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Memorandum

To: Kenney Shipley

From: Paul Mitchell

Date: September 10, 2012

Re: Survey Results and findings

History — In 2001, then Treasurer and Insurance Commissioner, Tom Gallagher, was contacted by
numerous “NICA families” who were concerned with the treatment they were receiving from NICA.
Specifically, the families had complaints regarding the Executive Director and their feeling that some
families were treated more fairly than others, and that many of the “covered needs” of some of the
families were not being met. Their complaints had many things in common, but at their core, seemed to
focus on a lack of knowledge of what were covered benefits and what was not, and the sense that the
Executive Director was setting different policies and procedures for the different families. It had been
strongly suggested by all of the families who came forward that her actions were arbitrary and based
solely on favoritism.

As a result of several written complaints to Treasurer Gallagher, coupled with at least 3 personal visits to
his office in Tallahassee by separate families over a 2-month period, Gallagher asked that a survey be
performed to determine if the other families felt the same way as the families who had taken the time
to write or visit. The Division of Consumer Services of the Department of Insurance designed a survey-
instrument that asked the participating families a range of questions designed to determine three basic
things: 1. Were the qualified services and benefits well explained and known by the families; 2. Were
the qualified services and benefits equally and fairly awarded to all of the families; and 3. Were the
families being treated with respect and kindness by those they dealt with at NICA.

The results of that survey are fairly easy to summarize, but what was most surprising was the response
rate received by the Department and Gallagher — roughly 85% of the participating families responded to
the survey. Sadly, it was the feeling of a large majority of the respondents that the benefits that they
were qualified for were neither known nor explained to them by the Executive Director. While a few of
the families were satisfied with the benefits they received and felt like they could get what they needed
from the Executive Director, a very large majority felt just the opposite. Perhaps most disappointing was
the fact that, based on their responses, roughly 70% of all respondents felt as though they were not well
regarded by NICA (specifically, the then-director of NICA), and were treated without care or kindness.

The results of the survey also revealed many other irregularities, which prompted an audit of the
organization and its policies and procedures. The findings of that audit, coupled with the survey results,
prompted significant changes in NICA. Those changes made nearly 10 years ago, remain today and have
helped shape both the written policies and procedures of NICA, while also dictating the overall spirit of
the organization to treat the families with dignity and kindness.



In an attempt to quantify the difference those changes have made, NICA Executive Director, Kenney
Shipley asked for a similar survey to be performed. The survey and it’s results (by percentage of
response) are attached to this memorandum, and form the basis of the analysis and recommendations
for improvement below.

Analysis — Much like the survey of 2001/2002, the results of this survey are fairly easy to summarize,
with a slightly lower rate of response coming from the participating families — roughly 50%, or half of all
families responding to at least part, if not all of the survey. Also like the previous survey, this survey
found that an overwhelming large majority of the respondents answering the questions in a like-fashion,
with most questions resulting in a 80%-85% common answer (strongly agree or agree). There is one
remarkably striking and dramatic difference between the two surveys, however. If the 2002 survey
could be characterized as “negative,” then the 2012 survey can only be characterized as very positive.
With question after question, the families answered in a mostly favorable manner, and often taking the
time to offer additional comments complimenting the staff (mostly the nurses) for taking the necessary
time to understand the families’ needs, and to show that they care. There were several families who did
express a concern for how they receive their payments and many specifically asked for an electronic
(direct deposit) form of payment and an easier way to submit requests for payments.

In addition to simply surveying the families, we also took the time to survey, via personal interviews, the
staff of NICA. Again, the difference 10 years can make is both dramatic and remarkable. Without trying
to speak for the staff of NICA from 10 years ago, the results of the performance audit suggested strongly
that the organization lacked direction and that overall morale was low. Many of the employees
complained that NICA was really only one person — the Executive Director — and that she made all
decisions without consultation from the nurses and families. It is safe to say that there has been a 180
degree shift of that attitude, and that the overall morale is high, and that collaboration and cooperation
is both encouraged and employed with regularity. One significant finding did come out of the interviews
with the nurses, and that is a feeling that while the number of families who are being cared for has
increased over the last several years, the number of nurses assigned to those families has not increased.
While none of the nurses complained that they had too much work to do, several comments were made
expressing concern that they cannot get to all of the needs of their families and that they are afraid that
something might slip. Certainly something worthy of the Board’s consideration in consultation with the
Executive Director.



Recommendations for consideration by the Board:

1. Update the Benefit Handbook: while some of the participants find the handbook to be useful,
many offered that some parts were confusing and a little hard to understand. It has been a
while since the Benefit Handbook has been updated. Perhaps, now is a good time to go through
it and make it a little more user friendly with an explanation of the statutory references in lay
terms. Also, if any of the benefits have changed, now would be a good time to put those
changes in the Handbook.

2. Electronic Transfer/Direct Deposit of funds: without a doubt, this was the one issue mentioned
by more participants than any other. Many of the participants pay for Federal Express to
overnight their payments out of necessity. If NICA established a form of electronic payment,
those participants with a checking account would be able to have the funds transferred either
the same day or overnight, and at no cost to the participant or NICA. This one change would
make the biggest “instant” impact on a large number of the families.

3. Website: a complete revamping of the website would be a huge favor to most of the families.
Based on the comments offered by respondents to the survey, families either didn’t know that
there was a website or found it mostly unhelpful. A new website designed to meet the needs of
the families is recommended. Perhaps the best approach at a new design is to ask the families
what sort of information and links they would find useful to have at a “my nica” website.

4. Claims procedure: there appears to be some confusion as to what is the best way to submit a
“claim” for certain covered benefits to NICA, as well as the best way to be reimbursed for
expenses. It is suggested that an electronic request form be established and put on the NICA
website where families could fill out a request and submit it electronically. Included in this
should be consideration of developing an “electronic wage sheet” for those families who seek
hourly wages for the care of their child.

5. Additional nurse: in the memorandum to Kenney Shipley providing an evaluation and overview
of the survey responses, it was mentioned that the staff at NICA was also interviewed. There is
no doubt that the NiCA nurses are completely committed to “their families” and go way beyond
what is expected of them to make certain that, to the best of their abilities, they are meeting
the needs of the participants and their families. NICA has considerably more participants now
than at any point in the history of the program. While the number of participants has grown, the
number of nurses has not kept pace. Consideration should be given to adding either one full-
time nurse, or at a minimum, a % time nurse.

6. Administrative issue: the morale of all of the employees is very high. People talked about
enjoying coming to the office, and feeling like they were doing something worthwhile and
meaningful. It was clear that each employee had a good grasp of their responsibilities, and most
have a very clear idea of what the mission of the organization is. They all feel appreciated and
well led by Kenney Shipley. If there is one area that could be improve upon, it is finding a simple
way of bringing all of the pieces together, where each employee had a clear idea of how what
they were doing fit in with all of the others. A weekly or twice-monthly staff meeting would go a
long way of correcting this. It would also give the nurses an opportunity to talk with each other
about “best practices” — where they have seen a particular technology helping a child or a
family. It is clear that the employees see themselves as a family, but getting together on a
regular basis may go a long way towards helping the organization function better.



%0

%C

%C

%01

%¥C

%C9

paippdn aq pinoys

ysiupds upoogpuny syt 8AbB YOIN i iojeg
injdioy st 4

suoypunidxs yidoap-ul 210w

(JuswiaAoiduyy Joj suolsabbns ‘sjustIwIod

injdisy usaq spY oogpupy jiausg syl

‘ussy o Bulim ‘inidisy sSADMY (ileBuD U s enbopr e
SDIAISS IOW e

‘Ul Juas aIo
sjsonbal pup sjeaysawl Joy} swil 8y} wol) Buoj 0o} sodpLy| e
‘dn
%0 %C b4 %8 %VC %9 -MOJI0} | it PaAcIdull SOU (NG sawy {0 wiejgoid D ussqg spy siuL e
‘Ajawill jou
21D $YDBYD “SDIAISS JOISD} 10} ASUOW I0W ADA SM USUM USAT e
uswisAoiduwi Joj suolsabBns ‘sjusWILIcD
‘sl uo
palsAlap PUD palsanbal usYM PaINAUISID 81D $HD8YD fuswssINquIiSy
JUBWIDS] SIY} 1s818p | “IsanDdow
UDY| [USISIIP 80 ADW B8N0I AW "I0}D0D D O} [SADIL 8DUDISID
BUO| Ul 92USIBIIP SOlILU G JOAO 9SINU U} UIIM ONBID SADMID | @
%0 %C %C %L %SCT V%% Sjuoyy ‘injdisy AloA s iowg e
HNOWIP S} O sewilisluos e
;juswiaaoidul Joj suoysabbns ‘sjuswwiod
*2POW AISDS BID SJUBWSSINGUUISI 10} sisanbay
*1SO[ 10 MOJS S| DDIAJBS [IDW — UOKAO {sodap joalp D 1oyl S| e
*25IN0D JO pauaddoy SOy ADBP D AIDIDI AISA e
*SOWIILSWLOS 15O [oB UDD |IDW O} SO 18118
UDNW 0S 84 PINOM HiSOdsp 10alip 1nNg a0 ASY} SOUWIBWOS ©
sjusWSsSINgUUIS) @B098)IW 83| N0 PasSILI 810 SWSY [|DWS SUIO
%0 %z % % %67 %79 | qui I S]] {NO PBSS] 1 S e

Y/N

22160s1a
Apuous

20160s81a

[DUNON

soiby

soIby
ABuoys

ONILVY ALTVYNO

eeMm [yl asinguiial 01 YOIN
10} 1OpIo Ul papasu aID sidiodol oamM BuL Jo ADp aylsn ol e
‘159Q oM jisodap joaig e

(uswisAoiduw 1o} suolssbBns ‘spusawiuwion

UOIYSDY AjSWl} D Ul PBAISDSI 81D sfuswADd sy}

VOIN




S| PRIBAIIBP UDA D 8ADY PUD 10} Ajjonb 0} sse201d 5,V DIN

JOYIO Y208 MOUY Of 8B puD $8U0LS 8IDYS
o} 186 o} 1oyoB0] WO 0} SBYIUID) IO) YIOMIBU [puUodO Uy ®

%Ee %E %0 %é %6 %9y (rsuouseBBNS IPUOIHPPD 10} MOBQ XOQ JUSWILIOD 8yl 85N a509a|d)
‘BlisgoMm
By} Of PAPPD AL PUD UOKDWIIOIU] MBU BUIOS 985 Of 81| PINOM |
‘spualnd 10y s82IN0sal Yiim Ajjpoipouad aiopdn °
‘BlsgeMm By} uo sBuy} 1o} Joo|
%1€ %S %0 VA 4] %61 %1€ $,uop | pwniBoId By} Ul SBIILIDY JOf UOHDSS [0108ds D @18u} si| e
(juawaaociduwy 10§ suolsabbns ‘spusWIWOoD
alIsgem sy} Bugziin AQ 1o Bupoo] WD | UORDUWLOLUL 8YL Ul AlISDS UDD |
olDads sIoWw 8q pPINOYS e
‘Bunjeb 1nogo of 0} MOY Mouy jou Abu AByYL YyoNs
PUD SODIAISS 1O BIOMD SWO0D8g Wayi BuidieH "safiun] 1o}
oJul [NJasN Yim Ajjuanbaly alow i Bulppdn AQ pun aaloDISuL
sIoW {1 Bupiow Alj “Ajpusly Jesn 810Ul Ll D &g UDD i YUyl | ©
‘winiboid eyl yiim
%ie %S %0 %01 %ET %1E SeA[BsSWaY} 8ZUDHILUD) UDD Ay} (DU} OS |1 Of SI8piACId 810D

%0

%C

%l

%51

%8E

%EY

Uiloay 18410 BuliDaIip USUM SJISCOM BY) PSZIIN AJUO ©ADY | e
HPBsSN IBABN e
“S|GDIIDAD §,J1 W PUIWSI O} 8duspuUOdsaLOD
UO 11 8PNIOUL SGADW — BIISGOM Y| SS9000 AjoIDl | e
JuswisAcidul 10} suolssBHNS ‘SJUBSUILICD

‘uoybwoul 8)op O} dn PUD BIPNDBPD SOPIACId BlIsqaMm BYL

(019 ‘Adpisy) “10jo0p) AN SYISIA JO
adA} 1oym pup wesip tad Buiuip|dxa uj 103D 810w 8q PINoD °
‘JusWwsaIbSIP
D i 818y} UBUM PaaD0Id 0} MOY O} SO SNBDA JO pupy ®
IDBID BI0W 8Q PIN0D e
JJuswaaoiduy Joj suoljsabbins ‘sjuswiwiod

‘aouopING
POOB SISO PUD JUSIDINS S YOOQPUDY U} Ul PEPIACIC UOIDWLIONU] Y|

%0

%C

%C

%C L

%lE

%eS

. slleg equURD e
SIQDPUDISIBPUN S0 SUOKDSS [0 JON @
;uawaAoidwi 10 suoysabbns ‘sjuswwio)d

"a|QpPUDISIaPUN
PUD DB §} JOOQPUDY BU} Ui PBPIACIC UOKDULIONU 8y ]




MOT-AD[ ADH — 1UB||8X3 °
Asinjosqy e
jusuwiaaoxdu joj suojsabbns ‘spusWLIoD

%0 %0 %0 %C %S L %E8
‘1oadsal
PUD SSBUIID) Uim BWl 1oal Ay} ‘saAlipiussaldal YOIN Buljonjuod usym
BUEZDOWD S| ISPUDX3lY DIYiDY @
‘10816 2ID YIDSH SUUDS[ PUD O[9AT PIDIA ‘All9) DPUDS e
‘Pe8U | UOIIDUIIO)UY JO) XSO O}
81DJIS8Y JOU OP | "AJIWID} INO Of PaUBISSD asINU 84} AQ UOIYSD
AlaWit D Ul PBISMSUD SADMID 21D SUOHSEND AW Of SIemsuy e
‘sseupup pup dig
%0¢ %0 %0 %z %1 %e9 PUPI DU C1ou

%0

%LT

%0

%0

%0

%L

%Cl

%S

%SGE

%01

%ES

%1G

INOA IO 10} NOA JUDY] “SIDSA Z| 1sod B} J0) MOUY | [ONPIAIPUI
BULDD [SOW BUL SI DUS PUD Alj|8)Y DIPUDS UM 1ODIBLUI | e
SSINU 8L UM PBIDDISIUI OU SADH e
‘qol j0a1B D SO0P BYS — ADUDS OAO| OM @
(juswiaaoidwi 1o} suojsabBbns ‘sjUSWILICD

*BULDD PUD PUP S0 YIIM [D0IBJUL | $8SINU aY1

sseooid BuluIns] D YBNOoIYL jJUDM S e
JjuswiaAoidul 10f suoysabbns ‘sjuswwiod

YOIN
UBNoJY} $s820Id SWIDID 8y} 10} $aINPad0Id S} puUBisIdpPUN ALDS[D |

iiinidioy sAoMm)Y {iQof (Usjjedxe UD Seop sulupelr e
"92110U [pAacIddD 0005 | § 19A0 BUIYIAUD Sy} Yim
BUOID $821AISS J0 1Sl parciddp-aid D 89 0} SPasuU a1y} UYL | ®
‘Inidiay AJeA s 8ouUBUBUIDW JDD Sy} 0f BulAndaid ®
Jjuswiaaciduwy Joj suolsabbins ‘sjusWILLIo)

‘jusioyins
S| 92IUSA BU} 10] YDIN AQ PEPIACID UOKDULIOUL PUD SDUDUSIUIDW B4

"J|8S1I UDA 8y} 10} suoido uoynidnpo o) pUD UDA

0 10} BuiAionb o) spipbBail Ul ISYaum saljiuiny) sy} Joj suoydo
SI0U IO} MOJID O} SPDW 8¢ UDD SjUsUSNIPD SWOosS JuIyL | e
‘digy paiB D SOMSIY] e

"UDA D

posu ASU| “lIDYD [98UM D SPaSU PIIYD 8U} USUM 'sqiGH 10 O/A
9 51 PIYD SUL IIUN JOM SSIILUD) X0W O} Jubu spjulyf juop | e

;juswaaoidull joj suoljsabbns ‘suswwio?

*JUSIDIS PUD SjgppUDISIBpUN




ADId “UNJ O 8|G0 8Q PINCM UOS AW “JSULIDW 18J0S D Ul S0 Jay Pasn SADY PINOM 8Us i pup subis Bujuiom aidiinu poy UABqo AW “pip Buoim 0B pinod
10U} BUyiAUY “MDT S, AUTIN SOM AIBAIIBD PUD JOgD] AW “AIBJ0S §f OP O} SOUISISqO 8010o0Id Oym supidisAyd eB0IN0DUS Of 80 PINOUS 9AD9Iq0 upw 8y}
‘Injdisy

AJSA 810 PUD SUOISEND SISMSUD SBUOAISAT "JO 810D USND} 21D ASU} ‘WiS|qoId AUD 9ADY | §| "PBISMSUD UBS8Q SDY Uosenb Aloas ‘fuasaid O} LD}S WOl
*AjlLID} JINO PUD

LIOS AU IO} BUOP SADY ASU]L [0 JO] [NNUDY] AIDA OS WD | PUD aousuadxs SAlsod D INg Buiyiou poy 8ADY am ‘YDIN OfuUl PIUD Al JO 9DUDASDDD Sy} 82Ul
‘WIBY} O} S|QDJIDAD 21D SIIouUag {oymM mouy saliwny diay oy sseooid Bujuubag suj Ul [njdiay 810w 99 PINOD Y OIN MU} |

*LIDINDU,, SOM 1 AUM S| UDIUM BJISCIOM DU} PBSN IOASU SADY | PUY "JOASMOY

'9DIAISS [DISOd U JO UOIDSSI D SIOW §I SIYL 188} | "dWl} U0 SAID sjsanbal AISAlep ADP OMm|] [0 jou asnpoag abnd jsiiy sy} uo 82100 ABuois,, Jou

PUD ,8816D,, PANDSYD AIUO | "WIY 10} 8DIAISS {0alf D usag sy || "8BDISA0D YDIN SOY UOS INO JOU} 10UNLOY AIDA [98) PUD Ujim Addoy Ajsusiixe sio om
3UIUOW 8y} 10} JaY 10} 3ID2 ||0 PaPIACId | DU} HADPIID Paubls O op §snl | 1,upinoD “dulll AISAS §4N0Y AjYIUOW SWDS

By} UGS Of SADY Of Ajjis sSwoss 1] 1ojyBnop Au Jof BULDD BUO AJUO B} WD | USUAM 'SWIO) 810D Djusind AjYiuow JUUgns Of ADM JBISDS UD SOM 18U} USIM |
‘Inidisy g pinom yiomiedod pup sjuswalbls Anfiad o} $s8020 BulAby :8jisgam oy Bulpinbay

D18 ‘dId "©DUDISISSD SPISPOOI ‘SIGIONPSP Of suiopad Ji SO ADDRIDads UDA 8y} 10} sjuswalnbal pup s,8B0I18A0D PBUINO AIDIAXS SADY O} 1SS0S 8
DINOM J] "UCHDIUBSWND0P painbal ayi of anp Aofiod ayi Uo 102 JoYtoun BURDIOCIODU HNDLHP S! { PUD ‘SULUOW 9 AIOAS UOHDIUSUWNDOP 8jonbapn 186 0}
BuiAl 55800.d BulDISNY O POY SADY SM "lusWwainbal Jo0xX8 8yl O SO J0S|dUN PUD 01/0Z/01 10 DUSIIDaIUN 1D s[eAS] 8BDISA0D :82URINSUl UDA Bulpiobay
*Sp8auU N0 Ul [Sa8iUl PBNUILUOD INOA

10} NOA JUDY] 'SP8BU INO JNOCD PBUISDIUOCD §| PUD SBIOD ANIE OUS “SSOUPUD UM SUISIUOD INO SSIPUDY ASIAIYS "SIV (DU} S| 9DUSISHID UIDW 8L "SDUSIS|IP
ADP puD 1YBIU D SI MOU YDIN Uim Bulpa( “aIns 10} AJILD) INC O} PUD UOKDZIUDBIO 8y} 0} puss poo 1 usad ANl soy Asidiys Auusy "SIy “Jojoaig mau

syy Buyuioddy “101084 8yl AQ UOINQLLS 1O 109} NOUHIM SJUIDIALIOD PUD SUISDUOD INO 8DI0A Of SUDSW D PaPIACId YOIN Ul sjundioipiod ayj 10 sASAINS
Buiinsal eyl "IIBUDHW N0 "IN PUD 19UBD|I0D WO “IN UM Bullosul INO JSHD SWISDU0D INOC BUISSSIPPD J0) SI0L08IIQ JO PI00G 8yl JUDY] Of 83l PINOM |

SINFWWOD TYNOILiaay

%0

%0

%0

%C

% |

%¥8

‘loaib s Asy] e
"Aluo}
9] JO} OP NOA |0 81p10aIddD 8M PUD BUIOSSMD SID NOA S8\ o
(juswaaciduwy 10} suolssbbns ‘spuUSWILIOD

‘sposu
jouosiad Jay/siy seziuBooal pun ALUBID Yiim PIIYD AW SpoaIL YOIN

%0

%0

%0

%0

%C

%0

%L

%C

%ve

%91

L9

%C8

‘UoPZIUDBIO By} JO BAIDS[Q0 By} ALIDSID

Sl uIpliyd painful o} 2ipd papasu spiaoid o} (¢ puL sULDISAYd |10 O}
B|gDIDAD 82oUINSUl 821OIdPW axpW disy pup azZiIGD}Ss O} ‘sjusijod
Ol S|CDJIDAD SODIAISS [DDUBLISO SY)PW (g (PUD SOUEdISq0 8o1onId

0} SUDIDISAYd 8bINODUS (| Of UOISSILL PIOF-9844} S, Y DIN pupisiapun |

;juswaAoiduyl 10} suoysabbns ‘suswIWIoD

“YOIN BUILDDIUOD USUM Of SUOHSSND AW 100110 O} OUM MOUY |

aany seuoyd 1omsup joojuo)/sidoad auoud ®



spI oy} Buess PUD PaBU 1DYL PUOASG BUPOO] S| "POPSBU S| ISASIOUM 10 *D}8 BUIsINU ‘Ydoads ‘1O ‘I1d PI00G 8y} SSOIOD ULIOU 8U} UliM wisy} 1oal isnl usyy
pUD YOIN 10] sjuswiaiinbal 8y} sjoaW 1DYL PIYD © JO SISOUBDIP U} Jnogp §snf JoU Si| “SPP PSIGOSIP 1O} SPSSU 8U) JO SSUSIOMD SUIINOI [DULIOU JO X0 a4}
SPISING BUBLIOM LIDS OF 80 PINOM UO BUPLIOM LIDIS Of DBI0 UD SAS18] | "I0d USdOo UD SADY Of Buljiim SADMIO 810 APUDS PUD AUUSY “stuawnBIo JO sisenbs!
0} UsJsl| O} Builiim SADMID 810 AU} INQ YDIN AQ ©POW SUOSIOBD SWIOS UM 53100 SADMID JOU OP S "UOKOZIUDGIO Y DIN 10) [nj810if puo [NHUDYL 810 SM
“diysunipIond ‘jsnit ‘aibise Buiuunid UO OJUl SIOW "8lIlal ASU} ADD U} O} PIDMIO) BUROCO] JoU 108IB S UlIM D8P | OIS 8UL

“NOA YUDYL "PHOM PSIPOd SiaD INO Ul s8BUS|IDYD JNDUIP 920} JOU SO0P Y 10U} Uupaw [ou seop pabus|ioyd AjodisAud Jo Alojusl AjSieAss 10 ajqpiafion
D JOU 5] 84U 8sNDag "S|aIssod Ji AIBID0S 10 JequUBLL SIgDIA D IONPIAIDUL UD 3wt o} Bulsisso ul poddns pup uoluboosi s1010diodu) 0f Abm swos sq
PINOYS SISYL "UOLDISPISUOD IO) PE3SD 810 [USWSSINGUIISL 10} S}SoNbal SWOS USUM PaIaqUIBWIS] SADMID JOU §| 1DD] SIUL 1DYL 8Aslaq AiBUoIjs | puUD 8y pun
“YOIN Ui SIUSID 8y} JO ALLOIoW siy UDYL $58] AJUDDLIUBDIS 210 AjI0IoUDUY SPOBU SIH “AHUBID UM Pa}joal} AJUlDpSD PUD sPaauU jouosiad UM siy Jo) paziubodsl
Si 8y awlj 8yt 10 %04 {PUl oA9leq | UQGQE” Alo2IsAyd Ajg1oA8s AjUO Uaym pPardaddn g Of UOISIDSP HNOD 8waIdng T4 SUf JOHD JUSIID ISl Y} SOM UOS AW
SUONIPUOD § J8iybnop Aw jo Buipupisiepun

80 0] Wass Asyl "J0IaA0 Ing ‘Iuswsjiies afin] sy} o Buiuippad saX0} JO 8NssI SUY} U0 PUL SINPSD0IA By} UO PBULIOLU] 8I0W & PINOD S8SINU Sy} YUY} |
*00] ||0, A JUDYL SILULLIL PUD COW-OOW

LDy AW 1O WOHOG 8U} WO NOA YUDUL | "SODIAISS JIBU} UHM UDN 0s paroidu) 8AbY ains ASYL "YDIN {n0gn pog ADS Of Buiyl UWDP O JO JUlY} §,UDD |
"005$ Joro Bulyjewos (o 0} SIDSA [DISASS JO 85IN0D S} JOAO {IJaus( SiUt dN 8ADS UDD NOA J1 IDSID JOU OS|D S} §] "ADMAUD

11 BULBAOD 80 PINOYS YOIN ‘Buiyiawios 1oy {sidniay} D WO UORDIUSWNDO0P JaB 0f 9ADY NOA §| “appudoiddp 1o jnydiay jou st jiauaq Ao} dljnadoiayy

By} ‘05 10 0] O 96D 8y} ISV (£ *8DUBIUSAUOD JOU §,}DYL — UOHIPUOD §,PlIUD BUL Of 8NP AIDSSSDaU AIDDIPSW SI |1 :SSHIALIDD [ouolibaId8! Ul spodidiind

oy juswdinbs pazjioads 9ADY ADW PIIYD BY] "UOHDIDA UO USAS ‘SISUMAISAS JIDUD[SUM SU} 85N |SNU PIIYD 8Y} — UOSDSL O ssajpinbal Al O} soy Aoy
SUL Il UDA |DJUSI S|QISSe0D UD SADY O} AlDSSa08U AJIODIPSW St Ji — paUlep AMOLIDU 00} s AIpssadau AlIpdipaw st yoium juswdinbs ipioeds (g uosied D Jo
SWISll| BUL I9A0 AlIDIDadse MOf AHID) S1 UOHDDRIPOW Buisnoy 104 000'0e$ (1 UOHDISPISUOD 85N PINOD YUY} | SR80 JO 8|[dNOD D 81D 8I8Y4 NG SNOINCDJ SI YDIN
218 ‘sso] 1yBem ‘puownaud o} a|gudaosns

SIOW USAT Sl §,PIIUD AW Ut BUIYIAIBAS SIOBHD 4D — dD Of PaLDIa! §,uslo Ady) BUIADS 'vDIN O} NP PasINQUIIS JOU 81D SHSIA §,10}O0P SOWaWOS
spajsonbai Buiyj o|buls AlOAS 10} IDSA B BULND PBUIDICO 84 O} 8ADY HoUL AJISSO8U [0DIPBW SIS|S] JO UIDIUNOW 8U} UO 300Qg ND O} PasN 89 PINOD $I0{00P
SU} IO WOl PAUIDIGO LCIDULONUL 1OUI ADM AUD 818U} S| "UBIPJIYD JiSU} U0 Lodal IDSA By} JO PUS UD SSO0P S8SINU §,PIIYD Yo toY) S| BUipUDSIspUn AW
{SEDIAISS WOIN WOUM PIIYD © 10} BUlpD usym paiodlduwod aq Apoaijo

UDD O] D USUM SDUSISIID D 930U Ajj0a1 SAND NOA PBAJOAU] ADOCAISAS PUD YDIN IOf PO O SAIDIDSIAdD PUD [NPIUDU} A0S WD | ‘{DU} WO SPISY US04
21oMm [jod D §| 88160 PINOM spuaInd ‘|| JOU §f ‘JSOW 8INS W] ‘UoHdO UD SO SIU} JOPISUOD SS08|d “ISADS Bl D 4818 YoNn Os 8 Aljoa1 pinom isodsp {oalig
‘spusADd PassiLL PUD 810 JO 10] O S8SNDD siY| (BULDASNLY PUD BUAOUUD AJI0SI S| |1 ‘IOW 8} Ul SWOD Of |1 10} JIDM Of SADY USU} PUD Apeem-id jsenbel
JUBWAD B HWANS AJUO UDD SM USUM PUD 8NP S10 {04} S| @ADY &M ‘9S00 8y} BUISg DU} UM PUD SLIODUI AJUO UD SD YDIN U0 pusdap om sjuaind sy
‘uolysoy ssapedod b ul suop 8 o} Buldeadaul BUIMOID ‘AIlODIUCLDSIS BUOP 8q OSIO PINOD aINIDUBIS uBWS}DIS AINled "8IND3S S| DU} WSYSAS

aUUO UD YBNOoIYL Paleidwiod ag PINOD AD [DJUSIDJ 10} S}aaysaUll]l "AIDDIUOIIDSI PaLaIdWOoD ss8201d JUBUIBSINQUIISI U} JO 810U S35 Of 83j| PINOM |
Buiyy 1yBu oy} op o} Bulkll jsnf asnoy o jnogo abBpsmouy sy BulAby

10 BUIMOUY fOU NG Ul BAI Of S|QDISUN SOM |f 85NDIS8Q 8SNOY JNO Uj POA] JOASU DA, OM S53 BUOSWIOS UM BUIADIS 810 AiLUo) AW PUD S PUD SIDDA 9 10} POY
SA,| DY} 8SNOY D SADY | MOU UD SOM | 83i| SOAISSWBY} Jo} 1uBl O} 18] Jou pub papind 1ojad og PINOYS ABY| SI91DW 858U} Ul SSIILID) 810 315U} USUM JUIU} |
“VOIN UM Addby pup |n18101B8 AISA 810 | PUD UOS AW “JOUOISSSI0Id PUD DU} AISA I JDIS SUL "UOIDZIUDBIO SWOSSMD UD S| VDIN [018USE6 Ul

jiHom jpasb oyl dn dosy pup NoA ssalg PO “sn o} poddns yonw Bulayjo

PUD 810D 18y 10} Papasu swiall Buipiroid pliyD Al 1o} BUISSS|q onuj D Usad SPY YDIN “INidisy PUD S|gupUDISISpUN §, 10U} JISMSUD UD 180 SADMID | sisjjow
AUD BUIUISDUOD UOISEND O 8ADY | JOABUSUM "V DIN UBNOIYL pajnal) usag 9ADY | PUD PIIUD Al ADM SUI UM SWs|qoId Ou SADY | aull jussaid siuj 1y
JUSWSNIPD SPBsU SlIW/SZ 1D PaPIACIA UDA Ylim SSB0S|IW JusussINQUUIS JOJ Siilausg

‘PUS UDYL JBYLIDI ADPUNS UO HDJS

oy Japa1d '0SY SeM By 1O PUS Y LD SINOY (040} 10} XOq D §nd ‘OSlY  2A8U} BI0 IO ‘PROJUMOP ASDS O} SISgaMm UO swio)-ajidsal fuawesinquuial ind as0djd
3SWIDD @2uUpBINsUl [P1BuUsB uo sasuodsal PsAnisp oOf anp

sipdal juswidinbs SIDIND PUD JDUDISSYM 0} SIUNODID MOIDSS USIGDISS Of aialissod 849 I PINOM "$19H0 VDIN {ou} @2jales jdwoid sy} 4p1daiddo am
*siy) Op UpD upipIonB/juaiod D AJUO SLDIS 1 AjuaUND "Wyl ADd 0] JJJO O} SADY | OS “YIOM SSILU O} SADY

DINOM ASUL [OOUDS 10 WD | SIIUM PIIUD A YiMm ADIS DINOD 18JSIS 1O WOW AW J1 OS “9SINU dn 300q D SADY JOU OP AfUSLIND SM ‘@DUD|SUl 104 "PajosuSduoD
196 pPINOD {sesINU PaINs 1O Nal| Ul 2102 apiacid 0O} 3|g0 210 JDY}) sisquiaw Ajiupy/aidoad Jaylo §l 80 PINOM BUly} JoYI0 YL "IDS[D 0} $3O8YD 10}

Builiom pun Jung 8y} o} sduj uo umop Buind uj disy ma:c D 8g PINOM DYL "UO [nd &g UDD SPUN; JOU} PIDD {0I08dS D IO SJUSUISSINAUIISI 10} 1 OP O ADM
D s 818y} 8GADW INQ s88A0IdWS YOIN 10} dn }85 AJUO st Jou} Jsod By} Ul PIO} USSq SARY | "UOKdO Yisodap joalip 0 9C PINOM JO JUY} UDD | sBuyl Ajuo ayy
*o2UBlB P Sy} 10} dn axpwW Of 18300d O N0 8y

Apd 0} $n $8210) 11 AODISDE “YDIN UBNOIY} SO3NDW YND N0 JOUM UDUL INOY 180 ASUOW 210W SAI8D81 §,YND PUD Vd Ul Al M "8A]| ABUL UDIUm O] DBID Bu}
10} sepircid 210D aidsal 10} SaBM SAIBAUIOD 10} PBYSIADISS SSSI0Y — "PIYD SU} JO 810D 8y} 0} sjuaAnd Ul ALNUIUOD 10} juppodudl AlSA jisodap joaiig
“*ANS AW JO 1NO PUD Ut I0YD siy Bulp wols sybiyl AW ssoIoD sasinig ALDD | *PIYO ey} Jodsunly of 8iBBnus sioD sAny Auo

AUM SSIILTNG TANS AL 1A 3R @M ULADIS S UC DIOEDIUR-AN PO 90h0) SPY PIHID S010G 1NAC CHBR M INIDIRAUYM € UOT AW TS| "SISTHOIN SIU S| ML PHD



‘1oadsal

10816 UM PUD ALIDE PBI0SI USSQ SADMID SADY M "SAIDBBU USaQ SADY 10U} YDIN JO SOBID AUD Ul BUlyIAUD padusiadxa JeAsU 8ADY | pUD JBjyBnDP AW
‘sioyto disy o} 1IN0 Yonai

UND AR} 0 UDD ASLU SD 1SN SAADUI SO 84 Of A0IR LD ASU 0§ HIDPNALUL 1981 D) PABU NP AOUT "SPASU AU B[O IM &4 1] SPBBU IONNIAIDE! DUN SLINaY



JuswaAciduwy 10§ suolsaBBns ‘SpUBUILIOY

‘UOolDULIOJUl 80P OF dn pub appnbapn sepirocid alisgem 3yl

juswaroidul 10) suoysaBBns ‘sjUSILLOT

“2ouppPING
POOB $IB8JO PUD JUSIDIYNS SI HOOOPUDY 8y} Ul PBPIACID UOHDWLIONU; 84|

;juswisaoidu 1oj suoysabbns ‘suswwiod

‘s|gpPUBISIBPUN
PUD JD3|D S| YOOgPUDY 8y} Ul POPIACIA UOYDULIOUI 8L

JuswsAoidull 1o suolsabBns ‘spuWILLIOD

‘|njdiay usaq spy Yoogpupy jieusq syl

Jjuswisaoidu Joj suolsabbns ‘sjuswiio)d

‘swlf Uo
PBISAIBP PUD Paisanbal usym PaINGUISID 810 $YD8UD JUSWSSINQUIISY

jusuwisaosdwy 10j suojsabBbins ‘sjuswiliod

"OpPOW AIISDS SID SJUBSWSSINGUIISY 10} Sjsonbay

22160813
AjBuous

sa1bosiq

; oINaSN

E=I-}o¥]

seiby
AjBuous

ONILVY ALTVNO

;juswaAoiduly o) suoysabbns ‘sjusWwtiod

‘UOIYSD} Ajpuull D Ul PBAISDaI aIn siuswAnd syl

VOIN




juswiaaoidul Joj suolssbbns ‘suswwod

YOIN BUDDIUOD USYM O} SUOISEND AW [D8IID OF OUYM MOUY |

JJuawsaoidu 10§ suoysabbns ‘sjuswLIoD

1oadsal
PUD SSSUID] YLIM W 108l) Asy] ‘saAlibjuasaidal Y DIN BullDDIUOD USUM

juswiaAoiduy 10) suolsabBng ‘sjusSWILIo)

*BULDD PUD PUL 810 YLIM [DDISJUL | S85INU 8y |

(Juswiaaoidwy Joj suolsabBns ‘sjuswuwod

WOIN
ybBnoly} sse001d SWIDD By} J0) $8INPa20Id Byl puDISIEPUN A |

juswaAoidu 10§ suolsabbns ‘sjUSWILIOD

‘lusoins
SIO|DIUBA BUJ 10} YOIN AQ PPIACIC UOLDULIOUI PUD 92UDUSIUIDW SY]

(uswaaoidwy joj suolsabbns ‘sjuswwio?

‘LUBIDIS PUD BjgopuUDisIBpUN
S PBISAISP UDA D SADY PUD 10§ AjIonb of sseo0id s,V DIN

['suosabBNs [DUOHIDPD 10) MOJOG XOJ JUBWIIOD U} 85N 8508|d)
"B}ISGOM
Sy} Of POPPD YUl PUD UOLDUWIOLUI MOU BUIOS 935 O} a3]] PINOM |

JjuswaAocidull 10j suoysabbng ‘sjusuIIoD

“ajIsgem oyl Buiziitn AQ Joj BUBOO] WD | UOHDULIONUL &4 PUl AlISOS UDD |



210y 1l 8pIAcId ADUU NOA “WDIN UM SWUDU INOA 8IDYSs O} 83l PINOM NOA || :TYNOILdO

‘NOA yonal

0] B JUSIUSAUOD D PUD “4aquunu suoyd ‘Bubu INOA Yjim sn apiaoid asoald ‘esje BUIyLSWOS JO SWaYl 858U} JO AUD [NOQD SUOSWOS Yiim ¥08ds Of 19ispd 8q PINOM
1§l PUD SUCHSOBBNS INOA SUIODISM SM "NOA Of JISAIBP SM S8DIAISS Uodn sAodW] PINOD WinBoId INO YDIYm Ul SOSID AUD JO JUBLISSSSSD INOA Lodn pundxs aspald

[JuswiaAoidwy Joj suoysabBbns ‘sjusSWWIoD

sposu
jpuosiad Jau/siy seziubBoDal PUD APUBID UM PIIUD AW SHoSlL YDIN

‘uolZIUDBIO Y} JO aAllD3lqo syl AUDaID

si uaippu2 painful of 210 papaau apiaoid o} (¢ pub sUDISAYd [0 O}
S|gDJIDAD S2UDINSU| 821onIdIPW SYPW disy pup azZiigo}s O} ‘spuaind
O} B|DIIDAD SBDIAISS [ODU}BISCO DD (Z [PUD SOLSISqo 9o1oniId

0} supIsAyd aB0INODUS (| O} UOISSIL PIO}-8a.u} S,V DIN PuDisispun |




