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Council 
Priory House 
Monks Walk 
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Shefford SG17 5TQ 

 
  

 
 
TO EACH MEMBER OF THE 
EXECUTIVE 
 
 

21 June 2012 
 
Dear Councillor 
 
EXECUTIVE – TUESDAY 3 JULY 2012 
 
Further to the Executive Agenda for the above meeting, please find attached the following 
item:- 
 

8.   Customer First Implementation 
 

 Please find attached Appendix A to the Customer First 
Implementation report. 
 

Should you have any queries regarding the above please contact Sandra Hobbs, 
Committee Services Officer on Tel: 0300 300 5257. 
 
Yours sincerely 
 
 
 
Sandra Hobbs 
Committee Services Officer  
email: sandra.hobbs@centralbedfordshire.gov.uk   
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it
ia
l
c
u
s
to
m
e
r
c
o
n
ta
c
t.

3
.

C
a
s
e
w
o
rk
a
n
d
c
o
m
p
le
x
e
n
q
u
ir
ie
s
th
a
t
c
a
n
n
o
t
b
e
re
s
o
lv
e
d

in
th
e
c
o
n
ta
c
t
c
e
n
tr
e
w
ill
b
e
m
a
n
a
g
e
d
in
th
e
b
a
c
k
o
ff
ic
e
.

•
C
u
s
to
m
e
r
F
ir
s
t
is
a
c
o
n
ti
n
u
a
l
p
ro
c
e
s
s
fo
r
th
e
C
o
u
n
c
il.
It
is
a

p
ro
c
e
s
s
th
a
t
d
e
liv
e
rs
th
e
a
im
s
o
f
th
e
M
e
d
iu
m
T
e
rm
P
la
n
;
w
h
ic
h

s
ta
te
s
th
a
t
a
ll
s
e
rv
ic
e
s
s
h
o
u
ld
b
e
d
ig
it
a
l
b
y
d
e
fa
u
lt
,
d
e
liv
e
re
d

th
ro
u
g
h
th
e
c
h
a
n
n
e
ls
o
f
c
h
o
ic
e
a
t
le
a
s
t
c
o
s
t,
a
llo
w
c
u
s
to
m
e
rs
to

s
e
lf
s
e
rv
e
a
n
d
g
iv
e
e
x
c
e
lle
n
t
c
u
s
to
m
e
r
s
e
rv
ic
e
.

•
T
h
is
d
o
c
u
m
e
n
t
o
u
tl
in
e
s
th
e
b
u
s
in
e
s
s
c
a
s
e
fo
r
th
e
fi
rs
t
p
h
a
s
e
o
f

im
p
le
m
e
n
ta
ti
o
n
.
T
h
e
re
is
c
a
p
it
a
l
in
v
e
s
tm
e
n
t
re
q
u
ir
e
d
.
W
e

re
c
o
g
n
is
e
th
a
t
th
e
re
a
re
c
o
n
s
id
e
ra
b
le
IC
T
c
h
a
lle
n
g
e
s
to

o
v
e
rc
o
m
e
.
T
h
e
c
a
p
it
a
l
in
v
e
s
tm
e
n
t
w
ill
h
e
lp
u
s
o
v
e
rc
o
m
e
th
e
s
e
,

a
n
d
la
y
th
e
fo
u
n
d
a
ti
o
n
s
fo
r
th
e
re
s
t
o
f
th
e
p
ro
g
ra
m
m
e
.

•
C
u
s
to
m
e
r
F
ir
s
t
is
p
re
d
ic
a
te
d
o
n
m
a
k
in
g
c
a
p
it
a
l
in
v
e
s
tm
e
n
t
to

fa
c
ili
ta
te
s
e
lf
s
e
rv
ic
e
a
n
d
m
a
k
e
re
v
e
n
u
e
s
a
v
in
g
s
.
T
h
e
in
v
e
s
tm
e
n
t

w
ill
o
u
tw
e
ig
h
th
e
b
e
n
e
fi
ts
in
Y
e
a
r
1
.
H
o
w
e
v
e
r,
th
e
p
ro
g
ra
m
m
e
w
ill

b
e
g
in
to
p
a
y
b
a
c
k
in
Y
e
a
r
2
,
a
n
d
h
a
s
a
p
a
y
b
a
c
k
p
e
ri
o
d
o
f
3
.2

y
e
a
rs
.
F
ro
m
2
0
1
3
/1
4
o
n
w
a
rd
s
th
e
p
ro
g
ra
m
m
e
w
ill
h
a
v
e
a
p
o
s
it
iv
e

n
e
t
im
p
a
c
t
o
f
o
v
e
r
£
6
0
0
k
a
y
e
a
r.

•
W
e
a
re
c
o
n
fi
d
e
n
t
th
a
t
fu
rt
h
e
r
s
a
v
in
g
s
c
a
n
b
e
id
e
n
ti
fi
e
d
.
T
h
e
fi
rs
t

p
h
a
s
e
c
o
n
c
e
n
tr
a
te
s
o
n
h
ig
h
v
o
lu
m
e
,
tr
a
n
s
a
c
ti
o
n
a
l
s
e
rv
ic
e
s
.
A

s
e
c
o
n
d
d
e
s
ig
n
p
h
a
s
e
w
ill
ru
n
in
p
a
ra
lle
l
w
it
h
th
e
im
p
le
m
e
n
ta
ti
o
n

p
h
a
s
e
in
o
rd
e
r
to
in
c
re
a
s
e
s
a
v
in
g
s
to
th
e
C
o
u
n
c
il.

•
C
u
s
to
m
e
r
F
ir
s
t
is
a
c
o
n
ti
n
u
a
l
p
ro
c
e
s
s
fo
r
th
e
C
o
u
n
c
il.
It
is
a

p
ro
c
e
s
s
th
a
t
d
e
liv
e
rs
th
e
a
im
s
o
f
th
e
M
e
d
iu
m
T
e
rm
P
la
n
;
w
h
ic
h

s
ta
te
s
th
a
t
a
ll
s
e
rv
ic
e
s
s
h
o
u
ld
b
e
d
ig
it
a
l
b
y
d
e
fa
u
lt
,
d
e
liv
e
re
d

th
ro
u
g
h
th
e
c
h
a
n
n
e
ls
o
f
c
h
o
ic
e
a
t
le
a
s
t
c
o
s
t,
a
llo
w
c
u
s
to
m
e
rs
to

s
e
lf
s
e
rv
e
a
n
d
g
iv
e
e
x
c
e
lle
n
t
c
u
s
to
m
e
r
s
e
rv
ic
e
.

•
T
h
is
d
o
c
u
m
e
n
t
o
u
tl
in
e
s
th
e
b
u
s
in
e
s
s
c
a
s
e
fo
r
th
e
fi
rs
t
p
h
a
s
e
o
f

im
p
le
m
e
n
ta
ti
o
n
.
T
h
e
re
is
c
a
p
it
a
l
in
v
e
s
tm
e
n
t
re
q
u
ir
e
d
.
W
e

re
c
o
g
n
is
e
th
a
t
th
e
re
a
re
c
o
n
s
id
e
ra
b
le
IC
T
c
h
a
lle
n
g
e
s
to

o
v
e
rc
o
m
e
.
T
h
e
c
a
p
it
a
l
in
v
e
s
tm
e
n
t
w
ill
h
e
lp
u
s
o
v
e
rc
o
m
e
th
e
s
e
,

a
n
d
la
y
th
e
fo
u
n
d
a
ti
o
n
s
fo
r
th
e
re
s
t
o
f
th
e
p
ro
g
ra
m
m
e
.

•
C
u
s
to
m
e
r
F
ir
s
t
is
p
re
d
ic
a
te
d
o
n
m
a
k
in
g
c
a
p
it
a
l
in
v
e
s
tm
e
n
t
to

fa
c
ili
ta
te
s
e
lf
s
e
rv
ic
e
a
n
d
m
a
k
e
re
v
e
n
u
e
s
a
v
in
g
s
.
T
h
e
in
v
e
s
tm
e
n
t

w
ill
o
u
tw
e
ig
h
th
e
b
e
n
e
fi
ts
in
Y
e
a
r
1
.
H
o
w
e
v
e
r,
th
e
p
ro
g
ra
m
m
e
w
ill

g
h

,
t

p
ro
g

b
e
g
in
to
p
a
y
b
a
c
k
in
Y
e
a
r
2
,
a
n
d
h
a
s
a
p
a
y
b
a
c
k
p
e
ri
o
d
o
f
3
.2

y
e
a
rs
.
F
ro
m
2
0
1
3
/1
4
o
n
w
a
rd
s
th
e
p
ro
g
ra
m
m
e
w
ill
h
a
v
e
a
p
o
s
it
iv
e

n
e
t
im
p
a
c
t
o
f
o
v
e
r
£
6
0
0
k
a
y
e
a
r.

•
W
e
a
re
c
o
n
fi
d
e
n
t
th
a
t
fu
rt
h
e
r
s
a
v
in
g
s
c
a
n
b
e
id
e
n
ti
fi
e
d
.
T
h
e
fi
rs
t

p
h
a
s
e
c
o
n
c
e
n
tr
a
te
s
o
n
h
ig
h
v
o
lu
m
e
,
tr
a
n
s
a
c
ti
o
n
a
l
s
e
rv
ic
e
s
.
A

s
e
c
o
n
d
d
e
s
ig
n
p
h
a
s
e
w
ill
ru
n
in
p
a
ra
lle
l
w
it
h
th
e
im
p
le
m
e
n
ta
ti
o
n

p
h
a
s
e
in
o
rd
e
r
to
in
c
re
a
s
e
s
a
v
in
g
s
to
th
e
C
o
u
n
c
il.

•
C
u
s
to
m
e
r
F
ir
s
t
is
a
c
o
n
ti
n
u
a
l
p
ro
c
e
s
s
fo
r
th
e
C
o
u
n
c
il.
It
is
a

p
ro
c
e
s
s
th
a
t
d
e
liv
e
rs
th
e
a
im
s
o
f
th
e
M
e
d
iu
m
T
e
rm
P
la
n
;
w
h
ic
h

s
ta
te
s
th
a
t
a
ll
s
e
rv
ic
e
s
s
h
o
u
ld
b
e
d
ig
it
a
l
b
y
d
e
fa
u
lt
,
d
e
liv
e
re
d

th
ro
u
g
h
th
e
c
h
a
n
n
e
ls
o
f
c
h
o
ic
e
a
t
le
a
s
t
c
o
s
t,
a
llo
w
c
u
s
to
m
e
rs
to

s
e
lf
s
e
rv
e
a
n
d
g
iv
e
e
x
c
e
lle
n
t
c
u
s
to
m
e
r
s
e
rv
ic
e
.

•
T
h
is
d
o
c
u
m
e
n
t
o
u
tl
in
e
s
th
e
b
u
s
in
e
s
s
c
a
s
e
fo
r
th
e
fi
rs
t
p
h
a
s
e
o
f

im
p
le
m
e
n
ta
ti
o
n
.
T
h
e
re
is
c
a
p
it
a
l
in
v
e
s
tm
e
n
t
re
q
u
ir
e
d
.
W
e

re
c
o
g
n
is
e
th
a
t
th
e
re
a
re
c
o
n
s
id
e
ra
b
le
IC
T
c
h
a
lle
n
g
e
s
to

o
v
e
rc
o
m
e
.
T
h
e
c
a
p
it
a
l
in
v
e
s
tm
e
n
t
w
ill
h
e
lp
u
s
o
v
e
rc
o
m
e
th
e
s
e
,

a
n
d
la
y
th
e
fo
u
n
d
a
ti
o
n
s
fo
r
th
e
re
s
t
o
f
th
e
p
ro
g
ra
m
m
e
.

•
C
u
s
to
m
e
r
F
ir
s
t
is
p
re
d
ic
a
te
d
o
n
m
a
k
in
g
c
a
p
it
a
l
in
v
e
s
tm
e
n
t
to

fa
c
ili
ta
te
s
e
lf
s
e
rv
ic
e
a
n
d
m
a
k
e
re
v
e
n
u
e
s
a
v
in
g
s
.
T
h
e
in
v
e
s
tm
e
n
t

w
ill
o
u
tw
e
ig
h
th
e
b
e
n
e
fi
ts
in
Y
e
a
r
1
.
H
o
w
e
v
e
r,
th
e
p
ro
g
ra
m
m
e
w
ill

b
e
g
in
to
p
a
y
b
a
c
k
in
Y
e
a
r
2
,
a
n
d
h
a
s
a
p
a
y
b
a
c
k
p
e
ri
o
d
o
f
3
.2

y
e
a
rs
.
F
ro
m
2
0
1
3
/1
4
o
n
w
a
rd
s
th
e
p
ro
g
ra
m
m
e
w
ill
h
a
v
e
a
p
o
s
it
iv
e

n
e
t
im
p
a
c
t
o
f
o
v
e
r
£
6
0
0
k
a
y
e
a
r.

•
W
e
a
re
c
o
n
fi
d
e
n
t
th
a
t
fu
rt
h
e
r
s
a
v
in
g
s
c
a
n
b
e
id
e
n
ti
fi
e
d
.
T
h
e
fi
rs
t

p
h
a
s
e
c
o
n
c
e
n
tr
a
te
s
o
n
h
ig
h
v
o
lu
m
e
,
tr
a
n
s
a
c
ti
o
n
a
l
s
e
rv
ic
e
s
.
A

s
e
c
o
n
d
d
e
s
ig
n
p
h
a
s
e
w
ill
ru
n
in
p
a
ra
lle
l
w
it
h
th
e
im
p
le
m
e
n
ta
ti
o
n

p
h
a
s
e
in
o
rd
e
r
to
in
c
re
a
s
e
s
a
v
in
g
s
to
th
e
C
o
u
n
c
il.
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

5

1
.
T
h
e
C
u
s
to
m
e
r
F
ir
s
t
P
ro
g
ra
m
m
e

C
u
s
to
m
e
r
F
ir
s
t
is
a
c
o
n
ti
n
u
a
l
p
ro
c
e
s
s
.
T
h
is
b
u
s
in
e
s
s
c
a
s
e
id
e
n
ti
fi
e
s
th
e
fi
rs
t
s
te
p
s
in
th
e
jo
u
rn
e
y
.
It
o
u
tl
in
e
s
th
e
c
a
p
it
a
l
in
v
e
s
tm
e
n
t
th
a
t

h
a
s
to
b
e
m
a
d
e
in
o
rd
e
r
to
la
y
th
e
fo
u
n
d
a
ti
o
n
s
o
f
th
e
p
ro
g
ra
m
m
e
.
It
a
ls
o
id
e
n
ti
fi
e
s
th
e
b
e
n
e
fi
ts
th
a
t
w
e
w
ill
re
a
lis
e
in
th
e
fi
rs
t
s
ta
g
e
o
f
th
e

p
ro
g
ra
m
m
e
.
W
e
a
re
c
o
n
fi
d
e
n
t
th
a
t
th
e
p
ro
g
ra
m
m
e
c
a
n
,
in
th
e
fu
tu
re
,
d
e
liv
e
r
fu
rt
h
e
r
s
ig
n
if
ic
a
n
t
s
a
v
in
g
s
b
y
tr
a
n
s
fo
rm
in
g
s
e
rv
ic
e
s
to
m
e
e
t
th
e

n
e
e
d
o
f
o
u
r
c
u
s
to
m
e
rs
.
T
h
e
re
a
re
a
n
u
m
b
e
r
o
f
in
it
ia
ti
v
e
s
th
a
t
w
ill
b
e
p
u
rs
u
e
d
to
in
c
re
a
s
e
th
e
b
e
n
e
fi
ts
fu
rt
h
e
r.
T
h
e
s
e
a
re
:

•
P
u
rs
u
in
g
a
d
d
it
io
n
a
l
p
ro
c
e
s
s
im
p
ro
v
e
m
e
n
ts
–
S
e
c
ti
o
n
9
s
h
o
w
s
a
n
u
m
b
e
r
o
f
o
p
p
o
rt
u
n
it
ie
s
th
a
t
fa
ll
o
u
ts
id
e
th
e
s
c
o
p
e
o
f
C
u
s
to
m
e
r
F
ir
s
t

th
a
t
c
o
u
ld
b
e
ta
k
e
n
fo
rw
a
rd
b
y
th
e
C
o
u
n
c
il.
T
h
e
s
e
p
re
d
o
m
in
a
te
ly
re
v
o
lv
e
a
ro
u
n
d
w
id
e
r
u
s
a
g
e
o
f
m
o
b
ile
w
o
rk
in
g
,
e
n
a
b
le
d
b
y
th
e
n
e
w
p
o
rt
a
l.

B
y
b
u
ild
in
g
th
e
s
e
in
to
th
e
im
p
le
m
e
n
ta
ti
o
n
p
la
n
th
e
g
ro
s
s
b
e
n
e
fi
ts
w
ill
b
e
in
c
re
a
s
e
d
.

•
A
p
p
ly
in
g
th
e
s
a
m
e
a
p
p
ro
a
c
h
to
n
e
w
s
e
rv
ic
e
s
–
th
e
s
e
rv
ic
e
s
in
s
c
o
p
e
fo
r
th
is
b
u
s
in
e
s
s
c
a
s
e
d
o
n
o
t
a
c
c
o
u
n
t
fo
r
m
a
n
y
o
f
th
e
ty
p
e
s
o
f

s
e
rv
ic
e
s
th
a
t
o
u
r
c
u
s
to
m
e
rs
c
o
n
ta
c
t
u
s
a
b
o
u
t.
N
o
ta
b
le
o
m
is
s
io
n
s
a
re
in
h
ig
h
v
o
lu
m
e
a
re
a
s
s
u
c
h
a
s
A
d
u
lt
S
o
c
ia
l
C
a
re
a
n
d
R
e
g
is
tr
a
rs
.
W
e

n
o
w
h
a
v
e
a
tr
a
in
e
d
,
s
k
ill
e
d
p
ro
je
c
t
te
a
m
w
h
o
c
a
n
ta
k
e
th
e
ir
le
a
rn
in
g
fr
o
m
th
is
d
e
ta
ile
d
d
e
s
ig
n
s
ta
g
e
a
n
d
w
o
rk
w
it
h
a
d
d
it
io
n
a
l
s
e
rv
ic
e
s
.

T
h
e
s
e
s
e
rv
ic
e
s
c
a
n
b
e
ro
lle
d
in
to
th
e
fu
tu
re
im
p
le
m
e
n
ta
ti
o
n
p
la
n
,
im
p
ro
v
in
g
th
e
w
a
y
c
u
s
to
m
e
rs
a
c
c
e
s
s
o
u
t
s
e
rv
ic
e
s
a
c
ro
s
s
th
e
C
o
u
n
c
il
a
n
d

d
e
liv
e
ri
n
g
in
c
re
a
s
e
d
b
e
n
e
fi
ts
.

In
o
rd
e
r
to
in
c
re
a
s
e
th
e
b
e
n
e
fi
ts
o
f
th
e
p
ro
g
ra
m
m
e
a
s
e
c
o
n
d
d
e
ta
ile
d
d
e
s
ig
n
p
h
a
s
e
w
ill
ru
n
in
p
a
ra
lle
l
w
it
h
th
e
im
p
le
m
e
n
ta
ti
o
n
s
ta
g
e
o
f

p
h
a
s
e
1
.
T
h
is
a
p
p
ro
a
c
h
is
h
ig
h
lig
h
te
d
in
th
e
d
ia
g
ra
m
b
e
lo
w
.

Im
p
le
m
e
n
t
s
e
rv
ic
e
s
in
P
h
a
s
e
1

D
e
s
ig
n
S
e
rv
ic
e
s
in

P
h
a
s
e
1

Im
p
le
m
e
n
t
s
e
rv
ic
e
s
in
P
h
a
s
e
2

D
e
s
ig
n
S
e
rv
ic
e
s
in

P
h
a
s
e
2

Im
p
le
m
e
n
t
s
e
rv
ic
e
s
in
P
h
a
s
e
3

D
e
s
ig
n
S
e
rv
ic
e
s
in

P
h
a
s
e
3
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

6

1
.
T
h
e
v
is
io
n
s
e
t
b
y
th
e
C
o
u
n
c
il

T
h
e
C
o
u
n
c
il
h
a
s
a
g
re
e
d
a
fu
tu
re
o
p
e
ra
ti
n
g
m
o
d
e
l.
T
h
is
is
s
e
t

o
u
t
in
o
u
r
M
e
d
iu
m
T
e
rm
P
la
n
.
T
h
is
p
ro
g
ra
m
m
e
w
ill
d
e
liv
e
r
th
e

C
u
s
to
m
e
r
E
x
p
e
ri
e
n
c
e
e
le
m
e
n
t
o
f
th
e
fu
tu
re
o
p
e
ra
ti
n
g
m
o
d
e
l,

a
s
s
h
o
w
n
b
e
lo
w
.

T
h
e
C
u
s
to
m
e
r
E
x
p
e
ri
e
n
c
e

‘W
ra
p
p
e
r’

S
e
a
m
le
s
s
;
B
ra
n
d
e
d
;
W
e
b
e
n
a
b
le
d
.

T
h
e
S
e
rv
ic
e
s

In
-h
o
u
s
e
;
P
a
rt
n
e
re
d
;

O
u
ts
o
u
rc
e
d
;
T
ru
s
t;

-
a
c
c
o
rd
in
g
to
b
e
s
t
fi
t.

T
h
e
C
o
re

S
m
a
ll
;
S
tr
a
te
g
ic

D
ir
e
c
ti
o
n
;
A
c
c
o
u
n
ta
b
il
it
y
;

V
a
lu
e
fo
r
M
o
n
e
y
.

O
u
r
M
e
d
iu
m
T
e
rm
P
la
n
s
e
ts
o
u
t
a
v
is
io
n
th
a
t
s
e
rv
ic
e
s

d
e
liv
e
re
d
b
y
th
e
C
o
u
n
c
il
s
h
o
u
ld
:

–
B
e
d
ig
it
a
l
b
y
d
e
fa
u
lt
;

–
B
e
d
e
li
v
e
re
d
th
ro
u
g
h
th
e
c
h
a
n
n
e
l
o
f

c
h
o
ic
e
,
a
t
le
a
s
t
c
o
s
t;

–
A
ll
o
w
o
u
r
c
u
s
to
m
e
rs
to
s
e
lf
s
e
rv
e
,
2
4
/7
;

a
n
d

–
B
e
s
h
a
p
e
d
b
y
e
x
c
e
ll
e
n
t
c
u
s
to
m
e
r

in
te
ll
ig
e
n
c
e
a
n
d
in
s
ig
h
t

T
h
is
v
is
io
n
fo
r
a
m
o
d
e
rn
a
n
d
w
e
b
e
n
a
b
le
d
C
o
u
n
c
il
h
a
s
s
h
a
p
e
d

th
e
v
is
io
n
,
a
p
p
ro
a
c
h
a
n
d
d
e
s
ig
n
p
ri
n
c
ip
le
s
fo
r
th
e
C
u
s
to
m
e
r

F
ir
s
t
p
ro
g
ra
m
m
e
.

W
e
w
a
n
t
a
tr
a
n
s
fo
rm
a
ti
o
n
a
l
a
n
d
in
n
o
v
a
ti
v
e
w
e
b
s
it
e
th
a
t
o
ff
e
rs

a
c
u
s
to
m
e
r
e
x
p
e
ri
e
n
c
e
s
im
ila
r
to
th
a
t
o
f
le
a
d
in
g
p
ri
v
a
te
s
e
c
to
r

o
rg
a
n
is
a
ti
o
n
s
.
T
h
is
h
a
s
b
e
e
n
c
o
in
e
d
‘t
h
e
A
m
a
z
o
n
e
x
p
e
ri
e
n
c
e
’.

T
h
is
w
ill
m
e
a
n
a
s
e
a
m
le
s
s
a
n
d
b
ra
n
d
e
d
w
e
b
s
it
e
th
a
t
a
llo
w
s

c
u
s
to
m
e
rs
to
lo
g
o
n
a
n
d
e
n
te
r
p
e
rs
o
n
a
l
in
fo
rm
a
ti
o
n
a
m
in
im
a
l

a
m
o
u
n
t
o
f
ti
m
e
s
.
T
h
is
w
ill
a
llo
w
c
u
s
to
m
e
rs
to
s
e
lf
s
e
rv
e
b
y

b
o
o
k
in
g
,
re
p
o
rt
in
g
,
a
p
p
ly
in
g
,
tr
a
c
k
in
g
a
n
d
p
a
y
in
g
fo
r
k
e
y

s
e
rv
ic
e
s
o
n
lin
e
.
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1
.
T
h
e
c
a
s
e
fo
r
c
h
a
n
g
e

T
h
is
b
u
s
in
e
s
s
c
a
s
e
o
u
tl
in
e
s
h
o
w
a
c
o
h
e
s
iv
e
a
p
p
ro
a
c
h
to
th
e
C
o
u
n
c
il’
s
o
n
lin
e
p
re
s
e
n
c
e
w
ill
s
a
v
e
m
o
n
e
y
,
g
iv
e
c
u
s
to
m
e
rs
a
b
e
tt
e
r

s
e
rv
ic
e
a
n
d
im
p
ro
v
e
c
o
m
m
u
n
it
y
e
n
g
a
g
e
m
e
n
t,
a
n
d
s
u
p
p
o
rt
C
o
u
n
c
ill
o
rs
a
s
le
a
d
e
rs
.

1
.
G
iv
in
g
c
u
s
to
m
e
rs
a
b
e
tt
e
r
s
e
rv
ic
e

O
u
r
c
u
s
to
m
e
rs
a
re
d
e
m
a
n
d
in
g
a
m
o
re
p
e
rs
o
n
a
lis
e
d
a
n
d
h
ig
h
e
r
q
u
a
lit
y
s
e
rv
ic
e
.
M
o
v
in
g
s
e
rv
ic
e
s
o
n
lin
e
w
ill
m
a
k
e
s
e
lf
-s
e
rv
ic
e
e
a
s
y

fo
r
th
o
s
e
w
h
o
a
re
a
b
le
to
a
c
c
e
s
s
a
n
d
u
s
e
th
e
in
te
rn
e
t
a
n
d
th
e
in
te
g
ra
ti
o
n
o
f
fr
o
n
t
a
n
d
b
a
c
k
o
ff
ic
e
p
ro
c
e
s
s
e
s
w
ill
e
n
s
u
re
th
a
t

c
u
s
to
m
e
rs
e
n
q
u
ir
ie
s
c
a
n
b
e
re
s
o
lv
e
d
a
t
th
e
ir
fi
rs
t
p
o
in
t
o
f
c
o
n
ta
c
t
w
it
h
u
s
,
th
ro
u
g
h
th
e
lo
w
e
s
t
c
o
s
t
c
h
a
n
n
e
l.

2
.
U
n
lo
c
k
in
g
s
ig
n
if
ic
a
n
t
o
rg
a
n
is
a
ti
o
n
a
l-
w
id
e
c
o
s
t
s
a
v
in
g
s

B
u
d
g
e
ta
ry
c
o
n
s
tr
a
in
ts
h
a
v
e
m
e
a
n
t
th
a
t
th
e
C
o
u
n
c
il
h
a
s
to
lo
o
k
a
t
d
e
liv
e
ri
n
g
s
e
rv
ic
e
a
n
d
c
u
s
to
m
e
r
c
o
n
ta
c
t
in
m
o
re
c
o
s
t
e
ff
ic
ie
n
t

w
a
y
s
.
B
y
e
n
a
b
lin
g
a
n
d
e
n
c
o
u
ra
g
in
g
c
u
s
to
m
e
rs
to
c
h
a
n
g
e
th
e
ir
c
h
o
ic
e
o
f
c
o
n
ta
c
t
c
h
a
n
n
e
l
w
it
h
th
e
C
o
u
n
c
il
to
lo
w
e
r
c
o
s
t

a
lt
e
rn
a
ti
v
e
s
(e
.g
.
fr
o
m
te
le
p
h
o
n
e
/f
a
c
e
-t
o
-f
a
c
e
v
is
it
s
to
o
u
r
w
e
b
s
it
e
),
a
n
d
re
d
u
c
in
g
th
e
n
e
e
d
fo
r
th
e
m
to
d
o
s
o
re
p
e
a
te
d
ly
,
w
e
w
ill

re
le
a
s
e
s
ig
n
if
ic
a
n
t
b
e
n
e
fi
ts
a
n
d
im
p
ro
v
e
th
e
c
o
n
s
is
te
n
c
y
a
n
d
q
u
a
lit
y
o
f
s
e
rv
ic
e
c
u
s
to
m
e
rs
re
c
e
iv
e
,
w
it
h
o
u
t
im
p
a
c
ti
n
g
fr
o
n
t
lin
e

s
e
rv
ic
e
s
.
In
tr
o
d
u
c
in
g
v
o
ic
e
re
c
o
g
n
it
io
n
s
o
ft
w
a
re
w
ill
re
m
o
v
e
th
e
n
e
e
d
fo
r
th
e
c
o
n
ta
c
t
c
e
n
tr
e
to
a
c
t
a
s
a
s
w
it
c
h
b
o
a
rd
,
a
n
d
m
a
k
e
a

c
o
n
s
id
e
ra
b
le
c
o
n
tr
ib
u
ti
o
n
to
th
e
s
a
v
in
g
s
o
f
th
e
p
ro
g
ra
m
m
e
.

3
.
M
a
k
in
g
c
o
m
m
u
n
it
y
e
n
g
a
g
e
m
e
n
t
e
a
s
y
a
n
d
re
le
v
a
n
t

M
a
k
in
g
m
o
re
e
ff
e
c
ti
v
e
u
s
e
o
f
th
e
w
e
b
c
h
a
n
n
e
l
a
n
d
s
o
c
ia
l
m
e
d
ia
to
o
ls
w
ill
m
a
k
e
it
e
a
s
ie
r
fo
r
th
e
C
o
u
n
c
il
to
e
n
g
a
g
e
w
it
h
c
u
s
to
m
e
rs
.

T
h
e
s
e
to
o
ls
a
llo
w
C
o
u
n
c
ils
to
h
a
v
e
c
o
n
v
e
rs
a
ti
o
n
s
w
it
h
lo
c
a
l
p
e
o
p
le
a
b
o
u
t
m
a
tt
e
rs
o
f
p
o
lic
y
a
n
d
s
e
rv
ic
e
.
In
th
is
w
a
y
th
e
y
c
a
n
b
e

u
s
e
d
to
fa
c
ili
ta
te
g
re
a
te
r
d
e
m
o
c
ra
ti
c
in
v
o
lv
e
m
e
n
t.

Agenda Item 8
Page 9



C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

8

1
.
C
h
a
n
n
e
l
S
tr
a
te
g
y

C
u
s
to
m
e
r
F
ir
s
t
tr
a
n
s
fo
rm
s
o
u
r
v
is
io
n
in
to
re
a
li
ty

C
u
s
to
m
e
r
F
ir
s
t
o
u
tl
in
e
s
o
u
r
a
m
b
it
io
n
s
fo
r
c
u
s
to
m
e
r
s
e
rv
ic
e
th
a
t

is
:

•
D
ig
it
a
l
b
y
d
e
fa
u
lt
.
W
h
e
re
a
p
p
ro
p
ri
a
te
,
w
e
w
ill

e
n
c
o
u
ra
g
e
o
u
r
c
u
s
to
m
e
rs
to
w
it
h
u
s
o
n
lin
e
.

•
C
o
n
s
is
te
n
t.
It
is
n
’t
ju
s
t
o
u
r
o
n
lin
e
c
u
s
to
m
e
rs
th
a
t

d
e
s
e
rv
e
a
c
o
n
s
is
te
n
tl
y
h
ig
h
le
v
e
l
o
f
c
u
s
to
m
e
r

s
e
rv
ic
e
.
W
e
re
c
o
g
n
is
e
th
a
t
s
o
m
e
C
e
n
tr
a
l

B
e
d
fo
rd
s
h
ir
e
re
s
id
e
n
ts
s
ti
ll
p
re
fe
r
to
c
o
n
ta
c
t
u
s
b
y

th
e
p
h
o
n
e
.
W
h
e
re
c
u
s
to
m
e
rs
h
a
v
e
th
is
o
p
p
o
rt
u
n
it
y

to
s
e
lf
s
e
rv
e
o
n
lin
e
c
u
s
to
m
e
r
m
a
n
a
g
e
m
e
n
t
s
h
o
u
ld

b
e
s
h
if
te
d
fr
o
m
s
e
rv
ic
e
d
e
p
a
rt
m
e
n
ts
to
a

c
o
rp
o
ra
te
ly
m
a
n
a
g
e
d
c
u
s
to
m
e
r
s
e
rv
ic
e
s
fu
n
c
ti
o
n
.

T
h
is
re
p
re
s
e
n
ts
a
s
ig
n
if
ic
a
n
t
c
h
a
n
g
e
in
a
p
p
ro
a
c
h
,
a
n
d
w
ill

re
q
u
ir
e
w
e
ll
d
e
v
e
lo
p
e
d
s
y
s
te
m
s
,
s
tr
u
c
tu
re
s
a
n
d
p
ro
c
e
s
s
e
s
to

e
n
a
b
le
it
to
h
a
p
p
e
n
.
H
o
w
e
v
e
r,
th
is
is
th
e
o
n
ly
a
p
p
ro
p
ri
a
te

a
p
p
ro
a
c
h
in
o
rd
e
r
fo
r
th
e
C
o
u
n
c
il
to
p
ro
v
id
e
m
u
c
h
im
p
ro
v
e
d

c
u
s
to
m
e
r
s
e
rv
ic
e
,
a
n
d
u
n
lo
c
k
th
e
s
ig
n
if
ic
a
n
t
fi
n
a
n
c
ia
l
s
a
v
in
g
s

a
v
a
ila
b
le
.
T
h
is
a
p
p
ro
a
c
h
is
o
u
tl
in
e
d
in
th
e
d
ia
g
ra
m
o
p
p
o
s
it
e
.

E
n
c
o
u
ra
g
in
g
s
e
lf
s
e
rv
ic
e
is
a
c
o
n
ti
n
u
o
u
s
p
ro
c
e
s
s

E
n
s
u
ri
n
g
th
e
s
u
c
c
e
s
s
o
f
th
e
p
ro
g
ra
m
m
e
is
a
lo
n
g
te
rm

c
o
m
m
it
m
e
n
t.
It
g
o
e
s
w
e
ll
b
e
y
o
n
d
th
e
in
tr
o
d
u
c
ti
o
n
o
f
n
e
w

te
c
h
n
o
lo
g
y
.
S
u
c
c
e
s
s
w
ill
re
q
u
ir
e
u
s
to
:

•
p
ro
a
c
ti
v
e
ly
e
n
c
o
u
ra
g
e
s
e
lf
s
e
rv
ic
e
th
ro
u
g
h

s
tr
o
n
g
m
a
rk
e
ti
n
g
c
a
m
p
a
ig
n
s
a
n
d
a
w
e
ll
m
a
n
a
g
e
d

c
o
rp
o
ra
te
w
e
b
p
re
s
e
n
c
e
.

•
a
v
o
id
u
n
n
e
c
e
s
s
a
ry
c
o
n
ta
c
t.
W
e
w
ill
c
o
n
ti
n
u
e
to

im
p
ro
v
e
o
u
r
s
e
rv
ic
e
s
a
n
d
e
n
g
a
g
e
m
e
n
t
w
it
h
o
u
r

c
u
s
to
m
e
rs
in
o
rd
e
r
to
d
ri
v
e
te
le
p
h
o
n
e
c
o
n
ta
c
t
w
it
h

th
e
C
o
u
n
c
il
to
a
lo
w
le
v
e
l.
W
e
w
ill
in
tr
o
d
u
c
e
v
o
ic
e

re
c
o
g
n
it
io
n
s
o
ft
w
a
re
th
a
t
w
ill
s
to
p
c
u
s
to
m
e
rs
b
e
in
g

p
a
s
s
e
d
a
ro
u
n
d
th
e
o
rg
a
n
is
a
ti
o
n
.
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1
.
W
h
a
t
d
id
o
u
r
c
u
s
to
m
e
rs
s
a
y
?

A
p
ro
g
ra
m
m
e
th
a
t
p
u
ts
th
e
c
u
s
to
m
e
r
fi
rs
t

T
h
e
C
u
s
to
m
e
r
F
ir
s
t
p
ro
g
ra
m
m
e
h
a
s
a
c
le
a
r
v
is
io
n
.
H
o
w
e
v
e
r

th
is
v
is
io
n
w
ill
o
n
ly
b
e
s
u
c
c
e
s
s
fu
l
if
it
m
e
e
ts
th
e
n
e
e
d
s
o
f
o
u
r

c
u
s
to
m
e
rs
.
T
h
e
re
h
a
s
b
e
e
n
a
n
e
c
d
o
ta
l
e
v
id
e
n
c
e
p
re
v
io
u
s
ly

th
a
t
c
u
s
to
m
e
rs
a
re
d
e
m
a
n
d
in
g
th
a
t
w
e
o
ff
e
r
o
u
r
s
e
rv
ic
e
s
in
a

d
if
fe
re
n
t
w
a
y
s
.
H
o
w
e
v
e
r,
a
s
a
C
o
u
n
c
il
w
e
h
a
v
e
n
e
v
e
r

p
re
v
io
u
s
ly
a
s
k
e
d
th
e
m
in
a
n
y
m
e
a
n
in
g
fu
l
w
a
y
.
T
h
e
re
w
a
s
a
n

a
s
s
u
m
p
ti
o
n
th
a
t
p
e
n
t
u
p
d
e
m
a
n
d
fo
r
o
n
lin
e
c
o
u
n
c
il
s
e
rv
ic
e
s

e
x
is
ts
.

F
o
r
th
is
p
ro
g
ra
m
m
e
,
w
e
h
a
v
e
e
n
g
a
g
e
d
w
it
h
o
u
r
c
u
s
to
m
e
rs
in

th
e
m
o
s
t
s
ig
n
if
ic
a
n
t
p
ie
c
e
o
f
c
u
s
to
m
e
r
in
s
ig
h
t
e
v
e
r
c
a
rr
ie
d
o
u
t

b
y
th
e
C
o
u
n
c
il.
W
e
h
a
v
e
e
n
g
a
g
e
d
c
u
s
to
m
e
rs
e
v
e
ry
s
te
p
o
f
th
e

w
a
y
to
e
n
s
u
re
th
a
t
o
u
r
d
ir
e
c
ti
o
n
o
f
tr
a
v
e
l
is
b
a
s
e
d
o
n
o
u
r

c
u
s
to
m
e
r
n
e
e
d
s
.

W
e
fi
rs
tl
y
c
a
rr
ie
d
o
u
t
a
s
e
ri
e
s
o
f
s
ix
fo
c
u
s
g
ro
u
p
s
a
c
ro
s
s

C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
.
T
h
e
s
e
h
a
v
e
g
iv
e
n
u
s
,
a
t
a
h
ig
h
le
v
e
l,
a

v
ie
w
o
f
w
h
a
t
o
u
r
c
u
s
to
m
e
rs
lik
e
a
n
d
d
o
n
’t
lik
e
w
h
e
n
in
te
ra
c
ti
n
g

o
n
lin
e
.
W
e
fo
llo
w
e
d
th
is
u
p
w
it
h
1
,0
0
0
te
le
p
h
o
n
e
in
te
rv
ie
w
s

w
it
h
o
u
r
re
s
id
e
n
ts
.
T
h
e
s
e
s
u
rv
e
y
s
lo
o
k
e
d
s
p
e
c
if
ic
a
lly
a
t
th
e

s
e
rv
ic
e
s
w
e
o
ff
e
r,
a
n
d
h
o
w
lik
e
ly
c
u
s
to
m
e
rs
o
f
th
e
s
e
s
e
rv
ic
e
s

a
re
to
in
te
ra
c
t
w
it
h
u
s
o
n
lin
e
.
W
e
a
ls
o
c
a
rr
ie
d
o
u
t
in
d
e
p
th

in
te
rv
ie
w
s
w
it
h
p
la
n
n
in
g
a
g
e
n
ts
,
a
s
th
e
s
e
b
u
s
in
e
s
s
e
s
m
a
k
e
u
p

a
la
rg
e
p
ro
p
o
rt
io
n
o
f
P
la
n
n
in
g
c
u
s
to
m
e
rs
.

O
u
r
re
s
id
e
n
ts
a
re
d
e
m
a
n
d
in
g
o
n
li
n
e
s
e
rv
ic
e
s

T
h
is
e
n
g
a
g
e
m
e
n
t
w
it
h
o
u
r
c
u
s
to
m
e
rs
h
a
s
g
iv
e
n
u
s
a
n

e
x
c
e
lle
n
t
b
a
s
e
o
n
w
h
ic
h
to
b
u
ild
.
W
e
c
a
n
c
o
n
fi
d
e
n
tl
y
s
a
y
th
a
t

w
e
k
n
o
w
w
h
a
t
o
u
r
c
u
s
to
m
e
rs
w
a
n
t.
W
e
k
n
o
w
th
a
t:

•
O
n
e
fi
ft
h
o
f
c
u
s
to
m
e
rs
a
re
u
s
in
g
th
e
C
o
u
n
c
il
w
e
b
s
it
e
a
s
th
e
ir

m
a
in
m
o
d
e
o
f
c
o
n
ta
c
t

•
T
h
e
v
a
s
t
m
a
jo
ri
ty
o
f
c
u
s
to
m
e
rs
h
a
v
e
h
o
m
e
in
te
rn
e
t
a
c
c
e
s
s

•
J
u
s
t
u
n
d
e
r
h
a
lf
h
a
v
e
a
c
c
e
s
s
to
s
m
a
rt
p
h
o
n
e
s
.
T
h
is
is

in
c
re
a
s
in
g

•
O
v
e
r
h
a
lf
o
f
o
u
r
c
u
s
to
m
e
rs
fa
ll
in
to
th
e
s
e
g
m
e
n
ts
m
o
s
t
lik
e
ly

to
m
o
v
e
o
n
lin
e
in
th
e
fu
tu
re
.
O
n
ly
2
0
%
a
re
u
n
lik
e
ly
to
u
s
e

o
u
r
o
n
lin
e
s
e
rv
ic
e
s
.

•
T
h
e
re
is
d
e
m
a
n
d
fo
r
a
ll
C
o
u
n
c
il
s
e
rv
ic
e
s
to
b
e
o
ff
e
re
d

o
n
lin
e
,
a
c
ro
s
s
a
ll
s
o
c
io
-d
e
m
o
g
ra
p
h
ic
g
ro
u
p
s
.

F
u
ll
d
e
ta
ils
o
f
th
e
C
u
s
to
m
e
r
In
s
ig
h
t
c
a
n
b
e
s
e
e
n
in
S
e
c
ti
o
n
3

.8
1
%
u
s
e

th
e
in
te
rn
e
t

o
n
a
d
a
il
y

b
a
s
is

7
1
%
in

s
e
g
m
e
n
ts

m
o
s
t
li
k
e
ly

to
s
h
if
t

o
n
li
n
e

2
0
%

a
lr
e
a
d
y
u
s
e

th
e

C
o
u
n
c
il
’s

w
e
b
s
it
e
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

1
0

1
.
W
h
a
t
d
id
o
u
r
c
u
s
to
m
e
rs
s
a
y
?

A
s
a
C
o
u
n
c
il
w
e
h
a
v
e
m
a
n
y
ty
p
e
o
f
c
u
s
to
m
e
rs
.
H
o
w
e
v
e
r
o
u
r
re
s
e
a
rc
h
h
a
s
s
h
o
w
n
th
a
t
c
u
s
to
m
e
rs
c
a
n
b
e
c
h
a
ra
c
te
ri
s
e
d
b
y
fi
v
e

p
e
rs
o
n
a
s
.
T
h
e
s
e
fi
v
e
p
e
rs
o
n
a
s
d
e
fi
n
e
th
e
m
a
jo
r
u
s
e
rs
o
f
o
u
r
s
e
rv
ic
e
s
.
B
y
d
e
s
ig
n
in
g
o
u
r
s
e
rv
ic
e
s
a
ro
u
n
d
th
e
n
e
e
d
s
o
f
th
e
s
e

p
e
rs
o
n
a
s
w
e
w
ill
b
e
e
n
s
u
ri
n
g
w
e
k
e
e
p
th
e
c
u
s
to
m
e
r
a
t
th
e
h
e
a
rt
o
f
e
v
e
ry
th
in
g
w
e
d
o
.

T
h
e
s
e
fi
v
e
ty
p
e
s
o
f
c
u
s
to
m
e
r
a
re
:

C
u
s
to
m
e
r
g
ro
u
p

n
a
m
e
:
C
h
a
m
p
io
n
s

E
x
a
m
p
le
o
f

re
s
id
e
n
ts
:

J
a
c
k
,

S
a
m
a
n
th
a

“I
re

al
ly

do
n’

tl
ik

e
sp

ea
ki

ng
on

th
e

ph
on

e,
m

y
fir

st
po

rt
of

ca
ll

w
ill

al
w

ay
s

be
th

e
w

eb
si

te
.”

“I
fe

ve
ry

th
in

g
w

as
th

er
e

an
d

co
ve

re
d

al
lt

he
in

fo
rm

at
io

n
In

ee
d,

Iw
ou

ld
ha

ve
no

ne
ed

to
co

nt
ac

tt
he

C
ou

nc
il

by
te

le
ph

on
e.

”
•
3
1
%
o
f
th
e
p
o
p
u
la
ti
o
n

•
7
7
%
a
re
fr
o
m
a
p
ro
fe
s
s
io
n
a
l/
s
k
il
le
d
s
o
c
io
-

e
c
o
n
o
m
ic
g
ro
u
p

•
9
4
%
a
re
IT
p
ro
fi
c
ie
n
t

•
6
0
%
h
a
v
e
S
m
a
rt
p
h
o
n
e
s

•
8
9
%
a
re
w
il
li
n
g
to
s
h
if
t
o
n
li
n
e
in
th
e
fu
tu
re

•
7
2
%
a
re
a
lr
e
a
d
y
‘t
ra
n
s
a
c
ti
o
n
a
l’
o
n
li
n
e

C
u
s
to
m
e
r
g
ro
u
p

n
a
m
e
:
A
d
v
o
c
a
te
s

E
x
a
m
p
le
s
o
f

re
s
id
e
n
ts
:

S
a
ra
h
,
M
ik
e

•
2
3
%
o
f
th
e
p
o
p
u
la
ti
o
n

•
7
2
%
a
re
fr
o
m
a
p
ro
fe
s
s
io
n
a
l/
s
k
il
le
d
s
o
c
io
-

e
c
o
n
o
m
ic
g
ro
u
p

•
9
9
%
a
re
IT
p
ro
fi
c
ie
n
t

•
5
5
%
h
a
v
e
S
m
a
rt
p
h
o
n
e
's

•
6
7
%
a
re
a
lr
e
a
d
y
‘t
ra
n
s
a
c
ti
o
n
a
l’
o
n
li
n
e

“T
hr

ou
gh

m
y

m
os

tr
ec

en
te

xp
er

ie
nc

e
of

te
le

ph
on

in
g

th
e

C
ou

nc
il

Iw
as

tr
an

sf
er

re
d

to
nu

m
er

ou
s

pe
op

le
an

d
it

to
ok

a
co

ns
id

er
ab

le
pe

rio
d

of
tim

e
fo

r
so

m
eo

ne
to

ge
tb

ac
k

to
m

e”

“S
pe

ed
of

re
sp

on
se

is
cr

uc
ia

l”
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

1
1

1
.
W
h
a
t
d
id
o
u
r
c
u
s
to
m
e
rs
s
a
y
?

C
u
s
to
m
e
r
g
ro
u
p

n
a
m
e
:
F
lo
a
ti
n
g

V
o
te
rs

E
x
a
m
p
le
s
o
f

re
s
id
e
n
ts
:
J
o
h
n
,

V
ic
to
ri
a

•
1
7
%
o
f
th
e
p
o
p
u
la
ti
o
n

•
8
1
%
a
re
fr
o
m
a
m
a
n
u
a
l/
s
k
il
le
d
s
o
c
io
-

e
c
o
n
o
m
ic
b
a
c
k
g
ro
u
n
d

•
M
o
s
t
v
ie
w
th
e
m
s
e
lv
e
s
a
s
h
a
v
in
g
a
n
a
v
e
ra
g
e

le
v
e
l
o
f
IT
p
ro
fi
c
ie
n
c
y

•
M
o
re
th
a
n
h
a
lf
(5
5
%
)
u
s
e
th
e
in
te
rn
e
t
fo
r

o
n
li
n
e
s
h
o
p
p
in
g
a
n
d
b
a
n
k
in
g

“I
ha

ve
ha

d
an

ex
pe

rie
nc

e
of

re
al

ly
no

is
y

ne
ig

hb
ou

rs
re

ce
nt

ly
an

d
Id

on
't

re
al

ly
lik

e
ph

on
in

g
th

e
C

ou
nc

il
re

ga
rd

in
g

th
es

e
is

su
es

”

“I
ft

hi
s

co
ul

d
be

do
ne

ef
fe

ct
iv

el
y

an
d

qu
ic

kl
y

on
lin

e
Iw

ou
ld

be
ha

pp
y

to
do

th
is

”

C
u
s
to
m
e
r
g
ro
u
p

n
a
m
e
:
R
e
lu
c
ta
n
ts

E
x
a
m
p
le
s
o
f

re
s
id
e
n
ts
:

J
a
n
e
,
R
o
b

•
1
0
%
o
f
th
e
p
o
p
u
la
ti
o
n

•
8
3
%
a
re
fr
o
m
a
m
a
n
u
a
l/
s
k
il
le
d
s
o
c
io
-

e
c
o
n
o
m
ic
b
a
c
k
g
ro
u
n
d

•
3
6
%
a
re
IT
p
ro
fi
c
ie
n
t

•
5
2
%
a
re
a
lr
e
a
d
y
‘t
ra
n
s
a
c
ti
o
n
a
l’
o
n
li
n
e

•
1
5
%
h
a
v
e
a
d
is
a
b
il
it
y

“I
w

ou
ld

be
ha

pp
y

to
ha

ve
a

gr
ea

te
r

in
te

ra
ct

io
n

w
ith

th
e

C
ou

nc
il

on
lin

e,
ho

w
ev

er
Is

til
ll

ik
e

th
e

pe
rs

on
al

to
uc

h
of

a
di

re
ct

co
nv

er
sa

tio
n”

“I
cu

rr
en

tly
pa

y
m

y
C

ou
nc

il
T

ax
by

ca
sh

,i
fI

w
as

to
ge

ta
m

or
e

pe
rs

on
al

is
ed

ap
pr

oa
ch

w
ith

a
tr

an
sa

ct
io

n
hi

st
or

y
th

is
w

ou
ld

en
co

ur
ag

e
m

e
to

go
on

lin
e

fo
r

th
is

se
rv

ic
e”
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

1
2

1
.
W
h
a
t
d
id
o
u
r
c
u
s
to
m
e
rs
s
a
y
?

T
h
e
a
n
a
ly
s
is
o
f
o
u
r
p
ri
m
a
ry
re
s
e
a
rc
h
is
c
o
n
c
lu
s
iv
e
.
O
n
ly
2
0
%
o
f
o
u
r
c
u
s
to
m
e
rs
w
o
u
ld
n
o
t
b
e
w
ill
in
g
to
u
s
e
a
s
e
rv
ic
e
o
n
lin
e
.
T
w
o

o
f
o
u
r
c
u
s
to
m
e
r
g
ro
u
p
s
(m
a
k
in
g
u
p
5
4
%
o
f
th
e
p
o
p
u
la
ti
o
n
)
a
re
d
e
m
a
n
d
in
g
o
n
lin
e
s
e
rv
ic
e
s
.
T
h
e
re
m
a
in
in
g
2
6
%
o
f
th
e
p
o
p
u
la
ti
o
n

w
ill
b
e
k
e
y
to
th
e
s
u
c
c
e
s
s
o
f
o
u
r
p
ro
g
ra
m
m
e
.
In
o
rd
e
r
to
a
tt
ra
c
t
th
e
F
lo
a
ti
n
g
V
o
te
rs
a
n
d
R
e
lu
c
a
n
ts
w
e
w
ill
d
e
s
ig
n
a
s
y
s
te
m
th
a
t
is

s
im
p
le
a
n
d
e
a
s
y
to
u
s
e
,
a
n
d
u
s
e
e
ff
e
c
ti
v
e
m
a
rk
e
ti
n
g
to
e
n
c
o
u
ra
g
e
s
e
lf
s
e
rv
ic
e
.

C
u
s
to
m
e
r
g
ro
u
p

n
a
m
e
:
R
a
th
e
r

N
o
ts

E
x
a
m
p
le
s
o
f

re
s
id
e
n
ts
:
Is
o
b
e
l,

W
a
rr
e
n

•
R
e
p
re
s
e
n
t
2
0
%
o
f
th
e
p
o
p
u
la
ti
o
n

•
8
2
%
a
re
fr
o
m
a
m
a
n
u
a
l/
s
k
il
le
d
s
o
c
io
-e
c
o
n
o
m
ic

b
a
c
k
g
ro
u
n
d

•
6
1
%
h
a
v
e
a
c
c
e
s
s
to
th
e
in
te
rn
e
t

•
N
o
n
e
o
f
th
e
s
e
c
u
s
to
m
e
rs
w
o
u
ld
ra
te

th
e
m
s
e
lv
e
s
a
s
b
e
in
g
IT
p
ro
fi
c
ie
n
t
a
lt
h
o
u
g
h
,

5
7
%
u
s
e
th
e
in
te
rn
e
t
a
t
le
a
s
t
d
a
il
y

•
9
9
%
u
n
w
il
li
n
g
to
m
o
v
e
o
n
li
n
e

“T
he

pu
bl

ic
lib

ra
rie

s
th

at
ha

ve
co

m
pu

te
rs

ar
e

of
te

n
ve

ry
bu

sy
,n

oi
sy

an
d

m
ai

nl
y

fu
ll

of
yo

un
g

pe
op

le
w

hi
ch

ca
n

be
qu

ite
of

f-
pu

tti
ng

fo
r

so
m

eo
ne

of
m

y
ag

e”

“I
t’s

ju
st

th
e

w
ay

I'v
e

be
en

br
ou

gh
t

up
–

Ia
lw

ay
s

lik
e

to
bu

y
th

in
gs

fa
ce

to
fa

ce
...

do
n'

tl
ik

e
th

e
id

ea
of

th
e

in
te

rn
et

..
.I’

ve
w

en
t

49
ye

ar
s

w
ith

ou
ta

n
in

te
rn

et
,s

o
I'l

ln
ot

be
ge

tti
ng

on
to

it
no

w
“
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

1
3

1
.
W
h
a
t
d
id
o
u
r
s
e
rv
ic
e
s
s
a
y
?

T
h
e
p
ro
g
ra
m
m
e
is
in
it
ia
lly
fo
c
u
s
s
in
g
o
n
1
5
k
e
y
s
e
rv
ic
e
s
,
w
h
ic
h
h
a
v
e
b
e
e
n
s
e
le
c
te
d
o
n
a
n
u
m
b
e
r
o
f
c
ri
te
ri
a
in
c
lu
d
in
g
tr
a
n
s
a
c
ti
o
n
a
l

v
o
lu
m
e
s
,
s
u
it
a
b
ili
ty
fo
r
s
e
lf
s
e
rv
ic
e
a
n
d
a
c
h
ie
v
a
b
ili
ty
.
T
o
p
ro
d
u
c
e
th
e
b
u
s
in
e
s
s
c
a
s
e
w
e
h
a
v
e
w
o
rk
e
d
c
lo
s
e
ly
w
it
h
th
e
s
e
s
e
rv
ic
e

a
re
a
s
.
T
h
is
h
a
s
in
c
lu
d
e
d
h
ig
h
le
v
e
l
d
e
s
ig
n
w
o
rk
s
h
o
p
s
,
to
a
s
s
e
s
s
c
u
rr
e
n
t
c
u
s
to
m
e
r
s
e
rv
ic
e
d
e
liv
e
ry
a
n
d
la
y
o
u
t
a
v
is
io
n
fo
r
th
e

fu
tu
re
,
fo
llo
w
e
d
b
y
m
o
re
d
e
ta
ile
d
d
e
s
ig
n
.
F
e
e
d
b
a
c
k
fr
o
m
th
e
s
e
rv
ic
e
s
h
a
s
b
e
e
n
e
n
th
u
s
ia
s
ti
c
.
T
h
e
re
is
a
re
a
l
d
e
s
ir
e
w
it
h
in
o
u
r

C
o
u
n
c
il
to
d
e
liv
e
r
e
x
c
e
lle
n
t
c
u
s
to
m
e
r
s
e
rv
ic
e
s
.
S
o
m
e
c
o
m
m
e
n
ts
re
c
e
iv
e
d
in
c
lu
d
e
:

“W
e
’v
e
b
e
e
n
tr
y
in
g
to
d
o
th
is
fo
r
y
e
a
rs
o
n
o
u
r
o
w
n
–
w
e
k
n
o
w
th
a
t
th
is
w
ill
h
e
lp
u
s
w
o
rk
b
e
tt
e
r.
”

“O
u
r
p
ro
c
e
s
s
e
s
a
n
d
IC
T
d
o
n
’t
h
e
lp
.
T
h
e
y
g
e
t
in
th
e
w
a
y
o
f
u
s
d
e
liv
e
ri
n
g
e
x
c
e
lle
n
t
c
u
s
to
m
e
r
s
e
rv
ic
e
s
.”

“W
e
k
n
o
w
o
u
r
c
u
s
to
m
e
rs
d
o
n
’t
w
a
n
t
to
p
h
o
n
e
u
s
.
W
e
a
re
fo
rc
in
g
th
e
m
a
t
th
e
m
o
m
e
n
t.
”

“I
a
m
p
le
a
s
e
d
th
is
w
ill
a
c
tu
a
lly
h
a
p
p
e
n
th
is
ti
m
e
!”

S
u
s
ta
in
a
b
le
C
o
m
m
u
n
it
ie
s
:

•P
la
n
n
in
g

•B
u
ild
in
g
C
o
n
tr
o
l

•H
ig
h
w
a
y
s

•S
c
h
o
o
l
T
ra
n
s
p
o
rt

•W
a
s
te

•L
e
is
u
re

•A
d
u
lt
S
k
ill
s
a
n
d
C
o
m
m
u
n
it
y

L
e
a
rn
in
g

C
h
il
d
re
n
’s
S
e
rv
ic
e
s
:

•
W
e
b
B
a
s
e
d

C
o
m
m
is
s
io
n
in
g

S
o
c
ia
l
C
a
re
,
H
e
a
lt
h
a
n
d

H
o
u
s
in
g
:

•
H
o
u
s
in
g

•
B
lu
e
B
a
d
g
e
s

C
o
rp
o
ra
te
S
e
rv
ic
e
s

•
G
e
n
e
ra
l
E
n
q
u
ir
ie
s

•
C
o
n
c
e
s
s
io
n
a
ry
B
u
s

P
a
s
s
e
s

•
C
o
u
n
c
il
T
a
x
,
B
e
n
e
fi
ts
a
n
d

F
re
e
S
c
h
o
o
l
M
e
a
ls

N
o
te
:
fa
c
e
to
fa
c
e
c
o
n
ta
c
t
c
e
n
tr
e
s
a
re
n
o
t
in
c
lu
d
e
d
in
th
is
b
u
s
in
e
s
s
c
a
s
e
,
b
u
t
s
u
b
je
c
t
to
a
s
e
p
a
ra
te
re
v
ie
w
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

1
4

1
.
B
u
s
in
e
s
s
C
a
s
e

T
h
e
b
e
n
e
fi
ts
h
a
v
e
b
e
e
n
c
a
lc
u
la
te
d
b
y
b
ri
n
g
in
g
to
g
e
th
e
r
a
ll
o
f
th
e
e
le
m
e
n
ts
o
f
th
e
b
u
s
in
e
s
s
c
a
s
e
.
T
h
is
in
c
lu
d
e
s

•
A
p
p
ly
in
g
th
e
re
s
u
lt
s
o
f
th
e
C
u
s
to
m
e
r
In
s
ig
h
t
to
th
e
c
u
rr
e
n
t
c
o
n
ta
c
t
v
o
lu
m
e
s
to
a
llo
w
u
s
to
c
a
lc
u
la
te
h
o
w
m
a
n
y
c
u
s
to
m
e
rs
w
ill
u
s
e

th
e
s
e
lf
s
e
rv
ic
e
p
o
rt
a
l.

•
R
e
v
ie
w
in
g
a
ll
p
ro
c
e
s
s
e
s
fo
r
p
ro
c
e
s
s
im
p
ro
v
e
m
e
n
ts
,
w
h
ic
h
im
p
ro
v
e
th
e
q
u
a
lit
y
o
f
s
e
rv
ic
e
fo
r
c
u
s
to
m
e
rs
a
n
d
re
d
u
c
e
th
e
w
o
rk
lo
a
d

fo
r
th
e
B
a
c
k
O
ff
ic
e
te
a
m
s
.

•
T
h
e
fo
llo
w
in
g
s
lid
e
s
o
u
tl
in
e
th
e
c
a
lc
u
la
ti
o
n
s
th
a
t
h
a
v
e
ta
k
e
n
p
la
c
e
fo
r
e
a
c
h
in
d
iv
id
u
a
l
s
e
rv
ic
e

E
x
is
ti
n
g
c
o
n
ta
c
t
v
o
lu
m
e
s
fo
r
a
ll
s
e
rv
ic
e
s

R
e
d
u
c
ti
o
n
in

w
o
rk
lo
a
d
d
u
e
to

re
d
u
c
e
d
c
u
s
to
m
e
r

c
o
n
ta
c
ts
(s
e
lf

s
e
rv
ic
e
)

R
e
d
u
c
ti
o
n
in
w
o
rk
lo
a
d

d
u
e
to
p
ro
c
e
s
s

im
p
ro
v
e
m
e
n
ts

S
a
v
in
g
s
fr
o
m
n
o
n
s
ta
ff

b
u
d
g
e
ts

W
h
a
t
c
u
s
to
m
e
rs
u
s
e
th
e
s
e
s
e
rv
ic
e
s

H
o
w
li
k
e
ly
e
a
c
h
c
u
s
to
m
e
r
ty
p
e
is
to
u
s
e
o
n
li
n
e
s
e
lf
s
e
rv
ic
e

W
h
e
re
c
u
s
to
m
e
rs
c
u
rr
e
n
tl
y
c
o
n
ta
c
t

O
p
p
o
rt
u
n
it
ie
s
to
re
d
u
c
e
ti
m
e
ta
k
e
n
to
d
e
li
v
e
r
p
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c
e
s
s
b
y
re
m
o
v
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g
n
o
n
v
a
lu
e
a
d
d
a
c
ti
v
it
ie
s

V
o
lu
m
e
s
o
f
e
a
c
h
p
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c
e
s
s
a
c
ti
v
it
y
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e
a
c
h
s
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e
s
a
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a

H
o
w
m
a
n
y
s
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c
u
rr
e
n
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y
h
a
n
d
le
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e
c
o
n
ta
c
ts

C
e
C
e
C
e
C
e
C
e
C
e
C
e
C
e
n
t
n
t
n
t
n
t
n
t
n
t
n
t
n
tr
ararararararara
l
B
l
B
l
B
l
B
l
B
l
B
l
B
l
B
e
d
e
d
e
d
e
d
e
d
e
d
e
d
e
d
fofofofofofofofo
rdrdrdrdrdrdrdrd
s
h
s
h
s
h
s
h
s
h
s
h
s
h
s
h
iriririririririr
e
C

e
C

e
C

e
C

e
C

e
C

e
C

e
C
o
u
o
u
o
u
o
u
o
u
o
u
o
u
o
u
n
c
n
c
n
c
n
c
n
c
n
c
n
c
n
c
ilililililililil

O
p
p
o
rt
u
n
it
ie
s
to
re
d
u
c
e
s
p
e
n
d
o
n
m
a
te
ri
a
ls
s
u
c
h
a
s
p
ri
n
ti
n
g
b
y
re
m
o
v
in
g
n
o
n
v
a
lu
e
a
d
d
a
c
ti
v
it
ie
s

B
e
n
e
fi
ts

a
c
ro
s
s

a
ll

s
e
rv
ic
e
s

H
o
w
m
a
n
y
c
u
s
to
m
e
rs
c
u
rr
e
n
tl
y
u
s
e
th
e
e
x
is
ti
n
g
s
e
lf
s
e
rv
ic
e
ro
u
te
s

In
p
u
ts
to
B
u
s
in
e
s
s
C
a
s
e

B
e
n
e
fi
ts
Id
e
n
ti
fi
e
d
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

1
5

1
.
B
u
s
in
e
s
s
C
a
s
e

T
h
e
fo
llo
w
in
g
s
lid
e
s
b
re
a
k
d
o
w
n
th
e
p
o
te
n
ti
a
l
b
e
n
e
fi
ts
in
to
tw
o
ta
b
le
s
:

•
T
h
e
fi
rs
t
o
f
th
e
s
e
s
h
o
w
re
d
u
c
ti
o
n
in
w
o
rk
lo
a
d
in
th
e
C
o
n
ta
c
t
C
e
n
tr
e
a
n
d
s
e
rv
ic
e
s
d
u
e
to
s
e
lf

s
e
rv
ic
e
(a
s
a
re
s
u
lt
o
f
w
e
b
s
e
lf
s
e
rv
ic
e
o
r
te
le
p
h
o
n
y
s
e
lf
s
e
rv
ic
e
/i
n
tr
o
d
u
c
ti
o
n
o
f
v
o
ic
e
re
c
o
g
n
it
io
n
.

T
h
e
a
re
a
s
w
h
ic
h
d
ri
v
e
th
is
s
a
v
in
g
s
a
re
:

•
L
e
s
s
c
u
s
to
m
e
rs
c
o
n
ta
c
ti
n
g
th
e
C
o
n
ta
c
t
C
e
n
tr
e
d
u
e
to
a
v
a
ila
b
ili
ty
a
n
d
m
a
rk
e
ti
n
g
o
f
s
e
lf

s
e
rv
ic
e
.

•
L
e
s
s
c
o
n
ta
c
ts
b
e
in
g
p
a
s
s
e
d
th
ro
u
g
h
to
th
e
s
e
rv
ic
e
a
re
a
s
d
u
e
to
m
o
re
in
d
e
p
th
s
e
rv
ic
e

o
ff
e
re
d
in
th
e
C
o
n
ta
c
t
C
e
n
tr
e
.

•
F
ilt
e
ri
n
g
o
u
t
o
f
th
e
s
w
it
c
h
b
o
a
rd
ty
p
e
e
n
q
u
ir
ie
s
fr
o
m
th
e
C
o
n
ta
c
t
C
e
n
tr
e
u
s
in
g
v
o
ic
e

re
c
o
g
n
it
io
n
s
o
ft
w
a
re
.

•
M
o
v
in
g
m
o
re
s
e
rv
ic
e
s
in
to
th
e
e
x
is
ti
n
g
c
o
n
ta
c
t
c
e
n
tr
e
.

•
T
h
e
s
e
c
o
n
d
ta
b
le
s
h
o
w
s
th
e
p
o
te
n
ti
a
l
re
d
u
c
ti
o
n
in
w
o
rk
lo
a
d
d
u
e
to
p
ro
c
e
s
s
im
p
ro
v
e
m
e
n
ts

id
e
n
ti
fi
e
d
b
y
th
e
s
e
rv
ic
e
a
n
d
a
n
y
p
o
te
n
ti
a
l
s
a
v
in
g
s
fr
o
m
n
o
n
s
ta
ff
b
u
d
g
e
ts
.
T
h
e
m
a
jo
r
a
re
a
s
w
h
ic
h

d
ri
v
e
th
is
s
a
v
in
g
s
a
re
:

•
Im
p
ro
v
e
d
e
lig
ib
ili
ty
c
h
e
c
k
in
g
,
re
d
u
c
in
g
c
u
s
to
m
e
r
d
e
m
a
n
d
fo
r
a
s
e
rv
ic
e

•
S
y
s
te
m
s
in
te
g
ra
ti
o
n
re
d
u
c
in
g
th
e
n
e
e
d
fo
r
a
s
e
rv
ic
e
to
re
ty
p
e
in
fo
rm
a
ti
o
n
b
e
tw
e
e
n

s
y
s
te
m
s
.

R
e
d
u
c
ti
o
n
in

w
o
rk
lo
a
d
d
u
e
to

re
d
u
c
e
d
c
u
s
to
m
e
r

c
o
n
ta
c
ts
(s
e
lf

s
e
rv
ic
e
)

R
e
d
u
c
ti
o
n
in
w
o
rk
lo
a
d

d
u
e
to
p
ro
c
e
s
s

im
p
ro
v
e
m
e
n
ts

S
a
v
in
g
s
fr
o
m
n
o
n
s
ta
ff

b
u
d
g
e
ts
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n
tr
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l
B
e
d
fo
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s
h
ir
e
C
o
u
n
c
il

1
6

1
.
B
u
s
in
e
s
s
C
a
s
e

T
o
ta
l
S
a
v
in
g
s

S
a
v
in
g
s
b
y
d
ir
e
c
to
ra
te
a
n
d
s
e
rv
ic
e
a
re
a

D
ir
e
c
to
ra
te

S
e
rv
ic
e

P
o
te
n
ti
a
l
S
a
v
in
g
s

D
u
e
to
S
e
lf
S
e
rv
ic
e

P
o
te
n
ti
a
l
S
a
v
in
g
s

D
u
e
to
P
ro
c
e
s
s

Im
p
ro
v
e
m
e
n
ts

P
o
te
n
ti
a
l
T
o
ta
l
F
T
E

S
a
v
in
g
s

P
o
te
n
ti
a
l
N
o
n

S
ta
ff
S
a
v
in
g
s

T
o
ta
l*

S
u
s
ta
in
a
b
le

C
o
m
m
u
n
it
ie
s

A
d
u
lt
S
k
ill
s
a
n
d
C
o
m
m
u
n
it
y

L
e
a
rn
in
g

£
6
1
,1
9
2

£
0

3
.0

£
0

£
6
1
,9
1
2

B
u
ild
in
g
C
o
n
tr
o
l

£
0

£
0

0
.0

£
1
7
2

£
1
7
2

H
ig
h
w
a
y
s

£
0

£
0

0
.0

£
0

£
0

L
e
is
u
re

£
2
7
,6
7
4

£
3
0
7
4
8

1
.9

£
1
,0
0
0

£
5
9
,4
2
2

P
la
n
n
in
g

£
1
7
,5
3
0

£
7
0
,1
2
1

3
.5

£
5
,8
8
0

£
9
3
,5
3
1

S
c
h
o
o
l
T
ra
n
s
p
o
rt

£
1
4
,6
7
9

£
0

0
.0

£
0

£
0

W
a
s
te

£
7
,9
7
3

£
0

0
.0

£
0

£
0

C
h
il
d
re
n
’s

S
e
rv
ic
e
s

W
e
b
B
a
s
e
d
C
o
m
m
is
s
io
n
in
g

fo
r
S
c
h
o
o
ls

£
0

£
0

0
.0

£
0

£
0

S
o
c
ia
l
C
a
re
,

H
e
a
lt
h
a
n
d

H
o
u
s
in
g

B
lu
e
B
a
d
g
e
s

£
0

£
0

0
.0

£
0

£
0

H
o
u
s
in
g

£
2
3
,8
4
0

£
8
8
,5
4
9

3
.3

£
7
1
6

£
1
1
3
,1
0
5

C
o
rp
o
ra
te

S
e
rv
ic
e
s

C
o
n
c
e
s
s
io
n
a
ry
B
u
s
P
a
s
s
e
s

£
0

£
0

0
.0

£
0

£
0

C
o
u
n
c
il
T
a
x
,
B
e
n
e
fi
ts
a
n
d

F
re
e
S
c
h
o
o
l
M
e
a
ls

£
1
2
7
,1
3
6

£
2
4
8
,2
1
8

1
2
.4

£
5
0
,7
9
0

£
4
2
6
,1
4
4

C
o
n
ta
c
t
C
e
n
tr
e

£
1
8
6
,2
9
6

£
3
5
,0
0
0
-
£
7
0
,0
0
0

9
.1
-1
0
.1

£
0

£
2
2
1
,2
9
6
-
£
2
5
6
,2
9
6

T
o
ta
l
3
4
.5
-3
5
.5
ft
e

£
9
7
5
,5
7
2
-

£
1
,0
1
0
,5
8
2

T
h
e
ta
b
le
b
e
lo
w
o
u
tl
in
e
s
th
e
s
a
v
in
g
s
th
a
t
c
a
n
b
e
a
c
h
ie
v
e
d
a
c
ro
s
s
e
a
c
h
s
e
rv
ic
e

*
C
a
lc
u
la
te
d
u
s
in
g
a
v
e
ra
g
e
s
a
la
ry
p
e
r
s
e
rv
ic
e
a
ff
e
c
te
d
te
a
m

(s
h
o
w
n
a
t
e
n
d
o
f
s
e
c
ti
o
n
9
)
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

1
7

1
.
B
u
s
in
e
s
s
C
a
s
e

S
u
m
m
a
ry
o
f
s
a
v
in
g
s
th
ro
u
g
h
s
e
lf
s
e
rv
ic
e

S
a
v
in
g
s
b
y
d
ir
e
c
to
ra
te
a
n
d
s
e
rv
ic
e
a
re
a

D
ir
e
c
to
ra
te

S
e
rv
ic
e

C
u
rr
e
n
t
F
T
E
H
a
n
d
lin
g

C
u
s
to
m
e
r
C
o
n
ta
c
t

P
o
te
n
ti
a
l
R
e
d
u
c
ti
o
n
in

W
o
rk
lo
a
d

P
o
te
n
ti
a
l
R
e
d
u
c
ti
o
n
in

F
T
E

P
o
te
n
ti
a
l
S
a
v
in
g
s

fr
o
m
F
T
E
R
e
d
u
c
ti
o
n
*

S
u
s
ta
in
a
b
le

C
o
m
m
u
n
it
ie
s

A
d
u
lt
S
k
ill
s
a
n
d
C
o
m
m
u
n
it
y

L
e
a
rn
in
g

5
.2

5
7
%

3
.0

£
6
1
,9
1
2

B
u
ild
in
g
C
o
n
tr
o
l

2
.0

7
%

0
.0

£
0

H
ig
h
w
a
y
s

0
2
6
%

0
.0

£
0

L
e
is
u
re

1
.2

7
6
%

0
.9

£
2
7
,6
7
4

P
la
n
n
in
g

4
.0

1
9
%

0
.7

£
1
7
,5
3
0

S
c
h
o
o
l
T
ra
n
s
p
o
rt

0
.8

5
8
%

0
.0

£
0

W
a
s
te

1
.2

2
2
%

0
.0

£
0

C
h
il
d
re
n
’s
S
e
rv
ic
e
s

S
c
h
o
o
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W
e
b
B
a
s
e
d

C
o
m
m
is
s
io
n
in
g

0
0
%

0
.0

£
0

S
o
c
ia
l
C
a
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,
H
e
a
lt
h

a
n
d
H
o
u
s
in
g

B
lu
e
B
a
d
g
e
s

0
7
%

0
£
0

H
o
u
s
in
g

6
.5

9
%

0
.7

£
2
3
,8
4
0

C
o
rp
o
ra
te
S
e
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ic
e
s

C
o
n
c
e
s
s
io
n
a
ry
B
u
s
P
a
s
s
e
s

0
1
6
%

0
£
0

C
o
u
n
c
il
T
a
x
,
B
e
n
e
fi
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a
n
d
F
re
e

S
c
h
o
o
l
M
e
a
ls

1
2

3
5
%

4
.2

£
1
2
7
,1
3
6

C
o
n
ta
c
t
C
e
n
tr
e

3
6
.6

2
2
%

8
.1

£
1
8
6
,2
9
6

T
o
ta
l
1
8
.7
F
T
E

£
4
4
4
,3
8
8

T
h
e
ta
b
le
b
e
lo
w
o
u
tl
in
e
s
th
e
s
a
v
in
g
s
th
a
t
c
a
n
b
e
a
c
h
ie
v
e
d
fr
o
m
th
e
re
d
u
c
ti
o
n
in
c
u
s
to
m
e
r
c
o
n
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c
t
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o
m
s
e
lf
s
e
rv
ic
e
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e
a
c
h
s
e
rv
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e

*
C
a
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u
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d
u
s
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g
a
v
e
ra
g
e
s
a
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p
e
r
s
e
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e
a
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e
c
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d
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a
m
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h
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n
a
t
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f
s
e
c
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)
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

1
8

1
.
B
u
s
in
e
s
s
C
a
s
e

S
u
m
m
a
ry
o
f
s
a
v
in
g
s
th
ro
u
g
h
p
ro
c
e
s
s
im
p
ro
v
e
m
e
n
ts
(1
)

S
a
v
in
g
s
b
y
d
ir
e
c
to
ra
te
a
n
d
s
e
rv
ic
e
a
re
a

D
ir
e
c
to
ra
te

S
e
rv
ic
e

P
o
te
n
ti
a
l
F
T
E
S
a
v
in
g
s

fr
o
m
P
ro
c
e
s
s

Im
p
ro
v
e
m
e
n
ts

P
o
te
n
ti
a
l
N
o
n
S
ta
ff

S
a
v
in
g
s
fr
o
m
P
ro
c
e
s
s

Im
p
ro
v
e
m
e
n
ts

H
ig
h
L
e
v
e
l
E
x
p
la
n
a
ti
o
n
fo
r
S
a
v
in
g
s

T
o
ta
l
P
o
te
n
ti
a
l

S
a
v
in
g
s
*

S
u
s
ta
in
a
b
le

C
o
m
m
u
n
it
ie
s

A
d
u
lt
S
k
ill
s
a
n
d
C
o
m
m
u
n
it
y

L
e
a
rn
in
g

0
.0

£
0

•
N
/A

£
0

B
u
ild
in
g
C
o
n
tr
o
l

0
.0

£
1
7
2

•
O
n
lin
e
a
p
p
o
in
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e
n
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a
n
d
e
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c
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o
n
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p
a
y
m
e
n
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d
u
c
in
g
s
e
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e
w
o
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a
d
.

£
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7
2

H
ig
h
w
a
y
s

0
.0

£
0

•
N
/A

£
0

L
e
is
u
re

1
.0

£
1
,0
0
0

•
U
s
in
g
L
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S
ta
ff
in
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c
e
to
fa
c
e
re
c
e
p
ti
o
n
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L
e
ig
h
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n
B
u
z
z
a
rd
T
h
e
a
tr
e

£
3
1
,7
4
9

P
la
n
n
in
g

2
.8

£
5
,8
8
0

•
S
y
s
te
m
s
in
te
g
ra
ti
o
n
s
re
d
u
c
in
g
n
e
e
d
to

p
ri
n
t
a
n
d
re
s
c
a
n
in
fo
rm
a
ti
o
n
.

•
P
la
n
s
c
a
n
b
e
p
a
s
s
e
d
b
e
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e
e
n
o
ff
ic
e
rs

e
le
c
tr
o
n
ic
a
lly
.

£
7
6
,0
0
1

S
c
h
o
o
l
T
ra
n
s
p
o
rt

0
.0

£
0

•
N
/A

£
0

W
a
s
te

0
.0

£
0

•
N
/A

£
0

C
h
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d
re
n
’s

S
e
rv
ic
e
s

W
e
b
B
a
s
e
d

C
o
m
m
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s
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n
in
g
fo
r
S
c
h
o
o
ls
0
.0

£
0

•
N
/A

£
0

T
h
e
ta
b
le
b
e
lo
w
o
u
tl
in
e
s
th
e
s
a
v
in
g
s
th
a
t
c
a
n
b
e
a
c
h
ie
v
e
d
fr
o
m
th
e
p
ro
c
e
s
s
s
a
v
in
g
s
in
e
a
c
h
s
e
rv
ic
e

*
C
a
lc
u
la
te
d
u
s
in
g
a
v
e
ra
g
e
s
a
la
ry
p
e
r
s
e
rv
ic
e
a
ff
e
c
te
d
te
a
m

(s
h
o
w
n
a
t
e
n
d
o
f
s
e
c
ti
o
n
9
)
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

1
9

1
.
B
u
s
in
e
s
s
C
a
s
e

S
u
m
m
a
ry
o
f
s
a
v
in
g
s
th
ro
u
g
h
p
ro
c
e
s
s
im
p
ro
v
e
m
e
n
ts
(2
)

S
a
v
in
g
s
b
y
d
ir
e
c
to
ra
te
a
n
d
s
e
rv
ic
e
a
re
a

D
ir
e
c
to
ra
te

S
e
rv
ic
e

P
o
te
n
ti
a
l
F
T
E
S
a
v
in
g
s

fr
o
m
P
ro
c
e
s
s

Im
p
ro
v
e
m
e
n
ts

P
o
te
n
ti
a
l
N
o
n
S
ta
ff

S
a
v
in
g
s
fr
o
m
P
ro
c
e
s
s

Im
p
ro
v
e
m
e
n
ts

H
ig
h
L
e
v
e
l
E
x
p
la
n
a
ti
o
n
fo
r
S
a
v
in
g
s

T
o
ta
l

P
o
te
n
ti
a
l

S
a
v
in
g
s
*

S
o
c
ia
l
C
a
re
,

H
e
a
lt
h
a
n
d

H
o
u
s
in
g

B
lu
e
B
a
d
g
e
s

0
.0

£
0

•
N
/A

£
0

H
o
u
s
in
g

2
.6

£
7
1
6

•
F
ilt
e
ri
n
g
c
a
s
e
s
fr
o
m
e
n
te
ri
n
g
th
e
C
o
u
n
c
il

d
u
e
to
s
e
lf
s
e
rv
ic
e
e
lig
ib
ili
ty
c
h
e
c
k
e
r.

•
In
te
g
ra
ti
o
n
e
lim
in
a
te
s
n
e
e
d
fo
r
p
a
p
e
r

a
p
p
lic
a
ti
o
n
s
to
b
e
m
a
n
u
a
lly
re
ty
p
e
d
in
to
Q
L
.

•
In
te
g
ra
ti
o
n
re
m
o
v
e
s
n
e
e
d
fo
r
a
ll
re
p
a
ir
s

c
u
rr
e
n
tl
y
re
p
o
rt
e
d
o
n
lin
e
to
b
e
re
ty
p
e
d
in
to

s
e
rv
ic
e
s
y
s
te
m
.

•
H
o
u
s
in
g
re
p
a
ir
s
c
a
lls
to
b
e
h
a
n
d
le
d
b
y
m
u
lt
i

s
k
ill
e
d
a
g
e
n
ts
in
C
o
n
ta
c
t
C
e
n
tr
e
.

£
8
9
,2
6
5

C
o
rp
o
ra
te

S
e
rv
ic
e
s

C
o
n
c
e
s
s
io
n
a
ry
B
u
s
P
a
s
s
e
s
0
.0

£
0

•
N
/A

£
0

C
o
u
n
c
il
T
a
x
,
B
e
n
e
fi
ts
a
n
d

F
re
e
S
c
h
o
o
l
M
e
a
ls

8
.2

£
5
0
,7
9
0

•
S
e
lf
s
e
rv
ic
e
e
lig
ib
ili
ty
c
h
e
c
k
e
r
w
ill
re
d
u
c
e
th
e

a
p
p
lic
a
ti
o
n
s
re
c
e
iv
e
d
th
a
t
a
re
a
s
s
e
s
s
e
d
a
n
d

d
o
n
o
t
q
u
a
lif
y
fo
r
b
e
n
e
fi
ts
.

•
In
te
lli
g
e
n
t
d
a
ta
c
a
p
tu
re
o
n
lin
e
w
ill
re
d
u
c
e
th
e

c
u
rr
e
n
t
h
ig
h
le
v
e
ls
o
f
in
a
c
c
u
ra
c
y
re
c
e
iv
e
d

w
it
h
th
e
p
a
p
e
r
a
p
p
lic
a
ti
o
n
s
.

•
In
te
g
ra
ti
o
n
w
ill
re
m
o
v
e
th
e
c
u
rr
e
n
t
n
e
e
d
fo
r

c
h
a
n
g
e
o
f
c
ir
c
u
m
s
ta
n
c
e
s
re
q
u
e
s
ts
to
b
e

m
a
n
u
a
lly
re
ty
p
e
d
b
e
tw
e
e
n
s
y
s
te
m
s
,

£
2
9
9
,0
0
8

C
o
n
ta
c
t
C
e
n
tr
e

1
-2
.0

£
0

•
R
e
d
u
c
ti
o
n
in
m
a
n
a
g
e
m
e
n
t
o
v
e
rh
e
a
d
a
s

s
m
a
lle
r
te
a
m
s
o
f
a
g
e
n
ts
.

£
3
5
,0
0
0
-

£
7
0
,0
0
0

T
o
ta
l

1
5
.8
-
1
6
.8
F
T
E

£
5
8
,5
5
8

£
5
3
1
,1
9
5
-

£
5
6
6
,1
9
5

T
h
e
ta
b
le
b
e
lo
w
o
u
tl
in
e
s
th
e
s
a
v
in
g
s
th
a
t
c
a
n
b
e
a
c
h
ie
v
e
d
fr
o
m
th
e
p
ro
c
e
s
s
s
a
v
in
g
s
in
e
a
c
h
s
e
rv
ic
e

*
C
a
lc
u
la
te
d
u
s
in
g
a
v
e
ra
g
e
s
a
la
ry
p
e
r
s
e
rv
ic
e
a
ff
e
c
te
d
te
a
m

(s
h
o
w
n
a
t
e
n
d
o
f
s
e
c
ti
o
n
9
)
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

2
0

1
.
B
u
s
in
e
s
s
C
a
s
e

F
in
a
n
c
ia
l
Im
p
lic
a
ti
o
n
s
–
C
a
s
h
P
o
s
it
io
n

T
h
e
ta
b
le
s
b
e
lo
w
g
iv
e
a
fi
n
a
n
c
ia
l
s
u
m
m
a
ry
o
f
th
e
im
p
le
m
e
n
ta
ti
o
n
p
h
a
s
e
o
f
th
e
p
ro
g
ra
m
m
e
.
T
h
e
p
h
a
s
e
w
ill
c
o
m
m
e
n
c
e
in
e
a
rl
y
J
u
ly

(s
u
b
je
c
t
to
E
x
e
c
u
ti
v
e
s
ig
n
o
ff
),
a
n
d
w
ill
ta
k
e
a
p
p
ro
x
im
a
te
ly
9
m
o
n
th
s
to
d
e
liv
e
r.
T
h
e
p
ro
g
ra
m
m
e
d
e
liv
e
rs
a
p
o
s
it
iv
e
n
e
t
im
p
a
c
t
to

C
B
C
fr
o
m
2
0
1
3
/1
4
,
a
n
d
p
a
y
s
b
a
c
k
in
3
.2
y
e
a
rs
.

E
x
p
e
n
d
it
u
re
T
y
p
e

2
0
1
2
/1
3

2
0
1
3
/1
4

2
0
1
4
/1
5

2
0
1
5
/1
6

2
0
1
6
/1
7

T
o
ta
l

T
o
ta
l
G
ro
s
s
C
a
p
it
a
l
C
o
s
ts
(i
n
c
lu
d
in
g
C
o
n
ti
n
g
e
n
c
y
)

-1
.6
8
9

0
.0
0
0

0
.0
0
0

0
.0
0
0

0
.0
0
0

-1
.6
8
9

T
o
ta
l
G
ro
s
s
R
e
v
e
n
u
e
C
o
s
ts
(i
n
c
lu
d
in
g
C
o
n
ti
n
g
e
n
c
y
)

-0
.3
9
6

-0
.3
8
4

-0
.3
6
5

-0
.3
5
5

-0
.3
4
5

-1
.8
4
4

T
o
ta
l
C
o
s
ts

-2
.0
8
6

-0
.3
8
4

-0
.3
6
5

-0
.3
5
5

-0
.3
4
5

-3
.5
3
4

P
ro
je
c
te
d
G
ro
s
s
B
e
n
e
fi
ts
(S
a
v
in
g
s
,
In
c
o
m
e
)

0
.4
8
5

1
.0
1
0

1
.0
1
0

1
.0
1
0

1
.0
1
0

4
.5
2
5

T
o
ta
l
N
e
t
Im
p
a
c
t
to
C
B
C
(G
ro
s
s
B
e
n
e
fi
ts
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s
s
T
o
ta
l
C
o
s
ts
)

-1
.6
0
1

0
.6
2
6

0
.6
4
5

0
.6
5
5

0
.6
6
5

0
.9
9
1

S
u
p
p
o
rt
in
g
In
fo
rm
a
ti
o
n

V
a
lu
e

C
o
s
t
o
f
C
a
p
it
a
l

4
.5
%

T
o
ta
l
C
o
s
t
o
f
C
a
p
it
a
l
B
o
rr
o
w
in
g
(a
t
5
%
p
e
r
a
n
n
u
m
o
v
e
r
2
5
y
e
a
rs
)

2
.1
1
2

N
e
t
P
re
s
e
n
t
V
a
lu
e
(N
P
V
)
£
M

0
.6
9
0

In
te
rn
a
l
R
a
te
o
f
R
e
tu
rn
(I
R
R
)
%

2
2
%

P
a
y
b
a
c
k
P
e
ri
o
d
(i
n
y
e
a
rs
)

3
.2

R
e
tu
rn
o
n
In
v
e
s
tm
e
n
t
(R
O
I)

1
.3

£
M

N
o
te
:
T
h
e
2
0
1
2
/1
3
c
a
p
it
a
l
c
o
s
ts
a
re
£
1
8
9
k
a
b
o
v
e
th
e
e
x
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ti
n
g
2
0
1
2
/1
3
a
llo
c
a
ti
o
n
in
th
e
c
a
p
it
a
l
p
ro
g
ra
m
m
e
.
T
h
e
re
fo
re
£
1
8
9
k
w
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h
a
v
e
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b
e
b
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u
g
h
t
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a
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o
m
2
0
1
3
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4
.
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B
e
d
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s
h
ir
e
C
o
u
n
c
il

2
1

1
.
B
u
s
in
e
s
s
C
a
s
e

F
in
a
n
c
ia
l
Im
p
lic
a
ti
o
n
s
–
R
e
v
e
n
u
e
Im
p
a
c
t

T
h
e
ta
b
le
b
e
lo
w
s
h
o
w
s
th
e
im
p
a
c
t
o
f
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e
p
ro
g
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m
m
e
o
n
re
v
e
n
u
e
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0
1
2
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3

£
M

2
0
1
3
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£
M

2
0
1
4
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5

£
M

2
0
1
5
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6
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0
1
6
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£
M

T
o
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l
£
M

-0
.1
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o
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.3
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0
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.3
2
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.3
2
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S
u
b
T
o
ta
l
-
R
e
v
e
n
u
e
C
o
s
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0
-0
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3
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o
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a
p
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a
l
B
o
r
r
o
w
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4
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7
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.0
7
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W
o
r
k
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g
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a
p
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l
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o
r
r
o
w
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g
c
o
s
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1
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0
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0
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0
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0
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0
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2
1
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0
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.6
9
3
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.6
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C
o
n
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n
g
e
n
c
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R
e
v
e
n
u
e
B
u
d
g
e
t

0
%

0
.0
0
0

0
.0
0
0

0
.0
0
0

0
.0
0
0

0
.0
0
0

0
.0
0
0
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.3
9
6
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.7
2
1
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.7
0
3
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.6
9
3
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.6
8
2
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.1
9
6

0
.4
8
5

1
.0
1
0

1
.0
1
0

1
.0
1
0

1
.0
1
0

4
.5
2
5

0
.4
8
5

1
.0
1
0

1
.0
1
0

1
.0
1
0

1
.0
1
0

4
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2
5

0
.0
8
9

0
.2
8
9

0
.3
0
7

0
.3
1
7

0
.3
2
8

1
.3
2
9

E
x
p
e
n
d
it
u
r
e
T
y
p
e

C
o
n
ti
n
g
e
n
c
y

O
n
g
o
in
g
R
e
v
e
n
u
e
C
o
s
ts
:

IC
T
H
o
s
ti
n
g
,
M
a
in
te
n
a
n
c
e
&
S
u
p
p
o
rt

IC
T
R
e
s
o
u
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in
g

T
o
ta
l
N
e
t
Im
p
a
c
t
to
C
B
C

S
a
v
in
g
s

T
o
ta
l
P
r
o
je
c
te
d
G
r
o
s
s
R
e
v
e
n
u
e
B
e
n
e
fi
ts

R
e
d
u
n
d
a
n
c
y
C
o
s
ts
(i
n
c
l.
P
e
n
s
io
n
S
tr
a
in
w
h
e
re

a
p
p
li
c
a
b
le
)

P
r
o
je
c
te
d
G
r
o
s
s
R
e
v
e
n
u
e
B
e
n
e
fi
ts

T
o
ta
l
G
r
o
s
s
R
e
v
e
n
u
e
C
o
s
ts
in
c
lu
d
in
g

C
o
n
ti
n
g
e
n
c
y

T
o
ta
l
G
r
o
s
s
R
e
v
e
n
u
e
C
o
s
ts

M
in
im
u
m
R
e
v
e
n
u
e
P
r
o
v
is
io
n
(M
R
P
)
fo
r

C
a
p
it
a
l

N
o
te
:
It
is
a
s
s
u
m
e
d
th
a
t
o
n
ly
5
0
%
o
f
o
n
g
o
in
g
re
v
e
n
u
e
c
o
s
ts
w
ill
b
e
p
a
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2
0
1
2
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3
.
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

2
2

1
.
H
o
w
w
ill
th
is
b
e
ro
lle
d
o
u
t?

F
o
llo
w
in
g
th
e
c
o
m
p
le
ti
o
n
o
f
th
e
p
ro
c
u
re
m
e
n
t
o
f
a
n
IC
T
p
a
rt
n
e
r,
w
e
a
re
p
la
n
n
in
g
th
e
im
p
le
m
e
n
ta
ti
o
n
o
f
a
ll
s
e
rv
ic
e
s
a
c
ro
s
s
a
n
in
e
m
o
n
th

p
e
ri
o
d
a
s
o
u
tl
in
e
d
b
e
lo
w
.
F
u
ll
d
e
ta
ils
o
f
th
e
te
a
m
a
n
d
th
e
p
la
n
c
a
n
b
e
s
e
e
n
in
s
e
c
ti
o
n
8
.

W
a
v
e
2
–
S
e
rv
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e
s
o
n
to
S
e
lf
S
e
rv
ic
e
P
o
rt
a
l

W
a
v
e
3
–
S
e
rv
ic
e
s
R
o
ll
O
u
t
in
to
C
o
n
ta
c
t
C
e
n
tr
e
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n
d
re
m
a
in
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g
s
e
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e
s
o
n
to
S
e
lf
S
e
rv
ic
e
P
o
rt
a
l

W
a
v
e
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–
S
e
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e
s
o
n
to
S
e
lf
S
e
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ic
e
P
o
rt
a
l

M
ig
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ti
o
n
o
f
b
a
c
k
o
ff
ic
e
p
ro
c
e
s
s
a
n
d
s
ta
ff
to
n
e
w
C
u
s
to
m
e
r
S
e
rv
ic
e
C
e
n
tr
e

Im
p
le
m
e
n
ta
ti
o
n
o
f
s
e
lf
s
e
rv
ic
e
a
n
d
a
v
o
id
a
b
le
c
o
n
ta
c
t
m
a
rk
e
ti
n
g
c
a
m
p
a
ig
n
s
-
L
in
k
e
d
to
W
a
v
e
1
a
n
d
2
ro
ll
o
u
t

Im
p
le
m
e
n
ta
ti
o
n
o
f
tr
a
in
in
g
p
la
n

L
e
s
s
o
n
s
L
e
a
rn
t
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

2
.
In
tr
o
d
u
c
ti
o
n

W
h
a
t
is
C
u
s
to
m
e
r
F
ir
s
t?

W
e
w
a
n
t
re
s
id
e
n
ts
o
f
C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
to
e
x
p
e
ri
e
n
c
e
g
re
a
t
c
u
s
to
m
e
r

s
e
rv
ic
e
,
th
ro
u
g
h
th
e
c
h
a
n
n
e
ls
th
e
y
w
a
n
t
to
u
s
e
,
w
h
e
n
th
e
y
w
a
n
t
to
u
s
e

th
e
m
.
C
u
s
to
m
e
r
F
ir
s
t
is
a
p
ro
g
ra
m
m
e
o
f
w
o
rk
th
a
t
s
e
ts
a
b
o
u
t
a
c
h
ie
v
in
g

th
is
.

W
e
re
c
o
g
n
is
e
th
a
t
c
o
lle
a
g
u
e
s
fr
o
m
a
c
ro
s
s
th
e
C
o
u
n
c
il
g
iv
e
e
x
c
e
lle
n
t

c
u
s
to
m
e
r
s
e
rv
ic
e
to
th
e
ir
s
p
e
c
if
ic
c
u
s
to
m
e
rs
.
H
o
w
e
v
e
r,
C
u
s
to
m
e
r
F
ir
s
t
is

a
b
o
u
t
m
o
re

th
a
n
th
is
.
T
h
ro
u
g
h
th
is
p
ro
g
ra
m
m
e
w
e
w
ill
e
n
s
u
re

th
a
t

c
u
s
to
m
e
rs
c
a
n
a
c
c
e
s
s
th
e
s
e
rv
ic
e
s
th
a
t
th
e
y
w
a
n
t,
a
t
a
n
y
ti
m
e
o
f
d
a
y
,

th
ro
u
g
h
th
e
ir
p
re
fe
rr
e
d
c
h
a
n
n
e
l.
W
e
k
n
o
w
th
a
t
s
o
m
e
o
f
o
u
r
c
u
s
to
m
e
rs
lik
e

to
c
a
ll
u
s
d
u
ri
n
g
o
ff
ic
e
h
o
u
rs
,
b
u
t
w
h
a
t
a
b
o
u
t
th
e
c
u
s
to
m
e
rs
w
h
o
w
a
n
t
to

re
p
o
rt
a
m
is
s
e
d
b
in
v
ia
th
e
ir
iP
a
d
a
ft
e
r
th
e
y
g
e
t
h
o
m
e
fr
o
m
w
o
rk
?
T
h
e

p
a
c
e
o
f
te
c
h
n
o
lo
g
ic
a
l
c
h
a
n
g
e
h
a
s
tr
a
n
s
fo
rm
e
d
o
u
r
re
s
id
e
n
ts
’
p
e
rc
e
p
ti
o
n
o
f

w
h
a
t
g
o
o
d
c
u
s
to
m
e
r
s
e
rv
ic
e
is
,
a
n
d
w
e
n
e
e
d
to
c
h
a
n
g
e
w
it
h
it
.

T
h
e
re
is
a
g
re
a
t
d
e
a
l
to
d
o
to
a
c
h
ie
v
e
th
is
.
W
e
n
e
e
d
to
re
a
lly
u
n
d
e
rs
ta
n
d

w
h
a
t
o
u
r
c
u
s
to
m
e
rs
w
a
n
t,
a
n
d
re
s
p
o
n
d
to
th
e
ir
c
h
a
n
g
in
g
n
e
e
d
s
.
W
e
n
e
e
d

to
g
e
t
o
u
r
te
c
h
n
o
lo
g
y
ri
g
h
t.
W
e
n
e
e
d
to
c
h
a
n
g
e
o
u
r
c
u
s
to
m
e
r
s
y
s
te
m
s
a
n
d

p
ro
c
e
s
s
e
s
s
o
th
a
t
th
e
y
a
re
s
im
p
le
,
e
ff
e
c
ti
v
e
a
n
d
s
e
c
u
re
.

W
e
a
ls
o
n
e
e
d
to
c
h
a
n
g
e
th
e
w
a
y
w
e
b
e
h
a
v
e
s
o
th
a
t
e
v
e
ry
o
n
e
a
t
th
e

C
o
u
n
c
il
p
u
ts
o
u
r
c
u
s
to
m
e
rs
a
t
th
e
h
e
a
rt
o
f
o
u
r
th
in
k
in
g
,
a
n
ti
c
ip
a
ti
n
g
a
n
d

re
s
p
o
n
d
in
g
to
th
e
ir
n
e
e
d
s
a
n
d
d
e
lig
h
ti
n
g
in
e
x
c
e
e
d
in
g
th
e
ir
e
x
p
e
c
ta
ti
o
n
s
.

T
h
is
re
p
re
s
e
n
ts
a
to
u
g
h
c
h
a
lle
n
g
e
fo
r
th
e
C
o
u
n
c
il,
b
u
t
w
e
k
n
o
w
th
a
t
th
e

re
w
a
rd
s
w
ill
b
e
th
e
re
fo
r
o
u
r
h
a
rd
w
o
rk
.

O
u
r

v
is
io
n

G
re
a
t
c
u
s
to
m
e
r
s
e
rv
ic
e

S
im
p
le

2
4
/7

S
e
c
u
re

E
ff
e
c
ti
v
e

E
ff
ic
ie
n
t

S
e
lf
s
e
rv
ic
e

A
n
ti
c
ip
a
ti
n
g
a
n
d

re
s
p
o
n
d
in
g
to
c
u
s
to
m
e
r
n
e
e
d
s

C
u
s
to
m
e
rs
a
t

th
e
h
e
a
rt
o
f
o
u
r

th
in
k
in
g

D
e
li
g
h
ti
n
g
in
e
x
c
e
e
d
in
g

c
u
s
to
m
e
r
e
x
p
e
c
ta
ti
o
n
s

F
in
a
n
c
ia
l

s
a
v
in
g
s

O
n
li
n
e

Im
p
ro
v
e
d
c
u
s
to
m
e
r
s
a
ti
s
fa
c
ti
o
n

T
h
is
b
u
s
in
e
s
s
c
a
s
e
s
e
ts
o
u
t
a
n
u
m
b
e
r
o
f
s
u
c
c
e
s
s

c
ri
te
ri
a
fo
r
th
e
p
ro
g
ra
m
m
e
.
W
e
’ll
k
n
o
w
w
e
h
a
v
e

s
u
c
c
e
e
d
e
d
w
h
e
n
w
e
:

•
c
a
n
o
ff
e
r
m
o
s
t
o
f
o
u
r
c
u
s
to
m
e
rs
s
e
lf
s
e
rv
ic
e

o
n
lin
e
;

•
h
a
v
e

m
a
d
e

s
ig
n
if
ic
a
n
t
fi
n
a
n
c
ia
l
s
a
v
in
g
s

th
ro
u
g
h
m
o
re
e
ff
ic
ie
n
t
c
u
s
to
m
e
r
s
e
rv
ic
e
;
a
n
d

•
h
a
v
e
im
p
ro
v
e
d
c
u
s
to
m
e
r
s
a
ti
s
fa
c
ti
o
n
a
m
o
n
g
s
t

a
ll
o
u
r
re
s
id
e
n
ts
.
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

2
5

2
.
In
tr
o
d
u
c
ti
o
n

W
h
y
is
C
u
s
to
m
e
r
F
ir
s
t
im
p
o
rt
a
n
t?

E
x
c
e
ll
e
n
t
C
u
s
to
m
e
r
S
e
rv
ic
e
a
t
V
a
lu
e
fo
r
M
o
n
e
y

C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il
h
a
s
a
re
s
p
o
n
s
ib
ili
ty
to
p
ro
v
id
e

e
x
c
e
lle
n
t
s
e
rv
ic
e
s
to
th
e
p
u
b
lic
a
n
d
v
a
lu
e
fo
r
m
o
n
e
y
to
th
e

ta
x
p
a
y
e
r.
T
h
e
c
h
a
n
n
e
ls

th
ro
u
g
h
w
h
ic
h
o
u
r
s
e
rv
ic
e
s
a
re

d
e
liv
e
re
d
a
n
d
b
y
w
h
ic
h
th
e
p
u
b
lic

h
a
s
c
o
n
ta
c
t
w
it
h
th
e

a
u
th
o
ri
ty
,
a
re

a
c
ri
ti
c
a
l
p
a
rt
o
f
th
is
.
T
h
e
re

is
a
g
ro
w
in
g

p
re
fe
re
n
c
e
w
it
h
in
o
u
r
c
o
m
m
u
n
it
ie
s
to
a
c
c
e
s
s
s
e
rv
ic
e
s
o
n
lin
e
.

R
e
s
e
a
rc
h
s
h
o
w
s
th
a
t
th
is
is
a
ls
o
b
y
fa
r
th
e
c
h
e
a
p
e
s
t
w
a
y
to

s
e
rv
e
o
u
r
c
u
s
to
m
e
rs
.
T
h
e
re
fo
re
,
in
o
rd
e
r
to
d
e
liv
e
r
e
x
c
e
lle
n
t

s
e
rv
ic
e
s
th
a
t
o
ff
e
r
g
o
o
d
v
a
lu
e
fo
r
m
o
n
e
y
,
w
e
m
u
s
t
o
p
e
n
u
p
o
u
r

o
n
lin
e
c
h
a
n
n
e
ls
.

T
h
e
fi
n
a
n
c
ia
l
b
e
n
e
fi
ts
a
re
s
ig
n
if
ic
a
n
t
w
h
e
n
th
e
c
o
s
t
to
tr
a
n
s
a
c
t

a
c
ro
s
s
e
a
c
h
o
f
th
e
c
o
re
a
c
c
e
s
s
c
h
a
n
n
e
ls
is
c
o
n
s
id
e
re
d
.
It
is

e
s
ti
m
a
te
d
th
a
t
e
a
c
h
c
h
a
n
n
e
l
c
o
s
ts
u
s
:

F
a
c
e
to
fa
c
e
d
e
li
v
e
ry

£
1
0
.4
7

T
e
le
p
h
o
n
e

£
4
.0
0

W
e
b

£
0
.1
7
p

Im
p
ro
v
in
g
C
u
s
to
m
e
r
S
a
ti
s
fa
c
ti
o
n

T
h
e
C
o
u
n
c
il
h
a
s
s
e
e
n
g
re
a
t
s
u
c
c
e
s
s
in
it
s
a
tt
e
m
p
ts
to
im
p
ro
v
e

c
u
s
to
m
e
r
s
a
ti
s
fa
c
ti
o
n
.
T
h
e
m
o
s
t
re
c
e
n
t
re
s
id
e
n
ts

s
u
rv
e
y

s
h
o
w
e
d
th
a
t
th
e
re
h
a
s
b
e
e
n
a
n
1
1
%
in
c
re
a
s
e
in
s
a
ti
s
fa
c
ti
o
n
.
It

is
im
p
o
rt
a
n
t
th
a
t
w
e
re
fl
e
c
t
o
n
th
is
a
s
a
jo
b
w
e
ll
d
o
n
e
.

H
o
w
e
v
e
r,
o
n
ly
4
6
%
,
le
s
s
th
a
n
h
a
lf
,
o
f
c
u
s
to
m
e
rs
s
u
rv
e
y
e
d

s
ta
te
d
th
a
t
th
e
y
w
e
re
e
it
h
e
r
s
a
ti
s
fi
e
d
o
r
v
e
ry
s
a
ti
s
fi
e
d
w
it
h
th
e

C
o
u
n
c
il.
O
v
e
r
a
th
ir
d
o
f
o
u
r
c
u
s
to
m
e
rs
s
ta
te
d
th
a
t
th
e
y
w
e
re

n
e
it
h
e
r
s
a
ti
s
fi
e
d
n
o
r
d
is
s
a
ti
s
fi
e
d
w
it
h
th
e
C
o
u
n
c
il.

C
u
s
to
m
e
r
F
ir
s
t
w
ill
g
iv
e
th
e
C
o
u
n
c
il
th
e
o
p
p
o
rt
u
n
it
y
to
e
n
g
a
g
e

w
it
h
o
u
r
re
s
id
e
n
ts
,
in
c
lu
d
in
g
th
o
s
e
w
h
o
m

w
e
w
o
u
ld

n
o
t

tr
a
d
it
io
n
a
lly
h
a
v
e
m
u
c
h
c
o
n
ta
c
t
w
it
h
,
a
n
d
re
a
lly
g
iv
e
u
s
th
e

o
p
p
o
rt
u
n
it
y
to
e
m
b
e
d
a
g
o
o
d
p
e
rc
e
p
ti
o
n
o
f
th
e
w
o
rk
w
e
d
o
.

C
u
s
to
m
e
r
F
ir
s
t
o
u
tl
in
e
s
th
e
p
la
n
fo
r
th
e
c
h
a
n
n
e
ls
w
e
w
ill
u
s
e
to

d
e
liv
e
r
s
e
rv
ic
e
s
to
,
a
n
d
in
te
ra
c
t
w
it
h
,
o
u
r
c
u
s
to
m
e
rs
.
It
e
x
p
la
in
s

h
o
w
w
e
w
ill
m
e
e
t
th
e
c
o
n
ta
c
t
d
e
m
a
n
d
s
o
f
o
u
r
c
u
s
to
m
e
rs
u
s
in
g

th
e
re
s
o
u
rc
e
s
w
e
h
a
v
e
a
v
a
ila
b
le
.
It
is
is
n
o
t
s
im
p
ly
a
p
la
n
to

m
o
v
e
s
e
rv
ic
e
p
ro
v
is
io
n
to
o
n
lin
e
c
h
a
n
n
e
ls
.
T
h
e
m
a
in
d
ri
v
e
rs

fo
r
c
h
a
n
g
e
a
re
o
u
tl
in
e
d
o
n
th
e
n
e
x
t
p
a
g
e
.

23

3
3

4
3

4
1

3
6

1
6

1
5

8

4

0
%

1
0
%

2
0
%

3
0
%

4
0
%

5
0
%

6
0
%

7
0
%

8
0
%

9
0
%

1
0
0
%

2
0
0
9

2
0
1
1

V
e
ry
s
a
ti
s
fie
d

F
a
ir
ly
s
a
ti
s
fie
d

N
e
it
h
e
r

F
a
ir
ly
d
is
s
a
ti
s
fie
d

V
e
ry
d
is
s
a
ti
s
fie
d
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

2
6

2
.
In
tr
o
d
u
c
ti
o
n

T
h
e
D
ri
v
e
rs
fo
r
C
h
a
n
g
e

T
h
e
im
p
le
m
e
n
ta
ti
o
n
o
f
a
c
o
m
p
re
h
e
n
s
iv
e
C
u
s
to
m
e
r
F
ir
s
t
S
tr
a
te
g
y
in
c
lu
d
in
g
w
e
b
fu
n
c
ti
o
n
a
lit
y
is
fu
n
d
a
m
e
n
ta
l
to
th
e
tr
a
n
s
fo
rm
a
ti
o
n

o
f
th
e
C
o
u
n
c
il’
s
s
e
rv
ic
e
s
.
T
h
e
s
ig
n
if
ic
a
n
t
c
o
s
t
s
a
v
in
g
s
th
a
t
c
a
n
b
e
u
n
lo
c
k
e
d
b
y
m
o
v
in
g
s
e
rv
ic
e
s
o
n
lin
e
w
ill
b
e
c
o
m
e
e
s
s
e
n
ti
a
l
fo
r

th
e
d
e
liv
e
ry
o
f
th
e
c
o
rp
o
ra
te
s
tr
a
te
g
y
a
n
d
m
e
e
ti
n
g
th
e
b
u
d
g
e
ta
ry
c
h
a
lle
n
g
e
s
o
f
th
e
fu
tu
re
.

T
h
is
p
ro
p
o
s
a
l
o
u
tl
in
e
s
h
o
w
a
c
o
h
e
s
iv
e
a
p
p
ro
a
c
h
to
th
e
C
o
u
n
c
il’
s
o
n
lin
e
p
re
s
e
n
c
e
w
ill
s
a
v
e
m
o
n
e
y
,
g
iv
e
c
u
s
to
m
e
rs
a
b
e
tt
e
r
s
e
rv
ic
e

a
n
d
c
o
m
m
u
n
it
y
e
n
g
a
g
e
m
e
n
t,
a
n
d
s
u
p
p
o
rt
C
o
u
n
c
ill
o
rs
a
s
le
a
d
e
rs
.

1
.I
t
is
w
h
a
t
o
u
r
c
u
s
to
m
e
rs
e
x
p
e
c
t

D
e
m
a
n
d
is
e
v
e
r
in
c
re
a
s
in
g
a
n
d
c
u
s
to
m
e
rs
w
a
n
t
a
m
o
re
p
e
rs
o
n
a
lis
e
d
a
n
d
h
ig
h
e
r
q
u
a
lit
y
s
e
rv
ic
e
.
W
e
h
a
v
e
s
e
e
n
th
is
fr
o
m
th
e

re
s
u
lt
s
o
f
o
u
r
p
ri
m
a
ry
re
s
e
a
rc
h
.
7
0
%
o
f
C
B
C
c
u
s
to
m
e
rs
u
s
e
th
e
in
te
rn
e
t
o
n
a
d
a
ily
b
a
s
is
.
M
o
v
in
g
s
e
rv
ic
e
s
o
n
lin
e
w
ill
m
a
k
e
s
e
lf
-

s
e
rv
ic
e
e
a
s
y
fo
r
th
o
s
e
w
h
o
a
re
a
b
le
to
a
c
c
e
s
s
a
n
d
u
s
e
th
e
in
te
rn
e
t,
a
n
d
in
te
g
ra
ti
o
n
o
f
fr
o
n
t
a
n
d
b
a
c
k
o
ff
ic
e
p
ro
c
e
s
s
e
s
w
ill
e
n
s
u
re

th
a
t
c
u
s
to
m
e
rs
e
n
q
u
ir
ie
s
c
a
n
b
e
re
s
o
lv
e
d
a
t
th
e
ir
fi
rs
t
p
o
in
t
o
f
c
o
n
ta
c
t
w
it
h
u
s
,
th
ro
u
g
h
th
e
lo
w
e
s
t
c
o
s
t
c
h
a
n
n
e
l.

2
.U
n
lo
c
k
in
g
s
ig
n
if
ic
a
n
t
o
rg
a
n
is
a
ti
o
n
a
l-
w
id
e
c
o
s
t
s
a
v
in
g
s

B
u
d
g
e
ta
ry
c
o
n
s
tr
a
in
ts
h
a
v
e
m
e
a
n
t
th
a
t
th
e
C
o
u
n
c
il
h
a
s
to
lo
o
k
a
t
w
a
y
s
o
f
d
e
liv
e
ri
n
g
s
e
rv
ic
e
a
n
d
c
u
s
to
m
e
r
c
o
n
ta
c
t
in
m
o
re
c
o
s
t

e
ff
ic
ie
n
t
w
a
y
s
.
B
y
e
n
a
b
lin
g
a
n
d
e
n
c
o
u
ra
g
in
g
c
u
s
to
m
e
rs
to
c
h
a
n
g
e
th
e
ir
c
h
o
ic
e
o
f
c
o
n
ta
c
t
c
h
a
n
n
e
l
w
it
h
th
e
C
o
u
n
c
il
to
lo
w
e
r
c
o
s
t

a
lt
e
rn
a
ti
v
e
s
(e
.g
.
fr
o
m
te
le
p
h
o
n
e
/f
a
c
e
-t
o
-f
a
c
e
v
is
it
s
to
o
u
r
w
e
b
s
it
e
),
a
n
d
re
d
u
c
in
g
th
e
n
e
e
d
fo
r
th
e
m
to
d
o
s
o
re
p
e
a
te
d
ly
w
ill

re
le
a
s
e
s
ig
n
if
ic
a
n
t
b
e
n
e
fi
ts
a
n
d
im
p
ro
v
e
th
e
c
o
n
s
is
te
n
c
y
a
n
d
q
u
a
lit
y
o
f
s
e
rv
ic
e
c
u
s
to
m
e
rs
re
c
e
iv
e
.
In
tr
o
d
u
c
in
g
v
o
ic
e
re
c
o
g
n
it
io
n

s
o
ft
w
a
re
w
ill
re
m
o
v
e
th
e
n
e
e
d
fo
r
th
e
c
o
n
ta
c
t
c
e
n
tr
e
to
a
c
t
a
s
a
s
w
it
c
h
b
o
a
rd
,
a
n
d
m
a
k
e
a
c
o
n
s
id
e
ra
b
le
c
o
n
tr
ib
u
ti
o
n
to
th
e
s
a
v
in
g
s

o
f
th
e
p
ro
g
ra
m
m
e
.

3
.M
a
k
in
g
c
o
m
m
u
n
it
y
e
n
g
a
g
e
m
e
n
t
e
a
s
y
a
n
d
re
le
v
a
n
t

M
a
k
in
g
m
o
re
e
ff
e
c
ti
v
e
u
s
e
o
f
th
e
w
e
b
c
h
a
n
n
e
l
a
n
d
s
o
c
ia
l
m
e
d
ia
to
o
ls
w
ill
m
a
k
e
it
e
a
s
ie
r
fo
r
th
e
C
o
u
n
c
il
to
e
n
g
a
g
e
w
it
h
c
u
s
to
m
e
rs
.

T
h
e
s
e
to
o
ls
a
llo
w
C
o
u
n
c
ils
to
h
a
v
e
c
o
n
v
e
rs
a
ti
o
n
s
w
it
h
lo
c
a
l
p
e
o
p
le
a
b
o
u
t
m
a
tt
e
rs
o
f
p
o
lic
y
a
n
d
s
e
rv
ic
e
.
In
th
is
w
a
y
th
e
y
c
a
n
b
e

u
s
e
d
to
fa
c
ili
ta
te
g
re
a
te
r
d
e
m
o
c
ra
ti
c
in
v
o
lv
e
m
e
n
t.
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

2
7

2
.
In
tr
o
d
u
c
ti
o
n

A
v
is
io
n
fo
r
th
e
C
o
u
n
c
il

T
h
e
M
e
d
iu
m
T
e
rm

P
la
n

It
is
im
p
o
rt
a
n
t
th
a
t
a
n
y
w
o
rk
c
a
rr
ie
d
o
u
t
b
y
th
e
C
u
s
to
m
e
r
F
ir
s
t

p
ro
g
ra
m
m
e
is
c
o
n
s
is
te
n
t
w
it
h
th
e
a
im
s
o
f
th
e
C
o
u
n
c
il.
T
h
e

re
c
e
n
tl
y
p
u
b
lis
h
e
d
M
e
d
iu
m
T
e
rm

P
la
n
g
iv
e
s
u
s
a
c
le
a
r
s
te
e
r

o
n
h
o
w
w
e
,
a
s
a
n
o
rg
a
n
is
a
ti
o
n
,
w
a
n
t
to
o
p
e
ra
te
.

T
h
e
C
u
s
to
m
e
r
E
x
p
e
ri
e
n
c
e

‘W
ra
p
p
e
r’

S
e
a
m
le
s
s
;
B
ra
n
d
e
d
;
W
e
b
e
n
a
b
le
d
.

T
h
e
S
e
rv
ic
e
s

In
-h
o
u
s
e
;
P
a
rt
n
e
re
d
;

O
u
ts
o
u
rc
e
d
;
T
ru
s
t;

-
a
c
c
o
rd
in
g
to
b
e
s
t
fi
t.

T
h
e
C
o
re

S
m
a
ll
;
S
tr
a
te
g
ic

D
ir
e
c
ti
o
n
;
A
c
c
o
u
n
ta
b
il
it
y
;

V
a
lu
e
fo
r
M
o
n
e
y
.

T
h
e
re
fo
re
s
e
rv
ic
e
s
d
e
liv
e
re
d
b
y
th
e
C
o
u
n
c
il
s
h
o
u
ld
:

–
B
e
d
ig
it
a
l
b
y
d
e
fa
u
lt
;

–
B
e
d
e
li
v
e
re
d
th
ro
u
g
h
th
e
c
h
a
n
n
e
l
o
f

c
h
o
ic
e
,
a
t
le
a
s
t
c
o
s
t;

–
A
ll
o
w
o
u
r
c
u
s
to
m
e
rs
to
s
e
lf
s
e
rv
e
,
2
4
/7
;

a
n
d

–
B
e
s
h
a
p
e
d
b
y
e
x
c
e
ll
e
n
t
c
u
s
to
m
e
r

in
te
ll
ig
e
n
c
e
a
n
d
in
s
ig
h
t

T
h
is
v
is
io
n
fo
r
a
m
o
d
e
rn
a
n
d
w
e
b
e
n
a
b
le
d
C
o
u
n
c
il
h
a
s
s
h
a
p
e
d

th
e
v
is
io
n
a
n
d
d
e
s
ig
n
p
ri
n
c
ip
le
s
fo
r
th
e
C
u
s
to
m
e
r
F
ir
s
t

p
ro
g
ra
m
m
e
.

O
u
r
v
is
io
n
is
fo
r
a
tr
a
n
s
fo
rm
a
ti
o
n
a
l
a
n
d
in
n
o
v
a
ti
v
e
w
e
b
s
it
e
th
a
t

o
ff
e
rs
a
c
u
s
to
m
e
r
e
x
p
e
ri
e
n
c
e
s
im
ila
r
to
th
a
t
o
f
le
a
d
in
g
p
ri
v
a
te

s
e
c
to
r
o
rg
a
n
is
a
ti
o
n
s
.
T
h
is
h
a
s
b
e
e
n
c
o
in
e
d
‘t
h
e
A
m
a
z
o
n

e
x
p
e
ri
e
n
c
e
’.

T
h
is
w
ill
m
e
a
n
a
s
e
a
m
le
s
s
a
n
d
b
ra
n
d
e
d
w
e
b
s
it
e
th
a
t
a
llo
w
s

c
u
s
to
m
e
rs
to
lo
g
o
n
a
n
d
e
n
te
r
p
e
rs
o
n
a
l
in
fo
rm
a
ti
o
n
a
m
in
im
a
l

a
m
o
u
n
t
o
f
ti
m
e
s
.
T
h
is
w
ill
a
llo
w
c
u
s
to
m
e
rs
to
s
e
lf
s
e
rv
e
b
y

b
o
o
k
in
g
,
re
p
o
rt
in
g
,
a
p
p
ly
in
g
,
tr
a
c
k
in
g
a
n
d
p
a
y
in
g
fo
r
k
e
y

s
e
rv
ic
e
s
o
n
lin
e
.

O
u
r
d
e
s
ig
n
p
ri
n
c
ip
le
s
a
re
c
o
n
ta
in
e
d
o
n
th
e
n
e
x
t
p
a
g
e
.
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

2
8

2
.
In
tr
o
d
u
c
ti
o
n

D
e
s
ig
n
P
ri
n
c
ip
le
s
fo
r
C
u
s
to
m
e
r
F
ir
s
t

W
e
w
a
n
t
th
e
C
o
u
n
c
il
to
…

•
W
o
rk
a
s
o
n
e
o
rg
a
n
is
a
ti
o
n

•
V
ie
w
e
v
e
ry
c
u
s
to
m
e
r
a
s
im
p
o
rt
a
n
t

•
U
n
d
e
rs
ta
n
d
a
n
d
re
s
p
o
n
d
to
c
u
s
to
m
e
r
p
re
fe
re
n
c
e

•
P
ro
v
id
e
e
ff
e
c
ti
v
e
c
u
s
to
m
e
r
s
e
rv
ic
e
,
re
s
o
lv
in
g
e
n
q
u
ir
ie
s
a
t

th
e
fi
rs
t
p
o
in
t
o
f
c
o
n
ta
c
t

•
B
e
d
ri
v
e
n
b
y
e
v
id
e
n
c
e
in
it
s
d
e
c
is
io
n
m
a
k
in
g

•
B
e
p
re
p
a
re
d
to
w
o
rk
d
if
fe
re
n
tl
y
,
c
h
a
n
g
in
g
b
a
c
k
a
n
d
fr
o
n
t

o
ff
ic
e
p
ro
c
e
s
s
e
s

•
In
v
e
s
t
in
s
ta
ff
a
n
d
te
c
h
n
o
lo
g
y
to
d
e
liv
e
r
c
h
a
n
g
e

W
e
w
a
n
t
o
u
r
te
c
h
n
o
lo
g
y
to
b
e
…

•
S
ta
b
le
–
e
n
s
u
ri
n
g
c
o
n
ti
n
u
o
u
s
s
e
rv
ic
e

•
In
n
o
v
a
ti
v
e
–
c
a
p
a
b
le
o
f
e
x
p
lo
it
in
g
n
e
w
a
n
d
e
m
e
rg
in
g

o
p
p
o
rt
u
n
it
ie
s

•
S
e
c
u
re
–
p
ro
te
c
ti
n
g
th
e
C
o
u
n
c
il’
s
a
s
s
e
ts
a
n
d
re
p
u
ta
ti
o
n

•
R
e
s
p
o
n
s
iv
e
–
to
th
e
c
h
a
n
g
in
g
a
m
b
it
io
n
s
a
n
d
n
e
e
d
s
o
f
th
e

o
rg
a
n
is
a
ti
o
n

W
e
w
a
n
t
o
u
r
s
tr
u
c
tu
re
/o
rg
a
n
is
a
ti
o
n
a
l
d
e
s
ig
n
to
b
e
…

•
R
a
ti
o
n
a
l
–
g
o
v
e
rn
e
d
b
y
e
v
id
e
n
c
e
ra
th
e
r
th
a
n
c
o
n
v
e
n
ti
o
n

•
T
ra
n
s
p
a
re
n
t
–
c
le
a
rl
y
u
n
d
e
rs
to
o
d
b
y
a
ll

•
H
o
lis
ti
c
ra
th
e
r
th
a
n
s
ilo
e
d

•
F
le
x
ib
le
–
c
a
p
a
b
le
o
f
c
h
a
n
g
e

W
e
w
a
n
t
o
u
r
p
e
o
p
le
to
…

•
B
e
re
s
u
lt
s
fo
c
u
s
s
e
d

•
B
e
e
m
p
o
w
e
re
d
to
m
a
k
e
a
d
if
fe
re
n
c
e

•
R
e
s
p
e
c
t
c
u
s
to
m
e
rs
a
s
in
d
iv
id
u
a
ls
w
h
o
m
a
tt
e
r
to
u
s

•
B
e
c
o
lla
b
o
ra
ti
v
e

•
M
a
n
a
g
e
re
s
o
u
rc
e
s
e
ff
ic
ie
n
tl
y

W
e
w
a
n
t
o
u
r
c
u
s
to
m
e
rs
to
…

•
B
e
a
b
le
to
c
o
n
ta
c
t
u
s
e
a
s
ily

•
H
a
v
e
c
o
n
fi
d
e
n
c
e
in
th
e
in
fo
rm
a
ti
o
n
,
a
d
v
ic
e
a
n
d
s
e
rv
ic
e

th
e
y
re
c
e
iv
e

•
G
e
t
th
e
ri
g
h
t
s
e
rv
ic
e
fi
rs
t
ti
m
e

•
H
a
v
e
a
g
re
a
t
e
x
p
e
ri
e
n
c
e
w
h
e
n
th
e
y
a
c
c
e
s
s
o
u
r
s
e
rv
ic
e
s
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

2
9

2
.
In
tr
o
d
u
c
ti
o
n

Im
p
o
rt
a
n
t
c
o
n
s
id
e
ra
ti
o
n
s
fo
r
th
is
b
u
s
in
e
s
s
c
a
s
e

A
n
e
v
id
e
n
c
e
b
a
s
e
d
a
p
p
ro
a
c
h

T
h
is
b
u
s
in
e
s
s
c
a
s
e
is
b
u
ilt
o
n
a
s
tr
o
n
g
e
v
id
e
n
c
e
b
a
s
e
.
D
u
ri
n
g

th
e
d
e
ta
ile
d
d
e
s
ig
n
p
h
a
s
e
o
f
th
e
p
ro
g
ra
m
m
e
w
e
h
a
v
e

u
n
d
e
rt
a
k
e
n
fo
u
r
k
e
y
s
tr
a
n
d
s
o
f
w
o
rk
.
T
h
e
s
e
a
re
:

1
.
W
e
h
a
v
e
g
a
in
e
d
a
re
a
l
u
n
d
e
rs
ta
n
d
in
g
o
f
w
h
a
t
o
u
r

c
u
s
to
m
e
rs
w
a
n
t

A
c
ro
s
s
L
o
c
a
l
G
o
v
e
rn
m
e
n
t
th
e
re
is
a
n
a
s
s
u
m
p
ti
o
n
th
a
t
p
e
n
t
u
p

d
e
m
a
n
d
e
x
is
ts
fo
r
o
n
lin
e
lo
c
a
l
a
u
th
o
ri
ty
s
e
rv
ic
e
s
.
T
h
is
is

p
a
rt
ic
u
la
rl
y
tr
u
e
o
f
C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
.
A
s
a
n
a
ff
lu
e
n
t
a
re
a
o
f

th
e
c
o
u
n
tr
y
w
e
w
o
u
ld
e
x
p
e
c
t
th
e
m
a
jo
ri
ty
o
f
o
u
r
c
u
s
to
m
e
rs
to

w
a
n
t
to

in
te
ra
c
t
w
it
h
u
s
o
n
lin
e
.
T
h
is

a
s
s
u
m
p
ti
o
n
w
a
s

u
n
d
e
rl
in
e
d
d
u
ri
n
g
th
e
o
u
tl
in
e
b
u
s
in
e
s
s
c
a
s
e
s
ta
g
e
o
f
th
e

p
ro
g
ra
m
m
e
.
U
s
in
g
g
e
o
-d
e
m
o
g
ra
p
h
ic
a
n
a
ly
s
is
w
e
p
a
in
te
d
a

p
ic
tu
re
o
f
a
n
a
re
a
fu
ll
o
f
w
e
b
s
a
v
v
y
c
u
s
to
m
e
rs
.

T
h
is
b
u
s
in
e
s
s
c
a
s
e
g
o
e
s
a
s
te
p
fu
rt
h
e
r.
In
o
rd
e
r
to
te
s
t
th
e
s
e

a
s
s
u
m
p
ti
o
n
s
w
e
h
a
v
e
c
a
rr
ie
d
o
u
t
q
u
it
e
a
c
o
n
s
id
e
ra
b
le
a
m
o
u
n
t

o
f
p
ri
m
a
ry
re
s
e
a
rc
h
.
W
e
h
a
v
e
m
e
t
o
u
r
c
u
s
to
m
e
rs
a
t
a
s
e
ri
e
s
o
f

fo
c
u
s
g
ro
u
p
s
,
a
n
d
fo
llo
w
e
d
th
e
s
e
u
p
b
y
c
a
rr
y
in
g
o
u
t
1
,0
0
0

te
le
p
h
o
n
e
s
u
rv
e
y
s
w
it
h
a
re
p
re
s
e
n
ta
ti
v
e
s
a
m
p
le

o
f
o
u
r

p
o
p
u
la
ti
o
n
.

2
.
W
e
h
a
v
e
w
o
rk
e
d
w
it
h
th
e
o
rg
a
n
is
a
ti
o
n
to
u
n
d
e
rs
ta
n
d

a
n
d
re
d
e
s
ig
n
o
u
r
p
ro
c
e
s
s
e
s

W
e
h
a
v
e
u
n
d
e
rt
a
k
e
n
a
s
e
ri
e
s
o
f
w
o
rk
s
h
o
p
s
w
it
h
c
o
lle
a
g
u
e
s

fr
o
m
a
c
ro
s
s
th
e
o
rg
a
n
is
a
ti
o
n
.
T
h
e
p
u
rp
o
s
e
o
f
th
e
s
e
w
o
rk
s
h
o
p
s

w
a
s
to
tr
a
n
s
la
te
th
e
v
is
io
n
fo
r
s
e
rv
ic
e
d
e
liv
e
ry
in
th
e
C
o
u
n
c
il

(a
s
la
id
o
u
t
in
th
e
M
e
d
iu
m
T
e
rm
P
la
n
)
in
to
a
h
ig
h
le
v
e
l
v
is
io
n

fo
r
e
a
c
h
o
f
th
e
in
s
c
o
p
e
s
e
rv
ic
e
s
.
T
h
is
w
a
s
th
e
n
fo
llo
w
e
d
u
p
b
y

a
s
e
ri
e
s
o
f
d
e
ta
ile
d
d
e
s
ig
n
w
o
rk
s
h
o
p
s
,
w
h
ic
h
la
id
o
u
t
h
o
w

th
e
s
e
re
d
e
s
ig
n
e
d
s
e
rv
ic
e
s
w
o
u
ld
w
o
rk
.

A
n
im
p
o
rt
a
n
t
le
s
s
o
n
w
e
le
a
rn
t
w
a
s
th
a
t
th
e
re
is
re
a
l
a
p
p
e
ti
te

w
it
h
in
s
e
rv
ic
e
s
to
c
a
rr
y
o
u
t
th
is
p
ro
g
ra
m
m
e
.

3
.
W
e
h
a
v
e
u
n
d
e
rt
a
k
e
n
a
g
a
p
s
a
n
a
ly
s
is
o
f
o
u
r
IC
T
.

W
e
re
c
o
g
n
is
e
th
a
t
o
u
r
e
x
is
ti
n
g
IC
T
a
rc
h
it
e
c
tu
re
h
a
s
b
e
e
n

d
e
s
ig
n
e
d
to
s
u
p
p
o
rt
th
e
o
rg
a
n
is
a
ti
o
n
“a
s
-i
s
”.
C
u
s
to
m
e
r
F
ir
s
t

c
h
a
n
g
e
s
th
e
re
q
u
ir
e
m
e
n
ts
fo
r
o
u
r
IC
T
in
fr
a
s
tr
u
c
tu
re
a
n
d

s
y
s
te
m
s
.
W
e
h
a
v
e
c
a
rr
ie
d
o
u
t
a
g
a
p
s
a
n
a
ly
s
is
th
a
t
id
e
n
ti
fi
e
s

th
e
d
if
fe
re
n
c
e
b
e
tw
e
e
n
th
e
IC
T
re
q
u
ir
e
m
e
n
ts
o
f
th
e

p
ro
g
ra
m
m
e
a
n
d
o
u
r
e
x
is
ti
n
g
IC
T
.
T
h
is
h
a
s
g
iv
e
n
u
s
a
re
a
l

u
n
d
e
rs
ta
n
d
in
g
o
f
w
h
a
t
w
e
w
ill
h
a
v
e
to
d
o
,
a
n
d
h
o
w
m
u
c
h
w
e

w
ill
h
a
v
e
to
s
p
e
n
d
,
in
o
rd
e
r
to
e
n
s
u
re
th
a
t
o
u
r
c
u
s
to
m
e
rs
c
a
n

tr
u
ly
s
e
lf
s
e
rv
e
.

4
.
W
e
h
a
v
e
le
a
rn
t
–
fr
o
m
m
a
rk
e
t
le
a
d
in
g
s
u
p
p
li
e
rs
,
fr
o
m

o
u
r
p
a
rt
n
e
rs
,
fr
o
m
o
th
e
r
L
o
c
a
l
A
u
th
o
ri
ti
e
s
a
n
d
fr
o
m

p
re
v
io
u
s
fa
il
u
re
s
.

P
ro
b
a
b
ly
th
e
m
o
s
t
im
p
o
rt
a
n
t
e
le
m
e
n
t
o
f
o
u
r
e
v
id
e
n
c
e
b
a
s
e
d

a
p
p
ro
a
c
h
is
th
a
t
w
e
h
a
v
e
le
a
rn
t,
a
n
d
le
a
rn
t
le
s
s
o
n
s
fr
o
m
a

w
id
e
ra
n
g
e
o
f
s
ta
k
e
h
o
ld
e
rs
.

W
e
h
a
v
e
le
a
rn
t
fr
o
m
th
e
m
a
rk
e
t.

A
s
ig
n
if
ic
a
n
t
a
m
o
u
n
t
o
f
s
o
ft
m
a
rk
e
t
te
s
ti
n
g
h
a
s
ta
k
e
n
p
la
c
e
.

W
e
h
a
v
e
s
p
o
k
e
n
to
a
w
id
e
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

3
0

2
.
In
tr
o
d
u
c
ti
o
n

Im
p
o
rt
a
n
t
c
o
n
s
id
e
ra
ti
o
n
s
fo
r
th
is
b
u
s
in
e
s
s
c
a
s
e
(2
)

ra
n
g
e
o
f
p
ri
v
a
te
s
e
c
to
r
o
rg
a
n
is
a
ti
o
n
s
th
a
t
o
p
e
ra
te
in
th
is

s
p
a
c
e
.
T
h
e
ir
in
fo
rm
e
d
v
ie
w
s
h
a
v
e
re
a
lly
h
e
lp
e
d
u
s
s
h
a
p
e
o
u
r

th
in
k
in
g
.

W
e
h
a
v
e
le
a
rn
t
fr
o
m
o
u
r
p
a
rt
n
e
rs
.
In
th
e
p
ro
d
u
c
ti
o
n
o
f
th
is

b
u
s
in
e
s
s
c
a
s
e
w
e
h
a
v
e
w
o
rk
e
d
c
lo
s
e
ly
w
it
h
a
m
a
rk
e
t
le
a
d
in
g

c
o
n
s
u
lt
a
n
c
y
.
T
h
e
y
h
a
v
e
h
e
lp
e
d
u
s
d
ri
v
e
fo
rw
a
rd
o
u
r

p
ro
g
ra
m
m
e
w
it
h
p
a
c
e
,
a
n
d
p
ro
v
id
e
d
c
a
p
a
c
it
y
a
n
d
c
a
p
a
b
ili
ty

th
a
t
w
e
s
im
p
ly
d
id
n
o
t
h
a
v
e
w
it
h
in
th
e
C
o
u
n
c
il.

A
n
im
p
o
rt
a
n
t
e
le
m
e
n
t
o
f
o
u
r
c
o
n
tr
a
c
t
w
it
h
th
e
m
h
a
s
b
e
e
n
s
k
ill
s

tr
a
n
s
fe
r.
It
is
im
p
o
rt
a
n
t
th
a
t
w
e
c
a
n
m
a
in
ta
in
th
e
C
u
s
to
m
e
r

F
ir
s
t
c
o
m
m
it
m
e
n
t
in
th
e
c
o
m
in
g
y
e
a
rs
.
W
e
h
a
v
e
e
n
s
u
re
d
w
e

c
a
n
d
o
th
is
th
ro
u
g
h
s
ta
ff
tr
a
in
in
g
.

W
e
h
a
v
e
le
a
rn
t
fr
o
m
o
th
e
r
L
o
c
a
l
A
u
th
o
ri
ti
e
s
.
It
is
im
p
o
rt
a
n
t
to

n
o
te
th
a
t
w
e
a
re
n
o
t
th
e
fi
rs
t
lo
c
a
l
a
u
th
o
ri
ty
to
u
n
d
e
rt
a
k
e
th
is

jo
u
rn
e
y
.
A
lt
h
o
u
g
h
w
e
a
im
to
b
e
in
n
o
v
a
ti
v
e
in
o
u
r
a
p
p
ro
a
c
h
w
e

s
ti
ll
s
e
e
th
e
im
p
o
rt
a
n
c
e
o
f
le
a
rn
in
g
fr
o
m
th
e
s
u
c
c
e
s
s
e
s
a
n
d

fa
ilu
re
o
f
o
th
e
rs
.

W
e
h
a
v
e
b
e
e
n
in
c
lo
s
e
d
is
c
u
s
s
io
n
s
w
it
h
,
a
n
d
le
a
rn
t
a
g
re
a
t

d
e
a
l
fr
o
m
o
th
e
r
lo
c
a
l
a
u
th
o
ri
ti
e
s
fr
o
m
a
c
ro
s
s
th
e
c
o
u
n
tr
y
–
fo
r

e
x
a
m
p
le
,
th
e
L
o
n
d
o
n
B
o
ro
u
g
h
o
f
N
e
w
h
a
m
a
n
d
M
e
d
w
a
y
in

K
e
n
t.

W
e
h
a
v
e
le
a
rn
t
fr
o
m
p
re
v
io
u
s
fa
ilu
re
s
.
It
is
im
p
o
rt
a
n
t
to
b
e

o
p
e
n
a
n
d
h
o
n
e
s
t
a
b
o
u
t
p
ro
je
c
ts
th
a
t
h
a
v
e
fa
ile
d
in
th
e
p
a
s
t.

W
e
a
re
a
w
a
re
th
a
t
th
e
re
h
a
v
e
b
e
e
n
s
o
m
e
p
ro
je
c
ts
w
it
h
in
th
e

C
o
u
n
c
il
w
it
h
a
s
tr
o
n
g
IC
T
e
le
m
e
n
t
th
a
t
h
a
v
e
n
’t
d
e
liv
e
re
d
th
e

b
e
n
e
fi
ts
th
a
t
th
e
y
p
ro
m
is
e
d
.
W
e
h
a
v
e
a
n
a
ly
s
e
d
a
n
d
le
a
rn
t
fr
o
m

p
ro
je
c
ts
s
u
c
h
a
s
th
e
C
R
M
p
ro
je
c
t
a
n
d
th
e
w
e
b
p
ro
je
c
t.
A
s
a

re
s
u
lt
o
f
th
is
,
th
e
re
h
a
v
e
b
e
e
n
a
n
u
m
b
e
r
o
f
k
e
y
e
le
m
e
n
ts
th
a
t

h
a
v
e
b
e
e
n
b
u
ilt
in
to
th
is
p
ro
g
ra
m
m
e
.
T
h
e
s
e
a
re
:

–
T
h
is
is
a
m
e
m
b
e
r
le
d
p
ro
g
ra
m
m
e
–
c
h
a
m
p
io
n
e
d

p
o
lit
ic
a
lly
b
y
th
e
D
e
p
u
ty
P
o
rt
fo
lio
H
o
ld
e
r
fo
r
C
o
rp
o
ra
te

S
e
rv
ic
e
s
w
it
h
th
e
s
tr
o
n
g
s
u
p
p
o
rt
o
f
th
e
D
e
p
u
ty
L
e
a
d
e
r.

–
T
h
e
p
ro
g
ra
m
m
e
h
a
s
s
tr
o
n
g
s
p
o
n
s
o
rs
h
ip
fr
o
m
th
e

A
s
s
is
ta
n
t
C
h
ie
f
E
x
e
c
u
ti
v
e
w
it
h
th
e
s
u
p
p
o
rt
o
f
th
e
C
h
ie
f

E
x
e
c
u
ti
v
e
.

–
S
e
rv
ic
e
a
re
a
s
a
re
h
e
a
v
ily
in
v
o
lv
e
d
in
d
e
fi
n
in
g
th
e

p
ro
g
ra
m
m
e
.
S
ta
ff
a
t
a
ll
le
v
e
ls
h
a
v
e
b
e
e
n
e
n
g
a
g
e
d
.

–
T
h
e
p
ro
g
ra
m
m
e
h
a
s
a
s
tr
o
n
g
e
v
id
e
n
c
e
b
a
s
e
–
b
u
ilt
o
n

a
n
u
n
d
e
rs
ta
n
d
in
g
o
f
w
h
a
t
o
u
r
c
u
s
to
m
e
rs
w
a
n
t.

–
T
h
e
re
is
d
e
d
ic
a
te
d
IC
T
re
s
o
u
rc
e
w
o
rk
in
g
s
o
le
ly
o
n

th
is
p
ro
g
ra
m
m
e
.

–
T
h
e
re
is
a
c
o
m
m
it
m
e
n
t
to
a
c
h
ie
v
in
g
th
e
re
q
u
ir
e
d

s
a
v
in
g
s
.
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

3
1

2
.
In
tr
o
d
u
c
ti
o
n

S
e
le
c
ti
n
g
th
e
in
s
c
o
p
e
s
e
rv
ic
e
s

W
e
re
c
o
g
n
is
e
th
a
t
c
u
s
to
m
e
rs
c
o
n
ta
c
t
u
s
fo
r
a
w
id
e
ra
n
g
e
o
f
s
e
rv
ic
e
s
.
A
t
th
is
s
ta
g
e
it
w
o
u
ld
n
o
t
b
e
a
p
p
ro
p
ri
a
te
to
a
im
to
im
p
ro
v
e

a
ll
o
f
th
e
m
.
T
h
e
re
fo
re
a
p
ri
o
ri
ti
s
a
ti
o
n
e
x
e
rc
is
e
to
o
k
p
la
c
e
.
T
h
is
w
a
s
b
a
s
e
d
u
p
o
n
a
n
u
m
b
e
r
o
f
c
ri
te
ri
a
,
in
c
lu
d
in
g
v
o
lu
m
e
o
f
c
o
n
ta
c
t,

e
a
s
e
o
f
m
o
v
in
g
o
n
lin
e
,
a
n
d
fi
t
w
it
h
th
e
v
is
io
n
o
f
th
e
p
ro
g
ra
m
m
e
.
F
ro
m
h
e
re
a
lis
t
o
f
fi
ft
e
e
n
in
s
c
o
p
e
s
e
rv
ic
e
s
w
a
s
p
u
t
to
g
e
th
e
r.

T
h
e
s
e
rv
ic
e
a
re
a
s
in
s
c
o
p
e
a
re
:

S
u
s
ta
in
a
b
le
C
o
m
m
u
n
it
ie
s
:

•P
la
n
n
in
g

•B
u
ild
in
g
C
o
n
tr
o
l

•H
ig
h
w
a
y
s

•S
c
h
o
o
l
T
ra
n
s
p
o
rt

•W
a
s
te

•L
e
is
u
re

•A
d
u
lt
S
k
ill
s
a
n
d
C
o
m
m
u
n
it
y

L
e
a
rn
in
g

C
h
il
d
re
n
’s
S
e
rv
ic
e
s
:

•
W
e
b
B
a
s
e
d

C
o
m
m
is
s
io
n
in
g

S
o
c
ia
l
C
a
re
,
H
e
a
lt
h
a
n
d

H
o
u
s
in
g
:

•
H
o
u
s
in
g

•
B
lu
e
B
a
d
g
e
s

C
o
rp
o
ra
te
S
e
rv
ic
e
s

•
G
e
n
e
ra
l
E
n
q
u
ir
ie
s

•
C
o
n
c
e
s
s
io
n
a
ry
B
u
s

P
a
s
s
e
s

•
C
o
u
n
c
il
T
a
x
,
B
e
n
e
fi
ts
a
n
d

F
re
e
S
c
h
o
o
l
M
e
a
ls
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3
2

C
u
s
to
m
e
r
In
s
ig
h
t
a
n
d
A
n
a
ly
s
is
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

3
3

1
.
W
h
a
t
d
id
o
u
r
c
u
s
to
m
e
rs
s
a
y
?

A
p
ro
g
ra
m
m
e
th
a
t
p
u
ts
th
e
c
u
s
to
m
e
r
fi
rs
t

T
h
e
C
u
s
to
m
e
r
F
ir
s
t
p
ro
g
ra
m
m
e
h
a
s
a
c
le
a
r
v
is
io
n
.
H
o
w
e
v
e
r

th
is
v
is
io
n
w
ill
o
n
ly
b
e
s
u
c
c
e
s
s
fu
l
if
it
m
e
e
ts
th
e
n
e
e
d
s
o
f
o
u
r

c
u
s
to
m
e
rs
.
T
h
e
re
h
a
s
b
e
e
n
a
n
e
c
d
o
ta
l
e
v
id
e
n
c
e
p
re
v
io
u
s
ly

th
a
t
c
u
s
to
m
e
rs
a
re
d
e
m
a
n
d
in
g
th
a
t
w
e
o
ff
e
r
o
u
r
s
e
rv
ic
e
s
in
a

d
if
fe
re
n
t
w
a
y
s
.
H
o
w
e
v
e
r,
a
s
a
C
o
u
n
c
il
w
e
h
a
v
e
n
e
v
e
r

p
re
v
io
u
s
ly
a
s
k
e
d
th
e
m
in
a
n
y
m
e
a
n
in
g
fu
l
w
a
y
.
T
h
e
re
w
a
s
a
n

a
s
s
u
m
p
ti
o
n
th
a
t
p
e
n
t
u
p
d
e
m
a
n
d
fo
r
o
n
lin
e
c
o
u
n
c
il
s
e
rv
ic
e
s

e
x
is
ts
.

F
o
r
th
is
p
ro
g
ra
m
m
e
,
w
e
h
a
v
e
e
n
g
a
g
e
d
w
it
h
o
u
r
c
u
s
to
m
e
rs
in

th
e
m
o
s
t
s
ig
n
if
ic
a
n
t
p
ie
c
e
o
f
c
u
s
to
m
e
r
in
s
ig
h
t
e
v
e
r
c
a
rr
ie
d
o
u
t

b
y
th
e
C
o
u
n
c
il.
W
e
h
a
v
e
e
n
g
a
g
e
d
c
u
s
to
m
e
rs
e
v
e
ry
s
te
p
o
f
th
e

w
a
y
to
e
n
s
u
re
th
a
t
o
u
r
d
ir
e
c
ti
o
n
o
f
tr
a
v
e
l
is
b
a
s
e
d
o
n
o
u
r

c
u
s
to
m
e
r
n
e
e
d
s
.

W
e
fi
rs
tl
y
c
a
rr
ie
d
o
u
t
a
s
e
ri
e
s
o
f
s
ix
fo
c
u
s
g
ro
u
p
s
a
c
ro
s
s

C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
.
T
h
e
s
e
h
a
v
e
g
iv
e
n
u
s
,
a
t
a
h
ig
h
le
v
e
l,
a

v
ie
w
o
f
w
h
a
t
o
u
r
c
u
s
to
m
e
rs
lik
e
a
n
d
d
o
n
’t
lik
e
w
h
e
n
in
te
ra
c
ti
n
g

o
n
lin
e
.
W
e
fo
llo
w
e
d
th
is
u
p
w
it
h
1
,0
0
0
te
le
p
h
o
n
e
in
te
rv
ie
w
s

w
it
h
o
u
r
re
s
id
e
n
ts
.
T
h
e
s
e
s
u
rv
e
y
s
lo
o
k
e
d
s
p
e
c
if
ic
a
lly
a
t
th
e

s
e
rv
ic
e
s
w
e
o
ff
e
r,
a
n
d
h
o
w
lik
e
ly
c
u
s
to
m
e
rs
o
f
th
e
s
e
s
e
rv
ic
e
s

a
re
to
in
te
ra
c
t
w
it
h
u
s
o
n
lin
e
.
W
e
a
ls
o
c
a
rr
ie
d
o
u
t
in
d
e
p
th

in
te
rv
ie
w
s
w
it
h
p
la
n
n
in
g
a
g
e
n
ts
,
a
s
th
e
s
e
b
u
s
in
e
s
s
e
s
m
a
k
e
u
p

a
la
rg
e
p
ro
p
o
rt
io
n
o
f
P
la
n
n
in
g
c
u
s
to
m
e
rs
.

O
u
r
re
s
id
e
n
ts
a
re
d
e
m
a
n
d
in
g
o
n
li
n
e
s
e
rv
ic
e
s

T
h
is
e
n
g
a
g
e
m
e
n
t
w
it
h
o
u
r
c
u
s
to
m
e
rs
h
a
s
g
iv
e
n
u
s
a
n

e
x
c
e
lle
n
t
b
a
s
e
o
n
w
h
ic
h
to
b
u
ild
.
W
e
c
a
n
c
o
n
fi
d
e
n
tl
y
s
a
y
th
a
t

w
e
k
n
o
w
w
h
a
t
o
u
r
c
u
s
to
m
e
rs
w
a
n
t.
W
e
k
n
o
w
th
a
t:

•
O
n
e
fi
ft
h
o
f
c
u
s
to
m
e
rs
a
re
u
s
in
g
th
e
C
o
u
n
c
il
w
e
b
s
it
e
a
s
th
e
ir

m
a
in
m
o
d
e
o
f
c
o
n
ta
c
t

•
T
h
e
v
a
s
t
m
a
jo
ri
ty
o
f
c
u
s
to
m
e
rs
h
a
v
e
h
o
m
e
in
te
rn
e
t
a
c
c
e
s
s

•
J
u
s
t
u
n
d
e
r
h
a
lf
h
a
v
e
a
c
c
e
s
s
to
s
m
a
rt
p
h
o
n
e
s
.
T
h
is
is

in
c
re
a
s
in
g

•
O
v
e
r
h
a
lf
o
f
o
u
r
c
u
s
to
m
e
rs
fa
ll
in
to
th
e
s
e
g
m
e
n
ts
m
o
s
t
lik
e
ly

to
m
o
v
e
o
n
lin
e
in
th
e
fu
tu
re
.
O
n
ly
2
0
%
a
re
u
n
lik
e
ly
to
u
s
e

o
u
r
o
n
lin
e
s
e
rv
ic
e
s
.

•
T
h
e
re
is
d
e
m
a
n
d
fo
r
a
ll
C
o
u
n
c
il
s
e
rv
ic
e
s
to
b
e
o
ff
e
re
d

o
n
lin
e
,
a
c
ro
s
s
a
ll
s
o
c
io
-d
e
m
o
g
ra
p
h
ic
g
ro
u
p
s
.

F
u
ll
d
e
ta
ils
o
f
th
e
C
u
s
to
m
e
r
In
s
ig
h
t
c
a
n
b
e
s
e
e
n
in
S
e
c
ti
o
n
3

.8
1
%
u
s
e

th
e
in
te
rn
e
t

o
n
a
d
a
il
y

b
a
s
is

7
1
%
in

s
e
g
m
e
n
ts

m
o
s
t
li
k
e
ly

to
s
h
if
t

o
n
li
n
e

2
0
%

a
lr
e
a
d
y
u
s
e

th
e

C
o
u
n
c
il
’s

w
e
b
s
it
e
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

3
4

•
C
lu
s
te
r
a
n
a
ly
s
is
w
a
s
u
s
e
d
to
id
e
n
ti
fy
‘g
ro
u
p
in
g
s
’
o
f
c
u
s
to
m
e
rs
w
h
o
s
h
a
re
d
s
im
ila
r
c
h
a
ra
c
te
ri
s
ti
c
s
re
g
a
rd
in
g
le
v
e
ls
o
f
IT

p
ro
fi
c
ie
n
c
y
,
w
ill
in
g
n
e
s
s
to
m
o
v
e
o
n
lin
e
in
th
e
fu
tu
re
a
n
d
o
v
e
ra
ll
le
v
e
ls
o
f
s
a
ti
s
fa
c
ti
o
n
w
it
h
C
o
u
n
c
il
s
e
rv
ic
e
s
.

•
T
h
e
a
n
a
ly
s
is
id
e
n
ti
fi
e
d
fi
v
e
g
ro
u
p
s
/c
lu
s
te
rs
th
a
t
e
m
e
rg
e
d
a
lo
n
g
a
s
p
e
c
tr
u
m
fr
o
m
h
ig
h
to
lo
w
p
ro
p
e
n
s
it
y
to
s
h
if
t
o
n
lin
e
in
th
e
fu
tu
re
.

In
a
d
d
it
io
n
,
fu
rt
h
e
r
te
s
ts
w
e
re
c
o
n
d
u
c
te
d
,
in
c
lu
d
in
g
c
o
rr
e
la
ti
o
n
a
n
d
re
g
re
s
s
io
n
a
n
a
ly
s
is
,
o
n
a
ra
n
g
e
o
f
s
u
rv
e
y
v
a
ri
a
b
le
s
to
v
a
lid
a
te

th
e
ro
b
u
s
tn
e
s
s
o
f
th
e
c
lu
s
te
rs
.
T
h
e
n
u
m
b
e
r
o
f
c
u
s
to
m
e
rs
p
e
r
g
ro
u
p
is
s
h
o
w
n
in
F
ig
u
re
1
b
e
lo
w
.
T
h
is
o
u
tl
in
e
s
th
e
c
o
m
p
o
s
it
e

m
e
a
n
s
c
o
re
s
fo
r
th
e
th
re
e
s
e
le
c
te
d
v
a
ri
a
b
le
s
o
n
a
s
c
a
le
o
f
1
-1
0
,
w
it
h
1
re
p
re
s
e
n
ti
n
g
th
e
lo
w
e
s
t
e
n
d
o
f
th
e
s
p
e
c
tr
u
m
a
n
d
1
0
th
e

h
ig
h
e
s
t
e
n
d
.
A
h
ig
h
le
v
e
l
o
v
e
rv
ie
w
o
f
s
o
m
e
o
f
th
e
k
e
y
c
u
s
to
m
e
r
p
ro
fi
le
c
h
a
ra
c
te
ri
s
ti
c
s
w
it
h
in
e
a
c
h
c
lu
s
te
r
g
ro
u
p
is
h
ig
h
lig
h
te
d
a
t

F
ig
u
re
2
o
v
e
rl
e
a
f.

F
ig
u
re
1
:
O
v
e
rv
ie
w
o
f
5
c
u
s
to
m
e
r
g
ro
u
p
s

H
ig
h

M
e
d
iu
m
/
L
o
w

M
e
d
iu
m

P
ro
p
e
n
s
it
y
to
s
h
if
t

H
ig
h
/
M
e
d
iu
m

L
o
w

L
e
v
e
l
o
f
IT
p
ro
fi
c
ie
n
c
y

L
ik
e
li
h
o
o
d
to
s
h
if
t
o
n
li
n
e

L
e
v
e
l
o
f
IT
p
ro
fi
c
ie
n
c
y

L
ik
e
li
h
o
o
d
to
s
h
if
t
o
n
li
n
e

N
o
.
c
u
s
to
m
e
rs
(%
)
p
e
r

g
ro
u
p

2
9
6
(3
1
%
)

2
1
6
(2
3
%
)

1
6
2
(1
7
%
)

9
2
(1
0
%
)

1
8
7
(2
0
%
)

C
h
a
m
p
io
n
s

A
d
v
o
c
a
te
s

P
o
s
s
ib
le
c
u
s
to
m
e
r

g
ro
u
p
n
a
m
e
s

Keyvariables

D
e
ta
ile
d
e
x
p
la
n
a
ti
o
n
a
v
a
ila
b
le
in
A
p
p
e
n
d
ix
1

C
o
m
p
o
s
it
e
m
e
a
n
s
c
o
re
s

6
.2
5

5
.9
3

5
.0
9

3
.7
7

R
e
lu
c
ta
n
ts

F
lo
a
ti
n
g
V
o
te
rs

R
a
th
e
r
N
o
ts

3
.
C
u
s
to
m
e
r
In
s
ig
h
t
a
n
d
A
n
a
ly
s
is

T
h
e
s
e
g
m
e
n
ta
ti
o
n
o
f
c
u
s
to
m
e
rs
h
a
s
re
s
u
lt
e
d
in
th
e
id
e
n
ti
fi
c
a
ti
o
n
o
f
fi
v
e
g
ro
u
p
s
..
.
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

3
5

M
o
s
a
ic
G
ro
u
p
B
D
E

A
g
e
d
4
0
+
(7
8
%
)

O
n
e
h
a
lf
in
e
m
p
lo
y
m
e
n
t
(5
0
%
)
a
n
d
ju
s
t
o
v
e
r
1
/3
re
ti
re
d
(3
6
%
)

V
a
s
t
m
a
jo
ri
ty
in
s
o
c
io
e
c
o
n
o
m
ic
g
ro
u
p
C
1
C
2
D
(8
1
%
)

M
o
s
a
ic
G
ro
u
p
D
F
H

A
g
e
d
2
5
-5
9
(7
4
%
)

O
v
e
r
¾
in
e
m
p
lo
y
m
e
n
t
(7
6
%
)

O
v
e
r
¾
in
s
o
c
io
e
c
o
n
o
m
ic
g
ro
u
p
A
,
B
,
C
1
(7
7
%
)

O
v
e
r
1
/3
h
a
v
e
s
c
h
o
o
l
a
g
e
d
c
h
ild
re
n
(3
5
%
)

6
0
%
h
a
v
e
s
m
a
rt
p
h
o
n
e
s

M
o
s
a
ic
G
ro
u
p
B
D
E

A
g
e
d
6
0
+
(6
4
%
)

O
v
e
r
o
n
e
h
a
lf
re
ti
re
d
(5
3
%
)

V
a
s
t
m
a
jo
ri
ty
in
s
o
c
io
e
c
o
n
o
m
ic
g
ro
u
p
C
1
C
2
D
(8
3
%
)

¼
h
a
v
e
a
d
is
a
b
ili
ty

M
o
s
a
ic
G
ro
u
p
B
F
H

A
g
e
d
4
0
+
(7
6
%
)

O
v
e
r
2
/3
in
e
m
p
lo
y
m
e
n
t
(7
0
%
)

N
e
a
rl
y
3
/4
in
s
o
c
io
e
c
o
n
o
m
ic
g
ro
u
p
A
,
B
,
C
1
(7
2
%
)

J
u
s
t
le
s
s
th
a
n
1
/3
(2
9
%
)
h
a
v
e
s
c
h
o
o
l
a
g
e
d
c
h
ild
re
n

5
5
%
h
a
v
e
s
m
a
rt
p
h
o
n
e
s

M
o
s
a
ic
G
ro
u
p
D
E
H
J

A
g
e
d
4
0
+
(8
7
%
)

O
v
e
r
o
n
e
th
ir
d
re
ti
re
d
(3
5
%
)

1
5
%
h
a
v
e
a
d
is
a
b
ili
ty

V
a
s
t
m
a
jo
ri
ty
in
s
o
c
io
e
c
o
n
o
m
ic
g
ro
u
p
C
1

C
2
D
(8
3
%
)

E
m
p
lo
y
m
e
n
t
=
fu
ll
ti
m
e
,
p
a
rt
ti
m
e
o
r
s
e
lf
e
m
p
lo
y
e
d

F
ig
u
re
2
:
H
ig
h
le
v
e
l
o
v
e
rv
ie
w
o
f
e
a
c
h
c
u
s
to
m
e
r
g
ro
u
p

O
v
e
r
¾
in
s
o
c
io
e
c
o
n
o
m
ic
g
r

O
v
e
r
1
/3
h
a
v
e
s
c
h
o
o
l
a
g
e
d
c

u
p
C
1
C
2
D
(8
3
%
)

¼
h
a
v
e
a
d
is
a
b
ili
ty

O
v
e
r
1
/3
h
a
v
e
s
c
h
o
o
l
a
g
e
d
c

6
0
%
h
a
v
e
s
m
a
rt
p
h
o
n
e
s

6
0
%
h
a
v
e
s
m
a
rt
p
h
o
n
e
s

M
o
s
a
ic
G
ro
u
p
B
D
E

M
o
s
a
ic
G
ro
u
p
B
F
H

3
.
C
u
s
to
m
e
r
In
s
ig
h
t
a
n
d
A
n
a
ly
s
is

T
h
e
g
ro
u
p
s
v
a
ry
b
y
s
o
c
io
-e
c
o
n
o
m
ic
c
h
a
ra
c
te
ri
s
ti
c
s
..
.

T
h
e
p
e
rs
o
n
if
ic
a
ti
o
n
o
f
e
a
c
h
o
f
th
e
s
e
M
o
s
a
ic
g
ro
u
p
s
,
is
d
e
v
e
lo
p
e
d
in
th
is
c
h
a
p
te
r.

N
o
te
:
fi
g
u
re
s
a
d
d
u
p
to
1
0
1
%

d
u
e
to
ro
u
n
d
in
g
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

3
6

C
u
s
to
m
e
r
g
ro
u
p

n
a
m
e
:
C
h
a
m
p
io
n
s

E
x
a
m
p
le
o
f

re
s
id
e
n
ts
:

J
a
c
k
,
S
a
m
a
n
th
a

C
h
a
ra
c
te
ri
s
ti
c
s

S
e
rv
ic
e
s

A
c
c
e
s
s

Im
p
li
c
a
ti
o
n
s

•
J
a
c
k
is
in
h
is
la
te
2
0
’s
.

S
a
m
a
n
th
a
is
a
3
1
y
e
a
r
o
ld

m
o
th
e
r
o
f
o
n
e
y
o
u
n
g
c
h
ild
.

•
B
o
th
J
a
c
k
a
n
d
S
a
m
a
n
th
a

h
a
v
e
p
ro
fe
s
s
io
n
a
l

o
c
c
u
p
a
ti
o
n
s
a
n
d
p
re
fe
r
o
n
lin
e

c
h
a
n
n
e
ls
d
u
e
to
e
a
s
e
o
f
u
s
e

a
n
d
c
o
n
v
e
n
ie
n
c
e
.

•
S
a
m
a
n
th
a
a
n
d
J
a
c
k
h
a
v
e

h
ig
h
e
a
rn
in
g
p
o
w
e
r
a
n
d
liv
e

in
a
n
a
ff
lu
e
n
t
p
a
rt
o
f
th
e

C
o
u
n
c
il
a
re
a
w
it
h
lit
tl
e
fr
e
e

ti
m
e
.

•
B
o
th
a
re
h
ig
h
ly
IT
p
ro
fi
c
ie
n
t,

u
s
in
g
th
e
in
te
rn
e
t
e
v
e
ry
d
a
y

a
t
h
o
m
e
a
n
d
a
t
w
o
rk
a
n
d
a
ls
o

v
ia
S
m
a
rt
p
h
o
n
e
's
w
h
ils
t
o
n

th
e
m
o
v
e
.

•
J
a
c
k
a
n
d
S
a
m
a
n
th
a
ty
p
ic
a
lly

c
o
n
ta
c
t
th
e
C
o
u
n
c
il
in
re
la
ti
o
n

to
G
e
n
e
ra
l
S
e
rv
ic
e
s
,

in
c
lu
d
in
g
W
a
s
te
a
n
d

H
ig
h
w
a
y
s
.

•
F
o
r
e
x
a
m
p
le
,
J
a
c
k
re
c
e
n
tl
y

c
o
n
ta
c
te
d
th
e
C
o
u
n
c
il
to

re
p
o
rt
a
fa
u
lt
y
s
tr
e
e
t
lig
h
t

o
u
ts
id
e
h
is
h
o
m
e
s
o
th
a
t
th
is

c
o
u
ld
b
e
re
p
a
ir
e
d
.

•
B
o
th
a
ls
o
c
o
n
ta
c
t
th
e
C
o
u
n
c
il

a
b
o
u
t
C
o
u
n
c
il
T
a
x
b
a
n
d
in
g

a
n
d
p
a
y
m
e
n
t
p
la
n
s
s
o
th
e
y

c
a
n
m
a
n
a
g
e
th
e
ir
fi
n
a
n
c
e
s

a
p
p
ro
p
ri
a
te
ly
.

•
J
a
c
k
a
n
d
S
a
m
a
n
th
a
a
re
a
ls
o

k
e
e
n
to
d
is
c
o
v
e
r
lo
c
a
l
e
v
e
n
ts

th
a
t
th
e
C
o
u
n
c
il
o
rg
a
n
is
e
s

th
a
t
m
a
y
b
e
o
f
in
te
re
s
t
to

th
e
m
/
th
e
ir
fa
m
ili
e
s
in
th
e
ir

s
p
a
re
ti
m
e
.

•
S
a
m
a
n
th
a
a
n
d
J
a
c
k
h
a
v
e

p
e
rs
o
n
a
l
la
p
to
p
s
a
n
d

S
m
a
rt
p
h
o
n
e
d
e
v
ic
e
s
,

w
h
ils
t
J
a
c
k
a
ls
o
h
a
s
a
n
I-

P
a
d
.

•
B
o
th
h
a
v
e
v
is
it
e
d
th
e

C
o
u
n
c
il’
s
w
e
b
s
it
e
re
c
e
n
tl
y

a
n
d
S
a
m
a
n
th
a
p
a
id
h
e
r

a
n
n
u
a
l
C
o
u
n
c
il
T
a
x
b
ill

th
ro
u
g
h
th
e
w
e
b
s
it
e
.

•
D
u
e
to
lo
n
g
w
o
rk
in
g
h
o
u
rs

a
n
d
a
la
c
k
o
f
fr
e
e
ti
m
e
,

b
o
th
w
o
u
ld
lik
e
to
h
a
v
e

e
v
e
n
g
re
a
te
r
o
n
lin
e

c
o
m
m
u
n
ic
a
ti
o
n
s
w
it
h
th
e

C
o
u
n
c
il
w
h
e
n
th
e
n
e
e
d

a
ri
s
e
s
a
s
s
p
e
e
d
o
f

re
s
p
o
n
s
e
a
n
d
th
e

c
o
n
v
e
n
ie
n
c
e
o
f
o
n
lin
e
is

im
p
o
rt
a
n
t
to
th
e
m
.

•
A
g
re
a
te
r
s
h
if
t
to
w
a
rd
s

o
n
lin
e
s
e
rv
ic
e
s
w
o
u
ld
re
a
lly

a
s
s
is
t
J
a
c
k
a
n
d
S
a
m
a
n
th
a

in
th
e
ir
e
v
e
ry
-d
a
y
liv
e
s
.

•
T
h
e
y
a
re
h
ig
h
ly
IT
p
ro
fi
c
ie
n
t

a
c
ro
s
s
a
ra
n
g
e
o
f
d
e
v
ic
e
s

a
n
d
d
o
m
o
s
t
o
f
th
e
ir

d
o
m
e
s
ti
c
s
h
o
p
p
in
g
a
n
d

b
a
n
k
in
g
o
n
lin
e
.

•
H
o
w
e
v
e
r,
b
o
th
a
re
a
lit
tl
e

u
n
s
u
re
o
f
th
e
ra
n
g
e
o
f

s
e
rv
ic
e
s
th
a
t
th
e
C
o
u
n
c
il

p
ro
v
id
e
s
a
n
d
w
o
u
ld

w
e
lc
o
m
e
g
re
a
te
r
a
w
a
re
n
e
s
s

a
n
d
c
o
m
m
u
n
ic
a
ti
o
n
s
o
n
th
is

p
o
in
t.

•
J
a
c
k
a
n
d
S
a
m
a
n
th
a
c
o
u
ld

in
te
rf
a
c
e
w
it
h
th
e
C
o
u
n
c
il

o
n
lin
e
a
c
ro
s
s
a
ll
o
f
th
e

s
e
rv
ic
e
s
th
e
y
re
q
u
ir
e
.

“I
re

al
ly

do
n’

tl
ik

e
sp

ea
ki

ng
on

th
e

ph
on

e,
m

y
fir

st
po

rt
of

ca
ll

w
ill

al
w

ay
s

be
th

e
w

eb
si

te
.”

“I
fe

ve
ry

th
in

g
w

as
th

er
e

an
d

co
ve

re
d

al
lt

he
in

fo
rm

at
io

n
In

ee
d,

Iw
ou

ld
ha

ve
no

ne
ed

to
co

nt
ac

tt
he

C
ou

nc
il

by
te

le
ph

on
e.

”
•
3
1
%
o
f
th
e
p
o
p
u
la
ti
o
n

•
7
7
%
a
re
fr
o
m
a
p
ro
fe
s
s
io
n
a
l/
s
k
il
le
d
s
o
c
io
-

e
c
o
n
o
m
ic
g
ro
u
p

•
6
0
%
h
a
v
e
S
m
a
rt
p
h
o
n
e
's

•
8
9
%
a
re
w
il
li
n
g
to
s
h
if
t
o
n
li
n
e
in
th
e
fu
tu
re

•
7
2
%
a
re
a
lr
e
a
d
y
‘t
ra
n
s
a
c
ti
o
n
a
l’
o
n
li
n
e

D
e
ta
ile
d
e
x
p
la
n
a
ti
o
n
o
f
a
ll
P
e
rs
o
n
a
s

a
v
a
ila
b
le
in
A
p
p
e
n
d
ix
1
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

3
7

C
u
s
to
m
e
r
g
ro
u
p

n
a
m
e
:
A
d
v
o
c
a
te
s

E
x
a
m
p
le
s
o
f

re
s
id
e
n
ts
:

S
a
ra
h
,
M
ik
e

C
h
a
ra
c
te
ri
s
ti
c
s

S
e
rv
ic
e
s

A
c
c
e
s
s

Im
p
li
c
a
ti
o
n
s

•
S
a
ra
h
is
a
4
6
y
e
a
r
o
ld
m
o
th
e
r

o
f
tw
o
s
c
h
o
o
l-
a
g
e
c
h
ild
re
n
.

M
ik
e
is
a
re
c
e
n
tl
y
re
ti
re
d

A
c
c
o
u
n
ta
n
t.

•
S
a
ra
h
is
a
te
a
c
h
e
r
a
t
a
lo
c
a
l

a
p
ri
m
a
ry
s
c
h
o
o
l
a
n
d
J
a
c
k
is

a
v
o
lu
n
te
e
r
a
t
a
ra
n
g
e
o
f

c
o
m
m
u
n
it
y
g
ro
u
p
s
.

•
B
o
th
le
a
d
b
u
s
y
lif
e
s
ty
le
s
in

te
rm
s
o
f
p
u
rs
u
in
g
th
e
ir

in
te
re
s
ts
a
n
d
m
a
n
a
g
in
g
th
e
ir

fa
m
ily
lif
e
.

•
B
o
th
a
re
h
ig
h
ly
IT
p
ro
fi
c
ie
n
t

a
n
d
h
a
v
e
e
x
te
n
s
iv
e
o
n
lin
e

a
c
c
e
s
s
,
h
o
w
e
v
e
r,
b
o
th

ty
p
ic
a
ll
y
c
o
n
ta
c
t
th
e
C
o
u
n
c
il

b
y
te
le
p
h
o
n
e
.

•
S
a
ra
h
a
n
d
M
ik
e
ty
p
ic
a
lly

c
o
n
ta
c
t
th
e
C
o
u
n
c
il
in
re
la
ti
o
n

to
G
e
n
e
ra
l
S
e
rv
ic
e
s
,
C
o
u
n
c
il

T
a
x
a
n
d
P
la
n
n
in
g
o
n
a
n
a
d
-

h
o
c
b
a
s
is
.

•
M
ik
e
h
a
s
re
c
e
n
tl
y
te
le
p
h
o
n
e
d

th
e
C
o
u
n
c
il
to
e
n
q
u
ir
e
a
b
o
u
t

th
e
p
ro
c
e
d
u
re
s
fo
r
a
p
p
ly
in
g

to
m
a
k
e
a
b
u
ild
in
g
e
x
te
n
s
io
n

to
h
is
h
o
m
e
.

•
S
a
ra
h
h
a
s
a
ls
o
c
o
n
ta
c
te
d
th
e

C
o
u
n
c
il
a
b
o
u
t
s
c
h
o
o
l

a
d
m
is
s
io
n
s
a
n
d
b
u
s
p
a
s
s
e
s

fo
r
h
e
r
c
h
ild
re
n
.

•
M
ik
e
is
a
ls
o
k
e
e
n
to
s
e
e
k

fu
rt
h
e
r
in
fo
rm
a
ti
o
n
in
te
rm
s
o
f

C
o
u
n
c
il
a
s
s
is
ta
n
c
e
fo
r

h
o
ld
in
g
a
lo
c
a
l
c
o
m
m
u
n
it
y

fu
n
d
ra
is
in
g
e
v
e
n
t.

•
M
ik
e
h
a
s
a
h
o
m
e
P
C
w
h
ic
h
h
e

u
s
e
s
re
g
u
la
rl
y
to
m
a
k
e
fu
n
d
in
g

a
p
p
lic
a
ti
o
n
s
a
n
d
to
m
o
n
it
o
r
n
e
w
s

a
n
d
s
p
o
rt
s
in
te
re
s
ts
.

•
S
a
ra
h
h
a
s
a
la
p
to
p
a
n
d

S
m
a
rt
p
h
o
n
e
a
n
d
d
o
e
s
v
ir
tu
a
lly
a
ll

o
f
h
e
r
s
h
o
p
p
in
g
a
n
d
b
a
n
k
in
g

o
n
lin
e
d
u
e
to
ti
m
e
c
o
n
s
tr
a
in
ts

a
n
d
h
e
r
v
ie
w
th
a
t
th
is
is
m
u
c
h

m
o
re
e
ff
ic
ie
n
t.

•
W
h
ils
t
h
a
v
in
g
v
is
it
e
d
th
e

C
o
u
n
c
il’
s
w
e
b
s
it
e
to
s
e
e
k

in
fo
rm
a
ti
o
n
a
n
d
to
d
o
w
n
lo
a
d

a
p
p
lic
a
ti
o
n
s
,
th
e
ir
m
a
in
m
e
th
o
d

o
f
c
o
n
ta
c
t
is
tr
a
d
it
io
n
a
lly
b
y

te
le
p
h
o
n
e
.

•
S
a
ra
h
a
n
d
M
ik
e
a
re
m
o
d
e
ra
te
to

h
ig
h
u
s
e
rs
o
f
a
ll
o
n
lin
e
fu
n
c
ti
o
n
s
.

•
T
h
e
y
a
re
h
ig
h
ly
IT
p
ro
fi
c
ie
n
t
a
n
d

w
o
u
ld
w
e
lc
o
m
e
th
e
o
p
p
o
rt
u
n
it
y
to

in
te
ra
c
t
w
it
h
th
e
C
o
u
n
c
il
o
n
lin
e

m
o
re
re
g
u
la
rl
y
in
th
e
fu
tu
re
.

•
S
a
ra
h
a
n
d
M
ik
e
h
a
v
e
th
e
a
b
ili
ty

a
n
d
w
ill
in
g
n
e
s
s
to
s
h
if
t
o
n
lin
e
,

h
o
w
e
v
e
r,
th
e
y
w
ill
re
q
u
ir
e

s
p
e
c
if
ic
c
o
m
m
u
n
ic
a
ti
o
n
s
in
te
rm
s

o
f
th
e
b
e
n
e
fi
ts
o
f
d
o
in
g
th
is
fo
r

th
e
m
.

•
M
ik
e
is
a
ls
o
a
lit
tl
e
w
a
ry
a
b
o
u
t

th
e
s
e
c
u
ri
ty
o
f
w
e
b
s
it
e
s
th
a
t
h
e

v
is
it
s
a
n
d
m
a
y
re
q
u
ir
e
m
o
re

re
a
s
s
u
ra
n
c
e
o
n
th
is
.
H
e
is
a
ls
o

k
e
e
n
th
a
t
a
n
y
w
e
b
s
it
e
h
e
u
s
e
s

h
a
s
s
im
p
le
la
n
g
u
a
g
e
a
n
d
is
e
a
s
y

to
n
a
v
ig
a
te
.

•
2
3
%
o
f
th
e
p
o
p
u
la
ti
o
n

•
7
2
%
a
re
fr
o
m
a
p
ro
fe
s
s
io
n
a
l/
s
k
il
le
d
s
o
c
io
-

e
c
o
n
o
m
ic
g
ro
u
p

•
5
5
%
h
a
v
e
S
m
a
rt
p
h
o
n
e
's

•
6
7
%
a
re
a
lr
e
a
d
y
‘t
ra
n
s
a
c
ti
o
n
a
l’
o
n
li
n
e

“T
hr

ou
gh

m
y

m
os

tr
ec

en
te

xp
er

ie
nc

e
of

te
le

ph
on

in
g

th
e

C
ou

nc
il

Iw
as

tr
an

sf
er

re
d

to
nu

m
er

ou
s

pe
op

le
an

d
it

to
ok

a
co

ns
id

er
ab

le
pe

rio
d

of
tim

e
fo

r
so

m
eo

ne
to

ge
tb

ac
k

to
m

e”

“S
pe

ed
of

re
sp

on
se

is
cr

uc
ia

l”
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

3
8

C
u
s
to
m
e
r
g
ro
u
p

n
a
m
e
:
F
lo
a
ti
n
g

V
o
te
rs

E
x
a
m
p
le
s
o
f

re
s
id
e
n
ts
:
J
o
h
n
,

V
ic
to
ri
a

C
h
a
ra
c
te
ri
s
ti
c
s

S
e
rv
ic
e
s

A
c
c
e
s
s

Im
p
li
c
a
ti
o
n
s

•
1
7
%
o
f
th
e
p
o
p
u
la
ti
o
n

•
8
1
%
a
re
fr
o
m
a
m
a
n
u
a
l/
s
k
il
le
d
s
o
c
io
-

e
c
o
n
o
m
ic
b
a
c
k
g
ro
u
n
d

•
M
o
s
t
v
ie
w
th
e
m
s
e
lv
e
s
a
s
h
a
v
in
g
a
n
a
v
e
ra
g
e

le
v
e
l
o
f
IT
p
ro
fi
c
ie
n
c
y

•
M
o
re
th
a
n
h
a
lf
(5
5
%
)
u
s
e
th
e
in
te
rn
e
t
fo
r

o
n
li
n
e
s
h
o
p
p
in
g
a
n
d
b
a
n
k
in
g

“I
ha

ve
ha

d
an

ex
pe

rie
nc

e
of

re
al

ly
no

is
y

ne
ig

hb
ou

rs
re

ce
nt

ly
an

d
Id

on
't

re
al

ly
lik

e
ph

on
in

g
th

e
C

ou
nc

il
re

ga
rd

in
g

th
es

e
is

su
es

”

“I
ft

hi
s

co
ul

d
be

do
ne

ef
fe

ct
iv

el
y

an
d

qu
ic

kl
y

on
lin

e
Iw

ou
ld

be
ha

pp
y

to
do

th
is

”

•
J
o
h
n
is
in
h
is
la
te
4
0
’s
,
a
n
d

w
o
rk
s
a
s
a
lo
c
a
l

tr
a
d
e
s
m
a
n
.
V
ic
to
ri
a
is

w
id
o
w
e
d
a
n
d
in
h
e
r
e
a
rl
y

6
0
’s
a
n
d
w
o
rk
s
in
a
s
c
h
o
o
l

lib
ra
ry
.

•
B
o
th
J
o
h
n
a
n
d
V
ic
to
ri
a

h
a
v
e
a
c
c
e
s
s
to
th
e
in
te
rn
e
t

a
t
h
o
m
e
b
u
t
w
o
u
ld

d
e
s
c
ri
b
e
th
e
ir
IT

p
ro
fi
c
ie
n
c
y
a
s
a
v
e
ra
g
e
.

•
G
e
n
e
ra
lly
th
e
y
p
re
fe
r
to

a
c
c
e
s
s
C
o
u
n
c
il
s
e
rv
ic
e
s
b
y

p
h
o
n
e
b
u
t
w
o
u
ld
b
e
a
b
le
to

g
o
o
n
lin
e
to
in
te
ra
c
t
w
it
h

th
e
C
o
u
n
c
il
fo
r
b
a
s
ic

in
fo
rm
a
ti
o
n
.

•
B
o
th
J
o
h
n
a
n
d
V
ic
to
ri
a
a
re

fr
o
m
s
o
c
io
-e
c
o
n
o
m
ic

g
ro
u
p
in
g
C
1
.

•
J
o
h
n
a
n
d
V
ic
to
ri
a
a
re

u
s
e
rs
o
f
u
n
iv
e
rs
a
l

s
e
rv
ic
e
s
.
B
o
th
re
c
y
c
le
,
a
n
d

re
g
u
la
rl
y
c
o
n
ta
c
t
th
e

C
o
u
n
c
il
to
re
q
u
e
s
t
n
e
w

fo
o
d
b
in
b
a
g
s
a
n
d
th
e
ir

re
fu
s
e
c
o
lle
c
ti
o
n
ti
m
e
s
.

•
V
ic
to
ri
a
’s
liv
e
s
o
n
h
e
r
o
w
n

a
n
d
re
c
e
n
tl
y
c
o
n
ta
c
te
d
th
e

C
o
u
n
c
il
to
a
p
p
ly
fo
r
a

s
in
g
le
p
e
rs
o
n
d
is
c
o
u
n
t
fo
r

h
e
r
C
o
u
n
c
il
T
a
x
.
S
h
e
is

a
ls
o
e
n
ti
tl
e
d
to
a

c
o
n
c
e
s
s
io
n
a
ry
b
u
s
p
a
s
s
.

•
A
lt
h
o
u
g
h
th
e
te
le
p
h
o
n
e
is

c
u
rr
e
n
tl
y
th
e
ir
p
re
fe
rr
e
d

m
o
d
e
o
f
c
o
n
ta
c
t,
b
o
th
J
o
h
n

a
n
d
V
ic
to
ri
a
w
o
u
ld
b
e

p
re
p
a
re
d
to
c
o
n
ta
c
t
th
e

C
o
u
n
c
il
v
ia
th
e
w
e
b
s
it
e
in

fu
tu
re
in
re
la
ti
o
n
to
g
e
n
e
ra
l

s
e
rv
ic
e
s
.

•
A
t
p
re
s
e
n
t
th
e
y
w
o
u
ld
b
e

le
s
s
lik
e
ly
to
g
o
o
n
lin
e
fo
r

tr
a
n
s
a
c
ti
o
n
a
l
a
c
ti
v
it
ie
s
a
s

th
e
y
s
ti
ll
lik
e
th
e

e
x
p
e
ri
e
n
c
e
o
f
ta
lk
in
g
to

s
o
m
e
b
o
d
y
d
ir
e
c
tl
y
.

•
E
n
c
o
u
ra
g
in
g
J
o
h
n
a
n
d

V
ic
to
ri
a
o
n
lin
e
is
im
p
o
rt
a
n
t.

•
T
h
e
y
a
re
re
g
u
la
r
in
te
rn
e
t

u
s
e
rs
a
n
d
re
a
s
o
n
a
b
ly
IT

p
ro
fi
c
ie
n
t
b
u
t
c
u
rr
e
n
tl
y

in
te
ra
c
t
v
ia
th
e
te
le
p
h
o
n
e
.

•
T
a
rg
e
te
d
m
a
rk
e
ti
n
g
a
n
d

p
o
s
s
ib
ly
s
o
m
e
IT
s
k
ill
s

tr
a
in
in
g
w
o
u
ld
h
e
lp
b
o
th
o
f

th
e
s
e
c
u
s
to
m
e
rs
to
h
a
v
e
th
e

c
o
n
fi
d
e
n
c
e
to
v
is
it
th
e

C
o
u
n
c
il’
s
w
e
b
s
it
e
.

•
T
h
e
re
te
n
ti
o
n
o
f
te
le
p
h
o
n
e

c
h
a
n
n
e
ls
o
f
c
o
n
ta
c
t
fo
r
m
o
re

p
e
rs
o
n
a
lis
e
d
s
e
rv
ic
e
s
w
ill
b
e

re
q
u
ir
e
d
.
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

3
9

C
u
s
to
m
e
r
g
ro
u
p

n
a
m
e
:
R
e
lu
c
ta
n
ts

E
x
a
m
p
le
s
o
f

re
s
id
e
n
ts
:

J
a
n
e
,
R
o
b

C
h
a
ra
c
te
ri
s
ti
c
s

S
e
rv
ic
e
s

A
c
c
e
s
s

Im
p
li
c
a
ti
o
n
s

•
J
a
n
e
is
a
re
c
e
n
tl
y
re
ti
re
d

c
h
a
ri
ty
v
o
lu
n
te
e
r.
R
o
b
is
a

lo
c
a
l
c
o
n
s
tr
u
c
ti
o
n
w
o
rk
e
r
in

h
is
m
id
5
0
’s
.

•
J
a
n
e
h
a
s
a
c
c
e
s
s
to
th
e

in
te
rn
e
t
b
u
t
h
a
s
q
u
it
e
a
b
a
s
ic

le
v
e
l
o
f
IT
p
ro
fi
c
ie
n
c
y
lim
it
e
d

to
b
e
in
g
a
b
le
to
s
e
a
rc
h
fo
r

in
fo
rm
a
ti
o
n
.

•
A
s
a
m
a
n
u
a
l
w
o
rk
e
r
R
o
b

d
o
e
s
n
o
t
re
g
u
la
rl
y
u
s
e
th
e

in
te
rn
e
t
o
r
a
c
o
m
p
u
te
r
b
u
t

d
o
e
s
lik
e
to
k
e
e
p
u
p
to
d
a
te

w
it
h
s
p
o
rt
s
n
e
w
s
o
n
lin
e
w
h
e
n

h
e
c
a
n
.

•
B
o
th
R
o
b
a
n
d
J
a
n
e
w
o
u
ld

c
o
n
ta
c
t
th
e
C
o
u
n
c
il
b
y

te
le
p
h
o
n
e
.

•
J
a
n
e
h
a
s
a
m
o
b
ili
ty

im
p
a
ir
m
e
n
t
a
n
d
h
a
s

c
o
n
ta
c
te
d
th
e
C
o
u
n
c
il
w
it
h

re
g
a
rd
s
to
a
b
lu
e
-b
a
d
g
e

p
e
rm
it
a
s
w
e
ll
a
s
re
g
a
rd
in
g

w
a
s
te
a
n
d
re
fu
s
e
in
fo
rm
a
ti
o
n
.

•
R
o
b
h
a
s
a
re
a
s
o
n
a
b
ly

in
fr
e
q
u
e
n
t
c
o
n
ta
c
t
w
it
h
th
e

C
o
u
n
c
il,
w
it
h
th
e
m
a
in

s
e
rv
ic
e
s
a
c
c
e
s
s
e
d
re
g
a
rd
in
g

a
p
e
rm
it
fo
r
d
is
p
o
s
in
g
o
f

la
rg
e
-s
c
a
le
w
a
s
te
th
ro
u
g
h
h
is

jo
b
.

•
J
a
n
e
h
a
s
a
c
c
e
s
s
e
d
th
e

C
o
u
n
c
il’
s
w
e
b
s
it
e
to
fi
n
d
o
u
t

in
fo
rm
a
ti
o
n
a
b
o
u
t
re
n
e
w
in
g

h
e
r
b
lu
e
b
a
d
g
e
.

•
J
a
n
e
h
a
s
a
h
o
m
e
P
C
b
u
t
th
is

is
n
o
t
to
a
h
ig
h
s
p
e
c
if
ic
a
ti
o
n

a
n
d
h
e
r
in
te
rn
e
t
c
o
n
n
e
c
ti
o
n

c
a
n
o
ft
e
n
b
e
v
a
ri
a
b
le
.

•
J
a
n
e
h
a
s
a
c
c
e
s
s
e
d
th
e

C
o
u
n
c
il’
s
w
e
b
s
it
e
fo
r

in
fo
rm
a
ti
o
n
b
u
t
c
o
u
ld
n
o
t
fi
n
d

w
h
a
t
s
h
e
w
a
s
lo
o
k
in
g
fo
r
a
n
d

a
s
s
u
c
h
p
re
fe
rs
d
ir
e
c
t

c
o
n
v
e
rs
a
ti
o
n
s
w
it
h
C
o
u
n
c
il

s
ta
ff
.

•
R
o
b
h
a
s
a
h
ig
h
s
p
e
c
if
ic
a
ti
o
n

h
o
m
e
P
C
a
n
d
u
s
e
s
th
is
fo
r
th
e

p
u
rp
o
s
e
s
o
f
s
p
o
rt
s
n
e
w
s
a
n
d

in
fo
rm
a
ti
o
n
.

•
J
a
n
e
a
n
d
R
o
b
w
o
u
ld
m
a
in
ly

c
o
n
ta
c
t
th
e
C
o
u
n
c
il
b
y

te
le
p
h
o
n
e
w
h
ils
t
o
c
c
a
s
io
n
a
lly

u
s
in
g
th
e
w
e
b
s
it
e
to
fi
n
d
o
u
t
a

s
p
e
c
if
ic
p
h
o
n
e
n
u
m
b
e
r.

•
J
a
n
e
a
n
d
R
o
b
h
a
v
e
fa
ir
ly
g
o
o
d

a
c
c
e
s
s
to
th
e
in
te
rn
e
t,
e
it
h
e
r
a
t

h
o
m
e
o
r
v
ia
a
p
u
b
lic
fa
c
ili
ty
b
u
t

h
a
v
e
a
re
a
s
o
n
a
b
ly
a
v
e
ra
g
e
le
v
e
l

o
f
IT
p
ro
fi
c
ie
n
c
y
.

•
B
o
th
w
o
u
ld
w
e
lc
o
m
e
a
b
a
s
ic

o
n
lin
e
s
k
ill
s
c
o
u
rs
e
to
re
fr
e
s
h

th
e
ir
u
n
d
e
rs
ta
n
d
in
g
o
f
in
te
rn
e
t

fu
n
c
ti
o
n
s
a
s
w
e
ll
a
s
a
n
y
s
u
p
p
o
rt

in
te
rm
s
o
f
im
p
ro
v
e
d
c
o
n
n
e
c
ti
v
it
y
.

•
J
a
n
e
a
n
d
R
o
b
w
o
u
ld
b
e
w
ill
in
g
to

g
o
o
n
lin
e
to
fi
n
d
o
u
t
in
fo
rm
a
ti
o
n

a
b
o
u
t
C
o
u
n
c
il
s
e
rv
ic
e
s
.

•
J
a
n
e
is
u
n
lik
e
ly
to
b
e
fu
lly

tr
a
n
s
a
c
ti
o
n
a
l
a
s
s
h
e
p
re
fe
rs
a

p
e
rs
o
n
a
l
to
u
c
h
re
g
a
rd
in
g

s
e
n
s
it
iv
e
s
e
rv
ic
e
s
.
R
o
b
h
a
s
th
e

p
o
te
n
ti
a
l
to
b
e
m
o
re
tr
a
n
s
a
c
ti
o
n
a
l

if
th
e
w
e
b
s
it
e
c
o
u
ld
fa
c
ili
ta
te
a

m
o
re
p
e
rs
o
n
a
lis
e
d
c
u
s
to
m
e
r

e
x
p
e
ri
e
n
c
e
.

•
1
0
%
o
f
th
e
p
o
p
u
la
ti
o
n

•
8
3
%
a
re
fr
o
m
a
m
a
n
u
a
l/
s
k
il
le
d
s
o
c
io
-

e
c
o
n
o
m
ic
b
a
c
k
g
ro
u
n
d

•
5
2
%
a
re
a
lr
e
a
d
y
‘t
ra
n
s
a
c
ti
o
n
a
l’
o
n
li
n
e

•
1
5
%
h
a
v
e
a
d
is
a
b
il
it
y

“I
w

ou
ld

be
ha

pp
y

to
ha

ve
a

gr
ea

te
r

in
te

ra
ct

io
n

w
ith

th
e

C
ou

nc
il

on
lin

e,
ho

w
ev

er
Is

til
ll

ik
e

th
e

pe
rs

on
al

to
uc

h
of

a
di

re
ct

co
nv

er
sa

tio
n”

“I
cu

rr
en

tly
pa

y
m

y
C

ou
nc

il
T

ax
by

ca
sh

,i
fI

w
as

to
ge

ta
m

or
e

pe
rs

on
al

is
ed

ap
pr

oa
ch

w
ith

a
tr

an
sa

ct
io

n
hi

st
or

y
th

is
w

ou
ld

en
co

ur
ag

e
m

e
to

go
on

lin
e

fo
r

th
is

se
rv

ic
e”
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

4
0

C
u
s
to
m
e
r
g
ro
u
p

n
a
m
e
:
R
a
th
e
r

N
o
ts

E
x
a
m
p
le
s
o
f

re
s
id
e
n
ts
:
Is
o
b
e
l,

W
a
rr
e
n

C
h
a
ra
c
te
ri
s
ti
c
s

S
e
rv
ic
e
s

A
c
c
e
s
s

Im
p
li
c
a
ti
o
n
s

•
Is
o
b
e
l
liv
e
s
a
lo
n
e
in
C
o
u
n
c
il

a
s
s
is
te
d
a
c
c
o
m
m
o
d
a
ti
o
n
a
n
d

h
a
s
p
ro
b
le
m
s
w
it
h
h
e
r

p
h
y
s
ic
a
l
m
o
b
ili
ty
.
W
a
rr
e
n
is
a

o
u
td
o
o
rs
m
a
n
u
a
l
w
o
rk
e
r
w
it
h

fo
u
r
c
h
ild
re
n
.

•
Is
o
b
e
l
is
n
o
t
fa
m
ili
a
r
w
it
h

u
s
in
g
th
e
in
te
rn
e
t
a
n
d

tr
a
d
it
io
n
a
ll
y
p
re
fe
rr
e
d
to

c
o
n
ta
c
t
th
e
C
o
u
n
c
il
in
p
e
rs
o
n

b
u
t
n
o
w
u
s
e
s
th
e
te
le
p
h
o
n
e

a
s
h
e
r
m
a
in
m
e
th
o
d
o
f

c
o
n
ta
c
t.

•
W
a
rr
e
n
s
o
m
e
ti
m
e
s
u
s
e
s
th
e

in
te
rn
e
t
to
o
rd
e
r
D
IY

e
q
u
ip
m
e
n
t.
W
a
rr
e
n
w
o
u
ld

a
lw
a
y
s
c
o
n
ta
c
t
th
e
C
o
u
n
c
il
b
y

te
le
p
h
o
n
e
.

•
Is
o
b
e
l
w
o
u
ld
ty
p
ic
a
lly
c
o
n
ta
c
t

th
e
C
o
u
n
c
il
w
it
h
re
g
a
rd
s
to

in
fo
rm
a
ti
o
n
o
n
h
e
r
b
lu
e
-

b
a
d
g
e
a
s
w
e
ll
a
s
to
e
n
q
u
ir
e

a
b
o
u
t
h
o
u
s
in
g
is
s
u
e
s
.

•
W
a
rr
e
n
h
a
s
c
o
n
ta
c
te
d
th
e

C
o
u
n
c
il
in
th
e
p
a
s
t
to
q
u
e
ry

h
is
C
o
u
n
c
il
T
a
x
b
ill
s
a
n
d
to

re
q
u
e
s
t
a
la
rg
e
r
b
in
d
u
e
to

th
e
s
iz
e
o
f
h
is
fa
m
ily
.

•
Is
o
b
e
l
h
a
s
a
ls
o
te
le
p
h
o
n
e
d

th
e
C
o
u
n
c
il
to
e
n
q
u
ir
e
a
b
o
u
t

th
e
p
ro
c
e
d
u
re
s
fo
r
a
p
p
ly
in
g

fo
r
a
c
o
n
c
e
s
s
io
n
a
ry
b
u
s

p
a
s
s
.

•
Is
o
b
e
l
d
o
e
s
n
o
t
h
a
v
e
a
h
o
m
e

c
o
m
p
u
te
r
b
u
t
h
a
s
te
n
ta
ti
v
e
ly

u
s
e
d
th
e
in
te
rn
e
t
a
t
a
lo
c
a
l

lib
ra
ry
in
th
e
p
a
s
t
w
it
h
th
e
h
e
lp

o
f
h
e
r
d
a
u
g
h
te
r.

•
W
a
rr
e
n
h
a
s
a
h
o
m
e
c
o
m
p
u
te
r

a
n
d
,
d
e
s
p
it
e
fa
ir
ly
a
v
e
ra
g
e

le
v
e
ls
o
f
IT
p
ro
fi
c
ie
n
c
y
,
u
s
e
s

th
e
in
te
rn
e
t
fo
r
o
n
lin
e
s
h
o
p
p
in
g

a
n
d
fo
r
w
o
rk
p
u
rp
o
s
e
s
.

•
Is
o
b
e
l
a
n
d
W
a
rr
e
n
w
o
u
ld

m
a
in
ly
c
o
n
ta
c
t
th
e
C
o
u
n
c
il
b
y

te
le
p
h
o
n
e
w
h
ils
t
W
a
rr
e
n
w
o
u
ld

o
c
c
a
s
io
n
a
lly
u
s
e
th
e
w
e
b
s
it
e

fo
r
in
fo
rm
a
ti
o
n
o
n
lo
c
a
l
e
v
e
n
ts

a
n
d
re
c
y
c
lin
g
p
o
in
ts
.

•
W
h
ils
t
Is
o
b
e
l
a
n
d
W
a
rr
e
n
s
h
a
re

th
e
s
a
m
e
c
u
s
to
m
e
r
g
ro
u
p
th
e
y

h
a
v
e
d
if
fe
ri
n
g
n
e
e
d
s
in
te
rm
s
o
f

th
e
ir
a
b
ili
ty
to
s
h
if
t
o
n
lin
e
.

•
C
u
s
to
m
e
rs
lik
e
Is
o
b
e
l
w
ill
n
e
v
e
r

b
e
w
ill
in
g
to
s
h
if
t
o
n
lin
e
,
e
v
e
n
fo
r

b
a
s
ic
in
fo
rm
a
ti
o
n
.

•
W
a
rr
e
n
’s
re
s
is
ta
n
c
e
to
s
h
if
t

o
n
lin
e
is
m
o
re
a
tt
it
u
d
in
a
l
a
n
d
h
e

w
o
u
ld
re
q
u
ir
e
a
s
im
p
lif
ie
d
a
n
d

e
a
s
ie
r
to
n
a
v
ig
a
te
w
e
b
s
it
e
a
s
w
e
ll

a
s
g
re
a
te
r
a
w
a
re
n
e
s
s
o
f
th
e

s
e
rv
ic
e
s
th
a
t
c
a
n
b
e
a
c
c
e
s
s
e
d

o
n
lin
e
.

•
R
e
p
re
s
e
n
t
2
0
%
o
f
th
e
p
o
p
u
la
ti
o
n

•
8
2
%
a
re
fr
o
m
a
m
a
n
u
a
l/
s
k
il
le
d
s
o
c
io
-e
c
o
n
o
m
ic

b
a
c
k
g
ro
u
n
d

•
6
1
%
h
a
v
e
a
c
c
e
s
s
to
th
e
in
te
rn
e
t

•
N
o
n
e
o
f
th
e
s
e
c
u
s
to
m
e
rs
w
o
u
ld
ra
te

th
e
m
s
e
lv
e
s
a
s
b
e
in
g
IT
p
ro
fi
c
ie
n
t
a
lt
h
o
u
g
h
,

5
7
%
u
s
e
th
e
in
te
rn
e
t
a
t
le
a
s
t
d
a
il
y

•
9
9
%
u
n
w
il
li
n
g
to
m
o
v
e
o
n
li
n
e

“T
he

pu
bl

ic
lib

ra
rie

s
th

at
ha

ve
co

m
pu

te
rs

ar
e

of
te

n
ve

ry
bu

sy
,n

oi
sy

an
d

m
ai

nl
y

fu
ll

of
yo

un
g

pe
op

le
w

hi
ch

ca
n

be
qu

ite
of

f-
pu

tti
ng

fo
r

so
m

eo
ne

of
m

y
ag

e”

“I
t’s

ju
st

th
e

w
ay

I'v
e

be
en

br
ou

gh
t

up
–

I
al

w
ay

s
lik

e
to

bu
y

th
in

gs
fa

ce
to

fa
ce

...
do

n'
t

lik
e

th
e

id
ea

of
th

e
in

te
rn

et
...

I’v
e

w
en

t4
9

ye
ar

s
w

ith
ou

ta
n

in
te

rn
et

,s
o

I'l
ln

ot
be

ge
tti

ng
on

to
it

no
w

“
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

4
1

V
a
lid
a
ti
o
n
o
f
th
e
B
a
s
e
lin
e
–

th
e
‘A
s
Is
’
A
n
a
ly
s
is

•
O
v
e
rv
ie
w
o
f
A
p
p
ro
a
c
h

•
S
u
s
ta
in
a
b
le
C
o
m
m
u
n
it
ie
s

•
C
h
ild
re
n
’s
S
e
rv
ic
e
s

•
S
o
c
ia
l
C
a
re
,
H
e
a
lt
h
a
n
d
H
o
u
s
in
g

•
C
o
rp
o
ra
te
S
e
rv
ic
e
s
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

4
2

4
.
V
a
lid
a
ti
o
n
o
f
th
e
B
a
s
e
lin
e
–
th
e
‘A
s
Is
’
A
n
a
ly
s
is

O
v
e
rv
ie
w
o
f
A
p
p
ro
a
c
h

In
tr
o
d
u
c
ti
o
n

W
e
to
o
k
th
e
a
p
p
ro
a
c
h
th
a
t,
in
o
rd
e
r
to
d
e
s
ig
n
th
e
fu
tu
re
s
ta
te
o
f
th
e
c
u
s
to
m
e
r
c
o
n
ta
c
t
e
x
p
e
ri
e
n
c
e
,
it
is
n
e
c
e
s
s
a
ry

to
a
n
a
ly
s
e
th
e
c
u
rr
e
n
t
p
ro
c
e
s
s
e
s
a
n
d
c
h
a
n
n
e
ls
u
s
e
d
b
y
c
u
s
to
m
e
rs
to
a
c
c
e
s
s
C
o
u
n
c
il
s
e
rv
ic
e
s
.
W
e
b
ro
k
e
d
o
w
n

e
a
c
h
o
f
th
e
C
o
u
n
c
il’
s
fo
u
r
d
ir
e
c
to
ra
te
s
in
to
th
e
s
e
rv
ic
e
a
re
a
s
in
s
c
o
p
e
u
n
d
e
r
C
u
s
to
m
e
r
F
ir
s
t
a
n
d
p
e
rf
o
rm
e
d
a

n
u
m
b
e
r
o
f
a
c
ti
v
it
ie
s
fo
r
e
a
c
h
a
re
a
,
in
c
lu
d
in
g
:

•
E
n
g
a
g
e
m
e
n
t
w
it
h
th
e
A
s
s
is
ta
n
t
D
ir
e
c
to
r
o
f
e
a
c
h
o
f
th
e
s
e
rv
ic
e
a
re
a
s
in
s
c
o
p
e
to
a
d
v
is
e
th
e
m
o
f
th
e
C
u
s
to
m
e
r

F
ir
s
t
p
ro
je
c
t
a
n
d
s
e
c
u
re
th
e
ir
‘b
u
y
-i
n
’;

•
A
n
a
ly
s
is
o
f
th
e
c
a
lls
re
c
e
iv
e
d
b
y
th
e
C
u
s
to
m
e
r
C
o
n
ta
c
t
C
e
n
tr
e
u
n
d
e
r
e
a
c
h
o
f
th
e
g
o
ld
e
n
n
u
m
b
e
rs
;

•
A
h
ig
h
le
v
e
l
p
ro
c
e
s
s
d
e
s
ig
n
w
o
rk
s
h
o
p
fo
r
e
a
c
h
o
f
th
e
s
e
rv
ic
e
a
re
a
s
;

•
P
re
p
a
ra
ti
o
n
o
f
h
ig
h
le
v
e
l
p
ro
c
e
s
s
d
o
c
u
m
e
n
ta
ti
o
n
c
a
p
tu
ri
n
g
th
e
k
e
y
s
te
p
s
in
e
a
c
h
o
f
th
e
p
ro
c
e
s
s
e
s
a
n
d
w
h
ic
h

fu
n
c
ti
o
n
p
e
rf
o
rm
e
d
e
a
c
h
s
te
p
;

•
M
o
d
e
lli
n
g
o
f
c
u
rr
e
n
t
to
ta
l
c
u
s
to
m
e
r
c
o
n
ta
c
t
v
o
lu
m
e
tr
ic
s
p
e
r
s
e
rv
ic
e
a
re
a
;

•
V
a
lid
a
ti
o
n
o
f
th
e
c
u
rr
e
n
t
‘A
s
Is
’
h
ig
h
le
v
e
l
o
p
e
ra
ti
n
g
c
u
s
to
m
e
r
c
o
n
ta
c
t
p
ro
c
e
s
s
e
s
w
it
h
th
e
H
e
a
d
s
o
f
S
e
rv
ic
e
;
a
n
d

•
V
a
lid
a
ti
o
n
o
f
th
e
c
u
s
to
m
e
r
c
o
n
ta
c
t
fu
tu
re
v
is
io
n

In
re
s
p
e
c
t
o
f
th
e
h
ig
h
le
v
e
l
d
e
s
ig
n
w
o
rk
s
h
o
p
s
,
th
e
H
e
a
d
o
f
S
e
rv
ic
e
fo
r
e
a
c
h
in
s
c
o
p
e
s
e
rv
ic
e
a
re
a
a
n
d
s
e
n
io
r

te
a
m
m
e
m
b
e
rs
w
e
re
e
n
g
a
g
e
d
to
d
is
c
u
s
s
a
n
d
ta
lk
th
e
te
a
m
th
ro
u
g
h
th
e
ir
c
u
rr
e
n
t
c
u
s
to
m
e
r
fa
c
in
g
p
ro
c
e
s
s
e
s
a
n
d

d
e
s
c
ri
b
e
w
h
a
t
th
e
ir
fu
tu
re
v
is
io
n
o
f
th
e
s
e
rv
ic
e
is
.
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

4
3

4
.
V
a
lid
a
ti
o
n
o
f
th
e
B
a
s
e
lin
e
–
th
e
‘A
s
Is
’
A
n
a
ly
s
is

O
v
e
rv
ie
w
o
f
A
p
p
ro
a
c
h

In
S
c
o
p
e
S
e
rv
ic
e
A
re
a
s

A
n
u
m
b
e
r
o
f
s
e
rv
ic
e
a
re
a
s
u
n
d
e
r
C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il’
s
fo
u
r
d
ir
e
c
to
ra
te
s
w
e
re
a
n
a
ly
s
e
d
.
T
h
e
s
e
s
e
rv
ic
e

a
re
a
s
w
e
re
c
h
o
s
e
n
d
u
e
to
th
e
la
rg
e
n
u
m
b
e
r
o
f
c
u
s
to
m
e
r
c
o
n
ta
c
ts
th
e
y
re
c
e
iv
e
.
T
h
e
in
s
c
o
p
e
s
e
rv
ic
e
a
re
a
s
a
re
a
s

fo
llo
w
s
:

S
u
s
ta
in
a
b
le
C
o
m
m
u
n
it
ie
s
:

•P
la
n
n
in
g

•B
u
ild
in
g
C
o
n
tr
o
l

•H
ig
h
w
a
y
s

•S
c
h
o
o
l
T
ra
n
s
p
o
rt

•W
a
s
te

•L
e
is
u
re

•A
d
u
lt
S
k
ill
s
a
n
d
C
o
m
m
u
n
it
y

L
e
a
rn
in
g

C
h
il
d
re
n
’s
S
e
rv
ic
e
s
:

•
W
e
b
B
a
s
e
d

C
o
m
m
is
s
io
n
in
g

S
o
c
ia
l
C
a
re
,
H
e
a
lt
h
a
n
d

H
o
u
s
in
g
:

•
H
o
u
s
in
g

•
B
lu
e
B
a
d
g
e
s

C
o
rp
o
ra
te
S
e
rv
ic
e
s

•
G
e
n
e
ra
l
E
n
q
u
ir
ie
s

•
C
o
n
c
e
s
s
io
n
a
ry
B
u
s

P
a
s
s
e
s

•
C
o
u
n
c
il
T
a
x
,
B
e
n
e
fi
ts
a
n
d

F
re
e
S
c
h
o
o
l
M
e
a
ls

T
h
e
o
u
tp
u
t
o
f
th
e
h
ig
h
le
v
e
l
d
e
s
ig
n
w
o
rk
s
h
o
p
s
is
a
s
u
it
e
o
f
h
ig
h
le
v
e
l
‘r
ic
h
p
ic
tu
re
s
’
w
h
ic
h
ill
u
s
tr
a
te
a
n
d
c
a
p
tu
re

b
o
th
th
e
c
u
rr
e
n
t
‘A
s
Is
’
c
u
s
to
m
e
r
s
e
rv
ic
e
d
e
liv
e
ry
p
ro
c
e
s
s
e
s
a
n
d
th
e
fu
tu
re
‘T
o
B
e
’
v
is
io
n
s
.
T
h
e
s
e
w
e
re
c
o
lo
u
r

c
o
d
e
d
s
o
th
a
t
it
c
a
n
b
e
e
a
s
ily
id
e
n
ti
fi
e
d
w
h
ic
h
fu
n
c
ti
o
n
c
u
rr
e
n
tl
y
p
e
rf
o
rm
s
e
a
c
h
s
te
p
in
th
e
p
ro
c
e
s
s
a
n
d
w
h
e
re
it
is

e
n
v
is
io
n
e
d
it
w
ill
s
h
if
t
to
in
th
e
fu
tu
re
v
is
io
n
.
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

4
4

4
.
V
a
lid
a
ti
o
n
o
f
th
e
B
a
s
e
lin
e
–
th
e
‘A
s
Is
’
A
n
a
ly
s
is

O
v
e
rv
ie
w
o
f
A
p
p
ro
a
c
h

H
ig
h
L
e
v
e
l
D
e
s
ig
n
O
v
e
rv
ie
w

E
a
c
h
p
ro
c
e
s
s
w
a
s
b
ro
k
e
n
d
o
w
n
in
to
a
lo
g
ic
a
l
s
ta
n
d
a
rd
p
ro
c
e
s
s
fl
o
w
,
c
o
n
s
is
te
n
t
a
c
ro
s
s
a
ll
s
e
rv
ic
e
a
re
a
s
,
w
h
ic
h

e
n
a
b
le
d
th
e
C
u
s
to
m
e
r
F
ir
s
t
te
a
m
to
d
e
v
e
lo
p
a
‘r
ic
h
p
ic
tu
re
’
o
f
th
e
c
u
s
to
m
e
r
e
x
p
e
ri
e
n
c
e
.
T
h
e
fo
u
r
p
ro
c
e
s
s
fl
o
w

a
re
a
s
a
re
a
s
fo
llo
w
s
:

•
In
it
ia
l
C
u
s
to
m
e
r
C
o
n
ta
c
t

•
A
s
s
e
s
s
a
n
d
D
e
c
id
e

•
B
ill
in
g
a
n
d
P
a
y
m
e
n
t

•
S
e
rv
ic
e
D
e
liv
e
ry

L
ik
e
w
is
e
,
e
a
c
h
s
te
p
o
f
th
e
p
ro
c
e
s
s
w
a
s
c
o
lo
u
r
c
o
d
e
d
to
c
le
a
rl
y
s
h
o
w
w
h
ic
h
fu
n
c
ti
o
n
p
e
rf
o
rm
s
e
a
c
h
s
te
p
.
T
h
e
k
e
y

fo
r
th
e
c
o
lo
u
r
c
o
d
in
g
is
a
s
fo
llo
w
s
:

S
e
rv
ic
e
S
u
p
p
o
rt

C
u
s
to
m
e
r
S
e
rv
ic
e
s

F
ro
n
t
L
in
e
D
e
li
v
e
ry

S
e
lf
S
e
rv
e

T
h
e
C
o
re

3
rd
P
a
rt
y
S
y
s
te
m

B
a
c
k
O
ff
ic
e
S
e
rv
ic
e
A
d
m
in
a
n
d
S
u
p
p
o
rt

F
ro
n
t
O
ff
ic
e
C
u
s
to
m
e
r
S
e
rv
ic
e
C
e
n
tr
e

D
e
liv
e
ry
te
a
m
o
n
th
e
g
ro
u
n
d
d
e
liv
e
ri
n
g
C
o
u
n
c
il’
s
s
e
rv
ic
e
s
to
c
u
s
to
m
e
r

C
u
s
to
m
e
r
u
s
in
g
s
e
lf
-s
e
rv
ic
e
c
h
a
n
n
e
l
/
A
u
to
m
a
te
d
p
ro
c
e
s
s
a
s
a
re
s
u
lt
o
f
c
u
s
to
m
e
r
s
e
lf

s
e
rv
ic
e

C
o
rp
o
ra
te
s
e
rv
ic
e
s
u
p
p
o
rt
(F
in
a
n
c
e
,
H
R
,
e
tc
)

E
x
te
rn
a
l
S
y
s
te
m
(N
a
ti
o
n
a
l
s
y
s
te
m
im
p
le
m
e
n
te
d
b
y
C
e
n
tr
a
l
G
o
v
e
rn
m
e
n
t)
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

4
5

4
.
V
a
lid
a
ti
o
n
o
f
th
e
B
a
s
e
lin
e
–
th
e
‘A
s
Is
’
A
n
a
ly
s
is

O
v
e
rv
ie
w
o
f
A
p
p
ro
a
c
h

C
u
s
to
m
e
r
C
o
n
ta
c
t
C
h
a
n
n
e
l
O
v
e
rv
ie
w

T
h
e
re
a
re
c
u
rr
e
n
tl
y
m
u
lt
ip
le
c
h
a
n
n
e
ls
a
v
a
ila
b
le
fo
r
c
u
s
to
m
e
rs
to
u
s
e
w
h
e
n
c
o
n
ta
c
ti
n
g
C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e

C
o
u
n
c
il.
U
s
in
g
th
e
s
a
m
e
c
o
lo
u
r
c
o
d
in
g
k
e
y
a
s
th
e
h
ig
h
le
v
e
l
d
e
s
ig
n
p
ro
c
e
s
s
fl
o
w
s
,
th
e
s
e
c
h
a
n
n
e
ls
a
re

s
u
m
m
a
ri
s
e
d
in
th
e
fo
llo
w
in
g
d
ia
g
ra
m
:

C
u
s
to
m
e
r
S
e
rv
ic
e

S
e
lf
S
e
rv
e

F
ro
n
t
L
in
e
D
e
li
v
e
ry

T
h
e
C
o
re

C
u
s
to
m
e
rs
a
re
c
u
rr
e
n
tl
y
a
b
le
to
c
o
n
ta
c
t
th
e
C
o
u
n
c
il
v
ia
th
e
C
o
n
ta
c
t
C
e
n
tr
e
(C
u
s
to
m
e
r
S
e
rv
ic
e
),
o
n
lin
e
v
ia
th
e

in
te
rn
e
t
(S
e
lf
S
e
rv
ic
e
),
u
s
in
g
a
th
ir
d
p
a
rt
y
s
y
s
te
m
(P
la
n
n
in
g
P
o
rt
a
l,
S
u
b
m
it
-A
-P
la
n
,
e
tc
)
a
n
d
d
ir
e
c
t
c
o
n
ta
c
t
to
th
e

b
a
c
k
o
ff
ic
e
(S
e
rv
ic
e
S
u
p
p
o
rt
).

L
ik
e
w
is
e
,
th
e
C
o
u
n
c
il
c
u
rr
e
n
tl
y
u
s
e
s
m
u
lt
ip
le
c
h
a
n
n
e
ls
to
c
o
m
m
u
n
ic
a
te
to

c
u
s
to
m
e
rs
,
w
it
h
th
e
a
d
d
it
io
n
o
f
c
o
n
ta
c
t
fr
o
m
th
e
fr
o
n
t
lin
e
d
e
liv
e
ry
te
a
m
(c
o
n
tr
a
c
to
r
o
r
in
-h
o
u
s
e
d
e
liv
e
ry
te
a
m
)
a
n
d

c
o
rp
o
ra
te
s
e
rv
ic
e
s
s
u
c
h
a
s
H
R
,
F
in
a
n
c
e
,
e
tc
(T
h
e
C
o
re
).
O
u
r
a
p
p
ro
a
c
h
to
th
is
p
h
a
s
e
w
a
s
to
a
n
a
ly
s
e
th
e
in
c
o
m
in
g

c
u
s
to
m
e
r
c
o
n
ta
c
t
p
ro
c
e
s
s
e
s
.

Customer Contact

CustomerContact
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

4
6

4
.
V
a
lid
a
ti
o
n
o
f
th
e
B
a
s
e
lin
e
–
th
e
‘A
s
Is
’
A
n
a
ly
s
is

O
v
e
rv
ie
w
o
f
A
p
p
ro
a
c
h

A
n
a
ly
s
is
o
f
c
u
s
to
m
e
r
c
o
n
ta
c
ts
h
a
s
fo
u
n
d
th
a
t
th
e
s
e
rv
ic
e
a
re
a
s
in
s
c
o
p
e
o
f
C
u
s
to
m
e
r
F
ir
s
t
re
c
e
iv
e
a
p
p
ro
x
im
a
te
ly

7
8
2
,0
5
5
c
o
n
ta
c
ts
a
c
ro
s
s
a
ll
c
h
a
n
n
e
ls
p
e
r
a
n
n
u
m
.
T
h
is
is
b
ro
k
e
n
d
o
w
n
a
s
fo
llo
w
s
:

T
h
e
s
e
c
u
s
to
m
e
r
c
o
n
ta
c
ts
w
e
re
m
a
d
e
th
ro
u
g
h
4
m
a
in
c
u
s
to
m
e
r
c
o
n
ta
c
t
c
h
a
n
n
e
ls
,
n
a
m
e
ly
:

•V
ia
th
e
C
u
s
to
m
e
r
C
o
n
ta
c
t
C
e
n
tr
e

•D
ir
e
c
tl
y
w
it
h
s
e
rv
ic
e
a
re
a

•F
a
c
e
-t
o
-F
a
c
e

•V
ia
th
e
C
o
u
n
c
il’
s
w
e
b
s
it
e

T
h
e
fo
llo
w
in
g
s
lid
e
s
d
e
ta
il
a
n
d
a
n
a
ly
s
e
th
e
c
u
rr
e
n
t
‘A
s
Is
’
p
ro
c
e
s
s
e
s
a
n
d
a
c
c
e
s
s
c
h
a
n
n
e
ls
fo
r
e
a
c
h
o
f
th
e

c
u
s
to
m
e
r
fa
c
in
g
p
ro
c
e
s
s
e
s
u
n
d
e
r
th
e
s
e
rv
ic
e
a
re
a
s
in
s
c
o
p
e
.

V
o
lu
m
e

S
u
s
ta
in
a
b
le
C
o
m
m
u
n
it
ie
s

2
5
0
,7
8
9

C
o
rp
o
ra
te
S
e
rv
ic
e
s

4
8
7
,4
5
2

C
h
ild
re
n
's
S
e
rv
ic
e
s

0

S
o
c
ia
l
C
a
re
,
H
e
a
lt
h
a
n
d
H
o
u
s
in
g

1
2
9
,8
0
2

T
o
ta
l
C
o
n
ta
c
ts

8
6
8
,0
4
4

C
u
rr
e
n
t
C
o
n
ta
c
t
V
o
lu
m
e
s

T
o
t
a
l
C
u
s
t
o
m
e
r
C
o
n
t
a
c
t
s

2
9
%

0
%

1
5
%

5
6
%

S
u
s
ta
in
a
b
le

C
o
m
m
u
n
it
ie
s

C
o
rp
o
ra
te
S
e
rv
ic
e
s

C
h
il
d
re
n
's
S
e
rv
ic
e
s

S
o
c
ia
l
C
a
re
,
H
e
a
lt
h
a
n
d

H
o
u
s
in
g

`̀
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

4
7

S
u
s
ta
in
a
b
le
C
o
m
m
u
n
it
ie
s

•
P
la
n
n
in
g

•
B
u
ild
in
g
C
o
n
tr
o
l

•
H
ig
h
w
a
y
s

•
S
c
h
o
o
l
T
ra
n
s
p
o
rt

•
W
a
s
te

•
L
e
is
u
re

•
A
d
u
lt
S
k
ill
s
a
n
d
C
o
m
m
u
n
it
y
L
e
a
rn
in
g

Agenda Item 8
Page 49



C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

4
8

4
.
V
a
lid
a
ti
o
n
o
f
th
e
B
a
s
e
lin
e
–
th
e
‘A
s
Is
’
A
n
a
ly
s
is

S
u
s
ta
in
a
b
le
C
o
m
m
u
n
it
ie
s

In
tr
o
d
u
c
ti
o
n
to
S
u
s
ta
in
a
b
le
C
o
m
m
u
n
it
ie
s

T
h
e
S
u
s
ta
in
a
b
le
C
o
m
m
u
n
it
ie
s
d
ir
e
c
to
ra
te
s
e
rv
ic
e
a
re
a
s
w
it
h
in
C
u
s
to
m
e
r
F
ir
s
t
s
c
o
p
e
a
re
:

•
B
u
ild
in
g
C
o
n
tr
o
l

•
P
la
n
n
in
g

•
H
ig
h
w
a
y
s

•
S
c
h
o
o
ls
T
ra
n
s
p
o
rt

•
W
a
s
te

•
L
e
is
u
re

•
A
d
u
lt
S
k
ill
s
a
n
d
C
o
m
m
u
n
it
y
L
e
a
rn
in
g

T
h
e
s
e
s
e
rv
ic
e
a
re
a
s
w
e
re
s
e
le
c
te
d
fo
r
th
e
in
it
ia
l
p
h
a
s
e
o
f
C
u
s
to
m
e
r
F
ir
s
t
a
s
th
e
y
re
c
e
iv
e
a
la
rg
e
v
o
lu
m
e
o
f

c
u
s
to
m
e
r
c
o
n
ta
c
t
th
ro
u
g
h
m
u
lt
ip
le
c
h
a
n
n
e
ls
.
T
h
e
re
fo
re
,
o
u
r
fi
rs
t
o
b
je
c
ti
v
e
w
a
s
to
id
e
n
ti
fy
th
e
a
c
c
e
s
s
c
h
a
n
n
e
ls

c
u
s
to
m
e
rs
c
u
rr
e
n
tl
y
u
s
e
w
h
e
n
c
o
n
ta
c
ti
n
g
C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il
in
re
s
p
e
c
t
o
f
o
n
e
o
f
th
e
a
b
o
v
e
s
e
rv
ic
e
s

a
n
d
q
u
a
n
ti
fy
v
o
lu
m
e
s
p
e
r
c
h
a
n
n
e
l.
T
h
is
w
a
s
a
c
h
ie
v
e
d
b
y
c
o
n
d
u
c
ti
n
g
a
h
ig
h
le
v
e
l
d
e
s
ig
n
w
o
rk
s
h
o
p
w
it
h
th
e
h
e
a
d

o
f
s
e
rv
ic
e
fo
r
e
a
c
h
s
e
rv
ic
e
a
re
a
a
n
d
s
e
n
io
r
te
a
m
m
e
m
b
e
rs
a
n
d
p
e
rf
o
rm
in
g
a
d
e
s
k
to
p
re
v
ie
w
o
f
th
e
c
o
n
ta
c
t

v
o
lu
m
e
s
v
ia
th
e
v
a
ri
o
u
s
c
u
s
to
m
e
r
a
c
c
e
s
s
c
h
a
n
n
e
ls
.
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

4
9

4
.
V
a
lid
a
ti
o
n
o
f
th
e
B
a
s
e
lin
e
–
th
e
‘A
s
Is
’
A
n
a
ly
s
is

S
u
s
ta
in
a
b
le
C
o
m
m
u
n
it
ie
s

C
u
s
to
m
e
r
C
o
n
ta
c
t
A
n
a
ly
s
is

C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il
c
u
rr
e
n
tl
y
re
c
e
iv
e
a
p
p
ro
x
im
a
te
ly
2
4
2
,6
5
0
c
u
s
to
m
e
r
c
o
n
ta
c
ts
p
e
r
a
n
n
u
m
in
re
s
p
e
c
t
o
f

in
s
c
o
p
e
s
e
rv
ic
e
a
re
a
s
u
n
d
e
r
S
u
s
ta
in
a
b
le
C
o
m
m
u
n
it
ie
s
.
T
h
e
fo
llo
w
in
g
ta
b
le
s
p
ro
v
id
e
a
b
re
a
k
d
o
w
n
o
f
th
e
to
ta
l

v
o
lu
m
e
s
o
f
c
u
s
to
m
e
r
c
o
n
ta
c
t
d
u
ri
n
g
th
e
la
s
t
1
2
m
o
n
th
s
fo
r
th
e
s
e
s
e
rv
ic
e
a
re
a
s
p
e
r
c
u
rr
e
n
t
a
c
c
e
s
s
c
h
a
n
n
e
l
o
p
ti
o
n
.

V
o
lu
m
e

E
fo
rm
s
S
u
b
m
it
te
d
O
n
lin
e

3
,8
1
1

O
n
lin
e
P
a
y
m
e
n
ts

0

W
e
b
si
te

V
o
lu
m
e

A
H
T

T
o
ta
l
T
im
e

G
o
ld
e
n
N
u
m
b
e
rs

2
1
,2
9
4

1
8
4

3
,4
4
0
,3
3
8

S
e
c
o
n
d
a
ry
L
in
e
s

7
7
,2
8
1

2
1
5

2
5
,9
3
5
,1
9
7

G
e
n
e
ra
l
E
n
q
u
ir
ie
s

3
3
,6
6
1

2
1
5

9
,8
2
8
,6
4
6

E
m
a
ils

2
4
,0
0
3

0

T
o
ta
l
C
o
n
ta
c
ts

1
5
6
,2
3
9

2
5
1

3
9
,2
0
4
,1
8
1

C
o
n
ta
c
t
C
e
n
tr
e
V
o
lu
m
e
s

D
ir
e
c
t
D
ia
ls

2
9
,5
1
1

1
9
4

5
,8
4
1
,4
5
6

D
ir
e
c
t
D
ia
ls
-
L
B
T
h
e
a
tr
e

9
,6
8
7

7
0

6
8
2
,3
1
4

N
a
m
e
d
O
ffi
c
e
r
R
e
q
u
e
s
ts

2
1
,0
9
9

1
8
6

5
,0
2
8
,1
4
1

O
th
e
r
C
o
n
ta
c
t
C
e
n
tr
e

1
9
,3
9
3

2
0

2
0
,5
0
9

T
o
ta
l

7
9
,6
8
9

1
4
5

1
1
,5
7
2
,4
2
1

B
a
c
k
O
ff
ic
e
V
o
lu
m
e
s

V
o
lu
m
e

A
H
T

T
o
ta
l
T
im
e

V
o
lu
m
e

A
H
T

T
o
ta
l
T
im
e

F
a
c
e
-t
o
-F
a
c
e
C
o
n
ta
c
ts

2
,9
1
1

5
6
6

1
,7
4
5
,7
1
3

F
a
c
e
-t
o
-F
a
c
e

*A
H
T
=
a
v
e
ra
g
e
h
a
n
d
li
n
g
ti
m
e

*T
o
ta
l
ti
m
e
in
m
in
u
te
s
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

5
0

4
.
V
a
lid
a
ti
o
n
o
f
th
e
B
a
s
e
lin
e
–
th
e
‘A
s
Is
’
A
n
a
ly
s
is

S
u
s
ta
in
a
b
le
C
o
m
m
u
n
it
ie
s

A
s
c
a
n
b
e
s
e
e
n
in
th
e
fo
llo
w
in
g
d
ia
g
ra
m
,
6
4
%
o
f
in
it
ia
l
c
u
s
to
m
e
r
c
o
n
ta
c
ts
w
it
h
s
e
rv
ic
e
a
re
a
s
u
n
d
e
r
S
u
s
ta
in
a
b
le

C
o
m
m
u
n
it
ie
s
a
re
m
a
d
e
v
ia
th
e
C
u
s
to
m
e
r
C
o
n
ta
c
t
C
e
n
tr
e
w
it
h
th
e
n
e
x
t
b
ig
g
e
s
t
a
c
c
e
s
s
c
h
a
n
n
e
l
b
e
in
g
c
a
lls
m
a
d
e

o
r
p
a
s
s
e
d
to
th
e
b
a
c
k
o
ff
ic
e
fo
r
a
c
ti
o
n
w
it
h
3
3
%
o
f
c
o
n
ta
c
ts
.
O
f
th
e
c
u
s
to
m
e
r
c
o
n
ta
c
ts
re
c
e
iv
e
d
b
y
th
e
b
a
c
k
o
ff
ic
e
,

5
1
%
o
f
th
e
s
e
c
a
m
e
th
ro
u
g
h
th
e
C
a
ll
C
e
n
tr
e
.
A
s
a
re
s
u
lt
,
th
e
s
e
c
o
n
ta
c
ts
w
ill
in
e
ff
e
c
t
h
a
v
e
a
d
o
u
b
le
h
a
n
d
lin
g
c
o
s
t

a
s
th
e
y
a
re
p
a
s
s
e
d
fr
o
m
th
e
fr
o
n
t
o
ff
ic
e
to
th
e
b
a
c
k
o
ff
ic
e
w
it
h
o
u
t
re
s
o
lv
in
g
th
e
is
s
u
e
a
t
th
e
fi
rs
t
p
o
in
t
o
f
c
o
n
ta
c
t.

T
h
is
is
d
u
e
to
th
e
fa
c
t
th
a
t
th
e
s
e
rv
ic
e
a
g
e
n
t
h
a
s
a
tt
e
m
p
te
d
to
re
s
o
lv
e
th
e
q
u
e
ry
a
t
th
e
fi
rs
t
p
o
in
t
o
f
c
o
n
ta
c
t
a
n
d

s
p
e
n
t
ti
m
e
d
e
a
lin
g
w
it
h
th
e
c
u
s
to
m
e
r
b
e
fo
re
p
a
s
s
in
g
th
e
c
u
s
to
m
e
r
to
th
e
b
a
c
k
o
ff
ic
e
to
re
s
o
lv
e
th
e
is
s
u
e
.
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

5
1

4
.
V
a
lid
a
ti
o
n
o
f
th
e
B
a
s
e
lin
e
–
th
e
‘A
s
Is
’
A
n
a
ly
s
is

S
u
s
ta
in
a
b
le
C
o
m
m
u
n
it
ie
s
–
P
la
n
n
in
g

P
la
n
n
in
g
O
v
e
rv
ie
w

P
la
n
n
in
g
a
c
c
o
u
n
ts
fo
r
c
ir
c
a
2
0
%
o
f
th
e
to
ta
l
n
u
m
b
e
r

o
f

c
u
s
to
m
e
r

c
o
n
ta
c
ts

u
n
d
e
r

S
u
s
ta
in
a
b
le

C
o
m
m
u
n
it
ie
s
.

D
u
ri
n
g

th
e

h
ig
h

le
v
e
l
d
e
s
ig
n

w
o
rk
s
h
o
p
s
,
it
w
a
s
d
e
te
rm
in
e
d
th
a
t
th
e
k
e
y
c
u
s
to
m
e
r

c
o
n
ta
c
t
p
ro
c
e
s
s
e
s
u
n
d
e
r
p
la
n
n
in
g
a
re
:

•P
re
-P
la
n
n
in
g
A
d
v
ic
e

•N
e
w
P
la
n
n
in
g
A
p
p
lic
a
ti
o
n
s
(P
ro
c
e
s
s
e
s
w
h
ic
h
a
ll

a
p
p
lic
a
ti
o
n
s
fo
llo
w
ir
re
s
p
e
c
ti
v
e
o
f
th
e
c
h
a
n
n
e
l
th
ro
u
g
h

w
h
ic
h
th
e
y
a
re
re
c
e
iv
e
d
)

T
h
e
P
la
n
n
in
g
T
e
a
m
c
u
rr
e
n
tl
y
h
a
n
d
le
a
p
p
ro
x
im
a
te
ly

4
8
,0
0
0
c
u
s
to
m
e
r
c
o
n
ta
c
ts
a
y
e
a
r.
T
h
e
s
e
a
re
re
c
e
iv
e
d

th
ro
u
g
h
m
u
lt
ip
le
c
h
a
n
n
e
ls
,
a
s
s
h
o
w
n
in
th
e
fo
llo
w
in
g

d
ia
g
ra
m
:

r r

W
it
h
4
3
%
o
f
c
u
s
to
m
e
r
c
o
n
ta
c
t
re
c
e
iv
e
d
in
th
e
b
a
c
k

o
ff
ic
e
,
th
is

te
lls

u
s
th
a
t
th
e
re

is
a
s
ig
n
if
ic
a
n
t

o
p
p
o
rt
u
n
it
y
to
m
a
k
e
c
o
s
t
s
a
v
in
g
s
if
m
o
re
c
u
s
to
m
e
rs

c
a
n
b
e
e
n
c
o
u
ra
g
e
d
to
c
o
n
ta
c
t
th
e
c
u
s
to
m
e
r
c
o
n
ta
c
t

c
e
n
tr
e
in
re
s
p
e
c
t
o
f
p
la
n
n
in
g
.

T
h
e
fo
llo
w
in
g
ri
c
h
p
ic
tu
re
s
d
o
c
u
m
e
n
t
th
e
‘A
s
Is
’

P
la
n
n
in
g
c
u
s
to
m
e
r
fa
c
in
g
p
ro
c
e
s
s
e
s
.
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

5
2

4
.
V
a
lid
a
ti
o
n
o
f
th
e
B
a
s
e
lin
e
–
th
e
‘A
s
Is
’
A
n
a
ly
s
is

S
u
s
ta
in
a
b
le
C
o
m
m
u
n
it
ie
s
–
P
la
n
n
in
g

C
u
rr
e
n
t
S
ta
te

In
it
ia
l

C
u
s
to
m
e
r

C
o
n
ta
c
t

A
s
s
e
s
s
&

D
e
c
id
e

B
il
li
n
g
a
n
d

P
a
y
m
e
n
t

M
a
n
u
a
l
re
v
ie
w
o
f
s
it
e

lo
c
a
ti
o
n
o
n
a
p
p
li
c
a
ti
o
n

O
n
li
n
e
c
a
lc
u
la
to
r
o
r
b
a
c
k

o
ff
ic
e
te
a
m
m
e
m
b
e
r

a
d
v
is
e
s
o
f
c
o
s
t

P
la
n
n
e
r
re
v
ie
w
s
a
n
d

d
e
te
rm
in
e
s
re
s
p
o
n
s
e

R
e
s
p
o
n
s
e
ta
k
e
n
s
e
n
io
r

p
la
n
n
e
r
to
a
p
p
ro
v
e
b
e
fo
re

is
s
u
e

C
a
ll
s
in
to
C
u
s
to
m
e
r
s
e
rv
ic
e
s
–

w
il
l
b
e
p
a
s
s
e
d
to
b
a
c
k
o
ff
ic
e
in

m
o
s
t
c
a
s
e
s

D
e
ta
il
e
d
a
d
v
ic
e
re
q
u
e
s
ts
m
a
d
e

v
ia
p
h
o
n
e
o
r
p
o
s
t
to
b
a
c
k

o
ff
ic
e

P
la
n
n
e
r
o
rg
a
n
is
e
w
o
rk
lo
a
d

a
n
d
a
p
p
o
in
tm
e
n
ts

1
.1
E
n
q
u
ir
y

H
a
n
d
li
n
g

1
.2
R
e
q
u
e
s
ts
/

A
p
p
li
c
a
ti
o
n
s

1
.3
M
a
n
a
g
in
g

A
p
p
o
in
tm
e
n
ts

2
.1
E
li
g
ib
il
it
y

2
.2
A
s
s
e
s
s
m
e
n
t

2
.3
A
p
p
ro
v
a
l

3
.1
B
il
li
n
g

P
a
y
b
y
p
h
o
n
e
,
c
h
e
q
u
e
o
r

c
a
s
h
.
M
a
n
u
a
l
c
h
e
c
k
fo
r

p
a
y
m
e
n
t
b
e
fo
re
a
c
ti
o
n

3
.2
P
a
y
m
e
n
t

P
re
-P
la
n
n
in
g
A
p
p
lic
a
ti
o
n
P
ro
c
e
s
s
O
v
e
rv
ie
w

•Q
u
e
ri
e
s
a
re
re
c
e
iv
e
d
b
o
th
in
th
e
c
u
s
to
m
e
r
c
o
n
ta
c
t
c
e
n
tr
e
a
n
d

b
y
s
e
rv
ic
e
s
u
p
p
o
rt
.
T
h
o
s
e
re
c
e
iv
e
d
in
th
e
c
u
s
to
m
e
r
c
o
n
ta
c
t

c
e
n
tr
e
a
re
n
o
rm
a
lly
tr
a
n
s
fe
rr
e
d
to
th
e
s
e
rv
ic
e
s
u
p
p
o
rt
.

•C
u
s
to
m
e
r
c
o
n
ta
c
t
c
e
n
tr
e
s
ta
ff
d
o
n
o
t
h
a
v
e
th
e
s
k
ill
s
o
r

k
n
o
w
le
d
g
e
to
p
ro
v
id
e
a
d
v
ic
e
o
n
p
la
n
n
in
g
.

•P
re
-p
la
n
n
in
g
a
p
p
lic
a
ti
o
n
s
fo
r
a
d
v
ic
e
a
re
d
e
a
lt
w
it
h
d
ir
e
c
tl
y
b
y

th
e
s
e
rv
ic
e
s
u
p
p
o
rt
te
a
m
.

•A
ll
a
d
v
ic
e
is
m
a
n
u
a
lly
re
v
ie
w
e
d
a
n
d
c
h
e
c
k
e
d
b
e
fo
re
b
e
in
g

is
s
u
e
d
to
th
e
a
p
p
lic
a
n
t.

•T
h
is
is
a
p
a
id
fo
r
s
e
rv
ic
e
.
A
c
o
s
t
o
f
a
d
v
ic
e
c
a
n
b
e
m
a
d
e
o
n
lin
e

v
ia
a
n
o
n
lin
e
c
a
lc
u
la
to
r
o
r
it
is
p
ro
v
id
e
d
b
y
s
e
rv
ic
e
s
u
p
p
o
rt

u
p
o
n
re
q
u
e
s
t.

•P
a
y
m
e
n
t
c
a
n
n
o
t
b
e
m
a
d
e
o
n
lin
e
.

•M
a
n
u
a
l
c
h
e
c
k
s
a
re

m
a
d
e
to
e
n
s
u
re

p
a
y
m
e
n
t
is
re
c
e
iv
e
d

b
e
fo
re
a
d
v
ic
e
is
p
ro
v
id
e
d
.

T
h
is
is
a
n
e
x
a
m
p
le
,
A
s
-

is
a
n
a
ly
s
is
is
a
v
a
il
a
b
le

fo
r
a
ll
p
ro
c
e
s
s
e
s
in

A
p
p
e
n
d
ix
II
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

5
3

4
.
V
a
lid
a
ti
o
n
o
f
th
e
B
a
s
e
lin
e
–
th
e
‘A
s
Is
’
A
n
a
ly
s
is

S
u
s
ta
in
a
b
le
C
o
m
m
u
n
it
ie
s
–
B
u
ild
in
g
C
o
n
tr
o
l

B
u
ild
in
g
C
o
n
tr
o
l
O
v
e
rv
ie
w

B
u
ild
in
g
C
o
n
tr
o
l
a
c
c
o
u
n
ts
fo
r
c
ir
c
a
6
%
o
f
th
e
to
ta
l

n
u
m
b
e
r
o
f
c
u
s
to
m
e
r
c
o
n
ta
c
ts

u
n
d
e
r
S
u
s
ta
in
a
b
le

C
o
m
m
u
n
it
ie
s
.
T
h
e
k
e
y
c
u
s
to
m
e
r
c
o
n
ta
c
t
p
ro
c
e
s
s
e
s

u
n
d
e
r
B
u
ild
in
g
C
o
n
tr
o
l
a
re
a
s
fo
llo
w
s
:

•N
e
w
B
u
ild
in
g
C
o
n
tr
o
l
A
p
p
lic
a
ti
o
n

•R
e
p
o
rt
in
g
a
n
Is
s
u
e

T
h
e

B
u
ild
in
g

C
o
n
tr
o
l
T
e
a
m

c
u
rr
e
n
tl
y

h
a
n
d
le

a
p
p
ro
x
im
a
te
ly
1
3
,3
1
0
c
u
s
to
m
e
r
c
o
n
ta
c
ts
p
e
r
a
n
n
u
m

v
ia

m
u
lt
ip
le

a
c
c
e
s
s
c
h
a
n
n
e
ls
,
a
s
s
h
o
w
n
in

th
e

fo
llo
w
in
g
d
ia
g
ra
m
:

C
u
rr
e
n
tl
y
n
o
b
u
ild
in
g
c
o
n
tr
o
l
a
p
p
lic
a
ti
o
n
s
c
a
n
b
e

c
o
m
p
le
te
d
v
ia

a
n
o
n
lin
e
a
p
p
lic
a
ti
o
n
fo
rm

o
n
th
e

C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il
w
e
b
s
it
e
.
S
im
ila
rl
y
,
n
o

fa
u
lt
re
p
o
rt
s
fo
r
B
u
ild
in
g
C
o
n
tr
o
l
c
a
n
b
e
s
u
b
m
it
te
d

o
n
lin
e
.

D
u
e
to
th
e
s
ig
n
if
ic
a
n
t
n
u
m
b
e
r
o
f
c
a
lls
re
c
e
iv
e
d
in
th
e

b
a
c
k
o
ff
ic
e
,
a
ro
u
n
d
8
7
%
(8
,5
3
0
)
a
re
th
e
re
s
u
lt
o
f
a
c
a
ll

to
a
d
ir
e
c
t
lin
e
.
G
iv
e
n
th
e
c
o
s
t
o
f
re
c
e
iv
in
g
c
a
lls
in
th
e

b
a
c
k
o
ff
ic
e
c
o
m
p
a
re
d
to
th
e
e
q
u
iv
a
le
n
t
c
o
s
t
in
th
e

c
u
s
to
m
e
r
c
o
n
ta
c
t
c
e
n
tr
e
,
th
is
te
lls

u
s
th
a
t
th
e
re
is

c
o
n
s
id
e
ra
b
le
s
c
o
p
e
fo
r
c
o
s
t
re
d
u
c
ti
o
n
if
c
u
s
to
m
e
rs
c
a
n

b
e
e
n
c
o
u
ra
g
e
d
to
c
a
ll
th
e
c
u
s
to
m
e
r
c
o
n
ta
c
t
c
e
n
tr
e
a
t

th
e
fi
rs
t
p
o
in
t
o
f
c
o
n
ta
c
t.

In
a
d
d
it
io
n
,
th
e
in
tr
o
d
u
c
ti
o
n
o
f
o
n
lin
e
c
a
p
a
b
ili
ti
e
s
c
a
n

h
e
lp
re
d
u
c
e
c
o
s
t,
in
p
a
rt
ic
u
la
r
a
ro
u
n
d
th
e
a
re
a
s
o
f

s
u
b
m
it
ti
n
g
a
fa
u
lt
re
p
o
rt
o
r
s
u
b
m
it
ti
n
g
a
b
u
ild
in
g
c
o
n
tr
o
l

p
la
n
n
in
g
a
p
p
lic
a
ti
o
n
.
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C
e
n
tr
a
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B
e
d
fo
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s
h
ir
e
C
o
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n
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il

5
4

4
.
V
a
lid
a
ti
o
n
o
f
th
e
B
a
s
e
lin
e
–
th
e
‘A
s
Is
’
A
n
a
ly
s
is

S
u
s
ta
in
a
b
le
C
o
m
m
u
n
it
ie
s
–
B
u
ild
in
g
C
o
n
tr
o
l

C
u
rr
e
n
t
S
ta
te

In
it
ia
l

C
u
s
to
m
e
r

C
o
n
ta
c
t

A
s
s
e
s
s
&

D
e
c
id
e

B
il
li
n
g
a
n
d

P
a
y
m
e
n
t

C
h
e
c
k
th
a
t
p
ro
p
e
rt
y
is
in

C
B
C

S
u
rv
e
y
o
rs
c
o
m
p
le
te
s
it
e

v
is
it
s
a
n
d
a
s
s
e
s
s

a
p
p
li
c
a
ti
o
n

S
u
rv
e
y
o
rs
w
ri
te
re
p
o
rt
a
n
d

s
e
n
d
re
c
o
m
m
e
n
d
a
ti
o
n
s

C
a
ll
s
in
to
C
u
s
to
m
e
r
s
e
rv
ic
e
s
–

w
il
l
b
e
p
a
s
s
e
d
to
b
a
c
k
o
ff
ic
e
in

m
o
s
t
c
a
s
e
s

A
p
p
li
c
a
ti
o
n
s
m
a
y
b
e
s
u
b
m
it
te
d

v
ia
th
e
S
u
b
m
it
-a
-p
la
n
/B
C

o
n
li
n
e
o
r
v
ia
p
o
s
t

S
u
rv
e
y
o
rs
o
rg
a
n
is
e

w
o
rk
lo
a
d
a
n
d
s
it
e
v
is
it
s

1
.1
E
n
q
u
ir
y

H
a
n
d
li
n
g

1
.2
R
e
q
u
e
s
ts
/

A
p
p
li
c
a
ti
o
n
s

1
.3
M
a
n
a
g
in
g

A
p
p
o
in
tm
e
n
ts

2
.1
E
li
g
ib
il
it
y

2
.2
A
s
s
e
s
s
m
e
n
t

2
.3
A
p
p
ro
v
a
l

3
.1
B
il
li
n
g

P
a
y
m
e
n
t
m
a
y
b
e
m
a
d
e
b
y

c
h
e
q
u
e
,
b
y
c
a
rd
v
ia
C
S
,
o
r

v
ia
p
la
n
n
in
g
p
o
rt
a
l

3
.2
P
a
y
m
e
n
t

B
u
ild
in
g
C
o
n
tr
o
l
A
p
p
lic
a
ti
o
n
P
ro
c
e
s
s
O
v
e
rv
ie
w

•Q
u
e
ri
e
s
in

re
s
p
e
c
t
o
f
a
b
u
ild
in
g
c
o
n
tr
o
l
a
p
p
lic
a
ti
o
n
a
re

c
u
rr
e
n
tl
y
re
c
e
iv
e
d
b
y
th
e
c
u
s
to
m
e
r
c
o
n
ta
c
t
c
e
n
tr
e
.
If
th
e
c
a
ll

a
g
e
n
t
c
a
n
n
o
t
re
s
o
lv
e
th
e
q
u
e
ry
a
t
th
e
fi
rs
t
p
o
in
t
o
f
c
o
n
ta
c
t
it
is

p
a
s
s
e
d
to
th
e
b
u
ild
in
g
c
o
n
tr
o
l
te
a
m
.

•A
p
p
lic
a
ti
o
n
s
a
re
p
ri
m
a
ri
ly
m
a
d
e
v
ia
p
a
p
e
r
a
p
p
lic
a
ti
o
n
.
S
u
b
m
it
-

A
-P
la
n
a
n
d
B
C
O
n
lin
e
a
llo
w
c
u
s
to
m
e
rs
to
s
u
b
m
it
a
p
la
n
o
n
lin
e
.

•A
p
p
lic
a
ti
o
n
s
re
c
e
iv
e
d
v
ia
p
a
p
e
r
a
n
d
S
u
b
m
it
-A
-P
la
n
m
u
s
t
b
e

m
a
n
u
a
lly
u
p
lo
a
d
e
d
in
to
A
c
o
la
id
.
A
p
p
lic
a
ti
o
n
s
re
c
e
iv
e
d
v
ia
B
C

o
n
lin
e
c
a
n
b
e
u
p
lo
a
d
e
d
in
to
A
c
o
la
id
a
s
a
n
X
M
L
fi
le
.

•S
u
rv
e
y
o
rs
m
a
n
u
a
lly

o
rg
a
n
is
e
th
e
ir
s
c
h
e
d
u
le
v
ia
a
c
e
n
tr
a
l

d
ia
ry
.

•A
ll
s
u
rv
e
y
s
a
re
m
a
n
u
a
lly
c
o
m
p
le
te
d
o
n
s
it
e
a
n
d
a
re
p
o
rt
is

p
re
p
a
re
d
b
a
c
k
a
t
th
e
C
o
u
n
c
il
o
ff
ic
e
s
.

•P
a
y
m
e
n
t
c
a
n
c
u
rr
e
n
tl
y
b
e
m
a
d
e
b
y
c
a
rd
th
ro
u
g
h
th
e
c
u
s
to
m
e
r

c
o
n
ta
c
t
c
e
n
tr
e
o
r
v
ia
th
e
o
n
lin
e
p
o
rt
a
l. T
h
is
is
a
n
e
x
a
m
p
le
,
A
s
-i
s

a
n
a
ly
s
is
is
a
v
a
il
a
b
le
fo
r
a
ll

p
ro
c
e
s
s
e
s
in
A
p
p
e
n
d
ix
II
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

5
5

4
.
V
a
lid
a
ti
o
n
o
f
th
e
B
a
s
e
lin
e
–
th
e
‘A
s
Is
’
A
n
a
ly
s
is

S
u
s
ta
in
a
b
le
C
o
m
m
u
n
it
ie
s
–
H
ig
h
w
a
y
s

H
ig
h
w
a
y
s
O
v
e
rv
ie
w

H
ig
h
w
a
y
s
re
c
e
iv
e
s
th
e
th
ir
d
m
o
s
t
c
u
s
to
m
e
r
c
o
n
ta
c
ts

in
th
e
S
u
s
ta
in
a
b
le
C
o
m
m
u
n
it
ie
s
d
ir
e
c
to
ra
te
w
it
h
c
ir
c
a

1
7
%
o
f
c
u
s
to
m
e
r
c
o
n
ta
c
ts
.
T
h
is
e
q
u
a
te
s
to
4
2
,3
3
2

c
u
s
to
m
e
r
c
o
n
ta
c
ts

a
y
e
a
r
a
c
ro
s
s
a
ll
4
a
c
c
e
s
s

c
h
a
n
n
e
ls
.
T
h
e
k
e
y
c
u
s
to
m
e
r
c
o
n
ta
c
t
p
ro
c
e
s
s
e
s
u
n
d
e
r

H
ig
h
w
a
y
s
a
re
:

•U
n
p
la
n
n
e
d
w
o
rk
s
(r
e
s
p
o
n
d
in
g
to
fa
u
lt
re
p
o
rt
s
)

•R
e
q
u
e
s
t
a
s
e
rv
ic
e

T
h
e
la
rg
e
m
a
jo
ri
ty

o
f
c
u
s
to
m
e
rs
,
a
p
p
ro
x
im
a
te
ly

3
4
,1
0
6
c
u
s
to
m
e
rs
,
c
o
n
ta
c
t
th
e
C
u
s
to
m
e
r
C
o
n
ta
c
t

C
e
n
tr
e
to
re
p
o
rt
a
h
ig
h
w
a
y
s
re
la
te
d
is
s
u
e
o
r
a
p
p
ly
fo
r

a
h
ig
h
w
a
y
s
re
la
te
d
s
e
rv
ic
e
.
T
h
is
a
c
c
o
u
n
ts
fo
r
o
v
e
r

8
0
%
o
f
a
ll
c
u
s
to
m
e
r
c
o
n
ta
c
ts
.
H
ig
h
w
a
y
s
is
o
n
e
o
f
th
e

fe
w
s
e
rv
ic
e
a
re
a
s
w
it
h
in
C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

w
h
ic
h
c
u
rr
e
n
tl
y
u
s
e
s
e
F
o
rm
s
o
n
th
e
C
o
u
n
c
il’
s

w
e
b
s
it
e
.
L
e
s
s
th
a
n
3
%
o
f
h
ig
h
w
a
y
s
re
la
te
d
c
o
n
ta
c
ts

a
re
m
a
d
e
v
ia
e
F
o
rm
.
T
h
is
lo
w
n
u
m
b
e
r
re
fl
e
c
ts
th
e

in
a
d
e
q
u
a
te
a
p
p
ro
a
c
h
to
o
u
r
e
F
o
rm
s
.

T
h
e
fo
llo
w
in
g
d
ia
g
ra
m

s
h
o
w
s
a
b
re
a
k
d
o
w
n
o
f

c
u
s
to
m
e
r
c
o
n
ta
c
ts
in
re
s
p
e
c
t
o
f
H
ig
h
w
a
y
s
a
c
ro
s
s
a
ll

c
h
a
n
n
e
ls
:

O
f
th
e
c
u
s
to
m
e
rs
th
a
t
c
o
n
ta
c
t
th
e
c
u
s
to
m
e
r
c
o
n
ta
c
t

c
e
n
tr
e
,
3
6
%

d
o
s
o
v
ia

e
m
a
il
(1
2
,3
4
4
).
C
o
n
ta
c
ts

s
u
b
m
it
te
d
b
y
e
m
a
il
h
a
v
e
to
b
e
m
a
n
u
a
lly
k
e
y
e
d
in
to

A
c
o
la
id
b
e
fo
re
th
e
y
c
a
n
b
e
a
c
ti
o
n
e
d
.
T
h
is
te
lls
u
s
th
a
t

c
o
s
t
s
a
v
in
g
s
c
a
n
b
e
a
c
h
ie
v
e
d
th
ro
u
g
h
th
e
u
s
e
o
f

b
e
tt
e
r
e
F
o
rm
s
w
h
ic
h
p
o
p
u
la
te
A
c
o
la
id
d
ir
e
c
tl
y
in
s
te
a
d

o
f
fr
e
e
te
x
t
e
m
a
ils
w
h
ic
h
re
q
u
ir
e
m
a
n
u
a
l
in
te
rv
e
n
ti
o
n
.
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

5
6

C
u
rr
e
n
t
S
ta
te

In
it
ia
l

C
u
s
to
m
e
r

C
o
n
ta
c
t

A
s
s
e
s
s
&

D
e
c
id
e

B
il
li
n
g
a
n
d

P
a
y
m
e
n
t

M
a
n
u
a
l
c
h
e
c
k

S
it
e
v
is
it
b
y
A
m
e
y

P
h
o
n
e
/
F
2
F
/
E
m
a
il

P
h
o
n
e
/
F
2
F
/
E
m
a
il
/
e
F
o
rm

A
m
e
y

1
.1
E
n
q
u
ir
y

H
a
n
d
li
n
g

1
.2
R
e
q
u
e
s
ts
/

A
p
p
li
c
a
ti
o
n
s

1
.3
M
a
n
a
g
in
g

A
p
p
o
in
tm
e
n
ts

2
.1
E
li
g
ib
il
it
y

2
.2
A
s
s
e
s
s
m
e
n
t

2
.3
A
p
p
ro
v
a
l

3
.1
B
il
li
n
g

3
.2
P
a
y
m
e
n
t

4
.
V
a
lid
a
ti
o
n
o
f
th
e
B
a
s
e
lin
e
–
th
e
‘A
s
Is
’
A
n
a
ly
s
is

S
u
s
ta
in
a
b
le
C
o
m
m
u
n
it
ie
s
–
H
ig
h
w
a
y
s

U
n
p
la
n
n
e
d
W
o
rk
s
P
ro
c
e
s
s
O
v
e
rv
ie
w

•T
h
e
c
u
s
to
m
e
r
c
o
n
ta
c
t
c
e
n
tr
e
is
th
e
fi
rs
t
p
o
in
t
o
f
c
o
n
ta
c
t
fo
r
a
ll

h
ig
h
w
a
y
s
re
la
te
d
q
u
e
ri
e
s
.

•A
ll
h
ig
h
w
a
y
s
fa
u
lt
re
p
o
rt
s
a
re
re
c
e
iv
e
d
a
n
d
m
a
n
a
g
e
d
b
y
th
e

c
u
s
to
m
e
r
c
o
n
ta
c
t
c
e
n
tr
e
.

•F
a
u
lt
re
p
o
rt
s
c
a
n
b
e
re
c
e
iv
e
d
e
it
h
e
r
th
ro
u
g
h
c
o
n
ta
c
ti
n
g
th
e

C
o
u
n
c
il
d
ir
e
c
tl
y
o
r
v
ia
s
e
lf
s
e
rv
ic
e
e
F
o
rm
s
,
w
h
ic
h
a
re
o
n
th
e

C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il
w
e
b
s
it
e
in
th
e
H
ig
h
w
a
y
s
s
e
c
ti
o
n
.

•A
t
p
re
s
e
n
t,
a
ll
fa
u
lt
re
p
o
rt
s
a
re
m
a
n
u
a
lly
c
h
e
c
k
e
d
to
d
e
te
rm
in
e

if
th
e
y
fa
ll
u
n
d
e
r
th
e
C
o
u
n
c
il’
s
re
m
it
.
T
h
is
c
h
e
c
k
is
w
h
e
th
e
r

th
e
y
a
re
w
it
h
in
th
e
C
o
u
n
c
ils
b
o
u
n
d
a
ri
e
s
a
n
d
/o
r
w
h
e
th
e
r
th
e
y

a
re
o
n
p
ri
v
a
te
la
n
d
.

•T
h
e
c
o
n
tr
a
c
to
r
is
re
s
p
o
n
s
ib
le
fo
r
re
s
p
o
n
d
in
g
to

a
ll
fa
u
lt

re
p
o
rt
s
.

•T
h
e
c
o
n
tr
a
c
to
r
is
re
s
p
o
n
s
ib
le
fo
r
c
o
n
ta
c
ti
n
g
a
n
d
lia
is
in
g
w
it
h

th
e
c
u
s
to
m
e
r
w
h
o
re
p
o
rt
e
d
th
e
fa
u
lt
if
m
o
re
in
fo
rm
a
ti
o
n
is

re
q
u
ir
e
d
.

T
h
is
is
a
n
e
x
a
m
p
le
,
A
s
-i
s

a
n
a
ly
s
is
is
a
v
a
il
a
b
le
fo
r
a
ll

p
ro
c
e
s
s
e
s
in
A
p
p
e
n
d
ix
II
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

5
7

4
.
V
a
lid
a
ti
o
n
o
f
th
e
B
a
s
e
lin
e
–
th
e
‘A
s
Is
’
A
n
a
ly
s
is

S
u
s
ta
in
a
b
le
C
o
m
m
u
n
it
ie
s
–
S
c
h
o
o
ls
T
ra
n
s
p
o
rt

S
c
h
o
o
ls
T
ra
n
s
p
o
rt
O
v
e
rv
ie
w

T
h
e
S
c
h
o
o
ls
T
ra
n
s
p
o
rt
te
a
m
re
c
e
iv
e
a
p
p
ro
x
im
a
te
ly

7
,0
0
0
c
u
s
to
m
e
r
c
o
n
ta
c
ts
p
e
r
a
n
n
u
m
w
h
ic
h
e
q
u
a
te
s
to

c
ir
c
a
3
%
o
f
th
e
c
u
s
to
m
e
r
c
o
n
ta
c
ts
to
S
u
s
ta
in
a
b
le

C
o
m
m
u
n
it
ie
s
.
T
h
e
k
e
y
c
u
s
to
m
e
r
fa
c
in
g
p
ro
c
e
s
s
e
s

u
n
d
e
r
S
c
h
o
o
ls
T
ra
n
s
p
o
rt
a
re
:

•
M
a
in
s
tr
e
a
m
A
p
p
lic
a
ti
o
n

•
S
E
N
/M
e
d
ic
a
l
A
p
p
lic
a
ti
o
n

•
P
1
6
A
p
p
lic
a
ti
o
n

•
R
e
p
la
c
e
m
e
n
t
B
u
s
P
a
s
s

•
P
a
y
m
e
n
t
fo
r
N
o
n
-E
lig
ib
le
C
h
ild
re
n

•
R
e
n
e
w
a
ls

•
C
h
a
n
g
e
o
f
C
ir
c
u
m
s
ta
n
c
e

•
R
e
p
o
rt
a
n
Is
s
u
e

•
T
ra
c
k
in
g
a
n
A
p
p
lic
a
ti
o
n

A
lm
o
s
t
7
5
%

o
f
a
ll
S
c
h
o
o
ls

T
ra
n
s
p
o
rt
c
u
s
to
m
e
r

c
o
n
ta
c
ts
a
re
re
c
e
iv
e
d
b
y
th
e
c
u
s
to
m
e
r
c
o
n
ta
c
t
c
e
n
tr
e
.

H
o
w
e
v
e
r,
th
e
m
a
jo
ri
ty
o
f
th
e
s
e
a
re
p
a
s
s
e
d
to
th
e

S
c
h
o
o
ls
T
ra
n
s
p
o
rt
s
e
rv
ic
e
s
u
p
p
o
rt
te
a
m
to
re
s
o
lv
e
.

A
lm
o
s
t
a
ll
o
f
th
e
re
m
a
in
in
g
2
5
%
a
re
m
a
d
e
to
th
e

S
c
h
o
o
ls
T
ra
n
s
p
o
rt
s
e
rv
ic
e
s
u
p
p
o
rt
te
a
m
d
ir
e
c
tl
y
.

It
w
a
s
d
is
c
o
v
e
re
d
d
u
ri
n
g
th
e
w
o
rk
s
h
o
p
th
a
t
p
a
p
e
r

a
p
p
lic
a
ti
o
n
s
fo
r
s
c
h
o
o
ls
tr
a
n
s
p
o
rt
a
re
re
c
e
iv
e
d
fr
o
m

th
e
s
c
h
o
o
ls
b
y
th
e
b
a
c
k
o
ff
ic
e
s
e
rv
ic
e
s
u
p
p
o
rt
te
a
m
.

S
e
rv
ic
e
s
u
p
p
o
rt
a
re
th
e
n
re
q
u
ir
e
d
to
m
a
n
u
a
lly
k
e
y

th
e
s
e
a
p
p
lic
a
ti
o
n
s
in
to
a
n
u
m
b
e
r
o
f
d
a
ta
b
a
s
e
s
.

T
h
e
u
s
e
o
f
te
c
h
n
o
lo
g
y
,
s
u
c
h
a
s
e
F
o
rm
s
,
c
a
n

e
lim
in
a
te
th
is
s
te
p
in
th
e
p
ro
c
e
s
s
a
n
d
,
th
e
re
fo
re
,
c
a
n

le
a
d
to
c
o
s
t
s
a
v
in
g
s
.
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

5
8

4
.
V
a
lid
a
ti
o
n
o
f
th
e
B
a
s
e
lin
e
–
th
e
‘A
s
Is
’
A
n
a
ly
s
is

S
u
s
ta
in
a
b
le
C
o
m
m
u
n
it
ie
s
–
S
c
h
o
o
ls
T
ra
n
s
p
o
rt

In
it
ia
l

C
u
s
to
m
e
r

C
o
n
ta
c
t

A
s
s
e
s
s
&

D
e
c
id
e

B
il
li
n
g
a
n
d

P
a
y
m
e
n
t

S
c
h
o
o
ls
T
ra
n
s
p
o
rt
T
e
a
m

c
h
e
c
k
s
a
g
e
a
n
d
th
a
t
c
h
il
d

li
v
e
s
in
C
o
u
n
c
il
a
re
a

C
li
e
n
t
T
ra
n
s
p
o
rt
T
e
a
m
ra
is
e

P
O
fo
r
C
h
il
d
re
n
’s
T
e
a
m

C
h
e
c
k
fo
r
ro
a
d
s
a
fe
ty

is
s
u
e
s
a
n
d
d
is
ta
n
c
e
to

n
e
a
re
s
t
s
c
h
o
o
l
g
a
te

M
a
n
u
a
ll
y
a
d
d
to
S
c
h
o
o
ls

T
ra
n
s
p
o
rt
D
a
ta
b
a
s
e

Q
u
e
ri
e
s
a
re
re
c
e
iv
e
d
b
y

p
h
o
n
e
/
e
m
a
il
/
F
2
F
o
r
P
o
s
t

E
x
c
e
l
s
p
re
a
d
s
h
e
e
t

d
o
w
n
lo
a
d
e
d
fr
o
m
T
ri
b
a
l

1
.1
E
n
q
u
ir
y

H
a
n
d
li
n
g

1
.2
R
e
q
u
e
s
ts
/

A
p
p
li
c
a
ti
o
n
s

1
.3
M
a
n
a
g
in
g

A
p
p
o
in
tm
e
n
ts

2
.1
E
li
g
ib
il
it
y

2
.2
A
s
s
e
s
s
m
e
n
t

2
.3
A
p
p
ro
v
a
l

3
.1
B
il
li
n
g

C
h
il
d
re
n
’s
T
e
a
m
p
a
y

T
ra
n
s
p
o
rt
T
e
a
m

3
.2
P
a
y
m
e
n
t

C
u
rr
e
n
t
S
ta
te

S
e
rv
ic
e

D
e
li
v
e
ry

C
li
e
n
t
T
ra
n
s
p
o
rt
T
e
a
m
a
d
d

c
h
il
d
’s
d
e
ta
il
s
to
R
o
u
te
w
is
e

a
n
d
a
ll
o
c
a
te
tr
a
n
s
p
o
rt

4
.1
C
o
u
n
c
il

S
e
rv
ic
e
D
e
li
v
e
ry

4
.2
O
u
ts
o
u
rc
e
d

S
e
rv
ic
e
D
e
li
v
e
ry

M
a
in
s
tr
e
a
m
A
p
p
lic
a
ti
o
n
P
ro
c
e
s
s
O
v
e
rv
ie
w

•
S
c
h
o
o
ls
T
ra
n
s
p
o
rt
re
la
te
d
q
u
e
ri
e
s
a
re
d
e
a
lt
w
it
h
b
y
th
e
b
a
c
k

o
ff
ic
e
s
e
rv
ic
e
s
u
p
p
o
rt
te
a
m
.

•
M
a
in
s
tr
e
a
m
a
p
p
lic
a
ti
o
n
s
a
re
re
c
e
iv
e
d
v
ia
a
d
o
w
n
lo
a
d
fr
o
m

T
ri
b
a
l.
S
c
h
o
o
ls
s
u
b
m
it
d
e
ta
ils

o
f
th
e
ir
n
e
w
p
u
p
il
in
ta
k
e
to

C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il
N
e
w
A
d
m
is
s
io
n
s
te
a
m

w
h
o

m
a
n
u
a
lly

a
d
d
th
e
d
e
ta
ils

to
T
ri
b
a
l.
T
h
e
S
c
h
o
o
ls
T
ra
n
s
p
o
rt

T
e
a
m
th
e
n
d
o
w
n
lo
a
d
th
e
s
e
d
e
ta
ils
fr
o
m
T
ri
b
a
l.

•
A
ll
n
e
w
a
d
m
is
s
io
n
a
p
p
lic
a
ti
o
n
s
a
re
m
a
n
u
a
lly

re
v
ie
w
e
d
fo
r

e
lig
ib
ili
ty
fo
r
th
e
s
e
rv
ic
e
a
n
d
a
s
s
e
s
s
e
d
to
d
e
te
rm
in
e
if
th
e
p
u
p
il

m
e
e
ts
th
e
c
ri
te
ri
a
fo
r
th
e
s
e
rv
ic
e
.

•
T
h
e
S
c
h
o
o
ls
T
ra
n
s
p
o
rt
T
e
a
m
p
a
s
s
d
e
ta
ils
o
f
th
e
n
e
w
p
u
p
ils

e
lig
ib
le
fo
r
th
e
s
e
rv
ic
e
to
th
e
T
ra
n
s
p
o
rt
T
e
a
m
w
h
o
a
d
d
th
e
p
u
p
il

to
th
e
ir
d
a
ta
b
a
s
e
.

•
T
h
e
C
lie
n
t
T
ra
n
s
p
o
rt
T
e
a
m
b
ill
th
e
S
c
h
o
o
ls
T
ra
n
s
p
o
rt
T
e
a
m

fo
r
th
e
s
e
rv
ic
e
.

•
T
h
e
C
lie
n
t
T
ra
n
s
p
o
rt
T
e
a
m
is
re
s
p
o
n
s
ib
le
fo
r
d
e
liv
e
ri
n
g
th
e

s
e
rv
ic
e
to
th
e
p
u
p
ils
.

T
h
is
is
a
n
e
x
a
m
p
le
,
A
s
-i
s

a
n
a
ly
s
is
is
a
v
a
il
a
b
le
fo
r
a
ll

p
ro
c
e
s
s
e
s
in
A
p
p
e
n
d
ix
II
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

5
9

4
.
V
a
lid
a
ti
o
n
o
f
th
e
B
a
s
e
lin
e
–
th
e
‘A
s
Is
’
A
n
a
ly
s
is

S
u
s
ta
in
a
b
le
C
o
m
m
u
n
it
ie
s
–
W
a
s
te

W
a
s
te
O
v
e
rv
ie
w

C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il
re
c
e
iv
e
a
p
p
ro
x
im
a
te
ly

1
1
2
,0
8
0
c
u
s
to
m
e
r
c
o
n
ta
c
ts
a
y
e
a
r
in
re
s
p
e
c
t
o
f
w
a
s
te
.

T
h
is

a
c
c
o
u
n
ts

fo
r

c
ir
c
a

4
6
%

o
f
S
u
s
ta
in
a
b
le

C
o
m
m
u
n
it
ie
s
c
u
s
to
m
e
r
c
o
n
ta
c
ts
a
n
d
is
th
e
la
rg
e
s
t

c
u
s
to
m
e
r
s
e
rv
ic
e
a
re
a
u
n
d
e
r
th
is
d
ir
e
c
to
ra
te
.
T
h
e
k
e
y

c
u
s
to
m
e
r
fa
c
in
g
p
ro
c
e
s
s
e
s
u
n
d
e
r
W
a
s
te
a
re
:

•R
e
q
u
e
s
t
a
S
e
rv
ic
e

•R
e
p
o
rt
a
P
ro
b
le
m

•H
o
u
s
e
h
o
ld
W
a
s
te
R
e
c
y
c
lin
g
P
e
rm
it
A
p
p
lic
a
ti
o
n

It
s
h
o
u
ld
b
e
n
o
te
d
th
a
t
w
h
ile
th
e
re
a
re
o
n
ly
3
c
u
s
to
m
e
r

p
ro
c
e
s
s
e
s
,
th
e
s
e
p
ro
c
e
s
s
e
s
c
o
v
e
r
a
ll
a
s
p
e
c
ts

o
f

w
a
s
te
.
F
o
r
e
x
a
m
p
le
,
re
p
o
rt
a
p
ro
b
le
m
in
c
lu
d
e
s
:

•F
ly
T
ip
p
in
g

•M
is
s
e
d
B
in
C
o
lle
c
ti
o
n

•D
o
g
fo
u
lin
g

•S
tr
e
e
t
C
le
a
n

C
a
ll
C
e
n
tr
e

8
6
,3
1
8

7
7
.0
1
%

B
a
c
k
O
ffi
c
e

2
2
,1
2
6

1
9
.7
4
%

F
a
c
e
-t
o
-F
a
c
e

1
,2
0
7

1
.0
8
%

W
e
b
s
it
e

2
,4
2
9

2
.1
7
%

T
o
ta
l

1
1
2
,0
8
0

1
0
0
%

C
u
st
o
m
e
r
C
o
n
ta
c
t
V
o
lu
m
e
s
p
e
r
C
h
a
n
n
e
l

M
u
lt
ip
le
c
u
s
to
m
e
r
c
o
n
ta
c
t
c
h
a
n
n
e
ls
a
re
a
v
a
ila
b
le
fo
r

c
u
s
to
m
e
rs
w
is
h
in
g
to
c
o
n
ta
c
t
th
e
c
o
u
n
c
il
in
re
s
p
e
c
t
o
f

a
w
a
s
te
is
s
u
e
.
T
h
e
m
a
jo
ri
ty
,
c
ir
c
a
7
7
%
,
a
re
d
e
a
lt
w
it
h

b
y
th
e
c
u
s
to
m
e
r
c
o
n
ta
c
t
c
e
n
tr
e
.
C
ir
c
a
2
0
%
a
re
e
it
h
e
r

p
a
s
s
e
d
to
th
e
b
a
c
k
o
ff
ic
e
s
e
rv
ic
e
s
u
p
p
o
rt
te
a
m
if
th
e

is
s
u
e
c
a
n
n
o
t
b
e
re
s
o
lv
e
d
o
r
h
a
v
e
b
e
e
n
th
e
re
s
u
lt
o
f
a

d
ir
e
c
t
c
o
n
ta
c
t
fr
o
m
th
e
c
u
s
to
m
e
r
to
th
e
b
a
c
k
o
ff
ic
e
.
A

b
re
a
k
d
o
w
n
o
f
w
a
s
te
c
u
s
to
m
e
r
c
o
n
ta
c
t
b
y
c
h
a
n
n
e
l
is

p
ro
v
id
e
d
b
e
lo
w
:

T
h
e
s
h
e
e
r
v
o
lu
m
e
o
f
c
o
n
ta
c
ts
to
th
e
c
u
s
to
m
e
r
c
o
n
ta
c
t

c
e
n
tr
e
te
lls
u
s
th
a
t
c
o
s
t
s
a
v
in
g
s
c
a
n
b
e
a
c
h
ie
v
e
d
if

c
u
s
to
m
e
rs
c
a
n
b
e
e
n
c
o
u
ra
g
e
d
to
s
e
lf
s
e
rv
e
o
n
lin
e
.
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

6
0

C
u
rr
e
n
t
S
ta
te

In
it
ia
l

C
u
s
to
m
e
r

C
o
n
ta
c
t

A
s
s
e
s
s
&

D
e
c
id
e

B
il
li
n
g
a
n
d

P
a
y
m
e
n
t

P
h
o
n
e
/
F
2
F
/
E
m
a
il

P
h
o
n
e
/
F
2
F
/
E
m
a
il

P
h
o
n
e
/
F
2
F
/
E
m
a
il

P
h
o
n
e
/
F
2
F
/
E
m
a
il

B
if
fa

1
.1
E
n
q
u
ir
y

H
a
n
d
li
n
g

1
.2
R
e
q
u
e
s
ts
/

A
p
p
li
c
a
ti
o
n
s

1
.3
M
a
n
a
g
in
g

A
p
p
o
in
tm
e
n
ts

2
.1
E
li
g
ib
il
it
y

2
.2
A
s
s
e
s
s
m
e
n
t

2
.3
A
p
p
ro
v
a
l

3
.1
B
il
li
n
g

P
h
o
n
e
/
F
2
F
/
E
m
a
il

3
.2
P
a
y
m
e
n
t

P
h
o
n
e
/
F
2
F
/
E
m
a
il

4
.
V
a
lid
a
ti
o
n
o
f
th
e
B
a
s
e
lin
e
–
th
e
‘A
s
Is
’
A
n
a
ly
s
is

S
u
s
ta
in
a
b
le
C
o
m
m
u
n
it
ie
s
–
W
a
s
te

R
e
q
u
e
s
t
a
S
e
rv
ic
e
P
ro
c
e
s
s
O
v
e
rv
ie
w

•A
ll
w
a
s
te
re
q
u
e
s
ts
fo
r
s
e
rv
ic
e
a
n
d
q
u
e
ri
e
s
a
re
re
c
e
iv
e
d
b
y
th
e

c
u
s
to
m
e
r
c
o
n
ta
c
t
c
e
n
tr
e
.

•A
ll
a
s
s
e
s
s
m
e
n
ts
fo
r
s
e
rv
ic
e
d
e
liv
e
ry
a
n
d
a
p
p
ro
v
a
l
is
m
a
n
a
g
e
d

b
y
th
e
c
u
s
to
m
e
r
c
o
n
ta
c
t
c
e
n
tr
e
.
T
h
is
is
a
m
a
n
u
a
l
p
ro
c
e
s
s

p
e
rf
o
rm
e
d
b
y
th
e
c
a
ll
c
e
n
tr
e
a
g
e
n
t.

•M
a
n
a
g
in
g
a
p
p
o
in
tm
e
n
ts
w
it
h
c
u
s
to
m
e
rs
is
p
e
rf
o
rm
e
d
b
y
th
e

c
o
n
tr
a
c
to
r.

•T
h
e
re
is
n
o
o
n
lin
e
fa
c
ili
ty
fo
r
p
a
y
m
e
n
t.

•P
a
y
m
e
n
t
is
p
ro
c
e
s
s
e
d
b
y
th
e
c
u
s
to
m
e
r
c
o
n
ta
c
t
c
e
n
tr
e
.

•S
e
rv
ic
e
d
e
liv
e
ry
is
m
a
n
a
g
e
d
b
y
th
e
c
o
n
tr
a
c
to
r.

T
h
is
is
a
n
e
x
a
m
p
le
,
A
s
-i
s

a
n
a
ly
s
is
is
a
v
a
il
a
b
le
fo
r
a
ll

p
ro
c
e
s
s
e
s
in
A
p
p
e
n
d
ix
II

Agenda Item 8
Page 62



C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

6
1

4
.
V
a
lid
a
ti
o
n
o
f
th
e
B
a
s
e
lin
e
–
th
e
‘A
s
Is
’
A
n
a
ly
s
is

S
u
s
ta
in
a
b
le
C
o
m
m
u
n
it
ie
s
–
L
e
is
u
re

L
e
is
u
re
O
v
e
rv
ie
w

L
e
is
u
re
is
o
n
e
o
f
th
e
s
m
a
lle
r
c
u
s
to
m
e
r
c
o
n
ta
c
t
a
re
a
s

w
it
h
c
ir
c
a
5
%
o
f
S
u
s
ta
in
a
b
le
C
o
m
m
u
n
it
ie
s
c
o
n
ta
c
ts
.

T
h
is

e
q
u
a
te
s
to

a
p
p
ro
x
im
a
te
ly

1
2
,2
8
6
c
u
s
to
m
e
r

c
o
n
ta
c
t
p
e
r
a
n
n
u
m
.
T
h
e

k
e
y

c
u
s
to
m
e
r
fa
c
in
g

p
ro
c
e
s
s
e
s
u
n
d
e
r
L
e
is
u
re
w
h
ic
h
th
e
C
u
s
to
m
e
r
F
ir
s
t

te
a
m
a
n
a
ly
s
e
d
a
re
:

•T
h
e
a
tr
e
B
o
o
k
in
g
s

•N
o
n
-L
e
is
u
re
C
e
n
tr
e
B
o
o
k
in
g
s

T
h
e
m
a
jo
ri
ty
o
f
L
e
is
u
re
c
u
s
to
m
e
r
c
o
n
ta
c
ts
a
re
d
e
a
lt

w
it
h
b
y
th
e
b
a
c
k
o
ff
ic
e
s
e
rv
ic
e
s
u
p
p
o
rt
.
A
ro
u
n
d
9
3
%

o
f
a
ll
c
o
n
ta
c
ts
a
re
re
c
e
iv
e
d
b
y
b
a
c
k
o
ff
ic
e
s
u
p
p
o
rt
.
O
f

th
is
,
c
ir
c
a
8
5
%
a
re
c
a
lls
to
L
e
ig
h
to
n
B
u
z
z
a
rd
th
e
a
tr
e
.

O
n
ly
8
3
9
(7
%
)
o
f
c
u
s
to
m
e
r
c
o
n
ta
c
ts
a
re
m
a
d
e
w
it
h
th
e

c
u
s
to
m
e
r
c
a
ll
c
e
n
tr
e
.
T
h
e
c
h
a
rt
o
p
p
o
s
it
e
b
re
a
k
s
d
o
w
n

th
e

c
u
rr
e
n
t

c
u
s
to
m
e
r

c
o
n
ta
c
ts

w
it
h

C
e
n
tr
a
l

B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il
in
re
s
p
e
c
t
o
f
L
e
is
u
re
:

A
s
c
a
n
b
e
s
e
e
n
,
th
e
m
a
jo
ri
ty
o
f
c
u
s
to
m
e
r
c
o
n
ta
c
t
in

re
s
p
e
c
t
o
f
L
e
is
u
re

is
w
it
h
th
e
b
a
c
k
o
ff
ic
e
w
it
h

a
p
p
ro
x
im
a
te
ly
1
1
,3
2
8
c
o
n
ta
c
ts
p
e
r
a
n
n
u
m
.
F
u
rt
h
e
r

a
n
a
ly
s
is
o
f
th
is
fi
g
u
re
s
h
o
w
s
th
a
t
o
f
th
is
fi
g
u
re
,
c
ir
c
a

8
6
%
is
w
it
h
th
e
L
e
ig
h
to
n
B
u
z
z
a
rd
T
h
e
a
tr
e
.
T
h
is
is

p
ri
m
a
ri
ly
th
e
b
o
o
k
in
g
o
f
ti
c
k
e
ts
.

T
h
is
te
lls
u
s
th
a
t
m
o
v
in
g
th
is
o
p
e
ra
ti
o
n
to
w
a
rd
s
o
n
lin
e

s
e
lf
s
e
rv
ic
e
o
r
in
to
th
e
c
u
s
to
m
e
r
c
o
n
ta
c
t
c
e
n
tr
e
c
a
n

le
a
d
to
c
o
n
s
id
e
ra
b
le
c
o
s
t
s
a
v
in
g
s
.
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

6
2

C
u
rr
e
n
t
S
ta
te

In
it
ia
l

C
u
s
to
m
e
r

C
o
n
ta
c
t

A
s
s
e
s
s
&

D
e
c
id
e

B
il
li
n
g
a
n
d

P
a
y
m
e
n
t

P
h
o
n
e
/
F
2
F
/
E
m
a
il

1
.1
E
n
q
u
ir
y

H
a
n
d
li
n
g

1
.2
R
e
q
u
e
s
ts
/

A
p
p
li
c
a
ti
o
n
s

1
.3
M
a
n
a
g
in
g

A
p
p
o
in
tm
e
n
ts

2
.1
E
li
g
ib
il
it
y

2
.2
A
s
s
e
s
s
m
e
n
t

2
.3
A
p
p
ro
v
a
l

3
.1
B
il
li
n
g

P
a
y
m
e
n
ts
ta
k
e
n
o
v
e
r
th
e

p
h
o
n
e
,
c
h
e
q
u
e
o
r
c
a
s
h

3
.2
P
a
y
m
e
n
t

P
h
o
n
e
/
F
2
F
/
E
m
a
il

4
.
V
a
lid
a
ti
o
n
o
f
th
e
B
a
s
e
lin
e
–
th
e
‘A
s
Is
’
A
n
a
ly
s
is

S
u
s
ta
in
a
b
le
C
o
m
m
u
n
it
ie
s
–
L
e
is
u
re

T
h
e
a
tr
e
B
o
o
k
in
g
s
P
ro
c
e
s
s
O
v
e
rv
ie
w

•T
h
e
m
a
jo
ri
ty
o
f
th
e
a
tr
e
b
o
o
k
in
g
s
a
n
d
q
u
e
ri
e
s
a
re
d
e
a
lt
w
it
h
b
y

th
e
L
e
is
u
re
s
e
rv
ic
e
s
u
p
p
o
rt
te
a
m
b
a
s
e
d
a
t
L
e
ig
h
to
n
B
u
z
z
a
rd

T
h
e
a
tr
e
.

•T
ic
k
e
t
b
o
o
k
in
g
s
c
a
n
b
e
m
a
d
e
b
y
p
h
o
n
e
,
in
p
e
rs
o
n
o
r
b
y
e
m
a
il.

•T
h
e
re
is
c
u
rr
e
n
tl
y
n
o
o
n
lin
e
b
o
o
k
in
g
s
y
s
te
m
.

•T
h
e
re
is
c
u
rr
e
n
tl
y
n
o
o
n
lin
e
p
a
y
m
e
n
t
s
y
s
te
m
.

•P
a
y
m
e
n
t
is
m
a
d
e
b
y
c
h
e
q
u
e
,
b
y
p
h
o
n
e
o
r
c
a
s
h
.

T
h
is
is
a
n
e
x
a
m
p
le
,
A
s
-i
s

a
n
a
ly
s
is
is
a
v
a
il
a
b
le
fo
r
a
ll

p
ro
c
e
s
s
e
s
in
A
p
p
e
n
d
ix
II
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

6
3

4
.
V
a
lid
a
ti
o
n
o
f
th
e
B
a
s
e
lin
e
–
th
e
‘A
s
Is
’
A
n
a
ly
s
is

S
u
s
ta
in
a
b
le
C
o
m
m
u
n
it
ie
s
–
A
d
u
lt
S
k
ill
s
a
n
d
C
o
m
m
u
n
it
y
L
e
a
rn
in
g

A
d
u
lt
S
k
ill
s
a
n
d
C
o
m
m
u
n
it
y
L
e
a
rn
in
g
O
v
e
rv
ie
w

A
d
u
lt
S
k
ill
s
a
n
d
C
o
m
m
u
n
it
y
L
e
a
rn
in
g
a
c
c
o
u
n
ts
fo
r
a
p
p
ro
x
im
a
te
ly
7
,6
0
1
,
o
r
c
ir
c
a
3
%
,
o
f
S
u
s
ta
in
a
b
le
C
o
m
m
u
n
it
ie
s

c
u
s
to
m
e
r
c
o
n
ta
c
ts
a
y
e
a
r.
A
g
a
in
,
th
e
m
a
jo
ri
ty
o
f
th
e
s
e
a
re
c
o
n
ta
c
ts
m
a
d
e
d
ir
e
c
tl
y
to
th
e
b
a
c
k
o
ff
ic
e
s
e
rv
ic
e

s
u
p
p
o
rt
te
a
m
w
h
ic
h
a
c
c
o
u
n
t
fo
r
c
ir
c
a
9
6
%
o
f
th
e
to
ta
l
n
u
m
b
e
r
o
f
c
o
n
ta
c
ts
(7
,3
3
0
).
T
h
e
o
n
ly
c
u
s
to
m
e
r
fa
c
in
g

p
ro
c
e
s
s
u
n
d
e
r
A
d
u
lt
S
k
ill
s
a
n
d
C
o
m
m
u
n
it
y
L
e
a
rn
in
g
w
h
ic
h
w
a
s
a
n
a
ly
s
e
d
a
s
p
a
rt
o
f
C
u
s
to
m
e
r
F
ir
s
t
w
a
s
th
e
A
d
u
lt

S
k
ill
s
B
o
o
k
in
g
p
ro
c
e
s
s
.

O
f
c
u
s
to
m
e
r
c
o
n
ta
c
ts
m
a
d
e
to
th
e
c
u
s
to
m
e
r
c
o
n
ta
c
t
c
e
n
tr
e
,
a
ll
1
1
5
a
re
m
a
d
e
v
ia
th
e
A
d
u
lt
S
k
ill
s
a
n
d
C
o
m
m
u
n
it
y

L
e
a
rn
in
g
‘g
o
ld
e
n
n
u
m
b
e
r’
.
A
ll
c
o
n
ta
c
t
m
a
d
e
w
it
h
th
e
s
e
rv
ic
e
s
u
p
p
o
rt
te
a
m
a
re
m
a
d
e
th
ro
u
g
h
d
ir
e
c
t
d
ia
l
n
u
m
b
e
rs
.

T
h
e
fa
c
t
th
a
t
s
o
m
a
n
y
c
u
s
to
m
e
r
c
o
n
ta
c
ts
a
re
re
c
e
iv
e
d
a
n
d
d
e
a
lt
w
it
h
b
y
th
e
b
a
c
k
o
ff
ic
e
s
e
rv
ic
e
s
u
p
p
o
rt
te
lls
u
s

th
a
t
b
y
m
o
v
in
g
th
is
s
e
rv
ic
e
to
w
a
rd
s
o
n
lin
e
s
e
lf
s
e
rv
ic
e
o
r
in
to
th
e
c
u
s
to
m
e
r
c
o
n
ta
c
t
th
e
C
o
u
n
c
il
c
a
n
m
a
k
e
c
o
s
t

s
a
v
in
g
s
in
th
e
b
a
c
k
o
ff
ic
e
w
h
ile
n
o
t
h
a
v
in
g
a
n
y
im
p
a
c
t
u
p
o
n
th
e
q
u
a
lit
y
o
f
s
e
rv
ic
e
d
e
liv
e
ry
.
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C
e
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a
l
B
e
d
fo
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s
h
ir
e
C
o
u
n
c
il

6
4

4
.
V
a
lid
a
ti
o
n
o
f
th
e
B
a
s
e
lin
e
–
th
e
‘A
s
Is
’
A
n
a
ly
s
is

S
u
s
ta
in
a
b
le
C
o
m
m
u
n
it
ie
s
–
A
d
u
lt
S
k
ill
s
a
n
d
C
o
m
m
u
n
it
y
L
e
a
rn
in
g

C
u
rr
e
n
t
S
ta
te

In
it
ia
l

C
u
s
to
m
e
r

C
o
n
ta
c
t

A
s
s
e
s
s
&

D
e
c
id
e

B
il
li
n
g
a
n
d

P
a
y
m
e
n
t

B
a
c
k
O
ff
ic
e
ta
k
e
d
e
ta
il
s
o
f

a
p
p
li
c
a
n
t
a
n
d
s
k
il
ls
le
v
e
l

B
a
c
k
O
ff
ic
e
o
rg
a
n
is
e

in
te
rv
ie
w
o
r
M
o
o
d
le

a
s
s
e
s
s
m
e
n
t

B
a
c
k
o
ff
ic
e
a
s
s
e
s
s
re
s
u
lt
s

o
f
in
te
rv
ie
w
o
r
a
s
s
e
s
s
m
e
n
t

C
u
s
to
m
e
rs
fi
n
d
d
e
ta
il
s
o
f

c
o
u
rs
e
s
o
n
li
n
e
,
b
y
le
a
fl
e
ts

o
r
th
ro
u
g
h
b
a
c
k
o
ff
ic
e

B
a
c
k
O
ff
ic
e
a
d
v
is
e
fu
rt
h
e
r

d
e
ta
il
s
o
f
c
o
u
rs
e
s
a
n
d
ta
k
e

d
e
ta
il
s
o
f
a
p
p
li
c
a
n
t

B
a
c
k
O
ff
ic
e
m
a
n
a
g
e
a
ll

a
p
p
o
in
tm
e
n
ts
m
a
n
u
a
ll
y

1
.1
E
n
q
u
ir
y

H
a
n
d
li
n
g

1
.2
R
e
q
u
e
s
ts
/

A
p
p
li
c
a
ti
o
n
s

1
.3
M
a
n
a
g
in
g

A
p
p
o
in
tm
e
n
ts

2
.1
E
li
g
ib
il
it
y

2
.2
A
s
s
e
s
s
m
e
n
t

2
.3
A
p
p
ro
v
a
l

3
.1
B
il
li
n
g

B
a
c
k
o
ff
ic
e
ta
k
e
c
a
rd

d
e
ta
il
s
o
r
b
a
n
k
c
h
e
q
u
e

3
.2
P
a
y
m
e
n
t

A
d
u
lt
S
k
ill
s
B
o
o
k
in
g
s
P
ro
c
e
s
s
O
v
e
rv
ie
w

•T
h
e
re
is
a
c
o
n
s
id
e
ra
b
le
a
m
o
u
n
t
o
f
in
fo
rm
a
ti
o
n
a
v
a
ila
b
le
o
n
lin
e
to
in
fo
rm

c
u
s
to
m
e
rs
w
h
o
h
a
v
e
a
q
u
e
ry
in
re
s
p
e
c
t
o
f
a
d
u
lt
s
k
ill
s
a
n
d
c
o
m
m
u
n
it
y

le
a
rn
in
g
.

•I
n
a
d
d
it
io
n
,
c
u
s
to
m
e
rs
c
a
n
c
o
n
ta
c
t
th
e
s
e
rv
ic
e
s
u
p
p
o
rt
b
a
c
k
o
ff
ic
e
fo
r

in
fo
rm
a
ti
o
n
.

•T
h
e
b
a
c
k
o
ff
ic
e
s
e
rv
ic
e
s
u
p
p
o
rt
te
a
m
m
a
n
a
g
e
a
ll
o
th
e
r
s
te
p
s
in
th
e

b
o
o
k
in
g
p
ro
c
e
s
s
.

•T
h
is
in
c
lu
d
e
s
m
a
k
in
g
a
p
p
o
in
tm
e
n
ts
w
it
h
c
u
s
to
m
e
rs
to
d
is
c
u
s
s
th
e
ir

a
p
p
lic
a
ti
o
n
s
,
c
h
e
c
k
in
g
fo
r
c
u
s
to
m
e
r
e
lig
ib
ili
ty
to
c
o
m
p
le
te
a
c
o
u
rs
e
a
n
d

a
s
s
e
s
s
in
g
w
h
e
th
e
r
th
e
y
m
e
e
t
th
e
c
ri
te
ri
a
to
a
tt
e
n
d
a
c
o
u
rs
e
.

•T
h
e
b
a
c
k
o
ff
ic
e
s
e
rv
ic
e
s
u
p
p
o
rt
te
a
m
m
a
k
e
a
ll
d
e
c
is
io
n
s
in
re
s
p
e
c
t
o
f

a
p
p
ro
v
in
g
o
r
d
e
c
lin
in
g
a
p
p
lic
a
ti
o
n
s
.

•T
h
e
re
a
re
c
u
rr
e
n
tl
y
n
o
o
n
lin
e
p
a
y
m
e
n
t
fa
c
ili
ti
e
s
fo
r
A
d
u
lt
S
k
ill
s
a
n
d

C
o
m
m
u
n
it
y
L
e
a
rn
in
g
.

•P
a
y
m
e
n
t
c
a
n
c
u
rr
e
n
tl
y
b
e
m
a
d
e
v
ia
th
e
s
e
rv
ic
e
s
u
p
p
o
rt
te
a
m
b
y
c
re
d
it

c
a
rd
,
d
e
b
it
c
a
rd
o
r
c
h
e
q
u
e
.

T
h
is
is
a
n
e
x
a
m
p
le
,
A
s
-i
s

a
n
a
ly
s
is
is
a
v
a
il
a
b
le
fo
r
a
ll

p
ro
c
e
s
s
e
s
in
A
p
p
e
n
d
ix
II
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5

C
h
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n
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S
e
rv
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•
W
e
b
B
a
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d
C
o
m
m
is
s
io
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g
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

6
6

4
.
V
a
lid
a
ti
o
n
o
f
th
e
B
a
s
e
lin
e
–
th
e
‘A
s
Is
’
A
n
a
ly
s
is

C
h
ild
re
n
’s
S
e
rv
ic
e
s
–
W
e
b
B
a
s
e
d
C
o
m
m
is
s
io
n
in
g

C
u
rr
e
n
t
S
ta
te

In
it
ia
l

C
u
s
to
m
e
r

C
o
n
ta
c
t

A
s
s
e
s
s
&

D
e
c
id
e

B
il
li
n
g
a
n
d

P
a
y
m
e
n
t

P
e
rf
o
rm
e
d
m
a
n
u
a
ll
y
b
y

S
e
rv
ic
e
S
u
p
p
o
rt

F
2
F
a
s
s
e
s
s
m
e
n
t
o
f
c
h
il
d

a
b
il
it
y
to
p
la
y
a
n
in
s
tr
u
m
e
n
t

F
2
F
a
t
th
e
e
n
d
o
f
th
e

a
s
s
e
s
s
m
e
n
t.
N
o
ti
c
e
g
iv
e
n

to
p
a
re
n
t

A
ll
in
fo
rm
a
ti
o
n
o
n
li
n
e
.

T
h
e
re
a
re
a
fe
w
p
h
o
n
e

q
u
e
ri
e
s

M
o
s
t
a
p
p
li
c
a
ti
o
n
s
a
re

a
lr
e
a
d
y
m
a
d
e
o
n
li
n
e

1
.1
E
n
q
u
ir
y

H
a
n
d
li
n
g

1
.2
R
e
q
u
e
s
ts
/

A
p
p
li
c
a
ti
o
n
s

1
.3
M
a
n
a
g
in
g

A
p
p
o
in
tm
e
n
ts

2
.1
E
li
g
ib
il
it
y

2
.2
A
s
s
e
s
s
m
e
n
t

2
.3
A
p
p
ro
v
a
l

3
.1
B
il
li
n
g

P
a
y
m
e
n
t
is
m
a
d
e
b
y

c
h
e
q
u
e

3
.2
P
a
y
m
e
n
t

A
p
p
lic
a
ti
o
n
fo
r
W
e
b
B
a
s
e
d
C
o
m
m
is
s
io
n
in
g
p
ro
c
e
s
s
o
v
e
rv
ie
w

•A
p
p
lic
a
ti
o
n
s
c
a
n
b
e
c
o
m
p
le
te
d
o
n
lin
e
.

•A
s
m
a
ll
n
u
m
b
e
r
o
f
p
a
p
e
r
a
p
p
lic
a
ti
o
n
s
c
a
n
s
ti
ll
b
e
s
u
b
m
it
te
d
.

T
h
e
s
e
a
re
d
e
a
lt
w
it
h
b
y
s
e
rv
ic
e
s
u
p
p
o
rt
.

•T
h
e
M
u
s
ic
w
e
b
s
it
e
is
a
n
e
x
te
rn
a
l
w
e
b
s
it
e
w
h
ic
h
is
lin
k
e
d
to

th
e
C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il
w
e
b
s
it
e
.
T
h
e
c
u
s
to
m
e
r
is

u
n
a
w
a
re
th
is
is
a
n
e
x
te
rn
a
l
w
e
b
s
it
e
.

•A
ll
a
p
p
lic
a
ti
o
n
s
a
re
m
a
n
u
a
lly
a
s
s
e
s
s
e
d
b
y
s
e
rv
ic
e
s
u
p
p
o
rt
.

•T
h
e
re
is
n
o
o
n
lin
e
p
a
y
m
e
n
t
fu
n
c
ti
o
n
.

•P
a
y
m
e
n
t
is
re
c
e
iv
e
d
b
y
c
h
e
q
u
e
a
n
d
p
ro
c
e
s
s
e
d
b
y
s
e
rv
ic
e

s
u
p
p
o
rt
.

T
h
is
is
a
n
e
x
a
m
p
le
,
A
s
-i
s

a
n
a
ly
s
is
is
a
v
a
il
a
b
le
fo
r
a
ll

p
ro
c
e
s
s
e
s
in
A
p
p
e
n
d
ix
II
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S
o
c
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l
C
a
re
,
H
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H
o
u
s
in
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B
lu
e
B
a
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g
e
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

6
8

4
.
V
a
lid
a
ti
o
n
o
f
th
e
B
a
s
e
lin
e
–
th
e
‘A
s
Is
’
A
n
a
ly
s
is

S
o
c
ia
l
C
a
re
,
H
e
a
lt
h
a
n
d
H
o
u
s
in
g

In
tr
o
d
u
c
ti
o
n
to
S
o
c
ia
l
C
a
re
,
H
e
a
lt
h
a
n
d
H
o
u
s
in
g

T
h
e
S
o
c
ia
l
C
a
re
,
H
e
a
lt
h
a
n
d
H
o
u
s
in
g
d
ir
e
c
to
ra
te
s
e
rv
ic
e
a
re
a
s
w
it
h
in
C
u
s
to
m
e
r
F
ir
s
t
s
c
o
p
e
a
re
:

•H
o
u
s
in
g

•B
lu
e
B
a
d
g
e
s

T
h
e
s
e
s
e
rv
ic
e
a
re
a
s
w
e
re
s
e
le
c
te
d
fo
r
th
e
in
it
ia
l
p
h
a
s
e
o
f
C
u
s
to
m
e
r
F
ir
s
t
fo
r
a
n
u
m
b
e
r
o
f
re
a
s
o
n
s
.
F
ir
s
tl
y
,
a
s
w
it
h

o
th
e
r
s
e
rv
ic
e
a
re
a
s
th
a
t
h
a
v
e
b
e
e
n
a
n
a
ly
s
e
d
in
C
u
s
to
m
e
r
F
ir
s
t,
th
e
y
re
c
e
iv
e
a
la
rg
e
v
o
lu
m
e
o
f
c
u
s
to
m
e
r
c
o
n
ta
c
ts
.

T
h
e
s
e
rv
ic
e
a
re
a
s
in
S
o
c
ia
l
C
a
re
,
H
e
a
lt
h
a
n
d
H
o
u
s
in
g
w
it
h
in
s
c
o
p
e
o
f
C
u
s
to
m
e
r
F
ir
s
t
re
c
e
iv
e
a
p
p
ro
x
im
a
te
ly

1
0
9
,3
8
3
c
u
s
to
m
e
r
c
o
n
ta
c
ts
p
e
r
a
n
n
u
m
.

H
o
u
s
in
g
w
a
s
a
ls
o
c
h
o
s
e
n
b
e
c
a
u
s
e
o
f
th
e
v
o
lu
m
e
o
f
c
u
s
to
m
e
r
c
o
n
ta
c
ts
it
re
c
e
iv
e
s
in
th
e
b
a
c
k
o
ff
ic
e
s
e
rv
ic
e

s
u
p
p
o
rt
fu
n
c
ti
o
n
.
G
iv
e
n
th
e
h
ig
h
c
o
s
t
o
f
re
c
e
iv
in
g
a
n
d
d
e
a
lin
g
w
it
h
c
u
s
to
m
e
r
c
o
n
ta
c
ts
to
th
e
b
a
c
k
o
ff
ic
e
,
it
is

b
e
lie
v
e
d
th
a
t
c
o
n
s
id
e
ra
b
le
e
ff
ic
ie
n
c
ie
s
c
a
n
b
e
g
a
in
e
d
th
ro
u
g
h
m
o
v
in
g
s
o
m
e
o
f
th
e
s
e
s
e
rv
ic
e
s
to
th
e
fr
o
n
t
o
ff
ic
e

c
u
s
to
m
e
r
c
o
n
ta
c
t
c
e
n
tr
e
o
r
c
u
s
to
m
e
r
s
e
lf
s
e
rv
ic
e
.

B
lu
e
B
a
d
g
e
s
a
lr
e
a
d
y
h
a
s
a
n
o
n
lin
e
s
e
rv
ic
e
.
T
h
e
re
fo
re
,
it
m
a
k
e
s
c
o
m
m
e
rc
ia
l
s
e
n
s
e
to
e
n
c
o
u
ra
g
e
c
u
s
to
m
e
r
to

a
v
a
il
th
e
m
s
e
lv
e
s
o
f
th
is
s
e
rv
ic
e
ra
th
e
r
th
a
t
c
o
n
ta
c
ti
n
g
th
e
C
o
u
n
c
il.
T
h
ro
u
g
h
c
h
a
n
g
in
g
th
e
h
a
b
it
s
o
f
c
u
s
to
m
e
r,
th
e

C
o
u
n
c
il
c
a
n
m
a
k
e
e
ff
ic
ie
n
c
y
s
a
v
in
g
s
.
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e
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6
9

4
.
V
a
lid
a
ti
o
n
o
f
th
e
B
a
s
e
lin
e
–
th
e
‘A
s
Is
’
A
n
a
ly
s
is

S
o
c
ia
l
C
a
re
,
H
e
a
lt
h
a
n
d
H
o
u
s
in
g

A
s
w
it
h
th
e
o
th
e
r
s
e
rv
ic
e
a
re
a
s
,
in
o
rd
e
r
to
v
a
lid
a
te
th
e
b
a
s
e
lin
e
c
u
s
to
m
e
r
c
o
n
ta
c
t
fi
g
u
re
s
fo
r
S
o
c
ia
l
C
a
re
,
H
e
a
lt
h

a
n
d
H
o
u
s
in
g
,
a
c
o
m
p
re
h
e
n
s
iv
e
d
e
s
k
to
p
a
n
a
ly
s
is
o
f
c
u
rr
e
n
t
c
u
s
to
m
e
r
c
o
n
ta
c
ts
v
o
lu
m
e
s
p
e
r
c
h
a
n
n
e
l
p
e
r
s
e
rv
ic
e

a
re
a
w
a
s
p
e
rf
o
rm
e
d
.
H
ig
h
le
v
e
l
d
e
s
ig
n
w
o
rk
s
h
o
p
s
w
e
re
a
ls
o
c
o
n
d
u
c
te
d
w
it
h
th
e
h
e
a
d
o
f
s
e
rv
ic
e
a
n
d
s
e
n
io
r
te
a
m

m
e
m
b
e
rs
o
f
b
o
th
s
e
rv
ic
e
a
re
a
s
in
o
rd
e
r
to
u
n
d
e
rs
ta
n
d
th
e
c
u
rr
e
n
t
‘A
s
Is
’
p
ro
c
e
s
s
e
s
a
n
d
id
e
n
ti
fy
w
h
a
t
fu
n
c
ti
o
n

a
re
a
s
p
e
rf
o
rm
e
a
c
h
s
te
p
in
th
e
c
u
s
to
m
e
r
fa
c
in
g
p
ro
c
e
s
s
e
s
.

C
u
s
to
m
e
r
C
o
n
ta
c
t
A
n
a
ly
s
is

C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il
c
u
rr
e
n
tl
y
re
c
e
iv
e
a
p
p
ro
x
im
a
te
ly
1
0
9
,3
8
3
c
u
s
to
m
e
r
c
o
n
ta
c
ts
p
e
r
a
n
n
u
m
in
re
s
p
e
c
t
o
f

in
s
c
o
p
e
S
o
c
ia
l
C
a
re
,
H
e
a
lt
h
a
n
d
H
o
u
s
in
g
s
e
rv
ic
e
a
re
a
s
.
T
h
e
fo
llo
w
in
g
ta
b
le
s
p
ro
v
id
e
a
b
re
a
k
d
o
w
n
o
f
th
e
to
ta
l

v
o
lu
m
e
s
o
f
c
u
s
to
m
e
r
c
o
n
ta
c
t
d
u
ri
n
g
th
e
la
s
t
1
2
m
o
n
th
s
fo
r
th
e
s
e
s
e
rv
ic
e
a
re
a
s
p
e
r
c
u
rr
e
n
t
a
c
c
e
s
s
c
h
a
n
n
e
l
o
p
ti
o
n
.

V
o
lu
m
e

A
H
T

T
o
ta
l
T
im
e

G
o
ld
e
n
N
u
m
b
e
rs

4
,0
9
3

2
4
6

8
8
2
,2
6
1

S
e
c
o
n
d
a
ry
L
in
e
s

2
1
,0
4
4

2
9
9

5
,6
0
7
,1
0
8

G
e
n
e
ra
l
E
n
q
u
ir
ie
s

2
0
,4
0
8

2
9
5

5
,0
8
7
,7
5
8

E
m
a
ils

2
,9
9
3

T
o
ta
l
C
o
n
ta
c
ts

4
8
,5
3
8

2
3
9

1
1
,5
7
7
,1
2
7

C
o
n
ta
c
t
C
e
n
tr
e
V
o
lu
m
e
s

V
o
lu
m
e

A
H
T

T
o
ta
l
T
im
e

F
a
c
e
-t
o
-F
a
c
e
C
o
n
ta
c
ts

7
,6
0
2

6
7
0

5
,8
6
6
,1
9
6

F
a
c
e
-t
o
-F
a
c
e

V
o
lu
m
e

E
fo
rm
s
S
u
b
m
it
te
d
O
n
lin
e

3
7
7

O
n
lin
e
P
a
y
m
e
n
ts

0

W
e
b
si
te

D
ir
e
c
t
D
ia
ls

3
5
,0
0
1

2
1
8

7
,6
4
1
,7
8
9

N
a
m
e
d
O
ffi
c
e
r
R
e
q
u
e
s
ts

1
2
,7
9
1

2
2
9

2
,9
2
5
,4
9
7

O
th
e
r
C
o
n
ta
c
t
C
e
n
tr
e

5
,0
7
4

1
6
1

8
1
5
,3
9
4

T
o
ta
l

5
2
,8
6
6

2
1
5

1
1
,3
8
2
,6
8
0

V
o
lu
m
e

A
H
T

T
o
ta
l
T
im
e

B
a
c
k
O
ff
ic
e
V
o
lu
m
e
s

*A
H
T
=
a
v
e
ra
g
e
h
a
n
d
li
n
g
ti
m
e

*T
o
ta
l
ti
m
e
in
m
in
u
te
s
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

7
0

4
.
V
a
lid
a
ti
o
n
o
f
th
e
B
a
s
e
lin
e
–
th
e
‘A
s
Is
’
A
n
a
ly
s
is

S
o
c
ia
l
C
a
re
,
H
e
a
lt
h
a
n
d
H
o
u
s
in
g

A
s
c
a
n
b
e
s
e
e
n
in
th
e
fo
llo
w
in
g
d
ia
g
ra
m
,
th
e
b
a
c
k
o
ff
ic
e
s
e
rv
ic
e
s
u
p
p
o
rt
fu
n
c
ti
o
n
re
c
e
iv
e
s
th
e
m
o
s
t
c
u
s
to
m
e
r

c
o
n
ta
c
t
w
it
h
c
ir
c
a
4
8
%
o
f
S
o
c
ia
l
C
a
re
,
H
e
a
lt
h
a
n
d
H
o
u
s
in
g
c
u
s
to
m
e
r
c
o
n
ta
c
ts
.
T
h
is
in
c
lu
d
e
s
c
a
lls
m
a
d
e
to
d
ir
e
c
t

lin
e
s
in
th
e
b
a
c
k
o
ff
ic
e
a
n
d
c
a
lls
p
a
s
s
e
d
fr
o
m
th
e
c
u
s
to
m
e
r
c
o
n
ta
c
t
c
e
n
tr
e
w
h
ic
h
c
a
n
n
o
t
b
e
re
s
o
lv
e
d
a
t
th
e
in
it
ia
l

p
o
in
t
o
f
c
o
n
ta
c
t.
T
h
e
la
rg
e
s
t
n
u
m
b
e
r
o
f
c
u
s
to
m
e
r
c
a
lls
p
e
r
a
n
n
u
m
a
re
m
a
d
e
in
re
s
p
e
c
t
o
f
h
o
u
s
in
g
.
T
h
is
a
c
c
o
u
n
ts

fo
r
a
p
p
ro
x
im
a
te
ly
2
8
,7
5
8
c
u
s
to
m
e
r
c
o
n
ta
c
ts
o
r
c
ir
c
a
5
4
%
o
f
c
a
lls
to
th
e
b
a
c
k
o
ff
ic
e
s
e
rv
ic
e
s
u
p
p
o
rt
te
a
m
.
O
n
ly

a
p
p
ro
x
im
a
te
ly
9
0
c
a
lls
a
re
d
ir
e
c
t
d
ia
l
c
a
lls
,
w
h
ic
h
a
c
c
o
u
n
ts
fo
r
le
s
s
th
a
n
1
%
o
f
th
e
c
o
n
ta
c
ts
to
th
e
b
a
c
k
o
ff
ic
e
.

T
h
e
c
u
s
to
m
e
r
c
o
n
ta
c
t
c
e
n
tr
e
re
c
e
iv
e
c
ir
c
a
4
5
%
o
f
c
u
s
to
m
e
r
c
o
n
ta
c
ts
o
f
w
h
ic
h
o
n
ly
c
ir
c
a
8
%
(4
,0
9
3
)
a
re
m
a
d
e

th
ro
u
g
h
th
e
S
o
c
ia
l
C
a
re
,
H
e
a
lt
h
a
n
d
H
o
u
s
in
g
‘g
o
ld
e
n
n
u
m
b
e
r’
.
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

7
1

4
.
V
a
lid
a
ti
o
n
o
f
th
e
B
a
s
e
lin
e
–
th
e
‘A
s
Is
’
A
n
a
ly
s
is

S
o
c
ia
l
C
a
re
,
H
e
a
lt
h
a
n
d
H
o
u
s
in
g

G
iv
e
n
th
a
t
o
n
ly
tw
o
S
o
c
ia
l
C
a
re
,
H
e
a
lt
h
a
n
d
H
o
u
s
in
g
s
e
rv
ic
e
a
re
a
s
a
re
w
it
h
in
s
c
o
p
e
o
f
C
u
s
to
m
e
r
F
ir
s
t,
it
is
n
o
t

s
u
rp
ri
s
in
g
to
fi
n
d
th
a
t
H
o
u
s
in
g
a
c
c
o
u
n
ts
fo
r
th
e
la
rg
e
s
t
n
u
m
b
e
r
o
f
c
o
n
ta
c
ts
w
it
h
c
ir
c
a
8
9
%
.
T
h
is
e
q
u
a
te
s
to

a
p
p
ro
x
im
a
te
ly
9
7
,1
0
6
c
u
s
to
m
e
r
c
o
n
ta
c
ts
p
e
r
a
n
n
u
m
.

T
h
e
fo
llo
w
in
g
s
lid
e
s
p
ro
v
id
e
a
h
ig
h
le
v
e
l
o
v
e
rv
ie
w
o
f
th
e
c
u
s
to
m
e
r
fa
c
in
g
p
ro
c
e
s
s
e
s
u
n
d
e
r
e
a
c
h
o
f
th
e
S
o
c
ia
l

C
a
re
,
H
e
a
lt
h
a
n
d
H
o
u
s
in
g
s
e
rv
ic
e
a
re
a
s
w
it
h
in
s
c
o
p
e
o
f
S
e
rv
ic
e
F
ir
s
t.
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

7
2

4
.
V
a
lid
a
ti
o
n
o
f
th
e
B
a
s
e
lin
e
–
th
e
‘A
s
Is
’
A
n
a
ly
s
is

S
o
c
ia
l
C
a
re
,
H
e
a
lt
h
a
n
d
H
o
u
s
in
g
–
H
o
u
s
in
g

H
o
u
s
in
g
O
v
e
rv
ie
w

D
u
ri
n
g
th
e
h
ig
h
le
v
e
l
d
e
s
ig
n
w
o
rk
s
h
o
p
s
,
it
w
a
s

d
e
te
rm
in
e
d
th
a
t
th
e
k
e
y
c
u
s
to
m
e
r
c
o
n
ta
c
t
p
ro
c
e
s
s
e
s

u
n
d
e
r
H
o
u
s
in
g
a
re
:

•A
p
p
lic
a
ti
o
n
s
/
C
h
a
n
g
e
o
f
C
ir
c
u
m
s
ta
n
c
e

•R
e
q
u
e
s
t
R
e
p
a
ir
s

•H
o
m
e
le
s
s
n
e
s
s

•A
d
v
ic
e

T
h
e
H
o
u
s
in
g
te
a
m

re
c
e
iv
e
a
p
p
ro
x
im
a
te
ly

9
7
,1
0
6

c
u
s
to
m
e
r
c
o
n
ta
c
ts
p
e
r
a
n
n
u
m
.
T
h
e
s
e
a
re
re
c
e
iv
e
d

th
ro
u
g
h
m
u
lt
ip
le
c
h
a
n
n
e
ls
,
a
s
s
h
o
w
n
in
th
e
d
ia
g
ra
m

o
p
p
o
s
it
e
.

A
s
th
is
d
ia
g
ra
m
s
h
o
w
s
,
b
a
c
k
o
ff
ic
e
s
e
rv
ic
e
s
u
p
p
o
rt

re
c
e
iv
e
s
th
e
la
rg
e
s
t
n
u
m
b
e
r
o
f
c
u
s
to
m
e
r
c
o
n
ta
c
ts
w
it
h

5
2
%
w
h
ic
h
e
q
u
a
te
s
to
a
p
p
ro
x
im
a
te
ly
5
0
,0
2
1
c
u
s
to
m
e
r

c
o
n
ta
c
ts
p
e
r
a
n
n
u
m
.

O
f
c
o
n
ta
c
ts
re
c
e
iv
e
d
b
y
th
e
c
u
s
to
m
e
r
c
o
n
ta
c
t
c
e
n
tr
e
,

a
ro
u
n
d
1
0
%

a
re

re
c
e
iv
e
d
v
ia
th
e
H
o
u
s
in
g
‘g
o
ld
e
n

n
u
m
b
e
r.

T
h
is
a
n
a
ly
s
is
te
lls
u
s
th
e
re
is
th
e
p
o
te
n
ti
a
l
to
m
o
v
e
a

c
o
n
s
id
e
ra
b
le
a
m
o
u
n
t
o
f
c
u
s
to
m
e
r
c
o
n
ta
c
t
in
to
e
it
h
e
r
th
e

c
u
s
to
m
e
r
c
o
n
ta
c
t
c
e
n
tr
e
a
n
d
/
o
r
to
w
a
rd
s
o
n
lin
e
s
e
lf

s
e
rv
ic
e
.
B
o
th
o
f
th
e
s
e
c
h
a
n
n
e
ls
w
ill
e
n
a
b
le
th
e
C
o
u
n
c
il

to
re
a
lis
e
s
ig
n
if
ic
a
n
t
c
o
s
t
s
a
v
in
g
w
it
h
o
u
t
c
o
m
p
ro
m
is
in
g

c
u
s
to
m
e
r
s
e
rv
ic
e
.
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

7
3

C
u
rr
e
n
t
S
ta
te

In
it
ia
l

C
u
s
to
m
e
r

C
o
n
ta
c
t

A
s
s
e
s
s
&

D
e
c
id
e

B
il
li
n
g
a
n
d

P
a
y
m
e
n
t

P
e
rf
o
rm
e
d
m
a
n
u
a
ll
y

P
e
rf
o
rm
e
d
m
a
n
u
a
ll
y

P
e
rf
o
rm
e
d
m
a
n
u
a
ll
y

P
h
o
n
e
/
F
2
F
/
E
m
a
il

1
.1
E
n
q
u
ir
y

H
a
n
d
li
n
g

1
.2
R
e
q
u
e
s
ts
/

A
p
p
li
c
a
ti
o
n
s

1
.3
M
a
n
a
g
in
g

A
p
p
o
in
tm
e
n
ts

2
.1
E
li
g
ib
il
it
y

2
.2
A
s
s
e
s
s
m
e
n
t

2
.3
A
p
p
ro
v
a
l

3
.1
B
il
li
n
g

3
.2
P
a
y
m
e
n
t

4
.
V
a
lid
a
ti
o
n
o
f
th
e
B
a
s
e
lin
e
–
th
e
‘A
s
Is
’
A
n
a
ly
s
is

S
o
c
ia
l
C
a
re
,
H
e
a
lt
h
a
n
d
H
o
u
s
in
g
–
H
o
u
s
in
g

P
h
o
n
e
/
F
2
F
/
E
m
a
il

A
p
p
lic
a
ti
o
n
s
/
C
h
a
n
g
e
in
C
ir
c
u
m
s
ta
n
c
e
P
ro
c
e
s
s
O
v
e
rv
ie
w

•A
ll
e
n
q
u
ir
ie
s
a
re
re
c
e
iv
e
d
b
y
th
e
b
a
c
k
o
ff
ic
e
s
u
p
p
o
rt
s
e
rv
ic
e

fu
n
c
ti
o
n
.

•A
ll
a
p
p
lic
a
ti
o
n
s
a
n
d
re
p
o
rt
s
o
f
a
c
h
a
n
g
e
o
f
c
ir
c
u
m
s
ta
n
c
e
a
re

re
c
e
iv
e
d
b
y
th
e
b
a
c
k
o
ff
ic
e
s
u
p
p
o
rt
s
e
rv
ic
e
.

•A
s
s
e
s
s
m
e
n
ts
a
n
d
d
e
c
is
io
n
s
a
re
m
a
d
e
fo
llo
w
in
g
a
m
a
n
u
a
l

re
v
ie
w
o
f
e
a
c
h
n
e
w
a
p
p
lic
a
ti
o
n
a
n
d
re
p
o
rt
o
f
a
c
h
a
n
g
e
o
f

c
ir
c
u
m
s
ta
n
c
e
.

•T
h
is
e
n
d
-t
o
-e
n
d
p
ro
c
e
s
s
is
la
rg
e
ly
m
a
n
u
a
l
a
n
d
p
e
rf
o
rm
e
d
b
y

th
e
b
a
c
k
o
ff
ic
e
s
e
rv
ic
e
s
u
p
p
o
rt
fu
n
c
ti
o
n
.

T
h
is
is
a
n
e
x
a
m
p
le
,
A
s
-i
s

a
n
a
ly
s
is
is
a
v
a
il
a
b
le
fo
r
a
ll

p
ro
c
e
s
s
e
s
in
A
p
p
e
n
d
ix
II
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

7
4

4
.
V
a
lid
a
ti
o
n
o
f
th
e
B
a
s
e
lin
e
–
th
e
‘A
s
Is
’
A
n
a
ly
s
is

S
o
c
ia
l
C
a
re
,
H
e
a
lt
h
a
n
d
H
o
u
s
in
g
–
B
lu
e
B
a
d
g
e
s

B
lu
e
B
a
d
g
e
s
O
v
e
rv
ie
w

B
lu
e
B
a
d
g
e
s
c
u
rr
e
n
tl
y
a
c
c
o
u
n
t
fo
r
a
p
p
ro
x
im
a
te
ly

1
2
,2
7
7
c
u
s
to
m
e
r
c
o
n
ta
c
ts
p
e
r
a
n
n
u
m
.

T
h
e
k
e
y

c
u
s
to
m
e
r
c
o
n
ta
c
t
p
ro
c
e
s
s
e
s
u
n
d
e
r
B
lu
e
B
a
d
g
e
s
a
re
:

•N
e
w

A
p
p
lic
a
ti
o
n

a
n
d

In
d
e
p
e
n
d
e
n
t

M
e
d
ic
a
l

A
s
s
e
s
s
m
e
n
t
(I
M
A
)

•R
e
n
e
w
a
l
P
ro
c
e
s
s

•R
e
p
la
c
e
m
e
n
t
P
ro
c
e
s
s

A
s
th
e
fo
llo
w
in
g
d
ia
g
ra
m
s
h
o
w
s
,
7
3
%
o
f
B
lu
e
B
a
d
g
e

c
o
n
ta
c
t
is
m
a
d
e
v
ia
th
e
fr
o
n
t
o
ff
ic
e
c
u
s
to
m
e
r
c
o
n
ta
c
t

c
e
n
tr
e
.
T
h
is
e
q
u
a
te
s
to
a
p
p
ro
x
im
a
te
ly
8
,9
4
6
c
u
s
to
m
e
r

c
o
n
ta
c
ts
.
O
f
th
is
v
o
lu
m
e
,
c
ir
c
a
3
%
a
re
re
c
e
iv
e
d
v
ia

th
e
T
ra
v
e
lli
n
g
‘g
o
ld
e
n
n
u
m
b
e
r’
.
T
h
e
m
a
jo
ri
ty
(c
ir
c
a

5
9
%
)
a
re
re
c
e
iv
e
d
d
ir
e
c
tl
y
v
ia
th
e
B
lu
e
B
a
d
g
e
c
o
n
ta
c
t

n
u
m
b
e
r.
M
o
s
t
q
u
e
ri
e
s
a
re
re
s
o
lv
e
d
a
t
th
e
fi
rs
t
p
o
in
t
o
f

c
o
n
ta
c
t
in
th
e
c
u
s
to
m
e
r
c
o
n
ta
c
t
c
e
n
tr
e
.

A
n
e
w
B
lu
e
B
a
d
g
e
n
a
ti
o
n
a
l
o
n
lin
e
a
p
p
lic
a
ti
o
n
s
y
s
te
m

h
a
s
re
c
e
n
tl
y
b
e
e
n
la
u
n
c
h
e
d
b
y
d
ir
e
c
t.
g
o
v
.
T
h
is
is
n
o
w

th
e
o
n
ly
w
a
y
to
a
p
p
ly
fo
r
a
b
lu
e
b
a
d
g
e
.
If
a
c
u
s
to
m
e
r

c
o
n
ta
c
ts
C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il
to
a
p
p
ly
fo
r
a

b
lu
e
b
a
d
g
e
,
th
e
C
o
u
n
c
il
h
a
s
to
u
s
e
th
is
s
y
s
te
m
.

T
h
e
re
fo
re
,
th
is
te
lls

u
s
th
a
t
b
y
e
n
c
o
u
ra
g
in
g
o
u
r

c
u
s
to
m
e
rs
to
a
p
p
ly
fo
r
a
b
lu
e
b
a
d
g
e
o
n
lin
e
,
th
is
w
ill

re
d
u
c
e
th
e
a
m
o
u
n
t
o
f
c
u
s
to
m
e
r
c
o
n
ta
c
t
w
it
h
th
e

c
u
s
to
m
e
r
c
o
n
ta
c
t
c
e
n
tr
e
,
th
e
re
b
y
re
d
u
c
in
g
th
e
n
e
e
d

fo
r
C
o
u
n
c
il
F
T
E
s
to
d
e
a
l
w
it
h
b
lu
e
b
a
d
g
e
a
p
p
lic
a
ti
o
n
s
.
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n
tr
a
l
B
e
d
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e
C
o
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c
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7
5

In
it
ia
l

C
u
s
to
m
e
r

C
o
n
ta
c
t

A
s
s
e
s
s
&

D
e
c
id
e

B
il
li
n
g
a
n
d

P
a
y
m
e
n
t

A
u
to
m
a
te
d
a
n
d
m
a
n
u
a
l

c
h
e
c
k
s
p
e
rf
o
rm
e
d

D
e
s
k
to
p
a
s
s
e
s
s
m
e
n
t

p
e
rf
o
rm
e
d
m
a
n
u
a
ll
y
.
P
h
o
to

a
n
d
in
fo
p
ro
v
id
e
d
re
v
ie
w
e
d

P
e
rf
o
rm
e
d
m
a
n
u
a
ll
y

P
h
o
n
e
/
F
2
F
/
W
e
b
s
it
e

P
h
o
n
e
/
D
ir
e
c
t.
g
o
v

S
S
s
e
n
d
le
tt
e
r
to
c
u
s
to
m
e
r

w
h
o
c
a
ll
s
C
S
to
c
o
n
fi
rm

1
.1
E
n
q
u
ir
y

H
a
n
d
li
n
g

1
.2
R
e
q
u
e
s
ts
/

A
p
p
li
c
a
ti
o
n
s

1
.3
M
a
n
a
g
in
g

A
p
p
o
in
tm
e
n
ts

2
.1
E
li
g
ib
il
it
y

2
.2
A
s
s
e
s
s
m
e
n
t

2
.3
A
p
p
ro
v
a
l

3
.1
B
il
li
n
g

D
e
p
e
n
d
e
n
t
o
n
a
p
p
li
c
a
ti
o
n

a
n
d
p
a
y
m
e
n
t
m
e
th
o
d

3
.2
P
a
y
m
e
n
t

C
u
rr
e
n
t
S
ta
te

S
e
rv
ic
e

D
e
li
v
e
ry

4
.1
C
o
u
n
c
il

S
e
rv
ic
e
D
e
li
v
e
ry

B
a
d
g
e
s
p
ro
d
u
c
e
d
a
n
d
IM
A

c
a
rr
ie
d
o
u
t
b
y
c
o
n
tr
a
c
to
rs

4
.2
O
u
ts
o
u
rc
e
d

S
e
rv
ic
e
D
e
li
v
e
ry

4
.
V
a
lid
a
ti
o
n
o
f
th
e
B
a
s
e
lin
e
–
th
e
‘A
s
Is
’
A
n
a
ly
s
is

S
o
c
ia
l
C
a
re
,
H
e
a
lt
h
a
n
d
H
o
u
s
in
g
–
B
lu
e
B
a
d
g
e
s

A
p
p
lic
a
ti
o
n
&

In
d
e
p
e
n
d
e
n
t
M
e
d
ic
a
l
A
s
s
e
s
s
m
e
n
t
P
ro
c
e
s
s

O
v
e
rv
ie
w

•T
h
e
la
rg
e
m
a
jo
ri
ty
o
f
e
n
q
u
ir
ie
s
a
re
re
c
e
iv
e
d
b
y
th
e
c
u
s
to
m
e
r

c
o
n
ta
c
t
c
e
n
tr
e
.

•T
h
e
re

is
a
ls
o
c
o
n
s
id
e
ra
b
le

in
fo
rm
a
ti
o
n
o
n
th
e
C
e
n
tr
a
l

B
e
d
fo
rd
s
h
ir
e
w
e
b
s
it
e
to
h
e
lp
c
u
s
to
m
e
r
re
s
o
lv
e
th
e
ir
q
u
e
ri
e
s
.

•A
p
p
lic
a
ti
o
n
s
c
a
n
b
e
m
a
d
e
o
n
lin
e
v
ia

d
ir
e
c
t.
g
o
v
(B
B
IS
).

H
o
w
e
v
e
r,
C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il
s
ti
ll
a
c
c
e
p
ts
p
a
p
e
r

a
p
p
lic
a
ti
o
n
s
.
T
h
is
re
q
u
ir
e
s
th
e
s
e
rv
ic
e
s
u
p
p
o
rt
fu
n
c
ti
o
n
to

m
a
n
u
a
lly
e
n
te
r
th
e
a
p
p
lic
a
ti
o
n
d
e
ta
ils
in
to
d
ir
e
c
t.
g
o
v
.

•I
f
th
e
a
p
p
lic
a
ti
o
n
is
m
a
d
e
o
n
lin
e
v
ia
d
ir
e
c
t.
g
o
v
,
th
e
C
o
u
n
c
il

h
a
v
e
to
m
a
n
u
a
lly
lo
o
k
u
p
th
e
a
p
p
lic
a
ti
o
n
in
B
B
IS
a
n
d
th
e
n

m
a
n
u
a
lly
re
-k
e
y
th
e
in
fo
rm
a
ti
o
n
in
to
S
W
IF
T
.

•P
a
y
m
e
n
t
c
a
n
a
ls
o
m
a
d
e
v
ia
d
ir
e
c
t.
g
o
v
.

•I
f
a
n
in
d
e
p
e
n
d
e
n
t
m
e
d
ic
a
l
a
s
s
e
s
s
m
e
n
t
is
re
q
u
ir
e
d
,
re
q
u
e
s
ts

fo
r
a
n
a
p
p
o
in
tm
e
n
t
a
re

re
c
e
iv
e
d
b
y
th
e
c
u
s
to
m
e
r
c
o
n
ta
c
t

c
e
n
tr
e
a
n
d
b
a
c
k
o
ff
ic
e
s
e
rv
ic
e
s
u
p
p
o
rt
d
ir
e
c
tl
y
.

•T
h
e
re
is
n
o
o
n
lin
e
a
p
p
o
in
tm
e
n
t
b
o
o
k
in
g
s
y
s
te
m
.

•A
ll
b
a
d
g
e
p
ro
d
u
c
ti
o
n
a
n
d
d
is
tr
ib
u
ti
o
n
is
p
e
rf
o
rm
e
d
b
y
a
n

e
x
te
rn
a
l
c
o
n
tr
a
c
to
r.

T
h
is
is
a
n
e
x
a
m
p
le
,
A
s
-i
s

a
n
a
ly
s
is
is
a
v
a
il
a
b
le
fo
r
a
ll

p
ro
c
e
s
s
e
s
in
A
p
p
e
n
d
ix
II
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e
n
tr
a
l
B
e
d
fo
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s
h
ir
e
C
o
u
n
c
il

7
6

C
o
rp
o
ra
te
S
e
rv
ic
e
s

•
G
e
n
e
ra
l
E
n
q
u
ir
ie
s

•
C
o
n
c
e
s
s
io
n
a
ry
B
u
s
P
a
s
s
e
s

•
C
o
u
n
c
il
T
a
x

•
B
e
n
e
fi
ts

•
F
re
e
S
c
h
o
o
l
M
e
a
ls
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

7
7

4
.
V
a
lid
a
ti
o
n
o
f
th
e
B
a
s
e
lin
e
–
th
e
‘A
s
Is
’
A
n
a
ly
s
is

C
o
rp
o
ra
te
S
e
rv
ic
e
s

In
tr
o
d
u
c
ti
o
n
to
C
o
rp
o
ra
te
S
e
rv
ic
e
s

T
h
e
C
o
rp
o
ra
te
S
e
rv
ic
e
s
s
e
rv
ic
e
a
re
a
s
w
it
h
in
C
u
s
to
m
e
r
F
ir
s
t
s
c
o
p
e
a
re
:

•
G
e
n
e
ra
l
E
n
q
u
ir
ie
s

•
C
o
n
c
e
s
s
io
n
a
ry
B
u
s
P
a
s
s
e
s

•
C
o
u
n
c
il
T
a
x

•
B
e
n
e
fi
ts

•
F
re
e
S
c
h
o
o
ls
M
e
a
ls

A
s
w
it
h
th
e
o
th
e
r
s
e
rv
ic
e
a
re
a
s
,
th
e
s
e
s
e
rv
ic
e
a
re
a
s
w
e
re
p
ri
m
a
ri
ly
s
e
le
c
te
d
fo
r
th
e
in
it
ia
l
p
h
a
s
e
o
f
C
u
s
to
m
e
r
F
ir
s
t

d
u
e
to
th
e
la
rg
e
v
o
lu
m
e
o
f
c
u
s
to
m
e
r
c
o
n
ta
c
ts
th
e
y
re
c
e
iv
e
.
T
h
e
C
o
rp
o
ra
te
R
e
s
o
u
rc
e
s
e
rv
ic
e
a
re
a
s
in
s
c
o
p
e
o
f

C
u
s
to
m
e
r
F
ir
s
t
re
c
e
iv
e
a
p
p
ro
x
im
a
te
ly
4
2
0
,1
9
8
c
u
s
to
m
e
r
c
o
n
ta
c
ts
p
e
r
a
n
n
u
m
m
a
k
in
g
it
th
e
la
rg
e
s
t
d
ir
e
c
to
ra
te
in

th
e
p
ro
je
c
t
b
y
v
o
lu
m
e
o
f
c
u
s
to
m
e
r
c
o
n
ta
c
ts
.

In
a
d
d
it
io
n
,
it
is
e
n
v
is
io
n
e
d
th
a
t
C
o
rp
o
ra
te
S
e
rv
ic
e
s
h
a
s
c
o
n
s
id
e
ra
b
le
p
o
te
n
ti
a
l
to
b
e
a
b
le
to
m
o
v
e
a
lo
t
o
f
it
s

s
e
rv
ic
e
o
ff
e
ri
n
g
s
to
w
a
rd
s
d
ig
it
a
l
o
n
lin
e
s
e
lf
s
e
rv
ic
e
.
H
o
w
e
v
e
r,
th
is
is
d
e
p
e
n
d
e
n
t
u
p
o
n
th
e
fu
tu
re
v
is
io
n
o
f
th
e

s
e
rv
ic
e
h
e
a
d
s
a
lig
n
in
g
w
it
h
th
a
t
o
f
th
e
C
o
u
n
c
il
a
n
d
c
u
s
to
m
e
rs
e
x
p
re
s
s
in
g
a
d
e
s
ir
e
to
s
w
it
c
h
h
o
w
th
e
y
c
o
n
ta
c
t
w
it
h

th
e
C
o
u
n
c
il
in
re
s
p
e
c
t
o
f
th
e
s
e
s
e
rv
ic
e
s
.
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

7
8

4
.
V
a
lid
a
ti
o
n
o
f
th
e
B
a
s
e
lin
e
–
th
e
‘A
s
Is
’
A
n
a
ly
s
is

C
o
rp
o
ra
te
S
e
rv
ic
e
s

C
u
s
to
m
e
r
C
o
n
ta
c
t
A
n
a
ly
s
is

C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il
c
u
rr
e
n
tl
y
re
c
e
iv
e
s
a
p
p
ro
x
im
a
te
ly
4
2
0
,1
9
8
c
u
s
to
m
e
r
c
o
n
ta
c
ts
a
y
e
a
r
in
re
s
p
e
c
t
o
f
in

s
c
o
p
e
C
o
rp
o
ra
te
S
e
rv
ic
e
s
s
e
rv
ic
e
a
re
a
s
.
T
h
e
fo
llo
w
in
g
ta
b
le
s
p
ro
v
id
e
a
b
re
a
k
d
o
w
n
o
f
th
e
to
ta
l
v
o
lu
m
e
s
o
f

c
u
s
to
m
e
r
c
o
n
ta
c
t
d
u
ri
n
g
th
e
la
s
t
tw
e
lv
e
m
o
n
th
s
fo
r
th
e
s
e
s
e
rv
ic
e
a
re
a
s
p
e
r
c
u
rr
e
n
t
a
c
c
e
s
s
c
h
a
n
n
e
l
o
p
ti
o
n
.

V
o
lu
m
e

A
H
T

T
o
ta
l
T
im
e

G
o
ld
e
n
N
u
m
b
e
rs

1
0
2
,4
3
6

3
0
%

3
0
,4
1
2

S
e
c
o
n
d
a
ry
L
in
e
s

3
,1
6
3

3
4
6

1
,0
9
3
,3
8
8

G
e
n
e
ra
l
E
n
q
u
ir
ie
s

2
3
6
,4
1
1

2
5
2

5
9
,5
0
6
,4
5
1

E
m
a
ils

3
,0
1
6

T
o
ta
l
C
o
n
ta
c
ts

3
4
5
,0
2
6

1
7
6

6
0
,6
3
0
,2
5
2

C
o
n
ta
c
t
C
e
n
tr
e
V
o
lu
m
e
s

V
o
lu
m
e

A
H
T

T
o
ta
l
T
im

e

F
a
c
e
-t
o
-F
a
c
e
C
o
n
ta
c
ts

3
5
,3
9
8

7
6
2

2
6
,9
7
0
,9
4
9

F
a
c
e
-t
o
-F
a
c
e

V
o
lu
m
e

E
fo
rm
s
S
u
b
m
it
te
d
O
n
lin
e

6
2
6

O
n
lin
e
P
a
y
m
e
n
ts

0

W
e
b
si
te

D
ir
e
c
t
D
ia
ls
-
C
u
s
t
a
c
c
o
u
n
ts

3
,4
2
3

1
7
9

6
1
2
,0
4
9

D
ir
e
c
t
D
ia
ls
-
R
e
m
a
in
d
e
r

7
,2
9
4

2
8
2

1
,3
9
5
,4
4
6

N
a
m
e
d
O
ffi
c
e
r
R
e
q
u
e
s
ts

1
6
,8
1
3

2
8
3

2
,9
6
6
,3
8
4

O
th
e
r
C
o
n
ta
c
t
C
e
n
tr
e

1
1
,6
1
8

3
1
0

3
,0
2
7
,1
9
5

T
o
ta
l

3
9
,1
4
8

2
0
4

8
,0
0
1
,0
7
4

B
a
c
k
O
ff
ic
e
V
o
lu
m
e
s

V
o
lu
m
e

A
H
T

T
o
ta
l
T
im
e

*A
H
T
=
a
v
e
ra
g
e
h
a
n
d
li
n
g
ti
m
e

*T
o
ta
l
ti
m
e
in
m
in
u
te
s
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

7
9

4
.
V
a
lid
a
ti
o
n
o
f
th
e
B
a
s
e
lin
e
–
th
e
‘A
s
Is
’
A
n
a
ly
s
is

C
o
rp
o
ra
te
S
e
rv
ic
e
s

A
s
c
a
n
b
e
s
e
e
n
in
th
e
fo
llo
w
in
g
d
ia
g
ra
m
,
th
e
fr
o
n
t
o
ff
ic
e
c
u
s
to
m
e
r
c
o
n
ta
c
t
c
e
n
tr
e
re
c
e
iv
e
s
a
c
o
n
s
id
e
ra
b
le
v
o
lu
m
e

o
f
c
u
s
to
m
e
r
c
o
n
ta
c
ts
w
it
h
c
ir
c
a
7
4
%
o
f
c
u
s
to
m
e
r
c
o
n
ta
c
ts
.
H
o
w
e
v
e
r,
it
is
a
ls
o
e
v
id
e
n
t
th
a
t
th
e
re
a
re
c
o
n
s
id
e
ra
b
le

c
u
s
to
m
e
r
c
o
n
ta
c
ts
w
it
h
b
o
th
th
e
b
a
c
k
o
ff
ic
e
s
e
rv
ic
e
s
u
p
p
o
rt
(c
ir
c
a
1
4
%
)
a
n
d
fa
c
e
-t
o
-f
a
c
e
c
o
n
ta
c
ts
(c
ir
c
a
1
2
%
)

w
h
ic
h
a
re
c
o
n
s
id
e
ra
b
ly
m
o
re
e
x
p
e
n
s
iv
e
to
s
e
rv
ic
e
.
V
e
ry
fe
w
p
e
o
p
le
u
s
e
th
e
C
o
u
n
c
il’
s
w
e
b
s
it
e
fo
r
C
o
rp
o
ra
te

S
e
rv
ic
e
s
q
u
e
ri
e
s
,
le
s
s
th
a
n
c
ir
c
a
1
%
p
e
r
a
n
n
u
m
.

O
f
th
e
2
1
1
,1
9
6
c
u
s
to
m
e
rs
w
h
o
c
o
n
ta
c
te
d
th
e
c
u
s
to
m
e
r
c
o
n
ta
c
t
c
e
n
tr
e
in
re
s
p
e
c
t
o
f
C
o
rp
o
ra
te
S
e
rv
ic
e
s
,
a
lm
o
s
t

5
0
%
(1
0
2
,4
3
6
)
u
s
e
d
th
e
C
o
rp
o
ra
te
S
e
rv
ic
e
s
‘g
o
ld
e
n
n
u
m
b
e
r’
.
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

8
0

4
.
V
a
lid
a
ti
o
n
o
f
th
e
B
a
s
e
lin
e
–
th
e
‘A
s
Is
’
A
n
a
ly
s
is

C
o
rp
o
ra
te
S
e
rv
ic
e
s

It
is
n
o
t
s
u
rp
ri
s
in
g
to
fi
n
d
th
a
t
G
e
n
e
ra
l
E
n
q
u
ir
ie
s
re
c
e
iv
e
s
th
e
h
ig
h
e
s
t
v
o
lu
m
e
o
f
c
u
s
to
m
e
r
c
o
n
ta
c
ts
u
n
d
e
r

C
o
rp
o
ra
te
S
e
rv
ic
e
s
.
C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il
re
c
e
iv
e
s
a
p
p
ro
x
im
a
te
ly
1
7
5
,3
7
5
c
u
s
to
m
e
r
c
o
n
ta
c
ts
p
e
r
a
n
n
u
m
.

C
o
u
n
c
il
T
a
x
,
B
e
n
e
fi
ts
a
n
d
F
re
e
S
c
h
o
o
ls
M
e
a
ls
g
e
ts
th
e
s
e
c
o
n
d
m
o
s
t
c
o
n
ta
c
t

T
h
e
fo
llo
w
in
g
s
lid
e
s
p
ro
v
id
e
a
h
ig
h
le
v
e
l
o
v
e
rv
ie
w
o
f
th
e
c
u
s
to
m
e
r
fa
c
in
g
p
ro
c
e
s
s
e
s
u
n
d
e
r
e
a
c
h
o
f
th
e
C
o
rp
o
ra
te

S
e
rv
ic
e
s
s
e
rv
ic
e
a
re
a
s
w
it
h
in
s
c
o
p
e
o
f
C
u
s
to
m
e
r
F
ir
s
t.
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

8
1

4
.
V
a
lid
a
ti
o
n
o
f
th
e
B
a
s
e
lin
e
–
th
e
‘A
s
Is
’
A
n
a
ly
s
is

C
o
rp
o
ra
te
S
e
rv
ic
e
s
–
G
e
n
e
ra
l
E
n
q
u
ir
ie
s

G
e
n
e
ra
l
E
n
q
u
ir
ie
s
O
v
e
rv
ie
w

C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il
re
c
e
iv
e
s
a
p
p
ro
x
im
a
te
ly

2
4
0
,5
6
4
c
u
s
to
m
e
r
c
o
n
ta
c
ts
p
e
r
a
n
n
u
m
.
C
ir
c
a
9
9
%
o
f

th
e
g
e
n
e
ra
l
e
n
q
u
ir
ie
s
c
u
s
to
m
e
r
c
o
n
ta
c
ts
c
o
m
e
v
ia
th
e

fr
o
n
t
o
ff
ic
e
c
u
s
to
m
e
r
c
o
n
ta
c
t
c
e
n
tr
e
.
G
e
n
e
ra
l
e
n
q
u
ir
ie
s

c
u
s
to
m
e
r
c
o
n
ta
c
ts
c
a
n
b
e
c
la
s
s
e
d
u
n
d
e
r
fo
u
r
a
re
a
s
,

n
a
m
e
ly
:

•G
e
n
e
ra
l
E
n
q
u
ir
y

•I
n
te
rn
a
l
E
n
q
u
ir
y

•R
e
q
u
e
s
t
fo
r
a
N
a
m
e
d
S
e
rv
ic
e

•R
e
q
u
e
s
t
fo
r
a
N
a
m
e
d
O
ff
ic
e
r

T
h
e
ta
b
le
o
p
p
o
s
it
e
p
ro
v
id
e
s
a
b
re
a
k
d
o
w
n
o
f
g
e
n
e
ra
l

e
n
q
u
ir
y
c
u
s
to
m
e
r
c
o
n
ta
c
t
v
o
lu
m
e
s
.

V
o
lu
m
e

%

G
e
n
e
ra
l
E
n
q
u
ir
y

3
0
,3
5
1

1
2
.6
5
%

In
te
rn
a
l
E
n
q
u
ir
y

1
,9
1
2

0
.8
0
%

R
e
q
u
e
s
t
fo
r
N
a
m
e
d
O
ffi
c
e
r

7
3
,8
4
5

3
0
.7
8
%

R
e
q
u
e
s
t
fo
r
S
e
rv
ic
e
A
re
a

1
3
3
,8
3
0

5
5
.7
8
%

T
o
ta
l
C
o
n
ta
c
ts

2
3
9
,9
3
8

1
0
0
%

C
o
n
ta
c
t
C
e
n
tr
e
V
o
lu
m
e
s

A
s
th
is
ta
b
le
s
h
o
w
s
,
th
e
m
a
jo
ri
ty
o
f
g
e
n
e
ra
l
e
n
q
u
ir
y

c
u
s
to
m
e
r
c
o
n
ta
c
ts
a
re
re
q
u
e
s
ts
fo
r
a
n
a
m
e
d
o
ff
ic
e
r

(c
ir
c
a
3
1
%
)
a
n
d
re
q
u
e
s
t
fo
r
a
s
e
rv
ic
e
a
re
a
(c
ir
c
a
5
6
%
).

A
n
in
n
o
v
a
ti
v
e
u
s
e
o
f
te
c
h
n
o
lo
g
y
c
o
u
ld
m
a
k
e
th
is
m
o
re

c
o
s
t
e
ff
e
c
ti
v
e
.

B
y
m
a
k
in
g
th
e
te
le
p
h
o
n
e
s
e
rv
ic
e

in
te
ra
c
ti
v
e
,
c
u
s
to
m
e
rs
c
a
n
u
s
e
te
c
h
n
o
lo
g
y
to
re
a
c
h

th
e
ir
d
e
s
ir
e
d
o
ff
ic
e
r
a
n
d
/
o
r
s
e
rv
ic
e
a
re
a
.
A
g
a
in
,
th
is

w
ill
le
a
d
to
a
re
d
u
c
ti
o
n
in
c
o
s
t
th
ro
u
g
h
th
e
re
d
u
c
e
d

n
u
m
b
e
r
o
f
c
a
ll
a
g
e
n
ts
d
e
a
lin
g
w
it
h
s
u
c
h
e
n
q
u
ir
ie
s
.
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

8
2

4
.
V
a
lid
a
ti
o
n
o
f
th
e
B
a
s
e
lin
e
–
th
e
‘A
s
Is
’
A
n
a
ly
s
is

C
o
rp
o
ra
te
S
e
rv
ic
e
s
–
G
e
n
e
ra
l
E
n
q
u
ir
ie
s

In
it
ia
l

C
u
s
to
m
e
r

C
o
n
ta
c
t

A
s
s
e
s
s
&

D
e
c
id
e

B
il
li
n
g
a
n
d

P
a
y
m
e
n
t

E
m
a
il
/
F
2
F
/
P
h
o
n
e
/
P
o
s
t

E
m
a
il
/
F
2
F
/
P
h
o
n
e
/
P
o
s
t

E
m
a
il
/
F
2
F
/
P
h
o
n
e
/
P
o
s
t

1
.1
E
n
q
u
ir
y

H
a
n
d
li
n
g

1
.2
R
e
q
u
e
s
ts
/

A
p
p
li
c
a
ti
o
n
s

1
.3
M
a
n
a
g
in
g

A
p
p
o
in
tm
e
n
ts

2
.1
E
li
g
ib
il
it
y

2
.2
A
s
s
e
s
s
m
e
n
t

2
.3
A
p
p
ro
v
a
l

3
.1
B
il
li
n
g

F
2
F
/
P
h
o
n
e
/
P
o
s
t

3
.2
P
a
y
m
e
n
t

C
u
rr
e
n
t
S
ta
te

G
e
n
e
ra
l
E
n
q
u
ir
ie
s
P
ro
c
e
s
s
O
v
e
rv
ie
w

•A
ll
g
e
n
e
ra
l
e
n
q
u
ir
ie
s
a
re
re
c
e
iv
e
d
a
n
d
d
e
a
lt
w
it
h
b
y
th
e
fr
o
n
t

o
ff
ic
e
c
u
s
to
m
e
r
c
o
n
ta
c
t
c
e
n
tr
e
.

•T
h
e
c
u
s
to
m
e
r
c
o
n
ta
c
t
c
e
n
tr
e
a
ls
o
d
e
a
ls
w
it
h
a
p
p
lic
a
ti
o
n
s
fo
r
a

n
u
m
b
e
r
o
f
s
e
rv
ic
e
a
re
a
s
.

•W
h
e
n
a
g
e
n
e
ra
l
e
n
q
u
ir
y
is
re
c
e
iv
e
d
,
th
e
c
a
ll
a
g
e
n
t
p
e
rf
o
rm
s

a
n
e
lig
ib
ili
ty
c
h
e
c
k
to
v
e
ri
fy
th
a
t
th
e
c
u
s
to
m
e
r
is
c
a
lli
n
g
fo
r
a

C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
S
e
rv
ic
e
b
e
fo
re
p
ro
c
e
e
d
in
g
w
it
h
th
e
c
a
ll.

•T
h
e
c
u
s
to
m
e
r
c
o
n
ta
c
t
c
e
n
tr
e
a
c
c
e
p
ts
c
re
d
it
c
a
rd
a
n
d
d
e
b
it

c
a
rd
fo
r
a
n
u
m
b
e
r
o
f
o
th
e
r
s
e
rv
ic
e
a
re
a
s
.

T
h
is
is
a
n
e
x
a
m
p
le
,
A
s
-i
s

a
n
a
ly
s
is
is
a
v
a
il
a
b
le
fo
r
a
ll

p
ro
c
e
s
s
e
s
in
A
p
p
e
n
d
ix
II
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

8
3

4
.
V
a
lid
a
ti
o
n
o
f
th
e
B
a
s
e
lin
e
–
th
e
‘A
s
Is
’
A
n
a
ly
s
is

C
o
rp
o
ra
te
S
e
rv
ic
e
s
–
C
o
n
c
e
s
s
io
n
a
ry
B
u
s
P
a
s
s
e
s

C
o
n
c
e
s
s
io
n
a
ry
B
u
s
P
a
s
s
e
s
O
v
e
rv
ie
w

T
h
e
C
o
u
n
c
il
re
c
e
iv
e
a
p
p
ro
x
im
a
te
ly
4
,2
5
9
c
u
s
to
m
e
r

c
o
n
ta
c
ts
p
e
r
a
n
n
u
m
in
re
s
p
e
c
t
o
f
c
o
n
c
e
s
s
io
n
a
ry
b
u
s

p
a
s
s
e
s
.
A
lm
o
s
t
5
0
%
o
f
th
e
s
e
c
o
n
ta
c
ts
,
a
p
p
ro
x
im
a
te
ly

2
,0
4
9
,
c
o
n
ta
c
ts

w
e
re

fa
c
e
-t
o
-f
a
c
e

c
o
n
ta
c
ts
.
T
h
e

c
u
s
to
m
e
r
c
o
n
ta
c
t
c
e
n
tr
e
re
c
e
iv
e
a
p
p
ro
x
im
a
te
ly
1
,2
3
7

(c
ir
c
a
2
9
%
)
o
f
c
u
s
to
m
e
r
c
o
n
ta
c
ts
.

C
u
s
to
m
e
r
S
e
rv
ic
e
s
a
re
a
b
le
to
d
e
a
l
w
it
h
a
ll
s
te
p
s
o
f
th
e

p
ro
c
e
s
s

fr
o
m

d
e
a
lin
g

w
it
h

g
e
n
e
ra
l
e
n
q
u
ir
ie
s
to

p
ro
c
e
s
s
in
g
a
n
a
p
p
lic
a
ti
o
n
to
re
c
e
iv
in
g
p
a
y
m
e
n
t.

T
h
e

fo
llo
w
in
g
c
h
a
rt
ill
u
s
tr
a
te
s
a
b
re
a
k
d
o
w
n
b
y
c
h
a
n
n
e
l
o
f

c
u
s
to
m
e
r
c
o
n
ta
c
ts
in
re
s
p
e
c
t
o
f
C
o
n
c
e
s
s
io
n
a
ry
B
u
s

P
a
s
s
e
s
.

A
s
c
a
n
b
e
s
e
e
n
,
w
h
ile
b
e
in
g
a
re
la
ti
v
e
ly
s
m
a
ll
s
e
rv
ic
e

a
re
a
in
te
rm
s
o
f
c
u
s
to
m
e
r
c
o
n
ta
c
ts
p
e
r
a
n
n
u
m
,
a
s
c
a
n

b
e
s
e
e
n
th
e
m
a
jo
ri
ty
o
f
c
u
s
to
m
e
r
c
o
n
ta
c
ts
a
re
m
a
d
e

fa
c
e
-t
o
-f
a
c
e
(c
ir
c
a
4
8
%
).
T
h
is
is
th
e
le
a
s
t
c
o
s
t
e
ff
e
c
ti
v
e

c
h
a
n
n
e
l
fo
r
c
u
s
to
m
e
r
s
e
rv
ic
e
.

T
h
e
re
fo
re
,
b
y
p
ro
v
id
in
g
c
u
s
to
m
e
rs
w
it
h
a
n
o
n
lin
e
s
e
lf

s
e
rv
ic
e
o
p
ti
o
n
o
r
b
y
e
n
c
o
u
ra
g
in
g
th
o
s
e
w
h
o
s
ti
ll
w
is
h
to

s
p
e
a
k
to
a
C
o
u
n
c
il
o
ff
ic
e
r,
th
e
C
o
u
n
c
il
c
a
n
re
a
lis
e
c
o
s
t

e
ff
ic
ie
n
c
ie
s
th
ro
u
g
h
a
re
d
u
c
ti
o
n
in
th
e
n
e
e
d
fo
r
s
ta
ff
to

m
e
e
t
w
it
h
c
u
s
to
m
e
rs
fa
c
e
-t
o
-f
a
c
e
.
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

8
4

C
u
rr
e
n
t
S
ta
te

In
it
ia
l

C
u
s
to
m
e
r

C
o
n
ta
c
t

A
s
s
e
s
s
&

D
e
c
id
e

B
il
li
n
g
a
n
d

P
a
y
m
e
n
t

C
S
p
e
rf
o
rm

m
a
n
u
a
l

e
li
g
ib
il
it
y
c
h
e
c
k

C
S
p
e
rf
o
rm

a
s
s
e
s
s
m
e
n
t
to

e
n
s
u
re
a
p
p
li
c
a
n
t
m
e
e
ts

c
ri
te
ri
a

P
h
o
n
e
/
F
2
F
/
E
m
a
il

P
h
o
n
e
/
F
2
F
/
E
m
a
il
/
L
e
tt
e
r

1
.1
E
n
q
u
ir
y

H
a
n
d
li
n
g

1
.2
R
e
q
u
e
s
ts
/

A
p
p
li
c
a
ti
o
n
s

1
.3
M
a
n
a
g
in
g

A
p
p
o
in
tm
e
n
ts

2
.1
E
li
g
ib
il
it
y

2
.2
A
s
s
e
s
s
m
e
n
t

2
.3
A
p
p
ro
v
a
l

3
.1
B
il
li
n
g

P
h
o
n
e
/
F
2
F

3
.2
P
a
y
m
e
n
t

4
.
V
a
lid
a
ti
o
n
o
f
th
e
B
a
s
e
lin
e
–
th
e
‘A
s
Is
’
A
n
a
ly
s
is

C
o
rp
o
ra
te
S
e
rv
ic
e
s
–
C
o
n
c
e
s
s
io
n
a
ry
B
u
s
P
a
s
s
e
s

A
p
p
lic
a
ti
o
n
s
/
R
e
n
e
w
a
l
/
L
o
s
t
o
r
D
a
m
a
g
e
d
P
ro
c
e
s
s
O
v
e
rv
ie
w

•T
h
e
c
u
s
to
m
e
r
c
o
n
ta
c
t
c
e
n
tr
e
re
c
e
iv
e
s
a
ll
c
u
s
to
m
e
r
e
n
q
u
ir
ie
s

in
re
s
p
e
c
t
o
f
c
o
n
c
e
s
s
io
n
a
ry
b
u
s
p
a
s
s
e
s
.

•A
p
p
lic
a
ti
o
n
s
fo
r
c
o
n
c
e
s
s
io
n
a
ry
b
u
s
p
a
s
s
e
s
a
re
a
ls
o
re
c
e
iv
e
d

b
y
th
e
c
u
s
to
m
e
r
c
o
n
ta
c
t
c
e
n
tr
e
.
T
h
is
in
c
lu
d
e
s
re
q
u
e
s
ts
fo
r

a
p
p
lic
a
ti
o
n
fo
rm
s
w
h
ic
h
a
re
s
e
n
t
o
u
t
to
c
u
s
to
m
e
rs
b
y
c
a
ll

a
g
e
n
ts
if
re
q
u
ir
e
d
.
A
p
p
lic
a
ti
o
n
fo
rm
s
c
a
n
a
ls
o
b
e
d
o
w
n
lo
a
d
e
d

fr
o
m
th
e
C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il
w
e
b
s
it
e
.

•T
h
e
c
u
s
to
m
e
r
c
o
n
ta
c
t
c
e
n
tr
e
p
ro
c
e
s
s
a
ll
a
p
p
lic
a
ti
o
n
s
fo
rm
s
.

T
h
is
in
c
lu
d
e
s
c
h
e
c
k
in
g
th
e
e
lig
ib
ili
ty
o
f
th
e
a
p
p
lic
a
n
t
a
n
d

v
e
ri
fy
in
g
th
a
t
th
e
y
m
e
e
t
th
e
c
ri
te
ri
a
fo
r
re
c
e
iv
in
g
a
b
u
s
p
a
s
s
.

•A
ll
p
a
y
m
e
n
ts
a
re
re
c
e
iv
e
d
b
y
th
e
c
u
s
to
m
e
r
c
o
n
ta
c
t
c
e
n
tr
e
.

P
a
y
m
e
n
t
c
a
n
b
e
m
a
d
e
b
y
c
h
e
q
u
e
,
d
e
b
it
c
a
rd
o
r
c
re
d
it
c
a
rd
.

T
h
is
is
a
n
e
x
a
m
p
le
,
A
s
-i
s

a
n
a
ly
s
is
is
a
v
a
il
a
b
le
fo
r
a
ll

p
ro
c
e
s
s
e
s
in
A
p
p
e
n
d
ix
II
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

8
5

4
.
V
a
lid
a
ti
o
n
o
f
th
e
B
a
s
e
lin
e
–
th
e
‘A
s
Is
’
A
n
a
ly
s
is

C
o
rp
o
ra
te
S
e
rv
ic
e
s
–
C
o
u
n
c
il
T
a
x
,
B
e
n
e
fi
ts
a
n
d
F
re
e
S
c
h
o
o
l
M
e
a
ls

C
o
u
n
c
il
T
a
x
,
B
e
n
e
fi
ts
a
n
d
F
re
e
S
c
h
o
o
l

M
e
a
ls
O
v
e
rv
ie
w

C
o
u
n
c
il
T
a
x
,
B
e
n
e
fi
ts

a
n
d

F
re
e

S
c
h
o
o
l
m
e
a
ls

c
o
m
b
in
e
d
to
g
e
th
e
r
re
c
e
iv
e
a
p
p
ro
x
im
a
te
ly

1
7
5
,3
7
5

c
u
s
to
m
e
r
c
o
n
ta
c
ts
p
e
r
a
n
n
u
m
v
ia
a
ll
a
c
c
e
s
s
c
h
a
n
n
e
ls
.

T
h
e
s
e
s
e
rv
ic
e
a
re
a
s
re
c
e
iv
e
a
s
ig
n
if
ic
a
n
t
n
u
m
b
e
r
o
f

fa
c
e
-t
o
-f
a
c
e
c
u
s
to
m
e
r
c
o
n
ta
c
ts
,
a
p
p
ro
x
im
a
te
ly
3
3
,3
4
9
.

T
h
is
e
q
u
a
te
s
to
c
ir
c
a
1
9
%

o
f
th
e
to
ta
l
n
u
m
b
e
r
o
f

c
u
s
to
m
e
r
c
o
n
ta
c
ts
.
T
h
is
is
s
ig
n
if
ic
a
n
tl
y
m
o
re
th
a
n
a
ll

o
th
e
r
s
e
rv
ic
e
a
re
a
s
.

T
h
e
k
e
y
c
u
s
to
m
e
r
fa
c
in
g
p
ro
c
e
s
s
e
s
u
n
d
e
r
C
o
u
n
c
il

T
a
x
,
B
e
n
e
fi
ts
a
n
d
F
re
e
S
c
h
o
o
l
M
e
a
ls
a
re
a
s
fo
llo
w
s
:

•
A
p
p
lic
a
ti
o
n
s

•
C
h
a
n
g
e
o
f
C
ir
c
u
m
s
ta
n
c
e

•
P
a
y
m
e
n
ts

•
O
v
e
rp
a
y
m
e
n
ts
(C
o
u
n
c
il
a
n
d
C
u
s
to
m
e
r)

•
C
h
e
c
k
B
a
la
n
c
e
(C
o
u
n
c
il
T
a
x
O
n
ly
)

T
h
e
a
b
o
v
e
c
h
a
rt
d
e
ta
ils
a
b
re
a
k
d
o
w
n
o
f
th
e
c
u
s
to
m
e
r

a
c
c
e
s
s
c
h
a
n
n
e
ls
.
A
s
c
a
n
b
e
s
e
e
n
,
th
e
b
ig
g
e
s
t
fo
rm
o
f

c
o
n
ta
c
t
is
v
ia
th
e
c
u
s
to
m
e
r
s
e
rv
ic
e
c
e
n
tr
e
w
it
h
a
ro
u
n
d

5
9
%
o
f
c
o
n
ta
c
ts
.

H
o
w
e
v
e
r,
th
e
s
e
s
e
rv
ic
e
a
re
a
s
a
ls
o
h
a
v
e
c
o
n
s
id
e
ra
b
le

c
u
s
to
m
e
r
c
o
n
ta
c
t
th
ro
u
g
h
th
e
b
a
c
k
o
ff
ic
e
a
n
d
fa
c
e
-t
o
-

fa
c
e
.
T
h
e
b
a
c
k
o
ff
ic
e
s
e
rv
ic
e
s
u
p
p
o
rt
s
p
e
n
d
s
a

c
o
n
s
id
e
ra
b
le
a
m
o
u
n
t
o
f
ti
m
e
k
e
y
in
g
a
p
p
lic
a
ti
o
n
fo
rm
s

in
to

C
iv
ic
a
.

T
h
is

te
lls

u
s

th
a
t
th
ro
u
g
h

th
e

im
p
le
m
e
n
ta
ti
o
n
o
f
o
n
lin
e
e
F
o
rm
s
,
th
e
s
e
rv
ic
e
a
re
a
s

c
a
n
m
a
k
e
s
ig
n
if
ic
a
n
t
c
o
s
t
re
d
u
c
ti
o
n
s
w
h
ile
im
p
ro
v
in
g

c
u
s
to
m
e
r
s
e
rv
ic
e
,
a
k
e
y
o
b
je
c
ti
v
e
o
f
C
u
s
to
m
e
r
F
ir
s
t.
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

8
6

4
.
V
a
lid
a
ti
o
n
o
f
th
e
B
a
s
e
lin
e
–
th
e
‘A
s
Is
’
A
n
a
ly
s
is

C
o
rp
o
ra
te
S
e
rv
ic
e
s
–
C
o
u
n
c
il
T
a
x

In
it
ia
l

C
u
s
to
m
e
r

C
o
n
ta
c
t

A
s
s
e
s
s
&

D
e
c
id
e

B
il
li
n
g
a
n
d

P
a
y
m
e
n
t

P
e
rf
o
rm
e
d
o
n
C
iv
ic
a

A
c
h
a
n
g
e
p
ro
d
u
c
e
s
a
b
il
l

a
u
to
m
a
ti
c
a
ll
y

P
e
rf
o
rm
e
d
o
n
C
iv
ic
a

P
e
rf
o
rm
e
d
o
n
C
iv
ic
a

E
m
a
il
/
P
o
s
t
/
w
e
b
s
it
e
/

P
h
o
n
e
/
F
2
F

P
h
o
n
e
a
n
d
E
m
a
il
to

C
S

L
e
tt
e
rs
to
O
S

1
.1
E
n
q
u
ir
y

H
a
n
d
li
n
g

1
.2
R
e
q
u
e
s
ts
/

A
p
p
li
c
a
ti
o
n
s

1
.3
M
a
n
a
g
in
g

A
p
p
o
in
tm
e
n
ts

2
.1
E
li
g
ib
il
it
y

2
.2
A
s
s
e
s
s
m
e
n
t

2
.3
A
p
p
ro
v
a
l

3
.1
B
il
li
n
g

3
.2
P
a
y
m
e
n
t

C
u
rr
e
n
t
S
ta
te

C
h
a
n
g
e
o
f
C
ir
c
u
m
s
ta
n
c
e
P
ro
c
e
s
s
O
v
e
rv
ie
w

•A
ll
d
e
ta
ils
re
g
a
rd
in
g
a
c
h
a
n
g
e
in
c
ir
c
u
m
s
ta
n
c
e
a
re
c
u
rr
e
n
tl
y

b
e
in
g
p
ro
v
id
e
d
v
ia
th
e
c
u
s
to
m
e
r
c
o
n
ta
c
t
c
e
n
tr
e
o
r
o
n
lin
e
.

•T
o
a
c
ti
o
n
a
c
h
a
n
g
e
in
c
ir
c
u
m
s
ta
n
c
e
,
c
u
s
to
m
e
rs
c
a
n
c
o
n
ta
c
t

th
e
c
u
s
to
m
e
r
c
o
n
ta
c
t
c
e
n
tr
e
w
h
o
w
ill
c
a
p
tu
re
th
e
c
h
a
n
g
e
in

c
ir
c
u
m
s
ta
n
c
e
.
A
s
m
a
ll
n
u
m
b
e
r
o
f
c
u
s
to
m
e
rs
c
o
n
ta
c
t
th
e
b
a
c
k

o
ff
ic
e
s
e
rv
ic
e
s
u
p
p
o
rt
to
p
ro
v
id
e
d
e
ta
ils
.

•T
h
e
b
a
c
k
o
ff
ic
e
s
e
rv
ic
e
s
u
p
p
o
rt
fu
n
c
ti
o
n
p
ro
c
e
s
s
a
ll
c
h
a
n
g
e
in

c
ir
c
u
m
s
ta
n
c
e
re
q
u
e
s
ts
.

•D
e
ta
ils
a
re
m
a
n
u
a
lly
c
h
e
c
k
e
d
b
y
s
e
rv
ic
e
s
u
p
p
o
rt
fo
r
c
u
s
to
m
e
r

e
lig
ib
ili
ty
fo
llo
w
in
g
th
e
c
h
a
n
g
e
in
c
ir
c
u
m
s
ta
n
c
e
,
to
v
e
ri
fy
th
a
t

th
e
c
u
s
to
m
e
r
s
ti
ll
m
e
e
ts
th
e
q
u
a
lif
ic
a
ti
o
n
c
ri
te
ri
a
a
n
d
a
p
p
ro
v
a
l

is
m
a
n
u
a
lly
g
iv
e
n
.

•O
n
c
e
th
e
c
h
a
n
g
e
in
c
ir
c
u
m
s
ta
n
c
e
h
a
s
b
e
e
n
u
p
d
a
te
d
,
C
iv
ic
a

w
ill
a
u
to
m
a
ti
c
a
lly
p
ro
d
u
c
e
a
n
u
p
d
a
te
d
C
o
u
n
c
il
T
a
x
b
ill
.

T
h
is
is
a
n
e
x
a
m
p
le
,
A
s
-i
s

a
n
a
ly
s
is
is
a
v
a
il
a
b
le
fo
r
a
ll

p
ro
c
e
s
s
e
s
in
A
p
p
e
n
d
ix
II
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

8
7

C
h
a
n
n
e
l
S
tr
a
te
g
y
a
n
d
B
e
n
e
fi
ts
o
f

C
h
a
n
g
e
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

8
8

5
.
C
h
a
n
n
e
l
S
tr
a
te
g
y

C
h
a
n
n
e
l
S
tr
a
te
g
y

A
s
o
li
d
c
h
a
n
n
e
l
s
tr
a
te
g
y
is
c
ri
ti
c
a
l
to
th
e
fu
tu
re
s
u
c
c
e
s
s
o
f
o
u
r

s
e
rv
ic
e
s

C
u
s
to
m
e
r
F
ir
s
t
is
is
th
e
p
la
n
fo
r
h
o
w
w
e
w
ill
in
te
ra
c
t
w
it
h
a
n
d
d
e
liv
e
r

s
e
rv
ic
e
s
to
o
u
r
c
u
s
to
m
e
rs
a
n
d
e
x
p
la
in
s
h
o
w
th
e
c
o
n
ta
c
t
d
e
m
a
n
d
s
o
f
o
u
r

c
u
s
to
m
e
rs
w
ill
b
e
m
e
t,
u
s
in
g
th
e
re
s
o
u
rc
e
s
a
v
a
ila
b
le
.

W
e
w
il
l
p
ro
v
id
e
s
e
rv
ic
e
s
th
a
t
a
re
‘D
ig
it
a
l
b
y
D
e
fa
u
lt
’

O
u
r
lo
n
g
te
rm

v
is
io
n
fo
r
C
B
C
is
th
a
t,
w
h
e
re
a
p
p
ro
p
ri
a
te
,
o
u
r
c
u
s
to
m
e
rs

a
re
a
b
le
to
tr
a
n
s
a
c
t
w
it
h
u
s
o
n
lin
e
.
T
h
e
re
a
re
re
a
l
a
d
v
a
n
ta
g
e
s
o
f
th
is
.

F
ir
s
tl
y
,
a
s
w
e
h
a
v
e
s
e
e
n
fr
o
m
o
u
r
c
u
s
to
m
e
r
e
n
g
a
g
e
m
e
n
t
w
o
rk
,
th
e

m
a
jo
ri
ty
o
f
o
u
r
c
u
s
to
m
e
rs
w
a
n
t
to
d
o
th
is
.
A
s
te
c
h
n
o
lo
g
y
a
d
v
a
n
c
e
s
th
is

d
e
s
ir
e
to
in
te
ra
c
t
o
n
lin
e
w
ill
b
e
c
o
m
e
m
o
re
p
re
v
a
le
n
t.
S
e
c
o
n
d
ly
,
it
is

m
o
re
c
o
n
v
e
n
ie
n
t.
O
u
r
c
u
s
to
m
e
rs
w
a
n
t
to
in
te
ra
c
t
w
it
h
u
s
a
t
ti
m
e
s
th
a
t

s
u
it
th
e
m
.
O
u
r
a
n
a
ly
s
is
s
h
o
w
s
th
a
t
th
is
is
a
s
lik
e
ly
to
b
e
o
u
ts
id
e
e
x
is
ti
n
g

o
ff
ic
e
h
o
u
rs
.
C
B
C
w
ill
n
e
v
e
r
o
ff
e
r
a
2
4
/7
c
o
n
ta
c
t
c
e
n
tr
e
.
T
h
is
w
o
u
ld
n
o
t

b
e
a
g
o
o
d
u
s
e
o
f
o
u
r
re
s
o
u
rc
e
s
.
H
o
w
e
v
e
r,
h
a
v
in
g
a
s
tr
o
n
g
o
n
lin
e

p
re
s
e
n
c
e
m
e
a
n
s
th
a
t
o
u
r
c
u
s
to
m
e
rs
c
a
n
a
c
c
e
s
s
th
e
s
e
rv
ic
e
s
th
a
t
th
e
y

re
q
u
ir
e
a
t
a
ti
m
e
th
a
t
s
u
it
s
th
e
m
.

It
s
h
o
u
ld
b
e
n
o
te
d
th
a
t
th
e
s
e
rv
ic
e
s
h
ig
h
lig
h
te
d
a
s
in
s
c
o
p
e
a
s
p
a
rt
o
f

th
is
b
u
s
in
e
s
s
c
a
s
e
a
re
a
c
tu
a
lly
o
n
ly
th
e
s
ta
rt
in
g
p
o
in
t.
T
h
e
C
u
s
to
m
e
r

F
ir
s
t
p
ro
g
ra
m
m
e
w
ill
c
o
n
ti
n
u
e
,
a
n
d
w
o
rk
w
it
h
s
e
rv
ic
e
a
re
a
s
a
c
ro
s
s
th
e

w
h
o
le
C
o
u
n
c
il.

A
c
o
n
s
is
te
n
t
a
p
p
ro
a
c
h
to
c
u
s
to
m
e
r
m
a
n
a
g
e
m
e
n
t

It
is
n
’t
ju
s
t
o
u
r
o
n
lin
e
c
u
s
to
m
e
rs
th
a
t
d
e
s
e
rv
e
a
c
o
n
s
is
te
n
tl
y
h
ig
h
le
v
e
l
o
f

c
u
s
to
m
e
r
s
e
rv
ic
e
.
W
e
re
c
o
g
n
is
e
th
a
t
s
o
m
e
C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e

re
s
id
e
n
ts
s
ti
ll
p
re
fe
r
to
c
o
n
ta
c
t
u
s
b
y
th
e
p
h
o
n
e
.

W
h
e
re
c
u
s
to
m
e
rs
h
a
v
e
th
is
o
p
p
o
rt
u
n
it
y
to
s
e
lf
s
e
rv
e
o
n
lin
e

c
u
s
to
m
e
r
m
a
n
a
g
e
m
e
n
t
s
h
o
u
ld
b
e
s
h
if
te
d
fr
o
m

s
e
rv
ic
e

d
e
p
a
rt
m
e
n
ts
to
a
c
o
rp
o
ra
te
ly
m
a
n
a
g
e
d
c
u
s
to
m
e
r
fu
n
c
ti
o
n
.

T
h
is
a
p
p
ro
a
c
h
w
ill
m
e
a
n
a
c
o
n
s
is
te
n
t
le
v
e
l
o
f
s
e
rv
ic
e

a
c
ro
s
s
o
u
r
tw
o
p
ri
m
a
ry
c
h
a
n
n
e
ls
.
It
w
ill
a
ls
o
h
e
lp
u
s
c
ro
s
s
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

8
9

5
.
C
h
a
n
n
e
l
S
tr
a
te
g
y

C
h
a
n
n
e
l
S
tr
a
te
g
y
(2
)

s
e
ll
th
e
a
d
v
a
n
ta
g
e
s
o
f
o
n
lin
e
e
n
g
a
g
e
m
e
n
t
to
te
le
p
h
o
n
e
u
s
e
rs
.
C
u
s
to
m
e
rs

n
e
e
d
to
b
e
a
w
a
re
th
a
t
th
e
y
c
a
n
d
o
th
in
g
s
o
n
lin
e
a
n
d
n
e
e
d
e
n
c
o
u
ra
g
e
m
e
n
t

to
b
re
a
k
in
g
ra
in
e
d
h
a
b
it
s
,
p
a
rt
ic
u
la
rl
y
a
m
o
n
g
lo
n
g
-t
e
rm
,
h
e
a
v
y
u
s
e
rs
o
f

c
o
u
n
c
il
s
e
rv
ic
e
s
.
W
e
w
ill
s
e
e
k
to
e
n
c
o
u
ra
g
e
c
u
s
to
m
e
rs
to
a
c
c
e
s
s
s
e
rv
ic
e
s

v
ia
c
h
a
n
n
e
ls
o
th
e
r
th
a
n
th
o
s
e
to
w
h
ic
h
th
e
y
n
o
rm
a
lly
c
h
o
o
s
e
.

T
h
is
re
p
re
s
e
n
ts
a
s
ig
n
if
ic
a
n
t
c
h
a
n
g
e
in
a
p
p
ro
a
c
h
,
a
n
d
w
ill
re
q
u
ir
e
w
e
ll

d
e
v
e
lo
p
e
d
s
y
s
te
m
s
,
s
tr
u
c
tu
re
s
a
n
d
p
ro
c
e
s
s
e
s
to
e
n
a
b
le
it
to
h
a
p
p
e
n
.

W
e
w
il
l
p
ro
a
c
ti
v
e
ly
e
n
c
o
u
ra
g
e
s
e
lf
s
e
rv
ic
e

In
o
rd
e
r
to
b
e
s
u
c
c
e
s
s
fu
l
w
e
m
u
s
t
e
n
c
o
u
ra
g
e
th
o
s
e
u
s
in
g
o
u
r
fa
c
e
to
fa
c
e

a
n
d
p
h
o
n
e
c
h
a
n
n
e
ls
to
e
n
g
a
g
e
w
it
h
u
s
d
if
fe
re
n
tl
y
.
T
h
is
w
ill
b
e
d
o
n
e

th
ro
u
g
h
a
d
e
lib
e
ra
te
c
h
a
n
n
e
l
s
h
if
t
s
tr
a
te
g
y
.
T
o
a
c
h
ie
v
e
th
is
w
e
w
ill
:

•
D
e
s
ig
n
m
o
re
e
ff
e
c
ti
v
e
o
n
lin
e
c
h
a
n
n
e
ls
.

•
M
a
rk
e
t
o
u
r
o
n
lin
e
c
h
a
n
n
e
ls

T
h
e
re
a
re
re
a
l
b
e
n
e
fi
ts
to
th
is
a
p
p
ro
a
c
h
.
C
h
a
n
n
e
l
s
h
if
t,
if
im
p
le
m
e
n
te
d

w
e
ll,
w
ill
lo
w
e
r
c
o
s
ts
,
b
u
ild
re
p
u
ta
ti
o
n
,
e
m
p
o
w
e
r
th
e
c
it
iz
e
n
a
n
d
im
p
ro
v
e

th
e
o
v
e
ra
ll
s
e
rv
ic
e
p
ro
p
o
s
it
io
n
o
f
th
e
C
o
u
n
c
il.
S
h
if
ti
n
g

c
u
s
to
m
e
rs

to
p
a
rt
ic
u
la
r
c
h
a
n
n
e
ls

in
v
o
lv
e
s
b
e
h
a
v
io
u
ra
l

c
h
a
n
g
e
o
n
th
e
c
it
iz
e
n
’s
p
a
rt
,
b
u
t
o
n
c
e
th
e
y
a
re
a
w
a
re
o
f
th
e

c
h
a
n
n
e
ls
a
v
a
ila
b
le
,
th
e
y
w
ill
u
s
e
th
e
o
n
e
th
a
t
w
o
rk
s
b
e
s
t
fo
r

th
e
m
.

W
e
w
il
l
a
v
o
id
u
n
n
e
c
e
s
s
a
ry
c
o
n
ta
c
t

W
e
p
ro
v
id
e
k
e
y
s
e
rv
ic
e
s
fo
r
o
u
r
lo
c
a
l
c
o
m
m
u
n
it
ie
s
th
a
t

g
re
a
tl
y
a
ff
e
c
t
th
e
q
u
a
lit
y
o
f
lif
e
fo
r
in
d
iv
id
u
a
l
c
it
iz
e
n
s
a
n
d
th
e

o
v
e
ra
ll
c
o
m
m
u
n
it
y
.

W
e
h
a
v
e
lim
it
e
d
re
s
o
u
rc
e
,
a
s
d
o
o
u
r
c
u
s
to
m
e
rs
.
T
h
e
re
fo
re
it

is
im
p
o
rt
a
n
t
th
a
t
w
e
in
te
ra
c
t
a
s
e
ff
ic
ie
n
tl
y
a
s
p
o
s
s
ib
le
b
y

w
o
rk
in
g
to
re
d
u
c
e
‘a
v
o
id
a
b
le
c
o
n
ta
c
ts
’
b
y
p
ro
v
id
in
g
m
o
re

a
n
d
b
e
tt
e
r
in
fo
rm
a
ti
o
n
a
t
a
p
p
ro
p
ri
a
te
p
o
in
ts
in
th
e
c
u
s
to
m
e
r

jo
u
rn
e
y
.
W
e
n
e
e
d
to
s
e
t
s
e
lf
s
e
rv
ic
e
d
e
liv
e
ry
e
x
p
e
c
ta
ti
o
n
s

a
n
d
d
e
liv
e
r
th
e
s
e
,
p
ro
a
c
ti
v
e
ly
c
o
m
m
u
n
ic
a
ti
n
g
n
e
w
/u
p
d
a
te
d

in
fo
rm
a
ti
o
n
th
ro
u
g
h
th
e
c
u
s
to
m
e
r’
s
p
re
fe
rr
e
d
c
h
a
n
n
e
l
(i
.e
.

a
u
to
m
a
ti
c
u
p
d
a
te
s
th
a
t
c
u
s
to
m
e
rs
s
ig
n
u
p
fo
r
to
b
e
a
le
rt
e
d

a
u
to
m
a
ti
c
a
lly

w
h
e
n
a
w
e
b
p
a
g
e
c
h
a
n
g
e
s
th
ro
u
g
h
th
e

c
u
s
to
m
e
rs
p
re
fe
rr
e
d
c
h
a
n
n
e
l
(i
.e
.
e
m
a
il,
te
x
t,
tw
it
te
r
e
tc
.)

T
h
is
a
p
p
ro
a
c
h
w
ill
re
in
fo
rc
e
w
it
h
o
u
r
c
u
s
to
m
e
rs
th
a
t
th
e
w
e
b

is
th
e
p
la
c
e
to

q
u
ic
k
ly
a
n
d
e
ff
ic
ie
n
tl
y
a
c
c
e
s
s
c
o
u
n
c
il

s
e
rv
ic
e
s
,
tr
a
n
s
a
c
t
w
it
h
u
s
o
r
fi
n
d
o
u
t
in
fo
rm
a
ti
o
n
.

O
u
r
a
p
p
ro
a
c
h
to
a
v
o
id
in
g
c
o
n
ta
c
t
is
o
u
tl
in
e
d
o
n
th
e
n
e
x
t

p
a
g
e
.
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

9
0

5
.
C
h
a
n
n
e
l
S
tr
a
te
g
y

T
a
c
k
li
n
g
a
v
o
id
a
b
le
c
o
n
ta
c
t

1
.
W
e
n
e
e
d
to
u
n
d
e
rs
ta
n
d
c
u
s
to
m
e
r
b
e
h
a
v
io
u
r

T
o
re
d
u
c
e
a
v
o
id
a
b
le
c
o
n
ta
c
t
w
e
n
e
e
d
to
u
n
d
e
rs
ta
n
d
w
h
y
o
u
r

c
u
s
to
m
e
rs
a
re
c
o
n
ta
c
ti
n
g
u
s
.
S
tr
o
n
g
e
r
m
a
n
a
g
e
m
e
n
t
in
fo
rm
a
ti
o
n
is

re
q
u
ir
e
d
,
a
n
d
th
is
w
ill
b
e
p
u
t
in
p
la
c
e
th
ro
u
g
h
th
e
C
u
s
to
m
e
r
F
ir
s
t

p
ro
g
ra
m
m
e
.

2
.
W
e
w
il
l
u
s
e
th
is

u
n
d
e
rs
ta
n
d
in
g
to

a
d
d
re
s
s
a
v
o
id
a
b
le

c
o
n
ta
c
t.

A
ll
n
e
w
s
e
rv
ic
e
s
w
ill
b
e
d
e
s
ig
n
e
d
a
ro
u
n
d
th
e
u
s
e
r
fo
r
2
4
/7
w
e
b

a
c
c
e
s
s
fi
rs
t
w
h
e
re
v
e
r
p
o
s
s
ib
le
,
e
n
s
u
ri
n
g
a
ll
c
h
a
n
n
e
ls
h
a
v
e
a
c
c
e
s
s

to
th
e
s
a
m
e
in
fo
rm
a
ti
o
n
to
a
c
c
o
m
m
o
d
a
te
‘c
h
a
n
n
e
l
h
o
p
p
in
g
’.
W
e

n
e
e
d
to
re
c
o
g
n
is
e
th
a
t
p
e
o
p
le
w
ill
u
s
e
d
if
fe
re
n
t
c
h
a
n
n
e
ls
n
o
t
ju
s
t

fo
r
d
if
fe
re
n
t
ty
p
e
s
o
f
in
te
ra
c
ti
o
n
s
,
b
u
t
a
ls
o
to

s
u
it
th
e
ir
o
w
n

c
o
n
v
e
n
ie
n
c
e
.
W
e
w
ill
m
a
in
ta
in
fl
e
x
ib
ili
ty
,
a
n
d
th
e
a
b
ili
ty
to
a
d
a
p
t

o
u
r
s
e
rv
ic
e
s
to
fi
t
th
e
c
u
s
to
m
e
r
n
e
e
d
.

3
.
H
o
w
w
il
l
w
e
e
n
s
u
re
o
u
r
a
p
p
ro
a
c
h
is
o
p
e
ra
ti
o
n
a
l?

A
ll
fo
rm
s
a
n
d
s
e
rv
ic
e
s
c
o
n
n
e
c
te
d
w
it
h
th
e
in
-s
c
o
p
e
s
e
rv
ic
e
a
re
a
s

w
ill
b
e
a
v
a
ila
b
le
a
n
d
tr
a
n
s
a
c
ti
o
n
a
l
o
n
th
e
w
e
b
s
it
e
.
O
u
r
s
ta
ff
w
ill
u
s
e

th
e
p
u
b
lic
w
e
b
s
it
e
to
tr
a
n
s
a
c
t
in
th
e
ir
d
a
y
to
d
a
y
w
o
rk
to
e
n
s
u
re

th
a
t
th
e
s
it
e
is
fi
t
fo
r
p
u
rp
o
s
e
fo
r
o
u
r
re
s
id
e
n
ts
a
n
d
m
a
k
e

im
p
ro
v
e
m
e
n
ts
a
s
re
q
u
ir
e
d
.

4
.
H
o
w
w
il
l
w
e
m
o
n
it
o
r
c
o
n
ti
n
u
o
u
s
im
p
ro
v
e
m
e
n
t?

A
p
e
rm
a
n
e
n
t
C
u
s
to
m
e
r
S
e
rv
ic
e
Im
p
ro
v
e
m
e
n
t
T
e
a
m
h
a
s

b
e
e
n
e
s
ta
b
lis
h
e
d
to

a
n
a
ly
s
e
d
a
ta

fr
o
m

o
u
r
m
a
in

c
u
s
to
m
e
r
a
c
c
e
s
s
c
h
a
n
n
e
ls
to
lo
o
k
fo
r
o
p
p
o
rt
u
n
it
ie
s
to

re
d
u
c
e
th
e
n
e
e
d
fo
r
c
it
iz
e
n
s
to
m
a
k
e
u
n
n
e
c
e
s
s
a
ry
o
r

m
u
lt
ip
le
c
o
n
ta
c
t
w
it
h
th
e
a
u
th
o
ri
ty
a
n
d
im
p
ro
v
e
th
e

n
u
m
b
e
r
o
f
c
u
s
to
m
e
r
q
u
e
ri
e
s
th
a
t
w
e
a
re
a
b
le
to
re
s
o
lv
e

fi
rs
t
ti
m
e
o
n
th
e
te
le
p
h
o
n
e
.

P
ro
b
le
m
s
in
o
n
e
c
h
a
n
n
e
l
th
a
t
m
ig
h
t
b
e
c
o
m
e
a
v
o
id
a
b
le

c
o
n
ta
c
ts
in
a
n
o
th
e
r
c
a
n
b
e
d
e
a
lt
w
it
h
q
u
ic
k
ly
.
F
o
r

e
x
a
m
p
le
c
u
s
to
m
e
r
a
d
v
is
o
rs
c
a
n
a
d
v
is
e
th
e
w
e
b
te
a
m

a
n
d
s
e
rv
ic
e
d
e
p
a
rt
m
e
n
ts
a
b
o
u
t
fa
ilu
re
s
o
f
w
e
b
c
o
n
te
n
t

a
n
d
u
s
a
b
ili
ty
th
a
t
c
re
a
te
a
v
o
id
a
b
le
c
o
n
ta
c
t
a
n
d
in
h
ib
it

s
e
lf
s
e
rv
ic
e
.
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

9
1

5
.
C
h
a
n
n
e
l
S
tr
a
te
g
y

C
o
n
s
id
e
ra
ti
o
n
s
fo
r
im
p
le
m
e
n
ti
n
g
c
h
a
n
n
e
l
s
tr
a
te
g
y

It
is
im
p
o
rt
a
n
t
to
b
e
a
r
in
m
in
d
th
e
ta
rg
e
t
a
u
d
ie
n
c
e
’s
a
c
c
e
s
s
to

te
c
h
n
o
lo
g
y
,
th
e
ty
p
e
a
n
d
c
o
m
p
le
x
it
y
o
f
th
e
c
o
n
ta
c
t,
th
e
ir
p
e
rs
o
n
a
l

p
re
fe
re
n
c
e
s
a
s
w
e
ll
th
e
ir
s
k
ill
s
e
ts
w
h
e
n
s
e
le
c
ti
n
g
c
h
a
n
n
e
ls
.
R
is
in
g

in
te
rn
e
t
u
s
e
(t
h
ro
u
g
h
P
C
s
a
n
d
m
o
b
ile

p
h
o
n
e
s
)
a
n
d
c
u
s
to
m
e
r

e
x
p
e
c
ta
ti
o
n
s
o
f
a
c
c
e
s
s
in
g
p
u
b
lic
s
e
rv
ic
e
s
o
n
lin
e
p
re
s
e
n
t
a
n
o
n
g
o
in
g

o
p
p
o
rt
u
n
it
y
fo
r
p
u
b
lic
s
e
rv
ic
e
p
ro
v
id
e
rs
.

C
o
m
p
e
te
n
t
o
n
lin
e
s
e
rv
ic
e
s
a
re
e
a
s
y
a
n
d
q
u
ic
k
to
u
s
e
,
a
v
a
ila
b
le

w
h
e
n
e
v
e
r
c
u
s
to
m
e
rs
n
e
e
d
th
e
m
,
h
a
v
e
th
e
ri
g
h
t
le
v
e
l
o
f
u
p
to
d
a
te

in
fo
rm
a
ti
o
n
a
n
d
h
a
v
e
a
re
la
ti
v
e
ly

lo
w

a
d
m
in
is
tr
a
ti
v
e
b
u
rd
e
n
.

M
a
n
a
g
e
d
w
e
ll,
o
n
lin
e
a
c
c
e
s
s
to
s
e
rv
ic
e
s
is
a
v
e
ry
e
ff
e
c
ti
v
e
c
h
a
n
n
e
l

w
it
h
c
o
n
s
id
e
ra
b
le
b
e
n
e
fi
ts
fo
r
c
u
s
to
m
e
rs
a
n
d
ta
x
p
a
y
e
rs
.

W
e
m
u
s
t
h
o
w
e
v
e
r
a
ls
o
m
e
e
t
th
e
n
e
e
d
s
o
f
p
e
o
p
le
w
h
o
d
o
n
o
t
h
a
v
e

a
c
c
e
s
s
to
th
e
in
te
rn
e
t.
A
d
d
re
s
s
in
g
‘d
ig
it
a
l
in
c
lu
s
io
n
’
is
a
c
o
re
e
le
m
e
n
t

o
f
o
u
r
c
h
a
n
n
e
l
s
tr
a
te
g
y
.

T
h
e
p
ro
c
e
s
s
o
f
d
e
v
e
lo
p
in
g
a
n
d
im
p
le
m
e
n
ti
n
g
o
u
r
c
h
a
n
n
e
l
s
tr
a
te
g
y

h
a
s
b
e
e
n
g
u
id
e
d
b
y
in
s
ig
h
t
s
p
e
c
if
ic
a
lly
re
la
ti
n
g
to
:
th
e
c
u
s
to
m
e
r,

c
o
n
ta
c
t
p
re
fe
re
n
c
e
s
,
th
e
s
e
rv
ic
e
s
w
e
a
re
p
ro
v
id
in
g
in
e
a
c
h
s
e
rv
ic
e

a
re
a
in
q
u
e
s
ti
o
n
,
th
e
c
u
rr
e
n
t
d
e
liv
e
ry
c
h
a
n
n
e
ls
a
t
o
u
r
d
is
p
o
s
a
l
a
s

w
e
ll
a
s
th
o
s
e
th
a
t
m
a
y
b
e
a
v
a
ila
b
le
to
b
e
/n
e
e
d
to
b
e
u
s
e
d
in
fu
tu
re
.
It

is
a
ls
o
im
p
o
rt
a
n
t
to
u
n
d
e
rs
ta
n
d
th
e
w
id
e
r
o
n
lin
e
s
e
rv
ic
e
s
m
a
rk
e
t,
a
s

e
x
p
e
c
ta
ti
o
n
s
o
f
o
n
lin
e
s
e
rv
ic
e
s
a
re
d
ri
v
e
n
b
y
c
u
s
to
m
e
r
e
x
p
e
ri
e
n
c
e
s

o
f
u
s
in
g
s
im
ila
r
s
e
rv
ic
e
s
p
ro
v
id
e
d
b
y
o
th
e
r
o
rg
a
n
is
a
ti
o
n
s
.

. T
h
e
a
b
o
v
e
m
o
d
e
l
s
h
o
w
s
u
s
th
a
t
a
s
w
e
m
o
v
e
u
p
th
e

tr
ia
n
g
le
th
e
c
o
s
t
o
f
d
e
liv
e
ry
ty
p
ic
a
lly
g
e
ts
c
h
e
a
p
e
r
fo
r
th
e

o
rg
a
n
is
a
ti
o
n
.
H
o
w
e
v
e
r
fo
r
s
o
m
e
ty
p
e
s
o
f
c
o
n
ta
c
t
a
g
re
a
te
r

le
v
e
l
o
f
h
u
m
a
n
c
o
n
ta
c
t
w
ill
a
lw
a
y
s
b
e
re
q
u
ir
e
d
,
p
a
rt
ic
u
la
rl
y

fo
r
c
o
n
ta
c
ts
th
a
t
re
q
u
ir
e
s
o
m
e
le
v
e
l
o
f
re
a
s
s
u
ra
n
c
e
;
fo
r

e
x
a
m
p
le
th
o
s
e
a
d
d
re
s
s
in
g
o
u
ts
ta
n
d
in
g
o
r
u
n
re
c
o
v
e
re
d

d
e
b
t
is
s
u
e
s
.
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

9
2

5
.
C
h
a
n
n
e
l
S
tr
a
te
g
y

C
u
s
to
m
e
r
A
c
c
e
s
s
T
o
d
a
y
:
S
u
c
c
e
s
s
e
s
a
n
d
C
h
a
ll
e
n
g
e
s

C
u
s
to
m
e
r
a
c
c
e
s
s
s
u
c
c
e
s
s
e
s
a
t
C
e
n
tr
a
l

B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il
in
c
lu
d
e
:

M
u
lt
ip
le
o
u
tr
e
a
c
h
fa
c
ili
ti
e
s
e
n
a
b
lin
g
fa
c
e
-t
o
-f
a
c
e
c
o
n
ta
c
t

w
it
h
c
u
s
to
m
e
rs

E
s
ta
b
lis
h
e
d
c
u
s
to
m
e
r
c
o
n
ta
c
t
c
e
n
tr
e
fe
a
tu
ri
n
g
h
ig
h
ly

s
k
ill
e
d
o
p
e
ra
ti
v
e
s

C
o
m
p
re
h
e
n
s
iv
e
tr
a
in
in
g
p
a
c
k
a
g
e
s
fo
r
a
d
v
is
o
rs

In
tr
o
d
u
c
ti
o
n
o
f
G
o
ld
e
n
N
u
m
b
e
r
S
tr
a
te
g
y
,
e
n
h
a
n
c
in
g
th
e

c
u
s
to
m
e
r
e
x
p
e
ri
e
n
c
e
b
y
d
e
liv
e
ri
n
g
a
c
o
n
ta
c
t
to
a
n

a
p
p
ro
p
ri
a
te
ly
s
k
ill
e
d
a
d
v
is
o
r

P
ro
m
is
in
g
in
it
ia
l
ta
k
e
u
p
o
f
G
o
ld
e
n
N
u
m
b
e
rs

b
y

c
u
s
to
m
e
rs

R
e
d
e
s
ig
n
e
d
w
e
b
s
it
e
p
ro
v
id
in
g
c
le
a
re
r
a
n
d
m
o
re
u
s
e
r-

fr
ie
n
d
ly
n
a
v
ig
a
ti
o
n

C
o
n
te
n
t
re
v
ie
w
o
f
o
n
lin
e
m
a
te
ri
a
l
p
ro
d
u
c
in
g
m
o
re

s
u
c
c
in
c
t
in
fo
rm
a
ti
o
n

M
o
s
a
ic
c
u
s
to
m
e
r
in
s
ig
h
t
is
u
s
e
d
to
p
ro
v
id
e
a
g
o
o
d

u
n
d
e
rs
ta
n
d
in
g
o
f
C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
’s
p
o
p
u
la
ti
o
n

C
u
s
to
m
e
r
a
c
c
e
s
s
c
h
a
ll
e
n
g
e
s
a
t
C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e

C
o
u
n
c
il
in
c
lu
d
e
:

D
e
s
ig
n
in
g
a
C
o
u
n
c
il
w
id
e
ta
rg
e
t
o
p
e
ra
ti
n
g
m
o
d
e
l

c
a
p
a
b
le
o
f
m
e
e
ti
n
g
fu
tu
re
c
h
a
lle
n
g
e
s

Im
p
ro
v
in
g

w
e
b
s
it
e

fu
n
c
ti
o
n
a
lit
y

a
n
d

c
re
a
ti
n
g

o
p
p
o
rt
u
n
it
ie
s
fo
r
s
e
lf
s
e
rv
ic
e

T
e
c
h
n
o
lo
g
y

p
la
tf
o
rm

n
o
t

c
u
rr
e
n
tl
y

c
a
p
a
b
le

o
f

a
c
c
o
m
m
o
d
a
ti
n
g
n
e
w
s
tr
a
te
g
y
–
th
e
re
is
a
n
e
e
d
fo
r
th
e

e
n
d
-t
o
-e
n
d
a
p
p
lic
a
ti
o
n
o
f
te
c
h
n
o
lo
g
y
to
p
ro
c
e
s
s
e
s

L
a
c
k
o
f
a
s
in
g
le
c
u
s
to
m
e
r
s
y
s
te
m
(C
R
M
)

In
c
re
a
s
in
g
c
u
s
to
m
e
r
a
w
a
re
n
e
s
s
o
f
c
o
n
ta
c
t
c
h
a
n
n
e
ls
a
n
d

n
u
m
b
e
rs
to
re
d
u
c
e
a
v
o
id
a
b
le
c
o
n
ta
c
t

F
a
c
e
-t
o
-f
a
c
e

lo
c
a
ti
o
n
s

a
re

h
is
to
ri
c

a
n
d

a
re

n
o
t

n
e
c
e
s
s
a
ri
ly
th
e
b
e
s
t
fi
t
fo
r
o
u
r
p
o
p
u
la
ti
o
n
s
n
e
e
d
s

P
ro
v
id
in
g
th
e
re
s
o
u
rc
e
s
a
n
d
IC
T
c
a
p
a
c
it
y
re
q
u
ir
e
d
to

d
e
liv
e
r
th
e
p
ro
je
c
ts
id
e
n
ti
fi
e
d
a
s
a
p
a
rt
o
f
th
is
p
ro
g
ra
m
m
e

In
c
re
a
s
e
d
fi
n
a
n
c
ia
l
a
n
d
e
ff
ic
ie
n
c
y
c
h
a
lle
n
g
e
s
a
c
ro
s
s
th
e

c
o
u
n
c
il

C
o
rp
o
ra
te
b
u
y
in
to
th
e
C
u
s
to
m
e
r
F
ir
s
t
v
is
io
n

B
u
y
in
fr
o
m

s
e
rv
ic
e
s
a
n
d
s
e
rv
ic
e
m
a
n
a
g
e
rs

w
h
e
re

C
u
s
to
m
e
r
F
ir
s
t
b
e
n
e
fi
ts
a
re
id
e
n
ti
fi
e
d

O
v
e
rc
o
m
in
g
s
ilo
b
a
s
e
d
tr
a
n
s
fo
rm
a
ti
o
n
a
n
d
re
e
n
g
in
e
e
ri
n
g

b
a
c
k
o
ff
ic
e
p
ro
c
e
s
s
e
s

R
e
c
ru
it
m
e
n
t
le
a
d
ti
m
e
fo
r
n
e
w
s
e
rv
ic
e
s
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

9
3

5
.
C
h
a
n
n
e
l
S
tr
a
te
g
y

C
u
s
to
m
e
r
A
c
c
e
s
s
T
o
d
a
y

C
u
s
to
m
e
r
A
c
c
e
s
s

T
h
e
ill
u
s
tr
a
ti
o
n
o
p
p
o
s
it
e
p
ro
v
id
e
s
a
v
ie
w

o
f
h
o
w

c
u
s
to
m
e
rs

c
u
rr
e
n
tl
y
a
c
c
e
s
s
c
o
u
n
c
il
s
e
rv
ic
e
s
th
ro
u
g
h

m
u
lt
ip
le
c
h
a
n
n
e
ls
a
n
d
a
c
c
e
s
s
p
o
in
ts

T
h
e
a
n
a
ly
s
is
id
e
n
ti
fi
e
d
th
e
fo
llo
w
in
g
k
e
y
in
s
ig
h
ts
:

T
h
e
C
o
u
n
c
il
re
c
e
iv
e
s
a
n
e
s
ti
m
a
te
d
1
.5
m

te
le
p
h
o
n
e

c
o
n
ta
c
ts
fr
o
m
c
u
s
to
m
e
rs
a
n
d
5
0
k
fa
c
e
to
fa
c
e
c
o
n
ta
c
ts
a

y
e
a
r

4
2
k
tr
a
n
s
a
c
ti
o
n
s
a
re
c
a
rr
ie
d
o
u
t
th
ro
u
g
h
th
e
C
o
u
n
c
il’
s

w
e
b
s
it
e

A
c
c
e
s
s
to

s
e
rv
ic
e
d
if
fe
rs

b
y
c
h
a
n
n
e
l
a
n
d
s
e
rv
ic
e

d
e
p
a
rt
m
e
n
t,
a
n
d
th
e
re
is
lim
it
e
d
o
p
p
o
rt
u
n
it
y
to
s
e
lf
s
e
rv
e

T
h
e
m
a
jo
ri
ty
o
f
c
u
s
to
m
e
r
c
o
n
ta
c
t
p
a
s
s
e
s
th
ro
u
g
h
th
e

c
o
n
ta
c
t
c
e
n
tr
e
o
r
b
a
c
k
o
ff
ic
e
s
e
rv
ic
e
d
e
p
a
rt
m
e
n
ts

T
h
e
im
p
li
c
a
ti
o
n
s
o
f
th
is
in
s
ig
h
t:

T
h
e
c
u
s
to
m
e
r
e
x
p
e
ri
e
n
c
e
is

n
o
t
c
o
n
s
is
te
n
t
a
c
ro
s
s

c
h
a
n
n
e
ls
a
n
d
c
u
s
to
m
e
rs
c
a
n
n
o
t
e
a
s
ily

s
w
it
c
h
to
s
e
lf

s
e
rv
e
d
u
e
to
a
la
c
k
o
f
c
a
p
a
b
ili
ty

C
u
s
to
m
e
rs
a
re
n
a
v
ig
a
ti
n
g
in
te
rn
a
l
p
ro
c
e
s
s
e
s
to
a
c
c
e
s
s

s
e
rv
ic
e
s
(e
.g
.
c
a
lli
n
g
th
e
c
o
n
ta
c
t
c
e
n
tr
e
to
b
e
tr
a
n
s
fe
rr
e
d

to
th
e
a
p
p
ro
p
ri
a
te
d
e
p
a
rt
m
e
n
t)

C
u
s
to
m
e
rs
m
a
y
h
a
v
e
to
p
ro
v
id
e
th
e
s
a
m
e
in
fo
rm
a
ti
o
n

m
u
lt
ip
le
ti
m
e
s
to
d
if
fe
re
n
t
s
e
rv
ic
e
s
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a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

9
4

5
.
C
h
a
n
n
e
l
S
tr
a
te
g
y

C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
u
s
to
m
e
r
A
c
c
e
s
s
–
T
a
rg
e
t
O
p
e
ra
ti
n
g
M
o
d
e
l
(T
O
M
)
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B
e
d
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o
u
n
c
il

9
5

D
e
s
ig
n
o
f
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e
F
u
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re
S
ta
te
–
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e
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o
B
e
’
A
n
a
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s
is
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

9
6

6
.
D
e
s
ig
n
o
f
th
e
F
u
tu
re
S
ta
te
–
th
e
‘T
o
B
e
’
A
n
a
ly
s
is

O
v
e
rv
ie
w
o
f
A
p
p
ro
a
c
h

In
tr
o
d
u
c
ti
o
n

T
h
e
o
v
e
ra
ll
a
im

o
f
C
u
s
to
m
e
r
F
ir
s
t
is
to
im
p
ro
v
e
c
u
s
to
m
e
r
s
e
rv
ic
e
th
ro
u
g
h
o
p
ti
m
is
in
g
th
e
m
o
s
t
c
o
s
t
e
ff
e
c
ti
v
e

c
u
s
to
m
e
r
c
o
n
ta
c
t
c
h
a
n
n
e
ls
.
W
it
h
th
a
t
in
m
in
d
,
th
e
p
u
rp
o
s
e
o
f
th
e
h
ig
h
le
v
e
l
d
e
s
ig
n
w
o
rk
s
h
o
p
s
w
a
s
to
n
o
t
o
n
ly

c
a
p
tu
re
th
e
c
u
rr
e
n
t
‘A
s
Is
’
o
p
e
ra
ti
n
g
p
ro
c
e
s
s
e
s
fo
r
th
e
s
e
rv
ic
e
s
a
re
a
s
in
s
c
o
p
e
o
f
C
u
s
to
m
e
r
F
ir
s
t,
b
u
t
a
ls
o
to

c
a
p
tu
re
a
n
d
v
a
lid
a
te
th
e
fu
tu
re
‘T
o
B
e
’
v
is
io
n
o
f
e
a
c
h
s
e
rv
ic
e
a
re
a
.

In
o
rd
e
r
to
a
c
h
ie
v
e
th
is
,
a
n
d
g
u
id
e
th
e
fa
c
ili
ta
ti
o
n
o
f
th
e
fu
tu
re
v
is
io
n
s
e
s
s
io
n
s
,
it
w
a
s
im
p
o
rt
a
n
t
th
a
t
a
tt
e
n
d
e
e
s

w
e
re
a
w
a
re
o
f
a
n
d
u
n
d
e
rs
to
o
d
th
e
fu
tu
re
v
is
io
n
o
f
th
e
C
o
u
n
c
il
a
s
a
w
h
o
le
.
T
h
e
C
o
u
n
c
il’
s
c
u
s
to
m
e
r
e
x
p
e
ri
e
n
c
e

v
is
io
n
o
f
th
e
fu
tu
re
is
a
s
fo
llo
w
s
:

•A
tr
a
n
s
fo
rm
a
ti
o
n
a
l
a
n
d
in
n
o
v
a
ti
v
e
,
‘A
m
a
z
o
n
-s
ty
le
’
a
p
p
ro
a
c
h
to
m
a
n
a
g
in
g
c
u
s
to
m
e
r
c
o
n
ta
c
t

•A
s
e
a
m
le
s
s
ly
b
ra
n
d
e
d
w
e
b
s
it
e
th
a
t
a
llo
w
s
c
u
s
to
m
e
rs
a
c
c
e
s
s
to
a
ll
C
o
u
n
c
il
s
e
rv
ic
e
s

•N
o
n
e
e
d
fo
r
c
u
s
to
m
e
rs
to
re
ty
p
e
a
n
y
p
e
rs
o
n
a
l
in
fo
rm
a
ti
o
n

•N
o
n
e
e
d
fo
r
s
e
rv
ic
e
a
re
a
s
to
re
ty
p
e
a
n
y
in
fo
rm
a
ti
o
n

T
h
e
re
fo
re
,
th
e
a
im
o
f
th
e
C
u
s
to
m
e
r
F
ir
s
t
h
ig
h
le
v
e
l
w
o
rk
s
h
o
p
s
,
w
a
s
to
e
n
c
o
u
ra
g
e
th
e
h
e
a
d
s
o
f
s
e
rv
ic
e
to
th
in
k
o
f

th
e
fo
llo
w
in
g
s
ta
te
m
e
n
ts
w
h
e
n
d
e
s
ig
n
in
g
th
e
fu
tu
re
v
is
io
n
o
f
th
e
ir
c
u
s
to
m
e
r
fa
c
in
g
p
ro
c
e
s
s
e
s
:

•A
s
e
a
m
le
s
s
ly
b
ra
n
d
e
d
,
w
e
b
s
it
e
th
a
t
is
in
te
g
ra
te
d
in
to
b
a
c
k
o
ff
ic
e
s
y
s
te
m
s
fo
r
th
e
fi
rs
t
s
e
t
o
f
s
e
rv
ic
e
s
.

•A
llo
w
s
c
u
s
to
m
e
rs
to
s
e
lf
s
e
rv
e
b
y
b
o
o
k
in
g
,
re
p
o
rt
in
g
,
a
p
p
ly
in
g
,
tr
a
c
k
in
g
a
n
d
p
a
y
in
g
fo
r
k
e
y
s
e
rv
ic
e
s
o
n
lin
e
.
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

9
7

6
.
D
e
s
ig
n
o
f
th
e
F
u
tu
re
S
ta
te
–
th
e
‘T
o
B
e
’
A
n
a
ly
s
is

O
v
e
rv
ie
w
o
f
A
p
p
ro
a
c
h

O
u
r
A
p
p
ro
a
c
h
–
H
ig
h
L
e
v
e
l
F
u
tu
re
V
is
io
n
D
e
s
ig
n

W
it
h
th
e
C
o
u
n
c
il’
s
c
u
s
to
m
e
r
e
x
p
e
ri
e
n
c
e
v
is
io
n
o
f
th
e
fu
tu
re
in
m
in
d
,
th
e
h
e
a
d
s
o
f
s
e
rv
ic
e
a
n
d
s
e
n
io
r
te
a
m

m
e
m
b
e
rs
w
e
re
e
n
c
o
u
ra
g
e
d
to
s
h
a
re
th
e
ir
v
is
io
n
o
f
th
e
fu
tu
re
fo
r
th
e
c
u
s
to
m
e
r
fa
c
in
g
p
ro
c
e
s
s
e
s
in
th
e
ir
re
s
p
e
c
ti
v
e

s
e
rv
ic
e
a
re
a
s
.
T
h
e
s
e
w
e
re
c
h
a
lle
n
g
e
d
b
y
th
e
C
u
s
to
m
e
r
F
ir
s
t
te
a
m
to
v
a
lid
a
te
th
a
t
th
e
y
w
e
re
c
o
s
t
e
ff
e
c
ti
v
e
,

im
p
ro
v
e
d
c
u
s
to
m
e
r
s
e
rv
ic
e
a
n
d
o
p
ti
m
is
e
d
th
e
u
s
e
o
f
in
n
o
v
a
ti
v
e
te
c
h
n
o
lo
g
y
.

T
h
e
‘T
o
B
e
’
v
is
io
n
o
f
th
e
fu
tu
re
o
u
tp
u
ts
w
e
re
c
a
p
tu
re
d
a
n
d
d
o
c
u
m
e
n
te
d
in
th
e
s
a
m
e
w
a
y
a
s
th
e
‘A
s
Is
’
c
u
rr
e
n
t

s
ta
te
.
T
h
is
w
a
s
s
o
th
a
t
th
e
o
u
tp
u
ts
h
a
d
a
c
o
n
s
is
te
n
t
a
n
d
fa
m
ili
a
r
fe
e
l
a
b
o
u
t
th
e
m
b
u
t
m
o
re
im
p
o
rt
a
n
tl
y
it
c
a
n
b
e

e
a
s
ily
s
e
e
n
w
h
e
re
th
e
o
p
e
ra
ti
o
n
o
f
th
e
p
ro
c
e
s
s
s
te
p
s
w
a
s
s
h
if
ti
n
g
.
T
h
is
is
im
p
o
rt
a
n
t
w
h
e
n
w
e
a
re
e
v
id
e
n
c
in
g

m
o
v
in
g
c
u
s
to
m
e
r
c
o
n
ta
c
t
fr
o
m
th
e
b
a
c
k
o
ff
ic
e
s
e
rv
ic
e
s
u
p
p
o
rt
to
th
e
fr
o
n
t
o
ff
ic
e
c
u
s
to
m
e
r
c
o
n
ta
c
t
c
e
n
tr
e
o
r
to

o
n
lin
e
s
e
lf
s
e
rv
ic
e
.

A
s
w
e
ll
a
s
ill
u
s
tr
a
ti
n
g
th
e
p
ro
c
e
s
s
d
e
liv
e
ry
,
th
e
h
ig
h
le
v
e
l
d
e
s
ig
n
d
o
c
u
m
e
n
ts
a
ls
o
c
a
p
tu
re
th
e
S
c
a
le
o
f
C
h
a
n
g
e
fo
r

e
a
c
h
‘T
o
B
e
’
p
ro
c
e
s
s
.
E
a
c
h
‘T
o
B
e
’
p
ro
c
e
s
s
is
ra
te
d
e
it
h
e
r
H
ig
h
,
M
e
d
iu
m
o
r
L
o
w
u
n
d
e
r
th
e
fo
llo
w
in
g
c
a
te
g
o
ri
e
s
:

•E
c
o
n
o
m
ie
s
o
f
S
c
a
le
(A
g
g
re
g
a
ti
o
n
o
f
re
la
te
d
jo
b
s
in
to
fl
e
x
ib
le
jo
b
s
,
g
ro
u
p
in
g
o
f
e
m
p
lo
y
e
e
s
w
h
o
p
e
rf
o
rm

s
im
ila
r

ta
s
k
s
to
m
a
k
e
b
e
tt
e
r
u
s
e
o
f
ti
m
e
,
e
tc
)

•R
e
m
o
v
in
g
/
R
e
d
u
c
in
g
W
o
rk
(A
c
ti
v
it
ie
s
n
o
lo
n
g
e
r
p
e
rf
o
rm
e
d
d
u
e
to
a
u
to
m
a
ti
o
n
,
re
m
o
v
a
l
o
f
a
v
o
id
a
b
le
c
u
s
to
m
e
r

c
o
n
ta
c
t,
e
tc
)

•S
im
p
lif
ic
a
ti
o
n
o
f
P
ro
c
e
s
s
(E
ff
ic
ie
n
c
ie
s
g
a
in
e
d
th
ro
u
g
h
p
ro
c
e
s
s
re
-e
n
g
in
e
e
ri
n
g
,
u
s
e
o
f
c
o
m
m
o
n
p
ro
c
e
s
s
e
s
,

c
o
n
s
o
lid
a
ti
o
n
o
f
p
ro
c
e
s
s
e
s
,
e
tc
)

T
h
is
a
llo
w
e
d
th
e
h
e
a
d
s
o
f
s
e
rv
ic
e
to
e
a
s
ily
s
e
e
th
e
b
e
n
e
fi
ts
o
f
th
e
fu
tu
re
v
is
io
n
d
u
ri
n
g
th
e
s
ig
n
o
ff
p
ro
c
e
s
s
.
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

9
8

6
.
D
e
s
ig
n
o
f
th
e
F
u
tu
re
S
ta
te
–
th
e
‘T
o
B
e
’
A
n
a
ly
s
is

O
v
e
rv
ie
w
o
f
A
p
p
ro
a
c
h

O
u
r
A
p
p
ro
a
c
h
–
D
e
ta
ile
d
P
ro
c
e
s
s
‘T
o
B
e
’
D
e
s
ig
n

A
s
w
it
h
a
n
y
p
ro
g
ra
m
m
e
o
f
th
is
k
in
d
,
th
e
re
a
re
c
o
s
t
e
ff
ic
ie
n
c
ie
s
a
n
d
p
e
rf
o
rm
a
n
c
e
im
p
ro
v
e
m
e
n
t
b
e
n
e
fi
ts
w
h
ic
h

m
u
s
t
b
e
id
e
n
ti
fi
e
d
,
a
n
a
ly
s
e
d
a
n
d
fo
rm
a
lis
e
d
in
te
rm
s
o
f
h
o
w
th
e
y
c
a
n
b
e
a
c
h
ie
v
e
d
.
T
h
e
o
u
tp
u
ts
o
f
th
e
h
ig
h
le
v
e
l

d
e
s
ig
n
w
o
rk
s
h
o
p
s
w
e
re
u
s
e
d
to
g
u
id
e
th
e
fa
c
ili
ta
ti
o
n
o
f
d
e
ta
ile
d
d
e
s
ig
n
w
o
rk
s
h
o
p
s
,
d
u
ri
n
g
w
h
ic
h
th
e
C
u
s
to
m
e
r

F
ir
s
t
te
a
m
w
o
u
ld
c
a
p
tu
re
a
n
d
d
o
c
u
m
e
n
t
th
e
d
e
ta
ile
d
p
ro
c
e
s
s
s
te
p
s
o
f
th
e
fu
tu
re
o
p
e
ra
ti
n
g
p
ro
c
e
s
s
e
s
.

A
s
ta
n
d
a
rd
a
p
p
ro
a
c
h
fo
r
c
u
s
to
m
e
r
fa
c
in
g
p
ro
c
e
s
s
e
s
w
it
h
in
a
ll
s
e
rv
ic
e
a
re
a
s
a
c
ro
s
s
th
e
C
o
u
n
c
il
w
a
s
d
e
v
e
lo
p
e
d
.

T
h
e
C
u
s
to
m
e
r
F
ir
s
t
te
a
m
in
tr
o
d
u
c
e
d
th
e
s
e
rv
ic
e
a
re
a
s
to
a
s
u
it
e
o
f
tr
a
n
s
a
c
ti
o
n
p
ro
c
e
s
s
e
s
w
h
ic
h
w
e
re
u
s
e
d
d
u
ri
n
g

th
e
d
e
ta
ile
d
d
e
s
ig
n
w
o
rk
s
h
o
p
s
to
g
u
id
e
th
e
d
e
s
ig
n
o
f
th
e
d
e
ta
ile
d
‘T
o
B
e
’
p
ro
c
e
s
s
e
s
.
T
h
e
s
ta
n
d
a
rd
tr
a
n
s
a
c
ti
o
n

p
ro
c
e
s
s
e
s
a
re
a
s
fo
llo
w
s
:

•R
e
p
o
rt
It

•R
e
q
u
e
s
t
It
(S
e
rv
ic
e
)

•R
e
q
u
e
s
t
It
(I
n
fo
rm
a
ti
o
n
)

•A
p
p
ly
F
o
r
It

•P
a
y
F
o
r
It

•B
o
o
k
It

E
a
c
h
o
f
th
e
c
u
s
to
m
e
r
fa
c
in
g
p
ro
c
e
s
s
e
s
w
e
re

re
v
ie
w
e
d
a
n
d
a
n
a
ly
s
e
d
u
s
in
g
th
e
c
o
rr
e
s
p
o
n
d
in
g
s
ta
n
d
a
rd

tr
a
n
s
a
c
ti
o
n
p
ro
c
e
s
s
e
s
a
s
a
g
u
id
e
lin
e
.
T
h
is
in
c
lu
d
e
d
p
re
p
a
ri
n
g
s
e
rv
ic
e
s
p
e
c
if
ic
s
u
b
p
ro
c
e
s
s
e
s
fo
r
in
d
iv
id
u
a
l
s
e
rv
ic
e

a
re
a
s
,
i.
e
.
e
lig
ib
ili
ty
,
c
u
s
to
m
e
r
c
o
m
m
u
n
ic
a
ti
o
n
,
c
lo
s
in
g
a
re
c
o
rd
,
e
tc
.
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

9
9

6
.
D
e
s
ig
n
o
f
th
e
F
u
tu
re
S
ta
te
–
th
e
‘T
o
B
e
’
A
n
a
ly
s
is

O
v
e
rv
ie
w
o
f
A
p
p
ro
a
c
h

O
u
r
A
p
p
ro
a
c
h
–
F
u
n
c
ti
o
n
a
l
S
p
e
c
if
ic
a
ti
o
n
D
e
v
e
lo
p
m
e
n
t

T
h
e
o
u
tp
u
ts
o
f
th
e
d
e
ta
ile
d
d
e
s
ig
n
w
o
rk
s
h
o
p
h
a
v
e
b
e
e
n
u
s
e
d
to
in
fo
rm
th
e
p
ro
c
u
re
m
e
n
t
p
ro
c
e
s
s
o
f
a
n
e
n
d
u
ri
n
g

s
o
lu
ti
o
n
to
s
u
p
p
o
rt
th
e
C
o
u
n
c
il
a
c
h
ie
v
e
it
s
d
ig
it
a
l
a
m
b
it
io
n
s
.
U
s
in
g
th
e
in
fo
rm
a
ti
o
n
fr
o
m
th
e
w
o
rk
s
h
o
p
s
,
d
e
ta
ile
d

p
ro
c
e
s
s
d
o
c
u
m
e
n
ta
ti
o
n
w
a
s
p
re
p
a
re
d
b
y
th
e
C
u
s
to
m
e
r
F
ir
s
t
te
a
m
.
E
a
c
h
s
te
p
in
th
e
p
ro
c
e
s
s
d
o
c
u
m
e
n
t
h
a
s
a
n

a
c
c
o
m
p
a
n
y
in
g
n
a
rr
a
ti
v
e
w
h
ic
h
e
x
p
la
in
s
th
e
p
ro
c
e
s
s
in
m
o
re
d
e
ta
il.
T
h
is
in
fo
rm
a
ti
o
n
w
a
s
a
ls
o
u
s
e
d
to
in
fo
rm
th
e

IC
T
T
e
a
m
d
e
v
e
lo
p
c
o
m
p
re
h
e
n
s
iv
e
b
u
s
in
e
s
s
re
q
u
ir
e
m
e
n
ts
w
h
ic
h
a
re
e
s
s
e
n
ti
a
l
fo
r
a
n
y
fu
tu
re
e
n
d
u
ri
n
g
IT
s
o
lu
ti
o
n
.
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

1
0
0

6
.
D
e
s
ig
n
o
f
th
e
F
u
tu
re
S
ta
te
–
th
e
‘T
o
B
e
’
A
n
a
ly
s
is

O
v
e
rv
ie
w
o
f
A
p
p
ro
a
c
h

F
u
tu
re
C
u
s
to
m
e
r
C
o
n
ta
c
t
C
h
a
n
n
e
l
O
v
e
rv
ie
w

T
h
e
a
im
o
f
C
u
s
to
m
e
r
F
ir
s
t
is
n
o
t
to
re
m
o
v
e
c
u
s
to
m
e
r
c
o
n
ta
c
t
c
h
a
n
n
e
ls
fr
o
m
th
e
C
o
u
n
c
il
s
e
rv
ic
e
a
re
a
s
.
T
h
e
a
im
is

to
u
s
e
c
u
s
to
m
e
r
in
s
ig
h
t
a
n
d
a
n
a
ly
s
is
to
in
fo
rm

u
s
w
h
a
t
c
h
a
n
n
e
ls
c
u
s
to
m
e
rs
p
re
fe
r
to
u
s
e
w
h
e
n
c
o
n
ta
c
ti
n
g
th
e

C
o
u
n
c
il
a
n
d
p
ro
v
id
e
th
a
t
o
p
ti
o
n
in
a
n
e
ff
ic
ie
n
t
a
n
d
e
ff
e
c
ti
v
e
m
a
n
n
e
r.
T
h
e
C
o
u
n
c
il
c
u
rr
e
n
tl
y
la
c
k
s
a
n
e
ff
ic
ie
n
t
a
n
d

e
ff
e
c
ti
v
e
s
e
lf
s
e
rv
ic
e
o
p
ti
o
n
a
c
ro
s
s
s
e
rv
ic
e
a
re
a
s
.
T
h
e
re
fo
re
,
th
is
is
a
p
ri
o
ri
ty
fo
r
th
e
C
o
u
n
c
il
g
iv
e
n
th
e
o
u
tp
u
ts

fr
o
m

o
u
r
c
u
s
to
m
e
r
in
s
ig
h
t
a
n
d
a
n
a
ly
s
is
.
T
h
e
fo
llo
w
in
g
m
o
d
e
l
ill
u
s
tr
a
te
s
th
e
C
o
u
n
c
il’
s
fu
tu
re

v
is
io
n
fo
r

c
o
m
m
u
n
ic
a
ti
o
n
c
h
a
n
n
e
ls
:

C
u
s
to
m
e
r
S
e
rv
ic
e

F
ro
n
t
L
in
e
D
e
li
v
e
ry

T
h
e
C
o
re

A
s
c
a
n
b
e
s
e
e
n
,
s
e
lf
s
e
rv
ic
e
v
ia
th
e
C
o
u
n
c
il’
s
w
e
b
s
it
e
a
n
d
e
x
te
rn
a
l
w
e
b
s
it
e
s
,
w
h
e
re
th
e
re
is
a
lr
e
a
d
y
a
s
e
lf
s
e
rv
ic
e

o
p
ti
o
n
,
h
a
v
e
in
c
re
a
s
e
d
in
s
iz
e
in
c
o
m
p
a
ri
s
o
n
to
th
e
c
u
rr
e
n
t
m
o
d
e
l.
T
h
e
in
te
n
ti
o
n
is
to
u
s
e
te
c
h
n
o
lo
g
y
to
p
e
rf
o
rm

m
o
re
o
f
th
e
s
e
rv
ic
e
s
u
p
p
o
rt
ta
s
k
s
a
n
d
w
h
e
re
p
h
y
s
ic
a
l
in
te
ra
c
ti
o
n
is
re
q
u
ir
e
d
m
o
v
e
m
o
re
o
f
th
is
in
to
c
u
s
to
m
e
r

s
e
rv
ic
e
s
.
T
h
e
fo
llo
w
in
g
‘r
ic
h
p
ic
tu
re
s
’
fo
r
e
a
c
h
s
e
rv
ic
e
a
re
a
ill
u
s
tr
a
te
h
o
w
c
u
s
to
m
e
r
c
o
m
m
u
n
ic
a
ti
o
n
c
h
a
n
n
e
ls
w
ill

s
h
if
t.

Customer

Contact

Customer Contact

S
e
lf
S
e
rv
e
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

1
0
1

S
u
s
ta
in
a
b
le
C
o
m
m
u
n
it
ie
s

•
P
la
n
n
in
g

•
B
u
ild
in
g
C
o
n
tr
o
l

•
H
ig
h
w
a
y
s

•
S
c
h
o
o
l
T
ra
n
s
p
o
rt

•
W
a
s
te

•
L
e
is
u
re

•
A
d
u
lt
S
k
ill
s
a
n
d
C
o
m
m
u
n
it
y
L
e
a
rn
in
g
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

1
0
2

6
.
D
e
s
ig
n
o
f
th
e
F
u
tu
re
S
ta
te
–
th
e
‘T
o
B
e
’
A
n
a
ly
s
is

S
u
s
ta
in
a
b
le
C
o
m
m
u
n
it
ie
s
–
P
la
n
n
in
g

P
la
n
n
in
g
V
is
io
n
fo
r
th
e
F
u
tu
re

A
s
p
la
n
n
in
g
a
lr
e
a
d
y
h
a
s
a
n
o
n
lin
e
a
p
p
lic
a
ti
o
n
s
y
s
te
m
,
th
e
e
m
p
h
a
s
is
w
ill
b
e
o
n
e
n
c
o
u
ra
g
in
g
m
o
re
c
u
s
to
m
e
rs
to

m
a
k
e
th
e
tr
a
n
s
it
io
n
to
th
is
c
u
s
to
m
e
r
s
e
rv
ic
e
c
h
a
n
n
e
l.
In
a
d
d
it
io
n
,
te
c
h
n
o
lo
g
y
w
ill
b
e
u
s
e
d
to
im
p
ro
v
e
th
e
s
e
rv
ic
e

s
u
p
p
o
rt
p
ro
c
e
s
s
e
s
th
ro
u
g
h
in
te
g
ra
ti
n
g
s
y
s
te
m
s
,
a
u
to
m
a
ti
n
g
e
lig
ib
ili
ty
c
h
e
c
k
s
a
n
d
m
o
b
ile
w
o
rk
in
g
.

S
e
lf
S
e
rv
ic
e

•A
p
p
lic
a
ti
o
n
s
s
u
b
m
it
te
d
v
ia
e
F
o
rm
(P
la
n
n
in
g

P
o
rt
a
l)

•O
n
lin
e
p
a
y
m
e
n
ts

•C
o
m
p
re
h
e
n
s
iv
e
o
n
lin
e
F
A
Q
s
a
n
d
k
n
o
w
le
d
g
e

o
b
je
c
t

•M
o
re
a
p
p
lic
a
ti
o
n
s
re
c
e
iv
e
d
v
ia
o
n
lin
e
P
la
n
n
in
g

P
o
rt
a
l

P
ro
c
e
s
s
Im
p
ro
v
e
m
e
n
t

•A
u
to
m
a
te
d
e
lig
ib
ili
ty
c
h
e
c
k
s
p
e
rf
o
rm
e
d
v
ia
G
IS

•M
o
b
ile
w
o
rk
in
g
u
s
in
g
m
o
b
ile
d
e
v
ic
e
s

•O
n
lin
e
c
a
s
e
m
a
n
a
g
e
m
e
n
t

•I
n
c
re
a
s
e
d
u
s
a
g
e
o
f
th
e
P
la
n
n
in
g
P
o
rt
a
l

•A
u
to
m
a
te
d
w
o
rk
fl
o
w
p
ro
c
e
s
s

•O
n
lin
e
c
o
s
t
c
a
lc
u
la
to
r
lin
k
e
d
to
e
F
o
rm
a
n
d
o
n
lin
e

p
a
y
m
e
n
t
fu
n
c
ti
o
n

•P
a
y
m
e
n
t
tr
a
c
k
e
d
v
ia
e
F
o
rm

•M
o
b
ile
w
o
rk
m
a
n
a
g
e
m
e
n
t

•S
y
s
te
m
s
in
te
g
ra
ti
o
n
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

1
0
3

W
h
a
t
d
o
e
s
th
is
m
e
a
n
fo
r
th
e
P
la
n
n
in
g
S
e
rv
ic
e
…

P
la
n
n
in
g
S
e
rv
ic
e

S
e
lf
S
e
rv
ic
e
:

E
x
te
rn
a
ll
y
:
T
h
e
m
a
jo
ri
ty
o
f
th
e
P
la
n
n
in
g
s
e
rv
ic
e
s
th
a
t
o
u
r

c
u
s
to
m
e
rs
a
c
c
e
s
s
w
ill
b
e
a
v
a
ila
b
le
th
ro
u
g
h
o
u
r
w
e
b
s
it
e
o
r

th
e
n
a
ti
o
n
a
l
p
la
n
n
in
g
p
o
rt
a
l.

In
te
rn
a
ll
y
:
P
la
n
n
e
rs
w
ill
a
ls
o
b
e
a
b
le
to
a
c
c
e
s
s
a
ll

d
o
c
u
m
e
n
ta
ti
o
n
o
n
lin
e
w
h
ils
t
o
n
s
it
e
.

C
u
s
to
m
e
r
S
e
rv
ic
e
C
e
n
tr
e
:

C
u
s
to
m
e
r
S
e
rv
ic
e
A
d
v
is
o
rs
w
ill
c
o
n
ti
n
u
e
to
ta
k
e
c
a
lls

fo
r
P
la
n
n
in
g
,
b
u
t
th
e
y
w
ill
b
e
a
b
le
to
a
d
v
is
e
c
a
lle
rs
to

s
u
b
m
it
a
p
p
lic
a
ti
o
n
s
/m
a
k
e
p
a
y
m
e
n
ts
o
n
lin
e
a
ls
o
.

T
h
e
P
la
n
n
in
g
S
e
rv
ic
e
:

D
ia
ry
M
a
n
a
g
e
m
e
n
t
a
n
d
s
it
e
a
s
s
e
s
s
m
e
n
ts
w
ill
re
m
a
in

th
e
re
s
p
o
n
s
ib
ili
ty
o
f
th
e
P
la
n
n
in
g
S
e
rv
ic
e
.

1
.P
re
-a
p
p
li
c
a
ti
o
n
s
a
d
v
ic
e

2
.N
e
w
a
p
p
li
c
a
n
ts

C
u
rr
e
n
tl
y
,
th
e
C
u
s
to
m
e
r
S
e
rv
ic
e
C
e
n
tr
e
a
c
ts
a
s
a
n
in
it
ia
l
p
o
in
t
o
f
c
o
n
ta
c
t
a
n
d
tr
a
n
s
fe
rs
c
o
m
p
le
x
c
a
lls
to
th
e
P
la
n
n
in
g

s
e
rv
ic
e
.
In
th
e
fu
tu
re
th
e
C
u
s
to
m
e
r
S
e
rv
ic
e
A
d
v
is
o
rs
w
ill
b
e
a
b
le
to
h
a
n
d
le
a
la
rg
e
r
p
ro
p
o
rt
io
n
o
f
q
u
e
ri
e
s
,
e
n
c
o
u
ra
g
e

re
s
id
e
n
ts
to
m
a
k
e
a
p
la
n
n
in
g
a
p
p
lic
a
ti
o
n
s
o
n
lin
e
a
n
d
m
a
k
e
p
a
y
m
e
n
ts
o
n
lin
e
.

P
ro
p
o
s
e
d
n
e
w
s
e
rv
ic
e

d
e
liv
e
ry
m
o
d
e
l

Agenda Item 8
Page 105



C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

1
0
4

A
ll
g
e
n
e
ra
l
e
n
q
u
ir
ie
s
s
h
o
u
ld
b
e
s
u
b
m
it
te
d
v
ia

e
F
o
rm

A
p
p
li
c
a
ti
o
n
s
s
h
o
u
ld
b
e
s
u
b
m
it
te
d
o
n
li
n
e
v
ia

e
F
o
rm

a
s
d
e
fa
u
lt
w
it
h
a
re
d
u
c
e
d
n
u
m
b
e
r
b
y

p
h
o
n
e

P
la
n
n
e
rs
m
a
n
a
g
e
th
e
ir
o
w
n
d
ia
ri
e
s
a
n
d
s
it
e

v
is
it
s

T
h
e
e
F
o
rm

w
il
l
lo
o
k
u
p
G
IS
to
d
e
te
rm
in
e
if
s
it
e

is
in
C
e
n
tr
a
l
B
e
d
s
a
re
a
.
U
s
e
P
o
s
t
C
o
d
e
,
G
IS

C
o
o
rd
in
a
te
s
a
n
d
L
L
P
G

6
.
D
e
s
ig
n
o
f
th
e
F
u
tu
re
S
ta
te
–
th
e
‘T
o
B
e
’
A
n
a
ly
s
is

P
la
n
n
in
g
–
P
re
-P
la
n
n
in
g
A
p
p
lic
a
ti
o
n
A
d
v
ic
e

D
o
-a
b
il
it
y

C
u
rr
e
n
t
S
ta
te

F
u
tu
re
S
ta
te

S
e
rv
ic
e
S
u
p
p
o
rt

C
u
s
to
m
e
r
S
e
rv
ic
e
s

F
ro
n
t
L
in
e
D
e
li
v
e
ry

S
e
lf
S
e
rv
e

In
it
ia
l

C
u
s
to
m
e
r

C
o
n
ta
c
t

A
s
s
e
s
s
&

D
e
c
id
e

B
il
li
n
g
a
n
d

P
a
y
m
e
n
t

M
a
n
u
a
l
re
v
ie
w
o
f
s
it
e

lo
c
a
ti
o
n
o
n
a
p
p
li
c
a
ti
o
n

O
n
li
n
e
c
a
lc
u
la
to
r
o
r
b
a
c
k

o
ff
ic
e
te
a
m
m
e
m
b
e
r

a
d
v
is
e
s
o
f
c
o
s
t

P
la
n
n
e
r
re
v
ie
w
s
a
n
d

d
e
te
rm
in
e
s
re
s
p
o
n
s
e

R
e
s
p
o
n
s
e
ta
k
e
n
s
e
n
io
r

p
la
n
n
e
r
to
a
p
p
ro
v
e
b
e
fo
re

is
s
u
e

A
u
to
m
a
te
d
lo
o
k
u
p
o
f
s
it
e

lo
c
a
ti
o
n
in
G
IS

A
u
to
m
a
te
d
w
o
rk
fl
o
w
w
it
h

p
ri
o
ri
ty
in
d
ic
a
to
r
to
a
d
v
is
e

o
f
a
p
p
ro
v
a
l
n
e
e
d
e
d

C
a
ll
s
in
to
C
u
s
to
m
e
r
s
e
rv
ic
e
s
–

w
il
l
b
e
p
a
s
s
e
d
to
b
a
c
k
o
ff
ic
e
in

m
o
s
t
c
a
s
e
s

D
e
ta
il
e
d
a
d
v
ic
e
re
q
u
e
s
ts
m
a
d
e

v
ia
p
h
o
n
e
o
r
p
o
s
t
to
b
a
c
k

o
ff
ic
e

P
la
n
n
e
r
o
rg
a
n
is
e
w
o
rk
lo
a
d

a
n
d
a
p
p
o
in
tm
e
n
ts

R
e
q
u
e
s
t
fo
r
a
d
v
ic
e
m
a
d
e

th
ro
u
g
h
e
F
o
rm

o
r
p
h
o
n
e

P
la
n
n
e
rs
o
rg
a
n
is
e

w
o
rk
lo
a
d
a
n
d
a
p
p
o
in
tm
e
n
ts

1
.1
E
n
q
u
ir
y

H
a
n
d
li
n
g

1
.2
R
e
q
u
e
s
ts
/

A
p
p
li
c
a
ti
o
n
s

1
.3
M
a
n
a
g
in
g

A
p
p
o
in
tm
e
n
ts

2
.1
E
li
g
ib
il
it
y

2
.2
A
s
s
e
s
s
m
e
n
t

2
.3
A
p
p
ro
v
a
l

3
.1
B
il
li
n
g

G
e
n
e
ra
l
Q
u
e
ri
e
s
s
u
b
m
it
te
d

o
n
li
n
e
v
ia
e
F
o
rm

P
a
y
b
y
p
h
o
n
e
,
c
h
e
q
u
e
o
r

c
a
s
h
.
M
a
n
u
a
l
c
h
e
c
k
fo
r

p
a
y
m
e
n
t
b
e
fo
re
a
c
ti
o
n

P
a
y
m
e
n
t
o
n
li
n
e
o
r
c
h
e
q
u
e
.

A
u
to
m
a
te
d
li
n
k
to
s
y
s
te
m

to
v
e
ri
fy
p
a
y
m
e
n
t
re
c
e
iv
e
d

3
.2
P
a
y
m
e
n
t

R
e
s
p
o
n
s
e
s
a
re
p
re
-p
o
p
u
la
te
d
w
it
h
a
p
p
li
c
a
ti
o
n

d
e
ta
il
s
a
n
d
p
la
n
n
e
r
a
d
d
s
re
s
p
o
n
s
e

A
w
o
rk
fl
o
w
in
E
C
M
to
m
a
n
a
g
e
a
p
p
li
c
a
ti
o
n

p
ro
g
re
s
s
w
h
ic
h
c
a
n
b
e
v
ie
w
e
d
o
n
li
n
e
b
y
th
e

c
u
s
to
m
e
r

O
n
li
n
e
c
a
lc
u
la
to
r
e
m
b
e
d
d
e
d
w
it
h
in
e
F
o
rm

a
p
p
li
c
a
ti
o
n
c
a
lc
u
la
te
s
c
o
s
t
o
f
s
e
rv
ic
e
.
L
in
k
e
d

to
p
a
y
m
e
n
t
s
o
p
a
y
m
e
n
t
c
a
n
b
e
tr
a
c
e
d

P
a
y
m
e
n
t
p
re
fe
re
n
c
e
is
o
n
li
n
e
.
P
a
y
m
e
n
t

s
y
s
te
m
w
il
l
li
n
k
to
E
C
M
to
s
h
o
w
p
a
y
m
e
n
t

s
ta
tu
s
b
e
fo
re
p
la
n
n
e
r
a
c
ti
o
n
s
a
p
p
li
c
a
ti
o
n

T
h
e
C
o
re

S
c
a
le
o
f
th
e
C
h
a
n
g
e
:
E
c
o
n
o
m
ie
s
o
f
S
c
a
le

R
e
m
o
v
in
g
/
R
e
d
u
c
in
g
W
o
rk

S
im
p
li
fi
c
a
ti
o
n
o
f
P
ro
c
e
s
s

L
M

M

P
la
n
n
e
r
in
p
u
t
is
re
d
u
c
e
d

th
ro
u
g
h
p
a
rt
ly
p
re
-

p
o
p
u
la
te
d
re
s
p
o
n
s
e
s

O
n
li
n
e
c
a
lc
u
la
to
r
a
d
v
is
e
s

o
f
c
o
s
t.
L
in
k
e
d
to
e
F
o
rm

s
o
p
a
y
m
e
n
t
c
a
n
b
e
tr
a
c
e
d

3
rd
P
a
rt
y
S
y
s
te
m

T
h
is
is
a
n
e
x
a
m
p
le
,
T
o
-b
e

a
n
a
ly
s
is
is
a
v
a
il
a
b
le
fo
r
a
ll

p
ro
c
e
s
s
e
s
in
A
p
p
e
n
d
ix
II
I
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

1
0
5

6
.
D
e
s
ig
n
o
f
th
e
F
u
tu
re
S
ta
te
–
th
e
‘T
o
B
e
’
A
n
a
ly
s
is

S
u
s
ta
in
a
b
le
C
o
m
m
u
n
it
ie
s
–
B
u
ild
in
g
C
o
n
tr
o
l

B
u
ild
in
g
C
o
n
tr
o
l
V
is
io
n
fo
r
th
e
F
u
tu
re
O
v
e
rv
ie
w

B
u
ild
in
g
C
o
n
tr
o
l
a
lr
e
a
d
y
h
a
s
a
n
o
n
lin
e
a
p
p
lic
a
ti
o
n
s
y
s
te
m
,
th
e
re
fo
re
th
e
e
m
p
h
a
s
is
w
ill
b
e
o
n
e
n
c
o
u
ra
g
in
g
m
o
re

c
u
s
to
m
e
rs
to
s
h
if
t
o
v
e
r
to
th
is
c
h
a
n
n
e
l.
T
h
e
u
s
e
o
f
s
m
a
rt
p
h
o
n
e
a
p
p
te
c
h
n
o
lo
g
y
w
ill
a
ls
o
b
e
in
tr
o
d
u
c
e
d
to
re
p
o
rt

a
n
is
s
u
e
.
T
h
is
w
ill
a
llo
w
c
u
s
to
m
e
rs
to
ta
k
e
a
p
ic
tu
re
a
n
d
u
s
e
g
e
o
ta
g
g
in
g
to
lo
c
a
te
th
e
is
s
u
e
,
th
e
re
b
y
p
ro
v
id
in
g
th
e

C
o
u
n
c
il
w
it
h
m
o
re
a
c
c
u
ra
te
in
fo
rm
a
ti
o
n
w
h
ic
h
w
ill
im
p
ro
v
e
c
u
s
to
m
e
r
s
e
rv
ic
e
.
In
a
d
d
it
io
n
,
te
c
h
n
o
lo
g
y
w
ill
b
e
u
s
e
d

to
im
p
ro
v
e
th
e
s
e
rv
ic
e
s
u
p
p
o
rt
p
ro
c
e
s
s
e
s
th
ro
u
g
h
in
te
g
ra
ti
n
g
s
y
s
te
m
s
,
a
u
to
m
a
ti
n
g
e
lig
ib
ili
ty
c
h
e
c
k
s
a
n
d
m
o
b
ile

w
o
rk
in
g
.

S
e
lf
S
e
rv
ic
e

•U
s
e
o
f
S
m
a
rt
p
h
o
n
e
A
p
p
s
to
re
p
o
rt
is
s
u
e
s

•O
n
lin
e
e
F
o
rm
to
re
p
o
rt
a
n
is
s
u
e

•O
n
lin
e
p
a
y
m
e
n
t
fu
n
c
ti
o
n
a
lit
y

•O
n
lin
e
a
p
p
o
in
tm
e
n
t
b
o
o
k
in
g
s
y
s
te
m

P
ro
c
e
s
s
Im
p
ro
v
e
m
e
n
t

•I
n
te
g
ra
te
d
fr
o
n
t
o
ff
ic
e
a
n
d
b
a
c
k
o
ff
ic
e
s
y
s
te
m
s

•E
ff
ic
ie
n
t
w
o
rk
a
llo
c
a
ti
o
n

•R
e
d
u
c
ti
o
n
in
p
ri
n
ti
n
g
a
n
d
s
c
a
n
n
in
g

d
o
c
u
m
e
n
ta
ti
o
n

•A
u
to
m
a
te
d
e
lig
ib
ili
ty
c
h
e
c
k
s
p
e
rf
o
rm
e
d
v
ia
G
IS

•U
s
e
o
f
p
ic
tu
re
s
a
n
d
g
e
o
ta
g
g
in
g
to
a
s
s
e
s
s

b
u
ild
in
g
c
o
n
tr
o
l
is
s
u
e
re
p
o
rt
s

•M
o
b
ile
w
o
rk
in
g
u
s
in
g
m
o
b
ile
d
e
v
ic
e
s

•O
n
lin
e
c
a
s
e
m
a
n
a
g
e
m
e
n
t
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

1
0
6

W
h
a
t
d
o
e
s
th
is
m
e
a
n
fo
r
th
e
B
u
il
d
in
g
C
o
n
tr
o
l
S
e
rv
ic
e
…
…

B
u
il
d
in
g
C
o
n
tr
o
l

S
e
rv
ic
e

S
e
lf
S
e
rv
ic
e
:

E
x
te
rn
a
ll
y
:
A
ll
B
u
ild
in
g
C
o
n
tr
o
l
s
e
rv
ic
e
s
th
a
t
o
u
r
c
u
s
to
m
e
rs
a
c
c
e
s
s
w
ill
b
e

a
v
a
ila
b
le
th
ro
u
g
h
o
u
r
w
e
b
s
it
e
.
C
u
s
to
m
e
rs
w
ill
b
e
a
b
le
to
c
a
rr
y
o
u
t
a
p
re
-

a
p
p
lic
a
ti
o
n
c
h
e
c
k
u
s
in
g
G
IS
.

In
te
rn
a
ll
y
:
B
u
ild
in
g
C
o
n
tr
o
l
s
ta
ff
a
n
d
c
o
n
tr
a
c
to
rs
w
ill
a
ls
o
b
e
a
b
le
to

a
c
c
e
s
s
a
ll
d
o
c
u
m
e
n
ta
ti
o
n
th
ro
u
g
h
o
u
r
w
e
b
s
it
e
w
h
ils
t
o
n
s
it
e
.

C
u
s
to
m
e
r
S
e
rv
ic
e
C
e
n
tr
e
:

C
u
s
to
m
e
r
S
e
rv
ic
e
A
d
v
is
o
rs
w
ill
c
o
n
ti
n
u
e
to
ta
k
e
c
a
lls
fo
r
B
u
ild
in
g

C
o
n
tr
o
l
,
b
u
t
th
e
y
w
ill
b
e
a
b
le
to
a
d
v
is
e
c
a
lle
rs
to
c
a
rr
y
o
u
t
th
e
s
e

a
c
ti
v
it
ie
s
o
n
o
u
r
w
e
b
s
it
e
.

T
h
e
B
u
il
d
in
g
C
o
n
tr
o
l
te
a
m
:

A
s
s
e
s
s
m
e
n
ts
a
n
d
re
p
o
rt
s
w
ill
c
o
n
ti
n
u
e
to
b
e
c
a
rr
ie
d
o
u
t
b
y
th
e

B
u
ild
in
g
C
o
n
tr
o
l
te
a
m

T
w
o
k
e
y
p
ro
c
e
s
s
e
s
w
it
h
in
B
u
il
d
in
g
C
o
n
tr
o
l:

1
.R
e
p
o
rt
in
g
a
B
u
il
d
in
g
C
o
n
tr
o
l
is
s
u
e

2
.N
e
w
B
u
il
d
in
g
C
o
n
tr
o
l
a
p
p
li
c
a
ti
o
n
s

C
u
rr
e
n
tl
y
th
e
C
u
s
to
m
e
r
S
e
rv
ic
e
C
e
n
tr
e
a
c
ts
a
s
a
s
w
it
c
h
b
o
a
rd
,
p
a
s
s
in
g
m
o
s
t
c
a
lls
o
n
to
B
u
ild
in
g
C
o
n
tr
o
l.

In
fu
tu
re
th
e
C
u
s
to
m
e
r
S
e
rv
ic
e
A
d
v
is
o
rs
w
ill
b
e
a
b
le
to
h
a
n
d
le
a
la
rg
e
r
p
ro
p
o
rt
io
n
o
f
B
u
ild
in
g
C
o
n
tr
o
l
q
u
e
ri
e
s
a
n
d
w
ill

e
n
c
o
u
ra
g
e
re
s
id
e
n
ts
to
a
c
c
e
s
s
o
n
lin
e
in
fo
rm
a
ti
o
n
a
n
d
s
e
rv
ic
e
s
w
h
ic
h
w
ill
in
c
lu
d
e
s
u
b
m
it
ti
n
g
a
p
p
lic
a
ti
o
n
s
,
re
p
o
rt
in
g

is
s
u
e
s
a
n
d
m
a
k
in
g
p
a
y
m
e
n
ts
o
n
lin
e
.
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

1
0
7

G
IS
la
y
e
r
w
it
h
g
e
o
ta
g
g
in
g
s
o
a
p
p
li
c
a
n
ts
c
a
n

g
a
u
g
e
fe
a
s
ib
il
it
y
o
f
a
p
p
li
c
a
ti
o
n
D
y
n
a
m
ic
e
-f
o
rm

In
te
g
ra
ti
o
n
re
q
u
ir
e
d
b
e
tw
e
e
n
o
n
li
n
e
B
C

s
y
s
te
m
s
a
n
d
A
c
o
la
id
a
n
d
A
c
o
la
id
a
n
d
E
C
M

Im
p
le
m
e
n
ta
ti
o
n
o
f
a
n
o
n
li
n
e
b
o
o
k
in
g
s
y
s
te
m

fo
r
c
u
s
to
m
e
rs
to
re
q
u
e
s
t
s
it
e
v
is
it
s

E
li
g
ib
il
it
y
c
ri
te
ri
a
c
a
n
b
e
p
ro
g
ra
m
m
e
d
in
to
n
e
w

s
y
s
te
m
to
s
to
p
n
o
n
-C
B
C
a
p
p
li
c
a
ti
o
n
s

6
.
D
e
s
ig
n
o
f
th
e
F
u
tu
re
S
ta
te
–
th
e
‘T
o
B
e
’
A
n
a
ly
s
is

B
u
ild
in
g
C
o
n
tr
o
l
–
B
u
ild
in
g
C
o
n
tr
o
l
A
p
p
lic
a
ti
o
n

D
o
-a
b
il
it
y

C
u
rr
e
n
t
S
ta
te

F
u
tu
re
S
ta
te

S
e
rv
ic
e
S
u
p
p
o
rt

C
u
s
to
m
e
r
S
e
rv
ic
e
s

F
ro
n
t
L
in
e
D
e
li
v
e
ry

S
e
lf
S
e
rv
e

In
it
ia
l

C
u
s
to
m
e
r

C
o
n
ta
c
t

A
s
s
e
s
s
&

D
e
c
id
e

B
il
li
n
g
a
n
d

P
a
y
m
e
n
t

C
h
e
c
k
th
a
t
p
ro
p
e
rt
y
is
in

C
B
C

S
u
rv
e
y
o
rs
c
o
m
p
le
te
s
it
e

v
is
it
s
a
n
d
a
s
s
e
s
s

a
p
p
li
c
a
ti
o
n

S
u
rv
e
y
o
rs
w
ri
te
re
p
o
rt
a
n
d

s
e
n
d
re
c
o
m
m
e
n
d
a
ti
o
n
s

G
IS
c
a
n
d
e
te
rm
in
e
if

p
ro
p
e
rt
y
is
in
C
B
C

S
u
rv
e
y
o
rs
w
ri
te
re
p
o
rt

re
m
o
te
ly
a
n
d
s
u
b
m
it
o
n

s
it
e

C
a
ll
s
in
to
C
u
s
to
m
e
r
s
e
rv
ic
e
s
–

w
il
l
b
e
p
a
s
s
e
d
to
b
a
c
k
o
ff
ic
e
in

m
o
s
t
c
a
s
e
s

A
p
p
li
c
a
ti
o
n
s
m
a
y
b
e
s
u
b
m
it
te
d

v
ia
th
e
S
u
b
m
it
-a
-p
la
n
/B
C

o
n
li
n
e
o
r
v
ia
p
o
s
t

S
u
rv
e
y
o
rs
o
rg
a
n
is
e

w
o
rk
lo
a
d
a
n
d
s
it
e
v
is
it
s

A
ll
a
p
p
li
c
a
ti
o
n
s
th
ro
u
g
h

S
u
b
m
it
-a
-P
la
n
o
r
B
C
o
n
li
n
e

O
n
li
n
e
a
u
to
m
a
te
d

b
o
o
k
in
g
s
y
s
te
m
fo
r

c
u
s
to
m
e
rs

1
.1
E
n
q
u
ir
y

H
a
n
d
li
n
g

1
.2
R
e
q
u
e
s
ts
/

A
p
p
li
c
a
ti
o
n
s

1
.3
M
a
n
a
g
in
g

A
p
p
o
in
tm
e
n
ts

2
.1
E
li
g
ib
il
it
y

2
.2
A
s
s
e
s
s
m
e
n
t

2
.3
A
p
p
ro
v
a
l

3
.1
B
il
li
n
g

D
y
n
a
m
ic
e
fo
rm
s
a
n
d
G
IS

la
y
e
r
o
n
w
e
b
s
it
e
fo
r
p
re
-

a
p
p
li
c
a
ti
o
n
q
u
e
ri
e
s

P
a
y
m
e
n
t
m
a
y
b
e
m
a
d
e
b
y

c
h
e
q
u
e
,
b
y
c
a
rd
v
ia
C
S
,
o
r

v
ia
p
la
n
n
in
g
p
o
rt
a
l

A
ll
p
a
y
m
e
n
ts
to
b
e
m
a
d
e

v
ia
p
la
n
n
in
g
p
o
rt
a
l
o
r
v
ia

w
e
b
s
it
e

3
.2
P
a
y
m
e
n
t

A
s
s
e
s
s
m
e
n
t
a
n
d
s
it
e
v
is
it
s
c
a
n
n
o
t
b
e
a
u
to
m
a
te
d

U
s
e
m
o
b
il
e
w
o
rk
m
a
n
a
g
e
m
e
n
t
to
s
p
e
e
d
u
p
a
n
d

im
p
ro
v
e
c
u
s
to
m
e
r
s
e
rv
ic
e
.
N
e
e
d
li
n
k
b
e
tw
e
e
n

A
c
o
la
id
a
n
d
E
C
M

O
n
li
n
e
p
a
y
m
e
n
ts
to
b
e
im
p
le
m
e
n
te
d
a
s

a
lt
e
rn
a
ti
v
e
to
p
la
n
n
in
g
p
o
rt
a
l
w
h
e
n
a
g
e
n
ts

a
p
p
ly
o
n
b
e
h
a
lf
o
f
th
e
c
li
e
n
ts

T
h
e
C
o
re

S
c
a
le
o
f
th
e
C
h
a
n
g
e
:
E
c
o
n
o
m
ie
s
o
f
S
c
a
le

R
e
m
o
v
in
g
/
R
e
d
u
c
in
g
W
o
rk

S
im
p
li
fi
c
a
ti
o
n
o
f
P
ro
c
e
s
s

L
M

L

S
u
rv
e
y
o
rs
c
o
m
p
le
te
s
it
e

v
is
it
s
a
n
d
a
s
s
e
s
s

a
p
p
li
c
a
ti
o
n

3
rd
P
a
rt
y
S
y
s
te
m

T
h
is
is
a
n
e
x
a
m
p
le
,
T
o
-b
e

a
n
a
ly
s
is
is
a
v
a
il
a
b
le
fo
r
a
ll

p
ro
c
e
s
s
e
s
in
A
p
p
e
n
d
ix
II
I
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

1
0
8

6
.
D
e
s
ig
n
o
f
th
e
F
u
tu
re
S
ta
te
–
th
e
‘T
o
B
e
’
A
n
a
ly
s
is

S
u
s
ta
in
a
b
le
C
o
m
m
u
n
it
ie
s
–
H
ig
h
w
a
y
s

H
ig
h
w
a
y
s
V
is
io
n
fo
r
th
e
F
u
tu
re
O
v
e
rv
ie
w

H
ig
h
w
a
y
s
a
lr
e
a
d
y
h
a
v
e
e
F
o
rm
s
o
n
lin
e
fo
r
re
p
o
rt
in
g
is
s
u
e
s
.
T
h
e
s
e
w
ill
a
ls
o
b
e
in
tr
o
d
u
c
e
d
fo
r
a
p
p
ly
in
g
fo
r
a

H
ig
h
w
a
y
s
s
e
rv
ic
e
a
n
d
in
c
re
a
s
e
d
a
w
a
re
n
e
s
s
w
ill
e
n
c
o
u
ra
g
e
c
u
s
to
m
e
rs
to
u
s
e
th
e
s
e
fa
c
ili
ti
e
s
.
T
h
e
u
s
e
o
f

s
m
a
rt
p
h
o
n
e
a
p
p
te
c
h
n
o
lo
g
y
w
ill
a
ls
o
b
e
in
tr
o
d
u
c
e
d
to
re
p
o
rt
a
n
is
s
u
e
.
T
h
is
w
ill
a
llo
w
c
u
s
to
m
e
rs
to
ta
k
e
a
p
ic
tu
re

a
n
d
u
s
e
g
e
o
ta
g
g
in
g
to
lo
c
a
te
th
e
is
s
u
e
.
T
h
e
in
tr
o
d
u
c
ti
o
n
o
f
o
n
lin
e
p
a
y
m
e
n
t
w
ill
im
p
ro
v
e
c
u
s
to
m
e
r
s
e
rv
ic
e
th
ro
u
g
h

s
p
e
e
d
in
g
u
p
th
e
p
a
y
m
e
n
t
p
ro
c
e
s
s
b
e
tw
e
e
n
th
e
c
o
n
tr
a
c
to
r
a
n
d
th
e
c
u
s
to
m
e
r.
S
y
s
te
m
s
in
te
g
ra
ti
o
n
w
ill
im
p
ro
v
e

c
u
s
to
m
e
r
s
e
rv
ic
e
b
y
a
llo
w
in
g
th
e
C
o
u
n
c
il
to
p
ro
v
id
e
th
e
c
u
s
to
m
e
r
w
it
h
m
o
re
in
fo
rm
a
ti
o
n
in
re
s
p
e
c
t
o
f
H
ig
h
w
a
y
s
.

S
e
lf
S
e
rv
ic
e

•A
p
p
lic
a
ti
o
n
s
s
u
b
m
it
te
d
v
ia
o
n
lin
e
e
F
o
rm

•U
s
e
o
f
S
m
a
rt
p
h
o
n
e
A
p
p
te
c
h
n
o
lo
g
y
to
re
p
o
rt
a
n

is
s
u
e

•E
n
q
u
ir
ie
s
h
a
n
d
le
d
o
n
lin
e

•O
n
lin
e
p
a
y
m
e
n
t

P
ro
c
e
s
s
Im
p
ro
v
e
m
e
n
t

•A
u
to
m
a
te
d
e
lig
ib
ili
ty
c
h
e
c
k
s
p
e
rf
o
rm
e
d
v
ia
G
IS

•O
n
lin
e
c
a
s
e
m
a
n
a
g
e
m
e
n
t

•I
n
te
g
ra
te
d
b
a
c
k
o
ff
ic
e
a
n
d
fr
o
n
t
o
ff
ic
e
s
y
s
te
m
s

•I
n
te
g
ra
te
d
C
o
u
n
c
il
s
y
s
te
m
s
w
it
h
c
o
n
tr
a
c
to
r

s
y
s
te
m
s

•Q
u
ic
k
e
r
re
s
p
o
n
s
e
ti
m
e
d
u
e
to
q
u
ic
k
e
r
p
a
y
m
e
n
t

p
ro
c
e
s
s
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

1
0
9

W
h
a
t
d
o
e
s
th
is
m
e
a
n
fo
r
th
e
H
ig
h
w
a
y
s
S
e
rv
ic
e
…

H
ig
h
w
a
y
s
S
e
rv
ic
e

S
e
lf
S
e
rv
ic
e
:

E
x
te
rn
a
ll
y
:
T
h
e
m
a
jo
ri
ty
o
f
H
ig
h
w
a
y
s
s
e
rv
ic
e
s
th
a
t
o
u
r

c
u
s
to
m
e
rs
a
c
c
e
s
s
w
ill
b
e
a
v
a
ila
b
le
v
ia
o
u
r
w
e
b
s
it
e
.

In
te
rn
a
ll
y
:
H
ig
h
w
a
y
s
’
s
ta
ff
a
n
d
c
o
n
tr
a
c
to
rs
w
ill
a
ls
o
b
e
a
b
le

to
a
c
c
e
s
s
a
ll
d
o
c
u
m
e
n
ta
ti
o
n
v
ia
o
u
r
w
e
b
s
it
e
w
h
ils
t
o
n
s
it
e
.

C
u
s
to
m
e
r
S
e
rv
ic
e
C
e
n
tr
e
:

C
u
s
to
m
e
r
S
e
rv
ic
e
A
d
v
is
o
rs
w
ill
c
o
n
ti
n
u
e
to
ta
k
e
c
a
lls
fo
r

H
ig
h
w
a
y
s
,
b
u
t
th
e
y
w
ill
b
e
a
b
le
to
a
d
v
is
e
c
a
lle
rs
to

re
q
u
e
s
t/
re
p
o
rt
is
s
u
e
s
a
n
d
g
iv
e
p
a
y
m
e
n
ts
v
ia
o
u
r

w
e
b
s
it
e
a
s
w
e
ll.

T
h
e
H
ig
h
w
a
y
s
S
e
rv
ic
e
:

T
h
e
H
ig
h
w
a
y
s
te
a
m
w
ill
ta
k
e
u
rg
e
n
t
re
q
u
e
s
ts
a
n
d
lia
is
e

b
e
tw
e
e
n
C
B
C
a
n
d
A
m
e
y

T
h
re
e
k
e
y
p
ro
c
e
s
s
e
s
w
it
h
in
H
ig
h
w
a
y
s
:

1
.R
e
p
o
rt
in
g
a
H
ig
h
w
a
y
s
is
s
u
e

2
.R
e
q
u
e
s
ti
n
g
a
H
ig
h
w
a
y
s
im
p
ro
v
e
m
e
n
t

3
.Q
u
e
ri
e
s
a
n
d
e
n
q
u
ir
ie
s

C
u
rr
e
n
tl
y
th
e
C
u
s
to
m
e
r
S
e
rv
ic
e
C
e
n
tr
e
a
c
t
a
s
a
n
in
it
ia
l
p
o
in
t
o
f
c
o
n
ta
c
t,
re
g
is
te
ri
n
g
is
s
u
e
s
d
ir
e
c
tl
y
o
n
to
th
e
A
m
e
y

b
a
c
k
o
ff
ic
e
s
y
s
te
m
a
n
d
th
e
n
p
a
s
s
in
g
c
o
m
p
le
x
c
a
lls
o
n
to
A
m
e
y
.
In
fu
tu
re
C
u
s
to
m
e
r
S
e
rv
ic
e
a
d
v
is
o
rs
w
ill
b
e
a
b
le
to

e
n
c
o
u
ra
g
e
re
s
id
e
n
ts
to
re
p
o
rt
q
u
e
ri
e
s
o
n
lin
e
,
o
r
d
o
s
o
o
n
th
e
ir
b
e
h
a
lf
.
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

1
1
0

O
n
li
n
e
e
F
o
rm

c
a
p
a
b
il
it
ie
s
o
r
s
m
a
rt
p
h
o
n
e
a
p
p

w
it
h
g
e
o
ta
g
c
a
p
a
b
il
it
ie
s

C
u
s
to
m
e
rs
o
r
th
e
c
o
u
n
c
il
d
o
n
’t
m
a
n
a
g
e

a
p
p
o
in
tm
e
n
ts
.
D
o
n
e
b
y
A
m
e
y

A
u
to
m
a
ti
c
e
li
g
ib
il
it
y
c
h
e
c
k

D
o
-a
b
il
it
y

C
u
rr
e
n
t
S
ta
te

F
u
tu
re
S
ta
te

In
it
ia
l

C
u
s
to
m
e
r

C
o
n
ta
c
t

A
s
s
e
s
s
&

D
e
c
id
e

B
il
li
n
g
a
n
d

P
a
y
m
e
n
t

M
a
n
u
a
l
c
h
e
c
k

S
it
e
v
is
it
b
y
A
m
e
y

A
u
to
m
a
te
d
c
h
e
c
k
s

S
it
e
v
is
it
b
y
A
m
e
y

P
h
o
n
e
/
F
2
F
/
E
m
a
il

P
h
o
n
e
/
F
2
F
/
E
m
a
il
/
e
F
o
rm

A
m
e
y

e
F
o
rm

/
A
p
p

A
m
e
y

1
.1
E
n
q
u
ir
y

H
a
n
d
li
n
g

1
.2
R
e
q
u
e
s
ts
/

A
p
p
li
c
a
ti
o
n
s

1
.3
M
a
n
a
g
in
g

A
p
p
o
in
tm
e
n
ts

2
.1
E
li
g
ib
il
it
y

2
.2
A
s
s
e
s
s
m
e
n
t

2
.3
A
p
p
ro
v
a
l

3
.1
B
il
li
n
g

3
.2
P
a
y
m
e
n
t

A
p
p
ro
v
a
l
w
il
l
s
ti
ll
b
e
c
o
m
p
le
te
d
b
y
th
e

c
o
n
tr
a
c
to
r

Im
p
ro
v
e
d
w
e
b
s
it
e
in
fo
rm
a
ti
o
n
a
n
d
o
n
li
n
e

a
p
p
li
c
a
ti
o
n
p
ro
c
e
s
s

6
.
D
e
s
ig
n
o
f
th
e
F
u
tu
re
S
ta
te
–
th
e
‘T
o
B
e
’
A
n
a
ly
s
is

H
ig
h
w
a
y
s
–
U
n
p
la
n
n
e
d
W
o
rk
s

S
c
a
le
o
f
th
e
C
h
a
n
g
e
:
E
c
o
n
o
m
ie
s
o
f
S
c
a
le

R
e
m
o
v
in
g
/
R
e
d
u
c
in
g
W
o
rk

S
im
p
li
fi
c
a
ti
o
n
o
f
P
ro
c
e
s
s

L
H

H

S
e
rv
ic
e
S
u
p
p
o
rt

C
u
s
to
m
e
r
S
e
rv
ic
e
s

F
ro
n
t
L
in
e
D
e
li
v
e
ry

S
e
lf
S
e
rv
e

T
h
e
C
o
re

W
e
b
s
it
e
a
n
d
O
n
li
n
e
P
o
rt
a
l
/

O
c
c
a
s
io
n
a
l
c
a
ll
to
C
S

3
rd
P
a
rt
y
S
y
s
te
m

T
h
is
is
a
n
e
x
a
m
p
le
,
T
o
-b
e

a
n
a
ly
s
is
is
a
v
a
il
a
b
le
fo
r
a
ll

p
ro
c
e
s
s
e
s
in
A
p
p
e
n
d
ix
II
I
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

1
1
1

6
.
D
e
s
ig
n
o
f
th
e
F
u
tu
re
S
ta
te
–
th
e
‘T
o
B
e
’
A
n
a
ly
s
is

S
u
s
ta
in
a
b
le
C
o
m
m
u
n
it
ie
s
–
S
c
h
o
o
ls
T
ra
n
s
p
o
rt

S
c
h
o
o
ls
T
ra
n
s
p
o
rt
V
is
io
n
fo
r
th
e
F
u
tu
re
O
v
e
rv
ie
w

T
h
e
in
tr
o
d
u
c
ti
o
n
o
f
e
F
o
rm
s
w
ill
re
d
u
c
e
th
e
a
m
o
u
n
t
o
f
s
e
rv
ic
e
s
u
p
p
o
rt
e
ff
o
rt
re
q
u
ir
e
d
to
k
e
y
a
ll
a
p
p
lic
a
ti
o
n
s
in
to
th
e

C
o
u
n
c
il’
s
d
a
ta
b
a
s
e
s
.
In
te
g
ra
ti
n
g
th
e
S
c
h
o
o
ls
a
n
d
T
ra
n
s
p
o
rt
s
y
s
te
m
s
w
ill
e
lim
in
a
te
th
e
n
e
e
d
to
re
-k
e
y
a
p
p
lic
a
ti
o
n
s

in
to
m
u
lt
ip
le
s
y
s
te
m
s
.
U
s
in
g
G
IS
to
a
u
to
m
a
te
th
e
e
lig
ib
ili
ty
a
n
d
a
p
p
ro
v
a
l
s
y
s
te
m
w
ill
p
ro
v
id
e
c
u
s
to
m
e
rs
w
it
h
a

q
u
ic
k
e
r
re
s
p
o
n
s
e
a
s
le
s
s
s
e
rv
ic
e
s
u
p
p
o
rt
m
a
n
u
a
l
in
te
rv
e
n
ti
o
n
is
re
q
u
ir
e
d
.

S
e
lf
S
e
rv
ic
e

•A
p
p
lic
a
ti
o
n
s
s
u
b
m
it
te
d
v
ia
o
n
lin
e
e
F
o
rm

•E
n
q
u
ir
ie
s
h
a
n
d
le
d
o
n
lin
e

•O
n
lin
e
p
a
y
m
e
n
t

P
ro
c
e
s
s
Im
p
ro
v
e
m
e
n
t

•A
u
to
m
a
te
d
e
lig
ib
ili
ty
c
h
e
c
k
s
p
e
rf
o
rm
e
d
v
ia
G
IS

•O
n
lin
e
c
a
s
e
m
a
n
a
g
e
m
e
n
t

•I
n
te
g
ra
te
d
b
a
c
k
o
ff
ic
e
a
n
d
fr
o
n
t
o
ff
ic
e
s
y
s
te
m
s

•I
n
te
g
ra
te
d
C
o
u
n
c
il
s
y
s
te
m
s
w
it
h
c
o
n
tr
a
c
to
r

s
y
s
te
m
s

•Q
u
ic
k
e
r
re
s
p
o
n
s
e
ti
m
e
d
u
e
to
q
u
ic
k
e
r
p
a
y
m
e
n
t

p
ro
c
e
s
s

T
h
e
fo
ll
o
w
in
g
is
a
n
e
x
a
m
p
le
,

T
o
-b
e
a
n
a
ly
s
is
is
a
v
a
il
a
b
le
fo
r

a
ll
p
ro
c
e
s
s
e
s
in
A
p
p
e
n
d
ix
II
I
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

1
1
2

W
h
a
t
d
o
e
s
th
is
m
e
a
n
fo
r
th
e
S
c
h
o
o
ls
T
ra
n
s
p
o
rt
S
e
rv
ic
e
…
…

S
c
h
o
o
ls

T
ra
n
s
p
o
rt
S
e
rv
ic
e

S
e
lf
S
e
rv
ic
e
:

E
x
te
rn
a
ll
y
:
A
ll
o
f
th
e
S
c
h
o
o
l
T
ra
n
s
p
o
rt
s
e
rv
ic
e
s
th
a
t
o
u
r
c
u
s
to
m
e
rs
a
c
c
e
s
s

w
ill
b
e
a
v
a
ila
b
le
th
ro
u
g
h
o
u
r
w
e
b
s
it
e
.
P
re
-a
p
p
lic
a
ti
o
n
e
lig
ib
ili
ty
c
h
e
c
k
s
a
n
d

p
a
y
m
e
n
ts
w
ill
b
e
c
o
m
p
le
te
d
o
n
o
u
r
w
e
b
s
it
e
to
o
.

C
u
s
to
m
e
r
S
e
rv
ic
e
C
e
n
tr
e
:

C
u
s
to
m
e
r
S
e
rv
ic
e
A
d
v
is
o
rs
w
ill
b
e
a
b
le
to
ta
k
e
c
a
lls
a
n
d
a
s
s
is
t

c
u
s
to
m
e
rs
w
it
h
th
e
ir
q
u
e
ri
e
s
,
if
th
e
c
u
s
to
m
e
r
c
h
o
o
s
e
s
n
o
t
s
e
lf
s
e
rv
e
.

T
h
e
S
c
h
o
o
ls
T
ra
n
s
p
o
rt
S
e
rv
ic
e
:

T
h
e
S
c
h
o
o
ls
T
ra
n
s
p
o
rt
s
e
rv
ic
e
w
ill
c
o
m
p
le
te
a
s
s
e
s
s
m
e
n
t
a
p
p
ro
v
a
l
,

h
a
n
d
le
c
o
n
c
e
rn
s
a
n
d
is
s
u
e
s
,
a
n
d
is
s
u
e
b
u
s
p
a
s
s
e
s
.

S
e
v
e
n
k
e
y
p
ro
c
e
s
s
e
s
w
it
h
in
S
c
h
o
o
ls
T
ra
n
s
p
o
rt
:

1
.S
c
h
o
o
ls
T
ra
n
s
p
o
rt
A
p
p
li
c
a
ti
o
n
s
(n
e
w
a
n
d
re
n
e
w
a
ls
)

2
.R
e
p
la
c
e
m
e
n
t
b
u
s
p
a
s
s
e
s

3
.R
e
p
o
rt
in
g
c
h
a
n
g
e
s
in
c
ir
c
u
m
s
ta
n
c
e

4
.S
E
N
/M
e
d
ic
a
l
a
n
d
p
1
6
a
p
p
li
c
a
ti
o
n
s

5
.P
a
y
m
e
n
ts

6
.R
e
p
o
rt
a
n
is
s
u
e

7
.T
ra
c
k
in
g
a
n
a
p
p
li
c
a
ti
o
n

C
u
rr
e
n
tl
y
th
e
C
u
s
to
m
e
rs
S
e
rv
ic
e
s
C
e
n
tr
e
a
c
ts
a
s
th
e
p
o
in
t
o
f
c
o
n
ta
c
t
fo
r
a
p
p
lic
a
n
ts
,
a
n
s
w
e
ri
n
g
fr
e
q
u
e
n
tl
y
a
s
k
e
d

q
u
e
s
ti
o
n
s
s
u
c
h
a
s
th
o
s
e
re
la
ti
n
g
to
e
lig
ib
ili
ty
.
In
fu
tu
re
C
u
s
to
m
e
r
S
e
rv
ic
e
A
d
v
is
o
rs
w
ill
s
u
p
p
o
rt
a
p
p
lic
a
n
ts
in
c
o
m
p
le
ti
n
g

th
e
ir
e
n
ti
re
a
p
p
lic
a
ti
o
n
p
ro
c
e
s
s
,
o
r
w
ill
e
n
c
o
u
ra
g
e
th
e
m
to
d
o
s
o
o
n
lin
e
.
U
rg
e
n
t
re
q
u
e
s
ts
a
n
d
a
s
s
e
s
s
m
e
n
ts
w
ill
c
o
n
ti
n
u
e
to

b
e
c
a
rr
ie
d
o
u
t
b
y
S
c
h
o
o
ls
T
ra
n
s
p
o
rt
T
e
a
m
.
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c
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e
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o
f
th
e
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u
tu
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S
ta
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e
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o
B
e
’
A
n
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ly
s
is

S
c
h
o
o
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T
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n
s
p
o
rt
–
M
a
in
s
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e
a
m
A
p
p
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a
ti
o
n
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C
u
s
to
m
e
r
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o
n
ta
c
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e
c
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li
n
g
a
n
d
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a
y
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e
n
t
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h
o
o
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ra
n
s
p
o
rt
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e
a
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e
c
k
s
a
g
e
a
n
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th
a
t
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h
il
d

li
v
e
s
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o
u
n
c
il
a
re
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C
li
e
n
t
T
ra
n
s
p
o
rt
T
e
a
m
ra
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e

P
O
fo
r
C
h
il
d
re
n
’s
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e
a
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h
e
c
k
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ro
a
d
s
a
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s
u
e
s
a
n
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n
c
e
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n
e
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s
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s
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o
l
g
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M
a
n
u
a
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y
a
d
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h
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o
ls

T
ra
n
s
p
o
rt
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a
ta
b
a
s
e
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u
e
ri
e
s
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re
c
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e
d
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p
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o
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e
/
e
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il
/
F
2
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o
r
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o
s
t

E
x
c
e
l
s
p
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a
d
s
h
e
e
t

d
o
w
n
lo
a
d
e
d
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o
m
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ri
b
a
l

S
c
h
o
o
l
c
o
m
p
le
te
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o
n
li
n
e
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p
p
li
c
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o
n
o
n
li
n
e
e
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rm
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n
e
w
p
u
p
il

1
.1
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n
q
u
ir
y
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a
n
d
li
n
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1
.2
R
e
q
u
e
s
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A
p
p
li
c
a
ti
o
n
s

1
.3
M
a
n
a
g
in
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A
p
p
o
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e
n
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2
.1
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il
it
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2
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s
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e
s
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m
e
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p
p
ro
v
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il
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y
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b
il
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e
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e
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e
li
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e
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e
n
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s
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o
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e
a
m
a
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c
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e
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v
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u
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p
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n
t
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e
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v
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e
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S
c
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n
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f
S
c
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c
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c
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c
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c
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b
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p
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c
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p
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c
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b
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c
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c
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c
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c
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c
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o
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c
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n

S
y
s
te
m
w
il
l
a
u
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m
a
ti
c
a
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y
a
p
p
ro
v
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r
d
e
c
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n
e

a
p
p
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c
a
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o
n
a
n
d
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o
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e
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le
v
a
n
t
p
a
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s
w
it
h
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x
p
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n
a
ti
o
n

S
y
s
te
m
w
il
l
a
d
v
is
e
S
c
h
o
o
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T
ra
n
s
p
o
rt
te
a
m
o
f
n
e
w

p
u
p
il

A
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e
r
a
p
p
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v
a
l,
R
o
u
te
w
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e
w
il
l
a
s
s
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n
ro
u
te
to

c
o
ll
e
c
t
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il
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s
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n
s
p
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e
a
m
a
u
th
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e
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y
m
e
n
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m
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ra
is
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o
f
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e
F
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e
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’
A
n
a
ly
s
is
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u
s
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b
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o
m
m
u
n
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s
–
W
a
s
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W
a
s
te
V
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n
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r
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e
F
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v
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e
F
o
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s
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n
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S
m
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p
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n
e
A
p
p
te
c
h
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o
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y
w
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e
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c
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u
c
e
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e
n
u
m
b
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c
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c
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c
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b
e
in
te
g
ra
te
d
in
o
rd
e
r
to
s
p
e
e
d
u
p
th
e

c
o
n
ta
c
t
h
a
n
d
lin
g
p
ro
c
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c
e
s
s
w
ill
a
ls
o
b
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c
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b
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c
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b
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n
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b
e

c
o
m
p
le
te
d
e
it
h
e
r
o
n
lin
e
o
r
v
ia
S
m
a
rt
p
h
o
n
e
A
p
p

•O
n
lin
e
p
a
y
m
e
n
t

P
ro
c
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c
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c
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c
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W
h
a
t
d
o
e
s
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m
e
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n
fo
r
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e
W
a
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S
e
rv
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e
…

W
a
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te
S
e
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e

S
e
lf
S
e
rv
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e
:

E
x
te
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a
ll
y
:
A
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th
e
W
a
s
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s
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e
s
th
a
t
o
u
r
c
u
s
to
m
e
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a
c
c
e
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s

w
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b
e
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v
a
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b
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u
g
h
o
u
r
w
e
b
s
it
e
.

C
u
s
to
m
e
r
S
e
rv
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e
C
e
n
tr
e
:

C
u
s
to
m
e
r
S
e
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e
A
d
v
is
o
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w
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c
o
n
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n
u
e
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k
e
c
a
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W
a
s
te
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b
u
t
th
e
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a
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o
b
e
a
b
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a
d
v
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e
c
a
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c
a
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u
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a
c
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v
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T
h
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W
a
s
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s
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W
a
s
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w
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c
o
n
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n
u
e
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m
a
n
a
g
e
th
e
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o
n
s
h
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w
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h
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r
c
o
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a
c
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)
a
n
d
d
e
a
l
w
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h
u
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e
n
t
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q
u
e
s
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T
h
re
e
k
e
y
p
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c
e
s
s
e
s
w
it
h
in
W
a
s
te
:

1
.R
e
q
u
e
s
ti
n
g
a
s
e
rv
ic
e

2
.R
e
p
o
rt
in
g
a
n
is
s
u
e

3
.A
p
p
ly
in
g
fo
r
a
re
c
y
c
li
n
g
c
e
n
tr
e
p
e
rm
it

C
u
rr
e
n
tl
y
th
e
C
u
s
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m
e
r
S
e
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e
C
e
n
tr
e
d
e
a
l
w
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h
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e
m
a
jo
ri
ty
o
f
W
a
s
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-r
e
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d
e
n
q
u
ir
ie
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.
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fu
tu
re
C
u
s
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m
e
r
S
e
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e

A
d
v
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w
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o
p
e
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a
u
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d
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c
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s
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n
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b
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b
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c
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c
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b
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b
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b
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C
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S
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u
s
to
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r

C
o
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ta
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t

A
s
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s
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D
e
c
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B
il
li
n
g
a
n
d

P
a
y
m
e
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t

P
h
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n
e
/
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2
F
/
E
m
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P
h
o
n
e
/
F
2
F
/
E
m
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il

P
h
o
n
e
/
F
2
F
/
E
m
a
il

e
F
o
rm
s
/
S
m
a
rt
p
h
o
n
e
A
p
p

A
u
to
m
a
te
d
th
ro
u
g
h
li
n
k
s
to

o
th
e
r
in
te
rn
a
l
s
y
s
te
m
s

A
u
to
m
a
te
d
th
ro
u
g
h

a
s
s
e
s
s
m
e
n
t
s
y
s
te
m

P
h
o
n
e
/
F
2
F
/
E
m
a
il

B
if
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e
F
o
rm
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/
S
m
a
rt
p
h
o
n
e
A
p
p

B
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1
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E
n
q
u
ir
y

H
a
n
d
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n
g

1
.2
R
e
q
u
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A
p
p
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c
a
ti
o
n
s

1
.3
M
a
n
a
g
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A
p
p
o
in
tm
e
n
ts

2
.1
E
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g
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il
it
y

2
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A
s
s
e
s
s
m
e
n
t

2
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A
p
p
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v
a
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B
il
li
n
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P
h
o
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e
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F
2
F
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E
m
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il

3
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P
a
y
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n
t

L
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k
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b
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y
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b
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c
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P
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D
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f
th
e
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e
’
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n
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R
e
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a
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O
n
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n
e
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y
m
e
n
t

P
a
y
m
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n
t
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m
a
d
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n
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n
e
d
u
ri
n
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a
p
p
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c
a
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o
n
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c
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c
a
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e
C
h
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n
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E
c
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n
o
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o
f
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c
a
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R
e
m
o
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R
e
d
u
c
in
g
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o
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c
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o
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c
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s
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S
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e
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u
p
p
o
rt

C
u
s
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r
S
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e
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t
L
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e
D
e
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S
e
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S
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e
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h
e
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e
b
s
it
e
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d
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e
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O
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c
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h
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-b
e

a
n
a
ly
s
is
is
a
v
a
il
a
b
le
fo
r
a
ll

p
ro
c
e
s
s
e
s
in
A
p
p
e
n
d
ix
II
I

Agenda Item 8
Page 118



C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

1
1
7

6
.
D
e
s
ig
n
o
f
th
e
F
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e
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A
n
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S
u
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b
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o
m
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u
n
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–
L
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L
e
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e
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v
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h
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b
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b
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c
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b
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b
le
o
n
lin
e
.

S
e
lf
S
e
rv
ic
e

•T
h
e
a
tr
e
b
o
o
k
in
g
s
w
ill
b
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c
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b
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p
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b
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b
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c
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c
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c
e
s
s
in
g
o
f

th
e
a
tr
e
b
o
o
k
in
g
s

•R
e
d
u
c
e
d
n
e
e
d
to
m
a
n
a
g
e
c
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b
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b
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m
e
r
S
e
rv
ic
e
C
e
n
tr
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c
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b
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b
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b
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c
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b
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c
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c
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c
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c
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c
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b
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b
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c
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b
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c
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c
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c
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n
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p
li
c
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p
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c
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c
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b
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c
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c
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S
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f
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in
g

S
e
lf
S
e
rv
ic
e
:

E
x
te
rn
a
ll
y
:
C
u
s
to
m
e
rs
w
ill
b
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b
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b
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b
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b
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c
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c
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c
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c
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c
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c
e
s
s

C
u
s
to
m
e
rs
c
u
rr
e
n
tl
y
c
o
n
ta
c
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b
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b
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b
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c
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b
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b
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b
e
m
a
d
e
o
n
lin
e
v
ia
th
e
C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
w
e
b
s
it
e
.
T
h
is
p
ro
c
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b
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c
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b
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c
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b
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b
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c
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c
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c
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b
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c
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c
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c
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b
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c
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c
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p
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c
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b
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c
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c
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b
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c
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c
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c
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c
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I
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2
3

S
o
c
ia
l
C
a
re
,
H
e
a
lt
h
a
n
d
H
o
u
s
in
g

•
H
o
u
s
in
g

•
B
lu
e
B
a
d
g
e
s
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

1
2
4

6
.
D
e
s
ig
n
o
f
th
e
F
u
tu
re
S
ta
te
–
th
e
‘T
o
B
e
’
A
n
a
ly
s
is

S
o
c
ia
l
C
a
re
,
H
e
a
lt
h
a
n
d
H
o
u
s
in
g
–
H
o
u
s
in
g

H
o
u
s
in
g
V
is
io
n
fo
r
th
e
F
u
tu
re
O
v
e
rv
ie
w

H
o
u
s
in
g
w
ill
m
o
v
e
to
w
a
rd
s
s
e
lf
s
e
rv
ic
e
w
it
h
th
e
im
p
le
m
e
n
ta
ti
o
n
o
f
e
F
o
rm
s
e
n
a
b
lin
g
re
s
id
e
n
ts
to
a
p
p
ly
fo
r

s
e
rv
ic
e
s
,
re
p
o
rt
is
s
u
e
s
to
th
e
C
o
u
n
c
il,
re
q
u
e
s
t
a
d
v
ic
e
,
e
tc
.
In
a
d
d
it
io
n
,
a
c
o
m
p
re
h
e
n
s
iv
e
F
A
Q
s
s
e
c
ti
o
n
o
n
th
e

w
e
b
s
it
e
w
ill
e
n
a
b
le
c
u
s
to
m
e
rs
to
re
s
o
lv
e
th
e
ir
q
u
e
ri
e
s
o
n
lin
e
w
it
h
o
u
t
th
e
n
e
e
d
to
c
o
n
ta
c
t
th
e
C
o
u
n
c
il.
A
u
to
m
a
te
d

e
lig
ib
ili
ty
a
n
d
a
s
s
e
s
s
m
e
n
t
w
ill
im
p
ro
v
e
c
u
s
to
m
e
r
s
e
rv
ic
e
th
ro
u
g
h
q
u
ic
k
e
r
re
s
p
o
n
s
e
s
to
c
u
s
to
m
e
r
re
q
u
e
s
ts
.

O
n
lin
e
p
a
y
m
e
n
t
w
ill
a
ls
o
im
p
ro
v
e
c
u
s
to
m
e
r
s
e
rv
ic
e
.

S
e
lf
S
e
rv
ic
e

•
U
s
e
o
f
e
F
o
rm
s

•
Im
p
ro
v
e
d
w
e
b
s
it
e
w
it
h
d
e
ta
ile
d
F
A
Q
s
fo
r

c
u
s
to
m
e
r
q
u
e
ri
e
s

•
O
n
lin
e
p
a
y
m
e
n
t
fu
n
c
ti
o
n
a
lit
y

•
O
n
lin
e
b
o
o
k
in
g
s
y
s
te
m

P
ro
c
e
s
s
Im
p
ro
v
e
m
e
n
t

•
A
u
to
m
a
te
d
e
lig
ib
ili
ty
a
n
d
a
s
s
e
s
s
m
e
n
t

•
In
te
g
ra
te
d
fr
o
n
t
o
ff
ic
e
a
n
d
b
a
c
k
o
ff
ic
e
s
y
s
te
m
s

•
Q
u
ic
k
e
r
re
s
p
o
n
s
e
s
to
c
u
s
to
m
e
r
re
q
u
e
s
ts
v
ia

a
u
to
m
a
te
d
p
ro
c
e
s
s
e
s

•
C
u
s
to
m
e
rs
c
a
n
m
a
n
a
g
e
th
e
ir
o
w
n
a
p
p
o
in
tm
e
n
t

b
o
o
k
in
g
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C
e
n
tr
a
l
B
e
d
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rd
s
h
ir
e
C
o
u
n
c
il

1
2
5

H
o
u
s
in
g
S
e
rv
ic
e

C
u
s
to
m
e
r
S
e
rv
ic
e
C
e
n
tr
e
:

C
u
s
to
m
e
r
S
e
rv
ic
e
A
d
v
is
o
rs
w
ill
b
e
a
b
le
to
a
d
v
is
e
c
u
s
to
m
e
rs
o
n
th
e
ir
H
o
u
s
in
g

a
p
p
lic
a
ti
o
n
s
re
g
a
rd
in
g
a
s
s
e
s
s
m
e
n
t
c
ri
te
ri
a
.
T
h
e
y
w
ill
b
e
a
b
le
to
a
d
v
is
e
c
a
lle
rs

to
g
o
o
n
o
u
r
w
e
b
s
it
e
to
m
a
k
e
a
n
a
p
p
lic
a
ti
o
n
o
r
c
o
m
p
le
te
a
n
a
p
p
lic
a
ti
o
n
v
ia

te
le
p
h
o
n
e
/f
a
c
e
to
fa
c
e
fo
r
th
e
m
.

T
h
e
H
o
u
s
in
g
S
e
rv
ic
e
:

A
s
s
e
s
s
m
e
n
ts
a
n
d
a
p
p
ro
v
a
l
fo
r
re
p
a
ir
s
a
n
d
h
o
u
s
in
g
w
ill
re
m
a
in
w
it
h
in

H
o
u
s
in
g
,
a
s
w
ill
u
rg
e
n
t
re
q
u
e
s
ts
.

W
h
a
t
d
o
e
s
th
is
m
e
a
n
fo
r
th
e
H
o
u
s
in
g
S
e
rv
ic
e
…

S
ix
k
e
y
p
ro
c
e
s
s
e
s
w
it
h
in
H
o
u
s
in
g
:

1
.R
e
q
u
e
s
ts
fo
r
re
p
a
ir
s

2
.H
o
u
s
in
g
a
d
v
ic
e

3
.H
o
m
e
le
s
s
n
e
s
s

4
.H
o
u
s
in
g
a
p
p
li
c
a
ti
o
n
s

5
.R
e
p
o
rt
in
g
c
h
a
n
g
e
s
in
c
ir
c
u
m
s
ta
n
c
e

6
.P
ri
v
a
te
S
e
c
to
r
H
o
u
s
in
g
g
ra
n
t
a
p
p
li
c
a
ti
o
n
s

C
u
rr
e
n
tl
y
th
e
m
a
jo
ri
ty
o
f
c
o
n
ta
c
ts
a
re
v
ia
th
e
p
h
o
n
e
o
r
fa
c
e
to
fa
c
e
.
T
h
e
c
o
n
ta
c
t
c
e
n
tr
e
o
n
ly
d
e
a
ls
w
it
h
s
o
m
e
a
s
p
e
c
ts

o
f
th
e
s
e
rv
ic
e
,
w
it
h
c
e
rt
a
in
ty
p
e
s
o
f
e
n
q
u
ir
e
s
o
r
a
p
p
lic
a
ti
o
n
s
b
e
in
g
re
c
e
iv
e
d
d
ir
e
c
tl
y
a
n
d
p
ro
c
e
s
s
e
d
b
y
th
e
b
a
c
k
o
ff
ic
e
'.

In
fu
tu
re
,
th
e
C
u
s
to
m
e
r
S
e
rv
ic
e
C
e
n
tr
e
w
ill
b
e
a
b
le
to
re
s
o
lv
e
a
g
re
a
te
r
v
a
ri
e
ty
o
f
c
u
s
to
m
e
r
q
u
e
ri
e
s
.

S
e
lf
S
e
rv
ic
e
:

E
x
te
rn
a
ll
y
:
T
h
e
m
a
jo
ri
ty
o
f
H
o
u
s
in
g
s
e
rv
ic
e
s
th
a
t
o
u
r
c
u
s
to
m
e
rs
a
c
c
e
s
s
w
ill

b
e
a
v
a
ila
b
le
o
n
o
u
r
w
e
b
s
it
e
.
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C
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l
B
e
d
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s
h
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e
C
o
u
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c
il

1
2
6

Im
p
ro
v
e
d
w
e
b
s
it
e
in
fo
rm
a
ti
o
n
a
n
d
o
n
li
n
e

a
p
p
li
c
a
ti
o
n
p
ro
c
e
s
s

A
b
il
it
y
to
a
p
p
ly
o
n
li
n
e
v
ia
a
n
e
F
o
rm

A
u
to
m
a
te
d
a
b
il
it
y
to
c
h
e
c
k
e
li
g
ib
il
it
y

D
o
-a
b
il
it
y

C
u
rr
e
n
t
S
ta
te

F
u
tu
re
S
ta
te

In
it
ia
l

C
u
s
to
m
e
r

C
o
n
ta
c
t

A
s
s
e
s
s
&

D
e
c
id
e

B
il
li
n
g
a
n
d

P
a
y
m
e
n
t

P
e
rf
o
rm
e
d
m
a
n
u
a
ll
y

P
e
rf
o
rm
e
d
m
a
n
u
a
ll
y

P
e
rf
o
rm
e
d
m
a
n
u
a
ll
y

A
u
to
m
a
te
d
p
ro
c
e
s
s

A
u
to
m
a
te
d
p
ro
c
e
s
s
u
n
le
s
s

u
n
d
e
r
in
v
e
s
ti
g
a
ti
o
n

A
u
to
m
a
te
d
p
ro
c
e
s
s
u
n
le
s
s

u
n
d
e
r
in
v
e
s
ti
g
a
ti
o
n

P
h
o
n
e
/
F
2
F
/
E
m
a
il

1
.1
E
n
q
u
ir
y

H
a
n
d
li
n
g

1
.2
R
e
q
u
e
s
ts
/

A
p
p
li
c
a
ti
o
n
s

1
.3
M
a
n
a
g
in
g

A
p
p
o
in
tm
e
n
ts

2
.1
E
li
g
ib
il
it
y

2
.2
A
s
s
e
s
s
m
e
n
t

2
.3
A
p
p
ro
v
a
l

3
.1
B
il
li
n
g

3
.2
P
a
y
m
e
n
t

A
u
to
m
a
te
d
a
b
il
it
y
to
a
s
s
e
s
s
a
p
p
li
c
a
ti
o
n
.

M
a
n
u
a
l
re
v
ie
w
re
q
u
ir
e
d
if
c
a
s
e
n
e
e
d
s
fu
rt
h
e
r

in
v
e
s
ti
g
a
ti
o
n

A
p
p
li
c
a
n
ts
a
s
s
e
s
s
e
d
to
b
e
in
b
a
n
d
a
o
r
b
w
il
l

th
e
n
b
e
re
fe
rr
e
d
to
a
n
o
ff
ic
e
r
fo
r
fu
rt
h
e
r

in
v
e
s
ti
g
a
ti
o
n

e
F
o
rm
s

6
.
D
e
s
ig
n
o
f
th
e
F
u
tu
re
S
ta
te
–
th
e
‘T
o
B
e
’
A
n
a
ly
s
is

H
o
u
s
in
g
–
A
p
p
lic
a
ti
o
n
s
/
C
h
a
n
g
e
in
C
ir
c
u
m
s
ta
n
c
e
s

P
h
o
n
e
/
F
2
F
/
E
m
a
il

S
c
a
le
o
f
th
e
C
h
a
n
g
e
:
E
c
o
n
o
m
ie
s
o
f
S
c
a
le

R
e
m
o
v
in
g
/
R
e
d
u
c
in
g
W
o
rk

S
im
p
li
fi
c
a
ti
o
n
o
f
P
ro
c
e
s
s

L
H

H

S
e
rv
ic
e
S
u
p
p
o
rt

C
u
s
to
m
e
r
S
e
rv
ic
e
s

F
ro
n
t
L
in
e
D
e
li
v
e
ry

S
e
lf
S
e
rv
e

T
h
e
C
o
re

W
e
b
s
it
e
a
n
d
O
n
li
n
e
P
o
rt
a
l
/

O
c
c
a
s
io
n
a
l
c
a
ll
to
C
S

3
rd
P
a
rt
y
S
y
s
te
m

T
h
is
is
a
n
e
x
a
m
p
le
,
T
o
-b
e

a
n
a
ly
s
is
is
a
v
a
il
a
b
le
fo
r
a
ll

p
ro
c
e
s
s
e
s
in
A
p
p
e
n
d
ix
II
I
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

1
2
7

6
.
D
e
s
ig
n
o
f
th
e
F
u
tu
re
S
ta
te
–
th
e
‘T
o
B
e
’
A
n
a
ly
s
is

S
o
c
ia
l
C
a
re
,
H
e
a
lt
h
a
n
d
H
o
u
s
in
g
–
B
lu
e
B
a
d
g
e
s

B
lu
e
B
a
d
g
e
s
V
is
io
n
fo
r
th
e
F
u
tu
re
O
v
e
rv
ie
w

A
n
e
w
n
a
ti
o
n
a
l
B
lu
e
B
a
d
g
e
a
p
p
lic
a
ti
o
n
s
y
s
te
m
h
a
s
re
c
e
n
tl
y
b
e
e
n
in
tr
o
d
u
c
e
d
v
ia
d
ir
e
c
t.
g
o
v
.
T
h
e
re
fo
re
,
th
e
re

s
h
o
u
ld
b
e
a
c
o
n
c
e
rt
e
d
e
m
p
h
a
s
is
b
y
th
e
C
o
u
n
c
il
to
e
n
c
o
u
ra
g
e
a
p
p
lic
a
n
ts
to
u
s
e
th
is
s
e
rv
ic
e
a
s
a
b
e
tt
e
r
o
p
ti
o
n

th
a
n
s
e
n
d
in
g
a
p
a
p
e
r
a
p
p
lic
a
ti
o
n
to
th
e
C
o
u
n
c
il.
If
c
u
s
to
m
e
rs
u
s
e
th
e
o
n
lin
e
a
p
p
lic
a
ti
o
n
s
y
s
te
m
,
th
e
n
p
a
y
m
e
n
t

c
a
n
a
ls
o
b
e
m
a
d
e
th
e
s
a
m
e
w
a
y
a
s
p
a
rt
o
f
th
e
a
p
p
lic
a
ti
o
n
p
ro
c
e
s
s
.
T
h
is
w
ill
re
d
u
c
e
th
e
n
e
e
d
fo
r
s
e
rv
ic
e
s
u
p
p
o
rt

to
h
a
v
e
to
m
a
n
a
g
e
m
e
n
t
c
h
e
q
u
e
s
.

S
e
lf
S
e
rv
ic
e

•
U
s
e
o
f
o
n
lin
e
a
p
p
lic
a
ti
o
n
fo
rm
s

•
U
s
e
o
f
o
n
lin
e
a
p
p
o
in
tm
e
n
t
m
a
n
a
g
e
m
e
n
t
s
y
s
te
m

•
O
n
lin
e
a
p
p
o
in
tm
e
n
t
b
o
o
k
in
g

•
O
n
lin
e
p
a
y
m
e
n
t
fo
r
o
n
lin
e
a
p
p
lic
a
ti
o
n
s

P
ro
c
e
s
s
Im
p
ro
v
e
m
e
n
t

•
In
te
g
ra
ti
o
n
o
f
o
n
lin
e
fo
rm
s
w
it
h
E
u
c
lid
to
re
m
o
v
e

n
e
e
d
fo
r
m
u
lt
ip
le
m
a
n
u
a
l
in
p
u
t
o
f
a
p
p
lic
a
ti
o
n
s

•
C
o
m
m
u
n
ic
a
te
v
ia
e
m
a
il
ra
th
e
r
th
a
n
p
o
s
t

•
R
e
d
u
c
e
d
re
q
u
ir
e
m
e
n
t
fo
r
h
a
n
d
lin
g
o
ff
lin
e

p
a
y
m
e
n
ts

T
h
e
fo
ll
o
w
in
g
is
a
n
e
x
a
m
p
le
,

T
o
-b
e
a
n
a
ly
s
is
is
a
v
a
il
a
b
le
fo
r

a
ll
p
ro
c
e
s
s
e
s
in
A
p
p
e
n
d
ix
II
I
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

1
2
8

W
h
a
t
d
o
e
s
th
is
m
e
a
n
fo
r
th
e
B
lu
e
B
a
d
g
e
s
S
e
rv
ic
e
…

B
lu
e
B
a
d
g
e
s

S
e
rv
ic
e

S
e
lf
S
e
rv
ic
e
:

E
x
te
rn
a
ll
y
:
T
h
e
m
a
jo
ri
ty
o
f
B
lu
e
B
a
d
g
e
s
e
rv
ic
e
s
th
a
t

o
u
r
c
u
s
to
m
e
rs
a
c
c
e
s
s
w
ill
b
e
a
v
a
ila
b
le
o
n
lin
e
.

C
u
s
to
m
e
r
S
e
rv
ic
e
C
e
n
tr
e
:

C
u
s
to
m
e
r
S
e
rv
ic
e
A
d
v
is
o
rs
w
ill
c
o
n
ti
n
u
e
to
ta
k
e
c
a
lls

fo
r
th
e
B
lu
e
B
a
d
g
e
s
s
e
rv
ic
e
,
b
u
t
w
ill
a
ls
o
c
o
m
p
le
te
th
e

o
n
lin
e
fo
rm
fo
r
th
e
c
u
s
to
m
e
r.
T
h
e
y
w
ill
b
e
a
b
le
to

a
d
v
is
e
c
a
lle
rs
to
s
u
b
m
it
a
n
a
p
p
lic
a
ti
o
n
v
ia
o
u
r
w
e
b
s
it
e
.

T
h
e
B
lu
e
B
a
d
g
e
s
e
rv
ic
e
:

A
p
p
ro
v
a
l
a
n
d
a
s
s
e
s
s
m
e
n
t
w
ill
re
m
a
in
w
it
h
in
th
e
s
e
rv
ic
e

a
re
a
.

T
h
re
e
k
e
y
p
ro
c
e
s
s
e
s
w
it
h
in
th
e
B
lu
e
B
a
d
g
e
s
e
rv
ic
e
:

1
.N
e
w
a
p
p
li
c
a
ti
o
n
s
a
n
d
in
d
e
p
e
n
d
e
n
t
m
e
d
ic
a
l
a
s
s
e
s
s
m
e
n
t

2
.R
e
n
e
w
a
ls

3
.R
e
p
la
c
e
m
e
n
ts

B
lu
e
B
a
d
g
e
s
a
re
n
o
w
p
ro
c
e
s
s
e
d
th
ro
u
g
h
th
e
n
a
ti
o
n
a
l
g
o
v
e
rn
m
e
n
t
w
e
b
s
it
e
,
D
ir
e
c
t.
g
o
v
.
In
fu
tu
re
,
th
e
a
p
p
lic
a
ti
o
n
a
n
d

p
a
y
m
e
n
ts
p
ro
c
e
s
s
w
ill
b
e
a
v
a
ila
b
le
o
n
o
u
r
w
e
b
s
it
e
a
n
d
c
u
s
to
m
e
rs
w
ill
b
e
e
n
c
o
u
ra
g
e
d
to
u
s
e
th
is
s
y
s
te
m
b
y

C
u
s
to
m
e
r
S
e
rv
ic
e
C
e
n
tr
e
s
ta
ff
.
A
lt
e
rn
a
ti
v
e
ly
,
th
e
s
e
s
ta
ff
w
ill
a
p
p
ly
a
n
d
p
ro
c
e
s
s
p
a
y
m
e
n
t
o
n
b
e
h
a
lf
o
f
c
u
s
to
m
e
rs
.
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C
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n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

1
2
9

Im
p
ro
v
e
d
w
e
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g
d
o
c
u
m
e
n
ta
ti
o
n

•
O
n
lin
e
s
y
s
te
m
to
d
e
te
rm
in
e
if
a
p
p
lic
a
n
t
m
e
e
ts

e
lig
ib
ili
ty
c
ri
te
ri
a

•
O
n
lin
e
p
a
y
m
e
n
t

P
ro
c
e
s
s
Im
p
ro
v
e
m
e
n
t

•
In
te
g
ra
ti
o
n
o
f
o
n
lin
e
fo
rm
a
n
d
E
u
c
lid
to
re
d
u
c
e

re
-k
e
y
in
g

•
O
n
lin
e
fo
rm
to
c
h
e
c
k
e
lig
ib
ili
ty
b
e
fo
re

p
ro
c
e
e
d
in
g

•
C
e
a
s
e
C
o
u
n
c
il
in
v
o
lv
e
m
e
n
t
in
lo
c
a
l
b
u
s
p
a
s
s
e
s

a
p
p
lic
a
ti
o
n
s
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

1
3
5

W
h
a
t
d
o
e
s
th
is
m
e
a
n
fo
r
th
e
B
u
s
P
a
s
s
e
s
S
e
rv
ic
e
…

B
u
s
P
a
s
s
e
s

S
e
rv
ic
e

S
e
lf
S
e
rv
ic
e
:

E
x
te
rn
a
ll
y
:
C
u
s
to
m
e
rs
w
ill
b
e
a
b
le
to
c
o
m
p
le
te
a
p
p
ly
,

re
n
e
w
a
n
d
re
p
la
c
e
b
u
s
p
a
s
s
e
s
th
ro
u
g
h
o
u
r
w
e
b
s
it
e
.

C
u
s
to
m
e
r
S
e
rv
ic
e
C
e
n
tr
e
:

C
u
s
to
m
e
r
S
e
rv
ic
e
A
d
v
is
o
rs
w
ill
c
o
n
ti
n
u
e
to
ta
k
e
c
a
lls

fo
r
B
u
s
P
a
s
s
e
s
b
u
t
th
e
y
w
ill
e
n
c
o
u
ra
g
e
c
a
lle
rs
to

c
o
m
p
le
te
th
e
m
v
ia
o
u
r
w
e
b
s
it
e
in
fu
tu
re
.

B
u
s
P
a
s
s
e
s
s
e
rv
ic
e
s
:

N
o
n
e
e
d
fo
r
c
u
s
to
m
e
r
in
te
ra
c
ti
o
n
.

T
w
o
k
e
y
p
ro
c
e
s
s
e
s
w
it
h
in
B
u
s
P
a
s
s
e
s
:

1
.
N
e
w
a
p
p
li
c
a
ti
o
n
s
a
n
d
re
n
e
w
a
ls

2
.
L
o
s
t
o
r
d
a
m
a
g
e
d
p
a
s
s
e
s

T
h
e
C
u
s
to
m
e
r
S
e
rv
ic
e
C
e
n
tr
e
s
ta
ff
c
u
rr
e
n
tl
y
m
a
n
u
a
lly
c
o
m
p
le
te
a
n
d
a
s
s
e
s
s
b
u
s
p
a
s
s
a
p
p
lic
a
ti
o
n
s
.
In
fu
tu
re
th
e

C
u
s
to
m
e
r
S
e
rv
ic
e
C
e
n
tr
e
w
ill
c
o
n
ti
n
u
e
to
d
o
s
o
,
b
u
t
re
s
id
e
n
ts
w
ill
a
ls
o
b
e
a
b
le
to
s
e
lf
s
e
rv
e
v
ia
o
u
r
w
e
b
s
it
e
.
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

1
3
6

D
o
-a
b
il
it
y

C
u
rr
e
n
t
S
ta
te

F
u
tu
re
S
ta
te

In
it
ia
l

C
u
s
to
m
e
r

C
o
n
ta
c
t

A
s
s
e
s
s
&

D
e
c
id
e

B
il
li
n
g
a
n
d

P
a
y
m
e
n
t

C
S
p
e
rf
o
rm

m
a
n
u
a
l

e
li
g
ib
il
it
y
c
h
e
c
k

C
S
p
e
rf
o
rm

a
s
s
e
s
s
m
e
n
t
to

e
n
s
u
re
a
p
p
li
c
a
n
t
m
e
e
ts

c
ri
te
ri
a

O
n
li
n
e
e
F
o
rm

w
il
l
c
h
e
c
k

e
li
g
ib
il
it
y
b
e
fo
re

p
ro
c
e
e
d
in
g

S
y
s
te
m
w
il
l
b
e
a
b
le
to

d
e
te
rm
in
e
if
a
p
p
li
c
a
n
t

m
e
e
ts
c
ri
te
ri
a

P
h
o
n
e
/
F
2
F
/
E
m
a
il

P
h
o
n
e
/
F
2
F
/
E
m
a
il
/
L
e
tt
e
r

O
n
li
n
e
e
F
o
rm

a
n
d
a
b
il
it
y
to

u
p
lo
a
d
d
o
c
u
m
e
n
ta
ti
o
n

1
.1
E
n
q
u
ir
y

H
a
n
d
li
n
g

1
.2
R
e
q
u
e
s
ts
/

A
p
p
li
c
a
ti
o
n
s

1
.3
M
a
n
a
g
in
g

A
p
p
o
in
tm
e
n
ts

2
.1
E
li
g
ib
il
it
y

2
.2
A
s
s
e
s
s
m
e
n
t

2
.3
A
p
p
ro
v
a
l

3
.1
B
il
li
n
g

P
h
o
n
e
/
F
2
F

O
n
li
n
e
p
a
y
m
e
n
t
o
r
p
a
y
m
e
n
t

b
y
p
h
o
n
e

3
.2
P
a
y
m
e
n
t

S
y
s
te
m
w
il
l
c
h
e
c
k
a
g
a
in
s
t
c
ri
te
ri
a

O
n
li
n
e
p
a
y
m
e
n
ts
fo
r
lo
s
t
o
r
d
a
m
a
g
e
d
p
a
s
s
e
s

O
n
li
n
e
e
F
o
rm

c
a
p
a
b
il
it
ie
s
/
In
te
g
ra
te
d
in
to

F
a
re
d
e
a
l

6
.
D
e
s
ig
n
o
f
th
e
F
u
tu
re
S
ta
te
–
th
e
‘T
o
B
e
’
A
n
a
ly
s
is

C
o
n
c
e
s
s
io
n
a
ry
B
u
s
P
a
s
s
e
s
–
A
p
p
lic
a
ti
o
n
s
/
R
e
n
e
w
a
l
/

L
o
s
t
o
r
D
a
m
a
g
e
d

Im
p
ro
v
e
d
w
e
b
s
it
e
in
fo
rm
a
ti
o
n
a
n
d
o
n
li
n
e

a
p
p
li
c
a
ti
o
n
p
ro
c
e
s
s

O
n
li
n
e
e
F
o
rm

c
a
p
a
b
le
o
f
c
a
p
tu
ri
n
g
a
ll
re
q
u
ir
e
d

in
fo
rm
a
ti
o
n
a
n
d
c
h
e
c
k
in
g
e
li
g
ib
il
it
y

S
c
a
le
o
f
th
e
C
h
a
n
g
e
:
E
c
o
n
o
m
ie
s
o
f
S
c
a
le

R
e
m
o
v
in
g
/
R
e
d
u
c
in
g
W
o
rk

S
im
p
li
fi
c
a
ti
o
n
o
f
P
ro
c
e
s
s

L
H

H

S
e
rv
ic
e
S
u
p
p
o
rt

C
u
s
to
m
e
r
S
e
rv
ic
e
s

F
ro
n
t
L
in
e
D
e
li
v
e
ry

S
e
lf
S
e
rv
e

T
h
e
C
o
re

W
e
b
s
it
e
a
n
d
O
n
li
n
e
P
o
rt
a
l
/

O
c
c
a
s
io
n
a
l
c
a
ll
to
C
S

3
rd
P
a
rt
y
S
y
s
te
m

T
h
is
is
a
n
e
x
a
m
p
le
,
T
o
-b
e

a
n
a
ly
s
is
is
a
v
a
il
a
b
le
fo
r
a
ll

p
ro
c
e
s
s
e
s
in
A
p
p
e
n
d
ix
II
I
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

1
3
7

6
.
D
e
s
ig
n
o
f
th
e
F
u
tu
re
S
ta
te
–
th
e
‘T
o
B
e
’
A
n
a
ly
s
is

C
o
rp
o
ra
te
S
e
rv
ic
e
s
–
C
o
u
n
c
il
T
a
x
,
B
e
n
e
fi
ts
a
n
d
F
re
e
S
c
h
o
o
l
M
e
a
ls

C
o
u
n
c
il
T
a
x
,
B
e
n
e
fi
ts
a
n
d
F
re
e
S
c
h
o
o
l
M
e
a
ls
V
is
io
n
fo
r
th
e
F
u
tu
re
O
v
e
rv
ie
w

T
h
e
m
a
in
s
h
if
t
fo
r
C
o
u
n
c
il
T
a
x
,
B
e
n
e
fi
ts
a
n
d
F
re
e
S
c
h
o
o
l
m
e
a
ls
is
th
e
in
tr
o
d
u
c
ti
o
n
o
f
e
F
o
rm

a
p
p
lic
a
ti
o
n
s
.

E
n
a
b
lin
g
th
e
c
u
s
to
m
e
r
to
a
p
p
ly
o
n
lin
e
w
ill
im
p
ro
v
e
s
e
rv
ic
e
d
e
liv
e
ry
ti
m
e
s
.
In
a
d
d
it
io
n
,
it
w
ill
a
ls
o
re
d
u
c
e
th
e

n
u
m
b
e
r
o
f
a
p
p
lic
a
ti
o
n
s
re
c
e
iv
e
d
fr
o
m
in
e
lig
ib
le
c
u
s
to
m
e
rs
th
ro
u
g
h
e
n
d
in
g
th
e
p
ro
c
e
s
s
e
a
rl
y
fo
llo
w
in
g
a
n
in
it
ia
l

o
n
lin
e
e
lig
ib
ili
ty
c
h
e
c
k
v
ia
a
n
o
n
lin
e
c
a
lc
u
la
to
r.
O
n
lin
e
e
F
o
rm
s
w
ill
a
ls
o
re
d
u
c
e
th
e
n
e
e
d
fo
r
s
e
rv
ic
e
s
u
p
p
o
rt
to

m
a
n
u
a
lly
in
p
u
t
a
ll
a
p
p
lic
a
ti
o
n
d
e
ta
ili
n
g
in
to
C
iv
ic
a
.

S
e
lf
S
e
rv
ic
e

•O
n
lin
e
a
p
p
lic
a
ti
o
n
fo
rm
s
,
a
p
p
o
in
tm
e
n
t
b
o
o
k
in
g

a
n
d
u
p
lo
a
d
o
f
s
u
p
p
o
rt
in
g
d
o
c
u
m
e
n
ta
ti
o
n

•O
n
lin
e
b
a
la
n
c
e
a
n
d
p
a
y
m
e
n
t
fo
r
C
o
u
n
c
il
T
a
x

•O
n
lin
e
p
a
y
m
e
n
t
o
p
ti
o
n

•C
o
u
n
c
il
ta
x
b
a
la
n
c
e
/b
e
n
e
fi
ts
in
fo
rm
a
ti
o
n

a
v
a
ila
b
le
o
n
lin
e

P
ro
c
e
s
s
Im
p
ro
v
e
m
e
n
t

•
In
te
g
ra
te
e
F
o
rm
s
w
it
h
b
a
c
k
o
ff
ic
e
s
y
s
te
m
s
to

a
v
o
id
re
k
e
y
in
g
/p
ri
n
ti
n
g
a
n
d
re
s
c
a
n
n
in
g

•
M
a
n
d
a
to
ry
s
e
c
ti
o
n
s
to
re
d
u
c
e
o
ff
ic
e
r
ti
m
e

c
h
a
s
in
g
m
is
s
in
g
in
fo
rm
a
ti
o
n

•
R
e
d
u
c
e
d
n
e
e
d
fo
r
c
u
s
to
m
e
r
s
e
rv
ic
e
s
to
p
ri
n
t

a
n
d
m
a
il
to
c
u
s
to
m
e
rs

•
O
n
lin
e
e
F
o
rm
w
ill
c
h
e
c
k
e
lig
ib
ili
ty
b
e
fo
re

c
u
s
to
m
e
r
c
o
m
p
le
te
s
fu
ll
a
p
p
lic
a
ti
o
n

•
In
c
o
rp
o
ra
te
F
re
e
S
c
h
o
o
l
M
e
a
ls
a
p
p
lic
a
ti
o
n
in
to

B
e
n
e
fi
ts
a
p
p
lic
a
ti
o
n
fo
rm

•
A
u
to
m
a
ti
o
n
e
lig
ib
ili
ty
a
s
s
e
s
s
m
e
n
t

•
A
u
to
m
a
te
d
o
u
tc
o
m
e
o
f
a
s
s
e
s
s
m
e
n
t

•
A
u
to
m
a
te
d
o
v
e
rp
a
y
m
e
n
ts
c
a
lc
u
la
ti
o
n
s
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

1
3
8

W
h
a
t
d
o
e
s
th
is
m
e
a
n
fo
r
th
e
C
o
u
n
c
il
T
a
x
S
e
rv
ic
e
…

C
o
u
n
c
il
T
a
x

S
e
rv
ic
e

S
e
lf
S
e
rv
ic
e
:

E
x
te
rn
a
ll
y
:
C
o
u
n
c
il
ta
x
s
e
rv
ic
e
s
th
a
t
o
u
r
re
s
id
e
n
ts
a
c
c
e
s
s

w
ill
b
e
a
v
a
ila
b
le
th
ro
u
g
h
o
u
r
w
e
b
s
it
e
.

C
u
s
to
m
e
r
S
e
rv
ic
e
C
e
n
tr
e
:

C
u
s
to
m
e
r
S
e
rv
ic
e
A
d
v
is
o
rs
w
ill
c
o
n
ti
n
u
e
to
ta
k
e
c
a
lls
fo
r

C
o
u
n
c
il
T
a
x
,
b
u
t
th
e
y
w
ill
a
ls
o
b
e
a
b
le
to
a
d
v
is
e
c
a
lle
rs
to

a
c
c
e
s
s
o
u
r
w
e
b
s
it
e
to
c
a
rr
y
o
u
t
th
e
s
e
p
ro
c
e
s
s
e
s
.

C
o
u
n
c
il
T
a
x
:

A
s
s
e
s
s
m
e
n
t
a
n
d
a
p
p
ro
v
a
l
w
ill
c
o
n
ti
n
u
e
to
ta
k
e
p
la
c
e
in
th
e

C
o
u
n
c
il
T
a
x
s
e
rv
ic
e
a
re
a
.

F
o
u
r
k
e
y
p
ro
c
e
s
s
e
s
w
it
h
in
th
e
C
o
u
n
c
il
T
a
x
s
e
rv
ic
e
:

1
.A
p
p
ly
in
g
fo
r
d
is
c
o
u
n
t/
e
x
e
m
p
ti
o
n

2
.R
e
p
o
rt
in
g
a
c
h
a
n
g
e
in
c
ir
c
u
m
s
ta
n
c
e

3
.B
a
la
n
c
in
g
c
h
e
c
k
s
a
n
d
p
a
y
m
e
n
ts

4
.C
o
u
n
c
il
T
a
x
o
v
e
rp
a
y
m
e
n
ts

T
h
e
C
u
s
to
m
e
r
S
e
rv
ic
e
C
e
n
tr
e
c
u
rr
e
n
tl
y
a
tt
e
m
p
t
to
d
e
a
l
w
it
h
a
ll
n
o
n
c
a
s
e
w
o
rk
re
la
te
d
q
u
e
ri
e
s
,
tr
a
n
s
fe
rr
in
g
m
o
re

c
o
m
p
le
x
q
u
e
ri
e
s
to
th
e
b
a
c
k
o
ff
ic
e
fo
r
re
s
o
lu
ti
o
n
.
In
th
e
fu
tu
re
,
c
u
s
to
m
e
rs
w
ill
b
e
a
b
le
to
c
a
rr
y
o
u
t
m
a
n
y
p
ro
c
e
s
s
e
s

a
n
d
fi
n
d
th
e
a
n
s
w
e
r
to
th
e
ir
q
u
e
ri
e
s
u
s
in
g
s
e
lf
s
e
rv
ic
e
o
n
th
e
w
e
b
s
it
e
,
a
n
d
th
e
c
o
n
ta
c
t
c
e
n
tr
e
w
ill
b
e
a
b
le
to
d
e
a
l

w
it
h
m
o
re
c
o
m
p
le
x
q
u
e
ri
e
s
d
u
e
to
in
c
re
a
s
e
d
k
n
o
w
le
d
g
e
in
th
e
s
e
rv
ic
e
a
re
a
.
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

1
3
9

W
h
a
t
d
o
e
s
th
is
m
e
a
n
fo
r
th
e
B
e
n
e
fi
ts
S
e
rv
ic
e
…
…

B
e
n
e
fi
ts
S
e
rv
ic
e

S
e
lf
S
e
rv
ic
e
:

E
x
te
rn
a
ll
y
:
T
h
e
m
a
jo
ri
ty
o
f
th
e
B
e
n
e
fi
ts
s
e
rv
ic
e
s
th
a
t

o
u
r
c
u
s
to
m
e
rs
a
c
c
e
s
s
w
ill
b
e
a
v
a
ila
b
le
th
ro
u
g
h
o
u
r

w
e
b
s
it
e
v
ia
o
n
lin
e
fo
rm
s
.

C
u
s
to
m
e
r
S
e
rv
ic
e
C
e
n
tr
e
:

C
u
s
to
m
e
r
S
e
rv
ic
e
A
d
v
is
o
rs
w
ill
c
o
n
ti
n
u
e
to
ta
k
e
c
a
lls

fo
r
B
e
n
e
fi
ts
,
b
u
t
th
e
y
w
ill
b
e
a
b
le
to
a
d
v
is
e
c
a
lle
rs
to

a
c
c
e
s
s
o
u
r
w
e
b
s
it
e
to
c
a
rr
y
o
u
t
th
e
s
e
p
ro
c
e
s
s
e
s
a
ls
o
.

S
e
rv
ic
e
D
e
li
v
e
ry
:

T
h
e
B
e
n
e
fi
ts
te
a
m
w
ill
c
o
n
ti
n
u
e
to
c
a
rr
y
o
u
t
th
e

a
s
s
e
s
s
m
e
n
t
a
n
d
a
p
p
ro
v
a
l,
w
it
h
a
g
re
a
te
r
d
e
g
re
e
o
f

a
u
to
m
a
ti
o
n

T
w
o
k
e
y
p
ro
c
e
s
s
e
s
w
it
h
in
B
e
n
e
fi
ts
:

1
.
N
e
w
A
p
p
li
c
a
ti
o
n
s

2
.
R
e
p
o
rt
in
g
a
c
h
a
n
g
e
in
c
ir
c
u
m
s
ta
n
c
e

3
.
O
v
e
rp
a
y
m
e
n
ts

C
u
rr
e
n
tl
y
th
e
C
u
s
to
m
e
r
S
e
rv
ic
e
C
e
n
tr
e
a
c
ts
a
s
a
n
in
it
ia
l
p
o
in
t
o
f
c
o
n
ta
c
t,
ta
k
in
g
d
e
ta
ils
b
e
fo
re
p
a
s
s
in
g
c
a
lls
o
n
to

C
u
s
to
m
e
r
A
c
c
o
u
n
ts
fo
r
a
s
s
e
s
s
m
e
n
t.
In
fu
tu
re
,
th
e
C
u
s
to
m
e
r
S
e
rv
ic
e
C
e
n
tr
e
w
ill
b
e
a
b
le
to
re
s
o
lv
e
m
o
re
q
u
e
ri
e
s
a
n
d

c
o
m
p
le
te
a
p
p
lic
a
ti
o
n
s
fo
r
th
e
c
u
s
to
m
e
r
v
ia
o
u
r
w
e
b
s
it
e
.
T
h
e
a
s
s
e
s
s
m
e
n
t
p
ro
c
e
s
s
w
ill
in
c
lu
d
e
s
o
m
e
a
u
to
m
a
ti
o
n
.
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c
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F
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e
S
c
h
o
o
l

M
e
a
ls
s
e
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S
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e
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e
:

E
x
te
rn
a
ll
y
:
T
h
e
m
a
jo
ri
ty
o
f
F
re
e
S
c
h
o
o
l
M
e
a
l
s
e
rv
ic
e
s

th
a
t
o
u
r
c
u
s
to
m
e
rs
a
c
c
e
s
s
w
ill
b
e
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lly
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o
m
p
le
te
d

o
n
lin
e
,
a
n
d
a
s
s
e
s
s
m
e
n
t
a
p
p
ro
v
a
l
w
ill
b
e
g
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n
te
d

a
u
to
m
a
ti
c
a
lly
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C
u
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m
e
r
S
e
rv
ic
e
C
e
n
tr
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:

C
u
s
to
m
e
r
S
e
rv
ic
e
A
d
v
is
o
rs
w
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c
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n
ti
n
u
e
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ta
k
e
c
a
lls

fo
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F
re
e
S
c
h
o
o
l
M
e
a
ls
,
b
u
t
th
e
y
w
ill
a
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o
b
e
a
b
le
to

a
d
v
is
e
c
a
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rs
to
a
c
c
e
s
s
o
u
r
w
e
b
s
it
e
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s
u
b
m
it
a
n

a
p
p
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a
ti
o
n
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S
e
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e
D
e
li
v
e
ry
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A
p
p
e
a
ls
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n
d
q
u
e
ri
e
s
th
a
t
c
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n
n
o
t
b
e
d
e
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w
it
h
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n
lin
e
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b
e
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a
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e
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u
g
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u
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A
c
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o
u
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e
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w
o
k
e
y
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c
e
s
s
e
s
w
it
h
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F
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e
S
c
h
o
o
l
M
e
a
ls
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1
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e
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A
p
p
li
c
a
n
ts

2
.R
e
p
o
rt
in
g
a
c
h
a
n
g
e
in
c
ir
c
u
m
s
ta
n
c
e

C
u
s
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e
r
S
e
rv
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e
C
e
n
tr
e
s
ta
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a
re
c
u
rr
e
n
tl
y
a
b
le
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o
lv
e
c
u
s
to
m
e
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p
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a
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o
n
s
fo
r
F
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e
S
c
h
o
o
l
M
e
a
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b
y
c
h
e
c
k
in
g

e
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ty
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n
d
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g
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ir
e
c
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y
w
it
h
s
c
h
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o
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o
n
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e
c
u
s
to
m
e
rs
’
b
e
h
a
lf
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e
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c
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b
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b
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c
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ra
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p
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b
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c
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c
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c
id
e

B
il
li
n
g
a
n
d

P
a
y
m
e
n
t

P
e
rf
o
rm
e
d
o
n
C
iv
ic
a

A
c
h
a
n
g
e
p
ro
d
u
c
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b
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c
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c
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c
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c
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P
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P
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c
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p
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c
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p
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b
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c
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c
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c
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g
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c
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L
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S
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rv
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e
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u
p
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o
rt

C
u
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S
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e
s
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e
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e
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S
e
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T
h
e
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y
S
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T
h
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n
e
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a
m
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,
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tr
a
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B
e
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h
ir
e
C
o
u
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c
il

1
4
3

6
.
D
e
s
ig
n
o
f
th
e
F
u
tu
re
S
ta
te
–
th
e
‘T
o
B
e
’
A
n
a
ly
s
is

C
h
ild
re
n
’s
S
e
rv
ic
e
–
W
e
b
B
a
s
e
d
C
o
m
m
is
s
io
n
in
g

W
e
b
B
a
s
e
d
C
o
m
m
is
s
io
n
in
g
O
v
e
rv
ie
w

T
h
is
s
e
rv
ic
e
h
a
s
m
o
re
lim
it
e
d
o
p
p
o
rt
u
n
it
ie
s
fo
r
c
h
a
n
g
e
.
T
h
is
h
a
s
b
e
e
n
e
x
c
lu
d
e
d
fr
o
m
th
e
im
p
le
m
e
n
ta
ti
o
n
p
la
n
a
n
d

b
e
n
e
fi
ts
c
a
s
e
a
t
th
is
ti
m
e
.
T
h
e
re
a
re
s
o
m
e
o
p
p
o
rt
u
n
it
ie
s
to
a
llo
w
th
e
p
a
y
m
e
n
ts
a
s
s
o
c
ia
te
d
w
it
h
s
o
m
e
b
o
o
k
in
g
s
to

b
e
m
a
d
e
o
n
lin
e
,
w
h
ic
h
w
o
u
ld
b
e
le
a
d
to
a
p
ro
c
e
s
s
im
p
ro
v
e
m
e
n
t.
P
le
a
s
e
n
o
te
th
a
t,
g
iv
e
n
it
s
lim
it
e
d
b
e
n
e
fi
ts
,
th
is

s
e
rv
ic
e
w
ill
n
o
t
b
e
c
o
n
s
id
e
re
d
u
n
ti
l
to
w
a
rd
s
th
e
e
n
d
o
f
th
e
im
p
le
m
e
n
ta
ti
o
n
p
h
a
s
e
o
f
th
e
p
ro
g
ra
m
m
e
.

s
e
lf
s
e
rv
ic
e

•A
llo
w
a
u
to
m
a
te
d
o
n
lin
e
p
a
y
m
e
n
ts
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c
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s
Im
p
ro
v
e
m
e
n
t
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m
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A
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b
il
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u
rr
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t
S
ta
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tu
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e
rv
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u
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o
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v
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h
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re
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te
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rm
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n
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e
a
d
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n
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e
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to
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c
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n
s
c
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y
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b
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te

C
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C
w
e
b
s
it
e
a
n
d
d
o
w
n
lo
a
d
a
b
le
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C
u
s
to
m
e
rs
c
a
n
c
a
ll
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r
fo
rm

a
s
w
e
ll

S
y
s
te
m
c
a
n
c
h
e
c
k
a
d
d
re
s
s
a
g
a
in
s
t
P
o
s
t
C
o
d
e
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v
e
ri
fy
if
a
p
p
li
c
a
n
t
c
a
n
a
tt
e
n
d
a
c
la
s
s

In
it
ia
l

C
u
s
to
m
e
r

C
o
n
ta
c
t

A
s
s
e
s
s
&

D
e
c
id
e

B
il
li
n
g
a
n
d

P
a
y
m
e
n
t

P
e
rf
o
rm
e
d
m
a
n
u
a
ll
y
b
y

S
e
rv
ic
e
S
u
p
p
o
rt

F
2
F
a
s
s
e
s
s
m
e
n
t
o
f
c
h
il
d

a
b
il
it
y
to
p
la
y
a
n
in
s
tr
u
m
e
n
t

F
2
F
a
t
th
e
e
n
d
o
f
th
e

a
s
s
e
s
s
m
e
n
t.
N
o
ti
c
e
g
iv
e
n

to
p
a
re
n
t

O
n
li
n
e
c
h
e
c
k
fo
r
a
d
d
re
s
s

F
2
F
a
t
th
e
e
n
d
o
f
th
e

a
s
s
e
s
s
m
e
n
t.
N
o
ti
c
e
g
iv
e
n

to
p
a
re
n
t

A
ll
in
fo
rm
a
ti
o
n
o
n
li
n
e
.

T
h
e
re
a
re
a
fe
w
p
h
o
n
e

q
u
e
ri
e
s

M
o
s
t
a
p
p
li
c
a
ti
o
n
s
a
re

a
lr
e
a
d
y
m
a
d
e
o
n
li
n
e

A
p
p
li
c
a
ti
o
n
s
m
a
d
e
o
n
li
n
e

w
it
h
p
a
p
e
r
a
p
p
li
c
a
ti
o
n
s

p
ro
c
e
s
s
e
d
b
y
b
a
c
k
o
ff
ic
e

1
.1
E
n
q
u
ir
y

H
a
n
d
li
n
g

1
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R
e
q
u
e
s
ts
/

A
p
p
li
c
a
ti
o
n
s

1
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a
g
in
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A
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in
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ts
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s
s
e
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e
n
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A
p
p
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v
a
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B
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li
n
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A
ll
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o
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T
h
e
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a
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o
n
e
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u
e
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e
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y
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b
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c
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c
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b
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c
la
s
s
(n
o
t
a
p
p
li
c
a
b
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c
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c
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c
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b
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s
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y
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n
t
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b
ly
b
y
D
ir
e
c
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e
b
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c
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:
b
a
c
k
o
ff
ic
e
s
y
s
te
m
s

•
S
o
lu
ti
o
n
O
v
e
rv
ie
w
a
n
d
c
o
m
p
o
n
e
n
ts
d
e
s
c
ri
p
ti
o
n

•
D
e
s
ig
n
c
o
n
s
id
e
ra
ti
o
n
s
a
n
d
re
c
o
m
m
e
n
d
a
ti
o
n
s
fo
r
e
a
c
h
c
o
m
p
o
n
e
n
t

•
F
u
n
c
ti
o
n
a
l
re
q
u
ir
e
m
e
n
ts

•
T
e
c
h
n
ic
a
l
re
q
u
ir
e
m
e
n
ts
a
n
d
h
o
s
ti
n
g

•
P
o
te
n
ti
a
l
q
u
ic
k
w
in
s

•
C
o
s
ti
n
g
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

1
4
7

T
h
e
te
c
h
n
o
lo
g
y
e
le
m
e
n
t
o
f
C
u
s
to
m
e
r
F
ir
s
t
h
a
s
b
e
e
n
d
e
s
ig
n
e
d
b
a
s
e
d
o
n
th
e
IC
T
te
c
h
n
o
lo
g
y
s
tr
a
te
g
y
d
e
s
ig
n

p
ri
n
c
ip
le
s
:
s
ta
b
le
,
in
n
o
v
a
ti
v
e
,
s
e
c
u
re
a
n
d
re
s
p
o
n
s
iv
e
.
It
fo
c
u
s
e
s
p
ri
m
a
ri
ly
o
n
d
e
liv
e
ri
n
g
e
x
c
e
lle
n
t
s
e
lf
s
e
rv
ic
e
u
s
e
r

e
x
p
e
ri
e
n
c
e
w
h
ic
h
is
c
lo
s
e
ly
a
lig
n
e
d
w
it
h
th
e
'e
x
c
e
lle
n
t
c
u
s
to
m
e
r
s
e
rv
ic
e
',
'd
ig
it
a
l
b
y
d
e
fa
u
lt
'a
n
d
's
e
lf
s
e
rv
e
'
v
is
io
n
o
f

th
e
p
ro
g
ra
m
m
e
.

D
u
ri
n
g
th
e
d
e
s
ig
n
th
e
IC
T
e
le
m
e
n
t
lin
k
s
v
e
ry
c
lo
s
e
ly
w
it
h
th
e
o
th
e
r
s
tr
e
a
m
s
o
f
C
u
s
to
m
e
r
F
ir
s
t:

-
T
h
e
C
u
s
to
m
e
r
in
s
ig
h
t
a
n
d
a
n
a
ly
s
is
p
ro
v
id
e
d
v
a
lu
a
b
le
in
s
ig
h
t
in
te
rm
s
o
f
u
s
e
r
e
x
p
e
ri
e
n
c
e
(f
ro
m
th
e
c
u
s
to
m
e
rs
'

p
o
in
t
o
f
v
ie
w
)
a
s
w
e
ll
a
s
h
o
w
m
a
n
y
c
u
s
to
m
e
rs
a
re
lik
e
ly
to
s
h
if
t
o
n
lin
e

-
T
h
e
d
e
ta
ile
d
,
s
ta
n
d
a
rd
is
e
d
p
ro
c
e
s
s
e
s
p
ro
v
id
e
d
th
e
fu
n
c
ti
o
n
a
l
re
q
u
ir
e
m
e
n
ts
a
n
d
s
p
e
c
if
ic
s
e
rv
ic
e
IC
T
re
q
u
ir
e
m
e
n
ts

fo
r
a
ll
in
-s
c
o
p
e
s
e
rv
ic
e
s
;
it
a
ls
o
h
e
lp
e
d
c
a
p
tu
ri
n
g
s
o
m
e
lo
n
g
e
r
te
rm
re
q
u
ir
e
m
e
n
ts

F
in
a
lly
,
th
e
d
e
s
ig
n
ta
k
e
s
in
to
a
c
c
o
u
n
t
o
f
th
e
c
u
rr
e
n
t
IC
T
s
ta
te
,
in
te
rm
s
o
f
a
p
p
lic
a
ti
o
n
s
,
in
fr
a
s
tr
u
c
tu
re
a
n
d
c
a
p
a
b
ili
ty

re
a
d
in
e
s
s
,
a
s
w
e
ll
a
s
th
e
IC
T
s
tr
a
te
g
y
ro
a
d
m
a
p
.
T
h
e
g
a
p
a
n
a
ly
s
is
p
ro
v
id
e
d
a
c
le
a
r
in
d
ic
a
ti
o
n
o
n
h
o
w
to
p
ri
o
ri
ti
s
e

th
e
d
if
fe
re
n
t
te
c
h
n
o
lo
g
y
c
o
m
p
o
n
e
n
ts
a
n
d
s
h
a
p
e
th
e
d
e
s
ig
n
c
o
n
s
id
e
ra
ti
o
n
s
.

7
.
T
e
c
h
n
o
lo
g
y
e
n
a
b
le
rs

In
tr
o
d
u
c
ti
o
n

W
h
a
t
is
th
e
te
c
h
n
o
lo
g
y
e
le
m
e
n
t
o
f
C
u
s
to
m
e
r
F
ir
s
t?
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

1
4
8

T
h
e
h
ig
h
le
v
e
l
IC
T
d
e
s
ig
n
a
c
ti
v
it
ie
s
w
e
re
d
e
fi
n
e
d
w
it
h
in
th
e
1
2
-w
e
e
k
d
e
liv
e
ry
ti
m
e
fr
a
m
e
:

1
.
R
e
v
ie
w
E
x
is
ti
n
g
IT
A
rc
h
it
e
c
tu
re
a
n
d
A
g
re
e
S
c
o
p
e
(2
-3
w
e
e
k
s
):
A
p
p
lic
a
ti
o
n
s
w
e
re
c
a
te
g
o
ri
s
e
d
a
n
d
m
a
rk
e
d
in

s
c
o
p
e
a
s
a
te
c
h
n
o
lo
g
y
c
o
m
p
o
n
e
n
t
o
f
C
u
s
to
m
e
r
F
ir
s
t.
T
h
e
y
w
e
re
th
e
n
a
s
s
e
s
s
e
d
a
n
d
p
ri
o
ri
ti
s
e
d
w
it
h
th
e
IC
T
a
n
d

p
ro
je
c
t
te
a
m
.
T
h
e
c
u
rr
e
n
t
b
a
c
k
o
ff
ic
e
s
y
s
te
m
s
w
e
re
a
ls
o
a
s
s
e
s
s
e
d
in
te
rm
s
o
f
in
te
g
ra
ti
o
n
c
a
p
a
b
ili
ty
a
n
d
q
u
ic
k

w
in
s
w
e
re
id
e
n
ti
fi
e
d
.

2
.
S
o
lu
ti
o
n
C
o
m
p
o
n
e
n
t
R
e
v
ie
w
a
n
d
R
e
q
u
ir
e
m
e
n
ts
G
a
th
e
ri
n
g
(4
-6
w
e
e
k
s
):
A
ft
e
r
th
e
in
it
ia
l
R
A
G
a
s
s
e
s
s
m
e
n
t,
a

m
o
re
d
e
ta
ile
d
re
v
ie
w
fo
r
e
a
c
h
h
ig
h
p
ri
o
ri
ty
c
o
m
p
o
n
e
n
t
w
a
s
c
o
n
d
u
c
te
d
.
A
t
th
e
s
a
m
e
ti
m
e
,
d
e
ta
ile
d
fu
n
c
ti
o
n
a
l
a
n
d

te
c
h
n
ic
a
l
re
q
u
ir
e
m
e
n
ts
o
f
th
e
s
o
lu
ti
o
n
w
e
re
g
a
th
e
re
d
.

3
.
T
e
c
h
n
ic
a
l
D
e
s
ig
n
w
it
h
R
e
c
o
m
m
e
n
d
a
ti
o
n
s
a
n
d
C
o
s
ti
n
g
(2
-3
w
e
e
k
s
):
A
s
p
a
rt
o
f
th
e
b
u
s
in
e
s
s
c
a
s
e
,

re
c
o
m
m
e
n
d
a
ti
o
n
s
a
re
m
a
d
e
fo
r
e
a
c
h
c
o
m
p
o
n
e
n
t
in
te
rm
s
o
f
c
o
s
ti
n
g
a
n
d
d
e
s
ig
n
a
p
p
ro
a
c
h
,
a
n
d
m
o
re
im
p
o
rt
a
n
tl
y

h
o
w
th
e
y
fi
t
to
g
e
th
e
r
to
d
e
liv
e
r
th
e
C
u
s
to
m
e
r
F
ir
s
t
s
o
lu
ti
o
n
.

7
.
T
e
c
h
n
o
lo
g
y
e
n
a
b
le
rs

IC
T
D
e
s
ig
n
A
p
p
ro
a
c
h
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

1
4
9

P
ri
n
c
ip
le

D
e
s
c
ri
p
ti
o
n

S
ta
b
le

S
e
c
u
re

In
n
o
v
a
ti
v
e

R
e
s
p
o
n
s
iv
e

1
.
R
o
b
u
s
t
a
n
d

In
te
g
ra
te
d

In
fr
a
s
tr
u
c
tu
re

E
n
s
u
ri
n
g
a
v
a
ila
b
ili
ty
o
f
b
u
s
in
e
s
s
s
e
rv
ic
e
s
w
it
h
a
ro
b
u
s
t
IC
T

in
fr
a
s
tr
u
c
tu
re
.
T
h
e
s
o
lu
ti
o
n
s
w
ill
b
e
s
e
le
c
te
d
,
p
ro
c
u
re
d
a
n
d

im
p
le
m
e
n
te
d
to
a
d
h
e
re
to
th
e
C
o
u
n
c
il’
s
te
c
h
n
o
lo
g
y
a
n
d

in
te
g
ra
ti
o
n
s
ta
n
d
a
rd
s

2
.
D
e
fi
n
e
d

O
w
n
e
rs
h
ip
a
n
d

IC
T
S
k
ill
s

T
h
e
b
u
s
in
e
s
s
h
a
s
d
e
s
ig
n
a
te
d
o
w
n
e
rs
fo
r
th
e
p
ro
c
e
s
s
e
s

a
n
d
d
a
ta
a
n
d
w
ill
w
o
rk
c
o
lla
b
o
ra
ti
v
e
ly
w
it
h
IC
T
to
m
a
k
e

d
e
c
is
io
n
s
o
n
th
e
te
c
h
n
o
lo
g
y
re
q
u
ir
e
d
to
e
n
s
u
re
s
u
ff
ic
ie
n
t

c
a
p
a
b
ili
ty
a
n
d
c
a
p
a
c
it
y
to
d
e
liv
e
r
a
n
d
m
a
in
ta
in
th
e
s
o
lu
ti
o
n
s

3
.I
n
fo
rm
a
ti
o
n

M
a
n
a
g
e
m
e
n
t

a
n
d
S
e
c
u
ri
ty

P
ro
te
c
ti
n
g
th
e
C
o
u
n
c
il’
s
a
s
s
e
ts
a
n
d
re
p
u
ta
ti
o
n
;
in
fo
rm
a
ti
o
n

is
p
ro
te
c
te
d
fr
o
m
u
n
a
u
th
o
ri
s
e
d
u
s
e
a
n
d
d
is
c
lo
s
u
re

(“
le
a
k
a
g
e
”)
in
lin
e
w
it
h
c
o
rp
o
ra
te
p
o
lic
ie
s
a
n
d
m
a
n
d
a
to
ry

n
a
ti
o
n
a
l
s
ta
n
d
a
rd
s

4
.
C
o
m
p
lia
n
c
e

T
h
e
a
rc
h
it
e
c
tu
re
is
d
e
s
ig
n
e
d
in
a
w
a
y
th
a
t
m
e
e
ts
th
e

b
u
s
in
e
s
s
o
b
je
c
ti
v
e
s
w
h
ile
c
o
m
p
ly
in
g
w
it
h
re
le
v
a
n
t

le
g
is
la
ti
o
n
,
re
g
u
la
ti
o
n
a
n
d
s
e
c
u
ri
ty
p
o
lic
ie
s
.
W
h
e
n

c
o
n
s
id
e
ri
n
g
in
n
o
v
a
ti
v
e
s
o
lu
ti
o
n
s
,
w
e
w
ill
ta
k
e
a
m
e
a
s
u
re
d

a
n
d
re
a
lis
ti
c
v
ie
w
o
n
c
o
m
p
lia
n
c
e
.
W
e
w
ill
n
o
t
d
e
fa
u
lt
to
a

ri
s
k
a
d
v
e
rs
e
s
ta
n
c
e

5
.
S
e
lf
S
e
rv
ic
e

S
u
p
p
o
rt
in
g
a
n
d
p
ro
m
o
ti
n
g
th
e
u
s
e
o
f
w
e
b
a
c
c
e
s
s
a
n
d
s
e
lf

s
e
rv
ic
e
a
d
m
in
is
tr
a
ti
o
n
b
y
c
u
s
to
m
e
rs
v
ia
p
ro
v
e
n
a
n
d

in
n
o
v
a
ti
v
e
s
o
lu
ti
o
n
s
.
W
e
a
im
to
e
n
s
u
re
th
a
t
C
o
u
n
c
il

s
e
rv
ic
e
s
to
b
e
d
ig
it
a
l
b
y
d
e
fa
u
lt

7
.
T
e
c
h
n
o
lo
g
y
e
n
a
b
le
rs

IC
T
a
n
d
C
u
s
to
m
e
r
F
ir
s
t
P
ri
n
c
ip
le
s
(1
)

A
s
e
t
o
f
p
ri
n
c
ip
le
s
w
e
re
d
e
fi
n
e
d
fo
r
C
u
s
to
m
e
r
F
ir
s
t
a
n
d
IC
T
to
d
e
li
v
e
r
a
fi
t-
fo
r-
p
u
rp
o
s
e

s
o
lu
ti
o
n
.
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

1
5
0

P
ri
n
c
ip
le

D
e
s
c
ri
p
ti
o
n

S
ta
b
le

S
e
c
u
re

In
n
o
v
a
ti
v
e

R
e
s
p
o
n
s
iv
e

6
.
F
le
x
ib
le
a
n
d

M
o
b
ile

W
o
rk
in
g

D
e
liv
e
r
s
o
lu
ti
o
n
s
w
it
h
th
e
c
a
p
a
b
ili
ty
fo
r
th
e
C
o
u
n
c
il
to

a
c
c
e
s
s
s
y
s
te
m
s
s
e
c
u
re
ly
a
n
d
re
m
o
te
ly

7
.
C
u
s
to
m
e
r

in
s
ig
h
t
is

s
h
a
re
d
a
n
d

a
c
c
e
s
s
ib
le

T
h
e
C
o
u
n
c
il
h
a
s
a
p
p
ro
p
ri
a
te
a
n
d
c
o
n
tr
o
lle
d
a
c
c
e
s
s
to

c
u
s
to
m
e
r
in
s
ig
h
t
a
n
d
in
te
lli
g
e
n
c
e
d
a
ta
in
o
rd
e
r
to
d
ri
v
e
th
e

b
u
s
in
e
s
s
fo
rw
a
rd

8
.
A
n
ti
c
ip
a
ti
n
g

F
u
tu
re
N
e
e
d
s

M
e
e
ti
n
g
th
e
c
h
a
n
g
in
g
a
m
b
it
io
n
s
a
n
d
th
e
n
e
e
d
s
o
f
th
e

C
o
u
n
c
il;
s
o
lu
ti
o
n
s
d
e
liv
e
re
d
n
e
e
d
to
re
fl
e
c
t
fu
tu
re
a
m
b
it
io
n
s

o
f
th
e
C
o
u
n
c
il,
o
p
p
o
rt
u
n
it
ie
s
p
re
s
e
n
te
d
b
y
th
e
te
c
h
n
o
lo
g
y

m
a
rk
e
t
p
la
c
e
a
n
d
in
a
c
c
o
rd
a
n
c
e
w
it
h
th
e
u
n
d
e
rp
in
n
in
g

a
rc
h
it
e
c
tu
ra
l
te
c
h
n
o
lo
g
y
ro
a
d
m
a
p

9
.
C
o
m
m
o
n

U
s
e

A
p
p
lic
a
ti
o
n
s

a
c
ro
s
s
th
e

C
o
u
n
c
il

T
a
k
in
g
a
n
e
n
te
rp
ri
s
e
-w
id
e
p
e
rs
p
e
c
ti
v
e
w
it
h
th
e
s
e
le
c
ti
o
n

a
n
d
u
s
e
o
f
IT
s
y
s
te
m
s
,
w
it
h
a
p
re
fe
re
n
c
e
fo
r
c
o
n
s
o
lid
a
ti
n
g

to
e
x
is
ti
n
g
a
p
p
lic
a
ti
o
n
s
o
v
e
r
th
e
d
e
v
e
lo
p
m
e
n
t
o
f
s
im
ila
r
o
r

d
u
p
lic
a
te
d
a
p
p
lic
a
ti
o
n
s
,
d
ri
v
in
g
ra
ti
o
n
a
lis
a
ti
o
n
o
f
th
e
IC
T

e
s
ta
te

1
0
.
B
u
y
ra
th
e
r

th
a
n
B
u
ild

P
u
rs
u
e
a
s
tr
a
te
g
y
o
f
u
s
in
g
(c
o
n
fi
g
u
ri
n
g
)
fi
t-
fo
r-
p
u
rp
o
s
e

p
a
c
k
a
g
e
d
s
o
ft
w
a
re
ra
th
e
r
th
a
n
b
e
s
p
o
k
e
d
e
v
e
lo
p
m
e
n
t
o
f

a
p
p
lic
a
ti
o
n
s
;
a
ls
o
e
n
s
u
re
s
u
ff
ic
ie
n
t
a
n
d
c
le
a
rl
y
d
e
fi
n
e
d

b
u
d
g
e
t
a
c
ro
s
s
th
e
lif
e
c
y
c
le

7
.
T
e
c
h
n
o
lo
g
y
e
n
a
b
le
rs

IC
T
a
n
d
C
u
s
to
m
e
r
F
ir
s
t
P
ri
n
c
ip
le
s
(2
)
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

1
5
1

E
a
c
h
c
o
m
p
o
n
e
n
t
in
s
c
o
p
e
w
a
s
re
v
ie
w
e
d
a
n
d
a
s
s
ig
n
e
d
a
R
A
G
s
ta
tu
s
b
y
th
e
IC
T
te
a
m
:

•P
o
o
r
fi
t
o
r
n
o
e
x
is
ti
n
g
o
r
p
la
n
n
e
d
c
a
p
a
b
ili
ty
,
re
q
u
ir
e
s
fu
rt
h
e
r
in
v
e
s
ti
g
a
ti
o
n
o
r
d
e
v
e
lo
p
m
e
n
t

•S
o
m
e
fi
t,
b
u
t
w
it
h
s
o
m
e
o
u
ts
ta
n
d
in
g
q
u
e
s
ti
o
n
s
o
r
g
a
p
s
to
m
e
e
t
k
n
o
w
n
fu
tu
re
re
q
u
ir
e
m
e
n
ts
.
A
ls
o
u
s
e
d
id
im
p
a
c
t

o
f
‘p
o
o
r
fi
t’
is
lim
it
e
d

•G
o
o
d
fi
t
o
f
c
u
rr
e
n
t
s
y
s
te
m
s
a
n
d
p
la
n
n
e
d
s
y
s
te
m
s
c
h
a
n
g
e
s
w
it
h
re
q
u
ir
e
m
e
n
ts

(P
a
rt
o
f
th
e
R
A
G
a
n
a
ly
s
is
w
a
s
b
a
s
e
d
o
n
th
e
IC
T
a
n
d
C
u
s
to
m
e
r
F
ir
s
t
p
ri
n
c
ip
le
s
o
u
tl
in
e
d
in
th
e
p
re
v
io
u
s
s
lid
e
s
.)

A
ft
e
r
th
e
o
v
e
ra
ll
R
A
G
s
ta
tu
s
e
a
c
h
in
d
iv
id
u
a
l
c
o
m
p
o
n
e
n
t
w
a
s
a
s
s
e
s
s
e
d
(r
e
fe
r
to
A
p
p
e
n
d
ix
).
It
c
o
n
ta
in
s
:

•T
h
e
re
a
s
o
n
w
h
y
th
e
c
o
m
p
o
n
e
n
t
is
re
le
v
a
n
t
to
C
u
s
to
m
e
r
F
ir
s
t
(a
n
d
w
it
h
w
h
a
t
p
ri
o
ri
ty
)

•T
h
e
R
A
G
s
ta
tu
s
to
in
d
ic
a
te
w
h
e
th
e
r
th
e
c
o
m
p
o
n
e
n
t
m
e
e
ts
o
u
r
e
x
p
e
c
te
d
fu
tu
re
n
e
e
d
s

•I
f
n
o
t
th
e
n
w
h
a
t
a
re
th
e
re
c
o
m
m
e
n
d
a
ti
o
n
s
/a
c
ti
o
n
s

7
.
T
e
c
h
n
o
lo
g
y
e
n
a
b
le
rs

A
s
-i
s
a
n
a
ly
s
is
:
C
u
rr
e
n
t
A
p
p
lic
a
ti
o
n
s
A
rc
h
it
e
c
tu
re
–
R
A
G
s
ta
tu
s
(1
)
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

1
5
2

C
R
M

•
U
n
p
ro
v
e
n
C
R
M
s
o
lu
ti
o
n
p
u
rc
h
a
s
e
d
b
u
t
n
o
t
liv
e

•
H
a
s
s
ta
n
d
a
rd
C
R
M
fu
n
c
ti
o
n
a
lit
y

•
L
a
c
k
o
f
e
v
id
e
n
c
e
o
f
a
b
ili
ty
to
d
e
liv
e
r
C
o
u
n
c
il
s
e
rv
ic
e
s
,

a
n
d
s
k
ill
s
in
th
e
m
a
rk
e
t

•
C
u
rr
e
n
tl
y
m
a
n
y
d
o
u
b
le
k
e
y
in
g
a
n
d
s
w
it
c
h
in
g
o
f

a
p
p
lic
a
ti
o
n
s
c
re
e
n
s
fo
r
C
o
n
ta
c
t
C
e
n
tr
e
u
s
e
rs

P
a
y
m
e
n
ts

•
U
p
g
ra
d
e
in
p
ro
g
re
s
s
w
h
ic
h
is
lik
e
ly
to
m
e
e
t
b
u
s
in
e
s
s

n
e
e
d
s

P
o
rt
a
l
/
e
F
o
rm
s

•
N
o
c
u
rr
e
n
t
s
e
lf
s
e
rv
ic
e
p
o
rt
a
l
c
a
p
a
b
ili
ty
w
it
h
in
th
e

C
o
u
n
c
il

•
B
a
s
ic
e
F
o
rm
s
p
a
c
k
a
g
e
in
u
s
e

•
e
F
o
rm
s
s
k
ill
s
n
o
t
c
o
m
m
o
n
in
th
e
m
a
rk
e
t

•
N
o
e
x
p
e
ri
e
n
c
e
o
f
lin
k
in
g
c
u
s
to
m
e
r
fo
rm
s
to
b
a
c
k

o
ff
ic
e
s
y
s
te
m
s

In
te
g
ra
ti
o
n

•
N
o
c
u
rr
e
n
t
m
e
a
n
s
o
n
in
te
g
ra
ti
n
g
b
e
tw
e
e
n
s
y
s
te
m
s

G
IS

•
S
ta
n
d
a
rd
C
o
u
n
c
il
s
y
s
te
m
in
u
s
e

•
M
a
y
re
q
u
ir
e
u
p
g
ra
d
e
to
im
p
ro
v
e
p
e
rf
o
rm
a
n
c
e
,

n
u
m
b
e
r
o
f
u
s
e
rs
a
n
d
a
b
ili
ty
to
a
d
d
lo
c
a
ti
o
n
la
y
e
rs

S
e
c
u
ri
ty

•
N
o
t
c
u
rr
e
n
tl
y
a
b
le
to
s
u
p
p
o
rt
s
in
g
le
s
ig
n
o
n
a
n
d

id
e
n
ti
ty
m
a
n
a
g
e
m
e
n
t

N
o
te
:
E
a
c
h
o
f
th
e
s
e
te
c
h
n
o
lo
g
y
c
o
m
p
o
n
e
n
t
w
a
s
th
e
n

fu
rt
h
e
re
d
a
s
s
e
s
s
e
d
,
in
te
rm
s
o
f
s
o
lu
ti
o
n
a
n
d
v
e
n
d
o
r

o
p
ti
o
n
s
.
T
h
is
fo
rm
s
th
e
b
a
s
is
o
f
th
e
IC
T
d
e
s
ig
n

re
c
o
m
m
e
n
d
a
ti
o
n
s
.

7
.
T
e
c
h
n
o
lo
g
y
e
n
a
b
le
rs

A
s
-i
s
a
n
a
ly
s
is
:
C
u
rr
e
n
t
A
p
p
lic
a
ti
o
n
s
A
rc
h
it
e
c
tu
re
–
S
u
m
m
a
ry
F
in
d
in
g
s
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

1
5
3

7
.
T
e
c
h
n
o
lo
g
y
e
n
a
b
le
rs

A
s
-i
s
a
n
a
ly
s
is
:
B
a
c
k
o
ff
ic
e
s
y
s
te
m
s

A
c
h
ie
v
in
g
th
e
C
u
s
to
m
e
r
F
ir
s
t
v
is
io
n
re
q
u
ir
e
s
d
e
e
p
in
te
g
ra
ti
o
n
w
it
h
th
e
e
x
is
ti
n
g
s
y
s
te
m
s
s
u
p
p
o
rt
in
g

e
a
c
h
s
e
rv
ic
e
a
re
a
in
s
c
o
p
e
a
n
d
th
e
s
e
s
y
s
te
m
s
fo
rm

a
k
e
y
c
o
m
p
o
n
e
n
t
o
f
th
e
e
n
d
to
e
n
d
s
o
lu
ti
o
n
.

•
W
e
h
a
v
e
c
o
n
d
u
c
te
d
a
n
in
it
ia
l
re
v
ie
w
o
f
b
u
s
in
e
s
s
s
y
s
te
m
s
in
s
c
o
p
e
o
f
th
e
1
4
s
e
rv
ic
e
s

•
U
n
d
e
rs
ta
n
d
in
g
fe
a
s
ib
ili
ty
o
f
lin
k
in
g
w
it
h
e
a
c
h
s
y
s
te
m
a
n
d
p
re
p
a
ra
to
ry
w
o
rk
re
q
u
ir
e
d
h
e
lp
s
in
fo
rm
th
e

b
u
s
in
e
s
s
c
a
s
e
a
n
d
c
o
n
s
tr
u
c
t
a
n
d
im
p
le
m
e
n
t
p
la
n

•
A
re
a
s
w
e
lo
o
k
e
d
a
t:

–
W
h
e
th
e
r
b
u
s
in
e
s
s
s
y
s
te
m
s
e
x
is
t
w
it
h
in
th
e
s
e
rv
ic
e
a
re
a
s
in
s
c
o
p
e

–
A
v
a
ila
b
ili
ty
o
f
in
te
rf
a
c
e
s
to
s
u
p
p
o
rt
in
te
g
ra
ti
o
n
s
y
s
te
m
s

–
A
n
ti
c
ip
a
te
d
c
h
a
n
g
e
s
o
f
th
e
c
o
u
rs
e
o
f
th
e
p
ro
g
ra
m
m
e
to
a
v
o
id
re
w
o
rk

–
Id
e
n
ti
fy
e
x
is
ti
n
g
c
a
p
a
c
it
y
is
s
u
e
s
th
a
t
p
o
in
t
to
in
a
b
ili
ty
to
h
a
n
d
le
in
c
re
a
s
e
d
d
e
m
a
n
d
p
la
c
e
d
o
n

s
y
s
te
m
s
fr
o
m
fr
o
n
t
e
n
d
tr
a
n
s
a
c
ti
o
n
s

–
S
u
p
p
o
rt
fr
o
m
S
u
p
p
lie
rs
,
S
u
p
e
r
U
s
e
rs
a
n
d
IC
T

–
A
b
le
to
s
u
p
p
o
rt
d
e
v
e
lo
p
m
e
n
t
o
f
th
e
n
e
w
p
ro
c
e
s
s
e
s
w
it
h
o
u
t
im
p
a
c
ti
n
g
liv
e
s
y
s
te
m
s

•
In
fo
rm
e
d
th
ro
u
g
h
in
it
ia
l
d
is
c
u
s
s
io
n
s
w
it
h
s
u
p
e
r
u
s
e
rs
w
it
h
in
d
e
p
a
rt
m
e
n
ts
,
s
y
s
te
m
v
e
n
d
o
rs
a
n
d
IC
T
s
u
p
p
o
rt

te
a
m
s
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

1
5
4

7
.
T
e
c
h
n
o
lo
g
y
e
n
a
b
le
rs

A
s
-i
s
a
n
a
ly
s
is
:
B
a
c
k
o
ff
ic
e
s
y
s
te
m
s

S
u
m
m
a
ry
F
in
d
in
g
s

•
T
h
e
re
a
re
1
1
s
y
s
te
m
s
w
e
n
e
e
d
to
in
te
g
ra
te
w
it
h
;
m
o
s
t
a
p
p
e
a
r
to
h
a
v
e
th
e
a
b
ili
ty
to
s
u
p
p
o
rt
in
te
g
ra
ti
o
n
(t
h
is
h
a
s

y
e
t
to
b
e
te
s
te
d
w
it
h
tw
o
s
y
s
te
m
s
o
r
in
d
e
ta
il
w
it
h
a
n
y
)

•
O
n
e
s
e
rv
ic
e
d
o
e
s
n
o
t
h
a
v
e
a
b
a
c
k
o
ff
ic
e
s
y
s
te
m
in
p
la
c
e
a
t
a
ll
-
N
o
n
L
e
is
u
re
A
c
ti
v
it
ie
s

•
T
h
e
re
a
re
a
n
u
m
b
e
r
o
f
A
c
c
e
s
s
d
a
ta
b
a
s
e
s
,
s
p
re
a
d
s
h
e
e
ts
a
n
d
p
a
p
e
r
lis
ts
th
a
t
n
e
e
d
c
o
n
s
o
lid
a
ti
n
g

•
W
a
s
te
s
e
rv
ic
e
s
s
y
s
te
m
(A
c
o
la
id
)
d
o
e
s
n
o
t
o
ff
e
r
a
s
u
it
a
b
le
p
la
tf
o
rm
fo
r
th
e
s
e
rv
ic
e
o
r
fo
r
C
u
s
to
m
e
r
F
ir
s
t

p
u
rp
o
s
e
s
a
n
d
n
e
e
d
s
re
p
la
c
in
g

•
T
w
o
s
y
s
te
m
s
R
o
u
te
w
is
e
a
n
d
T
e
rm
s
(u
s
e
d
in
S
c
h
o
o
ls
T
ra
n
s
p
o
rt
a
n
d
A
d
u
lt
a
n
d
C
o
m
m
u
n
it
y
L
e
a
rn
in
g
)
d
o
n
o
t

c
u
rr
e
n
tl
y
h
a
v
e
a
te
s
t
e
n
v
ir
o
n
m
e
n
t,
th
is
n
e
e
d
s
to
b
e
in
p
la
c
e

•
T
w
o
s
y
s
te
m
s
A
c
o
la
id
(u
s
e
d
in
W
a
s
te
,
F
ly
ti
p
p
in
g
a
n
d
H
ig
h
w
a
y
s
)
a
n
d
O
p
e
n
re
v
e
n
u
e
s
(C
o
u
n
c
il
T
a
x
,
B
e
n
e
fi
ts
)

c
u
rr
e
n
tl
y
e
x
p
e
ri
e
n
c
e
s
s
ig
n
if
ic
a
n
t
p
e
rf
o
rm
a
n
c
e
is
s
u
e
s
w
h
ic
h
n
e
e
d
re
s
o
lv
in
g

•
T
w
o
s
y
s
te
m
s
R
o
u
te
w
is
e
a
n
d
T
e
rm
s
w
h
e
re
s
u
p
p
o
rt
n
e
e
d
s
to
b
e
im
p
ro
v
e
d
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

1
5
5

7
.
T
e
c
h
n
o
lo
g
y
e
n
a
b
le
rs

A
s
-i
s
a
n
a
ly
s
is
:
B
a
c
k
o
ff
ic
e
s
y
s
te
m
s

R
e
c
o
m
m
e
n
d
a
ti
o
n
s
/
A
c
ti
o
n
s

•
A
g
re
e
s
o
lu
ti
o
n
s
fo
r
s
e
rv
ic
e
s
w
it
h
o
u
t
v
ia
b
le
s
y
s
te
m
s
in
p
la
c
e
,
p
la
n
ti
m
e
s
c
a
le
s
–
c
o
s
ts
n
o
t
c
o
n
s
id
e
re
d
in
th
e

b
u
s
in
e
s
s
c
a
s
e

•
A
d
d
s
e
p
a
ra
te
te
s
t
s
y
s
te
m
s
w
h
e
re
re
q
u
ir
e
d
–
h
a
rd
w
a
re
a
n
d
p
o
te
n
ti
a
lly
s
o
ft
w
a
re
c
o
s
ts
c
o
n
s
id
e
re
d
in
th
e

b
u
s
in
e
s
s
c
a
s
e

•
In
v
e
s
ti
g
a
te
a
n
d
re
s
o
lv
e
p
e
rf
o
rm
a
n
c
e
is
s
u
e
s
o
n
s
e
rv
e
rs
–
a
llo
w
a
n
c
e
in
th
e
b
u
s
in
e
s
s
c
a
s
e

•
C
o
n
ti
n
u
e
w
o
rk
in
g
w
it
h
s
u
p
p
lie
rs
to
p
ro
v
e
in
te
g
ra
ti
o
n
c
a
p
a
b
ili
ti
e
s
in
lin
e
w
it
h
C
B
C
’s
n
e
w
p
ro
c
e
s
s
e
s

•
W
o
rk
o
n
b
u
ild
in
g
s
u
p
p
o
rt
k
n
o
w
le
d
g
e
,
ro
le
s
a
n
d
re
s
p
o
n
s
ib
ili
ti
e
s
fo
r
s
y
s
te
m
s
w
h
e
re
th
is
is
u
n
c
le
a
r
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

1
5
6

7
.
T
e
c
h
n
o
lo
g
y
e
n
a
b
le
rs

S
o
lu
ti
o
n
O
v
e
rv
ie
w

T
h
is
d
ia
g
ra
m
s
h
o
w
s
th
e
d
if
fe
re
n
t
la
y
e
rs
o
f

te
c
h
n
o
lo
g
y
c
o
m
p
o
n
e
n
t
to
e
n
a
b
le
C
u
s
to
m
e
r
F
ir
s
t:

•
C
h
a
n
n
e
ls
:
C
u
s
to
m
e
r
S
e
rv
ic
e
s
c
e
n
tr
e
a
n
d
s
e
lf

s
e
rv
ic
e

•
F
ro
n
t
e
n
d
:
T
h
e
C
R
M
a
n
d
th
e
s
e
lf
s
e
rv
ic
e
p
o
rt
a
l

p
ro
v
id
e
s
th
e
fr
o
n
t
e
n
d
u
s
e
r
e
x
p
e
ri
e
n
c
e
a
c
ro
s
s

m
u
lt
ip
le
c
h
a
n
n
e
ls

•
S
u
p
p
o
rt
in
g
a
p
p
lic
a
ti
o
n
s
:
e
F
o
rm
s
to
c
a
p
tu
re

in
fo
rm
a
ti
o
n
a
n
d
o
th
e
r
s
u
p
p
o
rt
in
g
a
p
p
lic
a
ti
o
n
s
to

a
llo
w
tr
a
n
s
a
c
ti
o
n
s
o
n
lin
e

•
In
te
g
ra
ti
o
n
H
u
b
:
In
te
g
ra
ti
o
n
m
a
in
ta
in
s
th
e
d
a
ta

b
e
tw
e
e
n
th
e
fr
o
n
t
e
n
d
a
n
d
th
e
b
a
c
k
o
ff
ic
e

s
y
s
te
m
s

•
B
a
c
k
e
n
d
:
T
h
e
b
a
c
k
o
ff
ic
e
s
y
s
te
m
s
fo
r
th
e
in
-

s
c
o
p
e
s
e
rv
ic
e
s
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

1
5
7

7
.
T
e
c
h
n
o
lo
g
y
e
n
a
b
le
rs

S
o
lu
ti
o
n
C
o
m
p
o
n
e
n
ts
-
D
e
s
c
ri
p
ti
o
n
(1
)

C
o
m
p
o
n
e
n
t

D
e
s
c
ri
p
ti
o
n

C
R
M

•
C
o
rp
o
ra
te
s
o
lu
ti
o
n
to
s
u
p
p
o
rt
c
u
s
to
m
e
r
c
o
n
ta
c
t
e
v
e
n
ts

•
E
n
a
b
le
m
e
n
t
o
f
c
o
n
s
is
te
n
t
p
ro
c
e
s
s
e
s
a
n
d
in
fo
rm
a
ti
o
n
a
c
ro
s
s
m
u
lt
ip
le
c
h
a
n
n
e
ls
(t
e
le
p
h
o
n
e
a
n
d
fa
c
e
-t
o
-f
a
c
e
)

•
R
e
p
o
s
it
o
ry
o
f
a
n
d
a
c
c
e
s
s
to
c
u
s
to
m
e
r
c
a
s
e
h
is
to
ry
(c
o
n
ta
c
ts
,
in
te
ra
c
ti
o
n
s
,
d
o
c
u
m
e
n
ts
,
e
tc
.)

P
o
rt
a
l

In
te
rn
e
t
/
in
tr
a
n
e
t
s
u
p
p
o
rt
in
g
s
e
lf
-s
e
rv
ic
e
s
,
tr
a
n
s
a
c
ti
o
n
p
ro
c
e
s
s
in
g
a
n
d
p
u
b
lis
h
in
g
o
f
in
fo
rm
a
ti
o
n
.
C
it
iz
e
n
p
o
rt
a
l

a
llo
w
in
g
c
u
s
to
m
e
rs
to
lo
g
o
n
a
n
d
p
e
rf
o
rm
v
a
ri
o
u
s
s
e
rv
ic
e
s
.

In
te
g
ra
ti
o
n

S
u
p
p
o
rt
s
in
te
g
ra
ti
o
n
a
n
d
m
a
n
a
g
e
m
e
n
t
o
f
b
u
s
in
e
s
s
p
ro
c
e
s
s
e
s
a
n
d
s
y
s
te
m
s
a
c
ro
s
s
th
e
C
o
u
n
c
il.
In
c
lu
d
e
s

o
rc
h
e
s
tr
a
ti
o
n
o
f
tw
o
-w
a
y
s
y
s
te
m
-t
o
-s
y
s
te
m
in
te
g
ra
ti
o
n
.

S
in
g
le
s
ig
n
o
n

M
a
in
ly
fo
c
u
s
e
d
o
n
a
c
c
e
s
s
c
o
n
tr
o
l/
id
e
n
ti
ty
m
a
n
a
g
e
m
e
n
t
,
d
a
ta
a
n
d
n
e
tw
o
rk
s
e
c
u
ri
ty
o
f
n
e
w
c
h
a
n
n
e
ls
,
n
o
t
c
o
u
n
c
il

w
id
e
s
e
c
u
ri
ty
(e
.g
.
a
n
ti
-v
ir
u
s
).

e
F
o
rm
s

e
F
o
rm
s
p
ro
v
id
e
a
m
e
c
h
a
n
is
m
fo
r
c
a
p
tu
ri
n
g
in
fo
rm
a
ti
o
n
v
ia
w
e
b
te
c
h
n
o
lo
g
ie
s
–
c
a
n
b
e
d
e
p
lo
y
e
d
ra
p
id
ly
a
n
d

re
q
u
ir
e
m
in
im
a
l
te
c
h
n
ic
a
l
s
k
ill
s
to
b
u
ild
.
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

1
5
8

7
.
T
e
c
h
n
o
lo
g
y
e
n
a
b
le
rs

S
o
lu
ti
o
n
C
o
m
p
o
n
e
n
ts
-
D
e
s
c
ri
p
ti
o
n
(2
)

C
o
m
p
o
n
e
n
t

D
e
s
c
ri
p
ti
o
n

e
B
o
o
k
in
g

O
n
lin
e
b
o
o
k
in
g
s
y
s
te
m
a
llo
w
s
c
u
s
to
m
e
rs
a
n
d
C
o
u
n
c
il
u
s
e
rs
to
m
a
n
a
g
e
a
p
p
o
in
tm
e
n
ts
.

G
IS

G
IS
s
y
s
te
m
a
llo
w
s
C
o
u
n
c
il
u
s
e
rs
,
c
u
s
to
m
e
rs
a
n
d
e
x
te
rn
a
l
c
o
n
tr
a
c
to
rs
to
a
c
c
e
s
s
re
a
l-
ti
m
e
g
e
o
g
ra
p
h
ic

in
fo
rm
a
ti
o
n
re
la
te
d
to
th
e
s
e
rv
ic
e
s
.

P
a
y
m
e
n
ts

R
e
c
e
iv
e
a
n
d
m
a
k
e
p
a
y
m
e
n
ts
fo
r
th
e
c
o
n
s
u
m
p
ti
o
n
o
f
c
o
u
n
c
il
s
e
rv
ic
e
s
.

T
e
le
p
h
o
n
y

K
e
y
c
o
m
p
o
n
e
n
t
to
s
u
p
p
o
rt
th
e
te
le
p
h
o
n
e
c
u
s
to
m
e
r
c
o
n
ta
c
t
c
h
a
n
n
e
l.

H
o
s
ti
n
g

D
e
fi
n
e
w
h
e
re
th
e
s
o
lu
ti
o
n
is
re
s
id
e
d
,
i.
e
.
in
h
o
u
s
e
o
r
m
a
n
a
g
e
d
s
e
rv
ic
e
s
b
y
a
s
u
p
p
lie
r.
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

1
5
9

D
e
s
ig
n
fa
c
to
rs

In
fo
rm
a
ti
o
n
g
a
th
e
re
d
fr
o
m
re
q
u
ir
e
m
e
n
ts
w
o
rk
s
h
o
p
a
n
d
c
u
s
to
m
e
r
e
n
g
a
g
e
m
e
n
t
te
lls
u
s
th
a
t:

•
S
e
lf
s
e
rv
ic
e
a
k
e
y
e
le
m
e
n
t

•
M
a
n
a
g
in
g
th
e
p
h
o
n
e
c
h
a
n
n
e
l
is
a
ls
o
im
p
o
rt
a
n
t.
T
h
e
c
o
n
ta
c
t
c
e
n
tr
e
re
q
u
ir
e
s
1
s
y
s
te
m
to
m
a
n
a
g
e
c
u
s
to
m
e
r
c
o
n
ta
c
t

D
e
c
is
io
n
/
A
c
ti
o
n
s
ta
k
e
n

•
W
e
h
a
v
e
c
o
n
c
lu
d
e
d
th
a
t
a
P
o
rt
a
l
a
p
p
ro
a
c
h
o
ff
e
rs
th
e
fu
n
c
ti
o
n
a
lit
y
th
e
C
o
u
n
c
il
re
q
u
ir
e
s
a
t
a
m
o
re
a
ff
o
rd
a
b
le
p
ri
c
e

•
W
e
h
a
v
e
d
o
c
u
m
e
n
te
d
th
e
re
q
u
ir
e
m
e
n
ts
a
s
s
u
m
in
g
a
p
o
rt
a
l
a
p
p
ro
a
c
h
h
o
w
e
v
e
r
th
e
p
ro
c
u
re
m
e
n
t
a
c
ti
v
it
y
w
ill
n
o
t
e
x
c
lu
d
e
a
C
R
M

c
e
n
tr
ic
a
p
p
ro
a
c
h

O
p
ti
o
n

P
ro
s

C
o
n
s

F
o
c
u
s
o
n
b
u
y
in
g
a

C
R
M
w
it
h
s
e
lf

s
e
rv
ic
e
p
o
rt
a
l

fu
n
c
ti
o
n
a
lit
y

•
S
tr
o
n
g
c
u
s
to
m
e
r
c
o
n
ta
c
t
m
a
n
a
g
e
m
e
n
t
a
n
d

c
u
s
to
m
e
r
in
te
lli
g
e
n
c
e
c
a
p
a
b
ili
ty

•
S
tr
o
n
g
a
d
d
it
io
n
a
l
fu
n
c
ti
o
n
a
lit
y
in
a
re
a
s
s
u
c
h
a
s

k
n
o
w
le
d
g
e
m
a
n
a
g
e
m
e
n
t
a
n
d
b
o
o
k
in
g
s
.

•
S
tr
o
n
g
c
a
s
e
m
a
n
a
g
e
m
e
n
t
fu
n
c
ti
o
n
a
lit
y
w
h
ic
h
m
a
y

b
e
u
s
e
fu
l
in
fu
tu
re
p
h
a
s
e
s
.

•
S
ta
n
d
a
rd
ro
u
te
C
o
u
n
c
il’
s
h
a
v
e
ta
k
e
n
p
re
v
io
u
s
ly
.

•
F
ro
m
s
o
ft
m
a
rk
e
t
te
s
ti
n
g
th
e
s
e
lf
s
e
rv
ic
e
p
o
rt
a
l
a
p
p
e
a
re
d

w
e
a
k
e
r
th
a
n
e
x
p
e
c
te
d
a
n
d
re
q
u
ir
e
d
c
u
s
to
m
is
a
ti
o
n
.

•
A
d
d
it
io
n
a
l
fu
n
c
ti
o
n
a
lit
y
is
m
o
re
th
a
n
th
e
p
ro
je
c
t
n
e
e
d
s
,

h
o
w
e
v
e
r
it
m
a
y
b
e
re
q
u
ir
e
d
e
ls
e
w
h
e
re
in
th
e
o
rg
a
n
is
a
ti
o
n
a
t

a
fu
tu
re
s
ta
g
e
–
th
is
w
o
u
ld
p
u
s
h
th
e
c
o
s
ts
to
th
e
p
ro
je
c
t
u
p
.

•
L
a
c
k
o
f
e
x
p
e
ri
e
n
c
e
in
h
o
s
te
d
s
o
lu
ti
o
n
s
.

•
F
ir
s
t
re
le
a
s
e
o
f
s
e
rv
ic
e
s
w
o
u
ld
h
a
v
e
in
c
re
a
s
e
d
ti
m
e
s
c
a
le
s
.

F
o
c
u
s
o
f
b
u
y
in
g

S
e
lf
S
e
rv
ic
e
P
o
rt
a
l

w
it
h
c
o
n
ta
c
t

m
a
n
a
g
e
m
e
n
t

fu
n
c
ti
o
n
a
lit
y

•
A
p
p
e
a
rs
to
m
e
e
t
th
e
v
is
io
n
o
f
th
e
p
ro
je
c
t
a
n
d

C
u
s
to
m
e
r
F
ir
s
t
c
u
s
to
m
e
r
re
q
u
ir
e
m
e
n
ts
.

•
C
a
n
a
ls
o
b
e
u
s
e
d
in
th
e
C
o
n
ta
c
t
C
e
n
tr
e
.

•
L
o
w
e
r
c
o
s
t
th
a
n
C
R
M
.

•
C
a
n
b
e
d
e
p
lo
y
e
d
q
u
ic
k
e
r
th
a
n
th
e
C
R
M

•
C
a
n
b
ri
n
g
e
x
is
ti
n
g
s
e
lf
s
e
rv
ic
e
(e
.g
.
L
e
is
u
re

b
o
o
k
in
g
)
in
to
th
e
p
o
rt
a
l

•
B
a
s
ic
c
u
s
to
m
e
r
m
a
n
a
g
e
m
e
n
t
a
n
d
te
le
p
h
o
n
y
fu
n
c
ti
o
n
a
lit
y
.

•
In
n
o
v
a
ti
v
e
a
p
p
ro
a
c
h
a
s
m
o
s
t
C
o
u
n
c
ils
h
a
v
e
b
o
u
g
h
t
a
C
R
M

fi
rs
t.

•
L
a
c
k
a
d
d
it
io
n
a
l
fu
n
c
ti
o
n
a
lit
y
th
a
t
o
th
e
r
p
a
rt
s
o
f
th
e

o
rg
a
n
is
a
ti
o
n
m
a
y
n
e
e
d
.

P
u
rc
h
a
s
e
b
o
th

•
F
u
ll
fu
n
c
ti
o
n
a
lit
y

•
S
ig
n
if
ic
a
n
tl
y
h
ig
h
e
r
c
o
s
t,
w
ill
g
o
o
v
e
r
c
a
p
it
a
l
b
u
d
g
e
t.

•
H
a
v
in
g
b
o
th
s
y
s
te
m
s
d
o
e
s
n
o
t
in
c
re
a
s
e
th
e
s
a
v
in
g
s

•
N
e
e
d
to
s
u
p
p
o
rt
a
n
d
m
a
in
ta
in
tw
o
te
c
h
n
o
lo
g
ie
s

7
.
T
e
c
h
n
o
lo
g
y
e
n
a
b
le
rs

S
o
lu
ti
o
n
C
o
m
p
o
n
e
n
ts
-
D
e
s
ig
n
c
o
n
s
id
e
ra
ti
o
n
s
–
C
R
M
/
P
o
rt
a
l
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

1
6
0

D
e
s
ig
n
fa
c
to
rs

•
W
e
c
u
rr
e
n
tl
y
h
a
v
e
a
n
e
F
o
rm
s
p
a
c
k
a
g
e
–
T
o
p
L
e
v
e
l.

•
W
e
w
ill
n
e
e
d
to
d
e
v
e
lo
p
lo
ts
o
f
fo
rm
s
to
d
e
liv
e
r
th
e
d
e
ta
ile
d
d
e
s
ig
n
s
.

•
E
a
c
h
C
R
M
a
n
d
P
o
rt
a
l
p
ro
v
id
e
r
c
o
m
e
s
w
it
h
it
s
o
w
n
fo
rm
s
p
a
c
k
a
g
e
.

•
T
h
e
s
e
e
F
o
rm
s
a
re
p
re
p
o
p
u
la
te
d
b
y
s
o
m
e
v
e
n
d
o
rs
b
u
t
w
ill
s
ti
ll
re
q
u
ir
e
c
o
n
fi
g
u
ra
ti
o
n
w
h
e
re
o
u
r
p
ro
c
e
s
s
e
s
d
if
fe
r
o
r
fo
r
a
n
y
g
a
p
s
.

•
W
e
d
o
n
o
t
w
a
n
t
to
b
e
m
a
in
ta
in
tw
o
s
e
p
a
ra
te
fo
rm
s
p
a
c
k
a
g
e
s
.
G
iv
e
n
th
is
a
n
d
th
e
n
e
e
d
fo
r
a
c
o
n
s
is
te
n
t
lo
o
k
a
n
d
fe
e
l
w
e
w
o
u
ld

re
c
o
m
m
e
n
d
a
s
in
g
le
p
a
c
k
a
g
e
.

D
e
c
is
io
n
/
A
c
ti
o
n
s
ta
k
e
n

•
W
e
w
ill
u
s
e
a
in
te
g
ra
te
d
e
F
o
rm
s
p
a
c
k
a
g
e
m
a
n
a
g
e
d
b
y
th
e
s
e
rv
ic
e
p
ro
v
id
e
r.

•
P
ro
c
u
re
m
e
n
t
a
c
ti
v
it
y
a
n
d
p
la
n
n
in
g
w
ill
b
e
b
a
s
e
d
o
n
th
is
a
p
p
ro
a
c
h

O
p
ti
o
n

P
ro
s

C
o
n
s

U
s
e
e
x
is
ti
n
g
e
F
o
rm
p
a
c
k
a
g
e
,

T
o
p
L
e
v
e
l
fo
r
C
u
s
to
m
e
r
F
ir
s
t

im
p
le
m
e
n
ta
ti
o
n
.

•
L
e
s
s
a
d
d
it
io
n
a
l
e
x
tr
a
c
o
s
t
.

•
W
e
c
u
rr
e
n
tl
y
h
a
v
e
th
e
s
k
ill
s
in
h
o
u
s
e

fo
r
th
is
p
a
c
k
a
g
e
.

•
N
e
e
d
a
n
a
d
d
it
io
n
a
l
in
te
g
ra
ti
o
n
fr
o
m
T
o
p
L
e
v
e
l
in
to

th
e
C
R
M
/
p
o
rt
a
l
p
ro
d
u
c
t.

•
N
e
e
d
s
d
e
v
e
lo
p
m
e
n
t
s
k
ill
s
to
in
p
u
t
c
o
m
p
le
x
lo
g
ic
.

•
C
u
rr
e
n
t
fo
rm
s
th
a
t
e
x
is
t
d
o
n
o
t
o
ff
e
r
a
p
o
s
it
iv
e

e
x
p
e
ri
e
n
c
e
fo
r
c
u
s
to
m
e
rs
o
r
fo
r
C
B
C
.

•
A
s
w
e
a
re
a
s
k
in
g
fo
r
a
m
a
n
a
g
e
d
s
e
rv
ic
e
,
w
h
y
w
o
u
ld

w
e
k
e
e
p
th
is
p
a
rt
o
f
th
e
im
p
le
m
e
n
ta
ti
o
n
in
h
o
u
s
e
–

g
o
e
s
a
g
a
in
s
t
d
e
s
ig
n
p
ri
n
c
ip
le
s

U
s
e
a
lt
e
rn
a
ti
v
e
e
F
o
rm

p
a
c
k
a
g
e
a
s
p
a
rt
o
f
th
e

s
u
p
p
lie
r’
s
in
te
g
ra
te
d
s
o
lu
ti
o
n

•
O
n
e
le
s
s
in
te
g
ra
ti
o
n
b
e
c
a
u
s
e
o
f
th
e
o
u
t

o
f
th
e
b
o
x
in
te
g
ra
ti
o
n
b
e
tw
e
e
n
th
e
fo
rm
s

a
n
d
th
e
C
R
M
/
p
o
rt
a
l.

•
L
o
w
e
r
ri
s
k
a
n
d
c
o
s
t
to
d
e
liv
e
r
a
s

s
u
p
p
lie
rs
w
ill
im
p
le
m
e
n
t
a
n
d
m
a
in
ta
in
th
e

s
o
lu
ti
o
n

•
A
d
d
it
io
n
a
l
s
o
ft
w
a
re
c
o
s
t

•
N
e
e
d
to
re
p
la
c
e
e
x
is
ti
n
g
e
F
o
rm
s
fo
r
s
e
rv
ic
e
s
in

s
c
o
p
e
.

7
.
T
e
c
h
n
o
lo
g
y
e
n
a
b
le
rs

S
o
lu
ti
o
n
C
o
m
p
o
n
e
n
ts
-
D
e
s
ig
n
c
o
n
s
id
e
ra
ti
o
n
s
–
e
F
o
rm
s
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

1
6
1

D
e
s
ig
n
fa
c
to
rs

•
In
te
g
ra
ti
o
n
is
in
te
g
ra
l
to
a
c
h
ie
v
in
g
b
a
c
k
o
ff
ic
e
s
a
v
in
g
s

•
T
h
e
re
a
re
1
1
b
a
c
k
o
ff
ic
e
s
y
s
te
m
s
fo
r
u
s
to
in
te
g
ra
te
to
in
th
is
p
h
a
s
e
.
M
o
s
t
h
a
v
e
in
te
rf
a
c
e
s
a
v
a
ila
b
le
.

•
S
o
m
e
s
e
rv
ic
e
s
h
a
v
e
u
n
s
u
p
p
o
rt
e
d
s
y
s
te
m
o
r
n
o
s
y
s
te
m
a
t
a
ll,
w
h
ic
h
a
d
d
s
c
o
m
p
le
x
it
y
(e
.g
.
L
e
is
u
re
)

•
W
ill
th
e
re
b
e
m
o
re
s
y
s
te
m
s
to
in
te
g
ra
te
in
fu
tu
re
,
o
r
w
id
e
r
in
te
g
ra
ti
o
n
re
q
u
ir
e
m
e
n
t

D
e
c
is
io
n
/
A
c
ti
o
n
s
ta
k
e
n

•
T
h
e
P
ro
g
ra
m
m
e
v
ie
w
is
to
u
s
e
a
m
id
d
le
w
a
re
a
p
p
ro
a
c
h
,
h
o
w
e
v
e
r
w
e
w
ill
n
o
t
b
e
p
re
s
c
ri
p
ti
v
e
in
th
e
te
n
d
e
r.

O
p
ti
o
n

P
ro
s

C
o
n
s

S
c
re
e
n
-s
c
ra
p
e
r
(N
D
L
)

•
L
o
w
c
o
s
t

•
C
a
n
in
te
g
ra
te
a
n
y
tw
o
s
y
s
te
m
s
if
n
o

c
o
n
n
e
c
to
r
e
x
is
ti
n
g
.

•
C
a
n
b
e
d
if
fi
c
u
lt
to
c
o
n
fi
g
u
re

•
S
k
ill
s
re
q
u
ir
e
d
a
re
n
o
t
th
a
t
w
id
e
ly
a
v
a
ila
b
le
in
th
e

m
a
rk
e
t

•
A
n
y
c
h
a
n
g
e
to
u
n
d
e
rl
y
in
g
s
y
s
te
m
s
m
e
a
n
s
in
te
g
ra
ti
o
n

n
e
e
d
s
u
p
d
a
ti
n
g

P
o
in
t-
to
-p
o
in
t
c
o
n
n
e
c
to
rs
/

a
d
a
p
to
rs

•
S
e
a
m
le
s
s
a
n
d
d
e
e
p
in
te
g
ra
ti
o
n

•
C
R
M
/
p
o
rt
a
l
v
e
n
d
o
rs
h
a
v
e
s
o
m
e

e
x
is
ti
n
g
c
o
n
n
e
c
to
rs
a
lr
e
a
d
y

•
Q
u
ic
k
e
r
to
ro
ll
o
u
t.

•
H
ig
h
u
n
it
c
o
s
t
g
iv
e
n
th
e
n
u
m
b
e
r
o
f
b
a
c
k
o
ff
ic
e
s
y
s
te
m
s

•
C
o
m
p
le
te
re
-w
o
rk
if
b
a
c
k
o
ff
ic
e
s
y
s
te
m
is
re
p
la
c
e
d

•
C
o
n
s
tr
a
in
e
d
b
y
th
e
fu
n
c
ti
o
n
a
lit
y
o
f
th
e
c
o
n
n
e
c
to
r

M
id
d
le
w
a
re

•
L
o
w
e
r
e
ff
o
rt
w
h
e
n
s
y
s
te
m
s
c
h
a
n
g
e
o
r

a
re
u
p
d
a
te
d
.

•
E
a
s
ie
r
to
a
d
d
a
d
d
it
io
n
a
l
in
te
g
ra
ti
o
n
s

o
n
c
e
in
it
ia
l
s
e
t
u
p
in
c
o
m
p
le
te
d
.

•
L
e
s
s
lin
k
a
g
e
to
m
a
in
ta
in

•
A
d
d
it
io
n
a
l
c
o
s
t
to
im
p
le
m
e
n
t
th
e
p
la
tf
o
rm
–
h
ig
h
e
r
fi
x
e
d

c
o
s
t
u
p
fr
o
n
t.

7
.
T
e
c
h
n
o
lo
g
y
e
n
a
b
le
rs

S
o
lu
ti
o
n
C
o
m
p
o
n
e
n
ts
-
D
e
s
ig
n
c
o
n
s
id
e
ra
ti
o
n
s
–
In
te
g
ra
ti
o
n
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2

6
.
T
e
c
h
n
o
lo
g
y
e
n
a
b
le
rs

S
o
lu
ti
o
n
C
o
m
p
o
n
e
n
ts
-
D
e
s
ig
n
c
o
n
s
id
e
ra
ti
o
n
s
–
G
IS

D
e
s
ig
n
fa
c
to
rs

•
G
IS
c
a
p
a
b
ili
ty
(i
n
te
g
ra
te
d
w
it
h
e
F
o
rm
s
)
a
re
e
s
s
e
n
ti
a
l
fo
r
v
a
ri
o
u
s
s
e
rv
ic
e
s
(e
.g
.
H
ig
h
w
a
y
s
,
W
a
s
te
)

•
W
e
h
a
v
e
g
a
th
e
re
d
th
e
d
e
ta
ile
d
re
q
u
ir
e
m
e
n
ts
re
g
a
rd
in
g
d
a
ta
la
y
e
rs
re
q
u
ir
e
d
(e
.g
.
L
L
P
G
,
s
tr
e
e
t
lig
h
t
la
y
e
r,
g
ra
s
s
la
y
e
r,
s
a
fe

ro
u
te
s
to
s
c
h
o
o
l)

•
C
u
rr
e
n
t
G
IS
e
n
v
ir
o
n
m
e
n
t
n
e
e
d
s
to
b
e
u
p
g
ra
d
e
d
to
s
u
p
p
o
rt
C
u
s
to
m
e
r
F
ir
s
t
fo
r
re
s
ili
e
n
c
e

D
e
c
is
io
n
/
A
c
ti
o
n
s
ta
k
e
n

•
U
ti
lis
e
th
e
e
x
is
ti
n
g
G
IS
s
y
s
te
m

•
T
h
e
p
ro
c
u
re
m
e
n
t
a
n
d
p
la
n
n
in
g
a
c
ti
v
it
y
w
ill
a
s
s
u
m
e
th
is
a
p
p
ro
a
c
h

O
p
ti
o
n

P
ro
s

C
o
n
s

K
e
e
p
e
x
is
ti
n
g
G
IS
c
a
p
a
b
ili
ty

•
N
o
in
v
e
s
tm
e
n
t
re
q
u
ir
e
d

•
C
a
n
n
o
t
d
e
liv
e
r
b
e
n
e
fi
ts
fo
r
s
e
v
e
ra
l
s
e
rv
ic
e
s

U
p
g
ra
d
e
G
IS
e
n
v
ir
o
n
m
e
n
t
a
n
d

p
u
rc
h
a
s
e
a
d
d
it
io
n
a
l
d
a
ta
la
y
e
rs

•
D
e
liv
e
r
b
e
n
e
fi
ts
fo
r
s
e
rv
ic
e
s
th
a
t
w
ill
re
ly
o
n

a
c
c
u
ra
te
lo
c
a
ti
o
n
ta
g
g
in
g

•
C
o
s
t
a
s
s
o
c
ia
te
d
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B
e
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h
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C
o
u
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1
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3

D
e
s
ig
n
fa
c
to
rs

•
T
h
e
re
a
re
h
ig
h
v
o
lu
m
e
c
a
lls
fo
r
g
e
n
e
ra
l
e
n
q
u
ir
ie
s
/s
w
it
c
h
b
o
a
rd
.
R
e
s
u
lt
in
g
in
m
u
lt
i-
h
a
n
d
in
g
o
f
c
a
lls
.

•
T
h
e
re
is
a
s
ig
n
if
ic
a
n
t
b
e
n
e
fi
ts
to
im
p
ro
v
e
c
u
s
to
m
e
r
s
e
rv
ic
e
s
b
a
s
e
d
o
n
in
tr
o
d
u
c
ti
o
n
o
f
v
o
ic
e
re
c
o
g
n
it
io
n
s
o
ft
w
a
re

D
e
c
is
io
n
/
A
c
ti
o
n
s
ta
k
e
n

•
P
ro
c
u
re
m
e
n
t
o
f
v
o
ic
e
re
c
o
g
n
it
io
n
s
o
ft
w
a
re
.

•
W
e
h
a
v
e
s
e
p
a
ra
te
d
s
p
e
c
if
ic
a
ti
o
n
a
n
d
ti
m
in
g
g
iv
e
n
T
e
le
p
h
o
n
y
is
n
o
t
c
lo
s
e
ly
lin
k
e
d
to
th
e
m
a
in
P
o
rt
a
l/
e
-f
o
rm
s
o
ft
w
a
re

s
p
e
c
if
ic
a
ti
o
n
a
n
d
a
re
a
v
a
ila
b
le
fr
o
m
a
d
if
fe
re
n
t
s
e
t
o
f
s
u
p
p
lie
rs
in
th
e
m
a
rk
e
t

O
p
ti
o
n

P
ro
s

C
o
n
s

K
e
e
p
e
x
is
ti
n
g
te
le
p
h
o
n
y

fu
n
c
ti
o
n
a
lit
y

•
N
o
in
v
e
s
tm
e
n
t
re
q
u
ir
e
d

•
C
a
n
n
o
t
re
a
lis
e
th
e
b
e
n
e
fi
ts
o
f
th
e
q
u
ic
k

w
in
s

•
N
o
ti
m
e
a
n
d
e
ff
ic
ie
n
c
y
s
a
v
in
g
s

P
u
rc
h
a
s
e
v
o
ic
e
re
c
o
g
n
it
io
n

c
a
p
a
b
ili
ty

•
D
iv
e
rt
c
a
lls
to
th
e
a
p
p
ro
p
ri
a
te
o
ff
ic
e
r
/
a
g
e
n
t

•
T
im
e
a
n
d
e
ff
ic
ie
n
c
y
s
a
v
in
g
s

•
Im
p
ro
v
e
s
c
u
s
to
m
e
r
e
x
p
e
ri
e
n
c
e
.
O
u
r

c
u
s
to
m
e
rs
h
a
v
e
d
e
s
c
ri
b
e
d
b
e
in
g
fr
u
s
tr
a
te
d
a
t

b
e
in
g
p
a
s
s
e
d
“f
ro
m
p
ill
a
r
to
p
o
s
t”

•
C
o
n
ta
c
t
c
e
n
tr
e
/M
e
m
b
e
rs
d
o
n
o
t
w
a
n
t

‘n
u
m
b
e
r
p
re
s
s
in
g
’
o
p
ti
o
n
.

•
R
is
k
o
f
b
a
d
p
re
s
s
if
n
o
t
d
e
liv
e
re
d
p
ro
p
e
rl
y

7
.
T
e
c
h
n
o
lo
g
y
e
n
a
b
le
rs

S
o
lu
ti
o
n
C
o
m
p
o
n
e
n
ts
-
D
e
s
ig
n
c
o
n
s
id
e
ra
ti
o
n
s
–
T
e
le
p
h
o
n
y
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e
C
o
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il

1
6
4

D
e
s
ig
n
fa
c
to
rs

•
C
u
s
to
m
e
rs
w
ill
b
e
a
c
c
e
s
s
in
g
th
e
s
o
lu
ti
o
n
2
4
/7
.

•
H
a
s
to
b
e
re
s
ili
e
n
t,
w
it
h
v
e
ry
lit
tl
e
d
o
w
n
ti
m
e
.

•
C
B
C
d
ir
e
c
ti
o
n
o
f
tr
a
v
e
l
is
fo
r
h
o
s
te
d
a
n
d
c
lo
u
d
b
a
s
e
d
s
o
lu
ti
o
n
s

•
S
e
c
u
ri
ty
(e
n
s
u
re
c
u
s
to
m
e
rs
c
a
n
s
ig
n
-o
n
o
n
c
e
a
n
d
s
e
c
u
re
ly
).

•
S
o
ft
m
a
rk
e
t
te
s
ti
n
g
h
a
s
s
h
o
w
n
u
s
h
o
s
te
d
s
o
lu
ti
o
n
s
a
re
a
v
a
ila
b
le
o
n
th
e
m
a
rk
e
t
a
n
d
w
e
s
h
o
u
ld
b
e
e
x
p
lic
it
a
b
o
u
t
w
h
e
th
e
r
o
r
n
o
t

w
e
re
q
u
ir
e
a
h
o
s
te
d
s
o
lu
ti
o
n

D
e
c
is
io
n
/
A
c
ti
o
n
s
ta
k
e
n

•
A
d
o
p
t
a
h
o
s
te
d
a
p
p
ro
a
c
h

•
T
h
is
a
p
p
ro
a
c
h
h
a
s
b
e
e
n
ta
k
e
n
th
ro
u
g
h
th
e
p
la
n
n
in
g
a
n
d
p
ro
c
u
re
m
e
n
t
a
c
ti
v
it
y

O
p
ti
o
n

P
ro
s

C
o
n
s

In
-h
o
u
s
e

•
S
ta
n
d
a
rd
a
p
p
ro
a
c
h
C
o
u
n
c
ils
h
a
v
e

p
re
v
io
u
s
ly
u
s
e
d
.

•
C
u
rr
e
n
tl
y
n
e
e
d
s
m
a
jo
r
u
p
g
ra
d
e
to
m
a
k
e
th
e
in
fr
a
s
tr
u
c
tu
re

s
c
a
la
b
le
,
a
v
a
ila
b
le
a
n
d
s
e
c
u
re
.

•
IC
T
c
u
rr
e
n
tl
y
la
c
k
th
e
c
a
p
a
c
it
y
fo
r
th
is
.

•
P
la
n
n
e
d
m
a
jo
r
in
fr
a
s
tr
u
c
tu
re
c
h
a
n
g
e
s
w
ill
b
e
d
if
fi
c
u
lt
d
u
ri
n
g
th
e

IC
T
s
ta
b
ili
ty
p
ro
g
ra
m
m
e
.

•
H
ig
h
e
r
c
o
s
t,
a
s
b
o
th
h
a
rd
w
a
re
a
n
d
re
s
o
u
rc
e
s
re
q
u
ir
e
d
.

H
o
s
te
d
–
c
lo
u
d

•
A
llo
w
s
a
q
u
ic
k
e
r
im
p
le
m
e
n
ta
ti
o
n
.

•
L
o
w
e
r
c
o
s
t
in
th
e
lo
n
g
te
rm

•
A
llo
w
s
u
s
to
a
c
c
e
s
s
th
e
p
ro
v
id
e
rs

c
a
p
a
b
ili
ty
.

•
M
a
tu
ri
ty
o
f
th
e
m
a
rk
e
t
–
th
e
re
a
re
n
’t
m
a
n
y
lo
c
a
l
a
u
th
o
ri
ti
e
s
th
a
t

h
a
v
e
b
e
e
n
d
o
w
n
th
is
ro
u
te
.
W
e
w
o
u
ld
b
e
re
la
ti
v
e
ly
e
a
rl
y
a
d
o
p
te
rs
.

•
H
ig
h
e
r
re
v
e
n
u
e
c
o
s
t
in
lo
n
g
e
r
te
rm
.

7
.
T
e
c
h
n
o
lo
g
y
e
n
a
b
le
rs

H
o
s
ti
n
g
c
o
n
s
id
e
ra
ti
o
n
s

W
e
h
a
v
e
c
o
n
d
u
c
te
d
a
te
c
h
n
ic
a
l
a
rc
h
it
e
c
tu
re
a
n
a
ly
s
is
w
it
h
th
e
IC
T
te
a
m
to
u
n
d
e
rs
ta
n
d
th
e

c
u
rr
e
n
t
in
fr
a
s
tr
u
c
tu
re
a
n
d
IC
T
c
a
p
a
b
il
it
y
a
n
d
v
a
ri
o
u
s
h
o
s
ti
n
g
o
p
ti
o
n
s
.

Agenda Item 8
Page 166



C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
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5

A
lt
h
o
u
g
h
th
e
p
o
rt
a
l
s
o
lu
ti
o
n
is
h
o
s
te
d
e
x
te
rn
a
lly
,
th
e
e
n
d
to
e
n
d
s
o
lu
ti
o
n
re
lie
s
u
p
o
n
b
a
c
k
o
ff
ic
e
s
y
s
te
m
s
a
n
d

s
u
p
p
o
rt
in
g
a
p
p
lic
a
ti
o
n
s
w
h
ic
h
a
re
h
o
s
te
d
in
te
rn
a
lly
w
it
h
in
C
B
C
.
T
h
e
a
s
p
e
c
ts
w
e
h
a
v
e
c
o
n
s
id
e
re
d
a
s
p
a
rt
o
f
o
u
r

re
v
ie
w
o
f
th
e
in
te
rn
a
l
C
B
C
in
fr
a
s
tr
u
c
tu
re
a
re
:

•
S
e
c
u
ri
ty
a
n
d
c
o
m
p
lia
n
c
e
s
ta
n
d
a
rd
s
(e
.g
.
C
o
-c
o
c
o
m
p
lia
n
c
e
,
D
M
Z
)

•
A
v
a
ila
b
ili
ty
a
n
d
re
s
ili
e
n
c
e

•
S
c
a
la
b
ili
ty
a
n
d
c
a
p
a
c
it
y
m
a
n
a
g
e
m
e
n
t
(e
.g
.
v
o
lu
m
e
o
f
w
e
b
tr
a
ff
ic
)

A
s
a
re
s
u
lt
o
f
th
e
re
v
ie
w
,
w
e
h
a
v
e
id
e
n
ti
fi
e
d
th
e
n
e
e
d
to
u
p
g
ra
d
e
th
e
e
x
is
ti
n
g
w
e
b
in
fr
a
s
tr
u
c
tu
re
to
s
u
p
p
o
rt

C
u
s
to
m
e
r
F
ir
s
t
a
n
d
th
e
a
s
s
o
c
ia
te
d
c
o
s
ti
n
g
is
c
o
n
s
id
e
re
d
in
th
e
b
u
s
in
e
s
s
c
a
s
e
.

G
o
in
g
fo
rw
a
rd
th
e
s
u
p
p
lie
r
w
ill
n
e
e
d
to
w
o
rk
c
lo
s
e
ly
w
it
h
C
B
C
IC
T
to
d
e
v
e
lo
p
th
e
a
p
p
ro
a
c
h
to
s
u
p
p
o
rt
th
e

v
a
ri
o
u
s
c
o
m
p
o
n
e
n
ts
o
f
th
e
s
o
lu
ti
o
n
a
s
it
w
ill
b
e
a
s
h
a
re
d
re
s
p
o
n
s
ib
ili
ty
.

7
.
T
e
c
h
n
o
lo
g
y
e
n
a
b
le
rs

In
fr
a
s
tr
u
c
tu
re
c
o
n
s
id
e
ra
ti
o
n
s
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C
e
n
tr
a
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B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

1
6
6

D
e
s
ig
n
fa
c
to
rs

•M
o
s
t
s
u
p
p
lie
rs
p
ro
v
id
e
o
ff
th
e
s
h
e
lf
s
o
lu
ti
o
n
s
in
m
a
n
y
a
re
a
s

•
S
u
p
p
o
rt
a
n
d
m
a
in
te
n
a
n
c
e
a
v
a
ila
b
le
w
it
h
h
o
s
ti
n
g
o
p
ti
o
n
s
a
s
a
fu
lly
m
a
n
a
g
e
d
s
e
rv
ic
e

•
V
e
ry
c
h
a
lle
n
g
in
g
ti
m
e
s
c
a
le
s
a
n
d
h
ig
h
P
o
lit
ic
a
l
v
is
ib
ili
ty

•
O
th
e
r
m
a
jo
r
p
ro
g
ra
m
m
e
s
a
n
d
c
o
re
IC
T
in
fr
a
s
tr
u
c
tu
re
c
h
a
n
g
e
s
in
th
e
p
ip
e
lin
e

D
e
c
is
io
n
/
A
c
ti
o
n
s
ta
k
e
n

•
T
h
e
d
e
c
is
io
n
is
to
u
ti
lis
e
a
s
u
p
p
lie
r
to
u
n
d
e
rt
a
k
e
th
e
d
e
v
e
lo
p
m
e
n
t
o
f
th
e
n
e
w
s
o
lu
ti
o
n
s
a
n
d
s
u
p
p
o
rt
in
a
fu
lly
m
a
n
a
g
e
d
s
e
rv
ic
e
,

m
a
k
in
g
b
e
s
t
u
s
e
o
f
s
k
ill
s
a
n
d
c
a
p
a
c
it
y
a
v
a
ila
b
le
fr
o
m
s
u
p
p
lie
rs
to
s
u
p
p
o
rt
th
e
P
ro
g
ra
m
m
e
’s
ti
m
e
s
c
a
le
s
a
n
d
re
d
u
c
e
ri
s
k

•
T
h
e
o
p
ti
o
n
s
h
o
u
ld
b
e
re
ta
in
e
d
h
o
w
e
v
e
r
to
tr
a
n
s
fe
r
fu
tu
re
d
e
v
e
lo
p
m
e
n
t
in
h
o
u
s
e
if
a
n
d
w
h
e
n
c
o
n
d
it
io
n
s
c
h
a
n
g
e

•
T
h
is
a
p
p
ro
a
c
h
h
a
s
b
e
e
n
re
fl
e
c
te
d
in
th
e
p
ro
c
u
re
m
e
n
t
a
n
d
p
la
n
n
in
g
a
c
ti
v
it
y

O
p
ti
o
n

P
ro
s

C
o
n
s

In
H
o
u
s
e

•
O
n
e
p
o
in
t
o
f
c
o
n
ta
c
t

•
C
a
p
a
c
it
y
lim
it
e
d
to
ta
k
e
o
n
d
e
v
e
lo
p
m
e
n
t
a
s
w
e
ll
a
s
in
fr
a
s
tr
u
c
tu
re

c
h
a
n
g
e
s

•
T
im
e
s
c
a
le
s
to
le
a
rn
a
n
d
b
e
c
o
m
e
e
ff
e
c
ti
v
e
in
th
e
s
o
lu
ti
o
n
s
–
s
lo
w
e
r

im
p
le
m
e
n
ta
ti
o
n

S
u
p
p
lie
r

•
O
ff
th
e
s
h
e
lf
s
o
lu
ti
o
n
s

•
E
x
p
e
rt
is
e
d
e
v
e
lo
p
in
g
in
te
g
ra
ti
o
n
s

•
S
h
o
rt
e
r
im
p
le
m
e
n
ta
ti
o
n
ti
m
e
s
c
a
le
s

•
C
o
n
tr
o
lli
n
g
c
o
s
ts
fo
r
fu
tu
re
re
le
a
s
e
s

7
.
T
e
c
h
n
o
lo
g
y
e
n
a
b
le
rs

D
e
liv
e
ry
c
o
n
s
id
e
ra
ti
o
n
s

W
e
h
a
v
e
c
o
n
d
u
c
te
d
a
IC
T
s
k
il
ls
a
n
d
c
a
p
a
b
il
it
y
re
v
ie
w
to
u
n
d
e
rs
ta
n
d
o
p
ti
o
n
s
fo
r
d
e
v
e
lo
p
in
g
a
n
d

s
u
p
p
o
rt
in
g
th
e
n
e
w
C
u
s
to
m
e
r
F
ir
s
t
s
o
lu
ti
o
n
s
.
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

1
6
7

7
.
T
e
c
h
n
o
lo
g
y
e
n
a
b
le
rs

F
u
n
c
ti
o
n
a
l
R
e
q
u
ir
e
m
e
n
ts
–
th
e
a
p
p
ro
a
c
h

1
.
D
e
ta
il
e
d
o
u
tp
u
t
fr
o
m
w
o
rk
s
h
o
p

C
u
s
to
m
e
r
n
e
e
d
s
to
re
g
is
te
r
to
a
c
c
e
s
s

s
e
lf
s
e
rv
ic
e

T
h
e
d
e
ta
ils
o
f
s
e
lf
-s
e
rv
ic
e
re
q
u
e
s
t
w
ill

b
e
c
a
p
tu
re
d
b
y
a
n
e
-F
o
rm
,
w
it
h

th
e
fo
llo
w
in
g
lo
g
ic
:…

T
h
e
d
e
ta
ils
o
f
re
q
u
e
s
t
w
ill
b
e

c
a
p
tu
re
d
b
y
C
R
M
s
y
s
te
m
a
n
d

a
v
a
ila
b
le
b
y
a
g
e
n
t
w
it
h
ro
le

‘s
e
rv
ic
e
A
’.

S
e
rv
ic
e
s
p
e
c
if
ic
re
q
u
ir
e
m
e
n
t
X
x
x

S
e
rv
ic
e
s
p
e
c
if
ic
re
q
u
ir
e
m
e
n
t
y
y
y

…

2
.
R
e
q
u
ir
e
m
e
n
ts
fu
lf
il
le
d
b
y

P
o
rt
a
l
/
S
in
g
le
s
ig
n
o
n

e
F
o
rm
s

P
o
rt
a
l
/
C
R
M

W
ill
n
o
t
b
e
fu
lf
ill
e
d
a
t
th
is
s
ta
g
e
a
s

th
is
is
s
e
rv
ic
e
s
p
e
c
if
ic

…

3
.
S
u
m
m
a
ri
s
e
d
d
e
ta
il
e
d
fu
n
c
ti
o
n
a
l

s
p
e
c
if
ic
a
ti
o
n
a
c
ro
s
s
s
e
rv
ic
e
s

(r
e
a
d
y
fo
r
im
p
le
m
e
n
ta
ti
o
n
)

P
o
rt
a
l

(a
)
R
e
g
is
tr
a
ti
o
n
fo
rm
a
v
a
ila
b
le

(b
)
R
e
g
is
tr
a
ti
o
n
d
e
ta
ils
c
a
p
tu
re
d
in
x
x

x
D
B

(c
)
S
e
c
u
ri
ty
m
e
a
s
u
re
s
x
x
x

e
F
o
rm
s

(a
)F
o
llo
w
e
lig
ib
ili
ty
lo
g
ic
x
x
x

(b
)H
a
n
d
le
d
a
te
fi
e
ld
s
lik
e
x
x
x

(c
)
S
h
o
u
ld
a
llo
w
u
s
e
rs
to
s
a
v
e
a
n
d

c
o
n
ti
n
u
e

C
R
M

(a
)R
o
le
b
a
s
e
d
s
e
c
u
ri
ty
e
n
a
b
le
d

(b
)
…

T
h
e
fu
ll
fu
n
c
ti
o
n
a
l
re
q
u
ir
e
m
e
n
ts
c
a
p
tu
ri
n
g
b
o
th
g
e
n
e
ri
c
a
n
d
s
e
rv
ic
e
s
p
e
c
if
ic
re
q
u
ir
e
m
e
n
ts

h
a
v
e
fo
rm
e
d
th
e
s
p
e
c
if
ic
a
ti
o
n
fo
r
s
o
ft
w
a
re
s
u
p
p
li
e
rs
to
m
e
e
t.
T
h
e
fu
n
c
ti
o
n
a
l
re
q
u
ir
e
m
e
n
ts

c
a
n
b
e
fo
u
n
d
in
th
e
A
p
p
e
n
d
ix

T
h
e
IC
T
s
tr
e
a
m
w
a
s
fu
ll
y
in
v
o
lv
e
d
in
a
ll
d
e
ta
il
p
ro
c
e
s
s
w
o
rk
s
h
o
p
a
n
d
IC
T
re
q
u
ir
e
m
e
n
ts
w
e
re

c
a
p
tu
re
d
a
n
d
m
a
p
p
e
d
to
th
e
s
o
lu
ti
o
n
c
o
m
p
o
n
e
n
ts
.
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

1
6
8

Im
p
le
m
e
n
ta
ti
o
n
P
la
n
&
H
R
S
tr
a
te
g
y
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

1
6
9

8
.
E
m
e
rg
in
g
h
ig
h
le
v
e
l
im
p
le
m
e
n
ta
ti
o
n
p
la
n

T
h
e
fo
llo
w
in
g
s
lid
e
s
o
u
tl
in
e
:

•
th
e
e
m
e
rg
in
g
h
ig
h
le
v
e
l
im
p
le
m
e
n
ta
ti
o
n
p
la
n
fo
r
th
e
C
u
s
to
m
e
r
F
ir
s
t
p
ro
je
c
t

•
th
e
e
m
e
rg
in
g
d
e
ta
ile
d
p
ro
p
o
s
e
d
im
p
le
m
e
n
ta
ti
o
n
p
la
n

•
th
e
p
ro
p
o
s
e
d
o
rd
e
ri
n
g
o
f
th
e
s
e
rv
ic
e
s
th
ro
u
g
h
th
e
im
p
le
m
e
n
ta
ti
o
n

•
th
e
o
p
ti
o
n
s
th
a
t
w
ill
d
e
te
rm
in
e
th
e
H
R
s
tr
a
te
g
y
fo
llo
w
e
d
th
ro
u
g
h
th
e
im
p
le
m
e
n
ta
ti
o
n

•
th
e
lik
e
ly
im
p
le
m
e
n
ta
ti
o
n
te
a
m
to
d
e
liv
e
r
th
e
C
u
s
to
m
e
r
F
ir
s
t
p
ro
je
c
t

•
th
e
a
s
s
u
m
p
ti
o
n
s
th
a
t
h
a
v
e
b
e
e
n
u
s
e
d
w
h
e
n
d
e
v
e
lo
p
in
g
th
e
s
e
d
ra
ft
p
la
n
s
.

W
a
v
e
2
–
S
e
rv
ic
e
s
o
n
to
S
e
lf
S
e
rv
ic
e
P
o
rt
a
l

W
a
v
e
3
–
S
e
rv
ic
e
s
R
o
ll
O
u
t
in
to
C
o
n
ta
c
t
C
e
n
tr
e
,
a
n
d
re
m
a
in
in
g
s
e
rv
ic
e
s
o
n
to
S
e
lf
S
e
rv
ic
e
P
o
rt
a
l

W
a
v
e
1
–
S
e
rv
ic
e
s
o
n
to
S
e
lf
S
e
rv
ic
e
P
o
rt
a
l

M
ig
ra
ti
o
n
o
f
b
a
c
k
o
ff
ic
e
p
ro
c
e
s
s
a
n
d
s
ta
ff
to
n
e
w
C
u
s
to
m
e
r
S
e
rv
ic
e
C
e
n
tr
e

Im
p
le
m
e
n
ta
ti
o
n
o
f
s
e
lf
s
e
rv
ic
e
a
n
d
a
v
o
id
a
b
le
c
o
n
ta
c
t
m
a
rk
e
ti
n
g
c
a
m
p
a
ig
n
s
-
L
in
k
e
d
to
W
a
v
e
1
a
n
d
2
ro
ll
o
u
t

Im
p
le
m
e
n
ta
ti
o
n
o
f
tr
a
in
in
g
p
la
n

L
e
s
s
o
n
s
L
e
a
rn
t
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

1
7
0

8
.
H
o
w
s
h
o
u
ld
s
e
rv
ic
e
s
b
e
o
rd
e
re
d
?

W
a
v
e
2
–
S
e
rv
ic
e
s
o
n
to
S
e
lf
S
e
rv
ic
e
P
o
rt
a
l

W
a
v
e
1
–
S
e
rv
ic
e
s
o
n
to
S
e
lf
S
e
rv
ic
e
P
o
rt
a
l

L
ik
e
ly
s
e
rv
ic
e
s
in
W
a
v
e
1
a
re
:

•
C
o
u
n
c
il
ta
x

•
B
e
n
e
fi
ts

•
F
re
e
S
c
h
o
o
l
M
e
a
ls

•
H
ig
h
w
a
y
s

T
h
e
fi
n
a
l
o
rd
e
ri
n
g
o
f
th
e
s
e
rv
ic
e
s
w
it
h
in
w
a
v
e
s
w
ill
b
e
c
o
n
fi
rm
e
d
b
e
fo
re
th
e
b
e
g
in
n
in
g
o
f
th
e
im
p
le
m
e
n
ta
ti
o
n
.
T
h
e
p
ro
p
o
s
e
d
s
ta
rt
in
g
p
o
s
it
io
n

fo
r
th
e
s
e
rv
ic
e
s
a
re
s
h
o
w
n
b
e
lo
w
.

L
ik
e
ly
s
e
rv
ic
e
s
in
W
a
v
e
2
a
re
:

•
H
o
u
s
in
g

•
G
e
n
e
ra
l
e
n
q
u
ir
ie
s
te
le
p
h
o
n
y
c
h
a
n
g
e
s

•
W
a
s
te

W
a
v
e
3
–
S
e
rv
ic
e
s
R
o
ll
O
u
t
in
to
C
o
n
ta
c
t
C
e
n
tr
e
,
a
n
d
re
m
a
in
in
g
s
e
rv
ic
e
s
o
n
to
S
e
lf
S
e
rv
ic
e
P
o
rt
a
l

L
ik
e
ly
s
e
rv
ic
e
s
in
W
a
v
e
3
a
re
:

•
A
d
u
lt
L
e
a
rn
in
g

•
L
e
is
u
re

•
P
la
n
n
in
g

•
B
u
il
d
in
g
C
o
n
tr
o
l

•
S
c
h
o
o
ls
T
ra
n
s
p
o
rt
*
-
id
e
a
ll
y
th
is
s
e
rv
ic
e
w
o
u
ld
s
it
in
W
a
v
e
1
b
u
t
IC
T
d
e
p
e
n
d
e
n
c
ie
s

m
a
k
e
th
is
id
e
a
l
s
e
q
u
e
n
c
in
g
u
n
li
k
e
ly

•
B
lu
e
B
a
d
g
e

•
B
u
s
P
a
s
s
e
s
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

1
7
1

8
.
H
R
S
tr
a
te
g
y
to
s
u
p
p
o
rt
th
e
im
p
le
m
e
n
ta
ti
o
n

A
p
p
ro
a
c
h
to
C
h
a
n
g
e
a
n
d
H
R
to
th
ro
u
g
h
th
e
D
e
s
ig
n
P
h
a
s
e

D
u
ri
n
g
th
e
d
e
s
ig
n
s
ta
g
e
th
e
C
h
a
n
g
e
W
o
rk
s
tr
e
a
m
h
a
s
:

•
s
y
s
te
m
a
ti
c
a
lly
m
a
p
p
e
d
c
ri
ti
c
a
l
s
ta
k
e
h
o
ld
e
rs
in
th
e
p
ro
g
ra
m
m
e
a
n
d
d
e
v
e
lo
p
e
d
a
c
o
m
m
u
n
ic
a
ti
o
n
s
p
la
n

•
d
e
v
e
lo
p
e
d
c
o
re
m
e
s
s
a
g
e
s
w
h
ic
h
a
re
c
o
n
s
is
te
n
tl
y
u
s
e
d
a
c
ro
s
s
p
ro
je
c
t
c
o
m
m
u
n
ic
a
ti
o
n
s

•
la
u
n
c
h
e
d
C
u
s
to
m
e
r
F
ir
s
t
c
o
m
m
u
n
ic
a
ti
o
n
s
c
h
a
n
n
e
ls
,
in
c
lu
d
in
g
d
e
d
ic
a
te
d
in
tr
a
n
e
t
p
a
g
e
s
a
n
d
p
ro
g
ra
m
m
e
b
lo
g

•
e
n
s
u
re
d
a
p
p
ro
p
ri
a
te
c
o
n
s
u
lt
a
ti
o
n
/c
o
m
m
u
n
ic
a
ti
o
n
s
w
it
h
k
e
y
a
u
d
ie
n
c
e
s
is
b
e
in
g
m
a
n
a
g
e
d
.

•
b
e
g
a
n
e
n
g
a
g
in
g
th
e
T
ra
d
e
U
n
io
n
s

•
d
e
v
e
lo
p
e
d
a
d
ra
ft
H
R
s
tr
a
te
g
y
to
s
u
p
p
o
rt
im
p
le
m
e
n
ta
ti
o
n

A
p
p
ro
a
c
h
to
C
h
a
n
g
e
a
n
d
H
R
to
th
ro
u
g
h
Im
p
le
m
e
n
ta
ti
o
n

A
s
w
e
m
o
v
e
fr
o
m
d
e
ta
ile
d
d
e
s
ig
n
to
im
p
le
m
e
n
ta
ti
o
n
,
it
w
ill
b
e
c
ri
ti
c
a
l
th
a
t
th
e
fo
rm
a
l
c
o
n
s
u
lt
a
ti
o
n
p
ro
c
e
s
s
is
w
e
ll
m
a
n
a
g
e
d
in
o
rd
e
r
th
a
t
s
ta
ff

a
re
s
u
p
p
o
rt
e
d
th
ro
u
g
h
th
e
c
h
a
n
g
e
a
n
d
th
a
t
w
e
a
v
o
id
u
n
n
e
c
e
s
s
a
ry
d
e
la
y
s
to
re
a
lis
in
g
th
e
b
e
n
e
fi
ts
.

W
e
h
a
v
e
d
e
v
e
lo
p
e
d
tw
o
p
o
te
n
ti
a
l
m
o
d
e
ls
fo
r
c
o
n
s
u
lt
a
ti
o
n
,
b
o
th
o
f
w
h
ic
h
a
re
b
a
s
e
d
o
n
a
9
0
d
a
y
c
o
n
s
u
lt
a
ti
o
n
p
e
ri
o
d
b
e
g
in
n
in
g
in
m
id

A
u
g
u
s
t.
T
h
e
o
p
ti
o
n
s
a
re
:

•
a
c
o
u
n
c
il
w
id
e
c
o
n
s
u
lt
a
ti
o
n
(o
p
ti
o
n
o
n
e
);
o
r

•
a
s
e
ri
e
s
o
f
3
0
d
a
y
c
o
n
s
u
lt
a
ti
o
n
s
w
it
h
th
e
s
ta
ff
a
ff
e
c
te
d
in
e
a
c
h
o
f
th
e
in
d
iv
id
u
a
l
s
e
rv
ic
e
a
re
a
s
(o
p
ti
o
n
tw
o
).

O
p
ti
o
n
o
n
e
w
o
u
ld
b
e
in
it
ia
te
d
w
it
h
a
s
e
c
ti
o
n
1
8
8
n
o
ti
c
e
b
e
in
g
is
s
u
e
d
id
e
n
ti
fy
in
g
th
e
o
v
e
ra
ll
re
d
u
c
ti
o
n
a
n
d
th
e
n
u
m
b
e
r
o
f
s
ta
ff
b
y

d
ir
e
c
to
ra
te
.
T
h
e
ta
rg
e
t
a
u
d
ie
n
c
e
fo
r
th
e
c
o
n
s
u
lt
a
ti
o
n
w
o
u
ld
b
e
a
ll
s
ta
ff
in
th
o
s
e
s
e
rv
ic
e
s
in
s
c
o
p
e
.
E
a
rl
y
in
th
e
c
o
n
s
u
lt
a
ti
o
n
p
ro
c
e
s
s
,

o
rg
a
n
is
a
ti
o
n
a
l
s
tr
u
c
tu
re
s
,
jo
b
d
e
s
c
ri
p
ti
o
n
s
a
n
d
n
u
m
b
e
rs
o
f
ro
le
s
a
t
e
a
c
h
g
ra
d
e
(a
n
d
jo
b
lo
s
s
e
s
)
w
o
u
ld
b
e
s
p
e
c
if
ie
d
.

D
u
ri
n
g
th
e
s
e
c
o
n
d
m
o
n
th
o
f
th
e
c
o
n
s
u
lt
a
ti
o
n
m
o
re
d
e
ta
il
w
o
u
ld
b
e
re
le
a
s
e
d
a
b
o
u
t
th
e
s
e
le
c
ti
o
n
p
ro
c
e
s
s
,
c
ri
te
ri
a
a
n
d
ti
m
e
s
c
a
le
.
D
u
ri
n
g
th
e

c
o
n
s
u
lt
a
ti
o
n
,
fe
e
d
b
a
c
k
o
n
a
n
y
e
m
e
rg
in
g
a
lt
e
rn
a
ti
v
e
p
ro
p
o
s
a
ls
w
o
u
ld
b
e
re
le
a
s
e
d
,
to
g
e
th
e
r
w
it
h
c
o
n
fi
rm
a
ti
o
n
o
f
th
e
n
e
x
t
s
ta
g
e
o
f

d
e
v
e
lo
p
m
e
n
t.

O
p
ti
o
n
tw
o
w
o
u
ld
a
ls
o
b
e
in
it
ia
te
d
w
it
h
th
e
s
e
c
ti
o
n
1
8
8
b
e
in
g
is
s
u
e
d
to
a
ll
s
ta
ff
in
th
o
s
e
s
e
rv
ic
e
s
in
s
c
o
p
e
.
S
u
b
s
e
q
u
e
n
tl
y
,
h
o
w
e
v
e
r,

in
d
iv
id
u
a
l
s
e
rv
ic
e
c
o
n
s
u
lt
a
ti
o
n
s
w
o
u
ld
b
e
m
a
n
a
g
e
d
fo
r
3
0
d
a
y
p
e
ri
o
d
s
s
ta
g
g
e
re
d
th
ro
u
g
h
th
e
9
0
d
a
y
p
e
ri
o
d
a
s
a
p
p
ro
p
ri
a
te
.

T
h
e
s
e
o
p
ti
o
n
s
a
re
d
e
ta
ile
d
o
n
th
e
s
u
b
s
e
q
u
e
n
t
tw
o
p
a
g
e
s
.
A
d
e
c
is
io
n
o
n
w
h
ic
h
o
p
ti
o
n
to
fo
llo
w
w
ill
b
e
m
a
d
e
b
e
fo
re
th
e
s
ta
rt
o
f

im
p
le
m
e
n
ta
ti
o
n
.
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

1
7
2

8
.
H
R
S
tr
a
te
g
y
to
s
u
p
p
o
rt
th
e
im
p
le
m
e
n
ta
ti
o
n

A
p
p
ro
a
c
h
to
C
h
a
n
g
e
a
n
d
H
R
to
th
ro
u
g
h
th
e
D
e
s
ig
n
P
h
a
s
e

D
u
ri
n
g
th
e
d
e
s
ig
n
s
ta
g
e
th
e
C
h
a
n
g
e
W
o
rk
s
tr
e
a
m
h
a
s
:

•
s
y
s
te
m
a
ti
c
a
lly
m
a
p
p
e
d
c
ri
ti
c
a
l
s
ta
k
e
h
o
ld
e
rs
in
th
e
p
ro
g
ra
m
m
e
a
n
d
d
e
v
e
lo
p
e
d
a
c
o
m
m
u
n
ic
a
ti
o
n
s
p
la
n

•
d
e
v
e
lo
p
e
d
v
is
io
n
a
n
d
c
o
re
m
e
s
s
a
g
e
s
w
h
ic
h
a
re
c
o
n
s
is
te
n
tl
y
u
s
e
d
a
c
ro
s
s
p
ro
je
c
t
c
o
m
m
u
n
ic
a
ti
o
n
s

•
la
u
n
c
h
e
d
C
u
s
to
m
e
r
F
ir
s
t
c
o
m
m
u
n
ic
a
ti
o
n
s
c
h
a
n
n
e
ls
,
in
c
lu
d
in
g
d
e
d
ic
a
te
d
in
tr
a
n
e
t
p
a
g
e
s
a
n
d
p
ro
g
ra
m
m
e
b
lo
g

•
e
n
s
u
re
d
a
p
p
ro
p
ri
a
te
c
o
n
s
u
lt
a
ti
o
n
/c
o
m
m
u
n
ic
a
ti
o
n
s
w
it
h
k
e
y
a
u
d
ie
n
c
e
s
is
b
e
in
g
m
a
n
a
g
e
d
.

•
e
n
g
a
g
in
g
th
e
T
ra
d
e
U
n
io
n
s

•
d
e
v
e
lo
p
e
d
a
d
ra
ft
H
R
s
tr
a
te
g
y
to
s
u
p
p
o
rt
im
p
le
m
e
n
ta
ti
o
n

K
e
y
A
u
d
ie
n
c
e

C
o
m
m
u
n
ic
a
ti
o
n
N
e
e
d
s

C
o
m
m
u
n
ic
a
ti
o
n
C
h
a
n
n
e
ls

A
c
c
o
u
n
ta
b
il
it
y

M
a
n
a
g
e
rs
&
s
ta
ff
in

s
c
o
p
e

E
n
g
a
g
e
m
e
n
t
in
s
h
a
p
in
g

s
e
rv
ic
e
,
u
n
d
e
rs
ta
n
d
in
g

ra
ti
o
n
a
le
,
im
p
lic
a
ti
o
n
s
a
n
d

ti
m
e
s
c
a
le
fo
r
c
h
a
n
g
e
.

F
a
c
e
to
fa
c
e
w
o
rk
s
h
o
p
s
,
b
ri
e
fi
n
g
s
,

in
fo
rm
a
ti
o
n
p
a
c
k
s
,
F
A
Q
s
–
in
a
d
v
a
n
c
e
o
f

fo
rm
a
l
c
o
n
s
u
lt
a
ti
o
n
p
ro
c
e
s
s
.

C
E
O
,
P
ro
g
ra
m
m
e

S
p
o
n
s
o
r
&
T
e
a
m

C
o
m
m
u
n
ic
a
ti
o
n
s
.

A
ll
o
th
e
r
s
ta
ff

A
w
a
re
n
e
s
s
o
f
p
ro
g
ra
m
m
e

o
b
je
c
ti
v
e
s
a
n
d
ti
m
e
s
c
a
le
fo
r

c
h
a
n
g
e
.

S
e
n
io
r
M
a
n
a
g
e
m
e
n
t
G
ro
u
p
p
re
s
e
n
ta
ti
o
n
s

a
n
d
b
ri
e
fi
n
g
s
.
R
e
g
u
la
r
u
p
d
a
te
s
in
s
ta
ff

n
e
w
s
le
tt
e
rs
.
S
ta
ff
ro
a
d
s
h
o
w
s
.
C
u
s
to
m
e
r

F
ir
s
t
B
lo
g
a
n
d
in
tr
a
n
e
t
p
a
g
e
s
.

C
o
m
m
u
n
ic
a
ti
o
n
s
w
it
h

P
ro
g
ra
m
m
e
S
p
o
n
s
o
r
&

T
e
a
m
.

M
e
m
b
e
rs

In
fo
rm
a
ti
o
n
s
u
ff
ic
ie
n
t
to

e
n
a
b
le
e
ff
e
c
ti
v
e
s
c
ru
ti
n
y
a
n
d

d
e
c
is
io
n
m
a
k
in
g
.

F
o
rm
a
l
re
p
o
rt
s
,
fa
c
e
to
fa
c
e
b
ri
e
fi
n
g
s
,

p
re
s
e
n
ta
ti
o
n
s
&
re
g
u
la
r
u
p
d
a
te
s
in

M
e
m
b
e
r
In
fo
rm
a
ti
o
n
B
u
lle
ti
n
.
In
tr
a
n
e
t

p
a
g
e
s
o
n
C
u
s
to
m
e
r
F
ir
s
t.

P
o
lit
ic
a
l
s
p
o
n
s
o
r,

P
ro
g
ra
m
m
e
S
p
o
n
s
o
r

a
n
d
C
o
m
m
u
n
ic
a
ti
o
n
s
.

O
th
e
r
s
ta
k
e
h
o
ld
e
rs
,

e
.g
.
T
ra
d
e
U
n
io
n
s
,

IC
T
e
tc
.

U
n
d
e
rs
ta
n
d
in
g
ra
ti
o
n
a
le
fo
r

p
ro
g
ra
m
m
e
,
im
p
lic
a
ti
o
n
s
a
n
d

ti
m
e
s
c
a
le
s
fo
r
c
h
a
n
g
e
.

F
a
c
e
to
fa
c
e
b
ri
e
fi
n
g
s
,
w
o
rk
s
h
o
p
s
a
n
d

s
u
p
p
le
m
e
n
ta
ry
w
ri
tt
e
n
c
o
m
m
u
n
ic
a
ti
o
n
s
.

P
ro
g
ra
m
m
e
s
p
o
n
s
o
r

a
n
d
T
e
a
m
w
it
h
H
R
a
n
d

C
o
m
m
u
n
ic
a
ti
o
n
s
.
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

1
7
3

8
.
H
R
S
tr
a
te
g
y
to
s
u
p
p
o
rt
th
e
im
p
le
m
e
n
ta
ti
o
n

A
p
p
ro
a
c
h
to
C
h
a
n
g
e
a
n
d
H
R
to
th
ro
u
g
h
Im
p
le
m
e
n
ta
ti
o
n

A
s
w
e
m
o
v
e
fr
o
m
d
e
ta
ile
d
d
e
s
ig
n
to
im
p
le
m
e
n
ta
ti
o
n
,
it
w
ill
b
e
c
ri
ti
c
a
l
th
a
t
th
e
fo
rm
a
l
c
o
n
s
u
lt
a
ti
o
n
p
ro
c
e
s
s
is
w
e
ll
m
a
n
a
g
e
d
in
o
rd
e
r
th
a
t
s
ta
ff

a
re
s
u
p
p
o
rt
e
d
th
ro
u
g
h
th
e
c
h
a
n
g
e
a
n
d
th
a
t
w
e
a
v
o
id
u
n
n
e
c
e
s
s
a
ry
d
e
la
y
s
to
re
a
lis
in
g
th
e
b
e
n
e
fi
ts
.

W
e
h
a
v
e
d
e
v
e
lo
p
e
d
tw
o
p
o
te
n
ti
a
l
m
o
d
e
ls
fo
r
c
o
n
s
u
lt
a
ti
o
n
,
b
o
th
o
f
w
h
ic
h
a
re
b
a
s
e
d
o
n
a
9
0
d
a
y
c
o
n
s
u
lt
a
ti
o
n
p
e
ri
o
d
b
e
g
in
n
in
g
in

S
e
p
te
m
b
e
r.
T
h
e
o
p
ti
o
n
s
a
re
:

•
a
c
o
u
n
c
il
w
id
e
c
o
n
s
u
lt
a
ti
o
n
(o
p
ti
o
n
o
n
e
);
o
r

•
a
s
e
ri
e
s
o
f
3
0
d
a
y
c
o
n
s
u
lt
a
ti
o
n
s
w
it
h
th
e
s
ta
ff
a
ff
e
c
te
d
in
e
a
c
h
o
f
th
e
in
d
iv
id
u
a
l
s
e
rv
ic
e
a
re
a
s
(o
p
ti
o
n
tw
o
).

O
p
ti
o
n
o
n
e
w
o
u
ld
b
e
in
it
ia
te
d
w
it
h
a
s
e
c
ti
o
n
1
8
8
b
e
in
g
is
s
u
e
d
id
e
n
ti
fy
in
g
th
e
o
v
e
ra
ll
re
d
u
c
ti
o
n
a
n
d
th
e
n
u
m
b
e
r
o
f
s
ta
ff
b
y
d
ir
e
c
to
ra
te
.
T
h
e

ta
rg
e
t
a
u
d
ie
n
c
e
fo
r
th
e
c
o
n
s
u
lt
a
ti
o
n
w
o
u
ld
b
e
a
ll
s
ta
ff
in
th
o
s
e
s
e
rv
ic
e
s
in
s
c
o
p
e
.
E
a
rl
y
in
th
e
c
o
n
s
u
lt
a
ti
o
n
p
ro
c
e
s
s
,
o
rg
a
n
is
a
ti
o
n
a
l

s
tr
u
c
tu
re
s
,
jo
b
d
e
s
c
ri
p
ti
o
n
s
a
n
d
n
u
m
b
e
rs
o
f
ro
le
s
a
t
e
a
c
h
g
ra
d
e
(a
n
d
jo
b
lo
s
s
e
s
)
w
o
u
ld
b
e
s
p
e
c
if
ie
d
.

D
u
ri
n
g
th
e
s
e
c
o
n
d
m
o
n
th
o
f
th
e
c
o
n
s
u
lt
a
ti
o
n
m
o
re
d
e
ta
il
w
o
u
ld
b
e
re
le
a
s
e
d
a
b
o
u
t
th
e
s
e
le
c
ti
o
n
p
ro
c
e
s
s
,
c
ri
te
ri
a
a
n
d
ti
m
e
s
c
a
le
.
D
u
ri
n
g
th
e

c
o
n
s
u
lt
a
ti
o
n
,
fe
e
d
b
a
c
k
o
n
a
n
y
e
m
e
rg
in
g
a
lt
e
rn
a
ti
v
e
p
ro
p
o
s
a
ls
w
o
u
ld
b
e
re
le
a
s
e
d
,
to
g
e
th
e
r
w
it
h
c
o
n
fi
rm
a
ti
o
n
o
f
th
e
n
e
x
t
s
ta
g
e
o
f

d
e
v
e
lo
p
m
e
n
t.

O
p
ti
o
n
tw
o
w
o
u
ld
a
ls
o
b
e
in
it
ia
te
d
w
it
h
th
e
s
e
c
ti
o
n
1
8
8
b
e
in
g
is
s
u
e
d
to
a
ll
s
ta
ff
in
th
o
s
e
s
e
rv
ic
e
s
in
s
c
o
p
e
.
S
u
b
s
e
q
u
e
n
tl
y
,
h
o
w
e
v
e
r,

in
d
iv
id
u
a
l
s
e
rv
ic
e
c
o
n
s
u
lt
a
ti
o
n
s
w
o
u
ld
b
e
m
a
n
a
g
e
d
fo
r
3
0
d
a
y
p
e
ri
o
d
s
s
ta
g
g
e
re
d
th
ro
u
g
h
th
e
9
0
d
a
y
p
e
ri
o
d
a
s
a
p
p
ro
p
ri
a
te
.

T
h
e
s
e
o
p
ti
o
n
s
a
re
d
e
ta
ile
d
o
n
th
e
s
u
b
s
e
q
u
e
n
t
tw
o
p
a
g
e
s
a
n
d
b
o
th
w
o
u
ld
b
e
im
p
le
m
e
n
te
d
in
lin
e
w
it
h
th
e
C
o
u
n
c
il’
s
“M
a
n
a
g
in
g
C
h
a
n
g
e
”

p
ro
c
e
s
s
in
o
rd
e
r
to
m
in
im
is
e
th
e
ri
s
k
o
f
c
o
m
p
u
ls
o
ry
re
d
u
n
d
a
n
c
ie
s
.

A
d
e
c
is
io
n
o
n
w
h
ic
h
o
p
ti
o
n
fo
r
th
e
c
o
n
s
u
lt
a
ti
o
n
s
h
o
u
ld
b
e
fo
llo
w
e
d
w
ill
b
e
m
a
d
e
b
e
fo
re
th
e
s
ta
rt
o
f
im
p
le
m
e
n
ta
ti
o
n
.
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

1
7
4

8
.
H
R
S
tr
a
te
g
y
–
S
ta
g
g
e
re
d
3
0
d
a
y
s
c
o
n
s
u
lt
a
ti
o
n
s

K
e
y D
a
te
s

In
fo
r
m
a
ti
o
n

P
r
o
v
id
e
d

E
n
g
a
g
e
m
e
n
t

C
h
a
n
n
e
ls

S
ta
rt
o
f

c
o
n
s
u
lt
a
ti
o
n

(1
s
t
D
a
y
)

E
n
d
o
f

c
o
n
s
u
lt
a
ti
o
n

(w
e
e
k
1
4
)

Is
s
u
e
1
8
8

c
o
v
e
ri
n
g
:

•
N
o
.
o
f
a
ff
e
c
te
d

s
ta
ff
b
y

d
ir
e
c
to
ra
te

•
O
v
e
ra
ll

re
d
u
c
ti
o
n
b
y

d
ir
e
c
to
ra
te

•
C
o
n
s
u
lt
a
ti
o
n

T
im
e
F
ra
m
e

a
n
d
ti
m
e
ta
b
le

•
D
e
ta
il
e
d
:

•
O
rg
a
n
is
a
ti
o
n
a
l
S
tr
u
c
tu
re
s

•
J
o
b
D
e
s
c
ri
p
ti
o
n
s

•
N
u
m
b
e
rs
o
f
ro
le
s
a
t
e
a
c
h
g
ra
d
e

•
R
e
d
u
c
ti
o
n
s
b
y
s
e
rv
ic
e

•
O
u
tl
in
e
o
f:

•
S
e
le
c
ti
o
n
P
ro
c
e
s
s
,
c
ri
te
ri
a
a
n
d
ti
m
e
s
c
a
le
s

•
S
u
p
p
o
rt
a
v
a
ila
b
le

•
F
A
Q
’s
–
g
e
n
e
ra
l
a
n
d
s
e
rv
ic
e
s
p
e
c
if
ic

F
2
F
B
ri
e
fi
n
g
s
b
y
s
e
rv
ic
e
&
lo
c
a
ti
o
n
,
o
n
e
to
o
n
e
m
e
e
ti
n
g
s

F
2
F
B
ri
e
fi
n
g
b
y

lo
c
a
ti
o
n

•
E
n
d
o
f

c
o
n
s
u
lt
a
ti
o
n

s
u
m
m
a
ry
-

g
e
n
e
ra
l

•
Im
p
le
m
e
n
ta
ti
o
n

O
u
tc
o
m
e

E
m
a
il
e
d
&

o
n
In
tr
a
n
e
t

In
d
iv
id
u
a
l
s
e
rv
ic
e
c
o
n
s
u
lt
a
ti
o
n
s
fo
r
3
0
d
a
y
s

-
S
ta
g
g
e
re
d
th
ro
u
g
h
th
e
9
0
d
a
y
p
e
ri
o
d
a
s
a
p
p
ro
p
ri
a
te

O
u
tc
o
m
e
o
f

c
o
n
s
u
lt
a
ti
o
n

(w
e
e
k
1
5
/1
6
)

A
t
e
n
d
o
f
e
a
c
h

s
e
rv
ic
e
s
p
e
c
if
ic

c
o
n
s
u
lt
a
ti
o
n
,
m
o
v
e

to
w
a
rd
s

im
p
le
m
e
n
ta
ti
o
n
a
s

a
p
p
ro
p
ri
a
te
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

1
7
5

8
.
Im
p
le
m
e
n
ta
ti
o
n
P
h
a
s
e

P
ro
g
ra
m
m
e
G
o
v
e
rn
a
n
c
e

G
o
v
e
rn
a
n
c
e
fo
r
th
e
im
p
le
m
e
n
ta
ti
o
n
p
h
a
s
e
o
f
th
e
p
ro
g
ra
m
m
e
is
c
u
rr
e
n
tl
y
b
e
in
g
re
v
ie
w
e
d
.
T
h
e
d
ia
g
ra
m
b
e
lo
w
g
iv
e
s
a
n
o
u
tl
in
e
o
f
th
e

e
x
p
e
c
te
d
g
o
v
e
rn
a
n
c
e
a
rr
a
n
g
e
m
e
n
t.
T
h
e
p
ro
g
ra
m
m
e
w
ill
c
o
n
ti
n
u
e
to
b
e
s
p
o
n
s
o
re
d
b
y
th
e
A
s
s
is
ta
n
t
C
h
ie
f
E
x
e
c
u
ti
v
e
.
T
h
e

p
ro
g
ra
m
m
e
b
o
a
rd
w
ill
b
e
m
a
d
e
u
p
o
f
re
p
re
s
e
n
ta
ti
v
e
s
fr
o
m
a
c
ro
s
s
C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
.
T
h
e
p
ro
g
ra
m
m
e
m
a
n
a
g
e
r
w
ill
b
e

re
s
p
o
n
s
ib
le
fo
r
a
ll
p
ro
g
ra
m
m
e
is
s
u
e
s
in
c
lu
d
in
g
o
u
r
re
la
ti
o
n
s
h
ip
s
w
it
h
th
ir
d
p
a
rt
y
s
u
p
p
lie
rs
.
T
h
is
w
ill
in
c
lu
d
e
a
n
y
IC
T
s
u
p
p
lie
rs
.
T
h
e

D
e
liv
e
ry
M
a
n
a
g
e
r
w
ill
b
e
re
s
p
o
n
s
ib
le
fo
r
in
s
u
ri
n
g
th
a
t
th
e
im
p
le
m
e
n
ta
ti
o
n
p
h
a
s
e
is
c
o
m
p
le
te
d
to
p
la
n
.

P
ro
g
ra
m
m
e
S
p
o
n
s
o
r

P
ro
g
ra
m
m
e
B
o
a
rd

D
e
li
v
e
ry
M
a
n
a
g
e
r

P
ro
g
ra
m
m
e
M
a
n
a
g
e
r

P
ro
c
e
s
s

W
o
rk
s
tr
e
a
m

C
h
a
n
g
e
W
o
rk
s
tr
e
a
m

P
ro
g
ra
m
m
e

W
o
rk
s
tr
e
a
m

T
e
c
h
n
o
lo
g
y

W
o
rk
s
tr
e
a
m

M
a
rk
e
ti
n
g

W
o
rk
s
tr
e
a
m

In
c
lu
d
e
s
re
p
re
s
e
n
ta
ti
o
n
fr
o
m
IC
T
,

C
u
s
to
m
e
r
S
e
rv
ic
e
s
,
th
e
in
s
c
o
p
e
s
e
rv
ic
e
s
,

C
o
m
m
u
n
ic
a
ti
o
n
s
a
n
d
P
W
C

A
s
s
is
ta
n
t
C
h
ie
f
E
x
e
c
u
ti
v
e

M
a
n
a
g
e
m
e
n
t
o
f
a
ll

p
ro
g
ra
m
m
e
m
a
tt
e
rs
,

in
c
lu
d
in
g
re
la
ti
o
n
s
h
ip
s
w
it
h

th
ir
d
p
a
rt
y
s
u
p
p
lie
rs
.

M
a
n
a
g
e
m
e
n
t
o
f
th
e

d
e
liv
e
ry
o
f
th
e

im
p
le
m
e
n
ta
ti
o
n
a
n
d

b
e
n
e
fi
ts
re
a
lis
a
ti
o
n

B
e
n
e
fi
ts
R
e
a
li
s
a
ti
o
n

W
o
rk
s
tr
e
a
m
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

1
7
6

8
.
A
s
s
u
m
p
ti
o
n
s
m
a
d
e
w
h
e
n
d
e
v
e
lo
p
in
g
th
e
im
p
le
m
e
n
ta
ti
o
n
p
la
n

T
h
e
d
ra
ft
im
p
le
m
e
n
ta
ti
o
n
p
la
n
is
b
a
s
e
d
o
n
th
e
fo
llo
w
in
g
a
s
s
u
m
p
ti
o
n
s
th
a
t
w
ill
b
e
c
h
a
lle
n
g
e
d
a
n
d
a
m
e
n
d
e
d
a
s
p
a
rt
o
f
th
e
m
o
b
ili
s
a
ti
o
n
p
h
a
s
e

o
f
th
e
im
p
le
m
e
n
ta
ti
o
n
:

•A
te
c
h
n
o
lo
g
y
p
ro
v
id
e
r
w
ill
b
e
p
ro
c
u
re
d
a
n
d
in
p
la
c
e
to
s
ta
rt
th
e
im
p
le
m
e
n
ta
ti
o
n
o
n
J
u
ly
1
s
t .

•T
h
e
te
c
h
n
o
lo
g
y
p
ro
v
id
e
r
w
ill
b
e
a
b
le
to
d
e
liv
e
r
th
e
in
te
g
ra
ti
o
n
s
re
q
u
ir
e
d
a
s
p
a
rt
o
f
th
e
im
p
le
m
e
n
ta
ti
o
n

•T
h
e
p
la
n
w
ill
b
e
s
u
b
je
c
t
to
c
h
a
n
g
e
a
n
d
re
v
ie
w
b
y
th
e
te
c
h
n
o
lo
g
y
p
o
rt
a
l
p
ro
v
id
e
r.

•T
h
e
im
p
le
m
e
n
ta
ti
o
n
o
f
th
e
s
e
lf
s
e
rv
ic
e
p
o
rt
a
l
w
ill
b
e
s
p
lit
in
to
a
t
le
a
s
t
tw
o
w
a
v
e
s
.
T
h
e
s
e
w
a
v
e
s
w
ill
g
o
liv
e
b
e
fo
re
th
e
c
o
n
ta
c
t
c
e
n
tr
e
to
h
e
lp

to
p
ro
v
e
th
e
d
e
m
a
n
d
fo
r
c
u
s
to
m
e
r
s
e
lf
s
e
rv
ic
e
.
E
a
c
h
w
a
v
e
w
ill
b
e
a
c
c
o
m
p
a
n
ie
d
b
y
a
c
le
a
r
a
n
d
s
u
s
ta
in
e
d
m
a
rk
e
ti
n
g
p
la
n
.

•T
h
e
d
e
c
is
io
n
o
n
w
h
ic
h
c
o
n
s
u
lt
a
ti
o
n
a
p
p
ro
a
c
h
to
fo
llo
w
w
ill
b
e
m
a
d
e
b
e
fo
re
th
e
s
ta
rt
o
f
th
e
im
p
le
m
e
n
ta
ti
o
n
.

•B
e
n
e
fi
ts
re
a
lis
a
ti
o
n
w
ill
n
o
t
w
a
it
u
n
ti
l
th
e
e
n
d
o
f
th
e
im
p
le
m
e
n
ta
ti
o
n
.
E
a
c
h
s
e
rv
ic
e
w
ill
m
a
n
a
g
e
v
a
c
a
n
c
ie
s
a
n
d
d
e
liv
e
r
a
p
o
rt
io
n
o
f
th
e
ir

s
a
v
in
g
s
in
y
e
a
r.
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

1
7
7

B
u
s
in
e
s
s
C
a
s
e
–
C
o
s
ts
a
n
d
B
e
n
e
fi
ts
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

1
7
8

9
.
B
u
s
in
e
s
s
C
a
s
e

T
h
is
s
e
c
ti
o
n
w
ill
o
u
tl
in
e
:

•H
o
w
b
e
n
e
fi
ts
w
e
re
c
a
lc
u
la
te
d
fo
r
e
a
c
h
s
e
rv
ic
e

•T
h
e
e
x
p
e
c
te
d
re
d
u
c
ti
o
n
in
c
o
n
ta
c
t
v
o
lu
m
e
s
a
s
a
re
s
u
lt
o
f
c
u
s
to
m
e
rs
s
e
lf
s
e
rv
in
g
o
n
lin
e

•T
h
e
e
x
p
e
c
te
d
s
a
v
in
g
s
fr
o
m
th
e
re
d
u
c
ti
o
n
in
c
o
n
ta
c
t
v
o
lu
m
e
s

•T
h
e
e
x
p
e
c
te
d
re
d
u
c
ti
o
n
in
w
o
rk
lo
a
d
a
s
a
re
s
u
lt
o
f
th
e
n
e
w
p
ro
c
e
s
s
c
h
a
n
g
e
s
.

•T
h
e
e
x
p
e
c
te
d
s
a
v
in
g
s
fr
o
m
th
e
n
e
w
p
ro
c
e
s
s
c
h
a
n
g
e
s

•T
h
e
a
s
s
u
m
p
ti
o
n
s
u
s
e
d
in
d
e
fi
n
in
g
th
e
b
e
n
e
fi
ts

•T
h
e
to
ta
l
c
o
s
ts
fo
r
th
e
im
p
le
m
e
n
ta
ti
o
n
o
f
th
e
c
h
a
n
g
e
s

•C
o
s
t
b
e
n
e
fi
t
p
a
y
b
a
c
k
p
e
ri
o
d
.
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

1
7
9

9
.
B
u
s
in
e
s
s
C
a
s
e

T
h
e
b
e
n
e
fi
ts
h
a
v
e
b
e
e
n
c
a
lc
u
la
te
d
b
y
b
ri
n
g
in
g
to
g
e
th
e
r
a
ll
o
f
th
e
e
le
m
e
n
ts
o
f
th
e
b
u
s
in
e
s
s
c
a
s
e
.
T
h
is
in
c
lu
d
e
s

•
A
p
p
ly
in
g
th
e
re
s
u
lt
s
o
f
th
e
C
u
s
to
m
e
r
In
s
ig
h
t
to
th
e
c
u
rr
e
n
t
c
o
n
ta
c
t
v
o
lu
m
e
s
to
a
llo
w
u
s
to
c
a
lc
u
la
te
h
o
w
m
a
n
y
c
u
s
to
m
e
rs
w
ill
u
s
e

th
e
s
e
lf
s
e
rv
ic
e
p
o
rt
a
l.

•
R
e
v
ie
w
in
g
a
ll
p
ro
c
e
s
s
e
s
fo
r
p
ro
c
e
s
s
im
p
ro
v
e
m
e
n
ts
,
w
h
ic
h
im
p
ro
v
e
th
e
q
u
a
lit
y
o
f
s
e
rv
ic
e
fo
r
c
u
s
to
m
e
rs
a
n
d
re
d
u
c
e
th
e
w
o
rk
lo
a
d

fo
r
th
e
B
a
c
k
O
ff
ic
e
te
a
m
s
.

•
T
h
e
fo
llo
w
in
g
s
lid
e
s
o
u
tl
in
e
th
e
c
a
lc
u
la
ti
o
n
s
th
a
t
h
a
v
e
ta
k
e
n
p
la
c
e
fo
r
e
a
c
h
in
d
iv
id
u
a
l
s
e
rv
ic
e

E
x
is
ti
n
g
c
o
n
ta
c
t
v
o
lu
m
e
s
fo
r
a
ll
s
e
rv
ic
e
s

R
e
d
u
c
ti
o
n
in

w
o
rk
lo
a
d
d
u
e
to

re
d
u
c
e
d
c
u
s
to
m
e
r

c
o
n
ta
c
ts
(s
e
lf

s
e
rv
ic
e
)

R
e
d
u
c
ti
o
n
in
w
o
rk
lo
a
d

d
u
e
to
p
ro
c
e
s
s

im
p
ro
v
e
m
e
n
ts

S
a
v
in
g
s
fr
o
m
n
o
n
s
ta
ff

b
u
d
g
e
ts

W
h
a
t
c
u
s
to
m
e
rs
u
s
e
th
e
s
e
s
e
rv
ic
e
s

H
o
w
li
k
e
ly
e
a
c
h
c
u
s
to
m
e
r
ty
p
e
is
to
u
s
e
o
n
li
n
e
s
e
lf
s
e
rv
ic
e

W
h
e
re
c
u
s
to
m
e
rs
c
u
rr
e
n
tl
y
c
o
n
ta
c
t

O
p
p
o
rt
u
n
it
ie
s
to
re
d
u
c
e
ti
m
e
ta
k
e
n
to
d
e
li
v
e
r
p
ro
c
e
s
s
b
y
re
m
o
v
in
g
n
o
n
v
a
lu
e
a
d
d
a
c
ti
v
it
ie
s

V
o
lu
m
e
s
o
f
e
a
c
h
p
ro
c
e
s
s
a
c
ti
v
it
y
in
e
a
c
h
s
e
rv
ic
e
s
a
re
a

H
o
w
m
a
n
y
s
ta
ff
c
u
rr
e
n
tl
y
h
a
n
d
le
th
e
c
o
n
ta
c
ts

C
e
C
e
C
e
C
e
C
e
C
e
C
e
C
e
n
t
n
t
n
t
n
t
n
t
n
t
n
t
n
tr
ararararararara
l
B
l
B
l
B
l
B
l
B
l
B
l
B
l
B
e
d
e
d
e
d
e
d
e
d
e
d
e
d
e
d
fofofofofofofofo
rdrdrdrdrdrdrdrd
s
h
s
h
s
h
s
h
s
h
s
h
s
h
s
h
iriririririririr
e
C

e
C

e
C

e
C

e
C

e
C

e
C

e
C
o
u
o
u
o
u
o
u
o
u
o
u
o
u
o
u
n
c
n
c
n
c
n
c
n
c
n
c
n
c
n
c
ilililililililil

O
p
p
o
rt
u
n
it
ie
s
to
re
d
u
c
e
s
p
e
n
d
o
n
m
a
te
ri
a
ls
s
u
c
h
a
s
p
ri
n
ti
n
g
b
y
re
m
o
v
in
g
n
o
n
v
a
lu
e
a
d
d
a
c
ti
v
it
ie
s

B
e
n
e
fi
ts

a
c
ro
s
s

a
ll

s
e
rv
ic
e
s

H
o
w
m
a
n
y
c
u
s
to
m
e
rs
c
u
rr
e
n
tl
y
u
s
e
th
e
e
x
is
ti
n
g
s
e
lf
s
e
rv
ic
e
ro
u
te
s

In
p
u
ts
to
B
u
s
in
e
s
s
C
a
s
e

B
e
n
e
fi
ts
Id
e
n
ti
fi
e
d
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

1
8
0

9
.
B
u
s
in
e
s
s
C
a
s
e

T
h
e
fo
llo
w
in
g
s
lid
e
s
b
re
a
k
d
o
w
n
th
e
p
o
te
n
ti
a
l
b
e
n
e
fi
ts
in
to
tw
o
ta
b
le
s
:

•
T
h
e
fi
rs
t
o
f
th
e
s
e
s
h
o
w
re
d
u
c
ti
o
n
in
w
o
rk
lo
a
d
in
th
e
C
o
n
ta
c
t
C
e
n
tr
e
a
n
d
s
e
rv
ic
e
s
d
u
e
to
S
e
lf

S
e
rv
ic
e
.
T
h
e
a
re
a
s
w
h
ic
h
d
ri
v
e
th
is
s
a
v
in
g
s
a
re
:

•
L
e
s
s
c
u
s
to
m
e
rs
c
o
n
ta
c
ti
n
g
th
e
C
o
n
ta
c
t
C
e
n
tr
e
d
u
e
to
a
v
a
ila
b
ili
ty
a
n
d
m
a
rk
e
ti
n
g
o
f
s
e
lf

s
e
rv
ic
e
.

•
L
e
s
s
c
o
n
ta
c
ts
b
e
in
g
p
a
s
s
e
d
th
ro
u
g
h
to
th
e
s
e
rv
ic
e
s
d
u
e
to
m
o
re
in
d
e
p
th
s
e
rv
ic
e
o
ff
e
re
d

in
th
e
C
o
n
ta
c
t
C
e
n
tr
e
.

•
F
ilt
e
ri
n
g
o
u
t
o
f
th
e
s
w
it
c
h
b
o
a
rd
ty
p
e
e
n
q
u
ir
ie
s
fr
o
m
th
e
C
o
n
ta
c
t
C
e
n
tr
e
u
s
in
g
v
o
ic
e

re
c
o
g
n
it
io
n
s
o
ft
w
a
re
.

•
M
o
v
in
g
m
o
re
s
e
rv
ic
e
s
in
to
th
e
e
x
is
ti
n
g
c
o
n
ta
c
t
c
e
n
tr
e
.

•
T
h
e
s
e
c
o
n
d
ta
b
le
s
h
o
w
s
th
e
p
o
te
n
ti
a
l
re
d
u
c
ti
o
n
in
w
o
rk
lo
a
d
d
u
e
to
p
ro
c
e
s
s
im
p
ro
v
e
m
e
n
ts

id
e
n
ti
fi
e
d
b
y
th
e
s
e
rv
ic
e
a
n
d
a
n
y
p
o
te
n
ti
a
l
s
a
v
in
g
s
fr
o
m
n
o
n
s
ta
ff
b
u
d
g
e
ts
.
T
h
e
m
a
jo
r
a
re
a
s
w
h
ic
h

d
ri
v
e
th
is
s
a
v
in
g
s
a
re
:

•
Im
p
ro
v
e
d
e
lig
ib
ili
ty
c
h
e
c
k
in
g
,
re
d
u
c
in
g
c
u
s
to
m
e
r
d
e
m
a
n
d
fo
r
a
s
e
rv
ic
e

•
S
y
s
te
m
s
in
te
g
ra
ti
o
n
re
d
u
c
in
g
th
e
n
e
e
d
fo
r
a
s
e
rv
ic
e
to
re
ty
p
e
in
fo
rm
a
ti
o
n
b
e
tw
e
e
n

s
y
s
te
m
s
.

R
e
d
u
c
ti
o
n
in

w
o
rk
lo
a
d
d
u
e
to

re
d
u
c
e
d
c
u
s
to
m
e
r

c
o
n
ta
c
ts
(s
e
lf

s
e
rv
ic
e
)

R
e
d
u
c
ti
o
n
in
w
o
rk
lo
a
d

d
u
e
to
p
ro
c
e
s
s

im
p
ro
v
e
m
e
n
ts

S
a
v
in
g
s
fr
o
m
n
o
n
s
ta
ff

b
u
d
g
e
ts
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

1
8
1

9
.
B
u
s
in
e
s
s
C
a
s
e

In
e
a
c
h
o
f
th
e
fo
llo
w
in
g
s
lid
e
s
,
th
e
v
o
lu
m
e
o
f
c
o
n
ta
c
ts
re
c
e
iv
e
d
b
y
th
e
c
o
u
n
c
il,
a
n
d
th
e
a
v
e
ra
g
e
ti
m
e
th
a
t
is
s
p
e
n
t
b
y
a
n
a
d
v
is
o
r
o
r
o
ff
ic
e
r

h
a
n
d
lin
g
e
a
c
h
c
o
n
ta
c
t,
is
b
ro
k
e
n
d
o
w
n
in
to
a
n
u
m
b
e
r
o
f
c
a
te
g
o
ri
e
s
.
O
u
tl
in
e
d
b
e
lo
w
is
a
n
o
v
e
rv
ie
w
o
f
th
e
s
e
c
a
te
g
o
ri
e
s
a
n
d
w
h
a
t
d
a
ta
e
a
c
h

c
o
n
ta
in
s
:

S
e
rv
ic
e
S
p
e
c
if
ic
:

•
C
o
n
ta
c
t
C
e
n
tr
e
C
a
lls
–
C
a
lls
to
th
e
c
o
n
ta
c
t
c
e
n
tr
e
w
h
ic
h
re
la
te
to
th
e
s
e
rv
ic
e

•
B
a
c
k
O
ff
ic
e
C
a
lls
(D
ir
e
c
t)
–
C
a
lls
to
a
s
e
rv
ic
e
o
ri
g
in
a
ti
n
g
fr
o
m
a
n
e
x
te
rn
a
l
n
u
m
b
e
r.
T
h
e
s
e
c
a
lls
a
re
m
a
d
e
to
th
e
b
a
c
k
o
ff
ic
e
d
ir
e
c
tl
y
,
o
r

a
rr
iv
e
v
ia
th
e
G
e
n
e
ra
l
E
n
q
u
ir
ie
s
lin
e
w
h
e
n
a
c
u
s
to
m
e
r
re
q
u
e
s
ts
to
ta
lk
to
a
n
a
m
e
d
o
ff
ic
e
r,
o
r
b
e
c
o
n
n
e
c
te
d
to
a
s
p
e
c
if
ic
s
e
rv
ic
e

•
B
a
c
k
O
ff
ic
e
C
a
lls
(T
ra
n
s
fe
rs
)
–
C
a
lls
th
a
t
h
a
v
e
b
e
e
n
tr
a
n
s
fe
rr
e
d
to
a
s
e
rv
ic
e
,
h
a
v
in
g
o
ri
g
in
a
te
d
in
th
e
c
o
n
ta
c
t
c
e
n
tr
e
.
T
h
is
e
x
c
lu
d
e
s
n
a
m
e
d

o
ff
ic
e
r
o
r
s
e
rv
ic
e
a
re
a
re
q
u
e
s
ts
m
a
d
e
v
ia
th
e
G
e
n
e
ra
l
E
n
q
u
ir
ie
s
lin
e

•
C
o
n
ta
c
t
C
e
n
tr
e
E
m
a
ils
–
E
m
a
ils
re
c
e
iv
e
d
b
y
th
e
c
o
n
ta
c
t
c
e
n
tr
e
w
h
ic
h
re
la
te
to
th
e
s
e
rv
ic
e

•
F
a
c
e
-t
o
-f
a
c
e
q
u
e
ri
e
s
–
T
h
e
n
u
m
b
e
r
o
f
fa
c
e
-t
o
-f
a
c
e
q
u
e
ri
e
s
m
a
d
e
re
g
a
rd
in
g
th
e
s
e
rv
ic
e

C
o
n
ta
c
t
C
e
n
tr
e
:

•
S
e
rv
ic
e
A
re
a
s
in
s
c
o
p
e
–
A
ll
te
le
p
h
o
n
y
a
n
d
e
m
a
il
c
o
n
ta
c
ts
re
c
e
iv
e
d
b
y
th
e
c
o
n
ta
c
t
c
e
n
tr
e
re
la
ti
n
g
to
s
e
rv
ic
e
s
w
h
ic
h
a
re
w
it
h
in
th
e
s
c
o
p
e
o
f

th
e
C
u
s
to
m
e
r
F
ir
s
t
p
ro
g
ra
m
m
e
.
T
h
is
d
a
ta
in
c
lu
d
e
s
c
a
lls
w
h
ic
h
a
rr
iv
e
v
ia
th
e
G
e
n
e
ra
l
E
n
q
u
ir
ie
s
lin
e
a
n
d
a
re
th
e
n
tr
a
n
s
fe
rr
e
d
w
it
h
in
th
e

c
o
n
ta
c
t
c
e
n
tr
e
,
re
s
u
lt
in
g
in
a
n
a
d
d
it
io
n
a
l
c
o
n
ta
c
t

•
G
e
n
e
ra
l
E
n
q
u
ir
ie
s
–
A
ll
te
le
p
h
o
n
y
c
o
n
ta
c
ts
re
c
e
iv
e
d
b
y
th
e
c
o
n
ta
c
t
c
e
n
tr
e
o
n
th
e
G
e
n
e
ra
l
E
n
q
u
ir
ie
s
lin
e
.
T
h
is
in
c
lu
d
e
s
g
e
n
e
ra
l
e
n
q
u
ir
ie
s

fr
o
m
c
u
s
to
m
e
rs
,
in
te
rn
a
l
e
n
q
u
ir
ie
s
fr
o
m
C
B
C
s
ta
ff
,
a
n
d
re
q
u
e
s
ts
fo
r
a
n
a
m
e
d
o
ff
ic
e
r
o
r
s
e
rv
ic
e
a
re
a
fr
o
m
c
u
s
to
m
e
rs

•
S
e
rv
ic
e
A
re
a
s
n
o
t
in
s
c
o
p
e
-
A
ll
te
le
p
h
o
n
y
a
n
d
e
m
a
il
c
o
n
ta
c
ts
re
c
e
iv
e
d
b
y
th
e
c
o
n
ta
c
t
c
e
n
tr
e
re
la
ti
n
g
to
s
e
rv
ic
e
s
w
h
ic
h
a
re
n
o
t
c
u
rr
e
n
tl
y

w
it
h
in
th
e
s
c
o
p
e
o
f
th
e
C
u
s
to
m
e
r
F
ir
s
t
p
ro
g
ra
m
m
e
.
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

1
8
2

9
.
B
u
s
in
e
s
s
C
a
s
e

H
o
w
w
e
re
th
e
re
d
u
c
ti
o
n
s
in
c
u
s
to
m
e
r
c
o
n
ta
c
t
c
a
lc
u
la
te
d
?

E
x
a
m
p
le
S
e
rv
ic
e
1
–
A
s
e
rv
ic
e
th
a
t
is
a
lr
e
a
d
y
in
th
e
c
o
n
ta
c
t
c
e
n
tr
e

C
o
n
ta
c
t
C
e
n
tr
e

C
a
ll
s
re
q
u
e
s
ti
n
g

a
s
e
rv
ic
e

(R
e
d
u
c
e
d
b
y
%

c
u
s
to
m
e
rs

w
il
li
n
g
to
s
h
if
t

w
h
o
h
a
v
e
n
o
t

y
e
t
s
h
if
te
d
)

C
a
ll
s

re
q
u
e
s
ti
n
g

a
n
a
m
e
d

o
ff
ic
e
r

(R
e
d
u
c
e
d

b
y
8
0
%
)

S
e
rv
ic
e
A
re
a

C
a
ll
s
a
s
k
in
g

fo
r
s
e
rv
ic
e

a
re
a

(R
e
d
u
c
e
d
b
y

9
0
%
)

C
a
ll
s

re
q
u
e
s
ti
n
g
a

n
a
m
e
d
o
ff
ic
e
r

(U
n
c
h
a
n
g
e
d
)

C
a
ll
s
p
a
s
s
e
d
th
ro
u
g
h
to
s
e
rv
ic
e
fo
r

re
s
o
lu
ti
o
n
w
h
e
n
C
o
n
ta
c
t
C
e
n
tr
e

c
a
n
n
o
t
re
s
o
lv
e

(R
e
d
u
c
e
d
b
y
%
c
u
s
to
m
e
rs
w
il
li
n
g

to
s
h
if
t
w
h
o
h
a
v
e
n
o
t
y
e
t
s
h
if
te
d
)

C
a
ll
s
d
ir
e
c
t
to
o
ff
ic
e
r

fr
o
m
p
u
b
li
c

(U
n
c
h
a
n
g
e
d
)

C
u
s
to
m
e
r

e
m
a
il
s

(U
n
c
h
a
n
g
e
d
)

C
o
n
ta
c
t
C
e
n
tr
e

C
a
ll
s
re
q
u
e
s
ti
n
g

a
s
e
rv
ic
e

C
a
ll
s

re
q
u
e
s
ti
n
g

a
n
a
m
e
d

o
ff
ic
e
r

S
e
rv
ic
e
A
re
a

C
a
ll
s
a
s
k
in
g

fo
r
s
e
rv
ic
e

a
re
a

C
a
ll
s

re
q
u
e
s
ti
n
g
a

n
a
m
e
d
o
ff
ic
e
r

C
a
ll
s
p
a
s
s
e
d
th
ro
u
g
h
to
s
e
rv
ic
e
fo
r

re
s
o
lu
ti
o
n
w
h
e
n
C
o
n
ta
c
t
C
e
n
tr
e

c
a
n
n
o
t
re
s
o
lv
e

C
a
ll
s
d
ir
e
c
t
to
o
ff
ic
e
rs

fr
o
m
p
u
b
li
c

C
u
s
to
m
e
r

e
m
a
il
s

B
e
fo
re
C
u
s
to
m
e
r
F
ir
s
t

A
ft
e
r
C
u
s
to
m
e
r
F
ir
s
t
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

1
8
3

9
.
B
u
s
in
e
s
s
C
a
s
e

H
o
w
w
e
re
th
e
re
d
u
c
ti
o
n
s
in
c
u
s
to
m
e
r
c
o
n
ta
c
t
c
a
lc
u
la
te
d
?

E
x
a
m
p
le
S
e
rv
ic
e
2
–
A
s
e
rv
ic
e
th
a
t
is
n
o
t
in
th
e
c
o
n
ta
c
t
c
e
n
tr
e

C
o
n
ta
c
t
C
e
n
tr
e

C
a
ll
s
re
q
u
e
s
ti
n
g
a

s
e
rv
ic
e

(T
h
e
s
e
c
a
ll
s
m
o
v
e
d
fr
o
m

s
e
rv
ic
e
to
c
o
n
ta
c
t
c
e
n
tr
e

a
n
d
re
d
u
c
e
d
b
y
%

c
u
s
to
m
e
rs
w
il
li
n
g
to
s
h
if
t

w
h
o
h
a
v
e
n
o
t
y
e
t
s
h
if
te
d
)

C
a
ll
s

re
q
u
e
s
ti
n
g

a
n
a
m
e
d

o
ff
ic
e
r

(R
e
d
u
c
e
d

b
y
8
0
%
)

S
e
rv
ic
e
A
re
a

C
a
ll
s
a
s
k
in
g

fo
r
s
e
rv
ic
e

a
re
a

(R
e
d
u
c
e
d
b
y

9
0
%
)

C
a
ll
s

re
q
u
e
s
ti
n
g
a

n
a
m
e
d
o
ff
ic
e
r

(U
n
c
h
a
n
g
e
d
)

C
a
ll
s
p
a
s
s
e
d
th
ro
u
g
h
to
s
e
rv
ic
e

fo
r
re
s
o
lu
ti
o
n
w
h
e
n
C
o
n
ta
c
t

C
e
n
tr
e
c
a
n
n
o
t
re
s
o
lv
e

(R
e
d
u
c
e
d
b
y
%
c
u
s
to
m
e
rs
w
il
li
n
g

to
s
h
if
t
w
h
o
h
a
v
e
n
o
t
y
e
t
s
h
if
te
d
)

C
a
ll
s
d
ir
e
c
t
to
o
ff
ic
e
r

fr
o
m
p
u
b
li
c

(U
n
c
h
a
n
g
e
d
)

C
o
n
ta
c
t
C
e
n
tr
e

C
a
ll
s

re
q
u
e
s
ti
n
g

a
n
a
m
e
d

o
ff
ic
e
r

S
e
rv
ic
e
A
re
a

C
a
ll
s
a
s
k
in
g

fo
r
s
e
rv
ic
e

a
re
a

C
a
ll
s

re
q
u
e
s
ti
n
g
a

n
a
m
e
d
o
ff
ic
e
r

C
a
ll
s
d
ir
e
c
t
to
o
ff
ic
e
rs

fr
o
m
p
u
b
li
c

B
e
fo
re
C
u
s
to
m
e
r
F
ir
s
t

A
ft
e
r
C
u
s
to
m
e
r
F
ir
s
t

C
a
ll
s
re
q
u
e
s
ti
n
g
a

s
e
rv
ic
e

C
a
ll
s
p
a
s
s
e
d

th
ro
u
g
h
to
s
e
rv
ic
e

fo
r
re
s
o
lu
ti
o
n
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

1
8
4

K
e
y
C
h
a
n
g
e
s
:

•
M
a
jo
ri
ty
o
f
c
u
s
to
m
e
r
c
o
n
ta
c
t
a
b
le
to
b
e
h
a
n
d
le
d
th
ro
u
g
h
s
e
lf
s
e
rv
ic
e
p
o
rt
a
l

•
R
e
m
a
in
in
g
te
le
p
h
o
n
e
c
o
n
ta
c
ts
p
ri
m
a
ri
ly
h
a
n
d
le
d
b
y
c
o
n
ta
c
t
c
e
n
tr
e

•
E
x
is
ti
n
g
c
u
s
to
m
e
r
c
o
n
ta
c
t
a
c
ti
v
it
y
w
it
h
b
a
c
k
o
ff
ic
e
m
o
v
in
g
in
to
c
o
n
ta
c
t
c
e
n
tr
e
,

m
a
k
in
g
a
s
a
v
in
g
a
s
th
e
s
e
v
o
lu
m
e
s
a
re
a
d
d
e
d
in
to
th
e
C
o
n
ta
c
t
C
e
n
tr
e
,
d
u
e
to

th
e
lo
w
e
r
v
o
lu
m
e
s
d
u
e
to
c
u
s
to
m
e
rs
s
h
if
t
in
c
h
a
n
n
e
ls

P
ro
p
o
rt
io
n

o
f
re
m
a
in
in
g

c
u
s
to
m
e
rs

w
h
o
w
a
n
t
to

s
h
if
t

5
8
.4
%

9
.
B
u
s
in
e
s
s
C
a
s
e

S
u
s
ta
in
a
b
le
C
o
m
m
u
n
it
ie
s
–
A
d
u
lt
S
k
ill
s
a
n
d
C
o
m
m
u
n
it
y
L
e
a
rn
in
g

Im
p
a
c
t
o
f
p
u
tt
in
g
in
p
la
c
e
n
e
w
s
e
rv
ic
e
d
e
s
ig
n
s

T
o
ta
l
C
o
n
ta
c
ts

1
4
,3
3
2

C
u
s
to
m
e
rs
w
h
o
s
a
id
th
e
y
w
a
n
t

to
a
c
c
e
s
s
th
is
s
e
rv
ic
e
o
n
li
n
e

5
8
.4
%

C
u
rr
e
n
t
le
v
e
l
o
f
c
u
s
to
m
e
r
s
e
lf

s
e
rv
ic
e

0
%

M
o
s
t
li
k
e
ly
to
u
s
e
th
e

s
e
rv
ic
e
:
S
a
ra
h
&
M
ik
e

L
e
a
s
t
li
k
e
ly
to
u
s
e
th
e

s
e
rv
ic
e
:
Is
o
b
e
l
&
W
a
rr
e
n

C
o
n
ta
c
ts

a
ff
e
c
te
d

1
4
,0
4
4

F
u
tu
re
C
o
n
ta
c
ts

6
,1
0
8

F
u
tu
re
C
u
s
to
m
e
r
C
o
n
ta
c
ts

C
o
n
ta
c
t
C
e
n
tr
e
C
a
lls

5
,8
2
0

E
x
p
e
c
te
d
c
h
a
n
g
e
to
a
v
g
c
a
ll
le
n
g
th

+
5
4
s
e
c
s

B
a
c
k
O
ff
ic
e
C
a
lls
(D
ir
e
c
t)

1
3
2

B
a
c
k
O
ff
ic
e
C
a
lls
(T
ra
n
s
fe
rs
)

0

E
x
p
e
c
te
d
c
h
a
n
g
e
to
a
v
g
c
a
ll
le
n
g
th

+
0
s
e
c
s

C
o
n
ta
c
t
C
e
n
tr
e
E
m
a
ils

1
5
6

F
a
c
e
-t
o
-F
a
c
e
Q
u
e
ri
e
s

0

R
e
d
u
c
ti
o
n
in
c
u
s
to
m
e
r

c
o
n
ta
c
t
w
o
rk
lo
a
d
c
u
rr
e
n
tl
y

h
a
n
d
le
d
in
th
e
b
a
c
k
o
ff
ic
e

5
7
%

T
o
ta
l
H
o
u
rs

8
2
9

F
u
tu
re
H
o
u
rs

3
5
7

F
T
E
c
u
rr
e
n
tl
y

h
a
n
d
li
n
g
c
u
s
to
m
e
r

c
o
n
ta
c
t
in
s
e
rv
ic
e
5
.2

E
x
p
e
c
te
d
F
T
E

re
d
u
c
ti
o
n
d
u
e
to

lo
w
e
r
w
o
rk
lo
a
d
s
3
.0

C
u
rr
e
n
t
C
u
s
to
m
e
r
C
o
n
ta
c
ts

C
o
n
ta
c
t
C
e
n
tr
e
C
a
lls

3
2
5

C
u
rr
e
n
t
a
v
g
c
a
ll
le
n
g
th

1
5
4
s
e
c
s

B
a
c
k
O
ff
ic
e
C
a
lls
(D
ir
e
c
t)

1
3
,7
9
7

B
a
c
k
O
ff
ic
e
C
a
lls
(T
ra
n
s
fe
rs
)

5
4

C
u
rr
e
n
t
a
v
g
c
a
ll
le
n
g
th

2
0
8
s
e
c
s

C
o
n
ta
c
t
C
e
n
tr
e
E
m
a
ils

1
5
6

F
a
c
e
-t
o
-F
a
c
e
Q
u
e
ri
e
s

0
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

1
8
5

K
e
y
C
h
a
n
g
e
s
:

•
G
re
a
te
r
p
ro
p
o
rt
io
n
o
f
c
u
s
to
m
e
r
c
o
n
ta
c
t
to
b
e
h
a
n
d
le
d
v
ia
s
e
lf
s
e
rv
ic
e

•
C
a
s
e
w
o
rk
c
a
lls
re
c
e
iv
e
d
d
ir
e
c
tl
y
to
th
e
s
e
rv
ic
e
to
c
o
n
ti
n
u
e

•
In
c
re
a
s
e
d
d
e
p
th
o
f
s
e
rv
ic
e
o
ff
e
re
d
in
to
c
o
n
ta
c
t
c
e
n
tr
e
to
re
d
u
c
e
tr
a
n
s
fe
rs
to
th
e

s
e
rv
ic
e
a
re
a
.

P
ro
p
o
rt
io
n

o
f
re
m
a
in
in
g

c
u
s
to
m
e
rs

w
h
o
w
a
n
t
to

s
h
if
t

5
5
.3
%

9
.
B
u
s
in
e
s
s
C
a
s
e

S
u
s
ta
in
a
b
le
C
o
m
m
u
n
it
ie
s
–
B
u
ild
in
g
C
o
n
tr
o
l

Im
p
a
c
t
o
f
p
u
tt
in
g
in
p
la
c
e
n
e
w
s
e
rv
ic
e
d
e
s
ig
n
s

T
o
ta
l
C
o
n
ta
c
ts

1
3
,3
1
0

C
u
s
to
m
e
rs
w
h
o
s
a
id
th
e
y
w
a
n
t

to
a
c
c
e
s
s
th
is
s
e
rv
ic
e
o
n
li
n
e

5
9
.4
%

C
u
rr
e
n
t
le
v
e
l
o
f
c
u
s
to
m
e
r
s
e
lf

s
e
rv
ic
e

4
.1
%

M
o
s
t
li
k
e
ly
to
u
s
e
th
e

S
e
rv
ic
e
:
J
a
c
k
&
S
a
m
a
n
th
a

L
e
a
s
t
li
k
e
ly
to
u
s
e
th
e

S
e
rv
ic
e
:
J
a
n
e
&
R
o
b

C
o
n
ta
c
ts

a
ff
e
c
te
d

3
,8
3
2

F
u
tu
re
C
o
n
ta
c
ts

1
0
,8
3
9

F
u
tu
re
C
u
s
to
m
e
r
C
o
n
ta
c
ts

C
o
n
ta
c
t
C
e
n
tr
e
C
a
lls

1
,3
6
1

E
x
p
e
c
te
d
c
h
a
n
g
e
to
a
v
g
c
a
ll
le
n
g
th

+
5
1
s
e
c
s

B
a
c
k
O
ff
ic
e
C
a
lls
(D
ir
e
c
t)

8
,9
9
2

B
a
c
k
O
ff
ic
e
C
a
lls
(T
ra
n
s
fe
rs
)

0

E
x
p
e
c
te
d
c
h
a
n
g
e
to
a
v
g
c
a
ll
le
n
g
th

+
3
s
e
c
s

C
o
n
ta
c
t
C
e
n
tr
e
E
m
a
ils

2
0
4

F
a
c
e
-t
o
-F
a
c
e
Q
u
e
ri
e
s

2
8
2

R
e
d
u
c
ti
o
n
in
c
u
s
to
m
e
r

c
o
n
ta
c
t
w
o
rk
lo
a
d
c
u
rr
e
n
tl
y

h
a
n
d
le
d
in
th
e
b
a
c
k
o
ff
ic
e

7
%

T
o
ta
l
H
o
u
rs

8
2
8

F
u
tu
re
H
o
u
rs

7
1
1

F
T
E
c
u
rr
e
n
tl
y

h
a
n
d
li
n
g
c
u
s
to
m
e
r

c
o
n
ta
c
t
in
s
e
rv
ic
e

2

E
x
p
e
c
te
d
F
T
E

re
d
u
c
ti
o
n
d
u
e
to

lo
w
e
r
w
o
rk
lo
a
d
s
0
.0

C
u
rr
e
n
t
C
u
s
to
m
e
r
C
o
n
ta
c
ts

C
o
n
ta
c
t
C
e
n
tr
e
C
a
lls

3
,0
4
8

C
u
rr
e
n
t
a
v
g
c
a
ll
le
n
g
th

1
9
8
s
e
c
s

B
a
c
k
O
ff
ic
e
C
a
lls
(D
ir
e
c
t)

8
,9
9
2

B
a
c
k
O
ff
ic
e
C
a
lls
(T
ra
n
s
fe
rs
)

7
8
4

C
u
rr
e
n
t
a
v
g
c
a
ll
le
n
g
th

2
1
9
s
e
c
s

C
o
n
ta
c
t
C
e
n
tr
e
E
m
a
ils

2
0
4

F
a
c
e
-t
o
-F
a
c
e
Q
u
e
ri
e
s

2
8
2
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

1
8
6

9
.
B
u
s
in
e
s
s
C
a
s
e

S
u
s
ta
in
a
b
le
C
o
m
m
u
n
it
ie
s
–
B
u
ild
in
g
C
o
n
tr
o
l

S
a
v
in
g
s
b
y
p
ro
p
o
s
e
d
in
it
ia
ti
v
e
a
n
d
p
ro
c
e
s
s
a
re
a

K
e
y
s
e
rv
ic
e
a
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c
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c
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c
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b
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b
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c
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b
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p
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c
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c
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b
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c
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b
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p
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c
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c
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c
ili
n
g
p
a
y
m
e
n
ts
w
it
h

a
c
c
o
u
n
ts

½
h
o
u
r
p
e
r
m
o
n
th

0
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c
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c
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c
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p
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c
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c
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b
e
tw
e
e
n
S
u
b
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b
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b
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p
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c
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d
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c
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p
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c
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c
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b
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c
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c
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ra
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c
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c
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c
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c
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c
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c
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b
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c
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c
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b
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c
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c
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c
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c
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ra
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c
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c
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c
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c
ts

2
7
,6
5
0

F
u
tu
re
C
u
s
to
m
e
r
C
o
n
ta
c
ts

C
o
n
ta
c
t
C
e
n
tr
e
C
a
lls

1
0
,1
2
8

E
x
p
e
c
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c
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c
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b
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c
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c
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c
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c
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c
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c
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c
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b
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c
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c
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c
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c
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c
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c
t
C
e
n
tr
e
E
m
a
ils

7
6

F
a
c
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c
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c
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c
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c
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b
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c
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c
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c
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c
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c
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c
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c
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c
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c
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c
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u
s
in
e
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s
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a
s
e
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u
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b
le
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m
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b
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c
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c
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c
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c
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e
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a
c
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c
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b
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c
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m
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o
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b
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a
c
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b
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o
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d
b
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b
y
c
o
n
ta
c
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b
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b
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b
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b
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c
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c
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b
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p
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p
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b
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b
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c
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p
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c
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h
e
a
tr
e
B
o
x
O
ff
ic
e

£
1
0
0
0

T
o
ta
l
F
T
E
S
a
v
in
g

1
.0
0

T
o
ta
l
N
o
n
-F
T
E
S
a
v
in
g

£
1
,0
0
0
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

1
9
0

K
e
y
C
h
a
n
g
e
s
:

•
G
re
a
te
r
p
ro
p
o
rt
io
n
o
f
in
it
ia
l
c
u
s
to
m
e
r
c
o
n
ta
c
t
to
b
e
h
a
n
d
le
d
v
ia
s
e
lf
s
e
rv
ic
e

•
C
a
s
e
w
o
rk
c
a
lls
re
c
e
iv
e
d
d
ir
e
c
tl
y
to
th
e
s
e
rv
ic
e
to
c
o
n
ti
n
u
e

•
In
c
re
a
s
e
d
d
e
p
th
o
f
s
e
rv
ic
e
o
ff
e
re
d
in
to
c
o
n
ta
c
t
c
e
n
tr
e
to
re
d
u
c
e
tr
a
n
s
fe
rs
to
th
e

s
e
rv
ic
e
a
re
a

P
ro
p
o
rt
io
n

o
f
re
m
a
in
in
g

c
u
s
to
m
e
rs

w
h
o
w
a
n
t
to

s
h
if
t

5
8
%

9
.
B
u
s
in
e
s
s
C
a
s
e

S
u
s
ta
in
a
b
le
C
o
m
m
u
n
it
ie
s
–
P
la
n
n
in
g

Im
p
a
c
t
o
f
p
u
tt
in
g
in
p
la
c
e
n
e
w
s
e
rv
ic
e
d
e
s
ig
n
s

T
o
ta
l
C
o
n
ta
c
ts

4
7
,9
7
4

C
u
s
to
m
e
rs
w
h
o
s
a
id
th
e
y
w
a
n
t

to
a
c
c
e
s
s
th
is
s
e
rv
ic
e
o
n
li
n
e

5
9
.4
%

C
u
rr
e
n
t
le
v
e
l
o
f
c
u
s
to
m
e
r
s
e
lf

s
e
rv
ic
e

1
.4
%

M
o
s
t
li
k
e
ly
to
u
s
e
th
e

S
e
rv
ic
e
:
J
a
c
k
&
S
a
m
a
n
th
a

L
e
a
s
t
li
k
e
ly
to
u
s
e
th
e

S
e
rv
ic
e
:
J
a
n
e
&
R
o
b

C
o
n
ta
c
ts

a
ff
e
c
te
d

3
1
,1
6
2

F
u
tu
re
C
o
n
ta
c
ts

2
9
,8
9
3

F
u
tu
re
C
u
s
to
m
e
r
C
o
n
ta
c
ts

C
o
n
ta
c
t
C
e
n
tr
e
C
a
lls

1
0
,4
4
7

E
x
p
e
c
te
d
c
h
a
n
g
e
to
a
v
g
c
a
ll
le
n
g
th

+
0
s
e
c
s

B
a
c
k
O
ff
ic
e
C
a
lls
(D
ir
e
c
t)

1
4
,4
3
0

B
a
c
k
O
ff
ic
e
C
a
lls
(T
ra
n
s
fe
rs
)

2
,6
3
4

E
x
p
e
c
te
d
c
h
a
n
g
e
to
a
v
g
c
a
ll
le
n
g
th

-4
s
e
c
s

C
o
n
ta
c
t
C
e
n
tr
e
E
m
a
ils

1
,4
2
7

F
a
c
e
-t
o
-F
a
c
e
Q
u
e
ri
e
s

9
5
5

R
e
d
u
c
ti
o
n
in
c
u
s
to
m
e
r

c
o
n
ta
c
t
w
o
rk
lo
a
d
c
u
rr
e
n
tl
y

h
a
n
d
le
d
in
th
e
b
a
c
k
o
ff
ic
e

1
8
%

T
o
ta
l
H
o
u
rs

3
,5
3
1

F
u
tu
re
H
o
u
rs

2
,3
7
5

F
T
E
c
u
rr
e
n
tl
y

h
a
n
d
li
n
g
c
u
s
to
m
e
r

c
o
n
ta
c
t
in
s
e
rv
ic
e

4

E
x
p
e
c
te
d
F
T
E

re
d
u
c
ti
o
n
d
u
e
to

lo
w
e
r
w
o
rk
lo
a
d
s
0
.7

C
u
rr
e
n
t
C
u
s
to
m
e
r
C
o
n
ta
c
ts

C
o
n
ta
c
t
C
e
n
tr
e
C
a
lls

2
4
,8
8
8

C
u
rr
e
n
t
a
v
g
c
a
ll
le
n
g
th

2
0
4
s
e
c
s

B
a
c
k
O
ff
ic
e
C
a
lls
(D
ir
e
c
t)

1
4
,4
3
0

B
a
c
k
O
ff
ic
e
C
a
lls
(T
ra
n
s
fe
rs
)

6
,2
7
4

C
u
rr
e
n
t
a
v
g
c
a
ll
le
n
g
th

3
1
7
s
e
c
s

C
o
n
ta
c
t
C
e
n
tr
e
E
m
a
ils

1
,4
2
7

F
a
c
e
-t
o
-F
a
c
e
Q
u
e
ri
e
s

9
5
5
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

1
9
1

9
.
B
u
s
in
e
s
s
C
a
s
e

S
u
s
ta
in
a
b
le
C
o
m
m
u
n
it
ie
s
–
P
la
n
n
in
g

S
a
v
in
g
s
b
y
p
ro
p
o
s
e
d
in
it
ia
ti
v
e
a
n
d
p
ro
c
e
s
s
a
re
a

K
e
y
s
e
rv
ic
e
a
re
a
/

p
ro
c
e
s
s

A
re
a
s
w
e
c
a
n
im
p
ro
v
e

H
o
w
w
ill
it
w
o
rk
in
th
e
fu
tu
re

C
u
rr
e
n
t
V
o
lu
m
e

E
x
p
e
c
te
d
G
ro
s
s

B
e
n
e
fi
t
(£
/F
T
E
)

P
la
n
n
in
g
B
a
c
k

O
ff
ic
e
T
e
a
m

A
p
p
lic
a
ti
o
n
s
s
u
b
m
it
te
d
v
ia
th
e
P
la
n
n
in
g
P
o
rt
a
l

a
re
p
ri
n
te
d
,
s
ta
m
p
e
d
a
n
d
s
c
a
n
n
e
d
in
to
A
c
o
la
id

P
la
n
n
in
g
P
o
rt
a
l,
E
C
M
a
n
d
A
c
o
la
id
a
ll

in
te
g
ra
te
d
to
e
lim
in
a
te
th
is
n
e
c
e
s
s
it
y

9
8
0

a
p
p
lic
a
ti
o
n
s

0
.9
1
F
T
E

F
o
r
e
a
c
h
a
p
p
lic
a
ti
o
n
s
u
b
m
it
te
d
o
n
lin
e
,
a

m
in
im
u
m
o
f
3
c
o
p
ie
s
o
f
th
e
p
la
n
s
a
re
p
ri
n
te
d

E
C
M
a
llo
w
s
P
la
n
n
e
rs
to
v
ie
w
a
ll
p
la
n
s
o
n
th
e
ir

c
o
m
p
u
te
r
o
r
o
n
w
ir
e
le
s
s
d
e
v
ic
e
,
re
d
u
c
in
g
th
e

n
e
e
d
to
p
ri
n
t
s
u
b
m
it
te
d
p
la
n
s

9
8
0

a
p
p
lic
a
ti
o
n
s

1
.3
7
F
T
E

P
la
n
s
a
re
p
ri
n
te
d
a
n
d
fo
rw
a
rd
e
d
to
a
S
e
n
io
r

P
la
n
n
e
r
fo
r
re
v
ie
w

E
C
M
to
a
llo
w
P
la
n
n
e
rs
to
w
o
rk
fl
o
w

a
p
p
lic
a
ti
o
n
s
to
S
e
n
io
r
P
la
n
n
e
rs
,
w
h
o
c
a
n
v
ie
w

a
ll
m
a
te
ri
a
ls
o
n
th
e
ir
c
o
m
p
u
te
r
o
r
w
ir
e
le
s
s

d
e
v
ic
e

9
8
0

a
p
p
lic
a
ti
o
n
s

0
.4
6
F
T
E

L
a
c
k
o
f
v
is
ib
ili
ty
re
g
a
rd
in
g
th
e
a
m
o
u
n
t
th
a
t

a
p
p
lic
a
n
ts
h
a
v
e
to
p
a
y
,
le
a
d
in
g
to
la
rg
e

n
u
m
b
e
rs
o
f
o
v
e
r/
u
n
d
e
r
p
a
y
m
e
n
ts

Im
p
ro
v
e
d
v
is
ib
ili
ty
o
f
th
e
p
a
y
m
e
n
t
c
a
lc
u
la
to
r

d
u
ri
n
g
th
e
p
a
y
m
e
n
t
p
ro
c
e
s
s
in
o
rd
e
r
to
re
d
u
c
e

th
e
n
u
m
b
e
r
o
f
o
v
e
r/
u
n
d
e
r
p
a
y
m
e
n
ts
w
h
ic
h

a
d
m
in
is
tr
a
ti
o
n
n
e
e
d
to
re
s
o
lv
e

½
h
o
u
r
p
e
r
d
a
y

0
.0
6
F
T
E

P
la
n
n
in
g
n
o
n
-s
ta
ff

s
a
v
in
g

P
la
n
n
e
rs
p
ri
n
t
m
u
lt
ip
le
c
o
p
ie
s
o
f
e
a
c
h
s
e
t
o
f

p
la
n
s
d
u
ri
n
g
th
e
a
p
p
lic
a
ti
o
n
p
ro
c
e
s
s
a
t
a
n

e
s
ti
m
a
te
d
c
o
s
t
o
f
£
0
.1
2
p
e
r
p
a
g
e

In
te
g
ra
ti
o
n
o
f
th
e
P
la
n
n
in
g
P
o
rt
a
l,
E
C
M
a
n
d

A
c
c
o
la
d
e
to
re
d
u
c
e
th
e
v
o
lu
m
e
o
f
p
ri
n
ti
n
g
,

e
n
a
b
lin
g
P
la
n
n
e
rs
to
v
ie
w
p
la
n
s
o
n
th
e
ir

c
o
m
p
u
te
r
o
r
w
ir
e
le
s
s
d
e
v
ic
e

9
8
0

a
p
p
lic
a
ti
o
n
s

£
5
,8
8
0

T
o
ta
l
F
T
E
S
a
v
in
g

2
.8
0

T
o
ta
l
N
o
n
-F
T
E
S
a
v
in
g

£
5
,8
8
0
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

1
9
2

9
.
B
u
s
in
e
s
s
C
a
s
e

S
u
s
ta
in
a
b
le
C
o
m
m
u
n
it
ie
s
–
P
la
n
n
in
g

S
a
v
in
g
s
b
y
p
ro
p
o
s
e
d
in
it
ia
ti
v
e
a
n
d
p
ro
c
e
s
s
a
re
a

K
e
y
s
e
rv
ic
e
a
re
a
/
p
ro
c
e
s
s

A
re
a
s
w
e
c
a
n
im
p
ro
v
e

H
o
w
w
ill
it
w
o
rk
in
th
e
fu
tu
re

P
la
n
n
in
g

P
la
n
n
e
rs
re
q
u
ir
e
p
ri
n
te
d
c
o
p
ie
s
o
f
p
la
n
s
b
e
fo
re
c
o
n
d
u
c
ti
n
g
a

s
it
e
v
is
it
,
a
n
d
m
u
s
t
re
tu
rn
to
th
e
o
ff
ic
e
to
c
o
m
p
le
te
p
a
p
e
rw
o
rk

M
o
b
ile
w
o
rk
in
g
e
n
a
b
le
s
p
la
n
n
e
rs
to
v
ie
w
p
la
n
s
d
ig
it
a
lly
u
s
in
g
a

m
o
b
ile
w
o
rk
in
g
s
o
lu
ti
o
n
a
n
d
c
o
m
p
le
te
p
a
p
e
rw
o
rk
re
m
o
te
ly

A
d
d
it
io
n
a
l
o
p
p
o
rt
u
n
it
ie
s
o
u
ts
id
e
o
f
C
u
s
to
m
e
r
F
ir
s
t
s
c
o
p
e
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

1
9
3

K
e
y
C
h
a
n
g
e
s
:

•
M
a
jo
ri
ty
o
f
c
u
s
to
m
e
r
c
o
n
ta
c
t
a
b
le
to
b
e
h
a
n
d
le
d
th
ro
u
g
h
s
e
lf
s
e
rv
ic
e
p
o
rt
a
l

•
R
e
m
a
in
in
g
te
le
p
h
o
n
e
c
o
n
ta
c
ts
p
ri
m
a
ri
ly
h
a
n
d
le
d
b
y
c
o
n
ta
c
t
c
e
n
tr
e

•
M
a
jo
ri
ty
o
f
e
x
is
ti
n
g
c
u
s
to
m
e
r
c
o
n
ta
c
t
a
c
ti
v
it
y
w
it
h
s
e
rv
ic
e
a
re
a
m
o
v
in
g
in
to

c
o
n
ta
c
t
c
e
n
tr
e

P
ro
p
o
rt
io
n

o
f
re
m
a
in
in
g

c
u
s
to
m
e
rs

w
h
o
w
a
n
t
to

s
h
if
t

6
3
%

9
.
B
u
s
in
e
s
s
C
a
s
e

S
u
s
ta
in
a
b
le
C
o
m
m
u
n
it
ie
s
–
S
c
h
o
o
l
T
ra
n
s
p
o
rt

Im
p
a
c
t
o
f
p
u
tt
in
g
in
p
la
c
e
n
e
w
s
e
rv
ic
e
d
e
s
ig
n
s

T
o
ta
l
C
o
n
ta
c
ts

6
,8
9
9

C
u
s
to
m
e
rs
w
h
o
s
a
id
th
e
y
w
a
n
t

to
a
c
c
e
s
s
th
is
s
e
rv
ic
e
o
n
li
n
e

6
3
%

C
u
rr
e
n
t
le
v
e
l
o
f
c
u
s
to
m
e
r
s
e
lf

s
e
rv
ic
e

0
%

M
o
s
t
li
k
e
ly
to
u
s
e
th
e

S
e
rv
ic
e
:
S
a
ra
h
&
M
ik
e

L
e
a
s
t
li
k
e
ly
to
u
s
e
th
e

S
e
rv
ic
e
:
J
a
n
e
&
R
o
b

C
o
n
ta
c
ts

a
ff
e
c
te
d

6
,1
5
3

F
u
tu
re
C
o
n
ta
c
ts

2
,8
4
7

F
u
tu
re
C
u
s
to
m
e
r
C
o
n
ta
c
ts

C
o
n
ta
c
t
C
e
n
tr
e
C
a
lls

2
,1
0
1

E
x
p
e
c
te
d
c
h
a
n
g
e
to
a
v
g
c
a
ll
le
n
g
th

+
4
1
s
e
c
s

B
a
c
k
O
ff
ic
e
C
a
lls
(D
ir
e
c
t)

4
6
2

B
a
c
k
O
ff
ic
e
C
a
lls
(T
ra
n
s
fe
rs
)

0

E
x
p
e
c
te
d
c
h
a
n
g
e
to
a
v
g
c
a
ll
le
n
g
th

-1
0
s
e
c
s

C
o
n
ta
c
t
C
e
n
tr
e
E
m
a
ils

2
2
8

F
a
c
e
-t
o
-F
a
c
e
Q
u
e
ri
e
s

5
6

R
e
d
u
c
ti
o
n
in
c
u
s
to
m
e
r

c
o
n
ta
c
t
w
o
rk
lo
a
d
c
u
rr
e
n
tl
y

h
a
n
d
le
d
in
th
e
b
a
c
k
o
ff
ic
e

5
6
%

T
o
ta
l
H
o
u
rs

5
2
2

F
u
tu
re
H
o
u
rs

2
3
7

F
T
E
c
u
rr
e
n
tl
y

h
a
n
d
li
n
g
c
u
s
to
m
e
r

c
o
n
ta
c
t
in
s
e
rv
ic
e
0
.8

E
x
p
e
c
te
d
F
T
E

re
d
u
c
ti
o
n
d
u
e
to

lo
w
e
r
w
o
rk
lo
a
d
s
0
.0

C
u
rr
e
n
t
C
u
s
to
m
e
r
C
o
n
ta
c
ts

C
o
n
ta
c
t
C
e
n
tr
e
C
a
lls

4
,9
1
0

C
u
rr
e
n
t
a
v
g
c
a
ll
le
n
g
th

2
4
6
s
e
c
s

B
a
c
k
O
ff
ic
e
C
a
lls
(D
ir
e
c
t)

1
,2
3
3

B
a
c
k
O
ff
ic
e
C
a
lls
(T
ra
n
s
fe
rs
)

4
7
2

C
u
rr
e
n
t
a
v
g
c
a
ll
le
n
g
th

3
3
3
s
e
c
s

C
o
n
ta
c
t
C
e
n
tr
e
E
m
a
ils

2
2
8

F
a
c
e
-t
o
-F
a
c
e
Q
u
e
ri
e
s

5
6
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

1
9
4

K
e
y
C
h
a
n
g
e
s
:

•
M
a
jo
ri
ty
o
f
c
u
s
to
m
e
r
c
o
n
ta
c
t
to
b
e
h
a
n
d
le
d
b
y
c
o
n
ta
c
t
c
e
n
tr
e
,
w
it
h
la
rg
e

v
o
lu
m
e
s
o
f
s
e
lf
s
e
rv
ic
e
th
ro
u
g
h
th
e
p
o
rt
a
l.

•
E
x
is
ti
n
g
d
ir
e
c
t
d
ia
l
c
a
lls
fr
o
m
c
u
s
to
m
e
r
to
th
e
s
e
rv
ic
e
a
re
a
s
to
re
m
a
in

u
n
c
h
a
n
g
e
d
.

•
In
c
re
a
s
e
d
d
e
p
th
o
f
s
e
rv
ic
e
o
ff
e
re
d
in
to
c
o
n
ta
c
t
c
e
n
tr
e
to
re
d
u
c
e
tr
a
n
s
fe
rs
to
th
e

s
e
rv
ic
e
a
re
a
.

P
ro
p
o
rt
io
n

o
f
re
m
a
in
in
g

c
u
s
to
m
e
rs

w
h
o
w
a
n
t
to

s
h
if
t

5
6
%

9
.
B
u
s
in
e
s
s
C
a
s
e

S
u
s
ta
in
a
b
le
C
o
m
m
u
n
it
ie
s
–
W
a
s
te

Im
p
a
c
t
o
f
p
u
tt
in
g
in
p
la
c
e
n
e
w
s
e
rv
ic
e
d
e
s
ig
n
s

T
o
ta
l
C
o
n
ta
c
ts

1
0
9
,6
5
1

C
u
s
to
m
e
rs
w
h
o
s
a
id
th
e
y
w
a
n
t

to
a
c
c
e
s
s
th
is
s
e
rv
ic
e
o
n
li
n
e

5
8
.8
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E

P
ri
v
a
te
S
e
c
to
r

H
o
u
s
in
g
B
a
c
k

O
ff
ic
e
T
e
a
m

A
p
p
lic
a
n
ts
fo
r
c
e
rt
a
in
g
ra
n
ts
a
re
s
u
b
je
c
t
to

m
e
a
n
s
te
s
ti
n
g
,
w
it
h
a
n
u
m
b
e
r
o
f
a
p
p
lic
a
n
ts

fa
ili
n
g
to
m
e
e
t
to
re
q
u
ir
e
d
c
ri
te
ri
a

P
a
rt
ia
l
m
e
a
n
s
te
s
t
a
v
a
ila
b
le
o
n
lin
e
fo
r
p
ri
v
a
te

s
e
c
to
r
h
o
u
s
in
g
g
ra
n
ts
,
re
d
u
c
in
g
th
e
n
u
m
b
e
r
o
f

a
p
p
lic
a
ti
o
n
s
re
c
e
iv
e
d

5
7
8

a
p
p
lic
a
ti
o
n
s

0
.0
1
F
T
E

A
p
p
lic
a
n
ts
fo
r
g
ra
n
ts
a
n
d
/o
r
lic
e
n
c
e
s
c
a
n
b
e

s
u
b
m
it
te
d
v
ia
p
o
s
t
o
r
o
n
lin
e
,
w
h
ic
h
g
e
n
e
ra
te
s

a
n
e
m
a
il.
T
h
e
in
fo
rm
a
ti
o
n
m
u
s
t
th
e
n
b
e

m
a
n
u
a
lly
k
e
y
e
d
in
to
th
e
b
a
c
k
o
ff
ic
e
s
y
s
te
m

O
n
lin
e
p
ri
v
a
te
s
e
c
to
r
h
o
u
s
in
g
g
ra
n
t
/
lic
e
n
c
e

a
p
p
lic
a
ti
o
n
fo
rm
s
in
te
g
ra
te
d
w
it
h
th
e
b
a
c
k

o
ff
ic
e
s
y
s
te
m
,
e
lim
in
a
ti
n
g
th
e
m
a
n
u
a
l
k
e
y
in
g
o
f

in
fo
rm
a
ti
o
n

H
o
u
s
in
g
R
e
p
a
ir
s

T
e
a
m

D
e
d
ic
a
te
d
H
o
u
s
in
g
R
e
p
a
ir
s
T
e
a
m
w
it
h
in
th
e

b
a
c
k
o
ff
ic
e
fu
n
c
ti
o
n

H
o
u
s
in
g
R
e
p
a
ir
s
to
b
e
h
a
n
d
le
d
b
y
th
e
c
o
n
ta
c
t

c
e
n
tr
e

2
F
T
E
h
a
n
d
lin
g

re
p
a
ir
s
c
a
lls

3
7
7
e
-f
o
rm
s

c
o
m
p
le
te
d

2
F
T
E

R
e
p
a
ir
s
th
a
t
a
re
re
p
o
rt
e
d
o
n
lin
e
a
rr
iv
e
a
s
a
n

e
m
a
il
w
h
ic
h
m
u
s
t
b
e
m
a
n
u
a
lly
k
e
y
e
d
in
to
th
e

b
a
c
k
o
ff
ic
e
s
y
s
te
m

O
n
lin
e
fo
rm
s
fo
r
re
p
o
rt
in
g
re
p
a
ir
s
a
re
fu
lly

in
te
g
ra
te
d
w
it
h
th
e
b
a
c
k
o
ff
ic
e
s
y
s
te
m
,

e
lim
in
a
ti
n
g
th
e
n
e
e
d
to
m
a
n
u
a
lly
k
e
y
th
e

in
fo
rm
a
ti
o
n
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

1
9
9

9
.
B
u
s
in
e
s
s
C
a
s
e

S
o
c
ia
l
C
a
re
,
H
e
a
lt
h
a
n
d
H
o
u
s
in
g
–
H
o
u
s
in
g

S
a
v
in
g
s
b
y
p
ro
p
o
s
e
d
in
it
ia
ti
v
e
a
n
d
p
ro
c
e
s
s
a
re
a

K
e
y
s
e
rv
ic
e
a
re
a
/

p
ro
c
e
s
s

A
re
a
s
w
e
c
a
n
im
p
ro
v
e

H
o
w
w
ill
it
w
o
rk
in
th
e
fu
tu
re

C
u
rr
e
n
t
V
o
lu
m
e

E
x
p
e
c
te
d
G
ro
s
s

B
e
n
e
fi
t
(£
/F
T
E
)

H
o
u
s
in
g
R
e
p
a
ir
s

T
e
a
m
(c
o
n
ti
n
u
e
d
)

P
a
y
m
e
n
ts
re
la
ti
n
g
to
H
o
u
s
in
g
R
e
p
a
ir
s
c
a
n
b
e

m
a
d
e
v
ia
c
h
e
q
u
e
,
te
le
p
h
o
n
e
,
o
r
in
in
s
ta
lm
e
n
ts
.

R
e
c
o
n
c
ili
n
g
p
a
y
m
e
n
ts
w
it
h
a
c
c
o
u
n
ts
is

c
h
a
lle
n
g
in
g
a
n
d
th
e
c
o
s
t
o
f
re
p
a
ir
s
c
a
n
g
o

u
n
re
c
o
v
e
re
d

O
n
lin
e
p
a
y
m
e
n
t
fa
c
ili
ty
fo
r
re
c
h
a
rg
e
a
b
le

re
p
a
ir
s
,
lin
k
in
g
p
a
y
m
e
n
ts
to
a
c
c
o
u
n
ts
,
th
u
s

re
d
u
c
in
g
th
e
n
e
e
d
to
c
h
a
s
e
a
n
d
a
llo
c
a
te

p
a
y
m
e
n
ts
m
a
n
u
a
lly

A
s
a
b
o
v
e

A
s
a
b
o
v
e

H
o
u
s
in
g
n
o
n
-s
ta
ff

s
a
v
in
g

W
h
e
n
a
n
a
p
p
lic
a
n
t
is
p
la
c
e
d
o
n
th
e
h
o
u
s
in
g

re
g
is
te
r,
th
e
y
a
re
s
e
n
t
a
P
IN
n
u
m
b
e
r
v
ia
p
o
s
t

to
a
llo
w
th
e
m
to
b
id
o
n
p
ro
p
e
rt
ie
s
a
t
a
n

e
s
ti
m
a
te
d
c
o
s
t
o
f
£
0
.7
0
p
e
r
le
tt
e
r

U
p
o
n
a
n
a
p
p
lic
a
ti
o
n
b
e
in
g
s
u
c
c
e
s
s
fu
l,

a
p
p
lic
a
n
ts
w
ill
b
e
a
b
le
to
a
c
c
e
s
s
th
e
ir
P
IN
v
ia

th
e
P
la
n
n
in
g
P
o
rt
a
l,
o
r
re
c
e
iv
e
it
v
ia
p
o
s
t

2
,7
5
7

le
tt
e
rs

£
7
1
6

T
o
ta
l
F
T
E
S
a
v
in
g

2
.5
7

T
o
ta
l
N
o
n
-F
T
E
S
a
v
in
g

£
7
1
6

K
e
y
s
e
rv
ic
e
a
re
a
/
p
ro
c
e
s
s

A
re
a
s
w
e
c
a
n
im
p
ro
v
e

H
o
w
w
ill
it
w
o
rk
in
th
e
fu
tu
re

P
ri
v
a
te
S
e
c
to
r
H
o
u
s
in
g

O
ff
ic
e
rs

O
ff
ic
e
rs
c
o
n
d
u
c
t
a
v
is
it
w
it
h
g
ra
n
t
a
p
p
lic
a
n
ts
to
e
n
s
u
re
th
a
t
th
e
y

m
e
e
t
a
ll
e
lig
ib
ili
ty
c
ri
te
ri
a
,
c
o
m
p
le
ti
n
g
a
fu
ll
a
p
p
lic
a
ti
o
n
d
u
ri
n
g

th
e
v
is
it
.
T
h
e
o
ff
ic
e
r
th
e
n
re
tu
rn
s
to
th
e
o
ff
ic
e
to
m
a
n
u
a
lly
k
e
y

th
e
in
fo
rm
a
ti
o
n
o
b
ta
in
e
d

M
o
b
ile
w
o
rk
in
g
e
n
a
b
le
s
o
ff
ic
e
rs
to
c
o
m
p
le
te
a
p
p
lic
a
ti
o
n
s
w
it
h

c
u
s
to
m
e
rs
re
m
o
te
ly
in
s
te
a
d
o
f
re
tu
rn
in
g
to
th
e
o
ff
ic
e

A
d
d
it
io
n
a
l
o
p
p
o
rt
u
n
it
ie
s
o
u
ts
id
e
o
f
C
u
s
to
m
e
r
F
ir
s
t
s
c
o
p
e

Agenda Item 8
Page 201



C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

2
0
0

K
e
y
C
h
a
n
g
e
s
:

•
M
a
jo
ri
ty
o
f
in
it
ia
l
c
u
s
to
m
e
r
c
o
n
ta
c
t
to
b
e
h
a
n
d
le
d
th
ro
u
g
h
s
e
lf
s
e
rv
ic
e
p
o
rt
a
l

•
C
a
s
e
w
o
rk
c
a
lls
re
c
e
iv
e
d
d
ir
e
c
tl
y
to
th
e
s
e
rv
ic
e
to
c
o
n
ti
n
u
e
to
th
e
e
x
is
ti
n
g

p
o
lic
y
m
a
n
a
g
e
r.

•
In
c
re
a
s
e
d
d
e
p
th
o
f
s
e
rv
ic
e
o
ff
e
re
d
in
to
c
o
n
ta
c
t
c
e
n
tr
e
to
re
d
u
c
e
tr
a
n
s
fe
rs
to
th
e

e
x
is
ti
n
g
p
o
lic
y
m
a
n
a
g
e
r.

P
ro
p
o
rt
io
n

o
f
re
m
a
in
in
g

c
u
s
to
m
e
rs

w
h
o
w
a
n
t
to

s
h
if
t

5
1
.4
%

9
.
B
u
s
in
e
s
s
C
a
s
e

C
o
rp
o
ra
te
R
e
s
o
u
rc
e
s
–
C
o
n
c
e
s
s
io
n
a
ry
B
u
s
P
a
s
s
e
s

Im
p
a
c
t
o
f
p
u
tt
in
g
in
p
la
c
e
n
e
w
s
e
rv
ic
e
d
e
s
ig
n
s

T
o
ta
l
C
o
n
ta
c
ts

4
,2
5
9

C
u
s
to
m
e
rs
w
h
o
s
a
id
th
e
y
w
a
n
t

to
a
c
c
e
s
s
th
is
s
e
rv
ic
e
o
n
li
n
e

5
1
.4
%

C
u
rr
e
n
t
le
v
e
l
o
f
c
u
s
to
m
e
r
s
e
lf

s
e
rv
ic
e

0
%

M
o
s
t
li
k
e
ly
to
u
s
e
th
e

S
e
rv
ic
e
:
Is
o
b
e
l
&
W
a
rr
e
n

L
e
a
s
t
li
k
e
ly
to
u
s
e
th
e

S
e
rv
ic
e
:
S
a
ra
h
&
M
ik
e

C
o
n
ta
c
ts

a
ff
e
c
te
d

1
,1
4
6

F
u
tu
re
C
o
n
ta
c
ts

3
,5
1
6

F
u
tu
re
C
u
s
to
m
e
r
C
o
n
ta
c
ts

C
o
n
ta
c
t
C
e
n
tr
e
C
a
lls

5
4
6

E
x
p
e
c
te
d
c
h
a
n
g
e
to
a
v
g
c
a
ll
le
n
g
th

+
0
s
e
c
s

B
a
c
k
O
ff
ic
e
C
a
lls
(D
ir
e
c
t)

6
5
0

B
a
c
k
O
ff
ic
e
C
a
lls
(T
ra
n
s
fe
rs
)

1
5
7

E
x
p
e
c
te
d
c
h
a
n
g
e
to
a
v
g
c
a
ll
le
n
g
th

+
5
s
e
c
s

C
o
n
ta
c
t
C
e
n
tr
e
E
m
a
ils

1
1
4

F
a
c
e
-t
o
-F
a
c
e
Q
u
e
ri
e
s

2
,0
4
9

R
e
d
u
c
ti
o
n
in
c
u
s
to
m
e
r

c
o
n
ta
c
t
w
o
rk
lo
a
d
c
u
rr
e
n
tl
y

h
a
n
d
le
d
in
th
e
b
a
c
k
o
ff
ic
e

1
6
%

T
o
ta
l
H
o
u
rs

5
0
1

F
u
tu
re
H
o
u
rs

4
3
9

F
T
E
c
u
rr
e
n
tl
y

h
a
n
d
li
n
g
c
u
s
to
m
e
r

c
o
n
ta
c
t
in
s
e
rv
ic
e

1

E
x
p
e
c
te
d
F
T
E

re
d
u
c
ti
o
n
d
u
e
to

lo
w
e
r
w
o
rk
lo
a
d
s

0

C
u
rr
e
n
t
C
u
s
to
m
e
r
C
o
n
ta
c
ts

C
o
n
ta
c
t
C
e
n
tr
e
C
a
lls

1
,1
2
3

C
u
rr
e
n
t
a
v
g
c
a
ll
le
n
g
th

2
6
0
s
e
c
s

B
a
c
k
O
ff
ic
e
C
a
lls
(D
ir
e
c
t)

6
5
0

B
a
c
k
O
ff
ic
e
C
a
lls
(T
ra
n
s
fe
rs
)

3
2
3

C
u
rr
e
n
t
a
v
g
c
a
ll
le
n
g
th

4
6
8
s
e
c
s

C
o
n
ta
c
t
C
e
n
tr
e
E
m
a
ils

1
1
4

F
a
c
e
-t
o
-F
a
c
e
Q
u
e
ri
e
s

2
,0
4
9
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

2
0
1

K
e
y
C
h
a
n
g
e
s
:

•
G
re
a
te
r
p
ro
p
o
rt
io
n
o
f
c
u
s
to
m
e
r
c
o
n
ta
c
t
to
b
e
h
a
n
d
le
d
v
ia
s
e
lf
s
e
rv
ic
e

•
C
a
s
e
w
o
rk
c
a
lls
re
c
e
iv
e
d
d
ir
e
c
tl
y
to
th
e
s
e
rv
ic
e
to
c
o
n
ti
n
u
e

•
In
c
re
a
s
e
d
d
e
p
th
o
f
s
e
rv
ic
e
o
ff
e
re
d
in
to
c
o
n
ta
c
t
c
e
n
tr
e
to
re
d
u
c
e
tr
a
n
s
fe
rs
to
th
e

s
e
rv
ic
e
a
re
a

P
ro
p
o
rt
io
n

o
f
re
m
a
in
in
g

c
u
s
to
m
e
rs

w
h
o
w
a
n
t
to

s
h
if
t

2
0
.7
%

9
.
B
u
s
in
e
s
s
C
a
s
e

C
o
rp
o
ra
te
R
e
s
o
u
rc
e
s
–
C
o
u
n
c
il
T
a
x
,
B
e
n
e
fi
ts
a
n
d
F
re
e
S
c
h
o
o
l
M
e
a
ls

Im
p
a
c
t
o
f
p
u
tt
in
g
in
p
la
c
e
n
e
w
s
e
rv
ic
e
d
e
s
ig
n
s

T
o
ta
l
C
o
n
ta
c
ts

1
7
8
,3
7
5

C
u
s
to
m
e
rs
w
h
o
s
a
id
th
e
y
w
a
n
t

to
a
c
c
e
s
s
th
is
s
e
rv
ic
e
o
n
li
n
e

5
6
.5
%

C
u
rr
e
n
t
le
v
e
l
o
f
c
u
s
to
m
e
r
s
e
lf

s
e
rv
ic
e

3
5
.8
%

M
o
s
t
li
k
e
ly
to
u
s
e
th
e

S
e
rv
ic
e
:
J
a
n
e
&
R
o
b

L
e
a
s
t
li
k
e
ly
to
u
s
e
th
e

S
e
rv
ic
e
:
Is
o
b
e
l
&
W
a
rr
e
n C
o
n
ta
c
ts

a
ff
e
c
te
d

1
1
5
,2
4
4

F
u
tu
re
C
o
n
ta
c
ts

1
4
5
,5
4
0

F
u
tu
re
C
u
s
to
m
e
r
C
o
n
ta
c
ts

C
o
n
ta
c
t
C
e
n
tr
e
C
a
lls

8
2
,4
0
9

E
x
p
e
c
te
d
c
h
a
n
g
e
to
a
v
g
c
a
ll
le
n
g
th

+
4
2
s
e
c
s

B
a
c
k
O
ff
ic
e
C
a
lls
(D
ir
e
c
t)

2
6
.8
8
0

B
a
c
k
O
ff
ic
e
C
a
lls
(T
ra
n
s
fe
rs
)

0

E
x
p
e
c
te
d
c
h
a
n
g
e
to
a
v
g
c
a
ll
le
n
g
th

-2
4
s
e
c
s

C
o
n
ta
c
t
C
e
n
tr
e
E
m
a
ils

2
,9
0
2

F
a
c
e
-t
o
-F
a
c
e
Q
u
e
ri
e
s

3
3
,3
4
9

R
e
d
u
c
ti
o
n
in
c
u
s
to
m
e
r

c
o
n
ta
c
t
w
o
rk
lo
a
d
c
u
rr
e
n
tl
y

h
a
n
d
le
d
in
th
e
b
a
c
k
o
ff
ic
e

3
5
%

T
o
ta
l
H
o
u
rs

2
2
,4
0
3

F
u
tu
re
H
o
u
rs

1
9
,7
9
2

F
T
E
c
u
rr
e
n
tl
y

h
a
n
d
li
n
g
c
u
s
to
m
e
r

c
o
n
ta
c
t
in
s
e
rv
ic
e
1
2

E
x
p
e
c
te
d
F
T
E

re
d
u
c
ti
o
n
d
u
e
to

lo
w
e
r
w
o
rk
lo
a
d
s
4
.2

C
u
rr
e
n
t
C
u
s
to
m
e
r
C
o
n
ta
c
ts

C
o
n
ta
c
t
C
e
n
tr
e
C
a
lls

1
0
3
,9
4
9

C
u
rr
e
n
t
a
v
g
c
a
ll
le
n
g
th

3
9
4
s
e
c
s

B
a
c
k
O
ff
ic
e
C
a
lls
(D
ir
e
c
t)

2
6
,8
8
0

B
a
c
k
O
ff
ic
e
C
a
lls
(T
ra
n
s
fe
rs
)

1
1
,2
9
5

C
u
rr
e
n
t
a
v
g
c
a
ll
le
n
g
th

3
3
3
s
e
c
s

C
o
n
ta
c
t
C
e
n
tr
e
E
m
a
ils

2
,9
0
2

F
a
c
e
-t
o
-F
a
c
e
Q
u
e
ri
e
s

3
3
,3
4
9
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

2
0
2

9
.
B
u
s
in
e
s
s
C
a
s
e

C
o
rp
o
ra
te
R
e
s
o
u
rc
e
s
–
C
o
u
n
c
il
T
a
x
,
B
e
n
e
fi
ts
a
n
d
F
re
e
S
c
h
o
o
l
M
e
a
ls

S
a
v
in
g
s
b
y
p
ro
p
o
s
e
d
in
it
ia
ti
v
e
a
n
d
p
ro
c
e
s
s
a
re
a

K
e
y
s
e
rv
ic
e
a
re
a
/

p
ro
c
e
s
s

A
re
a
s
w
e
c
a
n
im
p
ro
v
e

H
o
w
w
ill
it
w
o
rk
in
th
e
fu
tu
re

C
u
rr
e
n
t
V
o
lu
m
e

E
x
p
e
c
te
d
G
ro
s
s

B
e
n
e
fi
t
(£
/F
T
E
)

B
e
n
e
fi
ts
B
a
c
k

O
ff
ic
e
T
e
a
m

It
is
e
s
ti
m
a
te
d
th
a
t
1
in
1
0
c
la
im
a
n
ts
fo
r

b
e
n
e
fi
ts
a
re
in
e
lig
ib
le
,
a
n
d
th
a
t
th
e
u
s
e
o
f
a
n

e
lig
ib
ili
ty
c
a
lc
u
la
to
r
p
ri
o
r
to
c
o
m
p
le
ti
n
g
th
e
fu
ll

c
la
im
c
a
n
p
re
v
e
n
t
h
a
lf
o
f
th
e
s
e
a
p
p
lic
a
ti
o
n
s

E
lig
ib
ili
ty
c
h
e
c
k
e
r
to
b
e
c
o
m
p
le
te
d
o
n
lin
e
p
ri
o
r

to
a
b
e
n
e
fi
t
a
p
p
lic
a
ti
o
n
b
e
in
g
s
u
b
m
it
te
d
in

o
rd
e
r
to
d
e
te
r
a
p
p
lic
a
n
ts
w
h
o
a
re
n
o
t
lik
e
ly
to

b
e
s
u
c
c
e
s
s
fu
l

3
3
0
fe
w
e
r

a
p
p
lic
a
ti
o
n
s

re
c
e
iv
e
d

0
.0
6
F
T
E

T
y
p
ic
a
lly
7
5
%
o
f
p
a
p
e
r
c
la
im
s
re
s
u
lt
in

re
tu
rn
s
/c
la
ri
fi
c
a
ti
o
n
s
,
c
re
a
ti
n
g
a
n
e
s
ti
m
a
te
d
5
1

m
in
u
te
s
o
f
a
d
d
it
io
n
a
l
w
o
rk

T
h
e
im
p
le
m
e
n
ta
ti
o
n
o
f
a
n
in
te
lli
g
e
n
t
fo
rm
s

p
a
c
k
a
g
e
w
ill
in
c
re
a
s
e
th
e
a
c
c
u
ra
c
y
a
n
d

c
o
m
p
le
te
n
e
s
s
o
f
c
u
s
to
m
e
r
a
p
p
lic
a
ti
o
n
s
,

re
d
u
c
in
g
th
is
fi
g
u
re
to
a
n
e
s
ti
m
a
te
d
2
5
%

3
,1
3
5
fe
w
e
r

re
tu
rn
s
/

c
la
ri
fi
c
a
ti
o
n
s

2
.5
0
F
T
E

D
u
e
to
lo
n
g
p
ro
c
e
s
s
in
g
ti
m
e
s
a
n
d
c
u
rr
e
n
t

b
a
c
k
lo
g
s
,
la
rg
e
n
u
m
b
e
rs
o
f
c
u
s
to
m
e
r
e
n
q
u
ir
ie
s

a
re
re
c
e
iv
e
d
re
g
a
rd
in
g
th
e
ir
a
p
p
lic
a
ti
o
n
s
ta
tu
s

F
a
s
te
r
p
ro
c
e
s
s
in
g
o
f
a
p
p
lic
a
ti
o
n
s
le
a
d
in
g
to
a

re
d
u
c
ti
o
n
in
th
e
n
u
m
b
e
r
o
f
q
u
e
ri
e
s
fr
o
m

a
p
p
lic
a
n
ts
re
g
a
rd
in
g
th
e
ir
b
e
n
e
fi
t
a
p
p
lic
a
ti
o
n

s
ta
tu
s

6
,2
7
0

a
p
p
lic
a
ti
o
n
s

0
.4
2
F
T
E

C
o
u
n
c
il
T
a
x
,

B
e
n
e
fi
ts
a
n
d
F
re
e

S
c
h
o
o
l
M
e
a
ls
B
a
c
k

O
ff
ic
e
T
e
a
m
s

A
p
p
lic
a
ti
o
n
s
a
re
c
u
rr
e
n
tl
y
m
a
n
u
a
lly
k
e
y
e
d
in
to

th
e
a
p
p
ro
p
ri
a
te
b
a
c
k
o
ff
ic
e
s
y
s
te
m

A
ll
a
p
p
lic
a
ti
o
n
s
o
r
c
h
a
n
g
e
o
f
c
ir
c
u
m
s
ta
n
c
e

n
o
ti
fi
c
a
ti
o
n
s
to
b
e
in
te
g
ra
te
d
w
it
h
b
a
c
k
o
ff
ic
e

s
y
s
te
m
s
,
th
e
re
b
y
e
lim
in
a
ti
n
g
th
e
k
e
y
in
g
o
f

in
fo
rm
a
ti
o
n
–
e
s
ti
m
a
te
d
8
1
%
o
f
a
ll
a
p
p
lic
a
ti
o
n
s

w
ill
b
e
s
u
b
m
it
te
d
o
n
lin
e
w
it
h
th
e
re
m
a
in
d
e
r

p
o
s
ta
l
a
p
p
lic
a
ti
o
n
s
.

4
4
,4
5
3

a
p
p
lic
a
ti
o
n
s

5
.2
4
F
T
E

C
o
u
n
c
il
T
a
x
,

B
e
n
e
fi
ts
&
F
re
e

S
c
h
o
o
l
M
e
a
ls
n
o
n
-

s
ta
ff
s
a
v
in
g

C
u
s
to
m
e
rs
a
re
p
o
s
te
d
a
p
p
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a
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o
n
s
o
n
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q
u
e
s
t

a
t
a
c
o
s
t
o
f
£
1
.5
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p
e
r
a
p
p
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a
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o
n
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r

p
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s
s
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n
a
l
p
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n
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n
g
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n
d
a
n
a
d
d
it
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n
a
l
£
0
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0
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r
e
n
v
e
lo
p
e
a
n
d
p
o
s
ta
g
e

C
u
s
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m
e
r
s
e
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e
s
to
n
o
lo
n
g
e
r
p
ri
n
t
a
n
d
p
o
s
t

a
p
p
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a
ti
o
n
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s
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c
u
s
to
m
e
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2
2
,8
4
1

a
p
p
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a
ti
o
n
s

£
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0
,2
5
0

A
p
p
lic
a
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o
n
s
s
u
b
m
it
te
d
a
t
a
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c
e
-t
o
-f
a
c
e

lo
c
a
ti
o
n
a
re
w
o
rk
fl
o
w
e
d
to
th
e
b
a
c
k
o
ff
ic
e
w
h
o

p
ri
n
t
th
e
a
p
p
lic
a
ti
o
n
fo
r
re
k
e
y
in
g

B
a
c
k
o
ff
ic
e
te
a
m
to
n
o
lo
n
g
e
r
p
ri
n
t
a
p
p
lic
a
ti
o
n
s

h
a
n
d
e
d
in
a
t
c
u
s
to
m
e
r
s
e
rv
ic
e
s
,
w
h
o
s
c
a
n
a
n
d

w
o
rk
fl
o
w
th
e
a
p
p
lic
a
ti
o
n

4
,5
2
1

a
p
p
lic
a
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o
n
s

£
5
4
0
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o
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l
F
T
E
S
a
v
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

2
0
3

K
e
y
C
h
a
n
g
e
s
:

•
E
x
is
ti
n
g
c
u
s
to
m
e
r
c
o
n
ta
c
t
a
c
ti
v
it
y
w
it
h
in
s
e
rv
ic
e
a
re
a
s
m
o
v
in
g
in
to
c
o
n
ta
c
t

c
e
n
tr
e
fo
r
m
u
lt
ip
le
s
e
rv
ic
e
s
in
c
lu
d
in
g
H
o
u
s
in
g
R
e
p
a
ir
s
a
n
d
A
d
u
lt
L
e
a
rn
in
g
.

•
T
h
is
in
c
re
a
s
e
d
v
o
lu
m
e
o
f
w
o
rk
p
a
rt
ly
o
ff
s
e
ts
th
e
la
rg
e
d
e
c
re
a
s
e
in
v
o
lu
m
e
fo
r

s
e
rv
ic
e
s
th
a
t
a
re
a
lr
e
a
d
y
in
th
e
C
o
n
ta
c
t
C
e
n
tr
e
.

•
In
c
re
a
s
e
d
d
e
p
th
o
f
k
n
o
w
le
d
g
e
fo
r
m
u
lt
ip
le
s
e
rv
ic
e
s
,
le
a
d
in
g
to
h
ig
h
e
r
h
a
n
d
lin
g

ti
m
e
s
a
n
d
fe
w
e
r
tr
a
n
s
fe
rs
to
th
e
b
a
c
k
o
ff
ic
e

•
V
o
ic
e
re
c
o
g
n
it
io
n
s
u
c
c
e
s
s
fu
lly
d
iv
e
rt
s
m
a
jo
ri
ty
o
f
s
w
it
c
h
b
o
a
rd
re
q
u
e
s
ts
fo
r

n
a
m
e
d
o
ff
ic
e
rs
a
n
d
s
e
rv
ic
e
s

9
.
B
u
s
in
e
s
s
C
a
s
e

C
o
rp
o
ra
te
R
e
s
o
u
rc
e
s
–
C
o
n
ta
c
t
C
e
n
tr
e

Im
p
a
c
t
o
f
p
u
tt
in
g
in
p
la
c
e
n
e
w
s
e
rv
ic
e
d
e
s
ig
n
s

C
u
rr
e
n
t
C
u
s
to
m
e
r
C
o
n
ta
c
ts

S
e
rv
ic
e
A
re
a
s
in
s
c
o
p
e
o
f

C
u
s
to
m
e
r
F
ir
s
t

2
2
4
,3
9
4

C
u
rr
e
n
t
a
v
g
c
a
ll
le
n
g
th

3
5
2
s
e
c
s

G
e
n
e
ra
l
E
n
q
u
ir
ie
s

2
3
9
,9
3
8

C
u
rr
e
n
t
a
v
g
c
a
ll
le
n
g
th

1
0
2
s
e
c
s

S
e
rv
ic
e
A
re
a
s
n
o
t
in

s
c
o
p
e
o
f
C
u
s
to
m
e
r
F
ir
s
t

1
6
7
,8
1
3

C
u
rr
e
n
t
a
v
g
c
a
ll
le
n
g
th

2
8
2
s
e
c
s

T
o
ta
l
C
o
n
ta
c
ts

7
2
0
,8
2
7

M
o
s
t
li
k
e
ly
to
u
s
e
th
e
s
e
rv
ic
e
:

F
u
tu
re
C
o
n
ta
c
ts

4
3
4
,2
5
1

F
u
tu
re
C
u
s
to
m
e
r
C
o
n
ta
c
ts

S
e
rv
ic
e
A
re
a
s
in
s
c
o
p
e
o
f

C
u
s
to
m
e
r
F
ir
s
t

2
2
3
,7
8
3

E
x
p
e
c
te
d
c
h
a
n
g
e
to
a
v
g
c
a
ll
le
n
g
th

+
2
9
s
e
c
s

G
e
n
e
ra
l
E
n
q
u
ir
ie
s

4
2
,0
4
4

E
x
p
e
c
te
d
c
h
a
n
g
e
to
a
v
g
c
a
ll
le
n
g
th

+
1
2
2
s
e
c
s

S
e
rv
ic
e
A
re
a
s
n
o
t
in
s
c
o
p
e

o
f
C
u
s
to
m
e
r
F
ir
s
t

1
6
7
,8
1
3

E
x
p
e
c
te
d
c
h
a
n
g
e
to
a
v
g
c
a
ll
le
n
g
th

+
0
s
e
c
s

R
e
d
u
c
ti
o
n
in
c
u
s
to
m
e
r

c
o
n
ta
c
t
w
o
rk
lo
a
d
c
u
rr
e
n
tl
y

h
a
n
d
le
d
in
th
e
c
o
n
ta
c
t
c
e
n
tr
e

2
2
%

T
o
ta
l
H
o
u
rs

5
0
,5
4
2

F
u
tu
re
H
o
u
rs

3
9
,4
7
8

F
T
E
c
u
rr
e
n
tl
y

h
a
n
d
li
n
g
c
u
s
to
m
e
r

c
o
n
ta
c
t
in
s
e
rv
ic
e
3
6
.6

E
x
p
e
c
te
d
F
T
E

re
d
u
c
ti
o
n
d
u
e
to

lo
w
e
r
w
o
rk
lo
a
d
s

8
.1

J
a
c
k
&
S
a
m
a
n
th
a

J
o
h
n
&
V
ic
to
ri
a

S
a
ra
h
&
M
ik
e

J
a
n
e
&
R
o
b

Is
o
b
e
l
&
W
a
rr
e
n

C
o
n
ta
c
t
C
e
n
tr
e

v
o
lu
m
e
s
fo
r

s
e
rv
ic
e
s
in
s
c
o
p
e

5
5
3
,0
1
4
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

2
0
4

9
.
B
u
s
in
e
s
s
C
a
s
e

C
o
rp
o
ra
te
R
e
s
o
u
rc
e
s
–
C
o
n
ta
c
t
C
e
n
tr
e

Im
p
a
c
t
o
f
p
u
tt
in
g
in
p
la
c
e
n
e
w
s
e
rv
ic
e
d
e
s
ig
n
s

T
h
e
C
o
n
ta
c
t
C
e
n
tr
e
w
ill
s
e
e
a
s
ig
n
if
ic
a
n
t
re
d
u
c
ti
o
n
in
th
e
v
o
lu
m
e
o
f
c
a
lls
b
e
in
g
re
c
e
iv
e
d
fo
r
c
o
n
ta
c
ts
in
th
e
c
o
n
ta
c
t
c
e
n
tr
e
.
H
o
w
e
v
e
r
th
is

w
ill
b
e
b
a
la
n
c
e
d
b
y
:

•
A
d
d
it
io
n
a
l
c
u
s
to
m
e
r
c
o
n
ta
c
ts
c
o
m
in
g
th
ro
u
g
h
th
e
C
o
n
ta
c
t
C
e
n
tr
e
fo
r
s
e
rv
ic
e
s
s
u
c
h
a
s
A
d
u
lt
L
e
a
rn
in
g
a
n
d
H
o
u
s
in
g
.

•
T
h
e
c
a
lls
th
a
t
re
m
a
in
in
th
e
C
o
n
ta
c
t
C
e
n
tr
e
b
e
in
g
o
f
lo
n
g
e
r
le
n
g
th
a
s
a
d
d
it
io
n
a
l
d
e
p
th
o
f
s
e
rv
ic
e
c
a
n
b
e
o
ff
e
re
d
to
c
u
s
to
m
e
rs
.

7
2
0
k
c
o
n
ta
c
ts

p
e
r
y
e
a
r

4
3
0
k
c
o
n
ta
c
ts

p
e
r
y
e
a
r

2
8
.5
c
a
ll

h
a
n
d
li
n
g
F
T
E

3
-4
te
a
m

le
a
d
e
rs

3
6
.6
c
a
ll

h
a
n
d
li
n
g
F
T
E

5
te
a
m
le
a
d
e
rs
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n
tr
a
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e
d
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s
h
ir
e
C
o
u
n
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il
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0
5
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.
B
u
s
in
e
s
s
C
a
s
e

C
o
rp
o
ra
te
R
e
s
o
u
rc
e
s
–
C
o
n
ta
c
t
C
e
n
tr
e

S
a
v
in
g
s
b
y
p
ro
p
o
s
e
d
in
it
ia
ti
v
e
a
n
d
p
ro
c
e
s
s
a
re
a

K
e
y
s
e
rv
ic
e
a
re
a
/

p
ro
c
e
s
s

A
re
a
s
w
e
c
a
n
im
p
ro
v
e

H
o
w
w
ill
it
w
o
rk
in
th
e
fu
tu
re

C
u
rr
e
n
t
V
o
lu
m
e

E
x
p
e
c
te
d
G
ro
s
s

B
e
n
e
fi
t
(£
/F
T
E
)

C
u
s
to
m
e
r
C
o
n
ta
c
t

C
e
n
tr
e
M
a
n
a
g
e
m
e
n
t

A
re
d
u
c
ti
o
n
in
th
e
n
u
m
b
e
r
o
f
te
le
p
h
o
n
e
a
g
e
n
ts

o
p
e
ra
ti
n
g
in
th
e
c
o
n
ta
c
t
c
e
n
tr
e
w
ill
re
q
u
ir
e
a

lig
h
te
r
m
a
n
a
g
e
m
e
n
t
s
tr
u
c
tu
re

T
h
e
re
d
u
c
ti
o
n
in
te
le
p
h
o
n
e
a
g
e
n
ts
fr
o
m
3
6
.6
to

2
8
.5
is
lik
e
ly
to
le
a
d
to
a
re
d
u
c
ti
o
n
in
th
e
n
e
e
d

fo
r
te
a
m
le
a
d
e
rs
,
a
n
d
m
a
n
a
g
e
m
e
n
t
in
th
e

C
o
n
ta
c
t
C
e
n
tr
e
o
f
1
-2
F
T
E
.

8
-9
F
T
E

re
d
u
c
ti
o
n
in

te
le
p
h
o
n
e
a
g
e
n
ts

1
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F
T
E

T
o
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F
T
E
S
a
v
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g

1
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.0
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T
o
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l
N
o
n
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T
E
S
a
v
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0
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u
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2
0
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B
u
s
in
e
s
s
C
a
s
e

T
o
ta
l
S
a
v
in
g
s

S
a
v
in
g
s
b
y
d
ir
e
c
to
ra
te
a
n
d
s
e
rv
ic
e
a
re
a

D
ir
e
c
to
ra
te

S
e
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ic
e

P
o
te
n
ti
a
l
S
a
v
in
g
s

D
u
e
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S
e
lf
S
e
rv
ic
e

P
o
te
n
ti
a
l
S
a
v
in
g
s

D
u
e
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P
ro
c
e
s
s

Im
p
ro
v
e
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e
n
ts

P
o
te
n
ti
a
l
T
o
ta
l
F
T
E

S
a
v
in
g
s

P
o
te
n
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a
l
N
o
n

S
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ff
S
a
v
in
g
s

T
o
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l*

S
u
s
ta
in
a
b
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C
o
m
m
u
n
it
ie
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A
d
u
lt
S
k
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s
a
n
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C
o
m
m
u
n
it
y

L
e
a
rn
in
g

£
6
1
,1
9
2

£
0

3
.0

£
0

£
6
1
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1
2

B
u
ild
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g
C
o
n
tr
o
l

£
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£
0

0
.0

£
1
7
2

£
1
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2

H
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h
w
a
y
s

£
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£
0

0
.0

£
0

£
0

L
e
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2
7
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£
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0
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£
1
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s
c
a
s
e
d
o
n
o
t
a
c
c
o
u
n
t
fo
r
m
a
n
y
o
f
th
e
ty
p
e
s
o
f

s
e
rv
ic
e
s
th
a
t
o
u
r
c
u
s
to
m
e
rs
c
o
n
ta
c
t
u
s
a
b
o
u
t.
N
o
ta
b
le
o
m
is
s
io
n
s
a
re
in
h
ig
h
v
o
lu
m
e
a
re
a
s
s
u
c
h
a
s
A
d
u
lt
S
o
c
ia
l
C
a
re
a
n
d
R
e
g
is
tr
a
rs
.
W
e

n
o
w
h
a
v
e
a
tr
a
in
e
d
,
s
k
ill
e
d
p
ro
je
c
t
te
a
m
w
h
o
c
a
n
ta
k
e
th
e
ir
le
a
rn
in
g
fr
o
m
th
is
d
e
ta
ile
d
d
e
s
ig
n
s
ta
g
e
a
n
d
w
o
rk
w
it
h
a
d
d
it
io
n
a
l
s
e
rv
ic
e
s
.

T
h
e
s
e
s
e
rv
ic
e
s
c
a
n
b
e
ro
lle
d
in
to
th
e
fu
tu
re
im
p
le
m
e
n
ta
ti
o
n
p
la
n
,
im
p
ro
v
in
g
th
e
w
a
y
c
u
s
to
m
e
rs
a
c
c
e
s
s
o
u
t
s
e
rv
ic
e
s
a
c
ro
s
s
th
e
C
o
u
n
c
il
a
n
d

d
e
liv
e
ri
n
g
in
c
re
a
s
e
d
b
e
n
e
fi
ts
.

In
o
rd
e
r
to
in
c
re
a
s
e
th
e
b
e
n
e
fi
ts
o
f
th
e
p
ro
g
ra
m
m
e
a
s
e
c
o
n
d
d
e
ta
ile
d
d
e
s
ig
n
p
h
a
s
e
w
ill
ru
n
in
p
a
ra
lle
l
w
it
h
th
e
im
p
le
m
e
n
ta
ti
o
n
s
ta
g
e
o
f

p
h
a
s
e
1
.
T
h
is
a
p
p
ro
a
c
h
is
h
ig
h
lig
h
te
d
in
th
e
d
ia
g
ra
m
b
e
lo
w
.

Im
p
le
m
e
n
t
s
e
rv
ic
e
s
in
P
h
a
s
e
1

D
e
s
ig
n
S
e
rv
ic
e
s
in

P
h
a
s
e
1

Im
p
le
m
e
n
t
s
e
rv
ic
e
s
in
P
h
a
s
e
2

D
e
s
ig
n
S
e
rv
ic
e
s
in

P
h
a
s
e
2

Im
p
le
m
e
n
t
s
e
rv
ic
e
s
in
P
h
a
s
e
3

D
e
s
ig
n
S
e
rv
ic
e
s
in

P
h
a
s
e
3
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

2
1
1

9
.
B
u
s
in
e
s
s
C
a
s
e

A
s
s
u
m
p
ti
o
n
s
m
a
d
e
w
h
e
n
d
e
v
e
lo
p
in
g
th
e
b
u
s
in
e
s
s
c
a
s
e
(1
)

T
h
e
b
e
n
e
fi
ts
c
a
s
e
is
b
a
s
e
d
o
n
th
e
fo
llo
w
in
g
a
s
s
u
m
p
ti
o
n
s
.
T
h
e
s
e
w
ill
b
e
c
h
a
lle
n
g
e
d
a
n
d
u
p
d
a
te
d
th
ro
u
g
h
o
u
t
th
e
im
p
le
m
e
n
ta
ti
o
n
p
h
a
s
e
o
f

th
e
im
p
le
m
e
n
ta
ti
o
n
:

•T
h
e
C
o
n
ta
c
t
C
e
n
tr
e
re
d
u
c
ti
o
n
s
ta
k
e
s
in
to
a
c
c
o
u
n
t
a
n
in
c
re
a
s
e
d
w
o
rk
lo
a
d
fr
o
m
ta
k
in
g
o
n
m
o
re
d
e
p
th
in
e
x
is
ti
n
g
s
e
rv
ic
e
s
s
u
c
h
a
s
C
o
u
n
c
il

ta
x
,
a
n
d
a
ls
o
h
a
n
d
lin
g
c
a
lls
fr
o
m
s
e
rv
ic
e
s
s
u
c
h
a
s
A
d
u
lt
L
e
a
rn
in
g
a
n
d
L
e
is
u
re
fo
r
th
e
fi
rs
t
ti
m
e
.

•D
e
m
a
n
d
fo
r
s
e
rv
ic
e
s
w
ill
re
m
a
in
c
o
n
s
ta
n
t
to
th
e
c
u
rr
e
n
t
v
o
lu
m
e
s
.

•A
n
a
v
e
ra
g
e
s
a
la
ry
h
a
s
b
e
e
n
u
s
e
d
fo
r
e
a
c
h
a
ff
e
c
te
d
te
a
m
.
T
h
is
is
s
h
o
w
n
in
th
e
fo
llo
w
in
g
s
lid
e
.

•T
h
e
s
iz
e
o
f
th
e
te
a
m
s
in
e
a
c
h
s
e
rv
ic
e
c
u
rr
e
n
tl
y
c
a
rr
y
in
g
o
u
t
c
u
s
to
m
e
r
c
o
n
ta
c
t
a
c
ti
v
it
y
h
a
s
b
e
e
n
d
e
v
e
lo
p
e
d
w
it
h
s
e
rv
ic
e
te
a
m
s
.
T
h
e
o
v
e
ra
ll

s
iz
e
o
f
th
e
te
a
m
s
h
a
v
e
b
e
e
n
d
e
te
rm
in
e
d
in
e
a
c
h
c
a
s
e
,
a
n
d
th
e
n
th
e
p
ro
p
o
rt
io
n
o
f
th
e
ir
ti
m
e
s
p
e
n
t
o
n
c
u
s
to
m
e
r
c
o
n
ta
c
t
h
a
s
b
e
e
n
a
p
p
lie
d
.

T
h
e
d
e
fa
u
lt
fi
g
u
re
u
s
e
d
is
4
0
%
w
h
e
re
th
e
s
e
rv
ic
e
w
h
ic
h
h
a
s
b
e
e
n
d
e
v
e
lo
p
e
d
th
ro
u
g
h
th
e
e
x
p
e
ri
e
n
c
e
o
f
th
e
C
o
u
n
c
il
p
ro
je
c
t
te
a
m
.

•T
h
e
re
w
ill
b
e
n
o
c
h
a
n
g
e
in
th
e
d
e
m
a
n
d
fo
r
fa
c
e
to
fa
c
e
o
r
e
m
a
il
s
e
rv
ic
e
s
a
s
p
a
rt
o
f
th
is
im
p
le
m
e
n
ta
ti
o
n
.

•T
h
e
C
o
n
ta
c
t
C
e
n
tr
e
w
ill
b
e
g
in
a
n
s
w
e
ri
n
g
c
o
n
ta
c
ts
fo
r
A
d
u
lt
L
e
a
rn
in
g
a
n
d
L
e
is
u
re
s
e
rv
ic
e
s
.

•T
h
e
v
o
ic
e
re
c
o
g
n
it
io
n
te
le
p
h
o
n
e
s
y
s
te
m
w
ill
fi
lt
e
r
o
u
t
9
0
%
o
f
c
o
n
ta
c
ts
th
a
t
a
s
k
fo
r
a
p
a
rt
ic
u
la
r
s
e
rv
ic
e
a
re
a
.

•T
h
e
v
o
ic
e
re
c
o
g
n
it
io
n
te
le
p
h
o
n
e
s
y
s
te
m
w
ill
fi
lt
e
r
o
u
t
8
0
%
o
f
c
o
n
ta
c
ts
th
a
t
a
s
k
fo
r
a
n
a
m
e
d
o
ff
ic
e
r.

•A
ll
s
iz
e
s
o
f
e
x
is
ti
n
g
te
a
m
s
in
e
a
c
h
s
e
rv
ic
e
th
a
t
d
e
a
l
w
it
h
c
u
s
to
m
e
r
c
o
n
ta
c
t
h
a
v
e
b
e
e
n
c
a
lc
u
la
te
d
b
y
th
e
p
ro
je
c
t
te
a
m
a
n
d
w
ill
b
e
s
ig
n
e
d
o
ff

w
it
h
e
a
c
h
s
e
rv
ic
e
.

•T
h
e
e
x
is
ti
n
g
s
e
rv
ic
e
s
ta
n
d
a
rd
s
a
n
d
p
e
rf
o
rm
a
n
c
e
w
ill
b
e
m
a
in
ta
in
e
d
in
th
e
C
o
n
ta
c
t
C
e
n
tr
e
.

•A
ll
s
ta
ff
in
g
a
s
s
u
m
p
ti
o
n
s
h
a
v
e
b
e
e
n
s
u
b
je
c
t
to
a
3
5
%
s
h
ri
n
k
a
g
e
v
a
lu
e
,
to
ta
k
e
in
to
a
c
c
o
u
n
t
s
ta
ff
tr
a
in
in
g
,
lu
n
c
h
a
n
d
o
th
e
r
n
o
n
v
a
lu
e
a
d
d

a
c
ti
v
it
ie
s
.

•H
o
u
s
in
g
e
lig
ib
ili
ty
c
h
e
c
k
s
h
a
v
e
b
e
e
n
a
s
s
u
m
e
d
c
a
p
a
b
le
o
f
fi
lt
e
ri
n
g
o
u
t
8
0
%
o
f
a
p
p
lic
a
ti
o
n
w
h
o
w
o
u
ld
d
e
fi
n
it
e
ly
n
o
t
q
u
a
lif
y
fo
r
H
o
u
s
in
g
.
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

2
1
2

9
.
B
u
s
in
e
s
s
C
a
s
e

A
s
s
u
m
p
ti
o
n
s
m
a
d
e
w
h
e
n
d
e
v
e
lo
p
in
g
th
e
b
u
s
in
e
s
s
c
a
s
e
(2
)

A
n
a
v
e
ra
g
e
s
a
la
ry
h
a
s
b
e
e
n
u
s
e
d
fo
r
e
a
c
h
a
ff
e
c
te
d
te
a
m
.
T
h
is
is
s
h
o
w
n
in
th
e
ta
b
le
b
e
lo
w
,
a
n
d
in
c
lu
d
e
s
o
n
c
o
s
ts
.

S
e
rv
ic
e
A
re
a

A
v
e
ra
g
e
S
a
la
ry
O
f
T
e
a
m
s
A
ff
e
c
te
d

(I
n
c
lu
d
in
g
o
n
c
o
s
ts
)

C
o
n
ta
c
t
C
e
n
tr
e
M
a
n
a
g
e
m
e
n
t

£
3
5
,0
0
0

S
c
h
o
o
l
T
ra
n
s
p
o
rt

£
3
6
,6
9
8

H
o
u
s
in
g

£
3
4
,0
5
7

L
e
is
u
re

£
3
0
,7
4
9

C
o
u
n
c
il
T
a
x
,
B
e
n
e
fi
ts
a
n
d
F
re
e
S
c
h
o
o
l
M
e
a
ls

£
3
0
,2
7
1

W
a
s
te

£
2
6
,5
8
0

P
la
n
n
in
g

£
2
5
,0
4
3

B
u
ild
in
g
C
o
n
tr
o
l

£
2
4
,6
7
5

C
o
n
ta
c
t
C
e
n
tr
e
C
S
A

£
2
3
,0
0
0

B
lu
e
B
a
d
g
e
s

£
2
1
,8
7
9

A
d
u
lt
S
k
ill
s
a
n
d
C
o
m
m
u
n
it
y
L
e
a
rn
in
g

£
2
0
,6
3
7
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

2
1
3

1
.
B
u
s
in
e
s
s
C
a
s
e

F
in
a
n
c
ia
l
Im
p
lic
a
ti
o
n
s
–
C
a
s
h
P
o
s
it
io
n

T
h
e
ta
b
le
s
b
e
lo
w
g
iv
e
a
fi
n
a
n
c
ia
l
s
u
m
m
a
ry
o
f
th
e
im
p
le
m
e
n
ta
ti
o
n
p
h
a
s
e
o
f
th
e
p
ro
g
ra
m
m
e
.
T
h
e
p
h
a
s
e
w
ill
c
o
m
m
e
n
c
e
in
e
a
rl
y
J
u
ly

(s
u
b
je
c
t
to
E
x
e
c
u
ti
v
e
s
ig
n
o
ff
),
a
n
d
w
ill
ta
k
e
a
p
p
ro
x
im
a
te
ly
9
m
o
n
th
s
to
d
e
liv
e
r.
T
h
e
p
ro
g
ra
m
m
e
d
e
liv
e
rs
a
p
o
s
it
iv
e
n
e
t
im
p
a
c
t
to

C
B
C
fr
o
m
2
0
1
3
/1
4
,
a
n
d
p
a
y
s
b
a
c
k
in
3
.2
y
e
a
rs
.

E
x
p
e
n
d
it
u
re
T
y
p
e

2
0
1
2
/1
3

2
0
1
3
/1
4

2
0
1
4
/1
5

2
0
1
5
/1
6

2
0
1
6
/1
7

T
o
ta
l

T
o
ta
l
G
ro
s
s
C
a
p
it
a
l
C
o
s
ts
(i
n
c
lu
d
in
g
C
o
n
ti
n
g
e
n
c
y
)

-1
.6
8
9

0
.0
0
0

0
.0
0
0

0
.0
0
0

0
.0
0
0

-1
.6
8
9

T
o
ta
l
G
ro
s
s
R
e
v
e
n
u
e
C
o
s
ts
(i
n
c
lu
d
in
g
C
o
n
ti
n
g
e
n
c
y
)

-0
.3
9
6

-0
.3
8
4

-0
.3
6
5

-0
.3
5
5

-0
.3
4
5

-1
.8
4
4

T
o
ta
l
C
o
s
ts

-2
.0
8
6

-0
.3
8
4

-0
.3
6
5

-0
.3
5
5

-0
.3
4
5

-3
.5
3
4

P
ro
je
c
te
d
G
ro
s
s
B
e
n
e
fi
ts
(S
a
v
in
g
s
,
In
c
o
m
e
)

0
.4
8
5

1
.0
1
0

1
.0
1
0

1
.0
1
0

1
.0
1
0

4
.5
2
5

T
o
ta
l
N
e
t
Im
p
a
c
t
to
C
B
C
(G
ro
s
s
B
e
n
e
fi
ts
le
s
s
T
o
ta
l
C
o
s
ts
)

-1
.6
0
1

0
.6
2
6

0
.6
4
5

0
.6
5
5

0
.6
6
5

0
.9
9
1

S
u
p
p
o
rt
in
g
In
fo
rm
a
ti
o
n

V
a
lu
e

C
o
s
t
o
f
C
a
p
it
a
l

4
.5
%

T
o
ta
l
C
o
s
t
o
f
C
a
p
it
a
l
B
o
rr
o
w
in
g
(a
t
5
%
p
e
r
a
n
n
u
m
o
v
e
r
2
5
y
e
a
rs
)

2
.1
1
2

N
e
t
P
re
s
e
n
t
V
a
lu
e
(N
P
V
)
£
M

0
.6
9
0

In
te
rn
a
l
R
a
te
o
f
R
e
tu
rn
(I
R
R
)
%

2
2
%

P
a
y
b
a
c
k
P
e
ri
o
d
(i
n
y
e
a
rs
)

3
.2

R
e
tu
rn
o
n
In
v
e
s
tm
e
n
t
(R
O
I)

1
.3

£
M

N
o
te
:
T
h
e
2
0
1
2
/1
3
c
a
p
it
a
l
c
o
s
ts
a
re
£
1
8
9
k
a
b
o
v
e
th
e
e
x
is
ti
n
g
2
0
1
2
/1
3
a
llo
c
a
ti
o
n
in
th
e
c
a
p
it
a
l
p
ro
g
ra
m
m
e
.
T
h
e
re
fo
re
£
1
8
9
k
w
ill
h
a
v
e

to
b
e
b
ro
u
g
h
t
fo
rw
a
rd
fr
o
m
2
0
1
3
/1
4
.
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C
e
n
tr
a
l
B
e
d
fo
rd
s
h
ir
e
C
o
u
n
c
il

2
1
4

1
.
B
u
s
in
e
s
s
C
a
s
e

F
in
a
n
c
ia
l
Im
p
lic
a
ti
o
n
s
–
R
e
v
e
n
u
e
Im
p
a
c
t

T
h
e
ta
b
le
b
e
lo
w
s
h
o
w
s
th
e
im
p
a
c
t
o
f
th
e
p
ro
g
ra
m
m
e
o
n
re
v
e
n
u
e
.

2
0
1
2
/1
3

£
M

2
0
1
3
/1
4

£
M

2
0
1
4
/1
5

£
M

2
0
1
5
/1
6

£
M

2
0
1
6
/1
7

£
M

T
o
ta
l
£
M

-0
.1
1
1

-0
.2
2
1

-0
.2
2
1

-0
.2
2
1

-0
.2
2
1

-0
.9
9
5

-0
.0
3
5

-0
.0
7
0

-0
.0
7
0

-0
.0
7
0

-0
.0
7
0

-0
.3
1
5

-0
.0
1
5

-0
.0
2
9

-0
.0
2
9

-0
.0
2
9

-0
.0
2
9

-0
.1
3
1

T
o
ta
l

-0
.1
6
0

-0
.3
2
0

-0
.3
2
0

-0
.3
2
0

-0
.3
2
0

-1
.4
4
1

-0
.1
6
3

S
u
b
T
o
ta
l
-
R
e
v
e
n
u
e
C
o
s
ts

-0
.3
2
3

-0
.3
2
0

-0
.3
2
0

-0
.3
2
0

-0
.3
2
0

-1
.6
0
4

0
-0
.3
3
8

-0
.3
3
8

-0
.3
3
8

-0
.3
3
8

-1
.3
5
2

C
o
s
t
o
f
C
a
p
it
a
l
B
o
r
r
o
w
in
g

4
.5
%

-0
.0
7
6

-0
.0
7
6

-0
.0
7
6

-0
.0
7
6

-0
.0
7
6

-0
.3
8
0

W
o
r
k
in
g
c
a
p
it
a
l
b
o
r
r
o
w
in
g
c
o
s
ts

1
.5
%

0
.0
0
2

0
.0
1
3

0
.0
3
1

0
.0
4
1

0
.0
5
2

0
.1
3
9

-0
.3
9
6

-0
.7
2
1

-0
.7
0
3

-0
.6
9
3

-0
.6
8
2

-3
.1
9
6

C
o
n
ti
n
g
e
n
c
y
R
e
v
e
n
u
e
B
u
d
g
e
t

0
%

0
.0
0
0

0
.0
0
0

0
.0
0
0

0
.0
0
0

0
.0
0
0

0
.0
0
0

-0
.3
9
6

-0
.7
2
1

-0
.7
0
3

-0
.6
9
3

-0
.6
8
2

-3
.1
9
6

0
.4
8
5

1
.0
1
0

1
.0
1
0

1
.0
1
0

1
.0
1
0

4
.5
2
5

0
.4
8
5

1
.0
1
0

1
.0
1
0

1
.0
1
0
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