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PROJECT: Money
SHOPPER CODE DATA ENTRY EDITING
Name | Number | Name | Number | Name : SERIAL NO. e
ol | [1]0]6]7 |7
1§ 3l
i " ' ; ; T
e‘i 1l ) ’ Sila glaall Jlaal Byl 3ay
53 T 3y ad) | ] pd]
|
|
|
A. Details of Visit 3L Jaealds -
Bank Dhofar O il iy
Bank Muscat D dadsa Sy
National Bank of Oman O andl il gl L) a5y a3 i) 9
HSBC-0IB 1 O HSBC-OIB <L
1. Bank Visited 1
; Bank Sohar , O S iy
! Oman Arab bank ; E ol e S
' Ahli Bank [ 0O LAY oy
Other Bank: Al
2a. Branch Name Oman Amb Bﬁnlﬁwwﬂ g il pud 12
2b. Branch Area P ‘I\J\\‘/l/\\/‘l \_/ /| g il alga 2
T
3. Branch City L]Aws_ﬂ sl 3
4. Branch Region DML(VI \A\Jﬂ Gl 4
Day | Mohth | Year T ik en.5
5. Date of Visit
30 | 0 4 | 2014 | J
Hours [ Minutes ) | Sile L)
6. Start Time of Visit ul iy iy 6
l ‘ ! 440 i : ]
' ) e Ll
7. Total Duration of oL l haites Y
Visit o0 | \g | 3oL 7
1
+ +




' B. Purpose of Visit Bl i o
Opening a Saving s il AT
or Current Account T

‘ Saving Scheme sl Ll

1 Housing Loan OlSal a8

|

| 1. Application for a new Product | Car Loan 3 jbs . i

|7 P Sehvcs Lintasl Chimtek feha bl 1

L ; 5 g | ] gl el saa el Al laly

| INT: SELECT AS RELEVANT AND/OR | Educational Loan s o= = B e

} SPECIFY DETAILS OF Credit Cards Sl oAy

) PRODUCT/SERVICE

[ Personal Loan gadd o A

|

i Double your Salary A3, el

i Offer

{ Youth & Student

[ Account

Opening a Savings
| or Current Account |

Saving Scheme

Housing Loan

33 Aena e plies Blale ple i) 2

2. General Enquiry relating to a

specific Product, Service | _C_a_r_%oan | e “ | Jigadd

: and/or Facility Educational Loan gailad L 1 | pial) Jaold 322 gl [ g cacalial) A4 lal
| INT: SELECT AS RELEVANT AND/OR T S daail)
; SPECIFY DETAILS OF Credit Cards Cladil il

| PRODUCT/SERVICE Personal Loan

" Double your sélary

0D 0O0000OROO|0 00000000
I | :
;
3

| ! ] i |
! Offer - '
Youth & Student ) i . i
olall § il Clea |
Account




+ + +
C.  Branch Presentation and Customer Gl Al Cdlugadll y £ oA jgdia &
Facilities =, )"+ o 2 £ Sy i i

' 4.1 Was Customer Parking instantly available for the

© 0kl e § e i ga AR Fguial) 339 O 4.1

Mystery Shopper?
|
3 1. Yes X a1 3
z. No O S 2
i. Specify: i 1|
|
ii. Specify time taken to find parking: \ min. Gk il g g o0 Syl e |
4.2 Entrance to Building sl N Jsaal 4.2
a. Was the Entrance Clean? | Ul Jaaal) o8 s )
3 1. Yes K | e 3
o |2 No O 38 2 0
If ‘No’, specify “Why / Describe how” the OSMAS Cha ) /13" soa el e STl gadl IS 1)
entrance was unclean: reada e Jaadl
\
b. Was the Entrance Convenient? Flslia Jaaad 38 Ja @
3 1. Yes K 1| 3
0 2. No O X2 0
If ‘No’, please specify “Why” the entrance was Liostie Jaadl €5 o1 IS 32 ¢ "NS" Ll gall S 1)
inconvenient:

4.3 Cleanliness of Premises aall 435 4.3
Was the branch premises clean? flilai g dll e oS Ja
3 1. Yes B m1| 3
0 2. No O X2| o

If ‘No’, plgase specify “Why / Describe how S A iy M 33m l pa "NE” gl S 13
the premises was unclean: e
Al e )
* +
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4.4 Branding Material

A ladl cladlall 4.4

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

38 i) g O aadl ool ) e 4 as Sladle [ Skkeale a3 55 JA )

3 1. Yes 24 1| 3
0 2. No O 2| o
If ‘'No’, please specify “additional comments”, o) Ml laadi saa Slliad e ST Gl yall S 13
if any: ey

b. Pamphlets, Leaflets and Brochures on display?

fl iy Dl m e S8

3 1. Yes 4| mil] 3
0 2. No O xw2| o
If ‘No’, please specify “additional comments”, Ol Sllaale e dllad e MOST lpall S 13
if any: g
& Branding material up-to-date? P A jladll Gladal) 3 ge J4 S
3 1. Yes E_ a1 3
0 2. No O X2 0
If ‘No’, please specify “additional comments”, O ilal SUBa " e Ll e NSl gadl 1S 13
if any: Sy
4.5 Presentation of Staff Ouil gall 480 4.5
a. Were employees present at over 90% of the branch Migay aguiise ol g £ il B ga (e %90 (e S 220 6 1S Ja
desks and counters? fiaadl)
3 1. Yes O mi1| 3
0 2. No & 2| o0
If ‘No’, please specify “additional comments”, Ol Ml Sllaadia” aaa Slliad S ST il gall 1S 13
if any: S

cout oF /3 were ?/?;Jenj

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

T e e (90 (B pall alBa [ S S A

3 1. Yes B mil| 3
0 2. No a 2| o0
i) Sllaa N aoa Slad e PN Gl gall AS 13
If ‘No’, please specify “additional comments”, s - il e :’_u
ISy

if any:

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

[l

Cagbandy Sl LS () gasday (ol gl alima [ JS S A,

3 1. Yes

1| 3

0 2. No

KO

38 2 0

If ‘No’, please specify “the approximate
number of staff not wearing name badges:

3out oAl a)fa"fhf name
/ i an

) il gl ) oal) oa Aliad e TIST i yadl S 13

ey L g Y

A /A=a
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4.6 ATM and CDM machines SSh g1y M Gl ) 3340 4.6
a. Was the area surrounding the ATM and CDM O g il 2R3 2121 5 V)l eall 3 g Janal) LS S Ja )
machines clean and presentable? ¢ gl
3 1. Yes E pai 1 3
0 2. No O 2| o
If ‘No’, please specify “Why / Describe how the S "AS Caa gl /13l 232 dlliad e MEST gl 1S 1S
area was unclean: ikl e Sl

b. Were the ATM and CDM machines functioning? Tand gakil) £1a¥)y N il el 534 GO A
3 1. Yes R 1| 3
0 2. No O w€2| o

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 0S5 0 AN i I aaa Allad o ST Gl gal) S 1)
—-ll_).‘l'l e _’,‘i -“_\J) J-M; ' _‘;-‘-—I-I-l'l Eli-l__\.t"_, q-]\ﬂ ~_'A|_).4.]'p
(g gyl ]

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

SATM/CDM 4dhlaia 8 3o ciSal) gl 3,00 S Ja &

a1

3 1. Yes | 3
0o |2 No O X2 9
3 3. Not applicable G Y 3| 3
If ‘No’, please specify “the time at which at A Jaay ol G312 1" 2na Glliad e MUST Gl gall 1S 1Y
which the cooling was not functioning b S sl
4.7 Branch Ambience and Facilities Sl y £ il JA)3 alall gall 4.7

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

TSy 2 Sy Jany gl ChiSal) S Ja LD

3 1. Yes

pnd 1

0 2. No

ORX

%82

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

il Slaalia aaa Sllad e MU il gadl IS 1)
S S Al S Caayl

b. Did the branch possess sufficient lighting?

A Selaly £ Al Al A o

3 1. Yes

a1

3

0 2. No

OX

282

0

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

[Migilial Slaadla” saa dlliad (e 8" O gall S 1
(oS S Al S eyl
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c. Did the customer have sufficient waiting space /

Comslal) o lia a ilS 2ae [ SUBIIU 4808 dalace Jpeall S 4 &

seating area?
3 1. Yes K | 3
0 2. No O 2| 0

If ‘No’, please specify “Additional comments /

. Describe how it was insufficient:
|
|

Jragial Slaa M ana Slad e MU gl S0
S S Al S aayl

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 guin gall SIGEMN A gy Ay O Qg 3l gl Ja

e 0anll (Sl g (lSall) b Sl cilide N k5

*
—_

3 % Yes el pmil| 3
0 |2 No O ¥.2 0
If No_, please FpeC|f\,r Addltllona.ul comments / gl fiilal et saa dllab e TS" i jall S 13
Describe how it was insufficient: A4S G J G
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D. Greeting and Soft Skills of Staff

Ol pal) S jlga g a3 S

5.1 Greeting of Customer

Ol e a3 5.1

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

e AN ) Algia jgd AL Ggedal)l e i adllua S0 a3 06

| e No greeting / acknowledgement

._i).:[._u_-;_-)'j\jl .

e Greeted within 10 minutes of entering

Jraall Jsis e 310 2 a1l e

Greeted within 5 minutes of entering

1 i

laall Jgan e BB 5 A a5l

0
1
2 ‘ .
3 | e Immediately greeted on entering

X OO0

Jpadl Jgs b 3 o

0
1
2
3

b. Did the staff either / or:

1Y) saaly i gal) o8 JA

a. Ask for the customer’'s name?

¢ aandl sl e ‘_:L... i

b. Greet the customer by name?

F‘-.A-‘)SJC.‘MIJ\_I&J‘_I

e Yes, the customer was greeted by name /

J'@'}Utfw|ﬁd\?®h%ﬂ'lﬁﬁn@u L]

3
d asked for his / her name E (P
e No, the customer was not greeted by sl e iy aly faasd 80 e Jraallh a3 3 N8 e
0 . O € 1 0
name / asked for his or her name Leausl 4l
B e peadiid) g "Ta gl dhae lusa AiSay wdiS" (b pal) <
[ Did the staff ask, “How can | help you today?” o 3" s ’:‘ IJ'_! “J: JLIJ
and Probe the purpose of the customer’s visit?
3 I 1. Yes, the staff did this m Sl il gl AU 22 cand ] 3
0 2. No, staff did not do this D Ay il gall 435 Wl 38 2 0

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

Aalialalalial o by ALl dgiall 4ppgiiie) & 00 S

1. Yes, he / she was redirected on the

Ledlalalfatatgal N (33 saall 5 salel a3 2l (el
. basis of his / her needs E et ) (lChml i sinde) gl ] 3
2. (OR) The first staff member o Jaall 4y @ o3 JgY) il gl il (4) 2
| all J oyl i
3 encountered probed the nature of D - “ ¥ 2 Y A E’) ' 3
g ; ) Lacls foxeluy s ) 3l daph
visit and assister him / her
' 3. No, he / she was not redirected on " 3 ;
| ! Falialfadlalial N Il salel a4y ol S
. ' the basis of his / her needs D Wialialdelial A e s e 3 0
5.2 Soft Skills of Staff il 4445 5 B gall Sl ge 5.2
a. Were the staff courteous on the customer making el 50 Luse A4S (6 0 laiid) sl B il gal) AS A
his / her enquiry?
I -
0 | *  No, the staff were not at all courteous | [] BaY! o dd caBgall (8 a1 S e 0
' e Yes, the staff were quite / reasonably e sy . i
, a ARLL (Gl gl 3 il ¢
. | courteous D b e S04l el s e . A
2 ' e Yes, the staff were courteous E G b Sl el e 2
3 » Yes, the staff were very courteous [l ALyl bl Sl ad e 3

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

Taal) JlakindY " ) pliea)” il pall gl Ja o

e No, the staff did not demonstrate

) plia)l Cib gall 4B % LS
Q [ active listening D e pall i gl * 4
i e Yes, the staff listened quite / : i - ¢ o
1 | ’ el Al guda 44y jhy il Aua) 1l (anl
i reasonably actively D i o - = = 1
2 i e Yes, the staff listened actively E Llay) b pall ol dil cani @ 2
3 i e Yes, the staff listened very actively D eVl G G CiB gall s Gl ani e 3




c. Did the staff appear confident? Pl By 01 e CiBgall 4B A o
0 e No, the staff did not appear confident D Aidi G (Bl g Al e alh gl glualNS e
* Yes, the staff appeared quite / A . . “ Yo o
1 Jlaa JSlh Ads ) g 42 | ¢
reasonably confident O e e e i
2 * Yes, the staff appeared confident E Akl e Byl Jo il glaei
3 * Yes, the staff appeared very confident D dodi e Lalls (Bl 0l o il gdl glcaai @
d.“h List the names of staff interacted g bl g gl sl £ &
with: —a
o Mr./Ms. Al Rawahi i Aot/ o
o Mr./Ms. Omani: Fe.mals 2 Aol Latall .
e Mr./Ms. ! - 3 ALGylaul e
e Mr./Ms, 4 Aoyl laull e
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E. Staff Capability, Knowledge and Cross-Selling

ALY ) e s 4l Al s sianay ol 5l

sy

6.1 Staff Capability

Ol gl 528 6.1

€080 JS5 g3l Slalia) Aaga ekl il pall A A )

a. Did the staff frequently probe the nature of the
customer's needs?
3 |1 Yes O a1 3
0o |2 No X 8.2 0
If ‘No’, please specify your comments: Wl plialy o dla ) US" 1Y)
Jusf K- Wf»r a_ briey amver
—fu -H e cu{ﬁvnef- 7%7‘:@"
b. Did the staff actively attempt to anticipate R B e . A
e ) Slaloal
customer needs? O3 Slalha) Fauy Al A gla b sl 53 A o
3 1. Yes O a1 3
0 2. No | 3% 2 0
If ‘No’, please specify your comments: . i) Ly o sla ) "S" 1Y)
WEri I 7{) my
of ~he cecTome
c. Were the staff able to cater to the needs of the ) 35 lue b (333 Ga G Slalta) Auh Gl gl plaiu) Ja S
customer without seeking the help of a colleague? TS PRl
3 1. Yes X pni 1 3
0 2. No O 38 2 0
If ‘No’, please specify your comments: 3l rlals af ela ;) «"S" 1)
INT: IF the Answer is YES , so the answer for Q o "l VG ALY sla (el 130 B aai G gad) GUS 13)
D should be Not Applicable & Al addd
d. Were the staff able to answer all / most of the
questions posed? fia gl ALY s [US 8 YY) il pall plaic) JA &
3 1. Yes O a1 3
0 2. No O 38 2 0
3 3- Not Applicable E G Y 3 3
If ‘No’, please specify your comments: ) plady o Sl (NS 1Y
e. If the staff were unaware of the answer to a A e Al [opma Jlps o Y o 130 Gl gal) 0085 A1 13)
particular query / queries, did they politely “ask a3l da [ABI e A0 3 e LN Jai G URINYIT Cuigsy dia Gl
you to wait while they double-checked with the
system / a colleague”?
3 1. Yes D ani 1 { 3
0 2. No O % 2 0
3 Not Applicable E Colals ¥ | 3
If ‘No’, please specify your comments: 3l rlaady a8 sla ) 28 1Y)
9
+ +
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6.2 Product Knowledge and Cross Selling

ALY gl el Al 4 e 6.2

a. Overall, was the staff well-informed on Bank

Sladd § Sladiag Adlade Adans Sla glie il gal) A SIS A ale JS

Dhofar’s product and services? B oL,
0 e Notatallinformed O GNBY) e cheglaeapd a0 0
e Wellinformed on at least a quarter / a o
Sleaall g Sladidl ) e J3 }
1 few of the products and services (| 3 Shaiall oa Gl =8 ‘f',‘,d:'% "ml ‘ 1
discussed L oy
2 e Wellinformed on at least half of the E Al Silasall y Slatial cieal e Y Lo alay "
products and services discussed Lgililia
* Wellinformed on at least three- o ok
Slaiial e S gl gl NG S
3 quarters or more of the products and D = e S48 .E:,q. 2 "”l __‘:k"llu ‘ 3
services discussed : g i

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 5 ) "l ) g Al o gy
"olaadd) p Sladially (el A aall s gl e Cuila gall anlly a8y 8D
ikl o4 U"

INT: LIST THE CODE FROM SECTION B.

S el (o el AU o8 il

0 * No knowledge at all Ayl e alyY e 0
o Wellinformed on at least a quarter / a
clasall 4 cladidl | e B
1 few of the products and services " O ) fes "F. "f“., "'ic "hf * 1
discussed
2 *  Wellinformed on at least half of the A A cilaaall y Slatia) cheal e SV e Aoy @ 3
products and services discussed gaiilia

e Wellinformed on at least three
3 quarters or more of the products and
services discussed

O & O |0O—

Claddl ge ST gl gl DG Y e ey e

| Pt - B ?34_1“— .-”’ 3

c. Did the staff attempt to “cross-sell” other products

Sasky Sl V) " o Al gy iy o8 b

@

and services? ® s Al
0 e No cross selling at all X ALY e Alall ol Gl alial @ 0
1 e (Cross-selling after a lot of prompting D S Aiay] G B0 day Y andl leas B e 1
5 . Cross-se'lting after a little / some D i M) o0 B Sy ) sl iglans 6 0 2
prompting
3 e Immediate cross-selling attempt | Jall e eyl adl Aglac Wi e ! 3

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

Ll Lgpal B AL Slead g Sladie 13 gl cilbgal) o8 b S
FALAU & gid) e 45 e il

3 1. Yes O i1 3
0 2. No & X2, 0
If ‘No’, please specify your comments: ” i mlialy A la ) "S" 13

e _Jusl omswer gwﬂmf
briesly .
TG
10
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Did the staff attempt to provide “complete
information” on Bank Dhofar’'s products and
services, along with relevant literature?

Sladd y Cladia (6 "ALLS Cla glaa” dlie Y 4 glaey cilh gal) 53 Ja
falall il St aa Uil S

INT: LIST THE CODE FROM SECTION B.

G pul (a ) S o aly

0 } * Noinformation at all D byl e Sl Y e 0
1 ¢ Information provided on at least a
Alaiadl Chaaladdt )\ 1Y) U |
1 ‘ quarter / a few of the products and E ,1“ - J,.EJ {@J U,. 1 "k “‘ 2 1
\ : e &8 Al Slaaall g Sladidly
! services discussed
2 i e Information provided on at least half O Siladially dilaial Sl gladl cheal Y1 e slac) @ 2
5 of the products and services discussed Lgiiilia 3 Al Slaadll
7 e Information provided on at least three 4 o ;
{ Sl pledll e AT gl £ AU S8 ellac |
3 } quarters or more of the products and D ‘JM . ')'s o &..'J o\ j“"h 'm] ‘ 3
| . q.&ulupq.ﬂ uu&ljuwml
services discussed
3 | e Not Applicable Sy e 3
f.  Information on relevant procedures, falall G Aaglial) Ak g Slaliceall g (Sile )Yl Allaie Slaglas
documentation and follow-up method?
INT: LIST THE CODE FROM SECTION B. O ) (e Gl A, o8 il
0 i * No information at all D ALY e Glaglaay o 0
e Information provided on at least a .
alaial) e glaall e SR fag; Y Lo ellae! @
1 qual:ter /1 .a few of the products and E i o3 2 Sasa)y ckpiialy 1
services discussed
2 | e Information provided on at least half D Sl Alatall S gladd) sl WY o sllel e 2
: of the products and services discussed Llflia 5 Al Sleaddl
f e Information provided on at least three . i P —
Sl glaall e 31 g gl A JA) e clac] e
3 ! quarters or more of the products and D LaRia 5 2 Eilasilly i pdial Ak 3
| services discussed
3 | e Not Applicable Gy Y e
g Did the staff attempt to acquire more customer Jab Oa Gpe Pl Adlada 81 Sila plae A3l A glaay il gal) S8 Ja F

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

5 3 A A agtially sl

3

1. Yes

a1

3

0

2. No

382

0]

If ‘No’, please specify your comments:

(wCl ask ey fFew)
S S
c7ucj}l>m_(.

) plads o sla ST 13

11
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' F. Timeless gl .z
7.1 Timeless < gl 7.1

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

o O gall Gl pall ga Jaladll Gy (g R Jgda s IY) Gy |
D daadd) adlga o [ alal) i) .

INT: SPECIFY TIME IN MINUTES:

|

:J.iﬁ.\.'l\«.,n_:sn;niﬁ\ da rlaly !

|
0 e Over 15 minutes O ’ g 15 eSS e lL 0
1 e 5-10 minutes O 38105 o | 1
2 e 3-5minutes E a:5-3 e l 2
3 e Under 3 minutes D S e il e 3

b. Did the customer feel like the queuing system

ISy Jany cheall B (ol i) JUBSY pl3 o vl A A

(numbering system) functioned properly? ‘e
0 e Queuing system (numbering system) D o Ja Y ) i (LU Y1) syl Bl gl e 0
did not function at all Y

e Queuing system (numbering system) gl e cx l d LA ks
: Y alal) caall asiyl aUas ol
1 functioned, but it worked with a few D & Ol Jany (oY ol i ;L; Sy . 1
impediments o fd
e Queuing system (numbering system) " A e s s \
A pgans Y als) cacall Lyl WU o
2 functioned and it worked quite easily D ¥ Jany (P51 ) l..i :J;JT“.J?M?J&; g 2
and efficiently ) -
e Queuing system (numbering system) 4 v Gk s S g e
a | allad Il AR L o
3 functioned and it worked very easily D S e "J[j'u ]s'j A *_:;_‘ 2 3
and efficiently "’
e Not applicable (no numbering system) = (Al Aol plal 22 s V) By @ -

c. Time taken for the “purpose of the customer’s visit

to be fulfilled once reaching the counter:

S5 3 a8 S i3t 3 ik G O v Bl g

:ll '. aal

INT: SPECIFY TIME IN MINUTES:

|2

1B e G gl daa il

7.2 Product /Services applied for and Turn Around Ch gl ) i) le J guaad) G gliaadl Clasd fiial) 7.2
Time
a. Product / Service / Request 1: i) Aglial) Al fpiiall
INT: MENTION PRODUCT / SERVICE ABOVE AND pdlall o Y 305l i gl e (s 53S0 Rasill fiiddl 831 sl !
TIME TAKEN TO PROCESS REQUEST.
Nature of request: dail) dagh
Time taken: (days / weeks) (&) [5531) <3854 g
Additional Comments: 1igila) cila) 58
12
+ -
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b. Product / Service / Request 1: ) ) fAadd) fpiiadl
INT: MENTION PRODUCT / SERVICE ABOVE AND Apllall ol oY a5l gl ae G 55 S0 il il S5 il
TIME TAKEN TO PROCESS REQUEST. ;
Nature of request: sdaadl) danls
Time taken: (days / weeks) (&bt aLY1) 34T g
Additional Comments: L) clal
H. Additional Comments on Visit | 13Ukl Adlaial) Adlay) Gila i) A
(If any): i\ (D2 )
i
I
|
|
g
End of the Survey - Thank you very much....
g3 1S — i) Al
For Office Use Only hid cagall Ja)a aladiudld

G. TOTAL Branch Score

(Total unweighted branch score, summing all sections):

Saction Parameter Under Evaluation Total Points Scored in this Total Points Allocated /
Area: Parameter
= Branch Presentation and Customer Facilities
D Greeting and Soft Skills of Staff
E Staff Capability, Knowledge and Cross-Selling
F Timeless

TOTAL SCORE

EAN B gara L F

() S s o il dan sl e LU § gans)

Jalall flawaial) Ll £ gara sl (A Aal] B £ gara 8 lid) ady 530 Jalal Al
G Al Slgedl)y g ) o =
Oal gall Sl g g s ) =
! Ay gl Alas g 43 ey (il gall 58 d
< gl c
LGl £ gana

13







