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7DNH VKH $ UMRI 6HUYLFH VR VKH QH[ WAHYHO

" R\RX NQRZ \ RXUERWRQ VKDNHUILRP \ RXUEIMMAU/' <RXUGDWK ILRP \RXUVS@MWK" ' R\ RX FROVMMQUD
DP D] H \ RXUJXHWV Z VK \ RXU LU IRUI@P E«" : KHWHU\ RX LH D VHDVRQHG SURIHWIRQDORU D FRP SGM
QRYIFH WKHWHV DZD\V VRP HWIQJ QHZ VR GIDWD 1Q WLV IQGXWA  7DNH WKLY RSSRUXQIW VR VKDUBHQ XS
\ RXUVHUIFH VNL@Y VN LRFNHWL RXU FRQI LGHQFH DQG KDYH D ®RWRI 1XQ LQ VIKH SLRFHW

<RX WH IUHH VR SIFN MWAVRQH RUVEZ R GD\ V ILRP  ViKH SLRJLDP P H VR IRFXV RQ SDUAFX®UDWHDV + RZ HYHU DV
ZHDZDVVD\ WL IOGXWM  IVQ WMWADERXWZ KDW RX GR W DERXWZ KR \ RX DWH

) LQG RXWP RUH DERXWZ KDWP DNHV \ RX VIFN' : H Z DOWMR KHG \ RX GLVFRYHU Z KDIIWLY \ RX LHD@ HQMR\

DQG ZKHWH \ RX VKIQH ZKIFK LV ZK\ ZH KLIK® WHFRP P HQG WMDWA RX LOQYHWMQ RXU"QWIKW D\ GXUQJ

WLV SLRFHW \ RX @I11QG RXWP RUH DERXWZ KDWP DNHV \ RX WFN Z KDWP RWYDWAV \ RX DQG Z KHWH \ RXU
LOKHUHQUWIGBIQW @H <RX @®IDYH Z MK D GHHSHU XQGHUADQGLQJ RI \ RXUH® DQG RVKHU/ DV Z H@®DV P RWH
Z 1) VR FHOIELDVIA HYHU WKLQJ VIKDWP DNHV \ RX DQG RWKHUY XQLT XH LQGIIGX DY






/+ DQG /D YH@® &®WH $FDGHP \ VKDWH WH VDP H HWKRV DQG YDXHV : H ERW WAMLYH VR GHQYHU VKH
KL KHWVBIYHORI VHUYIFH DQG DWIVWWRXU FAHQW VR EHFRP H VM\H EHVWWKH\ FDQ EH 6R IWVHHP HG MWD
P DWMAURI WP H EHIRWH Z H NRLOHG IRUFHV

/+ IV XVHG VR XQQIQJ FRXUHV IRU LOGIVIGXDY 1Q WKH 1 HKHUDQGY DQG WKH\ KDYH XVHG EHDXWXO
P DQVIRQV | RUVKDWQ VKH SDWV + RZ HYHU EUQILQJ VKLY VR D \ DFKWFOXE P HDQV VKDWFUHZ RQ ERDUG \ DFKW
LQ SRUMDQ QRZ NRLQ XV Z IMKRXWWIKH QHHG VR WDYHO 2 XU VKDUHG JRDY LV VR H SDQG WH FXUHQWRITHUQJ
Rl / D %H@ &@WH $FDGHP \ DQG KRSHIX@® GHOYHUWDIQIQJ RQ ERDUG VIKHLUP HP EHUY/ \ DFKW

: HDWH ERW FRP P WHMG VR LQVSILIQJ DQG WDLQIQJ XSFRP 1QJ DQG HWREMVKHG \ DFKVQJ SLRIHWIRQDY E\
RITHUQJ D ZIGH WDQJH RI EHVSRNH FRXWHV 7RIHWKHU Z H Z LWGHOYHU VKLY ELDQG QHZ ®IDGHUWKILS FRXWH

DQG RWKHU FRXUMHV EDVHG RQ XQGHUAMDQGLQJ GU I HIHQWMBHDGHUKLS WVGBIV DQG GHYH®RSLQJ \ RXU WADWAI\
IRUVXFFHW

: H ®RRN IRWZ DUG VR FRQQHPQJ LQ SHURQ Z VK HYHU RQH VKDWNRLQV XV



/+ '\ QDP LFV

7KH 1LUMMMS VRZ DUV [P SLRYIQJ \ RXUFRP P XQIFDURQ HP RURQDOLQWAT HQFH DQG BIDGHU/KLS VNLAY
LV VHO DZ DUHQHW 7KLV SLRFHW FDQ EH UHYHOVRU |RUSHRS® 7KLRXJK RXU 7 DHIQWDWHWP HQWDQG
/+ ' \QDP LFV WDIQIQJ RXUFRDFKHV Z L@JXIGH \ RX VRZ DUV D GHHSHU XQGHUAMBPQGLQJ RI \ RXUHD DQG
RVKHUY

$V \RX GIVFRYHU Z KHWH \ RXU LOKHIHQWWHQIVKY DQG VIBIQW @H \ RX @LQFWHDVH \ RXU FRQILGHQFH
GHYH®S \ RXU VHO FRP SDWIRQ DQG P SLRYH \ RXU LHOVMRQWKISV Z IMK \ RXU FREIIDIXHV 7KH WHVXQV
RIVMQ SLRYH VR EH @ H FKDQJLQJ 1RUSDUAFLSDQW

"WGRHVQ WI HAEHWIAU ( [ FHSVIRQDOSDVMRQ VKDWY LQI HRVIRXY
3HW-H IUHV +HDGRI 6HUFH




YDWHQGLQI HDVLFV

) IRP VRSKIMAIFDWAG FODVWIFV @\H VIKH 0 DOQKDWQ VR FKHHNIHU P RGHUWQ GD\  IDYRXUWWHV ®IDWQ KRZ VR
FUHDWA D Z IGH YDUHW RI FRFNVIDLY Z I DS®P E : H FRYHUEDUVHWXS VRRY |RUSHUHRAQJ VAFKQLT XHV
DQG ZK\ FKRRVIQJ VKH WIKWJ@W P DNHV D@WKH GUIHWHQFH VR VKH VWM <RX @®IDYH |HH@QJ 1DU
P RWH FRQI LGHQWDERXVWWHWILQJ LOVMAUQDVMRQDOI XHWV RQERDUG VXSHU DFKW

© KDWZ H Z LaFRYHU
o EDVIF VSLUMNQRZ BIGJH DQG Z KDWR WRFN RQERDUG
e KRZ VR SRXU D@WKH WFKQLTXHV \ RX QHHG
e VHWIQJ XS ViKH EDUDQG P LVH HQ SMFH
e VKDNH WU EGIQG @\ HUDQG P XGG®  SHUHFW RXUGUON P DNLQJ VNG
o FOWIF FRFNVIDLY DQG P RGHUQ GD\ | DYRXUVIAV
o FUHDVIQJ ViKH SHU HPAGUOQN Z VK VSHHG DQG HI I LFLHQR\




0 L[ RARJ\

0 L[ R&RI\ LV P RUH VMDQ MW [[ [QJ GUONV ) LRP 1OP 1QJ ] HWWR ) MLLQJ DQG JDULVKLQJ \ RX @GIDUQ
KRZ VR WIP XMW VKH VHQVHV DQG FUHDVI XQI RU HWIDE®! J XHWH] SHUHQFHV

$VIRX JWRZ 1Q FRQILGHQFH DQG EXLE® RQ \ RXUNQRZ ®IGIH \ RX @KDYH VIKH FKDQFH VR NHHS SHU HFQJ
\ RXU P SUIHWLYH QHZ WNL.@¥ DQG SXWMKHP  LOVR DFIRQ 7KH GD\ Z LAOILOIWK Z IMK D VHWRI H[ HUFLVHV VR
KHG \ RX |HHOP RUH DWHDVH FLHDWQJ FRENVIDLY XQGHU SLHWXIH

: KDWZ H Z LFRYHU
e VDWW DQG | @YRXU e JDWLVKHV
e WRJIQJ FRFNIDLY  HBIYDQJ JXHW «  FRFNVDLOWHQGV
H[ SHUHQFH e FRFNVDLOSUHVHQUDMRQV
e VKH SUQFIS®NVRI P I R®RI\  FUHDVIA A QHUI\ e P DUNHVB@FH P If R&RJI\
Z VK GIOXVMIRQ DQG EDDMQFLQJ

7KHWDLQLQJ Z DV UHDA LQIRWP DVIYH DQG” YH FRP HDZ D\ P RUH NQRZ BiGJ HDE®! FRQI LGHQW
DQG LQVSLLHG * FUHDVKG D QRQ DIFRKROF FRANVIDLORSVIRQ | RUVKH RZ QHUV Z LI H EDVHG RQ ViKH
| RXQGDVIRQV\ RX VIDXJ KWKV

YHWOIFH . HZ  6WZ DUWGHW



6HUYLFH 6 SHFLDQWW

)LRP 6\ QFKLRQLVHG 6HUYLFH VR 1LGBMQJ  FDUIQJ DQG |@P E« VNQY GXUQJ VKLV VER GD\ SWRIWDP ZH
Z 1@ VXSHUFKDWH \RXU FRQIIGHQFH DFLRW D ZIGH YDUHW RI VHUIFH WVON <RX @ UHFHLYH
H SOQDMRQV WMHRUHYV FRQUOQXDOJXIGDQFH DQG P HQUVRUQJ DV Z H®DV ViKH RSSRUXQIW VR SXWD
QXP EHURI VKIQJV \ RX YH GIDUQWQVR SUDFWFH

% WH HQG RI WMH VER GD\V \RX@ IHHOP RUH FRQILGHQWDERXWWKH $UNRI 6HUIFH %XWP RUH
P SRUBDQW® \ RX @KDYH D GHHSHU XQGHUAMDQGIQJ RI VKH XQITXH VHWRI VDGIQW DQG VWUHQIVKY \ RX
KDYH VR RIIHU\ RXUWIDP DQG \ DFKW

© KDWZ H Z LG@FRYHU
e LROIRI ViKH 6\iAZ DUS HW e 6VDQGDUS 2 SHUDWQJ 3URFHGXUHV 62 3@
e VHUYLFH 0 DQDIHP HQW RUW DQLVDVMRQDO e P LVH HQ SOFH

DSSURDFK o SUHVHQUMRQ WAFKQLT XHV
e VHUYLFH VWW®V VHUYLFH VHT XHQFH DQG VHUYLFH ¢ DULYDODQG GHSDUXLH

S@Q o E®GIQGLQJ SLIRRFRO HWI XHWH
o VDE®! VHWAQJV DQG VIDE®I VHDVQJ e KRZ VR KDQG® FRP SMIQW Z IVik HDVH DQG
e Z10QH DQG &KDP SDJQH VHUYLFH WAFK QLT XHV JWDFH

e FRPP XQFDMRQ YHUEDODQG QRQ YHLEDO




&LIDW 6KLVKD DQG 6SHFLDAQY 7HD

6KLVKD
6KLVKD VP RNIQJ KDV EHHQ DLRXQG | RUFHQWUHY DQG RYHUWP H KDV EHHQ LQWRGXFHG LQ P DQ\

Gl HIHQWFX®XUHV ( DFK RQH KDV VKHLURZ Q VIDNH RQ ViKH SLRFHW RI VHWXS DQG VP RNIQJ EXWZ H@
P DNH VXWH \ RX LH FRP |RUDE® Z VK DRI VIKHP  <RX @®IDUY DERXWHYHU FRP SRQHQWRI ViKH VKLVKD
ILRP VHWXS VR P DQDJLQJ WMH KHDWRXVBXW SDFNQJ VKIVKD ERZ & DQG P HHQJ JXHWH] SHAVIMRQV
2 XUWDIQHU/ KDYH Z RUNHG RQ ERDUG VRP H RI ViKH @U HVWDQG P RWAXQLT XH \ DFKW HYHU EXLAOVVR

\ RX @EHQHI W LRP  VIKHLU XQP DVFKHG H[ SHUAWH

: KDWZ H Z LaFRYHU
o VKH KIMRU RI VKLVKD
e VKH P HFKDQLFV RI VKLVKD DQG W GlI | HUHQWYDUHWHY
e VKLVKD ERZ &
o VREDFFR
o FOIDQIQJ SLRFHGXUHV
o HVIIXHWH
e VKLVKD P If R&RJ\
o VKLVKD P HHW VHYHQ WIDU VHUYLFH




&LIDW 6KLVKD 6SHFLDAV 7HD

&+ $56

: H KDYH GHVLJ QHG WKLV FRXU/H VSHFULFD@® |RU SLIRIHWMRQDY Z KR Z RWN LQ WWH X[ XU LOGXWM ) LRP
WH KIMWRU Rl VREDFFR VR FKRRVIQ] VKH P RW VXIMDE®! FLIDU EWDQGV IRU \RXU JXHW VKLV
FRP SUHKHOWLYH DQG LOWAQWLYH WDLQIQJ Z LA@DQVZ HU D@\ RXU T XHWIRQV

: KDWZ H Z LaFRYHU
e VKHKMRU RI VREDFFR FXOWDVRQ o GlIHHQW] HV DQG VKDSHV
e VREDFFR FLIDUSWRGXFIQJ FRXQWIHV e FXWIQJ DQG @IKWQJ
e VKH JWRZ Q) KDUHWIQJ FXUQJ SLRFHWHV e VDWAQJ DQG ILQGLQJ GLIHUHQW @YRXUY
e DQDVRP\ RI ViKH S®QWDQG Z KDWHIDYHV DUH e DJHIQJ FLIDWY
XVHG IRU e KRZ VR WRUH SUHVHUYH DQG SUHVHQWFLI DUV
o EGIQGLQI RI GlIHHQWBIDYHV e DGYIFH RQ Z KDWVR WRFN RQ ERDUG
e VKH LR@QJ SWRFHW e VSLUMDQG FLJDUSDILQ]

([ WHP HO LOWUHWIRQI DQG | XQ GDURLQ) DERXVWIKH FLIDUY VLQFH MZ DV D VRVIDAD QHZ DUHD | RU
PH
* IX@D 0 RW 6VMZ DUSHW



&LIDW 6KLVKD DQG 6SHFLDAQY 7HD

63(&$/7<7($

( QVXUH \ RXUWAD VHUYLQJ VNG DUH XS VR LOWAUQDMRQDOWDQGDUGY ) LRP DGGLQJ GHFRUDVIYH | MLUVR
VHUYLQJ LQ D VW1 VIKDW/ VSHFL LF VIR GLI T HUHQWFXOXUHV 1 XVKLH I XHVW Z LaGH@ KWLQ \ RXU H[ MQWLYH
NQRZ BIGIH

© KDWZ H Z LaFRYHU
e VKH KMRU RI WD
e VIKH FKHP DA RI WD
e WMD SLRGXFIRQ WD YDUHWHV DQG Z KDWVR WRFN RQERDUG
e KRZ VR FUHDW WWH SHUHPWFEXS RI WD
e FRQGLP HQW DQG VHUFH VW®BV
e LFHG WD
e KRZ VR GHOYHU H[ FHSVIRQDOWAD VHUYLFH

* IHDWSDWIRQ DQG RYHLD@GDUIQ) H SHUHQFH
BVWAYLH $QQ: LFRAN &KIH 6VWZ DUSHW
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"QFOXGHG
$ @SDFNDIHV LQFOXGH VIKH FRXUVH P DWAUDQY FHUM LEDWAV FRITHH WD GUQNV DQG VQDFNV
GXUQJ VKH WDIQIQJ DV Z HEDDV OXQFK VIKLRX.J KRXVW RXU WD\

"QYHWP HQW
7KH LOQYHWR HQWY SHUSHU/RQ SHUGD\

7LP HV

7KH FRXUMH FRP P HQFHV HDFK GD\ DURXQG DQG Z DSV EHVE HHQ DQG

$O@RXUWDLQIQIV DUH DFRUHGIWG E\ * 8 ( 67 "$0 ”



" RQWZ WK W DVHOMHJ Z DMK\ RX ZHH
ERAMAU ' ROWZ DK IRUBGW SUREGP V

ZI\K ITRUP RHW@ ' RQW MWK IRUBGW
RKD@IH Z MK IRUP RIHZ MGRP

IP 5RKQ




"W/ H WHP HO [P SRUBQWR XV VMDWHYHU. LQGLYLGXDOBIDYHV RXUWDLQIQJ Z IV P RUH WMDQ MVMNQRZ BIGIH
DQG W@ : H ZDQWWHP VR KDYH D GHHSHU XQGHUADQGLQJ RI VKHLU VIBXBIQW DQG VWUHQIVIKY DQG ViKH
XQUTXH FROWMEXVWRQ ViKH\ LH FDSDE®! RI P DNIQJ VR VKKHLU FREBIDI XHV DQG J XHW

0 DQ\ RI RXUFQHQW WHP DN RQ WHLU FUHZ V LOFUHDVHG FRQILGHQFH DQG KDSSLIQHW DIVIAU WDIQIQJ Z IV XV
DQG KRZ HIIHPAYH® VKH\ Z RN VRIHVKHU 8 GIP DWA® D KDSSLHUWIDP UHVXOV LQ KDSSIHU JXHWV KLIKHU

WHWIQWMRQ DQG GIDGV VR VIKH SHU HFWI XHVWAMH] SHUHQFH

: H FDQQRWZ DIWR VKDUH RXU SDWIRQ DQG NQRZ BIGIH GXUQJ RXUEWDQG QHZ SIFN Q P If VW®! RI WDIQIQJ
SWRIDP P HV DWWKLY H[ FIMQJ GRFDARQ

&KHN RXUZ HEMW |RUXSFRP 1QJ GDWWV
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k [+* SXEOLVKHG LQ WKH 1HWKHUODQGV
$00 ULJKWV UHVHUYHG 8QOHVV RWKHUZLVH VSHFLILHG QR SDUW RI WKLV SXEOLFDWLRQ PD\ EH UHSURGXFHG RU XWLOLV
RU SRVWLQJ RQ WKH LQWHUQHW RU DQ LQWUDQHW ZLWKRXW SULRU ZULWWHQ SHUPLVVLRQ &RS\ULJKW RZQHU 7KH /X[XU\ +R\



