‘N
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PROJECT: Money
SHOPPER CODE DATA ENTRY EDITING
Name | Number Name Number | Name SERIAL NO. :
1q | 1/0/4 27
HED
3 ,ll
?’] )1] ) Gl Sila glaall sl Bpiall 3
pi [ ! A | . A0 past!
i
A. Details of Visit 3,03 Jamals -
Bank Dhofar K Jlib oy
Bank Muscat | Siaa Sy
National Bank of Oman O andl gl 4Gl a3 Sl 9
HSBC-OIB O HSBC-OIB < |
1. Bank Visited
Bank Sohar D s 2
Oman Arab bank D ol lae S
Ahli Bank [l S iy
Other Bank: (Al aly
2a. Branch Name B‘Ol"l la gl aat 12
2b. Branch Area Dakh [ |\/a g aige 2
T
3. Branch City Bﬁhl G G 3
4. Branch Region thFaF b,g h\ - ijmew.%l kil 4
Day | Month | Year - T L g 5
5. Date of Visit
22 | o4 | 01t | 1
Hours | Minutes S | Gl Ll
6. Start Time of Visit el iucs, 6
\) 08
i [FEN] Zle Ll
7.  Total Duration of s Mt = Sd A T
Visit 00 [ ’_{_ ! 3,050 52
1
+ +




+

' B. Purpose of Visit

3L G o

‘ 1. Application for a new Product
‘ / Service

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

Offer

Opening a Saving FUST P WER )
or Current Account G lea
Saving Scheme B EC B
Housing Loan S 4
Car Loan ks A
Educational Loan il A
Credit Cards S Sy
Personal Loan gadd i
Double your Salary A3 Celis

Youth & Student
Account

(3)a> e / plie s 1
J i) Jpuald 33a gl [ g cusliad) i) 1aly
daail)

2. General Enquiry relating to a
specific Product, Service
and/or Facility

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

| Opening a Savings

or Current Account

Saving Scheme

S Ay Sla
g S laa |

| Al 1127
Jadl alas

0 000O0OOROO|000000000

Housing Loan O s A
Car Loan b (i
Educational Loan gailad a
Credit Cards Sl iy
Personal Loan il i f
Double your Salary A3 el
Offer _
Youth & Student . :
Al (S| R PP Y

| Account

o3 s (pme e Glate sl jladial 2
[ goial) Jaalds a9l [ g aediall S3) tlaly

dadll |




+
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C Branch Presentation and Customer
Facilities :

Cuoe il Aadhal) gl y £ AN jplae &

4.1 Was Customer Parking instantly available for the

CUAl e 8 e i e ALY igedall 22y 8 4.1

Mystery Shopper?
3 1. Yes D a1 3
P No E NE..P
i. Specify: |
1
1
g ii. Specify time taken to find parking: 8 min. i i g lag¥ a0 S 2 o
4.2 Entrance to Building | el ) Jgdal 4.2
a. Wasthe Entrance Clean? ' fULBS Jaad) oA A )
3 1. Yes ﬂ ani 1 3
0 -3 No W 3.2 0

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

‘;S u;-.;..S 1 -,] ‘”;}LA]" Ada ,]' =5 ._.)" -"3'\5" \.?.:lﬁ:ﬂ \JIS l::|

: 'l"" X._ | W]

b. Wasthe Entrance Convenient?

Flanskia Jadall S Ja o

3 1. Yes

a1 3

0 2. No

O X

38 2 0

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

Lalia Jaadl 0S5 ™5 22a ¢ DS i gl S 13

4.3 Cleanliness of Premises el 43 4.3
Was the branch premises clean? Ukl g il e S Ja
3 1. Yes E ; a1 3
0 2. No O w2 o0
If ‘No’, please specify “Why / Describe how” e o e S R

the premises was unclean: SIS el I 0 L G AS _'I’Nl "SL::
el e
3
+
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4.4 Branding Material Al cldlad 4.4
a. Posters / Branding material present on doors, walls 238 3l 5 Ol Al ool ) e Ay ad Sladle [ Clieals 33 95 Ja )
and windows?
3 1. Yes E PEAIN 3
0 2. No O 2| 0
If ‘No’, please specify “additional comments”, G Magilal Slaa " daa Slliai e IS Gl gad) SIS0
if any: Sy
b. Pamphlets, Leaflets and Brochures on display? Tyl g LSl s e A5 A
3 1. VYes nd a1 3
0 2. No O w2 o
If ‘No’, please specify “additional comments”, O Migilal Slaa™a" aaa Sllai e NS Ol gl 813
if any: ‘Ciam g
C. Branding material up-to-date? Caliaa 40 ladll cladiall dge A &
3 1. Yes E and 1 3
0 2. No O w2/ 0
If ‘No’, please specify “additional comments”, O e"Ailal Slaa e saa Slliad e ST Gl gall S 13
if any: Iy
4.5 Presentation of Staff (i gal) 4 4.5
a. Were employees present at over 90% of the branch A gay aguiiSa gl £ AN B ga a %90 o S 22 g S Ja L
desks and counters? fdaadll
3 1. Yes & 1| 3
0 2. No O 2| 0
If ‘No’, please specify “additional comments”, O Miilal Cllaa N daa Sllad e ST G gl IS 1D
if any: e
b. Were all / almost all of the staff neatly and i ; 3
TN g : ) 2
professionally dressed? PePos ot iy Colikgalt plins 6 EAX O
3 1. Yes E and 1 3
0 2. No O w2 o
- |. ‘I" a . 11 " i! . i . .ll' " . ; 4
If ‘No’, please specify “additional comments”, P CARaLe™ o Lk (5T o gt _,‘xs o
if any: Iy
c. Were all/almost the entire staff wearing name - g )
/ . Sty G s gy Gy sl e f 5 IS b 5
badges?
3 1. Yes X ma1| 3
0 2. No O 2| 0
If ‘No’, please specify “the approximate Cpall il gall o 8 22all 20a Sliad e MUST lgadl S 13
number of staff not wearing name badges: pabansly S L gy Y
4
+ L
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4.6 ATM and CDM machines G g1y N il pall 3 34 4_5
a. Was the area surrounding the ATM and CDM G g il 2B 1Y g ) il el 53¢ daadl Sl A8 A )
machines clean and presentable? ¢ gRaall
3 '[ 1. Yes 2| mi1| 3
0 i 2. No D p () 0
If ‘No’, please specify “Why / Describe how the S S Caa ) /1L 20a llad e MOST il gadl S 1Y
area was unclean: gkl e S

b. Were the ATM and CDM machines functioning?

f0aad gakil) £ 1AV y N Gl peall 3 gl CllS A @

3 1. Yes

a1

3

0 2. No

OR

%82

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 48 (S ] AN G saa llad G MUST Gl gadl IS 1Y
S peall Gl gl osaay) Jaad Y Rl glay V) ) peal)
“(g2adl &'l.‘e‘j"l 9 d_]‘;‘ﬂ

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

TATM/CDM 4ihia 3 s cisSall g 2,80 S A &

3 1 Yes E il 3
o |2 No m $.21 9
3 3. Not applicable D Gialy Y3 3
If ‘No’, please specify “the time at which at 4 Jawg al 3l " daa Al e ST Gl gad) IS 13
which the cooling was not functioning L S sl
4.7 Branch Ambience and Facilities gl y £ Al JA13 alall 51 4.7

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

TSy s JE Jany A pgd) Sl S8 Ja

3 1. Yes

a1

0 2. No

OR

38 2

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

[ada) Sllas " saa Slad S MUS Gl gadl SIS D)
lS S Al S G )

b. Did the branch possess sufficient lighting?

A8 Splialy £ i) Aiady JA

3 1. Yes Kl ami1| 3
0 2. No O x2| 0
If ‘No’, please specify “Additional comments / fagiial Claada" aaa i e MU i galdl SIS 13
Describe how it was insufficient: S S Ll s sy
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c. Did the customer have sufficient waiting space / foushall 3o lha (e ilS 230 [ LRI A8 Aalce Joaall S Ja S
seating area?
3 1. Yes X 1| 3
0 2. No a 2| o0
If ‘No’, please specify “Additional comments / e biacts e Lol ‘:&x :Ifsl "".LS t;\:
Describe how it was insufficient: 5 A st
d. Did the customer find it easy to follow the signage s e :
all | Ja13 de gain gall AN &3 ggas Ay O (g3 £ Ul :
within the interiors of the branch, indicating different olls £ Jals ":‘5:‘ Sl g (S 'i%'“:f u:ﬂ.:ﬂ gl:' u;‘h-‘:
counters/ work stations? ) ik A i
3 1. Yes O amil| 3
0 3, No 2| vy2| o
If ‘No’, please specify “Additional comments / Cia gl fgilnl cillaa N sua iliad e FEY il sl 4 13
Al 22 Sllad . (= ]
Describe how it was insufficient: AT g RS o ;l‘ Gk
M ciancaaepe '
J A=
6
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D.  Greeting and Soft Skills of Staff Ol gl S gy o i) &
5.1 Greeting of Customer O ML a3l 5.1

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

e Al M Adgha jeb AN Geadall o b adllfcua S k3 A )

* No greeting / acknowledgement

Gl iY e |

* Greeted within 10 minutes of entering

Yo 3t G0 B0 Do & |

Greeted within 5 minutes of entering

Jpaad J5as 0n GBS 5 U8 a5

W N = | O

¢ Immediately greeted on entering

KOO0

’ » . - ‘
Gpaall Jgas jgh o il @ 1

W N | = O

L

b. Did the staff either / or:

1oAY (gaaly Cib gl B A o

a. Ask for the customer’s name?

® sl adl e J ,

b. Greet the customer by name? faan) S5 aa ol Can
e  Yes, the customer was greeted by name / g et e Jle faad 83 ae Jaalyys N S5 00 cans e
3 : X ¢ 3
asked for his / her name Lganl
0 e No, the customer was not greeted by D aasd o Sy aly /aan) 85 e Jpaaly a3 3y W3S 0
name / asked for his or her name PO
A O el g "0 ) dloe less diS CdS" il =
c. Did the staff ask, “How can | help you today?” = 3 e g "':‘ e 1d; 4.:
and Probe the purpose of the customer’s visit? o <
3 1. Yes, the staff did this X Ay il gl U 38 pni ] 3
0 2. No, staff did not do this O ALy, Cila gl 4y o (S 2 0

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

flalialalalia) o sl A §gdal 4agidel A 08 S

1. Yes, he /she was redirected on the

a basis of his / her needs

O

Lekabial/adaliial I ()sal on 5 33l 35 3l pas 1 3

2. (OR) The first staff member

Cr Juaall 4 BN S Y1 Cala gl i (1) 2

3 encountered probed the nature of E Baele foselas 5 1 5l dag 3
visit and assister him / her AL S
3. No, he /she was not redirected on . T i <
lalialfada Sal [ il 3ale | 20 SIS
0 the basis of his / her needs O N SR e R 0
5.2 Soft Skills of Staff i padl) 4408 9 CuiBigall Sl iga 5.2
a. Were the staff courteous on the customer making fanl] 5.0 s A8 (8 0 fadin) (sl Bl il pal) CAS A )
his / her enquiry?
0 No, the staff were not at all courteous | [] Y e adGiBgad) Al E e 0
e Yes, the staff were quite / reasonably . - .y - a
a4l AaLl, = | 3 2a) canld
1 s O Py ke LY Cilapall a3 il cpai @ 1
2 e Yes, the staff were courteous D G il gl S Al aai @ 2
3 * Yes, the staff were very courteous @ AL ek il pdl S 2l i @ 3
b. Did the staff demonstrate “active listening” on flsanl) i " ala) plial” Cib gall 4Bl A o
customer enquiry?
* No, the staff did not demonstrate
: | plial il pal) gl a6 (3
0 active listening O i s sl B Al 35 . 0
e Yes, the staff listened quite / ‘ e - . . f
o h.l\.\i' 4l w )hi h‘h ] | J.Il [Fe
3 reasonably actively O Bl S Plaike Py g @ l 1
a e Yes, the staff listened actively D L) b pall aual GGl ani @ i 2
3 e Yes, the staff listened very actively E V) e S il gal) sl i ani @ \ 3

~



Did the staff appear confident?

facdi e Wl adl o il 4B o

e No, the staff did not appear confident

Ak e By Al Jo il gl ek Al S

* Yes, the staff appeared quite /
reasonably confident

e JSy Al e (Bl 4l e il gl el

* Yes, the staff appeared confident

Adi o (B3 A3 Je il gl el cans

e Yes, the staff appeared very confident

A (e Lald By ) o il gall s cam

:,.;th- List the names of staff interacted g lata i il gl slandd S &
o mr/ms. Mohd  Manai 1 Lauy)adl e
e Mr./Ms. 2 Al Laatall .
e Mr./Ms. 3 Aol Lol e
e  Mr./ Ms. 4 ALl Latill .
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E. Staff Capability, Knowledge and Cross-Selling -

A gt Llee g 4l A a5 haany il sl 5,82

6.1 Staff Capability

Oyl gall 528

6.1

€80 JS 0l Cilpbial daph (6 alluY il gall o8 Ja

a. Did the staff frequently probe the nature of the
customer's needs?
3 1. Yes a1 3
0o |2 No | 3.2 0
If ‘No’, please specify your comments: 7 L plady o8 sla J2ST 13
|
1
|
j
b. Did the staff actively attempt to anticipate I £0i000) il Fuiasy iah Al slaay il gl plh A o
customer needs? [ '
3 1. Yes X l pad 1 3
0 2. No O 3.2 0
If ‘No’, please specify your comments: RN gl a8 ela ) ST 1
c. Were the staff able to cater to the needs of the aal 330 bua ilb (593 G O Shaliia) A4l il gal) £l JA S
customer without seeking the help of a colleague? o33l
3 1. Yes | a1 3
0 2. No O 38 2 0
If ‘No’, please specify your comments: Ry laly a8 ela S 1Y)
INT: IF the Answer is YES , so the answer for Q oA R YD ALY sla 1 (J)ged) 134 B pad ol 8 13
D should be Not Applicable R
d. Were the staff able to answer all / most of the i o
questions posed? Tda 5 jaall ALY aBaa [JS 8 Y b pall pllaiu) Ja &
3 1. Yes O a1 3
0 2. No O %8 2 0
3 3- Not Applicable E G ¥ 3 3
If ‘No’, please specify your comments: il Zliady o Sla ) ("AS" 1
e. If the staff were unaware of the answer to a A e Al [ JI3ee o A1 e 1,08 Gil gal) 055 1 13)
particular query / queries, did they politely “ask el aal [pURI e AU 5 e 28U Jal e UBIYI" Gudgl dis Gl
you to wait while they double-checked with the
system / a colleague”?
3 1. Yes D a1 3
0 2. No N %2 0
3 Not Applicable B Sdais ¥ 3
If ‘No’, please specify your comments: A i 4 ela ST 1Y)
9
+ -




+ + +
6.2 Product Knowledge and Cross Selling ALY gl 5 gl Al 4 el 6.2
a. Overall, was the staff well-informed on Bank | ek Slpdley Alaia Adane Sl gl Cil gall 52 GS A e JS2
Dhofar's product and services? ¢ B
0 e Not at all informed [ D Y Je claglaaanl pul e 0
e Wellinformed on at least a quarter / a | :
Slaaddl y Sladid = JBY
1 few of the products and services D i O it e ‘F‘ ““: "k ‘1.': * 1
discussed Rt
5 e Well informed on at least half of the 0 A Al Slasl) y lalid) cheal e Y1 e Alas %
products and services discussed | Lgililia
¢ Wellinformed on at least three- | . 5
‘ [ Slafiall e S0 (R I
3 ; quarters or more of the products and E ' el EL“ @ Ju*f “,J" 'Iu ‘ 3
‘ 4 g 1 gailia A5 "_ﬂ! ._“_._:;jlj
| services discussed ;
b. List the details of the “main purpose of your visit” el B g LaS) "L N e ) s Alaia AaiY puda gy pd

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

Mlanill y Sladialy et A el 5 e o Gl pall audly ad g 1(S
cadlaidl oia 3

INT: LIST THE CODE FROM SECTION B.

“product / service knowledge” in this area:

DY PR FT A SN

0 * No knowledge at all D ALY Lo any Y e 0
e Wellinformed on at least a quarter / a ‘
Slaadll y Sdadidl o ) 2 [
1 few of the products and services D Sl o S s ‘F‘ "w "'h ,.L... ‘ 1
7 lgiailia o3 JJI
discussed
2 e Wellinformed on at least half of the . o A Clacall y Slasidl ddeal e SV e play e 2
products and services discussed [Piche B
e Wellinformed on at least three ‘s
Clamadl e A8 gl el i ABNE J5Y) |
3 quarters or more of the products and 24| Elge S5 .&f.ﬁ"‘ :; ::_‘_:‘TJ * 3
services discussed i 4
c. Did the staff attempt to “cross-sell” other products Cilasid g Cladial " ALDY) Al G LAl A glaey Cil gal) o0 G4 S
and services? 25 Al
0 e No cross selling at all D _ ALY e Sl adl Al syl e 0
i e Cross-selling after a lot of prompting D i Sl i) e sl day Sl adl Adaey B0 e 1
e Cross-selling after a little / some i . 2 )
A AR ) 2! adl dlaay 4l
. prompting X = W O SNy laY) adl Llans 45 e 2
3 * Immediate cross-selling attempt D ol e eyl ol gy B e 3
d. Did the staff explain Why Bank Dhofar’s products

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

AL ) Ul Ly Silasd g i 13l £ 5y il gall o8 Ja
hdlial) i) e 45 e "ippeadl

3

1. Yes

a1 3

0

2. No

Ox

X2 0

If ‘No’, please specify your comments:

A rlals b ola ST 1

10




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

Gladd y Sladia (6 AL Sia glaa" it Y A glay il gall 20 Ja 7
falall Cild St aa ik A3

f. Information on relevant procedures,

faluall 13 Aagliall 430 5 Clafiaall y (Slp) aYl Adlade Slaglaa ¢

INT: LIST THE CODE FROM SECTION B. S anadll o el AUS BB rEaly
0 e Noinformation at all | D SRy e claslaay e 0
e Information provided on at least a l aot oy - G Lo
Aadintiall Sila . 1 y 3y & |
1 quarter / a few of the products and l D ;u:_:_:.hm IF" J.:“ "& ‘: ‘ 1
services discussed * G AR
3  Information provided on at least half | u Silaially Alaial Ciagladll cdead B o elac)  w 5
of the products and services discussed | il 0 leaall
e Information provided on at least three ’ o - .
Sila gl e JSH gl plag) A0 Y o cllae) e
3 quan:ters t?r more of the products and | E Widin o5 3 sl y cilaialy dilaial 3
services discussed |
3 * Not Applicable ! kY e 3
|

documentation and follow-up method?

INT: LIST THE CODE FROM SECTION B.

G ) a0 Ay B 1y

0 * No information at all ALYl e Glagma¥ o 0
e Information provided on at least a I :
A | .;'L‘ 1 |- | w—k_| ] 1 \
1 quarter / a few of the products and D ’TJ ol J’m ."’:"ﬂ ".j‘ "" '.'.‘f o 1
= : .Q.'.-.'.lb a q.lll u_zus.}:n.‘_, —_——iad
services discussed
5 e Information provided on at least half 0] SilaTially Adlaiall e plaall ceai BV o clac! @ 2
of the products and services discussed Liiiia o5 Al Slesall
e Information provided on at least three i i :
- Sl sl e 381 9l gl i ASSE B Uac |
3 quarters or more of the products and Rl y.u] = J‘s ot & o c&' &y"hmﬁ] * 3
u . .‘.A.A—LL.. a2 "’.u| -_11.411.1‘3 ._JLLum'\J Aaanal!
services discussed
3 e Not Applicable Gy e
g Did the staff attempt to acquire more customer Jal O Gl Allade ST Cila plae A3 aad 4 glaey il gall o0 JaF
information so as to follow-up at the end of the visit? 540 A A Anglally Ll
3 1. Yes [ a1 3
0 2. No O ¥ 2, 0
If ‘No’, please specify your comments: ) plady o el S" 1)
11
+ +
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F. Timeless gz
7.1 Timeless < gt 71

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

o O gal) G pall e Jalall) Jby g A Jpda 2o ABIY) )
T Aasdl) adlga e [ ala¥) Badl)

INT: SPECIFY TIME IN MINUTES: ‘

| T e il gl daa rdaly

0 *  QOver 15 minutes D 58315 5 S @ 0
1 e 5-10 minutes O 34:10-5 e 1
2 e 3-5minutes O 3653 e 2
3 s  Under 3 minutes o SRS e i 3
b. Did the customer feel like the queuing system JSEs Jany ciall B (sl pUAS) UG pURS L ) el A o
(numbering system) functioned properly? {raa
8 s Queuing system (numbering system) D oo Jany ¥ ciall i (WEY1) anyl Wi o) e 0
did not function at all By
¢ Queuing system (numbering system) . I I o T
1 functioned, but it worked with a few D oLy (1,31 80 - ):;L’;‘:‘: * 1
impediments '
* Queuing system (numbering system) z '3 Vo, & 8 SRR e
Uy 8 Y1 aUas) Caall Uiyl s o
2 functioned and it worked quite easily D ? Jamg (P! p50) L.i j:” ;A’,]s . ‘ 2
and efficiently = =
* Queuing system (numbering system) - - N I I T
u I NI U-u ] |ﬂ\ | l-‘-l |
3 functioned and it worked very easily D ¢ ety (PN p) *"ju ]': b ‘_:;_' * 3
and efficiently e
¢ Not applicable (no numbering system) | BJ (gl Aald)) allaidap V) 3 Y o -
c¢. Time taken for the “purpose of the customer’s visit g A Jgagl 2o Gge 3l 545 ik 40E" Jal e 23l S
to be fulfilled once reaching the counter: M Aaadd)

INT: SPECIFY TIME IN MINUTES:

:

1B e S gl 23a sy

7.2 Product /Services applied for and Turn Around gl ) i e Jguaad) iplhall Gladd fpliad 7.2
Time
a. Product / Service / Request 1: 1V ) fAasd) fiiall
INT: MENTION PRODUCT / SERVICE ABOVE AND Al of o 383 i g e Gl 5 yS50) Al il S5 2l
TIME TAKEN TO PROCESS REQUEST. ]
Nature of request: sdaddll dagds
Time taken: (days / weeks) (&) 1a31) 138541 gl
Additional Comments: iila) clal @
12
* +




+ + +
' b. Product / Service / Request 1: AN Al i) frild) o
INT: MENTION PRODUCT / SERVICE ABOVE AND Apllall o) Y 3851 0 gl e Tl 55 yS00 dasall find) S rtialy
TIME TAKEN TO PROCESS REQUEST. ;
Nature of request: il dand
Time taken: (days / weeks) (&) [550) REES T
Additional Comments: Aila) lal g
H. Additional Comments on Visit 2543 Adlaial) A8LaY) Cla i) 4
(If any): (<2 )
l
Dirf\'cm ¥ 4o Fina‘ pa rlu'r\? 1t
Uerkj ¢ row duad aréa - |
End of the Survey - Thank you very much....
S 184 — et Al
For Office Use Only haid Cogal) Jala aladiud
G. TOTAL Branch Score
(Total unweighted branch score, summing all sections):
Section parameter Under Evaluation Total Points Scored in this Total Points Allocated /
Area: Parameter
€ Branch Presentation and Customer Facilities
D Greeting and Soft Skills of Staff
E Staff Capability, Knowledge and Cross-Selling
F Timeless
TOTAL SCORE
, £ Al Bl F gana o
() S paa o il A jall e LU £ gas)
Jalall [huawaiadl BA £ para tandl) (A Alaidl) DU £ gara o LA oy o) Jalal) el

i30Sy 0 s |

[

O gl Sl gy a2

&?1&&1@‘,&#,.&5,&\;)5 g
<l T
LAl £ sana

13







