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PROJECT: Money

SHOPPER CODE DATA ENTRY EDITING SERIAL NO
Name Number Name Number | Name —
5 1]o]2[7]8
HED
3 ‘ - - - - - .
"’Jj“ ng.hn \._:Lo}la.uh Jdial d',._-.uj'l el
a7 = K3 =] 5 o]
A. Details of Visit 3L Jamalds -
Bank Dhofar X Sk sy
Bank Muscat H L ol
National Bank of Oman O Al g S Gl Dl g3 Sl o
HSBC-OIB O HSBC-OIB
1. Bank Visited
Bank Sohar D Saea Sy
Oman Arab bank O ol e
Ahli Bank O | SV iy
Other Bank: Ay
2a. Branch Name Gnaw Yranch g ill ot 12
2b. Branch Area S!ﬂaw . ; A’l wa\/\' D!’ f’" e g Al e
3. Branch City Smwa il 3
4. Branch Region ,bt \ M “ a lf’a I' b 1. AR
Day | Month | Year Gl [ gl [ e iy ey 5
5. Date of Visit
24 | o4 | noly | |
Hours | Minutes JHaal [ el
6. Start Time of Visit l 3 l g sl lycd, 6
i il Sile bl
7. Total Duration of o At T,
Visit oo | 2] I ESED
1
+ +




+
-+
+

' B. Purpose of Visit 3oL i o
‘ Opening a Saving 3 gl 3
or Current Account G Sl
Saving Scheme el alkas
Housing Loan Ul A
. 1. Application for a new Product | Car Loan 3l (i A (3} ek £ giie il 4
/ Service | zaial g W @
i Jpeall saa ) [ g uaddal) SR 1laly
| INT: SELECT AS RELEVANT AND/OR | Educational Loan i g i | T :
SPECIFY DETAILS OF Credit Cards el Salia;
w PRODUCT/SERVICE
3 Personal Loan gail (ya )i
1
Double your Salary Ay Cielia
} , Offer
\
: Youth & Student ol y (s en
1 Account

Opening a Savings
or Current Account

o o5 e ol |

o s, |

)

Saving Scheme sl

O00OROOOOO|0O00000000

Housing Loan Sl a b |
2. General Enquiry relating to a — Ty of 3l Aadd (Ona miie Blalia ple jluadlil 2
i Car Loan 3 )l L A | L =
specific Product, Service | = - ) | . ‘ e
and/or Facility Educational Loan el e | FEMR el A 5 ] 5 ey i) omly
INT: SELECT AS RELEVANT AND/OR 1 B N 1 danill
SPECIFY DETAILS OF Credit Cards el e, |
PRODUCT/SERVICE Personal Loan 2t e |
Double your Salary 2 el |
| Offer ]
Youth & Student D o Sl
Account ) ) '

-



4

+

C. Branch Presen
‘-'L Facilities @ =

ation and Customer

»

O Ak el g £ A gl

4.1 Was Customer Parking instantly available for the

sl e 5 b il g A Gaudall sag 4.1

Mystery Shopper?
3 1 Yes E P 3

2, No O 38 2
i. Specify: g
ii. Specify time taken to find parking: 5 min. iaas i PURRPL YR LI N [P

| = —_—

\

4.2 Entrance to Building el A 52l 4.2

a. Was the Entrance Clean?

LS Jaaal S Ja )

3 J 1. Yes

a1 3

0o |2 No

O X3

a8 2 0

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

S "S s gl ML 22a Slliai (e (IS il gadl IS 131
il e Jasd

b. Was the Entrance Convenient?

Fpnsdia Jaall S Ja o

3 1. Yes

a1 3

0 2. No

O

3802 0

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

Talia Jasd OS5l ML daa ¢ ST Gl gadl S 1

4.3 Cleanliness of Premises al) AR 4.3
Was the branch premises clean? LR £ AN e GUS A
3 1. Yes = 1| 3
0 2. No O 2| o

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

CiilS "AS Cha gl 1L 23a liad Gae NS L gadl S 13
Al e




- - -

4.4 Branding Material Ll cldall 4.4
a. Posters / Branding material present on doors, walls 341 o g ) saad) vl gV e Ay lad Cladle [ Glials 33 9 JA )
| and windows?
3 1. Yes B 1| 3
|0 2. No O w2 0
If ‘No’, please specify “additional comments”, O MAilial SlaaNa" s Slliad G MOST Gl gadl IS 13
if any: Qaay
b. Pampbhlets, Leaflets and Brochures on display? el il g il v e w3 A L
3 1. Yes D a1 3
0 2. No | 22| 0
If ‘No’, please specify “additional comments”, O agilal Sllaada" 2aa Sl e ST lgad) S 1Y
if any: e )
I’} leo!:\dc % brochures
Ais Pla qed -
c. Branding material up-to-date? falpaa 4y ladll cladtall 3 ga Ja &
3 1. Yes D a1 3
0 2. No X 2| o0
If ‘No’, please specify “additional comments”, OV Uil Sllaatia" saa Hliad e MIUSY lgadl S 13
if any: L=y
ne Vmadfnil nater i ol u{):!ak,
4.5 Presentation of Staff B gl Ba 45
a. Were employees present at over 90% of the branch algay ageila gy £ AN B ge e %90 (e SS) 22050 S JA L)
desks and counters? fdaadl)
3 1. Yes D a1 3
0 2. No [ w2 0
If 'No’, please specify “additional comments”, O ¢"ilial Claadla" aa Jlliad e SUE" il galdl S 13
if any: _ Sy
L'l out oF 10 were  guajlable
b. Were all / almost all of the staff neatly and . i 2 = <
; . . | .
professionally dressed? a9 e Ol Oyt OpiB gl pla [ S S b
3 1. Yes E a1 3
0 2. No O X2 0
- ‘u‘ IR 1= " i ,u . ‘I . ‘Ir " o . "
If ‘No’, please specify “additional comments”, o — o I JLS -
! ey
if any:
c. Were all/almost the entire staff wearing name @ agbany A s yay sk pall e | JS CAS Ja 5
badges?
3 1. Yes O 1| 3
0 2. No 24 x2| o
If ‘No’, please specify “the approximate Cpall il pall s 0 2ol 2aa Sl MUST lgad) S 1
number ?f staff not wearing name badges: pgands Dl LS gy Y
| pu 0F L!- I« u)faring
Namnt loe M ¢ . 4




+ + +
4.6 ATM and CDM machines S E15¥1y N il sl 3 3a) 4.6
a. Was the area surrounding the ATM and CDM G g il g0 1Ay V) ) el 3 ) Bl GlSal) S Ja
machines clean and presentable? ¢ Bl
3 1. Yes O 1| 3
0 2. No 4| 23| 0
If ‘No’, please specify “Why / Describe how the S GAS Clea gl S 2aa Slliad e MUSY Gl galdl S 1
area was unclean: ) rculai e Sl
It waes dmh} So/s e uag
and poyer ¢ o He ploos
b. Were the ATM and CDM machines functioning? fdaad g2l g1y ) il el B gl SRS JA
3 1. Yes £ 1| 3
0 2. No O 2| o
If ‘No’, please specify “the time at which at Sl 4 oS5l A " saa Alliad e MUST lgaldl S 1
-| which the ATM / CDM were not functioning il eall Olga g 2 ) Jaad Y Al il VI G yuall
(and specify which machine, ATM or CDM): (gl gl 5
c. Was there sufficient cooling in the ATM/CDM area? CATM/CDM 4dkis 3 32 ciuSall g 880 S JA &
3 1 Yes [ 1] 5
0o |2 No I K2 9
3 3. Not applicable O Su¥ 3| 5
If ‘No’, please specify “the time at which at A Jaas ol g1 2 " dna Sl e MUSY G gall IS 1)
which the cooling was not functioning 3 K Gsd)
4.7 Branch Ambience and Facilities Clgeall y £ Al A2 alad ) 4.7

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

TSy app 02 Jaty ) e S A

3 1. Yes E a1 3
0 2. No D N 2 0
If ‘No’, please specify “Additional comments / [Mgilal Slaadia" a2 dlliad (e S L galdl S 1
Describe how it was insufficient: S K Al Gl Gia
b. Did the branch possess sufficient lighting? RS Splaly £ A Oy A o
3 1. Yes A il 3
0 2. No | 2| o0

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

!"‘l.i‘ . } - 1+ L!l -;h ,” s 2 \.r E“)S" h.’IIJ-;il ~IJI‘S |-“¥
S g ol S na




. - -

c. Did the customer have sufficient waiting space / € aslall olia (e ilS 3o [/ URGDU GBS daloes Jpaall 0AS 6 &
seating area? .
3 1. Yes &K 1| 3
0 2. No O w2 0
124l ol ma b " S od ca MNECM n - "
If ‘No’, please specify “Additional comments / B ‘-’"l‘sx ‘-"::‘S' _,g ":
Describe how it was insufficient: i b iy

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

A1 g B AN JA13 48 g pall S A ppany ady O G pllied A S
fdaadl Slal y (OlSall) i i glel) clida M) 3 5

3 1 Yes ani 1 3

X 0O

0 2. No Y 2 0

If ‘No’, please specify “Additional comments /
Describe how it was insufficient:
No siananes
7 7

iea gl g [l Slaa " o Slliad e ST gl IS 1)
Ads S el as
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D.  Greeting and Soft Skills of Staff

il sl Gl &

5.1 Greeting of Customer

Oil il a2 5.1

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

e AN N Adgis g A Ggedall o b adllfoua ) & Ja

0 e No greeting / acknowledgement m oA gy e 0
1 e  Greeted within 10 minutes of entering D Gpanll Jpas Ha 310 i a3l @ 1
2 e  Greeted within 5 minutes of entering D Joanll Jgan e 3005 DA cua 3l @ 2
3 e Immediately greeted on entering D Jaanll Jsan e il o 3
b. Did the staff either / or: 1Y) gaaly il gl A3 A
a. Ask for the customer’s name? el il e S

b. Greet the customer by name?

'm'ﬁ:c‘_‘,}‘ﬂbu&Ju

*  Yes, the customer was greeted by name /

o tansd e Jl sl S5 e Jpaally a5l ani e

3
3 asked for his / her name D Lgauil
0 *  No, the customer was not greeted by E dad o g ply /and S0 pa Jiaali i A L8 @ 0
name / asked for his or her name gl gl
A O ksl g "0 5l CDE Lusa Al iiS" B gall <
c. Did the staff ask, “How can | help you today?” s 3 e o ’f JL'S “J; J-u
and Probe the purpose of the customer’s visit?
3 1. Yes, the staff did this X Ty B gl 8 gt 4 3
0 2. No, staff did not do this O Ay Cala gl 2y o (3S 2 ' o

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

TSalial/talia) o sl AL §pdad) 4 s sdlel & 06 S

1. Yes, he / she was redirected on the

: basis of his / her needs

Wkl /adaliial I (3)Jsanl) 4 5 okl 55 38l cpas, 1 3

2. (OR) The first staff member

O Jaaall 4y A g3 JgY) Cals gall juiisl () 2

3 epf:ountererfl probed the nature of m Baaele foseluy 5 3l dagle 3
visit and assister him / her

o | v O] e gemgeiisa | o
5.2 Soft Skills of Staff i all) A8y (ol pall S s 5.2
a. Were the staff courteous on the customer making fsand] 336 Luae A4k (£ 0 jlaaiinal g2l B il gl CAS A

his / her enquiry?

0 * No, the staff were not at all courteous D BEY) el cibgall (S .l S . 0

1 . I:: r::::, :;aff were quite / reasonably D S P g AL i ) 5 Dt 0 1

2 e Yes, the staff were courteous E Gl il gall S Gl i e 2

3 * Yes, the staff were very courteous D AL el il gall S Gl caai @ 3
b. Did the staff demonstrate “active listening” on Tl Ll " ala) plial™ Cilb gal) gl (A o

customer enquiry?

® No, the staff did not demonstrate

| plaal LAl gall 485 ‘
d active listening D il e s aEn - 0
*  Yes, the staff listened quite / ; ; - . : . o
1 el Al gula Ay hay il gall ) sl
reasonably actively O St o [igehe i, et o 1
2 * Yes, the staff listened actively E Loyl CiB gall sl dil canl @ 2
3 e Yes, the staff listened very actively D ) e A0 GiB gl el G aei @ 3




[ Did the staff appear confident? Aokl G By Al o il gal) gl A o

0 e No, the staff did not appear confident | [] haki 4 By ) Jo abgd) a3 e
e Yes, the staff appeared quite / y . is i : .

1 Jaiaa Ak (e W)y A ala gl jelo cani
reasonably confident D oy e et el
2 e Yes, the staff appeared confident E i o By A o il gl gl ael
3 e Yes, the staff appeared very confident D i e Lalas @1y Al e il gl gl cani @

:;;th- List the names of staff interacted g S s gl ataal 60 &
| e Mr./Ms. Omaii  pemall 1 Aall/lail o
e Mr./Ms. ' 2 AdLGilau e
Mr. / Ms. 3 Al Lalal .
o Mr./Ms. | 4 dally/)aill e
8




+ + +
E. Staff Capability, Knowledge and Cross-Selling AoVl gull Ailac 5 43l A jadll (5 gl ccdbisall 5,87
6.1 Staff Capability G gl 528 6.1
a. Did the staff frequently probe the nature of the ¢80 U8y (gl Slalial dagd (F ladiu¥l il pal) A Ja
customer's needs?
3 |1 Yes O a1 3
0 v ) No X % 2 0
If ‘No’, please specify your comments: RN rliady o8 sla  US" 1)
1dn: . g aatuiC
ofF the wws baers noeM
b. Did the staff actively attempt to anticipate —— ” e e : <
AITTRA I | iy Al Al glaay ils gal)
customer needs? G Slalial Gy # Bl pd A
3 1. Yes | axi 1 3
0 2. No _ O 3 2 0
If ‘No’, please specify your comments: ol plads B sl ST 1Y
c¢. Were the staff able to cater to the needs of the ) 30 lua il G52 Oe G Slalia) 440 b gl plaiu) Ja S
customer without seeking the help of a colleague? b> PR
3 1. Yes X a1 3
0 2. No O 38 2 0
If ‘No’, please specify your comments: ) Ll o8 el NS 1Y)
INT: IF the Answer is YES , so the answer for Q o Ul YU LY sla sl (i) 14 A s e S 13)
D should be Not Applicable S A il
d. Were the staff able to answer all / most of the .
questions posed? ia y aall ALY aliea [JS 06 AaY) Cilb pal) pliud Ja &
3 1. Yes K a1 3
0 2. No a 38 2 0
3 3- Not Applicable D G Y 3 3
If ‘No’, please specify your comments: i rliady o sla DS 13
|
e. |If the staff were unaware of the answer to a A ma Wil [oma JV g o Y e |08 Gl gal) 08 a1 1) 1
particular query / queries, did they politely “ask a3l 2al [pBI) e 4005 e 25 Jal e JURINT" Gulghy dlia Gilb
you to wait while they double-checked with the
system / a colleague”?
3 1. Yes E a1 3
0 2. No O % 2 0
3 Not Applicable Gk Y 3
If ‘No’, please specify your comments: ) Pl A ola ) ST 1Y
9
+ +




+ + +
6.2 Product Knowledge and Cross Selling ALY gl y pialy Adlaial 48 el 6.2
a. Overall, was the staff well-informed on Bank Slasd § Sladle; dhlaie dhene Sleglae B gall 3l DS A ple JS3
Dhofar’s product and services? e ub o
0 e Not at all informed D by doe Claglasaal il e 0
¢ Wellinformed on at least a quarter / a
Silaadll § Sladid) - ) = Jiy
1 few of the products and services D = O il fg “P, 'f'f "k ,.l._. ¢ 1
discussed
3 e Well informed on at least half of the D i A Slasall y Slatidl cheal o Y1 e day @ 5
products and services discussed [Pk B
e Well informed on at least three- s -
Cilafial e 81 o) pla ) ASNE |
3 quarters or more of the products and E ‘ G LS .E.'f... 7 "‘;? "k ,.l... * 3
i i eBiia a0 "_;.ln ._;LA:.J'.J
services discussed
b. List the details of the “main purpose of your visit” k) A 5 LaS) "L e ) i) Alaia A2 puda g pd o

(as per SECTION B); rate the staff on the level of

"Siladdl) y Sladially gladall A mall g giaa” o Gk gal) audly Ay s(

“product / service knowledge” in this area: sAdaial sia
O pal) e ) G A8 s ialy
INT: LIST THE CODE FROM SECTION B. J
0 e No knowledge at all D ALY e alyY e 0
e Wellinformed on at least a quarter / a .
Slaadll y Siladidl \ ! j)
1 few of the products and services D e Oe Bl fes &Lfii:t :: * 1
discussed ‘
2 e Wellinformed on at least half of the ] & Al leaall y Satidl dial e Y e ey e 2
products and services discussed il
e Wellinformed on at least three o o
Sladidl e A8 ) A s
3 quarters or more of the products and E RS S el = 3

services discussed

Ll 5 A cilasdl

Gladd y Cilalial " ALGY) Al G LAl A glay b gall 48 Ja S

c. Did the staff attempt to “cross-sell” other products
and services? e Al

0 e No cross selling at all E Ayl Je Alayl ol Lle o3y 0l @ 0

1 e Cross-selling after a lot of prompting | [] S UedaaY) o i ay o) sl Alaay s @ 1

2 . Cross-se_lling after a little / some D i Al o N dny Y a5 2

prompting

3 ¢ Immediate cross-selling attempt D Jell o layl all Aglas i e 3

d. Did the staff explain Why Bank Dhofar’s products

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

L™ gl U o, Claad y Sladia 13l 7 sy il gal) B8 Ja S
FALdUA & gl e A e Al

3 1. Yes O i1, 3
0 2. No % 3 8 0
If ‘No’, please specify your comments: 3l rlady o ela ;2SI

Aidn Compare wiin
th  rpoh ha

10




+

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

Sladd y Sladia 06 "ALlS Sl glaa” iae Y Al glaay il gal) 43 A
filall GI3 LS aa ik o

INT: LIST THE CODE FROM SECTION B.

S el (5 ) 4SS a8 rlaly

0 * Noinformation at all D Sy e CGlaglaaY e 0
* Information provided on at least a s i
Aalaidl il pladdl - ) BY! e elac)
1 quarter / a few of the products and D - M 'Z,':'bm J‘&: ""i.k’!] "" # B. * 1
services discussed . & BESTHES
2 o Information provided on at least half E Cilatially Alaiall il glaall ciead JiY o ellae] e 2
of the products and services discussed Laiilia o3 A Sileasll y
* Information provided on at least three i ] . - . ¢
Claplaall e S gl gl ) 3G 8 Uac |
3 quarters or more of the products and D JM ;:"is 4‘_:" EJ *:‘-Iﬂ-a f“l,_:::: ! . 3
services discussed 2 g

3 * Not Applicable

GaiW e

| 3

f. Information on relevant procedures, faluall i3 Aagliall 400 5 ClaSiaall y (Sl Yl Allaie Cila glaa
documentation and follow-up method?
INT: LIST THE CODE FROM SECTION B. S paakll G el A, B il
0 * Noinformation at all D ALY Ao Clagaay e 0
* Information provided on at least a -
Glatall Sila glaall ) | (S
1 quarter / a few of the products and D ’LT‘ ‘.t‘d"m .’e,J Jw "h M‘: ¢ 1
" - ad H' ul.s.}a.l‘_, ——llae
services discussed
2 e Information provided on at least half E Clatially dlaial il glaal) cieal B o clac) @ 2
of the products and services discussed Lidilie o5 Al leaadl
e Information provided on at least three i ; T :
< YN I 1 R L ) e |
3 quarters or more of the products and D “’T::;{;ﬁ ‘.’.E.J'J ? ji? Ubfdl ‘ 3
services discussed o TR
3 e Not Applicable Gy e
g Did the staff attempt to acquire more customer Jal e Gl ddlaie S0 Gl plae 4B aad A glaey cili gl o6 A

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

£330 g A Aagtially ol

3 1. Yes 0| i 1. 3
0 2. No X X2, 0
If ‘No’, please specify your comments: Ul mlady o ela ) (DIS" 1Y)

Adiudnt acquire  mape
mprm@\‘ﬂ‘ﬂ : [

11
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F.  Timeless gl
7.1 Timeless < g 74

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

A O sall Gailh pall e Jaladll J 5 (g i o die LYY |
: Aaill gl ga e [ ala) i)

INT: SPECIFY TIME IN MINUTES:

1B a2 ) 2aa sdaaly

e Under 3 minutes

O0OrO—

0 e Over 15 minutes ! Wi 15 e 81 e 0
1 e 5-10 minutes G2 10-5 e 1
2 e 3-5minutes &ili25-3 e 2
3 3

S S e Bl @

and efficiently

|
i b. Did the customer feel like the queuing system S8y Jany wieall B (2 W) pU3) UBSY) WUBI G Q) A DA Lo
| (numbering system) functioned properly? fruaa
0 e Queuing system (numbering system) D e Jaag ¥ el i (U Y)) Uy alai o e 0
did not function at all SkhY)
e Queuing system (numbering system) 5 Y1 ol .
d Yy iaall Lasiyn WLk o
1 functioned, but it worked with a few D B o (L P . .‘;:‘ i 1
impediments o o
e Queuing system (numbering system) s S T S i i
Al g 1Y) alas) caall ez s o)
2 functioned and it worked quite easily D ¢ ey (1 o) L..i ’;‘“L"L; e * 2
and efficiently ) 4
e Queuing system (numbering system) P 5 et Gl b ik
u 1 \I'I th | L‘“\ | L‘J l
3 functioned and it worked very easily D eat oty (D! p5) *”Jw lli "J Poe ‘ 3

l e Not applicable (no numbering system)

(:—_)ﬂ|4.i‘.'.i_)‘,a'x$.i.\a-,g‘j)5¢hlu‘i [ ] -

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

tll_,.-ullhl,-dj'l.l.ﬂ-wﬂ\lhﬂ@"&lw“\dj‘ I
" A2l

INT: SPECIFY TIME IN MINUTES:

||

T A i i pl) 23 1y

7.2 Product /Services applied for and Turn Around 22 gl ) o Yle J geaall coglinal) Ciladd frriial 732
Time
a. Product / Service / Request 1: oY) il fAaadl) fpiial
mr: MENTION PRODUCT / SERVICE ABOVE AND Agllall o) oY 325 o N aa Tl 5 yS0 Aasill fiall S5 raly
i - TIME TAKEN TO PROCESS REQUEST..
; ghwn of request: daddl) dasds
J
Tlmcuten. (days / weeks) (i) [531) s352) <d gl
Mmdnal Comments: AdLa) cilal 58
12
+ +




+ -
b. Product / Service / Request 1: 1) Al [Aasdl) fpiia) o
INT: MENTION PRODUCT / SERVICE ABOVE AND Al ol jo Y a5l g aa Gl 3 S0 Lsil [l S50 Cialy
TIME TAKEN TO PROCESS REQUEST. ;
Nature of request: rdaddl) Angds
Time taken: (days / weeks) (&) [al) 30 <l gl
Additional Comments: dLS) clal ) |
i
i
H. Additional Comments on Visit +5 il Adladall LdlaY) Cla gkl N
(If any): (2 ) |
|
End of the Survey - Thank you very much....
Sy ja 188 — st gl
For Office Use Only daid gl Jal aladiud
G. TOTAL Branch Score
(Total unweighted branch score, summing all sections):
Saction Periiatic Ui Baslition 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
TOTAL SCORE

((aL..i\z” X o c&)\.u :\.5_-5)‘]'! Py Llaill E-__yu..‘)

£ Al bl £ gana .z

Jaladl [laaiall BAD £ gara samdl) 3 Aaid)) WAL £ pana

o M) ady 531 Jalad) poo ]

[I

G338 A Sl g A i

[v

OB pall Sl gy i 2

) ) Ales g 45h aa g il pall 5 a8 z

Caiﬁl ‘| C

hlad) £ 3aaa

13






