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PROJECT: Money

SHOPPER CODE DATA ENTRY EDITING SERIAL NO
Name Number Name Number Name -
(E gl
3 ,ll i o :
?!)!_‘ Gl Sila glaall Jlaal Bgiall 3a
a8 ans! a3 0 JOR] S0 aad)
A. Details of Visit 30N Jaealds -
Bank Dhofar E Uik ol
Bank Muscat O Lnisa Sy
National Bank of Oman D Pl il gl Sl G 3 aad g3 i
HSBC-01B O HSBC-0OIB i
1. Bank Visited
Bank Sohar O Jana ol
Oman Arab bank O ol Glae iy
Ahli Bank O SRV iy
Other Bank: oAl dly
2a. Branch Name ‘1 k |. g il pl 12
2b. Branch Area Nwr Mwunr Q.'Fa La {—7 gl aige 2
3. Branch City l Y 11_4 Gudl 3
4. Branch Region DML}\ a~ } G Glad 4
Day | Month’ |  vear Al | gl [ e i) an 5
5. Date of Visit Ll-
3 | o4 | zoud | 1
Hours | Minutes A [ el
6. Start Time of Visit - sullucd, B
2 0¢
H ) Slelud
7. Total Duration of oo Mo s 7
Visit 00 | o | el e




+ + +
{ B. Purpose of Visit A chaa -
r Opening a Saving PR P PR
1 or Current Account $ s Slaa
i Saving Scheme il alas
} -
1 Housing Loan Gl a
1. Application for a new Product | Car Loan 3l (3) i At f pia el 1
/ Service i P upu:u.._,i}', i !jult...g,."
INT: SELECT AS RELEVANT AND/OR Educational Loan S R
SPECIFY DETAILS OF Credit Cards B
PRODUCT/SERVICE
Personal Loan e o A
Double your Salary Ay el
Offer
Youth & Student Gy a2
Account

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

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

or Current Account |

Opening a Savings

Saving Scheme

Housing Loan

Credit Cards

Car Loan

P e
B i |

12 41 1=+
gl aldas |

Educational Loan

Personal Loan

| Offer

Double your Salafr\)' '

0000000 R OOOO0O0O0000

Youth_&_Student
Account

JSul A |

e o |

s e A |

-] s —— |
ol Sliay |

el | o
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03| oo, it e

_y'_,E ;‘n.;.:'x o ::.-..4.."‘ s 3..'..4. da sl _;‘-..-.i...-.-‘ | 2 |
[ giial) Jauald saa ) [ 5 caiall i) Zaly
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+ + +
€. Branch Presentation and Customer Gl Al gl s £ gha

4.1 Was Customer Parking instantly available for the
Mystery Shopper?

skl e 5 b i pa Al Fedal)l 25 8 4.1

3 1. Yes (| pni 1 3
2 No X % 2
i. Specify: ‘aaa |
ii. Specify time taken to find parking: 2. min. Gds il ga g o A 2E ) aa
4.2 Entrance to Building risall I Jgaal 4.2
a. Was the Entrance Clean? gl Jaaal S Ja )
3 1. Yes X axi 1 3
0 2, No O 3% 2 0
If ‘No’, specify “Why / Describe how” the S MAS Chaa gl M3 2aa Sliai e ST O gal) S 1Y
entrance was unclean: el e Jaadl
b. Was the Entrance Convenient? ﬁ,....u.. Jaad o8 Ja o
3 1. Yes E a1 L3
0 2. No O x2| o0
If ‘No’, please specify “Why” the entrance was Qi Jaaadl (S5 ) "I s2a ¢ "AE" gl IS 1A
inconvenient:

4.3 Cleanliness of Premises el 435 4.3
Was the branch premises clean? FULRS £ il e 1S JA
3 1. Yes K 1| 3
0 2. No | 2| o0

If ‘No’, please ify “Wh i 2
o', ple specify “W Y / Describe how S " i g AT 312 L e " il gl S 1
the premises was unclean: o o
ALk e
3
+ 4




+ + +

4.4 Branding Material Ay lanl) claall 4.4

a. Posters / Branding material present on doors, walls 381 gill § 1) vl ¥ e A e Sldie [ Cilheale 3395 JA )
and windows?

3 1. Yes O 1| 3
0 2. No 24 2| 0
If ‘No’, please specify “additional comments”, O Ml Sllaadia" saa dlliad e OIS Gl galdl S 1

Ty

if any:
N posters and b .
Mi{f"ﬂtt prejemtec

b. Pamphlets, Leaflets and Brochures on display? Sl il g A e a3 A

3 1. Yes D pnd 1 3
0 2. No E 8.2 0
If ‘No’, please specify “additional comments”, O Mglal Slaa " aa Jlliad e MUEY Gl gadl S 1D

)

if any: ) p
e brichurec é/@;bk}&

c Branding material up-to-date? Padiaa Ay ladl) Sladlal) 3 g JA S
3 1. Yes | 1| 3
0 2. No 4| 2| o
If ‘No’, please specify “additional comments”, OV e"ilal Sllaa " aa Sllab e SMUST gl S 13
if any: . . p -_;I_._,-LJ
onhy one A " Wwin o milren
7
4.5 Presentation of Staff il gall 4Be 4.5
a. Were employees present at over 90% of the branch Al gy ageilla )y £l B ga e %90 Oa A g5 OIS JA A
desks and counters? fdaadll
3 1. Yes X 1| 3
0 2. No O w2 0
If ‘No’, please specify “additional comments”, O Ml Cilaadile saa Slliad e ISY Gl galdl IS 1Y
if any: )

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

professionally dressed? T e el g s (kB gl pBas [ JS DS b

3 1. Yes E a1 3
0 2. No D 28 2 0
o ) .u- il il IS ]] L " | | - 13
If ‘No’, please specify “additional comments”, s Hal B "’15 .
iaay

if any:

c. Were all/almost the entire staff wearing name

€ pdeilanaly Sl gy (ol pall i [ JS (IS A L

badges?

3 1. Yes D ani 1 3
0 2. No E NS 2 0
If ‘No’, please specify “the approximate Gl il gall o 0 saall daa llad e MIS" Gl gadl S 1)
number of staff not wearing name badges: sy S LS gy Y

2 0wt of 7 Wearing name
bartyet-

g
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4.6 ATM and CDM machines

$h £1aYy NI il all 53420 4.6

a. Was the area surrounding the ATM and CDM

Crd g gl o) 1Y) 5 ) il peal) B gl Jajaal) S (S Ja

machines clean and presentable? ¢ ¢l
3 1. Yes & 1| 3
0 2. No O 2| 0
If ‘No’, please specify “Why / Describe how the S M Caea ) IS saa Sllad e MUSY il gall IS 1)
area was unclean: ki e )
b. Were the ATM and CDM machines functioning? Caas g2kl £1AY) g ) i) jeall 3 gl CBS DA
3 1. Yes B i1 3
0o | 2. No O w2| o
If ‘No’, please specify “the time at which at PR ITN] S 2 Al e SUST gl S
which the ATM / CDM were not functioning Sl peall Gl gl 2aag) Jaad Y Al glaly N G peall
| (and specify which machine, ATM or CDM): Mg gl § IV
|
|
c. Was there sufficient cooling in the ATM/CDM area? fATM/CDM 4dkia 4 32 Sl o) 4,80 S Ja o
3 1: Yes O L 3
0o |2 No [l X2 o
3 3. Not applicable 24} G ¥ 3 3
If ‘No’, please specify “the time at which at A Jaag ol 3 2 " 2o Sllad C ST G gall S 13
which the cooling was not functioning 2 JC0 il
4.7 Branch Ambience and Facilities Clygaadll g £ A JA1 alall g2t 4.7

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

TSy 2 JSly Jary (A pgd) Sl (A8 A

3 1. Yes E axd 1 3

0 2. No O 2| o
If ‘No’, please specify “Additional comments / [Madal Slaada” saa dlliad e MUST Ll gall S 1
Describe how it was insufficient: S S A s

b. Did the branch possess sufficient lighting? P4 3oLl £ A daly JA o

3 1. Yes < a1 3

0 2. No | w2 o
If ‘No’, please specify “Additional comments / [Madlcal Sllaada” saa dllad e ST G gall IS 13
Describe how it was insufficient: R e R




-

c. Did the customer have sufficient waiting space /
seating area?

€ oaslall 3o e (e oilS 236 [ URIDU S Aalase Jaaall S Ja o

3 1. Yes O 1| 3
0 2. No Kl w2 o0
If ‘No’, please specify “Additional comments / gl clhadla” aa £ ":E)S"":i‘ _}_ts &:
Describe how it was insufficient; S Sl I

mL/ 4 charrs availe Bl 10

#V wal ﬁﬂj area

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

Ay £ Al J313 e guia palt SUEM A gy &y O 9030 £ lalaal A S
fdaal) (ySlal g (OSall) <) SiglSl) cdlida ) a5

3 1. Yes

P

3

0 3 No

X 0O

¥ .2

0

If ‘No’, please specify “Additional comments /
Describe how it was insufficient:
No clear (1 qnq_ae e fhe

fype Of' et Ct&/f/‘od“q['r

i gl g fagilia) Claa N 1a Aliad e NS il gall IS 13)
S S Ll s
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D.  Greeting and Soft Skills of Staff

;  (pibgal) O gy e A S

5.1 Greeting of Customer

O L a3 5.1

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

T Al A pia b A ddall e Gioadllfcua 3l 25 0 )

* No greeting / acknowledgement

Sl s SN e

e  Greeted within 10 minutes of entering

Greeted within 5 minutes of entering

0
Jpaall J a3 o 363 10 Js a0 0 1
2

branll Jada e 385 A il @

0
1
2 .
3

* Immediately greeted on entering

ORr 0o

Jaall Jgae g Al e 3

b. Did the staff either / or:

1Y) gaaly il gl B JA o

a. Ask for the customer’s name?

#paall g o s |

b. Greet the customer by name?

% 1
?&-...I')S_atl_,}ql.“._l_.n)_-fl

e  Yes, the customer was greeted by name /

,|w‘jj..]u_1)s_rwuuﬁ)ﬂiﬁﬁ.w .

: asked for his / her name . Lpansd 3
e No, the customer was not greeted by aanl e Jlg oy faast S5 e el a1 Wl NS @
0 ) %] ¢ 0
name / asked for his or her name gl
A (8 i) g "Ta gl Jhae Lisa AiSay wdS" (i gall =
c Did the staff ask, “How can | help you today?” ks 3 e a "':: JL‘S l;“; 4:
and Probe the purpose of the customer’s visit? B
3 1. Yes, the staff did this & IV O T L 3
0 2. No, staff did not do this O M1y s gl iy o) NS 2 0

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

flalial/dlalial o el Al dpudall 4agisalel s &

1. Yes, he / she was redirected on the

Lealialfatalial N (3) el dga o5 sokel 33 321 cand
2 basis of his / her needs alial/dalial JI (5)dmall 4 sialel 35 A aai 1 3
2. (OR) The first staff member ol S N B il D 1
3 encountered probed the nature of il dei bl Dyl alhisal yallivd () . 3

visit and assister him / her

lase s /a.‘c'....-, ;J-L‘:'};‘i L:;J'a

3. No, he / she was not redirected on

0 the basis of his / her needs

O 0 R®

Lefalialfadaliial D age gl sale) 33 o) (S 3 0

5.2 Soft Skills of Staff

i all) Sy B gl S g 5.2

a. Were the staff courteous on the customer making
his / her enquiry?

flpaall 535 Luas kS (F o jluakinal ol 3] il gal) CAS A

0] * No, the staff were not at all courteous D EY) e gl bl 05 a0 NS e 0
. . :sf; ,-:22 j:aff were quite / reasonably I:-I B A phe Ay eyl LLas il ans e 1 i
2 *  Yes, the staff were courteous |:] G by S i i e 2
3 e Yes, the staff were very courteous E AL yad el gl S aEl e e 3
b. Did the staff demonstrate “active listening” on Flrandl i " da) plial” b pall 4B (A
customer enquiry?

e No, the staff did not demonstrate

| plaal i \l >
2 active listening D il =il e - 0
e Yes, the staff listened quite / : 5 " 42 ; . _
1 Lulag) 4] 4l by Cib Aual Gl
reasonably actively D S Mgl e o g @ 1
2 e Yes, the staff listened actively O G il gal) sl il cpni @ 2
3 e Yes, the staff listened very actively E e e G G gl dal il el e i 3




C.

Did the staff appear confident?

Tandi (e By Sl o Cibsal 4b b

No, the staff did not appear confident

i o By ) e il gl el Al NS e

Yes, the staff appeared quite /
reasonably confident

S

Jiiaa JE2 A e (B g ) o il gall el cans

Yes, the staff appeared confident

ddi e Byl o Cabgdl liaei e

Yes, the staff appeared very confident

RO OO

Ak e Lald @iy ) o alapadl el caai @

d. : List the names of staff interacted speaa cililad A okl gall stand EH &
with:
o Mr./Ms. Nman: Eemale 1 Lol lalill e
e Mr./Ms. / 2 Alalall Latill .
e Mr./Ms. 3 Aty Latal .
s  Mr./Ms. 4 ALl e
8
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E. Staff Capability, Knowledge and Cross-Selling (¥ ) slae 5 4l A mall 5 sna sl 3,87

6.1 Staff Capability

ol gl 58

6.1

¢ Ak Sy (g ) Claliial dagls (6 LB il gall o8 Ja

a. Did the staff frequently probe the nature of the
customer's needs?
3 1. Yes O a1 3
o |2 No 4| 3 2 0
If ‘No’, please specify your comments: ) Ll o ala ) US" 1D
’ e a
oF e custfomers reeds.
b. Did the staff actively attempt to anticipate o ) o A . 1
7 Silalgal Y Adlad & glaay cilh gall 28 Ja |
st il Cp ) Slalial alauy glaay B gall a3 A o
3 1. Yes bz axi 1 3
0 2. No O 3 2 0
If ‘No’, please specify your comments: Wl pliady o Bla S 1Y)
c. Were the staff able to cater to the needs of the aaf a0 lue il (193 o g ) Slabia) Al Cilh gal) plliul JA S
customer without seeking the help of a colleague? TS PR
3 1. Yes [ a1 3
0 2. No | % 2 0
If ‘No’, please specify your comments: 2ol rlials &8 el "US" 1
INT: IF the Answer is YES , so the answer for Q o " VG LY sl i (Jigad) 13 Bl sl s
D should be Not Applicable Al Akan)
d. Were the staff able to answer all / most of the i ‘
questions posed? faa 5 fhall ALY aBaa [JS 06 Y Gl pal) plaid Ja &
3 1. Yes O ani 1 3
0 2. No O 2 0
3 3- Not Applicable 4| GauY .3 3
If ‘No’, please specify your comments: Wl il o ala ) S L
e. If the staff were unaware of the answer to a I e Uil [oma a1 e 1ol Gl gal) 085 & 131 1
particular query / queries, did they politely “ask 3k 3l daf U e A0 5 e LN Jal e BN iy i Gilla
you to wait while they double-checked with the
system [ a colleague”?
3 1. Yes O pxi 1 3
0 2. No O 38 2 0
3 Not Applicable 4} el ¥ 3
If ‘No’, please specify your comments: ) Pl A ala ST 1Y)
9
- +




+ + +
6.2 Product Knowledge and Cross Selling A gl 5 il Adlad) A8l 6.2
a. Overall, was the staff well-informed on Bank ‘ Slatd g Slaliey dllaie dlane Sleglae cilhgal) g2 G JA ple JSy )
Dhofar’s product and services? i L
0 e Notat all informed I D SBY! Lo Claglaaanl gl e 0
e Wellinformed on at least a quarter / a | . 3
Sleadll y Shadid) ) = Jiy Ly
1 few of the products and services D 2 O il a0 2 f’.} "" '”:,' g 1
discussed
2 ¢ Wellinformed on at least half of the D a3 A sl y Cladial caai e SV e ey @ 2
products and services discussed [Picke B
* Wellinformed on at least three- T e
Slatial e S g gl A0 S5y
3 quarters or more of the products and E ) o Al EJ.‘ i s ey o 3
’ . \giilia o5 qjl laaall y
services discussed
b. List the details of the “main purpose of your visit” ekl A (5 LaS) BN e ) gl Al 4 pud gy o

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

Ml,u&pﬁuﬂ.’duluﬂlg,m Ubt”.lh_ydlcﬂlu‘ni_,v(u
M\aaql

INT: LIST THE CODE FROM SECTION B.

S ) (o a0 A o8 18l

0 * No knowledge at all D Guhy! e aly¥ e 0
e Well informed on at least a quarter / a
Laaddl y Siladiall - ]
1 few of the products and services O I O il e ‘;'1 :k A": ‘ 1
discussed P
2 » Wellinformed on at least half of the | & ol lasall y Slatidl cieal e SV e a0 2
products and services discussed i
o Wellinformed on at least three s 2
Slatdl ce sl gl gl A Y !
3 quarters c_nr more of the products and E = o Sy Ei.af‘q. “ :31\ __‘I'Ljf__:: ‘ 3
services discussed
c. Did the staff attempt to “cross-sell” other products Gladd g Sladial " ALaY) 4l G aUdl Al laey il gal) 48 Ja &
and services? YA
0 e No cross selling at all %4 ANl e eyl al ey syl @ 0
1 e Cross-selling after a lot of prompting D S UG e SN day ALY adl Alaay . 1
| e Cross-selling after a little / some S ) g LYl @ i 2
2 | SrORtig O o Medy) D SRy LY ad) e A5 e
3 e Immediate cross-selling attempt D il Je Loyl adldlgaa i e 3
d. Did the staff explain Why Bank Dhofar’s products

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

L Ll B L Gladd g Siladie 13l 7y il gall o Ja S
ehdlia l.ﬂ_,s.ma..liﬂ.a"w i

3 1. Yes D a1 3
0 2. No X a2, 0
If ‘No’, please specify your comments: i pliady o sla ) S" 1Y)
p/m’n ! /‘L"/“rlDa/“t’ )7

Yo comprtifrrs

10




o+

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

Sladd g Sladie 6 "ALlS Sila plaa” Sitke Y A glaay wild gal) 43 Ja 7
falall O3 Sl A il

INT: LIST THE CODE FROM SECTION B.

...(....BIQ.).‘JM..L.S..,! |.|&L|

I
|
|
|

0 * Noinformation at all D Syl e Clajlaay e 0 !
s Information provided on at least a I . '
Glaiall Sl gladll 0 | BY e elac)
1 quarter / a few of the products and D ’IT‘] 'Z‘P QT fa) S "& e 1 |
- R ‘a.l \_’.a.l‘ \_ILA—L"J _L.Lun.n.t
services discussed
2 e Information provided on at least half D Silaiially dilaid) Sl glaall cdad J o ellac] @ 2
of the products and services discussed Lgidilie 23 Al Slaadlly
« Information provided on at least three i AT i [ dhgh 1L .
Slaglaall (e A1 g) gl ) A B o slac| e
3 quarters or more of the products and & Walia o5 ) sl y iy dilasal 3
services discussed
3 « Not Applicable Gy e 3
f. Information on relevant procedures, falall Gl Aaglial) 4k g Claliaall g (sl 2Vl Allade Sl glae ¢
documentation and follow-up method?
INT: LIST THE CODE FROM SECTION B. S peakl) G el 4GS W8 sl
0 * No information at all ALY e Claglaay o 0
e Information provided on at least a S5
Aalaiall il sleall e il fagy S e ;..:.1 .
1 quarter / ‘a few of the products and 3Bin 3 3 casil g Ciyialy 1
services discussed
2 e Information provided on at least half Silatially Alaiall Sila glaall cieal B e clac) @ 2
of the products and services discussed Lalilia o3 Al Ciladil)
¢ Information provided on at least three . . .
Zla glaall e JAS1 gl gl 505 8 Une |
3 quarters or more of the products and Shastad e 281 ) gl 0 e 3

services discussed

Lililia o3 3l laaaldl y Siladially dilaial)

3 e Not Applicable

wauY e

OXR (B OO OO

g Did the staff attempt to acquire more customer Gl O G Py Adlada S Sl glaa A8 aal A glaay il gall o8 Ja ¢
information so as to follow-up at the end of the visit? T3l Al A AagGally Al
3 1. Yes | L 3
0 2. No a8 2. 0

If ‘No’, please specify your comments: Sl Ly o ala ) TUS" 13)
11
* “+
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F. Timeless cdgt 2
7.1 Timeless < yll 7.1
a. Waiting time on entering the branch, before o 093 gal) Calh pall aa Jaladll Jaby gl Jpaa die URIY) Ay

dealing with the frontline staff:

i) adlga e [ ala¥) Jadl)

INT: SPECIFY TIME IN MINUTES:

) G ) daa sdaly

0 e  QOver 15 minutes I:l G815 e N1 e [ 0
1 e  5-10 minutes D M1 10-5 e l 1
2 e 3-5minutes E &E15-3 e [ 2 I
! ‘
3 e Under 3 minutes O |L Gl & e 8 e \ 3
b. Did the customer feel like the queuing system | Sy Jany ciall B (2l ) alBS) S WU 0l g ) Al JA o
(numbering system) functioned properly? | Cruaa
0 e Queuing system (numbering system) D ' o Jag Y Gaall (Y1) eyl Jlai ) e 0
did not function at all [ Y
e Queuing system (numbering system) ' (Eon AEax . x e g ;
; W al) il Lyt ol oy
| functioned, but it worked with a few D & Ol g (871 L) o' J ;;; il 1
impediments . W
e Queuing system (numbering system) 1 5 A = L .
Al g A0 Y alad) Caall Uaiiy Uas ol
2 functioned and it worked quite easily | [] ey (Y pl) L.“'_\: ;“ Ji.ikm]s i = 2
and efficiently ‘ .
e Queuing system (numbering system) 1 =5 i e = ik .
Ay 1Y) alas) caall Y Ui )
3 functioned and it worked very easily D oy 40 ey 4 ._]JL:u ]\'ji i ‘-‘L % 3
and efficiently .
e Not applicable (no numbering system) E goall Al skl g V) By e -
EA
c. Time taken for the “purpose of the customer’s visit A ge ) Jpea gl e Gaa 3 805 ok A Jal e 2i3a) Cd gl G

to be fulfilled once reaching the counter:

:n " ta]

INT: SPECIFY TIME IN MINUTES:

4

\ 1A e gl 2aa sdaly

7.2 Product /Services applied for and Turn Around 1 gl ) ol Lgale ] geaad) G glinall Cilasi, fgiial) 7.2
Time
a. Product / Service / Request 1: o) Allal) fAasdl fpaia) )
INT: MENTION PRODUCT / SERVICE ABOVE AND Al ol oY 3850 0 ae G 3 yS3 Rasil fpiidl S8l il
TIME TAKEN TO PROCESS REQUEST. :
Nature of request: sdadd) dapls
Time taken: (days / weeks) (st 15531) 13451 <l gl
Additional Comments: i) Sl @)
12
- +



+ + -
b. Product / Service / Request 1: ) Al [l faiidl o
INT: MENTION PRODUCT / SERVICE ABOVE AND Apllall o ja¥ S5 iyl e Gl 3800 Al fprdiall S5 taaly
TIME TAKEN TO PROCESS REQUEST. 4
Nature of request: sdaadl) el
Time taken: (days / weeks) (&) 135) 3l gl
Additional Comments: dLa) ala) )
H. Additional Comments on Visit 13k 3l Adlaial) A8LaY) Sla jTial) r
(If any): LS, )
End of the Survey - Thank you very much....
M 1 8E — i) gl
For Office Use Only hid Cagall Ja)a aladiusu

G. TOTAL Branch Score

(Total unweighted branch score, summing all sections): l

Sk P Ul Bakiaten 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
, gAlBAigsana 7
(?L-.-&\J'l Js f s&_).ln AAA.J\.QJI grr> Ll &}..4;.«)

Jalall [Auamaiiall Bl £ jana tanadl) 3 Alacidd) DU £ para | 8 LA wly gl Jalal) awadl)

Cupe 38 Andhal) gl y A il <

[

Ol all ) g om0

ALY ) Ales g 458 jaa y (i gl 508 c

<l gl r

M\EJ.._;.

13







