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1UJHQ LORQ * LRXS &KLHI ([ HEXVIYH

, bP SOHDVHG WR EH DEOH WR LQWURGXFH RXU DQQXDO
FXVWRPHU UHSRUW RXWOLQLQJ WKH ZRUN WKDW ZH KDYH
EHHQ GRLQJ WR LPSURYH RXU VHUYLFHV DQG VHUYH

WKH FRPPXQLWLHY ZKHUH \RX OLYH

‘H NQRZ WKDW ZH QHHG WR LPSURYH DQG DUH
ZRUNLQJ WR UHIRFXV RQ ZKDW UHDOO\ PDWWHUV
SURYLGLQJ KRPHVY DQG QHLJKERXUKRRGYV WKDW \RX
DUH SURXG WR OLYH LQ

:KDW , DP PRVW SURXG WKLV \HDU LV WKH

GLIIHUHQFH 7ULGHQW KDYH PDGH WR FRPPXQLWLHV
DFURVV WKH 0OLGODQGY SURYLGLQJ VHUYLFHV WR VRPH
RI WKH PRVW YXOQHUDEOH LQ VRFLHW\

= T

,Q WLV IWXH

+RZ ZHP DNHD GUIHHOFH q . HHSIQJ \ RX lQRWP HG

+RZ ZHGG W HDU : $ @Q &DGGEFN 5 HVIGHQWE \RU
5 HSDLLY SHURWP DQFH :, &RP SOLQW + DQGIQ

2 XU5 HSDILY 3 WRP IVH 1 3WRXGRI \ RXUQH.J KERXIKRRG
+HS XVW NHHS \ RX VDIH o * HMQJ VR NQRZ \ RX EHWU
<RXUQHI KERXIKRRG % 0\ 7UGHMB RURO

/[ DMWQLQI R\ RX Y +RZ Z HIHGRIQJ

L
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$W 7TULGHQW ZH DUH SURXG WR VHUYH \RX
2YHU WKH SDVW \HDU ZH KDYH VXSSRUWH (
UHDOO\ GLIILFXOW SRLQWV RI WKHLU OLYH
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YV
‘H NQRZ WKDW ZH KDYH ZRUN WR GR YH WKH
VHUYLFH \RX UHFHLYH DQG WKLV \HDU H EHHQ

ZRUNLQJ RQ DOO DUHDV RI RXU RUJDQLYV

:KLOH ZH KDYH RQO\

VHHQ D VPDOO LQFUHDVH LQ
UHVLGHQW VDWLVIDFWLRQ ZH
KRSH WKDW WKH
LPSURYHPHQWY RYHU WKH
QH[W \HDU ZLOO VHH WKHVH
VFRUHY LPSURYH DQG

PRVW LPSRUWDQWO\ IRU \RX
WR H[SHULHQFH D EHWWHU
VHUYLFH RYHUDOO

'H ZLOO FRQWLQXH WR
OLVWHQ DQG OHDUQ IURP
\RXU IHHGEDFN
FRPSODLQWVY DQG
FRPPHQWY +DYH \RXU
VD\ RQ RXU VHUYLFH E\
MRLQLQJ RXU SDQHOV

)
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‘H NQRZ WKDW RQH ROWRKHHYLHZHG RXU

PRVW LPSRUWDQWRIOWXBIFMRY DQG KD-Y-H,PRY.HG
\RX LV KDYLQJ D BRPHIURP VRPH RI RXU

WKDW \RX DUH SUFRXQ®V WRFWIRMWH IROORZLQJ

LQ DQG KDYLQJ DUHVXOWYV LQ WKH UHSBLUVVXUYH\

HIFHOOHQW UHS DLQGVIHHGLEHHFN IURP
LYV SDUW RI WKDWHVLGHQWYV

‘H KDYH EHHQ LPSURRDR@ILQXH WR UHYLHZ WKLYV

RXU UHSDLUV VHVYMUNHPA¥RDQG ZLOO EH

LPSURYH WKH VHDYDRK QFXQJ IXUWKHU

UHFHLYH 7KLV LORDRGHIW DQG LPSURYHPHQWYV

XQGHUWDNLQJ D RRHIGWRE®H[W \HDU

UHSDLU UHYLHZ ZLWK

UHVLGHQWY WR VHHZERBDMARX WR EH

PDWWHUV PRVW WEBYWRONPG VR SOHDVH MRLQ
RXU UHSDLUV SDQHO RU RXU

7KLV OHG WR WKWFUXWLQ\ SDQHO ORRNLQJ DW

HPSOR\PHQW RI IKRRIZGVFDQ LPSURYH E\

DQG 5HSDLUV WR®D OHUW Q J RU

RYHUVHH FRQWUBPWROVQJ

HQVXULQJ WKDW RRIPPKWLW\HQJDJHPHQW

YDOXH IRU PRQH¥WULGHQWJURXS RUJ XN
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0 DNLQJ VXUH\ RX KDYH KRP HVWR EH
SURXGRI

'H ZLOO

SHVSRQG WR HPHUJHQF\ VRPHWKLQ
RU \RXU KRPH LQ XQGHU KRXUV

$SWWHQG DOO UHSDLUV ZLWKLQ ZI

ODNH VXUH YXOQHUDEOH UHVLGHQ
DWWHQWLRQ PRUH TXLFNO\

'R UHSDLUV RQ IL[IWXUHYV DQG ILW
WRLOHWYVY HOHFWULFV DQG UDG

‘H DOVR ORRN DIWHU WKH RXW\
ZLQGRZV GRRUV SLSHUV URRI

/IRRN DIWHU DOO ZDWHU JDV
VA\VWHPV ZH SXW LQWR \RXU KF

&DUH IRU FRPPXQDO DUHDV I

H DVN \RX WR

5HSRUW DQ\ UHSDLUV WR XV DV VRRQ DV \RX
FDQ VR ZH FDQ IL[ WKHP DV VRRQ DV
SRVVLEOH

'R PLQRU '",< ZRUNV WKDW \RX FDQ GR XVLQJ
KRXVHKROG WRROV

/IRRN DIWHU DQG IL[ DQ\WKLQJ \RX KDYH SXW LQWR \RXU
KRPH ZLWKRXW DVNLQJ XV

OLQRU FDUH VXFK DV SXWWLQJ LQ QHZ WRLOHW VHDWYV
OLIJKWEXOEV RU XQEORFNLQJ VLQNYV

.HHSLQJ \RXU KRPH ZHOO GHFRUDWHG

&KHFNLQJ \RXU ILUH DODUP UHJXODUO\ DQG NHHSLQJ \RXU
KRPH ZDUP DQG ZHOO YHQWLODWHG

$0zZzD\V KDYH KRPH FRQWHQWY LQVXUDQFH
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‘H WDNH VHULRXVO\ WKH
LPSRUWDQFH RI NHHSLQJ
\RX VDIH LQ \RXU KRPH

7KDWUV ZK\ WKLV \HDU ZH
KDYH LQYHVWHG LQ \RXU
VDIHW\ DQG FRPSOLDQFH
WHDPV LQFOXGLQJ LQ D
6DIHW\ DQG &RPSOLDQFH
ODQDJHU DQG *DV DQG
(OHFWULF ODQDJHU

‘H DOVR DSSOLHG IRU

DGGLWLRQDO IXQGLQJ ZKLFK

KDV VXSSRUWHG ILUH

VDIHW\ XSJUDGHV LQ RYHU
KRPHV ODVW \HDU

7TKHVH LQFOXGHG ILWWLQJ

ILUH VDIHW\ GRRUV DQG ILUH

VWRSSLQJ PHDVXUHYV

ZKLFK ZLOO NHHS W

KRPHV VDIH

§T1AR TeAtq8

+DSS\ VUDW RXU
KRP HL/WDIH

+RZ \ RX FDQ KHG

o

* HWQWRXFK Ll \ RX RUVRP HRQH LQ\ RXU
KRP HKDV D GIVDELDV RUP D QHHG KH®
VR HVFDSH 1Q DQ HP HUHQR\ $ VN IRUD
3((3RQ

. HHS HVFDSH WIRXWV FGDUDQG WG\

/ RRN DIWU\ RXUH EINHV P RELOW DQG
H VFRRWLY DQG FKDU H Z I D FRUHFW
FKDUHU' ROWARMHWHP 1Q

FRP P XQDCDUHDV

$Q@ D\ VERRN\ RXUDSSRIQW HQWRU
JDV ILH DQG HBFWIE FKHENV

Q 09O
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6LQFH -XQH ZH KPWISDUW RI WKH FRQ YUDFW ZH

EHHQ ZRUNLQJ ZLWKDURXE® RDWAH FKHEN XS XVLQJ

*URXS WR PDNH VXU @ RMDWLAXUWRUWDO ,1 \RX DUH

JURXQGV DQG FRPPXR@ODSS\ ZLWK WKH VHUYLFH

JDUGHQV DUH NHSW RHOBUBIQBHWHIGYXLQJ SOHDVH OHW
XV NQRZ E\ HPDLOLQJ

7KH\ YLVLW HYHU\ QHIMW B RXWVKRIRGFHVWHDP#WULGHQW

WZLFH SHU PRQWK LQURKIS RXB PN

DQG RQFH SHU PRQWK LQ WKH

ZLQWHU 7KH\ FXW WHHDARP PXOYROORRNLQJ IRU

JUDVV WULP EDEFN S OWD/ODIWWHDEKD WEIGRQV LQ \RXU

KHGJHV QHLJKERXUKRRGV WR KHOS XV
PRQLWRU WKH ZRUNV GRQH LQ
\RXU DUHD ,I \RX DUH
LQWHUHVWHG \RX FDQ VSHDN WR
RXU HQJDJHPHQW WHDPV RQ
FRPPXQLW\HQJDJHPHQW#WUL
GHQWJURXS RUJ XN RU FDOOLQJ
WKHP RQ

<RX FDQ DOVR UDLVH DQ\ LVVXHV ZLWK \RXU EXLOGLQJ FDUH
DVVLVWDQWY ZKHQ WKH\ YLVLW \RXU QHLJKERXUKRRG HDFK ZH

§ T Tolits ‘
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+RZ Z HKDYH DRWG RQ Z KDWZ H KHDUG

HZ L

« &SRQWLQXH WR YLVLW
QHLIJKERXUKRRG DFUR
UHJLRQ PDNLQJ VXUL
WR VSHDN WR RQH RI

« , PSURYH RXU FRPSODLI
OHDUQLQJ IURP WKHP

‘H ZDQW WR KHDU \RXU YRLFH DQG KDYH \RRUJR¥Y. VRO KYWDIE H
RXU VHUYLFHV 7KLV \HDU ZH KDYH ODXQFKHG QHZ UHVLGHQW D
OHDVHKROGHU SDQHOV LQFOXGLQJ RXU %G Y BYHXMERE SOQ
&RPPXQLFDWLRQV 3DQHO &RPSODLQWYV 3DRRABRHIGE RRY ERD&d
QHZ /HDVHKROGHU 3DQHO ZDQWHG XV WR ORRN
UHSDLUV DQG FRWPSID D
:H DOVR UHIUHVKHG RXU FXVWRPHU YRLFHF WU RRPSOIRGRW QUQR WK
RXU FXVWRPHU YRLFH JURXS &9* UHIOHFWYRRXHR&KB YHYI SN R
DQG WKH DUHDV ZH DUH EDVHG LQ 6RPH RI WKR RRFPNVVHV DU
DYDLODEOH LQ RXU FXVWRPHU YRLFH LPSDFW UHSRUW
.« IDXQFKLQJ RXU P\VWH
'H DOVR WRRN SDUW LQ D QDWLRQDO FDPYBRIP WDIFNDB 1401 RBRE |
KRXVLQJ VWLJPD 7KLV LQFOXGHG D YLVLWKVRKE Z3bG8RYMHB @<L,
VRPH RI RXU &9* PHPEHUV UHSUHVHQWHG YJKW DQG LPSURYH

6 Sh=XJ* X\&6 Ja=&
J=XG 7 N ©$ SS ha

‘ 7XGSSHaNh  J

-RLQ D SDQHO VFUXWQ\ J LRXS RU
EHDP\ WU \VKRSSHU
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KRZ Z HNHHS

\ RX LQIRWP HG ,1)250('
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H KDYHQ WWRS SHG VKHUH

$IWHU \RXU IHHGEDFN ZH ODXQFKHG

QHZ ZD\V WR NHHS \RX LQIRUPHG

EDVHG RQ FXVWRPHU SUHIHUHQFHYV

7KLY LQFOXGHYVY WH[WLQJ \RX D UHOHYDQW
VWRU\ DERXW RXU VHUYLFHV HDFK

PRQWK DV ZHOO DV DQ H QHZVOHWWHU

N& 7°XGS-SH
*\V/ bNL SS5J

WY FEDUWWDVWUGHQE FRP P XQIFDURQV\MDP KDV SURIMYHG UHBIYDGRH FDUW DQG
DFFHWIELQN 1OWMY UHGHVI Q DO QQ) \KH Z HEVW Z W \WH RU DQVDIRQY/ J RDWR)
WDQSDUHR DQG UMGHONHQI DI HP HOD

5HMGHOW XRWM

STHAR TAIGS ~RIQ 2 XU&RP P XQIFDWRQV 3DQHO

FRP P P XQUFDVRQW
WIGHQW LRXS RW XN
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$W 7ULGHQW ZH ZDQW WR PDNH D VDIH DQG LQFOXVLYH VSDFH
‘H EHOLHYH LQ RIITHULQJ D VHUYLFH WKDW ZRUNV IRU \RX 2XU V
PDQ\ GLITHUHQW EDFNJURXQGYV DQG ZLWK PDQ\ GLITHUHQW QHHC
JUHDW ZRUN ZH GR VXSSRUWLQJ SHRSOH WR DFKLHYH WKHLU G

+RUVH UDFLQJ LVQUW MXVW D KREE\ IRU $0DQ &DGGLFN x LWUV
+H KDV PHPRULVHG HYHU\ *UDQG 1DWLRQDO ZLiQ@ Hi}/VLQFH WKH
DQG WKLV \HDU WKDQNV WR WKH VXSSRUW RI 7¥LE¥dW VXSSRU
*DU\ DQG .HQQ\ $0DQ VHW RIl RQ WKH WULS RI D OLIHWLPH HL.
XQIRUJHWWDEOH GD\V LQ %ODFNSRRO FXOPLQDWLQJ, LQ *UDQG
ZHHNHQG DW $LQWUHH

$ODRD¥XWLXWRLFK LQ VRPH SHRSOH FDQ DIIHFW WKHLU . FRQILGHQ
LQ VRFLDO HQYLURQPHQWY ZKLFK PDGH KLPLGREFXPHQWLQJ KLV
WKURXJK D GHWDLOHG GLDU\ DQG D @RhYHO\ YLGHR YORJ DV SDU
6 XSSRUWHG +RXVLAIXYKEBOPFOUHQPSUHVVLYH

$0DQUV GLDU\ LVQUW MXVW D UHFRUG RI D UDFH LWUV D FHOHI
LQGHSHQGHQFH MR\ DQG VXSSRUW :LWK D OLWWOH KHOS IURF
WHDP $0ODQ WXUQHG D SHUVRQDO GUHDP LQWR UHDOLW\ DQG U
KLV VWDU TXDOLW\ LQ IURQW RI WKH FDPHUD LQWHUDFWLQJ ZLV
79 SXQGLWYV
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7KLV \HDU ZH KDYH EHHQ ORRNLQJ WR LP
KDOGOLOJ DOG WR OHDU OHVVROV IURP
+DSS\ Z MK KRZ Q QJ DQ Q Q

Z HKDQG®

:H KDYH D VSHFLDOLVW WHDP WR PDQDJH
FRP SOLOW

JHW D UHVSRQVH LQ WKH VHW WLPHVFDOH
, FROODWLQJ WKH WUHQGYV DQG HQVXULQJ

‘H DOVR KRVWHG &RPSODLQWYV $ZDUHQHV
DFURVV RXU DUHDV WR H[SODLQ KRZ WR F
EHQHILWY RI VSHDNLQJ WR 7ULGHQW

-

$ FRP SMIOWYZ KHQ VRP HWKIQJ JRHV
Z LRQJ Z WK RXUVHUYLFH %RRNLQJ D
UHSDLWRUW@QJ XV DERXWDQW VRFADO
EHKDYLRXU FO\WHG DV D

FRP SOLOW

. KDWYV RXUFRP SMLQW SURFHW!

6VMIH?2 QH

'KHQ \RX UDLVH D FRPSODLQW ZH ZLOO OHW \RX
NQRZ ZH KDYH JRW \RXU FRPSODLQW LQ XQGHU
ZRUNLQJ GD\V

. $ PDQDJHU ZLOO WKHQ UHYLHZMRXU FDVH DQG
VSHDN WR \RX DERXW \RXU FRPSODLQW EHIRUH
VHQGLQJ \RX D UHVSRQVH LQ ZRUNLQJ GD\V

6VBIH7ZR L\ RX DIHWM@XQKDSS\ \ RX FDQ HVFDOIW LW

:KHQ \RX HVEDODWH D FRPSODLQW ZH ZLOO OHW \RX NQRZ ZH K
GD\V <RX QHHG WR DVN XV WR GR WKLV ZLWKLQ ZRUNLQJ GD\
« $ VHQLRU PDQDJHU ZLOO WKHQ UHYLHZ \RXU FDVH DQG VSHDN W
\RX D UHVSRQVH LQ ZRUNLQJ GD\V

.l \RX DUH VWLOO XQKDSS\ DIWHU JRLQJ WKURXJK WKH FRPSODL
YRXVLQJ 2PEXGVPDQ
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URXJK VOHHSLQJ IDFLQJ GRPHVWLF DEXVH DQG PHQWDO
KHDOWK FKDOOHQJHV

7KLV \HDU ZH ZLOO EH FRQWLQXLQJ WR ZRUN ZLWK ORFDO
FKDULWLHY DQG VHUYLFHVY OLNH WKH 3ROLFH DQG )LUH
EULIDGH FRQWLQXH WR DGG YDOXH WR WKH
QHLIJKERXUKRRG ZKHUH \RX OLYH

+ HGLQJ \ RX THHOWDIH LQ\ RXUKRP H

‘H NQRZ WKDW DQWL VRFLDO EHKDYLRXU $6% FDQ EH IULJKWH
KRPH DQG QHLJKERXUKRRG

‘H WDNH UHSRUWYVY VHULRXVO\ DQG DFW RQ UHSRUWY PDGH WR .
VROYH WKHVH LVVXHV 7KLV FDQ LQFOXGH SK\VLFDO PHDVXUHV
E\ VXSSRUWLQJ \RX WR UHVROYH LVVXHV ZLWK \RXU QHLJKERXU
WKH SHUSHWUDWRU

‘H ZLOO FRQWLQXH WR VXSSRUW UHVLGHQWYV DIIHFWHG E\ $6% |
ZKR LV KHUH WR KHOS VKRXOG \RX QHHG KLP

+DSS\ Z WK KRZ " R\RXKDYH$ QW 6RADO
KDQG® DQW VRADO YHKDY LRXU FROFHUQV
EHKDYIRXU

(;:9 <0.04;> :1 B:?< <0;:<> A0 A47

- IWIQ ZRWQI GD\ IRUKLIK UWN
LQFLGHQW  VHURXV

- IWIQ ZRWQI GD\VIRUP HGLXP
UVN LOFIGHQW P LQRU
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7 K LS/D W WDZHK D YEHH HVWQ U \ MWRH W R Q R\R XE H W 96 HOLH DQUIP R UBHE R XRAKZ HF D Q
LPSURYH WKH VHUYLFH \RX UHFHLYH PDNLQJ VXUH \RX JHW D

IDVWXPPHRXBROOHDIDWWRHKERPHNYQGOGVNHARBXT XHVWDE RXRWXD Q GR X U

IDPLH VSRMWMRYHU UHVLGIHD WHHSHULRE D URR QBIERWWHR KR ZH
FDQ EHVW VXSSRUW WKHP

‘H DUMWEDOODQGLVLWHYLGCMWRSBSEDWNHMGEGDWB DVNWKDRKFRPS O WWH
VXUY HWHOQR XD UHR QWD BWWHKEBEHR UHHN Q RW KHRUHAHFD @G R, I\RXZR X 3G N H

WRHXS/\RXFDEGDRWNRSGDWNKUQIRUPDDMIARIZILOG\RXWRSULBFUDRU
D YRXFKHU

KDWZ H UH GRLQJ GLI I HUHQW®

HKDYH FKDQIHGKRZ ZH GR WIQIV EDVHG RQ\ RXUIHHGEDAN

‘H KDYH ODXQFKHG D WH[W VHUYLFH DQG H
QHZVOHWWHU DIWHU FXVWRPHUV WROG XV WKDW ZDV
WKHLU SUHIHUUHG ZD\ WR EH FRQWDFWHG

([ =2

$GDSWHG RXU YXOQHUDELOLW\ SROLF\ DQG
HPEHGGHG LW LQWR RXU FXOWXUH WR PDNH

VXUH WKDW UHVLGHQWY ZLWK YXOQHUDELOLWLHYV JHW
D VHUYLFH WKDW ZRUNV IRU WKHP

([ =2

'H UHFHLYHG UHSRUWY RI GDPS DQG PRXOG

DQG KDYH UHVSRQGHG WR DOO RI WKHP :H FORVHG
FDVHVY DQG DUH QRZ PRQLWRULQJ WKH UHVW

KHOSLQJ SHRSOH VWD\ KHDOWK\ LQ WKHLU KRPHV

([ =3






/ DWN HDUZ H FRP SGIWAG UHSDLWV

: HDQVZHWHG R RXUHP HJHCR UHSDILY 1Q
: HDQVZHWHG R DORKHUUHSDILY 1Q
Rl RXUKRP HV DUH NHSWR D GHFHQWKRP HV

\MIQEDS P HDQIQJ \WH. DUH VDIH DQG Z HOP DIQEICHG

. HHSIQJ \ RX WDIH RQH FKHFN DWD WP H
R D@ DV FKHANV Z HUH GRCH
R D@ILUH UWN DWHWP HQNV GRCH

R DODVEHVRY VXLYH V GRCH

R DB IRGH® UWN DWHWP HQNV GRCH

R DODWKHANY GRQH
DQWNVRADCEHKDYIRXUFDVHV Z HIH RSHQHG SHU
UMGHQNZIW  EHQJ FOWHG DV KDM FUP HV

,_—_ / DWN HDUZ H UHFRHLYHG FRP SOLOW

COMPLAINT SHU CRERY

o Z HUH \WHQ HVFDOWG \R VHQRUP DQDJ HP HQW

o —— . HUHSOHGZIKQ  ZRINQ) GD\ VIRUMBIH FRP SDIQV

o —— R\KH WP H

o —— 2 XUVHQIRUP DQDJ HY UHS@HG Z WIQ IRU
WWH FRP SDIQV R\WH WP H

) RUHYHU. SRXQG Z HWHFHLYH Z HVSHQG
RQ\ RXUKRP HV1Q UHSDLWVDQG [P SLRYHP HQW
RQ RXUKRXVQJ VHUYLFHV
RQ EXLGBIQ) QHZ KRP HV

- RIQ ROH RI RXUUIHVIGHQWSDOHY VR KDYH \ RXUVD\
FD©@ RUHP DO



