Y -
+ + +
PROJECT: Money
SHOPPER CODE DATA ENTRY EDITING
Name Number Name Number | Name %
) ol 4w
HED
3 5l _r = : T
A i = =i A !
A. Details of Visit 3,030 Jaalds -
Bank Dhofar D Jlis by
Bank Muscat D Liae Sy
National Bank of Oman E gl il gl S G add 30 i ]
HSBC-0IB O HSBC-OIB L
1. Bank Visited
Bank Sohar D s Sy
Oman Arab bank D ol Glee Sy
Ahli Bank O SV
Other Bank: sl ey
2a. Branch Name A,} Iékuwou'r" gl sl 12
2b. Branch Area p,‘ léhuwa’p g il pige 2
3. Branch City ‘J\UC L-ﬁ\zf Lol 3
4. Branch Region MV‘C}CQT m/mﬁ W i 4
Day ] Month l Year a0 g I a5 sl an 5
5. Date of Visit
2% ] o4 | no\d | l
Hours [ Minutes () [ Sleludl
6. Start Time of Visit lo | 0 iy ca, B
i Aal) Sle L)
7. Total Duration of T BNnife & = s 7
Visit ke
00 T |
1
* +
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B. Purpose of Visit 3L A -
Opening a Saving 3 86 Sl <
or Current Account G Sl
Saving Scheme kil bl
Housing Loan O e A
1. Application for a new Product | Car Loan H PR ()35 Aasd. / i il 4
/ Service : S | kel Jaealids 222 I-pl aaliad) 5 1'-....51..1‘.
INT: SELECT AS RELEVANT AND/OR Educational Loan eilad a A I H .
SPECIFY DETAILS OF Credﬂ Cards dl&l’!‘ m‘.nl
PRODUCT/SERVICE
Personal Loan st i
Double your Salary dil el
Offer
Youth & Student oSl y 2 aa
Account

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

Housing Loan OMSsl a8
RcﬁairiLoan ] L ...‘.:‘Ji E
_Educational Lgan ;_H;;:

Credit Cards Slatil Sliay |

Personal Loan ads -ﬂ)ii
" Double your Salary ol e

%Offer

Youth & Student
Account

‘D_ ROOO0O0O0|0 00000000

O

N

of o) dadi (pma e Glaia e jlaiiul 2 |
[ gaiall Jaalis saa 9] g uliad) g4 sl
daadl)
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‘C.  Branch Presentation and Customer
FFacilities I ERGREL Lo ST

G5l Aasiall -:.M_gg_,m;.h,ca

4.1 Was Customer Parking instantly available for the

2l e § gne il go AT Gondiad 239 O 4.1

Mystery Shopper?
3 1 Yes D ani 1 3
2 No 4] 2
i. Specify: “aaa |
ii. Specify time taken to find parking: 3 min. ) il g Sy o M as o
4.2 Entrance to Building el 1 Jsaal 4.2
a. Wasthe Entrance Clean? PR Jaaal) CAS Ja )
3 1. Yes X P 3
0 2 No O 38 2 0
If ‘No’, specify “Why / Describe how” the OIS Ml Cia gl 1L 2aa Sl e ST Ll gall 1S 13
entrance was unclean: el e Jaal

b. Was the Entrance Convenient?

e Jasad (38 Ja .o

3 1. Yes

a1 3

0 2. No

OR

%82 0

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

:|'- e el ﬁ P-‘ AL asa . NS \.—ll)_;:l JS 130

4.3 Cleanliness of Premises ) AlES 4.3
Was the branch premises clean? UL £ A e 08 A
3 1. Yes E ani 3
0 2. No O %2 o

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

S " e gl ML san Slliad e IS Gl gl S 131
gl e
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4.4 Branding Material gl el 4.4
a. Posters / Branding material present on doors, walls 238 5l y ) jsal) il g e 4 las cladle [ Sliale 3 g 6
and windows?
3 1. Yes E a1 3
0 2. No O w2 o0
If ‘No’, please specify “additional comments”, O M) Gl e Slliad e (NS Ol gal) S 1A
if any: Sy
b. Pamphlets, Leaflets and Brochures on display? el il g Sl i je o5 A
3 1. Yes X m1| 3
0 2. No O w2 o
If ‘No’, please specify “additional comments”, &b il Gllaadle” saa i e A" O gall IS 13
if any: QAL
& Branding material up-to-date? Paluaa 4 adl) Slolal) 2 e Ja &
3 1. Yes E a1 3
0 2. No | 2| o0
If ‘No’, please specify “additional comments”, O "ilal Slaa ke s2a Sliab (e "US  gad) S 1
if any: Sy
4.5 Presentation of Staff Cull pall 4Be 4.5
a. Were employees present at over 90% of the branch a8 gay agSlSa gl g £ AN B g e %90 e 5S) 22 g3 S Ja )
desks and counters? [y PN
3 1. Yes O 1| 3
0 2. No X w2 o0
If ‘No’, please specify “additional comments”, O Migilal Slaatia" aaa Slad e MUST ) gall S 13
if any: _ WS
b out oF D were available
b. Were all / almost all of the staff neatly and il 3 B
¢ ; ; \ ;
professionally dressed? A3 im0l Ga8 o G gal) plima [ S OIS 6 0
3 1. Yes X 1| 3
0 2. No O X2 0
. ‘Il' 2 - | ERRE " ’” . i . ‘ll " 1 A
If ‘No’, please specify “additional comments”, chieA) e aiTaS i g _‘-f_\i“'
if any: iR
. Wi II/almost the entire staff wearing name : . .
c. Were all/alm e entire g Cagrbandy S LS & gauday Gl gall aliaa [ JS 008 JA S
badges?
3 1. Yes [l 1| 3
0 2. No X x2| 0
If ‘No’, please specify “the approximate Sl Cpila pall o 8 sl 2aa Sl e STl gl S 1D
number of staff not wearing name badges: ey Sl LS G gaaa ¥
Mo one \C wearing anme
| |
pmgu 2
- -
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4.6 ATM and CDM machines

SR g1y N Gl el 53420 4.6

a. Was the area surrounding the ATM and CDM

O g il AR £1AY g V) il eall 3 gl Jasaall S AS A L

machines clean and presentable? ¢ 4Bl
i w |
3 1. Yes E a1 | 3
0 2. No O w 2| o
If ‘No’, please specify “Why / Describe how the S "AS caayl 1AL saa Sl e (ST Ol gal) IS 13
area was unclean: RPN R L]

b. Were the ATM and CDM machines functioning?

fdaad g2l g1y N il eal) 3 gl Sl JA

3 1. Yes

a1 3

0 2. No

O

%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 4 S0l T s Sllad e ST el S 1
il peall Gl gl 23mg) Jaad Y paill g1y Y1 el

:(é:.i_'\ll gluy “J\,".

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

CATM/CDM 4dhis 3 32 ciSall g 2 S Ja o

3 |1 Yes X 1 3
0 2: No D 38 2 0
3 3. Not applicable O Geab Y 3 3

If ‘No’, please specify “the time at which at
which the cooling was not functioning

A Jaayal o2 " 2na Sliad e MUS" gl IS0
B KL sl

4.7 Branch Ambience and Facilities

Bl g AN J313 el 21 4.7

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

TSy 2 JE2 Jany sl Sl S A

3 1. Yes

a1 3

0 2. No

OR

%82 0

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

[MAils) Slaadla e dllad e NS il gal) SIS 1D
S S Al S Cea

b. Did the branch possess sufficient lighting?

TS Splaly £ Al i b

3 1. Yes | 1| 3
0 2. No O 2| o0
If ‘No’, please specify “Additional comments / MMagdlal Slaad” saa Al e MUST il gadl IS 1
Describe how it was insufficient: 1S S Al S sy




+ + *

| ¢. Did the customer have sufficient waiting space / Tomslal) 6 Ua e kS 220 [ UL AAS Aabss Jpaall S A S
seating area?
3 1. Yes E a1 3
0 2. No n w2 0
aailoal o "o, Load “ye o"NE" L | 18 13
If ‘No’, please specify “Additional comments / I A acha b *’:‘6?—1; ::""S :i"|
Describe how it was insufficient: =3 i &
d. Did the customer find it easy to follow the signage @ I e o ; . -
; ) Jala ds ) AN Al g WY T L 10 “- W I P
within the interiors of the branch, indicating different FITELE ’:j‘-ill OSlal (m- ‘%-Héfju%| gm. u::‘-"-':"
counters/ work stations? ; '
3 1. Yes D ! a1 3
0 2. No K y2| o
If 'ND', p|Ease SDeCifY “Additiona] comments/ e | r s ChlaSa saa Hload - ol Ll | IS 13
Describe how it was insufficient: EXEFHT = w’; ;f _‘:S
M'g_qu owao! the cus o e ) )
\ 7/
Cervilare o £ wunseen e the
I
Cnlianly
6
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D.  Greeting and Soft Skills of Staff ol gall & gy o Al &
5.1 Greeting of Customer Gkl a3 5.1

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

e AN D AR [ AR 3yl e i adlfcma s 3 Oa

e Nogreeting / acknowledgement

Ly REITON i A

e Greeted within 10 minutes of entering

Jraall Jgis e 38210 S a1l e

Greeted within 5 minutes of entering

0
1
2 .
3

e Immediately greeted on entering

000X

0
1
Gl Jsis e 3825 a1 e 2
3

Gl Jgac s aa il e

b. Did the staff either / or:

1Y) gl Bl 43 A o

a. Ask for the customer’s name?

¢ L-l.._‘ i{ 'I.nll e ‘_:'Ln.d A

b. Greet the customer by name?

?wl)s.:?‘.—j.“_j:t‘lj‘\_.?\._\&).*i

e  Yes, the customer was greeted by name /

Jlml;puhiwiﬁ\?ﬁqﬁﬁnﬁ‘éﬂ.gi .

3 asked for his / her name D (P 3
*  No, the customer was not greeted by aanl e g aly /e 83 ae Laallcun gl G NS o
0 . X e | 0
name / asked for his or her name !yl
B 8 peadia) g e gl ShaeLiea ISy CiS" (il gal) A
c. Did the staff ask, “How can | help you today?” o 3 e S ‘”: "L'} I;J; 4_:
and Probe the purpose of the customer’s visit? -
3 1. Yes, the staff did this O ALy Cala gyl 18 33 cpai ] 3
0 2. No, staff did not do this E ALy Cals gall a3 Wl NS 2 0

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

TEblbal/dhial Ao sl Al Gl 4agbsile) S0 &

3 1. Yes, he / she was redirected on the
basis of his / her needs

Walial/adlalial ) (5)senll dua g5 30le 35 28 cand 1 3

2. (OR) The first staff member

e Jraall 4 A G3N JyY) il gl e () 2

R O 0O

3 encountered probed the nature of . i e 3
_ s 2 L\.‘.C.»....:}'s.\c....ujadu__l).'*h._;.}.n
visit and assister him / her
0 3. No, he / she was not redirected on | Lol aRa a1 dum gl Bsle ) 2 o) 036 3 | o

the basis of his / her needs

[

5.2 Soft Skills of Staff

il Ty Gk gl g 5.2

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

fmanl) 328 Lusa AuhiS 8 o jeadiid) gl 3 il gall IS A )

0 * No, the staff were not at all courteous D ABY) e dd ciBgall (8.1 38 e 0
*  Yes, the staff were quite / reasonably ) . . o
1 Al galha ABLL Cals gull a3 03] el
— O S [Alphe ABL bl It il e e 1
2 s Yes, the staff were courteous E Gl bl S Al i e 2
3 * Yes, the staff were very courteous D AL yad b gl S Gl e e 3
b. Did the staff demonstrate “active listening” on Tlandl i "' la) slaal™ Cilh gall gl Ja o

customer enquiry?

s No, the staff did not demonstrate

| plial il gall )

° active listening O i s sl 4Bl S . 0

1 * Yes, the staff listened quite / ! D Loyl Sy /Al gyke 43 il gl il 3] o {
reasonably actively H) S [Cate By el A ipns @

2 *  Yes, the staff listened actively Lulay) il gall sl Gl cani @ 2

3 * Yes, the staff listened very actively D L) e S Cibgall ha) il aai e 3
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E Did the staff appear confident? Pl (e @1y A1 o B gall 4B 04

0 1 e No, the staff did not appear confident | [] ki o Byl o byl gl NS e
e Yes, the staff appeared quite / - . ST 5 3
1 |h"" Ls-ulf Ak o | g 43) - \l B LAl
reasonably confident O O Fly bl e oyl B o o
2 e Yes, the staff appeared confident E Adi o Byl o Cibgdl el aai @
3 s Yes, the staff appeared very confident D i e Lalad (Bl ) o Cila gl jelaani @
:,:;th- List the names of staff interacted e Lt Bl e 3 &
o Mr./Ms. Opans femall 1 Aol lalill e
e Mr./Ms. : 2 A/l e
e Mr./Ms. 3 ALty lalw) e
e Mr./Ms. 4 alalaly Laatill .
8
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E. Staff Capability, Knowledge and Cross-Selling Ay ol Llee y 4l & jaall (g giesay ciligal) 508 7
6.1 Staff Capability O gall 528 6.1
a. Did the staff frequently probe the nature of the ¢80 J80 e ) Slalia) dab G8 ldiulL Gl pall B3 Ja )
customer's needs?
3 1. Yes O axi 1 3
0 | No X 852 0
If ‘No’, please specify your comments: sl mlady oF sla S 13
' (%
+he Cutlomer nesol
[ b. Did the staff actively attempt to anticipate £0ug0 ) Shpbiia) ey Aah AL glaeg wilh gall o8 JA o
| customer needs? i
B 1. Yes [ ani 1 3
0 2. No [} 3 2 0
If ‘No’, please specify your comments: 2 mliady o ala S 1Y)
clicddnt} o o)) l 7

an)‘v'm'/oa)‘f castfomer neect(

Were the staff able to cater to the needs of the

aaf 320 lue il 93 O O3l Shaliia) Al il pall £ i) JA S

customer without seeking the help of a colleague? Te3a 3l
3 1. Yes E PR | 3
0 2. No O 382 0

If ‘No’, please specify your comments:

INT: IF the Answer is YES , so the answer for Q
D should be Not Applicable

1l lall o ola ) US" 1Y

o "Rl YO ALY ela )l (Jgad) 134 B aai Gl gl (IS 13
& Agnal Adaiil

d. Were the staff able to answer all / most of the )
questions posed? fha 5 faall ALY alaa [US 8 YY) Gl gall pllicd Ja &
3 1. Yes O axi 1 3
0o | 2. No | S ;2 0
3 3- Not Applicable X Gehi Y 3 3
If ‘No’, please specify your comments: ) ey o sla ) S" 1Y)

e. If the staff were unaware of the answer to a A D Al [oma Jigm o AV e |08 Gilb gal) 085 o1 13) 2
particular query / queries, did they politely “ask el dal [ e A5 5 e 2SN Jal e URIYI" Culgly i Gl
you to wait while they double-checked with the
system / a colleague”?

3 1. Yes O a1 3
0 2. No O 3 2 0
3 Not Applicable | ki Y 3
If ‘No’, please specify your comments: A claly af sl US" 1Y)
9
+ +
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6.2 Product Knowledge and Cross Selling A gl pialy Al 4 el 6.2
a. Overall, was the staff well-informed on Bank e Alaie Gans Sl glan cilh gall 52l SIS JA ple J8
Dhofar’s product and services? [ o Uk oy
0 ‘ e Not at all informed D | Syl e Slaglaaasd ul e 0
e Wellinformed on at least a quarter / a | - i i
Slaadll g Siladiall e Juldl ) O |
1 few of the products and services D T e jl::i’l.:k j = 1
discussed 3
2 e Wellinformed on at least half of the E & A Slesall y Slatidl cdeal e SV e alay e 2
products and services discussed Pk 1k
e Well informed on at least three- ) .
Sladidl e 581 gl A
3 ‘ quarters or more of the products and D ) on 8 &J e J,J "'k 'lu * 3
. . Lailia Al .;-‘B _.‘.‘_\_-.JIJ
services discussed

b. List the details of the “main purpose of your visit”
(as per SECTION B); rate the staff on the level of
“product / service knowledge” in this area:

el 2 s L) ML e ) gl Alaia 42y Loy pd
"lasill g Clplialy Sall 1 ) 5 gione” o ol gall py oy 1(
:ddhial) o8 q.l

INT: LIST THE CODE FROM SECTION B.

| Sl (e G LG B raly

0 * No knowledge at all D GOy e alay Y e 0
e Wellinformed on at least a quarter / a
rllasalll giinkatndy ¢ J 4 Il
1 few of the products and services D S o A e ‘Jc" j\l - ,J... . 1
; Lgiudlie a5 q"'l.'
discussed
2 e Wellinformed on at least half of the X a3 A Clasall y Cilaiial) cieai (e Y e play @ 9
products and services discussed ‘ Lilalia
e Wellinformed on at least three ‘ o
Slamdl e 581 gl gl A5 5y ;
3 quarters or more of the products and D ' el E’L’J v JSS' “'h 'J.' * 3
o Lidilia 5 ) ilasally
services discussed
c.  Did the staff attempt to “cross-sell” other products Clasd y ladial " ALaY) " G aUAl A glaey b galt o0 4
and services? MPREN
0 * Nocross selling at all E GALY! e Ayl sl Glaas i al @ 0
1 e Cross-selling after a lot of prompting D Ol Ml Oa sl sy el adl leay S5 @ 1
e Cross-selling after a little / some i L ) B
=Bt L |3y Alay) sl dilaa B3 2
. prompting O - VI On Gl 2y L2V & e
3 e Immediate cross-selling attempt D 23l o Glayl adl el e 3

d. Did the staff explain Why Bank Dhofar’s products
and services possess a “Comparative advantage”
relative to competing banks?

ALl ual Ul A Glaad g Giladie 13yl cilb gal) B8 Ja S
FladUiall & il aa A e "Agpeadll

3

1.

Yes

a1 3

0]

2.

No

R® 0O

xB2, 0]

If ‘No’, please specify your comments:
diclpt

CJ‘IHIM(‘C (4
wm/)cﬁ'ﬁ/‘!

A gl ol 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?

Glasd g Slatie 8 "ALS Sl glaa Sile Y A glaey il gal) 43 4
fdlall Gi3 SLusSh aa ik o

INT: LIST THE CODE FROM SECTION B.

S amdll G e AL B rlal

0 * Noinformation at all E kY e Glaglaay o 0
* Information provided on at least a sy i ok M B
ddinsall Sl \ [ | I\ Je el |
1 quarter / a few of the products and D ’“:‘ Z)‘ J*m Ieu J.I‘ “'L nerr 1
i \gaadlia a3 4..u\ Salaasldl y Sladial
services discussed
2 e Information provided on at least half D Slatiadly dlaiall Sl glaal cieal B e olac) e 2
of the products and services discussed iidlia o5 A Zlaaadly
* |Information provided on at least three q 14 "
Zilaglaall e 381 gl gLl AS3E JAY e cliac
3 quarters or more of the products and D - M,:P J‘s ‘,’. &L"' iy J. ",,hﬁ . 3
. s e & Al Dlecad) g Slalildl ailaill
services discussed
3 * Not Applicable Gy e 3
f. Information on relevant procedures, falaall 213 dayliall 4 g SaZiesall g (Sl 2l ddiaie Slaglaa ¢
documentation and follow-up method?
INT: LIST THE CODE FROM SECTION B. S andl) Ga Gall g, ad slaly
0 * Noinformation at all E Gy Lle Glaglaay e 0
+ |nformation provided on at least a -
Akl S gladll e QI faa; JY) e sl
1 quarter / ? few of the products and D LRI O e 1
services discussed
2 + Information provided on at least half D Slatidl Glatall Sl glad) cieal B o sllac! e 2
of the products and services discussed giiilia o3 A Saaaldly
* Information provided on at least three . - .
Sila glaall e 381 gl gl DG U o ele) @
3 quar-ters Clll‘ more of the products and i D VSR 5 0 Casil g iy Al 3
services discussed | ‘
3 * Not Applicable ! SeaisY e
g Did the staff attempt to acquire more customer | Jal O Ol Alaia JISH il glae 43 jaal A glaey il gal) 518 JaF
I

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

753 g B dagially p)

3 1. Yes

pni L 3

0 2. No

X0

aB&2 0

If ‘No’, please specify your comments:

audnr] ocguire  more

/n/:.;;rmaf?bo

) gliads o ela, ST

1
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F.  Timeless iyl r
7.1 Timeless b gl) 7.1

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

o O pall (il pall aa Jaladl) Sy gl Jpda die R cdy )
s Aadil) adga o [ ala¥) Badd)

INT: SPECIFY TIME IN MINUTES:

DA G Sl gl dsa sdaly

0 e  QOver 15 minutes D I 6815 5. 81 o 0
4 e 5-10 minutes = 345:10-5 e 1
2 e  3-5minutes D Glia5-3 e 2
3 e Under 3 minutes D SIS e Bl . 3
b. Did the customer feel like the queuing system Sy Jany ceall (B (201 plR) B aURS GU Gl Al b o
(numbering system) functioned properly? fraa
0 e Queuing system (numbering system) D o Jay ¥ caall A (LY Uanyl Lai ) e 0
did not function at all Y
e  Queuing system (numbering system) . 5 gy Caall B gl S
\3 L) wacal LY Al o)
1 functioned, but tworked withadew | [ | £ 0SB S o' &L" ol 1
impediments )
e Queuing system (numbering system) i B el b By Al
2 functioned and it worked quite easily D Sy o3 ) L.i ;JTMJLPL”]; .‘; ‘ 2
and efficiently ) ’
e Queuing system (numbering system) u gaa Atin Sl 4 Jul i1 4
Yoo 1 Y aUa) caal Wiy aUas o)
3 functioned and it worked very easily D eag LAl ""j_u- ]'; ff;_:{_;‘ * 3
and efficiently :
e Not applicable (no numbering system) E (il Al slaisa p V) Gt Y o -
c. Time taken for the “purpose of the customer’s visit Eiga ) dpea sl 2o G5l 5 hih AnD” Ja) (e M) B S
:n i 4]

to be fulfilled once reaching the counter:

o

INT: SPECIFY TIME IN MINUTES:

TR Gaea Sl g daa tdaly

7.2 Product /Services applied for and Turn Around il N TS Yle J peaad) o plhaal) Silesds friiall 7.2
Time
a. Product / Service / Request 1: st oW Allall flanil) fpiial
INT: MENTION PRODUCT / SERVICE ABOVE AND Al o Y a5l o gl ae il 5 00 dail il €3 cialy
TIME TAKEN TO PROCESS REQUEST.
Nature of request: t4addll dagke
Time taken: (days / weeks) (sl 1pL31) R
Additional Comments: o) cla) )
12
+ +




+
i b. Product / Service / Request 1: e Lullal) fAaad)) fpiidl o
|
i INT: MENTION PRODUCT / SERVICE ABOVE AND Al o oY 35 2 g pe (ils 55,800 il il S50 raly
TIME TAKEN TO PROCESS REQUEST. s
Nature of request: TAasdl) dayh
Time taken: (days / weeks) (&bt aLY) T3 i i)
Additional Comments: tigdla) clal
H. Additional Comments on Visit 253l Adlaial) A8LaY1 Cla i) o
(If any): (= )
End of the Survey - Thank you very much....
S T8 — i) Akl
For Office Use Only hid Casall Jala aladiudu
G. TOTAL Branch Score
(Total unweighted branch score, summing all sections):
Sactian Pirsenater Uridee Buakiation j Total Points Scored in this Total Points Allocated /
| Area: Parameter
c Branch Presentation and Customer Facilities ;
l D Greeting and Soft Skills of Staff i
|
E Staff Capability, Knowledge and Cross-Selling
F Timeless
TOTAL SCORE
g Al Bl £ gana E |
(P S pan of ill Aan jall j Ll § gana) ‘
Jalal) [Aaaid) DA £ e ;,J!,iwmiw o A ady g d) Jalad) el ‘
Ol Aadial | gl y £ Al aga < ‘
]
1
Ol pall o g g o 01 &
ALY ) Ales g 40h g (il gall 508 c
L & Jada
13
- -






