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ErrRs q?F6rr$ ,!t'tE qtfr(T q-sR TFir-T 11s-{t qal avt< -l{N c-st(T q-<Rs s-{t q-< (s, qr&-d FlgI
<€"KS cfi Te-{-{ Tfltn-{ qal\o<tfrft gn46q TF<<-.fl (sq rE' toeo q(s sl TIDZ \ot5)cr ffi{I <{ ffil{{t q<(

$lqo cc-<f q'fs:iftT qfln qrc't frTie, E"drH c{s s-$-r lo wqn1fr toio EtfrRI 'JAs s{{ks-s-dt <fs-{Erc{{ ffi
Tfi r"Tst-rr RcrE-dt{ w{r qlrsl< q {st q|{F s-{t <TCqt weers rsl{ Igl{& q-{f{ c{t. c<-{rc{i5 cqr(,H, oRfrTrr{,
{(Efcr=t Rln Ucxa c<Ni xqci ($'tlT{), <f(El6q1fi5\ E-da-t ffi q-{f< qq{q'aq6 Tiefts-s-d1 q-flf-ft qIC{ID-{t

ofl-< qlqlI qFr[{r

v qrrT (enlT{) <t(El-crt RSis E-ar+ FtU +9+ 'faE T:f{ffi {qT E'fqPF 3-5sa1 ffi >rsl-m w{Rs
ocd{ cq, qrfrK fn\il <€Fr{S c.t{ TC-{I i-sffca< qq..rs{rffifr fu'r{ Berqrm os(€efr cq6l ct('1'dis ofrE ,g

oc('f,DB E"ffiE {r{ s-fl qnrqr <t(Elcr-t frTe, Bcr{ c<rc6< qt.gslQ-{ fr&E qs{, frTR c<ry s Rsrq sn
TeT+rir+ cc-{ <{ flEr+C< frc<}TlT fr"cr $lEtr 6ry<T fr-st< qTT:(qlT T-<t'{Er eftrr{r ccstm $gG dq"t Tr<rql
{ellcst'R n:fl',i]{ Te<-d ex-ap4 $q-4651'<ts<txa-gs i_qq T':f{rs \e 'lQs r{"rR-f,fl{I qlqT fr<saTe e flft{ {s-E'
o:fTA< qfrE rrqnti+. <lsdkr"tfure E-{Bn c<rrs< qtesrQl-{ frfra qs{, frTr< c<ry s Rs-<"t qsrq'sq :rTo, eolo
qrc 5q ctd lotr {q<-fift &Gblq <iFrRr, ffi, q141ft-{, ?frr.r{t ffi{ Tt$rr $E-k s e-rk R Gt{ cqt{ cq-n"l

enr c{ q-flt-ft ,ru=f{ fl}=f"Ifr e-nFt c:[t: Cfllcrs AT(II, cFnt<rrl-{, <t<Elcn l fut'q Em-{ c<N, B"t+fifiq{{(T
{1,s<]T{fs {s-f, s-fols, qdrlB \e rJQ\o s:("tkqfl{t s-fltfr ffi\5 qtcqtD-{f T-{l:I $sR sr{qt sn{qtft ffi
qIFID-{I qxt Bq+fifrTcq< ql@tD-{]-d EeR rsl{ {s'rq& (E-$TqIt{, <l(Etm{ fiFs R*T{ c<Nf \e w{rf{ cq-qi'rc"l3r
q-$rs .e a1-ri1-6a16{lx o:fus& ,g +:("ffrs-fl{t $frffc ,s ffidr<-< s-{t q{t UarofrBt qlT{t-Ts't6t +:("rG-r-fl{tr
prcq-< {<.f q-{vt$r <I(EIcfi fi5rs E-av+ mw'< re:fi06{q'cr {fcat firT +.FfuT ffit{qtg ql-r<;r :ra( xsfs qTllmf Eni
qtrE.b-{rcs {sH frE-{t frqrs 'las E{:

Tf(qlfi=t RT]R. tr*m cqF6-qr qftrT'G.lsst't frEIurTi vt{Ery <fs-{T{ qqffi $mF;
T) <I(ElCq-t RSts E-*a-a c<f6 q{ qlsEtft{ bu slrl €dFol-T Rarglnd sfrfuT qE"f{ qCT(QI'If<Ei EE$IT q?pm{

iilB e D.E$l-{, gfr*t.t xa'q-{frsq u< o8E ft"n'+q qilol-T Rlrsm sFfuT w{ftE 36s6q, <l{ OTqs r(?ft
g1-{ 8 dtFl E rsfrB qsln s]_{l{ ({, eoeo qlc{-{ B6sr{ EIcr{ TC{I <l(Ek{-r RErs E-*xa c<fii q< qteglqf{
bb El-rt ,!El:OlT fi-6ACqf6lf e afqqe;a Rfi.om-+ TFfuT qEpfd q<].{g?il \5.f< qTftu qql$.R w{.)sfrt
frlrsm sFfuT qrE l{ ars.cs 'ttrd, sr{.lgstrl ,!qFFl-{ RlrElrH T.Ffu{ {ql{ s-{k aro?t s-<l"tss qlrf,C<;

{) {l<-sr EE$IT q?Brt{ qs\or r-{cs{:q-({I fr-6{cl.trf \e >llr{qtrr fiBTsts{ ot{TT }rq}i s-{Rr q-{I ('ttq
c-{<rf,lS Ifr qq-+ fficqs rqlq <KqR ord strtq,-{ q-alE s-{t;

'i) fr&81-{ <rla]-<, frqmn6 Qpfft ymntft flgT{ <I(ETl-cT.t frT\ E-dr{ c<td q< qtsqt{ aE-E fri6q
€EFFlll Te<-{rfrrc ffi<T <a{ fuTmlT frt< gl-qo fi-<t qr$riftT e q-{'tr;K Gr+E c{rcq Cq-{T \e $D'Rrctr ffiICfl;

s) ?<5tfrT T{ql{.tfr q<( ?<TrBs qf+cdr. Standard Specification ,q<( k5ifur rgxitfr< nBFr+tes
s-{l{ Brqlfrl gEctw<X._qs qlf$-f,{;

s) RWcq< qtu-r c{rc{ Tt(dlfirt frF< Rds{ cor6< sleqrQ-+,{siots Efr-c-c$ s Es' fa-c"tts frilR( Ftq@T
Fn'fl-{ {Grcq ,!<( fr6Tffi6B s {t+c*tx RTffinq cr<I q-{ric{-< ffi c{lrq ffi{Er 6tF-t'fitr frbtR( efs-fl

d-s't q{t;
E) {e-fir( lEst'l frlrstT({ r-{sfr{r AaI{ Ek'h is d{rd D'rrFrq Rcrym <t<qfcq-t frErs U-*r+ cddr qteoFf+

frEK.t qqlstcTce RGa cTCd-{ sfp slro G"Tf EC{t
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Sq<:.'fut q<( U6Rfr T:fus xE rs SrfsFr6:

1t(qrcT-t frTre' B{'s{ mrtie<q-r-{Tfo-61rcffift{ cr<t< Tkil}rs{ 1frcs frCF a.:fTfi s"F-{ s:{t;
qoqo a1-caB[ )l {lD'{C9 lo.\s ffc-{R 5c l-rD. fig {:H5E <I(qlrr.t frTre, g-cT{ m6 ws ,6q<1.<a{, 

cs.r<{t
s-dl{ <sr<rtft 6fi-{:i{f,{fg eertq Tfl;tkt, R{.r{t6, T1'tt&-{, er+rr{r l"rn-s fi{ET ?HT rg erort< s"r*
(qR fi-{I;
<t<sm-'t frws B*x-+ c+fcu-? qt\eETft+ R[iq Cf,{/ndT.{TCE< aa-q qftq qtfi-t, el-s, ?lwfe1-a, {f{q|d s
MTFTC<-{cfs cfic'ft'< <a[{at <FqlT fifiss a36 qrmi ftsft ffi o-<f <xrq;
0RT fi-{R Eqe-r{ xt{rd'<€'l{ST Tft-fi Gerc <I(Etcqn frgs E-ax-+ r{M rg qr stestft-{ RGa ne-<, RSls
c<5tt-\e ks-{"f ffir{T{as.3 arqi .ir{lcs.lq ffirist, €T ql-rflq-n.s-{k ETqrTrl cd{I er<;
t<TrfrT {rcs fir-t rg frcqn qq' q-{-{fu-d rrftnr "p-ora }<Tlf,co +:( c+nx qq, q-+{fu ,trs rcrqt< q.rc,l.
'Tca-{F(' afim"t arfTGR qtsuH itrerr{r lso s-rfcr $fts"r $qr-{ qfi {s-{ qcl..cq, {K {c{r-so s]rr crF{,*L*Ra" ffirF 1$"* a{fs s-fr fin fr-s<"i Efi{Ift Rcqc< csri-{r smrqt ETcrbgs stoo q-r;Gr
l.c{r q-{ft? c(?rsrs AFmq gnR +v<tr+Qi"t q+-r<;
'T&-fir{' <I(Etcq{ frTls, BaT-{ mrti q<( (< qlsstft{ frGa rs<, fux ary rg frsKq cwraale< rc<lqRsx-tkqa-st frxm Afrrvtfistn qrcflq-{ +:fTfi cffi-{T o{t {Grq;
<€ttq \3 RT\ {TCET ffir{ B"i< mqq-a efE1.1-4T A-s.ftrd v1-41'<€rF-S ffi1ft ,tfrl6{ a6af rTq{T{s
<I(qm"tfrWq EET{ C{NrF-ys i'rametefs{ T.trcs -.s qtr'^lo\o srfu=I '1S-<-+{' {lr{ B'teIF ofimqatg ffiFmnrm T.$ >Fr kw"t w$n qrcrtv1r4
CEFTfuT-<T;
C{<t <1'1i (sq xD'toto-sq qd qols) <t(EICI-.t RE\ UET1 cmi{ {s-{ Edk{r a-:ffitrc{DTfrrt6t ffi1t
aqtffi{ effii frdtGs w{-cs-{ qeR-@ s q-ft c<ft sM s-dr{ frlm qftq qt-cl-t g?TR qst qrqcq ,!<( $)ft(6F{ffi gpgrl qrcrd:rHl G&btq <iFffir e ffi eDts s-{t{ etrrcset G-rI eGTe;
<€'r<sr rh, qrfrn B-ar-r+ frrs {ks'.fr w{T.F, fuls rrn-w s*(a frlIR qT-6T frTie, rcrq qmsrr{ ftTre,
fr-sT"trr RGa cTfi{ rqms]. s-fi q.<fiqq arsr{;
qiqT r:i'['{ <€'F-S ct{ TG-r<R qq'ro<rffi uT{pF Efl-{ct c< em<qRE &'R o-st qr< sR c.j-ca] <I(qrfi--,
RWs E-drr r<Nf ,!R fr<o qprq s-st.
qrqT q{'[T G&e r-;l+=lmrq-{ {tgrc ,rsq srfTFr <re-{ts(n. s d6r{.nT fun 6.n* q.rcar rns.r.IIsn
s-fi1

"qFrd dt{ qf:ffi 1q7 aH6-a algqrs{ qqE-ts g"rsfr6;

<I(sffi't RTre, B-crn c<trti< sTeEfQ-+ qarf,F fis-acarqi s {tfiqta Rlrstfi cr{I q-{rtc{-< fr-o6 641--p
cq-{l{ 4c1'l rFfuT D-q'{t{ atIs-(<.

frfrRE s !ErE"{ TsKn-d xr{i online Based e<( At A Time e At A Glance {r+Tqr{
Rlrstscar r-s-{ {-;n;K ca<t q-{'tcfi ffi c"Tlrq 6qrr< {cslotq +-fl;
"ql:rl< $lT qrl-<.f<r" frx.l-+gcr {f{rq c{c{ Trs6r $tT fi-{D-{"f<rc fi-6<rqtqi \e {|{qqH Rps a-ra<fq
oC{ Tft6r{'c'rsm{-{ E-dx-{ ofoFs <ls-{T{ \e qEET crmf, vc{r &&Er{ <r{k s R-{rdn, durmr <r+ql
etrc.ts3ilqF;
<I(qltq't Rr\ E-dnn c<rrsi qtegIft-{ n$d/c(wcrtqttfrcE +-f+,c= qn-q +:f+-6trofnftnx qn] a-,fu?-<-{
E-ffi-{ {frs-d-{Id'fil+r 5ftfur mrq &r<t trotmq ftfu aB"n++t<-o erco exrrfi Tfl-s-<1q< qcry ft6.+rm
d"lm'e <l€-{l{{ <'fl;
q({AR{Tfa {-"ffftE o{-l-uma "f6ftT ef<6a .g TIR-d-{Tr gffi q$d, frps cet e fr-s<q cq]rd-<.{{r
6e6q qr(56 crqq< q-nr <€'f{S Service Excellence Award alia qu( Tl(EIc[-t RT\ E-dr{
c<rrs-i qTestft+ qsRtI-{ fr?rt $qtc{r NrE €$q-{ omr Rk-is ffi s qsq-{ ca-rt R5rs dkor$ <€'1_af, 13_st-{aq'tC{{<r{{tff$;
Te-{-{rt( R$cs< si"E-{ c{t{ rg sr{{ c(clt'tT@ RXrs R-w"t <jrqt fiF E T-{|<' .T'csl <Td{nff Rr.f{
onfu,-q oR+;

fuTCEr xrsft e fiRc1'f <r<-{R-d{ qcsr q-{'l6fm Bga-o<"t, $tss flflT {kllETrl RTIq u$1a c<16{t(
de{fr q<( s-rftT T*r1-{ c-<r{ nsvR$q corv'Data Based c&Frq <iffi< rg ft-{rFk6 gFrffi{ <l-{qr
cwBr]-{s-{t;
extef[l u++ ,r Rgn u<+ R,r-q qt"N frTd1-lfuf{1s C&Et-{ <11-{Er \e ffi Sfl6ar <rr{t flq6t s-fls
{r{t
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sr{f c{rt{ Tr{l{n-{ r(Fts ser+frR:

<r(dt-cqn RTrq E{r+ mrc-s-? s.leglfta R-q*q €Er$H dfrB ffi arfi"rfirnqffi-r ard-ft lrikT(
+:ffitotq E1&o cafrs oRs qT]r<.{ o{r{{ q<( qfe,crrtf cr{it-{ c-fi$r{ Tlt-F;[;
glss cr<]-{ :rr{ trs{rd \3 slRocr{ (sHlfr aFrr{ q&I<'f't 3l-co1 e der.lf <jrEf'Ftt (Grievance
Redress systeml-c+ E*s o-<-co ftefiil strq e <rc<].s{r cc-{r $aercq-d qfu{ oE"l s st qs
T{t{rc+{ qrvi Call Center e qffi fr6rm 5 qtin ffi< ffifud ?FE"t;
fifle-r fr<T"rq c<?A-d qts\oH 1q-46qft qfrE q-+curlfi-{ u-al fr6 m+ q-ffis-fl.i efrrcset c{fi;
cq< x*tfts <€tl{S< frCa aqut rr @ r(s6r{ ord <IiErcfi frKis EExa c<tU q< qt\estft{ r?FFt Rst,
Rfr* c<"u ,g fr-q<t glr+< Tf,€LT{ o':fosrr+:frtRrq-{ a-lc{ R-s{{ q<( q-{'tclrs RT* clcT e 5f+
dr.,r<tr$ +<fti q*t-c6 crus{ s-{r{ Eml fiTF{/crrqb frs<"t €T arms-fiT uqi;r eR.t;
Rll_strra s1&< ftst-< q<q-t{, <I(Erfirrl< q(R$rG'<l(skrifrTs, E-c!-{ c{r{i "b{, fu1is rrn-w stsid,s<(
ssqc(Sls qlftT ftsR €'fu e +:fiofo q3-ys +r* <of<T Ardf"ffi "tRrrTT <tqql6q.t frTrq
Rdr{ c<tr, rq"r s-fcnttR ?fgs-{<Es 6fr.q:f{fd-fE e&Ff{ <iffis rg ffi ADtcfi <i-+$ efqq,

dlqT Cffif{ a'n E-*a-+ \e Sfm&-3 Cstrfifr EIWC< q&i$rf dS"l \e SfuoR <I{ql"|-{f Eaic- o-<-Cs <t(s.|fi-.IRfrs
Bsr{ c<ffi qtsq8'r{ q-q-q grfr"ffi/s:ffiHrF Trrqcn {ffi"ttstft ct{t&-s cqt'tkTI'l {til-cc sD-r{ dFl{6it
E]_qtcnt {r<t

ffi rg +qm-+rqtor Er{lfr .{<( drqa {cF\5-{vt {(Frs B'ffiR:

R5rsts({ qtB-{ ftsF{ q<qr;r, <I(Etqrl< q<frttr+ {t(El-cq.t RErs E{x-+ c{r{i'it{, fuis rrn-w sqn q<(
€sra<o.fs Wfr< ftsR 9fr, \e $:ffis {t{t <T{ Sr* RGH c{frff{, ao1, ffi7ffifi-+. s cclrfi1-q frC{ffi
$D-l{;

Te<-{:{ 'f.rqd Eerqm <I(.TlG-.t fr5ls R*xa mFi u< st\estft{ <Fs\o {sq ?rrR qll-ffsr< c-q{ T&T<r.ir
c{t('ff'< {aflnat <I{{f-{ e x&s-o<q frFFs s-{r{ q-{i afui-ctr t dect;
<I(Elrr-'t fr5re E*xa-+ r<rrg-'T sts\otQ-q qqrsH ft5Irc< q'tE-{,{<i Fkr(E{ T6m cdH-ocfl }-{rrr{sr/TfElril
e +itl stedr{ fis-s/FllF€t \e {I{rln q-n{otrf {rrat fiIn qrDE;retT{.s oFfuT qfcrtq-{t
<€Flqr 6fln'l{ <t<Et Rfi-i(t-c.t RTTrs< gft-o c<< ffi E-crrr' RTrs qt:$t rg R5rrw ffifu-r <i-<-{tcj-{
qlqi, SDi_<6flT{-o OK,FC;
<I(Erm'tRWq B-*x-q c<mr< frps frq*qE<'ffn-{ cs-ftrr Sr<.t Err< <€'t{$T fi-<t c-rfrs rge?rl s Efurts
trq-+Efio c<t6 qprcdr nt{Tcq aErcfi <FeFF-{cf;

ffi o"ft<qe-< sITs< el,gs-s-<Ec Elg-T{ff{ q-{i sqi ctD'toto srRBI {{Aqr\9fi Tt(qrfi=t rr+rr<-* R5rs,
q-1alfi rg {Fq c-1r fr'sr-o:fiTftT ffi w{ti{ nr{E qrfrT R"Ics g{lq q&ft ftcr< qFrq.f qr+tffil
<t(4lcqrt frTls. E-{-{-{ c<'r6'rbrq <€'KSF w<qn', nfrcqlq (slrsl qrmrq-+ m{fiR sbct qcs qt't? )blc.),
.iGql rg fi]'ilK <l(qt Rfr'r(t-r"t ffi rya;-a ofst-s Erf, {c< <sr<T $cfi,tft "fR<rq< rytrqt crsrTfo <t(qrcn.l
fur< udr-{ a{rs r-fo u-1'cn-fiR $g\o-{<Es s}qri<f,s-gis eebn <ial3 s ffi su.;l-d{ o=qt aqq,

wfu< A9t <€'1<.S'c.I*l TeT{ Te{rcffi w.rs+frfr B'rocl'l 'las T:("ffu tf,c c-srt6 <l€-{t{r;rd q-{I
6q-Sa q11a)fr-E ofrE ,g au;q gq-qfrfi* qr-{c{ T<<q xst qTofifi os >ffr'Qoto 

"TfrBI 
>rst w{frE EC{ r

u"rofrEqq wl-'ffft tq cs-{TfR eoqo uffr6r6 s{1ff e ffis s:("tft-s-fl{t g"tg{ s-dgs
c+-6x rt<'rbfi-+ sfr6-d nqry {Bcr{ ffi q-m frrs qmr

t, e e 8 nE-{ q{cqcn u16s 5:@ e o:('tk$-s-dt qT(TIq-{ F-{t {Et

qs3"K, qt-< csta qrolu-{l il aroR q-$-6rcr {-{r<Iq u.prm{ TI{I-F:rst< rrflfd cqt-T.fi T-fi err
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s)
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qE{ q-{ffi \e $cflqfts <I{qt eRr6t{ qn] q{frPt cer{"i $-{t qq (ffitErd F{rT{tr{ ffi):

sr ctr{, RWq R-o1t<AmlqB<fFf.s, trlf,tr

tr cuTlfll{ s qq{mT FrSs qtirbfr"r pffi, apq6q1RXrq E-ax-q r<fri, ulolr
el {TrTI, $'ttt{(qfuft-@ cfig e qlq<fT<F, Eq+riot s<( B6r{ft T:ffls c(Fts 8"ffi6, <l(qkq.t frp's Ear<

c{r6, q-511

8 | qqqt (qdl s qle<|rc, Slc-r fi<f{ {]r{E"nn c(Fl_g E"foffi, {t({tfi--t frErq Bdr{ c<t', ufOr
ct q{'at'd;t{ffi) \e qq<Hrc, "qlxf{ $m qmfa.1-9" apfun <rs{:ra c(sts B"roffi, <f<qrm-.f fuR E-dr{

c{i6, u;q11

u I rrsT (ksdl) e qlR<[TtiF, <I(Ekr=t frps E-tr-+ cOli-s< sfacm6 -FcEIfl RTrstT{ $rrfuT <rc-{h-q c(Ftg
6'roffi, <Rqrfi.tfrEs Bar+ mt6, urotl

1l wml l$qtr-{) s qlR{lrtr, ffi e i-{t-r-{c16iT qffi q<( Slqr {ru-srst c(@ts SrrofrB, <t(Etc[-t RTIs
E+a-q mrri, orott

tsl qqql1c{f-{tfr qfts-{Fi) s Tq-qq<la-s, ffi s il{Rl;tr<I'tl qfffi o<< $t-{T crFsrst q"EEs StrfrE,
<t(qtcr.t frgs E-*T"{ c{6, ff$il

bt r'-s-q d{r{ arfrxrftAql<r<'${<F/eff,fl "lfrDTqs(g{r{ arfr-ffrAq&f{s acf{ ffir-filgfrke affi erfi.tft,
<I(EIfi:t RSrS S-*-A-{ C{lIi r

so I fin-€s Gqt< e sq[l{<R. ffiqa1 a'{q5t, <Rqlrr.t ft5rs trm-4c<nir
ss r q-rE {qqT/{q-ql{B<, cs-fiT qli{bfr-f offi, <t<qirq.t RTrs E-dril c<f6, ul.of l

5\ | q-q-q $'rsfrtrd qrpiirt.f, <1({kr.l fr5rs Bax-+ c<tril
s.r r frqqe I cmf<-vt-+, <t(qlfi-.tfrEs E-ar+ c<[6, rrotl
s8 r q-+-e EerofrB{ qqqr {F<'t6t. <t(qrcn.t frps E-ax-+ cmir
5c r q-6-q lfrD"l-{s./<I{qpfo/Eq{{Iiro grd-tftlefo-* qfiD]_q-s, {(ilrcq.t i<5r< tr*x-* c<tir
s\bl frRs-{ fttc qrlfrs, ur+t rPtEbT< Gry, REr<t, uto l+tdk+<ffi qlftE r?E{rs e-cnr< (${6t s
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