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&'%,;;'-(+*),-/! @,&! *F'! @0*0&'! ('>'1,2;'-*! ,@! *F'! 8$=Q! 3F'! &'%,;;'-(+*),-/! F+>'!

';'&7'(!@&,;!*F'!&'>)'9!&'/01*/!+-(!2&,%'//'/!+-(!F+>'!H''-!('>'1,2'(!)-!%,-/01*+*),-!

9)*F!8$.<.Q!

!

3F'!&'2,&*!F+/!')7F*!/'%*),-/Q!!C-!*F'!@)&/*!*9,!*F'!8$=!)/!H&)'@14!('/%&)H'(T!+/!)/!*F'!&'>)'9!

;'*F,(,1,74Q!!3F'!&'>)'9!@)-()-7/!+&'!*F'-!2&'/'-*'(!)-!*F'!&';+)-)-7!/'%*),-/Q!='%*),-/!

*F&''!+-(! @,0&!,0*1)-'! *F'! @)-()-7/! @&,;! *F'!2&,%'//! +-(!,0*%,;'/! &'>)'9`! /'%*),-! @)>'!



! [!

('/%&)H'/! *F'! &'/,0&%'/! &'V0)&'(! *,! 0-('&*+6'! *F'! 8$=`! +-(! /'%*),-! /)Z! ()/%0//'/! *F'!

@0*0&'! ('>'1,2;'-*! +-(! );21';'-*+*),-! ,@! *F'! 8$=Q! ='%*),-! /'>'-! /0;;+&)/'/! *F'!

&'>)'9!,@!*F'!/)-71'!+%%&'()*+*),-!2&,%'//Q!.,-%10/),-/!+-(!&'%,;;'-(+*),-/!+&'!,0*1)-'(!

)-!/'%*),-!')7F*Q!!! !



! ^!

3%@)'*+!BJ!!.K%!0()'*+(=!"@@$%>')()'*+!3@K%F%!

3F'! 8+*),-+1! $%%&'()*+*),-! =%F';'! J8$=K! @,&! .,;;0-)*4! <'7+1! .'-*&'/! )/! +! /'%*,&P1'(!

+%%&'()*+*),-!+-(!%'&*)@)%+*),-!2&,%'//!@,&!%,;;0-)*4!1'7+1!%'-*&'/!)-!$0/*&+1)+Q! ! C*!9+/!+!

a,)-*! )-)*)+*)>'! ,@! *F'!8+*),-+1! $//,%)+*),-! ,@! .,;;0-)*4! <'7+1! .'-*&'/! C-%! J8$.<.K! +-(!

*F'! =*+*'! +-(! 3'&&)*,&4! $//,%)+*),-/! ,@! .,;;0-)*4! <'7+1! .'-*&'/! JF'&'+@*'&T! R*F'!

$//,%)+*),-/SKQ!!!

"!#$%&'!(%)*+$,!+'!*(&!-&.&/+01&2*!+'!*(&!3"4!%)!5%.&2!%2!"00&2-%6!78!

$%%&'()*+*),-!>)+!*F'!8$=!)/!+>+)1+H1'!*,!%,;;0-)*4!1'7+1!%'-*&'/!J.<./KT!U+;)14!M),1'-%'!

?&'>'-*),-!<'7+1!='&>)%'/!JU?M<=/K!+-(!$H,&)7)-+1!+-(!3,&&'/!=*&+)*!C/1+-('&!<'7+1!='&>)%'/!

J$3=C<=K! *F+*! +&'! @011!;';H'&/!,@! +! =*+*'!,&!3'&&)*,&4!$//,%)+*),-!,@!.<./Q! ! 3F'! @)&/*! @011!

*F&''P4'+&!%4%1'!,@!*F'!8$=!9+/!%,-(0%*'(!@&,;!N"##PN"#WQ!54!O"b"Yb#WT!*F'!'-(!,@!*F'!

@)&/*!*F&''P4'+&!%4%1'T!#OY!.<./!9'&'!+%%&'()*'(!J9F)%F!)/!'V0)>+1'-*!*,![\]!,@!&'7)/*'&'(!

.<./K!+-(!+!@0&*F'&!ON!J#^]K!9'&'!)-!*F'!@)-+1!/*+7'/!,@!H')-7!+%%&'()*'(Q!!

3F'&'! 9'&'! *9,! ,&)7)-+1! ;,*)>+*)-7! @+%*,&/! @,&! *F'! 2&,a'%*! *,! ('>'1,2! +-(! )-*&,(0%'!

+%%&'()*+*),-!@,&!.<./e!

• +%! -.%+&2+! +,&! CDC! IB.(05J! (05! CDC! 2)/&0+1! (=(/01+! K)%%<L()/<&?! 1&.'/2&1! +,(+! 5%! 0%+!

,('&!+,&!(=.&&5!2,(.(2+&./1+/21!%.!'()*&1!%6!CDC1!F&#=#!+,&A!4(A!B&!6%.L-.%6/+G:!(05!

• +%! (11/1+! /0! &01*./0=! 2%01/1+&0+! @*()/+A! 1&.'/2&1! +%! CDC! 2)/&0+1! (05! &66&2+/'&! (05!

&66/2/&0+!%-&.(+/%01;#!

3F'!20&2,/'!,@!*F'!8$=!9+/!/0H/'V0'-*14!('@)-'(!+/e!!

R*,!2&,>)('!+!/'%*,&!1'(!+%%&'()*+*),-!+-(!%'&*)@)%+*),-!2&,%'//!@,&!.<./!*F+*!9)11!&'%,7-)/'!

+-(!7)>'! /022,&*! *,! +%F)'>)-7!7,,(!2&+%*)%'! )-! *F'!('1)>'&4!,@! %,;;0-)*4! 1'7+1! /'&>)%'/!

*F&,07F,0*!$0/*&+1)+QSO!!

:)>'-!*F'!+H,>'T!*F'!8$=!9+/!('>'1,2'(!0/)-7!+-!,&7+-)c+*),-+1!+-(!/'%*,&!('>'1,2;'-*!

@&+;'9,&6T!+-(!*F'!+%%&'()*+*),-!2&,%'//!9+/!*F'&'@,&'!('/)7-'(!*,e!

!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!
N!?'&/,-+1!%,&&'/2,-('-%'T!X01)+!d+11T!fZ'%0*)>'!g)&'%*,&T!8$.<.T!#Nb"hbN"#W!
O!:0)('1)-'/!*,!*F'!.'&*)@)%+*),-!+-(!$%%&'()*+*),-!?&,%'//!@,&!.,;;0-)*4!<'7+1!.'-*&'/!J##!A+4!

N"##T!&'>)/'(!N^!X0-'!N"##K!



! h!

• .&2%=0/1&!&M/1+/0=!=%%5!-.(2+/2&!/0!+,&!1&2+%.:!

• 1*--%.+!CDC1!+%!2%01%)/5(+&!=%%5!-.(2+/2&:!!

• &1+(B)/1,!(05!4(/0+(/0!1%*05!(05!&66/2/&0+!2%44*0/+A!1&.'/2&!%.=(0/1(+/%01:!(05!!

• 4(<&! 6*.+,&.! /4-.%'&4&0+1! /0! +,&! 5&)/'&.A! %6! 2%44*0/+A! )&=()! 1&.'/2&1! (05! /0!

&1+(B)/1,/0=!(05!4(/0+(/0/0=!1%*05!(05!&66/2/&0+!2%44*0/+A!1&.'/2&1!%.=(0/1(+/%01#!

3F'!6'4!'1';'-*/!,@!*F'!8$=!+&'!+/!@,11,9/e!

• +,&!822.&5/+(+/%0!C./+&./(3!>,/2,!/02)*5&!+,&!0/0&!9&.'/2&!9+(05(.51!%6!!+,&!C%44*0/+A!

D&=()! 9&.'/2&1!N.%=.(4!F2*..&0+!(+!;O""G3! +,&!-.%=.(4!*05&.!>,/2,! +,&!4(P%./+A!%6!

CDC1!(.&!6*05&53!(05!+,&!Q(05(+%.A!9+(05(.51!%6!78CDC?1!R/1<!Q(0(=&4&0+!S*/5&:!

• +,&! 9+(05(.51! (05! N&.6%.4(02&! N(+,>(A! F9NNG3! +,&! %0L)/0&! -%.+()! >,/2,! 2%0+(/01!

&'&.A! 9+(05(.5! .&)&'(0+! 6%.! +,&! 2%44*0/+A! )&=()! 1&2+%.! (05! >,/2,! 5&6/0&1! +,&!

&'/5&02&!.&@*/.&5!+%!5&4%01+.(+&!2%4-)/(02&!>/+,!&(2,!9+(05(.5:!

• +,&! 7(+/%0()! 822.&5/+(+/%0! 92,&4&! S*/5&)/0&13! >,/2,! 5&6/0&! +,&! -.%2&11&1! (05!

-./02/-)&1!>,/2,!*05&.-/0!+,&!789:!(05!

• +,&! C&.+/6/2(+/%0! R*)&13! >,/2,! 1-&2/6A! +,&! .&@*/.&4&0+1! %6! +,&! (22.&5/+(+/%0! (05!

2&.+/6/2(+/%0! -.%2&11! 0&2&11(.A! 6%.! 78CDC! (1! C&.+/6/&.! +%! =.(0+! (! )/2&02&! 6%.! *1&! %6!

78CDC?1!C&.+/6/2(+/%0!$.(5&4(.<#!!!

3F'!=*+-(+&(/!+-(!*,,1/!+&'!,0*1)-'(!)-!$22'-()Z!NQ!

!"#$%&'()&*$%+"(%,-,#,.,$%&

3F'!8$=!9+/!('>'1,2'(!+-(!'/*+H1)/F'(!+/!+!a,)-*!)-)*)+*)>'!+-(!2&,a'%*!,@!*F'!8$.<.!+-(!

*F'! =*+*'! +-(! 3'&&)*,&4! $//,%)+*),-/`! 8$.<.! +-(! *F'! $//,%)+*),-/! F+>'! %,;21';'-*+&4!

&,1'/!)-!*F'!7,>'&-+-%'T!('>'1,2;'-*!+-(!);21';'-*+*),-!,@!*F'!=%F';'Q!

!

D-('&! *F'!;,('1! +(,2*'(T! 8$.<.! ,9-/! *F'! .'&*)@)%+*),-! 3&+('!A+&6! J.3AK! +-(! F,1(/!

1'7+1!&'/2,-/)H)1)*4!+/!*F'!.'&*)@)'&Q!!8$.<.!;+4!+0*F,&)/'!,-'!,&!;,&'!i2'&/,-/_!*,!+%*!+/!

+!.'&*)@)'&!+-(!*,!7&+-*!1)%'-%'/!*,!0/'!*F'!.3A!)-!+%%,&(+-%'!9)*F!1)%'-%'!*'&;/Q!C-!*F'!

@)&/*! %4%1'T! 8$.<.! +0*F,&)c'(! *F'! =*+*'! $//,%)+*),-/! ,@! .<./! )-! L0''-/1+-(! JL1(KT! 8'9!

=,0*F! G+1'/! J8=GKT! M)%*,&)+! JM)%K! +-(! G'/*'&-! $0/*&+1)+! JG$K! *,! +%*! +/! .'&*)@)'&/! )-!

+%%,&(+-%'!9)*F!*F'!8$=Q!!

!

8$.<.! )/! +1/,! &'/2,-/)H1'! @,&! *F'!-+*),-+1! %,,&()-+*),-! +-(! +(;)-)/*&+*),-!,@! *F'!,>'&P

+&%F)-7! @&+;'9,&6! ,@! *F'! 8$=T! +-(! %F+&7'(! 9)*F! '-/0&)-7! -+*),-+1! %,-/)/*'-%4! ,@! )*/!



! #"!

F)7F'&! 1'>'1! );21';'-*+*),-Q! 3F)/! 9,&6! )/! 0-('&*+6'-! H4! *F'! 8$.<.! /'%&'*+&)+*! +-(!

7,>'&-'(! +-(! /022,&*'(! H4! *F'! 8$.<.! A+-+7';'-*! .,;;)**''Q! J3F'! 1'+('&/F)2! +-(!

%,,&()-+*),-! &,1'/! 0-('&*+6'-! H4! 8$.<.! (,! -,*T! F,9'>'&T! 2&'%10('! *F'! 2,//)H)1)*4! ,@!

/,;'!>+&)+-%'!)-!*F'!;+--'&!,@!(+4!*,!(+4!+(;)-)/*&+*),-!+*!*F'!/*+*'!1'>'1QK!

!

=*+*'! +-(! 3'&&)*,&4! $//,%)+*),-/! +&'! &'/2,-/)H1'! @,&! 1'+()-7T! 2&,;,*)-7T! /022,&*)-7! +-(!

@+%)1)*+*)-7! 1,%+1! );21';'-*+*),-T! +-(! @,&! ()/*&)H0*)-7! )-@,&;+*),-! +H,0*! +%%&'()*+*),-T!

)-%10()-7!*F'!20&2,/'!+-(!2&,%'//'/!,@!*F'!8$=Q!

!

C-! +(()*),-T! *F,/'! =*+*'! +-(! 3'&&)*,&4! $//,%)+*),-/! )-! 8=GT! L1(T! M)%! +-(!G$! *F+*! F+>'!

@0-('(!/'%&'*+&)+*/!+-(!F+>'!H''-!+0*F,&)c'(!H4!8$.<.!+/!.'&*)@)'&/T!F+>'!*F'!,H1)7+*),-/!

,@!*F'!.'&*)@)'&!+/!2&'/%&)H'(!)-!*F'!I01'/Q!!$1/,T!*F'4!F+>'!'+%F!+*!()@@'&'-*!*);'/!+-(!@,&!

()@@'&'-*!2'&),(/T!';21,4'(!+-(!F+(!&'/2,-/)H)1)*4!@,&!/022,&*)-7!+-(!1)-'P;+-+7)-7!*F')&!

I'7),-+1! $%%&'()*+*),-! .,,&()-+*,&Q! C-! *F,/'! a0&)/()%*),-/T! *F'! +&&+-7';'-*/! +&'!

@,&;+1)c'(! >)+! +! A';,&+-(0;! ,@! D-('&/*+-()-7! JAEDK! H'*9''-! 8$.<.! +-(! *F'!

$//,%)+*),-T!+-(!AED/!H'*9''-!*F'!=*+*'!$//,%)+*),-!+-(!'+%F!2+&*)%)2+*)-7!.<.Q!!!

C-! *F,/'! a0&)/()%*),-/! 9F'&'! *F'! $//,%)+*),-! )/! -,*! *F'! .'&*)@)'&T! H0*! 9F'&'! 8$.<.!

2'&@,&;/! *F+*! @0-%*),-T! *F'! 8+*),-+1! $%%&'()*+*),-! .,,&()-+*,&! 0-('&*+6'/! *F'!

+%%&'()*+*),-!&'>)'9!@,&!'+%F!.<.!+-(!('%)/),-/!&'7+&()-7!+%%&'()*+*),-!+-(!%'&*)@)%+*),-!

+&'!;+('!H4!8$.<.Q!!C-!*F,/'!a0&)/()%*),-/T!8$.<.!F+/!AED/T!'//'-*)+114!*F'!/+;'!+/!*F'!

=*+*'/_T!9)*F!'+%F!,@!*F'!2+&*)%)2+*)-7!.<./Q!!

!

/00*$),.'.,"(&1*"0$%%&

3F'!6'4!/*'2/!)-!*F'!+%%&'()*+*),-!2&,%'//!@,&!2+&*)%)2+*)-7!.<./!+&'!+/!@,11,9/e!!

• $,&! CDC! 2%4-)&+&1! (0! %0L)/0&! 1&)6L(11&114&0+! '/(! +,&! -%.+()3! (05! (! >%.<! -)(0! /1!

(*+%4(+/2())A!=&0&.(+&5#!

• $,&!822.&5/+(+/%0!C%%.5/0(+%.!.&'/&>1!+,&!1&)6L(11&114&0+!.&-%.+!(05!&'/5&02&!-(2<!

(05!.&@*&1+1!6*.+,&.!5%2*4&0+1!(05!&'/5&02&#!

• 8! 1/+&! '/1/+! /1! 2%05*2+&5! BA! +,&!822.&5/+(+/%0!C%%.5/0(+%.! /02)*5/0=! /0+&.'/&>1!>/+,!

<&A! 1+(663! '%)*0+&&.1! (05! (! 2)/&0+3! (! 1(6&+A!T! (22&11! (*5/+3! (05! (! .&'/&>! %6! +,&!4%1+!

.&2&0+!-.%6&11/%0()!/05&40/+A!/01*.(02&!FNUUG!2.%11L2,&2<!.&-%.+#!!



! ##!

• N./%.! +%! 2%4-)&+/%0! %6! +,&! 1/+&! '/1/+3! +,&! 822.&5/+(+/%0! C%%.5/0(+%.! 2%05*2+1! (!

2%4-.&,&01/'&!&M/+! /0+&.'/&>!>/+,!<&A!4(0(=&4&0+! 1+(663! +%! /06%.4! +,&4!(B%*+! +,&!

.&2%44&05(+/%01!+%!B&!4(5&!(05!+,&!0&M+!1+&-1#!

• U0! 2%01*)+(+/%0!>/+,! +,&! CDC3! +,&! 822.&5/+(+/%0! C%%.5/0(+%.! -.&-(.&1! (! 5.(6+! .&-%.+!!

>,/2,!+,&!CDC!*1&1!+%!5&'&)%-!+,&/.!6/0()!>%.<-)(0#!!$,(+!>%.<-)(0!/02)*5&1!5(+&1!6%.!

2%4-)&+/%0!%6!+(1<1!(05!+,&!-&.1%0V-&%-)&!.&1-%01/B)&!6%.!&(2,!(2+/%0#!!

• $,&!822.&5/+(+/%0!C%%.5/0(+%.! 2%4-)&+&1! +,&! .&-%.+! /02)*5/0=!(! .&2%44&05(+/%0!(1!

+%! +,&! (--.%-./(+&! (22.&5/+(+/%0! +/&.3! (05! 1*B4/+1! +,&! .&-%.+3! (=.&&5!>%.<-)(03! (05!

&'/5&02&!%6!NUU!2.%112,&2<!.&1*)+!+%!+,&!.&)&'(0+!C&.+/6/&.!!

• $,&! C&.+/6/&.!4(A! (1<! 6%.! 6*.+,&.! /06%.4(+/%0! -./%.! +%!4(</0=! ,&.V,/1! (22.&5/+(+/%0!

(05!2&.+/6/2(+/%0!5&2/1/%0#!

/00*$),.'.,"(&2,$*%&

3F'&'!+&'!*F&''!+%%&'()*+*),-!*)'&/Q!!

.'%$!B!X!"@@$%>')%>!!

3F'!,&7+-)c+*),-!F+/!(';,-/*&+*'(!%,;21)+-%'!9)*F!+11!*F'!=*+-(+&(/!+*!*F'!*);'!,@!*F'!

,-/)*'!>)/)*Q!$!.<.!9F)%F! )/!+//'//'(!+/!3)'&!E-'!*F'-!('>'1,2/!J)-!%,-/01*+*),-!9)*F!*F'!

$.K! +!9,&621+-! ,0*1)-)-7! F,9! )*!9)11! );21';'-*! /'1'%*'(! V0+1)*4! );2&,>';'-*! +%*)>)*)'/!

,>'&!*F'!-'Z*!2'&),(Q!!3F)/!9,&621+-!)/!&'2,&*'(!+7+)-/*!,-!+!/)Z!;,-*F14!H+/)/Q!!

.'%$!M!X!"@@$%>')%>!

3F'!,&7+-)c+*),-!F+/!+%F)'>'(!2+&*)+1!%,;21)+-%'!+7+)-/*!*F'!=*+-(+&(/!+*!*F'!*);'!,@!*F'!

,-/)*'!>)/)*Q!3F'!%'-*&'!;0/*!('>'1,2!+-!+7&''(!9,&621+-T!(';,-/*&+*'!*F+*!)*!)/!+%*)>'14!

9,&6)-7!*,9+&(/!@0&*F'&!%,;21)+-%'!+-(!&'2,&*!,-!)*/!+%*),-/!/)Z!;,-*F14Q!

.'%$!H!X!0*)!"@@$%>')%>!

3F'!%'-*&'!%+--,*!(';,-/*&+*'!+!/+*)/@+%*,&4!%,;21)+-%'!+7+)-/*!*F'!=*+-(+&(/!+-(!F+/!

-,*!/F,9-!+!/+*)/@+%*,&4!%,;;)*;'-*!*,!9,&6)-7!*,9+&(/!&'+%F)-7!%,;21)+-%'Q!!

!

.<./! *F+*! +&'! @,0-(! *,! F+>'! ;'*! *F'! $%%&'()*+*),-! .&)*'&)+! +&'! 2&,>)('(! 9)*F! +-!

+%%&'()*+*),-! /*+*0/! +*! 3)'&! #! ,&! 3)'&! N! 1'>'1! +-(! %'&*)@)%+*),-! +-(! +22&,>+1! *,! 0/'! *F'!

8$.<.!.3A!+-(!()/21+4!+!.'&*)@)%+*'!,@!$%%&'()*+*),-!+-(!.'&*)@)%+*),-Q!3F'/'!2&,>)('!+!

>)/)H1'!/)7-)@)'&! *,!%1)'-*/!+-(!/*+6'F,1('&/!,@! *F'!V0+1)*4!,@! *F'!,&7+-)/+*),-_/!2&,%'//'/!

+-(!;+-+7';'-*!+-(!)*/!,2'--'//!*,!'Z*'&-+1!&'>)'9Q!



! #N!

/00*$),.'.,"(&3""*),('."*%&

3,!/022,&*!.<./!)-!*F')&!2&'2+&+*),-!@,&!+%%&'()*+*),-!+-(!*,!%,,&()-+*'!*F'!+%%&'()*+*),-!

2&,%'//!-+*),-+114!+-(!&'7),-+114T!*F'!@,11,9)-7!+&&+-7';'-*/!9'&'!20*!)-*,!21+%'e!!!!!!!!!!!

• 8! 7(+/%0()! 822.&5/+(+/%0! C%%.5/0(+%.! -%1/+/%0! >(1! &1+(B)/1,&5! >/+,/0! 78CDC! +%! (11/1+!

(05! (11&11! 2&0+.&1! /0! $(14(0/(! F$(1G3! 9%*+,! 8*1+.()/(! F98G3! +,&! 8*1+.()/(0! C(-/+()!

$&../+%.A! F8C$G! (05! +,&! 7%.+,&.0! $&../+%.A! F7$G! 6%.! (22.&5/+(+/%03! (05! +%! -.%'/5&!

0(+/%0()! )&(5&.1,/-! (05! 2%%.5/0(+&! /4-)&4&0+(+/%0! %6! +,&! 12,&4&3! &01*./0=! 0(+/%0()!

2%01/1+&02A:!

• N)(01! >&.&! 5&'&)%-&5! (05! 6*05/0=! 1&2*.&5! +%! -)(2&! 6%*.! R&=/%0()! 822.&5/+(+/%0!

C%%.5/0(+%.1!FR8C1G!/0!79H3!W)53!X/2!(05!H8#!$,&!R8C1!>&.&!1/+&5!>/+,!(05!4(0(=&5!BA!

+,&!9+(+&!811%2/(+/%01#!!

/++#,0'.,"(& ."& 4'5,#6& 7,"#$(0$& 1*$8$(.,"(& 9$:'#& ;$*8,0$%& '()& /-"*,:,('#& '()& 2"**$%&

;.*',.&<%#'()$*&9$:'#&;$*8,0$%&

3F'!2&,7&+;!/*&0%*0&'!,@!*F'!U+;)14!M),1'-%'!?&'>'-*),-!<'7+1!='&>)%'/!JUM?<=/K!;)&&,&/!

*F+*!,@!*F'!.,;;0-)*4!<'7+1!='&>)%'/!?&,7&+;T!9)*F!/,;'!^"]!,@!*F'!.<=?!/*+-(+&(/!+1/,!

+221)%+H1'! *,! *F'! UM?<=! /'%*,&Q! ! d+>)-7! /''-! 8$.<._/! =??T! *F'! UM?<=! ?&,7&+;!

A+-+7';'-*! /'%*),-! ,@! *F'! $**,&-'4P:'-'&+1_/! g'2+&*;'-*! 2+)(! 58:! *,! ('>'1,2! +!

/2'%)@)%! =??! @,&! C-()7'-,0/! <'7+1! ='&>)%'/Q! ! D-('&! *F)/! +&&+-7';'-*T! C-()7'-,0/! <'7+1!

='&>)%'/!*F+*!9'&'!@011!;';H'&/!,@!.<.!$//,%)+*),-/!F+(!*F'!,2*),-!,@!0-('&*+6)-7!*F')&!

+//'//;'-*!>)+!*F'!.<.!=??!,&!0*)1)/)-7!*F'!('()%+*'(!C-()7'-,0/!<'7+1!='&>)%'/!=??Q!

!$#'.$)&,(=*'%.*>0.>*$&

f/*+H1)/F;'-*!,@!*F'!8$=!&'V0)&'(!('*'&;)-)-7!*F'!H,0-(+&)'/!H'*9''-!*F'!=%F';'!+-(!

*9,!2&'P'Z)/*)-7! /4/*';/T!-+;'14! *F'!.<=?!='&>)%'! =*+-(+&(!+0()*/T! +-(! *F'! %,;21)+-%'!

%&,//P%F'%6! %,-(0%*'(! H4! ?CC! %&,//P%F'%6'&/! 0-('&! 8$.<._/! 8+*),-+1! ?CC! =%F';'! )-!

&'1+*),-!*,!%,;21)+-%'!9)*F!*F'!A+-(+*,&4!=*+-(+&(/!,@!*F'!I)/6!A+-+7';'-*!:0)('Q!

!

Y'Z -*FFE+')G!2%A(=!3%@)*$!4$*A$(F!(@RE'))(=!
E-'! ,@! *F'! 1,-7P/*+-()-7! &'V0)&';'-*/! ,@! *F'! .,;;,-9'+1*F! 0-('&! *F'! .<=! @0-()-7!

?&,7&+;!9+/!*F+*!*F'!=*+*'!?&,7&+;!A+-+7'&/!+-(!*F'!.,;;,-9'+1*F!0-('&*,,6!='&>)%'!

=*+-(+&(/! +0()*/! ,@! +*! 1'+/*! \"]! ,@! @0-('(! /'&>)%'/! ,>'&! *F'! *F&''P4'+&! 2'&),(! ,@! *F'!

@0-()-7!%4%1'Q!!



! #O!

C-! '/*+H1)/F)-7! *F'! 8$=T! 8$.<.! -'7,*)+*'(! 9)*F! *F'! .,;;,-9'+1*F! :,>'&-;'-*! +-(!

/,;'!=*+*'!?&,7&+;!A+-+7'&/!J=?A/K!*,!*&)+1!i+!/)-71'!2&,%'//_!@,&!&'>)'9T!9F'&'H4!=?A/!

9,01(! 0/'! +7&''(! )-@,&;+*),-! 7'-'&+*'(! *F&,07F! *F'! $%%&'()*+*),-! 2&,%'//! *,! /+*)/@4!

*F';/'1>'/! *F+*! *F'! &'V0)&';'-*/! ,@! *F'! .<=! ?&,7&+;! 9'&'! H')-7! ;'*Q! ! ?+&*)%)2+*)-7!

a0&)/()%*),-/!9'&'!8=GT!$.3T!=$T!83!+-(!L1(Q!!!

I,0*)-'! +0()*/! ,@! .<./! 9'&'! /0/2'-('(! @,&! *F'! (0&+*),-! ,@! *F'! *&)+1Q! d,9'>'&T! =?A/!

&'*+)-'(!*F'!&)7F*!*,!%,-(0%*!+-!+0()*!)-!'Z%'2*),-+1!%)&%0;/*+-%'/Q!

Y''Z 7+)%$(@)'*+!N')K!)K%!477!@$*,,[@K%@S!U$*@%,,!
$*! *F'! ,0*/'*! ,@! *F'! %4%1'T! )*!9+/! +7&''(! *F+*! *F'! +//'//;'-*! ,@! +! .'-*&'_/! %,;21)+-%'!

9)*F! *F'!A+-(+*,&4! =*+-(+&(/! ,@! *F'! I)/6!A+-+7';'-*! :0)('! JIA:K! 9+/! *,! %,-*)-0'!

,2'&+*)-7!+/!)*!9+/!+*!*F+*!*);'!0-('&!*F'!8+*),-+1!?CC!=%F';'T!+-(!*F+*!*F'!+%%&'()*+*),-!

2&,%'//!9,01(!/''6! )-@,&;+*),-!@&,;!*F'!=*+*'b3'&&)*,&4!.,,&()-+*,&!,@! *F'!8+*),-+1!?CC!

=%F';'!,-!IA:!%,;21)+-%'Q!!

! !



! #W!

3%@)'*+!MJ!!.K%!0"3!;%&'%N!(+>!5%)K*>*=*AG!

3F'! &'>)'9! 0/'(! +! ;)Z'(! ;'*F,(/! +22&,+%F! +-(! 9+/! 7&,0-('(! )-! *F'! $%*),-+H1'!

f>+10+*),-! @&+;'9,&6! 2),-''&'(! H4! fQ! X+-'! g+>)(/,-T! ?FQgQ! 3F'! &'>)'9! )-%,&2,&+*'(!

*F&''!'1';'-*/e!+!&'>)'9!,@!'Z)/*)-7!(+*+!+-(!(,%0;'-*+*),-!F'1(!H4!8$.<.`!V0+1)*+*)>'!

)-*'&>)'9/!+-(!+-!,-P1)-'T!2&'(,;)-+-*14!V0+-*)*+*)>'T!/0&>'4Q!

$-+14/)/!,@!'Z)/*)-7!(,%0;'-*+*),-!+-(!(+*+!

$-+14/)/!9+/!%,-(0%*'(!,-!*F'!@,11,9)-7e!!

• $,%1&!/+&41!%6!+,&!78CDC!800*()!C&01*1!;O"Y!>,/2,!1%*=,+!6&&5B(2<!%0!+,&!789:!

• $,&!0*4B&.!%6!.&=/1+.(0+1!6%.!+,&!9NN!(05!Q9Z3!(05!%+,&.!5(+(!.&-%.+1!=&0&.(+&5!BA![7S:!

• 789!+%%)13!/02)*5/0=!+,&!9NN!(05!Q9Z:!

• \(+(!%0!+,&!2*..&0+!(22.&5/+(+/%0!1+(+*1!%6!CDC1!F0(+/%0()!(05!1+(+&3!0%+!/05/'/5*()G:!

• \.(6+!(05!6/0()!'&.1/%01!%6!<&A!5&6/0/+/%0()!5%2*4&0+13!/02)*5/0=!+,&!!"#$%&#'%()*+)*,%)

-%.*#/#01*#+')1'$)200.%$#*1*#+')3.+0%(()/+.)-+44"'#*5)6%71&)-%'*.%(8!(05!+,&!8CCCL

&05%.1&5!92-6-!-%.*#/#01*#+'):"&%()!+;%.'#'7)*,%)<0,%4%=!

• 78CDC!=.&A!)/+&.(+*.&!%0!+,&!&1+(B)/1,4&0+!(05!/4-)&4&0+(+/%0!%6!+,&!92,&4&3!/02)*5/0=!

Q&4%.(05(!%6!]05&.1+(05/0=!>/+,!811%2/(+/%01!(05!CDC1:!(05!

• 9%4&!B(2<=.%*05!4(+&./()!%*+)/0/0=!+,&!5&'&)%-4&0+!%6!+,&!789!4%5&)!(05!6&&5B(2<!

%B+(/0&5!%0!+,(+!4%5&)#!!!

C-*'&>)'9/!JV0+1)*+*)>'!(+*+K!

=';)P/*&0%*0&'(! )-*'&>)'9/!9'&'!%,-(0%*'(!')*F'&!>)+! *'1'2F,-'!,&! @+%'! *,! @+%'!9)*F!O#!

6'4!)-@,&;+-*/T!,>'&!*F'!2'&),(!A+&%F!*,!$070/*!N"#WQ!!B'4!)-@,&;+-*/!9'&'!/'1'%*'(!)-!

%,-/01*+*),-! 9)*F! 8$.<.! +-(! 0/)-7! 20&2,/)>'! /+;21)-7 W *,! '-/0&'! +('V0+*'!

&'2&'/'-*+*),-! ,@! *F'! ()>'&/'! /*+6'F,1('&/! )->,1>'(! )-! *F'! 8$=Q! 3F,/'! )-@,&;+-*/!

)-%10('(e!

• R&-.&1&0+(+/'&1! %6! -(.+/2/-(+/0=!CDC1! F1&)&2+&5! +%! .&6)&2+! 5/'&.1/+A! /02)*5/0=! /0! )%2(+/%03!

1&.'/2&!-.%6/)&!(05!1/^&V.&1%*.2&1G!(05!_(4/)A!X/%)&02&!N.&'&0+/%0!D&=()!9&.'/2&1:!

• $,&!9+(+&!(05!C%44%0>&()+,!CD9!N.%=.(4!Q(0(=&.1:!

• $,&!85'/1%.3!U05/=&0%*1!N.%=.(413!\&-(.+4&0+!%6!N./4&!Q/0/1+&.!(05!C(B/0&+:!!

!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!
W!R?0&2,/)>'! /+;21)-7! )/! ,-'! *F+*! )/! /'1'%*'(! H+/'(! ,-! *F'! 6-,91'(7'! ,@! +! 2,201+*),-! +-(! *F'!
20&2,/'!,@!*F'!/*0(4Q!!3F'!/0Ha'%*/!+&'!/'1'%*'(!H'%+0/'!,@!/,;'!%F+&+%*'&)/*)%ST!)-!*F)/!)-/*+-%'!
*F')&!&,1'!)-!&'1+*),-!*,T!,&!*F')&!2'&/2'%*)>'!,-T!*F'!8$=Q!
F**2ebb2/4%F,1,74Q0%(+>)/Q'(0b@+%01*4j/)*'/b/,;;'&Hb/,;;'&(';,b/+;21)-7b*42'/QF*;!



! #\!

• `(2,!R&=/%0()!822.&5/+(+/%0!C%%.5/0(+%.:!!

• a&A!/06%.4(0+1!>/+,/0!&(2,!9+(+&V$&../+%.A!811%2/(+/%0:!!

• 9%4&!`M&2*+/'&!\/.&2+%.1!%6!D&=()!8/5:!!

• $,&!.&)&'(0+!\/.&2+%.!(+![.&(</0=!7&>!S.%*05:!!

• Q&4B&.1!%6!+,&!78CDC!Q(0(=&4&0+!C%44/++&&:!!

• $,&!78CDC!`M&2*+/'&!\/.&2+%.:!(05!!

• $,&!7(+/%0()!822.&5/+(+/%0!C%%.5/0(+%.#!

9(&!'://!/%)*!+'!%2*&$.%&;&&)!%)!<**<=(&-!<*!"00&2-%6!>8!!!

!

C-!+(()*),-T!7&,02!%,-/01*+*),-/!9'&'!%,-(0%*'(!9)*Fe!

• $,&!822.&5/+(+/%0!C%%.5/0(+%.1!F.&=/%0()!(05!0(+/%0()G!F;!=.%*-!2%01*)+(+/%01G:!

• $,&!78CDC!Q(0(=&4&0+!C%44/++&&:!(05!

• $,%1&!C%44%0>&()+,!(05!9+(+&!N.%=.(4!Q(0(=&.1!('(/)(B)&!%0!";+,!Q(.2,!;O"b#!

=0&>'4!JV0+-*)*+*)>'!(+*+K!

$-! +-,-4;,0/T! ,-P1)-'! /0&>'4!9+/! ('>'1,2'(! @,&! *F'! .<./! *F+*! F+(! 2+&*)%)2+*'(! )-! *F'!

8$=Q! ! 3F'! /0&>'4T! 9F)%F! 9+/! 2&'(,;)-+-*14! H0*! -,*! 'Z%10/)>'14! V0+-*)*+*)>'T! 9+/!

()/*&)H0*'(!*,!+11!2+&*)%)2+*)-7!.<./! )-!$0/*&+1)+Q! !$11!.<.!/*+@@!;';H'&/!+-(!;';H'&/!,@!

A+-+7';'-*b:,>'&-+-%'! .,;;)**''/! ,&! 5,+&(/! 9'&'! )->)*'(! *,! %,;21'*'! *F'! /0&>'4T!

+-(!+! *,*+1!,@!#"^!2',21'! &'/2,-('(Q! C*! )/!-,*!2,//)H1'! *,! %+1%01+*'! *F'!-0;H'&!,@!.<./!

*F+*!&'/2,-('(!*,!*F'!/0&>'4!+/!*F'!/0&>'4!9+/!+-,-4;,0/!+-(!/,;'!.<./!F+(!;,&'!*F+-!

,-'!)-()>)(0+1!%,;21'*'!*F'!/0&>'4!J@,&! )-/*+-%'T!,-'!.<.!F+(!/0&>'4/!%,;21'*'(!H4!*F'!

fZ'%0*)>'!E@@)%'&T!?&)-%)2+1!=,1)%)*,&!+-(!+!5,+&(!;';H'&KQ!!!

!

3F'!/0&>'4!&'/2,-('-*/!9'&'!+/!@,11,9/e!

• !"#$%! bYc! %6! .&1-%05&0+1! >&.&! `M&2*+/'&! Z66/2&.1VQ(0(=&.1:! ;;c! >&.&! N./02/-()!

D(>A&.13! >/+,! +,&! .&4(/0/0=! Ydc! /02)*5/0=! 854/0/1+.(+%.13! 4&4B&.1VC,(/.1! %6!

Q(0(=&4&0+!C%44/++&&13!)(>A&.1!(05!%+,&.1:!

• &"'()*"+%!79H3!W)53!X/2!(05!H8!(22%*0+&5!6%.!(--.%M/4(+&)A!;Oc!%6!.&1-%05&0+1!&(2,3!

>/+,!+,&!.&4(/05&.!5.(>0!6.%4!8C$!FbcG3!7$!FYcG3!98!FecG!(05!$(1!FfcG:!

• ,$-.*'$/0*1$%!+,&!1/0=)&!)(.=&1+!-.%-%.+/%0!%6!.&1-%05&0+1!L!Ygc!L!>&.&!6.%4!CDC1!>/+,!(!

+%+()!(*5/+&5! /02%4&!/0!;O";L"Y!%6!B&+>&&0!hdOO3OOOLh"3OOO3OOO:!;bc!>&.&!6.%4!CDC1!

>/+,!(0! /02%4&!%6! )&11! +,(0!hdOO3OOO!(05!""c!>&.&! 6.%4!CDC1!>/+,!(0! /02%4&!=.&(+&.!

+,(0!h;3OOO3OOO#!



! #Y!

9(&!):$.&,!%2)*$:1&2*!%)!<**<=(&-!<*!"00&2-%6!?8!

-*FU($'+A!V'+>'+A,!(@$*,,!$*=%,!(+>!\E$',>'@)'*+,!!

3F'&'! )/! &'1+*)>'14! 1)**1'!+22+&'-*!()@@'&'-%'! )-!/0&>'4!&'/2,-/'/!+%&,//!()@@'&'-*!&,1'/Q!$!

@'9! ()@@'&'-%'/! /'';! +22+&'-*! H'*9''-! a0&)/()%*),-/T! +-(! 9F'&'! *F)/! )/! *F'! %+/'! *F+*!

()@@'&'-%'!)*!F+/!H''-!-,*'(!)-!*F'!&'2,&*Q!d,9'>'&T!-,*!+11!&'/2,-('-*/!+-/9'&'(!+11!*F'!

V0'/*),-/!+-(!*F'!-0;H'&/!+&'!-,*!F)7F!J+22&,Z);+*'14!N"!&'/2,-('-*/!'+%F!@&,;!8=G!

L1(T! M)%! +-(!G$KQ! 3F'/'! %,;2+&)/,-/!;+4! -,*! H'!;'+-)-7@01! ,&! /*+*)/*)%+114! >+1)(T! +-(!

*F'&'@,&'!/F,01(!H'!*&'+*'(!9)*F!%+0*),-Q!!

!

! !



! #[!

3%@)'*+!HJ!4$*@%,,!;%&'%N!

“We used the whole process as part of our overall reinvention under our 
new CEO . .  .  Brilliant process.” (Survey Respondent.) 

!

“(The) resources were effective in getting accreditation. The resources were 
not effective at all in improving the CLC.” (Survey Respondent.) 
!

<E%,)'*+!B]!:K()!N(,!)K%!RE(=')G!*V!)K%!U$*A$(F^,!@*+)%+)!(+>!>%,'A+!(+>!

K*N!N%==!N(,!')!'FU=%F%+)%>_!!

E>'&+11T!*F'!;+a,&)*4!,@!&'/2,-('-*/!%,-/)('&'(!*F'!2&,7&+;!*,,1/!+-(!2&,%'//'/!*,!H'!,@!

+!F)7F!V0+1)*4T!+-(!*F'!2&,7&+;!);21';'-*+*),-!*,!H'!'@@'%*)>'Q!3F'&'!9+/!+!F)7F!1'>'1!,@!

&'7+&(!@,&!*F'!/6)11@01!+-(!&'/2'%*@01!9+4/!)-!9F)%F!*F'!$%%&'()*+*),-!.,,&()-+*,&/!9,&6'(!

9)*F! *F'! .<./Q!E*F'&! /*+6'F,1('&/! 2&+)/'(! *F'! *,,1/! +-(! )-! 2+&*)%01+&T! *F'!A+-+7';'-*!

=022,&*! E-P1)-'! JA=EKT! *F'! 9'H/)*'! +-(! *F'! V0)cc'/T! ('/%&)H'(! H4! ,-'! /*+6'F,1('&! +/!

R@+-*+/*)%SQ!!d,9'>'&T!+!/;+11!-0;H'&!,@!/*+6'F,1('&/!'Z2'&)'-%'(!*'%F-)%+1!)//0'/!1)-6'(!

*,! 1+%6! ,@! (,9-1,+(! %+2+%)*4`! *F'! 0-9)'1()-'//! ,@! *F'! =??! +-(! @&0/*&+*),-!9)*F! >+&),0/!

+/2'%*/!,@!(,%0;'-*+*),-T! )-%10()-7!%,;21'Z)*4T!(021)%+*),-!+-(!,0*!,@!(+*'!)-@,&;+*),-!

J'Q7Q! *F'! 0/'! ,@! R2&,H+*),-+&4! 2'&),(S! )-/*'+(! ,@! R;)-);0;! ';21,4;'-*S! P! BCCKQ! E-'!

/0&>'4! &'/2,-('-*! %+11'(! @,&! ?1+)-! f-71)/F! (,%0;'-*+*),-T! /+4)-7! *F+*! *F'! R=+10/&6!

=+2.+/:*&-! /<25:<5&!:)&-!8! 8! 8!1<-&!%*!(<$-!*+!5&*!+*(&$)!*+!0<$*%=%0<*&@Q! !='>'&+1!,@!*F'!

$./!'%F,'(!*F'!%,-%'&-/!+H,0*!*F'!i,>'&9F'1;)-7_!+//'//;'-*!*,,1T!1+%6!,@!%1+&)*4!+H,0*!

*F'! 2&,%'//'/! +-(! )-%,-/)/*'-*! %,;;0-)%+*),-Q! 3F'! AED/! 9'&'! %,-/)('&'(! *,! H'!

0--'%'//+&)14!%,;21'Z!H4!/,;'!/*+6'F,1('&/!+-(!*F'&'!9'&'!2'&%'2*),-/!*F+*!/,;'!,@!*F'!

='&>)%'!=*+-(+&(/!V0)c!V0'/*),-/!&'21)%+*'!+/2'%*/!,@!*F'!?CC!%&,//%F'%6Q!!

!

<,,6)-7! /2'%)@)%+114! +*! *F'! )**=,! (+>! U$*@%,,%,T! /0&>'4! &'/2,-('-*/! )('-*)@)'(! *F'!

@,11,9)-7!'1';'-*/!+/!*F'!;,/*!'@@'%*)>'e!!

• $,&!.&2%44&05(+/%01!(05!+,&!.&-%.+!BA!+,&!822.&5/+(+/%0!C%%.5/0(+%.!F.(+&5!(1!&66&2+/'&!

%.!'&.A!&66&2+/'&!BA!i;c!%6!1*.'&A!.&1-%05&0+1G:!

• $,&!1*--%.+!(05!(11/1+(02&!-.%'/5&5!BA!+,&!822.&5/+(+/%0!C%%.5/0(+%.!F.(+&5!(1!&66&2+/'&!

%.!'&.A!&66&2+/'&!BA!ebc!%6!1*.'&A!.&1-%05&0+1G:!(05!



! #^!

• $,&! &M/+! /0+&.'/&>! (+! +,&! &05! %6! +,&! 1/+&! '/1/+3! >,/2,! (.&! ()1%! 2%05*2+&5! BA! +,&!

822.&5/+(+/%0! C%%.5/0(+%.1! F.(+&5! (1! &66&2+/'&! %.! '&.A! &66&2+/'&! BA! e;c! %6! 1*.'&A!

.&1-%05&0+1G#!

3F'! ;+a,&)*4! ,@! /0&>'4! &'/2,-('-*/! %,-/)('&'(! *F'! A=E! +-(! *F'! =*+-(+&(/! +-(!

?'&@,&;+-%'!?+*F9+4/!J=??K!*,!H'!'@@'%*)>'!+-(!+%%'//)H1'!*,!.<./e!

• Q(0(=&4&0+! 9*--%.+! Z0L)/0&! F.(+&5! (1! &66&2+/'&! %.! '&.A! &66&2+/'&! BA! eYc! %6! 1*.'&A!

.&1-%05&0+1G:!(05!

• $,&!9+(05(.51!(05!N&.6%.4(02&!N(+,>(A1!F.(+&5!(1!&66&2+/'&!%.!'&.A!&66&2+/'&!BA!fYc!%6!

1*.'&A!.&1-%05&0+1G#!

B'4!/*+6'F,1('&/!+1/,!%,-%0&&'(!*F+*!*F'!*,,1/!+-(!2&,%'//'/!9'&'!+%%'//)H1'Q!!

!

L0+1)*+*)>'!(+*+!7'-'&+*'(!>)+!*F'!)-*'&>)'9/!+-(!/0&>'4!)-()%+*'(!*F+*e!

• 8!0*4B&.!%6! .&1-%05&0+1!>&.&! 6.*1+.(+&5!BA! 1%4&!(1-&2+1!%6! +,&!9NN! F6%.! /01+(02&3! +,&!

+&2,0/2()!2,())&0=&1!/0!)/0</0=!+%!5%2*4&0+1!-.&'/%*1)A!*-)%(5&5G#!!78CDC!(05![7S!,('&!

(5'/1&5!+,(+!+,&!4(P%./+A!%6!+,&1&!+&2,0/2()! /11*&1!,('&!B&&0!-.%=.&11/'&)A!.&1%)'&5!(05!

6*.+,&.!.&6/0&4&0+!%6!+,&!9NN!/1!*05&.>(A:!!

• 9%4&!CDC1!>%*)5!,('&!B&0&6/+&5!6.%4!4%5&)!-%)/2/&1!+,(+!>&.&!CDCL1-&2/6/23!(05!+,(+!+,/1!

2%*)5! ,('&! B&&0! (2,/&'&5! +,.%*=,! 4%.&! +(/)%.&5! .&1%*.2&1! %0! +,&! Q9Z! %.! (! 1+.%0=&.!

&4-,(1/1!%0!-&&.!1*--%.+!(4%0=!CDC1:!!

• 9%4&! 8C1! 2%44&0+&5! +,(+! +,&! -.%2&11&1! (05! +%%)1! %6! +,&! 789! >&.&! '&.A! &66&2+/'&! 6%.!

+,%1&! 1&.'/2&1! +,(+! >/))/0=)A! -(.+/2/-(+&5! /0! (22.&5/+(+/%03! B*+! +,&.&! >&.&! )/4/+&5!

1+.(+&=/&1!/0!-)(2&!+%!&0=(=&!(05!4%B/)/1&!1&.'/2&1!+,(+!>&.&!.&)*2+(0+:!!

• 8! 0*4B&.! %6! .&1-%05&0+13! /0! -(.+/2*)(.! 6*05&.1! /0! +,&! CD9N! (05! _XND93! &M-.&11&5!

.&1&.'(+/%01!(B%*+!+,&!*+/)/+A!%6!+,&!$/&.!;!2(+&=%.A3!0%+/0=!+,(+!$/&.!;!5/5!0%+!1*66/2/&0+)A!

5/1+/0=*/1,!B&+>&&0!1&.'/2&1!+,(+!(.&!'&.A!2)%1&!+%!6*))!2%4-)/(02&!(05!1&.'/2&1!+,(+!>&.&!

(!)%0=!>(A!6.%4!2%4-)/(02&!>/+,!+,&!9+(05(.51#!!84%0=1+!+,%1&!>,%!/5&0+/6/&5!+,/1!(1!(0!

/11*&3!+,&.&!>(1!1+.%0=!1*--%.+!6%.!4%'/0=!+%!(!4%.&!0*(02&5!6.(4&>%.<!+,(+!/02)*5&5!(+!

)&(1+!%0&!(55/+/%0()!+/&.:!(05!

• 8!14())!0*4B&.!%6!/0+&.'/&>&&1!0%+&5!+,(+!+,&.&!/1!5&B(+&!>/+,/0!+,&!(22.&5/+(+/%0!6/&)5!(1!

+%! +,&! *+/)/+A! %6! =.(5&5! %.! +/&.&5! (22.&5/+(+/%0#! ! Z0&! /0+&.'/&>&&! 2%44&0+&5! IF6*05&.1G!

(.&! &0+/+)&5! +%! <0%>! +,(+! +,&! 1&.'/2&! /1! 1(6&! (05! .&)/(B)&! (05! 4&&+/0=! 2%.&! /05*1+.A!

1+(05(.51:!(05!+,(+!2&.+(/0!+A-&1!%6!./1<!>/))!B&!.&-%.+&5!-.%4-+)A!/6!+,&A!(./1&J#!!!U0!+,(+!

2%0+&M+3! 78CDC! (05! +,&! 811%2/(+/%01! 1,%*)5! 2%0+/0*&! +%! 4%0/+%.! >,&+,&.! +,&! +/&.&5!

(22.&5/+(+/%0!-.%2&11!/1!1+/))!(!=%%5!6/+!>/+,!+,&!-*.-%1&!%6!+,&!789:!!



! #h!

=0&>'4! 2+&*)%)2+-*/! 9'&'! +/6'(! *,! %,;;'-*! ,-! F,9! /+*)/@)'(! ,&! ()//+*)/@)'(! *F'4!9'&'!

9)*F! 'FU=%F%+)()'*+T! -+;'14! *F'! %,,&()-+*),-! +-(! +(;)-)/*&+*),-! &,1'/! 0-('&*+6'-! H4!

8$.<.!+-(!*F'!=*+*'b3'&&)*,&4!$//,%)+*),-/Q!

!

L0+-*)*+*)>'!(+*+!)-()%+*'(!*F+*!*F'!;+a,&)*4!,@!/0&>'4!&'/2,-('-*/!9'&'!')*F'&!/+*)/@)'(!

,&! >'&4! /+*)/@)'(! 9)*F! 7,>'&-+-%'! +-(! 1'+('&/F)2! ,@! *F'! 8$=T! 9)*F! ["]! ,@! /0&>'4!

&'/2,-('-*/!')*F'&!>'&4!,&!/,;'9F+*!/+*)/@)'(!9)*F!*F'!%,,&()-+*),-!+-(!+(;)-)/*&+*),-!

2&,>)('(!H4!8$.<.T!+-(!Y[]!')*F'&!>'&4!,&!/,;'9F+*!/+*)/@)'(!9)*F!*F'!%,,&()-+*),-!+-(!

+(;)-)/*&+*),-!2&,>)('(!H4!*F')&!=*+*'b3'&&)*,&4!$//,%)+*),-Q!!!

2%&%=,!*V!,()',V(@)'*+!N')K!'FU=%F%+)()'*+!#G!0"-2-!(+>!3)()%`.%$$')*$G!",,*@'()'*+,!

! ?%$G!
,()',V'%>!

3*F%NK()!
,()',V'%>!

0%')K%$!
,()',V'%>!+*$!
>',,()',V'%>!

3*F%NK()!
>',,()',V'%>!

?%$G!
>',,()',V'%>!

0"-2-!Y0abHZ! O#!JOO]K!! OW!JO[]K!! N#!JNO]K! \!J\]K! N!JN]K!
!

3`.!",,*@'()'*+!
Y0a!LbZ!

OW!JO^]K! NY!JNh]K! N#!JNW]K! ^!Jh]K! "!J"]K!

!

L0+1)*+*)>'!(+*+!7'-'&+*'(!>)+!*F'!)-*'&>)'9/!+-(!/0&>'4!)-()%+*'(!*F+*e!

• $,&!4(P%./+A!%6!.&1-%05&0+1!F/02)*5/0=!CDC13!N.%=.(4!Q(0(=&.1!(05!%+,&.!1+(<&,%)5&.1G!

>&.&! 1(+/16/&5! >/+,! +,&! =%'&.0(02&! (05! )&(5&.1,/-! .%)&1! +(<&0! BA! 78CDC! (05! +,&!

811%2/(+/%01!(05!2%01/5&.&5!+,(+!78CDC!(05!+,&!822.&5/+(+/%0!C%%.5/0(+%.1!,(5!-.%'/5&5!

1+.%0=!(05!2%01/1+&0+!)&(5&.1,/-!(05!4(0(=&4&0+!%6!+,&!/0/+/(+/'&:!

• R&1-%05&0+1! >&.&! )(.=&)A! '&.A! 1(+/16/&5! j! (05! %6+&0! &M+.&4&)A! /4-.&11&5! j! >/+,! +,&!

1</))6*)!>(A1!/0!>,/2,!822.&5/+(+/%0!C%%.5/0(+%.1!>&.&!(B)&!+%!=*/5&!CDC1!(05!+,&!1&2+%.!

4%.&!B.%(5)A!+,.%*=,!+,&!(22.&5/+(+/%0!-.%2&11:!

• 8! 4/0%./+A! %6! .&1-%05&0+1! j! -.&5%4/0(0+)A! 5.(>0! 6.%4! CDC1! j! @*&1+/%0&5! >,&+,&.!

(22.&5/+(+/%0! /1! +,&! 4%1+! &66&2+/'&! (--.%(2,! +%! /4-.%'/0=! +,&! @*()/+A! %6! CDC1! (05!

-.%+&2+/0=!+,&!CDC!B.(05!%.!CDC!2)/&0+1#!!U0!+,(+!2%0+&M+3!+,&A!>&.&!2./+/2()!%6!+,&!5&2/1/%0!

BA! 78CDC! (05! +,&! 811%2/(+/%01! +%! &1+(B)/1,! +,&! 789! (05! +%! 5/.&2+! .&1%*.2&1! +%!

(22.&5/+(+/%0!.(+,&.!+,(0!%+,&.!1&.'/2&!(05!1&2+%.!5&'&)%-4&0+!(2+/'/+/&1:!

• 9%4&! .&1-%05&0+1! 6&)+! +,(+! +,&! 2%44*0/2(+/%0! 6.%4!78CDC! .&=(.5/0=! +,&! -*.-%1&! (05!

-.%2&11! 6%.! +,&! 789! ,(5! 0%+! B&&0! 1*66/2/&0+)A! 2)&(.! %.! 2%01/1+&0+#! $,&4&1! 6.%4! +,&!

@*()/+(+/'&! 5(+(! /02)*5&5k! 6.*1+.(+/%0! >/+,! +,&! )(2<! %6! 2%01/1+&0+! 2%44*0/2(+/%0! 6.%4!

78CDC!(05! +,&!811%2/(+/%01!&(.)A! /0! +,&! /4-)&4&0+(+/%0!-,(1&:!(05! +,&! )(2<!%6!%0=%/0=!

2%44*0/2(+/%0!(B%*+! +,&!-*.-%1&!(05!B&0&6/+1!%6!(22.&5/+(+/%0#! !$,&1&!.&1-%05&0+1! 6&)+!



! N"!

+,(+! 2)&(.&.! 2%44*0/2(+/%0! 6.%4! 78CDC! (05! +,&! 811%2/(+/%01! >%*)5! ,('&! .&1*)+&5! /0!

,/=,&.! )&'&)1! %6! &0=(=&4&0+! (.%*05! +,&!7893! =.&(+&.! 2)(./+A! (B%*+! /+1! -*.-%1&! (05! )&11!

(0M/&+A!(4%0=!-(.+/2/-(+/0=!2&0+.&1:!

• 9%4&!.&1-%05&0+1!2%44&0+&5!%0!+,&!'(./(B)&!5&=.&&1!%6!2%44/+4&0+!(05!(2+/'/+A!(4%0=!

9+(+&! (05! $&../+%.A! 811%2/(+/%01#! ! U+! >(1! 0%+&5! +,(+! 1%4&! 811%2/(+/%01! ,(5! B&&0! '&.A!

(2+/'&! /0!2%0+./B*+/0=! +%! +,&!5&'&)%-4&0+!%6! +,&!789!(+!(!0(+/%0()! )&'&)!(05!-.%'/5/0=!(!

.(0=&!%6!1+.(+&=/&1!+%!1*--%.+!CDC1#!!E%>&'&.3!%+,&.1!1%4&!811%2/(+/%01!>&.&!2%01/5&.&5!

0%+!+%!,('&!B&&0!1*66/2/&0+)A!(2+/'&!/0!+,&/.!)&(5&.1,/-!(05!1*--%.+!.%)&1#!!$,/1!>(1!1&&0!(1!

(!4/11&5!%--%.+*0/+A!+%!-.%'/5&!1*--%.+!6%.!CDC1!=%/0=!+,.%*=,!+,&!(22.&5/+(+/%0!-.%2&11!

(05!>(1!-&.2&/'&5! +%!,('&! /02.&(1&5! +,&!B*.5&0!%0!822.&5/+(+/%0!C%%.5/0(+%.1! +%! B%+,!

2,(4-/%0! (05! /4-)&4&0+! +,&! 789#! ! $,/1! '/&>! >(1! &M-.&11&5! BA! 9+(+&! (05! $&../+%.A!

811%2/(+/%013! 822.&5/+(+/%0! C%%.5/0(+%.1! (05! 4&4B&.1! %6! +,&! 78CDC! Q(0(=&4&0+!

C%44/++&&#!

• H,/)1+! 78CDC!>(1! >/5&)A! -.(/1&5! 6%.! /+1! &66%.+1! /0! B*/)5/0=! (! 12,&4&! +,(+! >(1! .%B*1+3!

(4B/+/%*1! (05! 0(+/%0())A! 2%01/1+&0+3! 1%4&! .&1-%05&0+1! j! /02)*5/0=! 9+(+&! 811%2/(+/%013!

822.&5/+(+/%0!C%%.5/0(+%.1!(05!CDC1!j!6&)+!+,(+!(!4%.&!2%))(B%.(+/'&!(--.%(2,!>%*)5!,('&!

.&1*)+&5! /0! +,&!811%2/(+/%01! 6&&)/0=!(!=.&(+&.!5&=.&&!%6!%>0&.1,/-! 6%.! +,&!789!(05! +,*1!

B&/0=!4%.&!-.%(2+/'&!(+!(!)%2()!)&'&)#!!

• 8! 14())!4/0%./+A! %6! .&1-%05&0+1! j! /02)*5/0=! 1%4&!CDC1! (05! 1%4&!N.%=.(4!Q(0(=&.1! j!

&M-.&11&5! +,&! '/&>! +,(+! ())%>/0=! 2&0+.&1! +%! +(<&! (! )%0=! +/4&! +%! 2%4-)&+&! +,&! 1&)6L

(11&114&0+!,(5!B&&0!,&)-6*)!6%.!1%4&!2&0+.&1!B*+!6%.!%+,&.1!,(5!2%0+./B*+&5!+%!(!)%11!%6!

4%4&0+*4!(05!1%4&!/0&66/2/&02A!/0!2%4-)&+/0=!+,&!(22.&5/+(+/%0!+(1<1:!

E>'&+11T! *F'! 1'//! /0%%'//@01! '1';'-*/! ,@! *F'! 2&,7&+;_/! %,-*'-*T! ('/)7-! +-(!

);21';'-*+*),-!2&,%'//'/!9'&'e!

• D(2<!%6!2%01/1+&0+!2%44*0/2(+/%0!B&+>&&0!78CDC3! +,&!9+(+&V$&../+%.A!811%2/(+/%01!(05!

CDC1) (B%*+! +,&! -*.-%1&! (05! B&0&6/+1! %6! +,&! 789! +%! +,&! 1&2+%.3! +%! +,&! 1&.'/2&13! (05! +%!

2)/&0+1:!

• 9%4&!%'&.)A!2%4-)&M!(05!.&-&+/+/'&!5%2*4&0+(+/%0:!

• $,&!)&11!*1&.L6./&05)A!&)&4&0+1!%6!+,&!9NN3!(05!+,&!=&0&./2!0(+*.&!%6!+,&!Q9Z:!(05!

• $,&!+/4&6.(4&!6.%4!2%44&02&4&0+!+%!(22.&5/+(+/%0#!!!

! !



! N#!

<E%,)'*+!M]!:K()!N%$%!)K%!#($$'%$,!(+>!%+(#=%$,!)*!)K%!0"3_!!

“The process was too complicated and time consuming, requiring 

adherence to too much detail where principles would have been better and 

detail only necessary where essential.” (Deputy CEO, CLC. Survey 

Respondent.) 

“ . . . long, involved, time intensive process, particularly for small centres . . . 

(but) predominantly a first time implementation problem.” (Accreditation 

Coordinator, KII.) 

!

3F'! 6'4! '-+H1'&/! ,@! /0%%'//@01! );21';'-*+*),-! ,@! *F'!8$=!9'&'! +%%'//! *,! +-(! /022,&*!

@&,;!*F'!$%%&'()*+*),-!.,,&()-+*,&/`!*F'!/6)11!+-(!'Z2'&*)/'!,@!.<.!/*+@@`!)-*'&-+1!/022,&*!

@&,;! ;+-+7';'-*! %,;;)**''/`! +-(! *F'! A=E! &'/,0&%'/Q! 3F'! 6'4! H+&&)'&/! *,! *F'! 8$=!

);21';'-*+*),-!9'&'! *F'! +;,0-*!,@! *);'!+-(!'@@,&*! &'V0)&'(! *,!2+&*)%)2+*'! )-! *F'!8$=!

2&,%'//'/`!*F'!1+%6!,@!'Z)/*)-7!2,1)%)'/!)-!/,;'!.<./`!+-(!+!%,-%'&-!*F+*!%'-*&'/!*F+*!()(!

-,*!%,;21'*'!*F'!+%%&'()*+*),-!9,01(!-,*!H'!@0114!%,;21)+-*!9)*F!.<=?!/*+-(+&(/!\Q!E*F'&!

0-)-*'-('(!%,-/'V0'-%'/T!@,&!/,;'!%'-*&'/T!)-%10('(!*F'!0-'Z2'%*'(!1'>'1/!,@!/*&'//!+-(!

+-Z)'*4!&'/01*)-7!@&,;!2+&*)%)2+*),-!)-!*F'!8$=`!*F'!,>'&H0&('-)-7!,@!/*+@@!)-'Z2'&)'-%'(!

)-!;+-+7';'-*! &,1'/`! +-(!+!2'&%'2*),-! *F+*! *F'!8$=! %&'+*'(!2,1)%)'/! @,&!2,1)%)'/_! /+6'Q!!

E-'!)-*'&>)'9''!%,;;'-*'(T!R$*!*F'!/*+&*! )*!9+/!(+0-*)-7Q! ! ! C!F+(!*,!%,-*)-0'!/'&>)%)-7!

%1)'-*/!+-(!/02'&>)/)-7! a0-),&!/*+@@!9F)1'!9,&6)-7!,-!+%%&'()*+*),-Q! ! C! 1,,6'(!+&,0-(!+-(!

*F,07F*!i9'_&'!7,)-7!*,!7'*!6)%6'(!,0*!,@!8$.<._S!J?&)-%)2+1!<+94'&T!&0&+1!.<.KQ!!!

C+(#=%$,!

=0&>'4!&'/2,-('-*/!)-()%+*'(!*F+*!*F'!@,11,9)-7!@+%*,&/!,&!&'/,0&%'/!+//)/*'(!*F')&!%'-*&'!

*,!0-('&*+6'!*F'!+%%&'()*+*),-!2&,%'//e!!

• 822&11!+%!(05!(11/1+(02&!%6!+,&!822.&5/+(+/%0!C%%.5/0(+%.!FiYcG:!

!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!
\!3F)/! %,-%'&-! +&,/'! H'%+0/'! *F'!$%%&'()*+*),-! =*+-(+&(/! +&'! (&+9-! @&,;! *F'! =*+-(+&(/! ,@! *F'!
.<=?! @0-()-7! 2&,7&+;Q! C-! *F)/! %,-*'Z*T! /,;'! .<./! 9'&'! %,-%'&-'(! *F+*! @+)10&'! *,! +**+)-!
+%%&'()*+*),-!9,01(!);214!*F+*!*F'4!9'&'!-,*!%,;21)+-*!9)*F!*F')&!,H1)7+*),-/!0-('&!*F'!@0-()-7!
2&,7&+;Q!!d,9'>'&T!*F'!>,10;'!+-(!('2*F!,@!'>)('-%'!&'V0)&'(!*,!+**+)-!+%%&'()*+*),-!@+&!'Z%''(/!
*F+*! &'V0)&'(! *,! (';,-/*&+*'! %,;21)+-%'! 9)*F! *F'! .<=?! =*+-(+&(/Q! 3F'/'! ()@@'&'-%'/! +&'! 9'11!
0-('&/*,,(!H4!H,*F!=*+*'b3'&&)*,&4!$//,%)+*),-/!+-(!8$.<.!)-!*F')&!@0-%*),-!+/!%'&*)@)'&/T!+-(!H4!
*F'!.<=?!?&,7&+;!A+-+7'&/!)-!*F')&!@0-%*),-!,@!'-/0&)-7!%,;21)+-%'!9)*F!@0-()-7!+7&'';'-*/Q!



! NN!

• $,&!C&0+.&?1!&M/1+/0=!-%)/2/&1!(05!-.%2&5*.&1!FgbcG:!

• `M-&./&02&5!(05!1</))&5!1+(66!FfecG:!

• Q9Z!.&1%*.2&1!FficG:!(05!

• [%(.5VQ(0(=&4&0+!C%44/++&&!1*--%.+!FbfcG#!

L0+1)*+*)>'!(+*+!7'-'&+*'(!>)+!*F'!)-*'&>)'9/!+-(!*F'!/0&>'4/!)-()%+*'!*F+*!/022,&*T!,2'-!

()+1,70'!+-(!+! /4/*';+*)%! +22&,+%F!9'&'! +11! %&)*)%+1! @+%*,&/! @,&! /0%%'//Q!$*! *F'!-+*),-+1!

1'>'1T! /022,&*! %,;H)-'(! 9)*F! +! %,,2'&+*)>'! +22&,+%F! @&,;! 8$.<.! 2&,>)('(! /*&+*'7)%!

@,%0/Q!$*!*F'!a0&)/()%*),-+1!1'>'1T!H,*F!%,;2&'F'-/)>'!+-(!*+/6PH+/'(!/022,&*!2&,>)('(!H4!

*F'!8$.!+-(!*F'!I$./!H0)1*!%+2+%)*4!+-(!%&'+*'(!H04P)-!+-(!;,*)>+*),-Q!$*!*F'!.<.!1'>'1T!+!

/022,&*)>'!;+-+7';'-*! %,;;)**''!+-(!'Z'%0*)>'!,@@)%'&!9+/!+-!'-+H1'&!9F'-!2&'/'-*!

+-(! +! H+&&)'&!9F'-! +H/'-*Q! $! -0;H'&! ,@! &'/2,-('-*/! /+)(! *F+*! *F'! ()@@'&'-*! *)'&! 1'>'1/!

9'&'!F'12@01!+/!.<./!9'&'!-,*!Ra0/*! )-!,&!,0*SQ!<,%+114!H+/'(!I$./!9)*F!+!&';)*! *,!9,&6!

9)*F! %'-*&'/! 9'&'! +H1'! *,! H0)1(! *&0/*! +-(! &'1+*),-/F)2/`! ('+1! 9)*F! /2'%)@)%! )//0'/! +-(!

V0'/*),-/! +-(! ()/%0//! F,9! 2,1)%)'/! +-(! 2&,%'(0&'/! %,01(! ;'+-)-7@0114! /022,&*! *F'!

,2'&+*),-/!,@!)-()>)(0+1!.<./Q!J$1*F,07F!*F'!8$.!/'';'(!*,!+%F)'>'!*F)/!*,,!9)*F!%'-*&'/!

)-!*F'!a0&)/()%*),-/!/F'!9,&6'(!()&'%*14!9)*FQK!

!

$!-0;H'&!,@!&'/2,-('-*/T!)-!2+&*)%01+&!?&,7&+;!A+-+7'&/!@,&!.<=?!+-(!UM?<=T!-,*'(!*F+*!

*F'!+%%&'()*+*),-!2&,%'//!F+(!F)7F1)7F*'(! *F'! 1+%6!,@! /F+&)-7!+-(!2''&!/022,&*!H'*9''-!

,&7+-)/+*),-/T!9)*F!,-'!)-*'&>)'9''!%,;;'-*)-7!RF)7F!2'&@,&;+-%'!,&7+-)/+*),-/!*'-(!*,!
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U&,;!*F'!/0&>'4T!*F'!6'4!H+&&)'&/!*,!%'-*&'/!0-('&*+6)-7!*F'!+%%&'()*+*),-!2&,%'//!9'&'e!!



! NO!

• D(2<!%6!+/4&!FebcG:!(05!
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!

“Stressed Manager!!! Spent more time on it than I needed to as I was so 

anxious I went over things a number of times.” (Survey respondent.) 

!
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!

“Financial standards need review and updating, with emphasis on MC to 

overview to ensure financial accountability and reports to SPM to change to 

provide simple financial data to assess operating within budget.” (Survey 

respondent.) 
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“The process of Accreditation especially the site visit has confirmed that we 

have a pretty good system that needs some work in some areas but is 

essentially strong and is known by all staff. Gaps were identified clearly with 

some guidance on how to address them and with a required time line. Good 

for me as a manager to realise that I was on track with my work and that 

progressing the accreditation has given me increased knowledge and 

competency across the entire organisation.” (Survey respondent.)
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3%@)'*+!OJ!8E)@*F%,!;%&'%N!
(The NAS) “. . . links to reliable, robust client delivery.” (Accreditation 

Coordinator, KII.) 
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1+%6!,@!1,-7)*0()-+1!(+*+!,-!%1)'-*/!+-(!*F'!1);)*'(!)->'/*;'-*!*,!(+*'!)-!&'/'+&%F!,-!*F'/'!

)//0'/!)-!$0/*&+1)+Q!

“These gains are hard to quantify but I think any CLC will need to honestly say 

it led to improvement across all areas.” (Survey respondent.) 

!
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!

“ . . . There is a growing recognition of the importance of organisational good 

practice.” (EO of S/T Association, KII)!

;%@*A+')'*+!*V!%D',)'+A!,)$%+A)K,!YA**>!U$(@)'@%Z!!
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!

“While I say no effect – no effect for CLE and law reform as we do this really 

well as a Centre and had nothing to “improve” on!! . . . of course . . . we can 

always get better . . .” (Survey Respondent.) 

!

1*&%$+(+@%c!5(+(A%F%+)!(+>!">F'+',)$()'*+!!

“It allows state and territory associations to identify gaps in consistent 

approaches to governance and risk management and sits very well with the 

cross check process to provide an overview of each CLCs circumstances. 

Ultimately the information must be used to ensure quality and not just be lip 

service to the ideals. This may require some hard decisions for state peaks. 

But it does give them the imprimatur to take tough decisions especially 

where there is a long history of failures to comply with good governance or 

service provisions standards.” (Survey Respondent.) 
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“The main problem was not that we didn’t do things, but that we didn’t have 

written procedures for some of those things.” (Survey respondent.) 
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“We are now accredited. We have a comprehensive set of policies and 

procedures that has made us a better, more organised, workplace with 

everyone knowing what is expected of them when they work here as paid 

employees or as volunteers. Clients benefit from a more accountable 

organisation.” (Survey respondent.)! !
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“ . . . it has reaped dividends for the amount of resources spent.”  

(EO, S/T Association, KII.) 
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“Approximately 80 hours each for Coordinator and Principal Solicitor, 20 

hours for legal admin officer, 20 hours for finance officer and 20 hours for 

additional Management Committee meetings (based on involvement as 

Executive member of the MC)” (Survey Respondent.) 
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“Short term - too much work for overworked and underpaid CLC staff 

members. Of course, this loss may be offset by the long term gains - 

hopefully the future is bright for CLCs!” (Survey respondent.) 

!

! !
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“ . . . should encourage collaboration . . . share resources to optimise 

service provision. We need to recognize specialties and support the diverse 

landscape that is there.” (CEO, Legal AID, KII.) 
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“ . . . depends entirely on funding by government. There is no way it could 

have been done without the RACs and the NAC.” (EO, S/T Association, KII)  
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“Being part of a network of accredited CLCs is beneficial; it shows we meet a 

standard and is good for funding.” (Principal Legal Officer, KII.)  
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“The Accreditation Co-ordinator played a very important role in the 

acceptance of, attitude towards and usefulness of the accreditation 

process.” (Survey Respondent.) 
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• \&'&)%-! (05! -*B)/1,! +%! -(.+/2/-(0+1! (05! .&)&'(0+! 1+(<&,%)5&.3! +,&! -.%2&11! >,&.&BA! (!

2&0+.&3!8C!%.!C&.+/6/&.! 2(0! /0/+/(+&! (! .&'/&>!%6! (! 2&0+.&?1! (22.&5/+(+/%0! 1+(+*1!5*./0=! +,&!

2%*.1&!%6!+,&!-&./%5!%6!(22.&5/+(+/%03!6%.!&M(4-)&3!>,&.&!(!$/&.!;!2&0+.&!,(1!+(<&0!(2+/%0!

(05!>/1,&1!+%!B&!2%01/5&.&5!6%.!(22.&5/+(+/%0!(+!$/&.!"!:!(05!

• R&6/0&!+,&!6/0(02/()!1+(05(.51V.&@*/.&4&0+1#!

! !



! W#!

3%@)'*+!PJ!;%&'%N!*V!)K%!,'+A=%!(,,%,,F%+)!U$*@%,,!!

!

“We all want the same thing, good quality centres; good quality services . . . 

(we should) work together to get that." (State Program Manager, KII.) 

!

=*+6'F,1('&/! 9'&'! %,-/01*'(! +H,0*! *F'! 2)1,*! ,@! +! /)-71'! +//'//;'-*! 2&,%'//! ;,('1T!

9F'&'H4!*F'!8$=!9,01(!@0-%*),-!+/!H,*F!*F'!;'%F+-)/;!@,&!.<./!*,!+**+)-!+%%&'()*+*),-!

+-(!@,&!.<./!*,!(';,-/*&+*'!%,;21)+-%'!9)*F!*F'!='&>)%'!=*+-(+&(/!&'V0)&';'-*/!,@!.<=?!

@0-()-7Q! =,;'! &'/2,-('-*/! >)'9'(! *F'! /)-71'! &'>)'9! 2&,%'//! +/! +-! ,22,&*0-)*4T! 9F)1'!

,*F'&/!2'&%')>'(!)*!*,!H'!2&,H1';+*)%T!2+&*)%01+&14!9)*F!&'7+&(!*,!*F'!+;,0-*!+-(!-+*0&'!

,@!)-@,&;+*),-!*F+*!/F,01(!H'!/F+&'(!9)*F!*F'!=?A/Q!E*F'&/!*F,07F*!*F)/!9+/!-,*!/0%F!+-!

);2,&*+-*!)//0'T!'/2'%)+114!+/!=?A/!%+-!%,-(0%*!+-!+0()*!+-(!&'V0)&'!*F)/!)-@,&;+*),-!+*!

+-4!*);'Q!

/%+%V'),!*V!(!,'+A=%!$%&'%N!U$*@%,,!

3F'!;+a,&)*4!,@!)-*'&>)'9''/!+%6-,91'(7'(!*F'!H'-'@)*!*,!H,*F!*F'!/'%*,&!+-(!*,!@0-('&/!

)-!F+>)-7!+-!+%%&'()*+*),-!2&,%'//!*F+*!+1/,!;'*!*F'!.<=?!='&>)%'!=*+-(+&(/!&'V0)&';'-*/Q!!

=2'%)@)%+114T! /*+6'F,1('&/! %,-/)('&'(! *F+*! *F'! /)-71'! +//'//;'-*! 2&,%'//! /+>'/! *);'T!

'-%,0&+7'/!*&+-/2+&'-%4!+-(!/*&'-7*F'-/!*F'!/4/*';Q!

!

U&,;! *F'! 2'&/2'%*)>'! ,@! *F'! /'%*,&T! +-! )-(0/*&4! /'1@P&'701+*),-! ;,('1! 9+/! /''-! +/!

2&'@'&+H1'!H4!;,/*!J*F,07F!-,*!+11K!&'/2,-('-*/T!+-(!+/!+!;+&6'&!,@!*F'!;+*0&)*4!,@!*F'!

/'%*,&_/!2&,%'//'/Q!E-'!&'/2,-('-*!%,;;'-*'(!*F+*!*F'!8$=!%+-!H'!2,1)*)%+114!0/'@01!H4!

&';)-()-7!7,>'&-;'-*!9F+*!.<./!(,Q!!

!

U&,;! *F'! 2'&/2'%*)>'! ,@! *F'! .,;;,-9'+1*F! +-(! =*+*'! ?&,7&+;!A+-+7'&/! )->,1>'(! )-!

+(;)-)/*'&)-7!*F'!.<=?!+-(!UM?<=!@0-()-7T!*F'!H'-'@)*/!,@!*F'!8$=!+-(!*F'!/)-71'!2&,%'//!

@,&!+%%&'()*+*),-!+-(!(';,-/*&+*)-7!%,;21)+-%'!9)*F!='&>)%'!=*+-(+&(/!+&'e!

• U+!1*--%.+1!@*()/+A!1&.'/2&!5&)/'&.A3!/0!+,(+!1&.'/2&1!+,(+!,('&!.%B*1+3!&M-)/2/+!-%)/2/&1!(05!

(.&! 4%.&! )/<&)A! +%! B&! >&))! 4(0(=&5! (05! &66&2+/'&3! (05! +,%1&! +,(+! 5%! 0%+! ,('&! .%B*1+3!

&M-)/2/+! -%)/2/&1! (05! -.%2&5*.&1! (05! 1%*05!-.(2+/2&1! (.&! )&11! )/<&)A! +%! B&!>&))L4(0(=&5!

(05! 4%.&! )/<&)A! +%! B&! '*)0&.(B)&! +%! +,&! &66&2+1! %6! 1+(66! +*.0L%'&.#! ! Z0&! /0+&.'/&>&&!



! WN!

2%44&0+&5!+,(+!I4%.&!-.%6&11/%0()!%.=(0/1(+/%01!(2,/&'&!%*+2%4&1J!FN.%=.(4!Q(0(=&.3!

aUUG:!

• $,&! 789! /1! (! 1+.%0=! 12,&4&! +,(+! -.%'/5&1! +,&! 6*05&.1! >/+,! ())! +,&! /06%.4(+/%0! +,&A!

.&@*/.&!+%!=(*=&!+,&!-&.6%.4(02&!%6!+,&!1&.'/2&!(=(/01+!+,&!9&.'/2&!9+(05(.513!(05!/05&&5!

/1!(!4%.&!.%B*1+!1A1+&4!+,(+!>%.<1!B&++&.!+,(0!+,&!9&.'/2&!9+(05(.5!(*5/+1:!

• U+!/1!(0!&66/2/&0+!4%5&)3!>,/2,!5&)/'&.1!B%+,!/05*1+.A!1&)6L.&=*)(+/%0!(05!(22%*0+(B/)/+A!+%!

6*05&.1:!

• $,&! 789! /02)*5&1! /05&-&05&0+! .&'/&>! BA! 822.&5/+(+/%0! C%%.5/0(+%.1! F/02)*5/0=! B%+,!

.&'/&>!%6!-%)/2/&1!(05!-.%2&5*.&1!(05!1/+&!'/1/+1!+,(+!+&1+!+,&!(--)/2(+/%0!%6!+,%1&!-%)/2/&1!

(05!-.%2&5*.&1G:!

• $,&!+%%)1!(05!-.%2&11&1!(.&!>&))L5&'&)%-&5!(05!6/+!6%.!-*.-%1&:!

• $,&! 1&2+%.! /1! &0=(=&5! >/+,! +,&! 7893! *0)/<&! +,&! 4%.&! 4/M&5! .&1-%01&! +%! +,&! 9&.'/2&!

9+(05(.51! (*5/+1:! %0&! 9NQ! 2%44&0+&53! I! #! #! #! /+! >(1! .&())A! =%%5! +,(+! +,&! 78C! 5/5! +,&!

(22.&5/+(+/%0!-.%2&11!B&2(*1&! 1,&! /1!0&*+.()#! ! F9%4&!%6! +,&! 1&.'/2&1G! (.&! +&../6/&5!%6!4&!

B&2(*1&! U! (4! 6.%4! +,&! =%'&.04&0+! (05! +,&A! 6&(.! )%1/0=! 6*05/0=! /6! +,&A! +&))! 4&! (B%*+!

5/66/2*)+/&1!+,&A!(.&!,('/0=J!F9+(+&!N.%=.(4!Q(0(=&.3!aUUG#!!!!

7,,E%,!($*E+>!(!,'+A=%!$%&'%N!U$*@%,,!

3F'!6'4!)//0'/!)-!&'1+*),-!*,!*F'!/)-71'!&'>)'9!2&,%'//!9'&'!+/!@,11,9/e!

• 9%4&!N.%=.(4!Q(0(=&.1!>,%!,(5!0%+!-(.+/2/-(+&5!/0!+,&!+./()!6&)+!+,(+!+,&A!,(5!0%+!,(5!

1*66/2/&0+! /06%.4(+/%0! (B%*+! &/+,&.! +,&! )%2()! /4-)&4&0+(+/%0! %6! +,&! 789! %.! +,&! +./()!

-.%2&11!*05&.>(A!/0!%+,&.!P*./15/2+/%01!(05!+,*1!+,&/.!1*--%.+!6%.!+,&!&1+(B)/1,4&0+!%6!(!

1/0=)&! 4%5&)! 0(+/%0())A! >(1! B(1&5! %0! +,&/.! /4-.&11/%01! .(+,&.! +,(0! 4%.&! 2%4-)&+&!

/06%.4(+/%0#!!

• $,&.&!/1!0%+!(=.&&4&0+!(+!+,/1!+/4&!(1!+%!+,&!)&'&)!%6!/06%.4(+/%0!+,(+!1,%*)5!B&!-.%'/5&5!

+%!9NQ1k!

o 9NQ1! (5'%2(+&5! 6%.! (22&11! +%! (! B.%(5! .(0=&! %6! /06%.4(+/%0! (05! (! 0*4B&.!

/05/2(+&5!+,(+!+,&/.!-.&6&.&02&!>%*)5!B&!+%!,('&!(22&11!+%!+,&!9NN!/+1&)6:!

o CDC1!,(5!(!.(0=&!%6!'/&>1!(B%*+!+,&!)&'&)!%6!/06%.4(+/%0!+,&A!>%*)5!B&!>/))/0=!+%!

-.%'/5&!+%!9NQ1:!

o 8!0*4B&.!%6!%+,&.!1+(<&,%)5&.13! /02)*5/0=!811%2/(+/%013!0%+&5! +,&! /4-%.+(02&!%6!

2%06/5&0+/()/+A!/6!1&.'/2&1!(.&!+%!(22*.(+&)A!1&)6L(11&11:!(05!

o 9%4&!1+(<&,%)5&.1!(.&!%6!+,&!'/&>!+,(+!9NQ1!0&&5!+%!4(<&!(!6/0(02/()!2%0+./B*+/%0!

+%!+,&!789!/6!+,&A!(.&!+%!(22&11!+,&!5(+(!=&0&.(+&5!'/(!+,&!789#!!!

• U0+&.&1+/0=)A3!1&.'/2&1!(22.&5/+&5!'/(!+,&!_XND9!-.%2&11!5/5!0%+!.&-%.+!+,(+!6*05&.1!B&/0=!

(B)&! +%! (22&11! +,&! 6*))! .&-%.+! (05! +,&! -%.+()! >(1! (0! /11*&! 6%.! +,%1&! 1&.'/2&1! (05! +,&/.!

>/))/0=0&11!+%!-(.+/2/-(+&!/0!+,&!789#!!



! WO!

3%@)'*+!LJ!!-*+@=E,'*+!(+>!;%@*FF%+>()'*+,!

E>'&+11T! *F'! &'/01*/! ,@! *F)/! &'>)'9! +&'! 'Z*&';'14! 2,/)*)>'! +-(! /*&,-714! /022,&*! *F'!

+%F)'>';'-*/! ,@! *F'! 8$=! )-! )*/! @)&/*! *F&''! 4'+&/Q! ! $-! ,>'&9F'1;)-7!;+a,&)*4! ,@! /0&>'4!

&'/2,-('-*/!&'2,&*'(!H'-'@)*/!,@!*F'!8$=!@,&!*F'!/'%*,&!+-(!@,&!*F')&!.'-*&'!J,>'&!^\]KQ!!

!

C;2,&*+-*14T!*F'!8$=!9+/!/''-!H4!*F'!>+/*!;+a,&)*4!,@!/0&>'4!&'/2,-('-*/!+/!&'%,7-)/)-7!

*F'!7,,(!V0+1)*4!,@!*F'!9,&6!*F+*!.<./!+1&'+(4!0-('&*+6'Q!!3F)/!)/!%&)*)%+1!*,!*F'!+H)1)*4!,@!

*F'! 2&,7&+;! *,! %,-*)-0'! *,! 9,&6! 9)*F! .<./! ,>'&! *F'! 1,-7! F+01! )-! +-! ,-7,)-7! %4%1'! ,@!

V0+1)*4!);2&,>';'-*Q!!!

!

3F'!(+*+!@&,;!*F'!&'>)'9!/*&,-714!/022,&*/!*F'!%,-*)-0+*),-!,@!*F'!/%F';'`!)*!)/!F+>)-7!+!

%1'+&! );2+%*!,-!);2&,>)-7!*F'!/*+-(+&(/!,@!.<./!+-(!^"]!,@!/0&>'4!2+&*)%)2+-*/!9+-*!*,!

/''!)*!%,-*)-0'(Q!!

!

3F'/'!+&'!2+&*)%01+&14!-,*'9,&*F4!&'/01*/!7)>'-!*F+*!,-'!;)7F*!'Z2'%*!)-!*F'!'+&14!/*+7'/!

,@!/0%F!+-!+;H)*),0/!2&,7&+;!*F+*!*F'&'!9,01(!H'!7&'+*'&!&'/)/*+-%'T!*''*F)-7!()@@)%01*)'/!

+-(!@&0/*&+*),-/!*F+-!9+/!'>)('-*!)-!/0&>'4!&'/2,-/'/!+-(!)-*'&>)'9/Q!3F'!2,/)*)>'!&'/01*/!

,@!*F'!&'>)'9!+&'!+!%&'()*!*,!8$.<.!+-(!*F'!=*+*'b3'&&)*,&4!$//,%)+*),-/!9F,!('>'1,2'(!

+-(! &,11'(! ,0*! *F'! /%F';'T! *,! *F'! $%%&'()*+*),-! .,,&()-+*,&/! 9F,! /022,&*'(! +-(!

'-%,0&+7'(!.'-*&'/!+-(!*,!*F'!.'-*&'/!*F';/'1>'/!@,&!*F')&!%,;;)*;'-*!+-(!('()%+*),-!

*,!H'/*!2&+%*)%'!+-(!,-7,)-7!);2&,>';'-*Q!!

!

8,*!/0&2&)/)-714!);2&,>';'-*/!*,!*F'!/%F';'!+&'!%+11'(!@,&`!*F)/!)/!*,!H'!'Z2'%*'(Q!!U)-'!

*0-)-7!,@!2&,%'//'/!+-(!/4/*';/!/0&&,0-()-7!*F'!/%F';'T!'@@,&*/!*,!('%&'+/'!*F'!+;,0-*!

,@! *);'! +-(! 2+2'&P9,&6! &'V0)&'(T! H'**'&! +-(! ;,&'! %,-/)/*'-*! %,;;0-)%+*),-/! +-(!

%,-/)('&+*),-! ,@! *F'! @0*0&'! 21+%';'-*! ,@! $%%&'()*+*),-! .,,&()-+*,&/! +&'! /,;'! ,@! *F'!

*F)-7/! *F+*! /F,01(! H'! %,-/)('&'(! )-! &'P%+/*)-7! *F'! 8$=! @,&! *F'! -'Z*! 2'&),(Q! A,/*!

);2,&*+-*14! )*! )/! F,2'(! *F+*! *F'! -'Z*! 2F+/'! ,@! *F'! 8$=! 9)11! H'! 1'//! ,-'&,0/! +-(! *F+*!

2+&*)%)2+*),-!9)11!&'V0)&'!1'//!*);'!+-(!&'/,0&%'/!@&,;!+11!2+&*)'/Q!!!

!

3F'!/0&>'4!&'/2,-/'/!+-(!)-*'&>)'9/!)-()%+*'(!/,;'!/2'%)@)%!%F+-7'/!*F+*!9,01(!H'-'@)*!

*F'! 8$=! )-! *F'! -'Z*! 2'&),(T! +-(! *F'! &'%,;;'-(+*),-/! /'*! ,0*! H'1,9! &'2&'/'-*! *F'!



! WW!

%,-/01*+-*/_!>)'9/!+H,0*!/,;'!,@!*F'!+&'+/!@,&!);2&,>';'-*!9F)%F!/F,01(!H'!@,%0/'(!,-Q!!

3F'! &'%,;;'-(+*),-/! F+>'! ';'&7'(! @&,;! *F'! &'/01*/! ,@! *F'! I'>)'9! +-(! F+>'! H''-!

('>'1,2'(!)-!%,-/01*+*),-!9)*F!8$.<.Q!!!!

!

;%@*FF%+>()'*+,!

23 4"+)*+5()*"+/(+6/75-)8$-/6$.$#"9:$+)/"7/)8$/;<,/

"#"# $,(+!+,&!7(+/%0()!822.&5/+(+/%0!92,&4&!F789G!B&!2%0+/0*&5#!

"#;# $,(+!+,&!789!B*/)5!%0!+,&!(2,/&'&4&0+1!%6! +,&! 6/.1+!2A2)&!(05! /5&0+/6A!1+.(+&=/&1! 6%.!

78CDC3! +,&! 811%2/(+/%01! (05! +,&! 8C! +%! (11/1+! +,&! 1&2+%.! +%! /4-.%'&! +,&! @*()/+A! %6!

1&.'/2&1!/0!+,&!6%))%>/0=!2A2)&#!!$,/1!4(A!/02)*5&3!B*+!0%+!B&!)/4/+&5!+%k!

"#;#"# ̀ M-)/2/+)A! .&6.(4/0=! +,&! -*.-%1&! %6! +,&! 789! +%! /02%.-%.(+&! 2%0+/0*%*1!

/4-.%'&4&0+:!(05!!

"#;#;# 9*--%.+/0=! 1&.'/2&1! +%! &01*.&! +,(+! +,&! -%)/2/&1! 5&'&)%-&5! /0! +,&! 6/.1+! 2A2)&! (.&!

B&/0=!2%01/1+&0+)A!/4-)&4&0+&5#!

!

=3 >-":")*"+/(+6/'"::5+*'()*"+/

"#" $,(+! -./%./+A! B&! =/'&0! +%! B&++&.! 2%44*0/2(+/0=! +,&! -*.-%1&! %6! (22.&5/+(+/%0! (05! /0!

-(.+/2*)(.! +,&! )/0<! B&+>&&0! +,&! B&0&6/+1! %6! (22.&5/+(+/%03! /4-.%'&5! 1&.'/2&! 5&)/'&.A3!

/4-.%'&5! %.=(0/^(+/%0()! 4(0(=&4&0+! (05! 2)/&0+! %*+2%4&1#! ! $,/1! 2%*)5! /02)*5&!

5/11&4/0(+/0=! 5%4&1+/2! (05! /0+&.0(+/%0()! &'/5&02&! 1,%>/0=! +,&! )/0<! B&+>&&0!

(22.&5/+(+/%03!1&.'/2&!5&)/'&.A!(05!%*+2%4&1#!!

"#; $,(+! 1+.(+&=/&1! B&! 5&'&)%-&5! (05! /4-)&4&0+&5! BA! CDC1! (05! 9+(+&V$&../+%.A!

811%2/(+/%01! +%! &0=(=&! 4&4B&.1! %6! [%(.51! (05! S%'&.0(02&! C%44/++&&1! /0!

(22.&5/+(+/%03! /0! -(.+/2*)(.! +%! /06%.4! +,&4! (B%*+! +,&! B&0&6/+1! (05! -.%2&11&1! 6%.!

(22.&5/+(+/%03!(05!+%!2%0'&A!+,&/.!.%)&!/0!.&)(+/%0!+%!(22.&5/+(+/%0#!

"#Y $,(+! 1+.(+&=/&1! B&! /4-)&4&0+&5! +%! &0=(=&! `Z13! Q(0(=&.13! C%%.5/0(+%.13! N./02/-()!

D(>A&.1!(05!R&1-%01/B)&!N&.1%013!+%!/06%.4!(05!*-1</))!+,&4!(B%*+!+,&!B&0&6/+1!(05!

-.%2&11&1!6%.!(22.&5/+(+/%0#!

"#b $,(+! 2%44*0/2(+/%0! 4(+&./()! -.%5*2&5! BA! 78CDC! (05! 811%2/(+/%01! j! /02)*5/0=!

0&>1)&++&.1!(05!(00*()!.&-%.+1!L!-.%6/)&!+,&!(2,/&'&4&0+1!%6!+,&!1&2+%.3!/02)*5/0=!+,&!

(2,/&'&4&0+1!%6!CDC1!/0!.&)(+/%0!+%!(22.&5/+(+/%0#!!!

!

!

!

!



! W\!

?3 @""#0/

Y#"# $,(+! +,&! 9NN!B&! .&+(/0&5! (05! 6*.+,&.! 1+.&(4)/0&5! 1%! (1! +%! .&5*2&! (0A!*00&2&11(.A!

5*-)/2(+/%0!(05!(55.&11! 2,())&0=&1! .&)(+&5! +%!*-)%(5/0=! 1*B1+(0+/()!5%2*4&0+1!(05!

%+,&.!6&&5B(2<!6.%4!+,/1!.&'/&>3!/6!0%+!().&(5A!5%0&#!

Y#;# $,(+! 4%5/6/2(+/%01! +%! +,&! 9NN! 4(/0+(/0! (22&11! (..(0=&4&0+1! 6%.! _XND9! N.%=.(4!

Q(0(=&.1#!

Y#Y# $,(+! +,&! Q9Z! B&! .&+(/0&5! (05! 2%0+/0*&! +%! B&! -.%4%+&5! (1! (! .&1%*.2&! +%! 1*--%.+!

%.=(0/^(+/%0()!5&'&)%-4&0+#!

Y#b# $,(+3! /6! -.(2+/2(B)&3! .&1%*.2&1!B&! ())%2(+&5! +%!5&'&)%-/0=! (05! /02)*5/0=!%0! +,&!Q9Z!

4%.&! =%%5! -.(2+/2&! &M(4-)&13! .&1%*.2&1! (05! +%%)1! +(/)%.&5! +%! 2%44*0/+A! )&=()!

(11/1+(02&!1&.'/2&1#!

Y#d# $,(+3! >,&.&! -.(2+/2(B)&3! +,&! 9+(+&V$&../+%.A! 811%2/(+/%01! /5&0+/6A! 1+.(+&=/&1! +%!

-.%4%+&!5/()%=*&!>/+,/0!+,&!1&2+%.!%0!(22.&5/+(+/%0!(05!&02%*.(=&!CDC1!+%!-.%'/5&!

+%!+,&/.!822.&5/+(+/%0!C%%.5/0(+%.!%.!+,&!7(+/%0()!822.&5/+(+/%0!C%%.5/0(+%.3!2%-/&1!
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