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���m�|�u�o�7�†�1	ž�o�m

The public sector is facing unprecedented challenges as a 
result of the converging pressures of the digital customer and 
�‰�b�7�;�v�r�u�;�-�7���1�o�v�|�J�1�†	®�m�]���r�u�o�]�u�-�l�v���|�_�-�|���u�;�t�†�b�u�;���]�o�ˆ�;�u�m�l�;�m�|��
�o�u�]�-�m�b�Œ�-	ž�o�m�v���o�=���-�t�t���|�‹�r�;�v���|�o���7�;�t�b�ˆ�;�u���l�o�u�;���‰�b�|�_���t�;�v�v�:

With widespread use of the Internet and mobile technologies, 
�7�b�]�b�|�-�t���1�†�v�|�o�l�;�u�v���_�-�ˆ�;���1�o�l�;���|�o���u�;�t�‹���o�m���|�_�;�v�;���7�;�ˆ�b�1�;�v���=�o�u���|�_�;�b�u��
�7�;�-�t�b�m�]�v���‰�b�|�_���1�o�l�l�;�u�1�b�-�t���o�u�]�-�m�b�Œ�-	ž�o�m�v���-�m�7���m�o�‰���;�Š�r�;�1�|���|�o���0�;��
able to do the same in their dealings with the government and 
�|�_�;���r�†�0�t�b�1���v�;�1�|�o�u�:��

���|���|�_�;���v�-�l�;��	ž�l�;�7���;�Š�1�;�r	ž�o�m�-�t���0�†�7�]�;�|�-�u�‹���r�u�;�v�v�†�u�;�v���0�u�o�†�]�_�|��
�-�0�o�†�|���0�‹���C�m�-�m�1�b�-�t���1�o�m�v�|�u�-�b�m�|�v���-�m�7���-�†�v�|�;�u�b�|�‹���l�;�-�v�†�u�;�v���_�-�ˆ�;��
�=�o�u�1�;�7���r�†�0�t�b�1���v�;�1�|�o�u���o�u�]�-�m�b�Œ�-	ž�o�m�v���‰�o�u�t�7�‰�b�7�;���|�o���u�;�|�_�b�m�h���_�o�‰��
�|�_�;�‹���l�-�m�-�]�;���|�_�;�b�u���r�†�0�t�b�1���v�;�u�ˆ�b�1�;�v�:���)�b�|�_���t�;�v�v���l�o�m�;�‹���-�m�7���=�;�‰�;�u��
�;�l�r�t�o�‹�;�;�v���K���l�o�u�;���_�-�v���|�o���0�;���-�1�_�b�;�ˆ�;�7���‰�b�|�_���t�;�v�v�:

�$�_�;�v�;���|�‰�o���1�_�-�t�t�;�m�]�;�v���_�-�ˆ�;���t�;�7���r�†�0�t�b�1���v�;�1�|�o�u���o�u�]�-�m�b�Œ�-	ž�o�m�v���|�o��
�r�u�o�ˆ�b�7�;���7�b�]�b�|�-�t���-�1�1�;�v�v���|�o���v�;�u�ˆ�b�1�;�v���-�v���-���‰�-�‹���o�=���m�o�|���o�m�t�‹���]�b�ˆ�b�m�]���|�_�;�b�u��
�1�†�v�|�o�l�;�u�v���‰�_�-�|���|�_�;�‹���‰�-�m�|�7���0�†�|���-�t�v�o���u�;�7�†�1�b�m�]���|�_�;�b�u���o�‰�m���1�o�v�|���o�=��
�v�;�u�ˆ�b�1�;���7�;�t�b�ˆ�;�u�‹�:

���†�|�7���‰�_�b�t�;���l�o�v�|���r�†�0�t�b�1���v�;�1�|�o�u���o�u�]�-�m�b�Œ�-	ž�o�m�v���_�-�ˆ�;���b�l�r�t�;�l�;�m�|�;�7��
�v�o�l�;���=�o�u�l���o�=���>�7�b�]�b�|�-�t���C�u�v�|�?���v�|�u�-�|�;�]�‹���P�v�o�l�;	ž�l�;�v���h�m�o�‰�m���-�v��
�>�1�_�-�m�m�;�t���v�_�b�[�?�Q�7���l�-�m�‹���l�b�]�_�|���v�-�‹���|�_�;�‹���_�-�ˆ�;���m�o�|���l�;�|���|�_�;�b�u�� 
�b�m�|�;�m�7�;�7���;�1�o�m�o�l�b�1���o�†�|�1�o�l�;�v�:

�$�_�b�v���]�†�b�7�;���r�u�o�ˆ�b�7�;�v���-���•�”�J�r�o�b�m�|���>�"�o�t�†	ž�o�m�����_�;�1�h�����b�v�|�?���P�v�;�;��
�r�-�]�;���•�’�Q���|�_�-�|���7�u�-�‰�v���o�m���|�_�;���;�Š�r�;�u�b�;�m�1�;�v���o�=���(�;�u�b�m�|���1�†�v�|�o�l�;�u�v��
�‰�o�u�t�7�‰�b�7�;���|�o���r�u�o�ˆ�b�7�;���‹�o�†���‰�b�|�_���r�u�-�1	ž�1�-�t���-�7�ˆ�b�1�;�7���_�b�m�|�v���-�m�7��	ž�r�v�� 
�|�o���u�;�1�o�]�m�b�Œ�;���r�o�|�;�m	ž�-�t���0�-�u�u�b�;�u�v���-�m�7���o�ˆ�;�u�1�o�l�;���|�_�o�v�;���|�_�;�l�:�� 
�+�o�†���1�-�m���†�v�;���|�_�b�v���]�†�b�7�;���|�o���b�m�=�o�u�l���‹�o�†�u���o�r�b�m�b�o�m�v���-�m�7���_�;�t�r���]�-�b�m��
�v�†�r�r�o�u�|���=�o�u���|�_�;���;�ˆ�o�t�†	ž�o�m���o�=���‹�o�†�u���o�u�]�-�m�b�Œ�-	ž�o�m�=�v���7�b�]�b�|�-�t���C�u�v�|��
�v�|�u�-�|�;�]�‹���|�o���o�m�;���|�_�-�|���1�-�m���u�;�-�t�t�‹���7�;�t�b�ˆ�;�u���|�_�;���0�;�m�;�C�|�v���|�_�-�|���‹�o�†�� 
�-�m�7���‹�o�†�u���o�u�]�-�m�b�Œ�-	ž�o�m���m�;�;�7�:

�)�_�b�t�;���l�o�v�|���r�†�0�t�b�1���v�;�1�|�o�u���o�u�]�-�m�b�Œ�-	ž�o�m�v���_�-�ˆ�;��
�b�l�r�t�;�l�;�m�|�;�7���v�o�l�;���=�o�u�l���o�=���>�7�b�]�b�|�-�t���C�u�v�|�?���v�|�u�-�|�;�]�‹�7��
�l�-�m�‹���l�b�]�_�|���v�-�‹���|�_�;�‹���_�-�ˆ�;���m�o�|���l�;�|���|�_�;�b�u���b�m�|�;�m�7�;�7��
economic outcomes.
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The Barriers
Overview

�>���=�l���m�o�|���]�;	®�m�]���|�_�;���v�-�ˆ�b�m�]�v�������;�Š�r�;�1�|�;�7���-�m�7���m�;�;�7�?���b�v���r�;�u�_�-�r�v���|�_�;��
�l�o�v�|���1�o�l�l�o�m���ˆ�b�;�‰���;�Š�r�u�;�v�v�;�7���0�‹���]�o�ˆ�;�u�m�l�;�m�|���-�m�7���r�†�0�t�b�1���v�;�1�|�o�u��
�o�u�]�-�m�b�Œ�-	ž�o�m�v���-�m�7���b�v���-���1�-�|�1�_�J�-�t�t���r�_�u�-�v�;���=�u�-�l�;�7���0�‹���|�_�;�b�u���7�b�]�b�|�-�t��
�C�u�v�|���v�|�u�-�|�;�]�‹�=�v���1�o�u�;���o�0�f�;�1	ž�ˆ�;���K���|�_�;���7�;�t�b�ˆ�;�u�‹���o�=���l�;�-�m�b�m�]�=�†�t��
�v�-�ˆ�b�m�]�v�:���$�_�;���u�;�-�v�o�m�v���=�o�u���|�_�b�v���-�u�;���‰�b�7�;���-�m�7���ˆ�-�u�b�;�7�7���-�m�7���l�-�‹��
include:

• ���;�‹���7�;�1�b�v�b�o�m���l�-�h�;�u�v���-�u�;���†�m�‰�b�t�t�b�m�]���P�-���r�;�o�r�t�;�J�u�;�t�-�|�;�7���r�u�o�0�t�;�l�Q��
�|�o���v�†�r�r�o�u�|���-���7�b�]�b�|�-�t���C�u�v�|���v�|�u�-�|�;�]�‹�:

• ���;�‹���7�;�1�b�v�b�o�m���l�-�h�;�u�v���_�-�ˆ�;���=�;�-�u�v���-�0�o�†�|���l�-�h�b�m�]���v�;�u�ˆ�b�1�;�v��
�-�ˆ�-�b�t�-�0�t�;���o�m�t�b�m�;���P�r�;�o�r�t�;�Q�:

• �����t�-�1�h���o�=���v�h�b�t�t�v���b�m���h�;�‹���7�b�]�b�|�-�t���C�u�v�|���7�b�v�1�b�r�t�b�m�;�v�7���u�-�m�]�b�m�]���=�u�o�l��
�;�l�-�b�t���-�m�7���v�o�1�b�-�t���l�;�7�b�-���‰�u�b	ž�m�]���v�h�b�t�t�v���|�o���0�-�v�b�1�����$���v�h�b�t�t�v���P�r�;�o�r�t�;�Q�:

• ���†�v�|�o�l�;�u�v�=���r�;�u�1�;�r	ž�o�m���|�_�-�|���|�_�;�‹���‰�b�t�t���]�;�|���0�;�‚�;�u���v�;�u�ˆ�b�1�;���b�=��
�|�_�;�‹���1�-�t�t���P�r�;�o�r�t�;�Q�:

• Senior managers insist on having design control of the 
�‰�;�0�v�b�|�;�7���7�;�v�r�b�|�;���m�o�|���_�-�ˆ�b�m�]���|�_�;���-�r�r�u�o�r�u�b�-�|�;���†�v�;�u���;�Š�r�;�u�b�;�m�1�;��
�P�&�*�Q���v�h�b�t�t�v���P�r�;�o�r�t�;���-�m�7���|�;�1�_�m�o�t�o�]�‹�Q�:

• �	�b�]�b�|�-�t���v�;�u�ˆ�b�1�;�v���-�u�;���m�o�|���l�-�u�h�;�|�;�7�7���v�o���1�†�v�|�o�l�;�u�v���7�o�m�=�|���h�m�o�‰��
�-�0�o�†�|���|�_�;�l���P�r�u�o�1�;�v�v�Q�:

• ���;�u�1�;�r	ž�o�m�v���o�=���|�_�;���t�b�h�;�t�‹���1�o�v�|���o�=���b�l�r�t�;�l�;�m�|�-	ž�o�m���P�r�u�o�1�;�v�v�Q�:

• ���u�]�-�m�b�Œ�-	ž�o�m�v���m�o�|���u�;�-�t�b�Œ�b�m�]���|�_�-�|���|�_�b�v���b�v���-���f�o�†�u�m�;�‹�7���-�m�7���‰�_�b�t�;��
�|�_�;�‹���l�-�‹���_�-�ˆ�;���-�1�_�b�;�ˆ�;�7���v�o�l�;���b�m�b	ž�-�t���v�†�1�1�;�v�v�7���|�_�;�‹���m�;�;�7���|�o��
�0�;���|�_�b�m�h�b�m�]���-�0�o�†�|���‰�_�-�|���|�o���7�o���m�;�Š�|���P�r�u�o�1�;�v�v�Q�:

• ���u�]�-�m�b�Œ�-	ž�o�m�v���=�o�1�†�v�b�m�]���o�m���|�u�-�m�v�-�1	ž�o�m�v���o�m�t�‹���-�m�7���m�o�|���|�_�b�m�h�b�m�]��
�-�0�o�†�|���7�-�|�-���-�m�7���h�m�o�‰�t�;�7�]�;���P�r�u�o�1�;�v�v�Q�:

• ���†�v�|�o�l�;�u�v���m�;�;�7�b�m�]���7�b�@�;�u�;�m�|���†�v�;�u���-�1�1�o�†�m�|�v���|�o���-�1�1�;�v�v��
�7�b�@�;�u�;�m�|���v�;�u�ˆ�b�1�;�v���P�|�;�1�_�m�o�t�o�]�‹�Q�:

• ���u�]�-�m�b�Œ�-	ž�o�m�v���b�l�r�t�;�l�;�m	ž�m�]���-���>�)�;�0�J�o�m�t�‹�?���v�|�u�-�|�;�]�‹���P�7�;�v�h�|�o�r�Q��
�-�m�7���m�o�|���1�o�m�v�b�7�;�u�b�m�]���o�|�_�;�u���7�b�]�b�|�-�t���1�_�-�m�m�;�t�v�7���v�†�1�_���-�v���v�l�-�u�|���$�(�7��
�v�l�-�u�|�r�_�o�m�;�v���-�m�7���v�o�1�b�-�t���m�;�|�‰�o�u�h�v���P�|�;�1�_�m�o�t�o�]�‹�Q�:

• ���†�v�|�o�l�;�u�v���=�;�;�t�b�m�]���b�|�=�v���m�o�|���‰�o�u�|�_���†�v�b�m�]���7�b�]�b�|�-�t���v�;�u�ˆ�b�1�;�v��
�0�;�1�-�†�v�;���|�_�;�‹���_�-�ˆ�;���m�o���1�o�m�C�7�;�m�1�;���|�_�;�‹�=�t�t���]�;�|���‰�_�-�|���|�_�;�‹���m�;�;�7��
�P�r�;�o�r�t�;���-�m�7���|�;�1�_�m�o�t�o�]�‹�Q�:

• ���u�]�-�m�b�Œ�-	ž�o�m�v���=�o�1�†�v�b�m�]���o�m���|�_�;�b�u���o�‰�m���7�b�]�b�|�-�t���>�v�_�o�r���=�u�o�m�|�v�?��
�-�m�7���_�-�ˆ�;���m�o�|���1�o�m�v�b�7�;�u�;�7���t�;�ˆ�;�u�-�]�b�m�]���o�|�_�;�u�v���P�|�;�1�_�m�o�t�o�]�‹�Q�:

• �$�_�;���t�-�1�h���o�=���-���1�o�l�r�u�;�_�;�m�v�b�ˆ�;���b�7�;�m	ž�|�‹���ˆ�;�u�b�C�1�-	ž�o�m���1�-�r�-�0�b�t�b�|�‹�7��
�l�-�h�b�m�]���b�|���7�b�L�1�†�t�|���|�o���7�b�]�b�|�-�t�t�‹���;�m�-�0�t�;���|�_�o�v�;���v�;�u�ˆ�b�1�;�v���|�_�-�|��
�u�;�t�†�b�u�;���-�†�|�_�;�m	ž�1�-	ž�o�m���P�|�;�1�_�m�o�t�o�]�‹�Q�:

Each barrier is categorized as being about people, process, 
�o�u���|�;�1�_�m�o�t�o�]�‹���|�o���;�l�r�_�-�v�b�Œ�;���|�_�-�|�7���=�o�u���v�o�l�;���r�†�0�t�b�1���v�;�1�|�o�u��
�o�u�]�-�m�b�Œ�-	ž�o�m�v�7���r�;�o�r�t�;���u�;�r�u�;�v�;�m�|���|�_�;���0�b�]�]�;�v�|���0�-�u�u�b�;�u���|�o���|�_�;��
�-�1�_�b�;�ˆ�;�l�;�m�|���o�=���|�_�;�b�u���7�b�]�b�|�-�t���C�u�v�|���]�o�-�t�v�:��

���;�|�=�v���|�-�h�;���-���t�†�b�1�h���t�o�o�h���-�|���v�o�l�;���o�=���|�_�;���l�o�v�|���1�o�l�l�o�m�t�‹��
�;�m�1�o�†�m�|�;�u�;�7���0�-�u�u�b�;�u�v�7���|�_�;�m���t�o�o�h���-�|���r�o�v�v�b�0�t�;���v�o�t�†	ž�o�m�v���|�o���_�;�t�r��
�‹�o�†���v�†�1�1�;�v�v�=�†�t�t�‹���m�-�ˆ�b�]�-�|�;���-�u�o�†�m�7���|�_�;�v�;���_�†�u�7�t�;�v�:
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The Barriers

�)�_�b�t�;���]�o�ˆ�;�u�m�l�;�m�|���-�m�7���r�†�0�t�b�1���v�;�1�|�o�u���1�†�v�|�o�l�;�u���v�;�u�ˆ�b�1�;���7�;�r�-�u�|�l�;�m�|�v���o�@�;�u���‰�;�t�t�J�†�m�7�;�u�v�|�o�o�7���-�m�7���u�;�]�-�u�7�;�7���v�;�u�ˆ�b�1�;�v�7���7�b�]�b�|�-�t���C�u�v�|��
�v�|�u�-�|�;�]�b�;�v���-�u�;���v	ž�t�t���u�;�t�-	ž�ˆ�;�t�‹���m�;�‰���|�o���l�-�m�‹���h�;�‹���7�;�1�b�v�b�o�m���l�-�h�;�u�v�:

�"�r�;�1�b�C�1���;�Š�-�l�r�t�;�v���b�m�1�t�†�7�;�9

• ���;�‹���7�;�1�b�v�b�o�m���l�-�h�;�u�v���P�-�m�7�7���b�m���r�-�u	ž�1�†�t�-�u�7���;�t�;�1�|�;�7���o�L�1�b�-�t�v�Q���l�-�‹���0�;���v�h�;�r	ž�1�-�t���-�0�o�†�|���|�_�;���;�1�o�m�o�l�b�1���ˆ�-�t�†�;���|�_�-�|���1�-�m���0�;���7�;�u�b�ˆ�;�7���=�u�o�l��
�7�b�]�b�|�-�t���C�u�v�|���v�|�u�-�|�;�]�b�;�v�:

• �	�;�r�-�u�|�l�;�m�|���_�;�-�7�v���l�-�‹���m�o�|���0�;�t�b�;�ˆ�;���b�m���o�u���-�u�;���†�m�‰�b�t�t�b�m�]���|�o���†�v�;���1�_�-�m�m�;�t�v���o�|�_�;�u���|�_�-�m���=�-�1�;�J�|�o�J�=�-�1�;���-�m�7���r�_�o�m�;�:

• ���-�u�h�;	ž�m�]���o�u�����$���>�o�‰�m�v�?���|�_�;���‰�;�0�v�b�|�;���-�m�7���‰�o�m�=�|���t�;�|���1�†�v�|�o�l�;�u���v�;�u�ˆ�b�1�;���7�;�r�-�u�|�l�;�m�|�v���†�v�;���b�|���|�o���7�;�t�b�ˆ�;�u���|�_�;�b�u���v�;�u�ˆ�b�1�;�v�:

• �$�_�;�u�;���-�u�;���v�o���l�-�m�‹���o�r	ž�o�m�v���-�m�7���r�o�v�v�b�0�b�t�b	ž�;�v���=�o�u���7�;�t�b�ˆ�;�u�b�m�]���7�b�]�b�|�-�t���C�u�v�|���v�;�u�ˆ�b�1�;�v���|�_�-�|���m�o���o�m�;���h�m�o�‰�v���_�o�‰���|�o���]�;�|���v�|�-�u�|�;�7�:

���m�;���o�=���o�†�u���h�;�‹���7�;�1�b�v�b�o�m���l�-�h�;�u�v���b�v���†�m�‰�b�t�t�b�m�]���|�o��
�v�†�r�r�o�u�|���o�†�u���7�b�]�b�|�-�t���C�u�v�|���v�|�u�-�|�;�]�‹�:
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���m�;���o�=���o�†�u���h�;�‹���7�;�1�b�v�b�o�m���l�-�h�;�u�v���b�v���-�=�u�-�b�7���-�0�o�†�|��
�‰�_�-�|���l�b�]�_�|���]�o���‰�u�o�m�]���b�=���‰�;���b�l�r�t�;�l�;�m�|���o�†�u��
�r�u�o�r�o�v�;�7���7�b�]�b�|�-�t���C�u�v�|���v�|�u�-�|�;�]�‹�:

���-�7���r�†�0�t�b�1�b�|�‹���=�u�o�l���|�_�;���‰�b�7�;�t�‹���u�;�r�o�u�|�;�7���r�u�o�0�t�;�l�v���‰�b�|�_���7�b�]�b�|�-�t��
�v�;�u�ˆ�b�1�;�v���v�†�1�_���-�v���|�_�;���>���0�-�l�-�1�-�u�;�?���-�m�7���&�������o�ˆ�;�u�m�l�;�m�|�����t�;�1�|�o�u�-�t��
�!�;�]�b�v�|�u�-	ž�o�m���‰�;�0�v�b�|�;�v�7���l�-�‹���_�-�ˆ�;���u�;�b�m�=�o�u�1�;�7���=�;�-�u�v���-�l�o�m�]���h�;�‹��
�7�;�1�b�v�b�o�m���l�-�h�;�u�v���-�0�o�†�|���|�_�;���r�u�o�0�t�;�l�v���o�=���;�l�0�-�u�h�b�m�]���o�m���-���7�b�]�b�|�-�t�J
�u�;�t�-�|�;�7���v�|�u�-�|�;�]�‹�:

�"�r�;�1�b�C�1���=�;�-�u�v���l�-�‹���b�m�1�t�†�7�;�9

• ���$���7�;�r�-�u�|�l�;�m�|���_�;�-�7�v���l�-�‹���_�-�ˆ�;���1�o�m�1�;�u�m�v���-�0�o�†�|���v�;�1�†�u�b�|�‹�:

• ���t�;�1�|�;�7���o�L�1�b�-�t�v���l�-�‹���_�-�ˆ�;���1�o�m�1�;�u�m�v���-�0�o�†�|���|�_�;���r�o�t�b	ž�1�-�t���b�l�r�-�1�|��
�o�=���-���=�-�b�t�;�7���r�u�o�f�;�1�|�:

• ���;�‹���7�;�1�b�v�b�o�m���l�-�h�;�u�v���l�-�‹���_�-�ˆ�;���=�;�-�u�v���-�0�o�†�|���|�_�;���1�o�m�v�;�t�†�;�m�1�;�v��
�o�=���r�†	®�m�]���-�t�t���v�;�u�ˆ�b�1�;�v���-�m�7���7�-�|�-���o�m�t�b�m�;�:



7

The Barriers

���‹���v�;�u�ˆ�b�1�;�v���‰�;�u�;���7�;�v�b�]�m�;�7���=�o�u���1�o�m�|�-�1�|���1�;�m�|�;�u�� 
�v�|�u�-�|�;�]�b�;�v���K���m�o�|���=�o�u���7�b�]�b�|�-�t���C�u�v�|���v�|�u�-�|�;�]�b�;�v�:

���†�v�|�o�l�;�u���]�†�b�7�-�m�1�;���-�t�v�o���u�;�t�†�b�u�;�v���-���7�b�@�;�u�;�m�|���-�r�r�u�o�-�1�_���=�o�u��
�7�b�]�b�|�-�t���1�_�-�m�m�;�t�v�:

• Customer service metrics���K���"�;�u�ˆ�b�1�;�v���7�;�v�b�]�m�;�7���=�o�u���|�_�;��
�1�o�m�|�-�1�|���1�;�m�|�;�u���-�u�;���o�r	ž�l�b�Œ�;�7���|�o���l�;�;�|���|�_�;���o�u�]�-�m�b�Œ�-	ž�o�m�=�v��
contact center customer service metrics, such as average 
�_�-�m�7�t�b�m�]��	ž�l�;���P�����$�Q�7���‰�_�b�1�_���=�o�1�†�v���o�m���v�r�;�;�7���o�=���†�v�;���-�m�7���u�;�t�‹���o�m��
�|�u�-�b�m�;�7���-�m�7���v�h�b�t�t�;�7���1�o�m�|�-�1�|���1�;�m�|�;�u���-�]�;�m�|�v�:���"�†�1�_���l�;�|�u�b�1�v���-�u�;��
not appropriate for services that are to be accessed through 
�7�b�]�b�|�-�t���1�_�-�m�m�;�t�v�:

• Service knowledge���K���"�;�u�ˆ�b�1�;�v���7�;�v�b�]�m�;�7���=�o�u���|�_�;���1�o�m�|�-�1�|��
�1�;�m�|�;�u���o�[�;�m���-�v�v�†�l�;���1�o�m�|�-�1�|���1�;�m�|�;�u���-�]�;�m�|�v���†�m�7�;�u�v�|�-�m�7��
�|�_�;���o�u�]�-�m�b�Œ�-	ž�o�m�=�v���0�†�v�b�m�;�v�v�7���‰�_�b�1�_���b�m�1�t�†�7�;�v���v�|�u�†�1�|�†�u�;�7��
�|�;�u�l�b�m�o�t�o�]�‹���-�m�7���r�u�o�1�;�v�v�;�v�:���$�_�b�v���-�r�r�u�o�-�1�_���b�v���m�o�|���-�r�r�u�o�r�u�b�-�|�;��
�=�o�u���v�;�u�ˆ�b�1�;�v���|�_�-�|���-�u�;���|�o���0�;���-�1�1�;�v�v�;�7���0�‹���1�†�v�|�o�l�;�u�v���†�v�b�m�]��
�7�b�]�b�|�-�t���1�_�-�m�m�;�t�v�7���0�;�1�-�†�v�;���|�_�;�‹���‰�b�t�t���m�o�u�l�-�t�t�‹���m�o�|���0�;���=�-�l�b�t�b�-�u��
�‰�b�|�_���>�b�m�|�;�u�m�-�t���o�u�]�-�m�b�Œ�-	ž�o�m�-�t���t�-�m�]�†�-�]�;�:�?

�)�_�b�t�;���l�-�m�‹���]�o�ˆ�;�u�m�l�;�m�|���-�m�7���r�†�0�t�b�1���v�;�1�|�o�u���o�u�]�-�m�b�Œ�-	ž�o�m�v��
�-�u�;���m�o�‰���t�o�o�h�b�m�]���-�|���7�b�]�b�|�-�t���C�u�v�|���v�|�u�-�|�;�]�b�;�v�7���|�_�;�‹���‰�;�u�;�7���†�m	ž�t��
�u�;�1�;�m�|�t�‹�7���r�u�b�l�-�u�b�t�‹���=�o�1�†�v�;�7���o�m���1�o�m�|�-�1�|���1�;�m�|�;�u���v�|�u�-�|�;�]�b�;�v���|�_�-�|��
�r�u�o�ˆ�b�7�;���-�v�v�b�v�|�;�7���-�1�1�;�v�v���|�o���v�;�u�ˆ�b�1�;�v���P�ˆ�b�-���-���1�o�m�|�-�1�|���1�;�m�|�;�u���-�]�;�m�|�Q�:��
�&�m�=�o�u�|�†�m�-�|�;�t�‹�7���v�;�u�ˆ�b�1�;�v���7�;�v�b�]�m�;�7���v�r�;�1�b�C�1�-�t�t�‹���=�o�u���-�v�v�b�v�|�;�7���-�1�1�;�v�v��
�-�u�;���o�[�;�m���m�o�|���-�r�r�u�o�r�u�b�-�|�;���=�o�u���7�b�]�b�|�-�t���P�o�u���v�;�t�=�J�v�;�u�ˆ�b�1�;�Q���-�1�1�;�v�v���=�o�u���-��
�ˆ�-�u�b�;�|�‹���o�=���u�;�-�v�o�m�v�7���b�m�1�t�†�7�b�m�]�9

• ���7�;�m	ž�|�‹���ˆ�;�u�b�C�1�-	ž�o�m���K���"�;�u�ˆ�b�1�;�v���7�;�v�b�]�m�;�7���=�o�u���|�_�;���1�o�m�|�-�1�|��
�1�;�m�|�;�u���o�[�;�m���t�;�-�ˆ�;���b�|���|�o���|�_�;���1�o�m�|�-�1�|���1�;�m�|�;�u���-�]�;�m�|���|�o���P�-�Q��
�l�-�m�†�-�t�t�‹���7�;�|�;�u�l�b�m�;���‰�_�;�|�_�;�u���b�7�;�m	ž�|�‹���ˆ�;�u�b�C�1�-	ž�o�m���b�v��
�u�;�t�†�b�u�;�7���=�o�u���-���r�-�u	ž�1�†�t�-�u���v�;�u�ˆ�b�1�;���-�m�7���P�0�Q���r�;�u�=�o�u�l���|�_�;��
�-�r�r�u�o�r�u�b�-�|�;���b�7�;�m	ž�|�‹���ˆ�;�u�b�C�1�-	ž�o�m���v�|�;�r�v���|�_�;�l�v�;�t�ˆ�;�v�:���	�b�]�b�|�-�t��
�1�_�-�m�m�;�t�v���u�;�t�†�b�u�;���-���7�b�@�;�u�;�m�|���-�r�r�u�o�-�1�_���|�o���1�†�v�|�o�l�;�u���b�7�;�m	ž�|�‹��
�ˆ�;�u�b�C�1�-	ž�o�m�:

• Service guidance���K���"�;�u�ˆ�b�1�;�v���7�;�v�b�]�m�;�7���=�o�u���|�_�;���1�o�m�|�-�1�|���1�;�m�|�;�u��
depend on the contact center agent to guide the customer 
�|�_�u�o�†�]�_���u�;�t�†�;�v�|�;�7���v�;�u�ˆ�b�1�;�v�7���v�o�l�;���o�=���‰�_�b�1�_���l�-�‹���0�;���1�o�l�r�t�;�Š�:��
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���‹���v�;�u�ˆ�b�1�;�v���-�u�;���1�†�u�u�;�m�|�t�‹���m�o�|���b�m�|�;�]�u�-�|�;�7�:

While non-integrated services might be tolerable for 
�1�o�m�|�-�1�|���1�;�m�|�;�u���v�|�u�-�|�;�]�b�;�v�7���|�_�;�‹���‰�b�t�t���m�o�|���‰�o�u�h���b�m���-���7�b�]�b�|�-�t���C�u�v�|��
�;�m�ˆ�b�u�o�m�l�;�m�|�:��

���v���7�b�]�b�|�-�t���C�u�v�|���v�;�u�ˆ�b�1�;�v���0�;�1�o�l�;���-�ˆ�-�b�t�-�0�t�;���-�m�7���|�_�;�b�u���†�v�;���b�v��
�r�u�o�l�o�|�;�7���|�o���1�b	ž�Œ�;�m�v�7���|�u�-�m�v�-�1	ž�o�m���ˆ�o�t�†�l�;�v���-�u�;���t�b�h�;�t�‹���|�o��
�b�m�1�u�;�-�v�;�:�����=���|�_�;�u�;���b�v���m�o���b�m�|�;�]�u�-	ž�o�m���0�;�|�‰�;�;�m���|�_�;���1�†�v�|�o�l�;�u�J�=�-�1�b�m�]��
�|�u�-�m�v�-�1	ž�o�m�v���-�m�7���|�_�;���u�;�t�;�ˆ�-�m�|���0�-�1�h�J�o�L�1�;���=�†�t�C�t�l�;�m�|���v�‹�v�|�;�l�v�7���-��
�>�l�b�7�7�t�;���o�L�1�;�?���‰�b�t�t���m�;�;�7���|�o���0�;���1�u�;�-�|�;�7���-�m�7���v�|�-�@�;�7���|�o���u�;�J�;�m�|�;�u��
�7�;�|�-�b�t�v���o�=���1�b	ž�Œ�;�m�=�v���u�;�t�†�;�v�|�v���b�m�|�o���|�_�;���0�-�1�h�J�o�L�1�;���-�r�r�t�b�1�-	ž�o�m�v�:��

���u�o�r�;�u���-�m�7���-�r�r�u�o�r�u�b�-�|�;���b�m�|�;�]�u�-	ž�o�m���0�;�|�‰�;�;�m���v�;�u�ˆ�b�1�;��
�1�o�l�r�o�m�;�m�|�v���b�v�7���|�_�;�u�;�=�o�u�;�7���m�o�|���o�m�t�‹���m�;�1�;�v�v�-�u�‹���|�o���;�m�v�†�u�;���u�;�t�b�-�0�t�;��
processing, but will also help to realize the cost savings and 
�v�;�u�ˆ�b�1�;���b�l�r�u�o�ˆ�;�l�;�m�|�v���|�_�;���v�|�u�-�|�;�]�‹���b�v���7�;�v�b�]�m�;�7���|�o���7�;�t�b�ˆ�;�u�:

�"�r�;�1�b�C�1���0�-�u�u�b�;�u�v���b�m�1�t�†�7�;�9

• �"�;�u�ˆ�b�1�;�v���|�_�-�|���u�;�t�†�b�u�;���=�†�t�C�t�t�l�;�m�|���0�‹���0�-�1�h�J�o�L�1�;���7�;�r�-�u�|�l�;�m�|�v��
�‰�b�t�t���u�;�t�†�b�u�;���b�m�|�;�]�u�-	ž�o�m���|�o���|�_�;���1�†�v�|�o�l�;�u�J�-�1�1�;�v�v�;�7���7�b�]�b�|�-�t��
�v�;�u�ˆ�b�1�;�7���v�o���|�_�-�|���|�_�;���0�-�1�h�J�o�L�1�;���v�‹�v�|�;�l�v���-�u�;���-�†�|�o�l�-	ž�1�-�t�t�‹��
�]�b�ˆ�;�m���7�;�|�-�b�t�v���o�=���|�_�;���‰�o�u�h���|�o���0�;���r�;�u�=�o�u�l�;�7�:���"�b�l�b�t�-�u�t�‹�7���†�r�7�-�|�;�v��
�‰�b�t�t���m�;�;�7���|�o���0�;���-�†�|�o�l�-	ž�1�-�t�t�‹���r�-�v�v�;�7���0�-�1�h���|�o���|�_�;���1�†�v�|�o�l�;�u�J
�=�-�1�b�m�]���v�;�u�ˆ�b�1�;���v�o�t�†	ž�o�m���v�o���|�_�-�|���1�†�v�|�o�l�;�u�v���-�u�;���b�m�=�o�u�l�;�7���o�=��
�r�u�o�]�u�;�v�v�:

• �"�;�u�ˆ�b�1�;�v���|�_�-�|���u�;�t�†�b�u�;���-�1�1�;�v�v���|�o���7�-�|�-���_�;�t�7���b�m���0�-�1�h�J�o�L�1�;��
�7�;�r�-�u�|�l�;�m�|�v���u�;�t�†�b�u�;���b�m�|�;�]�u�-	ž�o�m���v�o���|�_�-�|���|�_�b�v���b�m�=�o�u�l�-	ž�o�m���1�-�m��
�0�;���u�;�|�u�b�;�ˆ�;�7���v�;�1�†�u�;�t�‹���-�m�7���b�m���-��	ž�l�;�t�‹���l�-�m�m�;�u���=�o�u���1�†�v�|�o�l�;�u�v�:
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���‹���b�m�|�;�]�u�-	ž�o�m�v���‰�;�u�;���7�;�v�b�]�m�;�7���=�o�u���1�o�m�|�-�1�|���1�;�m�|�;�u��
�v�|�u�-�|�;�]�b�;�v���K���m�o�|���=�o�u���7�b�]�b�|�-�t���C�u�v�|���v�|�u�-�|�;�]�b�;�v�:

�&�m�=�o�u�|�†�m�-�|�;�t�‹�7���;�ˆ�;�m���‰�_�;�u�;���v�;�u�ˆ�b�1�;�v���-�u�;���b�m�|�;�]�u�-�|�;�7�7���|�_�;�‹���l�b�]�_�|���m�o�|���0�;���v�†�b�|�-�0�t�;���=�o�u���7�b�]�b�|�-�t���C�u�v�|���v�|�u�-�|�;�]�b�;�v���=�o�u���ˆ�-�u�b�o�†�v���u�;�-�v�o�m�v�7���b�m�1�t�†�7�b�m�]�9

• �$�_�;���0�†�v�b�m�;�v�v���v�‹�v�|�;�l�v���|�o���0�;���b�m�|�;�]�u�-�|�;�7���-�u�;���m�o�|���7�;�v�b�]�m�;�7���=�o�u���|�_�;���t�-�u�]�;�J�v�1�-�t�;���-�1�1�;�v�v���|�_�-�|���7�b�]�b�|�-�t���1�_�-�m�m�;�t�v���u�;�t�†�b�u�;�:

• �$�_�;���v�‹�v�|�;�l�v���|�o���0�;���b�m�|�;�]�u�-�|�;�7���-�u�;���o�m�t�‹���t�b�1�;�m�v�;�7���=�o�u���†�v�;���|�_�u�o�†�]�_���|�_�;���1�o�m�|�-�1�|���1�;�m�|�;�u�7���-�m�7���|�_�;���1�o�v�|���o�=���t�b�1�;�m�v�b�m�]���|�_�;�l���=�o�u���7�b�]�b�|�-�t���C�u�v�|��
�-�1�1�;�v�v���b�v���r�u�o�_�b�0�b	ž�ˆ�;�:

• �$�_�;���b�m�|�;�]�u�-	ž�o�m���1�-�m�m�o�|���0�;���=�†�t�t�‹���-�†�|�o�l�-�|�;�7�7���u�;�t�†�b�u�b�m�]���l�-�m�†�-�t���v�|�;�r�v���|�_�-�|���-�u�;���m�o�|���v�†�b�|�-�0�t�;���=�o�u���-���1�†�v�|�o�l�;�u���|�o���r�;�u�=�o�u�l�:
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�����1�-�m�=�|���r�u�o�ˆ�b�7�;���l�‹���1�†�v�|�o�l�;�u�v���‰�b�|�_���7�b�]�b�|�-�t���-�1�1�;�v�v�� 
�|�o���|�_�;���v�;�u�ˆ�b�1�;�v�������‰�-�m�|���=�o�u���v�;�1�†�u�b�|�‹���u�;�-�v�o�m�v�:

�$�_�;���]�o�ˆ�;�u�m�l�;�m�|���-�m�7���r�†�0�t�b�1���v�;�1�|�o�u���_�-�ˆ�;���_�b�v�|�o�u�b�1�-�t�t�‹���t�-�1�h�;�7���-���v�|�-�m�7�-�u�7���l�;�|�_�o�7���o�=���-�†�|�_�;�m	ž�1�-	ž�m�]���1�†�v�|�o�l�;�u�v���b�m���-�m���-�r�r�u�o�r�u�b�-�|�;���‰�-�‹�7��
�-�1�u�o�v�v���-�t�t���1�_�-�m�m�;�t�v�:�����v���-���u�;�v�†�t�|�7���o�u�]�-�m�b�Œ�-	ž�o�m�v���-�m�7���v�†�r�r�t�b�;�u�v���_�-�ˆ�;���0�;�;�m���t�;�[���|�o���‰�o�u�h���b�|���o�†�|���=�o�u���|�_�;�l�v�;�t�ˆ�;�v�7���u�;�v�†�t	ž�m�]���b�m���-���=�u�-�]�l�;�m�|�;�7��
�-�r�r�u�o�-�1�_�8���m�o�|���o�m�t�‹���-�1�u�o�v�v���|�_�;���r�†�0�t�b�1���v�;�1�|�o�u�7���0�†�|���-�t�v�o���‰�b�|�_�b�m���;�-�1�_���o�u�]�-�m�b�Œ�-	ž�o�m�:�����o�m�v�;�t�†�;�m�|�t�‹�7���1�†�v�|�o�l�;�u�v���-�u�;���o�[�;�m���u�;�t�†�b�u�;�7���|�o���_�-�ˆ�;��
�l�†�t	ž�r�t�;���†�v�;�u���-�1�1�o�†�m�|�v���0�;�1�-�†�v�;���o�=���|�_�;���7�b�@�;�u�;�m�|���-�r�r�u�o�-�1�_�;�v���|�_�-�|���_�-�ˆ�;���0�;�;�m���-�7�o�r�|�;�7�:

���m�1�u�;�-�v�b�m�]�t�‹�7���]�o�ˆ�;�u�m�l�;�m�|�v���-�u�;���-�‚�;�l�r	ž�m�]���|�o���o�ˆ�;�u�1�o�l�;���|�_�b�v���r�-�u	ž�1�†�t�-�u���0�-�u�u�b�;�u�:�����u�o�]�u�-�l�v���v�†�1�_���-�v�����o�m�m�;�1�|�:���o�ˆ���b�m���|�_�;���&�m�b�|�;�7���"�|�-�|�;�v�7��
�&���:���o�ˆ���(�;�u�b�=�‹���-�m�7�����‹�-�1�1�o�†�m�|���b�m���"�1�o�|�t�-�m�7���-�u�;���r�u�o�ˆ�b�7�b�m�]���1�b	ž�Œ�;�m�v���‰�b�|�_���|�_�;���o�r	ž�o�m���|�o���†�v�;���-���v�b�m�]�t�;�7���ˆ�;�u�b�C�;�7���†�v�;�u���-�1�1�o�†�m�|���|�o���-�1�1�;�v�v��
�m�-	ž�o�m�-�t�7���=�;�7�;�u�-�t���-�m�7���t�o�1�-�t���]�o�ˆ�;�u�m�l�;�m�|���v�;�u�ˆ�b�1�;�v���r�u�o�ˆ�b�7�;�7���0�‹���-���‰�b�7�;���u�-�m�]�;���o�=���o�u�]�-�m�b�Œ�-	ž�o�m�v�:�����|���r�u�;�v�;�m�|�7���†�v�;���o�=���|�_�;�v�;���=�u�-�l�;�‰�o�u�h�v���b�v���m�o�|��
�1�o�l�r�†�t�v�o�u�‹���-�m�7���|�_�;�u�;���b�v�m�=�|���|�_�;���1�u�b	ž�1�-�t���l�-�v�v���m�;�;�7�;�7���|�o���;�m�v�†�u�;���|�_�;�b�u���‰�b�7�;�v�r�u�;�-�7���-�7�o�r	ž�o�m�:

���o�‰�;�ˆ�;�u�7���|�_�;���;�Š�-�l�r�t�;���v�;�|���0�‹���|�_�;�����v�|�o�m�b�-�m���]�o�ˆ�;�u�m�l�;�m�|�7���‰�b�|�_���b�|�v���;�J���v�|�o�m�b�-���r�u�o�]�u�-�l�7���v�_�o�‰�v���|�_�-�|���-���†�m�b�C�;�7���-�r�r�u�o�-�1�_���|�o���b�7�;�m	ž�|�‹��
�ˆ�;�u�b�C�1�-	ž�o�m���1�-�m���‰�o�u�h���-�m�7���o�r�;�m���†�r���|�_�;���r�u�o�v�r�;�1�|���o�=���-���=�†�t�t�‹���=�†�m�1	ž�o�m�-�t�7���v�|�-�m�7�-�u�7���-�†�|�_�;�m	ž�1�-	ž�o�m���l�;�1�_�-�m�b�v�l���=�o�u���7�b�]�b�|�-�t���v�;�u�ˆ�b�1�;�v�:��
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�����m�;�;�7���|�o���;�m�v�†�u�;�������r�u�o�ˆ�b�7�;���-�1�1�;�v�v���|�o���;�ˆ�;�u�‹�o�m�;�� 
– not just the digital customer.

�$�_�;���b�7�;�-���o�=���r�u�o�ˆ�b�7�b�m�]���-�1�1�;�v�v���|�o���-�t�t���v�;�u�ˆ�b�1�;�v���|�o���;�ˆ�;�u�‹�o�m�;�7���o�[�;�m��
�|�;�u�l�;�7���>�v�o�1�b�-�t���b�m�1�t�†�v�b�o�m�7�?���b�v���7�-�†�m	ž�m�]�:�����o�|���v�o���t�o�m�]���-�]�o�7���v�o�l�;��
�]�o�ˆ�;�u�m�l�;�m�|���-�m�7���r�†�0�t�b�1���v�;�1�|�o�u���o�u�]�-�m�b�Œ�-	ž�o�m�v���‰�;�u�;���v	ž�t�t���†�v�b�m�]���|�_�b�v��
as a reason to minimize their investment in digital strategies, 
�-�u�]�†�b�m�]���|�_�-�|���|�_�;���|�;�t�;�r�_�o�m�;���‰�-�v���|�_�;���o�m�t�‹���1�_�-�m�m�;�t���|�_�-�|���1�o�†�t�7��
�]�;�m�†�b�m�;�t�‹���r�u�o�ˆ�b�7�;���;�ˆ�;�u�‹�o�m�;���‰�b�|�_���-�1�1�;�v�v���|�o���-�t�t���v�;�u�ˆ�b�1�;�v�:�����o�‰�;�ˆ�;�u�7��
this has now changed, with most government and public sector 
�o�u�]�-�m�b�Œ�-	ž�o�m�v���-�]�]�u�;�v�v�b�ˆ�;�t�‹���v�;�;�h�b�m�]���|�o���b�l�r�t�;�l�;�m�|���7�b�]�b�|�-�t���C�u�v�|��
�v�|�u�-�|�;�]�b�;�v�7���r�u�o�l�r�|�;�7���0�‹���|�_�;���m�;�;�7���|�o���l�-�h�;���1�o�v�|���v�-�ˆ�b�m�]�v���-�m�7���;�L-
�1�b�;�m�1�‹���b�l�r�u�o�ˆ�;�l�;�m�|�v�:���$�_�;���u�;�t�†�b�u�;�l�;�m�|���=�o�u���>�v�o�1�b�-�t���b�m�1�t�†�v�b�o�m�?���b�v��
�m�o�‰���l�o�u�;���1�o�l�l�o�m�t�‹���-�7�7�u�;�v�v�;�7���0�‹���;�m�1�o�†�u�-�]�b�m�]���-�m�7���-�t�t�o�‰�b�m�]���|�_�;��
�†�v�;���o�=���r�u�o�Š�b�;�v���o�u���-�7�ˆ�o�1�-�|�;�v���P�v�†�1�_���-�v���=�-�l�b�t�‹���l�;�l�0�;�u�v�Q���|�o���r�u�o�ˆ�b�7�;��
�-�1�1�;�v�v���|�o���7�b�]�b�|�-�t���v�;�u�ˆ�b�1�;�v�:�����|���|�_�;���l�o�u�;���;�Š�|�u�;�l�;���;�m�7���o�=���|�_�;���7�b�]�b�|�-�t��
�C�u�v�|���v�r�;�1�|�u�†�l�7���v�o�l�;���o�u�]�-�m�b�Œ�-	ž�o�m�v���-�u�;���;�ˆ�;�m���1�o�m�v�b�7�;�u�b�m�]���>�7�b�]�b�|�-�t��
�o�m�t�‹�?���v�|�u�-�|�;�]�b�;�v�:
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�$�_�;���"�o�t�†	ž�o�m�v
Overview

�(�;�u�b�m�|���0�;�t�b�;�ˆ�;�v���|�_�-�|���†�m�7�;�u�v�|�-�m�7�b�m�]���‹�o�†�u���o�u�]�-�m�b�Œ�-	ž�o�m�=�v���v�r�;�1�b�C�1���0�-�u�u�b�;�u�v���|�o���|�_�;���v�†�1�1�;�v�v���o�=���7�b�]�b�|�-�t���v�;�u�ˆ�b�1�;���7�;�t�b�ˆ�;�u�‹���P�r�o�|�;�m	ž�-�t���o�u���u�;�-�t�Q���b�v���-��
�1�u�b	ž�1�-�t���C�u�v�|���v�|�;�r���b�m���_�;�t�r�b�m�]���7�;�ˆ�;�t�o�r���o�u���u�;�C�m�;���‹�o�†�u���7�b�]�b�|�-�t���C�u�v�|���v�|�u�-�|�;�]�‹�:���	�o�b�m�]���v�o���_�;�t�r�v���|�-�b�t�o�u���‹�o�†�u���7�b�]�b�|�-�t���C�u�v�|���v�|�u�-�|�;�]�‹���|�o���‹�o�†�u���v�r�;�1�b�C�1��
�1�b�u�1�†�l�v�|�-�m�1�;�v�:���)�b�|�_���|�_�b�v���†�m�7�;�u�v�|�-�m�7�b�m�]���b�m���r�t�-�1�;�7���‹�o�†���1�-�m���|�_�;�m���-�v�v�;�l�0�t�;���|�_�;���u�b�]�_�|���v�;�|���o�=���v�o�t�†	ž�o�m�v���|�o���_�;�t�r���l�-�Š�b�l�b�Œ�;���|�_�;���;�1�o�m�o�l�b�1���ˆ�-�t�†�;��
�-�m�7���v�;�u�ˆ�b�1�;���b�l�r�u�o�ˆ�;�l�;�m�|�v���|�_�-�|���1�-�m���0�;���7�;�u�b�ˆ�;�7�:

�$�_�b�v���v�;�1	ž�o�m���b�m�|�u�o�7�†�1�;�v���-���v�;�t�;�1	ž�o�m���o�=���|�_�;���v�o�t�†	ž�o�m�v���|�_�-�|���o�†�u���1�†�v�|�o�l�;�u�v���_�-�ˆ�;���=�o�†�m�7���†�v�;�=�†�t���b�m���|�_�;���v�†�1�1�;�v�v�=�†�t���b�l�r�t�;�l�;�m�|�-	ž�o�m���o�=���|�_�;�b�u��
�7�b�]�b�|�-�t���C�u�v�|���v�|�u�-�|�;�]�b�;�v�:���$�_�;�v�;���-�7�7�u�;�v�v���|�_�;���=�†�t�t���v�r�;�1�|�u�†�l���o�=���0�-�u�u�b�;�u�v���7�b�v�1�†�v�v�;�7���;�-�u�t�b�;�u���K���r�;�o�r�t�;�7���r�u�o�1�;�v�v���-�m�7���|�;�1�_�m�o�t�o�]�‹�:
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�$�_�;���h�;�‹���u�;�1�o�l�l�;�m�7�-	ž�o�m�v���=�o�u���o�ˆ�;�u�1�o�l�b�m�]���0�-�u�u�b�;�u�v���|�o���v�†�1�1�;�v�v�=�†�t���7�b�]�b�|�-�t���C�u�v�|���v�|�u�-�|�;�]�b�;�v�7���b�m�1�t�†�7�;�7���b�m���|�_�b�v���v�;�1	ž�o�m�7���-�u�;���t�b�v�|�;�7���0�;�t�o�‰�:�� 
�!�;�-�7���|�_�;�l���-�t�t�7���o�u���7�b�r���b�m�|�o���|�_�o�v�;���|�_�-�|���b�m�|�;�u�;�v�|���o�u���‰�b�t�t���_�;�t�r���‹�o�†���l�o�v�|�:

�$�-�h�;���-�7�ˆ�-�m�|�-�]�;���o�=���|�_�;���v�o�t�†	ž�o�m���1�_�;�1�h�t�b�v�|�:

�������;�|���|�_�;���h�;�‹���7�;�1�b�v�b�o�m���l�-�h�;�u�v���o�m���0�o�-�u�7���=�u�o�l���|�_�;���v�|�-�u�|�:

�������t�-�m���‹�o�†�u���7�b�]�b�|�-�t���C�u�v�|���v�|�u�-�|�;�]�‹���-�v���-���0�†�v�b�m�;�v�v���r�u�o�]�u�-�l���-�m�7���m�o�|���-�v���-�m�����$���r�u�o�f�;�1�|�:

  Start small.

�����	�;�v�b�]�m���‹�o�†�u���v�;�u�ˆ�b�1�;�v���=�o�u���7�b�]�b�|�-�t���C�u�v�|���-�1�1�;�v�v���K���u�;�v�r�o�m�v�b�ˆ�;���‰�;�0���7�;�v�b�]�m�:

�����	�;�v�b�]�m���‹�o�†�u���v�;�u�ˆ�b�1�;�v���=�o�u���7�b�]�b�|�-�t���C�u�v�|���-�1�1�;�v�v���K���0�†�|���m�o�|���-�t�t���o�=���|�_�;�l�4

�������b�m�b�l�b�Œ�;���|�_�;���m�†�l�0�;�u���o�=���v�o�[�‰�-�u�;���v�o�t�†	ž�o�m�v���‰�b�|�_�b�m���‹�o�†�u���1�†�v�|�o�l�;�u���v�;�u�ˆ�b�1�;���;�v�|�-�|�;�:

  Support your digital customers.

�������-�h�;���|�_�;���l�o�v�|���o�=���‹�o�†�u���h�m�o�‰�t�;�7�]�;�:

�����$�;�t�t���|�_�;�l���-�0�o�†�|���b�|�4

�������-�h�;���|�_�;�l���1�o�l�;���0�-�1�h���=�o�u���l�o�u�;�4

  Provide secure access appropriate to the service being accessed.

�����$�_�b�m�h���h�m�o�‰�t�;�7�]�;�7���|�u�-�m�v�-�1	ž�o�m�v�7���-�m�7���7�-�|�-�:

  Open up your digital services.

  Think about the psychology.
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�	�b�]�b�|�-�t���C�u�v�|���v�|�u�-�|�;�]�b�;�v���1�-�m���b�l�r�-�1�|���l�o�u�;���7�;�r�-�u�|�l�;�m�|�v���l�o�u�;���v�b�]�m�b�C�1�-�m�|�t�‹���|�_�-�m���|�u�-�7�b	ž�o�m�-�t���1�†�v�|�o�l�;�u���v�;�u�ˆ�b�1�;���v�|�u�-�|�;�]�b�;�v���|�_�-�|���_�-�ˆ�;���0�;�;�m��
�=�o�1�†�v�;�7���o�m���ˆ�o�b�1�;���-�m�7���=�-�1�;�J�|�o�J�=�-�1�;���1�_�-�m�m�;�t�v�:���"�o���b�|���b�v���1�u�b	ž�1�-�t���|�_�-�|���7�b�]�b�|�-�t���C�u�v�|���v�|�u�-�|�;�]�b�;�v���]�;�|���|�_�;���h�;�‹���7�;�1�b�v�b�o�m���l�-�h�;�u�v���o�m���0�o�-�u�7���=�u�o�l���|�_�;��
�v�|�-�u�|�:�����m���|�_�;���r�†�0�t�b�1���v�;�1�|�o�u�7���|�_�b�v���|�‹�r�b�1�-�t�t�‹���b�m�1�t�†�7�;�v���|�_�;���=�o�t�t�o�‰�b�m�]���u�o�t�;�v�9��

• ���t�;�1�|�;�7���u�;�r�u�;�v�;�m�|�-	ž�ˆ�;�v���-�m�7���o�L�1�b�-�t�v���K���$�_�;�v�;���-�u�;���|�_�;���r�;�o�r�t�;���‰�_�o���-�u�;���t�b�h�;�t�‹���|�o���r�†�0�t�b�1�t�‹���|�-�h�;���|�_�;���1�u�;�7�b�|���K���-�m�7���-�t�v�o���|�_�;���0�t�-�l�;���K�� 
�=�o�u���|�_�;���v�†�1�1�;�v�v���o�u���o�|�_�;�u�‰�b�v�;���o�=���|�_�;���7�b�]�b�|�-�t���C�u�v�|���v�|�u�-�|�;�]�‹�:

• ���;�-�7���o�=�����†�v�|�o�l�;�u���"�;�u�ˆ�b�1�;���-�m�7�����;�-�7���o�=�����$���K�����t�|�_�o�†�]�_���o�m�;���o�u���o�|�_�;�u���o�=���|�_�;�v�;���b�v���l�o�v�|���t�b�h�;�t�‹���|�o���0�;���t�;�-�7�b�m�]���|�_�;���7�b�]�b�|�-�t���C�u�v�|���v�|�u�-�|�;�]�‹�7��
�|�_�;���o�|�_�;�u���-�t�v�o���m�;�;�7�v���|�o���0�;���0�u�o�†�]�_�|���o�m�0�o�-�u�7���;�-�u�t�‹�7���]�b�ˆ�;�m���|�_�;���7�;�r�;�m�7�;�m�1�;���|�_�-�|���7�b�]�b�|�-�t���C�u�v�|���v�|�u�-�|�;�]�b�;�v���r�t�-�1�;���o�m���0�o�|�_���u�;�v�r�;�1	ž�ˆ�;��
�7�;�r�-�u�|�l�;�m�|�v�:

• Departmental heads �K�����;�l�0�;�u�v���o�=���|�_�b�v���]�u�o�†�r���-�u�;���-�t�l�o�v�|���1�;�u�|�-�b�m�t�‹���]�o�b�m�]���|�o���0�;���b�l�r�-�1�|�;�7���K���r�o�v�b	ž�ˆ�;�t�‹���o�u���m�;�]�-	ž�ˆ�;�t�‹���K���0�‹���|�_�;��
�v�†�1�1�;�v�v���o�u���o�|�_�;�u�‰�b�v�;���o�=���|�_�;���7�b�]�b�|�-�t���C�u�v�|���v�|�u�-�|�;�]�‹�:

���m�;���v�r�;�1�b�C�1���|�;�1�_�m�b�t�†�;���|�_�-�|���_�-�v���_�;�t�r�;�7���v�o�l�;���]�o�ˆ�;�u�m�l�;�m�|���-�m�7���r�†�0�t�b�1���v�;�1�|�o�u���o�u�]�-�m�b�Œ�-	ž�o�m�v���]�;�|���;�t�;�1�|�;�7���o�L�1�b�-�t�v���o�m���0�o�-�u�7�7���_�-�v���0�;�;�m��
�=�o�u���|�_�;���7�b�]�b�|�-�t���C�u�v�|���v�|�u�-�|�;�]�‹���|�o���b�m�1�o�u�r�o�u�-�|�;���|�_�;���-�0�b�t�b�|�‹���=�o�u���|�_�;�l���|�o���‰�o�u�h���l�o�u�;���1�t�o�v�;�t�‹���‰�b�|�_���|�_�;���r�†�0�t�b�1���ˆ�b�-���|�_�;���†�v�;���o�=���l�o�0�b�t�;���7�;�ˆ�b�1�;�v���-�m�7��
�7�b�]�b�|�-�t���1�_�-�m�m�;�t�v�7���†�v�b�m�]���|�o�o�t�v���v�†�1�_���-�v���o�m�t�b�m�;���=�o�u�†�l�v���-�m�7���
�-�1�;�0�o�o�h�:

���;�|���|�_�;���h�;�‹���7�;�1�b�v�b�o�m���l�-�h�;�u�v���o�m���0�o�-�u�7���=�u�o�l���|�_�;���v�|�-�u�|�:
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���t�-�m���‹�o�†�u���7�b�]�b�|�-�t���C�u�v�|���v�|�u�-�|�;�]�‹���-�v���-���0�†�v�b�m�;�v�v���r�u�o�]�u�-�l���-�m�7��
not as an IT project.

�b�m�1�t�†�7�b�m�]���]�;	®�m�]���|�_�;���h�;�‹���7�;�1�b�v�b�o�m���l�-�h�;�u�v���o�m���0�o�-�u�7�7���;�m�1�o�†�u�-�]�;�v��
�-�1	ž�ˆ�;���l�-�m�-�]�;�l�;�m�|���o�=���|�_�;�v�;���b�v�v�†�;�v���|�_�u�o�†�]�_�o�†�|���|�_�;���r�u�o�]�u�-�l�7��
�_�;�t�r�b�m�]���b�m�1�u�;�-�v�;���|�_�;���t�b�h�;�t�b�_�o�o�7���o�=���v�†�1�1�;�v�v�:

• Cultural change���K�����-�m�‹���]�o�ˆ�;�u�m�l�;�m�|���-�m�7���r�†�0�t�b�1���v�;�1�|�o�u��
�o�u�]�-�m�b�Œ�-	ž�o�m�v���-�u�;���b�m�‰�-�u�7�J�=�-�1�b�m�]���-�m�7���|�_�;�b�u���1�†�v�|�o�l�;�u�v���-�u�;���†�v�;�7��
�|�o���7�;�-�t�b�m�]���‰�b�|�_���7�;�r�-�u�|�l�;�m�|�v���|�_�-�|���7�b�v�r�t�-�‹���|�_�-�|���1�_�-�u�-�1�|�;�u�b�v	ž�1�:��
�
�o�u���7�b�]�b�|�-�t���C�u�v�|���v�|�u�-�|�;�]�b�;�v���|�o���v�†�1�1�;�;�7�7���|�_�;���o�u�]�-�m�b�Œ�-	ž�o�m���m�;�;�7�v��
�|�o���0�;�1�o�l�;���o�†�|�‰�-�u�7�J�=�-�1�b�m�]���-�m�7���1�†�v�|�o�l�;�u�J�1�;�m�|�u�b�1�:���"�b�l�b�t�-�u�t�‹�7��
�|�_�;�b�u���1�†�v�|�o�l�;�u�v���l�†�v�|���0�;�1�o�l�;���-�1�1�†�v�|�o�l�;�7���|�o���1�-�u�u�‹�b�m�]���o�m��
more of their business with government using digital and self-
�v�;�u�ˆ�b�1�;���l�;�1�_�-�m�b�v�l�v�:�����†�v�b�m�;�v�v���t�;�-�7�;�u�v���-�m�7���b�m�7�†�v�|�u�‹���;�Š�r�;�u�|�v��
�-�u�;���-�]�u�;�;�7���|�_�-�|���>�7�b�]�b�|�-�t���|�u�-�m�v�=�o�u�l�-	ž�o�m�?���r�u�o�f�;�1�|�v���-�u�;���-�v���l�†�1�_��
�-�0�o�†�|���|�u�-�m�v�=�o�u�l�b�m�]���|�_�;���1�†�t�|�†�u�;���-�m�7���o�†�|�t�o�o�h���o�=���|�_�;���o�u�]�-�m�b�Œ�-	ž�o�m�7��
�b�|�v���;�l�r�t�o�‹�;�;�v���-�m�7���b�|�v���1�†�v�|�o�l�;�u�v�7���-�v���|�_�;�‹���-�u�;���1�o�m�1�;�u�m�;�7���‰�b�|�_��
�b�l�r�t�;�l�;�m	ž�m�]���|�_�;���|�;�1�_�m�o�t�o�]�‹���m�;�;�7�;�7���|�o���7�;�t�b�ˆ�;�u���|�_�;���r�u�o�]�u�-�l�:��
�	�b�]�b�|�-�t���C�u�v�|���v�|�u�-�|�;�]�b�;�v���l�†�v�|���|�_�;�u�;�=�o�u�;���b�m�1�t�†�7�;���r�t�-�m�v���=�o�u��
�-�7�7�u�;�v�v�b�m�]���|�_�b�v�:��

• Outcomes �K�����7�;�m	ž�=�‹�b�m�]���|�_�;���o�†�|�1�o�l�;�v���0�‹���‰�_�b�1�_���|�_�;���v�†�1�1�;�v�v��
�o�=���|�_�;���r�u�o�]�u�-�l���‰�b�t�t���0�;���f�†�7�]�;�7���1�-�m���;�m�-�0�t�;���|�_�;���0�;�m�;�C�|�v���o�=���|�_�;��
�r�u�o�]�u�-�l���|�o���0�;���-�1�1�†�u�-�|�;�t�‹���7�;�|�;�u�l�b�m�;�7�:���$�_�;�v�;���v�_�o�†�t�7���b�m�1�t�†�7�;��
�|�-�u�]�;�|�v���=�o�u���|�_�;���>�1�_�-�m�m�;�t���v�_�b�[�?���-�1�_�b�;�ˆ�;�7���0�‹���;�-�1�_���7�b�]�b�|�-�t�t�‹�J
�;�m�-�0�t�;�7���v�;�u�ˆ�b�1�;�:

���l�r�t�;�l�;�m	ž�m�]���‹�o�†�u���7�b�]�b�|�-�t���C�u�v�|���v�|�u�-�|�;�]�‹���b�m���|�_�;���v�-�l�;���‰�-�‹���-�v���o�|�_�;�u��
���$���r�u�o�f�;�1�|�v���1�-�m���u�;�v�†�t�|���b�m���b�|�v���=�-�b�t�†�u�;�:���$�_�b�v���b�v���0�;�1�-�†�v�;���|�_�b�v���-�r�r�u�o�-�1�_��
�l�-�‹���m�o�|���|�-�h�;���b�m�|�o���-�1�1�o�†�m�|���|�_�;���r�;�o�r�t�;���b�v�v�†�;�v���P�7�b�v�1�†�v�v�;�7���;�-�u�t�b�;�u���b�m��
�|�_�b�v���7�o�1�†�l�;�m�|�Q���-�m�7���|�_�;���0�u�;�-�7�|�_���o�=���7�;�1�b�v�b�o�m���l�-�h�;�u�v���o�†�|�t�b�m�;�7���b�m��
�|�_�;���r�u�;�ˆ�b�o�†�v���v�;�1	ž�o�m�:

�)�_�b�t�;���|�_�b�v���7�o�;�v���m�o�|���m�;�;�7���|�o���0�;���-�m���o�m�;�u�o�†�v���-�1	ž�ˆ�b�|�‹�7���-���7�b�]�b�|�-�t��
�C�u�v�|���v�|�u�-�|�;�]�‹���7�;�v�b�]�m�;�7���-�v���-���0�†�v�b�m�;�v�v���r�u�o�]�u�-�l���l�†�v�|���|�-�h�;���b�m�|�o��
�1�o�m�v�b�7�;�u�-	ž�o�m���v�;�ˆ�;�u�-�t���-�u�;�-�v�7���b�m�1�t�†�7�b�m�]�9

• Key decision-maker involvement ���K�����v���7�b�v�1�†�v�v�;�7���;�-�u�t�b�;�u�7���|�_�b�v��
�m�;�;�7�v���|�o���b�m�1�t�†�7�;���;�t�;�1�|�;�7���o�L�1�b�-�t�v���-�m�7���7�;�r�-�u�|�l�;�m�|���_�;�-�7�v�:���$�_�b�v��
�_�;�t�r�v���;�m�v�†�u�;���|�_�-�|���h�;�‹���7�;�1�b�v�b�o�m���l�-�h�;�u�v���-�u�;���m�o�|���o�m�t�‹���o�m�0�o�-�u�7��
�=�u�o�l���|�_�;���v�|�-�u�|�7���0�†�|���-�t�v�o���1�o�m	ž�m�†�;���|�o���1�o�m�|�u�b�0�†�|�;���|�_�u�o�†�]�_�o�†�|��
�|�_�;���r�u�o�]�u�-�l�:

• Governance���K�����m�1�t�†�7�b�m�]���|�_�;���u�;�t�;�ˆ�-�m�|���v�|�-�h�;�_�o�t�7�;�u�v���_�;�t�r�v��
�;�m�v�†�u�;���u�;�]�†�t�-�u���1�o�l�l�†�m�b�1�-	ž�o�m���0�;�|�‰�;�;�m���|�_�;�b�u���7�;�r�-�u�|�l�;�m�|�v�:��
���]�u�;�;�b�m�]���o�m���>�u�†�t�;�v���o�=���;�m�]�-�]�;�l�;�m�|�?���-�m�7���l�;�1�_�-�m�b�v�l�v���=�o�u��
�r�u�o�r�;�u���r�u�o�f�;�1�|���l�-�m�-�]�;�l�;�m�|���-�m�7���1�o�m�|�u�o�t���-�t�t�o�‰�v���u�b�v�h�v���-�m�7��
�b�v�v�†�;�v���|�o���0�;���1�o�u�u�;�1�|�t�‹���l�-�m�-�]�;�7���|�_�u�o�†�]�_�o�†�|���|�_�;���r�u�o�]�u�-�l�:

• ���u�b	ž�1�-�t���v�†�1�1�;�v�v���=�-�1�|�o�u�v���K�����7�;�m	ž�=�‹�b�m�]���|�_�;���l�b�t�;�v�|�o�m�;�v���-�m�7��
�o�|�_�;�u���=�-�1�|�o�u�v���|�_�-�|���-�u�;���1�u�b	ž�1�-�t���|�o���|�_�;���v�†�1�1�;�v�v���o�=���|�_�;���r�u�o�f�;�1�|�7��
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Start small.

�!�;�1�o�l�l�;�m�7�;�7���0�‹���l�-�m�‹���]�o�ˆ�;�u�m�l�;�m�|���-�m�7���r�†�0�t�b�1���v�;�1�|�o�u��
�o�u�]�-�m�b�Œ�-	ž�o�m�v�7���v�†�1�1�;�v�v�=�†�t���r�b�t�o�|���r�u�o�f�;�1�|�v���1�-�m���r�u�o�ˆ�;���-�m�7���r�u�o�ˆ�b�7�;��
�=�-�1�|�v���|�_�-�|���1�-�m���_�;�t�r���t�†�-�v�_���l�b�v�1�o�m�1�;�r	ž�o�m�v���-�0�o�†�|���|�_�;���u�;�v�†�t�|�v���-�m�7��
�0�;�m�;�C�|�v���o�=���7�b�]�b�|�-�t���C�u�v�|���v�|�u�-�|�;�]�b�;�v�:���$�_�;�v�;���=�-�1�|�v���1�-�m���_�;�t�r���1�o�m�ˆ�b�m�1�;��
�u�;�t�†�1�|�-�m�|���h�;�‹���7�;�1�b�v�b�o�m���l�-�h�;�u�v���|�o���v�†�r�r�o�u�|���=�†�|�†�u�;���r�_�-�v�;�v���o�=���‹�o�†�u��
�7�b�]�b�|�-�t���C�u�v�|���r�u�o�]�u�-�l�:

�
�o�u���;�Š�-�l�r�t�;�7���-���1�o�l�l�o�m���l�b�v�1�o�m�1�;�r	ž�o�m���b�v���|�_�-�|���1�b	ž�Œ�;�m�v���b�m��
�t�o�‰�J�b�m�1�o�l�;���-�u�;�-�v���‰�b�t�t���m�o�|���P�o�u���1�-�m�m�o�|�Q���†�v�;���7�b�]�b�|�-�t���v�;�u�ˆ�b�1�;�v�:���$�_�b�v��
�ˆ�b�;�‰���b�v���v�o�l�;	ž�l�;�v���7�u�b�ˆ�;�m���0�‹���-���=�o�1�†�v���o�m���_�o�†�v�;�_�o�t�7���0�u�o�-�7�0�-�m�7��
�1�o�m�m�;�1	ž�ˆ�b�|�‹�7���‰�_�b�1�_���|�;�m�7�v���|�o���0�;���t�o�‰�;�u���b�m���t�o�‰�J�b�m�1�o�l�;���-�u�;�-�v�:��
���o�‰�;�ˆ�;�u�7���|�_�b�v���b�]�m�o�u�;�v���|�_�;���=�-�1�|���|�_�-�|���l�-�m�‹���1�b	ž�Œ�;�m�v���b�m���|�_�;�v�;���v�-�l�;��
�-�u�;�-�v���_�-�ˆ�;���v�l�-�u�|�r�_�o�m�;�v�7���‰�_�b�1�_���-�u�;�7���o�=���1�o�†�u�v�;�7���‰�;�0�J�;�m�-�0�t�;�7�:��
�"�o�l�;���(�;�u�b�m�|���1�†�v�|�o�l�;�u�v���_�-�ˆ�;���1�o�m�7�†�1�|�;�7���|�-�u�]�;�|�;�7���r�b�t�o�|�v���|�_�-�|��
�-�1�_�b�;�ˆ�;�7���•�•���r�;�u�1�;�m�|���P�-�m�7���_�b�]�_�;�u�Q���t�;�ˆ�;�t�v���o�=���1�_�-�m�m�;�t���v�_�b�[���P�|�o��
�7�b�]�b�|�-�t���v�;�u�ˆ�b�1�;�v�Q���b�m���v�†�1�_���-�u�;�-�v�:

�"�†�1�1�;�v�v�=�†�t���r�b�t�o�|�v���u�;�t�†�b�u�;���1�t�;�-�u���|�-�u�]�;�|���o�†�|�1�o�l�;�v���|�o���0�;���7�;�C�m�;�7���†�r��
�=�u�o�m�|�7���‰�b�|�_���0�-�v�;�t�b�m�;�v���b�7�;�m	ž�C�;�7���-�m�7���-�r�r�u�o�r�u�b�-�|�;���l�;�-�v�†�u�;�l�;�m�|�v��
�b�m���r�t�-�1�;���|�o���;�m�-�0�t�;���1�t�;�-�u���u�;�r�o�u	ž�m�]���o�=���u�;�v�†�t�|�v���-�m�7���0�;�m�;�C�|�v�:
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���-�u�t�b�;�u���v�;�u�ˆ�b�1�;�v���7�;�v�b�]�m�;�7���=�o�u���7�b�]�b�|�-�t���7�;�t�b�ˆ�;�u�‹���‰�;�u�;���o�[�;�m���P�†�v�†�-�t�t�‹�Q���7�;�v�b�]�m�;�7���v�r�;�1�b�C�1�-�t�t�‹���=�o�u���7�;�v�h�|�o�r���7�;�ˆ�b�1�;�v���-�m�7���7�b�7���m�o�|���l�-�h�;��
�-�t�t�o�‰�-�m�1�;�v���=�o�u���-�1�1�;�v�v���=�u�o�l���u�;�t�-	ž�ˆ�;�t�‹���m�;�‰���7�b�]�b�|�-�t���1�_�-�m�m�;�t�v�7���v�†�1�_���-�v���v�l�-�u�|�r�_�o�m�;�7���|�-�0�t�;�|���-�m�7���v�l�-�u�|���$�(�:

�)�_�b�t�;���‰�;�0���-�r�r�t�b�1�-	ž�o�m�v���‰�b�t�t���o�[�;�m���|�;�1�_�m�b�1�-�t�t�‹���‰�o�u�h���|�_�u�o�†�]�_���|�_�;�v�;���o�|�_�;�u���7�b�]�b�|�-�t���1�_�-�m�m�;�t�v���P�0�;�1�-�†�v�;���|�_�;�‹���†�v�†�-�t�t�‹���;�l�r�t�o�‹���v�|�-�m�7�-�u�7��
�‰�;�0���0�u�o�‰�v�;�u�v�Q�7���|�_�;�‹���1�-�m���0�;���7�b�L�1�†�t�|���-�m�7���b�m�1�o�m�ˆ�;�m�b�;�m�|���|�o���†�v�;�:���$�_�b�v���_�-�v���t�;�7���|�o���|�_�;���;�l�;�u�]�;�m�1�;���o�=���u�;�v�r�o�m�v�b�ˆ�;���‰�;�0���7�;�v�b�]�m���>�1�o�m�ˆ�;�u�v�b�o�m�?��
�-�r�r�t�b�1�-	ž�o�m�v���|�_�-�|���7�o���|�_�;�b�u���0�;�v�|���|�o���u�;�J�r�†�u�r�o�v�;���7�;�v�h�|�o�r�J�=�o�1�†�v�;�7���‰�;�0���-�r�r�t�b�1�-	ž�o�m�v���|�o���u�†�m���o�m���7�b�@�;�u�;�m�|���=�o�u�l���=�-�1�|�o�u�v���P�v�1�u�;�;�m���v�b�Œ�;�v�Q�7�� 
�v�†�1�_���-�v���v�l�-�u�|�r�_�o�m�;�v�:�����o�‰�;�ˆ�;�u�7���v�†�1�_���-�r�r�t�b�1�-	ž�o�m�v���|�;�m�7���|�o���b�m�1�u�;�-�v�;���|�_�;���o�ˆ�;�u�-�t�t���|�o�|�-�t���1�o�v�|���o�=���o�‰�m�;�u�v�_�b�r���P�$�����Q�7���-�m�7���7�o���m�o�|���-�t�‰�-�‹�v��
�r�u�o�7�†�1�;���]�o�o�7���u�;�v�†�t�|�v�:

�$�_�;���v�b�l�r�t�;���v�o�t�†	ž�o�m���|�o���|�_�b�v���b�v���|�o���;�m�v�†�u�;���|�_�-�|���|�_�;���v�o�[�‰�-�u�;���‹�o�†���†�v�;���;�l�r�t�o�‹�v���v�|�-�m�7�-�u�7�7���u�;�v�r�o�m�v�b�ˆ�;���‰�;�0���7�;�v�b�]�m���|�;�1�_�m�b�t�†�;�v�:���$�_�;�v�;���_�;�t�r��
�;�m�v�†�u�;���|�_�-�|���‰�;�0���-�r�r�t�b�1�-	ž�o�m�v���-�†�|�o�l�-	ž�1�-�t�t�‹���K���‰�b�|�_�o�†�|���|�_�;���†�v�;���o�=���|�_�b�u�7�J�r�-�u�|�‹���v�o�[�‰�-�u�;���K���-�7�-�r�|���|�o���v�†�b�|���|�_�;���=�o�u�l���=�-�1�|�o�u���o�=���|�_�;���7�b�]�b�|�-�t��
�7�;�ˆ�b�1�;���|�_�-�|���b�|���b�v���0�;�b�m�]���-�1�1�;�v�v�;�7���o�m�:

�	�;�v�b�]�m���‹�o�†�u���v�;�u�ˆ�b�1�;�v���=�o�u���7�b�]�b�|�-�t���C�u�v�|���-�1�1�;�v�v���K�� 
�u�;�v�r�o�m�v�b�ˆ�;���‰�;�0���7�;�v�b�]�m�:
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�	�;�v�b�]�m���‹�o�†�u���v�;�u�ˆ�b�1�;�v���=�o�u���7�b�]�b�|�-�t���C�u�v�|���-�1�1�;�v�v���K�� 
but not all of them!

�)�_�b�t�;���|�_�;���=�o�1�†�v���o�=���|�_�b�v���v�;�1	ž�o�m���b�v���o�m���7�;�v�b�]�m�b�m�]���‹�o�†�u���v�;�u�ˆ�b�1�;�v���=�o�u���7�b�]�b�|�-�t���C�u�v�|���-�1�1�;�v�v�7���b�|���b�v���b�l�r�o�u�|�-�m�|���|�o���m�o�|�;���|�_�-�|�9

• ���o�|���-�t�t���v�;�u�ˆ�b�1�;�v���-�u�;���v�†�b�|�-�0�t�;���=�o�u���7�b�]�b�|�-�t���1�_�-�m�m�;�t�v�8���=�o�u���;�Š�-�l�r�t�;�7���-�v�v�;�v�v�l�;�m�|���-�m�7���7�;�t�b�ˆ�;�u�‹���o�=���v�o�l�;���v�o�1�b�-�t���v�;�u�ˆ�b�1�;�v���u�;�t�†�b�u�;�� 
�=�-�1�;�J�|�o�J�=�-�1�;���b�m�|�;�u�-�1	ž�o�m�:

• �)�_�b�t�;���v�†�b�|�-�0�t�;���=�o�u���v�o�l�;���7�b�]�b�|�-�t���1�_�-�m�m�;�t�v�7���m�o�|���-�t�t���v�;�u�ˆ�b�1�;�v���‰�b�t�t���0�;���v�†�b�|�-�0�t�;���=�o�u���-�t�t���7�b�]�b�|�-�t���1�_�-�m�m�;�t�v�8���=�o�u���;�Š�-�l�r�t�;�7���1�o�l�r�t�;�Š���0�;�m�;�C�|�v��
�-�r�r�t�b�1�-	ž�o�m�v���-�u�;���|�‹�r�b�1�-�t�t�‹���m�o�|���v�†�b�|�-�0�t�;���=�o�u���|�_�;���v�l�-�u�|�r�_�o�m�;���1�_�-�m�m�;�t�7���0�†�|���-�u�;���ˆ�;�u�‹���v�†�b�|�-�0�t�;���=�o�u���|�_�;���‰�;�0���7�;�v�h�|�o�r���1�_�-�m�m�;�t�:��

���m���o�|�_�;�u���‰�o�u�7�v�7���7�b�]�b�|�-�t�J�C�u�v�|���v�|�u�-�|�;�]�b�;�v���v�_�o�†�t�7���m�o�|���-�v�v�†�l�;���|�_�-�|���-�t�t���v�;�u�ˆ�b�1�;�v���v�_�o�†�t�7���0�;���l�-�7�;���-�ˆ�-�b�t�-�0�t�;���7�b�]�b�|�-�t�t�‹�:���
�†�u�|�_�;�u�7���|�_�;�‹���v�_�o�†�t�7���m�o�|��
�-�v�v�†�l�;���|�_�-�|���-���v�;�u�ˆ�b�1�;���|�_�-�|���_�-�v���0�;�;�m���l�-�7�;���-�ˆ�-�b�t�-�0�t�;���-�1�u�o�v�v���o�m�;���7�b�]�b�|�-�t���1�_�-�m�m�;�t���v�_�o�†�t�7���0�;���l�-�7�;���-�ˆ�-�b�t�-�0�t�;���-�1�u�o�v�v���-�t�t���7�b�]�b�|�-�t���1�_�-�m�m�;�t�v�:

���=���1�o�†�u�v�;�7���=�;�‰���o�u�]�-�m�b�Œ�-	ž�o�m�v���1�-�m���7�b�]�b�|�-�t�t�‹���;�m�-�0�t�;���-�t�t���o�=���|�_�;�b�u���v�;�u�ˆ�b�1�;�v���-�|���o�m�1�;���K���;�m�-�0�t�;�l�;�m�|���|�;�m�7�v���|�o���0�;���7�o�m�;���b�m�1�u�;�l�;�m�|�-�t�t�‹�:���$�_�b�v���t�;�-�7�v��
�|�o���|�_�;���t�†�;�v	ž�o�m���o�=���r�u�b�o�u�b�|�‹�7���-�m�7���|�_�;���-�m�v�‰�;�u���b�v���m�o�|���-�t�‰�-�‹�v���o�0�ˆ�b�o�†�v�:

�$�_�;�����†�v�b�m�;�v�v�����m�|�;�t�t�b�]�;�m�1�;���1�o�l�r�o�m�;�m�|�v���o�=���|�_�;���-�v�v�o�1�b�-�|�;�7���1�†�v�|�o�l�;�u���v�;�u�ˆ�b�1�;���v�o�t�†	ž�o�m���1�-�m���r�t�-�‹���-���1�u�b	ž�1�-�t���u�o�t�;���_�;�u�;�7���_�;�t�r�b�m�]���‹�o�†���r�b�1�h���|�_�;��
�u�b�r�;�v�|���>�7�b�]�b�|�-�t���-�r�r�t�;�v�?���=�u�o�l���|�_�;���1�_�-�m�m�;�t���v�_�b�[���|�u�;�;���C�u�v�|�7���-�1�1�;�t�;�u�-	ž�m�]���|�_�;���v�-�ˆ�b�m�]�v���=�o�u���|�_�;���o�u�]�-�m�b�Œ�-	ž�o�m���-�m�7���7�u�b�ˆ�b�m�]���†�r���v�|�-�h�;�_�o�t�7�;�u���0�†�‹�J�b�m��
�-�m�7���v�†�r�r�o�u�|�:
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���b�m�b�l�b�Œ�;���|�_�;���m�†�l�0�;�u���o�=���v�o�[�‰�-�u�;���v�o�t�†	ž�o�m�v���‰�b�|�_�b�m���‹�o�†�u��
�1�†�v�|�o�l�;�u���v�;�u�ˆ�b�1�;���r�o�u�•�o�t�b�o�:

�$�_�;���†�v�;���o�=���l�†�t	ž�r�t�;���v�o�[�‰�-�u�;���v�o�t�†	ž�o�m�v���|�o���b�l�r�t�;�l�;�m�|���7�b�]�b�|�-�t��
�C�u�v�|���v�|�u�-�|�;�]�b�;�v���1�-�m���u�;�v�†�t�|���b�m���7�†�r�t�b�1�-	ž�o�m���o�=���t�o�]�b�1�7���b�m�|�;�]�u�-	ž�o�m�v�7��
�-�†�|�o�l�-	ž�o�m�v�7���u�;�v�r�o�m�v�b�ˆ�;���)�;�0���7�;�v�b�]�m���-�m�7���v�;�1�†�u�b�|�‹���-�r�r�u�o�-�1�_�;�v�:��
�$�_�b�v���1�-�m���v�b�]�m�b�C�1�-�m�|�t�‹���b�m�1�u�;�-�v�;���|�_�;���o�ˆ�;�u�-�t�t���1�†�v�|�o�l�;�u���v�;�u�ˆ�b�1�;���$�����:��
���|���1�-�m���-�t�v�o���t�;�-�7���|�o���-���=�u�-�]�l�;�m�|�;�7���-�m�7���†�m�v�-	ž�v�=�-�1�|�o�u�‹���1�†�v�|�o�l�;�u��
�;�Š�r�;�u�b�;�m�1�;�7���b�m�1�u�;�-�v�b�m�]���1�†�v�|�o�l�;�u���7�b�v�v�-	ž�v�=�-�1	ž�o�m���-�m�7���1�o�l�r�t�-�b�m�|�v�:

�
�o�u���;�Š�-�l�r�t�;�7���†�v�b�m�]���o�m�;���1�†�v�|�o�l�;�u���v�;�u�ˆ�b�1�;���v�o�[�‰�-�u�;���v�o�t�†	ž�o�m��
�|�o���v�†�r�r�o�u�|���r�_�o�m�;�7���t�;�‚�;�u�7���;�l�-�b�t���-�m�7���)�;�0���|�u�-�m�v�-�1	ž�o�m�v���-�m�7��
�-�m�o�|�_�;�u���|�o���v�†�r�r�o�u�|���-���m�-	ž�ˆ�;���v�l�-�u�|�r�_�o�m�;���-�r�r���b�v���t�b�h�;�t�‹���|�o���u�;�t�†�b�u�;��
�u�;�r�t�b�1�-	ž�o�m���o�=���v�;�u�ˆ�b�1�;���t�o�]�b�1���-�m�7���v�;�u�ˆ�b�1�;���b�m�|�;�]�u�-	ž�o�m���b�m���|�‰�o���r�t�-�1�;�v�:

���b�m�b�l�b�Œ�b�m�]���|�_�;���m�†�l�0�;�u���o�=���1�†�v�|�o�l�;�u���v�;�u�ˆ�b�1�;���v�o�[�‰�-�u�;���v�o�t�†	ž�o�m�v��
�;�l�r�t�o�‹�;�7���‰�b�t�t���o�0�ˆ�b�o�†�v�t�‹���u�;�7�†�1�;���|�_�b�v���u�;�r�t�b�1�-	ž�o�m���-�m�7�7���|�_�;�u�;�=�o�u�;�7��
�_�;�t�r���u�;�7�†�1�;���|�_�;���o�ˆ�;�u�-�t�t���1�†�v�|�o�l�;�u���v�;�u�ˆ�b�1�;���$�����:���)�_�b�t�;���†�v�b�m�]���o�m�;��
�1�†�v�|�o�l�;�u���v�;�u�ˆ�b�1�;���v�o�[�‰�-�u�;���v�o�t�†	ž�o�m���b�v���|�_�;���o�r	ž�l�-�t���v�b�|�†�-	ž�o�m�7��
�;�Š�|�;�u�m�-�t�b�Œ�b�m�]���t�o�]�b�1���-�m�7���b�m�|�;�]�u�-	ž�o�m�v�7���=�o�u���;�Š�-�l�r�t�;�7���1�-�m���_�;�t�r��
�l�b�m�b�l�b�Œ�;���|�_�;���$�������b�=���l�†�t	ž�r�t�;���v�o�t�†	ž�o�m�v���-�u�;���u�;�t�†�b�u�;�7�:
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���t�b�]�m���‹�o�†�u���v�†�r�r�o�u�|���o�u�]�-�m�b�Œ�-	ž�o�m���-�m�7���r�u�o�1�;�v�v�;�v���‰�b�|�_���‹�o�†�u��
�7�b�]�b�|�-�t���C�u�v�|���o�@�;�u�b�m�]�v�:

• ���u�o�ˆ�b�7�b�m�]���-���r�;�u�v�o�m�-�t�b�Œ�;�7���;�Š�r�;�u�b�;�m�1�;�7���v�†�1�_���-�v���7�b�v�r�t�-�‹�b�m�]���1�o�m�|�;�m�|��
in their preferred language, with services highlighted and forms 
�r�-�u	ž�-�t�t�‹���1�o�l�r�t�;�|�;�7���=�o�u���|�_�;�l�7���0�-�v�;�7���o�m���|�_�;�b�u���t�o�1�-	ž�o�m���-�m�7���r�u�o�C�t�;�:��

• ���-�h�b�m�]���b�|���r�o�v�v�b�0�t�;���=�o�u���1�†�v�|�o�l�;�u�v���|�o���1�o�l�r�t�;�|�;���o�m�t�b�m�;���=�o�u�l�v���o�ˆ�;�u��
�l�†�t	ž�r�t�;���v�;�v�v�b�o�m�v���b�=���|�_�;�‹���7�o�m�=�|���_�-�ˆ�;���-�t�t���|�_�;���u�;�t�†�b�u�;�7���b�m�=�o�u�l�-	ž�o�m��
�-�|���_�-�m�7�:

• ���t�t�o�‰�b�m�]���|�_�;�l���|�o���u�;�t�†�;�v�|���v�;�u�ˆ�b�1�;�v���-�m�7���|�u�-�m�v�-�1�|���0�†�v�b�m�;�v�v���-�v���-��
�r�u�o�Š�‹���=�o�u���o�|�_�;�u�v�7���v�†�1�_���-�v���;�t�7�;�u�t�‹���r�-�u�;�m�|�v�7���b�=���-�†�|�_�o�u�b�Œ�;�7���|�o���7�o���v�o�:

• ���o�m	ž�m�†�b�m�]���|�o���r�u�o�ˆ�b�7�;���-�1�1�;�v�v���|�o���|�;�t�;�r�_�o�m�;�J�0�-�v�;�7���v�†�r�r�o�u�|�7��
�r�-�u	ž�1�†�t�-�u�t�‹���-�v���|�_�;���1�_�o�b�1�;���-�m�7���|�-�h�;�J�†�r���o�=���7�b�]�b�|�-�t���v�;�u�ˆ�b�1�;�v��
�b�m�1�u�;�-�v�;�v���-�t�o�m�]���‰�b�|�_���|�_�;���t�b�h�;�t�b�_�o�o�7���o�=���l�o�u�;���1�†�v�|�o�l�;�u�v���m�;�;�7�b�m�]��
�-�v�v�b�v�|�-�m�1�;���‰�b�|�_���|�_�;���m�;�‰���v�;�u�ˆ�b�1�;�v�:��

• Ensuring that the customer service advisors who provide 
�|�_�b�v���v�†�r�r�o�u�|���1�-�m���>�v�;�;�?���|�_�;���v�-�l�;���b�m�=�o�u�l�-	ž�o�m���-�v���|�_�;���1�†�v�|�o�l�;�u�7��
diagnose their problem and guide them to a successful 
�u�;�v�o�t�†	ž�o�m�:��

• ���-�b�m�|�-�b�m�b�m�]���v�†�r�r�o�u�|���=�o�u���;�l�-�b�t�:���)�_�b�t�;���b�|���l�-�h�;�v���v�;�m�v�;���|�o���l�b�]�u�-�|�;��
�-�v���l�†�1�_���;�l�-�b�t���-�v���r�o�v�v�b�0�t�;���|�o���o�m�t�b�m�;���|�u�-�m�v�-�1	ž�o�m�v�7���u�;�l�o�ˆ�b�m�]��
�v�†�r�r�o�u�|���=�o�u���b�|���-�t�|�o�]�;�|�_�;�u���P�-�v���v�o�l�;���r�†�0�t�b�1���v�;�1�|�o�u���o�u�]�-�m�b�Œ�-	ž�o�m�v��
�_�-�ˆ�;���7�o�m�;�Q���b�v���r�u�o�0�-�0�t�‹���-���v�|�;�r���|�o�o���=�-�u�:�����b�h�;���|�_�;���|�;�t�;�r�_�o�m�;�7���;�l�-�b�t��
�_�-�v���-�m���b�l�r�o�u�|�-�m�|���u�o�t�;���|�o���r�t�-�‹���b�m���r�u�o�ˆ�b�7�b�m�]���v�†�r�r�o�u�|���|�o���|�_�;���7�b�]�b�|�-�t��
�1�†�v�|�o�l�;�u���-�m�7���b�|�v���‰�b�|�_�7�u�-�‰�-�t���v�;�m�7�v���-���1�o�m�Y�b�1	ž�m�]���l�;�v�v�-�]�;�:

�"�†�1�1�;�v�v�=�†�t���7�b�]�b�|�-�t���C�u�v�|���v�|�u�-�|�;�]�b�;�v���u�;�1�o�]�m�b�Œ�;���|�_�-�|���1�†�v�|�o�l�;�u�v���-�u�;��
�m�o�|���;�Š�r�;�u�|�v���b�m���]�o�ˆ�;�u�m�l�;�m�|���-�m�7���r�†�0�t�b�1���v�;�1�|�o�u���v�;�u�ˆ�b�1�;���7�;�t�b�ˆ�;�u�‹��
�-�m�7���u�;�t�†�b�u�;���v�o�l�;���=�o�u�l���o�=���v�†�r�r�o�u�|�7���;�v�r�;�1�b�-�t�t�‹���=�o�u���l�o�u�;���1�o�l�r�t�;�Š��
�v�;�u�ˆ�b�1�;�v�:���	�b�]�b�|�-�t���v�;�u�ˆ�b�1�;�v���|�_�-�|���-�u�;���o�u�]�-�m�b�Œ�;�7���-�m�7���7�;�t�b�ˆ�;�u�;�7��
�b�m���-���‰�-�‹���|�_�-�|���v�†�b�|�v���|�_�;���-�7�l�b�m�b�v�|�u�-	ž�ˆ�;���1�o�m�ˆ�;�m�b�;�m�1�;���o�=���|�_�;��
�o�u�]�-�m�b�Œ�-	ž�o�m���-�u�;���†�m�t�b�h�;�t�‹���|�o���u�;�v�o�m�-�|�;���‰�b�|�_���1�b	ž�Œ�;�m�=�v���t�b�ˆ�;�v���-�m�7��
�l�-�‹���|�_�;�u�;�=�o�u�;���r�u�o�ˆ�;���7�b�L�1�†�t�|���|�o���C�m�7���o�u���†�v�;�:���$�_�;���l�o�v�|���;�@�;�1	ž�ˆ�;��
�‰�-�‹���o�=���v�†�r�r�o�u	ž�m�]���‹�o�†�u���7�b�]�b�|�-�t���1�†�v�|�o�l�;�u�v���b�v�7���|�_�;�u�;�=�o�u�;�7���|�o���7�;�v�b�]�m��
�‹�o�†�u���7�b�]�b�|�-�t���C�u�v�|���v�;�u�ˆ�b�1�;�v���=�u�o�l���|�_�;�b�u���r�;�u�v�r�;�1	ž�ˆ�;�7���m�o�|���|�_�-�|���o�=���‹�o�†�u��
�v�;�u�ˆ�b�1�;���o�u���o�u�]�-�m�b�Œ�-	ž�o�m�:���$�_�b�v���‰�b�t�t���-�b�7���|�-�h�;�J�†�r���o�=���7�b�]�b�|�-�t���v�;�u�ˆ�b�1�;�v��
�-�m�7���_�;�t�r���‹�o�†���-�1�_�b�;�ˆ�;���‹�o�†�u���]�o�-�t�v�:

�)�-�‹�v���b�m���‰�_�b�1�_���‹�o�†���1�-�m���-�1�_�b�;�ˆ�;���|�_�b�v���b�m�1�t�†�7�;�9

• ���-�h�b�m�]���|�_�;���1�†�v�|�o�l�;�u���;�Š�r�;�u�b�;�m�1�;���1�o�m�v�b�v�|�;�m�|���b�m���|�;�u�l�v���o�=��
�t�o�o�h���-�m�7���=�;�;�t�7���t�-�‹�o�†�|���-�m�7���v�|�u�†�1�|�†�u�;���-�1�u�o�v�v���7�;�r�-�u�|�l�;�m�|�v���-�m�7��
�v�;�u�ˆ�b�1�;�v�:��

• ���-�h�b�m�]���b�|���-�v���;�-�v�‹���=�o�u���1�†�v�|�o�l�;�u�v���|�o���C�m�7���‰�_�-�|���|�_�;�‹���-�u�;���t�o�o�h�b�m�]��
�=�o�u�7���-�v���b�|���b�v���‰�_�;�m���|�_�;�‹���†�v�;���|�_�;�b�u���=�-�ˆ�o�u�b�|�;���v�;�-�u�1�_���|�o�o�t���;�ˆ�;�u�‹���7�-�‹�:��

• ���t�t�o�‰�b�m�]���1�†�v�|�o�l�;�u�v���|�o���†�v�;���o�m�t�‹���o�m�;���†�v�;�u���-�1�1�o�†�m�|���|�o���-�1�1�;�v�v��
�-�t�t���o�=���|�_�;���-�ˆ�-�b�t�-�0�t�;���v�;�u�ˆ�b�1�;�v�7���m�o�|���o�m�;���=�o�u���;�-�1�_���7�;�r�-�u�|�l�;�m�|�:�����=��
�|�_�-�|���1�-�m���0�;���o�m�;���|�_�-�|���b�v���1�o�m�ˆ�;�m�b�;�m�|���|�o���|�_�;�l���K���=�o�u���;�Š�-�l�r�t�;�7��
�|�_�;�b�u���v�o�1�b�-�t���m�;�|�‰�o�u�h�b�m�]���†�v�;�u���-�1�1�o�†�m�|�7���v�o���l�†�1�_���|�_�;���0�;�‚�;�u�4��
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�$�_�;���"�o�t�†	ž�o�m�v

���-�h�;���|�_�;���l�o�v�|���o�=���‹�o�†�u���h�m�o�‰�t�;�7�]�;�:

�)�_�b�t�;���1�o�m�|�;�m�|���b�v���o�[�;�m���|�_�;���l�-�f�o�u���r�-�u�|���o�=���-�m���o�u�]�-�m�b�Œ�-	ž�o�m�=�v��
�‰�;�0�v�b�|�;�7���b�|���b�v���o�[�;�m���m�o�|���r�u�;�v�;�m�|�;�7���b�m���-���‰�-�‹���|�_�-�|���b�v���†�v�;�=�†�t���|�o��
�1�b	ž�Œ�;�m�v�:�����u�;�-	ž�m�]���h�m�o�‰�t�;�7�]�;���-�u	ž�1�t�;�v���P�1�o�m�|�;�m�|�Q���|�_�-�|���-�u�;���=�o�1�†�v�;�7��
�-�m�7���;�-�v�b�t�‹���†�m�7�;�u�v�|�o�o�7���‰�b�t�t���_�;�t�r���;�m�_�-�m�1�;���|�_�;���-�0�b�t�b�|�‹���o�=���1�b	ž�Œ�;�m�v���|�o��
�C�m�7���|�_�;���b�m�=�o�u�l�-	ž�o�m���-�m�7���-�7�ˆ�b�1�;���|�_�;�‹���u�;�t�†�b�u�;���‰�b�|�_�o�†�|���|�_�;���m�;�;�7��
�=�o�u���_�†�l�-�m���-�v�v�b�v�|�-�m�1�;�:�����|���b�v���-�t�v�o�7���v�†�u�r�u�b�v�b�m�]�t�‹�7���u�-�u�;�t�‹���b�m�|�;�]�u�-�|�;�7�� 
�|�o���7�b�]�b�|�-�t���|�u�-�m�v�-�1	ž�o�m�v���|�o���_�;�t�r���7�b�]�b�|�-�t���1�†�v�|�o�l�;�u�v���C�m�7���-�m�7��
�1�o�l�r�t�;�|�;���v�;�u�ˆ�b�1�;�v�:

���m�o�‰�t�;�7�]�;�J�b�m�=�†�v�;�7���r�u�o�1�;�v�v�;�v���K���‰�_�;�u�;���1�o�m�|�;�m�|���-�m�7���|�u�-�m�v�-�1	ž�o�m�v��
�-�u�;���b�m�|�;�]�u�-�|�;�7���K���‰�b�t�t���v�†�r�r�o�u�|���|�_�;���7�b�]�b�|�-�t���1�†�v�|�o�l�;�u���b�m���-���ˆ�-�u�b�;�|�‹���o�=��
�‰�-�‹�v�7���b�m�1�t�†�7�b�m�]�9

• Search���K�����m�o�‰�t�;�7�]�;�J�b�m�=�†�v�;�7���r�u�o�1�;�v�v�;�v���-�u�;���;�-�v�b�t�‹���=�o�†�m�7��
�†�v�b�m�]���|�_�;���7�b�]�b�|�-�t���1�_�-�m�m�;�t�=�v���v�;�-�u�1�_���1�-�r�-�0�b�t�b�|�‹�7���f�†�v�|���t�b�h�;���-�m�‹��
�o�|�_�;�u���r�b�;�1�;���o�=���b�m�=�o�u�l�-	ž�o�m�:���$�_�b�v���u�;�l�o�ˆ�;�v���|�_�;���m�;�;�7���=�o�u���|�_�;��
�7�b�]�b�|�-�t���1�†�v�|�o�l�;�u���|�o���†�m�7�;�u�v�|�-�m�7���|�_�;���o�u�]�-�m�b�Œ�-	ž�o�m�=�v���v�|�u�†�1�|�†�u�;��
�-�m�7���|�_�;���ˆ�-�]�-�u�b�;�v���o�=���b�|�v���b�m�|�;�u�m�-�t���m�-�l�b�m�]���1�o�m�ˆ�;�m	ž�o�m�v�:

• Browse���K�����m�o�‰�t�;�7�]�;�J�b�m�=�†�v�;�7���r�u�o�1�;�v�v�;�v���-�u�;���-�t�v�o���;�-�v�b�t�‹��
�=�o�†�m�7���†�v�b�m�]���|�_�;���7�b�]�b�|�-�t���1�_�-�m�m�;�t�=�v���0�u�o�‰�v�;���1�-�r�-�0�b�t�b�|�‹�7���f�†�v�|���t�b�h�;��
�-�m�‹���o�|�_�;�u���r�b�;�1�;���o�=���|�-�]�]�;�7���b�m�=�o�u�l�-	ž�o�m�:

• ���o�m�|�;�Š�|�†�-�t���"�†�r�r�o�u�|���K�����m�o�‰�t�;�7�]�;�J�b�m�=�†�v�;�7���r�u�o�1�;�v�v�;�v���-�u�;��
�;�-�v�‹���|�o���1�o�m�v�†�l�;���0�;�1�-�†�v�;���|�_�;�‹���r�u�o�ˆ�b�7�;���1�o�m�|�;�Š�|�†�-�t���v�†�r�r�o�u�|��
�=�o�u���;�-�1�_���C�;�t�7���-�m�7���r�-�]�;���‰�b�|�_�b�m���-���r�u�o�1�;�v�v�:�����;�t�r���1�-�m���0�;��
�7�‹�m�-�l�b�1�-�t�t�‹���r�u�;�v�;�m�|�;�7���|�o���|�_�;���†�v�;�u�7���0�-�v�;�7���m�o�|���o�m�t�‹���o�m���|�_�;��
�r�u�o�1�;�v�v���v�|�;�r���0�†�|���-�t�v�o���|�_�;�b�u���r�;�u�v�o�m�-�t���1�o�m�|�;�Š�|���-�v���b�|���u�;�t�-�|�;�v���|�o��
�|�_�;���r�u�o�1�;�v�v�:

�	�b�]�b�|�-�t���C�u�v�|���v�|�u�-�|�;�]�b�;�v���l�†�v�|���1�o�m�v�b�7�;�u���|�_�;���r�u�o�ˆ�b�v�b�o�m���o�=���r�u�o�r�;�u�t�‹��
�l�-�m�-�]�;�7���h�m�o�‰�t�;�7�]�;���-�m�7���b�|�v���b�m�1�t�†�v�b�o�m���b�m���h�m�o�‰�t�;�7�]�;�J�b�m�=�†�v�;�7��
�r�u�o�1�;�v�v�;�v�:�����v���l�o�u�;���v�o�r�_�b�v	ž�1�-�|�;�7���v�;�u�ˆ�b�1�;�v���-�u�;���o�@�;�u�;�7���o�m�t�b�m�;�7��
�b�|���b�v���r�-�u	ž�1�†�t�-�u�t�‹���b�l�r�o�u�|�-�m�|���|�o���r�u�o�ˆ�b�7�;���|�_�;���v�†�r�r�o�u�|���m�;�1�;�v�v�-�u�‹���|�o��
�C�m�7���-�m�7���v�†�1�1�;�v�v�=�†�t�t�‹���1�o�l�r�t�;�|�;���|�_�;�v�;���v�;�u�ˆ�b�1�;�v�:��

�$�_�b�v���>�v�†�1�1�;�v�v�=�†�t���1�o�l�r�t�;	ž�o�m�?���v�|�;�r���b�v���h�;�‹�:�����=���1�†�v�|�o�l�;�u�v���|�u�‹���|�o���†�v�;��
�-���7�b�]�b�|�-�t���v�;�u�ˆ�b�1�;���-�m�7���=�-�b�t�7���|�_�;�‹���l�-�‹���0�;���=�-�u���t�;�v�v���t�b�h�;�t�‹���|�o���|�u�‹���b�|���-�]�-�b�m��
�o�u���|�u�‹���-�m�‹���o�|�_�;�u���7�b�]�b�|�-�t���v�;�u�ˆ�b�1�;�:
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�>���=���‹�o�†���0�†�b�t�|���b�|�7���|�_�;�‹���‰�b�t�t���1�o�l�;�?���7�o�;�v���m�o�|���-�r�r�t�‹���|�o���7�b�]�b�|�-�t��
�v�;�u�ˆ�b�1�;�v�:��

���m���v�b�l�r�t�;���|�;�u�l�v�7���‹�o�†���m�;�;�7���|�o���|�;�t�t���‹�o�†�u���7�b�]�b�|�-�t���1�†�v�|�o�l�;�u�v���-�0�o�†�|��
�|�_�;���7�b�]�b�|�-�t���v�;�u�ˆ�b�1�;�v���‹�o�†���_�-�ˆ�;���-�ˆ�-�b�t�-�0�t�;���|�o���|�_�;�l�:���$�_�;���o�0�f�;�1	ž�ˆ�;��
�o�=���-�7�ˆ�;�u	ž�v�b�m�]���7�b�]�b�|�-�t���v�;�u�ˆ�b�1�;�v���b�v���v�b�l�r�t�‹���|�o���l�-�h�;���;�ˆ�;�u�‹���|�-�u�]�;�|��
customer aware of the services that can be performed 
�7�b�]�b�|�-�t�t�‹���-�m�7���-�1�u�o�v�v���‰�_�b�1�_���1�_�-�m�m�;�t�v�:��

�$�_�;���1�_�-�t�t�;�m�]�;���b�v���7�o�b�m�]���|�_�b�v���-�|���|�_�;���u�b�]�_�|��	ž�l�;���v�o���|�_�-�|���‰�_�;�m��
�1�†�v�|�o�l�;�u�v���-�1�|�†�-�t�t�‹���m�;�;�7���|�o���†�v�;���-���v�;�u�ˆ�b�1�;���|�_�;�‹���h�m�o�‰���‰�_�;�u�;�� 
�|�o���]�o�:���$�_�;���t�b�h�;�t�b�_�o�o�7���b�v�7���|�_�;�u�;�=�o�u�;�7���|�_�-�|���-�m���o�m�]�o�b�m�]���1�-�l�r�-�b�]�m��
�‰�b�t�t���0�;���u�;�t�†�b�u�;�7�:

�$�_�;���-�7�ˆ�;�u	ž�v�b�m�]���b�|�v�;�t�=���1�-�m���|�-�h�;���l�-�m�‹���=�o�u�l�v�7���b�m�1�t�†�7�b�m�]�9

• �$�(���1�-�l�r�-�b�]�m�v

• ���o�v�|�;�u���1�-�l�r�-�b�]�m�v���o�m���|�_�;���o�u�]�-�m�b�Œ�-	ž�o�m�=�v���-�v�v�;�|�v�7���v�†�1�_���-�v��
�ˆ�;�_�b�1�t�;���Y�;�;�|�v���P�7�†�l�r���|�u�†�1�h�v�7���ˆ�-�m�v���;�|�1�:�Q���-�m�7���v�|�u�;�;�|���=�†�u�m�b�|�†�u�;

• ���7�ˆ�;�u	ž�v�;�l�;�m�|�v���o�m���‹�o�†�u���l�-�b�m���‰�;�0�v�b�|�;

• ���7�ˆ�;�u	ž�v�;�l�;�m�|�v���b�m�1�t�†�7�;�7���‰�b�|�_���t�;�‚�;�u���1�o�u�u�;�v�r�o�m�7�;�m�1�;�� 
and bills

• �+�o�†�$�†�0�;���-�7�ˆ�;�u	ž�v�;�l�;�m�|�v

• Email campaigns

���‹���-�7�ˆ�;�u	ž�v�b�m�]���o�m���|�_�;���ˆ�-�u�b�;�|�‹���o�=���-�v�v�;�|�v���|�_�-�|���-�u�;���u�;�-�7�b�t�‹���-�ˆ�-�b�t�-�0�t�;��
to them, such as bills and street furniture, public sector 
�o�u�]�-�m�b�Œ�-	ž�o�m�v���1�-�m���-�ˆ�o�b�7���v�o�l�;���o�=���|�_�;���;�Š�r�;�m�v�;���†�v�†�-�t�t�‹���-�v�v�o�1�b�-�|�;�7��
�‰�b�|�_���-�7�ˆ�;�u	ž�v�;�l�;�m�|�v�:

Tell them about it!
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Make them come back for more!

�!�-�b�v�b�m�]���-�‰�-�u�;�m�;�v�v���b�v���|�_�;���C�u�v�|���v�|�;�r�8���;�m�v�†�u�b�m�]���;�ˆ�;�u�‹���|�-�u�]�;�|���7�b�]�b�|�-�t���1�†�v�|�o�l�;�u���‰�b�t�t���-�1�|�†�-�t�t�‹���†�v�;���|�_�;���7�b�]�b�|�-�t���v�;�u�ˆ�b�1�;�v���‰�_�;�m���|�_�;�‹���m�;�;�7���|�o���b�v��
�-�m�o�|�_�;�u�:���$�;�1�_�m�b�t�†�;�v���|�_�-�|���1�-�m���=�†�u�|�_�;�u���=�-�l�b�t�b�-�u�b�Œ�;���|�-�u�]�;�|���7�b�]�b�|�-�t���1�†�v�|�o�l�;�u�v���‰�b�|�_���|�_�;���-�ˆ�-�b�t�-�0�t�;���7�b�]�b�|�-�t���v�;�u�ˆ�b�1�;�v���b�m�1�t�†�7�;�9

• �)�_�;�m���C�m�b�v�_�b�m�]���-���1�-�t�t�7���1�o�m�|�-�1�|���1�;�m�|�;�u���-�]�;�m�|�v���1�-�m���0�;���v�1�u�b�r�|�;�7���|�o���u�;�1�o�l�l�;�m�7���|�_�-�|���|�_�;���1�-�t�t�;�u���†�v�;�v���|�_�;���‰�;�0�v�b�|�;���|�_�;���m�;�Š�|��	ž�l�;�:�� 
�
�o�u���;�Š�-�l�r�t�;�7���>���†�v�|���b�m���1�-�v�;���‹�o�†���‰�-�m�|���|�o���l�-�h�;���-�m�o�|�_�;�u���-�r�r�t�b�1�-	ž�o�m���b�m���|�_�;���m�;�-�u���=�†�|�†�u�;�7���‹�o�†���l�b�]�_�|���‰�-�m�|���|�o���†�v�;���o�†�u���m�;�‰���)�;�0���v�;�u�ˆ�b�1�;��
�-�ˆ�-�b�t�-�0�t�;���o�m�;�?

• �!�;�t�†�;�v	ž�m�]���|�_�;���1�†�v�|�o�l�;�u�=�v���;�l�-�b�t���-�7�7�u�;�v�v���o�u���v�o�1�b�-�t���m�;�|�‰�o�u�h���†�v�;�u�m�-�l�;���;�-�1�_��	ž�l�;���-���v�;�u�ˆ�b�1�;���b�v���u�;�t�†�;�v�|�;�7���;�m�-�0�t�;�v���-���1�o�m�C�u�l�-	ž�o�m��
�;�l�-�b�t���|�o���0�;���v�;�m�|���b�l�l�;�7�b�-�|�;�t�‹���|�o�]�;�|�_�;�u���‰�b�|�_���-���|�u�-�1�h�-�0�t�;���t�b�m�h���|�o���-���7�b�]�b�|�-�t���ˆ�;�u�v�b�o�m���o�=���|�_�;���v�;�u�ˆ�b�1�;�:

• ���u�o�ˆ�b�7�b�m�]���-�����b�ˆ�;�����_�-�|���v�;�u�ˆ�b�1�;���|�_�-�|���1�-�m���r�u�o�ˆ�b�7�;���u�;�-�1	ž�ˆ�;���-�m�7���r�u�o�-�1	ž�ˆ�;���v�†�r�r�o�u�|���|�o���|�_�;���7�b�]�b�|�-�t���1�†�v�|�o�l�;�u�8���_�;�t�r�b�m�]���|�o���r�u�;�ˆ�;�m�|���|�_�;�l��
�=�u�o�l���-�0�-�m�7�o�m�b�m�]���7�b�]�b�|�-�t���|�u�-�m�v�-�1	ž�o�m�v���‰�_�;�m���|�_�;�‹���;�m�1�o�†�m�|�;�u���7�b�L�1�†�t	ž�;�v�:�����o�v�|���r�;�o�r�t�;���-�u�;���=�-�l�b�t�b�-�u���‰�b�|�_���|�_�;���1�_�-�|���0�†�‚�o�m�7���‰�_�b�1�_���b�v��
�=�u�;�t�†�;�m�|�t�‹���-�ˆ�-�b�t�-�0�t�;���o�m���1�o�l�l�;�u�1�b�-�t���‰�;�0���v�b�|�;�v�:���$�_�b�v���-�t�t�o�‰�v���1�o�m�|�-�1�|���1�;�m�|�;�u���-�]�;�m�|�v���|�o���>�‰�-�|�1�_�?���‰�;�0�v�b�|�;���-�1	ž�ˆ�b�|�‹���-�m�7���u�;�-�1�_���o�†�|���|�o���o�@�;�u��
�_�;�t�r���‰�_�;�u�;���m�;�;�7�;�7�:���$�_�b�v���r�u�o�-�1	ž�ˆ�;���|�‹�r�;���o�=���v�†�r�r�o�u�|���b�v���-�t�u�;�-�7�‹���=�o�u�l�b�m�]���-���1�u�b	ž�1�-�t���r�-�u�|���o�=���l�-�m�‹���1�o�l�l�;�u�1�b�-�t���o�u�]�-�m�b�Œ�-	ž�o�m�=�v���7�b�]�b�|�-�t���C�u�v�|��
�v�|�u�-�|�;�]�b�;�v�:��

• �"�†�r�r�o�u	ž�m�]���"�;�1�†�u�;�����;�v�v�-�]�b�m�]�7���‰�_�b�1�_���b�v���-���‰�-�‹���o�=���1�o�m�7�†�1	ž�m�]���-�m���;�Š�1�_�-�m�]�;���o�=���|�;�Š�|�J�0�-�v�;�7���l�;�v�v�-�]�;�v���-�m�7���o�|�_�;�u���b�m�=�o�u�l�-	ž�o�m���|�_�-�|���b�v��
�]�†�-�u�-�m�|�;�;�7���|�o���0�;���-�1�1�;�v�v�b�0�t�;���o�m�t�‹���|�o���|�_�;���1�†�v�|�o�l�;�u�:���$�_�b�v���1�-�m���_�;�t�r���-�t�t�;�ˆ�b�-�|�;���=�;�-�u�v���-�0�o�†�|���1�o�m�C�7�;�m	ž�-�t�b�|�‹���-�m�7���v�;�1�†�u�b�|�‹���|�_�-�|���l�-�‹���0�;��
�7�b�v�v�†�-�7�b�m�]���v�o�l�;���1�b	ž�Œ�;�m�v���=�u�o�l���†�v�b�m�]���7�b�]�b�|�-�t���1�_�-�m�m�;�t�v�:

• ���u�o�ˆ�b�7�b�m�]�����v�v�b�v�|�;�7���"�;�t�=�J�"�;�u�ˆ�b�1�;�7���r�;�u�_�-�r�v���|�_�;���v�b�l�r�t�;�v�|���‰�-�‹���|�o���r�u�o�ˆ�b�7�;���v�†�r�r�o�u�|���|�o���|�_�o�v�;���‰�_�o���m�;�;�7���b�|���l�o�v�|���-�m�7���_�;�t�r���1�b	ž�Œ�;�m�v���]�;�|��
�†�v�;�7���|�o���†�v�b�m�]���|�_�;���u�-�m�]�;���o�=���7�b�]�b�|�-�t���v�;�u�ˆ�b�1�;�v���‹�o�†���o�@�;�u�:���$�_�b�v���1�o�m�v�b�v�|�v���o�=���|�_�;���r�u�o�ˆ�b�v�b�o�m���o�=���-�v�v�b�v�|�;�7���v�;�t�=�J�v�;�u�ˆ�b�1�;���7�;�v�h�v���b�m���m�;�b�]�_�0�o�u�_�o�o�7��
�o�L�1�;�v���-�m�7���‰�-�t�h�J�b�m���1�;�m�|�;�u�v���‰�_�;�u�;���-���t�o�1�h�;�7�J�7�o�‰�m�7�����m�|�;�u�m�;�|�J�;�m�-�0�t�;�7���1�o�l�r�†�|�;�u���‰�b�|�_���0�u�o�‰�v�;�u�7���h�;�‹�0�o�-�u�7���-�m�7���l�o�†�v�;���b�v���r�u�o�ˆ�b�7�;�7���=�o�u��
�r�†�0�t�b�1���-�1�1�;�v�v�:���"�|�-�@���-�u�;���o�m���_�-�m�7���|�o���r�u�o�ˆ�b�7�;���v�†�r�r�o�u�|���b�=���m�;�;�7�;�7�:

���v���7�b�v�1�†�v�v�;�7���;�-�u�t�b�;�u�7���7�b�]�b�|�-�t���C�u�v�|���v�|�u�-�|�;�]�b�;�v���l�†�v�|���-�t�v�o���b�m�1�o�u�r�o�u�-�|�;���b�m�|�;�]�u�-�|�;�7���l�-�u�h�;	ž�m�]���1�-�l�r�-�b�]�m�v���|�o���_�;�t�r���;�m�v�†�u�;���7�b�]�b�|�-�t���1�†�v�|�o�l�;�u�v���-�u�;��
�-�‰�-�u�;���o�=���|�_�;���-�ˆ�-�b�t�-�0�t�;���7�b�]�b�|�-�t���v�;�u�ˆ�b�1�;�v���‰�_�;�m���|�_�;�‹���m�;�;�7���|�o���†�v�;���|�_�;�l�:��

���m�7���|�_�;���;�Š�r�;�u�b�;�m�1�;���l�†�v�|���0�;���r�o�v�b	ž�ˆ�;���|�o���;�m�1�o�†�u�-�]�;���1�†�v�|�o�l�;�u�v���|�o���v�;�t�=�J�v�;�u�ˆ�;���-�]�-�b�m���b�m���|�_�;���=�†�|�†�u�;�:
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Provide secure access appropriate to the service  
being accessed.

�"�†�1�1�;�v�v�=�†�t���7�b�]�b�|�-�t���C�u�v�|���v�|�u�-�|�;�]�b�;�v���7�;�r�;�m�7���o�m���o�@�;�u�b�m�]���1�b	ž�Œ�;�m�v�� 
�-���v�b�m�]�t�;�7���v�b�l�r�t�;���t�o�]�b�m���-�m�7���b�7�;�m	ž�|�‹���ˆ�;�u�b�C�1�-	ž�o�m���l�;�1�_�-�m�b�v�l�:�� 
�$�_�b�v���m�;�;�7�v���|�o���0�;���b�l�r�t�;�l�;�m�|�;�7���v�o���|�_�-�|���b�|���l�-�Š�b�l�b�Œ�;�v���|�_�;��
�m�†�l�0�;�u���o�=���v�;�u�ˆ�b�1�;���|�‹�r�;�v���|�_�-�|���1�-�m���|�_�;�m���0�;���-�1�1�;�v�v�;�7���-�1�u�o�v�v��
�7�b�]�b�|�-�t���1�_�-�m�m�;�t�v�:�����o�‰�;�ˆ�;�u�7���b�=���|�_�b�v���l�;�1�_�-�m�b�v�l���b�v���|�o�o���1�o�l�r�t�;�Š�7��
�b�|���1�-�m���u�;�v�†�t�|���b�m���-���v�o�t�†	ž�o�m���|�_�-�|���0�;�1�o�l�;�v���-���0�-�u�u�b�;�u���|�o���†�v�;���=�o�u���|�_�;��
�l�-�f�o�u�b�|�‹���o�=���1�†�v�|�o�l�;�u�v�:

�$�o���1�o�†�m�|�;�u���|�_�b�v�7���(�;�u�b�m�|���u�;�1�o�l�l�;�m�7�v���|�_�-�|���-���1�†�v�|�o�l�;�u�=�v���b�7�;�m	ž�|�‹�9

• ���v���ˆ�;�u�b�C�;�7���o�m�t�‹���‰�_�;�m���b�|���_�-�v���|�o���0�;�:

• Allows for a user name that is simple to remember, for 
�;�Š�-�l�r�t�;�7���|�_�;���1�†�v�|�o�l�;�u�=�v���;�l�-�b�t���-�7�7�u�;�v�v

���1�1�;�v�v���|�o���v�;�m�v�b	ž�ˆ�;���b�m�=�o�u�l�-	ž�o�m���o�u���v�;�u�ˆ�b�1�;�v���v�_�o�†�t�7���0�;���v�;�1�†�u�;�7��
�-�r�r�u�o�r�u�b�-�|�;�t�‹�7���‰�b�|�_���1�†�v�|�o�l�;�u�v���o�|�_�;�u�‰�b�v�;���-�0�t�;���|�o���1�_�o�o�v�;��
�‰�_�;�|�_�;�u���|�o���b�m�|�;�u�-�1�|���-�m�o�m�‹�l�o�†�v�t�‹���o�u���-�†�|�_�;�m	ž�1�-�|�;�7�:���(�;�u�b�m�|��
�u�;�1�o�l�l�;�m�7�v���|�_�-�|���|�_�;���-�l�o�†�m�|���o�=���‰�o�u�h���-���1�†�v�|�o�l�;�u���_�-�v���|�o���7�o���|�o��
�-�1�1�;�v�v���-���v�;�u�ˆ�b�1�;���v�_�o�†�t�7���0�;���]�o�ˆ�;�u�m�;�7���0�‹���|�_�;���-�v�v�o�1�b�-�|�;�7���0�†�v�b�m�;�v�v�J
�t�;�ˆ�;�t���b�l�r�-�1�|���P�|�_�;���b�l�r�-�1�|���K���C�m�-�m�1�b�-�t���o�u���o�|�_�;�u�‰�b�v�;���K���|�o���-���r�-�u�|�‹��
�v�_�o�†�t�7���|�_�;���-�†�|�_�;�m	ž�1�-�|�;�7���1�†�v�|�o�l�;�u���m�o�|���0�;���‰�_�o���|�_�;���v�‹�v�|�;�l��
�|�_�b�m�h�v���|�_�;�‹���-�u�;�Q�:

�
�o�u���;�Š�-�l�r�t�;�9

• ���†�v�|�o�l�;�u�v���‰�b�v�_�b�m�]���|�o���u�;�r�o�u�|���-���r�u�o�0�t�;�l�7���v�†�1�_���-�v���-���r�o�|�_�o�t�;��
�o�u���0�u�o�h�;�m���v�|�u�;�;�|�t�b�]�_�|���K���|�‹�r�b�1�-�t�t�‹���ˆ�b�;�‰�;�7���-�v���_�-�ˆ�b�m�]���|�_�;���t�o�‰�;�v�|��
�0�†�v�b�m�;�v�v�J�t�;�ˆ�;�t���b�l�r�-�1�|���K���v�_�o�†�t�7���m�o�|���0�;���v�†�0�f�;�1�|�;�7���|�o���-�m��
�b�7�;�m	ž�|�‹���ˆ�;�u�b�C�1�-	ž�o�m���r�u�o�1�;�v�v�:

• ���†�v�|�o�l�;�u�v���‰�-�m	ž�m�]���|�o���-�1�1�;�v�v���l�o�u�;���v�;�1�†�u�;���b�m�=�o�u�l�-	ž�o�m�7��
�v�†�1�_���-�v���|�_�;�b�u���&�:���:���1�o�†�m�1�b�t���|�-�Š���o�u���&�:�"�:���r�u�o�r�;�u�|�‹���|�-�Š���7�;�|�-�b�t�v���K��
�|�‹�r�b�1�-�t�t�‹���ˆ�b�;�‰�;�7���-�v���_�-�ˆ�b�m�]���-���_�b�]�_�;�u���0�†�v�b�m�;�v�v�J�t�;�ˆ�;�t���b�l�r�-�1�|��
�K���v�_�o�†�t�7���0�;���v�†�0�f�;�1�|�;�7���|�o���-�m���b�7�;�m	ž�|�‹���ˆ�;�u�b�C�1�-	ž�o�m���r�u�o�1�;�v�v���|�_�-�|��
�l�-�‹���-�t�v�o���u�;�t�†�b�u�;���-���=�†�u�|�_�;�u���o�m�;�J	ž�l�;���r�u�o�o�=���o�=���b�7�;�m	ž�|�‹���v�|�;�r�:
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�$�_�b�m�h���h�m�o�‰�t�;�7�]�;�7���|�u�-�m�v�-�1	ž�o�m�v�7���-�m�7���7�-�|�-�:

Data services provide digital customers with secure access to 
�-�r�r�u�o�r�u�b�-�|�;���7�-�|�-���-�0�o�†�|���|�_�;�l�v�;�t�ˆ�;�v�7���v�†�1�_���-�v���&�:���:���1�o�†�m�1�b�t���|�-�Š���o�u��
�&�:�"�:���r�u�o�r�;�u�|�‹���|�-�Š���7�-�|�-�:�����[�;�m���u�;�t�†�b�u�b�m�]���-�1�1�;�v�v���|�o���b�m�=�o�u�l�-	ž�o�m��
�_�;�t�7���o�m���l�†�t	ž�r�t�;���v�‹�v�|�;�l�v�7���7�-�|�-���v�;�u�ˆ�b�1�;�v���-�u�;���-�t�v�o���b�l�r�-�1�|�;�7���0�‹��
�>�o�r�;�m���7�-�|�-�?���b�m�b	ž�-	ž�ˆ�;�v�:

�	�b�]�b�|�-�t���C�u�v�|���v�|�u�-�|�;�]�b�;�v���l�†�v�|���1�o�m�v�b�7�;�u���-�t�t���|�_�u�;�;���v�;�u�ˆ�b�1�;���|�‹�r�;�v��
�K���h�m�o�‰�t�;�7�]�;�7���|�u�-�m�v�-�1	ž�o�m���-�m�7���7�-�|�-���K�����;�v�r�;�1�b�-�t�t�‹���‰�_�;�m���|�_�;��
�o�u�]�-�m�b�Œ�-	ž�o�m�=�v���‰�;�0�v�b�|�;���b�v���m�o�|���l�-�m�-�]�;�7���0�‹���|�_�;���v�-�l�;���7�;�r�-�u�|�l�;�m�|��
�|�_�-�|���o�‰�m�v���|�_�;���7�b�]�b�|�-�t���C�u�v�|���v�|�u�-�|�;�]�‹�:

�)�_�;�m���1�o�m�v�b�7�;�u�b�m�]���7�b�]�b�|�-�t���C�u�v�|���v�|�u�-�|�;�]�b�;�v�7���l�-�m�‹���]�o�ˆ�;�u�m�l�;�m�|���-�m�7��
�r�†�0�t�b�1���v�;�1�|�o�u���o�u�]�-�m�b�Œ�-	ž�o�m�v���‰�b�t�t���|�_�b�m�h���o�=���|�u�-�m�v�-�1	ž�o�m�-�t���v�;�u�ˆ�b�1�;�v�:��
���†�|���|�_�b�v���b�v���o�m�t�‹���o�m�;���o�=���|�_�u�;�;���|�‹�r�;�v���o�=���7�b�]�b�|�-�t���v�;�u�ˆ�b�1�;�v���|�_�-�|���1�-�m���0�;��
�o�@�;�u�;�7���K���|�_�;���o�|�_�;�u�v���0�;�b�m�]���b�m�=�o�u�l�-	ž�o�m���-�m�7���7�-�|�-�:

���m�o�‰�t�;�7�]�;���v�;�u�ˆ�b�1�;�v���-�u�;���|�_�o�v�;���‰�;���-�u�;���r�u�o�0�-�0�t�‹���l�o�v�|���=�-�l�b�t�b�-�u��
�‰�b�|�_���K���|�_�;���‰�b�7�;�J�u�-�m�]�b�m�]���-�m�7���=�u�;�t�†�;�m�|�t�‹���†�m�v�|�u�†�1�|�†�u�;�7��
�b�m�=�o�u�l�-	ž�o�m���P�|�;�Š�|�Q���|�_�-�|���b�v���-�ˆ�-�b�t�-�0�t�;���o�m���o�u�]�-�m�b�Œ�-	ž�o�m�=�v���‰�;�0�v�b�|�;�v�:��
���o�‰�;�ˆ�;�u�7���|�_�b�v���b�v���o�[�;�m���m�o�|���>�o�‰�m�;�7�?���o�u���l�-�m�-�]�;�7���0�‹���|�_�;���1�†�v�|�o�l�;�u��
�v�;�u�ˆ�b�1�;���o�u�]�-�m�b�Œ�-	ž�o�m���P�‰�_�b�1�_���l�o�v�|���o�[�;�m���o�‰�m�v���|�_�;���7�b�]�b�|�-�t���C�u�v�|��
�v�|�u�-�|�;�]�‹�Q�7���-�m�7���b�v���o�[�;�m���l�b�v�v�b�m�]���h�;�‹���h�m�o�‰�t�;�7�]�;���1�o�m�|�;�m�|���m�;�;�7�;�7��
�0�‹���|�_�;���7�b�]�b�|�-�t���1�†�v�|�o�l�;�u�:�����m���(�;�u�b�m�|�=�v���;�Š�r�;�u�b�;�m�1�;�7���o�m���-�ˆ�;�u�-�]�;�7��
�•�•���r�;�u�1�;�m�|���o�=���-�t�t���b�m�|�;�u�-�1	ž�o�m�v���-�u�;���h�m�o�‰�t�;�7�]�;���o�u���b�m�=�o�u�l�-	ž�o�m��
�u�;�t�†�;�v�|�v�7���l�-�h�b�m�]���|�_�;���o�r�r�o�u�|�†�m�b�|�‹���=�o�u���=�†�u�|�_�;�u���1�_�-�m�m�;�t���v�_�b�[��
�v�b�]�m�b�C�1�-�m�|�:���	�;�v�r�b�|�;���|�_�b�v�7���|�u�-�m�v�-�1	ž�o�m�-�t���v�;�u�ˆ�b�1�;�v���-�u�;���|�_�;���v�;�u�ˆ�b�1�;��
�|�‹�r�;�v���l�o�v�|���o�u�]�-�m�b�Œ�-	ž�o�m�v���=�o�1�†�v���o�m�7���b�m�1�t�†�7�b�m�]���u�;�r�o�u	ž�m�]���b�v�v�†�;�v�7��
�1�o�l�r�t�;	ž�m�]���-�r�r�t�b�1�-	ž�o�m�v���-�m�7���r�-�‹�b�m�]���=�o�u���v�;�u�ˆ�b�1�;�v�:
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���r�;�m���†�r���‹�o�†�u���7�b�]�b�|�-�t���v�;�u�ˆ�b�1�;�v�:

�)�_�b�t�;���l�o�v�|���o�u�]�-�m�b�Œ�-	ž�o�m�v���u�b�]�_�|�t�‹���|�_�b�m�h���-�0�o�†�|���_�o�v	ž�m�]���|�_�;�b�u��
digital services through their own digital channels, some, 
�v�†�1�_���-�v���0�-�m�h�v�7���v�†�r�;�u�l�-�u�h�;�|�v���-�m�7���v�o�1�b�-�t���m�;�|�‰�o�u�h�b�m�]���v�b�|�;�v�7���-�u�;��
�;�Š�r�;�u�b�l�;�m	ž�m�]���‰�b�|�_���r�u�o�ˆ�b�7�b�m�]���-�1�1�;�v�v���|�_�u�o�†�]�_���|�_�b�u�7�J�r�-�u�|�‹�� 
�7�b�]�b�|�-�t���1�_�-�m�m�;�t�v�:��

Made possible through the use of open services, for public 
�v�;�1�|�o�u���o�u�]�-�m�b�Œ�-	ž�o�m�v���|�_�b�v���‰�o�†�t�7���0�†�b�t�7���o�m���o�r�;�m���7�-�|�-���r�u�b�m�1�b�r�t�;�v�� 
�|�o���r�u�o�ˆ�b�7�;���o�r�;�m���-�1�1�;�v�v���|�o���]�o�ˆ�;�u�m�l�;�m�|���v�;�u�ˆ�b�1�;�v�:

���r�;�m�’�•�•���b�v���r�;�u�_�-�r�v���|�_�;���0�;�v�|���h�m�o�‰�m���;�Š�-�l�r�t�;���o�=���o�r�;�m��
�]�o�ˆ�;�u�m�l�;�m�|���v�;�u�ˆ�b�1�;�v�:�����|���_�-�v���v�†�1�1�;�v�v�=�†�t�t�‹���o�r�;�m�;�7���†�r���-�1�1�;�v�v���|�o��
government services via a range of non-government owned 
digital channels, including:

• �$�‰�b�‚�;�u

• �
�-�1�;�0�o�o�h

• �$�_�b�u�7�J�r�-�u�|�‹���l�o�0�b�t�;���-�r�r�v�7���v�†�1�_���-�v���|�_�o�v�;���†�v�;�7���0�‹�� 
�� ���b�|�‹���o�=�����o�†�v�|�o�m

���r�;�m���v�;�u�ˆ�b�1�;�v���0�u�b�m�]���|�‰�o���l�-�f�o�u���0�;�m�;�C�|�v�9

• �+�o�†�u���v�;�u�ˆ�b�1�;�v���-�u�;���;�-�v�b�t�‹���-�ˆ�-�b�t�-�0�t�;���|�o���1�†�v�|�o�l�;�u�v�:�����r�;�m��
services enable government services to be accessed via the 
�‰�;�0�v�b�|�;�v���-�m�7���l�o�0�b�t�;���-�r�r�v���‹�o�†�u���1�†�v�|�o�l�;�u�v���†�v�;���;�ˆ�;�u�‹���7�-�‹�:

• ���r�;�m���v�;�u�ˆ�b�1�;�v���1�-�m���v	ž�l�†�t�-�|�;���b�m�m�o�ˆ�-	ž�o�m�:���
�o�u���;�Š�-�l�r�t�;�7���|�_�;�‹��
�_�-�ˆ�;���0�;�;�m���†�v�;�7���b�m���v�†�r�r�o�u�|���o�=���>�_�-�1�h�=�;�v�|�v�?���K���]�o�ˆ�;�u�m�l�;�m�|��
and public sector-organized events designed to encourage 
�1�†�v�|�o�l�;�u�v���|�o���0�†�b�t�7���-�r�r�v���-�m�7���b�m�m�o�ˆ�-�|�;�:���$�_�;���C�u�v�|���$�‰�b�‚�;�u��
�b�m�|�;�]�u�-	ž�o�m���‰�b�|�_���r�†�0�t�b�1���v�;�1�|�o�u���v�;�u�ˆ�b�1�;�v���‰�-�v���0�†�b�t�|���-�|���v�†�1�_�� 
�-�m���;�ˆ�;�m�|�:

���u�]�-�m�b�Œ�-	ž�o�m�v���v�_�o�†�t�7���1�o�m�v�b�7�;�u���|�_�;���r�u�o�ˆ�b�v�b�o�m���o�=���o�r�;�m���v�;�u�ˆ�b�1�;�v���b�m��
�|�_�;���t�-�|�;�u���r�_�-�v�;�v���o�=���|�_�;�b�u���7�b�]�b�|�-�t���C�u�v�|���v�|�u�-�|�;�]�b�;�v�:
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�
�b�m�-�t�t�‹�7���(�;�u�b�m�|���u�;�1�o�l�l�;�m�7�v���|�_�-�|���o�u�]�-�m�b�Œ�-	ž�o�m�v���b�l�r�t�;�l�;�m	ž�m�]��
�7�b�]�b�|�-�t���C�u�v�|���v�|�u�-�|�;�]�b�;�v���1�o�m�v�b�7�;�u���|�_�;���r�v�‹�1�_�o�t�o�]�b�1�-�t���-�v�r�;�1�|�v���o�=�� 
�|�_�;�b�u���r�u�o�]�u�-�l���|�o���_�;�t�r���b�m�1�u�;�-�v�;���|�_�;���1�_�-�m�1�;�v���o�=���b�|�v���v�†�1�1�;�v�v�:�� 
These include:

• ���-�m�‹���1�b	ž�Œ�;�m�v���‰�b�t�t���v�†�v�r�;�1�|���|�_�;���7�b�]�b�|�-�t���v�|�u�-�|�;�]�‹���b�v���u�;�-�t�t�‹���f�†�v�|��
�-�m�o�|�_�;�u���1�o�v�|�J�1�†	®�m�]���l�;�-�v�†�u�;�:���)�_�b�t�;���|�_�;�u�;���l�-�‹���0�;���v�o�l�;��
�|�u�†�|�_���b�m���|�_�b�v�7���b�|���b�v���-�t�v�o���-���l�-�v�v�b�ˆ�;���o�r�r�o�u�|�†�m�b�|�‹���|�o���]�b�ˆ�;���l�-�m�‹��
�1�†�v�|�o�l�;�u�v���‰�_�-�|���|�_�;�‹���-�1�|�†�-�t�t�‹���‰�-�m�|���K���-�1�1�;�v�v���|�o���v�;�u�ˆ�b�1�;�v��
�7�;�v�b�]�m�;�7���=�u�o�l���|�_�;�b�u���r�;�u�v�r�;�1	ž�ˆ�;���|�_�-�|���]�b�ˆ�;���|�_�;�l���1�o�m�|�u�o�t���o�ˆ�;�u��
�|�_�;�b�u���1�†�v�|�o�l�;�u���;�Š�r�;�u�b�;�m�1�;�:���
�†�u�|�_�;�u�l�o�u�;�7���v�†�1�1�;�v�v�=�†�t���7�b�]�b�|�-�t��
�C�u�v�|���v�|�u�-�|�;�]�b�;�v���;�m�-�0�t�;���l�o�u�;��	ž�l�;���|�o���0�;���]�b�ˆ�;�m���|�o���m�o�m�J�7�b�]�b�|�-�t��
�1�†�v�|�o�l�;�u�v���-�m�7���|�_�o�v�;���‰�b�|�_���1�o�l�r�t�;�Š���m�;�;�7�v���†�m�v�†�b�|�;�7���|�o���7�b�]�b�|�-�t��
�7�;�t�b�ˆ�;�u�‹�:���	�b�]�b�|�-�t���v�|�u�-�|�;�]�b�;�v���v�_�o�†�t�7���-�b�l���|�o���1�o�l�l�†�m�b�1�-�|�;���|�_�;�v�;��
�0�;�m�;�C�|�v���|�o���-�t�t���1�†�v�|�o�l�;�u�v�:

• ���-�m�‹���1�b	ž�Œ�;�m�v���‰�b�t�t���-�t�v�o���ˆ�b�;�‰���7�b�]�b�|�-�t���v�;�u�ˆ�b�1�;�v���-�v���-���0�-�u�u�b�;�u��
�|�o���|�_�;�l���]�;	®�m�]���‰�_�-�|���|�_�;�‹���m�;�;�7�7���-�m�7���v�o�l�;�|�_�b�m�]���|�_�-�|���|�_�;��
�o�u�]�-�m�b�Œ�-	ž�o�m���b�v���_�b�7�b�m�]���0�;�_�b�m�7�:���$�_�b�v���1�-�m���0�;���-�7�7�u�;�v�v�;�7���0�‹��
�1�-�u�;�=�†�t���b�l�r�t�;�l�;�m�|�-	ž�o�m���o�=���7�b�]�b�|�-�t���v�;�u�ˆ�b�1�;�v�7���v�o���|�_�-�|���|�_�;�b�u���ˆ�-�t�†�;��
�b�v���1�t�;�-�u�t�‹���r�;�u�1�;�b�ˆ�;�7���-�v���0�;�b�m�]���]�u�;�-�|�;�u���|�_�-�m���|�_�-�|���o�@�;�u�;�7���ˆ�b�-��
�|�_�;���r�_�o�m�;���o�u���o�|�_�;�u���|�u�-�7�b	ž�o�m�-�t���1�_�-�m�m�;�t�v�:�����m���-�7�7�b	ž�o�m�7���u�-�|�_�;�u��
�|�_�-�m���v�‰�b�|�1�_�b�m�]���o�@���1�_�-�m�m�;�t�v���1�o�l�r�t�;�|�;�t�‹�7���1�o�m�v�b�7�;�u���†�v�b�m�]���>�-�]�b�t�;��
�1�_�-�m�m�;�t�b�m�]�?���|�;�1�_�m�b�t�†�;�v���|�o���-�t�t�o�‰���1�†�v�|�o�l�;�u�v���|�_�;���o�r	ž�o�m���|�o��
�r�_�o�m�;���o�u���;�l�-�b�t���b�m���v�r�;�1�b�-�t���1�b�u�1�†�l�v�|�-�m�1�;�v�8���v�b�l�b�t�-�u���|�o�����l�-�Œ�o�m�=�v��
�>���o�m�|�-�1�|���&�v�?���v�;�u�ˆ�b�1�;�:

• ���;���1�-�u�;�=�†�t���m�o�|���|�o���v�;�m�7���1�o�m�Y�b�1	ž�m�]���l�;�v�v�-�]�;�v���|�o���‹�o�†�u��
�1�†�v�|�o�l�;�u�v�:���
�o�u���;�Š�-�l�r�t�;�7���v�‰�b�|�1�_�b�m�]���o�@���;�l�-�b�t���-�t�|�o�]�;�|�_�;�u��
�l�b�]�_�|���v�;�m�7���|�_�;���‰�u�o�m�]���l�;�v�v�-�]�;���|�o���|�_�;���ˆ�;�u�‹���1�†�v�|�o�l�;�u�v���|�_�-�|��
�‹�o�†�u���7�b�]�b�|�-�t���C�u�v�|���v�|�u�-�|�;�]�‹���b�v���|�-�u�]�;	ž�m�]���=�o�u���7�b�]�b�|�-�t���v�;�u�ˆ�b�1�;��
�†�r�|�-�h�;�:�����=���‹�o�†���l�†�v�|���7�;�1�o�l�l�b�v�v�b�o�m���-���1�_�-�m�m�;�t�7���1�o�m�v�b�7�;�u��
�7�o�b�m�]���|�_�b�v���o�m���-���v�;�u�ˆ�b�1�;�J�0�‹�J�v�;�u�ˆ�b�1�;���0�-�v�b�v�7���7�;�1�o�l�l�b�v�v�b�o�m�b�m�]��
�;�l�-�b�t���P�=�o�u���b�m�v�|�-�m�1�;�Q���o�m�t�‹���=�o�u���|�_�o�v�;���v�;�u�ˆ�b�1�;�v���|�_�-�|���-�u�;���-�t�u�;�-�7�‹��
�-�ˆ�-�b�t�-�0�t�;���7�b�]�b�|�-�t�t�‹���-�m�7���u�;�7�b�u�;�1	ž�m�]���1�†�v�|�o�l�;�u�v���‰�_�o���;�l�-�b�t���|�o��
�|�_�;���u�;�t�;�ˆ�-�m�|���o�m�t�b�m�;���v�;�u�ˆ�b�1�;�:

• ���m�v�†�u�;���‹�o�†�u���7�b�]�b�|�-�t���1�†�v�|�o�l�;�u�v���h�m�o�‰���|�_�-�|���b�=���|�_�;�‹���v�|�-�u�|���-���7�b�]�b�|�-�t��
�|�u�-�m�v�-�1	ž�o�m�7���b�|���‰�b�t�t���0�;���1�o�m�1�t�†�7�;�7���‰�b�|�_�o�†�|���=�†�u�|�_�;�u���‰�o�u�h���=�u�o�l��
�|�_�;�l�:���$�_�b�v���1�-�m���0�;���v�b�l�r�t�‹���-�7�7�u�;�v�v�;�7���0�‹���|�_�;���;�Š�r�t�-�m�-�|�o�u�‹���|�;�Š�|��
used, the provision of a reference number at the end of each 
�1�o�l�r�t�;�|�;�7���v�;�u�ˆ�b�1�;���u�;�t�†�;�v�|���o�u���-�r�r�t�b�1�-	ž�o�m�7���-�m�7���|�_�;���-�0�b�t�b�|�‹���|�o��
�|�u�-�1�h���r�u�o�]�u�;�v�v�:

• �	�o�m�=�|���o�ˆ�;�u�t�o�o�h���|�_�;���o�0�ˆ�b�o�†�v�:���$�_�;���l�o�v�|���v�†�1�1�;�v�v�=�†�t���7�b�]�b�|�-�t��
�C�u�v�|���v�;�u�ˆ�b�1�;�v���-�u�;���7�;�v�b�]�m�;�7���=�u�o�l���|�_�;���1�†�v�|�o�l�;�u�=�v���r�;�u�v�r�;�1	ž�ˆ�;�:��
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�-�m�7���b�m�|�;�u�=�-�1�;���P�v�1�u�;�;�m���7�;�v�b�]�m���-�m�7���=�†�m�1	ž�o�m�-�t�b�|�‹�Q���1�o�l�r�-�u�;���‰�b�|�_��
�‰�;�t�t�J�†�v�;�7���-�m�7���-�1�1�;�r�|�;�7���b�m�|�;�u�=�-�1�;�v�7���v�†�1�_���-�v�����o�o�]�t�;�5�����;�‚�;�u��
�v	ž�t�t�7���]�;�|���-���u�;�r�u�;�v�;�m�|�-	ž�ˆ�;���v�-�l�r�t�;���o�=���1�†�v�|�o�l�;�u�v���|�o���_�;�t�r���‹�o�†���0�‹��
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Conclusion

���7�7�u�;�v�v�b�m�]���|�_�;���7�;�l�-�m�7�v���o�=���|�_�;���7�b�]�b�|�-�t���1�†�v�|�o�l�;�u���b�v���-���1�_�-�t�t�;�m�]�;�8���;�ˆ�;�m���l�o�u�;���v�o���]�b�ˆ�;�m���|�_�;���m�;�;�7���|�o���l�-�h�;���1�o�v�|���v�-�ˆ�b�m�]�v���-�m�7���;�L�1�b�;�m�1�‹��
�b�l�r�u�o�ˆ�;�l�;�m�|�v�:�����|���b�v���-�t�v�o���-�m���o�r�r�o�u�|�†�m�b�|�‹���|�o���7�;�t�b�ˆ�;�u���|�_�o�v�;���v�-�ˆ�b�m�]�v���-�m�7���b�l�r�u�o�ˆ�;�l�;�m�|�v�7���-�7�7�u�;�v�v���|�_�;���;�Š�r�;�1�|�-	ž�o�m�v���o�=���-���m�;�‰���]�;�m�;�u�-	ž�o�m���o�=��
�7�b�]�b�|�-�t���1�b	ž�Œ�;�m�v���-�m�7���C�m�7���m�;�‰���‰�-�‹�v���o�=���;�m�]�-�]�b�m�]���‰�b�|�_���1�o�l�l�†�m�b	ž�;�v���b�m���-���r�o�v�b	ž�ˆ�;���-�m�7���b�m�|�;�u�-�1	ž�ˆ�;���=�-�v�_�b�o�m�:

�)�_�b�t�;���l�-�m�‹���o�u�]�-�m�b�Œ�-	ž�o�m�v���_�-�ˆ�;���v�|�-�u�|�;�7���|�_�;�b�u���7�b�]�b�|�-�t���C�u�v�|���f�o�†�u�m�;�‹���P�r�;�u�_�-�r�v���†�m�7�;�u���-���7�b�@�;�u�;�m�|���m�-�l�;�Q�7���l�-�m�‹���-�7�l�b�|���|�_�;�‹���_�-�ˆ�;���;�Š�r�;�u�b�;�m�1�;�7��
�l�†�t	ž�r�t�;���0�-�u�u�b�;�u�v���-�t�o�m�]���|�_�;���‰�-�‹���-�m�7���_�-�ˆ�;�m�=�|���u�;�-�1�_�;�7���|�_�;���;�m�7���‹�;�|�:�����m�7�;�;�7�7���|�_�b�v���]�†�b�7�;���u�;�Y�;�1�|�v���|�_�;�v�;���ˆ�;�u�‹���;�Š�r�;�u�b�;�m�1�;�v�:���$�_�;���0�-�u�u�b�;�u�v���-�m�7��
�|�_�;���v�o�t�†	ž�o�m�v���-�u�;���u�;�-�t�J�‰�o�u�t�7���;�Š�-�l�r�t�;�v���o�=���‰�_�-�|���(�;�u�b�m�|���_�-�v���v�;�;�m���-�m�7���_�;�-�u�7�:

���t�|�_�o�†�]�_���b�l�r�t�;�l�;�m	ž�m�]���-���7�b�]�b�|�-�t���C�u�v�|���v�|�u�-�|�;�]�‹���l�-�‹���-�r�r�;�-�u���|�o���0�;���7�-�†�m	ž�m�]�7���b�|���m�;�;�7�m�=�|���0�;�:���$�_�;���h�;�‹���b�v���|�o���7�;�C�m�;���-�m���-�r�r�u�o�r�u�b�-�|�;���ˆ�b�v�b�o�m��
�=�o�u���‹�o�†�u���o�u�]�-�m�b�Œ�-	ž�o�m���-�m�7���|�_�;�m���b�l�r�t�;�l�;�m�|���-���r�t�-�m���|�_�-�|���|�-�h�;�v���‹�o�†���|�_�;�u�;���o�m�;���v�|�;�r���-�|���-��	ž�l�;�7���u�;�ˆ�b�;�‰�b�m�]���-�m�7���u�;�C�m�b�m�]���-�v���‹�o�†���]�o�:���$�_�;��
�o�r�r�o�u�|�†�m�b�|�‹���|�o���]�b�ˆ�;���1�†�v�|�o�l�;�u�v���‰�_�-�|���|�_�;�‹���‰�-�m�|���-�m�7�7���b�m���|�†�u�m�7���u�;�7�†�1�;���‹�o�†�u���1�o�v�|���|�o���v�;�u�ˆ�;���b�v���;�m�o�u�l�o�†�v�7���r�-�u	ž�1�†�t�-�u�t�‹���b�=���‹�o�†�u���v�|�u�-�|�;�]�‹���v�;�;�h�v��
�|�o���t�;�ˆ�;�u�-�]�;���r�u�;�v�;�m�|���-�m�7���=�†�|�†�u�;���1�_�-�m�m�;�t�v�:���(�;�u�b�m�|���_�o�r�;�v���|�_�-�|�7���_�-�ˆ�b�m�]���u�;�-�7���|�_�b�v���7�o�1�†�l�;�m�|�7���‹�o�†���_�-�ˆ�;���v�o�l�;���m�;�‰���b�7�;�-�v���|�_�-�|���‰�b�t�t���|�-�h�;���‹�o�†�u��
�7�b�]�b�|�-�t���v�|�u�-�|�;�]�‹���|�o���|�_�;���m�;�Š�|���v�|�-�]�;�:

�(�;�u�b�m�|���1�-�m���_�;�t�r���‹�o�†���b�l�r�t�;�l�;�m�|���‹�o�†�u���7�b�]�b�|�-�t���C�u�v�|���v�|�u�-�|�;�]�‹�:���)�;���o�@�;�u���v�o�t�†	ž�o�m�v���-�m�7���_�b�]�_�t�‹���;�Š�r�;�u�b�;�m�1�;�7�7���r�u�-�]�l�-	ž�1���r�u�-�1	ž	ž�o�m�;�u�v���|�_�-�|�� 
�1�-�m���_�;�t�r���‹�o�†���|�-�h�;���o�m�;���v�|�;�r���-�|���-��	ž�l�;���|�o���-�7�7�u�;�v�v���|�_�;���0�-�u�u�b�;�u�v���u�-�b�v�;�7���b�m���|�_�b�v���]�†�b�7�;���-�|���‹�o�†�u���o�‰�m���r�-�1�;�:���)�;���b�m�ˆ�b�|�;���‹�o�†���|�o���t�;�-�u�m���l�o�u�;���0�‹��
�ˆ�b�v�b	ž�m�]���‰�‰�‰�:�ˆ�;�u�b�m�|�:�1�o�l�F�]�o�ˆ�;�u�m�l�;�m�|�J�7�b�]�b�|�-�t�J�C�u�v�|�F�:���
�o�u���-�7�7�b	ž�o�m�-�t���b�m�=�o�u�l�-	ž�o�m���o�u���|�o���v�r�;�-�h���|�o���-���(�;�u�b�m�|���u�;�r�u�;�v�;�m�|�-	ž�ˆ�;�7���r�t�;�-�v�;���1�o�m�|�-�1�|��
�b�m�=�o�`�ˆ�;�u�b�m�|�:�1�o�l�:��
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