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INTRODUCTION

9CT KP 7TMTCKPG 2GTUKUVGPVN[ JKIJ KPHNCVKQP .QQOKPI TGE
GEQPQOKGU )GTOCP[ CPF VilGfe MPENge Fhas KdéehHr@ught over the past

[GCT CU IGQRQNKVKECN WRJGCXCN EQPXGTIGF YKVJ RQEMGVD
EWUVQOGT GZRGTKGPEG

%QPUWOGT %QP'FGPEG KP VJ

6HDVRQDOO\ $GMXVWHG &RXQWULHV :LWK P $V WKH 2IgFLDO

-35 | 1 1 J
Jan. Jan. Jan. Feb.
2020 21 22 23
Source: IMF, Regional Economic Outlook (April 2023), p. 2
6JG 4[CP 5VTCVGIKE #FXKUQT[ (TQPV 1H'EG %: 10PKDWU 5WT

GPVGTRTKUGU CU VJG[ CFCRV VQ CP WPEGTVCKP DWUKPGUU NCP
PQV GPIGPFGTGF C EQOOQP UGV QH UQWTEKPI UVTCVGIKGU +P|
GZRNQTKPI C TCPIG QH FQOGUVKE PGCTUJQTG CPF QHHUJQTG U
GPF WUGTU YKVJ EWUVQOGT UGTXKEGU

Skopje, North Macedonia

1 “According to the latest World Economic Outlook, Germany’s economy is forecast to contract by 0.1%, and Britain’s by 0.3%, in
2023. France and lItaly are on track to record 0.7% growth in 2023. IMF, Regional Economic Outlook: Europe (April 2023), p. 29.
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Kosovo NG
Belize NG
Bahamas |G

1HHUJQTG .QECVKQP (CXQTCDKNK

Respondents from the UK, Spain, France, Italy & Germany

Using a scale of 1 — 8 (1 = not at all favorable, 8 = very favorable), please provide your degree of
favorability to the following offshore locations for contact center delivery (choose one for each country)

Fiji - I
El Salvador NG
Bulgaria N
Malta I
Senegal NG
Malaysia N
Rwanda N
Czech Republic [INNREGTINENEGEGNEEE
Mexico I
|
|
|
|
Egypt I
North Macedonia I
India I
Poland N

Turkey [INEG———
Serbia NG
Uzbekistan NG
Kenya |G
Costa Rica [INNIGINNIENGEGEGE
Guatermala NG
Guyana NG
Albania NG
Bharain |G
Nicaragua [INNEG_G_—
Saint Vincent & the Grenadines | NEGTTIINEGg
Honduras N
Barbados NN
Panama NN
Dominican Republic [ NRERGNININGNGGG
Jamaica NN
Georgia |G
Colombia NG
Tunisia [INEG—
Neew |
Cote divoire [ NNENGNININGNGN
Saint Lucia [ NNRNGNG
Puerto Rico NG
Slovenia NG
Madagascar NI
Uganda I
Ethiopia [ INEG
Hungary N
Morocco I
South Africa I

6RXUFH 5\DQ 6WUDWHJILF $GYLVRU\ JURQW 2IgFH &; 2PQLEXV 6XUYH\ S
GV VJIG 10PKDWU 5WTXG[ CNUQ UJQYU VJG TGUKNKGPEG Q

QHHUJQTG OCTMGVU PQVEJGF JKIJ FGITGGU QH HCXQTCDKNKV][ C
CPF (TCPEG /GCPYJKNG 2QNCPF 'I[RV CPF UGXGTCN UOCNN FGU
"WTQRGCP FGOCPF NQECVKQPU

DEMAND-MARKET TRENDS

#ETQUU '"WTQRG GPVGTRTKUGU VJCV GPICIG VIJKTF RCTV[ QWVUQ
RTQXKFGTU OoP OP KP CPPWCN TGXGPWG +P (TCPEG CPF
acceptance of larger outsourcing partners, a preference that likely reflects the continued presence

QH $21 DGJGOQVJU VJCV ITGY QWV QH VIJGUG PCVKQPU CPF EQP
OCTMGYV

/ K F 5 K \ G $ 2 lNLolher ;g:cu-lr—en@!jo or do not work with an outsourcer for some or all
ct center delivery needs, please indicate your level of interest
JCKPKPI (CXIZTH

with the following type of providers using a scale of 1 — 8 (1 =
But Less So in France QR LQWHUHVW VLIQLgFDQW LQWHUHVW

taly

GerQany France European Avg.

m Global Outsourcer (Above U$1bn 6
Med-Large Outsourcer $500- On

S Qall-Med Outsourcer $100- On
B E Oerging Outsourcer $5- On
Source: Ryan Strategic Advisory, 2023 |
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&QOGUVKE FGNKXGT] KU DGEQOKPI [GVY OQTG RQRWNCT KP (TC
CNVGTPCVKXGU 'CTN[ FWTKPI VIJG %18+& RCPFGOKE J[DTKF J
Lille and Pau, where the cost of living runs about 30% less than in Paris Many of these hybrid hubs

JCXG UWDUGSWGPVN[ ITQYP 0QY (TCPEG CRRGCTU VQ DG VJG R
EQPVKPWG GZRCPFKPI

In 2023, | Expect My Organization's Hybrid CX Capacity Will

France 49% 39% 3%
Germany/| 39% 51% 4%
Italy 43% 48% 5%

UK 40% 43% 5%
Spain 43% 40%

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%
® )TQY UKIPK'ErowNpderately Stay flat @  Decrease modera@ly& GETGCUG UKIPK'ECPVN]

A

BRXUFH 5\DQ 6WUDWHJILF $GYLVRU\ JURQW 2IgFH &; 2PQLEXV

+P QVJGT FGOCPF OCTMGVU Vo R m—
%: OCPCIGOGPV KU OQTG FKH'EWNV 6YQ

factors, above all, drive enterprises toward

QHHUJQTG UQNWVKQPU (KTUV EQUVU HQT FQOGUVKE
FGNKXGT[ ECP DG GZQTDKVCPV O0QYJGTG KU VJKU
OQTG GXKFGPV VJCP KP )GTOCP[ YJGTG C UGTKGU

QH YCIG NCYU "PCNK\GF NCUV [GCT CPF UVKNN DGKPI
KPVTQFWEGF OCMG VJG CNTGCF[ JKIJ YCIG
OCTMGY GXGP OQTG GZRGPUKXG

Second, enterprises opt for offshore delivery

VQ CEJKGXG EQPVKPWKV[ KP QRGTCVKQPU %CRVKXGU
in Europe worry about ensuring business

EQPVKPWKV[ ¢ C NQV +P HCEV TGURQPFGPVU KP VJG
7- 5RCKP (TCPEG +VCN[ CPF )GTOCP[ CNN EKVGF

this as their single biggest challenge® Such

WPCPKOKV[ JCU RTQXGP TCTG KP VJG UGXGP [GCT
JKUVQT[ QH VJG 10PKDWU 5WTXG]

TPFQWDVGFEN[ VJG %18+& RCPFGOKE NGF VQ

INKVEJGU CU UQOG GPVGTRTKUGU JCUVKN[ OQXGF

QP UKVG EWUVQOGT ECTG VQ TGOQVG FGNKXGT]
&WTKPI VIJKU VKOG DWUKPGUU EQPVKPWKV[ DGECOG

C 'TUV QTFGT RTKQTKV[ )GQRQNKVKECN WPEGTVCKPVKGU
and widespread angst about recession

appear to be keeping it there. Thus, third-party

outsourcers would do well to position their

offerings as a fail-safe approach to ensuring

business continuity for European clients. Casablanca, Morocco

2 %9DVHG RQ FRVW RI OLYLQJ GDWD IURP 1XPEHR DFFHVVHG -XQH KWWSV
jsp?countryl=France&cityl=Paris&country2=France&city2=Lyon
S 5\DQ 6WUDWHJILF $GYLVRU\ JURQW 2IgFH &; 2PQLEXV 6XUYH\ SS
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OFFSHORE TRENDS

%: FGEKUKQP OCMGTU ECVGTKPI VQ "WTQRGfU RTKPEKRCN FGOCP
EQWPVTKGU CU QHHUJQTG FGUVKPCVKQPU *KUVQTKECN VKGU G|
'PINKUJ EWUVQOGT UGTXKEGU HTQO +PFKC 5QWVJ #HTKEC CPF ,
5RCPKUJ %: DW[GTU HCXQT .CVKP #OGTKECP QRVKQPU NKMG 'N
GZRNCKPU VJG HCXQTCDKNKV[ QH (TGPEJ GPVGTRTKUGU HQT PQ
Rwanda, Senegal and Morocco.

9JKNG JCTFN[ UWTRTKUKPI VJG EQPVKPWGF HCXQTKVKUO HQT V
FKHHGTGPV QHHUJQTG OCTMGVU WPFGTNKPGU C HWP F GdangPyagdN |
(QT CNN VJG ITQYVJ QH FKIKVCN EJCPPGNU CPF #+ CUUKUVGF
translation services, native-level language delivery and

EWNVWTCN HCOKNKCTKV[ TGOCKPU QH XKVCN KORQTVCPEG
outsourcers and their European clients.

%QUV OCVVGTU VQQ )KXGP PGCTN[ VYQ FQ\GP FKHHGTGPV
QWVUQWTEGT EJCTCEVGTKUVKEU DW[GTU KP VJG 7- (TCPEG CF
+VCN[ CNN EKVGF IEQORGVKVKXG RTKEG RQKPVUj KP VJG VQR SW
VJG CVVTKDWVGU VJG[ 'PF CVVTCEVKXG +P 5RCKP KV HGNN LWL
VJG VQR SWCTVGT VITGUJQNF

+P RTGXKQWU [GCTU JKIIJN[ EQUV EGPVTKE QWVUQWTEKPI FGEKU
had given way to value-driven service delivery. This blast

HTQO VJG RCUV UJQWNF UGV C ECWVKQPCT[ VQPG HQT PGCTUJC
operators. So long as concerns about recession linger,

outsourcers will need to develop value propositions that go

DG[QPF RTQOKUGU QH VGEJ FTKXGP GH'EKGPEKGU CPF NQPI VGT
RTQFWEVKXKV[ GPJCPEGOGPVU KOOGFKCVG EQUV UCXKPIU
EQPVKPWG VQ KPHNWGPEG RCTVPGTUJKR CITGGOGPVU



Europe and the Nearshore: Between Geopolitics and Recession, Resilience 6

NEARSHORE LEADERS

Poland continues to dominate CX in Central Europe

&GURKVG VIG XCTKCVKQPU KP UGTXKEG FGNKXGT[ OQFGNU CET!
converge on certain locales as nearshore destinations of choice. Poland and Egypt stand out as
IQ VQ JWDU HOQT QWVUQWTEGTU UGGMKPI UECNCDNG OWNVKNKP I

2QNCPFfU TGUKNKGPEG CU C HCXQTGF PGCTUJQTG FGUVKPCVKQ
TMTCKPG DGICP HQTGECUVGTU URGEWNCVGF VJCV C YGUVYCTF
OC[ QEEWT CU QWVUQWTEGTU UQWIJV VQ OKVKICVG TKUM D[ UJT
VQ JGCFEQWPVU KP RNCEGU NKMG 2QTVWICN QT )TGGEG 5WEJ C

#U C 0#61 CPF '7 OGODGT 2QNCPF KU FGGRN[ GODGFFGF KP 9GU
anchor of stability has helped ensure that business in Poland has continued at a brisk pace over the

RCUV [GCT 1XGTCNN YJKNG VJG PWODGT CPF XCNWG QH HQTGk
'"WTQRG DCTGNJ[ ITGY KP CU EQORCTGF VQ 2QNCPF UCY C
PGY RTQLGEVU KPENWEFKPI $21 CPF +61 KPXGUVOGPVU

9JGTG 2QNCPFfU $21 : :
5GEVQT +U )TQYKPI y
[ J

‘

2QNCPFfU GZRCPFKPI QWVUQWTEKPI UGEVQT

owes little to new sites in its historic

DWUKPGUU EGPVGTU 9CTUCY CPF -TCI”Q' Y

4CVIJGT CU YKVJ QVJGT OCVWTG QHHUJQTGE FEUVKPCVKQPU
NKMG +PFKC CPF /GZKEQ KV KU 2QNCPFfU CDWPFCPV
UGEQPFCT[ EKVKGU VJCV QHHGT VJG OKZ QH CORNG VCNGPV RQ
KPHTCUVTWEVWTG CPF KORTQXKPI CEEGUUKDKNKV[ VJCV HQTG
HCPE[] 6JGUG UKVGU KPENWFG 9TQENCY VJG 6TK %KV[ TGIKQP )
5QRQV E&2F- 2Q\PCP CPF .WDNKP

#P CDWPFCPV UWRRN[ QH ENCUU # QH'EG URCEG KP OCP[ 2QNKUJ
CPF NQYGT ITCFG HCEKNKVKGU OGCPU VIJCV QWVUQWTEGTU NQQ
VCRRKPI VIG JWOCP VCNGPV URTGCF VIJTQWIIJQWY VIG EQWPV’
QWVUQWTEKPI UVTGPIVJU YKVI C ITQYKPI TGRWVCVKQP HQT #+ R

I'L 7KH I'L 5SHSRUW *OREDO *UHHQQgHOG ,QYHVWPHQW 7UHQGV S
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Egypt - North Africa's CX powerhouse

Egypt also retained its heavyweight

status as a destination of choice in

the European nearshore> Many
outsourcers see the capital of this

country as a one-stop shop for
OWNVKNKPIWCN UGTXKEGU G
KV EQOGU VQ UCVKUHI[KPI VJ
YKFGN[ URQMGP OKPQTKV[ N
Europe, principally English, French

CPF )GTOCP #PF VJG YGCMG
the Egyptian pound over the past year

OCFG VJG EQWPVT[ [GV OQTG
HQT GZRQTVGTU NKMG QWVU

6JG TCVKQPCNG HQT $21 FG
"INfRV IQGU DG[QPF LWUV EQU
+P UQOG QWVUQWTEGTU
have crafted a two-prong offshore

strategy, whereby English-language
FGNKXGT[ HTQO 5QWVJ #HTKE
YKV OWNVKNKPIWCN ECRCEK
6JKU EQWNF UWIIGUV VJCV #
outsourcing heavyweights are seen

CU EQORNGOGPVCT[ KP INQD
delivery strategies. Meanwhile, others

are looking to bolster their Arabic

capacity to cater to fast-growing
EQPUWOGT OCTMGVU KP VJG /

6QFC[] CDQWYV VYQ VJKTFU
$21 CEVKXKV[ QEEWTU KP %
OQUV QH VJG TGOCKPFGT VC
CTQWPF #N% ZDd3pité Kikis
concentration, there is scant evidence

vVJCV UCVWTCVKQP OC|] DG
RTQDNGO "WTQRGCP QWVUQ
GPLQ[GF UVGCF]| NCDQT
opportunities in Egypt in recent years.
%CKTQ JCU CP KOOGPUG O
labor force. And both the capital and
#NGZCPFTKC JCXG TGNKCD
infrastructure to facilitate work-

HTQO JQOG FGNKXGT[ VJwU
potential build-up of wage pressures

in central business districts.

Cairo, Egypt

JURP -XQH WR -XQH WKH (J\SWLDQ SRXQG KDV ORVW RYHU RI' LWV
%DVHG RQ DQ DVVHVVPHQW RI RYHU JOREDO VHUYLFHVY FHQWHUV RYHU
6HUYLFHV /DQGVFDSH SS
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4QDWUV UWRRQTY HTQO VJG +PHQTOCVKQP 6GEJPQNQI[ +PFW
JCU CNUQ RTQXGP XKVCN +P VIJG KPXGUVOGPV RTQOQVI
RNCP VQ DQQUV UGTXKEGU GZRQTVU VJTQWIJ NCPIWCIG CPF
KPEGPVKXGU HQT DQVJ GZKUVKPI CPF PGY KPXGUVQTU 6JG
QWVUQWTEGTU CPF +6 'TOU JCXG CPPQWPEGF KPXGUVOGPVU
LQDU KP VJG $21 CPF +61 UGEVQTU KP VJG EQOKPI [GCTU

! 9GUVGTP '"WTQRG
| [ RV fU 35%-40%

SGTXKEGU

\/
'ZRQTVU
USA #UKC
25%-30%
5%-10%

A4GUV QH 9QTNF
20%-25%

SUCCESSES AND STRUGGLES IN SMALLER NEARSH
MARKETS

#UKFG HTQO 2QNCPF CPF "I[RV C ENWVEJ QH UOCNNGT FGUVKPC
5NQXCMKC *WPICT[ CPF %TQCVKC GPLQ[ GNGXCVGF NGXGNU QH
TGNKGU QP OWNVKNKPIWCN %: KPETGCUKPIN[ VITQWIJ FKIKVCN

%TQCVKC CNUQ QHHGTU UK\CDNG RQRWNCVKQPU QH TGUKFGPVU
native Slavic tongue.*

"ITIDA, “Egypt's IT Offshoring and Business Services Sector Sees Strong Growth Momentum with 29 New Agreements with
Technology MNCs,” 1 Dec. 2022:

KWWSV LWLGD JRY HJ (QJOLVK 3UHVV5HOHDVHY 3DJHV (J\SW ,7 RIIVKRULQJ DQ
um.aspx

7KH &\ULOOLF ODQJXDJH LV PRVW RIWHQ FDOOHG 6HUELDQ RU 6HUER &URDWL
name on the language has proven a politically contentious task.
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ICNVC EQPVKPWGU VQ GPLQ[ C FGITGG QH HCXQTCDKNKV[ COQPI
EWUVQOGT GZRGTKGPEG DW[GTU KP VJG )GTOCP OCTMGV )GQTI
QHHUJQTG FGUVKPCVKQPU 6JKU RTGHGTGPEG TGHNGEVU VIJG
QWVUQWTEGTU VQ WVKNK\G VJG EQWPVT[ CU CP 'PINKUJ )C
JGTOCP NCPIWCIG FGNKXGT[ EQWNF KPETGCUG QXGT VIJIG OGFKW

#NCU YJKNG UQOG FGUVKPCVKQPU CRRGCT VQ DG ICKPKPI VTCE\

QHHUJQTG QRVKQPU %: FGEKUKQP OCMGTU KP (TCPEG CPF )
-QUQXQ 5GTDKC VJG $CNMCP PGKIJDQT YKVJ YJKEJ VKP[ -QUQX
[GCT HCTGF CNOQUV CU RQQTN[ )KXGP VJG ITQYKPI NKUV QH N
RTQXKFKPI %: HTQO $GNITCFG VJKU KU WPHQTVWPCVG HQT 5GTC

Outsourcers have an increasing bias toward stable destinations. Still,
this does not appear to be affecting wider perceptions of of other R
EQWPVTKGU KP VJG $CNMCPU +PFGGF KP C il
HCXQTCDKNKV][ 0QTVJ /ICEGFQPKC JCU GOG ¥a
NQECVKQP HQT QWVUQWTEGF %: UGTXKEGH
FGEKUKQP OCMGTU KP (TCPEG )GTOCP]| CP._h_'

7~

2]

< |

0GCTUJQTG '
(CXQTCDKNKYV

¥
L

PORTUGAL

.
MALTA w
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1XGT VIJG RCUV [GCT VJG OWEJ CPVKEKRCVGF GPF QH VJG RCPF¢
DNKUU DWV YQTTKGU CDQWYV YCT KPHNCVKQP CPF TGEGUUKQP
FWTCVKQP %: FGEKUKQP OCMGTU KP VJG 7- (TCPEG 5RCKP )GT!
outsourcing strategies.

5VKNN C HGY EQOOQP VTGPFU CTG TKUKPI VQ VIG HQTG QH QWYV
QT QHHUJQTG EQUV UCXKPIU OCVVGT OQTG KP VJCP KP RCU
OCTMGV VJG CDKNKV[ QH CP QWVUQWTEKPI RCTVPGT VQ FGNKXG

Despite these shifts, Poland and Egypt continue to appeal as nearshore destinations. Across the
7- (TCPEG )GTOCP[ CPF +VCN[ VIJGUG VYQ OCTMGVU CTG YKFGN
attesting to the resilience of the Polish and Egyptian BPO sectors. A host of other nearshore
OCTMGVU JCXG CNUQ OCVWTGF CU PKEJG FGUVKPCVKQPU QH NC'
EQPVKPWGU VQ QHHGT XKDTCPV UQWTEKPI QRVKQPU GXGP COKF

Il RYAN IS
STRATEGIC I

Bl ADVISORY

(QT OQTG KPHQTOCVKQP RNGCUG XKUKYV Y
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$G[QPF OWNVKNKPIWCN EWUVQOGT UGTXKEG 1EVQRWU

BPO carved out a role for itself in tech-oriented
solutions. Nearly half of Octopus BPO

GORNQ[GGU CTG FGFKECVGF
EQORWVGT RTQITCOOKPI QT
4GEGPVN[ VJG EQORCP[fU VGEJ

UWRRQTV
UEKGPEG

RQUKVKQPGF KV CU CP GOGTIKPI NJECFGT KP #+ FTKXEP
%: i9JGP [QW NQQM CV VJG OCTMGVRNCEG QWT

UVTQPI VGEJPQNQI[ CTO GPUWTGUYYG JCXG VJIG
VCNGPV VQ DQQUV VJG RGTHQTOGCEY
QH QWT RGQRNG j UC[U 'N #0OTCY

+P UQ FQKPI 1EVQRWU $21 JC

QOPKEJCPPGN ECTG HQT TGVCKN CPF G EQOOGTEG

CU YGNN CU PKEJG UGEVQTU

charging stations across Europe has proven a

% W\Wheo yoa ook a Tthe Krketglare,
our strong technology arm ensures

TKEJ XGTVKECN CU JCU TGPGY oW NeveGtireGtlght @oQhogst the
IGPGTCNN[ 6JG 'TO TCRKFN[ SEHUWURQPXKQEH DQG HIgFLHQF\
UQNWVKQPU VQ OGGV ENKGPV PO®P® i$GECWUG YG

CTG [QWPI YG CTG XGT[ HNGZKDNG j UC[U 'N #OTCYK

iCNNQYKPI WU VQ EWUVQOK\G UQNOWNKR PN #\DT BEWNK G P V

needs quickly |

As part of this, Octopus BPO has a data

%'l QH 1IEVQRWU $21

UEKGPEG VGCO VJCV KU EQPUVCPVN[ OQPKVQTKPI VJG
OGVTKEU KV ICVIJGTU +P UQ FQWRVKNKPCW 0N XENREDKMN KVKGU  +
KP JQWUG UGPVKOGPV CPCN[UNG EIPEONR UQURNWVKRY BEEPCNN VIG

provide feedback to the client on end-user

VQ JGNR FGTKXG XCNWG HTQO E

TGCEVKQPU +V JCU CNUQ DWKIMNBWKXGTQ YR KIQIMEEDCUNW RMIC[GTU C
OQFGNU VQ JGNR QRVKOK\G U\a@eiomsolengpaknere tha canHhelp bring

UGCUQPCN XQNWOG URKMGU

VIGUG TGUQWTEGU |j CEMPQYNGF
iDWV YG QHHGT VJGUG TGUQWTEG
boutique enterprises that are often
QXGTNQQMGF j

#NTGCF] JCU RTQXGP GZEK\
ITQYKPI FGOCPF HQT KVU OWNYV
VGEJ GORQYGTGF UQNWVKQPU C |
OKF UK\G ENKGPVU KP "WTQRG CP
CTG RCTVPGTKPI YKVJ 1EVQRWU
recently inaugurated a second site in
#NGZCPFTKC YKVJ C ECRCEKV[ HQT
1XGT VIG EQOKPI OQPVJU KV YKNI
by agents servicing end-users in Western

Europe and, increasingly, those in North
#OGTKEC $[ VJG GPF QH 1EV
GZRGEVU VQ TGCEJ CIGPVU

16JG QWVUQWTEKPI OCTMGV KU W|
EJCPIG CU #+ CPF TKUKPI CWVQOC
TQWVKPG VCUMU j UC[U #JOGF 4G+
CEXKUQT i6JCV DGPG'VU RTQXKFG
OWNVKNKPIWCN CPF VGEJ VCNGP
GZRGTKGPEGU VQ EWUVQOGTU j



