Haringey Council

On 6" December 2007

Overview & Scrutiny Committee

Report Title: Response to the Scrutiny Review of Customer Services - 2007 Update

Report of: Director of Corporate Resources

Wards(s) affected: All Report for: Non-Key Decision

1. Purpose

To agree the report outlining the conclusions and recommendations of the Review.

2. Recommendations

That Members review and agree the progress made by Customer Services in relation to
the recommendations of the Customer Service Scrutiny Review report.

Report Authorised by: Julie Parker D OV, -4
Director of Corporate Resources

Contact Officer: Kevin M Gibbs, Assistant Director of Access and Customer Focus

Tele: 020 8489 2023 E-Mail: kevin.gibbs@haringey.gov.uk

3. Executive Summary

This report is to provide an update for the Overview and Scrutiny Committee, of actions
taken to date resulting from the Scrutiny Review of Customer Services 2006.

4. Reasons for any change in policy or for new policy development (if applicable)
N/A

5. Local Government (Access to Information) Act 1985




4. Strategic Implications
4.1 None

5. Chief Financial Officer Comments

5.1 The Chief Financial Officer has been consulted on the contents of this report. There
are no direct financial implications as all the recommendations have been undertaken
within existing cash limited resources however, a number of the recommendations
have led to improved value for money and improved efficiency.

6. Legal Implications

6.1 The Head of Legal Services has been consulted on the content of this progress report
and has no specific comment to make.

7. Equalities Implications
7.1 None

8. Consultation

8.1The Review report has been submitted to the relevant departments for consideration
of technical accuracy and feasibility of the recommendations.

9. Feedback Report
9.1 Background

The Overview & Scrutiny Committee commissioned a Scrutiny Review into Customer
Services as part of its work programme for 2005/06. The review topic was chosen
because of concerns previously raised about the performance of Customer Services
(CS). The Scrutiny Review Panel’s aim was to look at the performance of the Council’s
four Customer Service Centres (CSCs) and the Contact Centre and make
recommendations on ways they could be further improved.

Of the 25 recommendations made in the Scrutiny Review report, CS accepted 19. A
tabular tracking report has been attached as appendix 1 which describes
achievements and charts progress made to date.

9.2 Highlights

Of the 19 accepted recommendations some of the most significant successes have
been highlighted in the points below.

* Recommendation 6 related to the enhancement of staff feedback, particularly with
regards to a staff suggestion scheme. This process is now working well in the
CSCs, and additional work is currently being done to improve feedback in the
Contact Centre.



» Recommendation 15 was that parking permits be rolled out to all centres. This was
implemented immediately after the report was released.

* Recommendation 17 was that CS provides a ‘Sign Video’ system for deaf service
users at the CSCs and a ‘Type Talk’ system at the Contact Centre, to replace the
existing Minicom facility and deaf sign language interpreters. The Sign Video
service is now operation in Wood Green CSC, with roll out to the Apex House CSC
planned for the coming year. The Type Talk service replaced the Minicom service
in the Contact Centre in August 2007.

* Recommendation 19 asked that the single queue at Apex House CSC be
reconfigured as a matter of urgency. This issue was addressed immediately after
the report was released.

* Recommendation 22 asked that regular service liaison meetings between
management and staff from CS and Client Services be held as required, with at
least one member of staff from CS participating. A recommended agenda was also
provided. The agenda is now being used at all service liaison meetings, which are
held monthly with operational staff in attendance, and quarterly with senior
management representation.

e Recommendation 23 was to ensure that all new employees visit the Contact
Centre and a CSC, as part of the Corporate Induction. Organisational Development
and Learning have included a visit to the Contact Centre, and the CSC locations
into the Corporate Induction tour of the Borough.

9.3 Next Phase Activities

With ongoing reference to the Scrutiny Review report, future activities have been
planned to take forward CS to improve performance and service delivery.

Recommendation 1 of the report was not initially accepted as it was found that the
management costs of monitoring and tracking the reduced survey, outweighed the
benefits of the reduction. However, the service has reconsidered it position and is
looking to implement the recommendation as part of the development of a new SAP
CRM system, to be introduced in May 2008.

Recommendation 7 was also not accepted. It asked that a review be undertaken of all
aspects of Information Technology and Communications (ICT) support to CS. As a
result of the Council re-shaping exercise in 2006, a new leadership structure has been
put in place which now links ICT with CS. The new Assistant Director of Access and
Customer Focus will ensure that the customer experience is improved using
technology, via joint working solutions.

Recommendation 25 referred to the recharging arrangements to Client Services, and
asked that these be clarified. The intention was to provide information to the Client



Services that would encourage a reduction in repeat visits / calls and to streamline
processes to reduce transaction times. Analysis has been provided to the Client
Services that has been used to explore the reasons for increased contacts, the next
steps being to develop strategies to reduce the need for customer contacts, by
improving processes and the customer experience.

Service performance has increased since the implementation of the scrutiny review
recommendations. That said, the service has continued to struggle with performance
both in the Service Centres and in the Contact Centre. In 2006, Customer Services
merged a local improvement plan with the recommendations from the scrutiny action
plan to form a merged improvement plan. This plan has achieved an improvement in
performance and has recently been supplemented by a plan to accelerate
performance to the required standard.

9.4 Conclusions
Customer Services has continued to develop since the scrutiny report was issued. A
number of new services have been moved into the Contact Centre and Service
Centres. This has increased the range and depth of services available to residents and
has made the experience that the service delivers more complete through the
resident's eyes.

Since the review, performance in Customer Services has improved. The average cost
per call has also reduced over this period with the service now representing much
better value for money. However, a new challenge for the service will be in managing
the transition of the Homes for Haringey repair calls and resulting reduction in
workload.



‘sejjioey

Bupied Buipnjou; sissn
pejgesip Joj sseooe Bunss)
apnjoul pjnoys Buiddoys
AisysAw sy} "sisoiyo
{1oUN0D pue sessauIsng

"aBess jojid sy
$8}9|dWoo aAijeiIUl UOPUOT ued By} ajIYM

SUOIN|OS SWLIB-LIoYS e Bupjoo] aiolsiey)
ale 9\ "pakejep usaq sey 108foid siy |

‘ybnoiog uopuo-

‘sjdoad pejgesIp ‘sjuspissel
[e20} apnjou; o} sieddoys
AigisAwi ey "sseo0id
uswissesse aouelLLoLad

A8y} Jo Led se asiniexs
Buiddoys AieysAw e dojensp
SO0IAIBG J8WI0ISND) 18y |

¢ uoliepuawiooay

Jay3jo wouy pie feninw uo paseq [epow . 9002 48¢

JeBeuep Buiddoys-AieisAw 1500 moj e Aojdep o} Ag seree b ddoy
Juswdojersg | Bunjiom usaq eaey (5750) dnoib uopuo-} -

B0JAIBG | 10} SBOIAIBS Jewolsn) 8y :eyepdn 7002

"uoifewnioful Jsyou pue Ajjenb ieneq F LR

UM pale|dwioo eq 0} sAanins samay mo|je ?mmmwm% mw
M siy] "weisAs (NHD) Juswebeuepy ai0L ppR
diysuone|ey Jawolsny auy 01 syepdn 87 01 A )
ue Jo by ur uomsod siyy Buimainal PUE ASMINS BLL UI01 |

ale aM JsAemoH "AsuoW Jo} enjen 1,usem "SOOINIBS JUBID Oy pue | P INESTIO IS
$N00- ainsesw se ‘pejuswieldwl 89 10U piNoys sieBeuew 9oIAI8Ss 0} UOIBWLIOUI
IBwoisny UOEPUSLULLIODSI 8y} 1Y} Pepnjouod 40 8lns e eplroid o} padojersp
pue ss80dy | s}ojid 8S8Y]} JO MBIASI Y "UOIIBPUSLULLIODD] Buleq aie syuswebueie
‘10100110 SIU} SsSalppe 0] usyeLIBpUN SioMm pue yuow yors pashjeue
JUEISISSY | seAljelyiul 1ojid Jo Jequinu v :ajepdn 00z Buieq mou sj eleq :e21epdn 9002

"aLU} 90IAIBS

anoidwl 0] pesead ag pINoys
asi1oeId S|y sens|jeq jeued
8] ‘uonoeIBlUl yOBS Jsyr
SI9D1O SOOINIBS JBLLIOISND
Aq usyeuspun AsAins
UoIoRISIIES Jash 8y} JO anjeA
8} slepisuod juswiieds(g
S80IAI8G JBLIOISNY ey |

| UOHEPUBLLLIODDY

JONVINHO-4H3d SIDINHIS HIWO1SND

diysiesumQ | 1002 AON o1epdn ‘ 900¢ ssaiboigd | asuodsay _ uoljepuswiwoosay

SS0IMBG Jawolsn) Jo malney Auliniog ‘sesuodsai Jo sjqe|

| Xipuaddy




SNoo4
Jawioisnn
pue ssa00y
‘10308413
jeisissy

$S900Y gV UlIM 198w s1ebeuetl Jojuas
pue suolun epel] ‘1ebBeuep wesa ] ‘08D
Bunuesaidal sdnour) ‘ueid JuswisAoIdLLy
ue jo ued se aijusn 1081U0D 8y}

Ol Ind ussq SBY YIOM [BUOIIPPY 'SOSD
ul [[lem Bunjiom ssso0id :e1epdn 7002

‘peonposuIed

aQ pjnoys awayos
uonsebbns yeis sy uoiuppe
uj ‘dn wonoq ‘pesueyus

8Q 0} SpadU ¥oBqPas) els
9 UOIIBPUBWILIOIaY

siebeuepy
81ua) 10BILOD
juelsissy

"SS9 10 940g 01 UMOp sjusLuedsap
1USjO ypm J0e1U00 Buidesy uo snooy 1ey;
pajojid Buiag Ajjua.ino aie syebie; (OSD)

SI19014O 90INIBS JOLIOISND MBN "S]OBILIOD
4O swWNjoA 8y} 0} enp jeonoridwl aq
0] panoid sey sseoo.d siyj :arepdn 2002

aoe|d u) Bo| :a1epdn 9002

pinoys sessesoud syl epsINo
SRS e ey posufe sy

"BOIAISS JUBID BUT UM
paeibe sinpaonid pepuRS
8yl jo ved ‘saseo Auvy

&
@
&
Z::
%
&
P
[
£

‘siebeuepy

wes] Ag pesuouyine

8 1SN yJels seoinleg
Jowoisny Aq seoinieg
8D 01 sjjeo |y "sbunesw
uosielj o} psuodal ag

SIY} 1B} pue SeoIAeS Ul
0} s|je0 Joj suoseal jo Boj
dooy siebeuep wes| ey
G UOIIEPUSBLLILIODDY

1ebBeuepy
juswdojens(
90INIBS

"sswiwesbo.d pue seoinosas Bujurel;
Butieys ul seuped Aey e useq sey uolexe |
[BOOT] puE sjjsuag "SaoiAI9S Jusljo Ag
paulof 84 yoiym sanss] aAle|siBa| 19n00
0} pe1s|duwiod usag aary sawieibosd
Butures ol jo Jequunu v :e3epdn 00g

S{CISee] SARMB
10U 1 Butiell paseys ey

‘pateys s|qissod aloym

pue paleulpio-00 8q yels
SBOIAIBS US| PUB SB0IAIeS
Jawiopsny oy Buugen 1eyy

¥ UONEpUBLLILIODDY

Jebeuepy
9OUBULIOLIDY
® 9ouBLIY

ERINEE
8y SSOI0E N0 Paj|0J 8] [lIM SLLIBYDS By
psieneAs 8ouQ "OSD WeYUSHO| YLON
8y} 1e pajojid Buteq Ajpuauno s| sweyos
MBU Y "usyeuspun Sey a2IAI9s 8y} 1ey)

YI0M UOIHUBOO8) pUB pIeMal By} O} peppe
OABY SpieME MOM 8y :91epdn 7002

"(senquan sooinies
Jawioisny ayj pue anua)

JOBIUOD BU] Ul {4B1S JO Jaquustu B
10} yoes 1) 0013 X g 89 0} si jLdy
0l} pieme 8y} JesA oy} Jo poued
Asnqg Auejnoiped e je yels piemal
0] pue ‘}J0-8uo e sy :ajepdn 9002

e &@%w%

"82IAISS JOLUOISNOD JUB|[90Xa
piemal pue esiuboos.

0} PONPOJIUI-81 8 SOOINISS
Jswiolsny uj Jess Joy sweyos
pieme Ajyjuow sy 1ey |

€ UOoIlepUBWIWIOISY

diysieumQ

100¢ AON @jepdn

900¢ sseiboiyg

asuodsay

uoljepuswiuIodsy




SN204 1S|iUm sjgeAsiyoe
lswioisny | "1ebie} 8o1AIes By} Jo Aianijep st Buiaes oy ©( 0] PaJapISU0D aie sieak
pue $s900y Buineiyoe ul ey 'sseoo.d Bumes 1e6png 991U} 1X8U 8y} 10y} s1obie)
‘10108410 | 8y} eIA Ssaippe Buleq S| 901AI8S Jewoisny Buines pauueld sy 18y
eIsissy 1o} 1eb1ue} Buines ay] :erepdn s002 pedesoy 6 Uollepusiioosy
SN0 "8in1onJ3s Jusweabeuew "Buizesw dnoug) Bupiop
JBwolsny ol mau sy Jo Hed se pseosdxs Jsquis|y $92IAISS JBWo)SN)
pue sse00y aJe sjuswsAoIdwl Jeypn4 "senssi yoes 0] pauodal aq awn
‘10300.41Q 4O Jaquinu ay; paeonpal sey ysepdiay -umop wielsAs jo sboj eyt
jue)s|ssy 11 8y} uy sjuswsnoudwy :83epdn /002 perdenny 8 UOHBpUSWILLOOBY
2B O STHHILOD {im
£ u%c@wwm@ QW.WQQ%&
“Aouine uswebeu
8y} 0} uoloesue.] Jad 1500 By} seonps. 40 Butinos- a1y
pue adualiedxe JaWwolsno ay} saAoldwi
Jaypny weysAs SiU} 1ey; einsus 0} aABY pur Apyeudoadds
MIOM Sy} mC_L_OwCOQw S| SN004 IsWoIsSnN) LM LBBD UBDG BABY BSBY )
pue ss800Y J0 1010811 JUB)SISSY
Mmau sy “Aemispun S| wejsAs (WD) ‘aay wdep pearsdiusgy
uswebeuepy diysuonejey Jawoisno
ay} spetbdn o} 108foid Jofew e Jesk sy "'S9OINIBS
11 s.louno) Ag pspoddns
"90IAI8S JBwoisno uo Bujjoedu pue suedxs juspuadspul
sebusjieyo ABojouyosy Aey puno.e pauio; Aq pe "seoinieg Jewolsny
Buieq aie sweey ] YMS, 20y-pe juiop 0} poddns suoiedIuNWILLIo)
pue Abojouyos |
‘SO Yum uoffeuojul Jo syoedse e jo
$ooInJeS 1| Bunjull eoeld up Ind useq sey usMepapuUn aq malnal B ey
1ljopesH | ainonis diysispes| mau v ayepdn 7002 / uolepuswiiossy
‘'senssi dn wiojoq
WBIYBIY pue soines By} Jo Juswdojaasp
8U} Ul 8ieYS 0] SN004 JOWIOISN)) pue
diysiaumQ 100¢ AON orepdn 900¢ ssoiboigd asuodsay uoljepuswiwoday




-Plel sy ur s
uoneoyienb/iuswidojerep
}e1s Joy seijunpuioddo
Buipnjour ‘seoinleg
J8wiolsny) Jo ayninsyy
oy} Jo diysiequuaiy e
‘ABsjens snoo4
Jswiosny e ybnouy;
{lounod ayy noybnouy;
SNO04 Jaioisny)
Buidojonsp Jayuing e
"SISLIOISNO WO PaAISDa
Usag SABY SUOIJBUILLIOU PUBSNOY} B JBAQ :Buimoyjoy ayy sepnjoul
siy] “1sBeuepy snoo4
‘Spieme Jawoisn) ereiodion sy Ag
MOM 38U} Jo uoijelusws|dill |njSseoons padojeasp Buleq sjosfoid sy
isbeuepy snoo4 S} 10} PIEMY ©DIAISG JBUIOISND) [RUCHEN pasiopus [sued mainay oy
Jswiolsny 8L} UOM [1ounoy sy} :00Z 9¥epdn wycaooy 0l uonepusuoday
3HVO HINO1SND
‘1ouno)
8yl yum ssauisng Buiop jo shem
Jedesyo 01 s|qE 218 OUM JSLLOISNO
9SOU} 8A0W O} ‘HIYS [sUURYD  °Z
‘SO o
HiNG ©Q O} pajeASUOWSp 0} 8|ge uesq
8ABY SIBYJ0 $810UBIONYYS pUR G 0]
psiidde aq 0} sonoe.d 158q S|qEUS 0O}
SIYL sinoqybiau 1setesu o} uonees ul
80IAISS BU} JO mBiAal Asuow Joy anjep  *|
"gouew.ioped
uo joedwi Jou seop 1abie} 196png su; 1ey}
8insua ABmJapun aJe oM JO SWBel]S OM| 'sjebie) Bunsixe Bujurgjuiew
diysisumQ 1002 AON o1epdn 900¢ ssaiboid asuodsay uoljepuswwooay




"90|AIBS

SIY3 8piAcId 0] POPasU JUBLLLOIIAUS
8iN08S pue 8jes sy} 03 uouaye

maJp pue jeued sy} parepdn ‘Abejeng
pue spseN BuisnoH jo pesH Ag ,seque)n
aieQ Jsewoisng ul A1ejes pue AlLinoss o
MaIAsY,, :HOdBI B8] “/00g JoqIBAON 2 |
uo (DDr30) 880D 8AIBYNSUOD JUIo
@aAojdw3 pue jounog ey} o} pejusesa.d
SBM $DSD 1B ALLINDSS 8y} JO MBIASL Y

"}JBlIS pue sissn 8oiAles

[fe Joj JustuuoliAue sjes e Buipinoid

uo ueaq sey yeis ANO8s syl uo snooy
ay} ‘(uswebeuew ssajsWIOH) Buipuey

10 Uon
BIoUM

1O SIN0Y L
oS8 0}

8y} Joj e|qisuodsal ag e
‘sspenb

JiSeq 0] SIOMSUE BpINOI4 e
‘s199i}jo o1eudoidde

0] SI8WOISND 100UI(] »

819Wi01SNO BUILLIODIPAN

:Bumoyjoy

8L} JO aWwoOs apn|oul o}

8|04 PBLIBA B UM [10UNOD) 8y}
Aq Apusuewied pekojdie
aq Asy 1Y} ‘podU B S| BIBY]
#t Aipuooes "palebisenur sq
$94JUBD 82IAIBS JBLIoISN) jje
Je yeis Alunoes 1o} peau syy
Aisaiy 1euy) pespuswiwioos. st

siobeuepy 8sed suondQ pue suojuanaild Buisnoy Jeis A ‘Hodal 198f0id uondeoay Jo
8dlneg jo uonippe syl Yl "pabueyo sey 9so ‘usyenspun wm HONEPUBWILO0S] LiBL sBuipuly sy yum auy uj Jey
dswoIsnd | ey} ulyIm Xiw 821AI8s 8y] 1/00¢ 8repdn 9q 0} aJe suonebiseaul jByuN4 pajdesce A 1 | uolepuswiwosay

"OHSUBM jIoUNc)
8U] UO 8|ge|IeAR BpRW
8q sjajjes| pue siaysod
Jo se1doo ojuos08ie
‘uoiippe uj ‘swisy
918]0SqO JO [BAOWISI Ul
1sIsse 0] ‘si0jeo|puj enss|
O 81ep /susISIaA apnjoUl
pInoys suaisod pue
Siejjes| |l 'slejjes| pue
sleysod jo uoinguisip
pue Bupuud sy sj0J1U0D
pue sefbeuew pun
UOHEDIUNWILIOD BYl 1BY| e

diysieumQ

100¢ AON erepdn

900¢ sseiboid

asuodsay

uolepuswiwoosy




0

eusiusidiug

“sownupiBosd uo

"Ajereipawiw sjuswAed
pied 1igep/1ips.o oxe} 01

lobeuepy y ?33% 7 BLISSALL LT U0 (o) a3 92NpOIUl Seuen)
Juswidojens(] '$NSD HepedEp Eosew 841 80IAJ8G JBWoISND jje Jey |
80INISS | || 1B 8jgejieAe mou ANjIoBS 17002 91epdn paydasoy ¥ uonEepUSWILLODSY
ABAROBYS 1800
nsind g uBo Yo 'SOOIAISG Jowoisny
10 SULIOL IBUIO S0} 10} SPJEME [BUONEU
I8Y)0 10 pieme ey Joneyn
e 10} Aldde 0} seoinieg
Jswiosny sebeinoous
[oued ay| "uswpedsp
‘uouboo8s 8yl Agq papinoid aoinies
SNo04 JO} Y0Oo] uleBe jjim 92IAI9S BU] ‘Pe1081I0D JUB||8oX8 By} Jo} pieme
Jswosnn S| Sy} 82UQ "souewWIOUSd S) Useq [BUOllBU B UIM, 0] 8Jay] S
pue ssao0y sey oeq 8ojaies sy Buipjoy wisjgoud Aunge aus ey jaued Aunniog
‘103108410 Aey v "suoneoydde Aue ui jnjssesons 8y} jo uoluido syl si Y
juelsissy uS8q J0U Sey 8d1Aes 8y 1002 1epdn peidenoy € UOIIBpUSWILIODaY
"auoyd a8y} JOAO BJIAISS JBWoISND
punoie 108foid 0] saysim uonesiueblio
BU1 3By} SenfeA puelq au} SIaW0ISNo pue
Jeulaiul o1 SABAUOD Jey: Aluspl jeulslul ue
SNoo4 ysligeise 0} speau a4jus) 100D / 8D
Jewolsng | ay3 juswdojeasp Jo eseyd 1xau ey jo ped "S[IBW-8 YHM S[Bap mou i
pue ssa00y sy ‘eoe|d us)e} Sy UOHOR [BLLLIO) OU SB "piemIo) SE 81jU8)) J0BIUOD), pPolUBLal
‘10J08uIQ | JUSISISUODUI [|I}S JOASMOY ‘B.juaY) 10BIL0D 1ybnoug aq o} ebueyd sweu 12U S 8g anueD |[BD 8yl eyl
juelsiIssy | ayi se 0} pasisjal Ajlewiou] 11002 a1epdn asljewoy 0} Ueld :900¢ o1epdn poydensy ¢ UOIIEPUSWILIODDY
"0]e siejjes| pue
siejsod ‘swlioy uoljeoldde
Buureiuoo sAeidsip Jo
Buiepdn pue soueusjuiew
diysisumQ 100¢ AON orepdn 900¢ ssaiboid asuodsay uoljepuswiwosay




b

ERIVER
Auadoud
{0 peaH

"$OSO JO uoneoyoads syy o3l Jjing mou
uswalinbay eoeld ul skeg :700¢ @1epdn

uayeapun Buleq sy JUsWS2I0JUD
pue Bujuoiyisod Aeq pajgesip
0 M8iAal Y :900¢ arepdn

pojdeony

Auedoid yum uoneynsuoo
Ul SB0IAIDS JOW0ISNY) 18y |
g uoljepuswiwooay

Jebeuepy
a11us)) 1081U0D

isbeuep
a1uan 8oIAIeg
Jswiolsny pean

‘peonpouiul Ajnjsseoons
us8eq osje sey Mje| edA] "DSD UssIL)
POOM 1NO p8)j0J 08PIAUBIS 17002 81epdn

'senss| Auoydasye) [enpisal

O UoiINjosal 0} 108fgns “JsLUINS
81e| Uf 801AI8S WU Bunsixa
8y} eoejda. 0} paonpoul 8q

0} paINpayos S| aolaies Y| adA |
ayL "Ainp uj eoe|d Bupiey aq |jim
BOIAIBS BU] JO UOIIOWIOI "S84uad
Ulog ul uoleiado mou si 90IAI9S
08pIA UBIg 8] :900¢ @1epdn

paydesoy

‘siejaldisiul

sbenbue| ubis jesp pue
Aupory woouy ayy eoejda.
pinoys asay} "anusn
JOBIUOYD 8y} 1B wisisAs et
8dA}, e pue sesjua) 8oIAIeg
Jawiolsny) ayi e siesn
90INISS JBap 10} WalsAS
.08pIA ubig, B apincid
$90IAI9S JaWo1sSNy) 18y |

/1 uonepuswwosay

SOOIAIBS
Auedoud
0 peaH

"UOIIBJIBPISUOD

10} suoldo yim ueid e uo Buppiom

ale saolnles Ausdoud ejeiodio) ueld
juswidojsaspey |leH UMO] ASSUIOH Japim
8y} jo ped se DS Assuioy Joy suondo
8jenjeAs o} Aemispun 3iop 1200 @1epdn

"a1usd 8y} 01 sdnoub JusI0 mau
Buonpoaur si AeBuuen 1o} sewion
0 anus) 82IAIBS JoWOSND By]
Ul ‘uoneo0]-00 BYJ :900¢Z 81epdn

"Aieaqry AesuioH

0} pajedoial 8q ) jey;
‘aljue) 8oiAIBg Jowolsny
A8SuUJIOH a8y} eAOW 0} pesu e
St @Jay] ‘siepisuod Abejensg
UOI1BPOWILLIODDY 8y} aininy

ut jey uonippe u| "eale ayj ui
BI3UD B I0j pasu ay) saynsn|
A8SuloH ul ayus) 80IAIBS
Jswioisny ayy jo ebesn

pue pueLIep sy} ieylaym
pelebliseAu; 8q J 1By

9| uolEepuUBWWOoaY

1ebeuepy
juswdojanag
RV LTS

"OS0 Wweyueyo] yuoN
ul anl] 8uob osfe sey swayos Aeq Yolep,,
MON "Pa1ajdwoo $sed0.d /002 a1epdn

SUJUOLL OM] 1XSU B} JOAO BA]|
06 |m sOSD Bulurewsi sy ‘o)
auob sey enss| yuwiad Buped
089 AssuloH :900g @1epdn

pay

"Alelepauwiw; peyejdwos
80 S84U80 |je 0} suuuad
Buniied jo no jjo1 ayy 1oy
G| UOIIEPUBWIWLIODDY

diysisump

/00¢ AON @lepdn

900¢ ssaiboig

asuodsay

uoljepuUBWILLIOdaY




¢l

JeBeuepy
juswdojaasg
aoINIBS

"SjusA8 Bupiied
pue uoiiexe| |eo0T pue syjeusg punole
aoe|d Ul ugjd piemio 1700¢ @1epdN

podaooy

Jo s1epdn pue uswdoeasp
8y} Joj sjqisuodse.

80 SOOIAIBG JowolIsSN) 1.y
|2 UOIJBpUSULILLOOSY

Jebeuepy

wewdolsasqg

T IVETS

8je|dwoD:g00g o1epdn

podanoy

‘8L 90IAI8S

aroudw) pue saoineg
oD bules eonpal

0} seale 90JAles Jenojed
ul suoidweyo aoiAIes

Se psulel} o Siequuaul Jels
pue siebeuepy wes| jeyjp
02 uoiepuswilIosay

S3DIAHES INTITO

Jebeuepy
S80IAIOS
Jswolsny pee

‘patojdxe Buieqg osje ale

slopincid JBYl0 puB UlBsH YlIM 818D0}-09
01 sejyunpoddQ 8IS mau 8U) 0} PJemIO)
usye] Juies| SUOsSse| 8y} oAy 01 Moy

pue 8lis Ul S1aWoisno JO MO} 8y} saosdul
0} Moy 1e Bupjoo} st g9 “‘esnoH xady

JO Juswdojenspal 8y} YA 12002 @1epdn

SHO8UBIHI0] B}

peleulwid pue uondsoal je Juads
s} pue UojoBIBIUI BY) Paonpal
sey Yoiym weysAg Juswebeuepy
diysuoijejpy Jawoisng eyl

0} spuswsnoidwi Ag pessalppe
useq sey syl :900¢ @repdn

paydenoy

"‘Aouabin

J0 Jenew e se paunblyuooe.
8Q 8.1jud)) 9JIAISS
Jswiosny asnoH xady

1e enanb a)buis a3 18y
61 uoiepusSwWWOoosy

"Juswebeuepy selioR4 Yum

‘Bupiied pasiioyineun

o} psosojue aq Buidwejo
pue AjuUo sJ8Wwolsno pajgesip
0 @sn sy} 10} paxJew ALes|o
8Q pPINoYs ysium ‘sanus)
80IAI9S JBLIOISND) BY} O]
8|gissod se iesu se Ayjigesip
UHM SJBWIOISND Jo} saf|ioe]
Bupyied spinoid juswipiedsq
sAemybiH /saoinieg

diysisumQ

100¢ AON 81epdn

900¢ ssai1boid

asuodsay

uoljepUSWWOdaY




€l

Jebeuepy
uswdojena
90INIBS

‘Buiom

o[ pue uohEOIUNWWOD paAcidul
Yim J|om Bunjiom ssao0id 17002 a1epdn

eje/dwon:gp0e @1epdn

papdenoy

4O IN3 eyl WUUOD O] §
S8oIAIBS JUBlD
0O} s||eo 1o} suoseal
10} S®oIAISS Jowo1sN)
wiol) s1ebeuepy wes |
wolj spodsl Jspisuon g
‘pendde Buiaq ale
siuswaaibe |ons| 8oIAIeS
MOY IONUOWAOBYD 0] g
‘sjuswasnbal
uejd psemio ‘L

:sanss| Buimoyjoy ayy Jo
oS 18ACD pinoys sbuiesw
ay] -erediomued pinoys
$O0IAI8G JSLLIOISNY) WO}
4e18 JO Jeguuatl suo iseg|

1e Bujiesw yoee 1y "painba.
SB ploy eq $801neg JuslD
pue seoInIeg Jowoisny
wiol} yjeys pue wswabeuew
ussmiaq sbunesw

uosiel eo1nues Jeinbal jey
2¢ UOIBPUBWILLIOODY

‘Aj@1enbape se0inosa.
ojedaid 0} sOOINISS
Jawiosny s|qeus o} jeak

a3 noybnouyy syuspisal

0} jues Buieq o318 siepuiwe.
's||iq ‘uonBLLIO] ‘SIO18)
Jolew e jo spelep sey
Yolym s8oinIeg JusiiD yum
uonounfuod uj ueld piemioy e

diysisumQ

1002 AON @arepdn

900¢ sseiboid

asuodsay

uolBpUSWILIODaY




14

1% dO J0 pesH

"94jue)) 10BL0D
01 JISIA B PUB S80IAIBS JBLLIOISNY) S8pnioul
MOU uoljonpuj ejesodion 17002 91epdn

paydaooy

10BIU0D 8y1 USIA seslojdws
mau [je ‘Buiuies} g
uawdojanaq |euonesiuebin
Aq pesiuebio ‘uononpuy
aeiodio) aul jo ped se jeyy
£¢ UOl}epuUsSWIWONaYy

‘sBuijeewu uosiel| 82IAIeS

30 1no Buisiie sawios1nNo

A&y JO pesiape eq pjnoys
SBOIAIDSG JUBYD PUB SBDINISS
iswoisny ul siebeuepy Wwes |
pue je3s ||e ‘uonippe u|

‘syebuey aoueuLIOuad
SOOIAIBS JUBlD
pue S80jAIeg JoWolsny) 'g
‘pouad sewisuyn
Bupnp juswaoiojus
Buptied "ot 's1800
S89|AISS JaW0ISNY) O}
pajesiunuiwod Jeyeq oq
0} ybnoiog ay) Buioaye
$8Nss| A9Y U0 uoewIol| )
‘suosea.
Buipnjoul passnosip aq
0} soisnels sjeo jeadsy g
‘parejdwod usaq aAey
asoy} jo uolnodoud
JBUM pue suoljoe
80IAIBG JUBl|D auainbay
yolym senssl Jo Jeguinu
uo ejep aJedwiod 0 g
‘108109 ||i3s aJe sjujod

diysisumQ

100¢ AON @lepdn

900¢ ssaiboid

asuodsay

uoIEpUBWIWOddY




Sl

1 Jo 8ouspadxs

J8WoIsSNo 8y pue sssooid
pus-o}-pus sy Buirosdwi Aq
‘IoUNOY 8L} JOBIUOD O} SIBLLIOISND
10} pesu sy} eonpaul 0} ssibejells
dojansp 0} ale sdals 1xau ay |

'S8l UoIoBSUR paonpail
8A8IYOE 0] suooBSUR]
Jieyl suljuiesl)s 0} pue sjeo
/ SHSIA 1eadal Ul uoonpae.
B 8INSUS 0] SO0IAI9S JUBI[D
abeinoosus |jIm uopeLLIOU
SiU1 JO UOISINOI "pPapn|oul
80 0] UoHBWLIOI S|jED

/ USIA yeadau ‘uonoesuel
Jley] jo awi ebeisae

3yl yum Buole yeyeq

18U} uo pajpuey sysiA /
S|[e9 JO Jagquinu 8y} Jo aleme

SN0 "SJOBJUOD U] 8SEaoU| apeL aq 0] pasuU SaoIAIeS
JBwolsny 8y} Joj suoseal ayy alojdxa 1UBYD "PelLIe]o 8q sasiAles
pue ssa00y ‘Bulipuey |jeo sireday 0] pasn Usaq Sey pue saojAleg 1usl)o |je o} sjuswebuelie
‘10308410 HdH Jo Jejsuedy Jo 1uby) ul meiasl eq 1usi|D auy 01 paplaoud usaqg BuiBreyosl syl 1oy
elsissy 0} SO Jo ABsjess Buipund 700z @1epdn sey sisA|leue ay] :900zZ 21epdn peylaony Gg UOl1BpUSWILIODdDY
"SyNI08L mau Jo Buiured;
SNoO04 "ABajess sidoad Jno jo puE JUsWNIOa) 8y} Ul }sisse
JewoIsny | Led Se Pamaind 8Q {|IM UCHEPUSWILLCDS) Jayuny o} swealjs Buipuny
pue ssa00y Sy} pele|dwoo useq sey punoi 188png [euoiippe syebisaaul
‘10108410 uBLND By} 80UQ 'pioYy Uo Ajjuauno S8DIAISG JBWIOISND) 1By |
juessIssy S| Juswynioal Jusuewled 1002 91epdn pojdseony ¢ UOIEPUSWIWOIDY
'84jusD) 9DIAIeG
JawioIsny) e pue aijusn

diysisaumQ 100¢ AON orepdn 900¢ ssaiboid asuodsay uoljepuswiwosay




