
2021 Connectivity  
Benchmark Report

M U L E S O F T  R E S E A R C H

In collaboration with Deloitte Digital

R
E

P
O

R
T

75%

 



2

MuleSoft’s sixth annual Connectivity Benchmark, in collaboration with Vanson 
Bourne and Deloitte Digital, was produced from interviews with 800 IT leaders across 
the globe.

We conducted an online survey between December 2020 and January 2021 across 
the United States, the United Kingdom, France, Germany, the Netherlands, Australia, 
Singapore, Hong Kong, and Japan. We ensured that only suitable candidates  
participated in the survey by using a rigorous, multi-level screening process.

Respondents are all IT leaders — those who hold a managerial position or above in an IT 
department. All respondents work at an enterprise organization in the public or private 
sector with at least 1,000 employees.

About the report
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S E C T I O N  0 1

The need for IT innovation takes on new 
urgency in the post-pandemic world

The pandemic created a tipping point for 
IT. Business demands on IT increased as 
remote work replaced office norms, and the 
majority of IT teams failed to deliver on all 
project commitments. Today, IT is under 
tremendous pressure to transform in order 
to move faster.

Just 37% of organizations say IT completed 
all the projects asked of them last year.

Executive summary

S E C T I O N  0 3

Data silos and legacy IT complicate 
integration

Data silos and existing IT infrastructure, 
including point-to-point integrations, make 
it difficult for organizations to become 
more agile. But, those who can transform 
see increased customer engagement and 
innovation, and improved project  
delivery speed. 

Only 18% of organizations say they can 
integrate end-user experiences.

S E C T I O N  0 2

The importance of integration continues to 
increase, but challenges persist

As digital transformation accelerates, 
integration has emerged as the critical factor 
in determining success speed of digital 
transformation across industries. However, 
integration challenges are still slowing down 
such initiatives. Organizations continue to 
spend a great deal of IT time and money on 
custom integrations.

The average enterprise spends 
approximately $3.5 million per.
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Executive summary continued

S E C T I O N  0 4

Organizations are embracing APIs for new 
integration projects

The vast majority of organizations are  
using APIs, and many are generating 
significant revenue from them. However,  
API reuse remained flat in the last 12 
months — still a massive area of opportunity 
for most organizations.

On average, organizations generate 27% 
of their revenue from APIs and related 
implementations. 

S E C T I O N  0 5

IT must meet the growing integration 
demands of business teams

More organizations are deploying self-service 
tools to empower their business teams 
to integrate apps and data sources. Data 
scientists and projects focused on big data 
and analytics are a significant focus for the 
year ahead.

Some 36% of organizations have a mature 
approach to API-led integration for non-
technical business users and 44% are 
developing a strategy. 
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Over the last few years, but particularly this past year, we saw a marked 
acceleration toward a more digital world. Everything has changed. The ability 
to be able to pivot quickly has separated winners and losers. Organizations 
must be able to adapt to changing customer demands and deliver innovation 
with unprecedented speed. This isn’t simple. To do this, you need to do more 
than just unlock your data and connect your applications. The traditional way 
of operating won’t cut it anymore. Leading organizations of the future will be 
organized around reusability and collaboration, while being architected for 
real-time adaptability to deliver innovation at the speed of change.

AMIT CHAUDHARY, PRINCIPAL, US OFFERING LEADER — CLOUD ENGINEERING, DELOITTE CONSULTING LLP
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01

This past year, organizations relied 
on IT to support a rapid shift 
to remote working. Day-to-day 
operational demands have always 
taken up a large chunk of IT’s time, 
but the impact of the crisis seems to 
have increased this.

02

IT teams are falling behind in 
completing all projects asked  
of them — fewer than 4 in 10  
IT teams fulfilled all of their  
project commitments to  
business stakeholders.

03

IT is being asked to deliver on 
30% more projects this year, while 
their budgets are only expected 
to grow by just under 6%. This 
ongoing trends has perpetuated 
the IT delivery gap at a time when 
organizations’ survival hinges on IT.

Key trends

01 — THE NEED FOR IT INNOVATION TAKES ON NEW URGENCY IN THE POST-PANDEMIC WORLD



The demand on IT 
continues to grow

Organizations asked IT, on average, to deliver 
on 30% more projects over the last 12 
months. While this increase is lower than the 
previous two years, the continued growth in 
demand, even during a pandemic, indicates 
an increased reliance on IT to ensure 
business continuity, optimize operations, and 
drive innovation.

2017 2018 2019 2020 2021

30%

40%

35%

30%

Growth in the number of projects IT is being asked to deliver
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The day-to-day still 
dominates IT

Even though organizations asked IT to do 
much more than “keep the lights on,” the 
average IT team spent 68% of their time 
running day-to-day business activities. 
This remains virtually unchanged from the 
previous year (69%) and indicates the need 
to increase IT bandwidth for growth and 
innovation-led projects.

68%

32%

TIME DEDICATED TO “KEEPING THE LIGHTS ON”

TIME DECICATED TO INNOVATION AND 
DEVELOPMENT

Percentage of time spent “keeping the lights on” compared to 
innovation and development

01 — THE NEED FOR IT INNOVATION TAKES ON NEW URGENCY IN THE POST-PANDEMIC WORLD
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Percentage of IT teams that were able to complete all 
projects asked of them

The increased demand on IT and the failure 
of many organizations to adequately optimize 
day-to-day business activities caused IT teams 
to slip in the percentage of projects they were 
about to complete. Only 37% of IT teams were 
able to complete all the projects asked of them, 
compared to 41% the previous year. This is a 
clear indicator that current IT operating models 
are under considerable strain.

IT delivery 
continues to stall

2020 2021

37%41%
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2020 2021201920182017

 IT BUDGET NUMBER OF PROJECTS IT IS BEING  
ASKED TO DELIVER

Demands on IT are compounding. 
Organizations are increasing IT budgets, but 
not in line with the growing demands from 
the business. On average, IT budgets are 
only expected to increase by approximately 
5.84% in 2021 (a slight increase from 5.62% 
in 2020). This is contributing to a widening IT 
delivery gap for many companies.

IT budgets aren’t 
growing in line with 
demand

Average growth of IT budgets vs. number of projects IT is being 
asked to deliver
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Indiana Department of Child Services

The Indiana Department of Child Services’ (INDCS) mission is to collaborate with federal, 
state, and community partners to provide child support services and protect children from 
abuse and neglect. 

When COVID-19 required offices to shut 
down, INDCS took swift action to protect 
caseworkers and the children under their 
care. To do so, INDCS needed data from 
the state’s Department of Health. And the 
data had to be available in real-time across 
the state’s 92 counties in order for INDCS to 
keep pace with the spread of the virus — “and 
ultimately, keep our kids safe,” said Jones.

By reusing APIs built for previous projects 
— such as the Person Sync API — the INDCS 
team quickly integrated with Salesforce 
and Tableau to pull personal protective 
equipment (PPE) information, immunization 

records, and other data from the state’s 
Department of Health.

In order to keep employees safe, INDCS 
also used Anypoint Platform to build an 
integration with Salesforce Maps — enabling 
the agency to visualize the number of cases 
per case worker by county. The team also 
added fields to track when employees come 
in and out of a building, what supplies are 
being used where, and more.

Read Indiana Department of Child 
Services’ full story

C U S T O M E R  S T O R Y
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The CIO guide to crisis recovery

Businesses around the world are reopening their workplaces. But what 
are the next steps for CIOs to orchestrate a safe, fast, and efficient 
return to and grow in the new normal? Use this step-by-step guide to 
quickly plan, manage, and deliver mission-critical IT projects and build 
an agile foundation for growth in the next normal.

     Get the guide!

Reopening the workplace in this new normal 
will no doubt be a challenge. CIOs must respond 
quickly to the seismic changes to the work 
environment created by COVID-19, and lead 
the effort to connect data, implement new 
digital capabilities, and improve workflows. 
As organizations look to reopen their doors, 

both to employees and customers, the focus 
on health and safety needs to continue. CIOs 
must also lead their businesses in optimizing 
the remote, in-person, and hybrid employee 
experience. 

 → Step 1: Manage safety for 
in-person workers based  
on data

 → Step 2: Establish  
contact tracing

 → Step 3: Set up  
contactless operations

 → Step 4: Enable speed and 
accuracy in decision making

 → Step 5: Optimize for remote 
and flexible work

 → Step 6: Build resilience into 
your IT infrastructure to 
handle future crises

T R A C K 2

Reopen

Overview of steps to reopen:
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The CIO guide to  
crisis recovery
Map your business plan to stabilize, reopen, and grow
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The importance of integration 
continues to increase,  
but challenges persist

S E C T I O N  0 2
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01

In the past year, digital 
transformation has accelerated 
across industries. More (77%) 
respondents claim that failure to 
transform will impact revenue. 
Integration challenges continue 
to be a major roadblock for digital 
transformation initiatives.

02

IT teams are spending over a 
third of their time on integration 
projects. The pandemic has put 
pressure on organizations to 
enhance connectivity between 
systems, applications, and data. 
However, this doesn’t come cheap 
— the average enterprise spends 
$3.5 million per year on integration-
related IT labor costs.
 

03

More organizations (69%) are 
taking a top-down approach to 
developing an integration and API 
strategy than last year. Still, in most 
organizations, less than a third (29%) 
of apps are currently integrated. This 
matters — the average organization 
runs over 800 apps, each with an 
approximate lifespan of four years. 
This will be unsustainable in the 
future as organizations strive for 
increased business efficiency and 
better-connected experiences.

Key trends

02 — THE IMPORTANCE OF INTEGRATION CONTINUES TO INCREASE, BUT CHALLENGES PERSIST



Digital transformation 
is critical to future 
revenues

Driving growth and streamlining operations 
through digital transformation became even 
more important this past year. Some 77% of 
respondents say failure to complete digital 
transformation projects will impact their 
revenue over the coming year, up from 74% 
in 2020.
 
This is particularly clear in the financial 
services sector, which has seen a considerable 
consumer shift towards online and mobile 
services over the last 12 months. Here, 89% 
say revenues will be negatively affected.

Thinking about your company’s digital transformation initiative(s), do you 
think they will impact your company’s business revenue negatively if they 
aren’t successfully completed? 

77%

13%

2% 8% REVENUE WILL NEGATIVELY IMPACTED 
WITHIN THE NEXT YEAR

REVENUE WILL NEGATIVELY IMPACTED IN  
3-5 YEARS

REVENUE WILL NEGATIVELY IMPACTED  
IN 5+ YEARS

WILL NEVER NEGATIVELY IMPACT OUR 
REVENUE

02 — THE IMPORTANCE OF INTEGRATION CONTINUES TO INCREASE, BUT CHALLENGES PERSIST
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2019 2020 2021

87%

13%15%17%

85%83%

INTEGRATION CHALLENGES ARE HINDERING DIGITAL 
TRANSFORMATION IN OUR ORGANIZATION

INTEGRATION CHALLENGES ARE NOT HINDERING DIGITAL 
TRANSFORMATION IN OUR ORGANIZATION

Unfortunately, integration issues continue 
to slow down digital transformation 
initiatives for the vast majority (87%) 
of organizations. This issue has gotten 
worse over the last few years.

Integration demands are increasing and IT teams are finding that 
integrations issues are hindering digital transformation more and more

Integration  
challenges persist

02 — THE IMPORTANCE OF INTEGRATION CONTINUES TO INCREASE, BUT CHALLENGES PERSIST
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36%

PERCENT OF IT TEAMS’ TIME SPENT ON 
DESIGNING, BUILDING, AND TESTING 
CUSTOM INTEGRATIONS

Integration 
takes time

The average portion of time IT teams spend designing, building, and testing 
custom integrations

While integration is a challenge, organizations 
can’t ignore it. In today’s digital-centric 
world, organizations must connect their 
systems, applications, and data. This is 
resulting in IT teams spending over a third 
(36%) of their time designing, building, 
and testing custom integrations.

02 — THE IMPORTANCE OF INTEGRATION CONTINUES TO INCREASE, BUT CHALLENGES PERSIST
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$ TOTAL OF SPEND 
ON IT STAFF

$ VALUE OF IT LABOR USED 
TO MANAGE CUSTOM POINT-
TO-POINT INTEGRATIONS*
 
 

 
 

*Survey respondents stated on average they spent $9,870,901 on IT staff (both on employee salaries and external contractors) over the last 12 months. 
Cumulatively survey respondents stated on average their IT teams were spending 35.55% of their time designing, building, and testing custom integrations.
$9,870,901 x 35.55% = $3,509,105.31

$3.5M

$9.9M

But custom integration work isn’t cheap. 
It takes up a significant amount of time, 
especially for those with many point-to-point 
connections to manage. This also translates 
into a substantial financial outlay: roughly $3.5 
million in IT labor per year in large enterprises. 
IT must adopt a more flexible way to deliver 
integration across the organization.

Integration time 
is money

The average enterprise spend $3.5 million* in IT labor 
managing custom point-to-point integrations

02 — THE IMPORTANCE OF INTEGRATION CONTINUES TO INCREASE, BUT CHALLENGES PERSIST
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2021

2020

1%

9%21%69%

62% 27% 10%

1%

ORGANIZATIONS WITH NO CLEAR STRATEGY, EACH 
PROJECT FOLLOWS ITS OWN DEVELOPMENT PATH

ORGANIZATIONS WITH A TOP-DOWN INTEGRATION 
AND API STRATEGY

ORGANIZATIONS WITH A BOTTOM-UP EMERGING STRATEGY, 
OFTEN PROJECT-BY-PROJECT BY DEVELOPERS

UNKNOWN

Integration is something organizations 
know they must get right. More (69%) 
organizations are taking a top-down 
approach to developing an integration and 
API strategy. 
 
This falls in the public sector (51%), where 
many organizations have either no clear 
integration strategy, or it is developer-led. 
This lack of clear strategy also correlates to 
the public sector being the lowest-performing 
industry when it comes to the reuse of 
software assets and components — 33% 
compared to an average of 42% — an issue 
covered later in this report.

Integration strategy is 
being led from the top

Organizations are shifting to more of a top-down approach to developing an 
integration and API strategy

02 — THE IMPORTANCE OF INTEGRATION CONTINUES TO INCREASE, BUT CHALLENGES PERSIST
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Organizations have 
hundreds of apps to 
manage

Having a clear integration strategy is 
essential, especially when the average 
organization runs 843 individual applications 
(this rises to 901 in financial services). 
While the headline number is down from 
857 in 2020 — which may show that some 
organizations are starting to rationalize their 
business applications — it’s clear there is 
still potential for organizations to integrate 
more of their applications to deliver better 
customer experiences.

0 200 400 600 800 1000 1200

2021 843
2020 857
2019 911
2018 1020

Organizations are starting to rationalize their business applications, but they are 
still managing hundreds of applications. The number of applications the average 
enterprise runs:
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<1%

0% 5% 10% 15% 20% 25% 30%

MORE THAN
8 YEARS

7-8 YEARS

6-7 YEARS

5-6 YEARS

4-5 YEARS

3-4 YEARS

2-3 YEARS

1-2 YEARS

LESS THAN
1 YEAR

9%

24%

22%

25%

10%

6%

2%

1%

29%

71%

APPLICATIONS THAT ARE INTEGRATED

APPLICATIONS THAT ARE NOT INTEGRATED

Enterprises run over 800 
applications, but just over a 
quarter are integrated 

Applications aren’t around forever — 
organizations must stay flexible

Apps last for years, yet 
too few are integrated

Unfortunately, respondents said that 
only 29% of applications on average are 
integrated, up slightly from 2020 (28%). With 
the average lifetime of an application being 
just four years, organizations must evolve 
away from being hierarchical and hardwired 
toward being flexible and open to change — a 
composable enterprise. 
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2 3 2021 CONNECTIVITY BENCHMARK REPORT



Revolution Beauty

Founded in 2014, Revolution Beauty is one of 
the fastest growing beauty brands in the UK. 
Speed to market and creating high-quality 
products at affordable prices has always 
been critical to Revolution Beauty’s success. 
With online shopping increasing, Revolution 
Beauty needed to deliver new, engaging 
eCommerce experiences fast.

Revolution Beauty had already selected 
Salesforce Commerce Cloud as its new 
eCommerce platform. But to launch 
projects faster, Revolution Beauty needed a 
flexible integration layer to connect the new 
eCommerce platform with its on-premises 
systems. Revolution Beauty’s technology 
partner — Astound Commerce — a leading 
digital agency and systems integrator, 
recommended MuleSoft’s Anypoint 

Platform™ due to the platform’s ease-of-use 
and API integration capabilities.

By selecting MuleSoft to take an API 
integration approach, Revolution Beauty 
connected Salesforce Commerce Cloud to 
its core backend systems — including its ERP, 
Netsuite, contact center platform, Robin HQ, 
and an asset management tool called Image 
Relay. In just five months, Revolution Beauty 
transformed its eCommerce and customer 
service experience, resulting in a 4X increase 
in web traffic, a considerable increase in 
online customer satisfaction, and a 15% 
reduction in shopping cart abandonment.

Read Revolution Beauty’s full story

C U S T O M E R  S T O R Y
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infrastructure enables the digital platform by making it easy to 
create, change, and monetize new capabilities.

Application networks change the speed of innovation at 
enterprises by connecting data, applications, and devices in a 
standardized way using APIs. The next time you need access to 
data you don’t create another point-to-point connection. 
Instead, you create an API to access and connect it. And you do 
this for every new project, each time adding a new node to the 
network. Consumers, like your employees and partners, can 
also discover and use the assets on the network to build new 
products, services, and processes. The network then manages 
the communication, security, and tracking of your data. It’s this 
self-service and reuse that drives agility and enables 
innovation at speed.

It’s important to note that an application network is secure by 
design. Data running through the network can be tracked 
end-to-end, monitored, and analyzed. Its layered governance 
model tracks data consumption at every node, providing the 
visibility you get across your IT infrastructure to diagnose 
problems and solve them quickly to see load patterns. Finally, 
application networks are built for change: they are 
recomposable, so they bend not break. It empowers 
organizations to develop applications that are compatible with 
both their existing architecture and infrastructure as well as 
their future state.

2.3 Digital maturity is a way of life
Building an application network is an evolution. The more 
mature an application network, the more impact it has on a 
business. An application network can be as simple as two 
applications connected by APIs that enable two systems to 
share information. This would be reflective of a very early or 
nascent application network. Every new node added to the 
network will increase the value of the network because the 

WHITEPAPER

Digital transformation 
blueprint
Making integration your 
competitive advantage

Businesses need to make decisions quickly in order to respond to 
rapidly changing industry needs and customer expectations. Whether 
it’s a new business strategy, business process, or a market offering, 
businesses are prioritizing speed and agility in order to deliver.

The importance of digital transformation is clear — 92% of 
organizations say that failure to digitally transform with impact their 
revenue. However, only a small minority have an understanding of the 
path they need to lead the market.

Download this 5 step proven blueprint to digital transformation your 
company from its foundation. 

     Check out the guide!

Digital transformation blueprint
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Data silos and legacy IT  
complicate integration
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01

Data silos (90%) and existing 
IT infrastructure (60%) make 
it difficult for organizations to 
integrate new technologies and 
make changes to IT systems  
and applications. 

02

Legacy IT infrastructures makes 
it tough for organizations to 
become more agile and drive digital 
transformation success.

03

Only 18% of organizations have 
integrated end-user experiences 
across all channels. Those that do 
see increased customer engagement 
(53%), business transformation 
(53%), and innovation (50%).

Key trends

03 — DATA SILOS AND LEGACY IT COMPLICATE INTEGRATION
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Data silos are causing significant business problems for 
most enterprises 

Data silos continue to be a challenge for most  
(90%) organizations, especially those in financial 
services (94%). The scale of the problem is  
unchanged from last year. If this trend 
continues, customer experience will suffer.
 
Our recent report revealed that more than half 
(59%) of business users think their organization’s 
inability to connect systems, applications, 
and data will hurt customer experience.

Data silos continue  
to be a problem

90%

10%

03 — DATA SILOS AND LEGACY IT COMPLICATE INTEGRATION

ORGANIZATIONS WITH 
CHALLENGES CAUSED 
BY DATA SILOS

ORGANIZATIONS 
WITHOUT CHALLENGES 
CAUSED BY DATA SILOS

https://www.mulesoft.com/lp/reports/business-it-innovation


40%

60%

My team finds it hard to introduce new technologies 
because of our IT infrastructure: 

Legacy pain  
points persist

Besides breaking down data silos, introducing 
new technologies and connecting them to 
existing systems is vital to an organization’s 
innovation roadmap and ability to create 
seamless customer experiences. However, 
many continue to face roadblocks.
 
Sixty percent of organizations claim it’s 
difficult to integrate new technologies 
because of existing IT infrastructure. 
This is even higher in healthcare 
(70%) and insurance (68%).

03 — DATA SILOS AND LEGACY IT COMPLICATE INTEGRATION
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AGREE 

DISAGREE



34%

66%

Legacy IT makes it difficult to implement changes 
to a particular system or application

Two-thirds (66%) of respondents also 
say making changes to IT systems and 
applications is difficult because of their 
existing infrastructure. It’s an even bigger 
challenge for healthcare (76%), insurance 
(72%), and public sector (74%) organizations.

Legacy IT makes 
changes more difficult

03 — DATA SILOS AND LEGACY IT COMPLICATE INTEGRATION
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ORGANIZATIONS THAT FIND IT HARD TO 
IMPLEMENT CHANGES DUE TO LEGACY IT 
 
ORGANIZATIONS THAT DON’T STRUGGLE TO 
IMPLEMENT CHANGES DUE TO LEGACY IT 



24%

76%

Our IT infrastructure makes our systems overly dependent on one another: 

Traditional approaches to connecting legacy 
systems have led to tight dependencies 
and brittle, costly, and hard-to-maintain 
infrastructure. Three-quarters (76%) of 
respondents claim existing IT systems are 
too dependent on each other due to legacy 
infrastructure, making change difficult.
 
This over-dependency is even more 
pronounced in the financial services sector 
(79%), highlighting the challenges traditional 
banks face in simplifying and unlocking data 
from their existing IT estates.

Legacy infrastructure 
makes systems over-
dependent on each other 
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AGREE
 
DISAGREE
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LEGACY INFRASTRUCTURE AND 
SYSTEMS

RISK MANAGEMENT, COMPLIANCE AND/OR 
LEGAL IMPLICATIONS

RESOURCES AND BUDGET 
ALLOCATION

MIGRATING LEGACY CODE OR 
APPLICATIONS

BUSINESS AND IT 
MISALIGNMENT

INTEGRATING SILOED APPS 
AND DATA

TIME CONSTRAINTS

OVER-RELIANCE ON 
CENTRAL IT

COMPANY CULTURE 
AND MINDSET

CREATING A SINGLE VIEW 
OF OUR CUSTOMERS

34%

30%

28%

27%

27%

26%

25%

22%

18%

14%

While making smaller changes and 
integrating new technologies is important 
for any organization, digital transformation 
is the larger goal. Yet again, legacy IT 
infrastructure hinders many digital initiatives 
— 34% of organizations claim that legacy 
IT infrastructure and systems are the main 
challenge to digital transformation. 
 
Legacy IT is a particular issue in the insurance 
sector, where 45% say existing infrastructure 
and systems pose challenges. Also, 36% 
cited migrating legacy code or applications as 
a challenge to digital transformation.

Which of the following are the three biggest challenges to digital 
transformation within your organization?

Legacy IT imperils 
digital transformation
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18%

82%

Less than a fifth of organizations provide a completely connected end-user 
experience across all channels 

One of the desired outcomes of digital 
transformation is better-connected and more 
seamless customer experience. However, 
less than a fifth (18%) of respondents 
say they integrate end-user experiences 
across all channels. This number drops for 
organizations in financial services (12%), 
insurance (9%), and public sector (4%).
 
Even in an experience-led sector like retail, 
this figure is only 20%. Many retailers still 
face challenges like gaining full visibility 
into their inventory. This kind of challenge 
prevents them from providing customers 
with real-time product availability across 
every channel.

Integration of end-user 
experiences across all 
channels is limited
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ORGANIZATIONS THAT PROVIDE A 
COMPLETELY CONNECTS USER EXPERIENCE 
ACROSS ALL CHANNELS

ORGANIZATIONS THAT DON’T PROVIDE A 
COMPLETELY CONNECTS USER EXPERIENCE 
ACROSS ALL CHANNELS



48%52%

Many organizations find it difficult to integrate end-user experiencesFirms find it hard to 
integrate end-user 
experiences

The scarcity of fully integrated end-user 
experiences across enterprises isn’t due 
to a lack of desire or trying. Even for those 
organization that do provide integrated 
end-user experiences, nearly half (48%) 
of them find that process difficult. This 
figure rises to 57% in financial services 
and 53% in the public sector.
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ORGANIZATIONS THAT FIND IT DIFFICULT TO 
INTEGRATE END-USER EXPERIENCES

ORGANIZATIONS THAT DO NOT FIND IT 
DIFFICULT TO INTEGRATE END-USER 
EXPERIENCES
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53%

53%

50%

44%

42%

INCREASE IN CUSTOMER 
ENGAGEMENT

BUSINESS 
TRANSFORMATION

FASTER DELIVERY OF 
PROJECTS TO CUSTOMERS

GREATER RETURN ON 
INVESTMENT

INCREASED INNOVATION

Organizations that deliver integrated 
end-user experiences enjoy increased 
customer engagement (53%), business 
transformation (53%), and innovation 
(50%). Increased customer engagement 
was particularly powerful for financial 
services respondents (63%).

What benefits has your organization realized since integrating  
user experiences?

Integrated end-user 
experiences can deliver 
rich rewards
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AXA Luxembourg, along with AXA Wealth 
Europe, is part of the AXA Group — which 
encompasses over 171,000 employees that 
serve 105M customers in 61 countries.

To become the #1 preferred insurance 
company, AXA Luxembourg needed to 
embrace digital to move faster as a business, 
outshine the competition, and better serve 
their policyholders.

None of these goals were easy, as the 
company needed to better leverage their 
data — which required connecting different 
homemade systems on-premises and 
external systems in the cloud. With custom 
coded integrations, it was costly and slow to 
connect systems, apps, and data.

The AXA team turned to MuleSoft to help 
them automate business processes by 
streamlining claims management. The 
team developed six APIs that connected 
data across multiple systems, including the 
Document Management API, Insurance 
Backend API, and Customer API. They built 
the API-led integrations in just 12 weeks, 
compared to the 18 weeks it would have 
taken with a custom code approach.

By moving beyond custom-coded 
integrations and embracing API-led 
integration, the team can now deliver 
integrations 30% faster than before. This 
means that teams spend 25% less time 
doing manual work and, as a result, can 
dedicate more time to innovation.

Read AXA Luxembourg’s full story

AXA Luxembourg 
C U S T O M E R  S T O R Y
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Once your data is unlocked and integrated with APIs, analysis within a 
platform like Tableau is simple and powerful.  

As discussed in the previous section, a layered 
approach to APIs unlocks and orchestrates 
data, and preps it for a given experience. For 
example, after you have performed this once 
to power a customer mobile app, you only 
have to build one additional experience API 
to integrate this data for a Tableau dashboard. 

The data is already integrated and composed; 
it just needs to be prepped for visualization.

MuleSoft and Tableau have a strategic 
partnership to enable this type of data  
flow. Here are some examples of how this 
might look.

Unlocking, visualizing, and actioning data 
with MuleSoft and Tableau

DATA WAREHOUSE
TABLEAU PREP

TABLEAU 
DASHBOARD ACTION

DATA WAREHOUSE
TABLEAU PREP

TABLEAU
DASHBOARD ACTION

EXAMPLE 1

EXAMPLE 2
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4 steps to create
a data-driven business
Unlock your data to power actionable insights with 
API-led data integration

W
H

IT
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P
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SECURE

MANAGE

MONITOR

Data is growing at an exponential pace, creating massive hurdles for 
companies in every industry — the need for effective data integration 
has never been higher. Companies that can effectively transform their 
data into insights perform better on almost every business metric. Still, 
many IT executives struggle to accomplish this transformation due to 
siloed data and other integration challenges.

Read this whitepaper to learn how to capture the full potential of your 
data with API-led data integration 

     Read now

4 steps to create a data-driven business
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Organizations are embracing  
APIs for new integration projects
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01

API use is gaining traction among 
organizations. The vast majority 
(96%) of organizations use APIs. 
Most are using APIs to build 
integrations and deliver new projects.

02

Organizations embracing APIs 
are reaping significant rewards. 
They are seeing benefits like 
increased productivity, self-service, 
and enhanced innovation. On top 
of that, the average organization 
generates over a quarter of their 
revenue from APIs and related 
implementations.

03

While most organizations are 
leveraging APIs, API reuse remains 
an area of opportunity for many.

Key trends
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2021

2020

96%

80%

Percentage of organizations the use APIs

The use of APIs continues to grow. Some 
96% of organizations currently use public or 
private APIs — up from 80% last year.

APIs have become 
ubiquitous among 
today’s enterprises

04 — ORGANIZATIONS ARE EMBRACING APIS FOR NEW INTEGRATION PROJECTS

4 0 2021 CONNECTIVITY BENCHMARK REPORT



0%

DEVOPS

LEVERAGING
APIS

REUSING SOFTWARE
COMPONENTS

ADOPTING 
EVENT-DRIVEN APIS

HIRING MORE
TALENT

IMPLEMENTING A
MICROSERVICES ARCHITECTURE

OUTSOURCING
CONTRACTORS

OTHER

20% 40% 60%

47%

46%

45%

41%

38%

37%

35%

1%

What are your IT teams doing to increase the efficiency of your application 
development process? 

Organizations are 
turning to DevOps and 
APIs to help increase 
efficiency

Speed and efficiency are critical in the 
application development process. More 
organizations are turning to DevOps (47%) 
and leveraging APIs (46%) to improve the 
process. The research also indicates that 
there has been less focus on hiring new talent 
over the last 12 months — with this figure 
falling from 49% to 45% this year.
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THEY ARE USED TO
 BUILD INTEGRATIONS
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FOR NEW PROJECTS

THEY ARE
REUSABLE
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LIKE PRODUCTS
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THIRD PARTIES

THEY ARE
MONETIZED

53%

51%

45%

40%

28%

25%

23%

What characteristics do the APIs owned by your company have? 

Over half (53%) of organizations that use 
APIs, use them to building integrations (rising 
to 62% in insurance), and 51% say they 
are using APIs as part of the development 
process for new projects (rising to 59%  
in healthcare).
 
Interoperability mandates are starting to pop 
up in many industries. In healthcare, many 
organizations are using APIs to drive secure 
integration around patient data.

APIs are driving new 
integrations and 
development processes
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INCREASED
PRODUCTIVITY

GREATER AGILITY ACROSS
TEAMS TO SELF-SERVE IT

INCREASED
INNOVATION

DECREASE IN
OPERATIONAL COSTS

INCREASED SPEED IN 
MEETING BUSINESS DEMANDS

INCREASED EMPLOYEE
ENGAGEMENT

REVENUE GROWTH

TOO EARLY TO SAY

59%

48%

46%

37%

32%

31%

28%

4%

Top business results organization realized by leveraging APIs

Organizations leveraging APIs experience 
increased productivity (59%), self-service 
(48%), and increased innovation (46%).

APIs can drive 
significant business 
benefits

04 — ORGANIZATIONS ARE EMBRACING APIS FOR NEW INTEGRATION PROJECTS

4 3 2021 CONNECTIVITY BENCHMARK REPORT



4 4 2021 CONNECTIVITY BENCHMARK REPORT

What percentage of your company’s revenue is generated 
from APIs and API-related implementations?

Beyond being a means to connect systems, 
applications, and data, APIs continue to 
generate revenue. On average, organizations 
that use APIs generate over a quarter (27%) 
of their revenue from those APIs and related 
implementations.

APIs continue to 
generate revenue

27%
73%

REVENUE GENERATED 
BY APIs AND RELATED 
IMPLEMENTATIONS

REVENUE GENERATED 
OUTSIDE OF APIs
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42%

58%

What percentage of your organization’s internal software assets and 
components (e.g. code, APIs, best practice templates) are available for 
developers to reuse?

Reuse has stagnated 

Although API use has grown, the reuse of 
code, APIs, and best practice templates 
has plateaued over the last two years. 
Organization have, on average, 42% of such 
internal assets and components available 
for reuse. This remains a massive area of 
opportunity.
 
At a time when IT departments are stretched, 
developers and the broader organization 
must have easy access and the ability to reuse 
integration assets. This, in turn, can drive 
greater efficiency and increase innovation.
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SOFTWARE ASSETS AND COMPONENTS  
THAT ARE REUSABLE

SOFTWARE ASSETS AND COMPONENTS  
THAT ARE NOT REUSABLE



C U S T O M E R  S P O T L I G H T

Welsh Water supplies drinking water 
and wastewater services to Wales and 
parts of western England. As a not-for-
profit company, it is continually looking 
to reduce costs to taxpayers whilst 
improving customer experiences.

However, Welsh Water’s front and back-office 
systems were siloed — which led to time-
consuming processes and manual data entry. 
This increased costs, delayed innovation, 
and created a poor customer experience.

To deliver on a seamless customer 
experience, Welsh Water needed to 
improve operational efficiency by 
enabling customers to self-serve on 
common inquiries and automating 
manual processes for service agents.

Using MuleSoft, Welsh Water was able 
to achieve just that. “MuleSoft enables 
us to reduce the need for service agents 
to manually enter data or complete 
simple transactions. That means they can 
focus on supporting those who need us 
most, which ultimately provides a better 
customer service, and better outcomes for 
the people of Wales,” explains Kit Wilson, 
Head of Transformation, Welsh Water.

Read Welsh Water’s full story

Welsh Water
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Establish 
digital 

strategy

 › Align stakeholders against problems/
opportunities/competencies

 › Articulate business outcomes

 › Determine target audience

 › Validate ecosystem and business 
models

 › Define experiences and prototype 
solutions

 › Prioritize roadmap

 › Secure executive alignment

 › Business case/
plan

 › Prototypes

 › Roadmaps

Sam
ple deliverables/KPIs

Align 
organization 
and culture

 › Socialize API vision and executive 
mandate across organization

 › Establish trust, security, and privacy as 
organization-wide values

 › Drive services-oriented culture

 › Organizationally align teams by service 
boundaries

 › Insitutionalize product-centric approach 
to APIs and services

 › Hire domain experts

 › Democratize innovation

 › Number of 
employees 
certified

 › Achievement 
against hiring plan

 › API consumer 
NPS/SAT scores

Evaluate 
and build 

supporting 
tech

 › Assemble (buy/build) full lifecyle API 
management platform/tools

 › Establish API architecture

 › Commence KPI capture, consolidation,  
and dashboarding

 › Activate security best practices

 › Time to market 
for new apps/APIs

 › Availability/uptime

 › Security KPIs

Engage  
ecosystem

 › Build and nurture community 
(evangelism, marketing)

 › Publish comprehensive developer portal 
and developer productivity tools

 › Formalize training and certification 
offerings

 › Develop/exclude hackathon program 
(internal/external)

 › Launch collaborative feedback loop for 
versioning/suport

 › Incentivize community partnership

 › # developer 
registrations

 › # API calls

 › # new apps 
developed

 › Developer 
conversion/
retention
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Figure 1: The API strategy blueprint

API strategy blueprint
The blueprint, shown in Figure 1 above, is not intended to be 
the be-all end-all compilation of activities for your to-do list. 
Nor will this whitepaper touch on every bullet point across 
the blueprint in detail. Although it surfaces some of the most 

WHITEPAPER

API strategy essentials: 
A practical guide for winning 
in the API economy

API strategy essentials

Businesses with an API strategy are more likely to complete projects 
on time, achieve higher rates of innovation, enable citizen integrators, 
save operational costs, and open up new revenue streams with APIs. 
To participate in the API economy, organizations must take a logical, 
methodological, and proven approach. Use the proven, four-stage 
blueprint to structure your organization’s API strategy journey.

     Read the blueprint
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IT must meet the growing 
integration demands of business teams
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01

Organizations must relieve some 
pressure from over-burdened IT 
teams. The most effective way to do 
this, and unleash productivity and 
innovation is by empowering their 
business teams with easy-to-use 
integration tools. Our recent report 
found that most business users 
believe IT and the business should 
drive digital innovation together.

02

Over a third (36%) of respondents 
already offer self-service tools to 
their business users. More (44%) 
are currently developing plans to 
offer such tools.

03

The demand for these capabilities 
largely comes from data-related 
roles, as organizations look to 
connect and derive more value from 
their data. The momentum for this 
is building: data analytics and big 
data integration are among the top 
investment priorities for 2021.

Key trends
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How would you rate the maturity of your organization’s strategy to enable 
non-technical business users to easily integrate apps and data sources 
powered by APIs? 

Over a third (36%) of organizations that use 
APIs say they have a mature approach to 
enabling business users to easily integrate 
applications and data sources with those 
APIs. More (44%) are developing plans, with 
organizations in the financial services (48%), 
insurance (53%), and retail (51%) sectors 
leading the way.

More non-technical 
users need integration 
support

0% 10% 20% 30% 40% 50%

DON'T KNOW

WE DON’T HAVE A
STRATEGY FOR THIS

IMMATURE – WE ARE JUST 
BEGINNING OUR JOURNEY
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THE PLANNING STAGES

EMERGING – WE HAVE STARTED
WORK ON OUR PLANS

DEVELOPING – WE ARE 
WORKING ON OUR PLANS

MATURE – OUR STRATEGY 
IS NEARLY COMPLETE

VERY MATURE – OUR STRATEGY
IS COMPLETELY UP TO DATE 8%

28%

44%

11%
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Groups or roles organizations have integration needs 

Among the roles with the greatest integration 
needs, data scientists came out top (47% 
compared to 38% last year).
 
But, data scientists aren’t the only ones. 
Finance, business analysts, customer support, 
and sales all have growing integration needs.

Data is a key focus  
for integration

47%
42% 42% 40%
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60%

40%

20%
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38%
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40%
38%
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Top technology investments for enterprises in 2021

After cloud (57%) and security (53%) 
projects, top investment priorities for 
enterprises in 2021 are data analytics (45%) 
and big data integration (43%). This further 
highlights how data-focused business users 
and initiatives are prime candidates for 
integration support.

Data is at the heart of 
investment plans
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LoBs aren’t completely confident in their  
organization’s technical skills to meet  
business needs

Along with concerns over the increased demands on tech talent driven  

by the pandemic, most LoB users aren’t completely sure they have  

enough technical skills in-house to meet business needs. Less than half 

feel “very” confident.

The key is having those requisite skills and ensuring they are not all siloed 

in the IT department — meaning that the organization can be more agile.

How confident are you that your organization has the technical 
skills to do the following? Meet its business needs.

Very confident Somewhat confident
Not confident at all

Not very confident

47%

43%

8%

2%

21
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THE STATE OF BUSINESS AND IT INNOVATION : SECTION 03

The state of business  
and IT innovation

M U L E S O F T  R E S E A R C H

4 trends every IT leader needs to know to 
empower the enterprise
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MuleSoft surveyed 1,700+ business users on their involvement in 
digital initiatives and IT innovation at their organizations. The study 
revealed that the majority are frustrated with the speed of IT to deliver 
digital projects. Ready to drive innovation, business users want to be 
empowered to unlock data and go faster.

     Check out the study

The state of business and IT innovation
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Recommendations

Promote integration everywhere with  
easy-to-use tools

By arming business employees with easy-to-use integration tools, IT 
departments can take the pressure off their teams while driving user 
productivity and accelerating time-to-market. Self-service means 
teams across the business can compose, recompose, and adapt APIs 
to address the changing needs of the business and customers.

Don’t forget security

A security breach could undermine customer trust and business buy-
in for API-led integration and disrupt strategic innovation plans. A 
comprehensive multi-layered policy should protect the data itself, the 
API that provides access to it, and the perimeter within which the API 
is deployed.

Focus on reusable APIs to drive revenue and innovation

Organizations’ integration efforts should center around creating 
reusable APIs rather than point-to-point integrations. It’s a no-
brainer for saving IT time and money, and increasing operational 
efficiency and time-to-value for digital innovation projects.

Manage and monitor API projects 

When establishing an API-led connectivity approach, it’s important to 
monitor API usage and performance. A single pane of glass to track all 
business metrics will help IT teams address any issues that appear and 
continually optimize the overall program.

IT departments have a tough job in front of them — meeting the growing calls for support on innovation projects while continuing 
to fulfill their day-to-day operational responsibilities. These pressures have only increased during the pandemic. Organizations should 
focus on empowering business users to help themselves via API-led connectivity. Here are four key recommendations for IT leaders:

RECOMMENDATIONS

https://www.mulesoft.com/lp/whitepaper/api/api-led-connectivity
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Connectivity benchmark  
report by the numbers
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Connectivity benchmark 
report by the numbers
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Connectivity benchmark 
report by the numbers

FINANCIAL SERVICES 
(EXCLUDING INSURANCE)

RETAIL 
 

HEALTHCARE (INCLUDING PUBLIC  
AND PRIVATE) 

 
IT, TECHNOLOGY AND TELECOMS 

 
MANUFACTURING AND PRODUCTION 

 

INSURANCE 
 

PUBLIC SECTOR (EXCLUDING HEALTHCARE) 
 

BUSINESS AND PROFESSIONAL SERVICES 
 

OTHER COMMERCIAL SECTOR

0% 5% 10% 15% 20%

16%
16%

14%

14%
10%

6%

6%
5%

12%

SURVEY DEMOGRAPHICS

5 7



All rights reserved. Deloitte refers to one or more of Deloitte Touche Tohmatsu Limited, a UK 
private company limited by guarantee (“DTTL”), its network of member firms, and their related 
entities. DTTL and each of its member firms are legally separate and independent entities. DTTL 
(also referred to as “Deloitte Global”) does not provide services to clients. In the United States, 
Deloitte refers to one or more of the US member firms of DTTL, their related entities that operate 
using the “Deloitte” name in the United States and their respective affiliates. Certain services 
may not be available to attest clients under the rules and regulations of public accounting. 

Please see deloitte.com/about to learn more about our global network of member firms.

Copyright © 2021 Deloitte Development LLC. All rights reserved 

MULESOFT, A SALESFORCE COMPANY

MuleSoft, the world’s #1 integration and API platform, makes it easy to connect data from any 
system—no matter where it resides—to create connected experiences, faster. Thousands of 
organizations across industries rely on MuleSoft to realize speed, agility and innovation at scale. 

For more information, visit mulesoft.com

MuleSoft is a registered trademark of MuleSoft, LLC, a Salesforce company. All other marks are 
those of respective owners.

http://www.deloitte.com/about
https://www.mulesoft.com/

	Exec. summary
	SECTION 1
	SECTION 2
	SECTION 3
	SECTION 4
	SECTION 5
	Recommendations
	Survey demographics
	home

	Logo home 18: 
	Page 2: 
	Page 3: 
	Page 6: 
	Page 8: 
	Page 16: 
	Page 20: 
	Page 27: 
	Page 39: 
	Page 49: 
	Page 51: 
	Page 54: 
	Page 55: 
	Page 56: 
	Page 57: 

	section 02: 
	Exec summary: 
	Button 3: 
	Button 9: 
	Button 11: 
	Button 13: 
	Button 15: 
	Button 17: 
	Button 1: 
	Button 12: 
	Button 14: 
	Button 16: 
	Button 18: 
	Button 4: 
	Button 8: 
	Button 6: 
	Button 7: 
	Button 10: 
	Logo home 24: 
	Logo home 25: 
	Logo home 19: 
	Logo home 8: 
	Page 9: 
	Page 10: 
	Page 12: 
	Page 17: 
	Page 18: 
	Page 19: 
	Page 21: 
	Page 22: 
	Page 23: 
	Page 29: 
	Page 30: 
	Page 31: 
	Page 32: 
	Page 33: 
	Page 34: 
	Page 35: 
	Page 40: 
	Page 41: 
	Page 42: 
	Page 43: 
	Page 45: 
	Page 50: 
	Page 52: 

	Logo home 16: 
	Page 11: 
	Page 28: 
	Page 44: 

	Logo home 13: 
	Page 13: 

	Logo home 15: 
	Page 14: 
	Page 25: 
	Page 37: 
	Page 47: 
	Page 53: 

	Logo home 20: 
	Logo home 14: 
	Page 24: 
	Page 36: 
	Page 46: 

	Logo home 21: 
	Logo home 22: 
	Logo home 23: 


