
�`ojJÉå~ÄäÉÇ=~ÖÉåí=éÉåÉíê~íáçå=~ãçåÖëí

Å~ää=ÅÉåíÉêë=áë=ëÉí=íç=áåÅêÉ~ëÉ=ÉáÖÜíÑçäÇ

ÄÉíïÉÉå=NVVV=~åÇ=OMMPÒ

pçìêÅÉW a~í~ãçåáíçê

qeb=fjm^`q=lc=`oj
fk=brolmb^k=`^ii
`bkqbop

`oj=~ÖÉåí=éçëáíáçåë=Äó=Åçìåíêó=áå=ã~àçê=ÉìêçéÉ~å

ã~êâÉíë
pçìêÅÉW=a~í~ãçåáíçê

vÉ~ê
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qÜÉ=Å~ää=ÅÉåíÉê=áë=çåÉ=çÑ=íÜÉ=Ñáêëí=~êÉ~ë=çÑ=íÜÉ=ÄìëáåÉëë=íç

ÄÉ=~ÑÑÉÅíÉÇ=ïÜÉå=ä~êÖÉ=Åçãé~åáÉë=áãéäÉãÉåí=~=éÜ~ëÉÇ

`oj=ëçäìíáçåK=låÉ=îáí~ä=èìÉëíáçå=áë=íÜìëW=ïáää=`oj=Ü~îÉ=~

ëáÖåáÑáÅ~åí=ÉÑÑÉÅí=çå=íÜÉ=ë~äÉë=~åÇ=ëíê~íÉÖáÉë=çÑ=Å~ää

ÅÉåíÉê=ëìééäáÉêë\

a~í~ãçåáíçêÛë=åÉï=êÉéçêí=7qÜÉ=fãé~Åí=çÑ=`oj=áå

bìêçéÉ~å=`~ää=`ÉåíÉêëÒ=~åëïÉêë=íÜáë=èìÉëíáçå=Äó

~ééê~áëáåÖ=íÜÉ=ÉñíÉåí=íç=ïÜáÅÜ=íÜÉ=`oj=ÅçåÅÉéí=~ÑÑÉÅíë

Å~ää=ÅÉåíÉê=~ÅíáîáíáÉëK=fí=~å~äóòÉë=íÜÉ=âÉó=ÇêáîÉêë=áå=íÜÉ

~Ççéíáçå=çÑ=~=`oj=ëçäìíáçå=Äó=~=Å~ää=ÅÉåíÉêI=~ë=ïÉää=~ë

íÜÉ=fq=ÉñéÉåÇáíìêÉ=áå=tÉëíÉêå=bìêçéÉ=êÉä~íÉÇ=íç=`ojK=få

~ÇÇáíáçåI=íÜÉ=êÉéçêí=éêçîáÇÉë=~=ÇÉí~áäÉÇ=~å~äóëáë=çÑ=âÉó

ÅçãéÉíáíçêë=áå=íÜÉ=ÑêçåíJÉåÇ=`oj=ã~êâÉíéä~ÅÉI=~ë=ïÉää

~ë=ÇÉí~áäÉÇ=ëíê~íÉÖáÅ=~å~äóëáë=çÑ=íÜÉ=`oj=áåÇìëíêóK

hÉó=áëëìÉë=áåÅäìÇÉW

^å~äóëáë=çÑ=íÜÉ=`oj=ÅçåÅÉéí

√ ^=ÅäÉ~ê=ÇÉÑáåáíáçå=çÑ=íÜÉ=ÄêÉ~ÇíÜ=~åÇ=ÇÉéíÜ=çÑ=`oj=áë

éêÉëÉåíÉÇ=~åÇ=áíë=ã~åáÑÉëí~íáçå=áå=íÜÉ=Å~ää=ÅÉåíÉê

áåÇìëíêóK==få=~=ã~êâÉí=éä~ÅÉ=ïÜÉêÉ=`oj=áë=íÜÉ=Üçí

íçéáÅI=ìëÉ=íÜáë=áåÑçêã~íáçå=íç=ã~âÉ=ëÉåëÉ=çÑ=î~êáçìë

ÅçãéÉíáåÖ=Åä~áãë=íç=ÄÉ=Ú~=`oj=ëìééäáÉêÛ=~åÇ=íç=Ö~ìÖÉ

íÜÉ=íêìÉ=ã~êâÉí=Ñçê=`oj=êÉä~íÉÇ=ëÉêîáÅÉëK

lîÉêîáÉï=çÑ=íÜÉ=tÉëíÉêå=bìêçéÉ~å=ã~êâÉí=Ñçê=`ojJ

êÉä~íÉÇ=íÉÅÜåçäçÖáÉë

√ ^=ÄêÉ~âÇçïå=çÑ=íÜÉ=éÉåÉíê~íáçå=çÑ=`oj=áåíç=Å~ää

ÅÉåíÉêëI=ÑçêÉÅ~ëí=Äó=~ÖÉåí=éçëáíáçåë=íç=OMMPK==qÜáë=ïáää

Éå~ÄäÉ=óçì=íç=ëáòÉ=íÜÉ=çîÉê~ää=ã~êâÉí=Ñçê=`oj

íÉÅÜåçäçÖáÉë=~åÇ=Ö~ìÖÉ=íÜÉ=êÉîÉåìÉë=íÜ~í=Å~å=ÄÉ

Ö~áåÉÇK

k~íáçå~ä=~åÇ=îÉêíáÅ~ä=ã~êâÉíë=Ñçê=`ojJäÉÇ=íÉÅÜåçäçÖáÉë

áå=íÜÉ=Å~ää=ÅÉåíÉê=~êÉå~

√ ^å=áåJÇÉéíÜ=Åçãé~ê~íáîÉ=~å~äóëáë=çÑ=íÜÉ=çééçêíìåáíó

ïáíÜáå=É~ÅÜ=Åçìåíêó=~åÇ=áåÇÉÉÇI=ïáíÜáå=É~ÅÜ=îÉêíáÅ~ä

ã~êâÉíK==qÜáë=êÉéêÉëÉåíë=ÅêáíáÅ~ä=áåÑçêã~íáçå=Ñçê=íÜÉ

ÇÉîÉäçéãÉåí=çÑ=Éåíêó=ëíê~íÉÖóK==

píê~íÉÖáÅ=áëëìÉë=~åÇ=ÅçãéÉíáíçê=éêçÑáäÉë

√ ^å=ìåÇÉêëí~åÇáåÖ=çÑ=íÜÉ=ÅìêêÉåí=~åÇ=ÑìíìêÉ=éä~óÉêë=áå

íÜÉ=ã~êâÉíK==^=Åçãé~êáëçå=çÑ=éêçÇìÅí=~åÇ=ëÉêîáÅÉ

çÑÑÉêáåÖë=áë=éêçîáÇÉÇI=Éå~ÄäáåÖ=íÜÉ=áÇÉåíáÑáÅ~íáçå=çÑ=íÜÉ

íÜêÉ~í=çÑ=ÅçãéÉíáíáçå=~åÇ=íÜÉ=çééçêíìåáíó=Ñçê

é~êíåÉêëÜáéK

cêçåíJÉåÇ=~ééäáÅ~íáçå=îÉåÇçêë

√ råÇÉêëí~åÇ=íÜÉ=ÅìêêÉåí=~åÇ=ÑìíìêÉ=íÉÅÜåçäçÖáÅ~ä

íêÉåÇë=áå=`ojJäÉÇ=íÉÅÜåçäçÖáÉë=~åÇ=íÜÉáê

áãéäáÅ~íáçåëÑçê=ÑìíìêÉ=ÄìëáåÉëë=ëíê~íÉÖáÉëX

√ ^ÅÅÉëë=íç=ã~êâÉí=ëáòÉë=~åÇ=ÑìíìêÉ=çééçêíìåáíáÉë=Ñçê

íÜÉ= ÅìëíçãÉê=áåíÉê~Åíáçå=ëçÑíï~êÉ=ã~êâÉí=áå

tÉëíÉêå=bìêçéÉK

jáÇÇäÉï~êÉ=éêçîáÇÉêë

√ rëÉ=íÜÉ=êÉéçêí=íç=ÜÉäé=ïáíÜ=ëçäìíáçåë=ÇÉîÉäçéãÉåí=Äó=

ìåÇÉêëí~åÇáåÖ=íÜÉ=êÉèìáêÉãÉåíë=çÑ=íÜÉ=Å~ää=ÅÉåíêÉ

áåÇìëíêó=ïáíÜ=êÉÖ~êÇë=íç=`ojJçêáÉåí~íÉÇ=ëíê~íÉÖáÉëK

bom=îÉåÇçêë

√ fÇÉåíáÑó=ïÜáÅÜ=íÉÅÜåçäçÖáÉë=~êÉ=ÄÉáåÖ=ìëÉÇ=åçï=áå=íÜÉ=

Å~ää=ÅÉåíÉê=~êÉå~I=~åÇ=ïÜáÅÜ=çåÉë=Å~ää=ÅÉåíÉêë=ïáää

ï~åí=íç=Äìó=áå=íÜÉ=åÉ~ê=ÑìíìêÉK

a~í~Ä~ëÉ=ëìééäáÉêë

√ ^å~äóòÉ=íÜÉ=çééçêíìåáíáÉë=ÉãÉêÖáåÖ=Ñêçã=íÜÉ

ÇÉîÉäçéãÉåí=çÑ=Å~ää=ÅÉåíÉêë=~åÇ=ìåÇÉêëí~åÇ=Üçï=íç=

ãÉÉí=ã~êâÉí=åÉÉÇëK

fåíÉääáÖÉåí=ëçÑíï~êÉ=îÉåÇçêë

√ máåéçáåí=íÜÉ=áëëìÉë=ÇêáîáåÖ=ã~êâÉí=ÇÉîÉäçéãÉåí=~åÇ=

Ñçêãìä~íÉ=ã~êâÉí=Éåíêó=~åÇ=Éñé~åëáçå=ëíê~íÉÖóK

póëíÉãë=áåíÉÖê~íçêë

√ fÇÉåíáÑó=ïÜáÅÜ=Å~ää=ÅÉåíÉêë=~êÉ=äççâáåÖ=íç=áåíÉÖê~íÉ=

íÜÉáê=Ç~í~Ä~ëÉë=~åÇ=Åçãé~åó=ëóëíÉãë=áå=íÜÉ=åÉñí=Ñçìê

óÉ~êëI=~åÇ=ÇÉíÉêãáåÉ=ïÜáÅÜ=çíÜÉê=íÉÅÜåçäçÖáÉë=íÜÉó

~êÉ=äáâÉäó=íç=êÉèìáêÉX

√ aÉíÉêãáåÉ=ïÜáÅÜ=îÉêíáÅ~ä=ã~êâÉíë=ïáíÜáå=É~ÅÜ

Åçìåíêó=ïáää=ÄÉ=áåÅêÉ~ëáåÖ=íÜÉáê=ÄìÇÖÉí=Ñçê=ëóëíÉã=

áåíÉÖê~íáçå=åÉñí=óÉ~êK

`~ää=ÅÉåíÉêë=C=ëÉêîáÅÉ=ÄìêÉ~ìñ

√ aáëÅçîÉê=íÜÉ=ëÉêîáÅÉë=ïÜáÅÜ=Å~ää=ÅÉåíÉêë=~êÉ=ãçëí

äáâÉäó=íç=çìíëçìêÅÉI=~åÇ=ëÉÖãÉåí=íÜáë=ã~êâÉí=îÉêíáÅ~ääó

~åÇ=Äó=ÅçìåíêóX

√ ^ëëÉëë=íÜÉ=ê~éáÇäó=ÅÜ~åÖáåÖ=Üìã~å=êÉëçìêÅÉ=éççä=Ñçê=

Å~ää=ÅÉåíÉêë=áå=çêÇÉê=íç=éêçîáÇÉ=ëçäìíáçåë=ÇáêÉÅíäó

í~êÖÉíÉÇ=~í=ÇáÑÑÉêÉåí=ã~êâÉíëK

p`lmb=lc=qeb=obmloq tel=pelria=ob^a=qefp=obmloq\

a^q^jlkfqlo



qofba=C=qbpqba=jbqelalildv

qÜÉ=áåÑçêã~íáçå=Ñçê=íÜáë=êÉéçêí=Ü~ë=ÄÉÉå=Çê~ïå=Ñêçã=~

î~êáÉíó=çÑ=éêáã~êó=~åÇ=ëÉÅçåÇ~êó=ëçìêÅÉëK=a~í~ãçåáíçê

Ü~ë=Å~êêáÉÇ=çìí=ÉñíÉåëáîÉ=áåíÉêîáÉïë=ïáíÜ=äÉ~ÇáåÖ

îÉåÇçêëI=ÉåÇJìëÉêëI=Å~ää=ÅÉåíÉêë=~åÇ=Å~ää=ÅÉåíÉê

~ëëçÅá~íáçåë=çîÉê=ëÉîÉå=bìêçéÉ~å=ÅçìåíêáÉëK=qÜÉëÉ

áåíÉêîáÉïë=Ü~îÉ=~ääçïÉÇ=a~í~ãçåáíçê=íç=ìåÇÉêëí~åÇ=ÉåÇJ

ìëÉê=éÉêÅÉéíáçåë=~åÇ=áåíÉåíáçåë=êÉÖ~êÇáåÖ=`oj

áãéäÉãÉåí~íáçå=~åÇ=Åçåíê~ëí=íÜáë=ïáíÜ=ÄìëáåÉëë=éä~åë

~åÇ=ÇÉîÉäçéãÉåí=çÑ=çÑÑÉêáåÖë=Ñêçã=Å~ää=ÅÉåíÉê=îÉåÇçêëK=

a~í~ãçåáíçê=Ü~ë=Éî~äì~íÉÇ=~=ïáÇÉ=î~êáÉíó=çÑ=äáíÉê~íìêÉ

éìÄäáëÜÉÇ=çå=íÜÉ=ëìÄàÉÅí=çÑ=`ojI=ÇáëÅìëëáçåë=çÑ=íÜÉ=`oj

éÜÉåçãÉåçå=Ñêçã=íÜÉ=ãÉÇá~I=~åÇ=áåÑçêã~íáçå=çå

íÉÅÜåçäçÖáÉëI=çÑÑÉêáåÖë=~åÇ=áãéäÉãÉåí~íáçåë=Ñêçã=éêÉëë

êÉäÉ~ëÉëI=áåîÉëíçê=êÉéçêíëI=ÅçåÑÉêÉåÅÉë=~åÇ=~å~äóëí

ÄêáÉÑáåÖëK==

qÜáë=ëéÉÅáÑáÅ=éêáã~êó=~åÇ=ëÉÅçåÇ~êó=êÉëÉ~êÅÜ=Ü~ë=ÄÉÉå

ÅçãÄáåÉÇ=ïáíÜ=ÉñíÉåëáîÉ=çåÖçáåÖ=êÉëÉ~êÅÜ=Å~êêáÉÇ=çìí=Äó

çìê=`~ää=`ÉåíÉê=~åÇ=`qf=êÉëÉ~êÅÜ=éêçÖê~ãK==a~í~ãçåáíçê

áë=áå=ÅäçëÉ=Åçåí~Åí=ïáíÜ=íÜÉ=ãçëí=áåÑäìÉåíá~ä=ëìééäáÉêë=íç

íÜÉ=Å~ää=ÅÉåíÉê=ã~êâÉí=~åÇ=ÅçãÄáåÉë=íÜáë=ïáíÜ=~å=áåJ

ÇÉéíÜ=ìåÇÉêëí~åÇáåÖ=çÑ=áëëìÉëI=ïçêêáÉë=~åÇ=ãçíáî~íáçåë

çÑ=Å~ää=ÅÉåíÉêë=ã~å~ÖÉêë=íÜêçìÖÜçìí=É~ÅÜ=ëÉÅíçê=~åÇ

îÉêíáÅ~ä=ã~êâÉíK=

`ljm^kfbp=fkqbosfbtba

a~í~ãçåáíçê=ÅçåÇìÅíÉÇ=çîÉê=QM=Ñ~ÅÉ=íç=Ñ~ÅÉ=áåíÉêîáÉïë

ïáíÜ=äÉ~ÇáåÖ=ã~êâÉí=éä~óÉêë=áåÅäìÇáåÖW

fåÇÉéÉåÇÉåí=ëçÑíï~êÉ=îÉåÇçêë

√ ^Åèìáë=p^ √ `áåÅçã

√ `ä~êáÑó √ `çêÉéçáåí

√ bñÅÜ~åÖÉJ=^ééäáÅ~íáçåë √ e~ííçå=_äìÉ

√ låóñ √ mÉÖ~ëóëíÉãë

√ máîçí~ä √ mçáåí

√ mêáãÉ=oÉëéçåëÉ √ páÉÄÉä

√ s~åíáîÉ

póëíÉãë=áåíÉêÖê~íçêë

√ ^åÇÉêëÉå=`çåëìäíáåÖ √ `~é=dÉãáåá

√ `jd √ `ÉåíêçÄÉ

√ dêçìéÉ=_ìää √ f_j

√ hmjd √ mt`

√ pÉã~=dêçìé √ póåíÉÖê~

bom

√ ga=bÇï~êÇë √ _~~å

√ lê~ÅäÉ √ mÉçéäÉëçÑí

√ p^m

a~í~Ä~ëÉ=ëìééäáÉêë==

√ cáëÉêî √ fåÑçêãáñ

√ póÄ~ëÉ

pçÑíï~êÉ=ëìééäáÉêë=

√ fåÑÉêÉåÅÉ √ jçë~áñ

√ kÉíëÅ~éÉ √ pkf

líÜÉê=âÉó=Åçãé~åáÉë

√ `çãé~è √ dÉåÉëóë

√ mä~íáåìã=pçÑíï~êÉ √ páíÉä

√ s~åíáîÉ

oÉëÉ~êÅÜ=jÉíÜçÇçäçÖó
pçìêÅÉW=a~í~ãçåáíçê

_ìáäÇáåÖ=ÄäçÅâë=çÑ=`oj=áå=íÜÉ=Å~ää=ÅÉåíêÉ_ìáäÇáåÖ=ÄäçÅâë=çÑ=`oj=áå=íÜÉ=Å~ää=ÅÉåíêÉ

`çåÅÉéí=çÑ=`oj= `çãé~åáÉë=ëí~íÉÇ
îáÉïë

oÉîÉåìÉ=çÑ=êÉäÉî~åí
Åçãé~åáÉë

péÉåÇáåÖ=çÑ
Å~ää=ÅÉåíêÉë

cb=ëLï `qf pf líÜÉê

réí~âÉ=ãçÇÉä

iÉîÉä=çÑ=ëéÉåÇáåÖ=~ííêáÄìíÉÇ=íç=`ojiÉîÉä=çÑ=ëéÉåÇáåÖ=~ííêáÄìíÉÇ=íç=`oj

mìÄäáëÜÉÇ=çíÜÉê
ã~íÉêá~ä

a^q^jlkfqlo



`ojW=te^q=bu^`qiv=albp=
fq=`ljb=altk=ql\=

`oj=áë=~=îÉêó=Äêç~Ç=ÅçåÅÉéíI=íç=íÜÉ=éçáåí=íÜ~í=ã~åó

Åçãé~åáÉë=~êÉ=åçï=~ÄäÉ=íç=ã~êâÉí=íÜÉãëÉäîÉë=ìåÇÉê

íÜáë=åÉï=Ñ~ëÜáçå~ÄäÉ=ä~ÄÉäK=fí=áë=ÅêìÅá~ä=íÜ~í=~ää

Åçãé~åáÉë=ìåÇÉêëí~åÇ=íÜÉ=ÅçãéäÉñ=áåíÉêêÉä~íáçåë=çÑ=íÜÉ

`oj=ëéÜÉêÉ=áå=çêÇÉê=íç=éáåéçáåí=é~êíåÉêëÜáé=ëíê~íÉÖáÉëK

qÜÉ=êÉéçêí=éêçîáÇÉë=íÜÉ=êÉ~ÇÉê=ïáíÜ=~å=ÅçãéêÉÜÉåëáîÉ

~å~äóëáë=çÑ=íÜÉ=`oj=ÅçåÅÉéíK

hÉó=áëëìÉë=áåÅäìÇÉW=

√ eçï=ÇçÉë=`oj=~ÑÑÉÅí=óçìê=ÄìëáåÉëëX

√ qÜÉ=áãé~Åí=çå=íÜÉ=Å~ää=ÅÉåíÉêë=~ë=~=ã~àçê=ÇáëíêáÄìíáçå=

ÅÜ~ååÉäX

√ qÜÉ=åìãÄÉê=çÑ=`ojJÉå~ÄäÉÇ=~ÖÉåíëX

√ qÜÉ=íÉÅÜåçäçÖó=~åÇ=ÄìëáåÉëë=ëóëíÉãëX

√ qÜÉ=êçäÉ=çÑ=ëìééäáÉêëK

te^q=^ob=qeb=c^`qlop=^ccb`qfkd=
`oj=rmq^hb=fk=`^ii=`bkqbop\

qÜÉ=`oj=î~äìÉ=ëíÉéë=Ñçê=Å~ää=ÅÉåíÉêë
pçìêÅÉW=a~í~ãçåáíçê

c~Åíçêë=~ÑÑÉÅíáåÖ=íÜÉ=ÖêçïíÜ=çÑ=`oj=êÉä~íÉÇ=íÉÅÜåçäçÖáÉë=áå=Å~ää

ÅÉåíÉêë=áå=íÜÉ=rh
pçìêÅÉW=a~í~ãçåáíçê

qÜÉ=êÉéçêí=éêçîáÇÉë=Åçãé~ê~íáîÉ=~å~äóëáë=~åÇ=äáâÉäó=ëéÉÉÇ=çÑ

ìéí~âÉ=áå=É~ÅÜ=çÑ=íÜÉ=ëáñ=ã~àçê=Å~ää=ÅÉåíÉê=ã~êâÉíë=áå

tÉëíÉêå=bìêçéÉW

√ cê~åÅÉX

√ dÉêã~åóX

√ fí~äóX

√ qÜÉ=kÉíÜÉêä~åÇëX

√ pé~áåX

√ rhK

hÉó=ÇêáîÉêë=Ñçê=íÜÉ=ìéí~âÉ=çÑ=`oj=~êÉ=ÇáëÅìëëÉÇW

√ `ìäíìê~äX

√ eáëíçêáÅX

√ iÉÖáëä~íáîÉX

√ pçÅá~äX

√ qÉÅÜåçäçÖáÅ~äK

Recognise the

customer

Get updated profile

of customer

Maximise answers

and questions

Pass new information

for internal analysis

Access information valued

by internal analysis

Increasing

CRM value

p

aofsbo

===fåÜáÄáíçê dççÇ píêçåÖ sÉêó=ëíêçåÖ=jçÇÉê~íÉ

p~íìê~íáçå=Ñ~Åíçêë=Äó=îÉêíáÅ~ä=ã~êâÉí

fãéçêí~åÅÉ of custom er service

`çãéÉíáíáîÉåÉëë=çÑ=íÜÉ=ã~êâÉí

líÜÉêríáäáíáÉëqÉäÉÅçãëcpfåëìê~åÅÉUKrh

kìãÄÉê=çÑ=ÅìëíçãÉêë

kìãÄÉê=çÑ=éêçÇìÅíë

`çãé~åáÉë=ïÉ~äíÜó=ÉåçìÖÜ=íç=áåîÉëí

cêÉèìÉåÅó=çÑ=áåíÉê~Åíáçåë

kÉÉÇ=íç=EåìãÄÉê=çÑ=ÅÜ~ååÉäë=F

kÉÉÇ=íç=EéêçÇìÅí=ÇáÑÑáÅìäí=íç=ëÉääF

rh

a^q^jlkfqlo



^å~äóëáë=ïáíÜáå=íÜÉ=êÉéçêí=áë=ëÉÖãÉåíÉÇ=Äó=îÉêíáÅ~ä

ã~êâÉíë=ïáíÜáå=É~ÅÜ=ÅçìåíêóK==sÉêíáÅ~ä=ã~êâÉíë=~å~äóòÉÇ

áåÅäìÇÉW

√ cáå~åÅá~ä=ëÉêîáÅÉëX

√ qÉäÉÅçããìåáÅ~íáçåëX

√ ríáäáíáÉëX

√ j~åìÑ~ÅíìêáåÖI=ÇáëíêáÄìíáçåI=~åÇ=ÅçåëìãÉê=éêçÇìÅíëX

√ qÉÅÜåçäçÖóX

√ båíÉêí~áåãÉåíX

√ qê~îÉä=~åÇ=íçìêáëãK

elt=c^o=e^p=`oj=mbkbqo^qba
sboqf`^i=j^ohbqp\

tef`e=brolmb^k=`lrkqofbp
obmobpbkq=qeb=jlpq=moljfpfkd
j^ohbqp\

bñéÉåÇáíìêÉ=çå=`oj=íÉÅÜåçäçÖó=áå=ã~àçê=bìêçéÉ~å=ã~êâÉíë
pçìêÅÉW=a~í~ãçåáíçê

`oj=éÉåÉíê~íáçå=çÑ=íÜÉ=bìêçéÉ~å=ã~êâÉí=Äó=îÉêíáÅ~ä=ëÉÅíçêI=NVVVJ

OMMP
pçìêÅÉW=a~í~ãçåáíçê

péÉåÇáåÖ=çå=`oj=áë=ÄêçâÉå=Ççïå=áåíç=áíë=ÅçãéçåÉåíë=íç

ã~âÉ=ëÉåëÉ=çÑ=íÜÉ=ÅçãéäÉñ=ïçêäÇ=çÑ=`ojK=`çãé~åáÉë

ïáää=ÄÉ=~ÄäÉ=íç=~ëëÉëë=íÜÉ=ã~êâÉí=éçíÉåíá~ä=Ñçê=É~ÅÜ

ëÉÅíçê=~åÇ=éä~å=~ÅÅçêÇáåÖäóK

qÉÅÜåçäçÖáÉë=~ëëÉëëÉÇ=áå=íÜáë=êÉéçêí=áåÅäìÇÉW

√ cêçåíJÉåÇ=ëçÑíï~êÉX

√ `q=~ééäáÅ~íáçåëX

√ `qfX

√ fsoX

√ mêÉÇáÅíáîÉ=Çá~äáåÖX

√ ^`aK

a~í~=áåÅäìÇÉë=ëéÉåÇáåÖ=çå=áåÇáîáÇì~ä=íÉÅÜåçäçÖáÉë=ïáíÜáå

É~ÅÜ=å~íáçå~ä=ã~êâÉíI=Éå~ÄäáåÖ=É~ëó=~åÇ=ãÉ~åáåÖÑìä

Åçãé~êáëçåK
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q^_ib=lc=`lkqbkqp

MKM bub`rqfsb=prjj^ov

MKN hbv=cfkafkdp

NKM `^q^ivpq

NKN p`lmb=lc=qeb=obmloq

NKO obmloq=pqor`qrob=

NKP jbqelalildv

NKQ abcfkfqflkp

OKM j^ohbqmi^`b

OKN te^q=^ob=qeb=ollqp=lc=`oj\
√ bîçäìíáçå=çÑ=ÅìëíçãÉê=Å~êÉ
√ tÜ~í=áë=`oj\

OKO te^q=aofsbp=qeb=pr``bppcri=fjmibjbkq^qflk=
lc=`oj\

OKP qeb=olib=lc=qeb=`^ii=`bkqbo=fk=qeb=`oj=pm^`b
√ bîçäìíáçå=çÑ=íÜÉ=Å~ää=ÅÉåíÉê
√ a~í~ãçåáíçêÛë=îáÉï=êÉÖ~êÇáåÖ=íÜÉ=ÇÉÑáåáíáçå=çÑ=`oj

Ñçê=íÜÉ=Å~ää=ÅÉåíÉê

PKM lmmloqrkfqfbp

PKN qeb=brolmb^k=`^ii=`bkqbo=j^ohbq
√ kìãÄÉê=çÑ=Å~ää=ÅÉåíÉêë=áå=ã~àçê=bìêçéÉ~å=ã~êâÉíë
√ kìãÄÉê=çÑ=~ÖÉåí=éçëáíáçåë=áå=ã~àçê=bìêçéÉ~å=

ã~êâÉíë

PKO qeb=fjm^`q=lc=`oj=lk=qeb=brolmb^k=`^ii=
`bkqbo=j^ohbq

√ `oj=éÉåÉíê~íáçå=áå=tÉëíÉêå=bìêçéÉ
√ `oj=éÉåÉíê~íáçå=Äó=Åçìåíêó
√ `oj=éÉåÉíê~íáçå=Äó=îÉêíáÅ~ä=ã~êâÉí

PKP `oj=bumbkafqrob=fk=qeb=tbpqbok=brolmb^k=
`^ii=`bkqbo=j^ohbq
√ `oj=ÉñéÉåÇáíìêÉ=Äó=ã~àçê=bìêçéÉ~å=ã~êâÉí
√ `oj=ÉñéÉåÇáíìêÉ=Äó=áåÇáîáÇì~ä=íÉÅÜåçäçÖó

PKQ=J=PKNM==`lrkqov=pmb`fcf`=^k^ivpfp

co^k`b
√ ^ÖÉåí=éçëáíáçå=ãáñ
√ `oj=~ÖÉåí=éçëáíáçåë=Äó=îÉêíáÅ~ä=ã~êâÉí
√ `oj=ÉñéÉåÇáíìêÉ=Äó=íÉÅÜåçäçÖó

dboj^kv
√ ^ÖÉåí=éçëáíáçå=ãáñ
√ `oj=~ÖÉåí=éçëáíáçåë=Äó=îÉêíáÅ~ä=ã~êâÉí
√ `oj=ÉñéÉåÇáíìêÉ=Äó=íÉÅÜåçäçÖó

fq^iv
√ ^ÖÉåí=éçëáíáçå=ãáñ
√ `oj=~ÖÉåí=éçëáíáçåë=Äó=îÉêíáÅ~ä=ã~êâÉí
√ `oj=ÉñéÉåÇáíìêÉ=Äó=íÉÅÜåçäçÖó

qeb=kbqeboi^kap
√ ^ÖÉåí=éçëáíáçå=ãáñ
√ `oj=~ÖÉåí=éçëáíáçåë=Äó=îÉêíáÅ~ä=ã~êâÉí
√ `oj=ÉñéÉåÇáíìêÉ=Äó=íÉÅÜåçäçÖó

pm^fk
√ ^ÖÉåí=éçëáíáçå=ãáñ
√ `oj=~ÖÉåí=éçëáíáçåë=Äó=îÉêíáÅ~ä=ã~êâÉí
√ `oj=ÉñéÉåÇáíìêÉ=Äó=íÉÅÜåçäçÖó

rh
√ ^ÖÉåí=éçëáíáçå=ãáñ
√ `oj=~ÖÉåí=éçëáíáçåë=Äó=îÉêíáÅ~ä=ã~êâÉí
√ `oj=ÉñéÉåÇáíìêÉ=Äó=íÉÅÜåçäçÖó

a^q^jlkfqlo



PKNN=sboqf`^i=j^ohbq=pmb`fcf`=^k^ivpfp
√ `oj=ìéí~âÉ=ïáíÜáå=îÉêíáÅ~ä=ã~êâÉíë
√ cáå~åÅá~ä=ëÉêîáÅÉë
√ qÉäÉÅçããìåáÅ~íáçåë
√ ríáäáíáÉë
√ líÜÉê=îÉêíáÅ~ä=ã~êâÉíë

QKM fjmif`^qflkp

QKN te^q=albp=fq=jb^k=clo=qeb=`^ii=`bkqbo=\
√ fëëìÉë=Ñçê=íÜÉ=`~ää=`ÉåíÉê
√ fãéäáÅ~íáçåë=Ñçê=`oj=íÉÅÜåçäçÖó=ëìééäáÉê

QKO kbt=t^v=lc=alfkd=_rpfkbpp
√ fëëìÉë=Ñçê=íÜÉ=`~ää=`ÉåíÉê
√ fãéäáÅ~íáçåë=Ñçê=`oj=íÉÅÜåçäçÖó=ëìééäáÉê

QKP kbt=qvmb=lc=`^ii=`bkqbo

RKM `ljmbqfqfsb=bksfolkjbkq
fåÇìëíêó=~å~äóëáë=~åÇ=ÅçãéÉíáíçê=éêçÑáäÉë

√ ^åÇÉêëÉå=`çåëìäíáåÖ
√ `~é=dÉãáåá
√ `ä~êáÑó
√ `çêÉéçáåí
√ lê~ÅäÉ
√ mÉÖ~ëóëíÉãë
√ mêáÅÉt~íÉêÜçìëÉ`ççéÉêë
√ páÉÄÉä
√ s~åíáîÉ

SKM lmfkflk
√ tÜÉêÉ=íÜÉ=ã~êâÉí=áë=ÜÉ~ÇáåÖ=~åÇ=ïÜ~í=íÜáë=ãÉ~åë=

Ñçê=îÉåÇçêë
√ tÉÄJÉå~ÄäÉÇ=Å~ää=ÅÉåíÉêë
√ sÉêíáÅ~ä=ÑçêÉÅ~ëíë

TKM `ljmibjbkq^ov=obpb^o`e

q^_ibp

q~ÄäÉ=NW= `oj=éÉåÉíê~íáçå=áå=ã~àçê=bìêçéÉ~å=ã~êâÉíëI=Äó=
ÅçìåíêóI=NVVUJOMMP

q~ÄäÉ=OW= `oj=éÉåÉíê~íáçå=áå=ã~àçê=bìêçéÉ~å=ã~êâÉíëI=Äó=
îÉêíáÅ~ä=ã~êâÉíëI=NVVUJOMMP

q~ÄäÉ=PW `oj=ÉñéÉåÇáíìêÉ=áå=bìêçéÉ~å=Å~ää=ÅÉåíêÉëI=NVVUJOMMP
q~ÄäÉ=QW= `oj=ÉñéÉåÇáíìêÉ=áå=ã~àçê=bìêçéÉ~å=ã~êâÉíëI=Äó=

íÉÅÜåçäçÖóI=NVVUJOMMP
q~ÄäÉ=RW= bìêçéÉ~å=ÑêçåíJÉåÇ=~ééäáÅ~íáçåë=Å~ää=ÅÉåíêÉ=ã~êâÉíI=

NVVTJOMMP
q~ÄäÉ=SW bìêçéÉ~å=Å~ää=ÅÉåíêÉ=ëáíÉëI=NVVUJOMMP
q~ÄäÉ=TW= j~àçê=bìêçéÉ~å=ã~êâÉíë=~ÖÉåí=éçëáíáçåëI=NVVUJOMMP
q~ÄäÉ=UW= `oj=éÉåÉíê~íáçå=áå=ã~àçê=bìêçéÉ~å=ã~êâÉíëI=

NVVVJOMMP
q~ÄäÉ=VW= `oj=éÉåÉíê~íáçå=áå=ã~àçê=bìêçéÉ~å=ã~êâÉíëI=Äó=

ÅçìåíêóI=NVVUJOMMP
q~ÄäÉ=NMW= `oj=éÉåÉíê~íáçå=áå=ã~àçê=bìêçéÉ~å=ã~êâÉíëI=Äó=

îÉêíáÅ~ä=ã~êâÉíëI=NVVUJOMMP
q~ÄäÉ=NNW= `oj=ÉñéÉåÇáíìêÉ=áå=ã~àçê=bìêçéÉ~å=ã~êâÉíëI=

NVVUJOMMP
q~ÄäÉ=NOW= `oj=ÉñéÉåÇáíìêÉ=áå=ã~àçê=bìêçéÉ~å=ã~êâÉíëI=Äó=

íÉÅÜåçäçÖóI=NVVUJOMMP
q~ÄäÉ=NPW `oj=~ÖÉåí=éÉåÉíê~íáçå=áå=cê~åÅÉI=NVVVJOMMP
q~ÄäÉ=NQW= `oj=~ÖÉåíë=áå=cê~åÅÉI=Äó=îÉêíáÅ~ä=ã~êâÉíI=NVVVJOMMP
q~ÄäÉ=NRW= `oj=ÉñéÉåÇáíìêÉ=áå=cê~åÅÉI=Äó=íÉÅÜåçäçÖóI=NVVVJOMMP
q~ÄäÉ=NSW= `oj=~ÖÉåí=éÉåÉíê~íáçå=áå=dÉêã~åóI=NVVVJOMMP
q~ÄäÉ=NTW= `oj=~ÖÉåíë=áå=dÉêã~åóI=Äó=îÉêíáÅ~ä=ã~êâÉíI=

NVVVJOMMP
q~ÄäÉ=NUW= `oj=ÉñéÉåÇáíìêÉ=áå=dÉêã~åóI=Äó=íÉÅÜåçäçÖóI=

NVVVJOMMP
q~ÄäÉ=NVW= `oj=~ÖÉåí=éÉåÉíê~íáçå=áå=fí~äóI=NVVVJOMMP
q~ÄäÉ=OMW= `oj=~ÖÉåíë=áå=fí~äóI=Äó=îÉêíáÅ~ä=ã~êâÉíëI=NVVVJOMMP
q~ÄäÉ=ONW= `oj=ÉñéÉåÇáíìêÉ=áå=fí~äóI=Äó=íÉÅÜåçäçÖóI=NVVVJOMMP
q~ÄäÉ=OOW= `oj=~ÖÉåí=éÉåÉíê~íáçå=áå=íÜÉ=kÉíÜÉêä~åÇëI=NVVVJOMMP
q~ÄäÉ=OPW= `oj=~ÖÉåíë=áå=íÜÉ=kÉíÜÉêä~åÇëI=Äó=îÉêíáÅ~ä=ã~êâÉíI=

NVVVJOMMP
q~ÄäÉ=OQW= `oj=ÉñéÉåÇáíìêÉ=áå=íÜÉ=kÉíÜÉêä~åÇëI=Äó=íÉÅÜåçäçÖóI=

NVVVJOMMP
q~ÄäÉ=ORW= `oj=~ÖÉåí=éÉåÉíê~íáçå=áå=pé~áåI=NVVVJOMMP
q~ÄäÉ=OSW= `oj=~ÖÉåíë=áå=pé~áåI=Äó=îÉêíáÅ~ä=ã~êâÉíI=NVVVJOMMP
q~ÄäÉ=OTW= `oj=ÉñéÉåÇáíìêÉ=áå=pé~áåI=Äó=íÉÅÜåçäçÖóI=NVVVJOMMP
q~ÄäÉ=OUW= `oj=~ÖÉåí=éÉåÉíê~íáçå=áå=íÜÉ=rhI=NVVVJOMMP
q~ÄäÉ=OVW= `oj=~ÖÉåíë=áå=íÜÉ=rhI=Äó=îÉêíáÅ~ä=ã~êâÉíI=NVVVJOMMP
q~ÄäÉ=PMW= `oj=ÉñéÉåÇáíìêÉ=áå=íÜÉ=rhI=Äó=íÉÅÜåçäçÖóI=NVVVJOMMP
q~ÄäÉ=PNW= `oj=~ÖÉåí=ìéí~âÉ=éÉê=ÅçìåíêóI=áå=cáå~åÅá~ä=pÉêîáÅÉëI=

NVVVJOMMP
q~ÄäÉ=POW= `oj=~ÖÉåí=ìéí~âÉ=éÉê=ÅçìåíêóI=áå=

qÉäÉÅçããìåáÅ~íáçåëI=NVVVJOMMP
q~ÄäÉ=PPW= `oj=~ÖÉåí=ìéí~âÉ=éÉê=ÅçìåíêóI=áå=ríáäáíáÉëI=NVVVJOMMP
q~ÄäÉ=PQW= `oj=~ÖÉåí=ìéí~âÉ=éÉê=ÅçìåíêóI=áå=líÜÉê=sÉêíáÅ~äëI=

NVVVJOMMP
q~ÄäÉ=PRW= bìêçéÉ~å=ÑêçåíJÉåÇ=~ééäáÅ~íáçåë=Å~ää=ÅÉåíêÉ=ã~êâÉíI=

NVVTJOMMP
q~ÄäÉ=PSW `oj=ÉñéÉåÇáíìêÉ=áå=bìêçéÉ~å=Å~ää=ÅÉåíêÉëI=NVVUJOMMP
q~ÄäÉ=PTW `oj=ÉñéÉåÇáíìêÉ=áå=bìêçéÉ~å=Å~ää=ÅÉåíêÉëI=NVVUJOMMP
q~ÄäÉ=PUW `oj=ÉñéÉåÇáíìêÉ=áå=bìêçéÉ~å=Å~ää=ÅÉåíêÉëI=NVVUJOMMP

a^q^jlkfqlo


