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PROJECT: Money

SHOPPER CODE DATA ENTRY EDITING i SERIAL NO.
Name Number Name | Number | Name —
39 1/0]7[3[@
(£ 9 pal |
3, - : S |
#Jl.‘_ \ j&!_‘u]'l s;lLA}ll.nSl Jh.}\ J)._\‘n ) |
KR ] ] syl A syl
A. Details of Visit 3L Jpeali - | |
Bank Dhofar X J ol oy i
! \
Bank Muscat O Lade oy |
National Bank of Oman m landl ik glt il 0 3y ok 30 il q
HSBC-0IB O HSBC-OIB £« i
1. Bank Visited !
Bank Sohar O Jaa |
Oman Arab bank ‘ D ol e i
Ahli Bank 5 O SV L
Other Bank: (A
2a. Branch Name I br ’- I gl at 12
2b. Branch Area N—laf )M l) WI'M\ N“M)WPL[‘ gl aige 2
T
3. Branch City b m' Qe 3
4. Branch Region Dhalth I N / M Wm Glidl 4
Day | Month Year e T T U]
5. Date of Visit
o | 08 2014 [ 1 |
Hours ( Minutes ) J e
6. Start Time of Visit bl ey 6
O o S Wy .
q 1 j =
| * s,u.m wle Ll
7. Total Duration of Hours ' L Ll T
Visit 00 I / 6 { ol s 7
|




B. Purpose of Visit [ T0 e K7 Y
Opening a Saving

L
|
F
| or Current Account S sl
|
i Saving Scheme Sl Gl
‘ Housing Loan Ol i A
| 1. Application for a new Product | Car Loan 3k o B (3)ane dask. [ glia ol 1
| /Semice % i ’ || —J-\I‘}i’l_’ .|)'ﬁ'1:.
| INT: SELECT AS RELEVANT AND/OR Educational Loan s i | B : R
| SPECIFY DETAILS OF Credit Cards Sl ZiSa
PRODUCT/SERVICE |
Personal Loan gaddi o A
Double your Salary 43, el
Offer
Youth & Student
Account

Opening a Savings
[ or Cyrre_nt Account |

Saving Scheme

L

0 0000000 ® 000000000
2
i

Housing Loan

2. General Enquiry relatingto a 1 of 3 i (pma e (Blala ple Ll 2|

i specific Product, Service ’__Car Loan 2 u"_JLl . Qigas |
(i Pl 49 1 e -t AT
| and/or Facility Educational Loan ailai g i | [ @RI dpald 232 g1 [ g uadial) ik \-nl'-l |
INT: SELECT AS RELEVANT AND/OR = - daddl) |
; SPECIFY DETAILS OF | Credit Cards Sl Sl
PRODUCT/SERVICE | Personal Loan s ‘
| Double youi.’ Salary T
| Offer < ~ |
‘ Youth & Student S sy -
el g ] ol |
‘ Account

2



S

+

[ i Brand_\ Prsentation and Customer
Facilities f#w

MWM&JNJ.&-

4.1 Was Custorner Parking instantly avaﬂable for the

'_.Jﬂ‘uk‘- 5k il ga AL Fpedal) 22 b 4.1

‘ Mystery Shopper?
I 1. Yes | a1 3
2 No O % 2
i. Specify: v |
ii. Specify time taken to find parking: l min. i il ga ag¥ 2 g da
4.2 Entrance to Building Al ) Jyial 4.2
a. Was the Entrance Clean? LS Jaaad) A8 A )
F  |a Yes (| axi 1 3
o |2 No O 3 2 0
If ‘No’, specify “Why / Describe how” the S S Cia gl M das Al e ST Gl gal) SAS 1)
entrance was unclean: ekl e Jaad

b. Was the Entrance Convenient?

Plgnakia Jiaall S G .

3 1. Yes m pai 1 3
0 2. No O w2 0
If ‘No’, please specify “Why” the entrance was Ladie Jaadl S5 J ™ALL 22a ¢ "I el S 1
inconvenient:
4.3 Cleanliness of Premises el Al 4.3

Was the branch premises clean?

Ykl Al S A

3 1. Yes

ani 1

3

0 2. No

O

a8 2

0

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

GlS " e gl ML 23a Slliad e "IS" il ) AS 13
Al e )
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4.4 Branding Material

A el cladiall 4.4

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

2380 o1y o) sdad) ool gV e 4 lad Gladle [ Cilheals 33 9 A L

3 1. Yes X 1| 3
0 2. No | w2 0
If ‘No’, please specify “additional comments”, O MLl Slhadl sas dllad e SOET lgad) S
if any: ]

b. Pamphlets, Leaflets and Brochures on display?

S il y Sl e A

3 1. Yes E ani ] 3
0 2. No O 2| 0
If ‘No’, please specify “additional comments”, i O il Slaa " a dlad Ga MU Gl S 1D
if any: (i
C. Branding material up-to-date? a4 ladll Slakadl J g Ja
3 1. Yes X mi 1| 3
0 2. No O %x2| 0
If ‘No’, please specify “additional comments”, O il Cllaadia” sas Slad e MU Ol gadl S 1
if any: il g
4.5 Presentation of Staff OB gall 4Ba 45
a. Were employees present at over 90% of the branch Egay pgiiSa sl g £ AN B e e %90 Oa S 25 OIS A A
desks and counters? Cdasild)
3 1. Yes | 1| 3
0 2. No X W2| o0
If ‘No’, please specify “additional comments”, O Magila) Sildaa " saa Slliad e ST il gadl 1S 13
if any: Lt

3 auJ/ ef § were ;bre.feﬂ/
7

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

T g i a ootd (19 ol gl e [ JS IS b g

professionally dressed?
3 1. Yes E a1 3
0 2. No O w2 0
..I i."‘ " . ;l 1= " 5! ] . i B ‘“ " ‘ . ;\.
If ‘No’, please specify “additional comments”, R SRl et 20 e "I Gl ged .{LS“‘ '
S |

if any:

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

[

$agilanly ) LS () gy (padlh gal) alima [ JS CAS A

3 1. Yes

a1 3

0 2. No

X 0O

202 0

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

o iyl i) sal) sam Al e " gl S 13

apilacls Sl LS G gy Y

T 7 a‘gq
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4.6 ATM and CDM machines

SR £y N il all 3 34a) 4.6

a. Was the area surrounding the ATM and CDM

O g il g2 £13Y) g ) il eal) 5 g Jajaad) S IS Ja

machines clean and presentable? ¢ 4l
3 1. Yes E ani 1 3
0 2. No O w2 o
If ‘No’, please specify “Why / Describe how the U8 "GAS Cha ) 13" 22a Sllad e MUST Gl gal) S 13
area was unclean: QU= RS Lo
b. Were the ATM and CDM machines functioning? Thand G2 £1aV y NI il eal) gl SIS A o
3 1. Yes E a1 3
0 2. No D b L 0

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

3 eal 48 OS5 ol Al 8 " aaa e e ST gl S 13
n_i")-nll L_JL‘a. q‘| .‘-‘-1.)) Jaad Y "‘_“.-l.\]‘ &I'"ﬂ\l,lj ﬁ'l ._i'l)..al‘
Al glay) 4 W

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

CATM/CDM ddhais 3 s il gl 3y 00 S

3 1. Yes O 13
0o |2 No O X2 9
3 3. Not applicable E Gbu¥ 3| 3
If ‘No’, please specify “the time at which at G Jang ol g3 i 1" daa Slad (e IS Gl gall IS 1Y)
which the cooling was not functioning 2 (S0 sl
4.7 Branch Ambience and Facilities Clgdll g £ dll Jaks alall gall 4.7

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

1

TS y B S8y Jany ) iiSall S O D

3 1. Yes E ani 1 3

0 2. No a 2| 0
If ‘No’, please specify “Additional comments / [Magdlal Slaade" saa dllai e UST L gall S 13
Describe how it was insufficient: S S Al s aa

b. Did the branch possess sufficient lighting? FaAS 5plal g Ly

3 1. Yes 24| 1| 3

0 2. No O M2 0
If ‘No’, please specify “Additional comments / [l Slaa " e llad e MU il gadl S 1
Describe how it was insufficient: S Sl s )
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c. Did the customer have sufficient waiting space / 1 C o giad) 20 Uia (e ilS 23 [ UEIDU AMS Aabees Jparll S8 A S
seating area? ,
3 1. Yes E a1 3
0 2. No O X2 0
o g e e | R 1= "o, n . -I . in-. " s LR “
If ‘No’, please specify “Additional comments / Pighaal Shaste” st ‘i{si K 1‘_’_: g :
Describe how it was insufficient: E RIE = 4

d. Did the customer find it easy to follow the signage

within the interiors of the branch, indicating different
counters/ work stations?

Al g E AN Ja12 A5 gudn pal) SN A ggss 2y O 030 pllail Ja 2

—

fanl) (Slal g (lSall) ) gl cilida ) 32 5

3 1. Yes ] 1| 3
0 2. No | vy2| o
If ‘No’, please specify “Additional comments /

Describe how it was insufficient:

-_'l.-.a_,i_, @L..'I Slaa " 2aa Slad Oy oMAS" \,a‘_,-'_n.!.\ S 13

S S5 s
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D.  Greeting and Soft Skills of Staff Cl gall G Jlgay o) &
5.1 Greeting of Customer Gkl a3 5.1

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

SR D Ay g A dgedadl e od sl il o5 JA

e No greeting / acknowledgement

S s SN e

e Greeted within 10 minutes of entering

Laall Jodn e 3 10 J2a s 31

Greeted within 5 minutes of entering

0
1
2 »
3

e Immediately greeted on entering

Oo00x

0
1
Jraall Jpas e 35 Bla e Al e 2
3

Jraall Jyaa jcsa e

b. Did the staff either / or:

100 aY) gaaly cilbhga) W8 b o

a. Ask for the customer’s name?

*aal) pd e S

b. Greet the customer by name?

'4.&-‘)5.3:4‘_'9‘!}-.:-‘_‘.&)-71

e  Yes, the customer was greeted by name /

o aasd e Jl faas) S5 ae Jpaally cya il 35l pai @

3 asked for his / her name D gl 3
e No, the customer was not greeted by dand o Sy aly /e S5 a bl a3l NS e
0 : X ¢ : 0
| name / asked for his or her name st )
A S eadian] g "%a gul) e liss AiCay g™ (il gall :
c. Did the staff ask, “How can | help you today?” & 3 e e ‘”j JL‘S “J: 4:
and Probe the purpose of the customer’s visit? 1 <
T e =
3 | 1. Yes, the staff did this X ALy Cala gl ol 52 cpni ] 3
0 2. No, staff did not do this O ALy il gl 43y o) NS 2 0

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

Talialiatial Lo sy LAkl 3l A 308 5 0A &

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

Laliial/aabial I (3)dsanll 4 i 2le ) &5 3l pmi 4 3

2. (OR) The first staff member

oo Upanll 4 A G2 W)l gal) il (1) 2

3 ep;ountereq probed the nature of E] taselia felagd e Ragls 3
visit and assister him / her

o |3 Meresmewsmiesie || i epaeaiss | o
5.2 Soft Skills of Staff h paill b8 g (ol gl s 6.2
a. Were the staff courteous on the customer making el 320 Luaa kS (8 8 jluadina) (s Bl il gal) (S A

his / her enquiry?

0 e No, the staff were not at all courteous D S o gl cibgall 08 a1 8 e 0

N . Z:i.l, ,-::i :;aff were quite / reasonably D Sge flgha Y, il LBl o 1

2 e  Yes, the staff were courteous D S il gall S 3l aai @ 2

3 * Yes, the staff were very courteous E AL yad Gl S Sl el e 3

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

flsandl i " e plial™ Cibpall gl A o

e No, the staff did not demonstrate

'.'LHI laa) ..iE | OAS
. active listening D i 30 By ol * 0

* Yes, the staff listened quite / : T 5 . gy

Lalay) Al Al by il | il cand
: reasonably actively D i) S [ligihe MHeERA g g @ 1
2 * Yes, the staff listened actively E Lslag) (i gal) dual il an 2
3 s Yes, the staff listened very actively | LA e S il gall el il cani e 3




c. Did the staff appear confident? Pandi (e Byl e gl b A o

0 [ e No, the staff did not appear confident D Al e Bl adl o bl gl d S
e Yes, the staff appeared quite / ; o & e L
Jaa JS5 deadi (e T g A0 I ‘
! reasonably confident D ’ O a0 pckligd) gekps 4
2 * Yes, the staff appeared confident E ki G Byl o algadl ghiaai e
3 e Yes, the staff appeared very confident D i e Ll (B9 ) o il gl ek ani @
d. ' List the names of staff interacted s alalal (il il gl plandd S35
with:
o Mr./Ms. Dmani male 1 LGyl .
e Mr./Ms. Manager 2 dallflalil o
e Mr./Ms. 7 3 AGfJaGl e
e Mr./Ms, 4 allall/ el .
8
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E. Staff Capability, Knowledge and Cross-Selling Y L) Ales g 4l A8 adl (g giesay cilgall 508
6.1 Staff Capability Ol galt 5 a8 6.1

¢80 JSy (g ) Slabial Aaph (6 LBl b gall 8 A

a. Did the staff frequently probe the nature of the
customer's needs?
3 |1 Yes 2 1 |3
0 2. No O 38 2 0
If ‘No’, please specify your comments: sl s o ala ('S 13)
]
b. Did the staff actively attempt to anticipate o T Sl R —— § .
¢ | Slaldal N allad 4l glaa Cilh gall 2 |
customer needs? Gl Slalsial Sy oy ABpl B A
3 1. Yes X a1 3
0 2. No O % 2 0
If ‘No’, please specify your comments: ; 1l plaads B la S 1)
c. Were the staff able to cater to the needs of the 2ol 530 luia il (5 93 e (g0 3 Slalia) 45 il gal) gl Ja .o
customer without seeking the help of a colleague? TS PR
3 1. Yes O axi 1 3
0 2. No BJ 38 2 0
If ‘No’, please specify your comments: . 4 rlaady o8 sl "2S" 1)
Acked ontdhe, colleaque Jhon The fmfgcv" who conhawe| 4, indtrviey A e
INT: IF the Answer is YES , s6 the answer for Q o "Rl VG ALY sl (J) gl 134 B aad el O 1)
D should be Not Applicable S rdgnal) Akadil)
d. Were the staff able to answer all / most of the .
questions posed? ha g el ALY aliaa [US G5 Y i pall plaial Ja
3 1. Yes E a1 3
0 2. No (| 3 2 0
3 3- Not Applicable D G Y 3 3
If ‘No’, please specify your comments: RCHBY Y PP PR Tk 1
r
|
e. If the staff were unaware of the answer to a A e ALl [oma N3 o LY e |0 il gal) o5 & 13 z
particular query / queries, did they politely “ask e dal falBll e 4005 e LN Jal e JURIYI" Gadgly i Gilla
you to wait while they double-checked with the
system / a colleague”?
3 1. Yes X a1 3
0 2. No O % 2 0
3 Not Applicable Gkl Y 3
If ‘No’, please specify your comments: Wl 2lady o e MOS" 13)
9
¥ +




+ + +
6.2 Product Knowledge and Cross Selling PRI ARy gially Allial A4 ol 6.2
a. Overall, was the staff well-informed on Bank Sladd g Sladie dllaie Alane Sl glae cilh gl 52 G JA ale JS3
Dhofar’s product and services? § B L
0 e Not at all informed [:l Ayl Jo Slaglaaagl ol e 0
| e Wellinformed on at least a quarter / a :
o o v Iy Flas 'l " ; \ . M-} oo
1 I few of the products and services D T O bl e "F. “f’,i "k £ ‘ 1
‘ discussed
2 | e Wellinformed on at least half of the m A Al Sl y Sl cieal e S e alas @ 5
1 products and services discussed dia
i e Wellinformed on at least three- Ui e
! Slaial e 81 0 £ A Y e aley
3 quarters or more of the products and E == o g &L"‘.Lu P J,J JL ":L ‘ 3
3 . gl a2 44]| _'L..‘.:u'IJ
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:

pal] g 5 o LaS) 5L e ) gl Uais o pa g b o
"aasdl) g chpsialy adall A aall (s siae® o Cukln gall paslly g $(S
skl sla v!

INT: LIST THE CODE FROM SECTION B.

S peadl) o 3l AS a8 1y

0 e Noknowledge at all O GNRY e Ay Y e 0
e Wellinformed on at least a quarter / a - - ek, v
2laaall g Ciladidl e JuTAN g i
1 few of the products and services D - I - fess "‘. ".!f "h e = 1
. .‘,J.A!L‘HJHI
discussed
3 s Well informed on at least half of the D i Al Slaasd) y ilatial ciial e Y1 e ey 3
products and services discussed i
¢ Well informed on at least three i n o
Sladall e 381 gl gLyl A3 8
3 quarters or more of the products and E ' P E:‘f... P J\" :’fju ‘ 3
+ . Lq.-h—l—n ~ ..'.\j‘ [’ |’
services discussed
c. Did the staff attempt to “cross-sell” other products Sladd g Sladiad * ALY ™ G Al A glae il gal) o8 4 S
and services? s Al
0 e No cross selling at all D SRy e Ayl ol e adial e 0
1 e Cross-selling after a lot of prompting O Sl _eday) G 50 day Ayl sl Al 5 e 1
2 . Cross-se}ling after a little / some E e a K ay iaY! ad) Blaay i 2
prompting &
3 e Immediate cross-selling attempt O s de eyl ol das i e 3
d. Did the staff explain Why Bank Dhofar’s products

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

L™ gl B & Clead y Sladie 1 7l il gall B8 Ja &
Pl & gl a5 i " Al

3

1. Yes

a1 3

0

2. No

a2 0

If ‘'No’, please specify your comments:

icla '}

Cowmpare Wit comp 4

/b 1L

A, clads b ol S 1

10
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Did the staff attempt to provide “complete
information” on Bank Dhofar’s products and
services, along with relevant literature?

Gladd g Sladia (0 "AlalS il glaa" Silac Y A jlaey il gall 4 A 7
talall i) Gilysh e ik o

INT: LIST THE CODE FROM SECTION B.

S ekl a 3a 0 A, B sl

0 ¢ Noinformation at all D ALYl e Slaglaa¥ e 0
e Information provided on at least a e vty .
Alaid) cila gladt ) By Uae |
1 quarter / a few of the products and E u}f:“‘:im ’FU . ",i?“ "3: . n : 1
services discussed e - e
g « Information provided on at least half D Silatialy dilaidl il glad)) el JY o slc! e 2
of the products and services discussed Lii8lia o3 Al Slaally
e Information provided on at least three ) i e ; )
il gl I gl gl i 535 8 (§Y
3 quarters or more of the products and D ’L:‘:'iﬁ ‘.’.1 &. n _jw“:“]mc“ * 3
services discussed e ST
3 e Not Applicable Gty e 3
f.  Information on relevant procedures, Aluall GI3 daylial) 4000y Clalicaall g (Sip) YL Allate Sla iz
documentation and follow-up method?
INT: LIST THE CODE FROM SECTION B. G gl o o) A o 1ialy
0 * Noinformation at all D SALY e claglaay 0
e Information provided on at least a %
Alatall e glaall e Qi) fa; JBY! e slae] @
1 quarter / a few of the products and D i i -y 1
'qlu..n = PN ]l - n
services discussed Fapl < JTE
2 e Information provided on at least half D Slaially dilaiall e gleall cdeai Y Lo slac! @ 5
of the products and services discussed Laiilia o3 Al Zleaddl
e Information provided on at least three ; i i Ceis Tt
e glaall i gl gLl Jay U |
3 quarters or more of the products and E - ’l:"‘::}s"jl E?“ ﬁxf""; ,ff&.‘l * 3
services discussed a ST
3 l e Not Applicable GhiuY e
g Did the staff attempt to acquire more customer Jal O S Allaia JIS) il plae A jaal A glaay il pal) S8 JaF
information so as to follow-up at the end of the visit? 5 A A Aaglially all
3 1 Yes 2] ~ 1L | 3
0 2. No O X 2 |0
If ‘No’, please specify your comments: | gEngy rliads af ela ; M2E" 13
!
11
+ +
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F. Timeless chg oz
Timeless <yl 7.1

7.1
a. Waiting time on entering the branch, before
dealing with the frontline staff:

o O 9 pal) (il pall ma Jaladl) g g il Jgda die DY) Gy )
s daaill adiga o [ ala¥) i)

INT: SPECIFY TIME IN MINUTES: \

L LT1 U I IR TEQERLEN

|
0 e  Over 15 minutes . D ii8: 15 e JS1 @ 0
1 ‘ e 5-10 minutes D 332 10-5 e 1
2 J\ e 3-5minutes E GEa5-3 . 2
3 e Under 3 minutes D il 200 e JIl @ 3

b. Did the customer feel like the queuing system

JS Jary cdeal) B (ol Y1 al) I SURS 0L a3l A DA Lo

(numbering system) functioned properly? ‘e
0 e Queuing system (numbering system) ] oo Ja ¥ Caall b (AN planyl s o) e 0
did not function at all eyl l
e Queuing system (numbering system) ) e i |
Y alkl) Gaall faaliiyl alas ol |
1 functioned, but it worked with a few D Sxaly dag (A3 5 R ..55‘;:‘ ik . 1
impediments Lo
e Queuing system (numbering system) - L O T——,
A s Y alad) ciall ez LUy o)
2 functioned and it worked quite easily D fiaaty [0 04500 L-::. :“ J‘i.i?]s ‘; * 2
and efficiently ' )
e Queuing system (numbering system) - o
A g 5 Y alad) Cicall ey Al o
3 functioned and it worked very easily D L v jn ¥ ,”T& * 3
and efficiently g
e Not applicable (no numbering system) E (B ApB) plaiza V) bY@ -

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

Gisa Ll dpa gl 32 Cpe30 505 bk A" Ol G 00 B
" daail

INT: SPECIFY TIME IN MINUTES:

|2

(A Guaa Sl gl 2aa 1daly

7.2 Product /Services applied for and Turn Around 1l ) o) e Jgeaall cigllaal) Ciladd friiall 7.2
Time
a. Product / Service / Request 1: 10 Al fAandd) fpiiall
INT: MENTION PRODUCT / SERVICE ABOVE AND Aallall ol pay 2l o gl aa Gl 3 ) S0l Zsill) freiiall S8 sl
TIME TAKEN TO PROCESS REQUEST.
Nature of request: daddl) dagl
Time taken: (days / weeks) (e [p51) 13801 gl
Additional Comments: L) cla) 38
12
+ +
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b. Product / Service / Request 1: oY) Al fAaadl) fpiid)l o

INT: MENTION PRODUCT / SERVICE ABOVE AND Al ol oy 85l i gl e G 35S0 Tl il S0 -l

TIME TAKEN TO PROCESS REQUEST. 3

Nature of request: dadil) Aayh

Time taken: (days / weeks) (&) [5L41) <3850 < gl

Additional Comments: 1Adla) Sla) )
- Additional Comments on Visit 13 3k Allaial AdlaY) cila Sial) -
(If any): (S )

Sq\ur.r Should be mgre Jénm&al@o«bu,

End of the Survey - Thank you very much....

M 1SE = gt Al

For Office Use Only

Jaid cagall Jala 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
| E Staff Capability, Knowledge and Cross-Selling
F Timeless
TOTAL SCORE
gl BRI gaa  E
) (V\L_‘lyiﬁtus&_)lum»‘_ﬁcjau;“iw)
Jalall flaaiadl bl g gana Il A Al AL B ogara 8 A aly g3 Jalall aeadl)
| G Aadiall CSlgadll y g il aals o
i -
OB pal) S g 3 a2 &
qﬂ-b‘iiw1mjd_;aj.uﬁ,dliﬂ z
< gl e
LAl £ gana
13
+ -







