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PROJECT: Money

SHOPPER CODE DATA ENTRY EDITING W
Name l Number Name Number | Name Bnﬂ
51 | 1
| ey L1 |
18 gl
i,
‘ "’] Jl! a3 Gl Sl gl Juaa) B gdall e
A e A o AN o
A. Details of Visit 3L Jamalds -
Bank Dhofar X Sk Sy
Bank Muscat O Laiee ol
National Bank of Oman O aall gl S Gl sl A Sl 9
HSBC-0IB O HSBC-OIB <L
1. Bank Visited
Bank Sohar O Jaa oy
Oman Arab bank O A e iy
Ahli Bank O A oy
Other Bank: oAl dly
2a. Branch Name M : g oall sl 12
utra h 3
h H—L 14 T
2b. Branch Area Nmr N\M( (ﬂd P)ank # ol alga 2
3. Branch City ' E\A U)) Al 3
4. Branch Region [MMQCM* SOMM aladl 4
Day | Month | Year A [ gl [ g a5
5. Date of Visit
29 | o4 204 | 1
Hours | Minutes (il | Slelud) |
6. Start Time of Visit 10 rC ' ol ilncd, B
i pEr] Slelu) i
7. Total Duration of ol ol ' S aibEs T
Visit 00 | // 1 | 3 Bda
1
* +




' B. Purpose of Visit LN .o
f Opening a Saving 3 i a3
! or Current Account S S
i Saving Scheme e s
|
| Housing Loan Ol A
|
| 1. Application for a new Product | Car Loan 3ok o A a fo g e
{ / Service TR s g | ] gD Jpali ui’lﬁz u.L..d‘l ?;sznl
| INT: SELECT AS RELEVANT AND/OR ucational Loan slad oo b - ;
i SPECIFY DETAILS OF Credit Cards ]
I PRODUCT/SERVICE
| Personal Loan il e A
| Double your Salary
Adl y celia
: Offer g
i Youth & Student
: Account

| Opening a Savings
| or Current Account

:‘ Saving Scheme

| Housing Loan U A
| 2. General Enquiry relatingtoa [ S . o3 A (e pie (Blale ale it 2 |
[ . : Car Loan 3 g = 2| P [
specific Product, Service ‘ _ Jages !
and/or Facility | Educational Loan e gagh | kel Greallh a9 [ 3 somakdall k) qeanly
| INT: SELECT AS RELEVANT AND/OR [ : = daadl) |
; SPECIFY DETAILS OF Credit Cards Sl S

[ PRODUCT/SERVICE

| Personal Loan

| Double your Salary

DOROOOOO O OoOOOOOn0O
¢
3
k
;

S0l , el
Offer | — B
Youth & Student ol b G
et el g bl laa, |
| Account D - 3 e - .
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C.  Branch Presentation and Customer Gl Aatial) gl y £ A ghia o
Facilities Ry ey T -

4.1 Was Customer Parking instantly available for the

Tl e 5l il e A Fudall 22y 08 4.1

Mystery Shopper?
3 1. Yes | ani 1 3
2. No O 3 2
i. Specify: “asa |

ii. Specify time taken to find parking: l min.

‘--I;)A —‘L‘.p.,“f ?J':U‘ ;l.i)“ B

4.2 Entrance to Building el 1 Jsaal 4.2
a. Was the Entrance Clean? Tl Jaaal oS Ja )
3 1. Yes m ani 3
0 2 No | D s Ll 0
If ‘No’, specify “Why / Describe how” the OMS " Caa gl ML 2am Slliad Cpe ST Ll gl S 13
entrance was unclean: fciulal e Jaoad)

b. Was the Entrance Convenient? e Jiaall cAS Ja o
3 1. Yes E a1 3
0 2. No D ¥ 2 0
If ‘No’, please specify “Why” the entrance was sl Jaadll (€5 o] "I 23a ¢ NS il gall IS 1
inconvenient:

4.3 Cleanliness of Premises ) A5 4.3
Was the branch premises clean? FLLES £ AN e S A
3 1. Yes K m1| 3
0 2. No O x2| o

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

S S e gl 1S daa Sl e "IIEN o gad) 1S 1)

Al ol




+ + S

4.4 Branding Material Lol ol 4.4
a. Posters / Branding material present on doors, walls £33y O el ) 31 e A las Siladle [ Slieale 2295 A
and windows?

3 1. Yes E a1 3
0 2. No | w2 o
If ‘No’, please specify “additional comments”, O ¢Mile) Slaadka" e Sl e MUST Olgaldl S 1
if any: Wy
b. Pamphlets, Leaflets and Brochures on display? el il g S e ge a5 A
3 1. Yes [ | 1| 3
0 2. No O %2 0
If ‘No’, please specify “additional comments”, O Al Slaalla saa dllad e MOST Gl gall S 1
if any: L)
c. Branding material up-to-date? faliaa Ay tadll cladal) g Ja S
3 1. Yes m a1 3
0 2. No O W2 0
If ‘No’, please specify “additional comments”, o) il Slaa S saa il e ST Gl el IS 1
if any: iy
4.5 Presentation of Staff Ouibgall 4Bl 45
a. Were employees present at over 90% of the branch A gay aguiiSa gy £ AN LAl ga e %90 (e S) 33l g AS Ja )
desks and counters? fdaail)
3 1. Yes D ani 1 3
0 2. No 2 2| 0
If ‘No’, please specify “additional comments”, O lila) Sllaa " saa bl e MU Gl gl 1S 1)
if any: ‘ 1Sy
b oul of 8 were aves/able
£
b. Were all / almost all of the staff neatly and o . R
¢ : ; ) ;
professionally dressed? a3 wion ol 095y Cullgl plina [ JE S O
3 1. Yes X i1 3
0 2. No O x2| o0
. l ‘Il‘ 2 - l -]l " N !1] . 'I . ‘Il " Ly ) b
If ‘No’, please specify “additional comments”, of i i s A Gl ged “_LS a
y Aty
if any:
c. Were all/almost the entire staff wearing name : Gt "
/ g @ pilanely Gl Ak gndny kB gl plima [ S (S A
badges?
3 1. Yes X 1| 3
0 2. No O X2 o
If ‘No’, please specify “the approximate Sl ikl gall s 8 dnall 2ta Hllad e MUST gall A 1S
number of staff not wearing name badges: paitands S U gaaiay Y
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4.6 ATM and CDM machines

SR 1)y N il all 3 gl 4.6

a. Was the area surrounding the ATM and CDM

Oy g wiilil 2Rl £ 1A g N Gl peal) B gl Jasanadl GUSAD) 4S A )

machines clean and presentable? ¢ sglaall
3 1. Yes X 1| 3
0 2. No D s 2 0
If ‘No’, please specify “Why / Describe how the S A o gl /13" 2aa llad e ST Oyl S 13
area was unclean: gl g S
b. Were the ATM and CDM machines functioning? flaad ki) g1y N il jeall 3 gl SRS A o
3 1. Yes KX m1| 3
0 2. No O W2 o
If ‘No’, please specify “the time at which at el ad S5 ,,1_51 o " aa Aliad e ST Ll gl S 13
which the ATM / CDM were not functioning Ol peall Gl gl 2 g) Jead Y el glaly Y Gl el
(and specify which machine, ATM or CDM): ol gl g Y
¢. Was there sufficient cooling in the ATM/CDM area? TATM/CDM 4dkis 3 3o CiSall ) 3,00 S Ja &
3 1. Yes O a1 2
0 2. No E a8 2 0
3 3. Not applicable O Gui ¥ 3 3
If ‘No’, please specify “the time at which at 4G Ly ol 530 i " daa Slliad e (M'NST Gl gl AS 1Y)
which the cooling was not functionjng s AL asd
‘Mo AL 17 aco
4.7 Branch Ambience and Facilities Clgeadll g £ AN JA13 plall g2t 4.7

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

TSy 13 S Jang 3 ) Sl S b ]

3 1. Yes | 1| 3
0 2. No O w2 o0
If ‘No’, please specify “Additional comments / [Mafsl Slaadla” daa dlliad (e ST L gall S 1)
Describe how it was insufficient: S S el s a

b. Did the branch possess sufficient lighting?

A Selals £ Al il JA

3 1. Yes

a1

3

0 2. No

O

38 2

0

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

[l Slaadl" daa Sl e MUY G galdl 1S 13
S S S sy




+ + ki

c. Did the customer have sufficient waiting space / S omsladl 2o lha (e ilS 22 [ UG AMS daleas Jpaall (S A 0
seating area?
3 1. Yes K 1| 3
0 2. No O 2| 0
If ‘No’, please specify “Additional comments / I el A B ‘:{5}5 :L’:: ‘-J.LS l":
Describe how it was insufficient: S 08 . =

d. Did the customer find it easy to follow the signage N N I L .

: o 13 8 Al Jala e guda pal) GO & gy &y O g 300 gl Ja S

within the interiors of the branch, indicating different g + i i s -
d P andl OSlal g (OlSall \ | cdlida ) ad

counters/ work stations? 3 (- ) st ol 4

3 1. Yes i 1 3

X0

0 2. No Yy2| 0

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

. J,l‘,‘r—‘| . ‘|' \:JL‘ALL" e _‘u ard h}. l.“\ " &-I‘J.Lu V*S ‘3‘
S S s
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D.

Greeting and Soft Skills of Staff

Gl gall Gl gy ) &

5.1 Greeting of Customer

Ol e o 2 5.1

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

TR ) dgis g AAD Geedall e bl 3l 5 A T

T

i
0 e No greeting / acknowledgement | D Nt ETE G A 0
1 e Greeted within 10 minutes of entering | D Jrandl Jado e B 10 e i Al @ 1
2 e Greeted within 5 minutes of entering | D Juanll Jpds e @B 5 JA cua Gl @ 2
3 e |Immediately greeted on entering m Jraadl Jgas jdua 3l o 3
b. Did the staff either / or: 1oAY gaaly Cilb ) B8 A G
a. Ask for the customer’s name? T saall and e Sl |
b. Greet the customer by name? faanl 83 ae biaaly a )y o
Yes, the customer was greeted by name / gt e i fae) S5 ae Jaaalls ca ) 5 0 cpai @ |
3 : B | S , | 3
asked for his / her name PR |
No, the customer was not greeted by dasd o Sl ayfaadd 85 ae baalcua Gl G0 3E o |
0 ) O S . 0
name / asked for his or her name ganl
B e eadlial g s gall JDac Liaa ,....s., A" (il gl g
A Did the staff ask, “How can | help you today?” & 3 e = J‘: "L] HJ: ):
and Probe the purpose of the customer’s visit? ' .
3 1. Yes, the staff did this K Al Cala gal) 215 5] cans 1 3
0 2. No, staff did not do this D | Ay Gl gal) oy ol oS 2 0
d. Was the Mystery Shopper redirected on the flbbal/dbhal o sl Al §sdall dagddiel &4 &
basis of his / her needs?
1. Yes, he / she was redirected on the i
: LSalialfailalial I (3 | aa o3 Bale) 33 23 (ans
. basis of his / her needs E e ih) o T [T ek S0l el o w1 3
2. (OR) The first staff member 5 3 - . .
¥ andl 42 il 23l 'l - | ;-.’- J\ |
3 encountered probed the nature of D U S Nt .""—l .J}\‘ ‘-M’J 1z (.J) = 3
. ) ) ey foselay 3 )L 5 el
visit and assister him / her
3. No, he /she was not redirected on F i !
LRalialfidalial ) (T P e P (4
. the basis of his / her needs D "alinlalial G 4 sl 2l 5 ] 3 o
5.2 Soft Skills of Staff i) 48 g G gall Sl jgs 5.2
a. Were the staff courteous on the customer making Tpand) 336 Lusa A0S (8 o jlealia) g2l B B gall S i
his / her enquiry?
0 e No, the staff were not at all courteous | [] BY) o dd Bl 5 Al S e 0
* Yes, the staff were quite / reasonably . - ae o .
1 al AL Cals gl 3 2l (and
courteous D W o Olincliydl plad g 0 A
2 e Yes, the staff were courteous O S i gl JS ol i @ 2
3 * Yes, the staff were very courteous E AL el il gall S Gl s e 3

b.

Did the staff demonstrate “active listening” on

customer enquiry?

el i "l plinal” il pall gB) JA

* No, the staff did not demonstrate

0 | plial il gall gday al (S
active listening ! O il s s g Al . 0
1 e Yes, the staff listened quite / 0 Lot B iy & iBioad et 5 .
reasonably actively b ke AL ) Gl cani e
2 *  Yes, the staff listened actively (] Llag! b gall ol il o @ 2
3 *  Yes, the staff listened very actively D ) Ga S Giligall Al il el e 3
1
7
* +



[

c Did the staff appear confident? Phdi G By Ad) o il gall g8 A,

0 e No, the staff did not appear confident D i e Byl o ila gl sl NS @
e Yes, the staff appeared quite / ; ‘ . " o
St S5 Ads 0 1y A I ‘
! reasonably confident O ' Gon. g A ol AR ydB pglines  »
2 e Yes, the staff appeared confident D i o By o il gl gl s e
3 e Yes, the staff appeared very confident | [X ki Ll By ) e il gl jelacani @
d.ith List the names of staff interacted cagia latal () (il plandd 3
w :
e Mr./ Ms. /fQO? Wqﬁa,'b/' 1 ol lalil o
* Mr./Ms. pman, Female ! — e
e Mr./Ms. 4 3 ALl lall e
e Mr./Ms. 4 Al Lalil .
8
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E. Staff Capability, Knowledge and Cross-Selling

ALaY) gl Alee 5 4l A3 mall (g sheaay cibipal) 58 7

6.1 Staff Capability Cphlh gall 5 08 6.1
a. Did the staff frequently probe the nature of the €50 JEy Gl Slalha) Aagla (6 kil cilh gal) o8 Ja
customer's needs?
3 1. Yes D aai 1 3
0 2. No 4 %82 0
If ‘No’, please specify your comments: 3l rlads o8 olay S" 1Y)
chap't /Dr‘&'be e nature
of i aushmer nacl
b. Did the staff actively attempt to anticipate _— B} oo e . .
fog i Slalial Futuy Allad A gl il gal) 8 JA
customer needs? Gl Slalsial i) e
3 1. Yes X pai 1 3
0 2. No O 38 2 0
If ‘No’, please specify your comments: A rlady o e MS" 1
c. Were the staff able to cater to the needs of the daf 5 lce b (393 (e Qg ) Slaliia) Al G gl gLl Ja S
customer without seeking the help of a colleague? Tpka 3l
3 1. Yes K pxi 1 3
0 2. No O % 2 0
If ‘No’, please specify your comments: 3l rlads a8 ol MUS" 1Y
INT: IF the Answer is YES , so the answer for Q A MR TG L) sla ) Jiped) 18 el S
D should be Not Applicable Al ARl
d. Were the staff able to answer all / most of the ) o )
questions posed? P4y hall ALY aliea [JS 06 A b gal) plaicd Ja &
3 1. Yes O ani 1 3
0 2. No O %2 0
3 3- Not Applicable @ G Y 3 3
If ‘No’, please specify your comments: g rliads al dla ) ST 1Y
e. If the staff were unaware of the answer to a A e AL [ S e ALY e | 00 Gl gad) 0S5 a1 1) 2
particular query / queries, did they politely “ask e 1 al falBI) e 450 5 e SN Jal e UV Cudgd s Gilb
you to wait while they double-checked with the
system / a colleague”?
3 1. Yes D a1 3
0 2. No O 38 2 0
3 Not Applicable E Guaiy Y 3
If ‘No’, please specify your comments: Sl gl o3 ela ) JSUS" 1Y)
9
* -
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6.2 Product Knowledge and Cross Selling ALY gl 5 pially Al 48 e 6.2
a. Overall, was the staff well-informed on Bank | Shaddy Sladie dllaie Alana Sla st il gall g2 O A ale JS
Dhofar’s product and services? ! e Ul J,
0 e Not at all informed my S o Claglaaagd ol ® 0
e Wellinformed on at least a quarter / a o -
Slanall y Shadial e JIY) ]
1 few of the products and services D T G ol e ‘P! J‘.._:h ::I * 1
discussed W
2 « Wellinformed on at least half of the D o D Slesall y Cladidl vdeal oo Y o alay e 2
products and services discussed lgiilia
« Wellinformed on at least three- i _—
Slatiadl e 281 o gl i A i
3 quarters or more of the products and E ’ o A &J ﬁ)\.. “'f "jc ”l" = 3
7 3 +J-.-5Lu F ~l’.lh ._xl.‘.‘.;.hJ
services discussed
b. List the details of the “main purpose of your visit” ol A (5 o LaS) "L s ) il Aluala AaY gl gy ad o

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

Maadl)y Cladially (i) A Al (s sas” o Ol pall puy g (s
sadbia) oda ql

INT: LIST THE CODE FROM SECTION B.

S gl (o Gl AU, W8 1l

0 * No knowledge at all D ALY e Ay e 0
e Wellinformed on at least a quarter / a )
Silaaall y Sladid) - \ e JiY !
1 few of the products and services D S O B I "FL“;;;L._‘I‘_ ; * 1
discussed ¢
2 * Wellinformed on at least half of the D o3 A Sileaall y atidl cial e SV e a8 2
products and services discussed Lgililia
e Well informed on at least three i 4 p_—
Slasdl e A1 gl gl ) A28 5
3 quarters or more of the products and E ) e &‘f ‘ﬂ: ::; :h?fr : 3
services discussed . ; 5

c¢. Did the staff attempt to “cross-sell” other products Gladd g ciladial " ALY Al o Uil A glaey CilB gal) 58 Ja -
and services? £ Al
0 e Nocross selling at all E ALY Je Alal adl Ll s ol @ 0
1 e Cross-selling after a lot of prompting D O M) (e S g el ) leay WG e 1
4 . E::i::telr:g after a little / some D o e 0 QoD 3y a) ol Blans o6 2
3 e Immediate cross-selling attempt D Sl e dlayladl lgag i e 3
d. Did the staff explain Why Bank Dhofar’s products

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

ALaE1" gl B L Gladd g Sladia 13l gy il pal) S8 Ja &
SABlal) & gid) aa Al "dpudl

3 1. Yes | o1 3
0 2. No K 32, 0
If ‘No’, please specify your comments: el pliady o Sla ) S 1Y)
olidre ',7‘ cc/yj,mre w?

0071,/3*6/"7’0/‘(

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?

Cladd y Sladia 6 "ALIS Sl glaa" ilee Y Al glaay il gall o3 A 7

falall Si3 LSl aa ik oL,

INT: LIST THE CODE FROM SECTION B.

el 0l A

0 * No information at all D Sy e Claglaay e 0
* Information provided on at least a e G L .l
aaletall .LL.,!\.-.‘.“ u-,.._],l‘n]l I@J ‘_Ii\)“_'.n c-'-.nc} .
1 quarter / a few of the products and D RN SR i 1
services discussed g L
2 ¢ Information provided on at least half O Slatialls At Cila glad) ciad S e sllac! @ 3
of the products and services discussed [Piche kPR I DREN I
e |nformation provided on at least three T it ¢ i
Silagiaall e AS1 ) pL I AE U e clac! e
3 quar_ters qr more of the products and E a2 3,2 Cilasad g cdamial dakisad 3
services discussed
3 ¢ Not Applicable GibuY e 3

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

Aliall Sl Aaylial) 450y Silafieaal) g oSl ) Yl Aklada Sila glas

INT: LIST THE CODE FROM SECTION B.

S ekl (o el AL a8 tlialy

0 + No information at all D Sy e Claglaay o 0
e Information provided on at least a s I T
Ailaiall Sila glaall e JuIhD fan; Y e cle) @
1 quarter / _a few of the products and D 2 5 sl y iy 1
services discussed
2 e Information provided on at least half D Silaially dlaiall Sl gleall cdai Y o clac! @ 2
of the products and services discussed Lgililia o3 Al Slaaall
o Information provided on at least three sel i T \
il gl - i gl gl 1 Une |
3 quarters or more of the products and E B S S B Jolie], & 3

services discussed

§ e By

Lgiiilia 3 Al Sileaddl y ilaiiadly AGladall

3 e Not Applicable

EBATR

E. Did the staff attempt to acquire more customer
information so as to follow-up at the end of the visit?

J;iywmmhﬁiau,hﬁﬂmuq&;dl A8 A
30 Algs (B Al Hll

3 1. Yes X a1 3
0 2. No O %2, 0
If ‘No’, please specify your comments: ol mlady o ola S 1Y)

11
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F.  Timeless il oz
7.1 Timeless b gl 7.1

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

o O g gal) Ol pall aa Jaladll Sy gl Jgho 2o BN oy )
D Aasdl) adlga e [ ala¥) i)

INT: SPECIFY TIME IN MINUTES:

R G gl daa iy

¢ Under 3 minutes

0 e  Over 15 minutes G215 0« S e 0
1 e  5-10 minutes G2 10-5 . 1
2 e  3-5minutes G425-3 e 2
3 3

X OO0

G EM e Ji e

b. Did the customer feel like the queuing system

S8y Jany el A (2l ) pldid) N S 0l ) A Ja

| and efficiently

Jad Jly Al

(numbering system) functioned properly? ‘e
0 e Queuing system (numbering system) D o Jag ¥ Gl i (LEY) Lyl Ll ol e 0
did not function at all =Y
e Queuing system (numbering system) ORI ¢ AR e
: 1 Y1 aUad) caall Jatiy Wlas o
1 functioned, but it worked with a few D & OSly Gty (LY 2151 ' &1‘,..1: ol 1
impediments
e Queuing system (numbering system) - o it AR i e "
A g 18 Y1 aUad) Caall LI WU )
2 functioned and it worked quite easily D o (V! o) oSS = = 2
: Leaa I Jlad Jel
and efficiently
e Queuing system (numbering system) " g e o b E G
Al g 13 ;Y1 .l “all LY e o)
3 functioned and it worked very easily D ¥ Sany (P! p) et At 3

e Not applicable (no numbering system)

(Bl B pld ) sllaiaa V) Sukaiy Y @ -

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

aiga I Sl 3 gl 505 chab AuE" Ja) (e i) CA G S
" daad)

INT: SPECIFY TIME IN MINUTES:

0|9

R e gl s laly

7.2 Product /Services applied for and Turn Around 1ch gl N i) Lo Jgaad) gl Clasd femiad 7.2
Time
a. Product / Service / Request 1: A Al il fpiid)
INT: MENTION PRODUCT / SERVICE ABOVE AND Al ol oY A0t i g a fil 5 5 K00 dasil i) S0 laly
TIME TAKEN TO PROCESS REQUEST. )
Nature of request: rhaddl) dauk
Time taken: (days / weeks) (&) [553) R ESRU LU
Additional Comments: i) cla) )
12
- -




b. Product / Service / Request 1: 1) ) fAasd)) fpiial o
INT: MENTION PRODUCT / SERVICE ABOVE AND Agllall ol oy ST i g ae Tis 55 9S00 Lasil il S5 cCaly
TIME TAKEN TO PROCESS REQUEST. ;

Nature of request: shaddl) dauds

Time taken: (days / weeks) (&) [aL1) 3504 < g

Additional Comments: il cilal 28
H. Additional Comments on Visit . 13kl ddlaial) A8LaY) Gla i) 3
(If any): (=2 )

End of the Survey - Thank you very much....
S 184 — Glata) Al

For Office Use Only Lid cagal) Jala aladidld

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
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 Bl £ gana P
Z(Q\-E'Y\JSC.A,; o ill das jall e Lalidl ¢ gans)

Jalal) fdaiaial) DU £ jaaa sasadll 8 Ayl B £ gana 8 JA) ady (52l Jalal) )

Gl Aadhall gl y B Al o <

[~

(B pall S gy e A

A gl les g 458 jma y (i gall 538 c
< gl o
LGl £ pana

13







