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) RUHZ RUG

2 XUFXWWRP HY DUH DVWIKH KHDUAR

HYHY WLQJ Z HGR DQG , EHTHYH WDASXWQJ
WH FXWWRP HUILUAALY QRARRD UHI XDWRY
LHTXLLHP HQWEXWD | XQGDP HQEBCSUQFLS®
WDAGUYHV RXUP MMIRQ DQG YDOXHV DQG
DP EIMRQ R GHOYHUJ UHDWHLEHY 96XVWR
GHOYHUJ UHDW/HWYLEHV Z H QHHG VR HQVXUH
WDWDFFHWW VR RXUVHYLEHV LV WH ERVAW
FDQ EH+ WDWDFFHW LV HDW  DFFHVME®
H I LELHQADQG P HHW D@RXUFXRP HY/
QHHGV 7KLV &XVWRP HUS$ FFHW 6 WDMJ\
VHW RXWRXUFRP P [W? HQMWR GHOYHUWLY

6 XSSRUMDI \WH UHIXOMRQ R VRAIDCKRXVIQ] V FRQVXP HUUHI XOMRQY 1V [P SRUDIQAR XV EXW
RXUFRP P \F HQAJ RHV EH\ RQG FRP SIDQFH 3 IRYIAQ) H FHBIQAPXARP HUVHUYIEH 1V \KH
WKWKQ) \R GR W/ IQMI IDOR EXICIQ) WMDQG IRAMIQ] JRRG UHDMRQUKISV Z W RXU
PXOARP HY

© KHQZ H VSHDN\R RXUPXRP HY DERXWZ KDWKH. Z DQAZ KHQWWH. DFFHMW RXUVHWYIEHV
WH \MOXV KRZ [P SRUIQNWY/ \R\KHP \KDWDFFHW IV HDV DQG \WDVWIKH.  DUH QRAWHSW

Z DM \RR BQJ 7KH DOR VD \WH Z DQAR DFFHW VHYIEHY DWD P H DQGIQD Z D\ WDW
VXIW\KHP  94HFDXVH \KLY 1V P SRUBIQAR RXUFXARP HY \KDWP DNHV WP SRUBIQAR XV

7KH P DIQGUYH R \KLY \WDWU\ \WHUHIRUH IV VR HQUXUH Z H FRQIQXH \R SURYIGH D IDQIH R
QUIHHQADFFHW FKDQRHY \WDWRXURPXVRP HY IGFOIGQ) RXUIXWUH PP HY Z DQAR XVH
VR \WDWKH, H SHIHQRH J UHDWRXMRP HUVHWIEH UH DUBBMWY RN WHUDFFHW FKDQRHCR
FKRIFH

, KRSH DWWMUUHDACY WH 6 \WDWI\ WDV RX THHOKH DIP V R WH VDWW  DQG DRIRRQY ZH
Z DQNR GHOYHUZ LGKHS XV DFKIHYH WDW( QR \WH UHDG

& KW

&KUV 0 DU WDYH
&KIH ( [HFX\WH 6WHIHHA+RP HVRI' RQGFDWMU
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 OWRGXFWIRQ

7KLY &XWWRP HUS$ FFHW 6 WDWAJ\  SURYLGHY WH VWDWMI LE GLLHPWRQ | RUWH EXVIOHW
RYHUWH IRXU\ HDLY/ VHAWIQJ RXWD QXP EHURI DFMRQV Z H Z LQGHDYHUWR P DNH IW
HDVIHUIRUD@RXUFXWRP HY R DFFHVWW RXUVHEHY UHJ DUGBMWY Rl WHUSHWRQDO
FLUFXP VWBQFHV QD Z D\ DQG DAWD WP HWDW/XIW WHP  DQG Z KIEK LV HIILELHQWRU
ERW WH FXWWRP HUDQG WH RU DQLVDWRQ

&XVARP HY FDQ DFFHW RXUVHIIEHV QD QXP EHUR ZD\V B\ SKRCH HP DIOIQ SHYRQ
XMIQ) RXUZ HE DQG RXUSRWBIO 7 R VXSSRWRXUGYHWH DQIH R FX\WRP HY Z H SURVIGH D
M WHSRMZI VHYIEH IRUPXWARP HY Z KR DUH VSHHK [P SDILHG RUKDUG RN KHDUQJ 2 XU

Z HEVIWM IQFOGHV D OQI XDI H WDQUOMRQ VHYIEH DQG Z H FDQ DOR DFFHW D YHUEDO
DQUDMRQ VHIIEH LQ WH RIIEH RURXWRQ VWM |RUKRVH PXARP HY Z KRVH [ LWANDQI XDIH LV
QRN QIOK : H SURYIGH YDURXY GREXP HQN IQ EUDIA® RQ UHTXHWW/

7KH 6 \MDWI\ VXSSRW WH GHIYHY R RCH R RXUDIP V IQ RXU& RERIDM 3 0Q ,QYHWIQ] 1Q

RXUFRP P XQEDMRQ FKDQHY' IQFUHDVIQ) RSSRUWWQUIA IR DFFHVW RXUVHIIEHV Z KHQ DQG
KRZ IMWXIW\ RX

4 XDOWV R DFFHW R KRAMQJ VHYIFHV DQG P DNQJ WHDW  IRURXURXWIRP HY R FRQBPXY
VD UHHIXOWRY UHTXWHP HONDQG LV VRP HWKIQ] Z H YDAH QRMNEHFDXVH Z H KDYH R GR IWEXW
EHFDXVH IWV \WH W KWKIQ) \R CR

) RBZ Q) FRQUVXABMRQ Z W RXUFPXWIRP HY RXUMDWI  IRURPXMRP HUDFFHW LV R SURYIGH
D WQIH R DFFHW FKDQRHY VR FXWRP HY KDYH D FKRIFH DERXVKRZ \WWH  FRQBDFKYV
Z KIOWDWKH VDP H P H HOFRXUDJ 1Q] FXARP HY R DFFHW RXUVHEHY GJ M@ DWD WP H

\KDWXIW \WHUGQHHGY DQG @HAMBN

% P DIQEIQQ) D FKDQQHOR FKRIEH DSSURDFK Z H HQUXUH \KDVWD@FX\WARP HY UHI DUEBMW R
KRZ SURIIFHQAKH DUH XVIQ) \WRKCRBJ\ RUZ KHKHUKH KDYH DFFHW \R \WRKCR®J\  FDQ
UHDFK XV IQD Z D\ \WDWA/ FRP IRWIE®! DQG FRQYHQIHQNRUWHP
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7KH 6WUDWHJ\ DOVR DFNQRZOHGJHVY WKH QHHG WR DGDSW I
FKDQJLQJ ODQGVEDSH RI FXVWRPHU VHUYLFH $V WHFKQRO|
VHHNLQJ GLJLWDO DFFHVV RSWLRQV WKDW RIIHU JUHDWHU

WKHVH GHPDQGY DQG HQVXUH ZH DUH QRW OHIW EHKLQG Z
GLJLWDO DFFHVV FKDQQHOV 7KLV LQFOXGHV RIIHULQJ VHU

%\ RITHULQJ D FRPELQDWLRQ RXU DSSURDFK WR DFFHVV LV
GRHV QRW ILW DOO EXW DOVR UHFRJQLVLQJ E\ RITHULQJ D
DFFHVV FKDQQHOV ZH FDQ HQVXUH WKDW ZH UHPDLQ UHVS]I
FXVWRPHUV ZKLOH DOVR SRVLWLRQLQJ RXUVHOYHV IRU LPS
WR IRFXV RQ PRUH FRPSOH[ FXVWRPHU HQTXLULHV

7KLV VWUDWHJI\ RI FKRLFH RI DFFHVV FKDQQHOV FDQ OHDG
VDWLVIDFWLRQ DQG HQJDJHPHQW DV FXVWRPHUV IHHO PRU
FDUU\ RXW WUDQVDFWLRQV ZLWK XV

2XU HPSOR\HHV SOD\ D SDUW LQ HQVXULQJ HDVH RI DFFHVYV
FUHDWLQJ D SRVLWLYH H[SHULHQFH 7KH VWUDWHJ\ HPSKD\
DEOH WR XQGHUVWDQG DQG PHHW WKH LQGLYLGXDO QHHGV
LOQWHUDFWLQJ ZLWK D FXVWRPHU RYHU WKH SKRQH RU IDFH
DFFHVV LQ D EDFN RIILFH UROH 7KH DFWLRQV IRFXVHG RQ |
DQ DSSURDFK ZKHUHE\ VWDII IRFXV RQ FXVWRPHU UDWKHU
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2 YHUYLHZ

KR LV WH 6 WDWUJ\ ) RU

7KLY 6 MW\ LV IRUDQ RQH Z KR GHHGV R DFFHW RXUVHIYMERV

2 XU. H 2 EMRWYHYV

PSURYLQJ WKH RYHUDOO FXVWRPHU H[SHULHQFH
DYH D SRVLWLYH H[SHULHQFH ZKHQ DFFHVVLQJ VF
KHLU FKDQQHO RI FKRLFH

DNLQJ LW HDVLHU IRU FXVWRPHUBMGOXKLGR EXVLQH
DUULHUV IRU FXVWRPHUV ZKLOH HQVXULQJ WKDW
QG LQFOXVLYH IRUDOO UHJDUGOHVYV RI GLYHUVE

QFUHDVLQJ WKH XVH RI GLJLWDO FKDQQHOV DQG \
XVWRPHUV WR XVH GLIJLWDO PHWKRGV IRU DFFHV)

QGHUVWDQGLQJ RXU FXVWRPHUV EHWWHU *DWKH
FFHVV FKDQQHOV PHHW WKH QHHGV RI FXVWRPHU
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2XU $PELWLRQ LV WR EH

$Q RUIJDQLVDWLRQ ZKLFK PDNHV LW HDV\ IRU DOO RXU FXVW
UHJDUGOHVYV RI WKHLU SHUVRQDO FLUFXPVWDQFHYVY LQ D ZD
D zD\ ZKLFK LV HIILFLHQW IRU ERWK WKH FXVWRPHU DQG WK

ILQNV WR RWKHU 6WUDWHJLHV

7KLY 6WUDWHJI\ LV FURVV FXWWLQJ ,W LV FORVHO\ DOLJQHG
RXU (TXDOLW\ DQG 'LYHUVLW\ RXU 'DWD 6PDUW DQG RXU 3H

$FWLRQV ZH ZLOO WDNH WR DFKLHYH RXU REMHFWL

7R KHOS GHOLYHU WKH FXVWRPHU DFFHVV VWUDWHJ\ ZH KD
WR DFKLHYH RXU NH\ REMHFWLYHVY 7KHVH DUH VHW RXW IUR
GHVLIQHG WR LPSURYH WKH RYHUDOO FXVWRPHU H[SHULHQF
EXVLQHVV ZLWK XV LQFUHDVH WKH XVH RI GLILWDO FKDQQF
XQGHUVWDQG FXVWRPHU QHHGYV

7R HQVXUH ZH FRQWLQXH WR JHW WKH EDVLFV ULJKW ILUVW
HQVXUH ZH GR QRW ORVH VLJKW RI LPSURYLQJ RXU WUDGLW
IRFXVHG DFWLRQV HQVXUH WKDW RXU HPSOR\HHV KDYH WKH
IRU FXVWRPHUV WR KDYH D SRVLWLYH H[SHULHQFH ZKHQ DFI

2YHUDOO VWDIlI SOD\ D YLWDO UROH LQ HQVXULQJ WKDW FX

DFFHVVLQJ VHUYLFHYVY 7KHLU VNLOOV DWWLWXGHVY DQG LQ\
DQG IRVWHULQJ JRRG UHODWLRQVKLSV ZLWK FXVWRPHUYV
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,P SIRYIQJ WH RYHDQFXWRP HUH SHUHOQFH

(QVXULQJ WKDW FXVWRPHUYVY KDYH D SRVLWLYH HJ

,PSOHPHQWLQJ D UHYLVH(
H[SHULHQFH WR JDXJH WK
SURYLGHG DW NH\ DFFHV\

BURYLGLQJ FOHDU LQVWU
IRU FXVWRPHUV WR XVH G
VHUYLFH FKDQQHOV

RUNLQJ FROODERUDWLYH
EXLOG WKH NQRZOHGJH R
$FFHVV 7HDP

SIXWWLQJ SURWRFROV LQ
RUJDQLVDWLRQ WR HQVXL
DFFHVV ZKHQ XVLQJ GLUH
FRQWDFW WR EDFN RIILFH

,QYHVWLQJ LQ VWDII WUD
FXVWRPHU H[SHULHQFH E'
YDOXH RI FXVWRPHUV LQ

6W /HIJHU +RPHV RI 'RQFDVWHU

_ &XVWRPHU $FFHVV 6WUDWHJ\

(QVXUH ZH KDYH D PHFKDC
SURYLGHYV LQGHSHQGHQW
FKDOOHQJH RQ KRZ ZH DU
VHUYLFHV DW RXU NH\ DFF
FXVWRPHUV FDQ EHQHILW
KLJK VWDQGDUGYV DFURVYV

(QVXUH WKDW FXVWRPHUV
IURP DFFHVVLQJ RXU VHUY
ZH LQFUHDVH WKH QXPEHL
WUDQVDFWLRQV

6XSSRUW WKH GHOLYHU\ R
DGYLFH DW WKH ILUVW SR
LPSURYH WKH FXVWRPHU }
UHGXFLQJ WKH QHHG WR K
WR RWKHU PHPEHUV RI VW

(QVXUH FRQVLVWHQF\ RI F
UHJDUGOHVYV RI ZKLFK FKELC
FXVWRPHU FKRRVHV

6XSSRUW WKH GHOLYHU\ R
DGYLFH DW WKH ILUVW SR
FXVWRPHUV EHQHILW IURP
DQG ZHOO WUDLQHG VWDI|
FXVWRPHU H[SHULHQFH

3DJH



([SORUH SRWHQWLDO DGY
VRIWZDUH WR JDWKHU DQ
IHHGEDFN DQG VHQWLPHQ
VRXUFHV LQ RQH SODFH

SHYLHZ LPSOHPHQW DQ DI
SDFN IRU QHZ WHQDQWYV

,PSOHPHQW D QXPEHU RI
GD\V XVLQJ GLJLWDO FKD
WKH EXVLQHVV WR GHOLY
ERURXJK

%DODQFH SHUIRUPDQFH P
WKH\ FDSWXUH DQG PHDV
FRQWDFW DQG QRW MXVW
PHDVXUHV
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_ &XVWRPHU $FFHVV 6WUDWHJ\

+DYH D FRPSUHKHQVLYH X
RXU FXVWRPHU IHHGEDFN
RUJDQLVDWLRQ FDQ PDNH
WR LPSURYH WKH RYHUDO
H[SHULHQFH

(QVXUH DOO QHZ WHQDQW
LQIRUPDWLRQ DQG VXSSRI
GLIIHUHQW ZD\V LQ ZKLFK
RXU VHUYLFHV VR WKH\ FC
LQIRUPHG GHFLVLRQ DERX
FRQWDFW XV 1HZ WHQDQ\
LQIRUPHG DQG VXSSRUWH

(QKDQFLQJ GLJLWDO OLWEF
FXVWRPHUV LQFUHDVLQJ
GLIJLWDO VHUYLFHV DQG |
FXVWRPHUV UHJDUGOHVYV
ZLWK WHFKQRORJ\ FDQ DtF
HITLFLHQWO\ DQG HIIHFWL
EHFRPH PRUH FRQILGHQW
VHUYLFHVY OHDGLQJ WR Jl
VDWLVIDFWLRQ

%H DEOH WR HQVXUH VXIII
DYDLODEOH WR KROG PHD
FRQYHUVDWLRQV ZLWK FX
OHDG WR PRUH PHDQLQJIX
LOQWHUDFWLRQV XOWLPDYV
FXVWRPHU VDWLVIDFWLRQ

3DJH






























