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PROJECT: Money
SHOPPER CODE DATA ENTRY EDITING ]
Name Number Name Number Name f_ SERIALND. 3
cd 4ol 2[6
HED
i
'd] )l] 2 a4l Sila glaal) ) B giall e
a0 Al i o a8l !
A. Details of Visit 33 Jaalds -
Bank Dhofar O Ukl
Bank Muscat O |
National Bank of Oman D lanll il gt S T PR PR P B B
HSBC-0IB O HSBC-0IB
1. Bank Visited
Bank Sohar D s Sy
Oman Arab bank D ol Glee Sy
Ahli Bank X R
Other Bank: Al Jly
2a. Branch Name A hl, ban[(. g Al pd 12
2b. Branch Area M KL\/D Utﬂu/] gl aige 2
3. Branch Cit Al 3
i M thodh
4. Branch Region MMC{,&\.\' ‘Uﬁ b +h ilaidl 4
Day | Month | Year ™ T T am 5
5. Date of Visit i
0! | of | 2914 | | |
Hours | Minutes | aada) ] el
6. Start Time of Visit Pl cd, 6
|O 58 |
i ) Sile Ll
7. Total Duration of Hovry Minutes | i, 7
Visit 0 0 | , -} l 3kl B
1
* +




4
+
“+

' B. Purpose of Visit 5oL Chaa -
! Opening a Saving 3 iy B
; or Current Account S Sl
Saving Scheme kil ol
' Housing Loan S (o
l " - £} .
[ 1. ?;S)g:::izzm for a new Product | Car Loan 35l i A A : () 1..,\5..! C-”-_‘ uu: 1
i INT: SELECT AS RELEVANT AND/OR Educational Loan gl i i | [ g il 222 gl [ g quealial) i _:*-Ne‘
SPECIFY DETAILS OF Credit Cards Sladil Sility
PRODUCT/SERVICE

Personal Loan

|
? Double your Salary
: Offer
Youth & Student
| Account
| Opening a Savings
or Current Account

%
h A
=
b
(ll._.‘-

| Saving Scheme j

Housing Loan Sl s 8
| 2. General Enquiry relating to a : - o5 Rari ((ma iy (Blae sl luaild 2 |
‘ o Car Loan 3l Lo A TR
specific Product, Service | ) ' o ,
and/or Facility Educational Loan el pa i | [ gl Jaualll 222 g1 [ g caaddal) Jid) sy |
[ INT: SELECT AS RELEVANT AND/OR I : 1 T daail) |
SPECIFY DETAILS OF Credit Cards Sl Zia

PRODUCT/SERVICE

Personal Loan

' Doublé VO-\-H Salary

0000000 R|OOOOOOOO0
s
3
k
;

-_"._.'J- —icla
L Offer - B - B
Youth & Student ‘i :
._.: | g bl alius
| Account D i st ’
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». Branch Presentation and Customer . G5l Aadiall CBlgiill g £ il jgdia &
Facilities e ‘
4.1 Was Customer Parking instantly available for the - . . : .
¢ gl id
Mystery Shopper? oA e 5 b il g AR Gaadall a5 08 4.1
3 1. Yes K o1 3
2 No O 382
i. Specify: ‘aaa |
ii. Specify time taken to find parking: 2 min. i il ga dlagy A Gl s
4.2 Entrance to Building il A Jedall 4.2
a. Was the Entrance Clean? LGkl Jaaad) A Ja )
3 |1 Yes & w1 |3
o |2 No O % 2 i 0
If ‘No’, specify “Why / Describe how” the OIS "AS i y) /13T d2a Slliad e ST Ol galdl S 13|
entrance was unclean: e e Jaadl '
|
[
b. Was the Entrance Convenient? | Towlia Jaadd oS A o
3 1. Yes K m1| 3
0 2. No O X2 0
If ‘No’, please specify “Why” the entrance was Taalie Jaadll S5 "I 33a ¢ "E" il gall AS 1)
inconvenient:

4.3 Cleanliness of Premises Pl 4355 4.3
Was the branch premises clean? TUR g il dae S A
3 1. Yes X m1| 3
0 2. No O 2| o0
If ‘No’, plgase specify “Why / Describe how OIS " iem g /13 3am Aliad Cpec "HS" il adl S 1

the premises was unclean: A
Ak je Sl
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4.4 Branding Material

Al bl 4.4

a. Posters / Branding material present on doors, walls
and windows?

€3 41y o)) ol Y1 6 Ay latls [ Gilkeale 33 g5 JA )

|
!
1
3 1. Yes R | 3
0 2. No Od0 w2 o
If ‘No’, please specify “additional comments”, | [ O Migilal Slaa s saa Slliad e ST Gl gl S 13
if any: ' E il g
i
!
|
b. Pamphlets, Leaflets and Brochures on display? l ol il y LSl e e a3 0
3 1. Yes X 1| 3
0 2. No O X2 0
If ‘No’, please specify “additional comments”, O el Slaa St saa dllad e ST Gl gall SIS 1
if any: iy
c. Branding material up-to-date? Palpan 4 ladl) Cladlall 3 g JA D
3 1. Yes & pni 1 3
0 2. No O X2 0
If ‘No’, please specify “additional comments”, O Ml Slatile 2aa Alad e S Ol gall IS 13
if any: ey
4.5 Presentation of Staff Cpib gl 4Be 45
a. Were employees present at over 90% of the branch a8 gy agilia o)y £ AN B ga e %90 O ) 2314 OIS A A
desks and counters? LEPRES]
3 1. Yes O 1| 3
0 2. No =X w2 0
If ‘No’, please specify “additional comments”, O ilal Slaa " soa Sl e MO Gl galdl SAS 1
if any: . Sy
¥ aidt o [0 were gual /QQU

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

T e e el (95 (B gal) i [ JS S JA

professionally dressed?
3 1. Yes X il 3
0 2. No O 2| o
. , -1| ‘II‘ 'unl o'lhx" 15 . I . “l " ‘ ‘ . "I
If ‘No’, please specify “additional comments”, C itk e Sl g5 A _‘_’__li"

if any:

c. Were all/almost the entire staff wearing name
badges?

Caglanely S D § iy (B gl pBaa [ JS S D8 S

3 1. Yes

a1 3

0 2. No

10O

xi 2 0

If ‘No’, please specify “the approximate
number of staff not wearing name badges:
[ out of & (L wearing

) gkl 3l g 1 3l 3am liah e IS gl AS 1S

sy S LS G Y

Noeme
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4.6 ATM and CDM machines

S g1y N il al) 534l 4.6

a. Was the area surrounding the ATM and CDM

O g il 53N £ 14Ty ) il peal) 3 gl Baaad) S IS Ga L

machines clean and presentable? ¢ Bl
3 1. Yes K a1 i 3
0 2. No O 2| o
If ‘No’, please specify “Why / Describe how the OB A eyl " 2ra Slliai e NS Ll gall S 1Y
area was unclean: eaaal e )
b. Were the ATM and CDM machines functioning? | S0l skl £ 1oy N il jeall B gl S G4 o
3 1. Yes [ 1| 3
0 2. No O | w2l o0
If ‘No’, please specify “the time at which at el 48 8 A od 7 saa Alled e IS il pall S 1
which the ATM / CDM were not functioning il peall Gl gl 2aa ) Jand Y il pla¥y Y1 Gl el
(and specify which machine, ATM or CDM): (sl gl 5l Y
c. Was there sufficient cooling in the ATM/CDM area? TATM/CDM 4ikia 3 3 cisSall 5l 380 S Ja o
3 1 Yes D a1 3
0o |2 No O X2 9
3 3. Not applicable R 3Lu¥ 3| 3
If ‘No’, please specify “the time at which at A Jany al A1 28 1" aa olliad e MUY L gall S 13
which the cooling was not functioning 2 JS0 il
4.7 Branch Ambience and Facilities gl g £ AN JA12 alal) gall 4.7

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

Sy B S5y Jaay Al ) RS S

3 1. Yes X 1| 3
0 2. No O 2| 0
If ‘No’, please specify “Additional comments / [Madlal Claad! sxa dlal e MUS" Gl gadl S0
Describe how it was insufficient: S S s eyl
|
b. Did the branch possess sufficient lighting? TAMS Splaly £ A iy JA
3 1. Yes X 1| 3
0 2. No my x2| 0
If ‘No’, please specify “Additional comments / Mgl Slhadle” e dllai e ST D gall S 1)
Describe how it was insufficient: S S Al S ay
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c. Did the customer have sufficient waiting space / e sladl 3ol (e GilS 330 [ JUBIDU A0S Aabeas Jpaall S A O
seating area?

3 1. Yes K 1| 3

0 2. No O w2 o

. ; = 1y il cllas S SALmd pe o"NE" ) el CAS 131
If ‘No’, please specify “Additional comments / fri A" R bl Ly 288 S oS

Describe how it was insufficient:

d. Did the customer find it easy to follow the signage ; o e e S i :

) 1 Jals As | s & w ad g . .
within the interiors of the branch, indicating different Grela AR URlAe ;"J ) ol He %“"H :"GJ"J‘“ ﬁ"""‘*"l‘j“:
counters/ work stations? Pdaal) HSlal g (il A ali Al 5

3 1. Yes ‘ 2 I a1 3
O

0 7l No ¥ 9 0

If ‘No’, please specify “Additional comments /

Describe how it was insufficient: S S5 o) S

|
[ .
{ —h J‘J fu_"u-a‘ | Sllaa " 2aa Sl e P il .,;'l‘,.;..'ll .J‘S |_‘,|
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D.  Greeting and Soft Skills of Staff ol gall Sl gy o ) &
5.1 Greeting of Customer Ol M a3 5.1

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

e AN AR S AR Gyl e Al 43 A

* No greeting / acknowledgement

|

Pogalifeua 5V e

Greeted within 10 minutes of entering

Jraall Jgis e 382 10 JDa i i e

Greeted within 5 minutes of entering

0
1
2
3

* Immediately greeted on entering

00RO

0

1

Jpaal J i Cu GUS S Hl gl @ 2
Jrandl Jgas s cua gl e 3

b. Did the staff either / or:

(e Y] saal B gl B0 A o

a. Ask for the customer’s name?

el pudd o Jl

b. Greet the customer by name?

v K t f
.u.;l)SJ:.q_,;uu._s.._.n_;Ag

. Yes, the customer was greeted by name /

3 dand Do Jl Jans) S5 aa sl o il 5ol spai e

3 asked for his / her name D L 4
* No, the customer was not greeted by o | Al e Jl aly /A 85 ae laallcua Al 3 K o
0 , < < ; 0
name / asked for his or her name Lgansl 4 .
b 5 adicd § "%agl) Eae Lo AiSe LS (il gall o
c. Did the staff ask, “How can | help you today?” S 3 e = "‘: JL': l;'l; ;
| and Probe the purpose of the customer’s visit? .
|
3 | 1 Yes, the staff did this X KLV ERER 3
0 ] 2. No, staff did not do this ' D Ay Gl gl 41 W1 038 2 0
d. Was the Mystery Shopper redirected on the falhal/dahal do sl Al Gpudall 4agisalel S &
basis of his / her needs?

1. Yes, he /she was redirected on the

. basis of his / her needs

Lialial/adalial ) (3)saall 4 i 3ale ! &5 S5 cani 1 3

2. (OR) The first staff member

Cp gaall 4 1 G3 J5Y) s gl i (41) .2

3 e'n.counterec:i prob_ed the nature of D Wnsels foseliag 6 il Aagle 3
visit and assister him / her ,

o | F Mmrelsewmmideiin @] s wsseniss | o
5.2 Soft Skills of Staff il 4y Ll gl Gy 5.2
a. Were the staff courteous on the customer making Tsand) 536 ua kS (6 0 jadiaa) (2] (B il gal) CAS 4

his / her enquiry?

0 * No, the staff were not at all courteous D SRY) e gl ciBigad) 08 .1 38 e | 0

1 . Z:i,r::::::aff were quite / reasonably 2] S i pihe A ila gl Lt il pas @ 1

2 e Yes, the staff were courteous D Gl b S dl el e 2

3 e Yes, the staff were very courteous D AL ol Gl gl S Gl aai e 3

b. Did the staff demonstrate “active listening” on
customer enquiry?

Saaall i "' ka) plinal” Cib pall 4B Ja o

g e No, the staff did not demonstrate

i) #liua) il gall 1.8
il active listening O it Sl By ol i 0
e Yes, the staff listened quite / ] ‘ bl Yk i o
1 Ll aJ Al jhy il gal) | el 2l
reasonably actively | & s o =g = A
2 * Yes, the staff listened actively D Lolay) Gl gal) ol 2l ani @ 2
3 * Yes, the staff listened very actively |:| AaY) D S il gal) heal Gl ani @ 3
7
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Did the staff appear confident?

Tasdi e By adl o gl gl A S

L C.

Adi (e (B4l e algd) el NS e

* No, the staff did not appear confident : D
e Yes, the staff appeared quite / | ) fora is o Ge B B s
Jaiea JSE ddl | g 4 I .
reasonably confident \ E ’ et e e
e Yes, the staff appeared confident 1 D Al e Bl i o iyl jel e e
T ¢ . %

e Yes, the staff appeared very confident D Adi fpa lalas (Bl gadl o cabgdl plhcaai e
d.'th List the names of staff interacted cagan Gl () (il gal) pland) S3H &
with:

« wr/Ms MousSa Baloush;| 1 Lo/ .

e Mr./Ms. 2 Ay ol e

e Mr./Ms, 3 alalillf Jalall .

e Mr./Ms. 4 ALl lail o

8
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E. Staff Capability, Knowledge and Cross-Selling ALY ) Ades 5 Al Al (g gy il gl 388
| 6.1 Staff Capability [ | Ol gall 5,8 6.1
' a. Did the staff frequently probe the nature of the €S0 J8 (g 3l Slalia) Aa (6 kil il pall 2 A
customer's needs?
l
3 |1 Yes 1 O aai 1 3
o |2 No K % 2 0
If ‘No’, please specify your comments: -l zlaads a8 ela ) ST 1Y)
clioln / /brob? e aature
oF s ‘cushomerS nude
b. Did the staff actively attempt to anticipate

customer needs? Fos ) Slalia) Fuduy Al A gl cib sl o0 8

3 1. Yes D a1 3

0 2. No , & 38 2 | 0
If ‘No’, please specify your comments: i plady o ala 2 1Y) |
dida'l o 1/

gn-ﬁ'a'pa%f CM{HZ)W/' iy

c.  Were the staff able to cater to the needs of the dai 53 leas b (93 O G ) Cilalta) Al Cilh gal) gl JA S

| customer without seeking the help of a colleague? £o3ka
| 3 1. Yes X pi 1 3
0 2. No | % 2 0

If ‘No’, please specify your comments:

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

T ey o s ST 1Y)

oA UL YU ALY la )l (il 138 A s ol gad) S 1)
& AN Adadil

d. Were the staff able to answer all / most of the o
questions posed? Ao g aal) ALY alaa [JS 8 AaY) cib pall plaiu) Ja &
3 1. Yes O a1 3
0 2. No O % 2 0
3 3- Not Applicable X G ¥ 3 3
If ‘No’, please specify your comments: 2l Claaly a8 als ;2SN
Jl |
| e. If the staff were unaware of the answer to a A D A [ Jgan e AaY) e 100 il gal) 085 o 1) 2
particular query / queries, did they politely “ask el sal faa) e A0 5 e S Jal e UEIYIT Gudel, i Gl
you to wait while they double-checked with the
system / a colleague”?
3 1. Yes N a1 3
0 2. No O % 2 0
3 Not Applicable X AT 3
If ‘No’, please specify your comments: w3l plads a8l 28" 1Y)
|
L
9
+ -
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6.2 Product Knowledge and Cross Selling Aea gl g ialy Adiaial) 43 el 6.2
a. Overall, was the staff well-informed on Bank Cladd g Gladie ddlaie dhas Sl giae cild gall 53 SIS JA ple JS5 )
Dhofar’s product and services? £ b Jy
0 e Notatall informed O SN b Claglmadagd gal  » 0
e Wellinformed on at least a quarter / a .5
Gilaga M s Ehatidl. o \ L By L Ll
1 few of the products and services O 3 Shasiall e G s i ol - 1
. dla a0 _,m
discussed
5 e Wellinformed on at least half of the X A A sl y Clatiadl il oo S e alay e 5
products and services discussed | Picke &Y
o Wellinformed on at least three- A .
Slatial e 381 gl gl ) ASME B !
3 quarters or more of the products and D ‘ G 0 Ej.‘i.u p J&‘I :‘ZI._. * 3
services discussed ot ~
b. List the details of the “main purpose of your visit” pedl) A 5 LaS) "5l i ) gl dlaie 4ol gy aB

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

"easily a iy S 3 A 5 i 5 sl g s by +(
+ddhia) »3a vl

INT: LIST THE CODE FROM SECTION B.

G andll a el 4SS a8 tZaly

0 * No knowledge at all D [ Ayl e alyY e 0
e Well informed on at least a quarter / a :
“lacall y Sladiall | = Y
1 few of the products and services I O - Sl O P .ﬁ::; _:k j ‘ 1
| discussed £
7 2 e Wellinformed on at least half of the E A Al Sl y Cilaliall ceai (e BV e alay @ 2
| products and services discussed PR
e Wellinformed on at least three £ i i
Slaiiadl e A8l gl gl A Y e Al
3 quarters or more of the products and O - SRS E.iih.. _ ”{“ :x' T * 3
services discussed e .

c. Did the staff attempt to “cross-sell” other products Claad y cladial " ASY) ™ o aldll A ey il gall 0 Ja o
and services? Y Al
0 e No cross selling at all O ALY e Alayl gl e i al e 0
1 e Cross-selling after a lot of prompting O S G e 80 sy e adl Lles 6 @ 1
5 . Cross-se'llmg after a little / some E Aoy MIAD 3ay I gl Bplany A5 2
prompting
3 e Immediate cross-selling attempt O sl o Loyl ol dgas i e I 3
d. Did the staff explain Why Bank Dhofar’s products

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

ALl el B AL Glaad g Sladie 13 £y il gal) o Ja S
AUl & gl e A e "apl)

3 1. Yes O] a1 3
0 2. No A X2 0
If ‘No’, please specify your comments: ol 2lady o sla ) 1S" 1Y
C/: dat f OUWJDGI‘C W "-%

Covvp eh 74”(

10




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

+
Cladd y Sladie oo AL Sla glaa didae Y A glaay il pall 20 Ja 2
falall il SluSS) aa s L l

|

INT: LIST THE CODE FROM SECTION B.

|
|

S padl) O e A aB 1l

0 * Noinformation at all 3 LY L Glagaay o 0
e Information provided on at least a [ |
Aalaiall il glaall e Julil [l e slac) |

1 quarter / a few of the products and e e & 5 ‘ : . 1

services discussed

il 5 41..| .......a..u‘_, Sladiadly

e Information provided on at least half

il Aalaiall S slaall e JW) o o) @

2 by -
of the products and services discussed Lilila o5 A Sleaslly :
e Information provided on at least three i ¢ i :
il glaall e 81 9 gl ) ASNE A Uac |
3 quarters or more of the products and oe 8l S e o S ‘{bwﬁ * 3
: acilia o3 444' Cilacdl) y Silamially ddlatal)
services discussed
3 e Not Applicable i SkiY e 3

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

faluall i3 daglial) 4500y Slaliaall y (D) Yl Alade Sl glaa 7

INT: LIST THE CODE FROM SECTION B.

G peakl] (sl 4SS a8 el

0 e Noinformation at all D ’ Sy e Glaglaay e 0
e Information provided on at least a ' i
1.~ 'l._.lm I - \ 41 Lz
1 quarter / a few of the products and D - ;‘:J"m ’F'.:L:’.:u ‘S: °‘1 ° 1
services discussed e ST
2 e Information provided on at least half E Slaiially Adlaid) S pledl cieal B o cllac) e 2
of the products and services discussed Liialia o3 I Sleadll
e Information provided on at least three - - .
Chagladdl e 281 9l By 4:3.‘- \ Uac |
3 quarters or more of the products and | [_] ’u .o 259 eh Jw ‘{,hmﬁ * 3
! dlia a0 J_l‘ Shadall g Sladially Alledall
services discussed
3 e Not Applicable | BalY e
g Did the staff attempt to acquire more customer Jal e O Adlaia ST Sl glae 43 el A glaey cilh gal) 28 Ja
information so as to follow-up at the end of the visit? L0 e A Al AL
3 1. Yes O a1 3
0 2. No Bd X2, 0
If ‘No’, please specify your comments: 2l mlady a8 elp ) ("DS" 13)
dieln: GYCC?MI/‘{D o)Vl
1ngor maf v

11
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'F.  Timeless cdgd ¢
| 7.1 Timeless <yl 7.1
| a. Waiting time on entering the branch, before o a9 gl B gal) aa Jaladll Jab g g Al Jgds 2o U g, )

dealing with the frontline staff:

s daadl) adige e [ ala¥) i)

|
i
[
|
|
.

INT: SPECIFY TIME IN MINUTES: \

| LR G Sl gl s aly

[ A
0 s  Over 15 minutes g GE150e S8 @ | 0
1 e 5-10 minutes E 32 10-5 e 1
2 ¢ 3-5 minutes D ME:5-3 e 2
3 e Under 3 minutes | Gl ol o 3
b. Did the customer feel like the queuing system JS Jany cieal) B (BN pUS) URIY) U5 0l Gge ) el A
(numbering system) functioned properly? {raa
0 e Queuing system (numbering system) D oo Jay ¥ Caall (WU Y) lanyl Wl o) e 0
did not function at all By
[ e Queuing system (numbering system) R o At
) N alas) caeall 6 LTy LS o
[ 1 functioned, but it worked with a few D &e Oy Jay (s3] p15) i &‘;:1 oo 1
! impediments oy
| e Queuing system (numbering system) Q G L il B T 4
2 functioned and it worked quite easily | [] Sy Jany (pHY] ) o S o5 . 2
. Leaa ) Jud JS5,
and efficiently
e Queuing system (numbering system) p S R G ina -
Al g 3,y ) caall iyl aldas o)
3 functioned and it worked very easily | [] ¢ ety PV L) b Y o . 3
Jud ol 5 4.l
and efficiently
i e Not applicable (no numbering system) E (B a8 slai s g V) GasY -
c. Time taken for the “purpose of the customer’s visit al g ) Jgea gl die gl 505 ciaa 4B Jal e Sl Cl g O

to be fulfilled once reaching the counter:

:u ’. e}

INT: SPECIFY TIME IN MINUTES:

| [0

1B e G gl 20 raly

7.2 Product /Services applied for and Turn Around il ) i) e Jgeaal) o plinall Slasd [miial) 7.2
Time
a. Product / Service / Request 1: g Lallal) Jlandll Jpiiad
INT: MENTION PRODUCT / SERVICE ABOVE AND Agllall ol Y 385 8 g aa Gl 35 4S50 Zassll fpmddt S50 il
TIME TAKEN TO PROCESS REQUEST. )
Nature of request: tdasdl) dayh
Time taken: (days / weeks) (&bt [aL51) 13434) cd g
Additional Comments: 1Al clal g8
12
& -
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b. Product / Service / Request 1: AoV Allall fAasil) fpiiadl

INT: MENTION PRODUCT / SERVICE ABOVE AND Al o Y St gl aa (i 53000 Aasal) fiidl S s

TIME TAKEN TO PROCESS REQUEST.

Nature of request: rdaddl) dagds

Time taken: (days / weeks) (&a¥) [aL31) s3as) cd g

Additional Comments: LG Sla) @)
H. Additional Comments on Visit 15U 300 dllatadl 48LaY) Cla k) A
Incall the o{uu‘l‘f\j \S‘\/§M

End of the Survey - Thank you very much....
M 184 — Gl A4S

For Office Use Only Laid Cacal) Jaa aladiudd

G. TOTAL Branch Score

(Total unweighted branch score, summing all sections):

Section Parsosater Usdas Evaisation 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 L '
F Timeless

TOTAL SCORE

(P8 S pas o il a1 e B £ gena)

EAN B g gare £

&Ml[mmg,.ap ;‘p.—ﬂlgi"\i@.‘dtml&w |M\quﬂ&hﬂ aadll
Gl Aadial) Clgll g £ il aals <
el Sl ey uadl | &
A ) il g 43h aa g cilh gall 538 g
\:Ii_,.“ C
LAl £ gana
13
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