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Citizens’ skills in the use of collaborative technology far 
outstrip governments. If governments are forced to get up 
to speed to meet citizens on their own terms, the 
possibilities of drawing in more knowledge into the 
governance process are impressive, flipping the 
conventional decision-making on its head. It’s an open 
question whether government can actually adapt.6  

— Frank Graves, President, EKOS Research 
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Left Figure 1 – 
Citizen View of 
Government Service 
Provision in Canada, 
Source: Flumian, 
2006. 
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6/-&(!$&9!-6!7-.$/&>$&(!'$/.)1$=!!

K)/<-B)!5$($A$:!H)1)(%1)''!8;B0'!;(!
%#)!5-%-X)(!

J*)@9)&7! -&! @$''-&'! 6/->! '*1#!F-/@9! @$09$/'! 0'! (#$!bS!
7-.$/&>$&(A! $'5$1)0@@D! (#$! 9$50/(>$&(! 6-/! P-/O'! 0&9!
M$&')-&'A! B$&(/$@)&OA! 0&9! L)&705-/$A! )&! X<<WA! (#$! B0&09)0&!
7-.$/&>$&(!1/$0($9!0!F#-@$4-647-.$/&>$&(!-/70&)80()-&!(-!
9$@).$/!1)()8$&41$&(/$9!'$/.)1$!2E)7*/$!X3=!

5)(%/)1-(V:!Q-;())/-(.!O01%-U5#$(()1!
B$&(/$@)&O^'! 0&&*0@! C*97$(! )'! mX=V! C)@@)-&! 2KbL3! 0&9! )(!
9)'(/)C*($'! 055/-?)>0($@D! mQV! C)@@)-&! )&! '-1)0@! '$1*/)(D!
50D>$&('!-&!C$#0@6!-6!5-@)1D!9$50/(>$&('=!B$&(/$@)&OG!
!

• #0'!Q=W!>)@@)-&!1*'(->$/'A!$j*0@)&7!055/-?)>0($@D!-&$4
(#)/9!-6!(#$!K*'(/0@)0&!5-5*@0()-&!!

• 50D'!:<!>)@@)-&! )&9).)9*0@! $&()(@$>$&('! $01#!D$0/!0&9!
/$1-/9'! W=X! C)@@)-&! $@$1(/-&)1! 1*'(->$/! (/0&'01()-&'!
$01#!D$0/!

• 09>)&)'($/'! >-/$! (#0&! :U<! 9)66$/$&(! 5/-9*1('! 0&9!!
'$/.)1$'!6-/!XW!7-.$/&>$&(!07$&1)$'!

• $>5@-D'!>-/$!(#0&!XW!<<<!'(066!!
• #0'! >-/$! (#0&! :! <<<! '$/.)1$! 9$@).$/D! 5-)&('! /0&7)&7!

6/->! @0/7$! B*'(->$/! L$/.)1$! B$&(/$'! (-! '>0@@! .)')()&7!
'$/.)1$'!

• #0'!')7&)6)10&(@D!/$9*1$9!(#$!&*>C$/!-6! @$(($/'!'$&(!(-!
)('!1*'(->$/'!

• 5/-.)9$'!5$/'-&0@)8$9!'$/.)1$'!)&!-.$/!Y<!@0&7*07$'!!
• /$1$).$'!>-/$! (#0&!V<=ZZ!>)@@)-&! ($@$5#-&$!10@@'! $01#!

D$0/!!
• /$1$).$'!UZ=X!>)@@)-&!F$C')($!507$!.)$F'!$01#!D$0/!!
• 7/0&('!>-/$!(#0&!X=Y!>)@@)-&!&$F!1@0)>'!$01#!D$0/!!

!
%&!X<<UA!(#$!K*'(/0@)0&!9$50/(>$&(!-6!N*>0&!L$/.)1$'!F0'!

1/$0($9! (-! 5/-.)9$! 9)/$1(A! B0C)&$(4@$.$@! -.$/')7#(! 0&9!
011-*&(0C)@)(D! 6-/! (#$! 7-.$/&>$&(^'! 1)()8$&41$&(/$9! '$/.)1$!
9$@).$/D! &$(F-/O=! N0.)&7! 0! H)&)'($/! 9)/$1(@D! 011-*&(0C@$! 6-/!
'$/.)1$! 9$@).$/D! )'! $&0C@)&7! >-/$! $66$1().$! /$@0()-&'#)5'!
C$(F$$&!'$/.)1$!9$@).$/D!0&9!5-@)1D!9$50/(>$&('=!
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N-F$.$/A!K*'(/0@)0!F-*@9!#0.$!(-!F0)(!*&()@!X<<QA!F#$&!)('!
$47-.$/&>$&(!'(/0($7D!/$5-/(A!hc$'5-&').$!,-.$/&>$&(G!K!R$F!
L$/.)1$! K7$&90Ai! 9$1@0/$9! 0! .)')-&! h6-/! 0! 1-&&$1($9! 0&9!
/$'5-&').$! 7-.$/&>$&(=i! "#)'! 9-1*>$&(! 5/-.)9$9! (#$!
-.$/0/1#)&7! 9)/$1()-&! 6-/! 1)()8$&41$&(/$9! '$/.)1$! (#/-*7#! 0@@!
9$@).$/D! 1#0&&$@'A!*&9$/5)&&$9!CD! 6*@@D! )&($7/0($9!$41050C)@)(D!
0&9! '*55-/($9! CD! 1-@@0C-/0()-&! 01/-''! 7-.$/&>$&(! 0&9! (#$!
5/).0($!'$1(-/=!

!
%&! '*>>0/DA! (#$! B$&(/$@)&O! $?0>5@$! *&9$/'1-/$'! (#$!

)>5-/(0&1$! -6! #0.)&7! B0C)&$(4@$.$@! @$09$/'#)5A! 0! 6-1*'! -&! (#$!
6/-&(4$&9! -6! 7-.$/&>$&(A! 0&9! 0! 6-1*'! -&! (#$! 1)()8$&=! "#$!
K*'(/0@)0&'! >09$! 01()-&! 0! 5/)-/)(DG! (#$D! g*'(! 9)9! )(=! E/->! (#$!
'(0/(A!B$&(/$@)&O!9)9&^(!9$5$&9!-&!@-&7!5@0&&)&7!#-/)8-&'!-/!7$(!
>)/$9! )&! )''*$'! /$@0($9! (-! )&6-/>0()-&! ($1#&-@-7DA! '#0/$9!
'$/.)1$'A!$47-.$/&>$&(A!-/!)9$&()(D!>0&07$>$&(!0&9!5/).01D=!%(!
F0'!9/).$&!CD!5-@)()10@!9)/$1()-&!(-!)>5/-.$!1)()8$&!'$/.)1$'!0&9!
/$9*1$!1-'('=!B->C)&$9!F)(#!$66-/('!1*//$&(@D!*&9$/F0D!)&!(#$!
K*'(/0@)0&! ,-.$/&>$&(! %&6-/>0()-&! H0&07$>$&(! +66)1$!
2K,%H+3A! K*'(/0@)0! )'! &-F! $>C/01)&7! 0! F$C! X=<! F-/@9! F#)1#!
F)@@! 5/-.)9$! 0&! $.$&! >-/$! 1-@@0C-/0().$A! )&($7/0($9! F0D! 6-/!
1)()8$&'!0&9!C*')&$''$'!(-!F-/O!F)(#!7-.$/&>$&(!0&9!-(#$/'!(-!
011$''!'$/.)1$'!$0')@D=!!

!
!
T-$! `-@5$A! (#$! H)&)'($/! F#-! -.$/'0F! (#$! 1/$0()-&! -6!

L$/.)1$!B0&090A!/$10@@'G!!
!

"#$!0>-*&(!-6!5/$50/0()-&!F$!9)9!(-!7$(!/$09D!F0'!
5#$&->$&0@=!%(!(--O!(F-!D$0/'!-6!/$'$0/1#!-6!7@-C0@!
C$'(!5/01()1$'!)&!C-(#!(#$!5*C@)1!0&9!5/).0($!'$1(-/'=!
"#$! /$'$0/1#! )&1@*9$9! $.$/D(#)&7! 6/->! 10@@! 1$&(/$!
1-&'-@)90()-&! (-! )&6-/>0()-&! 1-@@$1()-&! (-!

)&($7/0()&7! '$/.)1$! (-! 1@)$&(! '$7>$&(0()-&! (-! -66)1$!
9$')7&=! K6($/! (#0(A! F$! 9$.$@-5$9! 5/--6! -6! 1-&1$5('!
6-/! F#0(! >)7#(! F-/O! )&! 0! B0&09)0&! 1-&($?(=! +&@D!
06($/! @$0/&)&7! 6/->! (#-'$!$?5$/)$&1$'!9)9!F$!C$7)&!
(-! /$'#05$!-*/!C*')&$''!5/01()1$'! 0&9!C$#0.)-/'! (-!
/$'#05$! C-(#! -*/! 6/-&(4$&9! '$/.)1$! $?5$/)$&1$! 0&9!
-*/! '*55-/()&7! C01O4$&9! '#0/$9! '$/.)1$'! 0&9!
5/-1$''$'! ')>*@(0&$-*'@D=! K'! 0! >)&)'($/A! %! #09! (-!
C0@0&1$!)&&-.0()-&!0&9!/)'O=!J*(!%!O&$F!F$!F$/$&^(!
7-)&7!0&DF#$/$!)6!F$!9)9&^(!/)'O!'->$(#)&7=:U!

!
E-*/! D$0/'! -6! '(*9DA! 5@0&&)&7A! 0&9! 5/--6! -6! 1-&1$5('!

5/$1$9$9! (#$! X<<W! @0*&1#! -6! L$/.)1$! B0&090=! L)7&)6)10&(!
$66-/(! F$&(! )&(-! 5/$50/)&7! (#$! F-/O6-/1$=! L$/.)1$! B0&090!
B-@@$7$! l! (#$! 6)/'(! 5*C@)1! '$1(-/! (/0)&)&7! -/70&)80()-&! -6! )('!
O)&9! l! F0'! $'(0C@)'#$9! (-! #$@5! )&(/-9*1$! '(066! (-! C$'(!
5/01()1$'!6-/!$&#0&1)&7!(#$!'$/.)1$!$?5$/)$&1$!0&9!01#)$.)&7!
C$(($/!-*(1->$'=!!

!
+&1$! L$/.)1$! B0&090! F0'! @0*&1#$9A! )(! F0'! @0*9$9! CD!

1)()8$&'! 0&9! 5-@)()1)0&'! 0@)O$=! c$7! K@1-1OA! (#$&! M/$')9$&(! -6!
(#$!"/$0'*/D!J-0/9A!B0&090^'!1$&(/0@!07$&1D!6-/!$?5$&9)(*/$!
0&9!>0&07$>$&(A!'0)9G!!
!

%!F0'!C@-F&!0F0D!CD!#-F!60'(!)(!'10@$9=!"F$&(D4(F-!
(#-*'0&9! $>5@-D$$'! #)(! (#$! 7/-*&9! /*&&)&7=! "#$!
)>5/-.$>$&('!F$/$!-C.)-*'!0@>-'(!)>>$9)0($@D=!"-!
$&'*/$! )('! '*11$''A! F$! $'(0C@)'#$9! 0! B->>)(($$! -6!
B0C)&$(!(-!O$$5!9/).)&7! )>5@$>$&(0()-&=!P$!*&9$/4
'(--9! 5/$''*/$! 6/->! (#$! 5-@)()10@! @$.$@! F0'!
&$1$''0/D! (-! 7$(! -*/! 9$50/(>$&('! F-/O)&7!
(-7$(#$/=:W!!
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L$/.)1$!B0&090!1/$0($9!0!1)()8$&41$&(/$9!C*')&$''!>-9$@!
(#0(! C/-O$! (#$! (/09)()-&0@! 5/-7/0>>0()1! '(/*1(*/$! 0&9!
)&'($09! 6-1*'$9! -&! 9$.$@-5)&7A! >0&07)&7A! 0&9! 9$@).$/)&7!
'$/.)1$'!6-/!1)()8$&'=!%(!#0'!'*11$''6*@@D!'#)6($9!0F0D!6/->!0&!
09>)&)'(/0().$A! 1->5@)0&1$4C0'$9! 1*@(*/$! (-! 0! 5/-6$'')-&0@!
'$/.)1$! 1*@(*/$=! %(! 1-@@0C-/0($9! F)(#! -(#$/! 6$9$/0@!
9$50/(>$&('!0&9!@$.$@'!-6!7-.$/&>$&(!(-!9$.$@-5!)&($7/0($9!
0&9! '$0>@$''! '$/.)1$'! )&! 50/(&$/'#)5=! %(! '#)6($9! (-! 0! >-/$!
6@$?)C@$! 0&9! /$'5-&').$! '$/.)1$! 9$@).$/D! )&6/0'(/*1(*/$A!
$?5$/)>$&()&7! F)(#! -/70&)80()-&0@! '(/*1(*/$A! 7-.$/&0&1$A!
0&9! 1*@(*/$! (-! 0@@-F! '$/.)1$'! (-! C$! j*)1O@D! )&(/-9*1$9! 0&9!
1#0&7$9=!!

7G"DH3K!KFHNJ5F!>4?:!
3FDIJL,!"J79!
D55GRL7DSJIJ7Y!DL3!
GH,DLJWD7JGLDI!K7HR57RHF!

L$/.)1$!B0&090!0&9!B$&(/$@)&O!0/$!C$&1#>0/O'!6-/!
1--/9)&0()&7!0&9!)>5/-.)&7!'$/.)1$'!6-/!1)()8$&'=!K&9!D$(!
')@-'!'()@@!/$>0)&!)&!C-(#!07$&1)$'A!0&9!9-*C($/'!5$/')'(!)&!
7-.$/&>$&(=!e$')7&)&7!'$/.)1$'!(#0(!9/0F!-&!(#$!'(/$&7(#'!
-6!9)66$/$&(!07$&1)$'!0&9[-/!7-.$/&>$&('!0&9!F/055)&7!
(#$>!$66$1().$@D!0/-*&9!0!1)()8$&!@)O$!H*//0D!1-&()&*$'!(-!
/0)'$!j*$'()-&'!0C-*(!011-*&(0C)@)(D!0&9!)''*$'!-6!-/70&)4
80()-&0@!'(/*1(*/$=!!

!
E)/'(!0/$!(#$!011-*&(0C)@)(D!j*$'()-&'G!%6!0!&*>C$/!-6!

07$&1)$'!0/$!F-/O)&7!(-7$(#$/!(-!9$@).$/!0!'$/.)1$A!F#-!)'!
*@()>0($@D!011-*&(0C@$!6-/!(#$!j*0@)(D!-6!(#0(!'$/.)1$k!%'!)(!
$&-*7#!6-/!$01#!07$&1D!(-!C$!011-*&(0C@$!6-/!)('!50/(k!+/!
'#-*@9!(#$/$!C$!0&!-.$/'$$/!011-*&(0C@$!6-/!(#$!F#-@$!
'$/.)1$k!P#)1#!5-@)()10@!@$09$/!7$('!(-!1@0)>!'*11$''A!-/!C$!
/$'5-&')C@$!6-/!60)@*/$k!P#-!)'!-&!(#$!#--O!6-/!1-'('k!P#-!
7$('!(#$!'0.)&7'k!!

!
E/->! 0! 1)()8$&^'! 5$/'5$1().$A! &-&$! -6! (#$'$! j*$'()-&'!

>0(($/=! E/->! (#$)/!5-)&(!-6! .)$FA! 7-.$/&>$&(! )'!-&$!$&()(DA!
0&9! (#$D! $?5$1(! )(! (-! 01(! @)O$! -&$=! J*(! (#$! 6@)5! ')9$! -6! (#0(!
$?5$1(0()-&! )'! (#0(! F#$&! '->$(#)&7! 7-.$/&>$&(! 9$@).$/'!
7-$'! F/-&7A! 1)()8$&'! C@0>$! (#$! $&()/$! $&()(D! l! (#$D! 9-&^(!
9)'()&7*)'#! 0>-&7! 9)66$/$&(! 07$&1)$'! -/! '$/.)1$! 5/-.)9$/'=!
E-/! (#)'! /$0'-&A! 011-*&(0C)@)()$'! >0(($/=! "#$D! 9$6)&$! (#$!
(/09)()-&0@!/-@$'!0&9!/$'5-&')C)@)()$'!-6!5-@)()1)0&'!0&9!5*C@)1!
'$/.0&('=!K'!'*1#A!(#$D!0/$!#0/9!(-!1#0&7$=!!

!
L$1-&9! 0/$! (#$! 1*@(*/0@! 0&9! >0&07$>$&(! )''*$'G!

e)66$/$&(!-/70&)80()-&'!#0.$!9)66$/$&(!10501)()$'A!F-/O!#0C)('!
0&9! &-/>'=!H0O)&7! 1-@@0C-/0()-&!F-/O!>$0&'! #0/>-&)8)&7!
9)66$/$&(! 1*@(*/$'A! -.$/1->)&7! 1-&1$/&'! 0C-*(! (*/6! 0&9!
'#0/$9!/)'OA!0&9! 6)&9)&7!F0D'! (-!'(0D! 6-1*'$9!-&!0!1->>-&!
7-0@! 0&9! 0! 1->>-&! 1)()8$&=! H0&07$/'! 0&9! '(066! #0.$! C$$&!

(/0)&$9!(-!F-/O!)&!(#$)/!')@-'A!'-!>-.)&7!(-!F-/O)&7!5/-9*14
().$@D! F)(#! -(#$/! 07$&1)$'! )'! 0! /$0@! '#)6(=! H-/$-.$/A! 1@0'')1!
-/70&)80()-&0@!#)$/0/1#)$'!10&!'@-F!9-F&!$66-/('!(-!)>5/-.$!
'$/.)1$'! 6-/! 1)()8$&'=! d0D$/'! *5-&! @0D$/'! -6! >0&07$>$&(!
055/-.0@! 5/-1$''$'! '()6@$! )&&-.0()-&=! ,--9! )9$0'! 10&^(! 7$(!
)>5@$>$&($9! j*)1O@D! *&@$''! '$&)-/! @$09$/'#)5! 1/$0($'! 0&!
$&.)/-&>$&(! (#0(! .0@*$'! )9$0'! 0(! 0@@! @$.$@'! -6! (#$!
-/70&)80()-&=!!

!
K*'(/0@)0! 0&9! B0&090! #0.$! '#-F&! (#0(! 5/-7/$''! )'!

5-'')C@$!(#/-*7#!'*'(0)&$9!@$09$/'#)5!0&9!@$0/&)&7!CD!9-)&7=!
J*(! 011-*&(0C)@)(D! 0&9! 1*@(*/$! )''*$'! #0.$! $.-@.$9! )&(-! 0&!
-C'$'')-&! F)(#! @)&O)&7! -/70&)80()-&0@! '(/*1(*/$! (-! #0/94
F)/$9!011-*&(0C)@)()$'G!0&!-.$/F#$@>)&7! 6-1*'!-&! oP#-^'! )&!
1#0/7$k^! )&'($09! -6! oP#0(^'! (#$! -*(1->$k^=! M*C@)1! '$/.0&('!
#)9$!C$#)&9!&)&$($$&(#41$&(*/D!>-9$@'!-6!-/70&)80()-&!0&9!
'(/*1(*/$! -6! 7-.$/&>$&(A! F0)()&7! 6-/! 5-@)()10@! 5/-1$''$'! (-!
/$'-@.$! (#$)/! 5$/1$).$9! '(/*1(*/0@! )''*$'=! M-@)()1)0&'! 0/$!
'$@9->! $j*)55$9! (-! @$05! -.$/! (#$'$! #*/9@$'! (-! )&&-.0()-&=!
P)(#-*(! '(/-&7! @$09$/'#)5! 6-1*')&7! -&! (#$! 1)()8$&A! '$/.)1$!
(/0&'6-/>0()-&!7$('!'(*1O=!

!
"-! @$05! -.$/! (#$'$! #*/9@$'! (-! )&&-.0()-&A! F$! &$$9! 0!

9)66$/$&(! 055/-01#=!P$! &$$9! (-! @--O! C$D-&9! -*/! -C'$'')-&!
F)(#!'(/*1(*/$A!0&9!'$$O!-*(!(#$!$&0C@$/'!-6!)&&-.0()-&=!K&9!
F)(#!F$C!X=<A!F$!&-F!#0.$!(#$!(--@'!(-!9-!)(=!

!

O-11-;(!3;11$/!O0//$2!>4?!
d$(^'! )>07)&$!0!'1$&0/)-!F#$/$!H)@@)-&!e-@@0/!H*//0D!)'!

-&!(#$!'(/$$('!-6!e=B=!(-90D=!P#0(!>)7#(!#055$&k!
+66)1$/! +^J/D0&! )'! &$FA! C*(! #$^'! #$0/9! -6! H*//0D! 6/->! #)'!
1-@@$07*$'=! e/).)&7! #)'! 1/*)'$/! 9-F&! (#$! '(/$$('! -6! e=B=A! #$!
'5-('!'->$-&$!F#-!055$0/'!(-!C$!H*//0D!0'@$$5!-&!0!C$&1#=!!

!
+^J/D0&! #0'! 0! 1#-)1$=! N$! 10&! $)(#$/! 0//$'(!H*//0DA! 5*(!

#)>! )&! (#$!9/*&O! (0&OA! 0&9! @--O! 6-/F0/9! (-!5)1O)&7!#)>!*5!
070)&! 0! 6$F!90D'! @0($/A! -/!9-! '->$(#)&7!9)66$/$&(! l! 1-&&$1(!
F)(#!'-1)0@!'$/.)1$'!(-!6)&9!-*(!F#0(!'-/(!-6!10/$!(#$D!>)7#(!
C$!0C@$! (-!-66$/=!+*(!1->$'!+^J/D0&^'!MeK=!B#$1O)&7!,--7@$!
H05'A! #$^'! 7-(! (#$! @-10()-&! -6! 099)1()-&! '$/.)1$'! 0&9!
#->$@$''!'#$@($/'!)&!(#$!0/$0=!!

!
N$! $.$&! C/)&7'! *5! 0! @0D$/! 1/$0($9! CD! 0! @-10@! 5-.$/(D!

09.-101D! 7/-*5! (#0(! #0'! 9-&$! /0()&7'! -6! (#-'$! '#$@($/'=! N$!
'$&9'! 0! ($?(!>$''07$! -*(! (-! 0! "F)(($/! 7/-*5! -6! 1->>*&)(D!
F-/O$/'!0&9!5-@)1$!-66)1$/'!F#-!0/$!01().$!-&!#)'!C$0(=!h%^.$!
7-(! H*//0D! #$/$=! K>! (#)&O)&7! 0C-*(! (0O)&7! #)>! (-!
L#$5#0/9^'=i! hR-! 7--9Ai! 1->$'! (#$! 0&'F$/! C01O! 6/->! (#$!
9)/$1(-/! 0(! L#$5#0/9^'A! hP$^/$! 6*@@=! %'! (#$! L0@.0()-&! K/>D!
5-'')C@$ki!!

!
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"#$!($?(!1->$'! )&! 6/->!(#$!L0@.0()-&!K/>DG!hf$'=!L501$!
0.0)@0C@$=i!K6($/!$0')&7!#)>!)&(-!(#$!1/*)'$/A!+^J/D0&!5*@@'!*5!
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'*55-/(!2(#$!7-.$/&>$&(!1#0&7$9!)&!$0/@D!X<<Q3A!'-!>*1#!-6!
(#$!T0>^'!5-($&()0@!F0'!@$6(!*&6*@6)@@$9=!

!
J*(! (#$! '5)/)(! -6! (#$! T0>! @).$'! -&=! J)@@! ")5(-&A! 5/-g$1(!

>0&07$/!6-/!N$F@$((!M01O0/9!0&9!1-&(/)C*()&7!0*(#-/!0(!(#$!
,@-C0@!e)0@-7*$!B$&(/$A!F/-($!0C-*(!F#0(!)(!>$0&(!(-!#)>A!0'!
0!C@)&9!5$/'-&A!(-!6)&9!(#$!N0C)(0(!T0>G!h"#)'!)'!'-!$?1)()&7!)(!
>0O$'!>D!#0)/!'(0&9!*5!-&!$&9!(-!'$$!0&9!(0@O!F)(#!5$-5@$!
F)(#! 9)'0C)@)()$'! -&4@)&$=iX<! J)@@! &-F! @$09'! 0&! -&47-)&7!
9)0@-7*$! F)(#! '$.$&(D! 9)'0C@$9! 5$-5@$! 6/->! '@*>'! 0/-*&9!
(#$! 7@-C$=! N$! #$@5'! (-! /0)'$! >-&$D! 6-/! '$/.)1$'! )&! (#$'$!
1->>*&)()$'=!

!
"#)'! )'! 5/-'*>5()-&! &-(! g*'(! )&! ($/>'! -6! )>5/-.)&7!

'$/.)1$'A! C*(! )&! 1-&1$).)&7! (#$>=! H-/$! 0&9! >-/$! -6! (#$'$!
1-&.$/'0()-&'! 0/$! #$@5)&7! '$(! 07$&90'! (#0(! F$/$! &-(! #)7#!
5/)-/)()$'! 6-/! &0()-&0@! 7-.$/&>$&('! l! (#)&OA! 6-/! $?0>5@$A! -6!
1@)>0($! 1#0&7$A!#*&7$/! 0&9!K)9'! )&!K6/)10=! L*1#! )''*$'!&-F!
055$0/! -&! 7-.$/&>$&(0@! 07$&90'! C$10*'$! (#$! 5*C@)1! '5-O$!
*5!l!$.$/D-&$!6/->!/-1O!'(0/'!(-!1)()8$&'!(-!5*C@)1!-66)1)0@'!(-!
&-(46-/45/-6)('!(-!(#-'$!9)/$1(@D!066$1($9=!!

!
P-/@9! @$09$/'! 0&9! 7-.$/&>$&('!F)@@! &$$9! (-! 6)&9!F0D'!

(-! /$'5-&9! 0&9! 50/()1)50($! )&! (#$'$! 9)'1*'')-&'=! "#$D! F)@@!
601$!1#-)1$'!0C-*(!F#$(#$/!(-!/$>0)&!/$01().$!-/!F#$(#$/!(-!
6)&9!&$F!F0D'!-6!$&($/)&7!(#$!1-&.$/'0()-&!)&!5/-01().$!0&9!
5/-9*1().$! F0D'! (#0(! @$09! (-! C$(($/! 5-@)1DA! '$/.)1$'A! 0&9!
-*(1->$'=!"#$!N0C)(0(!T0>!)'!0!7/$0(!0/7*>$&(!6-/!(0O)&7!(#$!
@0(($/!50(#=!!

K%$/%-(.!C;-(%'!@;/!$!')/<-B)'!>4?!
'%/$%).2!

P#)@$! ,-.$/&>$&(! X=<! )'! '()@@! )&! )('! )&60&1DA! 0&9! F#)@$!
(#$/$! 0/$! '()@@! .$/D! 6$F! 1-&1/$($! '$/.)1$! X=<! )&&-.0()-&'! (-!
9/0F!-&A!0!&*>C$/!-6!P$C!X=<!1-&1$5('!5-5*@0/)8$9!)&!-(#$/!
'$1(-/'!10&!#$@5!6-/>!0!#D5-(#$')'!-&!#-F!(#$D!>)7#(!F-/O!
)&! (#$! 5*C@)1! '$1(-/=! M$/#05'! (#$! 7/$0($'(! -55-/(*&)(D! )'! (-!
*'$! P$C! X=<^'! &$F! 6*&1()-&4/)1#! )&6/0'(/*1(*/$! (-! 0&'F$/!
>-/$! 1/$0().$@D! (#$! j*$'()-&! -6! hF#-! 9-$'! F#0(i=! M*C@)1!
'$/.)1$'!&-!@-&7$/!&$$9!(-!C$!5/-.)9$9!CD!7-.$/&>$&(!0@-&$I!
0&D! 1->C)&0()-&! -6! 5*C@)1! 07$&1)$'A! (#$! 5/).0($! '$1(-/A! 0!
1->>*&)(D! 7/-*5A! -/! 1)()8$&'! 10&! 5/-.)9$! (#$>A! *')&7! (#$!
P$C!(-!1-@@0C-/0($A!)&&-.0($!0&9!$&707$=!!

!
P#0(!6-@@-F'!0/$!0!6$F!)9$0'!6-/!7$(()&7!'(0/($9!-&!D-*/!

'$/.)1$!X=<!g-*/&$D=!!
!
H)%#-(V!%#)!'-(.1)!*-(A;*4!E-/!-.$/!0!9$109$A!$66-/('!

(-! )&($7/0($! 9)'50/0($! 5*C@)1! '$/.)1$'! 0&9! )&6-/>0()-&! )&(-!
1-&.$&)$&(! h1)()8$&41$&(/)1i! 5-/(0@'! #0.$! 6*&90>$&(0@@D!
)>5/-.$9! (#$! $66)1)$&1D! 0&9! j*0@)(D! -6! '$/.)1$'! 6-/! 1)()8$&'=!
J*(! F)(#! (#$! F$C! C/)&7)&7! 0! h'$/.)1$! F)&9-Fi! )&(-! &$0/@D!
$.$/D!1)()8$&^'!#->$!0&9!-66)1$A! )(!>)7#(!C$!()>$!(-!1-&')9$/!

-66$/)&7! 7-.$/&>$&(! '$/.)1$'! 0&9! )&6-/>0()-&! .)0! (#$! &$(!
1->>*&)()$'! 0&9!F$C')($'!F#$/$! 1)()8$&'! '5$&9! (#$)/! ()>$!
-&@)&$=!H0&D!-6!(#$!>-'(!'*11$''6*@!F$C!X=<!1->50&)$'!-5(A!
6-/! $?0>5@$A! (-! 'D&9)10($! (#$)/! 1-&($&(! 0&9! '$/.)1$'!F)9$@D!
/0(#$/! (#0&! 6-/1$! *'$/'! (-! .)')(! (#$)/! /$'5$1().$! 5-/(0@'! -/!
#->$507$'=! f-*! 9-&^(! #0.$! (-! 7-! (-! ,--7@$^'! #->$507$! (-!
*'$! )('! '$0/1#! $&7)&$A! 0&9! D-*! 10&! '$$! 6@)1O/! 5#-(-'! 0&9!
f-*"*C$!.)9$-'!0@@!-.$/!(#$!F$C=!%(^'!(#$!-&@)&$!$j*).0@$&(!-6!
#->$!9$@).$/DG! (#$'$!1->50&)$'!0/$!(0O)&7!(#$)/!'$/.)1$'! (-!
(#$! 1*'(->$/^'! -&@)&$! h#->$i=! %&! 0! 5*C@)1! '$/.)1$'! 1-&($?(A!
(#)'! 'D&9)10()-&! '(/0($7D! 1-*@9! C$! $'5$1)0@@D! 5-F$/6*@! 6-/!
'$/.)1$'! (#0(! (0/7$(! 50/()1*@0/! '$7>$&('! -6! (#$! 5-5*@0()-&=!
f-*(#4-/)$&($9! )&6-/>0()-&! 0&9! '$/.)1$'! 1-*@9! C$! >09$!
0.0)@0C@$!(#/-*7#!0!E01$C--O!055@)10()-&!-/!'$/.)1$'!10($/)&7!
(-!&$F! )>>)7/0&('!-66$/$9! (#/-*7#!$(#&)1!5-/(0@'=!"#$!EJ%A!
0&9! $0/@D! 09-5($/! -6! (#)'! 055/-01#A! 'D&9)10($'! )('! h>-'(!
F0&($9! @)'(i! CD! 5-'()&7! 0! F)97$(! (#0(! 10&! C$! '$0>@$''@D!
)&'(0@@$9! -&! 0&D! 5*C@)1! F$C507$! '-! (#0(! )&9).)9*0@'! 0&9!
-/70&)80()-&'! 10&! #$@5! '5/$09! (#$! F-/9! 0C-*(! (#$'$!
90&7$/-*'!-66$&9$/'=!"#$!F)97$(!0*(->0()10@@D!/$6/$'#$'!(#$!
)&6-/>0()-&! F#$&$.$/! (#$! >-'(! F0&($9! @)'(! 1#0&7$'A!
$&'*/)&7! (#0(! -&@D! (#$! >-'(! *54(-490($! )&6-/>0()-&! )'! )&!
1)/1*@0()-&=!!

!
G@@)/!-(B/)$')A!B#;-B)!%#/;0.#!')/<-B)!*)='4!%&!>-'(!

5*C@)1! '$1(-/! h>0/O$(5@01$'Ai! 7-.$/&>$&('! >0)&(0)&! 0!
>-&-5-@D! -&! '$/.)1$! 5/-.)')-&! 0&9!>-'(! '$/.)1$'! 0/$! -&$4
')8$46)('40@@=!a.$&!)&!(#$!'#)6(!(-!$47-.$/&>$&(A!>0&D!07$&1)$'!
#0.$! @0/7$@D! /$5@)10($9! 5#D')10@!F-/@9! 9)'(/)C*()-&! 'D'($>'!
-&! (#$! P$CA! (#*'! )7&-/)&7! -&$! -6! (#$! >-'(! 5-F$/6*@!
)>5@)10()-&'!-6! (#$! %&($/&$(G! (#$!0C)@)(D! (-!1/$0($!&$F!6-/>'!
-6! .0@*$! CD! 6-1*')&7! -&! 1-/$! 1->5$($&1)$'! 0&9! 50/(&$/)&7!
F)(#!-(#$/'!(-!011->5@)'#!&-&41-/$!01().)()$'=!JD!0''$>C@)&7!
&$(F-/O'!-6!1)()8$&'A!5/).0($! 6)/>'A!&-&45/-6)(!-/70&)80()-&'!
0&9! -(#$/! 07$&1)$'! -&! 0! F$C4C0'$9! 5@0(6-/>A! 7-.$/&>$&('!
10&! -66$/! 7/$0($/! )&&-.0()-&A! 1#-)1$! 0&9! .0/)$(D! (-! (#$)/!
1*'(->$/'=! %&!'->$!0/$0'A! )(!>)7#(!C$!F-/(#!7-)&7!-&$!'($5!
6*/(#$/! 0&9! -66$/)&7! 1)()8$&'! 0! C0'O$(! -6! '$/.)1$'! 0&9!
5/-9*1('! (-! h5*/1#0'$i! F)(#! (#$)/! (0?! 9-@@0/'A! $>5#0')8)&7!
1#-)1$!)&!'$/.)1$!.$&*$'A!5/-.)9$/'!0&9!-5()-&'=!c$'5-&9)&7!
(-!5*C@)1!9$>0&9A!(#$!J/)()'#!R0()-&0@!N$0@(#!L$/.)1$!2RNL3!
/$1$&(@D! )>5@$>$&($9! F#0(! )(! 9$'1/)C$'! 0'! 0! h9/0>0()1!
$?50&')-&!)&!50()$&(!1#-)1$=i!"#$!)&(/-9*1()-&!-6!6/$$!1#-)1$!
>$0&'A! 0>-&7! -(#$/! (#)&7'A! (#0(! 50()$&('! /$6$//$9! (-! '$$! 0!
'5$1)0@)'(!10&!1#--'$!(-!C$!(/$0($9!0(!0&D!#-'5)(0@!l!5*C@)1!-/!
5/).0($! l! (#0(! >$$('! RNL! '(0&90/9'=! M0()$&(! 1#-)1$!
)&(/-9*1$'!0&!$@$>$&(!-6!1->5$()()-&!(#0(!'#-*@9!$&1-*/07$!
5--/! 601)@)()$'! (-! )>5/-.$!0'!50()$&('! '$$O!-*(!5/01()()-&$/'!
)&!(#$!C$'(!#-'5)(0@'=!

!
F($=1)! .)(0-()! B0'%;6-X$%-;(! *-%#! O2,;<)/(6)(%!

C$.)'4!M$/'-&0@)8$9!-&@)&$!'501$!)'!&-(!g*'(!6-/!D-*&7!5$-5@$!
0&D>-/$G! F)(&$''! (#$! /)')&7! 5-5*@0/)(D! -6! ')($'! '*1#! 0'!
HDL501$!0&9!E01$C--O!0>-&7!,$&!r$/'!0&9!J-->$/'=!P#)@$!
>0&D!7-.$/&>$&(!-&@)&$!-66$/)&7'!5/-.)9$!.0/)-*'! @$.$@'!-6!
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1*'(->)8$9! -&$4F0D! 1->>*&)10()-&A! 0'! -6! D$(! &-!
7-.$/&>$&(! C-9D! #0'! -66$/$9! 0! (/*@D! 1*'(->)80C@$!
$?5$/)$&1$!6-/!1)()8$&'A!9$'5)($!-66$/)&7!#*&9/$9'!-6!'$/.)1$'!
(-! 1)()8$&'!-6! .0/D)&7!C01O7/-*&9'A! 9)66$/$&(! 07$'A! 0&9!F)(#!
9)66$/)&7!$?5$1(0()-&'=!P$C!'$/.)1$'A!F)97$('A!cLLA!0&9!-(#$/!
P$C! X=<! ($1#&-@-7)$'! 1-*@9! #$@5! '$/.)1$! 5/-.)9$/'! '0()'6D!
1)()8$&'^! $?5$1(0()-&'! 6-/! 1*'(->)80C@$! -/! 5$/'-&0@)8$9!
)&($/01()-&'! F)(#! (#$)/! 7-.$/&>$&(=! %>07)&$A! 6-/! $?0>5@$A!
(#0(! $.$/D! 1)()8$&! #09! (#$)/! -F&!HD,-.$/&>$&(! 507$! 6/->!
C)/(#!l!0&!)&($/01().$!'501$!(#/-*7#!F#)1#!(#$D!1#0&&$@$9!0@@!
-6! (#$)/! )&($/01()-&'!F)(#! 7-.$/&>$&(A!F#$(#$/! /$&$F)&7! 0!
9/).$/^'! @)1$&'$A! 6)@)&7! (0?$'A! 6)&9)&7! 0! &$F! 9-1(-/! -/!
/$7)'($/)&7!0!C*')&$''=!"#$!'$/.)1$!F-*@9!01().$@D!0&()1)50($!
(#$)/! &$$9'! 0&9! 9$@).$/! )&6-/>0()-&! (-! (#$)/! 5@0(6-/>! -6!
1#-)1$A! )&1@*9)&7! (#$)/! 9$'O(-5'A! >-C)@$'! -/! 5$/#05'! (#$)/!
60.-/)($!'-1)0@!>$9)0!')($'=!"#$!&$?(!'($5!F-*@9!C$! (-!>-.$!
C$D-&9! >$/$! (/0&'01()-&'! (-! $&0C@$! 1)()8$&'! (-! 5/-.)9$!
6$$9C01O!-&!(#$)/!'$/.)1$'!0&9!$&707$!)&!5-@)1D!9$C0($'!F)(#!
(#$)/! 5$$/'! 0&9! $@$1($9! /$5/$'$&(0().$'! (#/-*7#! 0! (/*@D!
)&($/01().$! (F-4F0D!F)&9-F! )&(-! 7-.$/&>$&(! '$/.)1$'! 0&9!
5/-1$''$'=!!

!
I)<)/$.)!()*!B#$(()1'!@;/!@))A=$BV4!R$F!F$C4C0'$9!

(--@'!(#0(!)>5/-.$!(#$!0C)@)(D!-6!-/70&)80()-&'!(-!70(#$/!0&9!
0&0@D8$! 6$$9C01O! 6/->! (#$)/! 1*'(->$/'! 0/$! $>$/7)&7! (-!
'*55-/(! 1-&()&*-*'! )&&-.0()-&! 0&9! )>5/-.$>$&(! )&! 5*C@)1!
'$/.)1$'=!%&!>0&D!10'$'A!(#)/9!50/()$'!)&!(#$!&-&45/-6)(!'$1(-/!
0/$! /*&&)&7! $?1$@@$&(! 1*'(->$/! 6$$9C01O! ')($'A! '*77$'()&7!
(#0(! )&! '->$! 10'$'! 7-.$/&>$&('! 1-*@9! /$09)@D! (05! )&(-!
$?)'()&7! -&@)&$! 1->>*&)()$'! /0(#$/! (#0&! C*)@9! (#$)/! -F&=!
%&)()0().$'! '*1#! 0'! FFF=6)?>D'(/$$(=-/7! )&! (#$! b=S=A! 6-/!
$?0>5@$A! $&0C@$! /$')9$&('! (-! '*C>)(! 1-&1$/&'! 0C-*(! '06$(DA!
.0&90@)'>! -/! -(#$/! @-10@! )''*$'! 9)/$1(@D! (-! (#$)/! >*&)1)50@!
1-*&1)@=! "#$! ')($! 6$0(*/$'! 0! (/01O)&7! >$1#0&)'>! (#0(!
)&9)10($'!F#$(#$/! @-10@! 1-&1$/&'! 2'*1#!0'!0!5-(#-@$4/)99@$9!
/-093! #0.$! C$$&! 099/$''$9! CD! (#$! /$@$.0&(! 0*(#-/)()$'=! L$(!
*5!CD!FFF=>D'-1)$(D=-/7A!(#$!0)>A!011-/9)&7!(-!)('!6-*&9$/'A!
)'! (-! h7).$! 5$-5@$! ')>5@$A! (0&7)C@$! C$&$6)('! )&! (#$! 1).)1! 0&9!
1->>*&)(D! 0'5$1('! -6! (#$)/! @).$'=iX:! b')&7! (#$! ')($A! J/)()'#!
/$')9$&('! 5@0D! 0! >-/$! 01().$! /-@$! )&! )&1/$0')&7! 5*C@)1!
F$@60/$A! F#)@$! #$@5)&7! @-10@! 7-.$/&>$&(! -66)1)0@'! )9$&()6D!
)''*$'! )&! (#$)/! g*/)'9)1()-&=! %&! (#$! #$0@(#! 10/$! 0/$&0A! (#$!
)&9$5$&9$&(! bS4C0'$9! M0()$&(! +5)&)-&! ')($! 0&9! (#$! RNL^'!
-F&!hRNL!B#-)1$'i!5@0(6-/>!0@@-F!50()$&('!(-!/0($!9)66$/$&(!
#-'5)(0@'! 0&9! 5/-.)9$! 6$$9C01O! -&! (#$)/! $?5$/)$&1$'=!
L*C'$j*$&(! .)')(-/'! C$&$6)(! 6/->! (#$! F$0@(#! -6! 50()$&(!
O&-F@$97$! (#$'$! ')($'! #$@5! 011*>*@0($! 0&9! (#$! RNL! 10&!
$0')@D! 1->50/$! /0()&7'! 01/-''! RNL! 601)@)()$'! 0&9! 5)&5-)&(!
F$0O&$''$'!)&!(#$!'D'($>=!

!
5/)$%)! $(! JA)$'%;/64! ,-.$/&>$&('! 10&! #0/&$''! (#$!

5-F$/!-6!5/-'*>5()-&!CD!0'O)&7!1*'(->$/'!#-F!(-!)>5/-.$!
'$/.)1$!j*0@)(D=!e$@@!B->5*($/^'!%9$0L(-/>!5/-.)9$'!0!*'$6*@!
($>5@0($! 6-/! 7-.$/&>$&(! 07$&1)$'=! d0*&1#$9! -&! E$C/*0/D!
:QA! X<<ZA! %9$0L(-/>! 2FFF=9$@@)9$0'(-/>=1->3! @--O'! 0&9!

6$$@'! 0! @-(! @)O$! e)77=1->A! (#$! 5-5*@0/! ($1#&-@-7D! &$F'!
077/$70(-/=!b'$/'!5-'(!'*77$'()-&'!0&9!(#$!1->>*&)(D!.-($'I!
(#$!>-'(!5-5*@0/!)9$0'!/)'$!(-!(#$!(-5=!"#$!*'$/49/).$&!)9$0!
6)@($/)&7!5/-1$''!$0'$'!(#$!C*/9$&!-&!1->50&D!/$'-*/1$'!CD!
#0/&$'')&7! h(#$! 1/-F9i! (-! ')6(! (#/-*7#! >-*&(0)&'! -6!
6$$9C01O=! d$''! (#0&! 0!F$$O! 06($/! %9$0L(-/>^'! @0*&1#A! *'$/'!
#09! 1-&(/)C*($9! -.$/! :AV<<! )9$0'! (#0(!F$/$! .-($9! -&!>-/$!
(#0&!:X<A<<<!()>$'=!e$@@!#0'!0@/$09D!(/0&'@0($9!>0&D!-6!(#$!
)9$0'!1-&(/)C*($9!CD!e$@@!1*'(->$/'!)&(-!5/-9*1(!0&9!'$/.)1$!
)&&-.0()-&'=!Ba+!H)1#0$@!e$@@!'0D'!#$!'$$'!1*'(->$/49/).$&!
)&&-.0()-&! 0'! (#$! @D&1#5)&! -6! #)'! '(/0($7D! 6-/!e$@@! X=<=! hP$!
&$$9! (-! (#)&O! 9)66$/$&(@D! 0C-*(! (#$!>0/O$(! 0&9! $&707$! -*/!
1*'(->$/'!)&!0@>-'(!$.$/D(#)&7!F$!9-Ai!#$!'0D'=!h%(^'!0!O$D!(-!
*'! /$70)&)&7! >->$&(*>! 0'! 0! ($1#&-@-7D! )&9*'(/D! @$09$/=i!
M*C@)14'$1(-/! '$/.)1$! 5/-.)9$/'! (#0(! 0'5)/$! (-! ,-.$/&>$&(!
X=<! F)@@! &$$9! (-! $>5-F$/! (#$)/! 1*'(->$/'! )&! 0! ')>)@0/!
60'#)-&=!

!
R(1)$'#! 2;0/! A$%$4! K! 7/-F)&7! 1#-/*'! -6! -C'$/.$/'!

2C-(#! )&')9$!0&9!-*(')9$!7-.$/&>$&(3!C$@)$.$!7-.$/&>$&(^'!
6)/'(!5/)-/)(D! )&!0!P$C!X=<!F-/@9!'#-*@9!C$!(-!>0O$! )('!90(0!
0.0)@0C@$! -&! (#$! &$(! )&! F0D'! (#0(! 0/$! -5$&A! '(0&90/9'4
1->5@)0&(A! 0&9! /$4*'0C@$!CD! (#)/9!50/()$'!l!F#$(#$/! (#$D^/$!
)&9).)9*0@! 1)()8$&'! -/! 1->>$/1)0@! -/! &-&45/-6)(!
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