/ LONLQJ 3 DIMARV DQG 1 RQ ) XQPVIRQDOS5 HTXWHP HQW' ™

,YBQ $ IDXNR DQG 0 LEKDHD:  HW/

6FKRROR & RP SXYUGHHAH &DUPIRQ 8 QYHMW 2 WrD21 . 6 % &DQDGD

, QURGXPRQ

,Q 6RVEDH ( QIQHHIQ)  U-SURHOARQ) DQG \HPAAQ) SDAMLDY UHP DLQV DQ HP SLUFDOVIDN
> @( WHMDD FPXUHIANSDMAQ UBURHIDARYY IRTBZ. VKH IRIP DAVRWILCDIM SURSRHS E\
& KUMRSKHJ $ ®f DQGHU > @$ OKRXIK WKHH IRP DW KDYH H DGYDQAIH R SIHHMQ) WH
JHHDAYH QDMHR SDMALQY MY VADAr FXOWR UHFRIQ] HZ KHQ VR DSSO D JLYHD SDAMMD
DV'Z HIDDV ViH FRQVATXHCRHY LW DSSTFDARQ FRX@ JHIHDM 7 KLY MWWIDWRQ SRHY D FKDOBIIH
IRUP RIVSDMAD XVHY + RZ VR VHPRADQ DSSURSUDWA SDAMLY IRUD GHMIQ GHRMRQ IURP D
EURDG DQG JURZLQJ GAYHMW R FKRFH/> @

* LYHQ D MQI®! FRKHHIASDAMMLQ OQIXDIH $ Bf DQGHJRHY D WADLIKWRLE DUG SURFHEXUH
|RUAKRRIQ) UHBYDQASDWALOY VR EH FRP SURIHG LQ/R ViKH GHAMRQ P DNHUV SDUMEX@UGHLIQ
> @+ RZ HYHJ Z IVK ViH DEDSVIDARQ R VH SDAMMLQ DSSURDRK VR \RIVE DUH GHULIQ DQG JLYHD WWH
\ D GHIEHDARY/\R IQARGXFH Q. SDMWMLV>@ @ @ @MH QXP EHJDQG AYHMW R
SDMALQY DYDLDE®! VIR ViH GAMLIQHU FROAQKHV VR JURZ + HOFH WY QRADE D V SUIDPAFDOVR
\FDQ DQG AKRRHIURP [P RY D @R SDMAQ IBY DV RIJLQDED \KIJHWMG B\ $ Gf DQGHU

7 KH QRO IXQRARDOUHIXWHP HOV 1) 5 1P HZRWIN > @KHS XV UHSURHIMAH UHDARD
\KLSV EHZ HH GAIQ GHAMRYY DQG QRQ IXQRARDOUHTXILP HQV H STAVD ,Q > @* WIRW
DQG <X H DP LGHWH P SRYBQFH R QRQ I XQRARQDOUHTXLUHP HOAV DQDOMY LQ VKH SDMALQ 05
SUROK 7 KH H SGUHWKHDSSQFCELON R VKH1) 5 1LDP HZ RN VR UFSLRHAQ) DQG CBSOLQ
SDMAQY 7 KXV * LRW DQG <X H WERAQRQ I XCRARCDOUHTXLUHP HQA DQG VWHU FROMEXWRQY
RQ HOFK RIKHUILRP WKH SLREGP \HRMRQ R D SDMLD 3 DMAQV DIHDSSMHG B\ IHDAQJ SRV
ME®! GHYHBSP HQMWWMRKQTXHY | RUDRKLHYIQ) VKH FRUMSRIAQ) QR IXQRARCDOUHTXILHP HOWV
VR WWH I XQPARQDOHDER DARQ R VKH WX WP XQGHJ GHYHBSP HQW

- HADQJR\IQpADQMD IXUWMHUE\ P DNQJ) XVHR WH1) 5 1P HZRWN 1Q XQGHWEQAQ)
VKH | RUAHY/ DQG FROM WR' VKH SUREGP VV WWDAJLYH UMH VR ViKH SURSRVHG VROMRQY 7 KLY 1V ViKH

P DQ LGHD EFKIQG WLV ZRIN 7 KH GYHOR WAKAXUQJ SLIRYIGHG B\ WH1) 5 1P HZRIN FOQ
KHS XV USUIRHWSDMAQY P RH IRP DO DQG GHAGH Z KIFK SDMLDY VR OSSO 1Q D JLYHD

GAMJIQAFROM W

7 KH RTHD@IRDOR WL SDSHU LV VR SIRSRVH D Q7 DQG FRP SBP QY UHSUHHRDARD
|RUSDMAQY EDHSG RQ WWH DQDOMY R QRQ IXQRARQDOUHTXLLHP HQV \KSSRUMG B\ WH 1) 5
7 KWV WIHHIRK ZDVNXSSRIWWG B\ &,72 DQGO WWD1 HE RNV



ILLP ZRIN 7 KHP RIVDARY R WKLV Q- 1RIP DMV VR SURP R D ERMAU XQGHIWEQAQ) DG
VAKPXUQI R SDMWLDY $ FREQIO WKLY GHZ SDMALD UHSUHHIMRY SURYIGH/ \KSSRUMRU
GHMQI SDAMMLD OQIXDIHY

7 KHUAMR WL SCSHULY RUIDQ] H5 DVIRWZ V 7 KHFRQAHSVWDOEDANI LRXQG LY HAEZEQKHS
IQVHRY/ DG ,Q6HMRY  VKHSURSRVHG DSSURDK LVH SOIQHS 6HAMRY  SIHHQV
DFDHWXG VR LAMADMWHXVHR WH QY SDMAQ USUIRHIMDARY 7 KH SCEHUFBRHY Z WK
D QVAXWMRQ R WWHEHHW R WHQHZ DSSURDRK DQG \RP H\KIJHWARQY IRUIXWUHZ RIN

0 RANDARQ

$ SSOLQI SDMLY LV LOAP DMD OONHG VR WH QRARQ R SDAMLD GQIXDIH/ $ YHY P SO
H DP S® EXLGQ) D SRUAK > @VHYH/ VR LOXVADM WKLY SRIQV $ Bf DQGHJ X\VHY D VHAR WD
SDMAQVVR\DAM\ D QGHHG EXI@B D SRIAK RQR WHIURQAR D KROH %4 MGH/ WHGALIQR D
SRK VKH SLRFHW WHD LHXOV LQ D SDMMLD GQIXDIH + H GHYVA/ D WAKAXUH B\ WEUAQY
Ro Z MK VKH VROMRQ | RUD MP S®1DQG ELRDG MWDARY 3 UYDW 7 HILDAH2 Q 7 KH6WHHN DQG
DEAQ) P RIHDQG P RUH SDAMLQY XQAOVHYH.DOGHRLY LQ P LQG DUH FRMGHHG DQG VWH JLYHD
QHGV\DAPHE 7 KHZ D SDMAQY DUHVHBRMG DIBZ VXVVR LQAMMYHD XQGHWBQG KRZ WH
DUH LOMIFRQQHAWG

$ V$ ] DQEHUWDAMY ?HDFK SDUAR WWHHYLLRGP HQALYILYHQIWRKDUIDAMUE. VKHFRPARQ
R SDMAQYZ HAKRRHVR EXLE LQR IW & RMHTXHIAD KH SURSRAHY D SURFHEXUHIRUGHIYIQY

D SDMAQ GQIXDIH > @KDAFDQ EH\XP P DU H5 DVIRTZ V> @

& KRRVH WWH SDMAQV Z KLFK ERWAGHPUEH WH RHDODVARSHR  VKH SRRV

* RVR WHHXG R HYHY SDMAD Z KHH IWUHHY VR VKH \P DEBU \FD®! SDMAQY Z KLFK
\KSSRUV LW DQG P DNHD @R VKH SDMAQY Z KLEK VHHP VR DSSO VR VIKH SLRMAWV

) RUHDAK SDMAQ \HBPAG 1Q WWE  USHDAMWMMS  DQG DOR H DP LQH WWH @UIHJ \FDB
SDMAQV DWKH EHILQQQ) R HDFK SDMALQ DEAQ) DIDUHBYDQASDMALY VR VKH QI
5HSHDAMMEY DQG  XQAOMHZ KRBIQKR SDMAQY LY FRHIHG

$ GAVWAKHOMR SDMLOVE\ DAAQ) RZ QP DMIDOHWHIE, P RAI\ LQJ H IMAQ) SDMADY
\RWODMKH DUHP RH UHBYDQAVR ViKH PXUHOAMMVYDARY RUE\ FUDAQ) Q7 RQHV

7 KHIRTRZ LQJ IWXHY DUH LQYROHG LQ VKLY SURAHEXWH

A $ SDIMAR X\VHJ QGHHBV VR VFDQ WKH OAVR SDIMAQY VR GHIYH D SUHIP ICDY  \KEVHAVR
SDMAQY D SDMAQ GQIIXDIH 7 KLVLP SCH/UHDAQ) WHP VKRIRXIK® XQADIUDWSLIQ) VKH
ZD SDMAQVP D EHDSSQHE

A \WGHP DQGVVIR SDMALQ XVHUMAYH.DOWN.EY VMDWGHSHOG RO KLY KHUH SHYMH LOMMYHIHW
FUDWYIW  DQG RWHU DELOAHY



$ V SROMG RAWOQ VKH DM WWBY  DQG R WWH $ ®f DQGHUV SURAHEXUH DIH EDVHG RQ
LI GHUVVIBRAVLY VD FRIHSDWAR KLY KHIFRQMEXVRY 0 RHRYHJ WKLY IWKHLY SHYDUYH
LQ VKHZ KRB SURAHW DQG ERWRZ \VVIKHLOQMIYH CDWKUHVIR VKH SDMALQ DSSURDK. 2 Q WHRWHU
KDQG VIKHP UMIWXHGHP DQGVIUHDADMRARY SDUARXTELD LI VMHXQYHYHR SDAMLQVIYELRDG
DQG AYHIH DV FXUHMD RAFXW/LQ 6RVE DUH( QILGHHIQ)

$ NH LWXHUHIDLEQ) WKLY SIRFHW IV WWH ZD. SDMAQY DQG WHU LQYRYHS HBP HQV DH
GAFUEHS ,Q> @&RSTHY USIHHIV IRFHV H STAVD 7 KLY FROMIMIA/ D EDVME WP ST
|RU RMHJ SDAMLD UBLHHOMDARY > @ @7 KXV D SDAMMLD GRAUSVRY LGFOGHY D EXCBIMG
OQWR IR DQG \RP H GH/ILGY DERXWMHU [P STFDARYY 7 RIHAHU Z VK. D FRQM WDQG LW
FRIHSRAQ) VROMRY D AVAXWIRQ R TRUAHY FRQUANMVIAY DQ HAHQADOFRP SRHOVR DQ
SDMAD & RMHTXHMD VIKHE RSTHR UHSUHHIARQ SURYLGH/D SDMALQ XVHUZ Vi DQLP SRYEQW
KHS B\ GHAUELQ) WKH | RIAHY LOYRYHS DQG \KSSRIAMY VKH SDMAQ DSSUTELDW DV Z HDDY
LW HOHW

+ RZHYHJ IR/ 1Q D SDMALD FROM WGER QRADPMO DRIMRY 7 KH - SXODQG SXWK HFK
RAHJ XQAOVKH RXVIRP HR WKLY 2FRQYLAW LV DAKIHYHG VKH P DLQ FRQMEXVIRQ R D SDMAQ
$ OKRXIK Z HP DNHVIHI RUAHVLQYRYHS LQ D SDMALD CRAFHE®! WKH I RTBZ LQJ DSHAV X\XDID

UHP DIQ XQDQZ HHG

N+ RZ DIHWH IRIASY UHDVWAS!
AL QWP VR IRRXAY Z KDAMDUHVWH SRMEGI WDCH RoV EFKIQG FRQy LAY IRIAHY
Ao KDADUHWH IMXH WOAP D UHP DLQ XQWROHS DVWJDSSOLQ) D SDMAL'

YOANVRVKH?EXL@Q) DSRK H DP S® Z HREVHYHWHI RIBZ 1QJ IWKHVIQWHGHFUSWRY
SIRMGGE $ 6] DGH> @

A QAYIGXDDW DQG FRP P XQDOV GHHBV DIHVRYHS B\ 35,9$7( 7(55$&( 21 7+(
675((7

A 6811< 3/ $&( VHUYH/ VR HP SKDM] HVIKH \SHALDO \RADO AKDUDAMUR ViKH S@PH

A 7KHQHG R EHQI FRYHHG DQG DWWKH \DP HWP H HOVR 1QJ VIKH RSHD \SDRH VHUDARQ LV
SWIRMIGHGE WH287' 225 5220

A 3RIHMYH SK\ MFDOGHHBSP HQVR  \SDADOGMWMEXVIRY LV DAGHMG B\ 6,; ) 227
%S/ &2 1< 3$7+6 $1' *2$/6 DG &(,/,1* +(,*+7 9$5,(7<

A 6RP HIXQEP HYBOSK\ IFDOHBP HIA VMDAD0 HAAMKH \SDADOGMMEXWRQ DIHD ) 52 1 7
' 225 % 1&+ DQG\WH&2/ 8016 $7 7+( &251(56

A $QGpQDD \RP HGHRIDAYH HBP HQNV WDMDAM\ SHYRQDOQHBVDHE $,6( " )/ 2:
(56 RIDARY DQG YMKDO DVZHDDV' ,)) (5(17 &+$,56 YLKDO

$ VREVHUHGLQWIVH DP S®! WHHIWXHYDUHIP STHGLQ$ ®f DQGHJVGHAUSWRY 7 KH DH
FBDUVR RXUP LQGV EHDXVH R ViKH P S® DQG | DP LADUMVYDARQ DEGHAHG DQG DAR KD\



VR VKH QFH \RIG DQG SRZHIXOGHFUSWRY R SDMLQY SIRIGHS B\ $ ®f DQGHJ + RZHYHU
VKLY LV QRAVKH FDVH | RUD@MVXDARQY DEGHAHG LQ 6RVE DUH( QIIQHHIQ) Z KHAMHUGKHVR WKH
GHFUSMRY R \WKH SDMLQV [QYRYHE RUGXH VR VKH @AN R ICP LODUW R VIKH GRMIQHU Z WK
WKH SUREGP  XQGHUDQDOMY

7 KH IDAMY WDWD SDMAD XVHU P XMAWWAUWQ] H VKH FROMOV R HYHY  SDAMMLQ EHRUH
GHHAQ) VRSSO W3 DMAR Z UMY WG VR GVRXW WH EHQHW DQG DELMAHY R DSSOLQ)
VKHU SDAMAQY Z KIFK DUH LGHQAPHG DV FRQVHTXHAHY 1Q \RP H SDMAD IRPP DWV %8 UHDAQ)
VIKH FRQHNXHAHY D SDMALQ XVHUFDQ GHMP ICH B\ \KEMPAWYHD WDGEQ) WHP Ro WH SDW
VLD Z IViK P RIH SHIFHYHG P HIWS @$ JOQ Z IWK WH QXP EHUR SRME®1 FDQE.GDW SDMADY
FROMAQ) |RUWHDMARQ R D SDMAQ XVHJ WY DSSUIRDAK P D EHFRP HIP SURWDO> @

7KXV ZH QHG VR JR IXUMHU 1Q XQEHWWEQAQ) WKH P STFDARY R IRIAHY 1Q SDMALD
GHFUSMRY © HQHG VR FRMGH) 1Q DP RHH STAWZD  VKH IRIAHY LIQYRYHG LQ D SDAMMD
GHFUSVRYQ DQG WHU UBSHPXAWRYY |, Q RGHUVR XQGHIWEQG WHZ D D JLYHD SDAMMLD Z RV
DQG WWH FROHTXHOAHV R LW DSSTADARY WZ RX@ EH XVHXOVR FRXQVRQ D P HKDQWP VR
UHSUHHAMH LOMIDPMRQ R |RUAHY DQG VIKHU F HRW

SHDWG: RWN

7 KLV SDSHULY @NHG VR VE R VIRSLEVVIKDAFRFH.Q VIKH SDMALQ FRP P XQW  SDAMLQ RLIDQ] DARD
DQG IRWP DO DARQ

2 WDQ LQJ 3 DVIHUIQV

,Q 6RVEZDH ( QILQHIQ] \HYH.DOHORWV KDYH EHHD P DCH IRU USSLHHAQ) DQG RUIDQ] LQ)
SOWMO/>@@ @ @ @ @,Q JHHIO SDMAD GHAUSURYY DH IQBILHG B\ WWH RUILQDO
IRPP DMRIBZ HG B\ &KUWRSKHJ'$ B DQGHU> @TP HD  ZIVK P LQRJYDUDQN D QDUDAYH
FROLQQI D FRQM WD GHAUSRQ R DSUREGP  DQG D \DAMOARY \ROVRD

7 KHP RIWFRP P RQ \AKHP HIRURUDQ] LQJ) SDMALQV LV D SDMLO FDB® $ P RYJ RKHY
\RP HSDMALQ FDBEIV Z H p QG LQ WH QM DMUH DYDLOE® DIHWHIRTBZ LQ) VKH SDMAQ P DS
>@ @WHSDMOW WP > @DOG WHSDMD RGP TS > @

+RZHYHJ D QDMUWDOFRQHNXHIAH R SDMAQ RUIDQ] DARY LV VKH FRFFBMRQ R SDMMLD
CQIXDIH/ DVRWIOD GHYIMG B $ Gf DOGHU> @) LR WH pUXADMP SW VR XAH WWH QRARD
R SDMADYLQ \RVEDH GALIQ WKH LP SRYEQFHR  SDMAQ @QIXDIHY KDV EHHQ HP SKDM] H3
> @



) RUP D@ LQJ 3 DAVIALR ' HVFUSVIRQV

UHMCH/ WH* LRW DQG <X VIQMDAYH> @RAMHIHRIW VR WHIWQ) SDMAQY P RIHIRP DD
DUH WH | ROZ 1Q)

Q> @* XAAK\HD DQG &KDQ SURVIGH SUREDE® VKH HOUDHWVDAMP SWDWIRP D@ LQJ

SDMALDY 7 KHDXVKRY GRPUEH SDMMLOY DV P RIBKRBILFDODY. VVKDAGHH GHD SHP DWEGI\VHV
R WAXRAMXUDODUDQIHP HOVR VKH HBP HQV R DURKIWRMUDOIRUP V Z IMKLQ D JLYHD FRQM W
7 KHFRQM R D SDMAQ LV U-BUIRHIMG B\ KHVHAR SDMALQVLP P HADMD DERYHDQG EHBZ

WLQ ViH SDMALQ KIHDUAK\ 7 KH SUREBP LV RQ® SURMGHS 1Q W WIRP  DQG KHHQ @/ D
Z HINGHWR VKHIRUP DI} DARY ) LQDT®  VKHVROMRQ LY UHSURHMG DVDVHAR - SURFHEXUH/DQG
DEAVMRDOM WIRUH SOQDRY SXLERHY/

YRUAKHY SURYIGHY D IRP DOV QEPAE QRIDARY |RUD SDMAQ @QIXDIH > @, WUHSURHIV
D SDMALD @QIXDIH DV D ALHAMG DR FOF JUDSK Z KRH GRGH/ DIH SDMADY DQG Z KRH HEIHY
WHHHFHIURP RQH SDMALQ VR DQRAHU 7 KHVHAR HEJHY SRIQAQ) VR D SDAMLY FROMAKMVAY LW
FROM W( DK QRGHR ViH SDAMALQ GQIXDIHLY IWHD DVHAR HCQDP H (DONQ) LOXVADARD
SUREGP Z WK IRV H DP SGV \ROMRQ DQG ADIWLP R D SDMAD 7 KLVIRP DOQRARD LV
XVHGVRFOUL VWHWKXAMUHR VKHOQIXDIH DQGVRVKSSRIAFRP SXWAL HG VRRY| RUDKVKRUQ)

DQG ELRZ MQJ SDMALD @QIIXDIHY $ QH DP SBIR KAK DQ LOWKP HIMY WH 3 DALY ( QWQJ
7RRO3(7 GHYHBSHGE WWHDXWRU

3 DAVIAQV DQG 1 RQ ) XQPIRQDOS5 HTXLLHP HOW

,Q WLV VFRARD ZHH DP LQH ViKH IHDMRQKLS EREZ HH) SDMALDY DQG QRQ | XQRARCDOWHTXILH
PHQV ,QUD® ZHZ L@EUH) GHFUEHWH1) 5 1P HZRIN DQDSSURDAK YHY LQWAXP HQBO
1Q IRP DO LQJ QRQ IXQRARQDOWHTXLLHP HQWV DQG FRMGH Q) WHU LQUXHOAH 1Q GRMIQ 7 KLY
DABZ VXV VR JR I XUAMHULQ GHYIMQ) VIKH FRQQHPRYQ EHE HHD SDMAQV DQG QRQ | XQRARCDOWH
TXLHP HQV DV ZHDDV IQ H SBRUQ) D ZD VR GRAUEH SDMAD LQuXHIAH DQG ARQHMXHIAH
WURXIK VH XVH R QRQ IXQRARCDOUHTXLLHP HOADQDOMY

7KH1)5 ) WDP HZRWN

$ Q REVHYDE®I WHIG LQ QRQ IXQPARCDOUHTXILHP HQMQWDAYHY LV VR P RGHOWHFKDIQR QRO
IXQRARQDOLHMXLLHP HQW DQG VKHU FROMEXVRQY VR SDUAEX@UJRXY 7 KHEHWH SLRMRQ R
WKLY VWGHR LV WKH QRQ IXQRARCQDOUIXIP HOV 1) 5 [P HZRIN> @

,QWH1) 5 ILLP ZRIN QRQ IXCRARDOUHIXLLHP HQV ONH LOMIRSHIDELDN VHRXUW SHU
IRUP DQFH DQG RAHY DUH XVHG VR P DQDIH WWH RYHD@GALIQ SIRAHW 1 RQ IXQAARDOWH

TXLUHP HQAV DWIH UBURHOMG DV \RWIRDY 7 KHVMLP 2VRIWIRDO H SURWHY WKH QRARQ \KDW
QRQ IXQRARDOUHTXLLHP HQWV DUH R WWAQ \KEMIPYH LQ CDAXUH 7 KH DUH XVKD@  CRKLHYHS QRW



1Q DQ CEVROWMA VHQH EXWWR D \Kr AHQARUNDAMDARY H WDV 7 KH1) 5 1P HZRIN LHHY
VR VWH SURFHW R DAFRP SOKLQJ VKH WIDMG \RWIRDY DV \DWHAQ) 7 KLV VP Z DV XVHG B
+HEHWAIP RQIQWH VR LHHJVR \DAM\ LQJ DARP H®BYHOD YDUHN R QHHBV Z WKRXW

QHHWOUO RSWP [J1Q) LHXAV> @

6RWIRDY DUH LQAUHP HQE® UHQHG DG WDGH RoV DUH P DGH DV FRYLPW DQG X QHUILHY
DUHAVARMHHG 7 KHHOAMH USIRHQMAR R \RWIRDY SOV WHUGHRP SRIMIRQ LV NQRZ Q DV
\RWIRDOJWDSK $ VRWIRDOIWDSK FRMMMVR RHRUP RIHVRWIRDY ( YHY \RWJRDOFDQ EH
GHRP SRHGLQMRRHRUP RIHWWE JRDYZ KIFK LOWUD USIRHOAHQHP HOVR 2SDUHQNV \RW
JRY RULQMGBHGHR QW , WHIXGURXUYLAGHDUMKDSHY DUH XVHGS VR UHSURHQAMR WIRDY
DQG \KE JRDY WHH) LUXWH ' HBHOAQ) RQWHZD DQ Ro\SUQ) SRIMYHD RU QHIDAYHD
\XSSRUNV VKHDAKLHYHP HQAR! W SDUHQAWR WIRDO Glo HHIAWSH/R FRQMEXWRQVDHGHQHS
YN +XUWW6RPH +HS 0 D\H DQG6RPH  \FHpIXW DG

&2 FrIlLEE

BEREAK HURT SOME- UNKNOWN SOME+ HELP  MAKE

bl /i}\/\]

OPERATIONALIZATION

)L * ICBKIFDOUSIHHMMRY IRUNRP H1) 5 ILEP HZRIN FRP SRQHQW DQG FROMEXVIRD
QAN

A0 DN\H P HDQV WKDWKH JRDOVKT AHQAD FRQMEXWA/ VR WWH JROODMMH HXG R ViKH @ON
WKH SDUHQAIRDD. + HS LQAFDMA/ D SRIMIYH FRQMEXWRY EXWCRAKT AHDARD IW RZ Q
6RPH \D VVKDAMKHH LV VRP H SRIMIYH FRQMEXVRQ VR WH SDUHIAURDO HWHU + HS RU
0 D\H

A BLP LOUD Y8HDN P HDQV VKDAWAHROVSUQ) Z LAEUHDN VKHP HAAQ) R VKH SDUHQAVRWIRDO
+ XUNLQEFDMY SDUIADOQHI DAH \KSSRYWR VKH SDUHQW DQG 6RP H LQAFDAY QHIDWYH
FROMEXVIRQ HVKHJYAHDN RU+ XUV

7 KHHDHDOR $ QG DQG 2 U UHQHP HOV 7 KH  IQAFDM IRSHAAYHD KDAD@VKE JRDY
P XWIWEH CRKLEYHS | RUVKH SDUHQAORDOVR EH DAFRP SOKHS RUVKDADRKLHYIQ) DQ R VIKHP LV
\Xr FLHQAM RUNDAYP Q) VIKH SDUHIAGRDO 7 KHHWSHY DUH XVHG VR KHS SURSDI DM VIKH GHIUH

R DAKLHYIQ) VRO RDY VIKURXI K VKH FROMEXVRQ QN XMQJ D TXDIVAYH UHDRIQ) SIRAHW
) LIXUH  \KRZ V DOWH SRWE®! FROMEXVRQ QN LQYRYHS LQ D \RIWIRDOJWDSK



Some- Some+

YL IMAGPARQ DP RQYJ FRQMEXVIRQ WSHY DEDSWS ILRP > @

2 WHUHBP HQVR WMH QRIARQ DIHFDIP V 7 KH MWAI VKH FKREHR FROMEXWRQ WSH
RQ D @ON DQG DLH UBURHQMG DV HIBVHWY WHH) LIXUH $WARP H GWYHD Z KHD D \RWIRDO
VX AHOAD UpQHE RHIDWRQDD DARYY ARP HXS 2 SHIWRQDM DARQY DUH SRME®! GHYHD
RSP HQAMMRKQLTXHY | RUDAKLIHMQ) VKH FRIIASROAQ) QRQ IXQRARCDOWHTXILHP HQV 7 KH DUH
USIHHOMGE, KH DIRQV VFH) LIXUH 9% HXP HDAQ) DEDVKHSRWEGIRSHIDWRDT) DARY/
VKH GHYHBSHUP D FKRRH\SHAPF VROMRQV [ RUVKH VLI HAM AP

6RWIRDQJLESK UHSURHMDARQ DIBZ VGHLI GHW VIR HYDODMWHLP SDRAR \HBRAQ) FHYIQ
RSHIDARQD LQJ VRWIRDY 7 KH HYDOXDARQ Z RNV VIRZ LBV WH VRS R WWH JUDBK GHMP 1Q
LQ) ViH LP SDAARQ KLIKHUGYHOVRWIRDY 7 KLV SURFHW LV IQUDAG B\ DWIQQ) @EHY KDV
LQAFDWA Z KHKHJD RSHIDARQDD DARQ LV \HBRAMG \DALPAHG RUQRW GHIHG ,QWIVZD D
SRUMYH FRQMEXWRQ R VIKH VR I RDOSURSDI DAY WH @EHOVRR LW SDUHQW + HOFH D \DAYpRHG
\RWIRDOZ VK SRUVIYH FROMEXVRQ URXAV 1Q D \DWHFHG SDUHIWV D GHIHG VRWIRDOZ VK
SRUIMIYH FROMEXVRQ URK@V LQ D GHIHG SDIHOVDQG \R RY , WY DOR SRWEGI VR IGHOAI\ D
Z HON SRIMIYH RUGQHI DAYH\XSSRIN RUD VR WIRDOSDUHQWV: — KHQ IV QRASRME®I VR HVEZEDK
D SRUVIYH RUQH DAYH VKSSRUV SDUHQAORDOLY DML GHG WH XQGHAGHS @EHD) LIXUH  \KRZV
GoHHMWDMIQHE DQG XM @EHY XVHG GXUQ) ViKH HYDODARQ SRRV

r¥ > AV

Denied Weakly Undecided Weakly Satisficed
Denied Satisficed

)LL)/ DEHYXVHG GXUQI WH1) 5 [P HZ RIN HYDODWRQ SIRFHW> @

7 KXV WWHRSHIDARQR WKH1 ) 5 1UDP HZ RINIWKHUHXO\R VKHLCRUHP HCDQG LOMDPANH
FROWMXPIRY HDERIDARQ DQDOMY DQG UHMRQ R VR WIRDQILESKY



3DAVHQV 1 RQ) XQPVIRQDOS HTXLLHP HQW DQG VKH1 ) 5 ) LDP HZ RWN

$V* LRWDQG <X SROAMRWQ> @QRQ I XQRARQDOUHTXLLHP HQV DLHRP QSURHQMOQ GHAUS

WRQ/R SDMAD/ 7KH SO DN URBI IQ XQGHWWBQAQ) WH SUREGP EHQ) FRMGHHMS

VKH \KEVHTXHIAMDGH RoV DQG WWHVROMRQ SURSRHG 7 KXV Z KHQ DQDO] LQJ QRQ IXQRARGDO
LHTXLLHP HQWV 1Q D JLYHQ FRQM WWKH LGHD R VHYHLDOFRQYLPAQ) | RUAHY SXEIQJ DQG SXWKIQ)

HP HIHY 9% FROMGHIQ) VKH ARP SROHQW LQYRIYHS LQ GHMP LQQJ D \ROMRQ KDMHROYH/
VKH FRLEW WWH FROAFBWR SDMALD DUMVAY

7KH1) 5 ILCP HZRIN P DNHY IWSRWME®! VR W WP DAFDD WHDAGRQ | XQRARCDOWHTXILH

P HQAV DQG X®IP DMD X\H WHP DV D FUVMUIRY IRU P DNQ) \HBPARQY [P R FRP SHAIYH
GHLIQ DOMLDAYHY , WARQWANMWA/ D VRS GRZQ JRDOR IHQMG CSSURDAK VR GHDIQ) Z WK QRQ
IXCPARDOUHTXLWHP HOV'> @

2 QWHRMHIKDQG Z KHQ FRMGHIQ) VMHQDWUHR VIKHSDMALQ DSSURDAK. Z HREVHYHWDW
D SDMADVROMRQ P D KDYH H HAARQ FHYIIQ LHRXUAH/ SRME® FROWMDIGHS  DVZ HDDVRQ
\RP HIRAY/ LHDWG VRVKHUARXUAVIDHAWMG 2 WD DVROMRQ SIRMGHGE\ D SDAMMLQ LVVIKH
IHXO\R EDDQAQ) WDAQ) Ro FHYELQ URRXUAHY 7 KXV YIHZ 1Q) WWH SDAMLO LP SBP HODARD
DAVKH ERMRP MGHR WH SIEAUH DQG VIKH URXOMJ FRQM W IRV DMW XSSHUMGH WKH
XVHR SDAMMLOY LQ \RIVE DLH GRLIQ FROMIMVIA/ D ERMP XS DCESURDAK VR DEALHMQI GRLIQ
IKHY $ VD \ROXVRQ GUYHD P HKRG SDAMLD DSSTFDARY GHAMLP LQHY D \DAMDARY  RAFRP H
VKDAUHXOV IURP UH DEWWR HOAR ERW URRXUAHY DQG LQYRYHG IRV

,Q> @* IRWDQG <X VENH DGYDQIH R WKLY | DAW ViKH SDMMLD DSSURDFK DQG WH 1) 5
ILDP ZRWN DUH FRP SOP HQE 7 KXV WH FRPEIGH WP B\ XMQJ WH 1) 5 ILLP HZRIN
IRUH WDPAQJ) QRQ I XQRARCDOUHTXLLHP QW VR RDY DQG WWHU FRQMEXVRQY RQ HOFK RAKHJ
IURP WWH SUREGP VHPARQ R D SDMAD &RQHIXHOAD SDAMMLOY DLHDSS@MG B\ IHDAQ) RS
H.DARCDT DARQY LQ ViH \RWIRDOJWDSK VR VKH I XQPARQDOHDERIDARD R VIKH AP XQGHU
GHYHBSP HQWV

+ RZHHJ 1Q WHU CSSIRDAK D \RWIRDOKIHDUAK LV GHYHBSHS |RU HDRK SDMAD  SUH
WXP CEO 1LIRP \ADIK  WIDAHJWDQ |RUD SIRMAVRUGRP OIQ + HFH WH VFDDELOWV R WWH

SDMALD GRAUSVRY LV @P WG EHFDX\VH IWGERHY QRAWENH DGYDQIH R VKH FRQQHARYH KOV
DP RY SDMAQVLQ D SDMAD GQIXDIH

- HPD JREHRXG* IRWDQG <X VIGDE XMQ WH1) 5 ILP HZRIN IRUGRFUELQ) D
GALIQ FRQM WDVZ HIDDV D VHAR IHIDMG SDMAQY $ VD FRQMHNXHIAH VAYHIDOGHLIQ LWKHY
UHIDLEQ) WP DURKIMRXUHP D EHDGAHAHG B\ VKH LOMIUDARQ R \HYH.DOSDMADY |, Q
WD DVHAR SDMAQVP D EH UHOHG VIR \RYH RIHUSLREBP VI RXQG XQGHUWH FRIHGRG
IQ) CSSTFDARY GRP OO $ @R WL LOYRYHY WH XVH R D FROUMFIAMAKANH | RU SDMAQ
USIHHMARY VKH | RUFH KLHDUAK\



5 HSUAVHOLQ) 3 DVIIQV 9 LD ) RUFH + LHLDURKLHY

,Q VKLY VHRARQ Z H LOAMRGXFH WH SURSRHG SDMAQ IRIP DV 7 KLY Q2 USSLHHIDARY LV 1Q
WQGHG VR FRP SBP HMKH FXULHQAIRP DV XVHG VR GRPUEH SDMAQY 7 KXV Z HDUHSUHSDUHG

VR SURHIAMKH QRARQ WWDWKWELQY WH QHZ. SDMAQ UHSURHDARY VKH | RUFH KLHDURK\

: KDWYV D) RUFH + IHDURK\ "

8 QGHUD SDMAD EDVHG SHISHAWYH D VROMRQ LV VWH FRQHTXHFH R \ROMQJ VHYHDOIRIAHY
1Q FRYLAW + HH LV WH EDH IRUQNQ) WWH QRARQ R IRUAHV 1Q SDMAQV VR QRQ IXQRARDO
UHMNXLLHP HQW DQG FRQWADIQNV RQ URRXURHY DV \VHYHDOGHULI Q DOMLLDAYHYDIHFRMGHHG DG
VIKH P RIHDGHTXDM WWH RQHSUIRSRHG B\ D SDMWLQ LV DSS@HG

$ IRFHKIHDUA VD KIHDURKIFDOIWDSK R 1RUAHY DQG WHUFRQMEXVRQV RQ HOFK RAHU
) RUFH KIHDURKLHY DH LQWSILHG B\ DQG FDQ EHP RGHBG DV 1) 5 \RWIRDOKIHDUKIHY > @
7 KXV 1Q ViH SURSRHG SDMALD UFSURHIMRY IRIAHY DUH H SURWHG DV D FRP ELQDARQ R D
\P DDHAR FROWDIQN RQ FRP P RQ LHRXUAHY VP H \SDFH FRP SXVIDMRQ P RH HORWDQG

\RRQ ,QWLVZD  WDGH RoVEHE HHQ VKHVRS GYHOQRQ I XQRARQDOUHTXILHP HOV FDQ WHD EH
WDQUIVG LO/R VWDGH RoV EHVE HHQ DWRADMS URRXURHY

,Q> @DQ LOMIMR \XSSRIWSDMAQ VHBRARY LV SIRSRWHG B\ HVEEDKLQ) D KIHDUK\
R AFUWUID ZKHHP DQ  SUQAS®Y FDQ EH FDMIRU H3 RJJHHDI HS 7 KXV SDMAD IRUAHY

DUH RUDQ] HG QR D KIHDUAK  LIRRAMG RQ VREOVDAVCPARY ) RTBZ LQJ VIKH \DP H SUGAS®
VREOVDAY DPARQ LV DAMMKH WS R DQ IRFH KIHDUAQ DV ViKH KLIKHIWBYHOVR WIRDOVR EH
DRKIYHG B\ DQ MWWP 8 QGHU D JLYHD GRP DIQ VREOVDAM DRARY LHXOV 1Q SDUVR VKH
SRMIYH FRQMEXVRQ R RH RUP RH \WWE JRXY / INZIVH WWHHP D H IMAWRP H \KE JRDY
Z WK QHIDAYHFRQMEXVRYY + HIFH VIKHDRKLEYHP HOAR VKHVRZODAM CRARQ\R WIRDOLH K@V
IURP WWH FRP EICDARQ R \HYHDOIRIAH \RP HR WWHP KDYLQ) SRUMIYH FRQMEXVRQY RAHLY
Z M Q-UDAYHHHAW 7 KXV ZHP D \D. WDAVREODAMDPARQP D EHH SUSWHS DVD EDDQRH
LHXOMY 1LRP VHYHIDOFRYLPAQ] IRIAHY DQG WWHWEOGHRO R D QXP EHUR UMM LMRXUA/

/ HVXV LOMADAM WH XVH R VH QRARQ R IRUAH KIHDUAQ\ YLD DQ H DP S®1 EDHG RQ D
SUREGP GHAUEHS B\ . HKDY IQ > @$ EDQN LV FRMGHIQ) WH DSSURSUDM QXP EHJ R
VMTBLY IMQHHGY 1Q RUGHU VR NHHS DQ DFRHBVEE®! SHURP DQRH DQG P DIQALQ W SURDVEELDV
7 Z R SRAMELOARY DIH FRMCGHHS

A $ VAHODUR LQ Z KIAK HORK DULIYLQ) FXWRP HU KDG KLY KHU RZ Q WU DQG QHYHU KDG VR
ZDMIQ@H 7 KIVARXVRQ Z RX P LQP 1] HVIKHURSRQWHWP HDQG P [ LP 1 HVKHFXWRP HJ
\DAMDPARQ + RZ HYHJ IMZ RX@ DOR EHH WHP HD H SHOVYH DQG WMH EDQN P LIKWIR RXW
R BXMQHN

A QWDG R IRTBZ Q) VKH RQH WU SHUPXWRP HUMKHP H WWH EDON P D FRMGHUKRZ D
QI B! WTBU FDQ DMMAP XGAS®I FXWRP HY |, Q WLV ZD.  WWH EDQN FDQQRARQD \RYH VKH



SUREGP EXWDOR\DYHP RH B\ \KDUQJ P X®ASG] LQJ D MQI®I WU DP RQ) P XOAS®!
FXWRP HY DAMMHH SHOHR EXIQHQ) D ZDWQ) DUHD DQG VKH VP H W FXWRP HY Z DWHA

B ZDWQ) 1Q @H

) LIXUH \KRZ VD IRIFHKIHDUAK\ \WDAUHBLRHOWV WHGVAXWRQ R VKHHVE R DOMLCDAYH/
1 RM VKDMH | RV LORYHS  VREOVDAWMDPMRY  SURDVEELON  SHIRWP DQFH  DUH S@AHG DV
VKH XSSHJ GYHOR ViKH |RUAH KIHDURK\ 7 KHU GHFRP SRUIMIRQ VKH | RTBZ 1QJ). BYHDLQ KH KL
HDUK\  HOARP SDIHG WWH DWRADMS IWRXUA PRQH \SOFH DQG SURAHWIQ) FDBDAW
BXEVHTXHAD  RKHJVRWIRDY UHIDUEQ) VKH URRXUAH GHARP SRIMIRQ P D EH LQFOXGHG XQR0
UHDAKLQ) WKH SRME®I P SOGP HUIDARQ WKQTXHY RSHDARDT DARYY |, QViYH P S®i IRJ
WKH\ONHR MP STAW WWHRSH.DARQDT] DARQVFRMGHHS RQHVMIBURUP XGOASGIMIBLY | RTBZ
VKH GYHOFRP SUMQJ VKH LRRXUAHY LQYROHG

Total
Satistaction

Frofitatility

Ferformance,
Response
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Pracessing

Fhysical
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Favying and
locating the
tellens)

Custarmer
1 satisfaction may
dacrease
ustomers have
towait in line to
be helped

YU $ IRFAHKIHDUK \KRZ Q) VWH DOMLCDWYHY 1Q FRMGHIQ) WHQXP EHJR WMLV R D
EDCN

Cne teller
assisting multiple
customers
Customer
satisfaction is
maximized

% LQFRSRIDAQ) VKHHYDODARY SURFHVSWRYIGHG B\ WH1) 5 ILEP HZRIN Z HFDQ JHADQ
IG-DR WHLP SCPAR VHPRAQ) HOFK DOMLCDWYH VFH) LIXUH & KRRUQ) ViKHp UXADOMLCDAYH
®DGVVR P O LP 1] LQJ VKH FXWRP HUMDWMDPARQ  SHIRLP DQFH V\DAMPRHG B\ SD LQJ DKLIK
SUFH SURDVEELDW LVGHIHG 7 KHVHARQG FKRFH P STHYVRBLDAQ) DQ DAFHBVEE®! UHEXPRD
LQ SHIRUP DQRHVIR REVIZLQ VKH HAHADOSUROVEELDN |, WIVLP' SRIBQAVR KLIK@I KWKDWAKH



RQG FKREHXVA/WHO XOIS0] LQ) WIKQTXH> @7 KLV P HARG [P STHV\KDUQ) DQ H SHMYH
RUVADURH URRXUAH SLRLGHG WDWXVHY DUH I XDUDQWAHG D FHWZIO GHIUFHR VDM DPARD

Total
SatisTactigy

Tatal
Satisfactiol

Perfomange Profitabili

Physical

Phisical
Resourcg

Resnurie s

Response
Ti

im
+

Paying and
locating the
teller(s)

Paying and
locating the
teller(s)

i
e

" Customer
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)L ( YDODAQ WKH P SDPWR FKRRIQ) HDFK DIOMLODAYH 1Q FRMGHIQ) WWKH Q<P EHUR
WOBLYR D EDON

7 KHH DUH VER VARSHY 1Q ZKIFK ZHP D' XVH [RUAH KIHDURKIHY  DSSTFADWRQ GRP DIQ DQG
DN VROMRQ

$ SSAFDARQ ' RP DLQ ) RUFH + LHLDUK

,QM WP GRLIQ Z HpQG\HYH.DOGHLIQARQM W RUDSSIFDARY GRP DLQV KK DVAMMEX\MG
VWP GALIQ UHDOWP HW WP GRLIQ FRQAROX WP GALIQ DQG\RRQ * LYHD DQ DSSTD
WRQ GRP DQ IWIRIAHKIHDIAA FRMMMVR D USIHHQMARY R VKH VRS BYHOQRQ IXQRARCDD
UHTXIUHP HQV FRUABRYEQ) VR WH GHVIQ FRQM W DQG WH FRQMEXVIRQV R VH DWRADWG
UHRRXURHY 7 KLY HAWZEQKHY D WBIAQ) SRIQM RUUSUIRHIAR) DARADMG SDMALDY

7 KXV RQWKHVRS R VWH DSSTFDARY GRP DLQ IRIAHKIHDUAK Z HpQG WHVREODAMDPARQ
\RWIRDO , Q WD VKLY \RWIRDOLY GHRP SRHG LR RH RUP RH [RAHY VKDAVGHAUEH WWH
GHLIQ FRQM VWXQEHUDDOMY $ @WH URRXUAHY DARADMG VR WWRH I RUAHVFRP SUNHWHGH W
®Z HJBYHDLQ VKH KLH.DURK\

/ HVXV JR GHBHU 1Q H DP LQIQI WL WAKPAH YID DQ H DP S® & RQWXPAQ) D IRIFH
KIHDUAQ [RUGMMEXWGS MO WP GRLIQ ) LIWZ HGHHG VR LGHOAI VH I RUA/VDAHQARP SDW/
WKLVFRQM W7 DE®!  \KRZ VARP HIRIAHVZ HKDYHIRXQG DVR M QpFDQALP SCRAR) GMMEX\MG
VWP GALIQ / INFZ M Z HQHHG VRLGHDAL  VIKHUARXUAHY UHDAMG VR WHVAAR | RUAHYDOHDG
HMIEQKHG 70E®N  FRQEIQVD QMR UHRXUAHY LHDWG VR VIKHH | RIAHY



) RV [%UH GHVFUSVIRQ [

3HJIRPPDCFH  |( [ WDMR Z KIEK X WP CPAYIMEY DUH DFFRP S@KHG SURP SV
6FDDELON  |$ ELON VIR SIRVIGH\DAMDARY SHIRP DQFH DV JUDWU

G-P DQGV DLH SOAHG XSRQ W

(r AHR " FJUH DAZ KIEK DOWH IRRXUAVDH P S& HG

Z KHQ VKH X WP JRDOY DUH DRKUHVHG

0 DIQALCCELDN|$ ELON VIR SURYIGH DQ DEHTXDWA I LDP HZ RN IRUSUREGP p[ LY
7WQBDHRA | HIUHDAZ KIFK D JLYHD FRP SROFOAVGRAY QRAVH STEVD
QHG VR NQRZ RUGHQHVKH WAV R RIKHUFRP SRQHQWV

Z KHD FRP P XQUFDAQ)  WHFRP SDWHY GBFDARQ DQG WP H
WDQSDUHR

7DEG ) RNV IQYROHG [Q QMMEXWG W WP GRLIQ

[5 WRXUFH  [%UH GHhQMRQ [
&RP SXYVDARJ3 IRFAMQJ VIKDAFDQ EH GRGHLQ D XQWWAP H FDSCAW
( ORW + XP DQ Fo RIMHTXILHG VR GAMJQ DQG EXIGE D W AP
0 RH &RWWR G-YHBS RUSIRGXAHD W WP

6RO 0 QP ] DARQR R-QADO H5 HBP HQV

Q<P EHUR DEAMRQDOXHY IHDXUH/ LHTXHIWV FRP SROHOM
Z MMRX\W\DFRUpAQ) DFRHBVEE®! SHIRWP DQFH

6SOFH /1P MRQWHP FHP R DYDLOE®

7IPH 7 [P HVEND VR UIRSRQG VR DQ RYHOAVVIP HVRR P DUNAW
PHIXP WP HEHE HHQ IDOUHY

7DEGI 5 FVRXUAY LQYROHG [Q D GMMEXWG X WP GRJQ FROM W




,Q RGUVR HOFRP SDWD YHY P SRYEQMWAXH UIDLEQ) GMMEXWMG WP GRLIQ ZH
KDYH LGFOXGHS P RApDELDN  VKH CELOV VR P LQP 1] HMGH FHAW RQ RHUFRP SRHQV DG
VIANEELDN DV DAMEXWA/ WDADD HAAP DIQALQCELON 0 RIHRYHU Z HDGGHE LOMRSHIDELDN DV
DQ DAMIEXVAVKDADD HAWNFDBELDN LQVKHVHHWDADFFAXAVR H WLCDD YIME® XQRARDON
DQG GV KPR/ LV SURYLGHG Z IMKRXWLP SRUQ) XQDARHBVIZE®! SHIRUP DCGFH GHIUDEDARD

7 KH QH WAAYS LQYROHY HVEEDKLQ) VIKH UHDMRQWKLSV CP R VKH |RIAHY/ DQG WWH VRO
\DAM DAARQ \RWIRDO DV ZHDDV CP R IRRXUAHY DQG 1RUAHY 1Q WWH GALIQ FRQM W, WLV
VP SBUVR W VR HWEEQK SRIMYH FROMEXMRYY DQG \KEVHTXHOAD P DNH DQ. GHHADU
DAVWR HOV , Q RXUH P S® ZH REVHYH VKDWD@VKH [GHIAPHS |RUAHY KDYH \RP H SRUMIVH
FROMEXVRQ RQWWHVREODAM DAMRQ\VRWIRDO/ INZ M ZHP D G- QHSRUVIYHFRQMEXARQ
@OV DP RY WWH URRXUAHY DQG VKHU DARADAG IR ) LIXUH  \WKRZ V WWH URXOWQ [RH
KIHDUAK\ FRIKSROAQI VR GWMEXVG X WP GRLIQ

© HKDYHVR QRA \HYH.DOLP SRYZQADVSHAW UHIDUELQ) VKLY | RIFH KLHLDUAK\

A1 R HYDODARY SLRAHW LV XVHG > @IQRH Z H GR GRAKDYH VKH Z KRB SIEWWH\ HV:  HQHHG
VR FRMGHJ Qo HHAGHWLI Q DOMLCDAYH/ VR H DP LOH WHUSRWE® FoHAW + HH LY Z KHH
SDMAQ DQDOMY VENAY/ STFH DVZ HZ LaVH OWU

A $ OKRXIK WWH VREOVDWM DRARQ \RWIRDODSSHLY LQ SUDFAFH Z H GR QRMGQFOXGH LW DV LW
LVIP S@HG 0 RHRYHU VRDYRGP DNQJ WWHGADIWP VEX\W  Z HDOR RP WMAH\VRP H SRUVYH
FROMEXVIRQ \k P ERY

A QQRZD FROMXAAQ) DIRFHKIHDUAK\ |RUDQ DSSTFDARY GRP DIQ P HDQVWDWD SHIHRAW
FRP ELQDARQR [RIAH/ LRRXUAY DQG FROMEXVRQVARP LQJ XS Z IV VRVEOVDAM DRARQ KDV
VREHIRXQG 2 QIRQ) U QP HQALYDZ D, VQHHADY  DVVIKH DSSTFDARY GRP DLQ LV ERMAU
XQGHIWRRG DQG | XWMHJLP SURYHP HQV DUH LOFRISRIDMG

3 DAV 6 ROXVIRQ ) RUFH + LHLDURK\

,Q FROMXPAQ) D SDAMMLD @QIXDIH WKH pUMMAMS LOYRYHY FKRRIQ) ViH SDMAQV Z KLEK ERIWV
GHPUEH \WH RHDOVFRSH RU DSSTFDWRQ GRP OQ R VKH SLIRMAAS @/ DM ZH VZNH WWH
DSSUFDARY GRP OQ IRFH KIHDUAQA  DQG LOFRUSRIDM WH FRQMEXVRQV R HYHY  SDAD VR
WKH LQYRYHG LHRXUAHY REVILQLQ) VKH SDAMLD VROMRY | RUAH KLH DURKLEY

7 KXV RQ WH WS R VKH SDMAQ IRUIAH KIHDUAK\  ZH pQG WH IRUAV IMDGGHAHY 7 KH
FRP SUMHD\KEVHAR VKHIRIAHVFRIHSRIAQ) VRVKHGHLIQ FRQM W Z KHHD JLYHD SDMAD
LV DSSULE®! $ @WH URRXUA/ DARADMG VR KRH | RIFAHY HIFRP SDW WH QH WOYHDLO WH
KIHDUAK\ ) URP VKDAGBYHORY D \KEVHTXHOAGHRP SRIMRQ IRTZ V 7 KLV DIBZ \/ViKH SDMAD
U-BLHHDARQ VR KRTS VWH UHDRQQ) RQ VKH HbHAW R WH DSSTFDARQ R VIKH SDAMMLD

7RDYRG P DNQJ WHADIWDP VEXM  LQVKHSDAMQ \ROMRQ |RFHKIHDUK Z HRQD \KRZ
VKH VRS BYHOQRQ | XQRARGDOUHTXILHP HQWV DQG IRRXUAHY DAXD® DoHAWG B\ VKH SDAMAQ
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) RFHKIHDUAQ | RUGMMEXWG N WP GRLIQ
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$ VDQ L@VADAYHZ D R H SOLQQI LY IWXH GWXVH DP LCHWH IRIFHKIHDUK. FRUH
\SRAQ) VRWKH) Gf 7P HSDMAD > @7 KLY SDMLO LV FROFH.QHG Z VK VXDARY LQ Z KLFK
SURFHMQJ LV UHTXILHG DAD SDWMEX@UIHTXHOR RUDWAHIIQ WP HR WKHGD. ) RULQWEGHRH
ZKHQ P DQ USRI DUH LHTXLLHG DADSSLR P DMD WMH\OP HWP HR GD , Q WDWADH WKH
\XUHLQ GHP DQG LRXOVIQ\BZ URSROHY

$ EUH GHAUSMRQ R VKLY SDMAQ FDQ EH IRXQG LQ 6HVMRY  ,Q AMMEXWG \ AP
GALIQ IMFDQ EHXVHS VIR DEGLHW SHIRUP DQRH IMKHY 7 KXV ZHP D XVHVKH I RUPH KIHDUK\
GHQHG |RUGMMEXWG M WP GRLIQ WHH) UXWH  IRUGHIMQ) D IRFHKIHDA [RUVKLY

SDMAD 7 KUHH IRIA/ DLH IQYRYHS SHURP DQRFH WDOELON DQGH AHR ) LUXWH  \KRZV
WH FRIASROEQ) |RAHKIHDAQ

Response
Time

Contention delays
are reduced

Since the variability in
performance is reduced, itis
easier to identify the
availability of resources for
additional processing

Frocessing load
spread at
differentti

.~ Scheduler
implementat@gg

|dentify different times®,
when cerain reguests
can he executs

)L ) RFHKIHDUK\ IRUWKH) ®f 7 LP HSDMARQ

7 KH HYDODARQ SURFHW > @V LOFXGHE VR \KRZ. VKH SRME®! O HAW R ViKH DSSTFDARQ R
VKLY SDMAD :  KHD FRMGHIQ) \HYH.DOSDMALDY D SDMAQ XVHULY QRZ DE®I VR FRP SDLHAL

| HHQADOMLODAYHY VKH SRMEGIWDGH RoVVWH IP SRH DQG GHMP LGHWWHP RIMDSSURSUDM
| RUVKH GHLIQ LWKH XQGHU DQDO MY

5 HoH QLI VIKH 5 RBV LQ 3 DAL $ SSOFDVRQ

7 KHZ UMAU DQG XVHUURBV LQYRIYHS LQ SDMAQ DSSTFOMRQ P D EH UHEHQHG DVIRTBZV



A 3DWVHIQ Z UVHJ 6 KHRXWIQHWKHIRUAHKIHDURK\ |RUGHAUELQ) DQDSSTFAMRQ GRP OIQ
/ DMURQ V KH XV VDM RUFH KIHDUAQ\. DV D EDWH IRUGHUIYIQ) ViH | RUFH KLHIDURKLHY [RU
DOVKH SDMAQY FRMGHHSE XQGHUVIKH JLYHD DSSAFDWRQ GRP DIQ

A 3DV XVHU 6 KH LGHAPHY WWH DSSAFMRY GRP OIQ FRUHSRYAQ) VR VKH K WP
1Q GAMIQ 7 KV SIRIGH KHJ KIP Z MK D VHAR  SDMAQY DQG VKHU FRIMSRQAQ) [RFH
KIHDURKLHY 7 KXV V KHXVAY VKH SDMALD | RUPH KIHDURKLHY VR VHBRARKH DSSURSUDAM ROHY

LQ DAGHMQJ | XQPARCDOMXHY UHIDLEQ) WHW WP XQEHJGHLIQ

3 DMALQ XVHY DQG Z WMAY P D DOR UHhQH WH IRFHKIHDUAQ R D SDAMMD RUHYHD WH
RCH FRIHSRQAQ) VR VKH DSSTADARY GRP 0IQ DV GHZ. LHDMRQKLSV RJIRAH/ DQG SRME®
RP WIRQVLQ | RUFH KIH.DURKLHY EHFRP H DSSDUHQAZ KHD DSSOLQ) SDMAQY

8 VLQJ ) RUFH + LH.DURKLHV | RU 3 DWHLR $ SSQFDARQ

, QWIVVHRRY ZHZ L@H SRHWHSRWEBIXVHR WHQHZ SDMAQ UBIRHBARQ LQ\HBRAQ)
SDMAQVVKRXIK D IDHWYG  GHYIMQ) VWH DURKWRMH R D FDORHOMU

&DWH6WG 2 YHNLHZ

$ VSDUAR WLVURFDUAK DFDHWYG. Z DVFRQGXAMG DAO WL HEZ RNVVR UHH DP LQH\HYH.DO
GHLIQ WKHY FRQAHLQLQ) D FD@FHQMU SLRMAW DV RAIGHS LQ M WP GRAXP HOIARY

$ FDOFHMULY D GWMEXWG K WP LQMOGHG VR SURYIGH DQ HHAMYHZD R FRQQHW
LQ) FXWRP HY VR VHLYLEH |, WP XWWKSSRIWKH GMMEXVRY R LGFRP 1Q) FDTY VR GoHHQV
VHYLEHY RUVKSSRUADI HQV > @& DIDFHIMU GHVLI Q LOYRYHY WKH LQMDPARQ R \HYH.DOFRP SR
Q-ON BRHD FRXSBG 7 KHH FRP SROHOV XKD FRRSH.DM LQ D KHMRIHIHRXY AMMEXWMG
HOYLLRQP HQW 7 KLY RoHY WHRSVRQ R H DP LQQJ D GRP DIQ Z KHH DSSTFADARQVP D AKDQIH
LQ QXP EHUR X\HY SORP V DQG ARP SRHQV & RQHIXHQAD \FDDELDN DQG SHIRP DQFH
DUH HP SKDM] HG

7 KH DSSTFDWRY GRP DLQ WWDWARIHSRGY VR FDDAHIMU GALIQ LV GMMEXWMS WX WP
GILIQ ZIWK HP SKDUY RQ LRWSRMYHHW JLYHD WH HP EHEGHG UHDOWP H CDMWH R \VWHH
DSSUDARY/> @ LIXWH \KRZ VDJIHHDOUHSIHHIDARQR DFDTRHIMU 7 RDYRG\KIJHMQ)
D\SHAPF GMJIQ HBP HONVFRP P RQD 1RXQG LQ FDORHQMY \WKFK DV$ &' VDQG RU3% V> @
ZHHQRAH STAVD LQFOGHS LQ WKLY GHBLIRRY

& DDFHIMIM WP GRAXP HODARQ FRQLQV D SWHIP LQDY YIHZ R VIKH AP DURKLME
WIH , WDOR LOFOGHY D G-hQURQ R WKH I XQRARDOUHTXLUHP HQAV' DV Z HIDDV \HYH.DOGHLIQ
DKHY LOYROYHS LQ WWHU DRKUHYHP HQW 7 KH IXQRARQDOWHTXILHP HQV DEGAHAHG B\ VKH FDD
AHQMU SURMPADUH WH | RTBZ LQJ
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poe™

) LU $ EDUF VWXRXUHIRUD FDORHQMIDSSTADARQY DADSWG ILRP > @

A &RP SXVHJ7 HDSKRQ , QI LDVRY , WSLRIGH/AQNVIURP WIBBKRQ \Z WRKH/ 3% V
VR FXWRP HJ DSSQEDARQYY

A $ JHOMS XVRP DARQ , WRoHY UHDOWP H WIDAMAEY LQ RUP DARQ VR WH DIHQARQ VIKH FXU
UHQAVAD® RQ KLY KHJ FXUHQAVSHIRUP DQRH DQG JLYHY WWH DIHQAV HDX - DFFAW VR QMDA
Z VK VKH FDORHQMU XSHYLRUDQG RIKHU DIHQWV

A QUHTRI HOWVG RXVIQD , WSURYLGHY FXWRP 1] CE®! LRAWQ) R FDEY EDVHG RQ FDTBU LOBXW
DQG WP YDOHY

) RUWKH SXUSRHR WHADHWXG.  ZH Z LEXIP MWKH DQDOMY VR VIKH pUXWE R IXQRARGDO
UHTXWWHP HQVE\ DEGLHMQI VIKUHH GRUIQ MWKHY DV | RTBRZ V

A 2 YHDO®M WP DURKLWRVLH 7 KLY GRMIQ DAKXH G-hQHY WH SUP DU \AKRXUH DQG
HVZEQKH/VKH EDVY | RUFRQMGHIQ) VKH I XQPARGDOUHTXLUHP QW LQYROYHG LQ VKH SURMRW
DV RAAICHG DERYH

A &RP SXWHU 7 HBSKRQ , QI LDARQ 7 KLY MKH L FRQAH.QHG Z IMK WH pUAMXQPARDO
UHTXWUHP HQWV: H Z LOQAVRXW VE R DOMLDAVHY R GRLIQ WSIFD® 1RXQG LQ FDDAHIMU
DURKIWRAUHY 8 MQJ & RP SXYWU7 HBSKRQ , QMILDARD &7, YV ) @K DQG' LDOQMIWD
WRQ LH SWRYIAQI VKH\DP H RAMHADOWHYIFHVE. FRQJIXUQ) WIBBKRQ \Z WKHY



A $ JHOWWIMRQ DSSQFDIRQ WUXFWUH 7 KLY KEMPMOQYRYHY WH VHFRQG IXQPARDO
UHTXLUHP HOAE\ GHHQQJ WHVAKPMKUHVKDAVXSSRUVVWHLP SBP HOMARQ R DIHQAWDARD
DSSUDARY/

2 XVRQLQJ VIKH 3 DAVIALR 6 HBFVIRQ 3 LRFHW

: HDIRADWVKHLP SCAMG VIS BYHOCRQ I XQRARCDOHTXLLHP HOW DQG LHIVMG URRXURHYZ LK
HORK GHMIQ IMXH $ V VHIH DUH QR KDUG DQG | DWVIXIGHIGHY RQ KRZ. VR JR DERXWH WDRAGQ)
VKHIRIAVIURP VKH UHTXLUHP HOV IWZ LQDEH RWAQ FOMHUVRR WEBAE\ LGHQAI LQJ VIKH URRXURH
FROWMDIQN HJ IHSXFHHRWRADYHP RH DG VWHRWHVRS GYHOQRQ | XQRARQDOHTXULH
P HQV VIKDAZ LG@EH DoHAMG 7 KH URXOAQ) |RUAHY GHp QH VKH FRQM W RUVHBRAQ) SDMALDY

7 KXV EDWHG XSRQ WH [P SDAMG |RUAHY DQG LRRXURY LGHDAPHS |RU FDRK GALIQ IMKH
Z H\HPRADSSULE®! SDMALQY EDVHG RQ KRZ FRHD WH P DK WH IRIFHY/ 7 KLY 2ERMpW
DSSURDRK LV XU SHIRWP HG B\ WFDQQLQ) WWH IRV IHROHG B\ HOFK SDAMLD

2 QFH DISDMAQV KDYH EHHQ \HBRMG WKH  FDQ EH LGFRUSR DIMG LQ/R WH PXUHOAGALIQ
( [ AFBWIRU \P DODGHWLIQV KDVGHLIGHY FDQ WADP DQDIH LQ WHU KHDGV Z H WKRX@ GHHJ
LOARSRIDAQ) SDMAQY XQAOD@UHNXULHP HOV KDYH EHHQ FRMGHHS 7 KH UDIRQ @V 1Q WH
JHOHDAYH QDAHR SDMAQY Z HKDYH VIR HUXUH WWDWZ H SIRAHHS LQ VKH DSSURSUDWM RUGHU
R CEVADRR) P SOHG B\ WWH FRQQHPAYH KBV

$ GGUHWQI VKH 3 DIVIHLR 6 HHFVIRQ

QUDD  SDAMOY GREXP HOMG 1O > @> @> @DOG > @2 HH LGHOAPHS DV SRMOADD
DSSQFDE®! VR GMMEXWG DQG HP EHEGHG UHDOMP H\ WP GRLIQ 8 QI VKH EDVH IRUPH KL
HDUAK\ ZHGHYHBSHS IRUGMMEXWG U VAWMP GRLIQ WHEHMRD  ZHGHIYHG VIKH IRUH
KIHDURKLHY |RUVKHAH SDMADY 6HPARD  FRQIQV VWH GRFUSWRQ R VIKHVH SDAMLDY DRQJ
Z M WWHU IRIFH KIHDUKLY  DAGHS VR HYHY SDMALD GHAUSMR) DV D Q7 VHRD 1) 5
EDVHG USSLRHBARY

2 YH.D@M WP DUKIVARVXULH 7 KHpUMGHLIQ GHRAMRQ Z HZ LOFRMGHILY VKHI RTBZ 1QJ
B6KRX@ WH I XQAARQDOW R WH FDEAHIMU EH SURVLGHG RQ WH 6Z WK RULQ $ GXQRAGHUYHLY

) LIXUH  \WKRZ VWWH DVSHAW FROFHLQLQ) WLV MKH DV Z HIDDV LQYRIYHG UMRXUAHY DQG QRO
I XQRARQDOUHTXLUHP HOV

) URP VIKH SDMALQ FDVEER) ViH ERMWFKRIEH \HH-P VVRR EHVKH O LFURNHLQHDSDWALD  DV/\KJ
JHAMG B\ VWHFRQM VR VKH I XQRPARQDOLMKH FRMGHHG  DVZ HIDV IW HP SKDVY RQ \WFDDELO
W ) LUXH  \KRZVIWARIRSRGQ [RFHKIHDUK



Call Center = System definition

Design issues/ Resources NFRs

Functional Requirements
Overall system architecture

Adjunct vs. All in one =*Time {response time) |*Performance (-)
some communication | =Scalability (+)

Adjunct: It provides suppart for overhead and

existing and future PBXs. The switch | coordination tasks

ACD and agent log on would take might be added (-)

advantage of.
=|nteroperability (+)
Allin one: All the functionality is Support for future
directly programmed in the switch. incorporations of
PEXs is required

)L &RMGHIQ) VKHRYH.DOM WP DURKIWRMUH

$ FRHDOMLDAYHVRWHO LFURNHOHOSDAMMLO LVWH, QALHAARY %4QAQ) SDMAD> @LW
IRFHKIHDUAR IV\KRZQIQ) LIXWKH  6HAMRY D SDMALQ VKDAHP SKDV] H/P DIQLCDELON
DQG LV ARGAHLGHG Z WK MYYXDARQY Z KHQ D SUHIP LD WWKRMUH KDV DRHDG, EHHQ FRQAHIYHG
+ RZHHJ VIKH P RWMP SRYBQASRQM RUVKH GHLIQ LWKH DEAHAHG KHH LV KRZ VR SLRIGH
DQH FAHIMXSSRWRUDGAQ) FRP SROHV 7 KIVIVZ KDAKHO LFURNHLQHOSDMAQ DAGLHAAY
DV W IRUAH KIHDURKQ\ KLIKQIKW WP DIQD FRQAHL.QHG Z WK WWDOELOW DQG H AHQR  DQG
WY LV WHUDWRQ Z K\ ZHRKRH W

7 KHO LFURNHLOHOSDMALQ FSOUDAAY D P LQLP DOIXQPARCDOFRIHIURP H WIGHS | XQPARQDO
LW DQG FXWRP HUNSHAPF SDUV 7 KH P LERNHLGHDDOR VHLYHY/ DV D SDMRP 1RUSOJILQ) 1Q
WHHH WIMRQVDQG FRRUGELQDAQ) WWHUFRTERDARY ( 0 RYADQG WP HOUHWDGHS Ro DIDLOWY
\FDDELON KHHIQWHHHR DIBZ 1Q) XVVR DGG FRP SR-OMVRWKHW WP & ROHNXHOAD
SHJRP DQAHDQG AHWIIQ GHIUHR H AHR DIHWDGHS Ro DI DLOWAWADDELDN

& RP SXWAU7 HBSKRQ , QAIUDVMRQ 7 KHVHRQG GAJI Q WXH GVRXWH/ WHWDGH Ro V EH

\EHHD &RP S\WU7HBBKRQ , QMIDARY &7, DQG?) MWK DQG' DO LOMUWDARY \HH) LIXWH
IRUGHRIGYR VIV GRLIQ MXH

7 KHGHAMRQLVP DEHIQIDYRUR DQH WD GYHOR LQAUHAMRQ ERVE HHQ FDOPHIMUDSSTAD
WRQV DQG WH\Z WK WHHE\ P SURVQ) ViH P DLQMLCDEL@N DQG FDDELDN R VKH \ AP
Z KIOIVDIKWD JYIQ) XS RQ SHIRP DGFH 6LQRH VIKH FDEPHMU SURGXPACHHEY VR LQMIRSHIDM
Z IV D EURDG \SHRAKP R \Z IVAKHY [ XVXUH FKDQIHY VR VKH \Z LVRK. STDMRP \KRX@ QRAGQHF
HADU® Do HFAAVFDERHMU DSSTFDARYY 0 RApFDARQY \KRX@ EH SRME®! DV VKHU H HAW RQ
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RAKHJ FDDRHQMU FRP SROHOW DIHP LQIP 1 HG / INHZ MH FKDQIHY VR VWH CESTFDARQY \KRX@
CQRAGHHADUO® P SRH DAWR HIV VR VIKH \Z LVRK

$ IWU P DIKLQ) VKH QRQ I XQPARCDOWHTXLLHP HOV LHIDMG VR KLY IMKH Z MK WWH [RIAHY
DEGAHMG B WH , QALHARD %4QAQ) SDMD > @ WH W IRIAH KIHOAQ 1Q ) LIXUH
BHVRD VKLY SDMALD LHXOVLQ VKH?ERADW 1URP WKH SDMLDY FRQVLCHS LQ RXUFDE
7 KLV SDMAQ DOR SURP RIM/\WKH UIXVHR URRXUAY DA DSHRAAR  SKRQH VHLYLEHY

$ JHQADXVRP DARQ 7 KIVWP H Z HZ DQAVR GHYLVH VIKH DIHQAWEMRQ DSSTFDARD WKFMUH
6\ WP GREXP HQARY WM/ KDAMWKDVVR | RTBZ. \KH FOHQAMHYHUP RGHD:  HDOR Z DQAVR
FRMGHUVIKH QRQ I XQPARCDOWHTXLLHP HOV DWRADMG Z VK WKLY GRLIQ IMKH VHH) LIXUH
VR G-h GH D WUKPMUH WDMDWH H/ VP DAD UDVRQDE® G-IUH

+ HHWHSURIW LVILYHQVR WHWDQSDUHR.  LOQWP VR LQMRSHLELON  VKDADQ DIHON
WIMRQ DSSAFDARQ UHTXLUHVIQ QM DPAQY Z Vi RAKHUVRVE DLHFRP SRHQV HI - FOHQAMHUYHU

IQMIPIRY ' DD&RBAR) DIHMAWDARQ DSSTFDARY LQMDPMRY DQG\R IRWK  6FDDELON
IQWLP VR SURVAQ) \XSSRWRUP RHOSSTFDARYY LV DOR D UHTXILHP HQVEDWM\ LQJ VKHH

UHTXLLHP HQW [P S@HVJLYIQ) XS RQ SHIRWP DQFH

BLQPH WH % RNHU SDMAD > @ RIBZ V VIKH FOHOMHYHJ P RGHDDQG DEAHAAY WWH QRO
I XQRARQDOUHTXILHP HOAVUHIDAMG VR VKLY GRLIQ IMKH MIHXAOVVIKH?ERIAPW 1URP RXUSDMAQ
DER )UXH  IQ6HVMRY \KRZVIWFRIHRSRYAQ [RFHKIHDUK



Call Center — System Definition
Design issues/ Resources NFRs
Functional requirements
Call Control API for the application to
communicate with the switch (PBX). | =Scaling =Scalability (+)

CTl integration vs. ‘Flash and Dial” (applications and *Performance (-)
integration. platforms) (+)
=Time

CTI integration: (response) (-)

= Changesinthe PBX platforms ars
possible withawt affecting the
apphications.

= Changesin applications are possible
without affecfing ihe PEX platforns.

= Some degree of penalfy in performance
{Indirection)

Flash and Dial integration:

= Changes in the PBEX platforms will likely
hauve Impact on the way fhe applications
interact with the PBX {and vice versa)

)L &RMGHIQ WH& D& RQARDS 3, IRUMZ VK A DSSAFDMRY LQMDPARY

$ GGUHWMQI VKH 3 DAVIALQ $ SSAFDIRQ

0 LFLRNHUQHO , QWEQADARD R WKH 0 LFLRNHLOHDSDAMALD |RU VIKH FDODRHQMU LV \KRZ Q LQ
YLUXH W DSSTFDARY \XSSRA/ D IXQRARDOGMDII UHIDARQ LR VKUHH EDME HBP HQV
WH 0 LIFIRHQHD FRIMSRAQ) VR WH 3% \ZIVAK  DQ DAQPWRRP SRQHOV VR \IKSSRIW
DQ LQM.QDOCSSAFDARY DAGHE VRWH3 % \Z VK DQG D FRP SROHQWKDWKDQGBY | HDMUHAY
WK DV$ &' $XVRP DAF &0 IMMEXVRY VR SURYLGH \KSSRUM RU LOMIIHQMRMQ ,Q
VKLY FRQM W DQ DEAMRCDOFRP SROHOW $ GOBVWU  DSSHILY LQ VIKH UHXOAQ) WAKRXUH 7 KLY
FRP SROHOMY QRAVDEBG \ HVE\ DQ REMPW VLY LV I DO WSLEDOI RU DURKLWRMUDOSDMAQY
\KFK DVWWHO LFURNHLQHOSDAMALQ

, QGLLHAVIRQ %lQGLQI 7 KH, QALHMRY %4QAQ) SDMAD LOWIQADARY | RUVKH FDDRHIMJ
WVKRZQIQ) UXH ) RUWKH\ONH R FDDRHQWMU [P SOP HUARY VKLY SDMAQ LP SRHY
D ® HADMU P RY WH \Z WVAH/ DQG DOVKH SRMADOIXQRARQY VKDWFRP SUMH VIKH FDD
FHQMUDSSIFDARYY 7 KHURBIR ® HADWRU IVSM HZ B\ D &7, DEDSWU Z KIFK SURMGH/ WWH
VHUYLEHY UTXLUHG B\ &7, FOHQAVDSSTADARYY 7 KH , QALHARY %4QAQ) SDMALD DABZ V FDD
FHWU DURKLWRAUH VR SURVIGH WH FRH \Z WRKHY Z WK D FHWIZLQ GHIUFH R LQGHSHOGHH
Z VK URSHAWR FD@FHQMU DSSTFDARYY

7 KH FOHQMFRP SRQHOMOQ LY AKRXHP D EHp@G B\ WH' DD & RIBARU 7 KH' DD
& RBARULY WH FRP SRHOMHSRME®! IRJIDKHIQ) LQRP DARQ IR &7, FRP SROHOV



)L &RMGHIQ VWHDUKIWRANXHR DIHQAWDARY DSSTFDARY/

%URNHU 7 KH LOWBQADARY R VKH 960RNHU SDMAD IV \WKRZQ 1Q ) LIXUH 7 KLY SDAMMD
HNVZEQKHY D FTHAMHYHI WAKPXUH | RUVIKH DI HQAMWIDARQ DSSTADARYY |, Q DEAVIRD VR WL
|HDMUH DQ LOMP HADM FRP SRQHQWV Y4R\HJ LY GFDMEG LQ VIKH P LGG®IDQG VE R SR L/ RQH
IRUHDAK MGH R VIKH FOHQAWVHLYHU AKRMUH  CRADY GHBIDWAY | RU KDQGEI VH FOHOAMHYH
FROQHAARQY DQG P HADJHH FKDQIH

& ROVROGDQJ D YIHZ R VIKH FDEDFHQWU DURKWWAXUH  6R IDU ZH KDYH REVIIGHS D
VFSDLDM YIHZ R HOFK SDAMMLO LOWEQADARD ) LIXUH  \KRZ VWKH LRXOMQ) VAWKPXHR VKH
FDOFHQMU DSSTADARY DIVWU LQFARISRIDAQ) ViKH VIKUHH SDAMLOY LOR GRLIQ DQG LOMIUDAQ)
VKHU LOWEQADARQY | RUWKH FDDAHQMU

$ OMRXIK Z HWAMGR QRAKDYHLQ RIP DARQ DERXVWKH' DV & RBARUGHLIQIQ GHRIO ZH

P D DQARSDM VMDA LEIQMDPAZ VK WHVHYHUMGHR  DIHQAWIDARQ DSSAFDARYY , WDOR
UHP DLQV VR GHp CH VIKH AKPWIUH R VH' DV & RTBRVIRU DQG LW SRWME®! LOMIPARY Z VK VKH

DI HQANVIDARQ VHYHJ

&RP SDUQJ VKH URVXQV Z VK VWKH DRYKDOGHMIQ  $ JHHDOYIHZ R WH KLIK ®GYHO
DURKIWRAMUH GAARUSVWRQ SIRNGHG B WH M WP GAMJIQ GREXP HOMARQ WV \KRZ Q LQ) LIXWH

5 HIDUEQ) VIKH RMHDOM AP DURKIWWRMUH ViKH DRMDOGRLIQHUV GHAMRQ P STHY GDYLQ)
D P QP DOH SIRKMRQ R IXQPARDDNV 1Q WWH \Z WK DQG VR EXIQB RQ \FSDLDM | XQPARQY



)L 0 LARH.CHOSDMAD LONBQADARY | RUVKH FDERHMU

LQR RKHJ FRP SRHQV : H REVHYH VKDAWWH FRUH DQG WWH IXQPARQY KDYH EHHD \FSDUDMG
WWH \Z WK UFBURHOAQY WH FRH VH LIQMIIHQAWVURAGQ) DV DQ DANCRMXQRIRY 7 KXV
DEAMRDOVZ WRKHY [HDAURY DQG DSSAFDMRQY FDQ EH LOARSRIDMS LQ WWH IXWWH WP D,
DOR EH SRWE®! VR P DNH FKDQIHY LQ FDDAHIMU FRP SRQHOV 1Q IXQWP H 7 KLV FRIRP VR
WHO [FURNH.QHOP RG-OSUHARWG B\ VIKH SDIMAQ LOWEQADARD

$ VIRUFRP SXWUWBBKRY  LOMIUDARY ViH DRMDOGHLI GHUV GHRMRQ HOLOY WWH XVH R
D&7, FRP SROHQWV 7 KHP DIQ URSRMELON R KLY FRP SRCHW DV LV X\XDOI RU DSSTADARYY
EDHGRQ&7 , > @LVVR SURYIGHDQ LOMIDAHZ MK DVAAR \HYLFHV | RUFDORHMUDSSTFDARY
$ VIRUWHLQWEQADARY R ViKH, QALHAARY %4QAQ) SDMAD WL LOARGXAH/DQ LOMP HADM
@ HJEHE HHQ VIKH \Z WK DQG FDORHIMUDSSAFDARYY 7 KLY DOR LP SRV D FHYIIQ GHIUH
R DFAHBVIZE®! SHIRP DCRH GHIWDEDARY + RZ HYHJ WLV SHIDIV LV'SOLG Ro MQRH DV UHTXWLHG

FKDQIHVLQ \Z LVRKHY GR QRADD HAAFDERHQMU DSSTFDARYY DQG YIFH YHID

7 KH WP GRAXP HDARQ WA VMDAKHWAKPAUHR ViKH DI HOAWIDARQ DSSTFDARQ KDV
VR IRGZ \KH FRHOAMAYHUP RGHD , Q DAAVIRQ VR WKLY WY DOR HAWZEQKHS B\ WH GRLIQHV
GHAMRQ VKDAKHLOMDPARQ EH/E HHQ FOHQA DQG VHYHLYLY KDQGBIE VKURXIK 5 HP RMO HMRG
JQIRDARD 50, > @, WP DNHV SRAME®! WDNVDQ DIHQMMDARY FIHQANDSSIFDARY FOQ D
UHP RV FRP SRQHOAMQ D VHUYHJ DG VWDADQ DIHQAMMDARQ VHYHU DSSTFDARY P D DOR EHD
FOHOAR RMHUUP RMREMPFWV U QHHEHG

) ROVKHSDMAQIQWEQADARY WKHVXSSRUIAQ) WAKRMUH & THOAMGH3 U\ 98UR\HJ 6HYHU
MCH3 WK\ SURVIGH/ WWH GHMLHG \FDDELDV UHTXILHG |RUDIHQAMIARY DSSTFADARYY , WDOR
QVKDUIH/ DIHQAMDARQ CSSTFDARY ILRP LQFOXAQ) FRP S®f P HAKDQLWP V I RUHIDEQQ 1Q
WAFRQGHARY |, QWIVZD IKH % RNHUSDMALQ P DIRKH/ WHXVHR 50



)L, QAR %QAQ) SDMAQ LOWEQADARY | RUVKH FD@RHOMU

" HYIMQJ D 3 DR / DQIXDIH

. HFRX@ FRMGHJKRZ \WWH SURFHW DSSTHG VR FDDFHMU GALIQ P LIKWKHS XV HMZEDK
FHYZLQ IHIDARQWKLSV DP RQJ \RP H SDAWALQY ILRP RXUFDE®) : H KDYH \KFRHWLYHD DSSTHG
VKUHH SDAMALDY DQG GHIYHS D WAKRMUHVIKDAVDVAM DR FRQRUP VIR VKHEDME UHTXIUHP HOWV
HAVZEQKHS LOVWHW WP GRAXP HOARY 7 KLY BDGVXVVR VIKH FRQFOMRQ VKDAD LHDMRQKLS
H LMAVDP R WHO [FURNH.OHD WHAQAQ) |, QALLHARY DQG VKHYAR\HUSDIMAQ / INZ VH D
\HIXHOAHR SDAMALQ DSSTFDARYY KDV EHHQ HVEZEQKHG + HIPH Z HKDYH GHYHS D EDAINERH
| RUD FD@FHMU DURKLWIRAUH DQG Z H FDQ EXLEB RQ VKLY LMDOLQMIHDMRQKLS VR GHYIVH DQ
P 1L SDMAQ @QIXDIH \HH) LIXWH

$ OMRXIK VIKHUHDMRQWKLSVDP RQ) VIKHVHVIKUHH SDMALQVZ HHRXVEZEQWKHS DvD FROAHTXHIFH
R WKHU DSSTFADARY VR VKH FDHWXG.  DQG VKLY FROWAKMVIAY D ECANERGH | RUD GALIQ \RKHP H
EDVHG RQ VKHH SDMAQY ZH FRX@ DOR FRMGHU VER SRME®! SDKV VR LFR.SRIDM P RH

SDMAQV VR RXULQMIOP 1Q SDMAQ GQIXDIH

A 6HN RAWBRH HGV 1Q WH QHZ. SDMAQ UHSUHHIARY DQG DEGUHW VKHUVROMRY
A &RP SBWMRXUP L SDMAD GQIXDJHE DSSOLQ) RMHI SDMAQY GHHQHS LQ WH SDMAD
QMDXH

/ HAXV FRMGHWH pUMSRMELDN :  KHD DQDO] LQ) VKH IRIAH KIHDUAQ IRUVKHO LAR
NHLOHOSDWHALD D \XEMPAMKDAGHP DGV XUWKHJDMARD LV SROQMS RWE. RHR IWFDIP V
) XQPARDOGAMDIJUHIDARY P DNV KDUGHU VR NHS P DQDIHLDOFRQAROR WH Z KRB



)L %RHISDAMLY LONBQADARY | RUVKH FDORHMU

WRQ , Q RIMHJIZ RUBV \HYHDOKHMRIHHRXY FRP SROHOV Z RINQI VRIHMHUP LIKWFDXVH\RP H
Qr FXGAVIRJP DQDILQ) VWHUFRP P RQ WIDM

7 KWV LV D AXADODSHAWR  FDDRHQMU GRLIQ 7 KLY FRQMHIXHIFH R ViKH CSSTFDARQ R
WHO [FUR\H.QHOSDMAQ LVIP STAVD HWEEQKHS LQKHW WP GREXP HOARQ Z KHD WIDAQ)
WDWVIKH HOALH FROQAROR D FD@RHOMU FRQpIXUDARY DQG P DQDIHP HQAVP D EH GHD) HG
XQADVKH VHFRQG SKDWH R VKH SURMPMQ IDYRU R VKH VIP HVR P DINHAWVFRQVALIQN : H FDQ
DGALHA/WLYIMKXHE CSSOLQ) WH' HYIDARQ SDMAD> @VRFRMGHUKRZ VRNH-S DFRP SCFW
USIHHIMARQ R KHWIMR WHW WP DQG VKH %6DANERDUG SDMAD > @ @VIR GHMP LCH
KRZ VR HMZEQK D FRRECDARD P HKDQWP P RQ) WWH FRP SRQHOV 7 KH | CRAMKDAMEHH
VZ R SDMADV FDQ EH FRP ELQHG LQ VLY | DKLRQ VIR DEALHA MP LOUSUREGP V1V WIDMG 1Q > @

1 RZ. GWXV FRMGHIWHVHRQG SDIK |, Q > @MY WIDMG VIKDAKH LP SBP HODARQ R WH
IXQPARQDCFRP SRQHOWGHUYHS ILRP WHO LRLRNHLOHOSDAMALD FRX@S EHDGAIHAHG B\ DSSOLQ)
WKH/ D HY SDMAD ) RUWH SXUSRHR FDOAHMUGHLIQ WILVZ RXGS LP S® XMQJ WH/ D HY
DSSURDAK VR LP SBP HQMKHE&. 7 , FRP SRHOWGLQFHWMHE. 7, FRP SROHQAMHXOWG ILRP DSSO

1Q) WHIQAQ] , QALHARY SDMAD WKH/ D HY SDMAQ LV SOFHS DWUYAQAQ) , QALHARY
LQ RXUP L1 SDAMMLO @QIXDIH

&RMCHIQ) VKHHZ HORWEEQKHS IHDARQKLSV Z HFDQ LOFR SRIDM\KHHSDMLDY ' H
YIDARQ %DANERDUG DQG/ D HY VR RUGQIXDIH 7 KHURXOAQ) GQIXDIHIV\KRZ QLQ) LIXH

;. HP LIKWARQAQXHWR LOFR SRDMP RHSDMAQY Z KHKMHUBE FRMGHIQ) SUHYIRXV Z HD
HWEEQKHG IHDMRQKISV B\ pIXUQ) RAMDSHW VIKDAADGHHYHDMWARY DIWUDQDO] 1QJ
ViKH SDAMAQ | RIAH KIHDUKIHY  DQG VWH FRIWSRQAQ) VHPRARQ R P RHSDAMALQY



)L 6WKAXWHR VKH FDOFHQMU DSSTFDARQ DIWULQRR.SRUDAQ) SDMALDY LOR GALIQ

KDW& RX@ * R: WRQJ"

6RP HP HMRGRBILIFDOUWHMWPARQV R RXUDSSURDK DUIHDV IRBZ V

A HBHOGHIR RO GRMIQHUVH SHYMHZ KHQ VKHDSSMFOMRQ GRP DIQ I RUAHKIHDURK\ LVFRP
SRHG , WIQYRIYH/ VKH \HPRARQ R ViKH UHBYDQARUFHY DV'Z HIDV VKH DWRALDAMG URRXURH/
DQG WWHUFRUHSRIAQ) FROWMIDIQN DG WDGH RoV

A EBHOGHIR RQ GRMIQHUV MGIHP HAZ KHQ SDMAQY DUH\HBRMG

&ROAHYIQ) |RUAH KIHDUKLHY GHP DQGV RIRQ) UHp QHP HIAGXH VR WH I RTBZ LQJ UHDRQY

A $WHIUD GRVIQ WIIHY GRLIGHY P LIKWQRWVEH DE®! VR IGHOAIN DIDVKH SRME®! QRQ
I XQPARQDOUHTXLLHP HQWV LQYRYHS

A BIGQHYP D VIENHLQMR DARRXQAMHQRQ | XCPARCDOHTXILHP HQVP RWUHBYDQAVR LQMDO
WIJH/R GRJIQ , FRSRIDARY R WKH UHP DIQIQ) QRQ IXQPARQDOHTXILHP HQV Z RX@ EH
WH URXOWR [ XWKHU DQDOMY RQ WH GRLIQ SLRAHW



) LI $Q RHYEZ R WKH FDDRHQM WAKRXUH DAMDOGHMIQ  &RP SRQHOWV SDUADMD
DGGLHWHG LQ VH FDHWXG.  DUH\KDGHG

+ HIAH WHH LV QR SIHGHHQHE SLIRFHEXUH Z H FRX@ WIDM |RJ GHIMQ) DQ CEVROWM | RUAH
KIHDUAC\ 1RUD JLYHD DSSTFDARY GRP D0 | RUFHILQ GHALIQ SLRWRW

& ROFOXGLQI 5 HP DNV

$Q H SCAWUSIHHMARY R 1RUAHV LQYROHG LQ SDAMMLY DQG VKHU LOMIHIMRQKLISV LV D
NH DSHAMQ GHIMIQ) SDMAD @IXDIHY/ WP D GHMP LQH WH XQGHWEQAQ) R SDMAQY
LIQMFRQGHMRY 1Q D @QIXDIH DV ZHDDV VWH FRQHIXHIFHY P STHG 1Q WHU SUIRIUMMYH
DSSOFOMRQ VR DQ - SUREGP

3 DMLO USURHMDARY KHH SURSRHG GRY QRMUHSOFAH DR R VKH PXUHQASDAMLY US
URHODARYY , WL LOMOGHS VR FRP SBP HOMWKP B\ SURYIGIQ) SDMAD X\VHY Z MK D EHAMAU
XQGHIMEQAQ) R SDWMLQ [P STFDARQY DG FROHTXHIFHVIQWLP VR IRUIAVIQROHG |, QWMDY
WKLV DSSURDFK DR SURIGH/ D P HKDQWP |RJUHSURHRAR) KH\DP H MKHY IR LOQYRYHG
LQ WWHFRQM WR DQ DEGUHAHG SUREBP

, QWP VR SURILMAMYH U QHP HIADQG SRMEBILFRSRIDARQ R SDMAQY WWH CDXHR
VKH DSSURDRK SURHRIMG KHHSIRIGH/DZ D 1RUM AP DAE U QHP HOAR VIKH I RIFHKLHLDURK
R ERW DQ DSSTFDARY GRP DLQ DQG W DWRADME SDMAD \ROMRQY + HIFH ML SRME®I VR
FRXQARQ D FROUMMAS@MAR P IRURJRQ) UHhQHP HOAR SDAMMLQ GHRUSWRYY



) LI $ Q LAMDODMP SWWR GHYIVH D SDIMAQ @QIXDIH

)L  $ PDSR WHH WG-G P LQL SDMLO GQIXDIH SDMAQY DAGHS DIH\KDGHS

© MK VIKH \KSSRIWR WH Q7 DSSURDAK. WH ZD. \HYH.DOSDAMLDY DUH LQMULHDWG Z DV
GHMHG LQ VKH FDHWXG. 7 RIFHU Z VK SUHVIRXY NQRZ BGIH R RAMHJ LQMULHDMRQKLSV 1Q
QWMEXWG X WP GRLIQ D P LQL SDMAQ GQIXDIHZ DVARQFHYHE EDVHG RQ WHUHXO\R WWH
SDMAQ LOWEQADARQY LHXGAQ) [URP ViKH FDWH WXG.

3 RAHQUDOY%HQH W
6RP HEHHW R ViKH SURSRVHG CSSURCRK DUH DV IRTZ V

A 7R KDYH D SDMAD USIHHIMDARY WDAKLIKQIKW IR LRRXURHY DQG SDIMAD FROAL
EXVIRYY 7 KLY SURP RIMV XQGHIMEQAQ) R SDAMLDY DQG FRQMHIXHOAD WWH IHAOHR ERW
IGHDV1Q DAALHMQ) GHLIQ MKHY

A7 R AVARYHJ SDMAD LOMIHIDARQKLSY SURIGH/ WWH RSSRUXQW R FUDAQ) QHZ SDAMALD
OQUXDIH/ 7 KV RoHY XQIP WG SRMELDARY VIR VFOUAK DQG H SBWQMILDMG \RXVRYY/

A 7R\KSSRXQGWEQEAQ) R SDMALQY SRYEZELOA DAIRW DSSAEDARD GRP DIQV 6LQPHWKH
QRARQ R IRFHKIHDAK FRP SUMHY DSSTFDARY GRP DIV SDMAD FRQMEXMRQVP D EH
FRMGHHS XQGUQOHHWLEZ V 7 KLY KHSV SDMAQ SRYEZELON CALRW \HYH.DOFRQM W
DQG FRQHNXHIAD  UH\CELDW LV SURP RIMG



A 7KHXVHR WH1) 5 ) WP HZ RN KHSV GALIQHY P DNHIQRIP HGE GHRMRQV DQG DQARSDM

GALIQ MKXH/ | RUIXVXUH DSSTFDARQ UHBDH/
A 8\HYP D EHHIFRXUDIHG VR JHADRAYHD LQYRYHS LQ ViKH DQDOMY DQG GHLIQ SKDWHY B\

QY LQ) RQ SDMADY DQG SDMAD @QIXDIH/LQ D P RIHH SIRALYHZ D

) XWKWH " LLHAVIRQV
2 XUQH WWWBVP D EH RUIHQMG VRZ DGV WHH GUHRARQY

A 8 VHVIKHSURSRHE SDMALQ U-SUHHDARQ LQ SDAMLD DSSTEDARQ VR DQ DQ RURQ) SLRMAN
,WZ RX@ DOR DIBZ XV VR FRPLP W \XIMZELOW 1Q D GloHHIMARQM WOQG SURYLGH WKH
RSSRUXQW R IHHEEDAN DQG UHpQHP HQW

A QDP RHH WOMYHZ D, FRQAQKHVR FRMGHUVKHDDOMYR HOFK SDMAQ USLRHIMDARY
VR GHYIMH SRME®! FRHTXHIAH/ R SDMAD DSSTADARY ,Q WLV ZD WKH P LQL SDAMMD
OQXDIHFRMGHHS LQ VMHFDHWYG PD EHH WGHG



&DVDR) R 3 DALV

7 KLV VHARQ SUHHQWV D FRQGHOHE YHMRQ R D \HWR SDMAQV CSSTFDE®! VR AMMEXWWG
VWP GRLIQ |, Q RIGHJVR HOFRP SDW/ VKH HP EHBGHG UHDOWP H QDIXUH R VKH\XEMPAR VKH
FDHWYG  \RP HSDMAQVZ WK HP SKDUY RQ SHIRP DQFHZHHIQFOGG > @

70E®N  \KRZ V\WKH SDMAD QP H/ DQG WHUFRIHSRQAQ] \RXUAHR GRAXP HOIDARD

3 DWHIQ 6RXUFH R
QbP H GRFXP HOVMRQ
$ OMLDM 5 RV > @
YDDAHQ > @ @
YDIKLQ] > @ @
UWQAQ , QALHVR) > @
YMANERDUG >@> @
%dRNHU >@
&RXSaY > @
- HIDARQ > @ @
) DB DK > @
) L7 KIQIV) LW > @
Y®] 7IPH > @
/ DOHY >@
0 IFR\HOHD > @
6GEHJ&\ FIF ) XQRARQM > @

7DE®! 3 DMAQY FROMIGQHS 1Q WH DR DG VRHUFRIASRQAQ) \RXUH



$ QHIODVAS RXVIAV 7 KLY SDMAQ\SUHDGY WHGHP DG I RUKLIK XMIHREMRV\SDADD  VKDW

1V VR GoHHIVREMPAV RUGFDARYY 7 KH GHAMUAKEMY VIR UHEXFH FROMARQ GHD) V IRUWKH
REMAW

3WREGP 7KLV SUREGP RAFXW/ IHIXHAD LQ GDIZEDH M WP VZ KHQ P DQ. SLRAHAHY
QHHG H FOMYH DFFHW VR VKH \DP H SK\ MFDOGADARYY XKD VR H HRXVM DQ XSCDM @ KHD
P DQ SURFHIAY P XWAKDYH DFFHW VIR VWH\DP H SK\ MFDOBRFDARY VIKH UHTXHIAV P XWAWHLIDT H
FDXMQJ GHD) VIRJZ DMQJ SURFHAHY

7 KLV SURE®GP DOR KDSSHQV Z KHD VHYH.DOSURFHAHY P XWWFRR.ECQDM Z MK D MQI®! FRQ
FXUHOASURAHW

BROMRQ 7 KHVROMRQ |RUVIKLY SUREBP LV VR p QG DQ DOM.QDMA URXWMA | RUVKH SURFHWMQJ
7 KHH DUH \HYH.DOWADWI LEY | RUp QELQJ . DOMLODW URXVAY

, Q VWH GDEEDVH DAFHW MW DARQ ZHCHHGVWRpQGDZD |RUWHCFRHAH/ VR IR VR GoHHINV

SK\ MFDOGDARY ' HSHUAQ) RQ WH QDXUHR WH SUREGP  WKHH DUH \RP H \ROMRQY VR
DGGLHW VKLY MWIDARQ \KFK DV KDKLQ) DORIMP V D GoHHIVNA  DALIQP HOAMADAD
DFFHWIQ) Qo HHIAVZE®W DV VIKH XSCDWA/DIHH HIXWG DQG \R |RWA

$ Q DOMLODM LR\ VROMRQ |RU VWH SURFHW FRRUGLQDARY SLREGP  ZRX@ EH VR KDYH
P XOMS®I GRZ QWP SUIRFHWHY HDAK RGH XSCDWQ) IWRZ Q UHILRQ R VKH GDVEEDH

7 KRH\ROMRQV\SUHDG VKH BROG \SDADE E\ URXVAQJ GDVZEDVH DAFHWHY VR Glo HHQADUHDY
R VKH GD/ZEDH DQG IRAQ) SURFHAMQI VIV VR o HHWSURAHWHY  FRRUG.QDARD SUREGP

1) 5 EDVHG UHSUHVHQVEMRQ 7 KUHH QRQ IXQRARQDOWHTXLLHP HQV DUH LP STHG 1Q WKLY
VFOMRYQ 7 KLY SDMLQ WDGH/Ro HORW 1Q GHHQQI VKHVADAD\ 1RUNSUDAQ) WHEDG Z WK
SHIRWP DQFH URSROUYHHN DQG VDOEION ) LIXUH  \KRZV WH IRIFH KIHDURK\ 1RUWH

$ OMLODM 5 RXVM SDMALD



)L ) RAHKIHDUAK IRUWHS OMODM S5 RXVA SDMAQ

%DDMQFLQI 7 KLY SDAMMLY LV FROFH.OHS Z VK WWH UHP RDOR ERMBIHAWVRHE! RGHXQACDD
UHRXURHY DUH HNXD® FROMADLIGHG

3REGP  $WKP HWDAZ H Z DOMR LQRUHDVH WMH\SHHS Z MK Z KIEK ZH WRH GD RQ D
VESH GUYH DMIFKHS VR D FRP SYWUWKLRXIK DQ, 2 EXV 7 KHWUHHFRP SROHQV Do HAAQ) KH
\SHGDHWHE&38 WH, 2 EXV DQG\VKHVISHGUYHZ UMP HKDQMWP 0 HDWUHP HQVP D
\KRZ \WDAH\BZ BIFRP SROHOMOQ WHW AP LV WHVESHGUYH 7 KHD QRP DMAUKRZ 1DWV
WH&38 RUWH, 2 EXVLY X WHP SHIRWP DGFH Z LOCRMP SURYH XQBW VKH VZSH GUYHV
SHJRP DQFHGERV

6XSSRHZHQRZ UBOAH WHGUYHZ MK D IDWMURQH 7KHQ ZHP D pQG WDWMKH, 2
EXVIVVRRVBZ VR P DK WWHWEHGUYH 7 KXV ZHKDHD Q-2 ERMBEHIN WH, 2 EXV ,Q

R.GHJVR UP RYHWH QHZ ERMBHN DQG JHAD EDDQRHG M WP Z H P XWWFRQMGH DQRMHU
DSSURDK

BROMVIRQ 7 KH ERMBHN GHYLEH LV WH RQH Z VK. WH KLIKHWAXW) DARQ 7 KLV 1V WH
GHYLFH VKDATP W ViH \FDDELDW

,Q JHGHIDO VKLY \ROMRQ LP STHY LGHAN Q) VKH FRP SROHQMKDVZ LAVDXUDA pUXY , W
L\ VKH URVRXURH Z LMK VKH KLIKHWAGHP DQG % SUIRTUBALYHD LGHOW LQJ DQG HIP LCDAQ) ERW



VBQHAY D EDDGRH LV UDKHG , WRAFXWY Z KHQ DEDURRXURHY DUH HTXD® FROMADIQHS DQG
SHJRUP DQRH JROXY DUH DFKLHYHG

6HYH.DOCSSURDAKHY FOQ EH IRTZHG AKDQILQ) WH \RVEDIH XMQJ D IDWMU GYIFH RU
DEAQ) P RHGHIF ) RUWHH DP S®I ZHP XWMP SIRHWH, 2 EXVVR P DRK VIKH GUYH
\SHG SHKCBVE XMQ) D GoHHN, 2 EXVWKQRRI\ 7 KLY SIRAHN FROAQXH/ XQAOZ H
P HAMMH SHIRUP DQRHVELIHARJUKQ RAAR LHRXUAHY ,GD® WH, 2 EXV GUYH DQG&38
Z LOMP XOBQHRA\O® UDFK WHUP O LlP XP SHIJRP DQFH \R VKDMMH\X AP LV EDDQRHG

1)5 EDVWG USUIHVHVIMRQ ) UXWH  \KRZVWH IRFHKIHDUAK | |RJWH YDDCHQ)

SDMAD 2 EVHUHWDWAHH HRARQH AR VXQEHAGHS 7 KLYV QRAFBDU\ HADQG G-BHIGY
RQ \SHApF [P SGP HAMARY

)L ) RAHKIHDUK 1RUWHYODGAQ) SDMAD



%DVIKLQ) 7 KLYV SDMALD FRP ELCH/ | UHTXHIWUHTXHAV [RU VHLYLFH VR \DYH WH RYHKHDG R
QWD DARQ WDQWP MIRQ DQG WP LODAWRQ SLRFAHAIQ | RUVIKH UHTXHWV

3WREGP 7 KH SUREGP RAXW ZKHD UHIXHWMG VMY UHTXILH FROUGHDE® RAHKHDG
SURFHMQJ |RULQMDT DARY WP LQDARY DQG LQ GMMEXWG M WP GRLIQ IRIDQP MAQY
DV DQG LHTXHIV ) RUYHY TUHTXHQADNY VKHDP RXQAR VAP H\VSHRALQ RYHKHDG SURFHMQ
PD H FHHG VKH P RXQAR UHDOSURFHMQ) RQ VKH WX WP

BROMRQ 7 KH\VROMRD VR KLY SIREGP LV VIR FRP ELCH WKH UHTXHWV LOR EDRKHV \R WWH
RYHKHDG SLIRAHMQ VH HRXWG RQPH I RUVKHHQALHEDVRK LOWMDG R 1 RUHDAK LQGLYLGXDAHP

YDRKLQ) FDQ EH SHIRP HG B\ VWH VHOGHU RUKH UHFHYHU R VIH LHTXBAV : IWK VHOGHD
MCH YDRKLQ) ViH VHOGHU FRTIBAW UHIXHWV DQG |RZ DUBV VKH FRIBPIRY LQ RHEDWK @ WK
VFOHUMCHYDWKLQ) VKH UHFHYHUFRTRW UHTXHWDQG Z KHQ D EDWK LV UHFHYHS EHILQVVKH
SURFHMQJ IRUDDR WWHP

7 KHYDWKLQ) SDMAD P LQP 1] H/ WKH SLRGXPWR ViKH SLRFHMQ) P HY WKH ILHIXHR. R
UHTXHW %DIRKLQ) GR VKW P RH ZRWIN SHJH HFRXMRY EXWUHSXRH/ WH IUHTXHR R
H HHMRQ WKHHE\ \ IHTEQJ D \P DABUSURGXPW WDQ LQGLYLGXDOUHTIXHANV

1) 5 EDVHG UHSUHVHQVEMRQ 7 KLV SDMAQ WDGHY Ro HhRW 1Q GRMIQQI DG GHHD

RSIQ) ViKH EDVRKHU Z WK SHIRUP DQFH IMSRUYHOHN DQG VFDDELDNV. ) IXWH  \KRZ V\WWH
FRIHGROEQ) IRIHKIHDAQ |RUMWHYDRKIQ) SDMAD

) LI ) RAIHKIHDUAK  |RUWMH YDVWKLQ) SDMAD



%LOGLQI , QGLLHAVIRQ 7 KLV SDMALD KDQEBY WXDARYY LQ Z KIFK \HYH.DOFRP SRHQVP D
FKDQIH WHU GFDARQ

3 WREGP 6XSSRHZHKDYHDIUHYG - RKQ' RH Z KRIUHTXHAD FKDQIH/H P DLCDGEHKAY
DV KH P RH/ ILRP RQH , QMLOHWVSURYLGHU VIR DCRAHU + HOFH NHHBLQ) 1O VIRKK Z WK - R<Q
USLHHQV D SIREGP  EHFDXVH Z KHOHYHUZ HZ QAR VHOG KLP DQ HP DLOZ HKDYH VR pQG KLY
FXUHQADGGEHY

BROVIRQ $ X\ WP FDQ EH GRAUEHS DAMAYHDOBYHY R DEVALPARD 7 KH JU-DWMU WH
GYHOR CEVADPARD WKH P RH WH JHHDDW R VWH GARUSWRY + RZHYHJ DMRP H SRQW
ZHQHG VR JR IURP \WH JHCHIDOVR IKH \SHApF 7 KLV LV FD@BG ELQAQ) DQ LOWBGHRH VR DQ
DEVALPARQ

| ZHWRH WHWDQUARY ILRP DQ DEVALFRQ VR IW FXUHQMOQWEGRH LQ D Z HONQRZ Q
GFDARD WKHW WP FDQ XVH VKLY LI RIP DARQ VIR DXVIRP DAFD® GHH HHPH WWH DEVALPARQ
7 KV LV FDOG LQALHMRY

© HFRX@ \DYH \RP HWRXE®! I ZH KDG DQ DIDV IRJ-RKQ WD ?MIRH  DQG XSADWG DQ
DIDV p®i Z KHHYHJ - RKQV DEAHW FKDQIHG 7 KXV ZH ERXQG DQ DIDV VR WH FXUHAHP DO
DEGLHW IRU- RKQ' RH , QALLHAMRY DABZ V XV VR DZ D V VHOG P DLOVR ?NERH DV VKH \X WP
VDQUIMA/ VIKLY DXVIRP DAFDED VR WWH FXULHAH P DIODGGRLHY

, QALHARQ DIBZ VXVVR G OP LFD® DARADMIQWEGRHYZ VK DEVADPARQVE, P RA\ LQJ
VKH WDQUDWMRQ WRUHG LQ D Z HONGRZ Q GFDARQ

1) 5 EDVHG UHSSURVHOIMRQ ) LUUXH  \KRZVVKKH FRURSRYAQ) IRAHKIHDUA\ 1RJ
WHYAQAQ) , QAULHAIRY SDMAD



)L ) RAHKHDAK IRUWHIQAQ) , QALHARY SDMAD

%@ANERDUG $ \HAR DIHQV \SHADT HG LQ SHIRP LQ) Ao HHIMBAY LV LOMXGHS VR SHJ
IRPP D SDUEXGU\KEVDWN R DQ RAHDOVWN 7 KLY SDMALD SLRIGH D P HDQV IKDARKXSSRIV
P RQVRUQ) DQG EXLEQ) RQ P XWWDOSWRILHA

3WREGP $JHQV QHHG VR FRIERDM VR SHIRP FRP SB] VMW VKDAH WG EH RG
WHULQGLYIGXDOFDSDELOMRY $ Z D VIR HIDE®I FRIDERIDARQ LV VR KDUG Z LUHVIKH UHDMRQKLSV
EHEHD DIHQV + RZHYHJ WLV LV Gr FXOWR DRKLHYH UL ViKH GFDWRQV R ViH FREDERIDAGQY)
DIHQV DIH CGRWp[ H5 \RP' H DIHQW KDYH QGRWVEHHD FUHDWAG DAWKH P H DQ DIHQVZ DO VR
LQMIPAZ MK VKHP RULL DIHQW DUH P RELG

7 KH FRREDARY SIRRFROGHHEHG |RU DIHQAFRIER DARY FDQ EH H SUIHAHG XMQI VKH
GV DFFHW P HKDQWP VR WWH FRRIEICDARY P HAXP 7 KDWP HDQV VKDMKH FRRUECDARD
®ILF LV HP EHEGHG LQR WWH DIHQV $ OKRXIK D GJILFDOVFSDUDARY EHE HHQ DORUVKP LF DQG
FRRECDARY MKH/ Z RX@ SLRIGHP RHgH LELOV WWHFRWAR DP RHFRP SO FRRECDARD

PHIXP LV FRMGHHE VAR KUK . HBLQ) WKH LQMIDAH VR WKH FRRIGCDARY P HAXP \P DD
DIBZ VV IHQV VIR EH HDM®  SRIMG VR XVH DQRAHU FRRUG.CDARQ P HALXP

+ HFH WHSUREGP VR \ROH LV KRZ VR HQXWH WH FRKBMRQ R D JLYHQ VMAR \SHADM H5
DIHW XQEGHJWH |RIAHY GAAUEHS DERYH

6ROMRQ 7 KHVROMRQ LQYRYH/ D EGANERDLG VR Z KUK DIHQAV FDQ DAG GDVD DQG Z KIFK
DABZ VWHP VR KEVRUEH | RUGDVD FKDQIHY LQ VWHUDUHD R LQAMURWV'S$ JHQWV FDQ DOR XSCDM



GV DQG HDHIMURP VKH EGRNERDLG 7 KH DIHQV FRAQXD® P RQVIRUVKH EGRNERDLG |IRU
FKDQIHY/ DQG MJIQDOZ KHQ WH  Z DQAWR DAG HDWH RUXSCDM GOV

KHQ P XGMS® DIHIV Z DOMR URSRYG VR D FKDQIH D VKSHYLMRU DIHQVGHAGHY Z KIFK
\SHADOMVDIHQAVP D P DNH D P RApADARY VR WWH EGRNERDLG 7 KH \KSHYMWRU DIHQWVDOR
GHAGH/ Z KHD WWH WM R VKH EQNERDUG KDV \Kr AHQAD SURIUHAHG DQG D VROMIRD VR VKH
FRP SBf VIWN KDV EHHD IRXQG 7 KH \KSHYMRURQD DRW DV D WAKHEX®U | RUVIKH \SHADDWV
GHAAQ) Z KHY DQG Z KHAKHUVR GWD \SHADDWWP RAI\ \WHEGANERDG , WGRHY QRA CAOVIDM
WKHUIQMDPARQ Z MK HDAK RIKHJ

1) 5 EDVHG USUVHDARQ ) LUXWH  \KRZ VWKHIRIFHKIHDUAQ |RUVKH Y%(DANERDUG
SDMAD

) I ) RIHKIHDUAK  1RUVKH Y%6DANERDUG SDMAD



%URNHU 7 KLY SDAMAD LV FROFHLOHG Z I VKH WAKAXMUQ) R GMMEXVMG \RVE DUH \X WP
Z WK GHFRXS®G FRP SRHOV WDMQMIRAE.  UHP RA VHLYLFH LOYRFDARQY

3WREGP % SDUAMMRAQ) IXQPARCDON LQ/RIQGHSHIGHIARRP SROHQVDM WP EHFRP H/
SRMOADD GMMEXWG DQG VFDDE®! + RZ HYHU Z KHD AMMEXWG FRP SRHOWV FRP P XQFDM
Z W HOFK RMHU \RP HP HDQVR LOMUSIRAAW FRP P XQFDARQ DIH LHTXILHG |, | ARP SRQHQV
KDQGBIFRP P XQFDARQ WP \HYH/ VKH UHXEAQ) AP 1 DR VHYHIDOG-BHOGHOAHY DG QP

IVIDARQY

6HYLIFHVIRUDGAQ) UP RIQ) H AKDQILQ) DRAYDARQ) DQG GFDAQ) FRP SRQHQV DIHDOR
QHEG $ SSTFDARYY VKDWXVH VIKHVH VALYLEHY VKRX@ CRAVGHBHIG RQ M WP \SHApF GHLY

VR IXDDQAMH SRYEELON DQG LOMRSHIELON  HYHD Z IMKLQ D KHMRIHHRXV GHEZ RN

6 ROKVIRQ , QARGXAH D ELRNHU ARP SRCHQWR DRKIHYH ERAMAU GHRXS@Q) R FIHOW DOG
VHYHY 6HOYHY UMM WHP VFOHY Z IWK WH EURNHU DQG P DNH WWHU \VHUYIEHY DYDIDEM®

WURXIK P HKRG LOMIDR & THONV DFFHW WH IXCQRARCDOV R VHIYHY B VHAQT LHTXHW
YID WWH EIRNHU $ ELRNHUV VMV LGRXCGH GADAQ) WWH DSSURSUDM \HYH) IRZ DUEQ) WH

UHTXHWAWR VKH VHYHU DQG WDQWP MAQJ URK®V DG H AHBVRQY ECAN VR WWH FOHQW

% XMQJ VKH %URNHU SDMMLD DQ DSSTADARY P D KDYH DFFHW VR GMMEXWMG \HYEH/
VP SO B\ VHYAQ) P HAWDIH FDT@Y VR VKH DSSURSUDM REMPW LQWMDG R IRFXMQI RQ BZ BYHD
LM SURFHWFRP P XQFDARY , Q DEAMRY VKHYERNHUDUFKIWRMUHLYgH LEG! LQWKDAMDIBZ V

G TP IF FKDQIH DEAMRY GHPURY DQG IHRFADARQ R REMFAW

7 KHY4RNHU SDIMALQ UHEXRHY WWH FRP SO LW LQYRIYHS LQ GHYHBSIQ) GMMEXWMG CSSTFD
VRQV EHFDXVH IMP DNHY GMMEXVIRQ WDQUSDUHWR VKH GHYHBSHJ

1)5 EDWG USUIHVHMMRQ ) UXWH  WKRZV WH IRIFH KIHDURK  FRUIHRSRAQ] VR
ViKH Y4URNHJ SDAMALD



)L ) RAHKIHDUK |RJVIKH % RNHUSDMAQ

&RXS@Q] 7 KHE&RXSMQ SDMAQ LY FROFH.OHS Z MK VWWHHIP LCDARQ R [ UHNXHAHIXHAVIRU
\P DOCP RXQAR LQRP DARD

3 REGP  &RMGHIDQWMEXWS DSSTFDARQWDWKVA/D 2EDAN HOG  IHIDARCDOGDWEDH
$ ZD VR SURIGH DQ REMPARIHIMG LOMUIDPH VR VKLY GDVZEDVH LV VR XVH D FIW/ VR UHSURHQWY
HOFK VZE® ( DK DAMEXWMLOQ WWHVEE®I KDV FRIMSRUAQ) DFFFRRUIXQAARYY HI  JHA DG
\HA RSHDARYY LQ FDW LQMUIDAH 7 KXV VKH FIW \MAKRMUH P LLLRY ViKH SK\ IFDOGDVZEDH
\FKHP D

+ RZHYHJ Y DSSURDFK P D ®DG VR \RP H SHIRP DQFH SUREBP V W DQ REMPAMRU
HORK VEEG! \WH LOMIDPARQ EHZ HHD WDADSSTFDARY DQG WH GDVEEDH LV pQHIWDIQHS DG
WHHRH 1UHTXHQWV, | WWH GDEDVH LY RQ D GoHHIAQRGH VKLY JHHIDWAY D @UIH QXP EHUR
LHNXHW HOFK |RUD UHDAWYHD \P DODP RXQAR DD 7 KHVH UHP RA LHTXHIW DIHH SHOMYH
GWAQ) ERMK SHIR.P DQRH DQG \FDDELON 6LQRHDQ. FKDQIH VIR VIKH GDEEDVHWKHP DP D
KDYH DQ [P SDRWRQ VKH FIDW AKPXUH iKY DSSURCFK DOR DoHAW QHIDAYHD VKH WX WP

P DQMQCELDN

BROMRQ 7 KH VROMRQ LV VR XVH P RIH FROUH JUWDICHS REMPW VR HIP LQDWA | UHTXHQV
UHTXHIR WP DICP RXQV R LQRP DARY 7 KHH ARDUH JUDGHS REMPW DUH DIJUHIDARQV R
VKH pGQH IUDLOHG REMPV VKDWP LLLRUVKH GDZEDVH\FKHP D



+ RZ VR FRQUMXPANAHDIJUHIDARY' 7 KIVIVGHMP LQHGE\ WWKHDFRHW SDMALQVI RUWHGDVD
" DVD VKDWDLH I UHTXHQAD DFFHWHG DAWKH \CP HWP H \VKRX@S EH JURXSHG LQ/R DQ DIJUHIDARD

7 KH &RXSQQ SDMAQ LGHRAPHY LOMUIDRHY VKDIMKRX@ EH WP QQHS DG FRP ELQH/
LQRUP DARQ @\HD VR EHQHHGEHE VRIHHU , WDOR P LQIP 1] H/VKHVRVEOSURAHAQ) LHTXILHG IR
VKH LQMUICFH

1)5 EDVHG UHSUAVHIMRQ ) LUXUH  \KRZV WH IRUFH KIHDUAK\  1RU VWH & RXS@Q
SDMAD

)L ) RFHKIHDUK |RJVIKH&RXSOQ) SDMAQ



" HYIDVIRQ SDWHQ 7 KH' HIDARQ SDMAD SURGHY D ARP SCRAUSIHHOMMRQ R VKHWIDM
R WHW WP

3 REGP 7KHSXBRHR DpUHDDP WP LVVR\KUH D SMQND EXIGHQ) RUNVRP H
\P DIDUXQW7 KHW WP P DNHVXVHR DQXP EHUR VHQVRY GMWMEXVMG DRURW/VIKHDUHD EHQJ
\KUH HG (| DR VHRWRULY ARQQUHAMG VR RH R \VHYH.DOFRQAROXQW 7 KH FRQAROXQW  HOFK
R Z KLFK LV DQ DXVRQRP RXVFRP SXWQJ QRGH DUH DEFRQQHAMG VR D FRP P RQ ARP P XQFDARD
QHEZRN DQGWH QRIP DI RSHDW DV D MQIGH IQMIWDME M WP 7 KHNA IXQRARQ R VWH
VMR LV VR GHMPAZ KHD VRP HMIQ) RAWR WWHRECDY RFFXY HJ D pUH RUDQ LQAFDARY
WHHR  DQG JHOH.DM DQ DI

$ OKRXIK D pUH LOAFDARY LQ VWH HYLLRP HQMY KH P DLQ VLQ) VR EH GHMANG B\ VKH
WP LWWDOR P RQVRY IMHD FROAQXRXA\® |RJDEQRP DOIQMLDOFRQAVRYY © KHD IDXQV
DQG AWMUEDGRHY DUH GHAMAWG WH FDXVH DRARQY VIR EHVENHD LQ D P DQQHUMP LOUVR KDV
R pUHDDWP V

7 KHP DIQ SIREGP VIR EHDGGHAMG IVKRZ VR LP SBP HOMKH G-BHIGHIAHY DQG LQRP D
WRQ qRZ EHEHQ DD GHMPRQ DG DRAXDRY XVHILQMIDAH DG RIKHJRXVBXW

$ Q DIMLODANH Z RXES EH IRUHFAK ARQAMROXQWWR KDYH RQD D SLR )\ IRUU-P RM LOBXW
( DK SLR\ ZRX@ FRQMMAR DX WWP Z IGHUHHHIAH DQG DQ WHTXHMZ RX@ EHIRZ DLEHG
VR WH FROAROXQWZ KHH VKH LOSXWDRXD® H IMMG + RZ HYHJ HYHD WRRIQ) DV @MBI DV RQH
UH HIHQPH SHULQSXWLQ HDFK FRQAROXQWLHINXULAY D JUDAGHDOR P HP RY \SOFH

2 Q WHRMHIKDQG WHUDAR R DOWP V 1 DX@V DG QMWMUEDQRHY VIR VH VRVIZOQKP EHUR

IOSXW LV YHY BZ 0 RWR VKHVHRY DIHLQ D QRIP DOWDM P RWAR WHWP H $ @LOBXW
QHHG QRAMKHHRIH EH NQRZ Q DVHDRK. FROAROXQMMGPH DQ XQNCRZ Q LOSXWFDQ EH DWKP HG
VR EH1Q D QRP DOWBM 2 QO LQRIP DARQ DERXWGHYLDARQY ILRP ViKH QRUP DOWRDM P XWV
WHHRHEHJGEDD DFFHWE®! ILRP HDFK FRQAMROXQW

BROMRQ 5 HBUHHIAHCRK GHAMAMG GHYLDARY IURP VIKH QRUP DOWRVWIDVD' HIDARQ RE

MPWS \H'  HYLDARQ \KEFDWHY \KFK DV$ @LP ) DXGADQG' IWAUEDGQAH VIR USLRHAGLOHHQWV
NQGVR GHYIDARY / HMGHYIDARQY EH WWH XQWR  GMMEXWRQ LQ WH W WP 1O VWH VHOWH
VKDAD@GHYLDARQY DUH UHSTFDMG VR DIDFRQAROXQW  6LQFHVKHVHAR GHYLDARQY G-h GHY/VKH
FRP SO\ WP WIDM VKLV LV [P P HALDMD DYDIDME®I RQ DOCRGH/

1) 5 EDVHG UHSUVHOIMRY 7 KHIRIAHKIHDUAK IRUWKH' HYIDARQ SDMLOQ LV \KRZ Q
1Q) LIXH



)L ) RAHKIHDUAK [RUWH' HYIDARQ SDAMMQ

) DWV3 DVK 7 KLYV SDMAQ LV FRFHQHS Z VK P SLRVIQ) LWSRQLYH WP WV B\ UHEXAQ) WWH
DP RXQAR SURFHWQ) LHTXILHG | RUGRP LQDQAZ RNBDGY

3WREGP $Q DSSTFDARQP D EHWHWHXO\R [P SOP HOAQ VHYHDOXQRPARYY + RZ
HYHJ WSLED® ZHpQG WDARQ 1HZ R WHP DUHXVHG P RIARWAD 7 KHHIXQPARQY FRP SUMH
VKH GRP LQDQAZ RINBOG |RU VKH DSSTADARY  DQG XVXDI® DAFRXQMRUP RIAWR  ViKH URRXURH
XVDIH ) RJH CP S® ZKIBIDQ$70 P D SURVIGHWHFDSDELON R P DNQJ G-BRUW RURKHN
1Q) WWHEDDQH WWHP RWUHIXHQAKVHR DQ$70 LVIRUP DNQJ Z WGV DV ILRP FKHNQJ
DFFRXQNV 7 KHH GRP LCDQAZ RINBDG I XQRPARQVP D KDYH D LI QpFDQMP SCRARQ VIKH RH.DD
SHIRP DQFHR VIH X WP

BROMRQ 0 LQIP 1] HWH SIRFHMQI [RUWKHH GRP LCDQVZ RINGDG IXGAMRY $ ZD R
DFKLHYH WLV LVE\ FUHDAQD | DWASDAY DOMCDAYH H HAXVARQ SDAV | RUVKHH IXQPARQY

$ ) DB DK LQ D \RVEZ DIH CESTFADARY LV MP LOUVR DQ H SUAW WELQ VKDAKRSY RQD DV
VKH P RIWWP SRIVBQAMBARQY DR WWH URAM | D XVHJQHHGEY D P DVRUWIDARY  KH FDQ \DYH
WP HE VENQJ DQH SIHVWIQ



6LP OO LQDQ$70 CESUDARY Z IMKGLY DOIXQPARQY DUH SURYIGHS Z VK D) DWAB DA
B\ DIBZLQJ XVHY/ VR SUHW D MQIGINA VR \HBRAD Z IMKGY DOR D SUHEHMLP LQHG CP RXQW

Z IMKRXWKDYLQ) VR HOMUVKH WDQDPARQ WSH  DAFRXQWDQG DP RXQWN/

$Q LP SGP HUMMRQ R WKH ) DWA3 DK SDIMAQ UHEXFHY WH RHDDEDG RQ VIKH K AP
DQG LP SURYHY WWH URSRMUYHCHV R RIKHJIXQRARYY

WY CRAVHIRXIK VR UHFRIQ] H WWH SUIWHIAH R GRP LQDQAZ RINBDG IXQRARYY MY DOR
QHHEHG VR HQUXUH VWDAVKH ) DWAB DA FUDAMG IRUP LQP [ LQ) WWHU SUIRFHAIQ) L H HAIYHD
XVHG 7 KLY P HDQV WDWIMLY DOR LHTXLLHS VR P RIVRUVKH XVH R IXQRARQY DG DECBWWMH

WP VR FKDQILQ) SDMAQVR X\H

1) 5 EDVHG UHSUVHOMRQ 7 KHIRFHKIHDUAK IRUWH) DB DI SDMLQ LV \KRZ Q
Q) LIXH

)L ) RAHKIHDUAK [RUWH) DB DK SDAMLD



) LUWAT KLQIV) LW 7 KLY SDMADLYEDVHGE RQWKHSU-P DHWDWAHP RUP SRYBQAXGRARYY
KDYHVR EHIRPXVHG DQG DRKIHHG |, QWDWZ D Ll HYHY VLQ) FDQQRAEH FRP SBWMG Z IWKLQ VKH
WP HDYDLDE®! DAGDIWKH P RWMP SRYBQAWY Z LEOEH CFARP SOKHS

3WREGP ,Q D WEUWIRNQ X WHP > @ WDV DUH SURFHAHG LQ D pUIMOQ pUNRXW
),) 2 IDKIRQ +RZHHJ Z KHQWDRN SIRFHWIQ] LVH FHHEHG VIKRH DAWWKHHOG R VKH TXHKH
P D QRAKDYHEHHD SURFHWHG 94HFDXVHVKHWERNYLQ DVHRUU-BRIAKVKD® ARP HLQWH\DP H
RGU Z KRB HIRQVR WH RSHDRUGMSM,. P LIKWCRWVEH XSCDWS 1Q RYHBOG FROAVIRY
7 KLV D SRMADT GVDWMRXY MYXDARQ EHFDXVHVIKHH LY GR FRUHDMRQ EHA HHD [P SRYEQW
UHIRQVR WHW DQG VKH DULYDORGHUR VHQWRU USRIV

BROMRQ 7 KHVROMRQ [P STH/ SURIM] LQJ VIMNY DQG SHIRWP LQJ ViKH P RULP SRWEQW
RCH/ pUAV) RUVKH LDGDUMERNIQ) W WP CSSOLQI WH) L7 KIQIV) LUMSDMAQ LQRYHY
FRP SXWQJ D YDOH | RUHDAK WOAN DV WY IGHQAPHS 7 KHD B\ XMQJ D KHEXAQ) DORIMP
WKDAP [ P ] H/WWH YDOHR ZRN FRP SBIMG MY HOKUHS VIKDAMKH P RUMP SRYEQAMERNY
DUHXS VR GDM

7 KH) L7 KLQIV) LUMAVSDAMLO LV RI® XVH XOZ KHD WH RYHBOG VWP SRIDU | WHH
DUH QRAVSHIRGYR GZ HJGHP DQG WKH M WHP Z LOEH XQDE®I VR FDWK XS DQG BZ SURIW
VDAVP D EHLIQRHS IRHYH + HIFH 1Q WL DQG RIKHUMWYDARQY Z KHD VIKH RYHBOG LV QRW
WP SRIDY  ViH SURFHMQI HOYLLRQP HQAP LIKWUHTXLLH EHQ) XSIUDGHS VIR KDQGB! VKH HYHD
@GOG DQG SLRYLGH DQ DEHTXDAM UIHSRMYHHY

1) 5 EDVHG UHSSUMHOMMRQ 6HH) LIXWH  IRUVKH IRUAH KIHDUAK\  FRIHSREQ) VR
VKH) LA KLQIV) LOXASDMAD



) L ) RIHKIHDUAK  |RUWH) LWXAV7 KLQIV) LWSDMAD

)® 7IPH $ MWDARQ DEGAHMVHG B WY SDMALD WSIFDD RARXWY/ ZKHD SIRFHWQI LV
UHPXUWHS DAD SDMFX@U ITUIHTIXHAR  RUDAD SDMAEX@QUWP HR WHAE : KHQ P DQ USRW
DUH UHNXUWHS DAVDSSWK 1P DM WAHVDP HWP HR GO WH \XUH LQ GHP DQG LHXOV 1Q \BZ

URSRQH/

3WIREGP $QHIOPSGHIR D SUREGP DGGHMG B\ VLY SDMAD LV IRXQG 1Q VHYIFH
FHOMY $ VHYLFHAHQAMUM WP FRIDRA GDVD RQ DRAXIW LQ DVHYLFHM WP DQG P P DUJ HY
WHP IQDPHPRY 5$0 GDIDEDQN 3HIRAFM® WKHP HP RY GDVID EDQN LV ARSLHG LQIR DQ
DUKLYDOGDWEDH 1Q WIVH DP S® HHY KDD DQ KRXU :  KLB! VKLY DUKLYH R\ F®1H HRXWA/
SRWBRAQ) XSCDMY P XWWSUIRMAMMH WM R WKH P HP Y GDVD EDQN 7 KXV VKH LGFRP LQJ
ZRN VWP SRDU® KDOMG 7 KHSUREGP RAFXW/1Q SHIRGVR KHDA DGV Z KHY WMH TXHKH
R LQFRP LQJ Z RN EXI@V DQG MWENHYD GRQJ WP HVIR FBDUVIKLY ECANGY) DQG LHAXUQ VIR QRUP DO
RSHDAQ) FRQAVIRYY +HFH RQ® DVE DADWP HP D SIRFHG

6ROVIRQ ,GHOAIN WWH I XCPMRQY WDADIHH HRIXWG USHDM® DAMHIX@U \SHApF WP H
LOMYDY DG P RAIN WHWP HR WHUSIRAHAMQ) ,QRMHIZRGY GROGWZRNP RHRWD

,Q VKH H CP S®I DUKLYLQ) RHWILG R VKH GD/D HYHY P LQXWAY FARX@® DAKLHYH WKLY
WWH GOV WAKRMUH P XWWDEBZ  SDUMARQ VAKHP H/ DQG SURYIGH 1RU SIHHMQ) LW \WIDM
&RMCHIQ) KRZ WH,' VR WH RSHDRY DQG WH FRIKSRQEQ) QXP EHUR  FD@Y KDQGOG



KDYHVIR EHDURKLYHG VWLV ARXMRQP D LP S® VR DURKLYH RHWILG R ViKH RSH.DVRY DQG WKHU
DY 1Q RHR FO! $ QRMHIWILG R VKH RSH.D/RLY LY DURKLYHG LQ WH QH WA F®1 DQG \R RQ

7 KXV WWH GG LV VSUHG WP SRDD VR UHEXAH WH FRQIRMARQ |, Q \RP HFDWHY IWUHGXHHY
WHDP RXQAR VWP HWDASURAAWHY DUHEGANHG DQG FDQURASUIRAHHG |, Q RIMHUFDWHY MUHGXAHY

WH G-P DQG \R VKDVFRGEXULHQWSURAHIAY HOFRXQIWU 1HZ HU TXHKIQ). GHID V IRU FRP SXVIQJ
LHRXUAHY $ @WKHH LHXOV [P SLRYH VKH RHDDHSRMYHHN R VWH K WP

1) 5 EDVHG UHSSUAVHOIMRQ ) LIXUH  \KRZVWiKH FRUMSRYAQ) IRAH KIHDUAK\ 1RJ
WH) ®f 7 [P HSDMAQ

) U ) RFIHKIHDUA IRUWH) @] 7 IP HSDMAD



[ D HWV 7 KLV SDMAD KH3V WAKRMUH DSSTAAWRQYY WDMDQ EH GHRP SRHG LOR JWRXSV R
VEVWM\V 1Q Z KIFK HDFK JURXS R \XEVIMNV LY DAD SDMEXQUGYHOR  CEMALRARQ

3WIREGP $ MWW ZWMKDPI R B DQG KUK GYHOMKHY IV EHQI GRUIQHS + LIK
G¥HORSHDARYY LHY RQ WWH GZ HUGYHORQHY 6HYH.DORSHDARYY DIH RQ VKH \CP H GYHOR
DEVALPARQ EXWDH QUHY [QG-BHGHOMIURP HOFK RIKHU 7 KLY LHTXLILAY \RP H KRUJ RQO
AKAXUQ) VKDALY RYKRIRQDOVR VHU YHWFDOVKEGLYIMRQ

2 QWWHRMHJIKDQG SRUEZELDN VR RAHUSMARP VIVGLHG 6HYH.DOH VMLCDCERXQEDUHY
R KHW WP DLH\SHAPHS D SURL \KAK DV D IXQRPARCDOLQMUIDAHVR Z KLFK VIKHM WP P XV
DEKHH 7 KHP DSSLQ) R KLIK GYHOVINY RR VWH VEBLJHAS@VMRP 1V QRAMADLIKWRZ DUG
P RMD EHDXVHWH DUHVRRFRP SB] VR EHLP SOP HIMS GLHAD XMQ) VHYFHY SLRMGHG B\
VKH SOMRLP

BROMRQ  6WKPMUH VIKH WX WP LQ/R DQ DCSSURSUDM Q<P EHUR @\ HY DQG SOFH WHP
ROVRS R HDFK RAGHU 6VEUADAMKH BZ RIWBYHOR DEVADRARY GWXVFD@IW DHJ 7 KWV
WHEDHR WHM WP 6\ WP IXQRARCDOW 1V GHFRP SRHG LQR VHYH.DOBYHY R DEVADF
MR @MHY 7KXV /DHJ- IVSXWRQWS R / DHJ-  DQG \R RQ XQADVWKH VRS GYHOR
IXQRARDOW LV UDRKHG GWWXV FD@IW D HJ1

7 KLVGRAVQRAQHHADUO® SUIHAUEHWHRGHULQ Z KLFK VIR DAMDD GALIQ @ HY 7 KLYV

JLYHV D FRAFBWDOYLEZ.  ( \WHADE  Z IVKLQ DQ LQALYLGXDOM HJ DIDFRQWAMHIAFRP SRQHOV
P XV\Z RIN DAWKH\DP H GYHOR DEVALPRD

7 KHVHYIAVR HRK @ HJLP S&P HOAD VADWI\  |RUARP ELQQJ WHVHYIEHVR WH @ HJ
EHBZ IQDP HXQQIXOZD 7KXV P RIWR WHVHYIFH/WDW D HJ- SUIRMGH DIHFRP SRHG
R VWA SURMGGRE /DHJ- DG/ DHJ- VVHYIFH/P D GBHXG RQ RMKHU\HYRV 1Q
/ D HJ-

1) 5 EDVWG USUIHVHIMRQ ) UXWH  KRZVWH FRUIHSRAQ) IRAHKIHDUAK 1RU
WH/ D HY SDMAQD



)L ) RAHKIHDUAK [RUWH/ D HY SDMAD

0 LFURNHUQHO 7 KH 0 LFIR\H.OHDSDMAQ DSSTHY VR \RVE DLH WK WP V VKDWP XWEH DEG
VR DECBWVR FKDQILQ) AP UHTXLUHP OV, WMHBDLDAAY D P LQLP DOIXQPARQDOFRH [ URP

H WQGHG I XQPARCDDN DG FXWRP HI\SHApF SDUV

3WREGP ' HYHBSLQ) \RVEDUH IRU DQ DSSAEDARY GRP DLQ WDWQHHGY VR FRSH Z WK D
EURDG \SHAAKP R [P LOU WEBQEDUGY DQG WKQRBILHY LV D QRO WAYIDOVIDN 7 KH IRTBZ LQJ
| RUAHV QHHG SDIAFX@UFRMGHDARY Z KHY GRLIQQ) KK AP V

N7 KHESSTFDARQ SARP P XVWWHRSH Z MK FRQACXRXY KDUEZ DLH DQG VR VY DLH HYROWRQ
A7 KH DSSTFDARQ SOWRP \KRX®@ EH SRVREG! H VAME® DQG DEDSVRE® VR DBZ  HOM

IQMIWDARY R HP HILQ) WIRKQRBILHY

BROVIRQ ( QFEB\VK@W WH IXQEDP HQEOVHYLIFH/ R WH DSSAEDARY LQ D P IARH.GHD
FRP SROHQV 7 KHP LFLRNHLOHDLQFOGHY | XQPARQDDW VKDAHIDE®Y RAMHJFRP SROHOV XQQLQ)
LQ \HSDUDAM SURFHIAY VR FRP P XQIFDM Z MK HDRK RAHU

&RUH IXQPARCDON VKDMFDQQRAEH LP SGP HIMG Z WKIQ VKH P LFURNHLQHDVKRXEE EH 5
DUDWG 1Q LQMCDOVHYHY ([ WALDOVHYHY P SOP HFOMKMHU RZQ YIHZ R VKH XQGHLOLQ)
P LFUR\H.QHD 7 R FROMKPAWMALY YLHZ  VWH XVH ViKH P HKDQWP V DYDLOE®! WURKIK VIH LOMU
IDFHVR KHP [FURNHQHD



&NV FRP P XQFDM Z MK H VLCDOVHLYHY B\ XMQJ ViH FRP P XQIFDARY | CAOAHY SR
YIGHG WIDWG B\ VKH P LFURNHLOHDDSSURDRK

1)5 EDVHG USUMVHOMMRQ 6HH) LUXUH  IRUVKH IRUAH KIHDUAK\  FRIKSREQ) VR
WHO [FURNH.QHOSDAMLD

)L ) RAHKIHDUAK IRUWHO LFUR\H.QHOSDAMLD



6BRCHU &\ FOF ) XQPVIRQV 7 KLY SDMAD LV FROFHLOHG Z IVK SURFHMQI VKDAP XWAH HRX\WMA
DAMUHIXCULQMYDY \KFK Dv JHHDAQ) USRIV RJSHIRAF G/ DUKINQ)

3WREGP &HWEIIQWSH/R SUIRFHAIQ) HIXUWHVKHH HXAMRQR DQXP EHUR IXQRARQVDV
UHIXQULOMYDY WHH IXQRARQY DIH IHHIHG VR DVA FIE 7 KHSUREGP DUMVAY Z KHD WHH
DUH FROPXUHQAMRXUAHYR D JLYHD HYHQW RUZ KHD VKHLH LV RIKHU SURFHMQI VR EH SHURLP HG

1 ViKH GHDGICH | RUKDQEIQ) HOFK HYHQAMY/ VR EH P HVVIKHLH P XWAEH \ir - AHQAMDIAN P H VR
DIBZ VKH SURFHAMQI R WKH R FIF IXQRARQY DQG WH RMHJHYHOWV DVZHDDVDQ RMHJZ RN
VKDAP XWAEH SHIRP HG

7KHH CP S®I R ViKH VHUYLFH FHQWU LOXNWADAMY D VVDARY Z KHH WKLY SDAMMLQ FOQ EH
DSSMHG $ VH SOIGHS 1Q WHGHFUSMRQ R VKH) ®f 7 P HSDMAD D HYLFH FHQMUM WP
FRIPAV GV RQ CRAYIMHY LQ D VHYFH W WP DQG \KP P DU} W/ WHP IQDPHPRY 5%$0
DV EDQN 7 KH GDVID ARTPAMS KDYHVR EHSHIRGFD® FRSIHG LQVR DQ DURKLYDOGDWEDVH 7 KH
SURFHMQI LV H WIWYH EHFDXVH MY GRAD RHVR RHFRS\  LQWHDG WUHTXLLHY GDAQ) VWH
DV LQ/R P XOAS®! GOVEEDVHVEEGY DG XSEDAQ) NH VZ VK HDFK XSCDM :  KLBI KLY DUKLYH
R FOIH HXWWA/ DQ - RIKHJ BYHQAMKDAWHTXLULHY SLRFAHWIQI P LIKWF®I) VKHW WP FDSDAW RU
XQRHH SUREBP VP LIKWP DNHGr FXOWR FRP SBWM VKH DUKLYLQ) RQWIP H

BROMRQ , GHAI VWHIXCRARYVKDAH HRX\VM UHSHDMED DAUHIX@U \SHAPF WP HIQMJ
YD DQG P LQIP 1 HWKHUSURFHMQI UHTXILHP HQV

) RUWKH H DP S®! DAMEH VHYLEH AHOMU Z H QHHG VR WUHCP @QH VWH H VWIULYH SURFHMQ)
LHNXUWLHG VR FRS. WHP HP RY GDVID EDQN VR WWH DURKLYDOGDZEDVH 2 CHZ D R UHBXAQ) WWH
SURFHWIQJ LV VR VENH D TXLEN VQDS\WKRAR ViKH UHDOP HP RY FRQMQV FRS\ WWKHP VIR DQRMHU
GFDARD LQ YIWXDOP HP RY  DQG WHD DABZ RAMHU Z RN VR SIRAHHG Z KB WH RS\ R \WWH
PHP RY FRQMOVLY XVHG | RUXSEDAQ) VKHEDIEEDH 0 DNLQJ DMP S®IRHVR RQHFRS. VENHY
| DUGW VP HVKDQ \WH Z KRB GDAEDH XSCDM

$VD WHXOWR WH DSSTHDARQ R WY SDMAD VKH RYHDDSUIRFHMCQI WP H LV LlCRIHDWHS
EHDXVH ERM WH RCHVR RGH RS\ DQG VMH GDVEDVH XSCDWY DUH P DGH + RZHYHU WH CHWV

HHAWWY WWH UHGXAMRQ R VKHWP HVWWDMCERXQG Z RN P XVAZ DWW

1) 5 EDVHG UHSSUAVHOIMRQ ) LIXUH  \KRZVWiKH FRUMSRAQ) IRAH KIHDUAK\ 1RJ
WKH 6BRGHU&\ FIF ) XQPARQY SDAMLD



)L ) RAHKIHDUK [RUWHBGREHU&\ FIF ) XQRARQY SDMAD

5 HHHOFHV

$O[DQGHJ& $ 3DMAD/DQUXUH 2[IRG S QYHMW 3UHW 1 HZ <RWN 1<

$O[DQGHJ& 7KH7IPHBW: D R %X@Q) 2[IRGS AYHMW 3WHV 1 HZ <RIN 1<

YD HIO &7, 6ROMRQVDQGE\ WP V + RZ VR 3 XW&RP SXMU7 HBBKRQ. , QMIDARQWR: RIN 0 P+ U
+ L& RP SDQH, F

YRIKHY- $ 3DAWMQ $ SSROAK R, QMDPMRY' HAJQ -RKQ: It 6RYV / VB

YRWK - O RIQ3 6RVEDH$URKIWAMH' HLIQ ( YDODWRY 7 IDQVRPP DARY |, Q 3 IRFHHEIQIVR WH
(((( ( QLUQHIQ) R &RP SXWUYDVHS 6\ WP V6\ P SRIXP  ( &%6

Y%X\VKP DQQ) 0 HXQHJ5 5RKQHIW B6RPPHMG3 6VE00 3 DAY 2 UHIMS 6RVEDH $ UKIWF
WWH OROPH $ 6\MP R 3DMAQV -R<Q: LBI 6ROV / VB

&KXQI /| 1RQ% <X ( O\GSRX®/- 1RQ)XQRARQDOS5HIXILHP HQW LQ 6RVEDH ( QILQHHIQ)
. OZHJ$ FDG-P LF 3 XEQKHY

&OIN5 -HOHY( ' . DGHAN $ O DXUHJ- : DADFH3 : KHHBU7 =KDQI< : HOY' / OZ UHQHH
7 +XUBL 3 $Q$EOWH ' IWMEXWGS LLERUCH 7 IDANGQU 6\ VWP, Q3 LRFAHHALQIVR WH, QMLODARCDO
: RIWKRS RQ 3 DUDIDODQG " IMMEXWAG 5 HDO7 LP HE\ WP V

&RS@D- 6RKPIGN HIVRY 3DMAR/ DQUXDIHVR 3WRILDP ' HUJQ $GAWRY: H®

&RSOHD- $ * HOHDWYH' HYHBSP HOAB LRAHW 3 DMLD / DQIXDIH ,Q &RS@HD- 6FKPIGN  HAVRY/
3DMLQ/ DUXDIH/R 3WRILP ' HUJQ $ GAMRY: H®

"HJR' : HWO . HXED®(  5HXVDEDI 3 DMAQY IRU$IJHIMERREQDARY ,Q 2PIAQLS HAWRU
&RRUELCDIRQ R, QM.QHAS JHQWV 6SUQIHJ

(URMNRQ 7/ LQIXD ) WDQFDV IRU' HAJQ 6DRMHG 3 @AHY DQG 3 DM / DQIXDIHY ,Q 3 (RAHAQIV R
" MIQQ) , QMIPAYHB\ WP V ' |6 $&0 RRNDQ 1< $XIXW

*DPPD( +HP 5 -RQRQ5 9MMGH/- ' HUIQ 3 DALY ( P HOVR 5 HXVDED 2 BWMRAR2 UHIMG
6RVEDH $ GAMRY: HWB

*IRW'  <X( )URP 1RQ)XQPARQDOS HIXLLHP HOW\R' HMJQ WURXIK 3 DMLYV ) DFXGV R ,QRP D
VIRQ 6WXGH/ 8 QYHMW R 7RRQR 7RRQR 2 QEUR &DQDGD



* XAFKVHD ( &KDQJ ( * HOHDWH' HAJIQ LQ $ UFKIWRXUH 8 MQJ DQ ( [ SHW6\ VWP, Q 3 IRFHHEQIV
R WH* (DSKIFV, QMUDFH&RJHHIH ~ ~
+DUDRQL ) RRM% 5RKQHW  HAVRY 3DWMAR/ DUXDJH/R 3WRIUP ' HLJQ  $GGMRY: HOBA

JUH - <REG - HAVRY 7KH +1Q@ICH *WRXS 7KH 3DMAQY +RPH 30JH 85/
KW  KIEMCHQHNSDMALY

. BKDY 6 $Q ( QLOHIQI $ SSUDRK VR &RP SX\WU1 HERINQI $70 1 HERN WH, QMQHN DQG WH
7THBBKRH1 HERWN $GAMRQ: Rl 5HAEQ] 0 DWORKXVHAW 8 6%
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