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.JTTJPO���5P�MFWFSBHF�JOOPWBUJWF�UFDIOPMPHZ�UP�NBLF�OBODJBM�TFSWJDFT�CFUUFS�
7JTJPO����5P�CFDPNF�UIF�NPTU�QPQVMBS�'JO5FDI�QMBUGPSN�BNPOH�VTFST�BOE�USVTUFE�CZ�QBSUOFST
7BMVFT���3FGPSN�BOE�JOOPWBUJPO��1VSTVJU�PG�FYDFMMFODF��4JNQMF�BOE�SFMJBCMF��.BLF�PUIFST�HSFBU�

"CPVU�6T
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0VS�CVTJOFTT�TUSBUFHZ
*O�/PWFNCFS�����
�PVS�HSPVQ�CSBOE�XBT�VQHSBEFE�UP�'JO7PMVUJPO�GSPN�GPSNFSMZ�BEPQUFE�OBNF�
11%"*
�FYQSFTTJOH�PVS�NJTTJPO�PG�DPOUJOVPVT�FWPMWFNFOU�BOE�EFWFMPQNFOU�PG�GJOBODJBM�TFSWJDFT�
UISPVHI�UFDIOPMPHJDBM� JOOPWBUJPO��5IF�CSBOE�PG�11%"*� JT�DVSSFOUMZ�SFTFSWFE�GPS�PVS�TVCTJEJBSZ
�
4IBOHIBJ�1BJQBJEBJ�'JOBODJBM�*OGPSNBUJPO�4FSWJDF�$P�
�-UE
�XIJDI�GPDVTFT�PO�'JO5FDI�CVTJOFTT��

'JO7PMVUJPO�PQFSBUFT�UISFF�NBJO�CVTJOFTT�TFDUPST��'JO5FDI�#VTJOFTT�4FDUPS
�*OUFSOBUJPOBM�#VTJOFTT�
4FDUPS
�BOE�4DJFODF�BOE�5FDIOPMPHZ�&DPTZTUFN�*ODVCBUJPO�#VTJOFTT�4FDUPS
�DPWFSJOH�B�XJEF�BSSBZ�
PG�BSFBT�JODMVEJOH�DPOTVNFS�OBODF
�UFDIOPMPHZ�BT�B�TFSWJDF
�CVTJOFTT�JODVCBUPS�BOE�JOWFTUNFOU��
*U�BEIFSFT�UP�TFSWJOH�UIF�QVCMJD� JOUFSFTU�BOE�FOBCMJOH� JOTUJUVUJPOT�XJUI� JOOPWBUJWF�UFDIOPMPHZ
�
VMUJNBUFMZ�IFMQJOH�TPMJEJGZ�SPMFT�PG�OBODF�JO�TFSWJOH�UIF�SFBM�FDPOPNZ��8JUI�B�TPMJE�GPPUJOH�JO�$IJOB
�
'JO7PMVUJPO�JT�EFEJDBUFE�UP�GBDJMJUBUJOH�UIF�DPOOFDUJPOT�CFUXFFO�CVTJOFTT�JOTUJUVUJPOT�BOE�DPOTVNFST�
UP�DSFBUF�BO�PQFO�BOE�USBOTQBSFOU�FDPTZTUFN�CPUI�PO�B�EPNFTUJD�BOE�HMPCBM�CBTJT��'JO7PMVUJPO�IBT�
BMTP�CFFO�FYQBOEJOH�JUT�QSFTFODF�JO�*OEPOFTJB
�1IJMJQQJOFT�BOE�FYQMPSJOH�PUIFS�DPVOUSJFT��

'JO5FDI�#VTJOFTT�4FDUPS
'JO5FDI�4FSWJDF�� #BTFE�PO� DPOTVNQUJPO� TDFOBSJPT�
BOE�SFBM�FDPOPNZ�OFFET
�'JO7PMVUJPO�DPPQFSBUFT�XJUI�
OBODJBM�JOTUJUVUJPOT�UP�TFSWF�DPOTVNFST
�TNBMM�BOE�NJDSP�
FOUFSQSJTFT�XJUI�CPSSPXJOH�OFFET
BOE�CSJOH�DPOWFOJFOU�
OBODJBM�TFSWJDFT�UP�UIF�VOEFS�QFOFUSBUFE�NBSLFUT�
'JO5FDI� &OBCMJOH��$BSSZ� PVU� #05	#VJME�0QFSBUF�
5SBOTGFS
�BOE�PUIFS�UP�#	#VTJOFTT
�UFDIOPMPHZ�CVTJOFTT�
SFRVJSFNFOUT
�BOE�ESJWF�UIF�EFWFMPQNFOU�BOE�FWPMVUJPO�
PG�OBODJBM�JOEVTUSZ�

*OUFSOBUJPOBM�#VTJOFTT�4FDUPS
&YQMPSF� OFX�CVTJOFTT� PQQPSUVOJUJFT� JO� *OEPOFTJB
�
1IJMJQQJOFT�BOE�PUIFS�DPVOUSJFT�UP�CSJOH�PVS�FYQFSJFODF�UP�
UIF�XPSME�UP�GBDJMJUBUF�OBODJBM�JODMVTJPO�BOE�UFDIOPMPHZ�
JOOPWBUJPO�

4DJFODF���5FDIOPMPHZ�&DPTZTUFN�*ODVCBUJPO�#VTJOFTT�4FDUPS�
4VQQPSU�OFX�CVTJOFTT�TUBSU�VQT�XJUI�HSPXUI�QPUFOUJBM
�
XIJMF�DPOUJOVJOH�JOWFTUNFOU�GPS�UIF�GVUVSF�BOE�CVJMEJOH�
BO�PQFO�TDJFODF�BOE�UFDIOPMPHZ�FDPTZTUFN�
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'JO7PMVUJPO�IBT�BO�FTUBCMJTIFE�BOE�DMFBS�DPSQPSBUF�HPWFSOBODF�TUSVDUVSF
�JODMVEJOH�TIBSFIPMEFST�
NFFUJOH�BOE�#PBSE�PG�%JSFDUPST��5IF�BOOVBM�TIBSFIPMEFST�NFFUJOH�JT�DPNQPTFE�PG�BMM�TIBSFIPMEFST�
JO� UIF�$PNQBOZ��8F�BMTP�FTUBCMJTIFE�BO�BVEJU�DPNNJUUFF
�B�DPNQFOTBUJPO�DPNNJUUFF
�BOE�B�
OPNJOBUJOH�BOE�DPSQPSBUF�HPWFSOBODF�DPNNJUUFF��5IF�TIBSFIPMEFSTNFFUJOH
�#PBSE�PG�%JSFDUPST�BOE�
BMM�DPNNJUUFFT�GVODUJPO�BSF�JO�TUSJDU�BDDPSEBODF�XJUI�SFMFWBOU�MBXT�BOE�SFHVMBUJPOT��

5IF�BVEJU�DPNNJUUFF
�UIF�DPNQFOTBUJPO�DPNNJUUFF
�BOE�UIF�OPNJOBUJOH�BOE�DPSQPSBUF�HPWFSOBODF�
DPNNJUUFF�BSF�BMM�DPNQPTFE�PG�*OEFQFOEFOU�/PO�FYFDVUJWF�%JSFDUPST�XIP�IBWF�SFMFWBOU�JOEVTUSZ�
FYQFSJFODF��*O�BEEJUJPO
�FBDI�DPNNJUUFF�NFNCFS�IBT�TVDJFOU�SFTPVSDFT�UP�EJTDIBSHF�UIFJS�EVUJFT�
BOE�JT�BCMF�UP�TFFL�JOEFQFOEFOU�QSPGFTTJPOBM�BEWJDF�XIFSF�BQQSPQSJBUF��4JODF�*10
�UIF�$PNQBOZT�
JOEFQFOEFOU�BVEJUPST�SFQPSU�IBT�CFFO�JTTVFE�CZ�BO�FYUFSOBM�BVEJU�GJSN�1SJDFXBUFSIPVTF$PPQFST�
;IPOH�5JBO�--1��
*O�BMJHONFOU�XJUI�UIF�$PNQBOZT�MPOH�UFSN�EFWFMPQNFOU�TUSBUFHZ
�XFWF�CVJMU�BO�PQFSBUJPO�UFBN�
DPNQPTFE�PG�EJFSFOU�GVODUJPOBM�EFQBSUNFOUT�XJUI�EJWFSTJFE�TLJMMT�

Organizational Structure 

#SBOE
3���%�$FOUFS
�#JH�%BUB���"*

3JTL�.BOBHFNFOU�%FQBSUNFOU
)VNBO�3FTPVSDF���"ENJOJTUSBUJPO

1VCMJD�3FMBUJPOT�
8FBMUI�.BOBHFNFOU�%FQBSUNFOU

(PWFSONFOU�3FMBUJPOT�
4BMFT
�4FSWJDF�����"TTFU�1SFTFSWBUJPO�$FOUFS

*OUFSOBUJPOBM�#VTJOFTT�%FQBSUNFOU
$POTVNQUJPO�4DFOBSJP�%FQBSUNFOU
*OUFSOFU�"TTFU�%FQBSUNFOU
4USBUFHZ���*OWFTUNFOU
"DDPVOUJOH���1SPDVSFNFOU
'JOBODJBM�*OTUJUVUJPO�$PPQFSBUJPO
�%FQBSUNFOU
1MBUGPSN�1SPEVDU�%FQBSUNFOU
$&0T�0DF
$BQJUBM�.BSLFU
-FHBM���$PNQMJBODF

$PNQFOTBUJPO�$PNNJUUFF

/PNJOBUJOH���$PSQPSBUF�(PWFSOBODF�$PNNJUUFF

"VEJU�$PNNJUUFF
"OOVBM�(FOFSBM�.FFUJOH

#PBSE�PG�%JSFDUPST

0QFSBUJPO�5FBN



�������

��������

�&NQMPZFFT &OWJSPONFOU *OEVTUSZ���$PNNVOJUZ$VTUPNFST��1BSUOFST&4(�(PWFSOBODF$PNQBOZ�1SPMF 3FTQPOTJCMF�0QFSBUJPO

5IF�$PNQBOZ�SFDPHOJ[FT�BOE�FNCSBDFT�UIF�CFOFGJU�PG�IBWJOH��EJWFSTJGJFE�HPWFSOBODF��8F�CFMJFWF�
TVDI�DPNQPTJUJPO� SFGMFDUT�B�EJWFSTJUZ�PG�FYQFSJFODFT
� WJFXQPJOUT
� DVMUVSBM�BOE�FEVDBUJPOBM�
CBDLHSPVOET
�BMM�PG�XIJDI�FOBCMF�FGGFDUJWF� MFBEJOH�BOE� MPOH�UFSN�TVTUBJOBCMF�HSPXUI� GPS� UIF�
$PNQBOZ��8IFO�SFWJFXJOH�QPUFOUJBM�#PBSE�OPNJOFFT
�UIF�OPNJOBUJOH�BOE�DPSQPSBUF�HPWFSOBODF�
DPNNJUUFF�DPOTJEFST�UIF�EJWFSTJUZ�PG�UIF�#PBSE
� JODMVEJOH�CVU�OPU� MJNJUFE�UP�HFOEFS
�BHF
�SBDF
�
FUIOJDJUZ
�LOPXMFEHF
�DVMUVSBM�BOE�FEVDBUJPOBM�CBDLHSPVOE��
"T�PG�UIF�SFQPSUJOH�EBUF
�PVS�#PBSE�DPNQSJTFE�UIF�GPMMPXJOH�EFNPHSBQIJDT�

"T�PG�%FDFNCFS���
�����
�UIF�$PNQBOZT�QFSGPSNBODF�XFSF�BT�GPMMPXT�

Diversified
Governance

Market
Performance

*OEVTUSZ�&YQFSU 3JTL�.BOBHFNFOU�&YQFSU'JOBODJBM�&YQFSU5FOVSF�	ZFBST
/BNF� /BUJPOBMJUZ (FOEFS "HF

4IBPGFOH�(V

5JF[IFOH�-J

)POHIVJ�)V

+VO�;IBOH

3POBME�$BP

+JNNZ�:��-BJ

#JOH�9JBOH��

$IJOB
$IJOB
$IJOB
$IJOB
6�4�"
6�4�"

)POH�,POH
��$IJOB

��
��
��
��
��
��
��

.BMF

.BMF

.BMF

.BMF

.BMF

.BMF

.BMF

�
�
�
�
�
�
�

:

:
:
:

:
:
:
:
:

:
:
:
:

'JO7PMVUJPO�IBE�105.91NJMMJPO�SFHJTUFSFE�VTFST
�17.93�NJMMJPO�DVNVMBUJWF�CPSSPXFST�BOE�
PWFS�����JOTUJUVUJPOBM�GVOEJOH�QBSUOFST�BDUJWF�PO�PVS�QMBUGPSN��
-PBO�PSJHJOBUJPO�WPMVNF�XBT�3.#�82,167NJMMJPO�JO�����
�DPNQBSFE�XJUI�3.#�61,498 NJMMJPO�
JO�����
�MPBOT�GVOEFE�CZ�JOTUJUVUJPOT�XFSF�3.#�51.0 CJMMJPO��
0QFSBUJOH�SFWFOVF�JO������JODSFBTFE�CZ�������UP�3.#�5,962.8�NJMMJPO�GSPN�3.#�
������NJMMJPO�
JO�������
/FU�QSPU�XBT�3.#�2,374.5�NJMMJPO�JO�������
*ODPNF�UBY�FYQFOTFT�XFSF�3.#�482.0�NJMMJPO�JO�����
�DPNQBSFE�XJUI�3.#������NJMMJPO�JO������
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8F�BDUJWFMZ�QBSUJDJQBUF�JO�SFDPHOJ[FE�JOEVTUSZ�BTTPDJBUJPOT�BOE�BSF�EFWPUFE�UP�QSPNPUJOH�UIF�JOEVTUSZ�
EFWFMPQNFOU�JO�B�TVTUBJOBCMF�XBZ�

/BUJPOBM�*OUFSOFU�'JOBODF�"TTPDJBUJPO�PG�$IJOB
4IBOHIBJ�*OUFSOFU�'JOBODF�"TTPDJBUJPO�
4IBOHIBJ�4PGUXBSF�"TTPDJBUJPO�
4IBOHIBJ�*OGPSNBUJPO�4FSWJDF�*OEVTUSZ�"TTPDJBUJPO
4IBOHIBJ�"SUJDJBM�*OUFMMJHFODF�%FWFMPQNFOU�"MMJBODF�
4IBOHIBJ�)JHI�UFDI�&OUFSQSJTF�"TTPDJBUJPO
-VKJB[VJ�*OUFSOFU�'JOBODF�"TTPDJBUJPO
4IBOHIBJ�'JOBODJBM�*OGPSNBUJPO�"TTPDJBUJPO�
4IBOHIBJ�$SFEJU�1SPNPUJPO�$FOUFS
4IBOHIBJ�6OJPO�-BCPSBUPSZ�PG�$SFEJU�#JH�%BUB
1VEPOH�3���%�*OTUJUVUF�"TTPDJBUJPO
.PCJMF�"QQMJDBUJPO�	"11
�4FDVSJUZ�$PNNJUUFF
4IBOHIBJ�*5�&OUSFQSFOFVS�"TTPDJBUJPO
1VEPOH�$IBNCFS�PG�$PNNFSDF�BOE�*OEVTUSZ�	&YFDVUJWF�$PNNJUUFF

5TJOHIVB�6OJWFSTJUZ����'PSVN�PO�$POTVNFS�'JOBODF
$&*#4�-VKJB[VJ�*OTUJUVUF�PG�*OUFSOBUJPOBM�'JOBODF
/FX�'JOBODJBM�"MMJBODF�PG�$IJOB�'JOBODF����'PSVN�

Association 
Memberships

*OOPWBUJPO�JO�'JO5FDI�
*OVFOUJBM�'JO5FDI�$PNQBOJFT������
*ODMVTJWF�'JO5FDI�*OTUJUVUJPOT������
5IF�#FTU�*OOPWBUJWF�/FX�'JO5FDI�*OTUJUVUJPOT������PG�UIF��UI�(PMEFO�-JPO��"XBSE�
5PQ����PG�%JHJUBM�5FDIOPMPHZ�4QFDUSVN�
"OOVBM�5SVTUXPSUIZ�*OOPWBUJWF�'JO5FDI�$PNQBOJFT�
8*4&������,JOH�PG�UIF�/FX�&DPOPNZ�IFME�CZ���,S�
5PQ����PG�*OUFMMJHFOU�3JTL�.BOBHFNFOU�8FBQPO�4QFDUSVN�
$FSUJDBUF�PG�7JDF�$IBJSNBO�PG�4IBOHIBJ�*OGPSNBUJPO�4FSWJDF�"TTPDJBUJPO�
"OOVBM�&YDFMMFOU�$BTF�PG�*OUFSOFU�1VCMJD�8FMGBSF�
5PQ����*OOPWBUJWF�'JO5FDI�$PNQBOJFT�JO�$IJOB�
"OOVBM�4NBSU�'JOBODJBM�4FSWJDF�*OTUJUVUJPO�
5PQ�����PG�)VSVO�/FX�'JOBODF������
�����#FTU�1BSUOFS�BXBSEFE�CZ�4IBOHIBJ�;IBOHKJBOH�/BUJPOBM�*OOPWBUJPO
%FNPOTUSBUJPO�;POF�'PDVTFE�5BMFOU�5SBJOJOH�#BTF�	-VKJB[VJ�1BSL
�

Major Honors 
&Awards

5IF�BCPWF�IPOPST�BOE�BXBSET�XFSF�HSBOUFE�JO������
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#PBSE

��&4(�-FBEJOH�(SPVQ

&4(��8PSLJOH�5FBN

"MM�4UB

ESG Concept

8JUI�B�NJTTJPO�PG�5P�MFWFSBHF�JOOPWBUJWF�UFDIOPMPHZ�UP�NBLF�OBODJBM�TFSWJDFT�CFUUFS
�'JO7PMVUJPO�
IBT�EFFQMZ�JOUFHSBUFE�&4(�JOUP�PVS�CVTJOFTT�NPEFM
�BOE�DPOUJOVFT�UP�MFWFSBHF�JOOPWBUJWF�UFDIOPMPHZ�
UP�QSPNPUF�JODMVTJWF�OBODF��8F�CFMJFWF�UIBU�UIF�DPNNVOJUZ�BT�B�XIPMF�CFOFUT�XIFO�NPSF�QFPQMF�
IBWF�BDDFTT�UP�GPSNBM�OBODJBM�TFSWJDF��$PNNJUUFE�UP�UIF�JEFPMPHZ�PG�OBODF�BU�UIF�DPOWFOJFODF�PG�
ZPVS�OHFSUJQT�BOE�FWFSZ�MJUUMF�CJU�PG�GVOET�IFMQT
�XF�BDUJWFMZ�NBLF�DPOUSJCVUJPOT�UP�UIF�TPDJFUZ�BOE�
FYUFOE�PVS�JOVFODFT�UP�UIF�DPNNVOJUZ�JO�B�NPSF�TVTUBJOBCMF�XBZ�

ESG Management

*O�PSEFS� UP�BDIJFWF�UIF�TPDJBM�BOE�FDPOPNJD�CFOFGJUT�VOEFS� MPOH�UFSN�TVTUBJOBCJMJUZ�TUSBUFHZ
�
'JO7PMVUJPO�IBT�FTUBCMJTIFE�BO�&4(�XPSLJOH�HSPVQ�

%FWFMPQ�&4(�TUSBUFHJFT�BOE�HPBMT
%FWFMPQ�SJTL�DPOUSPM�TUSVDUVSF�PG�&4(
%FWFMPQ�&4(�NBOBHFNFOU�QPMJDJFT
.POJUPS�UIF�PQFSBUJPO�PG�&4(�JOGPSNBUJPO�TZTUFN

*NQMFNFOU�&4(�QPMJDJFT
$BSSZ�PVU�&4(�XPSLJOH�QSPDFEVSF
.BOBHF�&4(�JOGPSNBUJPO�TZTUFN
$PPSEJOBUF�&4(�SFMBUFE�XPSL

5IF�IJHIFTU�EFDJTJPO�NBLFS�PG�DPSQPSBUF�HPWFSOBODF

$BSSZ�PVU�&4(�XPSL
(BUIFS�BOE�SFQPSU�&4(�JOGPSNBUJPO
1SPNPUF�&4(�QSBDUJDFT
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4UBLFIPMEFS

$PNNVOJDBUJPO�.FDIBOJTN

(PWFSONFOU�PSHBOJ[BUJPOT���3FHVMBUPST� $VTUPNFST 4VQQMJFST���1BSUOFST /PO�HPWFSONFOUBM�PSHBOJ[BUJPOT $PNNVOJUJFT���UIF�1VCMJD .FEJB 1FFST���*OEVTUSZ�BTTPDJBUJPOT 4IBSFIPMEFST���*OWFTUPST &NQMPZFFT�

'SFRVFODJFT

*TTVFT�PG�
$PODFSO

v-FHBM�DPNQMJBODF
v$ZCFS�TFDVSJUZ
v3JTL�NBOBHFNFOU
v'JOBODJBM�JODMVTJPO

v'JOBODJBM�JODMVTJPO
v1SPUFDUJOH�DVTUPNFST��SJHIUT���JOUFSFTUT
v%BUB�TFDVSJUZ���QSJWBDZ��QSPUFDUJPO

v8JO�8JO�DPPQFSBUJPO
v&RVBM
�PQFO���GBJS���QSPDVSFNFOU

v1VCMJD�XFMGBSF
v#VTJOFTT�JOUFHSJUZ�����BOUJ�DPSSVQUJPO�
v$MJNBUF�DIBOHF

v1VCMJD�XFMGBSF
v#VTJOFTT�JNQBDU�PO���TPDJFUZ
v%JWFSTJUZ��JODMVTJPO

v1PMJDZ�TFNJOBST
v(PWFSONFOU�BBJST
v4VQFSWJTJPO������JOTQFDUJPO
v*OEVTUSZ�NFFUJOHT
v3FQPSUT

v4PDJBM�NFEJB
v'JO7PMVUJPO�PDJBM���XFCTJUF
v&NBJM���UFMFQIPOF���DPNNVOJDBUJPOT
v"11T

v&NBJM���UFMFQIPOF��DPNNVOJDBUJPOT
v4VQQMJFS�DPOGFSFODF
v*OWFTUJHBUJPO����FWBMVBUJPO�PG�TVQQMJFST
v1VCMJD�UFOEFSJOH������CJEEJOH
v$PNQMBJOUT�IPUMJOF

v*OEVTUSZ�BTTPDJBUJPO
v4FNJOBS
v8PSLJOH�NFFUJOH
v&NBJM���UFMFQIPOF���DPNNVOJDBUJPO

v1BSUJDJQBUJPO�JO��TPDJBM�QVCMJD�CFOFU��BDUJWJUJFT
v$PPQFSBUJPO�JO��DPNNVOJUZ�QSPKFDUT

.VMUJQMF�UJNFT�QFS�NPOUI .VMUJQMF�UJNFT�QFS�NPOUI .VMUJQMF�UJNFT�QFS�RVBSUFS .VMUJQMF�UJNFT�QFS�ZFBS'SPN�UJNF�UP�UJNF .VMUJQMF�UJNFT�QFS�ZFBS

v1SFTT�SFMFBTFT����BOOPVODFNFOUT
v*OUFSWJFXT
v'JO7PMVUJPO�PDJBM���XFCTJUF

v'JOBODJBM�JODMVTJPO
v#VTJOFTT�JNQBDU���PO�TPDJFUZ

v*OUFMMFDUVBM�QSPQFSUZ����NBOBHFNFOU
v$ZCFS�TFDVSJUZ
v5FDIOPMPHZ�JOOPWBUJPO
v*OEVTUSZ��DPNNVOJDBUJPO

v*OEVTUSZ�TVNNJUT���"TTPDJBUJPO�NFFUJOHT
v3PVOE�UBCMF���DPOGFSFODFT
v4JUF�JOWFTUJHBUJPO

'SPN�UJNF�UP�UJNF

v&DPOPNJD�QFSGPSNBODF
v-FHBM�DPNQMJBODF
v*OGPSNBUJPO�EJTDMPTVSF
v'JOBODJBM�QSPEVDU�TBGFUZ

v4IBSFIPMEFSTNFFUJOH
v2VBSUFSMZ�FBSOJOHT�SFMFBTF
v*OWFTUPS�SPBETIPXT
v4FMM�TJEF�DPOGFSFODFT
v&NBJM���UFMFQIPOF����DPNNVOJDBUJPOT
v"OOVBM�SFQPSU

.VMUJQMF�UJNFT�QFS�NPOUI

v$PNQFOTBUJPO������CFOFUT
v&NQMPZFF�IFBMUI�������TBGFUZ
v5BMFOU�EFWFMPQNFOU�����USBJOJOH�
v%JWFSTJUZ���JODMVTJPO

v3FNVOFSBUJPO���NBOBHFNFOU
v&NQMPZFF�USBJOJOH
v&NQMPZFF�BDUJWJUJFT
v*OUFSWJFX�XJUI�FNQMPZFFT
v&NQMPZFF�TBUJTGBDUJPO����TVSWFZ
v"DDFTT�UP�TFOJPS����NBOBHFNFOU

.VMUJQMF�UJNFT�QFS�NPOUI

Stakeholder Engagement�
8F�CVJME�TUSPOH�SFMBUJPOTIJQT�XJUI�PVS�TUBLFIPMEFST��#BTFE�PO�UIFJS� JOGMVFODF�PO�PVS�CVTJOFTT�BDUJWJUJFT�BOE�SFHVMBS�FOHBHFNFOU�QSPDFTTFT
�XF�
IBWF�JEFOUJGJFE�UIF�TJHOJGJDBOU�TUBLFIPMEFS�HSPVQT��8F�BDUJWFMZ�BEPQUFE�WBSJPVT�DPNNVOJDBUJPO�NFDIBOJTNT�UP�DPNNVOJDBUF�XJUI�BMM�TJHOJGJDBOU�
TUBLFIPMEFST�UP�NFFU�UIFJS�FYQFDUBUJPOT�BOE�FOIBODF�PVS�CVTJOFTT�PQFSBUJPO�JO�B�TVTUBJOBCMF�XBZ�
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Materiality Assessment
�*EFOUJGZ�&4(�*TTVFT
$PNQSFIFOTJWFMZ�DPOTJEFSJOH�UIF�DPOTVNFS�OBODF�JOEVTUSZ
�PQFSBUJOH�DIBSBDUFSJTUJDT�BOE�TUSBUFHJD�EJSFDUJPO
�XF�TFMFDUFE����&4(�JTTVFT�CBTFE�PO�UIF�GPMMPXJOH�DPOUFOU�

v&4(�TUSBUFHJD�PCKFDUJWFT�PG�'JO7PMVUJPO�
v(3*�4UBOEBSET�
v.4$*�&4(�3BUJOH�NFUIPEPMPHZ�

"DDFTT�UP�'JOBODF
'JOBODJBM�1SPEVDU�4BGFUZ
1SJWBDZ���%BUB�4FDVSJUZ
1SPEVDU���4FSWJDF�*OOPWBUJPO

$VTUPNFS�3FMBUJPOTIJQ�
.BOBHFNFOU
4VQQMZ�$IBJO�.BOBHFNFOU
$PNQMJBODF�0QFSBUJPO
-BCPS�.BOBHFNFOU
0DDVQBUJPOBM�)FBMUI���4BGFUZ

5SBJOJOH���&EVDBUJPO
%JWFSTJUZ���&RVBM�0QQPSUVOJUZ
)VNBO�3JHIU
1VCMJD�$IBSJUZ

$PSQPSBUF�(PWFSOBODF
3JTL���$SJTJT�.BOBHFNFOU
#VTJOFTT�&UIJDT
&DPOPNJD�1FSGPSNBODF
.BSLFU�1FSGPSNBODF

$MJNBUF�3FTQPOTF
(SFFO�0QFSBUJPO

&DPOPNZ 4PDJFUZ &OWJSPONFOU
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*EFOUJGZ�,FZ�4UBLFIPMEFST�
$POTJEFSJOH�UIF�FYUFOU�PG�UIF�TUBLFIPMEFST�BFDUFE�CZ�PVS�CVTJOFTTFT�BOE�BFDUJOH�PVS�CVTJOFTTFT
�
XF�JEFOUJFE�SFMFWBOU�TUBLFIPMEFST�UP�QBSUJDJQBUF�JO�UIF�NBUFSJBMJUZ�BTTFTTNFOU��

$POEVDU�4VSWFZ�"DUJWJUJFT
'JO7PMVUJPO�JOWJUFE�SFQSFTFOUBUJWFT�PG�UIF�JOUFSOBM�BOE�FYUFSOBM�TUBLFIPMEFST�JEFOUJFE�UP�QBSUJDJQBUF�
JO� UIF�NBUFSJBMJUZ�BTTFTTNFOU�PG� UIF�&4(� JTTVFT��4VDI�TVSWFZ�BDUJWJUJFT�XFSF�DPOEVDUFE� GSPN�
UXP�QFSTQFDUJWFT
�OBNFMZ�*NQPSUBODF�UP�$PSQPSBUF�#VTJOFTT�BOE�*NQPSUBODF�UP�4UBLFIPMEFS
�UP�
VOEFSTUBOE�UIF�TUBLFIPMEFST�FYQFDUBUJPOT�BOE�DPODFSOT�PO�PVS�&4(�JTTVFT��
5IF�QJF�DIBSU�CFMPX�TIPXDBTFT�UIF�LFZ�TUBLFIPMEFS�FOHBHFNFOU�JO�UIF�TVSWFZ�BDUJWJUJFT�

'PSNVMBUJOH�.BUFSJBMJUZ�"TTFTTNFOU�.BUSJY
5ISPVHI�BOBMZTJOH�UIF�SFTVMUT�PG�NBUFSJBMJUZ�BTTFTTNFOU�RVFTUJPOOBJSFT�DPNQMFUFE�CZ�JOUFSOBM�BOE�
FYUFSOBM�TUBLFIPMEFST
�XF�JEFOUJFE�UIF�QSJPSJUZ�PG�NBUFSJBMJUZ�PG�FDPOPNJD
�FOWJSPONFOUBM�BOE�TPDJBM�
JTTVFT
�BOE�GPSNVMBUFE�NBUFSJBMJUZ�BTTFTTNFOU�NBUSJY�

*OUFSOBM�$POSNBUJPO
5IF�SFTVMUT�PG�UIF�NBUFSJBMJUZ�BTTFTTNFOU�XFSF�SFWJFXFE�BOE�DPOSNFE�CZ�UIF�&4(�XPSLJOH�UFBN�
BOE�UIF�&4(�MFBEJOH�UFBN��

."5&3*"-*5:�"44&44.&/5�."53*9

Economy Society Environment

41%3%

3%

16%

16%

6%

7%

8%

Non-governmental organizations  3%

Communities and the Public  7%

Suppliers and Partners  16%

Shareholders and Investors  16%

Customers  6%

Media  8%

Peers and industry associations����

Employees  41%

Low

High

1SJWBDZ�BOE�%BUB�4FDVSJUZ
$PSQPSBUF�(PWFSOBODF

1SPEVDU�BOE�4FSWJDF�*OOPWBUJPO.BSLFU�1FSGPSNBODF

$VTUPNFS�3FMBUJPOTIJQ�.BOBHFNFOU

4VQQMZ�$IBJO�.BOBHFNFOU
-BCPVS�.BOBHFNFOU

0DDVQBUJPOBM�)FBMUI�BOE�4BGFUZ

5SBJOJOH�BOE�&EVDBUJPO

)VNBO�3JHIU
(SFFO�0QFSBUJPO

$MJNBUF�3FTQPOTF

1VCMJD�$IBSJUZ

%JWFSTJUZ�BOE�&RVBM�0QQPSUVOJUZ

$PNQMJBODF�0QFSBUJPO
&DPOPNJD�1FSGPSNBODF

#VTJOFTT�&UIJDT

"DDFTT�UP�'JOBODF
'JOBODJBM�1SPEVDU�4BGFUZ

3JTL�BOE�$SJTJT�.BOBHFNFOU

)JHI
Im

po
rt

an
ce
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o 
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ak
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Importance to Corporate Business



$PNQSFIFOTJWF�3JTL�.BOBHFNFOU
#VTJOFTT�&UIJDT���*OUFHSJUZ
4VQQMJFS�.BOBHFNFOU
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5IF�DPSOFSTUPOF�PG�PVS�CVTJOFTT�TVDDFTT�DMFBSMZ�SFTUT� JO�PVS�DPOUJOVFE�DPNNJUNFOU�UPXBSET�
SFTQPOTJCMF�PQFSBUJPOT�BOE�TVTUBJOBCMF�EFWFMPQNFOU��5IFTF�DPSF�WBMVFT�DPOUJOVPVTMZ�HVJEF�PVS�
FGGPSU� UP�FOIBODF�PVS�DPSQPSBUF�HPWFSOBODF�BOE� JNQMFNFOU�SJTL�NBOBHFNFOU�QSPUPDPMT�UIBU�

NJUJHBUF�OBODJBM�SJTLT��0VS�JOOPWBUJWF�BOE�BEWBODFE�UFDIOPMPHJFT�FOBCMF�VT�UP�FFDUJWFMZ�NBOBHF�
DSFEJU�SJTLT�BOE�CFUUFS�TFSWF�CPSSPXFST�BOE�JOTUJUVUJPOBM�GVOEJOH�QBSUOFST�JO�B�DIBMMFOHJOH�PQFSBUJOH�
FOWJSPONFOU����

Comprehensive Risk 
Management
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"SUJDJBM�*OUFMMJHFODF��#JH�%BUB�

8F�FTUBCMJTIFE�B�3JTL�.BOBHFNFOU�$PNNJUUFF
�DIBJSFE�CZ�PVS�$IJFG�3JTL�0GGJDFS��5IF�3JTL�
.BOBHFNFOU�$PNNJUUFF� JT� UIF�IJHIFTU�MFWFM�NBOBHFNFOU�DPNNJUUFF�UP�PWFSTFF�HSPVQ�
XJEF�SJTLT
�BOE�JT�SFTQPOTJCMF�GPS�SJTL�HPWFSOBODF
�SJTL�PWFSTJHIU�BOE�SJTL�BQQFUJUF��6OEFS�UIF�
3JTL�.BOBHFNFOU�$PNNJUUFF
�XF�IBWF�DSFBUFE�B�DPNCJOFE�SJTL�NBOBHFNFOU�EFQBSUNFOU
�
JOWPMWJOH�BTTFU�DFOUFS
�SJTL�DFOUFS�BOE�BSUJDJBM�JOUFMMJHFODF�BOE�CJH�EBUB�EJWJTJPO
�UP�GVSUIFS�
JNQSPWF�UIF�XBZ�XF�NBOBHF�SJTLT��
8F�GPSNVMBUFE�SJTL�NBOBHFNFOU�QPMJDJFT�BOE�SJTL�DPOUSPM�BTTFTTNFOU�QSPDFTTFT
�JODMVEJOH�
3FHVMBUJPOT�PO� UIF�#PSSPXJOH�#VTJOFTT
�(VJEFMJOFT� GPS�#PSSPXFS�.BOBHFNFOU
� BOE�
3FHVMBUJPOT�PO�'SBVE�%FUFDUJPO�.BOBHFNFOU ��8F�BMTP�SFWJFX�UIF�FGGFDUJWFOFTT�PG� UIFTF�
QPMJDJFT�UISPVHI�SFHVMBS�BVEJU�DPOEVDUFE�CZ�PVS�SJTL�NBOBHFNFOU�UFBN�

3JTL�$POUSPM�4USVDUVSF���1PMJDZ

"TTFU�$FOUFS 3JTL�$FOUFS

%FQBSUNFOU�PG�3JTL�.BOBHFNFOU

3JTL�.BOBHFNFOU�$PNNJUUFF�

���%BUB�TDJFODF
���3JTL�TZTUFN����QSPDFEVSFT
���#JH�EBUB�BSDIJUFDUVSF
�����QSPEVDUT

���1PTU�MPBO�BTTFU�QPMJDZ
���1PTU�MPBO�BTTFU�CVTJOFTT
���1PTU�MPBO�BTTFU�QSPEVDU

v3JTL�QPMJDJFT
���3JTL�NBOBHFNFOU
���'SBVE�EFUFDUJPO�
���NBOBHFNFOU
���2VBMJUZ�JOTQFDUJPO���
���FYQFSU��SFWJFX
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SOPHISTICATED RISK MANAGEMENT TECHNOLOGIES & CAPABILITIES

8F�IBWF�BMM�BMPOH�CFFO�FNQIBTJ[JOH�PO�PVS�TUSPOH�DBQBCJMJUZ�BOE�QSVEFOU�DVMUVSF�PG�SJTL�NBOBHFNFOU�JO�UIF�$PNQBOZ��5ISPVHI�ZFBST�PG�EFWFMPQNFOU
�XFWF�FTUBCMJTIFE�TZTUFNBUJD�BOE�IJHIMZ�FFDUJWF�SJTL�
NBOBHFNFOU�QSPDFEVSFT�UISPVHI�MPBO�MJGFDZDMFT
�JODMVEJOH�BVUPNBUJD�GSBVE�EFUFDUJPO
�DSFEJU�TDPSJOH
�BTTFTTNFOU
�BOE�QPTU�GBDJMJUBUJPO��MPBO�DPMMFDUJPO��0VS�TUSPOH�SJTL�NBOBHFNFOU�DBQBCJMJUZ�JT�POF�PG�UIF�LFZ�
DPNQFUJUJWF�BEWBOUBHFT�UIBU�FOBCMF�VT�UP�NBLF�DSFEJU�DPOWFOJFOU�BOE�BWBJMBCMF�UP�UIF�VOEFSTFSWFE�QPQVMBUJPO�JO�$IJOB�BOE�PWFSTFBT
�XIPTF�DSFEJU�IJTUPSJFT�IBWF�ZFU�CFFO�SFDPSEFE�JO�UIF�DPVOUSZT�EFWFMPQJOH�
DSFEJU�TZTUFN
�XIJMF�NBJOUBJOJOH�B�TVTUBJOBCMF�CVTJOFTT��

3JTL�$POUSPM�4ZTUFN

"VUPNBUFE�GSBVE�EFUFDUJPO
8F�IBWF�CFFO�XPSLJOH�DMPTFMZ�XJUI�NVMUJQMF�QBSUOFST�JO�B�KPJOU�
FPSU�UP�JEFOUJGZ�FNFSHJOH�GSBVEVMFOU�TDIFNFT
�TDBNT
�USFOET
�
UISFBUT
�BOE�DSJNJOBM�PSHBOJ[BUJPOT�BOE�IBWF�BDDVNVMBUFE�
NBTTJWF�EBUB�BT�SFMBUFE�UP�GSBVE��5IF�EBUBCBTF�XF�NBJOUBJO�
IFMQT�VT�UP�OF�UVOF�UIF�SVMFT�XF�TFU�XIJDI�FOIBODF�PVS�GSBVE�
EFUFDUJPO�DBQBCJMJUJFT��

8F�BEPQU�B�NVMUJGBDFUFE� GSBVE�EFUFDUJPO�NFUIPE��'JSTU
�XF�
TFU�VQ�SVMFT�CBTFE�PO�LOPXO�GSBVE�DBTFT�UP�MUFS�BDUJWJUJFT�GPS�
GSBVEVMFOU�CFIBWJPST��"GUFSXBSET
�XF�BQQMZ�BEWBODFE�OFUXPSL�
UFDIOJRVFT�UP� JEFOUJGZ� SFMBUJPOTIJQT�QFSUJOFOU� UP� GSBVE�BOE�
DPOOFDU�UIF�JOEJWJEVBM�GSBVEVMFOU�BDUJWJUJFT�UP�VODPWFS�DPNQMFY�
GSBVE�TDIFNFT�BOE�DSJNJOBM�PSHBOJ[BUJPOT�� *O�BEEJUJPO
�XF�
SVO�BOPNBMZ�EFUFDUJPO�UP�EFUFDU� JOEJWJEVBM�BOE�BHHSFHBUFE�

BCOPSNBM�QBUUFSOT�JO�PSEFS�UP�DBUDI�VOLOPXO�GSBVE�CFIBWJPST��
*G�BWBJMBCMF�JOGPSNBUJPO�JT� JOTVGGJDJFOU�GPS�PVS�TZTUFN�UP�ESBX�
B�DPODMVTJPO
�UIF�SFMFWBOU�MPBO�BQQMJDBUJPOT�XJMM�CF�GPSXBSEFE�
UP�PVS�BOUJ�GSBVE�UFBN�GPS� GVSUIFS�PGGMJOF�WFSJGJDBUJPO
�XIJDI�
JOWPMWFT�NFNCFST�PG� PVS� BOUJ�GSBVE� UFBN�TQFBLJOH�XJUI�
BQQMJDBOUT� UP� JORVJSF�BGUFS� BOZ� JODPOTJTUFODJFT� JO�B� MPBO�
BQQMJDBUJPO�

"OBMZUJD�SVMFT

"OUJ�GSBVE�UFBN

4PDJBM�OFUXPSL�BOBMZTJT

"OPNBMZ�EFUFDUJPO .BHJD�.JSSPS�.PEFM
&YDFMMFOU 1PPS

.VMUJQMF�QBSUOFST�
KPJOU�FPSUT

.BTTJWF�EBUBCBTF�PG�
GSBVE�DBTFT

"VUPNBUFE�
NFTTBHF�

SFNJOEFS�CFGPSF�
EVF�EBUF

"*�FOBCMFE
JOUFSOBM�
DPMMFDUJPO
UFBN

�5IJSE�QBSUZ�
DPMMFDUJPO�

TFSWJDF�
QSPWJEFST

6TFS�JOGP �5IJSE�QBSUZ�EBUB

�1SPQSJFUBSZ�EBUB

-PBO�BQQMJDBOUT�XJUI�DSFEJU�SBUJOH�PG�7***�XJMM�CF�SFKFDUFE�

$SFEJU�TDPSJOH���BTTFTTNFOU 1PTU�GBDJMJUBUJPO�NPOJUPSJOH���MPBO�DPMMFDUJPO"VUPNBUFE�GSBVE�EFUFDUJPO
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$SFEJU�TDPSJOH���BTTFTTNFOU
*O�"VHVTU�����
�XF�EFWFMPQFE�BOE� MBVODIFE�B�QSPQSJFUBSZ�
DSFEJU�TDPSJOH�NPEFM
�LOPXO�BT�.BHJD�.JSSPS�.PEFM
�XIJDI�XF�
CFMJFWF�SFQSFTFOUT�POF�PG�PVS�LFZ�DPNQFUJUJWF�BEWBOUBHFT��
0VS�.BHJD�.JSSPS�.PEFM�MFWFSBHFT�PO�B�IVHF�EBUBCBTF�UIBU�XF�
IBWF�CVJMU�VQ�HSBEVBMMZ�UISPVHI�PVS�ZFBST�PG�PQFSBUJPOT��4VDI�
B�WBTU�BNPVOU�PG�EBUB�MBZT�UIF�TUSPOH�GPVOEBUJPO�GPS�PVS�VTF�
PG�NBDIJOF�MFBSOJOH�UP�PQUJNJ[F�UIF�.BHJD�.JSSPS�.PEFM�PO�B�
DPOUJOVJOH�CBTJT�

*O�UIF�DSFEJU�BTTFTTNFOU�QIBTF
�EJFSFOU�BMHPSJUINT�BSF�BQQMJFE�
UP�QSPTQFDUJWF�CPSSPXFST�XJUI�EJFSFOU�GFBUVSFT�XIFO�BTTFTTJOH�
UIF�QPUFOUJBM� SJTLT�BTTPDJBUFE�XJUI�UIFN�BOE�CBTFE�PO�UIF�
BTTFTTNFOU�SFTVMUT
�PVS�DSFEJU�TDPSJOH�NPEFM�HFOFSBUFT�.BHJD�
.JSSPS�TDPSFT� GPS�FBDI�PG�PVS�QSPTQFDUJWF�CPSSPXFST��"�OFX�

.BHJD�.JSSPS�DSFEJU�TDPSF� JT�HFOFSBUFE�FBDI�UJNF�B�CPSSPXFS�
BQQMJFT�GPS�B�MPBO
�XIJDI�NBZ�DIBOHF�UIF�CPSSPXFST�DSFEJU�MJNJU�
GPS�UIBU�UZQF�PG�MPBO��

8F�BQQMZ�WBSJPVT�NBDIJOF� MFBSOJOH�UFDIOJRVFT�UP� UIF�EBUB�
DPMMFDUFE��5ISPVHI�NPOJUPSJOH�NPEFM�QFSGPSNBODF�BT�XFMM�
BT�WBSJBCMF�DPOTJTUFODZ
�PVS�TZTUFN� JT�BCMF� UP�FWBMVBUF� UIF�
FFDUJWFOFTT�PG�FYJTUJOH�WBSJBCMFT�XIJMF�EJTDPWFSJOH�OFX�POFT�

BU�FJHIU�EJGGFSFOU�TFHNFOUT��5IF�.BHJD�.JSSPS�.PEFM�UIFO� JT�
PQUJNJ[FE�CZ�BEKVTUJOH�UIF�HSPVQ�PG�WBSJBCMFT�VTFE�
'PS�BQQMJDBOUT�PG�PVS�TUBOEBSE�MPBO�QSPEVDUT
�UIF�.BHJD�.JSSPS�
TDPSF�EFSJWFE�GSPN�PVS�QSPQSJFUBSZ�DSFEJU�TDPSJOH�NPEFM�JT�VTFE�
UP�EFUFSNJOF�XIJDI�PG�UIF�FJHIU�DBUFHPSJFT��JO�PVS�FYJTUJOH�DSFEJU�
HSJE�UIF�BQQMJDBOUT�XJMM�GBMM�JOUP��"NPOH�UIF�FJHIU�DBUFHPSJFT�
�-FWFM�
*�SFQSFTFOUT�UIF�MPXFTU�SJTLT�BTTPDJBUFE�XJUI�UIF�CPSSPXFST
�XIJMF�
-FWFM�7***�SFQSFTFOUT�UIF�IJHIFTU�SJTLT��-FWFM�7***�MPBO�BQQMJDBUJPOT�
XJMM�CF�SFKFDUFE��0ODF�B�DSFEJU�MFWFM�JT�BTTJHOFE�UP�B�TQFDJD�MPBO
�JU�
XJMM�OPU�CF�DIBOHFE�EVSJOH�UIF�UFOPS�PG�UIF�MPBO��8F�DPOUJOVPVTMZ�
SFWJFX�BOE�NPEJGZ�PVS�TFHNFOUFE�QSJDJOH�GSPN�UJNF�UP�UJNF
�
UBLJOH�JOUP�DPOTJEFSBUJPO�OPU�POMZ�UIF�CPSSPXFS�DSFEJU�SJTL�CVU�BMTP�
PUIFS�GBDUPST
�TVDI�BT�NBSLFU�JOUFSFTU�SBUFT
�BEFRVBDZ�PG�JOWFTUPS�
QSPUFDUJPO�NFDIBOJTN�BOE�DPNQFUJUJPO�JO�UIF�NBSLFU�

1PTU�GBDJMJUBUJPO�NPOJUPSJOH���MPBO�DPMMFDUJPO
8F�IBWF�EFWFMPQFE�B�QPTU�GBDJMJUBUJPO�NPOJUPSJOH�TZTUFN
�XIJDI�
BVUPNBUJDBMMZ�TFOET�NFTTBHF�SFNJOEFST�UP�UIF�CPSSPXFS�CFGPSF�
UIF�EVF�EBUF��"EEJUJPOBMMZ
�XF�IBWF�B�DPMMFDUJPO�UFBN�PG�PWFS�
�
����FNQMPZFFT�BT�PG�%FDFNCFS���
������BOE�IBWF�EFWFMPQFE�
B�TZTUFNBUJD�QSPDFTT�UP�IBOEMF�UIF�DPMMFDUJPO�PG�EFMJORVFOU�
MPBOT��
6QPO�CFDPNJOH�EFMJORVFOU
�B�MPBO�FOUFST�JOUP�PVS�DPMMFDUJPO�
QSPDFTT
�XIJDI� JT�EJWJEFE� JOUP�TUBHFT�CBTFE�PO�UIF�TFWFSJUZ�
PG�EFMJORVFODZ��5IF�GJSTU����EBZ�DPMMFDUJPO�QFSJPE�JT�UZQJDBMMZ�
IBOEMFE�CZ�PVS� JO�IPVTF�DPMMFDUJPO�UFBN
�BMUIPVHI�XF�BMTP�
FOHBHF�UIJSE�QBSUZ�QBJE�DPMMFDUJPO�TFSWJDF�QSPWJEFST�UP�BTTJTU�
VT�GSPN�UJNF�UP�UJNF��1SJNBSZ�DPMMFDUJPO�NFBTVSFT
� JODMVEJOH�
UFYU�NFTTBHF�SFNJOEFST
�QIPOF�DBMMT
� MFHBM� MFUUFST�BOE� MFHBM�

QSPDFFEJOHT
� BSF� UBLFO� JO� TVDDFTTJPO�BT�B� MPBO�CFDPNFT�
JODSFBTJOHMZ�PWFSEVF�� *G�B� MPBO�SFNBJOT�PWFSEVF�BGUFS�UIF����
EBZ�QFSJPE
�XF�UIFO�PVUTPVSDF�MPBO�DPMMFDUJPO�UP�UIJSE�QBSUZ�
TFSWJDF�QSPWJEFST�UP�PQUJNJ[F�DPMMFDUJPO�FDJFODZ��"OZ�BNPVOU�
SFDPWFSFE� GSPN�UIF�CPSSPXFS�XJMM�CF�SFNJUUFE� GJSTU� UP�DPWFS�
UIJSE�QBSUZ�DPMMFDUJPO�FYQFOTFT
�UIFO�UP�SFQBZ�PWFSEVF�QSJODJQBM�
BOE�JOUFSFTU��"OZ�SFNBJOJOH�BNPVOU�XJMM�CF�VTFE�UP�QBZ�UIF�
MBUF�QBZNFOU�QFOBMUZ�BOE�UIF�DPMMFDUJPO� GFF�DIBSHFE�UP�UIF�
CPSSPXFS�

Ⅴ,15.6%

Ⅳ,22.0%

Ⅱ,20.4%

Ⅲ,24.1%

Ⅵ�9.8%

Ⅶ,1.9%

others�0.2%Ⅰ,6%

Facilitation Ratio 
of the Standard 
Loans at Each 

Credit Level
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1BSUOFSTIJQ�XJUI�BVUIPSJUZ
*O�BEEJUJPO�UP�UIF�FTUBCMJTINFOU�PG�B�DPNQMFUF�SJTL�NBOBHFNFOU�TZTUFN
�XF�DPOUJOVF�UP�DMPTFMZ�
DPPQFSBUF�XJUI�BVUIPSJUJFT�UP�FOTVSF�DPNQMJBODF�GPS�PVS�CVTJOFTT�BOE�FOIBODF�PVS�SJTL�NBOBHFNFOU�
DBQBCJMJUJFT��

5PHFUIFS�XJUI�UIF�BDDFTT�UP�UIF�/BUJPOBM�*OUFSOFU�'JOBODF�"TTPDJBUJPOT�DSFEJU�JOGPSNBUJPO�TZTUFN
�
BOE�XJUI�PVS�BEWBODFE�UFDIOPMPHZ�DBQBCJMJUJFT
�XF�BSF�XFMM�FRVJQQFE�UP�FFDUJWFMZ�NBOBHF�DSFEJU�
SJTL�BOE�DBQUVSF�UIF�PQQPSUVOJUJFT�JO�$IJOBT�DPOTVNFS�OBODF�TFDUPS�

1BSUOFSTIJQ�XJUI�VOJWFSTJUJFT
'JO7PMVUJPOT�TUSFOHUI�JO�UFDIOPMPHZ�IBT�CFFO�QSPWFO�UISPVHI�JUT�GVMM�TQFDUSVN�PG� MPBO�CVTJOFTT�

PQFSBUJPO�QSPDFTT
�JO�BEEJUJPO�UP�JUT�SFNBSLBCMF�PQFSBUJOH�FDJFODZ�BOE�DPTU�DPOUSPM�NFBTVSFT��*O�
SFDFOU�ZFBST
�'JO7PMVUJPO�IBT�DPOUJOVPVTMZ�JODSFBTFE�JUT� JOWFTUNFOU�JO�UIF�GJFME�PG�TNBSU�GJOBODF��
"GUFS�UIF�FTUBCMJTINFOU�PG�4NBSU�'JOBODF�3FTFBSDI� *OTUJUVUF� JO�UIF�FBSMZ�����
�'JO7PMVUJPO�IBT�
BMTP�FTUBCMJTIFE�JO�EFQUI�DPPQFSBUJPO�XJUI�;IFKJBOH�6OJWFSTJUZ�BOE�3FONJO�6OJWFSTJUZ�PG�$IJOB�UP�
BDUJWFMZ�FYQMPSF�UIF�BQQMJDBUJPOT�PG�BSUJGJDJBM� JOUFMMJHFODF�JO�GJOBODJBM�TFSWJDFT�BOE�EJHJUBM� JODMVTJWF�
OBODF
�CVJMEJOH�B�QMBUGPSN�GFBUVSJOH�JOEVTUSZ�UFBDIJOH�SFTFBSDI�DPMMBCPSBUJPO�UP�BDIJFWF�TZOFSHJFT�
BNPOH�UFDIOPMPHJFT
�OVSUVSF�UBMFOUT�BOE�VOJWFSTJUZ�SFTFBSDI
�XIJDI�DBO�GPTUFS�UIF�CSFBLUISPVHI�BOE�
EFWFMPQNFOU�PG�BSUJDJBM�JOUFMMJHFODF�BOE�PUIFS�BEWBODFE�UFDIOPMPHJFT�

1BSUOFSTIJQ�XJUI�JOEVTUSZ�BTTPDJBUJPOT
8F�IBWF� JOWFTUFE�TJHOJGJDBOU� SFTPVSDFT� JO�CVJMEJOH�VQ�B�DPNQSFIFOTJWF�DSFEJU�EBUBCBTF�TJODF�
PVS� JODFQUJPO��5PEBZ
�XF�PXO�BO�FYUFOTJWF�EBUBCBTF�XJUI�TFWFSBM�UIPVTBOET�PG�WBSJBCMFT�GPS�PVS�
CPSSPXFST
�DPWFSJOH�B�XJEF� SBOHF�PG� JOGPSNBUJPO�QFSUJOFOU� UP�B�CPSSPXFST�DSFEJUXPSUIJOFTT�
BOE�QSFTFOUJOH�B�VTFS�QSPGJMF� GSPN�B�����EFHSFF�WJFX��8F�IBWF�DPPQFSBUJPO�XJUI�B�OVNCFS�PG�
PSHBOJ[BUJPOT
�TVDI�BT�JOEVTUSZ�BTTPDJBUJPOT
�XIP�HSBOU�VT�UIF�BDDFTT�UP�UIFJS�SFTQFDUJWF�EBUB��0VS�
TUSPOH�EBUB�NJOJOH�DBQBCJMJUJFT
�XIJDI�XF�CFMJFWF�EJGGFSFOUJBUF�VT�GSPN�NBOZ�PUIFS�QMBZFST�JO�UIF�
POMJOF�DPOTVNFS�GJOBODF�JOEVTUSZ
�BMTP�FOBCMF�VT�UP�HBJO�VOJRVF�JOTJHIUT�SFMBUJOH�UP�QSPTQFDUJWF�
CPSSPXFST��8F�IBWF�EFWFMPQFE�B�OVNCFS�PG�QSPQSJFUBSZ�BVUPNBUFE�QSPHSBNT�UIBU�BSF�DBQBCMF�PG�
TFBSDIJOH
�BHHSFHBUJOH�BOE�QSPDFTTJOH�NBTTJWF�EBUB�GSPN�UIF�JOUFSOFU�JO�B�TIPSU�QFSJPE�PG�UJNF�

1BSUOFSTIJQ�XJUI�GJOBODJBM�DPVOTFMPST�PS�SFMFWBOU�DPNNVOJUZ�PSHBOJ[BUJPOT

*O�+VMZ�����
�XF�XFSF�POF�PG�UIF�STU����POMJOF�MFOEFST�BOE�DPOTVNFS�OBODF�DPNQBOJFT�
UP�TJHO�VQ�BOE�DPOOFDU�UP�BOE�TIBSF�EBUB�XJUI�#BJIBOH�$SFEJU�*OGPSNBUJPO�$P�
�-UE�
�$IJOBT�
GJSTU� MJDFOTFE�NBSLFU�CBTFE�QFSTPOBM�DSFEJU�BHFODZ�PQFSBUJOH�VOEFS�UIF�TVQFSWJTJPO�BOE�
HVJEBODF�PG�UIF�$IJOFTF�DFOUSBM�CBOL
�UIF�1FPQMFT�#BOL�PG�$IJOB�	1#0$
��
*O�%FDFNCFS�����
�PVS�POMJOF�NJDSP�MFOEJOH�TVCTJEJBSZ�XBT�BQQSPWFE�CZ�UIF�1#0$�UP�CF�
DPOOFDUFE�UP�UIF�1#0$�$SFEJU�3FGFSFODF�$FOUFS
�XIJDI�XJMM�BMMPX�PVS�TVCTJEJBSZ�UP�BDDFTT�
BOE�VQEBUF�CPSSPXFST�DSFEJU�SFDPSET�UP�UIF�$SFEJU�3FGFSFODF�$FOUFS��
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8F�BUUBDI�HSFBU� JNQPSUBODF�UP�CVTJOFTT�FUIJDT�BOE� JOUFHSJUZ��8F�TUSJDUMZ�BCJEF�CZ�UIF� MBXT�BOE�
SFHVMBUJPOT�TVDI�BT�UIF�"OUJ�6OGBJS�$PNQFUJUJPO�-BX�PG�UIF�1FPQMFT�3FQVCMJD�PG�$IJOB
� UIF�"OUJ�
NPOFZ�-BVOEFSJOH�-BX�PG�UIF�1FPQMFT�3FQVCMJD�PG�$IJOB �BOE�UIF�*OUFSJN�1SPWJTJPOT�PO�#BOOJOH�
$PNNFSDJBM�#SJCFSZ 
�BOE�GPSNVMBUFE�UIF�JOUFSOBM�TZTUFNT�PO�CVTJOFTT�FUIJDT�BOE�JOUFHSJUZ
�TVDI�
BT�UIF�$PEF�PG�#VTJOFTT�$POEVDU�BOE�&UIJDT 
� UIF�$PEF�GPS�UIF�.BOBHFNFOU�PG�#VTJOFTT�&UIJDT�
BOE� *OUFHSJUZ�#VJMEJOH 
�FUD�
� UP�TUBOEBSEJ[F�UIF�$PNQBOZT�PQFSBUJPO�BOE�FNQMPZFFT�CVTJOFTT�
BDUJWJUJFT��5IFTF�JOUFSOBM�TZTUFNT�BSF�BQQMJDBCMF�UP�BMM�UIF�EJSFDUPST
�PDFST�BOE�FNQMPZFFT�PG�UIF�
$PNQBOZ
�BOE�TUJQVMBUF�UIFJS�MJBCJMJUJFT�BOE�PCMJHBUJPOT�SFHBSEJOH�B�SBOHF�PG�LFZ�JTTVFT�BOE�CVTJOFTT�
QSBDUJDFT
�JODMVEJOH�BOUJ�DPSSVQUJPO
�HJGU�HJWJOH
�USBWFM�BOE�FOUFSUBJONFOU�FYQFOTFT
�JEFOUJGZW��NPOFZ�
MBVOEFSJOH
�DPOJDU�PG�JOUFSFTUT
�FUD��"OZ�FNQMPZFF�WJPMBUJOH�BHBJOTU�UIFTF�QPMJDJFT�XJMM�CF�TVCKFDU�UP�
BQQSPQSJBUF�EJTDJQMJOBSZ�BDUJPOT
�JODMVEJOH�UFSNJOBUJPO�PG�FNQMPZNFOU�
"�$PNQMJBODF�0DFS�IBT�CFFO�BQQPJOUFE�CZ�UIF�#PBSE�UP�PWFSTFF�UIF�CVTJOFTT�DPOEVDU�BOE�FUIJDT��
8F�TFU�VQ�*OUFSOBM�$POUSPM�BOE�*OUFSOBM�"VEJU�%FQBSUNFOU�UP�TVQFSWJTF�UIF�CVTJOFTT�FUIJDT�BOE�
JOUFHSJUZ�PG�UIF�$PNQBOZ�BOE�PVS�FNQMPZFFT�BOE�FOIBODF�JOUFHSJUZ�DVMUVSF�CZ�DBSSZJOH�PVU�SFMFWBOU�
QSPNPUJPO�XPSL�

�

8F�GPSNVMBUF�UIF�"OUJ�GSBVE�1PMJDZ 
�TFU�VQ�TQFDJBM�BOUJ�GSBVE�SFQPSUJOH�DIBOOFMT
�BOE�UBLF�TUSJDU�
NFBTVSFT�UP�QSPUFDU�UIF�XIJTUMF�CMPXFST�JOGPSNBUJPO��5IF�SFQPSUJOH�DIBOOFM�JT�EJSFDUMZ�IPTUFE�CZ�
UIF�*OUFSOBM�$POUSPM�BOE�*OUFSOBM�"VEJU�%FQBSUNFOU�PG�UIF�$PNQBOZ��0ODF�UIF�SFQPSU�JT�TVCNJUUFE
�
BMM� DPODFSOT�BSF� GPSXBSEFE� UP�DFSUBJO� TUBGG�PG� UIF�
*OUFSOBM�"VEJU�%FQBSUNFOU�XIP�QSPNQUMZ� SFWJFX
�
BOE
�JG�OFDFTTBSZ
�JOWFTUJHBUF�UIF�SFQPSU��"O�FNQMPZFF�
JOJDUJOH�SFQSJTBM�PS�SFUBMJBUJPO�BHBJOTU�UIF�SFQPSUFS�XJMM�CF�TVCKFDU�UP�EJTDJQMJOBSZ�BDUJPO
�JODMVEJOH�
UFSNJOBUJPO�PG�FNQMPZNFOU��*O�����
�OP�GSBVE�DBTFT�IBWF�CFFO�SFQPSUFE��
8F�GSFRVFOUMZ�QVCMJDJ[FE�JOUFSOBM�JOUFHSJUZ�SFHVMBUJPOT�BOE�JOUFHSJUZ�DVMUVSF�UP�BMM�FNQMPZFFT�UISPVHI�
F�NBJM�SFNJOEFST�BOE�PUIFS�XBZT��8F�IBWF�BMTP�DBSSJFE�PVU�UIF�BOOVBM�JOUFSOBM�DPOUSPM�DPNQMJBODF�
FYBNJOBUJPO
�BOE�UIF�SFTVMUT�XJMM�CF�VTFE�GPS�TUB�QFSGPSNBODF�FWBMVBUJPO�DPWFSJOH�BMM�FNQMPZFFT��8F�
BMTP�DBSSJFE�PVU�UIF�JOUFHSJUZ�QVCMJDJUZ�NFFUJOH�GPS�UIF�NBOBHFNFOU
�TP�BT�UP�DPOUJOVPVTMZ�FOIBODF�
UIF�CVTJOFTT�FUIJDT�BOE�JOUFHSJUZ�BNPOH�BMM�FNQMPZFFT�

Business Ethics and Integrity

����8IJTUMF�CMPXFS�IPUMJOF����������������3FQPSU�F�NBJMKVCBP!YJOZF�DPN

$BTF��*OUFHSJUZ�1VCMJDJUZ�.FFUJOH
*O�����
� UIF�$PNQBOZ�IFME�BO� *OUFHSJUZ�1VCMJDJUZ�
.FFUJOH�BOE�UIF�$&0�EJDUBUFE�UIF�$PNQBOZT�QPTJUJPO�
PG�SFTPMVUFMZ�DSBDL�EPXO�PO�GSBVE�BOE�CSJCFSZ��5IF�
NBOBHFNFOU�PG� UIF�$PNQBOZ�TJHOFE�UIF� MFUUFS�PG�
JOUFHSJUZ�DPNNJUNFOU�BOE�KPJOUMZ�QMFEHFE�UP�DPNQMZ�
XJUI�UIF�FUIJDBM�TUBOEBSET�JO�UIJT�NFFUJOH��
5IJT� *OUFHSJUZ�1VCMJDJUZ�.FFUJOH�SFGMFDUT�UIF�$PNQBOZT� GPDVT�PO�UIF� JOUFHSJUZ�CVJMEJOH
�
TIPXDBTFT�UIF�$PNQBOZT�EFUFSNJOBUJPO�UP�GJHIU�BHBJOTU�GSBVE
�BOE�QMBZT�B�MFBEJOH�SPMF�
BOE�QPTJUJWF�HVJEBODF�GPS�PUIFS�FNQMPZFFT
�DBMMJOH�PO�BMM�FNQMPZFFT�UP�XPSL�UPHFUIFS�UP�
QSPNPUF�JOUFHSJUZ�BU�XPSL�

&TUBC M J TI � B � TPVOE � JO UF SOB M � DPOU SP M�
NFDIBOJTN
�FTUBCMJTI�FGGFDUJWF�SFQPSUJOH�
BOE � DPNQMB JOU � DIBOOFMT � UP � QSFWFOU�
BOE�EFUFDU� GSBVE
�BOE� UBLF�BQQSPQSJBUF
�
DPOTJTUFOU�BOE�FFDUJWF�SFNFEJBM�NFBTVSFT�
GPS�GSBVE�

$BSSZ� PVU� GSBVE� JOWFTUJHBUJPOT� BT�
BVUIPSJ[FE�CZ�UIF�$PNQBOZ�

$PNQMZ� XJUI� UIF� $PNQBOZT � DPEF� PG�
DPOEVDU�BOE�SFMFWBOU�MBXT�BOE�SFHVMBUJPOT��
JG�BOZ�GSBVE�JT�GPVOE
�SFQPSU�UP�UIF�*OUFSOBM�
$POUSPM�BOE�*OUFSOBM�"VEJU�%FQBSUNFOU�PS�
SFMFWBOU�NBOBHFNFOU�QFSTPOOFM�UISPVHI�
UIF� SFQPSUJOH�DIBOOFMT�� SFXBSET�XJMM�CF�
HJWFO�UP�FFDUJWF�SFQPSU�&NQMPZFFT

*OUFSOBM�$POUSPM���*OUFSOBM�"VEJU�%FQBSUNFOU�

.BOBHFNFOU
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5P�FOTVSF� UIF�RVBMJUZ�PG� TVQQMJFST�QSPEVDUT�BOE�TFSWJDFT
�XF�FTUBCMJTIFE�B� TUSJDU� TVQQMJFS�
EFWFMPQNFOU�BOE�FWBMVBUJPO�TZTUFN�BOE�BDUJWFMZ�DPNNVOJDBUF�XJUI�TVQQMJFST
�UP�KPJOUMZ�FTUBCMJTI�B�
TVTUBJOBCMF�TVQQMZ�DIBJO�TZTUFN�
8F�IBWF�FTUBCMJTIFE�B�GVMM�MJGFDZDMF�NBOBHFNFOU�PG�TVQQMJFST�UISPVHI�JOUFSOBM�EPDVNFOUT�TVDI�BT�
UIF�1SPDVSFNFOU�.BOBHFNFOU�4ZTUFN
�UP�SFHVMBUF�UIF�TDSFFOJOH�BOE�NBJOUFOBODF�PG�TVQQMJFST��8F�
IBWF�TFU�VQ�B�QSF�RVBMJFE�TVQQMJFS�EBUBCBTF�UP�FOHBHF�UIF�RVBMJFE�POFT�UISPVHI�SFWJFXJOH�UIFJS�
BDDPVOU�QFSNJUT
�CVTJOFTT�MJDFOTF�BOE�PUIFS�OFDFTTBSZ�EPDVNFOUT
�BOE�DIFDL�PO�UIF�QSPEVDUJPO�
FOWJSPONFOU
�QSPEVDU�RVBMJUZ�BOE�PUIFS�BTQFDUT�PG�TVQQMJFST�UISPVHI�JNQSPNQUV��PO�TJUF�WJTJUT�BOE�
SFWJFXT�UP�FOTVSF�UIF�RVBMJUZ�PG�UIF�QSPEVDUT�BOE�TFSWJDFT�PG�TVQQMJFST��

8F�DPOEVDU�B�IJFSBSDIJDBM�NBOBHFNFOU�PG�UIF�SFWJFXFE�TVQQMJFST��8F�XJMM�NBLF�QSJPSJUZ�JORVJSJFT�
BOE�QSJDF�DPNQBSJTPOT�BOE�TJHO�QVSDIBTF�DPOUSBDUT�XJUI�TVQQMJFST�XJUI�FYDFMMFOU� SBUJOHT��'PS�
TVQQMJFST�XJUI�QPPS�SBUJOHT
�XF�XJMM�SFEVDF�UIF�OVNCFS�PG�PSEFST�BOE�OPUJGZ�UIFN�GPS�SFDUJDBUJPO�
XJUIJO�B�TQFDJFE�QFSJPE�PG�UJNF��JG�UIFSF�JT�OP�PCWJPVT�FFDU�XJUIJO�UIF�UJNF�MJNJU
�UIF�DPPQFSBUJPO�

SFMBUJPOTIJQ�XJMM�CF�UFSNJOBUFE��'PS�TVQQMJFST�XIP�DBOOPU�SFBDI�UIF�CPUUPN�TDPSF
�UIFZ�XJMM�CF�
FMJNJOBUFE�EJSFDUMZ�BOE�CMBDLMJTUFE�
*O�PSEFS�UP�FTUBCMJTI�B�GBJS�BOE�USBOTQBSFOU�TVQQMZ�DIBJO�BOE�QSFWFOU�DPNNFSDJBM�CSJCFSZ�PS�PUIFS�
DPSSVQUJPO
�XF�SFRVJSF�BMM�TVQQMJFST�XIP�IBWF�TJHOFE�DPOUSBDUT�XJUI�VT�UP�DPNQMZ�XJUI�UIF�"OUJ�
$PNNFSDJBM�#SJCFSZ�$MBVTF 
�XIJDI�TUJQVMBUFT�UIBU�TVQQMJFST�TIBMM�OPU�IBWF�BOZ�VOKVTU�FDPOPNJD�
SFMBUJPOT�XJUI�VT�PS�PUIFS�SFMBUFE�QFSTPOOFM�JOUFSFTU�FYDIBOHFT��
8F�BUUBDI�HSFBU� JNQPSUBODF�UP�UIF�DPNNVOJDBUJPO�XJUI�TVQQMJFST�BOE�NBJOUBJO� JOUFSBDUJPO�BOE�
FYDIBOHFT�XJUI�UIFN�UISPVHI�NFFUJOH�JOWJUBUJPOT
�QSPKFDU�QSPQPTBM�JOUSPEVDUJPOT
�CJE�QSFTFOUBUJPOT
�
CVTJOFTT�OFHPUJBUJPOT
�JSSFHVMBS�FME�WJTJUT�BOE�TVQQMJFS�DPOGFSFODFT�

Supplier Management

$SFBUF�B�1SF�RVBMJFE�4VQQMJFST�-JTU�BOE�NBJOUBJO�JU

$POWFOF�NFFUJOHT�BOE�SFWJFX�BMM�TVQQMJFST��BT�OFFEFE	PODF�B�ZFBS
 .BSL�FBDI�TVQQMJFS�BOE�EFDJEF�JUT�SBUJOH�BGUFS�UIF�NFFUJOH

$POEVDU�QSPDVSFNFOU�CBTFE�PO�UIF�QSF�RVBMJFE�TVQQMJFST�MJTU��*G�QPUFOUJBM�TVQQMJFS�JT�VOBWBJMBCMF�JO� UIF� MJTU
� GPMMPX� UIF� WFOEPS�BQQSPWBM�QSPDFEVSF

13&�26"-*'*&%�4611-*&3�-*45�."/"(&.&/5�130$&%63&�

$BTF��4VQQMJFS�$POGFSFODF
0O�0DUPCFS���
�����
�'JO7PMVUJPO�MBVODIFE�UIF�STU�TVQQMJFS�
DPOGFSFODF�JO�4IBOHIBJ�XJUI�UIF�UIFNF�&NCSBDF�$IBOHF�
BOE�#VJME� UIF�'VUVSF�5PHFUIFS
� UP�FOIBODF� UIF�NVUVBM�
VOEFSTUBOEJOH�BOE�EFFQFO�UIF�CPOE�XJUI�PVS�TVQQMJFST�
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��#PSSPXFST�BSF�NBJOMZ�JOEJWJEVBMT� ��*OTUJUVUJPOBM�GVOEJOH�QBSUOFST�JODMVEF�CBOLT
�DPOTVNFS�OBODF�DPNQBOJFT�
USVTUT�BOE�PUIFS�POMJOF�MFOEJOH�JOUFSNFEJBSJFT�

Technology Enabled Model Facilitating 
Customers & Partners
8F�TUBZ�USVF�UP�UIF�DPODFQU�PG� GJOBODJBM� JODMVTJPO�UISPVHI� MFWFSBHJOH�PVS�'JO5FDI�QSPQSJFUBSZ�
UFDIOPMPHJFT�UP�FYQMPSF�OFX�NPEFMT�UIBU�BSF�CFOFDJBM�UP�BMM�FDPOPNZ��8F�DPOUJOVFE�UP�JOUFHSBUF�
BEWBODFE�UFDIOPMPHJFT�JOUP�UIF�EFWFMPQNFOU�PG�JODMVTJWF�OBODF
�XIJMF�PQUJNJ[JOH�OBODJBM�TFSWJDF�
TDFOBSJPT�BOE�QSPUFDUJOH�UIF�MFHJUJNBUF�SJHIUT�BOE�JOUFSFTUT�PG�DVTUPNFST��0VS�DPNNJUNFOU�FOBCMFT�

NPSF�QFPQMF�UP�FYQFSJFODF�UIF�DPOWFOJFODF�CSPVHIU�CZ�TNBSU�GJOBODF�XJUI�CFUUFS�QSPEVDUT�BOE�
TFSWJDFT��"T�USBOTJUJPO�PG�PVS�GVOEJOH�TPVSDFT�GSPN�JOEJWJEVBM�JOWFTUPST�UP�JOTUJUVUJPOBM�QBSUOFST
�XF�
IBWF�BDDPSEJOHMZ�FOIBODFE�PVS�SJTL�DPOUSPM�NFBTVSFT�UP�DPOUJOVF�QSPWJEJOH�VTFST�XJUI�EJWFSTJFE�
BOE�IJHI�RVBMJUZ�JODMVTJWF�QSPEVDUT��

*OTUJUVUJPOBM'VOEJOH�1BSUOFST	�


1BZNFOU

'VOEJOH�BOE�%SBXEPXO

.BHJD�.JSSPS�.PEFM "VUP�GBDJMJUBUJPO�QMBUGPSN

4NBSU�DPMMFDUJPOBHFOU
$PNQMFY�OFUXPSL�GSBVE�EFUFDUJPO

$SFEJU�BQQMJDBUJPO

#PSSPXFS�QSPMJOH�DSFEJU�BTTFTTNFOU

-FBE�NBUDIJOH�PS�SFGFSSBM�3JTL�NBOBHFNFOU$PMMFDUJPO�TFSWJDFT

*OEFQFOEFOU�DSFEJU�BTTFTTNFOU�PO�CPSSPXFST#PSSPXFST	�
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8F�BDLOPXMFEHF�UIBU�FOIBODJOH�OBODJBM�JODMVTJPO�SFRVJSFT�DPOUJOVPVT�FPSUT
�BOE�XF�BSF�DBSSZJOH�
PVU�B�OVNCFS�PG�JOJUJBUJWFT�UP�QSPNPUF�BDDFTTJCMF�OBODJBM�TFSWJDFT�UP�NPSF�DVTUPNFST��8F�CFMJFWF�
UIBU�XIFO�NPSF�QFPQMF�IBWF�BDDFTT�UP�RVBMJUZ�GJOBODJBM�TFSWJDFT
�UIF�DPNNVOJUZ�BT�B�XIPMF�XJMM�
CFOFU���

8F�QSPWJEF�B�TBGF
�FDJFOU�BOE�SFMJBCMF�POMJOF�MFOEJOH�QMBUGPSN�GPS�JOEJWJEVBMT�XJUI�OBODJOH�BOE�
MFOEJOH�OFFET��0VS�TUSPOH�SJTL�NBOBHFNFOU�DBQBCJMJUZ�JT�POF�PG�UIF�LFZ�DPNQFUJUJWF�BEWBOUBHFT�UIBU�
FOBCMF�VT�UP�NBLF�DSFEJU�BWBJMBCMF�UP�UIF�MBSHF�VOEFSTFSWFE�QPQVMBUJPO�JO�$IJOB
�XIJMF�NBJOUBJOJOH�B�
TVTUBJOBCMF�CVTJOFTT�BU�B�IFBMUIZ�QSPU�MFWFM��

4JODF�PVS� JODFQUJPO�BOE�BT�PG�%FDFNCFS���
�����
�XF�IBWF� GBDJMJUBUFE� MPBOT�DPOOFDUJOH�PWFS�
17,900,000�CPSSPXFST�GSPN 96%�PG�UIF�DJUJFT�BOE�DPVOUJFT�JO�$IJOB
�JODMVEJOH�VTFST�GSPN�UIF�
4UBUF�1PWFSUZ�$PVOUJFT�BOE�4.&�CPSSPXFST��

Access to Finance

���5IF�TUBUF�QPWFSUZ�DPVOUJFT�XFSF�JEFOUJFE�BOE�EJTDMPTFE�CZ�UIF�4UBUF�$PVODJM�-FBEJOH�(SPVQ�0DF�PG�1PWFSUZ�"MMFWJBUJPO�BOE��
�����%FWFMPQNFOU
�BOE�XF�DBMDVMBUF�CZ�JODMVEJOH�VTFST�GSPN�TUBUF�QPWFSUZ�DPVOUJFT�JO�$IJOB�CZ�.BSDI��
������

/VNCFS�PG�6TFST�	NJMMJPO

-PBO�0SJHJOBUJPO�7PMVNFCJMMJPO�3.#�

6.68 /

/17.93

16.98 82.17

0.23 2.46

105.91 236.39

6OJRVF�CPSSPXFST�JO�����

$VNVMBUJWF�3FHJTUFSFE�6TFST�0SJHJOBUJPOT�BT�PG�%FD���
�����

$VNVMBUJWF�/VNCFS�PG�#PSSPXFST�BT�PG�%FD���
�����

*ODSFNFOUBM�3FHJTUFSFE�6TFST�0SJHJOBUJPOT�JO�����

$VNVMBUJWF�6TFST�GSPN�4UBUF�1PWFSUZ�$PVOUJFT���0SJHJOBUJPOT�BT�PG�%FD���
����
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0OMJOF�%JTUSJCVUJPO�$IBOOFMT�
1SPTQFDUJWF�CPSSPXFST�HFOFSBMMZ�HFU�BDDFTT� UP�VT� UISPVHI�
WBSJPVT�DIBOOFMT
� JODMVEJOH�BQQ�TUPSFT
�POMJOF�BEWFSUJTJOH
�
TFBSDI�FOHJOF�NBSLFUJOH�BOE�DVTUPNFS� SFGFSSBMT
�FUD�
�BOE�
BSF�BCMF� UP� JOJUJBUF�BQQMJDBUJPOT�POMJOF�BOZUJNF
�BOZXIFSF�
UISPVHI�PVS�NPCJMF�BQQMJDBUJPOT
�8F$IBU�PGGJDJBM�BDDPVOU�PS�
PVS�XFCTJUF��1PUFOUJBM�CPSSPXFST�DBO�HFOFSBMMZ�DPNQMFUF�UIF�
BQQMJDBUJPO�QSPDFTT�GPS�PVS�TUBOEBSE�MPBO�QSPEVDUT�XJUIJO�B�
GFX�NJOVUFT�CZ�QSPWJEJOH�JOGPSNBUJPO�TVDI�BT�QFSTPOBM�EFUBJMT
�
SFMBUFE�JOGPSNBUJPO�SFRVJSFE�GPS�B�MPBO�BQQMJDBUJPO�BOE�UBLJOH�B�
TFMF�PG�IPMEJOH�UIF�BQQMJDBOUT�13$�JEFOUJUZ�DBSE�JO�SFBM�UJNF�JG�
UIF�MPBO�BQQMJDBUJPO�JT�JOJUJBUFE�WJB�NPCJMF�BQQT�

4VQQPSU�GPS�TNBMM�CVTJOFTT
4NBMM��BOE�NFEJVN�TJ[FE�FOUFSQSJTFT�	4.&T
�BSF�UIF�CBDLCPOF�
PG�UIF�FDPOPNZ
�QMBZJOH�LFZ�SPMFT� JO�ESJWJOH� JOOPWBUJPO�BOE�
UFDIOPMPHJDBM�BEWBODFT
� MFBEJOH�UP�FDPOPNJD�EFWFMPQNFOU�
BOE� KPCT�DSFBUJPO��%FTQJUF�UIFJS� JNQPSUBODF
�UIFJS�BDDFTT�UP�
GJOBODJOH�JT�SFMBUJWFMZ�MJNJUFE�DPNQBSFE�XJUI�MBSHF�GJSNT�BOE�
UIF�MJNJUFE�BDDFTT�UP�OBODJOH�JT�B�NBKPS�PQFSBUJOH�DPOTUSBJOU�
GPS�NBOZ�4.&T�� *O�UIF�(PWFSONFOU�8PSL�3FQPSU�PG�UIF�4UBUF�
$PVODJM�EBUFE�.BSDI�����
� JU�XBT�DMFBSMZ�TUBUFE�UIBU�GJOBODF�
TIPVME�TFSWF�UIF�SFBM�FDPOPNZ�BOE�TPMWF�UIF�LFZ�QSPCMFN�PG�
MPX�BDDFTT�UP�BOE�FYQFOTJWF�OBODJOH�GPS�EFWFMPQJOH�4.&T��*O�
SFTQPOTF�UP�UIF�OBUJPOBM�JOJUJBUJWF�PG�IFMQJOH�4.&T�UP�NFFU�UIFJS�
GJOBODJOH�OFFET
�XFWF� MBVODIFE�B�NFSDIBOU� MPBO�CVTJOFTT�
QSPWJEJOH�4.&T�XJUI�TNBMM�DSFEJU�MPBOT�GPS�UIFJS�EBJMZ�PQFSBUJPOT�
TJODF�.BZ�������
$PPQFSBUJOH�XJUI�JOEVTUSZ�QFFST�BOE�B�XFMM�LOPXO�EPNFTUJD�
GPPE�EFMJWFSZ�QMBUGPSN
�XFWF�FTUBCMJTIFE�B�DPNQMFUF�4.&�
JEFOUJDBUJPO�QSPDFTT�GPS�UIF�NFSDIBOU�MPBO�CVTJOFTT��*U�SFMJFT�
PO�PVS�TFMG�EFWFMPQFE�.BHJD�.JSSPS�.PEFM
�JOUFHSBUJOH�BSUJDJBM�
JOUFMMJHFODF�BOE�CJH�EBUB� UFDIOPMPHZ
� UP�DPNQSFIFOTJWFMZ�
BTTFTT�UIF�DSFEJU�BOE�QPUFOUJBM�EFMJORVFODZ�SJTLT�PG�QSPTQFDUJWF�
4.&�PXOFST��5IF�4.&�PXOFST�DBO�HFU�BDDFTT�UP�UIF�MPBOT�XJUIJO�
B� GFX�NJOVUFT�XIFO�UIFJS�VQMPBEFE� JOGPSNBUJPO�IBT�CFFO�
BVUPNBUJDBMMZ�SFWJFXFE�BOE�QSPDFTTFE�CZ�PVS�TZTUFN
�XIJDI�
HSFBUMZ�JNQSPWFT�UIF�OBODJOH�FDJFODZ�BOE�QSPWJEFT�HSFBUFS�
FYJCJMJUZ�UP�4.&�PXOFST�

5IF�CPSSPXFST�PG�UIF�NFSDIBOU�MPBOT�BSF�EJTUSJCVUFE�JO�NPSF�
UIBO��
����DPVOUJFT�JO�PWFS����NVOJDJQBMJUJFT
�QSPWJODFT
�BOE�
BVUPOPNPVT�SFHJPOT�BDSPTT�UIF�DPVOUSZ
�PG�XIJDI�BCPVU�����
XFSF�GSPN�UIJSE
�GPVSUI�BOE�MPXFS�UJFS�DJUJFT��'PS�MPBO�VUJMJ[BUJPO
�
UIF�NBKPSJUZ�PG�UIF� MPBOT�XFSF�VTFE�GPS�XPSLJOH�DBQJUBM�BOE�
TIPQ�SFOPWBUJPO
�BDDPVOUJOH�GPS�����BOE����
�SFTQFDUJWFMZ�
"T�PG�%FDFNCFS���
� ����
�PVS� DVNVMBUJWF�NFSDIBOU� MPBO�
BNPVOU�IBT�FYDFFEFE�3.#�850�NJMMJPO
�CFOFUJOH�NPSF�UIBO�
50,000�4.&�PXOFST
�FGGFDUJWFMZ�TFSWJOH�UIF�CBDLCPOF�PG�
UIF�$IJOFTF�FDPOPNZ��
(PJOH�GPSXBSE
�XF�XJMM�DPOUJOVF�UP�SFMZ�PO�UFDIOPMPHZ
�PQUJNJ[F�
UIF�CVTJOFTT
� CSPBEFO�PVS� DVTUPNFS�CBTF
� BOE�QSPWJEF�
FOIBODFE�GJOBODJOH�TFSWJDFT�UP�NPSF�4.&�PXOFST
�TP�BT� UP�
QSPNPUF�DPNQSFIFOTJWF�OBODJBM�JODMVTJPO�0OMJOF�BEWFSUJTJOH�

"QQ�TUPSF�

$VTUPNFS�SFGFSSBMT

4FBSDI�FOHJOF�NBSLFUJOH
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:PVOH�1MBO
*O�PSEFS�UP�CFUUFS�FNQPXFS�ZPVOH�QFPQMF�BOE�IFMQ�UIFN�HSPX
�
XF� JOJUJBUFE� UIF�:PVUI�5BML� JO�"QSJM�������:PVUI�5BML� JT�B�
QMBUGPSN�GPS�FYQFSJFODF�FYDIBOHF�BOE�TLJMMT�TIBSJOH�QSPWJEFE�CZ�
UIF�:PVOH�1MBO�GPS�ZPVOH�QFPQMF��8F�JOWJUFE�FOUSFQSFOFVST�
XIP�IBWF�NBEF�BDIJFWFNFOUT� JO�EJGGFSFOU� JOEVTUSJFT�BOE�
CVTJOFTTFT�UP�UIF�QMBUGPSN�GPS�TIBSJOH��.PTU�PG�UIF�QSFTFOUJOH�
HVFTUT�BSF�PSEJOBSZ�QFPQMF�XIP�IBWF�TVDDFTTGVMMZ�PQFSBUFE�

TNBMM�CVTJOFTTFT� TVDI�BT�
GSBODIJTF�SFTUBVSBOUT
�TPDJBM�
F�DPNNFSDF
�JOOPWBUJWF�QFU�
TUPSFT
�FUD��5IFJS�TVDDFTTGVM�
F Y Q F S J F O D F � J T � I J H I M Z�

SFQMJDBCMF�GPS�NPTU�QFPQMF��*O�UIF�:PVUI�5BML�QMBUGPSN
�UIFTF�
ZPVOH�QFPQMF�TIBSF�UIF�TUPSZ�PG�UIFJS�FOUSFQSFOFVSTIJQ�BOE�IBSE�
XPSL�FYQFSJFODF��
*O�����
�UISFF�:PVUI�5BML�PJOF�TIBSJOH�BDUJWJUJFT�XFSF�IFME�JO�
$IBOHTIB�BOE�4IBOHIBJ
�SFTQFDUJWFMZ��"�UPUBM�PG����HVFTUT�XFSF�
JOWJUFE�UP�TIBSF�UIFJS�TUPSJFT�BOE�FYQFSJFODFT
�BOE�OFBSMZ�����
VTFST�QBSUJDJQBUFE�JO�UIF�BDUJWJUJFT��8F�SFDPSEFE�BOE�MBVODIFE�
B�DPVSTF�FODPNQBTTJOH���WJEFPT�PG�FOUSFQSFOFVST�TQFFDIFT
�
XIJDI�XFSF�QVCMJTIFE�POMJOF�� *U�IBE�BO�FYQPTVSF�PG�PWFS����
NJMMJPO�WJFXT
�JOTQJSJOH�OFBSMZ���NJMMJPO�QFPQMF��

8"3.*/(�4503*&4�0'�453*7*/(�'6/%

4FSWJDFT�GPS�VOEFSTFSWFE�DPNNVOJUJFT
8F�BSF�B�QJPOFFS�JO�$IJOBT�POMJOF�DPOTVNFS�OBODF�JOEVTUSZ�DPOOFDUJOH�CPSSPXFST
�XIPTF�OFFET�BSF�VOTFSWFE�PS�VOEFSTFSWFE�CZ�USBEJUJPOBM�OBODJBM�JOTUJUVUJPOT
�XJUI�JOWFTUPST�BOE�OBODJBM�JOTUJUVUJPOT��

4USJWJOH�'VOE�
*O�'FCSVBSZ�����
�XF�MBVODIFE�UIF�5FO�.JMMJPO�4USJWJOH�'VOE�1MBO�
GPS�B�5IPVTBOE�7JMMBHF�:PVUIT�	4USJWJOH�'VOE

�B�QVCMJD�XFMGBSF�
QMBO�UIBU�QSPWJEFT�GVMM� JOUFSFTU�GSFF�MPBO�	UIF�JOUFSFTU�FYQFOTF�JT�
GVMMZ�TVCTJEJ[FE�CZ�VT

�UP�FNQPXFS�WJMMBHF�ZPVUI�BOE�IFMQ�UIFN�
HSPX��*U�QSPWJEFT�UIF�OFX�HFOFSBUJPO�PG�$IJOFTF�WJMMBHF�ZPVUI�XIP�
BSF�FBHFS�UP�DIBOHF�UIFJS�PXO�EFTUJOZ�XJUI�NPOFUBSZ�TVQQPSU�JO�
UIFJS�TUVEZ
� KPC�TFFLJOH
�FOUSFQSFOFVSTIJQ�TUBSUVQ
�BOE�PUIFST��
4JODF�UIF�4USJWJOH�'VOE�PDJBMMZ�XFOU�POMJOF�JO�"QSJM�����
�B�UPUBM�
PG�3.#���NJMMJPO�JOUFSFTU�GSFF�MPBOT�IBWF�CFFO�JTTVFE�UP�PWFS��
����
VTFST�

����7JMMBHF�:PVUI�SFGFST�UP����UP����ZFBS�PME�ZPVUI�CPSO�JO�UIF�UIJSE
GPVSUI�BOE��
������MPXFS�UJFS�DJUJFT
�XIP�BSF�EJTUSJCVUFE�JO�UIFJS�IPNFUPXO�UP�XPSL�PS��
�����USBWFM�UP�CJH�DJUJFT�

.T��;IBOH�
'SPN�)F[F�$JUZ
�4IBOEPOH�1SPWJODF
JT� JO� UIF�FEVDBUJPO� JOEVTUSZ�BOE�
SVOT�B�UVUPSJOH�JOTUJUVUJPO��4IF�BQQMJFE�GPS�B�MPBO�GSPN�UIF�4USJWJOH�'VOE�
UP�PWFSDPNF�UIF�TIPSUBHF�PG� GVOET�EVF� UP�IJHI� SFOUBM� GFFT�XIFO�TIF�
TUBSUFE�IFS�CVTJOFTT��4IF�IBT�TJODF�GPVOE�B�TVJUBCMF�QMBDF�GPS�IFS�UVUPSJOH�
JOTUJUVUJPO��

*�BN�WFSZ�HSBUFGVM� GPS� SFDFJWJOH� UIF�4USJWJOH�'VOE�XIFO� *�XBT� JO�
OFFE�UIF�NPTU�� *�IPQF�UP�IFMQ�NPSF�DIJMESFO�JO�OFFE�CZ�QSPWJEJOH�
BGGPSEBCMF�UVUPSJOH
�BOE�*�BN�JOTQJSFE�UP�QBTT�PO�TUSJWJOH�TQJSJU�UP�
NPSF�QFPQMF�

.S��8BOH�
'SPN�%JRJOH�$JUZ
�:VOOBO�1SPWJODF
IBT�CFFO�PQFSBUJOH�B�TNBMM�
CVTJOFTT�PG�TPZ�QSPEVDUT�GPS���ZFBST��)F�BQQMJFE�GPS�B�MPBO�GSPN�UIF�
4USJWJOH�'VOE�UP�FYQBOE�UIF�CVTJOFTT
�TP�BT�UP�EFMJWFS�IJT�QSPEVDU�
UP�DPWFS�BMM�UIF�TVSSPVOEJOH�SVSBM�NBSLFUT�

*�VTFE�UIF�4USJWJOH�'VOE�UP�VQHSBEF�UIF�EFMJWFSZ�FRVJQNFOU�
PG�UIF�TUPSF�BOE�QSPWJEFE�NZ�TUB�XJUI�TFWFSBM�OFX�FMFDUSJD�
USVDLT��*�BN�HPJOH�UP�HSPX�UIF�CVTJOFTT�GVSUIFS�BOE�MFU�NPSF�
QFPQMF�FOKPZ�UIF�IFBMUIJFTU�TPZ�QSPEVDUT�

XJUI� UIF�IFMQ�PG� UIF�4USJWJOH�'VOE
� *�BN�GPSUVOBUF� UP�HFU�
UIF�PQQPSUVOJUZ�UP�QVSTVF�GVSUIFS�FEVDBUJPO��*�BN�HPJOH�UP�
FOIBODF�UIF�BXBSFOFTT�PG�TQPSUT�SFIBCJMJUBUJPO
�BOE�MFU�NPSF�
QFPQMF�CFOFU�GSPN�JU�

.S��;IBOH�
GSPN�$IJGFOH�$JUZ
� *OOFS�.POHPMJB
� JT�BO�BUUFOEJOH�QIZTJDJBO� JO�
TQPSUT� SFIBCJMJUBUJPO��)F�BQQMJFE� GPS�B� MPBO� GSPN�UIF�4USJWJOH�
'VOE� GPS�IJT� GVSUIFS�FEVDBUJPO
� UISPVHI�XIJDI�IF�DBO�NBLF�
JNQSPWFNFOUT� JO�IJT�QSPGFTTJPOBM�TLJMMT�BOE�DPNNVOJDBUF�XJUI�
QFFST�JO�UIF�JOEVTUSZ�
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4USJDU�TFSWJDF�TUBOEBSET
8F�TUSJDUMZ�BCJEF�CZ�UIF�SFMFWBOU�MBXT�BOE�SFHVMBUJPOT�SFMBUFE�UP�UIF�QSPUFDUJPO�PG�DPOTVNFST�SJHIUT�
BOE�JOUFSFTUT
�BOE�IBWF�GPSNVMBUFE�B�DVTUPNFS�TFSWJDF�NBOBHFNFOU�TZTUFN�UP�UJNFMZ�VOEFSTUBOE�
DVTUPNFST�OFFET�BOE�PQJOJPOT
�BOE�CFUUFS� GVMGJMM�PVS�DPNNJUNFOUT�UP�DVTUPNFST�UP�QSPUFDU�UIFJS�
MFHJUJNBUF�SJHIUT�BOE�JOUFSFTUT��8F�IBWF�TFU�VQ�B�$VTUPNFS�4FSWJDF�%FQBSUNFOU�UP�NPOJUPS�DVTUPNFST�
PQJOJPOT�BOE�DPOUJOVPVTMZ�JNQSPWF�DVTUPNFS�TFSWJDF�RVBMJUZ�
0VS�DVTUPNFS�TFSWJDF�BHFOUT�DPNNVOJDBUF�XJUI�PVS�DVTUPNFST�BDDPSEJOH�UP�UIF�TQFDJGJFE�TFSWJDF�
TUBOEBSET�BOE�GPMMPX�VQ�TDSJQUT�UP�JNQSPWF�UIF�PWFSBMM�TFSWJDF�MFWFM��8F�IBWF�FTUBCMJTIFE�B�LOPXMFEHF�
CBTF�PG�DPNQMBJOU�IBOEMJOH�XIFSF�PVS�DVTUPNFS�TFSWJDF�BHFOUT�DBO�SFGFS�UP
�TP�UIFZ�DBO�LOPX�IPX�
UP�HJWF�CFUUFS�TPMVUJPOT�� *U�BMTP�FOBCMFT�UIFN�UP�DPPSEJOBUF�XJUI�SFMFWBOU�EFQBSUNFOUT�UP�IBOEMF�
DPNQMBJOUT�JO�B�UJNFMZ�BOE�FDJFOU�NBOOFS��
8F�CFODINBSL�BHBJOTU�MFBEJOH�QMBZFST�JO�UIF�JOEVTUSZ�BOE�JNQPTF�TUSJOHFOU�SFRVJSFNFOUT�PO�PVSTFMWFT��
$VTUPNFS�TFSWJDF�TBUJTGBDUJPO�JT�NFBTVSFE�PCKFDUJWFMZ�UP�FOIBODF�PVS�TFSWJDF�MFWFM��
*O�����
�XF�IBOEMFE�17,133,289 POMJOF�RVFSJFT
�BOTXFSFE�4,073,398 JODPNJOH�DBMMT�BOE�
BDIJFWFE�B�������DVTUPNFS�TBUJTGBDUJPO�SBUF�

4ZTUFNBUJD�TFSWJDF�BTTVSBODF
*OUFMMJHFOU�4FSWJDF�&OIBODFNFOU

*OUSPEVDF� JOUFMMJHFOU�TZTUFNT�UP�DBUFHPSJ[F�DVTUPNFS� JORVJSJFT��(VJEF�DVTUPNFST�UP�TPMWF�
QSPCMFNT�CZ�UIFNTFMWFT�XIJMF�PFSJOH�DVTUPNFS�FEVDBUJPO�

5SBOTQBSFOU�BOE�*OGPSNFE�5SBOTBDUJPO
0VS�TFSWJDF�UFSN�DMFBSMZ�PVUMJOFT�PVS�DPNNJUNFOUT
� SFTQPOTJCJMJUJFT
�TUBOEBSET� JO�TFSWJDF�
EFMJWFSZ
�HSJFWBODF�SFESFTT�NFDIBOJTN
�HPPE�HPWFSOBODF�BOE�USBOTQBSFOU�BDDPVOUBCJMJUZ�PG�
PVS�TFSWJDFT�TP�BT�UP�FOTVSF�XFMM�JOGPSNFE�BOE�GBJS�USBOTBDUJPO�UP�SFBTTVSF�PVS�DVTUPNFST�

4PGUXBSF�BOE�)BSEXBSF�4FSWJDF�&OIBODFNFOU
$POUJOVPVTMZ�PQUJNJ[F�UIF�DBMM�TZTUFN��1VSDIBTF�B�DVTUPNFS�SFMBUJPOTIJQ�NBOBHFNFOU�	$3.
�
TZTUFN�UIBU�TVJUT�UIF�IBCJUT�PG�PVS�VTFST�
%FQMPZ�QSPGFTTJPOBM�DPNNVOJDBUJPO�FRVJQNFOU
�VQEBUF�LOPXMFEHF�HSBQI�BSDIJUFDUVSF
�BOE�
VQHSBEF�IBSEXBSF�BOE�TPGUXBSF�UP�QSPWJEF�DPOWFOJFOU
�TNBSU�BOE�QFSTPOBMJ[FE�TFSWJDFT�GPS�
PVS�VTFST�

"TTVSBODF�PG�$PNNVOJDBUJPO�$IBOOFMT
&TUBCMJTI�B�QMBUGPSN�UP�TVQQPSU�VTFST�UP�DPOUBDU�VT�WJB�EJGGFSFOU�DIBOOFMT�	JODMVEJOH�����IPUMJOF
�
POMJOF�DVTUPNFS�TFSWJDF
�XFC
�BQQ
�8FDIBU
�8FJCP
�GPSVN
�DPNNVOJUZ
�)�
�FNBJM
�4.4
�FUD�
�JO�B�
NPSF�FYJCMF�XBZ�
$POEVDU�SFUVSO�WJTJUT�UP�EJFSFOU�DBUFHPSJFT�PG�DVTUPNFST�PO�B�SFHVMBS�CBTJT��-JTUFO�UP�UIF�OFFET�PG�
DVTUPNFST�BOE�PQUJNJ[F�PVS�QSPEVDUT�BOE�TFSWJDFT�BDDPSEJOHMZ�UP�JNQSPWF�DVTUPNFS�FYQFSJFODF�

*U�JT�PVS�SFTQPOTJCJMJUZ�UP�TFU�IJHI�TUBOEBSET�PG�DVTUPNFS�DBSF�BOE�BMXBZT�QVU�PVSTFMWFT�JO�UIF�TIPFT�PG�
PVS�DVTUPNFST��8F�FTUBCMJTIFE�QSPDFEVSFT�UP�FFDUJWFMZ�SFTQPOE�UP�DVTUPNFST�OFFET�BOE�DPNQMBJOUT
�
QSPWJEJOH�IJHI�RVBMJUZ�TFSWJDFT�UP�PVS�DVTUPNFST��

Placing the Customer First
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4VTUBJOBCMF�MPBO�DPMMFDUJPO
0ODF�B�MPBO�JT�HSBOUFE
�UIF�NPTU�JNQPSUBOU�UIJOH�XJMM�CF�UIF�QSFWFOUJPO�PG�DSFEJU�SJTL
�XIFSF�MPBO�DPMMFDUJPO�JT�
UIF�LFZ��8F�IBWF�DPOUJOVPVTMZ�JNQSPWFE�PVS�DPMMFDUJPO�TZTUFN�UISPVHI�UIF�VTF�PG�JOUFMMJHFOU�UPPMT�UP�GBDJMJUBUF�
MPBO�DPMMFDUJPO�FDJFODZ�BOE�QSFWFOU�DPMMFDUJPO�CZ�NFBOT�PG�JOBQQSPQSJBUF�CFIBWJPS���
8F�JTTVFE�UIF�"TTFU�1SFTFSWBUJPO�#VTJOFTT�.BOBHFNFOU�1SPDFTT�UP�FOTVSF�UIBU�PVS�MPBO�DPMMFDUJPO�QSPDFTT�
JT�MFHBM
�FFDUJWF�BOE�FDJFOU����1SJNBSZ�DPMMFDUJPO�NFBTVSFT
�JODMVEJOH�UFYU�NFTTBHF�SFNJOEFST
�QIPOF�DBMMT
�
MFHBM�MFUUFST�BOE�MFHBM�QSPDFFEJOHT
�BSF�UBLFO�JO�TVDDFTTJPO�BT�B�MPBO�CFDPNFT�JODSFBTJOHMZ�PWFSEVF�
8F�BEPQUFE�BEWBODFE�UFDIOPMPHJFT�JODMVEJOH�UIF�TNBSU�MPBO�DPMMFDUJPO�BHFOU�BOE�QSFEJDUJWF�PVUCPVOE�DBMM�
UP�JNQSPWF�PVS�DPMMFDUJPO�FDJFODZ�

4NBSU�MPBO�DPMMFDUJPO�BHFOU�	5JF�/JV

5JF�/JV�JT�NBJOMZ�B�TNBSU�TFSWJDF�QMBUGPSN�CBTFE�PO�B�DMPVE�QMBUGPSN
�JOUFHSBUFE�XJUI�CJH�EBUB
�JOUFMMJHFOU�
WPJDF
�/BUVSBM�-BOHVBHF�1SPDFTTJOH�BOE�'SFF�TXJUDI�UFDIOPMPHJFT��5JF�/JV�JT�IJHIMZ�BOUISPQPNPSQIJD
�XJUI�
JOUFMMJHFOU�JOUFSBDUJPO�QFSGPSNBODF��*U�DBO�

&TUBCMJTI�TUSBUFHJFT�
$BSSZ�PVU�JOUFMMJHFOU�DMBTTJDBUJPO�PG�DPMMFDUJPO�DBTFT�BDDPSEJOH�UP�EJDVMUZ�MFWFMT�
)FMQ�DPMMFDUJPO�BHFOUT�UP�DPNQMFUF�QSFMJNJOBSZ�DPNNVOJDBUJPO�XJUI�DVTUPNFST��

1SFEJDUJWF�PVUCPVOE�DBMM
8F�VTF�BSUJDJBM�JOUFMMJHFOU�BMHPSJUINT�UP�BVUPNBUJDBMMZ�BOE�EZOBNJDBMMZ�BEKVTU�UIF�OVNCFS�PG�PVUCPVOE�DBMMT�
UP�DVTUPNFST�JO�SFBM�UJNF��5IF�DPMMFDUJPO�BHFOUT�DBO�TFBNMFTTMZ�DPOOFDU�XJUI�UIF�DBMM�DFOUFS�TZTUFN
�TBWJOH�
SFTPVSDF�JOWFTUNFOU�BOE�JNQSPWJOH�UIF�FDJFODZ�PG�PVUHPJOH�DBMMT��
8F�BMTP�QSPWJEF�NPOUIMZ�USBJOJOHT�BOE�TIBSJOH
�BSSBOHF�FYBNT�GPS�PVS�DPMMFDUJPO�BHFOUT
�TP�BT�UP�JNQSPWF�UIF�
PWFSBMM�DPMMFDUJPO�FDJFODZ�BOE�BWPJE�DPMMFDUJPO�CZ�NFBOT�PG�WJPMFODF��5IF�QFSGPSNBODF�PG�UIF�DPMMFDUJPO�
BHFOUT�JT�BMJHOFE�XJUI�DPMMFDUJPO�QFSGPSNBODF�CZ�NPOJUPSJOH�UIF�CFIBWJPS�PG�BHFOUT�JO�VTJOH�PVUCPVOE�DBMMT�
RVBMJUZ�JOTQFDUJPO�NFUIPEPMPHZ�

5SBJOJOH�BOE�4IBSJOH�GPS�$PMMFDUJPO�5FBN

$PNQMBJOU�QSPDFTTJOH
8F�DPOTUBOUMZ�JNQSPWF�DPNQMBJOU�NBOBHFNFOU
�FTUBCMJTI�DPNQMBJOU�IBOEMJOH�QSPDFEVSFT�BOE�OPSNT
�
BOE�TPMWF�FWFSZ�DVTUPNFST�DPNQMBJOU�XJUI�B�QSPGFTTJPOBM
�QBUJFOU�BOE�SFTQPOTJCMF�BUUJUVEF��5IF�
$PNQBOZ�IBT�TFU�VQ�B�OBUJPOBM�VOJFE�DVTUPNFS�TFSWJDF�IPUMJOF
�BGUFS�TBMFT�TFSWJDF�FNBJM�BOE�PUIFS�
DPNNVOJDBUJPO�DIBOOFMT�UP�SFDFJWF�BOE�IBOEMF�DVTUPNFS�DPOTVMUBUJPO�BOE�DPNQMBJOUT��

*O�����
�XF�SFDFJWFE���
����DVTUPNFS�DPNQMBJOUT��5IF�DVTUPNFS�DPNQMBJOU�SBUF�BOE�UIF�DVTUPNFS�
DPNQMBJOU�IBOEMJOH�SBUF�BSF�0.11%�BOE�100%
�SFTQFDUJWFMZ�

SERVICE QUALITY INDICATORS

6TFS�TBUJTGBDUJPO� $PNQMBJOU�SBUF

0.11%

98.46%

73.13%

4FMG�TFSWJDF
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8F�BUUBDI�HSFBU�JNQPSUBODF�UP�PVS�QBSUOFST�JOWPMWJOH�PVS�JOWFTUPST
�UIF�JOTUJUVUJPOBM�GVOEJOH�QBSUOFST�
BOE�UIJSE�QBSUZ�TFSWJDF�QSPWJEFST��5P�VQIPME�BDDVSBDZ�BOE�USBOTQBSFODZ
�XF�SFHVMBSMZ�DPNNVOJDBUF�
XJUI�PVS�QBSUOFST�SFHBSEJOH�UIF�$PNQBOZT�CVTJOFTT�QFSGPSNBODFT�BOE�TUSBUFHJFT
� SFHVMBUPSZ�
DPNQMJBODF
�SJTL�NBOBHFNFOU
�EBUB�TFDVSJUZ
�FUD��
*O�PSEFS� UP�QSPUFDU� UIF� JOUFSFTUT�PG�PVS� JOTUJUVUJPOBM� GVOEJOH�QBSUOFST
�XF�IBWF�FTUBCMJTIFE�
DPPQFSBUJPO�XJUI�UIJSE�QBSUZ�HVBSBOUFF�DPNQBOJFT�BT�B�GPSN�PG�RVBMJUZ�BTTVSBODF�DPNNJUNFOU���

Protect the Interests 
of Partners

"T�PVS�CVTJOFTT�BEWBODFT�EJHJUBMMZ
�JU�JT�VOBWPJEBCMF�UIBU�XF�XJMM�PQFSBUF�JO�BO�FOWJSPONFOU�XIFSF�
JOGPSNBUJPO�TFDVSJUZ�JT�DSJUJDBM�UIBO�FWFS��*O�SFTQPOTF
�XF�IBWF�JOWFTUFE�JO�UPPMT
�UFDIOPMPHJFT�BOE�
NFBTVSFT�UP�DPOGSPOU�UIF�DIBMMFOHFT�

Information Security 
&Privacy Protection

*OGPSNBUJPO�TFDVSJUZ� JT�QBSBNPVOU�UP�PVS�CVTJOFTT
�TP�XF�QSJPSJUJ[F�UIJT� JTTVF�CZ�UBLJOH�JU�UP�B�IJHI�
NBOBHFSJBM� MFWFM�5IF�$IJFG�5FDIOPMPHZ�0GGJDFS� 	$50
� JT�UIF�UPQ�FYFDVUJWF� JO�DIBSHF�PG� JOGPSNBUJPO�
TFDVSJUZ��5IF�JOGPSNBUJPO�TFDVSJUZ�XPSLJOH�UFBN�MFE�CZ�UIF�$50�JT�SFTQPOTJCMF�GPS�JOJUJBUJOH�JOGPSNBUJPO�
TFDVSJUZ�QPMJDJFT
�SVMFT�BOE�QSPEVDF�JOGPSNBUJPO�TFDVSJUZ�SFMBUFE�BQQMJDBUJPOT�BOE�UFDIOPMPHJFT�BHBJOTU�
DZCFS�UISFBUT�

*OGPSNBUJPO�TFDVSJUZ

OPUFT5IF�XPSLJOH�FYQFSJFODFT�PG�PVS�UFBN�NFNCFST�BSF�WFSZ�EJWFSTF
�DPWFSJOH�*OUFSOFU
�GJOBODF
�
TPGUXBSF
�DPOTVMUJOH
�HPWFSONFOU�BOE�PUIFS� GJFMET��5IF�DFSUJGJDBUJPOT�IFME�CZ�PVS�UFBN�NFNCFST�
JODMVEF��$*441
�$*4"
�$*41
�$$/1
�*40������MB
�FUD�

#PBSE

$50

*OGPSNBUJPO�4FDVSJUZ�8PSLJOH�5FBN



�������

��������

�&NQMPZFFT &OWJSPONFOU *OEVTUSZ���$PNNVOJUZ$VTUPNFST���1BSUOFST&4(�(PWFSOBODF$PNQBOZ�1SPMF 3FTQPOTJCMF�0QFSBUJPO

/FUXPSL�4FDVSJUZ
%FQMPZFE�NFBTVSFT�TVDI�BT�OFUXPSL�GJSFXBMM
� JOUSVTJPO�EFUFDUJPO�
TZTUFN� 	*%4

� %%P4�EFGFOTF� TZTUFN
� 71/
� *OUFSOFU� TFDVSJUZ�
NBOBHFNFOU�UP�QSPUFDU�OFUXPSL�TFDVSJUZ�

"QQMJDBUJPO��4FDVSJUZ
%FQMPZFE�UIF�XFC�BQQMJDBUJPO�GJSFXBMM�	8"'
�BOE�FTUBCMJTIFE�UIF�
TFDVSJUZ�SFTQPOTF�DFOUFS�	43$
�UP�FOTVSF�BQQMJDBUJPO�TFDVSJUZ�

)PTU�4FDVSJUZ
%FQMPZFE�NFBTVSFT�TVDI�BT�BOUJ�WJSVT
�TFDVSJUZ�QBUDI�NBOBHFNFOU
�
TFSWFS�TFDVSJUZ�BEBQUJWF�NFDIBOJTN
�CBTUJPO�NBDIJOF�UP�EFUFDU�BOE�
EJTQPTF�TFDVSJUZ�SJTLT�BU�UIF�IPTU�MFWFM��

%BUB�4FDVSJUZ
%FQMPZFE�EBUB�MFBLBHF�QSFWFOUJPO�	%-1
�BOE�EBUBCBTF�BVEJU�TZTUFN�
BOE�EFWFMPQFE�EBUB�TFDVSJUZ�NBOBHFNFOU�TZTUFN�BOE�TFOTJUJWF�
EBUB�EFTFOTJUJ[BUJPO�UFDIOPMPHZ�

4BGFUZ�$PNQMJBODF
1BZ�DMPTF�BUUFOUJPO�UP�JOGPSNBUJPO�TFDVSJUZ�MBXT
�QPMJDJFT
�TUBOEBSET�
BOE�TQFDJGJDBUJPOT
�BOE� KPJOFE�UIF�.PCJMF�"QQMJDBUJPO�4FDVSJUZ�
$PNNJUUFF�	TUBOEJOH�EJSFDUPS�VOJU

�/BUJPOBM�*OGPSNBUJPO�4FDVSJUZ�
5FDIOPMPHZ�4UBOEBSEJ[BUJPO�$PNNJUUFF�	5$���
�

8F�IBWF�FTUBCMJTIFE�6TFS�*OGPSNBUJPO�.BOBHFNFOU�.FUIPE
�11%"*�4UBOEBSE�GPS�%BUB�$MBTTJGJDBUJPO�
BOE�%JTUSJCVUJPO
�.BOBHFNFOU�3VMFT� GPS�4FOTJUJWF� *OGPSNBUJPO�1SPUFDUJPO�PG� *OGPSNBUJPO�4ZTUFN 
�
BOE�11%"*�4PVSDF�$PEF�4FDVSJUZ�.BOBHFNFOU�3FHVMBUJPOT �UP�SFHVMBUF�EBUB� MJGF�DZDMF�QSPUFDUJPO�
NBOBHFNFOU�JO�UIF�QSPDFTTFT�PG�EBUB�HFOFSBUJPO
�QSPDFTTJOH
�TUPSBHF
�USBOTNJTTJPO�BOE�EFTUSVDUJPO��
8F�BMTP� TFU� VQ�B� ��MBZFS� JOGPSNBUJPO� TFDVSJUZ� GSBNFXPSL� UP�EFBM�XJUI� JOGPSNBUJPO� TFDVSJUZ���������������������������������������������������������������������
UISFBUT�GSPN�UIF�TZTUFN�MFWFM�

"�TFDVSF�JOGPSNBUJPO�QMBUGPSN
*U� JT�PVS�EVUZ�UP�NBJOUBJO�UIF�TBGFUZ�PG�PVS�POMJOF�QMBUGPSN�BOE�LFFQ�VTFST�EBUB�TBGF��8F�IBWF�CVJMU�
B���MBZFS�GJSFXBMM�UIBU�NPOJUPST�BOE�DPOUSPMT� JODPNJOH�BOE�PVUHPJOH�USBGGJD�PO�PVS�QMBUGPSN��6QPO�
UIF�EFUFDUJPO�PG�BOZ�BCOPSNBM�BDUJWJUJFT
�PVS�TZTUFN�XJMM� JNNFEJBUFMZ�OPUJGZ�PVS�JOGPSNBUJPO�TFDVSJUZ�
FYQFSUT�BOE�DPODVSSFOUMZ�UBLF�SFMFWBOU�NFBTVSFT�BVUPNBUJDBMMZ
�TVDI�BT�BDUJWBUJOH�UIJSE�QBSUZ�USBD�

DPOUSPM�TFSWJDF
�UP�QSFWFOU�BOZ�IBSN�UP�PVS�QMBUGPSN��8F�EFQMPZ�EBUB�TMJDJOH�BOE�EJTUSJCVUF�UIF�TUPSBHF�
PG�VTFST�EBUB�QPJOUT�BDSPTT�TFWFSBM�TFSWFST��8F�IBWF�BMTP�EFWFMPQFE�B�NVMUJ�MBZFS�EBUB�CBDLVQ�TZTUFN�
UP�QSFWFOU�MPTT�PG�EBUB�EVF�UP�VOGPSFTFFO�DJSDVNTUBODFT��0O�UIF�IBSEXBSF�MFWFM
�PVS�QMBUGPSN�BEPQUT�B�
NPEVMBS�BSDIJUFDUVSF�UIBU�DPOTJTUT�PG�NVMUJQMF�DPOOFDUFE�DPNQPOFOUT
�FBDI�PG�XIJDI�DBO�CF�TFQBSBUFE�
BOE�VQHSBEFE�XJUIPVU�DPNQSPNJTJOH�UIF�GVODUJPOJOH�PG�PUIFS�DPNQPOFOUT
�XIJDI�NBLFT�PVS�QMBUGPSN�
IJHIMZ�TUBCMF�

5-LAYER INFORMATION SECURITY 
FRAMEWORK
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�8F�IBWF�KPJOFE�UIF�GPMMPXJOH�JOEVTUSZ�BTTPDJBUJPOT�UP�FYDIBOHF�LOPX�IPX�

.PCJMF�"QQMJDBUJPO�4FDVSJUZ�$PNNJUUFF�ˊ�FYFDVUJWF�NFNCFS�	11%"*

/BUJPOBM� *OGPSNBUJPO�4FDVSJUZ� 5FDIOPMPHZ�4UBOEBSEJ[BUJPO�$PNNJUUFF� 	8(��
JOGPSNBUJPO�TFDVSJUZ�NBOBHFNFOU�XPSLJOH�HSPVQ
�48(�#%4�CJH�EBUB�TFDVSJUZ�TUBOEBSET�
UBTL�GPSDF
�ˊ�NFNCFS�	11%"*


4ZTUFN�BVEJU
8F�QFSGPSN�QFSJPEJD� SFWJFX�BCPVU� UIF�TZTUFN�TFDVSJUZ�CZ�PVSTFMWFT�BOE�BMTP� JOWJUF� UIJSE�QBSUZ�
PSHBOJ[BUJPOT�UP�DPOEVDU�TZTUFN�BVEJU�FWFSZ�ZFBS�

5IF�11%"*�XFCTJUF�BOE�"11�XFSF�SBUFE�BT�-FWFM�***� *OGPSNBUJPO�4FDVSJUZ�1SPUFDUJPO�CZ�UIF�
.JOJTUSZ�PG�1VCMJD�4FDVSJUZ� JO�.BSDI�������5IF�FWBMVBUJPO�DPWFST� JUFNT�TVDI�BT�QIZTJDBM�
TFDVSJUZ
�OFUXPSL�TFDVSJUZ
�IPTU�TFDVSJUZ
�BQQMJDBUJPO�TFDVSJUZ
�EBUB�TFDVSJUZ
�CBDLVQ�BOE�
SFDPWFSZ
�TFDVSJUZ�NBOBHFNFOU
�FUD�
"T�B�MJTUFE�DPNQBOZ�PO�UIF�/FX�:PSL�4UPDL�&YDIBOHF
�XF�BSF�SFRVJSFE�UP�DPOEVDU�BOOVBM�
FWBMVBUJPO�PO� UIF�FGGFDUJWFOFTT�PG� UIF�$PNQBOZT� JOUFSOBM�DPOUSPMT�BDDPSEJOH� UP� UIF�
SFRVJSFNFOUT�PG�TFDUJPO�����PG�UIF�4BSCBOFT�0YMFZ�"DU��0VS�*5�BOE�JOGPSNBUJPO�TFDVSJUZ�
SFMBUFE�DPOUSPMT�IBWF�QBTTFE� UIF�FGGFDUJWFOFTT�FWBMVBUJPO�BGUFS�CFJOH� SFWJFXFE�CZ�B�
QSPGFTTJPOBM�PSHBOJ[BUJPO�

/FUXPSL�BUUBDL�BOE�EFGFOTF�ESJMMJOH
*O�����
�XF�TVDDFTTGVMMZ�DPNQMFUFE�B�OVNCFS�PG�DSJTJT�NBOBHFNFOU�TJNVMBUJPOT�BOE�UFTUT�UIBU�BJNFE�
BU�UFTUJOH�UIF�SFBEJOFTT�PG�PVS�CVTJOFTT�TZTUFNT�UP�XJUITUBOE�DZCFS�BUUBDLT�BHBJOTU�DSJUJDBM�GVODUJPOT��
8F�FFDUJWFMZ�JEFOUJFE
�BOBMZ[FE
�BOE�DPOUSPMMFE�JOGPSNBUJPO�TZTUFN�TFDVSJUZ�SJTLT�UISPVHI�TJNVMBUJOH�
IBDLFS�JOUSVTJPOT�BOE�BUUBDLT�BHBJOTU�CVTJOFTT�TZTUFNT��0VS�TZTUFN�TIPXFE�FYDFMMFOU�BCJMJUZ�UP�NBOBHF�
TJNVMBUFE�BUUBDLT
�QSFTFOUJOH�TUSPOH�SFTJMJFODF�UP�EJTBTUFS�

*OGPSNBUJPO�TFDVSJUZ�USBJOJOH
"O�JNQPSUBOU�QBSU�PG�PVS�TUSBUFHZ�JO�EFGFOEJOH�JOGPSNBUJPO�TFDVSJUZ�UISFBUT�JT�UP�SBJTF�PVS�FNQMPZFFT�
BXBSFOFTT�BOE�JNQMFNFOU�SFMFWBOU�FEVDBUJPO�QSPHSBNT��0VS�FEVDBUJPO�QSPHSBNT�BSF�EJWFSTF�

$BSSZ�PVU�JOGPSNBUJPO�TFDVSJUZ�USBJOJOH�BOE�FYBNT�GPS�OFX�FNQMPZFFT�TP�BT�UP�SBJTF�BOE�FOIBODF�
UIF�BXBSFOFTT�PG�JOGPSNBUJPO�TFDVSJUZ�QSPUFDUJPO��
"MM�FNQMPZFFT�BSF�SFRVJSFE�UP�UBLF�UIF�BOOVBM�JOGPSNBUJPO�TFDVSJUZ�FYBN�UP�DPOTUBOUMZ�VQEBUF�
UIFJS�LOPXMFEHF�
3FHVMBSMZ�EFMJWFS�TQFDJBMJ[FE�DPVSTFT�GPS�FNQMPZFFT�TVDI�BT�DBTF�TIBSJOH
�TFDVSJUZ�QSPHSBNNJOH
�
EBUB�BOE�QSJWBDZ�QSPUFDUJPO
�SFHVMBUJPO�JOUFSQSFUBUJPO
�FUD�
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*UT�FTTFOUJBM�UIBU�PVS�DVTUPNFST�DBO�NBJOUBJO�UIFJS�USVTU�JO�PVS�QSPDFEVSFT�GPS�IBOEMJOH�UIFJS�QFSTPOBM�
JOGPSNBUJPO��8F�TUSJDUMZ�BCJEF�CZ�QSJWBDZ�MBXT�BOE�SFHVMBUJPOT�BOE�IBWF�FTUBCMJTIFE�UIF�1SJWBDZ�1PMJDZ�
UP�QSPUFDU�UIF�QFSTPOBM�JOGPSNBUJPO�PG�PVS�DVTUPNFST��*O�UIF�QPMJDZ
�XF�DMFBSMZ�TQFDJGZ�UIF�TDPQF�BOE�
VTF�SJHIUT�PG�VTFS� JOGPSNBUJPO
�SVMFT�GPS�EJTDMPTVSF�PG�VTFST�QFSTPOBM� JOGPSNBUJPO
�VTFST�SJHIUT�BOE�
JOGPSNBUJPO�QSPUFDUJPO�NFBTVSFT�UP�QSPUFDU�UIF�QSJWBDZ�PG�PVS�DVTUPNFST�� *O�BEEJUJPO
�XF�XJMM�POMZ�
DPMMFDU�TFSWJDF�SFMBUFE�DVTUPNFS�JOGPSNBUJPO�XJUI�B�DVTUPNFST�BVUIPSJ[BUJPO��
8F�QSPUFDU�UIF�QSJWBDZ�PG�PVS�VTFST�JO�UIF�GPMMPXJOH�XBZT�

8F�XJMM�EP�PVS�CFTU�UP�QSPUFDU�VTFST�JOGPSNBUJPO�EVSJOH�PVS�TFSWJDFT��6TFST�IBWF�UIF�SJHIU�UP�DBODFM�UIFJS�
BDDPVOU�EBUB�BU�BOZ�UJNF
�BOE�XF�XJMM�EFMFUF�PS�BOPOZNJ[F�VTFST�QFSTPOBM�JOGPSNBUJPO�XJUIPVU�WJPMBUJOH�UIF�
NJOJNVN�SFUFOUJPO�QFSJPE�SFRVJSFE�CZ�UIF�SFHVMBUJPO�
8F�JNQMFNFOUFE�QSPDFEVSFT�UIBU�DMFBSMZ�BSUJDVMBUF�UIF�BDUJPO�UP�CF�UBLFO�XIFO�EFBMJOH�XJUI�B�EBUB�QSJWBDZ�
CSFBDI
�JODMVEJOH�OPUJGZJOH�SFHVMBUPST
�PVS�DVTUPNFST�PS�PUIFS�EBUB�TVCKFDUT
�BT�SFRVJSFE�VOEFS�BQQMJDBCMF�
MBXT�BOE�SFHVMBUJPOT��
*O�����
�XF�EJE�OPU�IBWF�BOZ�JODJEFOUT�SFMBUFE�UP�VTFS�JOGPSNBUJPO�CSFBDIFT�

1SJWBDZ�1SPUFDUJPO

$BSSZ�PVU�EBUB�BDDFTT�NBOBHFNFOU�UP�QSFWFOU�UIF� MFBLBHF�PG�
DVTUPNFS�JOGPSNBUJPO��

3FHVMBSMZ�USBJO�FNQMPZFFT���BTTFTT�UIFJS�EBUB�TFDVSJUZ�BXBSFOFTT�
��TFDVSJUZ�DBQBCJMJUZ� UP�TUSFOHUIFO�UIF� JOGPSNBUJPO�QSPUFDUJPO�
BXBSFOFTT�PG�UIF�FNQMPZFFT�

5IF�UIJSE�QBSUJFT�XF�XPSL�XJUI�BSF�SFRVJSFE�UP�TJHO�B�DPOEFOUJBMJUZ�BHSFFNFOU�UP�BCJEF�CZ�
UIF�UFSNT�PG�UIF�BHSFFNFOU�SFMBUFE�UP�VTFS�JOGPSNBUJPO
�FOTVSJOH�UIBU�UIF�VTFST�QSJWBDZ�JT�
OPU�WJPMBUFE�

"EPQUFE�UIF�XPSMET�DVUUJOH�FEHF�.%��FODSZQUJPO�UFDIOPMPHZ
�5-4�
��44-�	5SBOTQPSU�-BZFS�4FDVSJUZ���4FDVSF�4PDLFU�-BZFS
���%-1�	%BUB�
-FBLBHF�1SFWFOUJPO
�UFDIOPMPHZ�UP�FOTVSF�UIF�TFDVSJUZ�PG�VTFS�EBUB��

&TUBCMJTIFE�B�TQFDJBM�UFBN�UP�EFWFMPQ�B�WBSJFUZ�PG�TFDVSJUZ�UFDIOPMPHJFT�BOE�QSPDFEVSFT
�BOE�
DPOEVDU�B�TBGFUZ�CBDLHSPVOE�JOWFTUJHBUJPO�PO�UIF�LFZ�QFSTPOOFM�JO�DIBSHF�
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"T�PG�%FDFNCFS���
�����
�PVS�FNQMPZFF�TUSVDUVSFT�JO�DPNQBSJTPO�XJUI������XFSF�BT�GPMMPXT�

.BMF 'FNBMF ����ZFBST�PME0QFSBUJPO .BSLFUJOH
3JTL�NBOBHFNFOU "ENJOJTUSBUJPO

������ZFBST�PME� ������ZFBST�PME�
����ZFBST�PME�

EMPLOYEES BY GENDER

2019

2018 2018 2018

2019 2019

EMPLOYEES BY FUNCTION EMPLOYEES BY AGE GROUP

'JO7PMVUJPO�SFHBSET�JUT�FNQMPZFFT�BT�GBNJMZ�NFNCFST�BOE�BFDUJPOBUFMZ�DBMMT�UIFN�SJDF�TFFET��"T�PG�%FDFNCFS���
�����
�XF�IBE�B�XPSLGPSDF�PG 3,883 SJDF�TFFET
�XIJDI�BSF�PVS�NPTU�JNQPSUBOU�BOE�WBMVBCMF�
BTTFUT��8F�BEIFSF�UP�FNCSBDF�JOOPWBUJPO
�DPNQBTTJPO
�DPMMBCPSBUJPO�BOE�FRVBMJUZ�JO�PVS�XPSLQMBDF
�BOE�EFWFMPQ�PQQPSUVOJUJFT�UIBU�IFMQ�PVS�SJDF�TFFET�UP�SFBMJ[F�UIFJS�GVMMFTU�QPUFOUJBM�

%BUB
3FTFBSDI���EFWFMPQNFOU
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5IF�$PNQBOZ�TUSJDUMZ�BCJEFT�CZ�UIF�MBXT�BOE�SFHVMBUJPOT�PG�UIF�QMBDF�XIFSF�JU�PQFSBUFT��*O�MJHIU�PG�PVS�DPSF�WBMVFT�BOE�KPC�SFRVJSFNFOUT
�XF�FWBMVBUF�UIF�QSPGFTTJPOBM�DPNQFUFODJFT
�TLJMMT
�FYQFSJFODF
�QFSTPOBMJUZ
�
BOE�QSPGFTTJPOBMJTN�PG�BQQMJDBOUT�BOE�FNQMPZNFOU�JT�CBTFE�PO�NFSJUPDSBDZ��8F�TFMFDU�UBMFOUT�UISPVHI�USBEJUJPOBM�SFDSVJUNFOU�QMBUGPSNT
�TPDJBM�QMBUGPSNT
�IFBEIVOUFS�SFDPNNFOEBUJPOT
�JOUFSOBM�SFDPNNFOEBUJPOT�
BOE�PUIFS�XBZT�UP�NFFU�PVS�CVTJOFTT�OFFET��
"T�PG�%FDFNCFS���
�����
�UIF�SBUFT�PG�PVS�OFX�FNQMPZFF�IJSFT�BOE�FNQMPZFF�UVSOPWFS�CZ�BHF�HSPVQ�XFSF�BT�GPMMPXT�

Legal Employment 

$PNQFOTBUJPO���CFOFU�
$PNQFOTBUJPO�DPNQPOFOU
8F�IBWF�B�GBJS
�SFBTPOBCMF�BOE�NBSLFU�DPNQFUJUJWF�DPNQFOTBUJPO�TZTUFN�UP�FOTVSF�PVS�FNQMPZFFT�
SFDFJWF�UIF�DPNQFOTBUJPO�UIBU�IF�PS�TIF�EFTFSWFT��&NQMPZFF�DPNQFOTBUJPO�DPOTJTUT�PG�CBTJD�

NPOUIMZ�TBMBSZ
�TVCTJEZ
�QFSGPSNBODF�CBTFE�CPOVT�BOE�ZFBS�FOE�CPOVT��8F�SFHVMBSMZ�FWBMVBUF�UIF�
QFSGPSNBODF�PG�PVS�FNQMPZFFT
�BOE�BEKVTU�UIF�TBMBSJFT�BDDPSEJOH�UP�BO�FNQMPZFFT�LOPXMFEHF�BOE�
FYQFSJFODF
�QSPGFTTJPOBM�TLJMMT
�TFSWJDF�UFSN
�QFSGPSNBODF�FWBMVBUJPO�SFTVMUT�BOE�PUIFS�GBDUPST�
"DDPSEJOH�UP�UIF�OBUVSF�PG�XPSL
�XF�TFU�VQ�B�WBSJFUZ�PG�DBSFFS�QBUIT�GPS�PVS�FNQMPZFFT
�FBDI�PG�XIJDI�
DPOTJTUT�PG�EJFSFOU�QSPGFTTJPOBM�MFWFMT�XJUI�DPSSFTQPOEJOH�DBSFFS�QSPNPUJPO�DIBOOFMT�������PG�PVS�
FNQMPZFFT�SFDFJWF�BTTFTTNFOUT�GSPN�NVMUJQMF�EJNFOTJPOT�FWFSZ�ZFBS
�BOE�RVBMJFE�FNQMPZFFT�XJMM�
CF�QSPNPUFE�

����ZFBST�PME ����ZFBST�PME������ZFBST�PME� ������ZFBST�PME�������ZFBST�PME� ������ZFBST�PME�

NEW EMPLOYEE HIRES EMPLOYEE TURNOVER

���� �������� ����

����� ���������� �����

���� ��������� �����

2019 20192018 2018
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�4IBSF�JODFOUJWF�QMBO
"DDPSEJOH�UP�&NQMPZFF�4UPDL�)PMEJOH�3VMFT
�XF�BMTP�PFS�FNQMPZFF�TUPDL�PXOFSTIJQ�QMBOT�UP�FMJHJCMF�FNQMPZFFT
�PDFST
�EJSFDUPST�BOE�DPOTVMUBOUT�BT�B�XBZ�UP�JODFOUJWJ[F�UIFJS�QFSGPSNBODFT�BOE�BMJHO�UIFJS�
JOUFSFTUT�XJUI�VT��8F�CFMJFWF�UIF�HSBOUJOH�PG�TIBSF�JODFOUJWF�BXBSET�JT�PG�TJHOJDBOU�JNQPSUBODF�UP�BUUSBDU�BOE�SFUBJO�UBMFOUT��

8PSLJOH�IPVST���IPMJEBZT
"�FYJCMF�XPSLJOH�IPVS�TZTUFN�IBT�CFFO�FTUBCMJTIFE�GPS�PVS�FNQMPZFFT��5IFZ�DBO�DIPPTF�UIF�XPSL�TDIFEVMF�PS�MPDBUJPO�FYJCMZ�BOE�JOEFQFOEFOUMZ�BDDPSEJOH�UP�UIF�KPC�DBUFHPSJFT�
0VS�FNQMPZFFT�BSF�FOUJUMFE�UP�XFFLFOET
�QVCMJD�IPMJEBZT
�QFSTPOBM�MFBWF
�TJDL�MFBWF
�XPSL�JOKVSZ�MFBWF
�NBSSJBHF�MFBWF
�QBSFOUBM�MFBWF�BOE�CSFBTUGFFEJOH�MFBWF
�QBUFSOJUZ�MFBWF
�CFSFBWFNFOU�MFBWF
�BOOVBM�MFBWF
�BT�XFMM�BT�
PUIFS�TUBUVUPSZ�IPMJEBZT�JO�$IJOB��&NQMPZFFT�IBWF�FYJCJMJUZ�JO�NBLJOH�VTF�PG�UIFJS�MFBWFT�UP�QVSTVF�B�XPSL�MJGF�CBMBODF�MJGFTUZMF�
"T�PG�%FDFNCFS���
�����
�UIF�BQQMJDBUJPO�SBUF�GPS�QBSFOUBM�MFBWF
�SFUVSO�UP�XPSL�SBUF
�BOE�SFUFOUJPO�SBUF
�CZ�HFOEFS
�BSF�BT�GPMMPXT�

1BZ�FRVJUZ
8F�TJHO�UIF�MBCPS�DPOUSBDU�XJUI�BMM�FNQMPZFFT�BDDPSEJOH�UP�MBXT
�BOE�TQFDJGZ�UIF�XPSL�DPOUFOU�BOE�
DPSSFTQPOEJOH�MBCPS�SFNVOFSBUJPO��8F�FOTVSF�UIBU�FNQMPZFFT�XJUI�UIF�TBNF�MFWFM�PG�FYQFSUJTF�BOE�
XPSLJOH�BDIJFWFNFOUT�XJMM�OPU�CF�USFBUFE�EJFSFOUMZ�XIFO�UIFZ�BSF�FOHBHFE�JO�DPSSFTQPOEJOH�UZQFT�PG�
XPSL��"�SPCVTU�BOOVBM�DPNQFOTBUJPO�SFWJFX�QSPDFTT�IBT�CFFO�FTUBCMJTIFE�UP�NPOJUPS�JG�UIFSF�BSF�QBZ�
HBQT��8F�XJMM�DMPTF�UIF�HBQ�UP�FOTVSF�PVS�FNQMPZFFT�BSF�CFJOH�DPNQFOTBUFE�FRVJUBCMZ�

4PDJBM�JOTVSBODF
8F�QSPWJEF�SFUJSFNFOU�JOTVSBODF
�NFEJDBM�JOTVSBODF
�VOFNQMPZNFOU�JOTVSBODF
�XPSL�JOKVSZ�JOTVSBODF
�
NBUFSOJUZ�JOTVSBODF
�BOE�IPVTJOH�QSPWJEFOU�GVOE�GPS�BMM�FNQMPZFFT��*O�BEEJUJPO
�FNQMPZFFT�DBO�FOKPZ�
TVQQMFNFOUBSZ�NFEJDBM�JOTVSBODF���NPOUIT�BGUFS�FOUFSJOH�UIF�$PNQBOZ����

PARENTAL LEAVE APPLICATION RATE RETENTION RATERETURN-TO-WORK RATE

11.6% 77.3% 84.8%6.0% 100% 82.1%
Female Female FemaleMale Male Male327 / 3,883 202 / 242283 / 327

8.4% 83.5%86.5%
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"QQSBJTBM�NFDIBOJTN��QFSGPSNBODF�CBTFE�JODFOUJWF�QBZNFOU�
8F�SFDPHOJ[F�PVS�FNQMPZFFT�IBSE�XPSL�BOE�IBWF�FTUBCMJTIFE�B�DMPTFE�MPPQ�QFSGPSNBODF�NBOBHFNFOU�
TZTUFN��5IF�QFSGPSNBODF�BQQSBJTBMT�BSF�DPOEVDUFE�JO�UIF�NJEEMF�PG�B�ZFBS�BOE�BU�UIF�FOE�PG�UIF�ZFBS��
5IF�BTTFTTNFOU�SBUF�GPS�UIF�FNQMPZFFT�XBT������JO������

1FSGPSNBODF�&WBMVBUJPO�
"TTFTTNFOU

1FSGPSNBODF�$PNNVOJDBUJPO�3FBDI�DPOTFOTVT
*NQSPWFNFOU�
*OUFSWJFX�TLJMMT

(PBM�4FUUJOH0SHBOJ[BUJPOBM�SFWJFX
4USBUFHJD�SFWJFX
1FSGPSNBODF�PCKFDUJWF�SFWJFX

1FSJPEJD�3FFDUJPO4FBTPOBM�NPOUIMZ�XFFLMZ
3FDPSE�QFSGPSNBODF

1FSGPSNBODF�$PBDIJOH*O�QSPHSFTT
$POUJOVPVT�GPMMPX�VQ
-JTUFOJOH�WT�2VFTUJPOJOH

"DUJPO�1MBO�'PSNVMBUJPO�*NQSPWF�HPBM
"DIJFWF�HPBM�
"DUJPO�QMBO
/FYU�3PVOE�PG�1FSGPSNBODF�"TTFTTNFOU

)VNBO�SJHIUT
'JO7PMVUJPO�JT�DPNNJUUFE�UP�SFTQFDUJOH�IVNBO�SJHIUT�XIJMF�PQFSBUJOH�PVS�CVTJOFTT��8F�BUUBDI�HSFBU�
JNQPSUBODF� UP� UIF�IVNBO�SJHIUT�PG�FNQMPZFFT�BOE�QSPIJCJU�BMM�BDUT�PG�EJTDSJNJOBUJPO
�CVMMZJOH
�
JOUJNJEBUJPO
�TFYVBM�IBSBTTNFOU
�FUD��
'PSDFE�MBCPS�BOE�DIJME�MBCPS�JT�TUSJDUMZ�QSPIJCJUFE�JO�'JO7PMVUJPO��8F�XJMM�OPU�GPSDF�OPS�UISFBUFO�BOZ�OPO�
XJMMJOH�QFSTPOOFM�UP�DBSSZ�PVU�XPSL�SFMBUFE�UBTLT��&NQMPZFF�DPOTFOU�NVTU�CF�PCUBJOFE�STU�JG�UIFSF�JT�
B�OFFE�GPS�PWFSUJNF��8F�POMZ�BDDFQU�BQQMJDBOUT�PWFS����ZFBST�PME�BOE�EPVCMF�DIFDL�UIF�BHF�PG�OFX�
FNQMPZFFT�TP�BT�UP�BWPJE�DIJME�MBCPS��*O�����
�UIFSF�XBT�OP�GPSDFE�MBCPS�PS�DIJME�MBCPS�BU�'JO7PMVUJPO�

*O�'JO7PMVUJPO
�XF�BEWPDBUF�BO�JODMVTJWF
�EJWFSTJFE
�GBJS�BOE�KVTU�XPSLJOH�FOWJSPONFOU
�BOE�FODPVSBHF�
DPPQFSBUJPO�BOE�TIBSJOH��8F�FOTVSF�UIBU�FNQMPZFFT�XJMM�OPU�CF�USFBUFE�EJFSFOUMZ�EVF�UP�HFOEFS
�SFHJPO
�
DPMPS
�BHF
�OBUJPOBMJUZ
�SBDF
�SFMJHJPVT�CFMJFG
�GBNJMZ�BOE�QIZTJDBM�RVBMJUZ
�FUD�
�TP�UIBU�BMM�FNQMPZFFT�DBO�
FOKPZ�FRVBMJUZ�JO�UFSNT�PG�FNQMPZNFOU
�TBMBSZ�BOE�XFMGBSF
�MFBWF
�QSPNPUJPO
�QFSTPOBM�EFWFMPQNFOU
�
FUD��"T�PG�%FDFNCFS���
�����
�XF�IBE���FNQMPZFFT�XJUI�EJTBCJMJUJFT�BOE�����FNQMPZFFT�GSPN�FUIOJD�
NJOPSJUJFT�HSPVQT�
8F�SFTQFDU�PVS�FNQMPZFFT�SJHIU�UP�GSFFEPN�PG�BTTPDJBUJPO
�BOE�BDUJWFMZ�DPOTVMU�BOE�FOHBHF�XJUI�MBCPS�
VOJPO�BOE�FNQMPZFF�SFQSFTFOUBUJWF�HSPVQT�PO�B�SBOHF�PG�JTTVFT�������PG�PVS�XPSLGPSDFT�JO�IFBERVBSUFS�
IBWF�KPJOFE�UIF�MBCPS�VOJPO�BOE�BSF�DPWFSFE�CZ�DPMMFDUJWF�CBSHBJOJOH�BHSFFNFOUT�

1FSGPSNBODF�1SPDFTT.BOBHFNFOU�$MPTFE�-PPQ
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&NQMPZFF�DBSF
8F�BSF�DPNNJUUFE�UP�QSPWJEJOH�B�TBGF�BOE�DPNGPSUBCMF�XPSLQMBDF�GPS�PVS�SJDF�TFFET�UISPVHI�WBSJPVT�FNQMPZFF�DBSF�JOJUJBUJWFT�BOE�QSPHSBNT�

5IF�$BSF�GPS�3JDF�4FFET�*OUFSOBM�$IBSJUZ�'PVOEBUJPO
*O�0DUPCFS�����
�XF�FTUBCMJTIFE�UIF�$BSF�GPS�3JDF�4FFET�*OUFSOBM�$IBSJUZ�'PVOEBUJPO�XJUI�UIF�BJN�
UP�IFMQ�SJDF�TFFET�XJUI�OBODJBM�EJDVMUJFT��"OZ�UIF�SJDF�TFFE�XIP�QBSUJDJQBUFT�JO�UIF�GVOE�DBO�BQQMZ�
GPS�UIF�GVOE�BTTJTUBODF�UP�IFMQ�UIFNTFMWFT�PS�UIFJS�QBSFOUT
�DIJMESFO�BOE�TQPVTFT�GPS�UIFJS�NFEJDBM�
FYQFOTFT�� *O�����
�UIF�GVOE�SBJTFE�BO�BEEJUJPOBM�3.#���
����BOE�UIF�TJ[F�PG� UIF�GVOE�SFBDIFE�
3.#���
����
4JODF�JUT�FTUBCMJTINFOU
�UIF�$BSF�GPS�3JDF�4FFET�*OUFSOBM�$IBSJUZ�'PVOEBUJPO�IBT�IFMQFE����QFPQMF�
GSPN����SJDF�TFFET�GBNJMJFT�XJUI�B�UPUBM�BNPVOU�PG�3.#���
�������

&NQMPZFF�DPNNVOJDBUJPO
'JO7PMVUJPO� SFTQFDUT� UIF� SJHIU�PG�FNQMPZFFT� UP�TQFBL�PVU�BU�XPSL
�FODPVSBHF� UIFN�UP�NBLF�
TVHHFTUJPOT�GPS�UIF� JNQSPWFNFOU�PG�UIF�$PNQBOZ��5P�FOTVSF�UIF�GBJSOFTT�PG� MBCPS�SFMBUJPOT
�XF�
FTUBCMJTIFE�NVMUJQMF�DIBOOFMT�GPS�FNQMPZFF�DPNNVOJDBUJPOT�BOE�FODPVSBHFE�UIFN�UP�FYQSFTT�UIFJS�
PQJOJPOT�PS�TVHHFTUJPOT�JO�B�UJNFMZ�NBOOFS��"�TFOJPS�NBOBHFNFOU�NBJMCPY�	$&0�NBJMCPY
�BOE�GBDF�
UP�GBDF�TZNQPTJVNT�GPS�FNQMPZFFT�BOE�NBOBHFNFOU�	'BDF�UP�'BDF�XJUI�$&0
�BSF�EFQMPZFE�BT�EJSFDU�
DIBOOFMT�GPS�UIF�FNQMPZFFT�UP�DPNNVOJDBUF�XJUI�UIF�TFOJPS�NBOBHFNFOU�

COMMUNICATION CHANNELS FOR EMPLOYEES

$VMUVSBM�KPVSOBMT #VTJOFTT�FYQSFTT 'BDF�UP�GBDF�XJUI�$&0 'JOBODJBM�SFQPSUJOUFSQSFUBUJPO &NBJM 8FDIBU

$PNQBOZ�MFWFM

2�"�XJUI�NBOBHFNFOU #JSUIEBZ�QBSUZ .POUIMZ���XFFLMZ�EFQBSUNFOU�NFFUJOH )BQQZ�IPVS

%FQBSUNFOU�MFWFM
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$BTF$&0�.BJMCPY
5IF�$&0�NBJMCPY�BMMPXT�FNQMPZFFT�UP�TFOE�UIFJS�WJFXT�BOE�TVHHFTUJPOT�UP�UIF�$&0�BU�BOZ�UJNF��*O�
UFSNT�PG�FNQMPZFF�GFFECBDL
�UIF�QFSTPO�JO�DIBSHF�PG�UIF�NFDIBOJTN�XJMM�SFRVFTU�BQQSPQSJBUF�TFOJPS�
NBOBHFST� UP� SFTQPOE�UP� UIF� GFFECBDL�BOE�UBLF�BDUJPO�UP�BEESFTT� UIF� JTTVFT��5IF�SFTVMUT�XJMM�CF�
EJTDMPTFE�PO�B�NPOUIMZ�CBTJT��5IF�FNQMPZFF�QSPWJEJOH�UIF�NPTU�WBMVBCMF�GFFECBDL�JO�FBDI�ZFBS�XJMM�CF�
SFXBSEFE��
*O�����
� UIF�$&0�NBJMCPY� SFDFJWFE� GFFECBDL�PO�FNQMPZFF� USBJOJOH
�FNQMPZFF�CFOFGJUT
�QSPEVDU�
TVHHFTUJPOT�BOE�PUIFS�BTQFDUT�GSPN�PVS�FNQMPZFFT
�XIJDI�IFMQFE�VT�JNQSPWF�UIF�$PNQBOZ�PQFSBUJPO�

$BTF'BDF�UP�'BDF�8JUI�$&0�
'BDF�UP�GBDF�BDUJWJUJFT�BSF�IFME�SFHVMBSMZ�CFUXFFO�$&0�BOE�FNQMPZFFT�JO�UIF�GPSN�PG�GPSVNT
�JODMVEJOH�
UIF�RVBSUFSMZ�TFMFDUJPO�PG�PVUTUBOEJOH�FNQMPZFFT
�$&0�BGUFSOPPO�UFB
�$&0�MVODIFPO
�FUD��*O�����
�XF�
IFME���GBDF�UP�GBDF�XJUI�$&0�BDUJWJUJFT�XJUI�B�UPUBM�PG�OFBSMZ��
����QBSUJDJQBOUT�
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&NQMPZFF�FOHBHFNFOU�TVSWFZ
5P�DSFBUF�B�QPTJUJWF�XPSLQMBDF�DVMUVSF
� JODSFBTF�FNQMPZFF�QSPEVDUJWJUZ�BOE�DSFBUF�B�IBQQJFS�BOE�
TBUJTGBDUPSZ�XPSLQMBDF
�XF�DPOEVDUFE�BO�FNQMPZFF�FOHBHFNFOU�TVSWFZ�JO�������5IF�TVSWFZ�SFTVMUT�
TIPXFE�UIBU�UIF�NPTU�PVS�FNQMPZFFT�DPODFSOT�DFOUFSFE�BSPVOE�XPSL�TVQQPSU
�DPNNVOJDBUJPO�BOE�
DPPQFSBUJPO
�XFMGBSF�BOE�UBMFOU�EFWFMPQNFOU��$PSSFTQPOEJOH�BDUJPO�QMBO�IBT�CFFO�NBEF�UP�JNQSPWF�
UIF�PWFSBMM�IVNBO�SFTPVSDF�NBOBHFNFOU�PG�UIF�$PNQBOZ��

$BSF�GPS�GFNBMF�FNQMPZFFT
'FNBMF�FNQMPZFFT�BSF�BO� JNQPSUBOU�HSPVQ�PG�PVS�XPSLQMBDF
�BDDPVOUJOH� GPS�����PG� UIF�UPUBM�
XPSLGPSDF�BOE�����PG�UIF�NBOBHFSJBM�MFWFM�UFBN��*O�PSEFS�UP�FYUFOE�PVS�SFTQFDU�BOE�DBSF�GPS�GFNBMF�
FNQMPZFFT
�XF�QSPWJEF�UIFN�XJUI�B�TFSJFT�PG�FYDMVTJWF�CFOFUT
�JODMVEJOH�-PWF�.PNNZ�DPUUBHF
�
.BSDI���8PNFOT�%BZ
�BOE�PUIFS�BDUJWJUJFT�

&NQMPZFF�BDUJWJUJFT
8F�PSHBOJ[F�WBSJPVT�BDUJWJUJFT�BOOVBMMZ�UP�FOSJDI�FNQMPZFFT�MJGF
�BJNJOH�UP�DSFBUF�B�XPSL�MJGF�CBMBODF�
XPSLQMBDF�

$BTF��-PWF�.PNNZ�$PUUBHF
4JODF� JUT�FTUBCMJTINFOU� JO�+BOVBSZ�����
�-PWF�.PNNZ�$PUUBHF�
IBT�CFFO�DPNNJUUFE�UP�DSFBUJOH�B�XBSN�BOE�DPOWFOJFOU�SFTU�QMBDF�
GPS�GFNBMF�FNQMPZFFT
�XIFSF�PVS�OVSTJOH�NPUIFST�DBO�SFMBY�BOE�
UBLF�SFTU�DPNGPSUBCMZ�� *U�BMTP�QSPWJEFT�OFDFTTBSZ�TVQQPSUT� GPS�
PVS�OVSTJOH�NPUIFST�JO�OFFE��*O�����
�JU�IBT�TFSWFE�NPSF�UIBO����
MBDUBUJOH�GFNBMF�FNQMPZFFT�

$POEVDUFE�2 BDUJPO�QMBO�TFNJOBST
�
12 EFQBSUNFOU�BDUJPO�QMBOT

6 DSPTT�EFQBSUNFOU�NFFUJOHT��
15�PQUJNJ[FE�QPJOUT�PG�UIF�$PNQBOZ

"DUJPO�QMBO

AUG-SEP

5IF�TVSWFZ�SFTQPOTF�
SBUF�XBT�89%

4VSWFZ�JNQMFNFOUBUJPO

JUNE JULY

5PQJDT�JO�GPDVT
$POEVDUFE�16 
HSPVQ
JOUFSWJFXT

$POEVDUFE���TFOJPS�
NBOBHFNFOU�
JOUFSWJFXT
��1�%3$�TVSWFZ

4VSWFZ�QSFQBSBUJPO

MAY

$ISJTUNBT�$FMFCSBUJPO .JE�"VUVNO�'FTUJWBM�$FMFCSBUJPO

)BMMPXFFO�1BSUZ #BTLFUCBMM�$PNQFUJUJPO

4PDDFS�HBNF

(ZN

3JDF�4FFET�'BNJMZ�.FNCFST�0QFO�%BZ

$BTF��.BSDI���8PNFOT�%BZ�"DUJWJUJFT�
0VS� MBCPS� VOJPO� IFME� MJQTUJDL�NBLJOH� BDUJWJUZ� GPS�XPNFO�
FNQMPZFFT�JO�UIF�8PNFOT�%BZ�
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&TUBCMJTINFOU�PG�UBMFOU�QPPM
*O�����
�XF�FTUBCMJTIFE�DBQBCJMJUZ�BTTFTTNFOU�NPEFMT�GPS�GPVS�UZQFT�PG�DBSFFS�QBUIT�JO�PVS�DPNQBOZ
�
OBNFMZ�CVTJOFTT�BOBMZTJT
�CJH�EBUB
�3�%�BOE�QSPEVDU�EFWFMPQNFOU��&BDI�DBQBCJMJUZ�BTTFTTNFOU�
NPEFM�DPWFST�����QSPGFTTJPOBM�DBQBCJMJUZ�JUFNT�BOE���QPUFOUJBM�JUFNT
�BMM�PG�XIJDI�DPOUSJCVUFE�UP�B�
DPNQSFIFOTJWF�DBQBCJMJUZ�FWBMVBUJPO�UPPM��
8JUI�OFBSMZ�����FNQMPZFFT�QBSUJDJQBUJOH�JO�UIF�DBQBCJMJUZ�FWBMVBUJPO
�XF�IBE�B�CFUUFS�VOEFSTUBOEJOH�
PG�UIF�DBQBDJUJFT�BOE�QPUFOUJBMT�PG�PVS�QSPGFTTJPOBM�UBMFOUT��,FZ�UBMFOUT�XFSF�JEFOUJFE�BOE�JODMVEFE�
JO�PVS�UBMFOU�QPPMT�TP�BT�UP�MBZ�B�TPMJE�GPVOEBUJPO�GPS�UIFJS�EZOBNJD�BOE�TVTUBJOBCMF�EFWFMPQNFOU�
"T�PG�%FDFNCFS���
�����
� UIF�QJF�DIBSU�CFMPX�TIPXDBTFT�PVS� UBMFOUT�CZ�EJGGFSFOU�BDBEFNJD�
CBDLHSPVOE�

%FWFMPQNFOU��QSPHSBNT��GPS��FNQMPZFFT
5P�IFMQ�FNQMPZFFT�U�JO�BOE�VOMPDL�UIFJS�NBYJNVN�QPUFOUJBM
�XF�DPOUJOVPVTMZ�JNQSPWF�PVS�USBJOJOH�
TZTUFN��8F�IBWF�CVJMU�B�NVMUJ�MFWFM�USBJOJOH�TZTUFN�UIBU�DPOTJTUT�PG� JOUFSOBM�BOE�FYUFSOBM�USBJOJOH�
DIBOOFMT�GPS�PVS�FNQMPZFFT
�GSPN�FOUSZ�UP�NBOBHFNFOU�MFWFM��
*O�����
�����PG�PVS�FNQMPZFFT�CFOFGJUFE�GSPN�PVS�FNQMPZFF�USBJOJOH�TZTUFN
�XJUI�UPUBM�USBJOJOH�
IPVST�PG���
���
�PS����USBJOJOH�IPVST�QFS�DBQJUB��5IF�USBJOJOH�IPVST�CZ�HFOEFS�PS�FNQMPZFF�UZQF�BSF�BT�
GPMMPXT�

5SBJOJOH���%FWFMPQNFOU
4VQQPSUJOH�PVS�FNQMPZFFT�QSPGFTTJPOBM�EFWFMPQNFOU�JT�B�DPSF�GPDVT�PG�PVS�IVNBO�DBQJUBM�TUSBUFHZ��
8F�IBWF�EFWFMPQFE�EJWFSTJGJFE�USBJOJOH�BOE�EFWFMPQNFOU�QSPHSBNT�UP�IFMQ�PVS�FNQMPZFFT� JO�
CVJMEJOH�UIFJS�LOPXMFEHF
�TLJMMT�BOE�FYQFSJFODF�

*OUFSOBM�USBJOJOH
8F�IBWF�EFWFMPQFE�UIF�&OUFSQSJTF�6OJWFSTJUZ�USBJOJOH�QSPHSBN�GPS�PVS�SJDF�TFFET��5IF�&OUFSQSJTF�
6OJWFSTJUZ�DPOTJTUT�PG�POMJOF�BOE�PJOF�DPVSTFT�PSJFOUFE�GPS�OFX�FNQMPZFF�LOPXMFEHF�FYQBOTJPO
�
QSPGFTTJPOBM�TLJMM�FOIBODFNFOU�BOE�MFBEFSTIJQ�EFWFMPQNFOU�

38
36

Male Female

14

37

41

Senior management Middle management Staff

AVERAGE TRAINING HOURS 
BY GENDER

AVERAGE TRAINING HOURS 
BY EMPLOYEE TYPE

EMPLOYEES QUALIFICATION DISTRIBUTION

2019

%PDUPS���� .BTUFS�����

#BDIFMPS������
$PMMFHF�����

)JHI�TDIPPM�PS�CFMPX�����
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&�MFBSOJOH�QMBUGPSN�
0VS�PXO�POMJOF�MFBSOJOH�QMBUGPSN
�3JDF�4FFET�6OJWFSTJUZ�0O�MJOF
�QSPWJEFT�DPOWFOJFOU�BDDFTT�GPS�
FNQMPZFFT�FOBCMJOH�UIFN�UP�TUVEZ�BOZUJNF�BOE�BOZXIFSF��.PSF�UIBO�����DPVSTFT�BSF�QSPWJEFE�PO�
UIJT�QMBUGPSN��&NQMPZFFT�BSF�FODPVSBHFE�UP�MFBSO�BU�UIFJS�PXO�QBDF�BDDPSEJOH�UP�UIFJS� JOEJWJEVBM�
JOUFSFTUT��

5SBJOJOH�GPS�:PVOH�3JDF�4FFET�
*O�PSEFS�UP�IFMQ�ZPVOH�SJDF�TFFET�RVJDLMZ� GJU� JO
� UIF�TQFDJGJD�QSPHSBN�
5SBJOJOH� GPS� :PVOH�3JDF�4FFET� JT�EFTJHOFE� UP�IFMQ� UIFN�CFUUFS�
VOEFSTUBOE�PVS� DPNQBOZ�QSPGJMF
� PVS�CVTJOFTT�BOE� TFSWJDFT
�PVS�
DPSQPSBUF�DVMUVSF
� UBMFOU�EFWFMPQNFOU
�BOE� JOEVTUSZ� USFOET
�FUD�� *O�
����
�����FNQMPZFFT�QBSUJDJQBUFE�JO�5SBJOJOH�GPS�(SFFO�3JDF�XJUI��
����
USBJOJOH�IPVST�JO�UPUBM��

4QFDJBMJ[FE�$PMMFHFT
8F�BDUJWFMZ�QSPNPUF�QFSGPSNBODF�JNQSPWFNFOU�BOE�CVJME�VQ�FNQMPZFF�
QSPGFTTJPOBM�DBQBDJUJFT�UISPVHI�PVS�&OUFSQSJTF�6OJWFSTJUZ�QSPHSBN�XIJDI�
DPOUBJOT�GPVS�TQFDJBMJ[FE�DPMMFHFT
�OBNFMZ�$PMMFHF�PG�#JH�%BUB
�$PMMFHF�
PG�1SPEVDU
�$PMMFHF�PG�#VTJOFTT�"OBMZTJT
�BOE�$PMMFHF�PG�5FDIOPMPHZ��*O�
����
�UIF�GPVS�DPMMFHFT�PFSFE����DPVSTFT�BOE�IBE�BO�FOSPMMNFOU�PG��
����
FNQMPZFFT�

-FBEFSTIJQ�$PMMFHF
8F�QBZ�DMPTF�BUUFOUJPO�UP�UIF�MFBEFSTIJQ�EFWFMPQNFOU�PG�PVS�NBOBHFSJBM�
TUB��-FBEFSTIJQ�$PMMFHF�JT�TFU�VQ�VOEFS�PVS�&OUFSQSJTF�6OJWFSTJUZ�USBJOJOH�
QSPHSBN�UP�PGGFS�DPNQSFIFOTJWF�BOE�UBJMPSFE�MFBEFSTIJQ�USBJOJOHT�GPS�
TFOJPS�NBOBHFST
�NJEEMF�NBOBHFST
� KVOJPS�NBOBHFST�BOE�TUSBUFHJD�
NBOBHFST�

&YUFSOBM�MFBEFSTIJQ�DPBDI
$VTUPNJ[FE��W��*%1�DPBDIJOH
$VTUPNJ[FE�MFBEFSTIJQ�DPVSTFT���XPSLTIPQT

0OMJOF$&*#4�DMBTTJD�DVSSJDVSVN�
0JOF.BOBHFNFOU�TLJMMT�DPVSTFT

1FSTPOBM�NBOBHFNFOU�
3JDF�4FFET�GPS�FWFSZPOF

$PSO�GPS�NBOBHFS�MFWFM

$FSFBM�HSBJO�GPS�EJSFDUPS�MFWFM 4VHBSDBOF�GPS�71�MFWFM�

LEADERSHIP COLLEGE PROGRAM 

.#"���&.#"������
"$�BTTFTTNFOU�DFOUFS

4FOJPS�NBOBHFNFOU�USBJOFS��7�
1SJWBUF�DPVODJM

&NQPXFS�BMM�
SJDF�TFFET�XJUI�
EBUB�BCJMJUZ
�
DVMUJWBUF�EBUB�
UIJOLJOH

*NQSPWF�UIF�
PWFSBMM�QSPEVDU�
DPODFQU�PG�QSPEVDU�
QFSTPOOFM
�BOE�UIFO�
JNQSPWF�DVTUPNFS�
TBUJTGBDUJPO��

$VMUJWBUF��MFBEJOH�
CVTJOFTT�BOBMZTJT�
FYQFSUT�JO�UIF�JOEVTUSZ�
UP�DPOUJOVPVTMZ�
JNQSPWF�UIF�
DPNQFUJUJWFOFTT�PG�PVS�
DPNBQOZ

%FWFMPQ�CBTJD�
UFDIOPMPHZ�LOPX�
IPX���TPSU�PVU�BOE�
VOJGZ�UIF�JOUFSOBM�
PQFSBUJPO�QSPDFTT���
TUBOEBSET

#JH�%BUB 1SPEVDU #VTJOFTT�"OBMZTJT� 5FDIOPMPHZ

OVER 400 
ONLINE COURSES

Corporate

Business

Management

Law & Policy Leadership

Expertise
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%FWFMPQNFOU�QSPHSBNT�GPS�TUVEFOUT
8F�CFMJFWF�UIBU�ZPVOH�UBMFOUT�DBO�CSJOH�OFX�QFSTQFDUJWFT�BOE�FOFSHZ�UP�VT�BOE�XJMM�TIBQF�UIF�GVUVSF�
PG�PVS�CVTJOFTT��5IVT
�XF�PFS�B�WBSJFUZ�PG�EFWFMPQNFOU�QSPHSBNT�JOUFOEFE�UP�IFMQ�PVS�ZPVOH�UBMFOUT�
HBJO�NPSF�QSPGFTTJPOBM�FYQFSJFODF�BOE�OVSUVSF�UIFJS�JOUFSFTUT��

$BTF��5IF�'PVSUI�.BHJD�.JSSPS�$VQ

0O�+VMZ���
�����
�B�TDJFODF�BOE�UFDIOPMPHZ�SFMBUFE�DPNQFUJUJPO�XJUI�UIF�UIFNF�PG�DBTI�PX�GPSFDBTU�
GPS�*OUFSOFU�OBODJBM�DSFEJU�CVTJOFTT�XBT�KPJOUMZ�TQPOTPSFE�CZ�UIF�4NBSU�'JOBODF�3FTFBSDI�*OTUJUVUF�BOE�
11%"*��
5IF�DPNQFUJUJPO�MBTUFE�GPS�UXP�NPOUIT�BOE�BUUSBDUFE�����UFBNT�BOE�����DPOUFTUBOUT�GSPN�XFMM�LOPXO�
VOJWFSTJUJFT�TVDI�BT�UIF�$IJOFTF�"DBEFNZ�PG�4DJFODFT
�5TJOHIVB�6OJWFSTJUZ
�$PMVNCJB�6OJWFSTJUZ
�FUD��BT�
XFMM�BT�GSPN�GBNPVT�FOUFSQSJTFT�TVDI�BT�"MJCBCB
�5FODFOU
�0SBDMF
�FUD��

$PSQPSBUF�DPMMFHF�$PPQFSBUJPO�QSPHSBN��DPPQFSBUF�XJUI�LFZ�VOJWFSTJUJFT�JO�$IJOB�UP�QSPNPUF�UBMFOU�
EFWFMPQNFOU�BOE�IBWF�IFMQFE�NPSF�UIBO��
����TUVEFOUT�
#BOHCBOHCJOH�QSPHSBN����DPVSTFT
� JODMVEJOH�XPSLQMBDF�FUJRVFUUF
�HFOFSBM�TLJMMT
�DPNQBOZ� MFWFM�
JOEVTUSZ�JOUSPEVDUJPO
�XFSF�EFMJWFSFE�GPS�BMM�UIF�JOUFSOT�JO�UIF���XFFL�#BOHCBOHCJOH�QSPHSBN��
4VNNFS�*OUFSO�QSPHSBN�� *O�PSEFS�UP�IFMQ�HSBEVBUFT� JO������UP�IBWF�B�TNPPUI�USBOTJUJPO�JOUP�UIF�
XPSLQMBDF
����TUVEFOUT�GSPN����VOJWFSTJUJFT�XFSF�SFDSVJUFE�JO�UIF�TVNNFS�JOUFSO�QSPHSBN�PG������

$BTF��$VTUPNJ[FE�MFBEFSTIJQ�USBJOJOH�QSPHSBN

*O�����
�DPPQFSBUJOH�XJUI�%FWFMPQNFOU�%JNFOTJPOT�*OUFSOBUJPOBM
�XF�DVTUPNJ[FE�B�MFBEFSTIJQ�USBJOJOH�
QSPHSBN�GPS�PVS�FNQMPZFFT�����FNQMPZFFT
� JODMVEJOH�GSPOU�MJOF�NBOBHFST
�EJSFDUPST
�FYFDVUJWFT�BOE�
PUIFS�NBOBHFST
�XFSF�FOHBHFE�JO�UIJT�QSPHSBN
�BOE�QBSUJDJQBUFE�JO�WBSJPVT�MFBEFSTIJQ�EFWFMPQNFOU�
QSPKFDUT�TVDI�BT�JOUFSBDUJWF�XPSLTIPQT
�FYFDVUJWF�DPBDIFT
�FUD�

&YUFSOBM�USBJOJOH
#FTJEFT�UIF�XFMM�FTUBCMJTIFE�&OUFSQSJTF�6OJWFSTJUZ� USBJOJOH�QSPHSBN
�XF�BMTP�QSPWJEF�FYUFSOBM�
USBJOJOH�PQQPSUVOJUJFT�GPS�PVS�FNQMPZFFT�UP�GVSUIFS�FYQBOE�UIFJS�IPSJ[POT��*O�����
�XF�GVOEFE�TFWFSBM�
FNQMPZFFT�GPS�DPOUJOVJOH�FEVDBUJPO�GPS�BO�.#"�QSPHSBN��
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)FBMUI���4BGFUZ
8F�IJHIMZ�WBMVF�PDDVQBUJPOBM�IFBMUI�BOE�TBGFUZ
�BOE�TUSJWF�UP�QSPWJEF�B�TBGF�BOE�IFBMUIZ�XPSLQMBDF�
GPS�PVS�FNQMPZFFT��8F�QSPUFDU� UIF�IFBMUI�BOE�TBGFUZ�PG�PVS�FNQMPZFFT�CZ�DBSSZJOH�PVS�TBGFUZ�
FEVDBUJPO
�QSPWJEJOH�PVS�FNQMPZFFT�XJUI�TBGFUZ�CFOFUT�BOE�PDDVQBUJPOBM�IFBMUI�DBSF�NFBTVSFT��
"T�PG�%FDFNCFS���
�����
� UIFSF�IBT�CFFO�[FSP�DBTF�PG�XPSL�SFMBUFE� GBUBMJUZ�BOE�[FSP�DBTF�PG�
PDDVQBUJPOBM�EJTFBTF��5IF�OVNCFS�PG�XPSL�SFMBUFE�JOKVSJFT�SFQPSUFE�XBT����%FUBJMT�XFSF�TVNNBSJ[FE�
BT�GPMMPX�

"OOVBM�QIZTJDBM�FYBNJOBUJPO�GPS�FNQMPZFFT�
"OOVBM�QIZTJDBM�FYBNJOBUJPO� JT�BSSBOHFE� GPS�PVS�FNQMPZFFT� UP�DMPTFMZ�NPOJUPS� UIFJS�IFBMUI�
DPOEJUJPOT��8F�BMTP�JOWJUFE�FYQFSUT�BOE�EPDUPST�UP�HJWF�B�DPNQSFIFOTJWF�FYQMBOBUJPO�BOE�BOTXFS�
UP�PVS�FNQMPZFFT�QIZTJDBM�FYBNJOBUJPO�SFQPSUT
�TP�BT�UP�IFMQ�UIFN�VOEFSTUBOE�UIFJS�PXO�IFBMUI�
DPOEJUJPOT�

$BSF�GPS�FNQMPZFFTNFOUBM�IFBMUI�<&"1>
8F�QBZ�HSFBU�BUUFOUJPO�UP�FNQMPZFFT�NFOUBM�IFBMUI�EFWFMPQNFOU�CFDBVTF�XF�VOEFSTUBOE�UIF�GSPOU�
MJOF�FNQMPZFFT�OFFE�UP�CFBS�NPSF�QSFTTVSF�BU�XPSL��5IF�&"1�DPVOTFMJOH�TUBUJPO�TFSWJDFT�IBWF�CFFO�
PFSFE�UP�PVS�FNQMPZFFT�UP�JNQSPWF�UIFJS�NFOUBM�XFMM�CFJOH��
&"1�DPVOTFMJOH� TUBUJPO�QSPWJEFT�WBSJPVT� TFSWJDFT�QJWPUJOH�BSPVOE�XPSL�QSFTTVSF
� JOUJNBUF�
SFMBUJPOTIJQ
�QBSFOUJOH
�JOUFSQFSTPOBM�SFMBUJPOTIJQ
�QIZTJDBM�IFBMUI��*U�IFMQT�TPMWF�UIF�QSPCMFNT�GPS�
FNQMPZFFT�BOE�UIFJS�MPWFE�POFT�CZ�NFBOT�PG�NFOUBM�IFBMUI�MFDUVSFT
�NFOUBM�IFBMUI�BTTFTTNFOU
�GBDF�
UP�GBDF�QTZDIPMPHJDBM�DPOTVMUBUJPO
��������IPVST�QTZDIPMPHJDBM�TVQQPSU�IPUMJOF
�FUD�
*O�����
�UIF�&"1�DPVOTFMJOH�TUBUJPO�IFME����USBJOJOHT�BOE���BDUJWJUJFT�GPS�PVS�FNQMPZFFT
�BOE�QSPWJEFE�
���FNQMPZFFT�BOE�UIFJS�JNNFEJBUF�SFMBUJWFT�PG�FNQMPZFFT�XJUI�QTZDIPMPHJDBM�DPVOTFMJOH�TFSWJDFT�UP�
BEESFTT�UIFJS�QSPCMFNT
�PG�XIJDI�������XFSF�XPSL�SFMBUFE�JTTVFT�

5SBJOJOH���ESJMM
*O�PSEFS�UP�JNQSPWF�FNQMPZFFT�TBGFUZ�LOPXMFEHF�BOE�BXBSFOFTT
�TBGFUZ�USBJOJOHT�BSF�BSSBOHFE�GSPN�
UJNF�UP�UJNF�BOE�B�SF�ESJMM�JT�SFHVMBSMZ�DPOEVDUFE�PO�B�ZFBSMZ�CBTJT��

���*OKVSZ�SBUF���	5IF�OVNCFS�PG�XPSL�SFMBUFE�JOKVSZ���5IF�OVNCFS�PG�XPSL�SFMBUFE�GBUBMJUJFT�
��
���
������UPUBM�OVNCFS�
PG�IPVST�XPSLFE
���4FWFSJUZ�3BUF���	5IF�BDUVBM�OVNCFS�PG�MPTU�XPSL�EBZT���
���
���
���UPUBM�OVNCFS�PG�IPVST�XPSLFE

5IF�/VNCFS�PG�8PSL�SFMBUFE�'BUBMJUZ
*OEJDBUPS 'FNBMF .BMF 5PUBM

5IF�/VNCFS�PG�0DDVQBUJPOBM�%JTFBTF
5IF�/VNCFS�PG�8PSL�SFMBUFE�*OKVSZ
*OKVSZ�3BUF�

-PTU�XPSLEBZT�	EBZT

4FWFSJUZ�3BUF� 7.64

27

0.85

3 3

0

0

0

0

0

0

0.72

54

13.0 10.53

81

0.78

6
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&OWJSPONFOU�NBUUFST�CFDBVTF�&BSUI�JT�UIF�POMZ�IPNF�UIBU�XF�IBWF��"T�BO�BDUJWF�BEWPDBUF�GPS�FOWJSPONFOUBM�QSPUFDUJPO
�XF�QSPNPUF�HSFFO�PQFSBUJPOT�BOE�JT�DPNNJUUFE�UP�JNQSPWJOH�UIF�TVTUBJOBCJMJUZ�PG�PVS�
CVTJOFTT��8F�TUSJDUMZ�BCJEF�CZ�MBXT�BOE�SFHVMBUJPOT�TVDI�BT�UIF�&OWJSPONFOUBM�1SPUFDUJPO�-BX�PG�UIF�1FPQMFT�3FQVCMJD�PG�$IJOB��8F�BDUJWFMZ�JNQSPWF�UIF�FOWJSPONFOUBM�BXBSFOFTT�PG�BMM�FNQMPZFFT��8F�BMTP�UBLF�
NFBTVSFT�UP�SFEVDF�HSFFOIPVTF�HBT�FNJTTJPOT
�SFEVDF�UIF�XBTUFT
�BOE�TDBMF�EPXO�QPTTJCMF�OFHBUJWF�JNQBDU�PG�PVS�PQFSBUJPO�PO�UIF�TVSSPVOEJOH�FOWJSPONFOU�

Managing Sustainable Business

0VS�JOOPWBUJWF�EJHJUBM�CVTJOFTT�GFBUVSFT�B�MPX�DBSCPO�CVTJOFTT�NPEFM
�XIJDI�SFMJFT�PO�POMJOF�QMBUGPSN�JOTUFBE�PG�CSJDL�BOE�NPSUBS�CSBODIFT�BOE�QBQFS�CBTFE�CVTJOFTT
�FOBCMJOH�VT�TVCTUBOUJBMMZ�SFEVDF�DBSCPO�
GPPUQSJOU�CZ�VUJMJ[JOH�MFTT�SFTPVSDFT�JODMVEJOH�FOFSHZ�BOE�QBQFST��5IF�������OBUVSF�PG�PVS�CVTJOFTT
�TFSWJDFT�BOE�QSPEVDUT�FOTVSF�PVS�DVTUPNFST�DBO�BDDFTT�UP�VT�BOZUJNF�BOE�BOZXIFSF
�XIJDI�BMTP�HSFBUMZ�SFEVDF�
USBWFMJOH�SFMBUFE�DBSCPO�FNJTTJPOT�
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/PUFT�
���5IF�LFZ�QFSGPSNBODF�JOEJDBUPST�BCPWF�SFQSFTFOU�UIF�FOFSHZ�FDJFODZ�PG��'JO7PMVUJPO�(SPVQ�IFBERVBSUFS�PDF�BOE�
JUT�EBUB�DFOUFS�JO�4IBOHIBJ
�UIF�PDF�PG�;IFOH[IPV�1MBUJOVN�;JOD�*OGPSNBUJPO�UFDIOPMPHZ�$P�
�-UE�BOE�UIF�PDF�)FGFJ�
1MBUJOVN�5JO�*OGPSNBUJPO�5FDIOPMPHZ�$P�
�-UE��
���5IF�HSFFOIPVTF�HBT�FNJTTJPOT�PG�UIF�$PNQBOZ�POMZ�JODMVEF�UIF�4DPQF����FOFSHZ�JOEJSFDU�HSFFOIPVTF�HBT�FNJTTJPOT�
	FNJTTJPOT�GSPN�QVSDIBTFE�FMFDUSJDJUZ
�BOE�EP�OPU�JODMVEF�4DPQF����EJSFDU�HSFFOIPVTF�HBT�FNJTTJPOT��(SFFOIPVTF�HBT�
FNJTTJPOT�BSF�QSFTFOUFE�BT�$0��FRVJWBMFOU��5IF�HSFFOIPVTF�HBT�FNJTTJPOT�DBMDVMBUJPO�NFUIPE�BOE�DPOWFSTJPO�GBDUPST�
BSF�CBTFE�PO�UIF�(VJEFMJOFT�GPS�"DDPVOUJOH�BOE�3FQPSUJOH�(SFFOIPVTF�(BT�&NJTTJPOT�GSPN�$IJOB�1VCMJD�#VJMEJOH�
0QFSBUJPO�6OJUT�	&OUFSQSJTFT
�JTTVFE�CZ�UIF�/BUJPOBM�%FWFMPQNFOU�BOE�3FGPSN�$PNNJTTJPO�

KEY PERFORMANCE INDICATORS IN 20191
2

Reducing Our Carbon Footprint

#BTFE�PO�UIF�DIBSBDUFSJTUJDT�PG�PVS�CVTJOFTT
�XF�EP�OPU�HFOFSBUF�B�MBSHF�BNPVOU�PG�DBSCPO�FNJTTJPOT�PS�PUIFS�BJS�FNJTTJPOT��5IF�NBJO�DBSCPO�FNJTTJPOT�DPNF�GSPN�UIF�JOEJSFDU�HSFFOIPVTF�HBT�FNJTTJPOT�GSPN�UIF�
QPXFS�DPOTVNQUJPO�JO�PVS�PDFT�BOE�EBUB�DFOUFS��

0VS�EBUB�SPPN�BEPQUT�UIF�EFTJHO�DPODFQU�PG�TVTUBJOBCMF�EFWFMPQNFOU
�VTFT�B�OVNCFS�PG�HSFFO�UFDIOPMPHJFT�UP�
SFEVDF�UIF�FOFSHZ�DPOTVNQUJPO�BOE�DBSCPO�GPPUQSJOU��'PS�FYBNQMF
�BO�BEWBODFE�DPPMJOH�TZTUFN�JT�FFDUJWFMZ�
DPNCJOFE�XJUI�UIF�BJS�DPOEJUJPOJOH�TZTUFN�UP�TBWF�XBUFS�BOE�FMFDUSJDJUZ��"T�B�SFTVMU
�PVS�EBUB�DFOUFS�16&�
JOEJDBUPS�IBT�SFBDIFE����
�JMMVTUSBUJOH�XF�BSF�B�MFBEJOH�FOFSHZ�FDJFOU�EBUB�DFOUFS�JO�4IBOHIBJ��

4QFDJGZ�UIF�VTF�PG�BJS�DPOEJUJPOFS�
BDDPSE JOH � UP � TQFD J G J D � SPPN�
UFNQFSBUVSF�

&ODPVSBHF� UIF�VTF�PG� UFMFDPOGFSFODF�BOE�
*OUFSOFU�$POGFSFODF�UP� SFEVDF�VOOFDFTTBSZ�
CVTJOFTT�USBWFMMJOH�

%FTJHOBUFE�QFSTPOOFM� UP�DPOEVDU� SFHVMBS�
JOTQFDUJPO
�UVSO�P�UIF�VOOFDFTTBSZ�FMFDUSJDBM�
FRVJQNFOU�JO�UIF�PDF�BSFB�

"EPQ U � F O F SH Z � T B W J O H�
FRVJQNFOU� TVDI� BT� -&%�
MBNQT�JO�UIF�PDF�BSFB�

&ODPVSBHF�FNQMPZFFT�UP�VTF�
QVCMJD�USBOTQPSUBUJPO�

IN ORDER TO IMPROVE ENERGY 
EFFICIENCY AND REDUCE CARBON 
EMISSIONS, WE HAVE TAKEN VARIOUS 
MEASURES

5PUBM�HSFFOIPVTF�HBT�FNJTTJPOT�
	U$0�F


6,586.60

&OFSHZ�DPOTVNQUJPO�JOUFOTJUZ�
	.8I�NJMMJPO�3.#�SFWFOVF


1.57

5PUBM�FOFSHZ�DPOTVNQUJPO
	.8I
�

9,389.41

(SFFOIPVTF�HBT�FNJTTJPOT�JOUFOTJUZ
�	U$0�F��NJMMJPO�3.#�SFWFOVF


1.10
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0VS�PQFSBUJPO�JO�UIF�PDF�BOE�EBUB�DFOUFS�XJMM�DPOTVNF�NVOJDJQBM�XBUFS�BOE�HFOFSBUF�TPNF�OPO�
IB[BSEPVT�XBTUF�� *O�PSEFS�UP�SFEVDF�XBTUF�HFOFSBUJPO�BOE�DPOTFSWF�XBUFS
�XF�IBWF�UBLFO�UIF�
GPMMPXJOH�NFBTVSFT�

1VU�VQ�FOWJSPONFOUBM�BXBSFOFTT�TMPHBOT�BOE�HSFFO�QMBOUT�JO�UIF�PDF�BSFB�UP�JNQSPWF�
UIF�FOWJSPONFOUBM�QSPUFDUJPO�BXBSFOFTT�PG�FNQMPZFFT�
3FHVMBSMZ�NBJOUBJO�UIF�XBUFS�FRVJQNFOU
�TUSFOHUIFO�UIF�SFHVMBS�JOTQFDUJPO
�BOE�QSPIJCJU�
XBUFS�MFBLBHF�
&ODPVSBHF�UIF�EPVCMF�TJEFE�QSJOUJOH�PG�PDF�QBQFS�BOE�UIF�VTF�PG�FMFDUSPOJD�EPDVNFOUT�
UP�USBOTGFS�JOGPSNBUJPO
�TP�BT�UP�SFEVDF�UIF�VTF�PG�QBQFS�
1SPNPUF�XBTUF�DMBTTJGJDBUJPO� JO�UIF�PGGJDF�UP�FOTVSF�XBTUFT�BSF�EJTQPTFE� JO�B�QSPQFS�
NBOOFS�

Reducing Waste & Conserving Water

$BTF��8BTUF�$MBTTJDBUJPO
*O�����
�UP�GVSUIFS�TUBOEBSEJ[F�UIF�$PNQBOZT�XBTUF�DMBTTJDBUJPO�XPSL
�BOE�JNQSPWF�UIF�SFDZDMJOH�SBUF�
PG�HBSCBHF
�XF�JOJUJBUFE�TFWFSBM�XBTUF�DMBTTJDBUJPO�NFBTVSFT�BU�UIF�IFBERVBSUFST��
'PVS� UZQFT�PG� TQFDJBM�HBSCBHF�DBOT
�OBNFMZ
� ESZ�XBTUF
� XFU�XBTUF
� SFDZDMBCMF�XBTUF
�BOE�
IB[BSEPVT�XBTUF
� BSF�BEPQUFE� JO� UIF�PGGJDF�BSFBT� UP�FOIBODF� UIF� JNQMFNFOUBUJPO�PG�XBTUF�
DMBTTJDBUJPO�JOJUJBUJWF��8F�BMTP�QPTUFE�HVJEBODF�MBCFMT�GPS�HBSCBHF�DMBTTJDBUJPO
�BSSBOHFE�DMFBOJOH�
XPSLFST�UP�HVJEF�FNQMPZFFT�BOE�DBSSZ�PVU�OF�DMBTTJDBUJPO�PG�PDF�HBSCBHF
�DPOUJOVPVTMZ�JNQSPWJOH�
UIF�TVSSPVOEJOH�FOWJSPONFOU�BOE�SFEVDJOH�UIF�QPMMVUJPO�HFOFSBUJPO�UP�UIF�FOWJSPONFOU�

/PUFT�
���5IF�LFZ�QFSGPSNBODF�JOEJDBUPST�BCPWF�SFQSFTFOU�UIF�DPOTVNQUJPO�JO�UIF�IFBERVBSUFS�PDF�PG�'JO7PMVUJPO
�UIF�PDF�PG�
;IFOH[IPV����1MBUJOVN�;JOD�*OGPSNBUJPO�UFDIOPMPHZ�$P�
�-UE�BOE�UIF�PDF�PG�)FGFJ�1MBUJOVN�5JO�*OGPSNBUJPO�5FDIOPMPHZ�
$P�
�-UE�

KEY PERFORMANCE INDICATORS IN 20191

5PUBM�QBQFS�DPOTVNQUJPO
	UPOOFT


1.04
*OUFOTJUZ�PG�XBUFS�DPOTVNQUJPO�
	UPOOFT�NJMMJPO�3.#�SFWFOVF


5.13

5PUBM�XBUFS�DPOTVNQUJPO
�	UPOOFT


30,607 *OUFOTJUZ�PG�QBQFS�DPOTVNQUJPO
�	UPOOFT�NJMMJPO�3.#�SFWFOVF


0.00017
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Contribute to Industry 
Development
�
8F�BDUJWFMZ� SFTQPOE�UP� SFMFWBOU�OBUJPOBM� SFHVMBUJPOT�BOE�QPMJDJFT
�BDUJWFMZ�QBSUJDJQBUF� JO� UIF�
QSPGFTTJPOBM�FYDIBOHFT�XJUIJO� JOEVTUSZ
�BOE�QSPNPUF� JOEVTUSZ� TFMG�EJTDJQMJOF
�DPOUJOVPVTMZ�
DPOUSJCVUJOH�WBMVFT�UP�$IJOBT�OBODJBM�JODMVTJPO�TQSFBE�BOE�GBDJMJUBUJOH�UIF�JOEVTUSZ�EFWFMPQNFOU���

7JMMBHF�:PVUI�1SPHSBN
6OEFS�UIF�HVJEBODF�PG�UIF�:PVUI�BOE�4PDJBM�*TTVFT�3FTFBSDI�0DF�PG�UIF�4PDJPMPHZ�3FTFBSDI�*OTUJUVUF�
PG�UIF�$IJOFTF�"DBEFNZ�PG�4PDJBM�4DJFODFT
�'JO7PMVUJPO�(SPVQ	GPSNFSMZ�LOPXO�BT�11%"*
� �BOE�UIF�
4PVUI�8FFLMZ�GPS�UIF�TFDPOE�DPOTFDVUJWF�ZFBS�KPJOUMZ�MBVODIFE�UIF������WJMMBHF�ZPVUI�EFWFMPQNFOU�
TVSWFZ�PG�$IJOBT�TNBMM�UPXOT
�BOE�QVCMJTIFE�UIF������8IJUF�1BQFS�PO�7JMMBHF�:PVUI�%FWFMPQNFOU�
PG�$IJOBT�4NBMM�5PXOT
�QSFTFOUJOH�UIF�DIBOHFT�JO�DPOTVNQUJPO
�WBMVFT
�PVUMPPL�PO�MJGF�BOE�PUIFS�
BTQFDUT��"�UPUBM�PG��
����ZPVUIT�JO�TNBMM�UPXOT�BDSPTT�DIJOB�QBSUJDJQBUFE�UIJT�TVSWFZ�JO�UIF�MBTU�UISFF�
ZFBST��
"DDPSEJOH�UP�UIF�TVSWFZ
�����PG�ZPVOH�QFPQMF�IBWF�NBEF�QMBOT�GPS�UIF�GVUVSF�BOE�TFU�HPBMT�SFMBUFE�UP�
UIFJS�XPSL�GPS�UIF�OFYU�UISFF�ZFBST��.PSF�UIBO�����PG�ZPVOH�QFPQMF�UIJOL�UIBU�UIF�UPQ�UISFF�PCTUBDMFT�
BSF�� JOBEFRVBUF�QFSTPOBM�TLJMMT
� MJNJUFE� GVOET
�BOE�VODFSUBJOUZ�BCPVU� UIF�VOLOPXO�TJUVBUJPO��
"DDPSEJOH�UP�UIF�TVSWFZ
�����PG�ZPVOH�QFPQMF�IBWF�QBSUJDJQBUFE�JO�WBSJPVT�PG�USBJOJOH�BDUJWJUJFT�UP�
JNQSPWF�UIFJS�QFSTPOBM�TLJMMT
�XIJMF�GVOE�QSPCMFN�CFDPNFT�UIF�CJHHFTU� JTTVF�UIBU�IPME�VQ�ZPVOH�
QFPQMF�GSPN�QVSTVJOH�NPSF�FEVDBUJPO�BOE�HBJOJOH�NPSF�PQQPSUVOJUJFT��5IVT
�XF�IBWF�FTUBCMJTIFE�
MPBO�QSPHSBNT�BTTJTUJOH�ZPVOH�QFPQMF�UP�HSPX�BOE�BDIJFWF�TVDDFTT��

1BSUOFS�XJUI�3FHVMBUPSZ�"VUIPSJUJFT
*O�����
�XF�IFME�NPSF�UIBO����TFNJOBST�XJUI�UIF�1FPQMFT�#BOL�PG�
$IJOB
�$IJOB�#BOLJOH�BOE� *OTVSBODF�3FHVMBUPSZ�$PNNJTTJPO
�BOE�
PUIFS�DFOUSBM�BOE� MPDBM� SFHVMBUPSZ�BVUIPSJUJFT��5IF�LFZ�UPQJDT�XFSF�
OBNFMZ�JOUFSOFU�MPBO�PG�DPNNFSDJBM�CBOLT
�EFWFMPQNFOU�PG�'JO5FDI
�
SFWPMVUJPO�PG� JOUFSOFU� GJOBODF
�HMPCBMJ[BUJPO�PG�'JO5FDI�DPNQBOJFT
�
BOE�EFWFMPQNFOU�PG�POMJOF�TNBMM�UJDLFU�TJ[F�MPBOT
�XFSF�CFJOH�EFFQMZ�
EJTDVTTFE� JO�UIFTF�TFNJOBST��%JTDVTTJPOT�XFSF�IFME�PO�UIF�DVSSFOU�
TJUVBUJPO�PG� UIF� JOEVTUSZ
�NBSLFU� USFOE
� SFHVMBUPSZ�QPMJDJFT
�QPMJDZ�
TVHHFTUJPOT
�FUD��#Z�BDUJWFMZ�KPJOJOH�TVDI�TFNJOBS�EJTDVTTJPOT
�XF�IPQF�

UP�EFFQFO�PVS�DPPQFSBUJPO�XJUI�SFHVMBUPSZ�BVUIPSJUJFT�BOE�QSPNPUF�UIF�EFWFMPQNFOU�BOE�JOOPWBUJPO�
PG�'JO5FDI�JOEVTUSZ�
*O�����
�XF�BMTP�XPSLFE�XJUI�UIF�4IBOHIBJ�"OUJ�UFMFDPN�'SBVE�%FQBSUNFOU�PG�UIF�1VCMJD�4FDVSJUZ�
#VSFBV�CZ�QSPWJEJOH�NPSF�UIBO��
����PVUCPVOE�DBMMT�BOE����TVTQFDUFE�GSBVE�DMVFT�UP�DPVOUFS�BHBJOTU�
UFMFDPN�GSBVET��8F�IBWF�BMTP�JEFOUJFE�PWFS�����"11�BOE�QIPOF�GSBVE�DMVFT�BOE�IFMQFE�NPSF�UIBO�
�
����QPUFOUJBM�IJHI�SJTL�VTFST�UP�FFDUJWFMZ�NBJOUBJO�UIF�JOGPSNBUJPO�TFDVSJUZ�PG�VTFST�

$PNNJUUFE�UP�UIF�JEFPMPHZ�PG�OBODF�BU�UIF�DPOWFOJFODF�PG�ZPVS�OHFSUJQT�BOE�FWFSZ�MJUUMF�CJU�PG�GVOET�IFMQT
�XF�XBOU�UP�CF�EFFQMZ�JOWPMWFE�JO�UIF�DPNNVOJUJFT�BOE�JOEVTUSZ�XF�TFSWF��8F�TFFL�UP�QSPWJEF�OBODJBM�
TVQQPSU�UP�NPSF�QFPQMF�BOE�IPQFGVMMZ�FYUFOE�PVS�JOVFODFT�JO�UIF�DPNNVOJUZ�BOE�JOEVTUSZ�JO�B�NPSF�TVTUBJOBCMF�XBZ��
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Serving Communities 
8F�BSF�DPNNJUUFE�UP�NBLJOH�B�EJGGFSFODF�CZ�IFMQJOH�NPSF�QFPQMF�JO�B�TVTUBJOBCMF�XBZ��8F�BMTP�
FODPVSBHF�FNQMPZFFT�UP�BDUJWFMZ�QBSUJDJQBUF� JO�EJGGFSFOU�WPMVOUFFS�BDUJWJUJFT�� *O�����
�XF�IBWF�
EPOBUFE�NBUFSJBMT�BOE�GVOET�FRVJWBMFOU�UP�OFBSMZ�3.#��NJMMJPO�UP�WBSJPVT�DIBSJUBCMF�FWFOUT�

4VQQPSUJOH�UIF�HIU�BHBJOTU�UIF�1BOEFNJD�
"U�UIF�CFHJOOJOH�PG�UIF�PVUCSFBL�PG�$07*%���
�'JO7PMVUJPO�JNNFEJBUFMZ�FTUBCMJTIFE�B�1VCMJD�8FMGBSF�
8PSLJOH�(SPVQ�UP�QBZ�DMPTF�BUUFOUJPO�UP�TPDJBM�OFFET�BOE�NPCJMJ[F�PVS�SFTPVSDFT�UP�TVQQPSU�UIF�HIU�
BHBJOTU�UIF�QBOEFNJD�

$BTI�$POUSJCVUJPO
8F�EPOBUFE�3.#��NJMMJPO�UP�UIF�1VEPOH�(MPSZ�4PDJFUZ�UP�TVQQPSU�UIF�HIU�BHBJOTU�UIF�QBOEFNJD�JO�
'FC��������

8F�PQFOFE� UIF�EPOBUJPO�DIBOOFM� GPS�PVS� SJDF�TFFET� UP�QSPWJEF�
UIFJS�TVQQPSU� UP�8VIBO��"T�PG�'FCSVBSZ��
�����
�B� UPUBM�BNPVOU�PG�
3.#��
����XBT�SBJTFE�GSPN�����SJDF�TFFET
�BOE�GVMMZ�EPOBUFE�UP�8VIBO�
-FJTIFOHTIBO�IPTQJUBM
�SFQSFTFOUJOH�PVS�DPODFSOT�BCPVU�UIF�XFMM�CFJOH�
PG�QFPQMF�JO�8VIBO��

0VS�)3�4DIPPM�PG�&OUFSQSJTF�$PPQFSBUJPO�(SPVQ�IBT�BMXBZT�NBJOUBJOFE�B�HPPE�DPPQFSBUJWF�
SFMBUJPOTIJQ�XJUI�8VIBO�6OJWFSTJUZ�BOE�)VB[IPOH�6OJWFSTJUZ�PG�4DJFODF�BOE�5FDIOPMPHZ�JO�UFSNT�PG�
FNQMPZNFOU�BOE�TDJFOUJD�SFTFBSDI��8F�BMTP�IBWF�NBEF�EPOBUJPOT�PG�3.#���
����UP�UIF�TUVEFOUT�
BOE�UIFJS�GBNJMJFT�BFDUFE�CZ�UIF�QBOEFNJD�JO�UIFTF�UXP�VOJWFSTJUJFT�

*O�LJOE�(JWJOH
5IF� TIPSUBHF�PG�NFEJDBM�EFWJDFT�BOE�NFEJDBM�
TVQQMJFT�IBE�CFFO�B�CJH�DIBMMFOHF�JO�$IJOB�EVSJOH�
UIF�PVUCSFBL�PG�$07*%�����5P�IFMQ�NFEJDBM�TUBGG�
XIPN�XFSF� GJHIUJOH�BHBJOTU�$07*%����BU� GSPOU�
MJOF
� UIF�$PNQBOZ� MBVODIFE� UIF�HMPCBM� TVQQMZ�
BMMPDBUJPO�QMBO
�PQFOJOH�VQ�QSPDVSFNFOU�DIBOOFMT�
JO�*OEPOFTJB
�(FSNBOZ�BOE�4PVUI�,PSFB�SFTQFDUJWFMZ
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Appendix II – Readers 
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