i ghasa dnala
BNy dulg

Jlas ¥ 5130 iteala

Juai) 38 0 A Jrand) A pad o Ll B2 gl smlaa (Gualal Sl

(s Jas Ay e Ao 4l )

The Impact of Applying Institutional Quality Standards on Customer
Experience in Call Centers
(A Field Study in a Saudi Work Environment)

gl a2 a pal (8 gl /Adal) alas




Laal) ae Juadl),
A pda

e Sl 138 830 ) ol il ginall g ) sl aen () G 0 glane daala LeShiai ALl (353 el
Crislae daala o Base O (s L s sl e i sale) sl Lealadind 5 sa0 Y 5 cdaslall

$agal) aa e puald (3 5l




s oaldiall

s & lae oSy Jaenll 4 et e i) W il Juai¥) S) je 353 sall & sum g Al jall oda sl
i;y}uu\w)dhwuﬂy&ma@\gw\goimy ‘a\e;u)xpw,:s‘m@\
o sl g A i 5 dguim 55 Ay ey A g 0ol ay Sad Jpenll iy S canl sa Le Jalaii LT e )

e dahati g 3lai gkl ie U ead Jlail) 381 0 Jalo o1a¥) 53 s (g A8 agdl Al jall 028 cagla
Gl e Al akalsi j) (sae g (NPS cdrendl Lia y Jie ) pdige (wlid YA (e cJaendl 40 523 (0 s COPC
Kgile o8 5 cCpuiinadl Lia ) (3a8a% s Gleadll 8o a3 )28 gad A<kl da & aca ) 4l jall Cargi LS s ohall
alal el s el o101 B lES a5 Jaead) G o (a5 53 JBA (10 2030 ASkaall 4y 5 40le
)

el

Jal dia Jee iy (A OOLEL g il JIA e QUL Ciran g ¢ LaT Jdia g et e Al jall el
335l ulae bl Laal 5 1530 ellia o G (il (s 3y COPC Gl Al 5 YA Jlai¥) S) e s
bl Je il 33 g ot JA e o @l V) G (e i () cJpenll 4 a3 e

B3 sy o oSy llaall | slaia (e dah Gl s Jpead) ) shiia (e 83 5all e 38 5 o ) Al jall cuadl
‘:'\L}S\ J el u\M\@@i\Aﬁ:‘M | &M\&BM\BJ}AJﬂ} 6@-@-‘1‘215_9;M\ LAJ@L:E:\S;
Aedtall leadll & Sl gaat

aliadl L)

Alaall 4355 (NPS «Jandl Ly oY1 @l i 50 «COPC 3 53 sdaand) 4 jad cJuai¥l 380 ye 853 52l
2030




Aaliaal) culaly S
2030 38Laall Zu5 ) (NPS ¢Jaandl Lia y ce )1 & piige ¢« COPClias edsand) 4 jad (JladV) J'S\fgé.sqﬁj\

oLy Sl
JladY) e Aa i oda ) il S 8y el 53 g ol g Aand e dead Y o2 Al dea oY
o 8sha IS Cald iy s gl 015 Y s clS ) caly gill dana by 58 Y sleal) 5 el pallay ail
pae 5 Al y ol el yraall da lid Ce 55 e a5 V) )50 Cilea s plS L g S A il
0SEY 38 dall a2
ol YD 8 a5 508 calS A eola il (g ola 5 e Tl ALl Y el 5 538 e el LS
okl &t lage a8 gl e 5 calall 5 ¢l painBU JLaled) CulS Lt e il o ) pa¥l s s )
3" Sl o DA Laie saal 5 AalSy Al dady Jinie A cgagal) juali g e Sl AT il Y g
Dol Jy oJad 48 ) 5 ol Baleil) O el lea (o) JSI Baine (3o il 5 alall f 5,881 Al i) Malidll
20335 QY] dad (e
Aie alia) g Jual giall aacd e o anandl 3y allae S5 g0 sendl a1 )y i all 5 SalL (el LS
Led S cluain of 3,28 JS o Aol aillaadla s o jdum Arws ¢ dacd 4lilgd a g diad) 13g] 1Y) Adaall
G s Janll 138 5 8 8 Y1 AL
85 8 patunal) 4 glai s gl 5 il dac s e o saelall dane SELY) dasll 3 g el Graadl SN Al
el & Jaly Jxé JS5) COPC gdsad gaadad Ao el i) (o lall 5 cdlaad) <l 5081 5 eyl
ind s ¢S S g can il a8 i U g il o Y A 8 Al aeal) i) e el
siinl) lenandii s la juay )l jaindl
@ufz.;i‘;mg‘msgﬂ\}@Qm,é\,si?@\ﬂw‘faﬁ_ S Al g 7l jelia il
e e oY i ldll dal (e Jadh gy W alall () gl (Dlaa i) 1360 a8 sldial 5 (0 agili ¢ ) jaindl
peliads
Jandl 138 Afiad) Ay il ol S5 sl (e JSD5 ¢ maandlSYT (4 piiall 5 aaSaal) 5 S0l jal) JS o) 5l
il g ¢ oo 55 «lBle 5 i aiy Bla Aada g s GanalSH iy L il

Al

Sugall g e yuali () 5




EPREGIA|

Olial g S

Gl alal) jUaY) 1 s¥) Juadl)

32 5ad) dpaaly JLaiV) 381 5e 50 rduad) dla
Jranll 35 a3 e la il g 50 sal) Canca sChanl) AL
Gl daal

Gl Calaal

ailaa ji / Caand) AL

Dbaialy Gl dngia

Al Hall agas

ALl il Al g g BRI JUY) 1 AEN Juadl)
aandl 4 )3 (A 505 Juai¥) 381 e o sgda

Six Sigma...) Alelil) 53 gall cdarall (Laladd 532 sl 4 seda
NPS...) ¥ sl cla )0 (L3 pise 5 Jaand) 4y
Al la¥) A Qaand) 4 ja 5 52 gal) G A8)
ISO 18295) ¢« (COPCAsall b jlaall 5 ypladll
Gl dpagia Gl Juadl)

(B csbms) Sl etes g 5

(ol ccdllaall cclilyin¥) Gl pen <l s
(KPIs Jieasinsall ¢1aY) <l 35

Lgtiue 5 Al yall aaing

Sas ) Jadaill b

Ll Jalas g Ailasal) Ll a3l 1) Juadl

u.u\:ts.“ &"_1\}33 HA.AA:}

Lelida g bl aan

(ol L il oy
Slaa gl g gilidl) s ualdd) Juadl)
il didali5 e

ideal) Cilaua il

Ll Gl jal il yida




Jod1 JLuaall

Szl aladl 5l




1o udl11-1

Jstaall aaf Ladial) cilaadll 53 ga Cinpal dlas s Galle Jlee ) g Ui laagdy Sl de jludall &Y saill Jls b
4085 Loy Jath ol il pall a3 ol Lgaltiaal 3y 3 g Apualiil) gl a8 ey 8 Clusns sall Ll s 31 Sguas
Jonil s Lin s i ) 50 alala e g Lgie o Daall Lin ) (5205 laxall elli Jlay) 480 eJsla o st e
1580 Y5 ) el Ay (K55 i ecaliinall dpagl yiud dgal 5 Jiad Juai) 8 pa il ¢
el 4 e JS3S

Al A el o V) ¢ ulrall QLYY 5 Aliaiil) 5oLl 3aiaty Udy )5 JLai¥) SI e 8 8352l o sede Jasi ) 3
Jana QUREY (e ) (Jie ol pdipalld 4paliill ¢ 1aY1 ol pdige (pe dnal 58 La callaly s pall i) it () i
Clans Jay 55 ol Lo Allia () 65 38 Ll i (1uS) Jpandl L) 5 (NPS dlaio¥) Ao s 65 ye sl (g0 S
e S ol A Aol & e s e e ST el Llae Ayt a5 e il Jpanll 1 o
Ol s (et Y 3K i ) 58 38 Jreal 4503 e W e il 51 @l ) 50 elal1 @l e

liiall (S5 daalall s dpe sSall claddll 52 5a ad ) 5232030 Alaall 43 Clea 5 an s o laall Gland)
S0 pe Jah Addaall 53 gl LY ALl daa ye ) Aalad) 50 cadiusal &y a3 e S8 dee 23l el (g
QA S5 Juai¥) 38 pa B 8 gad) Gaadatl cyn ABSad) Judad 1) Congy (2 cCanall 13 dpan o Lia 5 Jlad)
B 5ial 1) G il il g cAgliail) cilaatl g cdgladl) cibu laadl e ¢ guall Tl e cJpand) Ay a3 e

.hadall g

O i A gsaall cilg) aY) ol Agall Jolal) e @Eady ¥ Jaand) Ay o Gaeal () A 53 (e Ciad) 138 sl
JS Jas 5 (ulall AL 83 ga ) pldisa g Apaadali s ja 8 g3 (62 ¢« COPCzd gad Jie AlalSia Hhal i YA
AY g9 Jaaall Lm0 il

Sranl) 4y (s dpsnagal) 8 g2l (Gl (0 A8l gl Lo 5 lilai ) aai ) Ganall 138 sy el
AL Gl 5 el (8 agn Lay o3 i sall dpadaill 5 bl Cail gl e 58 5l e cJlad¥) 3S) je 30y
ASlaall (8 s sall skl Cilgas 55 ae A il 5 (Gaadaill

:33.52) 2 ggda




ccnile Undll Calisa ) s Ll siay 5 edlaall cladiial) cila) il Ledde a5 il 358 sal) maliall (e 82 gl 25
e Landll i minall 3508 (520" ey 33 5l (1SO) bl gall 43 sall dadaiall e 28y dpaddl) s LalisY) ol gu
Gy A el Cpaall 8 Jiaiiza i) o "Deming allal (s e " daaadl il 5 dilaall cildlaial) 43
aaall ) shaie (e "ala2tuM dae Sl 4 33 sal) o 3 "Juran Wl Jaeall L b Giiia 8

o s sale il o Jadh adiaf W Lga o€ Jaiad ST 50 gall st (Juai¥) 3S) ye 8 daald 5 ccilandl) g Ul 8
¢ Al s Jalaill 8 4 a1 5 clel jal¥) 7 sua gl g dBall g de ) Jadi AlalSie 4 2y (5 iy Jeld e
Al AaeS il g Gl dad Gl 5 A il Blanad Bae | Lagh ity Aadall 83 53 il (4

z s Jie paplais Hlal ) Aslall ) dasall Cliagie sk aay COPC AL ulas de sana s g g2l
Jie nlae Craali WS Jaanl) Lia ) 5 Aol iil) 8oLy Jay 3 (Wbl SO 18295 Aaw A 53 gall agd 3 jad
iy s a2 Jadh el g ALelSie Jree Ay yad lanal 4l ciny Lo aaad YA e cJuady) S et

sdiagd) 44l 122

@}_@M}A&‘M?\@A@dﬁ)}ﬁéﬂ\JJMJ\)AJ;\A’J\@AAi cﬁﬁw\w\@&

Alle 53 ga il oot a5 ) dalall oyl 35 el sall (0 dall (il 5 s gl 3N ol
8 a5 AlalSia 4y jat aial oand o 8 jalal) agilalial Anlly ESTY o Slaall Glad 3 ) gl
Lo (eSad S il el aalS Jlat¥l 381 pe ) ealhaiall 138 ey agiladl 8 G i

(s sale g il JS LgTladd 33 g 5 Asns 5all

222l g adalis 3l Al o e Dland) aa Lelala 8 Culisus 5all 4pala) dgal 5l i) 3S) ya 22
COSER Ja g eJelail) 8 A iaY) coslul) dalleall 84820 dilaiul) de ju o sall jualic (g
AgiEil) Aalill (e W) shai ) - Juai¥) K1 je e I o CadS Jead) a8l ) G e 5 e Jsl (1
Aol yuleall & s g5 sl Sl Crnny gl co o) B2 5 8l sad a Ali JI B Y -
AE )

LaS O pise Ao S5 La e ola¥) ani () Ui Ul 138 (85 30ad) (e O i ydie DA (e
S ead) La jn ddast ) Ao il €l i gadl Blal cuat Lai 3 jaiadl SSIAT 2o ol Aall&all (40 3 i
e a5 ¢ JalSIL Jaandl 4 (Slus (pania 53 gl i dganf e ¢ guall Jalisi 3 gl 020 43Y

Aabadal) bl oA

83 5 5 Aguadliil) 3y 3a8 5 cpala) 5 o sSall o) 50 US pd ) 5232030 ASlaal) A3y 5 Clga i ¢ guia b
Fia @25l 50 8 danal s dashais Hhal e Jlai) S) je daiad Gl (5 )5 el (e graal claal)
3elasll () 58 (Al Apalladl Sl jlaall (50 W e 5 ISO 18295 a5 «COPC g3 s

e and) Lia g Aaliz il

e ity (Juai¥] 5SI e b 82 pall kil w8l Al 5 ) andl 13 Cangs ey e ol

u\&iéﬂm&ﬁ\ﬂ\ oda J}‘ﬂéﬂ’“’d\ ?@AJ\UA@M\ cd.mﬂ\:u);ﬁécﬁ.l};j\ Y lSad)
L@.:LA\J:D.&\) a.;mj.oj\ Az ‘slc 4a2all BAJ; J:\.ii_i} 63.&.&.&.&3—4”




deed| ASCéw 3-1

OF ¥ eeMaadl SlEMe 8l0¥ Aaudze Aalail e Laslerels Jlas¥l 381,10 ) 0d) 3 gludll sshaill oy
il S Sy 1 o1 oall Aasedl B9 § Lgmle cuglas (e ilad clly Lo 3STLL e (e il
robie Jl ey Jy ebledl 28 ol HUa¥ 03 e 3ad Cily e ciglanll 1ia yatay ¥ Jeeall 2y5 e
Aoall Jelodl 48liiang (el oY rovsg cJeladdl dan b Jie 4yas>

AL o5 Jie Alia 500 61081 ol dge e b yae JSa0 38,5 JLas¥l 581 (i of Aeagell 2ulall ylas
sl e das del s A8Me el of Lardmel Jpaadl Ly (oluds Llasy 90 o852l (STl sae of (AHT)
9IS 8Ly e «AwgSae i J) oles¥) iy 8 (5050 Loyl Alalidl Bagld Jlaidl (90 AaSTl ol ) i50l)
Bosll e "dgiaa” Adia a3l Sl a5l 0y G o el Sgtun alassl ol e dloall

3929 Ol msloll (e ual B39l 358 (reus Laguas g Bauate Joe iy § Abasll diglall P> (a9
Jeaadl By e 355 @ bl 30 sl g ¥l any § Laudas i of ilolig Sumge clossis
F9 6ty Basll ulasy JLas¥l 3STha o5l e Jo> Lopaga ¥5lud ol ) adus Lo ey . ilee JSin

WSS Bzl e Joadl 53S0 gl aladl g LIai¥l e B39l s Lk oyl

LRS- SAU LAY




Sl et A e Bl 5350 Los e Jlas¥l 58100 (15 B39l ulas gardat § cigliia Cngs 3929

st d| daal1-4

&Iy cJlas¥l 3S1he (29 Ledacy lucsl) o Aesladll olasd] Aads Jolidy 435S (y0 Cuxll 1 dpeal b
o § &ylxill Adlall )40 Lole (audy cduunesll Baga LIMS (o olad ) Jo¥1 & Tsdl Jiad gl campal
J.) ‘L__L.g.ljjji Z\.a.l).w J}L& (a,g...\.ﬁ.'i Liﬁls._\.a._\ pJ csMaall QM}S .ng’s'g ELLQEJ.H ey Jﬁ.zﬁ‘ d.‘o gaﬁ .d._..u.ﬂ

Al L1 g 438y ‘aﬂﬁj (A el ;Lv)."u' O Sz Jaaall @.4@1

el Aealll ol

Jlas¥l 381 J 1o Juaadl &yt 8392l 483y bas Ll gylaidl ozl el 3] § ozl i ealuy
&l ilellad gomi Azge Sl (o S I35 Lo s ¢ zmalielly el Lol § Unguns:
Lxadlad s (olsdy COPC e Ao slas e o el Larld M5 (10 2udpma Bomd dw (3 e luan
Al of pudasdl 7 3laally &5ylae

o1l s 3 Medtane dele sLiadl Koy B3gai pobasg uadloll Lalagdaty agmdl ibylas oy dasyy @
deaadl sslaie e Juas¥l 38T,

sdacdayl) dceadl sl

Llae g8y dumdl sy (Jlzbl i § Slsiw b oo ASY ures @1 Aleall s Ll 35 (0 B
Jlas¥l 3S1e §859aly Jeall 3,8 dalgs G| Adyaod) ilyusetll 5 409 cadlgll (o &yl

iy «(pabo gl B aS adyg « Joadl Ay (s 3 51yall ¢ Lo delud Gadatll ALLS Silogs 990 @
NCPOM|LAPYISNA DS WV WS FVRY-H EUNE S| FLAPIE ]

[ 10 )




Aa Sl cilonsdl ety Gl Llazal 153 201 2030 AShell 43y 2o Sl ounge (ilazy @
lia 3 @boll Jemall slud daels Blol daeilis Jazms Los ¢ aardiand) sy Sgiune adyg cAuoliclly
S g Ll

st d| Bl aal 5-1

Shhe @ elo¥1 Basz o AMall 0d (he (a3 (&) AlalSal) Colua¥l o Ao gazme Gedzes ) Cudl da (au
1§ blua¥l ey . cpencetl] ALY Aleall Cilazdl (e 3 ae o) &g Jlas¥l

8,0 Ly Aeasiad] ulall BLaSTLl I (0 (JLas¥ 38150 @ Bosztl Bubas adly dulxs .1
L otlaladl U1 (a9 dayall
oo 3 s29 (D-SAT (NPS (s ¥5ll (Lo, Jl 1 e colydiga e cJuandl Boypoes (e 39l ol LT (ulid
NPEYA{[PVNE{ Y T PRES IR (RN PO
Bage olidige cng «,S1Aall sue of AL (yay i (KPIs) dliadicll ¢1o¥1 ol g o Bomall dualyo
deeal) Sl Ay (oo Ayl
«COPC J1s) Aol lagylalll Ladl S| iy JLas¥! 38150 § B39l () s 5] 713
el Baadl @lillazag (ISO 18295
4ldy wlelya] 3yme utly o ¥odl 5523 Aunosll Byganll (e 1355 Lzl ol 315K Boganll 4815 Su5as
Adsls




il 99 e | dlin|1-6

Jeeadl 2ypzty Jlas¥l 38100 3 2eall Soloisel] 5352 28May 3lats dypa g S¥5Lud (o il s 3l
AN ol yally Asdl) simes @3 Lsle £ling colinyg
SPORLIJUPSH 5 PO
§ dueadl &y Jlas¥l 3810 § 8392l sulas Gubi puddalile o
e yall aleud Lk
S g e dloall Ly (e Bagardl 2dl e bl L35 sue 1 )

§ saadl Ha5 Ay (pe Aactiell 3552 D-SAT) (SLA « AHT e (Rpuedaddl ¢15¥) ol ybige uSad Ja

$1S0 18295 91 COPC is &doull yulalls JLas¥l 38150 ol oo Lo

S ol &yomd (e ol Budat 3829l 3,8 dalos (J wbiu=dl o
S |l A &l ylantly Jeeald Adaall & pmetdl o clBgyall 550 L
sl il v G

el Lyzig ezl Bage (s dsbas| WS I3 AN umgs 1

[ 1 ]




Maadl st Ly dlg e ¥l ol i iga (ya (e Jlias ¥ 38100 (§ Audgudl Bagdl las Gaddas
Aaasll Jeeadl &yms Sl digag Al oY) &l ) d5e Cn Bezmd lia
Agadlog Ulad Juloms ool ;355 (e datad Juaadl Lyl Cpunes 3 Apdanall Bagzell 3,5 Aaalis

Zauall Jelodl Auigas Jelanll Bagzms s Slmi¥l Ao pouy 1add 3amny ¥ Jeanll L,

it > 3g031-7

(2 axeS) Joad) L pomi o (Jaun pateS) dondedl B39 (s A8Mall (Al (§5las Houad e el 1 3850

Ot 0 e 7 gl catiay Al csluylally el sl (e A gazma IS (oo U39 ( JLas¥l 38100 3

sddiud ) il

‘QL.V:\'JY‘ ca.jl.é‘).” c;e)uu..” “;!L.A..LA&J‘ Cybj L,Li‘“ )44[.&.“- J% L}A wLE_Ej ch‘é—‘;Y‘}S)A ‘3 aﬁw‘ Eé’-? ®
A5 1) Slel 2 &g eans « (COPC) Jie Alladl yulally

s L) sl

Jiols3 Jol (ye Jod! 86 LaS 3,01 Ae yw (D-SAT (NPS (e Yol cJuanll Loyt e ulddg c Jaadl Ay o

Jelatll 33929 «(FCR)

i dall ~ 3
Joadl Ay selasy el Boga (o Bydls 3k 28Me i O paal
Sradl o181 o Bemall poy 3 Jlad Sy e Ll g9 gl lgol (s o0f (248 LS

QL&}LH&




Lasdll 3aga Juaadl 4y

Service Quality Customer Experience

Clear processes | Slaall 7 s
Training | <l
Monitoring | 4l
(COPC) | Adherence to global standards (COPC) &xallall yulaally ol 5i1Y)
Internal ease of processes | &dalall el jay) 4 geu
Customer sati:
Loyalty |s¥ s
Net Promoter Score (NPS) | zs il blés ila
Dissatisfaction | (D-SAT) | La ) axe
Response time |4aiuy) )
First contact resolution (FCR) & Interaction quality |Jsalsi Jsl (e dall (FCR) Jeliill 52 sa

/

Jsanl) a3 el 35 (sl dnsy) wh

Direct positive relationship between service quality and customer experience




a8 gl 5 rdll ooV (B sandl) s e aclin 3 sall ol e 5 <l sal Gaun

Improved quality tools and metrics help bridge the gap between actual
performance and expectations

sl ydl d9u>1-8

48 @l Glessg Awlyudl 1855 e delud Gl agasd! (1o Ae gomma dyiid @3 (A8 Sl 1 Blas dpussl
1 28! Badally Jul=l]

s oo ol) doudl .1

Al e e 31U ae Jlas¥l 38 1a 5 Jpaadl &y Headl Baga o 28Mall e Ayl sda 383

Al souxdl .2

L) @ ESY S, el ,S9) 4 I aoyadl a8l 8 doladl JLas¥l 3810 asl e 2ulyd) Gadas @3
3 el = d 3 ~
Aabloll wbidly Adaell 2dia AT Al S Loy (Coty )

20 b dgudl 3

Sl lersd Jels Jetes olasad cetsd] (pe paediand ] e anl

eyl dgudl 4




IMs b I deadaiadl clpadl 13 3 Ley <2025 ale M5 L bty cbiled) paz 848 dulyull Jass
Jaadl & g o 5¥ B39y Aalanlly caladl (o Jo¥) Cigasl]

3810 el s ss G el Agals e 120y Ayl poungl Jald J5ie @adT @F ¢ guugaid] Juadll i @
dag> EE PIEN A IRES | JjL}.IJ ‘.5“\.” Eoedl ASCias 90 s Maall ) Jelasd! L? ‘:5»“._13))52.05 Jlas¥!
aall Loy e I3 iy ST (any 3 deus]l

il ) s ) bl ddlaal 70 b9 cAdadadly el > 1gidl (e o] Apoal (o) il @3 LS
Lo d) dgusg BlUad dyuss ) Al yuld C;U:.U E.S}o.ﬂ\j Slus all

saziy bl Slusdl (o ety ylaill alall § Geativ @ AW Jsaall 3ol Juasll ia uia
CHCEISOPES JT PVAD JO JUCOUREN WP JENPORTE PR RV W EX B (> PP REPRTI (RO [ VERER
Jlas¥l 38150 § Sleasll 8392 Grances IS (o Juan]l




gyl oY1 ¢ S Jaall

e |3 BN Ayl 5l a3 4] Sl (ySay fealy 3 ran bl el J) L]l e Bt
3¥ pase caile ) cJlas¥l S 1has cJuaadl Azt (Bagaetly Aalanll duwoludl &yl qualall (o) el
Jlas¥l 3810 8age crues § Llle Aausiudl yulally z3ledly (A8Mall ol d da, Ll b yud)

sbeondl & yoes g L2999 JLai¥| ST 40 2-2

Spaialy Js¥1 5 L) 84T 3 Lo B (53535 LeShaes Tl o 5y-La Aty JLas¥l 5150 s
Ay 9U..33 e &.‘).zT 5y Azl Qbai mi L (e lgid spma 3ST,L e dad fd A8Mall

(17 )




s e 5355 Aawls Aast Jiad b yaldl Lol=ll (P9Il sl e O slgw Jelas [So

:JLai¥ 31y sloal Lo

Sl luaiadly Ll dxllas
(S9lSadly eMSLall U
ozl 2ydanll aen

Slagdl 35259 49yl @auas

& el @aslaniuly palisy dpuzs 3 551 Nale Jelazll 3352 cumpal cedaall ciladys ¢ Lasy aag
Aol e Jolazl!

loiell 3 B39l agqin 3-2

Ul s eslagol el Aacsedl dayllasg (suiey Jadd ulad ¥ JLas¥l 51 § (a3l eusdl Gld! § 8392)!
(el 83glzmiy Jueall ilader Ands e Ly,

Bya dol (e ramie JSh Aaus| uuas :dyalarey]

leall Sl ae Jolatll Ayl ezl

el ol Lo oy cAalid] B sluseiad (cnalagll Jolad 281 isY)

Aalil) c¥ )l ae Ca Sl e 8,08l g Ll

Jelas S 39 Jsee JS po elo¥l (0 goiaadl i e Dlazdl: 5lud¥]

gw.wél‘ ﬂ.&\.ﬁ‘ é—_lj.‘hﬁ a_.u.).mj_'z_” u—u—w‘y‘ ..\..‘>i 5352_” Lo J.’Jij

392l Byla) @ML’Jl z3keill 4-2

:COPC CX Standard .1

e 180 . JLai¥ 381 e Baga 3ylal GUlle Le Sl plall Sl po pind

[ 13 )




eadl By Cpaums
el 83929 8 LaSIl 23,
NPS, FCR, AHT :Jis (KPIs) &t I £10¥1 )y dogo Casnces

:1SO 18295 .2

deding (JLat¥l 31 yo 3 Aiudes lad Hos eaudn! fllo] any Jo sliae

AR

onila gl 5 LS

Jaadl sy

il cucently alil) <l go

:Six Sigma » 3Lei .3

Root Cause ) ezl caudl Jud=s Jie <l gl plasiuly sageedl cilays el Buasig sl |5 ‘AM
.DMAIC (Analysis

:(Customer Experience)  Jcoall & 25 5-2

15 e Tl o Joand) Lopms ) cDelatl) gy 2l SI £ Lai¥ ) Ll Jad) By 05
tJie Badata Jelgay g dalisll JLasy)

Aol ) Jgsooll g @
5l ol bl Jelatll 839> @




4.75.)3 M‘ ELC).w ®

LYy st @

e ol i JMS (oo GIE Joondl &yoxs yalilg

.(Customer Satisfaction - CSAT) Lis JI
.(Customer Loyalty) ¢ Y1l
.(Net Promoter Score - NPS) g All Llas Lo

.(Repeat Contact Rate) (Jyolsill 1,55 dud

sy Ll Slos¥l 3 Jeoad] By Boganll o A55(al16-2

:0lgiay Dean (2002) dwlys ( JLas¥l 381 o § 83920l o9 dglis (fII Sbulydl o0

«(Call Centre Management: Is Service Quality a Priority)

Jie A 4 a5l Aylae sl Bage (de JLas¥l 581w cllal 24855 gue BLASEL| ) cdua Jls
Sl ey UKL sue

gl il Jlag] J so8e 45 Aubia il clloal) 5oLaS e 3 3 Lol o J) Ayl ol adg
.4_"?‘93 aLb) (S gun u‘" Gl M.J.é Low ¢ Jucan! 3_’)2.7.‘

il Lagtls g ol 1531 slae (o Boamd 3929 i &1 «chumeld Alaell B il il s j3ads
eanll 25 e

e gaaladl ay g Auagd) 3 e8 liialydl Lgiie ] A ya c Aad) Gl Gl Alal) culd Agaal) cilud 4l (e
10052 2023

(Assessing the impact of COPC standards on customer experience in Saudi contact
centers)

[ 50 ]




COPC plas Gedas k5 guto ouaiss J) Aaslyodl i s dosug¥1 3yadly lactid] 5,1s) Aoma § y45 B
o] Jelomig (S g alseialy 3y Asgaudl 2oyall 881l 3 Jlas¥l 38150 Jo1s Jueall 2y e
el Lsy s 3 @alus COPC ylas Gasas o0f lid) e ylol . 08 Jlias) 3850 (e 8395Le liled
(FCR). s 55 Jsl v Joxdl Baad oy pdyg Uam¥ (a3 0 S8 %18 Liaadsy

3S1he @ lel2¥ls clibeall Baga o (e 1S5 s Jlodl ! il ol Lo e Alyl) o il

35 Aedme Ay § Alyull sda e 5529 O LeS . d5¥99 slidyg naad) Ly e (wgade Sy (uSiais JLas¥|
39l Byl 3 oMol Sl Lol s Caelils Lo Lo Al ladl yulall codoss 2ol (yo

Skl pISH) g cbibll A grad) Aigl) aglil Gilagdy) S e Wl jal Aaa L 3 cipla A3l Glaud) A
(SDAIA): Ol sin2 2024 ol

(Digital Transformation and Customer Experience in Saudi Call Centers) 51 Jl=s J| céuag
aeadl By sy JLas¥l ST slsl e 2030 by s8] 08,11 Jgzeal

& o ) 601 cJlas¥l 381 ha absga oy « gl Aalaily cnbilidd) Baga (3 5Lediodd] o ) Ayl cLsd
Basll lae 3ihas @ Slucwsll OF cumisgl LS dads crale I3 %25 G9as Ly Juonll &y ol g
.9\.3&2” &A‘M‘j ¢ Maall f;}b u._wSqu. S).J.éj".gi calS WY ‘.56.5) J}z}.’ Lg.fa_o)ﬁ'j 3.5.1\.«_”

3STye iy @ B39l lae Berdasy (8l Jsmall Jie Auidagl @lysbill o el el Alyall sda s
o lially A gl ozl (o a2y (st a1 2030 ASLel 23, e (bl Lo 39« JLuas¥
& Jraadl Linyg ol 5352 0t Tyl ) iy ) JUdl mll il gl s oy Lol ol iim 3

Jlas¥! 58

14 L) oslaa¥ e Alial




Loy clsizme 981 (pe ad Jlas¥l 381 § Jeladdl 332 of J) @yLai :(2017) Chen & Popovich auly

NS RRARIES (P IO-Y Ol d>99 cdusgaud| QJbas¥l 3810 a4y Jelis &41:(2020) Almotairi &,y
¥l Bl 8y, Skl e Las¥l sue Julas e 598 3T Lagd <o US]

3am3 B> B39 sulas Gudat (&) il ol @‘433 :(2023) COPC Global Benchmarking Report 45
Aoiaiia plae o ¥ (@l elln Blae CX lydige § %27 Lewdy el ol

s balyd! Lgsus (&I &l gzmall 3yl

At Jelanll 8agomy aloza¥l (oo AL (10 (Je DI, AT1 (o 43S 18,5 @
Skl ishe Yol e Bogmell Jaadl Y1 LB § jmids @
il bl 3 seall s ling 833l sl 0 JalSll St @

:(1SO .COPC) &gl yulalls 7 Sloidl (4 deal 7-2

Jy ALa 4T Bagmdl Cpuses e badd pmtay YISO of COPC e yulas Gedas oof lladl coyloeadl oy Lo

id] ey

Jeeall Blud) AST 8y Gudizes @

eesiilly plall Zoumg IS (he cnalagll clol a3, @

sy e as¥ Julas IMs (e 8LAILG Jucall oy 43201 30505 @

Maatl 598 of Loadl Bole] e Azslid) 2l Llase cllaatl Aaluiel cpwss @

e 8,8 LAl mieg Leo (e3latlly Agdoed ) 2l po conelily Loy LaasSS (580 ylo) clgal ulall s dady
Aty el Bl § L lill




s iadll yaskle 8-2

T @3 LS e Joaadl By cBagdl ( Jlas¥ 381 ey Aalaall el &l qpalall Juasll lia (o il
e 5929 ceass G Adylad) ol gl Ladliy Bagzell 5yls) § Suatall Llladl z 3Laill 5,0 (e ¢ gl
Ladad Byl s aad @1 lyatll 3] 8,80 ae « Juanll Lyiy Rouiell By (o Ay

clydl 19T esaty (A ddiwd| Eeedl mpin J9bidiss ) JW) il Goyall Jiaall e dia
Bueiall (il u_j_Iwa Al ailasg

e d) Az 1 EJ) Juadll

el T 1-3

Jlar¥l 3810 3 Aeuall closied! 3352 ¢t A Aaalyld Aedntll ool il e Aalylll s Siokaie
ool 2aS gl alasial bty « 2 LeS 2aslall yalglall i) alio gl I sady Juand] &y
Ml oMsiwly ol il

B39d) Bl oot A8Vl i yd 5Lasy (lianl Julntlls LI mkos smsdl Julntll s o3 LeS
ol Gedarld Leabls mlid) ABgiyn s3a Los o Juondl Lis) Soinas

:dwlydl aoiza 2-3




(e Ayl petize 0980
(Gl gadasll 3 B 36,11 s o) s gacaadl s padl 3SLell 3 601 Jlas¥l 58100 sl s3Mes
B39 Graag Ot ydia e MSy (10 SN uas § Olalall

Aalall JLar¥! 3ST,0 Gagds Siag 43S by J) ctelill Addanll ] 3920 s paxsell 1 LLas| i
Al 83929 Juaall &pmety 3lats oo do g5 Al il (3

:dwlyd) Lie 3-3

oo S el Jitadl ylasad 3 cnSoLad ) 5Leasy (Aadall 2l g ol Zgall) e slaxe¥) o

(9 cpes cnlagm) degiio ladiey cnliaill ¢ Maall
.(Inbound / Outbound / Backoffice) 4aliss ‘aijT 3 onbelall cnals gl

Blel o aa cdolyudl a8 3SHLH 8 cnloladl cralsgll sy adgall (g pddl eDoadl sue e 2Ly Ll o> 50>

) b PR | 2> olesf 4-3

oSy (511 e Al yud) Sueie |

tie Ol pdige NS (10 Aol Bagar (1o alid) (Gua | pidds (e Meadl (yltiul) 1

N [E-VION

Sloslall z9429

Jelatdl gl

(FCR) Jlas! Jsi ¢ Ul 485
(DSAT) alall L,

(oAl Lolas 3Lo) NPS

NS (0 8ozt Gidai 280 g wdsy sindld ol Glitiwl .2




adall 339l yulal @eaed gue
il eusad| CAPR I
SIS 1)

S welly oyl

:L.;an.a.m Judzd| oilgaf 5-3

) lshasd) e o Jlmtld (SPSS) aliys alusetul o3

Al oY 8 Lall @lal ¥y clla wogill 7 sz 1 am ol Sl

(FL9yS Jolas) olesiaadl lgal Adgign (oo gamild:alidl Juls

Jeall &yzeig Aasedl Baga o a8Mall jamal:(Pearson) Llal ;Las|

el & pms il iige e Bagdl Badat! lasYl il ayaad ((Regression) slasi¥l Jl=s

1l il ) 6-3

oyl — 1Y) A8l e — culgl oM 7 gm0 — COPC Jie) 359l pulas udas: Jazudl wazll)

rdie Sl pdige IS (o olaSy ¢ Jaadl e aala] il

NPS

FCR

DSAT

(AHT) Ul oo

SLSA Jase

I.‘Lw‘)d-” dgd> 7-3

(38 i susl) Ayagaad) 2 yall ASLall dsls JLas¥l 38150 gus ] GISL JLxll - @

[ 5 )




2025 ke ] 2024 1353ST (e BN IS Ayl cas g3l Lzl @
Jlasl 3850 2y 3 deead! &y lia ddl) Bogzll o A8all Awslys 1 £ounsll Jlzll - @

1 addl yasls 8-3

o> Q\jai e dl e roize “:.J.:'al_wl\ @Q.Ll‘ ol @F Cue ‘Eul)_:_u &f\l\ M‘ Juadll 1 Jﬁl.l.’i
ool e il Hdda By aoks gei Aol Bglase Uy 1 wad . Slasyl! Julnsll Collaly il
m&w

sl Jelomsp stk 3yl ol (1 Juasll

i 1-4

gl Al e Gl Slasl Gadat S oy Ll Jumstll @3 S @) i pe ot «Jumddl da
Lebasyd Hlasls dalyull Uil e Bl B bl Lsbasy! ol alaiul Ll

ZR.&')..L" e L)ASLqA:.' 2-4

seMead| Aice Yol

sde il Bodzme A 88 I JLas¥l 3856 ae crlalaall e Meall (oo e gazma e luad] ayies @3
Mbm‘ ZL,._I:.Jaj ‘ML_I'.A_L‘Sj “Q-Q)L&.Ei ;&C}.ﬁj ‘[Lg}y .b.J.mi] MSJL‘V.L\

condby o) e (LGS




Srlag (M ydin e dee dous GMSj ‘3.‘.0.:0 qﬂ.uﬁizﬂ alizeay JLas¥! )S).A ga.!a}a (R dde uLLJ.LwY‘ L..; ibqu
(Inbound / Outbound / Back Office) &wlud| =ldaall Lglas e Juded (10 ST @3 839>

S|k PEL- | Lr.‘l.u 3-4

seMead! &sblmi! Judoes <ol

sl 300 2 Lead | sl yi¥lg cullaagill al oty oluadl Juloes o3

@steall Cal sl

Lagil

il

0.6

4.2

.b)-" &.r.)_w

0.7

4.0

0.5

4.5

Jelatll § aladl ogludll

0.8

3.8

(FCR)3 s Jol o Jox 480

0.6

4.1

(DSAT) aLall Lis I

0.9

3.9

NPS

.LaLag.LLU 9499 FCRMJQ\:-MA D9>9 2R (h> L@) (S gl Lj\ fq.u':_” B

Crals bl bl Jyloes 5318

Lﬁ,)\t.“'-‘d\ g_'e\)AJY\

)

0.8

EJJ.;.“ ‘)ﬁluc‘ﬁ-&a"

0.9

Cppaill 5 Ayl ) ol i g

1.0

i)y Sy il

0.7

BJ};J‘ ‘)..3‘)1.33 & Jdelal)

Jrand) 4 ai o 32 gall HAl b e




Adeld AST Sy Bagarll ool Juraty casyuid) el Ot 2oLl iliadl o

reailos 4l Las14-4

EYER [EWPReL

Juoadl @ yzeig Bogdl Gadas (b Ao | UAs I3 AN ungs @
(58 A¥5) 0.71 = Jalas (Pearson): Ll jlasl dxds @
2 le Ailas) AYs (p) =0.000 —> 2ays  ®

vy | QAP |

A 8l

Al Aoy g 83 sald) G A3k

(DSAT)Jsanll L 5 33 sall (s 485al)

FCR 335l (s 4830l

L);J\Ejpjuwjdﬂ‘uy:@w\

) pwds 5-4

Gz (3 oy canyetlly FOR (e Bagandl &l ige piamy ciags oS0 ceaidl oye Usgoele Ly 9 edad £ el
JelST1 el

‘Ml

‘)Yﬁ [)L«,é-l 535_2.” ).gaLLC- J.A\SS wi .JS}.J Law chA.u.“ a.t):m’j 3.)5_3}\ Q\)Ju}a Gt sl LMe J>o3
Jueadl




(il (asle 6-4

O o8 Lyl sgag il =Ty conalssllg e Maatl Ggiun e Sl Jedmd) miles hadll (o 2l
Glax] ISy due ally s ) il all (o Gzl @39 Jpaadl &y Bo9dl Buidas




:olaogidly zvr.‘oL'i.iJ‘ e B addl

teiead 1-5

i Alae Sliogs @uuds @f (@l o el § 4] Jaostll @ W 5580 Lads a5 ) hodll s e
LS Jaad) Ay e Glomy) uSiaiy Loy cBagmdl Cpnums IS (y0 JLas¥) 3850 610l jughan! bl ells )
Ayl Adiatie Holxe 7 A8l cAlaatly palall loaludl @al 31k Juadll qausd

| 3l 2-5
A sl ) el ios «Glaelly gpladl Juloeadl e 2Ly

Saay B9l (s O (e Juty Loa caad) Bymi B39l Baat (o 293 Anlom] A8Mle 3529 1
499 Jueall Loy e ilin S0
oSy 1ag (A Bl KPLy a0 5yma (0 ST 30 Lagd Jelandl § gl gty o)) ey
RPWES|[EWES B BBV JNPSA| duaal
oo Jodl el sl (amy § olasl J) gl Juas¥l 38150 pan § el eall coyasll Caas
(FCR) 3,0 Jof

C}gjji ;,\352\ ol iy sgcj..gj\ é.yja.’i.“ @ Z\.aj.a_‘a Q}Q‘.’"ﬁ'ﬁ uﬁ 5)3:}” ?4.1‘.4.&1 035),.\._, U}aﬂajl\

Liekeld oo Uiy Loo c o) A5 ily 850 o yblis oy gty LSS 3udad B39l sulas paany




Aleatl cilpmgall 3-5

Jlas¥l 58100 gyt o Y]

ety 2ulidmall LA (e S ae eedondl ausg Bagmll @ Clolall 8 atud| duusyuad) ol ! 553
Aall Jalasd)

1) 50401 Sl 50 eSS0 0 s~ AHIT s uaal) 5 e dail el oy 20 oL ) (NPS
9DSAT.

olans B3gaell Bl ye cilonyiee Loy, CX s 15¥1 0uds (po Yoty (L)l Cams o (golSCal) il leadl) Julonss

sles L_;'\.,;SCOPC)'S‘)A el ug..wz?@ Gl > o ..,\.9.33 ‘a.j).?ﬂb el Bagtl (o Tl oY cJelSie IS
Jlasy|

sl ol grun e sl

sl e o) dell Budnt Tadd ety cJuoall Ayt e aall 3L S ddl sgae Lo,

eaadl pslate cve Aulaall Byl B3ga olid) A1 A 0 JLas¥l 3STpa e LB, soull Junss




Jlas¥l 58 1e 2 3 Jeaadl 2oypamiy oall Lapdaty gl mualia cn Besly oy el 1a o105

plasialy alag U A pall Gloa¥l 35528 ¢ o 8 @aluwCOPC.al e SlnaieS ¢dlaall Lyzeig

e

Jlas¥l 3850 G basadl yughat se ounedll ela¥ et Gedazll S8 Blb| 489

laall po Jelatll e detaisadate Slellad § elo¥ iy @uds § ol 7 350l plasiod (Soy
dd@iue &l ol Ads 5-5

Jha¥l 8150 @ deeadl dymi 8o (de (8,01 Jomall w3l dalyo

Gl (&1 3STL 61of G 35)lan COPC.24pulas pylas (he datad &) Laes

Aaall deasd) 3929 Jlai¥l 3850 3 cabsoll Ly o 28Mall Julxs

(S Lo ls AeS>) Bactate Sl Jedd] Auolyldl § sl

PPLES)

By Jeeall Lyzety Llanyg JLas¥l 58 1he 3 83szl Gaddat) Joall adlsll qgal Bale 2glons cumel lia Jiog
AST oSt 8352l alys aokas 859,409 «daadl Ly ol i3 p 2ulih a0l epalall JalSG 2uanl gilid] o
& 8392l e gy e Ml ladss 4d s lle 39 Alidiul Lyms el § 56l STy (281500 ol

(S Sl ayme Y Azl il Byg s (Jlas¥ 3S150) do¥1 olell dlais




) sl daild
53 gadl 3 5la) dlae 94, 61 o deaall 33 5a Ja 1) 3S) 5e 3 ) (2002) o0 ecp .1
Juai¥) 81 e A B Aeail) 52 g Lpaal gl ) 3183, 174 ¢12(3) Aol
s sall ¥ e b il
Dean, A. M. (2002). Call centre management: [s service quality a
priority? Managing Service Quality: An International Journal, 12(3),
174-183. https://doi.org/10.1108/09604520210429265

s e2anll 4y a3 e COPC rs Gkl 31 (2023) cs2altll sy 5 esuedll 5558
(5).22a]) cdans 81 (3l laxall 5 5)) Alse, 40 gmaal) 3 Jlai¥) S0 5
Alfaheedi, N., & Alghamdi, R. (2023). The impact of COPC standards
application on customer experience in Saudi call centers. Middle East
Service Management Journal, Issue (5).

(o e Dhanll Ay jat 5 el Jsall (2024) ool 1S 5 lill] 4 grad) Al
s liha¥) o1SA 5 bl An ) Al s bl A gadl Juai¥) SI e
SDAIA — Saudi Data & Al Authority. (2024). Digital Transformation
and Customer Experience in Saudi Call Centers. Riyadh: Saudi Data &
Al Authority.

«lalaall ‘J\Jéni)!\ 16 aad) WEMe 3 )0 ?@ (2017) E b grag “z TSV
Clane (5 680 (e 2nd Juai¥) S0 e 8 Jeliil) 53 sa () Cona ol Al 0 Ls g1 il

NPS. 5 FCR Jie &l jise (i die Lals (Jranll La

Chen, J., & Popovich, K. (2017). Understanding customer relationship
management (CRM): People, process and technology. Business Process
Management Journal, 9(5), 672—688.

A sl (& JuaiV) 3SI e (e Jala seBlaall 6 5 9 deaddl 33 92 (2020) . csnball |
Ol s By Siall VLAY (e (DU o DIS 1) S 5 ilel jaY) & saia g o ST Al 5o
VAT
Almotairi, M. (2020). Service quality and customer loyalty: Evidence
from contact centers in Saudi Arabia. International Journal of Business
and Management, 15(4), 45-59.



https://doi.org/10.1108/09604520210429265

(17;.59.63) s Ol

Juai) 38 e (8 Jaadl Baga oo Gudlhigall o i
5 _paida datia

Gl Ay Cpraatl @l g ¢ Juai¥) S 3 8558 giall <l a1 5 eyl (Jaad) A8y 5l Jgn il ) A8 el (liinal) 128 Chagy
Al ) aal je Y T addii o Ay o CllaY) maan Aeddl) Basa g

Aalall Sloglall 1dsY) acdl)

AN b ede daad S5 [ bl el 1
Gl s 3 e SEIO @l san01-3 4w e J O :bai¥) S e 85508l Sl g 2
Ot AL 1 AN acdl)
sy 35l = 5 (38l ¥ = 1 el ge A o )
3392l g Janl) agh
Aaxall sasa sl Gie coglhal) s lacapel 1
e Al daual 5 LSl i julaa 2
ol AL Co piall Lgmamy ) alaaly) 3
asall g <l 5ay)
A IS Jlee ¢aY Lgabial i) kil cul sl a4
Ao Ll oy callailly S5 gl 5 1) 5
(P et e el clladle gus B b 6
Gl g el )
S e g g8 JSDdaal g Jaall il gad 7
Rk JS ) Jlen sk Lyux 08
el e Baall ae Jaladll e gaebuy <yl 9
Jand) &y
Sasall Calaal ssarl gty Jaall 32 8 o 281 10
I Gl B S seey (5850 11

oo heall Ban Aadd il e deluy Jaall 8 alall 5ol (12

iiadta ;U avdl)

L L) cdaxal) 33 ga sl Jandl 48y yla (el 21 581 (gl clial (1S 13)




Jeoadl & ymig Bagatl Jgo (nal gl oletiw 2(2) 395
rdaladl Sloglat! — Jo¥1 ¢ 5!
(adsoll (w1
sza-i ] Sjbl/ru‘é e ] - JO ] eMae Lous ‘_a.la}aD
Meall Los J5psl wlgi 2
clgin 10 oo AST L @il 10-4 [ g 3—1 L ws gy 9
1l bead g Baleal| — LI ¢ 3t
kel ¥y Oy O 6L O easld
o)) Uy dmiinlg Lol Blua¥l 4
clefy Oy O 6L O sl
tlally obdoadl — SSUS ¢ 32t

Ao gl Ay Lo Jae lelya] umgi5.

ket ¥ Oy O 6L O easld

NPS): « FCR e (st & pzmty Alaiiye Aty ) elo¥l )y iig 6

clely Oy O Gl O sl

rUSCAL) 51,85 aies olSadl Byl5] .7
kel ¥ Oy O 6L O easld
tytidlg 3yl od) — aal W1 5
¥ 0 6ot O o0
:EGL&SA. d.o.’.” 9‘.)9 2\.@\5%@3@ Q‘j.}gﬁ‘ 9
y O 6t O e




s and| a.o);d s sagtl 8ldlae — ualietl ¢ 32t
(VOO): Jueadl g il (e deiad Juaddll &l41,510.
clef ¥ Oy O Gl O s

Al latl ulall Godas — wolud! ¢ 32t
S COPC o 539l) Al jlins Gpaidas Ja12.
ety Oy L @ lalases [ @il

(a2 0l) el 3uta 13
g 3 e AST L el 3—1 T i e Y10

$83lien Juae Ay @uddS (o aiay @ile rmi L14.




("l douzed] eiiw) Jloasd) daild

Joanll olyic

Ol Sliad duaarll oAl

oy Higad 2402 garl) milim ]

Lwoleadly Boliadl ygmo Julms é\.b

uo.g.&.i.‘b Sldaadl J95=R AL é\.b

cipddlly 3ylell Hemme Sl il

el E\.a).z?ta 8agtl Bl3lxn ygmma Jul=s é\.b

Al j}'._’LQ.L‘ éﬁh})}% AL é\.b




sl
)._ﬁ.\.a.ﬁb

| cmeedd aladl Js il :Jg¥ Junisll
|4 iat-1

| S5 1-2
|temd! 81uai1-3
|eed! doail1-4
|l = ¥5Lui1-5
|2mdl @il ,31-6
|owalall 7 3g0id11-7
|| 390>1-8
|éeed! xinl-9
|4yl (SKa1-10

| Ll & Lualylly gl s LT
|JLas¥) 31 50 J) 5 e2-1

|Laslayl g 3agell pgdn2-2

el ms conll Bpmi23

| beaad! & ymis agdl o A85Ma12-4

1SO) | « (COPCJLas¥! 381 0 5392 § Aol ulal(2-5
|ads b olwlys2-6

|4 Lud | & leolyldl oo BaLazu] dagi2-7

| e duzeiin IS Juas]l
|Cm.” E,Q.'m?)-’l

| Ll s Qb.}i3-2

|y Aie g poizma3-3
| Jelmild dslasyl 13-4




| Slasl Jelemidls Al | dulyid! zaal (1 ]!
[(0olesasdt) 31591 rasasd-1

|Lelelmig SLLedl o 04-2

| lis yal 5L 14-3

| g laidl HUo¥L Loy il | pensid-4

| ciliogidly bl 1 meliell Juaddl
|l 5,151

|ackoat! &liogal15-2

|addatlly deolall Emdl Slealuw5-3
|addine &l il Ade5-4

| 43 el
PN

| o3l | 3N




