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WH� YHUZLMGHUHQ�� WHQ]LM� DQGHUV� VFKULIWHOLMN� LV�RYHUHHQJHNRPHQ��%RYHQGLHQ� ]DO� KXXUGHU�GH�GRRU�GH� YHUZLMGHULQJ� YDQ� ]DNHQ�WRHJHEUDFKWH� VFKDGH�DDQ�KHW�JHKXXUGH�KHUVWHOOHQ��GH�QLHW� EHKDQJHQ�ZDQGHQ�HQ�SODIRQGV� LQ�GH�NOHXU�ZLW�RSOHYHUHQ�HQ�LQGLHQ�WRW�KHW�JHKXXUGH�HHQ�WXLQ�EHKRRUW��GH�JURQG�RQYHUYXLOG�HQ�EHKRRUOLMN��]RQGHU�NXLOHQ�RI�JDWHQ��DFKWHUODWHQ������3DUWLMHQ� ]XOOHQ�KHW�JHKXXUGH�ELM� EHsLQGLJLQJ�YDQ�GH�KXXURYHUHHQNRPVW�JH]DPHQOLMN� LQVSHFWHUHQ��'DDUELM�ZRUGW�GRRU�YHUKXXUGHU�HHQ�GRRU�SDUWLMHQ�WH�RQGHUWHNHQHQ�LQVSHFWLHUDSSRUW�RSJHPDDNW��'LW�LQVSHFWLHUDSSRUW�ZRUGW�YHUJHOHNHQ�PHW�KHW�LQVSHFWLHUDSSRUW��GDW�ELM�DDQYDQJ�YDQ�GH�KXXU�LV�RSJHPDDNW���9HUYROJHQV�ZRUGW� YDVWJHVWHOG� RI� KXXUGHU� RQGHUKRXGV�� HQ�KHUVWHOZHUN]DDPKHGHQ�PRHW� YHUULFKWHQ�� ,QGLHQ�KXXUGHU�JHHQ�PHGHZHUNLQJ� YHUOHHQW� DDQ� GH� LQVSHFWLH�� ZRUGHQ� GH� LQ� KHW� LQVSHFWLHUDSSRUW� �ZHHUJHJHYHQ� EHYLQGLQJHQ� YDQ� YHUKXXUGHU�YRRU�MXLVW�JHKRXGHQ��EHKRXGHQV�WHJHQEHZLMV�GRRU�KXXUGHU������� +XXUGHU� ]DO� GH� LQ� KHW� LQVSHFWLHUDSSRUW� YHUPHOGH� RQGHUKRXGV�� HQ� KHUVWHOZHUN]DDPKHGHQ� YHUULFKWHQ� YRRUGDW� KLM� KHW�JHKXXUGH�GHILQLWLHI�YHUODDW������ $OV� KXXUGHU� JHHQ� RI� RQYROGRHQGH� XLWYRHULQJ� JHHIW� DDQ� GH� LQ� KHW� LQVSHFWLHUDSSRUW� ZHHUJHJHYHQ� RQGHUKRXGV�� HQ�KHUVWHOZHUN]DDPKHGHQ� GDQ� LV� GH� YHUKXXUGHU� JHUHFKWLJG� RP� GLH� ZHUN]DDPKHGHQ� YRRU� UHNHQLQJ� YDQ� KXXUGHU� WH� ODWHQ�XLWYRHUHQ�]RQGHU�GDW�KXXUGHU�GDDUYRRU�RI�QDPHQV�YHUKXXUGHU�LQ�JHEUHNH�EHKRHIW�WH�ZRUGHQ�JHVWHOG��9RRU�HHUVW�ELM�RI�QD�GH�RQWUXLPLQJ�YDQ�GH�ZRRQUXLPWH�DDQ�KHW�OLFKW�WUHGHQGH�VFKDGH�GLH�KXXUGHU�KDG�EHKRUHQ�WH�KHUVWHOOHQ�RI�YRRU�HHUVW�GDQ�EOLMNHQGH� ZHUN]DDPKHGHQ� GLH� � KXXUGHU� KDG� EHKRUHQ� WH� YHUULFKWHQ�� LV� YHUKXXUGHU� HYHQHHQV� JHUHFKWLJG� GLH� ZHUN]DDP�KHGHQ�YRRU�UHNHQLQJ�YDQ�KXXUGHU�WH�ODWHQ�XLWYRHUHQ�]RQGHU�GDW�KXXUGHU�GDDUYRRU�GRRU�RI�QDPHQV�YHUKXXUGHU�LQ�JHEUHNH�EHKRHIW�WH�ZRUGHQ�JHVWHOG������2YHU�GH�WLMG�GLH�PHW�GH�XLWYRHULQJ�YDQ�GH�ZHUN]DDPKHGHQ�LV�JHPRHLG��WHQHLQGH�KHW�JHKXXUGH�LQ�GH�VWDDW�DOV�EHGRHOG�LQ� ���� WH� EUHQJHQ�� JHUHNHQG� YDQDI� GH� GDWXP�YDQ�KHW� HLQGH� YDQ� GH� KXXURYHUHHQNRPVW�� LV� KXXUGHU� DDQ� YHUKXXUGHU�HHQ�EHGUDJ� YHUVFKXOGLJG�� EHUHNHQG� QDDU� GH� ODDWVW� JHOGHQGH� KXXUSULMV� HQ� YHUJRHGLQJ� ZHJHQV� ELMNRPHQGH� OHYHULQJHQ� HQ�GLHQVWHQ�� RQYHUPLQGHUG� YHUKXXUGHUV� DDQVSUDDN� RS� YHUJRHGLQJ� YDQ� YHUGHUH� VFKDGH� HQ� NRVWHQ�� +XXUGHU� NDQ� DDQ� GH]H�EHSDOLQJ�JHHQ�UHFKWHQ�RQWOHQHQ������ +XXUGHU� YHUOLHVW� KHW� EH]LW� YDQ� ]DNHQ� ZDDUYDQ� KLM� ZRUGW� JHDFKW� DIVWDQG� WH� KHEEHQ� JHGDDQ� GRRU� GH]H� LQ� KHW�JHKXXUGH� DFKWHU� WH� ODWHQ� ELM� KHW� GDDGZHUNHOLMN� YHUODWHQ� YDQ� KHW� JHKXXUGH�� 'H]H� ]DNHQ� NXQQHQ� GRRU� YHUKXXUGHU�� QDDU�YHUKXXUGHUV� LQ]LFKW��]RQGHU�HQLJH�DDQVSUDNHOLMNKHLG�]LMQHU]LMGV��RS�NRVWHQ�YDQ�KXXUGHU�ZRUGHQ�YHUZLMGHUG�]RQGHU�GDW�RS�YHUKXXUGHU�HHQ�EHZDDUSOLFKW�UXVW��9HUKXXUGHU�LV�YULM�RP�RYHU�GH]H�]DNHQ�WH�EHVFKLNNHQ��+LM�KHHIW�KHW�UHFKW�RP�]LFK�GH]H�]DNHQ�WRH�WH�HLJHQHQ��GDQ�ZHO�YRRU�ULVLFR�YDQ�KXXUGHU�RS�VWUDDW�WH�ODWHQ�]HWWHQ��JHKHHO�QDDU�HLJHQ�JRHGGXQNHQ��2RN�NDQ�YHUKXXUGHU�HUYRRU�NLH]HQ�GH�EHWUHIIHQGH�]DNHQ�WH�ODWHQ�DIYRHUHQ�RP�]H�RQPLGGHOOLMN�WH�ODWHQ�YHUQLHWLJHQ�RI�RP�]H�WLMGHOLMN�RS� WH� ODWHQ� VODDQ��$OV� YHUKXXUGHU� GH� EHWUHIIHQGH� ]DNHQ�KHHIW� ODWHQ� YHUYRHUHQ� HQ� GRHQ�RSVODDQ� NDQ� KXXUGHU�GLH� ]DNHQ�VOHFKWV� YDQ� YHUKXXUGHU� WHUXJNULMJHQ� JHGXUHQGH� GH� WLMG� GDW� GH]H� ]LMQ� RSJHVODJHQ� WHJHQ� EHWDOLQJ� LQHHQV� YDQ� DO� KHWJHHQ�YHUKXXUGHU� YDQ� KXXUGHU� WH� YRUGHUHQ� KHHIW�� 9HUKXXUGHU� LV� QLHW� DDQVSUDNHOLMN� YRRU� VFKDGH� DDQ� GH� EHWUHIIHQGH� ]DNHQ�RQWVWDDQ�WLMGHQV�KHW�YHUZLMGHUHQ��KHW�YHUYRHU�RI�GH�RSVODJ������+HW� LQ�����EHSDDOGH� LV�QLHW� YDQ� WRHSDVVLQJ�RS� URHUHQGH�]DNHQ�GLH�KXXUGHU�KHHIW�RYHUJHGUDJHQ�DDQ�GH�RSYROJHQGH�KXXUGHU��PLWV�YDQ�GH]H�RYHUGUDFKW�VFKULIWHOLMN�DDQ�YHUKXXUGHU�NHQQLV�LV�JHJHYHQ�����
9HUDQGHULQJ�YDQ�GH�LQULFKWLQJ�RI�GH�JHGDDQWH�GRRU�KXXUGHU����� +XXUGHU�]DO�YHUKXXUGHU�WH�DOOHQ�WLMGH�WLMGLJ�WHYRUHQ�VFKULIWHOLMN�LQIRUPHUHQ�RYHU�HONH�YHUDQGHULQJ�YDQ�RI�WRHYRHJLQJ�DDQ�GH� LQULFKWLQJ�RI�GH�JHGDDQWH�GLH�KXXUGHU� LQ��DDQ�RI�RS�KHW�JHKXXUGH�ZHQVW�DDQ� WH� �ODWHQ��EUHQJHQ�RI� WH�KHEEHQ��2QGHU�YHUDQGHULQJHQ� ZRUGW� PHGH� YHUVWDDQ� KHW� DDQEUHQJHQ� YDQ� JDWHQ� LQ� YORHUHQ�� SODIRQGV� RI� JHYHOV�� WHQ]LM� KHW� JDDW� RP�HHQYRXGLJH�VFKURHI��RI�VSLMNHUJDWHQ�YDQ�JHULQJH�DIPHWLQJHQ�������+HW� LV�KXXUGHU�QLHW�WRHJHVWDDQ�RP�]RQGHU�YRRUDIJDDQGH�VFKULIWHOLMNH�WRHVWHPPLQJ�YDQ�YHUKXXUGHU�GH�LQULFKWLQJ�RI�GH�JHGDDQWH�YDQ�KHW�JHKXXUGH�JHKHHO�RI�JHGHHOWHOLMN�WH�YHUDQGHUHQ�RI�GDDUDDQ�LHWV�WRH�WH�YRHJHQ��LQGLHQ�GH�YHUDQGHULQJHQ�ELM� KHW� HLQGH� YDQ� GH� KXXU� QLHW� ]RQGHU� QRHPHQVZDDUGLJH� NRVWHQ� GRRU� KXXUGHU� RQJHGDDQ� NXQQHQ� ZRUGHQ� JHPDDNW� HQ�YHUZLMGHUG�� 9HUDQGHULQJHQ� RI� WRHYRHJLQJHQ� GLH� KXXUGHU� ]RQGHU� YRRUDIJDDQGH� WRHVWHPPLQJ� YDQ� GH� YHUKXXUGHU� KHHIW�DDQJHEUDFKW��]XOOHQ�ELM�KHW�HLQGH�YDQ�GH�KXXURYHUHHQNRPVW�GRRU�KXXUGHU�RQJHGDDQ�ZRUGHQ�JHPDDNW������+XXUGHU�KHHIW�YRRUDIJDDQGH�VFKULIWHOLMNH� WRHVWHPPLQJ�YDQ�KXXUGHU�QRGLJ�YRRU�YHUDQGHULQJHQ�RI� WRHYRHJLQJHQ�RS�RI�DDQ�GH�EXLWHQ]LMGH�YDQ�KHW�JHKXXUGH��PHW�LQEHJULS�YDQ�KHW�HUI��KHW�EDONRQ��GH�JHPHHQVFKDSSHOLMNH�UXLPWHQ�HQ�YDQ�GH�WXLQ��WHQ]LM�KHW�JDDW�RP�GH�LQULFKWLQJ�DOV�VLHUWXLQ������� 7HQ]LM� SDUWLMHQ� VFKULIWHOLMN� DQGHUV� RYHUHHQNRPHQ�� YHUOHHQW� YHUKXXUGHU� JHHQ� WRHVWHPPLQJ� YRRU� YHUDQGHULQJHQ� HQ�WRHYRHJLQJHQ�GLH�KXXUGHU�ZHQVW�DDQ�WH�EUHQJHQ�LQGLHQ��� GDDUGRRU�GH�YHUKXXUEDDUKHLG�YDQ�KHW�JHKXXUGH�ZRUGW�JHVFKDDG��� GH�ZLM]LJLQJ�OHLGW�WRW�HHQ�ZDDUGHGDOLQJ�YDQ�KHW�JHKXXUGH��� GH]H�QLHW�QRRG]DNHOLMN�]LMQ�YRRU�HHQ�GRHOPDWLJ�JHEUXLN�YDQ�KHW�JHKXXUGH��� GH]H�KHW�ZRRQJHQRW�QLHW�YHUKRJHQ��� ZDQQHHU�]ZDDUZLFKWLJH�EH]ZDUHQ�YDQ�YHUKXXUGHU�]LFK�RYHULJHQV�WHJHQ�KHW�DDQEUHQJHQ�GDDUYDQ�YHU]HWWHQ������(U�LV�LQ�LHGHU�JHYDO�VSUDNH�YDQ�]ZDDUZLFKWLJH�EH]ZDUHQ�YDQ�YHUKXXUGHU��LQGLHQ�GH�YHUDQGHULQJHQ�RI�WRHYRHJLQJHQ��� QLHW�YROGRHQ�DDQ�GH�WHU]DNH�JHOGHQGH�RYHUKHLGVYRRUVFKULIWHQ�HQ�RI�YRRUVFKULIWHQ�YDQ�QXWVEHGULMYHQ�RI�ZDQQHHU��� GH�HYHQWXHHO�GDDUYRRU�EHQRGLJGH�YHUJXQQLQJHQ�QLHW�]LMQ�YHUNUHJHQ��� YDQ�RQYROGRHQGH�WHFKQLVFKH�NZDOLWHLW�]LMQ��� GH�YHUKXXUEDDUKHLG�YDQ�KHW�JHKXXUGH�HQ�RI�QDDVWOLJJHQGH�ZRQLQJHQ�DDQWDVWHQ��� HHQ�JRHG�ZRQLQJEHKHHU�EHPRHLOLMNHQ��� RYHUODVW�HQ�KLQGHU�DDQ�GHUGHQ�YHURRU]DNHQ�RI�NXQQHQ�YHURRU]DNHQ��
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� OHLGHQ�WRW�KHW�QLHW�PHHU�NXQQHQ�WRHZLM]HQ�YDQ�GH�ZRQLQJ�DDQ�ZRQLQJ]RHNHQGHQ�XLW�GH�SULPDLUH�GRHOJURHS�YDQ�� YHUKXXUGHU��� UHGHOLMNHUZLM]H�VFKDGHOLMN�]LMQ�RI�NXQQHQ�]LMQ�YRRU�KHW�JHKXXUGH�RI�KHW�JHERXZ�ZDDUYDQ�KHW�JHKXXUGH�GHHO��� XLWPDDNW��� GH�DDUG�YDQ�KHW�JHKXXUGH�ZLM]LJHQ��� LQ� VWULMG� ]LMQ� PHW� GH� YRRUZDDUGHQ� ZDDURQGHU� GH� HLJHQDDU� YDQ� KHW� JHKXXUGH� GH� HLJHQGRP� YDQ� KHW� JHKXXUGH� KHHIW�� YHUZRUYHQ������9HUKXXUGHU� LV� EHYRHJG� DDQ� ]LMQ� WRHVWHPPLQJ� YRRUVFKULIWHQ� YRRU� GH� KXXUGHU� WH� YHUELQGHQ� RI� GDDUELM� HHQ� ODVW� RS� WH�OHJJHQ��PHW� QDPH�PHW� EHWUHNNLQJ� WRW� GH� GRRU� KHP� WH� JHEUXLNHQ�PDWHULDOHQ� HQ� GH� NZDOLWHLW� GDDUYDQ�� GH� WRH� WH� SDVVHQ�FRQVWUXFWLHV� HQ� GH� WH� YROJHQ� ZHUNZLM]HQ�� LQ� KHW� ELM]RQGHU� PHW� KHW� RRJ� RS� GH� PRJHOLMNKHLG� YDQ� HQ� GH� JHYROJHQ� YRRU�WRHNRPVWLJ� RQGHUKRXG� HQ� YHLOLJKHLG�� 9HUKXXUGHU� NDQ� DDQ� HHQ� WH� YHUOHQHQ� WRHVWHPPLQJ� YRRUWV� YRRUVFKULIWHQ� YHUELQGHQ�PHW�EHWUHNNLQJ�WRW�HHQ�EUDQG���VWRUP��HQ�:�$��YHU]HNHULQJ��PHW�EHWUHNNLQJ�WRW�EHODVWLQJHQ�HQ�KHIILQJHQ�HQ�PHW�EHWUHNNLQJ�WRW�DDQVSUDNHOLMNKHLG������9HUKXXUGHU�]DO�ELM�]LMQ�WRHVWHPPLQJ�NHQEDDU�PDNHQ�RI�GH�YHUDQGHULQJHQ�ELM�KHW�HLQGH�YDQ�GH�KXXURYHUHHQNRPVW�ZHO�RI� QLHW� RQJHGDDQ�JHPDDNW�PRHWHQ�ZRUGHQ��9HUKXXUGHU� LV�� LQ�KHW�JHYDO� GDW� KLM� RQJHGDDQPDNLQJ�YHUODQJW�� EHYRHJG�HHQ�JDUDQWLH�RI� HHQ�DQGHUH� ]HNHUKHLG� YRRU�GH�QDNRPLQJ�YDQ�GLH�YHUSOLFKWLQJ� WH�YHUODQJHQ��'H�RQJHGDDQPDNLQJ�NDQ�DOOHHQ�DFKWHUZHJH� EOLMYHQ� LQGLHQ� YHUKXXUGHU� RS� JH]DPHQOLMN� VFKULIWHOLMN� YHU]RHN� YDQ� KXXUGHU� HQ� GH� QLHXZH� KXXUGHU� DOVQRJ�DNNRRUG� JDDW� PHW� GH� KDQGKDYLQJ� YDQ� GH� GRRU� KXXUGHU� DDQJHEUDFKWH� RI� GRRU� KXXUGHU� RYHUJHQRPHQ� YHUDQGHULQJHQ� RI�YRRU]LHQLQJHQ�� LQ� GLH� ]LQ� GDW� GH]H� GRRU� GH� QLHXZH� KXXUGHU� NXQQHQ� ZRUGHQ� RYHUJHQRPHQ�� 'H]H� WRHVWHPPLQJ� GRRU�YHUKXXUGHU�NDQ�DOOHHQ�ZRUGHQ�JHYUDDJG�GRRU�JHEUXLN�WH�PDNHQ�YDQ�HHQ�GRRU�YHUKXXUGHU�DDQ�GH�YHUWUHNNHQGH�KXXUGHU�RI�GH�QLHXZH�KXXUGHU� WHU�EHVFKLNNLQJ� WH�VWHOOHQ�RYHUQDPHIRUPXOLHU��'H�QLHXZH�KXXUGHU�]DO�YHUYROJHQV�RS�]LMQ�EHXUW�ELM�KHW�HLQGH� YDQ� GH�PHW� KHP� JHVORWHQ� KXXURYHUHHQNRPVW� YRRU� KHW� RQJHGDDQ�PDNHQ� YDQ� GH� YHUDQGHULQJ� ]RUJ� GUDJHQ�� WHQ]LM�GH]H�RSQLHXZ�DFKWHUZHJH�NXQQHQ�EOLMYHQ�YDQZHJH�KHW�LQ�GH�HHUVWH�]LQ�YDQ�GH�EHSDOLQJ�JHVWHOGH��������+XXUGHU� LV� YHUSOLFKW� WRW� RQGHUKRXG�HQ� UHSDUDWLH� YDQ�GH�GRRU�KHP�DDQJHEUDFKWH�RI�RYHUJHQRPHQ�YHUDQGHULQJHQ�HQ�WRHYRHJLQJHQ��,Q�KHW�JHYDO�KXXUGHU�YDQ�HHQ�DDQ�KHP�YRRUDIJDDQGH�KXXUGHU�]DNHQ��YHUDQGHULQJHQ�RI�YRRU]LHQLQJHQ�KHHIW�RYHUJHQRPHQ��]XOOHQ�GH]H�QLPPHU�NXQQHQ�OHLGHQ�WRW�DDQVSUDNHOLMNKHLG�YDQ�YHUKXXUGHU��+XXUGHU�YULMZDDUW�YHUKXXUGHU�YRRU�DDQVSUDNHQ�YDQ�GHUGHQ�YRRU�VFKDGH�YHURRU]DDNW�GRRU�KXXUGHU�DDQJHEUDFKWH�YHUDQGHULQJHQ�HQ�YRRU]LHQLQJHQ������'H�QLHW�EHKDQJHQ�ZDQGHQ�HQ�SODIRQGV�LQ�KHW�JHKXXUGH�PRJHQ�QLHW�GRRU�KXXUGHU�YDQ�EHKDQJ�ZRUGHQ�YRRU]LHQ��+HW�LV�KXXUGHU�YHUERGHQ�VWLFNHUV�RS�YHUIZHUN�WH�SODNNHQ�HQ�YORHUEHGHNNLQJ�GLUHFW�RS�GH�GHNYORHUHQ�RI� WUDSSHQ�WH�OLMPHQ��'RRU�KXXUGHU� RS�ZDQGHQ�DDQJHEUDFKWH� VWUXFWXXU�� ]RDOV� VWXFZHUN�� VWUXFWXXUYHUI�� JUDQRO�� SXW]�HQ�GHUJHOLMNH�� GLHQW� ELM� HLQGLJHQ�YDQ� GH� KXXURYHUHHQNRPVW� GRRU� KXXUGHU� RQJHGDDQ� WH� ]LMQ� JHPDDNW�� WHQ]LM� GH� RSYROJHQGH� KXXUGHU� VFKULIWHOLMN� DDQ�YHUKXXUGHU� WH�NHQQHQ�KHHIW�JHJHYHQ�GDW�KLM�GH�DDQJHEUDFKWH�VWUXFWXXU�RS�GH�ZDQGHQ�YDQ�KXXUGHU�RYHUQHHPW�HQ�GDW�KLM��GH�RSYROJHQGH�KXXUGHU��RS�]LMQ�EHXUW�ELM�EHsLQGLJLQJ�YDQ�]LMQ�KXXURYHUNRPVW�YRRU�YHUZLMGHULQJ�GDDUYDQ�]DO�]RUJGUDJHQ�������(HQ�GRRU�YHUKXXUGHU�JHJHYHQ�WRHVWHPPLQJ�LV�HHQPDOLJ�HQ�JHOGW�QLHW�YRRU�DQGHU�RI�RSYROJHQGH�JHYDOOHQ�������9HUKXXUGHU�LV�QLHW�JHERQGHQ�DDQ�HHQ�YRRUGUDFKW�GRRU�KXXUGHU�YDQ�HHQ�KHP�RSYROJHQGH�KXXUGHU�YRRU�KHW�JHKXXUGH��RRN�QLHW�DOV�GLH�YRRUJHGUDJHQ�RSYROJHQGH�KXXU]DNHQ�YDQ�KXXUGHU�RI�DDQJHEUDFKWH�YRRU]LHQLQJ�RI�ZLM]LJLQJHQ�LQ�DDQ�KHW�JHKXXUGH�YDQ�KXXUGHU�ZLO�RYHUQHPHQ�������� 7HQ� DDQ]LHQ� YDQ� GH� ZLM]LJLQJHQ� HQ� YRRU]LHQLQJHQ� DDQ�LQ� KHW� JHKXXUGH� LV� KHW� JHVWHOGH� LQ� �� YDQ� GH� RQGHUKDYLJH�DOJHPHQH�EHSDOLQJHQ�YDQ�RYHUHHQNRPVWLJH�WRHSDVVLQJ������� $OOH� YHUDQGHULQJHQ� GLH� LQ� VWULMG� PHW� GH� YRRUZDDUGHQ� YDQ� YHUKXXUGHU� GRRU� KXXUGHU� ]LMQ� DDQJHEUDFKW�� PRHWHQ� RS�HHUVWH�DDQ]HJJLQJ�YDQ�YHUKXXUGHU�RQJHGDDQ�ZRUGHQ�JHPDDNW�������� ,QGLHQ� GRRU� KXXUGHU� DDQJHEUDFKWH� ]DNHQ� LQ� YHUEDQG� PHW� RQGHUKRXGV�� RI� UHSDUDWLHZHUN]DDPKHGHQ� DDQ� KHW�JHKXXUGH�F�T��KHW�JHERXZ�RI�FRPSOH[�ZDDUYDQ�KHW�JHKXXUGH�GHHO�XLWPDDNW�WLMGHOLMN�PRHWHQ�ZRUGHQ�YHUZLMGHUG��]XOOHQ�GH�NRVWHQ�YDQ�GH�YHUZLMGHULQJ�� HYHQWXHOH�RSVODJ�HQ�KHW�RSQLHXZ�DDQEUHQJHQ�YRRU� UHNHQLQJ�HQ� ULVLFR�YDQ�KXXUGHU�NRPHQ��]XONV�RQJHDFKW�RI�YHUKXXUGHU�RI�KHW�DDQEUHQJHQ�YDQ�GH�EHWUHIIHQGH�]DNHQ�WRHVWHPPLQJ�KHHIW�YHUOHHQG���
:LM]LJLQJHQ�RI�YRRU]LHQLQJHQ�GRRU�YHUKXXUGHU�����,QGLHQ�HQ�YRRU�]RYHU�YDQ�RYHUKHLGVZHJH�DDQ�YHUKXXUGHU�GZLQJHQGH�YRRUVFKULIWHQ�ZRUGHQ�JHJHYHQ�WRW�YHUDQGHULQJHQ��DDQSDVVLQJHQ�RI�YHUEHWHULQJHQ�YDQ�KHW�JHKXXUGH�DI]RQGHUOLMN��GDQ�ZHO�YDQ�KHW�JHERXZ�RI�FRPSOH[�ZDDUYDQ�KHW�JHKXXUGH�GHHO�XLWPDDNW��YHUNODDUW�KXXUGHU�GH]H�YHUDQGHULQJHQ�LQ��RS��DDQ�RI�ELM�KHW�JHKXXUGH�WH�]XOOHQ�WRHVWDDQ������,QGLHQ�KHW�JHKXXUGH�GHHO�XLWPDDNW�YDQ�HHQ�FRPSOH[�YDQ�PHHUGHUH�]HOIVWDQGLJH�ZRQLQJHQ�HQ�YHUKXXUGHU�KHW�FRPSOH[��RI� HHQ� JHGHHOWH� GDDUYDQ� ZDDUYDQ� KHW� JHKXXUGH� GHHO� XLWPDDNW�� ZHQVW� WH� YHUDQGHUHQ�� DDQ� WH� SDVVHQ� RI� WH� YHUEHWHUHQ��WHUZLMO�GLH�ZHUN]DDPKHGHQ�YDQ�RYHUKHLGVZHJH�QLHW�GZLQJHQG�]LMQ�YRRUJHVFKUHYHQ��PRHW�KXXUGHU�GDDUWRH�GH�JHOHJHQKHLG�JHYHQ�PLWV��D�� WHQPLQVWH������YDQ�GH�KXXUGHUV�ELQQHQ�KHW�FRPSOH[��RI�HHQ�JHGHHOWH�GDDUYDQ��ZDDUYDQ�KHW�JHKXXUGH�GHHO�XLWPDDNW��PHW�GH�YRRUJHVWHOGH�YHUDQGHULQJ��DDQSDVVLQJ�RI�YHUEHWHULQJ�KHHIW�LQJHVWHPG��E�� GH� YRRUJHVWHOGH� YHUDQGHULQJ�� DDQSDVVLQJ� RI� YHUEHWHULQJ� RP� WHFKQLVFKH�� RUJDQLVDWRULVFKH�� VRFLDOH� HQ�RI� ILQDQFLsOH��UHGHQHQ�VOHFKWV�FRPSOH[JHZLMV�RI�SHU�EHWUHIIHQG�JHGHHOWH�NDQ�ZRUGHQ�DDQJHEUDFKW��F�� YHUKXXUGHU� KXXUGHU� WLMGLJ� KHHIW� JHwQIRUPHHUG� RYHU� GH� YRRUJHQRPHQ� YHUDQGHULQJ�� DDQSDVVLQJ� RI� YHUEHWHULQJ� HQ��PHW�KXXUGHU�UHVSHFWLHYHOLMN�GH�EHZRQHUVFRPPLVVLH�KHHIW�RYHUOHJG������ ,QGLHQ�YHUKXXUGHU�YROJHQV�����RI������JHUHFKWLJG�RI�YHUSOLFKW� LV�EHSDDOGH�ZLM]LJLQJHQ�RI�YHUQLHXZLQJHQ� LQ�RI�DDQ�KHW�JHKXXUGH� DDQ� WH� EUHQJHQ�� LV� KHW� YHUKXXUGHU� WRHJHVWDDQ� GH� KXXUSULMV� WH� YHUPHHUGHUHQ�PHW� HHQ� EHGUDJ� GDW� LQ� UHGHOLMNH�YHUKRXGLQJ� VWDDW� WRW� GH� GRRU� YHUKXXUGHU� JHPDDNWH� NRVWHQ� YDQ� GH]H� LQJUHSHQ�� YHUDQGHULQJHQ� HQ� WRHYRHJLQJHQ��



�

9HUKXXUGHU�]DO�HFKWHU�JHHQ�YHUKRJLQJ�LQ�UHNHQLQJ�EUHQJHQ�YRRU�GLH�ZLM]LJLQJHQ�RI�YHUQLHXZLQJHQ�GLH�]LMQ�DDQ�WH�PHUNHQ�DOV�KHW�YHUKHOSHQ�YDQ�DFKWHUVWDOOLJ�RQGHUKRXG�WRW�KHW�RQGHUKRXGVQLYHDX�GDW�ELM�GH�RRUVSURQNHOLMNH�KXXUSULMV�SDVW������+XXUGHU�KHHIW�KHW�UHFKW�RP��ELQQHQ�GULH�PDDQGHQ�QD�KHW�LQ�UHNHQLQJ�EUHQJHQ�GRRU�YHUKXXUGHU�YDQ�GH�YHUKRJLQJ�YDQ�GH�KXXUSULMV��GH]H�YHUKRJLQJ�WHU�EHRRUGHOLQJ�DDQ�GH�KXXUFRPPLVVLH�YRRU�WH�OHJJHQ�WHQHLQGH�GH�KXXUFRPPLVVLH�XLWVSUDDN�WH� ODWHQ� GRHQ� RI� KHW� EHGUDJ� YDQ� GH� YHUKRJLQJ� LQ� UHGHOLMNH� LQ� YHUKRXGLQJ� VWDDW� WHQ� RS]LFKWH� YDQ� GH� GRRU� YHUKXXUGHU�EHVWHGH�NRVWHQ�YDQ�GH�YHUEHWHULQJHQ��GH� LQJUHSHQ�UHVSHFWLHYHOLMN�GH�YRRU]LHQLQJHQ���+HW�YRUHQVWDDQGH� ODDW�RQYHUOHW�GH�EHYRHJGKHLG�YDQ�SDUWLMHQ�RP�ELQQHQ�DFKW�ZHNHQ�QDGDW�DDQ�KHQ�HHQ�DIVFKULIW�YDQ�GH�XLWVSUDDN�YDQ�GH�KXXUFRPPLVVLH�LV�YHU]RQGHQ��HHQ�EHVOLVVLQJ�YDQ�GH�UHFKWHU�WH�YRUGHUHQ������%LM�YHUDQGHULQJHQ��DDQSDVVLQJHQ�RI�YHUEHWHULQJHQ�DOV�EHGRHOG�LQ�����HQ�����LV�KHW�JHVWHOGH�LQ������YDQ�WRHSDVVLQJ�

/LIW����� ,QGLHQ� WRW� KHW� FRPSOH[�ZDDUYDQ� KHW� JHKXXUGH� GHHO� XLWPDDNW� HHQ� OLIW� EHKRRUW� ]XOOHQ� KXXUGHU�� GLHQV� KXLVJHQRWHQ� HQ�EH]RHNHUV� DOOH� YRRUVFKULIWHQ�� JHJHYHQ� RI� QRJ� WH� JHYHQ� GRRU� RI� QDPHQV� YHUKXXUGHU�� GH� OLIWLQVWDOODWHXU� RI� GH� RYHUKHLG��QDXZNHXULJ�QDNRPHQ������9HUKXXUGHU�]DO�]RUJGUDJHQ�YRRU�KHW�DIVOXLWHQ�YDQ�HHQ�VHUYLFH�DERQQHPHQW�WHQ�EHKRHYH�YDQ�GH�OLIWLQVWDOODWLH���
&HQWUDOH�YHUZDUPLQJ�HQ�ZDUPZDWHUWDSLQVWDOODWLH����� ,QGLHQ� LQ� KHW� JHKXXUGH� HHQ� HLJHQ�� LQGLYLGXHHO� WH� EHGLHQHQ�� FHQWUDOH� YHUZDUPLQJVLQVWDOODWLH� RI� HHQ�ZDUPZDWHUWDSLQVWDOODWLH�DDQZH]LJ�LV��]DO�KXXUGHU�YRRU�KHW�EHKRXG�GDDUYDQ�]RUJ�GUDJHQ��DOV�HHQ�JRHG�KXXUGHU������� 9RRU� UHNHQLQJ�YDQ�KXXUGHU� ]LMQ� ]RQGHU�XLW]RQGHULQJ�DOOH� NRVWHQ�YRRU�KHUVWHO� YDQ�VFKDGH�RQWVWDDQ�GRRU�QDODWLJKHLG��RQRRUGHHONXQGLJ�JHEUXLN�RI�KHW�RS�RQGHVNXQGLJH�ZLM]H�RQGHUKRXGHQ�YDQ�GH�LQVWDOODWLHV�PHW�WRHEHKRUHQ�GRRU�KXXUGHU�]HOI�RI�GRRU�SHUVRQHQ��GLH�GRRU�KHP�]LMQ�DDQJHZH]HQ������+XXUGHU�LV�YHUSOLFKW�ELM�YRUVW�DOOH�PDDWUHJHOHQ�WH�QHPHQ�GLH�KHP�WHQ�GLHQVWH�VWDDQ�WHU�YRRUNRPLQJ�YDQ�EHYULH]LQJ�YDQ�GH�FHQWUDOH�YHUZDUPLQJVLQVWDOODWLH��GH�ZDUPZDWHUWDSLQVWDOODWLH�HQ�GH�ZDWHUOHLGLQJ��,Q� JHYDO� YDQ� DIZH]LJKHLG� YDQ� KXXUGHU� JHGXUHQGH� KHW� VWRRNVHL]RHQ�� LV� KHW� �� PHW� KHW� RRJ� RS� EHYULH]LQJVJHYDDU� YRRU�JHQRHPGH�LQVWDOODWLHV���KXXUGHU�QLHW�WRHJHVWDDQ�GH�UDGLDWRUHQ�YDQ�GH�FHQWUDOH�YHUZDUPLQJVLQVWDOODWLH�DI�WH�VOXLWHQ������,QGLHQ�HQ�YRRU�]RYHU�GLW�QLHW�GRRU�YHUKXXUGHU�YRRU�UHNHQLQJ�YDQ�KXXUGHU�JHVFKLHGW��]DO�KXXUGHU�YRRU�]LMQ�UHNHQLQJ�]RUJ�GUDJHQ�YRRU�KHW�DIVOXLWHQ�YDQ�HHQ�VHUYLFH�DERQQHPHQW�ELM�HHQ�HUNHQG� LQVWDOODWLHEHGULMI�� LQ�ZHON�DERQQHPHQW�KHW� MDDUOLMNV�RQGHUKRXG� YDQ� GH� LQVWDOODWLHV� PHW� WRHEHKRUHQ� LV� EHJUHSHQ�� 9HUKXXUGHU� KHHIW� KHW� UHFKW� RS� LQ]DJH� YDQ� GLW� VHUYLFH�DERQQHPHQW������0RFKW� GH� FHQWUDOH� YHUZDUPLQJVLQVWDOODWLH� RI� GH�ZDUPZDWHUWDSLQVWDOODWLH� GHHO� XLWPDNHQ� YDQ� HHQ� JURWHU� V\VWHHP��GDW�RRN� WHQ� GLHQVWH� VWDDW� DDQ� DQGHUH� UXLPWHQ� GDQ� KHW� JHKXXUGH�� GDQ� ]XOOHQ� GH� YHUZDUPLQJ� HQ� GH�ZDUPZDWHUWDSLQVWDOODWLH�GRRU� YHUKXXUGHU� LQ� EHGULMI� ZRUGHQ� JHVWHOG� HQ� JHKRXGHQ� HQ� ]RUJW� YHUKXXUGHU� YRRU� KHW� DIVOXLWHQ� YDQ� HHQ� VHUYLFH�DERQQHPHQW���
*HPHHQVFKDSSHOLMNH�RI�FHQWUDOH�DQWHQQH�LQULFKWLQJ�����,QGLHQ�KHW�JHKXXUGH�LV��ZRUGW��RI�NDQ�ZRUGHQ�DDQJHVORWHQ�RS�HHQ�JHPHHQVFKDSSHOLMN�RI�HHQ�FHQWUDDO�V\VWHHP�YRRU�GH�RQWYDQJVW� YDQ� WHOHYLVLH�� HQ� UDGLRSURJUDPPD
V�� LV� KHW� KXXUGHU� QLHW� JHRRUORRIG� HLJHQ� DQWHQQHV� DDQ� WH� EUHQJHQ� RI� WH�KDQGKDYHQ��RI�ZLM]LJLQJHQ�DDQ�KHW�V\VWHHP�DDQ�WH�EUHQJHQ������ 8LWVOXLWHQG� KHW� LQ� KHW� JHKXXUGH� DDQJHEUDFKWH� DDQVOXLWSXQW� RS� GH� JHPHHQVFKDSSHOLMNH� RI� GH� FHQWUDOH� DQWHQQH�LQULFKWLQJ�PDJ�ZRUGHQ�JHEUXLNW�YRRU�GH�DDQVOXLWLQJ�YDQ�RQWYDQJVWWRHVWHOOHQ��9RRU�GH]H�DDQVOXLWLQJ�GLHQW�KXXUGHU�JHEUXLN�WH�PDNHQ�YDQ�YRRU�]LMQ�UHNHQLQJ�DDQ�WH�VFKDIIHQ�GHXJGHOLMNH�DDQVOXLWVQRHUHQ��+XXUGHU� LV� DDQVSUDNHOLMN� YRRU� GH� VFKDGH� DDQ� GH� LQVWDOODWLH�� RQWVWDDQ� GRRU� KHW� JHEUXLN� YDQ� QLHW� JRHG� ZHUNHQGH�RQWYDQJVWWRHVWHOOHQ�RI�RQGHXJGHOLMNH�DDQVOXLWVQRHUHQ���
7XLQ��HUI��HUIDIVFKHLGLQJHQ��RSVWDOOHQ����� ,QGLHQ� WRW� KHW� JHKXXUGH� HHQ� WXLQ� RI� HHQ� HUI� EHKRRUW�� LV� KXXUGHU� YHUSOLFKW� GH� WXLQ� DDQ� WH� OHJJHQ�� WH� JHEUXLNHQ�� WH�RQGHUKRXGHQ�HQ�WH�KDQGKDYHQ�DOV�VLHUWXLQ�HQ�KHW�HUI�HQ�GH�WXLQ�QLHW�WH�EH]LJHQ�YRRU�GH�RSVODJ�YDQ�]DNHQ��YDQ�ZHONH�DDUG�GDQ�RRN��RI�YRRU�KHW�VWDOOHQ�YDQ�HHQ�RI�PHHU�DXWR
V��FDUDYDQV��ERWHQ�H�G��%RPHQ�HQ�VWUXLNHQ��RRN�GH�ERPHQ�HQ�VWUXLNHQ�GLH�ELM�DDQYDQJ�YDQ�GH�KXXU�DDQZH]LJ�]LMQ��GLHQHQ�GRRU�KXXUGHU�WH�ZRUGHQ�RQGHUKRXGHQ�HQ�WLMGLJ�WH�ZRUGHQ�JHVQRHLG��$OV�ERPHQ�RI� VWUXLNHQ� LQ� GH� WXLQ� RYHUODVW� YHURRU]DNHQ�PRHWHQ� GH]H� RS� NRVWHQ� YDQ�KXXUGHU�ZRUGHQ�YHUZLMGHUG�� ,QGLHQ�HHQ�NDSYHUJXQQLQJ� QRGLJ� LV�� GLHQW�KXXUGHU�GH]H�PHW�PHGHZHWHQ�YDQ�YHUKXXUGHU� YRRU� ]LMQ� UHNHQLQJ�DDQ� WH� YUDJHQ��6FKDGH�YHURRU]DDNW�GRRU�ERPHQ��VWUXLNHQ�RI��DQGHUH�EHSODQWLQJ�LV�YRRU�UHNHQLQJ�YDQ�KXXUGHU��������� +HW� LV� KXXUGHU� QLHW� WRHJHVWDDQ� ]RQGHU� WRHVWHPPLQJ� YDQ� YHUKXXUGHU� HUIDIVFKHLGLQJHQ�� VFKXUHQ�� JHWLPPHUWHQ� HQ�DQGHUH�RSVWDOOHQ�WH�SODDWVHQ��WH�ZLM]LJHQ�RI�WH�YHUZLMGHUHQ������+HW�EHSDDOGH�RQGHU���LV�YDQ�RYHUHHQNRPVWLJH�WRHSDVVLQJ���
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=RQZHULQJ����� +HW� LV� KXXUGHU� QLHW� WRHJHVWDDQ� XLWZHQGLJH� ]RQZHULQJ� DDQ� WH� EUHQJHQ�� WHQ]LM� KLM� WHYRUHQ� GH� JRHGNHXULQJ� YDQ�YHUKXXUGHU�KHHIW�YHUZRUYHQ�WHQ�DDQ]LHQ�YDQ�GH�FRQVWUXFWLH��GH�NOHXU�HQ�GH�ZLM]H�YDQ�EHYHVWLJLQJ������+HW�EHSDDOGH�RQGHU���LV�YDQ�RYHUHHQNRPVWLJH�WRHSDVVLQJ���
2QGHUKRXG������+XXUGHU�LV�LQJHYROJH�DUWLNHO�������MXQFWR�����%XUJHUOLMN�:HWERHN��GH]H�KXXURYHUHHQNRPVW�RI�KHW�JHEUXLN�YHUSOLFKW�WRW�KHW�YHUULFKWHQ�YDQ�NOHLQH�KHUVWHOOLQJHQ�DDQ��RS�RI�LQ�KHW�JHKXXUGH�HQ�YHUKXXUGHU�LV�YHUSOLFKW�RS�YHUODQJHQ�YDQ�KXXUGHU�GH�RYHULJH� JHEUHNHQ� WH� YHUKHOSHQ�� WHQ]LM� GLW� RQPRJHOLMN� LV� RI� XLWJDYHQ� YHUHLVW� GLH� LQ� GH� JHJHYHQ� RPVWDQGLJKHGHQ�UHGHOLMNHUZLMV� QLHW� YDQ� YHUKXXUGHU� ]LMQ� WH� YHUJHQ��3DUWLMHQ� ]XOOHQ� GDDUWRH� WLMGLJ� HQ� RS� GHXJGHOLMNH�ZLM]H� ±� LHGHU� YRRU� ]LMQ�UHNHQLQJ� ±� GLH� YRRU]LHQLQJHQ�� YHUQLHXZLQJHQ� GDDURQGHU� EHJUHSHQ�� WUHIIHQ� RI� GRHQ� WUHIIHQ�� GLH� GDDUYRRU� QRGLJ� ]LMQ� HQ�ZDDUWRH�GH�ZHW��HQLJ�ZHWWHOLMN�YRRUVFKULIW�RI�RYHUHHQJHNRPHQ�YRRUZDDUGHQ�KHQ�YHUSOLFKW�������� +HW� JHVWHOGH� LQ� ����� ODDW� RQYHUOHW� GH� LQ� ���� RSJHQRPHQ� YHUSOLFKWLQJ� YDQ� KXXUGHU� WRW� RQGHUKRXG�� KHUVWHO� HQ�YHUQLHXZLQJ�YDQ�GRRU�RI�YDQZHJH�KXXUGHU�]HOI�DDQJHEUDFKW�YRRU]LHQLQJHQ���������'H�YRRU� UHNHQLQJ�YDQ�KXXUGHU�NRPHQGH�NOHLQH�KHUVWHOOLQJHQ�ZRUGHQ�GRRU�RI�QDPHQV�YHUKXXUGHU�YHUULFKW� LQGLHQ�GLW�RQGHUKRXG� RQGHU� GH� GRRU� RI� QDPHQV� YHUKXXUGHU� WH� YHU]RUJHQ� OHYHULQJHQ� HQ� GLHQVWHQ� RQGHU� �� YDQ� GH��KXXURYHUHHQNRPVW�LV�RSJHQRPHQ�������+HW� KLHUYRRU� EHSDDOGH� ODDW� RQYHUOHW� GH� YHUSOLFKWLQJ� YDQ� LHGHU� YDQ�SDUWLMHQ�� GLH� YRRU]LHQLQJHQ�YRRU� ]LMQ� UHNHQLQJ� WH�QHPHQ��GLH�GLHQHQ�WH�ZRUGHQ�JHWURIIHQ�DOV�JHYROJ�YDQ�RS]HW��VFKXOG��QDODWLJKHLG�RI�RQRRUGHHONXQGLJ�JHEUXLN�YDQ�KHP]HOI�RI�YDQ�SHUVRQHQ�YRRU�ZLH�KLM�DDQVSUDNHOLMN�LV������� ,QGLHQ� YHUKXXUGHU� KHW� QRGLJ� RRUGHHOW� DDQ� KHW� JHKXXUGH� RI� KHW� JHERXZ� RI� FRPSOH[� ZDDUYDQ� KHW� JHKXXUGH� GHHO�XLWPDDNW� RI� DDQ� EHOHQGLQJHQ� RQGHUKRXG�� KHUVWHO�� YHUQLHXZLQJ� RI� DQGHUH� ZHUN]DDPKHGHQ� WH� YHUULFKWHQ� RI� WH� GRHQ�YHUULFKWHQ�RI�LQGLHQ�GH]H�QRGLJ�]LMQ�LQ�YHUEDQG�PHW�HLVHQ�RI�PDDWUHJHOHQ�YDQ�GH�RYHUKHLG�RI�RSHQEDUH�QXWVEHGULMYHQ��]DO�KXXUGHU�GH�SHUVRQHQ��QRGLJ�YRRU�KHW�YHUULFKWHQ�YDQ�GLH�ZHUN]DDPKHGHQ�LQ�KHW�JHKXXUGH�WRHODWHQ�HQ�GLH�ZHUN]DDPKHGHQ�HQ�KHW�HYHQWXHOH�RQJHULHI� JHGRJHQ�� ]RQGHU�GDDUYRRU� VFKDGHYHUJRHGLQJ�� YHUPLQGHULQJ� YDQ�GH�EHWDOLQJVYHUSOLFKWLQJ�GDQ�ZHO�RQWELQGLQJ�YDQ�GH�KXXURYHUHHQNRPVW� WH�NXQQHQ�YRUGHUHQ��9HUKXXUGHU�]DO�RPWUHQW�KHW� WLMGVWLS�YDQ�GH�XLWYRHULQJ�YDQ�GH�ZHUN]DDPKHGHQ��WLMGLJ�RYHUOHJ�PHW�KXXUGHU�SOHJHQ������� ,QGLHQ�HHQ�GHU�SDUWLMHQ��QDODDW�RQGHUKRXG��KHUVWHO�RI�YHUQLHXZLQJ�WH�]LMQHQ�ODVWH�XLW�WH�YRHUHQ�RI�WH�GRHQ�XLWYRHUHQ���GDQ� ZHO� LQGLHQ� GH]H� RS� RQRRUGHHONXQGLJH� RI� VOHFKWH� ZLM]H� ]LMQ� XLWJHYRHUG� ��� LV� GH� DQGHUH� SDUWLM� JHUHFKWLJG� RP� GLH�ZHUN]DDPKHGHQ� YRRU� UHNHQLQJ� HQ� ULVLFR� YDQ� GH� QDODWLJH� SDUWLM� WH� �GRHQ�� YHUULFKWHQ�� QDGDW� GH]H� HHQ� VFKULIWHOLMNH�LQJHEUHNHVWHOOLQJ�KHHIW�JHNUHJHQ�ZDDULQ�KHP�HHQ�UHGHOLMNH�WHUPLMQ�YRRU�GH�QDNRPLQJ�LV�YHUOHHQG���,QGLHQ�GH�YRRU� UHNHQLQJ�YDQ�KXXUGHU�NRPHQGH�ZHUN]DDPKHGHQ�JHHQ�XLWVWHO�NXQQHQ�JHGRJHQ�� LV�YHUKXXUGHU�JHUHFKWLJG�GH]H�WHUVWRQG�YRRU�UHNHQLQJ�KXXUGHU�WH�YHUULFKWHQ�RI�WH�GRHQ�YHUULFKWHQ���
7RHJDQJ������ 9HUKXXUGHU� HQ� DOOH� GRRU� KHP� DDQ� WH� ZLM]HQ� SHUVRQHQ� ]LMQ� JHUHFKWLJG� KHW� JHKXXUGH� QD� RYHUOHJ� PHW� KXXUGHU� RS�ZHUNGDJHQ� WXVVHQ�������XXU�HQ�������XXU� WH�EHWUHGHQ�YRRU� LQVSHFWLH�YDQ�GH�VWDDW�YDQ�KHW�JHKXXUGH�YRRU�GH�RQGHU����JHQRHPGH�ZHUN]DDPKHGHQ�HQ�YRRU� WD[DWLHV�� ,Q�QRRGJHYDOOHQ� LV�YHUKXXUGHU�JHUHFKWLJG�RRN�]RQGHU�RYHUOHJ�HQ�RI�EXLWHQ�JHQRHPGH�WLMGVWLSSHQ�KHW�JHKXXUGH�WH�EHWUHGHQ�������� %LM� YRRUJHQRPHQ� YHUNRRS� RI� YHLOLQJ� YDQ� KHW� JHKXXUGH�� HQ� GH� ODDWVWH� GULH� PDDQGHQ� YRRU� KHW� HLQGH� YDQ� GH�KXXURYHUHHQNRPVW�� LV� KXXUGHU� YHUSOLFKW�� QD� YRRUDIJDDQGH� PHGHGHOLQJ� GRRU� RI� YDQZHJH� YHUKXXUGHU�� JHOHJHQKHLG� WRW�EH]LFKWLJLQJ�YDQ�KHW�JHKXXUGH�WH�JHYHQ�YDQ�������WRW�������XXU�HQ�YDQ�������WRW�������XXU�RS�ZHUNGDJHQ�DOVPHGH�RS�GH�YHLOLQJGDJHQ�HQ�]DO�KLM�JHEUXLNHOLMNH�
WH�KXXU
�RI�
WH�NRRS
�ERUGHQ�RI�ELOMHWWHQ�DDQ�RI�ELM�KHW�JHKXXUGH�JHGRJHQ���
6FKDGH�HQ�DDQVSUDNHOLMNKHLG������ :DQQHHU� LQ�� RS� RI� DDQ� KHW� JHKXXUGH� VFKDGH� LV� RQWVWDDQ� RI� GUHLJW� WH� RQWVWDDQ�� ZDDURQGHU� VFKDGH� RI� GUHLJHQGH�VFKDGH� DDQ� OHLGLQJHQ�� NDEHOV�� EXL]HQ�� DIYRHUHQ�� ULROHULQJHQ�� LQVWDOODWLHV� HQ� DSSDUDWXXU�� GLHQW� KXXUGHU� GH� YHUKXXUGHU�GDDUYDQ�RQYHUZLMOG�VFKULIWHOLMN�LQ�NHQQLV�WH�VWHOOHQ������� ,QGLHQ� HU� RQPLGGHOOLMNH� VFKDGH� GUHLJW� RI� RQWVWDQH� VFKDGH� ]LFK� GUHLJW� XLW� WH� EUHLGHQ�� GLHQW� KXXUGHU� GLW� WHUVWRQG� ELM�YHUKXXUGHU�WH�PHOGHQ�HQ�LV�KXXUGHU�YHUSOLFKW�RP�RQYHUZLMOG�SDVVHQGH�PDDWUHJHOHQ�WH�QHPHQ�WHU�YRRUNRPLQJ�HQ�EHSHUNLQJ�YDQ� �YHUGHUH�� VFKDGH� LQ� RI� DDQ� KHW� JHKXXUGH�� 'LW� JHOGW� LQ� KHW� ELM]RQGHU� ZDQQHHU� HU� VFKDGH� WHQJHYROJH� YDQ� HQLJH�ZHHUVJHVWHOGKHLG�LV�RI�GUHLJW�WH�RQWVWDDQ�������:DQQHHU�KHW�JHKXXUGH�GHHO�XLWPDDNW�YDQ�HHQ�YHU]DPHOJHERXZ�RI�HHQ�FRPSOH[�YDQ�ZRQLQJHQ��JHOGW�KHW�RQGHU������HQ� ����� JHVWHOGH� HYHQHHQV� WHQ� DDQ]LHQ� YDQ� KHW� WRWDOH� JHERXZ� RI� FRPSOH[��PHHU� LQ� KHW� ELM]RQGHU� WHQ� DDQ]LHQ� YDQ� GH�JHPHHQVFKDSSHOLMNH� UXLPWHQ� HQ� GH� EHOHQGLQJHQ�� 5HFKWVWUHHNV� RSWUHGHQ� YDQ� KXXUGHU� LV� LQ� GH]H� JHYDOOHQ� DOOHHQ� GDQ��YHUHLVW��ZDQQHHU�]XONV�UHGHOLMNHUZLMV�YDQ�KHP�YHUZDFKW�PDJ�ZRUGHQ�������9HUKXXUGHU�LV�QLHW�DDQVSUDNHOLMN�YRRU�VFKDGH�HQ�GHUYLQJ�YDQ�KXXUJHQRW�GLH�KXXUGHU�HQ�RI�]LMQ�KXLVJHQRWHQ�OLMGW�OLMGHQ�RI� YRRU� VFKDGH� DDQ� ]DNHQ� WRHEHKRUHQGH� DDQ� KXXUGHU� HQ�RI� ]LMQ� KXLVJHQRWHQ� DOV� JHYROJ� YDQ� ]LFKWEDUH� RI� RQ]LFKWEDUH�JHEUHN�DDQ�KHW�JHKXXUGH��WHQ]LM�GLH�VFKDGH�RI�GHUYLQJ�KXXUJHQRW�DDQ�YHUKXXUGHU�LV�WRH�WH�UHNHQHQ�RI�LQGLHQ�GLH�VFKDGH�LV�YHURRU]DDNW�GRRU�HHQ�JHEUHN�GDW�ELM� KHW�DDQJDDQ�YDQ�GH�KXXURYHUHHQNRPVW�DDQZH]LJ�ZDV�HQ�GDW�YHUKXXUGHU�GDW� WRHQ�NHQGH�RI�KDG�EHKRUHQ�WH�NHQQHQ��
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�����9HUKXXUGHU�LV�QLHW�DDQVSUDNHOLMN�YRRU�GH�VFKDGH��YHURRU]DDNW�DDQ�GH�SHUVRRQ�HQ�RI�]DNHQ�YDQ�GH�KXXUGHU�RI�GLHQV�KXLVJHQRWHQ� GRRU� VWRUP�� YRUVW�� EOLNVHPLQVODJ�� HUQVWLJH� VQHHXZYDO�� RYHUVWURPLQJHQ�� VWLMJLQJ� RI� GDOLQJ� YDQ� KHW�JURQGZDWHUSHLO�� QDWXXUUDPSHQ�� DWRRPUHDFWLHV�� JHZDSHQGH� FRQIOLFWHQ�� EXUJHURRUORJHQ�� RSVWDQGHQ�� RQOXVWHQ�� PROHVW� HQ�DQGHUH�FDODPLWHLWHQ�������+XXUGHU�LV�DDQVSUDNHOLMN�YRRU�VFKDGH�DDQ�KHW�JHKXXUGH��GLH�LV�RQWVWDDQ�GRRU�HHQ�KHP�WRH�WH�UHNHQHQ�WHNRUWVFKLHWHQ�LQ� GH� QDNRPLQJ� YDQ� HHQ� YHUSOLFKWLQJ� XLW� GH� KXXURYHUHHQNRPVW�� $OOH� VFKDGH�� EHKDOYH� EUDQGVFKDGH�� � ZRUGW� YHUPRHG�GDDUGRRU�WH�]LMQ�RQWVWDDQ��2QGHU�KXXUGHU�ZRUGW�LQ�GLW�OLG�PHGH�YHUVWDDQ��KXLVJHQRWHQ�YDQ�GH�KXXUGHU�HQ�GHUGHQ��GLH�]LFK�LQ�KHW�JHKXXUGH�EHYLQGHQ�������+XXUGHU� LV�JHKRXGHQ� WRW� KHW� DIVOXLWHQ� YDQ� �� HQ� WRW� KHW� LQVWDQGKRXGHQ�YDQ� ��HHQ�DGHTXDWH� LQERHGHOYHU]HNHULQJ�RS�JHEUXLNHOLMNH� YRRUZDDUGHQ�9RRU� VFKDGH� GLH� YDOW� RQGHU� GH� UHLNZLMGWH� HQ� GHNNLQJ� YDQ� HHQ� GRRU� KXXUGHU� DIJHVORWHQ�YHU]HNHULQJ�GLHQW�KXXUGHU�]LFK�HHUVW�WRW�]LMQ�YHU]HNHUDDU�WH�ZHQGHQ���
%HVFKHUPLQJ�ZRRQNOLPDDW������ ,QGLHQ� KHW� JHKXXUGH� GHHO� XLWPDDNW� YDQ� HHQ� JHERXZ� RI� FRPSOH[�� ZDDUWRH� UXLPWHQ� HQ� WHUUHLQHQ� EHKRUHQ� ZDDURS�KXXUGHU� JHHQ� H[FOXVLHYH� JHEUXLNVUHFKWHQ� KHHIW�� ]DO� KLM� ]LMQHU]LMGV� HU� WRH� ELMGUDJHQ�� GDW� GH]H� UXLPWHQ� HQ� WHUUHLQHQ� QLHW�ZRUGHQ� YHURQWUHLQLJG� HQ� QLHW�ZRUGHQ�JHEUXLNW� YRRU� DQGHUH� GRHOHLQGHQ� GDQ�ZDDUWRH� ]LM� NHQQHOLMN�� GDQ�ZHO� NUDFKWHQV�GH�KXXURYHUHHQNRPVW�RI�GH�DDQZLM]LQJHQ�YDQ�YHUKXXUGHU��]LMQ�EHVWHPG��+XXUGHU� ]DO� PHW� QDPH� QLHW� KHW� GDN�� GH� VFKDNHOUXLPWHQ� YRRU� GH� OLIW�� GH� EUDQGODGGHUV�� GH� UXLPWH� YRRU� GH� FHQWUDOH�YHUZDUPLQJVLQVWDOODWLH� HQ� GH� UXLPWH� YRRU� GH� K\GURIRRU� EHWUHGHQ� RI� GRHQ�EHWUHGHQ��+HW� LV� KXXUGHU� HYHQPLQ� WRHJHVWDDQ�YRHUWXLJHQ�� NLQGHUZDJHQV�� ILHWVHQ� RI� DQGHUH� YRRUZHUSHQ� HOGHUV� GDQ� RS� RI� LQ� GH� GDDUYRRU� EHVWHPGH� JHOHJHQKHGHQ� WH�SODDWVHQ��RI�EHGGHJRHG��ZDVJRHG�H�G��DDQ�GH�EXLWHQ]LMGH�YDQ�KHW�JHERXZ��DQGHUV�GDQ�ELQQHQ�KHW�EDONRQ��WH�NORSSHQ�RI�XLW�WH�KDQJHQ�������+HW�LV�KXXUGHU�]RQGHU�YRRUDIJDDQGH�WRHVWHPPLQJ�YDQ�YHUKXXUGHU�QLHW�WRHJHVWDDQ��D�� RS� RI� DDQ� KHW� JHKXXUGH� UHFODPH�� LQ� ZHONH� YRUP� GDQ� RRN�� YRRU� ]LFK� RI� YRRU� GHUGHQ� DDQ� WH� EUHQJHQ� RI� WH� GRHQ��DDQEUHQJHQ��E��HHQ�PHFKDQLVFKH�DI]XLJNDS�HQ�DQGHUH�DSSDUDWXXU�DDQ�WH�VOXLWHQ�RI�WH�GRHQ�DDQEUHQJHQ�RS�HHQ�YHQWLODWLHNDQDDO��F�� GH� LQ� KHW� JHKXXUGH� DDQZH]LJH� URRNNDQDOHQ� LQ� WH� ULFKWHQ� RI� WH� JHEUXLNHQ� WHQ� EHKRHYH� YDQ� HHQ� RSHQ� KDDUGYXXU� RI��HHQ� ]RJHQDDPGH� DOOHVEUDQGHU�� WHQ]LM� KHW� RP� JHEUXLN� JDDW� WHQ� EHKRHYH� YDQ� HHQ� RSHQ� KDDUG� GLH� YDQ� KHW� JHKXXUGH��GHHO�XLWPDDNW��+HW�JHVWHOGH�RQGHU���LV�YDQ�RYHUHHQNRPVWLJH�WRHSDVVLQJ�������+HW�LV�KXXUGHU�QLHW�WRHJHVWDDQ��D��LQ�RI�ELM�KHW�JHKXXUGH�GLHUHQ�WH�KRXGHQ�GLH�RYHUODVW�YHURRU]DNHQ��E��YHUEUDQGLQJVJDVVHQ�RS�DQGHUH�ZLM]H�GDQ�YLD�DDQZH]LJH�URRNNDQDOHQ�DI� WH�YRHUHQ�RI�GDDUYRRU�RQWOXFKWLQJVNDQDOHQ�WH�JHEUXLNHQ��F�� KHQQHS� RI� VRRUWJHOLMNH� JHZDVVHQ� LQ� KHW� JHKXXUGH� WH� WHOHQ�� YHUGRYHQGH�PLGGHOHQ� WH� KHEEHQ� HQ�RI� GDDULQ� KDQGHO� WH�GULMYHQ�YDQXLW�KHW�JHKXXUGH�RI�HQLJH�DQGHUH�DFWLYLWHLW�WH�YHUULFKWHQ�GLH�RS�JURQG�YDQ�RSLXPZHW�VWUDIEDDU�]LMQ�JHVWHOG��+HW�KDQGHOHQ� LQ�VWULMG�PHW�GLW�YHUERG� LV�GHUPDWH�HUQVWLJ�GDW�GLW�RQWELQGLQJ�YDQ�GH�KXXURYHUHHQNRPVW�RS�GH�NRUWVW�PRJHOLMNH�WHUPLMQ�UHFKWYDDUGLJW�������+XXUGHU� ]DO� RPZRQHQGHQ�RI� KXXUGHUV� YDQ�KHW]HOIGH�JHERXZ�RI� FRPSOH[�JHHQ�KLQGHU�RI� ODVW�EH]RUJHQ�HQ�HU�YRRU�]RUJGUDJHQ�GDW�GH�ELM�KHP�PHW�]LMQ�JRHGYLQGHQ�DDQZH]LJH�GHUGHQ�DOVPHGH�]LMQ�RI�KXQ�EH]RHNHUV�GLW�HYHQPLQ�GRHQ�������'H�EHSDOLQJHQ������W�P������EHRJHQ�RQGHU�PHHU�KHW�EHYRUGHUHQ�YDQ�JRHG�ZRRQNOLPDDW� WXVVHQ�GH�JHEUXLNHUV�YDQ�KHW�JHERXZ�RI�FRPSOH[�ZDDUWRH�KHW�JHKXXUGH�EHKRRUW�������+XXUGHU�]DO�]LFK�JHGUDJHQ�HQ�KHW�JHKXXUGH�JHEUXLNHQ�HQ�RQGHUKRXGHQ�]RDOV�KHW�HHQ�JRHG�KXXUGHU�EHWDDPW���
%LMNRPHQGH�OHYHULQJHQ�HQ�GLHQVWHQ������9RRU�]RYHU�KHW�JHKXXUGH�GHHO�XLWPDDNW�YDQ�HHQ�JHERXZ�RI�FRPSOH[�HQ�GH�OHYHULQJHQ�HQ�GLHQVWHQ�PHGH�EHWUHNNLQJ�KHEEHQ�RS�DQGHUH�GDDUWRH�EHKRUHQGH�JHGHHOWHQ�VWHOW� YHUKXXUGHU�KHW�QDDU�]LMQ�RRUGHHO� UHGHOLMNHUZLMV�YRRU� UHNHQLQJ�YDQ�KXXUGHU�NRPHQGH�DDQGHHO� LQ�GH�NRVWHQ�YDQ�GLH� OHYHULQJHQ�HQ�GLHQVWHQ�YDVW��9HUKXXUGHU�KRHIW�GDDUELM�JHHQ�UHNHQLQJ�WH�KRXGHQ�PHW�GH�RPVWDQGLJKHLG�GDW�GH�KXXUGHU�YDQ�HHQ�RI�PHHU�YDQ�GH]H�OHYHULQJHQ�HQ�GLHQVWHQ�JHHQ�JHEUXLN�PDDNW�������9HUKXXUGHU�YHUVWUHNW�KXXUGHU�HON�MDDU��XLWHUOLMN���PDDQGHQ�QD�KHW�YHUVWULMNHQ�YDQ�GDW�NDOHQGHUMDDU��HHQ�UXEULHNVJHZLMV�RYHU]LFKW� YDQ� GH� DDQ� YHUKXXUGHU� LQ� UHNHQLQJ� JHEUDFKWH� NRVWHQ� YDQ� GH� OHYHULQJHQ�HQ� GLHQVWHQ��PHW� YHUPHOGLQJ� YDQ�GH�ZLM]H� YDQ� EHUHNHQLQJ� GDDUYDQ� HQ� YRRU� ]RYHU� YDQ� WRHSDVVLQJ�� KHW� DDQGHHO� YDQ� KXXUGHU� LQ� GLH� NRVWHQ�� ,QGLHQ� DDQ� GH�YHUKXXUGHU� NRVWHQ� LQ� UHNHQLQJ�ZRUGHQ�JHEUDFKW�� GLH� QLHW� HHQ� NDOHQGHUMDDU� EHWUHIIHQ��PDDU� HHQ� DQGHUH� SHULRGH� YDQ� ���PDDQGHQ�GLH�HHQ�ERHNMDDU�YRUPW�HQ�ZHON�ERHNMDDU�LQ�KHW�YHUVWUHNHQ�NDOHQGHUMDDU�HLQGLJW��QHHPW�GH�YHUKXXUGHU�GH�NRVWHQ�RYHU�GLH�DQGHUH�SHULRGH�LQ�KHW�KLHUYRRU�EHGRHOGH�RYHU]LFKW�RS���%LM�EHsLQGLJLQJ�YDQ�GH�KXXU�KHHIW�KHW�RYHU]LFKW�DOV�KLHUYRRU�EHGRHOG�EHWUHNNLQJ�RS�KHW�WLMGYDN�YDQ�KHW�NDOHQGHUMDDU��GDW�RS�KHW�WLMGVWLS�YDQ�GH�EHsLQGLJLQJ�UHHGV�LV�YHUVWUHNHQ��������:DW�EOLMNHQV�KHW�RYHU]LFKW�RYHU�GH�EHWUHIIHQGH�SHULRGH��UHNHQLQJ�KRXGHQG�PHW�YRRUVFKRWEHWDOLQJHQ��GRRU�KXXUGHU�WH�ZHLQLJ� LV�EHWDDOG�RI�GRRU�YHUKXXUGHU� WH�YHHO� LV�RQWYDQJHQ��GLHQW�ELQQHQ�HHQ�PDDQG�QD�YHUVWUHNNLQJ�YDQ�KHW�RYHU]LFKW� WH�ZRUGHQ�ELMEHWDDOG�RI�WHUXJEHWDDOG�������9HUKXXUGHU�ELHGW�KXXUGHU�GHV�YHU]RFKW�GH�JHOHJHQKHLG��JHGXUHQGH�HHQ�PDDQG�QD�YHUVWUHNNLQJ�YDQ�HHQ�RYHU]LFKW��WRW� LQ]DJH� YDQ� GH� DDQ� KHW� RYHU]LFKW� WHQ� JURQGVODJ� OLJJHQGH�ERHNHQ� HQ� DQGHUH� ]DNHOLMNH� EHVFKHLGHQ� RI� YDQ� DIVFKULIWHQ�GDDUYDQ��
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�����+XXUGHU�LV�JHERQGHQ�DDQ�HHQ�LQNULPSLQJ�RI�XLWEUHLGLQJ�YDQ�GH�GRRU�YHUKXXUGHU�WH�YHU]RUJHQ�OHYHULQJHQ�HQ�GLHQVWHQ�HQ�KHW�GDDUELM�EHKRUHQGH�JHZLM]LJGH�YRRUVFKRWEHGUDJ��LQGLHQ�GLH�ZLM]LJLQJ�EHWUHNNLQJ�KHHIW�RS�OHYHULQJHQ�HQ�GLHQVWHQ�GLH�VOHFKWV�DDQ�HHQ�DDQWDO�KXXUGHUV�JH]DPHQOLMN�JHOHYHUG�NXQQHQ�ZRUGHQ�HQ�WHQPLQVWH�����YDQ�GLH�KXXUGHUV�GDDUPHH�KHHIW�LQJHVWHPG�� (HQ� KXXUGHU� GLH� QLHW� PHW� GH� ZLM]LJLQJ� KHHIW� LQJHVWHPG�� NDQ� ELQQHQ� DFKW� ZHNHQ� QD� GH� VFKULIWHOLMNH�NHQQLVJHYLQJ�YDQ�GH�YHUKXXUGHU�GDW�RYHUHHQVWHPPLQJ�LV�EHUHLNW�PHW�WHQPLQVWH�����YDQ�GH�KXXUGHUV��HHQ�EHVOLVVLQJ�YDQ�GH�UHFKWHU�YRUGHUHQ�RPWUHQW�GH�UHGHOLMNKHLG�YDQ�KHW�YRRUVWHO������� ,QJHYDO� WRW� GH� OHYHULQJHQ� HQ� GLHQVWHQ� GH� OHYHULQJ� YDQ� JDV�� HOHFWULFLWHLW�� ZDUPWH� HQ�RI� �ZDUP�� ZDWHU� EHKRRUW� NDQ�YHUKXXUGHU� QD� RYHUOHJ� PHW� KXXUGHU� GH� ZLM]H� YDQ� EHSDOHQ� YDQ� KHW� YHUEUXLN� HQ� KHW� GDDUDDQ� JHNRSSHOGH� DDQGHHO� YDQ�KXXUGHU�LQ�GH�NRVWHQ�YDQ�KHW�YHUEUXLN�DDQSDVVHQ������� :RUGW� KHW� YHUEUXLN� YDQ� JDV�� HOHFWULFLWHLW�� ZDUPWH� RI� �ZDUP�� ZDWHU� EHSDDOG� DDQ� GH� KDQG� YDQ� YHUEUXLNVPHWHUV� HQ�RQWVWDDW� ZHJHQV� QLHW� RI� RQMXLVW� IXQFWLRQHUHQ� YDQ� GH]H� PHWHUV� HHQ� JHVFKLO� RYHU� KXXUGHUV� DDQGHHO� LQ� GH� NRVWHQ� YDQ�YHUEUXLN�� GDQ� ZRUGW� GLW� DDQGHHO� YDVWJHVWHOG� GRRU� HHQ� EHGULMI� GDW� LQ� KHW� PHWHQ� HQ� YDVWVWHOOHQ� YDQ� DIJHQRPHQ� JDV��HOHFWULFLWHLW��ZDUPWH�HQ�RI��ZDUP��ZDWHU�LV�JHVSHFLDOLVHHUG��'LW�JHOGW�HYHQHHQV�ELM�EHVFKDGLJLQJ��YHUQLHWLJLQJ�RI�IUDXGH�PHW�EHWUHNNLQJ� WRW�GH�PHWHUV��RQYHUPLQGHUG�DOOH�DQGHUH� UHFKWHQ�GLH�YHUKXXUGHU� LQ�GDW�JHYDO� WHJHQRYHU�KXXUGHU�KHHIW�� ]RDOV�KHW�UHFKW�RS�KHUVWHO�RI�YHUQLHXZLQJ�YDQ�GH�PHWHUV�HQ�YHUJRHGLQJ�YDQ�JHOHGHQ�VFKDGH���
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