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PROJECT: Money
SHOPPER CODE DATA ENTRY EDITING SERIAL NO. ]
Name Number Name Number Name |
Lh) 1/0|2]|5 [
1€ g all
g Y . | Yy
Ll il L_ILA_,].I.AM Jia dJ..s.LA.“ e
a8 50 Ay Pl syl a8l pasy
A. Details of Visit 5430 Jaaldd -)
Bank Dhofar O Uik oy
Bank Muscat O PErRIEILY
National Bank of Oman & aadl eyl i) 45l e el g Sl o
HSBC-0IB O HSBC-OIB <L
1. Bank Visited
Bank Sohar O P
Oman Arab bank O s Gl Gy
Ahli Bank [l Sy
Other Bank: oAl Jly
2a. Branch Name T Lna w g il sl 12
2b. Branch Area CI-RO\N ol aige 2
3. Branch City S naw Lpdl 3
4. Branch Region Muclha 73 dikid 4
Day | Month |  Year " T M an 5
5. Date of Visit
22 | 0 L}‘ [ No “J- ; |
Hours | Minutes i) | Sle L
6. Start Time of Visit sl iycd, 6
| 00
[N Sle L)
7. Total Duration of Has Mlnistes = s 7
Visit O 0 | 30 | T ’




| B. Purpose of Visit P O 17
i Opening a Saving 5 g e a3
! or Current Account G laa
| Saving Scheme el Glks
|
Housing Loan JSd A
1. Application for a new Product | Car Loan 8l o (5) 230 Fasi / i il 4
/ Service = |zl Ry Fira Wi T
i : gl Joeall 2aa gl [ 5 aaliadl A ilaly
INT: SELECT AS RELEVANT AND/OR Educational Loan ik Xy
SPECIFY DETAILS OF Credit Cards JLA‘AH I—m
PRODUCT/SERVICE
Personal Loan il i
Double your Salary A5l 5 Gelia
Offer
Youth & Student Ol y el
Account
Opening a Savings 3 i e G
or Current Account | D

Saving Scheme

0O 00OROOOOO O OOO0O0000O

; Housing Loan Sl a8 | _
2. General Enquiry relatingtoa [ _ o : o 3 Aadd (e plian (Blata ple jludiul D |
o0 : Car Loan Sk A | F ;
specific Product, Service = — . ) [
= =5l .t 12 o | s q 0B
and/or Facility | Educational Loan gaitas o g | @D el a5l [ g quaiad )-'-‘-‘_--*fl'-.' |
INT: SELECT AS RELEVANT AND/OR ) B 4aail) |
SPECIFY DETAILS OF Credit Cards Sl Sl
PRODUCT/SERVICE ‘ Personal Loan ok ik |
Double your Salary Fa———
| Offer - ‘__ [
| Youth & Student o R [
k! y el Cla
Account

2
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o Branch Preuutaﬂoqand Customer
| Facil!ties Sy

e e S it

4.1 Was Customer Parking Instanttv availahle for the

Tm&ikdﬁym‘irﬂ I s lad

Mystery Shopper?
3 1 Yes D a1 3
2. No A % 2
i. Specify: o
ii. Specify time taken to find parking: |0 min. i, il ge Sag¥ a0 g e
4.2 Entrance to Building wrinall N Jsaah 4.2
a. Was the Entrance Clean? Ul Jaaadl oS Ja )
3 |1 Yes X a1 3
o |2 No O 3% .2 0
If ‘No’, specify “Why / Describe how” the OIS "aS i) /13" saa Sllad e MUST gl S 1
entrance was unclean: ki e Jaad

b. Was the Entrance Convenient?

Toanelda Jhaall (1S JA

3 1. Yes O 1| 3
0 2. No X X2 o0
If ‘No’, please specify “Why” the entrance was Laabia Jaaadl 0S5 o ML 22a ¢ "AS" gl AS 1

inconvenient:

4.3 Cleanliness of Premises ) 485 4.3
Was the branch premises clean? LRI £ AN L S Ja
3 1. Yes X 1| 3
0 2. No O X2/ 0
If ‘No’, pl§ase specify “Why / Describe how 1S G hm g A s Sind e NS gl S 13

the premises was unclean: e sl
Adai el
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4.4 Branding Material Al Lol 4.4
a. Posters / Branding material present on doors, walls o3 4l y O aadl ol ¥ e A Jas ladle [ Slheale 23 9y Ja L
and windows?
3 1. Yes O m1| 3
0 2. No ) w2 o
If ‘No’, please specify “additional comments”, O Magilial Sildaa " saa Slliad e MUST Cgall S 13
if any: - =
Ne ?ori—t cs /brap ding
v 4
moderials prc_scva :
b. Pamphlets, Leaflets and Brochures on display? eyl y Sl o e a3 A L
3 1. Yes O 1| 3
0 2. No E €K 2 0
If ‘No’, please specify “additional comments”, O ") Slaadie” saa dllad e UST gadl S 1
if any: Dy
Ho lJJJk]: wLh ar~d Lroclwry
cwt P\.ﬁ/‘g Lé\
[ Branding material up-to-date? ediaa Ay ladll Sladlal) A ga A O
3 1. Yes O 1| 3
0 2. No | w2 o
If ‘No’, please specify “additional comments”, O Migila) Glaa " s Al e MU Gl gal) IS 13
if any: . Sy
Mo avarndiis vnbenial
wp 8 fade
45  Presentation of Staff ! O pal) gBa 4.5
a. Were employees present at over 90% of the branch A gy agSiSa gl g £ Al B ga e %90 Oe A8 5 OIS A i
desks and counters? Pdaadll
3 1. Yes O m1| 3
0 2. No B w2 0
If ‘No’, please specify “additional comments”, O "iilia) Gllaa N daa Sllal G MUST lpadl S 13
if any: Sy

3 oul of 1 were  auailabls

b. Were all / almost all of the staff neatly and

P N \ .
professionally dressed? iy e 9 (B gl plBaa [ S S A 2

3 1. Yes %} mi1| 3
0 2. No O X2 0
- » 3 Malal Sllaa e saa Sllad e ST gl CAS 1D
If ‘No’, please specify “additional comments”, R = e 76 e i_:
Sy

if any:

c. Were all/almost the entire staff wearing name

0

gty Sl LS G gaaday (ol pall pBiaa [ JS S DA

badges?

3 1. Yes D a1 3
0 2. No X W2 o0
If ‘No’, please specify “the approximate Gl il gall s ST 23ell 2 Slliad e ."'15" ol gall 48 13
number of staff not wearing name badges: ey Dl S G gy Y

ot 31 weacing namb

e J‘wje . :
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4.6 ATM and CDM machines i p1aly M) Gl all 334l 4.6
a. Was the area surrounding the ATM and CDM O g il 3N £ 1Y) ) Gl jeal) 334 Jasaadl S S A )
machines clean and presentable? ¢ pplaall
3 1. Yes E ani 1 3
0 2. No O w2| o
If ‘No’, please specify “Why / Describe how the S s Chea ) 13" 2aa Sl e MUS" il gall CAS 1)
area was unclean: Rur V- R LN

b. Were the ATM and CDM machines functioning? fJand gaill g1y V) il jal) 5 gl 38 A o
3 1. Yes X il 3
0 2. No O 2| o

If ‘No’, please specify “the time at which at el 4 OS5 Al ) " e Alliad e ST G gl HS 1D

-| which the ATM / CDM were not functioning
(and specify which machine, ATM or CDM):

il peall Gl gl daay) Jaad Y gl g ladly VI G peall
;(__;.i;h gl “,]\'l

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

TATM/CDM 4dkia A 2o Cisfa ji 280 S Ja o

3 1 Yes O 13
0 2. No X 382 0
3 3. Not applicable O Gl W 3 3

If ‘No’, please specify “the time at which at A Jaay ol 31 i " 2aa Sllad e MUS" il gt IS 1Y

which the cooling_was not functioning s 8L sl

ng A w0 e MM /cOM
areéq ,
4.7 Branch Ambience and Facilities gl g £ A JA13 alal) g2t 4.7

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

TBS 5 1an S8 Jany ) Sl IS O T

3 1. Yes H® mA| 3
0 2. No O x2| o
If ‘No’, please specify “Additional comments / [Midsal Slaatia" saa Slliab e ST Gl galdl IS 13
Describe how it was insufficient: S S W] s Gyl

b. Did the branch possess sufficient lighting?

A Splaly £ A i S o

3 1. Yes E and 1 3
0 2. No | W2 0
If ‘No’, please specify “Additional comments / [ Gilal Claa A" 2o lliad e ST il pall S
Describe how it was insufficient: (WS S Al S Caa )
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¢. Did the customer have sufficient waiting space / e slad) s lia (pa ilS 2ae [ UBIIN] ABIS dalea Joaall (A8 A S
seating area?
3 1. Yes X mil| 3
0 2. No O w2 o0
o =11 LU, { -2 - " " . *
If ‘No’, please specify “Additional comments / PRl el o, ek -:\515 "‘":_j us ":
Describe how it was insufficient: e

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

il g AN J:‘.lais,b_,..l'l.;.l.‘.'a:l:llij_“..q&:,oi Gl gl Ja &
fanll Slal g (RSall) Sl gl cilida ) a5

3 1. Yes a1 3

&0

0 2, No .2 0

If ‘No’, please specify “Additional comments /
Describe how it was insufficient:
np  § M(S

ia gl y figil) Clhaa" saa Slliai e S Ll gall S 13
S S s
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D.  Greeting and Soft Skills of Staff | CpBall Gl gy ) &
5.1 Greeting of Customer Gk s A 5

AN M Adgds g A Geaddl o o alllcua 3 a3 O )

a. Wasthe Mystery Shopper “promptly greeted /
acknowledged” on entering the branch?
0 e No greeting / acknowledgement E i ca 5Y e { 0
1 e  Greeted within 10 minutes of entering D Jranll Jgds e 3310 D a3l @ 1
2 e Greeted within 5 minutes of entering D Grandl Jpan e G5 Ba a3l @ | 2
T
3 * |Immediately greeted on entering D Jaaall Jgas jpcua gl o | 3
b. Did the staff either / or: 10aaY) gaaly il gall B8 A
a. Ask for the customer’s name? € sanl) adl e Jlu ‘[
b. Greet the customer by name? Paass) S5 e Janlly i [
3 ®  Yes, the customer was greeted by name / D g el oo Sl faa) 83 ae Diaadl i Al S dil caai 3
asked for his / her name ‘ PP
0 ®  No, the customer was not greeted by E aed oo Ly aly fansd S5 ae Jraalya il Bl 38 0
name / asked for his or her name gl 4l
A O i) g "%a gl SDAE Lewa A3y S (il pall e
3 Did the staff ask, “How can | help you today?” o 3" g "':! Je ‘d: JL:
and Probe the purpose of the customer’s visit?
3 1. Yes, the staff did this %] Sy Cals gall A6 2] cani 1 3
0 2. No, staff did not do this O A%y ala gl 53 o) 455 2 0

d.

Was the Mystery Shopper redirected on the

basis of his / her needs?

Tabhalfalhalia) e sl Al daadadl aidile) 3506 &

1. Yes, he /she was redirected on the

Taldalfadalial I (3} st S ol 35 28 (el
- basis of his / her needs D Lhabmaladabial A (\) il 4 fiddlel 5 4l a1 &
2. (OR) The first staff member P o
e Jaandl ap A 3 JgY) Cala gall i () 2
3 elntl:ountereq probgd the nature of E Laselu foaebuy 3 U 31 Zagld 3
visit and assister him / her
3. No, he / she was not redirected on
¥ e lbalfadal dal | dga il 32l ) 23 L
8 the basis of his / her needs D \Radinlfla ) A e pliitel B 3 0
5.2 Soft Skills of Staff el A4 5 (B gal) S g 5.2
a. Were the staff courteous on the customer making flranll 520 Lusa 408 08 0 leaii) ol B dligall (S a
his / her enquiry?
0 * No, the staff were not at all courteous D by o dddiBgdl (a8 e 0
e Yes, the staff were quite / reasonably : TP o P
4l AL Cals gl Al .
! courteous D Bap ke By Bl sl an .
2 * Yes, the staff were courteous E Gl byl S Gl cami 2
3 * Yes, the staff were very courteous E] AL aad il gl S Al ani e 3
b. Did the staff demonstrate “active listening” on flaandl i " la) plaal” il gall 481 A

customer enquiry?

e No, the staff did not demonstrate

| pliea) il gall OIS
. active listening D e gl e * 0
* Yes, the staff listened quite / : . - aq . A
1 (e al 4dy by CiB gall | ual Gl
reasonably actively D M S A iyl g 1
2 e Yes, the staff listened actively E Lol Gilb gall gl il canl @ 2
3 * Yes, the staff listened very actively D ey S S il gall ghea) Al ani @ 3

~




Did the staff appear confident?

Pk (o Bl ) o il gall 4 g4 S
e No, the staff did not appear confident | [] ki o Byl o e gl gl S e
e Yes, the staff appeared quite / . 5 s . T, T T
reasonably confident O dseges R e
e Yes, the staff appeared confident 2 ki o (Blg Al o ala gl gk caai e
e Yes, the staff appeared very confident D i e Lalad By 4l o byl el cani @
d. List the names of staff interacted -k , .
. Salalad ol o ) placd 83 &
o A Ol B pall plac) 83
e Mr./Ms. Dmord  Nal 1 Ao)ad e
e Mr./Ms. 2 alalallf Laalall .
e  Mr./Ms. 3 Aalilflalill o
e Mr./Ms. 4 AL/ ladll e
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E. Staff Capability, Knowledge and Cross-Selling k¥l gl slae 5 40 & nall 5 shunay el 3,8

6.1 Staff Capability Coahl gal) 3 08 6.1
a. Did the staff frequently probe the nature of the 50 8 ) Slalha) Aagh 08 jladliaYly il gall o8 Ja )
customer's needs?
3 |1 Yes | o 1 3
0 2. No | %S 2 0
If ‘No’, please specify your comments: 3l rlals a8 sla ;) (ST 13
of Y cusdr s e e
b. Did the staff actively attempt to anticipate fie il dal el s e i - .
Y ?.u-.- Allad 4l glaas il gall K=
customer needs? Ciaih Shoigial Joe ) gl e
3 1. Yes X i1 3
0 2. No , O 3 2 0
If ‘No’, please specify your comments: ol Zlady o8 sla ;IS 1)
¢. Were the staff able to cater to the needs of the daf 320l il (093 e (g ) Slalia) Al Gl gall pllaiu) JA S
customer without seeking the help of a colleague? (S PRI
3 1. Yes O a1 3
0 2. No X 3 2 0
If ‘No’, please specify your comments: A, rlads o ela ) OS" 1Y)
b pgle [d: E I) Fﬂ{ hat ¢ ollmagf_/-
INT: IF the Answer is YES , so the answer for Q o R VUG LY sl i (Jisd) 130 A ) G 1
D should be Not Applicable S Al adadll)
d. Were the staff able to answer all / most of the i o )
questions posed? a5 lall ALY aliaa [US (6 A Y) il gl plaiu) Ja &
3 1. Yes E ani 3
0 2. No O %8 2 0
3 3- Not Applicable D Gabu Y 3 3
If ‘No’, please specify your comments: ) rliady o sla  ¢"S" 1Y
e. If the staff were unaware of the answer to a A A i) [oma Jligem o AY) le 1a Gl gal) 08 &1 1)
particular query / queries, did they politely “ask o33l sal fplall e 4005 e 28 Jal e U™ Gudghs i Gl
you to wait while they double-checked with the
system / a colleague”?
3 1. Yes A ani 1 3
0 2. No O ¥ 2 0
3 Not Applicable S Y 3
If ‘No’, please specify your comments: R rlads o ela ST 1Y
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6.2 Product Knowledge and Cross Selling

ALY )y Eially Adlaial 43 el 6.2

Sladd g Sladiay dhlaie dhans Sla gles cilh gal) a8 S JA ale JS2

a. Overall, was the staff well-informed on Bank
Dhofar’s product and services? ¢ Ay
0 e Not at all informed D ALY e Clagleaagdl il e 0
e Well informed on at least a quarter / a ) -
Slaaad) y St ¢ | e JYI
1 few of the products and services D S Ll Lo 'f'.j "h 'JT * 1
discussed
2 ¢ Wellinformed on at least half of the E A A cilasall g Siaia) cdeal e JIY) e alay @ g
products and services discussed leiialia
e Well informed on at least three- . -
Slatidl e 81 ol gl 338 8y
3 quarters or more of the products and D ' Qe 8.4 .E'.". @ j":‘ "'k ,.}... ‘ 3
: ; iilia o3 Al Sileaslly
services discussed
b. List the details of the “main purpose of your visit” el (A (5 LaS) "5 N el Gl Aluaie AaiY gy pd

(as per SECTION B); rate the staff on the level of
“product / service knowledge” in this area:

"Giasill g Glapiialy Baial) b aal s shene o il gal) paghly oy 4(
sddhial sia ,,l

INT: LIST THE CODE FROM SECTION B.

S paadl) a3l S o sl

0 * No knowledge at all D Aoby! e alyY e 0
e Wellinformed on at least a quarter / a . ax b
Slaaall § Siladiall \ : 1l
1 few of the products and services D < O il g o Jﬁ "k P%" * 1
discussed
2 ¢ Wellinformed on at least half of the 5 8 A Slasill y Slatial cheal o JY1 e day @ 1
products and services discussed |Pihe B
e Wellinformed on at least three . : &
Slasidl e iSi gl gl DS Y
3 quarters or more of the products and D REECH 2 &L“. 5 J’S’ "k ”h’ ‘ 3
i g dtlia a0 ".J‘ ..nL.:.al'l_,
services discussed
c. Did the staff attempt to “cross-sell” other products Glasd g Slaliad ' ALSY) Al G LAl A glaey b gal) 28 Ja S
and services? £ Al
0 e  No cross selling at all 24| ALY e AlaY gl Glaas i al e 0
1 e Cross-selling after a lot of prompting O Sl i) Oa sl dmy L) ol dleey 3 e 1
e Cross-selling after a little / some ok = . & e 04 p
syl | W Al dglaay ol 2
2 srompiling D < Y1 (e Julil ey adl dany B 0
3 e Immediate cross-selling attempt D i Je oY) adldlgas i e 3
d. Diddthe s'taff explain w::: Bank DI'!ofar’ds prt:du::‘is L™ gl A L sy e 1 £ oy i gl ol a2
and services possess a “Comparative advantage ?'- B il e 2 ke "gpaci
relative to competing banks?
3 1. Yes O a1, 3
0 2. No X o 2 0

If ‘No’, please specify your comments:

5
didatl Cenpare wWith

Conp Lo

A ey o dla ) "S" 1Y)

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

Cladd 5 Sladia 06 AL Gla laa" Sithe Y A glaay i pall 8 A 7
filaall o3 Sludsh aa ik oLy

INT: LIST THE CODE FROM SECTION B.

S ) (e Sl A aB el

0 * Noinformation at all D ALY e Claglaay e 0
¢ Information provided on at least a s
Alaid) il gl e I faay S e slac] @
1 quarter / ? few of the products and E LaBin 5 D cdasill g iy 1
services discussed
2 e Information provided on at least half D Slatially il Sl sledl cheai J#Y) o cllac) 2
of the products and services discussed iile a3 Al Sleaal)
¢ Information provided on at least three i i e :
Silagladll e A1 gl gl ) ADG BN o sllac] @
3 quarters c_'r more of the products and D o 5 2N el g iy Tl 3
services discussed
3 e Not Applicable Gy e 3
f.  Information on relevant procedures, falual) Sl Aaglial) 4650 ) Slaiaall y cSlp) 2 Yl Ablada Sla glea
documentation and follow-up method?
INT: LIST THE CODE FROM SECTION B. & el Ca a3, A sl
0 e Noinformation at all O SNRY Ll Glaglay o 0
¢ Information provided on at least a et ;
ddinlall .:;L.._,!...ﬂ;,.,_},ﬂ.h[ed‘ Jikjl‘_'h elac! .
1 quarter / ? few of the products and D LS 8 iy Shpitialy 1
services discussed
5 « Information provided on at least half E Slalially dlaidl e glaall cieal IV o slac) e 2
of the products and services discussed 2l o3 Al Slaaall
¢ Information provided on at least three s e ;
il glaall e 381 i £ ) A 8 ellac)
3 quarters or more of the products and D Pt B Gl e gthal 3

services discussed

Leiiita o3 3 ilasill y Clatially dilatal

3 s Not Applicable

Gelaly ¥

Did the staff attempt to acquire more customer

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

T O g i 6 e T 0 ey 850 53 00
5 30 g A Al pL

3 1. Yes

a1

3

0 2. No

KO

a2

0

If ‘No’, please specify your comments:
B [

fﬂ/—‘ar ”““J‘M-

WAL clmils o8 ol S 1Y

11
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F. Timeless il
7.1 Timeless < g 7.1

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

P O pal) (il pall ma Jaladll Jidg (g il Jyda de URIN)
i) adga e [ e dadd)

INT: SPECIFY TIME IN MINUTES: |

:J-ful! n,.md_,]\ Ao rlaly

0 e Over 15 minutes O 064215 e 81 o i 0
1 e 5-10 minutes & 0105 e | 1
2 e 3-Sminutes D ‘ G8:5-3 e 2
3 e Under 3 minutes D ? G EW i e 3
e
b. Did the customer feel like the queuing system ' JE Jaay ceall B (ol ) aURS) JUBSIN aUS 0L 0 ge 30 el JA L
(numbering system) functioned properly? fraa
0 ¢ Queuing system (numbering system) D | e Jany ¥ Caall b (LY Um0l e 0
did not function at all Y
¢ Queuing system (numbering system) . e X ;
. 1 1 ‘-"N . 5 112 1_‘3 +
1 functioned, but it worked with a few D e e ' Jw;};; ."'I * 1
impediments & o
¢ Queuing system (numbering system) F F . . i -
a N ) Gl TR
2 functioned and it worked quite easily D St Jany (pIY1 L) .u“:: J;“J&’;.:I 2 2
and efficiently i ?
e Queuing system (numbering system) P " TR T -
Al gy 13,1 alad) Caall Lasiyt Wl
3 functioned and it worked very easily D ¥ oy (V1 pl) 2 3.‘ ;l; ‘J_: ‘ 3
and efficiently +

e Not applicable (no numbering system)

(8 Al b o3l pls 2099 Y) GV @ .

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

Eige Al Jga gl 6 Gga 3l 5 ciah Apl" Jal e 3 Gl G
o daadl)

INT: SPECIFY TIME IN MINUTES:

1S

1B e S gl 2a sl

7.2 Product /Services applied for and Turn Around 2d gl ) ki) e Jgeaall ciglinal) Cladd, fiiall 7.2
Time
a. Product / Service / Request 1: t o) Agllal) fAadid) fpiiall
INT: MENTION PRODUCT / SERVICE ABOVE AND Agllall o o 3851 1 e Gils 55 S0 Aasill fiiad) S50 iy
TIME TAKEN TO PROCESS REQUEST.
Nature of request: i) dasks
Time taken: (days / weeks) (&1 [aL91) <3350 i gt
Additional Comments: Aila) alal 28
12
+ -




+ g . il
b. Product / Service / Request 1: 19V Al JAaadl) fpiidl o
INT: MENTION PRODUCT / SERVICE ABOVE AND Allall of Y 385l i gl e (B 5 S0l desil) fiil S5 il
TIME TAKEN TO PROCESS REQUEST. :
Nature of request: sdasd)) dagh
Time taken: (days / weeks) (&t [5L51) s34 < gl
Additional Comments: rdgdla) cila) 8
H. Additional Comments on Visit 15l il Adladall AdLaY) cila dia) A
(If any): (22 )
End of the Survey - Thank you very much....
M 184 — i) Al
For Office Use Only Jaid Cagal) Jala aladiudu

G. TOTAL Branch Score

(Total unweighted branch score, summing all sections):

Saction Daramater Uinder Evalustion Total Points Scored in this Total Points Allocated /
Area: Parameter
Branch Presentation and Customer Facilities
Greeting and Soft Skills of Staff
Staff Capability, Knowledge and Cross-Selling
F Timeless
TOTAL SCORE
EANBE g pana £
i &%y\ﬁﬁs&ﬂmﬂ|ﬁhﬁﬂ\tw)
Jalall fAaaia) LA £ gana :fﬂléwmaw ._,gw,.'qi;llu.m peal]
a,,}ﬂw' i lu’M’\JEﬂ\HJﬁ -
O pall S g y a2 &
ALY ) dles g 438 jaa g (il gall § a8 c
6.'4;_,.“ C
LAl £ gana
13
+ +







