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,QIRUPDWLH�YHUVWUHNNLQJ�YLD�GH�VFKRROPDLO�NODVERUG

$DQ�KHW�EHJLQ�YDQ�LHGHUH�PDDQG�RQWYDQJW�X�HHQ�LQIREXOOHWLQ��PHW�KLHULQ�DOOH�
DOJHPHQH�LQIRUPDWLH�
'DDUQDDVW�PDNHQ�GH�OHHUNUDFKWHQ�JHEUXLN�YDQ�GH�PDLO�RP�X�RYHU�VSHFLILHNH�]DNHQ�
EHWUHIIHQGH�GH�NODV�WH�LQIRUPHUHQ� $O�GH]H�LQIRUPDWLH�ZRUGW�DOOHHQ�YLD�GH�PDLO�
YHUVWUHNW�
2S�GH�ZHEVLWH�ZZZ�GHSDSHUFOLS�QO NXQW�X�RS�GH�VWDUWSDJLQD�YLQGHQ�KRH�X�]LFK�YRRU
KHW�LQIREXOOHWLQ�HQ ppQ�RI�PHHUGHUH�JURHS�HQ��DDQ�NXQW�PHOGHQ� =RUJW�X�HUYRRU�GDW�
X�EHQW�DDQJHPHOG�YRRU�GH�MXLVWH�JURHSHQ�
,HGHUH�JURHS�KHHIW�HHQ�NODVERUGDFFRXQW��8�RQWYDQJW�HHQ�LQORJFRGH�YDQ�GH�
OHHUNUDFKW��$OV�X�]LFK�KHHIW�DDQJHPHOG�HQ�WRHJHODWHQ�WRW�GH]H�EHVORWHQ�JURHS�
RQWYDQJW�X�UHJHOPDWLJ�HHQ�EHULFKWMH�YDQXLW�GH�JURHS��8�KHHIW�]R�HHQ�NLMNMH�LQ�GH�
JURHS�VFKRRO�

'H�LQ� HQ�XLWJDQJ�YDQ�GH�VFKRRO

'H�VFKRRO�KHHIW���LQ� HQ�XLWJDQJHQ��2P�HHQ�JRHGH�GRRUVWURRP�WH�ZDDUERUJHQ�
YHU]RHNHQ�ZLM�X�RP�PHW�GH�NLQGHUHQ GH�DDQJHJHYHQ�LQ���XLWJDQJ�WH�JHEUXLNHQ�

x 'H JURHSHQ��%ODXZ�HQ�*HHO PDNHQ JHEUXLN YDQ GH LQJDQJ�DDQ�GH�
OLQNHUYRRU]LMGH�

1%��:LM�YHU]RHNHQ�GH�RXGHUV��YHU]RUJHUV�WH�ZDFKWHQ�DFKWHU KHW
PXXUWMH�]RGDW�GH�UXLPWH�YRRU�GH�VFKRRO�LQ�XLWJDQJ�YULM�EOLMIW��
'H�OHHUNUDFKWHQ�HQ�GH�NLQGHUHQ�KHEEHQ�]R�HHQ�JRHG�RYHU]LFKW�
)LHWVHQ�PRJHQ�DOOHHQ�DFKWHU�KHW�PXXUWMH�RI�LQ�GH�´ILHWVQLHWMHVµ�VWDDQ�
x 'H�NLQGHUHQ�XLW�GH�JURHSHQ 5RRG����HQ��

PDNHQ�JHEUXLN�YDQ�GH�KRRIGLQJDQJ�
x 'H�NLQGHUHQ�XLW�GH�JURHSHQ����� HQ�� JHEUXLNHQ�YDQ�GH�LQJDQJ�DDQ�

GH�]LMNDQW�

%HJLQ HQ�HLQGH�YDQ�GH�VFKRROGDJ��
x 'H�EHO�JDDW�RP����� XXU��·V�PLGGDJV�RP�������XXU���
x 'H�OHHUOLQJHQ�YDQ�GH�JURHSHQ���W�P���JDDQ�]HOIVWDQGLJ�GH�

VFKRRO�LQ�HQ�XLW��2XGHUV�NXQQHQ�ELM�GH�EXLWHQGHXU DIVFKHLG�QHPHQ�
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x /HHUOLQJHQ�YDQ�GH�JURHSHQ�5RRG��*HHO�HQ�%ODXZ NXQQHQ�QDDU�ELQQHQ�ZRUGHQ�
JHEUDFKW�GRRU�KXQ�RXGHUV��YHU]RUJHUV��'H�OHHUNUDFKW�YHUZHONRPW�GH�
NLQGHUHQ�ELM�GH�LQJDQJ�YDQ�KHW�NODVORNDDO��2XGHUV�QHPHQ�DIVFKHLG�ELM�GH�
GHXU�YDQ�KHW�ORNDDO�

x %LM�KHW�XLWJDDQ�YDQ�GH�VFKRRO�ZRUGHQ�GH�NLQGHUHQ�YDQ�GH�JURHSHQ�5RRG��*HHO�
HQ�%ODXZ GRRU�GH�OHHUNUDFKW�QDDU�EXLWHQ�JHEUDFKW��

x 'H�NLQGHUHQ�OHUHQ�GDW�]H�ELM�GH�OHHUNUDFKW�PRHWHQ�EOLMYHQ�VWDDQ�WRWGDW�]H�
RSJHKDDOG�ZRUGHQ��

x 9RRU�HHQ�NRUWH�PHGHGHOLQJ NXQW�X�WXVVHQ����� XXU�HQ����� XXU ELM�GH�
OHHUNUDFKW�WHUHFKW�

x 2P����� HQ�RP�������XXU EHJLQQHQ�GH�OHVVHQ��8�ZRUGW�GDQ�YHU]RFKW�GH�
JDQJHQ�YDQ�GH�VFKRRO�WH�YHUODWHQ�

x $OV�X�WH�ODDW�EHQW�YHUZDFKWHQ ZLM YDQ X�RP�XZ�NLQG�ELM�GH�GHXU�JHGDJ�WH�
]HJJHQ�HQ�]HOI�QLHW PHH�GH�NODV�LQ�WH�JDDQ�

x 1D�DDQYDQJ�YDQ�GH�VFKRRO�]LMQ�GH�GHXUHQ�JHVORWHQ��8�NXQW�]LFK�GDQ�PHOGHQ�
ELM�GH�KRRIGLQJDQJ� 0RFKW�GH]H�GHXU GLFKW�]LMQ��GDQ�EHOW�X�DDQ RS�QU���

x $OV�XZ�NLQG�]LHN�LV�RI�RP�HHQ�DQGHUH�UHGHQ�GH�VFKRRO�QLHW�NDQ�EH]RHNHQ��
YHU]RHNHQ�ZLM�X�RP�WXVVHQ������HQ������WH�EHOOHQ�PHW�GH�UHGHQ�YDQ�KHW�
YHU]XLP��

1%��9DQDI�MDQXDUL�NXQQHQ GH RXGVWH NLQGHUHQ�YDQ GH�JURHSHQ�%ODXZ�HQ�*HHO
]HOIVWDQGLJ�QDDU�ELQQHQ��'H�RXGHUV��YHU]RUJHUV�QHPHQ GDQ DIVFKHLG�ELM�GH�
EXLWHQGHXU�
%XJJ\·V�HQ�NLQGHUZDJHQV�PRHWHQ��YRRU�LHGHUV�YHLOLJKHLG��EXLWHQ �RI�LQ�GH�
DXOD� EOLMYHQ�VWDDQ�

2S�GH�ILHWV"

9RRU�KHW�VWDOOHQ�YDQ�GH�ILHWVHQ��PDNHQ�GH�NLQGHUHQ�JHEUXLN�YDQ�GH�DIVOXLWEDUH�
ILHWVHQVWDOOLQJ�DDQ�GH DFKWHUNDQW�YDQ�GH�VFKRRO���*RGIULHG�%RPDQVVWUDDW�
.LQGHUHQ�ZRQHQG�ELQQHQ�KHW�JHELHG�6WDWLRQVZHJ��:HVWWDQJHQW��9RQGHOODDQ��
0LGGHQZHJ�NRPHQ�LQ�SULQFLSH�ORSHQG QDDU�VFKRRO�
2S�GH�GDJHQ�GDW�HU�J\P�LV�ZRUGW�HU�HHQ�XLW]RQGHULQJ�JHPDDNW�YRRU�GH�OHHUOLQJHQ�
YDQ�JURHSHQ���W�P ��
9RRU�KHW�EUHQJHQ�HQ�KDOHQ��SODDWVHQ�RXGHUV��YHU]RUJHUV KXQ�ILHWV�DDQ�GH�YRRU]LMGH
LQ�GH�GDDUYRRU�EHVWHPGH�UHNNHQ� 'H]H�]JQ��ILHWVQLHWMHV�]LMQ�QLHW�EHVWHPG�YRRU�GH�
OHHUOLQJHQ JHGXUHQGH�GH�VFKRROWLMGHQ�
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0HW�GH�DXWR"

%UHQJW�X�XZ�NLQG�HUHQ��PHW�GH�DXWR��KRXGW�X�GDQ�UHNHQLQJ�PHW�KHW�
HHQULFKWLQJVYHUNHHU�DDQ�GH�9DQ�(HGHQVWUDDW��+HW�SDUNHUHQ�URQGRP�GH +RUVW�LV�
XLWVOXLWHQG�WRHJHVWDDQ�LQ�GH�GDDUYRRU�EHVWHPGH�SDUNHHUYDNNHQ� 'LW�JHOGW�RRN�YRRU�
GH�SDUDOOHOZHJ�DDQ�GH�YDQ�(HGHQVWUDDW��,Q�YHUEDQG�PHW�GH�YHUNHHUVYHLOLJKHLG�YDQ�
DOOH�YHUNHHUVGHHOQHPHUV�YUDJHQ�ZLM�X�GULQJHQG�RP�KLHU�HFKW�UHNHQLQJ�PHH�WH�
KRXGHQ� 'H .LVV�HQ�5LGH�DDQ�GH�YDQ�(HGHQVWUDDW��LV�EHGRHOG�YRRU�RXGHUV�GLH�KXQ�
NLQG�HUHQ��DI]HWWHQ��(U�ZRUGW�DIVFKHLG�JHQRPHQ�LQ�GH�DXWR�HQ�GH�NLQGHUHQ�JDDQ�
]HOIVWDQGLJ�GH�VFKRRO�LQ�

6SHHO]DDO��J\P]DDO

'H�NLQGHUHQ�LQ�GH�OHHIWLMG�YDQ���HQ���MDDU J\PPHQ�LQ�GH�VSHHO]DDO�
2S�PDDQGDJRFKWHQG HLQGLJHQ GH���HQ���MDDU�XLW�JURHS�%ODXZ�HQ�*HHO PHW�HHQ�
J\POHV�DDQ�GH�3OXWRODDQ��8�NXQW�XZ�]RRQ��GRFKWHU�GDDU RP������ XXU��HYW��KHOSHQ�
ELM�KHW�RPNOHGHQ�HQ��RSKDOHQ��
'H�OHHUOLQJHQ�YDQ���HQ���MDDU�XLW GH�JURHSHQ�%ODXZ�HQ�*HHO�VWDUWHQ�RS�
PDDQGDJPLGGDJ�PHW�HHQ�J\POHV�DDQ�GH�3OXWRODDQ��
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'H�JURHSHQ���W�P���J\PPHQ�DDQ GH�3OXWRODDQ��:LM�YHUZDFKWHQ�GDW�X�XZ�NLQG GDDU
EUHQJW�KDDOW�DOV�GH�OHV�DDQ�KHW�EHJLQ�HLQG�YDQ�GH�VFKRROGDJ�YDOW�

1%��$OOH�NLQGHUHQ�J\PPHQ�LQ�GDDUYRRU�EHVWHPGH�NOHGLQJ��9RRU�GH�NLQGHUHQ�YDQ�
JURHS URRG��JHHO�HQ�EODXZ YHUZDFKWHQ�ZH�GDW�]LM�HHQ�NOHLQH�UXJWDV�PHHQHPHQ�HQ�
GH]H�RS�VFKRRO�KRXGHQ��8 NULMJW�GH]H WDV�UHJHOPDWLJ�PHH�RP�WH�ZDVVHQ�HQ�WH�
FRQWUROHUHQ�
9DQDI�JURHS���LV�HHQ�KDQGGRHN�YRRU�HYHQ�RSIULVVHQ�YHUSOLFKW��(U�PRJHQ�XLWVOXLWHQG�
GHRGRUDQWUROOHUV�JHEUXLNW�ZRUGHQ�

%XLWHQ�VSHOHQ������

'H�NLQGHUHQ�YDQ�GH�JURHSHQ�5RRG��*HHO�HQ�%ODXZ VSHOHQ�RS�KHW�VSHHOGDN�
'H�NLQGHUHQ�YDQ�GH�JURHSHQ�JHHO�HQ�EODXZ�VSHOHQ�·V�PLGGDJV�UHJHOPDWLJ�RS�KHW
VFKRROSOHLQ EHQHGHQ�
'H�NLQGHUHQ�YDQ�GH�JURHSHQ�� W�P���VSHOHQ�RS�KHW�VFKRROSOHLQ�
7LMGHQV�KHW�EXLWHQVSHOHQ�LV�HU�DOWLMG�WRH]LFKW��

7UDNWHUHQ�RS�VFKRRO

$OV�XZ�NLQG�MDULJ�LV�LV�JHZHHVW�ZRUGW�KLHU�DDQGDFKW�DDQ�EHVWHHG�LQ�GH�NODV��(U�
ZRUGW�JH]RQJHQ�HQ�XZ�NLQG�PDJ�WUDNWHUHQ�DDQ�GH�NLQGHUHQ�HQ�GH�OHHUNUDFKW��
,HGHUH�PDDQG�RS�GLQVGDJ�RI�GRQGHUGDJ VWDDW�HU�HHQ�PDDQGRSHQLQJ LQJHSODQG��'H�
MDULJH�NLQGHUHQ�YDQ�GLH�PDDQG�PRJHQ�RS�KHW SRGLXP�NRPHQ�HQ�HU�ZRUGW�YRRU�KHQ
JH]RQJHQ��2RN�NULMJHQ�]H�YDQ�RQV�HHQ�PRRLH�YHUMDDUGDJVNDDUW�HQ�PRJHQ�]H�
JUDEEHOHQ�LQ�GH�VFKDWNLVW�YDQ�MXI�%DUEDUD��+RXGW�X�GH�WUDNWDWLH�EHVFKHLGHQ��(HQ�
VQRHS]DNMH�PHW�HHQ�KRHYHHOKHLG�VQRHS�YRRU�PHHUGHUH�GDJHQ�LV�HFKW�QLHW�QRGLJ��:LM�
VWLPXOHUHQ�KHW�HWHQ�YDQ�JURHQWH�HQ�IUXLW��ZRHQVGDJ��GRQGHUGDJ�HQ�YULMGDJ�]LMQ�
IUXLWGDJHQ�RS�GH�3DSHUFOLS��ZHOOLFKW�NDQ�GH�WUDNWDWLH�KLHURS�DDQVOXLWHQ�
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'H�RYHUEOLMI��

$OV�XZ�NLQG�JDDW�RYHUEOLMYHQ�NXQW�X�KHP��KDDU�DDQPHOGHQ�ELM�GH�762��'LW�NDQ�GRRU�
PLGGHO�YDQ�HHQ�DDQPHOGLQJVIRUPXOLHU��'H]H�LV�YHUNULMJEDDU�ELM�GH�GLUHFWLH�
8�NXQW�GDQ�DDQJHYHQ�RS�ZHONH�GDJHQ�XZ�NLQG�ZHNHOLMNV�RYHUEOLMIW��2S�GH� YDVWH�
RYHUEOLMIOLMVW��GLH�ELM�LHGHUH�NODV�KDQJW��VWDDW�XZ�NLQG�GDQ�JHQRWHHUG��8�KRHIW�
YHUGHU�QLHWV�WH�GRHQ��&RQWUROHHU�UHJHOPDWLJ�RI�XZ�NLQG�RS�GH�YDVWH�RYHUEOLMIOLMVW�
VWDDW��$OOHHQ�DOV�XZ�NLQG�RS�GH�DIJHVSURNHQ�GDJ�QLHW�RYHUEOLMIW�PRHW�X�]LMQ��KDDU�
QDDP�GRRUVWUHSHQ�
$OV�XZ�NLQG�LQFLGHQWHHO�RYHUEOLMIW�NXQW�X�GLW�SHU�GDJ�DDQJHYHQ�RS�GH�RYHUEOLMIOLMVW�
GLH�ELM�LHGHUH�NODV�KDQJW��8�PRHW�GDQ�ZHO XZ�NLQG�DDQJHPHOG�KHEEHQ�ELM�GH�762�
+LHUYRRU�LV�HHQ�IRUPXOLHU�EHVFKLNEDDU�ELM�GH�GLUHFWLH�RI�NXQW�X�GRZQORDGHQ�RS�
ZZZ�NLQGHURSYDQJ�KHHUKXJRZDDUG�QO

'H�NLQGHUHQ�YDQ�GH�JURHSHQ URRG��JHHO�HQ�EODXZ ZRUGHQ�XLW�GH�NODV JHKDDOG�DOV�]H�
JDDQ�RYHUEOLMYHQ��'H]H�NLQGHUHQ�VSHOHQ�ELM�GURRJ�ZHHU�RS�KHW�VSHHOGDN�HQ�]XOOHQ�RP�
������XXU�QDDU�KXQ�NODV�WHUXJJHEUDFKW�ZRUGHQ� 'H�RXGHUH�NLQGHUHQ�JDDQ�]HOI�QDDU�
GH�RYHUEOLMI��

2S�GLQVGDJ� HQ�GRQGHUPLGGDJ�ZRUGW�HU HHQ�VSRUWDDQERG�YHU]RUJG YRRU�RI�QD�KHW�
HWHQ��'LW�DDQERG�ZRUGW�YHU]RUJG�GRRU�+HHUKXJRZDDUG�6SRUW�19��'HHOQDPH�DDQ�GH�
DFWLYLWHLW�LV�JHKHHO�YULMZLOOLJ�
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3HGDJRJLVFK�NOLPDDW
:HQVHOLMN�JHGUDJ�

� +HE�UHVSHFW�YRRU�HONDDU
� +RXG�MH�DDQ�GH�UHJHOV
� 3UDDW�PHW�HONDDU�RYHU�MH�JHYRHO
� +HOS�HONDDU
� 9HUSODDWV�MH�LQ�GH�DQGHU
� /DFK�PHW�HONDDU

'H�RPJDQJVQRUPHQ�YDQXLW�GH�.DQMHUWUDLQLQJ�HQ�RQ]H�YLVLH�]LMQ�RSJHQRPHQ�LQ�RQV�
SHGDJRJLVFK�NOLPDDW��

.DQMHUWUDLQLQJ�
R :H�KHOSHQ�HONDDU
R :H�YHUWURXZHQ�HONDDU
R :H�VSHOHQ�QLHW�GH�EDDV
R :H�ODFKHQ�HONDDU�QLHW�XLW
R :H�GRHQ�QLHW�]LHOLJ

9LVLH�
R :H�KHEEHQ�UHVSHFW�YRRU�RQV]HOI��YRRU�RQ]H�PHGHOHHUOLQJHQ��YRRU�RQ]H�

RXGHUV��GH�OHHUNUDFKW�HQ�RQ]H��VFKRRO�RPJHYLQJ�
R +HW�XLWJDQJVSXQW�LV�YRRUDO�SRVLWLHI�JHGUDJ�WH�EHQDGUXNNHQ�HQ�]R�PLQ�

PRJHOLMN�WH�VWUDIIHQ�

'LW�]LHQ�ZH�JUDDJ�RS�GH�3DSHUFOLS�

9RRU��WLMGHQV HQ�QD�VFKRROWLMG�ZDQGHOHQ�ZH�RS�GH�JDQJ�HQ�SUDWHQ�PHW�HHQ�
]DFKWH�VWHP�

'LW�YHUZDFKWHQ�ZH�YDQ�GH�
OHHUOLQJHQ

'LW�YHUZDFKWHQ�ZH�YDQ�GH�
OHHUNUDFKWHQ

'LW�YHUZDFKWHQ�ZH�YDQ�GH�
RXGHUV

'H�OHHUOLQJHQ�KRXGHQ�]LFK�
DDQ�GH�DIVSUDNHQ��RRN�DOV�HU�
JHHQ�OHHUNUDFKW�LQ�GH�EXXUW�
LV�

'H�OHHUOLQJHQ�ZLM]HQ�HONDDU�
RS�KHW�JRHG�KDQWHUHQ�YDQ�GH�
UHJHO�

'H�OHHUOLQJHQ�ORSHQ�UXVWLJ�HQ�
VWLO�QDDU�EXLWHQ�

'H�URO�YDQ�GH�OHHUNUDFKW�ELM�
KHW�KDQWHUHQ�YDQ�GH�UHJHO�
EOLMIW�EHODQJULMN��

)HHGEDFN�JHYHQ�QDDU�
FROOHJD·V�RYHU�KHW�KDQWHUHQ�
YDQ�GH�UHJHO�

+HW�QDDU�EXLWHQ�JDDQ�ZRUGW�
JRHG�HQ�UXVWLJ�
JHRUJDQLVHHUG�GRRU�GH�
OHHUNUDFKW�

2XGHUV RQGHUVFKULMYHQ�GH�
JDQJ�YDQ�]DNHQ�RS�GH�
3DSHUFOLS� =LM�KRXGHQ�]LFK�
DDQ�GH�DIVSUDNHQ�

2XGHUV�ZLM]HQ�KXQ�HLJHQ�
NLQG�HUHQ� HQ�HONDDU�RS�KHW�
JRHG�KDQWHUHQ�YDQ�GH�UHJHOV�
=LMQ�HU�YUDJHQ�RYHU�KHW�
KDQWHUHQ�YDQ�UHJHOV�HQ�
VDQFWLHV�QHPHQ�RXGHUV�
UHFKWVWUHHNV�FRQWDFW�RS�PHW�
GH�OHHUNUDFKW�
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:H�KRXGHQ�RQ]H�VFKRRO�VFKRRQ�HQ�JDDQ�QRUPDDO�� �QHWMHV��PHW�GH
PDWHULDOHQ�RP��:H�]LMQ�]XLQLJ�RS�RQV�JHERXZ�HQ�RQ]H�VSXOOHQ��

'LW�YHUZDFKWHQ�ZH�YDQ�
GH�OHHUOLQJHQ

'LW�YHUZDFKWHQ�ZH�YDQ�
GH�OHHUNUDFKWHQ

'LW�YHUZDFKWHQ�ZH�YDQ�
GH�RXGHUV

'H�JDQJHQ�ZRUGHQ�JHEUXLNW�
DOV�YHUNHHUVUXLPWH��-DVVHQ��
WDVVHQ�KDQJHQ�RS�
DDQJHZH]HQ�NDSVWRN�

'H�NDVWMHV�YDQ�GH�OHHUOLQJHQ�
ZRUGHQ�PLQLPDDO��[�SHU�
ZHHN�GRRU�GH�OHHUOLQJHQ�
RSJHUXLPG�

'H�NOHXWHUV�UXLPHQ�PLQLPDDO�
�[�SHU�ZHHN�DOOH�NDVWHQ�
QHWMHV�RS�

'H�ERHNHQNDVWHQ�ZRUGHQ�
GRRU�HHQ�YDQ�GH�OHHUOLQJHQ�
YDQ�GH�JURHSHQ�� W�P��
QDJHNHNHQ�

9DQDI�JURHS�� NULMJHQ�
NLQGHUHQ�YHU]RUJHQGH�WDNHQ�
�YHJHQ��ERUG�VFKRRQ�PDNHQ��
NDVWHQ�RSUXLPHQ�HWF���'LW�
JHEHXUW�GLUHFW�QD�VFKRROWLMG�
HQ�KRHIW�QLHW�ODQJHU�GDQ�HHQ�
NZDUWLHU�WH�GXUHQ�

(U�LV�HHQ�RSERXZ�LQ�GH�
EHJHOHLGLQJ�YDQ�KHW�RSUXLPHQ�
YDQ�GH�NDVWMHV�YDQDI�JURHS���
WH�]LHQ�

'H�OHHUNUDFKWHQ�YRHOHQ�
JH]DPHQOLMNH�
YHUDQWZRRUGHOLMNKHLG�YRRU�
KHW�RSUXLPHQ�YDQ�GH�
ERHNHQNDVWHQ�

'H�OHHUNUDFKW�SODQW�ZHONH�
NLQGHUHQ�RS�ZHONH�GDJHQ�
NODVVHQGLHQVW�KHEEHQ�HQ�]LHQ�
HURS�WRH�GDW�GLW�ELQQHQ�HHQ�
NZDUWLHU�]RUJYXOGLJ�JHEHXUW�

2XGHUV�VWLPXOHUHQ�KXQ�
NLQG�HUHQ��RP�WLMG�WH�PDNHQ�
YRRU�GH�NODVVHQGLHQVW�

2XGHUV�VWLPXOHUHQ�KXQ�
NLQG�HUHQ��RP�]RUJYXOGLJ�
PHW�PDWHULDOHQ�RP�WH�JDDQ�
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%LM�YHHOYXOGLJH�HQ�HUQVWLJH�RYHUWUHGLQJ�YDQ�DIVSUDNHQ��UHJHOV�

'LW�LV�DDQ�GH�RUGH�DOV�HHQ�OHHUOLQJ�YHHOYXOGLJ�LV�JHZDDUVFKXZG�GRRU�GH�OHHUNUDFKW�
HQ�HU�HHQ�JUHQV�LV�EHUHLNW��(U�LV�KLHURYHU�UHJHOPDWLJ PHW�RXGHUV�JHVSURNHQ��(U�LV�
GRRU�GH�OHHUNUDFKW�PHW�GH�OHHUOLQJ�HQ�]LMQ��KDDU�RXGHUV�DIJHVSURNHQ�GDW�ELM�HHQ�
YROJHQGH�RYHUWUHGLQJ�GH�GLUHFWLH�LQJHVFKDNHOG�ZRUGW��'LW�LV�LQ�HHQ�
RXGHUJHVSUHNVIRUPXOLHU�JHIRUPXOHHUG�HQ�GH�RXGHUV�KHEEHQ�GLW�IRUPXOLHU�
RQGHUWHNHQG�

�� 'H�OHHUNUDFKW�JHHIW�GH�OHHUOLQJ�HQ��HHQ�RIILFLsOH�ZDDUVFKXZLQJ��+LHU�ZRUGW�
HHQ�YHUVODJ�YDQ�JHPDDNW�HQ�GH]H�ZRUGW�RQGHUWHNHQG�GRRU�RXGHU�HQ�NLQG�

�� 'H�OHHUOLQJ�PHOGW�]LFK�ELM�GH�GLUHFWLH��'H�GLUHFWLH�LQIRUPHHUW�RXGHUV��
YHU]RUJHUV�RYHU�KHW�YRRUYDO�

�� %LM�HHQ�WZHHGH�NHHU�PHOGW�GH�OHHUOLQJ�]LFK�ZHHU�ELM�GH�GLUHFWLH��2XGHUV��
YHU]RUJHUV�ZRUGHQ�XLWJHQRGLJG�RP�KHW�YRRUYDO�WH�EHVSUHNHQ��'H�OHHUOLQJ�
EOLMIW�EXLWHQ�GH�JURHS�WRWGDW�HU�DIVSUDNHQ�JHPDDNW�]LMQ�PHW�RXGHUV�HQ�
OHHUOLQJ��+HW�VFKRROEHVWXXU�ZRUGW�KLHUYDQ�RS�GH�KRRJWH�JHVWHOG�

�� %LM�KHUKDOLQJ�YDQ�JHGUDJ�ZRUGW�GH�OHHUOLQJ�GRRU�KHW�VFKRROEHVWXXU�
JHVFKRUVW���]LH�KLHUYRRU�GH�SURFHGXUH�VFKRUVLQJ�HQ�YHUZLMGHULQJ�YDQ�GH�
VWLFKWLQJ�)ORUH�

%LM�HUQVWLJH�RYHUWUHGLQJHQ��ZDDUELM�YHUEDDO� HQ�RI�OLFKDPHOLMN�JHZHOG�ZRUGW�
JHEUXLNW�WHJHQ�GH�PHGHPHQV��]DO�GH�GLUHFWLH�GLUHFW�FRQWDFW�RSQHPHQ�PHW�GH�
RXGHUV��,Q�GH]H�JHYDOOHQ�EHKRXGW�GH�GLUHFWLH�]LFK�KHW�UHFKW�RP�GLUHFW�RYHU�WH�
JDDQ�WRW�KHW�XLWGHOHQ�YDQ�HHQ�JHOH�NDDUW��(HQ�WZHHGH�JHOH�NDDUW�EHWHNHQW�HHQ�URGH�
NDDUW�HQ�NDQ�OHLGHQ�WRW�VFKRUVLQJ��


