P SDFWb HSRUNV

-XO® sgsu - X(Hsgsv

777 XFSKHDUADQG RU
tru zzu rwqq




2

7KLV 2XWFRPHYV ODQDJHPHQW 5HSRUW LQFOXGHV NH\ GDWD IURF
VWUDWHJILF GDVKERDUGV ILQDQFLDO UHSRUWY KXPDQ UHVRXUF
DOQG LQLWLDWLYHV

7R HQVXUH WKDW VHUYLFH VSHFLILF QHHGV DUH FRQVLGHUHG W
PDQDJHPHQW SODQ LQFOXGHV REMHHFDAK NV UNWKEW WK B VS B& Y X
SURYLGHV FRPPXQLW\ DQG HPSOR\PHQW VHUYLFHV FRPPXQLW\
7KLV UHSRUW LV D FRPSUHKHQVLYH VXPPDU\ Rl DOO DVSHFWV RI
REMHFWLYHV WKDW ZHUH VHW LQ HDFK RI RXU VHUYLFH OLQHYV

(IIHFWLYHQHVV 2EMHFWLYHV (IILFLHQF\ 2EMHFWLYHV

e 8OLHQWYV VHW DQG DFKLHYH«SHUMRODO GIEWIRBROOHFWLRQ W
e« &OLHQWYV DUH VDIH e« &DVHORDGY DUH DSSURSULDWH \
e« &0OLHQWY DUH VXFFHVVIXO RQ WKH MRE

6HUYLFH $FFHVV 2EMHFWLYHVBWDNHKROGHU ,QSXW DQG 6DWLVID
e« &OLHQWY DUH HQUROOHG LG BHUYRFKHN VHUB HGLPBG\WKHLU IDF

PDQQHU « )XQGHUV DQG RWKHU VWDNHKRO
e &OLHQWV LQ VHUYLFHV KDYHM [(PSXRAHIYWR SODQQLQJ



SWIRIWLP + LJKQIKW

$ XVIWVP 6 HUYLFHV

7KW\ HDU RXUS XWWP 6 HYIEHV\WDP VXSSRUMG — FKIGIHQ KHSIQ)
WHP UDFK NH FRP P XQFDIRQ DQG EHKDYIRIDCP LBMRGHY WURXIK
LQQRYDWH GDUIQ) DQG FRP P XQW HQI DI HP HOAS JUDQWURP

/ DE&RS H SDQGHGRXU67( 0 DQGVHQRY \RRY HKDQFIQ) SUREGP
VROIQ) IQGHSHQGHQFH DQG HP RURQDOHI XOMRQ

2 XUWDP DOR SURP RIMG IQFOMRQ EH RQG RXUFTRIEY $ VFKRROYMMW
ILRP RXU/ HDG%& %% KHSHG. t  AMGHQW EHWHUXQGHUAMIQG DQG
VXSSRWSHHY Z W $6'  Z KIBI VP SBI KDQGV RQ DAYMYMU @NH SR
D SOQY SWRYIGHG P HDQIQI IXCRSSRUNMQWAY R EXIC @H WNOY

FRQIGHQFH DQG FRQUHAIRQ

&RP P XQLW 6 HUYLFHV

- H SURXGD P DUNHG WH RQH \ HDUDQQLYHI/DW R RXUB RXW GFDIRQ
7KLY H SDOVRQ KDV VWHQI WHQHG RXUSUMVHQRH IQWH FRP P XQW DQG
IP SURYHG DFFHW \R VHYIEHV | RUIQELYIGXDY Z KR | DFH WDQUVSRUBMRQ
EDUWHY 7RIHWHUZ W RXU- HIHWRQ & W GFDIRQ RXUDGXOVED,
VHYIEHVVXSSRUMG  IQAYIGXDY RYHUWH SDWAY HDU

2 XUWDP UHP DIQV GHHS® FRP P IWHG VR EXICHQ) \VWRQ) SDUZHUKISV
DFLIRW %HNHBA & URWEIRRG DQG - HIHWRQ&IW 7 KHVH FRIBERIDIRQY
u IOFOGEQ] NH IHDMRQUKLSV Z W \WH 6 SHFLDGB FKRRO MUFWDQG

. HP'S/ DN\HI FRQIXH \R HQKDQFH ERW \WH TXDOW DQG UHDFK R RXU

SURIWP V HVXUQI 1QENGXDY UHFHYH WH FRP SUHKHOUYH VXSSRW
WH GHVHIYH

( DU &KL@KRRG' HYHBRSP HQW

7KIV\HDUIQO D WWH &KIG' HYHBSP HOA& HOMUFHBEWMG
SUHVFKRRQJ UDGXDMV DV WH - SUHSDUHG IRUNIQGHU DUMQ 2 XUWDP DOR
Z MIHWHG UHP DUNDE®! LQGYIGXDADFKIHYHP HOWV WDWKLI K@ KWKH SRZ HJ

R HO® LOMYHOMRQ

2 QHFKIG IRP HW 1Q IRAMUFDUH DQG QRZ DERSWMG SUR UHWHG IURP
\MEH IHHGQ) W HDIGY IQGHSHQGHQ® DG UHFHQ® \RRN KLY ILANAMS\U
DQIQVSILKY P LBMRCH IRUKLY IDP 1® DQG FDIHWDP  $ QRIMHUFKIG QRZ
IQD. QKIS 3URIWDP Z W KLY DXQMKDV FROMDXHG W \MUYH MURXI K
WJ QUEDQAP HAEDOFKDEIQIHY :  KIB! UHXQUIFDIRQ Z W KLY SDUHQN
UP DQVWH BQ) WP JRDORXUFHQMUKDV SURYIGHG YMIOATELDW
FROMMMQR  DQG KLIK TXDOW FDUH GXUQI D SHURG R WDQUMRQ



SWRIWP + LJKQIKW &

( P SR\ P HQW6 HVRXUFHV

7KH ( P SB P HQM HYIEHVWDP H SDQGHG IW P SDRWKHSIQ)
LQEYIGXDY VHRXUH P HDQQI IXCHP SB P HOADFLRW 6 W RXLY DQG
-HIHVRQ&IW 7KHWDP DORSWIRVIGHG  KLIK VFKRROAMGHQW Z WK
VXP P HUZ RINH SHUHQFHY RITHUIQI KDQGV RQ GDUIQ) \WDWEXICY
IXVXUH Z RUN RUFH VN.Q@ DQG VAHQI WHQV FRP P XQW FRQQHAURQY

1 HZ IQUDIYHY VXFK DV 3 UHYRFDIRQDOE HYEHY VXSSRWNQEYIGXDY GRW
\ HA-DG. IRUFRP SHIMYH HP SB P HONE\ GHYHBSIQ) HAHQIDO

Z RUNSOFH DQG VRAIDONGY $ CAMRQD® VSHFIDD) HG %4D1Q , QMU

(P S® P HONS HYIFHV FRQMXH \R KHS LQELYIGXDY UHFRYHUIQ 1URP
QHXURBJ IFDAP SDILP HQW UH HQMUWH Z RUINRUFH Z W FRQIIGHQFH DQG
BIERUHG VXSSRW

5 HMLGHOWDO6 HUYLFHV

2XU,6/ SIRIWDP \XSSRUWMG ~ FOHQNDFIRW  KRP HVIQ\WH
FRP P XQW : HVXFFHWIX@® UHBFDMG WUHH FOHQW \R UMMGHQFHV \WDW
IP SURYHG VDIHW DFFHVWELDW DQG URRP P DIM FRP SDUELOW HCKDGFIQ)
RYHUD@TXDOV R @H

$ CAMRQD® ZHZ HBRP HG \WUHH QHZ FOHQN IQR \WH SURJ P
SURVIGQ) WH UHVRXUFHV DQG VXSSRUWMKH QHHG \R\MUYH 7 KHVH HIRW
UHOPWRXURQIRQJ FRP P V¥ HQAR FUDWQ VDIH IQFGMYH DQG
SHWRQ FHOMUHG Q) HQVILRQP HOW Z KHIH HYHY LQAYIGXDFDQ IHHO
DWKRP H

5 HVSLW

2 YHUWH SDWY HDU 2 DN 7 UHH 5 HVSIWM 6 HYEHV SURXGD VXSSRUMG
IQAYIGXDY RIHUQ) WHUFDUHI LYHLY YDOCE®! WP H R UAVWDQG UHFKDLI H
2 DN'7UHH UHP DIQV GHAEDWIG \R SIRYIGQ) SHYRQ FHOMUHG FDUH \R
HYHWY RQH Z KR Z DOV \MURXJI K W GRRLY

7KLY FRP P IM¥ HONZ DV EHDXWX@ LOMADMG Z KHQ RCH FOHONFKRVH R
FHEEWW KLV EINKGD. DW2 DN7UHH VXURXQGHGE\ WMI P HP EHYW KH

QRZ FROVGHWY IUHQGV ,Q DAGMRQ W IW FRUH VHYIEHY 2 DN7UH
FROIOXHV VR VHUYH DV D YROQWMHUMIM RITHUQI D P HDQIQI IXCDQG
KDQGV RQ RSSRUMQW IRUNRVH BRN.QI R FRQGHAWZ WY RXUP MARQIQD
SHYRQDIDQG [P SDANKCZ D\



SWIRIULP + LIKQIJKW &ROW

6 HUYLFHV 1 DYLIDWRU , 77 3 URJ UDP

7KL\ HDU RXU6 HYIERV 1 DY) DIRUWDP KDV P DGH D WJ QLIFDQAP SDFW

DWMWIQ)] LQGAYIGXDY 7 KURXI K RXU, QCHSHQGHQFH 7 KURXIK
THFKQR®I\ 77 SIRILP ZHWUYHG  FOHONV HOKDCHQ) \WHU

TXDONV R @H Z MW HAHQIDKRP H P RALIEDIRQY YHKIE®! DECSVIAMRQY
DEDSWYH HTXISP HOADQG DAWMMH \WWFKQRBJ\  GHP RQAMDI) RXU

FRP P W HQMWR IRAMUIQ) LQGHSHQGHQFH DQG DFFHVMELD IRUWRVH [Q
QHG

<RXWK &DP SV

2 XU\ RX\W FDP SV DUH YIELDQAKXEV R TUHQGWKIS 1XQ JDP HV DQG
FRP P XQW H SBRUIDIRQ G-I QHG \R FUHDW XQI R HME®! H| SHUHQRHY
IRU\ RXQJ SDUFLSDQW

7KWV VXP P HU Z H SURXGD KRWMG FDP SVIQ6W RXLY &RAP EID DQG

-HIHVRQ&IW EUQIIQ) M DQG GDLIQ) W DAYHIHJIWRXS R
FKIGUHQ ,Q6W RXY ZHWHYHG  HQKMXVIDWE NGV Z KI®i & ROP EID

ZHBRPHG  HJHUFDP SHY DQG- HIHVRQ&MW KRAMG  EWKW
\ RXQJ P IQGV ( DFK GFDIRQ RIHUHG D XQTXH EGIQG R DRIV
IRWMUIQ) DVHQVWH R FDP DUDGHUH DQG DGYHQMUH

$GP DWRQV
" \WKDUHY

,QWH SDWY HDU ZH Z HBRP HG

DQXP EHUR QHZ SHRS®I\R

RXUVHWIEHV 7KH RS VHYIEH
EDVHG RQIWHTXHQR R QHZ
HQUR® HQN LV ( P SBA P HQW
1RGDBRY' IVFKDUI HV WL
\ HOU




,QWH SDWY HDU 8 &3 + HDUQG KDG WH RSSRUXNQW W SURYIGH D EURDG YDUHW R VHYIERV R
[QAYIGXDY Z W YDU 1QJ DEIOAV WWIURXI KRXWWKH 6 W/ RXLY 0 RWAR DQG & HOADAD MARXUWUHI IRQV 2 XUP MRQ

IV \R SURYIGH FKIGIHQ DQG DGXOV @QJ Z WY GLIHUQ) DELOMAY H WDRWEIGDY FDUH DQG VXSSRUMKH QHHG R
\WUYH 1Q VFKRRODVWKRP H DWZ RUN DQG LQ \WHUFRP P XQW

© HHQMMRQEHQJ) WH SURYIGHUR FKRIFH |RUFKLGIUHQ DQG DGXOV Z W GlLIHUIQ) DELONAV DQG P DNQJ VXUH DO
SHRS®! KDYH WH RSSRUMQW \R @YH GDUY HQIDIH Z RN DQG UHDFK WHUIXOSRWQIO:  H SURYIGH

SURIUP V DQG VXSSRUN IQWHVH NH. DUHDV &RP P XQW 6 HYIEHV $GXOV D 3IRIUPV $XWP 6 HIYEHV

( DUD &KIGKRRG' HYHBSP HOM P SB P HQM HMEHV 5 HVGHQID36 HMEHY 5 HVSIWM 6 HOMEHV 6 HOYEH

1 DYLJ DRU DQG <RX\W &DP SV

&THQW 6 HIYHG E\ 3R] LDP

&THMNS JHV & CHW DFH ( WQIFLW
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3 & 3

3H U V R Q HAHEQ $/0 D Q QN. QK IHW KB IDWX\E.S)RIUS H R SIDUH\ [ZQ WBEX. OLWLHV D Q¢
IDP L O IHHUW R3Q HAHHGQ $VO D QUNL\VQ 2K W K HHLMVQWWY  J R D GI\D DWIGV VRN LHD FK S
ZH VWU, W HHS/ORWDLV MPS@®W WH SHURRQWMKXGIGSHUVRQ

(YHU\ FOLM{GNVKIBI BHUVRE@G SQM) WHKORSHG LQ WRRQ ZE RWKDWKH P
WK HHDP WY VR QHHHEQ SO DQQLQJ LR/ B MU MWK DHHSGRP YV RI HDFK
FOLHQW BPERW SHRRSOHOW. 00O WKHIHDRRISWK /GEWSRE SWROWPLU W
HDFK SHUNERQ MY WHKMRLBKRIRV H 2QKHR DOR/

2QFH JRBIOGMDBLQWESWROQJ DFWLY LWM/LIHRUD Q BK\OW UHD FKHIRDO DU
LGHQWLERIDHBGIBV V LV G RHFG\RDH-DN KL IHUDF WX P EMGL P R Q WD Q@

UHY LZ#H G T MOMWD, Q GX B|B& J R DHO YMBHUGRWIO HFW W K © H B \GR/QBHHE BV
DV QHHGHGHDWU RIHYSRQGHE@W WERHDE3 VWHONQGGHYFWKHP LQ WKHL
VXSSRISODQQLQJ

, FAXGHG LQ 6 XSSRUAB @QQCY



$ FFUHAVARQ

:H DUH SURXG WR DQQRXQFH WKDW WKH &KLOG '"HYHORSPHQW &F
DFFUHGLWDWLRQ DJDLQ WKLV \HDU 7KLV SUHVWLJLRXV UHFRJQ
(GXFDWLRQ RI <RXQJ &KLOGUHQ DIILUPV RXU FRPPLWPHQW WR S
FKLOGKRRG HGXFDWLRQ 7KLV DFFUHGLWDWLRQ UHIOHFWYV RXU \
GHYHORSPHQWDOO\ DSSURSULDWH HQYLURQPHQW ZKHUH HYHU\

8&3 +tHDUWODQG LV SURXG WR KDYH PDLQWDLQHG LWV &%$5) DFFL
7KLV WKUHH \HDU DFFUHGLWDWLRQ IURP WKH &RPPLVVLRQ RQ $F
LV D UHFRJQL]HG PDUN RI HIFHOOHQFHuUVLJQLI\LQJ WKDW ZH PHH
VHUYLFHV ZH SURYLGH &%$5) VWDQGDUGY DVVXUH VWDNHKROGHL
DFFHSWHG VWDQGDUGYV LQ PDQ\ DUHDV LQFOXGLQJ

e (QVXULQW WHKEHN SMUVRBHGHRDWV K D @ LWPR® D
L GIWUWDG DQG XQI®IGY D&B BKH V

e (QVXULQRFBI\RW IFRQWLQXROP\RWH R E QMR KWK H
DSSOVIFRQ RI &$5GVWDQGDU

e ODQIHPHGQWKW@LTXW\DWRM FH HB PN LYQ &/ E® RQ
RXRPHRU SHUVRQ® VHU

8&3 +HWOP B FHVVLELMDQWGCGHQWLILBNVPXGE SR OREOMMKRHIIO RI
EDUULHUVHMRW KK B LRIOG HDEME WHIH FRP P X QL W Ol W6 IDQ Z KH B K XEBRIKO
E XWH DQAR OH.GRW/

&RP P XQW
WIXGLODO
$ UFKIWIP\MUDO $ QM) LDARQ

&RPPXQAEDARQ onitroe How (PS




,Q WKHAISDIB &3 + MEDICRRAN W LD Q MM SRR/\D GIVY D F F HWMLEX DV VD Q G
VXFFHYWXY@@GYRHEIEG D SODQIMWY LGHQWLIL84G EEWODRGVFRROWLQ:
DVVHVV DOO WKHVH EDUYHORSBRPBE QY VW\Q 8 | BRMWQHIGH B U XVGLHD \ L C
SWHLG\W. Q®RP P XIWLLARWD QWBBRLRQ DQG & RGWMILIRY EDUULHUYV

& ROYHQHOFHRI / RFDWRQ 6 HYYLFHV

&QHON) CP 1O
6VENHKRTH U6 XUH

,Q DOLJQPHQW ZLWK WKH PLVVLRQ DQG FRUH YDOXHV RI 8&3 +HI
LV WR XVH HYLGHQFH EDVHG PHWKRGY WR FROOHFW IHHGEDFN

LGHQWLI\ VWUHQJIJWKY DQG RSSRUWXQLWLHV IRU LPSURYHPHQW
FROOHFW IHHGEDFN

$ I0O\HU IRU HDFK VXUYH\ zDV VKDUHG ZLWK FOLHQWYV IDPLOLHV
VXUYH\ DV ZHOO DV D 45 FRGH IRU HDVH RI DFFHVV $GGLWLRQD
VWDIlI VXSSRUW E\ FRPSOHWLQJ VXUYH\V RYHU WKH SKRQH DQG

WKH VXUYH\




‘DWD I[URP WKRVH PHWKRGV ZHUH WKHQ HQWHUHG LQWR WKH GD
6 XUYH\ORQNH\ 7KHUH ZDV D WRWDO RI LQGLYLGXDOV WKDW F
VDWLVIDFWLRQ VXUYH\ DQG VWDNHKROGHUV WKDW UHVSRQGF

1LQHW\ SHUFHQW RI WKH FOLHQW DQG IDPLO\ UHVSRQGHQWYV DO
UHVSRQGHQWY ZHUH VDWLVILHG RU HIWUHPHO\ VDWLVILHG ZLWHK

&THQW ) DP 1O 2 YHUD@6 D1 DFARQ

® 1w
O
® Lvum

6 VMNHKR@HUZ2 YHUD@b6 DWW DFWRQ

® 1w
O v

® Luvum



) LODOHDY

2XU ILQDQFLDO VWHZDUGVKLS UHPDLQV VWURQJ ,QYHVWPHQW)\
XSJUDGHV DQG DFFHVVLELOLW\ LPSURYHPHQWY "'HWDLOHG UHS:E
KWWSV XFSKHDUWODQG RUJ

[ RRNLQJ $ KHDG

7KLY UHSRUW KLJKOLJKWYV WKH ZRUN WKDW 8&3 +HDUWODQG L\
REMHFWLYHY W LV D VQDSVKRW RI ZKDW ZH KDYH DFFRPSOLV|
HITRUWYV IRU WKH \HDU DKHDG RI XV /RRNLQJ DKHDG WKHUH D

e (QJDJH ZLWK RXU FOLHQWY WKHLU IDPLOLHVY DQG VWDII ZLV
UHWHQWLRQ

e« '"HYHORS VWUDWHJILHY WR LPSURYH FRPPXQLFDWLRQ DJHQF\

e %XLOG XS RXU WHDPV E\ H[SDQGLQJ RXU OHDGHUVKLS WUDL®¢

e QFUHDVH RXU FDSDFLW\ IRU FRPPXQLW\ LQFOXVLRQ

&HOADD MRXUW

* |EEV & HQWUIRU, QGHSHQGHQFH
6 RANUGIH' U
-HIHYRQ&IW 0 2
-

)

&KIE' HYHBRSP HOARHOMU
6 DQMIR' U
&ROPED 0 2
.

)

$XWP 6HUYLFHV
6 RXW ) RXUK 6 W

&RAPEID 0 2
7

6 W RXLV

&RP P XQW 6 HUYIFHV 1 RUM
/| DF XD@ED' U
6W RXV 0 2
7

)

&RP P XQW 6 HIYIFHV 6 RXW

. DMRQ5G
6W RXV 0 2

2 DN7WHH 5 HVSIW
2DN7UH" U
6W RXlV 0 2

& \RQ$ YH
6W RXLY 0 2
7

R@®Z XV

B # XQWGFHUHELDGDO! KHDWQG
B # XFSFKIGGHYHBRSP HQFHQMU
I # XFsKHDueG
W # XFSKHDU®QG

# XFSKHDYDQG
B zzZz xFsKHDUQG RU




