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-RXVSHYGXMSR

;IPGSQI�XS�XLI�9RMZIVWMX]�SJ�%PFIVXEƅW�7IVZMGI�)\GIPPIRGI�8VEMRMRK�4VSKVEQ��7)84
�

;IƅVI�HIPMKLXIH�XLEX�]SY�EVI�LIVI��NSMRMRK�LYRHVIHW�SJ�SXLIV�9SJ%�IQTPS]IIW�EW�[I�[SVO
XS[EVHW�SYV�WLEVIH�YRMZIVWMX]�WIVZMGI�GYPXYVI��8LI�7)84�EMQW�XS�WYTTSVX�WIVZMGI�WXEJJ�ERH
PIEHIVW�EW�XLI]�HIZIPST�XLI�GSVI�GSQTIXIRGMIW�RIIHIH�XS�TVSZMHI�WIVZMGI�EX�E�LMKL�WXERHEVH�
XLIVIF]�WYTTSVXMRK�XLI�9RMZIVWMX]�SJ�%PFIVXEƅW�IQTS[IVIH�ERH�YWIV�JSGYWIH WIVZMGI�GYPXYVI�

8LMW�TVSKVEQ�MW�GSQTSWIH�SJ�ER�MRXVSHYGXSV]�I'PEWW�QSHYPI��XLVII�QSHYPIW�HIPMZIVIH�F]�SYV
JVMIRHW�EX %GEHIQMG�-QTVIWWMSRW��ERH�XLVII�0MZI�%TTPMGEXMSR 7IWWMSRW�XLEX�]SY�[MPP�EXXIRH
JSPPS[MRK�XLI�GSQTPIXMSR�SJ�1SHYPIW�������ERH���

*SV�QSVI�MRJSVQEXMSR�SR�TVSKVEQ�WXVYGXYVI�ERH�VIKMWXIVMRK�JSV�]SYV�0MZI�%TTPMGEXMSR�7IWWMSRW�
ZMWMX�XLI 7)84�I'PEWW�6IWSYVGI�:EYPX��-J�]SY�LEZI ER]�UYIWXMSRW��JIIP�JVII�XS�IQEMP�YW�EX
SVK�PIEVRMRK$YEPFIVXE�GE�

9WMRK�XLMW�0IEVRMRK�.SYVREP
8LMW�0IEVRMRK�.SYVREP�[MPP�KYMHI�]SY�XLVSYKL�1SHYPIW�������ERH���ERH�[MPP�MRGPYHI I\TPSVEXMSR
UYIWXMSRW XS�GSRWMHIV�EW�]SY�[SVO�XLVSYKL�XLI�QEXIVMEP� EGXMZMXMIW�ERH�I\IVGMWIW XS�GSQTPIXI�EW
]SY�[SVO�XLVSYKL�XLI�EW]RGLVSRSYW�ZMHIS�GSRXIRX��E GSRXIRX�VIZMI[ SJ�XLI�IWWIRXMEP�MRJSVQEXMSR
GSZIVIH�MR�XLI�ZMHISW��ERHQSHYPI�VIƼIGXMSR�UYIWXMSRW XS�GSRWMHIV�MR�TVITEVEXMSR�JSV�XLI�0MZI
%TTPMGEXMSR�7IWWMSR�

&IJSVI�FIKMRRMRK�IEGL�QSHYPI��[I�IRGSYVEKI�]SY�XS�VIZMI[�XLIQSHYPI�MRXVSHYGXMSR Ƃ�MRGPYHMRK
XLI�PIEVRMRK�SFNIGXMZIW�ERH I\TPSVEXMSR�UYIWXMSRW Ƃ�OIITMRK�]SYV�VIWTSRWIW�MR�QMRH�EW�]SY
[SVO�XLVSYKL�XLI�QSHYPI��3RGI�]SYƅZI�WXEVXIH�XLI�ZMHISW��FI�WYVI�XS�JSPPS[�EPSRK�MR�XLI WIWWMSR
EGXMZMXMIW WIGXMSR��[VMXI�]SYV�ERW[IVW�XS�XLI�UYIWXMSRW� ERH�GSQTPIXI�EGXMZMXMIW�MR�XLI�WTEGIW
TVSZMHIH��=SYƅPP�WII�HMJJIVIRX�EGXMZMXMIW��MRGPYHMRK�

7IWWMSR�%GXMZMXMIW� %R�STTSVXYRMX]�XS�MQTPIQIRX�XLI GSRXIRX�MR�]SYV�WTIGMƻG
GSRXI\X��8LIWI�QE]�MRGPYHI�UYIWXMSRW�EWOIH�HYVMRK�XLI�ZMHISW�SV�STTSVXYRMXMIW�XS
TEYWI�XLI�ZMHIS�ERH�GSQTPIXI�ER�EGXMZMX]��%GXMZMXMIW�QE]�MRZSPZI�SXLIV�QIQFIVW�SJ
]SYV�XIEQ��ERH�]SY�GER�WOMT�SZIV�XLI�EGXMZMX]�MJ�RIIHIH�EW�PSRK�EW�]SY�VIXYVR�XS�MX�

8EOI�MX�*YVXLIV� 8LIWI�EVI�EHHMXMSREP�STTSVXYRMXMIW XS�ETTP]�XLI�GSRXIRX�XS�]SYV
MRHMZMHYEP�SV�XIEQ�TVEGXMGIW��8LIWI�EVI�KIRIVEPP] RSX VIJIVIRGIH�MR�XLI�ZMHISW�ERH
EVI�WYTTPIQIRXEV]�XS�XLI�GSRXIRX�FYX�EVI�STTSVXYRMXMIW�XS�I\TPSVI�QEXIVMEP�ERH
GSRGITXW�JYVXLIV�

�
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*MREPP]��IEGL�WIGXMSR�GSRGPYHIW�[MXLQSHYPI�VIƼIGXMSR�UYIWXMSRW XLEX�[MPP�LIPT�]SY�TVITEVI�JSV
XLI�HMWGYWWMSRW�EX�XLI�PMZI�ETTPMGEXMSR�WIWWMSRW�ERH EHHMXMSREP�VIWSYVGIW MJ�]SY�[SYPH�PMOI�XS
PIEVR�QSVI�EFSYX�XLI�XSTMGW�HMWGYWWIH�MR�XLI�QSHYPI�

8LMW�PIEVRMRK�NSYVREP�LEW�FIIR�HIZIPSTIH�F]�9%PFIVXE�,YQER�6IWSYVGIW��,IEPXL��7EJIX]��ERH
)RZMVSRQIRX�FEWIH�SR�XLI�EW]RGLVSRSYW�7)84�ZMHISW��-X�EPWS�MRGPYHIW�QEXIVMEP�JVSQ )PIZEXMRK
'YWXSQIV�7IVZMGI�MR�,MKLIV�)HYGEXMSR��%�4VEGXMGEP�+YMHI F]�,IEXL�&SMGI�4EVHII��)QMP]
6MGLEVHWSR��ERH�)MPIIR�7SMWWSR��8LI�FSSO�MW�EZEMPEFPI�JSV�TYVGLEWI�IPIGXVSRMGEPP]�SV�MR�TVMRX�SR
XLI %GEHIQMG�-QTVIWWMSRW�[IFWMXI�

�
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1SHYPI����7IVZMGI

1SHYPI�-RXVSHYGXMSR
8LMW�QSHYPI�HIƻRIW�WIVZMGI�I\GIPPIRGI��GSRWMHIVW�MXW�MQTSVXERGI��SYXPMRIW�MXW�IWWIRXMEP
GSQTSRIRXW�ERH�GYPXYVEP�MQTPMGEXMSRW��ERH�I\TPSVIW�XLI�ORS[PIHKI�ERH�WOMPPW�]SY�RIIH�XS�HS�MX
[IPP��1SHYPI���MW�JSGYWIH�SR�GVIEXMRK�ER�IQTS[IVIH�ERH�YWIV�JSGYWIH�WIVZMGI�GYPXYVI�XLEX�MW
HIWMKRIH�[MXL�GPMIRXW�VEXLIV�XLER�JSV�GPMIRXW�

&]�XLI�IRH�SJ�XLMW�QSHYPI��]SY�[MPP�FI�EFPI�XS�
Ɣ 3YXPMRI�XLI�MQTSVXERGI�SJ�TVSZMHMRK�WIVZMGI�I\GIPPIRGI�EX�XLI�9RMZIVWMX]�SJ�%PFIVXE
Ɣ 7YQQEVM^I�XLI�IWWIRXMEP�IPIQIRXW�SJ�WIVZMGI�I\GIPPIRGI
Ɣ (IƻRI�WIVZMGI�GYPXYVI�ERH�MXW�ETTPMGEXMSR�[MXLMR�LMKLIV�IHYGEXMSR
Ɣ 6IGSKRM^I�XLI�G]GPI�SJ�WIVZMGI�MR�IZIV]�GPMIRX�I\TIVMIRGI
Ɣ -HIRXMJ]�GSQTIXIRGMIW�RIGIWWEV]�JSV�HIPMZIVMRK�I\GIPPIRX�WIVZMGI

)\TPSVEXMSR�5YIWXMSRW
&IJSVI�]SY�FIKMR�1SHYPI����VIZMI[�XLI�UYIWXMSRW�FIPS[�ERH�NSX�HS[R�E�JI[�XLSYKLXW�JSV�IEGL�
/IIT�XLIWI�UYIWXMSRW�MR�QMRH�EW�]SY�[SVO�XLVSYKL�IEGL�WIWWMSR�

�� ;LEX�MW�I\GIPPIRX�WIVZMGI#�;LEX�QMKLX�MX�PSSO�PMOI�MR�]SYV�EVIE#

�� ;L]�MW�MX�IWWIRXMEP�XS�TVSZMHI�I\GIPPIRX�WIVZMGI#�;LEX�EVI�XLI�TSWWMFPI�GSRWIUYIRGIW�SJ
TVSZMHMRK�PIWW�XLER�I\GIPPIRX�WIVZMGI#

�� ;LEX�ORS[PIHKI�ERH�WOMPPW�HS�]SY�RIIH�XS�TVSZMHI�I\GIPPIRX�WIVZMGI#�;LEX�EVIEW�EVI�]SY
EPVIEH]�GSRƻHIRX�MR��ERH�[LEX�EVIEW�[SYPH�]SY�PMOI�XS�MQTVSZI#

�



7IWWMSR����(IƻRMRK�7IVZMGI

7IWWMSR���%GXMZMXMIW

%GXMZMX]����� 8LMROMRK�%FSYX�7IVZMGI
8LMRO�EFSYX�I\GIPPIRX�WIVZMGI�XLEX�]SY�LEZI�VIGIMZIH�ERH�ERW[IV�XLI�JSPPS[MRK
UYIWXMSRW�

�� ;LEX�QEHI�MX�KVIEX#

�� ;LEX�EVI�XLI�OI]�PIWWSRW�JVSQ�XLEX�I\TIVMIRGI#

�� ,S[�QMKLX�XLEX�I\TIVMIRGI�MRJSVQ�XLI�WIVZMGI�XLEX�]SY�TVSZMHI#

�



%GXMZMX]������(IZIPST�E�GPMIRX�TVSƻPI
;VMXI�]SYV�ERW[IVW�MR�XLI�WTEGI�TVSZMHIH�

;LS�EVI�]SYV�GPMIRXW#

*SV�[LEX�WTIGMƻG�WIVZMGIW
HS�]SYV�GPMIRXW�GSQI�XS
]SY#

;L]�HS�]SYV�GPMIRXW�RIIH
]SYV�WIVZMGIW#

;LIR�HS�]SYV�GPMIRXW�RIIH
]SYV�WIVZMGIW#

,S[�QMKLX�]SYV�GPMIRXW
TVIJIV�WIVZMGI�XS�FI
HIPMZIVIH#

,S[�HSIW�XLI�WIVZMGI�]SY
TVSZMHI�ƻX�MRXS�]SYV�GPMIRXW�
I\TIVMIRGI�EX�[MXL�XLI
YRMZIVWMX]#

-R�EHHMXMSR�XS�XLI�WTIGMƻG
WIVZMGIW�SYXPMRIH�EFSZI�
[LEX�HS�]SYV�GPMIRXW
RIIH�I\TIGX�JVSQ�]SY#

�



%GXMZMX]������0IEVRMRK�QSVI�EFSYX�SYV�GPMIRXW
1EOI�E�TPER�JSV�LS[�]SYV�YRMX�GSYPH�PIEVR�QSVI�EFSYX�GPMIRXW�ERH�XLIMV�RIIHW�
8LMW�TPER�GSYPH�EHHVIWW�ER]�UYIWXMSRW�MR�6IƼIGXMSR���XLEX�]SY�GSYPH�RSX�ERW[IV�ERH�ZIVMJ]�SV�GSRƻVQ�ER]
EWWYQTXMSRW�EFSYX�]SYV�GPMIRXW�

(S�]SY�LEZI�ER]�WTIGMƻG
UYIWXMSRW�EFSYX�]SYV
GPMIRXW�ERH�XLIMV�RIIHW#

;LEX�XSSPW��WXVEXIKMIW��SV
SXLIV�WSYVGIW�SJ
MRJSVQEXMSR�GSYPH�]SY�YWI
XS�ƻRH�SYX�QSVI�EFSYX�]SYV
GPMIRXW�ERH�XLIMV�RIIHW#

*SV�I\EQTPI��GPMIRX�WYVZI]W�SV
UYIWXMSRREMVIW��JSGYW�KVSYTW�
TSWX�WIVZMGI�IZEPYEXMSRW�
GSQQSR�GPMIRX�GSQTPEMRXW��*%5W�
IXG�

;LEX�WTIGMƻG�UYIWXMSRW
GSYPH�]SY�EWO�]SYV�GPMIRXW
XS�ƻRH�SYX�QSVI�EFSYX�XLIMV
RIIHW#

;LS�IPWI�QMKLX�]SY�RIIH
XS�GSRWYPX�XS�MQTPIQIRX
XLI�XSSPW�ERH�WXVEXIKMIW
]SY�MHIRXMƻIH#�;LS�[MPP
RIIH�XS�FI�MRZSPZIH�MR�XLI
ETTVSZEP�ERH
MQTPIQIRXEXMSR�TVSGIWW#

%�WEQTPI�GPMIRX�UYIWXMSRREMVI�MW�EZEMPEFPI�MR�XLI %HHMXMSREP�6IWSYVGIW WIGXMSR�JSV�1SHYPI���

�



%GXMZMX]������%YHMXMRK�XLI�ƈ7XEKIƉ
4YX�]SYVWIPJ�ƈMR�XLI�WLSIWƉ�SJ�]SYV�GPMIRXW�ERH�ERW[IV�XLI�JSPPS[MRK�UYIWXMSRW��-J
TSWWMFPI��GSRHYGX�ER�SFWIVZEXMSR�ZMWMX�XS�]SYV�TL]WMGEP�SƽGI�EW�MJ�]SY�[IVI�E�GPMIRX�
RSXMRK�XLI�QIWWEKIW�]SY�VIGIMZI�EW�]SY�IRXIV�XLI�WTEGI�

�� ;LEX�QIWWEKIW�SV�MRJSVQEXMSR�[SYPH�]SY�IRGSYRXIV�FIJSVI�GSRXEGXMRK�XLI�WIVZMGI
TVSZMHIV#�;LEX�MW�XLI�TVSGIWW�JSV�KEXLIVMRK�MRJSVQEXMSR�SV�GSRXEGXMRK�]SYV�WIVZMGI#
'SRWMHIV�MRXIVRIX�WIEVGL�VIWYPXW��[IFWMXI�MRJSVQEXMSR��WSGMEP�QIHME�TSWXW�ERH�IQEMP�QIWWEKIW�

�� -J�GSRHYGXMRK�ER�SFWIVZEXMSR�ZMWMX�MR�TIVWSR��[LEX�QIWWEKIW�[SYPH�]SY�VIGIMZI�EJXIV
IRXIVMRK�XLI�WTEGI�FYX�FIJSVI�VIEGLMRK�XLI�ƻVWX�TSMRX�SJ�GSRXEGX#�;LEX�IPWI�HS�]SY
RSXMGI# 'SRWMHIV�WMKREKI��IEWI�SJ�EGGIWW��[EMXMRK WTEGIW��PE]SYX��IXG�

�� 6EXI�XLI�TL]WMGEP�SV�ZMVXYEP�ƈWXEKIƉ�WIX�JSV�XLI�GPMIRX#
'SRWMHIV�GPEVMX]�ERH�IEWI�SJ�YWI�SJ�ER]�XSSPW�MRXIRHIH�XS�QEREKI�UYIYMRK�SV�MRUYMVMIW�

4SSV � � � � � )\GIPPIRX

�� -R�VIKEVHW�XS�XLI�ƈWXEKIƉ�]SY�WIX�JSV�]SYV�GPMIRXW��[LEX�LEW�FIIR�HSRI�[IPP#

�� -R�VIKEVHW�XS�XLI�ƈWXEKIƉ�]SY�WIX�JSV�]SYV�GPMIRXW��[LEX�RIIHW�XS�FI�MQTVSZIH#

&]�EYHMXMRK�]SYV�ƈWXEKIƉ��M�I��XLI�TL]WMGEP�SV�ZMVXYEP�WTEGIW�XLEX�]SYV�GPMIRX�QE]�ZMWMX�FIJSVI�KIXXMRK�XS�]SY
�
]SY�GER�FIXXIV�YRHIVWXERH�XLI�GLEPPIRKIW�SV�TVIWYQTXMSRW�XLEX�]SYV�GPMIRX�EVVMZIW�[MXL�

��



%GXMZMX]������'SPPIGXMRK�HEXE�XS�IWXEFPMWL�E�WIVZMGI�FEWIPMRI
,S[�[MPP�]SY�ORS[�MJ�]SY�EVI EGLMIZMRK�WIVZMGI�I\GIPPIRGI MR�]SYV�EVIE#�7XEVX�F]
KEXLIVMRK�HEXE�XLEX�[MPP�LIPT�]SY�YRHIVWXERH�XLI�GYVVIRX�WXEXI�SJ�WIVZMGI�MR�]SYV
EVIE��8LIR�GSRHYGX�E�WMQMPEV�VIZMI[�MR�XLI�JYXYVI�XS�WII�[LIVI�]SY�LEZI�QEHI
TVSKVIWW��=SY�GSYPH�YWI��E�GSQFMREXMSR�SJ
�XLI�JSPPS[MRK�XSSPW�

Ɣ %YHMXMRK�]SYV�ƈWXEKI�Ɖ MRGPYHMRK�]SYV�[IF�TVIWIRGI ERH�WIVZMGI�PSGEXMSR���XLI�UYIWXMSRW
MR %GXMZMX]���� ERH�XLI�3FWIVZEXMSR�:MWMX�KYMHI�MR XLI %HHMXMSREP�6IWSYVGIW WIGXMSR EVI
KSSH�TPEGIW�XS�WXEVX�

Ɣ 1ETTMRK�SYX�]SYV�WIVZMGI�TVSGIWW JVSQ�XLI�GPMIRXƅW TSMRX�SJ�ZMI[�
Ɣ 7YVZI]MRK�GPMIRXW FIJSVI�SV�EJXIV�E GPMIRX WIVZMGI MRXIVEGXMSR�
Ɣ -RZMXMRK�E�GSPPIEKYI JVSQ�E�HMJJIVIRX�EVIE�XS�WLEHS[ ]SYV�WIVZMGI�STIVEXMSR�ERH�WLEVI

XLIMV�SFWIVZEXMSRW��WII�WEQTPI�SFWIVZEXMSR�WLIIX�FIPS[
��SV
Ɣ 'SRHYGXMRK�I\MX�MRXIVZMI[W [MXL�GPMIRXW�EX�XLI�IRH SJ�E�WIVZMGI�VIPEXMSRWLMT�

7IPIGX�SRI�XSSP�Ɓ�MHIEPP]�SRI�]SY�HS�RSX�EPVIEH]�YWI�SV�LEZI�RSX�EPVIEH]�HSRI�Ɓ�ERH�XIWX�MX�SYX�
;LEX�HMH�]SY�PIEVR#

7YVZI]W�SV�I\MX�MRXIVZMI[W�HS�RSX�RIIH�XS�FI�PIRKXL]�SV�HSRI�[MXL�IZIV]�GPMIRX��=SY�EVI�PSSOMRK�JSV�JIIHFEGO
XLEX�[MPP�KMZI�]SY�XLI�ƈTYPWIƉ�SJ�XLI�GPMIRX�I\TIVMIRGI��-J�HSRI�VIKYPEVP]��XLIWI�OMRHW�SJ�ƈTYPWIƉ�WYVZI]W�GER
LIPT�]SY�MHIRXMJ]�XVIRHW�ERH�EHNYWX�EGGSVHMRKP]�

��



'SRXIRX�6IZMI[

Ɣ 7IVZMGI�I\GIPPIRGI�ƴ�EP[E]W�JYPƻPPMRK�XLI�GPMIRXƅW�VIUYIWX�

Ɣ 7IVZMGI�I\GIPPIRGI�!�QIIXMRK�ERH�I\GIIHMRK�XLI�GPMIRXƅW�RIIHW�SV�KSMRK�EFSZI�ERH�FI]SRH�XS�ƻRH�E
WSPYXMSR�[MXL�ERH�JSV�]SYV�GPMIRX�

Ɣ 4PEXMRYQ�VYPI���XVIEX�GPMIRXW�EW�XLI]�[SYPH�PMOI�XS�FI�XVIEXIH��2SX�WYVI�LS[#�%WO�
ż )\EQTPI�UYIWXMSRW�

Ŷ ;LEX�EVI�]SY�LSTMRK�XS�EGLMIZI�MR�XLMW�QIIXMRK#
Ŷ ;SYPH�MX�FI�LIPTJYP�MJ�Ə#
Ŷ ,S[�[SYPH�]SY�PMOI�XS�WII�XLMW�VIWSPZIH#

Ɣ )WWIRXMEP�GSQTSRIRXW�SJ�7�)�6�:�-�'�)�

7IX�XLI�WXEKI���'SRHYGX�E�TVI�WIVZMGI�EYHMX�XS��VI
HMWGSZIV XLI�WTEGIW�ERH�MRJSVQEXMSR�XLEX�XLI
GPMIRX�IRGSYRXIVW�FIJSVI�XLI]�IZIV�MRXIVEGX�[MXL�]SY�

)\TPEMR�JSV�YRHIVWXERHMRK���9WI�EGGIWWMFPI�PERKYEKI SV��MJ�RIGIWWEV]��XIEGL�]SYV�GPMIRX�XLI
9RMZIVWMX]��SV�EVIE�WTIGMƻG�PERKYEKI�XLEX�]SY�YWI�

6IWTSRH�ETTVSTVMEXIP]���%WO�UYIWXMSRW�XLEX�LIPT�]SY JYPP]�YRHIVWXERH�XLI�GPMIRXƅW�WMXYEXMSR�ERH
RIIH�W
��&I�JVMIRHP]�ERH�TEXMIRX�EW�]SY�[SVO�XS[EVH�E�VIWSPYXMSR�

:EPYI�IEGL�STTSVXYRMX]���'SRWMHIV�IZIV]�MRXIVEGXMSR ƂRS�QEXXIV�LS[�WQEPP�Ƃ�E�GLERGI�XS
TVSZMHI�I\GIPPIRX�WIVZMGI��-QTVIWW�VITIEX�GPMIRXW�F]�VIQIQFIVMRK�XLIMV�REQIW�

-QTPIQIRXMRK�WXERHEVHW���'SPPIGX�HEXE�XS�IWXEFPMWL E�WIVZMGI�FEWIPMRI�ERH�XLIR�VI�IZEPYEXI�]SYV
WIVZMGI�EX�E�JYXYVI�HEXI�XS�HIXIVQMRI�MJ�]SY�EVI�QIIXMRK�]SYV�WIVZMGI�KSEP�SV�WXERHEVH�

'SQQYRMGEXI�SJXIR���&I�MR�XSYGL�VIKYPEVP]�[MXL�]SYV GPMIRX��WS�XLI]�ORS[�[LEX�MW�KSMRK�SR�ERH
XLEX�]SY�EVI�XLMROMRK�SJ�XLIQ��'SQQYRMGEXI�FEH�RI[W�EW�IEVP]�EW�TSWWMFPI�WS�XLEX�]SY�ERH�]SYV
GPMIRX�LEZI�XMQI�XS�GS�HIZIPST�ER�EPXIVREXI�SV�MRXIVMQ�WSPYXMSR�

)\TIGX�WSQI�YRLETT]�GPMIRXW���*SGYW�SR�VIGSZIV]� ,S[ GER�]SY�WLS[�]SYV�YRLETT] GPMIRX XLEX
XLI]�EVI�WXMPP�E�ZEPYEFPI�QIQFIV�SJ�]SYV�GSQQYRMX]�IZIR�XLSYKL�]SY�HMHRƅX�QIIX�XLIMV�WIVZMGI
I\TIGXEXMSRW#

��



7IWWMSR����'YPXYVI�SJ�7IVZMGI

7IWWMSR���%GXMZMXMIW

%GXMZMX]������']GPI�SJ�7IVZMGI
'SRWMHIV�LS[�[IPP�]SY�YRHIVWXERH�]SYV�GPMIRXƅW�G]GPI�SJ�WIVZMGI�ERH�MXW�ZEVMSYW
XSYGLTSMRXW�

�� ;LEX�X]TMGEP�XSYGLTSMRXW�QMKLX�E�GPMIRX�KS�XLVSYKL�XS�VIEGL�]SY�ERH�]SYV�WIVZMGI�YRMX#

�� ;LEX�XSYGLTSMRXW�QMKLX�]SYV�YRMX�PIEH�XLIQ�XLVSYKL�XS�VIEGL�XLIMV�HIWMVIH�IRHW#�-J
]SYƅVI�RSX�JEQMPMEV�[MXL�XLI�XSYGLTSMRXW��LS[�QMKLX�]SY�ƻRH�SYX#

%GXMZMX]������1SQIRXW�SJ�1EKMG
8LMRO�EFSYX�E�XMQI�[LIR�]SY�GVIEXIH�E�QSQIRX�SJ�QEKMG�JSV�E�GPMIRX�

�� ;LEX�QEHI�XLEX�QSQIRX�I\GITXMSREP#

�� 2S[��WLSYPH�XLEX�QSQIRX�FI�GSRWMHIVIH�I\GITXMSREP#�3V�GSYPH�MX�FI�E�RI[�WXERHEVH�SJ
WIVZMGI#

��



%GXMZMX]������(MWGYWWMSR���1SQIRXW�SJ�QEKMG�SV�RI[�WXERHEVHW#
(MWGYWW�XLI�QSQIRX�SJ�QEKMG�VIƼIGXMSR�EFSZI�[MXL�]SYV�XIEQ�ERH�WYTIVZMWSV�
-RZMXI�]SYV�XIEQ�QIQFIVW�XS�HIWGVMFI�XLI�QSQIRXW�SJ�QEKMG�XLI]�LEZI�GVIEXIH�EW
[IPP�

�� ,S[�GSYPH�XLIWI�QSQIRXW�SJ�QEKMG�MRJSVQ�E�RI[�WXERHEVH�SJ�WIVZMGI#

�� ;LEX�HSIW�I\GIPPIRX�ERH�WYWXEMREFPI�WIVZMGI�PSSO�PMOI�JSV�]SYV�XIEQ#

��



'SRXIRX�6IZMI[

Ɣ 3VKERM^EXMSREP�GYPXYVI� XLI�[E]�ER�SVKERM^EXMSRƅW QIQFIVW�XLMRO��EGX�ERH�YRHIVWXERH�XLI�[SVPH
EVSYRH�XLIQ��'EXLIVMRI�1EXXMW
�

Ɣ ;MXLMR�GYPXYVEP�KVSYTW��QIERMRK�MW�GSRWXERXP]�RIKSXMEXIH�ERH�EGXMSRW�EVI�GSSVHMREXIH�GSRXMRYSYWP]�
;LEX�[I�ZEPYI�ERH�GSRWMHIV�EGGITXEFPI�ERH�LS[�[I�FILEZI�GER�GLERKI��[LMGL�QIERW�[I�GER
HIPMFIVEXIP]�GS�GVIEXI�SYV�SVKERM^EXMSREP�GYPXYVI�

Ɣ 4VMRGMTPIW�SJ�WIVZMGI�GYPXYVI�EX�XLI�9RMZIVWMX]�SJ�%PFIVXE�
ż 9WIV�JSGYWIH��RSX�MR[EVH�PSSOMRK
ż 6IWTIGXIH��RSX�HIQERHIH
ż (IWMKRIH�[MXL��RSX�JSV
ż ;SVOMRK�XSKIXLIV��RSX�MR�WMPSIW
ż )QTS[IVIH�ERH�EGGSYRXEFPI��RSX�TEWWMZI
ż 7XVIEQPMRIH�ERH�WXERHEVHM^IH��RSX�SZIV�IRKMRIIVIH
ż 'SRXMRYSYW�MQTVSZIQIRX��RSX�WXEXMG

Ɣ 7IVZMGI�G]GPI� E�WIUYIRGI�SJ�VITIEXEFPI�IZIRXW�XLEX QEOI�YT�E�GPMIRXƅW�WIVZMGI�I\TIVMIRGI�
FIKMRRMRK�JVSQ�[LIR�XLI]�WIIO�SYX�WIVZMGI�ERH�IRHMRK�[LIR�XLI]�JIIP�XLIMV�RIIH�W
�EVI�QIX��%
WIVZMGI�G]GPI�QE]�MRZSPZI�WIZIVEP�WIVZMGI�TVSZMHIVW�

Ɣ 1SQIRX�SJ�QEKMG� E�TSWMXMZI�ERH�QIQSVEFPI�I\TIVMIRGI JSV�XLI�GPMIRX��YWYEPP]�E�VIWYPX�SJ
I\GIIHMRK�GPMIRX�I\TIGXEXMSRW�

Ɣ 7IVZMGI�I\GIPPIRGI�MW�E�XIEQ�IJJSVX��8V]�XS�
ż PSGEXI�]SYV�WIVZMGI�[MXLMR�]SYV�GPMIRXƅW�WIVZMGI�G]GPI�
ż MHIRXMJ]�PMROEKIW�[MXL�SXLIV�9SJ%�WIVZMGI�TVSZMHIVW��ERH
ż XVIEX�IZIV]SRI�EW�E�TSXIRXMEP�GPMIRX�

Ɣ %�KIRIVEP�KYMHIPMRI�JSV�ETTVSEGLEFMPMX]��;LIR�TEWWMRK�WSQISRI�MR�E�[EPO[E]��KMZI�E�RSR�ZIVFEP
EGORS[PIHKIQIRX��M�I��LIEH�RSH��WQMPI��IXG�
�[LIR�XLI]�EVI����JX��E[E]�JVSQ�]SY�ERH�E�ZIVFEP
EGORS[PIHKIQIRX�[LIR�XLI]�EVI���JX��E[E]�

��



7IWWMSR����-HIRXMJ]MRK�7IVZMGI�'SQTIXIRGMIW

7IWWMSR���%GXMZMXMIW
%GXMZMX]������7IVZMGI�'SQTIXIRGMIW
'SRWMHIV�[LIR�ERH�LS[�]SY�QE]�LEZI�HIQSRWXVEXIH�IEGL�SJ�XLI�ƻZI�KIRIVEP
WIVZMGI�GSQTIXIRGMIW�MR�XLI�TEWX��ERH�NSX�HS[R�WSQI�ERW[IVW�XS�IEGL�SJ�XLI
UYIWXMSRW�� HSRƅX�[SVV]��[IƅPP�HMWGYWW�6SPI�7TIGMƻG ERH�8IGLRMGEP�7OMPPW�EJXIV�

8LMW�VIƼIGXMSR�MW�SRP]�E�KIRIVEP�GSRWMHIVEXMSR�SJ�XLIWI�GSQTIXIRGMIW� %GXMZMX]����7IVZMGI�)\GIPPIRGI
7IPJ�%WWIWWQIRX MW�E�QSVI�JSVQEP�EWWIWWQIRX�SJ�LS[ [IPP�]SY�HIQSRWXVEXI�XLI�WOMPPW�ERH�FILEZMSYVW
VIUYMVIH�SJ�IEGL�GSQTIXIRG]�

�� 4VSFPIQ�WSPZMRK�ERH�MRRSZEXMSR��8LMW�MW�EFSYX�LS[ [IPP�[I�JSVIWII�ERH�QMXMKEXI
TVSFPIQW�ERH�LS[�[IPP�[I�WII�TVSFPIQW�XLVSYKL�VIWSPYXMSR��%WO�]SYVWIPJ�

E
 ,S[�[IPP�HS�-�ERXMGMTEXI�SFWXEGPIW�SV�GLEPPIRKIW�ERH�MHIRXMJ]�STTSVXYRMXMIW�JSV
MQTVSZIQIRX�SV�MRRSZEXMSR�MR�Q]�[SVO#

F
 (S�-�WIIO�XLI�VSSX�GEYWIW�SJ�XLI�TVSFPIQW�-�IRGSYRXIV#
G
 %Q�-�EFPI�XS�HIZMWI�GVIEXMZI�MR�XLI�QSQIRX�WSPYXMSRW�ERH�IRKEKI�Q]�WYTIVZMWSV

MR�QSVI�W]WXIQMG�WSPYXMSRW#

�� 4IVWSREP�IJJIGXMZIRIWW��8LMW�JSGYWIW�SR�WOMPPW�MR WIPJ�QEREKIQIRX�ERH�EGGSYRXEFMPMX]�
%WO�]SYVWIPJ�

E
 ,S[�[IPP�HS�-�EXXIRH�XS�Q]�S[R�RIIHW�ERH�WIX�FSYRHEVMIW#
F
 ,S[�[IPP�HS�-�S[R�XLI�[SVO�-�HS#
G
 (S�-�GSRWMWXIRXP]�JSPPS[�XLVSYKL�SR�GSQQMXQIRXW�QEHI#
H
 (S�-�XEOI�VIWTSRWMFMPMX]�[LIR�-�QEOI�QMWXEOIW�ERH�WIIO�XS�PIEVR�JVSQ�XLIQ#
I
 ,S[�[IPP�HS�-�VIWTIGXJYPP]�LSPH�SXLIVW�XS�EGGSYRX�JSV�XLI�GSQQMXQIRXW�XLI]�LEZI

QEHI#

��



�� 7IVZMGI�SVMIRXEXMSR��8LMW�MW�EFSYX�LS[�[IPP�[I�TVMSVMXM^I�XLI�GPMIRX�W�RIIHW�[LMPI
FEPERGMRK�SVKERM^EXMSREP�TVMSVMXMIW�ERH�GETEGMX]��%WO�]SYVWIPJ�

E
 (S�-�VIKYPEVP]�XV]�XS�YRHIVWXERH�Q]�[SVO�JVSQ�XLI�GPMIRXƅW�TSMRX�SJ�ZMI[#
F
 ,S[�SJXIR�HS�-�WIIO�JIIHFEGO�JVSQ�XLIQ�ERH�LS[�HS�-�MRGSVTSVEXI�XLIMV

JIIHFEGO#
G
 ,S[�[IPP�HS�-�QEREKI�HMƽGYPX�GSRZIVWEXMSRW�SV�WMXYEXMSRW�[MXL�GPMIRXW#
H
 ,S[�GSQJSVXEFPI�HS�-�JIIP�MR�QEOMRK�ETTVSTVMEXI�VIJIVVEPW#

�� ;SVOMRK�[MXL�SXLIVW��;SVOMRK�[MXL�SXLIVW�QIERW�XLEX [I�EVI�EFPI�XS�IJJIGXMZIP]
GSPPEFSVEXI�[MXLMR�SYV�XIEQ�SV�TIVLETW�EGVSWW�XIEQW�ERH�[MXL�SXLIV�WXEOILSPHIVW�XS
EGLMIZI�E�KSEP��%WO�]SYVWIPJ�

E
 ,S[�[IPP�HS�-�HIZIPST�ERH�QEMRXEMR�VETTSVX�[MXL�Q]�GPMIRXW�ERH�XIEQ�QIQFIVW#
F
 ,S[�[IPP�HS�-�WIIO�SYX�GSPPEFSVEXMSR�[LIVI�MX�EHHW�ZEPYI�IMXLIV�MRZMXMRK

WXEOILSPHIVW�MRXS�XLI�[SVO�XLEX�-ƅQ�HSMRK�SV�SJJIVMRK�Q]�I\TIVXMWI��XMQI��ERH
VIWSYVGIW�XS�SXLIVW#

G
 ,S[�[IPP�HS�-�REZMKEXI�XIEQ�H]REQMGW#

�� 4VSGIWW�I\GIPPIRGI��8LMW�MW�EFSYX�XLI�HIZIPSTQIRX ERH�GSRXMRYSYW�MQTVSZIQIRX�SJ
MRWXMXYXMSREP�SV�PSGEP�TVSGIWWIW�WS�XLEX�XLI]�EVI�IƽGMIRX�ERH�QEOI�WIRWI�XS�XLI�GPMIRX
[LS�MW�IRKEKMRK�XLIQ��%WO�]SYVWIPJ�

E
 ,S[�[IPP�HS�-�YRHIVWXERH�MRWXMXYXMSREP�ERH�PSGEP�YRMX�TVSGIWWIW�JVSQ�XLI�GPMIRXƅW
TSMRX�SJ�ZMI[#

F
 ,EZI�-�KMZIR�QYGL�XLSYKLX�XS�LS[�XLI�TVSGIWWIW�XLEX�-�EQ�TEVX�SJ�GSYPH�FI
WMQTPMƻIH�SV�WXVIEQPMRIH#

G
 ;LS�[SYPH�-�RIIH�XS�IRKEKI�MR�HMWGYWWMSR�EFSYX�TVSGIWW�MQTVSZIQIRXW#

��



%GXMZMX]������6SPI�7TIGMƻG�ERH�8IGLRMGEP�7OMPPW
;LEX 6SPI�7TIGMƻG�ERH�8IGLRMGEP�7OMPPW EVI�VIUYMVIH XS�QIIX�ERH�I\GIIH�]SYV
GPMIRXW��RIIHW�ERH�SJJIV�KVIEX�WIVZMGI# 6IQIQFIV�XLEX ]SYV�GPMIRXWƅ�RIIHW�WLSYPH�MRJSVQ�XLI
WIVZMGI�]SY�TVSZMHI��ERH�XLI�WIVZMGI�]SY�TVSZMHI�WLSYPH�MRJSVQ�XLI�WOMPPW�ERH�ORS[PIHKI�]SY�HVE[�SR�SV
HIZIPST�

2S[�GSRWMHIV�LS[�GSRƻHIRX�EVI�]SY�MR�IEGL�SJ�XLIWI�EVIEW�

�� -R�[LMGL�SJ�XLIWI�EVIEW�[SYPH�]SY�GSRWMHIV�]SYVWIPJ�ER�I\TIVX#�,S[�GER�]SY�WLEVI�XLEX
I\TIVXMWI�[MXL�QIQFIVW�SJ�]SYV�XIEQ#

�� -R�[LMGL�EVIEW�HS�]SY�LEZI�VSSQ�XS�KVS[#�;LEX�EGXMSRW�GSYPH�]SY�XEOI�XS�HIZIPST�XLI
WOMPP�JYVXLIV�SV�I\TERH�]SYV�ORS[PIHKI�FEWI#

��



%GXMZMX]������4YXXMRK�MX�EPP�XSKIXLIV
'SRWMHIV�E�GSQQSR�WIVZMGI�MRXIVEGXMSR�XLEX�]SY�VIKYPEVP]�IRGSYRXIV�YWMRK�XLI�WIVZMGI
I\GIPPIRGI�GSQTIXIRGMIW�

;LEX�MW�]SYV�GSQQSR�WIVZMGI�MRXIVEGXMSR#�CCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCC
*SV�I\EQTPI��%�WXYHIRX�LEW�GSQI�XS�XLI�7XYHIRX�7IVZMGIW�'IRXVI�FIGEYWI�XLI]�EVI�RSX�EFPI�XS�VIKMWXIV�JSV�GSYVWIW��;IƅPP
[SVO�XLVSYKL�XLMW�I\EQTPI�JSV�XLI�ƻVWX�GSQTIXIRG]�XS�LIPT�]SY�KIX�WXEVXIH�

4VSFPIQ�7SPZMRK�ERH�-RRSZEXMSR

�� ,S[�MW�XLMW�GSQTIXIRG]�HMWTPE]IH�HYVMRK�XLI�WIVZMGI�MRXIVEGXMSR#
*SV�I\EQTPI��XLIVI�GSYPH�FI�E�ZEVMIX]�SJ�VIEWSRW�XLEX�E�WXYHIRX�GERRSX�VIKMWXIV�JSV�GSYVWIW��WS�]SY�[SYPH�RIIH�XS�HMWTPE]
TVSFPIQ�WSPZMRK�ERH�MRRSZEXMSR XS�MHIRXMJ]�XLI�TSWWMFPI VIEWSR�W
�

�� ,S[�]SY�GSYPH�MQTVSZI�JYXYVI�MRXIVEGXMSRW�F]�JYVXLIV�HIZIPSTMRK�SV�MQTPIQIRXMRK�XLIWI�GSQTIXIRGMIW�
*SV�I\EQTPI��HIZIPSTMRK�]SYV TVSFPIQ�WSPZMRK�ERH�MRRSZEXMSR WOMPPW GSYPH�LIPT�]SY�MHIRXMJ]�XLI�VIEWSR�W
�XLEX E�WXYHIRX�GSYPH
RSX�VIKMWXIV�JSV�GPEWWIW�QSVI�IƽGMIRXP]�

�� ;LEX�EVI�WSQI�SJ�XLI�GSQQSR�TVSFPIQW�]SY�IRGSYRXIV�[LIR�TVSZMHMRK�XLMW�WIVZMGI#
*SV�I\EQTPI��XLI�WXYHIRX�LEW�E�ƻRERGMEP�LSPH�SR�XLIMV�EGGSYRX�ERH�[MPP�RIIH�XS�FI�VIJIVVIH�IPWI[LIVI�XS�VIWSPZI�MX��FYX�XLI]�EVI
[SVVMIH�XLEX�ERSXLIV�WXYHIRX�[MPP�XEOI�XLI�PEWX�VIQEMRMRK�WIEX�MR�XLI�GPEWW�

�� ,S[�HS�]SY�HIXIVQMRI�XLI�ETTVSTVMEXI�WSPYXMSRW�JSV�XLIWI�TVSFPIQW�[LIR�XLI]�EVMWI#
*SV�I\EQTPI��[L]�MW�XLI�WXYHIRX�[SVVMIH�EFSYX�VIKMWXIVMRK�JSV�XLEX�WTIGMƻG�GSYVWI�SV�WIGXMSR#�,S[�GSYPH�]SY�MHIRXMJ]�ERH�EHHVIWW
XLIMV�YRHIVP]MRK�GSRGIVRW#

�� ,S[�QMKLX�]SY�TVIZIRX�XLMW�TVSFPIQ�JVSQ�EVMWMRK�MR�XLI�ƻVWX�TPEGI# 2SXI��MX�QE]�RSX�FI�TSWWMFPI�XS
TVIZIRX�MX�IRXMVIP]�
*SV�I\EQTPI��]SY�PMOIP]�[SYPHRƅX�FI�EFPI�XS�TVIZIRX�XLMW�JVSQ�LETTIRMRK�XS�SXLIV�WXYHIRXW��FYX�[LEX�GSYPH�]SY�XIPP�SV�WLS[�XLI
WXYHIRX�XS�LIPT�XLIQ�YRHIVWXERH�LS[�XS�EZSMH�XLMW�MWWYI�MR�XLI�JYXYVI#

��



4IVWSREP�)JJIGXMZIRIWW

�� ,S[�MW�XLMW�GSQTIXIRG]�HMWTPE]IH�HYVMRK�XLI�WIVZMGI�MRXIVEGXMSR#

�� ,S[�]SY�GSYPH�MQTVSZI�JYXYVI�MRXIVEGXMSRW�F]�JYVXLIV�HIZIPSTMRK�SV�MQTPIQIRXMRK�XLIWI�GSQTIXIRGMIW�

�� ,S[�HS�]SY�QEREKI�XLMW�WIVZMGI�MRXIVEGXMSR�MR�XLI�GSRXI\X�SJ�]SYV�SZIVEPP�[SVOPSEH#�,S[�HS�]SY
MHIRXMJ]�]SYV�TVMSVMXMIW#�;LEX�EVI�]SYV�WXVEXIKMIW�JSV�FEPERGMRK�GSQTIXMRK�TVMSVMXMIW#

�� ;LEX�QMWXEOIW�LEZI�]SY�QEHI�MR�XLI�TEWX�[LIR�MX�GSQIW�XS�HIPMZIVMRK�XLMW�TEVXMGYPEV�WIVZMGI��ERH�LS[
HMH�]SY�PIEVR�JVSQ�MX#�;LEX�HS�]SY�HS�HMJJIVIRXP]�RS[�XLER�[LIR�]SY�ƻVWX�WXEVXIH�HIPMZIVMRK�XLMW�WIVZMGI#

�� (S�]SY�VIKYPEVP]�JSPPS[�XLVSYKL�SR�]SYV�GSQQMXQIRXW�XLEX�EVMWI�JVSQ�HIPMZIVMRK�XLMW�WIVZMGI#�*SV
I\EQTPI��HS�]SY�VIKYPEVP]�JSPPS[�YT�MJ�ETTVSTVMEXI�RIIHIH#

�� ,S[�HS�]SY�WIX�ETTVSTVMEXI�FSYRHEVMIW�[LMPI�HIPMZIVMRK�XLMW�WIVZMGI#

��



7IVZMGI�3VMIRXEXMSR

�� ,S[�MW�XLMW�GSQTIXIRG]�HMWTPE]IH�HYVMRK�XLI�WIVZMGI�MRXIVEGXMSR#

�� ,S[�]SY�GSYPH�MQTVSZI�JYXYVI�MRXIVEGXMSRW�F]�JYVXLIV�HIZIPSTMRK�SV�MQTPIQIRXMRK�XLIWI�GSQTIXIRGMIW�

�� ;LEX�MW�XLI�GPMIRX�JIIPMRK�[LIR�XLI]�GSQI�XS�]SY�JSV�XLMW�TEVXMGYPEV�WIVZMGI#�,S[�HS�]SY�VIWTIGX�ERH
EGGSQQSHEXI�XLSWI�JIIPMRKW#

�� ,S[�HS�]SY�FYMPH�VETTSVX�[MXL�]SYV�GPMIRX�[LIR�HIPMZIVMRK�XLI�WIVZMGI#

�� ,S[�HS�]SY�VIWTSRH�XS�GLEPPIRKMRK�FILEZMSYV�[LIR�HIPMZIVMRK�XLMW�WIVZMGI#

�� ,S[�GER�]SY�FI�TVSEGXMZI�[LIR�HIPMZIVMRK�XLMW�WIVZMGI#�;LEX�EVI�GSQQSR�ƈJSPPS[�YTƉ�MRUYMVMIW�XLEX�]SY
VIGIMZI�JVSQ�XLI�GPMIRX�EJXIV�XLMW�WIVZMGI�MW�HIPMZIVIH�ERH�LS[�GER�XLI]�FI�EHHVIWWIH�MR�XLI�QSQIRX#

��



;SVOMRK�[MXL�3XLIVW

�� ,S[�MW�XLMW�GSQTIXIRG]�HMWTPE]IH�HYVMRK�XLI�WIVZMGI�MRXIVEGXMSR#

�� ,S[�GSYPH�]SY�MQTVSZI�JYXYVI�MRXIVEGXMSRW�F]�JYVXLIV�HIZIPSTMRK�SV�MQTPIQIRXMRK�XLIWI�GSQTIXIRGMIW#

�� ;LS�EVI�XLI�SXLIV�WXEOILSPHIVW�XLEX�RIIH�XS�FI�GSRWYPXIH�[LIR�HIPMZIVMRK�XLMW�WIVZMGI#

�� (S�]SY�LEZI�WXVSRK�VIPEXMSRWLMTW�[MXL�XLIWI�WXEOILSPHIVW�EPVIEH]#�-J�RSX��[LEX�GSYPH�]SY�HS�XS�MQTVSZI
XLIWI�VIPEXMSRWLMTW�ERH�FYMPH�XVYWX#

�� %VI�XLIVI�GSQQSR�VIJIVVEPW�XLEX�SGGYV�[LIR�HIPMZIVMRK�XLMW�WIVZMGI#�,S[�HS�]SY�GSRHYGX�VIJIVVEPW�XS
IRWYVI�E�WQSSXL�LERH�SJJ#

��



4VSGIWW�)\GIPPIRGI

�� ,S[�MW�XLMW�GSQTIXIRG]�HMWTPE]IH�HYVMRK�XLI�WIVZMGI�MRXIVEGXMSR#

�� ,S[�]SY�GSYPH�MQTVSZI�JYXYVI�MRXIVEGXMSRW�F]�JYVXLIV�HIZIPSTMRK�SV�MQTPIQIRXMRK�XLIWI�GSQTIXIRGMIW�

�� -W�XLIVI�ER�IWXEFPMWLIH�ERH�HSGYQIRXIH�TVSGIWW�JSV�XLI�HIPMZIV]�SJ�XLMW�WIVZMGI#

�� %VI�XLIVI�GYVVIRXP]�ER]�TEMR�TSMRXW�MR�HIPMZIVMRK�XLMW�WIVZMGI#

�� ,S[�GSYPH�XLI�HIPMZIV]�SJ�XLMW�WIVZMGI�FI�MQTVSZIH#�,S[�GSYPH�TEMR�TSMRXW�FI�IPMQMREXIH�SV�VIHYGIH#
,S[�GSYPH�MX�FI�QEHI�QSVI�IƽGMIRX#

�� ;LEX�EVI�XLI�VMWOW�MRZSPZIH�MR�HIPMZIVMRK�XLMW�WIVZMGI�ERH�LS[�EVI�XLI]�QMXMKEXIH#

��



6SPI�7TIGMƻG�ERH�8IGLRMGEP�7OMPPW

�� ,S[�MW�XLMW�GSQTIXIRG]�HMWTPE]IH�HYVMRK�XLI�WIVZMGI�MRXIVEGXMSR#

�� ,S[�GSYPH�]SY�MQTVSZI�JYXYVI�MRXIVEGXMSRW�F]�JYVXLIV�HIZIPSTMRK�SV�MQTPIQIRXMRK�XLIWI�GSQTIXIRGMIW#

�� ;LEX�GSQTYXIV�W]WXIQW�ERH�WSJX[EVI�HS�]SY�RIIH�XS�YWI�XS�TVSZMHI�XLMW�WIVZMGI#

�� ;LEX�WTIGMEPM^IH�WOMPPW�SV�ORS[PIHKI�EVI�VIUYMVIH�XS�TVSZMHI�XLMW�WIVZMGI#

�� (S�]SY�JYPP]�YRHIVWXERH�XLI�IRH�XS�IRH�TVSGIHYVI�JSV�TVSZMHMRK�XLMW�WIVZMGI#�-W�ER]XLMRK�YRGPIEV�SV�HS
]SY�LEZI�UYIWXMSRW�EFSYX�ER]�TEVX�SJ�XLI�TVSGIWW#

�� %VI�XLIVI�WTIGMƻG�WOMPPW�SV�ORS[PIHKI�]SY�[SYPH�PMOI�XS�HIZIPST�SV�MQTVSZI�XS�HIPMZIV�XLMW�WIVZMGI#

��



%GXMZMX]������7IVZMGI�)\GIPPIRGI�7IPJ�%WWIWWQIRX
'SQTPIXI�XLI�9RMZIVWMX]�SJ�%PFIVXE�WIVZMGI�I\GIPPIRGI�GSQTIXIRG]�WIPJ�EWWIWWQIRX�
EGGIWWMFPI�JVSQ�XLI 7)84�I'PEWW�6IWSYVGI�:EYPX�

9TSR�GSQTPIXMSR��]SYV�WIPJ�EWWIWWQIRX�VIWYPXW�[MPP�FI�WIRX�XS�]SYV�HMVIGX�WYTIVZMWSV�QEREKIV�
EPSRK�[MXL�VIGSQQIRHEXMSRW�JSV�HMWGYWWMSR�

'SRXIRX�6IZMI[

9�SJ�%�7IVZMGI�)\GIPPIRGI�'SQTIXIRGMIW�

�� 6SPI�7TIGMƻG�ERH�8IGLRMGEP�7OMPPW��XLI�WTIGMEPM^IH ORS[PIHKI��XLISV]��QIXLSHW��ERH�TVEGXMGIW
RIIHIH�XS�GEVV]�SYX�XLI�YRMUYI�[SVO�EWWMKRQIRXW�

�� 7IVZMGI�3VMIRXEXMSR� HIQSRWXVEXIH�XLVSYKL�KIRYMRI EXXIRXMZIRIWW�XS�YRHIVWXERHMRK�ERH�QIIXMRK
GPMIRX�RIIHW�[LMPI�FEPERGMRK�SVKERM^EXMSREP�TVMSVMXMIW�ERH�GETEGMXMIW�

�� 4VSFPIQ�WSPZMRK�ERH�MRRSZEXMSR� MRZSPZIW�ERXMGMTEXMRK STTSVXYRMXMIW�ERH�GLEPPIRKIW��XLMROMRK
GVMXMGEPP]��ERH�XEOMRK�XLI�WXITW�VIUYMVIH�XS�QEOI�KSSH�HIGMWMSRW�ERH�HIZIPST�MQTPIQIRX�MRRSZEXMZI
WSPYXMSRW�

�� 4IVWSREP�IJJIGXMZIRIWW� HIQSRWXVEXIH�XLVSYKL�TSWMXMZI TIVWSREP�WXVEXIKMIW�JSV�LSPHMRK�SRIWIPJ
EGGSYRXEFPI�XS�GSQQMXQIRXW��EGXMSRW��ERH�FILEZMSYVW�ERH�PIEVRMRK�JVSQ�XLIQ��IZIR�HYVMRK
HMƽGYPX�WIVZMGI�MRXIVEGXMSRW�

�� ;SVOMRK�[MXL�SXLIVW� VIUYMVIW�[SVOMRK�MR�E�[E]�XLEX VIƼIGXW�ER�YRHIVWXERHMRK�SJ�XLI
MRXIVHITIRHIRX�ERH�MRXIVGSRRIGXIH�REXYVI�SJ�XLI�SVKERM^EXMSR��8LMW�GSQTIXIRG]�MW�VIƼIGXIH
XLVSYKL�[SVOMRK�SR�ERH�EGVSWW�XIEQW�ERH�[MXL�MRXIVREP�ERH�I\XIVREP�WXEOILSPHIVW�

�� 4VSGIWW�)\GIPPIRGI� MRZSPZIW�XLI�GSRXMRYSYW�MQTVSZIQIRX SJ�LS[�[SVO�MW�HSRI�F]�EPMKRMRK�TISTPI�
XEWOW��TVSGIWWIW��ERH�XIGLRSPSK]�XS�IRLERGI�IƽGMIRG]�ERH�QIIX�XLI�IRH�YWIV�W�VIUYMVIQIRXW�

��

https://eclass.srv.ualberta.ca/course/view.php?id=74585


1SHYPI���'SRGPYWMSR

6IƼIGXMSR�5YIWXMSRW
%W�]SY�[VET�YT�1SHYPI����GSRWMHIV�XLI�JSPPS[MRK�UYIWXMSRW�ERH�NSX�HS[R�E�JI[�VIWTSRWIW�;I
IRGSYVEKI�]SY�XS�FVMRK�XLIWI�XLSYKLXW�XS�XLI�0MZI�%TTPMGEXMSR�7IWWMSR�JSV�1SHYPI���ERH�SV
HMWGYWW�XLIQ�[MXL�]SYV�XIEQ�QEREKIV�

�� ;LEX�MW�]SYV�OI]�XEOIE[E]�JVSQ�XLMW�QSHYPI#�0MWX�����XLMRKW�XLEX�]SY�GER�ETTP]�XS�]SYV
[SVO�MQQIHMEXIP]�

�� (S�]SY�ERXMGMTEXI�ER]�GLEPPIRKIW�[LIR�ETTP]MRK�XLI�QEXIVMEP�JVSQ�XLMW�QSHYPI�XS�]SYV
[SVO#�-J�WS��[LEX�QMKLX�XLI]�FI�ERH�LS[�[SYPH�]SY�QMXMKEXI�XLIQ#

�� (S�]SY�LEZI�ER]�SXLIV�UYIWXMSRW�SV�GSQQIRXW�EFSYX�XLI�QEXIVMEP�GSZIVIH�MR�XLMW�WIGXMSR
XLEX�]SY�[SYPH�PMOI�XS�HMWGYWW�EX�XLI�0MZI�%TTPMGEXMSR�7IWWMSR�JSV�1SHYPI��#

��



1SHYPI����%HHMXMSREP�6IWSYVGIW
1SHYPI���VIWSYVGI�KYMHIW�JSV�WXEJJ�ERH�WYTIVZMWSVW��EZEMPEFPI�JVSQ 7)84�I'PEWW�6IWSYVGI�:EYPX�

9RMZIVWMX]�SJ�%PFIVXE�7IVZMGI�)\GIPPIRGI�'SQTIXIRG]�7IPJ�%WWIWWQIRX��EZEMPEFPI�JVSQ�XLI 7)84
I'PEWW�6IWSYVGI�:EYPX

9RMZIVWMX]�SJ�%PFIVXE�JSV�8SQSVVS[ 3TIVEXMRK�1SHIP

9RMZIVWMX]�SJ�%PFIVXE�JSV�8SQSVVS[ 7IVZMGI�'YPXYVI 4VMRGMTPIW

9RMZIVWMX]�SJ�%PFIVXEƅW &YWMRIWW�4VSGIWW�1ETTMRK GSYVWI
8[S�WIPJ�TEGIH�PIEVRMRK�ZMHISW�EVI�EPWS�EZEMPEFPI�MR�0IEVR'IRXVI�XS�MRXVSHYGI�XLI�TVSKVEQ�ERH�OI]�GSRGITXW��8LI�ZMHISW
EVI�SRP]�E�XIEWIV��FYX�GSRXEMR�FEWMG�MRJSVQEXMSR�SR�&YWMRIWW�4VSGIWW�1ETTMRK��2SXI��]SY�[MPP�RIIH�XS�LEZI�E
0IEVR'IRXVI�EGGSYRX�XS�EGGIWW�XLIWI�ZMHISW�

Ɣ -RXVSHYGXMSR�XS�4VSGIWW�1ETTMRK�1SHYPI����-RXVSHYGXMSR��4%68��

Ɣ -RXVSHYGXMSR�XS�4VSGIWW�1ETTMRK�1SHYPI����-RXVSHYGXMSR��4%68��


��

https://eclass.srv.ualberta.ca/course/view.php?id=74585
https://eclass.srv.ualberta.ca/course/view.php?id=74585
https://eclass.srv.ualberta.ca/course/view.php?id=74585
https://www.ualberta.ca/uofa-tomorrow/operating-model/index.html
https://www.ualberta.ca/uofa-tomorrow/services/service-culture.html
https://www.ualberta.ca/human-resources-health-safety-environment/learning-and-development/workplace-skills-development/business-process-mapping.html
https://ualberta.learn.taleo.net/learn6.asp?id=178409&courseid=93
https://ualberta.learn.taleo.net/learn6.asp?id=178409&courseid=94


6IWSYVGI������7EQTPI�'YWXSQIV�5YIWXMSRREMVI
%HETXIH�JVSQ�)PIZEXMRK�'YWXSQIV�7IVZMGI�MR�,MKLIV�)HYGEXMSR��%�4VEGXMGEP�+YMHI

F]�,IEXL�&SMGI�4EVHII��)QMP]�6MGLEVHWSR��ERH�)MPIIR�7SMWWSR�

=SY�QE]�[ERX�XS�GSRWMHIV�HMWXVMFYXMRK�E�WYVZI]�XS�]SYV�GPMIRXW�XS�YRHIVWXERH�[LEX�MW�MQTSVXERX
XS�XLIQ��8LIWI�XIR�UYIWXMSRW�[SYPH�FI�E�KVIEX�TPEGI�XS�WXEVX�

�� %GGYVEG]�SJ�MRJSVQEXMSR�MW�QSVI�MQTSVXERX�XLER�LS[�JEWX�-�KIX�ER�ERW[IV�SV�VIWTSRWI�

(MWEKVII � � � � � %KVII

�� -�[SYPH�TVIJIV�XS�KIX�MRJSVQEXMSR�
E� -R�TIVWSR
F� :ME�IQEMP
G� :ME�XI\X
H� :ME�TLSRI

�� %�TIVWSREP�GSRRIGXMSR�[MXL�ER�SƽGI�MW�MQTSVXERX�XS�QI�

(MWEKVII � � � � � %KVII

�� -�[SYPH�TVIJIV�XLI�JSPPS[MRK�WIVZMGI�LSYVW��TPIEWI�GMVGPI�EPP�XLEX�ETTP]
�
E� )EVP]�QSVRMRK�FIJSVI������EQ
F� �����EQ�XS������TQ��X]TMGEP�FYWMRIWW�LSYVW

G� �����TQ�XS������TQ

6IQIQFIV��HSRƅX�SJJIV�E�GLSMGI�XLEX�]SYƅVI�RSX�TVITEVIH�XS�SJJIV�

�� ;LIR�-�IQEMP�ER�SƽGI��E�KSSH�VIWTSRWI�XMQI�[SYPH�FI�
E� ��LSYV
F� ����LSYVW
G� ;MXLMR�XLI�WEQI�FYWMRIWW�HE]
H� ;MXLMR����LSYVW
I� ;MXLMR�E�[IIO��M�I���ƻZI�FYWMRIWW�HE]W


�� ;LEX�MW�SRI�WIVZMGI�XLEX�[I�HSRƅX�GYVVIRXP]�TVSZMHI�XLEX�]SY�[MWL�[I�[SYPH#

��



�� ;EW�XLIVI�E�XMQI�[LIR�SYV�HITEVXQIRX�SV�SƽGI�HMHRƅX�QIIX�]SYV�I\TIGXEXMSRW#�;I
[SYPH�PMOI�XS�LIEV�EFSYX�XLEX�I\TIVMIRGI�

�� ,S[�PMOIP]�MW�MX�XLEX�]SY�[SYPH�VIGSQQIRH�SYV�HITEVXQIRX�SƽGI�SV�WIVZMGIW�XS�ERSXLIV
GPMIRX#

9RPMOIP] � � � � � :IV]�0MOIP]

�� ,S[�HMH�]SY�LIEV�EFSYX�SYV�HITEVXQIRX�SV�SƽGI#��4PIEWI�GMVGPI�EPP�XLEX�ETTP]
�
E� ;SVH�SJ�QSYXL
F� 4SWXIV�Ƽ]IV
G� )QEMP
H� 7SGMEP�QIHME�TSWX��8[MXXIV��*EGIFSSO

I� ;IFWMXI
J� 3XLIV��TPIEWI�HIWGVMFI
�

��� ;LEX�IPWI�[SYPH�]SY�PMOI�YW�XS�ORS[#

��



6IWSYVGI������3FWIVZEXMSR�:MWMX�+YMHI
%HETXIH�JVSQ�)PIZEXMRK�'YWXSQIV�7IVZMGI�MR�,MKLIV�)HYGEXMSR��%�4VEGXMGEP�+YMHI

F]�,IEXL�&SMGI�4EVHII��)QMP]�6MGLEVHWSR��ERH�)MPIIR�7SMWWSR�

'SRHYGX�ER�SFWIVZEXMSR�ZMWMX�XS�]SYV�TL]WMGEP�SƽGI�EW�MJ�]SY�[IVI�E�GPMIRX��ERH�ERW[IV�XLI
JSPPS[MRK�UYIWXMSRW�EW�]SY�IRXIV�ERH�QSZI�XLVSYKL�XLI�WTEGI�

�� 9TSR�IRXIVMRK�XLI�SƽGI��XLI�ƻVWX�XLMRK�-�RSXMGIH�[EW�

�� 3RI�EWTIGX�SJ�XLI�SƽGI�XLEX�JEGMPMXEXIW�WIVZMGI�MW�

�� %WTIGXW�SJ�XLI�SƽGI�XLEX�QE]�FI�FEVVMIVW�XS�WIVZMGI�MRGPYHI�
'SRWMHIV�XLI�EGGIWWMFMPMX]�SJ�]SYV�WTEGI�ERH�XLI�TPEGIQIRX�SJ�HIWOW��GSQTYXIV�QSRMXSVW��WLIPZMRK��IXG�

�� 8LI�SƽGI�QEOIW�QI�JIIP�

��



1SHYPI����'SRWMWXIRG]��)ƽGMIRG]��ERH�7XVIWW

1SHYPI�-RXVSHYGXMSR
2S[�XLEX�[IƅZI�HIƻRIH�WIVZMGI�I\GIPPIRGI��SYXPMRIH�SYV�HIWMVIH�WIVZMGI�GYPXYVI��ERH�HMWGYWWIH
WIVZMGI�I\GIPPIRGI�GSQTIXIRGMIW��[I�GER�FYMPH�YTSR�XLEX�JSYRHEXMSR�ERH�WLMJX�XLI�JSGYW�XS
TVEGXMGEP�WXVEXIKMIW�JSV�MQTVSZMRK�WIVZMGI�[SVO�

8LI�GSRXIRX�MR�1SHYPI���MW�IWWIRXMEP�JSV�GVIEXMRK�E�VIWTIGXJYP�ERH�WYTTSVXMZI�WIVZMGI�GYPXYVI�ERH
WMQTPI��WXERHEVHM^IH��ERH�IƽGMIRX�TVSGIWWIW�XLEX�EVI�VIPMEFP]�HIPMZIVIH�ERH�GSRXMRYSYWP]
MQTVSZMRK��;LMPI�EPP�SJ�XLI�WIVZMGI�GSQTIXIRGMIW�EVI�SR�HMWTPE]�[MXL�XLMW�QSHYPI��XLI�TVMQEV]
JSGYW�[MPP�FI�SR�TVSFPIQ�WSPZMRK�ERH�MRRSZEXMSR��TIVWSREP�IJJIGXMZIRIWW��ERH�TVSGIWW
I\GIPPIRGI�

&]�XLI�IRH�SJ�1SHYPI����]SY�[MPP�
Ɣ &I�JEQMPMEV�[MXL�WXVEXIKMIW�XLEX�GER�WYTTSVX�WIVZMGI�GSRWMWXIRG]�EGVSWW�XLI�9RMZIVWMX]�SJ

%PFIVXE�
Ɣ 9RHIVWXERH�LS[�XLI�IJJIGXMZI�ERH�WXVEXIKMG�YWI�SJ�XSSPW�WYGL�EW�*%5W�GER�MQTVSZI

TIVWSREP�ERH�XIEQ�IƽGMIRG]��ERH
Ɣ &I�FIXXIV�IUYMTTIH�XS�QEREKI�ERH�QMXMKEXI�XLI�MQTEGX�SJ�WXVIWW�SR�XIEQW�

)\TPSVEXMSR�5YIWXMSRW
&IJSVI�]SY�FIKMR�1SHYPI����VIZMI[�XLI�UYIWXMSRW�FIPS[�ERH�NSX�HS[R�E�JI[�XLSYKLXW�JSV�IEGL�
/IIT�XLIWI�UYIWXMSRW�MR�QMRH�EW�]SY�[SVO�XLVSYKL�XLI�QSHYPI�

�
 ;L]�EVI�GSRWMWXIRG]�ERH�IƽGMIRG]�MQTSVXERX�[LIR�HIPMZIVMRK ]SYV WIVZMGI#

�
 ;LEX�HSIW�GSRWMWXIRX�ERH�IƽGMIRX�WIVZMGI PSSO PMOI# ,S[�GER�[I�XIPP�[LIR�[I�EVI
HIPMZIVMRK�GSRWMWXIRX�ERH�IƽGMIRX�WIVZMGI#�;LEX�EVI�]SYV�GYVVIRX�TVEGXMGIW�XLEX
GSRXVMFYXI�XS�GSRWMWXIRG]�ERH�IƽGMIRG]�MR�]SYV�[SVO#

�
 ;LEX�WXVIWWIW�]SY�SYX�EX�[SVO�ERH�LS[�HS�]SY�QEREKI�]SYV�WXVIWW#

��



7IWWMSR����7IVZMGI�'SRWMWXIRG]

7IWWMSR���%GXMZMXMIW
%GXMZMX]������'VIEXMRK�'SRWMWXIRG]
1EOI�E�PMWX�SJ�WSQI�SJ�XLI�XLMRKW�]SYƅVI�GYVVIRXP]�HSMRK�XS�GVIEXI�GSRWMWXIRG]�MR�XLI
WIVZMGIW�HIPMZIVIH�F]�]SYV�XIEQ�

=SYV�PMWX�QE]�MRGPYHI�GSQQSRP]�YWIH�WGVMTXW��ETTVSEGLIW�XS�WIVZMGI��SV�[E]W�XLEX�]SY�WLEVI�
HSGYQIRX��ERH�WXSVI�MRJSVQEXMSR�[MXLMR�]SYV�XIEQ�

%GXMZMX]������7XEOILSPHIV�1ETTMRK
;LMGL�YRMXW�VIKYPEVP]�VIJIV�GPMIRXW�XS�]SY#�;LMGL�SXLIV�YRMXW�HS�]SY�VIKYPEVP]�VIJIV
GPMIRXW�XS#

;I�SJXIR�VIJIV�SYV�GPMIRXW�XS ;I�SJXIR�LEZI�GPMIRXW�VIJIVVIH�XS�YW�F]

8LMW�EGXMZMX]�[MPP�LIPT�]SY�XS�
�
 -HIRXMJ]�XLI�YRMXW�]SY�RIIH�XS�OIIT�YTHEXIH�[LIR�XLIVI�EVI�GLERKIW�XS�XLI�WIVZMGIW�]SY�SJJIV��ERH
�
 ,MKLPMKLX�XLI�YRMXW�XLEX�]SY�RIIH�XS�QEMRXEMR�VIPEXMSRWLMTW�[MXL�XS�VIJIV�ERH�EHZMWI�]SYV�GPMIRXW

TVSTIVP]�

��



%GXMZMX]������8LI�*MZI�7XITW�SJ�7IVZMGI
'SRWMHIV�XLI�JSPPS[MRK�UYIWXMSRW�VIKEVHMRK�XLI���7XITW�SJ�7IVZMGI� 8LI���7XITW�SJ
7IVZMGI�EVI�EPWS�SYXPMRIH�MR�XLI 7IWWMSR���'SRXIRX 6IZMI[�

�� ,S[�HSIW�XLI�QSHIP�EPMKR�[MXL�]SYV�GYVVIRX�ETTVSEGL�XS�WIVZMGI#�'ER�]SY�WII�XLI�ƻZI
WXITW�MR�XLI�WIVZMGI�MRXIVEGXMSRW�XLEX�]SY�LEZI#

�� -J�]SYƅZI�MHIRXMƻIH�WSQIXLMRK�XLEX�]SYƅVI�RSX�EPVIEH]�HSMRK��[LEX�EVI�]SY�TSXIRXMEPP]
QMWWMRK�F]�ƈWOMTTMRKƉ�E�WXIT#

�� %VI�XLIVI�WXVEXIKMIW�]SY�YWI�XLEX�EVI�RSX�VIƼIGXIH�MR�XLMW�QSHIP#�;LEX�EVI�XLI]#�;L]�HS
]SY�XLMRO�XLI]�EVI�MQTSVXERX#

%GXMZMX]����� 8LMRO�SJ�E�GSQQSR�WIVZMGI�MRXIVEGXMSR XLEX�]SY�I\TIVMIRGI�MR�]SYV
EVIE��2S[��GSRWMHIV�XLI���7XITW�SJ�7IVZMGI�YWMRK�XLI�UYIWXMSRW�FIPS[�

�� %GORS[PIHKI�XLI�GPMIRX
E� (S�]SY�EP[E]W�EWO�]SYV�GPMIRX�W�REQI#�-QTSVXERXP]��HS�]SY�VIQIQFIV�]SYV�GPMIRXƅW

REQI�FI]SRH�XLI�MRXVSHYGXMSR�ERH�YWI�MX�XLVSYKLSYX�XLI�MRXIVEGXMSR#

��



F� ,S[�HS�]SY�WLS[�XLEX�]SYƅVI�PMWXIRMRK�ERH�KMZMRK�]SYV�GPMIRX�]SYV�JYPP�EXXIRXMSR#

�� 'PEVMJ]�XLI�WMXYEXMSR
E� ;LEX�OMRH�SJ�STIR�IRHIH�UYIWXMSRW�[SYPH�LIPT�]SY�IPMGMX�QSVI�MRJSVQEXMSR�ERH

[LEX�OMRH�SJ�GPSWI�IRHIH�UYIWXMSRW�[MPP�LIPT�]SY�REVVS[�HS[R�XS�XLI�ETTVSTVMEXI
WSPYXMSR#

�� 8EOI�XLI�LIEX
E� ,S[�HS�]SY�ORS[�[LIR�]SY�RIIH�XS�ƈXEOI�XLI�LIEXƉ#�;LEX�HSIW�XLMW�KIRIVEPP]

PSSO�PMOI#�,S[�HSIW�XLMW�GSRZIVWEXMSR�YWYEPP]�KS#

�� 1IIXMRK�ERH�I\GIIHMRK�XLI�RIIH
E� ;LEX�GSYPH�]SY�HS�XS�I\GIIH�E�GPMIRXƅW�I\TIGXEXMSRW�SV�GVIEXI�E�ƈQSQIRX�SJ

QEKMGƉ#

�� 'SRƻVQ�WEXMWJEGXMSR
E� ;LEX�HS�]SY�HS�[LIR�E�GPMIRX�XIPPW�]SY�XLEX�XLI]ƅVI�RSX�WEXMWƻIH#�,S[�QMKLX�]SY

VIWTSRH#

��



%GXMZMX]������7GVMTXMRK
-J�]SYƅVI�EPVIEH]�YWMRK�WGVMTXW��GSRWMHIV�XLI�JSPPS[MRK�UYIWXMSRW�

�� ;LIR�[EW�XLI�PEWX�XMQI�]SYV�WGVMTXW�[IVI�VIZMI[IH#

�� (S�]SY�LEZI�ER�IWXEFPMWLIH�VIZMI[�TVSGIWW#

�� %VI�XLIVI�ER]�GSQQSR�WIVZMGI�MRXIVEGXMSRW�]SY�HSRƅX�EPVIEH]�LEZI�E�WGVMTX�JSV#

�� (S�]SY�LEZI�ER]�TIVWSREP�WGVMTXW�XLEX�]SY�GSYPH�WLEVI�EGVSWW�]SYV�XIEQ#

��



8EOI�MX�*YVXLIV� 6IƼIGXMRK�SR�XLI�QEXIVMEP�GSZIVIH MR�7IWWMSR����7IVZMGI�'SRWMWXIRG]�
QEOI�E�TPER�JSV�MQTPIQIRXMRK SRI XLMRK�]SY�GSYPH�HS XS�MQTVSZI�GSRWMWXIRG]�MR�]SYV
WIVZMGI�

;LEX�MW�SRI�XLMRK�XLEX�]SYV
XIEQ�MW�RSX�EPVIEH]�HSMRK
XLEX�GSYPH�MRGVIEWI�WIVZMGI
GSRWMWXIRG]#

;LEX�MRJSVQEXMSR�HS�]SY
RIIH�XS�KEXLIV�XS
MQTPIQIRX�XLMW#

,S[�HS�]SY�TPER�XS�KEXLIV
XLMW�MRJSVQEXMSR#

*SV�I\EQTPI��[LS�HS�]SY�RIIH�XS
GSRWYPX#�;LEX�VIWSYVGIW�[MPP�]SY
VIJIVIRGI#

;LS�[MPP�RIIH�XS�FI
MRZSPZIH�MR�XLI�ETTVSZEP
ERH�MQTPIQIRXEXMSR
TVSGIWW#

��



'SRXIRX�6IZMI[

7IVZMGI�'SRWMWXIRG]
7IVZMGI�GSRWMWXIRG]�QIERW�

�� (MJJIVIRX�GPMIRXW�[MPP�LEZI�E�WMQMPEV�I\TIVMIRGI�ERH�FI�TVSZMHIH�[MXL�XLI�WEQI�MRJSVQEXMSR�[LIR
EGGIWWMRK�XLI�WEQI�WIVZMGI��VIKEVHPIWW�SJ�XLI�WXEJJ�QIQFIV�LIPTMRK�XLIQ�

�� ;LIR�ETTVSEGLIH�F]�GPMIRXW�SR�XLI�WEQI�MWWYI��HMJJIVIRX�WIVZMGI�YRMXW�[MPP�WMQMPEVP]�EHZMWI�XLI
GPMIRX�SV�VIJIV�ETTVSTVMEXIP]��ERH

�� 'PMIRXW�GER�I\TIGX�XLI�WEQI�PIZIP�SJ�UYEPMX]�EGVSWW�EPP�WIVZMGIW�SR�GEQTYW�

8LI�*MZI�7XITW�SJ�7IVZMGI
�� %GORS[PIHKI�XLI�'PMIRX�

Ɣ +VIIX�]SYV�GPMIRX�[MXL�ETTVSTVMEXI�I]I�GSRXEGX�ERH�TSWMXMZI�FSH]�PERKYEKI��KMZMRK�XLIQ
]SYV�JYPP�EXXIRXMSR�XS�GSRZI]�XLEX�XLI]�EVI�MQTSVXERX�

Ɣ -RXVSHYGI�]SYVWIPJ�ERH�PIEVR�XLIMV�REQI���FI�WYVI�XLEX�]SYƅVI�TVSRSYRGMRK�MX�TVSTIVP]��ERH
YWI�MX�XLVSYKLSYX�XLI�MRXIVEGXMSR�XS�HIZIPST�VETTSVX�ERH�WLS[�XLEX�]SY�EVI�PMWXIRMRK�

�� 'PEVMJ]�XLI�7MXYEXMSR
Ɣ %WO�TVSFMRK�UYIWXMSRW�[MXL�GEVI�ERH�GSRGIVR�XS�YRHIVWXERH�XLI�WIVZMGI�MRUYMV]�JYPP]�
Ɣ 9WI�STIR�IRHIH�UYIWXMSRW�ERH�TLVEWIW�PMOI�ƈXIPP�QI�QSVI�EFSYXƉ�XS�SFXEMR�MRJSVQEXMSR

[MXLSYX�TVIQEXYVIP]�REVVS[MRK�XLI�GSRZIVWEXMSR��8LIWI�GER�FI�LIPTJYP�[LIR�XLI�TVSFPIQ
SV�VIUYIWX�MW�YRGPIEV�

Ɣ 9WI�GPSWI�IRHIH�]IW�SV�RS�UYIWXMSRW�XS�LIPT�]SY�XS�IPMQMREXI�TSWWMFMPMXMIW�ERH�XS�GSRWMHIV
SRP]�XLI�QSWX�ETTVSTVMEXI�WSPYXMSRW�

�� 8EOI�XLI�,�)�%�8�
ż 8LMW�QSHIP�MW�YWIH�XS�QEREKI�HMƽGYPX�GSRZIVWEXMSRW��7II�FIPS[�JSV�QSVI�MRJSVQEXMSR�

�� 1IIX�ERH�)\GIIH�XLI�2IIH
ż 9WI�]SYV�GVIEXMZMX]�XS�KS�EFSZI�ERH�FI]SRH�XLI�WIVZMGI�MRXIVEGXMSR�
ż %WO�]SYVWIPJ��ƈLS[�GER�-�QEOI�XLMW�GPMIRX�JIIP�ZEPYIH�MR�E�[E]�XLEX�MW�YRMUYI�XS�XLIQ#Ɖ
ż 9XMPM^I�XLI�MRJSVQEXMSR�PIEVRIH�XLVSYKLSYX�XLI�GSRZIVWEXMSR�XS�TVSZMHI�SYXWXERHMRK�WIVZMGI

ERH�GVIEXI�E�QIQSVEFPI�I\TIVMIRGI�

�� 'SRƻVQ�7EXMWJEGXMSR
ż %WO�XLI�GPMIRX�MJ�XLIVI�EVI�SYXWXERHMRK�MWWYIW�XLI]�WXMPP�RIIH�LIPT�[MXL��JSV�I\EQTPI��MW�XLIVI

ER]XLMRK�]SY�RIIH�XS�I\TPEMR�EKEMR#�(SIW�XLI�TVSTSWIH�WSPYXMSR�QEOI�WIRWI�XS�XLIQ#
ż -J�XLIVI�MW�RSXLMRK�IPWI�XS�EHHVIWW��EWO�XLI�GPMIRX�UYIWXMSRW�XLEX�KIRIVEXI�JIIHFEGO�EFSYX

XLIMV�I\TIVMIRGI��*SV�I\EQTPI��UYIWXMSRW�PMOI�ƈ[EW�IZIV]XLMRK�GPIEV#Ɖ��ƈLEZI�]SYV�GSRGIVRW
FIIR�VIWSPZIH#Ɖ�SV�ƈMW�XLIVI�ER]XLMRK�[I�GSYPH�LEZI�HSRI�FIXXIV#Ɖ

��



ż -J�RIGIWWEV]��GPEVMJ]�XLIMV�JIIHFEGO�ERH�XLERO�XLIQ�JSV�SJJIVMRK�MX�
ż ;VET�YT�XLI�GSRZIVWEXMSR�F]�WYQQEVM^MRK�[LEX�LEW�FIIR�EGGSQTPMWLIH��ERH�TVSZMHI�]SYV

REQI�MR�GEWI�XLI]�RIIH�ER]XLMRK�MR�XLI�JYXYVI�

8EOMRK�XLI�,�)�%�8�
,IEV���0MWXIR�XS�XLI�GPMIRX�WS�]SY�GER�YRHIVWXERH [L]�XLI]�EVI�YTWIX��HMWETTSMRXIH��SV
YRWEXMWƻIH��3RGI�XLI]�LEZI�ƻRMWLIH�WLEVMRK��TEVETLVEWI�[LEX�]SY�LEZI�LIEVH�ERH�EWO�XLIQ�MJ
]SY�GSVVIGXP]�YRHIVWXERH�XLI�WMXYEXMSR�

)QTEXLM^I���9WI�GEVI�ERH�GSQTEWWMSR�XS�VIWTSRH�XS [LEX�]SY�LEZI�LIEVH��=SYƅVI�RSX�XV]MRK�XS
WSPZI�XLI�TVSFPIQ�]IX��ERH�]SY�QMKLX�IZIR�HMWEKVII�[MXL�XLIMV�EWWIWWQIRX�SJ�XLI�WMXYEXMSR�

%TSPSKM^I�ERH %WO���%TSPSKM^I�WMRGIVIP]��RSX�RIGIWWEVMP] JSV�XLI�TSPMG]�SV�XLI�VIEPMX]�SJ�XLI
WMXYEXMSR��FYX�JSV�XLI�WXEXI�XLEX�XLI�TIVWSR�MW�MR��8LIR�EWO�XLI�GPMIRX�LS[�]SY�GER�QEOI�XLI
WMXYEXMSR�VMKLX�

8EOI�%GXMSR���3[R�XLI�TVSFPIQ�YRXMP�MX�MW�WSPZIH�ERH EZSMH�XVERWJIVVMRK�MX�XS�WSQISRI�IPWI��8LI
KSEP�MW�XS�QEOI�XLI�WMXYEXMSR�VMKLX�

7GVMTXMRK
Ɣ 7GVMTXMRK�GER�IRWYVI�KVIEXIV�GSRWMWXIRG]�MR�XLI�HIPMZIV]�SJ�WIVZMGIW�ERH�GER�FI�YWIH�JSV

XIPITLSRI��IQEMP��SV�MR�TIVWSR�MRXIVEGXMSRW�
Ɣ 7GVMTXW�QE]�FI�EW�WMQTPI�EW�[LEX�XS�WE]�[LIR�ERW[IVMRK�XLI�TLSRI�SV�GSQTPI\�IRSYKL�XS

SYXPMRI�WTIGMƻG�UYIWXMSRW�XS�EWO�GPMIRXW�HYVMRK�E�WIVZMGI�MRXIVEGXMSR��JSPPS[IH�F]�ZEVMSYW
ERW[IVW��GSRXMRKIRX�SR�XLI�GPMIRXƅW�VIWTSRWIW�

Ɣ 7GVMTXW�QYWX�FI�OITX�YT�XS�HEXI��ERH�ETTVSTVMEXI�WXEOILSPHIVW�WLSYPH�FI�GSRWYPXIH�[LIR�WGVMTXW
EVI�FIMRK�GVIEXIH�XS�IRWYVI�XLI�EGGYVEG]�SJ�MRJSVQEXMSR�

��



7IWWMSR����7IVZMGI�)ƽGMIRG]

7IWWMSR���%GXMZMXMIW
%GXMZMX]������7EXMWJEGXMSR�[MXL�)ƽGMIRG]
8LMRO�SJ�E�XMQI�[LIR�]SY�VIGIMZIH�IƽGMIRX�WIVZMGI�FYX�[IVIRƅX�WEXMWƻIH��;LEX�[EW
XLI�MWWYI#�,S[�HMH�XLI�MRXIVEGXMSR�QEOI�]SY�JIIP#

%GXMZMX]������(MWRI]�ERH�)ƽGMIRG]
;LIR�;EPX�(MWRI]�STIRIH�(MWRI]PERH�MR�'EPMJSVRME��LI�IWXEFPMWLIH�JSYV�ZEPYIW�JSV
WIVZMGI��IƽGMIRG]��GSYVXIW]��WEJIX]��ERH�WLS[���9WMRK�XLI�WTEGI�TVSZMHIH��MRHMGEXI
LS[�]SY�XLMRO�;EPX�(MWRI]�VEROIH�XLIMV�MQTSVXERGI��ERH�XLIR�XLI�SVHIV�XLEX�]SY
[SYPH�VERO�XLIQ�

:EPYI (MWRI]ƅW�6ERO =SYV�6ERO

)ƽGMIRG]

'SYVXIW]

7EJIX]

7LS[

%GXMZMX]������'VIEXMRK�1SVI�)ƽGMIRX�4VSGIWWIW
8EOI�E�QSQIRX�XS�GSRWMHIV�E�TVSGIWW�SV�WIVZMGI�XLEX�GSYPH�FI�QSVI�IƽGMIRX�MR�]SYV
[SVO�ERH�GSRWMHIV�XLI�JSPPS[MRK�UYIWXMSRW�

�� ;LEX�MW�XLI�TVSGIWW#

��



�� ;LEX�WTIGMƻG�TEVX�W
�SJ�XLI�TVSGIWW�GSYPH�FI�QSVI�IƽGMIRX#

�� ;LEX�[SYPH�RIIH�XS�GLERKI�XS�QEOI�XLMW�TVSGIWW�SV�WIVZMGI�QSVI�IƽGMIRX#�-W
XIGLRSPSK]�RIIHIH�XS�QEOI�XLMW�TVSGIWW�SV�WIVZMGI�QSVI�IƽGMIRX#

�� ;LS�[SYPH�RIIH�XS�FI�GSRWYPXIH�XS�QEOI�XLIWI�GLERKIW#

�� ;LEX�EVI�XLI�VMWOW�SJ�QEOMRK�XLMW�TVSGIWW�SV�WIVZMGI�QSVI�IƽGMIRX#�,S[�GSYPH�XLI]�FI
QEREKIH�SV�EZSMHIH#�;LEX�EVI�XLI�VMWOW�SJ�PIEZMRK�XLI�TVSGIWW�EW�MX�MW#

�� -J�XLI�TVSGIWW�SV�WIVZMGI�MW�GPMIRX�JEGMRK��LS[�GER�]SY�IRWYVI�XLEX�]SY�QEMRXEMR�E
TIVWSREP�GSRRIGXMSR�[MXL�XLI�GPMIRX#

�� ;LEX�EVI�XLI�FIRIƻXW�XS�XLI�GPMIRXW#�;LEX�EVI�XLI�FIRIƻXW�XS�]SY��XLI�WIVZMGI�TVSZMHIV#

��



'SRXIRX�6IZMI[

7IVZMGI�)ƽGMIRG]
)ƽGMIRG]�QIERW�

Ɣ 4VSZMHMRK�XLI�YWIV�[MXL�WIVZMGI�XLEX�VIUYMVIW�XLI�PIEWX�IJJSVX�SR�FSXL�WMHIW
Ɣ &EPERGMRK�WTIIH�ERH�IJJIGXMZIRIWW�[MXL�E�JSGYW�SR�XLI�GPMIRX�I\TIVMIRGI
Ɣ ;SVOMRK�WQEVXIV��RSX�LEVHIV

'VIEXMRK�ERH�YXMPM^MRK�IƽGMIRX�WXVEXIKMIW�
Ɣ 1EOIW�YW�QSVI�TVSHYGXMZI�
Ɣ ,IPTW�YW�WXVIEQPMRI�TVSGIWWIW�
Ɣ 6IHYGIW�ƈVIH�XETIƉ�
Ɣ %PPS[W�YW�XS�WIVZI�E�KVIEXIV�RYQFIV�SJ�GPMIRXW�
Ɣ 6IWYPXW�MR�WLSVXIV�[EMX�XMQIW�JSV�GPMIRXW��ERH
Ɣ -RGVIEWIW�XLI�EQSYRX�SJ�[SVO�XLEX�GER�FI�GSQTPIXIH�

(S[RWMHIW�SJ�I\GIWWMZI�IƽGMIRG]�
Ɣ 7IVZMGI�TVSZMHIVW�JIIP�VYWLIH�
Ɣ 'PMIRXW�JIIP�VYWLIH�
Ɣ -RGVIEWIH�XMQI�TVIWWYVI�SR�WIVZMGI�TVSZMHIVW�
Ɣ (IGVIEWIH�UYEPMX]�SJ�[SVO��SV�ER�MRGVIEWI�MR�QMWXEOIW��ERH
Ɣ 'PMIRXW�GER�JIIP�PMOI�E�XVERWEGXMSR�

;LEX�HS�XLI�I\TIVXW�WE]�EFSYX�WIVZMGI�IƽGMIRG]#
Ɣ 'PMIRXW�HSRƅX�EP[E]W�[ERX�XLI�JEWXIWX�WIVZMGI�Ƃ�XLI]�[ERX�EXXIRXMZI�WIVZMGI
Ɣ ;LIR�[I�TVMSVMXM^I�XLI�JEWXIWX��RSX�XLI�QSWX�XLSYKLXJYP��WSPYXMSR��GPMIRXW�GER�JIIP�XLEX�XLI]�EVIRƅX

FIMRK�LIEVH�SV�YRHIVWXSSH�

6IQIQFIV� )ƽGMIRX�WIVZMGI�MW�RSX�RIGIWWEVMP]�FEH WIVZMGI��FYX�I\GIPPIRX�WIVZMGI�MW�RSX�EP[E]W�EFSYX
HSMRK�XLMRKW�EW�UYMGOP]�EW�TSWWMFPI��;I�QYWX�JSGYW�SR�SYV�GPMIRXW�ERH�PSSO�JSV�ETTVSTVMEXI�XMQIW�ERH
TPEGIW�XS�FI�IƽGMIRX��JSV�I\EQTPI�

Ɣ 1EREKMRK�UYIYIW
Ɣ 1EOMRK�ETTSMRXQIRXW
Ɣ 8VMEKMRK�MRUYMVMIW

��



7XVEXIKMIW�8S�&I�1SVI�)ƽGMIRX
*VIUYIRXP]�%WOIH�5YIWXMSRW�(SGYQIRXW��*%5W


Ɣ 7LSYPH�LEZI�GPMIRX�HVMZIR�GSRXIRX��[LEX�EVI�XLI�UYIWXMSRW�XLEX�XLI]�EVI�GSRWMWXIRXP]�EWOMRK#
Ɣ 7LSYPH�FI�EGGIWWMFPI�F]�]SYV�GPMIRXW��%VI�XLI]�SR�XLI�[IFWMXI#�'SYPH�XLI�PMRO�FI�TVSZMHIH�MR�]SYV

IQEMP�WMKREXYVI�SV�ZSMGIQEMP�QIWWEKI#�'ER�]SY�WIX�ER�EYXSQEXIH�VIWTSRWI�SR�]SYV�IQEMP�[MXL
XLI�PMRO#

Ɣ 7LSYPH�FI�YTHEXIH�VIKYPEVP]
Ɣ 7LSYPH�FI�IEWMP]�REZMKEXIH�ERH�GEXIKSVM^IH�F]�XSTMG

;EVQ�VIJIVVEPW�GER�LIPT�VIHYGI�XLI�RYQFIV�SJ�XSYGLTSMRXW�XLEX�E�GPMIRX�LEW�ERH�EZSMH�XLI�ƈ9RMZIVWMX]
7LYƾIƉ�SV�ƈ8LI�6YREVSYRH�Ɖ�8LI�TVSGIWW�JSV�GSRHYGXMRK�E�[EVQ�VIJIVVEP�MW�EW�JSPPS[W�

�� )\TPEMR�XLI�;L]��[L]�HS�]SY�RIIH�XS�XVERWJIV�XLI�GPMIRX
�� 4VSZMHI�GSRXEGX�MRJSVQEXMSR� ]SYV�REQI�ERH�TLSRI�RYQFIV� EW�[IPP�EW�XLI�REQI�ERH�TLSRI

RYQFIV�SJ�XLI�TIVWSR�]SYƅVI�GSRRIGXMRK�XLIQ�XS��MR�GEWI�XLI]�KIX�HMWGSRRIGXIH�
�� %WO�TIVQMWWMSR� EWO�JSV�TIVQMWWMSR�XS�QEOI�XLI�XVERWJIV ERH�EPPS[�XLI�GPMIRX�E�GLERGI�XS�EWO

ER]�PEWX�UYIWXMSRW��4PEGI�XLI�GPMIRX�SR�LSPH�
�� 4VSZMHI�MRJSVQEXMSR� 7LEVI�XLI�MRJSVQEXMSR�ERH�HIXEMPW KEXLIVIH�[MXL�XLI�WIVZMGI�TVSZMHIV

EGGITXMRK�XLI�XVERWJIV��)RWYVI�XLI]�YRHIVWXERH�XLI�WMXYEXMSR�
�� 1EOI�XLI�MRXVSHYGXMSR� -J�TSWWMFPI��VIXYVR�XS�XLI GEPPIV�ERH�MRXVSHYGI�XLIQ�XS�XLI�WIVZMGI

TVSZMHIV�
�� 'SQTPIXI�XLI�XVERWJIV

3XLIV�XSSPW�JSV�MRGVIEWMRK�IƽGMIRG]�MRGPYHI
Ɣ 7SGMEP�QIHME
Ɣ 3RPMRI�XMGOIXMRK�W]WXIQW
Ɣ 3RPMRI�UYIYMRK�W]WXIQW
Ɣ 'LEXFSXW
Ɣ %RH�QSVI�

��



7IWWMSR����1EREKMRK�8IEQ�7XVIWW

7IWWMSR���%GXMZMXMIW

%GXMZMX]������'SQQSR�7XVIWWSVW
4PIEWI�[SVO�XLVSYKL�XLI�UYIWXMSRW�FIPS[�EW�]SY�VIZMI[�XLI 'SQQSR�7XVIWWSVW
ZMHIS�

�� 1EOI�E�PMWX�SJ�]SYV�GSQQSR�WXVIWWSVW�MR�XLI�[SVOTPEGI�
�� %JXIV�]SYƅZI�GSQTPIXIH�]SYV�PMWX��GSQTEVI�MX�XS�XLI�PMWX�MR�XLI 'SQQSR�7XVIWWSVW ZMHIS

�XLMW�PMWX�EPWS�ETTIEVW�MR�XLI 7IWWMSR���'SRXIRX�6IZMI[
 ERH�EHH�ER]�XLEX�ETTP]�XS�]SY�
�� 4YX�ER�<�RI\X�XS�XLI�WXVIWWSVW�SZIV�[LMGL�]SY�LEZI�E�PIZIP�SJ�GSRXVSP�
�� 2I\X�XS�XLI�WXVIWWSV��[VMXI�EX�PIEWX�SRI�EGXMSR�XLEX�]SY�GSYPH�XEOI��FMK�SV�WQEPP��JSV�IEGL

SJ�XLI�WXVIWWSVW�]SY�LEZI�GSRXVSP�SZIV�

=SYV�'SQQSR�7XVIWWSVW 'SRXVSP# 4SWWMFPI�%GXMSR

��



8EOI�MX�*YVXLIV��*VSRXPMRI�7XEJJ�7YVZI]
-J�]SY�EVI�MR�E�JVSRXPMRI�WIVZMGI�VSPI��GSQTPIXI�XLI�JSPPS[MRK�WYVZI]�ERH�VIƼIGX�SR�XLI
GLEPPIRKIW�]SY�I\TIVMIRGI�MR�]SYV�TSWMXMSR�ERH�TSXIRXMEP�[E]W�XS�EHHVIWW�XLI
GLEPPIRKI�SV�EWO�JSV�WYTTSVX�JVSQ�]SYV�QEREKIV�SV�WYTIVZMWSV�

-J�]SY�EVI�MR�E�WYTIVZMWSV]�SV�QEREKIVMEP�TSWMXMSR��GSRWMHIV�HMWXVMFYXMRK�XLI�WYVZI]��SV
WSQIXLMRK�WMQMPEV��JSV�ER�ERSR]QSYW�VIWTSRWI�JVSQ�]SYV�XIEQ�QIQFIVW�

�� ;LEX�HS�]SY�TIVGIMZI�XS�FI�XLI�QSWX�WMKRMƻGERX�GLEPPIRKIW�MR�]SYV�GYVVIRX�TSWMXMSR#
'MVGPI�EPP�XLEX�ETTP]�

E� 7YƽGMIRX�XVEMRMRK�XS�HS�Q]�NSF
F� 4L]WMGEP�SƽGI�IRZMVSRQIRX
G� 1EREKMRK�HMƽGYPX�GPMIRX�FILEZMSYV�MR�TIVWSR
H� 1EREKMRK�HMƽGYPX�GPMIRX�FILEZMSYV�SZIV�XLI�TLSRI�IQEMP
I� 1MGVS�QEREKMRK�WYTIVZMWMSR
J� 0MXXPI�HMVIGXMSR�JIIHFEGO
K� 1EREKMRK�Q]�S[R�JIEV�SV�IQSXMSRW
L� (MƽGYPX�SV�YRGSQJSVXEFPI�SƽGI�IRZMVSRQIRX

�� ;LEX�GSYPH�]SYV�GYVVIRX�WYTIVZMWSV�HS�XS�SJJIV�QSVI�WYTTSVX#�'MVGPI�EPP�XLEX�ETTP]�
E� 3JJIV�QSVI�JVIUYIRX�JIIHFEGO
F� 3JJIV�PIWW�JIIHFEGO
G� &EGO�QI�YT
H� 2SXLMRK
I� 3XLIV��[VMXI�]SYV�ERW[IV
�

�� -R�[LEX�EVIEW�HS�]SY�JIIP�]SY�RIIH�SV�[ERX�EHHMXMSREP�XVEMRMRK#
E� 8IGLRSPSK]
F� &YHKIXMRK
G� 0IKEP�MWWYIW
H� 8MQI�QEREKIQIRX
I� 1IRXEP�LIEPXL�ERH�EZEMPEFPI�WYTTSVXMRK
J� (IEPMRK�[MXL�HMƽGYPX�GPMIRXW
K� :IVFEP�GSQQYRMGEXMSR
L� ;VMXXIR�GSQQYRMGEXMSR
M� 'EPIRHEV�WGLIHYPMRK
N� 7YTTSVX�LIPTMRK�WOMPPW

��



�� ;LEX�MW�XLI�TEVX�SJ�]SYV�NSF�XLEX�]SY�IRNS]�QSWX#�'MVGPI�EPP�XLEX�ETTP]�
E� ;SVOMRK�[MXL�GPMIRXW
F� 4VSFPIQ�WSPZMRK
G� 7GLIHYPMRK�ETTSMRXQIRXW
H� ,SYVW�WGLIHYPI
I� -RXIVEGXMSR�GSPPEFSVEXMSR�[MXL�SXLIV�HITEVXQIRXW
J� 8]TI�SJ�[SVO
K� 3XLIV��[VMXI�]SYV�ERW[IV
�

�� ;LEX�MW�SRI�EWTIGX�SJ�]SYV�GYVVIRX�NSF�HIWGVMTXMSR�XLEX�]SY�JIIP�MW�MRGSVVIGX�SV�HSIW�RSX
ƻX�]SYV�TSWMXMSR#

8LMW�WYVZI]�LEW�FIIR�EHETXIH�JVSQ )PIZEXMRK�'YWXSQIV 7IVZMGI�MR�,MKLIV�)HYGEXMSR��%�4VEGXMGEP�+YMHI F] ,IEXL
&SMGI�4EVHII��)QMP]�6MGLEVHWSR��ERH�)MPIIR�7SMWWSR�

��



'SRXIRX�6IZMI[

7YTTSVXMRK�'PMIRX�*EGMRK�7XEJJ
&IGEYWI�GPMIRX�JEGMRK�WXEJJ�EVI�SR�XLI�JVSRXPMRI�ERH�MR�I\XIRWMZI�GSRXEGX�[MXL�GPMIRXW��XLI]�GER
I\TIVMIRGI�E�ZEVMIX]�SJ�YRMUYI�WXVIWWSVW��MRGPYHMRK�

Ɣ 2EZMKEXMRK�GLEPPIRKMRK�ERH�GSQTPI\�WMXYEXMSRW�
Ɣ 6IGIMZI�GSQTPEMRXW�
Ɣ 1EREKMRK�MRXIRWI�GPMIRX�IQSXMSRW�
Ɣ (MJJYWMRK�GSRƼMGX�
Ɣ &IMRK�TVMZ]�XS�PEVKI�EQSYRXW�SJ�WIRWMXMZI�MRJSVQEXMSR��ERH
Ɣ %GXMRK�EW�XLI�ƈJEGIƉ�SJ�XLI�YRMX�SV�XLI�MRWXMXYXMSR�ERH�FIMRK�ƈSRƉ�EPP�HE]�

;LEX�EVI�WSQI�[E]W�XLEX�QEREKIVW�ERH�WYTIVZMWSVW�GER�WYTTSVX�GPMIRX�JEGMRK�WXEJJ#
Ɣ 8VYWX�WXEJJ�ERH�FEGO�XLIQ�YT
Ɣ 7LSYPHIV�XLI�FYVHIR
Ɣ 7LEVI�I\TIGXEXMSRW�[MXL�XLIQ
Ɣ +MZI�XLIQ�E�FVIEO
Ɣ 1EMRXEMR�STIR�GSQQYRMGEXMSR
Ɣ 'SRWMHIV�XLI�TL]WMGEP�IRZMVSRQIRX

'SQQSR�7XVIWWSVW
8LI�QSWX�GSQQSR�[SVOTPEGI�WXVIWWSVW�

�� ;SVOPSEH
�� *IIPMRK�YRHIVZEPYIH
�� 1EREKMRK�HIEHPMRIW
�� 2EXYVI�SJ�]SYV�WTIGMƻG�NSF
�� 8EOMRK�SR�GS�[SVOIVWƅ�VIWTSRWMFMPMXMIW
�� (MWMRXIVIWX�MR�GYVVIRX�TSWMXMSR
�� 'LERKI
�� 0SRK�LSYVW
�� 4L]WMGEP�IRZMVSRQIRX
��� 8S\MG�[SVOTPEGI

��



1SHYPI���'SRGPYWMSR

6IƼIGXMSR�5YIWXMSRW
%W�]SY�[VET�YT�1SHYPI����GSRWMHIV�XLI�JSPPS[MRK�UYIWXMSRW�ERH�NSX�HS[R�E�JI[�VIWTSRWIW��;I
IRGSYVEKI�]SY�XS�FVMRK�XLIWI�XLSYKLXW�XS�XLI�0MZI�%TTPMGEXMSR�7IWWMSR�JSV�1SHYPI���ERH�SV
HMWGYWW�XLIQ�[MXL�]SYV�XIEQ�QEREKIV�

�� ;LEX�MW�]SYV�OI]�XEOIE[E]�JVSQ�XLMW�QSHYPI#�0MWX�����XLMRKW�XLEX�]SY�GER�ETTP]�XS�]SYV
[SVO�MQQIHMEXIP]�

�� (S�]SY�ERXMGMTEXI�ER]�GLEPPIRKIW�[LIR�ETTP]MRK�XLI�QEXIVMEP�JVSQ�XLMW�QSHYPI�XS�]SYV
[SVO#�-J�WS��[LEX�QMKLX�XLI]�FI��ERH�LS[�[SYPH�]SY�QMXMKEXI�XLIQ#

�� (S�]SY�LEZI�ER]�SXLIV�UYIWXMSRW�SV�GSQQIRXW�EFSYX�XLI�QEXIVMEP�GSZIVIH�MR�XLMW�WIGXMSR
XLEX�]SY�[SYPH�PMOI�XS�HMWGYWW�EX�XLI�0MZI�%TTPMGEXMSR�7IWWMSR�JSV�1SHYPI��#

��



1SHYPI����%HHMXMSREP�6IWSYVGIW

4S[IVJYP�4LVEWIW�JSV�)JJIGXMZI�'YWXSQIV�7IVZMGI�F]�6IRII�)ZIRWSR

1SHYPI���VIWSYVGI�KYMHIW�JSV�WXEJJ�ERH�WYTIVZMWSVW��EZEMPEFPI�JVSQ 7)84�I'PEWW�6IWSYVGI�:EYPX�

9RMZIVWMX]�SJ�%PFIVXEƅW &YWMRIWW�4VSGIWW�1ETTMRK GSYVWI

9RMZIVWMX]�SJ�%PFIVXE ,IEPXL�ERH�;IPPFIMRK�6IWSYVGIW JSV�)QTPS]IIW

9RMZIVWMX]�SJ�%PFIVXE ;SVOTPEGI�7OMPPW [SVOWLSTW

9RMZIVWMX]�SJ�%PFIVXE�,IEPXL�ERH�;IPPRIWW�7IVZMGIW
Ɣ )QTPS]II�*EQMP]�%WWMWXERGI�4VSKVEQ��)*%4

Ɣ ,IPTMRK�-RHMZMHYEPW�EX�6MWO��,-%6

Ɣ 3ƽGI�SJ�7EJI�(MWGPSWYVI�ERH�,YQER�6MKLXW
Ɣ 9RMZIVWMX]�,IEPXL�'IRXVI
Ɣ 'SQQYRMX]�,IPTIVW�4VSKVEQ

��

https://eclass.srv.ualberta.ca/course/view.php?id=74585
https://www.ualberta.ca/human-resources-health-safety-environment/learning-and-development/workplace-skills-development/business-process-mapping.html
https://www.ualberta.ca/human-resources-health-safety-environment/health-and-well-being/index.html
https://www.ualberta.ca/human-resources-health-safety-environment/learning-and-development/workplace-skills-development/index.html
https://www.ualberta.ca/human-resources-health-safety-environment/health-and-well-being/employee-and-family-assistance-program/index.html
https://www.ualberta.ca/provost/portfolio/helping-individuals-at-risk-program/index.html
https://www.ualberta.ca/provost/portfolio/office-of-safe-disclosure-human-rights.html
https://www.ualberta.ca/services/health-centre/index.html
https://www.ualberta.ca/current-students/wellness-supports/mh-skills/community-helpers.html


SCRIPTING ACTIVITY 

Why Use Scripting?

6FULSWLQJ� KHOSV� HQVXUH� WKH� TXDOLW\�� FRQVLVWHQF\�� DQG� HɝFLHQF\� RI� \RXU�
customer support. It can also help decrease your liability, build brand 
DZDUHQHVV��RU�EH�XVHG�WR�SURPRWH�QHZ�VHUYLFH�R΍HULQJV��

%XW��ZKLOH�VFULSWLQJ�FDQ�EH�DQ�LQFUHGLEO\�SRZHUIXO�WRRO��LW�KDV�WKH�SRWHQWLDO�
to lead to employees sounding robotic or inauthentic. That’s where good 
VFULSWV��JRRG�WUDLQLQJ��DQG�SOHQW\�RI�VXSSRUW�FRPH�LQ�KDQG\�

2YHU� WKH� IROORZLQJ� IHZ� SDJHV�� \RXȇOO� EH� ZDONHG� WKURXJK� D� KDQGIXO� RI�
H[FHUFLVHV�WR�KHOS�\RX�EHJLQ�GHYHORSLQJ�\RXU�RZQ�VFULSWV� IRU�SKRQH�DQG�
HPDLO�FRQYHUVDWLRQV��DV�ZHOO�DV�WLSV�IRU�GHYHORSLQJ�PHDQLQJIXO�)$4V��

Customer Service for Higher Education 

6SHFLDO�WKDQNV�WR�(LOHHQ�'��6RLVVRQ�IRU�VXSSO\LQJ�WKH�FRQWHQW�IRU�WKLV�UHVRXUFH�
Executive Director of Training, Development, and Service Excellence | Costal Carolina University

Phone Scripting
1. Greetings

7LSV�IRU�VFULSWLQJ�JUHHWLQJV�
1. 6WDUW�R΍�VWURQJ�E\�XVLQJ�DQ�XSEHDW�RSHQLQJ�WR�VHW�SRVLWLYH�WRQH�
2. 7KDQN�WKH�FXVWRPHU�IRU�FDOOLQJ��FRPPXQLFDWH�DQ�DSSUHFLDWLRQ�IRU�WKHP�FDOOLQJ�<28�
3. 3HUVRQDOL]H�WKH�FRQYHUVDWLRQ�DQG�FUHDWH�DFFRXQWDELOLW\�E\�LGHQWLI\LQJ�ZKR�\RX�DUH�
4. $VN�WKH�FXVWRPHU�KRZ�WKH\�FDQ�EH�KHOSHG��DQG�GR�VR�ZLWK�D�JHQXLQH�WRQH�DQG�GHOLYHU\�

6DPSOH�*UHHWLQJV�
Ȋ7KDQN�\RX�IRU�FDOOLQJ��;<=�&ROOHJH���WKLV�LV��(LOHHQ��ZLWK��&DUHHU�6HUYLFHV���+RZ�PD\�Ζ�KHOS�\RX�WRGD\"ȋ

Ȋ*RRG��0RUQLQJ�DIWHUQRRQ�HYHQLQJ���WKLV�LV�&DUD�ZLWK�368ȇV�$OXPQL�&KDSWHU�LQ��5DOHLJK���KRZ�PD\�Ζ�KHOS�\RX�WRGD\"ȋ

ACTIVITY: Create a sample script for a phone and an in-person greeting that would work for your department or area. 

2.  Appologies 

7LSV�IRU�VFULSWLQJ�DSSRORJLHV�
1. Apologies must be sincere
2. ([SODLQ�ZKDW�KDSSHQHG�DQG�:+<
3. $FNQRZOHGJH�WKH�FXVWRPHUȇV�SDLQ�RU�LQFRQYHQLHQFH
4. 8VH�HPSDWK\�VWDWHPHQWV
5. ([SODLQ�WKH�IXWXUH�VWHSV
6. Provide legitimate assurances

6DPSOH�$SSRORJ\�
ȊΖ�KHDU� WKDW�\RX�DUH�XSVHW�DQG�\RXU� IUXVWUDWLRQ�FRPHV� IURP�QRW� UHFHLYLQJ�D� FDOO�EDFN�ZLWK� WKH� LQIRUPDWLRQ�DERXW�
JUDGXDWLRQ��Ζ�VLQFHUHO\�DSRORJL]H�IRU�WKDW�RYHUVLJKW�DQG�ZDQW�WR�EH�VXUH�\RX�JHW�WKH�LQIRUPDWLRQ�\RX�QHHG�ULJKW�QRZ��
/HW�PH�NQRZ�ZKDW�\RX�QHHG�WR�NQRZ�DQG�Ζ�ZLOO�GR�P\�YHU\�EHVW�WR�JHW�\RX�WKH�LQIRUPDWLRQ�\RX�QHHG�ULJKW�DZD\�ȋ

ȊΖ�DSRORJL]H�IRU�WKH�KROG��ZH�ZHUH�VSHDNLQJ�ZLWK�RXU�VXSHUYLVRU�WR�EH�VXUH�ZH�KDG�WKH�FRUUHFW�LQIRUPDWLRQ�IRU�\RXU�
XQLTXH�VLWXDWLRQ�ȋ�

ACTIVITY: Create a sample phone and an in-person appology that would work for your department or area. 

1. 
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6&5Ζ37Ζ1*�$&7Ζ9Ζ7Ζ(6�
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Phone Scripting Continued
3.  Closings 

7LSV�IRU�VFULSWLQJ�FORVLQJV�
1. Recap what was accomplished
2. ([SODLQ�ZKDW�KDSSHQV�QH[W
3. $VN�LI�DQ\WKLQJ�VWLOO�QHHGHG�EHIRUH�HQGLQJ�WKH�FDOO
4. ([WHQG�SHUVRQDO�WKDQN�\RX�XVLQJ�FDOOHUȇV�QDPH
5. ΖQYLWH�WKH�FDOOHU�WR�JHW�LQ�WRXFK�ZLWK�IXWXUH�QHHGV
6. (QG�ZLWK�FRXUWHRXV�SKUDVH

6DPSOH�&ORVLQJ�
ȊΖV�WKHUH�DQ\WKLQJ�HOVH�Ζ�FDQ�DVVLVW�\RX�ZLWK�WRGD\�QRZ�WKDW�ZH�KDYH�DGGUHVVHG�\RXU�LQLWLDO�FRQFHUQ"�1R����WKDQN�\RX�VR�
PXFK�IRU�FDOOLQJ�&DUHHU�6HUYLFHV�DQG�DJDLQ��P\�QDPH�LV�5REHUW�VKRXOG�\RX�QHHG�DQ\WKLQJ�LQ�WKH�IXWXUH��+DYH�D�QLFH�GD\ȋ

ȊΖW�KDV�EHHQ�D�SOHDVXUH�VSHDNLQJ�ZLWK�\RX��WDNH�FDUH�DQG�EH�VXUH�WR�YLVLW�FDPSXV�VRRQ�ȋ

ACTIVITY: Create a sample phone and an in-person closing that would work for your department or area. 

���7UDQVIHUV

7LSV�IRU�VFULSWLQJ�WUDQVIHUV�
1. ([SODLQ�ZK\�\RX�QHHG�WR�WUDQVIHU�WKH�FDOOHU
2. 3URYLGH�\RXU�LQIRUPDWLRQ
3. $VN�SHUPLVVLRQ�IRU�KROG�WUDQVIHU��ZDLW�IRU�DQVZHU
4. 3DVV�RQ�QDPH��VLWXDWLRQ�DQG�FRQYHUVDWLRQ�WR�WKH�WUDQVIHU
5. 0DNH�LQWURGXFWLRQ
6. &RPSOHWH�WUDQVIHU

6DPSOH�7UDQVIHU�
ȊΖ�ZRXOG�EH�KDSS\� WR� WUDQVIHU� \RX� WR� �6DOO\�� LQ� �&DUHHU�6HUYLFHV��� WKH� UHDVRQ� Ζ� DP�VHQGLQJ�\RX� VSHFLȴFDOO\� WR� �6DOO\��
LV�EHFDXVH��VKH�RYHUVHHV�DOO� WKH� LQWHUQVKLSV�DQG�ZRXOG�NQRZ�H[DFWO\�ZKDW�HPSOR\HU�SDSHUZRUN�\RX�ZRXOG�QHHG�WR�
FRPSOHWH� WR� SRVW� DQ� RSHQ�PDQDJHPHQW� SRVLWLRQ� ZLWK� \RXU� EXVLQHVV��� �6DOO\ȇV�� H[WHQVLRQ� LV� �[������ VKRXOG� ZH� JHW�
GLVFRQQHFWHG�RU�\RX�QHHG�WR�FDOO�KHU�EDFN�LQ�WKH�QHDU�IXWXUH�ȋ

ACTIVITY: Create a sample phone transfer that would work for your department or area. 

6.  Voicemail Greetings

7LSV�IRU�VFULSWLQJ�JUHHWLQJV�
���0HVVDJH�VKRXOG�EH�SURIHVVLRQDO�DQG�HDV\�WR�XQGHUVWDQG��
2.  Start with a greeting. 
����7KHQ�JLYH�D�VWDWHPHQW�WKDW�H[SODLQV�ZK\�\RXȇUH�XQDEOH�WR�WDNH�WKH�FDOO��
4.  Include an invitation to leave a message. 
����ΖQGLFDWH�\RXU�UHVSRQVH�WLPH�IRU�JHWWLQJ�EDFN�WR�WKH�FDOOHU��
����3URYLGH�DQ�DOWHUQDWLYH�PHDQV�WR�JHW�DKROG�RI�\RX�RU�DQRWKHU�SHUVRQ�WKH�FDOOHU�FDQ�JHW�DKROG�RI�LQ�\RXU�DEVHQFH��LI���
�����DSSOLFDEOH���

6DPSOH�9RLFHPDLO��
Ȋ+HOOR��WKLV�LV�-DNH�ZLWK�8QLYHUVLW\�5HFUHDWLRQ�DW�&RDVWDO�&DUROLQD�8QLYHUVLW\��Ζ�DP�FXUUHQWO\�ZRUNLQJ�ZLWK�VRPHRQH�RU�
DZD\�IURP�GHVN�DQG�XQDEOH�WR�DQVZHU�\RXU�FDOO�DW�WKLV�PRPHQW��3OHDVH�OHDYH�PH�D�PHVVDJH�DQG�Ζ�ZLOO�JHW�EDFN�WR�\RX�
ZKHQ�Ζ�UHWXUQ�WR�P\�GHVN��+DYH�D�JUHDW�GD\��DQG�*2�&+$176��ȋ

ACTIVITY: Create a sample voicemail greeting that would work for your department or area. 
2. 
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3. 

Phone Scripting Continued
7.  Voicemail Greetings

7LSV�IRU�VFULSWLQJ�JUHHWLQJV�
���0HVVDJH�VKRXOG�EH�SURIHVVLRQDO�DQG�HDV\�WR�XQGHUVWDQG��
2.  Start with a greeting. 
����7KHQ�JLYH�D�VWDWHPHQW�WKDW�H[SODLQV�ZK\�\RXȇUH�XQDEOH�WR�WDNH�WKH�FDOO��
4.  Include an invitation to leave a message. 
����ΖQGLFDWH�\RXU�UHVSRQVH�WLPH�IRU�JHWWLQJ�EDFN�WR�WKH�FDOOHU��
����3URYLGH�DQ�DOWHUQDWLYH�PHDQV�WR�JHW�DKROG�RI�\RX�RU�DQRWKHU�SHUVRQ�WKH�FDOOHU�FDQ�JHW�DKROG�RI�LQ�\RXU�DEVHQFH��LI���
�����DSSOLFDEOH���

6DPSOH�9RLFHPDLO��
Ȋ+HOOR��WKLV�LV�-DNH�ZLWK�8QLYHUVLW\�5HFUHDWLRQ�DW�&RDVWDO�&DUROLQD�8QLYHUVLW\��Ζ�DP�FXUUHQWO\�ZRUNLQJ�ZLWK�VRPHRQH�RU�
DZD\�IURP�GHVN�DQG�XQDEOH�WR�DQVZHU�\RXU�FDOO�DW�WKLV�PRPHQW��3OHDVH�OHDYH�PH�D�PHVVDJH�DQG�Ζ�ZLOO�JHW�EDFN�WR�\RX�
ZKHQ�Ζ�UHWXUQ�WR�P\�GHVN��+DYH�D�JUHDW�GD\��DQG�*2�&+$176��ȋ

ACTIVITY: Create a sample voicemail greeting that would work for your department or area. 

Email Scripting 
7LSV�IRU�HPDLO�VFULSWLQJ�

1. Greet the customer
2. 7KDQN�WKHP�IRU�UHDFKLQJ�RXW
3. Summarize the situation
4. $QVZHU�WKH�TXHVWLRQ�FRQFHUQ
5. 8VH�WRROV�WR�KHOS�H[SODLQ�DQG�VXSSRUWȂ�VFUHHQVKRWV��VWHS�E\�VWHS�OLVWV��OLQNV
6. &ORVH�ZLWK�VW\OH�DQG�SURIHVVLRQDOLVP��GRXEOH�FKHFN�\RXU�ZRUN�

6DPSOH�(PDLO�6FULSW�IURP�WKH�2ɝFH�RI�$GPLVVLRQV�DQG�0HULW�$ZDUGV�
Ȋ�ΖQVHUW�QDPH��

� Ζ�DP�GHOLJKWHG�WR�KHDU�RI�\RXU� LQWHUHVW� LQ�&RDVWDO�&DUROLQD�8QLYHUVLW\��&&8�R΍HUV�D�QXPEHU�RI�H[FLWLQJ�DFDGHPLF�
SURJUDPV�FRPELQHG�ZLWK�D�YDULHW\�RI�VWXGHQW�RUJDQL]DWLRQV�DQG�DFWLYLWLHV�SURYLGLQJ�VWXGHQWV�ZLWK�DQ�H[SHULHQFH�WKDW�
proves to be both academically stimulating and socially engaging. 

:H�ZLOO�RSHQ�RXU�DSSOLFDWLRQ�IRU�WKH�IDOO�RI������WKLV�6HSWHPEHU���ΖQ�WKH�PHDQWLPH��Ζ�ZRXOG�HQFRXUDJH�\RX�WR�VFKHGXOH�
\RXU�YLVLW�WR�&&8ȇV�FDPSXV���:H�R΍HU�WRXUV�0RQGD\�WKURXJK�)ULGD\�DW�����DP���7KLV�6HSWHPEHU��ZH�ZLOO�DOVR�R΍HU�
WRXUV�DW�����SP���<RX�FDQ�UHJLVWHU�DW�KWWS���ZZZ�FRDVWDO�HGX�DGPLVVLRQV�YLVLWV�KWPO����

�3OHDVH�OHW�PH�NQRZ�LI�\RX�KDYH�DQ\�DGGLWLRQDO�TXHVWLRQV����

��<RXU�QDPH�ȋ�

ACTIVITY: Create a sample email script that would work for your department or area. 

6&5Ζ37Ζ1*�$&7Ζ9Ζ7Ζ(6�
Customer Service for Higher Education 
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4. 

In-Person Scripting
1.  Greetings

7LSV�IRU�VFULSWLQJ�JUHHWLQJV�
����%H�SURDFWLYH�VR�WKH�FXVWRPHU�GRHV�QRW�IHHO�OLNH�WKH\�DUH�LQWHUUXSWLQJ�
2. Provide a warm welcome with open body language.  
����ΖQWURGXFH�\RXUVHOI�DQG�DUHD�RI�WKH�FROOHJH�\RX�UHSUHVHQW��
����2΍HU�DQ\�DVVLVWDQFH�DQG�DVN�SURELQJ�TXHVWLRQV�WR�FODULI\�WKHLU�QHHG��
����8VH�SKUDVHV�WKDW�VXSSRUW�WKH�JRDO�RI�PDNLQJ�HYHU\RQH�IHHO�ZHOFRPH�DQG�LQFOXGHG�LQ�\RXU�DUHD�RI�VHUYLFH����
����(VWDEOLVK�D�UDSSRUW�WR�SHUVRQDOL]H�WKH�JUHHWLQJ���
����5HPLQG�WKHP�RI�\RXU�QDPH��SURYLGH�EXVLQHVV�FDUG�LI�DSSOLFDEOH��DQG�DUHD�LQ�FDVH�WKH\�VKRXOG�QHHG�VHUYLFH�DJDLQ���
 

6DPSOH�*UHHWLQJV��
Ȋ:HOFRPH�WR�BBBBB�ȋ��
Ȋ+L��0U��0UV��BBBBB��ΖWȇV�JUHDW�WR�VHH�\RX�DJDLQ�ȋ���
ȊΖȇP�SOHDVHG�WR�PHHW�\RX�ȋ��:KHQ�LQWURGXFHG�WR�D�FXVWRPHU���
�Ȋ:KDW�FDQ�Ζ�KHOS�\RX�ZLWK�WRGD\"ȋ��
Ȋ&DQ�Ζ�KHOS�\RX�ȴQG�VRPHWKLQJ�VRPHRQH�LQ�RXU�RɝFH"ȋ��
Ȋ+HOOR��P\�QDPH�LV�(LOHHQ��0D\�Ζ�DVN�\RXU�QDPH"ȋ�

 
ACTIVITY: Create a sample voicemail greeting that would work for your department or area. 

Frequently Asked Questions & Answers
7LSV�IRU�GRFXPHQWLQJ�)$4V�

1. :KDW�DUH�WKH�WRS����TXHVWLRQV�DVNHG�WKURXJKRXW�WKH�GD\"
2. +RZ�ZRXOG�\RX�OLNH�WKRVH�TXHVWLRQV�DQVZHUHG"

ACTIVITY: Brainstorm the top 10 questions that get asked and how you would like them answered. 

6&5Ζ37Ζ1*�$&7Ζ9Ζ7Ζ(6�
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1SHYPI����'LEPPIRKMRK�7IVZMGI�-RXIVEGXMSRW

1SHYPI�-RXVSHYGXMSR
;LMPI�MXƅW�PMOIP]�XLEX�XLI�QENSVMX]�SJ�MRXIVEGXMSRW�]SY�I\TIVMIRGI�EW�E�WIVZMGI�TVSZMHIV�[MPP�FI
VIPEXMZIP]�WXVEMKLXJSV[EVH�ERH�YRIZIRXJYP��QER]�[MPP�FI�GLEPPIRKMRK�ERH�GSQTPI\��-R�XLIWI
MRWXERGIW��TVSZMHIVW�QYWX�FI�IUYMTTIH�[MXL�XLI�WOMPPW�ERH�ORS[PIHKI�XS�QEREKI�HMƽGYPX
GSRZIVWEXMSRW��HI�IWGEPEXI�WMXYEXMSRW�EW�RIIHIH��ERH�IWGEPEXI�XS�E�LMKLIV�PIZIP�SJ�EYXLSVMX]�[LIR
ETTVSTVMEXI��8LMW�QSHYPI�[MPP�HMWGYWW�XLI�GSRZIVWEXMSR�G]GPI�ERH�LS[�MX�ETTPMIW�XS�WIVZMGI
MRXIVEGXMSRW��GLEPPIRKMRK�GSRZIVWEXMSRW��HI�IWGEPEXMSR��ERH�HIGMWMSR�QEOMRK�ERH�IWGEPEXMSR
WXVEXIKMIW��8LI�WOMPPW�ERH�FILEZMSYVW�GSZIVIH�MR�XLMW�QSHYPI�[MPP�EWWMWX�]SY�MR�JEGMPMXEXMRK
QYXYEPP]�FIRIƻGMEP�SYXGSQIW�ERH�EVI�IWWIRXMEP�JSV�GVIEXMRK�E�WIVZMGI�GYPXYVI�XLEX�MW�VIWTIGXJYP�
YWIV�JSGYWIH��ERH�IQTS[IVIH�

&]�XLI�IRH�SJ�1SHYPI����]SY�WLSYPH�
Ɣ 9RHIVWXERH�IJJIGXMZI�GSQQYRMGEXMSR�[MXL�GPMIRXW�
Ɣ 6IGEPP�RIGIWWEV]�WXVEXIKMIW�JSV�QEREKMRK�GLEPPIRKMRK�GPMIRX�FILEZMSYV��ERH
Ɣ (MJJIVIRXMEXI�FIX[IIR�WMXYEXMSRW�XLEX�GER�FI�QEREKIH�MRHITIRHIRXP]�ERH�WMXYEXMSRW�XLEX

WLSYPH�FI�IWGEPEXIH�XS�E�LMKLIV�PIZIP�
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The Conversation Cycle – Scenarios  
 
Financial Aid Forgetfulness 
Um, yeah, hi. My student advisor said I needed to come talk to you guys about my 
financial aid status. I’m afraid I’m not doing so well in one of my classes and I 
think my scholarship is dependent on my GPA but I’m not sure. I got a merit 
scholarship when I enrolled here at the beginning of my first year and I did ok that 
first semester but now I’m concerned that my statistics class is going to mess up 
my grades. I want to be a psychology major, so my advisor told me I have to take 
statistics. I took Algebra and Pre-Calculus in high school but that’s it. I’m doing all 
my homework and studying and trying really hard in stats but I’m still struggling. I 
don’t know what to do I went to the Registrar’s office to see if I could drop the 
class–maybe I’ll change my major–but they said the Drop/Add deadline was 
already passed. 
 
I called my mom and she told me to go back and talk to my advisor again, so I did. 
I spent like an hour in her office going over everything and talking about some 
ideas for better study strategies and how to talk to my stats professor. She also 
gave me the number of the Center for Student Success, so I guess I could go there 
and try to get a tutor. But mostly I’m just worried about my scholarship because if 
this class messes up my GPA and I can’t get my scholarship then I don’t know 
what to do. Can you help me? 
  



 

 

 

 
Parking Problems 
Good afternoon. I’m a faculty member here and I’ve got an issue with a parking 
citation that I received. I’ve been teaching here for over 10 years, and I’ve never 
had this problem before. When the semester started and the new online parking 
registration website opened, I tried to register my car–it’s a 4-door red Honda 
Civic–like I was supposed to. The website kept freezing on me, so I called you 
guys, this would’ve been about 5 weeks ago I guess, and talked to someone who 
said she entered me manually into the system and I’d receive my parking permit 
through intercampus mail in 5-7days. So, I waited. 
 
The permit never came and honestly, with the semester starting up and me 
teaching 4 classes plus my committee work I forgot about it. I’ve been parking in 
the slots reserved for faculty behind the auditorium since school started and I 
haven’t received a ticket. I figured I was in the system even if I didn’t have my 
sticker. So, this past Monday when I got out of class there was a citation on my 
car window for $100.00 for improper parking. I called your office again and 
explained all this to the person that answer the phone (a guy for sure) and he told 
me I could appeal the ticket online and told me where to go. 
I filled out the online appeal process but then this morning I got a notice that in 
appeal my ticket was reduced to $50.00. I ’m not trying to cause a problem, but I 
have tried repeatedly to get my parking sticker through the right channels, and 
this is now getting ridiculous. I do not want to pay this ticket since I did try to get 
my sticker. Could you please void this ticket and give me my sticker right now? 
  



 

 

 

 
Student Success 
Hi, my name is Susan Ferris and I am calling because you are my advisor. I am 
having a serious issue with the schedule for fall that I registered for last spring 
when registration was open. I’m frustrated because since that time period 2 of my 
courses have had time changes, and one has been canceled. I only registered for 4 
classes, that are each 4 credits, and so now I have only one course that works for 
my schedule. 
 
See I work, in order to go to school, I have to put in 30 hours a week with my 
employer in downtown Philadelphia, BlueCross BlueShield. I work in the customer 
service department, and now the schedule I selected does not work if I have to 
change class times or courses. I have to be able to take classes on Monday 
through Thursday only, since I work Friday through Sunday. 
 
I’m schedule to graduate in December, so this was to be my final semester. 
Everything I look at is full. I don’t feel that I should be punished because of faculty 
changing time slots or courses being canceled. I was one of the first to register, 
and now it looks like I can’t graduate, can’t take the 16 credits I need and will 
have to take things that are going to conflict with my works schedule. Help! 
  



 

 

 

 
Admissions 
Last month I contacted your office about a visit that was planned for our school’s 
fall break. I’m still so concerned about traveling during this COVID-19 pandemic, 
and now my son’s school has decided to change the calendar and cancel the 
official fall break so that we can finish by the end of November. So, I’m wondering 
whether we can come in early December? 
 
It is critical that during this time we have appointments with faculty in the 
business division, the soccer coach, the financial aid department and also the 
disability office. There are so many questions that I don’t want us to be part of a 
regular scheduled tour, but instead we need and want a private one. 
 
Are you allowing students to stay overnight? I’m not sure how I feel about that, 
but my son does want to have the opportunity to see the dorms and talk with 
other students and experience student life. What is that like with COVID-19? He is 
my only child; I never went to college but have been doing a lot of reading and 
want to be sure this is the right place for him. 
  



 

 

 

 
Human Resources 
Hi, I’m Jenny and I work in the athletics department. I’m here because I really 
need to better understand my benefits. My husband has recently lost his job do 
to the COVID-19 pandemic, so I need to see if I can get him added to my medical 
benefits. Meanwhile, we are in the middle of trying to get pregnant (please don’t 
tell my boss) and I want to know exactly what is covered and how much time I can 
get off if I do get pregnant? What if I’m a high-risk pregnancy? How can I possibly 
work from home when I’m coaching women’s basketball?   
 
I’m really at a loss to figure this out, but it seemed like the right time, and I could 
be pregnant right now. I’m just too scared to find out, especially without my 
husband’s income. Do we have a job here that he could have? I’m depending on 
you to figure this out for me. 
  



 

 

 

 
Payroll 
My pay is screwed up, and I’m not sure how to get this fixed. We just finished 
completing our taxes for 2019 and determined that there weren’t enough taxes 
taken out and now we had to pay a hefty bill. We have got to figure out how to do 
this. 
 
I think it was in my paycheck, not my husband’s. His amount of pay has been the 
same forever (ridiculous that he hasn’t changed jobs since he hasn’t gotten a pay 
increase in 3 years). I guess I should be thankful that he still has a job. So, it must 
be mine. 
 
I teach, but also do overloads, I have a research grant which pays me money and I 
also get a stipend for being a department head. I just can’t figure out what is 
causing the problem. I never feel like I’m making enough, so I take on different 
jobs, but now this tax thing is driving me crazy. I didn’t bother to go to HR, just 
came here directly since you are responsible for my pay. 
  



 

 

 

 
Financial Services 
Last month I contacted your office about a trip that I took for a conference in 
Quebec. You sent me the forms that I needed to fill out for reimbursement. I did 
that on February 12th, about a week after I returned. I attached the receipts I had 
and gave them to the dean of faculty for his signature. I know he signed them and 
sent them to you for payment. It is now March 12 and I haven’t seen my money. 
 
I promise I made sure on the form that the disbursement I received from you 
before I left was accounted for. But today, in my email I received a note from a 
rude employee (Melissa who must be yours) that I had not attached all of the 
receipts. I attached those that I had. I don’t have the other ones, since I’ve never 
seen the policy regarding what is needed for reimbursement.  I made sure I had 
the ones associated with the cash transactions, but it is hard to keep them all 
straight. 
 
I really need the money before my credit card attaches fees for non-payment.  
What are you going to do about this? 



'SRXIRX�6IZMI[

8LI�'SRZIVWEXMSR�']GPI
�� -RJSVQ��4VSZMHI�ETTVSTVMEXI�MRJSVQEXMSR

�� -RZMXI��-RZMXI�XLI�GPMIRX�MRXS�XLI�GSRZIVWEXMSR

�� 0MWXIR��%GXMZIP]�PMWXIR�XS�XLI�GPMIRX�[MXL�XLI�KSEP�SJ�YRHIVWXERHMRK

�� %GORS[PIHKI��-RHMGEXI�XLEX�]SY�YRHIVWXERH�XLI�GPMIRX�ERH�SV�XLIMV�RIIH��TEVETLVEWMRK�MX�FEGO�XS
XLIQ�[LIR�ETTVSTVMEXI�XS�GSRƻVQ�]SYV�YRHIVWXERHMRK�MW�GSVVIGX�

6ITIEX�EW�RIIHIH�YRXMP�XLI�WIVZMGI�MRXIVEGXMSR�MW GSRGPYHIH�

��



7IWWMSR����'LEPPIRKMRK�'SRZIVWEXMSRW

7IWWMSR���%GXMZMXMIW

%GXMZMX]������1EREKMRK�'SRƼMGX
'SRWMHIV�]SYV�JIIPMRKW�EVSYRH�GSRƼMGX�ERH�XLMRO�EFSYX�E�WTIGMƻG�QSQIRX�SJ
GSRƼMGX�]SY�LEH�[MXL�E�GPMIRX�EX�[SVO�

�� ,S[�GSQJSVXEFPI�[IVI�]SY�MR�XLEX�QSQIRX�SJ�HMWEKVIIQIRX#

�� ;LEX�[EW�XLI�OI]�XS�QEREKMRK�XLI�GSRƼMGX�MR�]SYV�QMRH#

�� ;LEX�WXVEXIKMIW�HMH�]SY�YWI�XS�VIWSPZI�MX��ERH�LS[�WYGGIWWJYP�[IVI�XLI]#

�� 8LMROMRK�FEGO�SR�MX�RS[��[LEX�[SYPH�]SY�LEZI�HSRI�HMJJIVIRXP]��MJ�ER]XLMRK#

�� 3ZIVEPP��LS[�QMKLX�]SYV�ETTVSEGL�XS�GSRƼMGX�EJJIGX�LS[�]SY�TVSZMHI�WIVZMGI#

%GXMZMX]������(IPMZIVMRK�ƈ2SƉ
'LSSWI�E�WGIREVMS�JVSQ�XLI�ƈ(IPMZIVMRK�Ƅ2Sƅ�7GIREVMSWƉ�HSGYQIRX��T����
�XLEX�MW
VIPIZERX�XS�]SY�ERH��YWMRK�XLI�WTEGI�TVSZMHIH��SYXPMRI�LS[�]SY�[SYPH�VIWTSRH��3RGI
]SYƅZI�HSRI�XLMW��]SY�QE]�[ERX�XS�HMWGYWW�]SYV�ERW[IV�[MXL�E�GSPPIEKYI�SV�]SYV
QEREKIV�WYTIVZMWSV�

=SY�GER�EPWS�GSQI�YT�[MXL�]SYV�S[R�WGIREVMS�MJ�RSRI�SJ�XLI�I\EQTPIW�EVI�VIPIZERX�

��



1

'HOLYHULQJ�´1Rµ�DQG�2WKHU�%DG�1HZV�
Management Scenarios

Scenario 1:
You are the Director of Dining & Catering Services at your institution. Recently your department has 
been inundated by student requests for more varied meal options in the dining hall at dinnertime; 
however, your department has just undergone budget cuts and your capacity to fulfill this request is 
limited. How do you respond to the student community about this situation? 

c

+RZ�ZRXOG�\RX�VD\�´QRµ"

Scenario 2:
<RX�DUH�WKH�'HDQ�RI�6WXGHQWV�IRU�\RXU�XQLYHUVLW\���$�VWXGHQW�KDV�EHHQ�WROG�´QRµ�E\�RQH�RI�\RXU�PDQDJHUV�
EXW�LVQ·W�KDSS\�ZLWK�WKDW�DQVZHU�DQG�LV�GHPDQGLQJ�WR�VHH�\RX�LPPHGLDWHO\���7KH�VWXGHQW�ZDQWV�WR�FUHDWH�
a casino event for the senior class as a new activity on campus.  This event is to include gambling and 
liquor for students that are 21 and older.  However, as a religious affiliated school this is against the 
SROLFLHV�DQG�YDOXHV�RI�WKH�XQLYHUVLW\���7KH�VWXGHQW�ZDONV�LQWR�\RXU�RIILFH�WR�GHEDWH�WKH�´QRµ�DQVZHU�

+RZ�ZRXOG�\RX�VD\�´QRµ"

Scenario 3:
An adult student comes to the Deans Office for Adult & Graduate students to complain about the lack 
of courses being offered during the evening in her program, on Tuesday nights.  The Dean has an open 
GRRU�SROLF\�DQG�VKH�JUDQWV�WKH�VWXGHQW�WKH�ULJKW�WR�FRPH�LQWR�KHU�RIILFH��7KH�VWXGHQW�FDQ·W�XQGHUVWDQG�
how in the three years she has been enrolled for her associate degree that the courses she still needs 
have never been offered on Tuesday night when she is available.  She wants to take the courses at 
another school in the area that offers them on Tuesday night and transfer them back to your institution. 
The difficulty is that she is only 4 courses shy of graduation, and this request is against the residency 
policy.

c

c

+RZ�ZRXOG�\RX�VD\�´QRµ"
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'HOLYHULQJ�´1Rµ�DQG�2WKHU�%DG�1HZV�
Management Scenarios (Continued)

Scenario 3:
You are the Director of Online learning for the university, which means overall responsibility for all 
undergraduate and graduate online degree program. There is a mandatory, 2-hour virtual orientation 
program that all students must complete before beginning classes through the online programs. A 
student emails your office seeking permission to bypass the orientation program because she has 
already taken one before as part of another online program offered through another institution. This 
does not strike you as a good enough reason to allow the student to bypass the orientation, so you are 
going to tell her no. How are you going to say it? 

c

+RZ�ZRXOG�\RX�VD\�´QRµ"

Scenario 4:
7KH�ZLIH�RI�DQ�DOXPQXV�FDOOV�\RXU�RIILFH�WR�HVWDEOLVK�D�VFKRODUVKLS�LQ�KHU�ODWH�KXVEDQG·V�QDPH���,W�LV�D�
FRQVLGHUDEOH�VXP�EXW�KDV�D�OLVW�RI�UHVWULFWLRQV�WKDW�VKH�EHJLQV�QDPLQJ���<RX�H[SODLQ�WKDW�VKH·OO�QHHG�WR�
PHHW�ZLWK�WKH�9LFH�3UHVLGHQW�RI�$GYDQFHPHQW�WR�DUUDQJH�WKH�VFKRODUVKLS��EXW�VKH�VWDWHV�´WKDW�SHUVRQ�LV�
an Igor ² ,�VKRXOG�QRW�KDYH�WR�ZRUN�ZLWK�WKHP��,�ZDQW�WR�ZRUN�ZLWK�\RX�µ��<RX�DUH�WKH�'LUHFWRU�RI�$OXPQL��
and the Vice President is your boss.  You know that the VP will want to handle this scholarship due to the 
amount.  How do you handle this call?

+RZ�ZRXOG�\RX�VD\�´QRµ"

Scenario 5:
You are the Director of Dining Services.  You have just caught a student in your dining hall who is taking 
food from the buffet and loading it into two Tupperware containers that she has brought in with her. 
This is against dining services policy and you now need to approach the student and address the 
situation. How do you do this?

c

c

+RZ�ZRXOG�\RX�VD\�´QRµ"
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'HOLYHULQJ�´1Rµ�DQG�2WKHU�%DG�1HZV�
Frontline Scenarios

Scenario 1:
$�VWXGHQW�PLVVHV�WKH�DGG�GURS�GHDGOLQH�IRU�FRXUVHV�E\�RQH�ZHHN��,W�LV�\RXU�LQVWLWXWLRQ·V�SROLF\�WKDW��DIWHU�
WKDW�GHDGOLQH�� ERWK�WKH�SURIHVVRU�RI�WKH�FRXUVH�DQG�WKH�VWXGHQW·V�DGYLVRU�QHHG�WR�VLJQ�RII�RQ�WKH�
add/drop form before the student may drop the course. The student is now standing in front of you at 
WKH�5HJLVWUDU·V�RIILFH�DVNLQJ�WR�EH�DOORZHG�WR�GURS�WKH�FRXUVH�ZLWKRXW�REWDLQLQJ�KHU�SURIHVVRU·V�
signature. What do you do?  

c

+RZ�ZRXOG�\RX�VD\�´QRµ"

Scenario 2:
A student is 10 minutes late for his advising appointment in the Center for Student Success with his 
general advisor which is you. So³DVVXPLQJ�KH�ZRXOGQ·W�VKRZ�XS³you went ahead and met with the 
next student in line. The late student then shows up and, upon hearing that you need to reschedule his 
appointment due to his lateness, grows frustrated and demands to meet with someone RIGHT NOW. 
What do you do? 

+RZ�ZRXOG�\RX�VD\�´QRµ"

Scenario 3:
<RX�ZRUN�LQ�WKH�%XUVDU·V�RIILFH��$�VWXGHQW�� ZKRVH�SDUHQWV�OLYH�LQWHUQDWLRQDOO\��DVNV�LI�VKH�FDQ�SD\�KHU�
tuition bill via a money order. You can only accept credit cards and checks as forms of payment, so you 
must tell this student that a money order is not an option. How do you deliver this information? 

c

c

+RZ�ZRXOG�\RX�VD\�´QRµ"
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Frontline Scenarios (continued)

Scenario 4:
$�IDFXOW\�PHPEHU�KDV�DUULYHG�DW�WKH�KHOS�GHVN��FRPSODLQLQJ�WKDW�WKHLU�GHVNWRS�FRPSXWHU� LVQ·W�ZRUNLQJ�
for them, and asking that you come to their office and replace the machine with a laptop today.  All 
computers on campus are on a 4-year replacement cycle that is scheduled and approved by the dean of 
the school.  The desktop is only one year old and replaced the laptop that the faculty member had 
broken multiple times in the previous cycle, thus the decision by the dean to order a desktop for the 
faculty member.  How do you say no to his request today?

c

+RZ�ZRXOG�\RX�VD\�´QRµ"

Scenario 5:
It is Friday before classes start and you are a cashier at the University bookstore.  Customer on the 
SKRQH�VD\V��´,�FDQ·W�JHW�D�KROG�RI�DQ\RQH�ZKR�ZLOO�KHOS���,�QHHG�WKH�$QDWRP\�����ERRN�WKDW�LV�VROG�RXW�
DQG�LW�QHHGV�WR�EH�H[SHGLWHG�� �,·YH�WULHG�FDOOLQJ�DQG�HPDLOLQJ��DQG�QR�RQH�LV�SLFNLQJ�XS���&ODVVHV�VWDUW�
0RQGD\���,�QHHG�WKDW�ERRN�µ��+RZ�GR�\RX�WHOO�WKH�VWXGHQW� LW�LV�QRW�DYDLODEOH"

+RZ�ZRXOG�\RX�VD\�´QRµ"

Scenario 6:
A newly admitted student to the university for the following fall has called the admissions office 
requesting the ability to come to campus late in the afternoon, stay overnight in the dorms, experience 
an athletic event and attend a class the following day.  The date chosen falls on the Thursday prior to the 
Easter holiday and the university is closed on that Friday, and thus no classes are available and there are 
no athletic events being held.  How do you as an admission counselor say no to this request without 
losing the student?

c

c

+RZ�ZRXOG�\RX�VD\�´QRµ"
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Ɣ %RKIV��TSXIRXMEPP]�FIGEYWI�XLI�GPMIRX�JIIPW�PMOI�XLI] EVI�RSX�FIMRK�LIEVH�SV�XLEX�XLI]�EVI�FIMRK

QMWXVIEXIH��HYI�XS�WXVIWW��SV�FIGEYWI�XLI]�XLMRO�XLEX�MX�[MPP�VIWYPX�MR�EGXMSR�SV�XLIQ�KIXXMRK�XLIMV
[E]�

ż ,S[�XS�VIWTSRH� MX�MW�FIWX�RSX�XS�QIIX�ERKIV�[MXL ERKIV��PS[IV�XLI�ZSPYQI�SJ�]SYV�ZSMGI
EW�XLMW�[MPP�SJXIR�FI�QMVVSVIH�F]�XLI�GPMIRX�ERH�EPPS[�JSV�E�QSVI�TVSHYGXMZI�GSRZIVWEXMSR�
8LMW�XSTMG�MW�I\TPSVIH�MR�KVIEXIV�HIXEMP�MR�7IWWMSR����(I�)WGEPEXMRK�(MƽGYPX�'PMIRX
-RXIVEGXMSRW�

Ɣ 7EHRIWW� 8LI�GPMIRX�QE]�JIIP�PMOI�XLI]�LEZI�I\LEYWXIH EPP�SJ�XLIMV�STXMSRW�ERH�EVI�VIWMKRIH�XS�E
TSSV�SYXGSQI�

ż ,S[�XS�VIWTSRH� MR�XLIWI�WMXYEXMSRW��VIMXIVEXI�XLEX ]SY�EVI�XLIVI�XS�LIPT��IRWYVI�XLEX�XLI
GPMIRX�MW�E[EVI�SJ�EPP�TSWWMFPI�STXMSRW��ERH��MJ�MX�WIIQW�ETTVSTVMEXI��GSRRIGX�XLIQ�[MXL
9RMZIVWMX]�SJ�%PFIVXE�QIRXEP�LIEPXL�VIWSYVGIW�SV�SXLIV�VIPIZERX�WYTTSVXW�

Ɣ *IEV� 'ER�QERMJIWX�EW�ERKIV�SV�WEHRIWW��FYX�GER�EPWS TVIWIRX�EW�[SVV]��JSV�I\EQTPI��[SVV]
EFSYX�XLI�MQTEGX�SJ�XLI�ƈRS�Ɖ

ż ,S[�XS�VIWTSRH� 'SRƻVQ�XLEX�XLI�GPMIRX�EGGYVEXIP] YRHIVWXERHW�XLI�VITIVGYWWMSRW�SJ�XLI
ƈRS�Ɖ�%VI�XLI�VITIVGYWWMSRW�XLI]�EVI�KIRIVEXMRK�EGGYVEXI#�;LS�[SYPH�ORS[#�'SRRIGX�XLI
GPMIRX�[MXL�TISTPI�SV�VIWSYVGIW�XLEX�[MPP�LIPT�EHHVIWW�XLIMV�YRGIVXEMRX]�

Ɣ )QFEVVEWWQIRX� 'ER�QERMJIWX�EW�HIJIRWMZIRIWW�SV�ERKIV ERH�GER�FI�E�GSQTPI\�IQSXMSR�XS
QEREKI�MR�E�WIVZMGI�MRXIVEGXMSR�EW�XLI�GPMIRX�QE]�RSX�IZIR�FI�E[EVI�SJ�MX�

ż ,S[�XS�VIWTSRH� (ITIRHMRK�SR�XLI�WMXYEXMSR��MX�QE] FI�LIPTJYP�XS�RSVQEPM^I�XLI
I\TIVMIRGI�ERH�EGORS[PIHKI�XLEX�XLI�TVSFPIQ�MW�HMƽGYPX�FYX�RSX�RIGIWWEVMP]�YRMUYI�

Ɣ %GORS[PIHKMRK�]SYV�GPMIRXƅW�IQSXMSRW��RS�QEXXIV�[LEX�XLI]�EVI��WLS[W�XLEX�]SY�EVI�MR�XYRI�[MXL
LS[�XLI]ƅVI�JIIPMRK�

'LSSWMRK�=SYV�;SVHW
Ɣ -J�]SY�ƻRH�]SYVWIPJ�ETTVSEGLMRK�JVYWXVEXMSR��ERKIV��SV�VIWMKREXMSR�HYVMRK�E�WIVZMGI�MRXIVEGXMSR�

GSRWMHIV�XLI�JSPPS[MRK�WXVEXIKMIW�XS�VIKYPEXI�]SYV�IQSXMSREP�VIEGXMSR�

��



ż *MRH�ER�ETTVSTVMEXI�[E]�XS�TEYWI�SV�XEOI�E�FVIEO�JVSQ�XLI�GSRZIVWEXMSR
ż 7SPMGMX�XLI�LIPT�SJ�E�GSPPIEKYI
ż 6IGSQQIRH�VIGSRZIRMRK�[MXL�XLI�GPMIRX�EX�ERSXLIV�XMQI

Ɣ %JXIV�E�HMƽGYPX�MRXIVEGXMSR��MXƅW�IWWIRXMEP�XS�HIGSQTVIWW�ERH�TVSGIWW�[LEX�LETTIRIH�WS�]SY�GER
FI�VIEH]�JSV�]SYV�RI\X�MRXIVEGXMSR�

ż 7LEVI�]SYV�JVYWXVEXMSRW�[MXL�]SYV�WYTIVZMWSV�SV�GSPPIEKYI�MR�TVMZEXI
ż 6IƼIGX�SR�[LEX�SGGYVVIH�ERH�[LEX�GSYPH�FI�PIEVRIH�SV�HSRI�HMJJIVIRXP]�RI\X�XMQI
ż -J�TSWWMFPI��XEOI�E�FVIEO�ERH�XV]�XS�KIX�SYX�SJ�XLI�SƽGI�JSV�E�FMX

Ɣ 4SWWMFPI�XVMKKIV�TLVEWIW�XS�EZSMH�
ż ƈ-�YRHIVWXERH�LS[�]SY�JIIPƏƉ -RWXIEH��]SY�GSYPH�WE] WSQIXLMRK�PMOI��ƈ-�VIGSKRM^I�XLEX�XLMW

MW�HMƽGYPX��ERH�-ƅZI�WYTTSVXIH�SXLIV�GPMIRXW�MR�WMQMPEV�WMXYEXMSRW�MR�XLI�TEWXƉ
ż ƈ8LIVI�W�RSXLMRK�-�GER�HS���Ɖ�FIGEYWI�IZIR�MJ�]SY�NYWX�PMWXIR�ERH�IQTEXLM^I�[MXL�]SYV

GPMIRX��XLEXƅW WSQIXLMRK
ż ƈ=SY�RIIH�XSƏƉ -RWXIEH� XV]�WE]MRK�WSQIXLMRK�PMOI� ƈ-�[SYPH�VIGSQQIRH�ƏƉ�SV��ƈXLI�[E]�XS

ETTVSEGL�XLEX�MW�XSƏƉ

��



7IWWMSR����(I�)WGEPEXMRK�(MƽGYPX�'PMIRX�&ILEZMSYV

7IWWMSR���%GXMZMXMIW

%GXMZMX]������(MƽGYPX�'PMIRX�&ILEZMSYVW
;LEX�GPMIRX�FILEZMSYVW�HS�]SY�ƻRH�GLEPPIRKMRK�HYVMRK�WIVZMGI�MRXIVEGXMSRW#

8EOI�MX�*YVXLIV� %JXIV�]SYƅZI�ƻRMWLIH�XLMW�WIWWMSR� VIZMWMX�]SYV�PMWX�MR %GXMZMX]���� ERH
[VMXI�HS[R�LS[�]SY�[SYPH�ETTP]�XLI�HI�IWGEPEXMSR�WXVEXIKMIW�SYXPMRIH�XS�IEGL�SJ
XLIWI�FILEZMSYVW�

��



'SRXIRX�6IZMI[

8EOMRK�XLI�,�)�%�8���(I�)WGEPEXMSR�MR�4VEGXMGI
6IJIV�XS 1SHYPI���7IWWMSR���'SRXIRX�6IZMI[ JSV�QSVI MRJSVQEXMSR�SR�8EOMRK�XLI�,�)�%�8�

,IEV�XLI�'PMIRX�3YX���3RGI�]SY�LEZI�XLI�[LS��[LEX� [LIR��[L]��ERH�LS[�SJ�XLI�WMXYEXMSR��]SY�QE]
RIIH�XS�ƻRH�ER�ETTVSTVMEXI�XMQI�XS�MRXIVNIGX�ERH�WLEVI�[LEX�]SY�LEZI�LIEVH�

)QTEXLM^I���'SRWMHIV�XLI�JSPPS[MRK�IQTEXLIXMG�WXITW XS�IRWYVI�EKMXEXIH�SV�ER\MSYW�GPMIRXW�JIIP
WEJI�ERH�GEVIH�JSV�

�� &I�YRHIVWXERHMRK�ERH�TE]�EXXIRXMSR�XS�LS[�]SYV�FILEZMSYV�ERH�XSRI�GSQQYRMGEXI
GSQTEWWMSR�ERH�IQTEXL]�

�� )\TPEMR�XLI�LSPH�YT�
�� 7LEVI�XLI�FIRIƻXW�SJ�[EMXMRK�ERH�LS[�XLI�[EMX�[MPP�TVSHYGI�FIXXIV�VIWYPXW��%HHVIWWMRK

GSQTPI\MX]�ERH�ƻRHMRK�XLI�FIWX�WSPYXMSR�QE]�XEOI�WSQI�XMQI��;I�[ERX�XS�KIX�MX�EW��VMKLX�
EW�TSWWMFPI�XS�QIIX�XLIMV�RIIHW�

�� 3JJIV�WSQIXLMRK�XS�HMWXVEGX�XLIQ��8LMW�GSYPH�FI�E�WLS[�SJ�GSQTEWWMSR�ERH�GEVI���E
KPEWW�SJ�[EXIV��E�TPEGI�XS�WMX��[LIVI�XLI�[EWLVSSQW�EVI��-X�GSYPH�FI�EWOMRK�E�UYIWXMSR
EFSYX�WSQIXLMRK�YRVIPEXIH�XLEX�[SYPH�IREFPI�FSRHMRK�ERH�VIHYGI�XLI�JSGYW�SR�XLI
WXVIWWJYP�WMXYEXMSR�

�� 1EOI�XLIQ�JIIP�WTIGMEP���]SY�GER�HS�XLMW�F]�TYPPMRK�XLIQ�EWMHI�ERH�TVSZMHMRK�ER�YTHEXI
ƈNYWX�[ERXIH�XS�PIX�]SY�ORS[�ER�EHZMWSV�[MPP�FI�SYX�QSQIRXEVMP]�JSV�]SY�Ɖ

�� 9WI�LYQSYV��[LIR�ETTVSTVMEXI�
�� ,IPT�XLIQ�TVIHMGX�XLI�PIRKXL�SJ�[EMXMRK�XMQI�
�� 7LEVI�]SYV�ETTVIGMEXMSR�ERH�XLERO�XLIQ�JSV�XLIMV�TEXMIRGI�

%TSPSKM^I�ERH %WO���&I�WYVI�XLEX�]SY�HSRƅX�NYQT�XS XLMW�WXIT�MQQIHMEXIP]�EW�MXƅW�IWWIRXMEP�ƻVWX�XS
EWWIWW�[LEX�]SY�EVI�ETSPSKM^MRK�JSV�ERH�MRGPYHI�XLI�EWO�WS�]SY�HSRƅX�WTIRH�XMQI�WSPZMRK�XLI
[VSRK�TVSFPIQ�

8EOI�%GXMSR����0IX�XLI�GPMIRX�ORS[�XLEX�XLIMV�WMXYEXMSR MW�MQTSVXERX�XS�]SY�ERH�XLEX�ƻRHMRK�E
VIWSPYXMSR�MW�]SYV�TVMSVMX]��3RGI�XLI�WIVZMGI�MRXIVEGXMSR�MW�GSRGPYHIH��HSGYQIRX�EW�ETTVSTVMEXI�

;LIR�HIFVMIƻRK�E�GSQTPI\�SV�GLEPPIRKMRK�WIVZMGI�MRXIVEGXMSR��M�I���EJXIV�ƈ8EOMRK�XLI�,�)�%�8�Ɖ�GSRWMHIV
HMWGYWWMRK�XLI�JSPPS[MRK�UYIWXMSRW�[MXL�]SYV�WYTIVZMWSV�SV�QEREKIV�

Ɣ (MH�-�KIX�GPEVMX]�SR�XLI�GPMIRXƅW�RIIHW#
Ɣ ;EW�-�EFPI�XS�QIIX�ERH�I\GIIH�XLI�RIIH#�-J�RSX��GSYPH�ER]XLMRK�LEZI�FIIR�HSRI�HMJJIVIRXP]#
Ɣ ,S[�HMH�XLI�MRXIVEGXMSR�YRJSPH�ERH�VIWSPZI#�(MH�XLI�GPMIRX�JIIP�LIEVH�ERH�VIWTIGXIH#�-J�]SYV�YRMX

LEW�SRI��XLMW�MRJSVQEXMSR�GSYPH�FI�HVE[R�JVSQ�E�GPMIRX�I\TIVMIRGI�WYVZI]�MJ�]SY�LEZI�SRI
EPVIEH]��-J�RSX��GSRWMHIV�GVIEXMRK�SRI�

��



Ɣ -W�XLI�WMXYEXMSR�ER�MRHMGEXSV�SJ�ER�MWWYI�[MXL�SYV�TVSGIWW�SV�TVSGIHYVIW#�;LEX�GSYPH�FI�HSRI�XS
TVIZIRX�XLMW�WMXYEXMSR�MR�XLI�JYXYVI#

7IXXMRK�XLI�7XEKI�JSV�(I�)WGEPEXMSR
Ɣ )RWYVI�WEJIX]� FI�E[EVI�SJ�]SYV�WYVVSYRHMRKW�ERH�TYX WEJIX]�ƻVWX�
Ɣ 'VIEXI�WGVMTXIH�VIWTSRWIW� GVIEXI�WGVMTXW�JSV�GLEPPIRKMRK IZIV]HE]�MRXIVEGXMSRW�
Ɣ 'SRWMHIVMRK�]SYV�[EMXMRK�ERH�LSPH�TVEGXMGIW� REVVEXI ]SYV�TVSFPIQ�WSPZMRK�TVSGIWW�ERH�[EPO

XLI�GPMIRX�XLVSYKL�[LEX�]SYƅVI�HSMRK�EW�]SY�HS�MX�
Ɣ )RWYVI�]SY�LEZI�E�JSVQEP�IWGEPEXMSR�TVSGIWW� XLMW [MPP�FI�HMWGYWWIH�QSVI�MR�XLI�RI\X�WIWWMSR�

��



7IWWMSR����(IGMWMSR�1EOMRK�ERH�XLI�)WGEPEXMSR�7XVEXIK]

7IWWMSR���%GXMZMXMIW

%GXMZMX]������)WGEPEXMRK�7IVZMGI�-RXIVEGXMSRW
6IƼIGX�SR�E�TVIZMSYW�WIVZMGI�MRXIVEGXMSR�XLEX�]SY�RIIHIH�XS�IWGEPEXI�XS�E�PIEHIV�SV
WYTIVZMWSV�ERH�ERW[IV�XLI�JSPPS[MRK�UYIWXMSRW�

�� ;LEX�LETTIRIH#

�� ;LS�HMH�]SY�MRZSPZI#

�� ,S[�ERH�[LIR�HMH�]SY�MRZSPZI�XLIQ#

�� 3ZIVEPP��LS[�HMH�MX�KS#

��



%GXMZMX]������-QTVSZMRK�)WGEPEXMSR�4VSGIWWIW
'SRWMHIV�XLI�WIVZMGI�MRXIVEGXMSR�SYXPMRIH�MR�%GXMZMX]�����ERH�GSRWMHIV�XLI�JSPPS[MRK
UYIWXMSRW�

�� 'SYPH�XLI�IWGEPEXMSR�TVSGIWW�]SY�JSPPS[IH�FI�MQTVSZIH�SV�WXVIEQPMRIH�MR�ER]�[E]#

�� -J�XLMW�WMXYEXMSR�SGGYVW�EKEMR��HS�]SY�ORS[�[LS�MW�VIWTSRWMFPI#�;LS�MW�EGGSYRXEFPI#
;LS�RIIHW�XS�FI�GSRWYPXIH#�;LS�RIIHW�XS�FI�MRJSVQIH#

�� -W�XLIVI�ER]XLMRK�XLEX�GSYPH�LEZI�FIIR�HSRI�XS�EZSMH�XLI�IWGEPEXMSR#�'SYPH�ER]
TVSGIWWIW�SV�TVSGIHYVIW�FI�GLERKIH�XS�TVIZIRX�XLI�WMXYEXMSR�MR�XLI�JYXYVI#

��



'SRXIRX�6IZMI[

9RHIVWXERHMRK�;LIR�XS�)WGEPEXI�XLI�7MXYEXMSR
Ɣ -J�VIUYIWXIH� 7SQI�GPMIRXW�QE]�EWO�XS�WTIEO�WTIGMƻGEPP] [MXL�E�QEREKIV�SV�LMKLIV�EYXLSVMX]��-R

XLMW�GEWI��MX�MW�MQTSVXERX�JSV�WYTIVZMWSVW�XS�FEGO�YT�XLIMV�WXEJJ�
Ɣ -J�XLI�GSRZIVWEXMSR�G]GPI�GSRXMRYIW�XS�GMVGYPEXI�[MXLSYX�TVSKVIWW� EJXIV�I\LEYWXMRK�EPP

ETTVSTVMEXI�STXMSRW��MJ�]SY�HIGMHI�]SY�GERƅX�QIIX�XLI�GPMIRXƅW�RIIHW�ERH�RS�GSQQSR�KVSYRH�GER
FI�JSYRH�

Ɣ -J�WSPYXMSRW�I\GIIH�EFMPMXMIW� JSV�I\EQTPI��MJ�XLI WSPYXMSR�MW�FI]SRH�XLI�WIVZMGI�TVSZMHIV�W�PIZIP�SJ
EYXLSVMX]�

Ɣ 8LI�GPMIRX�FIGSQIW�EFYWMZI� ]SY�QE]�EPWS�RIIH�XS�MRZSPZI GEQTYW�TVSXIGXMZI�WIVZMGIW�
Ɣ -J�ER]�XLVIEXW�EVI�MRZSPZIH� -J�E�GPMIRX�MW�ERKV]� WLSYXMRK�ZYPKEVMXMIW�SV�QEOMRK�TL]WMGEP�SV�PIKEP

XLVIEXW��=SY�QE]�RIIH�XS�MRZSPZI�GEQTYW�TVSXIGXMZI�WIVZMGIW�

)WGEPEXMSR�4VSGIWWIW�ERH�7XVEXIKMIW
Ɣ )WXEFPMWL�XLI�FIWX�[E]�XS�GSQQYRMGEXI�[LIR�ER�IWGEPEXMSR�SGGYVW��GSRWMHIV�JEGXSVW�WYGL�EW

YVKIRG]��XLI�RIGIWWMX]�JSV�HSGYQIRXEXMSR��PMEFMPMX]��IXG�
Ɣ (IZIPST�E�XVEGOMRK�W]WXIQ� XS�QSRMXSV�XLI�REXYVI�SJ GSQTPEMRXW��TEXXIVRW��WIEWSREPMX]��IXG�
Ɣ 8VEMR�JSV�GSQQSR�IWGEPEXMSRW� -X�[SRƅX�FI�TSWWMFPI XS�XVEMR�JSV�IZIV]�WMXYEXMSR��WS�LEZMRK�XIEQ

GSRZIVWEXMSRW�XS�IRWYVI�E�GPIEV�YRHIVWXERHMRK�SJ�KIRIVEP�TVMRGMTPIW�ERH�PMQMXW�SJ�EYXLSVMX]�EVI
ZIV]�MQTSVXERX�

Ɣ &I�GSRWMWXIRX� -J�E�WXEJJ�QIQFIV�WIIW�XLEX�E�WYTIVZMWSV SJXIR�SZIVVMHIW�IWXEFPMWLIH�TVSGIHYVIW
SV�TVSGIWWIW��XLI]�QE]�FI�QSVI�PMOIP]�XS�IWGEPEXI�IZIV]�WMXYEXMSR��IZIR�SRIW�XLI]�GSYPH�LEZI
LERHPIH��XLMW�QE]�PIRKXLIR�XLI�WIVZMGI�TVSGIWW�YRRIGIWWEVMP]�

Ɣ 4PER�JSV�[EVQ�LERH�SJJW�ERH�VIJIVVEPW� MJ�]SY�LEZI XS�IWGEPEXI��FI�WYVI�]SYV�GPMIRX�YRHIVWXERHW
[L]�]SY�EVI�XVERWJIVVMRK�XLIQ��ERH�IRWYVI�XLEX�XLI�QEREKIV�WYTIVZMWSV�SV�SXLIV�WIVZMGI
TVSZMHIV�YRHIVWXERHW�XLI�WMXYEXMSR�

Ɣ %GX�UYMGOP]�ERH�SYXPMRI�XLI�TVSGIWW� EZSMH�OIITMRK XLI�GPMIRX�SR�LSPH�SV�[EMXMRK�XSS�PSRK��ERH
QEOI�WYVI�XLI�GPMIRX�YRHIVWXERHW�XLI�IWGEPEXMSR�TVSGIWW�

Ɣ (IFVMIJ��PIEVR�JVSQ�IWGEPEXMSRW�XS�MHIRXMJ]�TVIZIRXEXMZI WXVEXIKMIW�ERH�IRWYVI�MR�XLI�QSQIRX
WXVEXIKMIW�EVI�ETTVSTVMEXI�

��



1SHYPI���'SRGPYWMSR

6IƼIGXMSR�5YIWXMSRW
�� ;LEX�MW�]SYV�OI]�XEOIE[E]�JVSQ�XLMW�QSHYPI#�0MWX�����XLMRKW�XLEX�]SY�GER�ETTP]�XS�]SYV

[SVO�MQQIHMEXIP]�

�� (S�]SY�ERXMGMTEXI�ER]�GLEPPIRKIW�[LIR�ETTP]MRK�XLI�QEXIVMEP�JVSQ�XLMW�QSHYPI�XS�]SYV
[SVO#�-J�WS��[LEX�QMKLX�XLI]�FI��ERH�LS[�[SYPH�]SY�QMXMKEXI�XLIQ#

�� (S�]SY�LEZI�ER]�SXLIV�UYIWXMSRW�SV�GSQQIRXW�EFSYX�XLI�QEXIVMEP�GSZIVIH�MR�XLMW�WIGXMSR
XLEX�]SY�[SYPH�PMOI�XS�HMWGYWW�EX�XLI�0MZI�%TTPMGEXMSR�7IWWMSR�JSV�1SHYPI��#

��



1SHYPI����%HHMXMSREP�6IWSYVGIW

1SHYPI���VIWSYVGI�KYMHIW�JSV�WXEJJ�ERH�WYTIVZMWSVW��EZEMPEFPI�JVSQ 7)84�I'PEWW�6IWSYVGI�:EYPX�

,IPTMRK�-RHMZMHYEPW�EX�6MWO��,-%6
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1
Communicating 

Powerful Phrases

Customer Service means finding the best 
solution for each customer, quickly,

correctly, and with a helpful attitude.

T he above goal might be easy to accomplish when you’re han-
dling those easy-to-satisfy, pleasant customers, but let’s face
it: Many customers are not easily satisfied. And they’re not

always pleasant. In fact, they’re often hurried, stressed out, impatient,
demanding, or downright rude; no one, it seems, has the time for all
the niceties of interpersonal interaction anymore. We live in a socie-
ty where instant gratification is the norm. Customers want service
and they want it now. Not later, when it’s convenient for you. NOW!

As a service provider, it’s your job to give your customers great 
service, but you know that it’s often difficult to do. Dealing with cus-
tomers can be challenging. They may leave you feeling frustrated,
stressed out, angry, or visibly upset. They can sometimes leave you
scrambling for the right words to say. They will occasionally flabber-
gast you to the point where you go blank and can’t think of an appro-
priate response. And there are times when you completely regret the
words that have flown out of your mouth. Knowing what to say when
handling different types of customer behaviors is anything but easy.



The truth is, the customer is not always right. But … when
you work in the service field, it’s your job to be courteous, respect-
ful, and helpful, even when those behaviors aren’t exhibited by
your customers. And, although customers may not always be right,
it’s their perception of good service that matters and it’s their how
they’re being treated that’s important to them. You only succeed at
providing exceptional service when your customers believe
they’ve received exceptional service.

What if you possessed the skills to handle the less than ideal
behaviors that some customers, and, at times, even you may dis-
play? What if you knew how to quickly identify bad behavior and
maintain control of the conversation? What if you knew the right
words to say to diffuse any situation and professionally handle
every customer to his or her satisfaction?

Using powerful phrases – the right words – when you com-
municate gives you the confidence that you’re communicating
your best. As a result, your customers’ perceptions of service will
be positive. It’s all about the words you choose. What you say can
make all the difference in how your customers view you and your
company. 

Starting every customer interaction with a welcoming phrase
helps put your best foot forward. By speaking courteously,
respectfully, and enthusiastically, you foster an open dialogue with
your customers. Building a rapport and showing that you are inter-
ested helps to make every interaction go smoothly. When appro-
priate, adding powerful phrases that convey empathy or regret
indicate that you are genuinely concerned and truly understand the
other person’s point of view. Ending every customer contact with
powerful phrases of appreciation leaves a positive impression in
any customer’s mind. 

As you read this chapter, you’re going to learn helpful pow-
erful phrases that will make every customer interaction end suc-
cessfully, especially those that didn’t start that way, whether it was
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you or your customer who behaved badly. Make the use of power-
ful phrases a habit, a part of your everyday vocabulary, and you’ll
successfully handle every customer confidently and maintain con-
trol of any situation.

Don’t Do This!

Linda is a receptionist in a physician’s office. Her responsibilities
include greeting and checking in patients, answering the phone,
and scheduling appointments. The morning has been unusually
stressful for her. Earlier, the doctor was called to the hospital to per-
form emergency surgery and is not running approximately an hour
behind in seeing office patients.

While Linda was busy phoning patients to reschedule appoint-
ments affected by the delay, she was also dealing with patients in
the waiting room, many of whom were becoming impatient. She
was on a telephone call when she noticed that one of the patients
who had been waiting almost an hour was standing at the window
to the reception area. Linda did not make eye contact, but rather
stared at her computer screen until she finished her phone call.

She slid the window open. “Yeah?” she asked, with no emo-
tion showing on her face.

“I’ve been waiting almost an hour now,” the patient respond-
ed. “Do you have any idea how long it’s going to be?”

“I told you when you checked in that the doctor’s running
behind,” Linda answered in an annoyed tone. “I have no idea how
long it’ll be. Do you want to wait or reschedule?”

“Well, I’m here. The same thing could happen next time. I
have no choice but to wait,” the patient replied, mocking Linda’s
annoyed tone. Linda slid the window closed and picked up the
phone to call the next patient on her list.
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Why This Doesn’t Work

Linda’s interaction with the patient didn’t work because she didn’t
choose the correct words. Powerful phrases could have made all the
difference! When she slid the window open, she said one word,
Yeah?, in a tone that signaled she felt bothered. Linda could have
used a powerful phrase that was welcoming, such as asking in an
interested tone, How may I help you? which would have gotten the
conversation off on a more positive note. When she failed to
empathize with the patient about the lengthy wait and then spoke in
a chastising manner, the patient became annoyed. Choosing power-
ful phrases that show regret or compassion, such as, I understand
that you’ve probably got other things to do today, and then follow-
ing up with a statement of appreciation, such as, I appreciate your
patience, would have shown the patient that she cared. 

Had Linda incorporated powerful phrases into the dialogue,
she would have paved the way to a successful interaction. Linda’s
choice of words left the patient less than pleased, and she likely did-
n’t feel very positive about their conversation either.

Phrases of Welcome

The first words that you say to customers can welcome them into
your business, giving them a sense of warmth and friendliness, or
they can make your customers feel so uncomfortable that they want
to leave. The temperature of your words can either be warm and
inviting or cold and unwelcoming. It’s your choice. When you
choose phrases of welcome, you open the door wide and increase
your chances of successful customer interactions. 
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Sample Phrases of Welcome

Offering a warm welcome to your customers helps break the ice,
helps your customers begin forming a positive impression of you,
and helps to create an atmosphere of comfort.

• “Hello!/Hi!”

• “Good morning/afternoon/evening!”

• “Welcome to _____!”

• “Thank you for calling _____. My name is _____.”

• “Hi, Mr./Mrs. _____. It’s great to see you again.”

• “I’m pleased to meet you.” (When introduced to a customer)

• “My name is _____.” (Offer when appropriate)

• “How may I help you?”

• “What can I help you with today?”

• “Can I help you find something?”

• “May I help you with that?”

Incorporating Phrases of Welcome

Always be the first to greet your customers; they should never
have to greet you first or ask for help. Offer a warm welcome to
show your customers you’re happy they chose your business.
Include in your welcoming phrase an offer to help. For example:
“Hi. Welcome to Pete’s Patio Shop! How can I help you today?” If
your company has a standard greeting, add a phrase of welcome to
personalize the greeting. When you use these phrases and speak
enthusiastically, it indicates your eagerness to help. Sound like
you are truly interested in being of assistance. Show that you’re
pleased the customer chose your business. Even when their
demeanor or facial expression is less than congenial, it’s your job
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to welcome them into your business and make them feel comfort-
able. Using phrases of welcome can improve even negative 
person’s attitude.

Powerful Phrases Make the Difference

Phrase: You walk into a store and spot a clerk behind the counter.
She looks at you, and asks in a bored tone, “Do you need anything?”
You can’t help but wonder why she bothered asking.

Powerful Phrase of Welcome: You walk into a store and spot a
clerk behind the counter. She looks at you, smiles, and enthusiasti-
cally says, “Hi! How are you?”

You reply, “I’m doing great, thanks.”
She smiles, nods, and asks, “How may I help you today?”

You return the smile, feeling comfortable that you came into 
this store.

Phrases of Courtesy

After welcoming customers into your place of business, how you
handle the remainder of your interaction indicates how you view
your customers, as well as how you view yourself. Customers
appreciate being treated courteously, so when you interject words
and phrases of courtesy appropriately throughout your conversa-
tions, you show your customers how you respect them. Using phras-
es of courtesy can also help you promote a positive first impression
and keep you on track to build a rapport with your customers. When
you form the habit of using these phrases, they’ll become a natural
part of the vocabulary you consistently use.
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Sample Phrases of Courtesy

Below are some examples of common courtesies that should be 
a part of your normal vocabulary with customers as well as with all
others.
• “Please.”

• “Thank you.”

• “You’re welcome.”

• “Excuse me/Pardon me” (When you didn’t hear of when you need
to ask the person to move.)

• “I apologize. I didn’t hear/understand what you said,” or “I’m
sorry, I need to pass by.”

• “Will you?” rather than “You will.”

• “Yes,” rather than “Yeah.”

• “Sir.”

• “Ma’am.”

• “I’ll check and be right back.”

• “Will you hold for a moment while I check on that?”

• “Thanks for waiting.”

• “Mr./Mrs./Ms. _____.” (Address by first name only if you know
that’s appropriate)

Incorporating Phrases of Courtesy

Using please, thank you, and you’re welcome shouldn’t need any
explanation, yet it seems these words, especially thank you, are sel-
dom used anymore. Your customers will appreciate hearing these
courtesies and a heartfelt thank you will go a long way. When you
don’t understand someone, Huh? will make your point, but saying
Pardon me, Excuse me, or I’m sorry, I didn’t hear what you said,
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comes across more professionally. Likewise, if you need to move by
someone, prefacing your request with Pardon me or Excuse me indi-
cates courtesy. Choose yes rather than yeah because it sounds bet-
ter. Sir and Ma’am are signs of respect, but make sure to say them
in a respectful rather than a condescending tone. When you need to
leave the customer to check something or place the customer on
hold, explain what you’re doing. When you return, thank the cus-
tomer for waiting. Lastly, people enjoy hearing their names, so if
you know your customer’s name, interject it into your conversation.

Powerful Phrases Make the Difference

Phrase: You’re in a home improvement store and can’t find what
you’re looking for. You ask an employee, “Do you carry electrical
boxes?” The employee looks up and says, “Huh?” You repeat the
question. He replies, “Yeah, they’re in Aisle 2,” then turns and walks
away. You walk to Aisle 2 and, still having a problem locating what
you need, wish the employee had shown you where to find them.

Powerful Phrase of Courtesy: You ask an employee, “Do you
carry electrical boxes?” The employee looks up, smiles, and says
apologetically, “I’m sorry, I didn’t hear what you asked.” You
repeat the question, to which he replies, “Yes, we do carry them.
You’ll find them in Aisle 2 next to the wiring supplies. In fact, I’m
going that way. Why don’t I show you where to find them?”

***
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