- -
PROJECT: Money
SHOPPER CODE DATA ENTRY EDITING ( SERIAL NO. ]
Name Number Name Number | Name N
€9 [1]0]0 |9 [X]
1§ gl
a3 | 7y , | _y
- J el Oila glaall JLsal A gadiall ja
— [
a8 as Y } a8 5l a1 Al [ sy
A. Details of Visit 3030 Jamalds -
Bank Dhofar O ks ok,
Bank Muscat D i Sy
National Bank of Oman D gaadl il gl Sl Gyl g3 i 1
HSBC-0IB O HSBC-OIB <L
1. Bank Visited
Bank Sohar O By
Oman Arab bank K Al e Sy
Ahli Bank O SV oy
Other Bank: DAl ol
2a. Branch Name Seilb 3 outh branch gl adt 12
2b. Branch Area | ng 4 dh ¢ Q\'\’) Sbuvk gl alge o2
3. Branch City Ses = e 3
4. Branch Region Sei ko | dalaid 4
Day | Month | Year adl [ ed [ e ] T
5. Date of Visit
13 | ol l 201U l |
Hours | Minutes JERER] ] el
6. Start Time of Visit g LF—} L iy ey 6
i JEdal Slell
7. Total Duration of L as S s 7
i L] ola
Visit 60 | Z G I




+
+
+

' B. Purpose of Visit I PR3 Jrr X7 yan
: Opening a Saving o e 23

' or Current Account S Sl

; Saving Scheme il alks

|

i Housing Loan Sl

! S > g

| 1. ;\;S)plic.atnon for a new Product | Car Loan Bl g (5) 33 s / geiia il 1

ervice : = oz | [ pEiadl Jealis saa gl ] g caadiall 380 sdaly
| INT: SELECT AS RELEVANT AND/OR | Educational Loan e ga i | T s

5 SPECIFY DETAILS OF Credit Cards Sl &

I PRODUCT/SERVICE

: Personal Loan (g—aii o B

I Double your Salary Ay Gelia

f Offer

Youth & Student Ly il

| Account

Opening a Savings FUBT ¥ rpun ey

e e |

Saving Scheme

al 1123
_‘A_. A

OO000000R O0OO0O0O00000

Housing Loan JS s A
2. General Enquiry relating to a T o3 Aeda ((pma piiag (lale ple ludlil 2
i . Car Loan Pl 0 A L.
specific Product, Service e - [ ' _ s
and/or Facility Educational Loan : il g | A Jpaldl 33 g1 [ g qualdal R0 —‘a-u
INT: SELECT AS RELEVANT AND/OR — 1 — — ﬂ Aadall
SPECIFY DETAILS OF | Credit Cards il Sl |
PRODUCT/SERVICE | Personal Loan T '
Double your Salary dai
Ligffer _ -
Youth & Student D g AN
Account

2



+

~ Branch Praentatlon and Customer

k|

,Fadlltfes iy P R Sl VU

LA e

4.1 Was Customer Parking instantly available for the

£000 16 5 e cilgo AN pudal) 335 O 4.1

Mystery Shopper?
3 1. Yes D PO | 3
2. No E 3= 2
i. Specify: -3am |
ii. Specify time taken to find parking: 5 min. s a8 g 2l U il aa
4.2 Entrance to Building el A Jsaan 4.2
a. Was the Entrance Clean? PULB: Jaaa) S Ja )
3 |1 Yes X a1 3
0 2, No O 38 2 0
If ‘No’, specify “Why / Describe how” the S S Caea gl ML 2aa Hliai S MUST gl AS 1
entrance was unclean: ki e Jaadl

b. Was the Entrance Convenient?

Tl Jaad (S 4 o

3 1. Yes

a1 3

0 2. No

Ok

382 0

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

Talia Jasadl K5 3 15" 2aa ¢ "HS" Gl gall AS D)

4.3 Cleanliness of Premises Al 4355 4.3
Was the branch premises clean? Tl e A e S A
3 1. Yes X i1 3
0 2. No | 2| 0

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

CiAS " i ) LT ana Blliad e "HUS" Gl gl (IS 1A

e 2 i




+

+

4.4

Branding Material

4l claiall 4.4

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

2381 3y G aadl il ) e 4 e Gladle [ Sidals a3 g 0

3 1. Yes X 1| 3
0 2. No O X2 0
If ‘No’, please specify “additional comments”, O il Slaa il sas Sllad C MU Gl gadl S 1D
if any: Dy

b. Pamphlets, Leaflets and Brochures on display?

0 il y Al i e a5 6

3 1. Yes 4 1| 3
0 2. No O 2| 0
If ‘No’, please specify “additional comments”, O il e " saa Slliad Cpe MY Gl gall 1K1Y
if any: (e y
c. Branding material up-to-date? falpaa 4 ladll clablall Jlge JA &
3 1. Yes K | 3
0 2. No O X2 0
If ‘No’, please specify “additional comments”, O ¢ilal Silaa e ssa e e MUS Ul galdl IS 13
if any: ey
4.5 Presentation of Staff ekl gl 4Bs 4.5
a. Were employees present at over 90% of the branch Al gay agiSa o) g £ AN A ga e %90 (e SS) 220 gk S A
desks and counters? fdasdl)
3 1. Yes O ~1| 3
0 2. No ©® X2 0
If ‘No’, please specify “additional comments”, O Al Claa e saa Sllad e ST il gall IS 1S
if any: ‘i

12 e pln\fcﬂ-{ sie C

Qdo\n\ ﬁbc,

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

Sy e el 90 (B gl e [ JS S A

3 1. Yes E a1 3
0 2. No O 2| o
. ,.l ‘I|‘- 2 . l - L'-:;)‘|l ’! " .' - ‘l| " ‘ ‘ -‘15 |‘I
If ‘No’, please specify “additional comments”, A - STl :-:,

if any:

c. Were all/almost the entire staff wearing name

badges?

L

sty s gnaay (il pal plina /S A b

3

1. Yes

a1 3

0

2. No

RO

32 0

If ‘No’, please specify “the approximate
number of staff not wearing name badges:
O 0ne 1§ (Pearn Oy

Cpall (il gall R sl 2aa llad e MUST lgad) IS 1Y
ey 2 S G gaiay ¥

0l J._—av% Y
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4.6 ATM and CDM machines

S g1y M) Gl el 334l 4.6

a. Was the area surrounding the ATM and CDM

Omad g iyl g 230 £ 1A 9 V) i) uall 334l el GRS S A

machines clean and presentable? ¢ gl
3 1. ¥es E ani 1 3
0 2. No D “s 2 0
If ‘No’, please specify “Why / Describe how the S "AS Chia gl /13D 2aa ALl (e MU il gall S 1D
area was unclean: QU L]
b. Were the ATM and CDM machines functioning? fans g ahill £1aN1 y N il eall gl S A
3 1. Yes g asi 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):

el ag 0S5 o] Al 28 " saa alliad e MOET gl S 1D
ol pealt ¢ Glea i 2aay) Jaad Y gl g1V y SV < peall
g g1y 4 JY

¢. Was there sufficient cooling in the ATM/CDM area? TATM/CDM 4dkia 4 32 ciSal) o) 380 OIS Ja &
3 |1 Yes K | 3
0 i No O w2 9
3 3. Not applicable O Giaibi ¥ .3 3
If ‘No’, please specify “the time at which at A ol 3128 g0 saa dlliad e ST gall S 13
which the cooling was not functioning L S Casdl
4.7 Branch Ambience and Facilities gl y £l Ja13 pa o 4.7

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

TSy 3o JS2 Jary A gd) Sl (S A )

3 1. Yes E ani 1 3
0 2. No O w2/| 0
If ‘No’, please specify “Additional comments / [l Claadl" s Sllad e MOIS" il gall S 1
Describe how it was insufficient: S S Al s ey

b. Did the branch possess sufficient lighting?

TAMS Sl £ Al gl Ja

3 1. Yes & m1| 3
0 2. No O 22| o
If ‘No’, please specify “Additional comments / Mgzl Slaadia" saa dlad e MUS" Gl gadl S 1
Describe how it was insufficient: S S Al S sy




+ + -

c. Did the customer have sufficient waiting space / [ foasladl o lia (e ilS 3 [ UGN A daluse Jpaall S A S
seating area? '

3 1. Yes & 1| 3

0 2. No O 2| o0

[Alal Cilaa Sl aaa Slliad e NS O gall S 1

If ‘No’, please specify “Additional comments / 4S5 ) A iy
Lt ¥ LS o

Describe how it was insufficient:

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

Gl £ AN JR13 de pda pall ST A sy 2y O g ) LIl 8 S
aall S8l g (alSall) il 2 gl cilida ) a2 5

3 1. Yes ani 1 3

O

0 2. No y2| o

If ‘No’, please specify “Additional comments /

; ) : o o gl g filua) Clha sl saa Sl e MNE" Gl gall 18 13
Describe how it was insufficient: ¥y e = Ca ol gl S )

AAS (S al s
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D.

Greeting and Soft Skills of Staff

Cadbgall S g e il S

5.1 Greeting of Customer

Ol e A 5.1

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

e Al I adgda jab AN gudad) o odadllfoua Gl W3 6 )

0 e No greeting / acknowledgement D i fcua 5 e 0
1 e Greeted within 10 minutes of entering D Jaanll Jgis e 3B 10 SO i A o 1
2 e Greeted within 5 minutes of entering E Grandl Jpa De Bl 5 26 a3l 0 2
3 * Immediately greeted on entering D Graall Jgds jghcua g o 3
b. Did the staff either / or: 10 gaaly il pall A8 A o
a. Ask for the customer’s name? S panll ol e Sl |
b. Greet the customer by name? D aansl S5 aa Jpaally cam )
s Yes, the customer was greeted by name / o aand e Jla faas) S5 e Jienls a3l 35 il cani e
3 : X € g 3
asked for his / her name Lgans!
e No, the customer was not greeted by sl 0o Sy aly [ aan) S5 e Jandly ca 1l S Al S e
0 . O ¢ . 0
name / asked for his or her name gl

G O i) 3 "a gl S L iy S (B gl L 4 LS

c. Did the staff ask, “How can | help you today?” ¢ Joual 540
and Probe the purpose of the customer’s visit?

3 1. Yes, the staff did this m Sy (il pall o8 28l (i g 3

0 2. No, staff did not do this O Al il gl ay o) XS 2 0

d.

Was the Mystery Shopper redirected on the

basis of his / her needs?

Aealial/adlalial o sl LAdl) 3 gudall 4 s 508) 5 0a LS

1. Yes, he /she was redirected on the

Taldalfadalial ) (3) Jaeall isaled a1 adl caad
3 basis of his / her needs E Waliaiaialil ol (B)chest e fililal 5 & el 3
2. (OR) The first staff member S . .
e Jianll Gl Al gy il gl peadild) (o
3 encountered probed the nature of D e = ,"ﬂ ; {‘l‘ oy 2 (.’) 2 3
‘et . . Als fn.x‘._J 3 L 5 Aasin 1
visit and assister him / her |
0 3. No, he / she was not redirected on = D el Ol B gl Bike 25 21 HE 5 0

the basis of his / her needs

5.2 Soft Skills of Staff

i) LS y CllB gl S ga 5.2

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

) 525 Laa S (£ & jbainal sl (B B pal) (AS A

0 * No, the staff were not at all courteous D Y o dd cabgal) 0S5 W3S e 0
e Yes, the staff were quite / reasonably 5 - - 3 N i
al AL Cals gl al
1 courteous D B ke Ay i gl ol vpn 0 5
2 e Yes, the staff were courteous E Gl bl S e e 2
3 * Yes, the staff were very courteous D ALl ab gl S Al aei e 3
b. Did the staff demonstrate “active listening” on Flaall ladia¥ M ool plial™ il gall 4Bl Ja o
customer enquiry?
* No, the staff did not demonstrate ;
& | plaal il gall P L
0 active listening O il s sl . 0
e Yes, the staff listened quite / : B - - . . P
1 Ll 4l Ak ok il gual 2l
reasonably actively D ot e Rl agha iyt eas @ 1
2 s Yes, the staff listened actively E byl wib gall dual 3l cani @ 2
3 e Yes, the staff listened very actively D ALY e LS il gall geal e e 3
7
+ +




C.

Did the staff appear confident?

Chcdi (e @)y A1 e Cibgall 4 b o

No, the staff did not appear confident

ki a Blg i o il gl pli NS e

Yes, the staff appeared quite /

reasonably confident

Jaina JS8) Auddi (3o (Bl g 4l o il gall jgli cani @

Yes, the staff appeared confident

Audi e (Blyddl o il gal gl ani e

Yes, the staff appeared very confident

OX OO0

d.-th List the names of staff interacted [ s stitas il i gl st XY 5
with: |

e Mr./Ms. Oman YemalL | 1 /e e

e Mr./Ms. | 2 Wil lalil

o Mr./Ms. | 3 Walil/lalil

e Mr./Ms. | 4 Wil el e




+
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E. Staff Capability, Knowledge and Cross-Selling

)l Al g gl AB Al (s flsay ilisall 30

6.1 Staff Capability

Ol pal) 58 6.1

€80 J (gl Slaliia) dah 08 LYl cilh gall o Ja |

a. Did the staff frequently probe the nature of the
customer's needs?
3 1. Yes % a1 ; 3
0o |2 No O % 2 1 0
If ‘No’, please specify your comments: Sl pliady aF ala ST 1Y)
|
b. Did the staff actively attempt to anticipate — R s e . .
o) & ) Gy Adlad A Cilh gal) 28 |
customer needs? Gl Siptyal ’ oy Bopd B 4
3 1. Yes X i 1 | 3
0 2. No Ol % 2 0
If ‘No’, please specify your comments: ) Pl oF Sla (S 1Y)
c. Were the staff able to cater to the needs of the daf 320 buee cills (193 Ga Gl Slalia) Al Cilh pal £l JA S
customer without seeking the help of a colleague? Teka
3 1. Yes [ ani 1 3
0 2. No (| 3 2 0
If ‘No’, please specify your comments: Sl claaly o ola ;) "2S" 1
INT: IF the Answer is YES , so the answer for Q o "Rl VUG LY sl Q) 134 el Sl gl
D should be Not Applicable S A Akad)
d. Were the staff able to answer all / most of the .
questions posed? 4o 5 aal) ALY alaa [JS 8 AdaY) i sl pladul A S
3 1. Yes & i1 3
0 2. No O 3 2 0
3 3- Not Applicable D GBelais Y 3 3
If ‘No’, please specify your comments: Sl Pl o Bl ST 1Y
e. If the staff were unaware of the answer to a DA A Al [ Jge o eV e | a8 il pal) 00 a1 13 2
particular query / queries, did they politely “ask e 3l aal faURI e 400 5 e 2Kl Jab e UEIVIT Culdgds dlia itk
you to wait while they double-checked with the
system / a colleague”?
3 1. Yes a axi 1 3
0 2. No O 3% 2 0
3 Not Applicable X G Y 3
If ‘No’, please specify your comments: L Zlady ol ela ) M1OUS" 1Y)
I
L
9
+ -
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6.2 Product Knowledge and Cross Selling

Ay Al giially ddladall 4d el 6.2

Cladd p Sladiay dllaie Gane Slaglee cili gal) g3 SIS A e JS2 )

a. Overall, was the staff well-informed on Bank
Dhofar’s product and services? ¥ lB oy
0 e Notat all informed O ALYl e Slaglaaanl il e 0
e Wellinformed on at least a quarter / a o sl
Slaaal) g slaia) | e Ji
1 few of the products and services D B Oe B Iy ‘F. "u., “ ,,.1.4 * 1
" Lgiilia x5 Al
discussed
» Well informed on at least half of the A Al Slaaall y Sladidl dieald e Y e ey e
2 B O o 2
products and services discussed et
» Well informed on at least three- i i -
Cilatiall s S g gl 2 O Ll ol
3 quarters or more of the products and | B it o 203 ‘.a mESR et EY S 3
4 4 Lgiilia 23 I"I' .__.L._x:.]'-J
services discussed
b. List the details of the “main purpose of your visit” pl) (A (5 LaS) M5 L5l i ) gl Aluada A2y pua gy ol

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

"Claaddl y Clalialy dladal A el s gl o Cpils gal) andly oy (S
+ddlail lol\lqi

INT: LIST THE CODE FROM SECTION B.

S pal (ya ) AGUS; o8 il

0 * No knowledge at all D LY e sl Y e 0
e Well informed on at least a quarter / a .
Slaadll y Siadia) | e Y A
1 few of the products and services [l e ‘Jc\:__:i,‘ :& A": ‘ 1
discussed il
2 * Wellinformed on at least half of the D o Al Cleadd) y Slatidl dieald e Y e a8 2
products and services discussed Lgiiilia
e Wellinformed on at least three 2l 4 -
Slatidl e A8 ) gl AN 8y
3 quarters or more of the products and E SApidoe M S N e by e 3

services discussed

Lidiia 5 A cilaaal)

c. Did the staff attempt to “cross-sell” other products Glatd y Slaliad " L) ™ o sl A gl cib gall 2 Ja -~
and services? T Al
0 e No cross selling at all E ALY e i) adl e il e 0
1 e Cross-selling after a lot of prompting D 5 Sl i) e il sy Ly all Llaas W e 1
5 . 5:2:,'-::11;15 after a little / some ] ot i (0 AN g Y al hang o5 @ 3
3 e Immediate cross-selling attempt D e Je oyl addldlgas i e 3
d. Did the staff explain Why Bank Dhofar’s products

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

i1 gpal UB L lasd g Ciladia 1 7yl i gl o8 a4 S
FAdUa & i g 4 U Al

3

1. Yes

L 3

0

2. No

O

3= 2 0

If ‘No’, please specify your comments:

Ll gl A dla ) ST

10
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+
| e. Did the staff attempt to provide “complete | Ti Sladd g Sladia (5 "ALIS Sl glaa” .:Llh:.ﬂ,\.\... i gall o2 A
: information” on Bank Dhofar’s products and ' | falall cid claigll g il o
| services, along with relevant literature? |
INT: LIST THE CODE FROM SECTION B. O peadl) G a0 A58, o sdialy
0 ! * Noinformation at all D SulYl e Slaglaay e 0
e Information provided on at least a Zier s i
Alaiall il glaall e SR fagp JBY! e slc]
| quarter / .a few of the products and D Lgiiilia 23 3 cilacildl g Ciladially 1
services discussed )
2 e Information provided on at least half D Sladial dlaidl Sl gladd) ciad Y o clac) @ 2
l of the products and services discussed Widilia o3 Al cilaaddl
e Information provided on at least three ; T 5
Sl glaadl e ASH gl gl A2 A e |
3 quarters or more of the products and | [ ’T‘l by J‘s ‘_’.l & .':___A Ji ..uk-:.u.‘.‘ * 3
P ) alie a8 Al S ‘J-_J\__\.H-JL.IMMI
| services discussed
3 | e Not Applicable OIS 3
f.  Information on relevant procedures, oalal) S5 Aaglial) 400 y Claliaaall g (Sip oYl Ailaia Sl glaa z
documentation and follow-up method?
INT: LIST THE CODE FROM SECTION B. S pudl] o Sl A5G 0 sl
0 e Noinformation at all D SuhYl e Claglaay o 0
» Information provided on at least a . .
Glaiadl Cila gladdl \ B e slael
1 quarter / a few of the products and D ,—-:5:5,\51 IF:,:;I "’:. M‘: * 1
services discussed Fr g—
2 » Information provided on at least half D Siladially ddlaiall Cila glaal) cieai B Je clac! @ 2
of the products and services discussed ilfie a3 Al Silaaall
e Information provided on at least three A i ;
Sl glaadl e 581 g gl ADE B e clac
3 quarters or more of the products and E ’LT‘] - _,.s s &_,") : fﬁ -"f,k-# * | 3
g Liilia o5 Al Sleaddl y SlaSialy Adladall i
services discussed
3 e Not Applicable GehyY e l
g Did the staff attempt to acquire more customer Jal G el Adlaie 81 il plae A3 el A glay il gall 2 Ja
information so as to follow-up at the end of the visit? \ 3050 Algs (A Al Sl
3 1. Yes B4 | s [ 3
0 2. No O > LI ()
If ‘No’, please specify your comments: [ T rlady o ela ;) S 1Y)
|

11
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F.  Timeless cdgd ¢
7.1 Timeless < gl 71

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

o O pall Cuklh pall e Jatadll Sy o il Jgda e UBIY) Cdy )
D Aadidl adlga o [ alad) il

INT: SPECIFY TIME IN MINUTES: ‘

1) Caa Gl gl s rlaly

l
0 e Over 15 minutes D 448215 e S @ 0
1 e 5-10 minutes X Sl210-5 e 1
2 e 3-5minutes D HE:5-3 e 2
3 e Under 3 minutes D Gl e il e 3

b. Did the customer feel like the queuing system

Sy Jany cuall B (a1 pU) UEIY) AR5 0 Gl A A L

and efficiently

Jud JSiy g Al

(numbering system) functioned properly? fraa
0 ¢ Queuing system (numbering system) D o Jany ¥ ciall i (A6 Y1) eyl Wl o) e 0
did not function at all iy

e Queuing system (numbering system) 1 SR L S W a e .
% 3 Y Wlal) Caall ety Jlas
1 functioned, but it worked with a few D By Jody (A i) o' '1;.1?1 .“} ¢ 1
impediments & _
e  Queuing system (numbering system) « R . -
Al g A8 Y aUa3) caeall osg) e e
2 functioned and it worked quite easily D ¥ any (P! plR0) L“:: i;t;lj’hm!s s * 2
and efficiently ' i
e Queuing system (numbering system) - T S
4.! (] “ry ‘.‘; I. 1= 11 -
3 functioned and it worked very easily E St iy () ) ot Y Al e 3

e Not applicable (no numbering system)

(Bl B plil pliiia V) Giak Y @ .

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

Qiga ) dseash e 0ge3l 54 i D" Jal O B3 Gl g S
+ dasil)

INT: SPECIFY TIME IN MINUTES:

Xe

:d-'ﬂ.i.ﬂ\ I—Jﬂﬁﬁ;liﬂ‘ dda raal

7.2 Product /Services applied for and Turn Around gl ) o) e J geaall cigliaadl Gilasi, fgilal) 7.2
Time
a. Product / Service / Request 1: ) Lllal) fAasid) fpaiad)
INT: MENTION PRODUCT / SERVICE ABOVE AND Agllall ol Y Sandl g s Gl 3,800 dasill friiddl 83 caly
TIME TAKEN TO PROCESS REQUEST.
Nature of request: tdaddll dah
Time taken: (days / weeks) (&ses 1a31) - 3554 <l gl
Additional Comments: bl il )
12
+ -




+ +
b. Product / Service / Request 1: AoV ) fladl) fpiiad) o
INT: MENTION PRODUCT / SERVICE ABOVE AND Gl o el 28t ey o Gl s S0 Lasl) [l S0 rial,
TIME TAKEN TO PROCESS REQUEST. ‘
Nature of request: rdaddl) Aagd
Time taken: (days / weeks) (&) [aL3) REESAUEL
Additional Comments: Agdla) Slal )
H. Additional Comments on Visit 130 1L ddlaial) ALY Cila giall 2
(If any): ' (=2 )
End of the Survey - Thank you very much....
S 184 — Sl Algs
For Office Use Only Jaid casall Jala aladiud

G. TOTAL Branch Score

(Total unweighted branch score, summing all sections):

AR G s L s 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

EAN B g sane L E

(P S e ill i pal o B - yana)

Jalall [laaial) biddl £ yana

tpaidl) B Al B £ gara

o dd) ady gl Jalad) ]

G Aadhadl gl y £l auais <

[~

OB gl )y om0

AV ) Llas g 438 jaay ol gl 548 c
b gl C
m‘&w

13







