+ + +
PROJECT: Money
SHOPPER CODE DATA ENTRY EDITING j SERIAL NO.
Name Number Name Number Name —
5u 110634
(E 3l
B 3 s . : B e,
o Sl Cila gleall St sl 35
) Y a0 ! 3 oYy
A. Details of Visit 30 Jaeals -
Bank Dhofar O Jlil ol
Bank Muscat D i Sy
National Bank of Oman ) el il gl 2B T (R PRV R
HSBC-0IB O HSBC-OIB <
1. Bank Visited
o Bank Sohar EI e Ly
Oman Arab bank O ol e iy
Ahli Bank | Sy
Other Bank: oAl dly
2a. Branch Name A \.(UA g Al 12
2b. Branch Area \(’CJL Ma/j(bf g oAl a2
3. Branch City )M \(ué Ll 3
4. Branch Region M{A{Cﬂbi No r M i) 4
Day | Month |  Year T T ikl an 5
5. Date of Visit 3
0 o4 4 | 1
Hours | Minutes da) | S )
6. Start Time of Visit b incd, 6
0§ 28
i Ll Sle !
7. Total Duration of Houes Ll = s 7
Visit oo | /Q I ol




+ - +
| B. Purpose of Visit 3] S| O X7 Y
‘: Opening a Saving PUBY e eyl
[ or Current Account g Sl
‘ Saving Scheme e alas
! Housing Loan USal a3
’ 1. Application for a new Product | Car Loan i re () i/ g e 1
| / Service 7 o Ll it s g}/ g il ) 1
| INT: ELECT AS RELEVANT AND/OR Educational Loan s o i | [ B Gl e g
} SPECIFY DETAILS OF Credit Cards T g
| PRODUCT/SERVICE
t Personal Loan adl o A
‘L Double your Salary A3y iola
i Offer
:
| Youth & Student el a2 A

Account

| Opening a Savings
\

2 o e b |

-

| or pqrﬂenlAccount | [ W I
| Saving Scheme S aa
| Housing Loan Sl

| Car Loan

DK FPREY T ::.-A. _:l.n;a ale jlailul 2

SJ.—:‘— ...‘""’)i | PO

2. General Enquiry relating to a

00000000 R O0OO0O000000O

specific Product, Service [ i ) ‘ i
and/or Facility Educational Loan il o | @80 Qe b f ikl k) .::“TL* |
| INT: SELECT AS RELEVANT AND/OR I~ T — — daaill |
SPECIFY DETAILS OF Credit Cards . s i i
PRODUCT/SERVICE Personal Loan adl ya b
Double your Salary P '
Offer 5 [
, Youth & Student LT 8k ;
[ Account TOAERT AT i

2
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c Branch Presentation and Customer G5l Aadial) gl g £l splia &
Facilities e :
4.1 Was Customer Parking instantly available for the . A i .8 2l
Mystery Shopper? ol e Bl Cilga Al Galall aag s 41
3 1 Yes D and ] 3
2 No E 38 2
i. Specify: raam |
ii. Specify time taken to find parking: __?___min. iads il g ¥ 230 gl e
l
4.2 Entrance to Building il N Jsaal 4.2
a. Was the Entrance Clean? Sl Jaaad) oS e )
3 1. Yes =4 pni 1 3
0o |2 No O 38 2 0

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

S " i gl N1 3aa Slid e NS gl (AS 13

il b Jaadl

b. Was the Entrance Convenient?

i Jaaal GAS Ja

1

3 1. Yes E and 1 3
0 2. No O w2 o
If ‘No’, please specify “Why” the entrance was Thslie Jaad) 08 ol "B saa ¢ MISY Gl galdl S 1D
inconvenient:
4.3 Cleanliness of Premises Pl AiE5 4.3

Was the branch premises clean?

Tk p Al e 008 06

3 1. Yes

a1

3

0 2. No

O

a8 2

0

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

S " i gl £ 2am Slad e "HS™ il gl AS 131
Ak e )
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4.4 Branding Material Lol Lol 4.4
a. Posters / Branding material present on doors, walls 231 5ill g o) aad) ol ) e 4 Aad Siladle [ Silheale 3395 JA L
and windows?
3 1. Yes |4 pmil| 3
0 2. No O w2 o
If ‘No’, please specify “additional comments”, O Al Slaa " saa Alad e ST Ol gall SIS 1)
if any: Sy
b. Pamphlets, Leaflets and Brochures on display? ! il y LSl e a3 A L
3 1. Yes E_ a1 3
0 2. No O «“«2| o
If ‘No’, please specify “additional comments”, O MAgilial SlaaNa" saa Sllai e USY ol gal) SIS 13
if any: iy
C. Branding material up-to-date? fAlaa Ay fadll Sladladl 3 pe A O
3 1. Yes & a1 3
0 2. No O x2| 0
If ‘No’, please specify “additional comments”, b Magilal SUaa " sas dllad e ST il galt SIS 1)
if any: iy
4.5 Presentation of Staff Cuibpddl 4Ba 4.5
a. Were employees present at over 90% of the branch ey pgitsa gl g £ A AB g (e %90 (e S 290 55 S Ja
desks and counters? faasdl)
3 1. Yes D a1 3
0 2. No 4 B2 0
If ‘No’, please specify “additional comments”, O "Gila) Claa Sl 2aa Sllad e NS gl 1S 13
if any: Sy

£ oud of /2 were owailabl,

b. Were all / almost all of the staff neatly and
professionally dressed?

T i a e G5 s DB pall pliaa [ S OIS

e

3 1. Yes E PESES | 3
0 2. No O w2 0
-} Mauioal Gilaa™ a i o NS n o Al
If ‘No’, please specify “additional comments”, e s A ""“'f‘%‘ ]
if any: S
c. Were all/almost the entire staff wearing name . . . .
/ § Cagilaney DL G guday [l pall pliaa [ S 08 A S
badges?

3 1. Yes O 1| 3
0 2. No | 2| 0
If ‘No’, please specify “the approximate TSI T PR T [ECPY RPN BRI L RS g L K
number of staff not wearing name badges: paibanly LS gy Y

£ oud ‘:F WeGriINns

- Fl £ J
{oTL Vs ym/(gco
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4.6 ATM and CDM machines @) g1y N il jall 3 54l 4.6
a. Was the area surrounding the ATM and CDM Oy Bl AR £1ANy N il pall 3] Buad) SIS (S )
machines clean and presentable? ¢ ghall
3 | 1 Yes K md| 3
o | 2 No O 2| 0
| If ‘No’, please specify “Why / Describe how the IS "AS Cha gl ML daa Sllad e NS il gal) SIS 1
area was unclean: e e S

b. Were the ATM and CDM machines functioning? fhand g2l g1y (N il pal) 5 gl SOS A o
3 1. Yes |4 1| 3
0 2. No O 2| 0

If ‘No’, please specify “the time at which at
which the ATM / CDM were not functioning
(and specify which machine, ATM or CDM):

eal 4 6 A " el e ST gl ST
Gl peall Glea gl 2aa ) s Y aill Iy V) Gl el
sl g1y ijt

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

CATM/CDM 4diaie 3 39 Sl g 3,80 S Ja

E

3 1. Yes E 1| 3
0o |2 No O 2] 8
3 3. Not applicable O Gehai Y .3 3
If ‘No’, please specify “the time at which at 48 Jany ol 3 il " 20 Sllad e MUSY il gal) IS 1Y)
which the cooling was not functioning L S sl
4.7 Branch Ambience and Facilities Sl y £ Al Jala alall sl 4.7

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

TSy 2 JSEy Jary o aed) Sl S O )

3 1. Yes X 1| 3
0 2. No | €2 0
| If ‘No’, please specify “Additional comments / [adlal Claadia s dliad Ga MUS" lgall 1S 131

! Describe how it was insufficient:

B

b. Did the branch possess sufficient lighting?

AN Selaly £ A adady JA o

3 l 1. Yes E ant 3
0 2. No O w2 o0
If ‘No’, please specify “Additional comments / [agiial Slaadia daa dlliad e MUST Glgall IS 3
Describe how it was insufficient: o L P L




+ +
c. Did the customer have sufficient waiting space / L fomstad) e lha Ga ilS Sae [ URISU A Aabus Jpaall G A S
seating area? i
3 1. Yes Kl i | 3
0 2. No | 2| 0
If ‘No’, please specify “Additional comments / Pt it il 34 “:L:js' ‘—'L"j ;’.E b:
Describe how it was insufficient: 2 A ey

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

Al B AN Ja13 A guia pal) CIGEN & gy sty O (g0 01 p I A S
aall Sl y (SlSall) Gl fS) ilida ) a3

3 1. Yes

a1 3

0 2. No

O/

¥ .2 0

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

Ciaa )y fihia) Clliad® sia s Cpe "HE" Gl yal) (S 13

AHS Sl s
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Greeting and Soft Skills of Staff

Ol ) Gl s w1 &

5.1 Greeting of Customer

O et s 5.1

Was the Mystery Shopper “promptly greeted /

T Al D Adghs jeb AN Geudall o b oadllfcua A a3 Ja )

acknowledged” on entering the branch?

|a.
|
|

—
i

i e |mmediately greeted on entering

o | e Nogreeting / acknowledgement D l Gl 5Y e 0
1 ] e Greeted within 10 minutes of entering m ; Jiandl Jgas 3o 3 10 D ca gl @ 1
2 | e Greeted within 5 minutes of entering D Srand) Jgia e B 5 i a1l @ 2
3 O 3

Upandl Jgas s a0 e

| b. Did the staff either / or:

e Y sl il gl B A

a. Ask for the customer’s name?

el al e Jla

|
|
I
|
|

b. Greet the customer by name?

faasl S5 ae Jraalls on

| »  Yes, the customer was greeted by name /

FIECTNS Sy VWS <SRN0 FOVL ERETEN [P - YV

2 ’ asked for his / her name D Lgad 3
| «  No, the customer was not greeted by aand e S aly i S5 aa Jpaalh s gl a5 W 8 e
0 : X ¢ : 0
name / asked for his or her name e
B (8 eadios) g "0 gl a0 s ISy ™ (A pal) e
c Did the staff ask, “How can | help you today?” - 3 esd! =2 ": JL“! “‘J: _,L:
and Probe the purpose of the customer’s visit?
3 1. Yes, the staff did this X B3y wilagd AF 3D cani 3
0 2. No, staff did not do this O Sl Cals gall ads ol 38 2 0

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

Yalbial/alial e sl ALl §paiadl 4 g e 5 4 &

1. Yes, he /she was redirected on the

lalial/afalial I (3) Laall 3 salel a3 Sal ¢ ans
7 basis of his / her needs D alialGalial ) (F)dend 4 sitile! 5 ) i 1 3
2. (OR) The first staff member et ——— -
e Jpasd I s J gy il gl i) ()
3 encountered probed the nature of D S S el & “'"*J P (,J) -2 3
. i ) ey forelu s U dapla
visit and assister him / her
! 3. No, he / she was not redirected on e e Sl N
il fadlaldal | salel i 3
0 3 the basis of his / her needs & MRyl B el sl il 25,3 0
5.2 Soft Skills of Staff il L35 g B gal) S g 5.2
a. Were the staff courteous on the customer making Tsanl) 526 e A4S (6 2 laaiid) s B il pal) (IS A
his / her enquiry?
i ”
0o | e No, the staff were not at all courteous | [] SV e il Bl 0% 43S e 0
\ e Yes, the staff were quite / reasonably : - -2 . § ot
| u M 2 .I .
2 } courteous D B Ptldpiiaal gl Bopdl o .
2 | e Yes, the staff were courteous E Gl caligdl S il ani e 2
3 s Yes, the staff were very courteous D ALyl bl S i can e 3
b. Did the staff demonstrate “active listening” on Clranll Loy M el slial Cilhpall bl Ja o

customer enquiry?

e No, the staff did not demonstrate

0 ) plinal il gl gy Al (S
a active listening O i s sl gy o . 0
! e Yes, the staff listened quite / : e R L ; s
! ) 4l il gall [T S
1] reasonably actively O L) g [l ke Ay ey B gal) sl ai] cni @ 1
2 | e Yes, the staff listened actively m Ll il gall il 21l cani @ 2
3 | e Yes, the staff listened very actively O ) e G il gal) el Gl i e 3




c Did the staff appear confident? Chdi (a By A o Cilgadl g8 A o

0 e No, the staff did not appear confident | [] | Al (e (Blg Al Jo Cabsdl kA NS

* Yes, the staff appeared quite /

e JS5 dad (pa (BBly A0 16 il gl s pnd
reasonably confident Jae g2y Oa @lyadl o byl 4h e

2 ®  Yes, the staff appeared confident E ! Akl Ha Byl o byl jehcaai e

3 s Yes, the staff appeared very confident daki (o Lals By Al o Calagall j4hocani @
:;ith' List the names of staff interacted e et ) (gl sl 3
o M./Ms. Aping 1 AallyJad e
e  Mr./ Ms. 2 dall/ el e
e Mr./Ms. 3 allallf slal .
e Mr./Ms, 4 Ao/ laldl e
8
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E. Staff Capability, Knowledge and Cross-Selling

ALY ol Alae 5 4l & mall (g ghenay il pall 38

6.1 Staff Capability

(il gl 528 6.1

a. Did the staff frequently probe the nature of the
customer's needs?

€K U5 ) Slpia) dapls (F kil i gl o8 b

- B Yes O i1 | 3
0o |2 No X 2 | o
| If ‘No’, please specify your comments: Wl plaly o als ST 1Y

| cidat 2 robe

| necture 07:7"& Mﬁmﬂ/ g

b. Did the staff actively attempt to anticipate
customer needs?

05 ) Slalial Hliuy Allad A jlaay wilh pall o8 Ja o

I
3 | 1. Yes O | axi 1 3
0 | 2 No X 3 2 0
} If ‘No’, please specify your comments: | Ll #lads oF ela ) 28" 1Y)

owu#r'o"/’mf? Crd me:" ’%

c. Were the staff able to cater to the needs of the

2a) 530 lea b (559 Oa (g ) Slaliia) A0 Gilb gl plaied JA S

customer without seeking the help of a colleague? fe3kall
3 ( 1. Yes E ’ a1 3
0o | 2. No | 38 2 0

| If ‘No’, please specify your comments:

CINT: IF the Answer is YES , so the answer for Q
| Dshould be Not Applicable

o "l VUG ALY sl (el 138 A aad ol gadl S 130

(A plaly o ola (NS 1Y)

& Aghal) Akadil

d. Were the staff able to answer all / most of the
questions posed?

o g shal) ALY aliaa [US 08 Y il gall plaia) Ja &

3 | 1. Yes O o 1 3
0 2. No O 3 2 0
3 3- Not Applicable E G Y 3 3

If ‘No’, please specify your comments:

) plads o dla S 1

e. If the staff were unaware of the answer to a
particular query / queries, did they politely “ask
you to wait while they double-checked with the
system / a colleague”?

JA Al Al o Jlge e AlaY) o 100 Gl sall 0% A1 7

£ el dal falBIl e A0 5 e SUN Jab e UINIT Caisy dia il

3 1. Yes O ~1 |3
0 2. No O 38 2 0
3 Not Applicable X Gulais Y 3

If ‘No’, please specify your comments:

AT s b ol S 1
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6.2 Product Knowledge and Cross Selling A gl y il Adlaid) 48 el 6.2
a. Overall, was the staff well-informed on Bank ‘ Sladd g Cladie ddiaie dhere Sle glae il gall 52 SIS JA e JS&
Dhofar’s product and services? ‘ ¢k L
0 e Not at all informed D ‘ ALY e Slaglaa g il e 0
e Wellinformed on at least a quarter / a ' - il i
alaaadl ¢ Saladiall - | : i
1 few of the products and services D S O G0 fes “F. "“ "h e ™ i |
e adlia 2 \r‘jl
discussed
2 e Wellinformed on at least half of the E A5 Al Sleadll y Sl diial e JY) o alay e 2
products and services discussed i,
o Wellinformed on at least three- i g
Slasiadl e S0 gl gl A Y
3 quarters or more of the products and D e .&,'f e "",.j "'k ,.1..; ‘ 3
. . s‘.h.-'sLI‘ A 4.1.1 u\.a.‘.:dl_,
services discussed
b. List the details of the “main purpose of your visit” ekl A (5 LaS) "B UON e 1) )" Al 420y aud g b o

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

"Slaadl) y Sladidly | dladal) il}.di d)hn"uhwﬂlpﬁ‘l@‘.i_’t(é
Adid) oia

INT: LIST THE CODE FROM SECTION B.

G pnadll O el 4SS o 1 Zaly

0 e No knowledge at all O SMLYI e Ay e 0
e Wellinformed on at least a quarter / a 23 i
Slaall g ciladiall | y | !
1 few of the products and services O hassle’sS. = ‘}1 Ji:{. "}' e 1
E [P 1R Y 4‘“'
discussed
2 e Wellinformed on at least half of the E a5 Al leadll y Cilatial dieal e Y e day e ”
products and services discussed Pk Y
e Wellinformed on at least three ; Sl A e VR
Sladidl Iy j 425 3y 1
3 quarters or more of the products and O prtoe 24 ,EL!“L ks "}' il 3
3 n ldlie 20 "_Jl ._.L‘_;;..IJ
services discussed
c. Did the staff attempt to “cross-sell” other products Sladd y Sladial " e o™ o aUll Al laey i gal) 40 A S
and services? I e Al
0 e No cross selling at all D Gyl o Al aul Llasaiial e 0
1 e C(Cross-selling after a lot of prompting D S e (e SN g Bl aull ileas W6 e 5
e (Cross-selling after a little / some T . i -
< e |y ey awll Ll ol
2 i DX ) Cn G 3ty Y ol e o 2
3 e Immediate cross-selling attempt D skl o Lol anll dglae Wi e 3
d. Did the staff explain Why Bank Dhofar’s products

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

Lai)™ gual B L) Sl y Gladia 1Rl 7 iy ol gal) 28 a4 &
FAdUall & gl aa A3 e "Agpudl)

3 1. Yes O a1 { 3
0 2. No K 2. | o
If ‘No’, please specify your comments: Wl mlady o sla ST 1Y
Al n'; om’lff)am et

W/Jﬂ)‘ 7LD f

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 06 MALLS Sl e dikee Y Al jlaay il pall 4 A 7
filall i3 Syt g b o

INT: LIST THE CODE FROM SECTION B.

Sl (3o ) Ay o sialy

0 e Noinformation at all D j ALY e Claglaay e 0
e Information provided on at least a - , ™
ki) e gl e QoI faay S8 e ellac! @
1 quarter / a few of the products and D 3B 235 D clasall 1 Cilagia, 1
1 Bie I Slaasd
services discussed N ol
2 * Information provided on at least half E Siladially dilaial Sila glaall ciiad Y e sllac] e 2
of the products and services discussed Lolile a3 Al Silaadll
* Information provided on at least three . sei T, i
Cila gladll - | gl gl A0 A e cllac)
3 quarters or more of the productsand | [] ":_.‘::J: f_,é;" 0, f‘ ,_._"’kn -..fc]; ' 3
services discussed - -
3 e Not Applicable AhuY e 3

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

aleall i3 Aagliall A g laTiaeall  oDle) Yl Aliaie Sl gles £

INT: LIST THE CODE FROM SECTION B.

S ) G ) A B rZaly

0 ® Noinformation at all

SMY) ke claglay o 0

* Information provided on at least a

latiall i glaall e RN fau g BY) Lo ellac) e

4 | quarter / _a few of the products and I:I (R 3 2 asil g gl 1
services discussed
* Information provided on at least half Sladiadly dilaiall i gladll el JBY) Je slac!
2 o 2 oAl 2
of the products and services discussed e 5 Al Sleadlly
* Information provided on at least three \ i angt i1
e plaall 0 Iyl gl ) N5 8 Lac |
3 quarters or more of the products and D gei L0 o il gloallect 3

services discussed

'l".",b:_‘(’;ﬁ\ oA "'\)'—'-‘?"""L.' aalaidl

3 e Not Applicable

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

@iwwmm;iau,h,uﬂu,}aw&;m,ﬁ&,g
300 A A Aalially Ll

3 1. Yes O a1 L3
0 2. No X | % o200 | o0
If ‘No’, please specify your comments: 1l plady ol slay US" 1Y [
nt (2 €

III/CDYIM'}"W)

11
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'F.  Timeless aigl
| 7.1 Timeless < gl 7.1

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

o O gall (o pall pa Jalalll S g A Jgda e UEIN) Gy )
D Aail) 4Bl ga e [ pala¥) Bd))

INT: SPECIFY TIME IN MINUTES:

1 TR G Gl gl s sl

0 e QOver 15 minutes E] 38215 e Kl e 0
1 e 5-10 minutes R 362 10-5 e 1
2 e 3-5minutes O 353 e 2
3 e Under 3 minutes D S EW e B 3
b. Did the customer feel like the queuing system JEE Jany cieal) (a8 aU3) I AUBS Ol G ) ad A
(numbering system) functioned properly? s
0 e Queuing system (numbering system) D e Jany ¥ caall (AN eyl Glas ol e 0
did not function at all iy
e Queuing system (numbering system) . T I TR, I v
1 functioned, but it worked with a few D B Ok g (o Y1 L) o' J &1‘;:. = 1
impediments ’
e Queuing system (numbering system) + S A . S s
U ppes 15 ;Y aLas) iall ey Ui oy
2 functioned and it worked quite easily E ey (2571 pL2) i g 2 2
Loa ) Jad iy,
and efficiently
e Queuing system (numbering system) - e e T
A g N AU Caall b Uy ARG
3 functioned and it worked very easily D ¥ Jang (V! L53) ""j‘_i !: g 4..1 : 3
and efficiently e
e Not applicable (no numbering system) D (FAN Aol plaian V) Gy Y » -

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

Adga ) Jpa gl 2o 53l 345 b A" Ja) e 2454 iy
ALl

“ INT: SPECIFY TIME IN MINUTES: ‘

| L

T s Gl ) 2aa sdaly

7.2 Product /Services applied for and Turn Around Ch gl ) i) e J peaad) o pllaall Ciladi [piall T2
Time
a. Product / Service / Request 1: 1A gV Adlal) flasdl) friiall
INT: MENTION PRODUCT / SERVICE ABOVE AND Agllall o) oy 385l o g Gl 5 S5 asill sl S8
TIME TAKEN TO PROCESS REQUEST.
Nature of request: sdacdl) ek
Time taken: (days / weeks) (&) [5LY1) 1340 <l gl
Additional Comments: i) Sl e
12
+ +




b. Product / Service / Request 1:

| INT: MENTION PRODUCT / SERVICE ABOVE AND
TIME TAKEN TO PROCESS REQUEST.

Nature of request:

Time taken: (days / weeks)

Additional Comments:

1AV Al fAladl) fpiidl

Al ol Y a0 il g ae L 5,800 Lsil foiidd) (S5 iy
thaddll Aaph

(aesth) [aL) s3ad) gl

i) alal )

H.

Additional Comments on Visit

(If any):

13l Adladal) AdLaY) Gla yiial)

.~

(=2 )

End of the Survey - Thank you very much....
S 188 — et Ay

For Office Use Only

Jadd Cagal) JA13 aladiudd

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 I 1
T i
E Staff Capability, Knowledge and Cross-Selling |
F Timeless
TOTAL SCORE
_ g Al bl £ gara "
) :(A—%‘I‘JSQA}‘&)B:\A—.\)J‘ o Bl £ jans)
Jalall [iawid) BAD £ gara | caedl) 3 dlaid) BGI £ gara 8 G o3y 21 Jalal) ]
i O Aadhall il g N g <
} O gal) S g g a2 <
A ) e g 43 aa g il gall § a0 z
< gl C
L) £ gara
13
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