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Introduction

Parlia ment libran se n,ices

I ibrary services havc undergrnc scverar r,e ve Is oI't.ansldrnutio, over thc' vears. 'I'he
cwrlttiorr has been due to a 

^trmbe'r 
ofboth push a.d prr)l lic(or.s, \one oI.the push lictors

are as a result ol'gror" iryand irrreas irpfycomprex rrceds ol'thc pcople be-iryserved w i r
rcspect to parri.rrne'rrt, ,A,fiica has seen gro* iqgand vari'ties o|dcmocratic crispcnsatrons.
Arnrngthc pull ficlors arc ne\\' cliscoveries in irddrr-nrtion rryrnagerrent tL-chliques as rvell as
tcc hno logica I ad vancenrerts l-ibrarv scrvices har.e. therctirrr--. evorrccr fiorr rraditional
scrrice dclirtry to stages of'virlLrar servicc Jerirc.v r h:s paper a ir- at spa rk irEd iscrs\ion
arrd re{lectro.s on Ihc Lrends irrthc ribrary sc-rr,ice r'i 'rpartrcr"rrar r.crircnrc ,u p-rir,r*n,
librarics and librar ians inLast arrrl Southcrn A fi.ica

l-rad irio na llyand broadrl. Iihraries l.uvc been categoriscrr irrr acadcnrc. pubric. schooranri
spe-cial. dcpendirgonwho is ti-rriirgancl who thevarc serrrn-g l)arliarr--nt libraries arc inan
irteresling sitrntion bccause. althugh they seem Io be rrnng speciar ribraries sr-rving a
spcc ia lise'd gn)up or-users, they t,:d to bc ofservice k) ranges o f'users irr.rtrrirgc iti--ans,
I h rs openness. lt'* ever . rrny r.rot be univcrsa r ,1c p. rr,.r ir19,r'n trr; par rh mertarl, slstenr i'the
various countrics 1hc ma ir-r target. i,arnrst alr cascr. ij lrcmbL-rs or-parrilrrrnt or
legislators ln addhir:n. rrxrst parriamenls arc hased.n representatir e s;stemr tr l-grr,,ernance
in*hich the ncmbers have c.nstitue-nts whorr thcv repr.cscnr rhc kirds o l-go vr..rrur.rcc
s)'stems havc I b.-aritgon Lhe irrft.rrrurtton needs and irrlirrrlltion se uk irlgbc lravitrtu-s ol-t;c
n.rmbcrs ot-parliarrtnt l-ibrary se.vrces. thr-rcrare, airr-rat satrssingthe ne-errs a.d pror,rdirg
scrvices as per the neetis tlrereoll I'ruclcntly. the scr vices should bc tailore.l to the ,ee.s ol.tlre
rrcnrbers inaccordance u ith rhc parli.rnrcntJry svstens r\l.the stales inri hich thel, are
r.'stablished- It is tc'mpring k) assurre thar allprrliarr"--nt librrrius a'c the san.r. honcver.
tlpical olspccial libraries. thcrc ate bound tei be sone unrtlur., scrvicr-s baseri on thc, spce ifit
cullures ard types ofparriantnur) s)Btcrr,.\. un Lhe otrrcr hancr. it is arso safb to assurne trratsirrilar parlianrntarv slstems are likcryto have sinira' rrp!'ratiors an<i, thcrefirrc,
irAormation services,



lnfonrution neeG and sctking Ixhavioun

The hgrslators \vant to be ilrh'rnred on the issues that the)'dcbatr-- and tu nrake irdrrnreel

elecisions crn br-'half ol-and 
't" 

ti*ll*ntt"'ents ln Kusa'rt NlansL''ur antl Alkhurair:j (2011)

reveal that lvlembers oftrc f<urla iti Parlianrerrt (MKPs) ut"-rc seekiryfor irdirnration

nuirlyto nuke a dccisior.r Jt;;";;;ntar)'request/inquiry and to bc inlir-e with

.li**.r*,, " (p b77)' This is tlre casc rn most parliamentary s\stems'

ln terns of iffirrration scek irEbehaviours' Shailcndra and Prakash (2008) inlndia fuund

that l\lembcrs ofthe l 'egislatLr? ntttrtrnty ( MI-As)"pretcr non-d o c un.rnury sources of

Lnlbrrnation over rlocumcntar' 'o"t"' 
'' ip rOlr 

l'"rr'.":.1^*U 
Alkhuraircj (201 l) lLunJ that

in Kuuult. rvhere thc lvlKI's were ofan average educattonal lcvcl ol'a Bachelor's degree "the

,,..i.r",.,,n *:.."'=":1,',iiI:';::l;l*{:;:;::::i\}:ll';:::HI'ffir-;T:

il[.,JI.1ll:;T:i::'d,,T].;".:"''in ' '"', good use ot'the internet and compulers " {p

678), PresurnablS'' tr"i' l""i or-tu"i'"" rrr;ldt it possible tir the metnbers to use thrs

Iblnrat of irrfirnr'rtio n sources'

It appears that. urrlike most ofthe acadcmic librarie s' t:t"' n u higshili li-om the

conventional tcxu*l t"d bJ;;';"" "it"iu"*tt"' 
The lihrary serviccs .lso need to adapt

l'or exrn.rple. inthe LJnrteJ I" irl4lotn

MPs used a *ide rangc of irdi'rtnatrtrtt cor'u'ecs' illcach itltance crn a relatirely

tntiequent r'"''=' r rt"it t;;i;;;tt'^te the irnportance of llexibilrfi in approach to

intbrInatron,".u,"*."..,.iL"stheneedfirrN,lPsarld,ortlreirsrafftolilterefl.cctirell
the iflfdrmation '*"i"' 

t""*tr to reach hoth alsable nrass and to firctts r'tpon

retiabh a,<t "-tid 
*.,;;:::r" (olton. \larcella and Baxtcr' G 'p 215)

Thc Library sen'ices for Pa rliament:r rians

lhe thrusr ofthis paper is to catlsc rellections on rihat librarl'serviccs *truld hc apt and

des irable lbr the par lturmen;';;;;; ;;"tt It is cvidcr.rt iiom a lot o{-litcrature that the

traditionaI book b*tu t"^;tt;';;'d t*ftttingtnt nrrrmbers to tralcl to spend time inthe

tibrary rvould not bc appropriate' Sonte ofthe rcastlns or lirctors ate: time' inldrnretion

iltfuracy. d istarrces and attitr'rdes'

ln ltldia ituas {trturd that only a Itlv MI-As rrt-re arrare aLrout the usetirlr-rss o1'

lihrarl'/intbrnratio" '"'"'t"'"i 
ft"y depcndcd on lron-docr-llr*-ntar)'soLrrces oIinhtnuttotr

They u ere not fLrllr' 
'uti'' 

ntA " 
itf'' 

'f''t 
s1 stctn ol' inl'ormal ion ullherin g' u herc the;' had to

devote rnorc tinte and t"t'*iii^tit';r a anJ Prakash (1008; 'l hc t\\ Lr autl.'rors Iiund that t,e

reasons \\ crc:

. distance oflibrarl fronr the residence oflrit',\s:

lock o f'lihrary oriclrtation proEammel



non-s va ilab ilityofserv ices in library;

, non-lvailurb ility o f inftlrnration inthe librar.,"l anrl

. busy schcdulc of Ml-As (Llck oFtime) (p 169)

In Ku$ait \lancour and AlkhLrratnel (20I I I lbund that "thc shodage of the librarr's role ttr

tlelircr inldrrrr.rfxrn. the currency of iriirrnation and thc ttse trf firrcigr languages u'crc the

tnosl signiflcant problems encountered by MKPs \hen thev $ere seektng lor intbrnlation,"

(p. 680) the.'surprise" to Irhrarrans does nol lirnjt itsell'to .\sia. l\4rddlc Last or.A,iica, ln

Srrigarland. it was fiiund that "polrtical decis ion makcts har'c vcrl' little time to deal ri iththc

leports ( and other sourccs of inlirrnyrtion). Reporting has to hc as up t0 datc as posstble"

([]ntn and Sic.gcl(2{)t)(r). p, .+t)5 ).'fhe reason lbr the nremhers n,rt "firll1'' dcsirirgthc rE-pons

u.rs thc packaging ur lrt?nnL-r o t-rcpotttng b1' thc reporters

Thcrc sect.r-ts to be a mixlure oflictors that alRct the r-rse ol-traditiorral liLrrary services Olher

thatr timc. tjistatrcc anrl ahiluclcs could be xbilityto us(- the librar)'scrvtces duc to lihrary or

ir{irmltion lilcracy antl,or cbilit},to lead. llostcft (100'1) discovercd that nol all )\1Ps Im1'

knorv hou to use librarl'scrvices.

I he libr arians of mrdcrn 1in1ss tlccd to be proactive and plovide serlices that takc

irt'dm.ntion to tlte tsers other thatr $'aititglbr thc trscrs to tra\Ll oI fi]C)ve t() thc libraries to

k}ok lirr infrrrnratron. [-rhrarians necri 1o develop |cpacl..aging sk ills inordcr to prur iLlc

irdinnation in add ition t,.r inft-rrmatio n services

Infornution tec hnokrgies. a solrrtiorl?

The rrorll has seen a tcchnologicalrcvolLtiL)n over tl.re lears e spccially'sir'.-e the beginnir.rg

ttf the t 990s rl ilhthe advent oJ-ir-fBlnel 
-fhc irlBrnct as it is knorr tl todal' has a $ ho lc Nt'rld

c,f-tcchno logies and serviceS, 'I-here are rnany illcrtlet l:ased datirblses aud itrhrm'rttolr

scrviccs 'l-herc are lariuus electronic irionrtlron resourc!'s that r-ruke it possiblc li,r library

and inftlrrrnlion fiunagers 1o de lircr inlirmatron 1o the rscrs itl various tlcxible liInuts.

lnlbrrnationcan hc rlclireretl tp tfie 6ffices or horne ol'thc uscrs usirgranges oftechno ft:lgies

In arlrl ition. irlcrnct t]rakes itpossible to licililale ir{irmation sharirp.alrung thc ttsers

W illiarnson ( l0 I J ) advocatcs thc usc ol'soc ial n-Ed h fbr pltrlianr ntar ians as a n.Eans to share

notonl)'arnongthetnsclr.csbutthrtheparliat]rcnlarienst(lLcepirltoLlthrii'rtheir
con\Lltucnts. fhc Aulhor cilcs the usc ttl-thc social n.r.'d ia inthe ( lnrtcd Slates t'['.\nrrica

and sal s that "The L.lS Ilouse ttf Iteprcsentative's lcts !isit.rrs (l',\\nloild \ ldc0 atld aud;o fio nl

thcir ou,;r plrlianrentarr vtcieo challncl t,t embed clircct links to cllps " (f l5 ) \\'illialnson

(2013 t states that " the UK l)arliamctrt nra[es cxtcnsire use- <r1-\'ouTt:hc. \'ht-re it lus iG tl\ n

c.'stomizetl channclthat is cross-lit{e.l to othcl'\\'cb antl soctal nledia asscts " (p- l5 ). Sin-ilar

Ltses r)Fir-lcrnet services \\crr,'reported it'tKtlrea and Brazil hy thc sanr arrllrol'. Williamsolr

t l[r ] 3 )- 
.'As parl of thc N ational ,,\sscnrh[1 of the RcpLrbl ic ot' Korr'a's e- P ar liatrtnt strstegv.

desig--d to cleate an open arrd accessible parliament, lle\\ socialmedia scrvlces haYe [rcctr

introducecl. managcd b)'the lnedia [ean] o1'1he Secretanat" (p l6)-



'l-hc La!. of irll'fl]1't, togethcr n ilhother modern techllologies, nrakcs it possiblc for

inlormation to be provided inthc very flexible and efficienl Insnncr I{tl\\'cver. their use

requires skill and positirc attitudes among the potcntial Luers Ll thc abscnce ofmeettng these

cern<litions \vould bc spath) and undcrutrlisatton, ln India. for exan]plc itu'as fbnnd that "Thc

most drsappornting lindrng oi thrs anallsis is thal \ll-/\s ale relLLtallt to tlse clcctronic

sources. Only 50 pr-r ccnt o1'MLAs said that they LLse I'I sources. u idr tl.re help oftheir Il-

assrstaflt/per\onxl assistanl " (Shailcndra and l)rakash' p 167)

'fhc c halle ngc for librarinni

-fhe ultirnate goal and nxttile that all librarians and irrldrrnalicrr ploviders havc is to providr'

irsnrntion and licilitntc the r,se ofthe ir{irrnratiorr Thrs goal calls lbr much rrrcre than

passirc pror,ision o{'space and sheNcs ofbooks and other read inglmterials It calls Itr hipir

l"ucls ofuser stud ies ancl cstablishnlent ()f'services that are apprupriatc to cnsule that the

lcgislators and all other rser\ are empoNercd rvithskill tt) ilcccss and use irdr\rmatlon.

l-he tasks irc h-rlc: provision ofnon documentar)'infirrmatioll sotlrcL's and slsterts' skilliry

and resk illirgo l-Ltsers to enable them to rravigate and use elr:ctrLxic irditrmation rtsstrlllces

-l'hc task ir"-lu.jes repackaeing inlormrtron irlo lbrlllats anrl lrrcdia that the uscrs appreciatc'

Just as Shailendra and I'rakash (100S) sa). "Lhere i: a strong nccd to huild an electronic based

ir-teractire inldrnution hand liry sYstern lbr vll-As of t)elhr to f'ulfil Lhcir irir]rrrution neecls

iltas bhort possiblc a time a ptrssihle so thct'can scrve socie$ ll)trre elficlentlY ill return " (n'

l7-1t As.loirt(100-s) snid, it is tinre' is norr to:

CreateancLitcratcpopulationol-politiciansandchctolithati\r-olnpctentlycngagcd
ri idrsocial and political debalc through the n$r Ircdia lhis is ofcourse so]rr-thlllg to

bepursucd*ithrutnlirirEotrrsclrcsinpadlpolitics\ndil-ucstlcceedinthisrole'
thenthepr.omotionoJ.skillsbydisirlerestcditrldrlrraltrlilproflssionalsrri|ll-ravc
sl,rorYn ils real soc iaI pote ntral: to he lp r:lc lirtr lhe denmc rattc potentia I of thr' il'lBrnet

tP,8'l)

I hc [.rbraliarr that is ablc tD provide all thcse t5'pcs of-scrvtccs has to be hear'ily engagcd in

inlirrrnetion lilcfticy. inlornntron sclvice and tlelircrl'arrd tcachtng as vuell as trairilg I'he

chllllenge norv and ahead is on thc slrouldcrs of-both lihrarian and thc trairEIS ofthe

librarians MLrrratsi (2011) sa1s " lhe resultant e-skills dcv!- lo p I]r nt' on-lirt net\\ Drks el.ld the

ahilityto prniuipate intliese have also brougCrt lbotrt irvaltable henelits to African

I']rrlianrnts," ( P 6)
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Marketrng of Legrslatrre and Parlramentarl' Ltbrarl Ser-vtces
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'l'he Unrversityo f Z.rmbra

Departm€nt of Lrbrary and I nformatron Scrr tccs

fu11qa r1obl Lr,4gr1.IJ uo!]

Abstract

This paper rvrll explaLn thc rmporlance of rrarketing legislative rnd paliametrtarl' ltbtartes,

Components of a marketrng plan wrll be outlined 'l'he anrcle \\ill further hrghtrght the n'rcthod:

rvhich legrrlatrve libraries rvould use to marlet their scrvrccs Frnally challenges and solutions

encountered Ln marketing oflrbrartes servtces mll be ouflrned

Defin rtions

The parliamentary lrbraryis mis\i(rn is to support and facilitate parltanrentar)/ activtrtes and

makc.lvarlable all useful sources of inlormalion to its users, Thus. a parJiamentarl' Itbran is a

specialized lrbrary liom the point of vicw of the collection's coverage and of patrons tbr

whom it is Intended (Priano.2000) in (Galluzzi. 20 I l0). l'hc Amencan Markaing Association

t20li) defines Marketing as a set of instltutions, and processes lor creating, communtcatlng.

dclrvcrrng, and erchangLng offer:ngs that hale valuc for customers. clients, panners and soctetl'at
targe The deflnrtion by ( Adcok, Halborg and Ross: 2) sa)' that marl(cting rs the stud) ol exchange

l.,rocr\sc! especially those assocratcd \\'rth the provision ofgoods 'rnd servlces. Ir ls thcrcf'ore vcr)

lmpottant for legislatrve and parliamentary lrbranes to market there servLces t(r thctr clicnts in order

l'or such lrbrarLcs to contnbute slgnlticantly to the parliatnentary work

Why Markct Pa rliam enta ry Libraries

Marketing of legislative and parliamentarv llbrar\'services help rn [hc pron]otlon olthe use

of rntormatron resources; it crestcs percepllon of lntbrmation nccd and therebl creatLng

dernand as well as ensurrng that thcre is opttmum use of infbrmatlon Madhustrdhan 120081

argucs that marketlng of librarl' servlces impro!e the llnage and status of thc library
prof-essronals. Further Itbrarians should lnarket librarl'and Inibtntatlon setvices becausc.

. It helps rn tackling the problems of rising costs ol readlng mater ials, .iournals. and

databasesl
. It helps to copc \\ ith the tnformation cxplDslon
. It assrsts rn introducing cutting-edge inlormation tcchnolog) svstems in llhrary

scrl Lcesl

o IIelps staff to balance shrrnktng funds'
. Marketing \aves lrbraries frorn declining render-support;

James (2010) posits that Iibraries shotrld airn at "providing high qualrty lnformatlon and

analyse and adrrse parliamentarians in support t)f their parliamcntar) and representallonal

rotes." It is important to also note that parliamentary hbrartes serve dtfferent categories ol
users who includc, the t'lrst time parlianentarLans \Yho are not erpericnced ln their \\ork as

1



wetl as medium e\perienced and more expcrlenced parllatnentarians. All these havc drfferent

informatron needs at anv gtven ttme

Rol€ of the parhamentar) library

(Blagnienc 19981 Pare 2001; Salterova 1998) rn Mostert (2004) say that ln general,

parl,inentary librarres serve a verl' lrmtted clrentelc, conststlng mainly of lndtrlduals connected

ivith Parlrament, and can tnclude tndrvrdual par liamentat t rns, parliarnentaly committees,

assoctattons and delegatrons, parltamentarv staff of rndrv:dual par lt amentrrians and party

caucuses, Furthcr, thel say that in some cases servlces are offered to a rtider clientele. includtng

clients from governmental depaftments, the courts, regional executive bo'.1ics, Iegal jnformation

centres, accre-drted,.prrscntaiiues ofthe press and other mcdla. foretgn embassy stattl librarians

lrom other tnstitutions and in some c3ses even thc gcneral public, The malor clientcle therefore

seem to be attached ro parliamentar-v tnstitutions. and as such l-aund1 (1980) ln lt{osteft (200'l)

advocates that, in order tbr the parlramentary [ibrarv to fulfilt irs role as lnlbt marion provtdel

wlth maxrmum effectlveness, this goup should be guaranteed priority at all trmes According to

Bannenberg (1994) in Mosfen (2004). parlramentarrans have a seetntngll inexhausttble appetite

for informitron, since therr survrval can depend on their abilrty to access and utiiise the rrght

rnlorrnation ar the right lrtne

fhe modem parliarn entarian ls now expected to kno\t somethlng about everythtng. Not trnl) do

they need to be ablc to soive local constrtuenc) problems. but indeed that ofthe nation and tlte

t"oild It h* heen concluded rhat Information rs thus needed on a rvtde range of subJects rangrng

fiom economics, health, socia[ \yelthre. tlanspon, environmental tssues. agrtculture. houstng,

trat]sport. tcchnologv. educatton. communicatton. etc. ln order to satisf)' thetr rnlbrmation needs,

parlramentaflans do not alrays perLcive the parliallentary llbraly as thelr sole tnformatton

provrder Ximena and Manalyse (199.1) ln Mostet (20040 point out lhat othel than the library,

parliamentarians also make use of external study groups. political think tanks, the academic

ivorld and personal contacts with experts In particular fields of intercst. Added to this !tst ts

the grorving utilisation olelectronic sources. notabll, the Internet, hy the grolring numhcr of
younger and technologically ltterate parliamentarlans

i".oiling to Flanncnberg (1994)in Mostert (20040 rt does not matter to lhem u'ho supplies

it. as long as thetr need is futfilled prdmptl!'. accuratel)'and appropriatell'

The parliamentarran's indrflbrence to the t)pe olsource from rvhrch the informatton ts found

posei a b,g challenge to parlamentary lrbraries to prove therr 'iabilitl' 
Bannenbcrg t 199'1:2)

in Mort"rii:OO+0 p]oints'out that. "there is no reason $h1,the princrple of 'courpete or perish'

should be an1, lcss applicablc to parliamentarv librarles than to other bustnesses or selvice

organ isatio ns".

Dcveloping Market Plans for Lihraricq

It rs otcn said th3t failing to planning rs planning to farl, Palliamenr and legislatrve lihraries should

therefore develop rnarketrng p)ans rvhrch should gurde them ln the nr,rrketing proccss Njoblu 12008)

outlines the comPonents ol-a markettng plan tbr any lrbrarl as fbllus

Executive summary: Thrs include a briel introductron of the parllame ntarl' lrbrary and. rtat
services Lt oft-ers, Thi missron of the hbrarv as wcll as the mother bod) should be included
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Describc the current situation: I)efine whcre lhe legtslattve and parliamentarl' hbrarf is at

the moment, and u,here you want it to be in fi.lture, Outltne the current users, the servlces

berng offered, the size of the collection including c-rcsrrurces and the current budget,

Market audil: -lhe competitor analysis is outlined in thrs section 'fhe strength. \'eaknesses.

opportunities and threats of rhe ltbrary as compared to othcr sources of tnformation for

parliamentarians arc defined An environmcntal analy'srs rncluding political. econonlical- and

technologicalofthe area lhcrc the parltament hbrary is situated has to be strpulated here

Marketing objectives: It must be clcar fiom here rvhether the ainl is to introduce a neu'

servrce or lmprdvc on the exlsting servtce. The ltmc fiatne of when the introduction or
improrement ofa new servrce rvould be done should be clear

Market strategy: outlines the approach that will be uscd to achteve the plan's ohjectrves

I lere the .lPs whtch tnclude product. pricc, promotion and place in relation to lhe servlces are

drscussed in dctail.

The action Plan: Specific programs and actilities are outlined herc are destgned to meel the

objectrves. w!th timellnes and lssignmcnt oftasks,

Budget All activities outlrned should be budgettd lor Drtalls ofany financral constraints or
profits are expla incd

Evaluation. fhis section provides measures ofasscssment and ieedback-

Methods of Markctirg semces of a parliamentarl Librarl

Orientrtion programmes to new parliamcntarians

Joining the parliament can be an overr.vhelming erpericnce fbr the neu parliamentartan who

rs lrom totallv a differcnt enl'ironment In Zambra. Lhc current trend IS that rvhen voti:lg
prelercnce is given to candidates u,ho ltve wrth the pcople 'rhis practice means that st)me

new parlramentarians comc frotn far remote places in the counlr)'u'here the acquistIton of
rnformation literac;- skrlls Ina) not have been a prtoritl' Thrs good practice has an

implication rvhtch needs to be addressed hr the parliamentarv ltbrartan- Thc nol
parhamentarian is only learnrng parllamentar) proccsses and requirement\ ollheir nelr role

but also seftlng up a ne\\' ollice, Iinding their wai' around a neu rvork envitonment nnd

coming to terms $lth the scrviccs avallable to them as a MenlbL-r of Parliament 1VP) Jarncs

(2010) recommends that estabLshtng some contact $ith lhc ttct, MP at thrs polnt is Yital to

begin buildrng a relationship Thc Library orientatlon shortld locuses on nro aspects 'lhe first
rs to provide a trarning sen'r lnar or workshop on the use of the library, Thts gtves an earJy

a\\,arcness ofthe service and rs generally'undertaken in thc firsr lerv months olthem bcing in
parliament. Secondly. all neu' Mernbers ot Parllament shoLrld be provided \\ lth a 'contact

llbrary oUicer rvho should specrfically look in[o thclr informatlon need l'his will ensttrc that

the serlice is personaltsed to an indlvidual as somc Parllamentarians *'ould not \\ant the lr

inadequacres to be noticcd b1 olher in a group
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Provision of ICT Skill to pa rliamentarians

Parliamentary libraries could use thc competitive advantage IC'l's provrde b) trainmg

par[amentarlans on ho\\'the\ .oufa titt ICTs in accessing tnformation lor their use' An ICT

literale parltamen,"r,un t, ao," liktly to utt"" 'n" up iu date information than those who

are not ICT literatc, 
.I.he trainin[ [ere could inclurlc ihe use of soctal media, surfing the

Internet effectively as Nell as thclse of cellular phones in generating storing' acces,sing, and

lirr!*i*t^g i"r,irmation, 'Ihc use o{-lC'l s could promote access to e-resources '" 
*t ll!:lll

and clsewherc rvithout nccessat'ily users visiting. libraries ICTs improve communlcallon

amongst stakeholders and p'n'oil 
"otlaUutation- 

between users and prortders of services'

Fudhcr IC.fs inclease intbrmation exchange $lth CuStomers as rr,clI as give users superior

access to information

Adrled to this, lcgLslativc and parliamentary librarians should L'rke keen Lnterest rn uslng

,r.Urir., i.. the pirposes of rnarteting library scrvtccs Parliamentary llbrar)'u'ebsites should

;. l;;;rp to date'fo u.h to utt ai ellbctivc mar!'ettng tools Such rvebstte would hring

about vistbility of the librar;"

Other mcthods of promoting parliamentary library services

I-egislatrve and parliamentary librarres should not rgnore the traditir-rnal nrethods of marketing

;;,i; r"hi"h in.tua" ",lr.itirinl 
through print a-ntl electronrc medra Librartans should be

,il. ," gir" ..a," as rvetl as televi;ion p"ig"*'"t to let the users knou u'hat they oflbr'

f)iscussion forum have been userl by some libraries in marketing librartes ln thls method'

Lalks on topical ,r.u., .nn."'n'ng #g'tlut'on and parliament are organtsed by librari'"s and

users tnvited. EKpert!, on the subj?ct fre lnvlted to qtve talks Other lrbrar5 servlces lrrc then

marked in the Process.

Challengcs

Lack of marketrng skills rmong librarians

'lhc tssue of Lnformation heing critical to all is not dehatable Houever rt rs bclteved that

Librarians and information proiessionals tn deleloptng cottntries do not r]nderstand or have

an outdated notion of *urt 
"ting 

anJ most ofthem dJ not have sufficient marketrng skills.

ftl.fr"nlrr. (1991) and Na\\'e] (tqq:). as a result ltbrarl' serrices and resources are

underuttltzed or they are completell''ntno"n [o the surrounding colnmunitr'' TIris situetton

rs however changing o, *ott-unl rnore library schools rn tiniversities are introdttcing

marketing of infotmation resoLlrces courses'

Inadequate funds

Most lrbrartes face decJrntng hudgets Thrs means that the standald of servtces they pro\ide rs

becoming pooret and poorer ua ,'*t go".s on This thercflore hes an tmplication ofusels loslnE lnterest

Ln tibrarl' servtces Lack of i'unds ican that libtarrcs have litlle resources ro spcnd on marketing

actrvities whtch ln most cases ts constdercd as 3 lcss llrPortant

Though lack of tinds could be constdcred one ol thc lnalor factor" rnhtbttrng markeLing irbranes'

shoutd take blarrc lbr not belng creatlle rn comtng uP \A'lth actr\lties shich lnal tlot need troney to

undefiakc_ Actl!lties such rs [ace to t'ace marLetLnl \vrthlo the prctnises t-crr a rpccral ltbtarl'such as
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rhe legislatLve or parlialnental) lrbtarl Thele are nrany othei ilctt\rtrcs lthich lLbrartes coulJ

undcrtlke vith llttle or ntt futtds,

Attitude of library users

(Mchomvu, (199J) in Nthulo and Otikc () arSue that one of the brggest challengcs laced b1'

lrbrarians is Lo create a positive image as mosl uscrs hold negatile attltudes towaldS

Irbrarians. They funher say that for decades. people thought of jlhrarians as trained or skrlled

but not neccssa ly as profcssronals and have no tdca about the qualifications or training

requlrements. In most dereloping countrres lrbrarrans arc scen as simply retrieval clerkS Or

have lou social status, so users may consider thctnselves more compctent and more

knorvledgeable than lrbrary staff and rcgard it unnecessary tr) approach a lrbrarian [or hclp.

Therefore. the librarrans need to dsmonstrate that the) havc got both qualificatrons and a

valerl,ofskrlls including good customer carc and how to dealrvith strch dit]icult custotners.

1'hrs ma1, be the sarne in legislatire and parLiamerrtarl ltbraries u,hete users ma) undcfrate

libranes and lrbrarrans

Myth that libraries do not need to be markcted

'l-here is a hclrefthat libraries do not need to be rnarketed In any spectal wa) becausc thelr

importance to society should bc known to all Most librarics do not maiket the ir libraries

because they say that lLbraries alreaJy have defined segments olusers u'ho do not need to be

infbrmed ahout rhc librarr servrces This has led to sr'rme of the librar;" services betng

underutrksed or e!en not used at all Most legtslativr- ltbrartes are dcsertcd tn nlost cases

because of thrs rn y'th

Conclusion

Legrslatrve and parliamentar] Ltbrartans should realrse that the) no longer hale a monopoll of
provrdrng rnlormatron servrces and that rnarketlng ts a vital tool for them to rematn relevant

Lrbrarrans sh,-,uld develop marlcting plans for thcrr Irbraties uhcrc thcl'should clearl) outline lhcrr

rnarketrng strtteglcs It is also cntical lor lrbrariani to o\ercome the barricrs uhich tnal extst tn

marketing the ser!lccs
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An Exploratory Study of the flsage of Parliamentar-r' Websites as an Engaging Tool: A

Case of Selected African Parliamentary Websites

Akakandelwa Akakandeiu a

Abstract

parliamentarywebsrtesoffergreatbenefitstocitizensanclg0\ernmentsParliamentarl'rvebsttes

play the role of tool f'or archiving parhamentarv documcnts lrepositories;. comrnunicating and

educatrng citizcns, Consequentll'. wehsites are seen as tools tbr enhancrng democracy'

transparencv and opcnness IlorveYer, rn order for thesc roles 1() be eflcctl\ el] and et'ficientll'

fulfilled. parliamentar) uebsiles must be rvell designed As parliarnentarr,' rvebsttes ere

increasrngly being regarded as the onlY medta rvhtch trull' enablcs the pub)ic to engage with the

legrslatlve process. it is thereforc rvofth assessing this tool in order to determtnc its efi'ectiveness

and rmpact- This paper presents an exploratory stud.v- to rnvcstigatc the usabllit-v of parliamentarl'

$.ebsrtes of selected countries in Central. Eastern anil Sonthern .A,frica Llsing mtxed research

methods (ucbomelrics and l'ealure investigation method): the study has evaluatcd ten

parliamentary uebsrtes oI the eastL-rn. central and southern Afiican countries. according to

scvetal perspectives including desrgn lalour, nallgatlon. and legal policies It is hoped that the

e!alualion results will motivate the respectlve parltamentarv staff ttr impro|e therr u'ebsites t0

intemational standards Fufihernlore. it is hoped that thls studl wrll stlmulate lnore rcsearch tn

this area

Keywords: Wchsitcs. e-government. rveb usability. APLESA

Background

The increasing use of information and communication technologies (lC'l-s) in partlculsr the

Internet has bJcome prominent and has essentralll'changed ho\\ olganlzations u'ork (La Porte et

al..2001) The Intemet and rhe World Wide \\,eb provide an opportunitt for gorernrnents ttl

offtr elficrent and efi'cctrve servlces to therr citizens Yta rvebsites, Furthcrmore, governmenI

websrtes are increasrngly berng seen as a uscful tool to enhance transparencv and dL'moclacY

because they,enable criizens to eastly interact uith thetr gorernments. Heel<s (2006 f '1) defines

"-go"a--"nt 
as .-the use of rntbrmation technol0gtcs (lcI's r b1' puhilc scctor organtzations"

Th-rs u.e of ICTs by governmcnts rs usually relirred to as clectrontc c,overnmcnt (E-

govemmcnt). It inclucles the pror,rsron of electrontc sen'iccs sr.ich as clectrontc pr()culemcnt

ieprocurcment), electronic petitioning (ePctitionrng) and elc'ctronic vottng (e\/ottng)
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Kaaya t2004) obscn,es that the devclopment ofg0rcrntnent u'ebsites passes through four phases'

n^..i1'. fff websttc creation' (2) iniiial t*o-niuy. interactron' (J) online transactions and (4)

comprehenstvegovemmentportalsThefirstphascinvolvesdevelopmentofgovernment
,*llir"i ,o provfre information to citizens The second phase focuses on burlding a platform for

interaction between citizens and thc govemment. Tools iuch as electronic suhmission fbrms and

drscussion forums are createJ at thri phasc. The third phasc involves the del'elopment of rveb

iooi, fo,' facrlitating transactions of go'ernment serviccs. such as electronic procurement The

last phase involves the lntegrction of-government s,vstems to share resources Usabrlitv issues of

gor".n-.n, rvebsites arc pirtrcularll,"relcvant to piur., on. anJ two of the rmplementation of

government rvebst tcs.

ThelnternatronalorganizahonforStandardsllso)definesusabilrtyastheextentto$'hrcha
iroau.i, io, e\ample soiiware or a rvebsite. can bc used by partrcular users 1() achie^ve 

_specified

loals elfectrvctl , eftlcientll' and satisfactorily in a specified context of use (lSO' 1998 )' Usabiliti'

of website is vltal to en organrzation because unusablc rvebsite reduce the eflecttleness of

communicalion bctween ,se"rs and the organizations. Wcb usabilitl' generally means that

u'ebsitcs are clcar, stmplc, conststent and easy to use (Cappel & Huang' 2007)

Ir'or;,andChevalier(2002)observethatdesprtetheimportanccofgovernmentrvebsitesin
gorJ..,ment-citizen rclationship, man) govemment 

^rvcbsites 
are seldom used Because

i...r.,u i,l rs an element of wcb usahrlrtl, (He nry. 2002). accessibility problem of government

websites therelore reducc therr usabilrty and this ln turn hampers the role government websltes

would plaf in delivering services to citizens

Veryl.ewstudieshavecraminedtheissucofe-govemmentindevelopingCountrlessuchaS
A tiica (Asinvmi & I-im, 2010r IIeeks. 2002. Schuppan, lQQg), IIeeks (20021 investrgated the

development ol e-goYernment rn Africa in relatton economtc and administrat^'e characteristics

of the contrnent. This study investtgates usabilitl' aspccts of sc'lected parhamentary uebsrtes ln

Fastcrn, CentraI and Southern Africa

Stud)' obiectivcs

Thc ob3ectrve of thrs paper ls to examine the usabrlitl' of parlramentarl websttt-s in Eastern'

Centraiand Southern Arica The specific objectives o1'the study are

1 'Ihe Design laYout of rvebsites

2. Navrgation of websites

3. L cgal Poltcics ofrvcbsttes
a Type of web content tnformation being offered

5. Number of websites hnking tn the parltamentary wehsltcs

6. Usagc of Social networking tools

7. L'sage .rl the rrcbsites
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Methodology
l'hrs stud1. used a mixed research approach to assess the accessrbilrty and usabilrty of nine
r\frrcan parhamentary rvebsites. Ten parliamentary rvebsrtes s'ere sclected bE'carise the librar)'
profcssronals olthese parliamentary wehsites belong to API-SIIA (Table l) Four categorics of
ten w-ebsite features were examined, namell: design layout, navigation, legal policies. and types

o[' servrces being offered, The features rvere adapted liom the E-Governtnent Toolkrt fbr
Developing Countries lVerma & Ornager, 2005 t and \\Ieb Content Accessibilitl' Guidelines
version trvo (WCAG 2.01. The e-government toolkit was prepared by Natronal Inf'ormatics
Centre 0'{lC) and United Natrons Educational. Scicntitlc and C,-rltural Organization (LINESCO)

to guide e-government implementers rn developing countri!-s l-hc WCA(} 2 0 standard rs a sct of
guidelines that covers a wide range of recommendatrons f,or making q'eb contertl accessrble

l-able l: Parliamentary websites sun'ered rn the study

Name of Parliament URI"

1, Botswana Parha ment www oa rlra ment pov bw

2 Kenya Pa rlra ment www oa rlram e nt qo ke

3- Lesotho Parliament www pa rliame nt ls

I Uga nda Pa rlra ment www,Darlrament, go,ug

9 2ambran Parlrament www Darlrament gov zm

10. Zrmbabwean Pa rhament a rlra me nt Pt-rv zw

'I'hr-- wcbsites rvere examined for the followrr.rg communicatron llatures rvere evaluated rn this
category:

I Destgn const\lenLt rn u'eh pages Web pages of a r.rcbsite should be conststent. For
example, the desrgn layout and colors should be the same fbr all lveb pcges

2 Feedbuck'rrtqtirl'formt and otlrcr tnleracltre /or.r/l Thcsc arc tools that suppon t-aster

and eff-rcrcnt communication belrveen the governmcnL and citizens and among crtrzens
themselves.

3 Puge conlent shdling toois.' These alre tools that enahle users to easily' share or obtain
content ol'a rvebpage as a separate computer file. Eramples are print. dorvnload,/sai'e, fax
and email options.

1. ZoLtn optrcns These are tools that allou user\ to customrze c(rntcnt hy rcsizing it These

tools help users cspccially those u'ho are vlsron-rmparrcd read the text on u'eh pages.

4- Malawr Parliament www 0a rlra ment,gov mw

www Darlra ment so tz

www.Darlrament, g ov. na

rlra ment,eov,za

5 Namibian Pa rha ment

7 Tanza n ra Parlrament

6 South Afflca n Parliam€nt



5 ,4ulrocoflIenl Audto content reftrs to plesentalioll of t\etl colltent in form of voice Thts '

featurc is highly reconimended b1 rntcrnatronal usabililr and accessibilirl gtlidelines such

as WCAC to facrlitate vl ston-tmpatrcd users

6 ll,ebstte acldre.ss ( L'nit er"rctl Retuurce l,tttalu') rlarlr.t' Everl 0nline u'ebsite has an

address that uniquell'Ldentrlles it. fhe address shonld porlray the name ofthe instrtution

andshouldbceast'krmcmorizetnrelal:olltowhatthr-iltstitutrondoes

7 lvlain ntentt o tl othcr lil1k\ Lrnks connect rveb pages .lnd documents \'lthin the \\'ehsite

to each orher and to other ertemal websites, Links should nol be broken and should have

names thst colresfrond 1o the linked tntbrmatton'

8. Sitetup A sitemap is a collcction ol'Lnks for all tnain rveb pages on a *ebsite It helps

uscrs i:rnd specilic information under a certAl I1 sectron af the r'lebsite'

9. Scttrch toot 'l'his is a tool for searching information r.,ithtn a rvebsite rvithout brorvstng

through rveb pagcs It rs an imporrant tool b""uur. n laciiilates fast tnformation rctrieval

lo IlelptFlQ (1.'requentlt, ,Lske.l Questions) rdges,'I'hcse pages provtde uscfirl tntbrmation

to users ivhen the uscrs need hclp, Frequentll asked qr.restions are based on the common

quenes raised hl users.

ll Pr^,Ltct) polrcte." Privac1' ret-ers to the right ol a user over cefiain lnformat:on Privacr

policies guarantee users ounership over intbtmation thel ale entitled to

12 Ter ms unLl contliton.t o/ Irse 'l'hese are protocols tl'let goYcm horv inftrrmation should be

accessed antl used on thc $'ebslte and hou' services of'lcred bv the $ ebsite are carried out

13 Copl'right rdrsc Laing rnfbrnruttott Copyright and disclainrer are legal nottllcatitrns that

p.o"lo,i, thc organtzation as the rightlui ou'net ot the $ebslte

Alexa.com rvas used to estabhsh various u'eb mctrics ol- the rvehsites such as Alexa Rank.

number of sitcs linkrng in the wcbsrtes, tlaill. bouncc rate, daill evel ase page I iew. and ar erage

daill.time o, site, Al"*a Rank is the rank of a $ehsrte at global lerel. Thc PageRank of a

particular page is roughly base,l upon the quantir)' of inbound Iinks as ri'ell as thc PageRank of

i.," p.g.= prJurding tle iinks Thi, algo.t6m also rncludes other factors, such as the stze of a

prg", ,i. numbc. o].hanges, the trme srnce the page rvas updatc-d. the text in headSncs and the

iexi rn hvperhnk.-d anchor te\ts. Bounce rate the percentage oi'r'tsitors ieaving the uehsrtc The

dailypaget'iervsarethenumberotpeoplerrhor,lsjtapartlcularwcbsttethenutnberofpages
they vrerv

Limitations of the studl

Some rneasules used rn thrs studY such as design consistencl' are prone to subiect['rt1,

farticularly considerrng that o.ly' nn. .*p"tt n'as rn'olved in thc study llolvever. usc of onc

!rp.n *u, ecc,nonricil and consiilering thc amount of tii,c that madc availablc betbre

..,tmir$un of the paper. Thc srudl also only constdeted nine s r--bsitcs in onc African rcgion.

inus tirnitrng the gencralibility oi the stud) to most Aliican parSamentar)' *cbsitcs IL ts

4



therefore recommended that feature research should he extended to other r\fiican regtons and a

mixed research approach be adopted

Results

Nrne Afiican par6amentary rvebsites were evaluated, namelv, South African Parliament. Uganda

parliament. Namibran Parliament. T.ambian Parlianrent. Ken1,a Parliament. Tanzania Patliament,

Lcsotho Parlrament, Botswana Parliament. Malawi Parlianrent. and Zimbabu'ean Parliament

11'able 2) The oldest webslte. Soulh African Parliament Websirc, was l6 1'ears old r'r'hile the

ynung.ri rvebsrte, Zimbabwean Parliament Website, u'as .l years oid the average age of the

wehsites was l01ycars.

Accessibilit-v of Websites

Evaluatrgn results of the fout parliamcntarl rvebsitcs are sumntarizcd in Table L'\11 the nine

wehsites hacl website addresses. maln menu and other links. search tools, helpiFAQ pages' and

copvright/drsclauner information, antl some kind o t' feedbaclc/luquirl' forms Only Uganda and

Namibla had no siremaps. Only a Botswana, Kcnya, Lesotho, Mala$i. and South African

websites had some kind of zoom options. Only Botswana. Kenya. Lesotho, Mala*r. and South

African websites had some kind of page content sharing tools. Only Botsu'ana, Keny'a. Lesotho.

Mala*i, South Africa, and Tanzanta had audlo content

Table 2 Evaluatron results for website features of ar|amenta websrtes

Keyt /=Present X=l{o1 presenl

Weh content

All the websites evaluated had pdf documents South Africart Parliament had the largest number

of pdl documents (6990), followed h1' Zimbabwcan Parliament wcbsite (648 t and the Namibran

5

ZrmbabweTanzanra Uganda ZambraNam rbra South
Afflca

MalawrKenya LesothoBotswana# Features

1: La tCate o
Feedback/rnqutry
forms and other
rnteractNe tools

X XX xx2 Zoom optrons
xX XXXPage content

shaflng tools
3

xX XXAudro content4
2: Na tionCate o

Websrte address
(URL) clanty

2 Marn menu and
other lrnks

xXSrtemap
4 Search tool
5 Help/FAQ page

x xxx x X6 Prrvacy poltctes
xxx7 Terms and

condrtrons of use

8 CopyflghVdrsclarmer
rnformatlon



parlramcnt website i1'able .l) Kcnl'a Parltatrent \\'ebsrtc had thc smallest nurnber ol pdf

documents (9t the South r\frican \\rebsrte had the largest number of trord (doc; documents

(g790), follow,ed bv LTgande Parhamentarl \\/ebstte (1620) and Tatrzauia Patliament 'r{ebsite

Namrbian.Lesotho.andKenyaParliamclrtaryrvebsiteshadnolvorddocunlenlsonlythree
w,ebsitcs had ppt documents. namel),the south African Parliament $ebsrtc (J{). Zrmbabriean

Parliamcntarv rvebsite (4). and Botsrrana Parliamentarl'u'ebsrlc' (l )

Table 4 Rrch content of Parlramentary websltes

pdf doc
Name o f Pa rlia ment

South AFrtca n Pa rlra ment

Zrmbabwean Pa rltament
:Nrrn bian Parlra ment

6 990

648

621

338

164

94

J5

32

9790

2

0

9

2

4

0

0

0

1

0

0

ol

-ol

Ta nzanra Pa rltam ent

Zambtan Pa rllament

Botswana Parlra ment

Malawr Parlta ment

UBa nda Parllament

Lesotho Parllament

40

162 0

0

0
Kenya Pa rlia ment 9

Number of sites linking in

wehsrtes \\cre evaluated ro cstabhsh the cxtent to other wchsites hnk to them Tablc 5 sho$s

that thc south .African Parliarnentary u'(-bsite hael thc largest number ('l0tl ) of srtes Itnkrng tn to

it, 11 u.as follorved bl,Malarvi Parhamcntarv rvebsitc {335). llgtnda Parhamentaty $'ebsite 125J)'

.l.anzania parhamentarl, u,.-bsrte 42). Zambran Parlramentatl' rtebsite (130). and Namrbian

Parltamentarl,u,ebsite(106).BotswanaParllamcntarr,rrcbsrte(17].I-esothtlParliamentarl
rvebstte(10).andZtmbahlr.canParltamenrarl,ri,ebsitet4)lradthesnla]lestnrrnrberol.sites
linkrng in. rcsPectr vclv,
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Botswa na Pa rllame nt

Lesotho Pa rlia ment

Table 5 totalnumber of sltes linktng in

Name of Parliament #sites linking in

South Africa n Pa rllament

Malawr Pa rliament

Uganda Pa rllament

Tanza nia Parliament

Kenya Parltament

Zam bta n Parlra ment

Namrbtan Pa rita ment

zrmbabwean Parlla ment

Table 6 Top srtes linkrnq to parlramentary websrle

408

355

252

181

142

130

106

17

10

4

Iiurthermore analysis u,as conducted to establlsh thc sttes which llnked to the Afircan

purt,un1.ntorr. websites, Tablc 6 below show-s thc top 25 sites rvhich link to the parllamcntary

rvebsrtes. among rT hrch were Wikepedta org' Sccuresever nct' bbc co uk' bLogespot'ru'

yuhoo.n-, and sourceforgc net, Thcse wehsltes can hc grouped into commcrcial rvehsttes

( com), rnlormation $'ebsitis (.net). organizatlonal websltes ( org)' and a ferv academic $'ebsites

(,edu or ac). There rvas onll one governmental rvebsite (loc gtrr')

Count

7
6
3

3
2

5

1 Wtkt ta orq
2 Secureserver net
3 bbc co uk
4 blo rU

hoo com
6 sourcefo e net
7 academtc ru

I answers com
I archrve orq
10 caprtalls,com
'll classhaber nel
12 cnn com
13 colorado edu
14 keele ac uk
15 loc qov
16 mrcrosft com
17 ox ac uk
18 u ckrwrkt com
1g reddrt com
20 sr ma-oflonls com
21 sobrante mk

U

23w
24 wn com

7

1

1

1

et co ll



Use of Social Media

The researchcr wanted to llnd out the extent ta rvhich r\tiican parliamcnts use soctal networking

tools to increase their communication to cittzens 'fable bclow shorvs that onll'three parliaments

har'e a prescnce on soctll ntedla. namely Botslvana' Uganda and South Atiica 'fhese

parlizrments use [acebook' Twitter. \'outube. and Nervs F.eeds to increase thcir communications

to thc citizens an<1 the general public 11'able 7)

Table 7 Use of soctal medta

Name of Parliament Twitter Youtu be News Feeds

Botswana Pa rlla ment

Kenya Parliament

Lesotho Pa rliame nt

Malawt Pa rllament

Namrbran Parltament

South Afflcan Pa rlla ment

Ta nza n ra Parlla ment

UBanda Pa rlla ment

zam bra n Parlrament

liament

x xx

x

x

x

x

x

x

x

x

A Glance at the Usage of the Websites

The results turther sho$, thL' cxtent to uhrch th!- $-ebsites $ere usitcd blthe public and the

amount o[ time rhc visirors spenl. on the wehsltes on ivsragc tTahlc R) Thc darly page views

rangedlre,thcnumbcrofpcoplerrhovtsitthissiteandthenumberofpagcsthei,r'ieu,)tiomt.
7.*ithZimbabrverecordlngthehrghestrlaitypagericrvs.fhea\,erageamountol.timer'isitors
spend on the slte rarlged 1iom 1-7 il .,nute.. *ith Zrrnt'ab*c recorcltng thc highest darly tirne

on srte and Botsrvana rccordrng the least daily trnre on site. The study furlher sought to establish

thedaitybouncerateofthervebsrtes(lltepctccttl'L;:t'rt\l\ltor\\\ll()(r)111(t'r)'r\\jh\rl('tl)'l

"..,t,t',3 
1,,,,n llt,tl 1l:.ge t, l'hcil'rilr l1\irlllcc l'ti' lilrrgi(l tr('l11 l1 rO"'trriN ll)') 'j \\ltll Ille '/'1r'llLrliln

l,arlllr[terrl.trr \\Ch\ilc rcLrltrll]1! thi l,)\\(\1 l.\(,u!t(r t:r{! r, lrrlc th*' \l'rl,r'rtrtLl l)lttlt'tnlcltt'tt r

uclr:Llet':t,'t..lctlrhclrigl"c'tlltllrl''rrttltellrlis'rl"llltttil'-ittlL'ttLIl'rL'rrilol'''tcll"tlittLllttg
rrllirl llrcr nuc!l ilnrl lt.trc tl,' ti'ntitlctlee llr'lt tlld\ clt'l q'tttl'll lltlrl tt oil \rltll \1le
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