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Management Synopsis.
During this report the author looks at organisational change and ho change can be proactive and reactive. She then examines the forces that influence it both internally and externally. She then conducts a SWOT and PESTLE analysis on an up coming change in her own organisation and how they affect the workplace culture. The second part of the report the author evaluates how stakeholder influence has to be led through a change looking closely at the stakeholder engagement, tactics and techniques to get them on board with the change.
Introduction
Change can be described as the distinction between current factors and former factors (Peiperl, 2007).  If properly executed and accepted, change is considered to be one of the key components in any organization's success. It is a factor that is difficult to embrace, especially within an organisation, as stakeholders require some time to understand its significance. Change management is therefore seen as being very necessary in these situations. This makes it more likely that workplace modifications will be accepted and used to boost business efficiency. This is agreed by Daniels who echoes that challenges are a given in today's fiercely competitive and dynamic business environment, and it is essential to give any organisation the tools to not only overcome these various challenges but also to adapt and benefit from them, he continues by saying that every organizational environment requires transformation is necessary for an organisation to prevent failure (Daniels, 2011). 
Organisations must become more adaptive, efficient, and innovative to thrive in a world of shrinking economic resources and more global competition (Cascio, 2003; Ployhart & Bliese, 2006).  Those very measures demand a workforce that can efficiently adjust to change. (Kozlowski, Watola, Nowakowski, Kim, & Botero, 2008).  In this report the author will explore how forces like globalization, technology and diversity are themselves in a constant state of change and how they impact how and what we research, how we use information and how that knowledge should be used, what responsibilities and what moral commitments we have to those whose working lives we invest in, and they initiate change as they change.

Critically analyse the current forces for change in the organisations micro and macro environment that can impact workplace culture and capability.
In many organisations, organisational change is a continual, driven by a variety of forces such as consumers, markets, and technology. However, research indicates that the majority of change programmes fall short of their goals and can even restrict the potential and workforce of an organisation. It is commonly known that implementing change is hard and challenging, with failure rates frequently estimated as high as 70% (CIPD, 2015). Failure to implement effective change can have a significant impact, including loss of market, removal of management, diminished credibility with stakeholders, departure of key personnel, and decreased motivation and engagement among employees. The author believes that organisations must shift from their current state to evolve and remain relevant in a new efficient state to keep up with the forever changing workplace culture. This is agreed with Simsek and Louis who state that organisational change takes place when forces encourage change and become more powerful than those who resist the change (Simsek & Louis, 1994).  Forces that implement change will be discussed further on in the report. 
There are many reasons why organisations must change in order to remain relevant in their field of work.
Types of change
Organisational Change
Different initiatives are impacted by change management. Examples include how new technology (such as new agent desktops, CRM, workforce management, and call recording) is used to handle customer encounters, the introduction of new channels, the standardisation of operations across many contact centres, and the consolidation of numerous contact centres. Such transformation programmes frequently encounter strong opposition from a variety of affected stakeholder groups. The authors organisation reported concerns about several of the anticipated process changes, such as new methods for scheduling and quality assessment, during a transformation project. Before the introduction, same concerns were voiced months earlier. With this advance warning, the team was able to devote time to researching additional possibilities for how training and new equipment could help the location acquire new skills and improve work performance. It turns out that during previous implementations, the staff had not gotten the proper training, which led to worries that their performance would decline and that their jobs would be in jeopardy. The company's dedication to a successful transition was reinforced by taking the time to discuss these required adjustments with its staff.
Reactive and Proactive Change
A proactive change is one that a company implements because it would be beneficial to, it is generally seen as a more orderly and efficient as it can be planned out accordingly (Paton & McCalman, 2008). Change that is implemented in a company as a result of external pressures is known as reactive change. For instance, Many organisations like the authors workplace had to very quickly set up a home working office during the pandemic under new government guidelines to ensure employees were safe, this had to be implemented in a short time period. Compared to coming back to the office it was more proactive as the organisation had more time to plan out a safe return for several employees.
Technological Change
Even though there are still disparities in the adoption of new technologies around the world, particularly in the least developed nations, recent decades have seen a radically accelerated speed in their creation and uptake. Almost every aspect of the business, society, and culture is being impacted by this rapid technological transformation. Faster computer programmes and software help the authors workplace turnover more sales and communicate better with customers first hand creating more jobs as demand and supply can be affected, technology is pushing towards change at a faster pace (Robey et al., 2013).  During the pandemic the authors organisation would communicate via Teams to deliver stats and figures and updates as to when they would be returning to work, structural changes etc. 
Structural and Procedural Change
Changes to an organization's structure that may result from internal or external factors and often have an impact on how the business is operated are referred to as structural changes. The organization's hierarchy, chain of command, management systems, job structure, and administrative procedures are examples of structural changes. Mergers and acquisitions, job duplication, changes in the market, and process or regulatory changes are among the situations that typically necessitate structural change. Lawrence and Lorsch 1967 found that organisations that fit their environment had higher performances (Lawrence & Lorsch, 1967). A change of procedure happened recently within the authors organisation, both Legal & General and AIG changed their procedures in handling customer retention, both companies issued a statement that there will be no policy checks completed without both parties available together meaning that one customer couldn’t speak on the joint claimants behalf. This is due to customers stating that they had no say in what change has been altered in their policy and their partner may have missed some vital information and their policy could be void. The advantage of this is that there are less customer claw backs so the company won’t lose exiting customers as much but it has made it time consuming as many customers work away for long periods of time making them harder to get hold of. 
People Oriented Change
Changes aimed towards the attitudes, behaviours, abilities, or performance of the organization's personnel are considered people-oriented changes. In order to alter their organisations, managers must first change their staff. Retraining, hiring new hires with higher performance standards, or replacing existing staff are all ways to implement people-oriented changes (Cunningham, 2006).  Numerous change management strategies can be utilised to promote learning and the adoption of new procedures and practises throughout the contact centre in a setting where employee and customer involvement take centre stage. Agents frequently claim that they have received adequate training for their position. But after they start the job, many people never enter a classroom. An agent who started two to three years ago may have a different process context than the agent of today because policies, processes, and contact centre content change frequently. Making ensuring that everyone is on the same page can be accomplished through well-structured refresher training. Since agents frequently appreciate a break from back-to-back calls and the chance to socialise with one another, such training can also help to raise morale.
Businesses are operated by organisations in a setting that includes a variety of elements. There are two types of business environments: micro-environments and macro-environments. Micro-environments have a direct influence on company operations, the term micro-environment describes an environment that is in close proximity to a business organisation and has the potential to immediately impact those activities. It is connected to a specific area where the business operates. 
Micro Environment Forces
The micro-environment is a collection of all the forces that are close to the organisation. These forces are very particular they can influence the performance and day to day operations of the company, but for the short term only. Its elements include suppliers, competitors, marketing intermediaries, customers and the organisation itself. Whilst macro-environments have an indirect effect on all organizations on a significant scale. 
 A change has been voiced by management in the authors company as an opportunity for more jobs, working hour flexibility as the service will be open 24/7 and the live chat service will be from 8am to 10am Monday to Saturday and will help gather customer feedback at a faster rate. The author has conducted a SWOT Analysis on the change in Appendix 1. structure from an internal point of view.
Since all organisations depend on customers, they must to be built with customers in mind. With items that fulfil their "wants and requirements" and leading customer service, the company's marketing strategy should seek to draw in new clients and keep existing ones. With the organisation adopting an online service customers will now be able to monitor, change and browse through their plan as and when they want, many customers work the normal nine to five so they found it harder to up date or change things that were vital for their life insurance to run smooth, this will help retain customers and help the company review their stance easily. Although many customers don’t like change it can be harder to get older aged customers into the digital era and a threat of this could be that they enter details in wrong or feel overwhelmed with the new information that’s thrust upon them, the opportunity of this will that it would attract new customers if the process is faster and more transparent.
 Employing personnel with the necessary training and expertise is crucial. Through continued training and advancement chances, this process continues throughout an employee's tenure after the recruitment stage. Gaining a competitive edge depends heavily on training and development. Customer service and ultimately sales will suffer if a company hires employees who lack motivation, expertise, or experience. The authors organisation has many members of staff who have years of experience in insurance so they will be able to assist the customers through the online chat on what would be the best option and offer advise, this could offer more opportunities for promotion or new jobs to help with the demand from customers, a weakness of it could be that it will be time consuming training newer staff and older staff members may not be inclined to using the system as it will be harder than simply taking a phone call, it may be harder to retain staff who have a lot of product knowledge in this field from finding jobs elsewhere.
 This is a whole new way of selling and reviewing life insurance so none of the competitors locally have the upper hand with this new way of sales, as stated previously the organisation will have to pay a lot of money upfront so they may have to slightly raise their prices in order to keep sustainable until the benefits of the new system start to come in, the competitors will have easy access to getting customers in with their lower prices to begin with. If the organisations projections of newer customers does happen then the competitors wouldn’t be able to keep up with the numbers but they may adopt the same approach if they see the organisation is flourishing. 
The actions of a supplier have an immediate effect on the company it supplies. The organisation has already met with the five main insurance providers that are widely used in the UK all have each stated they are happy with the new process and are willing to feed their data online for public consumption with the exception of a few new guidelines that must be put in place before they will accept the customer terms. This has created better relationships with the vendors as they feel they will profit greatly but any miss selling the company will be liable for.
Organizations must control the media in order to promote the organization's positive attributes and lessen the impact of a negative occurrence on their reputation.  Getting the word out about the change through the proper channels such as the company’s website along with the vendors websites have helped again with relationships only issue is that the organisation hasn’t been able to show this on TV, radio etc which could help gain more customers on board. Trust pilot reviews could go either way with that being a trusted point where customers go to vent it may be crucial to get it right the first time.
Macro Environment Forces
Macro Environment refers to the overall economic environment that simultaneously affects the operation, effectiveness, decision-making, and strategy of all company sectors. Its nature is dynamic. Consequently, it never stops changing. It consists of those external forces that the company cannot control but which have a significant impact on how the company operates. It consists of the people, teams, organisations, agencies, and others that the company works with on a daily basis. Both refer to the organizational climate as a whole. Economic instability and upheaval, the reality of the new world order, the expansion of multinational corporations and what are referred to as "born global" organisations (Gabrielsson & Kirpalani 2004; Bowles & Cooper 2012).  
Economic and Business
Economic factors are forces that relate to the nature and direction of the economic system in which the organisation operates (Thomas, 2010).  The cost of living increasing has been detrimental to individuals and organisations alike, with the consumer price index has increased by 9.1% but experts have stated that they could increase to around 10% by the end of 2022 (Hathotuwa, 2022).  Global factors such as the Pandemic and Brexit have hit UK households in a major way with more people having to tighten the purse strings just to be able to get from month to month, luxuries such as holidays, insurances and cars will be cut back. This will have an affect on the authors business as customers may not see insurance as a necessity and may not consider setting up new policies or even cancelling existing plans. The knock on effect is that the organisation may have a huge debt of claw backs from the providers that they deal with. Due to the CDS portfolio that AIG supplied through its British subsidiary, the company suffered tremendously during the financial crisis and was on the verge of declaring bankruptcy. The US government bailed out AIG to the tune of $182 billion because it felt it could not allow this to happen as doing so would have led to an economic depression(Harrington, 2009). AIG is still one of the authors most sought after insurance vendors customers ask for to this day. 
Technology
Our culture has established the notion that we now live in an information society or an age of information so deeply that it is simply "widely taken to describe our times." (Mahoney, 1988) even while it might now be more accurate to describe the current era as one in which we are lucky to "live in a very linked world (Chen, 2011).  According to Chen 2011, there are over 5 billion mobile phone users in the world along with 2 billion people with access to the internet and the numbers are growing (Chen, 2011). This allows the authors organisation to be able to communicate with multiple new customers being it call centre based work. We live in an era of technological advances and developments and they hold a huge influence over change to organisations and individuals alike, with technology forever progressing an organisation must continually change to keep up with new programs and processes or they could as quickly become obsolete. The effects of changes in technology can be far reaching, bringing about alterations to management practices of a whole organisation (Leonardi, 2007). Changes in technology may have an impact on how a company provides its services and meets customer demand. This might either create new commercial prospects or put the company's survival in jeopardy. To build products that meet customers' demands, insurers must understand their lives, and technology can be a significant aid in this process (KPMG, 2014). Insurance companies now have a chance to outperform the competition thanks to the expansion of internet-connected gadgets and sensors that affect the availability of real-time information. With the help of this information, prices can be lowered and loss management and underwriting could be improved. These days, getting a quote, renewing a policy, paying your excess, filing a claim, and comparing policies are all doable online. As a result, the insured deals directly with insurance providers, skipping the middleman. Customers seeking simplicity and ease would be the target market for this type of direct selling. Insurance companies may benefit from this since they won't have to pay commission to middlemen and may instead keep all the sales proceeds (PwC, 2012). This negatively affects the authors organisation as insurers have no issue with just dealing with the customers themselves and can create issues then when customers will only deal with the insurer directly.
Demographic and Social
Any organisation could be impacted by changes in population demographics in a number of ways. This is due to the fact that when population trends change, so does the demand for the various services, which affects a business' capacity. This can overwhelm any organisation if demand for a service becomes too high it can cause recruitment and training issues which can then fall into customers not giving the best service. With more people in the UK becoming unemployed due to business closer from the pandemic more individuals are feeling financial pressure and are more willing to build up savings in banks rather than setting up insurance policies (Blanchard, 2006). The kinds of goods and services that financial institutions can advertise are influenced by this demographic shift (Shepherd, 2010). 
In some ways, socio-cultural aspects are similar to demographics, but they are more concerned with populations and how they act in accordance with their preferences and values. Different demands, which are frequently based on various basic values and preferences, distinguish different nations and cultural groups. These are the key drivers of change that have an impact on a business's capacity to get resources, function in society, and produce its products (Daniels, 2011).  an example of this would be appearance, words and terminology can carry either a positive or negative meaning depending on the culture. Leading this to the authors own workplace she understands that with the UK opening its doors to different people and new cultures she understands that wording her script towards a demographic that doesn’t really understand the purpose of life insurance in a suitable way where they feel that they may need it or to stay away with a selling technique because insurance on your life is against some religions. Anti-discrimination laws were created for a variety of reasons, including public opposition to discrimination on the basis of gender, marital status, religion, disability, and race. Additionally, it leads to continuous public discussions about the legitimacy of life insurers' and pension plans' exemptions from such laws and the extent to which insurers can restrict the use of discrimination in underwriting (Avraham, et al. 2013). 
Political and Legal
The political climate affects every business. Laws, governmental organisations, and political action committees are all involved. These factors have an impact on and impose limitations on social groups and individuals. Therefore, changes in the political climate have a significant impact on and influence corporate decisions. It is crucial that the insurance sector be able to assist governments in comprehending the possible effects of their policy initiatives. These choices will have an impact on how insurance protects society and will have an effect on state spending both immediately and over time. Stricter regulation across the board has been one of the most effective ways that political forces have impacted the financial services sector. Organizations must deal with the legal environment, which is changing with time and has an increasing impact on organisations. It is very challenging for an organisation to undertake any action without breaking the terms of legal rule and may cause more issues. Additionally, they improve elements like workplace health and safety and take care of employees' welfare (Peiperl, 2007).  Political forces have attempted to harmonise EU legislation in order to create a universal framework for the regulation of the financial services sector. An example of this is Solvency II (SII), their terms are a higher standard of protection for policyholders throughout the EU. A more advanced oversight procedure that will expand oversight and monitoring of the risk profiles of the insurers and the effectiveness of their risk management and governance systems an EU market that is more integrated, and an increase in competition between EU insurers abroad (Doff, 2008). 
Environmental
Since the increase in greenhouse gas emissions has had a negative impact on our climate, climate change is quickly turning into a risk for all of society. Additionally, the insurance business, one of the biggest and most influential sectors in the world, must move quickly to address such a threat (World Economic Forum, 2016). Insurance firms may also have the chance to boost their reputation by operating sustainably, which would involve being aware of their energy usage and advocating energy-saving measures. This can both assist keep current clients and draw in new ones who will examine such considerations when selecting an insurance provider.
At the moment the authors organisation is implementing a change to the software that is used by the organisation. They aim to start up a web based chat service where customer are able to start and browse through new policies and manage their ongoing policy through the company’s website. 
As a result, they work better together than against one another. Knowing the strengths, weaknesses, opportunities, and threats to business will be improved by the study of these environments. Fredrick Taylor suggests that there is no universal standard for management; rather, it relies on the environment, macro and micro forces of change (Taylor, 2012). 
Reaction to Change
 Organizations don't necessarily change as a result of new systems, procedures, or structures. They alter because the organization's employees also change and transform. The true benefits of transformation can only be realised by a company once individuals have completed their own personal transitions. Individuals are going to get upset or feel anger as part of the change process, organisations who try to try to maintain their employees resistance often lead to the company’s demise, this is often referred to as organisational inertia. This is agreed by Godkin and Allcorn 2008 who stated that resistance to change reduces can impede an organisations performance and reduces their chances for survival (Godkin & Allcorn, 2008). 
According to Burns and Stalker's theory, organisations may need to utilise an organic organisational structure if they want to quickly react to changes in their environment. These businesses have a decentralised decision-making structure that makes it easier for them to respond swiftly to market developments. Businesses that operate in a predictable environment would benefit from keeping a mechanistic organisational structure, in which decisions are made by a small group of people and remain consistent throughout time (Burns & Stalker, 1961).  An example the organic organisation movement has inspired Christianity, which now rejects authority, ritual, and even church-owned property, this often causes reluctance on a more organisational level
Groups develop strong informal norms that specify behaviour and govern interactions between group members. Changing these will often cause reluctance on a group level as individuals will have to adapt to a whole new set or norms, duties and relationships. Organisations with stronger norms or norms that haven’t been altered in a while will be most affected at this level (Fletcher et al., 2009). 
Individuals are impacted by their habits in how they go about their jobs, and depending on how a change might affect their habits, they may accept or reject a change. For instance, a change in the authors hours of work has been met with resistance from the people because it would force them to alter their current daily pattern and make it very difficult for them to adjust or cope with the schedule. The individuals have had to organise childcare, routes on travelling to and from work again. Experiencing resistance on an individual level can either be positive or negative as people experience and deal with change differently (Bercovitz & Feldman, 2008). 
When organisations make changes on a micro environment workplace they often start with changing on an individual level (Jacobs et al., 2013) while macro environment workplaces will begin their changing their structure or processes. The way people react to change can have a huge effect at a group level. As discussed earlier an organisational change can be affected by individuals as they can alter the structure of the organisation. This change in the authors company will happen in the near future and she has drawn out a PESTLE Analysis See Appendix 2 for external influences will have to be addressed before the action is actually finalised. 
From a political view the change will have to pass both data protection law along with trading standard laws, like at the beginning of calls to customer via the dialling system customers are going to have to clear some security questions in order to talk about an account or have to register with the company in order to process any live data if employees don’t correctly pass or use these security questions then they will be in violation of the Data Protection act 2018 or GDPR, the information that is gathered must be used fairly, lawfully and transparently (DPA, 2018).  Although it may be harder to pass security it will allow consumers to access their details and update them themselves, on numerous occasions the company has had customers who’s policies are ten years out of date and nothing can be done because the customer has had a seriously health issue since the last review, this often ends up with customers being disgruntle towards staff members. It will also allow customers to see how and why they aren’t able to get specific insurances due to their BMI, interests, health and jobs (if they work at extreme heights or considered to have a dangerous job ie in the military). It can allow them to factor the insurance around their lives rather than the other way around. 
It will be easier for customers to budget or cut their insurance price down by doing the online search with the cost of living increasing as stated previously life insurance to many isn’t considered something that needs to be sorted over feeding their family, mortgage payments, utility bills so allowing them gain access to the details live rather than a lengthy phone call may save them from cancelling all together, only issue would be that the organisation would have to employ more technical savvy employees to use the systems and getting the website sorted to a high quality may cost them more money upfront before they see the profits. 
Now that people are living longer customers of an older age may be reluctant to doing the online service whether its due to visual impairment or them just be set in their ways and not wanting to deal with a robot but would rather the phone service instead it wouldn’t be in the organisations best interest to get rid of the contact centre all together but have it there as a second response. Software updates and technical support will have to be on hand the author has addressed that if the home workers are experiencing technical difficulties it will be harder to do the online chat r sort out the problem. The author thinks that the workers from the office should at first start this new way of working until things run smooth and all issues are overcome. At least this way then compliance can be easily measured and a guideline for each individual can be set. 


Evaluate how organisational stakeholders can be efficiently led through complex workplace change.
One of the most important jobs for any manager is change management. However, it can be challenging to change an organisation, and it is believed that around 70% of all endeavours fail (Beer & Nohria, 2000; Higgs & Rowland, 2000).  Even more difficult is a transfer that calls for a change in organisational culture. According to published estimates, culture reforms have a success rate between 10 and 32 percent (Smith, 2003). Another factor contributing to poor success rates may be the inability to acquire stakeholder support and engagement during the project selection process (Trader-Leigh,2002).  To overcome this the author must identify all stakeholders who have the greatest affect on the organisation success for change. It will allow the author to see who is on board and needs to be kept on board and whose who need to be informed of any changes and only addressed afterwards (Bourne & Walker, 2005). 
Communicate the aims and objectives of the change is important. People need to know  why the change is happening and when it is going to happen. Everything must be communicated transparently so everyone gets a better understanding (Parvinen et al., 2005). Educating the aims of the job can make a difference (Onkila, 2011). 
Participate and Involve. At this stage all stakeholders should have an understanding of what is expected from them, now it is their turn to participate and reciprocate information back. Managers will be able to change elicit information from stakeholders which will in turn improve the quality of change effectively. It will aid employee engagement and they will then start to  accept the change (Marino, 2007). 
Task Support.  Organisations can assist their stakeholders in changing by offering improved resources, procedures, tools, and guidance.  More training may be provided to people who lack the necessary skills for the proposed change, such as using a new operating system (Hussain et al., 2018).  this will help assist the individual in their given task and develop within the organisational goal. This allows managers reduce the expectations of a failed change. 
If managers offer emotional support to individuals it can help towards the success of the change. Many organisations will claim to have their employees best interest at heart but adopting this approach will help prove it. Fear of failure will be felt throughout the change process so individuals will feel more secure if emotionally supported by their superiors (Callan, 1993).  This will often come directly from their manager but emotional support may be offered in a group activity by other colleagues. 
It has been touched on by this report that people react to change differently both positively and negatively. A manager may conduct an incentive to each stakeholder showing them how they can gain from the change, this may prove to be more attractive to get the task done efficiently by those who first saw it as subtractive (Destler, 2016). 
Another way of leading stakeholders towards the goal is through manipulation. This is usually done by controlling and distorting information that stakeholders have access to. A manager can choose to only issue the benefits of the change and covering up possible losses. Co-optation is used to garner interest into it’s success and makes the stakeholder believe that their input and work is valuable when in reality it isn’t , stakeholders are under the impression that they are a vital step in the organisational change (Banutu-Gomez & Banutu-Gomez, 2007). 
last of all coercion can be used as it is deemed powerful to change a stakeholders mindset and developing support but only in the short term. For coercion to work the stakeholder must believe that doing the task is much better than facing the repercussions if they don’t, it is believe to be very effective if a change has to happen on a whim (Kotter & Schlesinger, 1989). 
When the authors organisation talked about the workplace change they used a very manipulative approach they told each member of staff the benefits of the change to get more people on board it seemed like it would be a good idea at first considering that staff felt overwhelmed with the amount of customers the company already had to deal with  when in fact it caused more disruption in the workplace people started to panic and leave their jobs over the possibility of it happening so the remaining staff had their work spread out. 
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Appendix 1.
SWOT Analysis 
	Strengths
	Weaknesses

	Lots of skilled staff from multiple backgrounds and years of experience
Motivated for change from every level owners, managers, IFA’s, shareholders and staff
Around the clock contact for customers
website set up and insurers willing to let the company link
first of its kind

	Time consuming training staff digitally
more guidelines set to make it compliant
customers unable to use computers because of visual impairment etc
no access for streaming the information on TV, radio
may have to rise prices temorarily

	Opportunities 
	Threats

	Better relationship with insurers
Customer contact at a higher rate and quality
More customers spreading the word about the organisation creating a bigger customer base

	Older employees not agreeing to the change and may look elsewhere for employment 
Competitors offering another service or using the same service but cutting corners 
Telecoms failure






Appendix 2.
PESTLE Analysis
	Political
	Economical
	Social

	Stricter Legislation
Harmonising 
Specific law with data protection and trading standards
	Consumer behaviour 
Cost of bringing a new idea to market, updating the website and software
Cost of living crisis
	Ageing population
Common values and attitudes
Training

	Technological
	Legal
	Environmental

	Direct technology effects
New technologies to cover damages
Software up dates
	Legal compliance issues
Accreditation standards to be put in place
Liability with customer details 
	n/a
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