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Dr. Abdul Rahman Al Awar
Director General of the Federal Authority
for Government Human Resources

The events of the Seventh and
Eighth International Human
Resources Conference, organized
by the Federal Authority for
Government Human  Resources
(FAHR), emphasized an eventful year
full of accomplishments in terms
of levering and developing human
capital in the federal government, as
well as HR Echo Magazine published
by FAHR, in terms of the Magazine's
form and content, the number of
readers and followers inside and
outside UAE, and in terms of authors
and International Organizations
participating in publishing the
Magazine.

Moreover, the value of the magazine,
the wide spread of its topics, and the
knowledge it provides is maximized
through a new partnership signed
by the FAHR with the new Al Bayan
newspaper, according to which the
topics of the magazine are published
in a weekly section. It is evident that
HR Echo's circulation is increasing
among specialized HR experts,
researchers and officials, employees
at large and all economic segments.
Such fact is grounded by the massive
turnout and participationin a contest
launched by FAHR during March
“Month of Reading”, to summarize
HR Echo's topics. In a couple of days,
nearly 90 participations from federal
government employees only were
received.

In this Issue published in conjunction
with the 8th cycle of International
Human Resources Conference, held
under the theme " Tomorrow's HR
Starts Today", several related issues
and topics are to be highlighted,
including: (Robotic Process
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Human Resources' Race

Against Time!

Automation and its direct impact
on labor market, employment
strategies, future of several jobs in
light of escalating technological
advancement, and the importance
of adopting automation processes
at the level of individuals and
organization, as a complementary
to human endeavors towards self-
adaptation and self-development).
The second topic, focuses on the
significance of human resource
amidst the escalating global
transformations  witnessed by
organizations, and the need for
organizations to adapt rapidly to
the consequences of globalization,
which are at their peak now, and
the risks behind transformations,
which are related to employees,
and how to avoid them through
systematic approaches to successful
transformation processes.

This issue of HR Echo also addresses
the digital transformation
of  organization leaders, the
foundation for adopting and
implementing  digital strategies
in their organizations, the impact
on achieving the organization's
strategic objectives, and ways of
bridging the digital talent gap that
challenges organizations seeking
digital transformation.

It also sheds the light on personal
skills and the importance of
continuous training in organizations
as one of the most important forms
of investment in human resource,
improving organizational reputation,
attraction, recruiting and retaining
employees, how to help them
acquiring personal and professional
skills, the benefits of Millennials

related to learning and searching,
and the role of a successful leader
in providing support, training and
appreciation to his staff.

The final topic is about the role
of HR departments, the driving
force of organizations, in bringing
happiness to employees who
are internal customers, and the
importance of support they receive;
to become more connected to their
organizations and integrate them
into the work environment, and thus
improve their level of happiness
and productivity. Studies showed
that 78% of employees demonstrate
higher levels of productivity when
their efforts are recognized and
appreciated.

This topic also discusses the
challenges encountered by HR
department in leveraging the energy
of non-enthusiastic employees to
transform them into positive and
constructive one. HR departments
have a responsibility to spread
positive energy and enthusiasm in
the workplace, and to ensure the
success of organization by involving
the most valuable assets.

In conclusion, we would like to
express our thanks and appreciation
to the partners and authors of HR
Echo magazine, and to "Kogan Page”,
which has offered a 20% discount
on its specialized paper books and
e-books, to HR Echo's readers and
federal government employees.

Foreword

Over the last few years Technology
is evolving faster and impacting
business models more frequently
and deeper. It is impacting very
department of an organization
whether it is Sales, Finance or HR. RPA
(Robotic Process Automation) is one
of the latest technology changing the
human interactions and relationship
with machine. RPA is the first step
in the journey for an organization or
country towards digitalization and
other emerging technologies such as
Al and Block-chain.

RPA is an enabler of these emerging
Technologies.

At micro level RPA is making the
processes more efficient at every
component of HR department
from search, onboarding, training,
performance management, retention
and off boarding etc.

At macro level, government need to
align their strategies for management
of their existing and future human
capital. Long term strategies need to
be made more agile.

The first rational step should be in
the area of education and change of
mindset.

Constant Education and training
would be key to enhance quality of
pipeline of human capital in UAE.

The traditional way of delivering
education might not be able to create
workforce for the future. Conventional
curriculum need to be made in
sync with recent advancement in

technologies like RPA. Coding should
be mandatory component of the
syllabus for all the disciplines even for
Arts and Commerce.

More than 800 million jobs will be
taken over by Robots by 2030. As per
Mindfields’ research at least 95% of
routine and repeatable processes
can be automated. Governments
should enable their human capital
to compete with Robots. It is not
possible for human to compete and
beat Robots in objective knowledge
based jobs. Traditional knowledge
base education needs to be upgraded
and customized for each individual
as per his/her natural attributes
and characteristics. It is difficult to
automate such individual soft skill sets.

Training on regular intervals (say
on yearly basis) need to be made
mandatory for each individual.
Organizations should be required to
spend at least 5% of their revenue on
training and upgrading their human
capital. This training should be treated
as insurance premium for them to
survive in the market.

The biggest risk for businesses
adopting RPA are found in knowledge
management and the dependency
on BOTS to execute mundane human
tasks. As we automate processes,
humans lose control and knowledge
over these processes. This adversely
impacts the knowledge management
of processes within an organization.
What happens if BOTS are down? Your
operations stall.  Also automation
can increase the risk of fraud and
manipulation. There are cyber security

Mohit Sharma

risks that are common to IT operations,
but for automated processes the
risk is more enhanced as hackers can
take hold of an entire organization
for ransom. Change management is
part of the Man Machine relationship
in a company, and as more humans
depend on machines, the more
complex and vulnerable to risk this
relationship becomes.

As labor arbitrage disappears,
meaningful human interaction or man
machine arbitrage where we replace
man with technology will define who
those companies are that are ahead of
the technology development curve.
There are only two races in the world
i.e. humans who have knowledge
and who do not have knowledge.
The application of technology is
not a differentiator any more... It's
continuous innovation combined
with faster evolution of technology
that will make the difference, and
this is what you need to keep any
organization ahead of its competitors.
RPA is a first step in the journey. Man
Machine arbitrage should not be
the only driver. Enhancement of the
customer and partner experience
should be the priority. Meaningful
Human Interactions with Robots and
Machines will define the optimal
composition of Humans and Robots in
any organization going forward.

| hope thisissue of HR Echo will provide
insights to you on how to advance
human race and embrace automation
at organizational and individual level.
Robots and automation should be
treated as complimentary to human
race and not a competitor.
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Introduction

The Robotic Process Automation (RPA) market is maturing steadily and has
witnessed high levels of adoption, with large global organisations already
seeing significant returns on investments and short payback periods. The
global market is projected to be a multi-billion dollar industry within the next
3 years. These robots are becoming increasingly sophisticated, taking on
more complex, higher value tasks. This, in turn, has had a dramatic impact on
overall operational performance in organisations. RPA is boosting production
levels, significantly reducing costs, and simultaneously, increasing quality
standards. RPA provides for strong governance and auditability as it enables
detailed and real-time traceability of all process steps.

Much of the hype around robotics is the fear that it could lead to large-scale
reduction of jobs across multiple levels. However, as with any disruptive
technologies, the market will continue to evolve, and new job opportunities
will arise. In coming years, there will be a need for redefining hiring strategies
and re-skilling appropriately (internally and externally).

The advent of RPA provides a promising opportunity to leverage new
technologies to operate and manage certain business processes more
efficiently from the onshore location at a fraction of the cost.

RPA provides a promising opportunity to leverage new technologies to
operate and manage certain business processes more efficiently

What is Robotic Process Automation
(RPA)?

The RPA “tool” can be configured to capture and interpret actions of existing
applications used in various business processes, just as a human operator
would do. These tools can mimic human actions without associated errors.
The most important attributes of these tools are audit and logging. Any
action or step taken by them can be logged and audited. Human resource
can watch and perform a surveillance of each steps and actions of these
tools. This feature also differentiates RPA from Straight Through Processing
(STP) tools where there is no visibility to human eyes of the steps/action
taken by an automated process.

Currently, human actions and steps are monitored by automated surveillance
mechanisms. The converse will occur in an RPA process.

At its highest and simplest level, RPA software essentially comprises a range
of tools used to interact with existing applications at the presentation layer.
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RPA is boosting
production levels,
significantly
reducing costs, and
simultaneously,
increasing quality
standards.

RPA provides

a promising
opportunity to
leverage new
technologies to
operate and manage
certain business
processes more
efficiently

RPA systems are non-
intrusive applications
which do not require
technical integration
with other systems

These are then combined with a rules engine which is customised to the
respective process being automated.

Once the RPA tool has been trained or configured with well-defined business
rules, it can then perform the functions being automated exactly as a
human operator would. These may include processing bulk transactions,
manipulating data, triggering real-time alerts or responses and creating
audit trails, as well as communicating seamlessly with other enterprise
systems.

RPA systems are non-intrusive applications which do not require technical
integration with other systems. They work at the graphical user interface
level and do not need much, if any, IT support. And by replacing significant
human error, they deliver substantially enhanced productivity.

RPA technology is best suited for highly repetitive, rule-based activities
and processes which are typically associated with high volume, transaction
oriented back-office processes. RPA platforms have the capability to
automate a broad range of processes in key functions including finance
and accounting processes, HR, procurement, logistics, customer experience
management and supply chain.
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RPA platforms can be categorised into four phases or “waves”.

Wave | (Routine and repetitive): Current levels of automation focus on
highly repetitive and rule-based processes which require little or no human
intervention.

Wave Il (Judgement based): In addition to the capabilities mentioned
above, RPA solutions will have functional enhancements that would enable
judgement based decision-making capabilities.

Wave Il (Analytical based): Existing solutions have some element of
operational and process analytics features that provide real-time insights
on robot operational performance and other vital statistics. However, the
next step of evolution will establish predictive capabilities that enable RPA
platforms to use existing data sets to determine patterns and predict future
operational outcomes and trends.

Wave IV (Al based): The most advanced and complex RPA products are
expected to embed Artificial Intelligence (Al) based capabilities that will
truly make RPA autonomic i.e., systems having ‘self-managing’ capabilities
that enable self-configuring features. The adoption levels primarily
oriented towards government agencies, financial markets and defence
establishments.

Figure 1 | Evolution of RPA
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12 Months

18 Months

Figure 2 | Employee Onboarding: Automated Process Flow
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Where and how can RPA add value?

RPA solutions are typically deployed in organisations which engage human
resources on a large scale for high volume, transactional and repetitive
process oriented tasks and activities.

The key processes best suited for RPA tend to:

+  be highly rules-driven (e.g. F&A, HR, and order processing)

+  be data-entry, comparison and validation intensive

« use several desktop systems involving multiple application tools (web
applications, Excel and enterprise systems)

«  be problematic to send offshore or require quick turnaround

+  have high transaction and processing volumes

+  be highly prone to error

Almost all the functional areas being automated have gone through
extensive workflow, process and compliance standardisation over the past
few years by adopting industry best practices and transferring knowledge,
implementing RPA solutions has resulted in more efficient re-alignment of
human resources. It has also resulted in vastly improved customer experience
for both internal and external customers. The figure below outlines some of
the functional areas where RPA can deliver high benefits today.
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Figure 3 | Functional areas where RPA can deliver benefits today
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Forinstance, by automating some of the administrative tasks in HR, HR teams
can focus on strategic activities like recruitment management, employee
hiring, employee benefits, and training and development.

Figure 4 | Estimated costs savings that can be achieved through RPA - key
processes

Front office functions 26% 55%
Supply chain | 175%

Customer management and sales 14% 4%
Finance & Accounting | 15%

Human Resources | 13% 39%

From 1 Year ago  Expectedin 1 -2 Years Expected in 3 - 5 Years
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RPA will have a
significant impact

on labour markets,
leading to a change in
hiring strategy

The rise of autonomics

With the continued rise in labour costs in major off-shoring destinations,
robotic automation will offerimmediate value as it replaces human operators
with robotic FTEs. As next generation robotic automation software vendors
continue to invest in new technologies, we expect to witness the rise in
self-learning and artificial intelligence capabilities embedded across RPA
applications.

In the near to mid-term, we expect a new breed of software vendors to
develop advanced data mining and analytics capabilities. These will further
expand the scope of automation across more complex processes and enable
automation of processes which involve varying degrees of unstructured
content/data.

Examples of the type of unstructured data that may be mined or analysed
to determine an action include freeform emails or feed from social media.
By leveraging an increase in autonomics, organisations will need to do the
following to guarantee a successful RPA implementation:

» identify and re-engineer their existing processes
«  streamline evolving business requirements
«  have strong change management controls and governance framework

The net impact of increasing autonomics will continue to erode any labour
arbitrage benefits from process off-shoring, and this will lead to increasing
consideration towards in-sourcing as a strategy.

Impact of RPA on our labour market

The expected cost savings of RPA are dramatic and will be hard to ignore,
but RPA will have a significant impact on labour markets, leading to a change
in hiring strategy and the mix of staffing required. In the short-term, RPA will
enable job transformation — not job replacement.

In processes where RPA is introduced, a number of staff will be available for
deployment on non-routine roles. Public and private corporations will, in
most cases, want to retain their staff as best as possible and explore various
options of doing so. These include:

1. Re-skilling existing workforce on new roles and job responsibilities
(people skilled in implementing, managing and maintaining robots)
through learning and development programmes (in-house or through
partnerships with specialised RPA consultancy firms).
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Partnering with reputed global or regional engineering and technology
institutions to embed advanced IT skills in existing curricula which their
staff may then be considered for.

Staff reallocation strategies will also be required, in situations where
staff members are unable to be trained for other roles, in order to
maintain competitiveness.
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Public and private corporations will also need to review their recruiting
strategies. There will be a shift from hiring low-skilled resources to more
qualified professionals. The professionals will benefit from having experience
in disruptive technologies including automation, Al, process improvement,
governance and compliance, cloud, mobility, data analytics and social media.

Impact of RPA on onshore market - short
to medium term

Short to medium term

« Increased in-sourcing of functions and processing

+  High-volume, transaction roles to become redundant (low level/ low
skill)

+  Need foroperational and lower to middle management roles to manage,
report on and configure the robotic process

Long term

«  Changing business models — more functional areas are expected to come
under the purview of RPA as maturity, scale and platform functionality
enhancements continue to grow

«  Considerable replacement of humans by robot applications on both
routine and non-routine, manual and cognitive tasks

+  More robots would be employed onshore as earlier sensitive and
untouchable processes can now be made more cost effective

+  Asthefocus shifts to a small number of higher value-adding roles, HR will
increasingly have to re-structure employment contracts, agreements
and work/skill requirements including appraisals and rewards and
recognition structures with staff in impacted areas

+  Re-deploying human resources (who are displaced by RPA platforms)

on non-routine process roles in IT or other internal functional areas (e.g.
experts in process automation, continuous improvements)
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Figure 5 | FTE impact post-RPA implementation

100% 40% FTE red,

Workforce reduction on low
skilled job profiles (e.g. data
capture, extraction entry,
helpdesk support, reporting
etc.)

Original state: 100% FTE involvement

»
»

Time: 1- 2 years for full scale cost and FTE reduction
post RPA deployment (onsite/ offshore or near-shore)

How is RPA relevant to the Public Sector?

Due to the significance and nature of processes performed in the public
sector, process automation would facilitate scalability and minimize manual
errors.

Public Sector organisations rarely, if ever, engage in conducting processes
off-shore. RPA has ushered in bringing many business and administration
processes back on-shore, across a wide variety of functions. RPA allows these
to be done at largely reduced costs on-shore, even compared to the off-
shore equivalent. This facilitates an increase in opportunities for the public
sector to implement and automate processes that were largely conducted
off-shore by counterparts in the commercial sector, or at a high cost in the
public sector. Thus, the business case for RPA would be more compelling as
compared to private sector firms that were previously leveraging offshore
workers.

RPA can even be argued as more suited to the public sector in terms of
industries, as administrative and public sector work is largely rule based-
perfect for a bot. The workforce within the public sector is often mandated
to follow heavily regulated and strict procedures- RPA is extremely well
suited to execute these tasks efficiently on a large scale. Furthermore, the
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RPA enables
transformation

of delivery of
government/public
sector services by
leveraging emerging
technologies

workload undertaken by the bots frees up public sector employees to focus
on other areas of their department which are higher value.

Many countries with growing populations often still have restrictions
on employee growth in their public sector departments- making it very
challenging to scale operations. RPA allows agencies to ‘do more with
less’, as the technology can allow for an increase in service levels while
maintaining the same headcount. As the demands grow for these agencies,
it becomes easier and more efficient to scale up a robotic workforce for
the repetitive administration tasks than it would be to scale up an entirely
human workforce for the same tasks. RPA enables transformation of delivery
of government/public sector services by leveraging emerging technologies
and adopting a collaborative approach to enhance operational efficiency
and strengthen the employees’ capabilities.
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What kind of skill requirements
will emerge due to RPA and other
technological advances?

What are new Technologies?
Digital transformation means a lot to different types of businesses.

As digital transformation initiatives in Wave | mature, businesses will
increasingly look to more sophisticated RPA solutions to increase the
productivity of their workforce. Existing technologies such as loT will continue
to become more widespread and useful while emerging technologies, such
as general-purpose Al, will become increasingly practical.

loT -Internet of Things (loT) is playing a significant part of the digital
revolution, allowing companies from across domains to automate, monitor
and improve physical processes.

In an example of the IoT’s capabilities, leading automotive innovator Tesla
recently implemented “over the air” upgrades for their cars, allowing the
customer to keep their firmware updated just the way they update their
mobiles. This spending will continue to surge as loT begins to provide a more
substantial benefit, and automation technologies allow a more significant
number of processes to be performed without considerable input from
human workers.

Data Analytics — Data gathering and analytics have provided incalculable
benefits to companies. With the rise of RPA, this will only continue to
increase. As corporations begin to increasingly leverage data to control and
improve automated processes, it will be possible to gain insights and identify
bottlenecks, helping to improve overall productivity. Analytics also allows
for innovative new products and solutions. For example, Uber is using big
data and advanced analytics techniques to enhance surge pricing, identify
subpar drivers and deliver more efficient service to users.

Artificial Intelligence - Underlying intelligence behind automation is
driven by a wide range of technologies, from machine learning to cognitive
computing. As these technologies develop and innovations become market
ready, automation will become increasingly powerful and general purpose.
IBM’s Watson, for instance, allows users to rapidly build customer service
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cyber physical system

chatbots, classify visual content, translate the natural language and predict
personalities. New solutions will be able to acquire and develop their errors
or previous mistakes, becoming more efficient as they are often used.
This will drive unparalleled growth in automation, allowing companies to
leverage their human workforce more efficiently and drive growth.

Innovative RPA Applications/Solutions - Companies are continually
looking for more ways to apply automation in their operations to improve
productivity and reduce costs. As technology advances, a more significant
number of tasks will be performed entirely by the automated bots.
Human resource, customer service, finance to say the least, are already
seeing automated processes keep track of receipts, store and retrieve
documentation, track timesheets and monitor and even fix IT issues. Today,
healthcare providers are also using RPA to analyse population health,
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coordinate care and monitor patient wellbeing. As technology moved
forward, we will see the list of automated tasks expand significantly, with
increasingly few areas not at least partially automated.

Although the digital revolution is already well underway, there is still a
significant area in which companies across domains can improve their
existing systems and re-engineer process and increase the application of
RPA. As technologies mature and people find new applications for common
solutions, automation and digital initiatives will continue to become more
widespread. There is very little chance that the digital transformation will
slow down anytime soon, and companies that don’t keep up will inevitably
be left behind by more adaptable competitors. So every company who wants
to be ahead of the game will invest and try to be competitive.

New term ‘digital experts’ will be required for six core digital
transformation areas such as

- Digital Marketing — Social media content manager, marketing automation
engineer

- Digital Business - Digital Transformation manager, Digital Venture
strategist

«  Advanced analytics - data scientist, business analyst (intelligence)

«  UlI/UX Development- - Project Manager (digital), UX designer, Ul designer

+  Agile /Scrum Methodologies - Scrum master, Agile coach

+  Process Automation using Robotics - Automation Engineer, Tech
lead, test engineer, solution architect, information security consultant,
Project manager, Program Manager, Service Delivery Manager, Process
Consultant (BA Role)

Skills which will be helpful in Implementing RPA and other emerging
technologies

+  RPA programming skills

«  Systems Thinking/Holistic Thinking
«  Opportunity identification
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«  Process analysis, improvement and implementation
« T Project Management - Agile approach
«  Complex problem-solving, analysing and design skills

«  Customer experience focussed

«  Machine learning

«  Change Management (Organizational)
«  Leadership/Providing Leadership

Possible Solutions for Bridging the Skills Gap

To be ready for digital transformation, companies must prepare their
workforce by answering four essential questions.

«  Who we want?
«  Where we want?
+  What we want?
. How we want?
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Firstly, they need to understand who is available in the market based on
skills required, and who makes up the core of digital talent pool already in
place across the business verticals. They need to identify the new job profiles
which are more digital and the number of employees required in short to
medium term time span.

They should understand where to find the required employees over the
medium and long term—and how to recruit and more importantly retain
them.

Finally, companies need to understand what sort of skill needs are expected
from new employees and which skills can be developed among their existing
employees. Without skilled staff, there can be no digital transformation.

Without skilled staff,
there can be no digital
transformation.

""‘\B"
.
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Concentrating on building expertise versus the perfect skill-set -
Businesses are recognising that engaging people with the attitude, aptitude,
intelligence and dexterity to quickly pick up new skills as needed may be the
practical way of solving the current problem, while building a flexible in-
house team with diverse talents. So equal emphasis should be given to hire
new talent with niche skills and train the existing workforce on new skills to
strike a proper balance.

Hire Tech savvy recruiters - Corporations require recruiting a team with
social media and online networking skills, HR software capabilities, and
digital knowledge.

Enhance use of managed or cloud services — Using these services can save
resources and supplement infrastructure or resources. New cloud-based
solutions that replace traditional on-premises systems will not only save
operational costs, but will also contribute to freeing up employee resources
for managing and maintaining these systems, and releasing the resources to
focus on more strategic activities.

Cloud or managed services to supplement needs in areas such as network
security provide the much-needed security expertise to strengthen in-house
resources.

Partnering - Leveraging long-term relationships with service providers
with expertise in security, communications, networking or new technologies
provides expertise with the knowledge that many in-house IT teams need to
move projects forward.

What should the Government do to stay
ahead?

RPA readiness assessment
Before embarking on an RPA-based program, client organisations should:

« ASSESS options of RPA tools

« CONDUCT a process feasibility to evaluate and assess where the RPA
implementation will be most effective

«  EVALUATE the different ownership models of RPA tools and contractual
structures

« MEASURE commercial viability to ensure a valid business case

Target Operating Model
The key objective of establishing a well-defined Target Operating Model
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(TOM) is to create an opportunity for client organisations to maximise
business value by harnessing the virtual workforce and other organisational
resources to best effect, whilst maintaining control over future costs and with
stronger risk mitigation strategies. The target operating model would differ
based on the type of client organisations. In the case of the government,
where the key functions are performed in-house and reliant on extensive
workforce to meet targets, the following points would need to be kept in
mind:

- Change management: Establishing a communications roadmap
between robot operational teams and business / process owners (client)
to prevent any misalignment between changes in service demands,
operating procedures etc.

+  Performance management: Establishing revised SLA parameters in-
terms of faster transaction processing speeds and accuracy levels

- Definingrolesandresponsibilitiesin virtual workforce environment:
Focus on clearly establishing well-defined roles and responsibilities.
Clearly communicating accountabilities among key parties involved in
the RPA implementation phase (RPA software vendor, implementation
partner and client organisation).

- Robot workforce management: Dedicated human resource ‘Robot
Manager’ may be assigned responsibilities for managing and monitoring
robot performance, issues, robotic resource allocation activities,
exception handling and speed and accuracy levels. Creating a robot
trainer team may include a team of highly trained software developers
and process experts to define development requirements, including
testing and deploying robots in live environment.

The immediate focus for the government and businesses in relation to job
transformation should be to consider proactive adaptation to the new talent
landscape, they need to manage skills disruption as an urgent concern.
Government bodies need to align their operation, innovation and talent
management strategies to maximize available opportunities to capitalize on
transformational trends.
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While RPA automates
manual tasks,
eliminating mundane
activates, humans
can specialise in

roles that require
judgement, emotion
and empathy.

The outlook for Governments should be to prepare people to work with these
technologies. While RPA automates manual tasks, eliminating mundane
activates, humans can specialise in roles that require judgement, emotion
and empathy. Verticals that would require such human focus could be human
resources and healthcare.

As part of the long-term focus, Governments would have to revisit existing
education systems. Integrating courses relevant to these technologies into
the curriculum at all levels would enable students and future job seekers
to be more accepting of the technology as well as qualified for future jobs.
Governments should work closely with education providers to reimagine
and implement a more future-proofed curriculum.

Future trends

RPA willbe enhanced with cognitive abilities to transform process automation
to cognitive automation. In this era, enterprises will be able to incorporate
artificial intelligence capabilities (machine learning, natural language
processing etc.) into their automation programs, thereby multiplying their
benefits.
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Adoption of RPA has seen a steep rise in recent history and it continues to
steam forward at a robust rate. Enterprises are adopting a strong focus on
digitization with RPA as one of the key areas. Keeping the bottom line in mind,
firms are looking to redeploy employees onto cognitive tasks. To assist with
these new roles, artificial intelligence capabilities and business analytics are
introduced to help make smarter decisions and more innovative solutions.
Companies can create a virtual workforce that is rule-based. Human
resources and administrative processes can be made smoother and more
efficient as a result.

Robotic Process Automation (RPA) has been adopted in government
organizations such as Palkeet, the Finnish Government Shared Services
Centre for Finance and HR.

Palkeet's example indicates that automation can be successfully adopted in
government organizations. The essence of RPA is to train employees to go
beyond performing tedious, repetitive jobs - allowing them to have more
time for cognitive and complex tasks.

RPA is an emerging field of vast opportunities. Just as the internet boom led
to a creation of multifaceted jobs, Robotic process automation is the reason
for these new jobs being created.

Consistent with other forms of automation, RPA can augment existing
workforces, and essentially allow governments or businesses to do more with
less. RPA’s goal would not be to replace the human worker but to help reduce
errors and operate efficiently for longer periods of time. Correspondingly,
helping governments to increase productivity and lower costs.

RPA’s goal would
not be to replace
the human worker
but to help reduce
errors and operate
efficiently for longer
periods of time
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The Transformation
Trap

The Smart and Simple
Way To Avert HR Risk
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The only constant in today’s business environment is unrelenting change.
Business models are in permanent flux, as companies swiftly adapt to cope
with ever- intensifying globalization and the rapid digitization of industries,
not to mention fast-changing customer needs. And there’s no sign that
these trends will be abating.

This turbulence, which is buffeting every industry and market, means that
global corporations must undertake a growing number of increasingly
complex cross- border transformations. And these trans- formations are
different from those of the past. Rather than face a single organization-
wide transformation every three or four years, companies must deal with
an unpredictable number of such initiatives, both small and large, while
still conducting their day-to-day business. These efforts usually make heavy
demands on the HR function, which is frequently the “engine room” of the
transformation program.

Complexity is increasing because, in many cases, companies run multiple
transformation initiatives in parallel. These initiatives ultimately affect
each other, with results that are not entirely foreseeable—but such
interdependencies often are not sufficiently taken into account. Moreover,
some parts of the organization may be involved in several consecutive
transformations while others remain virtually untouched. This complexity
significantly complicates codetermination processes, because in many cases
employee representatives such as unions or works councils are not willing
to sign off on a particular transfor- mation concept when they're aware
that several others might be under way at the same time—and multiple
transformationsinevitably unsettle and demotivate rank-and-file employees.
Yet successful trans- formations, executed without unduly disrupting day-
to-day business, are critical if companies are to stay competitive.

Transformations are on the rise

Our work with clients in every region and industry has taught us that the
transformation game has changed. Amid mounting complexity, the old
playbook no longer works. Although known concepts might appear from a
distance to need just an update and a bit of adaptation, organizations that
take this approach risk becoming wrapped up in a never-ending stream of
change that soaks up management capacity and weakens the company.

The old procedures and approaches no longer work for a host of reasons:

« Increasing demands from top management and other stakeholders
« An increasingly complex regulatory environment, especially
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global corporations
must undertake a
growing number

of increasingly
complex cross- border
transformations.

The ever-changing
business environment
demands innovative
and technically
advanced approaches
to transformations

internationally, which often affects not just HR but also other parts of the
company

+  More cross-border coordination among social partners, as well as
increased professional support for them

«  Streamlined HR organizations that have no additional capacity to handle
extra projects

« An increasing number of projects, with a correspondingly higher
number of interdependencies

Data from the European Monitoring Centre on Change shows that the
number of trans- formations in Europe continues to increase, rising by as
much as 17 percent from 2010 through 2014. (See Exhibit 1.) Yet many
experts argue that most transformations are not successful—a view
supported by our own data. That's all the more reason to start thinking
about how transformations can succeed.

Five Risks in Transformations— and how
to Avert Them

The ever-changing business environment demands innovative and
technically advanced approaches to transformations in order to avoid the
risk that they will absorb all available management capacity. Because these
approaches require a significant amount of coordination and cooperation
among employees, managers, and other stakeholders, applying smart rules
for working together can dramatically improve a transformation’s results.

Exhibit 1 | Transformations Are More Common but No More Successful

Transformations have increased strongly in Europe...
Number of restructuring events

in EU member states

2.000
1.800

...but more than 60 percent of them fail
Long-term relative
TSR growth

1.600
1.400
1.200
1.000
800
600
400
200
o

2010 20m

4
{ % ).
)

2012 2013 2014 o 1 2 6 7
One-year relative TSR growth

Sources: European Monitoring Centre on Change, restructuring events database; BCG analysis of a sample of 48 companies.
Note: Total shareholder return (TSR) is adjusted by the relevant industry index growth (or the S&P 500); 1 = same growth
rate as the industry index.

1Five years from start of transformation effort, or until today.
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It is especially important to address five common personnel risks that must
be averted if a transformation is to succeed:

«  Personnel cost savings are not fully realized.

«  Restructuring costs end up higher than expected.

«  The organization has lost key employees, and those retained have the
wrong skill set.

«  The HR implementation process takes too long.

+  Relations with employee representatives are severely damaged.

Personnel cost savings are not fully realized. Most transformations are
aimed at least in part at reducing personnel costs. These savings are often
not fully realized, however, because of insufficiently detailed preparation
and the absence of strict tracking of the implementation process. In addition,
managers responsible for achieving targets face no severe consequences for
failing to meet them.

The following measures will help to realize personnel cost savings:

«  Detail functional changes and accompanying cost savings as precisely
as possible.

+  Make responsible managers feel the “shadow of the future”—that is,
make them feel today the urgency of taking actions whose consequences
may not emerge for some time.

+ Do not accept the excuse that the changing business environment
makes it impossible to achieve targeted efficiency improvements.

Restructuring costs end up higher than expected. In many failed
transformations, restructuring costs considerably exceed the forecast
amount. This overage is often the result of inappropriate or suboptimally
applied HR instruments, such as negotiated severance and early retirement
packages.

Even a well-designed transformation concept that includes clear rules for
determin- ing payments to employees does not assure predictable costs.
Actual costs can exceed forecasts when timelines are tight and managers
start offering employees ad hoc “sweeteners” to convince them to take
voluntary severance. (See Exhibit 2.) It's important, therefore, to closely and
continuously track actual costs against planned costs.

The following measures can help hold the line on restructuring costs:
«  Carefully track actual costs against planned costs for each category of

HR instrument.
- Establish target ratios for the mix of HR instruments that will be used
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Even a well-designed
transformation

con- cept that
includes clear

rules for determin-
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assure predictable
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during implementation.
- Define a process for the case-by-case analysis of deviations from
planned costs.

Exhibit 2 | Actual Severance Payments Can Deviate Sharply from Planned Payments

Early retirement

Termination
agreement

Planned severance payments

(+50% or morey

Early retirement

Termination
agreement

Actual severance in implementation

Source: BCG analysis of a sample of financial institutions.

The longer the
process takes, the
more pressure there is
on the business case
for the transforma-
tion—and on the
people working in the
organization.

The organization has lost key employees, and those retained have the
wrong skill set. After the dust from the transformation has settled, many
managers discover that the loss of key employees has significantly weakened
the organization and that many of the employees who remain have the
wrong skill set for their future tasks.

The following measures can help to pre-serve the right mix of employees:

«  Determine the skill set needed for the transformed organization.

+ Identify and pre-select key employees who will be needed in the
transformed organization.

- Create a communications strategy with defined and differentiated
messages for each target audience.

The HR implementation process takes too long. A long time can elapse

between the creation of the initial transformation plan and the moment
when the first HR measures actually take effect. The longer the process takes,
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the more pressure there is on the business case for the transforma- tion—
and on the people working in the organization.

The following measures can help keep the process on track:

- Develop centralized, rigorous steering of the implementation process.

- Establish an explicit mandate regarding results and timelines.

«  Start the implementation phase early— even if all details are not yet in
place.

Relations with employee representatives are severely damaged.
Transformations inevitably heighten emotions, and when feelings are
running high, people on both sides of the negotiating table can say and do
things that are not easily undone. Talks and negotiations with employee
representatives can be particularly difficult, with repercussions that stretch
years into the future. Once-uncontroversial topics can suddenly come under
heavy scrutiny and impair the conduct of day-to-day business.

Heated disputes are common in the commercial airline industry, for example,
whose flight attendants’ or pilots’ unions often stage several strikes a year,
disrupting the operations of multiple airlines and snarling global air travel.
Entire countries are held hostage to their demands.

During these job actions, talks with representatives of airline management
often break down, sometimes repeatedly, and require the intervention of
board members to set negotiations back on track. But even when such
extraordinary efforts produce an agreement, they almost never bring long-
term labor peace. To the contrary, those agreements far more often are awk-
ward compromises that merely postpone the cycle of disputes, strikes, and
temporary truces rather than arrest it permanently.

The following measures can help to ensure good long-term relations with
employee representatives:

+  Define a clear communication and negotiation strategy well in advance.

«  Manage the expectations of negotiating partners appropriately.

«  Take an analytical approach to negotiation preparation with the aim of
finding the optimal solution.

That last point merits further discussion. A well-prepared negotiating
strategy, complete with scenario modeling and other analytical exercises,
is critical if companies are to avoid collective bargaining agreements that
include a high increase in personnel costs. Such agreements can set an
unfortunate precedent for the next transformation, because high run rates
put the cost structure under pressure.
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HR departments
must also have

all the tools and
support they need
in order to be able
to function within
the transformed
company,

In many cases, a detailed analysis can help negotiators structure agreements
that satisfy both sides while holding run rates to moderate increases. For

example, one client offered to pay one-time bonuses rather than raise hourly
wages for the duration of its 24-month collective bargaining agreement,
which enabled it to hold its run rate increase to 2.7 percent (calculated as of
the end of the agreement), compared with a 3.5 percent increase had hourly
wages been increased.

The success of any transformation requires the identification and assessment
of personnel risks early in the process. An analytical approach that combines
stable processes with innovative elements is critical to steering clear of
the transformation trap. HR departments must also have all the tools and
support they need in order to be able to function within the transformed
company, test the efficacy of their current procedures, and set the stage for
continuous improvement.

It is equally important that the core transformation team can manage the
expectations of stakeholders clearly, consistently, and skillfully. Indeed, the
success of the entire undertaking hinges on the core team’s performance in
this regard. The HR function in particular is the transforma- tion team'’s key
player and must be ready and able to lead the implementation process and
see to it that savings are realized as planned.
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Many countries are experiencing a crisis in public-sector human resource
management stemming from mounting pressures on a number of fronts.
Budgets are tight for numerous governments around the world, and human
capital costs represent a major—if not the major—cost center. Employee
compensation accounts for about 25% of government budgets on average
(they are even higher, at about 30%, in Africa, the Middle East, and Central
Asia). In addition, demands on government staff are increasing because
of a growing need for services in some countries and rising expectations
of government performance among citizens in general. At the same time,
a looming retirement wave in many countries is creating a potentially
problematic loss of institutional expertise. And all this is playing out at a time
when governments must upgrade their talent base. This includes recruiting
people with the skills to help them deploy new digital technologies, an
area where talent is in limited supply and for which there is tremendous
competition.

Based on extensive experience working with public-sector organizations,
BCG has identified ten steps that governments can take to ensure that
their transformed HR organization is efficient and well-connected to
internal stakeholders, that it takes a strategic approach to helping the
overall organization, and that it has a full toolbox of the necessary skills and
capabilities.

The Imperative for Change

Government HR leaders know only too well the pressures weighing on their
organizations. First, there are the big constraints on public budgets, which
frequently lead to large-scale reorganizations or severe staff cuts—or both.
In the US, for example, the Department of Defense recently announced a
sharp 8% cut in Army staff and a 17,000-person reduction in the civilian
workforce. In France, Ministry of Defense staff was slashed from 330,000
in 2006 to 270,000 today. And in the UK, the government has reduced the
number of civil servants by almost a fifth since 2010.

In addition, demands on government are only increasing. For example, in the
wake of the global financial crisis, governments in many countries continue
to play a large role in areas such as assistance for the long-term unemployed.
And providing these services often requires increased staffing and enhanced
training and skills.

At the same time, citizens have increasingly high expectations when it
comes to the quality and efficiency of public services, in part because more
information is available about the performance of governments around
the world. From the OECD’s PISA rankings of student performance to the
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World Bank’s Doing Business rankings to BCG's own Sustainable Economic
Development Assessment, there is greater visibility into how governments

are performing relative to peers.

Governments also need to upgrade their skills in many areas. Whether
because increased outsourcing requires new contract management skills or
because the latest digital tools demand high levels of technical expertise,
governments need to bring critical skills onboard.

Compounding these challenges is the fact that many governments are
facing an exodus from the workforce over the next decade. In OECD member
countries, for example, one-third of employees are older than 50. As a result,
a significant amount of hiring and training will be needed, as well as an
overall rethinking of roles.

Transforming HR will require major initiatives... Taken together, the
forces weighing on governments will trigger significant shifts. These will
include changes in the scope and mission of some roles, improved processes
in many areas of government, and mergers, reorganizations, and delayering
programs. HR will play a central role in such initiatives, and government
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leaders must ensure that their organizations are up to the task. HR leaders
certainly recognize the need for change.

THE CURRENT STATE OF PUBLIC-SECTOR HR

Public-sector HR leaders surveyed by BCG's Creating People Advantage
team identified three areas requiring urgent action: engagement, behavior,
and culture management; talent management and leadership; and HR
strategy, planning, and analytics. These are areas that participants believe
will be critical to future success but in which their current capabilities are
low. (See Exhibit 1.)

Our survey found that HR is significantly less involved in the development
of business strategy and in strategic decision making in public-sector
organizations than it is in private-sector companies. (See Exhibit 2.) Also,
HR metrics are used less in day-to-day decision making in public-sector
organizations.
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Furthermore, while HR leaders across industries report that data tools are
particularly useful when it comes to HR strategy, performance management,
and recruiting, the use of such tools in the public sector is limited. (See Exhibit
3.) For example, public-sector organizations use KPIs much less frequently as
part of HR efforts to boost productivity or manage personnel costs. In fact,
not even 50% of public-sector organizations have a single data management
system that contains all their relevant HR data. And only 40% have dedicated
teams within HR to analyze that data.

The gap between the public and private sectors could widen even further
as many private-sector companies extend their analytical capabilities by
harnessing big-data tools and advanced data analytics solutions. In order
to avoid falling further behind, the public sector must not only adopt big-
data tools but also find people with the skills to deploy them and develop a
culture that can fully exploit them.

Certainly there are understandable reasons for the difference in analytical
capabilities between the public and private sectors. In private-sector
organizations, finance teams often drive the collection of HR data, which
can be used to develop analytics for evaluating production costs, including
staff expenses. In the public sector, however, bolstering profitability is
not an incentive, so information on the costs involved in providing public

Exhibit 1| Three Areas Require Urgent Action in Public-Sector HR
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Source: BCG analysis (n = 428).
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Exhibit 2 | HR’s Strategic Role Is Smaller in the Public Sector Than
in the Private Sector

Very true
Not true
HRis involved in HR and people  HRis involved in all HR metrics and
the development strategy are strategic decisions indicators are
of business systematically of the company used for decision-
strategy derived from overall making by senior
business strategy management
- Public sector Private sector

Source: BCG/ World Federation of People Management Associations, proprietary web survey
and analysis, 2014.

Note: There were 979 respondents to the survey, of whom 93 were from public-sector
organizations and 886 were from private-sector companies.

services is often lacking. However, the fact that public-sector organizations
have not used such HR analytics in the past does not mean that they cannot
deploy them in the future. After all, if HR organizations are to make progress
in meeting their most urgent challenges, they will need to address their
capability gaps head-on.

Exhibit 3 | HR in the Public Sector Is Less Data-Driven

WORKFORCE PRODUCTIVITY FTE/PERSONNEL COST
DEVELOPMENT DEVELOPMENT
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defined HR initiatives identify and HR initiatives
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KPls in HR initiatives Programs KPIsin  Benchmarking
place tracked in in place to place overall and by
terms of impact address low job function
on workforce performance against industry
productivity standards and
competitors
—e— Private sector —=—  Public sector

Source: BCG/ World Federation of People Management Associations, proprietary web survey
and analysis, 2014.

Note: There were 979 respondents to the survey, of whom 93 were from public-sector
organizations and 886 were from private-sector companies.
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In many ways, remaking a public-sector HR organization is even more
challenging than transformation in the private sector. For one thing, the
sheer size of the public-sector employee base has major implications for the
national labor market—and therefore complicates the HR mission. In the
OECD countries, for example, government employment in 2013 represented
an average 19.3% of the total national labor force. (See the exhibit 4) As
a result, changes in government salaries or employment levels can affect
consumer spending, while higher or lower levels of government outsourcing
can affect private-sector employment. There are also institutional factors,
such as strict rules on layoffs and restructurings, that can create barriers to
change.

A BALANCING ACT IN PUBLIC-SECTOR HR

Change is difficult no matter the setting. But public-sector leaders face a host
of institutional challenges that make the task of revamping HR processes
particularly complex.

For one thing, the policies and regulations governing public-sector HR often
limit flexibility. In some countries, there are strict rules governing layoffs,
promotions, and the use of performance-based compensation and other
incentives. And there is often little freedom to move people into different

HR ECHO 43 |




jobs or locations. In part this is because the age of many public-sector
workers makes them less amenable to major career changes.

In OECD countries, for example, the number of workers over 50 in the public
sector is on average 26% higher than in the private labor force. In addition,
because labor unions are generally more powerful in the public sector than
in the private sector, government HR leaders need to involve them in the
planning of any major transformation effort.

Complexity also presents hurdles. Government organizations are often
fragmented, with silos within both central and local offices. This can make it
difficult to get a comprehensive overview of the workforce and of potential
opportunities to move people into different positions and locations. The
employee base is also typically quite diverse, resulting in a variety of cultures
and HR policies. Defense departments, for example, comprise both civil and
military personnel—two very different types of workers.

Finally, the mission of government to better the lives of citizens affects how
HR operates. Public-sector organizations are expected to be out in front
when it comes to promoting equality and diversity in the workplace. Any
changes affecting the government labor force therefore need to be assessed
carefully in that context.

Taken together, these issues create real challenges for public-sector HR
organizations—and offer more evidence of the need to deploy the ten
transformation levers outlined here.

...but some challenges will create opportunities. Some of the challenges

to transforming HR could have long-term benefits—if they are handled well.
The aging workforce, for example, will result in natural attrition in public-
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sector organizations—and an opportunity to upgrade talent and potentially
eliminate some positions through better use of technology. Of course,
capitalizing on that opportunity will not be easy. For one thing, areas in
which large numbers of employees are retiring will not necessarily be ones
where positions can be eliminated.

Still, as governments recruit teams to harness new digital tools, they can
make major improvements in efficiency. In the UK, for example, the Driving
Standards Agency (now the Driving and Vehicle Standards Agency) started
offering an online channel for booking driving tests in 2003. More than three-
quarters of roughly 2 million annual transactions are now handled digitally.
The result: one of two dedicated contact centers was closed in 2008, and the
total number of employees involved in these transactions fell from 400 in
2003 to 75in 2012.

Exhibit 4 | Public-Sector Employment as a Share of the Total Workforce

Russian S. Brazil Switzerland
Federation

Belgium France Italy Portugal Netherlands ~ Germany Japan

Source: OECD, Government at a Glance, 2013, 2015.

Ensuring Efficiency and Connections with
Stakeholders

The first set of steps required to transform a public-sector HR organization
concern operational efficiency and the creation of strong connections with
internal stakeholders, such as top management, rank-and-file workers, and
unions. The combination and prioritization of these measures, like all the
others discussed in this report, will differ based on the specific challenges
and conditions of the particular country and government.

1 Improve the efficiency and effectiveness of the HR function. Leaders

who want to truly improve their HR organizations should first ask
themselves these questions:
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«  Who is doing what and at what level within the HR function, both
locally and centrally?

+ How much value is each core task or activity generating? Is the HR
department focused on those activities that add the most value?

+ Is HR properly using IT tools? For example, does it automate
nonvalue-adding tasks, such as tracking employee holidays? And do
these tools provide the data that operational managers really need?

«  Are processes for connecting HR with other departments efficient
and effective?

+ Isthe HR department attracting the best people? Is it recognized as
a place to grow professionally?

In France, a major public agency took aggressive action to boost the
efficiency of its HR functions. A detailed review of operations found that many
employees—both at headquarters and in the local offices—were performing
mainly low-value administrative work, such as reporting basic HR data,
tracking absenteeism, and planning training sessions. In some cases, these
tasks were even being done twice. HR teams were understaffed at the local
level, and higher-value activities, such as leading IT projects or developing a
strategic vision for HR, lacked resources. Using the lean approach, the agency
conducted workshops tasked with redesigning processes and reorganizing
functions, an effort that ultimately made it possible to leave certain positions
unfilled after workers retired.

2 Build strong connections with internal stakeholders and
management. Public-sector HR organizations need to cultivate strong
relationships with internal groups, including top managers and staff
running operations on the ground. One way to do this is to provide a
regular flow of HR data and indicators regarding, for example, retirement
projections, absenteeism, or needed skills by site. Such information can
be invaluable to operational managers, but generating it requires the
ability to identify useful sets of data and make them accessible with
proven IT tools.

At the same time, HR leaders need to establish strong channels of
communication with agency leaders. This ensures that the strategy of the
HR organization and that of the overall government agency are aligned. It
also gives HR a clear understanding of the issues that managers face in the
field, which can lead to the development of customized solutions such as
new training sessions.

HR leaders at the US Environmental Protection Agency have strengthened
their ties with agency managers through tools such as the Skills
Marketplace initiative, aimed at improving how staff are deployed across
the organization. Designed by a joint team of HR managers and EPA staff in
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charge of programs and operations, the program was rolled out in 2014 after

a two-year pilot. Participating employees can apply for short-term, mission-
critical assignments and projects posted on an internal portal. A LinkedIn-
style profile of their work on previous assignments forms the basis of their
application. Those selected remain in their current role, devoting no more
than 20% of their time to the new assignment. The objective is to direct
time and talent toward critical projects while giving employees additional
development opportunities. The program has received strong praise from
frontline employees seeking to expand their professional skills and grow
within the EPA.

3 Proactively develop relationships with unions. Given the high rate
of union membership in the public sector—which exceeds that in the
private sector of many countries, including the US, France, Poland,
and Sweden—it is vitally important to involve unions in any major
organizational change.

A strong partnership with unions can increase the odds of a successful
transformation in several ways. First, during the design phase of the program,
unions can provide insights on the potential obstacles to change based on
their knowledge of the realities facing workers in the field. Second, if union
leaders are involved in program design, they are more likely to become
effective promoters and facilitators of change. And third, union leaders can
provide valuable information during implementation about where problems
are cropping up and how to address them.
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Acting as a Strategic Partner with the
Overall Organization

While improving efficiency and building relationships are critical, HR leaders
must also be able to think strategically. This means understanding not only
the strategic challenges and ambitions of the organization but also the
implications of those challenges and ambitions for HR. Tools like strategic
workforce planning (SWP) can help HR managers understand how actions
taken within HR can support such strategic goals as improving efficiency
through digitization or through reorganizations and redeployments.

4  Anchor HR strategy in strategic workforce planning. The need for
this approach in the public sector is growing, but putting it into practice
requires a comprehensive strategy that includes accurate modeling of
labor supply and demand. (See “The Hallmarks of Successful Strategic
Workforce Planning.”) SWP ensuresthat HR policiesin recruiting, training,
mobility, and retention within and across agencies, among other areas,
are in line with the future needs of the organization. At the same time,
it allows HR decisions to be closely linked to the organization’s overall
strategy. SWP can lead to a reevaluation of an organization’s geographic
footprint, for example, so that offices are located where critical talent is
most available.

THE HALLMARKS OF SUCCESSFUL
STRATEGIC WORKFORCE PLANNING

SWP is based on an analysis of the types of skills and expertise required across
an organization. The process starts with a segmentation of the employment
base by job category. Different scenarios are developed that project how
the supply of and demand for people in the positions within each category
would change under different circumstances. It is critical to take into account
the impact of digital technologies, which can have a significant impact on
workforce size and skill requirements. Once gaps are identified based on the
projections of supply and demand, HR can determine the right mix of actions
to address the most critical shortfalls.

When it comes to training measures, organizations should be ambitious
about developing internal talent. Retraining and moving people into
new positions within the organization is a powerful—and sometimes an
overlooked—way to fill critical positions. HR leaders also need to regularly
revise their scenarios and hypotheses. And like other programs, SWP can be
piloted in local offices before being broadly deployed.
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In Germany, the Federal Employment Agency (Bundesagentur fiir Arbeit) was
concerned about the large number of employees approaching retirement
age. In one division alone, half the employees were expected to retire in the
next decade. To address this challenge, the agency kicked off two SWP pilots
in February 2015, covering about 15% of the workforce. The team leading

the effort created a model forecast of worker supply and demand based on
parameters such as job type, geographic location, and age group. Combining
the supply and demand projections into a single model, the team built an
array of heat maps that showed the areas where shortages were likely to
be critical and came up with concrete plans for filling the worker pipeline.
The pilots have proven so successful that the approach is being rolled out
throughout the entire organization.

SWP becomes even more crucial in an era of budgetary pressure, when both
public and private organizations often respond with short-term measures
such as across-the-board headcount reductions to hit cost-cutting targets.
Such moves, however, fail to take into account the skills and roles that will be
needed in the future, raising the risk that strategic knowledge or expertise
(in managing complex military bases and equipment, for example) will be
lost. That can result in higher costs down the road if positions need to be
restaffed. The need for SWP is particularly acute in countries such as France
and Spain, where many public-sector jobs are essentially guaranteed for life,
so hiring decisions have significant long-term implications.
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5 Develop the organization’s ability to deal with mergers and

redeployments. Budget constraints and changing skill and personnel
requirements call for new strategies across government. Among the
impacts of those strategic shifts: consolidation of teams, whether across
locations or within a given department, and redeployments of staff to
new roles. In both cases, HR has a clear role in supporting the agency or
department’s operational teams.

To succeed, HR must build a package of tools that can be easily disseminated
in order to help operational teams with budgeting and with staff training,
mobility, and reduction. The package should include organizational design
tools that help define appropriate spans of control and communicate
information about the restructuring.

Building the Right Capabilities

The transformed HR organization must have policies and procedures that
ensure internal staff mobility, world-class recruiting, advanced training
and development, a well-crafted talent management system, and sound
management of the contingent workforce.

6 Offer internal mobility options. Increased mobility contributes to
richer career paths, greater worker engagement, and a better match
between talent supply and demand. HR organizations need to design
bold mobility schemes. This requires building a variety of connections
to facilitate employee transfers and exchanges:
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Public-sector leaders in Germany have increased worker mobility by creating
a new career option, the horizontal career track. They did so in response to
the frustration of some experienced senior civil servants with the traditional
vertical track, which often left them with little opportunity to move up in
the organization. With the new approach, employees have the option of
switching to a job at the same management level but with different duties
and responsibilities.

7 Address recruiting challenges through improved branding, hiring,
and onboarding. Recruiting is more than just scouting for talent. In
addition to attracting and finding the right people, it includes building
a strong employer brand, successfully bringing new hires onboard, and
taking steps to retain top talent. A systematic and effective onboarding
process is especially critical in order to reduce early attrition. And given
the growing talent shortage in most developed countries, public-
sector organizations must pay close attention to their branding as
an employer. A number of factors determine that brand, including
the degree of gender equality in the organization; opportunities for
minorities, disabled workers, and senior citizens; and, most important,
the corporate culture and overall satisfaction of employees.

The German railway operator Deutsche Bahn1 understands well the power
of a strong employer brand as part of a holistic talent acquisition approach.
In 2012, when the company saw that it needed to hire up to 70,000 new
employees over ten years, it decided to overhaul its talent acquisition
strategy. The first step was to assess how it was viewed by current and
potential employees. Deutsche Bahn launched a broad employee survey,
scores of employee interviews, and extensive market research, as well as an
ambitious branding campaign aimed at enhancing its image as an employer.
It segmented its applicant base into four categories—high-school graduates,
college graduates, professionals with an academic background, and
professionals without an academic background—and tailored its branding
and recruiting activities to each group. The overhaul paid quick dividends,
with incoming applications up about 40% in the first year and an enormous
increase in their attractiveness.

Central to any employer brand, of course, is the organization’s culture. Faced
with budgetary uncertainty and unresolved questions about the future of
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manned space flight, the US National Aeronautics and Space Administration
launched a broad initiative in 2013 to remake its culture. The effort comprised
three elements: recognizing and rewarding innovation, engaging and
connecting with the workforce, and improving the roster of supervisors and
leaders. Among the most enthusiastically received initiatives was a “reverse
mentorship” program, in which line employees mentor senior managers.
Senior managers are now able to learn firsthand what their staff actually
do, including the problems they face every day. The program has improved
morale and given the agency’s leaders a much better understanding of what
is happening at the heart of the organization.

8 Design and implement training and development processes.
Development and training should be tailored to the needs of the
workforce—segmented, for example, by age or employee potential.
For those in leadership positions, training and development should be
designed to develop complementary capabilities such as operational,
strategic, and interpersonal and communication skills.

HR leaders also have a major opportunity to improve the efficiency of training
outsourcing by, among many other examples, setting a minimum size for
training sessions, using formal proposal processes, cutting costs through
competitive bidding, and identifying where in-house trainers (rather than
outsourced providers) can be used. Government training efforts can take a
page from the playbook of large companies such as GE and Bertelsmann,
which are using e-learning tools in their internal training centers as well as
partnerships with external academic institutions.

The US Government Accountability Office, an independent, nonpartisan
agency that monitors federal spending, has a well-tuned Professional
Development Program. In their first two years at the agency, entry-level
accountants and analysts—the majority of new hires at GAO—are assigned
an employee mentor and sent on three increasingly specialized rotations
across the organization, each lasting an average of six to ten months. The
program provides a robust orientation for new employees and helps identify
suitable long-term career paths.

9 Design an ambitious and structured talent management process.
Talent management in the public sector should include, among
other things, clearly defined individual and organizational goals,
close monitoring of individual performance, and the development
of action plans in cases where performance is falling short of agreed-
upon objectives. In addition, in those countries where performance-
based compensation is possible, workers whose performance exceeds
expectations should receive monetary or other rewards.
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Some governments, including Singapore and the United Arab Emirates, have
become world-class leaders in talent management. Their programs involve
sophisticated segmentation of the talent pool and the use of scholarships,
competitive compensation structures, and clearly identified career paths. In
Singapore, the Public Service Leadership Programme focuses on cultivating
talent across a number of critical areas, from management of the economy
to infrastructure and the environment to national security. Candidates
go through a rigorous selection process that includes a written exam and
interview. The program replaces Singapore’s highly successful Management
Associates Programme, which offered promising entry-level officers a
carefully designed management career track.

10 Manage the contingent workforce. In addition to building strong
connections with the internal workforce, public-sector HR teams need to
strengthen their external relationships, especially with subcontractors.
In many governments, this contingent workforce plays a significant
role, particularly when it comes to handling seasonal spikes in demand
in areas such as tax collection and building maintenance.

Solid, long-term connections with the external workforce offer two key
benefits. First, they can improve work quality. Building strong ties with
talented technology-oriented freelancers, for example, can speed up the
development of digital tools. Second, these relationships can help reduce
costs by allowing more efficient management of peaks in labor demand,
for example, or by coinvesting with outsourced providers in the training of
contingent workers.

The imperative to remake HR in the public sector is impossible to ignore.
But governments must put the right pieces in place to drive the changes
needed. First, they must dedicate adequate resources and talent to the
effort. This means resisting the ever-present temptation to pare the HR
budget and staff as overall government budgets tighten. Second, leaders
should ensure that the right governance structures are in place, including a
project management office to oversee and manage key HR initiatives. Third,
governments must be willing to experiment through pilot projects that test
new initiatives in specific ministries or regions before they are deployed
nationally. And fourth, the effort must include collaboration among HR
leaders in different ministries, agencies, and geographies in order to rapidly
identify and share best practices.

With these key mechanisms in place, leaders can accelerate the

transformation of the HR function and boost the overall efficiency and
effectiveness of the entire government organization.
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training because soft skills are broad, transferable skills that never become
obsolete and will make your employees more valuable anywhere they go in
any job. Plus, if you think of soft skills training as “extra” rather than “mission

If you succeed in getting your employees focused on building up their

performance on high priority soft skills, then the next question they are
going to ask is: “Exactly what training resources can you provide me for
improving in these areas?” That is both good news and bad news.

Why is it bad news?

One health care executive captured the explanation in simple terms: “We
invest so much in education and training for our new young professionals
that we have gotten a reputation among our competitors as a great place
from which to poach talent.”

We call this the “development investment paradox.” You invest in developing
your new young talent only to make them more valuable in the free market,
where they are in danger of selling your development investment to the
highest bidder. This is problematic when it comes to hard skills training
as well as soft skills training: But it is especially maddening with soft skills
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critical,” then it seems like a foolish investment to make altogether.

What are the answers to this paradox?

First, use this paradox as an important reminder of the wisdom of
sourcing new talent by targeting employers with great reputations for
building up the soft skills of their new young employees.

Second, be prepared: If you become one of those employers known for
building up the soft skills of your new young employees, you are going
to become a target for talent poaching. Think of your competitors sitting
around a table: “Their front-line employees are so great. They seem so
solid, well put together, smart, capable, polite, engaged and engaging!
What can we do to lure them away?” That's a problem you DO want to
have. However, it puts a high premium on retaining the great young
talent you are going to be developing.

Third, calibrate your development investment every step of the way so
you never go too far out on a limb. But don’t fool yourself: high priority
soft skills behaviors ARE absolutely mission-critical. That's why it's so
important to know precisely which behaviors are your high priorities
and focus on them like a laser beam.

Fourth, you need to get your employees to really buy into the value of
the high-priority behaviors so they really own the learning process and
are prepared to share the costs of the investment. That means you need
to engage their formidable self-building drive. If their self-building is
engaged, they will spend lots of time on self-directed learning outside
of work and, when they are at work, they will be purposely focused on
demonstrating and practicing their growing repertoires on the job.

Fifth, provide them with as many easy-to-use targeted learning resources
as you possibly can to support their self-directed learning. These can be
low-tech resources just as much as high tech, but remember, they are
going to be very tuned into the just-in-time learning resources available
online. In particular, today’s young talent is used to being able to get
a simple tutorial on just about any topic by going straight to a short
online video with explanatory articles (or multiple videos from multiple
sources.) If you want to have some input on the sources from which
they learn, that means building and supporting easy-to-access learning
resources that are in alignment with your training goals.
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Does this all mean that you shouldn’t be so generous when it comes to less
targeted investments in soft skills? You have to do the math for yourself, but
| will say this: Whatever investments you make, the key to protecting your
investments is making your young employees full partners — co-investors —
in the learning process. As long as they are actively learning skills they value
(with your support) they are much less likely to think about leaving.

The general manager of a restaurant shared with me: “When we teach our
team members customer service skills, obviously it's all about taking care
of our customers. But a huge part of our emphasis is on the value of our
employees as well. Sometimes, they don't realize at first that customer
service skills are extremely valuable in any role in any organization. So
we hammer away at the fact that every minute they spend learning and
practicing customer service skills is not just an investment in this job but
also an investment they are making in themselves. We need them to buy
in, so we really sell it to them. It really works because we really help the
team members own it: Every day there is a quick team huddle, and in every
meeting a different team member takes a turn leading a quick customer
service lesson. They can take a lesson from our curriculum or they are free to
create their own lessons. They find cool videos and articles and quotes, and
some of them really get into it. We take this very seriously, so we recognize
and reward team members when they go above and beyond, financially
and otherwise. We often add the lessons they create into our curriculum,
and we give them full credit as content creators. It creates a virtuous cycle:
Some of them really get into it, and they make a point of actively practicing
the techniques on the job and really showing off what they are learning. Of
course, they are usually the ones who stay and become assistant managers
and start moving up through the company.”

Lessons learned:

+  If you want them to buy in, then you have to really sell it to them: Take
the time to make the case for why the skills you want them to learn are
not just good for you and your business, but are also going to be really
valuable to them. Remember, soft skills are broad, highly transferable
skills that are valuable in any kind of job and never become obsolete.

+  Help them own the learning by giving them a concrete role in the
process: How can you get them actively involved in the training? Can
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they bring some of their own ideas to the table? Can they help you
define learning goals? Identify sources of content or create original

content? Teach some of the lessons?

«  Make sure they have opportunities to practice what they are learning
on the job and gain recognition and reward and advancement through
active participation: Pay close attention to the employees who really
embrace it, as they are likely the ones who might stay and build careers
in your organization.

Remember that Millennials are highly accustomed to self-directed learning.
If they are eager to learn something, you cannot hold them back in today’s
information environment. They will go out into the endless sea of information
and people online and navigate their own course of links and sources. Before
you know it, they will be surprising you with their thoughtfulness, originality,
and engagement in the learning.

HR ECHO 59 |




Whether you are hiring people to wait tables in a restaurant, dig ditches, or

engage in high-level sales, if you can help them to own the learning process,
they are going to be thinking more and more about how they do whatever it
is they do. Remember, knowledge work is not about what you do, but about
how you do whatever it is you do. If you help them make whatever they
are doing into knowledge work by constantly trying to leverage soft skills in
their work, they are going to become more and more invested in that work;
more and more engaged; and better and better at their jobs.

The Human Element: What Role Are You
Going to Play?

Whether you are in a large, complex organization with lots of resources or
a tiny business where you are the chief cook and bottle washer, the most
important element in bridging the soft skills gap is the human element.

If you are not an active champion of high priority soft skills behaviors in
your sphere of influence and authority, then you can be sure that the young
talent in your midst will not buy in. If key leaders are not walking the walk,
and talking the talk, Millennials will simply roll their eyes at the best slogans
and logos. No matter how vividly clear the messaging and training has been
throughout the hiring process and on-boarding process, even if key soft skill
behaviors are part of their individual performance plans, if their leaders do
not emulate the behaviors themselves and emphasize them in their day-to-
day management, Millennials will not believe the organization is serious. As
much as they may seem to take their cues from peers or online sources, you
can be sure that they will take their cues about what aspects of performance
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really matter at work from the authority figures with whom they interact
most.

Sure, you need to get your young employees to own their soft skills learning
process and make available lots of easy-to-use online resources so they can
pursue their own self-directed learning. But that doesn’t let you off the hook.
You have to spend time with them - in person whenever possible - to lead
them o the purposeful self-directed learning, and you have to spend time
with them during the intervals between their learning sessions.

Remember: Millennials love grown-ups. They prefer to have a real person
in the real world who is investing in their learning and growth - a real-life
grown-up who is engaging with them, holding them accountable, and
recognizing their success every step of the way. More important, the very
nature of soft skills is such that they are very hard to develop without the help
of another human being who can serve as an objective third-party observer
and source of candid feedback. Ideally, that human being would be one who
is a bit older and more experienced, perhaps one with greater influence and
authority — one who can provide guidance, direction, and support.

What role are you - and other leaders
in your organization — going to play in
bridging the soft skills gap?

If you are leading, managing, or supervising any person on any project for
any period of time, you have an obligation to provide regular guidance,
direction, support, and coaching to that person on every aspect of that
person’s performance, including that person’s performance on high priority
soft skills behaviors. The problem is that it's so easy — in the day-to-day grind
of work - to put these issues on the back burner. Most managers don’t spend
much time talking with their employees about their soft skills development,
unless they are dealing with a specific instance of failure. Right? When
do managers most often talk with their direct reports about matters of
professionalism or critical thinking or followership? When an employee is
late or dressed inappropriately or fails to follow through or makes a “stupid
mistake” or curses at the wrong time or has a conflict with a customer or co-
worker...or something else that is a petty failure.
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That's why managers often say things like, “Do | really have to talk to my
employees about these things? They are adults. They should already know
how to manage themselves and solve problems and play well with others.”
Sorry. You really have no choice. If you are in charge of anybody, then it is
part of your job.

At the very least, you must build it into your regular management routine.
Talk about the high priority soft skills in team meetings and talk about them
in your ongoing one-on-one dialogue with every single person you manage.
Focus on the high priority behaviors in your organization, your team, in
each role, or those that are particular focal points for particular individuals.
Trumpet the broad performance standards regularly. Just like every other
aspect of performance: Require it. Measure it. Reward people when they do
it. Hold people to account when they don't.

Become a Teaching Style Manager

Managers often ask me, “At what point can | back off on giving them so much
attention?” My answer: “Whenever you want to start losing that employee’s
best efforts.”

Surely some employees need more attention than others. But they all need
your attention. The superstars want to be recognized and rewarded, but
they also want managers who are in a position to help them do more, better,
and faster and earn more for their hard work. Low performers are the only
ones who don’t want their managers’ attention, but they need it more than
anyone. And mediocre performers - the vast majority of employees who
are somewhere in the middle of the performance spectrum - often they
don’t know what they want from a manager. But the fastest way to turn
a mediocre performer into a low performer is to leave that person alone
without any guidance, direction, support or coaching. Your job is to lift up
all those employees and help them do more work, faster, and better every
step of the way.

Millennials want managers who know who they are, know what they are
doing, and are in a position to help. They want managers who spend enough
time with them to teach them the tricks and the shortcuts, warn them of
pitfalls, and help them solve problems. They want managers who are strong
enough to support them through bad days and counsel them through
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difficult judgement calls. They want to know you are keeping track of their
successes and helping them get better and better every day. That's what |
call a “teaching style manager.”

Being a “teaching style manager” means:

+  Talk about what’s going right, wrong, and average every step of the
way.

+  Remind everybody of broad performance standards regularly.

«  Turn best practices into standard operating procedures and teach them
to everybody.

«  Use plans and step-by-step checklists whenever possible.

«  Focus on concrete actions within the control of the individual employee

+  Monitor, measure, and document individual performance in writing.

«  Follow up, follow up, follow up, and provide regular candid feedback.

+  Askreally good questions.
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«  Listen carefully.

«  Answer questions.

+  Getinput.

«  Learn from what your employees are learning on the front line.

«  Think through potential obstacles and pitfalls - make back-up planning
part of every work-plan.

«  Anticipate and prepare.

«  Train and practice.

«  Strategize together.

«  Provide advice, support, motivation, and even inspiration once in a
while.

Teaching-style management is also how you can help your most ambitious
young employees who are so eager to take on more and more challenges
and responsibilities. Millennials often tell us, “I can do so much more than |
am doing. | want to do so much more than | am doing. But | don’t want to
do more of the same. | want to do something new and different.” While this
desire is a valuable impulse on the part of self-starting Millennials, it also
poses two significant challenges to their immediate managers:

1. First, their job is to get the work done, whatever the work happens to
be. Sometimes there are no new and interesting challenges. But wait.
That doesn’t need to be the end of the discussion. Help them make
their current work new and interesting by teaching them to leverage
knowledge, skill, and wisdom to do their work better, whatever that
work happens to be. As soon as they walk in the door, have every new
employee create an individualized learning plan in which they map out
their responsibilities, and for each responsibility, make a list of learning
resources (books, people, specific web sites). Encourage them to set
learning goals and then keep a journal of what they are learning and
how they are using it on the job.

2. Second, if you have truly new and interesting challenges for Millennials,
then you will have to make the time to teach them how to do that new
and interesting work. You can't just give them a new challenge and say,
‘Figure it out.’ The secret is to teach and transfer just one small task/
responsibility at a time. Make sure the person masters each new task/
responsibility before you transfer another. You can train them the old-
fashioned way in short-term stages that track directly with adjustments
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in their day-to-day responsibilities. Every new task turns into a proving

ground, which enables them to demonstrate proficiency and earn more
responsibility right away.

Don't fall for the myth that Millennials only want to learn from computers.
That's nonsense. Remember, they love grown-ups. They want to learn from
people. They want to learn from you. You will never really take the place of a
parent, but if you can truly become a trusted teaching-style manager, that is
about as close as you can get.

If you want to take it the next level, go beyond regular performance coaching.
Become a true champion of soft skills by becoming a teaching style leader.
Make teaching/learning the soft skills basics an explicit part of your mission
and goals for your team going forward. Imagine the impact you could have
if you dedicated just one or two hours per week to building up the soft skills
of your team. In just one or two hours per week, you can make them aware,
make them care, and help them learn the missing basics one by one - one
step at a time. You can build them up and make them so much better.
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HR’S ROLE
IN HAPPINESS




Many years ago | learnt that '‘Business is People'. This is so true because there
is no business without its people. Take the people out of the business, and
you have no business. Today robots are slowly but surely replacing most
mundane activities done by humans, but have not managed to replace the
human touch and emotional connect. Would they ever do that ... | doubt?
Till then 'Business is People'.

If you agree that 'Business is People', every organization should review their
approach regarding their recruitment methods. They should recruit staff
with a strong focus on people skills along with technical qualifications. This
is because, you can enhance employees with their technical knowledge and
make them work centric, but it is a challenge to develop their attitude to
make them people centric.

Organizations need to ask themselves'Am lin the business of selling products
and services or, am | in the business of serving customers, but happen to be
selling products and services?' This is because every business under the sun
has a customer, and so long as you have a customer, you have to keep him or
her happy to stay in your respective business and grow. It is all about people.

We also need to understand that customers and service providers are not
different from one another. They are one and the same. You are the customer
and the service provider. You could be providing service in your office, but
no sooner you step out to a restaurant or hail a taxi, than you switch roles
and instantly become a customer. It is all about the same people playing
these dual roles.

Even if you are only an employee in an organization, irrespective of your
hierarchy or position you are dealing with a customer who is a thinking and
feeling individual. They could be internal customers or external customers
but again, it is all about people.

Even when one is interacting with machines, eventually to sort a problem,
you have talk to a person who is behind that machine. For example, you
are doing an online transaction and you are faced with some problem.
You may visit 'Trouble Shooting' or 'Self Help' section. But suppose you
still can't figure out the solution. You then call the company's toll free and
communicate with an Interactive Voice Response or IVR and eventually end
up talking to a human being who hopefully can help you with your problem.
In spite of machines, it is all about people, people and people.
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« It was the first day at work for Maryam and she looked completely lost.

+  Rajesh who recently joined was waiting to get his bank account set up
so that he could deposit his first salary in the account.

- Ahmed had planned his holidays and was waiting for approval of his
leave salary. He was anxious because only when he receives it, would he
be able to pay for the land arrangements.

+  Anne had requested for a salary certificate to avail of a loan from the
bank to complete some urgent repairs back home.

They were all waiting for HR to revert.

These are just few of the day-to-day functions of HR. There is much more
to HR, where it plays a pivotal role in the efficient functioning of the
organization. In reality, it is the heart of any organization. It is the “nerve
center” of all people activities and interactions in the company. HR plays
a huge role in the happiness of its people, who in turn are key players in
customer satisfaction.

Anne has been with the company for over 8 years. She is the best customer
service agent in the entire organization. However, she is very stressed
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because of the rains back home which has damaged the roof of her house.
She is in need of urgent bank loan to repair the roof. The bank in principle
has approved her loan but, waiting for the documentation to complete the
approval process. She is hence waiting for her salary certificate. If Anne does
not get her salary certificate by Wednesday 10.00 am, she will have to wait till
next week for the approval and remittance. Her personal problem has taken
over her frontline performance. She is not able to give her full attention to
her customers, resulting in dissatisfaction and complains.

HR can easily ensure Anne's performance does not suffer, simply by
empathizing with her, assuring her and ensuring she receives the certificate,
not by Wednesday 11.00am but by the end of Tuesday. The efficiency and
support from HR holds the key for fellow employees to continue working
efficiently and effectively. They need to be assured that they can always
depend on their HR.

HR has to empathize with all fellow employees, and be that binding force
between the organization and management. It is the bridge between
policies and execution. It needs to be the solid support that employees look
up in need. It needs to empathize and act as a good friend or ally. It needs to
have an unbiased view of people and situations.

| see roles of HR not different from frontline customer service roles because,
both are dealing with people, and when dealing with people, you need to
ensure their satisfaction. Because, only when the employee is satisfied, can
he satisfy the customer. Hence, HR holds the key in increasing the happiness
quotient of an organization.

Since | am more of a customer services professional, my focus would be on
how HR can emulate various customer service principles and out of the box
concepts to see that employees have a great time while working with the
organization, feel engaged and involved in whatever they do. They need to
be productive for the company while progressing in the professional and
personal front. All initiatives undertaken in this direction need not have
cost implications. In fact, most ideas are about bringing a shift in the way
they see people and approach work. It is all about functioning in a feel good
manner. And even if there is a cost implication, it will eventually result in
better performance and output, for, it is for the welfare of its employees.
Organizations may already have various initiatives in place but getting
creative or making it a'WOW' moment for the employee is where happiness
comes in.
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Below are some suggestions where HR can create happy moments for all its
employees and make it a great place to work.

ACKNOWLEDGE EMPLOYEES

This seems like an obvious statement. But, if you look around, you will realize
that every office gathering or meeting has the chief talking about 'working
like a family' and how contribution from 'every employee matters' in the
growth of the organization. The next day when the employee passes by he is
not even acknowledged. The scenario is not uncommon.

If you want an employee to take pride in his organization and contribute
productively, you need to treat him like one of the most important persons
in the company. He is the cog in the wheel who matters, because he holds an
important place in the process that either helps or harms operations.

So the next time you pass by him, acknowledge his presence. Give him a
smile and see the shift in his attitude towards work that day. This is one of
the basics in spreading happiness.

It is said 78% of employees are motivated in their jobs when they are
recognized.

LISTEN TO THEM

Another basic to acknowledgment, is to give employees a voice and more
importantly listen to them. It is nice to have fancy 'Open door policies'. But is
this actually happening? Can they come by your office, knock on your door
and if free, sit to discuss? Can they freely send you mails, or do they have
to follow protocol? Do you have an 'employees corner' in your newsletters?
Most importantly, is there someone up there to listen to them and take
necessary actions?

INVOLVE EMPLOYEES

If you are serious about engagement and happiness, involve employees in
relevant areas that concerns their work. Who better to give you first hand
information other than the person handling the job? Ask them for factual
feedback and practical suggestions for improvement, and you will be
surprised at the enthusiasm and response. Now go ahead and implement
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few if not all of their suggestions, and you will see wonders in the morale of
the organization.

RECOGNITION PROGRAMS

| am sure most progressive organizations are having some recognition
program or the other. Some of the most common would be announcing
employee of the month, handing over certificates, cash incentives, gift
vouchers, star programs. These are very common today. To get that 'WOW'
from employees, devise recognition programs that are an experience in
itself. Something different from the usual recognitions.

| remember the airline | worked with had a recognition program which
selected an employee for the quarter. The selection was done by a panel of
city office and airport staff. And the employee of the quarter travelled all the
way to headquarters to have lunch with the CEO. This means every quarter
the CEO reserved a day specially for this event, and employee of the quarter
from the various stations worldwide travelled to have lunch with him. An
honor indeed for those employees, and in all true sense for the CEO to be
having such a great team.

INFORMAL DEPARTMENT MEETINGS

Most departments conduct monthly meetings to discuss progress,
performance and challenges ahead. These are invariably held in the office
premises. Instead of holding the meetings in the office suppose they
hold it elsewhere in an informal environment? To stretch the idea further,
don't go to the same place for the next 12 months. Have the meetings in
different venues. This gives the entire team to experience a change in the
environment, ambience and food. | am not talking about spending 2 days
at some luxurious resort! It can be just a meeting room in a hotel of any
standard the department or company can afford.

WORK LIFE BALANCE

In the bank | used to work, my branch manager made rounds of the branch
after work to check how many of the staff were sitting back, why they
were sitting late and if there was actually excess work in that department.
He always felt sitting back has two meanings. Either you are not efficient,
which means they need to see how to make you more efficient, or certain
departments or people are overloaded. If so, was the department head
aware of this and what was he doing to ensure a healthy work life balance?

Nearly 44% of working adults say that their current job affects their overall
health. With cost-cutting and lay-offs being the order of the day, employees
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have little choice but to sit late hours and meet targets. While this might
seem good during the lean periods, it has negative implications in the long
run. For, sitting late starts becoming the order of the day. Appraisals and
growth are influenced more by employee presence in the work place, than
quality of performance. Life goes for a toss because work takes priority.

In a small organization, where | delivered a training program, the managing
director announced a reward of 10 grams of gold for every employee who
walked an average of 3 kms every day for atleast 5 daysin aweek. The program
was spread for a year which was recorded and monitored by a mobile app.
At the end of the year, two enthusiastic and health conscious employees
won the gold coins. This was a win-win for all, as the employee benefitted
with good health, winning gold was a great welcome, and the company
had healthy staff. With some creativity, HR can churn similar initiatives to
encourage employees to pursue a sport or interest of their choice. Extend
corporate club memberships to all staff. Have interoffice events, prizes,
newsletter announcements. Generate a buzz that stirs excitement and keeps
them energized.

CELEBRATING SPECIAL OCCATIONS

HR has records of each and every employee in the organization. They
certainly know the dates of birth. What if they announce birth days and make
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it a point for every HR employee to go and wish the birthday boy or girl on
that day? They must involve each and every member of the management
team to visit the work station of the employee and wish him. Creating such
a birthday buzz is a great feeling for the staff. Imagine receiving 10 or 100
or 1000 wishes from fellow employees for your birthday! Stretching the
concept, HR along with the department head can ensure that there is a cake
and a birthday bash within the department. If this becomes the culture,
every employee would look forward to come to work on his birthday.

REACH BEYOND THE EMPLOYEE

During the week of Christmas and New Year, | presented a gift to every
employee in my team. | made sure this was a gift that was more useful for
the home than for themselves. The idea was to thank the family that was
behind the employee in his times of highs and lows during the year. It was
a 'thank you' gesture for their understanding and support when he worked
hard and stayed late for the organization. While | did this for my small team,
HR can influence department heads to recognize the family of employees
and thank them for their support in helping the organization. After all, they
had an important role to play in the employees performance.

CULTIVATE THEIR PASSION

Whether you are an accountant, an engineer, draftsman, receptionist, in
marketing or IT, every individual has something he or she is passionate
about. Encourage every employee to identify and pursue their passion. HR
can initiate this unique program, and in time see the change in employees
who now have an avenue to ventilate their dreams. This will most certainly
change their attitude towards their employer and be more productive at
work. Help employees tap their hidden dreams or passions, and you will be
surprised at the rich talent the company has. If there are good singers and
musicians, you can start a group or conduct a show for the company. It is all
about generating positive energy in the organization.

| recently attended a talent show for blue collared workers organized by
a local NGO. | was surprised at the hidden talent the workers possessed. |
understand that from previous such events, some workers have turned
amateur singers and perform at events.

| 74 HRECHO

PAT ON THE BACK

This may seem a bizarre idea, but it is such ideas that set trends. Suppose
HR initiates a program where senior managers, middle managers and
supervisors have to look for something positive to say every day about at
least one employee working with them? Does this sound crazy? Maybe. But
the idea is to look for something nice to say to people. It is very easy to find
faults with people and their work, but quite an effort to look for positives
to talk about. It could be anything as 'Great Job', 'l like your idea', 'You look
smart today', 'Your table is really neat and tidy', 'Can you also teach me’, 'l
like the presentation’, 'l like it, maybe we should work out the details', 'How is
your family', 'Your son scored 90%, WOW, Congratulate him from me', Today
is your anniversary. Congrats! What are you still doing at work?". | think
you've got the idea. Initially it would be an effort to look for compliments.
But, when it starts, you will see the change in their work and enthusiasm.
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This program may be a challenge to implement. HR will need the strong
support and commitment from top management. It needs to be a clear and
conscious effort from senior managers. And as it continues, it will surely
spread to middle managers and supervisors. Over time, it will build positive
vibrations all around. The trend can easily be monitored, not by asking
managers if they complimented someone today, but over a period of time
by studying employee happiness, employee engagement and monitoring
productivity at work.

These are few creative ways for HR to usher in happiness amongst employees,
and make it a great place to work. | am certain there are plenty more ideas
where, HR can start thinking creatively for the benefit of the organization
and its people.

Statistics show in general, 87 percent of employees are disengaged, which
means they are casting negative energy towards the other 13 percent
employees. If this sounds dramatic, then look around your organization and
identify the engaged and energetic colleagues from the disengaged ones.
HR has a huge responsibility to ensure the company succeeds. The quickest
path to that goal, is to engage the most valuable asset: your employees.
Engaged employees give you their time, energy, enthusiasm and ideas.
Disengaged employees only produce work that is requested of them.
Nothing more, nothing less. Here lies the challenge for HR to tap the
resources and energies of disengaged employees and convert them to
positive and constructive work.

If HR is the heart that is beating in every organization, they have a
responsibility and challenge in ensuring energy and enthusiasm at the work
place. A place where, people love to devout their eight to ten hours of the
day in a manner that will benefit them and the organization. HR has the
responsibility to create a happy work environment, where employees look
forward to come to work after a long weekend, where employees have a
bright smile on a Sunday morning.

| 76 HRECHO

Statistics show

in general, 87%

of employees are
disengaged, which
means they are
casting negative
energy towards
the other 13%
employees.

HR has a
responsibility to
ensure energy and
enthusiasm at the
work place.

HR ECHO 77 |




Published by the Federal Authority for
Government Human Resources

All topics have been prepared in cooperation
with International Organizations Specialized
in Human Resources

CONTACT US

Federal Authority for
Government Human Resources
United Arab Emirates

P.0.Box 2350 - Abu Dhabi
T.+971 2 4036000

P.0.Box 5002 - Dubai

T.+971 4 231 9000

WEBSITE
www.fahr.gov.ae

Email
hrecho@fahr.gov.ae

Twitter
@FAHR_UAE

Instagram
@FAHR_UAE

Youtube
FAHR2011




guwaniall pe cpathgall Alsliag ajlga o dalaiwll ¢ d piull ajlgall aaalgi
-<lug gulu] Jac wnl] laligaig

aggua layle glo «auwga JS (b garlill lall ia & piul sjlgall ajla] ils 13]
ga dyyhy Jasll glsa o gulaallg ylyll aslall &y glan o Jiadi &S
dylgguia dpiull 3lgall §)1] Janiig .duungall wnleg payle gailly agei gi Laild
gouwi eug dreguuil &jlall claiil) uoguitio grahgall Joai by Jac diy @Gl

33 Jac

| 73 dpindl zjlgall cnan

ajla] Lnlc gai

e
aylall a6lhll &y

nill aliaaill ¢pa
djh] laaalgi
ayptuall 3jlgall
¢ dalaiwll
gahgall alslia
Jac ] lalygaig
<lirg ]

duwda laarhii Cald 16)j1 alsldl tngd gugagall Jlasll Laje ¢pinn .Tpg‘uo
g1 Claasg .Jlasll 1asliay wnill @&6all démgalls Gingd aélg .dlha dragsh pé
.ualgallg aljlaall jas paipwsi Jla=ll gasy dayludl alpall

payji ga il
gt vaiail Glalailll aaai il e JIS611 ada gslg «dupé 656 0da gari Ab
plwsl gpang dljpall JUS (raly gi (o Jiaiy baelip G dpdull 3jlgall ajla]
go Wiallg (grohgall ai lays ggany dragy dals duwgall (uo (gopiallg
el (nle jgisll 133 Jaull gas .gulill algai wyhl cquil ge Gy gi ga dplsall
ALl gag daic Cyaall Alyly] ge dall aaall jasy paill alhiy gslg (grathgall
o eliySo waf Ll @il Jac” grabgall janil laalaaiwl gSay enill duly Ul
Ui* “yayall Grisael 231" Gpaylsi cliSoy Ja “aripag 183 a5yl clilgli” *pgyl dsil
ga 1l %90 clif " Selilile J1a wyS" Janlatl cale Jasi gi liyke Lay "o

aic (gslg .clifll ge dayll dlglaa ggsiw d&ladl (nd andi Lo Camé 26 clii abici”
.aalac (no gulaallg jueill (njiw 1aiLoif

pljillg pey nl] dpiull ajlgall alind Wgwg .adwaiil Baai qalipdl 1aa Jiag 26
2ag .gupuaall JUS ga liclgg lanlg 3an s ggsi gf wayg Llell &1 go (ngd
20g .giopitallg plwsil gapaal ASTIL JaiT wgw §)5all 0da Abii dlnlga
duwgall aljlalg alclhd @618 (o dulyull aAlclihill clis pivw ailo «(16gll jgja
Galuw dwlya JUa ga gapl ga G4i6 whaa wnle gslg (dlgauy alaill 1aa anj gSaig

Jasll (s &liill anjg giélagall aS)litag dlagall

aalsull Glal ladygaii dypdull ajlgall gSay il dllall §j<iwall Gphall jas) adag
wish @lia i go geds wle Lifg . Jasll 15il) lilKa dwwdall Jag rahgall gu
duungall allnl las psaill (uo iad g dipiull sjlgall gSay cnill jiS6U1 ga

ayalhgag

pail crisy laa (pas i piy grahgall ga %87 gi ple iy Alclnall jakig
1) 132 Tiw gagy 13a ] %13 pasac gl gua Tl galolsll dulwll paislh gglai
AT gl grahgally dijléa paiging gulalell clajll yaag civuunga (o phailly pd

Ry i

gpwi asyg awwgall alai glanl s dlggua dipinll sjlgall Gile wlc 2a1g
¢hiay .¢lgalhga pag :da JisU Jguil dipd] ga Wiall 1aa Giéail jluwa
He ggehgall pgdy Ug .jls6ilg gulaallg délallg gl Jguaaiall ggahgall
WAl (il gasy liag . J6i Ug Ji51 U .paia wuglhall Jasll aliil U] uuwaniall

& piull 5jlgall can 72 |




k|

grobagall pui pagi

b6 (o whga S @am Goad Eaaall diwldl guijg slliall are ggrui JUs
.auéi @hgall ga yisi aililel duwill) 83116 Jisi Gl daall ada gi ga casii Aal
Zlgw aildgi graa b w@lhgall Wla ils cnill dlilell jSiii gi wia 8)$all Gilsg
aaaasl "SIb" ge djlic Gils a8l . plell JUs laliai gi ailigiua wilel (o gls
laa Gleo niil gra (o .dunwdall ¢no jalia Gdgl 1glhg aa Iglac laaic paacag
«wrahgall pul pasil plwdl clwg) enle igi gf & piull yjlgall gSay psn Gupal
1jg> ggu=ly paild ol JS ayg .duwwgall daclwa (nd paacy e paysiig
grahgall daf (né lala

] _ paddilg pawlas Jén
gl @gwill Jlan (o JLdiwl whga gi lalwj gi luniaa gi Lo s clgw
pb .asa whlsi gi aalai guealy squll aal 36 JS glo laglaall Laglgiss
3a oy Guiull yjlgall gSay .aigyliag padtil aaai wle guabhgall  gadi
uall cgrahgall ale fpn all pusill ayiig «uwliall gl (s apall aalipl
alai padadga pauw Baa gi a$gall gag .paalli ge pusill duug gl ggsliag
e giahgall Gaclwa J gag .Jasll (uo dalii] 4isi1gigs) ¢ig palac wlan
o ualgall 648 o hlaii Wgw paajclite gi @aall paollai ga dslaiwl]

| 71 dpindl zjlgall tnan

laag .daliva gSlai (uog «dpawy pé din (o AT glSo (o lasde Jnay isall
«Jasdl @10 wnle duulan <lgai clanlg «Jasll guig) pusi dipai alash @Gyl sy
o Glclaial dop¢ ¢no ¢l iy gi g<as 1Jals galia (6 (rags clid e Gaaii U i

.aildai Jaaf @Sl gi dylall g<as Cuny angiwa oni ga @Grid

Josll ga &lall gjlgi
Jasll cilclw claiil asy aillgay gpall pao plé «aws Jasll wnle caicl (nall elidl (no
Jalio ABg (o panilgi wuwg (aalgiall (alhgall aac o Gaaill ghall (no
walaiiill gl laily psuiy glS6 . pwall ells (o aflj Jac Jall dlia gls 13] Lag
il 4aisll @opa wnl] dalall cnisy laa (Gelasil pac L] . uifl gl ggaalgia
Jalll gl 1516 .ditea plwdi (nd Jasll (o hen agag J=all gi bclés jisi paleai
0jlgill glanl aleay gi qay onall lag Selly ple wnle pwdll gud) IS Ja ellss

Saglasll alall (ranll

nle Jigi allall paiayhg gl gglgas gulalall galll go %44 go Wiy Lo dlia
liog U gy JS onpy ondll Jlasll agpwig @yISill (65 ga .dalell paian
laa gi o w6 .Wlhalll Giéqig dpaiia Alclwl guglall inguw aljlis @i ggéahgall
wuglall Jig) . Jighll (aall tnle dpbw 11T al g] U1 agSpl alyis JUs aa gay a6
lsa (o (ualhgall agags Jist gaillg dlaysill yiliig . pgull (uiji cnle jalia Giogl
Loy giaill go gsais Ug dlall dayds whgall yady Vg .<IaU1 ducgi go Jisi (Jasll

dyglgll asly Jasll gl

waiiall gisll glef Quyyai laolip Casd ¢yn apsnll aluwgall (a] ps
pLT 5 dxal pgy S oS 3 Jamay puy whga JS1 aaill ga dlalje 10 lajad diolsa
@uthi 18 (pa aanjg alawi pig ple dxal palipll pii pi .gguuill (no Yol enle
dan gilaiall guuasiall grahgall ga glifl jlo .plsll dlai (g .Jlgall wlc
go éxp dan whgall wwis] ¢y .greall jgall 1aa glsqg .auasll allasll éyp
rahga dan guuai (o aelipll 13a pawi Las wnjai das g waill jlog das

S JSiiy dunndall 0aa

il dlilaa alplia gphai gi &piudl 3jigall dyad gSar gDl gasy gag
Glunwgall ¢nali dgince guugig laigylihy cpill dalJl duwjlan wle grohgall
apilly alilellg jilgall piadig i Gldled pihiig .gohgall graal

Aablii iale holaig gabhgall dulas yif cill jAID sy apag &Ll

sllsa e dtiad
Aasiill ggoyn pag .dwwdall (o whga JSI Gllaw dpindl ajlgall &)la] elliai

orabgall dlimiy & pinll 3jlgall d)1s] go G1po pgdy i (o jpalla sliall ayjlgi
uahgall wal claiill jgsubt jj=i aluliall eda Jio gl cp@alio slici o

261 a0 paily paysiig
13] l¢lallia ac (o (palhgall elillaj (o diai 1000 gi 100 gi 10 Walii i Juai

w6 Jasll pgasll wnl] glhil Wgw whga JS glo daflwll @éolai (na ada dauni
.aallua e

& piull 5jlgall can 70 |




e Gnifi gig s lalaial (algall calgi gi clle cllal lapuy ojga gls laaa
diy o dalaul] pini alpwlwi i (ia adag (paagag (o pauii gig pailjli]
o painliil Mji grathgall go 787 gi wl] sanll 1aa (o alwljall juiig «Jasll

1apadig pasgans Wlyicll il Laaic paaillhg

pal gaiwl

Guhi anll gog .pay] claiwll guahgall pasil (pll dunlwil jgall gag
ggahgall wily gf gSas Ja Sdeally Gy 1aa Ja g<lg “agisall ulyl cluluw”
Jlwj) paisay Ja Sells gSof 18] «lidslial ggulag <l ggepdy «yisa wal]
"galrgall Ixgac” yanai da SJgsgignll glil paule gi pi agud gga <l Jilwy
duwgall (no Lo Lndh Cingsd Ja el ga paillg Sajlall duwwdall alpii ¢
ayllhag pailalisl gualig gralhgall ] glaiwll

paall @uay gi anll gag . paul] claiwll rathgall pasil dunlwil jgaill ga :als
“39iall Gyl auluw”

giahgall Wiy

gaabgall il p paslewlg Jasll diu (o guabgall Al gidy sl s 13]
alaglea wle Jgnall Jnai gaa .palasy @lsii il dball als allaall go
fdaaall ada ga Jalsis (nall gadill a pi dpjlh das go Ja Sapila

ga hlail wgug (guuaill dlasll allyisllg dedlgll J=all agy) ge paliwl
pailhyida ga glao a6 psi dbig Laad gaal (Ul . paililaiwlg paiwles (ngiug
-J3S duwgall @plii] éalyj enllilhg <payal digisall agyl glai)l o wasiiug

Ja6ill aalp
yisi gag larslhgal padi aalp deadiall Aluuwdall phea llialy daill plai @Gii
(126§ jolgag «Wilalaun pulwig gadll whga ge gllell cna legud 2alpdl ada
jonil . plLill eda (o 1aa d=ildl aalpll eda pivig .pgaill aalpg Llaall pflwdg

satllg JISI cale gualrgall

@b ge lalise lighig 1ails a1 (s dyai sei il aislsallg pasill 20l 2ihg pb
.aaliall pasill

wlliall @hhgall jLisl gag lasa Glac il gllall @b oo padill Joliy jSaii
Jlnall cnabhgag disaall gnahga ga Gipo 116 o JUidll piadg .ongiw g1y Jsiu
lang .¢nauaiill guiyll ga cagll Jgliil @il jsa ] (lliall wihgall polug
whgall joluyg «aalllaal pgy yayanis jaidi dilli JS (nagaiill guipl pLs crisy
il Jqliiyg pllsll claif 2103 (no alhaall @lisa ] plall ga iyl 13al calliall
enagaiill gl <lalll «guabhgall cUgal J=ally Wil ailg .oawoiill guiipl ga

Jusil @ipoll 1aa Jial doln] aagag Jias wnall

oyl pé &j1a1 Glclaial

alanillg caillg jpall pasill abslial dapad dlelainl aljlall phea (i
W Ulclaiall ade o Uaig .wilkall wno lails dlelaialll ada wnjpig .dhdall

| 69 dipindl zjlgall tnan

cnaghgll aloyll dljalia

4ali] )i Guntgall (no

paaci jghig gualhgall

e @6 piia 8)gin Yus=ig
durwgall

O Wno eyt Gis 3]
aiwwday whgall oy

J3iy 1aaxéicno paluyg

faf 31 alole Jlso
duwdall ¢no gl

A ji grolhgall ga %78
padilhg (no paiplii]
Wlyicll i) Laaic
lapadig pargan)

3jlgall 8)1a] 8clos pisi
onall acallg & piuyll
alall alicall
rahgall ¢njgpallg
8cl6s) Jasll dlnlgal
dull=og

ajla] paai i way

peall & piull sjlgall

aic day nall pjllll

dalall aic ggakhgall

Al ggahgall
iyl ggsuiyy
alaailllg @sjlitallg
241)i cuuwgal
dnliill aligiuea
A

Angl<uill aliajig Lagll pac wnl] wiai laa daglaleial JolSI1 laalaial

cnilei (il cllSiiiall Ja oo dypindl sjlgall ajla] pauwi gi gSas Gl 13a (ég
Wil @l cnle lalgna glang lasa whlsill Giph ge dbluy J$ "gi" laio
wliall Cogll (no

plall alicall pahgall aaxéi wnall pcallg dipindl ajlgall Gjla] Gelas pisd
olilahll Igjiy gi o Gy .dulleog 8<lasy Jasll dlnlgal guahgall cnjgpillg
duwdall (o dnlall dpiull ajlgall dj1a] wile Lails alaicll pajgadar gi wl]

dojlall 8gall Clli ggsig .uakhgall 03 2o dypiull yjlgall &)la] whlsil gi way
P8I gl ayg Agaiillg alwlpwll gy Julgll puwall chag .4)lallg duwgall gy
Jrahgall ga @hlsill lagle Gayg .dalall sic ggahgall aic Gy ¢nall psil peall
091 loaic dyylaa dang lal ggsi gf (nsuilg el gi s @Gans pasa Jasllg

Lo Wbga o 1oyh hgall

gV dwalall laghall (né gulaleiall daxd jlgai e wlini U dpiull ajlgall jlgai gl
aill .palnj glan wl] Jliai (réhgall 2o Jalseill aicg (ulill 20 Jalei) laalls
3j1gall elliai «nllillig . Jaleiall (unp gi gSas Lagdl @hgall jody loaic hao

duwwgall dsleudl dlnaa dalij oo aliaall dpaull

alslaa dars wile S5 Wwaw (ulalsiall Aloadl whhga a0 ga st il Lag
Gbg panal guall geahgall gl .guloleiall dGoad thala wlital dypiull 3jlgall
«uuwdall aloaillg @s)litallg blill ggpuing «duwwgall ga Jasll cliff jus
pjli Vg .unnaillg chiaall pasill jija] wnle gglasig guaiia ggalhga (gigsy
281gl1 (no . ayISill (no dalij alaill laa no daaiall Aljalall gras anle wijii gi
pauglud ] gulill lay paiy onill @éphall (no Jgai Glaa] Jga JISoll phsa jgai
dlia IS glg nix . Jasll @aii (no @yl jgirlly @Gleiy alS palls Jasll (no
Jiadl alajiaag i wl] wlhall Glai go giady Wwew ailo «aylSill wle pili
dalsi aly daline alplo Jeally aluwdgall @Guhi 269 lagahga daloy @lsii
Gpuaig anliill aslij wnl] ¢nagiw Wlhall 4lai (o laislg dajehga slswl

.auwgall deaw (uuaig cIall

dac diy @Gl wle apinll ajlgall &1a] aclwi cnill GlalisVl gasy ¢nly lardg
-duguallg dulull dslhll) dasda ggsi Qpay (grahgall daimuw

gadlagall jyasi
glainl gi &)1a] glaial S gi jain «cllga ayhi1a] (gslg .anlg poi ailsg gay laa
gai (uo wlga JS Glaalag "8aslg dpwis Jasll” ge Ganilly ao gugipll pgay

ao sy alslh gualhgall jigas paall pay laaic enllill pgull ¢no gslg «duwgall

Jl=o JSiu lmoadi (i palung divwdar whgall jaar gif g wéyi Gis 13]

Clwaall aiig .auwdall (o galadill pai aai ojliicl wile qilalea ] Jling aild
dauwdall c1si wnle pili alg (raghgll aedga (o dala dilsa Jiag aill jgaill plajs

& piull 5jlgall can 68 |




vasy JLlasiul il ga yagd nle Jgnall wily éalaid enle Jgaall gt cll -
Gull ¢po dlalell Ghlndl

LAyl ajlgall j1a] ¢pa 3y jlaiil (o 1gils grahgall cUga g1aa

dppiull sjlgall dpagill w@ilhgll g juuy cja wnle cginll (nali dlialll aaa
dclas (o ljgaa Tjga dpinll ajlgall &la] qeli dn (pisy elly ga Jisi dliag
JSpa" pisd Gn dunga oo b il 3jlgall pisi (@5lgll (s aumgall clsf
dypindl 3jlgall walig duwwdall (uo cllaleillg grahgall dniif graal "ulncl]
Guoai (o gl gl ggpisy pajgyr gall (grahgall dalaw (o s 1jga

.gtlalsiall Ly

(loleia doxy JiSg Jinol wnag .algiw 8 ga 4isi dia Lo duwwda o "gi" Jasi

willg glagh (o jlholll wu 153 G815 whas s gag lalasl duwgall (o
289 .adull Jllnl Jale (nopna gagd ] @by (ro cnag laljia W@y Gyl
&iligh Jlesiwl jlaiily 1aiSlg .gaall lasia wilc faall dpn go cidl @Golg
lauily éslad wle gi Jnai al 13lg lauil) éslad hiii pf gog .daslgall diles]
daslgall Jiball gguuill tnia JLatill layle gisinus Aol apilell dcludl Jglay
clac] (e apls ¢ ao laili wile duadll lailSda ayii 369 .Jigaillg

| 67 dypiny jlgall (i

éu il > lgal &y1a] wusli
<lai aclas ¢no Ljgaa 1jga

a5 yis s gl
gaulill

JSUT gnaaill
sy <1jaall plai
Gljad pglaiano

paleag payolhga

o gujgaa palkhga
duwgall

daclall oda dan it a8g ."ygahgall awlwi Jasll" gi daac Glgiw dia Calsei
ol «grahga agag pac (Jb (nad .grehga gga Jac 3391 U Gdgll jgpa 2a
oo laislg plll 0da (o chay (U1 glwill) aligigpl Jasi .Jac dlia ggsy
Sl ey pgdy cnill @il dhuiill phear pLall wle 8316 ggsiu asgall
@uu Ja .cnahlsll alnlgig glwill dwal Jlasiwl ga aligigyl eda g<aii gl gslg
awlwi Jasll” glé guall ¢lld tning Sels ¢nd Ll ... Jid ga clliy Igald i pal

"ygahgall

dsalpo dwwda JS wnle Qg Af gas “ggahgall awlui Jasll” gi tnle Gdslg 13]
ouis Aluwgall pgai gi way dus day dnlall wagill el Glei Ll laaaj
aill ¢llag .dgiall aladall wily wl] alo il aljlaa wle s J<iiy ggjsy giahga
Laai Jiey la gslg «G1jSpar gglasy paleng driall doyeall) grahgall jjsi disa)

090 gl gruwlui uahga paleal pailai pghi ga

«iloxallg cilaiiall gy Jlao (s Jesi Ja" lalac Jlao aai gi alunwgall aliaig
¢llag " S12a cilanall ayaéig Gilaiiall gy Jlao Wb gi «gulaleiall dors Jlao s gi
holail 15w aley e way walsia dial gl lalliag alsia aal Jac JS gl

.cllac né jghillg dalaiwl] Géaig .agle

pansy ge ggaling U dlaxall (uasdag gilelsiall gi pas wl] Lyl daly gaig
(gl gubi (nd daxall padag Jalsia llia Cils 12aa ggailitio pasd .jasull
daxd wnle Jgmall glind loaicg «liuwga enlasial Goaall pasi whgas clif G
waladil guai Jga jgaais aiay 1aills (llalsia lain apniw duwwga i go Lo

.dagajall j1gall caa ggusly uall

wniall gi rajall Juulwill ge phill jasgy duwdgall uwlo.lag,o Jasi Gis13] cnin
oslals gulolsia 1gigSy ¢f gSay apaS juiyg jSay (nall Jalsiall 20 ) Jalsii (all
.alhgall Jga jgaais als palllo wnjai dpa gslg gyl g

@dy gaah il ¢naiy gas (Lo dlsiita Ja waay U1 ga epall Jelaiy Loaic tnia
Wlinalgg cuiyiill cnle dyjlai dylasy pgai Gis 13] .Jliall Jyaw nle jlaall 132 g
gslg "ariall axclwall” pws gi "aliSiall Ja" pws ajlij cliSay . Jshiall jasy
811 nle Jlailly pgéiw lain asy il odal Jal Jngii al clif yayiail
«nigall Mpll g ealelaill cignll sl daxd ga Julgilly dwwgall cnilaall
gulalsiall dexd w@hga ] yaall (] Wlhall djlai (s palll ey cnaiipw gslg

clil$iita Ja anle acluy

Jgaaiy als paill i U] (il ¢ U ageli il ¢nall jgall daai ga pepll wnle
whgall pé coudt Ug wlhgall Jga

Lolai daili gaui Qilsg pupal dunilly Jasll (no pgs Jgi-+ +

opmall aylwa alslacl ale Jgnall phiiy gis Jesll 1jadga piil gnall giyaly — «
Alunll (o al wily Jgi glay] aisay

Lo wnyay U ail) 1816 1S .aijlal wily cnle dasdlgall phiiy glSq ailhsl sasi hha
.aajill cilyiyill gai 263 ailsaly gis 13]

& piull 5jlgall can 66 |




darathgll daalsuull
114 I yjlgall jgag

LS jalaila

64 |
apind] ajlgall chan




clioan go apn cjas pleill gi guaill alpwlwi Jo pdg .guyaill Gpbo 8316
Jb o asliai a6 ¢nall pilill jgniy pdg .cllac Gupo padis daleiall clolaaig
Llac @pal duanill aljlaall pghil cgunll (o guiclw gi dclwl lninai
paixcluag pay plaiall ggudl (no guiclu gi dalg dclw ggac (o clisaig
Al aaall Gsgll (og dghay dghs laigadisy will aluulwil alsi e

«clls o pisy Jnsi paleag papghi Ly cisayg

| 63 dypinyl yjlgall tian

Al Jsal
pusillg guy)aill
clinaa galejn
Ailas lolanig
Hghillibg yanig
¢llac Gipo Aljlaa

pleiy U dgalil Jin
wwlall ga héo
wy Lailg (il
Galall (pa plsill
dunall aljlaall

Iagab Jisilg wluil chahga éaclun Gpbo o gupill @b &jls] Layf Jiai
liprayg .ldgimall Jaaig Gilyanill o 3yjallg ajall daslga cale lalai guayallg
of 2y ailig «al=oy laa pisy Jist oy gf aifay aily glall ga pis (o @alill Jua
of sy 1 awai ccuitll ga jall 2o gi ap U aislg .aleay laa pish 4isi Jeay
all 4alil g wilh go TS Tl aell oaa asf laing lalivag Ty liud oy
aipaa wnle sl Alaaill ga guifl Tagd apay ails Wity pall 1aa Aaii (s iay

‘g4 A leall

sy (6 23gi U gslg (Jasll 132 IS Laaa «Jasll jlai] (o paiathg Jiaii Vgl
aling U &y phiil «ells ga péyll nleg . plaialll dpiag @133 Alaai gl
palac Joa wle paiscluay psg .gilaill Glai ga ggss gf wll palll laa
ajlaallg d6j=all o xlaiwlll paaylsi JUa ga plaiall Tpiag iaaa eallall
JS puy g spaaig Jasil 132 gl laaa (Jisl JSiy palesy pliall dosallg
cnig «aildgguia 3aai diapo plsi dhs @Glay ailo «@lailll 1aa (uo yaa whga
olaiiillg (isl) alsill 3jlgay dails Jac ] @slall anjai cllgdua
plsill Wlaal gihg wilc pasudiy liyi pbg (6331001 dyigyisill 25lgallg
.Jasll (ns laalhaiwl @Gphg Jdaigalsiy wnill L] cnle hlaall ai gag

clls asy 33 @l Jual 18n ploialll djiog daan clpaai clal gis 18] duli
has pai g .plaialll jiallg 3yaall Jasll cllsy plall G paoylsil cidg
il Jiaiyg "enanill 1aa Igaalg” pal cligé claislg daaa Lhaai pailhcl
astig .clal sanall Gdgll (o Gpen daalg dulgiua gi daaa Jaig pilei cnod
Jai clalid J1b 8xyxd dlggua gi daaa JS claylsiy il 1aa plis go
Jalpa no danaall daayphll e payai cisag .l ddgduia gi daaa
paillgdua wle jhi (nill allasill go dpiila lasyii nillg Jall duns
ali] go paisai cnillg il duaji (] 4333 daaa S Jgaii Gy dragyll
Gan a8y dlgguall ga ayjall cuusg dclasll

axi G (U1 qulall djaai go pleill hao i daalil Jia of djglawi o gail
di ggaug .l go lgalsiy gl ggapg JUSIT ggia pail jS3ig 2lja palll Taa
g 1a0 wyiaiws (guaill Gpal a 18giga Tpaa Jealli Gani 13]g .¢lia 1galsiy

clls guind

AUl wnle quyaill jglat clle waus «nllill wnginall (] Jai gi ayi Gis 13]
ga 1ails i gi clle s duaridl] aljlaall LLo.Lo.: ) auni (nslg .onalsll

& piull 5jlgall can 62 |




guaill @ paa
arabhga acluy
~Jlall alail ale
Lols lidg (nindyg
paaleig pasa
iaig Jasll Guh
Jag phlhall
Amacaig Alikiiall
dipull wgphll (no

| 61 dypiny yjlgall (i

ajall quisg gpuig Jisig st J<iy ellay pliall (no paisclua gipaall ga Ly
09y U gudll ggangll pa yaasiall il wlani asig .Guidl palac Jal go
vl onf ga Jist plaiall 1aa ggaling paislg .paypaa go plaial wnle Jgnall
wAllg (grahgall go wahell dullell (i gghuwgiall gglalell Wiey Ug .jal
dgail ddyph gpul gslg paypaa go ggup 1ala dawgia cai wlaai gguisy
Glaygi i piadT gga aang il 1aa ¢lyi ga jasaia <Iai wl] lawgiall <111
ciehgall Uga gray pghi (o clinan Jialig .al (i gi pex gi dlaylsi gi
nle dgh S (o Jinolg gpul d@diphy Jasll ga yjar pliall wile paircluag

Guphall

oIS libg 198y ig .paiscluiag «aigled) Lo doja tgypaall ga dalill o ayp
e paircluag ghlhall go papdaig Gpairall Guallg Jall paayleig pasa
a6 Loy <ligsi ggasi udllg ‘gupaall ga grahgall <Uga Linyi ipg .Glisiitall Ja
slail JUs go pal §jgiitall puasig dipull pLY! cro pal peall pisdi qlasll
suii clif 1goysy i ggahgall g .dmnll Wgphllg AUlall (o éapll aljlall
#30" pul ayle Glinf Lo Taag Ipagy Jirol JSiy jghill tnle paisclutag pailalai

gugaill Gpa

¢ "o aill o paa” dahg cnisi lhla

wnle dgha JS (no Lhawgia gi libla gi lyan gisi dgw Gaay la ge ¢yaall
.@uhall

plhiily Glaill dawlg <11 juleas graall psai -

.20l laayleig daaga Jusuhii Gleljal wnll alwjlaall Jinsi Jigai

liSan clls gIs lalSg gha) dgha dealpall pilgég hhall plaaiwl

.033 nle hga JS ajla] @Glai Jals dwgalall alelppll anle jpspill— «

&S ¢nagall daU1 Guigig andig any

daupall alhallall pyaédi ] dslally @siliall ai dsiliall pi dsyliall
.dakhiiallg

181 aall dliwil aph - -

Jao clofwll -

Aliwil ge &l .

aldaall nle Jgmall -

.dralall hghall (né clgahga laalsi) (il dluiil d6y2a  +

JS g0 Teja nbliall ghaill Jea go dlairall jalaallg clidell (né psaill
.Jasll hh3 ga dhs

alaclig gdgill  »

.dwjlaallg il

Iso hghaill  «

Pl g gao plalll (ning jieaillg acallg djgitall ppaéi — +

& piull 5jlgall cnan 60 |




aljlaall depl pghi digen ga cls ga pallg .Giphall wle dghs JS o
Alli Wi Qdlpa ditiay ggsi gf gSey AT glwi] enf aclua gga lawai dpar il
¢a gaduiidl 1aa ggSpw «dylliall &ulill gag .daypall alpdsill jpnaeg (neginga
gi pisi dlalwg pifi al Yot ggsiw Layg G istlg gull (uo apusll yaladbil

Sanllha (o peallg dlayleillg dlapngill paaéiy agd) yaiidl ggsiw lay

o aalall o pég il aslin (nall jgall la
Sdunayll Aljlaall algas awl ¢ivwga

‘il o 8yio ol cgpita oni (o gadudl (nf nle Wi gi pai gi 3gaT s 13]
phiia Jsdy gadddl laal qyaillg acallg dlageillg dlagagill ainéiy pjla clilo
&leiy Lags gaadill el daf ells (no Loy (yaaiul] 1aa <laf wilga o wily JS gliy
Jawll ga aif (o dlsiiall goesig .dyllell dglghl als dunadill aljlaall clSgluy
jaall phsa b pacg .dragullg dtisigll Jlactl cns Ylaall eda Jlaa] Taa
1gilS 13] U] <pay danlall aljlaall yghi Jga pajalga ga ¢anill (o ligh lisg
¢y il Alsgll (na lag Spall Taa 1aaf . Juiél ga 3310 dlls ga gglalsiy
naéill psaill gf dimall Jilwo Jgo apiiliall paplai gliy Wi gguaall lags
" Gsiy g gy U g @Y jué JSiby aaylla Gaiyy gi lhgall 3 Losic aiall gf
ol gf Jasil (s al Juoj gi Jaac 20 gjlily g tnlls Cudg wo Tjsitwa liss gi "luc
of Wy Ja" :dio clubi glnil go pis (o ggledy gapaall gi cno wuwll ga laa
<Uga ¥y gi g .gglly pail §)galll asa Jga cnl gusulill guahgall cal] daail
20 2 JSiy pajigsi uslg paillsiia Jag pawail &)l @ais Jeally grahgall
5T gaduih (i ge Dgduno Cuis 13lg a1 jls ol Jeally clal guyls 6jaa " gyl

llac ga lejo as] aild

aljlaall ge ¢aaillg Ldalell &)lall guigy Wb aile alaicll J6U1 cnle ¢lyle way
laic ¢aaill (] @6l «Jasll Giys clclaial (s ddlell dglgll ala dunaill
dyglgil ls cilySglull cale Syl cayle Wpii gadub JS 0 jaiwall djlga (o
UgHisy Al galadilll clilgh gi jgs JS iog cllac @upog clinwga (o dyllsll
@lhill dsuwlg U1 julea ge ¢llg olsil jasy dwwidl Jlnill blai dlia)
di615ag (aandig L3 wlhy pdg .l wilga ga 31 wila i Jia Lalai «pliiily

clls ggleay U guall paladhill Jiawig «Clls Joai eaill galadii]

:gupill Gpal Tpaa gs

ga pifl pania ge galjill wiikay dlhpa oni " :ggpaall crilluy Lo Llle
laal agad Jnol ghds s iad gi ayi s lals" :gnia pal eniilalg " plaiall
“@lhgall

ugaling paisly (Ul ga plaiall go yje ] gahgall gasy aStill jling
09K paislg (uahgall ga gujsaiall yrdig dislsa uay Cys clalaial wl] lewen

| 59 dpindlsjlgall tnan

a8y aalill aflall
«u)aillg peall
paagjig atalhgal
Jgr il dyasilly
aljlaallg <ail
sl

U clpall phsao
bots g ggiaty
2a daill ¢no
Jga payalhga
dljlaall pght
sl

Ailall plaial
ARpA6ig aralhgal
dpaiua dlac
Jpaiwl glanl
clhsllg d=olall
JoYRY

gk s >ilal
wlc paircluag
Jioi JSiy Jasl
£pulg

hpdull paiell asy
o draai s
Glgao aw dilac
dunrull aljlaall

<lhd ailall nle

2a WIS Gog
wluidl arglhga
lsi gai paislial

Wala wnila

Sausliw nill jgall ga La :onpinl] prisl]

dyylaill Jlacil gi ajlgall (pa pisll g0 dx820g 8 pus dunwdga (o Jasi Gisi g
aljlaall algas aw dilac (o draai jisi pnisll aej «nilgi whiag alias dpenll
.onpind] pniell ga duasull

aulell dglgll @y dunadll aljlaall alsglw Jlaa wé Ladi ay g<i al 18]
walgall wnle ¢ligna pac o el gy 25117 gi clisars Clilhlng ¢lagai Jlha o
g haill gasig Aljladdl Jiadi gai pajlhil Galy daluy @alll i pgauus
9l (nivg «)aill dilacg Wihgill dilac Jigh qyjaillg Jilwpll (o agingll tnaa
pac Jla (g (dpapall sl hha ga 2ja dunlw il dpaaddl aljlaall alSgl Cils
aaisy U tdragull paijla] (o layle 3Siillg lawai AliSglwll adal aaisls &lslha
ga pailjld] 3517 lail gay Lo jaéig pelll 132 (b &aly paiwwga gl &alill i
aailjli] Asiiw laii 5117 gf eli<ay «Qi)iill é$ub anle pajalna JUs ga gi pailysi
uglclaiy guallg yalnisll ¢ngs ga Jasll (no Jeally paaai gill <abl wilga gliy

e go 4isi pasa

anlall dpnadill aljlaall als pleill dlac Gl cialhga cllial ] asiilly yliag
dsylia o 1gisai) wnia ciiyiill wnle plaatwl dlauw 3jlgall go sl j1ogig pay
.adgduall go gl 1aa ¢liasy U wells go pépll wnileg .pay dnlall (nilall pleill
plei gai paislal di<aa ells gis LalSg Lunad pasa Gbgll jasy s clle wayg
alyga Jlaii enill aljiall JUs pasa Gdgll yasy lné Layi clile uayg .bala ily

ARy dnlall alsill

o gubiaall galadill pa 1gigsy ¢f gglnag jghill gguny @alll Ju g j8ai

d1818a11 alnll 26lg ga pajghig paalel (o paiiuy nill (awéall pllsll
Aanlhai ol wnl] dolally «dlgduall 1aws gglaaitg gglajaiy cnillg Gjglaiallg

& piull 5jlgall can 58 |




wll @slnlly dadagll (b aigalsi) Lo dwjlaal s payal gi go asli -«

<] (] @olnll Ldadill aSjliall JUs ga papghig pailsl<ag papadi

o axll Lle ggépw guallg «wlio Jally gupall grahgally @idg plaial
liuwge b pasilig

palsi Gle guayja 1gils 1alg .nilall plsill e dyus ddypday aalil Ju slgicl j$a7
J9220ug L|.Ib Clagleall diy (nd yai dpa ai hlaiall clisay U aild la cgud
g< 26nillg Cijiill wnle guaalgiall galadillg cilagleall o al dilai U jay wll
Aapsai ddyph ga ghaaiin el 1aa wpsi gi Jubg Jalaallg hilgyll Gipa

Aleill (no paisjliteg paillnig

a3 jan gi pelhall ani (né aflgall panil galanmil jasy wihgi pgdi Gisi clguw
wnle paisclue gyhiwd s 13]g angiuall dlle alepall g AlyLal gi Ll
tales payle Qo la JSi plisll duai8 Jgo 4isig 4isi gg)Samo «plsill dilac llial
@ pgdi la Jac @08 (no Jiaiy Ji «a pgaila (no Jiaiy U doyeall Jac gi jSaio

Jasll (b Jadig Jasi ellgiua auni Lals st day o syl Lal$s 1S laas

| 57 dypiny yjlgall (i

wgsuh dalil Jia

o jaug enilall pleilly
e ¢lagleall ge ¢yl
Cuipiill

wile ¢lishhga aclw
Amiolsg pleill
dny6 3gag (a 2Slig
aigal=i) la dw)laal
Jasll cno

Js1 aljlaiinl ol @Gleiy Lasic an lw gosi Ui way aif S 1aa cnisy Ja
apiriw g<lg «clwbiy paill 13a andi cile g Saunaddl aljlaall (o Llaaiwl
aljlaitw!] dlaa alida gls day pgdi will aljlaiiwll Cils laaa :paill laa cll
o guSjlite gypaiinag lSpd el gusylill Gl gralhgall J=a ga el dnlall
{(pSacy) dlleay laigyady (nill aljlaall ggalsiy paii lallhg .0da plsill dilac

&)alall (né payp<sil Jbi dyllainl dlia ggsius

&b Aot aulei) pgai laric” :Jgall 13a (6 aclhall a3l plall paall guis)liy
i wniy gslg lifllasy plaiall anlgll ga 3%j il tclasll dors aljlaa lilac
of lljal gl (s iy U tgliadl gasy (og Ligalhga dayd nle iy ga s <ja
«ellalg .dunwda oni (og daghg eni wno d@ilell dama dagd lla=ll dord aljlaal
cllasll doxs dljlan dwjlaag pleill (io laigd iy déuba JS gi dawsa wnle Sy
pauwail a ggogay 1jlatiwl asj liyi ai<lg «dayhgll a3a (o jlaiiwl 320 Cuuyl
pgdi il (J=olly il 13 220y dun pal agyy J=olly pgdi ellalg .ailpdil jlinig
glail adc pgy JS (b piy Gy aslial tle Josll Guyo S1jof dacluay Jaall
o dsypu gugys (nali enll cnagy laa ojga girc JS cnlgiig Jasll Gujal a1
o dall palg Lipnl duuljpyll aaliall ga Lugyy ggoly G (gilalsiall daxd
Glwlislg alldag giatd daphi ggany Cun paay danlall gugall slaclg <L)
Jas=ll @136 26i di618ag padiy pgdi cllalg aall Jasa wnle palll 1aa 33lig .dsil)
laflitl) ggogéy (il yugpll dslal pgai lo lileg .¢lling lia ggimy Loaic
.ngizall guearas dlalsll @aill pagheig dipal duljall aaliall (s Laslaclg
03a (o gugpall aaa ga gasull Jlas] Jeally aiy Gy Tagas 1gs polll 3a Glayg
Jsally guig dayagll (s ayllea) ciliaill aujlan ] asLall dpuljall zalial
w6 ggiang «guaclwa gipae ggaralg ggliay Lo dale pa tarhllig .ggalsi pal

ras il JUla g il

:Galoiwall (jugjall

aaia ayi eill Aljlaall d3ga pasy ddleiall gluwil dwljal (oISl Gbgli s«
pal duilly dags Joally Jhiw laislg «laslg ¢l duuilly has lagalsiy gf
e §)adll aljlaa Tnﬁ ani alg . Glhill dawlg dunaudd! aljlaall gi j$iig
{dlaaa (Jasll ¢lgif o £gi i (né days asi nillg «Jgaill

dylasll 03a (no Lwgala Tjgs pania Jlls go plsill dlac (no paiscluay p
pa)i$of yasy Tgula g ¢Sy Jag Sayaill (no dulleay pasipi] clisay @S
Jag Salsill Wlaai aaai (s clisclua paisa) Jag falclaiall éaila wnl]
vasy plei piy Jag Senlni wnging <Ll pis pi (nginall jslae yaai piy
Syugall

dpiud] 3jlgall (nan 56 |




o pisi datd chagal Jsatug (Glail dsuwlg dljlaall osa ssf G duaail
daaly dalaicl Jb (nog ells nl] doliallig .dathg i (no ayl] ggiady glsa o
daaa" lajlicl ga Uy "dln] deama” lajlicl dpaauill aljlaall wile qyaill

.al$ a=a3 aic aoli jlafiwls ¢lls a9y ¢l jalll 1aa gay «"duuuy)

sdsjlaall aaa alila]l gua Lo

a1 wualga wle Jgnall ¢no Cuyill paa psAis gasliill 1aa pladiwl ai :ilgi
dunadll aljlaall pghil duh deauw Jasll glhni Whaiwl JU5 go

Aaallg wluild] pasahgal

pghis guogyall Jasll ylani ai cawni 18] «nl Loy plall slasiwdl Lili

walgall laisl 1bam amiws oaallg uluill chahgal dunadll aljlaall

(nakhgo jg> s ¢y dlgliall Jga guullall cluuslio (o lila j$6g .cly]

Jasllg «@aill Uai ggakhgall cUga a=ig .1xa lamag laghc dralaill hghall

aleo LiSay (nall Lo gSlg «gulaag gusjliltag «guanag (g)aldg «<liSaig dsa

o awwgall tnle s lie ginyg (@lsdia palll 1aa a9jg . paslslg pailjcl
lapght piuu nill di<aiallg drliul ualgall inle 801 Juw

wadi U wid (Guphall anle agha JS s dpghiy Glsiall jlaiiwl] apai il

ajusll dyglgill aing asj i cluai g1 U g<lg .yitalall (nle aunig daa Tagsy

go ai (o wull ga laag &8l dien dama duasdd] aljlaall alsglul

jisyillg Ulsll elihglgt dliay bl asi (nill alsglull dojsa a3 paall
Sl gl Jia layle

sl dyglgil als alsglull ingima (] liahga Jgng wi] 183 aliai syl

WUIST (o &Sjldiall guasiwa ggigSig drayleill dulasll ggsliay nid

Lo 18lg .cilall pghil Jila djna dlpi] ] daly clif cnisy 1aag jlaiiw]

6 gl ga isll ggisu pails tosa alall yghi dylac (b pasiyb] ai

wle JSill ggaasip tJasll (b ggigs) lasicg .Jasil yls quilall plsil
.Ja=ll (né axyljiall pailslh dwjlaag jlakhl

dlawg dsamiwall daysill 3jlgall ga gSae sac psh clalhga agji sLuals
99<i a8g .uilall plsill dulac pueail laalaaiwl eliSay 38 wnillg (laaiwl]
Ll j837 gslg dullsll Laglgisill ciligiual 1a6g daill dhdsia 3jlgall ada
il e clsall cdgll (s daliall plsill 3jlga wd dhguia ggsi
Jgmall cnle @jals gosil alidl ualgall planiwl LLIb Al 3ill aag wnleg
by nl] épilea Ulaall Gpha ge gginga enf Jga dlapuy drallsi aljgs wle
o< o) ugillg il GUlaall wl] GLAVY bl wle wnb g
weyi Qs 13lg . (alaall go el Jls go gigoll dhpdi go sl Giph
18 isus laigalsis will jlaall gldy allsaall gasy wile Jgnall (s
wiaill Wlaal go wuiilaii nillg Jgngll dlaw pleill ajlga peag pghi paill
.l dnlall

| 55 dyinyl yjlgall (i

o Jlaiiwll
aludl ualgall
(Holhgall pghig
duwwdall aiay
dnjc paleaig
g ulladiwll
uwoliall

gealagall ellpi]
lsill dilac (o
dyllaisl 15,
<l payysai
durwgall

pailjlac wle slaiclly pails yghi wle ggjsy chabgo J=a (o Gaai 1]
yjlgall cna La" :ga aigathpw ¢nall eallill J1gudl glo «adlell diglgil ala duasidl
asig "Stillaall ada (o pghillg guunill hynlly el lapsgi cliSay (aill duyaill

Laayls dipul jlalg &jlwdl jLuall d@liay jgalll caa

(ahgall pglai wno jlaiiwll d6jlaa

giaii <y digal 3l gakhgallg Gluill guiaall waig pulsi go Tag pish
Saalgall ad] waai pus glse Lijlicl liwolia gy dih deauy

w6 Jaiiwig "guiaall pghi né jlafiwll d6jléa" awl paill 13a wle @Glhig
G aall Ggull (o dasd fist laleal hao axsally &l algall pgh
@l=i) Loaic @lSiito poill 13a aejg .guuwoliall J1d go ylhaiwll phil ggiysi
]l aljlaall wle wuyaill ge Iho «@isill aljlaall (le qailly il
dljlaall wnle wujaill aic Lavwllg awnsll ]J.lin 1all 1aa asj «lld ga acyl wnleg

dpiul] ajlgall (an 54 |




Ty -
L
4 .
dgao

oo.. ° oo I'I CI'IJ'I I'I
paiuwall wjaillg

ERainm;kerThink iiii



Wb wlhll (o drawgall aljll paill Glei) losic lopwlg lala 1jga
.nileall dilpng wilpall Jpaai Jie allaa

i) e puadi anle dnjlall dlalsll ingall ga Jail dligh cilslisll Jasi
2a 495 Glblle cly Jliall Juw cnle (nady Gy Jasll duegi guuni piy 28 Jgi
oo glpwll anl] Laglgisill ggaaiuyg gadllg uldiulallg gugagall giahgall
@aos wle daclwall wl] alsllell ada wnagi a6 fi.]_.il.'ig .awad Il ¢lgail pghi
wlhll (no aalyjll aclas yisi ajlal Jliall Juw ile alawdl Gipa ge @ylisill
dileiwll Aload (orda ga ¢lyiiall jlaiiwll JUa (o gi dlalell Lngall wnle

AAlagll Jlac qyai glidy d)ls jplaay

dniwall ¢pa i}ni plell clhdll cno apiull ajlgall alaclg Jusuiai dale] drain asi
Y duwliall Gl alail alagsall wle way «ls ga pépll tileg .alalai
duuliall ualgallg ajlgall guySi Alagsall wile way Ugi .diglhall aljusill
3jlgall dijiga 26y Jnlgiall c1jel] dagléa palll 1aa cnisig .agaall adal
aslall tnle way Lilig .ple JSiy dogsall cilyljsa JulaT 2o gublagallg &piull
Ol ggpirall §)1a] wisa ¢lly (no lay «daan dasga Aljla] agag ga asiill
cilagSall asiwi i way <dillig .1aijlalg duuiyl dpindl 3jlgall ¢ljla wle
gy (o xpaall dlplall pisi eaill STl gylitall JUA g Qylaill <l
ganii gi ua dsuljg .cnibgll ingiuwall wnle Iapii J1d @Galiall gi aljljgll
alunwdallg aljljgl @lire (o dypind] ajlgall 8316 gu ggleill agaall ada

.dcpun alalig alujlaall Jnof aanil dolyeall gSlailg

3j1gall dathg jusi dilac g)pwi duuipl AL ada agag JUa ga a8l gSay
lalash dragsall duwdall dlalidl duleallg dclasil jijeig «dypinll

| 51 dpindl zjlgall tnan

Jia Glagsall yasy

_ Gygoldiwg dljlall
1ail) Luallc 1adgai JSuii
dun wualgall §)la] wno
Glolsallg duwljall aiall
A1a1ig dpusliill
dsarhgll Aljlucall

dypiull 5jlgall (Gpo Qling
<liy (] plsll clhéll eno
dlalsll ingéll ga cilllc

dnylall ailslle jj=ig

Allac slaclg praniany
Lnn’ qyaillg draiill
dlalell (ngéll alalial

ualgall §jla] dlidac
clhdll ¢no darlwll
Whai wlc Jaidi plell
46163 d1dlpag dxaaa
dalleal Jac lhhig clail
jeaill 6i615ag Jlaall

Gldac alaclg prani aay :pghillg yaill Glilac A16iig alaclg prani - 08
Jliall Juw wnle piy nillg dlalell tingdll Glaliall lawnd wjaillg dpaiill
ugledy ga ] dunillig .gealhgall aljasg Aliilsae] gi gl cuws laopwai
Aladll pghil jghillg wyjaill Gllac slaclg prani Gy ails «@alis anlia
Gl Jinlgill aljlaag dnuiljiwllg dledill dljlaall Jie diliasill

o naylall wyaill dclas guunil 8jus dnyé) dpiull 3jlgall 816 Lyl giai
llac pladiwlg (g jaill aljgall cnisi an giag Jio wail dlialll ga ayaell JUa
ailsiwl] gSlaf aaaig dpwoliill yagjell Gip g @ISl jaoag drawll jajell
dragsall uyaill agan 331i 389 . (day1a jalnay dileiwl] ga V) guldlall gujaall
£gaT (nillg "glawlip” @S ping "en] cna” dSpd Jia apusil alspill Juls go dron
ISl (nl] @sLall anlalall wyjaill jSlia o nigyisil alsill Glgai pladiwl

1Al dpansIsil aluiwdall ga alf enill

Wslyig axnyi dyjs pé dlaiua dllsg gag <)ol dpagsall dlelwall Gika clliay
allsgll (o gulgll guolsll (s pig . pyhiill A Griaa yghi yeliy (sl Glaill
dleluall wisa (o aall gualgall dullég guinitall gullaallg guuwlaall gusi
algs ailli wnle palluylg gudlpall gahgall wi] dslall «&sypelll dagsall
djga JS Gxa paiwi dun duwgall claii 2uaa (o Aljia gai wnle dnnaia wglif
asahgall Lgs lagi aelipll pasyg aubl dpisc Ll diw o hagiall (o laia

.Jighll tnaall anle dunliall darhgll aljlutall ajaai cnle acluyg aaall

Walgall 4j1a] Jlaiwl () :dalhiag dagah ualga Gjla] dilac alac]lg prani - o9
8310 drathiig d1aps Whal wile (i jgai gan ga plell cladll (o
Jay cnill AUl (o Jac s 2igg anapall daill 484811 @dlpallg (agigs
oSa il Jgall nog elia nl] d6linlllg lade Goiall Whaall ge I3l laws
Aaflai jglaiy il Jla=ll Jgna u (pailsi wle 2li uahgall dlo1Ka lago
iblSall ga lapé gi &adi glla nle Gledgill

8als .8aaiall dypell aljlallg djgoleiw ¢y (o lay «Glagsall jasy Gauni
dlegaaal jghiall puwsill padely Jailig .qalgall §)15] Jlaa (o gualle
dahgll aljluallg duusliill &i61Sall ahag .dunljall aiall pladiwlg ualgall
walgall draii wnlc d)goleiw wnéd dalsll doaall 6alis polip jSpg .aghgs dxaaall
dinllg driaill dillg alnisll &j1a] ga Zaiil «diginll allaall ga aaell @Giyh ge
Jaiii dojlo Juid] dilac Giph ge giatiipall Joud pig nagall goll wal] istmgg
Llsllg @lill ajlsU1 clSpis aolipy Jao 2olipll 1am Jayg -dlléa <ljalg ligiso Lilaial
aclgllg gaiaivall guabgall wl] jls] Gagag Tjlua pady wnallg djgslsim o

«lalall dlolsll (ngall ga digs Gildlle cliy wnl] aslall sdlalall ingall &jlal -10

Llapulg (dpjallailslce jjsi o] plell clhéll gno & pinll 3jlgall (§po Jliad
dlolall 8gall adm wsli «ilagsall ga aasll (og .ghldl ga gulgléall ga

& piull 5jlgall can 50 |




dayhg aljlsy @ @b ge Jlasll Jaii axlj Lilali (uo plell claall 636 pls
JUS yasy bl laiwl palll 13a S 1gald 269 .a1as1 daghg aljluag 3430
6 pal dyi laa (aylsill (ragasdl jlwall gldy apall (ngs guisall guahgall
auni ayaall 2aill 13a plaaiwlg dwwdall (s Loxé (uaall dlin dngs wilsll
20 gslg &j1a1 Lngiwa guai wnle iliagll gasy ] Jaiill jJud geahgall wal

-daliva algguag diathg plaa

gu=ig Wihgillg dyhill dlellell guuni Guyh ge Wiagill dhaai daslga - 07
algall ge @ikl sja0 go Jisi (ua wyhgill dilac asi 2aa grakhga
3gag wnle palll Iaa Jaidy ‘gauwliall galadl slulg wis (] dslallg
gl Slailg alaiy 333 gralhga guig wilag (Jasll walal d1g6 dyjlai dalle
dahiall aall grahgall gusi ddac pisig .ualgall wlel wile &l
wadill (nll phillig . guahgall sac (né j<iall yaaill ga aall Lola 1joi dllsallg
Aluuwde wile way tdardiall Jgall phsa (nd walgall aac (o naliiall
3¢ 22919 .Jac Glanis & )laill lailolls layig lolaial nlgi gi plall glhall
gu dlglutall @ya clls o Lay dglaill alallsll ¢lli 3ai nill Jalgsll (a
pallg (gull jusg (ubg=all Jlasllg ALLSYI (p)og duwdall cro guuiall
.sahrgall plell alyijUlg GlS il aolai (el ga

walal dylaill dallsll 6g8 duilall dagaall cwll "gl adbiiygs” @S Ian Caas
ple (o @Spil] Gij laaicg .walgall wnle Jgmall Jalddl aaill ga cjas Jasll
pite o wile a3y whga 70,000 W] Jry Lo wihgi wl] dal lail p2012
gl aghall Gilsg laulag ualgall wle Jginall danuilyiwl allin] ¢ypd «lgiw
"ol adiygy” &S pi Qaldg layl] gilairallg gullall gralhgall phi @1aiS audi cna
ga alpiisll djal wl] aslall gahgall Glaill dauwlg dilnsiwl dwlp <jpl
dagahll lailas ge Unsd (dgull (néd Glaill dewlg ¢layllg uahgall cllléa
Liayi Clalég . Jac walns laijgn jijsi ] Waai cnillg djlaill Glallell délsiallg
aygilill guylaall cnagys Jaded alis )i ] layal Jasll groadiall dxcld pundi
aand gl @il guiaaellg dwanlsil dalall wngd guiaallg dlealall wnaggag
Js! wulsig dylaill lailalle prani "gl adiiygs” @&Spih Galdg .dwayalsi dals o
Gly Cun dsypw algi (@uéai ] allnll 1aa wiaig lay daleiall dadilly degaaa
dlilall aali ] 6Ll «nlgll diull (nd %40 gai layl] dajlgi ailiblall duwi

layl] pauss af guall gralgall sac o

daalgalg .auwwgall @olai ga Jasll wslal djlai dolle (i jgao asj (auhallig
dalsiallg a2 laiigui piy pl onill Jilwell ga lapég diljiall Jiluwa cno clill
clhallg dgall dllall diilhgll aj1a1 Gélhi «lgaiall dnall allyy Jibiuas
ada Ulaiiilg 1aiolsf Jusii dslcl p2013 ple no (Glhill douwlg djalia @Sy paill
2a Jnlgillg hljaillg .aulc a161Kallg JISi1 jI8] :na palic &lli wile aganll
i il aljplall Jisi g gog .éaléllg (uopitall Gload (runig «dlalell wngsll
JLS bl a6 hall galhga pagdy dua "vuwsell apgill” alip cna gulaay laysli
ggabgall alsay lay épbla Igalsy gi gapaall JUS jgaday g¥l awnig .gupaall
wll 2aliph 132 (g A6g .Lagy laigaalgs wnill clisdall ¢lls (o Loy (lso
8315 wnl] dauwwdall Jaly Gaay lal pisy Jhsi pas anaéig «aligisall guuai

.alisglt

| 49 dypinyl yjlgall (o

Al palhgall
dll2allg dakhiall
¢a aall lala Tyai
o jSsall adill

Hahgall aac

aluwga tnle
_ 0l plall clhall
849 Lalaial calgi

g lail lailalisy

Hjsi Jalge ga
dyylaill dollsll
gruiall gy gjlgill
ulhnl plaiallg
gl jLsg paall
(tahgall alo)g
aailuug

weli (uillall 1S (nog .aauaa JIgal wnle (gualhgall g1jgi dalelg (direall aljlall
)11 g dwwdall dlisitill Gpall aca (s laalg jga dxpinll 3jlgall

Lo piti <y (nill @lgaill (pa degana wniti  piull ajlgall nle way allllaa alail
cahgall ujnig aliljall gihg (o alisibill Gpall daclwa Jai go dgau
wnathiill pranill algai wnle dojall eda Jaiddsi i wag alIKill jaasg Jaiillg
dalsiall alagleall Juagig duuliall dphyull aldliai ajaai wnle aclwi nillg

Aghiillg dsiall aslcly

dunliall Alilaellg cilpaall cliy

Jaii gani dlepalg Glwluw dlgaall dpiull ajlgall daghia wal ggi gi wy
Hahillg cujaill <ljalg challell (ngiwall (nle paaihgig gulalall guahgall
.dlalell (ngdll darlwll 6)1aUlg Jan panall ualgall 4)a] plhig (pal padiall

dgahgll Aljlutall 8alij wno Jaiill éalyj paluwi :ealalall Jaiill aljla gaje - 06
algall wnle alhllg yap=ll gy Golgill guunaig «Jlasll &)lila d3kjg
3a wlhiyg iyl Jbiill hhi prani o] & pinll 5jlgall Gluwwga aliaig
:grahgall Jalig Jai alilac Jrawil GUlaill o degiia degana <l paill

wjSpall guginall wle duwwdall gi ajljgll guai Jals alfall gy
nlaallg

plall clhall aluwda @lira (s dlilaa jigai lal nill legaaall gy »

.dnlallg dolsll Glunwgall gy -

dpiud] 3jlgall (nan 48 |




dahgll ¢gi Jio julea e 2l Jlosll wlhg aygil dpndgai cilsdgi cliil;

2aalg 23gai (o wlhllg yaysell dledgi gadig .41 pasll disllg nolyeall 28gallg
oo il @bliall yahi cillg 81!l hilp go degana cliy Jasll Giyo pld
dawgala i ] Jingill (] aslall dyhs il yasill lagw ggsi gi 224all
aaill 1aa yaii (o jusil panlai dpiull daiill slg) Cuiig .Jlasll willhg Jsuid

lalasl Guuwdgall JUs ga

Lo Tis s «iljpall hgair ync (o draai Jisi dagiliiwll Jasll dhs auni
Jusill Jia Jall dpmné cileljalll clgu as wnle dnlallg dolell Gluwdall i
U «ells o pépll tnleg .ayISill jhas Glaal il Jgngll grahgall sac s Jaliul
Judiurall (né lay] dalall pipw eaill jlgaillg ailjlaall jLicll (né GlSjaill asa 3aii
alazallg aclgall ajla] Jia) dpngilyiwll apall gi dojall glads pha go aujs Laa
] dalall Jlb (o @ullsil glaijl aall s ¢nags gf gSarg (Gxdall dypSusll
Jsuin Tala 1paf ada dauiliwl] Jasll dhs wl] dlall asig .guahga gusi dslc]
wilhg go sl glan gulwil (o piy Gy Lilulg lwis Jia Jgs (no yald

.Jaghll (iaall (e aus ailiig JLiT wyhgill ailjlyal asi «cllalg .xill plall claall

.&1jgill dalclg paall Glilac ga Jaleill (nle duwgall 4)36 pghi - o5
Jala gi 26lgall jc clgw Ja=ll (§p6 a0 :andliwll algaill elli jliil gy gag

| 47 dypiny jlgall (s

lasll &3 yaisi

Jala tnle apayil il
Glpallig aljlaall clgil
duwwdall (no dajllll

Jglai drgahll dluwgall
wlc Ja<=ig ualgall
tahgall Jaig quyai
41 wilhhg Jsuld

il sjlgall daghia
Layal g3y daalill

Jaiil cileljalg Al
pay)aig LAl grahgall
walgall Gjal plhig

dlalsll tngall cagilyiwl yhatll Jio lgad gSaug apiull yjlgall clagakllg
o Alelall AlAil (nads 38 aif &S pas wile dypindl ajlgall (ipaa aclwd gi
aelosil guuai Jio dngiliwl]l Glhall cda jpjig areai ] dpiull ajlgall jla)

21jgill dalclg pubaiill Eale] JUs oo gi diadl dlac JUS go

wngdll cnaglyiwdl aghaill jlal ¢né dpindl yjlgall dnuiljiul piadi - o4
2nga asing ulhiy gslg (plell glhéll (no aaill 1aa wl] dalall alaji :dlalsll
dlalsll (ngall ullhg gayel @816y dadai ganii dlald dnyilpiwl il
dalill dnyiliwll Jasll dns pllse” quilall hypill wiile ¢Wall o)
sjlgall alwluw @61gi ada duyiliiwll Jasll dhs ganig .("dlolell wngall
Al payle (18/l1g grahgall Jailg waillg hgilly dalsiall & piull
Auwdall dlidiwall alaliall ga angai allae gu g daiy lasg allsgll
dpailjiwl 2o & pinll ajlgall aljlys bliijl pell 1aa aauy fawai asgll (og
dnuiliwl] Jasll dhd (nagi gi Lyl gSaig larg Ualijl dlaliul duwdall
Jliall Juw wnle piy ¢y dwwdall @olall danyll anéi éslc] wl] oda
gyl ealgall a3a oy 319l Gilka <liu]

ng sl @aalill duilyind] J_asll &_h3a allea
dlalsl]

o dojlll alpallg aljlaall glgii Juai wile dniliwll Jasll dha saisi
illagl did wuus wyhgill éacls puwais dlasll iagg .duuwdall

wle wlhllg gyl pai of gl @S abgl dalive Alagylipn aig Ll pf
draall go a=jg .dalita Wwgph wuo Gliall ga did JS Jala willagll Jeui galadil
pan nle s pifi el ggsy 26 onillg dpadl alyisill pili jLicll (no 3311 glSay
sl alssgi wile zli Algaall aaai ajaarg .aljlaall alilhiag dlalsll dgall
Jgnall aagl dalleal Alelpll go apnll jijall yaai dspiull yjlgall gSay salhallg

.Ggaai Jisi

yghi Jga dagak ciluwgall ggsi of way il alelpall jabll Glsi losicg
agalall ualgall

i dwwgall Jals éxyan g81ga wl] guahgall Jaig wai dsle] allac asig
Jdpuyiyllg dolall willagll Jadu ailuui piy 1oy og<i Lo lilplg digall Jilwgll
pliaiily pailyayeg pakhhi dealpa ] & piull 3jlgall 631 L liag

nle lapdii 16 dlrall Gilsall cns dpagilyiwdl Jasil dhs jlislg qyailagl g<ap
.aulg lhi

grahgall ga sl sasll ()] 1aals ge Lilali (o @slill Jasll dllsg Cucig
o ahgall wai aclsly gi @6giall ga glsg Aclbill guw go ggyisy guall
aaii (o @lSgll Gy «nanill Taa danlgalg .Juball rdell (1o has aslg s

£2015 ple go pluo yaull (nd dayliull Jasll dady gublsiog gupaf grolip
agaall ada ja (il Jasll Gupo pldg .dlalell (ngall ga %15 (nllga (nhsy laa

dpiul] 3jlgall (an 46 |




ylgall dluwwga gliag - JSiy Glaglsall Laglgisi lgal plxaiwl & uinll sjigall pgdi Ja -
plall glhdll (no dpinll  dad oni lal guyl Gill plaall dieil pif Ja «Jliall Juw wleg Sapn
dygd Cldllc daifwnl]  Glilull algalll eda 6 padi Jag Sguahgall allhe gii Jio @olia
(sl dlegarall 2a S Jesuiaill gpaa laaling nill
GHaall jus ela ¢nd Lay Salled yall aljlall dpinll ajlgall hyy Alilac asi Ja -«
gsohgallg  lay sl iy Jag Syaladill Jast wiay dpiull 5jlgall §)15] pgai Ja

<lhc] pi) laiy dpuyifl gyjlitall gai walgallg sgll aiagi ga 1aa ga Waallg

Wilsall (nahga ga yadi elii) aolipll Jigd 269 .drolnl pghi npo grabhgall
il @las dlisg Jals pghillg diaall pailjlac guugi wl] ggsuy guall dalall

dignc duui glaijl wnl] philly :easliw] Jsiiy GLlaill ga GlslUsll pghi - 03

o bl clhall (no digisll duui ge A ji Lo gag plall clhéll ¢no Allsill

@ao gullg Tailgig Lwijog Ganiall aliligll ¢la ¢nod Lay Jgall o apaell
G dpaghii alpusi ol <lja] (o allaill dlpn] alal paall

b @3sy 20lill Jgaill allainl askj wle @Llaill sa digall asluill Jasi Ab
plai dlainall aligsll Jga gy aiaéi aalipll prani dlaya lifi alilaill g<ay Vgl
gagpall g 1gavng gf aapall gad ‘aalpll prani (i Abilaill 8316 &sjliva J
clifi da1d Glaglea aiaéi ablaill aslal gSay dillig uill gipuallg quldall

1aiallea 1615 ji nill Glisuitall Jga dpaiill

lalash dunwdall 20 Grauilyiwl el pis Jasl]
aald ggsi gi Loyi way «daail 2lly joi alslsll clig delasl guwai =i laiy

Aaod hao palll 1aa cnisy Vg .druilyiwl ddy g pséill wile gujald dpindl 3)lgall
alyaaill elli ailiig JiT pmé Liyi gSlg duwwdall dnyiljiwl] alagahllg Glaaill

| 45 Gyl yjlgall tian

3jlgall 8316 ggsi gf wa
nle gu)als G piudl
aao6g nauiliwl] p<aill
Glhgalallg Alianill
Gluwgall dayilyiwl]
wlc laniliig layliig
d=alpag G pinll 3jlgall
pailiapsg paklns

Gelas jyjeil dojln clelyal slaily Luips (o st dalell aUlSgll (aal Clals
sl gi ] alilesll Jna galpsiul galag . piudl yjlgall Jlae o laailig
W g9ads drhall Gilkallg duuuipl jléall ga JS ¢no guadlgiall gualhgall (o
il dgpindl aylgall alily ge ¢ Jia an.LoJ] dnaiia d)la] Ulaci gulwil
plaall cda dpaii piy «@UII gasy (nog .duyaill aljgall ahiig «qlll aiiig
ngiuall nle gabhgall (b yadi ga & pinyll 3jlgall Jac @§36 nilsi Qilsg . gyipa
Liaglgisi gujlita Jia wnlcll dawdll aly dadiill jlaisl wnl] d&6lall wnlaall
plaaiwlg yjlgall (il & piull sjlgall dyilyiul d19) 2ing gi axilll Glaglsall
llasll prani éalcl) dalSa Jac giyg aosy dllsgll ada Gald «aenll aaill
vasy dyi gSaall ga aii Wlhall &lai go Jou aad gag «ailhgll ahii dalc]g

.Jlasll acléi ae laleub pis pl nill willgll

Gluwga liad :8)1aD1g gulalall allnall ulani ga &1gé Jnlgi Glslc li) - 02
dlegaaall go d1g8 wldlle dwaii W] plsll clhall (o dpinll 3jlgall
Gldac Moily ggagdy guall grahgallg gipaall LS s ¢no lay G@lalall
alilyl phiia Goai pogi cna cllay plisll Gyhall wnanlg 8519l (aji wnle
gl aclaill aledgy Jliall Juw wle daleiall dpinll ajlgall alpiigag
dasd aly aloglsall ada (gsi A6g .28gall wuws dojlll aljlaall gi wisill
dlegara apai tnle 88l layle Jgnall alhiy gslg (Glilasll (npsal 808
nill Glagleall Liaglgisi ¢lgai wnl] @slall «dalia laleag cililull ga 83560
1aililsalg lailjas ali] pi

20 4198 Jlail ¢lgis dald] wl] & piull ajlgall 8316 aling tawai Gégll (nog
¢lli ga d;pindl 3jlgall daghia dnyiliiwl @6lgi palll 13a ganyg .allsgll 8:ls
18T nle 1alll 13a Layi Jasig .dalsll dagsall dllsglly ddlsiall dmyilyiwll]
Jhall lAa (o ggpaall lamalgy wnillg & pindl 3jlgall wnl] Llasll anlg pad

G331 duuaill Aljgall Jie dnnia Jgh pghi enll (nagi a6 enillg

npso 2o paildlle jijeir a1 el @yl dilas dllsg (o dpinll sjlgall 6316 pld
guuai W] Waai illg «Jasll Ggw aljlaa dpla Jia algsi JUs ga allsgl
lgall (npaa go djiiia @Guyo Loy plbg duwgall (nd gabgall gusi &
aolipy araniy Alilasllg aelpll ge dlgduall diull dilas dllsg cnakhgag d pinll
orabgall gSaig .guole daal ainai ay 2014 plall (o Glgwil (no asplg
aiy cnillg Jalll Gpnd duuyi)g dean jlitag plaal wlly paaill gisjliall
aiyl" @8ga JIje wnle quniiill @lall Jsuiy g .aulalall drig)isill &gl nle 1o piui
clilgh guy$y U Jljs Vg .adyhil lwlwi dajlull plaall (uo palasy @lsiallg "gl
.3l daaall paidg a %20 ga HsST Allll pajlgai Maiil pajliisl af giall

dpiull ajlgall (an 44 |




1all Glei) Loaic dardall (né plall glhsll Aluuwda ggsi i g6giall (pag .1 pinll
Jasll g6 wnle jigi alpusi ol glo «ellilg . Ja=ll gla o ggiillg dlglutall jij=i
Gyl 15 15 453 pyl cnl] JliaT d4ogSall

W6 a1 piull 3jlgall alutwdal d1é18y Aliani LAl eda Glai «clls wl] éolianllg
el Jgaill algiuta JUkiwl (] @lall e ola] Wiy pasig (plsll glhall
lia d21gall

alaaill gasy ggss 369 lnps alaaill jasy @lai wgw «ls ga aégll wnleg
Ap JSiy lasa Jalsill pi 3] Jail dhigh Ulje & pinll 3jlgall Jigais daleiall
sl asliill W] gaudl ¢ dusil dlalell wngall (nadiw ¢Jliall Jow wnleg

ualgall pghiyayog plall glhall dluunga ga gsl

axlaiwll guhlly asi ¢lg Laglgisill Jioll plaiiwll déleiall willhgh Jsub aiy
of wygpally guyl aif ga pabll 1aay daleiall Gluwdl adig .dlaw dangall ¢lli ga
@hliall dli (ha guacldia grahgall ga dpus slach lags aagy cnill Glaliall (gsi

aillagll (18] lags aiy 36 il

enillg Gajaall dgasyll cilgail pawil Jasll @16 rhgiy pgéi clagsall allj lag
Juw (nleg .aclasig dylleall gliy ) Alipuaig aljghi cljppl pgai a6 lajgay
allsg" pwl gU1 lagle Glaj) daaiall @Slaall (o axlall jylea d@llsg Gisy «Jliall
aljliial jan auii aipiill anle doad piaéil 2003 glall (o ("alispallgasliall julsa
Jalsi ggila 2 ga qyldy Lo glyf @illi ga yisi 2o lasd) Jolsill il piyg .aalall

o usjliall grahgall aac (nllaa] yaléig .p2008 ple (no jSlpall ada (GUe] af
2012 plall (nob lakhga 75 (nl] 2003 plall (no Whhga 400 ¢a Gllalsill ada

allnall ylani ga Jnlgillg dclasi glan

w6 & piull ajlgall daghia Jygail dajlll cllghall ga wigll dcgarall Glsii
allnall Ulani so digs Julgi alslc doldlg dlsiill dclasil plsll clhal
ow 2aall @lisug .allaillg cngiuall wisw) Jlasllg Llsil &jlsUl Jia gulslal
Crai il Lnpall julaill graa gld ¢l o laiin dailiglgl yaaig julaill ada
dlgalli déleiall dnlall wgphllg alianill wle Zliy pypoill 1aa (o laidslia

.Gagsallg

il 3jlgall 8318 wnle way :aypind] 3jlgall daghg dylesg dclas guwai - o1
Tl gf paysl dypiull sjlgall Gluwgo pghig guwai yié 1aa gesey guall
i dliwil ada Ugi paunaii
3)lgall daghhg Jals edgaii piy ngivma (i wnleg palll 1aa oy pgéy ga  »
fnjspallg cnlaall guarsall enle (dy pnyll
3lgall &jIs] jSyi Jag Senslii] blii gi duud) daaa JS dagd gli ps -
Sdayd psi @i il dhuditl elli tile & panll

| 43 Gy yjlgall (i

AR (N0 22gl
dajln aclgd Jgall
Aloyillg Jlasll
Ulolsall planiwlg
jolgall ga lapcg
<all enlce cliy

aluwga ggsi
o plell clhall
Loaic Gaxdall
M=l ol Gloiy
cgiillg dlgluall
.Ja=ll glsa wno

i gls «clialg

e g3 il
dpagsall Jasll ags
pu6T ] qling

138 (16 (Gua
Glull

cln 611 Galsd aalgy
(0 dcgara plell
duuwdall aliaaill
daaa Jaicnillg
yjlgall dllac 3aaf
dad=a dypinll

plall glhall o dspindl ajlgall (s gjlgiall Jasll

plall clhall 6316 aalgy «¢la ga pcjll enleg alacll e jhill jasy LLQ.D Jusill a]
aypuall 3jlgall cililac Myaai dama Jsaf willy duugall il go dcgaa
.oy Jsiiy daéea

clhall (o dpinl 3jlgall psai will dakiillg cilwluwdl 33 Lo Llé 45T wila ¢ag
Jlasll aypwi dlilac psai dojln aclgd Jgall jasy wno aagig .digpall ga plell
¢llia g La ig.l].tg .lall inle 21iy j61gall o lapég GlolKall plaaiwlg alis)illg
of W] Lijo <lis apg aaliaa gslga gi wilhg wnl] gulill Jail &l go Julall
padilihg jusi gldy alils Jsi paleay plsll glhall (oo gulalsll go yasll jac
iyl

alnisll gglaillg duaiill dakia Jgs wns Jlasdl dui Jai Jliall Juw wleg
aac g wlel duwiy %26 (] plall ¢lhdll (o diw 50 ge pajlact aji guillg
s dyllasll ALlaill i Iaig ells (] d@slallg .galall clhall (o gulalsll
dy il jlgall 8al6 ety pjly alall clhall ga plall clhall (no &gb 4isi lagac

Joaill Gy 3gaa oni laghai (no guegsall

aslally dagsall tlunugall dijaig puuai al Lo Tuisg .libc Lyl sasill gapsy
1all 1aa ¢nady 28g .dulrall wilkallg djSpall wilkall ga JS Jala W agag wnl]
Jail dlairall gayallg dlalsell tngall gliy dloli aai wnle Jgnall digan ]
laa lalai dcgiio gralhgall dacld Liyi asig .daliva 26lgag illhg ]l ulill
Juw wnleg .dypiudl ajlgall alwluwg alolaill (o dcgiio degaa 3gag wnl] wnai
ga 1 glalive glegi laag gujSuicg guiza alpsi ga gloall aljljg @liii «Jliall

.Jlasll

sjlgall Jac da)8 wnle guiblgall dla guuais dalsiall dagsall daaa jigi dpaig

dpiud] ajlgall (an 42 |




b £

plall clhall (o & pinll 3jlgall daghia Jusisi dale] ¢nalgill ga aasll (nb asi
dilal pasll iy «apsi apli gag galall glhall ps lalgai ga digen yisi
nihgll Jasll Gguy apus dulw jliT Ghl] (o plall ¢lhdll (nahga daclal
p2013 plc ¢no Glng (Jliall Juw nleg .dypiull 3jlgall dama r69ii «nllillig
%19.3 ] (nalnidll ggleillg duaiill dahia Jga (o (ragsall whgill duwi
ahgill" 4 po) Jull enle Ul (nayi) dyilgll dlalsll ingall sac cpllas] ga
36 «llal dayiisg .("dlalell (ngall 3ac (nllaal (o &@jlias plell glhall (b
@laill nle Wyhgill aligima gi dragSall wilgpl nle Tpai caill alppsill jigy
jalaay dilsiwll délseiallg nisil gi wlell alygiutall jigi 38 laiy ‘nSUaiwl]
Jio duuwga Jolge Loyl aagig .galall glhdll (nd wlagill tnle dragsa dyls

Jusuiui aale] ggsi il
dypinll ajlgall daghia
Jisi ploll clhdll ¢no
wolall glnall go digin

slaicl plell ¢lhéll cnle
daanll alilyll algsi
dljlaall (nga wihgig
Audig pay jlaiiwllg

Jusill plai jalgn @lai 36 nillg dlSiall aslelg Jlasll aspui gldy dajlinll aclgall ALLVT @ylIsi
i caill dlolsll Lngall o 7 " . o, AR . o = "
ppzms plcwlahehﬁ" dlalall tngdll sac nllaa] o d@sjliras plall glhéll (no wyhgill : 4 a6 Jsull
40
334 302

20

10

o

Guugll sl | &aatall allgll
syl

g4l gl Sl Luipo Lt} Jisiph lilga

Lilall gLyl

.0 2015 g p2013 Lnale (o dagsall (e Gpaiaa 6t (Graiillg (nalnisll ggleill dalhia ;janall

| 41 dpindl zjlgall cnan

g pai plall clhadll gnd dypindl 3jlgall cnawilyiwl jgall asi : 2 ad) Jsuinll
walall glhdll cno aliia

o & pdnll 3jlgall ¢l 3ylgall douil jiwl i il 3jlgall eljlit MEYY
Lacyl duayilyiwl 1g &y poinll alylall éy pinl lal 1al
J sl gl Jals dmha%gjugj kjmbj aspll QJ{JU a.gl_l-.ﬁiuu]]] ]oﬂ:lfmﬁj
L]laclﬂ iyl

plall glaall . walall glaall .

Cuiyiill &Sy cillylaig Crlelnéiwl (giahgall &)1s] hylgyl grallsll sailll/"Ggpa aiilwigS ghuwg)” dcgata janall
i 1laig . J1a] baslgyl o 9R 9" Gcgada 3y
alSph o aSpi 8869 plall clhall Glunwdo ga duwda 93 laio «dylicl déay 979 ga ¢lhiwll 1aa 3] pi :dhslla
it go dsph 8869 pl=ll ¢ ga go ga J 2a ¢ 121 i
.oolall clhall

alily W plell clnall gno dypiull ajlgall asf : 3 pd) Jsddl

dlalell (ngdll dyalii] jyghi Hghi/tnolsia (nls plga
)
b
= . . o
° .
o L] L] L)
L
-
n L]
L]
n
Tl iy e | aolull giag piy Glhalll ypai | plaaiwl I pi
plaatul Whall yaai 2i1gg nanil drasil a1 alpdga
il Glpiga aasll | enllall <adl AUl pudil dpugil
Audil duwipll wilhgll ¢no 3jlgall ¢l
Glpabiall dpugipll ay pdudl
Glpiigall 2hg Gljalia gig 2alpll @hg gulid ghg Gluiida aihg
dyugiylt aypiugl >jigall il dallsal ple JSiity <IaDl dyuyiyll <ail
wnle pifill gl wagaiall dygilill wilhgllg
wngall dpliil Julsa gldy
dlalsll Glspiullg dclinll
dwoliall
whll clholl o plall clholl - 5

LGyl @Sud Aldaig Alebndiwl (uahgall &)1a] laslgyl cnallell saill/"ugpa aiilwigs glhuwgt" dcgaa ;janall

.alall clhall alSph (o aSph 8869 plall clhall cilunwga ga duwda 93 laia «dyjlicl da3 979 20 ¢lhiwll 1aa <ja] pi :abhalla

& piull 5jlgall cnan 40 |




Gluunda go %50 wnia clliai U (81l (iog .guakrgall @lsi ajla] gi @il
alnll als ajlgall alily gwaa Jaiy allg dagall alilull &j1a) Lalhi plsll clhall
& pinll 3jlgall &3] cno Jac §p6 yapnai dluwdall ada ga %40 héo pldg lay

lilyd] el Julail

IS pi afat Cya ¢ld o aii ] galall ¢lhéllg plell glhall gy dgadll guii a6
Glilydl algal pawd Gipa ge alhill 1aililkalg lailpad Jaddil galall clhsll
clhall cnle way U «ells clyg ggigll winilg .doraiall alilull allyai Jglag dadill
g ol alayl Tui alde way o Jaso darnall alilyll algai slaicl plsll

lolai palsiwi 38 nill d618il jghig paayhgil ¢ljlaall

o alaill GlilSallg alpsgll g WUisl gliy dogase wluwi asiill aagi
.Jalall clhallg plell clholl

)l galall clhall aluuwge wio dyllall plwsi (s Jasll @Gpo pgai la éale
aulylaill alpéll pyghil laalaaiwl piy 36 willg duiull jlgall alily dcgada
«elly ga pégll wnleg .guabhgall Glaai clls (o Lay alil] @ulsi andi) dalsiall
wl] Jlaioll aiy la Llé «clialg 1jol plall clhall (o dnull jijsig areai asj U
.alell Aloaall apaéi s lagle Jlaidll ai cnill @uKill délsiall Gloglsall
cia pladiwl plell clhall Gluwwda plid pac dliuwa enisi U celld ga pépll wnleg
laalaaiwl gihiwi U laii gualall gié dpiull 3jlgally délseiall dulylaill algail
il 3jlgall Gluwga jipl Jb ¢nog Bha JS asig . Jubiwall (o ladhgig
dalsiall cllgaall dallse w] liaiw ails tdlalell lailaai plhsa duli gldy pasil

Apuil 1ailyil<alg lailjaéy

o & pindl ajlgall gy dlale clelpa] Alail ulhii allaae alli: 1 as) Jsuddl
no6 & pinll 5) gy dls 2l ' . Ad)
plall ¢lhall

NS Unlgall asldg ala] dylle
dolaillg alisglwllg @sjlirall &)la]

dylaill alallsll 2gg gusill Q

lay dalsiall Jylaill Qg lalyhaig dypiull 5jlgall dyagil il

aspiull (no xd guahga gusig ulhgillg

1 draaill

b il )
Jasll ]l ] bauugid

gea] () nclaiall Jlgill Jilugg dypiul jlgally Jlaill Jilug

aluidl alyial
il buugia ] gasin O alslSallg a1 jla]
Jasll Jasll

ojlatial o) cnill sgaall Q gsahgall jighig quaill

O @) O dypiul sjlgall Ganiuall Jasll 33gai
. anasio Jlasll &jlalg wyllsi
Od‘-.!—?ti” wllislg ggiill a1a] N\ anoaia

aullall ailjaéllg Glyilall

(428 = p8)) "wg)a alilwigs ghwgy" dcgara aijpi (nall Juaill janall

| 39 dpindljlgall tnan

3jlgall enle jsjyill
clndll ¢no dy il
&inaic Jo1 ggsy plll
Glayiljiwl pghig jlyall
wlall clhéll ga Jlacl

-

I
2 3§ N

plall glhall (o dspdudl ajlgall galyll gigll

alpi ¢nallg plsll glhall ¢io dypindl ajlgall éaldy @leiall dlnaiwll o ai
aai grakhgall blje @iy @lsiallg "wgps aiilwigs glhuwg” degada Jac Gupo
djlalg dolsillg alisglwllg asjlivall a)la] :dlale Glelya] alail wlhii allaa @l
a3gig .Juhaill Glilacg byhaillg dpinll 3jlgall dnyiljiwlg dslallg ualgall
ey o péll anleg . Jidiwall ¢né alaill dala asi lail ggs)litall aéisy ¢illaa

(1 pby Jsiitll (nle elall (nagf) dnaaie allall pailjasg paililia] pisi

"

wle Jlaidill piy aif "ugyn aiilwigs ghwgt" dcgaaa aipai wnall chiwl] angi
6 ailyiwdl sl ging (Jlacil dpyilyiwl pglai dlac (o dpdull 3jlgall
b1 (nay) yolall glhadll (ns aliio go dpaai Jsi Jsiiy plell glhall Gluwgo
8in (o i ddyphy dpiull ylgall guylaa plxaiwl lagi piyg (2 ps) Jsuiull enle

.plell clhall alwwda (o dragyll aljlall

g€ 3l aslaiwll ge gL & piull 3jlgall 8516 pgéy laiyg Clis wnle dglleg
&)1alg épinll 3jlgall dnuilyiwl ] Jingill aic alilull algai ga alclinll @iy
bl tnay) plell clhsll wus Glgaill ada pladiwl ga aall aiy «ayhgillg il
platuly plall gladll Gluwga pgal tJliall Jyw nleg .3 p8) JSil wle
pucaig jujeil apull sjlgall sgaa o <jas TS Joi @y play apwipll sV alpibga

& piull 5jlgall can 38 |




clgug .allaall ga aasll (s lailjlaa pghig guuai ] clagsall layi aliai
&jlal a3 aljlan Wl dmgla plaay éaljiall dilsiwl] ulhi (] 1ol 1aa gap
cagiall apall go ddle algiwal dpadl algaill Gaai plaaiwl wlhi gi agasll

1ay] doaall aledasilg aljlaall wly ] clagsall aliai

wll Jidall aé<ll Jigh dlalsll (ngall djaal Glagsall ga aasll daalga (nagi
el Jgall wnéd uahgall &l agjy «Jliall Juw wnleg .Aliaaill eda dxa dalyj
ggsim «ellal dayiisg .lahga 50 g alnidll ggleillg dpaiill dakial dsylill
gy ple JSiy il aale] ge Uno «yaillg wphgill go pus jas wl] @l dlia

Jlgai

ill tngall 331 wl] @lall @S Aljala ade dpiull ajlgall Jigai wlhivw
Jabliing .aps Allgai ] wll (isgim caillg jlicl o Gilagsall e jigs
anell (o Alilasll pghig guuaig Jlgaill yasy dllwyg @Glhai wile Alpuill ada
weli Wgug paiill aalpg pthiill dale]lg aloaill Glilacg dragall allaall (o
Jlan alagsall 8als wile wayg .alplall ada (s 1jgaa 1jga dpiull 3jlgall
pably & pinll 3jlgall 8318 3siilly 419 .danall ingiwa ] pailuuwga Jgng

Juill (nl]

| 37 dpindl 3jlgall tnan

3j1gall &j13] daji aagi jpi
plall clhall ¢no dypanll

glaijlg alnyg=ill dsljg
cnathgll glygall cuwi
ualgall Wjig aclaillg

g i alagsall nle
(algall bihgi G
0ig lawy)aig laijlslg

a il 3jlgall ga J=ai
plall clhall aalal 1) i

cnillg plsll glhdll cno dypiudl 3jlgall aj1s] ¢ro daji ga Jgall ga sasll cpilsi
el ] duwilly dlyls alyiljpall aig .clanll g sac e hgenll i go guii
Sl af eapinll Jlall guiy @yllsi Jiaig .pllell claif 2103 (6 cilagsall ga
9ai groelhgall dlihygsi Jiaig (el il jSpall Jiad gsi al g]) @ISl dpuyipl
@pilg g1 (s el ga wnlel (uag) lagiall (ub dyagsall alyiljpall ga %25
wlhll agljiy «clls (] @61llig (%30 wllga Jiai s wnihwgll luwig gl
Logac 3jjig «Jgall yasy (o cloxall (] dslall yljil Tphai dagsall (nahga tle
(nillg aclaill daga wwii ‘awai idgll (nog .guillgall gu cragsall caill cilsbgi
dpuwgall 8pally dlaia yilus Ghall (s Jgall ga spasll (uo GoU1 guo agli
axcld pighi cilagsall wnle awd way wall asgll wns 1jga jgall ada gwaa wslig
o paiclutal dojilll aljlaal pagl aladi wihgi poill 13a Jadyg laialga
Jagaao walgall yage lags ggsy nill ddhiall (nag Gxay a8y Gl pii

lila dwslia Lhyi lags agig

dcgaaa CGals fplall clhéll dluwga 2a Ja=ll (no dawlgll apall wle 210
ggsi gi glaial Glagsall 1aaaii 36 Glghi piic 3T "agpr aiiluigs ghuwg,”
ulni g0 an JSiu dhiipag dclas als layal dpsiall apiull ajlgall Gluuwga
J5S duwwdall daclwal gragilyiwl aail aalail wd] dolall (gudalall dalnall

.dajUll aljasllg aljlaall ¢a dlals degaral lasllialg

gl . pailuwda wlc Jigi cnill hgeall U] dagsall dpiull 3jlgall 816 Wy U
arhii éalel il gl o pis (s (nadgs laa dalsll alyiljrall tnle dpus 3gud cllia
gi gralhgall wilg) ga éjus alclhaiwl cjal gi auwlg @Glai wnle Glunwdall ada
S clhdiwl elja] ge aisipaill gloall ajljg 1aga Cuilei «Jliall Juw wleg laayls
17,000 W] dgiaall dlalell ingall Juli ga Giuall sloi wilgy cpa 87 duwi wnl] Jiny
ple (no lalga 330,000 ga gloall ajljg (ralga sac Julai Luips o pig lakhga
aac Juléiy d3aiall @laall (nd dagsall Layi Cualdg Iyl 270,000 Wl p2006

02010 glsll dia gua Al gaiy driaall deaall (nakhga

Jliall Juw wleo .dagsall qralhga wle U] wlhall aljiy U «ells ] @olallg
plal Jgall go ansll ¢uo alagsall Jnlgi sdallell ddlall daojil laci wnog
Jdlygh aljial Jasll ge galhlell (] alacluall ppasi Jio allaa (o jus jgay
paysi pghig guuaig gialgall sac dalj Gloaall ada pyaéi qlhiy Lo Ilég

.pailjlaag

af gy clogleall o aja pogi Wil lja ¢lls a9 «dalell cilarall dclasq
adhll puail clgall 2alipdl @iini ga JSI 186gg .allall caii graa (b cilagsall
wWtinig ullhll clai A6t (Gleiallg L"I'I:)LIQ.'I'.BU] y9gleillg duaiill dalhial sulillg
dalaiutall d)3lnisll daiill pudir @Gleiallg dlgall ddpnall dhdill dwjlaa
pusig bl qasl pst &19) 2gi "ugpr aillwigs ghwgy' dcgarar dalall

lailysl) dijléa cilagsall

& piull 5jlgall can 36 |




- e A S

wglg onls Judya glag pagh guin
H> 90 giw)lsg dlyiw yisljg yusgug)
10119 cnilag gaiy

(g degaaa ga g3l pilig Jlaall 1aa payd
@yl @Ggén gbi Lale | BCG drallell dyjliiwl]
dcgaral dhgaaa dysall dislall §géa arang

Ayyliiwll glhawgy

& piull 5jlgall cnan 34 |




.aclwll jaf dalyj aic d@flally %3 - 5 dudy d3Lj a dijléally
laauaig uahgall jhlia yaai Jgai dlac oni alai wlhiy
Gllasll gy gaai il adyaill dyjlaallg .dilasll cLifi 1510

ayIsiyll palisll ga dpdiuall

plwséi clliai gi way LasS . Jgaill dauna (nalail dawla asi
wle 8318 ggsil pjllll pcallg algall gran dpinl 3jlgall
Juial wnle 6)als ggsil ¢llasg Jgaill asy daSpidl Jala Jasll
Jaiuwall guunaill (G pall apaai ¢llasg alall ladlelpa] dilclo

Jgaill @ual ggs; gig 3all 152 sic jabl sy Ui paall gag
dalnall Ulni alssgi ga Jalsill wile dpnall quulwil
aisy Jolsll daaall alai gi dap6allg .4jlaaig alig agngs
dayhhg Jiaiig gl 1aa cno cuulwil Jgaill Giys <1sf enle
Gl wcllll laigs (o yagnall aag wle dpiull 3jlgall
30iill dlac @l djaly gosi gi wag «Jgaill Gupo o

.26giall s ciljgogll Guaai gpa asiill ellasg layle a)aldg

| 33 dpindl zjlgall tnan

2uad g il 3jlgall plwsi elliai gi g
Jasll (nle d)316 gsil pjllll acallg cilgail
a)al6 gsil ¢llasg Jgaill sy aS il Jala
¢llasg dlall lailelja] dileld jLisl wnle

Halaa yaai Jgai dilac on alai wlhiy
drla=ll clifi 1j510 laapdig grakhgall

aag wnle & il 5)lgall dayhg Jiali

o uulw Ul el laigs (o yagnall
a3l djaly ggsi gi waug (Jgaill @upo
¢ aStill ¢llasg laule 4)al6g Araiill dilac
sbgiall Gy aljgogl Giai

:éalasll jluo wnle Bloall (no dxcluall dlill pulaill g<ay

Agoiill dilasl pjln (njSpa aagialach ps - -

Giajll agaallg ailiilly Gleoiy lawd qupn yuygal Jasy ps -

123y0ii (6g (nix Juolaill a3 Jaisy al g] wnis- 1jS1a y0iill dapa iyt -

&l Jsuiy guahgall enlica ga GlSUsIT jpai
gSay @hlgsll 3adii loaicq (dllaa U w@hlgsll s allgaill gy Jgall likay
Jdlgawy laic 2aljill gSay U cluii Jgb cliglaall dglh wnoph wnle guullall
wll (nagig & gosi gi gwalhgall (nliaa ga liaglaallg dlishall gSag
ai Jaall dpiall pé gualgall aai avay a8g .dhda Glgiwl layl alay alicla

«nagyll Jasil jpu d5le] ] (nady oo dlas janall

0gai Cun wnylaill glplall dclin (b dsili dislwll aliaglaall (Jliall Jyw wle
Glilac Jhsy (all pall diwll ¢uo alilpn] 83c Jasy guyltall gi graraall allai
diga dlals glaly apai dua «nlgall engall jawll adeyg glphll hghi ga aasll

paylha

12l (s glyall b )1a] 2a guliaall alislae jlaii daghgl Aledpll oda Jlag
aliaglaall kel ajlall gulaa cliaci Jaai pabl ulhiyg 1jSig Tjle 132 S Abg
pllull Gaaiy U glail wl] Jgngll sgaall el J3y aic wis gslg -1ajlusa cal]
w6 Alslaill ada pisi «elly ga gusall wileg .Jugh 30 Wisll (6 llasl]
didga alixa @Ginig allpallg aleljill djgs hao Jagi dailla e aljli wlall

dailall d&guill ga Uag

wlica ga 2081 dhgh dyn Alsle (Guéai wle @llill pulaill aclwi gi g<a
- ualagall

L8pua 3 JSiy dailg yaglaig Jlafl dagiliul 33 -
pilla gai wnle yaglaill Syl Gledgl go Jolsi  »
J1al1 Jall ala] Waay Aliaglaall slacl clyai yaiy geiwl - o

aasall Alaglaall dnyilyiwl g1 3] .adsliall ga ajell Gaiws apadl dhaill aaa
Qils 13] dawb asi (i ddiai alwjlaag gyjliv a3gai ga dlalSiallg 13
.grahgall GylSi (o dylle aalyj Jaiti drcla dagluta cildlail wiad Jglai dspddl

91 Cun wllill Jgailly pliall sic dawda dalw cldlaill elli Jsii o gSaw

alblail elii] wnle guaglaall Jaaall Juaill acluy gi gSas «<Ulall go il (nb
Jdliso éalyj aligiuay Jugiiill @uISi anle hslai lail las quopall US Guayi
dclull jai 26 o Uay 6aalg dpal crislSa 263 cllasll 3i jaysy «(Jliall Juw wilcg
hléall ga aiai ¢ya djad 24 éal diclaall dagluall dBlail ajis JUa cllag
(@18laill dslai ga 1jlicl wwai) dflall 2.7 duwi wl] Jugaiill @Isi aalij e

& piull 5jlgall can 32 |




12l hhaall alegsaall ga s JSily dyleall o puill alegoso glyii gf gsay | 2 pul]

e o N

( Elgi%50+,

dedgiall aypwill Glegora 36iill sic cpleall g pwill

Jglall aluwdall ga digsl &)litallg gaill é6gana Julai ;janall

JUb lmoraiwiw wnillg dypinll ajlgall ¢lgai cganal doamiuia lwi g -
Syl
.dsdgiall GiISill ge aliglilly Glsi) Laws 833 wnle @lla JS Julail dilac 32y -

dcgoaa ggoldl ggahgall clliay laiy guwlwi guahgal dawwgall glago
Jduulio pe Aljlaa

jluy i gupaall go aaell @ibiSuw (Jgaill ddac ge dappll ¢Libil asy
gaitiall grabgall ga isll gig - 634y Galaiall Clasil 35 gyl giabgall
.dh6iwall plaall duwliall pe Aljlaall (pa degara paal

;] gualhgall dusyi wle hlaall guo alill pulaill daclwi gi g<ag

Jgaill sy dakiall diglhall clljlaall dcgaro 33 »

a2 dahiall (o payl] by dlin ggsiw gall guwlwil gahgall 33 -
. 1auud pajislg Jgaill

.Oaaiue jgaad JS g0 dalizag dxaa Jilw) g0 Jnlgi dogiliwl 3y«

glall liygha g dypial 3ylgall pylai Sy4if Gylac Gy
lays Aiy eill dhalllg diaiall Jgaill dhd L] gy dligh driaj 816 (uadii 36

wnle honll alj Lals dlasell Gbg alj lalsg lileo dpiull ajlgall julai Jgi Jimai
.dahiall (no6 (ulalell cnle ¢llasg- Jgaill Jasl (ngaall dwlja

| 31 dpindl zjlgall tnan

dlﬂ_cij] (‘ii_.l._.] . I e
aalio jlpaiwl &piall
wngiuall (nlc Gaxdia

Lo cniallg enylsiyll
Juw ¢no Gligailly Gleoiy
duylall aljpal graal
daliall

gl Jilal jasll Juaiy
Gatt Jratusall g
dclasil guuat Jlaci
.doamiwall

&llall dsiall éalc]
dalwlall Jgaill alilac

laualai droisg Allgaill (no dials phlha duwas

cniollg gylsill angiwall wnle daxdia palia jlpaiwl dpiall d].u.cil] diy ulhii
.daliall dylall aljpél graal lanlaial phi wial Juw g algailly @lei lawo
G4paallg (uahgall gy ggleillg @uuiill ga s a8 il daly aaliall ada glg
¢lyiitall Jaslly &AL by aclg Guhi gSoy (llilg (gua Tl dalnall Glanig

Jgaill 2ilii (né (njsa guuai el Jingill

L 13] Laia gl onillg gudlagally Glait asilis palaa dutad Jglif paall gag
:daali Jgai dilac nle Jgnall ¢no

Jals iy guabhgall Gyl (o Cligog @uaal piyy - -
.28giall ga wlcl Wlhall dlai (6 dl<iall aslc] @ylsi

18l liygha tibg &yl >ylgall Jlsd 3460 lac Gjéimi -
&1l gl guabagall colian ga Glsliall pii -

oS iy galagall GyllSi onb Giljgbg Ghaii U

wnle diija dygry Gils gl wiin (pahgall dalsi jaieai wnl] allgaill phea Waad
3610y (nall slacl uuy Jals JSuiy @il wnd (@Géaii U aljgogll ada i pe .ol
o< lgduall cljaall gi Las .a1iill dlasl déuds dulia 3gag pacg Jualaill (nl]

1Rd8aT (b 16 1 dajla alelpa] paas 3aii U cilsaaiuall Guéaf

:guahgall @ISi (o aljgog @Gudai wnle alill pulaill aclwiw
Adlle @839 Junailly dlnll als WyISill aljgogg dathgll clpsill <3

g9yl pales crisy Lo "dudinall Jh" 4 ggpeiy gilgguall gipaall oo«

(gl Jasy jgpa wnia lajlit jalhi U a8 Glelja] 3lail ] dalall dalall pgall

.2bgiall ga wnlci Wlhall &lai gns alSiall aale] @Iy

dgaill alilac o aaell (o de6giall gllall dsiall dale] dlac @IS (laAii
gi dypliull 3jlgall algsi daclla pasl dayii wilell (o éalijll ada gg<ig .aliilall
JS1all aclbill pjag quaglaill agpwill Jia Glgai nag lalgiua qriad

Glegéaall aanil drinlg 3clgd Jaihi cnillg 1343 daanall Jgaill tnalia (nia
drloall GuISil jglaii 36 <l tnle 2lig lay uiill gSay @i gani U grakhgall
"ol jo1ga" puadi (no ggpaall iayg darh diajll agaall ggsi Loaic Glduiill
paall gad ai gag (2 pwl phil) .neghll apwilly paclisl grahgall dnnia

lal hihaall @ylKilly jlpaiwl dijlaallg Qis g duleall ISl i

:alia|l dale] w1 i ¢no daclwall allill pulaill g<as

cilgai o alai s ¢llag dal nhaall wylsill Jlée dsa dleall @ylISill i«
apull 3jlgall

& piull 5jlgall cnan 30 |




aujbitall go Jolsill enle ay51a] Aljas ol 66 digls dupay ylgo Glahia -
aslall
Glaglyill o Mljia 3ac lanlay gijldtall go Mljic aac »

M (o 331 Ligygl (no Allgaill aac gi p&ill syl qugjgil jSpall dlily jahi
g0 a2l §i U] (1 puwl phil) 2014 (nia 2010 o dilally 17 duwiy 207l paiwall
Liflily laacaf phi daag Giag- &l pé Cuial allgaill phea gl gglgd) <yl
allgaill alail enle Jasll 41018 (no psaill exy ond il cuull ga laag .dnlall

aasli s pl (lg Legub Jisi ciigar | 1 puyl

Juiiéy laie %60 ga yisi gi vl ....

graalutall Afle ¢nllaj] gai
12011 Jigh il

7 6
d0lg diwl (uwill graalwall afle ¢nllas] gai

2014 2013

gaill d6gana Julai dliall dale] alleld alily dacld gusill angl ¢ug)gl jSpall :jalnall
530 48 go digsl &5)litallg

| 29 dpindl zjlgall tnan

2012

....igygl ¢né dxidy allgaill cialajl

dlSyall asle] alylles sac

20M

2010

ug)gUl slaill ¢nd cliaciil Jgall tno

2.000
1.800
1.600
1.400
1.200
1.000
800
600
400
200

ayylaill Jlacil hlaii

Gl nill dalgell 2a
gVl laigs agi (no

asi dypinll ajlgall aljla]
algaill galill wlall
nill dcjlwiall drallsll
cluwgall laaa i

dalill Jgaill allac
Juasi g Aa6ii cnill
Jsuiy dragyll Jlacl puw
13] dawls a=f cuwlia pic
16160 duey ellia Cils
Ileall (no il il ¢ga
duwoliill 1aijas anle

o gUl Gayy lalio ila Tjghi Jlacil diy saubi al d@allwll jgnsll tao wlc
yaiuall yill ga pgyll Jlacil diy (b spgll lill §i (ud g s ynlsall litsg
dalgall 2a Jalsill gupwll lSpill @i ga jlpaiuly peii @)kl Jlacl blails
ge chali cilclinll dsypull diadyll Jh s cllag gl laigs agi wné i cnill
Wau clalaill eda gi il Jai dalle (i aagi Ug il dsypw gulaleiall cilalyial

NITIRN

sasy plall dgallsll GlSpill pjlj Gow JSg dclin JS aliag (all Glphill 132
plai daliaa cilgaill aang aué=ill (s axljiall agaall dplsell clgaill ga Mljie
(nle ¢hags Jgai dmalga o Uass .quialall (s G il allgaill ge Gl
1€ ¢ g0 Jalsill alSpill anle wagiy «lgiw giyf gf alli JS duwdall ingiua
Jdragll 1allach laalis lifi dpus pf dpsen Gl g aljpalall ¢lli ga gégia
178 il alsdl (o dypindl 3jlgall ajla] daphg anle dlai 2lici agaall asa giig

-Jgaill qalipd "gulill wlll” (gsi la

nilaills il ulall o ssall ails o dslall i o g i1 8as slii
Njlgilly Aljaliall ga aaell A6ii) pgdi dalell (o GISpill gl ayé<ill 11jiig
lane ga

wnle d9Bgia it aililg gasdl lansy tle aljlall i i Glaall ylai giog
wnle aglleg WIS Jsuiny JLicll (ns aslsll ens 33gi U callaglyill aaa i U] - GUall
Jhai Law adliiall Jgaill allac go anasll (o dabiall go 2o clyidy 36 Ly
alglac abei (o jus JSiy aasill 1aa wuuing .elly JS ge ailiar ayail djail
glica wépy U allall o aasll ¢no ail cun ljall alail (s gulalell &@)Lit
sic gyma Jgai fawe nle gibgill (s Jlasll gullaa gi cilslaill Jia gualagall
o las «18gll yuai (b 38iill 345 gg<i 36 iyl Jgai tnalya i gi pasiyal
paica lylig dla U guslell guabhgall jl$61 gjcjiw dasiall Jgaill alilac
Jé JSiy dagyll Jlachl juu Juasi ggay 3aif eill axalill Jgaill alylac gi U]
laijné wile hlaall (o alSpdll go dé16a &g lia Als 131 dawly a=i wulia

dpuoliill

Jgaill dlilac dj1ig acling

a6 allgaill dgsl gi alclinllg Ghliall graa go galolsio ga Josll Jl go lialsi
8xilo pyaall dpayilyinllg asusill ayllwil Qlist aey pl agéeill alji gag .Cijysi
U] asj ge @isill go Julsg Cyanill wal] dalay ggsi 36 dogpmall tnalwall i gag
ill o aiiy U jlyi (uo dalle auni aphaall dylaall 0da aati cuill aluwgall

’ aSpiull (ngd @sinyg ajlall ajab Jal) (nall

:uluwi d3el 2ai Al3 dasasll Gpallg alelppll asi plg

P allnall ylanig Llsell 8)1al1 go alilhhll éslj -

W18l1 (no Jigi cnillg algall sl nle Lapw U yyljio sydsi Gl dathifdly -
&S pi o i eljal wile g<lg dypindl 3jlgall nle lado guyl

wolyiall peall Galijg guclaiall clSpall gu aganll plell Guuiill ¢pa yjall o
aal

& piull 5jlgall can 28 |




palha qiail dhiuug @SS ddyyh
dy pandl 3jlgall

27 aypiull ajlgall Lhan




plaall wlc gakhgall gijgi ale] wl] glhaii alwwdall glo wuwlwil hall
3141l (o daclwall Jlachl allilzig caclihnbl (S5l Aljad aiaéi pilg .u6eall
833331 J1gaill admy cUhinlll (no dxcluwall 11S01 4isi Jgla pyadig (2183 4isT aljlys
J=a gSaig aclgall wle dails dualyiol dlole wgs L] Gluwdall gSaig

sl daii dyllesg dwllw JisT JSudu il &)U alilasllg dpull sjlgall

jSpa gag "auslly" Jio duagsall alaall (o drigigyll alylasll diaif caaicl
Jypiullg dyllall sjlgall &syidiall cilaaall djailiall dogsall

«gpagsall alaall (is alaiy laalasiwl slaicl gSay diailll gi wnl] "Cusiy” Jlio puiy
Hisi ga Loy pliall cnle guabgall wai (no digigyll alilasll diail jaga Jiailg
plaall aaiil Asgll ga aja wle Jgnall pal aui) laa - §))Sia dlaa Willhg ga

.8aé2allg d16)=all

Jl@ajl i laliag dlilall gayally lige il Dlao drigigyl cililasll diaii jisig
o ] piei drigigll alilasll diail glé «aagill éxasia willhg Gla wnl] Cyiill
12615 ¢nylall aauaall willhgll ada agag

oulwil (o alawllg ddlall dlalsll ¢ragl aslyj digigyl cililasll diail gyaiwi
JKiii g laiilail Tphi (gSaa j36 tundi) laiae dslaiwll cluwdallg cilaggall
Jlasiwl (o dgigigyll allasll diail go Waall gesy Ug «nysll dieilll allac
dyiaj cilyial acla<y Jasllg lhaill o 3all (us dacluall puadi Ji eopiull paisl]

GylIKill ja63g dpaliill aslij wnle ¢ilagsall éacluta enllillg «Jglal

Uoln Lidili Ulaa dyigagyl
paawimg dlilall gayoll
63433 aillhg @Gbd o
dicgig

U dyigigl cilila=ll diajl
paisll Jlasiwl (] wani
«aixrclua (Jo oonpinl
il clhsill o sallg
8closy Jasllg Lausip
Jobi ayioj cilial

| 25 dpindl zjlgall cnan

& piull 5jlgall can 24 |




draylsill phill (us paill asle] cilagsall tle gusiy anaall Jigh jiSyill (o cjasg
aaliall (6 Gliaill eday dlall ald duyaill aljgall Aay (rady 36 ¢y (dyllall

Jidiwall (né Jac ge guiblllg Glall gigai ] Glgiwall gras wnle duuljall
«l3S Glidinall ilhgll gulaga lgawny gig diaglgisill Wai jisi lgauny of go
2i1g éalcl) drayleill Glaaall (nosba ga Guig JSiin Glagsall Jasi gi gusis 1al

«a346iig dayaall duuljall yaliall 3as Jgni

ailiaiuall cilalaill

diadl dylac Jigal) pUsll Gopma Glpsy dgigig)l Glylasl] diail jjsi pipw
ljad 203 o Gluuwdall gSaiiw @61l ada (bg (@ojea diaii (] allasll
aalp (o (¢ld (] lag dreuhll dlll dalleag (il aleill) cnelilvnll (15301

1a1flgs daclina wnllillig diaill

Jljt Ug «endall sgll eno Llagaln Lclai)l dgigigl cililasll diafi plariwl aadug

syl Jgaill tnle ayadull jusyilly aluwgall pgai ¢y .ngd Jamay agai Julgy
dlclpa gag .duuipdl Allaall go daslg laylicl dtigigll alilasll diaif JUs go

| 23 dpindl zjlgall tnan

JShallg digigyll clidasll diail ¢lgall dalivall dlgduiall hlail anai -
daslsill
dalln d)lai dlh agag gland dlhill ingaall yuls -

Waaiwall Jpsulill hai

Glunwgal dnpo @Gla ga 131 a0 Waaiwa Jusudi hai Linl guuipl waall
wngdll ga dalaiwll JUs o elag d1jlaill dadll g jad tundi (@Guéail gulalseiall
Jpaiwl ga pilill o a6 uadi Guaail «nall daghiill ajlgallg dulseall dlalell
Wasil ags st alauilyiwl glil JU5 gog «liaimall GySHl e dyhgll
(laleiall dluwga ggi wnle zlis Wamiwall Juubiill hhai wling a6qg . phalaall
wlc alaicllg duwwdall (nd dwndpl Willhgll clai piy Cun «dagsall dlla cnog
:aulill lsill dlelpo way «Ohall Guéail o<l dlalsll ¢yl

lgduag dlieiiill agigl (§po gy GUlailll Gipha dhyls clii] ;pusill Gy1a] o
daxall alhia (no Alpsill gu JUisl eni gial (Jalsiall) allasll /Jlaci
.clls (] Lag Jasuiaill ¢ileljalg

dcpw ingima Cun (o doadll ingiwa @dlaill daea julea ging :clalll Gjla] o
laidag cllalsall dllse

(e jysyill :amlyisVl alalell ¢hasdl din s aldgduallg jigall apmai

O 299gs Gldgduiall Jaig Jigm é33aall Aldgdurallg jigaill anlgll aaaill

2alp 3jga) dxigigl Alilasll diaii spaii dlape (o &)litall duuyipl Wlpall
(guloleiall duuwdag Spaiill ¢lyping drigigyl illas] diaii

aligigpl <laf anyg djla] aldgdura aliw] g<ay :Giligigyll dlalell cnag¥l Gyla] o
aulifiwll dalleall Aligiwag digigyll 3jlgall gijgi dhiliiig GlSiiallg
¢ani) a6g & piull 3jlgall ga cllal yania "Ggig) paa"l @dallg depwllg
<lpag e i gayaall 201l (gl o 1136 caligrg il quyad @i <]
diy no lasyjgig aligigyll jLisl clla ¢no lay ghaill Alillaia yaail Glilac

wailiagll Jgals @lsi) Lago «iluwgallg dagsall cygall jusyill waiy gi gusiy
J90b allsy gi way G ayaall ualgall sado go BLiwY] @il dlac (e
lailailyiwl pghii dagsall Gluwgall e g dble Tpof ojliicl qalgall
aliall yapall go 38 sl @Gubnil walgall &jlalg JISillg Juuilly dnlall

’ (dgaill allaagill ga aslaiwll

cda ga Jaleill ga 1gi<aiyl 313611 alac] wnle Alagsall alelhi jS)i gf gusiy
@b gc agal plaall diail e agigyll clylastl aail Josi Laiyg «lyiail
plall (6 ganaill dypinl dlalell ¢iagill gSay dpslsll Alwjlaall ga galaill
ALl glaig wahlsillg dahlell giaillg plsail jlan] wile d)a811 wlhii jlgal
dulepllg apindl ajlgall cnag el psyill 1aa wlhii a8 nill alelhall ]
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- Jughllg huwgiall guaall wle guajlll grahgall aai gui @60 laule el
-pay hlainl] 4axs Wil go palllg padyhgi duaisg

gi 28giall ga nill Aljlaall alalial ggi d6ja GlSpill (nle way dilaill (nog
090 gullall lagalhga il lapghi gSay djlaa enig aaall ggalhgall lay giail
by Joai ei dlia ggsy gl gy U 8jae gualaga

ot aluwgall ¢lji - adlial aljlaall dcgean Jilda apall cliy wnle jsjill
plsi o dclpllg <lSallg ajaallg cglully ggsiaiy gall galadil Glhaiw]
2a ddlall dsuall Jal dlac d61pa (g5t 26 dalall cuwn dcpuy daiaall Aljlaall
alunwgall e gieiy ellal dcgiio ualgey giaij duwdall Jals gro @Guyo <lis
aljlaall cnle dylall dlalell (ngall wyjaig (aail aljlaa als 333 ualga wihgi

uwliall gjlgill Guanil dayaall

sialy Guso cayirgil Gulo 3l Gluwgall - iaT gijsaia wybhgl nlgdua gysi
aalp Aljpsg (il pe Jnlgillg (nelaialll Jnlgill Jilwg pladiwl aljlaay
.awad 1 4o yallg dypiull ajlgall

1091 gi gSay aleaall eda pladiwl - dylawll gi dakiall Alaaall pladiwl pjsi
wnle @ailall éxaall Jglhalle daajlga gi dwwdall diaill duidl jjeig ajlgall
o Gl GUISIl pogi gl @alsill dhall phill Jaa Jaf eaill dilawll
&)la] Jaf g dypiudl sjlgall ciljla] (rakga ge <liclll uaai guo Ly pauwiw s
dypindl ajlgall &j15] (nalhga aio (o pawiw LS lade dholaallg dahilll cda

iyl JSUT dhdiill anle psyill psi dalua

gal Jia allan (o «Qlalisll dlasil dojllll dakiall gi dylawll alaaall yogi
Lauwdall Jala ajlgall jijeil dyygpall diall dpall (lSudll

apay gg=ialy uAll aleadll (roada g0 2all dhgla Alslell ga dalaiwll- &Sl
20 apall aiaf axaall aliisillg «alSudll gi allnill gi goll allae (o djaia

@uindl lailuuwgo Jals Glagleall Laglgisi §d o yasll laliaf cnill doysall
2yylitall (no lasdlaaig lailelhi

o Jhil ales dagsall wile gu=ii WAl La
¢dordall

yigig) cililosll il &yjals pysi

Gluwga nle gueiy (digig ! alilasl] diaii wle pils aolip Wi (o ggpinll Jub

:gulolsiall

dsigigpll Allasll diail Glgai aljliy pudi -«

diail Maifl dylelo JiSUT gdgall apdig padil dilasll gy dwlpy <] -
d1igigJl Glilasll
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wihgi aluwdall
dy33 walga
dylle aljlaa Al
wngéll quaig
wnle dllall dlalsll
dauaall aljlaall
Ujlgill Guoil
cuwliall

aljlaall gu dg2al awl disaall Jglall

alall ¢rasyll Jgaill Ialasiwl layal dlalsll cnagil alac] Gluwgall wnle oy
Apwlwi dliwi deyji nle

faaydi gnall go -

Soanpigal -

faayyi¢ndllla -

fay@s .

dljlaall wle zliv Ggull o dpogiall dllasll degi Clja] layle =i ngi
J=alli d3gagall dwd il ualgall dacld gulwi alach pgds (il gog diglihall
0957 (nill daaall @illhgll dalell laghall aaai lagle gueiig (Jlacil alelhsd gno
2ol dhwgia (] b dyinj 8416 o guglhall grahgall sacg (dad) Jisi
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Gluwgall g dwoliall
dulsllg laxbiwnle

i nill elli] ggsi
Lslgig Laglgisill (s
o dcjlwiall Glpeiall
Jlaalllaa

go lapég daigigyl Glilaell diail Maii (no dataa gosi Wgw will Aljlaall
aiwlill alisill

dtigigl alilas=ll diai daap aljlaa -
lgaiill psaill /guahill pseill

gajall yaai .

laisaiig laiunig dllasll Juaf - -

Jii aai - alogleall Laglgisi gyl ajls] -
dljlaall pranig Juaig drdeall Glisiiall o -
gilaleiall dypai enle psyill - -

Wil pleill -

(Graghiill) pusill &j1a] - -

dalisll paai /aalell .
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«dueuhll a2l daayig cnipall nginall wiinig (ulaliall &axal dasyy aligigy
adlal lailhai anle Wil o dayaall Jglall gSaiiwg (dunadll alawlly duiillg
jghill 1aa ¢naguug daalaaiwl 648 ga dclas Jisi auail daipwaig dagludl gi
dypin] laigs o dalaiwll alwwgall aauy lao diailll (o Gguuwa pé gai el

.gaill dlac 263g dclas jisi gai wnle dlalell

&ySizall dyigig) Glylasil diai Jgla /Glayai

grunil daililac (no diaill Guhil wpi @b ge jlpaiul Gluwgall dagi
plaall go psi sac aaii gSay «naglgisill jghill 2ag «wayllSill Jaasg dpliill
.iaigall Aligagdl Guph ge Jolslly

J=ally aauii dyllall 3jlgallg gilaleiall doadg dypinll ajlgall gi ga J1a] La Jbig
Algall Jaw dsyling daclyjiwlg Giligh (jaig ULy Ul uif dasl diaigae Alilac
gordo padiuy gnlall Gsgll (g diayi lalhg Glaglsall Lnglgisi GliSiia anjg
alepll Guwiig (glSwll dan Julail diigigyll alilasll diaii Ly dnnll dleyll
plaall dails gugi halliw Laglgisill paéi gag .wuagall dnnll dllall diblag

.8Vl (nle enija JSidy diaii g9y allaall ga Juléll cléy ga jus JSdy diaigall

Sy s @Gliai llia J1jy U aif U] «J=ally dpaiwa sl dj9ill gi ga péyll cnleg
awaia aslelg «ddlall laiahil guuai allaall Wlita s Jesi il Gluwdall
alayhi Liislg alisill 3 2ag «dyigig 1 alilasll diail Guli d3ljg laillac
wnle JLiiill dpadll alplallg diaill aljpsle Julgiw (&Syidall Jglall daaa
wle qrasyll Jgaill épig thlii gi (o @lell dhin dnyo dliag .gwlg Glai
wle (llall Jgaill ga 1o JisH1 ggusliall Ggaly gi graiall gog «uyydll tnaall
i gi o wéyi dwwda JS glo ellal (Jgaill ells uslgi U il ciluuwgall
dwoliall (no Jgaall laillglha Jnlgig paiimi Wwguw Ggull 1aa (b jraia gdgay

:Jia "ggrad Il 1pall" aaall alhnoll aunlwi wiad) Jgai allaa diw pliaiw

diail guiaag wclaiall Julgill Jilwg wngira paa - ¢adyl Ggwill
Grguill

drad 11 gujlidrall diuilyiulg grad 11 Jgaill paa - drad i Jlacil .

(<153) Jlacil Jlaag alilyll plle- doasiall GUyaill — «

panag ((uadpl) cgpitall paa - padiwall dyai /padiuall daalg pghi o
Aiwall daalg panag padiwall dyaf

Jii dnaio uprag pgysw pao - pgysw /Ji Alaaia -

(naglgisill aflallg diaill guaima - aligigll plhhaiwl Gllesll diafi e
paag Glagleall gai enjliliiwlg wnjlagall Jglall guaiaag JLisll guaiaag
dlha jga) dldasll enjlitiwlg Glaadll puaéi paag aalipll payag ggpitall
(Jlaci
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INDUSTRY 4.0

cyber physical system

alilyll &llyla

Glilasll diail gloijl gag «Aluwdall (nnai U dad ailgs paé lallaig alilull gaa
aalaiwll (b Alunwdall a1 206 Bx3ljll o paiwiw ailgall Clli glo .dsigigyll
Wl g1gsi ga gSaiiw daipnig diaidall alilasll hyal alilyll go daljiall
Al nelyi loS @llaall dnliill guuai wile acluy laa Gilgsll aaaig
daan alily "pgi" padiwi Jliall Juw wileg @32l §jSiall Jglallg claiiall
2879 (g gilill 167l apaaig 8gjall Adg dpsuni jijoil daxdia diliaT Gliidig

groxaiwall dileld pisi dany

wnclihnll (15511
g dauwlg dcgara JUA ga adaam (@§udai wle d@iailll (nd golsll 1530 Jasy

Glii6ill ada jghi gag (d1oyall duwgall wnl] ilg.lag w1 plsill ga dylay Gliiaill

2uwlg JSuiy galyeil daasiag dygd diailll dilac apaiw (Jgwll aljiSill djalag
<] depur graxdiuall "IBM" aijsil ¢nall " gguilg” plai auis «Jliall Jiuw wnlso
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Cllasll diail
dacllo yisT dLigigyl
wagiall clhal]
alllaas @l Lags
asuhl Thai o JLact
plaallg Willhgll

@) pgéi (pAll Jasll
(0 Wohy dligigyll
wlc hanllélng
glhdll cnabhga
paleaig cragsall
Jgalenle ggjsy
duailyiwl Jist (ngai
dramig

Lo (nagsall glhall daclla Jist pisi digighll Glilasll diaif gly Jgall gSaug
lalai dailla plsll clhéll Jlacig aylall Jlacil pisi Cun (Jlacil allaar @Gleis
dlgdura (nagsall clhsll Jala dlalell ingdll (g<ila 11i<6 .Cigigy unil enllia J<uiy
dailla dgigigpl Aililasll diail pisig «ylell dahiallg dajlnll ¢l jpll deylia ge
Al Jasll glo clls wle dglleg «2wlg (Glai wle J126 Jsiuy plaall adal lalai
paleng (agsall ¢lhall (nalhga wnle henll dlhg ga wady aligigyll a pgai

.dpaaig dayilyiwl jist cnjal jgal anle ggjsp

alaci aalij wnle hg.Lo gapai dailfw aac mlji enill (Jgall ga pisil Jlji Ug
alilas!] guugi Jaay lao wllall (o tragsall cladll luwga wid gualigall
wngnall aslaiwlly" aluwdall drigigl alilasll diail aauwig (digaall 21l i}.oi
hlaall 20 doxall G3ga éaljy alewll Unglgisill gSe) d “gSan 3gaa Joi)
yi<ig Jawil go awni «lwwdall ada o wlhll claijl gag a1 guéi wnle
gAa 1J3.| 4))Siall dylall plaall Auaiil drigigyl dlalell wngadll (Glai aalij dullso
Jaaill digig 1 cililasll diaii auiig . plaall guai clai) d pindl dlalsll (ngdll dalij
ablill alisill ga dalaiwll JUa ga cuagsall ¢lhéll /dasgall alaad piaéicno

-otahgall Aljas guwaig dlieiill dclasil jij=il criglel aai (g

duii Jasll Ggw laaliaun il aljlaall (ia La

drigig 1 cililasll iaill naglgi<ill yghill JLlaci
Ll (naglgisill padill alilac o lajiég

faasnall Liaglgisill ¢na Lo

1asllial inle cluuwdall inal ajus draai quasyll Jgaill tnbay

alinii Ggu iluungall gl nlgil dagall (nd Gradyll Jgaill clljslia 2 30y
dplii] aaljl jghi Jist digigy alilac diail Jgb wle Jgmall ] aljio Jsuy
aauitall tle latiags Aui¥l il Jio dallall Lnglgisill Jnlgiwg «dlalsl 1aigs
(Ldilill Laglgisill jgakh ga axilog 1jliil yisi apaiw ¢ya nallsll (raglgisill
Asljia JSin lilac aunpn ¢nall galpeil sasiall (aclibnbl (8301 Jio

<ludi ¥l Cuiyii]

@lita go aluuwgall 2aumy ¢y drad il &)gill (né Lymga 1jgs cludill Cuiyiil usly
laipuaig laislieg dlzall laillac diail cllall

Jlaa (no axilyll "jjgiga Nui" ESpi @i lpdill Gijii] aljas wle Jlia nog
¢yand) laglolsial aouy loo daijluw ljaga “dlold” alsyi Jlact cljlpull
Glaill 3a painpug (dSpiall pasilga djmai cyaai dbyph guai dirlill pasely
Gliiai aawig «&pusil Wljall go yjall aadi gno <lubil Gijii] e ga glaijll (o

Lypinl dlalell (a1 ga &pus daaluta gga Alilasll ga psi aac i) diailll
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$ plall clhall drigugyll cilylasll diail lasipi @S

lhaill ga 3allg qwgill wnle apall dgaw wi] alilesll dail (agi gi gSa
plall clhéll (no daaiall cilylasll deplng draad 1ji dgayll

alulasll diaii ¢si ¢ya .aj1all ¢ laildac plell glhall aluwde 3aii la 1jalig
dcgaan pc Jalall wll dylall aldasllg Jleactl go jisil dslel ] dgigigyl!
Jlacil ada A1aily drigigpll Glilasll diail aauwig .dcgiiall Willhgll (o douwlg
Jauy oo y1all o Lalslsy Loy iijgs glg wnix dylill dlapuy @yllsiy Jlall (o
aglphi lay pgdy 9IS enill alilasll diaiig Aaii (o (nagsall glhall yays 8alij ga
enllillg . plell glhall (o dulle @alsiy gi aylall (uo s sty gnlaill clhall (no
dijlaa 131a] Jisi gg<i 36 driqugll cilulasl] dieily ddlsiall dyjlaill Jlacl dlla glo

1Al (o Jladll o @iludl (s apaiwi cils enill galall glhall ¢S iy
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diail (nagi gf gSay
82801 8alyj L] ilylasl]
0 Aallg 2ugill nle
13k digayll clhail
CGllasll doulhg draail
clnoll eno Giaiall
(agsall

6 clgw 2uilg @lhai wnle dgigigyll alaphilly dpindl dlalsll ool Jlaiwl -
-G16y=2allg digagllg duirigyll pucg duitigll plaall

awlwn dldac ] g Koy dun duwwgall Jaly awola] aligigy pladiwl -
gy GulIshy (rpdy 37 gga

«dylle 4ol dagd aly dragagll Jlgall ga Juld sac wle jusjill Jgai go -

Jasll sgéc allhio @S kel yljio JSuy dpill 3ylgall tle gysipw

iolSallg ppaill Jlact ells (s lay «ljlaallg /sl alilhiag alslaillg
ayifiall allaall (ié grabhgall ga paaill Jshag

allasl] diail alaie lalha aby ill) dpiull dlalsll gl gjgi dsle] -

allaall gi Gilaglsall Iaglgisi ¢no dyitighl jué alilasll jlgai cno (drigigyll

guunaill Jlacig allasil diail (6 cpall Jio) wpdl alslall dadagll
.(4paiwall

Jalsll plgall ¢pa @alaiwll Jasa wnle diigigl cililasll diail i - 5 p6) JSuil

b %40 @il %100

o dlalell (ngall galaail
«djlaall dhodia willhgll alicgi
acag asll alaiwlg alilull
ylaill 26)g Gacluall wisa
(¢lla nl] Lag

Ja=a wle darigigyll alilasll diai jii
%100 dwuis Jalsll plgall ¢pa Galaiwll

<
<
dlalsll dolsill guale ] ple ga :duiajll Gjioll

cillasll diail piti wace JolSIl plgall dlslaa galailg
(69120 dlgy gi a)lally /auwgall Jala) dgigigyll
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Ja=ll Gguw wnle diqugl alilasll diail puili

dvigigHl dlilasll a.Ln.l1.| dnlall @lIsill (o g6giall pogill pan oi ¢l (o la
wnle us Jif dyigigpl aililasll diaill ggsuw sl alalai genll gag Uila ggsu
nayhgill ggitllg whgill dpyilpiuwl (uo jusi Alaa] (] (nady Laa Jasll Glguwi
Jaaill dilac (usai wnl] drigigyll alilasll diaif ¢nagiu «uyéll naall cnlss .ajllll

nagagl JIaiwdl guilg - cnaylagll

@0 3ac polgiun digigl Gllesll diail <lja] lags aiy Gnill Allasll (nog
dalall Aluwgall yapaimg «ditig) jié willhg (no pasijgi glay guall guahgall
glhllg (Saa gai Jnsi wnle lagathgay hlaiall wnle Ul phsea s (dnlallg

«¢lla ganiig <l aliall aljlall wlita wle

dxaall drduhgll aldgduallg jlgall Gog allall dlasll aljlaa cliy ale] 4
aleill aalpy JUs go (Gligigyl dilung ajlalg Aaii o dpaall aladil)
dyliiw] aluwgae ga alslpl ade) JUs ga gi duwdall (o jghillg

(@rigig 1 cillasll diaif (o dnniia

aogyall dpaglsll gi dpallell Laglgisilly dwaiall Gluuwde go aSluh aée .2
el qnill @yllall aaliall (no doexdiall cilagleall aglgisi Giljlaa 203l
lasahga W] lalai

il AUl (o gualhgall sijgi aale] aliilyiwl ] Ly dals dlia gosiw .3
Lapwoliill 63811 nle hlaall ¢llag npal jlgai wnle gualhgall wujailas jasi

Jlachy dnlall alpyiliwll éealpal dalo djgpn dnlallg dolell Gluuwdall aiw
cylhgi (nl] &jlaall dirddia dlole (nag aglhgi ga Jgai cllia ggspu Cun dadyigi
o apall glwist o ggriaall aoiwuug .aclasq djlaa 1S guiaall ga ajall
dasgallg «alilasll guuaig wnclihinbl (53llg diaill ¢l (b Lay ddiall Gliaill

.nclaialll Jinlgill Jilwgg alilull alllaig dS)all dlgauwg édilaullg Jlitallg

- adalall Gguul wnle drigigyll Glilasll diail yii
lhugiallg pndll uaall wnlc

huwgiallg unall guaall (nle

dallallg willhglly dnlall ddalall jplnally dileiwl] aslj -

a1 g 8ailj auniw Jusil aajll als allaleally pgéi cnill dlalell ingall — «

Glilasll &)lal dhwgia wnl] dhdsia djlal jigalg dulsuii jlgai wal] dalall -
1aiiaig laic pjlaislaclg diigigyl

Jighll (naall (nle

Jb] (o dpaghhgll Allaall go yjo jgak gégiall go - Jlacll blail i«
Asigigyll Alilasll diaii Jlao
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diaill ggSum
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@lgwi wnle jus jii
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Wihgill dayiliwl
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dyuiy il daduidl anle psyil dypdull sjlgall aljlal Jliall Juw wle (gSaig
wlc Olpillg pailslkag (grahgall jiaaig wadhgill ddac &jla]) :Jia djlall
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plgall dlalea Gligigy pinll o gulsiiall Jasiwi @il il dojlall alaagll
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-] dgigagll cilylasll diaill daclla yisUl duuyipl llasll Jpai

dyllall ggguirll dallsa Jliall Juw wnle) s J<dy aclgall cnle dails ggsigh
(plhaillg Gy piul 3jlgallg dpwlrallg
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