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3UYDR\ DQG &RQI LGHQADDN
) HHGEDFN DQG &RP SMIQW
5 LJKW DQG 5 HVSRQVIELDAHV
/ HDYLQ) & RDWEQN 6 HULEHV

. HDPANQRZ BIGIH\WH' DUNQMQ) SHRSG! WH 7 IDGMRQDC Z GHY/ R
\WH OQG LQ Z KIEK & RDWEN RSHIDMV :  H DFNQRZ BIGT H \WH
FROMXHG GHHS VSIUMYDIDWIFKP HOADQG UHOMRQWKLS Rl $ ERUWILCDO
DQG 7 RUWHY 6 WDMMDQGHUSHRSEBN \R WL FRXQW DQGSD\ RXU
UHVSHAW \R ( @HY SDWVSUHVHONDQG HP HJIQ)




- HBRP H\R
& RDWEON

7KDQN \RX IRU FKRRVLQJ &RDVWOLQN DV \RXU $.
‘H DUH GHOLJKWHG WR EH ZRUNLQJ ZMWYKH\WX HV R
OLIH \RX ZIKQW &OLHQW +DQGERRN SURYLGHV VR
WKDW ZH EHOLHYH PD\ EH XVHIXO IRU \RX

$ ERXV8V

( BEQKHG 1Q &RDWIEN KDV D VRQJ DQG SURXG KMRY  Z KIEK
GHIQHV XV DQG JLYHV XV IRFXV DQG GHMUP ICDIRQ \R SURYIGH FDUH DQG
DAMABCFH \R RXU FOHQN R VXSSRWWHP \R WP DQ VDIH DQG
LQGHSHQGHONQ WHURZ QKRP HIRUDV ®QJ DV SRWMEG!

6\BUY IURP KXP EG®I EHIIQQQIV DV D QRQ SURIMRW DQVDMRQ SURYIAQ)
IDP 1O EDVHG FDUH IRUFKI@IHQ INQ) Z W QVDELY ZH KDYH JURZ Q \R

SURYIGH D Z 1GH UDQIH R GAVDEIOW DQG DI HG FDUH VHIEHV VXSSRW

: HKDYH EHHQ SUIRYIAQY] VXSSRWWRUDJI HG FDUH FGHQW MICHH

(YHU D ZHZ RINWR FKDQI HWH QvHV RI RXUDJ HG FDUH F@QHQW

2 XU9IMRQRI "3 HRS®!/ LYLQJ ) X@DQG ( [ FIMQJ / LYHVe XQGHSLQV DWDAZ H
VMUYH VR DFKIHYH DQG RXU9 DOXHV DUH WH FRUDHUARQH Rl RXUVHUYLEH GHOYHU

2 XU&RDWEON 9 DXHV DWH

o Ny &Y o

+ROEW  $ FFRXQUELDA ,QFOXVIRC 5 HVSHF ( P SDwW\



& RDWEON LV D 5 HI BM\WUHG $ JHG &DUH
SWRYIGHU : K\ LV WLV IP SRUBQW

7TKHH DBH PDQ SWRYIGHY R DIHG FDUH VXSSRW
VHYIEHV 1QWH FRP P XQW R FKRRWH IURP

YH-MGHY GRNQ IRURH WDWRITHY \WWH VXSSRW \ RX
Z DQVHKRRVQI D UHI MMUHG SURYIGHUHQVXURV D GIYHCRI
VDIHIXDUGV QRARITHUIHG B\ CRQ UHI MIMUHG SURYIGHLY/

SVWE&RDWEN ZH DUH UWHTXIUHG R DGKHUH \RR D VAIQI HQV
VAR FRP STIOCQHH UHTXIWHP HQW TURP RXU UHI XOMRU \WH
$IHG &DUH 4 XDOW DQG 6 DIHW &RP P MRQ

: HXQEHUR H \WIDCDXAW \R P DIQEIQ RXUUHI MADMRQ
DQG HQVXUH \WDWZ H FRP SO Z W TXDONV ABIQEDEY

&RDWEN XQGHMUNHY $JHG &DUH 4 XDOW $XAW W
DWHW \WH TXDQW R \WWH FDUH DQG VHIMEHV Z H SURIGH
DI DIOMKH $ JHG & DUH 4 XDOW 6 \BQEDLGV

7KH QZ WHQWHHG WBQEDWGY DH P RM
FRP SUKHOWYH  Z W VSHFLLE IRFXV DUHDV VXK

DV GHP HQID FDUH QYHWAW DQG FAREDOFDUAH

7KH DOR HPSKDWH D SHYRQFHOMHG
DSSIRDFK DQG  IQFGGH AU 1ICDQAIDO DQG
SXGHQUDOAHT XILHP HQV

7KH VWHQI WHCHG 4 XDV 6 \BQEDWGY DUH P RUH
GGG W SOFH RGHU SHRS®G!I DVWKH FHQOWH RI

'H DUH SUR W12 FDUH DQG IQFBHDVH SIRIMAIRQY |RU RTHU
FRQILUP ZH S0

FRQWLQXDO WIREXVHV RQ VXSSRMQ) SHRS®I OIQ) Z W

DOO 4XDO GHPHQID DQG IFGGHV SHRSBI ILRP QYHUH

6 W D Q G D U (EE=sNIT e cVRve el VI VRV o LY

LHTXIUHP HQW Z W \WH XVH R FEDUOQIXDIH \R

UHTXLUHG C wxm A RE@D% o

UMDY\ SROVEIOMY DUH P DIQBICHG DQG P RVRUHG IQ
SURFHVV DFFRUEDGAH Z W \KH $ JHG & DUH $ FW
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2XU FRPPLWPHQW
WR RXU FOLHC

&RDWEN KDV D GQ WBQAQ) FRP P W HOMR QAMQQ) \R \KH
SHRS®I ZH VXSSRWEHFDXVH SHRS®! DUH \WH H SHW 1Q WHURZ Q
QHV DQG KDYH D WKWIR P DNH GHRMRQV DERXWKH VHYIEHV \WH\
UHFHYH

& RDWIEN Z L@DRPIYHO VHHN R XQGHYARIQG \WH YIHZ V R FOHOW ERK
IRP D® DQG IQRP D® DQG XVH \WHVH IOLIKW \R KHS VKDSH \WH
IXWUH Rl RXURW DQVDIRQ



$IJHG&DWHDM RP H

: KDWY WH &RP P RQZ HDOM + RP H6 XSSRUWBWIRJWDP P H &+63 "

&+63 IVIXQEHGE WH $XWDIDQ* RYHEP HOADQG SURYIGHV D WDQJH R HQA ®BIYHO
$JHG &DWH VHYIEHV IRURTHU SHRSB! ZKR QHHG DWMBGQFH \R NHHS \WHP @1Q)

IQCHSHQGHQW 1Q WHUKRP H DQG 1Q WHUFRP P XQW
7TKH&+ 63 IXQEHG DWIMBHRH & RDWEEN RITHUDUH

, QELYLGXDGO6 RFLDC6 XSSRUWV

. 6XSSRWIQ \WH KRP H \R DAWMAZ W P HAFDODSSRIOR HOV VKRSSIQ)  VRAIDO
DRYMEN FRP SDQRQWKIS

* URXS 6 RFIDO6 XSSRWV

. 6XSSRUMQ D JURXS VHMD \R D®Z VRFDOIQMDAURYQ Z KIOWDFFHWQ) \WH
FRP P XQW/

+RP H RU&RP P XQW * HOHDOS5 HVSIW ) ®f LEGI 5 HVSIW DQG & HQWH YdDVHG
5 HVSIWM

. 6XSSRWIQ \WH KRP H DQG 1Q WH FRP P XQW \R HQDE®I \ RX \R GHYHBS P DIQBIQ

RUVXSSRWQGHSHQGHQADYQ]
« 3 URYIGH UHVSIW |RUFDUHY/

. KDALY WH 6 XSSRUWWDWH RP H3WRJWDP 6D+

$ 6D+ LV DQ IQAYIGXDIVHG SDFNDUH R FDUH DQG VHYIEHY GHMICHG \R VXIWL RXU
QHHGV DQG DWIMA RX \R UHP DIQ LQGHSHQGHQN\ RXUKRP H IRUDV ®QJ DV SRWIE®I

7TKHHDWH GIYHY R IXQAQ) FOWLIEDIRQY W KHS P HHW RXU GLIHHOABIYHY R
FOUH QHHGY DG WKRWIMWP SDKZD\'V « 5 HARIDWH &DUH 3DKZ D $ VWIMIYH
7HFKQR®J\ DQG+RP HO RALFDMRQY $7 +0 DQG( QGRI / UH3DWZ D\

6 D+ 1QFACGHY D GHICHGVHYIFH QMW W FDWI RUHV

. &MIFDO6XSSRW *+ 1XWMQI &DH $@HG +HDWK 6HYIEHV 1XWAMRQ &DUH
0 DI HP HQNAW

., QEHSHQGHQRH » VXSSRWWR DWIVAZ W SHYRQDOFDUH  VRFIDODQG FRP P XQW
HQJI DI HP HQMUAVSIA \WDQVSRIWAR

. (YHUQD /YIQJ « \R DWIMAZ W GRP HVIF DWMBIGFH KRP H P DIQMQDQFH DQG
WHSDLY P HDW



+RZ . H&DQ
6 XSSRUWKRX

&DUH 3 @QQQI Z W <RXU&DUH 3 DUHU &DUH 0 DODJ HU

$VWDWHWP HQVRXUH SHUHQRHG DQG 1UHQGED \WBH Z I@FRP SBM D
FRP SUHKHQWLYH DQG GHVBABIG FDUH SOQ Z W D SHWYRQ FHQWHG FDUA

DSSURDFK \R HQUXUH DO\ RXUGQHHGY DQG SUHHUHQFHY DUH P HVDQG
\ RXUGHVIMB! FKREHV DUH UHVSHPRG

<RXU&DWH 3 DUGHU Z LOYIMW RX DABDWHYHY P RQKV DQG
PRMH RWQ L GHFHWDY \R IGHOM 1L FKDQIHV \R \ RXUVXSSRW
DUH WHTXIWHG \R EHMWP HHWA RXU GHHGY DQG \R P DIQEIQ \ RXU

LQEHSHQGEHQAH

: HZ @Y RN 1Q SDUGHYAKLS Z MY\ RX \R P HHW RXUFKDQI Q) QHHGV

DQG \R P DIQEIQ \ RXUIQGHSHQGHQFH 6 RP HWP HV \KIV P D\ P HDQ
SURVIGQJ P RUH VXSSRWADWMP HV \ RX QHHG IMDQG DWRKHUMP HV

UHGXAIQ) VXSSRWAR HQVXUH \ RX GR QRWBMVH \ RXUIQGHSHQGHGRH
$Q FKDQJHV DUH IX® QVFX\WHG Z W\ RX EHRUH \WH. RFFXU

© H ZIOZRW Z 1M \ RX \R P DNH VXUH \ RXU DBFDWG DIHG FDWH
IXQAQJ IV VSHQANQ D ZD\ \KDAFRWHVSRQGY Z W \ RXUDIHG FDWH

S@Q

$ FKIHYLQJ \ RXU* RDY

: HXQGEHWBRQG WDW RXURKRIFHV P DNH D GLIHBHQRH W\ RXUQH
: HZ1OEDWGHUZ W\ RX R GHYHBS D SOQ \WDWH GFW Z KDW RX
O\H W R DG ZKHH \ RX @\H W JR DQG DWMWM RX \R DFKIHYH

\ RXUJ RDY DQG DVSILDWRQY




) HHV DQG &KDUW HV

& @HON DUH UHTXIUHG R SD\ D FOHOAFRQUEXURQ |HH IRUKH &+ 63
VHYIEHV WH UFHYH IIRP & RDWEEN 6 XSSRWDWARP H 3 URJLDP
FOHQN PD. EH WHTXWHG \R SD\ D IHH \WZ DUV \WH VHYIEHV \WH
UHFHYH EDVHG RQ VXSSRW SIRYIGHG

$CEAURD® MP D\ EH QHFHWDY IRUFQHQNV \R P DNH D FROUEXURQ
\RZ DBV WHU VHYIEHV DV D BHVXGWR \WHU FR FROMEX\IRQ IHH DV

DGYMHG B\ 6 HVEFHV $XVDID $ VFKHGX®!I R \WHVH IHHV Z LOEH
SIRYIGHG W \RX DW\RXU DAVHWP HQNV RU FDQ EH IRXQG DW
FROWEDN RU DX DIHG FDUH & RDWEN FDQ DWMAZ WY VXEP WY DQ
DSSEDIRQ IRU IICDQFIDOKDUBWKIS RFH \WH HDJ EEIONV FUMAID KDV

EHHQP HW

/WDYHO

* HPD QHHG\R FOIP WDYHOFRW IURP \ RXUD@RFDWMG IXQAQ)
IRUMP H VSHQMDYHER) \R VXSSRWY RX RUIRUUHP EXWHP HOAR
\WH FRAWV R SIRYIAQ] D YHKIE®! IRU\ RX VR WDYHAQ 7 IDYHOFRWV
FDQ EH FOIP HG IRP \ RXUDJHG FDWH IXQGV $Q FRW Z IO@FH
QVEXWHG Z W\ RX

& DQFHAIMRQ RI 6 HYLERV

;. H XQGHIARQG WDWIWRP WP H\R WP H \RX P D\ GHHG \R FDQRHO
D VFKHGXGIG VHYIFH 7R QR WLV  SGDWH FDO& RDWEN RQ
RUFRQEFVWKH DJ HG FDUH \MDP

&RDAEN WHTXIHV VHYHQ — GD\ o QRWFH |RU DOFDCFHIMRQY
3D\ P HQMRUDJHG FDUH VXSSRW Z L@EH SD\ DE® IRUDWM QRIFH
FDQFH@MRQY DV SHU\ RXUVHIYIEH DI UHHP HQW

2 XU W |

& RDWIEN VHYIEHV DUH SIRYIGHG B\ H SHUHQRHG WDIGHG DQG TXDOIHG
AU Z KR FRP SBM RQ JRQI WDIQQ) DQG VXSSRWIR HQVXUH \KDVWATH
KDYH \WH QHFHWDY W@ DQG FRP SHMQAHV : H GR QRAFRP SURP VH
RQ TXDOW R FDWH IRU RXU FIHQN DQG DU FRP P MWKG \R DZD\V

SURVIAQ] WWH KL KHWYARQEDUG R FDUAH

© H \BNH \WH UVSROVEIOW R SIRYIGQ) FDUH DQG VXSSRWIRU \ RX
VHURXV® DQG Z H Z RIN\RI HWHUDVWDOIP HY \R RITHUD VHYIEH R P XWWDO

UHVSHPWDQG QL QW
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' JQW RI 51N

&RDAWEN FROMXD® VHHW R GHYHBS Q7 DQG LQQRYDWH
SURIDP V IRURXUF@HQW DQG VXSSRW DQG HQFRXWDIHV FOHQWN \R

\DNH RSSRUYQUEAV \R W QHZ WIQIV GHYHEBS VN DQG WHDFK \ RXU
JRDY

: H SURP RM RXUFQHQW \R P DNH LIQRWP HG GHAMRQV DERXWHU
FDUH DQG DRYMAV DQG ZKIOWVDIHW IV DZD\V DQ [P SRUBQN
FROUGHIWRY Z H DFNQRZ BIGIH \WDW RX KDYH WH W KWIR P DNH
IQRWP HG GHAMRQV DIRXQG \ RXUFDIH : H ZI@Z RN Z W \ RX \R
EDDQFH RXUGXW R FDUH DQG\ RXUW KWW P DNH FKRIEHV

2 XU &DUH 3DMEHY ZI® ZRW ZMW \RX \R GHYHBS D UMWN
DWHWP HQAWDWDEBZ V \ RX \R P DIQBIQ FRQAROR! \WH GHRMRQY
DV ZHODV HQUXUQ) \RX DH ZHOIQRPHG R WH UV DQG
EHQHIW R \ RXUFKREHV

2 SHQ' LVFQRVXUH

2 SHQ AVFBVXWH IV WH RSHQ GVEXWIRQ Z W \ RX DQGRU\ RXU
VXSSRWSHYRQV DERXWIGRIGHQN \WDMUHVXEMG RU FRX@ KDYH
UHVXEMG LQKDWP \R\ RX Z KIBI UHFHYIQ) FDUH

&RDWEN IV FRP P WG \R FUDIQ) D SRMYH FXGMUH R WKVAMG
DQG SURGXAIYH FRP P XQEDIRQ EHEHHQ \ RX  VXSSRWSHYRQY
DQG\WH Z RINRUIFH 1Q Z KIFK RSHQ GVFBVXUH IV \WBQEDUS SUDFWFH

7KV SRIA IRPV SDWR RXU EURDGHU RU DQVDMRQDO IGQFIGHQW
P DQDUHP HQMA WP

0 DQDILQJ 5 IN -, QFLGHWD DQDJ HP HQW

$ @& RDWIEN Z RUNHWY DUH 1DP LODUZ WY \WH RU DQVDMRQY LQFIGHOW
PDQDIHP HQV MVWMP  DQG XQGHUABQG WH  RU DQVDIRQY
GHIQURQR! D 5 HSRWIUEG , QAIGHQW

6l DUH WDICHG 1Q WH SURFHGXUHV WH P XWIR®Z \WHQ

UHSRWMQ) DQICFIGHQNV W \WH R DQVDWRQ DQG H WUDCERGHVY 1L
UHTXIUHG



7KURXIKRXW WH  IQAIGHQWV P DQDIHP HQW SIRFHW  IWRP IQUDO
UHVSROMH WURXIK \R UHVIHZ FOHQN ZIOEH VXSSRWG B\ \WH

RU DQVDIRQWWURXIK P HDQV R

. 5 HDWXUDGQHH LL \WH FOHQAHSRUMG \WH LOAIGHQW

. 7UDXP D FRXQUHTR) VHYIEHV Z KHUH UBHTXILHG

. &KDQIHV R UHI XOUVXSSRW LL GHFHWDW

. &GDU RQJJRQ)] FRPPXQFDWRQ WIDWEQ) SWRIHW DG
RX\WFRP HV Rl LQYH\VAN DIRQY

. $FFHW \R DQ DGYRFDM Z KHUH UHTXHNG

,QFIGHOW IQYROIQ) FUP LQDOD@I DIRQY Z I@EH UHSRWMG \R O
HQRUFHP HQNV ZKR ZIO WFHYH WH IX@ VXSSRW R \WH

RU DQVIMRQ

&OHQV Z IOQEH DGMMHG R WH RXWRP H Rl \WWH LOYHVM DWRQ DQG
Z KDWFRUHAYH DRRQV RU FKDQIHV \R SRTIR  DQG  SURFHGXUHV
P D EHUHRP P HQGHG

<RXU6 HXY1FH $ J UIHHP HOQW

< RXUVHWIEH DJ UHP HQARXVEHV \ RXUUW KW DQG UHVSRQUELDIAY
DV ZHODV WH \MPV DQG FRQAURYY ZKDMWHYIERV Z 1@ EH
SURYIGHG \R \ RX DQG Z KDWBUFHV Z LOEH FKDUHG DQG\ RX Z LOEH
JIYHQDFRS\ R\ RXUMIQHG DI UHHP HQW

© HZIOQDOR SRYIGH\ RX DFRS\ Rl \ RXUFDUH SOQ Z KIFK IGFOIGHV
\ RXUJRDY GHELY WHIDEQ \ RXUEXGIHWIQRWP DIRQ RQ IHHV

DQG FKDU HY DQG K1Y KDQGERRN

H WKULYH RQ
HQKDQFHG VD
TXDOLW\ FI



$ GYRFDR\

&RDVWOLQN LV VXSSRUWL

DGYRFDWH RQ \RXU EHKDOI

<RXP D XWH DQIQRWP DCOGYRFDW L \ RX ZIWK <RX FDQ DSSRQAD IDP 1® P HP EHU
RUIUHQG W EH \ RXUUHSUAVHQUIMYH

$ UHSUMVHQIMYH LV VRP HRCH Z KR VSHDNV R XV RQ\ RXUEHKDO DQG GHDY' Z W DQ)
P DALY DERXW RXUG HYIEH $ J UHHP HQW

$ Q DGYRFDW LV VRP HRQH Z KR FDQ VXSSRUWN RX R

. 0 DNH GHRMRQV IRU\ RXWHD
. 0 D\H\ RXUYRFH KHDUG
. 6\BQGXS IRU RXUWKW

«  3URMADQG SURP RM \ RXUIQMUHVW

© H HQFRXWDIH \ RX \R XVH DQ DGYRFDW Z KHQ GHDIY Z MW RXURW DQVDMRQ 1L \ RX
IHHO FRQXVHG RYHZKHP HG 1QIP ICDMG  XQGHUFRQIGHQWVRU L \RX WICN DQ
DGYRFDWM Z RX@ EH XVHXO) RUH DP S®! \ RX FRX@ XVH DQ DGYRFDW 1L \ RX Z DQMAR
P DNH D FRP SOIQARUMR VXSSRWY RX Z KHQ\ RX DUH EHQ] DWHWHG IRUVHIIEHV

<RX FDQ FKRRVH \ RXURZ Q DGYRFDW RUZ H FDQ DWIMAI RX Z KHIHYHUSRWIE®! \R
IIQG RQH <RX FDQ FKDQIH \ RXUDGYRFDIM RUMRS X\VIQJ DQ DGYRFDIM DWDQ. P H
© HZ LOQRWKDUH IQRUWP DIRQ Z W \ RXUDGYRFDWM L Z H GR QRAKDYH \ RXUSHUP MRQ
\RGRWR

2 U DQVDMRQV Z KR FDQ DWIMWWZ W DGYRFDR RUSURYIGH \ RX Z M DQ DGYRFDW DUH

« 1DWRQDGPIHG&DHS$SGYRDA 3WRIWP 1$&$3 $IHEDUHS GYRFDRA # KHDAK JRY DX
« 2CHUISHVWRQV$GYRFDA 1HXRWN 2 3$1 -

« &27%

« 1HZ 6RX\W: DBV 6HIRY S5 LJKW 6 HMEH »

« &DUHY16: -



3UYDFR\ DQG
& RQI LGHOADDN

<RXU LQIRUPDWLRQ LV SUR
VDIHO\ VWRUHG HOHFWURQLFDOW
VIVWHP DQG LV RQO\ XVHG E\ HPSOR\HHV ZKR
QHHG DFFHVV

. HXVXDO® FROGPNSHYRQDAQRUWP DIRQ QUHA® IURP \ RX + RZHYHU ZH VRP R HV
FR®PA\SHYRQDOIQRWP DWRQ ILRP RKHY @\H IDP 1® P HP EHY FDUHY YRGQMAY/
HP SR HHV WKWHHY RUIRP SXETFO DYDIME®! VRXUFHV

QRWP DIRQ IV RQD FRBIPWG 1L \ RX KDYH DIUHHG R IWRU MY H SHAMG \WDWZ H
Z RX@ FR®IFW RXU SHYRQDOIQRWP DIRQ 1Q WY ZD\ RULL ZH QHHG WRUD JRRG
UDVRQ

$Q LQRP DIRQ WD XVHG E\ RXUHP SB HHV IV RQD VR Z H FDQ SURYIGH \WH EHVW
FDUH IRU\RX ,\WIV CRWP DCH DYDIDE®!I \R RXHY XQBMW \ RX KDYH JLYHQ \ RXU
SHP MRQRULL W BHTXIWHG E\ ©Z

J\VRX Z WK VR FKDQIH RUXSCDW \WH LQRUP DMRQ WWDW& RDWEEN KDV FRGRWMG \ RX
FDQ FDQ& ROVEN AUHRAW® DQG VSHDN Z W D \WDP P HP EHURUHP DIOKH FKDQI HV

$@RXUHP SB HHV WJQ D &RQIGHQIDONV $.JUHHP HQAZ KHQ WH  ABWWHP SB\ P HQW
Z WK XV FRQILP 1Q) \WDWKH Z L@QRWAKDUH \ RXUIQIRWP DIRQ



) HHGEDFN DQG
&RP SMIQW

RSHUDWLRQV KDV WKH ULJKW WR ORGJH D
FRPSODLQW SURYLGH IHHGEDFN RU WR
DSSHDO D GHFLVLRQ RI WKH RUJDQLVDWLRQ

$ OFRFHOQV WDVHG Z @EH DAAHWHG 1Q Z D\ V \WDWHQUXUH DFFHW DQG HTXIW
IDLOHW DFFRXQIBELDV DQG WDQVSDUHGR

<RXU FRP SDIQAZ I@EH \INHQ VHURXVD DQG Z I@EH IQYHWM DWG WRUIRXIK® 1Q D
P HO P DQCHU

$Q FRPSOIQAWW P DGH Z1OQRWDIHAW RXU GIYHOR VHYIFH DQG Z 1@ WHP DIQ
FRQICGHQNDO

<RX FDQ VXEP MD FRP SDIQME\ GMMU B\ HP DIO IDFH\R IDFH  YID \WH & RDWEEN
ZHEVWM B\ \MOISKRCH E\ \BOIQJ \R D WBII P HP EHU RUE\ FRP SBMZY D FRP SOIQW
WEP WRQ IRPP <RX PD. DOR FKRRWH R WDIVH \ RXU FRP SDIQMWURXIK DQ
DGYRFDW R \ RXUFKRIEH Ll SUHHWHG

<RX KDYH \WH W KVWR P DNH D FRP SDIQAR & RDWENE\ FD@R) RQ
RUE\ 1@ RX\WKH &RP SDIQN DQG ) HHGEDFN ) R DYDIDE®! RQ \WH & RDWEN

ZHEVW _FRDWEEN R DX

&RDWIN Z RX@ D@ D\ V SIHHUWR UHVROH \ RXUFRP SOIQAGLHA®  EXW RX DUH DOR
DE®I\R P DNH D FRP SOIQAR DQ. R \WWH IRTXZ 1Q) H WALDADI HQAHV

« $IHG&DUH 4 XDOW DQG 6 DIHW &RP P MRQ
« 6HARY5 UKW 6 HYIEFH »
« $IHG&DUWH?2 P EXGWP DQ-

.« $XVADIDQ+ XP DQ5 LIKW &RP P MMRQs


https://www.coastlink.org.au/our-complaints-process/

5 LJ KW DQG
5 HVSRQVIE

$V D FQHOM RX KDYH W KW DQG
UHVSROVIELOAV DQG WH QHZ $J HG & DUH
$ PWZ DV LOARGXFHG R SXWIMH W KW Rl
RGHUSHRS®! | LLAWR HQVXUH\ RX DUH WH
FHOWH RI \ RXUDJ HG FDUH

6 VWP HOWRI 5 LJKW

<RXUWI KW

. 0 DN\H\ RXURZ Q GHFIMRQV DERXW RXURZ Q @H

.+ DYH\ RXUGHFIMRQV CRMOMDFFHS\WG EXWIHVSHRMG

. * HWQIRWP DIRQ DQG VXSSRWIR KHS \ RX P DNH GHRMRQY
. &RP P XQFDWM\ RXUZ IMKHV QHHGV DQG SUHHUIHGFHV

. ) HHO/DIH DQG UAVSHRMG

. +DYH\ RXUFX@UH DQG [GHOMY UHVSHRNG

. 6\ FRQUHAMG Z W\ RXUFRP P XQW

<RXUWHVSRQVIELDAHV

. 7RHQVXUH D VDIH Z RINQJ HQVILRGP HQW

. 7R WHDWRWHUF@HQW DQG AT Z W UHVSHPWDQG G QWY

. 7R UAVSHAWKH WKW R RWHWY DQG WHUSURSHW

. 7R \DNH UHVSRQVELDWY IRUWH UAVX@V R DQ. GHFIMRQV P DGH B\ \ RXWHOD \ RXU
FDUHURUIDP 1O

. ,QRP &RDWEN R DQ FKDQIHV IQ FLFXP ABQFHY WDWFRX@ DIHPWWVHYIEH
SURYIMRQ

. ( QUXUH IHHV RAIDHG LQ\ RXUDJ UHHP HQADUH SDIG DQG \ RXUILQDQRIDORED DIRQY
DUH P HW



/ HDYIQ)

& RDVWION
6 HYIEHV

7 KHUH DUH VHYHWDOHDVRQV Z K\ KLY GHAMRQP LJKWEH P DCH

. <RX GHFIGH WDWZ H DUH CRWP HHIZJ \ RXUVXSSRWOHHGY

. <RX KDYH IRXQG DQRKHUSURYIGHUWDW RX IHHY L@P HAW RXUQHHGY EHWHU
<RX D P RYIQ) RX\WR \WH DU-D
< RX QR BQJ HUQHHG \WH VHYIEH

© H Z I@UAVSHAW RXUFKRIFH DQG ZHBRP H DQ. IXUMUH BHTXHVWMRU VHWYIEH DADQ
P H

6 KRX@ ZH EH FROMGHIQ) HOAQ) VHYIEH WY ZRXG RQD RFFXUIQ FROVXGEMRQ
Z W \ RX DQG RU\ RXUVXSSRWQHE RN 7 KHWH DUH VHYHDOUHDVRQY ZK\ \KIV P D\
RFFXU

. 7KHVHYIEH IV QR BQIHUIXQGEHG

. W QR GQIHUWKWRU\ RX

. VWY CRWP HHMQY \ RXUGHHGY

. <RXURKREFHV DQG GHAMRQ P DNQJ SUAVHQAMIMN R \ RX DQG RURWHY DQG ZH
KDYH DI UHHG \WDVWKH VROMRQY Z H KDYH FRP H XS Z W DUH QR ®QIHUZ RINQJ

JQ\KH HYHQAR \WDQVIHWIQ) \ RXUVHYIEH R DQRKHUSURYIGHU Z H Z 107 RUN Z WY \KH
QZ SURVIGHU\R SWRYIGH DQ. SDSHZ RIN RUIQRUP DIRQ UHBIYDQMR \ RXU VXSSRW
QHHOV \R P DNH\ RXUWDQVIHUDV HDV. DV SRWIEG






