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Strategic Direction  
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Today’s Meeting 

Meeting Agenda: 

• Review Customer Service Officer’s Program 

• Review Mission and Vision Statements 

• Discuss the Customer Service Feedback Process 

– Strengths 

– Opportunities 

• Identify Areas of Focus and Customer Service Metrics 

• Discuss next steps 

• Conclusion 



Core Mission of Philly311  

The Customer Service Officers (CSO) Purpose: 

• To assist and support the Administrative Departments 

achieve their respective customer service goals and 

performance objectives. 

 

Key Characteristics 

–  Pursue Excellence 

–  Take Responsibility 

–  Embrace and Drive Change 

–  Be Passionate and Determined 

–  Committed to Improved Customer Satisfaction 
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About Customer 

Service Officers 

(CSO) Program 

Customer Service PhillyStat 

The Customer 

Service Program 

supports the 

Mayors 5th 

Strategic Goal of 

effective and 

efficient service 

that operates 

transparently and 

with integrity. 
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Participating 

Departments 

Customer 

Service Officer 

Philly311 Kimberly Adams 

Public Property Monique Brinson 

Office of Innovation 

and Technology 

Carolyn Brown 

Office of Human 

Resources 

Tracey Bryant 

Records Gregg Buber 

Procurement  Ilia Ghee 

Fleet Walter Nash 



Core Mission of Philly311  
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About (CSO) 

Program 
Managing Director’s Customer Service Officer Program (CSO) 

Customer Service PhillyStat 

 Positive Attitude 

 Adaptable and Patient 

 Change Agent Professional 

 Commitment to Customer Satisfaction 

Key Profile Characteristics Requirements & Expectations 

 An ideal Customer Service Officer will be 

able to commit to this position for a 

minimum of one year in addition to their 

current job title within their respective 

Admin Department 

 Availability is an absolute necessity if 

considering this role 

 A minimum of five (5) hours weekly should 

be allotted for training during the first 90 

days and then ONE Service Management 

Advisory Council 

 Training would consist of in-class formal 

and informal instructor based training on 

various Customer Service Management 

courses (include homework assignments)  

 CSOs will attend PhillyStat sessions as the 

Senior Customer Service subject matter 

expert who reports on key Customer 

Service metrics and drive improved results 

 CSOs could act in a Train-the-Trainer role 

for each Department   

 There is no additional financial 

compensation for this position 

Meetings 

 The Customer Service 
Management Advisory Council 
will administer monthly review 
meetings with the Customer 
Service Officers to discuss 
service updates, ongoing 
projects specifically targeted 
towards improvement of 
customer service and 
appropriate actions arising from 
discussions 
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6 

Internal Business 

Partners 
Customer Service 



7 

2013 MDO Customer Service Officers 
Project Milestones 

 

March 2013 April 2013  

Individual CSO one-on-one progress and consulting  meetings with Rosetta  

May 2013  August 2013 June 2013  July 2013 Sept 2013 

PhillyStat Performance 

Customer Service metrics 

completed Customer Focus Group surveys with 

Dept. key stakeholders – CSO, 
PhillyStat  & Rosetta 

Customer Focus Group surveys 

completed and recommendations  

submitted for review to MDO Senior 

Team – June 30, 2013 

Customer Service Officers 

Training session #2 
• Customer Experience 

Framework 

• Customer Focus Group 

Customer Service Officers 

Program Orientation  Kickoff 
Vision, Mission, Deliverables 

Customer Service Plans 

Completed – Sep 1, 
2013 

Customer Service 

Officers  

Training #4 
• Meet & Greet with 

Rich Negrin  

• Questions & Answers 

session (June 26, 2013) 

Customer Service Officers  

Training #5 
• Presentation to MDO 

Senior Team & Dept 

Heads 

• CSO program status 

• Dept Customer Focus 

Group results and 
priorities  - (week of July 

15th) 

Customer Service Officers  
Training session #3  
• Customer Service Plan 

• Deliverables Reviewed 
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Serving the citizens of Philadelphia 

by providing courteous, fast, and 

accurate customer service that 

results in transparent access to 

government information and 

services. 
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To deliver efficient and effective high 

quality customer service which is 

accessible and convenient to all 

customers, both internal and 

external. 

Customer 

Service Vision 
Philly311 

Customer 

Service Mission 



Executive Summary  
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Customer Feedback 

Process 
Philly311 

• Methodology 

– Focus groups were conducted to gain feedback with both external and internal customers in 

mind. Participants provided information through group discussion of specific questions.  

– Questions were aimed at addressing: 

• Processes and Procedures 

• Accuracy of Information 

• Responsiveness 

• Training 

• Systems and Technology 

 



Executive Summary  
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Customer Feedback 

Process 
Philly311 

Strengths 

• Philly311 staff is courteous and 

provides an overall good quality of 

customer service when taking 

requests and providing information. 

• Philly311 provides quicker and more 

centralized access to city services 

and information than contacting 

departments directly. 

• Philly311 is the go to department in 

the city for current information during 

an emergency. 

• Philly311 relieves 911 calls during 

emergencies increasing 

responsiveness.  

• Philly311 is excellent at 

communicating the different avenues 

that customers and departments can 

reach them for service or information. 

 

 

Opportunities 

• Philly311 provides inaccurate 

information on questions and 

requests for city departments. 

• Philly311 misroutes calls to the 

incorrect employees or departments. 

• Philly311 does not communicate 

actively with all departments unless 

an issue arises. 

• Philly311 does not advertise exactly 

what they do which causes confusion 

with both employees and the public.  

 



• Defining our responsibilities to our customers 

– Email Blasts to all City employees clearly defining and advertising Philly311 

– Pamphlets and Literature for customers 

• Increasing access to our services 

– Recruit and Train new agents with digital skills 

– Employ Digital Teams to provide focus on quality customer service  

• Ensuring accuracy of information 

– Hire the Knowledgebase Content Coordinator to address out of class staffing 

– Develop and document a more formal and structured process for Departments to communicate, enter and review 

information into the knowledge base 

• Improving process for complaints and escalations 

– Develop an improved supervisor/management escalation process for complaints in the Contact Center and ensure this 

is properly communicated to all staff 

– Monthly Report Meetings with departments to ensure complaints are addressed  

• Improved training classes for departmental information 

– Cross Train staff in digital communication channels 

– Develop Training Modules for departments  

– Quarterly Refresher Training for all agents 
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Voice of the 

Customer 
Philly311- Areas of Customer Focus- Year One 
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Customer Service 

Plan 
Philly311 – Customer Service Metrics 

Customer Satisfaction
Previous 4 

Quarters Key Performance Indicator

96%

Survey Administration
Previous 4 

Quarters Total

Confidence 

Interval

Confidence 

Level

1,540 1.15 95%Customers Surveyed

Performance YTD

(    Actual; Acceptable)

50% 60% 70% 80% 90% 100%

Percent of customers whose
expectations were met or

exceeded

• New Service Metrics 

– Knowledgebase Escalation Response Time = 24hrs or less 

Response Time Met  98% 

– Social Media Inquiry Response Time = 24hrs or less 

Response Time Met  98% 

– Complaint/Inquiry Escalation Response Time = 24hrs or less 

Response Time Met  98% 
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Customer Service 

Plan 
Philly311 

• Communications 

– Develop and document a formal communications plan for intra- and inter-
departmental information in line with our Strategic Plan.  

 Establish a formal point of contact for departments to use in the event emergency 
information must be communicated immediately and include in Communications plan. 

– Develop and document a language access plan in line with the Mayor’s Office of 
Immigrant and Multicultural affairs.  

• Roll Out Plan 

– Customer Service Plan-Year One initiatives to be implemented. 

• HR has begun canvassing for new agents with increased digital and also bilingual skills.  

• Social media team created using existing Employee Development program to address 
staffing resources for digital channels. Mobile app cross-training conducted as well.  

• Knowledge Coordinator position filled. 

• Knowledge base Department process developed and documented by new CRM 
implementation. 

• Communications plan developed and documented. 

 



 

 

 

Office of  

Fleet Management 
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At the Office of Fleet Management, our 

vision is to deliver top quality service to 

our customers on time, every time. 

16 

Serving City departments and agencies 

by providing effective and efficient 

services to all City vehicles and 

equipment, while ensuring that they are 

dependable and safe to operate. 

Customer 

Service Vision 
Office of Fleet Management 

Customer 

Service Mission 



Executive Summary  
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Customer Feedback 

Process 
Office of Fleet Management 

• Methodology 

– Conducted focus groups with department customers 

– Collected data from paper surveys 

 

• Questions were aimed at addressing: 

– Responsiveness of staff  

– Quality of services provided by O.F.M 

– Interactions with Staff – were staff professional, and courteous? 



Executive Summary  
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Customer Feedback 

Process 
Office of Fleet Management 

Strengths 

• Staff are courteous and 

knowledgeable. 

• Repairs were taken care of 

promptly. 

• Quality of services  provided are 

high: 

– Repairs were done correctly 

– Expectations are generally met 

 

 

 

 

 

 

 

Opportunities 

• Keeping the vehicles working at 

optimal performance despite their 

age. 

• Getting vehicles repaired 

correctly the first time, every time.  

• Ensuring staff are kept current on 

technology and trends through 

training. 



• Areas of Customer Focus – Year One 

– Training for Staff   

– Communication 

• Roll-out of the new asset management and data communication software 

• Installation of survey boxes at Police and Fire repair facilities 

• Communication with departments around current and future needs 

19 

Voice of the 

Customer 

Office of Fleet Management 

- Areas of Customer Focus- Year One 
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Customer Service 

Plan 
Office of Fleet Management 

•Customer Service Metrics 

• Overall Vehicle Availability (target – 90%) 

 

 

75% 

80% 

85% 

90% 

95% 

100% 

FY 12 Q2 

FY 13 Q2 

90% 

• The Office of Fleet Management also uses additional operational metrics 

that have customer service implications, such as: 

– Percent of vehicles repaired in 1 day or less (target – 70%) 
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Customer Service 

Plan 
Office of Fleet Management 

• Training  

– All Supervisors and Team leaders will enroll in the Customer Service Academy. 

• Communication 

– Replace our current asset management software with AssetWorks, a program that will 

allow vehicle information to be viewed in real time. 

Some of the benefits: 

 Provide a window into what O.F.M does everyday. 

 Enhance communications and insight into vehicle repair and maintenance process. 

 The use of GPS in vehicles to monitor usage, enhance dispatching  and tracking. 

– Meet with department heads to ensure that vehicles fit the vocation that they are being 

used for.  

– In an effort to GO GREEN we will issue Hybrid vehicles where appropriate. 

– Installed survey boxes at Police and Fire repair facility. 

 

 



 

 

 

Procurement 

22 
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The Procurement Department is 

dedicated to providing high level service 

with a focus on communication, 

strategies and solutions. 

 

The Procurement Department will 

facilitate and communicate effective 

procurement strategies and practices to 

City agencies as well as the vendor 

community, in an effort to improve 

interagency coordination, foster 

transparency, and increase process 

efficiency. 

Customer 

Service Vision 

Procurement 

Customer 

Service Mission 



Executive Summary  
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Customer Feedback 

Process 
Procurement 

• Methodology 

– Enlisted the aid of an outside consultant Civic Initiatives to examine the Procurement process 

and make recommendations. 

– Civic Initiatives conducted focus groups with departments. 

• Purpose 

Obtain feedback on: 

– The contract administration function 

– The current organizational structure 

– Current policies, procedures, process documentation and statutes related to contracting 

– Roles and responsibilities of procurement staff and departmental staff related to the contract 

administration function 

– Current technology supporting contract administration 

 

 



Executive Summary  
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Customer Feedback 

Process 
Procurement 

Strengths 

• Management is onboard to find 

improvements and innovation in 

process, and technology. 

• Procurement understands the 

value of templates for bids, and 

Departments generally know 

what they are responsible to 

complete. 

• Citywide contracts are a part of 

the contracting philosophy, in 

place, and are seen as valuable 

by Departments. 

• eProcurement has been identified 

by the City as a top 10 IT priority. 

 

 

 

Opportunities 

• Almost all of the factors described 

are matters of policy and can be 

addressed. 

• Staff focus and responsibilities can 

be optimized. 

• Highly competitive eProcurement 

environment creates a buyers 

market. 

• The cooperative contract 

marketplace is similarly fierce: 

Us Communities, 

WSCA/NASPO Marketplace, 

NIPA, NJPA, buyboard, HGAC, 

other states, etc. 



Executive Summary  
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Voice of the 

customer 
Procurement 

• Areas of Customer Focus – Year One 

– Communication 

• Facilitate and communicate effective procurement strategies and practices to City agencies 

and the vendor community. 

– Process Efficiencies 

• Make changes to current procurement processes in order to make the procurement process 

more efficient. 

– Planning 

• Work with City departments to establish methods to maximize planning and execution. 
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Customer Service 

Plan 
Procurement – Customer Service Metrics 

The Procurement department currently measures several operational metrics that have 

customer service implications. 
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Average Number of Days from Bid Initiation to Bid 
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     Public Works SS&E      

Number of Bids Processed Above 90 Days 

FY 13 Q2 

FY 13 Q3 

Target 

Additional Customer Service 

Metrics will be developed 

around training goals, and 

other departmental goals 

that will have an impact on 

customer service. 
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Customer Service 

Plan 
Procurement 

Signature Initiative: Streamline External Interaction Processes (0-18 months) 

• SERVICE 1: AUTOMATE SOLICITATION DEVELOPMENT PROCESS 

– Transition the current paper-based solicitation development process to a more automated process, 

using standard office software applications.  

• SERVICE 2: AUTOMATE VENDOR NOTIFICATION PROCESS 

– Transition to electronic notifications of bid opportunities to vendors in their specified categories.  

• SERVICE 3: DEVELOP PROCUREMENT PLANNING INITIATIVE 

– Work with City departments to establish an appropriate method to identify upcoming procurement 

events to maximize planning and execution. 

• SERVICE 4: DEVELOP PROCUREMENT COORDINATING COMMITTEE 

– Develop a coordinating committee that engages departments of a regular basis, in an effort to 

improve communication between the Procurement Department and other City departments, and to 

maximize fulfillment of the City’s overall procurement needs.  

• SERVICE 5: DEVELOP PROCUREMENT MANUAL 

– Will develop a Procurement manual that compiles and clearly explains the procurement processes 

for the City.  

 



 

 

 

Office of 

Innovation and 

Technology 
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Our purpose is to be the premier broker 

of innovative technology services, 

recognized for our integrity, talented 

stewards, and customer service 

30 

• Manage the City’s technology assets 

efficiently and effectively 

• Help our clients advance opportunities 

to modernize the City government 

• Improve services to all Philadelphians 

Customer 

Service Mission 

Customer 

Service Vision 
Office of Innovation and Technology 



Executive Summary  

31 

Customer Feedback 

Process 
Office of Innovation and Technology 

• Methodology 

– Conducted formal surveys, focus groups, and had conversations with customers. 

• Participants 

– Representatives from Commerce, City Planning, Fire, MDO, Human Resources, L&I, Inspector 

General, Mayor’s Office and Pensions. 

• Focus 

– Obtain feedback on: 

• Quality of services provided 

• Timeliness and quality of communications 

• What can be done better or differently 

 

 

 



Executive Summary  
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Customer Feedback 

Process 
Office of Innovation and Technology 

Strengths 

• Most were satisfied with 

services provided by Service 

Desk 

• Positive personal and 

telephone interactions with IT 

staff 

 

 

 

 

 

 

 

Opportunities 

• Length of time it takes to 

procure new equipment 

• Software training for customers 

• Technology upgrades to meet 

industry standards 

• Services provided by End-User 

staff 



Areas of Customer Focus – Year One 

• Training 

– Effective customer service requires training for the representatives. 

• Improving tools for tracking and reporting 

– In order to improve the quality of services, tools are needed for representatives to 

troubleshoot issues, and to track and report customer requests. 

• Communication with business partners 

– Ongoing communication, coordination, and collaboration with business partners, 

stakeholders, and senior leadership is needed in order to continue to address 

customer needs. 

  

33 

Voice of the 

Customer 
Office of Innovation and Technology 
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Customer Service 

Plan 

Office of Innovation and Technology – Customer Service 

Metrics 

79% 82% 79% 83% 80% 
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Q1 
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Percent of Customers Satisfied • The department of OIT also 

uses additional operational 

metrics that have customer 

service implications, such as: 

– Availability of Internet, 

Remote Sites, Citynet Ring 

(target – 100%) 

– Percent of Incidents closed 

within SLA (target – 75%) 
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Customer Service 

Plan 
Office of Innovation and Technology 

Roll-Out Plan: 

• Establish formal technical customer service seminars for all front line staff. 

• Review all negative surveys with managers and follow-up with customers. 

• Provide End User Services technicians with work evaluation cards to be given to 

customers upon completion of their work. 

• Build a knowledgebase – to house system and/or applicable troubleshooting 

information. 

• Upgrade the Service Management tool. 

• Maintain an open dialog with business partners (e.g., budget, procurement) to 

keep them informed of our customer’s need for equipment and software 

upgrades, and fund a replacement strategy. 



 

 

 

Office of  

Human Resources 
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The Office of Human Resources is 

committed to exceeding customer 

expectations by providing clear 

communication, quality products and 

timely, flexible services. 
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Customer 

Service Vision 
Office of Human Resources 

Customer 

Service Mission 

The Office of Human Resources will 

enhance its products and services by 

utilizing technology, sharing information 

with clients, and collecting customer 

feedback. Emphasis will be placed on 

proactive communication and providing 

flexible services while ensuring merit 

principles and regulations are met. 



Executive Summary  
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Customer Feedback 

Process 
Office of Human Resources 

• Methodology 

– 3 areas were identified to measure customer service.  (Hiring Services, Benefits Administration, 

and New Hire Onboarding) 

– In July 2013, Hiring Services Focus Group were conducted 

– HR Managers and Operational Managers were invited to attend OHR Focus Groups.  3 

sessions were held.  About 15 attendees overall.   

– 9 questions were asked 

– Sessions were 1 hour  

– Facilitation was done by PhillyStat analysts 

 



Executive Summary  
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Customer Feedback 

Process 
Office of Human Resources 

Strengths 

• Customers appear to be satisfied with 

recent exam activity in the past 3 

years 

• OHR Is producing good entry level 

candidates 

• Written exams for entry level 

candidates are good 

• Within  the last 3 years tests have 

become more relevant 

• Oral exams are more relevant 

 

 

 

 

 

 

Opportunities: Year One 

• Marketing 

– OHR is visible and accessible through 

popular social media networks 

• Flexible Testing 

– Testing on weekends and evenings has 

been implemented for open-competitive 

and hard to fill jobs 

• Communication 

– Improved communication is a focus of 

the HR Manager’s Monthly meetings, 

also SharePoint is also a 

communication tool being used to build 

community and communication 

• Experience / Training 

– OHR will enforce ongoing OHR staff 

training on Civil Service Regulations to 

improve the experience and knowledge 

of OHR Staff. 

 



•Areas of Customer Focus Year One 

– Do a Cost/Benefit Analysis of administering more examinations to weekend 

administrations. 

–  SharePoint expands as a primary resource for communicating HR related policy 

changes.  

– Social Media networking launched for OHR to aid recruitment.  
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Voice of the 

Customer 
Office of Human Resources 
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Customer Service 

Plan 

Office of Human Resources 

•Customer Service Metrics 

– Testing 

• Measure customer satisfaction incorporating satisfaction with flexible testing.  

• Measure the number of candidates who learned about jobs through social media  

• Measure number of tests administered on weekends  

• Compare percentage of qualified candidates reporting for weekend tests with percentage of 

qualified candidates reporting for tests during normal business hours.  

• Report on cost per candidate tested of weekend vs weekday testing  

– Target Dates 

• Continue to measure how well department meets target dates  

• Evaluate Communication (SharePoint Site surveys) 
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Customer Service 

Plan 
Office of Human Resources 

• Training  

– OHR Hiring Services staff is currently being trained on Civil Service Regulations.  

• Roll out Plan 

– Year 1 – Do a Cost/Benefit Analysis of administering more examinations to weekend administrations.  

– Year 1- SharePoint expands as a primary resource for communicating HR related policy changes  

– Year 1 – Social Media networking launched for OHR to aid recruitment  

– Year 2 – Request an appropriate increase in budget to allow for more flexible testing  

– Year 2 –Partner with OIT to upgrade OHR website  

–  Year 2 – OHR Staff has completed at least one training on Civil Service Regulation Training  

–  Year 2 – OIT has resolved the firewall issues to allow OHR to use on-line testing.  

 



 

 

 

Department  

of Records 
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• Deliver the “wow” factor through 

customer service delivery and 

interaction 

• Embrace and Drive change 

• Be open minded 

• Pursue growth and learning 

• Build relationships with positive 

communication  

44 

Customer 

Service Vision 
Department of Records 

Customer 

Service Mission 

The Records Department’s  

mission is to provide professional 

services in a pleasant, effective and 

responsible manner to the diverse 

citizens of our community.  It also 

includes working in partnership with our 

internal customers to support the City of 

Philadelphia’s Core Values.  



Executive Summary  
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Customer Feedback 

Process 
Department of Records 

• Methodology 

– Set, Communicate, and Use Customer Service Metrics and Standards 

– Solicit feedback using survey instruments 

– Review and track responses 

– Address customer concerns 

– Communicate results to staff 

– Recognize staff whose service is noted by customers 

– Provide training in customer service skills  

 



Executive Summary  
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Customer Feedback 

Process 
Department of Records 

Strengths 

• Existing departmental culture of 

responsive service 

• Dedicated and knowledgeable 

staff 

 

 

 

 

 

 

 

 

Opportunities  

• Adapt skills to provide service to 

changing and diverse citizenry 

• Continue on-going training on the 

document retention and 

destruction policies  

• Continue training in use of 

records storage system  

 
 



• Areas of Customer Focus – Year One 

– Document Recording Services  

– Public Reference Room Services 

– Police Reports Unit Services 

– Reprographics Unit Services  

– Other Records – Public Filings 

47 

Voice of the 

Customer 
Department of Records 
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Customer Service 

Plan 
Department of Records 

•Customer service performance metrics including targets (will be 

used in future PhillyStat sessions) 

– Document Recording - Record documents within 24 hours 

– Public Reference Room - Provide requested information in 1 day  

– Police Reports - Provide report within 3 days 

– Reprographics Provide completed job within 3 days  

– Other Records – Provide in 5 days 
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Customer Service 

Plan 
Department of Records 

•Training 

– Provide training in customer service skirls. 

– Use formal and informal training models, including handouts, reprints of articles, etc.   

– Provide refresher training and training materials. 

– Communicate changes in requirements and operations days / hours to the 311 Service Center 

so accurate information can be provided via the 311 Call Center. 

– Continue to provide telephone and translation services via Global Philadelphia and Language 

Line . 

•Communications 

– Set, Communicate, and Use Customer Service Metrics and Standards. 

– Solicit customer feedback using survey instruments. 

•Roll out plan 

– Communicate customer service metrics and standards to staff.  

– Schedule staff for Customer Service Academy classes. 

– Roll out – October 2013. 

 

 



 

 

 

Department  

of Public Property 
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Customer 

Service Vision 
Department of Public Property 

Customer 

Service Mission 

Our customer service vision at the 

Department of Public Property is to 

ensure that all DPP controlled facilities 

are operated in a safe and habitable 

condition in support of our customers in 

the government and the public. 

The customer service mission of the 

 Department of Public Property is to 

 ensure the responsive and effective 

 City government operations through 

 the acquisition, disposition, lease, design, 

 construction, renovation and maintenance 

 of City properties that keeps in mind the  

needs of our customers. 
 



Executive Summary  
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Customer Feedback 

Process 
Department of Public Property 

• Methodology 

– Surveys 

– Stakeholder Focus Groups 

– Communication-weekly reports and access to department personnel 

 



Executive Summary  
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Customer Feedback 

Process 
Department of Public Property 

Strengths 

• Participant Willingness 

• New System for tracking orders 

 

 

 

 

 

 

 

Opportunities  

• Bridge Communication Gaps 

• Learn more about Stakeholders 

• Address and Correct Building 

Issues 

 
 



• Areas of Customer Focus – Year One 

– Communication. 

– Professionalism and quality of work. 

– We will be accessible through e-mail, phone or meeting invite. 

– We will advise folks of our role, mission and vision, through our stakeholder meetings and our 

website. 
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Voice of the 

Customer 
Department of Public Property 
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Customer Service 

Plan 
Department of Public Property 

• Customer service performance metrics 

– We have developed performance metrics for our facilities management division.  

Classifying our many different work types and creating 5 priority categories. 

– We are currently working on developing performance metrics for our Real Estate staff 

and Capital Divisions. 
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Customer Service 

Plan 
Department of Public Property 

• Roll Out Plan 

– Develop Customer Service Plan 

– Training   

• General Customer Service Training 

• Security Guard Customer Service Training 

– Communication 

• Weekly Look Ahead 

• Surveys 

• Quarterly Meetings 

 

 


