1. Bank Visited
Bank Sohar |:| s ol
Oman Arab bank O ol e Sy
Ahli Bank O Sy oy
Other Bank: oAy
2a. Branch Name EﬂﬂlL MV‘J(-O\,T ' g il ot 12
2b. Branch A ' ) afya o
ranch Area Mw‘{\ C(/V-J!&f PUlf\* gl aige 22
3. Branch City }\] L WA “uadl 3
4. Branch Region 1 ﬂsl‘ e U17 (W) kil 4
Day = Month [ Year i) ] YAl | a5l il an 5
5. Date of Visit "
77 | ol | qo1d | |
Hours | Minutes el [ Sl ld)
6. Start Time of Visit sl iy cd, 6
|2 |10
i [REXW ] Sle )
7. Total Duration of i Mmfes sl e 7
Visit 00 | 25 o aka




+ + +
' B. Purpose of Visit 3kl
i Opening a Saving 3 88 Sla 5
: or Current Account e
i Saving Scheme Shasl ol
Housing Loan Sl o
. 1. Application for a new Product | Car Loan 3 bs ya A ($)p Aasi. / el 4
‘ / Service | gt . i o i o
1 - _ wh &“"‘SM‘”"JIJ‘M. | 5a) rdaly
| INT: SELECT AS RELEVANT AND/OR Educational Loan oS Ja £
{ SPECIFY DETAILS OF Credit Cards Shalil iRy
PRODUCT/SERVICE

l Personal Loan s ya A

Double your Salary A3 ) elia

Offer l
} Youth & Student ALl el
| Account

Opening a Savings
| or Current Account

g b o ls =38 |
‘ 4./‘-".,': Logll
9').;\__..._\

Lol s
o=l alan

Saving Scheme

0 DDDDD'DDE Ooooooooo

DS e A

| Housing Loan .
2.  General Enquiry relating to a T i . o 5 Aasn e ey Blade ple il 2
| . . Car Loan 3 jdes 2 A 1 -
specific Product, Service - ' A g
and/or Facility Educational Loan gadlas g | A el 222 g) [ g uadiall sl ‘-“"-‘
INT: SELECT AS RELEVANT AND/OR = — — Al
SPECIFY DETAILS OF Credit Cards b
PRODUCT/SERVICE Personal Loan ‘ T
Double your Salary | A o St
| | ! ) i |
‘ | Offer , P s
Youth & Student f o . ‘
| Account ! o
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€. Branch Presentation and Customer Cia 3l Aasiall clgadlly £ oAl jglia o
4.1 Was Customer Parking instantly available for the o " - u
¢ 9dll Al |
Mystery Shopper? A e B e il ga AA)) Faudall 22y b 4.1
3 1. Yes E ani 1 3
3 No a 38 2
i. Specify: ‘aza |
ii. Specify time taken to find parking: l min. i il g A a2 gl 2a
4.2 Entrance to Building el ) Jpiah 4.2
a. Was the Entrance Clean? el Jaad ols Ja
3 1: Yes E a1 3
o |2 No O € 9 0
If ‘No’, specify “Why / Describe how” the O "AS Cia gl f1ED 2aa Hlad S U Ll gall S 13
entrance was unclean: el e Al

b. Was the Entrance Convenient?

il Jaaall (A8 Ja o

3 1. Yes E a1 3
0 2. No | 2| o0
If ‘No’, please specify “Why” the entrance was slia Jaaadl oS5 Al MIAD daa ¢ MEST Gl galdl S 1S

inconvenient:

4.3 Cleanliness of Premises Pheall 483 4.3
Was the branch premises clean? LR £ A e S A
3 1. Yes X mi1| 3
0 2. No O 3 2 0

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

S " e ) 13 22a Aliad ae IS L gall S 13
Ak e Sl
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4.4 Branding Material Ayl ciladlall 4.4
a. Posters / Branding material present on doors, walls €381 530 5 ) aad) (Sl e 4 a0 Gl [ Cilheale 33 93 A )
and windows?
3 1. Yes X i | 3
0 2. No O x2| o
If ‘No’, please specify “additional comments”, O Ml Claadla aas dllab g MHUS" Ol gall 1S 13
if any: Lt
b. Pamphlets, Leaflets and Brochures on display? i il g SN i je 23 A
3 1. Yes X 1| 3
0 2. No [ X2 0
If ‘No’, please specify “additional comments”, O il SUaa " aaa Lad e THE" gl IS 13
if any: “Caia
c Branding material up-to-date? Pdlaa Ay ladll Sladlall Al ge Ja o
3 1. Yes E POSE | 3
0 2. No | w2| o
If ‘No’, please specify “additional comments”, O Ailal Slaa " saa Sllad e ST Ol gald) SIS 13
if any: (D
4.5 Presentation of Staff Cudbgadl 4Ba 45
a. Were employees present at over 90% of the branch Mlgay agilsa ol g £ il LA ga e %90 (e S 22 g5 S A
desks and counters? fdaaill
3 1. Yes O 1| 3
0 2. No | 2| 0
If ‘No’, please specify “additional comments”, O Mgl Claadl aaa Sllad e MUST l gl IS 1Y
if any: Rl
Q gut of 12 €m})\0\ifef wert
owvai | o b\R
b. Were all / almost all of the staff neatly and . . R :

§ r‘_‘ " e . ‘. .
professionally dressed? 915500 0ot Cugi gl plina /08 OIS Db
3 1. Yes E ani 1 3
0 2. No O 2| o

.'|‘ ‘u‘ HE |‘ -.‘.l 1. " !] « 2 = ‘n " w . :’.
If ‘No’, please specify “additional comments”, e i il e "I ol gl “’LS L
£ Sy
if any:
c. Were all/almost the entire staff wearing name : . .
/ . aglacdy S LS G ey (B gl aBea [ S S A S
badges?

3 1. Yes D and 3
0 2. No X 2| 0
If ‘No’, please specify “the approximate Cpdll il gall g 51 dsall 3aa Sliad (e MIS" ) gall 1S 1
number of staff not wearing name badges: pbandy S LS g Y

% ot oF Q wean(\9 name
Lo A at

VV(U"-UM :
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4.6

ATM and CDM machines

g g1y N il al) 3 34a) 4.6

a. Was the area surrounding the ATM and CDM

Oy il 2 £ 1Y)y N i peal) ) Jaaadl SIS S A

machines clean and presentable? ¢ jglaall
3 1. Yes 4| i 3
0 2. No O 2| o
If ‘No’, please specify “Why / Describe how the S "CaS Caa gl /13" aa Sl e MUSY el 1S 1)
area was unclean: QUL RRe R LN

b. Were the ATM and CDM machines functioning? fand g2kl 1Aty (M) il eall 3 gl S A o
3 1. Yes X 1| 3
0 2. No O w2 0

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

el gl G850 ) g o Allad e MST G gal) IS 13
il peall ¢l gl aa ) Jaad Y i g1y y VI Gl eall
(s glyy o iy

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

TATM/CDM dikais 3 39 Sl g) 00 08 Ja &

3 |1 Yes O 11 3
0o |2 No O K21 9
3 3. Not applicable E Gelay ¥ .3 3
If ‘No’, please specify “the time at which at A Jang ol 30 2 g saa llad (e MUST Gl galdl IS 1)
which the cooling was not functioning e SO Gkl
4.7 Branch Ambience and Facilities SOl g £ Al JA12 alal) g2l 4.7
a. Was the branch air-conditioning fully functional Sy 2o J8 Jaay s Sl IS A
and sufficient?
3 1. Yes Ed 1| 3
0 2. No O €2 0
If ‘No’, please specify “Additional comments / (M) Slaa Sl 2aa Slad e MUS" Gl gald) SIS 13
Describe how it was insufficient: S S WS ey
b. Did the branch possess sufficient lighting? A Splaly £ Al Ay JA
3 1. Yes KX 1| 3
0 2. No O X2 0
If ‘No’, please specify “Additional comments / el Sllaa " saa Alad G MAEY Gl gad) SIS 13
Describe how it was insufficient: S S Al S iy
5
+ +
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c. Did the customer have sufficient waiting space / Touplall 2 lia (e il 200 [ UBIDU 4SS Aalas Joaall (S Ja S
seating area?
3 | 1. Yes K ad | 3
0 2. No O ®2| o0
- — Pagiacal Claa " 3ia dled (e "AS” ol gpdl S 13
If ‘No’, please specify “Additional comments / i oy VA iy

Describe how it was insufficient:

d. Did the customer find it easy to follow the signage Ay £ Jla A6 g gl i iy & O3 gl a2

within the interiors of the branch, indicating different eaall oSl g ( ) Gl i ) A5
counters/ work stations? j :

3 i Yes X il 3

0 2. No O vy2| o

If ‘No’, please specify “Additional comments /

; ; g G gl 5 fiilia)l Cllaadla" aaa Sllad e "DS" gl 048 13)
Describe how it was insufficient: ol ’ e Pl e

AdS s Al
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D.  Greeting and Soft Skills of Staff

Gl gall S lgay o A &

5.1 Greeting of Customer

Ol i a3 5.1

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

e A D jhs g AR Gyl e ol ) 5 A

e No greeting / acknowledgement

S

Greeted within 10 minutes of entering

Jaall Jas e 3210 s ) e

e Greeted within 5 minutes of entering

' ¥

Juaad J3ds 0n B 5 N8 om0 @

0
1 .
2
3

e |mmediately greeted on entering

Jraall Jyas s Al e

0
1
2
3

b. Did the staff either / or:

1oAY gaaly il pal) 20 A o

\ a. Ask for the customer’s name?

fhianl) andl e

[ b. Greet the customer by name?

Taasl S5 aa Jiaalls a2

' »  Yes, the customer was greeted by name /

}‘M—'}Ju/wiﬁirwuugﬂlﬂﬂ-p;

3 | asked for his / her name D giaidd 3
. No, the customer was not greeted by dand e Sl aly /4t S5 ae Jpaallhcus gl 5 Al 38 0
o | : & ¢ ; o |
name / asked for his or her name el ) |
A CE eadil 9 "¢ S lua riSay A" il gall ‘ 2
Ci Did the staff ask, “How can | help you today?” k= 3 Mol et ’:‘ ‘JL‘I “J: C )
and Probe the purpose of the customer’s visit? i ’
3 1. Yes, the staff did this & 13y Cala pl o8 S cani 1 3
o | 2. No, staff did not do this | ALy (il gall ady ol S 2 0
d. Was the Mystery Shopper redirected on the falialadlalia) e sl ALl Ggudall A s dalel A A &
basis of his / her needs?

1. Yes, he /she was redirected on the

Taldal/adlaldal I (3) aanll 5 aale! 20 adl (and
4 basis of his / her needs D Il aliad ) (Bt 4t | 3
2. (OR) The first staff member " i .
e Uaall T Al J gy ila gl guaiidd (
3 encountered probed the nature of D i e Ayt ," ; = “’J 2 (.’) 2 3
- . . baela foaele g5 U5l danls
visit and assister him / her
3. No, he/she was not redirected on
' Lalial/aalial il sale) 2 Al S
2 the basis of his / her needs E WaliniAelid) o) sl &l 3 0
5.2 Soft Skills of Staff i peall) S 5 (ol gl S g 5.2
a.  Were the staff courteous on the customer making | el 330 Loce S (0 o leakinal sl 30 il gal) (IS Ja
his / her enquiry? |
0 *  No, the staff were not at all courteous | [] B e ad cdbgad)l 0% a8 e 0
e Yes, the staff were quite / reasonably - A : %
1 courteous O B A gha AL il gl a3 il cpad @ 1
2 e Yes, the staff were courteous D G bl Sl i e ! 2
3 * Yes, the staff were very courteous E AL aad il gl S Gl ai e L 3

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

) LY " k) pliea)” il gall Bl Ja o

* No, the staff did not demonstrate

| plial il pall gl Al

¢ active listening O ) slial Gl pall 4B Al S e 0
e Yes, the staff listened quite / : . - . ; o

: reasonably actively O b [gila B gl sl G ipni 1

7 4 e Yes, the staff listened actively D Loyl b gall dual dil aei @ 2

3 e Yes, the staff listened very actively E ) O 8G Ciligal) il 2l aal e 3

~
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Did the staff appear confident?

Chds By Al o cibgall gl A o

No, the staff did not appear confident

A e g 400 e Cal gl el al S

Yes, the staff appeared quite /
reasonably confident

S JE2 Al (e (B ) o il gl jgla caad

B} o oo

e Yes, the staff appeared confident Adi (e By ) o Cabgd)l gl ani e
e Yes, the staff appeared very confident dddi o el g Adl e o gl jglacani @
:;ith. List the names of staff interacted g LAUAS 2y, g sad A3 &
e Mr./Ms.  Dman) Eemale 1 Azl sl
Mr. / Ms. ! 2 AdLWy)ad e
e Mr./ Ms. 3 Ao/l e
Mr. / Ms. 4 ALl laldl e
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E. Staff Capability, Knowledge and Cross-Selling

ALY ) Lle g 4pal A8 ) (5 gina g el gal) 508

6.1 Staff Capability Cpp gal) 5,08 6.1
a. Did the staff frequently probe the nature of the €050 J8a (v Claliia) Al (8 kil il pall o8 Ja )
customer's needs?
3 1 Yes D a1 3
0 |2 No X % 2 0
If ‘No’, please specify your comments: ) iy o sl ST 1Y) |
! e |
O e et mer o ngds
b. Did the staff actively attempt to anticipate " akd r -
Coge ) Slalda) Ay Adlad 4 glaa cib gall A3 -
Etonier neads? Ox ) Salia) gauy g il gal) 22 A o
3 1. Yes D a1 3
o | 2 No B 3 2 0
If ‘No’, please specify your comments: Ul plady o ela ("SI
clidnd alumpt b ankicpdk
AN “" mars o
c. Were the staff able to cater to the needs of the aaf 30 lca alhy 5 93 e g3 Slalia) Al Cil gall plaiad Ja S
customer without seeking the help of a colleague? £k 3
3 1. Yes E a1 3
0 2. No | 38 2 0
If ‘No’, please specify your comments: il liady o ola ) S 1Y
INT: IF the Answer is YES , so the answer for Q o Rl VUG LY sl Q) 104 s gl (s 13
D should be Not Applicable < A Akl
d. Were the staff able to answer all / most of the )
questions posed? Taa g hal) ALY alima [JS 08 AdaY) b gal) plaicd Ja &
3 1. Yes n pai 1 3
0 2. No [ %2 0
3 3- Not Applicable E Gl ¥ 3 3
If ‘No’, please specify your comments: -3l Tl o ala 28" 1Y
e. If the staff were unaware of the answer to a A e i) [oma Y3 o Y e ) e Gl gad) 08 o1 13 2
particular query / queries, did they politely “ask el aal ol e A5 5 e A Jab G SUEIYI™ Culghy dia Gtk
you to wait while they double-checked with the
system / a colleague”?
3 1. Yes O pni 1 3
0 2. No | 3 2 0
3 Not Applicable Xl AT 3
If ‘No’, please specify your comments: W pliady a8 sl S 13
9
+ +
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6.2 Product Knowledge and Cross Selling A aad)y lally Adlaial) 43 el 6.2
a. Overall, was the staff well-informed on Bank Sladd g Sladie ddlaie ddans Sle glea il gl 52 S JA ple JS5
Dhofar’s product and services? ¢ B
0 e Notat all informed O SUEYI b clidnatgtl gl @ 0
e Wellinformed on at least a quarter / a
Gl 5 At | e 591 i
1 few of the products and services D 4 o il s 2 J{L:h M': ¢ 1
discussed ot
2 e Wellinformed on at least half of the D A Al claall g Sladial chual e JBY) e alay @ 2
products and services discussed Wi &
¢ Wellinformed on at least three- < 4
Slatial e JiS1 g gl A58 EY
3 quarters or more of the products and E ' e 28 9 E_:_i,“ . f:: i‘_jr' * 3
services discussed i ’

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:

ol 5 2 aS) "5 3T o N gy Laa LY oy 8 0
"asil) g Cladialy Saiall 4 aall s gine” o Ol gall aykly oy 1(
rddhid) sla vl

INT: LIST THE CODE FROM SECTION B.

D paadl] a0 A o sl

0 | e Noknowledge atall O SMRY L Y e 0
e Wellinformed on at least a quarter / a )
Colaadll g Silasiall ) y o JBY) ,
1 few of the products and services | g heiiad Lo GO s “F:_Z.l:k ALI ‘ 1
discussed i
2 ¢ Wellinformed on at least half of the D o A cleall y Sl ciaal e JIY) e sy e 2
products and services discussed Leilili,
e Wellinformed on at least three i i
Slanidl e A8 o sy B35 i)
3 quarters or more of the products and E ' St :&f Lo J "k ,.f._. * 3
; LEiilia 5 Al Slaaslly
services discussed
c. Did the staff attempt to “cross-sell” other products Glasd g Slalial ' ALaY) ™ o aUAL A glae B gl B8 A S
and services? s Al
0 e No cross selling at all 4 ALYl e eyl ol Gleas i ol @ 0
1 e Cross-selling after a lot of prompting D Sl Sy Oa 8D amy LYl i Aleey Bl e 1
5 . Cross-St?II:ng after a little / some D ) i) oo B sy LYl aal) iglans p5 2
prompting S gin ‘
3 * Immediate cross-selling attempt D sl e gyl sl Aglan i e 3

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

Ll gl JUB L Glasd § Sladie 1l 7l cilb gall o0 Ja &
LA & ) e A e "l

3

1.

Yes

a1 3

0

2,

No

X0

s 2. 0

If ‘No’, please specify your comments:

\

A s 4 ol " 13

Pha Lam\l)@#% ~

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

Sladd y Slpdie (6 ALLS Cila glaa’t Sillae Y Al gaay i pal) 3 a7 |

*Aluall )3 Sl pe i oL |

INT: LIST THE CODE FROM SECTION B.

Skl (a e AL B rlaly

0 * Noinformation at all D Sy e Clagaay e 0 |
e |nformation provided on at least a
Gl S ladl e JARN fagy BY) e clae] e
1 quarter / a few of the products and D it \ 1
L‘—Jq—. '—il‘-h-‘ \—u
services discussed o m——
2 e Information provided on at least half D Slaiially Aleiall S glaal wiial JY) o sl @ 5
of the products and services discussed Liiiie o5 A Slaaslly
* Information provided on at least three i e = @
Sl glaall e 38T 9 ) AN JEY |
3 quarters or more of the productsand | [] )1:_;}” '::jl E s j. "kn Sar 3
services discussed e
3 e Not Applicable r ORTR 3

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

faluall D13 Aaglial) A0k CilaTieeall g olp] Yl Adlada Sl glae

INT: LIST THE CODE FROM SECTION B.

Sl e AU B rlaly

0 ¢ Noinformation at all D Gy e Glaglaay 0
e Information provided on at least a G, " ;
et Silapladd ) faay Y olkac
1 quarter / a few of the products and (| - ’L:_;u tm 4_]‘&: \_‘,1;"1: . ",L * 1
services discussed '
2 e Information provided on at least half ] Sty dlaial S glad) cieal Y o slac] @ 2
of the products and services discussed Liailie 23 ) Silaadlly
* Information provided on at least three o g " "
e glaall e ST gl gl ) 3G B Uac |
3 quarters or more of the products and D ’lh; "‘; ":ijﬁ_l‘) o Ji "f f.u_‘., ? 3
services discussed
3 * Not Applicable & GiaiY e
g Did the staff attempt to acquire more customer Jab e Gl dllaia 81 Sla glae A8 jaad A glaey il gall B0 JaF

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

5 ) g A Aalially pldl

3 1. Yes

a1 3

0 2. No

&0

a8 2. 0

If ‘No’, please specify your comments:

Aidnti mcqut?r' _mor¢

m\wrmovhm-

il plads alela

L Uk

11
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F. Timeless < gl ;
7.1 Timeless gl 71

a. Waiting time on entering the branch, before
dealing with the frontline staff:

A Or233 gl Cudlh pall e Saladl) Gy (il Jgaa e URLY) 2]
DAl adlga e [ alaY) i)

INT: SPECIFY TIME IN MINUTES: l

P G B gl 20 daly

e Under 3 minutes

O0RXO-—

0 e QOver 15 minutes 33315 e 81 @ 0
1 e 5-10 minutes 3E210-5 e 1
2 e 3-5minutes HE5-3 . 2
3 3

SREM s e

b. Did the customer feel like the queuing system

JSS Jany chall B (a1 aUI) BN alBS Ol g A JA e

and efficiently

Juad Jey g Al

(numbering system) functioned properly? Vs
0 ¢ Queuing system (numbering system) D e Jag ¥ il (alY1) iy Al ) e o |
did not function at all By \
e Queuing system (numbering system) . (B sgr afoit g B 4 fhea Yier s
1 firictianiet, bt itwiarked withadew || ] | 25 O0Rmep pi) iludl gt *‘;‘f.;;‘“‘. il 3
impediments )
e Queuing system (numbering system) » = oat A i T
al [y Y AUSS) Caeall LIS LSS )
2 functioned and it worked quite easily D ¥ ety (Y1 pL5) L.:: ;.n J:_i’w.“' * 2
and efficiently i
e Queuing system (numbering system) . e Gk o N
A g Y plad) il Lasiy plas o))
3 functioned and it worked very easily E ¥ oty (Y pLE) e 3

e Not applicable (no numbering system)

(B A ol i 20 Y) G Y

c. Time taken for the “purpose of the customer’s visit
to be fulfilled once reaching the counter:

Ba P g gl 16 0gr 0 33 i Al Jal G il Gl gl
" Zasil

INT: SPECIFY TIME IN MINUTES: ] g ‘ £ A a2 gl Saa laly
7.2 Product /Services applied for and Turn Around : ol gl ) 1) le Jgaall pliaal) Ciladd friial) 7.2
Time
a. Product / Service / Request 1: ) llal flasdl) fmiia)
INT: MENTION PRODUCT / SERVICE ABOVE AND Apllall ol jaY 35l g wa Gl 3 ) 4S5 desill it S50l
TIME TAKEN TO PROCESS REQUEST.

Nature of request: sdaadl) dagde

Time taken: (days / weeks) (et L) 1385401 o gl

Additional Comments: Aila| clal 8

12

+ +
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b. Product / Service / Request 1: o Al fiadl friid) o
INT: MENTION PRODUCT / SERVICE ABOVE AND Al o) ey danal el ae Bl 5,80 Lastll i S il
TIME TAKEN TO PROCESS REQUEST. :
Nature of request: dasdl) dagde
Time taken: (days / weeks) (&=t 15L9) 3as) ol gl
Additional Comments: rdgila) clal )
H. Additional Comments on Visit 15 Adlaid) 4ALaY) Sl il o
(If any): | (a0
End of the Survey - Thank you very much....
S 18 — i) &g
For Office Use Only haid (sl Ja)a aladiudu
G. TOTAL Branch Score
(Total unweighted branch score, summing all sections):
Saction T 1‘ Total Points Scored in this Total Points Allocated /
‘ Area: Parameter
C Branch Presentation and Customer Facilities
D Greeting and Soft Skills of Staff
E Staff Capability, Knowledge and Cross-Selling
|
F Timeless i
TOTAL SCORE
£ Al bl £ sana F s
(a1 IS pan o il Aas pall e Ll £ sana)
Jalal) Jlawaiall bl £ jara tasadll A i) B £ gara | 8 i) a3y 31 Jalall Al
G Aadial) Cdlpgadl) g £ Al pai <
O pall S a5 a1 | <
ALY al) Lles g A%h jma g cili gall 5 a8 d
1
LAl £ 3ana

13







