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FK 3>l 4 LTKPc 1LROK>I C 3>I1" RPFKBPP ->K>DBJBK
KL

2LDBO $F@HFKPLIRREKBPP &>BREQR [JBOF@K

*LROK>I C 3>II" RPFKBPP KL A

| " #L@EO>K b3J>Il" RPFKBPP &>BREDBP ! BSFB L C

QEB ,BBSRRBL LROK>I C 3>I1" RPFKBPP ->K>DBJBK
KL A

X#E>MQBO  &LRKAFLKPA 3>II" RPFKBPP



d KL TKBO @K AFB LO PFWI@ELLPB QL ABR@FKRB LMEIFLKP

d 4EB LTKBO J>V B@DKFB/QES QEB ?RPFKBPP FP KLQQEKBO
PRG-@FBKBQROK QL>DEKQ QEB BCR QEY FP ?BFKD MR K
4EFP FP PLIBFJBPEIBOBA QL >P QEB C>BIRDLMMIQRKY
@PQ

d ! CFOJ QB3 FP ILPFKD JL¥B>V ?B QBOJFIQR QL SLFA ILPPBP
QL BP @SRLOP

d 4EB® @K ?B ILPPBP QLEARLOP QE20FKD >?LREPESFLKPL
QEBROXF LMBEQFLKP

d 4EB EOJ @K BUMBOFEE@®KHORMO@KHORMY@P M@>?1V
TE>Q JLPQ MBVIB QEFKICITEBK QBBEB-O QEB QBOUsiness
failur e ( LT BSBOQEB BFABKEGFKAR@BP QB?>KHORMQ@FBP
@KPQBRQB LK JFKLO B>PLK CO C>FIRO

&>FIRD@K QEERLB ?B QELRED IC FK QBOJE & @ @AFKD PBOFEP L
LRQ@BP PH BVMBP C 'RPFKBPP & BRO 4EBB>B BBK QFJBP
TEBK PJ>Il ?RPFKBPPTKBOP FKISBA FK > @ILPR@KPFABO QERC
PR@PPCRIQ>GP @ILPFKD 4EBK QEHDFP QEBL@IF@QFLK C
@KPFABOFKD QEB FKWREQQEB PJ>Il ?RPFKBPP TERKJFKFKD
C>FIBO>KA ?>KHORMQ@E&B OQBP C C>FR@K SO @KPFABOIV
>@IPP ABBKQ FKARPQOFBP FKRIBE GIRXBOC QEB C>FRRO
O-QBPLO PEEFEEOJIP B® E>IC QEMC GEPMLOYFLKROIP

NE:HD; JH>C:HH6>AJ®

$LK " O-AIB/ >KA #EOFP ALAB® b3J>ll" RPFKBPP RPBP
LC ">SKHORM@@RV >@ @PPB/ @L?BO

TTT P?>BR@ BAROBPB@@E-P?B  =C>l| MAC
b%NRFC>QR 3ELTP QEB 5MP >KA $IKP LC #LJIBO @F>!
#OBAR) ABKAR %NRFC>U  >@BPPB/ @L?BO

TTT BNRFC>WI@0 2 MACP

#LJJBO @F&P@3EBQ&  MAC

#E>MQBO  &LRKFLKPQ.3>I1" RPFKBPR



4EB PERKA FPPRB >PPL@&>TRQE PJ>Il ?RPFKBPP CHFIRD >
@KPFABQFLK C QEB QFJB ELGFVD>FK QEBO-G TFIAV ARBBKQ
SFBMLFIQP 4EB $K 2F80 3>Il " RPFKBPP $BILMJBKQ #BKQBO
MBPBIQR A>Q> QE» FKAF@R QE® MB@BKQ IC PJ>Il ?RPFKBPPBP
C>FI TPEFK F® \B>OP $RK >KA "O-AP@BQ BMLQB QES®
@JM>KFBP TGE BTBO QE>KT@GKY BJMILVBBP ESB LKV >
MB@BKQ @E>B@C PREFSFKLRD B>OP ?RQ LKI MBG@BKQ TFII
DL ?>KHORMQA4EB 53 " R®R LC >?L0O DOFPQF@P FRAFQES
MBO@KQ IC KB BPQ>?IFPEJBRP PRBB CO QL VB>OP >KA Q&>
KRJ?BO AOMP QL MB@KQ DL VB>OP I9BO )Q >MMBP QBE>QEB

$LK " C-AIB/ >KA #EOFP ALABY b3J>Il" RPFKBPP RPBP
LC ">SKHORM@@RV >@ @PPB/ @L?BO

TTT P?>B®@ BAROBPBG@EP?B  =C>l| MAC
$LK " C-AIB/ >KA #EOFP ALAB® b3J>ll" RPFKBPP RPBP
LC ">KHORM@@RV >@ @PPB/ @L?BO

TTT P?>B®@ BAROBPBG@EP?B  =C>l| MAC
IKFQ> #>JM?BIl b'RPFKBPP &>BRSQBPP ( FEBPQ FK
&FOPQ 4BB>OR 3J>Il " RPFKBPREBKAP *RY

X#E>MQBO &LRKAFLKPA.3>II" RPFKBPP



ILKDBO MR PRSFB QEB EEBO QEB MO?FI&Y/ LC YRO @GXQFKRB
BUFPQBB@EFP J>IBP PBKPB ?RDMFP KL DRk@QB 'KV ?RPFKBPPKQ
C>FI BO J>K \B>OP C PR@PP

Why Do Small Business &il?

4EB® FP KL JLB MRWIFKD LO @BBOQRAFBFPPRB FK QEBIE C
PJ>Il ?RPFKBPP QE>K TE@RPBP QEBJ QL C>FIBRSQEB @B@QIB
LC PJ>Il ?RPFKBPPBP FK QEREESLE V QEB BKLIF@ @KPBIRBK@P
LC C>FR@K ?B PFDKREKQ BQ QEBG-P KL ABEEAS>KPTBO QL QEB
NRBPQFLK

4E@B ?Q>A @QBDLOFBE IBRPBP C C>FIRESB ?EBK FABRFR
J>K>DBOF>| FK>MB>® EK>K@F> FKNRB® >KA BJQBOK>I Qt@P
4EB GEOPQ-RPB B6C6<:G>6A >C69:FJ6SNFP QEB JLPQBNRBIQV
JBK QFLKB @>PLK 0O €0J C>FIRO 5KA.GQRKOBY K FP >K >II
FK@IRBFBUMI>KQFLK JR@E BHBUMI>FKFKD QE>ll MI>KB @REBP
>@ ARB QL MFILQ CBFIRBO QEBOB>OP >DLGFT>P L?PBERA QE®
bTEFIB BBOLKB >DBBP QEY ?>A J>K>DBJBIKQ FP QEB MOF3IRR®
LC C>FRCKL LKB >DBBP TEXQ “?>A J>K>DBJBIQa JBKP KLO EL
R @K ?B BADKFRA BUBMQ QE>QEBLEV>KV E>P @I>MPB_QEBK
BSBOLKB >DBBP QB EI ?>AlV J>K>DBA ) T>Pc  4EFP L?PEBSQFLK
@J>FKP QORB QUA>

4EB PERKA JLPQ @JLK B UMI>KQFLK @BP>C6C8>6A >C69:FI68N

>@BPPB/ @L?BO  PJ>Il ?FWERAP @
?RPFKBPP C>BIRSQBP EFEBPQ FKE@!

4 # #>0?LKB WEB #E>IIBKDBPC 3>Il " RPFKBPP
->K>DBJBK @ ->K>DBJBKQ 7LQA KL

*LEK IODBIQF #LOMSQB #LII>MPB 4EB RPBP >KA
3VIMQLJIP . BT9LQH - @ >T ( Fll

#E>MQBO &LRKAFLKPA.3>11" RPFKBPR



LO > I>@HCLEK>K@F> BKIIQE FK F@ ! QEFOPE IC BIMI>KQFLKP
@KQBO LK EFIKIBK Q> LOMI:GC6A ;68ID8 PR@E >P > PFBERQ
AB@IFKB FK QEBME.J V

"B@RPB ® FP FIMQSK) QEY PJ>Il EOJP PR@BA KLQ C>FI>@E
C>@LO TFIl ?B AFP@RARBAB>FI [T BSBO QEBPB G@P BOKLQ
FKABMBKABK BIBJBIQP AFPQBK@O B >@E LQEBO AB@IFKFKD
B@KLJ V TFIl ABMEPP >FD® P>IBP TEF@E KBERV >@B@P >FOFP
@PE T K L TKBO TEL I>@HP QEB RKBADB >KA BMBOFBK@L
J>K>DB QEFP-@E €T MQ.?IBJ TFIl PBB EFP LO EBBOJ C>FI

->K>DBOF>| FK>NR>® FP DBKB(Y MB@FBA >P QEB J>GLOR®B
LC PJ>Il 2RPFKBPP CHIRKLOQRKOBY QEFP QBOJ RKI@>PPBP >
SBO ?@>A PR IC FPPRBR [E>P 7BK BPQFDR QE® DL QEFEP IC
PJ>Il ?2RPFKBPP C>BIRG&B ARB QL QEB ERBQBKBILC QEBTKBO
J>K>DBO 4EB FABRF® MO?IBJP @ SBO ?BESFLSI FPPRBP > [>@H
LC ?RPFKBPP PHFIIP > IS@N@F® @EKSEPHFIIP >KA JHBQFKD
JVLMF> BIRQRNEKD 8B IFJROFLK € QEBPBTKBOP TRIA ?B
MQEF?0F% (LTBSBO PLJB IFJFQQFLKP BO JBKQFLKB TFQE
MJI>0H>?IB @KPFPQBK@ >SFKD MLLOLI@RKF@QFLK PHFIIP QEF
BJMILVBBP >KA.O @RPQLJBOP >M@B QL ?B > JHBO I C>FIRO
4EB FK>?R¥F QL IFPQBK QRE@PJ LOB®SIQ SAP FP > J>BBO IO
C>FIRO>P FP QEB FKEYRIE ?BIBUF?IB FK LBQEFKHFKD

IPH J>K V PJ>Il ?2RPFKBPAKBOP TEBRQEBFO FQEB@ MI>KBEPQ
>KA QERB J>V MLFR QL QEBEBEB-AP 4EB C>FRRQL GXAR@ 00J>
MI>KKFKD J¥ ?B QEB JLPQBMRBKYV JBKQFLKE RBJ TFOE BPMED
QL PJ>Il ?RPFKBPP CHFIRSBK QEBBD:QFS I>@HT BPLR@P © FP
KLQ PROMOFPFKD FiEH E0JP QBKA QL LMQ FRRBAS>MMGO @EBP

'O >E>J "B >SBOb3J>Il " RPFKBPPREEBPP >KA &>FERO
3Q60BB@ #E>KDB KL A

3E>QK . BIQLK #BK +BV 4E@>QP QLRR@BPR . >QFLR
"RPFKBPP KL A

2L?B@ . 3Q@H DEV. BT " RPFKBPPBP &$RK >KA
" -AP@BQ BMLQP KL A

X#E>MQBO &LRKAFLKPA.J>II" RPFKBPP



QL MI>KKFKD &LOJ>I >SMMO@EBP QL MI>KKFKDP®BK >P > BPQB

LC QFJB LO QEB>® PBK >P QLL QEBBQF@® 4EB BKA BPRIQ FP
QE® J>KV PJ>Il ?RPFKBPPTKBOP C>FI QLKER@ 0J>| PQENBB@
MI>KKFKD FK > 3RFKDRI BV )K C>@ J>KV C>Fl QLK@AR@ >K
MI>KKFKD LQEBOP M C>FI QLK®R@ LMBQFLK>| MI>KKFKD PR@E
>P J>O-BQFKD PQBBBP 4EB BSFABKER>MMBOP QL @M/ FKAE@B

% 4F?78P bB>1l" RPFKBPP ->K>DBJBK !. LOJ>QHS
IMMQ>@E FK 3>11 " RPFKBPBOPME@HE? B 0BQBO
'LO? 0 EFIIFM $LBIlI >KA BQBO 7FIPLK ,LKALK
I0JPQQ@KD OR?IFPEFKD *FJ" QTK " RPFKBPP
'OLTQE !@FLK €F ,LKALK +LD>K 0>DB
#EOFPQLMEBO /OMBREBB@ I6KKFKD 3@®KFKD
|@QFSIFBP >KA QEB &FK>K@PSDI>K@ LC J>Il &FOJIPc
*LROK>I C EQBB@ #E>KDB KL A
3>KAG ( LD>@QE 3@F +REWK 7 >QPLK >KA .F@ELI>P
7FIPLK b$L 3J>I1" RPFKBPP>-8 QL 00@H&E»>0HBQFKD
QL RGFB >KA'OLT ¢ ->OHBQFKIXRBIIFDBR@KA
O0I>KKFKD KL A
P>F>E ! [EB>H >KA #EOFPQLMEB® RIB
b%IQQBMBKBROF>REEBPP LO &>FBR@BK 9B>0P >QBO
"RPFKBPP 1R8I KL ( >KP*0IBRKBO
b3QERBB@ "BESFLO FKI3Il >KA - BAFRJ 3F\BA &FOJP
0BIFIFK>Q#LKPFABQFLKPLROK>I C J>II " RPFKBPP

->K>DBJBK Q KL A
2F@EAC LKH [y EV 33>l " RPFKBPPBP &4
->K>DBJBK Q KL IKLK VJILRP bALM

$B>AN -FPQ>BP 0O 3>l " RPFKBRPOBBK KARPQOMQ
KL
2R?FH Q>JF>K >KA B>l 2 6>K:>KQB #LK QFKRFKD

#E>MQBO &LRKAFLKPA.J>11" RPFKBPR



QE® > PJ>Il EOJ QB TFPEBP QL ?B BRRPCRI BBP QL KLQ LXI
ABSBILM >K FRIF>| PAABB@ MI>K ?RQ >IPKAR@ >K LKDLFKDINGBPP
LC POQBB@BKEN > QELRLE MI>KKFKD

>K V J>K>DBOP AL KLQ 8 QEB >?RIFQL @6@YV PBIBD PQSC
LO J>K>DB QEBJ /QEBO J>K>DBOF>I C>FIFKDP>SEMEB ?B FK
IFJRQFLKP FK QEB QRKI®| B9 LC J>OBQFKD &>FIFRDJP QBKA
QL FDKBOQEB @ESRKD ABJ>KAP C QEBFO @RPQLJBOP QEEKD
QE® @K E>SB ABS>PQOFKD @EDP 4EB C>FIBA)L RKABOPQ>KA QE>
@RPQLJIBOPIBB >KA ?BFKD >?IB QL >A>MQ QL BE®K@RPQLIBO
KBBAP LGDBK IBAP QL ?RPFKBPP CBFIRO

4EB PERKA J>GLO @PB IC PJ>Il ?RPFKBPP CHIRPDRK>K®
&FK>K@F>ILMBJP C>ll FRL QBB @QBDLOFBP R0 &E CT
SKA EK>K@F>1 J>K>DBJBK7EBK > EOJ ?BBKP LMBQFLKPQ>@RM
R TFIl BNRA® @MB>| 5KOMRKOBY J>K V PJ>Il 2RPFKBPPTKBOP
FKBF\ RKABBPQFJ9B QEB >JLRKIC GMB>| QE»PELRIA ?BS>FI>?IB
@O LMBEFLKP 4EFP J» BJMI>FK TE JLPQ PJ>Il EOJP QE» C>FI

%AREDFLK ! 68> KDBAFBR) IC QEB R@BPP 0>Ka 00
" RPFKBRPLROK>| C 'RPFKBPP >KAIK@F@ BPBE
KL A
4 #>07LKB b&LRO #LJJLK ->K>DBJBK Q &>FIBO KA
( LT QL ! SLFA 4EBJc ->K>DBJBKQ 7LOA KL

N
IKLK VJLRP BALM $B >AN -FPQ>BP 0O I>I
" RPFKBRPOBBK XARPQOIQ KL
2R?FH Q>JF>K >KA B>l 2 6>K:>KQB #LK QFKRFKD
%AREDFLK ! 68> KDBAFBK) IC QEB R@BPP 0>Ka 00
" RPFKBRPLROK>| C 'RPFKBPP >KAIK@F@ BPBE
KL A
( LT >Q@\ 5MQLK b->K>DBJBIQ -FPQ:BP FK > BT
" RPFKBRP >QFLK>IBQOIBRJ. BTP KL

X#E>MQBO &LRKAFLKPA.3>II" RPFKBPP



AL PL TREFK QEBGP@ICVB>OP C QEBFCB@GELK 4EB C>MBRQL
PQ>@ TRE PRE@FBKEME>! 8K ?B WOF?ROBL QEB FK>QFIEC
QEB [KBO QL X@RF® QEB KB\BA @MB>l Q @K >IPL ?B ARB QL
QEB TKBOR C>FIR@L PRE@FBK MI>K I8 EFP LO EBEM@>! KBAP

( B® TB PB QEB MLPPF?IRBR@FLKP >JLKD QEB J>GLMRRBP C
@0J C>FIRGHPE QLT J>K>DBJBK Q E>P 2BK FABRFR >P > MOFJB
@RPB (D C>FIRO 'LLA @>PE QLT J>K>DBJBK Q FP BPREFILO
QEB PRBS| LC >K EOJ ?RQ PJ>IIRDIP FK MOP@RIIRPQ MY
@ILPB@®BRFLK QL QEFE@BIRP 3>Il ?RPFKBPPBP JRPQSBBM >KA
J>FKQ>FK BXEDFS EK>K@FAKQOP PR@E >PBAK) @KQDP  &LO
SBQO PJ>Il 2RPFKBPPBP QEFRPQOBP KX ESFKD >KTIKBO TEL E>P

>Q IBPQ > CRKA>JBI| C>JFIFSDAE >@RKQFKD >KAIKCK®

)K >AABFLK QEB PJ>IF@) TFIl KBA BREBO >K FK ELRPB LO >K
LRQPLR®A >@RKQ>IQ 5KA.GQRKOBY J>K V LTKBOP C>FI QL\CRII
RPB QEBFA@RXQ>IQPa SK@QL J>K>DB QEBFO ?RPFKBPPBP

2R?FH Q>JF>K >KA B>l 2 6>K:>KQB #LK QFKRFKD

%AREDFLK ! 60> KDBAFBR) IC QEBR@BPP 0>Ka 0O

" RPFKBRPLROK>| C 'RPFKBPP >KAIK@F@ BPBE

KL A 10 QERO 2 $EELI>P >KA 7FIIF>J "

&BABK?BOBOH@@RKQFKDBRAP LC B 37>l

" RPFKBRRIEB #0! * LROK>l KL A

2LDBO Q. TK b+BBMFKD #L®0 LC 2RO #BARX - LQLO

4C-KPMLQQFLK MOFI

IOQERO 2 $&ELJ>P >KA 7FIIF>J]" &OBABK?BOBO

H@@RKQFKDBBAP IC B 3J>II" RPFKBRRIEB #0!

*LROK>I KL A

(RIE- / a.BFIl >KA®@? $RHBOb3RGFSI >KA &>FIBFK

3J>11" RPFKBRPLROK>I C 3>I1" RPFKBPP ->K>DBJBK
KL A

IOQERO 2 $&ELJ>P >KA 7FIIF>J" &OBABK?BOBO

#E>MQBO &LRKAFLKPA.3>11" RPFKBPR



4EB I>PQ J>GLO Q@ FABRRR TRQE QEB C>BIRCC PJ>lI
?RPFKBPPBP FP QEGBBK>I BRIKIJBKQ 4EBB FP > MLQBRM
FKEKGB IFPE@ LGRPBP ?RQ QEBBLIF@ BEFIKIBKQ QBKAP QL ?B
JLPQ MOJFKBKQ (B® >D>FK ELBSBO confusing >MMBOP QL
ABP@OF?B QEB IFPQ 3DIBB-QE} B KLIF@ @KARFLKPLEQOF?RQB
QL ?BYBBK MBQ@KQ >KA MB@BKQ IC PJ>Il ?RPFKBPP CHRRO
FK ABGD GKQSAF@FLK QL QEB ?BIFBQ DE>DBOF>| EXI@B QBKED
FP QEB J>GLOR@B 4T L B@QKLIF@ JB>PRBP >MM® QL €&aD
C>FIRMQBP RBBPQXQBP TEF@E >MBIBL ?B @FBL ?>KHORMQ@FBP
>KA QEB RKBIJMWBKQ 6QB TEF@E >MOB QL ?B AFERL
AFPI@QFKR>B@ 4EB MLQBBF>| FIMSAC QEBPRIBBOK>@KLIF@
S>OF>?IBP JER ?B QE» PJ>Il 2RPFKBPRKBOP KBA QL ?B EFEBO
MI>KKBO QLEBO MLOBK>IL@QFKDBK@FBP LO IR@HV

%BK IFBK QEBI@CRPFKD >KA PLQBJBP I@CF@FKIBORIQP TE
@BPM@D QL C>FBRRK PJ>Il ?RPFKBPPBP PLIBJEK QEBJBP @K 2B
FABRFR 4EB B>PLKP IO C>FIRC>Il KL QBB ?Q>A @QBDLOFBP
J>K>DBOF>I FK>MB>® GK>KB® >KA BISFIKJIBK Q> 4EB FK QROK
E>SB PLJB @KPFPQBK JBKQFLKS C>@LOFPEB Q>?IB ?BIL 4EBPB
C>@LOP PELRIA ?B BBB >P T>OKFKD PFDKP_A>KDBEP>QEY KBA
QL ?B SLFAB FCDR TFPE QL PSEB !IQELRIE PJ>Il ?RPFKBPATKBOP
@KKLQ AB@Y >B@) BRFIKIBK Q> GKARFLKP QEBK G@DKFB/
QEB MLQBK>| M@BJP QEX) QBBJFDEQ ?0FKD 4EFRQBFII MOFAB

H@@RKQFKDBBAP LC B8 3J>11" RPFKBRRIEB #0!
*LROK>I KL n

*FJ % BB >KAPFEK 7 >QPLK hB>Il" RPFKBPP &>BRO
>KA %UQBOK>| 2FPH)RESE31>I1 * RPFKBPP EK@IF@P
KL A

*FJ %BB@ >KAFEK 7 >QPLK hB-Il" RPFKBPP &>BRO
>KA %UQBOK>| 2FPH)XSE31>11 * RPFKBPP K@IF@P
KL A

X#E>MQBO &LRKAFLKPA.3>II" RPFKBPP



DRFA>KE@LK ELT QEB PJ>Il ?RPFKBPAKBO @K JFKFJF® QEBPB
QEB>QP QERCE MQ>@FSIB>ABOPEFM
, :6BHDCHDG B6AA JH>C:HH6>AJG

' 6C6<G>6AE69:FI68N >C6C8>6/£869:FI68N MI:GC6A 68IDGH

d &>FIRBDFK MI>KKFKD
FKQF>1 P@RM MI>K
>KA PR?PBRBK)

MI>KP
d )KBUMBOFEKTQE
J>K>DFKD ?RPFKBPP ¢ T d $LTKQROK FK
LMBSQFLK : B@KLJ V
g d )KPRE@FBIEKIF>I
g %}T_BLO FEPQE® d ﬁ'yA%j'nggLK ‘ éiFl;lf]}:AIIDLVJBKQ
dmceon ¢ FRES,, o Zeibe
d &>FIROQLPBHLO 9 - LQRPFKD d 0QAR@ LO
®PMLKA QL @B@FP)  >@RKQ>KPa PBOF@KL
d &>FIRBQL IBOK FKPRDP ILKDBO ABFERO
COIM>PQ Co>Fp 0 JK>ABNRGOE @iR>I 2V @RPQLJIBOP
>@IRFRIFLK :
d )DKLOFKD @RPQLIBOPa O REREL d 5KJ> Q@E>?IB
d ;(DBEﬁSFKD d &>FIRDQL ABI TFOE C@L)SBN'I:EIBDSQFLK
B OMBOBELK EK>K@F> FPPRBP | QIME
2 2?2
d &>FIRDQL ABDPYC b%?SEEQ”-RQ\” d $FP>PQBO
@RPQLIBO ?>PB
d &>FIRDOL FKKQB
d KBB@S
J>OHBQFKD
PQEDBEBP

5IQFJI>QBY ?RPFKBPP C>BIRBI ?B > @M>KV PMEDF@L@?FK>QFLK
LC CX@OP LKRLO > @IM>KV QE® ABBILMR >K XQBOKB
FKODJ>QFLK JLKELOFKD IMB@ 00 FKRQRQFLK>ISBRQLOP FK
C>FIB ?>AN /KB L C QEBL@RKABOP FABKR QEBLOLTFKD P8BK
JFPQ>BP QEY TB® J>AB JLPQ LC TEF@E@?B IFKBA QL J>K>DBOF>|
FK>ARR>®

2LDBO %BB?BO b- LKRQLO !0 LPQ -LGQBJ_4ROKFKD
&>FIRDFIQL ,B>OKFKD->HFKD ) IRDRPQ

#E>MQBO  &LRKFLKPA.3>I1" RPFKBPR
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Key Takeaways

d 4EB® FP KL RKBSP>| ABRBFLKLO PJ>Il ?2RPFKBPP RBEP
( LT BSBOJ>K V PJ>Il 2RPFKBPAKBOP FBPR@PP >P QEBFO
LTK FKABMBKABR@

d 4EB C>FIBGQBPLO PJ>Il ?2RPFKBPPBB SBAB SKIFKD 4EE®
FP KL IGXPBKPRP

d 4E®B ?Q>A @QBDLOFBE C{ROP BWMELREQ QLI@QOF?RQB QL
PJ>Il ?RPFKBPP C>BIRGK>DBOF>| FK-MB>® GK>K@F>I
FK>ARR>® >KA BJQBOK@BP JLPQ KLQ>VIQEB BKLIF@
BKSFIKJBK Q

>@BPPRB *RKB E @M TTT J>HFKFKIS@J
3J>I1" RPFKBPP ®BMBKBRG QLY &>FIRBEQJ

X#E>MQBO &LRKAFLKP@ 3>II" RPFKBPP



Evolution of a Small Busiaes

33>l ?RPFKBPPBR. FK >1l PE>MBP >KA BPWKB QEFKD QEXEB

>/l PE>B ELT BSBOFP BMBOFBEK@RQE @JLK MO L?IBJP QEX) >OFPB

>Q PFJFI>0 PQ>DBP FK QEBEE DRA LD>KFV@FLK> BIRQFLK

0BAF@>?1B MBBOKP>® ?B PBK 4EBPB M®BOKP bQBKA QL ?B

PB\RBIQF>| L@RO >P > EFGDEF@MODBPPFLK QB>FP KLQ-MRI
BSBOPB >KA FRLISB > ?Q>A GKDB IC LO>KFVQFLK>| QBSFBP >KA
PQOR®BR: 4EB FKARPQUFE @@IB >AAP CFEBOLEMIF@QFLKP
4EB PR@PP C >K PJ>Il ?RPFKBPP TFIl ABMBKAQR F?RFQL >A>MQ
QL BLIRQFLKXO@E>KDBP>®E C TEF@E TFIl ?B @EBBOBA?V
AFBBKQ BNRFEIBKQP LMMODBRKBFBP @E>IIBKDBP OFPHP
FIQBOK>| >KAUBBOK>| BEQP 4EB ABFPFLKP QEBA QL ?B J>AB
>KA QEB MORMKBP QE>B BPQ>?IFREBFII ARBO QERLCE QEFP
BSLIRQFLK

Stagps of Gowth

5KABOPQ>KAFKD BBBAA 7JH>C:HHDLG: HI6< :H @K ?B FE>IR>?IB
>P > COBTLOH CO >KQF@RFKDBBLR@ KEBAP >KA MOIBJP
>PPBPPFKD OFPH LBJRGQFKD ?RPFKBPPGEBBPB D B>IRXQFKD
>KA BPMLKAFKD QL QEB FME@ KB Q>U (LT BSBOQEB DJQE
PQ>DBP TFIl KLQ ?B >MWIB@L >Il PJ>Il 2RPFKBPPBRR®PB KLQ
>l PJ>Il ?RPFKBPPBP TFIl ?B ILLHFKD QL DQPFKBPP R@®@P FP
@JILKI V >PPL@®3 TRQE DA QE >KA EK>K@F>| MBOSK@ ?RQ

HO D>KFVDFLK>| ,BGV@IB K@ >@BPPR/ @L?BO
T TT FK@L@ BK@V@ILMBFLO D>KFVQFLK>I IBC
@@IB 8JI

#E>MQBO  &LRKFLKPA.3>I1" RPFKBPR

>KA



QEBPB BO KLQ K@PP>OFI PVKLKJLRP_BPMBFM CO PJ>lI
?RPFKBPPBMBLMIB ?B0.JB ?RPFKBPPTKBOP I ARBBKQ B8>PLKP
PL GRADJBBP >?LRQ QEB @®® C QEBFO ?RPFKBPPBRB:BI>QR
QL >K LC QELPEBPLKP ! @I>PPF@ PQR¥ #ER@EFII >KA BP
FABRFR ¢8 PQ>DBRCLPJ>II ?RPFKBPPLDQE BJFPQBB@RSFSI

PR@PP QB @ >KAEPLR@ J>QRQF %>@E PQ>DB EXP EK

@E>IIBKDBP

d -16<:# M>HI:C8: 4EFP FP QEB PBBIFKD 4EB ?RPFKBPP FP RM
>KA ORKKFKD 4EB MORIMD?IBJP TFIl ?B L?Q>FKFKD
@RPQLJIBOP >KA BPQ>?IFPEFKD > @RPQLIBAR@BKEO
MQAR@P LO PSEEP >KA G@HFKD >KBK@BOFKD®E C.T
4EB L>KFVQFLK FP PFIMIBQERQEBIKBO ALFKDIBMQEFKD
FK@IRAFKDB@N PRMEBBPFKD > PJ>Il KRJ?BC PR?LAFKSBP
3VPQBJIP >KA0J>I MI>KKFKD AL KLQEPQ 4ER@I>KV
PQEDBU Staying alive 4EB @JM>KFBP QEPPQSFK ?RPFKBPP
JL SB QL ®>DB))

d -16<:## - JGKKBA 4EB ?RPFKBPP FFATKLSF>?IB LMBQFLK

"+ LQE/>KA' ' - BBARE bBIXQFLKPEFMP >JLKD
/TKBO ->K>DBO 0 BOPLK>I8IRBP 'RPFKBPR)Y®QBBBP
>KA %IQBOMOFBBIBJ>K@c LROK>I C 3>I1 " RPFKBPP
>K>DBJBK Q KL A

. BFI # #ER@EFII >KA @FKF>, ,BIFP BEB &FB 3Q>DBP
LC 3>I1" RPFKBPP IOQEC ( >(5>Q\ " RPFKBPMHBSFB

KL AA

. BFI # #ER@EFII >KA @FKF>, ,BIFP BEB &FB 3Q>DBP
LC 3>I1" RPFKBPP IOQEC ( >(5>Q\ " RPFKBPMHB3FB

KL A A

$>08Il :>ELOPH\W&FKA 9RO 'RPFKBPP F-EV@ I8
>@BPPB/ @L?BO  P?FKCLOJ>QFLK >?LRQI@@P
J>OHBQFKD> E  QJ

X#E>MQBO &LRKAFLKPA.3>II" RPFKBPP



4EB® >B BKLRE @RPQLIBOP >KADE® ?BFKD R)FF@\ TBII
BKLRIE CO QEBJ QL POFFQE QEB ?RPFKBPP 4EBIEKVR

C.@! MLFR PEB® QL QEBIYFLKPEFMPBBK BSBKRBP >KA
BUMBKPBP /TKBOP TFIl ?BK@BOKE TFQE TEBQEBO QERK
DBKBEDB BKLRD@PE FK QEB PELORK QLB ESBK >KA @S8O
QEBEM>FOBMI>@JBKQ IC ?>PF@ >PPB-KA TEBQEBO QEB
@K DE) BKLRP @PE @.T QL PQ#FK ?RPFKBPP >RKXK®

DQTQE QL BOK >K @KLIF@ BQROK LK >FBB >KA I>?L@EB
L>KFVDFLK> PQQRE®J>FKP PFIMIB (BIB PVPQBJIP
ABSBILMJBKQ FPSFABR &PE DB@PQFKD FP QEBRP C 00J>|
MI>KKFKD >KA QEBKBO PQFII ORISBBQEFKD

- 16<: ### - J88:HH  4EB ?RPFKBPP FRIRL@KLIF@IV

EB>IQF >KA QEBTKBOP >®@KPFABOFKD TEEBO QLIBODB
QEB @M>KV CO DOTQE LO [@BXPFABO QEBI@>KV >P > JB>KP

LC PRMMQQ@O QEBJ >P QEBR\FPBKD>DR.LQEB @IM>KV

4EB® >B @ L QO@HP TFEFK QEB RBREP PQ>DB 4HBOEQ-@M FP
QEBHJ88:HH <®LI= HI7HI6<: TEB@B QEB PJ>ll ?RPFKBPP
LTKBO MRIIP >Il QERJ@>KV BPLR@P QLDBEBO >KA OFPHP QEBJ
>Il FK EK>K@FKDLDQE 3/PQBJP EFKPQ>AE FQE ICE@FKD
KBBAP FK JFKA /MBSRFLK> MI>KKFKB®&PBP LK ?RADB
3Q60BB@ MI>KKFKDFREKPES-KA QEBIKBO FP AN

. BFI # #ER@EFII >KA @FKF>, ,BI/FP HEB &FB 3Q>DBP
LC 3>11" RPFKBPP IOQEc ( >G>\ " RPFKBPBZFB

AN N

. BFI # #ER@EFII >KA @0FKF>, ,BI/FP HEB &FB 3Q>DBP
LC 3>11" RPFKBPP IOQEc ( >>@\ " RPFKBPB3FB

N N

3EFEKKB "VOKB b%JMLBOFKDIZII " RPFKBREKKREY
*RKB >@mBPPB/ @L?BO
FKKRY YMBM>AL@ FKKREY=BJMLT BOP=PJ>1I=?R

CF8 PQ>DBPCEQJI

#E>MQBO  &LRKFLKPA.3>I1" RPFKBPR



FISLISBA 4EB J>K>DBJBKQ P@B FP CRRELK>l ?RQ QHEKBO FP
>@FMSFK >1l ME>PBE QEBL@M>KVE ?RPFKBPP 4EBARA
QO@H FP QEMBS:HH 9>H:C8<:B:C | HJ7HI6< TEB®B
J>K>DBOP QBH.SBO QEBTKBOR LMBERFLK>| ARQFBP >KA QEB
PQBY C@RPBP LK J>EXFKFKD QEEJRE-NRL #>PE FP
MIBIQFCRI PL QEBM@KYV PELRIA ?B >?IB QL J>EXFKIPBIC
FKABTKEBY ?>00FKIBBOK>I BRIKIBK Q> @E>KDBP 4EB
LTKBOP ?BKBQ FKABRBBY CJ QEB MLRGAS@PE @.T LO
MBM>B CO > P>IB LO > JBBO4EB GCOPQIMBPPFLK>| J>K>DBOP
> EFBA >KA ?>PF@ICG-K@F>1 JMBRFKD >KA MR@FLK
PVPQBJP BFK MIED

-16<:#0 .6@D; 4EFP FP > @RP®QFJB FK SL@M>KVR IFE
4EB ?RPFKBPP FRERB-KD FK@SPFKIY @IMIBU 4EB ITKBOP
JRPQ ABDFAB HLQL DOT G>MFA >KA EIT QL EK>KBQES®
DQTQE 4EBB>® Q L HBV NRBPQFLKP  #>K QHBRO
ABIBDSB BPMLKPFT#BL LQEBOP QL RBBA>K>DBOF>|
BB@MSKBPP  7FIl QEBB?B BKLRE @PE QL R3FNQEB
ABJ>KAP LC DITQE 4EB LOD>KFV@FLK FP @BQOIFBA >KA J>V
E>SB PLJB AFSFPFLKP FK BI@E LMBS)FLK>l MI>KKFKD >KA
PQENBBE@ MI>KKFKB 2B8FKDI@AR@B >KA FRLISB PMB F@
J>K>DBOP ¢ QEBTKBO OFPBP QL QEB @E>IIBEDEPQE B @K
?B@JB > SBY PR@PPCRI ?FD ?RPFKBRL.QGFEK RPR>\ ?B
PLIA >Q > MR

-16<:0 , :HDJ®@:' 6lJG3IN 4EB @IM>KV E>P >O@AS)Q E>P
QEB PQ@GEKARK>K@FBRLR@P QL BKD>DB FIQABIB
LMBEQFLK>| >KA PQBB@ MI>KKFKD 4EB J>K>DBJIBRQORK®

. BFI # #ER@EFII >KA @0RKF>, ,BITFP HEB &FB 3Q>DBP
LC 3>I1" RPFKBPP IOQEc ( >(>@\ " RPFKBPBIFB

N AN

. BFI # #ER@EFII >KA @FKF>, ,BIFP HEB &FB 3Q>DBP
LC 3>11" RPFKBPP IOQEc ( >G>\ " RPFKBPBZFB

AN N

X#E>MQBO &LRKAFLKPA.3>II" RPFKBPP



FP ABBKQSIFBA TRQE BMBOFERAGPBKFLO PQ>EKA |
KB@PP>0OPVPQBJP BGK MISER4EB LTKBO >KA QEB ?RPFKBPP
E>SB PBM>QR ?LQE EK>K@F#HKA LMBEDFLKM 4EB
@K@OKPQ QEFP PQ>EBQIO @KPLIFASB >KAIE®QO QEB
TK>K@F>I D>FKR@ESS ?BBK ?QRLEQ LK ¥ QEBXMFA ROQE
>KA  OBQ>FK QEBSAQ>DBC PJ>I| PBB\B D BPMLKPB
GBUF?R¥ >KA QEB E)8MBKBROF>| PNFUFQEB BBMBKBROF>
PMFQREK ?B J>FKQ>FKB QEB®FP > PG MO?>?FI&Y LC
@KQFKRBDOTQE >KA PR@PP ¢ KLQ QEBIEI>KV J>V GKA
RPBIC FK >®BE LPPF@QFLK 4EFP @ROP TEBK QBE® > [>@H
LC FKK®QFLK >KA OFBHGPFLK QEFK QROK TEK@OF?RQB QL
PQ>IIBLO E>IQBDQTQE 4EBPB B0@JILK QO>RP FK 1B
@OMLEQFLKP

Organizational Life Cycle

3RMBOFJMLRBLK QEB PQ>DBE PJ>ll ?RPFKBPPLDQE FP QEB
DE6C>0BDC6A A>8NBA: )& > @K@MQ QB> PMBF@INV
>@HKLIBADBP QE» LO>KFWQFLKP DL QROE AFG®KQ IBC@@IBP
GRPQ BFMBMIB AL B4EBV >B ?LOK BPQ>?IFPERO COJBA QEN
DQT >KA ABSBILM QEB®>@E JQRQF QER ?BIFK QL ABIFKB >KA
>DB >KARK>N FK J>KV @PBP QEBAFB 4EB @E>KDBP QE:@RO

#>0QBO @ >J>0> b">PF@ /BEFB L C /CD>KFWBFLK>I

,FB #V@I1BP>@BPPR/ @L?BO

EQ@M J>K>DBJBKQEBIM IBDLOD>KFWFLKIFMB

@/@IBP@J

O D>KFVWQFLK> ,BGIV@IB XK@ >@mBPPB/ @L?BO
T TT FK@L@ BK@QV@ILMBFA.O D>KFWFLK>| IBC

@@IB BJI

#E>MQBO &LRKAFLKPA.3>11" RPFKBPR



FK LO>KFV@FLKP B8 > MBAF@>?I1B MBDBOK >KA QEFP BAB@>?RI¥
TFIl ?B B EBINMRI FKLOJRISQFKD QEB L@QEEP >KA PSOBBBP
LC > PJ>Il ?RPFKBPP >IQBOFKD J>K>DEGBHARBO FABRGKD QEB
PLR@BP IC OFPH >KA J>KEHD LD>KFVQFLK>l @E>KDBB @RPB KLQ
>II PJ>Il ?RPFKBPPBPB>DLHFKD QL IDO ELTBSBOR) FP IBM QE®
J>K V PI>Il @IM>KFBP TFIIBD>FK PFIMIBRAKFVQFLK>1 PQQREP

&LO QELPB PJ>Il ?RPFKBPPBR sHl LHFKD QL DO QEB JLSB COJ
LKB /,# PQ>DB QL >KLQEB@ROP @RPB QEBRT ?EY BBK QEB
LAD>KFVPFLK >KAQP BBFIKJIBK Q FP PL FKMNFBOQB QE»BBEBO QEB
LAD>KFVQFLR BG-@FBKEKALO BAB@ASKBPP FP PBORLREVI>FRA
LO QEB DBKFVQFLR B PREFS| FP QBSRBKB 0@BPPROTFII @B
COJ @E>KDBP FK QEBQRB >KA KRJ?BO C BNRFEIBKQP

LMMLQRKBFBP >KA GEQP
&LRO /,# PQ>DBP>@ ?B L?PBEBA ?FQE VRQE JFAIBC >KA
J> QRQF )K QEB7>GI= 88A: > PJ>Il ?RPFKBPP TFIl 8> BV

2L?B@ % 1RFKK >KA +FJ #>JBAX b'O D>KFWpFLK>! ,BC
#V@IBP >KA 3EFKD #QBOFE|I%4B@YFASKBPP 3LJB
O0MBIFIFK>0%SFABR@->K>DBJBK Q 3@FBE@ KL
A

O D>KFV@QFLK> ,BGIV@IB XK@ >@BPPR/ @L?BO

T TT FK@QL® BK@V@ILMBFALO D>KFWFLK>I IBC
@@IB BJI 9>PE 0'RMQ> >KA $SFA # 7 #EFK
'O D>KFV@QFLK>| ,BGV@IB | 2BSFB >KA 0QLMLPB
SF@A@FLKR.O BPEWME 4EB -FA! QI>IQF@ROK>I C

"RPFKBPP KL $B@BJ?BO A

HO D>KFVDFLK>| ,BGV@IB K@ >@BPPR / @L?BO
T TT FKOL@ BK@@ILMBFLO D>KFVDFLK>I IBC

@@IB 8JI

#>0QBO @ >J>0> b">PF@ /BGFB L C /CD>KFWRFLK>|

X#E>MQBO &LRKAFLKPA@.3>II" RPFKBPP



PFIMIB LD>KFV@FLK> PQQR® LKB FK TEF@E QEEKBRO ALBP
BSBOQEFKD 4EBO-B BT FC >K PR?LOFK®OBP P QEB ?RPFKBPP
JL SBP QHE®LCE QEBNDJI= 8N8A: >KA QEBB>9A>; 8NSA: JLOB
PLMEFPOE@ PQOREBP TFIl ?B >ALMAB>KA RQELQF TFIl ?B
AB@KQOIFBA QL JFAAIB >KA IT BOB SBI J>K>DBOP @ QEB6 1JG3¥N
8NBA: GOJP TFIl ABJLKPSOB PFDRBRQV JLOB @K @OKIM FRBOK>|
BT-@FBK@KPQ>Il JLB @KQD JB @E>KFPJP >KA IMEBPPBP >KA
?B@JB SBY ?RB>R@MF@ 4EBOG LQEBCBEIRBP >P BIl QEQ
@E>C@)BOBWQEB JISBJBKQ IC >K LD>KFV@FLK CD ?FOQE QL
J> QRQF TEF@E BPRJJ>OFBA FK QERILTFKD Q>?IB

)G <6C>0BDC6A &N 8A: :61JG:H

F® #V@IBP>@BPPE/ @L?BO
EQ@M J>K>DBJBK QEBIM IDDLOD>KFVQFLKIE®

@@I1BP@J

#E>MQBO &LRKAFLKPA.J>11" RPFKBPR



' >0A3,

6 1JG: >Gl= N8A: 2DJI= N 8A: Neve ' BIIGIN N 8A:
=] 3351 - BAFRJ >®B 6B I>DB
"REBRE@MF@ . LK?REBR@EF @B?RB-RADF@ R@>R@@F@§E%R@@F@
%UQBKRFSROE
$FSFPFLICL /S BO-MMFKD  3LJB SKV PJI>Il GL2P >KA
1>72L0 Q>PHP ABM>QIBKQP  ABM>QJBKQP J>K V
ABP@OFMQFLKP
#BKQOIFWGFLK /KB MBOPLK ORIBAT L IB>ABOP 4AE|\L/|>QJBKQ 4LM J>K>DBJBKQ
ORIB e EB>SV
OLIF@ >KA
&LOJ>IFWQFLK . L TORDBK ORIBREET ORIBP MQ@ARB  %UQBKREES
J>KR>IP
)K@BPFKD
IAJFKFPO@Fs SB@BR>VOKL -~ JK@BPFKD ¢ mppr ks | >@B JRIQFMIB
MQBPPFLK>I  @IBOF@KA
FIQBKRY PO Dot KAPQEC  ABM>QIBKQP
PRMMI@®
#LK QDI
PVPQBJP FK  %UQBKES
)KQBOK>| LKeuFPomK  #ORAB2RADB  MI>@ MI>KKEKD
PVPQBIP : SKA FROJ>QFLK ?RADE EK>K@F>1 >KA
MBQOJ>K@ MBOPLKKBI >AAB
@MLQP B@
&BNRBK) £ IT BO
, QB8] QBJP saMIBABOP  SLIBRPBLC - \nepin o moH
Q>PH.Q@®BP 0O . LKB Y FIQBDELOP o
@LOAFKOFLK SKAQ>PH  Hh o vy

3LR@®B FK QERICKLQBP

2F@EAQ $ >@ /CD>KFVQFLK>! 4HEY >KA $BPFDRQ
O>RI -. 7 BPQOR?IFPEFKD  >P@&FK #>QBO
- @ >J>0> b">PF@ /BGFB L C /OD>KFVQFLK>! ,BC
#V@IBO>@BPPB/ @L?BO

EQ@M J>K>DBJBK QEBIM IDDLOD>KFVQFLKIE®
@@IBPE)

X#E>MQBO  &LRKAFLKPA.3>II" RPFKBPP



| PJ>Il 2RPFKBPP TFII BbVP ?B PLIEEB@ LK QEB [ # @ KQFKRJ
"RPFKBPP R@@P TFIl @BK ?B ?>PBLK B@DKFWFKD TEBQEB
?RPFKBPP FRR®B >ILKD QEY @KQFKRJ >KA >ALMQFKD PQBBBP
?BPQ PRB. QL QEY MI>EFK QEB/@IB

Industry Life Cycle

4EB FKARPQOFRE @@IB FP >KLQEBO AFJBKPELWRI>II ?RPFKBPP
BSLIRQFLK TEF@EBAB QL ?B RKABOPQLLA >KA >PRERCEK @M@
TFQE QEB PQ>DEPRAJ>Il ?RPFKBPPLDQE >KA QEB,/# !ll PJ>II
?RPFKBPPBPLI@BQB FK >K FKARPQSKA QE® FKARRQOFII
BUMBOFBK®@ IFE @@IB GRPQ >RPAR@P >KA IID>KFVQFLKP AL
IQELRIE QEE®J>V ?B LSB@>M FK QEB K>JBRIQEB # PQ>DBP QEB
JB >KFKD >KA FIMIKEFLKPQ B @E PQ>DBAFBBKQ

4EB>C9JHIGI A>8N8A: #& BBOP QL QHEK@FKRI >ILKD TEF@E
>K FKARPQG®P ?LOK DI J> QRBP >KA BBKQR>W BUMBOFBBHD
AB@IFKB >KA QEBK AFBP !IGELREB M®BOK FPBNE@>?IB QEB
ARGQFLK C B@E PQ>DB FK QEBEEFP KLQ 4EB PQ>DBPEB P>JB
@O >ll FKARPQOFBP %BY BKARPQOFII BIMBOFBK@EB PQ>DBP
AFB®KQY 4EB PQ>DBP TFII I>PQ ILKDB®ICB >KA M>PP NR~MAD
LQEBOPSBK TRQEFK QEB P>JB FKARXQFLRP PJ>Il ?RPFKBPPBY J>
CKA QEBJIPSBP %) ARBBKQ IBC@@IB PQ>DBP( LT BSBOKL J> @BO
TEBM > PJ>ll ?RPFKBPFKAP@PBIC >ILKD QEB @ KQFKIR] QEB
PQEBBE@ MI>KKFKO QE> ?RPFKBPP TFII ?BEBIGBA FK FIMLQ>IQ
T>VP

@@ OAFKD QL LKB PQRREB )# @E>QR LK QEB ?>PFE IQEB DIRE
LC >K FKARR@OP>IBP $80 QFJB >® ?B L?PBSBA >P ESFKDLRO
PQ>DBP QBAR@FLK DOQE J>QRQF >KA AHDIFKB 4EB

bKARPQQOF® #V@IB XK@ >@BPPR *RKB
TTT FK@QL@® BK@V@ILMBFFKARPQOIFB @/@1B BJI

#E>MQBO  &LRKFLKPQ.3>I1" RPFKBPR



>QGDYJBI>DC HI6x GKAP QEB FKARPRIGPP FKCIK@QELRIE R
FP MLPPF?IBOC> PJ>Il 2RPFKBPP QL ?B >ILKB FK QEB RKARPQO
@BPRIQ T ESFKD ABBILMB >KA FRDAR@A PLIBQEFKD RBQL QEB
J>OHBQMI>E QEFP FP KLQ QEB RRFR®FK 4EB ?RPFKBPPR@EED
TFIl C@RP LK FERPFKD QEB RKFNRBKBRER MIR@ LO QEB BE@
QL > PJ>Il DCRM IC @RPQLIBORIJEK! V BBOBA QL >P FKELQLOP
LO BV >ALMQBOP ! PFBEKRQ >JLRKQ IC GME>| FFBIRFEA 0Q GOP
>@ RPR>\I KBDOABCO ?LQE QEBM@I >KA QEB FKARPQO

4EB <@LI= HI6<: FP QEB @XA ),# PQ>DB 4EFP PQ>DB >IPL
@BNRFEP > PFDIKEEQ >JLRKQ IC @MBE>I ?RQ FKRERFKD MOR®@
PQ>KAABWOFLK J¥% IB>A QL BLKLIFBP IC P@B QED TFIl FK QROK
FK@SPB MAQ>?RI¥ 4EB PQOQBBAL@RP FPIMB@ ABBKQRIFLK
TFQE >K FKBOB C@RP LKBPMLKAFKD QL @RPQLJBBPKBKA
FIQBBPQPKDBKPBLAMBQBFLK TFIBBRIQ >P JIEDKB @.JMBQBLOP
GLFK QEB FKARP®Q J>KV EOJP TFIl ?B MAQ>?IB 4EB ARQFLKC
QEB DOQE PQ>DB TFIl ?B FKARPBOIBKARK

4EB B61JG3IN HI6< TFIl PB PLJB @JMBQBFLK CD I> QB
BKQSKQP QB> TFIl QOQL QEHJI>OHBQ PEDST>V CO) B UFPQFKD
@JIM>KFBP 4EFP JKP QE3 QEB JH@®QFKD BCD JRPQ I®QFKRB
QL C@RP LK MER@ LO PBE@AFRBBKQRIFLK 4EMOTFII ?B BT BO
G0JP FK JORB FKARPQOFBP PL QELOEPEEEB TFIl 2B I>DBO >KA

O D>KFVDFLK>! ,BGAV@IB K@ >@BPPB / @L?BO
T TT FKOL@ BK@/@ILMEFLO D>KFVQFLK>I IBC

@@IB 8JI

HO D>KFVDFLK>| ,BGV@IB K@ >@BPPB / @L?BO
T TT FK@L® BK@@ILMBFLO D>KFVQFLK> IBC

@@IB BJI

HO D>KFVDFLK>| ,BGV@IB K@ >@BPPR/ @L?BO
T TT FKOL@ BK@/@ILMEFLO D>KFVQFLK>I IBC

@@IB 8JI

X#E>MQBO &LRKAFLKPA.J>II" RPFKBPP



JLOB ALJFK>KQ ->KV PJ>Il 2RPFKBPPBPVJL SB FIQL QEB>RHP C
JFAPFB/LO ?FD ?RPFKBPPBP

4EB 9:8A>C: HIbs L@DROP FK JLPQ FKARPQQFEPVQIEGV
QOFDEBO?V > MDAR@ LO PBE® FKKB>QFLK QB>BKABOP QEB
FKARPQQ.?PLIE)B 3>IBP TFIl RRO >KA QEB ?RPFKBPP DLEPL FK
AB@IFKB 3LJB I@VI>KFBP TFIl 6B QEB FKARFQERQ LQEBOP TFII
MBJI>FK QL I@MBQB FK QEB PJ>IIBO BBQ 4EB PJ>IIBO ?RPFKBPPBP
J>V ?B JLOB >[FIB 100 @MBQFKD FK >@B-KFKD FKARPARQ QBB
TFIl KEBA QL @BCRY COJRI>QB QEBFO ?RPFKBRPEEBE QIBO>FK
SF>?IB

Key Takeaways

d 3J>Il 2RPFKBPP J>K>DBJBK PELRIAL@PFABO QER DQE
PQ>DBP QER# >KA QEB )# FK BP MI>KKFKD

d 4EB® >@ €8 PQ>DBRIPJ>Il ?RPFKBPALDQE BJFPQBE@
PRSFS| PR@PP Q8L T >KABPLR@ J> QRQF 4EB PR@PP
PQ>DB FK@IRABPRR?PQ>DBPLIQE >KA AFPBKD>DBJIBK
IPPFE@QFLK J¥ BPRIQ FC >QRBPJ>Il ?2RPFKBPP ILPEPF
BKQBMBKBROF>| PIQRSXA ?B.JBP JLO B OFPHSBOPB

d 3LJB PJ>Il 2RPFKBPPBP J#KLQ ?B ILLHFKD QLDCL QEB
J> V ®BJI>FK FK QEB FS&S| PQ>DB

d 4EB/ ,# OBBOP QL QHERO PQ>DBE ABBILMIBKQ QEY
LAD>KFV@FLKP DL QROE ?FQE VRQE JFAIBC>KA J>QRQF

d 3LJB PJ>ll PRPFKBPPBP J PQF @HYEFQEEBSY PFIMIB
LAD>KFV@FLK> PQQRREP ?EZRPB QEB>B KLQ RBBBPQBFK
DQTFKD QL QEB MQFREBB JLOB @IMIF@QR PQOREEP >B

/O D>KFVDFLK>| ,BGV@IB K@ >@BPPR/ @L?BO
T TT FK@L@ BK@V@ILMBFLO D>KFVQFLK>I IBC
@@IB 8JI

#E>MQBO &LRKAFLKPA.J>11" RPFKBPR



@BNRABA

d 4EB),# FP QEB QFJBK@FKRIJ >ILKD TEF@E >K FKARPGP ?LOK
DQTP J> QRBP ARIFKBP >KA AFBP

d 4EB® >® CRO PQ>DBP FK QEBF}QDAR@FLK DOQE
J> QRQF >KA ABBIFKB

The Big Wo: Customer &ue and Cash
Flow

#1 Ceating Customer &ue

K . >QE>K (KT BGBO TP >K BIMIMVBB >Q LKB C QEB IDBPQ
BPQROKQP LK #LKB PI>KA_?RQ EB E>A > SFPFLRFKD EFP BRC
B@FMB EB >KA EFBTMBKE > ELQ ALD PQ>K/B (?BIFEBA QES QEB
@J?FK>QFLK € > ?BDBQ>PQFKD ELQ ALD >KA QEBIKA@B@E>IC
QE® IC EFPL@BQBLOP SP EFPB@FMBT PR@PP B T>P TQKD
5KA.OQRKOBY CO . >QE>K 5MQLKFK@I>PGALHThe Jungle > AB@AB
?BC®B E>A J>AB QEB MR?IF@ PRPMF@RIRELPQ JB-Q MAR@P

. >QE>K AFP@B®A QES EFP R}F| ?RPFKBPP JLABIPTKLQ TQHFKD
#RPQLJBOP>SRBA Q>PQB >KAR® ?RQ QEBIPL SIRB\ QEB NRAF
LC > PECMOAR@ 4 @QKSFK® @RPQLIBOP QEEFP ELQ ALDB®
P>8 EB PB)REA PEBCO| AL@LOPa PIL@HP >KA EXAMMESTB>0 QEBJ
4EB PFEQ IC BL@LOP¢ EPRIFKD >QE>K ELQ ALDP B8 @RPQLJBOP
QEB BQOS>IRB QE3 QEBKHBARA )Q T>P >Il >?LRQ QEB MEBOQFLKIL
NR>I6Y )C AL@LOP B® B-QFKD QEB ELQ ALDF/ QRIBQ ?B /+ 4LASV
QEB®>B LSBO  LRQIB QP PBBKD >QE># ELQ ALDP

*LEK ! *>HIB >KA BRE ! 3@RIIB &>PQ &LLA ">IQMLO
*LEKP (LMHFKP 5KBORY 0®BPP A

X#E>MQBO &LRKAFLKPA@.3>II" RPFKBPP



)K MOFK@FBUBIDB:G K6AJ: FP > BV PFIMIB I@@MQ Q FP QEB
AFG®K® ?BJ BBK QEB ?BKEIP QB>> @RPQLJIBBEEFSP A0 >
MQAR@ LO > PBE@>KA QEBLEQP >PPL@B>TRQE L?Q>FKFKD @E>
MQAR®@ LO PBE@. DIGA 8JHIDB:G 7:C:;> BBBOP QL QEB @HRBA
JLKBQ>0 SIRB IC QEB ?RKAIBCLBKLIF@ CRK@®LK>l >KA
MP@®ELILB@ ?BKBE)P @RPQLIBORIED @0 > MCLAR@ LO > PBE@®
?B@RPB IC QEB MAR@P PBB@P MBOPLKKBI >KA FJ>DERISRA
. DI6A 8JHIDB:G 8DHIQEB MEBFBA ?RKAIB IC @PQP QE>@RPQLJIBOP
BUMED QL L@RO TEBK QEES>IRXQB L?Q>FK RPB >KA AFPMCPB L
QEB M@R@ LO RPB QEBSTHE® FK@IRAB JLKB-Q QFJB BKEW >KA
MP@®ELILB@ @PQP )K PELQ © FP >l >?LRQ TEX@RPQLJBORDB
>KA TE>Q QBBE>SB QL BS RM

K @>IKY QEB @MFLK C @RPQLIBGIEB TFIl SI>VP ?B >
@E>IIBKDB_MIP@RIMOB@RPB® >IJLPQ F1>VP KBAP QL ?B ABER
LK QEB @RPQLIBQBOJP . LKBQEBIBPP bQEB KRJ?BO LKB DC>I L
?RPFKBPP PELRIA ?B QIUFJFVB @RPQLJBO-IBB >KA PQBFSL
FK@SPB SIRB @KQFKRLRRL L > EOJ J>UFJFBP @RPQLJIBOIRB
@I>QFS QL @MBQBLOP PREPP TFIILOLT )C > BOFP MDAR@P ®
SFBBA >P @KSBVFKD ®IB @RPQLIJBORB QEBFOJ TFIl BBKQR>W
>QOMEV/ >KA C>E| 4EFP TFIl G)>FXI?B QORBEQEB PJ>Il ?RPFKBPP
QE® FP JR@E @ILPB@PI@RPQLIBOP QE>K QEBIROFKBPP

OEFIFMLQIBO >KABSFK >KB ->OHBQFKD ->K>DBJBR)
5MMBO 3>AAIB 2BS.* 0 B>OPLK OBKQH&( >II

( 7 ERBIL@H h{ QL #@B>QB #RPQLIBORE: B FKB
IOQF@IBP -&IE >@BPPR / @L?BO
BWFKEBDF@IBRI@( LT QL #OB>QB #RPQLJB6 >IRB
FA

%>0. >RJI>K #OB>QFKD #RPQLJIBOIRB 4EB G-QE QL
3RPQ>FK>?IB #LINERFS!A SSKQ>DB BT 9LOH &BB
0BPP

#E>MQBO  &LRKFLKPQ.3>I1" RPFKBPR



4EB PJ>Il ?RPFKBPPTKBO KBAP QL ?B QEFKHFKD >?LRQ @RPQLJBO
S>IRB BB AV TE>Q FPAB®A KLT ELT FQ @K ?B J>AB ?BRBO

>KA TE>Q QEBL@MBQBFLK FP ALFKD@EP@BOFKD JLB® SIRB P

FP KLQ>BV?RQ® FP BPRER>| !ll 2RPFKBPP@EPFLKP TFIl >AA QL LO
ABQO@ QO QEB S'IRB QEY @K ?B LAB®@A QL QEB @RPQLJBA/RO
MQAR@ LO PBE@FP MBBFBA QL IGBO JLB S IRB QE>K QEIC QEB
@JMBQBFLK MR TFIl DB QEB P>IB /QHEB®B VR TFIl KLQ OB QEB

P>IB

#2 Cash Flow

- LPQ MBMIB TLRIA ABEKB PR@®PP TOE BPM@ED QL MJQP LO P>IBP
4EFP JFPPBP > @@BMLFR 4EB PR8BS| LC > BOJ EFKDBP KLQ PL
JR@E LK P>IBP LO IMIQP >IQELEOQEBPB BGSE>N FIMLQ>Q >P
R ALBP LK QEBQP >?FW QL JEBQ BP RK>K@F>! L?2IBPLKP !RDJ
JRPQ IBOK QL MRBOY J>K>DB BF86H= AR ABEKR >P QEB JLKB
@JFKD FIQL >KAICTFKD Q0 > ?RPFKBPP 28RPB @PE FP JLB QE>K
HFKDIt is a firm & lifeblood. !P QEB .LAQE $H.Q> 3>Il " RPFKBPP
$BSBILMIBKQ #BIQBO MRQ B&>FIB@L MMB MI>K @&PE @ T FP
LKB LC QEB $BFKD @PBPLD PJ>Il 2RPFKBPP C#¢RO

IK RKABOPQ>KAFKO &PE @.T OBNRFEP PLJB RKABOPQ>KAFKD L
>@)RKQFKD PVPQBJIP 4EBG @ L Q/MBP X®E ?>PR >KA >@OR>I
)K > 86H=76H:9 688DJCI>C<PVPQBJ P>IBPB-@@BA TEBK \LR
@B@FB8 QEB JLKE/ 4EFP YMB C PVPQBJ FB>IV JB>KQ 0O PJ>lI
GOJP TBE P>IBP QLQ>IFKD IBPP QE>K JFIGBGJ6A 688DISC<
PVPQBJP \? @KQEPQ OPVPQBJIP QES@RP LK JBPROFKD INIQP
4EBV >PPRJB QE>TEBK R J>HB > P>IB MR >B M>FAQ QE> MLRK

b7 EV P #>PE &IT 3L ) JIMLOQ>IQ ¢ . LAQE $-H.Q> 3>
" RPFKBPP $BILMJBKQ #BIQBO >@ @PPB/ @L?BO
T TT KAP?A@ IDOC>N ABCRIQ >P)$

X#E>MQBO &LRKAFLKPA.3>II" RPFKBPP



( LT BSBO>IJLPQ >Il EOJP J>HB P>IBP LK ®XR) >KA QEB>IPL J>HB
MR@E>PBP LK EB® !AA FK QE»P>IBP BCPBIAL] @KPQ>® >KA
WLR ?BIFK QL BBELT B>PRI >KA I@BK @E FKCTP >KA LRQCTP
@K C>Il LRQOLPVK@ 4EFFK@AR®@ > EOR A>FJ>WN TEF@E FP
P >?MF QL M# BP ?FIIP %RPFLK QBBICTFKD PBK>OFL ! FDJ
DBKBEDBP BIBKALRP P>IBP\? RPFKD>BV @AK) QBOJP  MEBKQ
ALTK >KA LKB \B>O QL W>QEBEI>FKFKD MB@BKQ (LT BSBOQEB
@0J MROE>PBPF JXQBOF>IP RKABE@E@EBAK) QBOJPK)>K >@OR>!
>@)RKQFKD PVPQBJ QEFEQREMMB QL MOR@ PFDKFREKQ MAQP

( LT BSBOQEBRDJ J>V ?B RK>?IB QL M30P ?FIIP >KA P>I>ORBREFP
Q/MB C RFROFLK QEBG M>QF@RIMQEB PJ>IIKDJ @K B>PRI C>FI

4EB® >B LQEBMEPLKP TR/ @PE T FP @OF@V FIMLQ>K &FOJP
KBBA QL ESB QEB JLKB/ QL ?R KB J> QBOF>IP LOMB-KA K >AABDFLK
GO0JP PELRIA 58 @PE S>FI>?IB QL JBQ RKBMEDR @KQFKDBK@FBP
LO FEBPQJBK) LMMIQIRKBFBP

6H= ; AR B6C6< :B:C | BNRFEP > CRQRQ@RPB LOFBROFLK
9LR E>SB QL >RF@EB>VRO CRER@PE FHCTP >KA LRQCTP >KA
TE>Q >@FLKPLR J>V KEBA QL Q:B4QL MEPBEB \LRO IFNRIBARLASV
BSBK QEB KLKBJMNBB EOJ @K ?BIFK QEFP L@PP TOE PFIMIB
PMB>APEBQ PCY >® 3IFBQV I>ODBORDJIP @RIA LMQLO QEB RPBO
ABAF@DR PLCY >@ K BRPEBO>@B @PE QLT >K>IVPFPBNRFBP QEB
LTKBO QLL@RP LK QEB CRQRA@ QL ABBILM BB@FRSMI>KKFKD PHFIIP

#>PE QLT J>K>DBJBK Q >IPL FKISBP >@F&FBP PR@E bRIBKPB
@KQO B@FS?IBP J>K>DBJBKQ FEBKQLY @KQD >KA ABBILMFKD
> @ILPBBDQFLKPEFMQEF @JBO @F>| IBKABOP 4EB PJ>Il ?RPFKBPP
LTKBO KBAP QL QEFKH >?LRQ QEBPB QHEWPA® 4EBFO
@BNRFBIBKQP J Q>U J>K PJ>Il 2RPFKBPP LMBOOP ?RQ QEEB
BPPBRF>| PHFIIP

d ME:CH: 8SDCIGDAGBNRFEP [TKBOP LO LMBQLOP QL QEFKH FK
QBOJP C @KPQ>RY PBHFKD LRQB@FBK@FBP +RA @
@®AR@FLK PSEBBEBP

d , :8:>K67A:H B6C6<B:C | CQ@P ITKBOP QL QEFKH >?LRQE@L
T >IH QEB ABI@ ?>I>K&ILC IGBOFKD @RPQLIBOP QEBRBKBC

#E>MQBO &LRKAFLKPA.J>11" RPFKBPR



@BAR TEFIB @EKD QIB@FS QEB M&JBKQP >P NRF@HIV >P
MLPPF?IB 4EB@K RPB QBEKLILY >KA B ?RPFKBPP QIMBRB
QEB @PE FKCT

d %@@HBHCK:C IDAN 8DAGDAQEKPIDBP K. >K RKABOPQ>KARKD L
QEB 8A6HH>;>86>DC HNHI:B PLQFKD SBKQLY 7V 3.IRJB
>KA SIRB >KA ABYQBOJFKFKDARID NR>BBFBP >KBMABO
MLFRP KBSE>W >KV PBOFLREPKBFABQFLK C FEBKQLY
J>K>DBJBKQ IBAP LKB QL QEB PQR® bIBKC
MEFILPLMEFBESC >CK:C IDGN B6C6<:B:C | BBOP QL
>MMC>@EBP QEE@RP LK JFKFJFWFKEBRRLY 2V BIFJFKOFKD
>l PLR@P IC T>PQB ,BK FISBKQLY J>K>DBJIBKQ FKED>V
IB>AP BP M@BFLKBOP QL >ALMQI:M@®@PP AOBS SFBL C
QEBRDJ >KAGP LMBQFLKP

d , >PQ4 >MBRFLK QI>@E GLT J>K>DBJBK Q B@DKFBP QB
QEB®J>V TBII ?B MBOFLAP TEBKR& LRQICTP TFIl BU@BA @PE
FKILTP 9LR J>V E3SB QL RPBL@IBO @F>! IL>KAFJ>IN AD6CH
MIBADFKD MEPF@>PPBPL® @GPE >KALO IFKBP C @aK)
4EBPB J5V KLQ 7B GB®A ?V > IBKABOQ QEB AR LC > ES
3J>11 RPFKBPP TKBOP KBA QL >IQF @ ENB-QEBPBRE PELQC>IIP
>KA PELRIA >BSAV E3SB >K BPQ>?IFPEBLOHFKDBEXQFLKPEFM
TFQE > @JBO @F>I IBKABO

| PJ>Il ?RPFKBPP KB\P QL ?B NM@Q>?IB EBO QEB ILKD QBOJFEFF
DLFKD QL PS&B ( LT BSBOQEFP @BJBP MQ?IBJ> QF@ FC QEB ?RPFKBPP
FP KLQ DBKBBKD BKLED@PE QL M5BP BV LK > A>K ?>PFP

#>PE QLT @K ?B > PFDKALQEB BBEQE_LO MBKAFKD-@B_IC > PJ>I

">O -FKKBY b$LKaQ 1RBPQFLK QGER.PQ>KBLC #>PE
&ILT ->HFKD > 0Q.G0 P QEB 'L>I 2RQ $V QL $>V #LPQP
-RPQ "B - BQ FK /@BO QLBBM > 'RPFKBPPIC-Q 4EB
)KABMBKABK @ -> V >@BPPR/ @L?BO

E @M TTT >QF@IBPBWEREAJ ALK Q
NRBPQFLK QEB FJN®®@L C@PE QLT

X#E>MQBO &LRKAFLKPA.3>II" RPFKBPP



?RPFKBPP 4EB BBQL BKPROQE® GPE FP M@BY J>K>DBA JRPQ
QEBBLGB ?B > QLM MOFYGEO QEB ?RPFKBPREFP FP TE @PE
QLT FIMIF@QFLKP JRPQ ?RK®FAHB TEBK J>HFKD >Il ?RPFKBPP
AB@FPFLKPBB&®EFKD TFII ?B >RE @.T C>@LO LKB ¥V LO QEB LQEBO
&®A 'AIBO > SBKQRB @MB>IFPQLRIA KLQ ESB P>FAF?BDBO TEBK
EB P>FA bfMMFKBPP FP > QEB@PE C.T ¢

Key Takeaways

d 4EB @B®QFLKC @RPQLJIBEIRB JRPQ ?B > QLM MAFLOE PJI>I
?RPFKBPP 4EB PJ>Il 2RPFKBREBD PELRIA ?B QEFKHFKD >T.RQ F
BSBY AV

d #>PE QLT FP > EO® IFB?ILLA 7FQELRQ > MIgHS@PE CL.T >
PJ>Il ?2RPFKBPP-EKLQ PFBBB !ll ?RPFKBPP ABFPFLKP TFISE>
>K FIM>@ LK @PE @.T_TEF@E FP VEPJ>Il ?RPFKBPAKBOP
JRPQ QEFKH >?LREBY AN

d | @PE ?>PR >@)RKQFKD PVPQBJIEPJ>I| GOJP TBE P>IBP
QLQ>IFKD IBPP QE>K  JFIIFL@O@&>! @ERKQFKD PVPQBJP
JB >PRB MOGQP FKPQBL.C GPE

* A:6H: :B6>A 6N :G®G >C |=>H Q DG HI7H:FI@ 8=6EI:GH ID $HDC
C9:GHDC 6 ?6HDC 6C9&DC @J :9J

">OW -FKKBY b$LKaQ 1RBPQFLK QERPQ>KBLC #>PE
&ILT ->HFKD > 0Q.G0 P QEB 'L>I 2RQ $V QL $>V #LPQP
-RPQ "B - BQ FK /@BO QLBBM > 'RPFKBPPIICG-Q 4EB
)KABMBKABK @ -> V >@BPPB/ @L?BO
E @M TTT >@F@IBPBWFRB@J ALK Q
NRBPQFLK QEB FJNM:B®L C@PE QLT
&@A 'AIBO 1IRLQXQFLKPLH @.J >@@PPB/ @L?BO
NRLQ> QFLKP?LLH.® NRLQB

#E>MQBO &LRKAFLKPA.J>11" RPFKBPR



2. Chapter 2 - The Quest for
Value

Defining the CustomerO
Coneept of \alue

)K QEB NBSFLRP @E>MQBQBO $ORBIH>KA 7 %A >G\ $BIFKD
MI>@A QEB @RPQLJIEDQEEBEQBOC QEBFO RHREFLKPL.QEB MROMLPB
LC > ?RPFKBPP ¥ERPB QEB @RPQLJBO >P ?BEKQEBL@ LC QEY
MROMLPB@EBO QEK@RPFKD LRKSK@F>| 3BRBP PR@E >PLIIOQ
MBQROK LK SBPQJBIQ 2/) LO PESBELIABOPBFIQE $ORBERILIF@
T>P QEY FC > ?RPFKBPP AFA K:QB@9O PRE@FBKKRJI?BO C
@RPQLJBOP QEREBO TLRIA ?B > MAIQ TRE QEB ?RPFKBPP $BJFKD
>MREA QE® ABIFEYFKD @RPQLJIBORIA ?B@.JB QEB ?>PFRC QEBJ

QL @KPFPQBK BQROK >KAWEIQ TLRIA BKPROQES QEB ?RPFKBPP
TLRIA EsSB > EFEBO MO>?FI&/ LC PREFSFKD FK QEB ILKD QBOJ 4EB
@IBBPQ ¥V LC ALFKD QE>FP \?» C@RPFKD LK USBAFKDLRO
@RPQLJBOPQE > @ PBKPBOLSIRB 4EFP BJME>PFP LKRB TFII
MQAR@ BAKLIF@ ?BKBOP '>IB #LKPRIQFKEI>FKP QEB KLQRLK L
S>IRB QEFP>V b)C @RPQLJIBOP aQKEBDLLA SIRB A0 VLR QEB

TFIl PELM 3®KA QL RKA > ?BDBO ABc | OB@KQ PQRAMRQUFQEFP

b7 EV #RPQLJIBO RFPCRIELK &>FEIRPIB #LKPRIQFKD

X#E>MQBO 4EB 1RBPQ@6>IRB



T>V MEBPB EOJP ESB ?EBBK PR@PPCRI&? @KPFPQBK @BQFKD
PRMBOFLEIHIDB:G K6AJ;_ >KA MQGQFKD E>KAPLMBICO) QE>Q
@RPQLIBGIRR:

3QOKD BSFABKEEFKAB@BP QEQEFRR@RP LK J>HFKD QEB @RPQLJIBO
@KQSI QL ABKFKD QEB ?RPFKBPIIIBP KX BLKLIF@ PR@®PP
)Q E>P 7BK BPQFRR QE® QEBLEQ C D>FKFKD >TK@RPQLJBO
LSBO BR>FKFKD > @RQ@@RPQLJIBO FP > JRIQRMEBL 4EB @PQP
LC BD>FKFKD > ARPFER @RPQLJBCSRO QEBLEQ C BQ>FKFKD >
@RPQLJIBOB-QBK QFJBP >P JR@E. > HBV NRBPQFLLOC-K/ ?RPFKBPP
QEBK ?@JBP b( LT ALBP LKB QEBK DL >?LRQ J>HFKD QEB @RPQLJBO
QEB BXQBOC LK ?RPFKBPP ¢

What Is \dlue?

)Q FP BPREK>| QIB@DKFB/QE® SIRB FP KLQ GRPBNVEOIRB FP >
JR@E OF@EBRB@MQ &RKA>JEP-N QEB KLQFLICI@RPQLJIBSIRB
FP C3FO?>PF@ >KABISDFENV PFIMIB QL RKABOPQ>KAT BERO
FIMIBJBKQFKD QEFRK@MQ ® MOSB QL ?B @IBKALRPV
@E>IIBKEKD Q FP > @E>IIBKDERRPB @RPQLIBOIRB FP EEN
AVK>JF@ >KA>® @E>KDE.@ > SORY LC B>PLKP FK@IRAFKD QEB

>@BPPB $B@J?BO T TT D>IBRKPRIQFKDI®
FKAB MEMMQFLK @=@ LKQBK SFB >0 QF@IB FA

) QBJFA
'B LADB $V >KA #EOFPQFKB.OJ>K 3QEQBN CLJ QEB
/RQPFABK . BT 9LQH - @0 >T ( FIl +FKAIB %@FLK

A

&LABO ->PPKF@H 4EB #RPQLIB@%/ ( LT QL - B>PRB
7 E>Q QRO #RPQLJIBOPSKQ >KA ->HB 3R@ 4EB/ 'B Q R
. BTOLOH 1J>@LJ

#E>MQBO 4EB 1RBPQ@6>IRB X



QIILTFKD QEB ?RPFKBPR/J®E>KDB BIBJE QB>>B FIMLQ>IKQ
QL QEB @RPQLJBIRB @@RIRFLK @RPQLIBOBBBE@P >KA
MB@MQFLKP ¥> @E>KDBSBO QFJB >KAL@MBQBLOP J¥ @E>KDB
TE>Q QBBLEBO QL @RPQLJIBOP /IRELO RQBP QBR>QEB @E>IIBKDB
FP QLRKABOPQ>KA QEB@YE>KPKD @RPQLJIBMKB >KA FKKE>QB
QL DSRQRCQELPB KBB\Pc

4EB PFJMIB BOPFLKQ QEBLE@BMQ C @RPQLJIBOIRB FP Q@>
FKAFSFAR>IB>IR>QB QEB M@BGB8A ?BKB®P C PLIB MAR@®@ LO
PBSF@& >KA QEBK L@M>CB QE® TRE QEBFO @BBA @PQ C
>@RFOFKD QEAAR@ LO PBE® )C QEB ?BKBP® LRIBFE QEB I@®Q
QEB M@R@® LO QEB BB® FP QEBKB¥>P O@HAS 4EFP IB@MQ
FP @QBK BMBPPR >P > PQBEQLD >@\ BNRXQFLK QE>IB>PRBP QEB
AFBB®K@® ?BJ BBK QEBPHE Q S>IRBP

8JHIDB:G K6AJ: E:G 8:>K97:C:;> IHV E:&B:>K9 8DHI
*:G8:>K9 DHI K :GHIJH *G8:>K9 :C:;> IH

3RAE>H>0 ">I>@E>KKOBEB #RPQLIBO #BROR®F
#RIQRB $OFBOPLO RPQ>FK>?|BLIEY: #LROPB
>K>DBJBK Q KL

X#E>MQBO 4EB 1RBPQ@6>IRB



3LJB OBPBG@EBOPUBIBPP QEFP FAE @RPQLJIBOIRB KLQ >P >
AFBBK® ?RQ >P »>QFL C QEBPB QC>@LOP %BEBO SV K) KBAP
QL ?B RKABOPQLLA@@RPQLIBOP AL KBSREQB QEBPB Qb@P FK
FPLIOFLK 4BBES>IR>QB QEBJ TBE BPM@ED QL QEBEMVEBDOFLKP >KA
QEB @MBQBFLK

&FOJP QB> MGSFAB BSQBO @RPQLJBORB BI5QFS QL QEBFO
@JMBQBLOP PELRIAJEED QL MBEFEBO BSBKRBP >KA PRMBOFLO
BQROKPL2BA) 'RWBII >KA "C-AIB/ '>IB OBMLQFKD LK LKEFIAFKD
FK QEB QOQ JM>@D QEACE ->0HBQFKD@SQBY PQRA > J>PPFB
BPBGRE MGRED FRLISFKD  ?RPFKBPPBP PEBA QES EOJP TBE

- #EOFPQLMEBI&QJ " CKA 6>IRB QL #RPQLJIBCG-HREC
*LROK>| C ->OBQFKD 6@HAR!MMIFB ->O HBQFKD
3@FBIB@ KL

#E>MQBO 4EB 1RBPQE@6>IRB X



PRMBOFLO @RPQLIERB SRQMBOC QEBFA.@IBQBLOP LK 2J >KA
J>OHBQ PEDD>FKP

'FSBK QEFP FIMREK® B FP @B® QL RKABOPQ>KA DE3>HBP
RM QEB MEBBFBA ?BKBE)P >KA QEB MBEBA @PQP FK QE®BB IC
QEB I@PRJBO 4EBPB @QF®FPPRBP §MOAR@A > @KPFABOIB
7LAV LC BPBG@E 3LJB LC QEB J>GLO QEBJBP FK @RPQ:AED S
>@ BSLISFKD >KA QEBGP KL RKBOP>! @PBKPRP LO HBOBKQ
LK >l >PM@DP C ABGKFKD QEBPE.@JMLKBKQP &FOPQ BEED
>MMC-@EBP QEMCSFAB OF@EBR)>FIB >KA >@ABJF@INV CSL@BA
ABEKBFLKP LQEBOPSW@B PFIMIBO >KA B ®IO@F®ABEKBFLKP
4EBPB IDBO ABKBFLKP QBKA QL ?B LKBR) QB> @ILPBO QL QEB
>CMBIBKQFLKS BNROQFLK >MM@E TEB® @RPQLIBOB>BRQB QEB
?BKBE)P QEBD>FK CDQEB MR@E>PBBOPRP TE} & @QP QEBJ
QL MR®E>PB (T BSBOLKB FP PQFIIQBRE QEB FPPRBAABIRGKD
QEB PNBF® LGMLKBKQP C QEBPB ?BRBE >KA L@QP K) ILLHFKD
>Q QEB ?BKBE MI@FLK C QEB>IRB BIR®QFLK JLPQBOB@EBOP
GKA QE» @RPQLIBOBAB ABEKB QEB ?BKBE I@MLKBKQ IC SIRB
"RQ QEBCPQFII FP KLK@BKPRP >P QL TEPMBF® HKBP PELRIA

7B @KPFAEB 0>G1 STLOPHF >KA@FKKFP PMEDIF&\ QEBB
?2Q.>A YMBP C KBAP |C @KPRJBOP QE-ABBOJFKB LO FINP-8IRB
MQSFAB &8 @YMBP C SIRB >P AFA ZLA>II >IQELRB EB AFA

2L?7BM@ $ " RWBII >KA "CG-AIB/ 4 '>IB 4EB 0 )-3
OOFK@FMIBRKHFKDQ@ERBN QL BOCGDJI>K@ . BT 9 LAH
&@®@B 0BPP

# 7 E>K 0@ "BOK>®* *>T LOPHF >KA $B?:D*
>@)KKFP 138QBB@ O-KA #LK@MQIPDB ->K>DBJIBK @
*LROK>I| C ->OHBQFKD 3B QE .BTJ>K >KA
'OLPP * >DAFPE . 3BQE 'OR®@®) . BTJ>K >KA
">0?>0, 'O LPP #LKPRIMQFLK-RBP >KA ->0BQ
#ELF@ 4EB.OV >KA IMMIFQFLKRFK@FKRF [

3LRQHE BPQ OR?IFPEFKD

X#E>MQBO 4EB 1RBPQ@6>IRB



KLQ FABXSCQEB P>JBRB S-IRBP 4L >AA QL QEBKECRPFLK B>Q\

A FABRFEB QEBB C>@.OP TEFIB 5/>D> PMBF&
BFEQ @DBDLOFBE ISIRB >KA 'BKQFIB MFIIBO-KA . L@F
JBK QFLKB PFU L@MLKBKQP C SIRB 3JFQE >KA #LIDOB
>@BIMQB QL MISEEQEB AFP@RPPELERPQLJIBEIRB FK > MDJ>QF@
@QKQBIQ QBE>JFEQ >FA MA@BFLKBOP AEBABRFR CRO QVMBP C
S>IRBP >KAR® PLR@P IC SIRB 4EBFO MROMLPR DL MSFAB:b
QCRKAQFLKLO JB>PROFKD LO >PPBPPHRB @QFLK PEUBEBR
)K PLIB LC QEBPBLIHP QEBL@MLKBKQP LO AFJBKPFLKE SIRB
PFKDRIND@KPFABO QEB ?BRBCPFARCLQEBNRQFLK TEFIB LQEBOP
FK@OMLEDB @Q AFJBKPFLKP >PQIEDSIRB

&@J QEB PQ>KAMIEIC PJ>Il 2RPFKBPPBP TERBKPB-@?B J>AB

ALKV 7 LLA>Il BLK@MQR>IFPF&ERB CO QEB
#RPQLJBOa 'K @QOF?RQFLKSIOBIRE) >KA $FPMLOFLK>|
IK>1 VPFR!@ABJV LC ->COHBQFKD 3@FBRESFB

KL >@BPPE/ @L?BO

TTT >JPCBSFB LMD >0QF@IBPLLA>I MAC

%A (B>Q\ b7 >IHFKD QEBMH LC #RPQLIBOP-REC

. >QFLK>| QQR@FQF2BSFB 7

7 LI®>KD 5I>D> #>MQROFKBIRB #B>QFLK FKRPFKBPP
2BI>QFLKPEFMP ! #RPQLJBDPME % XARPQOF>|

>0 HBQFKD ->K>DBJBR KL

#EF>0'BK QFIB .A@ 3MFIIBOKA 'FRIF>K> L@F H(T QL
3RPQ>FK QEB #RPQLJBO %UNMBOREE@CFB L C
%UMBOFBHBIMLKBKQP 4EQ #L #0B>QB &IRB TRE QEB
#RPQLJIB® %RIMB-K ->K>DBJBK Q tROK>l KL

* " QA@H 3FQE >KA ->® #LID>QB #RPQLJBO &IRB
#CB>QFLK ! 00@FE®&0GJIB T LHc 1L ROK>I C ->O-BQFKD
4EBLOV >KA OO@H® KL

#E>MQBO 4EB 1RBPQ@6>IRB X



LC >l QEFPK@RPFLEFOPQ QHEBIMLKBKQP C QEB ?BKBE MIQFLK
LC @RPQLIBCIFEB KBA QL ?B FAEMRB. FK > BV QEQ E>P
PFDKF@K@ CO PJ>Il ?RPFKBPPBP@RA @PQ I@MLKBKQP >IPL
KBBA QL ?B FAEMRB\ 3BQE .BTJ>K >KA'O LPFRES @YMBP C SIRB
MQSFAB > PLIFA ?>PEP @KPFABOFKD @H®A ?BKBEP "BOB
PMBNMEKD QEBE @WMBP C SIRB © FP @E@QL BIJME>PBVQES >
?RPFKBPP PELRIA KLQBKA QLL@IBQB LK LKY LKB §MB C SIRB

)Q JRPQ @PFABO QEB JFU $IRBP QE>® TFIl BGBO GP @RPQLJBOP
)K AFP@RPPFKD QEBPEBIRBP @ FP FIMQOK QL MSFAB QEBXABO
TFQE B>JMIBP -LPQ C LROWB>JMIBP TFII BI>QB QL PJ>Il ?2RPFKBPP
?RQ FK PLIB:@®BP DLLAWB>JMIBP TFIl ESB QL ?B AGK CQJ I>ODBO
G0JP ?BRPB QBB>B ?BWBO HRK

Five ypes of ®"lue

X .NE:H D ; 06AJ:

.=:;> K INE:H D; K6AJ: 6G 6H ; DAAIH

X#E>MQBO 4EB 1RBPQ@6>IRB



JC8I>DC6AGA): BIXQBP QL QERAR@R LO QEB FHUER >?F{
QL MBOGJ RQP RQBHOF>K MROMLRBAORC ~ FABIQFEA
QE® CRK@®LK>ISRB @K E>SB PEBC| AFJBKPFLKP /KB
AFJBKPFLK TRIA ?B MBQOJ>K@ CBI>QB 4EFP BIXQBP QL
@E>a@BOFPQF@PTEH E3SB PLIB ABDEBB LC JB>PREPFI&/
PR@E >P >MMOFRB MBOW>K@ PMBA LC PESF@ NR>I® LO
@IF>?RW¥ | @>0 J>V ?B GRABBK P JFIBP MBO D>IILK LO QEB
QFJB QL DLICOVBQ@ QL PFVQFIBP MBO ELREBPB @K@MQP
@K >IPL ?B PBK TEBK B5>IR>QFKD > DB QE3 FP MBOGFKD
>RQL BM>FOP #RPQLJBOSBEK BJIMEDSFLK QE>QEBM>FOP
TFIl 7B ALKB @08@V QES QEB-@ TFII KLQ BB QL ?B 2AMRLEQ
2>@HLO >AABFLK>| ICH LK QEB P>JB M@BJ >KA QEX) QEB
@M>FOP TFIl ?B ALKB FE=POK>?IB >JLRKQ IC QFJB 'KLQEBO
AFJBKPFLK C CRKIBLK>ISRB JFIEQ @KPFABO QEBEB® QL
TEF@E QEBIMEB@ LO QEB RBE@E>P QEEL@B@) B>QRBP LO
@E>a@BOFPQR@EKPFABOFKD QEREROBA > I>MQLM
@JIMRQBG@RPQLIBOP ¥>@IM>CB AFB®KQ JLABIP LK QEB
?>PFPC TBFEQ ?XDBOIFBOFJB LO PR 4EB KLQFLK@
B>QRBP LO @E>@BOFPQE@PED>Q QFJBP NFE?20-A
&B>QRBP JFIEQ FK@IRAB >BRIBEBP LO >K F¢RELKI@VILKBKQ
3LJB OBPQRCGKQP TFII ?B GRADIK QEBFO >J?FK@QEBOP J#
7B GRADELK QEB @MFFLC QEBFO @RFPFKB 'KLQEBO AFJBKPFLK
LC CRK@®LK>ISRB J>V ?B BI>QR QL QEFR>| LRQEBP
MQAR@A ?V > ?RPFKBPP | ELRMFJIFEQ ?B B>IRXQRB ?V P
KRJ?BO LC PR@PPBP Fi@JFKD LRQ > NDF® RI>O [HFRE
MQ@ARG
-D8>6A BAJ: FISLISBP > PBKPBILBI>QFLKPEFMIEELQEBOLRMP
2V RPFKD FJ>DBP LO PVJ?LIP 4EFP IMMBO QL ?B »>QEBO
>?PQE®) GK@MQ ?RQ FP RRBV J>KV ?RPFKBPPBP FK ¥>K

2L7?B@ " 7 LLAORC BRPQLJBO 6IRB 4EB .BUQ 3LR@
LC #LIMBQBHRS!A SSKQ>DB LROK>I C QEB !@BJV LC
->0 HBQFKD 3@FBK@L

#E>MQBO 4EB 1RBPQ@6>IRB X



T>VP "LRQFNRB @ILQEFKBP@BK QW)L @SBV > @EF@ LO
QBKA/ BKSFIKJIBK Q PL QE>@RPQLIBBBIQES QEB>® LK QEB
@RQFKDADB IC C>PEFLKIBU T>Q@EBPVQQL @XSBV QEB PBKPB
QE® QEBFIKBOP >®JBJ?BOP LC >K BMKLIF@ BIEB
2BPQROKQP J >IQBO QEBFO JBKRP >@GEOFLKP QR@@) >
M>QF @RI>QEKF@ @RFPFKB 3LJB ?RPFKBRPBPEQL ?B
FABRFRR TRQE MXQF @RI>REBP L@ ?RPFKBPPBP\J;PRMMID
IL@! ,FQ®IB ,B>-DRB QB8P 4EBV J>V MOILQB CRKAGPFKDE>
M>QF@RI>0 @EFS QEBPRMMQD! ?RPFKBPP PR@E >P "BK
*BOUR )@ #B>J J> V BIME>PMB\ @JJF QJBKQ QL QEB
BKSFIKJBK Q LO PRPQ>FKQPFIF

BDI>DC6A BAJ: FP ABCEASCOJ QEB >?FI% QL BLHB >K
BJLQFLK>I LO >K GEDFSBPMLKPB 4EFPKaG®SBO > TFAB
O-KDB IC BILQFLK>BBMLKPBRKPROK@ @IM>KFBP >KA
PR@RQF>I>0J ?RPFKBPPBB >QIB QL Q>MJK?LQEBSO >KA QEB
KBBA CO PRRQFQL MGFAB:SRB 3LJB QEBJB M>dP
BJME>PFBVQEB BAGBJIBKQY QEY @RPQLIBOP TBMBOFEKGQE
> OKDB IC OFABP BRQRGKQ J>V PBH QL @SB >J>K QF@
BKSFIKJBK Q 0O AFKBOP 4EFP HEBK>FI QEBBRBKBLC
JRPF@ LO-@AIBIFEQ 3LJB ?RPFKBPPBR QQ BUFKA
@RPQLJIBOE b MX@F@RI>0 BILQFLKQB@ LA @M>KFBP >KA
BPQRGKQP J TFPE QL PQFJRE @EFIAELLA JBJLOFBP LO QEB
@JCLOD >PPL@F& TFQE > ELJB @LHBA JB >| ( \>DBK $ >WP FP
@RGBQY MDAR@FKD > IFKB Il KXQRE F@® @& J TF QE >
IFIFQB KRJ?BO LC KRS G>SLOP Q FP ABPFRKE. >MMBQL
@KPRJIBOPa PBKFB KLPQ>#D

E>HI:B>8 I6AJ: FP DBKBOQR ?V > PBKPBC KISBIY LO PFIMIB
CRK TEF@EBHKa?B ABOBS ?V FKAR@FKD @RWHIPF ABPEQL
IB>OK JL@ >?LRQ > MAR@ LO > PBE@ 3QB ,B LK>@\® ?BD>K
FKQEB P >P >PJ>ll A>SROFK .LOT >IH #LKKBA)F@RQA4V )
FP> JFIIFLK MBO \B>O BRBOMOFPREKPFPQFKD RO

b-> QREIFPJc 4ABKAT >Q@EFKDI@ @@BPPE *RKB
EQ@M QBKAT >Q@EFKDI@QMBKARI> QROF>IFPJ

X#E>MQBO 4EB 1RBPQ@6>IRB



D@ PQLEP 1) E>P 7BK AFP@RRHEK J>GLO J>K>DBJB®
QRIQ?LLHP 4EBPB@@MIFPEJBKQP 3®ARB QL QEB ABPED
QROK D@ PELMMFKD}K> hCREBJMBOFBK@QB ,B LK>Q\&
RPBP > MBFKDLW >KFJ>QOKF@FOREBP >KA @PQRJIB\
@E>@BOP QLBEIB > RKFNRB PELMMFRBIBKBK Q 4ER RPB
> AFBBKQ B0J LC I¥LRQ COLQEBO DB PQLEP
#RPQLJBOP BOBNRABA QL AILT > CFBA MXE QE>Q=BP QEBJ
QECRLE QEB BRFEOPQLE 4ERP @RPQLJIBOB BAMLPR QL >II
BJP FK QEB PRUR  QEB V TB® >T >G\BA > 'RFKKBPP "LLH
TLOA B@Q\ €O DBKBQFKD JLBP>IBP MBO PNR&DQ QE>K
>KV CLA PQLBFK QEB 5RR 3Q9BP KLQEBO B>JMIB LC >
?RPFKBPP @EBJIMIVP BMFPQBJB@RB FPIPBR> RLKB >
@JIM>KV QEQ PBIIP [>KDR>DB-BKFKD BT >@ 2LPBR> LKB
BIME>PFBWY QEB®B IC IBOKFKD >KA QEB FJ@IEKBLC
>@RFOFKIRBK® FK >KLQEBO I>KDR>DBRIEMP FKIE=QHS
>MMO-@E

DC9>I>DC6A&AJ: FP ABAFSCO) > M>F@RISMX@BIQ LO >
PL@QFL@REREDFKD ->K ?RPFKBPPBPIK QL AD LK PE>®A
QOARFLKP PR@E >P EMPA&LO QEBR J>GLQH.C |JBOF@KP
4E>KHPBSFKD JBKP BQFKD Q80 TROE QEB C>¥FI
3RMBOJ>ABQP >KA D@ PQLEP BADKFB/QEFP >KA FR®B
QEBFOSBKQLY LC QRBVP >KA LQEBOLEP >PPL@P®B TRQE QEFP
MBOFLAQQEBB*O( LIFAXP ?EDJB > ?>PFPI J>KV BQ>FI
?RPFKBPPBP QL QU EKARFLK>I>8RB

IKLQEBO BV ?RPFKBPPBP \J:QEFKH >?LROKEOFLK>I>8RB FP
QL FROAR@ > C@RP LK BJME>PFWFKD B@D > PL@FL@RIQRO
@KQBIQ RPFKBPP JAT>KQ QL FMDAR@ > bQOF?>Ic BIBIBREL
QEBFO @RPQLJBO ?3PRPFKD GOQP QE>@RPB @RPQLJIBOP QL
SFB QEBJPBEBP >P > JBJ?BO IC > PMBF>l DRM IMMIB
#LJMRQBO ALBP QEFP QBRFBII ->KV LTKBOP C IMMIB

BLIM>K V 3QLUc 308 ,B LK>@P >@PPB/ @L?BO
T TT PQBIBLK>@P @ E QJI>?LRQ @CJ

#E>MQBO 4EB 1RBPQ@6>IRB X



@JMRQBOP SFBEBJPBSBP >P > PNEF>| BBA PE) >M:®Q0
LQEBOLGMRQBO RPBOP 4EFP PBKPBI®F>| FAB® EBIMP IMMIB
FK QEB P>IECLBP LQEBO @IEKF@ L@PRIBO MAR@P 4EB
MBFK@@ QEFP KLQFLK FK QEB ABPFDIQRKACPBIMIB PCRE

( >OBV $ >SFAPLK ALBP KLQ GRPQ PBII GI@IBP GF PBIIP >
IFBPRIB (>0BV $ >SFAPLK >IPL E>P > IR@FS PFAB ?RPFKBPP
PBIIFKD @PPLOFBP >KA >NBVXEB @M>KV PRMMQP ITKBO
DQRMP >RKA QEB I[OA !ll LC QEFMBRNE@P >JLKD BP
@RPQLJBOP > PBKEBPERD FABRG/

)Q PELRIA ?BBSAFV PBK QES QEBPEE PLR@P IC SIRB
?BKBEP SOKLQ OFIRPV AFPQRK@D B >@E LQEBBLQFLK IC
>BPQEBF@P JEQ ?B >MMIKEFK ABBBKQ T>VP >@OP PEBOI LC
QEBPB>RB ?BKHEQP @ >IPL PELRIA ?B SELRP Q&L ?RPFKBPP
PELRIA MI>K QILEMBQB LK QEB ?>PRPLKYV LKB PLR@3 LC SIRB
?BKB&P ,FBTFPB ® J>V ?B FIMLPPF?IBRQ J>KV ?RPFKBPPBP
M>QF @RIMGPQXDRMP QL@®BJIMQ QL RPB fBCAFJBKPFLKP
%>@E ?RPFKBPRQBEC FABREKD QP @RPQLJBO ?>PB  JRPQ
ABQBOJFKEP K JFU LC QEBPBISB ?BKERQP

IP M@BSFLR® MLFQB LRQ QEB KLQFIKXMBBFS8A @RPQLIBO
SIRB E>P L @JMLKBKQP_ME@BFBA S>IRB ?BKEQP >KA
MB@BFBA SIRB @PQP EBK BJ>JFKFKD QERR® @MLKBKQ
@RPQLJIBOPBBQL BADKFB/QE® @ FP JLB QE>K GRPQ QER@
LC MR®E>PFKD >LMR@ LO > PBE@® OB@BFBA @PQ PELRIA >IPL
2B PBK E3SFKD JRIQFMIB AFJBKPFLKP

Components of CustomeaMe

DB EDC:CIHDQ JHIDB:G 0 6AJ:

X#E>MQBO 4EB 1RBPQ@6>IRB



OB@BFBA @PQP@ ?B PBK >P ?BFKD JLKB>0 QFJB >KA MBEF@
4EBBDC:I6GN 8DBEDC:Cl LC MB@FBA @PQP PELRIA FK QROK ?B
2QHBK ALTK FKQL ©P I&PQPRBR BIBJBKQP /?SFLRRI QEB RDPQ
@JMLKBKQ FP QEB MRESPB MBA®@ QEB MER@ LO QEB BBE®@
->K V TLRIA JFPQ3BKN QEFKH QESEFP FP QEB BfBJBKQ QL ?B
@KPFAEB >P M>Q IC QEBLEQ [@MLKBKQ 4ER C>Fl QILK®PFABO
PESBG| LQEBOLEQ @MLKBKQP QB>>B NREB [BK C BIR>_FC KLQ
DB>QBAFIMLAR>K® QL @RPQLIBOP W#K@RPQLJBOP TAIKEFABO
QEB LMBQFKDLEQ C > MAR®@ LO > PBE® ! QBIBFPFLK>@B
@JIM>KV J>V MOILQB >K FRDAR@LY LGBO THE > BV ILT MOA®
@O QEB>@B ?LU >KA 6P FKPQ8IFtK 1PQ @RPQLJBOP TEXR®ABO
QEB JLKQEV BBP DO @?IB PBSF® OQEBO QE>K GRPQ ILLKFREE
FKPQ>QFLK L@®Q 4EB LGBK RPB PE® @PQP TEBKBIRXQFKD QEB
S>IRB MOMLPEFLK #RPQLJBOPSB>AFA@B®A QE® QEBO-G EFE
@PQP >PPL@BSTRQE PERF@FKD +MR®@ § QEBO-G PBSF@@PQP
M>QF@RMOFC QEB>B EFAABK L@QP QEBK @RPQLJBOP FHMN C
PFDKF@KQV IBPP 8RB A0 QE>Q MAR@ LO PBE® 4TL LQEBO
@PQP >IPL B& QL ?B IGXPFABD 3TFQ@EFKDR@ FP >PPL@&FFQE
JL SFKD CDLKB MQ.SFABO QL >KLQEBELIB M>QP C QEBLEKQU
QEB I@Q C EBQFKD LKB ELJB TFQE MM>KB D>P JAE) 7B
PFDKF@KQY IBPP QE>K RPFKD ELJB@EKD LFI LK >K >KKREAFWPFP
( LT BSBO QEFP PO@E ICOEB >QFKD LFI QLLMEKB TLRIA BNRA®
QEB ELJBR.TKBO QL FKPQ>Il sTK®/MB C CROKS@E>Q @PQ JFEQ
ABQBO QEB ELUBKBO Q0 JL SFKD QL QEB @EBOLOJ LC BKEW
IMMLOQRKE @PQ FKISBP PBIE)FKD >JLKD >IQBQKS MR@E>PBP
| @RPQLJBO J¥ ?B ILLHFKDQ >K BMBKPBVIFE® LC GEBIY QE®
EB TFPEBP QL YRLO EFP TBCC EB ?RP QEB GBIY EB J>V ESB
QL ODL QEB M@E>PBQ > KB QBIBFPFLK 4EBTEBM TLRIA QEBK

#E>MQBO 4EB 1RBPQ@6>IRB X



2B QEB LMMQABKEF @PQ IO QEB QBEPFLK BHFPB QEB QSRPFLK
TLRIA ?B QEB LMMDRKY @PQ I QEB M@BLC GBI 7 EBK
@KPFABOFKD QEBPQ@ @MLKBKQ IC QEB >RB BIRQFLK
?RPFKBPPMEB PELRIA SFEB>@E I@Q >P MSOC >K FEBDQB
M>@H>DB QL ?BQPBIE ?BCB @RPQLJBOPLE >KA JLGB @O
AB>IBOPEFMAB>QZFKD QL TFK @RPQLJBORL®) LKI ILT BOFKD QEB
PQF@B6I MCEF@RQ >IPLABOFKD TLELPQ LO BEDJ>FKQBK>KEAROFKD
> PFDKIFEKQ MLOQFLK C QEB BEIFJB IC QEEEEF@IB

4EBPB JLKBQ>0 @IMLKBKQP S®TE>Q 1B JLPQ LOBK QEFKE TEBK
TB AFP@RPP QEB @B&J>KA LC @ROPB QEBTFIl FKRBK® QEB
AB@FPFLICL@RPQLJBOPTBSBOQEB>B: 8DB EDC:Cl FP >IPL 65 QL
QEB ABFPFLK J>HFKDLIEEPP #RPQLJBOP Y5E3SB QL BMBKA QFJB
>@RFOFKDIFKI>QFLK >?LRQ QEBRBLC QEB MER@ LO QEB BE@
LO J>HB @IM>OFPLKP 7BBBK @IMBQFKD MER@P >KA PBE@P
4FJB JRPQ ?B BIMBKAB QL >ERF® QEB MOR@ LO QEB BBE@
4EFP KLQFLICLQFJB [RIA ?B >PPL@¥& TFQE IBOKFKD TEBQQEB
MQAR@ LO QEB BBE® @RIA ?B MR@E>PB )Q TLRIA FK@IRAB QFJB
PMBR QGBIFKD QL QEB3QELK TEEDQEBJBJ TLRIA ?B MR@E>RB
LO QEB QFJB :BP QL ESB QEBQBJ ABIFBBA QL QEB @RPQLJBO
/KB >IPL JRPQ @KPFABO QEB QFJBQQESEQ ?B BNRFEA QL IBOK
ELT QL RPB QEBIMB® LO QEB BE® 'KV MDAR@ LO PBE®TRE
> POBM IBOKFKD @RQFDEQ ABBO @RPQLIBQP RRADE>PFKQ F
&FOJP @ MOSFAB >AGFLK>SRB ¥ BAR@FKD QEB QRIBEKBKQ
4EBV @RIA PFIMINC-@BPP QL QEBLMR@ LO QEB BB®@ 4EBV J>V
LGBO > TFAB KRJ?BOCLIL@QFLKP %>PV QL RKABOPQ>KA FNREEBR@
LO PFIMIF®FK LMBQFLKP J¥ ®AR@ QEB >JLRK) IC QFJB Q@FP
@BNRABA QL IBOK EI QL MOVIBY RPB QEB MBR®@ LO QEB BBE@
4AEBEH®S=>8 8DEEDC:Cl LC @PQ & ?B >PPL@FB TFQE QELPB
C>Q@LOP QBXFEQ FKARGP@EPP LK QEB @RPQLIEBB @K 7B
PQEPP >PPL@R> TFQE EKAFKD LGSBRQFKD MER@P >KA PBEGP
)K >AABFLK MOR@P LO PSEBP QEY >B ARE@RIQ QL RPBANRED
> ILKD QFJB QL 3BK EI QL RPB NI®IBLY @K @RPB PBPP LK
@RPQLJBOP #>JM?BII®LRM ROAR@A > JB>l MOAR@ @lIRA
3LRMBO #LJ?LP TEF@HEIGPFP@AC > P>KIF@E >KA > @REI RLRM

X#E>MQBO 4EB 1RBPQ@6>IRB



| Q CHASIRB LKB TRIA QEFKH @EQEFPLRIA ?B > PR@PPCRI
MOAR@ 5KCOQRKOBY QEB®TB® MO?IBJP TFQE QEB ABJ>KAP QE>
QEFP MER@ MI>ER LK QEB @RPQLJIBO FK QBODMEM>OFKD QEB>IB
4EB CO/BK PLRM QLLHAR® >P ILKD QL JF@OSB >P >IQF @ R\B> >KA
QEB [@PRJBO E>A QLBOIBQBIV FKPED>KA BIL SB ?LQE QEB PLRM
>KA QEB P>RA@E CDQEB JF@OT >SB

)K PRJJ>OV ?RPFKBPPTKBOP KBA QL @PQ>RY @KPFABO EL
QEB @K BKE>KB®QEB ?BKEIP [@MLKBKQ TEFIBEAR@FKD QHP®
@JMLKBKQP C QEB>fRB BIRQFLK 4EB Q>?IB ?BIPRJJ>OFVBP
QEB PR2@MLKBKQP C ME@FBA SIRB QEBWWYIBP C EOJP QE»
BJME>PFBV QELPB LA@MLKBKQP >KA QEB QEFBP QEXFEQ 7B
KB@PP>0QL BFEBO BKE>B@BKBE)P LOBAR@ @PQP

DB EDC:OH D * :G8:>K:9 :C:;> |6C9 * :G8:>K:9 DHI

#>ISFK, (LAL@H 7BV 31>0Q #LIJM>KFBP $L $RJ?
4EFKDPJEBOPQ .9 0Q.JB QEBRP "LLHP

#E>MQBO 4EB 1RBPQE@6>IRB X



DB EDC:C HE:8IH 8I1>K¥>:H ID :A>KG
DB EDC:CIHD * :G8:>K9 :C:;> |

d 1R>IRY >PPRE@ FK MOR®@

>KA PBSF@P
d - BPRVIBNR> ¢ &%MBSE'A%SE’SQ& >KA
d 0BOMISK@ @
&RK@FLK>I d 3BIRA@FLKC @OBE@
d 2BIF>?R¥ SDOPIROBE
d SRMMLOKEILOH i 1oFigy QL FIMESB MOAR@
>KA LMBEDFLKP
d ->K>DBJBK Q IC SIRB @E>FK
d "RFIAP
FABRFTEQFLK TBE
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L@F>I  avemi g d 1?FIRY QL ?RFIA PL@F>|
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P OBEMELK MILKD @JIRKF Q >JLKD
FIQBES @RPQLIBOP
d " RFIA ?LKAP TBEFK
DQRMP
d IPPFPQ FK J>HFKD
LKB @Bl DLLA d ->0HBQ BPBQRE
>7LRQ QEBIPEBP RKABOPQ>KAP @EVILB@E
d | Q>@EJBR QL AFJBKPFLKP@ @RPQLIBO
MOAR@ LO PBE® 2>PBP
ILQFLK> O QQAR®P>@E-KDE d >0 HBQFKDLAOBI)
QEBOP BB BIJME>PFBP ABPB®
QEB RPBO MP\®ELILB@ AFJBKPFLKP
d 4ORPLODEFKBPP d 2BIF>?R ?BJ BBK
d 0Q.@CRKA @RPQLIBO  J>OHBQFKD JBPP>DB >KA
BUMBOFEK@ ABIFBQY
d 'BPQERF@P
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oo

[eljoRcRo

o

oo

oo

#OB>QABMBOPLKKBI
#OB>QABSMOAR@ LO MI@BPP
ABBILMIBKQ

#LJJF QJIBKQ QL FKRLQFLK
7FIIFKDKBPP QUEBOFJEK

&IBUF?R¥ @K >IQBO MEF@
C>@6BP LO JHBQFKD
JBPP>DB ABMBKAFKD LK
@KQBIQ

->K>DBJBK Q @JF QJBKQ
QL BPMLKPF?IBO@.K

3RMBOFLO ABPFDK
/IMBO>QFLK>| BG@FBK @
#LPQ @KQ>FKJIBR
1R>IKY @KQO >KA
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7 B? ?>PBA MR@E>PFKD
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7 B? 2>PBA FKDJ>QFLK
3RMBOFLO ABPFDK

#E>MQBO 4EB 1RBPQ@6>IRB X



DB EDC:CG  HE:8IH 8I>K¥>:H ID :A>KG

d 3FIMIFER RPB

d WLICLOD>?IB d 3RMBOFLO ABPFDK
OP\@EF@ ®BIFKD TREBD>A d [?FIKY QL TGPB @
QL MOAR@ LO FKPQOBRRKP
PBSF@RPB

Different CustomersNDiffant Definitions

)Q FP > @IF@E] QLUES MBVIB >B ARB®BKQ KLKBEBIBPRQFFP QORB
QL > @W>FKWQBR T >Il MBVIB TB® QLQMI AFPQRK@®KAFSFAR>IP
QEB KLQFLICL@RPQLJIBOIRB JFEQ ?B >K RXBBPQFKD@IEDR>|
BUB@FPB ?RYERIA ?B >?PLIRQBRPBIBPPLO@EB PQ>KAMLEHC
?RPFKBPP @RPB ® TLRIA ?B FIMLPPF?IB QL FABB> B RKFNRB
ABEKBFLKC SIRB 0O BB FKAFSFAR>| QREOBY >IQELRE MBMIB
>@ FKAFSFAR>IP \QEBBK LMBQB >P JBJ?BOPC DIRMP QEXPED
PFJFI>O SJOP FKAEDP >KA EBBPQP 4EFP KLQFTKARPQLJBOP ?BFKD
JBJ?BOP LC PLJB §MB C DIRM ?ER.JBP QEB ?>PFRCLQEBLE@MQ
HKLTK >P' 6G@I H:<B:C 161>DC 4EFP FK.ISBP AFSFAFKD QEB-BSO
FIQL PEBG| MLQFLKP QE>B AFRB®KQ @O B >@E LQEBOQ PFIMI
FKSLISBP B@DKFWFKD QEEB JHBQ © I>DB FP KLQ ELILDBKRBP
4EB® @K ?B PBBCGI AFJBKPFLKP >ILKD TEF@E >HBD J>V ?B
PBDJBKQB. DBRDOME/ ABILDO-MEF@P MFBLDOMEF@P LO
MR@E>PFKD ?EEtO'B LDOMEF@ PBDJBRFLK @& ?B ALKB ¥
DIL?>I LO KQFLK>BIOFLK MLMRQFLK PBWO ABKB¥FLO EBK @IFJOB
$BJLDO>MEF@ PBDJBRFLK AFSFABP > KB@ LK C:ROP PR@E >P
DBKABO>DB FK@B BQEKF@FLO L@RMMLK P\@ELDDEF@

b->OHBQ 3BDJBK)SFLE. BQ-"l" RPFKBPP +KIBADB
#BKQBCO-@BPPB/ @L?BO T TT KBQJ?>@J
J>OHBQFKD J>®GBQPBDJIBK QBFLK
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PBDJBKQ®FLK FR@DRELRQ LK AFJBKPFLKP QEBIB@) ABBK@P
FK MBOPLKMEMFKFLKP>RBP LO BB OR@E>PFKD ?BEL OX&
?B >KLQEBO ?>PEP ©BDJBROFLK $EEBK@P >JLKD @RPQLJIBOP
>@ ABQBOJFKB?>PR LK > @RPQLIBCRP>DBC QEB MER@ LO QEB
PBOSF® QEB BURBK®@LC MROE>PBP QEBODB SIRB IC MROE>PBP
>KA QEB PQRP >P > @RPQLIBGLO MR@E>PBGFOPQ QFJB RRED
FK@MIRBK) @RPQLIJBO)K QEB ?RPFKBPP QL ?RPFKBPP  ""
BKSFIKJBK Q LKB JFEQ T>KQ QL PBDJEX@RPQLJIBOP LK QEB ?%XPFP L
QEB\MB C @M>KV

>0 HBQ PBDJBRFLKEEDKFBP QEY KLQ >Il MBIB IC QEB P>JB
PBDJBIQ >B FABRF@® ) C>@FJBP > T@BO RKABOPQ>KAEKQHB
KBBAP >KA TKQP C MSQF@RI>0 @RPQLIJBCRMBPO 4EFP
@JMOBEBKPFLK PELRIA BK>?IB > ?RPFKBPP ISIFAROMBSQBO
@RPQLIBO-IRB 4EBB >B PEBC| G>PLKP TR/ > PJ>Il ?RPFKBPP
PELRIA ?B [@BX@OKE TRQE J>®BQ PBDJBRQFLK 4EB J>FKBSPLK
@KQBOP LK MEFAFKD @BBO @RPQLJBGRB 4EFP J¥ ?B QEB J>FK
PLR@B LC @MBQBMS>AS>KQ>DBLO > PJ>Il ?RPFKBPEEO GP 15MBO
OFSP 3BDJBIQOFLK J¥ >IPL FKAF@B QE»> PJ>Il ?RPFKBPP PELRIA
C@RP LK MOB@RI>O PR¥PE @RPQLIBORQ >l @RPQLIBOMB >0
BNR>IV >@O@MAS 3LJB @RPQLJIBOP 34?B QEB PLE®LC JLPQ C
QEB M@QP C > ?RPFKBPP TEFIB LQEB@RBMBPBIQ > KB ILPP QL >
?RPFKBPP 4EBNRFBIBK QPL® MCSFAFKDIRB QL SROPQ QFJBVED
J> V ARBO PFDREBQV COJ QEB S'IRB KLQFLKEQCILKD QFJB>ERBA
@RPQLJIBOC>FIR® QL BADKFB/AFBBK®@P >JLKD @RPQLJBOP\J>
IB>A QL PFDREBQ T>PQBC BPLR@P >KA JFEQ BBK ?B > QEQ QL
QEB B BJFPQBB@L > B0J

Key Takeaways

d %PPBEF>I QL QEB @W® C >K ?RPFKBPP FP QER KR
@OB@Y FABRRC@RPQLIBOIRB

d #RPQLJBOSIRB @K ?B PBK >P QEB ABBK@® ?BJ BBK >
@RPQLIBOMBE@FSA ?BKBEP >KA QEB MBEBA @PQP

#E>MQBO 4EB 1RBPQ@6>IRB X



d OB@BFBA ?BKBE)P €K ?B ABOBS COJ CF8 S>IRB PLR@P
CRK@FLK>I PL@F>I BIJLQFLK>I BMFPQBJA®ARALE>!

d OB@BFBA @PQP® ?B PBK >P ESFKD QB®BIBJBKQP
JLKB Q>0 QFJB >KA MRBEF@

d 4L ?B@BO MSFAB:SRB QL @RPQLIBQRIV ?B KEBPP>0QL
PBDJBKQ QEB JBQ

d ->0 HBQ PBDJBREOFLK® ?B ALKB LK QEB ?>PRP L
ABIJLDO-MEF@P N#BLDMEF@P LO @ESPFKD ?B¥ELO

Knowing Ybur Customers

4EB MB@FB8A SIRB MOVMLPEFLK @BOP > PFDKEKQ @E>IIBKDB QL
>KV ?RPFKBPRQ )JBNRFEP QEY > ?RPFKBPPSE>> C>R0O @IMIBQB
RKABOPQ>KAFKDQEB @RPQLEBIB@MQFLKAL?BKBEQP >KAL@QP
IIQELRIE J>OHBQ PBDJBR®FLK J¥ EBIM > ?RPFKBPP@MBO
RKABOPQ>KA PLJB PBDJBK C QEB J3@®Q QEB @E>IIBKDB FP PQFII
DERFKD QL RKABOPQ>KA QEB @RRQUHBY @PBP @RPQLJBOP
QEBJPESBP J>V E3SB ARE@RIGFK @BV RKABOPQ>KAFKDQ BB
MB@BF8 >P QEB ?BKBE >KA L@QP C >K LGBO (LT QEBK FP >
?RPFKBPP NDFRB®RIMO> PJ>Il ?RPFKBPP QL F3BK QEFP (Bf
@BNRABIBKQ 4EB PFIMIB >KFBO FP Q&> ?RPFKBPP JRPQ ?B LMBK
QL BB LMMLORKY QL IFPQBK QL KIES: D I=: 8JHIDB:G 0)

4EFP J¥ FELISB >@M8V Q>IHFKD QIR® @RPQLJIBOP LK > LKB QL
LKB ?>PFP >P FIIRBBO?V 2L?B@ " TK QEB PJ>Il 2RPFKBPPKBO
EFBIFEQR >Q QEB ?BBRKFKDQ QEFP @E>MQBDV FKLISB LQEBO

JB QELAP C PLIF@FKDBBA?>@H CDVLRO @RPQLIJBOP PR@E >P
P>QFPG3E.K PRBYP LO RPFKD QEBV@KVR TB?PEB RPFKBPPBP\J>
BKD>DB FK J+8Q BPBG@E MGEDP QL TBBO RKABOPQ>KA QEBFO
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@RPQLJBOP LG>BRQB MMLPB KBI MQAR@P >KA PBBE@P
2BD>@IBPP C TEX JB@E>KFPJ FP RPBY PELRIA PS® LKB
MROMLPB_QL @O RKABOPQ>KA QEBPKBKA BKQP C VRO
@RPQLJBOP

Research

'LLA O BPBGBE FK QEBB>QC @RPQLJBOIRB PFIW JB>KP QHEY
LKB JRPQ PQLM Q>IHFKD QL QEB @RESHMD QROE AFPMP
>ASB@FPFKD >K& > TB?PBB @ JB>KP QE3 LKB FP BH/P LMBK
QL IFPQBKFKIB@RY QL QEB/# '@ QS IFPQBKFKD FK QEF-@RO
?B@BO FABREKD @RPQLIBIRS JB>KP QB LKB FPT#VP LMBK QL
QEB NRBPQFIKEIT VLRO ?RPFKBPFK@BMBO PIB QEB M@BJIP LC
M>QF@RI>0 @RPQLJIBOP

)C ?RPFKBPPBB £ ?BJB ?B @BO IFPQBKBOPQTEELRIA Q¥B
?B IFPQBKFKIDC7 E>XQ @MBP C NRBPQFLKP PELRIA/ QBB>PHFKD
QEBFO @RPQLJBEPFKBPPBP PELRIA BRRADEBRILTFKD NRBPQFLKP
TEBK QEB >®BJMQ QL J3H @RPQLIBCG-IBB QEBL@RP € QEBFO
BUFPQBE@

o

7 E>Q KBAP LC LRO @RPQLIBAGPTE@RBRQY JB BQFKD

7 E>Q KBAP IC LRO @RPQLIBAPTE@RBRQV C>FIFKD QLEIB

$L LRO @RPQLJIBOP RKABOPQ>KA TERBBAP >KA >BQEB

>T>® LC QEBJ

( LT >CB TB DLFKD QL FABYOQELPB RKJB @RPQLJIBCEAB

( LT >0B TB DLFKD QL IFPQBK QL/®EB 6

( LT >CB TB DLFKD QLQBOEB @RPQLJIBO Q>IH QL RP

7 E>Q FP QEB @RQGIRB MOMLPBFLK QBP ABBROV

@RPQLJBOP

( LT FP QEBRB MOMLPEFLK ABMKQ 00 ARBBKQ @RPQLJIBOP

d (LT_BU>@V_FP LRO-RB MOMLPEFLK ABMBKQ GO LRO
@JIMBQBLOP

d $L)HKLT TE V @RPQLIBOPSBIBQ LRO ?RPFKBEP (RO

o o

o O o o

o
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@JIMBQBLOP

Finding Ybur Customer

| Q QEB ?BEKFKDQ QEFP @E>MQBDP >ORB QES VRO @KQSI
C@RP JRPQ ?B QEB @RPQIKBA@OBFE@ T>V QE® QEFP JEQ 7B
>@EMBA FP ¥ MOSFAFKD > @RPQLJBOETFRMBOFEMRB (LT BSBO
@B>QFKD QERRR8 JRPQ ?B ALKB FK >V QE® >PPRO QEY QEB
?RPFKBPP JBP JLKBV /KB T >V LC ALFKD QEFP ¥FFARBRRGKD
>KA PBIBDFKD QELPB @RPQLJBOP TEL TFILGR¥® 3LJB EB
MRQLCQE QEBLE@MQ C8JHIDB:G AxJ>B: K 6AJ: &0 > JB>PRB
LC QEBBSBKRB DBKBQB ?V > @RPQLJBQEB (@Q DBKBOR CO
QE® MXQF@RI>0 @RPQLIFOQEB MOEDR BQBRFLK>QB C QEy
@RPQLJBCSRO EFP LO EBBQF@B

4EFP @X@MQ FP MLMRI>O BELRE® QEBO>® IFBQFJB SIRB
@|@RIBLO QBIMDPBP SFI>?IB LK QEBBP 4EBPB @@RISLOP ILLHY>
QEB I@Q C >@RFOFKD > @RPQLJIBO >KA EBXQB QEB:| EG:H:C |
K6AJ: LC QEB @RPQLJIBO AROFKD EFP [BEQERD BT MEPBIQ SIRB
AFPIGRKQP QEBIRB IC CRGR@PE TP )Q B@DKFBP QEB QFJBIRB
LC JLKBV 9LR @K RPB LKB € QL JLABIP > PFIMIB JLABI QHY
BU>JFKBP > PFKDMOAR@ LO > JL8 @IMIBU JLABI TFQE >AAFFLK>|
S>OF>?IBP /KBC QEB B€) ?BKBQP C GKAR@FKD @RPQLIEDFIB
S>IRB >KNPFP FPLJ@FKFKD @& TBE QEB KLQFLIC LI>®8Q
PBDJBKQ®FLK 4EB RPBCL J>GBQ PBDJBROFLK >IP @O

*>@H 3@EJFA bl -R@E 0B 9LRO #RPQLJIBOPLTRE ¢
#>Q>ILD DB KL *  LK>QELK ,B >KA

, STOBK@ &BF@HLLMBGQFKD LA LG LRQE !@@)FLK
%PQFIFKD #RPQLJIBOBBEJB &IRE: LROK>I C
$>Q>?>PB ->BBQFKD >KA #RPQLJBOSRBY

>K>DBJBK Q
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@A@DKFWFKD QEB®>FK @I>PPBE @RPQLIBOP \U>MOAR@
PFDKFEKQV AFB®KQ MGIQP AROFKD QEBMBQFIBE LQ >lI
@RPQLJBOFB-QEB P>JB

,BQ RP ILLHG > PFIMIB>@B IC PBDJBROFLK ?>PBLK ?BE:SFLS
C>@LOP 3LJB @RPQLJIBOP B OB CBNRBKQ MR@E>PBP QEBRB-IL
@RPQLJIBOP V>DBKBEDB > AFPMQ @FLK3B @XQOF?RQFLK (ROIT
LSBGII MOGR R E>P 2BK BPQFDRA QE® LKV MB@BKQ IC IJBOFEK
@RPQLJIBOP SB>ILV>IQ QL > PFKD BQ>FIBOBQ QEBPB @RPQLJBOP
DBKBSDB ?BIBBK MBQ@BKQ >KA MB@KQ IC BQ>FI P>IBP
FHBTFPB > IBQFJB ?>PB B@KLIF@ >KNPFPC ABBKQ @RPQLIBO
PBDJBKQP J¥ PEI QExX) @W>FK DRMP C @RPQLIBORREA! @PQ
JLOB QE>K QEBSBKRBP QE>QEBDBKBSDB

( >SFKD PBDJEPB \LRO @RPQLJIBOPRVTFII M?>?IV EKA QE»
PLJB CBNRFA® JLOB E>KAELIAFKD AROFKD >KJBOCQEB P>IB 3LJB
@RPQLJBOLRMP J KEBA LR QL bQ>FILQRY MAR®@ LO PBE@®
QL QEBFOBAB !P MM@SFLRM JBKQFLKB J>OHBQ PBDJBREFLK
@K ?B ALKB >ILKD FBG| AFJBKPFLKP LAV PLJB GFOJP RPB &>
JFKFKD QL ABBOJFKB QEB ?>PEPPBDJBR®FLK ?RQ QEXDBK
BNRFEP BIQBKPESAXQ>?>PBP BI>@ >KA P@FPQF@F>KP /KB
PFJMIB BV QL PBDJB® RO @RPQLJBOP FP QEB @RPORBEISGOFU
QE® FP Bll PREB CO PJ>Il BQ>FI >KA PEE® ?RPFKBPPBR RPBP
GRPQ BES-OF>?IBFB@K®& CBNRBK@>KA JLKBQ>Q S IRB DP AD>

b,L V>I@ 0QILQFLKR ,FRIB +FKDKQBDQA ->0 HBQFKD
'OLRM >@BPPR $8@J?BO

TTT IKDIBKAHFKDL® TEF QB=M>MBOP
ILV>I@=MQJILQFLKP MAC

b$BQBOJFKFKDRO #RPQLIBCBDPMEFS #>K 9LR
3>QFRQ@EBPB #RPQLJBO 3BDJBIRC "RPFKBPP @
>@BPPB / @L?BO ?RPFKBPP @J ?ILD
ABQBOJFKFKR.RO@RPQLIBRMBOPMEDFS @K VLR
PXQFRG@EBPB @RPQLJIBEDIBKQP
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@BNRABJBKQP ®?>PF@Q)KBAP @RPQLJBO FABEEQFLK QEB @B
LC MR@E>PB >KA QEB QLQ>l >Q RXMR®E>PB 4EFP BK>?IBP LKB
QL BPN @I@RISB QEESBGDB MROE>PB >JLR& IC B@E @RPQLJBO
&QJ QEFP MR @K @BQB MDOGJIP QEX B>@E LRQ QL RF@RI>O
PBDJBKQP

What Your Gut Tells Ybu

4EB QIB LC J>0BQ BPEME PP >I8AV AFP@RRPEK QEFP @E>MQBO
&LO J>KV PJ>Il ?RPFKBPPBP ®GIF@QRIMOBY PJ>II ?RPFKBPPBP
@ O0J> J>OHBQ BPBWE J» MLPB > M@BJ )K J>KV PJI>ll
?RPFKBPPBP QGEBOV ?B > @KAF@ ?BY BBK AB®@FPFLK J>HFKD J>AB
LK > MOBPPFLK>| ?>PFP >K@APFLK J>HFKD J>AB LK >K FKRIFEH @
?>PFP 3LJB PJ>Il ?RPFKBPPTKBOP TFIlI JI>VP ABWFAB ?>RRK >
DRQ FKPQPK® @K MLF& QL J>K FKPQ>R@FK TEF@E DRQ FKPQFK@
@K@OKFKD QEB MLPPF?IBBPR@FK MER@ M>FACC TEBBP >
@.0J>l J>0HBQ BPBGRE B>IR>QFLK JFEQ @GKPFABO QERAMI® QL ?B
> KLKPQXEBO

K #>IFCLOKF> P>IBPJ>K >0 $>El @JB RM TRQE QEB FAB
LC QEB FABVR) > MB QEY TLRIA BNRF® JFKFJ>l @® >KA @PQ
QL J>FIQ>FK B ABSBILMBR QEB FABLC QEB I@BD@H 4EFP RKBRH
@QK@MQ 78JB > C>A >KA > B3Q PR@PP IO $EI +BK (>HRQ>
>|PL HKIK >P $0 &>A ABBILMBR > QN HKIOK >P QEB ZIIT >IFBO FK

#I>RAFL ->G@RP! BO>@F@\BQ - B>KFKBRI IMMCG-@E QL
#RPQLJBO 3BDJBROFLELROK>| C #LKPRJIBO
>OHBQFKD KL

SI@LIJ'LLAJ>K b 4EB OROPRAC 6>IRB QEM®LE
1R>IROS->0HBQ BPEME 1R>IDQMS->0HBQ
2BPB@E 'K KQBOKFLK>LROK>l KL
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) QPLIASBO JFIIFLK RKFQP 4EBPB >KA LQEBO C>AR@P
PR@E >P QEB #>??>DR@E ALIIP >KA 2RPF#R?B >8 PL MBRIF>0
QE® LKB TRIA ?B E>@ MBPPB QL QEFKIE K J>OHBQFKCBOBGDE
QE® TLRIA E3SB FKAB@R QES QBBTLRIA ?B SF>?IB @>ILKB J>GLO
PR@PPBP

3LJB QFJBP@ FP >K FPPRBHESFKD > MBR@ FAB>KA HKIFKD
TEBG QEBI@6@) J>3BQ 0 QEB MER@ TFII 7B *FII FFK @BQB
Peas a Pie Pizza TEF@E FP >@R& CLA MFW> MFB QE S8DE)>?IBP
?2>HBA FK QEB @ORPQ 3EB BEE) QEB ?BPQ MBIX@ J>®BQ EBO
RKFNRB MER@ TLRIA ?B FK QEB 3>K @FP@®> TFRQE @P
>MMB@FFLK C LO>KF@IG\P

4EFP KLQFLICLDLFKD QE LK® DRQ FKPQ@FR@®KLQ IRE QL C>A
MQAR@P 4EFKHCLQEB 28D IC 'MMIB #LJMRQB@EB L?GEDAS
PERSOFLK $P ABIFKD TBE > @M>KV TELPB QL J>GLO BB@REBS
TB® @IIBDB ALMLRQP 4EB ?RPFKBPFP TLMBEDFKD LRQC LQEB
D>GDB IC QEB JLQEBT@ ILKB C QEBPH QBUB@RQHS 4ER TB®
MQAR@FKD >IMB@ QEY RM QL @EMLRKE>A LKI > IFJDB KRI?BO
LC EL?¥FPQP >P > FBD .LKB LC QEFPLRIA >AA RM QLB&/
>MO@AS MOPMED O FEBPQJBQ 2R @RIA B-PR BKSFPFLK >
SBKQRB @MB>IFPQKRFABOFKD > MLPPFSEPEKRBIQ >PHFKDOC>
J>OHBQ BPBGRE PQRAQES TLRIA FABRRCQEB QBE) J>GBQP @O
P @MRQBOP LKB BJFP@B>Q QEBLEM>KVR ?FQE %EK QLAW
QEB® FP > PQM® FKAB@FLK QE>MMIB ALBP KLBND EB-SFV LK
@0J>l J>OHBQFKDBBBGRE P BB L?P MRQF MR KLQ >?LRQ MLM
@RIQRCOER KLQ >?LRQIIFKD MBVIB >KA@2 KLQ >?LRQIBFK@FKD
MB.MIB QE3 QBEBT>KQ PLIBQEFKD QEBLKaQ B GDR®LRQ TE® TB

b7 E>Q !B 7 >@HV ?II7 >IHBOPc $&>A @ >@@PPR
$B@J?BO T TT AOC>AL@® C>A=C>@P
T >IT >IFBCEQJ
3RP>K 3FQE (BKAOF@HPLK b-FKFRD B>P >KA #>Q@P
7FKP KXSBPQL@RPFPPFPPFMIRPEKBPEROK>! KL

3
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T>KQ !KA ) QEFKHBEB MBQY DLLA ¥ ESFKD QEB EBDAFP@FMIFKB
QL QEFKH QRIE TEBQEBO > ILETLLQEBO IMEB >B DLFKD QL>KQ

R QLL 4E¥aTE>Q TB DE) M>FA QL AL 3LR/@KaQ DL LRQ >KA >PH
MBMIB VR HKIT TE>QRQEB KB ?FIEFKD < 4EBEP > BSQ NRLQB
?V (BKY &L@ OFEQ (B P>FA 6)) E>A >MA JV @RPQLJBOP Tg>
QEB T>KQR QEB TLRIAaB QLIA JB [ C>PQBO ELGIRB

The \bice of the CustomerNQFD

+J6AN ;JC8I>DC 9:EADB:C| )  FP >K >MMERE QE>FP JBKQ
QL QBIQEB Bt @ LK@MQ PBOFMRPKA RPBROFQL EBIM ABPFDK KB
MQAR@P >KA PBE@P LO FIMSB BJFPQFKD LKEPFP >K >MM@E
QE® T>P FKFF ABBILMB FK 3M>K 00 J>KRC>@ROFKD >MMIFEKP
)Q PBHP bQL ¥XPLOJ RPBO ABJ>KAP 6K ABPFDK NR¥IEL ABMN
QEB CRRELKR.OJFKD NRX¥ >KA QL ABMLIB QELAPLO >@ESBKD
QEB ABPFDK NAAIFQL PR?PVPQBJP >KAJMLKBKQ M>@P >KA
RIQFJ®BY QL PMBIF® BIBJBER 4L MRQEFILM @IBIV 1 &$ Q>BP
QEB ABFE® IC @KPRJBOP >KA BMILBP ET T Bll QEB FKAFSFAR>I
>@FSFBRILQEB ?RPFKBAPIBBQFKD QELPB ABPRD>IPL I@PFABOP
ELT @JIM>KV >@FSFBP GRE@® THE B@E LQEBO >KATEL Bll QEB
@JIM>KV FP JBQFKD QELPB @RPQLJBOBRBFBE BPM@ED QL QEB
@JMBQBFLK Q >@ESP >l QEBPB BKAP L®ED QEB JBKP IC >
P@EBJOF@ PBBILT TEF@E FP HKL>P QEB ELRPECLNR>(¥ 4EB

II>FK " BFIIEY BLR #>KaQYKLS>QB ,FH IMMIB: 00-DJ>QF @
>OHBQFKD KL >@BPPB/ @L?BO
TTT MODJ>QF@J+BQFKDL® MR?IF@QFLKP>D>WFKB

V LR=@KQ=FKKS&QB=IFBE>MMIB
9LGF IH>L 1R>(W &RK@FLK $BMILIBKQ KQBDEFKD
#RPQLJBO BNRFEYBK QP RpL ODAR@ $BPFDK BT 9 LOH
0QAR@FSFOBPP

X#E>MQBO 4EB 1RBPQ@6>IRB



P@EBJSOF@ IMSBABP QEB ?>@H?LIKB QEB E}BI1&$ MQ@BPP !
@JMOBEBKPESABPFDK M@PP J RPB PEBG| ELRPBP C NR>(¥
JL SFKD CDQEB GOPQ ELRPB TEF@E@BQSQBP LK QEB GRS
PMEF@QFLK C @RPQLJBO ABPFSIl QEBSV ALTK QL ABBILMFKD >
ELRPB QE>O@RPBP LK QEB @MEEQFLKLO M>QP LO ME@BPPBP IN
ELRPB FRL@MLPBA LC PBBO| @IMLKBKQP

d JHIDB:G G :FJ>GB:C IH I=: whats ( B@ LR FABRROQEB
BIBJBKQP ABFERC?V @RPQLIBOP QEERMI >IPLLEQ>FKP QEB
@®IQRSFIMLQ>KBLC QEBPB B&P >P FABKRR ?V @RPQLJBOP

d C<>C:G>C< 8=668l:G>HI>8H=: hows 4EFP FP QEB3RP %
TEF@E >K B>KFWPFLK FEHP QL JBQ @RPQLIBCBABR

d , :A6>DCH=>E BE&>MIEFP FIIRPQBP QER@BI>QFLKP >JLKD
@RPQLIBBNRFRYBK QP >KA BKIKBOFKD @EEBOFPQF@P 4EB
ABD6B LC QEBL@BI>QFLK J¥ ?B BMBPBIQR. ?V AFRBBKQ
PVJ?LIP

d T,DDUDI=:=DJH: 4EFP PBYFLK FIIRPQBP QERG@BI>QFLKP
>JLKD QEB BKEKBOFKD @E&BOFPQF@PBRAPPVKEBBP
QE® JFEQ BIFPQ >JLKD QEB BKBOFKD @E@BOFPQF@P

d DB E:I>I>K 6HH:HHB:CI B6 IG>MAEFP FP RRBL B>IR>QB QEB
MLPGFLK C > ?RPFKBPFOEBPM@) QLGP I@MBQBFLK

d T6H:B:C | U4EFP PBYFLK FP RP®RO >PPBPPFKD QEBFRERDFKD
@E>S@BOFPQF@RICKIB@E SIRBP 4EB b?>PBJBBC
BK>?IBP MXIF@FIQFKQL FKPQU¥IREB QEBRISQAS?BKBEP C QEB
>@FSFBP RKABSBK % > @IM>KV FK JEBQFKDLEPRJIBO
ABPHEP ¥ JRIQFMIFKD QEBI®RBP FKEDE B 7V QEB BFEQ IC
QEB bTEc >KA QEBK >AAFKD QHBER QLOHEBO

" DJH: b, +J6ASN

#E>MQBO 4EB 1RBPQ@6>IRB X



IIQELRIE [ JFIEQ FKIF\>MMBO QL ?BLAMIBU 1&$ MQSFABP J>K
?BKBE&)P FK@IRAFKD QEBRKD @®AR@P QFJB >KA &OQ AROFKD
QEB ABPFDK ME>PB BAR@P >IQBQFLKP FK ABPFDKBAR®@P QEB
BKQMEDABSBILMIBKQ QFJB  (BAR@P QEB M®>?FI&Y LC FKBMQ ABPFDK

>PPFPQP FK>DBBSBILMIBKQ >KA EBIMP >@EBB@JILK
@KPBKPRP

5KALAGQRKOBY 1 &$ FP JLPQ MBK >PPL@B>TRQE J>KRC@ROFKD
&BT OB>IF® QE® © E>PLRKA TFAB >@MQ>KEAFK J>KV/ LQEBO
>@>P_PICY >B ABBILMIBKQ PESF@BP RBR@QFLK >JRPBJBR
M>BP BPQROKQP >KALCA PBSF@P &LO B>JMIBP IC QEBPB
SMMIF@FLKP @ 1&$ DL QLE@M TTT J>WRMXBQMR?IFPEB 8J
&RQEBO@JIM>KV PFBVPELRIA KLQ ?B BB >P > IFIBOFLK QIQF

'BOPLK 4LKQFKF b$BMIBKQ IC #RPQLJBOBBAP FK QEB
1&$ 5 PFKD > LAFER +>KL - LABIc 1LROK>| C QEB
1@>ABJV LC "RPFKBPP >KAI@F@P KL
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MLPPF?IB >MMPFK 4EB &$ >MMO>@E FK > PFINFBGLOJ @K 7B
B>PRI >KA PR@PPCRIRPB ?V >K/ ?RPFKBPBID>@IBPP C 6P PBW
)QP SFPR>IQEB J>HBP © BIQBIBIV B-PV QLL@VIOBEBKA >KAF @K
@KSBV QL >I1 JBJ?BOP C QEB ?RPFKBPP BEBRSFIMLQ>KBLC QEB
BIBJBKQP >KA TEQ QBBAL QL EBIM JBQ @RPQLIBOPHBDOFLKP

- >BEA>;>:9 "DJH: D; +J6A3N ;DG 6 ;HI6JG6C]

IBK ->WRO bl &$ @O I>I1" RPFKBPP ! 3EQIRQ
QELRLE QEB ->\B LC ->QOBE: M>MBOBRBIQR >Q QEB
3FUQB@MLPFRJ LK 1R>IEY &RK@FLK $BMWIBKQ .LSF
-) *RKB

#E>MQBO 4EB 1RBPQ@6>IRB X



Gathering Eedback and Listening to the
Customer

IIQELRLE PLJB PR@BA ?V IFPQBKFKD QL QEBFO GRRQEBK®D FKKBO
SLFBP_RB FP EED >ASFP>?IBLO >Il 2RPFKBPPBP QL 2B-@ES FK

X#E>MQBO 4EB 1RBPQ@6>IRB



QUFKD QL IFPQBK QL ®EBBQBKFKD QL QEB @RPQLJIBO FP QEB ALJ>FK
LC J>0BQ BPBAE (LT BSBOR) PELRIA KLQ ?B PROMOFPEKD-RE>
PJ>Il ?RPFKBPPBP 3B>PBBB BPLR@ @KPQFIQP QB> J>H B
AFCE@RIQACQEBJ QL RPRIWMIBU >KA PLMEFPSII#GI>0HBQFKD >KA
J>OHBQ BPBGRE >MMS@EBP 4L PLJB BUQB& QEFP FP @BEXED
TFQE QEBGRAR@FLKC ML BOCRIBQ BI>QFSV ILT @.PQ B? ?>PBA
QLLIP >KA PL@F>IAB> |KLQEBOBRQOBK QE>> PJ>Il ?RPFKBPP
J> V C>BFK QEBBOLC J>BBQFKD FP QEEBIKBOR J>CHBQFKD PHFIIP
>KA HKIT IBADB J>V KLQ ?BBY BJQBKPESIEB LTKBOP C PR@ETIP
J>V LMQLO PBBG| YMBP C PLIRQFLKP AEB>V QO QL JFIF@ QEB
J>OHBQFKD @EKFNRBP BJMEA ?V I>@BO LI>KFVQFLKP ATFKD
LK TE>Q T>P GRPQ JBRLKS 4EBV J>V LMQLO PLMEFPSF@E?RQ
B>PV QL RPB >NSF@QLLIP LO QEB>V GRPQ PRINY>BI J>OHBQFKD
QLLIP >KA @EKFNRBP >KA 3MMMIEBJ QL QEB PJ>Il ?RPFKBPP
BKSFIKJBK Q

4EB JLPQ ?>PF@ >KASFELRP ¥V QL IFPQBK QL @RPQLJBOP FP ?
Q>IHFKD QL QEBJ !ll ?RPFKBPPBP PELRIA @RUMMIROP FK TEF@E
BJMILVBBP Q>IH QL @RPQLJIBOP >KA REBK TE>Q QEBESS QL Pv
>?LRQ QEB MR@ LO QEB BBE@ JQ FP FIMQSK QLEBQSIF® QEBPB
L?PBG>QFLKP

JQEBO VP IC IFPQBKFKD QL @RPQLBBIERIE @JIBK Q @AP
>KA M>MBO >KA LKIFKB SBR® 4EBPB >MM@EBP BB QEBFO
PQEKDQEP >KA IRIDFLKP ED>BIBPP C QEBPB IEISFLKP QERBL
MQSFAB >K FKEEDFRL YRO @RPQLJBOP KLQEBOLKB @K DXEBO
FKOOJ>QFLK >?LRQ @RPQLJBOP IHRCDEY>IY MODGJIP L V>I@

$>SFA #>OPLK@BKIB #Q.JFB 0>ROF@@L T>K *FJJ V
( FIl ->OHBQFKD >KA @RMBKBROPEFM BKIB>KA
-FAPF® %KQBOMOFPERE| ( BIMPQBA 5+ 00BKQF®
(>l

>I@LIJ'LLAJ>K b 4EB OROPRAC 6>IRB QE®LE
1R>IROS->0HBQ BPEME 1R>IDQMS->0HBQ
2BPB@E 'K KQBOKFLK>LROK>l KL
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MQDGJP >(B RPB 7V MBGBKQ IC 53 ELRPBELIAP 3L@F>| JBF>
LMQFLKRGBO > @OBKALRP LMMIQRKY QL KLQ LKIIFPQBK QLRO
@RPQLJBO ?RQ >IPL BKD>DB FK QS A®>ILD QB>@K ?RFIA >
PRPQ>FK>?BQFLKPEFMIEE@RPQLJIBOP

Key Takeaways

d "RPFKBPPBP JRP@ZEB MQ_>@MSFK SDBIMQFKD QL FOBK
QEB SIRB MOMLPBFLK € QEBFO @RPQLJIBOY JRER) HKL EL T
QL IFPQBK QL QEB 6

d "RPFKBPPBP JRPQ B-BSB(Y BA.AQ QL FABROQEB RKJB KBAP
LC QEBFO @RPQLJBOP

d "RPFKBPPBP PELABB&OKFB/QE® @RPQLJIBO PBDQE}FLK
T LRIA BK>?IB QEBJ QL PBBO MSFAB @RPQLJIBIRS QL QEBFO
S>OFLRP @RPQLJBOP

d "RPFKBPPBP PELRIA QEFKH FK QREIMFRQFKD QEB @RPQLJBO
IFBQFJB SIRB TREFK ABBKQ @RPQLJIBO PBDQBK

d KQRBFLK@® MI¥ >K FIMLQ>IQ OB FK QEB SBILMJBKQ IC KB
MQAR@P >KA PBEGP

d 4LLIP >KA QREKFNRBP PR@E&S>PPFPQ FK QEB ABREDK L
MQAR@P >KA PBEEP PL QE»> ?RPFKBPP\SB ?BRBO >?IB QL
JB BQ @RPQLIBONBRDOFLKP

d KKLSSQFLK® MI¥ > HBV QIB FK @SQFKDLEMB QBFS
>AS>KQ>DBLO PJ>Il ?RPFKBPPBP

d )KKLSSQFLK ALBP KLENRF®> ERDB SBPQJBIQ © @K ?B ALKB
2V PJ>Il GFOJP ¥ MOILQFKD @SQFSF QEARCELRQ QEB
LAD>KFVQFLK

d 33>l 2RPFKBPPBP JRPQ ?B LMBK QLA{ERF>| >KALGPRJIBO
QBKAP B>AFV >S>FI>?I1B GBEKLILD @K EBIM QEBJ FK

3E>IIEB &DWDBIB. bR FK QEB #AB: #>K>AF>K 'Q @8O
KL

X#E>MQBO 4EB 1RBPQ@6>IRB



FABRREKD PR@BKRAP

Souces of Busingddeas

3J>Il ?RPFKBPPBP & >T >VP ?BK > AOB® IC KE MQAR@P >KA
PBOF@P ->KV MOAR@P >KA BRKQFLKP QESIB JFDEQ @JLKI V
>PPL@EB TOE I>DB ?RPFKBPPBB@ LOREK>N @BQRB ?V PJ>I
?RPFKBPPBP FK@IRAFIGDKATOFLKBOP 'BHDB QEB & AFL QEB
DVQ@JIM>PP QEB EEDMPLIRQFLKL@IRQR >UF>l QLILDME/
P@KKBO QEB LRQ?LAOBKIFKB QEB MX@HBO QEB MBOPLK>I
@JIMRQBACOMBK CLA QEB PBY OWO PLE) @KQ>@ IBKPBP >KA QEB
WFMMBO4EFP @SQFSF >KA FKKEB-QFS @M>?F MD?>?IV PQBJP
COJ QEB C>@ QEY PJ>IIBO ?RPFKBPPBP TEF@EII@H BQBKPES
CK>K@FBRLR@P ?RB-R@MF@BRIFKQP LO MPF@ BPLR@BP
J>V GKA > @MBQBFS BADB ¥ MOSFAFKD @RPQLJIBSIRBS ¥
LGBOFKD RBMQAR@P >KA PBE@EP 1 FP QEEIB FIMLQ>KQ QL
@KPFABO ELPJ>Il ?RPFKBPPBP>K CPQBO >L®F QJBKQ QL
@B-QFSF>KA FKKBQFLK

*BOW +>QW >KA 2F@AEXDBBK %IQBMBKBROF>J3lI
"RPFKBPP KAMB. BTO9LOH - @O >T ( FIl
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Creativity and Innoation

/KB T >V PJ>IIBO EOJP J»V @IMBQB TOE QEBFODBO OAB FP\?
?BFKD ?@BOQ QEB M@PP C FKK®QFLK TEF@ESHKBP @SQFKD
PLIBQEFKD QEFP RB>KA AFB®KQ { KBA KLQ ?B IFIPR QL QEB
@B-QFLK C KB MQAR@P >KA PBE@P #CCIK6I>DC@K FISLISB KB
T>VP FK TEF@E >LMR@ LO > PBE@JFDEQ ?B RAB )Q @K FIKLISB
KBT T >VP IC M>@HS{D > MAR®@ LO > PBE® KKLS>QFLK & ?B
>PPL@BB TRQE FAEMVEKD KB @RPQLJBOP LOTKB >VP QL BS@E
@RPQLJIBOR. MIRQIFPFIM FKKISSQFLKBRQBOP LIKKAFKD KB >VP
QL MCSFAB @RPQLIBIRS

IIQELRIE PLJB TLRIA >DRB QE» QEBCFP > ABMK®@ ?BJ BBK
@B-QFF >KA FKKSQFLK LKB [RIA ?B E>@ M@BPPB QL >DRB QE>
@B-QFF FP KLQBURFEA QL MQ@R@ FKKBQAS JB>KP IC
@KPQOREKD @RPQLIBIRB 'K BKQMD @E>MQHESBK >K BIQMD
2LLH @RIA ?B ABLQR QL (PQBOFKIB@EYF FK > PJ>Il 2RPFKBPP
4EFP QR) TFIl QBE ARBBKQ Q@H GFTFII ILLHO QELPB Qt@P QB>
JFDEQ FKERPEO HFIIRBQFSF 1B U>KABO F>J FABIQFRB\ KFKB
C>@LOP QE:8K FIMB\B QEB BQFSJIFKA PR FK II>KFVQFLKP

6>AJAD 6H@ FJ:HI>DCHJ>Il ?RPFKBPP TKBOP >KA QEBFO
BJMILVBBP LGBK C>FI QL >PH GEBF@A why QVMB NRBPQFLKP
6>AJAD G:8D@® >9:6H )Q ALBP KLQ EBIM FC FKAFSFAR>IP FK >K
LD>KFVPFLK B0@QMS>KA MOAR@ > I>DB KRJ?BO C FAB
?RQ LQEBO JBJ?BORIQEB DOKFVQFLK®KLQ B>IRXQB QEBPB
FABP 4EBBCCB B FP FIMQOIQ 0O VR QL BAOA >KA PESB
FABP
6>AJAD G:K>HP>9:6H /KB L C QEB ?BKBE C BAQ.OAFKD FAR
FP QEXFC QEBB KLQ FJIJBAFSBY FIMIBJBKQRB QERB J>V
?B@JB SF>?IB ) PLIB MLRB FK QEB CABQRO

IIB U>KABO F>J #OB>QFSF IJEBOPQ -! (2800 BPP

X#E>MQBO 4EB 1RBPQ@6>IRB



6>AJAD :MEG:HH >9:6H3LJB QFJBP FKAFSFARSBFRKDFIIFKD
QL BIMBPP KB FAB-P CO B>0 IC @QF@FPX PLIB
LAD>KFV@FLKP B >® QLL TFIIFKD QL@NRB >K BABC® ) FP
>[ILT BA QL CRIIABSBILM

6>AJAD I=>C@ >C C:L L6NH4EFP FP JLBQE>K QEB @IF@E] L
bQEFKHFKD LRQPFAB QERASLISBP KB T >VP IC >MMO@EFKD
>KA ILLHFKDQ QEB MBBJ L C MCSFAFKD @RPQLIERES

6>AJAD L>H=; DG BDG 3>QFPCG3K TBE QEB @BKIDP@S C
>C>FOP LAJEFQEB JBKP IC PLISFKD NpR@®RI>Q NEBJP
QEKPIOBP RX >K FK>?68IRJL ILLH© KB T >VP IC MCSFAFKD
S>IRB QL @RPQLJBOP

6>AJAD IGN ID 7: 8G6 I>K: ->K V MBMIB JFPQBKN QEFKH
QE® QBEB>® KLQ © >Il @SQRS 4EFP JB-KP (R TFII KEEBO QO
QL MOAR@ KB QVMBP € PLIRQFLKP QL QEB LKDLERIBMO

6>AJAD @:E IG N>C<7 EBK XDBIMQFKD QILSFAB KBT >VP
QL @SQB @RPQLIBORB FKAFSFAR>P PIBQFJBP
@KCOKQR TRQE @SQAB?IL@HP 4EBK QEBFJW F8 RM 4EFP
FP QEB FBRY) TV QL ABPROQEB @MASQEFKHFKDL @BPP

6>AJAD ID A:Gl: 8G:6 I>K: 7:=6 K>DGO D>KFV@FLKP@BK C>FI
QL KRORBQEB @MASMO@PP 4EB C>FI QEB MBMIB QFJB QL
QEFKH >?LRQMBJIP QEB C>FI QL QBB QERAAC
PRDDBPQFLKE BOMIL VBBP >KA IFJB @SQFSF QL > K>QD
ALJ>FK

/KB L C QEB BE) JFPQER >PPL@¥E TRQE QEE@@BMQC FKKBQFLK
FP QE» FKK&QFLK JRPQ ?B IRJB QL EFENV @BQFS FKAFSFAR>IP
>KA LO>KFWPFLKP TE 15DB BPBGRE >KA ABILMIBKQ 2$
C>@EFBP 4EB LM>KFVQFLR PEB\J> V E3SB KL ?B>OFKD LIQP >?RF
QL MOAR@ KBT MQAR@P >KA PBE@P -L(B QE>K > ABAB >DL

bKKLS>QFLK /SBID>Ac 4BKAT >Q@EFKDI@ @@ PPB
$B@J?BO QO BKA >Q@EFKDI@Q@BKARMAC

= =FKKL SSQFLK=BB@L>A MAC

#E>MQBO 4EB 1RBPQ@6>IRB X



PQRAFBP ?BD>K QL BRBF@E» PJ>Il J>KRC>@ROFKIFGDUP C>O
BU@BBABA QEBFO DED I@KQBOMS® TEE BPM@D QL QEB KRJ?BG L
FKKISSQFLKP MBO BJIVBB

1JLO B B@KQ PQRATEF@EI@EB®A QEB MBOFLAICOQL
PELT BA QES 2 $ MBOODJ>K@ ?V PJ>II 53 @.IJM>KFBP [BJ PIFEQY
C>PQBO QE>K QEBIX®?IB MBQOJ>K@ JB>PRBP O I>DBO 53
GOJP $ROFKD QEMBOFLA PJSHGIP FK@®R QEBFO 2 $ PMBKAFKD
2V JLOB QE>K MB@BKQ @M>CBA QL >K >MMOFJ>QB MB@BKQ
FK@OSPB 00 [>DB @M>KFBP 4EBPB PJ>IIBEGIP >IPL FKEBPR\
QEBFO BJWMIIBKQ IC P@RBRPQP >KA BKBOP © > SDB
>MMOUFJ>QBY  MBQ@BKQ DB>QBO QE>K DBD [@M>KFBP &RIEBO
QEB BPRIQPO.QEFP PQREF@E BOMBPBIQB FK b2 $ )KQBKR¥ 2V
&FOJ FBt FIIRPOOB QEPM-QF@RIMOFKE PJ>IIBO ?RPFKBPPBP
E>SB LRQM:B® QEBFO DD OFB TRE BPME) QL 2$ FKQBKR¥
4EB QBOJ 2 $ FKQBKR¥ BBOP QL QEB @RDALII>OP PMBKK 2 $
AFSFABV > @IM>KVR BMLQB P>IBPESBKRB

, # CILCHSN7N >GB ->0:

I 2 LV 4EROFH KODAR@FLKKKLS>QFLK FKIsI|

"RPFKBRRI>II " RPFKBPP RK@IF@P

, 2> RP@E KAFEDLOPQ 53 3J>I1" RPFKBFPAIB FK

2% c.>QFLK>I 3@FBRERKARFLKKC " OFBC .3&
n ->0 @E
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)Q @KKLQ ?B SB@IME>PFEA QE® FKKB-QFLK PELRIA KLQ ?B (FBF
QL QEB BQFLKC MAAR@P LO PSEBP 4EB QILTFKD >B GRPQBTC
BU>JMIBP IC FKKS>QFLK 28 KA QEB ABILMJIBKQ IC KB MQAR@P

d )K 4ELJ>PIKDL SB >K RPQ&F>K TFKBJ>BOABSBILMR
QEB FAR.C M>@HSKD TFKB FK BBP QEY E>A > MVBQEIBKB
?1>AABO4EB M>@H>DBP KLQ LKi JLOB @KSBKFBR QL@
?RQ >IPLBMQ QEB TFKBREBQ.O > ILKDBO MBOFCAQJFJB

d IMMIBR BLA T>P @@>FKI>K FKKE&SQRSMOAR@ ?RQQP
PR@PP BP @8IV QFBQL QEB BQFLKC QERRKBP B?PEB
QE® MCSFAB @KQBKR

d ">HBO 4TBBQ >IBQP @RPQLJIBOP SFEREE MKQFJB > BOE
?2>Q@EQ ?>BA DLLAP BJBOB AQ > M>OQF@FKD 28R
LSBK

*>K@FR2FKPLK #EB / UCOA #LIM>KFLK QL 7FKB KA
BA 7FKB 0QP !O@EMS >@BPPR/ @L?BO

TTT TFKBM(®® @J > RGPM@A>OBBBK@L UC
=BKQUGPBKQU=FA
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d 0>QOKP 3Q 7>D>?LL BPQROKQP FK ->AOFAIG?LLH PM@F®@
Q>?IBP LKIFKB

d 2BPCQROKQP MBK J>® RM ?LQIBPC TFKBY MBO @KQ QL

MBO @KQ 3BBCOI BPQROKQP FKBT 9LOH 3VAKB/ >KA

LKALK E>SB ABSBILMB\ BI>QFLKPEFMRYEFTFKBI@B@LOP 4EB
@IIB@LOP J¥ E>SB JLOB TFKB QE>K QE®K MLPPF?IAOFKH PL
QEB LGBO QEB TFKBIP>IB FK QEFPQROKQ THE QEB
BPQRCOKQ PBIIFKR B > POBEQOON >G\ J>OHRM C  MB@BKQ
4EFP @I>?LO-QFLK TBE @RPQLJIBOP FP TRRBEQEB TFKB
@IIBALOQEB BPQRGKQ >KA QEB @RPQLJIBO

Social and Consumerénds

. LQ >l ?RPFKBPPBREESQL @X@OK QEBIJPEBP TRE PL@F>I >KA
@KPRJBO BBAP 3LJB ?RPFKBPPBP >KA QERPATFK@IRAB JXK
PJ>Il ?2RPFKBPPBP LMBB FK >BOQFEV PQ>?IB EFIKIBKQ >KA
MQSFAB > PQ>KA>OLLA LO PEBB® 4EB IL@ IRK@HKB®B FP
BUMEDB QL MCSFAB PQ>KA>T@>B LK BP JBKR 4EB JBWP
E>?B@>PEBO TFIl ?BUBEDR QL MGSFAB J>FKIFKB JBK @ILQEFKD
( LTBSBO PLJB ?RPFKBPPBP RF@RIM®J>IIBO ?RPFKBPPBERI®
DB>QV ?BKBE) ¥ B@DKFWFKD >K BIB&D PL@F>| LOKRRJIBO
QBKA 3>l ?RPFKBPPBP @ES@RP LK KF@EB BBQP @& D>FK P>IBP FC
QEB @K @>AFV FABRRCOKB PL@F>| >KALEGPRIBO BKAP

AMBKAP ABBO CO C>AP &>AP J¥ ABIFEQ @RPQLJIBOP ?R@EBFO

bKKLS>QFLK *R?FLE ABKAT >Q@EFKDI@ @@PPR
$B@J?BO QO BKAT >Q@EFKDI@QBKAP
FKKISSQFLER?FQFLK

b4 G-KPM>BX @ 40FRJIME 4BKAT >Q@EFKDI@ @@3PPR
$B@J?BO QO BKAT >Q@EFKDI@QBKAP
QEKPM>BX@QOFRIME
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SBOY K>QRB QEB EsSB > PELQ PEBICBFE@BKAP LK QEB LQEBO E>KA
J>V ?B > MLQBKA C QEB CRBRO3J>IIBO ?RPFKBPPBP\$B FK >
MLPBFLK QL @BBOWBMILE BKAP 4EBFO PJ>IIBOBPE@K [F8 QEBJ
DB>QBO IBJF?R¥ ?B@RPB QBB I>@H >K UDBKPES?RB>R@MF@
PQOR®B QEB J>V ?B >?IB QL JISB TROE DR:QBO-GIFAY 4EB DB>Q
@E>IIBKDB.@ PJ>Il ?RPFKBPPBP FP QL ?B >?|BARG@H FABRRC
QEBPB BKAP FK > QFIBC>PEFLKK QEB M>PQ ?RPFKBPPBP EBN QL O
LK MLIIFKD FKERBBR@J>0BQ BPEBGAE >P > FV LC SHBIMQFKD QL
FABRORCPL@F>IBE@P (>OOFRQBS@MS MOAR@A > PREBV >?LRQ
QEB L?BR¥F BMFABJF@ FK !JBOREFP PQRAPEI BA QE® QEB>8Q
J>GLOW LC !JBOF@KP I1SBO QEB >DECL >CB LSBO BFBEQ 4EB
MB@BKQ>DB C QELPBSB BFEQ E>P PSRN FK@SPR PFKE)QEB
B>QV P 4EB PQRAV >IPL FKAF@B QE® > J>GLQFLC QEBPB IMEB
ABPM2. QL ILPB BFEQ 4EFP RKID>QFLK L@IA ?B Q3BK A QEB
KBFE?LELLA DVJ TEF@E @RIA QEBK @QB PMBF>IBAVTBFEQ
ILPP MDOJP 2 B@DKFWFKD QEBRAQ@RIA IBA QL > KRJ?BO ©
AFBBKQ MAAR@P >KA PBE@P

)K QEB M>PQ QEB J>GLO @E>ILEKRE-BO ?RPFKBPPBP QLORABK
LO QE@H BKAP TP QEBBVIBKPB 4EBPBGUP TRIA ExSB QL RPB
BUQBKPESI>OHBQ BPBGIE LO @IFMMFKBFBBOAASY J>KV LC
QELPB @®!>?FFBP>@ ?B MCSFAB LKIFKB EFEBOQ KL @Q LO >
KLIFK> @PQ 'LLD IB 4BKAP Q@HP HLL QBK > MEF@RI>O QLMF@

SHFK'>@LK b7 EV >KA (LT QL ABKQRC2B>| 4BKAR

( R20>DBP >@PPRB/ @L?BO ER?M>DBP
ER?QMBKAP>KMPFROPR@PP

bABKQRGKD >KA 5KABOPQ>KARBRAP FK QEB -+BQFKD
%KSFIKJIBK @ "CG-FK->PP >@PPB *RKB

EQM TTT ?0-FKI>PP @ IF?0-Q/

SFBMLPQFKD MENMPQFKD=FA

2L@HV &R b Y@BIIBKQ /KIFKB 4 LIP QLABKQRCAMBKAR
2L@HV &5 3L@F>BAF> $FOF)>| EQBEBP -3V

#E>MQBO 4EB 1RBPQE@6>IRB X



E>P ?BK PBGRER LK 'LLD IB CO > MXQF@RI>O QFJB EKORER
PVPQBJ >IPL >MP LR QL Q@H JRIQFMIB QLMF@) @B BEKR
PL QEQ YR @K BU>JFKB MXQF@RI>BOALKP TEE QEBPB QLMF@P
PB-GREB 4EB AX> >B MBPBIOB FK DIMER@ COJ>Q QEY J>HBP
R BPV QL ABBOJFKB QEBRPQBE@EC >K M>QF@RI>BIQ® 'LLDIB
#EB@HRQ 4BKAP JLKLOP QEB P>IBRAEBBKQ MAR@P ¥ 20KA
/KB @LRIA RPB QEFP QLQBBJFKB FC>PEK>I®/ BUFPQR.QC >K/
M>QF@RI>OLAR® QMB -FAPLCR 'A#BKQBO 3?P LGBOP TL
MQAR@P QE>ERIA ?B RPBCRI Fik@BFKDBBAP /KB QLLI3B>GDE
6LIRIB_QCO-@HP PEREBP >KA >IPL lBABPLBB@PQP -F@PLCRR
PERAKA QLLI+BVTLOA &LB@PQ_MGFABP &> LK >@R>| PEIDEBP
>KA ?@>HP ® ATK ?V HBV ABJLDOMEF@P &9E.H MCSFABP > QLLI
@IIBA BUFIEX )Q Q@HP &B@.LHR @JIRKF QFBPaBBPQP#EB@H
LRQ QEB 5KIF@F>| &%LH ,BUFIEK " ILD CO > ABP@OFMQFLKTK EL
QL CRIIRPB ,BJFIZ 4EB QLLI 4TFPQX@HP 4THBO MLPQPPR?GE
>@>P ABKAMBF> TFIl FABRC>QF@IBP LKIFKEX@BO QL MOB@RI>O
PR?G&) >B>P 4EBPB A3> &K ?B MBPBIQB >P > @BKA IFKB PL QB>
LKB @K PB QEB BQB® IC MR?IF@QBBPQ $80 QFJB 4EB R IFKB
FP IFJBB QL QEB M>PQBBEOK QEP @BKAOO S@HP BKAP >KA FP >
DB>Q RPBI® BJ>IFKFKD QEBBPQBEGC BKAP FK J>K >B>P

IKIFKB QBVEKLILD KLT MQ.SFABPSBK QEB PJ>IIBPQ ?RPFKBRIE TF
QEB LMMQBRKY QL JLKBLO >KA AHE) BKAP QE» @K 7B QEKPIOR
FIQL JL(B PR@PPCRI ?RPFKEBBIR)RBP

Websites

d 'LLD IB4@BKAPTTT DLLOB @J QBKAP
d 4@BKAMBF>T T T >@BRFLI@
d 4@BKAOO TT QBKAO@.J

>@BPPR/ @L?BO T TT Q@HVCRI®?ILD
B U@BIIBKQ LKIFKB QLLIP QL FABROQBKAP

X#E>MQBO 4EB 1RBPQ@6>IRB



d 'LLD IB K>IVQF@E@MP >K>MQF@P DIBIRJ

Key Takeaways

d 3J>Il 2RPFKBPPBP JRPQ ?B LMBK QL$KILK TFE BPM@ED QL
MQAR@P PBB@P J>OBQFKD JBELAP >KA M>@FKD

d #OB>QFSFFK >N LO>KFVPFLK® ?B B-PR PQEB ?V > SORY
LC C@OP 4EBPB PELRIA BBRAR >Q >/l @Q

d 3J>Il ?2RPFKBPPBP PELRIA ?B PBRBEL QEB BJBBK®LC KB
PL@F>| >KAKPRIBO BKAP

d /KIFKB A>Q>?>PBP-@MOSFAB 8K QEB PJ>IIBPCI?RPFKBPPBP
TFQE SIR>?IB FKPEQP FpL QEBUB-PQBBEKA BJBOBK®LC
PL@F>| >KAKPRIBO BKAP

#E>MQBO 4EB 1RBPQE@6>IRB X



3 Chapter 3 - Theamily
Busines

Family Businas An Overview

4EB® FP KL >BBALK ABEKBFLK € > C>JW ?RPFKBPP=:
E:G8:Cl6<: D; DLC:GH=>E I=: HIGI:<>8 8DAGDA |=: >KDKB:C |
D, B JA>EA: <C:G6I>DCH 6C9 I=: >CC I>DC DG I=: 7JH>C:HH ID
GB6>C >C |=: ;6B>AN>® >JLKD QEB J>K/ @QBOF> QEBIMBQP RPB
QL AFPQFKDRFPE\C2BHAFKBPPBRJAMEBO YVBP C ?RPFKBPPBP
&LO QEB MROMLPBPQEFP @E>MEIBBSBO > ;6B>MAN 7JH>C:HHP
ABEKR >P > ?RPFKBPP QEP @38V LTKBA >KALO J>K>DBA ?V
JLOB QE>K LKB JBJ?BO C QEB P>JB C>¥I! C>JFIV ?RPFKBPRKD
>|PL ?B ABEKBR >P QEBBPRIQC PLJB.KB® ABG>J

4EB PQLLC BBY PR@PPCRI C>YFPRPFKBPP RQPOBE PLIB.KB

*LPBME ( IPQO@E>K >KA BIFPP> #B8Y 3E>KIBOb&>JFV
?RPFKBRPELKQOF?RQFLK QL QEBMKLI V ! #ILPBO
LLH ¢ & JFV "RPFKBPMBSFB KL A
b&>JFV "RPFKBPPB®IOBMBKBRO  >@BPPBE

/ @L?BO T TT BKQBMBKBR@.J BK@/@ILMEF>
QBOJ EQJI

X#E>MQBO 4EB &>JM "RPFKBPP



TEL E>P QEB M>PPFLKK@ABKE) >KA @RCGDB QL MRQ EE® EBO
JLKBV TEB® EFPLO EBOJLRQE FPe:4EBPB BIOMBKBRGPTLH
FK@AF? E>@ J>HB QEFKDP E>MMBIB MDRBFS TROELRQ ?BFKD
RK@>IFPQF@ >KA MLPPBPBRIEFBEECRIKBPP QSB@@JB >Il PLAQP
LC ERGIBP 4EW >B >IPL PL@FAHFABMQ>@>?IB IC @JIRKF@QFKD
B@B@YFHV >KA DLLA ) FKPMFOFKD L@EBOP

&>JFNV ?RPFKBPAKBOP HKL QEX) QEBFOBP >B ARB®KQ a0
QE® IC PEXRELIABOP FKJ®I>KFBP TKBA ?V J>KV MR?IF@BRQLOP
)K >AABFLK BIMILVBBP FK C>JFI?RPFKBPPBP RKQEB AMBBK®
QE® C>JM @KQO J>HBP FK QEBFOIN IFBP QEBL@M>KV @RIQRO
>KA QEBFS@BO->0 HBQBOP >MBATIB QEB SAKQ>DB QBQEB FJ>DB
LC > C>JVI ?RPFKBPPBRBIQP QL @RPQLJIBOP KA C>JFIFBRQED
?BFKD FK ?RPFKBPP QEBB FP >MBOCRI M3@ QEBFBRS

Market and Employmentr€sene

"B @RPB IC QEB MSPB KORBLC JLPQ C>J¥I?RPFKBPPBP AP AF@RIQ
QL L?Q>FK @@EDB FKOJ>QFLK >?LRQ QEBMLIMIF@QFKD QEB

b->HFKD > $FBBK®@ 4EB 00F®>QBELRPB#LLMBOP
&>JFN "RPFKBPREBV c

0OFR? >QBELRPB#LLMBOPLSBJ?BO >@BPPR

/ @L?BO TTTM@@ BK=4( QE
MR?IF@FLKPPPBQMV T @=CP=PRSBVMAC

+BIFK % 'BOPF@®:B 'BKBOQFLK QL 'BKBQFLK ,BC
#V@IBPC QEB &> I'RPFKBP®>J?0FADB -! /TKBO
->K>DBA " RPFKBPRPQPRQB %@\ " RPFKBPP 3@ELLI
0BPP

*LPBME ( !PQO@E>K >KA 3E>BBb&>JFV ?RPFKBPPa

#E>MQBO 4EB &>JM "RPFKBPR



PRROFLK FP QE}.PQ A9> PLR@P AL KLQ AFPQFKDREPBBB PJ>I|
C>JFV ?RPFKBPPBP PR@E >P QEB/RM@ MHD LO ABIF >KA DB
C>JFV ?RPFKBPPBP PR@E SIB>DQ ->0OP >KA &L MEB G>IKY
FP QE» C>JM?>PBA LMBSQFLKP BOBMBPBIQB >@@®P QEB CRII
PMEIDORJ [C IJBOFEK @IM>KFBP CO PJ>Il RPFKBPPBP QL DD
@QOMLEQFLKP 7FQEFK QEFRK@BQ QEBLILTFKD E>P 7BK
L?PBGBA

d &>JFN ?RPFKBPPBR&RXQ 0O > PQ>DDBOFKD @&BQ IC QEB
DQPP ALJBPQF@LWR@'$ 0

d IQELRIE R J>V PBJ QE>Q QEFP '$ @KQOF?RQFLKE® CQJ
QELRP>KAFRCLPJ>II LMBEDFLKP  MB@3KQ IC QEBortune 500
@JIM>KFBP 3®C>JN @IM>KFBP

d &>JFNV ?RPFKBPPBRBRXQ 0O MBG@BKQ IC 53 BIMILVIBKQ
>KA MBG@BKQ IC QEB RBGL?P @SB

d &>JFNV ?RPFKBPPEBMBPBIQ LKB C QEB C>PQBRQMAXD PE)LOP
LC QEB@KLJ V ?B@RPB QEBFOTKE.? BNRFBIBK QP LRQME-@
QEBFO @RQMIMIVIBKQ SQBP TEBKI@V>CBA QL LQEBUINBP
LC ?RPFKBPPBP

#LK QOF?RQFLK QL CEBEKLI V ! #ILPBO ,LLHc &>JFV

"RPFKBPHB3FB KL A
b&>JFV "RPFKBPRBFPQE@B?IBO@J 2 BPLR@P CO
%IKQBMBKBROP @L?BO >@mBPPB/ @L?BO

T TT D>B?IB@J &>JFI V" RPFKBPRBOFPQF@P E
b&>JFV "RPFKBPRY®FPQE®B?IBO@J 2 BPLR@SP CO
%KQBMBKBROP @)L?BO >@BPPR / @L?BO

T TT D>B?IB@J &>JFI V" RPFKBPRBOFPQF@P E
>KA 3Q>@0BOJ>K #>HFKD QEB ORIRB&>JFV "RPFKBRP
&B?0RM0  >@ @PPRBR/ @L?BO
TTT " RPFKBPHBBH @ PJ>Il ?FVBLKQBRCB?
P? = E QI

X#E>MQBO 4EB &>JM"RPFKBPP



7 E>Q QEFP 3BP FP Q@:>JM ?RPFKBPPEEK@FKRB QL ?B STNHOCRI
B@KLIF@ 00@ KL J>QQBO TES QEBFOBPFNA KL J>@BO BLQEB/
>@ ABEKR b&>JFV EOJP >B QEB JLPQL@LK C LOJ LC ?RPFKBPP
PQOR®B QEB BIMILV J>KV JFIIFLKP C MBMIB >KA QEEDBKBEDB >
@KPFABOIB >JLRKQ IC QEBDOA® TB>IQE

4EB C@RPC QEFP @E>MQBO FP LK QEB PJAARPERBPP

Advantags and Disadntags of the &mily
Busines

4EB® >B ?BKBEP QL > C>YFIRPFKBPP ?RQ GEEDAFP>8-KQ>DBP
QE® JRPQ ?BL@PFARR >P TBII 30>QFKD > C>YFIRPFKBPP FP KIGD) C
BSBOLKB

Advantags

I C>JFIV ?RPFKBPREBOP QEBICTFKD >&>KQ>DBP

d /KB L C QEB MLMRI>O JAR@MQFLKP >?LRQ C##RPFKBPPBP FP
QE® QBEB>® RK>?IB QL >A>MEPBI QL FK@®FKD
@JIMBQBMSKBPP >KA @EKLILB@ MOD®PP 4EBE Y FP QB>
C>JFV ?RPFKBPPBBNRBKQV E>SB QEB >8-KQ>DBC
BKQBMBKBROF>| PIQF@EF?RW >KA LMMLORKFPJ

b->HFKD > $FRBBK@ 4EB 00R®>QBELRPB#LLMBOP
&>JFV "RPFKBPIREBV c

0OFg?P >QBBELRPB#LLMBOPLSBJ?BO >@mBPPR
[ @L?BO TTTM @@ BK=4( QE
MR?IF@FLKPPPBOM T @=CP=PR&BVMAC

#E>MQBO 4EB &>JM "RPFKBPR



d )Q FP ?BISE ?V PLIB QE® C>JM EOJP >BbQLL RE)c >KABN
@B>@E QEBFO MQBBK 4EBBSIKY FP QE>C>JM ?RPFKBPPBP
>@R>W LRQMBAID MR?IF@L@M>KFBP /QBRFJBP QEB
J>OHBQMISEC QAP MR?IF@J@>KFBP QL J>BIPELQ QBOJ
AB@FPFLKP TEBP > C>JM ?RPFKBPP E>P QEB-KA>DBC
E>SFKD JL® CBBALJ QL J>H B P ABFPFLKP &\PRPFKBPPBP
@K >A>MQ QL J+BQ (R@ROFLKP JLBB>PRI ?B@RPB QEB@K
>@.OA QL ?B MOFBK 4ER ESB @JJLK DL>IP PE>CBA S>IRBP
>KA > @IJF QJIBKQ QL 26KA ?RFIAFKD

d &>JFNV LTKBA ?RPFKBPPBMBX@BK FBK >P FAB ?B@RPB
C>JFV JBJ?BOP COJ > lDQRKAB >KA ILV>] CRKAXQFLKCO QEB
@JIM>KV >KA C>JRY JBJ?BOP QBKA QIUEFTF JL(B ABAFEDFLK
QL QEBFOJ@K DL>IP b( >SFKD >EED>FK 8Bl LC FRFJ>®@
>JLKD QEB TKBOP C > ?RPFKBPFK@BIM ?0FKD >?LRQ
C>JFIF>QFTROE QEAL@I>KV >KA ESFKD C>IFUBJ?BOP
>@RKA MOSFABP > ?RFIQ FK PRRIMMBQBJ QEPELRIA BKPRO
QBJ TLOH >KA PLIFAXUE

d 4EB @RIQRCC > C>JF ?RPFKBPP BRSAFBBKQ @0 QE>Q IC >
@JIM>KV \LR TFIl EKA LK 7>11 3088Q b&>JN ?RPFKBPPBP
CBNRBKYV Q>B> BN ILKD QBOJ MLEKIC SFB 4EBVall J>HB
FISBPQJBIQP QErQEBALKaQBMED QL ML 0O LO  LO

b- VQEP >KAR-IRQFBRA.&>JFV "RPFKBRP >Q@@PPB
[ @L?BO T TT FKPBA BARAFP@SBO=FKP2\
MR?IF®FLKRL@P)1 MAC

b- VQEP >KAR-IRQFBRA.&>JFV "RPFKBIRRP >Q@@PPA
/ @L?BO T TT FKPBA BARAFP@SBO=FKPR&
MR?IE@FLKRL@P)1 MAC

IIB UFP ORFKD bDR>KA #LKP IC &>JFV "RPFKBRP
#EQALK @J >@mBPPB/ @L?BO

PJ>11?RPFKBPP @E@J MOLP @Q.KP C>JFV
?RPFKBPP  EQJI

X#E>MQBO 4EB &>JM"RPFKBPP



VB>OPe#RIQMIFK > C>J¥I?RPFKBPP FP B CBNRBKYYV ?>PB\ LK
B MBOPLK>| >KA BILQFLKSIRBP (fa PQEDBO ?@&RPB QEBO
>@ ABMBOLOQP >KA @ILPB&I@G@MFLKP QL QEB ERPII QEB
@IM>KVc

d &>JFNV ?RPFKBPPBBBAQ.JFKD JLOB >KA JLOB >@O@HASQL
RKABDGARX)B ?RPFKBPP PQRRBIEL CRa> ?IB>-H GL? >KA
P>1>@ LRQILLH.O KB DC-AP 4EBPB RKABGAP >B @ELLPFKD
QL BQROK QL QEBFO\CSBRFKBPPBPBERY >QBO BARQFLK
FKPQR LC QKD QKA > GL? FK@LERB 'JBOF&LO LK 7>11
3088Q

d 4EB® FP >I@JLK JFPMBO@MQFLK QEE>IM ?RPFKBPPBB>0
IBPP M@BPPFLK>| >KA ORIOFK QEBFO 2HH-0 28RPB IC QEB
@I>QFLK>I IQRBLC QEB ?RPFKBPPRBR.T BSBOIFH >11 LQEBO
?RPFKBPPBP CY¥JHRPFKBPPBPEB@>l @IMBQBFLK >KA
C-MFAl @E>KEKD J>6BQP 4EFP B»QBP JLB MBPPR®LK QELPB
TEL GLFK QL J>BIPRB QEQ QEBMOAR@ WEFP BIJIME>PFP LK
MQ@PPFLK>IFPJ E>P J>AB C\MPRPFKBPPBP ?LQEBLO
A>RKQFKD >KA JIED@QO@HAS >KA E>P @SR KBl FKQBBPQ FK
QEBJ C>JFIV JBJ?BOP LRQPFABOP >KA ?RPFKBPP P@ELLI

>0 D>BQ NBK WEB $B@FPFLKEB LC &>JFV "RPFKBRP
3Q>KIAA 'O >ARB 3@ELLIC"RPFKBPP IRDRPQ
>@BPPR *RKB T TT MO\ DP?PQ>K® BAR
KBTP 2J>D P?PJ CB>QRB=C>JFV?FW@I
IIFPLK $>J>PQ b&>JM K@ 4EB BT " 3@ELLI *L?
#ELF@c "ILLJ?BOD "RPFKBPMBBH MOFI

>@BPPB / @L?BO T TT"RPFKBPMBH @
MOFPRP@ELLIR@LKQBR>MO

P = E QJ

HIBOF@K &>JFV "RPFKBPREBVC ->PP -RQR>|
&FK>K@F>ILAM >@BPPB / @L?BO

TTT J>PPJRQR> @ JIC D MAC-C?P MAC

#E>MQBO 4EB &>JM "RPFKBPR



PQRABHR

d ->K V C>JRV LTKBA ?RPFKBPPBP QBKA QL ?B PQ>?IB >KA
LMQFJFPQF®BKBIEBK BRKLIF@ QFJBP BRK@®M>FK 4BB
PEBJ QL ?B ?BIBO >?IB QIBFQEBO@KLIF@ AFE@RIQFBP >KA
PQ>?FBWEB @KLJ V QE>K QEBFO KLK C# BRKQBOMOPO

d )K DBKBS C>JFV ?RPFKBPPEBIRES QEB>B PQEDBO
?B@RPB C>JWJBJ?BOP >® FISLISBA FK QEBFARFEFBP &>JFI
LTKBOP ?BIEB QE® QEBFO CY¥IBJ?BOP @K ?B QORRQBFII
TLOH E>@BO>KA @@ JLOB

d &>JFN ?RPFKBPPBP\J2B JLOB LMBK QUEBJF?IB LO MS@FJB
P@EARIBP LO @ELLPFKRYWELROP 4EFBRBIQP > BV
>SMO@MASTLH BKSFOKJIBK Q 00 MBMIB TEL KEBA QL QBKA QL
@EFIB& M>BKQP LO LQEBO C#JBIJ?BOP FK KBA

->0D>BQ BK REB $B@FPFLKEB LC &>JFV "RPFKBRP
3Q>KIEA 'O >ARX)B 3@ELLIA"RPFKBPP RDRPQ

>@BPPR *RKB T TT MQAA DP?PQ>KQ\ BAR
KBTP ?J>D P?PJ CB>QRB=C>JFV/?FW@II
HIBOF@K &>JFV "RPFKBPIREBVC ->PP -RQR>I
&FK>K@F>ILRM >@mBPPB/ @L?BO

TTT J>PPJRQR> @ JIC D MAC-C?P MAC (T BSBO
QEFP FP > CBR@ C QEB FKARPSIA QEB FFUC QEB
?RPFKBPP

BAEB &>JFV "RPFKBPMREBY coouUs/
>@BPPR/ @L?BO
EGQOM MOUB/MOASTB@JJ @ LJ . BIP 0 >DBP

5+&>JFI\V' RPFKBPREBV>PNMU 4EFP & EBIM @SDB
@IMBQBAS>AS>KQ>DB FK QEB JEQMI>E

IIB UFP OBFKD bDP>KA #LKP IC &>JFV "RPFKBRP
#EQK @J >@BPPR/ @L?BO
PJ>II?RPFKBPP @E@J MOLP @KP C>JFV

X#E>MQBO 4EB &>JM "RPFKBPP



d &>JFN ?RPFKBPPBP QBKA QL-QBB0@® BQER@V )K C>@ J>KV
C>JFV ?RPFKBPPBP ?BEFBES QEBFQER@PQ>KAAD >B JLOB
PQOFKOBRE>K QELRB QEBFOI@B QBLOPK)>AABDFLK C>JFI
?RPFKBPPBMBAMBK ABMV BJ?BAABA FK QEBACQJ@KF QFBP
>KA QEFP IMFJIRY FP FEK >P >K FIMLO>IQ CRO QEFK BPBP
QEB IBFELLA C REF@AB@FPFLK J>HFKD >KA HOBESFLO
IP JBJ?BOP L C QEB Ib@@JIRKF Q/ >KV BQER@MQ?IBIP TFQE
> C>JFV ?RPFKBPP TFIl ?B NRF@FRF?IB

d &>JFN ?RPFKBPPBP >IRPIEBTF JL(B PL@F-BPMLKPFTMRE>K
QEBFQMIBQELOP 4EFP E>MBRB@OF?RQBL QEBFXK@OK

>?LRQ FJ>DB >KA IEEBMR@FLK >P TBIl >P QEBFO @ILPBKBPP

QL QEBL@RKF ¥

d &>JFN ?RPFKBPPBPUFK@ROIBO @QP 2BRPB IC QEB
D®>QBO TFIIFKDKBRRC>JM JBJ?BOP QL J>HB EK>K@F>!
P>@@¥@P 0O QEB PBHLC QEB ?RPFKBPREIQFKDIBO M¥
QE>K QEBTLRIA DE) BIPEEB® QL EBIM QEB ?RPFKBPP FK QEB
ILKDB@BOJ LO ABDOFKD>DBP FK >>@E GLT @OFPFB>0
BU>JMIBP IC C>JM >IQORFPQF GSPRD>

d &>JFN ?RPFKBPPBP FK DBKBSB DB>QBO FKABMBKABK®
>@FLK 28RPB QBEBESB IBPPLO KL MBPPRECO) QEB PQL@H

?RPFKBPP EQJI

HIBOF@K &>JFV "RPFKBPREBVCc ->PP -RQR>|
&FK>K@F>IL&M >@mBPPR/ @L?BO

TTT J>PPIJRQR>I @ JIJC D MACC?P MAC
HIBOF@K &>JFV "RPFKBPMREBVC ->PP -RQR>I
&FK>K@F>ILeM >@BPPB/ @L?BO

TTT J>PPJRQR>1 @ JIJC D MACC?P MAC

HA S>KQ>DBPQ . &>JH "RPFKBPP8FRPFKBPP ,FKH
>@BPPR/ @L?BO T TT ?RPFKBPPIFKESRH
?ALQD >@FLIKB Q>FIFBJA Q VMB
2%3/ 52#%3

#E>MQBO 4EB &>JM "RPFKBPR



J>OHBQ >KA IBPRO KL Q>IBLSBO OFPH
&>JFN ?RPFKBPPBP QBKA QL ?B BPFIFBKFK EAGQFJBP
?B@RPB QBEB>B TFIIFKD QL MIMQ.GOP ?>@HPKQEB
?RPFKBPP

&>JFN ?RPFKBPPBBBPP ?RBR@MF@ >KA IBPP FIMBOPLK>|
TEF@E >IIP @O DB-QBOBJF?R¥ >KA NRF@BI ABFPFLK
J>HFKD

&>JFN ?RPFKBPPBEEO QEB MLPPEPEIE DB>Q EK>K@F>!
PR@PP 4EFP & J>KFBPQJPBIC FIQEBPQFKDVP P QEB
C>JFV LC > JBAF> @DILJBO>QB LKBJBK QFLKB 4EB K>JB)
E>SB E>P @W>FNIEBIME JB QL DE) >@PP QL QLNE®RESIC
@JM>KFBP MBOPLKP TEL RKABO LQEBRI®ESK® TLRIA

E>SB HBMQ QEBFO ALLOP#RERQ

&>JFN JBJ?BOP E>SB QEB @E>BK@L IBOK QEB ?RPFKBFB\VB
AEFP BQBKPESUMBQFPB-@ @BQB >K FIMIQQ @IMBQBFS

->KC@BA & 2 +BQP ABOGFBP4BB $VK>JF@PC &>JRV
#LKQUOIBA &FOJP 4EB 'LLA >KA QEB ">ABTPcC

/0 D>KFWQFLK>I $VK>JF@P KL n

->KC@BA & 2 +BQP ABGFBP4BB $VK>JF@PC &>JRV
#LKQOIIBA &FOJP 4EB'LLA >KA QEB ">ABTPc

/0 D>KFWQQFLK>I $VK>JF@P KL A

->KC@BA & 2 +BQP ABOFBP4BB $VK>JF@PC &>JRV
#LKQOIIBA &FOJP 4EB 'LLA >KA QEB ">ABTPc

/O D>KFVQFLK>1 $VK>JF@P KL n

->KC@BA & 2 +BQP ABOGFBP4BB $VK>JF@PC &>JFV
#LKQUOIIBA &FOJP 4EB'LLA >KA QEB ">ABTPc

/0 D>KFWQFLK>I $VK>JF@P KL A

->KC@BA & 2 +BQP ABOGFBP4BB $VK>JF@PC &>JRV
#LKQOIIBA &FOJP 4EB'LLA >KA QEB ">ABTPc

/0 D>KFWQFLK>I $VK>JF@P KL A
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>AS>KQ>DB WKB B UB@RQESB@IIBA ELT >P > @EFIA ERLRIA
Q>B ILKD T>IHP TBE EFPQEB@ROFKD TEF@E\QHERIA SFRF
PQLEP QL ILLHG @MBQBLAMDAR@P 'QBD>G\ EFP QEBO
TLRIA >PH EFJ TEF@ELME@P EB IBA JLPQ >KA QEFRRIA
IB>A QL IBKDYEDRJIBKQP >?LRQ-BE MAR@RNR> 4EFP
J>K CBIQ QE>QEBWBVBQFPB EB D>EKEROFKD QELPR GRS
LRQFKDPIMBA FIS>IR>?IB B0 FKBEC

Why Family Busineses Ae So Spzal

b)C C>JM ?RPFKBPPBB D @JLK EL T @K QER >IPL ?B PMBF>I

7 EBK &BRA T>P >PBA TE>Q EB IBXPFAES QL ?B QEB @BQ IC >
CRII IBCEB DSB > QE&B T LA >KP1BO Lieben und arbeiten ;QL 11SB
>KA QL TOka &LO JLPQ MRIB QEBTQ JLPQ FIMLQ>IQ QEFKDP FK
QEBFOBPS>B QEBFO C>JFIFBP >KA QEBFT-PBV QL RKABOPQ>KA
QEB [@MBIIFKD MLBO IC LO>KFVQFLKP QE>@)?FKB ?LQE "BFKD
FK > C>JVl EOJ >B@P >Il QEB MpFKBFIQPFK 4EBLIB LC @E>FOJ>K
LC QEB ?LACFP ABIBKQ TEBK QEBL@>KV T>P CRKABR ?V \LRO
CRQEBO >KA TEBKLRO JLQEBO >KA PF?IFKQP>ERKA QEB Q>?IR)>
?L>Q\ JBBQFKDP GRPQ >? BEB>LRKA QEB AFKKBO Q>7?IB 4EB GL?
LC > #%/ FP ABIBKQ TEBK QEB H-@BPFABK FK QEB B TF® FP
>|PL > VRKDBO PFP@EB QB LC M>QKBO FP@HEKQ TEBK QEB LQEBO
M>QKBO FP > PMLRPB LO > @EFIAIBEB ©>IBPBOIBPBIQRAS FP
AFB®KQ TEBK VR @SBO QEB P>JB QEROFQES YRO MEKQ AFA

->KC@BA & 2 +BQP ABOGFBP4BB $VK>JF@PC &>JFV
#LKQUOIIBA &FOJP 4EB'LLA >KA QEB ">ABTPc

/0 D>KFWQFLK>I $VK>JF@P KL A

->KC@BA & 2 +BQP ABOGFBP4BB $VK>JF@PC &>JRV
#LKQOIIBA &FOJP 4EB'LLA >KA QEB ">ABTPc

/0 D>KFWQFLK>I $VK>JF@P KL A

#E>MQBO 4EB &>JM "RPFKBPR



Q@ BKY F8 \B>OP BOFBO>KA \LRO DEKAM>BKQ DBKY GF8 \B>OP
?BCB QE® %K T>IHFKD QERTE QEB ALLO LK.RO EOPQWEC TLCH
LK >K >PPBJ?V IFKB LO FK > ?FIIFEB@® FP AGBKQ FC QEB K>JBEO
QEB ALLO FERO ITK ¢

Disadantags

IP >@QO@AS>P C>JM ?RPFKBPPBIB ® J>KV CKKQP QEEE>SB QEB
QIILTFKD AFPAKQ>DBP

d &>JFN ?RPFKBPPBP QBKA QL ?B PQDSKFMDPFLKP !IQELED
QEFP FP > DLLA QEFKD PK BKRQ>E®@ PQ>28IR@K >IPL J>HB )
AFG@RIQ QL @E>KDBT! KBRKDBO C>JFIBJ?BO @JFKD FIQL
QEB ?RPFKBPP TRKAQARFLK >KA PQQRB #E>KIFKD QE>FP
KLQ PFIMIB 4EERM QL @E>RED > C>J¥I?RPFKBPP IFBP FK
ABEKFKD SXBFLK FK QBOJPQEBRL@V>KVE @®B SIRBP KLQ FK
PMBF@ FVP IC ALFKD QEFKDP

d &>JFNV @ILPBKBPPK@B>A QL PF?IFKDX0®A.0 MCIBJIP TEBK
?LQE QEB MBKD >KA QEB @EFHJ @KQO "V QEB QBHAD
QCRGE DBKBQFLK THE J>KV @RPFKP MLPRFPE>OFKD
LTKBOPEFM BROK>KB@K ?B@.JB SBY @IMIF@QR

d 4EB® J>V ?B QFJBP TEBK QEEJEBPQPC > C>JMJBJI?BO

+BIFK % 'BOPF@p:8 'BKBOQFLK QL 'BKBQFLK ,BC
#V@IBPC QEB &>JI'RPFKBP#®>J?0FADB -! /TKBO
->K>DBA " RPFKBPRPQ@RQB %@\ " RPFKBPP 3@ELLI
0BPP A

->0D>BQ DBK HMEB $B@FPFLKEB LC &>JFV "RPFKBRP
3Q>KAA 'O >ARXB 3@ELLIL"RPFKBPP RDRPQ
>@BPPRB *RKB T TTM® DP?PQ>K® BAR
KBTP 2J>D P?PJ CB>QRB=C>JFV?FW@JI

X#E>MQBO 4EB &>JM "RPFKBPP



@KGOF@ TRE QEBBRBPQP QEB ?RPFKBPP /KB O#JBIJ?BO
J> V T>KQ QLBM>KA QEB ?RPFKBPP ?RQ LQEBQIB}JIBOP
J> V KLQ PESIEFP MBORIABPBO4EB KEBAP LC QEB ?RPFKBPP
>@ KLQ FK PVK@YERQEB RBP LC QEB C>¥FI

d &> JFN QFBP § > ALTKPFAB &>JM JBJ?BOP TFII CBNRBIQV ?B
BUMEDB QL TLOH E>@BOJ>H B JLOB LC > @JF QJBKQ >KA DB
M>FA IBPP QE>K LQEBO REEIR FK QEB ?RPFKBPP

d &>JFN ?RPFKBPRFKBOP J3 SRQLJI>QF@V MOILQB PLIBLKB
COJ QEB C>JAY LO BS C>JRY JBJ?BOP > GL? 88K FC QEBL
KLQ ESB >ABIRQB PHFIIFOOQEB GL? ! KLKC>YRBIMILVBB J> V
7B ?BIBO NRFABC 4EFP @& @RPB AFPPBKPFLK >KA
BPBIQJBKQ >JLKD LQEBO BIMWBBP

d 2BIXQFLKPEFMRIBBK M>BKQP >KA @EBKQO >JLKD PF?IFKDP
E>SB > QBKABRK/@L ABBOFRKDB ARB QILBRKF@QFLK
MQ?IBJP b4EFP NPCRK@LK>| ?BEBFLOE GPRIQ FK
GRADJBRP @WHAFPJ >KA I>@HPRMMQOD

->0D>BQ NBK REB $B@FPFLKBB LC &>JFV "RPFKBRP
3Q>KICA 'O >AR¥B 3@ELLIA"RPFKBPP RDRPQ
>@BPPB *RKB T TT MG DP?PQ>KQ\ BAR

KBTP 2J>D P?PJ CB>QRB=C>JFV?FW@I

BAEB &>JFV " RPFKBPREBV coouB/
>@BPPB / @L?BO

EQQM MOUBR/MOASTB@JI@ LJ . BTP 0 >DBP

5+&>JFIV' RPFKBPREBV>PNJ

IIB UFP OQFKD bDR>KA #LKP IC &>JFV "RPFKBP
#EQK @J >@mBPPB/ @L?BO
PJ>11?RPFKBPP @E@J MOLP @Q.KP C>JFV
?RPFKBPP  EQJI

IIB UFP ORFKD bDR>KA #LKP IC &>JHV "RPFKBRP
#EQALK @J >@mBPPB/ @L?BO

#E>MQBO 4EB &>JM "RPFKBPR



d 4EB C>JHV ?RPFKBPP ¥5?7B > ?GBAFKD DBKA CO GBLRPV
@BPBIQIBKQ >KDBOKA P>?LQ>DB &>IFMO?IBJIP J> V PMFII
LSBO FBL QEB MHMI>Er

d 4EB ?RPFKBPP ¥?B MI>DRBTFQE J>K>DBOF>| EKEB QBKE
QEB I>@CIBIMLPREDQL LQEBO ?RPFKBPPBP >KA QERFRE?FIF
PBM>Q)B C>JV¥I>KA TLCH

d 3LJB C>JFIV ?RPFKBPPBP\JE>SB ARE @ RIQEO@FKD >KA
HBBMFKD EEN NR>IF&\ J>K>DBOP 1R>IFERB\ J>K>DBOP J¥
>9 FA C>JM GOJP ARB QL QEEEBRPBS1J88:HH>DATFIFRRB
MLQB®F>LO MGABPPFLK>| DOQE |I>@HIMB@BFBA
MQ®PPFLK>IFPJ >KA IRIBFLKP LKB>IQE QRPBQ@

d &>JFV ?RPFKBPPBFSBH-JRQB PLR@BP IC BIQBOK>F@R>I
?B@RPB QBBQBKA QIS>FA PE>OFKBRERY TRQE KLKC>JWI
JBJ?BOP  ( >SFKD IBPP @®P QL-@B>| J>GBQP J @RD-FI

PJ>11?RPFKBPP @E@J MOLP @Q.KP C>JFV
?RPFKBPP  EQJI
IA SSKQ>DBP >KA $FRB>KQ>DBPQ. > &>JRI "RPFKBRP

3BMQBJ?BO >@BPPB/ @L?BO
MFKVKBDLPV?ILDPMLQL@® >A SSKQ>DBP >KA
AFP>&>KQ>DBP CC>JFNVEQJI

HA SSKQ>DBP >KA $FR>KQ>DBPQ > &>JF "RPFKBRP
3BMQBJ?BO >@BPPB / @L?BO
MFKVKBDLPV?ILDPMLQL@® >A SSKQ>DBP >KA
AFP>&>KQ>DBP CC>JFNEQJI

$>SFA' 3FOJLK >KA -F@E>BI! R b->K>OFKD
2BPLR@P ,FKHFKD 5KFNRBP2Z.R@P ->K>DBJBKQ >KA
7 B>IQE #8>QFLK FK &>3JF&FOJP %K)BMBKBROPEFM
4EBLO/ >KA 06@H®3RJJIBO N3 R@BPPFLK
@BOP QL M>PPFKD QEB ?RPFKBPP QROEKEOFLK
$>SFA' 3FOJLK >KA -F@E>BI! ER b->K>OFKD

X#E>MQBO 4EB &>JM "RPFKBPP



DQTQE

d . LQ >l @EFBYOLC [TKBOJ>K>DBOP J>V T>KQ QL GLFK QEB
?RPFKBPP @AFKD QL LKB PQRA MBO@KQ IC QELPB TEL
AFA KLQ IICH FK QEB C>IIRPFKBPP AFA KIQBRA QL DLEK
QEB ?RPFKBPP 4HIR@>K@@JBP CQJ PBSBC| AFBAYFLKP
PR@E >P QEBIOFKD

- V M>BKQP TRIA KLQ BKQ JB QL GLFK
) @QRIA KLQ TG4 CO JV M>BKQP

4EB® >B >I@>AV QLL J>KV C>JAY JBJ?BOP FK QEB
?RPFKBPP

) >J KLQ FIQBBPQBFK QEFP IF@RI>O ?RPFKBPP
4EB ?RPFKBPP FP QLL PLOI B

4EB ?RPFKBPARIA KLQ >IIT JB QL RPB JV Q>IB&P
4EB ?RPFKBPRLRIA KLQ >IIT JB QL RPB JV QSFKFKD
) @K B>OK JL@ BIPBEB®

) >J KLQ FIQBBPQBFK > ?RPFKBPREBO

2BPLR@P ,FKHFKD 5KFNRBFP2Z.R@P ->K>DBJBKQ >KA
7 B>IQE #8>QFLK FK &>JF&FOJP %K)BMBKBROPEFM
4EBLO/ >KA 00@H&3RJIBO A

->KC@BA & 2 +BQP ABOFBP4BB $VK>JF@PC &>JRV
#LKQOIIBA &FOJP 4EB 'LLA >KA QEB ">ABTPc

/O D>KFVQFLK>1 $VK>JF@P KL n

3RB "FBV i BRABPC/TKBO->K>DBOPa #EFIBH&

QIO >@A\P &>JFY >KA "RPFKBPPRRBE%KIBMBKBROPEFM
4EBLO/ >KA 06 @H&3MOFKD A

3RB "F@BV i MBRABPC/TKBO->K>DBOPa #EFIAH®

QO >@A\P &>JFV >KA "RPFKBPPRRBP%KBMBKBROPEFM
4EBLO/ >KA 00 @HE3MOFKD n

#E>MQBO 4EB &>JM "RPFKBPR



In Their Own Words

1 =N -DB: =>A9G:C D; )LC:G' 6C6<GH D ( DI 1 6CI ID $D>C I=:

JH>C:HH

| see the pressure my dad is underNthis does put me off slightly . |
want to enjoy my job as well as enjoying lif e outside work. A larger
factor when wor king under a r elative is the pr oblem of selfworth.
It is har d to feel like you are worth something when your f ather is
an MD. A business relationship with your f ather mak es your family
relationship har der. 1 do not look to go into the family business
straight away , as | feel this is giving a commitment to wor k there for
the rest of my lif e. | would join only because | am genuinely qualified,
not because | am the owner® daughter. The difference in my father@
education and mine is a f actor aff ecting why | have decided not to
go into the business. | have more choice over what | want to do as
a career, and my personal inter ests would not be met by my father@
company. | am sure it would not have been his choice had he had
the same educational choices as me. A much as the route into the
family business is seen by outsiders as an @asy route to wealth and
inheritance, O in my case it was also a liability . At 17 was | to be the
fourth gener ation after 100 year s that could not k eep the company
going?

d 4EB PMLFIBHFA PVKAIB ¢ LOBK L@ROP FK > CY¥JARPFKBPP
4EB ?RPFKBPHKBO J>V BBl DRAIQ?B@RPB EFP ABQFLK QL QEB
?RPFKBPP @FH >V CJ QEB X@BRFLK EB PELRIA ?BSFKD QL
EFP @EMBXO/RQ LC > PBKPECLDRFIQ EB LO PEBFRRD?0F?B
QEB @EMBXOl» HFKAC M¥ L @C 0O KLQ ?BFKB=FI>?IB
BILQFLK>N LO LQEBEPE

3RB "F@BV i MBRABPC/TKBO->K>DBOPa #EFIAH®
QO >@A\P &>JFV >KA "RPFKBPPRRBP%KBMBKBROPEFM
4EBLOV >KA 00@HR3MOFKD n

X#E>MQBO 4EB &>JM "RPFKBPP



d &FK>SK@F>H@BI>KQFKD IAMC>IFV JBJ?BOP JFIHFKD QEB
?RPFKBPP >KA > ARBIF?0FRJ@BBBK @KQOF?RQFLK >KA

@JIMBKPQFLE @K E>SB > PFDKREKQ KBDOFBFIM>@ LK QEB

?RPFKBPP

d . BMLQFPJ Q@BPRIQP FK QEB b&K@BQC FKBMQ CYJFI
JBJ?BOP >P J>K>DBOP FKRBB>?IBBI >G\ PVPQBJIP>KA<
DB>QBO AF@RIQFBPEO@FKD MBPPFLK>| J>K>DBJBBC

@K B>PR IB>-A QL IT JLO >IB >JLKD KLKC>JRY¥ JBJ?BOP LC QEB

?RPFKBPP >K@ &K RIQFJ®BY BPRIQ FK ?RPFKBPP B>FIRO
d &>JFNV ?RPFKBPPBBNIBIY E3SB > @KCRPFKDIEKFVPFLK
TFQE BBPPV PQOQRB >KA KL @D AFSFPFIKKQ>PHFRQELAW
>KA BPMLKPFTMIFKBP BIRK@HD GL?P M LSBO>M
BUB@RQES J>V ELIA > KRJ?BO C ARBBKQ GL?P >KA QEB
AB@FPFLK J>HFKD EfB® J>V ?B @MIBQBY FDKLEA

BUFPQFKDVIL ?B YM>PRB 4EFP 8 @&®QB > XPCRK@BLK>!

T LO4FKD BRFLKIBK Q

d &>JFV ?RPFKBPPBBNIRBKV EsSB ME)BOK>IFPQF @QD@QF @
ORIB QEXFP @B@DBOBM?V > BPFPQ>K@L @E>KDB @B&Y
>KA QEB@O@FLK C ABMBKABKMBOPLKIHBP

->KC@BA & 2 +BQP ABGFBP4BB $VK>JF@PC &>JRV
#LKQOIIBA &FOJP 4EB'LLA >KA QEB ">ABTPc

/0 D>KFWQQFLK>I $VK>JF@P KL A

->KC@BA & 2 +BQP ABOFBP4BB $VK>JF@PC &>JRV
#LKQOIIBA &FOJP 4EB 'LLA >KA QEB ">ABTPc

/O D>KFVQFLK>1 $VK>JF@P KL n

->KC@BA & 2 +BQP ABOGFBP4BB $VK>JF@PC &>JFV
#LKQUOIIBA &FOJP 4EB'LLA >KA QEB ">ABTPc

/0 D>KFWQFLK>I $VK>JF@P KL A

->KC@BA & 2 +BQP ABOGFBP4BB $VK>JF@PC &>JRV
#LKQOIIBA &FOJP 4EB'LLA >KA QEB ">ABTPc

/0 D>KFWQFLK>I $VK>JF@P KL A
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Key Takeaways

d &>JFV ?RPFKBPPBREQ B0 MBG@BKQ IC QEB '
MB@BKQ IC 53 BIMILVIBKQ >KA MB@BKQ IC QEB RBGL?P QE»
>B ARQB

d ! C>JFIV ?RPFKBPRERBOP ?LQE SAKQ>DBP >KA AFB>KQ>DBPQ)
FP FIMLO>Q QL RKABOPQ>KA ?LQE

Family Businasisues

LLHFKD ® QEB SFPFLK >KAAEFOH LC QEBLRKABOP C>¥FI
?RPFKBPPBP &bk QEBFO RKFNRBX@EBO >P KBBJ?BOP L C QEB
C>JFV BIQBO QEB ?RPFKBRRPBPQ QEBSBKKJIBK Q @K ?B FKPMFOFKD
>KA JLQFSQFKD @ TLOPQQFEK BPRIQ FKRIDFKB ?RPFKBP@ABFLKP
?B@JFKD @ILRAB?V BILQFLK>| FPPRBP

4EB LTKBOP >KA J>K>DBORIC>JF ?RPFKBPPBPECH:@® V RKFNRB

>KCCBA & 2 +BQP ABGFBP4EB $VK>JF@PC &>JFV
#LK QDIIBA &FOJP 4EB 'LLA >KA QEB ">ABTPcC

/O D>KFWQFLK>] $VK>JF@P KL A
b&L@RPFKD LRPFKBPP &>JFIEB® . LSBJ?BO
>@BPPR/ @L?BO PQ>QF@ PEXD ?AL ABCOE
@JP @ >PPBQRL@RJIBKQP &L@RPFKD=LK
=?RPFKBPP=C>JFIFBP MAC

X#E>MQBO 4EB &>JM "RPFKBPP



@E>IIBKDBP 4EBPB @E>IIBKDBP RQBJEBOLSBO>M IC C>JM >KA
?RPFKBPP FPPRBP >KA FK@RRRR@>QFLK BIMNFKD C>J¢I>KA
KLKC>JRV JBJ?BOP MOMBPPFLK>I J>K>DBJB® BJMIVVIBKQ
NR>IFEQFLKP P>I>0OFBP 3KNBKPQFLK >KA PREPPFLK

Communi@tion

#LIJIRKF@>QFLK FP FINREQ FK 3K?RPFKBPP ?RQ QERMBURFBP
LC @JIRKF@QFLK FK > C:\IRRPFKBPPB-@>QF @RWMO?IBJ> QF @

%UMETP P# QE® @JIRKF@QFLK FP LKE IQEB JLPQ SF@RIQ \@FO
LC ORKKFKD > C¥JFRPFKBPP 4EB >MMC@E QLLE@RKF@QFLK

KBBAP QL FK@IRABII® QJBKQ QEBSFASK® LC P@B@ >KA >K
RKABOPQ>KAFKDQEB OFPBPA @JIRKF@QFLK

Commitment

)K > C>JAY ?RPFKBPR) FP @6@® QE® QEBO?B > @IJF QJBKQ QL
@JIRKF@QB BB@MEV TRE C>JWI>KA KLKC>JW JBJ?BOP LC QEB
?RPFKBPP RPFKBPP>BBOP PELRIA ?B LMBK >?LRQ QEBEEKBPP
LC QEB ML@B®ILO @JRKF@QFLK FPPRBP QUSB >KA QEBFO
TFIIFKDKBPP QL@@QBBA?>@H >KA FKMRQ SOBJIMIL VBBP >?LRQ
LMMLQRHKBFBRG FIMOSBIBK Q >KA SBP LC @K@OK

#EOFPQFKEDLOFL H(T QL 2RK > &>JFV "RPFKBRK@
>0 @E >@mBPPB/ @L?BO T TT FKQL@
DRFABBRKKFKD C>JVI?RPFKBPRXI

,BFCE 2F@EA® b&>JFY /TKB A" RPFKBPP >KA
#LIIRKF@>QFLEK#EQK @J >@BPPRB *RKB

#E>MQBO 4EB &>JM "RPFKBPR



/KB FIMLOQ>K FPPRB FP THBO QEB®ELRIA ?B > IFKB A®
?BQ BBK C>JAI >KA ?RPFKBPP AFP@RPPFLKP 3LJB PRDODBBIFRE>
RM PQQFE@RFABIFKBE QEB PQXDQEY AST > @IBO IFKB 7B BBK QEB
AFG®@KQ QMBP C AFP@RPPFLKP FP > DLUAGEMOV @KQSPQ QEB
0C-UBY &>JFV "RPFKBPRREBY @CRKA QEQ @ FPLEPFAED / + QL
Q>IH >?LRQ QEB ?RPFKBPFEB® >KA ¥ >K QFJB TEREBOQTLH
LO © ELJB

d .FKBQBK MB@KQ IC QEB C>WPRPFKBPPBP FK QEBBPRO
@MLQB Q>IHFKD >?LRQ ?RPFKBERIB

d 4EFQ/ PBSBK MB@KQ Q>IH >?LRQFK QEB.THMI>@

d &LQY G.RO MEBKQ Q>IH >?LRQFEBK >KA TEBESBO

Serecy

)K C>JFV ?RPFKBPPBR FP MSB@RMGIMLQ>IQ KLQ QLLIEBY QEB
FIMBPPFLK QE>C>JM JBJ?BOP >B JLOB FK QEB HKIQE>K LQEBO
BJMILVBBP 6%SBK TEBK QEFP FP KLQ QEB @EB MLABKILO QEB
MB@MQFLK CL B@IRPRBFJ>V BUFPQ GBMP PELRIA ?B BiHQL

E @M PJI>II?RPFKBPP @E@J C>JFIV LTKBA
?RPFKBPPI@IRKF@QFLK E QJI
,BFCE 2F@EA® b&>JFY /TKB A" RPFKBPP >KA
#LIIRKF@>QFLK#EQK @J >@mBPPB/ @L?BO
PJ>Il ?RPFKBPP @E@J C>JFIV LTKBA ?RPFKBPP
@LIIRKF@QFLK E QJI

B4EB &>JFV "RPFKBPHREBY c0OUBY
>@BPPB / @L?BO
EQM MOUEYMOASTB@JJ @ LJ . BTP 0 >DBP

5+&>JFIV' RPFKBPREBV>PNJ

X#E>MQBO 4EB &>JM "RPFKBPP



>AABPP >K FPPRBP QE3>V >OFPB LMBKELKBP® >KA TRELRQ
MBBBK® CO C>JM JBJ?BOPC

Risks of Bad Commuraton

)C DLLA @IRKF@QFLK @E>KKBIB K0Q FK MB@EBLOLTFKD @K
L@@RO

d b&>JFV JBJ?BOP >PPRJB QBBHKIT TE> Q LQEBO C\FI
JBJ?BOP @Bl LO T-KQ

d bOBOPLK>I QFBP FKEERRBPQ LMFKFLKP ?BEMBREPBC

d DAEB EB-A LC QEB C>¥FI> V SRQLJIXQF@V >PPRJB @Q0 LC
QEB ?RPFKBMBR FC QEBLKaQ BB QEB ?BPQ ?RPFKBPP ®HFIIP

d KB C>JFIV JBJ?BO BKAP RM ALJFKOFKD QEB ?RPFKBPP

d b&>JFV JBJ?BO PE>MBELIABOP KLQGRBFK QEB ?RPFKBPP C>FI QL
RKABOPQ>KA QEB @@ IC QELPB TEL BO @M5>KA SFD
SBOP&

d bOBOPLK>BPBIQJBKQP ?@.JB ?RPFKBPFBPBIQJBKQP >KA SBE@
SBOPe

4EBPB ABR@RIQFBR @B LSB@JB FC QEB C>YFPRPFKBPP JBR >
@QK@®B BA.M QL BMB >KA J>FR>FK >K BRIKJIBKQ IC LMBK

BFLE 2F@EA® b&>JFY /TKB A" RPFKBPP >KA

#LIIRKF@>QFLE#EQK @J >@BPPB/ @L?BO
PJ>Il ?RPFKBPP @E@J C>JFIV LTKBA ?RPFKBPP

@LJIRKF@QFLK E QJI

HLIIRKF@>QFLK >KA &>J¢I' RPFKBPPBFRPFKBPP ,FKH

>@BPPB/ @L?BO
TTT ?RPFKBPPIFKISRH ?ALQD >@FLK
ABQ>FIIMB 2%3/52#%3 F QBJA

#E>MQBO 4EB &>JM "RPFKBPR



@JIRKF@QFLK TEEOMBMIB BBl @JCLAD>?IB SF@FKD LMFKFLKP >KA
@K@OKP Q FP FIMQOIQ QEY C>JM >KA KLKC>JN JBJ?BOP E>SB
>K BNR>l LMMIQRK® QL BMBPP QEBFOTSFB

Employing Bmily and Nonfamily Members

)Q FP IQRE CO > C>JM ?RPFKBPP QL BIMIIC>JH JBJ?BOP
BPM@FXMIFK J>K>DBJBIKQ MLEFLKP &>MUBJ?BOP QBKA QL ?B QEB
G-OPQ IMBB EMRB TEBK > PJ>Il ?RPFKBPP @B PQRB >KA >P QEB
?RPFKBPPIO® PL AL QEBFOEBP 4EB® >B ?LQE M® >KA @KP QL
EFOFKD CA\JBBJ?BOP "LQE KBA QL ?B IGXPFAERD @®CRW 7 EL

QL ERDJ>V TBIl ?B QEB ?FDDBPQ J>K>DBJBRE>IIBKDB QE>C>JWVI
?RPFKBPHKBO C>H®

Pros

/K QEB MLRBFES PFABT QEFKDPSB®| >AS>KQ>DBP>E ?B FABRRE
@O EFOFKD C¥ImBJ?BOP

OEFIFMBB® b(FOFKD &>+ BJ?BOP 0O QEB &>J¥I
"RPFKBRP>O@E >@mPPB/ @L?BO
MEFIFMBB@ PREB @.J EFOFKD C>J¥IBJ?BOP CLO
QEB C>JFY ?RPFKBPP >
$B>K &LT IBO >KA BD ->PQBOPLK %ANRFPQIRYSB QEB
0Q.P >KA #LKP IC %JIMIVFKD &>JNI- BJ?BOR "RPFKBPP
*LROK>| *RKB >@ @PPB/ @L?BO
TTT ?FWGLROKP @l T>RHBPQLOFBP

PJ>1l ? E QJI >KA OEFIFMBB® b(FOFKD &>¥FI

X#E>MQBO 4EB &>JM "RPFKBPP



)JIMOLSBA @RPQLJIBBISDFLKP QIRDE C>JFV @KQ>@
)KQBDBKBEQFLK>IL@QFKRF

,LKD QBOJ PQ>?HF

3E>®@A SIRBP

L V>1@ >KA @JF QJIBKQ

)KEBBKQ QORPQ

7FIIFKDKBPP QL P>@BYEC QEB ?RPFKBPP

%JLQFLK> @>@EJB& QL QEB ?RPFKBPPBJLEIFKD QL
@KQOF?RQB QR PR@PP

d 3E>® QEB P>JB @RIBRO

0O 0O O O 0 9o 9o o

H C>JFIV TELPB JBJ?BOP TLOH TBIl QLDBEBO>® >IPL B8 QEB
?RPFKBPP BT@JFKD >KA COFBY/BBI JQ @K BK@RCDB BIMILVBBP
TEL >BKaQ FK QEB FANB9B C>J¥I QL LG4 E>@BO QL D>FK
>@BMQ>KB@V QELPB BIJMMBBP TEL >Bc

Cons

4EBB >B >IPL NRPB > EI AFP>S>KQ>DBP QL EFOFKD \C>JFI
JBJ?BOP

- BJ?BOP DO QEB &>J¥I' RPFKBRR>0 @E

>@BPPR/ @L?BO MEFIFM BB@ PREB  @.J
EFOFKD C>VRIBJ?BOP CLOQEB C>JRV ?RPFKBPP

>

OEFIFMBB® b(FOFKD &>¥H BJ?BOP 0D QEB &>J¥!

" RPFKBRR>0 @E >@BPPB / @L?BO
MEFIFVBB@ PREB  @J EFOFKD C>J#JBJ?BOP CLO
QEB C>JFV ?RPFKBPP >

$B>K &LT IBO >KA BD ->PQBOPLK %ANRFPQIRGS QEB

#E>MQBO 4EB &>JM "RPFKBPR



d &>JFIFBP BOKLQ MBRAER PL > AFPMRQB >JLKD G+/JBU?BOP
@K PMFIIICXELJIB FK QL QEB MHMI>@

4EB® FP S1>VP QEB MLPPEYRIE J>K>DBOF>!
FK@MBQBK®

)Q J>V KLQ ?B MLPPF?IB QL PEM-O>JFI>KA TLOH
0>@MBOKRLEKAF@ TFII ?BIQ.QR FK BAV C>JAY
BUMBOFBBR®

#LIIRKF@>QFLK J¥ ?@>H ALTK

3F?IFKD OFY J>V @&QB MOIBJP

d . BTIV EFBA C>JFV JBJ?BOP J>V GBI QE® QEBAL KLQ ESB QL
B>OK QEBFO IQERRP QEBFGE@BRRTFII 7B BK >P IFKA QL QEBFO
K>JB FKPQB\ LC QEBFO QFBP

4EB @IM>KV J>V ?B PR?G@® QL @DEP C AFP@OF Pk
EFOFKD@MAEP FC GL? LMBKFKBREQ MR?IFPEB
. LKC>JFV JBJ?BOP LC QEB ?RPFKBPR/.IBBI QEQ C>JM

0Q.P >KA #LKP IC %JMIVFKD &>JN- BJ?BOR "RPFKBPP
*LROK>| *RKB >@ @PPB/ @L?BO
TTT ?FWGLROKHP @l T>RHBBPQLOFBP

PJ>Il ? E QJI OEFIFMBB® b(FOFKD &>¥H BJ?BOP
@O QEB &>J¥I'RPFKBRP>0@E >@BPPR
/[ @L?BO MEFIFM BB@B PRGB @J EFOFKD
C>JFV JBJ?BOP CLOQEB C>JFV ?RPFKBPP >
IKKFH> (>11 >KA -> @QF>PLAANSFPQ HO®PPFLK>I
->K>DBJBK Q FK &>JVFI"RPFKBPPBR 14>\ >K %UQBKAB
5KABOPQ>KARKE>JFV "RPFKBPB3FB KL

N >KA->0 D>BQ BK HKIEB $B@FPFLKEBB LC &>JFV

" RPFKBRRQ>KICA 'O >ARX)B 3@ELLIC"RPFKBPP 'RDRPQ

*RKB T TT MGA DP? PQ>K@\ BAR
KBTP ?J>D P?PJ CB>QRB=C>JFV/?FW@JI

X#E>MQBO 4EB &>JM "RPFKBPP



JBJ?BOP DB EFOFKIBB®K@

. LKC>JFV JBJ?BOP J>V GBI QES QBEBTFII 7B
>RQLISQF@V LRGLQB FK ABVFPFLK J>HFKD

( FOFKD MOFJ#OBIRY JBJ?BOP CO J>K>DBJBKQ
MLPEFLKP J¥ IB>A QL EFOFKD PR?LMQFIMIRE EL
@KKLQ BPRI ?B AFPJFPRBAEFP IGRIA IB-A QL CBQBO
@KGOF@ ?FEPRPB IC MOLQFLK @QBOF> @E>B KLQ ?>PB
LK JBOR

Hiring Nonfamily Members

4EB® TFIl ?B QFJBP TEBK QEBQ@BO ABFPFLK ¥>?B QL EBO>
KLK C>JFV MBOPLK.@ > MXQF@RI>0O GL? %UMBESBKRELK QEX)
> C>JAV ?RPFKBPP FP IBFRVIFPL ?B PR@BPPCRI KT BIMIVP LKY
C>JFV JBJ?BOP ?0FKEXD FK QEEBR® QEFKHFKDQQESBP TFQE
BUQBOK>UBIBQFPB>@ ?B SIR>?IB ® >II IBBIP IC > ?RPFKBPP)K
>AABFLK KLKC>JFIBJ?BOP @K LGBO PQ>BL > C>JFI?RPFKBPP
2V LEBOFKD > C>FO >KA FIMsOMBORYES LK ?RPFKBPP FPPRBP 4EB
@E>IIBKDB FP FRDS@FKD >KABQ>FKFKD KLK CMFBJMILVBBP
?B@RPB QEBPB BJWEBP B>V EKA @ AKE@RIQ QL>-ABFQE C>JW
@KGF@P LK QEB GL? [BBFLMMLQRKBFBRC >S>K@JBKQ >KA QEB
PMBF>| BQJIBKQ PLIBYFJIBP >@OABA C>JAV JBJ?BOP K >AABFLK
PLJB C>JFV JBJ?BOP J>V @PBIQ LRQPFABOP ?BFKRCEQ FRL QEB
@T0J >KA MROMLPBU>HB QEFKDP RKMIBIQ O KLKC>JM
BJMILVBBR: “"B@RPB @ FP IBM QE® > DAFKD C>JM ?RPFKBPP

b&L@RPFKD LRPFKBPP &>JFIEB® . LSBJ?BO
>@BPPB / @L?BO PQ>QF@ PEXD ?AL ABCOE
@JP @ >PPBQRL@RJIBKQP &L@RPFKD=LK
=?RPFKBPP=C>JFIFBP MAC

b&>JFV ITKB A" RPFKBPPBFT,>KA ,BD>| $BEKEFLE

#E>MQBO 4EB &>JM "RPFKBPR



TFIl KBBA QL EBOMBMIB QO QEB LRQPFAR) FP FIMQEK QE> QEB
?RPFKBPR@ QL QBOJP TBE QEXKBBPRY OLIF@FBP >KA @BARBGP

@K EBIM TEE QEBXPOFLK ?RQ QEB JLPQ FIpMHKY QEFKD FP QL
MBM>B QEB C>JFI@RIQRQC QEB ?RPFKBPP @BM@®@ > KLKC>IFI
JBJ?BO . LQ PROMOFRFREFP FP JR@PBBO P>FA QE>K ALKB

Profesional Managment

4EB ABQFPFLK QLEEAEYD; :HH>DC6A B6CE3 FP 1B LKB LC QEB JLPQ
FIML@>IQ >KA ABEDRIQ EFOFIQFRBLKP QEX>JNI?RPFKBPRKBO
TFIl EX8B QL J>HB 4EB QMFE®ABEKGFLK C MABPPFLK>I| J>K>DBOP
BNRXBP QEBJ TJE BQBOK>| KLKCAMHLKLTKBO J>K>DBOP QERP
AB@I>OFKD LKBPPFLK>I J>K>DBJB® >KA C>J¥l J>K>DBJBKQ >P
JRQR>IV BJ@IRPBS H QVME®>MRJIBKQeFP QESMABPPFLK>| KLK
C>JFV J>K>DBOP PELRIA ?BLRIEQ FK QL MSFABL?GRDFSFa >KA
‘C-QFLK>¥a QL QEB CxJ#I0X

4EB® >B PBBCGI MO?IBJP TFQE QEFP>Y LC QEFKHFKBGII *
E:GE:1J6 I:H I=: DJ 1961:9 CDI>DC I=6I ;6B>AN B:B7:G H 6G CDI

53,8D> @.J >@BPPB / @L?BO
ABEKGFLKRPIBD>II@ C C>JFIV L TKBA ?RPFKBPPBP
IKKFH> (>11 >KA -> @QF>PLOANSFPQ HOBPPFLK>|
->K>DBJBK Q FK &>JWI"RPFKBPPBRT4>Q\ >K %UQBKAB
5KABOPQ>KARKE>JFV "RPFKBPBSFEB KL

A
IKKFH> (>I1 >KA -> QF>PLOANSFPQ HOBPPFLK>|
->K>DBJBK Q FK &>J¥I"RPFKBPPBRT4>Q\ >K %UQBKAB
5KABOPQ>KARKE>JFV "RPFKBPRBSFE KL

AN

X#E>MQBO 4EB &>JM "RPFKBPP



E®;:HH>DCBA |46=: HB6GI:HI I=>C< ; DG 6 ;6B>} 7JH>C:HH ID 9D >H
ID 7G>C< >C BGHH>DC6A B6CER:C |R6H FI>8@%6H EDHH>7A:

:8DC9 EGD;:HH>DC6A B6C68H 6GCDI 6AL 6NH EE6G9 ID 9:6A
L>= I=: HE:8>6A C8JG: D; ;6B>ANDLC:9 7JH>C:HH:H D4EB
FKIRBK® LC C>JFIFBP LK ?RPFKBPPRPLUEBKA J>K>DB FP @BK
FISFPF?IB QL J>K>DBJBKQHEEDFPQP >KA ?RPFKBPP P@ELLIR(BEB @
QLMF@e 1>K>DBJBKQ BR@QFLK_LD>KFVQFLK>| ?BBFLAPQE)BY
TEK>K® J>OHBQFKD MER@FLK >KA @BERKQFKD_BIRLEQ TRELRQ
AFGBKQRIFKD TBBBK C>JN >KA KLKC>JW ?RPFKBPRBP 4EFP
ALBP >K RBRP@F@L QEB RKFNRBCHFKDP @ > C>JWILTKBA
?RPFKBPP

=>G9 6 E®;:HH>DC6A B6C63 ;@B I=: DJ IH>9: >H CDI &/6NH
EGE6G9 E:G=6EH CDI :KC BDHI D; I=: I>B: ID 9:6A L> I= I=:
HE:8>6A Q8G: D; ;6B>AN 8DBE6C>H 4EB ALJFK>KQ SFB LK
MQ@PPFLK>| J>K>DBJBR ATKMIVP QEB FIMQOK®LC QEB PL@F>!
>KA @RIQR@KQBIQ 4EFP FP >MIBJ FK C>JAV GOJP TEBB C>JRY
@ISQFLKP KLOJP >KA>IRBP >® @OR@F>l QL QEBIFKDP >KA
ABSBILMJBKQ IC QEB ?RPFK8PP)Q FP BRB\ QE® QEB JBKFKD

IKKFH> (>I1 >KA -> QQF>PLOANSFPQ HOBPPFLK>|
->K>DBJBK Q FK &>J¥I"RPFKBPPBRT4>Q\ >K %UQBKAB
5KABOPQ>KARKE>JFV "RPFKBPBSFE KL

AN
+BIFK % 'BOPF@®HB 'BKBOQFLK QL 'BKBQFLK ,BC
#V@IBPC QEB &>)¥I'RPFKBP®P>J?0FADB -1 /TKBO
->K>DBA " RPFKBPRPQPRQB XC5>Q\ " RPFKBPP 3@ELLI
0®BPP
IKKFH> (>I1 >KA -> QF>PLOANSFPQ HOBPPFLK>|
->K>DBJBK Q FK &>J¥I"RPFKBPPBRT4>Q\ >K %UQBKAB
5KABOPQ>KARKE>JFV "RPFKBPRBSFE KL

AN

#E>MQBO 4EB &>JM "RPFKBPR



?RPFKBPP C>JFIFBR>@E QL QEBFO ?RPFKBPPBP A-P\DRFANN
S>IRBP >KA BMBDRFLKP_PL JR@E PL QBKVQEFKD LOMKB QEQ
FIQBOORMQP QHIFEZ@RIA PBKA QEB ?RPFKBRIR BXE>IcP

4EB EFOFKIT I>K LRQPFAB J>K>DBEBBL@ PELRIA FK@IRAB >K
>PPBPPJBH IC ?LQEDGB6A 8DE:I:C8: >KA8JAJG6A 8DHE:I:C8:
&LOJ>I @IMBQBKE) BBOP QLLGJ>I BAR@QFLK GEKFKD >KA
BUMBOFBEK@RQPFAB QEB CAJMRPFKBPP !QELRMB) FP BGY>FKI
EBINCRI >KA >MMIORB I0DJ>l @IMBQBKE FP KLQ RR@FBKIO
J>K>DBOF>| BBE)SKBPP Q KBAP QL ?B PRMMIBJBR TFQE @RIGRO
@JIMBQBKB) >K RKABOPQ>KAFKDQEB @REBRO > PMBF® FOJ
JKOBBPQFKD JLPQ C>JA ?RPFKBPPBP ILLH \LKQL I@J>
@JIMBQBKBITEBK PBIBRFKD > #%/

Culture and Nonfamily CEOs

)Q FPUBXEIBIV FIMLQ>K QL RKABOPQ>KA QEB BYRIQREB C>VF
G0J D JB>KP QEY >P > IABO MR E>SB QL ?B PBKPFS QL QEB
LD>KFVQFLR B>@FLKP LK QEB QEFKRIPY >KA AL ) ESB > ILKD
QBOJ BIJMIMBB LK JV J>K>DBJBKQ QB >KA PEB FP ¥ DRFAB FK
QEBPB FPPRBP 3EB @BIl JB El QEB LO>KFVQFLK TFIBS@ >KA
ELT QEFKDP BOFBN QL ?B BEFBA 7 B E3SB QL ?RFIA LK QEB M>PQ
BSBK QELRDTB E>SB QL AL > ILQA.QEFKDP FK KRA AFBBKQ T>VP

IKKFH> (>11 >KA -> @QF>PLOANSFPQ HOBPPFLK>|
->K>DBJBK Q FK &>JWI"RPFKBPPBRT4>Q\ >K %UQBKAB
5KABOPQ>KARKE>JFV "RPFKBPBSFEB KL

A
IKKFH> (>I1 >KA -> QF>PLOANSFPQ HOBPPFLK>|
->K>DBJBK Q FK &>J¥I"RPFKBPPBRT4>Q\ >K %UQBKAB
5KABOPQ>KARKE>JFV "RPFKBPRBSFE KL

AN

X#E>MQBO 4EB &>JM "RPFKBPP



"RQ ?B»RPB IC QEB @RE)RIEFP JEY ?B BY PBKRFE 4EB TLOAP
LC > KLKC>JWI#%/ FK > C>JRY 2RPFKBPP

IP > KLK C>JFN #%/ VLR E>SB QL ESB FK ABMQBPME) 00 QEB
FISFPF?IB@BP >JLKD QEB BJMNBBP FK QEB CMIOJ QR @KKLQ
BP@MB QEB (@K QEBOFII >T >VP ?B PMBF>| ?LKAP @BBBK QEB
C>JFV €0J >KA QEBTKBO !l TSVP 4EB TLOAP LC > KLKC>JWI#%/
FK > C>JWI?RPFKBPP

/KB @LK@OK C C>JM ?RPFKBPPBP \J?B QE9 QEB EFOFKD>L
KLKC>JAV J>K>DBO TFII EPRIQ FK QEB ILRP QEBFO bC>JFIRKBPP
( LTBSBO LKB PQRA CRKA QEQ BBK TRE KLKC>J¥l J>K>DBOP
?20FKEKD KLKC>J)¥| J>K>DBJBKQ >@FSFBP WBP  >KA
@E>S@BOFPQF@P bQBB-?MEA RKFNRB @MB-KALGBP IC QEB
PVPQBJC QEB C>YARP FKAFSFAR>| @XIBI?BOP >KA QEB ?RPFKBPP
RPBIC MSFAB > PVKERPQF@@ QES ICCPBP QEB LRQPFARBK®P
LC QEBKLKC>JRV J>K>DBOR 4EFP P>JB PQRA>@HKILIBADBA
ELT BSBO QE® QEBFBPE@E AFA KLQ@RP LK RKABOPQ>KAEKD >
TE>Q MLRK LO MBBKQ>DB C KLKC>JWI JBJ?BOP QEBBBIFKD C
bC>JFIFKBPPc TFIl PRIDL B@B

IKKFH> (>I1 >KA -> QQF>PLOANSFPQ HOBPPFLK>|
->K>DBJBK Q FK &>J¥I"RPFKBPPBRT4>Q\ >K %UQBKAB
5KABOPQ>KARKE>JFV "RPFKBPBSFE KL

AN
-> QQEB # 3LKCFBIA >KAR?B@ . ,RPPFBO&>JFV
- BJ?BO >KA .LK C>JFV - BJ?BO ->K>DBOP FK &>JF|
" RPFKBPPBRROK>| C 3>I1 " RPFKBPP >KAQ@BOMOFPB
$BSBILMIBKQ KL A
-> QQEE # 3LKCFBIA >KAR?B@ . ,RPPFBO&>IFV
- BJ?BO >KA .LK C>JFV - BJ?BO ->K>DBOP FK &>JF|
" RPFKBPPBRROK>| C 3>I1 " RPFKBPP >KAGBOMOFPB
$BSBILMIBKQ KL A

#E>MQBO 4EB &>JM "RPFKBPR



Employment Qualifi&tions

/KB L C QEB JLB ARE@RIQ @E>IIBKDB® OFE>JNl ?RPFKBPP JRPQ
C>@FP ABBOJFKFKD BIMIBKQ NR>IF@QFLKR.C BIMILVBBP ?LQE
C>JFV >KA KLKC>JM 4EB I>@H T > @ BIMIVIBKQ MLING@KA
MQ@PP & IB>A QL J>GLOLEIF@P FK QEBI@>KV 5KA.GQRKOBY
R TLRIA >MMBO QE> ABPIB QEBFO ?BRBAILPQ C>J¥I?RPFKBPPBP
E>SB > C>JA BJMILVIJBKQ MLIK@ !P > GBPRIQ J>N C>JRAY
?RPFKBPPBP J3BKA RM TBE JLG BIMILVBBP QO QEB C>JAY QE>K
QEB @M>KV KEBAP >KA PLJB IC QEBPB IMBB J>V KLQ 83K ?B
NR>IFRR\ LO PRF>?IBIO QEB GL?P QESSB ?EBK IFBK b3LJB C>JFV
?RPFKBPPBEBE EKA QEBJPEBP >@RFOFKD ?RPFKBPPBPESEXL
@BI>QFLKPEFM QEF QEBFO [EBSD ?RPFKBPP LBBMFKD PLJB
RKMDGR>?IB ?RPFKBPP IFKBP GRPQ BQPRBHQE® BBW?LAV FK
QEB C>J¥IDRP > GL? DEFK QEBJ@>KVc 4EFP HFKACLRPROFLK
?BKBE&P KL LKB

| TOF®BK C>J¥I?RPFKBPP BIJMIIBKQ MLIMG®K PLEB > JVOF>A
LC MCPIBIJP ?B@RPB @ PMBIIP LRQ QEBRGHB QBOJFOCC>IM >KA
KLKC>JAV JBJ?BOP TRQE BPM@ED QLE®ORFKD EFOFKDJMIFKD

BI2"l  '%). 12" '%/ 54 &>JFIV %IMILVIBKQ
OLIF@FBRB'%.%2 ! 4)/ .0 >@KBOP -¥ >@@3PPA
/ @L?BO T TT BDBKBEDFLK MXIXBOR.®
>@JI>KRMIL>AP J> V KBTP MAC

b&>JFV - BJ?BO %JIMILVIBKQ QLIF@FBRPB RN

3" )3 ¢ )&# #LOMLERB 'LSBOK>K@® >@ @PPB

/ @L?BO T TT PIJBQLLIHPLO PJB QLLIHBBK
@KQBKBK &>JFI V- BI?BO%JIMIL VIBKQ
OLIF@FBP #>PRYRN 3" )3 # 1%

X#E>MQBO 4EB &>JM"RPFKBPP



@JIMBKPQFKD >KA QBOJBRXD /KB BRJIBKA> QFLK FP QE>K
FABI C>JFV BIMILVJIBKQ MLIMG@PELRIA FK@IRAB QEBTEKD

d b%UMI>FK QEB CABIMILVIBKQ MLIK@ MROMLPB >KA
MEFILPLNE

d b$BP@OF?BIEC>JFN JBJ?BOP TFIl >MMWI >KA ?B @KPFAMER
Q@O MLRFFLKP

d b¥L SBO QEB DBKB@KARFLKPQLBIMIVIBKQ FK@IRAFKD
@JIMBKP>QFLK >KA PRNSBOFLK

d BRQIFKB QEB >MM@E QL ?B BHIFK ASBILMFKD >KA
MQJLQFKD C>JFI?RPFKBPP JBJ?BOP

d ->H B @IBO QE» C>JM JBJ?BOP TFII ?B @MIBQFKD QEB P>JB
>MMIF@FLKP QB+QEBCOKRFASBP TFIILAMIBQB

d )K@IRAB >K FKPMFOFKD >KAMRBIFEKABO QE>QEB MLV
MROMLPB FP QL EBIM QEB CRFFKBPP RBE >KA QL PRMMRO
ABBILM >KA JLQERB C>JFIJBI?BOP QL IBA PR@PPCRI >KA
MQAR@FSIF8P

d ( >SB >Il C>JA ?RPFKBPRKBOP PFDK QEB MLFK@FE@FKD QEB
E>SB B>A >KA >DBBA QL®

IQEBOP B@JIBKAB A bQEQ C>JM JBJ?BOP JBBQ QEB
NR>IFGEQFLKP ?BM QEB >® >IILT BA QL GLFK QEB G#IRPFKBPP LK
> MBOJ>KBR ?>PFP >K >MMOFB BR@QFLK>| ?>@HRRA QB QL
&8 \B>OPa LRQPFABHTBJMBOFBK@KA >K LMBK BFPQFKD NIERK
FK QEB-0J QE3 J>Q@EBP QEBFO ?:@#R0

p2" %), 2" "%/ 54 &>JFIV %JIMILVIBKQ
OLIF@FBRB'%.%2 ! 4)/ .0 >@KBOP -¥ >Q@dPPA
/ @L?BO T TT BDBKBYFLK MXIXBOR-®
>MI>KRMIL>AP J> V KBTP MAC

#O>FD % ICKLE@ >KAPEK, 7 >\ &>JFV "RPFKBPP
SR@BPPFLK 4EB &FKHRQ C 'OB>QKBPP ->OFB> '

" RPFKBPP /TKBOBPLR@P >P @B FK bBMLQFRJ

#E>MQBO 4EB &>JM "RPFKBPR



4EB® >B KL ORIBP QEAR@)B QEBRLIEBK IC > C>JW ?2RPFKBPP
BIJMILVJBKQ MLIM@PL ARBBK@P Q0 LKB C>JFN ?RPFKBPP QL
>KLQEBO>@ ?B BJMEDB (LTBSBO K FPE®Y FIMLQ>K bQL BB
BIMILVIBKQ @KARFLKP QEAL KLQ AFP@OFIBK:D>FKPQ LA.T>
C>JFV JBJ?BOP 4EFP TRIA EBIM BPQ>?IFPE >@JLPMEB® LC
C>FOKBPP >KA JLQFEKLO >l BJMIVBBP IC QEB C>YFPRPFKBEP

4EB ?BKBEP C >K BIMINVIBKQ MLIMGXLJFQEPQ>KAFKD QEB FAB
J>V ?B JBQ TRE BPFPQ-B@EB® J>V ?B QEBBBIFKD QB>EFOFKD
AB@FPFLKFOGC>JM JBJ?BOP PELRIA ?B PBMSIB €O QEB EFOFKD
AB@FPFLKEOCKLKC>JM JBJ?BOP ?B@RPB ?BFKD > C\RIBJ?BO
MQSFABP PI@E> NRABRDFLKP QEEKKLQ ?B J:Q@HEB?V PLIBLKB
LRQPFAB QEB C#JFILT QL MD@RBA TFIl RIQFIOBY C>Il LK QEB
PELRIABORILQEB C>YFPRPFKBPHKBO

Salaries and Compensation

IP AFG@RIQ >P EFOFKDFRBLKP \J1>?B CO QEB C>IFI?RPFKBPP
AB@FPFLKP >?LRQ P>I>OFBRIMBKEQFLK BIMO?>?|V BSBK TLOPB
. L J> @BO HLT BIl FKQBRFLKS >KA TBIl ABPFDKBQEB I@M>KVR
@JIMBKPQFLK MI>K X ?B QEBOTFII PQFIl ?B>GBRPFBP EAO
@BIFKDP BB®A PF?IFKD BEQFLKPEFMP >KABKB [STPRRP
M>QF@RMCGJILKD QELPB C>JFUBJ?BOP TEL BBl QEB E>SB ?BBK

2BBBK@ CO "RPFKBPR.® >@BPPA/ @L?BO
T TT BBBK@CO?RPFKBPRI@J>II ->FI /M
. BMLQFPJ@JI

b&>JFV - BJ?BO %JIMILVIBKQ LIF@FBR-PB QRN

3" )3 ¢ )&# #LOMLERB 'LSBOK>K@® >@ @PPB
/ @L?BO T TT PIJBQLLIHPLO PJB QLLIHBBK
@KQBKBK &>JFI V- BJ?BO%JIMILVJIBKQ

OLIF@FBP #>PRRN 3!" )3# 1%

X#E>MQBO 4EB &>JM "RPFKBPP



QB>QB RKC>RO 4EFP MBPBIQP > ARKQFKD @E>IIBKDBT EDL
ABBILM > @MBKPQFLK MI>K @EFFII ?B C>FO QL @XIEI?BOP >KA
DLLA CO QEB ?RPFKBPP

/KB L C QEB BE)BPQ PQOBPIC LMBQFKD > C>YFPRPFKBPP FP
PBM>€DFKD QEB CY¥JEJ) QEB ?RPFKBPP /EBP QEBO>G J>KV
DB>Q ?BKBQP QL BFKD C>JFFK QEB ?RPFKBPP >KA QL ?BFKDV> C>JFI
JBJ?BO FK > C>JN ?RPFKBPP ?RQ QEB JLRE@RMDLXBIP CBPRIQ
TEBK bC>JAN SIRBPc >KA FPPRBFBQSHO IB>SFKD ?RPFKBRHRBP
>KA KEBAP T>KQFKD 4EBGFP KL BSQBO PLEDTO C>JM ?RPFKBPP
MQ?IBJP_KLO JLOB B@FIB DRKA CO QEBFO BRE>K QEB CHJFI
?RPFKBPR.®@IBKPQFLK PVPQBJP

Some of ther®blems

&>JFNV ?RPFKBPPBRBK J>HB PEBBCGI @JJLK JFPQ>HBP TEBK
ABSBILMFKD QEBEIMBKP>QFLK MI>KP

d 4EBV @KPFABO C>EIMBKPQFLK QL ?BNR>l @IMBKPQFLKLO
>[I C>JAV JBJ?BOP PLIBQFJBP 88K CO QEBTKBO4EFP
@B>QBP >EY PQF@HYFPFLK 28RPB >l C>JWIJBJ?BOP >B
KLQ @SQB BNR>| b FP PLIBFJBP AGE@RIQ QL >PPBPP >KA
@JIM>CB QEB Q>IBR C C>JM JBJ?BOP TEL >(B >IPL

b&>JFV /ITKB A" RPFKBPPBP #LJMBKI:LK FK &>JFI

"RPFKBPP8BB?IBO@J 2 BPLR@P CO %RBMBKBROP
>@BPPB/ @L?BO T TT D>B?IB@J

#LIMBKP>QFLK FK &>JM" RPFKBPPBR.E

"BOK>@ * $ & BlI>*O>KA (>KKL@E BFPJ>K B EV

#LIMBKP>QFLKLO &>JFV - BJ?BOP 3ELRIA"B ® ->0BQ

6>IRBc &>HABFB $F@HFKPLK 5REIRY >@BPPR

[ @L?BO SFBT A\R BARABC>RIQ >PAMFA

#E>MQBO 4EB &>JM "RPFKBPR



BJMILVBBP .LO AL >Il C>JMJBJ?BOP @KQOF?RQBE-IV QL
QEB ?RPFKBPP !PBPRIQC QEB PP QE>QEFPR®PBP J>K/
C>JFV ?RPFKBPHKBOP FDKR@EB M@IBJ >KA IBQ

@JIMBKP>QFLK 78.JB > ?0BBAFKD DB®KA CO AFPPBKPFLK FK QEB

C>JH/c

4EBV AL KLQ @MBKP>QB TFBP 0O QEB ICH QEB AL 4EB
@B>PLK LDQBK BBK ) Q PSBP LK QRP .LQ PROMOFRFREFP
>MMIC-@E IBSBP TF8P FPLER CDJ QEB ?RPFKBPPSRRF?IB FK
QEB ABFPFLK J>HFKOLIGEPP >KA RK>MB@FB 4EFP MQIBJ
BUQBKAP QL QEBMBKP>QFLKC PLKP >KA REEQBOP >FBTl !
PR&BV 2V ->PP -RQR>| )JKPReEK@ #LIM>KV 2BBBK@A FK
+>Q ->OPE>@H BMLQR > ?FD AFFEM>K@>JLKD QEB
P>I>OFBEIPLKP >KA REEQBOP FK CXJFRPFKBPPBP PO
IJBOF@ 4EB >8BGDB P>IX0LC QEB/QIF®PLK FK > C>)I
?RPFKBPP>P TEFIB EFP PFPQEIKB LKV

4EFP J3V ?B ARB QL QEB QBKABIGGPLKP ?BFKDLDIB A CTO
IB-ABOPEFM TEFIERREEQBOP BOQLJB A €O QEB PRMIQES
QIBP QE3 @J>KAIL TBO P>I>0OFBP

4EB @IMBKP>QFLKLO C>JM JBJ?BOP FP EHBO QE>K @EBO
KLKC>JRV JBJ?BOP ?RQ QEB @®KQF>| FP KLQXNIPIBQEB
>@R>| GLBORFEIBKQP LO MBOG>K@ 4EFP PIROFLK®
IB>A QL >KDBMAR@A JLQFSQFLK BPBIQIBKQ >KA BBKQR>I
ABM>QRBLC QEB KLKC>YRIBJ?BO CQJ QEB E0OJ

+>QF ->OPE>@H W(T QL !00MS>Q &>FO #LIMBKOFLK FK

> &>JFV "RPFKBRRIBOF@K #EQKF@IB &B?0OR>0

>@ @PPB/ @L?BO

TTT >JBOFE&K@EXF@IBL® >OQF@IBPBT

b( LT QL !00MS>Q &>FO #LIMBKOFLK FK > &>JF

" RPFKBRPRJBOF@K #EQKF@IB &B?0R>0

>@BPPB/ @L?BO T TT >JBOFEK@HKF@IBL®
>QF@IBPBT

X#E>MQBO 4EB &>JM "RPFKBPP



d 4EB ?RPFKBPPSROM¥P C>JM JBJ?BOP_QCO > SORY LC
@>PLKP

BRFIQ ?B®RPB JLJ MLM T B® PL ?RPV TQHFKD TEBK
QEB HFARBT \LRKL:

b&BO IC @KAF@ ?EPRPB PLIBKB® TFB QEBQBKP KLQ QL
@JB QL QEB C>¥IMF@KF@

b2BPFPQ>K@L @E>KDB @RPBAE>QRQEB TV TBa8

>IT >VP ALKB@c

bX>?FI& QL @COKQ C>JM JBJ?BOP TEL BBl BKQBIBa QL
FKGQB. P>I>OFBP

b$BQBOJFIQFLK QL JFKFEFBPQRB QBEP ¥ QEKPBOOFKD

T B>IQE QERLE @JMBKP>QFLK

d %JLQFLK>I \BBPREP >B >IILT BA QL ABBOJFKBLEMBKPXQFLK
MLIF@FBPEZQ QEFP 3BP FP QE@MBKPQFLK FP KLGD@@V
ABQBOJFKB?V GL?BNRFEIBK QP >KA MBOG>K@ FK QELPB GL?P
7 EBK QEFP E>MMBKP PJIPN8OP ABSBILM ®KQOFCRDAE

b&FEQFKD 7B BBK PF?IFKDI@PFK MQBBOP FiBgrBR

%IIBK &5KHBK?BO b%NR>P)aQ T 5VP &>FO ->HFKD
ALRCE $B@FPFLKP >?LREXPIRDFKD &> NIPPE)R
&OKHBK?BD 'OLRM >@BPPR / @L?BO

TTT CEKHBK?BODORM @ B NR>I FPR >IN >VP C>FO
J>HFKD QLRB AB@FPFLKP >?LRQ-KIFIRDFKD C>JF
>PPBP BJI

%IIBK &KHBK?BO b%NR>P)aQ T >VP &>FO ->HFKD
ALRLE $B@FPFLKP >?LREXPIFDFKD &> NIPPE)R
&OKHBK?BO 'OLRM >@BPPR / @L?BO

TTT COKHBK?BODORM @ B NR>I FPR >IT >VP C>FO
J>HFKD QLRB AB@FPFLKP >?LRQ-KFIRDFKD C>JF
>PPBP BJI

#E>MQBO 4EB &>JM "RPFKBPR



b(>@& T LAHFKD C>J)FUBJ?BOP >KA BIJMILVBBP ILPB
JLO>IBc

b7 Bl JLQFSQB @JMBQBKR BIMILVBBP IBSB QEB
@IM>KVc

bAEB @IM>KV ILPBPGP I@MB QERSBADB >KA DA QE

MLQB®Fz=l
b&>JFV E>OJLK/ AB@B>PBR

MEB S*IRB IC QEBL@VI>KV ABRIFKBP LQP PLIAO QEB
TOLKD @>PLKR

Some of the Solutions

$BSBILMFKD > C>EQMBKP>QFLK MI>K@ QEB C>IFPRPFKBPP FP KLQ
B>PV )Q BNRFEP DLLA COE QORPQ >KA DLLA ?RPFKBPP PBKPB 4EB
ALII>O >JLRKQP GB@®A QL C>JW JBJ?BOP TFIl ?B @QF® ?RQ QEB
JLOB MBPPFKD FPPRB FP C>FOBRERIDRKOBY C>FOKBPP BPBK
@KPQORB-P BIR>IY 4EFP JRPQ ?B:FAR

4EB® FP KL QBIMDBIX ABPFDKFKILINBKPQFLK MI>K@ C>JFM
?RPFKBPPBP ?RQ BEBPPBBC| B@JIBKA> QFLKP

$B>K &LT IBO >KA BD ->PQBOPLK %ANRFPQIRYQSB QEB
0Q.P >KA #LKP IC %JIMINVFKD &>JNI- BJ?BOR "RPFKBPP
*LROK>| *RKB >@ @PPB/ @L?BO
TTT ?FWGLROKHP @l T>RHBPQLOFBP

PJ>Il ? E QJI
"BOK>@ * $ & BlI>*O>KA (>KKL@E BFPJ>K B EV
#LIMBKP>QFLKLO &>JFV - BJ?BOP 3ELRIA"B ® ->0BQ
6>IRBc &>HABFB $F@HFKPLK 5REIRY >@BPPR
[ @L?BO SFBT A\R BARABC>RIQ >PAMFA
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d $BSBILM >@R&)B GL? ABP@OFMQELE@E BIMIVBB QEQ
FK@IRABPMLKPFZGHBP 3BI LC RQELQF QEDEKFE@PHFIIP 8Bl
LC BMBOFBK@XA B\R@QFLKBNRABA CO QEB GL? >KADL*I® C
>K >KKR>| MBO@I>K@ BSFB )K > MBQOJ>K@ ?>PBA
@JIM>KV QEB >JLRKQ IC PQL@TKBA ?V > C>JRA JBJ?BO TFII
KLQ ?B BI>QRB QL EFP LO EBONBKP>QFLK

d $BSBILM > @ MEFILPLMEC @MBKP>QFLK PL Q@:BBOLKB
RKABOPQ>KAP QEB PQ&RQH) >B RPB QL V¥ MBMIB 4EB
QIILTFKD FP > P>JMIECL> TARBK [@MBKPQFLK MI>K
MEFILPLMEQE® T>P ABBILMB\ ?V LKB C>JN

&>JFN JBJ?BOP BJMILVBA FK QEB ?RPFKBPP TFIl ?B M@@A\FED QL
QEB PQ>KAFOFK LRBOFLK >P EMLQB ?V LRO O@B >PPL@JELK
@O > PMBF® MIPFLK FKL@I>KFBP C LRO FEVK LAABO QLBQ>FK
DLLA BJMILVBBP TB TFIl M¥ >Il BIMILVBA C>JFV JBJ?BOP >KA LQEBO
J>K>DBOP TBEFK QEB QLM KRRMDC LRO FKARPRMPQ>KAAD
IAAFQFLK>I LAMBKP>QFLK TFIl ?B ?>RBLK PR@PP FKBO@EFKD
PMBF@ L@V>KV DL>IP TOE ?LKRPBP PBAC>JLKD >Il JBJ?BOP
LC QEB J>K>DBJBB Q8 ) KAFSFAR>| BKQFEP TFIl 7B ABBOJFKB
>@OA\FKD QL JBPR&?IB DL>IP I® GL? MBOG>K@ ABYBOJFKB
B>@E B>0O>KA BSFE BA ?V QEB >MM@ORB J>K>DBO

d '> QEBO RKI>QFLK >?LRQ QEB P>I>QFBPJEI>0 MQPEKP FK
QEB FKARRQO QEB C>¥FPRPFKBPP FK QEB >NNVBREIFLK IC
QEB [@RKQY ,LLH >Q @IM>KFBP QE>>B PFJFI>O FK QEB KRJ?BO
LC BJMIVBBP B8SBKRB >KA MAR@ I MLPPF?IB L?Q>FK R>>0

%IIBK &KHBK?BO b%NR>P)aQ T >VP &>FO ->HFKD
ALRLE $B@FPFLKP >?LREXPIFDFKD &> NIPPE)R
&OKHBK?BO 'OLRM >@BPPR / @L?BO

TTT COKHBK?BODORM @ B NR>I FPR >IT >VP C>FO
J>HFKD QLRB AB@FPFLKP >?LRQ-KFIRDFKD C>JF
>PPBP BJI
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>KA ?BKB®) FKOJ>QFLK

d ( >SB QEB ?>PB P>#Q0 B@E MLOFLK ?BL@PFPQBKTRE QEB
P>I>OFBP >KADBP M>FACC@M>0>?IB MLRFFLKPQPFJIFIHD
PFBA ?RPFKBPPBBVIFKDQ QEFP JHBD SIRB TFIl ESB >K
BU@BIIBKQ BB@ LK KLKC>JWIJBJ?BOP ?B@RPB QEBTFI| 6Bl
QE® QEB>® LK >K EBK MI¥FKDRBIA 4EB®TFII 7B > MLRFS
B@B@ LK ?RPFKBPP Jti@

d 4EB C>JAV ?RPFKBPRKBO JFIEQ @GKPFABO BBFKD LRQPFAB
EBIM FK ABBOJFKFKDI®BKP>QFLK BBIP 0O FKAFSFAR>| C4JFI
JBJ?BOP ( LT BSBOQEFP >PPFPB3IREQ ?B PBK >P QORI
L?GRDAS TROE KL B>PLK QL GO LKB SABILFKQ ISBO >KLQEBO

Sleeples Nights

I OB@KQ C>IM?RPFKBPP BRO BMLQB QE® QERM.TFKD QEFKDP
HBBM C>JM ?RPFKBPHKBOP % >H >Q KHBD

B4EB &>JFV "RPFKBPHREBY c0OUBY
>@BPPB / @L?BO
EQM MOUEYMOASTB@JJ @ LJ . BTP 0 >DBP

5+&>JFIV' RPFKBPREBV>PNJ

X#E>MQBO 4EB &>JM "RPFKBPP



*.G8:.Cle<: > I>C<6H6
6C@ .=:( ><IB6G: - ><C>;>8dCDC8.GC

&>JFV JBJ?BOP @K KBESBO D@ ¥ >V
CaOT LAH

" RPFKBPP AFFBEDBK QP @& MRQ PF®
LK C>JFV ®I5QFLKPEFMP

%JLQFLK>! >PNBP €K DE) FK QEBV LC
FIML@>KQ ?RPFKBPR@BPFLKP

40-KPBFLK QL QEBKBDBKBQFLK FP
JLOB ARE@RIQ QE>K >QBFQY P>IB

4EB® @K L@BK ?B @AF@P BED>BFKD
QEB C>FOKBE®BL >G\ CO BCL.AD

4EB ?RPFKBPBTO-G\P >8 KLQ
KB@PP>0FP>PRB LK JBOR)

&>JFN JBJ?BOP GKA® ARE@RIQ QL 7B
FKAFSFAR>IP FK QHEBRIFEQ

$FC-@RIQFBP >OFRBEEFKD
MQ®PPFLK>I J>K>DBJBE

#EFIABK @K ?B PMLFBQECRCE
FKBIRBR>?IB BI >Q\P

/RQPFAB PEBELIABOP AL KLQK®OF?RQB
?RQ QEM¥LRQP CDQEB ?RPFKBPP

4EB C>JFV FP S15VP MRQ 7B QEB
?RPFKBPP >KA QBB @K 7B IBPP
BG@FBK

0>PQ ABAP >8 KESBO IADL@BK >KA 80
?Q.RCEQ RMQ FK>MM@DRB QFJBP

/QEBO ROBIQ FPPRBP FABR\ ?V > ARBBKQ C>JM ?RPFKBPP BRD
FK@IRABFK LABO C FIMLQ>K® QEBLULTFKD

d ,>?LO @PQP

HIBOF@K &>JFV "RPFKBPRREBVC ->PP -RQR>|
&FK>K@F>ILeM >@mBPPB/ @L?BO
TTT J>PPJRQR>I @ JIJC D MACC?P MAC

#E>MQBO 4EB &>JM "RPFKBPR



d ( B>IQE @B @PQP

d &FKAFKD NRFB@GJIMILVBBP
d &LMBFDKI@VBQBFLK
d , >?LO RKFLK ABJ>KAP
d $LIBPQF@LEMBQBFLK
d /FI MOFEP

d | SFI>?R¥ LC @AK) @O IBKABOP
d %PQRB QHEP

Sueesion Planning

IKLQEBO FIMI@K FPPRB QEFP MIP@RIMOARE@RIQCC C>JM
?RPFKBPPBP HFB8:HH>DCIP JBK QFLKS® B>-OFBO FK QEFP @E>MQBO
PR@PPFLK FP >?LRQ M>PPFKD QEB ?RPFKBPPUQL EKBGHE K
$B@FPFLKPSBQL ?B J>AB >?LRQ TEL TFIl &HBO QEB¥BBOPEFM
>KALO LTKBOPEFMCLQEBL@M>KV TEBK QEB @RBEQ DBKBQFLK
AFBP LGBQREP )KQBBPQFKDHKIV > QERQC >Il C>JWI ?RPFKBPPBP
PR@PPCRIIJ>HB QEB GKPOFLK QL QEBGREA DBKBEDFLK BBV
?B@RPB PR@BAFKD DBKBQFLKP BEBO BRaQ EIBBPQB FK ORKKFKD
QEB ?RPFKBPP LO BABPQF@ @E>KDBP TEBK QEBQEB EBI&
4EB® >B C>JA ?RPFKBPPBP QBE>K>DB QEB POFLK >@RP
DBKBSQFLKP NR®E BPRI ?B@RPB QEB P@®PFLK M@PP @ELLPBP
LKIV QEB @EMKOTFIIFKD >KA >?IB QL GLFK >K@H TTRE QEB
MBS>FIFKD C>¥FPRPFKBPP-IRBP >KA DL>IP SKAQRKOBI QEBB®

b&>JFV /ITKB A" RPFKBPPBPFT, >KA ,BD>| $BG-KEFLK
53,BD>1 @.J >@BPPB/ @L?BO
ABEKBFLKRPIBD>II@ C C>JFIV LTKBA ?RPFKBPPBP
b&>JFV "RPFKBPRBFPQE@B?IBO@J 2 BPLR@P CO
%IKQBMBKBROP @)L?BO >@mBPPB/ @L?BO

T TT D>B?IB@J &>JFI V" RPFKBPRBQFPQF@P E

X#E>MQBO 4EB &>JM "RPFKBPP



> >IPL FKPQB®FK TEF@E @ BRAGSB E>A QL BB P@ELLI >P PLLK
>P IBD>V >|ILT BA KLQ BRRFMMEQL J>K>DB EFEBO QEB ?RPFKBPP QEBFO
IF8P LO QEBFO GrJHBPB @EFBYOPMBKA J>K ®PBIQCRIBAOP FK
QEB ?RPFKBPRJRKFC>FIP
0>PPFKD QEB C¥JPRPFKBPP QL QEBKBBKBQFLK FP > GK@ORIQ
QEFKD QL AL ?RQ@R@FLK FP > @®BOC PLJB RDBK® ?B@RPB
MBO@KQ IC 53 ?RPFKBPPBB >>@FKD QEB FPERR@PPFLKG
>KV [FBK MLF® FK QFJB 4EFP ROBK® KLJFQEPQ>KAFKD GERD
PESBG| CG@BP QEY >@ >D>FKPQ @@ FLK MI>KKFKD

&LRKABO

&B>0 IC ABQE
2BIR@>K@QL IB DL C ML BO >KA @QO
0BOPLK>! ILPFOLFABR®Y/

3RB "F®BV H @BRABPC/TKBO->K>DBOPa #EFI &R

4LT >@\P &>JFV >KA "RPFKBPPPRRBE%KBMBKBROPEFM

4EBLO/ >KA 0O@M®3MOFKD 7

. >K@ "LTI>K 5MQLK b40O-KPBOOFKD ->K>DBJEKFK

QEB &>JKM /TKB A" RPFKBRRJ>II" RPFKBPP

IAJFKFPQE@FLK  >@@BPPBE/ @L?BO

TTT P?>LKIFKB P?> BEA@DOLRMAMVIR?IF@

AL@RJBIQPP?>=ELIBM>DB PBOS=P?M =BJ© MAC

)S>K , >KP?BD WIEB 3R@BPPFLK #LKPMEI &>JFV

" RPFKBPMBSFB A SP@F QB FK.>K@

"L TI>K 5SMQLK b40O-KPBOOFKD ->K>DBJEXFK QEB

&>JFN ITKB A" RPFKBRRI>II" RPFKBPP AJFKFBQILK
>@ @PPB/ @L?BO T TT P?>LKIFKB P?> BL

FA@OLRMAVR?IF@L@RJIBKQRP?>=ELIBM>DB

PBS=P?M =RJD MAC

#E>MQBO 4EB &>JM "RPFKBPR



&B>0 IC ILPFKDLTH >@F&F
&BIFKDPC GBLRPV >KA OHES/ QI >G\ PR@PPLO

&>JFNV

&LRKABOPMLREBBIR@>KBQL IB DL C OB FK EDJ

. LOJP >D>FKPQ AFP@RPPFRIRCRERB/LKA IFBQFJB IC
M>BKQP

. LOJP >D>FKPCROSFKD PF?IFKDP

&B>0 IC MBXQ>| ABQE

%JIMILVBBP

2BIR@>KBQL IB DL C MBOPLKHIS)FLKPEFMIEKRKABO
&B>0OP C ABBKQRSFKD >JLKDBY J>K>DBOP
2BIR@>KBQL BPQ>?IFEEL| @KQOP

&B>0 IC @E>KDB

%HKSFIOKJIBK Q>
&LRKAB®a@IIB>DRBP >KA COFBKAREKRB QILTH

$BMBKABKBILC @IFBR LKIRKABO
#RIQR& S IRBP QE>AFRE&CG-DB PR@PPFLK MI>KKFKD

4EBPB >BMIT BOCRLGABP TLAHFKD >D>FKPQ@REFLK MI>KKFKD ?RQ
QEB KHBA QL ?B BB@.JB CLO QEB DLLACLQEB.RKABOQEB C>J¥
>KA QEB ?RPFKBRPTFII ?B QOF@HV QL B-BRBKB\P (C >II QBB
>KA CIA QEBJ FRL > DLLA PR@PPFLK MI>K

The Sucesion Plan

6LV>DBROGKPMLQOFLK >L@M>KV FK ,LKALK @IP BP PR@PPCRI
PR@PPFLK MI>KKFKDRD@ b)C VR DLQ EF¥ > ?H30 QOR@H QFE>

X#E>MQBO 4EB &>JM"RPFKBPP



TLRIA E>MMBK QLRO ABMSOBKQ ¢ IP > C>JFV ?RPFKBPAKBO
WLR PELRIA MLPB QEFP NRBPQFLK FK QBUB®RBIC >KALRO
?RPFKBPP L(VBCRIl QEFP TFIl MSFAB QEB FJGIRP MR KEBA QL
ABSBILM > PR@PPFLK MI>K

| DLLA PR@BPPFLK MI>K LRQIFKBP @EB PR@PPFLK TFIl GRO
>KA TE>Q @QBOF> TFIl ?B RREL GRADB TEBK QER@RE@.O FB-@QV
QL QB LK QEB Q>PHD )BPBP QEBLRKAB®a @K@OKP >?LRQ
QEKPBOOFKD QEBIQL PLIBKB BIPB >KA MSFABP QFJB FK TEF@E
QL MBM>B €O > J>GLO @E>KDB BR¥EB )Q BKIGRGDBP QEB EBFOP QL
TLOH FK QEB ?RPFKBRPEBO QE>K BIMEKD LK >IQBQKES @BBOP
?B@RPB QBEB@K PB TE>Q OBP QBB TFIl 2B >?IB QL MI>KA FQ
BKABSLOP QL MSFAB TEQ FP ?BRO®EB ?RPFKBPP FK LQEB® B
BADKFBP QE J>K>DBOF>| >P¥IFP JLB FIMLQ>IQ QE>K RBEOED
>KA QEQ >MMLERKD >K LRQPFABABAQB J ?B TFPBO QE>K
BKQORPQFKD QEBI®V QL > BI>QFS TEL E>P KL >MQRABLO QEB
TLOA

| DLLA PR@BPPFLK MI>K TFIB@DKFB/ >KA >@MQ MBIIEP
AFBBK@P KLQ >PPRJB QE>QEB KE) DBKBOQFLK FKQP QEB
?RPFKBPP @BOJFKB FC EBEBIRBSB BKLRE BUMBOFBEK@L ORK QEB
?RPFKBPPLIGPFABO C>FOKBPP >KA QEFKIQ 3R >@RPFKBPP 4EB
MI>K PELRIA >IPL FK@IRAB >@f2B C QEB $®EFLK PQ>DBRJCO
QEB FABKREQFLK C > PR@®PPLO QL QEB PA>RB QEBK CRIFRIFBO
LC BPMLKPFIPHBP >KA +K®FKDBN@II>K FK>@B QEB RKBPBK

b3>IMIB 3R@BPPFLKISKKFKD OF®&c >@BPPB / @L?BO
T TT BUMBOFBE@MHP &MAC

PR@PPFLKMLIAGAC
b->HFKD > $FRBBK@ 4EB 00R®>QBELRPB#LLMBOP
&>JFV "RPFKBPIREBV c

0OFg?P >QBBELRPB#LLMBOPLSBJ?BO >@mBPPR
[ @L?BO TTTM @@ BK=4( QE
MR?IF@FLKPPPBOM T @=CP=PR&BVMAC

#E>MQBO 4EB &>JM "RPFKBPR



PELRIA E>SMMBK PR@E >P QEB QEBI:O ABQE IC QEB GRKAB
PR@PPLO LO QERBKAR PR@PPLO ABIFKFKD QEBO )Q TLRIA
>IPL ?B EBIGIRI QL MBPLJB DLLA MGBPPFLK>| SK@ CQJ @LIM>KV
>ASFPLOP TEL BB BJMBQFPB FK QEB FKARFQRII >P LQEBO C\FI
ORK ?RPFKBPPBP

IIQELRIE B>@E PR@PPFLK MI>K TFIl 7B GHEEKQ QEBLILTFKD
@JMLKBKQP PELRIA ?B B8 >P KEBPP>0 CO > DLLA PR@PPFLK
MI>K

HI67A>H=B6AH 6C9 D7?:8{H P QEB C>JM?RPFKBPHKBO
VLR JRPQ BPQ>?IFRIR® MBOPLK>| DL>IP >KA SFPBLBEB
?RPFKBPP >KARO CR@ERQIB FKGP LMBQFLK IR PELRIA
FK@IRARNRO BQREIBKQ DL>IP C>JFUBJ?BO DL>IP DL>IPC
LQEBO PBHLIABOB D M>QKBOP PBHEDIABOP >KA
BJIMILVBBP >KA DL>IP BI>QFKD QL TR>PELRIA E>MMBK FK QEB
@PB IC VRO FIIKBPP A LO AFP>QFIF

6B>A >BDAKB:C |>C I=: 9:8>H>DB6@>C< EBG8:HH)C QEB
C>JFV >KA PQRELIABOP TEL BIFISLISBA FK QEB A&B-PFLK
J>HFKD MQEBPP >®HBMQ RKTIBA LC QEB ABFPFLKP ?BFKD J>AB

b&>JFV 2RK " RPFKBPPBR@BPPFLKISKKFKD FK &>JFI
" RPFKBPPBFRPFKBPP ,FKH@@PRB /| @L?BO

TTT ?RPFKBPPIFKISBH ?ALQD >@FLKB Q>FI\YMB
2%3/ 52#%3 F QBJA

H SLFA &BRAP EBK (>KAFKD $IK QEB &>JRY "RPFKBRP

Il * RPFKBPR W@ >@mPPB / @L?BO
TTT >II?RPFKBPR&@?R VFKD BRFKD ?RPFKBPPBP
BURFKD > ?RPFKBPP EQJI

H#LIMLKBKQP C > 'LLA " RPFKBPMREZBPPFLKISKc IMOFI
>@ @PPB/ @L?BO

TTT BKQBMBKBROPEFN#HER) @ @LJIMLKBKQP IC>

DLLA ?RPFKBPP PBEPPFLK MI>K

X#E>MQBO 4EB &>JM "RPFKBPP



J>K V LC QEB MBBJP CBI>QRB QL FKEBDK® J>K>DBJIBKQ >KA
LTKBOPEFM FPPRBP TFIl ?8E8IB. #LJIRKF@>QFLK QEB
MQ@PP IO E>KAIFKD CXIFRRE>KDB >KA AFPMRQBP QBEB C>JFI
SFPFLK@Q QEB ?RPFKBPP >KA BIEBRLKPEFMPBBK QEB C>JFI
>KA QEB ?RPFKBPP PELRIA ?BBAAD 4EB PRBPQ MRE QL
C>JFV AFA@A FP ABBILMFKD QEB RBEPFLK MI>K LKRO OTK
>KA QEBK >KKLRK@RBD F
#:C I1>;N HJ88:HHDB 4EFP PBYFLKC QEB MI>K TFIl >BRG QEB
FPPRBQ.TEL Q>BP ISBO TKBOPEFM >KA J>K>DBJBKC QEB
?RPFKBPRABKQFEQFLK C QEB MLABK| PREBPPLE® QOFKFKD
LC QEB PEPPL® ?RFIAFKD PRMRILD QEB PREPPLO® >KA
QB@EFKD QEB &R®L® QL ?RFIA SFPFLR QEB ?RPFKBF® >0
FK@IRAEBB 7 LAHFKD TBE YRO PR@PPL® @O >8>0 LO
Q' L?BCM LR E>KA ISBO QEB ?RPFKBPP TFIBFREBIQEB
@E>Kg@P 0O PR@PP

HI6: E A6CC>C&P@B MI>KKFKD FP FIDHQFAR >@
MI>KKFKD QBR@EOLO T>KQ QL QBHIB@RQFLKYIB >PRBP
@D>BFKD QEB CRERJRKDQEB ?RPFKBPP FK BEB BR >@
RK>?IB QLI®QFKRB LME-LKC QEB C>¥PRPFKBPP ARB QL
FIIKBPP AFP>QFLFO ABQE @R PELRIA @KPRIQ > FBVBO>K
>@RKQ>IQ > EK>K@BRQXB MI>KKBtKA > IFECFKPRE® (@
@MBPBIQQMRSPL QE3 YRO ?BKBQP TFII ?B J>UFJBA 9LR TFII
KBBA QL @KPFABO QSIFt K BOFEIBKQ FK@B MQ.SFPFLKPQC

3RP>K 7>@\ bFU RPFKBPMREEBPPFLKIOKKFKD 4FNP
PLRQ @) >@ @PPB/ @L?BO

P?2FK@K>A> >?LRQL@ @P?R VPBII>?FW
PR@PPFLK = B)J

3RP>K 7>@\ bFU RPFKBPMREEBPPFLKIOKKFKD 4F NP
IPLRQ @) >@ @PPB/ @L?BO

P?FKG@K>A> >?LRQL@ @P?R VPBII>?FW
PR@PPFLK = B)J

#E>MQBO 4EB &>JM "RPFKBPR



LQEBO C>JFIBJ?BOP >KA >@FEBKLK>@QFSC>JRV JBJ?BOP

DC I>C<C8N EA6CC>C#LK QFKDBN@II>KKFKD FP >?LRQ
RKCBPBK @ERJIPQ>KE® ) FP >?LRQ RIEBWFKDACQEB JLPQ
IFIBV bTE>Q FCCBH@OFLB D VRO ABQE LO AFP>QFIFE V
QEFKHFKD FK QBGJREB RKBPBK \LR TFIl 2B Q>HFKD >
MQ>@FSOQEBO QESB-@FS>MMO @E

DB E6QN HIGJ8IJG6CY IG6CH;G B:I=D9H 4EFP PEYFLKC QEB
PR@PPFLK MI>KSEKSBP QEBEBSFE >KA RMAS®FKDI QEB
LA>KFVDFLK>I >KA PQQR@MI>K 00 QEB DKFVPFLK Q>HFKD
FIQL >@RKQ QEB RKDQEP >KABFHKBPPBROLQEB PEPPLO
4EB CIILTFKD KBAP QL ?B FABRER QEBIOBP >KA QEB
BPMLKPFIPRBRAQEB PE¥PPLAMEB RIFKDA BY MLRBFLKP
PQORROFKI IQEB ?RPFKBPHQREB PEPPLAEB MLQBR>
Q.IBP CLO QEEYBOFKDKBO >KV IBD>| @MIF@QFLKP >KA
GEK>K@F>| FPPRBP

JH>C:HH 6AJ6>DC 4EFP PE)FLK FBIEBS>KQ LKV FC QEB ?RPFKBPP
FP ?BFKD PLIAPPFKD QEB ?RPFKBPP QL ¥ IBJFBO T LRIA
KLQ FBLISB > ?RPFKBPPIBXQFLK

M> HIGSI:< N 7FQE >K PR@PPFLK TKBOPEFM TFII 7B
QEKPBOBA >KA \LR TFIl BJL SB \LROPBICLGQEB A QL AV
LMBOQFLKPQ QEB ?RPFKBPP !IQBEE>TFII 7B @M>CBA >KA
> C8JB T LOH €O J>HFKDDMRO EX>| @ELBRITFII 7B ASBILMR
4EB QSKPBO JBQELA >KA QEB QFJBIFKBRABOFAB 4EB BUP
MI>K PELRIA QEBK ?B MR?IRPER\ AFPQOFZRQIBBBOLKB TEL
FP FI(ISBA FK QEB P@®PFLK M@BPP
#B8 EA:B:C 161>DC 6C9 DAAD JE 4EB PR@PPFLK MI>K PELRIA ?B
BSFB BA BDRI>Y >KA BSFPB >P REROFLKP @E>KIBPELRIA
2B > AVK>JF@ >KA SBJF?IB AL@RJIBK

IP AFG@RIQ >P QEB MI>KKRK@BR®OeX ?B QEB DL>| PELRIA ?B >

PR@PPFLK MI>K QEBFII ?B FK QEB ?BRIBERQPQ >I_LO JLPQ C
QEB MSFBP SKSBA "RPFKBPP @BBPQP PELRIA ?B MRQ>AEEC

X#E>MQBO 4EB &>JM "RPFKBPP



C>JFV FIQBBPQP >KA JBQFPELRIA ?B BIME>BAWLSBO C>JWI
MLPGFLK

The Family Businesand &hnology

)K  TEBK 2 -F@E>BI * LEKPLK -FHBB QL BBOLKB TEL HKLTP
EFJ QLLH ISBO QEB BRPREQB>QB [RJ?BO @IM>KV EFP
DOKACOEBOLRKAB\ FK  EB E>A > D@Q FASB I>MQLMR.@ >I
J>K>DBOP >KA P>IBP R>C

bOLR TLRIA Ex$B QELREQ QEB UA T>P @FKD >M>Q@ P¥P
*LEKPLK #%/ >KA MBPFABR IC #LU KARPQOFBP FXKDB?RD 3LRQE
#>QLIFK> /KB P>IBPJ>K_@KSFKEA QE® QEBL@IRQBO IRIA ?B
RPR\ QL Q@H EFP 3BJBKQP LRQPFAB QEBB._RM >KA NRF! ?2RVBO
TEL E>A ?BBK TRE QERL@I>KV CO QEADGS \B>OP P>FA ERRIA
IFIB > C>U J>@EFKB ?RRI®KLQ ABTEV EB KBABA > @IMRQBO
TEBK EB E>A J>K>DB GRPGKB TBELRQ LKBG PL ILKD

IKA QEXQ T>P GRPQ QEBFMTFKDK)>K FKARPQUEB® PLJB
?RPFKBPPBP PQFIDE@BIBSY QFE@BP ¥ E>KA >KA QLQB QEBJ RM
LK @I@RISLOPLEKPLK B@KQV IBA QEB I@M>KV QHARLE >K %20
BKQBOMOFBBLER@ MI>KKFKD &I >@ @KSBOPFLK >KA AFPQOK?ROB
MELKBP QL QEB P>IBRJQBL QER @K RPB QEBL@>KVR KE
@RPQLJIBBISQFLKPEFM J>K>DBJBK2- PVPQBJ

b',BQa GRPQ\P} E>SB PMB® NRJB > BT 3RKAY IRK@EBP Q&0
@ER®E BMI>FKFKD @EKLILD >@®VIP OL 'O>KAASA >KA
'O >KAJLJ ¢ *LEKPLK PY¥P

4EB BPFPQB@L KB QR@EKLILE NRFBR ELTBSBO >@BO

b&>JFV SR@BPPFLKISK &FOPQ 4EBK QR@BPPFLKISK
@O QEB &>J¥R "RPFKBRRR>JFV "RPFKBPP %URIBO
>@mBPPRB/ @L?BO T TT C>JFY ?RPFKBPP
BUMBOQP I@ C>JFIV PR@BPPFLK MI>K®I

#E>MQBO 4EB &>JM "RPFKBPR



* EKPLK T>P >?IB QL MLEKQL J>EBQ PEODOTQE IC MB@BKQ
>Q QEB  JFIIFLK ?RPFKBPP FK QEB MBFQWYEB KRJ?BOP >®
PQ>QFKD QBRLKSR EB P¥P b&BS\B>OP >DL )L@®IAKaQ $BK P¥
TE>Q LRO J>EBQ PEBIT>P ?E®RPB B AFAKQ BB QEB @EKLILD
QL EDR®IL

Key Takeaways

d )IMLOQ>KQ C>JM FPPRBP FK@IRABR&F@QFLK BIJMNFKD
C>JFV >KA KLK C>JRY JBJ?BOP MOMBPPFLK> J>K>DBJB®
BIMILVJIBKQ NR>IF@QFLKP P>I>OFBP 3KMBKPOFLK >KA
PR@PP %>@E FPPRE@BQB GXCF@

d )Q FPERY FIMLQ>KQ QL RKABOPQ>KA QEB REIQFEB C>YFI
?RPFKBPP BRBBMI?V KLK C>JFV #%/P

d 3R@BPPFLK MI>KKFKD RPR@QE QEB P@®P C M>PPFKD >
?RPFKBPP QL CYIiBJ?BOP

+>@BK % +IBFK7bEBK QEB 4ERMBKBO>QFLK 2RKP QEB
&>JFN "FW"ILLIJ?BOD "RPFKBPMBBH MOFI

>@BPPR/ @L?BO T TT "RPFKBPMBBH @
PJ>II?FV@LKQBR>MO  P? = E QJ

X#E>MQBO 4EB &>JM "RPFKBPP



Conflict

Il PRPFKBPPBP 88 @KGF@ R @K ?B > DLLA QEFKD Q08K ?B > ?>A
QEFKB DHIsK: DG 8DCHIGJSK 8DC; A>8t@K ?B ?BKBE@F>I QL > CWJFI
?RPFKBPP TEBR FK@®BP LMMQRKE B@DKBFLK MOR@P EFD
NR>I&/ AB@FPFLKP BR@DBP DJQE P@BDQEBKP IRMP >KA
FKAFSFAR>IP BXKEBP QEBBKFKD I@BPP>0 CO BIQBMBKBROF>I
?BESSFLO>KA FK@SPBP QEBIBIP IC @JF QJBKQ QL QEB @BPFLKP
?BFKD J>AB 'K BU>JMIB LC MLRFS @KAGF@ FP > AFPBBIBKQ
?BQ BBK C>JRY JBJ?BOP LK QEB PSEBB@ AB@)FLK C QEB C>¥FI
?RPFKBPP QEPRIQ ?BFKD > JR@EBKBA BQEFKHFKD QEB ?RPFKBPP
MI>K >KA > KB>D@BA LK SFPFLK.O QEBL@M>KV

'B LADB 1J?IBO WLKPQOR@S#LKAF@ P %PPE}>LO
#OB>QFKD #LJIRJIBKQ QL $BFPFLKP V
>@BPPB / @L?BO +FJ?BOIV ! %AAIBPQLK L2BQ)
& IQLKAL >KA &KW 7FIIF BIIBOJ>KKP HLKAF@
0>QF@RABSB@FPFLK ->HFKD >KA 'BKEZFLK>|
ITKBOPEFM $FPMBOPFLK ! -RIGHIBK>IVPFELROK>I C
3J>1l " RPFKBPP ->K>DBJBK KL A
>KA RWF 1RFMB5KABOPQ>KAFKD #LKPQER@
$BPQOR@ESH#LKAF@ >V  >@ @PPB*RKB
EQM TTT PRWFN@RIQFKDI@ R C®BB=>C)F@|BFHEP
# . #LKPQOR@ OQFS $BPQOR@ OFS
> V MAC
b->K>D FKD #LKIE@ FK &>J¥I" RPFKBPPBFRPFKBPP ,FKH
>@BPPR/ @L?BO

#E>MQBO 4EB &>JM "RPFKBPR



"V @KQOPQC:<6I>K: DG 9:HIGJ8IX: 8DC; A>8i@K ERQ > ?RPFKBPP
2V A>J>DFKD QEB E>OJUK>KA BI5QFLKPEFME C>JM JBJ?BOP FK
QEB C>J¥I?RPFKBPP ABR@DFKD IBOKFKD >RPFKD LKDLFKD E>OJ
QL DKRMP >KA FKAFSFAR>IP FK QEB ?RPFKBPOFKIDRMENB
MI>KKFKD >KA@FLK>| ABFPFLK J>HFKD >BRRIQFKD FK MLLO QR>IF
AB@FPFLKP MEB >?PBK® LC DLLA I&KGF@ J>HBP © QEY JR@E
E>@BO QL @RMBY BS>IRQB ?RPFKBPPRABKA J>HB FIMLQ>KQ
AB@FPFLKPRQ @XGF@ ALBP KLQ J& ?QT?B>QFKD 'K BU>JMIB
LC > KBOPFS @KAQF@ TLRIA ?B >ORJBKQP EBO QEB P@&®BPLO QL
QEB ?RPFKBPP 5IQpB¢ QEB C>FERQL >ABROBI @KQO KBDXMS
@KGOF@ J>V @KQOF?RQB QL QHEB EFID>I GQB C C>JMLTKBA
?RPFKBPPBP

TTT ?RPFKBPPIFKISRH ?ALQD >@FLK
ABQ>FIIMB 2%3/52#%3 F QBJA
+FJ?BAV ! %AAIBPQLK 2B & /QLKAL >KA &KW 7FIIF
+BIIBOJ>KKP HL.KAF@ O-GF @FMB$B@FPFLK ->HFKD
>KA 'BKBO-QFLK>| /TKBOPEFM $FPMBOPFLK ! -RRFIB
IK>1 VPF@*LROK>I C 3>I1" RPFKBPP ->K>DBJBK KL
A >KA3  RWF IRFMB5KABOPQ>KAFKD

#LKPQORES $BPQOR@BESKAF@ -> V
>@BPPR *RKB
E@QM TTT PRWFN@RIQFKDI@ RC®BB=>F@|BFEP

# . #LKPQOR@ QFS $BPQOR@ OQFS

> V MAC
0Q.@BPPLO -F@E>BL2B@L A0 ( >C>>Q@\ " RPFKBPP
3@ELLI NRL@EK 'BLADB 1J?IBO H#LKPQOR@ES#LKGF@
)P %PPE}>LO #B>QFKD #LJIFJIBKQ QL $®FPFLKP V

>@BPPB / @L?BO

.FDBI &FK@EABKQREKD >KA IAMEPPFKD QEBRPBP C
#LKAF@ FK &>JWI" RPFKBRF LOHFKD SMBO 3BOFBP

X#E>MQBO 4EB &>JM"RPFKBPP



"B @RPB IC QEB @I>PEX?BBK ?RPFKBPP >KA BILQFLKKI@OKP FK
> C>JAV ?RPFKBPP QEB MQBEBKO KBDOFS @KAF@ @K ?B DB>QBO
QE>K I LQEBO ?RPFKBPPBREB QBKPFLK QEBIFPQP >JLKD QEB
MBOPLK>| BIS >KA @BBO MRORRFC C>JM JBJ?BOP @BQBP >K
>Q:GEA: 8DCA>8I L@DROOFKD TEBK > GAJEBJ?BO E>P
PFJRIQ>KERP QIBP TRE @XGF@FKDWBEDOFLKEK TEF@E QHBBO
MBPPREP A0 T LOH >KA ELJB >B FK@M>QF?IB 4EFP IBXQF@
FP ABEARIQ_FC KLQ FIMLPPF?IB FK PLJB BIRFQ>BAES b$RB QL
QEB FIB@KKBA)FLK >KA BXIRBKQ @KQ>@ >JLKD C>JM JBJ?BOP
TLOHFKD FK QEB ?RPFKBBP QELPB TEL B&LQ ?RQ M PQFII
>K LTKBOPEFM PB>B@ROOFKIX@ @ FP EED MO?>?IB FK C>JW
GOJR

5KFBORW LC YAKB/ > V. >@ @PPB/ @L?BO
M>MBOP PPOK.@ PLI

M>MBOP @€PQO@=FA

b->K>DFKD #LKIE@ FK &>JWI" RPFKBPPB8FRPFKBPP ,FKH

>@BPPB/ @L?BO

TTT ?RPFKBPPIFKISBH ?ALQD >@FLK

ABQ>FIIMB 2%3/52#%3 F QBJA

_FDBI &FK@EABKQREKD >KA IAMBPPFKD QEBRBBP C

#LKAF@ FK &>J¥I" RPFKBRH LOHFKD SMBO 3BOFBP

SKFBORF LC ¥AKB/ -> V  >@ @PPR/ @L?BO
M>MBOP PPOK.@PLI

M>MBOP @€2PQO@=FA

+FJ?BAV ! %AAIBPQLK 2B & /QLKAL >KA &H&W 7FIIF

+BIIBOJ>KKP HLKAF@ C-GF @B $B@FPFLK ->HFKD

>KA 'BKBO-QFLK>| /TKBOPEFM $FPMBOPFLK ! -RR)FIB

IK>1 VPFLROK>I C 3>I1 * RPFKBPP ->K>DBJBK KL

AN

#E>MQBO 4EB &>JM "RPFKBPR



Soures of Conflict

4EB PMBF® ®PBP C @KAF@ FK > C>JIFI?RPFKBPP B>O>KV
"B @RPB QEB/RIF® RKABOPQ>KAFKDEKCGF@ FK C>JFPRPFKBPPBP
FP QE» @KGF@ BBOP QL KBDMS @KGF@ QEY FP RKERE >KA
AFPORMBRBDOFS @KCF@ FP QHRARPC QEFP@ERFLK

4EB  OOFE) >QBELRPB#LLMBOP &>¥FI "RPFKBPP REBV
FABRMFR > @B DORM IC FPPRBP QEB IFBV QL @RPB QBKPFLK

b->HFKD > $FRBBK@ 4EB 00R®>QBELRPB#LLMBOP
&>JFV "RPFKBPIREBV c

0OFg?P >QBBELRPB#LLMBOPLSBJ?BO >@mBPPR
[ @L?BO TTTM @@ BK=4( QE
MR?IF@FLKPPPBOM T @=CP=PR&BVMAC

X#E>MQBO 4EB &>JM "RPFKBPP



6JH:H
-DB:

#HHJ: 6JH>C<.:CH>DC CHSDC

$FP@RPPFLK >?LRQ QEEEIRE®RBM LC QEB
?RPFKBPP

0BOCDJI>K@ LC C>JM JBJ?BOP >@MRV
FISLISBA FK QEB ?RPFKBPP

$B@FPFLKP >?LRQ TEK @A @KKLQ TCH FK
QEB ?RPFKBPP

&>FIRBLC C>JM JBJ?BOP >@FSV FISLISBA FK
QEB ?RPFKBPP [XRR®IQ QEB TFABO GALRI
HBV FPPRBP

$B@FPFLKP >?LRQ BEBEPQJBIQ IC MATQP FK
QEB ?RPFKBRFDBRP QEBNBKQ IC AFSFABKAP

4EB PERQFKDQ 8JRKBCG-QFLK EBIP 0O C>JM
JBJ?BOP >@H3V FIKSLISBA FK QEB ?RPFKBPP

4EB Q.IB FK ISP PELRIA LO PELRIA KLQWIEK
QEB ?RPFKBPP

$B@FPFLKP >?LRQ TEK @&KA @KKLQ ELIA
PE>BP FK QEB ?RPFKBPP

$FP@RPPFLKP >?LRQ QEB ?>PFP LK TEB@®E PE>O
FK QEB ?RPFKBPP PELRIAIRBS

2BGEYFLKC @ELPBK RBEPLOWLQEBO C>¥FI
JBJ?BOP

6JH:H 6
&DI D
.:CH>DC

IAA QL QEFP QEBTSEY bC>IFIGOJIP >S®MOKB QL MRYELXK>IF@
B@B@P IEH PF?IFKD SIFB @EFIBG® ABPBO QL ABRBKQRIB
QEBJPEIBP Q0 QEBFO MBKDP J>OF>| AFP@ FABRE/ @KCF@
>KA PR@PPFLK >KA FKEBO@MO?IBIP QEX) KLKC>JWI?RPFKBPPBP

#E>MQBO 4EB &>JM "RPFKBPR



ALKLQ PRBO CO ¢ >KA ERB-PV QL BEELT QEB C>JM ?RPFKBPP FP
> B@FIEFBGIAID KBDOFS @KGF@

3BBG| LQEBO PLEEXP IC @KAF@ @K L@RO FK > CMETKBA
?RPFKBPP ! P>JMIFK IQELPB PI@®® FP AFP@RPEBB !l E>SB
QEB MLQBK>l QL SBOPBI FIM>@ C>JM BISQFLKPEFMP ?RPFKBPP
LMBSQFLKP >KA ?RPFKEBFRI)P

d ,>K6AE ( >08 BSFKPLK CDQEB ( >3®>Q\ " RPFKBPP 3@ELLI
J>FKQ>FKP QEHQEB CRKA>IBK MRVELILB@ @KCGF@ FK
C>JFV ?RPFKBPPBP FRIQF&JMLRKABA ?V BBIFKDPE DRFIQ
TEBK JLOB QE>K LKB C>JFIBJ?BO FP FRLISBAc  4EFP OF&Y
@K L@RO 7B BBK COEBO >KA PLK PF?IFKDP ERP?>KA KA TFC
COEBO >KA REEQBO-KA FK ISP TFQE JBJ?BOP IC QEB C>¥F
QE® ITK QEB ?RPFKBPP

d >;:G>C< K>H>DEJFNV JBJ?BOP TFII LGYBK AFPEBOTFQE QEB
@CRKABO >KA TPE B@E LQEBO >?LRQ QEB SFPFLK>)BURIID

+FJ?BAV ! %AAIBPQLK 2B & /QLKAL >KA &KW 7FIIF
+BIIBOJ>KKP HLKAF@ C-MF@MB$B@FPFLK ->HFKD
>KA 'BKBO-QFLK>| /TKBOPEFM $FPMBOPFLK ! -RR)FIB
IK>1 VPF@LROK>I C 3>I1" RPFKBPP ->K>DBJBK KL
A

-F@E>BI (>GBV >KA 1.AKB/ % %KP b&>JN "RPFKBPP
>KA -RIQFMIB ,BBIP IC #LKGF@ &>JFV "RPFKBPMBSFB

KL A SP @RB FK +FJ?BIY | %AAIBPQLK
2L?B@) & /QLKAL >KA &KW 7FIIF BIIBOJ>KKP #LKAF@
0>F@RABSB@FPFLK ->HFKD >KA 'BKEIFLK>|
ITKBOPEFM $FPMBOPFLK ! -RIGHIBK>IVPFOLROK>| C

3J>Il" RPFKBPP ->K>DBJBK KL A
( >OW ,BSFKPLK#.KAF@P 4EQ 0>DRB &>JN
" RPFKBPP8P>C>@\ " RPFKBPHB3FB n

X#E>MQBO 4EB &>JM"RPFKBPP



QEB ?RPFKBPP 4EBPBGHBP I2K @BQBEB-0>KDBO-KA
ABPQOR@S>WBIMQP QLKRQO AB@FPFLKP QBB AFSFRFSKA
@RKQBOIQAR@FSQL J>HFKD >KA FIMIBJBHKD PLRKA
AB@FPFLKP 2FSIOFBP QEPMFIIGKQEB IHMI>@@K DR
K>P§ IB>AFKD QL ABPQURS@BE:SFLOP

d $6ADJHNAEB® FP J1>VP QEB ML@B&-LO GBLRPV FK QEB

C>JHY ?RPFKBPR®) K >OFPBLCQBBIFKDPC RKC>FOKBPP FK PR@E

QEFKDP >PJ@BKPQFLK GLBPMLKPFXPHBP MIDQFLKP
bEsSFKD QEB®C C QEB ?RPFKEFKBBO-KA PQL@H
AFPQOF?RQFIXEK)>IPL >OFPBQE BPM@D QL QEB MI>KKB
PR@PPLO TEBK QHEBEP > ABMBK® LC LMFKFLK >?LRQ TEL F
PELRIA ?B ¢ © FP KLBRLEBA GBILRPV E>P QEB MLQBK QL
AFSFAB QEB C¥JHA ABPQQQEB ?RPFKBPP

d - J88:HH>DC3R@BPPFLK FA>\P > ?FD L?PQ>@IB £C>JM
?RPFKBPK PLIJB @PBP QEBRKABO J¥ BBl QE® EFP LO EBO
@EFIBR >B KLQ @8>?IB IC ORKKFKD QEB ?RPFKBPP 4EFP TFII
@RPB LBFLRP QBKPFLKI?BBK QEB MBRQ >KA QEB @EFIA
@EFIB& PR@E QESEB @EFIA LO @EFIAU IB-SB QEB ?RPFKBPP
FK CORPQELK 4EFP FK QROK @BBP MQ?IBJ> QF@E

#LJILK 3LRO @P IC $VPCRRELK>| #LKE@ FK &>JW

" RPFKBPPB2*7 #LKPRIQFKD @PPB / @L?BO

TTT OGBFPR@PRIQFKDI®

?RPFKBBBSBILMJIBKQ. BTP$BQ>FI >P8I

.FDBI &FK@EABKQREKD >KA 'AMBPPFKD QEBRPBP C

#LKAF@ FK &>J¥I" RPFKBRHA LOHFKD SMBO 3BOFBP

SKFBORW LC 3JAKB/ -> V. >@ @PPE/ @L?BO
M>MBOP PPOK.@ PLI

M>MBOP @C2PQO@=FA

.FDBI &FK@EABKQREKD >KA |AMBPPFKD QEBRPBP C

#LKAF@ FK &>J¥I" RPFKBRHA LOHFKD SMBO 3BOFBP

SKFBORF LC ¥AKB/ -> V. >@ @PPR/ @L?BO

#E>MQBO 4EB &>JM "RPFKBPR



PR@PPFLK7bEL DB)P TES QMB C BIREY ?BKB&) Q@FB LOLMB
@K ?B J>GLO PLRBP IC BMIFQEKGF@ LO FIMIKEHRQ
ABPQOR@S?BESFLOP )Q FP >IPL QOREXJEFIB QEBRKABO
LC QEB ?RPFKBPRQP QLLEQFKRB C>YAITKBOPEFM >KA
IB>ABOPEFIZ IQEB ?RPFKBPP QEFRLUS ?B QORB8 EFP LO EBO
FJJB AFSB C>JFILO I9BOBKBOQFLK C>JFUBJ?BOP  4EFP
@K @®QB PR?PQIRS @KGF@ AROFKD RREPFLK MI>KKFKD

d *ABI>C< R 9>;:G:C| GJA:H4EFP @RPB IC KBDOFS @KGF@
H.@BK MEPBIQP@PBIC >PL:00 L C BIBFPJ LO EMBIBIBKQ QEY
BUFPQP PFINI SFQRB C ?BFKD FK > CXIBES [TKP >
?RPFKBPP %U>JMIBPPEM FK >IILFKD LKB LO JL8 C>JRY
JBJ?BOP QL BIEFTF ABGOFBKPQ>KAXDLC @KAR@ LO
MBQOJ>K@ QES SFLEB PLRKA ?RPFKBPRAVEP LO
FIML@>IQ BNRFEJBK QP QE>>II LQEBO BIMEBP >8 BUMEDA
QLOILT 3R@E ?BESFLOP-®?B AFSFBRESKA ABILCGIFWFKD QL
>Il BJMILVBBP >KA @RPQLJBOP B $P E>OJCRI QL QEB
BMRQ@FLK C QEB ?RPFKBPP

d :8>H>DC B6@>CJC DIBP >KA BPMLKPFIFRBP BBLQ @BV

M>MBOP PPOK.@ PLI
M>MBOP @©2PQO@=FA
B#LJILK 3LRO @P IC $VPCRRELK> #LKE@ FK &>JWI
" RPFKBPPBR*7 #LKPRIQFKD >@PPB/ @L?BO
TTT OGBFPREPRIQFKDI®
?RPFKBBBSBILMJIBKQ. BTP$BQ>FI >P#
0BQBO 3 $SFP >KARI> $ ( >SBPQLK 4EB
OEBKLJIBKLK LC R?PQ>BFB#LKAF@ FK QEB &>VRFOJ
| #O LPP 'BKBO>QFLK>I@RNC LROK>I C 3>l " RPFKBPP
>K>DBJBK Q KL A
B#LJILK 3LRO @P IC $VPCRRELK> #LKE@ FK &>JWI
" RPFKBPPBP*7 #LKPRIQFKD >@PPB/ @L?BO
TTT OGBFPREPRIQFKDI®

X#E>MQBO 4EB &>JM"RPFKBPP



ABEKB @KGF@ TFIl >OFPEBO TEL @K J>HB AB@FPFLKP >KA
ELT AB@FPFLKP PELRIA ?B J>AB 4EFP FRAIQR @CRPFLK
RK@®@>F® >KA E>ME>WA@B@FPFLKP QEFIl MRQ QEB
@JIM>KV >Q OFPH

d DB E:CHB>DC 6C9 7:C:;>H 4EFP FP LKELQEB JLPQBENRBK)
PLR@BP IC @KGF@ BPMBFMI>JLKD JBJ?BOP LC QEBLRKDBO
DBKBEQFLE ! MBOPLR @IMBKP>QFLK FP EKEOF@Y IFKBA QL
EFP LO EBBBGFKDPQ FIMLQ>K@®>KA PBIT LADE #LIMLRKA
QE® TBE QEB BILQFLKP >PRO®FFQE ?BFKD > JBJ?BOC QEB
C>JFV QE® [TKP QEB ?RPFKBPP >KR E>SB QEB MLQBR>LO
BUMILPESKBDOMS @KGF@ #IB-0V QEFP FP KLQ FK QEB ?BPQ
FIQBBPQPQ QEB ?RPFKBPP

Avoiding Conflict

3LJB JB >PRB LC C>JM PNR>??IFKD REMEBDR FK > C>J¥I?RPFKBPP
3LJB L C QEB BRJIBKQP TFII ?B I8 >KA KEBPP>0 ( LT BSBObER
FIML@>IQ QEY QEB®I>FK MOBPPFLK>l >KA KLQ MBOPLK@RHSB
PNR>??IFKD >JLKD C>3FIBJ?BOP FK > T(H BKSFIKJBK Q @K J>HB
QEB BJMIMBBP >KA @RPQLIB®BI BUQBIBIV RK@CLAR>?IB >KA

?RPFKBBBSBILMJIBKQ. BTP$BQ>FI >P#

7 VKB 2FBOP 4LM 3LRO@P IC #LKEF@ FK &>JW

" RPFKBPPB&>JFV "RPFKBPRRQFRQB  >@BPPE
/ @L?BO T TT C>JFV?RPFKBPPFRRQE®
FKAB MEMN LIRJB >0 QF@IBPM PLRO@P LC
@KGQF@ FK C>JK ?RPFKBPPBRE

#E>MQBO 4EB &>JM "RPFKBPR



@K OF8 QEBJ DIRKAP KO IBD>| @I>FJIP >D>FKPQ QEB ?RPFKHE®P
KBDRRSB@B@P C C>IJM PNR>??IFKDB-OP OILTP

d / CE®;:HH>DC6A >B6<&>JFN PNR>??IFKDKGEREP RM FJ>DBP
LC @EFRO FJJ> QRQF >KA MBYFKBPP 4EFP PBKAP > PFDK>I QL
@RPQLJIBOP >KA LQEBO BBBR QE3 QBEB>® KLQ FK >
MQ@PPFLK>| BFIKIBK Q QEY C@RPBP LK QEBEQFQEFKDP

d / C8DB;DGI67A: :aK>BCB:C| )Q FP BJ?>0PPFKD QLJKBPP
PNR>??IFKD L LKB IFBP QL ?B FK >RHT >\ >QJLPMEB®
PNR>??IFKD-@@PQ VMR @RPQLJIBOP >KA BIMBBP >KA® J>V
BPRIQ FKIBIBKPBS-KA RKMIEP>KQ ISPROP 4EFP-@>@@

VLRO ?LQLJ IFKB BQY NRF@HI

d >H8G>B>C®C. BMLQFPJ FP LKB QEB ?FDDBPQ A>KIBOP L
T LOHFKD FK > C\NIFIRPFKBPP DRFKD TPE BISQFEP TFII LKV
BFKEE@ QL LQEBO BIJWEBP QEY QEB>® FK > C>JFI?RPFKBPP
4EFP @& NRF@HB>A QL BBIFKDPQT AFPMIB BSQJBKQ TEF@E
FK QROK>K@IB>A QL AFP@OF (K @ EDEP

d &<6AI®JI7AH)K QEB TOPQ-@BP C C>JM PNR>??IFKD
AFP>BBJIBK QP EBO ?RPFKBPFK@B>A QL IFPREP § LKB C>JWI
JBJ?BO&P QIB FP JFKFJBA/ >KA EFP LO EBRQELQFFP
BPQUP® QEFP FP SEHKD QEB MB@PQREDP >P > PEBELIABO

b( LT &> JFIV 3NR>??IFKD B@P /QEBO %JMIBBP_>KA
#RPQLJIBOP. >QFLK>| &BGQFLK C KABMBKABK
"RPFKBPP  >@BPPB/ @L?BO

TTT KE? @ ?RPFKBPP BPLR@P?RPFKBPP
MBPLR@P 0BJ@JPFA

b( LT &> JFIV 3NR>??IFKD B@P /QEBO %JMIBBP_>KA
#RPQLJBOP. >QFLK>| SBBOQFLK C KABMBKABK
"RPFKBPP  >@BPPB/ @L?BO

TTT KE? @ ?RPFKBPP BPLR@P?RPFKBPP
MBPLR@P 0BJ@JPFA

X#E>MQBO 4EB &>JM "RPFKBPP



4EFP &K IB>A QL >K LMBBPR JFKLO®/ PE>BELIABO PRF
>D>FKPQ QEB C#2RPFKBPP 4EFERTA ?B BJMBKPBS® TLRIA
2B RDV >KA B @RIA IB-A QL QEB ABJFPB REBLEM>KV

| SSFAFKDLEGF@ FP KBV B>Q (LT BSBOQEBB>B PBBC| QEFKDP
QE® > C>JVWI ?RPFKBPP PELRIXKEFAB®@>GEIl 1=:G: 6G: 8DCHJIAGCIH

L =D :C<6<: >C 8DCA>8lI GBIDAI>DC DG 6 K>C<4EB MLPPF2QHBP
PELRIA ?B @@&BA LRQ ¢ QEB ?RAQBEK E>KAIB QEBLEQRP C >
@KPRIQ>® 6 @RIA ?B QEB ?BPQ @BLF@LKPRIQ>® ESFKD KL
@>PLK QL QBHLKB PFAB LO QEB LQHEBID ?0OFKD QEB @BP>0D
L?GBRFSF QL QEBPLIRQFLICLQEBL.ECF@

-:8DCY9 :BDI>DC6A G68I>DCH H=DJA9 7: 9>G:CI>6:9 ;GDB
E®7A:B HDK>C< ®G8I>DCH &>JFN JBJ?BOP KHA QL Q*H >
MQ@®PPFLK>I MBO@YB GQEBO QE>K QHE >K F@GPR PF?IFKD
M>BKQ PLK LO REEQBO )Q TFIl MO>?IV ?B ARE@RIQ QL AL QEFP
?RQ®@ FP FIMIEOIK QE® ?B ALKB

.=>@9 ;D8JH DC I=: E®;:HH>DC6A& >CHI:69 D I=: ;6B>A N ®A:
b->H B PRB R @8O TEX) QEBBIBRRYFLKP >KABGRABPQC >I| VRO
BJIJMILVBBP >Be"B @RPB VR&B > PJ>Il ?RPFKBPR.R/JFDEQ KLQ BB
>P PQAF@MLIN@P > I>50B @OMLERFLK ?RQ ALRIA PQFII ?B EBIRI
QL MRQFK TQFKD PR@E >P FK >K BBRIE>KA?LLH TEF@QB@DFBP
IBD>I BPMLKPFZBHBP QL ?LQE C#¥3HKA LRQPFAB BIJMBBR:

b( LT &> JFIV 3NR>??IFKD B@P /QEBO %JWMIBBP_>KA
#RPQLJBOP. >QFLK>| 8BOQFLK C KABMBKABK
"RPFKBPP  >@BPPB/ @L?BO

TTT KE? @ ?RPFKBPP BPLR@P?RPFKBPP
MBPLR@P 0BJ@JPFA

( LT &> JFIV 3NR>??IFKD B@P /QEBO %JMBBP_>KA
#RPQLJBOP. >QFLK>| SBBOQFLK C KABMBKABK
"RPFKBPP  >@BPPB/ @L?BO

#E>MQBO 4EB &>JM "RPFKBPR



DJGI= :C8DJ®<: =DC:HIN ;GDB I=: 7:<>CC>C< 7 EBK EOPQ
PQ>QFKD QLLTH QLDBEBAR FP FIMQSK QEY C>JM JBJ?BOP PO
ALTK QLDBREBO QL Q>IH >?LRQ MIFSBK®IF@P QB> JFEQ >OFPB
I@HKIT IBADFKD QB> ® TFIl ?B JLB ARE@RIQ QILGH QLDBEBO
?B@RPB IC ?BFKD C>VFIFP > DLLA ?BBKFKD @>QFKD C>¥FI
JBJ?BOP >KA QEB M@PPFLK>l BRIKIBKQ TRE BPME) >KA
BUMBEIDFKD ELKBPTEBK PLJBLKB PQBMFBO QEB IFKB PELRIA B>H
@O > PJLLQEBO M@PP

&6HI 1=: ; DIC9:G H=DJA9 I8 ID @E I=: 8DC; A>8| 8DCHIGJ8t>
4EFP JB-KP PQFJRDFKD Q>RDPFBRB AFP>BBIBKQ >KA ABTOB
TEFIB QKD QL JFKFEBWIQBOMBOPLKHK@@P 4EFP TFIIENRAD
> C>FO @B-PFLK J>HFKLLIZEPP

d b(>SB >IMIB LMMLORKY QL BMBPP QEBFOTBREKA QL AFP@RPP
ELT >KA TEV QEB AFP>BB TRQE LQEBO3JFIk JBJ?BOPC

d b&BI QE® QEB ABFPFLK J>HFKILIGEPP E>P K QEKPMEXQ
FB ABIF?BQFLKP 5B ?BBK BI>QFEV CBB LC P@BQMS ?BEFKA
QEB PBKXBP J>KBRBOFKDC

d b"BIFBB QE® QEBABO IFPQBRK@MCRV QL QEBJ >KA
@KPFAHB QEBFO SPER)ELRBEQCRII>KA PBOFLRPBCM
J>HFKD > ABFPFRLK

TTT KE? @ ?RPFKBPP BPLR@P?RPFKBPP
MBPLR@P 0BJ@JPFA

b( LT &> JFIV 3NR>??IFKD B@P /QEBO %JWMIBBP_>KA
#RPQLJBOP. >QFLK>| SSBBOQFLK C KABMBKABK
"RPFKBPP  >@BPPB/ @L?BO

TTT KE? @ ?RPFKBPP BPLR@P?RPFKBPP
MBPLR@P 0BJ@JPFA

'B LADB 1J?IBO WHLKPQOR@ES#LKAF@ P %PPEX>LO
#OB>QFKD #LJJRJIBKQ QL $SBFPFLKR V

>@BPPB / @L?BO

X#E>MQBO 4EB &>JM "RPFKBPP



d bOB@BF8 QE® QEBE>A > DBKRFKB LMIJRE® QL FKRBK® QEB
IB>AB@®aEK>| AB)FPFELKKA

d b(>SB > @80 RKABOPQ>KARKRQEB-QFLK>IR.0 QEF&>|
AB@FPFtK

Key Takeaways

d #LKAF@ @K ?B BOEBO MIFHBLO KBOSHS . BDOAS@KAF@
@K MLQBBF E>0J QEB ?RPFKBPP

d 4EB® >® J>KV PLR@P |C KBDOFS@KAF@ FK > C>JF
?RPFKBPP 4EB CRKA>(BKMRIELILBE@ @KAF@ FK C>JFI
?RPFKBPPBP FPIOFS

d )Q FP FIMDOK QLSLFA KBDOMBS@KAF@ K M>QF@RISSIFV
PNR>??IFKD QEFP TFKBPRB?V LQEBORI@@RPB A>J>DB QL
QEBRDJ %JMIVBBP >KA @RPQLJIBOP BRI BK@ICLAD>?IB
>KA QEE> V RIQFJ®BY ?B DORKAP [0 > ISPRE

#E>MQBO 4EB &>JM "RPFKBPR



4. Chapter 4 - E-Busirseand
E-Commaeate

Digital Technoloy and the
E-Envionment

$FOR>I QBEKLILD >KA QEB B BBFIKIBK Q @KQFKRB QL @E>KDB QEB
T>V PJ>Il >KA 1>0OB ?RPFKBPPBP LBOSFI)>| QBEKLILD BBOP QL

> 2@>A PMBRORJ IC @MRQBO EAD>@ PIAY >@ >KA FKOJ>QFLK
@QOBB >KA J>KFMRISFLK PVPQBJRE: ::C K>BCB:Cl >H 6
8618=6AA I:GB =61 >C8AJ9:H :7JH>C:HH 6C9 :8DBB:G8: 4EB
)KQBOKBFK MOB@RI>0 E>P E>ABBACRI FIMO@K QEB ABJ>KARCL
@RPQLJBOP PRMMIFBOFBKKACYP BAE C TELJ FP 8>AV_MBE>MP
BSBK BJMEDP_QL AL ?RPFKBPP

Why Digital Echnolog?

7FQE QEB SBKQ IC QEB MBOPLKXIMRQBO >KA QBEBOKB PJ>II
GOJP J3V 7B >?IB QLL@VBQB LK > JL@ BNR>| CLQFKD TJE 1>DBO
G0JP QERLE QEBFOUMIFDEKRPBC AAR>| QBEKLILBBP Q TLRIA
2B FIMLPPF?IB QL IFPQ >INQEEPE PEY >@ QEQ @K BKE>KBPJI> I

?RPFKBPP LMBBLKP PL QER®RP TFIl ?B LK QEB J>GURIEP C >FAP

X#E>MQBO % RPFKBPP >KA
% #LJIJBO @



4LASV BSBK QEB PJ>IIBPQCLEOJP @& >@RF® > @IMIBQB
>@)RKQFKD PVPQBQ > B>PLK>?IB MOE@EBPB M>@H>DBR @B
Q>FIIBA CO PMBF® FKARPQOFBP BKABRBDWBQL DIOF TFQE QEB
@JIM>KV 4EBV KLQ LKI DBKBEDB PQ>KAMS@ RKQFKD >KAIKCK@F >
BMLQP ?RQ >IPL >PPFPQE TE>K>DBJBIQ ABVFPFLK J>HFKD
)KTOI>QFLK >?LRQ@®KQFKD R > CO PJ>Il ?RPFKBPPBPHHB
>S>FI>?IB LK QEBEQBOKB

3J>1 ?RPFKBPP LMBQFLKP BB >IPL ?BKBQB DB>QV CO
>@OA>?IB PIET >@ QE® @K E>KAIB IEB@PQFKD SBKQLY @KQO
>KA MR@E>PFKD @RPQLEBQELKP >KA PEFMMFKDB@&SFKIK )
C>@ QEB BT >@ E>P >&K@A QL QEB MIFREBB > PJ>Il GOJ @K
@PQ BB@MSV MLPPBPRRELK BKQBOMOFBBLR@ MI>KKFKD %20
PVPQBJ /KV > BT VB>OP >DL %20 PVPQBJB® LRQ C B>@ELD
>l ?2RQ QEB DBPQFOJP %20 PVPQBJIFQBOMB JRIQFMIB ?RPFKBPP
CRK@FLKP ICOMRO@E>PFKD QL P>IBP ?FIIFK@RKSEKDB@ AP
>KA MY QIl 4EBPB >8>K@P KIT DFS PJ>Il GOJP QEB-@>?F¥ >KA
LMMLQRKY QL MXIF@FMB>FKID?>| PRMMI @E>FKP QERB-ABKFKD
QEBFO @RPQLJBO ?>PB

@69 -8=:B6 1>806C ,*- NHI:B

#E>MQBO % RPFKBPP >KA % #LJJB@ X



E-busines

7JH>C:HH >H 6 I:GB I=6>H [):C JH:9 >C I:G8=6C<67AN L= ":
8DBB:G 8: 7J | I=>H >H CDI 68888 % ?RPFKBPP RPBP GEBDKB
>KA LKIFKB @EKLILEBP QL B»QB LMBQFLK>| BEG@FBK@FBPBREBO
FK@SPFKD>8RB QL QEB @RPQLJBBI@RP FRBOK>LO BJ>JMIB
LKIFKB FBKQLY @KQO PVPQBJP X@RKQFKD PVPQBJR. @IRBIBKQ
MQ@PPBP PRMMIFBOLNBH@B BS>IRQFLK M@PPBP QLLIP QL
FK@SPB PRMWII@E>FK B@FBK@IO@PPFKIBORBPQR T J>@EFKB
@M>FOP >KA QEBQBBFLK € MI>KKFKD PI@¥XD >KA
J>KRC>@ROFKD £EB&?RPFKBPP PVPQBIP @BKBAB QL QQ®
@KPQ@RBK@FBP_@RPQLIBRRLSP >KA PRMMIFBEP QERQBOKB
BUQKBP >KA RISKBQP . L BBSBKRB FP DBKR® ?RQB ?RPFKBPP
>MMIE@FLKP QRORIFR @1JBO @ MB@FPBITEBK >K B@E>KDBQ
S>IRB L@RGQ@P

% ?RPFKBPP INBPPBP PELRIA ?B2AR@A TEBBBO QEBG-P >
MQ@PP QErFP @RRQY TLAHFKD ?RQ AEP@FKD RKE&B’P>0D QFJB
>KA JLKBV QL FIMIBJBR) SF> M>MBBEFP TRIA @@>FKI >MN QL
QEB PJ>Il ?RPFKBPP QEKAP@PBIC ATKXFKD FK M>MB@H 31>l
?RPFKBPPBP PELRIAYP @GKPFABO QEB ?RPFKBPPLIEPPBPLRIA

+BINV 7 OFEQ b% #LJIBO@ SP % 'RPFKBERRBRMM
#E>FK BPLR@ #LLMBGQHRS . LSBJ?BO

>@BPPB/ @L?BO P@J K@PR BARMR?IF@BPPLKP
IBPP EQJI

%IF>P - IT>A %IBROKF@ #LJIBAB &0J 6FPFLK QL
&RIEIIBKQ 5MMBO 3>AAIB BES* 0 B>OPLK %AR@FLK

+BKKEE # ,>RALK >KA #>0l 'RBO@FL @SBO%
@JJIBO @ "RPFKBPPB®EKLILD 3L@FY 5MMBO 3>AAIB
2FBO.* 0 B>OPLK OBKQF&E >II

X#E>MQBO % RPFKBPP >KA % #LJJB@



FIMQSB QEBFO LMBELK>| >KAL@Q RE@FBK@FE®DIL PL QEFKHFKD
>?LRQ B ?RPFKBPP FIJMIR@KP PELRIA ?B RS0 J>KV AB®FPFLKP
% ?RPFKBPP-I@TLQGH CO >K/ PJ>Il ?RPFKBPP L@RPB @ FELISBP
QEB TELIB ?RPFKBRE@LO MOAR@FLK M@RBIBKQ AFPQOF?RQFLK
P>BP MABKQ CRICIBKQ BPQL@HFKD >KA KBEFKD QR >?LRQ
@BI>QFLKPEFMP QEF @RPQLJBOP BMNBBRP PRMMIFBOP  >KA
AFPQOF?RQLQP FBLISBP PRMMQOPESF@P IFBI ?>KHP [FVBOP
>@DRKQ>IQP >KA MBOKJBKQ >DBK@EBBEB T>V \LR AL ?RPFKBPP
>KA \LRO CRQROMOGR>?R¥ TFIl ?B >B@R ?V B ?RPFKBPP
#LK SB@FKDLRO @REXQ ?RPFKBPRE ?RPFKBPP V-BNRFBPLJIB
@ABPFDK >K/BPE>MFKD ABMBKAFKD LK QER®MRO @M>KV

( LT BSBO B ?RPFKBPP GEDQFLK PELRIA ?B B¥8 >P >K BPPBK>I
BIBJBKQ FK QEBMBMP C > PJ>Il ?2RPFKBPP QL BKEBM@WP >BI&Y FK
BPMLKAFKD QL @RPQUIBBBQ >KA LQEBO-RIBB@BNRFRIBK QP

E-Busines Components

% ?RPFKBPP SFEKBP PBBGI J>GLO I@MLKBKQP ?RPFKBPP

->HFKD - LKBV LK QEBRQBOK® "FWBDFKKBOP ?FW
>@BPPB/ @L?BO  ?FW?BD FKKBOP ?FW
B=?RPFKBPRXI

7FIIF>J - 5I0F@E b% RPFKBPRQBDQFLK ! &SIB TLH
CO R@BPR 3LCY >®@ ->D>WFKB IRDRPQ  >@BPPB
/ @L?BO  C FKA>QF@IBRI@M >OQF@IBP

JF=J3- ' FP== >F=

4BOOF # UB@) >KA 7FIIF>J " 3>KABOP BRPFKBPP
>0 HBQFKD 5MMBO 3>AAIBRZES 00 BKQFE( >lI

A SKA %CEOFJ 4RO?>K B > %IBDOKF@ #LJIBAES !

#E>MQBO % RPFKBPP >KA % #LJJB@ X



FIQBIIFDBE@) @RPQLIBMISQFLKPEFM J>K>DBJBK2- PRMMIV
@E>FK J>K>DBJBK 3% BK QBOMOFBBLB@ MI>KKFKD %2@®
@JIBO @ @KAR@FKD BEBOKF@ SXP>@FLKP TEFK QEEQD
@II>?LO-QFLK >KA LKIFKBQRBFBP >JLKD ?RPFKBPPBP

JH>C:HH 3@A>C8: FP >?LRQ QEBQFEFBP QE:> PJ>Il ?RPFKBPP
J>V RKABO>B QL @IB@ PQBO>@BPP >KA >KVIB FKMDJI>QFLK
>?LRQG@P J>BBQ LOI@VIBQBFLK QL EBIMIEABFPFLK J>HFKIEBK
@KAR@B LKIFKB } FP BE@FBK>KA NRF@H EBIMEBR>@FBP QL

->K>DBOF>| BOPMEFS 5MMBO 3>AAIB BS.*
0B>OPLKO BKQFE >I

X#E>MQBO % RPFKBPP >KA % #LJJB@



FABRRCKLQBLODE QBKAP >KA J>IB ?BIBO ABFPFLKP C>PQESP
?BBK ABP@OR?8 bQEB @RQ>| 2>IIC QEB PGBERA:

JHIDB:G G:A6>DCH=>E B6CGB:C | BBOP QLeb
@RPQLJIBO FBE@>MMO@E QEFC@RPBP LK ?RFIAFKD ILKD QBOJ >KA
PRPQ>FK>?IB @RPQLBBQRLKPEFMP@EAA SIRB 0O QEB @RPQLJBO
SKA QEB L@V>KVc )Q FP >L@I>KV TFAB PQQBN QE® ?0OFKDP
QLDBEBO RKII>QFLK CD>Il A> Q> PLR@P TREFK >K DOKFVQFLK
>KA PLIBQFJBP CODB UQBOK>I @> PLR@P QL F8 LKB ELIFPQF@
SFB L C B@E @RPQLIBOBKQFJB 4EB DL>| FP (BAB@ @PQP >KA
FK@SPB MAEQ>?R¥ TEFIB MGFAFKD @RPQLJIBOFPSORK #2-
>MMIB@FLKP BOS>FI>?IBIO BBK QEB PJ>IIBPQ ?RPFKBPPBP

%B PJ>Il ?RPFKBPP E>P > PRMME>FK >&B.(H LC 8KALOP Q&>
MQSFAB QEBTOGLIMLKBKQP QE>>B KEBABA QL J>HB > MDAR@

LO ABIFES > PEB@ 4EB J>K>DBJBKQ IC QEFP @RH FP HKIK
>PHJEEN 8=6>C B6C6<B:C | -'  3# FP >?LRQ BE@FBK >KA
B@B@MASV FIMOSFKD QEB>V QE® > @M>KV EKAP QELPBTO
@JMLKBKQP >KA QEBK ABIBB QEB IMA@ LO QEB BB® QL QEB

,BK>, 7 BPQ IRPFKBPRQBIIFDBR@EB #Q/PQ>1">II C
#E>IMFLKR 33>11" RPFKBPP #LJIMRQFKD @OFI

>@ @BPPB/ @L?BO
TTT PI>II?RPFKBPE@®RQFKDL@ ?FWQLLIP
>MF@IB MEM " RPFKBPPKQBIIFDBR@EB
#OVPQ>| ">II LCHE>IMFLKP EQJ
%CEFI 4ARO?>K B > %IBYOKF@ #L.JIBA@B ! ->K>DBOF>I
0BOPMEHS 5SMMBO 3>AAIB @3.* 0 B>OPLKO BKQF&ED
(>l
b7 EXQP #2- ¢ @PQFRFLIR- @ LJ &B?0OR>0
>@BPPR/ @L?BO T TT ABPQFRFLK@OL®
IOQF@IBR . BTP$ >FV. BTP7 EXQP
#2- >PM U

#E>MQBO % RPFKBPP >KA % #LJJB@ X



@RPQLIBO 3# >MMIF@QFLKP BOKLT >S>FI>?IB I©® PJ>lI
?RPFKBPPBP

Cl:GEG>H: GIDJ@: EA6CC>C< * FP >?LRQ GRDEQFKD >II
ABM>QJBKQP >KA CREEKP >@0 > @M>KV P>IBP J>BBQFKD
ERJ>K (BPLR@P EK>KB >@RKQFKD MER@FLK BHIXBOFKD
BQ@ FEX > PFKB @IMRQBO PVPQBJ QEEK PBEB QEB MS&B@RI>O
KBBAP IC B@E ABMSUBKQ 4EB L?GEMSFP QL MEFAB FKOJ>QFLK
NRF@HPKA BE@FBK QL QELPB TEL RB ) 3>l ?RPFKBPPBP &
J>K V BKALO @EIBRECO %20 PVPQBJP 4EBSB JLOB QE>K QEFO
SBKALOP FK QHEEBIA >KA QEB>B ILLHFKD QL PJ>Il >KA JFABFW
?RPFKBPPBP >P QEBFO MORJEQE J>CHBQ

8DBB:G 8: > ?FDIG@RPC QEFP @E>MRPEUEB JHBQFKD PBIIFKD
>KA ?R/FKD C DLLAP >KA PEEBP LKIFKB Q DBKBQBP ESBKRB
TEF@E B ?RPFKBPP ALBP KLQJIB@ @ FP\MMF@V >PPLAFB TRQE
BJ>OHBQFKD ?RQ JLPQC LQEFP @E>MQBO AFEQEB QL QEB
LMBOQFLK>! KLKJS@BQFKD AFJBKPFLKPR @IJBO @

#LKAR@FKD BBROKF@ SKP>@FLKP TEFK >FOJ @K L@RO
QECRLE >K>GG6C:I B J>FI >KA FKPQEKIBPP>BKD 'K FREKB) FP
> MOBPSB K& LOH TREFK > ?RPFKBPPQQER® RRBLO FHOJ>QFLK
PE>OFKD IMBPPFKD >KAJGRKF@QFLK 4EB DL>| FP RQB-JIFKB

4ELJ>P 7 >FIDRJ >KA "BK 7LGREBK WRBMMI #E>FK
->K>DBJBK Q $BEKGFLK >KA 3LIRQFtKy . LSBJ?BO
>@ @PPR/ @L?BO T TT @QFLL@
>F@IB
3SRMMI=#E>FK=->K>DBJBK Q=$BEKBFLK=>KA=3LIRQFLKP

->0V/ &LIBY b%20 CO J>II" RPFKBPP 4EB 4FJB FP
2FMB X@ /@L?BO >@mBPPB/ @L?BO
QBYEKLILBFK@L@ BOM COPJ=>II
?RPFKBPP QEB QFJB FP OFMB

X#E>MQBO % RPFKBPP >KA % #LJJB@B



QEB TAHMI>@ >KA >IIIT B>PV FKOJ>QFLK B@QE>KDB TEFK >K
LD>KFWFLK

#LII>?LOQFLK & L@RO QBOKXI LO BQBOK¥II>KA B IOQBK
FISLISBP ?RPFKBPP ®@KBOP 4EB DL>I FP QL EBilP @B ?RPFKBPP
M>QKBOP LBRKF@QB TRE B@E LQEBO JBOBB@MHRIV >KA
BG-@FBK J>K>DB MOGBRP >KA PEB® J> QBOF>IP B>@IM>KFBP
QEB [@QP C @SBl >KA BAR@ Qe8B| (BI>QB MOAR@F&F ILPPBP
% J>FI FKPQEKIBPP>BKD KBPDQRMP ?RIIBFK ?LA® AFP@RPPFLK
?L>Q\P SKIR>| @B OLLJP LKIFKB JBBQFKDP >KA TFHEP@@ILK
JB >KP IC @I>?LCGQFLK L>@¥P >B? M>DB QBE>@K ?B SFBBA >KA
JLAFGR ?V >K/?LAVY TRE > B? ?Q.TPBO >KA >@PP QL QER)BOKB
RKIBPPFFP M>PERA MOQBEDRA

/KIFKB >@F&FBP ¢BBBK ?RPFKBPPBRP@RP LK HKOI>QFLK
PE>OFKD >KAJ@RKF@QFLK SF> B J>FI LKIFKB BB-KDP FKRQ>K
JBPP>OFKD >KABQXBQP K:MIGEC:I FP QEB M@ >K FBEKRB) QE>
FP J>AB S>FI>?I1B QL ?RPFKBPRQWBOPBRALOP LO LQEBOP LRQPFAB
> @IM>KV )Q >IIOTP > ?RPFKBPP bQL BEAD@RJIBRP @BKA>OP
>KA MOGRED FKOJ>QFLK TBE AFPQOFAREIRIILVBBP M>QKBOP >KA

$>@END#>@V b7 E>Q P KQOKBY B@EKLILY 5PB\ &LOC
FB >@@PPB/ @L?BO T TTIFB @LJ
QEEKLILBFKQBOKEKQEKBITE> Q FP FREKRD PBJI
'BOOV " I>@HBII BIQLDBYEBOLT #LIM>OFKD
#LI1>?LO>QFLK 3CY >@c 3J>11 " RPFKBPP #LIMRQFKD @
*SKR>U >@ @PPR/ @L?BO

TTT PJ>II?RPFKBPE®IRQFKDL@ ?R VBOPDRFAB
>@F@IB MEM = =  IIQLDBYEBO LT
#LIM>OFKD #LI1>?LOQFLK 3 >@ EQJ

b 4EFKDP BR 3ELRIA +KLT >?LRQ 7FHFP%ARERPB
B>OKFKIXQFOFS *RV ~ >@ @PPB/ @L?BO

KBQ BR@RPB BRFOIF?0>0/MAC%,) MAC 4EB JLPQ
T BIl HKLTK TFHF FP 7FHH\RB

#E>MQBO % RPFKBPP >KA % #LJJB@ X



@RPQLIJBOPc >KAQ bBK>?IBP  MOFSQB PBR® >@BPP QL
@II>?LO-QMS QLLIP TBE GRPQ KQBOKB GKKBAIFLE 4EBV J>HB
@JIRKF@QFLK ¥PFBOBIFJFK®B BARKA>KQ MOEBPPBP BAR@
M>MBOLOH FK@SPB MAR@FSF MQSFAB FJJBAFOB RMABP >KA
FKOOJ>QFLK >KA MEFAB NRF@BPMLKPB QFJBP QLABIP >KA
NRBPQFLKP4EB BPRIQ FP JLKB>KA QFJB BBA CO BJMILVBBP QEB
@JIM>KV SBKALOP >KALRO @RPQLJBOP #LJJBT> QP>Q@FLKP
Q/ME@V AL KLQ QB-MI>@LK BJQEKBOP

IP FKQBDO >P B ?RPFKBPP V>?B QL J>K/ PJ>Il ?RPFKBPPBP
ELT BSBOQEB® TFIl ?B PJ>ll ?RPFKBPPBP@EELLPB KLQ QL DL QEB
B ?RPFKBPR.RQB 3>Il ?RPFKBPPBP QE>B KLKBJMILVBOP >KAO
>@ BW PJ>Il LMBEQFLKP QE@ELLPB QLWPQES® T>V_C.0 BI>IMIB
IL@! ABIFP FBQ PELMPBRQROKQP AD@IBKBOP >KAE @& J PELMP
@K ?B >KA >BPR@PPCRI QELRQ BFKD QL J3Bi> @JJF QJBKQ QL
B ?RPFKBPP 4EBO® > PJ>Il PRPFKBPRKA@ELLPB QL ERELSDB
>l PLJB LO KLKB C QEB B ?RPFKBRBM@KBKQP 'F8K QEB ¥VP
FK TEF@E QHBRQBOKB GKQFKRBP QL>KFIOJ PJ>Il ?RPFKBPPBP
ELTBSBOR TLRIA ?B SKIR>W FIMLPPF?IB.@ > PJ>Il 2RPFKBPP QL
LMBGQB QLQ¥ILRQPFAB QBBIDL C B ?RPFKBPP

LIIRKF@>QB 1RF@HKA %E@FBK 4EQRLE

JKQEKBQP %UKBP >KAIOAD>IB 'LW>MB KQBS@FS
>@BPPB/ @L?BO T TT DLW>IF@

FIQeKB BJQEKBQ B)J

HLIIRKF@>QB 1RF@HHKA %E@FBK 4EQRLE

JKQEKBOP %UBQP >KADXD>IR 'LW>MBD KQBI@MS
>@BPPR/ @L?BO T TT DLW>IF@

FIQeKBQ BJQEKEQ B)J

X#E>MQBO % RPFKBPP >KA % #L.JJB@



E-Commare

8DBB:G 8: FP QEB J#BQFKD PBIIFKD >KA/RRD C DLLAP >KA
PBOF@P LKIFKB1 >H 6 HI7H:I D: 7JH>C:HH # <:C:G6l:H GK:CJ:
L=:G:6H DI=G 6G6H D, :7JH>C:HH 9D CDI % @JJBO @ E>P
BUMBOFEBAGBUQE. GA\FK>D >KA OMFA DOQE >KA TFIl I@QFKRB QL
DG? JLOB J>OHBQ PED 4EB JLIBK Q QEY >K B@E>KDBQ SIRB
L@ROP B ?RPFKBPR.JBP B @.JJBO @
% @JJIBO @ FP QEBSBKRB DBKBQLOLO ?RPFKBPPBPME@ELLPB
QL RPB QERQBOKBQL PBIl QEBFO DLLAP >ISKBBGLIB PJI> I
?RPFKBPPBBNOLK QEBKQBOKBQL DO >KA PRGFB ->K V PJ>lI
?RPFKBPPBP >IPL ILLH QLEIBD @ CO QEBFUK_?RPFKBPP RBP
PR@E >R.BRQBOP >KATE® QREKLILD @MB>| BRFMJIBR >KA
PRMMIFBRIE® CROKFPEFKBBKEN U CO LKIFKB P>IB LO LQEBO
?RPFKBPPBOQB DLLAP 4EFP FP KLQ PROMORKRFRRBDFKD QEB

( BQEBO '8BK b53 %@JBO @ 'OLTQE QL OF@H RM FK
"RQ (R ->QRB3QOFABILLI?BOD "RPFKBPHBBH

&B?0R*0 >@BPPR *RKB
E@M TTT ?RPFKBPBBH @ QEB=QEB-A
QEB=QB3A= ?ILDPML@FKD >@EmBP

RP=B @JJBO @=DCEQJI
%IF>P - IT>A %IBDOKF@ #LJIBA@ &0J 6FPFLK QL
&RIEIIBKQ 5MMBO 3>AAIB BES* 0 B>OPLK %AR@FLK

b% @JIBO @ 3J>II" RPFKBPPBP@BB 6FOQR>| 'F>KP
LK QEBKQBOKS >@BPPRB/ @L?BO

TTT P@®B L® PVPQBIFIBP
2B@JB=>=SFAQR>I=B>K MAC

#E>MQBO % RPFKBPP >KA % #LJJB@ X



MBG&>PFBKBPP C QEEKRBOKBLO ?RPFKBPR K> @FLKPQ >II PE>MBP
>KA PP

)K > PREBV LC  PJ>Il ?RPFKBPPBP BQE TGE BT BO QE>K
BJMILVBBP © T>P BMLQB QES® QEBKDBOKB E>A PFDREEQY
FIMQSBA DOTQE >KA MQQ>?R¥ TEFIB EBIMFKD BAR@ @PQP
3LJB ?RPFKBPPBFSEK FKAB@B QE® QEB®N LK QEBKQBOKB QL
PRGFB )KQBBPQFKD QEB PRBV M>QF@FIQFK QEBJPEBP QLLH
>AS>KQ>DB € B @JBO @ QL MR@E>PB LGMRQBOP >KAGE®
QEEKLILD LKIFKB  MB@KQ @ME>I BRFMJBR >KA PRMMIFBP
MB@BKQ >KA LGF® CROKFPEFKDP @RD LKB QERO?LRIEQ
FISBKQLY CO LKIFKBBP>IB >KA MB@KQ MROE>PB LQEBO
?RPFKBPFBOQB DLLAP LKIFKB % @JJBO @ LABOP J>K/ ?BKBRE)P
QL PJ>Il ?2RPFKBPPBP FK@IRAFKDIQEKD

d &DL :G 7JH>C:HH SDHI}Q J>V KLQ ?B KEBPP>0DQL J>FIQ>FK >P
JR@E MEPF@PM>BI>KA PQSC

d ! G61:G 688:HH>7>I>#RPQLIBOP@ PELM TEBK QEBI>KQ QL

d .= 67>A5N ID E®K>9: 8JHIDB>0:9 H:&>8: ,FHB IJ>WLK @J
@JIM>KFBP @& >AABPP QEBFO @RPQLJBOP LK > MB@BLR¥! IB
B@DKFWFKD >K/BBIFKBMBQ PELMMBOP

d #C8G6H:9 8JHIDB:G ADNBAN #LIM>KFBP @K OF8 FKIGJ>QFLK
QL @RPQLJBOP TEFIBQFKD PLIBEFKDA.SIRBB D > @RMLK
@O RPB LK QEB @ MRUE>PB LO EBIR ERRP >?LRQ RPFKD >

2L?VK 'OBBKPM>K bBQ $OME 0QGQP QLI " FW
#HIF@H: ->GBE >@ @PPB/ @L?BO

TTT @QIF@HW @IF@HQQP KB Q AOEP
MQGRQP PJ>Il 2FW

b% @JIBO @ 3J>II" RPFKBPPBP@BB 6FOQR>| 'F>KP
LK QEBKQBOKE 3#/ 2% >@BPPB/ @L?BO

TTT P@®B L® PVPQBIFIBP
2B@JB=>=SFAQR>I=B>K MAC

X#E>MQBO % RPFKBPP >KA % #L.JJB@



MQAR@

4EBPB ?BKBQP J>HB B MLPPF?IBOC> PJ>Il ?RPFKBPP QUINBBQB
TFQE MEDMP 88K LSB@>B 1>DBO @M>KFBP QErAL KLQ KB
QEB >BI&Y >KA FKKBQFLK € > PJ>IIBO L@V>KV 4EB B>IRFBPC
)KQBOKBRP>DB J>B{> PQ®D @PB 00 PJ>Il ?RPFKBPPBP (BEMDB
B @JJBO @ FIQL QEBFO LMBLKP FK@IRAFKDLQEBED

d 3BSBKY QRO MBBKQ IC 1JBOFEK >ARIQP RPB QEBBOKB

d %FEQY LKB MB@KQ RPB QEBQBOKBO FHOJ>QFLK LKIFKB
>?LRQ > PEB@LO MAR@ QEB>B QEFKHFKD PR/FKD
3BSBKY LKB MB@KQ ?R MOAR@P LKIFKB

3FUQPFU MEBKQ IC >ARIQP SB-ELJB ?0L>A?>KA

IJBOF@K PJ>Il 2RPFKBPPBPEBBJ?C>@A ?Q>A?>KA

&FQ F8 MB@KQ IC 1JBOFEK >ARIQPLEKBA) QL QERQBOKB
TF®IBPRI

d !l FK@JB DOLRMP ESB EFB )KQBOKBRP>DB LOO MBO @KQ

o o o o

bABKA $>Q> 7E>Q KQBOKBSPBOP $L /KIFKB 0BT

)KQBOKB !JBOF@K ,FB 0GR ->V >@ @PPB

*RKB E @M TTT MBEFKQBOKBLO 4 BKA $>Q>
IARIQP IKIFKB 1@ QFSBP 4Q>| >PW!

b(LIB" Q>A?>KA IALMQFLKFK® ¢ 0BT ) KQBOK®B

IJBOF@K ,FB 0Q.GRY >@BPPRB *RKB

EQM TTT MEFKQBOKBLO 3 QOF@-DBR BKA

$>Q> IARIQP( LJB "Q>A?>KA IALMQFLK >RM

2L?VK 'OBBKPM>K 311" FW 'BQP 5M QL\SEBAC

#HF@H: @ * >KR>U >@ @PPBR/ @L?BO

TTT @QIF@HW @IF@HYQP PJ>Il ?FW DBQP

RM QL PMBA

BB 2>FKFB KDBOKB "Q>A?>KA >KA #BIl ELKB

3Q9FPQE@BT ) KQBOKB !JBOF@K ,FB 0Q.GBD *KR>U

#E>MQBO % RPFKBPP >KA % #LJJB@ X



IBPPQE>K  MBOV B>OQL MBG@kQ MBOV B>O LO
JLOB

d &Lay PFU MEBBKQ IC PJ>Il ?RPFKBPPKBOP MI>K QLIOGREBFO
?RPFKBPPBY @&QFKD LO FIMBKD QEBEOMBK VR LKIFKB
MBPBK®

d IIJLPQE>IC MBO@KQLC LKIFKB >ARIQRERPB LKIFKB
@|>PHFE >AP

7BIFBFK >PL@VRC FJIB AF>@TEB® QEBBRFSBKY IC OLQ
QECF@ FP FE@EKI ?BAJFKD B/B?>IIP LK > B?PEB  0BLMIB >KA
?RPFKBPPBP QROK QIKQBEBKBQL PSB MO?IBJP >KA >AABPP QEB

>@BPPR / @L?BO

MBFKQBOKBLO Y JB AF&FIBP2 BMLQP

0)0=$B @J?BO =RMA>QB MAC

b$BIJLDO>MEF @R IKQBOKBFPBOPOBT ) KQBOKB

IJBOF@K ,FB 0QGEB) >@ @PPB *RKB

EQM TTT MEFKQBOKBLO 3 QOF@DBR BKA

$>Q0> IARIQP 7 ELP /KIFKB >PNJ

b3I>I1" FWISKP QL 'QT TFQE 3L@FB>0 HBQB@.J
>@BPPB/ @L?BO T TT BJI>OHBQB@.J

IOQF@IB *PBI

3VAKBY/ 1LKBP IKIFKB #I>PPMRB\Pc 0BT ) KQBOKS

IJBOF@K ,FB 0Q.GRY >@BPPRB *RKB

EQQM TTT MBFKQBOKBLO 2 BMLQP IKIFKB

#>PPHRBP /S BGFB >PNJ

30-J>K> -F QO WMEB 0Q.JFPB LC % #L.JJBO @c

&LO?BPL@ MOFI >@BPPR / @L?BO

TTT CO?BP@ OBQ>FIFKD

BKQBMBKRBOP LKIFKB GRIIFDBKQBEKLILD

B@JJBO @ EQJI

X#E>MQBO % RPFKBPP >KA % #LJJB@



KBBAP QHE3 QBBESB %J?C-@FKD QEFP @E>KDB >8RAKILBFPQFKD
PJ>Il ?RPFKBPP M@FEP QL FK@IRABLBIBO @ TLRIA KLQ FBJ QL

2B >K LMQFLK QEBGOR FP FHRERFKI ?BA.JFKD > GBNRFAEIBKQ 100
PRSFS| %8K PL PJ>Il RPFKBPP JRPQ QEF@CRY >?LRQ EL QL
BKQBO QEB BJ@BO @ TLOA LO FC >BSAV QEBD ELT QL ?BPQ (BH
>AS>KQ>DB € QEB LMMQRKBFBP "LQEJHRFLKP TFIBURA® @BCRI
>KA ABIF?BQB ABFPFLK J>HFKD@EBP B @JIBO @ FIMIP@FLKP
FIQL @KPFABQFLKEDRI>Y

Key Takeaways

d 4EB @B>QFLKC @RPQLJIBEIRB JRPQ ?B > QLM MA¥LOE PJ>II
?RPFKBPP 4EB PJ>Il ?RPFKBRBIO PELRIA ?B QEFKHFKD >7.RQ F
BBY A

d #>PE QT FP >EO® IFB?ILLA 7FQELRQ > MBS @PE T >
PJ>ll ?RPFKBPR-EKLQ PF3BB !ll ?RPFKBPP AB-PFLKP TFISE>
>K FIM>@ LK @PE . T_TEF@E FP VEJ>Il ?RPFKBPHKBOP
JRPQ QEFKH >?LR@BN A

d ! @>PE ?>PBR >@RKQFKD PVPQBJIFP RI>Il| EOJP TRE P>IBP
QLQ>IFKD IBPP QE>K JFIIFL& O&>| ©ERKQFKD PVPQBJP
JB >PRB MOGQP FKPQB.C @PE

d $FOR> QBEKLILEBP B0BY FIMLQ>IQ QL PJ>Il ?RPFKBPPBP
4EBV @K FIMOSB BG-@FBK@FBP EBHQBIE>QBO @RPQLJIBO
S>IRB >KA J>HB QEB ?RPFKBPP BL@IMBQBFS $FIK)>|
OEVEKLILY FIQBDEFLK PELRIA ?B PLOEFKD QERJI>II
?RPFKBPHAKBOP QEFKH >?LBQRI>Y

d )Q FP KLQ@B@ QL RPB QEB QBHbisiness >KAe-commerce
FIQB@E>KDRIV % @JJBO @ FP > PR?BBC B ?RPFKBPP

d % ?RPFKBPRKITLOH CO >K/ PJ>Il ?RPFKBPP

d % @JJBO @ DBKB&PBPEIBKRB % ?RPFKBPP ALBP KLQ

d - LSFKDBFPQFKD PJ>ll ?RPFKBREMEP QL B [@IBO @ FP
FK@SPFKIY ?BALJFKD > BNRARIBK Q 0O PREFSI

#E>MQBO % RPFKBPP >KA % #LJJB@ X



Types of E-Commes

%BY KQBOKB ?RPFKBPP RPEBEEJG E A®l LO7G>8@C9 8A>8@
MR® MI» ?RPFKBPP PR@E >P LKWKA >MMLP E>P >K LKIFKB
MBPBKBLKN >KA RPBP QEBM@?FIFBPA.QEKRBOKBQL BQB >
KBT ?RPFKBPPOF@HA @IF@H ?RPFKBPPBP PR@E >P ">OKBRB-KA .
>KA 6BOJLKQ #LRIQU 3QL8 @J?FKB > ME/PF@MBPBKB TRQE >K
LKIFKB MEPBK® 4EBPB ?RPFKBPPBP RPBKQE®)B QL PRMMIBIBK
QEBFQJBPQFKD ?RPFKBPPEEB@ >B PBBC| AFGBKQ QMBP C B
@JJBO @ ! @IILK @I>PPAEEQFLK PVPQBJ FREBPME) QL QEB
K>QRB LC QBP>@FLKP LO QEB>QFLKPEFMP >JLKD QB@FQFK
4EB® >® PBBK J>GLOMBP C B @JBO @

JH>C:HHID 7JH>C:HH  TEB@ B @JJBO @ ?RPFKBPPBP
C@RP LK PBIIFKD QL LQEBO ?RPFKBPPBREMDEOKP FP QEB
I>MBPQOJLCB @JBO @ #FP@ 3Q>MIBP >KAGEI LOHP
FKOOJ>QFLK @EKLILY ;)4< >KA )4 KEY LOHP 00 QEB PJ> I
>KA JBAFRJ PFBA ?RPFKBPR® >/l " " @ LIM>KFBP

JH>C:HH ID 8DCHJB:G FP QEB-BFBPQQJ LC B

@JJIBO @ ?RQEFP BBKA FK PB/QL " " ) Q BBOP QIBQ>FI
P>IBP 787 BBK ?RPFKBPPBP >KA FKAFSEARRIBOP
#LKPRJBOP DQEBO RKID>QFLK MRIE>PB MPF@DLLAP PR@E
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@O FKOJ>QFLK DLLAPB@FS MOAR@P EBO >K BIB)OKF@
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DCHJB:G ID 8DCHJB:G B @JJBO @ FP TEE®
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PB-GDE BKEKB >KA OKP>@FLK @HFKD-@>?F@FBP PL QE>
MQAR@P &K ?B B-PRI AFPMVBA AFP@B®A >KA M>FA O 4EB
JLPQ TBII HKLTK # # ?RPFKBPP FP'BV ?RQ QEBO® J>K V
LQEBO LKIFKB JH8D J>HBOP >P Bll #0>FDPIFPR>K BQBIBIV
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?RPFKBPBIFPGQFLKP >KA LQEBGHRKJIBIQ BI>QB
LMBGQFLKP 4EFP FP >K FKPEBRFBDJBR) IC B @JBO @ FK
QBOJP C 8IRJB ?RQ B FP DTFKD
DCHJB:G ID 7JH>C:HH B @JJBO @ FP ?& BBK MOFSB
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@KPRJBO MLPQP >LIG&) THE > PB ?RADB ABAIFKB >KA
TFQEFK ELROBJ@>KFBP >KAO FKAFSFAR>BSEB QEB
@KPRJIBGR BNRAEJBK QP >KA ?FA LK QER G 4EB
@KPRJBO BSFBP QEB ?FAP >KA PEYP QER.>KV LO
FKAFSFAR>| QEFII @MIBQB QEB MEEY) %|>KE@BJIMLT BOP
@KPRJBOP 3@®KA QEB TOA ?V MOSFAFKD QEBBBFKD DRKA
>KA MIQEDJ Q.0 PRAOEXBO>@FLKP 0OFEFKBI@ FP > TBII
HKLTK BU>JMIB LC #" B @LJJBO @
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PMELKBP *M>K E>P QEBBFK J @.JJBO @ ?RQE FPWBVIEDR
QL DOT O>MFAI FK QEB 5RB 3QBP §80 QEB KR PEBC|
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b%@JBO @ $BEKBFLK >KA 4VMBE @JBO @c
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&@B %K@ ILMBF> IC %i@JBO @ bMBBOQL 0BBO
4B@EKLILD 0 O c>@BPPB *RKB
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PVPQBJFK  TEF@E >/l BA MBMIB QL PBISBOY @MB IC
AFER>| JBAF> ABORY C) QEBFOL@MRQBOP QL @RPQLJIBOP >lI
LSBO QEBIIOA OBLMIB TEL MR?IFPE SERBMELQLP JRPF@ B
?LLHP >KA PLICQE @& B>OK DV>IQFBP TEFIBVEROP 80K
@JIFPPFLKP 100 AFPQOF?RQFKBIBL LQEBOP

E-Commece BusinesModels

4EB AB@FPFLK QL BKD>DB AKIIB@ @ FP >K FIMIQSK LKB 4EB
>AS>KQ>DBP BO@IBO ITBO ?RPFKBPRP@P >@ @PPF?BF
>KVTEB® QEB MLQBR>LO PQRDBO @RPQLJIBCSFEDQEB >?BFQL
FIQOAR@ > KF@EBIMB@ QEB >2BIFQL B>@E 2> J>OHBQP LK >
JLOB BNR>IFBX ?>PFP TPE I>DBORDJIP J>HFKD J>PP @RPQLIFMK
MLPPF?IB >KABQBO @RPQLIB®IV "RQ QEB OFPHP QEED>P
TBIl XQBOKB MXIBJP T B?PEB MOIBJP PB@RQF >KA MOF®
2(B>@EBP GRBIIBDR>I M®BQ/ QEET IBD>I IF>THMQAR@ >KA.O
PBSF@ C>FIRO@RPQLIBO @& >KA @RPQLIBO ABPPERK
?RQ > BT LC QEB OFPHP BEEB QEB @EE@ >K B @JBO @
?RPFKBPP JLABI JRPQ ?B J>AB>@CRY %>@E JLABI TFIl B8
AFB®KQ FIMIF@FLKP FK QBOIP 2RPFKBPP MI>KKFKD >K@BEDO
IK :8DBB:G 8: 7JH>C:HH BD9:AFP QEB JBELA QE»> ?RPFKBPP RPBP
QL DBKBQB BSBKRB LKIFKB4EB ?RPFKBPP JLABI PMBIIP LRQEL
@JIM>KV J>HBP JLKBV V PM@REKD TEEDR) FP MIJFLKB FK QEB
S>IRB @E>FK 3LJB JLABIP BONRGB PFIMIB ! I@M>KV MOAR@P
> DLLA LO PBB® >KA PBIIPQFQL @RPQLJB@P>) DLBP Bll QEB

EQQM B@JJBO @ ELPQFMEKGDBP 0 BBCD BBO

AB@EKLILB 00 EQJI
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BSBKRBP COP>IBP BU@BA QEB I@Q C LMBQFLK >KA QEBI@>KV
@>IFBP > MAIY) /QEBO JLABIP & ?B JLOB FIQOP@BV TLSBKC
IKLQEBO BV QL ILLH © > ?RPFKBPP JLABI FPQQE> BBIB@P
J>K>DBJBK QR E/MLQEBPFP >?LRQ QE@RPQLJBOPKD EN QEB/
T>KQ @ >KA EL QEB BRBOMOFPE @D>KFBVQL ?BPQ HE QELPB
KBBAP DB M>FA@ ALFKD PL >KA JB> MOGr 4EB® >@ J>KV
JLABIP QL @ELLPBLGO>KA KBT JLABIP TFIl @KQFKRB QL BJBB
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JLABIP >@ >P OILTP
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A
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AFD FQ>IBRBOMOFPB LIGABIP JLABIP E QJI >KA
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)KCOJ>QFLK B@EKLILD ) KKLSSQFLK &LRK®FLK
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X#E>MQBO % RPFKBPP >KA % #LJJB@



JBO@E>R
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EK>K@F>| BB@P

d 4EB>C8:0>K B6G @>C< BD9:A FP >@RPQLIBOVEIY MODGJ
QE® MCSFABP FRI®FEP QL @RPQLIBOP PR@GHABRIS?IB
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LKIFKBT LRIA ?B > DLLA B>JMIB

"B@RPB QEB ?RPFKBPP JLABI TFIl QBQEBBEQBO € QEB ?RPFKBPP
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FP QL ?B ?RFIQ QEB JLABI PELRBGEEV >AABPP QEB HEDBV
BIBJBKQP FBK FK QEB Q>?IB 7BILQELRIE S>IRB MOMLPEFLK >KA
QEB ESBKRB JLABI J>V ?B QEB JLPQ FIMQOK >KA BPRI
FABRFS?IB >PNBP C > @M>KVR ?RPFKBPP JLABI QEB LQEBO PFU
BIBJBKQP S®ENR>IV FIMLQ>IQ

-F@E>BI 2>MM> BPFKBPPLABIP LK QEB B?c
$FOR)>96KQBOMOFPB BEXR>® >@BPPE/ @L?BO
AFD F>IBRBOMOFPB LIGABIP JLABIP E QJI
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DB EDC:CH % N +J:HI>DCH

6>IRB

MQMLPEFLK 7 EV PELRIA QEB @RPQLJIBOCGH V LR

2BSBKRB

JLABI ( LT TFII VLR B>OK YRO JLKBV

>0 HBQ 7 E>Q J>0BQ PM:BA\L LR FIQBKA QL PERO>KA TEXQ FP
LMMLQRKE P PBW

#LIMB QOFS

BKSFKIBK Q 7 EL BIPB L@RMFBERO FEBKAR J>0OHBQ PMBa

#LIMBQBFS 7 E>Q PMBF>I $8%KQ>DBP ALBRRO BOJ ?0FKD QL QEB
>ASSKQ>DB  J>OHBQ PM:B@

>0 HBQ ( LT AL VLR MI>K QL M@ QB \LRO MAR@P LO PSE@EP
PQEDBY QL ¥ROe@ VRO QEB) RAFBKED

/O D>KFV@FLK>! 7 E>Q QMBP C LO>KFVRFLK> PQQREP TREFK QEBAY
ABSBILMIJBKQ > KEGPP>0QL @Y LRQ QEB ?RPFKBPP MI>K

>K>DBJBK Q 7 E>Q HFKARLRBIMBOFEBRE>KA ?>@HIRKA >B
QBJ FIML@>IQ 0O QEBLAM>KVR IB-ABOP QL &

3LR@B FK QEBICKLQBP

E-Commece Trends

&LO ?RPFKBPPBBAQ® BKD>DB FK B @JBO @ >KA 0O QELPB QE>
>@ QEFKHFKD >?L@PBFKD>® LC QEB Q@BPQ H.@BO @ QBKAP
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CRQRQC > @M>KVR J>OBQ 4EFP ARBK® FK QROK.REA JB>K
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@JJIBO @ QBKAP @K ?B FABEFRB >KA QE8>B BIES>KQ QL >II B
@JJIBO @ LMBSQFLKP
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d % @JIBO @ TFIl @KQFKRB QL-DAOLOB J>OHBQ PED

d )Q FPBVIEDB QE® FK PLIB BV QEB B? TFIl FKRBK®
MB@BKQ IC >/l MR®E>PBP J>AB FK

d 4EB IFKBP 7@ BBK LKIFKB >KAQFKB @JBO @ TFIl ?BR.JB
IBPP ABRKR. )C PLIB?LA/ ?RVP Q0 > JL?FIB AB SF@FK VRO
PQLB FP QB> TB? P>IB LO > P@.P>IB2 BQ>FIBOPBEOL QEFKH
LC PLIB KB T >VP QEY QEB@K Q>B QEB B2 FKEBK® FIQL
>@RKQ

d ""B@ LJIBO @ TFIl @QFKRB QL PFEERQV LRQM:B® # B
@JJBO @ BMBPBIQFKD JLBQE>K MB@KQ IC >II B
@JJIBO @

d - @.JJBO @ FP QEB C>PQBPTFRD PBDJBR IC SFREOP QL B
@JJBO @ TB?PBBPQ > ?RPFKBPP ALBP KL @RPQLJBOP QL
?LQE ?0TPB BP @>ILD >KA@AR@ QEP>@FLKP LK > JL?FIB
ABSF@® @RPQLJBOP TFBFARRQ LQEBO-RAP QEY IGBO PR@E >K

( B>-QEBO '88K b53 %@JBO @ 'OLTQE QL OF@H 5M FK
"RQ (M ->QRB3QOFABILLI?BOD "RPFKBRPMBBH

&B?0ORx0O >@mBPPB/ @L?BO
TTT "RPFKBPBBH @ QEB=QEB>A?ILDPML@FKD
>@EEP RP =B @JJBO @=DCEQJI
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3QFII /RQ 6@P BQ>FI7 >l 3Q08BQ LROK>| ->GQE
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‘B LEZBV! &LTIBOb% #LJJBO @ 'OLTQE 3ILTP " RQ
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d ->K V ?RPFKBPPBPEFK@SPR QEBFO PL@F>HBSBKD
FKEFSMSP QERLE > @J?FK>QFLK C &>BPLLH M>DBP 4TBBO
Q BBQP BR4R?B C>K SFIB >KA ?ILDP 'K/ ?RPFKBPP QEPBIIP
P MAR@P LO PSEBP LKIFKB TPELRQ BFKD > PL@F>D0D
TFIl PRBO

4EB CILTFKD B @JBO @ QBKAP PMBF@EN >MMI QL PJ>II
2RPFKBPPBP

d 4EB)KQBOKBTFII @XQFKRB QLBEWB LMMQRKFFBR QG PJ>Il
?RPFKBPPB® FP RLMLPPF?IB QL YR TFAB £KDB IC
PMBF>IBAMMOAR@P >KA PBEEP QED >BKLQ S>FI>?IB
BIPEEB® 4EB KQBOKBE>P MSFARB > IFBIFKBLO J>KV PJ>I|
MQAR@OP >KA E>P >TIBA BKQBMBKBROP QL BEOBQ>FIFKD
TFQELRQ BFKD QLSPQ ESA FK MEPF@LRQIBP  3J>lI
?RPFKBPPBFK@>PRI BKQBO QEB BJ@BO @ >BK> >P MAED
MI ?RPFKBPPBPHB 3L@8Q>>K LKIFKB PBE@QES J>HBP B
B>PV QL PEB@-Q>_>KQEFKDIOG@OFJB PQFPQF@RIQ?EII
P@EARIBP 4EFP PJ>Il P@RM ?RPFKBPP AEB@A QES BABOI
>DBK@FBB® QEB PP ?FDDBPQ RPBQPRJB @IB-0 QEY >

&OKH 'OR?BOh%UMILOFKD QEBBPQ % #LJJB@3
)KARPQOIGBKAR: 4B@E #L@HQ>FI *RKB  >@BPPR
/ @L?BO QB @E@®HQ>EI@B UMILOFKD QEB
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b2B@M LC %@JBO @ 4@BKAP €O QEB XQBOKBBQ>FIBO
#LKC B®K@c 4B>IB>C *RKB >@BPPR
/ @L?BO QB >IB>-QYMBM>AL@ ?ILD
@B@M LCB @JJIBO @ QBKAP BJI
b% #LJIBO @ JKARPQO 1&FK>KE>@BPPR / @L?BO
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@>IIV DLLA MI>BCO LRO @EKLILD T>P EBIMFKD SBOKJBIQ
LAD>KFV@FLKP PEB-@>Q> FK QEBIBBPQ C QBPM-BX@c

d " Q>A?>KA >KA TRBIBPP K& LOHP TFII ?B SBOVTEB® 37>
?RPFKBPPBP TFIBKE)L CqR0 FK QEED IC QEB POA?>KA
BSLIRQFLK LK QEBFO ?RPFKBPHBEPFABO QEBR® IC QEB
PJ>Il QBK MBOPLK PELM FK@BB QE>BKDEBP MINRBP >KA
QOMEFBP L&A>V MBO@KQ IC BP ?RPFKBPPIHAR@B LKIFKB
TFQE @RPQLJBOP TEBIEBQPFAB QEB@EBB >B

d 4EB XQBOKBTFII @XQFKRB QL ?B >QII9J QEX) MCSFABP PJ>|
?RPFKBPPBRQE> TFABX®DB IC KB QLLIP PESF@P >KA
@M>?F@FBPJ3II ?RPFKBPPBP THAK2 KB T >VP QL RPB QEB
)KQBOKB @KQOF?RQFKD QL QEBAIRERDRBFLKP 7B BBK QEB
MEVPE@>KA QEB SBR>| TOAP

*LEK4LWVF'b S  4EB. BUQKQBOKB"'LLJ c

" |LLJ?BOD "RPFKBRPMBBH ->V >@BPPA
/ @L?BO T TT"RPFKBPHBBH @ PJ>Il ?FW
@QKQBRJ> V. P? = E QJ

3QBB +FKD B >| b).45)4 &RQRBLC 3>II" RPFKBPP
2BMLQ B@EKLILD 4BKAP >KA 3>I1 " RPFKBRIKQRE
*RKB >@BPPB/ @L?BO E @M
ALTKIL>A FIQRE @ E @M RBRBE- /| FKQRP
CRQRBOCPJ>IPRPFKBFR "
=FKQRB=QBE=GXAP MAC

3B@BR>VLC #LJJBO@ >0V L@ bBJI>OHP ¥)

/O D>KFVQFLKLO %I@LIF@ #LLMBEDFLK >KA
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>@BPPB/ @L?BO T TT @JIBO @ DISKB TP
PE@BQ>Y PMB@EBP OBJ>OHP
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d 3J>Il 2RPFKBPPBDQFLKPEFMP TF@EREB FK@B>PFKIY SFQR>| >P
LKIFKB PL@F>KBHP BIM>KA ->K V PJ>Il 2RPFKBPPBMB>0
MQJILQFKD QEBFBREKBLK &> @?LLH >KA 4TEDBQJ BPQ2QH
L?PQBO >KA IOAP&@ OJP >8 ?LQE PJ>Il 2RPFKBPPBP FK
#LKKB@F@RQQESB >K LKIFKB PL@F-BREK®. >H3A OFW>
FK .BT /O IB>KP E>P > MPBKBLK 4TRBO QE@:E>P MSBK QL
2B > ?LLK QL®P ?RPFKBPP

Is E-Commae for All Small Business?

$BPMEB QEB MLMR¥COKA MB®PFSKBPP C B @JJBO @ KLQ >II

30BB +FKD B > b).45)4 &RQRBLC 3>II" RPFKBPP
2BMLQ B@EKLILM 4BKAP >KA 31l " RPFKBRPKQRE
*RKB >@BPPB/ @L?BO E @M

ALTKIL>A FIQRP @ E @M FRBE- / FKQRE
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1??B V +I>>PBK #TF@BO Q@BP PP 1.GRE >P > +FIIBO MM
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>@BPPR/ @L?BO >A>DB @LJ >OQF QAE-DF>|
QFRBMQA.SBP TLARE > HFIIBEMM IL@| ?RPFKBPPBP
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PJ>Il ?RPFKBPPBP V>?B FRBBPQB FK MROPRFKDLBIBO @ >P >
M>Q IC QEBFO ?RPFKBPPBR P3KIl ?RPFKBPPBP SREDTRQELRQ >K
LKIFKB MBPBK® ( LT BSBO?RPFKBPP >KPQP B8 >DBBA CO > ILKD
QFJB bQBXD >K @IM>KV [>DBO QE>K > RI@LJ >KA MLM PQLB

B @JJBO @ FP KL > ?RPFKBPAORFEIBK Q&

Key Takeaways

d % ?RPFKBPP >KA BJ@BO @ >® KLQ PVKLMKILRP QBOJP %
@JJBO @ DBKBEDBPEIBKRB % ?RPFKBPP ALBP KLQ

d % ?RPFKBPP >K® B @.JJBO @ J>V KLQ ?B C FRBBPQ QL >I|
PJ>Il 2RPFKBPPBPLT BSBORPFKD @EKLILD TBII FP MSFKD QL
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Leal

4EB® FP KLQEFKEPE >?LRQ QEH I3Q FPLGMIBU RKABO QEB ?BRQ L
@FORIPQ>H® ?RQIFFP KBPP>0QL MM QEB @FIP >KA
MOFSFIBDEPMBMIB >KA ?RPFKBPPBP #LJM>KFB@ @EtLPB QL
BKD>DB FK BL@BO @ JRPQ ?B ¥ > LC QEB IBD>I BRKJIBK Q
?B@RPB b [>@HC J >BKBPPe@K IB>A QL JFPPQBMP RITBP

JFPPR LMMLQRKBFBPe ( LT BSBOQEBIG@RP EBG-P LK QBB

>@>P BIEOKF@ SKP>@FLKP OBIIBDR>| MOIBQ/ >KA

GROFP@FIGK

+>QEIBK - VH\QK >KA BQBO 6 VH\QK BEB JJMLOQ>K®
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#HHJ:

:H8G>EI>DC

*ROFPABRK 4EB >?F QL PRB FK LQEBQBR:CL@KQOFBP

%IROKF@
R el QOKP>@FLKP QEQBMI>@LKIFKE
4EB RPB C JRIQFMIB RELOHP >KA QAFKD MEBBOP J5BP
Fsop  AL@RIBIQFKIBBMLKPFTMAFE@RIQLT @K IF>?R CO
F>7 BODDP J>ICRK@LKP LO-RBRIBK RPBE AD> 2B
ABQBOJFKB
Japiow  AEBABIORY 4EBQ >KA IPPRIVOFLK §BEE® @Q IC
JABIO J>H BP FABBE/ CERA > BABO| BILKY @OUFKD >
QEEB QL §BKY G8 VB>O MOFPLK PBKE
)P QEEXQBOKBPEEF@MOSFABO IF>?1B0>QBOF>|
$BC>15QFLK MRZIFPEELK QEBKQBOKB?EPRPE C PESFEP © MGFABP
LO PRMMQB 5PR>N KLQ 7EL BIPB FP IF>?IEC
ABC>J0OFLK E>Q FC QEB MR?IFPEBO FP FK >KRRIFBO @
)KQBIIBDR>I
MOMBQ/  0Q.QERP @SQFLKPLQEB ERI>K JFKA
ST
SFIO>I $FIFO>| PFDRREP >B B@DKFBA >P [BD>| FK QEB §Hé
PFDKOREP  3Q8)BP >KA PLIB ?RQ KLQ >/l LQEBBG@®FBP
2BDRIQFLK 46 5Krom 3QRBP >ITP QEB @MFIXQFLK >KA P>IEL
kPRIBO @RPQLIBO@>?>PBP 4EB R SKFLK ALBP KLQ
srssoka K BIB@OKF@ AL@RIBKPFDREK 3M>K LK *KR>G J> V
N E>SB QEB AOB*KR>W FK ,LP IKDBIBP 7EFQ@E B FP
@KPFABR 1BD>| FC > AFPMROB >OFPBP
%IEOKF@ )C >Il QEB BIBJE® QL BPQ>?IFPEKQ@® >BMEPBK >K
@KOS@P  BIEQIKF@L@QO@ FPEA >KA BKGE>?1B
4>U0FLKC P>IBP 5XP>@FLKPVPQIBP FP LK ELIA FK QEB
ssUQFLk  SKRQB 30BBP >KAPLIB 7RO KLQ Il LOEBEQDFEP 5aniB

QEFP FPPRB QLB3BBA ?B@RPB QEB MLEBKLO FK@PP B
@BSBKRB QL QEB PQ>QBP FFFERQKFC

3LR@@ FKIZ.QKLQBP
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A:8IGDC>8 16CH68I>DCHB QEB J>K/ HFKAP Q@ QBP>@FLKP QE>
Q>B MI>@LKIFKB FK@IRAFKKD@@R>! ABFKDP ARKD >KA PBIIFKD
LC DLLAP >KA PEEEBP FHOJ>QFLK B@E>KDBFR>K@F>FRIP>@FLKP
@BAR) @\ M¥JBKQP MO PBEFEP PR@E ©P\0>l >KA JLKBV
QEKPBOP >KA @JJRKF@QFLKP EBK ABBILMFKD > B?PBB QEB
PJ>Il ?RPFKBPP TKBO JRPQ BKPROQE® >II LKIFKB ?RPFKBPP
QEKP>@FLKP TFIl 7B @B® M>QF @RMQELPB BKSFKD JLK® 4EFP
AFP@RPPFLK JRPB Q4@ TRQE TELJBSBO FP SBILMFKD RO
TB?PEB

#HCI:AA8IJ6A EBE:GINFP » @BQFLK € QEB JFKA PR@E >P
FISBKQFLKP QBSXY >KA >QFPQF@HP >KA PVJ?LIP K>JBP FJ>DBP
>KA ABPFDKP RPBK @JBO @c -RPF@ MELQLP SEABAFED>I
KBTP >KA >Q@' LOH >B COJP LC FRBIIEDR>l MMBQ/ QEQ @K ?B
QEKPJFMR LSBO QEBKRBOKEB !ll PJ>II 2RPFKBPPTKBOP KBA QL
7B @K@OKB >?LRQ QEB Q8BC F&BIIEDR>| M®BQ/ 4EBV >B
>@.OABA JRIQFMIB MOBRIDFLKP TEF@EBRRJII>OFBA FK QEB Q>?IB
2BILT

%CeFJ 4ARO?>K B > %IBYOKF@ #LJIBAA ! ->K>DBOF>|
O0BOPME@HS 5MMBO 3>AAIB 8S.* 0 B>OPLKO BKQHE
(>l
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JKQBIERR>IMBIBQY () gpp @EDFLKPE QEB ERJISK JFKA

>T
0>QBR) IF 00 QEDP MBKQFLKP >KA AEEGIDFBP
0Q.QEIP LOFR>I TLOHP IC RQELOPEFM PR@E >P
HLMVOFED IS5 JRPF@ >KAQBEY TLOHP >KA @MRQBO
MQDGJP
00 QRIDP 76KA K>JBP >KA LOEBO PVJ?LIP QE>
4GABI>CH 15T FKAR@B PLR@ LC DLLAP >KA PBEEP
4O-AB PEBIBD IS 00 QEDP X EABRF>| ?RPFKBPREKEFLK
9%K>?IBP TKBOP C MOBRP G@BJ>CHP
. >T L C IFEKPFKD @WOFEDP >KA GB PBIBOP QL PES-QEBJ

TFQE LQEBOP LK > JRQR>ID8BA LK ?>PFP

 >T L C RKC>FO 0Q.QEDP >D>FKPQ QELPB TEQQQH+ CEB

1@%‘&%’&&%&8 - pOFAB LK QERIBIP >KA >@EBHBEK QP C
e @B-QFBMEMIB

3LR@B FKIX.QKLQBP

)Q FP FIMQOK QL MQED) FRBIIBDR>I M®BQ/ ?B@RPB ?RPFKBPPBP
TFIl KLQ B> IF® QEB CRIl ?BIRBE C QEBFCSBHQFLKP >KALRIA 7B
FK@IFKBOL CARP IBPP LBREGE >KA ABILMIBKQ 'AABFLKM
TFQELRQ ©RIIEDR> M®BQ/ MOQEDFLKP BUMLQBOP @ ®KC>FO
@JMBQBFLK >POA KLK BUMLQBOP ® @RKQBBE® FIMLOP ©
ELJB >KA >Il RPFKBPPBP E3gD>l EBIQE >KA PB(Y OFPHPALLO

%CeFJ 4ARO?>K B > %IBYOKF@ #LJIBAA ! ->K>DBOF>|
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QEB QBS) IC @GRKQBBE® DLLAP B¥BOFKD QEBFO PROEMFKP
5KA.AQRKOBY 53 PJ>Il ?RPFKBPPBPB-&) > AFPSAKQ>DB 2BRPB

d 4EBV J>V I>@H QEB HKBADB BIMBQFPB LBRYR@BP
KB@PP>0QL MESBKQ QEB QEBC QEBFOFRBKA MAR®@P

d ->K V PJ>Il 2RPFKBPPBP AL KLGEMBOPLKKBI >KA LMBOOP
LSBOPEP PL QBBAL KLQ ESB QEB K@PP>0B/BP >KA BOP
KBBABA QL ?B SFD>K) 4EB QEBAC QEBFOFRBKA MAR@P
L@BK DLBP RKARDR

d 3J>Il ?2RPFKBPPBP DBKBWOAL KLQ ESB QEB HFKAE b@PP >KA
BPLR@P QE3 >BIFBN >S>FI>?IB QL IDBO [@M>KFBPB D
PMEF>IBAMBD>| @RKPBI

"B@RPB IC QEBL@MIBURFBPO FRBIIBDR>I M®BQ/ MOQERFLKP
QEFP B® BNRFABP QEB PSEEP IC >K SDLOKB MBBO?IV LKB
BUMBOFEBA@KA HKIT IBADB-?IB FK @BO-T

$IG>H9>8I>DBBOP QL QEBEQFBDKA MLBO QE» > @A) E>P QL
FIQBORQ >KA >MMIQEB B FK > M>QF@RI>Q_DEMEF@ B@FLK
H @LR@ JRPQ GROFFRFA® $B0 QEBQFDXP >KA QEB @I>FJP
?BCB K BRBQ>FKP >TPRE K QEB I@QBIQ C KQBOKB@JIBO @

b7 EV 0QQED KQBIIBDR>I OMBQ/ ¢ 3QLM>HBP DIS
>@BPPR *RKB E QM LOFEKT TT PQLE>BP DS
IB>OK >?LRQ FFRMTE V PELRIA F MOQEI) J V FM

b7 EV 0QQED) KQBIIBDR>I OOMBQ/ ¢ 3QLM:>HBP DIS
>@BPPR *RKB E QM LOFEKT TT PQLE>BP DS
IB>OK >?LRQ FFRMTE V PELRIA F MOQED J V FM
0BQBO>3LOP> b3BIIFKDL2R@P /KIFKB 7E>Q ,BD>
*ROFPABRK 00 @F@B#LJIBO @ . LSBJ?BO
>@BPPR/ @L?BO

TTT MO@F@BAJIBO @ @J >OQF@IBP  3BIIFKD
0QAR@P /KIFKB 7 E>Q ,BD>I *ROFPAGRK IMMIFBP
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QEFP FPPRB BORMQP TEBK > AFPMRQEJTEHPBRPEKBPPBRICO
AFBBKQ P@BPLO @RKQOFBP ->K V PJ>Il ?RPFKBPPBP TFIl ?B
PBIIFKD MER@P LKIFKB FK LQEBQBF>KA FK LQEBRKQOFBP )P
FIMLA@>IQ QL RKABOPQ>KA QEB GRAKFABBIFEQ ?B >MMFEB
QL >K LKIFKB OKP>@FLK K)J>KV @PBP P COJ QEB @RPQLJBOa
PQOB >® QEB LKBP QEFIl >MMIFK QEBSBKQ > MOIBJ >OFPBP
4EFP FPNR>IV QORBD>BFKD QEBTP LC LQEBQRQOFBP &MJ
QEB MBOREESLC >K ?RPFKBPP ?RQOF@RING PJ>Il ?2RPFKBPR) F
TLRIA ?B JR@E BPFBOLOCPLQE > QFJB >KA > JLKE MBOPMBFS
QL ESB >K FPPREQFIRRB FK QEB ELJB PQB C > ?RPFKBPP !IQEERD
QEB®>B® KL DR>EKQBP QEBPB PQBMP 78 Q>BK QL FKE®®OB QEB
@E>KEP IC > AFPMRQB ?BFRDIBEFK QEB ELJB PQB C > ?RPFKBPP

)C RPFKD :@O@ TRE >KLQEBO Q#@>H B PRB QEBIRQO@
PP QE3 >K AFPMRQB JRPQ PEBG-K VRO ELJB PQRB >KA QB>
?LQE M>QFBP QL QER@®@ >DEB QL GROFRFEQFK QEP@B

7 EBK > @RPQLJIBO FR@R®FKD 383 LK QEB B?PBB C >
?RPFKBPP LKEIQEB QBOJP >HAGRFLKPL QEB §®>@FLK

%IF>P - IT>A %IBROKF@ #LJJBA@B &0J 6FPFLK QL
&RIEIIBKQ 5MMBO 3>AAIB Bes* 00 BKQR&( >II

0BQBO33LOP> b3BIIFKDLAR@P /KIFKB 7E>Q ,BD>l
*ROFPAPRLE 00 @F@B#LJIBO @ . LSBI?BO
>@BPPB / @L?BO

TTT MO@F@BAJIBO @ @) >OQF@IBP  3BIIFKD
0Q.AR@P /KIFKB 7 E>Q ,BD>| *ROFPABRK MMIFBP
0BQBO=3LOP> b3BIIFKDLAR@P /KIFKB 7E>Q ,BD>
*ROFPABRK 00 @F@B#LJIBO @ . LSBJ?BO
>@BPPB/ @L?BO

TTT MO@F@BAJIBO @ @J >OQF@IBP  3BIIFKD
0Q.AR@P /KIFKB 7 E>Q ,BD>| *ROFPABRK MMIFBP
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PELRIA ?B QE>QEB @RPQLIBMBEPQL GROFORE@FK QEB ELJB
PQOB C QEY ?RPFKBPP 4EFR @ ALKB TRE > @EBH ?U KRJQ
QL QEB RUBJBKQ ->HB QEB @RPQLIBO@HEBIC ?BAB
@JMIBQFKD QEB MRESPB

| IBPP BG@MST>V FP QL FK@IRAB > AFP@I>FJBO IBPREB T
QE® >K QsKP>@FLK TFIIL@SBV GROFFRFA® QL QEB ELJB 88>
LC > ?RPFKBPP >KA/AEPMRQB JRPQ ?B@ERV > @R IC
@JIMBQBK GROFRFE® FK QEB ELJB @B QEB ?RPFKBPP

Il QEBPB PQBMP PELRIA >IPL I3PRE TEBK PBIIFKD QL LQEBO
@RKQOFBPLT BSBO QEB [FP FK LQEBQREQOFBP TFIl RKALRIQB
FIQDAR@ @IMIF@QFLKP €K MADEIFKD QEB 53 ?>RB?RPFKBPP
4>HB QEB B>JMIB LC $ELL >KA QEB P>IBCL.>WF JBILO?FIF> LK
LKB LC 6P R@FLK B?PEBP ! &BK@E @@ ORMBQE® PR@E P>IBP
2B>@ER &BK@E H>D>FKPQ QEB ARPMI>>WFRJBJP $ELL QLLH
PQBMP @JO SB >KA ?>K >l PR@EES M>BIEBOK>IF+.CHQP R@FLK
PEBP ?R@ FBKQFKRBQL FEQ GROFRFE®C QEB RR@E ORIFKD FK
IJBOF@K @R@P )Q TLRIA ?B B8 B-PV O > PJ>Il ?RPFKBPP QL
FK>SB@BKRY EKAGPBIC FK > PFIFIOR®FLK 43 FP T¥> ?RPFKBPP
KBBAP QL ?B @CRI TEBK PBIIFKD LRQPERBEEJB @RKQU "B
C>JFIF>0 QE GBFDK P 4EFP FP KLQ >KP® Q>PH @RPB QEB
JFKRQB > ?RPFKBPB?PEB DLBP BSQEB ?RPFKBPP DLBP>D 4EB
I>TP LC QEBIOA PRAABKI ?B@.JB OBIES>KQ

Seurity andPrivacy

1 :7H: H:8JG>IN QEB MQEDFLK C > @M>KV P PRMMIFBQP F
@RPQLJBOP >K@PFBIMIVBBP Q0 @OFJFK>| QBSF FP > QUF®

+>QEIBK - VH\QK >KA BQBO VH\QK BEB JMLOQ>KBLC
QEB >T &LO % #LJJIBO @ 3QSQBBBR XCOJ>QFLK
3VPQBJP ->K>DBJBIQ KL A
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@KPFABQFLKLO >K/ PJ>Il ?RPFKBPP BKDAFK B @JBO @ 4EB
)KQBOKBFP >I?> MINDQRKA CO @OFJFK>I@ BP IBPP OFPHV 8L PQB
LKIFKB ?BRPB bQEB MLQBKILO >KLKJFQ LK QEBKQBOKB@IL>HP
J>KV @OFJFK>IP FKRUBDB ILLHFKD FARBFBP >NEKD QEBJ QL
MI>® CSRARIBIQ LABOP TBE LKIFKB JR@E>RP POBFKIDJI>QFLK
2V FIOB@MQFKD B J>FI ePERQTALB @LJJBO @ PEBP ¥ RPFKD
PLAY >@ SFORPBP >KA PQ8 EK>K@F>I [EKBE>QFLK >KA JLKB 4EFP
KBT QVMB C @OFJB FRBOBA QL >P \@B@OFJB >KQFP > PBOFLRP
QEB>Q QL BI@JBO @

N7:G 8G>B: BBOP QL YK@OFJFK>| Qf@¥ QE® FP ALKB RPFKD
@JIMRQBOP >KA QBEOBOKB >KA B FK@IRABP > TFARDB IC
LGBKPBP S$IKIL>AFKD FIIBD> JRPF@ >FBB CO LKIFKB ?>KH
>@)RKQP POEKD @GR @A KRJ?BOP >KA MBOPLK>ILEKEQFLK
PQBIFKD FABRFBP MLPQAKIFABKF>I ?RPFKBPRPGKEFLK LK QEB
)KQBOKB >KA @EFKD >KA AFPQOF?RQFKD SFORPBPLIKIRQBB® @
>@ LKV PLJB LC QEB QELRP>KAP @OFJBP QE>B @KPFAH
@?B@OFJBP #V?B@OFJBP-@Q>B MI>@>K/QFJB >KA SYXMI>@ JQ
E>P @PQ JBOFPE& @IM>KFBP > JBF>K ILPP@  JFIIFLK > VB>O
SKA A> MOBEDFLK >KA RKID>QFLK @EKLILD )4 MO@BGFLKBOP
COJ 53L0 D>KFVQFLKPICCS >OFLRP @BLOFBMLQR QES >@PP
QEBFOLI®>KFBP  PR@BPPCRI®>@HPB®B BJMBOFBRAGLSBO >
@ROT BBH MBOFLA

+BKKERE # ,>RALK >KA#>0l' 40-B0% @JIBO @
" RPFKBPPB@®EKLILY 3L@RY 5MMBO 3>AAIB B@.*
0BKQHAH >l
b#V?B@OFJIB4B@EBOJP @ >@@PPB/ @L?BO
T TT QEPRBOJPI@ ABCFKEFLKDV?B@OFJIB
b#V?B@OFJIB4B@EBOJP @ >@@PPB/ @L?BO
T TT QEPRBOJPI@ ABCFKEFLKDV?B@OFJIB
IBGKAQ ->0 QFKB¥¥?0OBCG B#V?B@OFJB #LPQP &FOJP
-FIIFLK 9 B>QVc #LJIMRQBO #OFJBBPBME #BRBO
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Trust

40RPQ FP >?LRQ SBIKB_?BISBEKD QE>PLIJBKB TFIl AL TEXQ QBB
Py >KA QEY QBBTFII KLQ RBRFLKM AL PLIBQEFKD QL ER@R
40RPQ FP >K FJRIEQ M® IC >l 2RPFKBPBISQFLKPEFMP QELRQ
QORPQ >Il BX@BO @ TLRIA @JB QL > E>IQ 40RPQ FBK@S QL
BPQ>?IFPEFKD @RECRI BL@BO @ BKQRBP >KA QL BKARQEB
@KQFKRSB PR@PP C QEFP ?RPFKBPPARBO FRL QEB CRBRO
40RPQ TFIl FIMB @IJMBQBFEKBPP EAR@ QEB I®QP C ALFKD
?RPFKBPP ?RFIN#Y >KA FK@EPB QEB @G@)FSKBPP C TB?PEBPK)
PELQ QORPSK@B >K FIMLQ>Q PLR® LC @MBQBHS >AS>KQ>DB
40RPQ FP BRPBH K) QEB MEPF@ TLOA QORPQ FP JR@EFBO QL
ABSBILM EVPF@@RBPIO®M>@P >KA ?RFIAFKDP BIIGC>@3 F®
>KA ?LA/ I>KDR>DB >KA P>IBPMBOPHB@FEKBPP & QEKPIOB
B>PRI FIQL QORPE}SQFLKPEFMR QEB LKIFKBLDA ELT BSBO QORPQ
ABSBILMP >P >BPRIQC QEBLEMIBU FRBO@FLK C JRIQFMIB Qt@P
QE® ESB ABPFDK FIJV#RELKPLO QEB B?PEB (B® >B PLJB
BU>JMIBP IC QORPQ

IRDRPQ >@BPPB/ @L?BO T TT @OFJB
BPBADE LDKBTP

Il ?BQD *->0 @II> %PQ>?IFPEFRBRQ FK GR3| ->0-BQP
11Q>JLK QB BIOFKDP &, 4ERPQ@FRQBIKQBOK>I
IRAFQLOP  >P @J®R FK "BESBOV +CG-@EBO >KA
#LOOPLB bp 4EBB ! 3 MEQF>I % #LJIBAHB %QEF@P

" RPFKBPP %QEF@RYBR*O KL A

I SPE>ILJ!A>] | SPE>ILJ IABGBQ >KA IOFH 3>ABE b$L
%QEF@P@BO QL % #LKPRIJB@PLROK>| C KQBOKB
#LJJBO @ KL A IKAO B> %BOG\ >KA
$BKKFP & '>IIBD> b(LT 00BPBIQQFLK &TP |CB@
OBU@BFBA 3B 1R>E 40RPQ >KKQBRFLK QL ORE>PB

X#E>MQBO % RPFKBPP >KA % #LJJB@



d 4EB @RPQLJBO L?BBP QEB PBIIBO QL ?B ELKBPQ C>FO
BPMLKPF?IB >KA ?BKBKQ

d 4EB @RPQLIBUBEDP QE>QEBR@M>KV ?BEFKA QEEBPPEB
TFIl KLQ BKD>DB FK LMYRKFPQF @ SBES

d 4EB @RPQLJBO ER@ABR >?LRQ QERBFPERQF>KA MOF@/
MQQEDFLKPEDRQF>KA MOF® EsSFKD 7BK PEIK QL ?B >K
FIML@>IQ ABBOJFKAXIC > @RPQLJIBOEIIFKDKBPP QV?R
LKIFKB

d 4EB @RPQLJBO NBBEBP QEBL@M>KVR TB?PEB >P >MMBKD
IFKIBA QL I¥L.RQ QVLDEME/ @KQ PBASKA @LO @ELB®@ QEB
?BIFBC ?BFKD QEK >MME-KD B?PEB BIB@P > @M>KV E>P
QEB @>?F@FBP >KBELR@P QL CRICBP MOFPBP

d 4EB @RPQLJBUBBOFEBRE> RPB QEXFP®V QL RPB F B-F¥ QL
K>SFDOB BPV QL PEBRE BPV QL OPEBO RKII>QFLK-KA E>P
@BIES>KQ BKQBKR FRBO@FSF PEB GXPFPQBKEKA PEB
®BIF>?F¥F

d 4EB @RPQLJBO NBBEBP MBPBIQ®FLKISTP BD MLLO M8
FK@MIBQBKBPP |>KDR>DH.BPOGCF@FKDLAOP ABM >KA
@KCRPFKD QBOJFKYIEB FKAB@LOPQ > IT NR>IRY
RKQORPQAQE TB?PEB

COJ >K /KIFKB 3 QLBC 1LROK>| C ->K>DBJIBKQ
)KCOJ>QFLKBPQBIJP KL A ATFRIF>)
( >IMQLK 3LP> >KA ->OFLP tRC>OFREB %®@ IC 7B?
3RB B@MQFLKP LKRF>I@RPQ FK QEB /TKBO #LIMfK
)KQBOIQFLK>LROK>| C %I@)OKF@ #LJIBA@ KL

A "B SBAV +C-@EBO >KA #QEF> , #LOQEB
bP 4EB® > 3VRDF>1 % #LJIBA@ %QEF@PRPFKBPP
%QEF@P 1RBY KL A >KA 3BODFL
2LJ>K b4EB %QEF@P/KIFKB BQ>FIFKD ! 3B
$BSBILMJIBKQ >KA 6IFAQFLK CDQEB #LKPRJBOPa
0BOPMEMS: . ROK>I C 'RPFKBPP %QEF@P A
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IKLQEBO BIBJBR IC QORPQ®EG ;JA;>AAB:C /O ABO CRIILIBKQ FP >lI
>?LRQ JBBQFKDWBVEDOFLKP >KA PLJB BRB QEY QEFP FP QEB JLPQ
FIML@>IQ BIBJBK) IC QORPGBBI>VP FK QEB ABEBSLC > MOR®@
QEB ABIBS LC QEB T®D MODAR@ >KA QEB E>PPIBP @QROKFKD
JBO@E>KAFPB B>®@EPPBP QB>EK @KQOF?RQB QL > IBPP QE>K
PXQFPCI@ KQBOKB ?RFKD BMBOFBEK@ 3R@E BMBOFHEERD
@KQOF?RQB QL > I>@HQORP® @KQEPQ RFFE @KPRJBOP
BUMBPP QEBJPSEBP QEFRV

d bOQAR@P © QEFRIBEB> ?IK) MOB@?RQ® FP TAQE MR®E>PFKD
COJ QEFP R¥B PFB@LR D) TEXQ VR LAABO >KA TBEFK QEB
MQJFPBA ABIFBY QFJB

d b) HBBM MR®E>PFKILLCQEFP R¥B ?BRPB QBB>IT >VP ESB QEB
RBJP ) T>KQ FK PQL@H

" RVFKD PLJB MAR@P LKIFKB PR@E >P @ILQEFKDRBRBKFQUP
ALBP KLQEBO ?RBOP QEB LMIQEB® QL QLR@E >BBICQEB MAR@
?BC@ ?RVFKD P > EPRIQ IABO CRAILIBKQ ?ERJBP BSBK JLOB
FIML@>KQ QL @RPQLIBOQFRCOEK ,FKBA @ILPBI QL LSBO
CREIJBKQ FEMIJISI GA>67>IN 0QAR@ BIF>?F¥F BBOP QL bQEB
>@RMB AFPMI>>KA ABP@OFMQRLK> LMOR@ PL QB> TEX)
@RPQLIBOB@FB FP TE® QBB QELREQ QEBL@BBAc /KIFKB

4BOQ. BTELIJB Q > b-RIQF QLY 40RPQ >KA /KIFKB
2BQ>FIBABQBBBR XQBOKFLK>IBSFB L C BQ>FI
$FPQOF?RQFLK >KA #LKPREFBPRE KL

A
3BMFL 2.J>K b4EB %QEF@®/KIFKB BQ>FIFKD ! 3@
$BSBILMJIBKQ >KA 6IFARFLK CDQEB #LKPRJBOPa
0BOPMES: 1. ROK>I C 'RPFKBPP %QEF@P A
3BMFL 2.J>K b4EB %QEF@®/KIFKB BQ>FIFKD ! 3B

X#E>MQBO % RPFKBPP >KA % #L.JJB@



@BQ>FIBOP PELRIASFAB >1@MIBQB >KABIFPQF@ ABP@OFRIQIEK L
MQAR@ >KA@P ?BKBJIP TFQE EADNR>IEY MF@RBP >KA MESMP
BSBK ABJLKPQEDFLK SFAB FC MLPPF?IB  MIO&B >KA
>@OA>?IB_>ILKD TRE MAR®@ S>FI>?R¥ >KA IFBV PEFM @BP
#RPQLJBOP PELRIA ?B KIEBFQV B J>FI LC LABO >@MQ>H@>KA
QEB >RF @ RB-ABIFBY AXQB TOE MELKB >KA B J>FLEQ>@PLO >K/
KBBABA >PPFPQEK@

Cybecrime

#V?BA@@OFJB FP JBOMOGR>?IB QE>K QEB FIIBD>I ACRB QDB
QE>K  ?FIIFLK OL?>IIV MBOB#O %BW QHEB PELKAP >K FARMY
FP PQLIBK >KAQELRQ EERQF >K RKMODEDR 0# @K ?BA.JB
FKB@R TRQEFKLRO JFKRQBPCL@KKB@FKD QL QE®BOKB !
-F@QPLE) P@RQFFIOBIIFDBR@MLQ J>FIQ>FKP QE@?B@OFJB FP
C>PQ JOROFKD >P +®PPFLK TJE @?B@OFJFK>IP@BFKD JLOB
PLMEFPOE@ >KA M>@HSKRD LKIFKB @EQP QB> @& ?B PLIA QL
LQEBOP

$BSBILMJIBKQ >KA 6IFARFLK CDQEB #LKPRJBOPa

0BOPMES: . ROK>| C 'RPFKBPP %QEF@P A

b7 E>Q P #V?B@OFJR 3VI>K Q@ >@PPB/ @L?BO
RP KLO QLK @ @V?B@OFJBBCFKBFLK GPM >KA

b#V?BO #OFJB “L(B 0Q.G>?IB 4E>K $SORRPa BTP *RKB

>@BPPB /| @L?BO KB TPPJE@J>R

2@B>HFKD KBP K>QFLK>®V?BA@OFJB JLB MQ.GD>?IB

QE>KAORDP @ NJE QJI

2RALIME -RIIBOb#V?B@OFJB 'BRFKD LB

3LMEFPQE®BC - V?Q>A?>KA *RKB >@BPPR

#E>MQBO % RPFKBPP >KA % #LJJB@ X



4EB #LIJMRQBO #OFJB KQBIIBDR>I OOMBQ/ 3B@FLK C QEB 53
$BM>QJIBKQ IC *RPEF@BMP > ORKKFKD IRPIJEPP BIB>PBP B:>QR
QL @?B@OFJBP R® >@ QEBB BU>JMIBP

I -F>JF J>K MIB A DRFIQQL LKB I@®KQ IC @GKPME@ QL QUFE@
FK >KA MLPPBPP RRELOBM@BAR) @3\ KRI?BOP THE FBBK
QL ABGRA >KA LKB @RKQ IC QEF@HFKD FKRBELOBAM@BAR)
@@\ KRJ?BOP

I 2ELAB ) PI>KA J>K MIBABA DRFWQQL KQBOKBP>IBPQL
RKGLFPQB® RKI>?BIB MBPQF@FABREQP >KA ALDP TEFIB
FKCORHD LK QEB:@BJ>CH LC QL T BIl HKLTK K>QFLK>| 2BA
K>JBP b&OKQIFKB>KA b&IGKQIFKBIBR: 4EB J>K J>AB JLO B
QE>K  P>IBP QEQRLE B>V

| #>K>AF>K J>K T >P PBRBKEA QL VB>OP FK MOFRI®FBIIFKD
@RKQBBE) @K@O AORDP RPFKD KEBOKB

#V?BQ@OFJB ER® QEB 2QQI IFKB C >K ?RPFKBPP ?RQ PJ>Il >KA
JB AFRJ PFBA ?RPFKBPPBMBUEB KB@/?B@OFJB (DR b(>@BOP
>KA @IMRQBO @OFJFK>IBeSBHFKD > KBFJ AFGB@V >Q PJ>II
>KA JFAPFBV?RPFKBPPBRe3IBO ?RPFKBPPBEEO > JR@E JLB

>MO@AS Q>0B) QE>K IBBO BRBOMOFPBPQQESB PQBIBA
QEBJPESBP TRE B>OP C P®RQF PMBKAFKD >KAJ@IF>K®
B@OQR 3J>l ?RPFKBPPBPBE-BILQBRF BV IRGQS Q>DEYPLO
PESBO| B>PLKP

/ @L?BO J  V?2@>A?>KA @W3KB TP FKQBOKB
#V?BO @OFJB DRFKD JLB PLMEFPGE@ EQJI
4FJ 7FIPLK b3J>Il" RPFKBPP 4EBBT " I>@H FK
#V?B@OFJBADBRR $>0 2B>AFKD ->@E
>@BPPB/ @L?BO T TT A>GIB>AFKDI@
PE@RQAVIBOFJE)BOB@RQFE PJI>Il
?RPFKBPP QEBKBI>@HK @?B@OFJB QBEP BJI

X#E>MQBO % RPFKBPP >KA % #LJJB@



d . B>OV LKB GQE IC PJ>Il ?RPFKBPPBP AL KLQ RRBSKORP
PLCY >®@

d 4T L QEFEP LC PJ>Il ?RPFKBPPBP AL KLEBESPBYRQFMI>K FK
MI>®

d 3FUQMB@KQ IC PJ>Il ?7RPFKBPPBP AL KLQ RPB/BRKEBLK LK
QEBFO BIiBPP IFKHP

d /KI V>?LRQ MB@BKQ IC JLJ >KA MLM PELMP ESB JBQ QEB
@BAR) @A FKARPOB AX)> PE@RQFPQ>KAA® CO MODEMFKD
@BAR) @A A>Q> #LIMIF>KBQ QEB PJ>IIBPQ ?RPFKBPPBBKP B
TLOPB

d 4T L QEFAP LC PJ>Il >KA JBAFRJ PFBA ?RPFKBPPBP ?BE-QEQ
I>B @IM>KFBP ®QEB J>FK QBED 0O @?B@OFJB e8Q
MB@BKQ IC QEBXRA PBK FK ?RPFKBPRARDP FK PJ>I1l >KA
JB AFRJ PFBA ?RPFKBPPBP

4EB @?B@OFJFK>| FP ILLHFKD SLK@BAFPORMQ@EEDFKD BIPEB
PELRIA ?B > QLM MOBLA® >K @IM>KV_PJ>Il JB AFRJ LO
I>MB_QES RPBP QEEBOKBQLI®AR®@ 6P ?RPFKBPP
4EB P@VB IC C>FIROFK MQBDFKD @RPQLJBOPa MBOPLK>I

FKOOJ>QFLK @& ?B MLQEPF\ ABS>PQOFKD TBRPB IC QEBID?>|

@>@E C QEBKDRBOKB QEB @@ &K B-PN B>@E JFIIFLKPCL
MRMIB ( B@I>KA FP > WIBKQ MGEPPLO BPMLKPF?IBLGT
E>KAIFKD >?LRQ  JFIIFLK @) @A QEKP>@FLKPB JLK QE

4EBV AFP@ILREFK *RKB  QE>Q QEEBP E>A RAB J>IF@FLRP

4FJ 7FIPLK b3J>Il" RPFKBPP 4EBBT " I>@H FK

#V?B@OFJBADR)R $>C1 2B>AFKD ->@E

>S@BPPB/ @L?BO T TT A>GIB>AFKDI@

PE@RQAVIBOFJE)BOB@RQF PJI>Il

?RPFKBPP QEBKBI>@HK @/?B@OFJB QBEDP BJI

"B SBOV +O-@EBO >KA #QEF> , #.OQEB bp 4EBG >

3MERF> % #LJIBAB %QEF@PRPFKBPP %QEF@RYER*O
KL A

#E>MQBO % RPFKBPP >KA % #LJJB@ X



PLEY >@ FK@P K@ LAY FK QL PQB| >K RKHKIK KRJ?BO LC
@BAR @\ KRJ?BOP &L@MRKOBY QEB QEBAC @AK) @A >KA
LQEBO MBOPLKLBESQFLK LOROOFKDICO B?PEBP S@RKQB CO
LKIV >?LRQ ME®BKQ IC QEB FABE QERTLO SRA QEQ >B@R
JFIIFLK 1JBOF@KP FK AEFP FP TEQEB @IC MCSFAFKD BA®
@Q\ FKKOJ>QFLK LK > B?PEB I > MR@E>PB FP PQUHKPEARA
2V PLJB MBMIB QL ?B PL OFPHVQQEEB BCRPB QLKAR@ >K
)KQBOKB QBP>@FLKP 4EFP E>PSERRP FIMIKFLKFLG >K/ PJ>I|
@JIM>KV QE® ELMBP QL AL ?RPFKBPP LKIFKBRE®B! QEBBFP >
B PQEEQOI >A\ T>V QL MGFAB QEB ®RQF >KA MOF® QES
LKIFKB @RPQLJBOBHPBQEB RPECLSJG : -DS@:IH &NG & >
PRORQF MOQL@ QE® FP RREV TB? ?QTPBOP >KA B? PBEBOP
QL EBIM RPBORQER) QEBFOQX>AROFKDKRBO #LIM>KFBP IFB
6BOFEDKLABO 33, MOQEDFLK EREDBP >KA QEB NE3EXQ IC 6P
FEK LK > TB?PEB @& LABO PBRQF >KA MOF® >PPRE@P QL
LKIFKB @RPQLJBOP 4EB FK@IRPFI38, IMOQEIDFLK PELRIA ?B
AFP@RRPPERQE VRO T8?PEB ABPFDKBO

%OF@MFK b->PPBAEBQ IC #BAR #>@ .RJ?BOP
2BMLQBCc 0#7 LOA *>KR>® >@BPPR / @L?BO
T TT M@LOA @) >OQF@IB J>PPFSB

=QEBQ=LC=@@R=@A=KRJ?BOP=BMLQR EQJI
b>SBIFK RN &FKARBKOG/ &ORA 2B>@ER . BT ( FIE FK

?RQ #LKPRJBOP !0 B &FBQFKD ">@HSBIFK ®EQBY
>KA 2BPBGBE &B?0R#O >@BPPB / @L?BO

T TT GSBIFKPSOBB@J KB TP * >SBIFK
3QRN &FKAP ABKQ®&/ &CORA 2B>@ER. BT ( FIE ?RQ
#LKPRJBOP >8 &FEQFKD ">@H A BPRLL) $BQ>FI
b&!1 33, ">PF@R 6BOFDK 'RQEBRE@FLK 3B @EP
>@BPPB/ @L?BO T TT SBOFPFDKI@PI PPI
FKBOJ>QFLK BKQBOPI ?>PF@P

X#E>MQBO % RPFKBPP >KA % #L.JJB@



Payment Options

. LTEB® >B PEORQF MOBY >KA QORPQ BMB@BPP>0 QE>K @
QEB MLEKIC MWIBKQ 7RELRQ QEFPKEO@FLK QHBGP KL B
@JJBO @ PL © FP FIMBIHS QE® PJ>Il 2RPFKBPPBP PBIIFKD LKIFKB
Q>B QEB K@PP>0 PQBMP QBAR@ @RPQLJBOLK@BOKP >?LRQ
PELMMFKD LKIFKB B@KQ PRSBV CRKA QEQ BQ>FIBOP LMBEKD
LKIFKB J E3SB ILPQ JLB QE>K  ?FIIFLK ALII>OFSBO > LKB >0
MBOFLA >P BRRIQ € QBP>@FLK M@BJP LK QEBFOBRPEBP FK
SAABFLK  MB@BKQ IC LKIFKB PELMMBQRIA QROK QL >KIEKB

LO LKIFKBL@MBQBLO FC @EBK@RKQBBA >K LKIFKB SKP>@FLK
FPPRB - LB PMBF@N LKIFKB PELMMBOP TEL ERK@BBA >
QEKP>@FLK M@BJ T LRIA @ >PLOLTP

d 3FUQPFU MEBKQ TLRIA @KQ>@ @RPQLJIBO $B® FK@IRAFKD

&FQV QEBB MB@KQ @IFKD @RPQLIBOFFHED>KA
4EFQ/ PFU MEBKQ B J>FIFKD LO ILBRD > B? @IMI>FKQ

TFQE @RPQLIBOSHED

b4B>IB>C RGBV 2BB>IP 4EQ /KIFKB BQ>FIBOPQBF
LPQ-LMB4E>K " FIIFLK $RB QLOKP>@FLK A0IBJP
LK 4EBFORBE 4B>IB>C 3BMQBJ?BO >@BPPR

/] @L?BO T TTQBIBC@ KBTPKBTP
@IB-PBP 4 B>IB>C3 REBV 2BSB>IP /KIFKB
2BQ>FIBOR.QBIOFM ,LPQ MEM

b4B>IB>C RGBV 2BB>IP 4EQ /KIFKB BQ>FIBOPQBF
LPQ-LMB4E>K " FIIFLK $RB QLOKP>@FLK A0IBIP
LK 4EBFORBE 4B>IB>C 3BMQBJ?BO >@BPPE

/ @L?BO T TTQBIBC@ KBTPKBTP
@IB-PBP 4 B>IB>C3 RGBV 2BSB>IP /KIFKB
2BQ>FIBOR.QBIOFM ,LPQ MEM

#E>MQBO % RPFKBPP >KA % #LJJB@ X



d 4EFQ/ Qr L MB@BKQ TLRIA >?>KALK QEB $}®>@FLK BBFEN
FK@IRAFKD

4T BKY PBSBK MB@KQ QROKFKD QL >K LKIFK&IERR.
@JMBQBLO

4L J>HB J>@BOPSBK TLOPB QEB MLQBKILO ILPQBSBKRB TEBK
@RPQLIBOPIB>> KBDOFS LKIFKB PELMMFKIMBOFEK@P >JMIFE&\

2V QEB OFPFKD RPPL@F>I AB> IFH&>@®?LLH >KA 4TEDBO QEB
SLF@FKITIAFPMIBRB LK PL@F>| RBLOHP @K PFDKFEKQV A>J>DB

> @IM>KVE BMRQQFLK 4EB JBPP>DB FP @IBKIFKB QSKP>@FLKP
JRPQ ORK PJLLQEI"RQ QEBOFP >KLQEBO FJ@tR FPPRB QEB
KRJ?BO LC MMIBKQ LMQFLKP QE>B LGB®A QL QEB @RPQLJBO
2BPBGBE PEIP QE® QEB JLBM¥JBKQ LMQFLKP @RPQLJIESBPEEB
JLOB IFBV QEB TFIl @MIBQB QEBFO @ESPB

b4B>IB>C REBV 2BSB>IP 4EQ /KIFKB BQ>FIBOPQBQF\
LPQ-L@B4E>K " FIIFLK $RB QLOIKP>@FLK A0IBJP
LK 4EBFORBE 4B>IB>C 3BMQBJ?BO >@BPPE

/] @L?BO T TTQBIBC@ KBTPKBTP
@IB-PBP 4 B>IB>C3 RGBV 2BSB>IP /KIFKB
2BQ>FIBOR.QBKFM,LPQ MEM

$BIFI>E /?FB BELLPFKD > BKALO QL Q@BPP 2RO /KIFKB
AC-KP>@QFLK®3#/ 2% >@BPPR/ @L?BO

TTT P@®B L® OBPLR@PLKIFKB QOKP>@FLKPEBKALO
b( LT QL X@B>PB 3>IBP TPE /KIFKB 6VJIBKQ /MQFLKP
>0 @E >@BPPR / @L?BO

TTT LMBKOORJ @J FAB>ER? QLMF@RKB V
SADF@ER T QL FK@BOPB P>IBP TOE LKIFKB MAIBKQ
LMQFLKP QEROP2S>J b- LB 05VJIBKQ /MQFLKP #>K
- B>K - LGB "RPFKBRRFS>#BKQ6I >@BPPR

/| @L?BO  JFS >@KQSI @) >OQF@IBP VIBKQ JS

X#E>MQBO % RPFKBPP >KA % #L.JJB@



d - B@E>RP GBOFKD JRIQFMIB/IBKQ JBQELAP ILT BO &)
>?>KALKJIBKQ €QBP

d )C VYR @K>QQA R >KA J>FR>FKNRO MAA) J>M@FK ICTBOFKD
JRIQFMIB M3IBKQ LMQFLKP FP >KB QL FKg»PB RO P>IBPV?
FK@SPFKD @RPQLIBREGABKE>KA @KSBKFBKE

d . LGRE UBOF®@&KX LKIFKB ?RPFKBPPBRHIERO LO JLB LMQFLKP
@O M¥JBKQ PB >K SBGDB P>IBPLESBOPFLKQB IC MB@BKQ
4AEBH6A:H 8DCGH>DCEE FP QEB MB®Q>DBC RFB SRPFOP QE>
J>HB > MR@E>PB

d %>@E KBV>VJIBKQ LMQFLK >AME) QEB MIGHIC @EBHRQ
BPRIQP FK > P>IBPEHRB@ ~ MBO@KQ

#RPQLJBOP PELMMFKD LKIRKBEER @KSBKFBKED>KA > SOFY LC
MJBKQ LMQFLKP BAB) @AP >8 2V C>0 QEB JLPQ MLMRI>EKBB
@O J>HFKD >K LKIFKB\WBKQ TRE LKB PRBV FKABQFKD QB>

MB@BKQ IC LKIFKBLEPRIBOP RPBQEFP M3BKQ JBQELA KV

PJ>Il ?2RPFKBPP @EALBP KLQ S ©P B?PEB P8 RM QL GEMQ B4R
@Q\P TFIl ILPB ~ MBO@KQ IC GP MLQBKR>| IABOP &REBO
LGBOFKD > B® @3 LMQFLK TFIl FR@B QEB KRJ?BOCLLABOP

4 " OKALK b-RIQFMIB¥JBKQ 00@PPFKD /MQFLKP
)K@B>PB 3>IBPB FKB |@F@IBRA)L?BO
>@BPPR/ @L?BO BWFKB>G)F@IBRI@-RIQFMIB
0>VJIBKQ 0Q@PPFKD /MQFLKR@B>PB 3>IBP FA

SKA %CO >FJ 4RO?>K B > %IBYOKF@ #LJIBGEB
| ->K>DBOF>| BOPMEFS 5SMMBO 3>AAIB Q. *
0B>OPLKO BKQFE( >II
WKIFKB 2BQ>FIVIJBKQP &IEBPQ ~  lIQBOK> QFS
0>VJIBKQP 'Q.TQE 30KD ?RQ #BAR) #>@ 0Q.GBDB €O
#LIB?>@Hc >SBIFK ®S0BN >KA BPEGE &B?0R#0

>@BPPR/ @L?BO

TTT GSBIFKPEOBY@J OBPBME Q@ER®

#E>MQBO % RPFKBPP >KA % #LJJB@ X



>KA QELPB BBOP TFIl ?B PR?PQFH/ I>DBO ?@RPB @BK) @A\P
BK>?IB FIMRIPB ¥EKD ESPPRB® @RPQLJIBOE VRO IBEFI>@ >KA
PFIMIROWLRO ?FIIFKD#LKPFPQERKTRE @8 @AP ?BFKD QEB LKIFKB
M3/JBKQ JBQELA C @ELB@® E>P 7BK BMLQB QE® MB@BKQ
LC LKIFKB ?RPFKBPPEBCL> DBKBOMROMLPB @& @A TEF@E
FK@IRABP 6FP> ->PQBO#XBOF@K %UNMBPP >KA $FP@BO
( LTBSBO AB?P @&B\P >8 DOTFKD FK MLMRIQOBEBA LC LQEBO
M3/JBKQ >IQBOREEP

*6NB:C | )EI>DCH DCHJIB:GH/H:9ID" 6@)CA>C: *JG 8=6H:H >C

*6NB:C | )EI>DC / o

>GLO @AK) @ RP>?IB >KTEB®

->GLO AB?7@ @3 RP>?IB >KTEB®

IKIFKB M¥JBKQ PESF@® PR@E >PW>| LO 'LLD IB #EB@HRQ
'FOQ @@ DLLA LKV >Q > PMBF® JB@E>R

3QL8 ?0>-KAB\ @BAR) @ DLLA LKV >Q QEB JB@E>R QY
FPPRBQEB @i

0BM>FAX@: LO M¥QIl @@ RP>?IB >KTEB®
IKIFKB @BAR) PESF@PR@E >FFl B, >QBO

3QL8 ?0>KAB AB?BD @0\ DLLA LKV >Q JB@E>R QK> FPPREEB
@

4EB FIMIFE@FLKP @ QEFRACPJ>Il ?RPFKBPPB>QES @AK) GO\P
PELRIA ?B QEBEGPQWIBKQ JBQELA QEXPELRIA ?B PERMLO LKIFKB

$BIFI>E /2FB BELLPFKD > BKALO QL Q@BPP 2RO /KIFKB
AC-KP>@FLKE3# 2% >@BPPR/ @L?BO

TTT P@®B LA OBPLR@PLKIFKB QOKP>@FLKPEKALO
b- LGB 0>VIBKQ /MQFLKP #>K B>K - L(B " RPFKBRP
-FS>#BKQSI >@BPPB/ @L?BO

JFS@KQS @J >OQF@IBP VIBKQ JS

X#E>MQBO % RPFKBPP >KA % #L.JJB@



P>IBP IAAGFLK>I NSBKQ JBQELAP PELRIA ?B >ANBP NRF@HIP
QEB ?RAOB>IITP ?B@RPB G FP @B QEY» JLB M¥JBKQ LMQFLKP
QEKPIB RBL > DB*QBO IBHFELLA C MR®E>PB (T BSBOQEB @EIF@
LC >IQBOBEES M¥JBKQ JBQELAP PELRIA ?B FBBMFKD TFE QEB
DQTQE PQQBW LC QEB ?RPFKBRRI3V ?B QED IGBOFKD LKB JBELA
LC M¥JBKQ MCSFABP > BFPQI@ |ESBI LC P>IBP QEB® BIFJFKQFKD
QEB KBA CO >AABFLK>| JRELAPLO P>IBP DOQE

Key Takeaways

d )Q FP FIMDOK QL MQED) FRBIIBDR>I MMBQ/

d %QEF@PRBK® @KPRJBO MR®E>PBP

d 3J>Il ?RPFKBPPBPE-QEB KBQ>DE) 0 @?B@OFJB !P >BPRIQ
PJ>Il ?2RPFKBPPBP JRPQYMI®DBRFLK QL QEBBRPBB PBRQF
?B@RPB® TFIl MQED QEB ?RPFKBPP >KIRBK® @RPQLJIBO
QORPQ

E-oommerce Platforms

IK :8DBB:G 8: EA6 DGBFP QEB @I >@ QES® J>H3P © MLPPF?IBOC
> ?RPFKBPP QL PBII LKIKKBBKBS) QEB @B B @JJBO @ MIQO0J

PELRIA PRMMRC>PF@NRFEIBKQP PR@E >P @RPQUEHKI) PEIDE
BKIFKB LMQFJRYFEEK 3%/ @BAR) @A MO@PPFKD MOQFLKP
@Q>ILD J>K>DBJIBKQ >KAQF@P LMR@ ?0TPFKD @EHRQ >KA
LOABO J>K>DBJBK) !'AABFLK:M B @JJBO @ MISOOJP PELRIA
MQSFAB PBRBGSF® @KQBR J>K>DBJBKQ PVPQBJB-3 PRMMLOD
JRIQFMIB I>KDR>DBP >KA PROIMURIQFMIB PBRO 4EBPB

b%@JIBO @ KXQBDMFLKAMBBELRPB LF@ -

#E>MQBO % RPFKBPP >KA % #LJJB@ X



@BNRABJBKQP J¥ SO/ PIFEQV ABMBKAFKD LK TEF@EELC B
@JJBO @ FP ?BFKDKAR@B C6AI>8HBBO QL QEB QLLIPQE:
QO@H QEB @RBKQ T>VP MBMIB RPB RO TB?PEB >KA QEBK JBH
PBKPBC QEB ®@>

4EBBAACDC: : 8DBB:G 8: EA®, DGB HBJ>DCE>P ?EDJB JLO B
MLMRI>O TE LKIFKB JB@E>RP 4EFP PLIRQFLKSMEBP BOQEFKD
QEB @B B @JJBO @ MIQOJ MIRP ELPQFKD@RKQFKD >KEF@P
>KA J>OHBQFKD QLLIP PR@E >P B J>FI J>K>DBIBR@RPB >l QEB
QLLIP S®FIQBDQR QEB TLOH QLDBEBO )Q E>P >IPL BXK BMLQR
QE® B @JBO @ MIQODJIP >B KLT BK>?IFKD LKIFKEBQ>FIBOP QL
?B@MBOBS@E I@PRJBOP QERLE JL?FIB ABSF@P >KA PL@F>I AB>
PEBP 4EFP FP BQ KBP CO QEB PJ>Il ?RPFKBPPQUBKQP QL Q>M
FIQL QEBPBIO®BKD J>GBQP

4EB IFPQQ. B @JBO @ PLEY >@ MOSFABOP FH 3P DIOTFKD

>@BPPB/ @L?BO
?ILD QBBELRPBILE@LD B @JJBO @
FIQBDQFLK
*RPQFK ERQKE b7 E>Q P 7 B? IK>IVQF@E
Il " RPFKBPR@ >@BPPB/ @L?BO
TTT >I?RPFKBPR.@J>0 HBQFKD >8B®FPFKD
J>OHBQFKD >8B@FPFKD EQJI
*>JBP ->@DRHA® b3Q>QWFKDLRO /TK % " RPFKBPP 0Q
#ELLPFKD > BQUC0J c BAJIBO @ DRFABI@
3BMQBJ?BO >@ @PPRBR/ @L?BO
TTT BAQJIBO @ DRFABI@ PLIRQFLKPRFIAFKD
>MF@IB MEM
b% @JIJBO @ 0I>QU0JP /CBO BQ>FIBOBT 3L@F>I >KA
- L?FIB &BQRBP KQBOKBBQ>FIBMMOFI
>@BPPB/ @L?BO T TT FKQBOKEBQ>FIB@J
%#42 >OQF@IB >PM

X#E>MQBO % RPFKBPP >KA % #LJJB@



?RQ QEBG-@ J>KV MOAR@P QE>>B Q>FIEA PMBFEINV CO PJ>l
QL JBAFRJ PFBA ?RPFKBPPBP 3LJBCLQEB K>JBP QE>@B RM
CBNRBKV CO PJ>Il 2RPFKBPPB>OFD#LJJBO@ ->DBKQL GEKE/
)KQBOK®B 003QLBP @O QEB PJ>IIBO JEIE>R >KA -FS> - B@E>R

( LT BSBO QEFP IFPQ FP KIERBQBS>KA KB MQAR@P BRBO QEB
J>OHBQMI>#>11 QEB QFJB

Customer Rlationship Manament

#RPQLJBO BISQFLKPEFM ->K>DBJBK#2- O BBOP QL>b@RPQLJIBO
PBOF® >MMO@E QB> D@RPBP LK ?RFIAFKD ILKD QBOJ >KA
PRPQ>FK>?IB @RPQLBBQRLKPEFMP@EAA SIRB 0O QEB @RPQLJIBO
>KA QEBL@M>KVc 3LJB PJ>Il 2RPFKBPPBP J# TLKABO TEBREBO
QER @IV KBA QEB >AAB @IMIBURY LC > PJ>Il ?RPFKBPP #2-
PLIRQFLK 4EB >KBD TFIl ABMBKA QL DB@QB® LK QEB FRMZ QEB
?RPFKBPP >K@RFDJQE L?GEYFEP (LTBSBOR) E>P 7BK L?PBERA

QE® QEBGFP KL PJ>Il ?RPFKBPP LRQBJEB® BLIBQFJBP FK RMF

LC QEBJPBBP AFAQ ?BKEL GO FIMIBIBK QFKD >e#2- LO BP
T>QBBA AL TK BNRFSIBKQ_> PFIMIBO #(G¢@ ->K>DBJBKQ PLY >@

%CeFJ 4ARO?>K B > %IBYOKF@ #LJIBAA ! ->K>DBOF>|
O0BOPME@HS 5MMBO 3>AAIB 8S.* 0 B>OPLKO BKQHE
(>l

#E>MQBO % RPFKBPP >KA % #L.JIB@ X



PLIRQFIK 2B@KQ PQRAFBPSEXBSB>IBA QE® #2- >MMIF@QFLKP
>@)RKQ 0O QER.OLTFKD

2BSBKRB FK@®BP CRM QL  MBEBKQ MBO P>IBPMBOPLK
$B@B>PR\ P>IBP@IBPC ISBO MBGBKQ

,B>A @KSBOPFLK-QB FIMBBJIBKQP C ISBO  MBO@KQ
#RPQLIBOBDBRFLK FIMGBIBKQP C  MB@BKQ
$B@B>PR\ P>IBP >KA J>EBQFKDLEQPY? MBQ@KQ
)JMOLSBA MOQGR J>@FKP C ISBO MB@KQ

O O 0O o o o

)Q E>P >IPL BK KLQB QE® @M>KFBP & ?LLPQ QEBFQGQP V
>IILPQ MBO@KQ ¥ ®Q>FKFKD GRPQ @8O IC QEBFO
@RPQLJBOP 7 E>Q ALBP QEFP B CO QEB PJ>Il ?RPFKBPPQQE>
@ELLPBP QL DLQE > #2- PLIRQFLKP ILKD >P QEB PLIRQFLK BH T
FIMIBJBKQR >KA >@R>V RPB QEB® PELRIA ?B >K FJIBFSB
MM.C >KA MBR@FSF FIMOSBIBKQ QEBCELRQ QEBL@I>KV
IAAFQFLKM @ELLPFKD QL BKD>DB FH.JEB@ @ J>HBP QEB
PBIEEDFLK C > #2- PLIRQFLK $BK JLOB FIMLQ>KQ ?E®RPB QEB
NR>I&/ LC @RPQLIBBIQFLKPEFMP FP PL FIMQWL LKIFKB RB@EP

IIQELRIE QEB®T>P > QFJB TEBK #2- PLIRQFLKFBB KLQE-PF?IB
@O PJ>Il ?RPFKBPPBP \QEB >S>FI>?IB QLASCO BBK QEB PJ>IIBPQ
?RPFKBPPBP 4EBPB #2- PLIRQFLBPVIE®>KA ABPFDKBFQE QEB
PJ>Il RPFKBPP FK JFKA

0BO®. LAD>0? b$LBPIRO 3>l " RPFKBPP BiS. BBA >
#2-3L QY >@ 3LIRQFLI 31> " FWR- >@ @PPR

/ @L?BO T TTPJ>I?F@0J @ ALBPVLRO
PJ>Il ?RPFKBPP KBA > PL T >@ PLIRQFLK@I
0BQBO LM>0? b3L 7EB® $L 9LR 30>Q (LT$L9 LR
30>Qc¢ TTT PI>II?F@0J) @

0BQBO LM>0? b3L 7EB® $L 9LR 3Q>Q (LT$LI LR
30>Qc¢ TTT PI>II?F@0J @

X#E>MQBO % RPFKBPP >KA % #L.JJB@



Going Mobile

IP ABGKB B>OFBO FK QEFP @EBDQBA® :8DBB:G 8: B
8DBB:G 8: BBOP QL QEB @ESPBQ DLLAP >KA PEEEBP QE®LE
TF®IBPP @BEKLILD PR@E >FB®MELKBP >KA E>KAEBIASFEBP 1
@KPFPQR DL MOFJ>0 @IMLKBKQP dEB >?F¥ QL RPB > TBIBPP
MELKB LO LQEBO JL?FIESABQL @AR®@ EK>K@F>FRIP>@FLKP >KA
BU@E>KDB M3BKQP EBO QEEKRBOKE:>KA QEB >2BIFQL ABIB®
FKOOJ>QFLK QBXEK C>@FHB > QRP>@FLKCOU J>HFKD ) BPV D
VLRO ?RPFKBPP QL PRKBa SF> > JL?FIBE? ?QTPBO QL @QFKD
JL?FIB J>OHBQFKD>@M>FDKP PR@E >P@BIOLQFLKP >KA N>I@
MOQDOJPc )Q FP BAF@R QE® FK J@ LJIBO @ BSBKRBP
TFIl J>HB RM  MB@BKQ [C >Il 53 B @JJBO @ BSBKRB >KA
MB@BKQ IC IL?> B @JJBO @ BSBKRB K QEB 5KBB 3Q9BP QB>
TFIl ®BMBPBIQ LKV LKB E>IC C MB@KQ IC >Il BQ>FIBSBKRBP

( LT BSBOBSBK QELRPJ @LJJBO @ FP I>IMKD ?BEFKA LQEBO JL?FIB
RPBP THIBPP ABFEP >KA J@JJBO @ >B BJMEDR QL @SQB
>KLQEBCBRIRQFLK FK B@BO @ 4EB JLPQ FIMLQ>IQ QEFKD QE>

, >ROFB @>7B b- L?FIB #LJJBO @ #LJFKD QL
%@JJBO @ 3RBP B>O 9Rc B@JIBO @ DRFABI@

3BMQBJ?BO >@BPPB/ @L?BO
TTT B@JIJBO @ DRFABI@ KB TP QEBKAP
>@F@IB MEM - L?FIB#LJJBO @ #LJFKD QL

%@JJBO @ 3FBP .B>09 LR EQJ

)>K ->KPCFBIA b53 -L?FIB %@JBO @ 2BSBKRBP 38 QL
2FPBQL ?KFK  #BIIRI>O . BTP IMOFI

>@BPPR/ @L?BO T TT @IR>KBTP @J
PQL® MEM

#E>MQBO % RPFKBPP >KA % #LJJB@ X



LKIFKB BQ>FIBOPK@AL FP Qe®>HB >@FLK PLLK TBRPB QEB JL?FIB
BKSFIKJBK Q FP >A>MQFKD JR@BMRF@HDE>K QEBBPC

3J>Il PRPFKBPPBP BB QL PLQ LRQ QEB/MB CO TE> QR B>
7 E>QR®>| >® QEB COR® >KA QEEBRRAP

" BKA>K 'F??LKP BL 4>M - L?FIB 'RVBOP &FOPQ

$BQBOJFKB 4EBFBRAPC 00 @F@B#LJIBO @ ->0O@E
>@BPPB / @L?BO

TTT MO@FEBAJIBO @ @) >OQF@IBP 4L 4 >M

- L?FIB "RVBOP &FOPQ@BOJFKBIEBFO BBAP

*FJ *>KPBK MKIFKB 0QAR@ BPBGE L C!JBOF&KP

( >SB 2BPBGREB > 0QAR@ LO 3mWF@/KIFKBC

3BMQBJ?BO >@BPPB/ @L?BO

EQQM MBFKQBOKBLO 2 BMLQP  /KIFKB 00 LAR@

2BPBGRE >AM b->GLAW LC /KIFKB BQ>FIBOP-& QL (>SB

- L?FIB %@JBO @ 7 B?PEBPY ¢ $BIRWB CO

" RPFKBPP !RDRPQ >@BPPB/ @L?BO

EQQM ABIRBPJ>II?FW?ILDL@ T B? ABPFDRB>®E

J>OHBQFKD J>GLQFL CLKIFKB BQ>FIBOP MI>K QLEB>

JL?FIBB@JJBO @ T B?PEBPY , >ROFB @>?B

b- L?FIB #LJJBO @ #LJFKD QL %@JBO @ 3RBP B>0

9LRc B@JIBO @ DRFABI@ 3BMQBJ?BO

>@BPPB / @L?BO T TTB@QJIBO @

DRFABL@ KB TP Q@BKAP-OQF@IB MEM - L?FIB

#LJIBO @ #LJFKD QL %@JJBO @ 3/RBP .B>0

9LR EQJ )>K ->KPCFBIA b-L?FIB KQBOKBS$ESF@EP

%UMBDB QL ROM>PP /KBFIIFLKY ¢ #BIIRI>O BTP

$B@J?BO >@BPPR/ @L?BO

TTT @IR>&BTP @) PQLY MEM BEK , STPLK

X#E>MQBO % RPFKBPP >KA % #LJJB@



&QJ QEB PERKA NR>QBO  QEQ.RLE QEB R&KA NR>QBO
1J>W LK® @RPQLJBORRRA QEB [OA RPB JL?FIB
ABSF@P QL ?RJLOB QE>K ?FIIFLK FKIMB@P 4EFP FP BKQO
QE® >K PJ>Il ?RPFKBPP QE >K B @JBO @ TB?PBB PELRIA

T>Q@E @ILPBI

- L?FIB ABF@P @KKB@B QL QEKDBOKB>B BPE>MFKD QEB
T >V MBMIB >8 DLFKD >?LRQ QEBFO MBOPLK>LSRPVCK>|
IFBP

/KB L C QEB C>PQBPQIEC-B>P FK B [@JBO @ TFIl ?B RPFKD
JL?FIB ABSF@P QL J>IB LKIFKB MZE>PBP

#ILPB QL MB@BKQ IC LO>KFVQFLKP MI>K QLSBIL?FIB
TB?PEBPY QEB BKAL  /KIFKB OBQ>FIBOPQELRQ >K J
@JJBO @ PQQBW TFIl ?B FK QEB JFKQDF

( >KAEBIA ABF@P >B8 FK@SPFKIY ?BFKD RREQL BPBGRE
MQAR@P @M>CB MOB® >KA ?R LKIFKB TEFIB PELMMFKD

| @BKQSI AOFERD QL J @JIBO @ DQTQE FP PJSQMELKB
LTKBOPEFM >KA QEB@PMLKAFKD JL?FIRQBOKBRPB

. B>V MBO@KQ IC |JBOF@KP ESB BPBGER > MOAR@ LO >
PBSF@LKIFKB

IJLKD @BII MELKB [KBOP MB@KQ MR@E>PB> MOAR@ LO >

b L C/KIFKB BQ>FIBOPEQ@>IMFKD 5M -L?FIB

3QSQBEBR #LIAB¥% >@BPPR *RKB

EQQM @IABOmR@®J) L CLKIFKB BQ>FIBOPB-O

O-JMFKD RM JL?FIB PQQBBEBP! >QK 3JFQE b-L?FIB

I@@PP ¢ OBT)KQBOKB JBOF@K ,F& 0Q.GRD *RY
>@BPPB / @L?BO

TTT MBFFKQBOKBLO 2 BMLQP - L?FIB

I@@PP  >PNJ >KA K ->KPCFBIA b53 -L?FIB

%@JJBO @ 2BSBKRBP 38 QL 2FPB QL 2K FK

#BIIRI>Q BTP IMOFI >@BPPR/ @L?BO

TTT @IRI>&BTP @) PQLY MEM

#E>MQBO % RPFKBPP >KA % #LJJB@ X



PBSF@RPFKD QEBFO MELKBP

Web 2.0

4EB® FP KL >BBJBKQ >?LRQ >KB@ ABKEFLKCL :7  ?RQ FK
DBKBSl &) BBOP QL B?PEBP QBE>>B JLOB FIQBS@MS BKD>BKD
>KA FRBBPQFKD QE>KLZBA 7 B? PFQB FP LKB TEBSFREOP>®
BKD>DB TBE VR \LRO ?RPFKBPP >H/RU RJB ¥ ALFKD QEFKDR® IFH
QEBITILTFKD

d OLPQFKDL@BK QP LKMRO ?ILD LOMNRO >QF@IBP LO@EKD FK
> CORJ

d 2BJ BBQFKDLRO @KQBK) PE>OFKDLK &>BPLLH LO $FOEKD@

d 7 >Q@EFKD > SFMBPQBKFKD QL > MPRELO MIB@MEKD FK >
TB?FK>0

d 4>HFKD > NRFWBPMLKAFKD QL > MLII

7 B? FP >?LRQ ESFKD >l@SBOPQFLK TBE VRO @RPQLJIBOP 4EFP FP
SBOY ARB®KQ @O 1:7  TEBGB TB?PEBP BB PQF@ >KA LR/
@RIA AL T>P B>A 7B? PFQBP BO@II>?LO-QMS >KA FRBODAS

4EB PJ>ll ?RPFKBPP QE@ESQBP > BB QE» BKD>DBP >KAQBEO@P
TFQE MBVIB QE3 J>HBP MBMIB T>KQ QL PQF@RK® TFII ?B BSFKD
MBEMIB JLGB LC > @E>B@QL @9QB > I@EKBA)FLK TPE QEB
?RPFKBPP 4EBPB @ILPBO QFBP TFBREBA@RPQLIBO BKBPP

3QBB 3Q6RPP b->UFJFWFKILRD 7B? 0BPBK@®)P +BV QL
" RFIAFKCLRO 3>11" RPFKBRMA3! 4 LASV IMOFI
S@BPPB/ @L?BO T TTRPOLAY@J JLKB V
PJ>Il PRPFKBR®LIRIKFP@QGRPP ?RFIAFKD
TB? MBPBK@&=. EQJ

30QBB 3Q6RPP b->UFJFWFKDRD 7B? 0BPBKB®)P +BV QL

X#E>MQBO % RPFKBPP >KA % #LJJB@



>KA @KPFABQFLK C QEBL@M>KVE MDAR@P >KA PBE@P FIMCSB
@RPQLIBO@SPCIMAK FKEBPB QEB @EBRAC IIV>1Y FK@SPB QEB
@E>KEP 0O P>IBP >KA >AA QL QEBQRUQFKB 4EB® TFIl >IPL ?B
PFDKF@KQ ?BKBQP B IFBA ?BJ BBK QEB PJ>Il ?RPFKBPP >RWR F
PRMMIFBOP >KAQWBDP TIBOFKD QEBP@P € @JRKF@QFLK >KA
ALFKD ?RPFKBPP

! JR@E PJ>IIBO MB@KQ>DB C PJ>Il ?RPFKBPPBPSE>ALMQB
BIBJBKQP C 7B?  >P @JM>CBA QL [>DB BKQBOMOFPBP >KA JBAPFW
@JIM>KFBP  ( LTBSBOJ>K V PJ>Il ?RPFKBPPBB:RPFKDB?  FK
> SORY LC MLRFBT>VP

d /KB ?RPFKBPP LTKBO LMB® > &>®?LLH DORM XDO@B
FIQBBPQ FK QEB ?RPFKBPP SRAAE ILV>IY QHEARCE QEB
DQRM

d IKLQEBO ?RPFKBRRQFKBIMRQ PP BIB>PBP LKIFKB >KA

" RFIAFKILRO 3>11" RPFKBR3! 4 LAV IMOFI
>@BPPB/ @L?BO T TTRPOLAY@J JLKB V
PJ>II ?RPFKBRBLIRIKFPPQORPP ?RFIAFKD
TB? MBPBK@&=. EQJ
( B>-QEBO #I>KBb3J>Il " RPFKBPPBP IMBKQV 3ILT QL
IALMQ 7B? 0 EFILPLMEF8J +KLT IBADB %@E>KDB
*RKB >@ @PPRB/ @L?BO
FOHKL IBADBU@E>KDBBB>DR) @ @E>KKBI J>O-B0
PJ>Il ?2RPFKBPPBP >MMKQV PILT QL >ALMQ
TB? MEFILPLMEFBP
IKFQ> #>JM?BIl bB>I ,FB %U>IJMIBPC "RPFKBPP /TKBOP
5 PFKD 3L@F>BAFx 3]>I1 " RPFKBPRBKAP *RY
>@BPPB/ @L?BO PJ>Il ?FWBRAP @

OB>l IF@ BU>JMIBP LC?RPFKBPP TKBOP RPFKD
PL@F> JBF> BJI

#E>MQBO % RPFKBPP >KA % #LJJB@ X



>@MBP@RL QEBFORS ) DEPFKD QERI@>KVR TB?PBBIRKA
FK PBO@E BKEKBP

d 4EB LTKBO IC > MAR@ @M>KV BMLQR DLLA BPRIQP QE
SFABP QEQ TB® IL>AB\ LK 9LRAR?B >KA LK QERL@>KVR
TB?PEB 4EB SFABMO@B MEMIB QL QEBFEF>KA >IPL
BKD>DB BUFPQFKD GEGP LK QEBBF

d ! PJ>Il OB>| BPQOB @M>KV E>P > &EPLLH M>DB > ?2ILD >KA >
MQMBQ/ SIRB @@RISLO QE>>IITP ELIB LTKBOP QL>@ERRISB
>K >MMQFJ>QFLK C QEBFO EL#ESIRB TRELRQ BFKD QL PMB
TFQE > B>IQLGIEB FKIADJ>QFLK FP QEBK®BR> B J>FI

IP7 B? HBBMP BLISFKD QEBI&B >KA LMMOQRKBFBRHFII ?70FKD
QL PJ>Il ?RPFKBPPBP TEK@KRB QLLDOMEB FK@SPB\ QLT LC

Q@ LT >V FKOJI>QFLK @ BBK ?RPFKBPP >KA @RPQIQBRFKB6B

FK FKOJ>QFLK AFPQOF?RQFLROBDEDLDP >KA TFHFP >KA QEB
FK@SPB\ M>QF @RF:K C @RPQLIBOP AKAR@ FIMCSBIBKQ >KA
BSBK ABPFDK TFILK@FKRB V' >ALMQFKDB? QB@EKLILBBP >KA
QLLIP PJ>ll ?RPFKBPPBMK @JMOSB J>0HBQ PERD MO >KA
@@MR@FLK KL>KA FK QEB CRBE3SKD (BRF ,BB $>SFA $B BPQBO
>KA 3L 2>0M® ¥y B? >KA /MMLOQRKBFBR.Q 3>Il * RPFKBPPBP
Service Business KL A

Key Takeaways

d % @JIBO @ MIROOJIP J>HB K MLPPF?IBOC?RPFKBPPBP QL PBI
LKIFKB 4EB >Il FK LKB MDEOJ PLIRQFLK E>P @&IB JLO B
MLMRI>O QE LKIFKB JB@E>RP 4EED>@ J>KV MIDOOIP QEQ
>@ Q>FIBA PMBF@IV CO PJ>Il >KA JBAFRJ PFBA
?RPFKBPPBP

d 3J>1 ?RPFKBPPBP PELRIA QEFKH >?LRQ #2- #2- PLIRQFIXP >0
KLT >S>FI>?IBIO BBK QEB PJ>IIBP@I?RPFKBPPBP

d %BK QELRPJ @LJIJBO @ FP I>IFKD ?BEFKA LQEBO JL?FIB RPBP
TF®IBPP ABF@P >KA J @.JJBO @ >B BUMEDR QL @SQB

X#E>MQBO % RPFKBPP >KA % #LJJB@B



>KLQEBMALIRQFLK FK B.@BO @

7B? FPFIMLQ>K D FP >?LRQIEKD >I@SBOPOFLK TBE
VLRO @RPQLJBOPI8?RPFKBPPBP BBQL IBOK >?LR@FKA
PQOXDIV @KPFABO RIG®ILERFKIAFRL QEBFO BIEBO @
PQEDBBBP

7 B? HBBMP BLISFKD PL QEBIBB >KA LMMQIRKBFBRMFII
20FKD QL PJ>Il ?RPFKBPPBP IKIR&RB QLLIO

#E>MQBO % RPFKBPP >KA % #LJJB@ X



5. Chapter 5 - The Busises
Plan

Developing dur Stateg

IP JBK QFLKBFKZE>MQBO F) FP @BV FIMLQ>IQ 00 >K/ ?RPFKBPP
LAD>KFV@FLK QL ?B >?IB QI@REDBY RKABOPQ>KA >KA RFER E>Q
@KPQPRQBP @RPQLJIBRES 4. AL QEFP LKB JRPQEB> @8O FAB
LC TEL \LRO @RPQLJBOB £O TFIl ?B { T BSBOPFIJMV FABRRGKD
@RPQLIBO>IRB FP FKPR@FBK 'K LM>KFWFLK JRPQ ?B >?IB QL
MQSFAB @RPQLJIBIRS TREFK BBOI| FIML@>K @KPQFQP /KB
LC QEBPRIPQFIQP ABP TIOE QEAL@IBQBFLKTE>Q IGBOFKDPE-O
>S>FI>?IB >KAQ TEXQ) MOB@PL TE>Q >AAPFLK>| PBE@P JFIEQ >
@JIM>KV MOSFAB! PB @KA @QF@V FIMLQ>K @KPQFK FP QEB
>S>FI>?R¥ LC BPLR@P QL QEB ?RPFKBAPKBWQFLK BPLR@BP
@KPFPQCLCROP PR@E >P JVKB>@EFBPNRFMJIBR LMBQFLK>I
@M>?F(F >KA MBOPLKKBI

( B® FP >K B>JMIB > BPQRGKQ FABKFRER P MOFJB @RPQLJIBO
?>PB >P ?BFKD RMIBG@®IFRIBIB FK QEB ?RPFKB@PFER C > J>GLO
@W 4EB BPQROKQ BADKFBA QE® @ E>P KRIARP @MBQBLOP
QE® >B FIOBBPQB FK MGFAFKD QEB P>JB @BBKTBE >K RMP@®
AFKFKDUB/BOFBK@RO BU>JMIB BPQROKQ JFEQ MCSFAB >R®B
@ROPB F® PQ>0 DLRO@BJB>l QL GP @RPQLJBAP >JPL MISFABP
PRMESQAS PBSF@® )C > @M>0-?I1B BPQROKQ C>RBOL MCSFAB
> @IM>0>?IB JB>l QE>K QEBUBIMIB BPQROKQ QEB B-JMIB

X#E>MQBO 4EB RPFKBPRK



BPQROKQ TLRIA ESB > @IMBQBFS >A5>KQ>DB Q QEBB-JMIB
BPQROKQ IGB®A QEBPB PRIMQRLRP-IB CO > BISQFARV ILT MOF®
FK @M>OFPLK QQF @MBQBLOPQFILRIA FKPFM PBJ QL ESB
BSBK JLOB LC >K >8KQ>DB [TBSBO FC QEB MORE@EMB\ FP
PFDKF@KQV IBPP QE>K QHBP@LC MCSFAFKD QEBXIBQEB PBE®
FK QEFPORBFLK L@IA KLQ ?B J>FR>FKB K C>@ QEBBBQRGKQ
FKBR>A TLRIA ExSB QL DL LRQCL?RPFKBPP L8BAFKDUEBIIBIQ
@RPQLJIBO BBE@J>V ?B > KEBPP>0@KARFLKLO ?RPFKBPP SR®
?RQ FK >KALOPBIQFP KLQ > BREFBKEKARFLK

3L ELT ALBP LKB DL >?LRQ ?>I>K@FKD QHR KB MGFAB
@RPQLJBO>I®B TREFK QEBBROR@P S>FI>?IB TEFIB BhVP
J>FKQ>FKFKD >P@ECREBLK @IMBQBLOPaGEKP B >® DLFKD QL
>MRB QEY TEx) FFBNRFABA €O QEY EOJ FP QL 88 >HI®GI:< N

4EB TLOA strategy FP ABGEASCOJ QEB 'OBBH TLQA strategos TEF@E
QRLEN QSKPIBP KX QEB S0IC QEB DBKBCOK>JBIV > JFID>0
IB>ABO'BKBO>IP >8 GBPMLKPF?IBAJ>0OPE>IFKEBRFABA BGPLRGP
>KA LO>KFWFKD QEBMI®>KA QEB ?>PF@ MR>@H -R@E FK QEB
P>JB T >V BUB@RQES >P TKBOP C ?RPFKBPPBB BAMEDB QL ESB
> DBKB®) FAB LC QEB ABBRQRQ@BP >@IRFOGPLR@P ERD>KA
QEFK MBOPLKKBI >KA DBRBMI>KP QL >@BREELPB LRQIBP )K
QEFP PBKPB >Il ?RPFKBPFBPR >0 PJ>Il ESB PQQBEBP TEBEBO
QER >B @80V TOMBK LRQ AKOJ>| ?RPFKBPP MI>KP BPFAB FK QEB
JFKA LC QEBTKBO IC QEB ?RPFKBPP

4EB® >B J>KV ARBE®KQ 00J> ABEKEFLKP @ POOBY TROE
BPM@D QL ?RPFKBPP 4HB TFKD FP > M3B>| IFPQFRIPLIB IC QEB
ABEKBFLKPABK 2V HBY BJMBQP FK QEEBMA

@\ strategy is a pattern of objectives, purposes or goals and the
major policies and plans f or achieving these goals, stated in
such a way as to define what business the company is in or is
to be in and the kind of company it is or to be ¢

+BKKEE |00T 4EB #LK@BM@#LOMLQB HEQBY
( LJBTLLA ), ) OFK
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OThe determination of the long-run goals and objectives
of an enterprise, and the adoption of cour ses of action and
the allocation of r esources necessay for carr ying out these
goalsc

OWhat business strategy is all about, in a wor d, is
competitive advantage ¢
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7 EXQBBO ABKGFLK C PRQBN FP RPB K) FP@MBK ABZORIQ QL
PBM>QB @ QO QTL LQEBO QBOJP BB@ MI>KKFKD >KAQRED
J>K>DBJBKQ "LQE QBOJPB-0RBK MEBBFBA >P ?BFKD FK QEB ALJ>FK
LC I>DB @OMLERFLKP KLQ @P>0FPJ>1l QL JFAPBA?RPFKBPPBP
4EFP FP PLIJE>Q RKABOPQ>KA>?IB 4EBRIOEDPQQBB@ MI>KKFKD
>P > PBM>QB AFP@FMIFIGRE® LSBO BY \B>OP >DLQ T>P J>FKV
@QK@OKB TRQE >PPFPQFKD ERDB JRIQFAFSFPHLX:ARPEKBPPBP
FK @ AFKQFKD QEBFQE&FBPK)QEB F}BESBKFKD E>@BKQRQ®
PQEMBBE@ MI>KKFKD E>RAR@A > SSPQ NRY LC IBBSQRB
-FK QW?BD0, >JMBI EIPQEKA FK > EHYV @ QF@®®SFB L C QEB-BIA
FABRFB\ QBK PBMsIB P@ELLIP >PPRBFFRQE PAOBB@ MI>KKFKD
7FQE QE>KRJ?BO C ABBKQ P@ELLIR) FP @B QE> QEB AFP@FMIFKB
E>P KLQ >08kSQ > @JILK @ LKPBKPRP @QBB@ MI>KKFKD E>P
?BBK PBK >P > PBOFBP QBEKFNRBP >KA QLLIRQQERIA BK>?IB

IIC@A #E>KAIBCBQEQB >KA DORMRB #>J?0FADB -!
-)4 00 BPP

+BKF@EF /EJ>B 4EB -FKA C QEB@SQBBPQ

( >OJLKAPTLQQE 5+ OBKDRFK "LLHP

( BKOY -FKQW?BO1LPBME »>JMBI >KA "ORB'EIPQEKA
3Q680BB@ 3>C>OF !|'RAMELRO QEBLE QEB 7FIAPC
3Q80BB@ ->K>DBJBK) .BT 9LH &BB 0@BPP
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LOD>KFVQFLKP QL >@BFREBFO RMBE DL>IP >KA L?GBASP
3Q8QBB@ J>K>DBJBR T>P PBK >P QEB DOKFVQFLK>| JBE>KFPJP
2V TEF@ELR TLRIA FIMIBJBKQ QEB PQBB@ MI>K 3LJB @ QEB
JLABIP >KA >MMO@EBP >PPL@F>TFQE PSOBB@ MISKKFKD >KA
PQEDBB@ J>K>DBJBR ?E»JB NROB @MIBU >KA TLRIA MOSB QL
2B C>PO@RJ?BOPLJB QL FIMIBJEKFK >Il ?RQ QEBBRY ?RPFKBPPBP
&RQEBPQEBB@ MI>KKFK@MBK ?@JB > ?RMB>R@MFAUBM@FPB
TEB@ MBMIB ElIR LRQIOJIP >@MBKAB JB BQFKDP >K/ABKQ QEGLE
QEB JLQFLKP QLLMR@ > AL@RJIBR HKIK >P QEB PSUBB@ MI>K
3LJB QFJBP TE® FP JFPRBFK QEFP AFP@RPPBEK >T BV
BIBJBKQ_PQQBBP@ QEFKHFKQEMBB@ QEFKHFKD FP @EBFERO
>K>VPFPQ QEBLE@VIBQBMS I>KAPEMB >KA > ABM RKABOPQ>KAFED L
@RPQLJIBGI®B ) PELRIA ?B QEB AUFSB b3EQBY 4Q FHe LC QEB
BKQFEOMO@BPP 4EFRLEBMQ FRIBKICDL@BK FK I8 ?RB>R@MF@
LAD>KFVQFLKP

-1G6l:< N . @>@

3Q60BB@ QEBKP @BK 7H @JLKI V RKABOPQLLA MOFK@FMIBP QL
@B>@E QEBFO DL>IP 4EFP FP JL@Y BB >JLKD JFIR>Q IB>ABOP
PR@E >P !IB>KABO QEB BSQ LO EKKF?>l 2?B@ % ,B LABK
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SFLIOR ?>PF@ JEIF® MOFK@FMIBP PR@E >P AFSFAEGBPEFP C
'BKBO>| $LRDI>P ->@!0QERO PELEAHQEB LAQE +®B>KP TOE EFP
?LIA I>KAFKDP ?BEFKA BRBIFKBPQ K@ELK 4EFP JBE>| IBUF?RIF
>IPL BJFPQP FIBEBD?RPFKBPPABOP

3LILILK >KA &OFBJ>K OB@RKQB > MOFJB B>JMIB LC QORB
PQENBB@ QEFKHFKIFIPLK (>OBIl QLLH > PJ>Il @ILRBIEBIA
@IBKFKD PMO @IM>KV HKOK >P &LOJRI> QL QEB MLRK IC
E>SFKD KFLK>I AFPQOF?R®FLK )QEB MLOFLK QE>&LOJRI>
EBIA T>P QESQBKB ?V QEB MLPPF?IBQEKLC 00@BO '>J?IB
FIQL QEB P>JB PMO@IBKFKD J>EBQ 00@BO '>J?IB T >P > ERDB
@KPRJIBO MAR@P MAR@OKLQB €O BP J>BBQFKD BSV 0Q.@BO
'>J?IB ?BD>K > MO LDGJ L C BIQBKPES>0HBQ BPE-GRE QL MQB
P @M>0>?IB MDAR@ QBB @IIBA #FK@E #BIV QEB ISIBO RDJ
E>A > JR@E BSQBO $%KQ>DB £0BII HKB QEX 00@BO '>J?IB
TLRIA MBQOJ QBPQ J#BQ BPBGRE (B ARDFAB QL AL QEB
RKBJMEDB 2>QEBO QE>K BEY @KCOKQ QEFP JR@E DOBO
@JMBQBLOEB ?BD>K > MOGJ TEBOB EB GAR@A >ASB@FPFKD
BUMBKAFRBP FK $B8BO >KA PQLMMBIQILQFKD EFP &LOJRI>
4EB LRQ@B T >P QR 00@BO '>J?IB E>A PMEA)>@RI>BRRIQP
>KA QEB L@V>KV T>P BJQEIBIV BU@BB TRQE QEB MLQBILO
#FK@E Q@BO  '>J?IB FJIB AFSBY ?BIFK > KOFLK>l P>IBP
@JM>FDK (LTBSBO ?BC QEB I@M>KV @RIA ?BIFK (>O8II
FIQDAR@A > MOILQFLK IC EFPTK ( B QLLH QEB &LOJRI>
PFUBE LRK@ ?L@IB >KA @>@BBR QL > E>ICIILK PFBV?2L@IB
( B QEBK PLIA ?LQB > PFDREBEQ AFR@KQ 4EFP NROW LC PMU
@IBKBO TRIA I>PQ QEBBODB @KPRJIBO PFU QL KFKB QEP 4EB
J>OHBQ 0O 0Q@BO '>J?IB # #FK@E P PFDHFEKQV BAR@A
00.@BO '>J?IB T >P @KCRPB >KA @KCRKABR ?V BP MLLO
PELTFKD >QBO QEB MEBKLJBK>| PEKD FK $B8BO #LKCRPB >KA

0>RI 3LIJ>K >KA 4ELJ>P &0OFRJ>K ,FCB >KA $B>QE LK
QEB #LOMEQB "XRIBEBIA (LT #LIM>KFBP 7FK ,LPB
3RGFB . BT 9LMH 3FJILK >KA 3@ERPQBO n
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RK@®>FK QEBJ@>KV @ELPB QLQEAST #FK@E COQEB J>OHBQ
7FIPLK ( >OBIIR AFPMI>LC ?0FIIRKPOQBB@ QEFKHFKD E>A ABPQB
QEBJ (B IEBGDBR\ EFP PJ>Il @M>KVR @EQMS QEFKHFKD >KA
QBUF?R¥ >D>FKPQ QEBJBKALRP BPLR@P IC >K RBBOKFLK>I
DF>K) 4EORCE PRMBOFLOSRBB@ QEFKHFKI@II T>P >?IB QL ?BPQ
0Q.@BO '>J?IB

Do You Have a Stategy and What Is It?

7 B E38B >ORB QE® >I| ?RPFKBPPBREEPQQBEBP TEBEBO QEB
>@ BUMIFQIF >QF@RIB LO KLQ BO® PQOB QE® BJ>Il 2RPFKBPP
IB>ABOP B3 QL B@DKFB/ QE® QEB >2®FQL IMJIRISQB >KA
FIMIBJBKQ >K BB@MS PQQBU E>P > J>GLO FRBK® LK QEB
PRSFS| >KA PR@PP C PJ>Il ?RPFKBEP
4EB BUQB® QL TEF@E >¥0BD PELRIA ?B -QF@RIB. FK > DJ>|

J>KKBO PR@E >P M@ > ?RPFKBPP MI>K APNEABMBKABKLK QEB
Q/MB C ?RPFKBPP /KB JEQ KLQUMED > 0J>IIV ACQB PQMBY
PQOBJBKQ 0 > KLKBIJMIMBB ?RPFKBPP CRKABFKDRINO QEB
LTKBO /KB OBPBG@EBOLRKA QED 0DJ> MI>KP >® O® FK
?RPFKBPPBPQEEET BO QE>K8 BIMILVBBP ( LTBSBOWLR PELRIA

3QBMEBK # BO® d #LIM>OFPLK LC &>FM>KA . LK

&>FIB 3J>Il " RPFKBPPBP FK QERBBIGROBP $L -BK >KA

7 LIBK 5 PB $FB®KQ 0>KKFKD >KA $8FPFLK ->HFKD

3QEQBBBPc 1L ROK>| C $ESBILMJIBKQ>| %RBMBKBROPEFM
KL

3QBMEBK # BO® WK %UMILEQLY 3QRA LC 53 " RPFKBPP

&>FIREP >KA QEBJRBK® LC BIBS>KQ %UMBOMBIKIGA

0I>KKFKD OE $ AFPP 'B(DB 7>PEFKDQLK SKIGRY

#E>MQBO 4EB RPFKBPRXK X



@IBOV ESB QES BIMEROFLKLO >K/ LQEBO/@B C PJ>II LO JFAPBW
?RPFKBPP

IK V ?RPFKBPPQE BJMIMBBP PELRIA BB >K >QF@RIB PQEBD
QE® @K ?B @KSBVBA QL QEBJ PL QE>QEBJFIDEQ ?EBRBO >PPFPQ FK
FIMIBJBKQFKDQF #RQFP MLBE LRQ QE»FK QEB >?PBK@ PR@E
@JIRKF@QFLK BIMILVBBP J>HB MEDJ>QF@ PELQBOJ ABFPFLKP
QE® @RJIRFARV COJ >K >A EL@ POOBNUC 4EBPB >A EL@B>IFBA
PQEDBBBP J¥ ?B X LAAP TBE QEB MI>KKBFIQBKAB PQEDBEBP QL
DRFAB >FOJ ( LTBSBO>KV ?RPFKBPP QEPBHP BQBOK> CRKAFKD
COJ ?>KHBOP BKQRB@MB>IFPQP BRMDBIPc JRPQ ?B >?IB QL @RS
RP PSUBE FK >IMJ>| 2RPFKBPP MI>K

#1B>0V PM@REKDMRO POQBE PELRIA ?B FEK >P >K BKA FRFBIC
2BNRFOFKD @KV QL PMBRCRP PSUBD CA@P QR @M>KV QL
QEFKH >?LRQPA@B FPPRBP PR@E >PLOEBRKD

7 EL >® \LRO @RPQLJBOP

( LT >0B \LR DLFKD QL MSFAB'SRB QL QELPB @RPQLJBOP
7 EL >@ \LRO @RENQ >KA CRER@IMBQBLOP

7 E>Q >B\LRO BPLR@P

( LT >0B \LR DLFKD QL RPB QEBPR R@3P

O O o 9o o

/KB @LJJIBK Q®LO FK > ?ILD MRQCSIKOTBII b)) KBBO @PBP QL
>J>WB JB ELT J>K V MBMIB TFIl RPB '03 LO 'LLDIB J>MP €O > QOFM
PLIBTEB@ ?RQ TEBKF@BP QL PQSIFKD > ?RPFKBPR QEBKH QE>

AFPPBOQ®FLKS>FI>?IB QERLE 5-) $FPPBORQ®FLK
3BGF@P KK !10?L0O-)
$>SFA ! #R@FP @EQBB@ I6KKFKDLO I>11BO
" RPFKBPPBIMIOLSFKD #LOM:QB BOGDJI>K@ >KA
OBOPLK>IBT >Q\ #>J?0FADB -! ,B UFKDQLK "LLHP

( BKQY -FKQW?BO4EB 2FPB >KA &>ICLR)EQBB@ I6KKFKD
. BTOLMH &BB 0@PP
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QEB @K AL © TRELRQ 3KPQQBD LO TRELRQ %KDRFAFKD>®
J>M ¢ (>00 4R@F L@IBK Q MLP@EL QERILTFKD ?ILD

Types of Sategies

K -F@E>BI QAQBO > MBPPLO @ (>B>@ "RPFKBPP 3@ELLI
MR?IFPEB> J>GLO TOH FK QEBEBIA C POQBB@ >K¥PFPCompetitive
Strategy 4L PFIMIRCOLGQBO#EBPFP TEFRIBMEB QBFLK FP ?BIREIF>|
QL @RPQLIBAPFP KL s\VP ?BKEG@F>| QL QELPB TEL@IMBQFKD
#LIMB QBFLK J¥ FELISB ILT BOFKD MBRE@K@®®FKDBPBE >KA
ABBILMIBKQ 2$ >KA FK@SPFKD SB@FPFKD >KA LQERGBKPBP
>KA >@FSFBP >l @ TEF@E>@ ILTBO M@® J>@FKP 0QADBO
PRDDBP@BES EOJP PELRIAS@CRV BJ>JFKB QEB FKARPEIOTEF@E
QEB >@ LMBSQFKD >KA >MMIE>Q EB @IP QEBFG CG@P JLABI
4EBPB EB CO@P >B >P OILTP QEB MLBO C PRMMIFBOP QEB®IL
LC ?RBOP QEB BED IC PR?RQRQFLK QEBBEAC KB BKQEKQP
>KA OBSY TREFK QEB FKARPOBAL KLQ KBA QL @BO QEBPBE
CQ@BP FK K DB>Q AB>FI LQEBO QE>K QIQES LK® QEB >K¥PFP
E>P ?BK @KAR@B > EOJ PELRIA ILLHLO T>VP QL JFKFJBAQEB
AVPCRKIBLK>| L@PBNRBK@P IC @MBQBFLK 00QBO FABKE CRO
DBKBOF@>@BBBP QBE>EOJP JV @ELLPB QL FIMIBJBKQL >@EBB
QE® BKA !@R>V EB FKPF\ FABRRE QEBB DBKBOF@>PBBBP

2FBB> ,BPLKPHWH 3 J>II * RPFKBPRK $LR?IBP QRO
HE>K@P 0O R@BPP 3¥P > .BT 3REBV 3J>Il " RPFKBPP
4BKAP *RKB >@BPPB / @L?BO

PJ>II ?FWBRAP @ ?RPFKBPP MI>K PREBPP
QF@ >P IFHBNVEQJI

-F@E>BI QADBGLIMB QBA53Q8QBY 4B@EKFNRARC
IK>1 VWFKBARPQOFBP >KA #LIMB.OP BT 9L(H &BB
0BPP

#E>MQBO 4EB RPFKBPRK X



?RQ LKB C QEBJ @K ?B ?FCR&EB. .=:H: ; DJG Hl&:<>:H 6G 6H

;DAAH H: TE:C:G>8 - 1G6l:<>:HU 8DHI A:69:GI=>E 9>;:C1>8>DC

8DHI D8JH 6C9 9>;G:C I1>6>DC P8JH 4EBPB (RO DBKBOF @PEEBP

@K ?B >MMIRBQL PJ>Il ?RPFKBPPBmB TFIl BJ>JFKB B@E PRUBU

>KA QEBK AFP@RPRJTEEBNRHBA QL PR@PPCRIIFIMIBIBKQ QEBJ
1:.C:G>8 - IG6l:<>:H

Low-Cost Adanta@

| 8DHI A:69:Gi=>EPQEDBY BNRFEP QE > BE0J ?B FK QEB MRPEK C
?BFKD QEBTIBPQ I@Q MAR@O FKIP [@MBQBFS BKSFIKJIBKQ 'V
?BFKD QEBTBPQ @Q MAR@O> G-0J E>P PBC| PQEBB@ LMQFLKP
LMBK QLF ) &K PBIIGP MAR®@ LO PBE@®>Q > I BO MCEQE>KQP
@JMBQBLOPC) MOB®@P > J>GLO ABBYL. @RPQLIBSIRB QEBK QEB
G0J TE QEBTIBPQ MBAEELRIA PBII JLB 4EB ILT @.PQ MAR@O
>IPL E>P QEB LMQFCKPBIIFKQFF MAR@P LO PBEEP %) MOBRQEY
>@ @IM>C>?1B QL ®P I@MBQBLOP KT BSBOQEFP RIA JB>K QE®
QEBDJ TLRIA E3SB > JR@E EFEBO J>OFK QE>KQP @MBQBLOP

/? SFLRMI @IILTFKD > @Q IBABOPEFM RUBD AF@OBP QE>QEB
?RPFKBPP ?B DLL@ @ROFIFKRRDP BE>MP QEB @IBPQ B>JMIB
LC > B0J QB3 BIMIVP > @Q IBABOPEFM FQUEN FP 71J>0Q
7 >1J>0QR FEBPQJBIQ FK @RPQLIBD@FLKP >KA SBKQLY @KQO
PVPQBJP MIRPAFERDB BFBK>?IBP @ QL RBRE QEB b?BPQc>HB

X#E>MQBO 4EB RPFKBPRAK



COJ PRMMIFBOP >KA>RQP@/ BAR@ @PQP Q JFEQ >MMB Q>
@PQ IBABOPEFM RIBBBP 0JLPQ PRF>?IBI® 1>DB EOJP QE>» @K
BUMILG BRKLIFBP ILC P@B 4EFP FP KLQ@BP>OFIQORB JSIIBO
G0JP & @IMBQB LK QEB ?>PRP@PQ IBABOPEFM AE@K MLRBFLK
QEBJPESBP FK L @.PQ ®P >KA QBB @K BUMILG QEBFOT RO
LSBEB>A @PQP &>JWl ?RPFKBPPBBK@RPB C>J¥| JBJ?BOP >P
BJMILVBBP LO QEB@K RPB > B? MBPBKBQL J>BBQ >KA PBIl QEBFO
DLLAP >KA PBB@P ! PJ>Il C>JFV ORK IRK@ERB®B QE>MROE>PBP
RPB\ BNRFMJBR >KA BBOP > IF{J JBKR LC PQ>KA&QMB>HC>PQ >KA
IRK@EQ@BJP TEFIB KLQUBOFKD AFKKBOBBLPB DLLA B>IMIB LC >
PJ>Il ?RPFKBPP QEE>P LM@E.O > @PQ IBABOPEFM RUED

Differentiation

I 95;;:G:C1>68>DCPQBY FKLISBP MSFAFKD MBR@P LO PSEBP
QE® JBBQ @RPQLJBORB FK PLIJB RKFNRBW 4EFP RKFNRBKBPR/J>
7B ABORS FK PEBOI T>VP | G-0J J>V Q¥ QL ?RFIA > MRE@RI>O
?20-KA FJ>DB QE» ABBKQRIBP@PBICLOTFQP @MBQBLOP ->K/
@ILQEFKD IFKBP PR@BJ>PV( FIEDBAMQLED QEFP >MM@E /QEBO
COJP TFIl Q@)L ABRBKQFSB QEBJPEBP LK QEB ?>PRP QEB PEEEP
QE® QBBMOSFAB $LIFKLBP ?BD>K QL AFPQFKQRERELEQQEBO
MFW> BOJP ¥ BIME>PFWFKD QEBRMBEP ABIBS $FABBKQRIFLK
>IPL @K ?B >@ESBA ?V LEBOFKD > RKFNRB ABPFIBSQRBE FK QEB
MQAR@ LO QEB BE® !MMIB MAR@P ®HKITK Q.0 QEBFO RPBO
COFBRAABPFDIBQRBP | G0J J>V TFPE QL ABGKQFIB GPBIC LK
QEB ?>PFRCLQEB NRIF.C 6P MAR@ LO PBE@ +LDF ?>028RB
QOR@HP LMBWD FK ,LP IKDBIBBMBPBIQ PR@E >K >MMDE 4EB
LGBO ERDNR>IEY CLA CODJ JL?FIB CLLA QOR@HP4EBV CRQEBO

+LDF OR@H 3@NEBEC +LDF ™1 >@BPPB/ @L?BO
H LDF??N @

#E>MQBO 4EB RPFKBPRXK X



C>@61BB QEBFOBMBEQRIFLK \? ExSFKD QEBFO QARQBRSFI>?IB
LK QEBFCBPPBEB >KA LK QEBFO@IBO @RKQ

IALMQFKD > ABBKQFOFLK PEIBY GNRABP PFDHREKQV ARBBKQ
@M>?F@FBP QE>K QELPB (B LRQIFKBLO @PQ IBABOPEFM &FOJP
QE® BIMIV > ARBBKQRIFLK PEUBU JRPQ ESB > @IMIBQB
RKABOPQ>KAFKD TEX) @KPQPFRQBP @RPQLIBAES &RQEBOQER
JRPQ ?B >?IB QL>BIFAM BPMLKA QL @EFKD @RPQLIB@KB /CQBK
> AFBBKQFOFLK PEIBU FELISBP IGBOFKD QEBPEAR@P >KA
PBOF@P ¥ > MEIFRJ MOFR® ! AFBBKQRIFLK PEIBY J>V >@BMQ
ILT BO P>IBPLIRJBP ?B@RPB > 0] FP @EBFBD EFBO MM@RE>KA
L?Q>FKFKD EBD M@X) J>M@FKP ! ASKDBO FK QEFPLS\®EFP QE>
@RPQLJBOP ¥>KL ILKDBO MIB@ MBJFRJ S>IRB LK QEB RKFNRB
®B>QRBP LO NRAFLC QEB MER@ LO QEB BB@ 4EFP [ESBP QEBOJ
QE® IGBOP > ABMKQFSFLK PEIBY LMBK QLLEMBQBFLK CDQELPB
QE® >ALMQ + /@) [BABOPEFM RUED

FocusNLow Cost or Diffentiation

OLAQBO FABRBP QEB QEFMMBY C@RP B P>FA Q8>C@RP
PQEDBBBP & ?B PBDJBIQB FIQL >8DHI P8JH>KA >9>;:G:C I>6>DC
:D8JH

)K > C@RP PEIBY > G0J @K@KQEQBP LK LKB LO JBPBDJIBIQP
LC QEBBOI J>OHBQ &L@RPH@>IPL ?B ABP@OK?H > KF@EB
PQMBY &L@RP PQBY BIQ>FIP AB-AFKD QL PLIBIBR QY TB AL
KLQ TKQ QL EB BSBOLKB >P > @RPQLIBEB® >B PEBG| T>VP
QE® > E0J @K >ALMQ + @RP MBORYES

d *GD9J8I A>C:! CFOJ IFJRP@P MAR® IFKB QL REIB@JBJIP IC
LKIV LKB LO JLB MOAR@ QMBP #>IECKF> #@'RFIABO
MQAR@P LKV @QBOFKD QOR@HP >KA JLQREEBKP

d JHIDB:G !CFOJ @K@KQEQBP LK PBEKD QEBRAP IC >
M>QF@RIANMB C @RPQLIBOBFEQ 7>Q@EBOEK@KQEQBP LK
@RPQLJIBOP TEL TFPE QK@ QEBFOBFEQ LO ILPBBFEQ

X#E>MQBO 4EB RPFKBPHXK



d 'D<G6E=>86@G ->K V PJ>Il GOJP LRQA@KBBPRY TFII IFIR
QEBJPBESBP QL > MOP@RI>QDBMEF@FLK -F@ICPABT BOP
DBKBgIV PBSB > IFJRB DR DOMEF@DFLK

d *6GI>8JA6G 9>HIG>NIC 8=6CC:AXFOJP J TFPE QL IFQF
QEBJPBIBP TRE BPMER QL QEB KPP % TEF@E QEZPBBII QEBFO
MQAR@®@P >KA PBE@P !J>WLK ?BD>K >KABI>FKP >B0J QB
PBIIP LKY QHARCE QEBRKQBOKB

&FOJP >ALMQFK®RP PEUBBBP ILLHLO AFPQEK@IRMP QE»J>V
E>SB ?EBK LSBALLHBA ?V QEBFQIEIBQBLOP 4EFPLROI KBAP QL 7B
LC PRE@FBWK PRPQ>FK>?IEERBII>HB 1D >K BLKLIF@IIV ABBKPF?IB
LMQFLK /KB JFEQ LMBK > PEEMQB®PQROKQ FK > MOB@RI>O
DB.DOMEF@ @ LK > PJ>Il QIK ( LTBSBOFC QEB ABJ>KA FP KLQ
PRG-@FBK I>OB CO QEFP MF@RIMMB C (LA QEBK QEBRQRGKQ
TFIl MD?>?1V C>FI #LIM>KFBP QE>@H QEFPOR@P QL @MBQB LK
BREBO > IQFLK>| 88l LO >K FKARRQWGAB IEBI J>V >ALMQL@RP
PQEDBBBP &L@RP @BBBP BK>?IBFOJP QL J>OPE>l QEBFAQEEIF
BPLR@P QL ?BPQ BBQEBFO @RPQLJBOP

IP MBSFLRR® PQOR C@RP PEIBBEBP @& ?B ?FCRENDA FIQL DL
AFB@)FLKP L@QIG@RP LO MBBKQFRIFLKL@RP )+%! PBIIPTLMOFRR
CRORRB QL QELPB @RPQLJBOP TEL TRIFKD QL >PPBJ?IB QEB
CRORRB Q @RQPPFI@QP ¥ RPFKD > SIBELRPB €DEBO QE>K
PELTOLL] CLOJ>Q >KA KLQ M&FAFKD ELJB ABBRY -F@E>BI $BII
?BD>K EFP ?RPFKBPP IGREFEL@DB ALOJELY ( B QLLH LABOP CD
@IILT PQRABRP >KA @RPQLJ ?RRIMMBQBOP QL QEBF@ P@BFLKP
4EFP BP > @PQIC@RP PEIBY " V ?RFIAFKD QIABDR >IJLPQ QLQAII
BIFJFK®R QEB KBA CO >K/ FKI@FKD TLOHFK MQ@PP LOFEFPEB
DLLAP F8BKQLOFBP

| CL@QRP ABMKQFIFLK PSIBY @K@KQEQBP LK MOFAFKD >
RKFNRB MER@ LO PBE@QL > PBDJBR IC QEB J3¥@Q 4EFP PQBU
J>V ?B ?BPQBBIBPBIQR ?V J>KV PMBFNQBQ>FI LRQ@B 4EB "LA/
3ELM C@RPBP LK @RPQLJBOP TEKQTKORE) FKDEAFBRP FK QEBFO
J>HBRM ->U >KA -FK> FP >LUPEBO PNEFMF @ @& J PQLB FK .BT
9LOH #RY )Q MCSFABP >LEPQ>®V QQOFKD JBKRE JLAB QE>K
BULQF@>SLOP PR@E >P #>GRBOIBU @OK >KA MAW 4EB PQRO

#E>MQBO 4EB RPFKBPRK X



E>P ?BK TOBBK RM FK QE&wv York Times >KA People J>D>WFKB
'FSBK RP LAAIESLOP ->U >KA -FK3® T>P $QB QEB KRJ?BO LKBEF@
@B»J M>ALO FK IJBOFEGFK

Evaluating Stategies

4EB PBIBDFLK C > DBKBOF@@EED? > EOJ PELRIA KLQ ?BEB>P
PLIBQEFKD QL ?B ALKB LK > TEFJ /R@ PQQBD FP PEE@B >l
>PMEDP C QEB ?RPFKBPP JRPQ 2BQRABIMIBJBIQFKD QBE:POQB
IP 0LGDBO PQB bY%B@FENV FIMIBIBKQFKD %KLC QEBPB DBKBOF@
PQEDBBBP RPR¥II GNRFEP QLQ>IL@F QJBKQ >KA PRMMREKD
LAD>KFV@FLK>| >SKDBJBKQR 4EB PR@PPCRI FIMIBJBKOFLK C
>KV DBKBOF@>PBB GNRFEP QK > EOJ MLPPBPP RQF@RI>O PHFIIP
>KA BPLR@P &RQEBCR) JRPQ FIMLPB MNP RISENRABIBK QP LK
P LD>KFVWQFLKPE bRJJ>O V LC 'BKBOF@BQBBBPC

%BK PR@PPCRI DBKBOFE)BREP JRPQB@DKFB/ QE® J>BBQ
>KA BAKLIF@ @GKARFLKP @E>KDB >ILKDQETFQEB RBP IC
@KPRJBOP BK® &L@ RPB > @PQ IBABOPEFM RUBM >KA T>P
TFIAV PR@PPCRI RI%I 'BKBSl - LQLOP ?BD>K QLLEFAB ABMBKQ
Q/MBP € RQLJIL?FIBP QL AB®KQ @RPQLJBO PBDQBK ,FBTFPB
QELPB TELIOLT > AFBBKQRIFLK PEIBY JRPQ ?B @RQFLRP QE>
@RPQLJIBOP V>CDL BUQEPc FK > AIK QROK@KLJ V FK (O IC
ILT BO @QP 4EFBNIRFEP ?RPFKBPPBP QL ?BISEDM>QF @ RIMTRQE
@BPM@ED QL @RPQLIBIRS

-JBB6G N D !:C:G>8 - IGBl:<>:H

>U >KA -FK> ® )@ #®B>J) >@@PPR / @L?BO

TTT J>U>KAIJFK>PFE®B>J @LJ

-F@E>BI QADBGLIMB QBA53Q8QBY 4B@EKFNRARC
IK>1 VWFKBARPQOFBP >KA #LIMB.OP BT 9L(H &BB
0BPP
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d %@KLJFBP LC
P@IB

d 2BAR®@ LSBE&B>A
@PQP

d LTBO@QC
PRMMIFBP

d #MB>I d 0QAR@ LO PBE®
FISBPQJBIQ FK ?B@Q.JBP >
QBYEKLILD QL @JILAF Q¥ TRE KL
@®AR® @PQ 20KA V>

d ,>?LO @PQ d #E>KDFKD
BAR@FLK QBYEKLILD @RQP
QECRCE VLRO @PQ >8KQ>DB
PRMBSFPFLK d . BT BKQSKQP &
LRQPLR®FKD >KA  MQAR@® >Q BBK
TLOH ABPFDK ILTBO @QRB D

d LT @PQ HEFK>
AFPQOF?RQFLK  d &L@RP LKL@Q

d 2BAR@ @PQC MBAR@FLK JBKP
J>KRC>@ROFKD LO QE® YR JFPP

MQSFAFKD PB@®
d 4FEQ EK>K@F>I
@KQO
d /MBC>QB FKTLBO
@PQ
BKSFKJBK QP
d 0QAR@FLK ?>P8
FK @KQFZP

@E>KEKD @RPQLJIBO
Q>PQBP

#E>MQBO 4EB RPFKBPRK X
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d

1R>IROMS
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MQAR@O J>V KLQ
2B BKLRIE QL
PRPQ>FK P>IBP
$SFABBKQRIFKD
C>@LO J¥ KL
ILKDBO ?B@O@FS
QL @RPQLJIBOP

d )JFQOFLK K>DP

d

LRQPLR®FKD >KA d

TLO4 ABPFDK
LT @PQ
AFPQOF?RQFLK
4FIEQ EK>K@F>I
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@PQ
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d 5KFNRB LO EEN

FIMQSBA
MQAR@®@P LO
PBSF@&P

d #0B>QMS d #LPQ >&KQ>DBC
>MMO-@E QL C@RPBEOJIP FP ILPQ
J>OHBQFKD TFQE BPM@D QL

d 2BMR@FLKLO 2Q.>ABO @MBQBLOP
NR>I&Y >KA d $FBBKQFIFLK

&L@RP_ABBKQFIFLK  MOQAR@PBCSF@® >AS>KQ>DB TPE >

FKKISSQFLK C@RPBJ>OHBQ FP

d 1?FIRY QL O@ ILPQ
@B-QF% d #LJMB QBLOAEA
MBOPLKKBI BSBK PJ>IIBO

d %EaEMs J>OHBQP QL@RP LK
@LOAFKOFLK
>JLKD 2 $
J>OHBQFKD >KA
LMBEQFLKP

Key Takeaways

d KV E&0J BD>BIBPP C PBAKEBAP QL HKLEL T FQ TFII
@JMBQB QEFP FP GEERPQQBU

d 3QEQBW FABRMRBP EL > CFOJ TFIl MGSFAB:SRB QLGP
@RPQLIBOPQEFKIP LMBQFLK>IL@PQTFIQP

d 3Q60BY @K ?B BAR@A QL (RO J>GLO >MM®@EBP L@®Q
IB>ABOPEFM @REKQFSFLK I@QIG@RP >KA ABBKQFOFLK
C@RP

d /K@B > F8K PQQBU FP PB@R >II LC > EO® LMBEQFLKP
PELRIA ?B DBBA QL FIMIBJBIQFKD QEPOQBI

d . L PQENBY TFIl ?B PR@PPCRLABSBO >KA QEBO® KEBAP QL
2B @KPQ>RY BS>IRQB

#E>MQBO 4EB RPFKBPRK X



The Neesity for a Businss
Plan

An intelligent plan is the fir st step to success. The man who
plans knows wher e he is going, knows what pr ogress he is
making and has a pr etty good idea of when he will arrive.
Planning is the open r oad to your destination. | f you donOt
know wher e youQez going, how can you expect to get ther e?
">PF| 7>IPE

)K #E5MQBO B AFP@RRRBEB FPPRE C>FIRGKA PJ>Il ?RPFKBPPBP
IIQELRIE BPBG@E LK PJ>Il ?RPFKBPP CBFRR® FAENRR J>KV
C>@LOP LKBBEPLK QEY ST>VP >MMB®P © QEB QLM K IFPQ FP
QEB C>FRQL MI>KKQBBPQFKDPLIJB MB.MIB >DRB QE» MI>KKFKD
FP KLQ BPREKILO > PQERM ?RPFKBPP ?RQ/QEBFK > AFPQBK@
JFKLO®Y 4EB LSBAEBIJFKD @KPBKPRP FP QE> Bl ABSBILMR
MI>K FP BPRBR>ILO QEB PSFESI LC >K PJ>Il LO 1>DB ?RPFKBPP

*>PLK #LEBK b$LKQ BB > RPFKBPRXc " RFIAFKD
*>KR> >@BPPB/ @L?BO
TTT ?RFIAFKD @ ?ILDP ALK Q TOBB >
?RPFKBPP MI>K
4 # #>07LKB b&LRO #LJJLK ->K>DBJBK Q &>FIBB >KA
( LT QL!SLFA 4EBJc ->K>DBJBKQ 7LOA KL

0 >QOF@F> 3@BOBLEB 3BBK 0B C>IIR'"RPFKBPP
&>FIRD>KA (LT QL | SLFA 4EBJc "RPFKBPP +KL( LT

>@ @PPRB/ @L?BO

TTT ?RPFKBPPHKELT @J PQ>@RNRPFKBPP
C>FIRMQJ )P>?BI - ) PLALQ b 2RIBP @O J>lI

X#E>MQBO 4EB RPFKBPHK



0BO® CRKA QES EOJP TBE JLMB QE>KRK®B MBMIB ?BKEQ QO
E>SFKD > BIl ABSBILMB\ ?RPFKBPP MI>K

| OB@KQ PQRACRKA QES QEBO>P > KBO ALR?IFKDCLPR@PPCRI
DQTQE CO QELPB ?RPFKBPPBRQ QEBBMIBQB ?RPFKBPP MI>KP
@JM>CBA QL QELPB Q@EAFA KLQBEUB LKB Q JRPQ ?B MLOR LRQ
QE® QEFP PQRACEQ ?B SHEBA >P ?BFKD ?FAPEB@RPB QEBRRKABO
LC QEB R >® @JM>KV TELPB J>FK MGA\R@ FP > MIBJ QE>Q
?RFIAP ?RPFKBPP MISKMEAR®R QEB PQRA LT BSBO QEB BPRIQP
TB® BJ>JFKB\ ?V >@ABJF@P ICOQEB 5KFBORW LC /OBDLK TEL
S IFAQB QEB S8CII BPRIQP 4EBCRKA QEQ BUBMQ FK > PJ>lI
KRJ?BO LC @&PBP ?RPFKBPP MI>KKFKD>SBAMBL ?B MLBFEV
@OBI>QB TFQE ?RPFKBPP @@ >P JBPRBA 7V LRO SOF>?IBP
7 EFIB LRO >KAPFP>@KLQ P QEBL@MIBQFKDA > ?RPFKBPP MI>K TFII
IB>A QL PR@PP @ ALBP FKAR® QE»QEBR/GIB C BRBMBKBRO TEL
@JMIBQBP > ?RPFKBPP MI>K FP >IBLUBBY QL MAR@ > PR@PPCRI
?RPFKBRP

" RPFKBPMR&EBPFR PowerHomeBiz.com

TTT MUTBELIB?FW @ S LI ORIBP BJ 2R?FH

I Q>JF>K >KA B>l 2 6>K:>KQB #LK QFKRFKD %ARFK !
6FQ>I KDBAFBR IC QEBRZ@BPP 0>Ka 0O 3>I1" RPFKBRP
Journal of Business and Economic Research KL

3QBMEBK # BO® d #LIM>OFPLK LC &>FM>KA . LK

&>FIB 3J>Il " RPFKBPPBP FK QERBBIGROBP $L -BK >KA

7 LIBK 5 PB $FB®KQ 0>KKFKD >KA $8FPFLK ->HFKD

3QEQBBBPc 1L ROK>| C $ESBILMJIBKQ>| %RBMBKBROPEFM
KL

2FBS> ,BPLKPHWI 3 J>II " RPFKBPRK $LR?IBP QRO

#E>K@P 0O R@BPP 3¥P > .BT 3R®BVc 3J>I1" RPFKBPP

ABKAP *RKB >@BPPR/ @L?BO

#E>MQBO 4EB RPFKBPRK X



">SPF@IV QEB® >B QL J>FK B>PLKP 1@ ABBILMFKD >
@JMOBEBKPES?RPFKBPP MI>K > MI>K TFIIG88 G\FK>OFRPBCRI
FK BKPROFKD QERBHR@R| LMEIFLK C VRO ?RPFKBPP >KA FC LKB
FP PBHFKD QL ®@B®BJQBOK>| CRKAR CSKHP BKQRB @MB>IFPQP
LO LQEBOSBRQLOR) FP BPREK>| QB3R ?B >?IB QL ABJLKPS@B QL
QEBJ QEQ QBBTFII ?B B@SBOFKD QEBFO NKBA J>HFKD > MR
,BQ RPB>JFKB B@EBPLK FK AB>FI

->K V PJ>ll RPFKBPAKBOP LMBQB RKABO > JFPBKI?BIFBC QE>
QEB LRI QFJB QErQBEBKEBA QL @SQB > ?RPFKBPP MI>IQRPES 10D
LC QEBL@>KV LO TEBK QBEB>B >WBJIMQFKD QtFPB >AGFLK>|
@MB>| CO B UQBOK>| PI@® 4ER C>FI QBIF® QE® > ?RPFKBPP
MI>K @K ?B >K FIMLQ>IQ BIBJBK) FK BKPROFKD @k A>V PR@PP

4EB FKBF>| MI>KKFKD@BP >FAP QEB LMBDK>| PREPP C > PJ>I
2RPFKBPPV2>IILTFKD QEBTKBO > @E>B@)L BSFB FK AB>FI QEB
SF>?RW¥F LC QEB ?RPFKBPP F)SBOO@P LKB QL OFDRBV @KPFABO
PLJB HBV NRBPQFLKP

d )P QEB ?RPFKBPP@BRDB>PF?IB

d 7 E>Q >BQEB @E>BW@D TFIl J>HB JLKBV

d $L)E>SB QEB LMBQFLK>BNRFBIBK QPI® PQYBKD >KA
ORKKFKD > R@@PCR| ?RPFKBPP

d ( >SB) @KPFAER > TBIl QELRBEQ LRQ J>BBQFKD MI>K QE>
@IBAV FABRRBP TEL JV @RPQLJBOP TFII 7B

d $L) @IB0V RKABOPQ>KA TESIRB ) TFIl MGSFAB QL QEBPB
@RPQLJBOP

d 7 E>Q TFII ?B QEB JXKP IC AFPQOF?RQFLK SEABGEBIMB @
LO QEB PSE®QL JV @RPQLJIBOP

d (>SB) @I>0EQL JVPBIC QEBKSK@F>| FPPRBP > @HOE
PQ>QFKD >KA LMBEKD QEB ?RPFKBPP

d $L)E>SB QL BBU>JFKB QEBPB KLQFLKP QL BHFR@PP

PJ>II ?FWEORAP & ?RPFKBPP MI>K PRABPP
QF@ >P IFBBNVEQJI

X#E>MQBO 4EB RPFKBPHK



OLPPBPPFKD >KQR®I T@RBK MI>K BK>?IBR.R/ QL ESB MRMIB
LRQPFAB QEB:RFVPFLK & IR>QB VRO ?RPFKBPP MI>RFED COFBKAP
@I1IB>DRBP MEBBOP LGHK @KPRIQ>®P J MOSFAB MR TROE >K
RK?F>PBBS>IR>QFLKC QEB >PPRIMQFLKP

)Q FP KLQ BKIRRQL @SQB >K FRF>l ?RPFKBPP MI:R RELRIA
>KQF@RB> J>HFKD QEB MI>KKFKOEWE >K >KKR>l SE&F 4EB
O0ORPPF>K JEIFD QEBOFPQIS - LIQIB LK@ >DRB QES KL JFIG>0
MI>K PREFBP QEBFOPQ BKD>DBIBRKRE QEB BKRJ ,FHBTFPB KL
@JIM>KV BSLISBP FK QEB P>JB>V >P LRQIFKE-K GP FRF>I ?RPFKBPP
MI>K

Overcoming the Rluctane to Formally Plan

By failing to pr epare, you will pr epare them to fail "BKGJFK
&CGKHIFK

5KALAQRKOBY ) >MMBP QE>J>KV PJ>Il RPFKBPPBP AL KLQ B>H
>KV BA.QD QL ?RFIAEK >K FKIF>I ?2RPFKBPP MIXKX SIBKB J>FR>FK
> MI>KKFKD M@PP >P >K LKDLFKD LMBQK K QELRD QEE®
FP @B BFABKE) QE® QEB C>BRQL MI>K J¥ EB PBOFLRP
@KPBI\RBK@P 0O QEB CRBROR@PP C PR@EF@P 4EFP
RKTFIIFKDKBPP QL MI>KVJ®B RKABOPQ>KA>?IB FK KLKBUBEL
?RPFKBPPBP ?RQFP FUBRP>?IB >P > ?RPFKBPPFDEK PBA7 EV
QEBEL@B AL PLJB ?RPFKBPPBP C>FI QEK?BEB MI>KKFKD@3eP

d 1:9DCDIC:9IDE A6C/KB L C QEB MOFIB-PLKP FKAFSFAR>IP
C>FI QL MR @ > ?RPFKBPP MI>K FR)QIEB?BIFEB QE® QBRAL
KLQ ESB QL MI>K 4EFP ¥5?7B XOF?RQ>7?IB QL QEBA_ERYEB
C-0J KLKBJIMILVBB COJP QEXESB KL FIQBRFLKC PBHFKD
LRQPFABK>K@FKD FDPFIREN ?BIFEB QEQ QBBESB KL
KBBA CO > D0J>l ?RPFKBPP MI>K /QEBOR 2BIFEB QE® QBB
PL TBIl RKABOPQ>KA QEB ?RPFKBPP FKARPYMES QEBGK
PRGFB >KA MAPMBO TPELRQ QEBrdensome MQ@BPP C >
?RPFKBPP MI>K 4HBQELOAdBusiness Plan for Dummies O>RI

#E>MQBO 4EB RPFKBPRK X



AFC>K LK@ >ORB\ QE® FC LKBRIP IR@HV BKLRQL LMBQB >
?RPFKBPP RBEBPCRITRELRM@PBLQFKD QL > ?RPFKBPP MI>K
QEBK EB LO PEB PELRIEE) >?LRQ PQ@RED > ?RPFKBPP >KA
EB>A PQEEQ QL >P BD>P

# 6B IDD 7JHN ID A6C!K VLKB TEL E>P BBBO ORK > ?RPFKBPP LK
EFP LO EBOK @K RKABOPQ>KA QEPRJEKQ 4EB A¥ QL A>V
ABJ>KAP LC LMBQFKD > ?RPFKBPR J>HB & PBJ QE>Q QEBO
FP FKPE@FBIKQFJB QL BKD>DB PK>K@FIMO @FSFLO
MBM>B > ?RPFKBPP MIKAFSFAR>IP TEL @MQ QEFPRIBKQ
L@BK C>FI GA@DKFB/QES® QEB BBFKOV BKAIBPP ?RWC
>@FSFBP PR@E HMRR@>RY MRQFKD LREBP J>V ?B QEB
AFB@) BPRIQC KLQ BFKD QELRQ >?LRQ QEB CBQRA
MI>KKB €O B FK QEBAPQ MB>@

* A6CH 9D CDI B8J8: G:HJAH 3J>Il ?RPFKBPP TKBOP
BKQBMBKBROBM >@FLK >KAEPRIQP LOFBK FKAFSFAR>IP
4EBV T>KQ QL FB> Q>KE?IB LRQ@B CLO QEBFAIERP >KA
MBBG?IV QEB TLRIA IFB QL PB QEBEFPRIQP >P PLLK >P
MLPPF?IB 4EB FABC RRQFKD AK >KA MOQAR@FKD > DB
AL@RJIBK) ?>PB LK >PPRIMQFLKP QBE>V KLQ MW LRQ B>@V
>P MBAF@B FP SFBA >P > CRQFIBBRFPB L(T BSBOQELPB TBE
?Q.>ABO BMBOFBEKBKABOPQ>KAQRBREBOFII ?B KL BIQBOK>|
CRKAFKD@DOTQE LO QEB B> BQFLKC QEB ?RPFKBPP
TFQELRQ QEBEPQBEEL > Bl QELREQ LRQ MI>K !IQELED
MI>KP J» KLQ VFBIA QEB @B\ BPRIQREQ>FKBTFQEFK
QEBJ QEB M@BPP C QEFKHFKD >?LRQ QEB MI>K >KA ?RFIAFKD F
L@BK VFBIBPRIQP QESEBTKBO JFIEQ KLQ FRIFM

>MMBQ FB

1 :6G: CDI ;6B>A>6G U= |=: EG D8:HH D; DGB6A B6CC>C4EFP
>MRJIBKQ JFEQ FKFF\>MMBO QL BB JLOB S>IFAW QE>K QEB
LQEBOP $BILMFKD > @MOBEBKPBS?RPFKBPP MI>K FP >
ASRKQFKD Q>FBIJFEQ PBJ AFG-@RIQ FC KLQ FIMLPPB?IB C
PLJBLKB TRE KL BMBOFEKTQE QERL@BMQ 3BCG| PQRAFBP
E>B FKAR@B QERQ PJ>Il ?RPFKBPPHBOP >®JLOB IFBI QL
BKD>DB FK QEB MI>KKFK@®P FC QEBSB E>A MOFLO
BUMBOFBEK®QE MI>KKFKD JLABIP FK QEBFO MQFLO T

X#E>MQBO 4EB RPFKBPHK



BUMBOFBK@&L@RKOBY QEFPOROFLK E>P @E>KIBQEBO
PEDKF@KQV FK QEB I>PQ@MBB P TB TFIl FIIRPSEB QEBC®
KRJBCOLRP QLLIP QE&:MCSFAB PFDRERQ PRMMQAO QEB
ABSBILMJBKQ IC ?RPFKBPP MI>KB TFIl PB QES PLY >@
M>@H>DBFBEQY C>@FHB QEB ?RFIAFKD-K/ 2RPFKBPP MI>K
FK@IRAFKD BBDFKD MI>KP >HKEK@F>| MI>K® BJI> I
?RPFKBPPBPBZIPL PET QEQ QEKDBOKBEK MOSFAB >K
RK?BIF8>?IV OF@E PI@QC AB> >KA FKGJ>QFLK QL >PPFPQ FK
QEB ?RFIAFKD QEBPB MI>KP

IIQELRLE LKB @RIA RKABOPQ>KA QEBFEK®@ LC PLIAKB KB QL
PJ>Il ?2RPFKBPR.O FK PLJB @BP 88K PBPLKB BKQBMBKBROP
QEBFODRIBKQP C>Il PEROBE BPMED QL QEB ?BREE QE>TFII 7B
ABOM®. CDJ @LKAR@FKD > PQQRER >KA @IMOBEBKPES?RPFKBPP
MI>KKFKD M@3PP

Plans for Raising Capital

%BW ?RPFKBPP MI>K PELRIA ?BIJEX TOE > MXIF@RI>RAFBKE

FK JFKA 4EB >KKR>I ?RPFKBPP MI>K PELRIA T®BFOAGE >
J>K>DBJBKQ Q8 >KA .0 QEB BJMMBBP TEL EB QL FIMIBIJBR
QEB MI>K (T BSBOLKB LC QEB MOFJBPLKP I8 TOBFKD > ?RPFKBPP
MI>K FP QL @B®FISBPQJBK) CRKAPGQEBFOJ /C @ROPB CRKAFKD
QEB ?RPFKBRERI@ ?B ALKB ¥ >K FKAFSFAR>I RPFKD EFP LOKEBO L
MBOPLK>l BSIQE MBOPLK> IL>KP LOQBKAFKD BER) @B\P
)KAFSFAR>IP >IPtK@BH FEBPQJIBIQP COC>JFIV >KA COFBKAP 4EB
C@RP EBOFII ?B LK QBB LQEBO MLPPF?IB @RI @MB>|_?>KHP
SBKQRB @MB>IFPQP >KA >KDBEBF®LOP Q) FP FIMQSK QL

( ( LADBP >KA 4+BKQ h)M>@D IC 0>KKFKD >KA #L&0
3LMEFPQE®LK FKISIl " RPFKBRPLROK>I C 3>II
"RPFKBPRYBQBD KL A

#E>MQBO 4EB RPFKBPRK X



RKABOPQ>KA TEQBBILLH CO FK > ?RPFKBPP MIBIB?BO QE®)
QEBPB (@BDORMP >®FKBPQLOP PL QHEI 7B >IQF@ENEKD @ QEB
SB IB-PQ QEB >2¥IBL BA SBO QEBFAUASFERPQJIBIQ FC KLEMK >
PFDKF@KQ BQROK

Banlers

">SKHBOP IBH>Il ?RPFKBPRIWEB >B FIOBBPQE FK BOKFKD > IME)
QEB T>KQ QL B> BQROK LK QEBFEBF®JBIQ (LT BSBORKIFE LQEBO
FISBPQLOP ?>BEP BORKABO > IBD>| L?IEFtK QL BKBRQES QEB
2LOQT BO MIBDB PLJB COJ LC @I>QB8 QL PER®QEB IL>K 4EFP
L@BK JB-KP QEY ?>KHP BCRKTFIIFKD QL CRKA > PQRI® ?RPFKBPP
RKIBPP QEFKBO FP TFIIFKD QLAREBPLJIB COJ LC @I>QBS) PR@E
>P > PEKA JLOQD>DB LK EFP LO EBO ELJB V-EOPQ QFJB ?RPFKBPP
LTKBOP S®KLQ FK > MIJFEK QL AL QEP@ROFKD JLKECQ) > 7>KH
L@ROP JLPQBERBKY CO >K BFPQFKD ?RPFKBRP RPEH LHFKD QL
BUM>KA LOLO @SBOFKD > PELQBOJ ¥PE QLT KBBA ">KHP J>V
IBKA QL PJ>Il RPFKBPFKBOP TEL >B LMBKFKD > @A ?RPFKBPP
MQSFAB QES® QEB@K MOSB > BAA LC PR@PP >KA NIGQ>?F¥

">KHP TFIl BNRA®> ?RPFKBPP MI>® BELRIA ?B RKABOPQLLAQE>
?>KH IL>K IGE@OP TFII REFW C@RP LK QEBKSK@FI@LKBKQP C
QE® @IFBKK>JBV QEB FK@B PQXBJIBKQ ?>I>KBPEBQ >KA QEB
@PE QLT PQ®BJIBKQ 4EB ?>KH TFIILB-JFKB VRO MGEBRFLKP TE
BPMED QL HRIK FKARPYQPQ>KAAB 4EBBCM QEB ?RPFKBPP MI>K

4FJ "BOQY b7 E>Q ">KHBOP ,LLH KD FK >RPFKBPP
01>Ke>KA 7 E>Q @R 3ELRIA %UMB 7EBK 4>HFKDIRO
" RPFKBPRK QL > ">KH¢ !l " RPFKBPRJ®. LSBJ?BO
>@ @PPB/ @L?BO T TT >II?RPFKBPR®@
?RPFKBPP MI>KKFKD PQRBRRRPFKBPP MI>KP
EQJI
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PELRIA KLQ MGED > MB@BKQ MAI) J>@FK TEBK QEB FKARPQO
PQ>KA®OFP MB@KQ RKIBPP QEBQELOQ QEB MI>K-KQ@BIV
AL@RJBK) TE/ EB LO PEB TFIl ?B8KFKD PR@E ERBQROK

3LJB ?RPFKBPPBP J+ OFPB CRKAPQEEQEB >PPFPB1K@ 3>II
" RPFKBPP IAJFKFRQRLK3"! IL>K 4EBPB IL>KP >B >IT >VP >OBDR
QECRLE > @JJBO @F>| 2>KH TE QEBPB IL>KP QEB 3"! TFIIADIB
RM QL MB@KQ IC QEB QLQ>RB IC QEB IL>K 4EFP JRP QHY QEB
LTKBO PQFII JRPQLBFAB © QEBB®Y IB-PQ MB@BKQ IC QEB QLQ>!
@I1>QB8) 4EB >?F QL PBR®LKB IC QEBPB IL>KP FEP@IBFBQL
QEB >ABR>® LC QEB ?RPFKBPP MI>K

Venture Capitalists

IKLQEBO MLPPF?IB RBRIOC CRKAFKDKRPIJG: 86E56A>HIHIEB GOPQ
QEFKD QE:KB PELRIABSIF® >?LRQ BKQRB @MB>IFPQP FROQESB
>@ KLQ FKQFGRPQ QL B>+ MDGD QEBT>KQ QL J>B BQROKP QE>
>@ PR?PQEK\ >?LSB QELPB QL ?BRKA FK QEB J+BQ &LO PLJB
QEFP®IBP KX QEB >2WML PBRBES QL QBK QFJBP QEBBBSFKF
FISBPQJIBIQ >KA BE2MQMOQEBFOSBRQJIBIQ FK >BD:QAEV PELQ
MBOFLACLQFJB_@BK IBPP QERSCB>0P Q E>P 7BK BMLQRB QES
PLJB SBKQRB @MB>IFPQPB>DLHFKDLO BQROKP FK QEBEG C
Q@ BKY GF8 QFJBP QEBFO ERATFEBPQJIBIQ

4EB EK>K@F> ©B83BKQ M>QF@RMOQEB MOQ J>@FK FP
L?SFLRR! FIMLQ>IQ QL BXQRB @MB>IFPQP ?RQVQHBI >IPL ?B
ILLHFKD @ LQEBO Qt@P 4EB NRIFLC QEB J>K>DBJBR QH
FABRMR FK QEB ?RPFKBPP MI>K TRUSB-RB\ 4EBV TFII ?B ILLHFKD

>0 @ ->VP b3>Il" RPFKBPMBBQRB#>MB> ESQBBBE
B FKB |@QF@IBP >@BPPB/ @L?BO
BWFKEDF@IBRI@3 J>II" RPFKBPPBKQRB#>MR>|
3Q680QBBBP FA
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>Q QEB B® BJMBOFHKE@KA Q@HBR O\ /QEBO CXROP HEBBA

2V BKQRB @MB>IFPQP I>FK@IRAB QER.GERB DOTQE GQB C
QEB J>6BQ QEBUE)BR QL TEF@E QEBAR@ LO QEB BB®@ ?BFKD
LaEB®A FP RKFNRB QBEBQ®II PFBLC QEB J3¥@Q >KA QEB IMS?FI/

LC MGA\R@FKD > ERDPR@PPCRI MR@ LO PBE@

" RPFKBPPBP QBB PBHFKDFE>K@FKDILZKHP HKIT QEX) QBB
JRPQ DL QL IL>KA@F®OP TEL TFII ESFB QEB MI>K $BK QELRD
> @JMRQBOBW IL>K >PPBPPJEK MMGJ J> V J>HB QEB RK>|
AB@FPFLK QE BKQRB@MB>IFPQP LK QEB LQEBO ERUADBK KBA
QL ESB > MBOPLK>IGBAR@FLK QL B8 \LRO MI>KL@PFAEB LR
PELRIA >IPL >@F@RB>QEX YR TFIl ESB QL J>HB > MBPBIQQFLK QL
SBKQRB @MB>IFPQP 4EFP-KB QEY VR E>SB QL RKABOPQ>KR®
MI>K >KA ?B >?IB QL BRBIQ ® FK >WK>JF@ C>PEFLK

Angel Investors

4EB QEROYMB C F88PQLO FBREDRA QL >BC<A >&HIDGH > QBOJ
QE® LOFB>V @JB CQJ QELPB FKAFSFAR>IP TEISBPQB FK
"Q>AT>V PEOP >KA ElJP ->K V >KDBI FRBPQLOP B-QEBJPEBP
PR@PPCRI BIBMBKBROP P TPE BKQRB @MB>IFPQP QEBB
ILLHFKD LO BQROKP EFED QE>K QEEBK KLOJ>IV EKA FK QEB
J>OHBQ EBSBO QER L@BK BMED BQROKP TBBO QE>K QELPB
>KQF @ @7V BKQRB @MB>IFPQ 4EB>V ?B XDO@B QL ?RPFKBPP
MI>KP ?BRPB IC >K FKK®:QAS @K@MQ LO QERE@DBIBIQ IC
BKQBOFKD >TKBVMB C ?RPFKBPP "BFKD@R®CRI PJ>Il ?RPFKBPP
LTKBOP J>K/ >KDBI FBPQLOP TFIl KLQWLKIOSFAB @8> QL CRKA
QEB ?RPFKBPP ?RQ >IPL ?0FKD QEBRMMBOFPB >KAUBIBOFEK@
QL EBIM QEB ?RPFKBEP DQ E>P 7BK BPQFD® QE® QEBPB >KDBI
FISBPQLOP IMSBAB 2@ BBK QHEB >KA QBK QFJBP >P JR@E JVKHP
SBKQRB @MB>IFPQRAEB ABILMJIBKQ IC PJ>Il ?RPFKBPPBP

bAEB JMLOQ>KBLC !KDBI KSBPQFKD FK &FK>K@FKD QEB

X#E>MQBO 4EB RPFKBPRK



IKDBI FISBPQLOP TFII\WM@®CRI GQBROFLK QL >Il >R@P C QEB
MQMLPB ?RPFKBPP MI>K AEBJMED > @MOBEBKPES?RPFKBPP
MI>K_LKB QEY @8V PM@FBP QEB CRRYREBIA)FLK C QEF-OJ 4EB/
>IPL TFII ILLH © QEB J>K>DBJBR Q8 KLQ LKV CO BP Q@HER.A
>KA BJMBOFBK@RQ >IPL QEBEEB >KDBI S3PQLPa?FI&/ QL TCH
TFQE QEFP>QBKDBI FKSBPQLOP Y4 Q>Bl > JR@E JL®B >@FS QIB
FK QEB J>K>DBJBB IC QEB ?RPFKBPP >PHEXMI®FFLKP LK QEB
?2L>C\ LC ABEDLOP Q>HFKDNREBY MLRBFLK FK QEBC ABJ>KAFKD
NR>QBIV BMLQP LO ABJ>KAFKD QEEB ?RPFKBPP KLB @B>FK
>@FLKP RKIBRP E>P QEB >M®HLC QEBPB >KDBSSRQLOP 4EBPB
FISBPQLOP TFIl B>H JR@E JLB E>KAPLK >MMO@E QL QEB
LMBEQFLKPQ > BOJ

Key Takeaways

d OI>KKFKD FP > @@F>KA FIMLQ>Q @IMLKBKQ IC BKPROFKD QEB
PR@PP C > PJ>I| ?RPFKBPP

d 3LJB CLOJ LC 00J>I MI>KKFKD PELRIA KLQWK@JIM>KV QEB
PQX@RM C > ?RPFKBPP ?RQ >IPL BDROGOG-KKR>| >@F&GF
QE® DRFABP QEB GREFBEDFLK C QEB ?RPFKBPP

d ->K V PJ>Il ?2RPFKBPAKBOP >®@IR@>IQ QLLOJ>IIV MI>K
4EBV @K MOAR@ J>K V BU@RPBREKLQ MI>KKFKD

d " RPFKBPPBP\IE:SB QL SFPB@1D>1 €O B UQBOK>I
PLR@BP_?>KIBOP BKQRB @MB>IFPQP LO >KCEBRFELOP %>@E
Q/MB C FEBPQLO TFIURIED) > ?RPFKBPP MI>K %¥@E D
FISBPQLO TFII 2B JIBOLO IBPP ERBPQB FK ARBBKQ M>QP C QEB
MI>K "RPFKBPAKBOP PELRIA ?B>@ LC TEX) M>QP C QEB
MI>K B@E\MB C F8BPQLO TFU@RP LK

'O LTQE LC %QBMBKBROF>BEQRBR 3J>11 * RPFKBPP
. LQBP 3BMQBJ?BO  >@BPPRBR/ @L?BO
TTT PJI>II?RPFKBPPKLQBP @?LRQP?0P E QJI
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Building a Plan

"BALB Q>IHFKD >?LRQ QRMD >LGJ>l ?RPFKBPP MI>K PILKB
FIQBBPQB FK PQOBKD > ?RPFKBPPEIFI>KQ QL QEFKH >?LRQ ALFKD
PLJB MBOPLK>| MI>KKFKDLZBAO@FKD QEB ?RPFKBPP MI>K 3LJB L
QEB NRBPQFLKR)EB-LO PEB JEQ T>KQ QL >KFE0O ?BIB AG®QFKD >
CRII 2RPFKBPP MISE:>QILTP

o

7 EV >J) DLFKD FBL QEFP ?RPFKBPP

7 E>Q PHFIIP >KBROR@P AL ) MLPPBPP QEFII EBIM J>BIQEB
?RPFKBPP > REB@P

7 E>Q M>PPFLK AL ) ?20FKD QL QEFP ?RPFKBPP

7 E>Q FP ¥ OFPH QLIR@

%U>@V ELT E>QA AL ) FKOBKA QLM ( LT J>K V ELROP MBO
T BBH

d 7 E>Q FIM>@TFIl QEB ?RPFKBRBEK J V C>JFV IFE

o

o o o

d 7 EXQAL) &8IV TFPE COQEFP ?RPFKBPP

13) FK QBBPQBFK EK>K@F>| FKABMBKBBK@
7 E>Q IBBI LC MGEQP TFII ?BBNRABA QL J>FIQ>FK ¥
MBOPLK>| >K£ C>JFVR IFEPYB
13) FK QBBPQBFK FKABMBKABK®@ >@FLKKL ?LPP ?RQ
J VPBIC
1J) FK QBBPQBFK MBOPLK>JEPGIRK

d 7FIlJ V C>JRY 2B TLOHFKD FK QEFP ?RPFKBPP

d 7 E>Q LQEBO BJMWRBBP JFIEQ ) KBA

- BIFKA> %JBOPLK HBRI>K ?BCB " RPFKBPR>Kc 31>l
" RPFKBPREKAP ->Q@E >@mBPPB/ @L?BO

PJ>Il ?FWQRKAP @ IFB MI>K ?BCB
?RPFKBPP MI>IQH

X#E>MQBO 4EB RPFKBPRAK



( >SFKD >ABBPB QEBPB NRBPQFLKP LKB TFIl ?B FK > JREED?B
MLPGFLK QLX@D> 00J>| 2RPFKBPP MI>K

Gathering Information

"RFIAFKD > PLIFA ?RPFKBPP BNIREEP HKIFKD QEB @KLJF@
J>0HBQ >KA [@MBQEMSBISFIKIBK QP R@E HKLIBADB Q&P BKAP
HDRQBBIFKDPC >KA FP 2%PR AXQ> >KA BFABKE&LQRKOBY JR@E
LC QEBBNRHABA FKIGDJ>QFLK FRsFI>?IB QERLCE IF?6QY BPLR@P
YKQBOKB PLR@P >KA DSBOKJBKQ >DBK@FBP >K&® € BB COJ
@JJBO @F>| PLEEP #LJIM@BEBKPBS?RPFKBPP MI>KRP/JAGT CQJ
>|l QEBPB PLEXP

OR?IF@ IFSOFBP >KA QELRB BRR@QFLK> FKBREOFLKPLEPAB >
OF@BPLR@ ?>PB QE>&K ?B RPB >Q KL @Q 3LJB ?>PF@FB-GRE
PLR@BP QEY @K ?B CRKA X IF2@FBP BOF8K FK QEFP@BLKbe
awar e that the r eference numbers provided may diff er from libr ary to
library

Library Souces

Backgound Soutes

d "BOFKPQBFKRI> Business Statistics on the Web: Find Them
FastNAt Little or N o Cost 2BC (& "
d The Core Business Web: A Guide to Information R esources 2BC

($ #
d &ORJHFK LOJ>K Guide to Economic Indicators QE BA 2BC
# & 4EFP ?LLH BMI>FKP QEB=3BFKDP >KA RPBP L

QEB BKLIF@ FKAF@.OP
d 3LIFB1EKPLK +OFPow to Set Up Your Own Small Business

#E>MQBO 4EB RPFKBPRXK X



SLIRJBP 2BC($ 3 OR?IFPEB A ?V QEB JBOR®
)KPQFRQBA.3>II " RPFKBPP

Company and Industry Saes

d North American | ndustr y Classification System, United States
D#3 2BC(& . 4EB .N#3 FP > KRIJBOF@
FKARPY@ I>PH@EDFLK PVPQBJ QEBMI>8A QEB Q>KASD
JKARPQOF>I #I>PBRELK3)# PVPQBJ 'K BIEEROKF@EOPFLK FP
>S>FI>?I1B COQEBS53 #BKPRP "R®>R

d Standard Industrial Classification M anual 2BC (! )5

4EB FKARPQ® @I>PH@EDFLK PVPQBJ QBEVERZBABA QEB
D#3

d Value Line Investment Survey 2BC (' 6 #LK@FPB
@JIM>KV >KA FKARPQKOG-IBP BORMAQRB BSBYY QERIBK
TBBHP

Statistial Souces

d Almanac of Business and Industrial Financial Ratios 2BC (&
21

d Business Statistics of the United States 2BC (# !
4EFP MR?IF@FLK MSFABPB@KQ >KA EFPQLFEDJI>QFLK
>?LRQ QEB 53@KLJ V

d Economic Indicator s "M@BPBIQ 4EB #LRK@FIC %@ LIF@
IA SFPBOECDQER FIQ Y@ LIF@ #LJIJF @B LC #LKDBPP
MR?IFPEBP QEFP QE¥ MBOFLAF@B@KQ B>0OP BOFK
BIBA@QOKF@LOJ>Q LKV 4BK \B>OP C AR> >BMBPBIQRB
%IBDOKF@BEDPFLKPEB-&>FI>?IB FK 1Y).&  2- >KA 00 L1RBPQ
COJ 3BMQBJ?BO QL MMBPBIQ >KA |@ABJF@ /KB&FIB CO
/ @L?BO

X#E>MQBO 4EB RPFKBPHK



d Industry Norms and Key Business Ratios $RK " O-AP@BQ BC

(& 2) QEO LRCE2BC (& ) ; n QEO LRIE
N <

d Rma Annual Statement Studies 2BC(& "2 A
4EFP MR?IF@FLK MSFABP >KKRHAKCGK@F>1Q>>KAXDFLP\?
FKARP®O

d Statistical A bstract of the United States 2BC (! 3
4EFP FP QEB ?>PF@ >KKR@PCROP@RFPQF@B@R ?V QEB
DLSBOKJBKQ %I@QOKF@BDPFLK F&FI>?IB @
TTT @GKPRP B@LIMBKAFPQQP@@>?

d Survey of Curr ent Business MO BPBIQ 4EB " R®>R LC
%@KLIF@ 'K>VPFP MR?IFPEBP QEFQBLKIBOFLAF@B@KQ
VB>OP >B®FK BIBQOKF@LOJ>Q LKY

I Q PLIB IF26DFBPLR J>V EKA >@PP QL QEBICTFKD BPLR@P
LKIFKB

d - BMBIKQ 7B?GMLQP -BMBKQ C.OJBAV - LLAVR @OMLSDB

J>KR>IP >B FK ARRFRA COJ>Q "BIFKKFKD TQE QEB-BV
P QEB OBMLQP FK@IRAB@LEDB EFPQLERPFKBPP

ABP@OFMQFLKP >KA FK ABMRE®E>| DB3IBIQP 4EBI@B@FLK
FP PBIRE>?IBY @IM>KV K>JB VB>OLO J>KR> QMB

d 0Q.1RBPQ $FEED FP > @>?>PBC DBKEO QEAB >KA P@ELIYO
MBOFLAA® TRE J>KV >QF@IBP FK CRIDQBKV ?RPFKBPP
GLROK>IP >KA LQEER) R@P >B >S>FI>?IB

d 3Q>KAXO>KA (LLOR . BQ>&>KQ>DB FP >@>?>PB Q@FK@IRABP
@JIM>KV >KA FKARPOEKDJ>QFLK

Internet Resouces

)K >AABFLK QL BROKJBIQ A®>?>PBP >KA LQEBEB GRR@P QEB
)KQBOKB MGSFABP >K RK?BHBV OF@E PREIRPB C FKOJ>QFLK
QE® @K ?B FKI@MLEDR FIQL >K ?RPFKBPP MI>® AP KLB>F?IB QL

#E>MQBO 4EB RPFKBPRXK X



MQSFAB > QUR®IJMOBEBKPESIFPQA.RPBCRBPPEBP QEFR@PBLK
MQSFABP > HED PBIBDMAS IFPQOLDEBOKJBIQ RPBP >KA LQEBQBFE
QE® MCSFAB BBFKIMJI>QFLK

Government Sites

d /-- B6AA JH>C:HH9B>C>HIGI>DC-  4EFP FP >KUgBIIBIQ
PEB QL ?BIX BPBAEFKD > ?RPFKBPP MPESBOP TQFKD >
MI>K EK>K@FKD > FIQRId PB@)FKD > IBQFLK J>K>BKD
BIJMILVBBP >KA FKPRQ@® >KA IBD>| FPPRBPLICT RM M>DB®
EQQM TTT P?>DISMQSFABP @PP QL MR?2HELKP RQEPQF@P
SFABQRQLOF>IP MiR@P ?RPFKBEPJE >KA @EY OLIP
IKLQEBO M>DEQ@M TTT P?> DIS>?LRQ L GE@®P IFPQ

_MQ@SFABP @PP QL IL@BA BPLR@P

d -) ,*G D<GB 4EB 3# 2% MCDGJ FP > M>QKBOQ QEB 3"
)Q MCSFABP >>®F¥ LC PESF@P QL PJ>Il ?RPFKBPRKBOP
O-KOFKD COLKIFKB >KA FK MBOPLIBK QLOFKDLTHPELMP
Ce8 @IMRQBO QBIMIBP >KA SF@LK > TFAB €KDB IC PJ>II
?RPFKBPP FPPRBP

)K ABSBILMFKD > ?RPFKBPP MPRPHBPP>0QL >RF @RB-QEB CRRRO
B@KLIF@ BRFIKJBKQ 4EB DSBOKJBKQ MGSFABP B)BKPES
PQOFPQF@P LKIFKB

d DCHJB:G *G>8: #C9:M 4EFP FKABMOSFABP RIG>QFLK LK QEB
AFB@)FLK C MOBRCO FKARPQOFBP >KB®HREF@ B®

d *GD9J8:G *G>8: #£9:M " RPFKBPPBP QEACSFAB PBE@P LO B
C@RPBLK ?RPFKBPP QL ?RPFKBPP 'MBOQFLKP J¥ GKA
QEBPB &> JLB >MMMORB XD BPQFRFKD CRBRDBE

d (6I>DC6A B<: 6l6 4EFP R¥B MSFABP RIQI>QFLK LK
M@S>FIFKDSDBP >KAX® ?B ?QHBK ALTK ?V L@RMFLK >KA
IL@QFLK ALK QL QEB JROMLIR>K B

d DCHJB:G ME:C9> IJG:H - JGK: N 4EFP A®>?>PB MSFABP
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FKODJ>QFLK LK BVIBKAFRBP >KA FK@B ) Q >IITP C€O >
@J>0H>?IB IBBI LC BEKBJIBKQ ¥ L@RMFLK >DB LO@

d -161: 6C9 &D86A *GHDC6AJ8DB: 6C9 B EADB:C| 4EBPB
A>Q>?>PBP MEFAB > BSHALTK L C MBOPLK>| EBEG? V PQDB
>KA JBQOMLID>K >B

d ! *7N-I61:6C9' :IGDEDABC, :<>DC 4EFP TFIl MSFAB >K
>@RDB DRFAB QL Q882! B@KLIF@ EBIQE C > BIFLK LO >
@c

d /- :CHJH 4EFP FP > ERDBBABE A®>?>PBP LK MLMAFELK
FK@B CLBFDK 8B BAKLIF@ FKAF@OP >KA ?RPFKBPP
LTKBOPEFM

4EB® >B KLKDISBOKJIBKQ TB?PERBP BEBO BBOLO @EBEKD >REB

QER @& MOSFAB >PPFP@K® ?RFIAFKD > ?RPFKBPP MI>K | PFIMIB

'LLD 1B PBE@EI® QEB M&EBsmall business plan VFBIAP JLB QE>K
JFIIFLK BPRIQP>®FLRPEBP TFII BEBO EBIMQE TAPFKD QEB MI>K

LEBO QL TQB QEB MI>KOC> MOAR@ BMLQP LK FKARPQOFBP LO

>PPFPQ PJ>Il ?RPFKBPRBRCBFAFKD >GFY LC PRMMQOPESF@P

4EB XQBOKB IGBOP > BOG>?IB I@KR@IF> C FKOJ>QFLK >KA

PRMMI@OO QELPBIIHFKD LK QEBFO ?RPFKBPP MI>KP

Forecasting for the Plan

0BAF@FLK FBY ARE@RIQ BRMEMI>?LRQ QEB CRE)RRIP
"LEO . L?BI 0OFBVTFKKBO

IK V ?RPFKBPP MI>K FP > BRORBRB AL@RJIBIQ 'RPFKBPP MI>KB >0
BNRFBA QL ILLH 78T BBK QEEB >KA €8 \B>OP KL QEB CRBRD
MQAR@ QEBJ >KA >@R€)BY CB@PQ P>IBALR TFII KBBA BPQFI3BP
LC BMBKPBP >KA LQEBBJF PR@E >P QEBIRFEA KRJ?BO IC
BJMILVBBP FRBEPQ:QBP >KA DBKBB@KLIF@ @KARFLKP 4EBO
>@ J>K V ARBBKQ QBEKFNRBP >KA QLLID@E>?B RPR QL GB@PQ
QEBPEXBJP 4EBQVIB C QBEKFNRBP RAEI ?B FKRBK®A ?V J>KV
C>@LOP PR@E >P QEBTEKD
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d .= H>O:D; I=: 7JH>C:HH 3J>1IBO ?RPFKBPPBP\VJE:SB BT BO
BPLR@P QL >MWIk TFAB SOR LC 0B@PQFKD@BKFNRBP

d .= 6C6ANI>86A HBEHI>8-DC DE:DEA: L=D L>AA 7:
8DC9J8I>C< |=: ; DG36HI 4EB LTKBO IC > ELJB ?RPFKBPP ¥>
E>SB KL MOFLOBBOFEKTRQE GCB@PQFKD@BKFNRBP

d .= INE:D;1=:DG <6C>0&DC! J>KRC>@ROFKDK@BOK QE»
PBIIP QL > PQ>?IB >RAQAEV MBAF@>?IB BEFKJIBK Q QEY E>P
?BBK FK BFPQBE@O \B>OP JFEQ ?B >?IB QL BIMIL> SOF® LC
PQ>KAAPQOFPOF@B@PQFKD@BKFNRBP THRSBO> PJ>II
G0J LMBEDFKD FK >KBO > @E>LQF GBREKJIBK Q JFEQ ESB
QL 8N LK PFDKREKQV AFB®KQ QBEKFNRBP

d " >HIDG>868DX®H $LBP QEBRDJ E:SB EFPQLOF@A@ AP CO
P>IBP QE>EK ?B RPR QL MGERBD FRL QEB CRBRO

4EB® FP KL RKBSP>| RBIC 0B@PQFKD@BKFNRBP QEEK ?B RPB
@O >l QVBP C PJ>Il >KA JFAPBAPRPFKBPPBP B@PQFKD-K@C>II
FIQL > CSFO@IMOBEBKPESOKDB IC QBEKFNRBPQE BPM@ED QL
IBSBI LC PLMEFPSIFREK 3LJB ICB@PQFKDI@?B ALKB LK >K F}RBFAS
?>PFPBD ?>@HCQEB BKSBILMB @@RISFLKPLQEBOP>@ ?B ALKB
TFQE PQ>KA®@JMRQBO MDOJP BD %@l LO MMGJIP QEX >B
PMEF@IV AB\F@DB QL 0B@PQFKD FKSOF® LC BEFIKIBK QP

| 20FBCBSFB L C ?>PF@Ba@PQFKD@BKFNRBP FEIQES QEB@K
2B AFSFABFIQL DL ?Q.>A @I>PPERIGABI>K: ; DES6HI>C< B:I=D9H
>KAFJ6CI61>K: ; DE86HI>C< B:I=D9H !@QR>N QEBPB QBOJFK@B
PLIBTE>Q JFPIBAFKD ?@RPB NREMS CB@PQFKD JBELAP AL
KLQ FIMI QES KL KRI?BOP TFIl ?BSEKSBA 4EB @ L QEEKFNRBMB>O
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QEB®>® KL JFPPMBIIFKDP LO MFREBLK BOOP 4EB ?RPFKBPP MI>K
PELRIA QILT > ILDF@ PQOREB .L FABI ?RPFKBPP MI>K >@\B
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PELQ_?BY BBK LKB >KA QBB M>DBP &LO JXK?RPFKBPAMBB QEFP
FP QEB BQ @E>IIBKDB_?BFKD >?IB QIM@PP QEBBURFEA
FKOOJ>QFLK FK >K BKBKD IDJ>Q QE> E>P PFDKEKQ PBN
IFIRQQFLKP
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VB>OPLOLTBA 72V > MBGBKQ FKE®B FK P>IBFO0QER L TFKD DL
VB>OP >KA > MB@KQ FK®®B FK MGQP FKSBE C QEB KB KES
VB>OP 4EBPB L2@BEP >B NREB PMBF® >KA JBPRE?IB Q FP RM QL
QEB A@FPFLK J:BO QL ABBOJFKB FC\DEB >@EBB?IB >KA B>IFPQF@
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DL>IP ?E»RPB QEB>B LMBK QL BEBOBQOFLK ?RQ MEBFII SLFA
L?GRDFZP 'L>IP >@ PRE@FBK >J?FDRLRP TEEDP L?GB)ASP QFB
VLR QL Mx@F @RI0RBP QEXVR TFII EXSB QL BF FK QEB CRQBEDMIB
J>V 7B @K@OKB QE® QBBTFII ?B TBFBBA LK > P@&B >KA [RKA
T >KQFKDO C>FIFKD QL >@EEEBFO L@EP (LT BSBOK) FP @6@
QE® VRO MI>KL@Q>FKP ?LQE DL>IP >KA @&8° /?GEADFEP >IIT
FISBPQLOP >KARO BIJMIMBBP QL @8V PB TEB® QEBRDJ FRBKAP
QL DL 4EB MOAR@ Q>DEQB S>IRBP QL >F10 >KA QEBQ®B >B
@QFE@CO QEBLEQOD LC QEFFOR LMBEDFLKP

0>H>DC 6C9 SHH>DA6!:B:C IH 4L J>K V QEB®FP PLJB ABBB
LC @KCRPFLKLGBOKFKD QEBB®E®@ ?BJ BBK > SFPFLK PBIBIQ
>KA > JFPPFLK RUBJIBKQO>H>DC HIB:C IH >QF@RIB QEB ILKD
QBOJ MROMLPB >KASFABA KLQFLK @ TEX) > ?RPFKBPP TFPEBP QL
?B@JB ) K QEB BIFBPQ XP IC -F@PLE TEBK @ T>P > PJ>lI
?RPFKBPPQIF BOPFLK Q. > SFPFLK @BIBKQ T>P >P LOILTP H
@JMRQBO LKIBW ABPH >KA FISEY ELIBc X QEBBIV P QEFP
T>P QORP BSLIRQFLKX@K@MQ BQ € DSB -F@OPLIYa BIJMILVBBP
> @IBO FAB SFPFLRE® QL ?0FKD QBFPFLKEK?’BFKD QEBMHL>@
?BFKD ASBILMR TLRIA EX8 QL ?B B IRPBGOFBKW FK
@JM>OFPLK QL QEEPL@ LC QE>AY ' >HH>DC HBC IH TEF@E
>@ JR@E JLB @JILK FK PJ>Il 2RPFKBPP MI>KP GRE@RIB QEB
CRKA>JBIO>I KORBLC QEB ?RPFKBPP 4ESKBE-ABBRGKD QEBINB
LC ?RPFKBPP TEEQ TFIl IBBODB 6P I@MBQBK@FBP >KA MLPPF?I
QEB SIRBP QE>AOBSQEB ?RPFKBPP 0RQ RFINMFPPFLK PQBJBKQ
PELRIA >AABPP QERIC TFKD NRBPQFLKP

d 7 EL>®@TB 7 E>Q ?RPFKBPHB® FK
d 7 ELALTB PB >P LRO @RPQLJBOP
d (LTALT B MOSFAB:-ERB CO QELPB @RPQLJBOP

3LJB QFJBP SFPFLK >KA JFPPFLRBIBHQP B PFKDRINOTORDBK
@O RIQBOK>RAFBKEP PR@E >FSBRQLOP LO FEB0ABOP 4BEB>B
KLQ TABBK I QEBRAFBKECO TELJ FQ TLRIA ExSB QEB BSQBPQ
JB >KFKD_QEB J>K>DBJBKQH >KA QEB BIMIMBBP IC QEB ?RPFKBPP
5KALAQRKOBY J>K V B@DKFB/ QE® ?LQE PQBJBKQP & ?BA.JB

X#E>MQBO 4EB RPFKBPHK



BUB@FPBFELPQOFKD QLRQEBO > PBOFBFBPPEX-3 JB >KFKIBPP
MEGPBP K. PLIBQEFKD QE>MMBP QL PLRKght LOprofessional
9LR @K EKA PEY >® LK QEB B? QL RQLJIQF@V DBKB)B PR@E
SS@RLRP >KA JKFKIBPP PQBJBKQP

3LJB QFJBP >RDJ TFIl TAPB > JFPPFLK PBIBK) QEY MCSFABP
@RPQLIBOPSBRQLOP >KA BIJMBBP TRE > @® PBKPBOLMROMLPB
LC QE» @M>KV :>MMLP E>P QEBICTFKD >P@P JFPPFLK PB3BIQ
RO DL>I FP QL MIMEK :>MMLP >P >K LKIFKESPBIB>ABO)C TB @K
D) @RPQLJBOP QL >POB@MMLP >P QEB >?PLIRQB ?BP(BFEPBO
QEBK B @K BUJM>KA 7. KA PELBE 4EB JFPPFLK PQBJBK) IC
"BK * BOOQR YB #@®B>J CLORPBP ?LQE LK BREKD QEBFOAR@
>KA QEBFGIBBP #L J>HB AFPQOF?RQB >KA PBIIFREBQCNRMF
>l K>QREl F@ @BJ >KA BRMELOF@K@ @FLKP TE > [@XQFKRSB
@JJIF QIBKQ QL FK@MLEDFKD TELIBPLIB KQRE FKDEBAFBIQOP >KA
MQJILQFKD ?RPFKBPP>@DEP QEY BPM@E) QEB %D >KA QEB
%KSFIKIBK @

% NH ID J88:HH 4EFP PBYFLK FABRBP QELPB RMER BIBJBBP C
VLRO BEOJ QE3 YR ?BIFBB TFIIl BKPREEIPR@PP Q@ FP FIMQOKQ IO VR
QL ?B >?IB QL ABKB QEBL@BQBK@FBP Q&R FIQBKA QL $8BGDB
QL BKPMROPR@PP 7E>Q J>HBP VYRO M@AR@®@ LO PBE® RKFNRB
7 E>Q PMBF® FBIC GM>?FQFBP ALLR ?0FKD QL QHBMBQBFS
P@®@KB 4EBPB JFIEQ FK@IRAB QEBBRM IC >KA QEBURIBOFBK@&C
VLRO J>K>DBJBKQ Q8 VLRO LMBQFLK>I>@>?FQFBMB D RKFNRB
PHFIIP FK ABPFDK J>KQRSEKD LO ABWSVLRO J>GBQFKD PHFII
PEQP MRO EK>K@F=iIN@?FPFBB D QEB >?&IFQL @Q0O @PQPLO
QEB MBOPLKKBIQBE>HB RM QEB.@/>KV

bK@ -FPPFLK 3Q9BJBIQR -FPPFLK@®BJIBIQP @

>@BPPB / @L?BO

TTT JFPPFLKPQBJBIQP 1@

FK@= =JFPPFLK=PQ9BJBIQP BJI

b-FPPFLK @9BJBKZ "BK * BOUR >@BPPB/ @L?BO
T TT ?BKGBO@J >@QFSFRIFPPFLK PQOBJIBIQ

#E>MQBO 4EB RPFKBPRK X



Industry Review

)K QEFP @BFLK DR T>KQ QL MSFAB > CHF@JIJMOBEBKPES_SBSFB
LC QEB FKARPQQELQRLE RKABOPQ>KAFKDQJEB FKARPQES VR

TFIl 2B LMBEDFKD FK FP BRFBKQL RKABOPQ>KA QEB MLBRRARFO
QE® VRO @M>KV TFIl BOK TREFK Q@:FKARRQBSBPQLOPKQ QL
HKLT FC QBBTFII B@SBO QEBFAASFERPQJBIQ 7EBK TFIl QBBPB

> MOGY 2BJBJ?BO FKSBPQLORMBK @BCRY QS@H FKARPQOFBP >KA
>@ TBII 5T>® LC QEB BIDQEP >KA IRIDFLKP TEFK > MSB@RI>O
FKARPQOQKSBPQLOPB-@LHFKDLO FKARPQOFBR @E-ABJILKPQSDB
DQTQE 4EBR/ >IPL T>KQ QL MBFC QEB FKARPE® PQUREN
>MO@AS 4EFP JFEQ BR>FIL@AR@FKDLUDBOES CABP >KAPFP

ELT BSBOQEFP FP KBYRFHEA FK >I| @BP ¢ QEBC-MMEBO QL ?B PLJB
FPPRBP LOLMIBJP TFQE FKARRQBSBI DOTQE QEBKLR JFDEQ T>KQ

QL ?B >?IB QL FABRCPLJB PBDJBIQP C QEB FKARPDEB® DOTQE

FP SF>?IB

Products or Serves

4EFP P@)FLK PELRIA ?B >K FK ABMQE AFP@REPFEX VR >@
LEBOFKD QL @RPQLJBDAPELRIA MSFAB > I@VMIBQB >KA @i6
PQOBJBKQ IC QEB MER@P LO QEB SBEBP QEY VR >® LABOFKDQ)
PELRIA >IPL AFP@RPP QBB @MBQBK@FBE RO ?RPFKBPRRI
PELRIA ERDFEQ TEX FP RKFNRB PR@E >BBt KDAR@ LO PBE@
@K@MQ LO QEB MLPPBPRFMOBRP BR KEBA QL PEL ELT VLRO
MQAR®@ LO PBE@PMBF@EIIV JBBQP MSF@RI>O #8Q KBAP 4R
JRPQ FABBRCELT QEB MAR® LO QEB BE® TFIl POFRCPM@F®
@RPQLIBOP&ARB L R >® ABIFKD TBE > KB MQAR@ LO PBE@®
VLR KEBA QL ABJLKPGQQB TEX) MESFLRRI RKFABBFE KEBAP B TFII
JB BQ >KA EL FQ TFIl AL PL Q 8P ?RE !J>WLK E>A QL ABJLKPSOB
QE® >K LKIFKB ?LLHPBLOLRIA ?B MBBG?IB QL QEB PQ>KW>0O

X#E>MQBO 4EB RPFKBPHK



?LLHPQLED?V LGBOFKD QEB @RPQLJIBO > JR@E TFABBIBEIB?LLHP
QE>K TRIA ?B 55>FI>?IB © >K LK RBB ILE&DFLK

AEFP PEYFLKI@®IA FK@IRAB > AFP@RPERIBEKSEFPPRBIC QEB
?RPFKBPP FP 2%RK > QBEKLILB@ FKKB>QFLK_PR@E >P >TKB
Q/MB C PEY >@ LO >K FBKQFLK_QEBIQ FFP KBPP>0 QL MGFAB
>K >ABIRXQB AFP@RPPFRLIQEB PRE® IQRB LC QEB Q@EKLILD
/KB PELRIA Q>B @@ QL ST>VP BJBJ?BO QEB RAFBKECO TELJ
WLR >® TOBFKD QEB MI>K $L KLQ B>®EFP MRELK QLL @BKF®
FK KRB 4EFP R@FLK >IPL JE) AFP@RPP QEB EREB@FLK C
QEB M@R@ LO PBE@ K>JBIV TEBM TFIl LR ?B Q>HFK@E>KEXD
QEB MAR@ LO QEB BBE® >QBO QEB BK& REB @RKD MI>KKFKD
ELOAW 4EFP J>V BNRA® > AFP@RPPFLK CRQRGKBPQJIBK
@BNRABJBKQP LO QEBNRFAEA QFJB QL ABILM KB MQAR@P >KA
PBOF@P 4EFP EBFLK J¥ >IPL FK@IRAB > AFP@RPERIGHA@FKD QEB
MQAR@ LO QEB BBE@ >IQELRD > JLOB AR>FIBAFP@RPPFIKQEB
FPPRBQ MOF@FKDEQFDB IRKA FK QEB J+BQFKD MI>K @B-LK Q
WLR MI>K QL FK@IRAB QEB FRPRBR@FKBER® PELRIA AFP@RPP
ELT QEB MOF@FEIMEB MER@ LO QEB BBE@T>P ABBOJFKB 4EB
JLOB ARD>FIBWLR >® FK QEFP ABP@OFMQFLK BB IFEQF@THII
>MMBO QL QEBX®BOPC QEB ?RPFKBPP MK J$ VV TFPE QL AFP@RPP
®BI>QFLKPEFMP@ER E>SB TROE BKALOP QBXFEQ ESB >K FIM>@
LK BAR@FKDFD >KA QHEBIB >K FIM>@ LK MCE@Q FP FIMQOK
QL AFP@RPHR ELRO MOF@FKD P@EBJB.JMH@ TROE @MBQBLOP
7FIl RQ ?B EFEBO QE>KSBODB LO ?BIL QEB SBOGDB MOB@ LT ALBP
QEB MOF@FBBKCTHE QEBBC | PQQBY LC QEFFOJ

4EFP PE)FLK JRPQ EB > EFB ABDBB LC ELKBRQ)KSBPQLOP TFII
HKLT JR@E >?LRQ QEB FKARPSKA ©P IFIPQFLKP LR KHBA QL
FABRRC>K/ >B>P QE3 JFIEQ ?B MLPPF?IB P@ROIC MC?IBJP PR@E
>P DISBOKJBKQ BDRIQFLKP FPPRBOEKE MQAR@ ABBILMIBKQ
PBOROFKD AFPQOF?RQFLK @E>KKBLOJIFKD F}EB JHBQ IC VRO
BUFPQBE@&RQEBOR) FP FIMQOK QL FABRC QEB @MEBQ
@JIMBQBLOP FK QEB FKARRQOMLPPF?IB CRRQ@IMBQBLOP

#E>MQBO 4EB RPFKBPRXK X



Marketing Plan

IK FKQDAR@LY J>OHBQFKDLBOPB F1>VP FRDAR@P QEBLRO ®
MQAR@ MOB@II>@ >KA MOLQFLK 4EB J>GBQFKD BRFLK C QEB
?RPFKBPP MI>K HEDMGSFAB JLB FK ABMQELGDB IC ET QEB
MQAR@ LO QEB BB®@ ?BIBO JBQP @RPQLIBORB QE>K QEC
@JIMBQBLOPQ) PELRIA FABRC\MLRO QBE) @RPQLIBOP >KA FK@IRAB
@SBODB IC TEL \L'RO @MBQBLOP BO-KA TEXQ QEBMOSFAB 4EB
@JM>OFPLK 7@ BBK \LRO EDJ >KAGP [@MBQBLOP PELRIA EFEEQ
AFBBK@P >KA MLEKQL TE LR > MOSFAFKD PRMBOFBIRBS
0OF@FKD FPPRBP FLI8@) @K QEB BEFLRP RBFLK L@IA ?B
AFP@RRPPEO AFP@RRIPFE JL@B ABY>FI

4EB FPPRBOLILGDFLK MOB@RMGEK BR>FI PELRIA ?BRB®A FK
ABQ>FI BE>MP LKBC QEB JLPQ FIMREK) BIBJBIQP C QEB JHBQFKD
MI>K PEDFLK FP QL @WBELT VLR FIQBKA QL®O@ @RPQLJIBOP
FKIOOJ QEBJ LC QEB ?BKBE C RPFKILRO MAR®@ LO PBO@ >KA
@BQ>FK @RPQLIBORRPAM @RPQLIBOP B>-O@MO@B QECRLE
>ASB@FPFKD 4EF@FRK PELRIA ABIFRB QEB SBAFPFKD MI>KESQ
JB AF> TFIl 2B RRBAVBOP KEBPM>MBOP J>D>WFKBRFD QBEFPFLK
TB? MBPBK® AFBA) J>®BQFKD >KLO PL@F>I JBF> @M>FDKP
4EFP PE)FLK PELRIA 8O >N MOILQFLK>| @M>FDKP QEXFIEQ ?B
RPR

The Managment Eam

OEVPF@ BPLR@P >B KLQ QEB LKIABYBOJFKXK IC ?RPFKBPP
PR@PP 4EB ERJ>K BPLR@P $>FI>?IB QL F0J TFIl MM > @QF@

Q.IB FK ABBOJFKFKQRFPR@PP B>ABOP € VRO ?RPFKBPP MI>K >KA
MLQBEF>l ERPQLOP PELRIASE>> @80 PBKPBCLQEB J>K>DBJBE

QBJ QE>Q TFIl ?B ORKKFKD > ?RPFKBPW RIEERIA HKL QEB Q8

TFQE BPM@ED QL QEB >QB HKITIBADB IC QEB ?RPFKBPP QEBFO
BUMBOFBKEKXA @GM>?FJFBP >KA QEBFBAFR@BA 'OQEROLZ®H

X#E>MQBO 4EB RPFKBPHK



> BKQRB @MB>IFPQ>P LK® NRLQB>P P¥FKD b) BBPQ FK MBIB
KLQ QEB FAB

4EFP PE)FLK C QEB ?RPFKBPP MI>K ESHOPBIBIJBKQP @ PELRIA
@KQ>FK >K DOKFWQFLK> @EPOQEY TFIl ABIFKBB QEB
BPMLKPFIPHBP >KA QEB @EXFHELI>KA CLO QEB ?RPFKBRP )
PELRIA PMBRCTEL TFIl L@&@RMB>@E J>GLO MQFEK C QEB ?RPFKBPP
9LR JFDEQ T>KQ QLBMI>FK TEL FP ALFKD TESL? >KA TE&LO BBY
JBJ?BO LC QEB J>K>DBJBB QB VLR PELRIA ESB > @IMIBQB
QPRJ] 4EFP PELRIA FK@IRABRBBQFLK>| ?>@HRRA ?LQE IMJI>|
>KA FKOJ>l >KA M>PQ ITH BJMBOFEK@K@IRAFKD QEB GLRP QEB
E>SB EBIA BPMLKPFIPHBP >KA@A@MIFPEJBKQP BR JFDEQ T>KQ QL
FK@IRAB PLJB LQEBO ?FUBB@A>Q> PR@E >P >DB >IQELMES FP
KLQ BNRFBA

)C YR MI>K QL RPB R®B® $-PBOP LOKERIQ>BP MR PELRIA
JBK QFLK QEB K>JBP >KA ?>@RRA&P IC QEBPBIMBB FK QEFREPBLK
LC QEB MI>K.R PELRIA >IPL PMBVCTEV QEBPB MBIB >B ?BFKD RRB

IK >AARQFLK>| BIBJBB IC VRO AFP@RPPRLREB J>K>DBJBR QH
TFIl ?B QEB BIBKAB @JIMBKPQFLK P@EBJBRFOPELRIA PMBROQEB
FIQBKAB P>I>OFBRCCQEB J>K>DBJB® Q8 TEFIB >IPL FK@IRAFKD
FPPRBRCLQEBFO ?BRIBC-KA ?LKRPBP LO/sFQL@H MRPEK QE>QBB
J> V Q>BIFK QER.@>KV 4EFP PBYFLK PELRIA >IPL FABR>K/ D>MP
FK QEB J>K>DBJB® Q8 >KA ELT VLR FKOBKA QIEIL QEBPB MQPEKP

$BMBKAFKD LK QEBQRB LC QEB ?RPFKBRER VFDEQ TFPE QL
FK@IRAB FK QER@MEK QEB MBOPLKEBMILVBBP QEX® TFIl ?B
BNRFABA 9LR PELRIA FAENSC QEB KRJ?BO @ MBMIB QE3 >B
@RGBQV TLOHFKDLO QEBFOJ LO QE>TFII ESB QL ?B EB® WR
PELRIA >IPL FABRCQEB PHFIIP QEEBKHBA QL MLPPBPP QEBO
AFP@RPPFLK PELRIA FK@IRABVQEBOVEFII ?B MISFAB TEBQEBO

bXSBPQ FKBOMIB .LQ NB>Pc -F@E>BI +>ABK>MSH.OK
>KR>@ >@BPPB/ @L?BO

TTT JFHBH>0& @ ?ILD FKSBPQ FK
MB.MIB KLQ FAEP

#E>MQBO 4EB RPFKBPRK X



QEB TFII ?B M>FA $Q P>IM0LO M>FA ELIRG-C >KA TEBKLR FIQBKA
QL RPB $SB@FJB >KA TE® ?BKHQP MR FIQBKA QL MEFAB K
>AABFLK DR PELRIA AFP@RPV Q€FKFKIBORFRIBKQP LO SFKFKD
MQDGJP QEX /R TFII ExSB QL FIMIBJBR

Financial Statements

4EB GK>K@F>| ©B3BIQP R@FLK C QEB ?RPFKBPP MI>K PELRIA ?B
?2QHBK ALTK FKQL QEB HBV PR?PEDFLKP QEB EM@PQOBJIBIQ
QEB ?>I>KEPEBQ >KA QEB-EE LT PQOBJIBKQ "BCEB MO@BAFKD
TFQE QEBPB@BFLKP B AFP@RPP QEB >PPRIMQFAKPLRIFEIA QEBPB
PRADFLKP 4EB LMBKFKEFRK C QEBFR>K@F>I O83BIQP REFLK
PELRIA >IPL FK@IRAB FK PRYEDJI>Q MAGEDFLKPQ P>IBP QEB
P>IBP ROQE 6QB BV BJMBKPBP >KA QEBEDQEOSQBP KB FK@B
>@(PP QER.B@PQFKD ELOFWKA >PPBP >KA |F>TFHBP

IP MBSFLRRI AFP@RRPB>KHBOP_>KA QL IBPPBODBR BKQRB
@MB>IFPQFEll 7B MOFJ>UF@K@OKB TFRQE QEFP @ELK C QEB
?RPFKBPP MI>KQ FP GFl QE» QEFP @FLKTEBQEBOLR >® >K
BUFPQFKD ?RPFKERMFRB JLB CRKAFKD LO > PQRI®_ESB B>IFPQF@
TK>K@F>| UB@DFLKP 4EB ?RPFKBPP MI>K PELRO@>EX @B
PQOBJBIQP C QEB RKABEKD >PPRIMQFLKRQJBS RPB QL J>HB
QEBPBFE>K@F>I UGBDFLKP 4EB @MBO QEB RIBJIBKQP >KA QEB
JLOB ®>IFPQF@ QEB >PPRIMQFLKP ?BEFKA QEERQP@EBK QEB
DB>QBO QERKGABKE) QEB BSABO TFII FK QEBPBLG@DFLKP
&BT ?RPFKBPPMBIB ESB > QELGRCE RKABOPQ>KAFKO QEBPB
TK>K@F>| ©83BIQP QEBOM B FP $KkP>?IB QE>PLIBKB TRE

IJFO - ( LOJLWF >FI3 R@LK 2?B@ $ - @FKK

7 BKA/ R@FL IRPFKBPR=KP 0O . BT LO 33>l

" RPFKBPPBPSFKD QEB-QE QLR@BPR ->K>DBJBK Q
$B@FPFLK KL

X#E>MQBO 4EB RPFKBPRK



>K >@RKQFKD LO FKCK@F>I ?>@REA BSFB QEBPB PQBJIBIQP
?BCB QEB >B FK@IRAFK QEBEILQ 7B TFIl ESB > JR@E JL®B
FK ABMQE AFP@RPREQEBPB PBIBKQP FKE>MQBO

4EB CRQRMII>KKFKD ELORWO EK>K@F>ILG@)FLKP FP KLOYSII
?BQ BBK QEEB >KA €8 \B>OP 4EB ARQFLK QB>VR TFIl RPB TFII
ABMBKA LK QEB >JLRKIC @MB>I QE» QEB ?RPFKBPP BRIFK® QL
O-FPB QER/NB C FKARRQQEB ?RPFKBPP FP FK >KA@EEPQFKD
FPPRBP >PPI@@BFFFQE J>HFKD MGBDFLKP !IPL QEBQ@EFIBNRARA
FK QEBPBICG-K@F>1 @BIBIQP TFII ?B ARGV QFBQL QER/FIB >KA PBW
LC QEB ?RPFKBPP

Income Statement

4EB>C8DB: HIA:B:C | BU>JFKBP QEBSBGI MOGQ>?R¥ LC > EDJ
LSBO > MSIF@RI>0 MBOEIQFUB P PR@E FP >IPL HRK >P > MOGR
>KA ILPP P@BJBIQ { FABNRBP >l PLRBP IC BSBKRBP DBKEQR
>KA BJMBKPBP FK@ROW® QEB ?RPFKBPP &LO QEB ?RPFKBPP MI>K LKB
PELRIA DBKBQB >KKR>| MI>KFOOQEEFOPQ BEQL ES \B>OP 3LJB
PRDDBPQ QEEB MI>KKBOSBIBM JLCB WDOKRIQBCc FKI@B
PQOBJBIQPL® QEEFOPJ QVB>OP V DOKRIQB TB JB>K QEQ QEB
COP@X0 FK@B PQHOBJIBKY PELRIA ?B PEBK ALTK LK > JLK QEV
?>PFP TEFIB QERGREA \B>O PELRIA ?B REBK ALTK LK > NR>QBIY
?2>PFP

3LJB L C QEBEM QBOJPQER TFIl ?B BSFEBA FK JR@E BSQBO
ABQ>F| RE>MQBO Q.RKA FK QEB RK@PQ)BJBIQ >B>P OILTP

d #C8DB: !ll OBSBKRBP >KA >AQFLK>| FKiBP MQAR@A ?V QEB
?RPFKBPP AROFKD QEB ABBFRIROFLA

d DHID; <DD9H HE0 #LPQP >PPL@B>TFQE MAR@FKD IMBR@P
PR@E >P1J> QBOF>IP >KA@P >PPL@BAFBAYV TRQE
MQAR@FLK

d ! @HH HB B6G<>C)K@JB JFKRP QEB I@?Q C DLLAP PLIA

d )E:G 61>C< :ME:CH:H#LPQP FK ALFKD ?RPFKBPP PR@MBHPBP

#E>MQBO 4EB RPFKBPRK X



>PPL@®B TRQE PBIIFKD QEBARM® LO QEB BBE@ MIRP DBKBO
>AJFKFPOOFLK BMBKPBP

d :EG :8>61>DC4EFP FP > P@B>LOJ LC BIMBKPB QEJ>V ?B
FK@IRAFK LMBQFKDWB/BKPBP ,LKD QBOJ >RFFB QELPB
TELPB RPBCRIBAE ILKDBO QE>K LBBOVAB@IFKB FKIRB LSBO
QFJB $BVBRFYFLK QBF QEFP Gf@L GKPFABQFLK 4EB>-G
PESBOI T>VP FK TEF@E QER®IRBFKBIRB @K ?B ARBOJFKB
)Q FP > KLK@E BIMBKAFRBBUMBKPB

d . DIGA :ME:CH:H4EB @PQ C DLLAP PLIA MIRP LMBEXD
BUMBKPBP >KA AB@EIFLK

d (:1EGD3 7:; DG>CI:G:HI 6C9 I6M:H 4EFP FP QERPPMAIR)
JFKRP LMBE)FKDBVBKPBP >KLQEB® IC P@FKD KBMAER FP
FK@B JFKRP QLQ>IBVIBKPBP

d #CI:G:HI 4EB BNRFABA M¥JBKQ LK >Il AB?Q.C QEB MBOFLA
. 6MH &BABGI PQOB >KA IL@Q>U MYBKQPI® QEFFOJ

d (:1EGD> 4EFP FP QEBXKEGIY >QBO BBBPQ >KA (BR 4EFP FP
QEB QBOJ QEI>KV TFII ILLH ¥ QL ABBOJFKB QEB MLQBK
PR@PP C ?RPFKBPP LMBRLKP

Balane Shet

4EB76A6CS: H=:1 BU>JFKBP QEB >RFHB>KA IF>TFHBP >KATKBOR
BNREY LC QEB ?RPFKBOMFPLIB M>QF@RI>0 MLFK QFJE) FP AFSRAB
FIQL DL PBAYFLKP_QEBRER @MLKBKQ QEB >PP® C QEB ?RPFKBPP
>KA QEB ABQF @MLKBKQ IF>?EIFBP >KANBEY 4EBPB QL
@JIMLKBKQP JRPQNR>| B@E LQEBAEB ?RPFKBPP MI>K PELRIZBE>
>KKR>I ?>I>KBPEBQ 00 QEB @BOLO €8 VB>0 MI>KKFKD ELGFW
4EB BIBJBKQP C QEB @) @IMLKBKQ >B>P OILTP

d JGG:CI6HH:IH 4EBPB >BQEB >PRB QESTFII 7B EBIALO IBPP
QE>K LKBRAOFK@IRAFKEP® J>0-BQ>?IB RBRQFBP @ERKQP
@B@BFS?IB KLQBFB@BFS?IB FEBKQLY >KA MBM>FABVBKPBP

d >NB 6HH:IH 4EBPB >PREP S®KLQ DLFKD QL ?B QRGKEL GPE

X#E>MQBO 4EB RPFKBPHK



TFQEFK QEBWBB>0O QEBPB FK@IRABIAISBRFMJIBR >KA
I>KA JQ J>V >IPL FK@IRARPKB?IB >PREP PR@E >RIBRQP
COK@EFPBRMZOFAERP >KA DLLTFII

d . DIBA BHH:IHIEFP FP QEB PR3 I@RBKD >PREP >KARBA >PPBP

,F>?FIBFBRLEPFPQCLQER.MLTFKD

d JGG:CIA>67>:H 4EBPB >BAB?QP Q@>B QL ?B M>FAQEFK
QEB B>OPR@E >P IFKEP@ARK) >@RKOP M5?IB LQEBQBJP
Mx>?IB FK@IRAFKDBR>T>DBP >KABKQP PEL@ QBOJ IL>KP
AFSFABKAP\#2IB >KA @REMQ MLOFLK C ILKD QBOJ AB?Q

d &DC< I:GB A>67>A=H 4EBPB >BAB?QP M>?IB LSBO > MBOFLA
DB>QBO QE>K LKB-OPR@E >P KLQBR'MB ILKD QBOJ AB?Q
MBKPFLK CRKA IF&PEIRA ILKD QBOJ IBPB L?IFIRFLKP

d . DIBA A>67A 4EFP FP QEB PRG [@RBKY IF>?EIFBP >KA ILKD
QBOJ IF>?BIFBP

d )LC:GSH :FJ>N 4EFP BMBPBIQP QEBIRB IC QEB PEBELIABOPa
LTKBOPEFM FK QEB ?RPFKBFPPLJBFJBPBBOBA QL >P KB
TLAQE Q J>V ?B @IMLPBA LC 6BJP PR@E >PBEBDBA PQL@H
@JILK PQL@H >KABD>FKBB>OKFKDP

Cash-Flow Statement

&QJ > MO>-@F@>KA PREFS| PQ>KAMLBKQES6H=; AD HI6I:B:C |
J>V ?B QEB JLPQ FIMQSK) @MLKBKQ IC QEFR>K@F>| PB8IBIQP

4EB @PE QLT PQ®BJBKQ J>MP LRQ TEBA®PE FPICTFKD FRL QEB
G0J >KA TEBB B TP LRQ @ BADKFBP QEY QEBOJ>V 7B >

PEDKF@KQ ARBBK@® ?BJ BBK MDGDP >KAXBE C.T )Q TFIl FKARS

FC > ?RPFKBPK @BKBE)B BKLRD @PE QL I®QFKRB LMEFLKP
TEBQEBQQFE>P PER@FBKEPE 0O KB FKSBPQJBIQP >KA TEBEBGQF
@K M¥ BP L?IFFLKP RPFKBPPMEB PLLK B> IF® QEQ MGEQP ®

KF® ?RQ @E FP HFKD

#>PE QLTP @K ?B AFSFAFQL QBB >@>P IC >K\IPFP S@E C.T

#E>MQBO 4EB RPFKBPRK X



COJ LMBO-QFLKP >@E €T CQJ FKSBPQFKD >KARE @LT CQJ
TK>K@FKD #>AETCCQJ LMBO-QFLKPUBJFKBP QEB>EE FHCTP
COJ OBSBKRBP >KA BIBBPQ >KA AFSFABKAR EKSBPQJBIQP EBIA
?V QEB ?RPFKBRR QEBK FABRBP QEB>RE LRQICTP CO MY¥FKD
PRMMIFBOP BJWEEP Q8P >KA LQEBQMEBKPBP #>PET CQJ
FISBPQFKIUBIFKBP QEB FIMP@ PBIIFKD LONRBOFKD @RQOKA
GBA >PPBP #>PEICT CQJ CFK>K@FKDBFKBP QEB FIMZ@K QEB
@PE MLRFFLK CDQEB @E>KDBP FK QEB KRJ?BOPERP >KA
@E>KDBP FK QEB ©E£KA ILKD QBOJ AB?Q MRPEKC QEB-OJ 'FBK
QEB @ FIMLQ>K® LC @PE @.T QL QEB PBBSI LC QEB PJ>lI
?RPFKBPR) FFIl 7B I@B®A FK JR@E JLB ARY>FI RE>MQBO

Additional Information

$BMBKAFKD LK QEBIRBLC QEB ?RPFKBPP >KA QEB JIRKRKAFKD
QE® FP ?BFKD PERDQEB MI>K JEQ FK@IRAB JBO> QBOF>IP &LO >K
BUFPQFKD ?RPFKBRR>W TFPE QL FK@IRAB M>PQ QBUBIQP >KA

LO MBOPLKAKSK@F> BB3BIQP ¢ QEB ?RPFKBPP FFKG@EBPHE R/
PELRIA FK@IRAB >I| IBRHG®@P >KA AL@RJBIR 4EB P>JB PELRIA
2B ALKB DO >K/ IB-PFKD IBGPFKD LBKD >DEBJBKQP 4EFP @BFLK
PELRIA ?B FBK >P > @)@E>I AKGMLSRFKD %KJ> QBOF>IP QEERIA
PRMMIGQEB MI>K /KB ALBP KLEKD QL ?B FK QEB KQIEPR C ?BFKD
>PHBA 7V B>ABOPC QEB MI>K7 lEB® >® QEBPB AL@RJIBR ¢

Appendixes

4EB GK>K@F>I@FLK C QEB ?RPFKBPP MI>K PELRIA FK@IRAB PRJJ>OFBP
LC QEB BBV EK>K@F>I BIBJBR 4EB AB>FIP ?BEFKA QEEB>R@F>!
PQOBJBIQP PELRIA ?B FK@RAB >K >MMBKAFU >ILKIHFQH®D
PQOBJBIQP IE@OKFKD QEB >PPRIMQFLKP B> RPB QL ?RFIA

QEBJ 4EB >MMBKAFRI J>V >IPL FK@IRAB BBKQ PBK>OFLP QE>

X#E>MQBO 4EB RPFKBPRAK



TB® @KPFARD FK ?RFIAFKD QEB MI>K PR@E >P GQHBBOREBQ
DOQTQE >PPRIMQFLKP LO >IQEEK®IMBQBMS BKSFIKIBK QP
$BILKPQOQFKD QE>QEBROQEL® @QKPFAHA bTE>Q FCc GRQFLKP
QBIIP MLQBR>I BRPQLOP @EQEB ?RPFKBPP BRIABA QL E>KAIB
@E>KEKD I@XARFLKP Q) PELRIA FK@IRABBF PR@E >P ILDLP
AF>DEIP >AP >KA LO>KFVWFLK>| @ EXO

Developing Smarios

Change is constant. » "BK GJFK $FPSBIF

"RPFKBPP MI>KB >@®>VPBP C QEB CRBRQEB @K BOO LK QEB
PFAB C BBEBO LMQFJFPQEGEILKP LOKPBS>QFS MOGEBDFLKP
&Q.J QEB PQ>KAMLEHC QEB MLAB¥| BRPQLE FP BHVP ?ERBO QL
BOO LK QEB PFEBEGKPBS>QFPJ BD>@IBPP C BBEBO ?F>P ?RPFKBPP
MI>KP SB®DBKBON ?RFIQ LK QEB ?>PEMIMEDB CRQBP >KA M>PQ
BUMBOFBK @K GQRKOBY QEB CR@®RALBP KLQ BHVP BJBOB FK >
@IBAV MBAFEDR. J>KKBO /KB @>K E>B > AGJ> QF@ @E>KDBQYQE>
@K ESB PFDKFEKQ FIM>@ LK QEB ?RPFKBPR)BE PR@E @E>KDBP
L@DRO FK QHEEQBOK>| BRIKJBK Q >KA S®?BALKA QEB I®QO LC
QEB ?RPFKBPP J>K>DBIBRE 4EBPB BJQBOK>| @E>KDBPLE@RO
TFQEFK QEB@EKFP@BKSFIKIBKQ © @K ?B ?>PB LK @E>KDBP FK
@RPQLJIBO B&° @E>KDBPQE BPMED QL QEB PRMMIFBOP @E>KDBP FK
QEB BKLIF@ BEBFKIBKQ_X) QEB I® K>QFLK>l LOILD>| IBSBI
$0>J> QF@ @E>KBR @PL L@RO TEFK QEBLKFWFLKIPBIQEB
AB>QE IC QEBTKBO LO JBJ?BOP C QEB J>K>DBJB& Q8

/KB T >V CO >K LO>KFVWFLK QL ABTRQE PFDREBQ @E>KDBP FP >
MQ@PP HKIK >P H8:C6G>D ABCC>C<4EB ®>| LOREKP C PBX>OFL
MI>KKFKD>@?B Qa@A ?>@H QL QERIB KFKBBKQE BKQRO>@F&F
HKLTK >P +@FDPPMFBBO D>JFKD_> PVPQBUCCQEHKFKDAF@®OP

b7 LAHPELMP >KA BIS)R 3#/ 2% >@BPPB/ @L?BO
T TT P@®L®BBKYA LAHPELMP

#E>MQBO 4EB RPFKBPRK X



ABSBILMB\ ?V QEB 0ORPPF1KJEKA 4EFP MQ@PP C ILLHFKDQ>
CRQRO>0OP BP >ALMQ@B?V J>KV JFIR>0FBP FK QEBO-KFRABKQE
@KQRD )K QEB P > JLO B COJ>l @OJ>Q T>P RPB >Q QEB!Z
)KPQPRQRB.C BJ>JFKFKD MLPPF?IB GR@®ESKDBP FK QEBQJRIF-KA
DBMLIDFE@® BKSFIKIJBKQP 4EB BV P P> T FQ >MMIRBQL
FKARPQOFSIFEDPLY > $RQ@E 3EBWBIFKE\ QEB NRBPQFIKIE)
T LRIA E>MMBK FC GEERB > PFDKREKQ AM FK QEB MBEGLFI 4EFP
T>P >QBOMQ LFI @OFPBRQQERPEBQEBR MEF@ LFI RM PFHIGKQV
4EB KLQFLK QE>LFI M@R@ILRIA AQM T>P @KPFAH QL ?B >K
BUQEJBIV RKIFBIV BSBKQ ?RQFAFA L@RQALV>| $SRQ@E 3EBIP LKB
LC QEBBT LFI @IM>KFBP QBE>AFA KLQ BRT ?B»RPB GP FE&>OFL
>K>NPBP BK>?/BQEBJ QL ?BE>AV QL ABI TROE QE» RFROFLK

7 E>Q @RIA ?B QEB MLPPF?IB REBPBK>OFL MI>KKFKID ®J>II
?RPFKBPPBP 4HEBG® PEBG| >B>P FK TEF@E PJ>Il ?RPFKBPPBP
PELRIA >MMIP@®K>OFL MI>KKFKD QL ?@BB BU>BA CO CRQRO
AFPORMQFLKP

ldentify Signifiant Changs That Might Impact
the Busines

Consider major shifts in the customerOs notion of value. P JBK QFLKSB
FK#E>MQBO QEBRDJ PELRIA FI>VP ?B B>JFKFKD TES @KPQPRQBP
S>IRB FK QERMEP IC QEBLEPRJIBO >KA EL QEX) JFIEQ PEEC(BKY
&L@A® JLABI 4 @O T>P > IL?>| PR@PP ?BRPB @RPQLJIBORFKE

S IRRA > BIF>?IB BEF@IBQ>> II MOH® &L@ - LQLO #LIM>K/
@KQFKRB QL JBBQ QEB @RPQLBBRFLKA SIRB ¥ @KPQ>®V
AOFSFKDTA{QEB RKF @PQ (LTBSBO?V QEB JFA P @RPQLJBOPa
KLQFLK C SIRB FK@IRABKLQ LKY MOB@RQ >IPL FPPRBP PR@E >P

0 - @ >JBB 4LLIP >KA B@EKFNRBEOXEEQBB@
->K>DBJBK Q .BT 9L(H 0BM>JLK 0OBPP

X#E>MQBO 4EB RPFKBPHK



PQIFKD >KA FIMSBA QBVEKLILBBP 'BKB® - LQLOP ¥P >?IB QL
@ADKFB/QEQ QEBOTB® @E>KDBP FK QEB @RPRISIBRBaKLQFLK
>KA MOSFAR QEBJ TRQE > $KDB IC SEF@IBP & C>FBQL BAQDKFB/
QER @E>KDB >KA &R& > PFDKIFEKQ ACM FK P>IBP

Shifts in the economic envir onment. 4EB B@KQ B@BPPFLK @B/
FKAR@BP QE>ELKLIFBP @K PR®O PFDKEBQ PERE FK > PHDO
MBOFLAQ. QFJB 4EBPB REFCE# ESB AGJ> QF@ FIM@K >l
?RPFKBPP LMBOBLKP J3Il 7RPFKBPP TKBOP ESB PBK PFDKREKQ
QFEQBKFKD CL 7>KH @&&F) >KA @E>KDBPQE- BPMER QL QEB
@NRABIBK QP IO RPFKD EAK) @AP /KB @Q.RIA B-PARI FJ>O0FKB QEB
@QFE® FIMLQ>K® CO PJ>Il ?RPFKBPPBP QKR®ABO QEB FINP@
QE® TLRIA CIILT PFDKF@EKQ @E>KDBP FRBBPQ>QBP 3LRQBPQ
IFOFKBP FK k@MWK C MLPPF?IBR@RYFLKP FK LFI BPFRPB
CRQRO @KQO@P QL ABTRQE A&)> QF@ PEFCG-K QEB MQAKGLFI
7 EBK LFI M@BR20OPB PFDHEKQY QER TB® FK > JR@E T®BO
MLPBFLK QE>K QERBEIBDELOP

The entrance of new competitor s. 3J>Il ?RPFKBPPBP PELRIA VP
?B B>AV QL @XPFABO QEB FIR¥@C>@FKD BIMBQBLOP >KA KB
Q/MBP C @MBQBFLK #LKPFABO QHBB@C PJ>II IL@ @Q>FI LR@B
TEBK > 7 >1J>0Q PRMBOPRLEBKP FK QEB>0

Consideation of Disasters

4EB ?BPQ ¥V QL ABl TRQE >N MLQBBF>I AFP>PQBO FP KLQ QEFIB F
FP L@ROOFKD LOBSGFE>P E>MMBKBRQ ?BCB © L@ROPJ3II
?RPFKBPPBP PELRIAQF@IB>TEY QBB TFIl AL FK QEBRB IC
ME/PR@ AFP>PQBOP PR@EF@PBSMENRBP LO ICLAP /QEBO
AFP>PQBOP HBIFELISB QEB ?>KHORMQ@ ILPP T > J>GLO PRMMIFBO
LO > J>GLO @RPQLJBOBPQROKQ LO >LCA J>OHBQ PELRIA BB

> @KQFKDBN@II>K FK QEBR® IC > MLBO C>FERQE® JFEQ IBA

QL CLA PMLFI>DBR®E > ?RPFKBPP BED>IPL FKQ QL ®AR@ >
P@K>OFL MI>KKFKB@FPB QIBPE=>Q 6P BPMLKPBPLRIA ?B FK QEB
@PB IC > @RPQLIBOIMI>FKFKD @ LA MLFPLKFKD /QEBO AFP>PQBO

#E>MQBO 4EB RPFKBPRK X



P@K>OFLP QEPELRIA ?BLEPFAR ?V PJ>ll ?2RPFKBPPBP FK@IRAB
QEB FIM@@>KA ©IFG@QFLKPQ ESFKD QERJMRQBO PVPQBI@D
E>SFKD QEB BB@ CO QEB B?PEB @PE LO ESFKD QEBBPPEB
E>@BA TFQE QEB MLPPF?IB ILPBRPQLIBOLKISQFLK

New Opportunities

IIJLPQ >l ?RPFKBPPBP DEO>KA PJ>Il JRPQ ?B BOI>BA QL PBBW
KBT LMMLQRHKBFBP 4EFP UxIB>K QE® QBBESB QL @PFABO QEB
FIM>@ IC QBEKLILB@ @E>KDB LK QEB ?RPFKBPPILQBREKLILD
@K LGBO QEBJ KB ?RPFKBPP LMM)RXPFBP 4EB @BKLILD LC
PQERD IRELDEME/ > MO@PP ¥ TEF@E (BBOAFJBKPFLK>| L?@BP
>@ ?RFIQVBO ¥ IMBOE>P ?BK S>FI>?IBIM JLGB QE>K > ABAB
"BPMLHB KKLSSQFLKP P>QEB MLQEBK>ILO RPFKD QEF®EIRILD
"BPMLHB KKLSSQFLKP>® ABSBILM FK > PEQOMBOFLE IQFJB @RPQLJ
>MF@F>| IBDPS MOB@  * >KATF QEB-QRBP QEY>B
KLQ RKA FK MO LPQEBPBP

3@K>OFL MI>KKFKD PELRIA ?B > MBOEBRAPEPB ?RQFELRIA 7B
@QKAR@B KL JLOB QE>K LK&@> \B>O 4EB >@R> GRRBK®@® JFDEQ
2B ABMBKABK LK QEB M@FBBA CQB C @E>KDBACQEB FKARPQO
QEB MBPBK®LC PQLOJ @ILRAP LK QEB EKCE@K>OFL MI>KKFKD E>P
PESBO| AFPQRE@QFSFBP TEF@EWSB >PQILTP

d *>8@ DC: 6 I1=6 | B><=| D88JG >C I=: ;JIJG: |=6 | L DJA9 =&
H><C>;>86E€B E68I DC I=: 7JH>C:HH7 E>Q FC QEB}EK>|
GL?IBPPKBP)B BU>FKP 8 ISBO MB@KQ 00 QEB KEY QBB QL
G&8 \B>OP 7E>Q FC > J>GLO @RPQLJ&TABP QL\?RO) >
@JIMBQBLO LO QB®@RPQLJIBO FFFRKIGQF>LR®B 7 E>Q FC
QEBB>® @E>KDBP FK QEBHK>| ABRPB ?RADR !

IPEIBB 6>K@ b 4 B@EKLILD 3BQPRSBKQLOP &3 QL
$0B>J c. BT 9 LOH 4FJBP 3BMQBJ?BO

X#E>MQBO 4EB RPFKBPHK



IRK@HBB<B®MB FKBT ,LKALK #LKKB @F@RQ TBBGEDOF@
"L> Q ?RFIAP KREDEPR?J>OFKBP>RQP QLLEPFABO QEB FIQ>@
LC @E>KDBP FK QEBKFBC?RADB ! AB@B>PB FK QEB ?RADIED
?RFIAFKD KREIEPR?J>OFKBRRIA BAR@ QEB KRJ?BOQ PR?P
J>AB FK . BT ,LKALK TEF@E JFIEQ IBA QL INLEP © %I@)0F@
"L>Q >KAET BO @RPQLJBO® QEB IRK@EBMB

d #:CI>N ;68ID® 1=6| B><=| >BE68I I=6 | >HHJ: 4EFP PLIB)FJBP
FP BBOBA QL >P >®34 >K>VPFP TEBIQEB 0 PQ>KARC
MLIBE@FPPRBP % PQ>KSM@KLIF@ FPPRBP 3 PQ>KAP C
PL@FL@RI)ROPRBP >KA 4 PQ>HAPQBEKLILY FPPRBP %>@E
C>@LO TRIA ?B >KV\BA QL PB ELT FQ JFEQ FIM>@QEB
P@K>OFLK)LRO MESFLRP IRK@EKB®MB B>IMIB QEBBPQROKQ
JFDEQ T>KQ QLI@PFABO >K RM@XD BIREFLK QL BELT B>@E
M>Q/ TLRIA PRMMQDABEKPB >MMRIORFLKP >K®BFEQ ILLH
>Q QEBIBCII B@KLJ V QL ABBOJFKB TEBEBO > AK QROK FK
QEB @KLJ V JFDEQ IBA QL > @RQ FKBXEB >MMRIORFLKPQ)
FP RKIBIV QES PL@FL@R{QJRPRBALRIA FIM>@ ABBKPB
>MMOMOFRFLKP B@EKLILD FPPRBP TBEBO > BSHQH®LE FK
PLJB ABPFDKV QEB 5KFR 3Q9BP LOV?PLIB LQEBOLBKQY
JFDEQ ABBOJFKB QEB KRJ?BO >KAQEK C PR?J>0FKBP ?RFIQ
FK QEB 5KIB 3Q9BP

d ,6C@ I=: G:A6I>K: >B EDGI6CS: DI=: EG :K>DJH ;68ID& . LQ >II
C>@LOP RKABIK@FABQFLK® ?B @KPFAHB BNR>IV
FIML@>IQ ) FP @B@FK > PEKX>OFL MI>KKFKIB@FPB QLEPB
TEF@E CO@DP BALPQ FIMLQ>KQ PL QEPABFPFLK J:BOP @&
C@RP LK QEBIBEG@QFLKPA QELPB CI@P FK QEB YRFP

d :K :ADE H8:C6G>DH>SFKD FABRRE QEBRB:QASFIMLQ>K®
LC QEB G@P QEBWBPQ>DRRIA ?B QL ASBILM > IFJOB
KRJ?BO LC MLPPF?IBEK@OFLRL JLOB QE>KTL LO QHEB
%>@E B&>OFL IRIA J>M LRQ MLPPF?IB LRIB® Q.0 B@E BV
C>@LO'>PBA LK QEBPB>®RBP QEB RM @KAR@FKD QEB
P@K>OFL MI>KKFKB@ FPBLRIA ABBILM FKPEQP )L QEFP
MLPPF?IB CROROOA

d " DL 9D I=: H8:C6G>DH >E68| NDJG 7JH>C:HH.LO B@E CR@RO
P@K>OFL QEB-QBELRIA BU>JFKB EIl QEx) MLPPF?IB CRBQRO

#E>MQBO 4EB RPFKBPRK X



PQOB LRIA FIM>@ QEB LMBIFLK C QEB ?RPFKBPP @EKRFKD
TFQE QEB IRK@EB®B B>IMIB QEBTKBO JFIEQ PB QES >
M>QF@RI>0 WE®M>Q/ TLRIA ?B BIEDR FK QEB K& BIB)FLK
>KA QEB@KLJ V TFIl PQFII 2B FK QEB ALIAORIFBIEB@EFP
JFDEQ FKAF@B > @RQ FK QEBIRRFIAFKD ?RADBIEFP TFII
QEKPIOB FBL > BAR@A KRJ?BO LC PR?J>0OFKBP ?RFIQBK .
LKALK >KA > BAR@FLK FK BIMUIBKQ ® %I8)OF@ '"Q>4EB
IRK@BB<BWMEP P>IBP TFIl ISFLRMAQM L& .LT QEB TKBO
JRPQ @KPFABO TEXB JFIEQ AL FK QERPROFLK

3@K>OFL MI>KKFKIBOP QEB LMIQRB® CO PJ>Il 2RPFKBPFKBOP
QL B>JFKB QEB CRBRR > ILKD QBOJ ?>PFR) PELRIALG@ QEBJ
QL ILLH © BIQBOK>| BRLKIBK QP >KA L@ARFLKP QE8K ExSB >
AGJ> QF@ FIMP@K QEB PEESI LC QEBFBOC 1) ?0>ABKP QEBFO
QEFKHFKD >KAB@BP >K BBFIKJIBKQ IC FK®®B GBUF?R¥ )Q
BK>?IBP > ?RPFKBPP BRMRKA QL QELPB PRAABK PEL@BBREE>
ABPQ® LQEBGFOJP

Computer Aids

" RPFKBPP MI>KK @B ?RFIQ RPFKD.3?EK>QFLK C TLOA MQ. @PPFKD
>KA PVE>APEBQ MAGJP ?V QELPB TEL BO>ABMQQ>RPFKD QEBJ
( LTBSBO QEB BRMD MO@PP C @KPQOREKD >L@IOBEBKPES
?RPFKBPP MI>KK@?B DB>QV PFIMIF® ?V RPFKD > ABGEDR
?RPFKBPP MI>KGHL>@ M>@H>DB 4EBPB M>@H>BBMPEDKBQL
MQAR@ BMLQP QErESB >l QEBBNRFEA PEADFLKALO > ?RPFKBPP
MI>K QEBDB>QV C>@FHB QEB BQFLK C QEFR>K@F>I D83IBIQP
TFQE @ES® >KA QEBABK >IIT ALO QEB FK@IRPRLESQBOF>IRLO
LQEBO MDOJP - LPQ C QEBJ S®C>FO®B>PLK>?V MOB&CLJ
QL

4EB® >@ J>KV PR@E M>@H>DBP LK QEEBQ>OKA QEBGKDB
COJ QELPB ABPFDKELO KISF@P QL QELPB QEZK DBKBEDB >KKR>!
MI>KP ¥ B-PRI FKIGDMLEQFKD &> €O B UQBOK>| PI@® PR@E >P

X#E>MQBO 4EB RPFKBPHK



QEB >@RKQFKD MOGJP L C > ?RPFKBPPEBK E5>IR>QFKDLGMBQFKD
MQDGJP QEBB >® PLJB MOFJ>D >KA PEBLKA>Q C>@.OP Q&>
PELRIA ?B @LKPFBBO 4EB MOFJDC>@LOP BG-P OILTP

d 6H:D;7J>A9>C< |=: GEDGI 4EB SSOFLRP @BFLKPC.QEBMLQ
PELRIA 7B @8V FABRFRB >KA QEBRQELOP PELRIA ?B >?IB QL
TLOH LK B-@E R&)FLK FKABMBKGEE QEBFONRBK@®TRQEFK
QEBEMLQ BUQ >KA AY> BR® PELRIA ?B PFIMIB >KA STICLO
B>PV @B@YFLKP LBSFPFLKP

d >C6C8>6A HiB:C IH 4EB PLCY > PELRIA C>@®B ?RFIAFKD
QEB FK@B PQ)BJBKQ QEB ?>I>B@EBQ >KA QEB-BE QLT
PQOBJBKQ &LO JRIGB>0 MGEBDFLKP QEBMEL>@ PELRIA
PRMMI@QER B@PQFKD MN@BPP

d #8 EDGI ;®B DI=:G E@<GBH 4EB PIGY >@ PELRIA ?B >?IB QL
FK@OMLSDB AQ> €O > S >OFW LC MMGJIP PR@E >P ZOA >KA
%@ YAB>IIV FQ PELRIA 2B >?IB QL FIMLO9> CO> S >OFW LC
>@)RKQFKD MDOJP

d - JEEDGI H:@>8:H4EB PIGY >@ @JIM>KV PELRIA ?RKAIB >
S>ORW LC PRMMQPESFBP FK@IRAFKD-@BXPQQREKP
QRQLOF>IP >K@R® QIKRBOKBLO @ KRJ?BO PRMMIQD ->KV
M>@H>DBFLEIFAB P>JMIB ?RPFKBPP MLBRBBKQ
FKARPQOFBP

4EB PELKA>Q C>@LOP BCG-P OILTP

d 88:HH ID G4:6G8= HJEEDGI3LJIB PL GT >@ M>@H>DBP FK@IRAB
>@BPP QL ?RPFKBPP MRQFL@EP >KA 8>?>PBP QL >FAEF
J>OHBQ BPBGRE

d MEDGI DEI>DCHEBPB M>@H>DBPT0LO QEEBMLQ LO M&P C
QEBEMLQ QL ?BEMLQR QL ABBKQ 0OJ>QP7 LA %\@B!

b " RPFKBPRK 3LAT >@ 0QAR®@ #LIM>OFPLKP
ALMABR2BSFBP @J >@@PPRB/ @L?BO
?RPFKBPP MI>K €I >@ CBSFB QLMQBBSFBP @J

#E>MQBO 4EB RPFKBPRK X



OLTBOLFKQ (4-, LOO $&

d C8>AABGCENH>H IDB3ELIB M>@H>DBPEEBO ARG FK@IRAB
LO LGBO >AAFFLK> MDGJP ALO J>OBQ MI>KKFKD ?RAIKD LO
S IRQFLK

4EB CIILTFKD FP > M3P>| IFPQFKD@M>KFBP QE>ESB ?RPFKBPP
MI>KKFKD BT >@

d JH>C:HH A6C *® 4EFP @M>KV MOSFABP ?RPFKBPP MI>KKFKD
PLAY >@ TROE P>JMIB MI>KPQ> TFAB KRJ?BOT FKARPQOFBP
MIRP LMQFLKP G ®RFOFKD FKARRID> § KOFLK>l PQB LO
IL@! IBSBIP 4EB @M>KV >IPL E>P MOGJP A.O J>OBQFKD
MI>KKFKD >KA IBD>| FPPRBP@A

d JH>C:HHAG6C -DIL 6G 4EFP @M>KV LGBOP > KRJ?BOL
MQAR@P FK@IRAFKD ?RPFKBPP MI>KRIFKB PLPQQBB@
MI>KKFKD MOBJ CFK>K@F>ILIGBDFLK >KAS@E QLT
C@B@PQFKDIM®JIP >KA J>OHBQFKD MI>KKFKOPL®

d *A6C' 6<>84EFP @M>KV LEBOP > PRB C MI>KKFKDLME@P
O-KOFKD COM>OQF@RI>0 FKARPQOFBPKEFS | >KA BFBFKD
MI>KKFKD BT >@

Key Takeaways

d 4EB ?RPFKBPP MI>KKRKD>PQEMRM ?RPFKBPP PELRIKRBABO
FC QEBKBOP FP-OB B>AV QL >@MQ QEB @E>IIBKEBP L
LMBSQFKD > ?RPFKBPP

d #LIMOBEBKPBS?RPFKBPP MI>KP TBMRFBFKIEDJI>QFLK >?LRQ
QEB FKARRG@JIMBQBLOP >KA @RPQLIBOP /TKBOP LO QEB
TOBBORLQEB ?RPFKBPP MI>K PELRIASB +C TEBB QEB @K
L?Q>FK QEFRLEXSQFLK

d &LB@PQFKD FRQB@BL QEB P@®P C >K ?RPFKBPP 4EBSB
J>K V ARBBKQ >MNMIO@EBP QLB@PQFKD PLIBB®FIMIB
BUQEMLIQFLKPQC BKXAP TEFIB LQEBORK @B @IMRQOQFLK!

X#E>MQBO 4EB RPFKBPRAK



@JMIBU 4EB ?RPFKBPP PELRIA RREB@PQFKD PVPQBIDES
KLQ LKV >@REDB ?RQ >IPL J:B#P QEB RPBBBI@JICLAD>?IB
IIQELRIE ?RPFKBPP MI>KBEGFK AFGBKQ BFBP >KA PE>MBP
QEB PELRIA ESB PLJB HBV PEAIDFLKP IB@RQEBRJII>OV

JFPPFLK PQBJBIQ FKARRQEX>VPFP J>EBQFKD MI>K
ABP@OFMQFLREB J>K>DBJBB QB >KA CFK>K@F>!
MQGREDFLKP

3LJB ?RPFKBPPBP PELRIA BR) > MADFELC GKAR@FKD
P@K>OFL >K#PBP 4EFP FP +@PP C B)>JFKFKD MLPPF?IB
CRQR@SBKQP >KA TEQ PELRIA ?B QEBRMLKPBQ QEB ?RPFKBPP
4EB @IMIBUBY >KA ARE@RIQC ?RFIAFKD LI@OBEBKPIES
?RPFKBPP MI>KK@B PFDKFREKQV BAR@A ?V RPFKD LKBOLQEB
>S>FI>?I1B ?RPFKBPP MI>KKFKIY P& M>@H>DBP

#E>MQBO 4EB RPFKBPRK X



6. Chapter 6 - Marding
Basics

What Marleting Is All About

Because the purpose of business is to ceate a customer, the
business enterprise has twoNand only twoRbasic functions:
marketing and innovation. M arketing and innovation
produce results; all the rest are costs. Marketing is the
distinguishing, unique function of the business. 0BQBO
$OR@BD

' 6GAI>C< FP AB®R ?V QEB !JBOR@ ->OHBQFKD !PPL@FEK >P
bQEB @FSF PR) IC FKRUFQFLKP >KAL@BPPBPLO @SQFKD
@JIRKF@QFKD >KAUBE>KEKD GBOFKDP QEXESB SIRB 0O
@RPQLJBOP @UFBKVISIXBOP >KA PL@FR® I>DBc OR@FKD QEFP

*>@H@RQ bBQBO $ORBIHLK ->O-BQFKO&LO?BP *RI
>@ @PPB*>KR>U T TT QO?BP@
G>@QRQ LK J>OHBQFKD
@=GQ= AOR@HBO BJI
H-' $8C FKBFLKC ->O-BQFKD!JBOF@K ->OHBQFKD
IPPL@FFLK $@3J?BO >@BPPRB $B@J?BO

X#E>MQBO  ->O-BQFKD ">PF@P



QOJ>IKY >PFAB JSBQFKD FP >?LRQ BBIFRD>RB >KA ?BKEQP
@B>QFKD MER@P >KA PBP@EP QE3 TFIl JEBQ QEB IBBP >KA BKQP
LC @RPQLJBOP EBIP BBK ABIFEQFKD QEB$Q > MCE@EB >B
TFIIFKD QL M»KA FK MIB® TEBB QEB >B TFIIFKD QL YRQEBJ
>0 HBQFKD FP >IPL >?LRQIMIFLK>| >@FSFBP PR@E >EBEBFPFKD
>KA P>IBP Q@38 @RPQLIBOP HKPLRQ QEB DLLAP >KA SBEP QHY
>@ >S>FI>?IBLO MROE>PB R@BPPCRI JHBQFKD DBKEBPESBKRB
QE® MWP [0 >Il LQEBQIBI>KY LMBSQFLKP TBELRQ JHBQFKD KL
?RPFKBPPIGI>PQEY ILKD P FP QEFIMLO>IQ >KA QEPPFIMIB_>KA
R >MMIFBP QL PJ>Il ?RPFKBPP

->OHBQFKD FP >MMIB@QL DLLAP PSEEP BBKQP BMBOFEBH®
MBMIB MI>EP MOBQFBP DOKFVQFLKP ?RPFKBPPBP-PFAKA
FKOOJ>QFLK

4EB® >B PBBOI @K@MQP QE>B ?>PF@ QL >K RKABOPQ>K&FKD L
J>OHBQFKD QEB BEDFKDLE@MQ @RPQLJBIRS QEB JSBQFKD
JFU PBDJBIQ®FLK CDRD J>GBQ QEB JH@BQFKD BRIKIBKQ
J>OHBQFKD J>K>DBJB& >KA J>BBQFKD PQBY

The Marleting ConeptEand Beyond

4EB B6G@I>C< 8DC8:El E>P DRFABJ>OHBQFKD M@FRPFKE@QEB
JFA P  4EB @K@MQ ELIAP QE>QEBL@RP C >l @M>KV

T TT J>OHBQFKMLT BO@J #LJIRKF QY12#
0>DBPRAAF QFLK4BC FK@FLKRBC>RIQ >R
IA>MQB. CDJ 0 EFIFMLQIBO >KABSFK >KB +BIIBO
->0 HBQFKD ->K>DBJBR SMMBO 3>AAIB Blces* 0 B>OPLK
0BKQRHE >l A
OEFIFMLRQIBO >KABSFK >KB +BlIBO->0 HBQFKD
->K>DBJBK Q 5MMBO 3>AAIB BEs* 0 B>OPLK 0BKQHE)
(>l

#E>MQBO  ->QHBQFKD ">PF@P



LMBOQFLKP PELRIA ?B BBFKD QEB @RPQRJBEBAP >KA TBKQP FK
T>VP QEY AFPQFKDRFPEIM>®V COJ FQP I@MBQBFLK [TBSBO
@JIM>KV BQ.AQP PELRIA ?BEBDOQR >KA @LOAFKOB FK PR@E >V
QL JBBQ LO>KFV@FLK>| L?@BFEP >KA >@ ESEBVIOGR>?R¥ 0BE>MP
KLQ PROMOFRFKER@PPCRI FIMIBJBKOFLK C QEB JS@QFKD
@QK@MQ E>P BB PETK QL IBA QL PRMBOFLQIMBKV
MBQOJ>K@ MEB J>OHBQFKDLE@MQBE DKFBP QR QEBGFP KL
@B>PLK TEV @RPQLJBOP PELRIA/ 2B LO>KFWQFLR LCBOFKDP
RKIBPPGFFP FK PLIB>V ?BIBOQ PESFKD QEB @RPQLIBERRPT>KA
KBBAP QE>K QELPER®A 7V @IMBQFKD DSKFVWQFLKP #RPQLJBOP
E>SB EFEBO BMEDOFLKP >KA JIBD@ELB® QE>KBO ?BCB 4EFP
JB >KP QE3 J>GBQBOP EB QL IFPQBK B@I|LPBIQE>K B0 ?BCBC

3>] 7 >IQLK QEBRKABO C 7>1J>0Q MR@MPBPQ TEBK EB P>FA
BMEB® FP LKI LKB ?LPP QEB @RPQLIBIOEB @K E6 BSBV?LAV FK
QEB I@M>KV COJ QEB @E>FOJ>K LK AK PFIMV &/ PMBKAFKD EFP

2LER $BPEM>KAB >KBAEK 5 &>TBV b- B>PROFKD -+8Q
JOFBIQ®FLK 'BKBSIFWRFLK >KAGQEBPERLROK>! C
>0 HBQ &L@RPB>K>DBJBK Q G SV +
+LEIF >KA "BOKAT *>T LOPHF b-3@Q /OFBRSQFLK 4EB
#LKPQOR@BPEGDE OMLPEOFLKP >KA ->K>DBOF>|
)IMIF@QFLKPLROK>I C ->OHBQFKD AOSKA
*LEK # . >(BBO >KAQ>KIB & 31:QBMUEB %E@ IC >
>0 HBQ /OFBR®FLK LK RPFKBPPI0BD>?R¥c 1. ROK>I C
>0 HBQFKD A Sl >P @RB FK EFIFMLQIBO
>KA +BSFK >KB +BIIBO->0 HBQFKD ->K>DBJBR 5MMBO
3>AAIB 2FBO.* 0 B>OPLK OBKQFE( >II

#E>QBP 7 , >J? * LPBME & GFOKA #50- @ >KFBI
%PPBBF>IPQ->0HBQFKD ->PLK /{ 3LRQE 7 BPQBOK

X#E>MQBO  ->QBQFKD ">PF@P



JLKB V PLJBTEB@ BIPB 3J>Il ?RPFKBPPBPE-MI>QF @ RI®RBR QL
>?FAFKDV?QEB J>EBQFKDLE@MQ 28RPB QEB>B JLOB KFJ?IB >KA
@ILPBO QL QEB @RPQLJIBO 8H>®BWIM>KFBP #E>KDBP-I@?B
J>AB JLO B NRF@HFK BPMLKPB QL @RPQLIBKIIP >KA KE\P

4EB HD8>:16A B6@I>C< 8DCS:El BJBODBA FK QEB P >KA P
>AAFKD QL QEB-ARIFLK>| J>EBQFKDLE@BMQ Q >PPRIBP QB>
b@JIM>KV TFIl ESB >K >/&>KQ>DB $80 @MBQBLOP KT fMMIFBP QEB
J>OHBQFKD LE@MQ FK > J>KKBO QE3>UFJFBP PL@GER TBII
?BFKDc>KA BNRFEP @M>KFBP QL ?>I>R@RPQLIBOGEPAIRK
@JIM>KV MOGQP >KA QEB ILKD QBOBIT>® LC PL@®AB!IQELRIE
QEB BMEDSFLK C BEF@>KA BPMLKPF?IB ?BE5LO FP FIMF@F
QEB J>GBQFKDLE@MQ QEB PL@#B>GBQFKDLE@MQ J>BP QEBPB
BUMBDOFLKPBVIFQF

3J>Il ?RPFKBPP FP FKBOSPQ®BD MLRPFLK FKBBMFKD TFE QEB
PL@KE| J>GBQFKDLE@MQ !IQELADPJ>II ?RPFKBPPBP AL KLGHE>
QEB FK>K@F>BROLR@P QL @B LO PRMMLO-DB MEFIXELMF@
@RPBP QEBAL E$B QEB >?BFQL EBIM MQE) QEB BRIKIBK Q
QECRLE <G:C 7JH>C:HH E®8I>8:H PR@E >MBAR@FKILKPRIMQFLK
>KA T>PQB BRPFKD TE» QBBESSB >KA B@@IFKDSBOYQEFKD QEB
@K 33>Il ?RPFKBPPBP >IPLE>> PQBD B@A LC PRMMQREKD I@
@RPBP 4EB PMLKPLO [E@PMLQP QBP ALK>QB QL CRKARPFKD
BSBKQP TGE KLA >KA DLLAP LO PSEEP >KA MLPQVEBOP LO
MQJLQFKD IL® BSBKQP 4EB FVP IC @KQOF?RQFKB SBQR>V
IFIRIBPP

4EB =DA>HI>8 BG@>C< 8DCS8:El FP > CREBOQBSQFLK C QEB
J>OHBQFKDLE@MQ >KA FP QEERML ?B JLB FK BBMFKD TFE QEB
QBKAP >KALG@P QEY >B ABEKFKD QEBEXY (FOPBI®R® 4LASVR
J>OHBQBOP B@DKFB/ QE® QBB JRPQ ESB > @IMIBQB

BOLR $LKaQ 3# ¢ 3>IBP >KA ->®BQFKD ->K>DBJBR)

| @L?BO A

$>K> .F@ALIBQ> >P@R >KABKKEE % #IT %PPBRF>IPQC
->OHBQFKD ->PLK /(! QLJF@ $LD OR?IFPEFKD

#E>MQBO  ->QHBQFKD ">PF@P



@JMOBEBKPES >KA @EBPAS >MMG@E QB> DLBP 2BKA QEB
QEARFLK>l >MMIBELKP @ QEB JH¥@QFKDLE@BMQ ! @LIM>KVER
bP>IBP >KABSBKRBP FKBQOF@/ QFBQL QEB NRMAC B@E C
P MAGR@P PBBE@P >KA JLABP C ABIBSY >KA QLGP FJ>DB >KA
BMRQ@FLK >JLKDPP [@PQPRBK@FBP ;4EBM@K\< J>C-BQP@PBIC
QECRLE BSBO/QEFKDDFALBP P PR?PQEK& TBII >P BP R(@ )Q FP
QE® >Il BK@M>PPFKD M>@H>DBYQEEB DSKFWFLK QEBK PBIIP
7 E>Q B PB FK QEB ELIFPQF@BRRKDLE@MQ FP QEBAGFLK>|
J>OHBQFKDLE@MQ LK PQBAP 3>l ?RPFKBPPBP B-G:QRE CO
QEB ELIFPQF@HBSBKDLE@MQ 2BRPB QEB ?RMR@<® LC 1>DB
@OMLERFLKP ALBP KLQ AR QEBJ 4EB PBWC PJ>Il ?RPFKBPPBP
J>HBP © MLPPF?IB EBOP FIMBQAS QL ESB GRFA >KA BII
FIQBDER LMBEQFLKP

Customer ¥lue

4EB ABEKGFLK C J>®BQFKD P@BF®IN FK@IRABP QEB KLQFIK QE>
LGBOFKDP JRPQ B>SIRB QL @RPQLJBOP Q@FFBHEXBOP >KA
PL@FRB >Q I>DB 4EFP KBPP>OFFIJMIFBP >K RKABOPQ>KAERE:R
@RPQLJIBGI®B FPJHIDB:G K 6AJ: FP AFP@RPRB IBKDQE #E>MQBO
?7RQ B @K ABEKB® PFIW >P QEB ABBK®@ ?BJ BBK MB@BFBA
?BKB&P >KA ME@EFBA @PQP R@E > PFIMIB ABGFLK & 7B
JFPIB-AFKD ELBSBO ?B@RPB QEB BPQFLK C @RPQLJBSIRB TFII

OEFIFMLRQIBO >KABSFK >KB +BIIBO->0 HBQFKD
->K>DBJBK Q 5MMBO 3>AAIB BEs* 0 B>OPLK 0BKQHEY
(>l
#E>0BP 3 ->@H b(LIFPQF@ HERFKO!PPL@RXLK
->K>DBJBK Q &B?0OR¥O >@BPPR *>KR>U

T TT >P>BEBKQBOM® 2 BPLR@P
I-->DIO  QF@IBQ>FI @EOBJ.RI?BO

X#E>MQBO  ->QBQFKD ">PF@P



>IT>VP ?B > @E>IIBKDB_JLPQ KLYSB@RPB > @M>KV JRPQ HKL
P @RPQLJBAFIBIBIV TBIl QL BBO QEBJ TE® QBB KHBA >KA
T>KQ 4EFP FPLI@IF@GQB ?B@RPB @RPQLIJBOFLRI® 7B
PEBBHFKDJCSI>DC6A 64J: > MOAR@ LO > PBE@® MBQOJP >
RQFISOF>K MROMLEBB>6A BAJ: > PBKPBC BI>QFLKPEFMJIEFLQEBO
DQRMP QERLCE FJ>DBP LO PVJ?LIP:BDI>DC6A KAJ: QEB >?RF
QL BLHB >K BJLQFLK>l LO >K®@)FAS BPMLKPB E>HI:B>8 I6AJ:
LGBOFKD IKBIY LO CRKLO DC9>I>DC6A 6AJ: ABOMR COJ >
M>QF@RI>QK@BQ LO > PL@FL@RIGEEDFKD PR@E >P BE>O
ELIFAY¥P LO PLIJB @J?FK>QFLK C QEBPBVNMBP C SIRB 3BB
#E>MQBOQO > AR>FIBAFP@RPPFCKQEB/®IBP C SIRB

>0 HBQFKD MiP > BV @IB FK @SQFKD >KA ABEFKD>ERB QL >
@RPQLIBBRPQLIBO SRB @K ?B LAB®A FK > WVOF>AQ TSVP K
>AABFLK QL PRMBES F@® @& J CLO R/>IMIB QEB IL@F@® @B>J
PELM &K LGBO > GNRBK) MROE>PB>@ QE® >IIIP €O > @B F@
@B>J @LKB >QBO QEB IGROPBQ EQBK FB® @&J MALAR@P ©
QEB BDRI>0 MBF@RO C:0BB B?PEB & LGBO ®B PEFMMFKIDC
#EOFPQJ>P M&B>PBP >K® MV CO BQROKP :>MMLEJ@ GBOP
CBB PEFMMFKD ?LQ&H 0O ©P PELBP 4EBWFPLO > @M>KV QL
HKLT FQP [@PRJBOP PL BIl QE® @ @K MOSFAB QEBI®B QE3 TFII ?B
LC FRBBPQ QL QEBJ

Market Segmentation

4EB MROMLPBCLPBDJBRFKD > J¥BQ FP QL@RP QEB JHBDFKD
>KA P>IBP BOQP C > ?RPFKBPP LK QELRBPNE@DP TEL >B JLPQ
IFIBV QL MR@E>PB QEBJ@>KVR MDAR@P LO PBEF@P QEBB
EBIMFKD QEBJ@>KV FC ALKB MJB®/ B>OK QEB BQBPQBOROK
LK QELPB J>EBQFKD >KA P>IBIMBKAJRBP ' 6G@I H:<B:C 161>DC

#BKQBOLO "RPFKBPRXKKFKD b->EBQ 3BDJBKQQFLK

#E>MQBO  ->QHBQFKD ">PF@P



J>FKQ>FKPTQ SBY FIMLQ@>KQ QEFKDP QEBSB relatively
ELJLDBKBLRP PR?D®MP KL PR?DIRM TFIl BBO ?B B>@V >IFH
LC QEB QLQ>l MLEIRIX QB>TFIl ?BESB QEB P>JB ¥V FK QEB
J>OHBQMISE >KA  QEBPB PRAIRMP TFIl ?BESB AFBGKQV COJ
B>@E LQEBSO HBQ PBDJBREFLK FP MR®RIMGIMLQ>IQ 0O PJ>II
?RPFKBPPBP@RPB QBEBAL KLQ QEBEPLR@P QL PSB I>DB
>DDBDRB J>BBQP LO J>RISFK > TFABKDB IC ARBBKQ MAR@P
@O SOFBJ>0HBQP

4EB J>OHBQMISE @K ?B PBDJBIOB >ILKD > JRIQBRAB C
AFJBKPFLKP >KA QBB€B AFPQRK@MBK@P ?EY BBK @KPRJIBO
>KA ?RPFKBPP JMBDP 3LJB R/>IJMIBP IC QELPB AFJBKPFLKB >O
MBPBIQR FK QEB Q>?IB 7BIL

FBL@H > PJ>Il ?RPFKBPP QECBOP FABRY QERT MGDEIDFLK
PBOFEP MS@FEP @RPQLIBOMB PBDJIBRQFLK \? PBM3>QFKDQP
J>OHBQ FRL ?RPFKBPP >KA FKAFSHAA®RRIBO PBDJBRP

>0 HBQ 3BDJIBIQQFLK

"RPFKBPBPLR@ 3LAT >@ K@ >@PPRB $B@J?BO
T TT ?RPFKBPPMI>KBIEBDJBKQ B)JI

X#E>MQBO  ->QBQFKD ">PF@P
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JH>C:HH -:<B:C I61>DC M6BEA:H

:BD<G 6E=>8-:<B:C 16I>DC

d 4EB FKARPQOO FKARPQOFBP QL 7B

PBGBA

d 4EB @IM>KV PFBP QL ?B PBBA
@BSBKRB KRJ?BO C BIMIMVBBP >KA
KRJ?BO LC IL&QFLKP

)E:G 61>C< 06G>67A:H

d 4EB @RPQLIBO@EBKLILEBP QL ?B

C@RPBLK

d 4EB RPBOP QEPELRIA ?B PS®\
EB>SVIFIEQ JBAFRJ LO KLKRPBOP

d 7 EBQEBO @RPQLJBGHARRED J>K/ LO
@T PBCSF@P PELRIA 7B PSR\

#E>MQBO

->0OHBQFKD ">PF@P



DCHJB:G -:<B:C 161>DC . . n. .
M6B EA:H JH>C:HH -:<B:C 161>DC M6BEA:H

*JG8=6H>C< EE®68=H 1 =>8=1ID

=DDH:
* H8=D<GE=>8 d ( FENV @KQSIFBA BOPRP
-~<B:C 161>DC ABBKQOIFBA MR@E>PFKD
d %KIFKBOFKD ALIFQB EK>K@F#II
d OBOPLKX(¥ ALIFK>QB >KA PL ODE
d FBPYB d #LIM>KFBP TBE TELJ > PQUKD
d "BE>SFLS L@PFLKP ®BI>QFLKPEFMAPQP LO QEB JLPQ
@DRI>O0 LO PEB>! ABPEQIB @IM>KFBP
L@ PFLK d #LIM>KFBP QE»MBIBO IBPFKD PSE@®
d 6>IRBP @KQO@P PVPQBJP ME>PBP LO

PB>IBA ?FAAFKD
d #LIM>KFBP PBHFKD NRIFPBSF@

>KA MOB@
=6 K>DEA -:<B:C 161>DC
d "BKBGRP C QEB MER@
BD QLLQEM>PQBHF
0>Q>OI@O0 -3J6 I>DC6A68IDGA 1 =>8=ID =DDH:
d 5PBO PQRPKLKRPBO
BDRI>O RPRO d #LIM>KFBP QE»KBA NRF@H >KA
GOPQ QFJB RPBO PRAABK ABIBS LO PESF@®
d 5P>DBEDB IFEQ RPBO d #BAD>FK >MMIBELKC QEB MER@
JB AFRJ RPBQO EBSV FKPG® LC >Il >MMIFEFLKP
RPBO d , >®B LO PJ>Il LABOP LO PLIBEFKD
d L V>l PQIRPKLKB FK ?BJ BBK

JB AFRJ LO >?PLIRQB

d ! QBRAB QLl>G\ QEB
MQAR@ B D
BKQERPF>PQF@ LO ELPQFIB

*:GHDC6A =6681:G>HI>8H
1 =>8=ID =DDH:

)I=:G =6G 68I:G>HI>8H
d #LIM>KFBP TRE PFJFI>O

MB.MIB >KA SIRBP d 3Q©RP FK FKARPQEEKLILY LO
d 2FPHD>HFKD LO BSBKRB IBABO
OFPHSBOPBES®RPQLJIBOPd . BBA €O @RPQLIRWEKPMEDF>IBAY
d #LIM>KFBP QE»PEL @JMRQBO PVPQBJP
EFE ILV>IQ QL QEBFO
PRMMIFBOP

X#E>MQBO  ->QBQFKD ">PF@P



3LR@B FKIX.QKLQBP

>0 HBQ PBDJBR®QFLK BDNRFBP PLJB J>CHBQFKD BBB@E 4EB
J>OHBQFKBEE-E MG@BPP FP AFP@RFRE)EB @BFLK LK J>EBQFKD
@BPEWE

Target Marlet

>OHBQ PBDJBROFLK PELRIATSVP MEBERAB QEB PE@BFLK C >
Q>DR J>0BQ !16G:| B6G @ FP LKB LO JLB PBDJBKQP B D
FK@B LO FK@B DBKABO L@RMFLKQEX) ESB ?EBBK @ELPBK >P
QEBIG@RPLO ?RPFKBPP LMBRLKP 4EB PRIEFLK C > QBB J>0BQ
FP FIML@IQ QL K PJ>Il ?RPFKBPP @RPB ® BK>?IBP QEB ?RPFKBPP
QL 7B JLB MB@FPB QE GP J>BBQFKD BCDP QEB® ?BFKD JLB
@PQ BB@MS 4EFP TFIl FKEBPB QEB @EBRA@O PR@PP 4EB FAB
?BEFKA > QDED J>0BQ FP QB0 TFIl ?B QEB ?BPQQ@ELO >
@JIM>KVR MDAR@P >KA PBE@P 4EFP FK QROK TFII EBIM J>BFJFW
QEB BE@FBXKEKA BB@FZKBPP C > @M>KVE J>CHBQFKD BCQP

)Q FP KLB>EF?IB QL DLGEO >Il @RPQLIBO@RBEB @RPQLIBOSE>
AFBBKQ T>KQP KBAP >KA Q>PQBP 3LJB @RPQLJIB®® QL ?B P8
IB>ABOP 4BBTFII 5T >VP 2R @@>FK MBP >KA RPRMIMY > EFD
MOMRGLO QEBJ /QEBO @RPQLIBEP>>@>FK ERBBOP 4EBQY QL
GKA QEBTIBPQ MBF@ SFLRRM > @IM>KV TLRIA Ex$8 ARE@RIQ
Q>DBYFKD ?LQELQEBPB JHBQ PBDJBRP PFJRIQ-KEPY TRE LKB

IA>MQB. CDJ b->O HBQ 3BDJIBKQRQFLK"RPFKBPBPLR@
LAY >B K@ >@PPRB $B@J?BO

E@QM TTT ?RPFKBPPMI>KB EBDJBKQ BJI >A>MQB
COJ 0 EFIFMLRIBO >KABSFK >KB +BIIBO->0 HBQFKD
->K>DBJBK Q 5MMBO 3>AAIB BEs* 0 B>OPLK 0BKQHE)
(>l

#E>MQBO ->OBQFKD ">PF@P



Q/MB C MAR@ &LOB-IMIB > @IM>KV TROE MEIFRJ MQAR@P
TLRIA KLQ >MMBQL ?>D>FK PELMMBOPe

( VMLQEBR@V > @®>FK KBO>AFL P@FLK J¥ AFA@BO QE»QEBFO
JRPF@ >MMB JLCB QL ~ \B>OLIA T LJBK TEL B>OK ISBO

MBO V B>0 4EB PQOFLK TRIA QEBK (DEY QEBPBLIBK FK

QEBFO J+BQFKD BCQP

4>MR) J>GBQP ¥ ?B CRUEBO AFSAMK)L KF@EB JHBDP !C>8=:
B6G@ FP > PJ>Il JL®B K>OO IV ABEKR J>OHBQ QEY FP KLQ ?BFKD
PBSBA TBII LO ® >Il ¥ J>FKP@J MA.AR@ LO PBE@ J>OHBQBOP
OBLMIB >B ILLHFKDLO PLJBQEFKD P@B® PL @& J>GBQP @&
MBPBIQ PM8F>I LMMRRKBFBR.Q PJ>Il ?RPFKBPPBP ¥EBII KBAP
>KA T>KQP QE>TLRIA KLQ ?B € FRBBPQ QL BBO I@V>KFBP .F@EB
MQAR@P TRIA FK@IRAB PR@E QEFKDFFEPQEY QBPLOJIP >KV/
PJLLQE PROCGBEKQL > EFDPMBOMJI>K@ AV BO-PB TABFKD PRCE>@
LO $ MOFRBOP 4EBPB KF@EBARM@P B MOSFAB ?V PJ>lI
?RPFKBPPBP .F@EBPABK @JB CQJ >K VTEB®

Marketing Mix

' 6G@I>C< B>MFP BPRI LKB IC QEB JLPQ BIl HKLTK J>OHBQFKD
QBOJP 1@ @JILKI V HKOK >P bQEBLRO ®c QEB ©SOFLK>|
J>OHBQFKD JFUBBOP QL QEBJ&FK>QFLK € MAR@ MOB@
MQJILQFLK >KA MIB®AFPQOF?RQPBAK@ELA@MLKBKQ FPLEQOIIBA
2V QEBI@V>KV ?RQ QBEB>B >Il >B@R ?V C>@LOP ?LQEGBOK>|
>KA BJQBOK>I QL QEBME@KV !AAFQFLK:M B>@E BIBJBR IC QEB
J>OHBQFKD JFU FP FJQB@?V AB@FPFLKP J>ARCC QEB LQEBO

2F@HRQIB b$EEKB ->0BQ 3BDIBIQOFLK 4MBIFKD
#EQK @J >@@PPR $8@J?BO

PJ>II ?RPFKBPP @E@.J ABCFKB J>0HBQ PBDJBIQ®FLK
Q>DE)FKD E QJI
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BIBJBKQP 7E>Q QEFP 3BP FP Q@K >IQBQFLK C LKB BIBJBK FK
QEB J>®BQFKD JFU TFII BW4>IQBO QEB LQEBO BI@FBKP BIl 4EB/

>@ FKBQOF@ FIOBGDQB. . L J> @BO QEBPEG/QEB ?RPFKBPP LO
LAD>KFV@FLK QEBOFII >T >VP 7B > J>GBQFKD JFU 4EB JHBQFKD
JFU FP AFP@RPPR JLB AR>FI FKE>MQBO ! ?0FBC $8GFB FP
MBPBIQR EBB

="' 6G>C<' >M

Product

0Q.AR@ BBOP QL Q:fIB MEPF@MOAR@P >P Bll >P QL EXKB?IB
PBOFEP %U>JMIBPALMAR@ ABFPFLKP FK@IRAB ABPFDKIFKRA PQ
PFBP SOFY M>@HFBD FOSKQFBP >KA DRKQBP FKBAFBRP
NR>I&/ P>BQY ?0-KA K>JB >KA FJ>DB ?8KA ILDL >KA PRMMRO
PBSF@P K QEB B IC > PEEF@P ?RPFKBPPLIMR@ ABFPFLKP >IPL
FK@IRAB QEB ABPFDK >KAB@BIES QEB PEEB) TROE ABIB®Y
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FK@IRAFKD PR@E QEFKDKRDBRKAY MQIMQKBPP >KA G@FBK@
7FQELRQ QERALMR@®@ KLQEFKD BIPB E>MMBKRR@ >IPL FK@IRABP >
@JIM>KVR TB?PBB

Price

OOFRFP TE® B TFIl @PQLO PLIAKB QL ?R QEB MAR®@ !IQELRB
QEB B@E>KDBQ. JLKBV FP TE® TB QEARFLKM @KPFABO >P MBOF@
QFJB >KA IGSBKFBKED PELRIA >IPL 7B LEPFABA %U>JMIBP C
MOF@FKD@#BFLKP FK@IRAB MOF@BW FEMEFLKB D 8=6CC:A
EG>8>Cx=KA 8JHIDB:G H:<B:C | EG>8>C<@BQ>FI BOPRP TELIBP>IB
MOF@FKIBA®OQBOJP AEREDP >KA QEB 3BP IC J>HFKD LKIFKB
M¥JBKQP #E>KKBI MOF@FK@RO® TEBK GRBKQ MOB® >B
@E>TB\ ABMBKAFKD LK TEBQEB @RPQLJBO@RPBP QERAMID

| M>MBO J>KRCE@®BO J» Q@EHB ARBBKQ MOBR® DO M>MBO
MR@E>PB ?V ?RPFKBPPBP P@ELLI ?LLBPQERA L& PQOFLKBO
PQLEP #RPQLJBO PBDJBK MOF@FRBAP QL @EFPKD ABRBKQ
MOB® DO ARB®KQ DKRMP ! IL@! JRPBRJ J> V @EXB PQRABR
>KA PBKFLOQEFKP IBPR.O >AJFPPFLK

Promotion

( >SFKD QEB ?BPQAR@ FK QEALDA FP KLQITQE JR@E FCLWBB
AL KLQ HKL >?LRQ © 4EFP FP QEBQC MOLQFLK_DEDFKD QEB
TLA LRQ %U>IMIBRCLMOLQFLK> >@FSFBP FK@IRABBEBFPFKD
FK@IRAFKD LK QE@BOKB P>IBP MOLQFLK BD @RMLKP

OEFIFMLRQIBO >KABSFK >KB +BlIBO->0 HBQFKD
->K>DBJBK Q 5MMBO 3>AAIB BEs* 0 B>OPLK 0BKQHE)
(>l
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PTBBMPQBR >KA @O P>IBP MBOPLK>l P>IBP MR?IBEDRLKP
Q6AB PEIP TB?FK>OP SERELK @IM>KV TB?PEBP >KALRAR?B
MR?IF@F PL@F>l JBF> PR@E >P B3@H >KA 4TEDBO>KA QEB
@JM>KV TB?PBB @PBICL D® D; BDJ |= 8DBB JC>86>DC TEB®
MBMIB Q>IH Qb®E LQEBO >?LRQ QEBABCEEBRATIOE DLLAP >KA
PBSF@P FP QEB JLPQMNBOCRI MIDQFLK IC >/l ?E»RPB QEB MBIB
TEL Q>IH >?LRQ MR@P >KA PBE@P AL KLQ BB >K/ @JJBO @F>
FIQBBPQ

Pla@

0I>@ FP >KLQEBAGR CO AFPQOF?RQFLK 4EEMMSBP QL BB
MQAR@P >KA PBE@P S>FI>?IB TEB® @RPQLIBOPRQ QEBJ TEBK
QER T>KQ QEBJ %U>JMIBPCLABDFPFLKP J>ABOCMI>E FK@IRAB
FISBKQLY QEKPMLQOFLK >6KDBJBKQP @E>KKBI @BPFLKB D
J>HFKD QEB MER@ S>FI>?IB QL @RPQLJIBOPBBKFO P@R LKV
LOABO M@BPPFKD SKBELRPFKD >KA TEEBO QEBLMR@ TFIl 7B
>S>FI>?IB LK >BY IFJRB @GT 0BQ>FIBOP LO TELIBP>IBDRIQBKPES
J>K V BQ>FIBOP LO TELIBP>IBSFFP | @M>KVR TB?PEB FP >IPL
M>Q IC QEB AFPQOF?RQFLK ALJ>FK

Two Marleting Mixes

. L J>@BO TEY QEB ?RPFKBPP LD-KBMQFLK QHEBOFII ?B >
J>OHBQFKD JFU 4EB ?RPFKBRE&BD J>V KLQ QEFKH >?LREK QEBPB
PMBF® QBOJP ?RQFP QEBRLKBE)EBIBPP R® FP >K B>JMIB LC
ELT QEB J>®BQFKD JFU>@ ?B @KEDREA CO > IL@ )Q>IF>K
BPQRGKQ @KPRJIBO J>®BQ

d *GD9J8I %UQBKBHSBIEDFLKC MM ELQ >KA @ PR?
P>KAF@EBP M>PQ> >KAQBA\FKKBOP P>I>ARMOFKHP >KA
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TFKB ELJBJ>AB F@ @& J >KA ?>HBY MOAR@P QEB ?BPQ
PBSF@FK QIK >KA CBB ABIFSY

d *G>8: - LABGQB QEB P>JB MBF@@E>® QL >ll @RPQLIBO
PBDJBKQP

d *GDBDI>DC!AP LK IL@| O-AFL P@FLKP B?PEBP >KA I®
KBTPM>MBOIBOP MLP®BQRKA QLK @RMLKP FK0>H
2LLHIBQP QE»>B J>FIBA QL QEB Ib@®@> > PMLKPLOOLQEB I®
IKDIB IBDRB QBP >AP >KA @RMLKP FK QEB EFI®ELLI
KBTPM>MBO >KA > &78LH MBPBKB

d *A68: /KB OBPQROKQ FP I:@B @KSBKFBRY KB-O QEBBEQBO
LC QIK TFQE MIBY LC ICPQEBQ M3FKDQ FP LMBK @RI
MJ LK T BBHASVP >KA M J LK &OFAYP >KA 3QREVP
4EB® FP > AGFOEORLE CO Q>B.RQ LABOP >KA QEB:SB >
PMBF>| >SKDBJIBKQ THE > IL® M>0@EF>| P@ELLI QLI*AB
MFW> I IRK@E LKB %:MBO BBH

( B® FP >KIB>JMIB LC EI QEB J>GBQFKD JFULRIA ?B @KEDREA
Q.0 > DBBK @BKFKD PBBEP ?RPFKBPP ?RPFKBPPERO

d *GD9J8I 7FAB G-KDB IC @HKFKD PBE@P 0O ?RPFKBPPBP >KA
LAD>KFVQFLKP 3BO@P @K ?B TBBHV LO ?FBBHV >KA QEB
@K ?B P@BRIB\ AROFKD QEB//BSBKFKD BBHBKAP LO PLJB
@J?FK>QFLK QER@ /KIV DBBK @EBKFKD MABR@P >KA
MQ@BPPBP BRPR

d *G>8: - LABGQB QL EEBBMBKAFKD LK QEBSFHEEP BNRBPQ@B
3LJB MOFBAFP@KQFKD FRB®A CO ILKD QBOJIEQO@P

d *GDBDI>DC!AP LK IL@| OAFL PQFLKP B?PEB TOE SFAB
MBPBIQ®FLK ?RPFKBPRA® QES >BIBQ FK QEEE®P IC ILEl
?RPFKBPPBP >KAABE LCE®P IL@ KBTPM>MBO SBAFPFKD
&>@?LLH >KA 4TERBO BPBK® Q8AB PEL > QBKA>KERKABO
@KPFABQFLK ?R@S BUMBKPBS>KA AFB@) J>FI J>GBQFKD
TEBK >K LGBO>KKLRK®JBKQ BJFKABOLO LQEBQBJ FP PBK
QL >K BFPQFKD LOPWEDAS @RPQLIBO

d *A68: 3BGF@P >B MOSFAB >Q QEB @IERRRPFKBPRBF4EB
@IBKFKD PQ>EP-@FL AFPIQ@ 2B
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The Marleting Envionment

4EBB6G@>C< :CK>BCB:C| FK@IRABP >l QEB)CO® QE>G@ >
PJ>Il RPFKBPP 4ER8L:GC6A B6@I>C< :C K>GCB:C| BBOP QL QEB
@JIM>KV BP BFPQFKDLAR@P >KA PSIBEBP @RIGREEXDQEP
>KA TB>HKBPPBP GBOK>IBBLR@P @W>?FQFBP TQE BPM@ED QL
J>OHBQFKD J>KRO@OFKD >KA AFPQOF?RQFIBHQRIAKPEFMRYEF
PQ>BELIABOP BD ITKBOP BJMIMBBP FRBOJBF>OFBP >KA
PRMMIFBGIEFP BRFIKJBK Q FPLEQOII>?IB A/ J>K>DBJIBKQ >KAF
TFIl MBPBIQ ?LQE QEQP >KA LMMQRKPFBP

4EB :MI:GCB6A B6@I>C< :C K>BCB:C | JRPQ ?B RKABOPQLMAQEB
?RPFKBPP RT ELMBP QL MI>KQBKFDEN CO QEB CRBR@OEFP
BKSFIKJBKQ KLQ L@QOI>?IB AV J>K>DBJBKQ @KPFPQPCLQEB
QIILTFKD @MLKBKQP

d -D8>6A ;68IDI8 &LO B>IMIB @RIQROKA PR?@RIGRSIRBP
>@BRABP ?BIFBCP KLOJP @RPQLJP BR@BPC

d :BD<G 6E=>8H&LO B>JMIB MLMRBFLK DOQE >DB DBKABO
BQEKF@F>@ BAR@QFLK >KA J>QB| PQRP

d 8DCDB>8:K>BCB:C| &LO B>JMIB FKI@B AFPQOF?RQFLK
?RVFKD MLBO >KA TFIIFKDKBPP QL PMBKALE-@ @KARFLKP
QBAFKD ?IL@P >KA QBEF>?RI¥ LC KRS BPLR@P

d *DAB86A 6C9 ABA :68IDE &LO B>IJMIB BDRIQLY
BKSFIKJBK Q BDRISLY >DBK@FBP >KA PBIORIQFLK

d .:8=CDADX &LO B>JMIB QEB IQRB>KA GQB C QBEKLILB@
@E>KDB

d DB E:I>I>DC&LO B>IMIB BJFPQFKEDIP MLQBK>I
@JMBQBLOP ?BBFKFKD WBO IC ?RBOP >KA PRMMIFBOP >KA
PR?PQRQBP

OEFIFML®QIBO >KABSFK >KB +BIIBO->0 HBQFKD
->K>DBJBK Q 5MMBO 3>AAIB BEes* 0 B>OPLK 0BKQH®
(>l A
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d [=>8H&LO B>IMIB >MMMORB @MLEDB >KA BIJMN/BB
?BE>SFLO

=" 6G@I>C< CK>BCB:ClI

3J>Il ?RPFKBPPBP BOV>QF @RIMCSRIKBE2IB QL @E>KDBP FK QEB
BUQBOK>I J+BQFKD BIFIKIBK Q ?EPRPB QEBAL KLQ ESB JRIQFMIB
MQAR@ >KA PEBBLCBOFKDP >KO (FK>K@FBRLR@P QL FKPRIB
QEBJ (LTBSBOQEFP SRIKBBI&/ FP P8 QL PLIB ABBB 2V PJ>l
?RPFKBPPBP ?BFKD FKLKPQDRFFLK QL JBINRF@H >AGRPQFBEL
QEBFO PQEBBP FC QEBABOFPBPI:8| 2RPFKBPPBPE-GIPL FABIV
PRERB QL QB4>AS>KQ>DB C LMMIQRKPFBP FK > @EEH{D BQBOK>I
BKSFIKJBK Q ?BPRPB QER>® JLOB KFJ?IB QE>K BB @OMLERFLKP
QE® @K DE) ?LDDB ALTK FK QEB @E>DV/ >KA FKEWF> € QEBFO
?RBR@CDFBP
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Marketing Stategy versus Magking
Managment

4EB AFB®K® 7?BIBBK J>O-BQFKD PQBN >KA J>GBQFKD
J>K>DBJBKQ FP >K FIMDSQ LKB' 6G@I>C< HIGl:< N FISLISBP
PBIEADFKD LKB LO JBA)>DR) J>GBQP ABFAFKDEQL ARBBKQRIB
>KA MLRPFLK QEB IMAB@ LO QEB BB@ >KA @QFKD >KA
J>FKQ>FKFKD > JBE)FKD JFU QEFII ELMBORIMOSB PR@PPCRI
TFQE QEB PEEB Q>DB) J>GBQP >l TFQEFK QEBLK@BIQ C
J>OHBQFKD L?@EFSP >::G:C I>8>DEKLISBP > @M>KVE BL.AQP QL
PE) BP MAR®@ LO PBE@®>M>Q @O QEB @IMBQBFLK* DHI>DC>C<
IBKQ>FIP MI>@FKD QEEA?DEBQEBO PGLMOAR@ LO PBBE FK
QEB [@&PRJIBRAJFKA FKESQFLK QL LQEROMBQFKD MER@P ?>RB
LK MOAR@ QEP >KA ?BKER QE>>B BIES>KQ QL QEBK@PRJIBQ:
3BDJBKQOFLK QBEY J>GBQ ARBBKQFIFLK >KA MIGFLKFKD B0
AFP@RPPEK DB*QBO AB>FI FE>MQBO

Key Takeaways

d ->O0HBQFKD FP > AFPQFKDRFPEFKD RKBRRBICRRRPFKBPP

d ->0HBQFKD FP >?LRQ ARFED-RB >KA ?BKBQP @EFKD
MQAR@P >KA PBE@P QE3 TFIl JEBQ QEB KBP >KA T-KQP C
@RPQLJBOP EBP BBK ABIFEQFKD QEB3Q > MOEQEB >B
TFIIFKD QL M>KA FK MIB® TEB® QEB >@ TFIIFKD QL YROEBJ
)Q FP >IPL >?LRQ.MQFLK DBEDFKD QEBRGA LRQ QE>QEB
MQAR®@ LO QEB FBE@BUFPQP

d 4EB J>OHBQFKDLE@MQ E>P DRAAIRPFKBPPA\@FEP FKEQEB

$>K> .F@LIBQ> >P@R >KABKKEE % #ILT %PPBRF>IPQL
->OHBQFKD ->PLK /(! QLJF@ $LD OR?IFPEFKD

#E>MQBO  ->QBQFKD ">PF@P



P

d #RPQLJBO SIRB FP QEB ®HEK@ ?BJ BBK MB@BFBA ?BKBE)P
>KA MB@FBA @PQP 4EBC>G AFB®KQ YMBP C @RPQLIBO
S>IRB CRK@BLK>| PL@F>I BMFPQBJF@ BJLQFLHHARALE|

d ->OHBQFKD MIP > BV @IB FP ABIBOFKD>&RB QL QEB @RPQLJBO

d ->OHBQ PBDJBROFLK QDB J>BQ KF@EB JHA) J>GBQFKD
JFU J>OHBQFKD BIRIKJIBK Q J>GBQFKD J>K>DBJIB& >KA
J>OHBQFKD PQBU >B HBV J>OHBQFKDLE@MQP

d 4EB J>OHBQFKD JFU >IPL HR{>P QEBLRO ® @KPFPQREL
MQAR@ MOB@IQILQFLK >KA MIED

The Customer

)Q FPBYY FIMLQ>K FK J>EBQFKD QL AFPQFKDREPBBRBQEB
@RPQLIBO >KA QHEKR®JIBO 4EB 8JHIDB:G QEB MBOPLK LO QEB
?RPFKBPP QE>@R>W ?RVP > MAR@ LO > PBP@ TFIl ARBOJFKB
TEBQEBO > ?RPFKBPR&R® LO C>FIR FP QBPFIMIBQ ALBP KLQ
J> @BO LKB FLQ> FC > ?RPFKBPP QERKBIR@ LO PBE® FP QEB
D®>QBPQ QEFKD BPHR{EA ?@>A FC KL LKB 3JKQP QL 3R 4EFP
FP TV @RPQLJBOP WIPR@E >B&Qe QIB FK J>GBQFKD TE
BBWQEFKMAISFKD *BKA QEBFOBMP T>KQP >KA ABBFO7B PB
QEB @RPQLIR@RP FK QEB IBQFKDLE@MQ >KAB PB ) FK QEB
J>OHBQFKD JFU

.=: JHIDB:G 6C9 |=:" 6GAI>C<' >M
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4EB J>OHBQFKD JFU PELRIAICT QEB ABBOJFIQFLK € @RPQLJBO
KBBAP T>KQP >KA ABMFO(LT BSBOQEBR>B FKPQ>B®FK TEF@E >
MQAR@ FP QB ?BC® QEB QDBE) J>GBQ FP PEIBRA >KA ?BOB
QEBEPQC QEB J¥BQFKD JFU FP ABPADKB T Bl HKLTK BU>JMIB
FPSLO/ 3L>M 4EFP MER@ T>P @BSQR ?V >@FARK !IFO TP >IIIT BA
QL TLGH BP BV FIQL QEB TEB PL>M JFUGRQES T>P ?BFKDLEHBA
4EB ®PRIQ P BLOV 3L>M > KB >KA BUQE.G\FK>OFIPR@PPCRI
MQAR®@ [0 00@BO '>J?IB - LPQ @M>KFBP AL KLQ B3 QEFP
HFKA € IR@H QEERDPL > JLCB ABIF?BQB >MME@E QL
RKABOPQ>KAFKD QEB @RPQLIJBQF@® Q®OMPFDKFKD QEBQOFD
J>OHBQFKD JFU

4EB 8DCHJB:G FP QEB MBOPLK LO QHB>& QE® RPBP LO
@KPRJBP > MAR@ &LOWB>JMIB QEB @RPQLJIBDSLAD @IBKFKD
PBSF@FP QEB MBOPLK THLM®IC @ILQEBP MF@HP QEBJ RMVFKA M>
@O QEB PBE® 4EB @PRJBO FP QEB MBOPLK TB+OP QEB @ILQEBP
IKLQEBO B>JMIB FP >LCA PBSF@QES @DBOP ?RPFKBSBKBP 4EB
MBOPLK TEL IABOP IRK@E LK ?BE0QIERL@M>KV FP QEB @RPQLJBO
4EB MBMIB TEL B-Q QEB IRK@B JEB I®PRIJBOP 4EB MBOPLK TEL
PBIEEDP QEB-@BOFKD BB@ @RIA ?B BBEBO LO ?LQB FPLAILK

b( FPQMA.C $LOV 3L>M: %PPIQIBKQ @ >@@PPR
$B@J?BO T TT BPPLQJBKQ @ EFPQLOFIO/
PL>M E QJI
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@O QEB @RPQLJIBO >KA [HEFER@BO QL ?B QEB P>JB MBOPLK ?RQ QEFP
PELRIA KLQ ?B >PPRABLO >Il FKPQ:BRA4EB @E>IIBKDB FEDABFKD
TEBQEBO QL J#BQ QL QEB @RPQLJBO LOLRERJEBOLO MBE>MP

2LQE

Customer Mar&ts

4EB® >B QL J>GLO QVBP C @RPQLJBO MBQP JH>C:HH ID
7JH>C:HH @RPQLJIBOP >KA FKAFSFARPRIBOP LO BKA RPBOP
FKAFSFARSIK®RIBO LO BKA RPBQR>C:HH ID 8DCHJB:G
"' @RPQLJBOP B LM>KFWQFLKP PR@E SFOMRSRFLKP PJ>lI
?RPFKBPPBP SBDKJBK) >DBK@FBP TELIBP>IBBR>FBOP >KA
KLKMOG®) LO>KFWQOFLKP PR@E >P HDPIMF RKBORFFBP >KA
JRPBRJP )K QBOJP C ALII>OLSRJB QEB "" J>0 HBQ FP TEBOQEB
>@FLK FP LB ALII>OP >KA MER@P @E>KDB E>KAP FK P>IBP QL
?RPFKBPP YBOP QE>K QL FKAFSFARPRIBOP LO BKA RPBOREB
"' J>0 HBQ IGBOP J>K/ LMMLORKBFBPLG QEB PJ>ll ?RPFKBPP
%U>JMIBP C "" MOLAR@P FK@IRABH® PRMMIFBP >KA GRREXF
J>@EFKBO FKDBAFBRP IO CLA MBM>SQFLK QBIBMELKB >K3il @
MELKB PESF@ >KA ABIFRY PBSF@P PR@E >PARRU LO 503

4EB " # J>0O HBQ @KPFPQEIMBMIB TEL ?R/ €O QEBJPBBP QEBFO
ELRPBELIAP COFBKAPTL@BOP LO LQEBO KLK ?RPFKBROB
MROMLPBP %U>JMIBP ¢ MOLAR@P FK@IRABD® ELRPBP @ILQEFKD
CLA QBIBMELKB >KBIBMELKB PBE® @?IB QBIBFPFLK PE® >KA
JB AF@ PBSF@P /MMLQRKBFBP FK QEFR-BEC-B MIBRQFCRITPI>I
?RPFKBPPBP 5TH AITK ->FK 3 QBBQ >KA > SIPBL QERQBOKB>B
QBPQ>JBIP QL QEFRC>@

OEFIFMLRQIBO >KABSFK >KB +BlIBO->0 HBQFKD
->K>DBJBK Q 5MMBO 3>AAIB BEs* 0 B>OPLK 0BKQHE)
(>l
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Understanding the Customer

4EB ?B®BO > PJ>Il ?2RPFKBPP RKABOPQ@K&RPQLIBOP QEREGB
L@ @ TFIl ?B Q FP KLGMBV>KA B Q:BP QFJB ?RQ HKIKD TEL QEB
@RPQLJBOPB>OEB® QEB @JB CQJ TE> Q QBBIFB >KA AFPIBH
>KA TE>Q J>HBP QEBJ QF@H TFIl 2B EJJB>PRE?IB SIRB FK
ABPFDKFKD > BRRPCRI JHBQFKD JFU "BFKDQJREAS @K >KA ALBP
TLOHe?RQ KLQLO BBOLKB >KA KLQ >l QEB QFJB ! B®VPQBLF@
>KA QELMLE >MMC-@E QL RKABOPQ>KAFKD QEB @RPQIEBO J>H
JR@E JLOB PBKPB 4EB MBOBJ FP QES J>KV FC KLQ JLPQ PJ>lI
?RPFKBPPBPLMIV AL KLQ QBHQEB QFJB QL AL T&E® QBP QL
RKABOPQ>KA QEBFO @RPQLJBOP 4EFP RE=( MHBIOQEMSPLK
TEV PL J>KV PJ>Il 2RPFKBPPBP C>Fl

Consumer Belaor

DCHJB:G 7:=6 K>DGbELT FKAFSFAR>IPLREIP >KA LI>KFV@QFLKP
PBIEE) ?R RPB >KA AFPMLPEC LDLLAP PBP@P FA® LO
BUMBOFEBREQL RFRCQEBFO B >KA TBKQPc_FP QEBBBRIQT >
@JIMIBU FRBOMISLC CROP KLKBCOLTEF@E > PJ>Il ?2RPFKBPR @
@KQO 4EBPB C{@OP>® ?B DORMB\ FIQL CRO @)BDLOFBEGHDC6A
:68IDGH HD8>6A :68IBIGEHI8=DAD<>86A DG ¥CB3I6A :68IDIG >KA
HXJ6 I>DC6A ;68I06)Q FP FIMQOIKQ QEY PJ>Il ?2RPFKBPATKBOP >KA
J>K>DBOP IBOK TEX) QEBPB QG+@P BO

d *:GHDCG6A ;681G DB DBKAB>>@ BOEKF@H @QDRMFLK
FK@B >KA A>;8N 8A: HI6< TEB® >K FKAFSFAR>| RPETF

OEFIFMLRQIBO >KABSFK >KB +BlIBO->0 HBQFKD
->K>DBJBK Q 5MMBO 3>AAIB BEs* 0 B>OPLK 0BKQHE)
(>l

#E>MQBO  ->QHBQFKD ">PF@P



@BPM@D QL M>PP>DBLRED QEB ABIBKQ ME>PBREURCE D
PFKIB J>O0MBTFRQELRQ @EBK@IME KBPQBEXA TFALT LO
TFALT BO &LO B>IJMIB > VB>OLIA DFOTFII ExSB ARB®KQ
MR@E>PFKD ESPR@M>CBA QL > VB>OLIA J>OOFB @®B0O
TLI>K

d -D8>6A ;68IDB#RIQRB PR?@RIGROLAF>| @I>PP ®>IRA
G; :G:C8: <GDJEH >KV >KA >l DIRMP QEXESB > AFBED C>@
QL C>B LO FKARA) FHRBK® LK > MBOPHEK-BRABP >KA
?BESSFL@B D C>JM COFBKAP KBREIDP MBPPFLK>| DRMP
'FK@IRAFKD LKIFKERMP PR@E >P ,BKJ#< @T LO-BOP >KA
PL@F>| JBF> PR@E >P BR31@H >KA 4TEDBO &LO B>IMIB B
FP @JLK C LO RP QL RPB QEB P>JBKAP IC MAAR@P QB>TB
D®T RM TRE >KA COFBKB¥M@FMITEBK TB >® \LRKDBO
E>SB > PQ®BD FKRBK® LK TE>Q >KA TEB®TB ?RV 4EFP
@MBIB@P QEB WBOCRI ARBK® QE® C>JM E>P LK @PRJBO
?BESFLO

d * HN=DAD<>86A DG 3CBJ6A ;68IDIG- LQFKFLKE:G8:EI>DC
ELT B>@E MBOPLKBPBEBOP QLR@EBP >KA PJBIIP >KA QEBK
FIQBOBQP QEBLDA >QRKA EFJ LO EBOB>OKFKD@®BRABP
MBOPLKSF>KAH:A;8DC8:El ELT T B PB LROPBBP >KA EL
TB TLRIA IFB LQEBOP QIBFEP 7 EBK PELMMFKIDC> @OQEB
bQERAC PLRKAEI> ALLO FP NBBEBA >P EFDNR>I/ TEBG>P >
bQFKK PLRKA FP KLQ

d -3J6>DC6A ;68IDM4EB @>PLK CO MROE>PB QEB QFIBHSB
>S>FI>?IB QL PELM >KARRO JLLA > MBOPLK FK > DLLA JLLA
TFIl PELM >KA 2RARBBKQV @IM>CBA QL > MBOPLK FK > ?>A
JLLA >KA QEBH=DEE>C< :E>GCB:C| BD ILRA LO R JRPF@
@IRQBBA LO KBQ JB@E>KAFPB AFRMIFFEQFKD NRIF-KA
COFBRALO ORAB EBIMPELMMBO JFEQ ?R/ > EFBBO NRX¥

IA>MQB. COJ 0 EFIFMLIRQIBO >KABSFK >KB +BIIBO
->0 HBQFKD ->K>DBJBR 5SMMBO 3>AAIB Bes* 0 B>OPLK

0BKQHE >l

X#E>MQBO  ->Q-BQFKD ">PF@P
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@O EBOPBIC ! ORAB P>IBR@WFBEQ BPRIQ FK > PELMMBIBIFKD
ST >V TROELRQ J>HFKD > NGE>PB

4EBPB CXg@OP >Il 00H QLDBEBO QL MEK® > €8 PQ>DB AR-KD
AB@FPFLKLMBPP b&BS3Q>DBPQ QEB #LKPRJBCRVFKD QGEBPPCc
QEB PMBFF® TAHFKDPQ. TEF@E B®KFNRB QE@E FKAFSFAR>| 4EFP
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" |LLJ?BOD "RPFKBRPMBBH .LSBJ?BO >@ @PPB
$B@J?BO T TT"RPFKBPMBBH @ J>D>WFKB
@KQBR = ? EQJ @E>K PB-GBE

3VAKBY ">OQTP b 7 >VP QL #8>QB > -BJLO>?IB
#RPQLJBO %UMBOEBREQBMBKBRO> V
>@BPPB $B@J?BO T TT BKQBMBKBR@J
>MF@IB
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4EB® FP ELBSBO KL LKB PFB/GQP >II ABPFDH.CC @RPQLJBO
BUMBOFBKEK QEB " # J>BQ 3>l ?RPFKBPPBP& FK QBOJFCLQEB
PFB/ FKARPQOKA KXRB LC QEB ?RPFKBPP PL @RPQUVEDBBK@
MI>KKFKD >KA ABPFDK TRIBRB>OFARBO FK x@@A>K®@ TFRQE QEBPB
C>@LOP 4EB @RPQLIBMBOFEEK@O > MBOPLK ?RPFKBPP TFII ?B
SBY¥ ARBBKQ €O >K B UMBOFEEK®RQE > BJMIL VBB @IM>KV

Customer Experierdn the B2B Magt

Talk to customer experience executives in a B2B envir onment
about emotional engagement and you will see their eyes r oll.
Ask them if they would consider designing r etail stor es with
customized smell and music to reinforce the customer
experience and you will most lik ely be ushered out of their
offices. Mention the iP od or MySpace experience and you will

lik ely face a torrent of sighs and frowns. ,FLO |ORPPV

#OB>QFKD @RPQLIBEQFLKPEFMP FK QEB "SHEKJBK Q FP-AF @IV
AFBBKQ 0O QEB "# BK SFIKIBKQ ?EPRPB @RPQLJIBOP BC>@
AFBBKQ @E>IIBKDBBPOR@P >KA PRMMIFBOJX QEB "" T LOA
QEB® TFII >JLPQ =I>VP ?B BRIQFMIB MBIIB >@©P JRIQFMIB
CRK@FLKP TEL M>J>GLO IOBP FK $IRQFKD PHEIBFKD J>K>EKD

,FLO IORPPW#OB>QFKD #RPQLJBO %UMBBFBK@
2BI>QFLKPEFMP ->KSKD “-RIQFMIB #RPQLJBORZEB BVc
"#%- >@ @PPB $B@J?BO T TTD@JLOD
BKD @KQBR=AR>FIP GBMQBRFA PR?GB @FA
,FLO IORPP#OB>QFKD #RPQLJIBO %UMBBFBK@
2BI>QFLKPEFMP ->KSKD “-RIQFMIB #RPQLJBORZEB BVC
"#%- >@ @PPR $B@J?BO T TTD@JLOD
BKD @KQBR=AR>FIP GBMQBRFA PR?GB @FA
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MFKD LO >KA RPFKD QERAR@P >KA PBE@P QEBFQIESKV
?RVPe3L RKIFB QEB "# @JM>KV FCIR >@ > "" PRMMIFBO QEBO
TFIl ?B > ELPQQ FKAFSFARPRPQLJIBOPa FKFERIDFKD MRE>PFKD
NR>I&/ J>KRC>@ROFKIQ® TFE ABBBKQ KBAP >KA BMEDOFLKP
TELPB FKAFSFARSMBOFEBRR JRPQ >AABPP QL J>B >KV/ IFBK
P>IB 4EFP FPA@PB EIBSBO ?V QEB CO@EY > "" @LIM>KV
M@?>?IV E>P > PR?P@RM PJ>IIBO KRJI?BO € MLQEK> @RPQLJIBOP

FK > BBK Q-0R) J>0BQ PLE FPMBK MLPPF?IB QRRE& DB QL
HKLT QEBJ MBOPLK*I3J>0Q "" CFOJP @& Q>FILO QEBRAR@P
LO PESF@P PMBF@V QL ABIES QEBBIBOFEBRAT>KQB 7V MBMIB

QEB HKIT AFG@V

$BPMEB QEB @E>IIBKDBP @RPQUMBDEEK®P BIES>KQ FK QEB
" BK SFIKJBKQ (LTBSBO ?B@RPB bQEB YRAB®FPFLK J>HFKD
MQ@BPPBP FK JLPQJE@>KFBP ® @WMR@V CRU PQOR@BA >KA
NR>QE9OMS @QBOF> ?>REBQEB BMIF@F BILQFLK>l BMBOFBK@
I>ABK P>IBP QI@E QEAOBB @KPRJBO ?RFKD FP KLQR EK QEB
""T LOAC 4EB MOAR@P QBX@BKBMBPBIQ " " ?2RPFKBPP#LIB

2F@EACI>K) B E>QRSFB®KQ >?LRQ QEB " " #RPQLJIBO
%UMBOFBIC@ KKFKD #RPQLJBO %UMBGFBKR®RPQ
>@BPPR $B@J?BO
TFKKFK@RPQLJBOMBOFBEBRD LOAMBPP
TE> QP ARBBKQ >?LRQ QEB ? ? @RPQLJIBO
BUMBOFEK@
2F@EACI>K) B E>XQRSFB®KQ >?LRQ QEB " " #RPQLJIBO
%UMBOFBIC@ KKFKD #RPQLJBO %UMBGFBK®RPQ
>@BPPB $B@J?BO
TFKKFK@RPQLJIJBOMBOFBEBRD LOAMBPP
TE> QP ARBBKQ >?LRQ QEB ? ? @RPQLJIBO
BUMBOFEK@
2F@EACI>R) B E>XQRSFB®KQ >?LRQ QEB " " #RPQLJIBO

#E>MQBO  ->QHBQFKD ">PF@P



S>IRB MOMLPEFLK 80 O@N BJLQFLK>YM BKD>BKD LO SFPR>I
>MMBIFKD 4EFKH ?LIQP BFEO@W M>MBMPEBAAFKD J>@EFKBP
2@B>A CO > BPQROKQ >KA J>@EFKBQ LT BKD>IFKD ©X QEBPB
RBJP 7B

4EB® >B QLR@EMIIKFK "" MO@PPBP ?BC@B >KA >QBO QEB
P>B BD FKOJ>QFLK OPEBOFKD BTPEB SRPF >KA FKNRFOFBP
ABIFBOY LC PMBOM>QP PBB® @IIP LK J>@EFKBO>KA ICF®
BNRFMJBR >KA QBIBMELKEBR@FLKRES) @K ?B FABRFR >KA
FIMQSBA ( LT BSBOQEB FKEBKD ARBBK@P ?BY BBK " " >KA " #
BKSFIKJBK QP JRPQ ?B @@ RKABOPQLLA PLQBEB " # @RPQLJIBO
BUMBOFBK@ABIP AL KLQ ?@JB QEB M>$AFDJ CO " " @RPQLJBO
BUMBOFBK@BPFDKP P FP QEBB@K QEB "# J>EBQ QEBCFP KL
RKFBOP>| >MM@E QL @RPQLIBGIBOFEKEK QEB " " J>0BQ 3>II
"' @ LIM>KFBP >IPL>8Y FK QBOJFCLQEB MER@P >KA QEB BB@P
LEB®A >KA QEB FFWFKARPQO-KA KXQRB LC QEB ?RPFKBPP PL
@RPQLIBQIBIBOFEE@I>KKFKD >KA ABPFDK TRBRB>OFARBO FK
>@OA\>K®@ TROE QEBPB Q:OP

4EB DB>QBPQ @E>IIBKDB FKEHBIRD "" @RPQLJBOP FP >AAFKD
RKFNRB >KA MFBKQFOFKD>IRB QE3 PISBP @RPQLJIBOLMBIP
7 EBK ABEKFKD QEB @RPQLIBMBBFEK @@ DKFB/QES QEFPIRB

%UMBOFBIC@ KKFKD #RPQLJIBO %UMBE@FBKR®RPQ
>@BPPR $B@J?BO
TFKKFK@RPQLJBOMBOFBBRD LOAMBPP
TE> QP ARBBKQ >?LRQ QEB ? ? @RPQLJBO
BUMBOFEK@
>A>MQBCOJ 0 >T>K 3FKE MEB $OFBOPC""
#RPQLJBO #BROREISBPQFIQFLK #2- @J $B @J?BO
>@BPPR $B@J?BO
TTT ABPQFRFLK@OL®!0O QF@IBPB? %UQIRPBEB
6FEMLFIQREB  $OFBOP IC " " #RPQLJBO
#BKQOR®F  >PMU
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PELRIA BQBKA QL QEB QE® @RPQLIJBO >KA ?RPFKBFP IFC
@@IB_MEP>IB BKD>DBJEX QEB P>IBP LEEPP >KA MLPQP>IB
FIQBS@FLKP %UMBOBBK®BBY PQ>DBIOLQEB @RPQLJIE® &@IB
PELRIA ?B @RPQLBEAQL B@E FKAFSFAR>l @RPQLJBO

Customer Logity

JHIDB:G ADNBAN FP #ll >?LRQ GQO@FKD QEB EFD@RPQLIBOP
DERQFKD QEBJ QLV?RRV L@MBK ?R FK EFBO NRXPBFBP >KA ?0FKD
'QEB ?RPFKBPEBK JLOB @RPQLJBOP )Q FBLISBP >K BJLQFLK>I
@JJF QJIBKQ QL > 2®A LO > ?RPFKBPP BILSB ALFKD ?RPFKBPREF
WLRO @M>KVe >K XDBRAB I@VLKBKQ b) BBl ?BIBO >?LRQ QEFP
20-KA LO QEFP ?RPFEBPRA > ?BESFLOL@MLKBKQ b)alBBM ?R/FKD
QEFP $RA LO MYOKFWFKD QE?RPFKBPBDO@IBPR | QQBRABP BO
FIML@>IQ ?ERPB BMBQ MR@E>PBP >ILKB AL KLD3MP JB>K QES

> @RPQLJBO FP BJLQFVKFEBPQB 4EFKH >?LRQ QEB QEQFII L
?RVFKD® FKPRO@ 7 B J>V HBBM ?R/FKD CDQEB P>JB @IM>KV

?2RQ B G®@N E3SB >K BILQFLK>! L@F QJBKQ QL QE>@M>KV
%JLQFLK>!I@JF QJBKQ FPBY FK @RPQLIBOHY

,FLO IORPPW#OB>QFKD #RPQLJIBO %UMBBFBK@
2BI>QFLKPEFMP ->KSKD “-RIQFMIB #RPQLJBORZEB BVC
"#%- >@ @PPR $B@J?BO T TTD@JLOD
BKD @KQBR=AR>FIP GRMQBRFA PR?GB @FA

b7 E>Q P #RPQLJIBO V> ¢ #RPQLJIBO ,V>I@Q KPQFRQB
>@BPPRB $B@J?BO T TT @RPQLIBO/>IQLD
TE>Q FP @RPQLJIBROY/>IY

IA>SMQB COJ b 7 EV- B>PRB 7 EXQP ,LV>I¥ ¢
-FKAPE>® 4B@EKLILBBP >@PPR $B@J?BO

TTT JPE>B KEJTE VTE> Q FP IV>IQEQJI

#E>MQBO  ->QHBQFKD ">PF@P



4EB ?BKBRP C IIV>] @RPQLIBOBHRIBQRP

d 4EBV ?RV JLOB >KA >8 L@BK TFIIFKD QIVMEOB 4EFP @S)BP
> PQBAFBOS@E QT CLO > ?RPFKBPP

d L V>l @RPQLIBOP TBBOD LQEBO @RPQLIBOPIQM>HKaY
PsSFKD QEB JHBQFKD >KA SBADFPFKDR@P € >@&RFOFKD
@RPQLJBOP

d 4EBV >® JLOB CADFSFKD TEBKR J>HB JFPQ>BP_BSBK
PBOFLRP LKBP_BE@MBIIFCR E>SB > PVPQBJ FK MB-@ES
BJMLT BOP BIMIBBP QL I@B@) BQOP LK QEB PMLQ 4EBKIL
@RPQLIBOP@BB B SBK JLOB ILV>

d !IL V> @RPQLIBE®KALOPBJIBR @K LRQPQOFM QEB JLPQ
BUQES>D>KQ J>®BQFKD BCQP 4EB TOA LK QEB PERED FP
RPR>W JLOB MIT BOCRI

d 4EOFSFKDI®>KFBP TOE EFD@RPQLIBOVEIQ RPR>Y E>SB
ILV>l BJMILVBBP TEL >B DBKRFKBBKD>DS

d 4EOFSFKDY®>KFBP TOE EFD@RPQLIBO >KA BIJMEB ILV>I@Q
>@ DBKBAIV HKITK QL LRQMB@EBFQI®BQBFLK FK
FKKISSQFLK

d L V>l @RPQLIBOP RKABOPQKIM>HYR MD@PPBP >KA®
L@BO PRDDBPQFLKFFGMOSBIBK Q

d K FK@BPB FK @RPQLIBQERFLK® ?LLPQ >I@M>KVE
2L@QLI IFKBMOID ¥ A MBO @KQ ABMBKAFKD D
8DHIH@.PQP QE&>BJ>FK QEB P>JBED>AIBPP C QEB >JLR® IC
P>IBPBD BKQ

#RPQLJBO \/>1Q ?BIFKP TRE QEB @RPQLIBOIBOFBKEKA FP ?RFIQ

IA>MQRB\, CDJ 2>J> 2>J>PT  >JF b%HBR B>PLKP QLBBM

9LRO #RPQLJBOP \I>Ic -RIQF@E>KKBIB@ME>R *KR>W
>@ @PPB$B@JI?BO

JRIQF@E>KKBIJRE>R @ LMP>KACRRKIIJBKQ@>A SFPLO

" OKAF @RPyHI
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LSBO QFJB QIRDE QEB I@B@FLK C MLRFS BJMBOFEBR® 4EFP
TFIl ?B QORB KL J®BO QEB PFAVKARPQCGKA KRB LC QEB PJ>lI
?RPFKBPP #RPQLJBQRAEDFEBRATFII FKRBK® ELT JR@E QEB TFII
?RV TEBQEBO QEPTR@E QL +JEBQBLO>KA TEBQEBO QERFII
@B@JIBKA QEB ?0-KA LO QEB ?RPFKBPP QL IMBEBIPB  3J>lI
?RPFKBPPBFKALQ BV LK QEB N>1¥ QES @BP CQJ @LKSBKFBKE
BD RPFKD QEBO@BIBO @ILPB QL ELJBOOBM>FOP FKRQEC QEB
LKB C>QEBOT>V QE® MGSFABP T®BO PSE® L V>I§ FP >?LRQ
J>HFKD > @RPQLJBBBICPM@F>I 4EFP FP QHEBJADC >II PJ>lI
?RPFKBPPBFEF@E FP PLQEFKD QE> PJ>Il ?RPFKBPPBP B >0
M>QF@RNMOBII PRER QL @SQB "E@RPB IC QEBFOBPRWFP>BFBO
@O PJ>Il ?RPFKBPPBP QLSBEX@ILPBOBIGQFLKPEFMP QEF QEBFO
@RPQLJIBOP BEB > JLB MBOPLK>l PELMMFKEFBKIBK Q >KA FK
DBKBSl @BQB [BQ @RPQLIBUMBOFEBR 4EFKH ?>@H QL "L?
"Q.TK LC QEB #EBPBRD@H>DBR.8 #E>MQBO ( B MOFABP EFJPBIC
LK QEB HFKACLPELMMFKDSBKKJBK Q >KA @RPQLJIBESQFLKPEFMP

QE® IBA QL IV>I@

*BCBV '>KDBJF b#RPQLIBO ,IV>IQ $LP >KA $LKaQP
" RPFKBPMBBH *RKB >@BPPE $B@J?BO
TTT "RPFKBPMBBH @ PJ>II ?FVQFMPER EQJ
" OR@4BJHFK WEB &LRO #RPQLJIBO %UMBE@RBI®
#LIMB QBK@RBIBJHFK 'OLRM *RKB  >@BPPRB
$B@J?BO
BUMBOFEKI® @BOFIBH LAAMBPP

=QEBC LR@RPQLIBOMBOFEB@BA.IJMBQBK@FBP=S
MAC

#E>MQBO ->OBQFKD ">PF@P



Grounds for Loglty

( LT AL MBLMIB J>HB @ELB® >?LRQ TEF@E ME>0QJ4Q@ DL QD >RI
'> RSB>R ABRFABQL EKA LRQW>PHFKD @RPQLJBOWV QEB TB®
PELMMFKD FK LKBQE@RI>O BQLO

d b) PELM EBBO?B@RPB@ @ILPB QL TEBDIFSc 4EB
@KSBKFBKEPELMMBO

d b) IFB QEB ME>0J>@FPQ ) QOREELEFIEFP @RPQLJIBO E>P >
DLLA BI>QFLKPEFMIEEQEBFO ME>0J>@FPQ

d BAEB PQCI>HBP JB ®BI IFB M>Q IC QEB C>¥l

d b) GBI IFB QEB @® >?LRQ V EBIQE

d B4EB BRQE>QJILPMEBBFK QEFP FRXBIFKAP JB LC ELJB
TEB® ) BIQ BI@JB ¢

d b) ALKaQBBI IFB >KLQEBO KRJ?BO ERAD GRPQ >KLQERE B
4EBV B>V @® >?LRQ JB:

0>RI @K@IRAB QE® QEFP ME>OU>ER@BABA FK ABEBKQRIFKD
RPBICLO@EB @IMBQBFLK FK > RKFNRE TV ELT QER/ J>AB QEBFO
@RPQLJBOBBC >KA QEFP FP TESFII DBKBQB QEB JLPQQKIXB
ILV>I@Q FK > @RPQLJBO

Key Takeaways

d 4EB @RPQLJBO >KA QERR®JIBO >BKLQ K@PP>QFQEB P>JB
MBOPLKe?RQ QEBK ?B

d 4EB @RPQLJBO >KA QERR®JBO PELRIA ?B QHRARPC QEB
J>OHBQFKD JFU

0>RI "> RSB>R b->HFKD #RPQLJBOP BIBME®DF>IOFKDP
L V>IQc OE>0J>@ OLPQ KL
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d "#>KA"">0 B QEBTL Q’/MBPC @RPQLJBO HEQP 4EB""
J>0OHBQ A >OCP QEB " # J>@Q FK QBOJE IP>IBP

d )Q FP @B@CO > PJ>ll ?RPFKBPP QL RKABOPQPKARPQLJIBOP

d #RPQLJBO BMBOFBEKEP > MBORR BIQEFIQBO@FLK TBE >
PJ>Il ?RPFKBPRQ)FELISBP BIJLQFLK>IL@KBARFLKP QL QEB
?RPFKBPP

d 4EB® FP KL LKB PBWRP >l @RPQLJBONEBOFBK@O >"# LO
>""PJ>ll 7RPFKBPP 4EB @RPQLJBG&ROKIPELRIA ?B
J>MMBA >KA @E>KDBP J>AB QL FI1EEDQEB BMBOFBK@

d 4EB® >@ ?FD AEIBK@P ?EJ BBK QEB @RPQLJIRMBOFBBD
@O "#>KA"" ?RPFKBPPBP

d 4EB® >® JRIQFMIB ?BKRE QL @RPQLIBLIY )Q FP FIMQOK
QL PJ>ll ?RPFKBPP RBEP ! MLRPHS @RPQLIBOBBOFBK@
AORRP IV>IQ

Marketing Resarch

. LQ BBOLKB @K ?B IFB 3QBB 1L?P LC IMMIB L*?P T>P C>JLRPLO
P/FKD QBEB AFA KLOQWRLL JR@E@BRFLK QL @RPQLHERBORE
M>QF @RIMTRQE BPM@D QL TEQ @RPQLIBON BEB T>KQ KPQBA

EB T>P 8O b-ABMQQ@ PBFKD RKABO QEB PRACSEEX) @RPQLIBOP
T>KQ KT QEB/ GRPQ AGESIF® ) RRFI QEEPB © 4EFP >20IFFP
?BPQ BMBPPE ?V QEB 'BOJ>K TLOA VBEDBFPQa_QEB BERD PMEOF
LC QEB >DB LO JLLACLQEB JLIBKQ { MC>?IV ?BPQ SKPIXBP >P
J>OHBQ B>AFKBPP LO @RPQLEB@AFRBPP BIMIB IFBiL?P @K PB
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TE>Q QEB J3#Q FFBSAV CO ?BOB QEB J>EBQ HKIP FPBIC - LPQ
PJ>Il RPFKBPPBP TFIl KERACQEBJPEBP FK QEFPSBK?IB MLOFLK

( LTBSBO QEFP ALBP KLQ X8 QE® >l PJ>Il ?RPFKBPPBP BQ>H

JB QELAR® >MMC-@E QL PQRXD QEB JHBOMISE >KA QEBFO
MQPMEDAS >P TBIl >P @REBKQ @KPRJBOP ->GBQFKDBOBGE
>JLKD PJ>Il ?RPFKBPPBPKIDBP >ILKD >LEQFKRI CQJ KL OBPBGRE

>Q >Il QL QEB EFORKD MABPPFLK>BBE@E KDJ !'ILKD QEB
QEBB®TFII 7B ?LQELOJ>| >KA FKM®JI>l >SMMO-@EBP QEBGHEK@P
>D>FK ?BFKOROF?RQ>?IB QL QHB PRARPQCG-KA KRB LC QEB
?RPFKBPP >ILKD QFF QEB MBOPLK>BAFPMLOFLKP @ QEB PJ>lI
?RPFKBPPTKBOP LO J>K>DBOPLKBQEBIBPPQFFP FIMQOK O
PJ>Il 2RPFKBPP TKBOP >KA J>K>DBOP QL RKABOPQ>KA) TE>
J>OHBQFKDBBB@E FP >Il >?LRQ >KA ED @K ?B EBIGRI QL QEBFO
?RPFKBPPBR) FP >IPL FIMREKQ QL RKABOPQ>KAQQES®BQFKD
@BPB@E JRPQ (BHJEB @RIBRAC AFBBKQ @JRKF QFBP ®K
@KPFABQFLK 28RPB QEB @H) J>0BQ JFEQ KLQ ?B QEB
P>JB_BSBK FK BI>QFSV @ILPB I@)FBP

What Is Markting Resarch?

' BG@AI>C< GH:6G8=FP >?LRQ DREBOFKD QERLTKDFLK QB>FP
KBBABA QL J>HB AB@FPFLKP >?LRQ > ?RPFKBPP IP >KQBJ)ILO
MB@ROPLO QL QESBIBIIBKQ IC > J>GBQFKD PQBU J>OHBQFKD
MBPBAE bEKISBP QEB PVPQRE@ ABPFDKIB@FLK BBOAFKD
>K>VPFP BIBOBQSFLK >KABMLQFKDQ@ FKOJ>QFLK MBBKBK QL

3E>RK 3IFQE B EV 30BB *L?P $LBPKaQ ,FPQBK QL
#RPQLJBOP#RPQLJBO 4EFKH &B?0R>0  >@BPPB
$B@J?BO T TT @RPQLIREFKH.® ?ILD

TE V=PQBB=GL?P=ALBR¥=IFPQBK=QL=@RPQLJBOP
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> M>QF@RI>O BBQFKD ABFPFLK C>@FKDIM>@/c ->O HBQFKD
BPB@E FP KLQ > \BED@FEK@R@RPB JR@E C 6 ABIP TRE
MB.MIB >KA QEBAKED>RY @E>KEXDEBIFKDP >KA ?BESLOPTEF@E
>@ >Il FKBBK®A ?V @RKQIBPP PRERES C>@.OP E>Q QEFP JBP
FP QB> C@® >KA LMFKFLKP JRPQ ?QEBBA FK >K LEBOV >KA
L?GRDFS T>V QL BKA LRQ TEY MBMIB T>KQ QL 2R KLQ GRPQ TE>
QEB ?RPFKBPPKDP QL PBIl QEBJ)Q >IPL JBKP QEY FKOJ>QFLK
BIES>KQ QL QEB JHBQ QEB L@BQBFLK >KA QEB JBEDFKD
BKSFIKJBK Q PELRIA 7B QEBBA >KA >KN\VBA FK >K LABO/ >KA
L?GRDAST>V

Why Do It?

4EB PFIJMIB QORQE FP QERJ>Il ?RPFKBPPKALQ PBIl MER@P LO
PBOFEP_Q IBPQ KLQC ILKD_FC @RPQLJBOP AL KiKQ DL 7R

QEBJ #LKPFABO QEBLOFKD QORBBX@OFL ! IL@>| PJ>Il ?RPFKBPP

QE® PM@F>IBAVFK RKABEDRKA PMOFKHIFKD PVPQBJP >KA ELQ QR?P
@O B>OP ABFAB QL PQSOPBIIFKD DE@P LQ ILKD @BO QB
FIQDAR@A QEBJ QEBE>A > [BBQ IC DL @WMP IFKERM LRQPFAB QEBFO

$>K> .F@LIBQ> >P@R >KABKKEE % #II %PPBRF>IPQ
>0 HBQFKD ->PLK /EFL 'QLJF@ $LD OR?IFPEFKD

b->OHBQ BPB@RE ">SPF@®I>Il " RPFKBPRJA @)L?BO
>@BPPRB $B@J?BO

PJ>II PRPFKBPRITFHF->0 HBQ=BPBQRE=?>PF@P

3RP>K 7>@\ b$L ) Q 9LROPBIC -3®Q BPEWE 0>@)

9LR . BRA ->OHBQ BPB@E 1?LRQ @ >@@PPE

$B@J?BO P?FKCL@K>A> >?LROL@ @P

J>OHBQFKD 3>0 HBQBPBQRE BJ
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?RPFKBPP QE > ERDB b-RPQ DL NBPF@>PHER ?>KKBO3IBO QEBJ
4EFP BP KLQ > PROMOFPB\QKBIBIPB 'L @GP E>A KLQEFKD QL AL
TFQE QEBFO RPREAR@P PL TE TLRIA QEBFBIRI>0O @RPQLJIBOP ?B
FIQBBPQB FK QEBJIPL > NRF@H ILLHQ>QEB ABJLDOIEF@FLQEB
>@> TLRIA ES8 BSB>IBA QE® QEB J>GI@EC QEBLEPRJIBOP FK QEB
BQFEIBKQ QIK T B® BIABIY 4EB® TLRIA IFBNV ?B IEDIB REBBPQ FK
DL @@P Q FP @B QEY QEB ?RPFKBIPRBO TLRIA E:SB ?BKBEDR
COJ PLIB J>0O HBQFKIBOBGE

->0 HBQFKDBBBRE I PJ>Il ?RPFKBPRBOP J>K/ ?BKBEP &LO
BU>JMIB @IM>KFBP @ GKA EFAABK KF@EBP ABPFDK @RPQLJBO
BUMBOFEBR® ?RFIA @RPQLJBOV>IY FABRRC KBl ?RPFKBPP
LMMLQRKBFBP ABPFDH.IMQFLK> J>QBOF>IP REIB@E>KKBIFC L
AFPQOF?RQMFIKA CRQ TEF@E @RPQLIBORDED>?IB >KA TEF@EB>0
KLQ ABBOJFKB TEP>B>P LC QEBLEM>KVE TB?PEB S®DBKBEDFKD
QEB JLPQESBKRB >KA FABIRCI>OHBQ BKAP QE»>B IFBV QL ESB
QEB ®QBPQ FIMd@K QEB ?RPFKBPP !EPP @ ?B CRKA CO
QEB FIMI@KQ NRBPQFLKPQQEH PJ>Il 2RPFKBPPBPBCP@@E >P QEB
QIILTFKD

d (LT >CB J>OHBQ @BKAP FIM>@ KD ¥ ?RPFKBPP
d (LT ALBP LRO QBED J>OBQ J>H ?RVFKD ABFPFLKP
d 7 E>Q FP LRO J>BBIPEBD>KA EIT @K TB FK@SPB 6

*BPPB (LMMP b->GBQ BPECBE "BPQ 0@FERC
%SK#>0IF@E>BLE >@@PPR $B@J?BO

TTT BSK@OJF@E>BL®->0 HBQFKD  ->0O HBQ
2BPBQRE "BPQ 0C@FEP BJI >A>MQBCOJ * LV ,BSFK
b( LT ->O HBQFKDEPBGBE #>K "BKB® > 3>I1 * RPFKBRP
3J>I1" RPFKBPREBKAP *KR>U >@ @PPR

$B@J?BO PJ>Il ?FWBRAP @ ELT
J>OHBQFKDRPBGDE @K ?BKBE > PJ>I|
?RPFKBPP@I

X#E>MQBO  ->QBQFKD ">PF@P



d (LT ALBP @RPQLIBOJEPGIEK TBE LRO MER@P LO PSEEP
JB >PRB RM QL QE3C QEBL@MBQBFLK

d (LT TFIl LRO BIFPQFKD @RPQLEFDARA QL > KBMQAR® LO
PBOF@®

)K J>KV T>VP PJ>ll ?RPFKBPPBP SE>> J>OHBQFKD BEBGRE
>AS>KQ>DB $B0 1>DB ?RPFKBPPBP 4EB PJ>Il ?RPFKBPP FP @QUEPB QL F
@RPQLJIBOP >KA FP >?IB SDKIBIR@E JLB NRF@HB?LRQ QEBFO
?RVFKD E>QP TE® QEBIFB >KA TE>Q QBBAL KLQ IFEH (LT BSBO
BSBK QELRD PJ>Il ?RPFKBPP TKBOP ESB > PBKPBL(Z QEBFO
@RPQLJBOPa BKB 4O VB>OP C BMBOFEB@EFP RKII>|
FKOJ>QFLK J% KLQ ?B QFJBLO BIES>KQ QL QEB @RQU>0BY

)Q QEB@@B ?BELLSBP > PJ>Il ?RPFKBPP QL QEFKH PBGRLRBDJIP
LC > J>GBQFKDBPBGRE BDAD EBK > B PJ>I LKB_QES FP JLB
C@RPB >KA PQOQRBA 4EFP TFIl FKEBPB QEB @EBR@QEY QEB
@PRIQP TFIl ?B QRIBKA TFIl BK>?IB QEB PJ>Il ?RPFKBPRBO LO
J>K>DBO bQLBAR@ ?RPFKBPP OFPHP PMLEK@RQD RM@@KD
MQ?IBJP FK QEB @BRD J>GBQ FABYRCP>IBP LMMQEKPFBP >KA
ABBILM MI>KPC >@FLKP 4EB PMBF® IQRB >KA BJQBR IC >K
J>OHBQFKDBBB-G@E BDAQ TFIl ELBSBO ?B > CRK@LK C QEB
MQAR@ QEB FFWKA KRB LC QEB ?RPFKBPP QEB FKARRPQQEB
PJ>Il RPFKBPPTKBO LO J>K>DB@EB® FP KL >MMBE QE>FP (HD
@O >l RBROFLKP >KA >Il PJ>Il ?RPFKBPPBP

b->OHBQ BPBWRE ">SPF@®I>Il " RPFKBPRJIA @)L?BO
>@BPPE $B@J?BO

PJ>I| ?RPFKBPRITFHF->0 HBQ=BPBWE=?>PF@P

b->OHBQ BPB@E ">SPF@BI>Il " RPFKBPRI @)L?BO
>@BPPB $B@J?BO

PJ>I| ?RPFKBPRB@TFHF->0 HBQ=BPBG@E=?>PF@P

#E>MQBO  ->QHBQFKD ">PF@P



Types of Marting Resarch

33>l ?2RPFKBPPBP>@ @KAR@ MOFJYOLO PEKA>® J>OHBQFKD
BPBAE LO >L@FK>QFLKC QEBQ *G>B6GN B6GAI>C< GH:6G8=
FISLISBP QEBLEBE@YFLK € A®> IO > PMBF® MROMLPB LIGEEBID
&LO B>JMIB >PHFKDUBPQFKD @RPQLJBOPQHEE MR@E>PB ICO
QEB ?RPFKBPP >KAT EDER/ EB-G\ >?LRQ @ TLRIA ?B @KPFAHD
MOFJ>0BPBG@E 'KLQEBQUBIMIB TLRIA ?B @KAR@FKD > PQRA
PMEF® L@VIBQBLOP TFE BPMED QL MBR@P >KA PBEEP ICB®A
>KA QEBFO NEOIEEBIP 4EBPB IRIA ?B PFIMIB J>BBQFKDBOBGRE
MQGEDPL® > PJ>Il ?RPFKBPPQEBO ?RPFKBPP QKR®JBO "# LO
?RPFKBPP QL ?RPFKBPP "$KA TLRIA KLQ BN\RA®QEB PBO@P IC >
MQ@PPFLK>BBB@E @M>KV 3R@E I@V>KFBP TRIA ?B >?IB QL
MQSFAB JLB PLMEFPSB® J>OHBQFKDBBBGRE ?RQ QEEP@ JFEQ
?B QLL ERDCO QEB J>K PJ>Il ?RPFKBPPBP QBB LMBSQFKD LK >
PELBPQOFKD ?RADB

$>Q> DOEBOFKD@EKFNRBP FK MOFJ>OHBQFKDBBB@E #X
FK@IRAB L?FBQFLK PEBYP FRBSFBP NRBPQFLKKBFEO-KA IG@RP
D@QRMP !:D8JH <GJE FP PFU QL QBKMVEB @BCRY PBIBDR 7V
> BPBAEBO >KA I/RIEQ QLIEEBO QL AFP@RPFPLEP >PEIP C
FIQBBPQ @ IBKDQE &L@RP DRMP >®KLQ IB# QL ?B @ELPBK ?
PJ>Il ?RPFKBPPBP @RPB QBB >B @PQ! ( LTBSBO QEB LQEBO
QEEKFNRBPLRIA ?B TBIl TRQEFK QEB 3BP IC JLPQ PJ>II
?RPFKBPPBP_>KA>@E @ ?B @KAR@R LKIFKB BUBMQ LO
L?PBG>QFLK?V J>FI FK MBOPLK L®@BIBMELKBR@BV- LKHBV FP

OEFIFMLRQIBO >KABSFK >KB +Bl11BO->0 HBQFKD
->K>DBJBK Q 5MMBO 3>AAIB BEs* 0 B>OPLK OBKQH®
(>l

OEFIFMLRQIBO >KABSFK >KB +BlIBO->0 HBQFKD
->K>DBJBK Q 5MMBO 3>AAIB BEs* 0 B>OPLK OBKQH®
(>l

X#E>MQBO  ->QBQFKD ">PF@P



> MLMRI>0 >KB& FKBMBKPB3.KIFKB PRBY MOSFABQQP S>FI>?IB
MI>KP ORK LOOC@B QL IBPP QE>K  MBO JIQE KO RKIFIJBR
NRBPQFLKP >KA RKIFAF@PMLKPBP 4KEB>IPL MCSFAB B®IIBKQ
QRQLOF>IR@V- LKHBV RPR ?V J>KV I>0B @IM>KFBP TRIA ?B
>K BUBBIIBKQ @ELB@O >K/ PJ>Il ?RPFKBPP

-:8DC96GN B6GAI>C< GH:6G8= FP ?>PBLK FKIOJ>QFLK QE>E>P
>|@>AV ?BBK DREBBA >KA MR?IFPEB3LJIB L C QEB BFKIO>QFLK J¥
?B CBB_>P FK QEB®B IC QEB 53 #BKPRP MR?IF@WMFAIX>?>PBP >KA
@IIB@FLKPBEAY>FK B?PBBP I@M>KV FKOJ>QFLK >KA PLJB S4B
>PPL@BFLKP QL TEF@E QHBIX&V ?BILKDP_LO@F@K ?B ?LRIEQ
OR@E>PB PLR@P IC FKOJ>QFLKKLQ >K BEXRPQBSIFPGFK@IRAB
KBTPM>MBOP J>D>WFKBP @B >PPL@JELK BMLQP >KA
E®EG>:16@ GH:6G8= GEDGIHF B BMLQP COLOD>KFWFLKP Q&>
@KAR®@ LOFB>| BPBEGE >KA QEBK PRIIE>0 HBQBBP > @M>KV
QE® MCSFABPUEBIIBKQ J>GBQFKD SP@IBFOCEB ?RQ >IPL PBIGAF
JLOB @IJMOBEBKPBS@GMLQP 4EBEMLQP BJ@BIIBKQ MCFAFKD
>K>NPFP >KA FK ABMQEASE» GKKLQ ?BLRKA BIPBEBMB ?RQ QEB
>@ MOB®@

)C > PJ>Il ?RPFKBPPH ILLHFKD QLAHBAR@ > KB MQAR@ QL >K
BKQEI ARB®KQ J>0BQ PBKA>Y BPBGE IGRIA ?B @KAR@R
QL EKA LRQ TEBO@RPQLJBO LRBIEDP IBS >KA TEBQEBO QEB
MLQB®F>I J>EBQ FP ?FD BKIERQL J>H3 QEB ERPQJBKQ FK QEB KB
MOAR@ TLARHEFIB 3BAKA>® GPB@ME TRIA >IPL 7B

0>QOF@FRIE>?B4LASVR ( B>AIFKBP 0SFAB ->®BQ
2BPB@@E ->OHBQFKD >KA203 REB -> V
>@BPPR $B@J?BO M> QOF@F>
CRIE>?B®REB @J QLA>VP EB-IFKBP MGFAB
J>0OHBQ BPBWRE >

*LV ,BSFK b(T ->O HBQFKDBPBGRE #>K "BKB® > 3>I|
" RPFKBRRI>II" RPFKBPRBKAP *KR>@

>@BPPR $8@J?BO PJ>Il ?FWBRAP @

#E>MQBO  ->QHBQFKD ">PF@P



>MMOMORRB TEBK ILLHFKLGC QEFKDP PR@E @KLBF@ @KAP
LKIFKB @XPRJBO MR@®E>PFKD EQF >KAL@VIBQBLO FABRREQFLK
NE:HD;' 6Ga>C<, :H:6G8=

*G>B6AN ' 6GAI>C< , :H:6G8= -:8DCY6GN ' 6GAI>C<, :H:6G8=
$>Q> D > PMBIF® MROMLPBLADC )KTC.OJ>QFLK QESE>P >BSAV ?BBK
PMB)F@ MGBD D>QEBBA >KA MR?IFPEB

4BKAP QL ?B JLB BUMBKPBS 4BKAP QL ?BTLBO @Q

#RPQLJFRBA QL JBBQ > @M>KVR

KERAP -> V KLQ JBBQ > @M>KVR KBAP

$>Q> >BCBNRBKYV LRQASR B D
RPFKD53 @ BKPRP A3> FK

0Q.MORB>® KL LKB BIPB E>R)F | SFI>?IB QLLGMBQBLOP

&BPE KB A>Q>

. PR M6B EA:H Wall Street Dburnal
M6B EA:H FK MBOPLK P Bloomberg BusinesaVeek 53

@RPQLIBQLE@BK QP L?PEBSQFLK .
#BKPRP R®>R LC >?LO
>KARGBV- LKHBV LKIFKB PRBY 3000 ap

3LRAB FKIX.QKLQBP

The Marleting Resarch Roces

- LPQ PJ>II ?RPFKBPP TKBOP AL J>®BBQFKD BBBGRE BB
ASV_TFQELRQ ?BFKD>M LC @ 4EF >K>V\B BQROKBBJIP >PH
C0JBO @RPQLIBOPVIEER PTR@2BQL >KLQEBQI@>KYV >KA ILLH
>Q > @MBQBELEaMOB®@ &LOJ>I J>GBQFKDBOBGRE PFIMIJ>HBP
QEFP C>JFIF>OL@RFP LEBOY A MOSFAFKD QEB >MACIRDS

EL T J>0 HBQFKDEPBGRE @K ?BKB® > PJ>I|
?RPFKBPRXI
IA>MQB. COJ ->0 @II> +BIN >KA *FJ - @ TBK "53.
->PLK / ( 3LRQE 7 BPQBOK

X#E>MQBO  ->Q-BQFKD ">PF@P



COBTLOH %@@MSJ>OHBQFKIBBEGREIQILTP QEBLOLTFKD PFU
PQBMP

;>C:1=:EG D7A:B6C9I=: G:H:6G8=D77?:8I)KH #>B JRPQ 7B
Q>BK KLQ QL ABCB QEB MIBJ QLL ?Q.>AN LO QLL
K>00T IV_>KA KLQ QL FABRC> PVIJMQLJ >P QEB IMBJ 4EB
@BPEM@E L?GERHHSP PELRIAICT CQJ QEB MO?1BJ ABOFKGFLK
:K :ADE I=: GH:6G8= EA6C4EFP FP > MISMODQEBOFKD QEB
KBBABRA FKIDOJ>QFLK MQQC TEF@E TFIl FK@IRAR@IPL QL ?B
ABQBOJFKBFP QERBIC.TFKD TERQEBO MOFY-@PBWE
PEBAKA>Y BPBEME LO PLIBI@?FK>QFLKC QEBIQ TFIl ?B
RPBR\ 4EB PMB@F® @GHEKFNRBP TFIl ?B FMBR >KA >
QFJ®>?IB TFIl 7B BPQ>?IFRPEB

D AA:8I I=: >CDGBA>DC4EFP ME>PB RMB@V QEB JLPQ
BUMBKPBSKA QEB JLPQ B@OMIKB

C6Al0: |=: >C;DGBA>DC K>>I VPFP BKISBP BRIQE@FKD JBKFKD
COJ QEB OT A>Q> ) @K FISLISB PFIMIB Q>?RIFLKP LBY
PLMEFPSE@ POSFPOF@REKFNRBP 4EB L@MESFP QLLESB@)
QEB T A>Q> FBL >@FLK>?IB RKGI>QFLK
*G:H:C1I=: ;>C9>C<H 4EB CKAFKDPE-®IBPBIQRB QL QEB
AB@FPFLK JBOP )K J>KV PJ>Il ?RPFKBPPBP QERRO LO QEB
J>K>DBO J>V @KAR@ QEEBBBWE PL QEBKAFKDPB-O
MBPBIQR FK >I0J>Q QEZ TFII J>HB PBKPB.O QEBIKBO >KA
LQEBO JBJ?BOPC QEB ABFPFLK J>HFKD-QB
' 6@I=:9:8>H>DC 4EB LTKBO LO J>K>DBO JRPQK®FABO QEB
FKDOJ>QFLK >KA ABFAB HLQL >@ LK 8 /KB MLPPF?IBPRIQ FP

b->OHBQ BPEBWE ">PF@BI>Il " RPFKBPRI @L?BO
>@BPPR $B@J?BO

PJ>II ?RPFKBPRTFHF->0O HBQ=BPBME=?>PF@P

IA>MQB. COJ 0 EFIFMLIRQIBO >KABSFK >KB +BIIBO

->0 HBQFKD ->K>DBJBR 5SMMBO 3>AAIB Bes* 0 B>OPLK

0BKQHE >l n

#E>MQBO  ->QHBQFKD ">PF@P



QE® QEB RKID>QFLK IPEBBA FP KLQ RR@FBKIO J>HFKD >
AB@FPFLK 4EBLMIBJ J> V ?B > CT BA J>OHBQFKBOBGRE
MQ@BPP LO M@BJP L?Q>FKFKD @G@PP QL >MMIDRB AQ> 4EB
NRBPQFLK@SBP TEBQEBO QEBRBFLK FP FIMREQ BKLRD
QL T>O8KQ >AABFLK>BPBG@E

What Does It Cost?

| MLMRI>O >MMEBE TBE PJ>Il ?RPFKBPPTKBOP FP QL >H@ >
PJ>Il MB@BKQ>DB C DIPP P>IBPLC QEB JLPQB@BKQ B0 LD
J>OHBQFKIBBBGAE 4EFP RPRASHILRKQP QL >?LRQ  MBEQ 00 >K
BUFPQFKD ?RPFKBFRE>R 7BK PRDDBPRELT BSBOQES >P JR@E >P

MBO@KQ IC DIPP P>IBP PELRIA ?B >HQ@ QL J>GBQFKIBOBE
FC QEB ?RPFKBPP FP MI>KKFU&HE +KBMQAR@

4EB® >B PEBC| QEFKDP QERJ>Il ?RPFKBPPBK @L QL BBM QEB
@PQP AIK 4EBV @K AL QEBEPBG@E LK QEBFIKLT LOH TRE L@
@IIBDBP >KA RKBESRFFBP QL BKD>DB ?RPFKBPP QR RKBREE
MQGEDP IXAR@ LKIFKB PSBYP RPFKDL®@I>KFBP PR@E >P
3RGB\: LKHBV >KA @BQB >K LKIFKBBRKF ¥ TRQEKORJIP ?ILDP
>KA @EY PBPPFLKP QEBSB>I @RPQLJBOPAMBOFEBR® TRE >
@JIM>KVR MDAR@ LO QEB MBMIQFLKOL> @M>KVR ?0KA  4EB
I>@®BOTQ LMQFLKP OL @ROPB MBRJB QEB BFPQBE@C >K B
@JJBO @ LMBSQFLK 9%B% FBK QEB FKRIBKPBIMQFLKP QE>B

b->OHBQ BPBGRE ">PF@®I>Il " RPFKBPRJ @)L?BO
>@BPPRB $B@J?BO
PJ>II ?RPFKBPRI@TFHF->0 HBQ=BPBWE=?>PF@P
*LEK 4LVWWF b->EBQ BPBGBE LK QEB #EBL "ILLI?BOD
" RPFKBPMBBH »KR>® >@ @PPB $B@J?BO
T TT"RPFKBPMBBH @ PJ>Il ?FVBLKQBKR
GK P? = EQJ

X#E>MQBO  ->QBQFKD ">PF@P



>S>FI>?IB EL BSBOEFOFKD >LNEPPFLK>BBBE KDJ @K ?B TLAQE
QEB MGF@EB PM@F® J>BQFKDBBBGRE @ELF® J>AB TFII
ABMBKA >P BbVP LK QEB FFWKA QEB IQRB LC QEB ?RPFKBPP QEB
FKARPQYO-KA QEB FKAFSFAR>| "# LO "" PJ>Il 2RPFKBPKEBO LO
J>K>DBO

When Should Magting Resarch Be ne?

4EB® FP KL MB@FPB >KBD QL QEFP NRBPQFLK !P >>DENEB
J>OHBQFKDBBBGRE PELRIA ?B ALKB TEBK FINMID J>®BQFKD
AB@FPFLKP JRPQ ?B J>ABPELRIA ?B ALKE>QFJBP TEBK @RPQLJBOP
J>V 7B BPN >@BPPF?IBBD > BQ PELM J¥ T>KQ QL l@AR@
BPBAE ?BCB QEB ELIFX-PBPLK TEBK @RPQLJBOB J00B IFBNV

QL ?B QEFKHFKD >?LREFRR BQPL® COFBKAP >KZALLKBP TEBK

WLR >B QEFKHFKD >?LRQ >AAFKD MRB\R@ LO PBE@® QL QEB
?RPFKBPP LO TEBK RJMBQBLO FBP QL ?B Q>HFKD>¥ J>OHBQ
PE>@ 4EB QOF@H QELRBP KLQ QM 8 ILKD ?E®RPB VRO
@JIMBQBLOP>® PQDDBEYFKD QEB >KFIP ?BCB LR ALc

Common Markting Resarch Mistales

"BA.B AB@FAFKD LK > HEDFKDBPBWE MIE ® FP FIMQOK 0O

*LV ,BSFK bLT ->0O HBQFKDEPEW@E #>K "BKB® > 3>II
"RPFKBERI>II" RPFKBPREBKAP *KR>W
>@BPPB $B@J?BO PJ>Il ?FWRRKAP @

EL T J>O HBQFKDEPBWRDE @K ?BKB®&) > PJ>lI
?RPFKBPRXI

#E>MQBO  ->QHBQFKD ">PF@P



> PJ>Il 2RPFKBPPTKBO LO J>K>DBO QL ?B 3@ LC QEBLILTFKD
@JJILK MF QC>IIP QEPJ>II ?RPFKBPPBP ER@BO

d .=>C@>C< I=: 3H:6G8= L>AA 8DHI IDDIB= 3J>Il ?RPFKBPPBP
ABEKBBVY C>E)> @E>IIBKDB QILSE QEB (@QP € J>GBQFKD
M@PBGRE (LT BSBOJ>OHBQFKIBPBWRE [@PQP-EDB @O C(BB
QL PBBG| QELRP>KARCIALII>OP

d / H>C< DGIH:8DC96E GH:6G8= 4EB MR?IFPEBTL(H LC LQEBOP
FP > IQ MI>EQL PQOC?RAFFPMBK LRQMAA >KA MOSFABP
LKIV ?@>A HKIT IBADB - LB PM@F® HRUBADB @K ?B
L?Q>FKBCOI MRO@E>PFKDLWOKB-® BMLQP ?RQ QEFR @B
MOM® >KA QEB CL@RPVIKLQ ?B NRB OER 00OFJADBPBUE
PELRIA >IPL ?BlI@&PFABRB

d / H>C<DOA.:7 G:HDJ@:H $>Q> $>FI>?IB LK QEEQBOKB>B
>S>FI>?I1B QLBOLKB TEL @K EKA@  J>V KLQ ?B CRII
>@RMB >KAFP >@RaY J>V ?B ARE@RIQ G>ERQB $BMBO
PB-GREBP>® ?B @KAR@R >Q QEB IEIF?60/ @.IBDB @MRP
LO PJ>Il ?RPFKBPBK®BO

d -JGK N>C< D®W=: E:DE A: NDJ @CD 4EFP TFIl KLQ QBIR QEB
JLPQ RPBCRI @@MB >KA L?@BASFKIMJI>QFLK IR JRPQ Q>IH
QL >@R>| @RPQLIBOPFRRACRQ >?LRQ QEBBAKB>KQP >KA
BUMBI®FLKP

d " 3>C< 6 L6AAK V BPEWE MGED E>PPP RMP >KATKP )Q FP
B>PV QL ILPB JLQRIFLK >KA PEQBK QEB MIED BOPFPQBK@
JRPQ ?B J>FIQ>FKB?B@RPB® TFIl >Il (@B QLDEYEBO FK QEB

$>0BIl :>ELOPHW #LJILK ->O HBQ BPBBE -FPQHR
LC 3>I1" RPFKBRP?LRQ @ >@@PPR $B@J?BO
P?FKCLOJ>QFLK >?LRQJIALA J>O HBQBPBWE
J>OHBQBPEBGRE BJ ,BPIBV 3MBK@0 WB b(LT QL $L
>0 HBQ BPBQRE4EB ">PF@P6KBMBKBRGBBMQBJ?BO
>@BPPRB $B@J?BO
TTT BKQBMBKBR@J >OQF@IB

X#E>MQBO  ->O-BQFKD ">PF@P



BKA Q FP FIMQAIQ QL Q>IH QIQR& LO MLQEK| @RPQLJIBOP
B>V

Key Takeaways

d ->K V PJ>Il ?2RPFKBPPBP AL KLRAR@ >K J>OHBQFKIBOBGRE

d ->OHBQFKIBBBG@E FP >?LRQUEBOFKD QEBGKEFLK QBFP
KBBABA QL J>HB AB@FPFLKP >?LRQ QEB ?RPFKBPP

d ->O0 HBQFKIBBBGAE FP FIMRSK ?EPRPB ?RPFKBPPBRKRQ
PBIl MOAR@P LO PBEEP QB3 MBMIB AL KLQ FKQ QL 7R

d 3J>Il ?2RPFKBPPBPI@@KAR@ MOFJ¥Q.0 PEKA>Y BPBDE
LO > @?FK>QFLKC QEBTQ 4EBV @K >IPL ?R/ MOMORB-®
BMLQP QErESB ?BBK MBM>BA ?V LQEBOL@>KFBP

d )Q FPL@LK C LO PJ>Il ?RPFKBPPBP QL >(IB@ MB@KQ IC QEBFO
DQPP P>IBP QL JFBQFKIBOBGRE 3BBG| QEFKDPKE?B ALKB
QL 1BBM J>0-BQFKIBEBGRE [@QP ATK

d ->0 HBQFK[BBBGRE PELRIA ?B ALKB TEBRBWHABDFPFLKP JRPQ
7B J>AB

d 3J>I ?RPFKBPP TKBOP PELRIA ?Br>@ LC PEBG| @JJLK
J>OHBQFKIBPEBGRE MIC>IIP QEPJ>I ?RPFKBPPBP ERK@BO

#E>MQBO ->0GBQFKD ">PF@P



7.Chapter 7 - Magting
Strateqy

The Importane of a
Marketing Stateg

3J>11 ?RPFKBPP J>EBQFKD >KA ?FD ?RPFKBPPBRFXD BKLQ QEB
P>JB 4EB ?>PF@ J+BQFKD MOFK@FMIBMREAB ?LQB>JEB P>JB
?RQ QEBC-B FIMLQ>IQ AKBBK@P TRE BPM@ED QL R@B ?RADS
OFPH @QI@P >KAB® IC LMMIQRKY 3BB#E>MQBO b->EBQFKD
">SPF@RZO > AFP@RPPFCKI*GBQFKD MOFK@FMIBP ?RPFKBPPBP
@KKLQ I@MBQB TOE QEB JHBQFKD ?RAQB C ?FDLA@M>KFBP P

, VKKB 3>>QB b3>Il " RPFKBPP -HBQFKIP)$FBBKQ
COJ" FD 'RPFKBPP -#BQFKD!OQF GERY >@mPPE
$B@J?BO T TT>QF@@Y@J) >OQF@IBP
J>OHBQFKD >QF@IB= PEJI , VKALK $>SFA b3l
" RPFKBPP -HBQFKDQ@SQBU ( LT $FGBBKQ P )Q GO
, >MBO RPFKBPPRFIFABPEBO>@BPPRB $B@J?BO

T TT PIFABPEBBREY VKALKASFAJ>Il 2RPFKBPP
J>OHBQFKD PSIIBD ELT AFGB®KQ FP® COJ >0 DBO
?RPFKBPPBP

X#E>MQBO  ->GBQFKD@SQBE



> BPRIQ PJ>Il RPFKBPPBP AL KSR @EB IRURQC I>DB PQSE >KA
QEB PFKD MLBO QE» @BP TFQE ERDMOGRP 4EEDFP (IB 0.J
@0 BQO &>FIB PQEYBBBP & IB>A QL ORFK

4EB P@MB IC PJ>Il ?RPFKBPP JBRIDFKD ALBP KLQ@BKA >@®
QEB P>JB I88I LC JRIQFMIB IMB@P >KA PBE@P QEY @E>@BOBW
JLPQ ?FD ?RPFKBPPBP #LJ?KBQE ESFKDBI FC >K MOAR@P
FK QEB MFMBIFKB QEFF@RDKEEAR@P QEB FKP@FLK QE>PJ>I
?RPFKBPPBP SB>>D>FKPQ RMP >KAKR. FK QEB JHBQMISELO
PQENBB@ C>MROb3I>II 2RPFKBPP JH@QFKD PQBBBP BB QL 7B
JLOB Q>0B)B @PQ BB@FS>KA JLCB BI>?LOQBY MI>KKB PL >P QL
JFKFJF\B QEB ILPPBP F#®QEB PQB C>FtP

#LIMB QBFLK FP QEB JLPQ PF@KBCOFPH Qb@ C>@FKD PJ>II
2RPFKBPPBPOAKD QL BIFJR)® >K BPQ>?IFREE>KA Q>BP > ILQ
LC TLOH ?RQE FP >KSBOKFED GL? QL TFMB LRQ > PJ>Il ?RPFKBPP
#LIMB QBFLK FP > ERDBBEA0 PJ>Il ?RPFKBPPBREFP JB>KP
QE® PJ>Il ?RPFKBPPBP PELRIA B& ${KIT IBADB-?IB >?LRQ QEBFO
@JIMBQBFLK QL ABBG@FIEV TRQE QEBJ

/IMMLOQRKE >B>P CO PJ>Il ?RPFKBPPBMB 30PL 8% AFRB®KQ
COJ QELPB IC ?FD ?RPFKBPPBP 4EB PJ>I| ?RPE{BOPREAS>KQ>DB
LC KF@EB JHEDP >KA IL@KEBAP >KA BKQP 4EB >B JR@E ?EBDBO
>?IB QL BIJME>PBWMBOPLK>| LKB QL LKB GBE@FLKP >KA>K®

, VKALK $>SFA b3l " RPFKBPP -BQFKDQ@SQBY (LT
SFABBKQ P Q €0, >®BO RPFKBPPRF3IFABPEBO
>@BPPB $B@J?BO T TT PIFABPEBER)
IVKALKASFARJ>Il 2RPFKBPP J>OHBQFKD PSIUBY ELT
AFG®KQ FP@ COJ 1>0 DBO ?RPFKBPPBP

, VKALK $>SFA b3l " RPFKBPP -$BQFKD@SQBY (LT
SFABBKQ P Q €0, >®BO RPFKBPPRF3IFABPEBO
>@BPPRB $B@J?BO T TT PIFABPEBER)
IVKALKASFARJ>Il 2RPFKBPP J>OHBQFKD PSIUBY ELT
AFG®@KQ FP@ COJ 1>0 DBO ?RPFKBPPBP

#E>MQBO  ->@®BQFKDQ@SQBY X



J>OHBQ 8> QFJB FK SVP QE3 @KKLQ ?B JQ@EB?V ?FD ?RPFKBPPBP
3J>11IBO @K >@R>V BKA RM ?BFKD JBOMIT BOCRI

'FSBK QEB PMB->| JS@BQFKD SRIKBBIGFBPAPJ>Il ?RPFKBPPBP
QEB FIMIQK® LC RKABOPQ>KAFKD QEEIGBKQP C > J>GBQFKD
PQEDBD PELRIA 7B @i8! B6G@>C< HIGI:< N FISLISBP PBIBDFKD
LKB LO JLB QDB J>GBQP ABFAFKD EIQL ARBBKQFOB >KA
MLPEFLK QEBIME@ LO QEB BB@ >KA @QFKD >KA J>EFKFKD >
J>OHBQFKD JFU QEFFII ELMBORMOSB PR@PPCRI QE QEB PEIBR
Q>DR) J>OBQP_>Il TFQEFK QEB LK@BIQ C J>GBQFKD
L?GEDAEP' 6GAI>C< D7?:81KH >@ TE>Q > @M>KV T>KQP QL
>@.JIMIFPE TBE GP J>GBQFKD PQBE b3)EQBW FP KLQ > TFPE IFPQ
PR) IC DL>IP JFPPFLK ®B3BKQ LO@>K LC L?GEFEPe! J>0 HBQFKD
PQEBY FP > @8 BMI>KOFLK € EIl VLREB DLFKD QL QBQEBO
KLQ TEBB LO TEX) QEBCFP 'K BGB@FS J>OHBQFKD PQBY FP >
@QK@FPBIBII>KOFLK C VRO P@B MI>K IC BB@RQFLK @@E MRO
L?GRDFZPe->0 HBQFKD TFELRQ PQBY FP QEB KLFPRLZBC>FIBO

IKK ( >KAIB/ H@Q 2RO 3ELBBW . LQ QRO DB 7 >VP
QL->OBQ I>IIBOFK ¢ ->OHBQFKDQQP KR>W
>@ @PPB $B@J?BO T TTJIMASFVEU
T>VP QL J>aBQ PJ>IIBGFK
*LEK *>KQP@E b-HBQFKD TFELRQGSQBN P QEB LFPB
?BC@B &>FIRRR $R@ 4MB ->CHBQFKD LSBJ?BO
>@BPPRB $B@J?BO
TTT AR@>MBJI>BQFKDL@ ?ILD
J>OHBQFKD TBELRQ PEiBM FP QEB KLFPB ?B®
C>FIRO

X#E>MQBO  ->GBQFKD@SQBE



Key Takeaways

d 3J>Il ?RPFKBPP J>EBQFKD >KA ?FD ?RPFKBPFBRIKD BKLQ
QEB P>JB

d 4EB JLPQ PFDHREKQ OFPH Qe@C>@FKD PJ>Il ?RPFKBPPBP FP
@JIMBQBFLK

d )Q FP FIMQOK 0O > PJ>Il ?RPFKBPP QISE> J>OHBQFKD
PQEDBY PL QE 6 FP TBHBO MIGFLKBQL @ELLPB >JLKD
LMQFLKP

d 'K BOB@HMSJ>0HBQFKD PQBY FP >I@@FPRIBI>KOFLKC >
?RPFKBRFPRQRB MI>K IC BB@RQFLK @ @EQP L?@HFSP

d ->0HBQFKD TELRQ PQBU FP QEB KLFPBLEB@EB C>FERO

The Marleting Stategy
Proes

4EB C@RP C QEFPUTBFP LK QEB J>K>DBJBHIC QEB PJ>Il ?RPFKBPP
QE® FP RM >KA ORKKFKD >P LMLPB PQO®M LMBQFLK P >
BPRIQ QERK®FABQFLKPQ J>GBQFKD PQBY >B GLAIA QL
JLAFG/ LO DB>H J>GHBQFKD BCQP >EAV FK MIE@>KA QL >AA
MQAR@P LO PBEBP >P QEB ?RPFKBRPSBP K PLJB FKPQ>B@ ©
J> V 7B >MM®ORB >KA ABPREB CO > PJ>Il ?RPFKBPP QL ?KaBIcC
J>OHBQFKD SIBSFBP GK > @MIBQB J>GBQFKD PQBY CEIB TLMH

4EB J>OHBQFKD PQBE MOGBPP IGXPFPQR PEBO| @IMLKBKQP
%>@E LAMLKBKQ PELRIA ?B LEPFAEB >KA ABPFDKB@®CRU

#E>MQBO  ->GBQFKDSQBE X



@JIM>KV SFPFLKL@>KV JFPPFLK J>A@BQFKD L?@BtP >KA QEB

J>0OHBQFKD PQBN RPBIC
' 6@I>C< - 1G6l:< N *GD8:HH

X#E>MQBO  ->GBQFKD@SQBE



3LRGB FKIL.QKLQB

Vision and Mision

It is awfully important to know what is and what is not your
business 'BO QORABIBFKY %??BK

4EB K>H>DC HiB:C | QOFBP QRF@RIB QEB ILKD QBOJ MROMLPB >KA
FABIFBA KLQFLKE TE>Q > ?RPFKBPP ELMBP @JBB 7 EB® AL TB

PEB QEB ?RPFKBPP DLFKDPELRIALEK @FABQE QERRKAB®aDL>IP

@O QEB ?RPFKBPPQPRD TEY QER RKABO RIQFQBY BKSFPFLKP QEB
?RPFKBPP QL ?BEB B>HH>DC HIB:C | ILLHP QL -{F @RIB QEB JL®

3RP>K ) BFA bLT QL 7 08B > 'B>Q "RPFKBPP 6FPFLK
3Q8BJIBKZ IH>J>B &B?0OR>0D >@BPPA
$B@J?BO E @M >H>J>B @J

@KQBR MEMA b->0 HBQFKDISK ->OHBQFKD
1?GB@FSP >KA ®EQBEBR 3J>I1 " RPFKBPFLQBP
>@BPPRB $B@J?BO

EQOM T T T PJ>II?RPFKBPPKLQBP ®@Q>QFKD >
?RPFKBRBO HBQFKD MI>K J>EBQFKD L?@BFEP >KA
PQSDBBBP GJl

b$BSBILMFKD @EDAS6FPFLK >KA -FPPFLESBJIBIQR
)JK@ &B?0R*O >@ @PPB $B@J?BO

TTT FK@L@® OBPLR@PPQ>QRMOQF@IBP
JFPPFLKPQBJBIQ BJI

*>\ %?2?BK b$BBILMFKD @@EDAS6FPFLK >KA -FPPFLK
309BJBIQR XK@ &B?0R*0 >@ @PPB $B@J?BO

#E>MQBO  ->GBQFKDQISQBY X



CRKA>JBIQ>| KORB LC > ?RPFKBPP F BVTEEB ?RPFKBRAFBQRQ
PELRIA ?B ASBILMR CQJ QEB @RPQLJIBOABOPEBAS 7B @KPFPQBK
TFQE QEB SFPFLK >KA BKPDBB NRBPQFLKPEZQ AL 1B AL ( LT
ALTBALP IKAQOTELJALT BALR

"LQE QEB SFPFLKQEIBIQ >KA QEB JFPPFLKQBIBIQ JRPQ ?B
ABSBILMR @®CRY ?B@RPB QBEBIMQSFAB AB@FLKLO > KB LO
PJ>Il FOJ TRELRQ TEF@ERP AF@RIQ QLSBEM > @EBPHS MI>K
)K QROK QEFP TRILQEB FDJ QL MROPRBQF@FBP QESBA QEB
LAD>KFV@FLKLOT >Q\ >KA SLFA ABLQFKIBBLR@P QL @ SFBP QE>
AL KL@ !IQELRIE FKMRQ J#?B PLREQ GO LQEBOP QEB RIQGE>
BPMLKPFTMICO QEBLA@M>KV SFPFLK >KA JFPPFLIQBIBIQP BPQP
TFQE QEB PJ>Il ?RPFKBRRRO 4EB CIILTFKD >B BJ>IJMIBP IC ?LQE

PQOBJBIQP

d 0>H>DCHIB:C | b7FQEFK QEBWBKES \B>OP
- BQDI>K>DB @J TFIl ?B @JB > IB>AFKD MISFABOL
J>K>DBJBKQ PEY >@ QL .LAQE !JBOFEX PJ>Il ?RPFKBPPBW ?
MQSFAFKD @RPQLJFW>?|BORFBEPLCY >@ P@BA QL PJ>II
?RPFKBPP B&PC

d ' >HH>DC MBC | b3QRAFL FP > DB-Q MI>EQL BQ
@J?FKFKD >K RBOFDRFKIIEPMEBBTRQE Bi@IIBIQ FRBBPQFKD
QLA QE® FP >IPIB& DLLA CO QEB MBIIB TEL B-Q QEBO7 B

T TT FK@L@ OBPLR@PPQ>QRMOQF@IBP
JFPPFLKPQRBJIBIQ BJI

*5\/ %??BK b$BBILMFKD @@DAS6FPFLK >KA -FPPFLK

3Q09BJBIQR XK@ &B?0R#0 >@ @PPB $B@J?BO

T TT FK@L@ OBPLR@PPQ>QRMOQF@IBP

JFPPFLKPQRBJIBIQ B)JI

3RP>K 7>Q\ b3>JMIB 6FPFLKE9OBIBIQR 12LRQ @)

>@BPPRB $B@J?BO P?FKCL@K>A> >?LRQL@

LA ?2RPFKBPPMI>KKFKIP>JMIB SFPFLKFE

X#E>MQBO  ->GBQFKD@SQBN



T >KQ C>FOLKIQ O QEBTIKBOP >KA >BJ >G\FKD MIB@L T.CH
@CO QEB BJMMBBR

Marketing Objetives

' 6GAI>C< D7?:8I)KH >@ TE>Q > @M>KV T>KQP QL @DMIFPE
TFQE ®P J>BBQFKD 4BBI3» QEB DAKATLOH CO DOJRI>QFKD QEB
J>OHBQFKD PQBWN !IQELRIE COJRI>QB FK > SOR¥ LC T>VP QEBFO
>@EMBJBKQ PELRIA #A\ QL P>IBP 4EB EBQFLK C J>GBQFKD
L?GBRQHSP FP LKBA.QEB JLPQ @E®PQBMP > ?RPFKBPP THI ¢EBI
@JIM>KV KBAP QL HKL >P MB@FPBE>P MLPPF?IB T&® T>KQP QL
>@ERB ?BCB >IIL@QFKD 3KBPLR@P QL QEB JHBQFKD 8CQ
->OHBQFKD L?@BEP PELRIA ?B 3-124 PMBQF® JBPREr?IB
>@ERB?IB ®IFPQF@ >KA QFIBA>PB ESB > PQRB QFJIB GJB
CO >@E8SRIBKQ )Q E>P "BK BA@QJIBKAB A QE® PJ>Il ?RPFKBPPBP
IFJFQ QEB KRJ?BCCLL?G&MHEP QL > J>UFJRJ IC QBB LO KRO)C YR
E>SB BT BO QE>KIQ L?GERAP VR >B@KaQ DOFKD VRO ?RPFKBPP
IFIB LR PELRIA ?B FK AGO QLBBM RM TBE QEB J*HBQ (>SFKD JL8
QE>KIRO L?GEHSP TFIl AFSFABRD fDBRFLK >KA QEFPVIBPRIQ
FK > I>@HIRPQBOFEDL LK B@E L?@GRHS >KA KL ?FD PREBPPBP
)C > PJ>Il ?2RPFKBPP E>P JRIQFMIBBREKD L?@EEP QBEBTFII ESB
QL ?B B>IR>QB QL BKPBGRES® QBBAL KLQ IXAF@ TRE B@E LQEBO

/O D>KF@BPQROKQ '"RPFKBPRK 3QRAFL ¢ "MI>KP
>@BPPR $B@J?BO T TT?2MI>KP @
LAD>KF@BOQROKQ=?RPFKBPP=MI>K
BUB@RQESPRII>OV=0@ @CJ

b( LT QL #ELLPB ->OHBQFKDISK /?GB@)FSR: >@BPPR
*>KR>U T  TT EBIILI>CHBQFKD ?FMKKFKD
PQEDBWJI>0 HBQFKD MI>K L?@BFEP MEM

#E>MQBO  ->GBQFKD@SQBU X



4EB @IJM>KV PELRIA >IPL ABBOJFKB FQ E>P QEBBRLR@P
KB@PP>0QL >@JMIFPE >I|GP L?@RASP

&LO PJ>Il ?RPFKBPPBP@EIB-AV ExSB LO >B ILLHFKD QL &
> TB? MBPBK® >KA PBIl QEBFCLAR®P LO PSEEP LKIFKB
B6G@>C< L?GEDASP JRPQ ?B FK@IRABQE >Il LQEBO JHBDFKD
L?GBDFEP % J>CGBQFKD FP BRBB >P bQEBBPRIQ € FKOJ>QFLK
QEEKLILD >MMIRB QL Q@RFLK>l JSEBQFK® 4EB FPPRBPCL
@QK@OK >KAL@RP TFIl ?B QEB P>JB +P QABFLK> J>EBQFKD
L?GRDFSP 4EB ABBBK® FP FK QEBKRB FB LKIFKEBGPRP
LKD@QRKA %U>JMIBP @ B J>CHBQFKD L?@EFEP >B >P OILTP QL
BPQ>?IFPE > B@D PLR@ LC BSBKRB @O LOABOP LO SBAFPFKD
PM>® FIJMOSB P>IBP ¥ ?RFIAFKD >K FJ>DBOCQEB L@M>KVR
MQAR@ ?6KA >KALO @JM>KV ILT BO LMBQFKDL@QP MQSFAB
> PQXD MLRFS @RPQLIBAJBBOFEK@KA @KQOF?RQB QBKZO
ILV>I@Q 4EB RIQFJOB L?GEFS ELT BSBOTFII 7B bQEEL@IOBEBKPES

IA>MQB. CDJ b->0 HBQFKDISK ->OHBQFKD /?GEDFEP >KA
3Q8QBEBR 3J>I1 " RPFKBPALQBP >@PPR $B@J?BO

T TT PJ>II?RPFKBPPKLQRBP ®Q>QFKD >
?2RPFKBRBO HBQFKD MI>K J>EBQFKD L?GRFEP >KA
PQEDBEBP &Jl
*RAV 3QE6RPP >KA 2¢JLKA &Q.PQ % ->@BQFKD 5MMBO
3>AAIB 2FBO.* 0 B>OPLK OBKQFE( >II
"L?B @B MB b->OHBQFKD /?GE)FSP 0O 4RO 7B?PER
7 B?3RB>0 HBQFKDSK @J $B @J?BO
>@BPPRB $B@J?BO
TTT TB?PEBI>GBQFKDI>K @)
J>OHBQFKD=J>K>DBJBR
J>OHBQFKDL?@FEP>QF @ IRE

X#E>MQBO  ->GBQFKD@SQBE



FIQBDQFLK C B J>GBQFKD >KA S@@FLK>l J>EBQFKD QL BEUB
PB-JIBPP PQQBBBP >KA QQB®@P

The Marleting Stategy

7FQE ®P IG@RP ?BFKD LK >@ERB QEB JHBQFKD L?@EFEP
J>OHBQFKD PQBY FELISBP PBDJBRFKD QEB BE) >KA PB@FKD >
Q>DR) LO QBBYP J>HFKD ABBKQRIFLK >KA MIJFLKFKD @BPFLKP
>KA ABPFDKFKD QEBHBSIFKD JFU 4EB ABPFEOKQEB MER@ LKB
LC QEBLRO ® TFIl FK@IRAB ABPFDK QEB L@M>KV TB?PEB
$SFABBKQRIFLKBIBOP QL >L@I>KVR BC.AQP QL PBEP MAR@ LO
PBSF@®>M>Q @0 QEB @IMBQBFLK >KA MIGFLKFKD FP MI>@FKD QEB
?20-KA TEBQEBO PGLOIOAR@ LO PBE@ FK QEBLEPRJIBCR JFKA
FK BI>QFLK QL LQEEOMBQFKD MER@P ?>RBLK MOAR@ QP
>KA ?BKB®P QE>>B BIES>KQ QL QERKPRIBO 4EBPB PQBMMAB>0O
AFP@RRPPBK QEB @BFLKP b3BDJBKFLK >KA QEB@R) ->CHBQC
QECRCE b->OHBQFKD@SQBY >KA 0QJLQFLIK )Q E>P 7BK P>FA Q&>
bFK PLJB @&BP PSUBY GRPQ E>MMBKE@RBB > J>GBQ >KA >
MQAR@ EKA B@E LQEBO >KALDQOD>KF@V ( LTBSBO PJ>I
?RPFKBPPBP QIRKABOPQ>KA QHEEBIOLC >K SBO-GREFKD JHBQFKD
PQMBY CIQMA >KA FKCRREK BBY Q>@R@MO@PP TFIl RPRWII
BKGV DB>QBO PREPR

*RAV 3QERPP >KA 2#JLKA &Q.PQ % ->GBQFKD 5MMBO
3>AAIB 2FBO.* 0 B>OPLK OBKQFE >II

$>K> .F@LIBQ> >P@R >KABKKEQE % #IT %PPBRF>IPQ
->OHBQFKD ->PLK /(! QLJF@ $LD OR?IFPEFKD

*LEK »>KQP@H4BB #V@IB C HEQBUC SR@ 4MB
>0 HBQFKD ->@E >@BPPE $B@J?BO

#E>MQBO  ->GBQFKD@SQBU X



Key Takeaways

d 4EB J>OHBQFKD PQBE MO@PP IGXPFPQREIBIM>KV SFPFLK
@JIM>KV JFPPFLK J>EBQFKD L?@BEP >KA QEB JHBQFKD
PQEDBY BPBIC

d 4EB @IM>KV SFPFLK EB® AL TB PB QEB ?RPFKBPP DLFKD

d 4EB @IM>KV JFPPFLK EV ALBP LRO ?RPFKBBP)

d ->OHBQFKD L?@BFEP 7E>Q AL TB T>KQ QL @JIMIFPE TRE LRO
J>OHBQFKD PQBU

d ->OHBQFKD PQBU (LT TFII T B >@.JMIFPE LRO J>EBQFKD
L?GRDFSP

d ->O0HBQFKD L?@BFBP PELRIA ?B 3-124 PMB@F® JBPRE?IB
>@ERB?IB B>IFPQF@ >KA QFJBA>PB ESB > PM@F® QFJB
COIB CLO >@JIMIFPEJBKQ

d 3J>Il ?2RPFKBPPBP PELRIA [BJPEB KRJ?BCCLL?GEFEP QL QBB
LO CRO QL FKEBPB QEB @EBR@EY QBBTFII 7B >@ESH\

d % J>OHBQFKD L?@BFBP JRPQ ?B FK@IRABQE QARFLK>|
J>OHBQFKD L?@BrEP

d 9% J>OHBQFKD >KAX@@FLK>| J>BBQFKD PELRIA ?BYBOQB QL
@B>QB PRIIBPP J>0-BQFKD PQBBBP >KA QOE@P

d ->0 HBQFKD PQBU FISLISBP PBDJBRFKD QEB &) PBIBYFKD >
Q>DRY LO QBEYP J>HFKD ABBKQFIFLK >KA MIGRFLKFKD
AB@FPFLKP >KA ABPFDKFKD @BBBKD JFU 4EB ABPFIOKQEB
MQAR®@ TFIl FK@IRAB ABPRDREBL@V>KV TB?PEB

TTT AR@>MBJI>EBQFKDL@ ?ILD QEB
@@IB IC PQQBY

X#E>MQBO  ->GBQFKD@SQBE



Segmentation and tharget
Market

Segmentation

' 6G@ H:<B:C I6I>DCAFSFAFKD > FHED FRL BI>QFEV
ELJLDBKBLRP PR?DEBMP QE»?BESB JR@E QEB P>JB 3V FK QEB
J>OHBQMISEFP QEB @PP>0OMB@ROPLO QL @BFXD > @R J>GBQ
LO QBE) J>GBQP 4EB BQBKPES>PBP LK TEF@E I@>KV FP >?IB
QL PBDJBR > J>BBQ >BMBPBIQB FK QEB Q>?IB 7B(@IIBA b->OHBQ
3BDJBKQ®FLK4EB @E>IIBKDB FP HRKD TEF@E IDRMP QL PBI@)
->K V PJ>ll ?RPFKBPPTKBOP ESB > DLLA F&RBFS PBKPB C QEB
PBDJBKQP QBE>J>HB PBKPBELO QEB ?RPFKBPP >KA/ @EELLPB QL DL
TFQE QE» FRRBFLK FK B8BPFKD QEBFCHBOBEKD PQBB ( LTBSBO
QE® FRRBFLK J¥ KLQ ?B NB@FPB LO @RQ®KLRP QL ?B C QEB
JLPQ EBIM FK MI>KKFKD >KBQFKD PQBW ->0 HBQFKIBBBWE #X
2B LC EBIM EBOBBK QL QEB PJ>IIBPQ PRPFKBPPBP

>0 HBQFKDBBBGRE @ EBIM QEB PJ>Il ?RPFKBPP GABKKA
BEKB QEB PBDJBR QBE>IGBO QEB BQBPQ LMMIRXPFBP >@) IC
QE® MG@BPP TFIl ?B QL FABYC PBDJBKQP QE»> JBBQ QEB
@NRFEIBKQP C  B:6HIG67>AN  HJI7HIBA>6AN  HIG7>AN
688:HH>75IA> 68I>DCE7>Ib >KA 9>:;:G:C I>6ABPMLKPB - BBQFKD
QEBPB BNRABIBKQP TFIl FKE®PB QEB @ESR@UDO PR@PPCRI
PBDJBKQ®FLK

$>K> .F@LIBQ> >P@R >KABKKEE % #ILT %PPBRF>IPQL
->OHBQFKD ->PLK /(! QLJF@ $LD OR?IFPEFKD

N

#E>MQBO  ->®BQFKD@SQBU X



d ' :6HJGB7>AN )P B BPV QL FABRC>KA BPQFDB QEB BAME >
PBDJBKQ ! PJ>Il ?RPFKBPP QE3LSBP 007 >\ TRQELRQ > @®
ABEKBFLK C 6P J>GBQ PBDJBRP FPLTHFKD ?IFKAQRBFLK
@K LKV DL PL C>{(DB QEEDMEBMIB TEL >B FIQBBPQBFK
CBPEV ?>HBA @LHFBPALO ALDP FTLRIA PBJ PL >KA ELT
J>K V LC QEBPB IMEB >B QEED

d - J7HI6CI>6AN )P QEB PBDJEKI>DB >KA MQFQ)>?IB BKLRDQL
GRPERE& FEBPQJBIQ ! PJ>Il ?2RPFKBPP J¥ KLQ BNRF®> ERDB
KRJ?BO LC @RPQLJIBOP QL 2ERUS?IB ?RQ QBERELRIA ?B
BKLRIE MBMIB FRBBPQBFK QEB MER@ LO QEB BE@?BFKD
LGEB®A QL J>H3 LMBSQFKD QEB ?RPFKBFRHEFIB &>K@
ABPFDKBO @ILQEBRIDP LO BJ>IMIB FP > ?RPFKBPRQES
PRSFB_?RQ KLQBWTEB®

d -167>AN 3Q>?R¥ E>P QL AL TBE @KXPRJBO VEBBK@P !B
QEB PQ>?IBIBO QFJBIQELRDE PBDJBIQP TFIl @E>KDEBD
QFJB > PJ>Il ?RPFKBPPEAB QL ?BF>® LC MBBBK@P Q3
>@ @KQFKRLRP@E>KEKD 3>l ?RPFKBPPBRI@?B JLOB
KFJ?IB >Q >A>MQFKD QEBFO ?RPFKBPPBP QL @E>KDB ?RQ QLL JR@E
SLI>QF¥ @K ?B A>J>DFKD QL > ?RPFKBRREBEDFLKP

d  88:HH>75A>#>K > PRPFKBPRIGRKF@QB TEE >KAB @E QEB
PBDJBKQ ! PJ>Il ?2RPFKBPP BIBBPQBFK TLIBK TEL T LOH
LRQPFAB QEB ELJB TFIBREX DB>QBOL@RKF@QFLK
@E>IIBKDBP QE>K TFVPQ@ELJIB TFBP >KA JLQEBOP

d 8I>DC67>Ib)P > PJ>Il RPFKBPBN®?IB IC ABPFDKFKD >K
B@B@YFSJ>OHBQFKD MDSJ QE>Q @K PBEB QEB @ELPBK JED
PBDJBKQ 4EB® T>P > PJ>Il J>KRC>@RBO C IT MOF&R
@FDBMBP FK EFKF> QEXXRKA B AKE@RIQ QUIKBQB TOE QEB
2FD ?6KAP >KA LQEBO BPQ>?/FREBOVMOFER ?CG-KAP PR@E >P
">FIB/R 4EB J>KRC>@RBIRPLIRQFLKSP QL PBII QL 2RPPF>

#EB@H LRQMN ( B>@P $LD #LLHFBR.@IBAV >Q
E@QM TTT E>SMMEB-@PAL@LHFBPL@
PBTTT OIMEIRG®K @J
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TEB@ b->AB FK 6FDFKF> 53t TLO-BA B TBII TRQE
@RPQLJIBOP >KBQOFIBOP

d >;;G:CI>6A GIEDCH: 4EB BUQB® QL TEF@E JH8) PBDJBRP
>@ B>PRI AFPQFKDRFPE>RIEBCERE LQEBO >HBPBILKA
AFGBKQY QL @M>KV J>OHBQFKD PQBBBP &LO QEB PJ>II
?RPFKBPP QE®ELLPBP MAIKB PBDJBK) QEFP FP KLQ >K FPPRB
( LT BSBOQEB PJ>Il J>KRCX@RBO IC IBK KLLAIBP FK BT
9LOH #RKY KEBAP QL HKL.TEB QEBO QEBSB ARB®BKQ PBDJBRP
@O QEB MER@ >KA TEREBO QEB JBEDFKD PQBD TFII >MMB
QL QELPB PBDJBKQP FK QEB P>JBMEPHN

/K@B JRIQFMIB PBDJBR ?EBK FABRFR K FP KBPP>0 QL
PBIED > QBBY J>GBQ LO QBB J>GBQP § LKV > PFKB PBDJBK) E>P
?BBK FABRFR R ?E.JBP QEB QBEQ J>0BQ

Target Marlet

4EB PBIBDFLK C 56G<:| B6G @ LO QEE J>GBQP TFIl ?B ?>RB
LK QEB PBDJBBP QErESB ?EBK FABRB >P ESFKD QEBEQBPQ
MLQB®&F>LO QEB ?RPFKBR#E>MQBO  b->EBQFKD ">PHR@R)>DR)
J>OHBQ BBOP QL LKB LO JBAPBDJIBIQP QE>ESB ?EBK @ELPBK >P
QEBIG@RPLO ?RPFKBPP LMBRLKP /KV PLJB LC QEB MRIB FK QEB
J>OHBQMISETFII ?B FRBBPQB FK ?RFKD >KBO RPFKD >L@M>KVE
MQAR®@ LO PBE@ >KA KL @M>KV E>P QEBBBLR@P QL ?B >lI

$>K> .F@LIBQ> >P@R >KABKKEQE % #IT %PPBRF>IPQ
>OHBQFKD ->PLK /(! QLJF@ $LD OR?IFPEFKD

$>K> .F@LIBQ> >P@R >KABKKEE % #ILT %PPBRF>IPQL
->OHBQFKD ->PLK /(! QLJF@ $LD OR?IFPEFKD

#E>MQBO  ->@®BQFKDQ@SQBY X



QEFKDP QL >IILMBB BPLR@P >B >T>VP EKEB ?RQ QEFP TFII
BPM@FI?B QEBX@B D QEB PJ>Il ?2RPFKBPP PL >IHBIFKD BCQP
PELRIA ?B AB@R >P MB@FPBHP MLPPF?IB

3BIR@)FKD QEB MED J>®BQ PELRIA ?B DRRABV PBBGI
@KPFABQFLKP

d >C6C8>6A8DCHC DI=: ;>GB ,FIFQB BPLR@P J>V AF@QB
QEB PB@)FLKC LKY LKB Q1K) J>0BQ

d 1 =:I1=:GI=:8DB E:I>I>DC >H ><CDG>C< HB6AA:G H:¥B)C
VBP QEFP 34?B > B>AV J>AB Q>DR) J>GBQ

d #HI=:B6G@ C.LIDI=:;>GB  )CBP @K@KQEQFKD LK LKB
Q>DR) J>0BQ J>V J>HB QEB JLPQ PBKPB

d -E:8>>8C:9DG L6CI $LBP QEB MGILPB Q>DR) J>GBQ ESB >
PMBYF® K\ LO T>KQ 0O QEB MER@ LO QEB FB@

d 7>ANID 7JN $LBP QEB NMGILPR Q>DR) J>0BQ ESB QEB
@BPLR@P QL ?RQEB MABR@® LO QEB =@

d 1 >AA>C<C:HH ID\VJP QEB MNMLPR Q>DR) J>GBQ TFIIFKD QL
?RV QEB MAR@ LO QEB B®

d 1 >AAI=>H KBGB6G @l 7: EG D>67A: 4EB® KHBAP QL ?B
BKLRIE ABJ>KA QL J>HB JLKBV

#ELLPFKD QEB 66IER) J>GBQ FP > @B®M>Q IC QEB JS¥BQFKD
PQEDBW LC > PJ>Il 2RPFKBPP 4EBOBSQJ>GBQ PELRIA ?B QEB ?BPQ
J> Q@ELO > @M>KVR MDAR@P >KA PBE@P QERP EBIMFKD QL
J>UFJF\B QEB BE@FBKE@KA BB@MSKBPP C 6P J>BGBQFKD BCQP

3RP>K ->'B B b(LT QL ABKQRC> 4>MR) ->OHBQ >KA
0@M>B > #RPQLJBO QO IR >@BPPR *>KR>@
EQM BAT>Q\ILTB L@ BO@BO @% IA>MQBA CDJ
b 2 B>PLKP QL #ELLPB >@R) ->O-BQ - LOKFKDPQ>0
->0 HBQFKD #L>@E @BJ?BO >@ @PPR
$B@J?BO T TT JLOKFKDPQ>OJRIQRIB @

O B>PLKP QL @ELLPB > @>RY J>0-BQ

X#E>MQBO  ->GBQFKD@SQBY



)C > PJ>Il ?RPFKBPP-RQP QL DL QE >C>8=: B6G@ QEB P>JB
@KPFABQFLKP >MMI KF@EB J>EBQ FP > PJ>Il JLB K>OO IV
ABEKR J>OHBQ QEY FP KLQ ?BFKISBBDBII LO ® >l ¥ J>FKP@J
MQAR®@ LO PBE@ J>OHBQBOP 4EB BQ >&>KQ>DB € MROPRFKD >
KF@EB J¥8Q FP QR >B IFBV QL ?B >ILKB QEB®.QEBO PJ>lI
?RPFKBPPBP JKLQ ?B B>@ LC YRO MX@F@RI>0 KF@EBRRO-KA
I>MB ?RPFKBPPBRKEQ FKQ QL ?LQEBOQEF@ )AB>IV > PJI>lI
?RPFKBPP J+BQFKD QL > KF@EB-BOOTFII ?B QEB DKLKB ALFKD
PL .F@EBP BOBY FIMLQ>Q QL PJ>Il ?2RPFKBPPBRQUEKQ QL
PBIl MOB@@EL@QBP 4EBV C@RP LK KF@EBP PR@BARFKDP
PB-PLK>| IGBOFKDP >KA RMBVIDBJIP 4EBR/ >IPL PBII LKIFKB FKABO
QL 8@E > 1G-ABO J>BBQ

Key Takeaways

d ->OHBQ PBDJBRP >KA (3RD J>GBQP >¥QEB ?>PHRFOCIBSQFKD
>K BB@H$J>0HBQFKD JFU

d 3BDJBKQ®FLK >KA (&) J>GBQ ABFPFLKP JRPQ ?B J>AB C
?LQE LKDIGRKA >KA LKIFKB @RPQLJBOP

d ->OHBQ PBDJBR®FLK \B@ABP QEB PHIBFLKC > QBB
J>0HBQ

d 4EB® >@ J>KV T>VP QL PBDJBK> J>GBQ

d 3BDJBKQP JRPQ ?B JBPRE?IB PR?PQgi>I PQ>?I1B@@PF?IB
>@FLK>?IB >KABR AFPQFKDRFPE>RIE.QEBO PBDJBRP

d 4EB Q>DR) J>GBQ PELRIA ?B QEB PBDIBKO PBDJBRP QB>
PELT QEB DB*QBPQ M) MLQEBK->LO > PJ>Il ?RPFKBPP

3RP>K 7>\ b.F@EB ->6BQ !?LRQ @J >@@PPRB
$B@J?BO P?FKCL@K>A> >?LRQL@ @P
J>OHBQFKD D KF@EBJFBQ B)J

PB COR>IMIBTTT @Q@A>ALI@ @J >?LRQ MEM

#E>MQBO  ->GBQFKD@SQBE X



d | KF@EB J>EBQ FP > PJ>Il JLB K>OT IV ABEKR Q>DR) J>3BQ
QE® FP KLQ ?BFKDSBBOBII LO ¥ >l ¥ LQEBO ?RPFKBPPBP

Differentiation and
Positioning

Differentiation

SFABBKQRIFLK RBFKDLROPBIC >Np>Q0 QEB @IMBQBFLK FP LKB
LC QEB JLPQ FIMRSK) >KA BB@YFS J>OHBQFKD QLLIB>FI>?IB QL
PJ>Il RPFKBPPTKBOP % @B@HSAFBBKQFIFLK® MRQ > ?RPFKBPP
LO > ?6KA FK QEB QLM MEPR >JLKD QEBL@IBQBFLK ?RQ >K
FKBB@ASAFRBBKQRIFLK PEIBY @K IB>SB > ?RPFKBPP ?RIOFBQEB
JFAAIB LO ® QEB ?0QQJ LC QEB M>@H PR@BPPCRI ABBKQRIFLK

"LKKV I ?L b->HFKD > "RPFKBPRZKA /RQ CD) QP
#LIMB QBLOP%IQBMBKBROP RE)B 'RDRPQ
>@BPPB $B@J?BO ?LKK V>I?LPRRB @J
J>0OHBQFKD PEIBY AFBBKQFRIFLK >

+FJ4 'LO ALK b$>@® QL "B $FBBKZE !MOFI
>@BPPB $B@J?BO T TT BKQBMBKBR@J
>MF@IB

X#E>MQBO  ->GBQFKD@SQBE



PQMBY @KKLQ ?B FIFOR ?V @IMBQBLOP_?RQ BK ?0FKDLR
DB>Q PR@PP TOE @PRJIBOP

3J>ll ?RPFKBPPBP TEEBO ?RPFKBPP QKRRJBO "# LO
?RPFKBPP QL ?RPFKBPP "@K AFBBKQRIB QEBFOIMKFBP LO
20-KAP FK J>K AFBBKQ VP NR>(¥ PBSF® MOB@AFPQOF?RQFLK
MB@BFBA @RPQLJBO>IBB ARSPFIV @KSBKFBKE T>OSKY
TK>K@FKD>KOB IC MO\R@MPBOSFEP IGBBA >@BPPF?B¥F
MQAR@FLK JRELA (BIF>?RW¥ C>JFIF>QF MDAR@ FKBAFBRP
>KA @IM>KV FJ>DB >B >l ARBBKQRIFLK MLPPRIFBP 4EB® >B
LQEBOP >MBT IFJRB LKV ? QEB FISEKOFLK /KB TV QL RK@BO
AFGBKQRIFLK MLPPRIFBP FP QbBKB @RPQLIBONBBOFEKTQE
> MOAR@ LO > PBE@?V >PHFKD QEBITFKD NRBPQFLKP

d (LT AL MBLMIB ?ERJB > T >@® LC QEBFCBAB CO > MAAR@ LO >
PBOSF@

$>K (BOJ>K BEB 3ROMOFPFK@BRB IC R@BPPCRI
SFBBKOFRIFLK &>PQ #LIM>K *RKB >@ @BPPB
$B@J?BO T TTC>PQ@I>KV@J ?ILD A>K
EBOJ>K LRQPJ>QQ J?> @ILKBPPROMOFPFKIGHIR)
PR@PPCRI ABBKQFIFLK

"LKKV I 7L b->HFKD > "RPFKBPRZKA /RQ COD) QP
#LIMB QBLOPYKIBMBKBROP REB  'RDRPQ
>@BPPB $B@J?BO ?LKK V>I?LPRBB @J
J>OHBQFKD P&IIBM AFBBKQFIFLK >

>K# ->@-FlI>K >KA 2> 'RKQEBO @0 >QE
b$FP@BOFKDBT 0 LFIQP C $FBBKQFRIFLK ( >CB>Q\

" RPFKBPB3FB *RNMNRDRPQ A >P @RB FK
OEFIFMLRQIBO >KABSFK >KB +BlIBO->0 HBQFKD
->K>DBJBK Q 5MMBO 3>AAIB BEs* 0 B>OPLK 0BKQHE)
(>l

#E>MQBO  ->GBQFKD@SQBU X



o

( LT AL @RPQLJIBOPIKR > @M>KVR LEBOFKD

( LT AL @RPQLJIBOP JEHQEBFEKS| PBI@)FLK

( LT AL @KPRJBOP L&BO >KA MRXE>PB QEELNR@ LO QEB
PBOF@®

7 E>Q E>MMBKP TEBK QEBAR@ LO QEB BE@FP ABIB®A

( LT FP QEB MAR@ FKPQAIB

( LT FP QEB MER@ LO QEB BE@M>FA.O

( LT FP QEB MER@ PQBA

( LT FP QEB MAR@ JLSBA >QRKA

7 E>Q FP QEBK@®RJBO B>IIV RPFKD QEBMR@ D

7 E>Q AL @KPRJBOP KBA EBIM TBE TEBK QBEBRPB QEB
MQAR@

7 E>Q >?LRGBQROKP LO@E>KDBP

( LT FP QEB MER@ BM>FEA LO PEEF@A

7 E>Q E>MMBKP TEBK QEBAR@® FP AFPMARE LO KL ILKDBO
RPR

o o

o O 0O 0O o 0o o o

o o

. L J> @BO TE3 QEB ?>PBPB>Q0 ARBBKQRIFKD >L@I>KV LO >
MQAR@ QEB ABFPFLK PELRIA ?B J>ABBGRY TRQE QEBBBEDOFLK
QE® QEB ABBK®@ @KKLQ ?B FIFQB 7 EBK @RPQLIBOB >@BA
TEBQEBO QEB®K QBIl QEB GKBK@ ?BJ BBK > M>QF@RI>O PJ>lI
?RPFKBPP >KAFF @ILPBRQMBQBLOP QEB >KRT TFIl ELMBORRB
\VBP

Positioning

OLPBFLKFKD FP >?LRQ QEB JEKZEBLEPRIBO MI>@FKDLINBKV
LO > ?6KA PLIBQFJBP QEB-G QEB P>JB BD #>O?IQ% #>BL B

X#E>MQBO  ->GBQFKD@SQBE



>KA RD>0 ">BY 3 TBBQ 3ELMFK QEBLEPRJIBRJIFKA FKESQFLK
QL QEBL@MBQBFLK

4EB MLRBFLKFKD @BPFLK FBBK QEB Q@@ PQMBB@ ABFPFLK
@O > @M>KV LO > ?6KA ?B@RPB QEB MIFHEK & ?B @KQS! QL
@RPQLIBOPa @BFLK >KA @BLABDFPFLKP QEBO?B@RPB >lI
BIBJBKQP C QEB JHBQFKD MD®>J @K MLQBRFM >@B@ QEB
MLPEFLK GFFP RPRAIKBBPP>0 QL RPB > MIJFEKFKD RQED >P >
C@RPLO ABBILMFKD QEB JEDFKD MIGJ ! @IB>0 MLRFFLKFKD
PQBY @K BKPREOQES QEB BIBJE}P C QEB J¥BQFKD MDOJ >OB
@KPFPQBK-KA PRMMRAS

"LQE ?FD >KA PJ>Il ?RPFKBPPBP@FEMLRBFLKFKD ?RQ PJ>lI
?RPFKBPPBP V>KLQ HKL FQ >P MLOFLKFKD 4EB PJ>ll ?RPFKBPP
LTKBO QEFKHP >?LRQ QRIMFKD QRBASN ALBP KLQ RPB QEB
QBOJFKLIND >KA ALBP KLQ BBVP HKL ELT QL MOILQB QEB
MLPEFLK IAABFLKA FK J>KV FC KLQ JLPQ PJ>Il 2RPFKBPPBP bQEB
MLPEFLKFKICLMAAR@P FP ?>RBK QEB LMFKFLKE QEB ?RPFKBPP
LTKBO EFP LO EBO CXJBKA PBIBDB COFBKAP >KA O*JFI 4EFP
KLOFQEPQ>KAFKD >K RKABOPQ>KBFMDPRELKFKD PELRIA ?B FK
BSBQY PJ>Il 2RPFKBPATKBOR QLLI KF

3R@BPPCRI MFEKFKDOCL> PJ>Il 2RPFKBPP QP R6KA FP ?RFIQ
LK > TBI ABEKR Q>DE) J>0BQ @?FKBA TRQE PLIFA MIGK C
AFGBKQFOFLK 4EBO>B PFU >MM@EBP QL MQPEKFKD QESQEB
PJ>Il 2RPFKBPPTKBO PELRIAI@PFABO

Il 2FBP >KA*@Ha.RQ QPRFLKFKD 4EB@®@IBIO 9 RO
-FKA . BT9LOH - @O >T ( FII

$>SFA! I>HBO >KA > 3E>KPY bOLPRFLKFKDRO
0Q.AR@ "RPFKBPRLORWP -> V"*RKB A
bOQAR@ QLPRFLKFKIK@ >@PPB $B@J?BO

TTT FK@QL@® BK@V@ILMBFMOLAR@ MLRPFLKFKDH
$>SFA! I>HBO >KA > 3E>KPY bOLPRFLKFKDRRO
0Q.AR@ "RPFKBPRLORWKP -> V*RKB A

#E>MQBO  ->GBQFKD@SQBE X



* DHE>DC>C<N a1G>7J: 4EB JLPQ CBNRBK MLEH-LKFKD
PQ)BW 4EB C@RP FP LK > IQF@RI>@OF?RQB +MI®
B>QRB LO @RPQLJIBO ?BRBEHBL B FK ->OM>KA MLRPFLKP
RPBIC >@iBP A0 P@GCQ@ETRE KQR& FKDEAFBRPKLQ QEB
IB>PQ C TEF@E FP QBQLQP C®

* DHI>DC>C<N EG>8FJ6A>IN | SBW MBS-PFB >MMC @E QL
MLPBFLKFKD 3LJB PJ>IILAM>KFBP >KA 2®AP IGBO JL@ FK
QBOJP C PEEF@ G>QRBP LO MBAWJ>K@ >KA > EFEBO MF-@
PBSBP QL PFDK>| QEFPEEFNRXW¥ QL QEB @RPQLJIBOK
BU>IJMIB $BOQH#ER@E |@QFP>K #EL@®QBP B0 BJMBKPBS
?RQ QBBVILRPFLK QEBJF®BIP >P ESFKD QEB& EFE NR>I®/
QE® GRPEBR> EEEMOB@FJ 4 2V>K b3 BBQ DEQBY 0QFP>K
#EL@.I>QFBO BR/KQBOKB #LOMLQB 'FSFKD.O 'OLTQEC

Central Penn Business burnal . LSBJ?BO n

* DHE>DC>C<N JH: DG 6EE>86DC &L @RPBP LK E MQAR@® FP
RPR\ LO ARBBKQ >MMIF@F-LKPC.QEB MMR@ ! PLIR>Q @RPQLJ
Q>FILOFKD PELMQEFK > ATK QOTK MQ BPPFLK>IAF® >B>
@RIA MLRBFLKJPBIC >P QEBARPFILO TEBM.R @K
@KSBKFBRY DL b0 IRK@E

* DHI>DC>C<N E®9J8I JH:G 4EB C@RP PEFZCCOQEB MOAR@®
QL QEB RPBD$ 3 K>@HP®B @®>| ?>0OP MLOFLKB>P > PK>@H
?>0 100 QELPB TEL BF-QBBPQBFK > PK>@H QEP TELIBPLJB
@KSBKFBR Q>NEB>IQF >KA BAQKLIF@ IV PRPQ>FK>?IB >KA
PLOFMIFIM>@CRI )Q FP > B PK>@HICEABOP >KAX@MBOP
* DHI>DC>C<N E®9J8I 8A6HHRL@RPBP LKIMB@ @I>PP
>PPL@BFLKP ! @RFKD PBEBQES® RPBP LXIDBBK MDAR@P
>KA MO@PPBP>& MLRBFLKJPBIC >P QEBHBAQELB@®EK
@IBKFKD PBB&P

* DHE>DC>C< L= G:HE:8I ID 6 8DB E:I>IDG#LJM>0OFKD > PJ>II
?RPFKBPP KA QLGP @MBQBLOP 3LJB [@M>0OFPLKP TFII ?B

HRO 3QLEC +).$ ( B>IQF 3K>@HP @BPPRB $B@J?BO

T TT HFKAPK>@HB @RO PQLY
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SBOY AFB@) LQEBOP TFII 2B PR?QIBJ>II J>KRC>@QRBO QEY
ALBP KLQ JFPP ABBEB QFJBP >KA J>BP MOAR@P QE>>B CEB
LC GTP @K MLRBFLKIPBIC LK QEB ?>REREJBIABIFBY >KA
J>KRC>@ROFKD@IIBK®

Joe®Rdhot Busire®sitioning Stategy

Joe® Redhots TFIl PBII MEIFRJ NR>IRY ELQ ALDP >KA LQEBSAQD

QL B>Q IRK@ER MOAR@P QL RMPRE?RPFKBPPLWEB FK EEDOCE@
RO?>K IL@DFLKPJe® Redhots TFIl ?B MLRPFLKB SBOPRP LQEBO
IRK@HBBK PQEBQ SKALOP >P bQEB ?BPB\MQ:@SB > NRF@H IRK@E
4EB B>PLKP >®QEQJe® Redhots E>SB QEB @RBPQX@QP QEB JLPQ
EVDFBKF@ BBOP QEB NERQ BPEBPQ MR@P >KA QEB ?BR(RB
OOFEP TFIl 2B © > PIE) MBJFRJ QL BIB@ QEFP PRMBCBKAFED
PBOF® Joe® Redhots TFII >IPL ?B HKIK LO BP CRK >KALMIGDFLK>|
MBOPLK%F LGBOFKDLEPRJIBOP PLIREFKD P@B>ISBY TBBH CO
JLKB Q>0 P:SFKDP >KA CRK

4EB @E>IIBKDB@> PJ>Il ?RPFKBPP FP Q@B TEF@E SM@E QL

$>K> .F@LIBQ> >P@R >KABKKEE % #II %PPBRF>IPQ
->OHBQFKD ->PLK /(! QLJF@ $LD OR?IFPEFKD

FP> .FBIPBK bQ@R@ QPBFLKFKD >KA GBKQFRIFLK
3Q60BUCc #EQK @J >@@PPE *RKB

EQQM PJ>II?RPFKBPP @E@J MOLAR@ MLRPFLKFKD
PQSQBY EQJI

bOLPEFLKFKIDBQBY 3Q9OBJBKX "RPFKBPP /TKB®a
ALLIHE >@BPPE $B@J?BO T TTQLLHE @
PJ>II=?RPFKBPP=DRFRED >PNU KFA 0 =

#E>MQBO  ->GBQFKD@SQBU X



MLPBFLKFKD BJ@>KV LO > 26KA FP QEB ?BRD) 4EFP ABFPFLK®BK
JB >KP PBIB)FKD QELPB >PRREKP TEF@B Q. ?B ?RFIQ RMLK >KA
BIJME>PFE& >KA QELPB >PPL@HEKP TEF@B . ?BBIL SBA LO AB
BJME>PFBAc )K QEB M@BPP C TABFKD > MFEKFKD BPB3IBKQ
PLIBQEFKD QEFP BKRODB\ >P > TV QL BBM QEB ?RPFKBPP LK
Qe@H 7B T>@ LC QEB ABBK® ?BJ BBK > ?@>A MLRBFLKFKD
PQOBJBKQ >KA > K>ODMLPBRFLKFKD PB3IBIQ ! 2A>A PQIBJIBKQ
PELRIA BK@M>PP BKLRE QL >IIT > @JM>KV QL >AA MAR@P
TFQELRQ QEBBABQL @SQB > KB MLPRFLKFKD PB3IBKQ LK >
CBNRBK ?>PFP > K:D®ILPRFLKFKD PBIBKQ MRQP LI@>KV FK >
BPMBF>IFPQc RIEPR FOF J>®BQ

d @69 EDH>DC HIEB:C | b0Q@PPFLK>I JLKB J>K>DBJBKQ
PBOF@P 0O AFB@KFKD $BPQLOPC

d ( 6GGL EDH#>DC HIEB:C | b%NR¥ PQQBBBPLO IIT OFPH
FISBPQLOPC

d @69 EDH>DC HIEB:C | b%IBD>® ELJB CROKFPEFKDP >
>@.0A>?IB MOB@E

d ( 6GBL EDH#>DC HI6B:C | b>H CROKFRBCO BBN @LJ FK
VLRO ELRRB

$>SFA ! | >HBO >KA > 3E>KPY bOLPRFLKFKRRO
0QAR@ "RPFKBPALORVKP -> VMRKB ~ ~
IKAV , >0LFIQB 1) 9.RO LPBFLKFKI®BIBKQ #LKCRPFKD
9LRO #RPQLJIBOP 31>I1 " RPFKBPREKAFKD -

>@BPPRB $B@J?BO
TTT PJ>II?RPFKBPPSKAFKDL@ FP VLRO
MLPBFLKFKD RIBIBKQ @KCRPFKDLRO@RPQLJBOP 4EB
QIILTFKD >B PLJB BU>JMIBP
IKAV , >0LFIQB 1) RO QPRFLKFKIEBJIBKQ #LKCRPFKD
9LRO #RPQLJIBOP 3I>I1 " RPFKBPREKAFKD -

>@BPPB $B@J?BO
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Key Takeaways

d $SFABBKQRIFLK >KA MIFFLKFKDKPFABQFLKP BABIES>KQ QL
B>@E BIBJBR) IC QEB JS@BQFKD JFU >FBT >P QEB LKDRKA >KA
LKIFKB J>®GBQMI>&P

d $FABBKQFRIFLK >KA MIGHLKFKBK@@KQOF?RQB QL QEB
@JIMBQBMS>AS>KQ>DBC > PJ>Il 2RPFKBPP

d $SFBBKQRIFLK FP LKBIQEB JLPQ FIMREK >KA BB@)FS
J>OHBQFKD QLLIB¥I>?IB QL > PJ>Il ?RPFKBFRBO

d 3J>1 ?RPFKBPPBP ?LQE "">KA"# @K ARBBKQFRIB QEBFO
@JIM>KFBP LO 2®AP FK J>K AFBBKQ T>VP

d )ABIV AFBBKQRIFLK PELRIA ?B ALKB FK3VTQES® @KKLQ ?B
FIRB ?V QEBI@VBQBFLK

d OLPBFLKFKD FP >?LRQ MI>@EKRD>K@LO > ?6KA FK QEB JFKA
LC QEBLEPRJBO FKBPQFLK QL QEEIBQBFLKQ FP FHVP
@IM>O-QF

d 3J>Il ?2RPFKBPPBPM@FEMLRBFLKFKD >P JR@E >PBED
@JM>KFBP AL ?RQ QEB>V KLQ RPB QEB QBOJFKLILD

d !l PJ>Il RPFKBPP TKBOP PELRIA RKABOPQ>KAQJTRERFLKFKD
FP >KA EL QER/ @K RPB® QL QEBFGK®>DB

TTT PI>II?RPFKBPPAAFKDL@ FP VLRO
MLPEFLKFKD RIBIBKQ) @KCRPFKM.RO@RPQLJBOP
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Marketing Stategy and
Product

4EB HBV BIBJBKQ FK QEB JHBRQFKD JFU FP QEBAR@ 7FQELRQDF
MOB@ MOILQFLK >KA MI@>® JLLQ 4EB P>JB FP QORBOC
J>OHBQFKD PQBB &RIEIIFKD >LEM>KVR SFPFLK >KA JFPPFLK >KA
>@ERFKDJIP J>GBQFKD L?@BFEP JRPQ ?B I8?V QEB MAR@

4EB® >B JRIQFMIB ABFPFLKP >KAKEBFABQFLKP QECRO RN
MQAR@ LO PBE@AEBILMIBKQ B>QRBP >KA ?BKBOP MAR®@ JFU
ABPFDK 3RA QEB MOR®@ IBC@@IB >KA QERJEI>KV TB?PEB
+KLTFKD MOA\R@ ABBILMJIBKQ FPPRBPK@B B EBINRI I EBK
QEB PJ>IIBPQ ?RPFKBPR®) GP>ILLHFKD @BM 6P @FBXQ MAR®@
IFKB BPMLKPBSQL QEB @RPQLJBOP TEFIB >IPL ILLHFU®I>@A@P
MQAR® IFKB >P QEBN>KV DOTP FC ROQE FP ABMRO

68IDGH >C *®9J8I DG -:GK>8: :8>H>DCH
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Product Features and Benefits

| MCLAR@ E>P JRIQFMIBVBOP 1@ >RDJBKQB >KA PVJI?LIF@
4EBPB QBB I:BOP & EBIM > PJ>Il ?RPFKBPRKBO RKABOPQ>KA QEB
MQAR@ B>QRBP >KA ?BKBUP QE>TFII ?BPQ ABESSIRB QL @BBQ
>KA MOPMEDFS @RPQLIBOP 4EBPEBOP >IPL MEFAB QEB ?>PBP C
AFGBBKQRSFKD >KA MQPEKFKD QEBAR® 4EB MOR@ I¥BOPEBO
QL ?LQE MOR@P >KA PBE@P >KA ?RPFKBPP QIKBRJBO "# LO
?RPFKBPP QL ?RPFKBPP @RPQLJBOP

= *G D9J8I &6NGH

4EB8DG ABNG FP QEB KRQP >KA ?7LIQP>IMAR@ ©P MEPF@
>K>QLIV >KA BP ?>PF@@RBP 1 FP >IPL QEB ?>PF@ RBKEC
M@?IBJ PLIRQFLK QB>"# LO "" @RPQLJBOP 3 ILLHFKDLO
3LIBLKB ?R/FKD >K >FRB QFEQH 0O R>IJMIB FP 2RFKD

#E>MQBO  ->GBQFKD@SQBU X



QEKPMLQ®FLK 3LJB LKB ?RVFKD >K B@®>J @LKB FP ?RFKD >
ABIF@FLRP >KA CBKJQEEB @B I/BO FP >IPL TEB@KPFABQFLKP
LCFJ6AIN ?BOFK 1R>I6/ KBBOP QLSBCO| MOAR@ NR>W (BIF>?RWF
>KA QEB BQBR QL TEF@BEB MAR@ LO QEB BB@ JBBQP
@KPRJBOPa RBPc >KA QEB MBEMQFLKOALNR>(¥ E>P QEB BQBPQ
FIM>@ LK @RPQLJBO QFPGIRK $B@FPFLKP >?LRQ ABPFDK
J>KRC>@ROFKD BWDSQFLK FKBXFBOP PBE@®@ ABIFBY
@JIMLKBKQ M>@P >KA M@PP JXQBOF>IP >B@B@ > ?RPFKBPPa
MEFILPLMWE>?LRQ NRSF4EB 6J<B:C 1:9 AGNG FP TEBB>AABFLK>
S>IRB FP >AABSF> QEFKDP PR@E >P MK@HROLQFLK T>OSKQFBP
DR>GKQBP ?6KA K>JB ABPFDKFR>K@FKD LMORKBFBP TEBO
>MMOMORB MOMQ >KA LK QFJB PBE@ >KA >AABFLK>| PBE@P
QE® J>V BKE>KB> MDAR@ 4EB RDJBKQR I>VBO I 3LRQEBPQ
IFOFKBP FRREBII HKLTK ?0>KA K>JB P M>@HKD >KA MO QFLK

>P > bCRKIVFKD BMBOFEK@KA BP b?>DRVCCEBc MLIP@4EB F@
@B>J @LKB QE® FP MRE>RBFK >K LIA C>PEFIAB® @&J M>0LO
TFIl IFBV ?B @KPFAEB LC DB-QBO>SRB QL J>K/ @RPQLJBOP QE>K
QEB BA@®J @LKB MR@E>RB>Q > $F® 1RBBK Q FP QEFRBD
TEB® J>KV J>OHBQFKD JFP@MH>B J>AB ?B@RPB LMMIQRKBFBP
>@ JFPPB 4EBHNB7DA>8 ABG @MQMBP QEB JBKFKD C > MAR®@

QL > @PRJBOFQP BJLQFLK> >KA MFELILB@ @KKBA@FLKP 4EBO
>@ J>KV ILV>] @RPQLIBOE 8LRQEBPQ !REKBP 28RPB QBEB®>IIV
BKGV QVFKD TBE QEBJ Q FP FUBIBKPBS@KSBKFBR >KA CRK 4EB
LIA C>PEFLKBF® @&J M>ALO TFIl BKDBKABO KLPB>EKA @SB
MLT BOCRI BJLQFLK>l QFBP 4EB JLPQ PBOFHROFKID AP >B
J>AB TEBK QEB PVJ?LIF@ IMB®@ I¥BO FP GEBO FDIOLO KLQ

$>K> .F@LIBQ> >P@R >KABKKEQE % #IT %PPBRF>IPQ
>OHBQFKD ->PLK /(! QLJF@ $LD OR?IFPEFKD

$>K> .F@LIBQ> >P@R >KABKKEE % #ILT %PPBRF>IPQL
->OHBQFKD ->PLK /(! QLJF@ $LD OR?IFPEFKD

X#E>MQBO  ->GBQFKD@SQBE



RKABOPQLLA 4EB TRO [C PVJ?LIFPJ PELRIA KBO 7B
RKABBPQFIOR

%BW PJ>Il ?2RPFKBPP PELRIA ILLB ®P M@®R@P TBEFK QEB
@KQBIQ C QEB MER@ I¥BOP Q FP QEBBEIFSF >KA FI>FKOFLK
LC QEB PJ>Il ?RPFKBAKRO TROE QEB MR@ I¥BOP QB>@K P®)
> ?RPFKBPP >X@>@ER MOSFAB >K @3BIIBIQ ?>PFRQ AFPEBFKD >K
BUFPQFKDAR® QL PBTEB® LMMLORKPFBP M ESB ?BBK JFPPR
B>QRBP @RIA ?B >AAB LO @E>KBB>KA B>QREP LO BKE>BEBK QP
@RIA ?B BIMI>FKBILOB BB@MRV FK MOLQFLK>| >@FSFBP 4EB
MQAR® I¥BOP PELRIA >IPL ?B RRE. ABBILM KB MQAR@P QE>QEB
?RPFKBPP MI>KP QAR @

Product Mix

Il PJ>Il 2RPFKBPPBP & > MDAR@ JFU QEB PEIFFLK C MGAR@P
LO PBEF@P QE3 FPAB®A QL QEB JHBQMI>E 7FQE BPM@D QL QEB
MQAR@ JFU IO PJ>Il @M>KFBP >I@M>KV TFIl RPRM PQ¥DLRQ
TFQE > IFJBB MOAR@ JFU (LTBSBOLSBO QFJB >L@M>KV J>V
T>KQ QL ABBKQRIB MAR@P LO N@F® KB LKBP QL BRBO KB
J>OHBQP ! @M>KV @K >IPL PBII BFPQFKDAR@P QL RBJ>0 HBQP
2V @JFKD RM TBE KB RPBP KO BP MAR@P . L J> QBO QEB
>SMMC-@E QEB M®@ JFU KBAP QL ?B ®QB PL QES © FP
MBPMLKPBS)L QEB BBP T>KQP >KA ABBFOC QEB PJ>Il 2RPFKBPPa
Q>DRQ J>0BQ

&LO PJ>Il PRPFKBPPBP BKRBES J>OBQFKD MER@ PBIB)FLK FP
> HBV BIBJBKQ 0 LKIFKB PREPP 6@ IC QEB @E>IIBKDB FPFABKD
TEF@E MOR@P QL J3¥@Q LKIFKB %@RPB PLJB MGAR@P PBII TBBO

2F@HRIQIB B E>Q P > 00AR@ -FU ¢ #EQK @J
>@BPPRB $B@J?BO PJ>Il ?RPFKBPP @E@.J
MQAR@ JFU  EQJI
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LKIFKB QE>K LQEBOJE > ?RPFKBPP E>P > 26HAGHO Q>0 BOBK®

> AB@FPFLK JRPQ ?B J>AB TEEBO >Il QEEBHQLE LO LKV M>Q IC
R TFIl 7B PLIA LKIFKBJP QB3 PBII Bl LKIFKB @E>KDSBD QFJB
PL B FP FIMQOK QL BBM RM QL @B LK QEB @E>KDBPPB@KA
AB@FPFLK QL ?B J>AB FP QEB KRICEIBIP FK QEB@ILD FB QEB
KRJ?BO LC ®BJP VR TFII PBIl 'FBK FRBKPB LKIFKBI@BQBFLK >KA
PELMMBOPa ABPFED DLLA PB@FLKP QEBREAP QL ?B > @@
J>PP LC MGA\R@P >KA @EBR@RKIBPP >L@M>KV FP IR@HV BKERD
QL ESB > B K>00 KF@EB TFE ERDABJ>KA )C > @M>KV E>P
LKIV LKB LOTL MQAR@P QL PBIl QEBREFFLK PELRIA ?BSBRQRB
QL ABBOJFKB TEBEBO PBIIFKD LKIFKB TFIl REQ40IB

Product Design

)K EFP ?LLHRe-imagine! Business Excellence in a Disruptive A ge

4LJ 0 BOBOP SBQBPTL. @E>MQBOP QL QEB B3EILC ABPFDK QL
?RPFKBPP R&EP (B P¥P QE ABPFDK FP bQEB MOFREHREMT®
BJLQFLK>| )>@EJBRLO AR>@EJBRBI>QFB QL > MAR@ PESF@
LO RIMBOFBBEC@>KA EB NRLQBP MiPIBi%/ 3QBB *L?P FK P#KD

*>K : FJJBOJ>K 7 B?->OHBQFKML.O $RJIJFBP KA BA
( L?LHBK .* 7FIB V

*>K : FJJBOJ>K 7 B?->OHBQFKML.O $RJJFBP KA BA
( L?LHBK .* 7FIB V

*>K :FJIBOJ>K 7 B? ->OHBQFKDL.O $RJJFBP KA BA
( L?LHBK .* 7FIB V A

4LJ 0 BQBORe-imagine! Business Excellence in a
Disruptive A ge ,LKALK $LOIFKD +FKABOYIBJFQR

N
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QE® ABPFDK FP QEB bCRK@>IBNRI C > J>K J>AB @B>QFLK
4EFP FP QORB QEBO QEBLIWR@ @BP CQJ > ?FD ?RPFKBPP LO >
PJ>Il 2RPFKBPP

*GD9J8I 9:H><CFISLISBP >BPQREE @ MMBQFBP PR@ENP@PE>MB
QBIQRD >KA BIQEDCOJ ?RQ © >IPL FK@IRABPLKRBABQFLK C
CRK@FLK BOKLIF@P @EKLILD >KA RP>?F¥F >P TBII >P QLR@E
Q>PQB PJBII BED>KA PLRKA 4EB MRIIFKD QEBBQ QEBPB QEFKDP
>P >MM®ORB QL QEB RMER MER@ LO PBO® ?BFKD ABPFBKB
PELRIA BPRIQ FK > ABPFDKQQEQ @EBP @RPQLIBOEOFLKP

$BPFDK @BOP > MLBOCRI 3V QL ABEBKQFOB >KA MLOFLK >
@JIM>KVR MOAR@P >KA PBE@P L@BK BSFKD L@I>KV >
@JMBQBFSBADB  )JMOLSBA MOGR) J>M@FKP COFK@B>PB\ P>IBP

4L 0 BQBOPRFJ>DFKB 'RPFKBPP @UBK® FK >
$FPORMBEBB ,LKALK $LOIFKD +FKABOPIBIFQB
A SP @B FK "L? , >JLKP b3QOKD )J>DB

$BPFDK #B>QBP SPPFLKLO &FOJ QP OCAR@PR ->OHBQFKD
. BTP IMOFI
$>K> .F@LIBQ> >P@R >KABKKEE % #I[T %PPBRF>IPQ
->OHBQFKD ->PLK /(! QLJF@ $LD OR?IFPEFKD

$LIFKF@ $LK>IAPLK BIEB JJMLOQ>KBLC 'LLA
0QAR®@ $BPFOKOQFMLQ &BJ?BO >@ @PPR
$B@J?BO T TT >@FMLQI@>0QF@IBP
QEB FIMLQ>K®L CDLLA MQ.AR@ ABPFDKE
b$BPFDKBMBPBIQP > ?>PF@QBRKPE@ERB FK >I| MOR@P
>KA PBSF@RC4BA -FKFKKF b$BPFDK 4EBT #LOMLGQB
>0 HBQFKD@SQBWC ->OHBQFKDQGP LSBJ?BO
>@BPPRB $B@J?BO T TT J>OHBQFKIQCP @
>QF@IBP ABPFDK QEB KB @.OMLSDB
J>OHBQFKD PSIIBD
OEFIFMLQIBO >KABSFK >KB +BIIBO->0 HBQFKD
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>KA FK@EPB\ J>0HBQ PEB>>B LOBK QEBPRIQQ FP BPREK>| QL OB
QEB SFPR>| ABPRDK MAR@ OER 0O QEB J>@Q VR >B >MMBFKD
QL P @K J>HB QEB ABMBK@® ?BJ BBK PBIIFKD > M®R@ LO KLQ

$BPFDK FP NDRBRMGIMLQ>K FK J>HFKD >KA JHBDFKDBQ>FI
PBOFEP >MMBD M>@H>BEDLLAP >KA ARQIB BVRFMJBR 4EB
ABPFDKBO JRPEDR® LRQ EL JR@E QL FBBPQ FKL@J B>QRB
ABSBILMJBKQ MBDGI>K@ @KCOJ>K@ ARO?FI/ BIF>?RW
BM>FOFI&/ >KA P@B 4L QEB @M>KV > TBIl ABPFDKBMOAR@ FP
LKB QEQ FP>®V QL J>KRCEBB >KA AFPQOF?RDBEB @RPQLJBO
T BIl ABPFDKBMOAR@® FP LKB QEFP MIB>KQ QL ILLHQ@ >KA BPV QL
LMBK FKPQ>Il RFEBVISFOKA AFPMLPEL4EB ABPFDKBO JRP® OHH
QEBPB C(@P EK >@RKQ

4EB >@RJIBKQP L® DLLA ABPFDKB>M>QF @RMG®IMBIIFKD 18D
PJ>IIBO @KPRIBO MAR@P @M>KFBP >KA PQ»RMP QB>AL KLQ
E>SB ?FD >8B@FPFKD ALII>OP

1RFOIV@J FP > PJ>Il ?RPFKBPP@E>P QBK MDAR@ ABPFDK QL >
TELIB KBT IBSBI @II>?LO-QFLK &FOPBKPEP > b?LIA ?RQ RIQBBY
TFIABVBA FABc 1RFGIV B@KQV PEDREA JFIIFLK FK SBKQRB

>K>DBJBK Q 5MMBO 3>AAIB BES* 0 B>OPLK OBKQFE

( >l

$LIFKF@ $LK>IAPLK 4EB JJMLOQ>K®LC 'LLA OOLAR@

$BPFDK !OQFMLQ $BJ?BO >@ @PPB$B@J?BO
T TT >QFMLQI@>OQF@IBP QEB

FIMLOQ>K®L CDLLA MO.AR@ ABPFDKXH

OEFIFMLQIBO >KABSFK >KB +BIIBO->0 HBQFKD

>K>DBJBK Q 5MMBO 3>AAIB BES* 0 B>OPLK OBKQFE

(>l

#IFC R>KD bOOAR@ $BPFDK@>QRM 1RHY 'BQP

-FIIFLK FK & &RKAFKD &>PQ #LIM>K IMOFI

>@BPPB $B@J?BO T TT C>PQ@>KV@J
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TCK>K@FKD L@>KV IFB QEFPLRIA ?B B EBIMRI QL > PJ>lI
?RPFKBPP @EBP ILLHFKD QREAR@ > KBF MQAR®@

$BPFDK FPPRBP >IPL ¥ NMNIPEBP@&P 3LJB LC QEB ABPFDK FPPRBP
Q@O PBEFEP QY >B ABIFE®BA FK > PQORAB D AU @IBKFKD EM>FO
>KA BPQRCGKQ >@B QEB P>JB >AL.C >K/ BQ>FI P@ QEB ABPFDK L
QEB MEPFE@PM>B QEB >MM& K@ LC QEB MBOPLKKBI QEERB{BHPP
LC QEB MBOPLKKBI QB B LABOFKD >KA QEB NRAE PEEF@
ABIFBY &LO PESF8BP QK3 >BMBQOJBA >Q > @RPQLJIJBEAJB LO X))
> ?RPFKBPFQJ®- QEB ABPFDK FPPRBP FK@IRAB QFJBIFKBP& KB >MMB
>KA EBINCRIKBPPOLMBOPLKKBI QEB RRE FKPQX)BFLK PBE®
>KA BM>FO >KA QEBPB IC LABOFKD QEB $H® 4EB PMB®F>I
@EBOFPQF@P RBSF@P FB >06C<>7>M% E:G>H=673RA>
>CH:E6G7>AN >KA K6G>673A> >P ABEKR FK QEBFDR® ?BILT
MBPBIQ ABPFDK @E>IIBKDBR SBAFRBBKQ QO QELPB CHA& ?V
ME/PF@®MOAR@P

.=: =6G 68l:G>HI>8H;B.:G K>8:H

MOLAR@ ABPFDK P@M NRR® DEQP JFIIFLK
FK S@ CRKAFKD
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3LR@B FKIX.QKLQBP

7 EBQEBO > PJ>Il ?RPFKBPP GBOEKD > MR@ > PEF@® LO >
@J?FK>QFLKC QEBQ QL BBEBO QEB " # LO " " J>0-BQMI>E QERD
FP KL NRBPQFLKQQEIEBIIBKQ MAAR@ ABPFDK FP @B>V QL ?RPFKBPP
PR@PP

Packaging Bsign

4EB ABPFDKILQEB MER@ LO QEB BE@M>@H>DB FP >KLQEBORR. K
@JIMLKBKQ IC QEB MER@ * 68@<>C<@K ?B ABEKB >P bll QEB
>@FSFBRIABPFDKFKD >KIAAR@FKD QEB@>FKBOI> MAAR@:
0>@H>DBFBKD>DB RPLEP@FLRPI>KA RKIGXP@FLRPI4EBV >B
MEVPR@PQOREEBP ?RQG QEB P>JB QFJB YEMB BN JR@E >?LRQ
FIRPFLK 4EB>MM#8 QL LRO BJLQFLKP >BIT>P QL LRGBPLKC
4ERP QEB M>@H>DBIRKF@QBP ?LQE BJLQFLK>I >KA CRKE|
?BKBE&P QL QEBVERO>KA B @K ?B > MI BOCRI JBKP IC MAR@
AFG@KQFSFLK ! TBII ABPFDKBM>@H>DBKAPRFIA 26KA BUREY >KA

IASMQB. CDJ $ >K> .F@LIBQ> >P@R >KABKKEE % #IT
%PPBBF>IPA->O0HBQFKD ->PLK /(| QLJF@ $LD
OR?IFPEFKD A
OEFIFMLRQIBO >KABSFK >KB +BIIBO->0 HBQFKD
->K>DBJBK Q 5MMBO 3>AAIB BEs* 0 B>OPLK 0BKQHEY
(>l
2>KA>[l &OPQ b8@H>EKD 2RO 'G-KAR (BOPLK>(¥c
" OCKA@E>KKBI @L?BO >@ @BPPRB $B@J?BO

T TT ?20KA@E>KKBL® CB>QRBP=BB@ >PMIC=FA
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AORSP>IBP | MLLOV ABPFDKBEVI>@H>DBKaGDROK QEB @RPQLABO L
>KA @K IB>A QL TOM ODB_QEB >KDBO >KA CORPQOQE>BPRIQP
CQJ KLQ ?BFKD >?IB QBN >@BPP > MOR@ TEF@EDBK IBAP

QL FEROFBP !IQEERAFG@RIQ QL LMBK M>@KDD ?B PBK >P
KB@BPP>0N QEB J>KRCE@BOP >KABQ>FIBOR ALBP KLQ AL JR@E
@0 > MLRFB@RPQLIBOBBOFEK@

Brand

| 7GBC9 FP ABER ?V QEB !JBOF@ ->OHBQFKD !PPL@F:K >P>b
K>JB QBOJ PFDK PVJ?LI LO ABPFDK LQISF@QFLK C QEBJ
FIQBKAB QL FARMSCQEB DLLAP LO BB@P IC LKB PBIIBO LQ.RID IC
PBIIBOP >KA QLBEBXKQRIB QEBJ CDQELPB IC @MBQBLOPe! 20KA
J>V FABRRCLKB BBJ > C>JRY LC @BJP LO >IIGBJP IC QEY PBIIBO
)C RPBCO QEEFOJ >P > TELIB QEB BBOBA QBOJ FPB K>JBC
1 20>KA FP > MIFPB QL QERPRIBO QEY BW>FKIBVIEDQFLKP TFII
7B JBQ > MOFPB QES_FC REBK_J>V ®PRIQ FK QEB ILRPQEY
@RPQLIBO@LIM>KVR ?0KA FP M@>?IV BP JLPQ FIMIDKQ >PRB
"RFIAFKD > 9KA FP >K LKDLFKDLE@EPP I > PJ>Il ?RPFKBPP
?B@RPB @ T>KQP > JBJLO-?IB FABR® )Q FP FIMQOK O QEB

?RPFKBPP QIKEQ>RY JLKFQLOJP ?6KA QL BKPRQESQ € BMBPBIQP
QEB (@B S$>IRBP >KA KB\P LC 8P BFPQFKD >KA MQBBK@RPQLJBOP

OEFIFMLRQIBO >KABSFK >KB +BIIBO->0 HBQFKD
->K>DBJBK Q 5MMBO 3>AAIB BEs* 0 B>OPLK 0BKQHEY
(>l

b"O-KAc IJBOF@K ->OHBQFKD 'PPL@F:K X@PPRB
$B@J?BO T TT J>OHBQFKDLT BOAJ =I> VLRQP
$SF@FLKMO-PNU AB@BO "

-FO>KA> "Q.LHFKP bT QL "CG-KA > "RPFKBP

#E>MQBO  ->@®BQFKDQSQBY X



4EB ?0GKA KEBAP QL B>@E MBAIB LK >K BJLQFLK>I$BI ?B@RPB
@RPQLJBOP RIQPB¥ J>HB AB@FPFLKP LK >K BILQFLKSBIIKLQ >
ILDF@ IBBI &LO QEFB-PLK > PJ>Il ?RPFKBPP PELRIA QEFKH FK QBOJP
LC Q>MMFKRIEKP J>K/ PBKPBP >P MLPPF?@ETBP 26KA BJILPQ
LRO BRMDRKABOPQ>KAFKDQJEB [UA FP BMBOFHEBAGQEIRLE LRO
PBKPBP /RO PBKPBB +®0 IFKH QL JBIMO>KA @K Q>M CFD FR&L
BJLQFLK 3@KQFKD QEB >EC-IPQBAFQE > BBE COOK@ @RIA
?B > MIT BOCRLEQOF?RQLO QL QEBPQBRA

7 EBQEBO > PJ>Il ?RPFKBPFKQ@P QLEBM BP 26KA ?RQ JV 7B
JLKFQLOFKR EO FP ILLHFKD @IG6C9 @E>KEKD QEB $KA QEHD
>@ CRO CRKA>JBR>| NRXUFBRIDB>Q ?60KAP QEY PELRIA ?BBMQ FK
JFKA

4EBV LGBO >KAI@IRKF@>QB > @B @IBS>KQcustomer

promise PR@E >P CRK BMBABIFASY LO PRMBOFLO Q>PQB
4EBV build trust ?V ABIFBOFKD LK QEMOFPB +BBMFKD >
@RPQLJIBO ERUBA TEBK PLIBQEFKD DLBPLIKD @K EBIM ?RFIA
>KA BQ>FK QORPQ

4EBV AOBSQEB J>E8BQ ¥ continually impr oving QEB MOFPB !
PJ>Il ?RPFKBPP PELRIA >VP ?B ILLHFKD QL JBHQEFKDP @BO

#EQK @J >@@PPR $8@J?BO

PJ>II 7RPFKBPP @E@J ?0>KA ?RPFKBPP E QJI

>0 @ 'L?B %JLQFLK>| O-KAFKD 4EB BT 0 >G-AFDJ CO

#LKKB@FKDOKAP QLBLMIB . BT 9LH !l T LAQE 0BPP
us

>0 QFK ,FKARQO O-KA 3BKPB RFIA QT BOCRIC-KAP

QELRLE 4LR@E #PQB JBIl 3 FIEQ >KA 3LRKA BT

9LQOH &BB 0@PP

IA>MQB. COJ 0 >QOF@H TFOB >KA 38K - BBE>K WEB

/KB 4EFKD 9.R -RPQ 'B Q 2FEQ 7EBK "RFIAFKD X*KAc

( >C>Q\ "RPFKBPMBSFE $B@J?BO A
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C O AP @RPQLJIBOP 4EFKH FK QBQEBLOLQ>I @RPQLJBO
BUMBOFBK@

4EBV PBH CRIEBO 3KQ>DB\?innovating beyond the f amiliar
)C > PJ>ll ?RPFKBRRAIRPBP LK QEB @RPQLUBBBFBKQEBD
>@ RKALR?QBV T>VP QL FIMSB QEB KA % >AAFKD QEB
RKBJMEDBR

4EB RIQFJ®B L?GRHHS FP QL > ?GKA QEQ ABIB®P > @B
JBPP>DB FP>BV QL MRLRK@ @KGEOJP > [@M>KVR GEAF?F¥

J>HBP >K BILQFLK>ILEKB@FLK TBE QEB @R J>®BQ JLQFKBP
QEB ?RBO>KA PLIFAFBP @RPQLJIBZHLY

Product Life Cycle

%BY MOAR@ E>P > B®M>K 3LJB >B ILKDBO QE>K LQEBOP 4EB
ME) D@H E>A >BSY PELQ IBCPM>K 4EBRQLIL?FIB FP PQFII DLFKD
PQIXD 3LJB MQAR@P LO PBEEP BIMBOFBKEK B-OV ABQE KLQ
>?IB QL J>HB I B8O C>0 LRQ QEB AUGB CO BR/>IJMIB #LIDXQB
+R@EBK @RBP \BP >P FK QEB QLLQEM#PRRBMLIFQ>K 8DRQLET
QEB PESBP FK BEQBK JLK QEP >KA "BK "> V IPMFOFREB FABLC
PT>IILTFKD "BK '> V T>P KLQ > TFKKBO

, >RG , >HB 7 E>Q P "O-KAFKD >KALT ) IMLOQ>KQ P Q
QL 2RO ->CGHBQFKD@SQBY ¢ 1?LRQ @ >@@3PPR
$B@J?BO J>0 HBQFKD >?LRQI@@P?0 >KAJHQD
>TE> QFP2®AFKD@J $>K> .F@LIBQ> >P@R >KA
+BKKEE % #IT %PPBRF>IPQ->O0-BQFKD ->PLK /(

| QLJF@ $LD OR?IFPEFKD

bALM " FDDBPQLIR@ &ILMPT Il 4FJBc $>FV &FK>KED

#E>MQBO  ->@®BQFKDQ@SQBY X



%BK QEB ?FD VIR J>HB JFPQ>BP PL PJ>Il 2RPFKBPPBB KDQ
FJJRKB CQJ MOLAR@ DLCP 4EB MAR@P QEMAL J>HB ) EIl BSBO
DL QEQRLE TE>Q FP HRK >P QEE@M®9J8I A>8NSA: *& ABEKR >P
bQEB MBO@U>K@ LC QEB MER@ FK QBOJE IP>IBP >KA IMEP EBO
QFJE 4EB QOARFLK>I,(# FP PELK FK QEBFDR®?BILT

= . @93>DC6A *B9J8I &>; N 8A:

3LR@B FKIX.QKLQBP

3J>Il 7RPFKBPP TKBOP PELRIA RKABOPQ>KA QEBBI®RPB QEBO
>@ PMBF® FIMIEFLKPLOC J>0BQFKD PQBN 4EBE®@9J8I
9:K:ADEB:Cl >C8J76>DC HI6< FP TEBK > N@R@® FP ?BFKD

>@BPPR $B@J?BO T TT ASNEK>KBR@J
MELQLPLM ?FDDBPQ MOAR@ TLMP LC>1l QFJB

$>K> .F@LIBQ> >P@R >KABKKEE % #II %PPBBF>IPQ
->OHBQFKD ->PLK /( ! QLJF@ $LD OR?IFPEFKD

MEB 0QAR®@ ,FE#V@IB . BQ-"l >@ @PPB $B@J?BO
E @M TTTKBQJI?>@J J>O HBQFKD MAR@
IFB@IB

X#E>MQBO  ->GBQFKD@SQBE



MBM>BA CO P>IB 4EBO>B @PQP ?RQ KL P>IBP 4EBIJSI
>@GDYJ8I>DC HI6x FP TEBK > MBR@ FPS>FI>?IB QL ARCO QEEFOPQ
QFJB 3>IBP TFIl DBKEO ?B ILT ?RQ FK@@PFKD J>EBQFKDB/BKPBP
TFIl 2B EFBD >KA MOGRQP TFIl ?BVME@V ILT LO KLKBJFPQBK 4EB
C@RP C QEB JHBQFKD PQBU TFll ?B QL ®Q@B ¥>@KBPP
BPQ>?IFPE > JMED >KA @B ABJ>KA IO QEB MER@
4EBE®9J8I <@LI= HI6<: FP TEBK P>IBPIDCO>MFAI >P QEB @&
J>OHBQ >ALMQP >LMR@ >KA [@MBQBFLK BEBOP QEB JBQMI>@
LK@ © L?PESBP QEB PREPP ->0BQFKD PQBU PELRIAIG@RP LK
AFBBKQRSFLK >KA ?RFIAFKD>KZOMBB®BK®@ 4EBB FP PR?P@HS|
MQGR FIMCBIBKQ 2>MFA DAQE JRPQ ?B J>K>DB @BCRY PL
QE® QEBL@M>KV ALBP KLQ PEBA FKQL C>FIRO4EBE®9JSI

OEFIFMLRQIBO >KABSFK >KB 811BO->0 HBQFKD
->K>DBJBK Q 5MMBO 3>AAIB BEs* 0 B>OPLK OBKQH®
(> $ >K>.F@LIBQ> >P@R >KABKKEE %
#ILT %PPBRF>IPQ->CHBQFKD ->PLK /(! QLJF@ $LD
OR?IFPEFKD +OFPQFB ,l[EBB b(LT 7 LRIA QEB
>0 HBQFKD -FU #E>KDE)$FBBKQ R>DBPCQEB 0AR@
,FB #V@IBc #EQK @J >@@PPR $B@J?BO
PJ>II?RPFKBPP @E@J T LRIA J>OHBQFKD JFU
@E>KDB ABMBKQ PQ>DBP MR@ IFE@/@IB E QJI
OEFIFMLRQIBO >KABSFK >KB +BIIBO->0 HBQFKD
->K>DBJBK Q 5MMBO 3>AAIB BEs* 0 B>OPLK OBKQH®
(>Nl $ >K>.F@LIBQ> >P@R >KABKKEE %
#ILT %PPBBF>IPQ->OBQFKD ->PLK /(! QLJF@ $LD
OR?IFPEFKD +OFPQFB BB bLT 7 LRIA QEB
>0 HBQFKD -FU #E>KDE)$FBBKQ R>DBPCQEB 0AR@
,FB #V@IBc #EQK @J >@@PPR $B@J?BO
PJ>II?RPFKBPP @E@J T LRIA J>OHBQFKD JFU
@E>KDB ABMBKQ PQ>DBP MR®@ IFE@/@IB E QJI
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B6 IJG3N HI6< FP @E>@BOBA?V PIIT DA.TQE ?EB&RPB JLPQ C QEB
?RVBOP R}SBPQRB FK > MAR@ ESB ?LRIEQ @ 3>IBP J¥ FK@SPB
?RQ PILIV ARB QL BIBKPB MBF@IMBQBFLK QMRP PQ>?B AW
AB@IFKB 4EB JHBQFKD PQBN JRPQ IGORP LK MBFKD MHEIB QL
PTRO@E $RAP ¥ RPFKD P@B> MDQFLKP >KA FREDAP
4EBEM®9J8I 9:8A>C: HI6< FP TEBK P>IBP @BFKB >KA IME)P BAB
| MCLAR@ E>P 28.JB L?PLIBQB ?B»RPB IC >K FKK:QFLKQEFKH 6(3
QL $$ QL "IR 2>V LO QEB Q>PQBREB @R) J>GBQ ESB @E>KDB
4EB J>OHBQFKD PQBN TLHP QLEFKI@ QEB 2KA FJ>DB C QEB
MOAR@ 4EB MAR@ J>V ?B AOMMB COJ QEB MDAR@ IFKB LO
MBGEBKQB FC MLPPF?IB >KA@E®

4EB® >B J>KV PJ>ll ?RPFKBPPTKBOP TEL J>V KLQ FB QEB
0, # >P >MMIFKD QL QEBAGA\RI@P LO PBEEP !@BO >l @ERKQFKD
PBSF&P >B >@RKQFKD PREEBP > IRK@ERB®B FP > IRK@EBIDB
>KA E>@T >® FP EXT>® 4EFKHFKD QEBW TLRIA ?B > JFPQ#H
|@@RKQFKD M@MEP @E>KDB IMBEP Q>PQBP @E>KDBATE®
PLIRQFLKP @E>KDB >KBOKJBIKQ BDRISFLK FKREAFPBIC E>Q FP
PR@PPCRI QM3 V KLQ ?B PREBPPCRI QLJLIOO 4EB 0, # MQ.SFABP
DRFA>KEALO T>Q@EFKDTE: MQAR@ LO > PBEE@MODBPPBP FK QEB
J>OHBQMI>PL QB3 QEB KBPP>DJ>0HBQFKD PQBN PQBMPKG?B
Q>BK

OEFIFMLQIBO >KABSFK >KB +BIIBO->0 HBQFKD
->K>DBJBK Q 5MMBO 3>AAIB BES* 0 B>OPLK OBKQFE®

( >l $ >K>.F@LIBQ> >P@R >KABKKEQE %
#ILT %PPBRF>IPQ->CHBQFKD ->PLK /(! QLJF@ $LD
OR?IFPEFKD +OFPQFB ,IEDB b(T 7 LRIA QEB

->0 HBQFKD -FU #E>KDE}$FBBKQ R>DBPCLQEB 0AR@
F® #V@IBc #EQK @J >@@PPR $B@J?BO
PJ>II?RPFKBPP @E@J T LRIA J>OHBQFKD JFU
@E>KDB ABBKQ PQ>DBP MR®@ IFE@/@IB E QJI

X#E>MQBO  ->GBQFKD@SQBE



The New Poduct Development es

)C QEB ABILMJIBKQ IC > KB MQAR®@ FP ?BFKLDKEFAERD QEB
QIILTFKD PQBMMBRRDDBPRBP DRFA>R@

d :C:G 6l: C:L EG D9J8I >9:6H 3B>GREI®D FAEP CO KB
MQAR@P

d -8G:C C:LEG D9J8I >9:6H ->H B PRB QEB MAR®@ E)P QEB
Q>DR) J>3BQ >KA QEESBCII JFPPFLKC QEB ?RPFKBPP

d :K :ADE 6C9 :K6AJ6: C:L EG D9J8I 8DC8:EIH $BSBILM MOAR@
@QK@MQP >KA BBOJFKB HL@ KPRJBOP TFIl SFBKA RPB QEB
MQAR@

d *:G;DGB 6 E®9J8I 7JH>C:HH 6CHR>H>I@RIOB MGBDR
?RPFKBPR )P BQROK LK SBPQJBIQ @PE @.T >KA QEB ILKD
QBOJ BBA >KA SOF>?IBLA@QP ,LKD QBOFBA @PQP 80
MQAR@FLKI@QP QBAL KLQEY TROE QEB KRJ?BATLRKEP
MQAR@A BD >KKR>IEXQ ,LKD QBOJ SSOF>?IBL@QP O
MQAR@FLKI@QP QB TROE QEB KRIJ?BATLRKPP MAR@A

BD PBIIFKD JIBXELQ ALDP TFIBORF®JILOB ELQ ALDP
HBQ@ERM JRP@>SKA BIFPE

d :H><C 6C9 9:K :ADE I=: E@9J8| $BSBILM > MAR@ MMLYMB
I MCLAR@ MAQDLYMB FP >HB@ J>Q@E QL QEBARE
ABP@OFMQFERIABIR FK QEEL@@BMQ ASBILMIBKQ >KA
BS>IRXQFLK PQ>DEPFP > P>JMIB

d .:HIB6G@ I=: EG D9J8I )KQDAR@ QEB MAR@ QL > J>EBQ QL
KA LRQ BLQEB MG\R@ TFIl ?BBEBFBA TEBK [0 FP BOAR@A
@O B>| 4EB QBPQ J+BQ PELRIA ?B >P @ILPB >P MLPPF?IB FK QBOJP
LC @E>@BOFPQB@P ABJLDOMEF@FP QEB (BRD J>®BQ &LO
> PJ>Il ?RPFKBPP >K >NIMOMB QBPQ B JFIEQ ?B > &I
PBIE) @RPQLJIBOP

d &6JC8=I=: EGD9J8I DG I=: H:GK>8: 4EB MOAR@ FP BOAR@A
QL QEB CRII JHBQM I8

#E>MQBO  ->GBQFKD@SQBU X



The Company Vbsite

| @LJM>KVR TB?PBB FP MPOC 6P MA@R@ LO PBE® 4EB
@KSBKQFLK>l TFPALJ FP QE>Il 2RPFKBPPBP PELRSB E>TB?PBB
4EB B>IKY FP QE>QEBO>@ J>KV PJ>Il ?RPFKBPPBP QEL S
TBIl CO QEBJPBBP TRELRQ >HB? MBPBK® 4EB PJ>Il IL@| ABIF
>@RKQFKD LO FKFR® PBSF@P > IBD>IFDJ > IFNRLO PRLOD >
ABKQ>| KF® J>V KLQ FBQEB K&\ CO > TB?PEB Q QEB P>JB QFJB
@RPQLIBOPBEK @SPFKIY BUMBIFKD >H? MBPBK® PL >K/ PJ>lI
?RPFKBPP @EALBP KLQ § > TB?PEB ORKP QEB OEPHRAFKD P>IBP
?B@RPB IC ® 4EB QFJB J¥ >IPL ?B >MMS@EFKD TEBK KLQSEXD
> TB?PBB TFIl ?B M@EFBA >P LAA THE NRBPQFLKPRB >P QL QEB
PBOFLRPKBRPQEB ?RPFKBPBM™:BJ>II 2RPFKBPP QELRQ >B?PBB
PELRIA ABBOJFKB TEBEBO QEFR@BOP QL QEBJ LO KLQ

4EFP P@)FLK >?LRQ QEBM@KV TB?PEB FP @E)R QL QEB PJ>I
?RPFKBPP QEE>P > B? MBPBKE >IB>AV LO FP MI>KKFKD QEBE>
LKB ! PJ>Il ?2RPFKBPPTKBO PELRIA BB > ?>PF@ RKABOPQ>KAFKD L
TB?PEB ABPFDK QIK@F?RQB QL QEB AFP@RPPHLKRKAGEDB
B@B@MASY TEBK TLOHFKD TPE MABPPFLK>IP_>P TBIl >P QL
LD>KFBVQEB TKBOR SFB@®| B>@FLK TEBKFFP QFJB Q& RQB
LQEBOB?PEBP MI>K QHEB@>KVR TB?PEB LOBSFPB QEBJ@>KVR
@RGEQ TB?POB

$>K> .F@LIBQ> >P@R >KABKKEQE % #II %PPBRF>IPQL
->OHBQFKD ->PLK /(! QLIF@ $LD OR?IFPEFKD

A
%CEJ) 4RO?>K B > %IBYOKF@ #LJIBA@ ! ->K>DBOF>|
0BOPMEFE 5MMBO 3>AAIB BS.* 0 B>OPLK 0BKQFE

(>l
*>K : FJJBOJ>K 7 B? ->OHBQFKD.O $RIJFBP KA BA
( L?LHBK * 7FIB V )K SAABFLK 3K

@JJF QJBKQ QL B J>BBQFKIBNRFEP > TB?PEB

X#E>MQBO  ->GBQFKD@SQBE



3Q>KA 5KFBORYR BOPR>AFAB@EKLILD ,>? CRKA QB
MBMIB NRF@HIS>IR>QB > B?PRB ¥ SFPR>| ABPFDK >ILKRETREB
SFPR>| ABPFDKIFED QEB QLKB QEB RPB@MBOFBK@ b)J>DB
FP BB&WQEFKD LKIFKB 'LLA ABPFI¥KHBP QORPQ BfHKSFDFLK
@IBOBPQ>?IFPEBRPRAFKD >MMB QL QB8 @RPQLJBOP >KABPH
QEBJ @Bl DLLA >?LRQ ALFKD ?RPFKBRJE TPEB B?PRB QEB>B
LK $BPFDK ALBP KLQSEB>QL ?B BMBKPBSLO QL TOH Q ALBP
ELT BSBOKBEBA QL BMBPBIQ >K LD>KFVQFLK >KA >MMEB)L > SKPEO
0Q.BPPFLK>l ABPFDK FP KLQ@HBRBD DOKFVQFLKP PMBKA JLXB
LK B FP PLIBEFKey invest in to support trust, positioning, and
long-term mar ketingc BJIME>PFP >A/AB

4EFP PEYFLK C QEB @E>MQBO AFP @BHHEPR T?GRHT >KA QEB
CRKA>JBIQ>| ABPFDK BIBJBR M.RQ @LO YMLD&MEY DOMEF@P
FIQBE@F&F K>SFDOFLK RP>TWMRAKQBR >KA MBA>K@ 5PBO
BUMBOFBK@&P >IPL AFP@RPPB

Website Objetives

B4EB DL>I IC >K/ 7 B? PEB FP QL ABESRX¥ @KQBK QLJP RIBKAB
>RAFBKEZ>KA QL AL PL TJE >K BIBDSKABPFDK 1 :7H: D7?:81>KH
ABEKB TE® > @M>KV T>KQP @GP B?PEB QL AL &LQJBIMIB >
TB?PBB @ ?RFIA >@BKBPP C QEB ?RPFKBPP ?RFHBKBPP C
M>QF@RI>CRAP LO PBEEP AFPQOF?RQBEKTFLK QL PRMPIBOP

,LOOFB 4ELJ>P /KIFKB ->GBQFKD BT 9LM - @ >T

( FlI A
LOOFB 4ELJ>P /KIFKB ->®BQFKD BT 9LQH - @0 >T
( FlI

%CeFJ 4ARO?>K B > %IBYOKF@ #LJIBAA ! ->K>DBOF>|
O0BOPME@HS 5SMMBO 3>AAIB S.* 0 B>OPLK 0BKQHEY
(>l

#E>MQBO  ->@®BQFKDQ@SQBY X



@RPQLJBOP >KA BELHBOP LK MER@P LO FPPRBP PRAR@P
LO PBEF@P ?RFIA BBQFLKPEFMPQEF @RPQLJBOPSBIBM > KB
J>OHBQFKD PQBU LO BFKA@ >K BJFPQFKD>RBO J>K>DB >K
BSBKQ BD LKIFKBBOFPQQFLK >KA M3BKQ ?RFIA QEBL@I>KV
FJ>DB >KA DQEBO JS@BQFKIBEBGRE ¥ @IIB@FKD &> €O RPBOP
LO @KAR@FKD LKIFKB BR® 7 EF@EBO L?G@®AS LO
@J?FK>QFLK C L?GE)FSP FP @ELPBK@E L?@BFS PELRIA JBQ
QEB @UBOF> AFP@RPREEB @BFLK@BA bEB ->0HBQFKDQSQBY
0Q.@PPc#B>0@RQ L?@BFEP TFIl FK@®B QEB @EBRAQHY >
@JIM>KVR TB?PEB ABPFDK >KIAK@BK TFIl TGH QL >@ESEBQELPB
L?GRDFSP

Website Lgout

&6N\DJI BBBOP QL QEB MIRKFKDCLQEB>®FLRP BIBJEY QB>
@JMOFPB >B? M>DB TEEDB>@E QE) L?@® TFIl ?B MLOFLKBLK
B>@E M>DB LO BEROQEB TRPE >KA IBKDQE I@RIKP QEB >JLRKQ
LC PM:BADES TFII ?B MIB&?BJ BBK QEB IFKBE QBQ QEB >IFDKJIBK
QL ?B RPB BD IBQ LO OED TEBQEBO QEB M>DB TFIl REQQBY
LO RPB JLB >/S>K@A ABPFDKB D JRIQFMIBLRIKP  >KA QEB

b7 E>Q !B QEB /?G@)FEP IC 9RO 7B? 3RBc T ABPFDKP

>@BPPB $B@J?BO T TT T ABPFDKPL@®H

QBIQLKIKB T T B? PRB >FJP BJI

IQQSFL RLO@ b(LT QL "RFIA > 7B? 3fB 4ES |@EMBP

/?GB@FER: 7 B?J>PQBOBPLR@P 3REB  *RIV
>@BPPB $B@J?BO

BILPP>OV LC 7B? 4BOJFKLILY 7 B?PBB »WLRQ@ MOFI
>@BPPRB *>KR>U

TTT >WRE B?ABPFDK.® D ILPP>Q@LCT B?

X#E>MQBO  ->GBQFKD@SQBE



MI>®@JBKQ IC DEMEF@P\LRQ FP FIMQREKQ ?E»RPB ® FP LKBOLQEB
GOPQ QEFKDP QISFRAEBFBP TEBK I>KAFKD LK >BPPEB BPBGE

PELTP QE® bB? RPBOP PMBKA L QEBFO QFJBISFB QEB IBC
E>IC C QEB M>DB >KA  SABKD QEB @FDE>ICPi< > @KSBKQFLK>I
I>VLRQ FP QERP B.(FBN QL J>HB PEBP MOQ>?IB

Color

#LILO FP > MLBOCRIL@MLKBKQ IC ABPFDKQ )>®@P JLLA >KA
BJLQFLK >KA @& BLHBP >PPL@FLKP TE QFJB >KA MB-@&LO
BU>JMIB MP@EBBIFGL@0 @?FK>QFLKP RP ?>@H QL QEB P
>KA QRORLFPB >KABULT @.J?FK>QFLKPBIFKA RP C >Q AR FK
QEB P &LO TB?PBBP I@O FP FIM®K FK ABRFKD > QWP
BKSFIKJBKQ ?E®RPB WMEMIB PB @ILO ?BOB QEB >?PLO?
@KQBRE: ! >PQFKDL@O FIMBPPFLK L@ROP QEFK KFRBPELKAP
SKA >@RKQP I©  MBABKQ IC >@MQ>K@ 7 EXQ >B QEB
FIMIFEDFLKALC TB?PEB ABPFD$B @FPFLKBDO@FKD @0 @K ?B
EFBN FIMLQ>IQ QL PRIBPP

4EB HBV QL QEBB@)ASRPB C @LO FK B?PEB ABPFDK FP hQR@E
QEB BMED®FLKP @ QEB @) RAFBKE &FK>K@F>| $HE@P RPBP
QBKA QL RPBOX3>| @ILOPB D DBBK LO ?IRBTFQE PFIMIB @BFOQL
FIIRPOQB QEB @B ?RQ KLQ JYKVFERBP JQBP AB@)R >Q > BJ>IB

QBOJFKLIND 3RB ! #LKDBO >KA 2F@B0 ->PLK
0I>KKFKD >KA $BPFDKFKB@EES 7 B? 3FBP¥>J?0FADB
-! #.ROPB 4 B@EKLILD

*>H.? FBIPBK b(LORWKQ>! MBRFLK ,BKP ,BCE

5PBO @ !'MOFI >@BPPRB $B@J?BO
TTTRPBE @ >IBOQ?W ELOFUKQ>I XDBROFLK@JI

b7 BI@JB QL #LILO 6LLALL OR?IF@QFLK®HLILO A_LALL
>@BPPE $B@J?BO T TT @ILCELLALL @J

#E>MQBO  ->GBQFKDSQBE X



>RAFBKEIQBKA QBQRB [FEQBOL@OP RPRXIM>PQBIP QE J>KV
MF@RBP >KA >K LMBK ABPFBKQROFKD ILQP TEDB PMB@>JB
PBEBP B1KB §MB C RFB QE>@K DE) F >V TRE FK MROC>@ @ILOP
&I>PE BB@P >KA EEIV >KFJXQB DOMEF@P

#LILOP PELRIA ?B PEIBB QES BIB@) QEB MROMLEEIEB®EB >KA
BKE>K® QEB ABPFDK 5KABOPQ>KAFKD SKFBKDBC @LO >KA QEB
@RIQRRPB C @LO >KA EI @.ILOP FEBS@ FP FIMQOK FK B?PEB
ABPFDK QLHKEBV QEB OED QLKB >KA JBPP>DB >KAHB QEB ABRERO
@PMLKPB QL QEBBPF 4EB TALKD @ELB@@RIA >/SBOPBI >@B@)
> SFRR.GaBJMBOFEE@) QEB®E TEF@E I@IA >/SBOPBI >(B@ >
@JIM>KVR P>IBP >KA FJ>DB

Color Rerceptions for Busings

bEB CIILTFKD IFPQ IMBABP QEB>QRFLK>I JBKFKDP @ @JLK
@ILOP >KA PRDDBPRM@QF?IB ?RPFKBPP RP>DB

d *>C@2LJ>K@B ILSB COFBKAPEFM ABIF@IFKFKB FABCO
@IXQFLKPEFM-@EBPIIOFPQP >KMAB2RPQ @O ¥ >@KBPP

%CHFI 4RO?>K B > %IBYOKF@ #LJIBAA ! ->K>DBOF>|
OBOPME@HS 5SMMBO 3>AAIB BS.* 0 B>OPLK 0BKQH®
(>l

*>@F [ T>Q\ "B>OMEB - B>KFKD C #LIL@ !?LRQ @J
>@BPPB $B@J?BO ABPHQLMMR? >?LRQ®LA
@ELLPFIDILOM @LILO=JB>KFKDP@& M

*L>KKB 'I>PPMLLIB #ELLPFKD > #LILO 3@EB&B

- BQ>JLOMELPFP $BPFDKBR®B $B@J?BO

TTT JB Q>IJLOMELWFP @@I1KQBR=>QF@IBP

T B?=ABPFD¥ELLPFKD=!=#LILO=3@EBJB MEM

X#E>MQBO  ->GBQFKD@ESQBE



PEBP

d *JGEA: 2LV>IQ PMFQR> GRPOOJ>QFLK ®QFSFKBT >DB
FABI CO PMRIFS(Q ?>PBA LO KB >DB ?RPFKBPPBP >KA
?RPFKBPPBP FK QBEQ@EB®>IJ

d AJ: 3LIFA @JRKF@QFLK ® TFPALJ QORPQBSPPROFKD
FABI CO EK>K@F>| ?RPFKBPPBP>RIGRDOM>KFBP >KA
I>TVBOP

d | G:C 'OLTQE JLKBV >?RKA>K® B@F¥ CBPEKBPP EBRJE
BKSFIKJBK Q FAB CO DDO@OP BBFIKJIBK Q> ?RPFKBPPBP
QEBSMFPQP HOE@B ?RPFKBPPBP

d ,:9 %KBDV PQBKDQE M>PPFLK>FAM ?LIA ?RPFKBPPBP %PB
LK MLT BO >KALO MABPPFLK>IP RPB EB?2EK>QFLK TBE ?I>@H

d A68@LTBOPLMEFPQE@ BIBD>R 00J> PYIB AGJ> QF@
PBOFLRP BARO EKB AFKFKD BPQ>?IFPEBBIJILKI V RPB >P
>K >@BKQ @LO

d D A9 6C9 NAAD 7 B>IQE TFPALJ MEPQFDB WMBOBKBOV GV
@I>QF IFEQ FRBIIFDBR@MQFJFPJ FABLO QEBLEPQORELK
FKARPQO

d 1 =3 ORO® DLLAKBPP PFIMIB@®IBK FABI CO >IJLPQ
BSBQY ?RPFKBPP

d @LC &OFBKAPEFMIEY @JCLAD @KQBKR BIF>?IB PQROA
FABI CO ?RPFKBPPBELFIRA FK >AJFKFPQESPRMMID

d )G6C< 6F?0KQ BRERPF>PJ BKBOT >0JQE FABCO
@B>QFS?RPFKBPPBP >KA@BBOP

d ! GN 3B@RQFPQ>FA NRMMQBPPFLK>I PQ>?IB HABD QEB
IBD>I FKARRQO

,BK>#I>UQLK >KA IIFPLK ZL ( LT QL 3% )Q ->CHBQFKD
TEQE .BT - BAF> .BT 9LCH O@KQA®E >lI

#E>MQBO  ->@®BQFKDQ@SQBY X



Typogephy

hNED<GE=N FP QEB ©AC ABPFDKFKDLIJ@KF@QFLK\? RPFKD QEB
MOFP® TLOAC - LGB PM@F@IV ) FP QEB RRBINE:68:H DG

:DAH FK > ABPFDK 4VMBOB@OP QL > Mp@RINMB LOLEQ B D

4FJBP . BT 2 LJ>K >KA I0F> 4VMLDME FP >K BBDOM>Q IC TB?

ABPFDK >KA MP > OB FK QEB >BPQE®FE IQEBB?PEB  ?LRQ

MB@BKQ IC QEB EKID>QFLK LK QEEBP FP T@BBK [>KDR>DB R FP

LKIV ILOF@ QE® > 18? ABPFDKBO PELRIA RKABOPQ>KA QEB RE>MFKD L
TOEDBK FKOJ>QFLK FBVRLDEME/  )Q FP MLPPF?IB QT 3L>V

JLOB QE>K MB@KQ IC TB?PEB SRPIFOP >K/BEABOP \? @ELLPFKD

QEB TOKD MBCE@

#LIFK 7 EBFIALK 4VMB »WRQ (LT 4VMLDOME/ >KA

$BPFDK #>K 'BQ 9RO -BPP>DB !@PP_LO 'BQ FK QEBSV

"BOHBIB/ #! 3 QEQEJLLO OBPP

3E>KKLK . L>@H b">PF@ ,LLB AVMLD®IE/ FK 7B?

$BPFDK 3FU BSFPFLKP IMOFI  >@BPPR $B@J?BO
PFUOBSFPFLKRJI@T B?=ABPFDK?>PF@ ILLH>Q

Q/MLDEME/ FK T B? ABPFDK

/IFSBO BF@EBKPQBFBD$BPFDKP  4VMLDO >MB/c

)KCOJ>QFLK |@EPRDP K@ /@L?BO  >@ @PPB

$B@J?BO T TT FKOOJ>QFLK@EPEDP @K

QEB TB? FP >l >?LRQ @MLDSME/ MBOFLA

#LIFK 7 EBFIALK 4VMB »WRQ (LT 4VMLDOME/ >KA

$BPFDK #>K 'BQ 2RO -BPP>DB !@PP_LO 'BQ FK QEBSV

"BOHBIB/ #! 3 QEQEJLLO OBPP
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Graphics

| BE=>8HABEKB >P MRREBP >Q LOH >KFJQFLKP LO SERB@K
7B BW BGE@MS FC RREQOBE@Y 'O >MEF@PKAMOSFAB B¥SBPQ
FKOOJ>QFLK CRK >KA >BRIFEBP ?RQ\QEK >IPL Q:B{C®BSBO QL
IL>A ?B JB>KFKIBPP LO RPBIBPP KQQK QEB FEBK >KA RPBL&OP
QE® >B KLY @LH:G H6; 8DADB FB @LOP QE>ILLH QEB P>JB LK
0# >KA ->@FIQLPE LMBQFKD PVPQBJP>DBP BKE>K®> TB? M>DB
?RQ QBBPELRIA ?B PBEDB. >KA MI>B\ @BCRY

'O >MEF@P PELRIA ?B/AREB @KSBV QEB >MMADKB QLKBAYRO
JBPP>DB P QEB LIA WAKD DLBP > IQR® FP TAQE > QELRP>KA
TLOAP ->HB PRB \LRO FJ>DBPL@BPMLKA QL QEBUQB>KA 0
>MMIOMORB QL QEB ?RPFKBRRPLEBO&LO B>IMIB >K RAFLILBPQ
PELRIAKQ RPB > KR® LC > T.J>K ELIAFKD EBOISPPBP 2@RPB
QEB PML@EDPELRIA ?B LK BBFKD 'O >MEF@P PELRIA >IPL EBIM
@B>QB > JLLA LO > PBKPECLMI>® 4EB RPB C QEB BREF@P E>P
QL ?B QELALEN @KPFAEB ?B@RPB QBEBPIT QEB IL>AFKDA. >
TB?PEB

)Q E>P 7BK PEITK QEX) NR>(¥ FJ>DBP ?LLPQ P>IBP >KA BK BXBE3
SFRF.O BMBOFBK@LKPRJBOP TEL ?0TPB MDAR@P LK B?PEBP
T>KQ QL PB QEB MAR@P QNEB @KPFABOFKROCMR@E>PB
BMBPBIQB ?V QEB EEBPQ NRSFFJ>DB MLPPF?IBBOMIB AL KLQ
?RV TE>Q QEB@KKLQ FB PL QEB EEBO QEB NR¥BKA BPLIRQFLK
LC QEB FJ>DB® QEB ?BDBOQEB BPRIQP TFIl @8 4EB HBV CO >K/

,BK> #1>UQLK >KA IFPLK ZL ( LT QL 33V )Q ->OHBQFKD
TFQE .BT - BAF> .BT 9LCH OGKQFE >II
b7 EBK QL PB'O>MEF@P LKRO 7B?PBR JJMOLSB QEB

7B? >V >@BPPR $B@J?BO
TTT FIMQSBQEEBB? @J TEBK RPB DO>MEF@RRO
PRB

$>SB 9LRKD BR>IKY )J>DBP "LLPQ 3>IBR0C @F®

#E>MQBO  ->GBQFKDQISQBY X



PJ>Il 2RPFKBPP QE®KQP DMEF@P LBAFB?PEB FP QLK@FABO EL
QEB DMEF@P TFIl >AARB QL QEB RPBIMBOFEE@EB DSMEF@P
PELRIA ?BI® QEB AR ?BKBR IC QEB RPBOQ QEB ?RPFKBPP $L KLQ
DE) @OORBST >V TROE ILQPAFJ>DBP >KA >KFQFLKP ZBRPB QBB
@K J>HB > TB? M>DBBY E>@ QL B>A 'O>MEF@FPB>©J>GLO MSAC
QEB ABPFDK KLQ GRBQEIREQP

Site Naigation

OBLMIB TFIl KLQ RPB BPPEB FC QEBKKLQ FKA QEBFOVI>QRKA

R T TB? RPBOP-EKLQ KA TEX QBB>® ILLHFKDLO LORDR®LRQ
ELT QEB RPB FP DOKFBA QEB >B KLQ IB# QL PQSLKD_LO @B
?2>@H DAEB MROMLPEM$ C6 K>6I>DCFP QL EBIM SHEFP NRP@HI
>KA B-PRI EKA QEB EKJ>QFLK QEBKEBA LK > TB?PEB !JLKD QEB
NRBPQFLKPK@FAHR FK R¥B KSFDOFLK BO( LT TFIl SFRFLOP R8O
> PBB( LT TFIl SFRFLOP RPB QEBERFLT TFIl QE® KA LRQ TEY
FP SFI>?IB © QEB®B( LT TFIl QE® DB @O LKB M>DB QL >KLQEBO
>KA OO LKB PB@FLK QL >KLQEBQT(TFII SFRFLOPFEA TEX) QBB
>@ ILLHFKDLO ¢

B#LJJBO @ ->0@E >@BPPR $B@J?BO

TTT MO@FEBAJIBO @ @) >OQF@IBAR>IF
)J>DBP "LLPQ 3>IBP

*BKKFED ¥OKFK b">PF@F7B? , >\LRQ 1?LRQ @]

>@BPPRB $B@J?BO T B?ABPFDK >?LRQJ@A

ISWLRQ> >> E  QJ

3QBB +ORD $LKQ ->HB - B 4EFKH ! #LJJLK 3BKPB

IMMQ>@E QL B? 5P>?F® "BGHBIB/ #! . BT 2FABOP

OR?IFPEFKD

%CEFI 4RO?>K B > %IBDOKF@ #LIIBA@B ! ->K>DBOF>I
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3B KSFDOFLK JRPQ ?B-BVMBAF@>?IB [@BXPFPQBK>KA RERDS
BKLRIE PL QB SFREOP AL KLQIB>QL QEFKH >?LRQ B$BPFDKFKD
B@B@YFS K>SFDOFLK @& >IPL BRFE\LRO SFPEOP QL\QLRQ QEB
LQEBO QEFKDR YGBO LK VRO RpE 4EB HBV QL RKABOPQ>KAFKD
K>SFDOFLK FP (B>IBW QEQ FQFAP QLL Z-QL RPB LEFOROLRQ
T B? SFREOP TFIl ?B DLKB FK > K>@RE MBBE>MP KSBO QL ?B BE
>D>FK 7E>Q ALBP QEFPXIBQL > PJ>Il 2RPFKBPP ,LPQ P>IBP >KA ILPQ
LMMLQRHKBFBP

Site Wsability

| T B?PREP JH67>AN LO BPB IC RPB@K J>HB LO ?8>H >K LKIFKB
BUMBOFBK@KA © FP ARV @OBIQB QL QEB P&®P C QEB
PEE 7 B?PEB RP>?&IF JB>PRBP QEB NRQIF LC > RPBDa
BUMBOFBK@EBK FRBS@FKD TE > B?PEB  >KA B TLOHP E>KA

OBOPMEDHAS 5SMMBO 3>AAIB BG.* 0 B>OPLK 0BKQH&
(>N
%CHFI 4RO?>K B > %IBYOKF@ #LJIBAA ! ->K>DBOF>|
OBOPME@HS 5SMMBO 3>AAIB BS.* 0 B>OPLK 0BKQH®
(>l
b7 B?PEB .>SFDQFLK 4FNMPOKQEBP >@BPPB $B@J?BO
T TT BKQEBPTB? @J T B?PRB=ABPFDK
T B?PRB=KSFDFLK=QFMP >PM
,LOOFB 4ELJ>P /KIFKB ->®BQFKD BT9LM - @ >T
( FN
b5SP>?F® ">PF@5P>?F® DLS >@BPPR $B@J?BO
T TT RP>?R¥DLS?>PF@FKABU EQJI

#E>MQBO  ->GBQFKD@SQBU X



FK E>KA TBE RFB KSFDOFLK !@OAFKD QL RP>QFIFLS RP>?F(¥ FP >
@J?FK>QFLK C EB C>@LOP

6H: D ; A:6GC>CH LT C>PQ-@ > RPBO TEL E>P PBK
QEBH:G >CG;68: ?BCB IB-OK® PRE@FBK TBII QL
>@.JIMIFPE ?>PF@ Q>PHP 4EB RRBOEEEP QEBV > MBOPLK
FIQBS@P TOE > B?POB
:>8>:C8N DJH: /K@B >K BJMBOFHEBRAGRPBO E>PBKB QL RPB
QEB B?PBB EIL C>PQ@ EB LO PEB @@MIFPE Q>PHP
' :BDG67>AN )C > RPBO E>P RREEB B?PEB ?BCB @K EB LO
PEB BJBJ?BO BKLRIE QL RPEFBB@)FAEV QEB KBQ QFJB LO
ALBP QEB RPBCSEQL PQSISBO >D>FKABKFKDSBOMQEFKD
GGG ;GJ:C8N ( LT L GBK AL RPBOP JBIBOGDP TEFIB RPFKD
QEB B?PBB EL PBOFLRPBQEBPB B@P >KA EL AL RPBOP
®B@ SB0 CO QEBPB BQOP
- J7?:8I>K: H6I>H;681>DQ LT JR@E ALBP QEB RPBMIRRFKD QEB
TB?PEB

5P>?F@ FP KEBPP>0 CO PR&FSI LK QEBKQBOKB T > B?PEB FP
AFG@RIQ QL RPEMIBTFII IBSB  >KA QEBJ>V ?B FK@IKBL QBII
BSBOLKB QEB HKIT LK &>@?LLH >KA 4TEDBO >?LRQ QEBFOQEED>
BUMBOFBEBRAY) FP >P PFIMIB_>KA >P PBOFLRP Q-BSIESRPFKBPP
LTKBOP PELRIALEPFABO MLARK@®E RP>TWMRBPQFKD QL EBIM BKPRO

b5P>?F ">PF@5P>?F® DLS >@BPPR $B@J?BO

T TT RP>?R¥DLS?>PF@FPKABU EQJI
b$BEKBFLK C 5°PBOKQBOCB@ @BPPRB $B@J?BO
TTT M@J>DI@ BK@V@ILMBF>=QBOJ

Q RPBO FEBOB® >PM

%CeFJ 4ARO?>K B > %IBYOKF@ #LJIBAA ! ->K>DBOF>|
O0BOPME@HS 5SMMBO 3>AAIB S.* 0 B>OPLK 0BKQHEY
(>l
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QEB ?BPQ RPROIMBOFBK@E®B CBB QLLIP B) R?3MLPa7 B?PEB
'O >ABO3F)BRKBORKA'LLD IB IK>IVQF@P

Site Intelctivity

-3 >CI:G68IKIN FP >?LRQ QEFKDP LKIM@&KVR TB?PEB R¥B QB>
MQIMQ PLJB HFKA € >@FLK CDSFPBLOP 6FPBLOP 7@JB
BKD>DB TRQE QEB@E QBEBPQ¥ ILKDBOQEN ILLH ABMBO EX QEB
PBB QL BBIE>Q QEBL@M>KV FP @BOFKD QES® IBPP IB#H QL GRIM
QL >KLQEBMBF>KA QEREBBI QE® QEB>B M>Q IC > @JRKF ¥ >KA
@KKB@R 4EFP TFIIBBM QEBJ @FKD ?>@H QL QEQPF

4EB® >B J>KV T>VP FK TEF@E > PJ>Il ?RPFKBR® NEDSFAB
FIQBE@FSF LK PP BB 4EBIQILTFKD >B PLJB BU>JMIBP

d &®@B @I@RIRLOR.O @@RIFKD M3BKQP TEBK PLIREFKD FP

b7 B? $BSBILMJIBKQ 'ILPP>® CO I>I1 " RPFKBPP8P
FDEQ >SB #LJJRKF@>QFLKP @BPPRB $B@J?BO
TTT IFEQ >SBT B?ABPFDKHL.@ T B? ABSBILMJIBKQ
DILPP>Q@T B?PBB DLPP>0D F EQJI
&LIRPEL /Q.HRKFB b$L LQ ->HB 9LRO 7B?PEB 6FREOP
9>TK ->H B 9LRO BB KQBE@FE: >@BPPE $B@J?BO

C LIRPEL @ AL KLQ J>H B VLROT B?PBB SFREOP
VSTK J>H B VLROPRQB FRBE@MS
b%U>IMIBPC Q. PPF?IEKQBS@AS&B-QRBP LK 9 RO
7 B?PBR :>J?> >@@PPE $B@J?BO
TTT W>J?>DOGU @ FKQBS@® B)J b)YJMLOQ>KBLC
7 B? JKQBE@FQF 4FMP >KA %U>IMIBRKDHFS @
>@BPPRB $B@J?BO T TTELKCHF® @ ?ILD
FIML@>K@L CT B? FKQBI@FSF QFMP >KAB>IMIBP

#E>MQBO  ->@®BQFKDQ@SQBY X



?BFKDRK>K@A

3RGBVP MLIIP LO NRB®/

" |LDP ?RIIBFK ?LAP >KA AFP@RPPEORIP

&>@?LLH >KA 4TRDBO IFKHP

3B>GRE>?IB A3>?>PBC @NRBKYV >PBA NRBPQFLKP

3B PEIDE BKEKB

)KQBS@FSD>JBP MRWIBP >KALEQBPQP

IOQF@IBP QBKD>DB SPEBP >MEKD QEBJ QL >AA@BK QP
LO LMFKFLKP

d 4E@B AFJBKPFLK>IIEM ?LLHP

O 0O 0O o 0o o o

4EB PLR@P IC FRBE@FSF LK > TB?PEB SBIFJRB LKV A/ > PJ>l|
?RPFKBPPTKBOR @ESQFEF >KA IC @ROPB ?RADB (LTBSBO )
PELRIA KBBO ?B > NRBPQFIKR¥FKD BP LO KL QL GRO@FSF )Q FP
> J> @BOCET JR@E TE>Q HFKA >KA TEB@BJBJ?BO QE® TEBK
@RPQLJBOBBC @JMBIIBA QL AL PLIJREFKD QEB® QE® JR@E
@ILPBO QLVARKD

Content

DCI:C | BBOP QL >l QERCAP FJ>DBP MOR@P PLRKA SEAB
FIQBE@MS B>QRBP >KA >K LQEBO J9BOF> @E> ?RPFKBPP MRQP
LK P B?PBB  )Q FP QEBRK@BK QEY SFEEOP BOLLHFKDLO

bYMLOQ>KBLC KQBS@FS7 B?PEBE 4ERKABO $Q>
3VPQBJP >@PPR $B@J?BO

TTT QERKABOQ> @ QERKABO=7pP

FIML@>K@-L C=FRBS@MAS=T B?PBBP @JI

%CEFI 4ARO?>K B > %IBDOKF@ #LJIBAE ! ->K>DBOF>|
0BOPMEDAS 5MMBO 3>AAIB BG.* 0 B>OPLK 0BKQFE)
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>KA B FP TEY TFIl BBM QEBJ LK QEBQHE- (FIE NR>IEY @KQBK) TFII
>IPL HBBM MBMIB FRBBPQS PL QES QBB @JB ?>@H KD JLCB b
MLLOV >KA FKEBG)FSV "TO@BK TB?PEB E>P >K SBOPB FIMS@K
QEB BE@FBX@C QEB B?PBB -LBLSBOK) >IPL BBP > KBIOHS
FIMBPPFLK @ QEB 2@A 1O @M>K\< ?BEFKAQF 7RQELRQ DLLA
‘@KQBRa > B?PBB FP >K BIMQLUC

'LLA @LKQBR FPBIES>KQ @RPQLIBBKQOF@ F® FP TQ@FBK FK
QEB I>KDR>DB >KALGAP IC QEB (PE) RAFBKEP QEX) SFOFQEB
TB?PBB >KA @IMIFBP TBE TEX®) TB HKIT >?LRQ EII MBLMIB 8>A
LKIFKB I@&XQBR 4ER ALKaQ 4BBPEK ) ?B@RPBE Q:BP MB@BKQ
ILKDBO QLBSA QEB P>JB JBOF>| LKIFKB QEPKLBP QIBEA B LK
M>MBO )C > @M>KVR @KQBKR ALBP KLUOBP QD& RAFBKEP
QEB B?PBB TFIl KLQ DBKBB DLLARPRIQP

- LPQ PJ>Il ?RPFKBPPBPVJSEFKH QEBBJRPQ DBKBQB >I|

(>l * >K:FJIJBOJ>K 7 B?->OHBQFKD.O

$RIJFBP KABA ( L?LHBK .* 7FIBV

*0$# b 4EB JJMLOQ>KBLC 6FRIECOFBKQB. /KIFKB

#LKQBR) LK 2RO 7B?PBR - V@RPQLJIB®J *RKB
>@BPPB $B@J?BO

TTT J V@RPQLIB@J ?ILDP J>0O HBQFKD:SAPLO

J>OHBQFKD >2FPLEIMLOQ>KBSFRFLQOFBRRB LKIFKB

@LKQBR \LROT B?PBOB

*>K : FJJBOJ>K 7 B? ->OHBQFKD.O $RIJFBP KA BA

( L?LHBK * 7FIBV

*0$# b 4EB JJMLOQ>KBLC 6FRIECOFBKQB. /KIFKB

#LKQBR) LK 2RO 7B?PBR - V@RPQLJB@J *RKB
>@BPPB $B@J?BO

TTT J V@RPQLIB@J ?ILDP J>0O HBQFKD:SAPLO

J>OHBQFKD >2FPLEIMLOQ>KBSFRFLQOFBRB LKIFKB

@LKQBR \LROT B?PBEB

#E>MQBO  ->@®BQFKDQ@SQBY X



TB?PEB XQBR (LTBSBOPLJB LC QEB ?BPQ >KA JLPQ@RECRI
@KQBR J>V ?B QEBPFBPQ QIB@6 QEBLKDBK DBKBQR 7V

T B?PEB RPBORQBBPQFKDR) FP KLQ RK@K C LO RPBDBKBOQR
@KQBK QL IBEFEBO PEIDE BKEKB SKHFKDP QE>K > ?RPFRERFR
M>DB KLQ >K FKPAERRETC® 5PBMBKBOQR @KQBKR FK@IRABP
QEBIAILTFKD

d - BPP>DB ?LAD

d 0QAR@ BSFBP

d . BT RPBP IO > @M>KV& MDAR@PB D RPFKD > AFPPEBO QL
@LH > TELIB P>IJLK

4BPQFJLKF>IP LSP® PQRAFBPTIRPBOP PSRA MQ?IBJP

3L@F> JBF> M>DBP

ATFQBCBBAP

6FAR. @KQBPQ PR?JFPPFLKP

)KQBSFBP TFQE RPBOP

/KIFKB DQRMP LOL@RKF QFBP PR@E >P BAWILO .FKD

O O 0o o o o

4EB DLIA PQ>KA&DQC RPBOBKBOQB @KQBR FP @RPQLJIBSFBP
#RPQLJBOBSFBP @K FK@SPB RPB QE@F@V?>P JR@E >P MB@KQ
LSBOI @KSBOPFLKR/? MBO@KQ >KA QEEBGDB LABO SIRB %
MB@BKQ 7FE BPME) QL QEB MLPQRKRLRE MLEFS >KA KBDOMS
@SFBP ) E>P 7BK PETK QEX) RPBOP QORMPKBEVWQFLKP QEMLPQ
?LQE KBOSHS >KA MLREFE BSFBP LC QEBFAAMR@I LMD>KFVQFLKP
>AAGPP QEBEA?>@HL@PQOREENC

4EB® >B J>KV C>@LOP QESTFIl BXQOF?RQB QL QEBBPR@ >

LOOFB 4ELJ>P /KIFKB ->®BQFKD BT 9LOH - @ >T
( FIl
LOOFB 4ELJ>P /KIFKB ->®BQFKD BT 9LOH - @ >T
( FIl
,LOOFB 4ELJ>P /KIFKB ->®BQFKD BT 9L(H - @0 >T
( FIl

X#E>MQBO  ->GBQFKD@SQBE



PJ>Il ?RPFKBPPB?PRB (LT BSBOQEB B?PRB TFIl KLQ AL >RBT >P

R PELRIA >KQHFII KLBO@EPP CRII MLQEB%| TFELRQ DLLA NRMF
@KQBR

Product Displg

(LT > T B?PEB AFPMP MOAR@P TFIl FIMSGQEB P@®PP C QEB
TB?PEB P > BPRIQ MER@ AFPMIPELRIA ?B MK >P > B?PBEB
ABPFDK FPPRBV-ABR@FPFLKP QIEPELRIA ?B J>ABLO B@E @BDLD
LC MAR@ QEY FPS>FI>?IB LK QEBBPPEB FK@IRAB QEB ®HF@
TEF@E MOR@P QIBSQRB ELT QL MOSFAB MAR@ AB>FI M>DBK
FKAFSFAR>| MSDBE@E MAR@ FP BBG?IB ?B@RPB QEBEP JLB
QLJ CLO MOAR@ ABR>FIPQEB PL@®LMQFLKP QEFIl ?B S>FI>?IB QL
QEB PELMMED MOB@KA TEB® RBJP LK PM@F>I TFIl 2B MBA@
LK QEB M>DBEB RMMBOEQFEOKBO FB@JJIBKAB A

Performane

. L J> QBO ELT Bl ABPFDKB> TB?PBB FP >KA KL J®BO HLEFIE
QEB NRX¥FLC @KQBR > B?PEB QE>Q:8P QLL ILKD QL IL>A TFII ILPB
SFRILOP | B?PEEPADG9>C< HE::ABQBOJFKBP ELC>PQ QEB M>DBP

LK QBR P +FKD_'LLA #LK QBR (LIV 'O>FI IC R@BPPCRI
7 B? OR?IFPEFKREB - BAF> 0D 'RDRPQ

>@BPPR $B@J?BO T TT QEBIBAF>MO@J

B>OK PIBMFKD @XQBK FP HFKD EVIDG-FI LC
PR@PPCRI B? MR?IFPEFKD

*>K : FJJBOJ>K 7 B? ->OHBQFKD.O $RIJFBP KA BA

( L?LHBK .* 7FIBV

#E>MQBO  ->GBQFKDSQBE X



BPMLKA QL > RPBNRBPQ &>PQEB PRER FP MKBOBA ?V QEB RPBOP
TEL T >KQ >K LMQFJ>I PTPFKD BMBOFEEK@KA QEB PJ>Il ?RPFKBPP
QE® T>KQP FKBOFKD FK®KD @KKB@FLKP >KA EFB>IBP ®PBOP
T>KQ C>PQBOEA®B

6FPEFKD > C>PQ IL>AFKIB FP > MB>KQ BIMBOFEE@FRPFKD >
PILT IL>AFKD RFB FP KLQR@BVP KIT PELT QEX > MBOPLK TFH®
IBPP QE>K @BCPERKAP MBE>MP 8BK IBPPQ.O > TB?M>DB QL IL>A
?BCB IBSFKD TPE > LKB P@KA ABIY MLPPF?IJB>KFKD >
MB@BKQ BAR@FLK FK P>IBP'LLD IB @I>FJP Q@QEB >JLR® IC RFB
QSCF@ AGIP ¥ MBO@KQ 0O BBY PB@KAP IC IL>A QFJB

4EB® >B PBBGI C>@LOP QBPIL AL TK QEB IL>AFKD QFIBC
TB?PEB KLQ QEBR® C TEF@E FP QBEKBADFLK PBB LC QEB RPBOa
@JMRQBGIEFP FP LRQ QEBRLEQO LC QEBH? ABPFDKBO >KA QBB PF
LTKBO QEB PJ>Il ?RPFKBPFEB ?FDDBPQ @RIMEIFBSBOFP > |1B
DOMEF@ LCSBB| PJ>Il DOMEF@P LK > ABKD>DB  4EB® >® T>VP

BLLD IB &FK>V 3BQP QEEB®.OA 3Q6FEQ 7B?PEB BIBA
)P > ,BDR) 3BGAE 2>KHFKD &I@ ,FKH?RFIAFKDXBRKB
>@BPPR $B@J?BO IFKH?RFIAFKD KB

DLLD IB GFK>N PBQP QEBER.OA PQSFEQ

T B?PBB PMBA FP > IBOR) PBG@E GKHFKD CSE0

)JJ>A - LRIFKB B 9.RO 7B?PEB &>PQ %KIERRO 9 RO

#RPQLJBORc #..- LKBV IRDRPQ >@BPPE

*RKB E MM QBEICHRKB @KKI@

FP \'ROT B?PBB C>PQ BKLROLOVLRO

@RPQLJBQRO B

bYJMOLSFKD B S1BA >KA ,L>A 4FJBPc /IMQFJRI @.J

IMOFI >@BPPR $B@J?BO

TTT LMQFJRJ @J FKQBOKBJ>OHBQFKD B?PEB

PMBA FIMOLSFKD RFB PMBA >KA IL>A QFJB EQJI

%CEFJ) 4ARO?>K B > %IBYOKF@ #LJIBQE ! ->K>DBOF>|
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>QRKA QEFP HF{ ?V >K/ @BAF?IB B?PEB ABPFDKBEB FIM>@
LC BILT ALTKc B>QRBP PELRIA ?B QBRPBC® QEB PB IRK@EBP
>KA JLKFQLBA >@QBD>G\P  4EB PJ>Il ?RPFKBPPTKBO @K Q>B
>AS>KQ>DB C PLJB IC QEB MLMRI>O QLLIP OB=S>FI>?IB RPRMII
ao QL JB>PRB > @IM>KVE TB?PEB PNEB 93ILT > &FBTU
BUQBKPFLKLLD 1B 0>DB MEBA > &FBCU >AA LK LO 7 B?J>PQBO
4LLIP  /K@B QEB M@BJ >OB>P E:$B ?EBK FABRFRB PQBMPI@?B
Q>BK QL J>HB FIMOSBJIBKQP 4EB DL>I FP QISE>K FRBBPQFKD >KA
PMBAV PEB

OBOPME@HS 5SMMBO 3>AAIB B8.* 0 B>OPLK 0BKQH®
(>l
)J>A - LRIFKB IB) 4.RO 7B?PEB &>PQ %KIEFRRO 9RO
#RPQLIBOR #.. - LKBV !RDRPQ >@mPPB
*RKB E @M QEYEICNRKB @KKJ@
FP VROT B?PBB C>PQ BKLROLOVLRO
@RPQLIJBQRO B
BLLD IB &FK>V 3BQP QEBBZ.CA 3QSFEQ 7B?PEB BHBA
)P > ,BOR) 3B@E 2>KHFKD &H@ ,FKH?RFIAFKDXBRKB
>@BPPB $B@J?BO IFKH?RFIAFKD KB
DLLD IB GFK>N PBQP QEBE®R QA PQEFEQ
TB?PERB PMBA FP > IBOR) PBE@E GKHFKD CQE0
bYMOLSFKD BB $BBA >KA ,L>A 4FJBPc /MQFJRJ @J
IMOFI $B@J?BO T TTLMQRIRI @J
FIQBOKBJI>OHBQFKD B?PEB PMBA FIMOLSFKD RpFB
PMBA >KA IL>A QFJB EQJI
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Key Takeaways

d 4EB HBV BIBJBKQ FK QEB JHBQFKD JFU FP QEB\R@ 7FQELRQ
R MOBE@IOILQFLK >KA MISE@>® JLLQ

d Il MCLAR@P >KA PBE@P ESB QEBB INBOP (@B >RDJBKQR
>KA PVJ?LIF@

d !l PJ>Il ?RPFKBPPBP B3> MDAR@ JFU QEB PEIBFLKC
MQAR@P LO PSEBP QE3 FPAB®A QL QEB JH¥BQMI>E

d 0Q.AR@ PBIB)FLK FP BHBIBJBKQ 0O LKIFKB PREPP ?BRPB
PLJB MQAR@P TFIl PBIl @BBO LKIFKB QE>K LQEBOP

d 0Q.AR@ ABPFDK FP QEB MOFB&HMIO@BILQFLK>|
>@>@EJBR LO AB>@EJBR BIXQA5QL > MAR@ > PEF® LO
>K BUMBOFEK @ MBPBIQP > MLBOCRISV QL ARBBKQFIB >KA
MLPGFLK >L@M>KVE MDAR@P >KA PBE@P

d 4EB MOAR@ LO PBE@M>@H>DBIERKF@QBP ?LQE BILQFLK>I
>KA CRK@FLK>| ?BKEIP QL QEBVBOD>KA B @K ?B >K
FIML@>IQ JB>KP IC MAAR@ AFBBKQRIFLK

d | @LIM>KVR ?GKA FP N@>?IV P JLPQ FIMIDKQ >PRB

d 4EB MOAR® IEC@@IBBBOP QL > MR@R IFEPM>K

d ! @LIM>KVR TB?PEB FP M>@ 6P MAR@ LO PBE® 7 B?PEB
L?GEDFEP JRPQ ?B ABBILMB\ >KA AEDFPFLKP JRPQ ?B J>AB
>?LRQ QEB CRKA>IBK ABPFDK BIBJBR C INLRQ @LO
Q/MLDEME DOMEF@PJBO@FSF RP>?FF @KQBR MAR®@
AFPMI£>KA MBQOJ>K@
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Marketing Stateqy and Ace

->OHBQFKD THBEBO LKIFKB LO LK®}A FP QEB MKb@FSF QEQ
DBKBSDBPESBKRB KD JLPQ PJ>Il ?RPFKBPPBP >KA QEB BIBBEXQ
FK QEB JHBQFKD JFU @RKQPLD QE3*G>8: @K ?B ABEKB BY
K>OD0T IV >P QEB >JLRE& IC JLKBV @EHBA CO > MAA\R@ LO > PBE@®
( LT BSBOMOMR@FP B IV JLOB QE>K QB> FP bQEB PR3 kIl SIRBP
PR@E >P JLKB QFJB BKHEN >KA MP@EF@LR® QES ?RBOP
BU@E>KDB.C QEB ?BKBP C ESFKD LO RPFKD > DLLA LSH@O
5IQFJ>QBY QEB JB-KFKD C MOB@FII ABMBKA LK QEB BREFIQP C
QEB ?RBO >KA QEB PBIIBO

$B@FAFKD LK > MAE@EP MAR@P LO PSP FP LKBA.QEB JLPQ
FIML@>IQ ABFPFLKP QE>PJ>Il ?RPFKBPP TFIl BHIEB MOB@C
> MOAR@ LO > PBP@JRPQ ?B > MG QES® QEBLEM>KVR QIR
J>OHBQ FP TFIIFKD QW MgA > MOB@ES DBKBQBP > NMGR D QEB
@JIM>KV )C QEFP FP KLQ SFB @EB ?RPFKBPP TFIl KLQLRKAGO
ILKD

#ELLPFKD QEB BBDMOF@FKBUBROFP KLQ >K>BV QEFKD QL AL
?B@RPB QEBO>® PL J>KV C>@.OP BKSBA &LO B>IMIB
@JMBQBFLK PRMMIFBOP SEB>?R¥ LC PR?RQRQB MR@P LO
PBSF@P QEB @& J>®BQ QEB FJ>DB >KBMR@FLK C > 2RPFKBPP

*RAV 3QE6RPP >KA 2¢JLKA &Q.PQ % ->@BQFKD 5MMBO
3>AAIB 2FBO.* 0 B>OPLK OBKQFE( >II

*RAV/ 3QERPP >KA 2¢JLKA &Q.PQ % ->®BQFKD 5MMBO
3>AAIB 2FBO.* 0 B>OPLK OBKQFE( >II

bOOF@FKD bAR® LO 3MF@: 3)>11 " RPFKBPALQBP
>@BPPR *RKB

EQOM TTT PJ>II?RPFKBPPKLQBP @O HBQFKDLRO
?RPFKBRROF@FKD > MR @ LCPBGFBEQJI
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@PQ >KA MO L?GEFSP LMBQFKDLEQP [EBOKJBKY BDRIDFLK
>KA ARBBKQFSFLK >KA MIJFLKFKD @BPFLKP TFIl >/ FIQADE@
0OF@FKD FRLIM@U >@FSF LABK FBK >P >K @ 6QEBO QE>K >
P@FBR@LO PJ>Il ?RPFKBPPBRQQE J>OHBQFKD LO>RQ QL J>EBQ
LKIFKB MOF@FKEDBEBP BOESBK JLOB @IMIF@QB. &LO B>JIMIB
LKIFKB ?RBOP FK@SPFKD MIBO QEY IBAP QL I®QO LSBO
MOF@FKD FK PLJB FKBRBK® LKIFKB ?FAAFKD L' \B 4EB@ FP
>IPLEG>8: IBCHEG®&SN TEB@ ?R/BOP >KA PBIIBOFK @PR >KA
NRF@HSFB>KA @IM>CB MOB® DO MOAR@P PLIA LKIFKB >KA PLJB
@JIM>KFBP RPBNC6B>8 EG>8>CR/ SO/FKD M@RADO FKAFSFAR>I
@RPQLJBOP

4EB® >B PBBC| MOF@FKD®EEBP S>FI>?IB QL QEB PJ>Il 2RPFKBPP
LTKBO ( LT BSBO E>SFKD QEBTIBPQ M@F@EP KLQ/RIF@V > PQ®D
MLPGFLKLO PJ>Il ?2RPFKBPPBREBPB I>DBO (@MBQBLOP>® B-PAI
ABPQ® >K/ PJ>Il ?RPFKBPP QEFP ORKD QLL@BQB LK MAF@
SILKB  4EFKH 7>13>0Q 4EB ?BPQ @B.R® > PJ>Il 2RPFKBPP TFII
?B QEB PSEBU QEQ EBIMP QEB ?RPFKBPREPP P>IBP >KALIED
L?GRDFSP BKE>KEP QEBBMR@@FLK C QEBLEM>KV PXQFFBP QEB
Q>DR) J>0BQ >KA PBKAP QHBO@@) MOB®R>IB/ PFDK>IG>8:
FJGAIN H><C6A>AQ<@DROP TEBK QEBP@ C > DLLA LO > PERB®
BAIBEP QEB MBOSA NR>I&/ LC QE3 MAAR@ LO PBE@

*RAV 3QERPP >KA 2%JLKA &Q.PQ % ->GBQFKD 5MMBO
3>AAIB 2FBO.* 0 B>OPLK OBKQFE( >II

$>08lI| :>ELOPH\O0OF @ FKDSRBEBPLO J>II " RPFKBRP
1?LRQ @J >@@PPRB $B@J?BO

P?FKMJI>QFLK >?LRQI@@P?BPQME@) FEP>

>> >EQJ

$>K>'OFGK bOOF@FRBGEBY 4ERLO/C #EQK @J
>@BPPR $B@J?BO PJ>Il ?RPFKBPP @E@.J
MOF@FKD-PBE® QERO/ E QJI ( LT BSBOMOF@FKD
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Pricing Objectives

*G>8>C< D7?2:8kH FB TEX QEAL@I>KV T>KQP QL @BMIFPE THE
P MOF@FKBQBRCPELRIA ?B BIQB QL > @M>KVR L?GE)FSP
>KA PELRIALOLT QEB ABDFPFLK >?LRQ TEBO@IM>KV T>KQP QL
MLPEFLKGP MAR@P LO PBEBP  $F@®@KQ PJ>Il ?2RPFKBPPBP FK
QEB P>JB FKARRQDB V ExSB AFBBKQ MOF@FKD @GR ?>PB LK
PFB/LC QEB ?RPFKBPP FK ELRWB?EJFBP >KA TEEBO QHRGRP FP
LK MQGR P>IBP LOSBOKJIBIQ >@FLK

d -6A:H 76H:9 D7?2:815K:H )K@B>PFKD P>IBEIRJB >KA J>OHBQ
PE>B GI>QASQL QEA.@IBQBFLK J¥ FISLISBE:C:IG 61>DC
EG>8>CIEB® > ?RPFKBPP MBPF@XB MQAR® ?BIT QEX IC
QEB @MBQBFLK QL NRR@HBKBEQB QEB J+BQ ¥ QEB
@JIMBQBLOBIMBKPB NRFD> [>0B J>0-BQ PED>KA QEBK
DOAR>IV GFPB QEB MDBEFP L?@GBFSJFDEQ 7B >MNMEIORS
@O > PJ>ll ?RPFKBPP QEP BKAR@FKD >KBIQAR® LO
PBSF@QL > BV @IMBQBFSJ>0HBQMI>E

d *GD3> B6M>B>06>DC D7?:8lkH 1RF@NIBE@ SBOFKD QEEP@P
LC MO\R@ ABBILMJIBKQ TEFIB MOFAFKD @RPQLIZREI>V
FISLISB EG>8: H@>BB>CEEB® > KB MQAR@ FP MBKEFEBO
QE>K QBEXrIC QEBL@VIBQBFLK QL J>UFJBWOGK) 4EFP L?@BF5
TLRIA TLOH €O > PJ>Il 2RPFKBPPQE @RPQLJBOP TEB300B

L?GRDFAEP JRPQ ?BLOJRI>QB ?BCB > MOF @ FKD@EED
@K ?B PBIBDRB

OEFIFMLOIBO >KABSFK >KB +BIIBO->0 HBQFKD
>K>DBJBK Q 5MMBO 3>AAIB BES* 0 B>OPLK OBKQFE
(>l

$>K> .F@LIBQ> >P@R >KABKKEE % #IT %PPBRF>IPQ
->OHBQFKD ->PLK /(! QLJF@ $LD OR?IFPEFKD

N

#E>MQBO  ->GBQFKD@SQB X



@K@OKB TFQE NR>(¥ RKFNRBKBPP >KAGRBQEBO QE>K
MOMB@ LT BSBO> MOAR@R FJ>DB >KA NROFJRPQ T>O8KQ QEB
EFE MOB@

d -161JH FID 76H:9 D72:81>K:H 5 PB\ QL JFKFIFBVWQEB FIM:EC
@JIMBQBLOP [BOKJBKQ LO @E>KKBI JBJ?BOP >KA GLFA >
P>IBP ABIFKB QEBPB I@IGEP >B @>@MSCGQEBO QE>K
MQ>@FS PL QEBPELRIA ?B >ALM®BE.O QEB PEQ@BOJ LI
3J>11 ?RPFKBPPBP JRPQ ?B >?IB QBQB)EB BP LC QEBFONB0

J>OHBQ

Pricing Stategy

/K@B QEB MOF@FKIEPEMB>B PE) > PJ>Il 2RPFKBPP JRPQBBJIFKB
> MOF@FKD®BED4EB PJ>Il ?2RPFKBPPTKBO @K @KPFABO >OFRY
LC >MMO@EBP $FEREQ MOF@FKDPQ@>PB MOF@FKDBRQBDB
MOF@FKBEBIBLAA MOF@FKD >KADDBIEF@ MOF@FKRFRDRAPB
EBB X DBKBS QEARFLK>I MOF@FEQBEEP @& >IPL 7B >MMIKBL
QEB LKIFKB BRIKJBKQ  ( LT DLLAP >KA PESF@&P >B MOB@®QBIIP
@KPRJBOP > ILQ >?LRQ TESOL BVED) QO > PJ>I| ?2RPFKBPP

Dis@munt Ricing

I P>l ?RPFKBPP JABQ @ELLPB9>H8DJCEG>8>CRQ)BN FCT

*RAV 3QERPP >KA 24JLKA &0Q.PQ % ->GBQFKD 5MMBO
3>AAIB 2FBO.* 0 B>OPLK OBKQFE( >l

$F>KB 7>QHFKP? EE>Q P $FPIGRKQ 00F @FKIBRBY
#EQK @J >@@BPPE $B@J?BO
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FP ILLHFKD QL A0BSF@ >KA P>IBP RELEBOJ LO ECTRKQP QL 7B
MBOJ>KBRYV PBK >P QEB>RB IBABO FK >K FKARPQO$FPERKQ
MOF@FKD FPARFBE @RPQLJBOP TELV?RK I50B NR>REFBP
@RPQLJBOP TEL YRAROFKDGIMB>H QFJBPPB-PLK>I MOLQFLKP
RPR QL FKB®B QUF@ >KADHH A:69%G MQAR@P QB> >B
AFPI@RKQB QL DB @RPQLJIBOP FK QEB ALLO FK QEB ELYBBJEH
>IPL ?R/ JLOB MDGR>?IB MBR@P $FPERKQ MOF@FKD?® RPB FK
QEB LKIFKB BRIKJBK Q FK VP PFJFI>0 QL ?0K@&HLO Q>0 P@R
)C QEB ARREQFKD FP PELUBOJ FBKQLYU @K ?B BAR@A >KA
BSBKRBP FK@SPB\ QBJMLEOM K FIMLOQ>K) AFPSAKQ>DB
ELTBSBO FP QE» @RPQLJBORBK >PPL@B>IT MOF®TRQE IT
NR>I& M>QF@RMGC > 2®A K>JB FP RKC>JFIFEFP@RKQ MOF@FKD
PQBY @RIA IBA QL > MAR@ LO > PBE@® ?BFKD M@EFBA >P
ILT NR>IEY !IlPL MOFER@AR@FLKP>® ?B B-PRI J>Q@BB?V QEB
@JMBQBFLK BIFJFRFKD 3K?RQ QEB-BFBPQ SAKQ>DB

PJ>II?RPFKBPP @E@J AFP@RKQ MOF@FKD
PQMBY E QJI

2F@HRDIB WARPQOOF @FKDSEBEC #EQK @.J
>@BPPRB $B@J?BO PJ>Il ?RPFKBPP @E@.J
FKARPYMOF@FKD®E® E QU

$F>KB 7>QHFKP7 EE>Q P $FPIGRKQ 00F @FKIZRBY ¢
#EQK @J >@@PPRB $B@J?BO

PJ>II?RPFKBPP @E@J AFP@RKQ MOF@FKD
PQMBY E QJI

$F>KB 7>QHFKP7 EE>Q P $FPIGRKQ 00F @FKIZRBY ¢
#EQK @) >@@PPB $B@J?BO

PJ>II ?RPFKBPP @E@.J AFP@RKQ MOF@FKD
PQE)BY E QJI
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Cost-Bas# Ricing

DHI 76H:9 EG>8>CEP > B PFIMIB >MMERE ! @IM>KV EDREP
LRQ EI JR@E © @PQP QL JB{> MDAR@ LO ABIBS > PEB@®>KA
QEBK REP QEB MBP@>AAFKD > ME) QL QERR® &LOWBIMIB FC
R @PQP > PJ>Il QLI>KRC>@RBO QL J>HB P PFDBRE PQREA
>KFJ> Q>HFKD @K >@RKQ EBA >KA SOF>?IB LBQP>KA QEB
@JIM>KV T>KQP > MB@BKQ MAIQ MBO RKFEB MBR® QEBQ>FIBO
TFII 7B

#LPQ ?>PB. MOF@FKD B® 8>PV QL RPBQ)FPIEJF?IB >IILTFKD
AFBBKQ MAE) MEBKQ>DBP QL ?B >AABL ABBKQ MAR® IFKBP
SILTP @O BPV MOB@AGRPQJBR FAR®P DL RM LOTAL >KA FP
PFIMIB QL>ERRISB /K QEB ATKPFAB I@Q ?>PR MOF@FKD ABKLO
MQAR@ ABJ>KA TEX) QEBLEMBQBFLK FP ALFKIERVOF@FKD >KA
MLPEFLKFKD >KMCSFABP KL FRI®FSCO @PQ BE@FBK@FBP

Prestige Ricing

*G:HI>< EG>8>C<DG EB>JB EG>8>C< Q>MP €K QEB ?BIFBC@E>

EFE MOBAB >KP EAP NR>I/ IQELRIE QEFFBOQFLKPEFMAPQP FK
J>KV FKPQ>B@® ® FP KLQ QORB FK>PBR@ LKBQEBIBPP BRRDFDB
MOF@FKD-FRHQBN ?>PR LK QEB NBOFPB QE> @KPRJBOP TFIBBI

BLPQ ">PB\ 0OF@FRKB>II " RPFKBPFLQBP >@PPE
$B@J?BO T TT PJ>II?RPFKBPPKLQBP @
J>OHBQFKDMRCO?RPFKBP@LPQ ?>PB MOF@FKQIE
BAEB ( FIEP KA ,L TP LC #LPQ ">PB 00F @ RK&FLK>
->@HBKWFB |RDRPQ $B@J?BO
TLK>J>@BKWFB.® RMOF@FKD PQBNQEB EFIEP
>KAILTP L C @PQ ?>PB MOF@FKDIE
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QE® MAR@P ?BIL > M>@F@RI>0 BUF®ESB FKEOFLO NRMBKA
TFIl KLQ @SBV > ABPEA PQORP >KA FIJ>RB ! PJ>Il @EFIABK®
@ILQEFKD FER)QES @OOFBP MKDLM OQEB IFKB JB@E>KAFPR RIA
RPB > MSPQFDB MOF@FKIBBGILQEFKD COQEFP PQRALRIA ?B
PEBBK >P ESFKD > EEBO MEBFBA SIRB QE>K @ILQEFKD-S@ VR
?RQ MESMP @M>0>?IB FK SIRB QL @ILQEFKD COLLIFKDA>IBR
. LAPQQ LO . BFJ>K ->0 @RP

0BPQFDB MOF@RKIB @ BB@AS>Q FIMCSFKD XA FABRE/
FK > MX@IF@RI>0 #8Q (LT BSBOR FP KLYMFE@V RPB TEBK QEED
FP AB@) @MBQBFLK 28RPB PR@HE.JWMBQOFLK QBKAP QISE>
ALTKT >Q\ BB@ LK MOF@FKD SKFNRRE@P RPRYIESB QEB ?BPQ
@E>KELC PR@BAFKD TGE MEPQFDB MOF@FKD

Even-Qld Ricing

IIPL HKLTK >P QEBKFKB >KARQ B@B@xr :K:C D99 EG>8>C&K 7B
RPE QL @JRKF@QB NRX¥ LO SIRB ) >PPRJBP QB>@KPRJBOP

$>K> .F@LIBQ> >P@R >KABKKEE % #IT %PPBRF>IPQ
>OHBQFKD ->PLK /(! QLJF@ $LD OR?IFPEFKD
FP>->DILEC B E>Q P 0BJFRJ 00OF@FKREQBY ¢
#EQK @J >@@PPRB $B@J?BO
PJ>II ?RPFKBPP @E@.J MOBJFRJ MOF@FKD
PQMBY  EQJI
)S>K> 4\VILOb 00F@FKREQBBBP R #>K JIJMIBIBK Q
2FEQ .LTc'RDRPQ  >@ @PPE $B@J?BO
3J>I1" RPFKBPREBKAP PJ>IPFWBRAP @

MOF@FKD PQBBBP YR @K FIMIBJBKQ OFED
KLT EQJI
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>@ KLQ MBBE@Y OQFLK>I TEF@E FP QORB %JLQWEK>MIR@E
I>BOIOB FK @PRJIBO ?BESFLO QE>KAFLKQF

%BK KRJ?BOBA MOF@FKD L@QQFED PBIIFKD BOF@ TELIB
KRJ?BOP B D @KSBVP > EFEBONR>IRY FJ>DB ! PJ>Il EFE
BKA [FQ PELMLO B>JMIB TLRIA RPB 88K MOF@FKD ILPQ FC KLQ
>l P MAR@P TBE LAA KRJ?BBA MOE® B D RPBA CO
MQAR@P QB»>BLK P>IB /AA KRI?BOBA MOB® FS @KPRJBOP QEB
FIMBPPFLK QE:QBB>B DEDFKD > B€) SIRB ) FP > MRELILE@
B@B@ TRE KL ?>PFP FKA® RQ® ALBP TH FK M@F®

Geographic Ficing

3LJB PJ>Il @LIM>KFBP TFIl RPB<D<GBE=>8 EG>8>@RQE)BY 4EFP
MOF@FKD-@BED Q>BP QEB DBGMEF@ @ LK C > @RPQLIBADEK
@KPFABQFLK QEBQ@FLK>IB ?BFKD QEXPQOF?RQFKKFIGBEPB
MQAR@ ABIB®Y @PQP >KA QERP QEBQ@ QEB MER@  4>BP
QEB I@Q C >SB@FPFKLIJ@BQBLOP TEL ?BKELAO DL SBOKJIBKQ
PR?PFAFBRKEBRIBO ABJ>KA ABBK®@P FKI@®QPC IFSFKD >KA QEB
DBKBSl @PQ C ALFKD ?RPFKBPB bQEBO @I@P QE>BRBO EK
QEB ABFPFLK QL RPBDUBMEF@ MOF@BKD ?RPFKBPPBP QEPBI
LRQPFAB QEB GBF3Q®BP TRIA IFEN BKE@RKQBO QEB BB CO
DB.DGMEF@ MOF@FKD 4EBBEPQRIEQ >IPL ?B >MMIORB TEBK
PBIIFKD FK &RBKQ P@BP

Key Takeaways

d ->0HBQFKD FP QEB/LK®FSF QE® DBKBQBPESBKRB 0 JLPQ

$>K> .F@LIBQ> >P@R >KABKKEDE % #IT %PPBRF>IPQ
->OHBQFKD ->PLK /( ! QLJF@ $LD OR?IFPEFKD
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PJ>Il 2RPFKBPPBP

d OOFE>@)RKQPLD BSBKRB

d $BQBOJFKFKD > NBOE@OP MAR@P LO PSE@P FP LKBQL QEB
JLPQ FIMLQ>K) ABFPFLKP QBPJ>Il ?RPFKBPP TFIl BH

d 4EB® >® J>KV C>@LOP BKSBA FK @ELLPFKD QEB@MDF@FKD
PQBY

d ( >SFKD QEBNBPQ MEH® KLYRF@V > PQBD MLRFFLKLO
PJ>Il ?2RPFKBPPBP

d OOF@FKD L@FEP PELRIA 7B @QR ?BC®B > MOF @FKDPEED
FP PB@B

d )K DBKBE QOARFLK>I MOF@FKQBEEP & ?B >MMIRE)L QEB
LKIFKB B8FIKJBK Q

d $FPERKQ MOF@FKPQ®@>PR MOF@FKBRAFDB MOF@SHHO B
LAA MOF@FKD >KADBB/EF@ MOF @ BRIOKR FKD@EEBP QB>
@K ?B @KPFAER ?V > PJ>Il ?RPFKBPP

d ( LT DLLAP >KA PEEF@P >B MOB@QBIIPI@PRJIBOP > ILQ >?LRQ
TE>Q QLBVED QO > PJ>Il 2RPFKBPP

Marketing State and Plae

. L J> @BO HLD®>Q > MAR@ LO > PBE@® J>V ?B @RPQLJBOP
@KKLQ ?R B RKIBPBFP J>ABSFI>?IB QL QEBJ LKIIRKA LO LKIFKB
LO ?LQE 4EFP FP QHB KT QEBA68:0 FK QEB JSBQFKD JFQL DB

> MOAR@ LO > PBEB®QL QEB @) J>BBQ 8 > B-PLK>?IB @Q >KA
>Q QEB GEDQFJB #E>KKBIEIAFPQOF?RQFLK JRPQ BRBRBIBA QEB
ME/PE@AFPQOF?RQFELEILAP JRPQ ?B J>K>BB
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Channels of Distribution

I PJ>11 ?RPFKBPP J¥ @ELLPB QEBB@DBQ>FI TELIBP>IB @ LO

EV?0FA @E>KKBKPDBKB®) ?RPFKBPP QL ?RPFKBPP AFPQOF?RQFLK

@E>KKBIP MBIl QELPBAL.?RPFKBPP QLK®RJIBO "# ?RPFKBPPBP
=6CC:AHD, >HIG>73DC

Direct Channel

->K V PJ>Il ?RPFKBPPBP RPB @EBI 8=6CC:A 4EB AFBA) @E>KKBI
FISLISBP PBIIFKD B@V QL QEBFK>I @PRJBO TRE KL
>0:GB:9>6G>H BQ>FIBOP >KA TELIBP>IBOP >IPLTKHK:P
JFAAIBJBK FK QEB M@PP 4EB AB@) @E>KKBI IMBABP @ILPB
@KQ>@ TRE QEB @RPQLJBO >KA ORPDELC >l >PMEP EI>QB
QL QEB JSBQFKDQ@ > @M>KVR MOAR@P 4EB 3RD>0 ">BY
3 TBBQ 3ELM FK %>PQEBK #LKKB@F@RGKKBO € QEB &LLA
.BQLHR b #RM@H 7 >OPc RPBP QEEBBAFP@E>KKBI >P ALBP
QEB IL® C>0JBO TEBK PBIIFKD @®RRA BDE)>?IBP QL QEB:HL@
MLMRIQFLK -F@E>BI $BIl PQBA.RQ ¥ PBIIFKDL@IRQBOP IOEFP

$>K> .F@LIBQ> >P@R >KABKKEE % #ILT %PPBRF>IPQL
->OHBQFKD ->PLK /(! QLJF@ $LD OR?IFPEFKD

X#E>MQBO  ->GBQFKD@SQBY



ALOJ QLJ >KA QEB CRKABOP @ .>KQR@® .B@>OP ?BD>K QEBFO
?RPFKBPPV?PBIIFKD QEBFO ELJBPBA CORFAOFKHP QL @BOP FK

. >KQR@ (>0?LO->K V "" PBIIBOP >IPL RPB QEB B@O@E>KKBI
#LKPLIFA®B. )XARPQOFBR@) IO BJ>JMIB PBIIP EBIREIBO P
AFB@V QL BHOPHV IF@SD) >KA >FXB MEP AB@Y QL "LBFKD
3BB #E>MQBO 4EB "RPFKBPPIXKC @O JLCB FKMJI>QFLK LK
#LKPLIFA®B )X ARPQOFBR®)

Retail Channel

>K V PJ>Il ?RPFKBPPBP \I>@ELLPB QL IMAB@ LO J>KRC>@RB
MQAR@P >KA AFPQOF?RQB QEBJFIBUIFOP>IB 4EFP RKEFARD
>K>C9>@| 8=6CC:A ?B@RPB QEBBQ>FIBO FP >K:GB:9>6GN
?BQ BBK QEB MOR@O LO J>KRCERBO >KA QEFFIC| @PRJIBO
)C > PJ>Il ?2RPFKBPP QE>HBP LKB LC> HFKA E>KA@@B MFERBD
C&JIBP PBIIP P GOBP QL > MER@BCOJFKD ?RPFKBPP QHESK QROK
PBIIP QEB0BP QL 6P @RPQLJBOP QERRTB >K B>JMIB LC RPFKD
QEB BD>FI @E>KKBI 'K LKIFKB ?RPFKBRPPGEP MER@P J>AB ¥
PESBG| MOAR@OP LO J>KROSRBOP TRIA >IPL ?B RPFKD QBBR>F|
@E>KKBI_>KATRIA ?B @IIBA >K B Q>FIBO

Wholesale Channel

1 =DA:H6A:B>@ >IPL>C:GB:9>6G>:H ! TELIBP>IBO FP>b;I>MB LO
PJ>ll< ?RPFKBPP QEPBIIP QB@-FIBORLKQS@LOP LO LQEBGIEP
LC ?RPFKBPPBB@IRAFKD C>0JRQ KLQ QL QEB DBKRIR?IF@O

>Q IBPQ KLQ FK\SIRFDKFEKQ >JLRKQc ! PJ>Il 2RPFKBPP Q&>

b- LKQEV 'KKR>I7 ELIBP>IB ®&AB $BEKGFLKP53

#E>MQBO  ->@®BQFKDQ@SQBY X



@ELLPBP QL RPB TELIBP>IBOP FP >IPL RPEIEIKB=6CC:A LC
AFPQOF?RQFLFK® > TELIBP>IBO JBP PBKPB TEBK > ?RPFKBPP
J>HBP > MAR@ QEY» ® T>KQP QL PBIl FK MKPQIEP QE3 TLRIA
KLQ ?B BPM LO @SBKFBRV B>@E>?IB QERIE QEB AB@) @E>KKBI
LO QEBBQ>FI @E>KKBI &LOBIIB +QEIBK +FKBaPJ>Il DLROJE)
2>HBA DLLAP @M>KV KLT HKLTK >P 4>QP ">HB 3ELMB>OKP JR@E
LC @P >KKR>BSBKRB @O QEB TELIBP>IB AFPQOF?RQEIGPL?>BA
DLLAP QL >MM@FJ>QBV LKB ERKABA DLROJE) PELMP LK ,LKP)>KA
FK .BT 9 LOH #RY >KA FK LQEBO ©8P

IIQELRIE >KV PJ>Il ?RPFKBPP QERPBP TELIBP>IBOP TFB BB
@AR@FLK FK M®) QEBO>@ PBBCGI >AS>KQ>DBP QL TELIBP>IFKD
&LO B>JMIB TELIBP>IBOP BG-?IB QL PBIl >KA IMOQB QL JL(B
@RPQLJBOR) > BAR@A @PQ QEB@K ABIFBO JLB NRF@HQL
?RVBOP ?@RPB TELIBP>IBOPB>@ILPBO QL QEBJ >KA TELIBP>IBOP
@K FISBKQLY MDAR@P QEB® BAR@FKDIBKQLY @PQP >KA OFPHP
QL QEBFO PRMMIFBOP >KA @RPQBJBIDPRPFKBPPBP QEMA\R@
LKIV LKB LO >BT MQAR@P I@JLKI V RPB QEB TELIBP>IB @E>KKBI
LC AFPQOF?RQEQCR LR@B JV KLQ ?B MI>@FKBBOP CDQEB
PJ>Il ?RPFKBPP @RPB @ FP KLQ HHKL 4EB TELIBP>IBO® MRQ QEB
MQAR®@ FK OKD IC QEBJ

#BKPRP R®>R / @L?BO >@BPPR $B@J?BO

T TT @KPRP [BTELIBP>IB ABCFKBFLKPEI
$>K> .F@LIBQ> >P@R >KABKKEE % #IT %PPBRF>IPQ
->OHBQFKD ->PLK /( ! QLJF@ $LD OR?IFPEFKD

( BO MOR@P @ ?B SFBBA LKIFKB ®
TTT QOBP?BPELM (@
OEFIFMLOIBO >KABSFK BIIBO->0 HBQFKD ->K>DBJBR
5MMBO 3>AAIB 2BS.* 0 B>OPLK OBKQFE( >I
A

*BC ->ARC )KQDAR@FLK QLRPFKBPBQ ORI -.
0>C-AFDJ OR?IFPEFKD

X#E>MQBO  ->GBQFKD@SQBE



Multichannel Distribution

| PI>Il ?RPFKBPP J¥ @ELLPB B JA>8=6CC:A 9>HIG>EDC HNHI:B
DG N7G>9 8=6CC:MEFP @E>KKBI LMQFLK RRABECQILCB @E>KKBIP
LC AFPQOF?RQFLB>@EQKB LO JI®@RPQLJIBO PBDJEK TBOFKD
@RPQLJIBOP JRIQFMIBGNROB >KALBRKF@QFLK LMQFLKP 4EB
JRIQF@E>KKBI >MMOE CBOP QERFIMLQ>Q >5>KQ>DBP

#HC8G6H:9 B6G @ 8D K:G6<: - LM @RPQLIBOMB>AIB QL PELM
@O > @M>KVR MDAR@ FK JLB MI>@8P >KA @RPQLJBOP TEL
2RV FK JL@ QE>K LKB @E>KKEB+@BK JLB MOGQ>?IB QE>K
LKB @E>KKBI @RPQLJBOP

&[L :G 8=6CC:A 8DHI3BIIFKD ¥ MELKB LO LKIFKB FP@IBB QE>K
PBIIFKD SF> MBOPLK9BERFPJ>I| @RPQLIBOP

' DG8JHIDB>0:9 H:AA>C¢ QB@EKBEP>IBPLO@ @RIA ?B

>AAB\ QL PBII JL8 @IMIBU BNRFMJBR)

4EB EV?0FA >MM®@E TOHP TBIl CO PJ>Il ?RPFKBPPBRQ®® ">HB
3ELM PBIIP AB@V QHARLE P PQRGFK 3LRQE>JMQLKBT 9 LH
>KA LKIFKB Q PBIIP FKBEQY QL DLROJB BQ>FIBOP PR@E RIP>Q
>KA MFBFK #E>MNMR> BT 9LOH QHMRLE P TELIBP>IBOP @
MBPQROKQP >IPL RPB QEB JRIQF@E>KKRI>@BVTEBK @RPQLIBOP

OEFIFMLRQIBO >KABSFK BIIBO->0 HBQFKD ->K>DBJBR)
5MMBO 3>AAIB 2BS.* 0 B>OPLK 0BKQH&( >l

$ >K>.F@IBQ> >P@R >KABKKE)E % #IIL
%PPBRIF>IPQ.->0HBQFKD ->PLK /(! QLJF@ $LD
OR?IFPEFKD
OEFIFMLQIBO >KABSFK BIIBO->0 HBQFKD ->K>DBJBR
5MMBO 3>AAIB 2BS.* 0 B>OPLK 0BKQHR&( >l

#E>MQBO  ->GBQFKD@SQBU X



@K L@BO LKIFKB LOY MELKB >KA QEBK MF@H RM.IQEBQCQEB
BPQROKQ

Physial Distribution (Logistics)

* =NH>86A 9>HIG>DC AD<>HI>8FISLISBP bll QEB @ SFBP SKSBA
FK QEB MEF@ QLT >KA PQLSDB IC J>QBOF>IP PHIREPEBDLLAP
>KA EKFPBBDLLAP QL @RPQLJBOP FK > J>KKBDRPES@FBK>KA
@PQ BB@M%x ,LDFPQF@K @8 MBQOJBA ?V QEB MAR@O LO
QEB J>KRC®BOFIQBOJBF>OFBP LO QEB @RPSBIBPAFKD LK QEB
OFEQ ILBPQF@P PLIRQFLK 7B QEB ABMKQFILO QB> MRQP >
@JIM>KV >EBA LC 6P @MBQBFLK LD FPQF@B @IES>KQ QL ?LQE
LKIFKB >KA LKDBKA @IM>KFBP

4EB @PQP C ILFPQF @K @@ RKQ [0 >P JR@E >P " MBO@KQ
LC > @M>KVR DOPP BSBKRBP PL 3KJLKBV QE® @K ?B PSBA
@K IBA QL JL®B >@.OA\>?1B MOAR@PLO® @KPRJIBOP >KA FKEBIPB\
MQGR>?R¥ 4EB @PQP TFII>®& A/ PBBGI C>@.OPBD FKARPQO
PRADLO@JIM>KV IL@QFLK >KAL@V>KV PFBV 2BQ>FIBOP QHEBO >
TFAB >PPI@BKQ IC MGAR@P TFIl PMBKA JBAK ILOFPQF @ RFPB
QEKPMLQ®OFLK >KA PODB @PQP TFIl FKRERB >P QEB KRJ?B L
@OORBVOAR@P FKBOBP

$>K> .F@LIBQ> >P@R >KABKKERE % #IT %PPBBF>IPQ
->OHBQFKD ->PLK /(! QLJF@ $LD OR?IFPEFKD

*BKKFED .F@ELIPRFAB QL - KPMLQ®FLK >KA ,LBPQF@P
#LIM>KFBP IO I>I1 " RPFKBRP RPFKBPR.J&>@@PPB
$B@J?BO T TT ?RPFKBPR@DRFABRLD FPQF@P
J>K>DBJBKQ COPJ>Il ?RPFKBPP

$>K> .F@LIBQ> >P@R >KABKKEE % #IT %PPBRF>IPQ

X#E>MQBO  ->GBQFKD@SQBE



&D<>HI>8H KX I|=: ; DAADC< ;DJG EG>B6G ;JC8I>DCH
IGGCHEDGIEDC L6G=DJH>C< >RCIDGN 8DOGDA 6C9 D&BG
E®8:HH>C<

. BCHEDGISDC 4EB QSKPMLQ®FLK @EBRAO0 > PJ>l
?RPFKBPP TFII@BOJFKB TEBEBO MER@P TFIl >O858 QEBFO
ABPQFRFLK FK DLLAKBRFLK >KA LK QFIBOKPMLQOFLK
@PQP TFIl FKEEFB MG\R@ MOB @EB @ELB®FK@IRAB QOR@H
O-Fl >FO>QBOKA MFMBIFKB 4EB Q>3IB@HE>0C-@BOFPQR@P L
$FBBKQ - LABP IC D-KPMLQQFLK?BILT @.JM>CBP QEBPB
Q@ELM® 4EB PBIB)FLKC QEB ?BPQ JLAB LOJ®K>QFLKC
QEKPMLQ®OFLK JLABP ABMBKAP LKSOS® LC C>qROP
FK@IRAFKLP@ PNEB >MMOVOFRBKBPRC QEBAYB IC DLLA
ABMBKA>?RIF>KA >@BPPF?&¥F || QEBPB QEFKDP TRBED
@RPQLJIBGIRB >KA @RPQLIBQPPCIEAK

1 6G=DJH>C< 0QAR@OP >KA J>KRCOBBOP JRPQ PBLO
DLLAP ?BQB QEB >B PLIA ?E®RPB MAR@FLK >KA
@KPRIMQFLK-@N J> Q@E 3LJB FBBKQLY J>V ?B BMQG LO
KB>0 QEB MIFIC MAAR@FLK LO J>KRGI®® ?RQ QEBRPQ FP
IL@QB FK >@ELRPBP 3LJB FMGELRPBP >IPL MEFAB

>PPBJ?V M>@HFRD >KA MIOLQFLK>| AFPMI@KPQORELK
PBSF@Pe>Il CO > BB LC @ROPB

#CK:C IDGN 8DAGDA #CK:C IDGN 8DAGDAFP >?LRQ BKPROFKQ QE>

>0 HBQFKD ->PLK /(! QLJF@ $LD OR?IFPEFKD

$>K> .F@LIBQ> >P@R >KABKKEQE % #IT %PPBRF>IPQ
>OHBQFKD ->PLK /(! QLJF@ $LD OR?IFPEFKD

OEFIFMLQIBO >KABSFK BIIBO->0 HBQFKD ->K>DBJBR
5MMBO 3>AAIB 2BGS.* 0 B>OPLK OBKQH&E( >II

#E>MQBO  ->GBQFKD@SQBE X



DLLAP >B TEB® @RPQLJBOPRQ QEBJ TEBK QEBI>KQ QEBJ
)K LQEBOMAP B FP >?LRQFAFKD QHERS) IC PQL@HRRBFLK
QE® FADSBP @RPQLJIBAPIIPRPFKBPP TKBOP JRPQ
RKABOPQ>KATEIR@E FISBKQLY TFIl ?B KBABA QL >AABPP
QEBFO @RPQLIB@AR KB > QFJIBI ?>PFP >KAPQEB >MMWIDB
@PQQEFKH MOF@FKDEEQO FIE FISBKQLOFBPB-RKABPF@IB
?B@RPB QBEBJ>V IB>A QL L?PLIBB MAR@P ABMOPR P>IBP C
KBT JLABIP >KA IFNRFRFLK MBP@ES J>V @E>KDB @RPQLJIBO
BUMBID®FLKP FK QEB GRQR&J>II ?RPFKBPPBP PELRIA QERKH L
FISBKQLY >P > T>PQFKD >FPB ALBP KLQ FIMEB TRQE QFJB

>KA FK CQarm.JIBP IBPP SIR>?IB TRE BBY AV QEQ
M>PPBP_Q>HFKD RMBPMAGFK @ROOFKD HBBQ ML BO
E>KAIFKD >KAGRBPQ @MEP %Y AV QES PELP FISBKQLY
>KA KL P>IBP TFIl >IPL PEKL MQ.GQ 4EB DL>I FP QBB
FISBKQLY >P IIT >P MLPPF?IB

)G9:G E@8:HH>C<  %BW PJ>Il 2RPFKBPP PELRIAKR QL
PELQBK QEB BI>MRBFJB 7B BBK >K LOBTaB@FMQ ABCS

>KA M¥JBKQ !IQELRBE QEE®>® WMF@V JRIQFMIB PQBMP
FISLISBA QEBE>IKY FP QB>QEB ILKDBO QE®I® QEBTIBO QEB
@RPQLIBOROFPAEAK QEB EBD QER.@I>KVE @PQP >KA
QEB IL BO QEAL@1>KVR MDGQP @8>JIFKFKD QEBIMBPP

$>K> .F@LIBQ> >P@R >KABKKEE % #II %PPBRF>IPQ
->OHBQFKD ->PLK /(! QLJF@ $LD OR?IFPEFKD

b(LT QL 2RK > 3>I1 " RPFKBPKIBKQLY ->K>DBJBK &
3Q>QRM>QFLK ,# >@dBPPB $B@J?BO

TTT PQXQRMIQFLKI@ ?RPFKBPP >QF@IBP ! 4
=) KSBKQLE® DQ >PM

OEFIFMLQIBO >KABSFK BIIBO->0 HBQFKD ->K>DBJBR
5MMBO 3>AAIB 2BS.* 0 B>OPLK 0BKQFE( >II

X#E>MQBO  ->GBQFKD@SQBE



PELRIA ?B > MOFQOF

=6G 68I:G>HI>8H;D >;;:G:CI' D9:HD . GGCHEDGI&DC

*:G8:Cl6<:D;
' D9: . DIGA DHI -E:9  *GD9J8l M6B EA:H
. @CHEDGI&DC
) #L>1 PQLKB BIBKQ LFI
2>Fl BAFRJ ,L TBO DOFK IRJ?BC>KA @OP
OBOFPE>?IBP @ILQEFKD
40R@H ( FEBO ( FEEBO CRORRB >KA
>MMIF>1B@
/FI D>P @EBJE@ >KA
OFMBIFKB LTBO LT @>! >P > PBJAGFA
#L>1 PQLKB BIBKQ LFI
7>QBO ( FE LT DGFK >KA &P
*BT BIY MBOFPE>?IBP
IFO ( FE ( FE BIBADOKF@P TFKB >KA

PMFQF

- B6AA 7JH>C:HH:H 6GEGH:CI:9 >C :68=D; I=: EG D9J8I :M6B EA:H
<KC

3LR@B FK QEBICKLQBP

4EB® >B PEBC| QEFKDP QEJ>Il ?RPFKBPPBR @L QL FK@®B QEB
BO-@FBK@KA QEB B@EFSKBPP C QEBFO FEF@P&LO B>IMIB

> ?RPFKBPPH@PBIRD > ILBPQF@BMBKY QES FP FKARPRUIE F®
BD TFKB LO @ILQEFK@®RBB QE» @M>KV TFIl RKABOPQ>KA QEB

IASMQB CQJ $ >K> .F@LIBQ> >P@R >KABKKEE % #IL
%PPBBF>IPQ->0HBQFKD ->PLK /(! QLJF@ $LD
OR?IFPEFKD

*BKKFED .F@ELIPRFAB QL ©KPMLOSQFLK >KA ,LEPQF@P
#LIM>KFBP IO I>I1 " RPFKBRP RPFKBPR.I&>@@PPRB
$B@J?BO T TT ?RPFKBPR@DRFABRLD FPQF@P
J>K>DBJBK Q COPJ>Il ?RPFKBPP

#E>MQBO  ->GBQFKD@SQBU X



PEFMMFKDBAB IC QEB MER@P LO RPB PJ>Il ?RPFKBPFRQB@P
PBSF@P A0 503 LO &B A%U

LDFPQF@P J>K>DB@BKIPL FK@IRABP PRI@E>FK J>K>DBJEK
4EFP FP QEEBRP C#E>MQBO  IRVIMI #E>FK ->K>DBJBKQC

Pla@ and the \&bsite

&LO PJ>Il ?RPFKBPPBP @PEBII LKIFKB LO ELMB QL PBII LKIFKB QEB
@JIM>KV TB?PBB MI>®Pc QEB MMR@ LO QEB BBE@FK QEB E>KAP

LC QEB @RPQLIBO- (BPRIQ QHEBSB PBBG| AB@FPFLKP QERPQ

2B J>AB QL C>@¥¥B QEB M@PP PL QB>@RPQLIBOK @SB > DLLA
LKIFKB BMBOFEK@ >KA ?B IBPP FK@K&RB >?>KALK QEBFO PELMMFKD
@Q@P >KA 5B QEB PB TEELRQ J>HFKD > NGE>PB

d :I1:G HDGI>C< 6C9 H:6@=>C<->H B ® BPFBQ.CG PELMMBOP QL
GKA TES QBEB>® ILLHFKDLO

d ' JA>7GCY 8DB7>CE>DCH >C 6 H¥C86GI )C JRIQFMIBSIAP
>@ @OORBJ>HB © MLPPF?IB QKB PELMMFKD@P >@PP
20-KAP >KA >MMMOILQFLKP LK QEB BRO@@®

d ABGIN DC EG>8: 6C9 9:A:GN Gl: 0OFEP >KA ABIBS GQBP
PELRIA ?B J>GBA @IBAV TFQE KL >J?FDR¥

d ' JA>EA: EGNB:C | DEI>DCHC BO JLM QE>K @&K) @AP 3BB
#E>MQBO b%RPFKBPP >KA % #LJJB@c .0 > AFP@RPPRLK L

IA>MQB. CDJ 3E>0>A 3FKIE b&FS 2BQ>FI )4 @KAP QL
7 >Q@E FK ¢ 2BQ>BRPQLJIB@UMBOFBKE®Y
$B@J?BO >@BPPB $B@J?BO

TTT BQ>FI@RPQLBBRUIBOFEK@J) >OQF@IB

&F8 CBQ>FI YQ®KAP QL TS-Q@E FK  * >K

- FJJBOJ>K 7 B?->OHBQFKD.O $RIJFBP KA BA

( L?LHBK .* 7FIBV A

X#E>MQBO  ->GBQFKD@ESQBE



Mx/JBKQ LMQFLKP

d =:8@ DJIDEI>DCHSL KLQ BNRFB®> @RPQLJIBO BLFPQBO
?BC®B @IMIBQFKD @&BRQ

d *GDK>9: 6 E®9J8I H:6G8= :C<>C: 4EB I>@BO >KA JLB
@JMIBU QEB MAR@ PBIB)FLK QEB JBO> MDAR@ PBADE
BKIFKB FP RBBA 3ELMMBOPRIGPECGRE ¥ MOAR@ K>JB
MQAR@ QMB MOF®OAR®@ SDOF?RQBP PR@EL® RFB/ LO
J> QBOF>| LO-K® BEEBO >ILKB LO EK2BK>QFLK

d .L D8A>8@H IDNJEB BT BO QEB KRI?BETL@IF@HP QLQRB
DB>QBO QEB @BK@E? > PELMMBO TFII AL GRRD QE>

d JHIDB:G HIJEEDGI /C BO @RPQLJBO PRMI\QERCELRQ QEB
?RVFKD M@BPP ->HB ) BPV QLI@IRKF@QB TOE > B>l
MBOPLK PMBII LRQ QEBIEK VR T>06KY BCRKA >KABQROK
MLIF@FBP BKPROB® >KA PB)RQF >KA IB PELMMBOP FKC
VLR MRQL@HFBP LK QEBEAMBQBOP

d JA>AA>C<OIEH )AB>IIV PBKA B@E @RPQLJIBO >K B J>FI
@KEOJIFKD TEBK QEBABD FR.@IIBQB BJFKA QEB PELMMBO
QL MOBKQEB IBO AB>FIP >KADMBAB > Q@HFKD KRJ?BOQJE
> AFB@) IFKH QL QE®@FBAB?PEB PL QE>QEB PELMMBR @
QIILT QEB MM®PP C PEFMJBK

- =DEE>C< 86G| 676CIDCB:C LO IBSFKD > B?PEB TOELRQ NEKD

>KV LC QEBQBJP FK QEB PELMMFEKI) @P PLIBEFKD QE>G@)P
>IILPQ BSBY XQBOKB BQ>FIBFK@IRAFKD PJ>Il ?RPFKBPPBR) #>0
>?>KALKJIBKQ BPQFQBPXXDB @O MBO @KQ QL MB@BKQ K
RKABOPQ>KAFKDTE/ PELMMBOFB>$?>KALKFKD QEBFM@ PELRIA
IB>A QL PLJB PBOFLRP QEFKHFKD ARRFRB ABPFDK >KA LMERK

4EB Q>?IB ?BIL DF8P B>JMIBP IC TEV PELMMBOP >?>KALK >

$FDR>| 7FKAI 3ELMMFKD 4EB ,LKDLROKB QL "RVac

- @'6BB K@ >@PPRB$B@J?BO

TTT J@>GBPER®@J RP OBPLR@PTEF QBM>MBOP
AFBE>I=TFKATL =PELMMFKD GPM

#E>MQBO  ->GBQFKDQISQBY X



MR@E>PB "®RPB PEFMMFKD FP QEB KRJ?BB>PKE DEV PELMMBOP
>?>KALK QEBFO PELMMPRDP@QEFKBCGE @®BCRY >?LRQ TE® QEB
PEFMMFKD @BFOTFII 2B

1 =N)CA>C: -=DEE:GH 76C9DC .=:>G -=DEE>C< 6GIH

( FIE PEFMMFKD @BFO

7 >KQB QL @M>OFPLK PELM

, >@HC JLKBV

7 >KQB QL ILLHI® > @RMLK

7 >KQB QL PELM@FKB

#LRIA KLQ EKA MEBBOBA M¥JBKQ LMQFLK
)QBJ T>P RKS>FI>?IB @ @EBHRQ

#LRIA KLQ EKA @RPQLJBO PRIQMLO
#LK@OKB >?LRQ RBRQFLC @A) @A AXQ>

Key Takeaways

d 5KABOPQ>KA @EMISEFP >?LRQ @E-KD QERLNR@ LO QEB
PBSF@QL QEB @R) J>3BQ TEBB @RPQLIBOPRQ ® TEBK
QEB T>KQ® >KA® >B>PLK>?IB @Q

d ! PJ>Il ?2RPFKBPP J% @ELLPB QEBRBED 8Q>FI TELIBP>IB
PBSF®@ LO E?0FA @E>KKBIP LO PLUBREK>QFLKC QEBPB
@E>KKBIP

*>K :FJIBOJ>K 7 B?->OHBQFKD.O $RJIJFBP KA BA

( L?LHBK .* 7FIB V

b$Fm)>| 7FKAD 3ELMMFKD 4EB ,LKDLROKB QL "RvVac

- @'6BB K@ >@PPRB$B@J?BO

TTT J@>GBPER®@J RP OBPLR@PTEF QBM>MBOP
AFBE>I=TFKATL =PELMMFKD GPM

X#E>MQBO  ->GBQFKD@SQBE



)K DBKBS " " AFPQOF?RQFLK @E>KKBHIBIXIELPBA" #
?RPFKBPPBP

4EB AFB@) @E>KKBISEKSBP PBIIFKD QL QE8>C@RPQLIBAYEF
KL FKQBOJBF>OFBFSEISEA

3BSF@®?RPFKBPPBP RPB QEREIE>KKBI NKPE@RPB
PBSF@P >B MBQOJBA >KA @KPRJBA >Q QEB P>JB QFJB

4EB ®Q>FI @E>KKBI BRREARD. FKABED ?R>RPB QEMBQ>FIBO FP
>K FIQBOJBF>Q ?BJ BBK QEB MBR@O LO J>KRCO®BO >KA
QEBRK>I @RPQLJBO

4EB TELIBP>IB @E>KKBI FP >IPL >K BE@DRE>KKBI 4EB
TELIBP>IBO FP MBA@BQ BBK QEB MBR@O LO J>KRCO®BO
>KA QEBEQ>FIBO

4EB JRIQF@E>KKBI AFPQOF?RQFLK PVRQBY @E>KKBI RPBP
QL LO JLOB @E>KKBIP @>@E LKB LO JLB@RPQLJIBO
PBDJBKQP

LD FPQF@B >2L.RQ D®FKD JOBOF>IP PEIREPBEDLLAP >KA
GKFPREDLLAP QL @RPQLIBAP@EBK >KA @PQ BB@)FEV
4EBV @K ?B E>KAIB ?V QEB MAR@O LO QEB J>KRQRBO
FIQBOJBF>OFBP LO QEB @RPQLJBO

LD FPQF@P FK@|R®BRF KB:QB QL T>-BELRPFKD
QEKPMLO®FLK ERKQLY @KQO >KA LABO M@BPPFKD 4EBPB
AB@FPFLKBBIES>KQ QL ?LQE LKIFKB >KA LKD® @IM>KFBP
7 B?PBBP Mi>>K FIMLQ>IQ OIB FK BI>@FKDc DLLAP >K/SP@P
FIQL QEB E>KARI@RPQLJIBOP

)Q FP FIMQSK QLEAR@ QEB KRJ?BOC @RPQLJIBOP TEL
>?>KALK QEBFO PELMMFRPGF B 88 QEB B?PBB TOELRQ
MR@E>PFKD QBBJP FK QEBFO PELMMERB @

3ELMMFKD-@ >?>KALKJBK) FPL@LK >JLKD LKIFKB
@BQ>FIBOP 3ELMMBOP >?>KALK OEBMG@ SOFY LC 8>PLKP
QEB JLPQ FIMIQ>IQ LKB ?BFKD EFPEFMMFKD @BFO

#E>MQBO  ->GBQFKD@SQBU X



Marketing Stategy and
Promotion

*GDBDI>DC QEB LRAE 0 FK QEB JHBRFKD JFU FP TKULO B
@JILKI V BBOBA QL >MB6G@>C< 8DBB JC>86>DCH->0 HBQFKD
@JIRKF@QFLKP>® ?B ABEKB >P bQEB JKP ¥ TEF@EFOJP
>@BJIMQ QL EKG MBOPR>AB >KBIBKA @RPQLJBOP B@EW LO
FKABEY >?LRQ QEB MMR@P >KA 2BAP QBB PBII K > PBKPB
J>OHBQFKD L@RKF@QFLKPBMIBPBIQ QEB LE@a IC QEBLE@M>KYV
>KA BP 26KAP >KA > JB>KP ¥ TEF@EXFEK BPQ>?IFPE > AF>ILDRB
>KA ?RFIA BPQFLKPEFMP QEF @PRJBOR >0 HBQFKD
@JIRKF@QFLKP BO>ll >?LRQ DBFKD QEBLGA LRQ >?LRQ >
@JIM>KVR MDAR@P >KA PBEEP ?E®RPB @RPQLIBOKIQQ 7R
TE>Q QBBAL KLQ HKL>?LRQ >KA FK QEBLIGEPP @SQFKD JLBLC
>@LT >V BIXQFLKPEFMJEE@RPQLIBOP QEsKGMF@LC QEB JLB
QOARFLK> KLQFLE MOLQFLK ! CRQEBOLE@MQR>OBEDFLK FP QEB
QBOJ>C:<G6I:9 B6G @>C< 8DBB JC>86>DCH # TEF@E FP bQEB
@LOAFKQFLK >KA BBDEQFLK C >l J>GBQFKDLE@RKF@QFLK QLLIP
>SBKRBP >KA PLEEP TREFK >L@M>KV FIQL > PRIIBPP MDGJ
ABPFDKBQL J>UFJFB/ QEB I@IRKF@QFLK FIMSELK @PRJIBOP
?RPFKBPPBP >KA LQEBO@RBK@FBP K LD>KFWQFLE ~ 3J>II
?RPFKBPPTKBOP PELRIA ?B C>JFIF>0 SKIC@Q>?IB TOE >Il QB

OEFIFMLQIBO >KASSFA >KB +BIIBO->0 HBQFKD
>K>DBJBK Q 5MMBO 3>AAIB BES* 0 B>OPLK OBKQFE
(>l

$>K> .F@LIBQ> >P@R >KABKKEE % #IT %PPBRF>IPQ
->OHBQFKD ->PLK /(! QLJF@ $LD OR?IFPEFKD
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QBOJP ?@RPB 8 IBPQ LKBT QEBJ TFII ?B QEB ?>PERBKSBOPQFLKP
TFQE BKALOP BJMNBBP >KA LQEBO ?RPFKBPABFPBIBO COJ >
PJ>Il ?2RPFKBPP J>K>DBJEXMBOPEBES )- # PELRIA ?B QEB DRFAFKD
MEFILPLMWECO > @M>KV

0OFLO QL PBIEKD >KA ABPFDKFRD@KRKF@QFLKP HIBSBO

L?GRDFSP JRPQ ?B BPQ>?IFREE QEB JHBQFKDLARKF@QFLKP
MQDOJ

IMC Objectives

%BW PJ>Il ?RPFKBPP JRPQ@BAB TE»G T>KQP QL @BMIFPE TRE
RP )-# MI>K IQELRE J>KV )- # MI>KP J>V ?B LOFE}a QI >\ >
PFKIB L?GEDFS © FP MLPPFAB 6 M®GJ QL >@JIMIFPE JL®B
QE>K LKB L?@BMAS >Q > QFJB 4EB MUBJ FP QEQ QEFP ¥-?B
@KCRPFKD QL MIQFBK @RPQLJIBOP)- # L?GEIDASP @K C>Il KBL
PESBK J>GLO X@BDLOFBP Bs@EOABI>KA ARBBKQFRIB > MAR®@
PQEPPFKD ?BKBE >KABSQRBP KLQ SFI>?IB CO @LIMBQBLOP
MQSFAB JLB FKMJI>QFLK >?LRQ QEBARE LO QEB BE@® JLOB
FKOOJ>QFLK M >P ?BFKDL@BIXQR TFQE DEQBO IBHFELLA C
MR@E>PB?RFIA7GC9 :FJ>IN QEB SIRB >AAB QL > ?6KA %/
@RPQLIBO MBUIQFLKFCLNR>(¥ >KA @RPQLJBO BKBPP C QEB
?20-KA BAR® MR@E>PB OFPH FIMIQ 0O KB MQAR@P >KA
D>FKFKD KERPQLJBORL@REKY) MAR@P PQFJRIOB QORIL ?RFIA
KBT ?0>KAP >KA BGEBKXQB PQ>DIQK?6KAP  >KA ?0KA

$>K> .F@LIBQ> >P@R >KABKKEQE % #IT %PPBRF>IPQ
>OHBQFKD ->PLK /(! QLJF@ $LD OR?IFPEFKD

IASMQB CQJ $ >K> .F@LIBQ> >P@R >KABKKEE % #IL
%PPBBF>IPQ->0HBQFKD ->PLK /(! QLJF@ $LD
OR?IFPEFKD A

#E>MQBO  ->@®BQFKDQ@SQBY X



MB@DKBFLK P TOE >l L?GRFP )-# L?GEDASP JRPQ JBQ QEB
3-24 PMBF® JBPRSPIB >@EBB?IB ®>IFPQF@ >KA QFJBA>PB
@@Q@BOF>

Marketing Communiations Mix

4EB B6G@I>C< 8DBB JC>86>DCH B>MLO > PJ>Il ?RPFKBPPQBBO
MR8 MI>V LO ?0F@KA @IF@H TFILKRFPQCLPLIB @I?FK>QFLK C
QEB IWQILTFKD J>GLO JLABP € @IJRKF@>QFLK >#B@FPFKD P>IBP
MQJILQFLK BBKQP >KA BVMBOFBBR® MR?IF@BIQFLKP D >KA
MR?IF@QFAFB@ J>GBQFKD QRE@HAS J>OHBQFKD OA L CILRQE
@JIRKF@QFLK >KA MBOPLK>l PBIIFKD%>@E JLAB C
@JIRKF@QFLK E>RF [K >AS>KQ>DBP >KA AFBs#Q>DBP TEF@E
PELRIA >11 ?B IdXPFAERS @@CRY ?BCA >K/ EK>| PBE@FLKP PELRIA
?B J>AB

="' 6GI>C< DBB JC>86>DCH '>M

OEFIFMLQIBO >KAMSFA >KB +BIIBO->0 HBQFKD
->K>DBJBK Q 5MMBO 3>AAIB BEs* 0 B>OPLK 0BKQHE)
(>l

X#E>MQBO  ->GBQFKD@SQBN



3LRGB IFP@EK QERIIKLQBP

Advertising

9K GI>H>CEP KV M>FALOJ LC KLKMBOPLK>IBRBIQQFLK >KA

OEFIFMLQIBO >KAMSFA >KB +BIIBO->0 HBQFKD
->K>DBJBK Q 5MMBO 3>AAIB BEs* 0 B>OPLK 0BKQHE)
(>l

#E>MQBO  ->GBQFKD@SQBU X



MQJILQFLK IC FAS DLLAP LO PEEEP ¥ >K FABRRB PMLKPLO
IA SBQDFPFKD FRRKA RP >l QEB QFJIBO BI>IJMIB >AP ® LK
QBIBFPFLK >KAAFL FK KBPM>MBOP >KA J>D>WFKBP>FK BQFLKP
SKA LK QEFKP LK QEB PFABP >KA FKEFRPBP FK MR?BREIQIP
FK Q>UFP LIBAPEBP >KA LK ?FI>GAP AP @K >IPL ?B IRKA FK
LQEBO MIB® >KA QEB IE@ LKP BOFJRB LKV 2V QEB ®QFSFLC
QEB @M>KV MI>@FKD QEB >AP

3J>Il ?RPFKBPPBP JRPQ @ELGREGI>H>C< B:9>6 BD OAFL
QBIBFPFLK RBM>MBOP 7EIGAP QEBKQRBOKB >KA J>D>WFKBP
?>PB\ LK QEBFOLMER@ QBE) RAFBKED>KA ?RADB ! IL@| QSsBI
>DBK® PBIIFKD PMOFKQIDSP QL I@BDB PQRABR I© BI>IMIB
JFDEQ MLPQVBOP LK3@MRP ?RIIBFK ?LA® ORK >AP FK QEEV@P
KBTPM>MBGLO QEB PQRABKKA IL@| KBTPM>MBOR.O QEB NBKDP
>KA ORK >AP LK QHBIBDB SAFL PQFLK %U>IJMIBE QOFBKA QORB
>ASB@FPFKD AB> [0 PJ>Il ?RPFKBPPBP FK@IRABBJEB N>DBP
KBTPM>MBO >KA J>D>WFKBBSRFPFKD B@DJ>FI ?RPFKBPPG®
SBEF@IB SBAFPFKDABL >KA @IB QBIBFPFLK SBADFPFKD ?BK@E
?RP PQLM SBA)DFPFKD H@B?PEB >BB@FPFKD B J>FISB@FPFKD
B'>V IFPQFKDPLJJ®KF / FKLISBIBKQ >KA @PP MOILQFLK
GLFKFKDO@P TRE LQEBO ?RPFKBPBBP>K 7>\ b A SBAQYFPFKD
)AB>P CO 3>I1 " RPFKBPPBP %BK >/B@FPFKD FK QEB 2BREP FP

OEFIFMLQIBO >KASSFA >KB +BIIBO->0 HBQFKD
->K>DBJBK Q 5MMBO 3>AAIB BES* 0 B>OPLK 0BKQH®
(>l
17LRQ @J >@@PPR $B@J?BO
P?FH@>K>A> >?LROQL@ LA >A SBAQFPFKD >

>AFAB-P B)J , >KBB "IRKQ b3>Il" RPFKBPP BB@FPFKD
,L T#LPQ &/BOR 'ASB@FPFKD RIYB &B?0R>D

>@ @PPRB $B@J?BO I>KB B

?IRKQ PRIB @J PJ>Il ?RPFKBPP >AB@FPFKDIIL
@PQ GBOP >
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KLQ LRQ@ QEB NRBPQELK>(PJ>Il ?RPFKBF2IBPDBKFR.J& ABQ@ FAB
QL >SB@FPB AROFRMBO "T'| 8,)) FK &B?0RA0O  @ELLPFKD QL
OFPH J>GLOM®>! QLL@KB@) TRE QEB ERDRMBO "L | @RPQLJBO
?>PB

IA SB@QFPFKD LK QE®BOKB FP >IPL >LKPFABQFLK LO QEB
J>OHBQFKD L@RKF@>QFLKP JFU Q. >K ?RPFKBPP QE > B?
MBPBK® '@@AFKD QL ,LOOFB 4ELJ>PRQGELO @ Online
Marketing LKIFKB >8B@FPFK@K Q@BQ YRO TB? J>OHBQFKD
FIQL QEB PQDPMEBOFCFFP ALKE.@B@)Y )C KLQ ALKBL@B@V
ELTBSBO ) TFIl b?I>PQ >F#HQ @QBO FKLRO ?RADE /KIFKB
>ASB@FPFKD FK@IRABALIQHE-KD BRBFBFP6CC:G 69H FJ>DB >AP
QES 6KDB FK FFWKA QBEKBR@M>?FF : B6>A 69K GI>H>C<AP
FK KBPIB@BOP >K >A FK >KLQEBM>®V& B J>FI B J>FIFKD > IFPQ
TFQE > ABFEDB JBPP>DB LO >L@M>KV >ASBAFPFKD @P ALK
@RPQLJIBOPQEGP TK B J>FI IFPQC:LH H3: 69 KGI>H>C<MI>@FKD
>AP LK KBP LMFKFLK BBQ>FKJBR >KA LQEBOQBP QB>QEB
>RAFBKEY CBNRBIQP 7AD< 68:GI>H>C< ?RVFKD >AP AV LK
MLMRI>O ?ILDPID8>6A B:9>6 6QGI>H>C<ASB@FPFKD LKQBP PR@E
>P ATERBO &>@7?LLH >KA ,FKBA)K >KAG6;;>A36 B6G @I>C<
@JIM>KV | MI>@P >K >AlD OP MAR@ LK QEB®E C @M>KV "
@JIM>KV ! QEBK M¥P @M>KV " >K >DBBA LK (BB TEBK > @RPQLJBO
@IF@HP LK QEB >A >KWP RLIBQEFKD 'KLQEBO MLPPFRQFIFP
'LLD IB 'A7 LOAP ! PJ>Il ?RPFKBPP>&® MOILQB RPBIC >ILKDPFAB

4EB 3Q8BQ b3>II 3ELMP !FJ CLO RMBO "I | %ADB -3.

- LKBV &B?0RMD  >@ @PPR $B@J?BO

JLKB VJPK @J EL T QL FKSBP@J>Il PELMP >FJ CLO>
PRMB® ADB QEBPERY >PWI

LOOFB 4ELJ>P /KIFKB ->®BQFKD BT 9LOH - @ >T

( FIl

,LOOFB 4ELJ>P /KIFKB ->®BQFKD BT 9LH - @ >T

( FIl A

#E>MQBO  ->GBQFKDSQBE X



BIBS>KQ 'LLDIB PB@E BPRIQP >KA LK 'LLIB® >/SBMFPFKDXBM
4EFP >IITP > ?RPFKBPP QB>@E MB/IB TEL >B >IB>AV ILLHFKD
LKIFKB I FHOJ>QFLK >?LRQ QEBEAR@P >KA PBP@P QHY >
?RPFKBPRIBOP

IA SBAQ)FPFKIROP MBG| >AS>KQ>DBP QL QEB PJ>Il ?2RPFKBPP &LO
BU>JMIB >AB@FPFKD FP >?IBBO@E > ABOPB >KA DBGMEFR@V
AFPMBOPBRAFBKE [0 >IITP QEB PBIIBO @MBQ > JBPP>DB J>K
QFJBP >KAMGSFABP QEB LMPIRAW CO ASJ> QFWFKD QEBIGKV
>KA BP MA@R@P QERLE QEB UCRI RPEIMOBK@LO >KA PLRKA
( LT BSBO QEB RAFBKEDALBP KLQBBI L?IFDOB QL M¥ S@BRFLK
LO BPMLKA QL >K >A 7 EBQEBO QEB SKQ>DBP @ >SB@FPFKD
LRQ BFE QEB I@QP >KA AFB>KQ>DBP FP PLQBFKD QEJRPQ ?B
AB@FAB?V B>@E PJ>Il ?2RPFKBPP

Sales Bbmotion

'FSBK QEB BVIBKPBQ >SB@FPFKD >KA QER @ @KPRIBOP D
BUMLPR QL PL J>K/ >ASB@FPFKD JBPP>DBEBB AN J>KV
@JIM>KFBP [@6@yV ?BIFEB QES® >SB@FPFKD >ILKB FP KLQ EKQRD

BLLD IBIA7 LAAP 'ASB@QFPB RO 'RPFKBPP LK 'LLIBC
>@BPPR *>KR>@ >@ @RKQPDLLUB @J
3BGF@ELD FKPBGF&>ATLAAP EI BK 1QIMI CBOFLK>I@
M>PPF3 QORB FCO C>IPB'€l QORB @KQFKRB ®@MP >A
TLOAP DLLIB @J RJ

D>F>RQEMQ $ . LKB 1QJMI $O BLFLK>I@ P>@RP
>0OM PLRO@FA >T L PR?FA RP BK BQ ?FWPLI
OEFIFMLQIBO >KAMSFA >KB +BIIBO->0 HBQFKD
->K>DBJBK Q 5MMBO 3>AAIB BEs* 0 B>OPLK 0BKQHE)
(>l
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DEQ MEMIB QL §C MDAR@ > MAR@ LO > PBE@® %KQBO TBOGLPQ
P>IBP MOLQFLK QBEKFNRBBA:H E®BDI>DCBBOP QL QEBCH®
LC PELQQBOJ FIREDFSP QL BKRODB QOF>| LO@REPBL > MAR®@
LO > PESF@® %U>JMIBPC @JLKI V RPB P>IBP MOLQFLKP FK@IRAB
@KQBPQP BBMPQBR @GRMLKP MBIFRIP >KA FQP M®OR®@
P>JMIBP B?>QBP IL FKQBBPQRE>K@FKD NOFB@KQFKD MLEK
LCP>IB AFPMWP >KA GBSRBK) RPBO LOVHIQ MODGJP  4EBPB
MQJLQFLKP @& ?B RPB ?V >KA IGBO PEBOI >AS>KQ>DBP QL PJ>II
?RPFKBPPBP

d 11G68I>C< C:L 8JHIDB:G H L3= EG>8: | OBAR@A MOBGRRIA
IR@ @RPQLIBOP3Y CJ QEB @IMBQBFLK &LQUBIMIB >
PJ>Il BIB@OKF@P PBLUES FPLAMBQFKD TE > 108 BQ>FIBO
@RIA LGBO > AFPRKQB MOB@K > MLMRI>B@MELKBLD >
IFIRB QFJB

d 16>C 8DBB JC3IN ;6KDG" V LGBOFKD > MIDQFLK QES EBIMP >
TLADE @RPB VR @K @&QB > DLLA K>JBI® QEB ?RPFKBPP
$LK>QB > MI@FLK C P>IBP QL QEBIL@A ?>KH ?R/ @ILQEFKD
@O QEB ELJBIBPP LO AIG& QL QEB #I@KFJ>| PEBIQBO QL EBIM
My BQBOFK>OF>K ?FIIP

d C8DJB< G:E:6 | EJG8=6H:H 2BT >G\P >KA IV>I§ MODGJP
@K ?B B PR@PPCRLGC PJ>Il ?RPFKBPPBP @B @IR?P 8O

OEFIFMLQIBO >KASSFA >KB +BIIBO->0 HBQFKD
->K>DBJBK Q 5MMBO 3>AAIB BE5* 0 B>OPLK 0BKQFE
( >l b3>IBP 00LJLQFLK 36QBC 3J>I|

" RPFKBPFE?IB >@PPR $B@J?BO

TTT PJ>II?RPFKBPP?F?IBLO
P>IBPMOLQFLKPGQBBEQJI

#EOFPLPBME b3>IBP DR.QFLK |AS>KQ>DBPYEQK @J
>@BPPR $B@J?BO PJ>Il ?RPFKBPP @E@.J
P>IBP MALQFLK >ASSKQ>DBP  EQJI

#E>MQBO  ->@®BQFKDQ@SQBY X



MLMRI>O 2RPL J>KV @CBBP ¥ QEEBDORI>0 MBE®A LR DE)
LKB @RMEBO ?RQ QEFP >MM®E @& TLOH CO P>KAF@EBRQ>>
ABIF ?>DPQ ?HOCLA LO ALDIGA >Q QEB IEEME PQBOPELB
@M>FORXEB IE@??IBOAC/ @IBKFKD PBOBP >KA SER>W
>KV LQEBO HFK® PRPFKBPP

d CI>8: GAJ8I6CI 8JHIDB:G H 'FSFKD ¥ >V > MOAR@® LO
PBSF@&FP RPRY¥IF DLLA T>V QL D MBMIB QL G MDAR@® LO >
PBSF@®CO QEEFOPQ QFJB QEB ELMB ?BFRB QEH IBA QL >
MR@E>PB (T BSBOQEB MBR® LO QEB FE@E>P QL ?B DLLA
BKLRIE QL PQ>KA LRFIK PL QE® TEBK QEB IBBORKE FP
DLKB QEB MBOPLK TEIB@>@H QL 7R

d *GDK>9>C< >DGBE>DC)Q @K ?B B BB@HSFCI\R ORK >
MQJILQFLK QE EBIMP MEFAB FKOJ>QFLK QL MLQB!
@RPQLJBOP QL EBIM QEBRI>ABDFPFLK 4ERECHP BPMBFMI
T BIl CO MOAR@P LO PSEEBP QE3 >B @IMIF@QB LO RKC>JFIF>0
QL @RPQLJIBAD ®>JMIB PIECY >@ LO MAR@ RP>DB
M>QF @RIM@O ?RPFKBPP QL ?RPFKBPR;@RPQLJBOP
CK>K@F>1 BB@P FEBPQJBIQ PERF@EP LO BPQB MI>KKFKDBRO
LKDQRKA PBJFK>OP ILO7>C6G1 DG L786HIH PBJFK>OP LO
MBPBIQOFLKP QE>B ABIFB®A LKIFKB >KA Q8>B YMF@V
>K ELRO FK IBKD@EK ?B B BB@HS>Q D>FKFKDIKB
@RPQLJIBOP LO @FPBK

3>IBP MOLQFLKP &KX ?B ABIFRBA QL QEB @RPQLJBO FKOFB
LC VP PR@E >P PK>FI J>FI 5PQ>| 3|F@® FK MBOPLK FKIL@
KBT KBTPM>MBOP >KBOBLK> BRFLKP @ KQFLK>l J>D>WFKBP LK
QBIBFPFLK >KASAFL FK BJ>FI LK B?PEBP >KA FK BIEKF@
@RMLKP QE»>B PBIQ QL > @RPQLEBALXFIB ABF® 'O LRMLK
TEF@E FP ABP@OFPBQEB EQBPQ QEFKD BIR J>EBQFKD @D
KLT LGBOP @RPQLIJBORNEKP © IL@ ?RPFKBPPBBBB/QEFKDICO
BPQRGKQP QL PM>P QL RIFRR IBPPLKP QL EIBFABP

X#E>MQBO  ->GBQFKD@SQBE



Events and Experiess

%BKQP >KA EBVIBOFEBRD>B @JIM>KV PMLKPLBA >@FSFBP >KA
MQDGJIP ABPFDKBQL @SQB ASFILO PMBF>| 2BA FRBS@FLKP
| PJ>Il ?RPFKBPP I@IA @ELLPB QL PMLKPLO>HLT BBK @PQRJB
BSBKQ 0O MBP  LO >K BRBQ>FKJBR BBKQ PR@E >P @®i8 C QEB
?2>KAP QLXBPB JLKE CO IL@ P@ELI>OPEFMERE@ LK FK > [b@
?RPFKBPP C>ERIAGMOSFAB BMLPROCO > MAR@ LO > PBE@>KA
QEB LMMQRKY QL BMBOFEK@EB MAR®@ FC QEFP MLPPF?IB 13L@
BPQROKQ @RIA M>QF@RB>FK > @ERISMBQOFLK &€@Y QLROP
>KA @IM>KV JRPBRJIP ?LQE C TEF@BE@>IPL 7B SER>| @& LABO
D®>Q BIMBOFEBREDO @RPQLIBOP

4EB® >B PBBCOI >AS>KQ>DBP QLSEQP >KA BVIBOFEBR
| T Bll @ELPBK $8KQ LO BMBOFEK@K ?B BW B@A@FS ?B@RPB
QEB I@&PRJBO DBP MBOPLKASRIELISBA  %UMBOFBBR>B JLOB
>@MSV FELISFKDLO @KPRJBOP ?@RPB QBB>B @>| QFJB
%BKQP OKLQ EOPBII >KA JLPQL@&PRJIBOP TFIl >MB@FYB QEB
PLEBO PBIJEFLK

%BKOP >KA BVBOFEB®>IPL Q>M @K QEB FIMQOKE) LC QEB
@RPQLIBAUBIBOFEK@FP@RRPBK#E>MQBO  b->EBQFKD ">PF@Pc

OEFIFMLQIBO >KAMSFA >KB +BIIBO->0 HBQFKD
->K>DBJBK Q 5MMBO 3>AAIB BEs* 0 B>OPLK OBKQH&

(>l
*BOW 2L?BM@PLK b3BBRP QL L #LPQ @2 @.O J>II
" RPFKBPPB®ELL 6LF@®P &B?OR¥O >@mPPB

$B@J?BO S LF@PV>ELL @ PB@BQP IOT @.PQ
MOPJ>Il ?RPFKBPPBP E  QJI

OEFIFMLQIBO >KAMSFA >KB +BIIBO->0 HBQFKD
->K>DBJBK Q 5MMBO 3>AAIB BEs* 0 B>OPLK 0BKQHE)
(>l
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4LASV @RPQLIBOPHQ MAR@P @IRKF@QFLKP >KA JHBQFKD
@JIM>FDKP QL ABBESBMBOFEBR®4EB ABIEB QL TEF@E :J@I>KV
FP >?IB QL ABBES > ABPFUB @RPQLJBAUBMBOFEK@KA QL RPB
FKODJ>QFLK @EEKLILD ?C-KAP >KA FIBD@B @JIRKF@QFLKP
>KA BIQBQ>FKJIBR QL AL PLTFIl I>DBV ABQBOJFKEQP PR@BPR

"V ESFKD PNEF>IBKQP > PJ>Il 2RPFKBPP TFIl PQ>KA LRQERD
BPQ >KA QER TFIl @BQB ABPFTB MR?IF@RLO QEBLAM>KYV

Public Relations and tblicity

*J7A>8 GAGB>DCH * >KAEJ7A>8N > ABPFDWBQL MOLQB >
@JIM>KVR FJ>DB LOJP FKAFSFAREAR@P ! PJ>Il 2RPFKBPP @&
>IPL RPB ? QL @I>®FMJI>QFLK FEBBMLKPB QL KB MR?IFQ@F
OR?IF@¥ RPR>Vl ?BFKD>K LRQI@B L C @ QE® FP MER@A ?V QEB
KBTP JBAF> >KA FP KLQ M>E® 0 PMLKAMO?V QEB ?RPFKBPP
FISLISBAC  4C-ARFLK>IDQLLIP FK@IRABR®BIB-PBP >KA BBP
HBP QBE>>B PBIQ QL QEB &> QL DBKEIB MLBFSMBPP LK ?BE>IC

"BOKA ( 3@EJFD %UMBOBBKI ->BBQFKD BT 9LCOH 4EB
&@B 0@BPP

*BOQ 2L?BADPLK b3®BQP QL L #LPQ @2 @O I>I

" RPFKBPPB®>ELL 6LF@®P &B?0ORYO >@BPPR
$B@J?BO S LF@®PV>ELL @ PB@BQP I @.PQ
MO PJ>Il 2RPFKBPPBP E  QJI

OEFIFMLQIBO >KASSFA >KB +BIIBO->0 HBQFKD
>K>DBJBK Q 5MMBO 3>AAIB BES* 0 B>OPLK OBKQFE
(>l

$>K> .F@LIBQ> >P@R >KABKKEE % #IT %PPBRF>IPQ
->OHBQFKD ->PLK /(! QLJF@ $LD OR?IFPEFKD

X#E>MQBO  ->GBQFKD@SQBE



LC QEB ?RPFKBPP BRIOWMF QEB JLPQ TFABRPB 02 QLLI MRIIP
QLDBEBOL@M>KV >KA MOAR@ FKOJ>QFLK QL JBi> DLLA PLIFA
GOPQ FBRPFLK "B PR® QL MOBKQEBRL@I>KVR TB?PEB >AKRPP
LK BSBO/QEFKD ! NBPP HF @K ?B M>QF@RIMCRPBCRLE@ PJ>II
?RPFKBPPBP >IQELRIEB PJ>IIBPQCL?RPFKBPPBPVIKLQ FB QEB
KBBA /QEBO @JLK MI> QUOJP FK@IRAB BB@EBP PBJFK>QRIFKB
>KA L@FKB ?0.@EREP KBPIB@RBOP >KKR>BMLQP @ESGRIB
ALK>QFLKP L@RKF O/ BISQFLKP >KA L@>KV J>D>WFKBP
)K@BPFKY @JM>KFBP > RPFKD QERQBOKB FRBS@FS PL@F>I
JBAF> PR@E >P ?ILDP @BO >KA &>@?LLH ELJB M>DB
>KKLRKBIBKQPI® PMBF® L@PFLKFB D JBPP>DBPQ PVIMOK
@O QEB SPEIP C > AFP>PQBKA B J>FI

3L@F>| JBF> PERF@P PR@E 4RD IB !IBOQR@K ?B BV EBINRI
@O J>K>IFKD > I@M>KVR BMRQQRFLK, :EJ 161>DC B6C6<B:C | bFP
QEB M@BPP C Q@HFKD LQEBOMFKFLKP >KAJ@K QP >?LRQ >
@JIM>KVE >@FLKP >KAMBR@P >KAB@FKD QL QELPB LMFKFLKP >KA
@JJIBK QP QL MUE) >KA BKE>IRAQEB I@M>KVR BMRQRFLE
"LQE PBSF@P KLQWOQEB ?RPFKBPP TEBK QEBAX®V K>JB FP
JBK QFLKB |AACBPPFKDURRBIBIV KBDOMS @JIJBK QP FJIBAFQBY
FP BOY FIMLQ>IQ 00 >K/ PJ>Il ?RPFKBPP QE > B? MBPBK®

- LPQ PJ>Il ?RPFKBPPBB KDQ IBV QL ESB 02 ABM>QJBKQP

b$BSBILMFKD > 8PP +§ 0O 9RO 3>l " RPFKBRP

Il " RPFKBPP @®PB $B@J?BO

TTT >I?RPFKBPR&@MOFK) B BN EQJI
OEFIFMLQIBO >KAZ4SFA >KB +BIIBO->0 HBQFKD
->K>DBJBK Q 5MMBO 3>AAIB BEs* 0 B>OPLK 0BKQH&D

(>l
%OPB@B7 LIC b3L@F>BAF> 4LIP 3ELRIA "B 5PBA €O
02c B>OHBQFKD .BT - BAF> ->V >@BPPR

$B@J?BO BOF@ABT LICT LAAMBPP
PL@F>| JBAF> QLLIP PELRIA ?B RPBOLOMO

#E>MQBO  ->@®BQFKDQ@SQBY X



)KPQBA QEBDTFII ?B LKB MBOPLK TELPB GL? FK@IRABP_>JLKD J>K
LQEBO QEFKOP >KA MR?IFQF4EB HBV FPLD @ >KA J>OHBQFKD
QL TLOH @ILPBIQLDBEBO PL QEBSBY MFE LC @JIRKF@QFLK
MQAR@A ?V QEBI@M>KV PMBHP TBE LKB ISF@c

'B QQFKD MR?@@O > PJ>Il 2RPFKBPP FP RPREB 3QLOFBP >?LRQ
BSBKQP >KA BMBOFEBRRJFIEQ ?B C FRBBPQ QL QEB AB> /KB
D®>Q FABFP QL BB > DORM IC MBMIB LRQPFAB QEB ?RPFKBEP TF
MLPEFS MF@BFKD ELIAFKD PFDKP PR@ET>M@EEPc LO b'B>®
LC COFBY/AJIMILVBBR: 4EFP BP >@R>W ALKB ¥ > PJ>Il 2RPFKBPP
>KA B BPRIQBFK QEB ?RPFKBPP ?BFKD LKLBEBVCOBQ QEB Ib®
M>MBO

02 >KA MR?IF@FOBKA QL ?B RKABGRRB>|l ?RPFKBPPBRT(BSBO
02 >KA MR?IF@QFPELRIA ?B MEP@RMO-MMEFKD QL QEB PJ>lI
?RPFKBPP @RPB IC QER.ILTFKD QBB AFPQRKER>UFBP

d " ><=8G9>7>AN . BTP PQLOFBP >IBAQREP >B JLOB SRQEBRF@
>KA @EBF?IB QLBSABOP

d 7>ANID 8618= 7J NGH D; <J6G9 02 @K B>@E MOMEDP TEL
MBBO QLS FA P>IBPRIB >KA >8BMFPBJIBBP

d @B6I>06>DC02 E>P QEB MLQBK>LO AGJ> QFWFKD >
@JIM>KV LO > MAR@

$>K> .F@LIBQ> >P@R >KABKKEE % #II %PPBRF>IPQ
->OHBQFKD ->PLK /(! QLJF@ $LD OR?IFPEFKD

*BOW2L?BMPLK b3BBRP QL L #LPQ @ Q.0 J>lI
"RPFKBPPB&ELL 6LF@P &B?ORY¥O >@BPPB
$B@J?BO S LF@PV>ELL @ PB@BQP IOT @.PQ
MO PJ>Il ?2RPFKBPPBP E  QJI

OEFIFMLQIBO >KAMSFA >KB +BIIBO->0 HBQFKD
->K>DBJBK Q 5MMBO 3>AAIB BEes* 0 B>OPLK 0BKQH®
(>l A

X#E>MQBO  ->GBQFKD@SQBE



Direct Marketing

>@| B6G @>C< FP QEBIRILQFLK IC > MAR@ @O QEB MDAR@O
AFB@Y QL QEBLKPRIBO LO ?RPFKBPP RPRELFR) QEB RRB K
Q/MB C @E>KKBI JBJ?B@P #LJJLK AFO B@ J>GBQFKD M)EOJIP
FK@IRAB@ILDP AB@D J>FIFKD QBIBBERFKD QBMPFLK PELMMFKD
BIB@OKF@ PELMMFKD C>U L#F®3>F| ?ILDP TB?PEBP B J>FI
AFB@) BPMLKPB-AFL QBEFPFLK >KKQBOKB PL@F>! J8F> PR@E
>P &@PLLH >KA 4TERBO >KA JL?FIB SB@P "B@RPB @E>KKBI
JBJ?BOP >@ N/M>PHB AFB@) J>BBOFKD KLOJMBIILTP €O DB>QBO
MQGR>?R¥ MBE>MP JL® FIMLQ>KYV ELTBSBO ) @K ABBILM
PQUKDBO KA ILV>1¥ TROE @RPQLIBOP

$FB@ J>PBQFKD FP >?LRQ RPFKOBKELK QLARGQB BPQ>?IFPE
QORPQ >KA ?RFIAIMEKV LO PLIBKB FK@>P >K RQELQF 4EFP
@K ?B >@JIMIFPEB FK JRIQFMIB>VP PR@E >PBTPEB @WN >
LKB QFJB MF®B LC AB@ED J>FI > PBOFBE BQF@IBP QEPRFIA LK

%OB@B7 LIC b3L@F>BAF>4LIP 3ELRIA "B 5PBA CO
02c B>OHBQFKD .BT - BAF> ->V >@mBPPB
$B@J?BO BOF@ABT LICT LOAMBPP

PL@F>I JBAF> QLLIP PELRIA 7B RPBCLOMO
OEFIFMLRIBO >KASSFA >KB +BIIBO->0 HBQFKD
->K>DBJBK Q 5MMBO 3>AAIB BEs* 0 B>OPLK OBKQH&
(>l
$>K> .F@LIBQ> >P@R >KABKKE)E % #IT %PPBRF>IPQ
>0 HBQFKD ->PLK /(! QLJF@ $LD OR?IFPEFKD

$>K> .F@LIBQ> >P@R >KABKKEE % #ILT %PPBRF>IPQL
->OHBQFKD ->PLK /(! QLJF@ $LD OR?IFPEFKD

#E>MQBO  ->GBQFKD@SQBU X



LKB >KLQEBO > TB?@PQ LO B?FK>Q.0 > ?ILD 4EB®FP KL LKB
JLOB NR>IFB\ QL BR@QB QEB JHBQ >?LRQ > KB QE>K > PJ>l|
?RPFKBPAKBO BEBVEB QEB LKBP TEL TFIl HRQEBFQRAFBKE>KA
TE>Q QBRiIFKA RKFNRB BRFPQF?IB >KAMBIIFKD 4EBEB QEB ?BPQ
MB.MIB QL @@ QEB JBPP>DB BG&)EFKD BIPB FK QBB KEVDFLK®
7B LRQPLR®A ?RQ QEB HKIBADB QEY > PJ>Il ?RPFKBPPKBO E>P
>?LRQ QEB MBIB QEBPBEB QES® @KaQ ?BBMIF@R.c

$FB@ J>PBQFKDABOP MBG| >AS>KQ>DBP QL ?LQE QEB ?RPFKBPP
QL @KPRJBO "# >KA"" PJ>Il ?2RPFKBPPBP

d AM>7A: 166I>C< | ?2RPFKBPP>®@ FABRRCFPLI®B >KA bQ>IHc
TFQE Bl ABEKR Q>DR) J>GBOP 4EFP-RQEKPIOB FBL >
EFEBO IBXSBOPFLK >KA RE@P 8B QE>K ARWQORBRL
@JIRKF@QB TBE BBOLKB FK QEB J>PP J+8Q

d JHIDB>0:9 B:HH6< :H #>K ?B MBM>BA QL >MMBQL QEB
>AABPPR FKAFSFAR>|

FP>">QKB ¥ B?@PQ $/M@E) ->CHBQFKDL.0 J>I|

" RPFKBPPBMRQPMLBK - BAF> IMOFI >@BPPB
$B@J?BO LRQPMLHBKJIBAF> @ LKIFKB
J>OHBQFKD B?@PQ AB®E) J>OHBQFKDLOPJ> I

?RPFKBPPBP
FP>">QKB ¥ B?@PQ $B@) ->O-BQFKD.0 J>I|
" RPFKBPPBMRQPMLBK - BAF> IMOFI >@BPPR

$B@J?BO LRQPMLHBKJBAF> @ LKIFKB
J>OHBQFKD B?@PQ ABE) J>OHBQFKDLOPJI> I
?RPFKBPPBP

+OFP #>00HB $KQ>DBPC $FB@) ->CHBQFKD!IOQF@IB
$>PE?L>A >@BPPR $B@J?BO

TTT >@F@BPE?L>0 @J '0 QF@W S>KQ>DBPC
$F@@ ->OHBQFKD

X#E>MQBO  ->GBQFKD@SQBE



o

/EID96 I: - BPP>DBP-@?B MBM>BA NRF@HI

d ' JASEA: JH:H $FB@ J>3BQFKD>® ?B RPE QL PBIl ?RQ BK
>IPL ?B RPB QL QBPQTKE-O HBQP QOF>THBQLAR@P LO
@RPQLIBOBTG-QG\ BUFPQFKD @RPQLIBEP S Q V>
@IIB@ FKOJ>QFLKLO CRQR@JIM>FDKP LO PBDJBK>
@RPQLJBO ?>PB

d &[L :G 8DHI E:G 8JHIDB:G 68FJ>HDC 4EB @PQ &X 7B
PFDKF@KQV IBPP QE>K LQEBOKBQFKD JBELAP

d DCIGDA 6C9 688DJG7>AN $SFB@) J>PGBQFKDABOP BXQ
@KQO >KA >@ RKQ>?RI¥ QE>K LQEBO HEQFKD JBELAP

d -L>;16C9; AM>7TASFB@ J>GBQFKD FP RIBGAIBUF?IB FK

>@ERFKDEPRIQP

Interactive Marlkting

#C:G 681K B6G @>C< BBOP QLLKIFKB >@FSFBP >KA M JP
ABPFDKB QL BKD>DB @RPQLJBOP LOMEDP >KA AB@V LO
FKARB@EDY GFPBF>@KBPP FIMSB FJ>DB LO BIRG@SIBPRAMAR@P
>KA  PBSF@R %BOQEFKD FP  MBOPLB&IFW>KA
FKAFSFARBIKVCOJ QEB TB?PBEB [GXQBK QL QEB IMEB@P ?BFKD
MQJLQBA 4EB >RAFBKE FP BKD>BBTRQE QEB SRA TRE
@RPQLIBOP MBKD QEB @B>KN® BPE>MB >KA J¥BQ © FK QEBFO
LTK RKFNRB ¥  &LOBPQBOBPBGRE ICB@PQP QEFRBODAS

OEFIFML®IBO >KASSFA >KB +BIIBO->0 HBQFKD
->K>DBJBK Q 5MMBO 3>AAIB BEs* 0 B>OPLK 0BKQHEY
(>N

$>K> .F@LIBQ> >P@R >KABKKEE % #ILT %PPBRF>IPQ
>0 HBQFKD ->PLK /(! QLJF@ $LD OR?IFPEFKD

-FHB 9>MM b "BPQRQBS@FS->0HBQFKD 6@ FRBC

#E>MQBO  ->GBQFKD@SQBE X



J>OHBQFKDWBBKAJREP TFIl BB@E ?FIIFLK ¥  >@ @RKQFKD
CO MB@BKQ IC >l BMBKAJRBP LK J>GBQFKD 4EB BQBPQ DDE
FP MGEDR QL @B CQJ PL@F>l JB\F> THE QEB KB ?FDDBPQ
DQTQE PRDLO ?BFKD JL?FIB JHBQFKD

#LJILK FK QBS@FS J>OHBQFKD QLLIP FK@IRAB B J>BPPBBP
LKIFKB PELMMFKD SPABB?FK>OP >KABP@PQP ?ILDP >KA PL@F>I
JB AF> PR@E >P B2@H >KA 4TEDBO'B@RPB B J>FI TB?PEBP
LKIFKB PELMMFKDB?FK>OP >KABP@PQP B ?EBK JBKQFLKS
M@SFLRR®I QEBIG@RP EBOFII ?B LK SFAB ?ILDP >KA PL@F>IAB>
5PFKD LKIFKB SERE>P ?BLJB >K FK@EPFKIY MLMRI>O PQBW
FK PJ>Il ?2RPFKBPP BEDFKD #LKPRJBOPB>IR@E JL(B IFBV QL
SFRF> @M>KV >QBO SHEKD 6P SFAB>KA QEB @K ?B RM QL
MB@BKQ JLGB IFBV QL J>HB PLJB PL@ IC @KQ>@ /KIFKB SFAB
@KQBR FP MJFKD FK@SPFKIY MLMRI>O QF SFARQBOKBRPBOP
PL > PJ>Il ?RPFKBPP PELRIXRBFABO BBQFKD > SEABRO BP B?PEB
4EB @KQBK @K ?B @OQB B>PRI >KA B @K ?B MLPQ@BLK QEB
@JIM>KVR TB?PBB >P Bll >P FK LQEBOSQELKP LK QERQBOKB
9LRAR?B LO LK QER.@>KVR ?ILD 0O FKPQX@L DB JLGB M>DB
SFBP  !|@@ONFKD QL ALILDR 3 J>Il " RPFKBPP -HBQFKD

F BAF> #LKKBIDFLK SKR>U >@ @PPB$B@J?BO
T TT FIBAF>@XKBAFLKI@ @LKQBR >PM

*_B ->KABPB b&LEBPQBEBSFPBRDBE@FS/RQILLH

7FI'@@RKQLD L C->OBQFKDW ¢ - BAFSLPQ

. BTP *RN >@BPPB $B@J?BO

TTT JB AFSMLPQI®

MR?IF@FLKE> |0 QF@IBP FEDQF@IB 8B>FA

+>@BK 3@E>0CJbB " RPFKBPP -HBQFKD TJE 6FAB:

" RPFKBPP +KL( LT >@BPPB $B@8J?BO

TTT ?RPFKBPPHRELT @J FKQBOK®B

SFABJ>OHBQFKD@

3B>K 2>PJRPPBK bBFKD /KIFKB 6FAB QLK@B>PB

X#E>MQBO  ->GBQFKD@SQBE



&LB@PQ MB@KQ IC 53 PJ>Il 2RPFKBPPBPQEFBT BO QE>K
BJMILVBBP MI>K QL RPB LKIFKB ISRAEP BIB@P QEB Q@Y PJ> I
?RPFKBPPBFB>TBAJFKD FK@SPFKIY PSSV >?LRQ ELQL RPB QEB
)KQBOKBQL J>EBQ QEBFQAR@P >KA PBEEP  0>RI "LKA "LLQP
> PJ>Il 53 J>HBO € @RPQLJJ>AB L@?LV ?LLQP QB> >B
FKAFSFARSE>KAJ>AB QLR) B>QRBP E8 B>V @L| SFABP LK BP
TB?PEB B@KQV QEB @M>KV E>P QROKBL QEEKRBOKBLD JLPQ
LC &P P>IBP

| 7ADDFP > B? M>DB J>AB RML.RPRMIPELQ @NRBKY RMASQRB
MLPQP QE>B >O$KDB\ @BEXLILDF@N_IFIB > TE>Qa KE M>DB LO
> GLROKeI'RPFKBPP ?ILDP >P LMMLEB MBOPLK>| ?ILDPB :RPB
>P > @M>KV @JIRKF@QFLK QLLI QL PE>Q@IM>KVR HKIT IBADB
>KA BJMBQFPB ?RFIA >QREK>| B? QSCF@ L@KBA@ TRE MLQBIR>I
@RPQLJBOP SBH.M KF@EB JHBRP BB QEB ?RPFKBPP > ERJ>KBC>@
EBIM BMRQ@FLK J>K>DBJBR >KA MSFAB > B®>SBKRB (0 MBPP
@BIB>PBP

"ILDP >B C>ROPFIMIB QL PBRM >KA QEBG > DBQ TV QL
HBBM TB?PEB GXQBK @PE (LT BSBOBSBK QELRDPJ>II ?RPFKBPPBP
EB>0 JR@E >?LRQ ?ILDP QEBREAGQFKD LKB JRPQ ?EK@FARD
@@CRY " ILDP QLA® bESB BSLISBA FIQL JRIQFJBF> @JRKF QFBP

OLMRI>@¥c RPPFBKQBOKB->CHBQFKDILD *RV
>@BPPRB $B@J?BO PB >KPRB @.J

FIQBOKBJ>OHBQFKD RPFKD LKIFKB SFAB

-FHB 3>@EC b3>Il" RPFKBPPBPR QL &L@RP LKL?FIB

>0 HBQFKD >KA /KIFKB 6HABK ¢ 3J>Il " RPFKBPBT W

*>KR>U >@ @PPB$B@J?BO

TTT PJ>II?RPFKBPPKB/ @ QLMKEP

PJ>Il ?2RPFKBPPBP MI>K QL @RP LK JL?FIB J>OHBQFKD

>KA LKIFKB SFABFK

,LOOFB 4ELJ>P /KIFKB ->®BQFKD BT 9LH - @ >T

( FIl A

#E>MQBO  ->GBQFKD@SQB X



TEB@ ?ILDDBOPKA QEB ?ILIRKD @JRKF ¥ E>SB DOTK FK PRV
PQORB >KA FIM>@ QL ®IFMPB >Il ?RQ QHEBPQ JBF> LRQEER
"RQ QEFP ALBP KLOKIRESQ B FP BPREF-LO BB PJ>Il ?RPFKBPP QL
E>SB > ?ILD ->FKQ>FKFKD > ?ILD BPH ILQ € QFJB >KA BKBO>KA
QEBK QEB®HBA QL ?B MBVIB QLESA B |@QBO>@BCRI I@PFABQFLK
R J>V ?B ?BRBO QLL@RP > L@M>KVR MOILQFLK>I BTAQP
BIPEEB®

-D8>6A B:9>6 DBKBEIV BBOP QL H?PEBP BSQROFKD RPBO
DBKBERR @KQBK LO JOBOF>IEEQR ?V SFREOP>QEBO QE>K QEB
TB?PEB MR?IFPEBBPQROK QEBPBBFFBHE®CDB SFBEOP QB2
>KA BPMLKA QL QEI>QBOR>| 3L@F>I JBF> FP @EFKD QEBSV
QE® MBMIB @IJRKF@QB >KA ?BEB 3L@F>| JBF> LRQE PR@E >P
&>@7?LLH FKIBAK >KA 4TRDBO BO>JLKD LQEBO QEFKDP AOFSFKD
MR@E>PBP_>KA QEBELRIA ?B FEK bIFB > SROR>| @@HQ>FI *0O
TEB@ >Il XQDBKABP @K AFP@RPP@IM>KVEx MOAR@P PBBEP
BUMBOFBEBR>KA KB FAB-Pc

4EB QLM LRO PL@F>! B> KBILOHP >B 4TF®DBO&>@?LLH
FKHBAK >KA 9RAR?B 4EFP FP QORB FK BBKEA CO PJ>l
?RPFKBPPBP FK QE@RI>O /S BOIl PJ>Il ?RPFKBPPBP RPB PL@F>

LOOFB 4ELJ>P /KIFKB ->®BQFKD BT 9LH - @ >T
( FIl
2L27FK "IL@H 3L@FBOPR>PFLK ->HFKD 3BKEBL@F>|
- BAF>K I>11 " RPFKBPPMFKFDPSFIIB" OIL@H -BAF>
$B@J?BO
,LOOFB 4ELJ>P /KIFKB ->®BQFKD BT 9LH - @ >T
( FIl
FP>">QKB ¥ EF@E 3L@FBAF> BQBP 18 - LPQ
"BKBE@F:¢ 3J>I1 " RPFKBPREBKAP *KR>®
>@BPPRB $B@J?BO PJ>Il ?FWBRAP @
TEF@E PL@F>| JBF> PEB JLPQ
?2BKBE@F> % EQJI

X#E>MQBO  ->GBQFKD@SQBE



JB AF> RPBPLO IB-A DBKBEQFLK JLKELOFKD TESFP ?BFKD P>FA >?LRQ
QEBFO ?RPFKBPPBBMFKD RM QE QEB FKARPQGOMQSFKD QEB
@RPQLIBAJBIBOFBEKX@KA @IMBQBHS FIQBIIFDBR@ ->K V PJ>II
?RPFKBPPBP FK QEB "'@BO BDO>IB>AV RPFKD PL@F>AFB
?RPFKBPP >P BPFOR@ QL BKD>DB FKQWFEP LO ?LQE (T BSBO
@QIM>KFBP TQE JLMB QE>K LKB ERKBLOBJIMILVBBP >B JLOB >@H5
QE>K PJ>|IBOLGM>KFBP

$BPMEB QEBVIMB PRORKAFKD PL@F>IAB> >KA QEB QQE»
J>KV PJ>ll ?RPFKBPPBPB>8IB>AV @KKB@R PJ>II ?RPFKBPPBP
JRPQ PQFILKIPFABO QEB RFBAL@F>I AB> GRPQ >FB@RY >P QEB
LQEBO JLABP @ J>OBQFKDL@ARKF@>QFLKP 3L@F>IAB> E>P KLQ
TLOBA LRQ BIl CO PLIB PJ>Il 7RPFKBPPBP QESB RPB &) PL
B>@E ?RPFKBPP JRP@ARBB TE> PL@F>| 4B> FPUBIRDR QL AL
@O QEBL@GM>KV >KA QEBKEFJRPQ ?B RRBTBIl >KA PRQBB@&IV
7 EBK @KPFABOFKD TEHEBO LO EIQL C>@.0 PL@F>IAB> FBL >K
)- # PQERBY @KPFABO QEBPBAP AQ ,FP> ">OLKB @@CRKABO
>KA @EFBCRABFKD @F@®0 ®Outspoken Media bK FC VLR4aB
KLQ RPFKD PL@FARBQL D>FRRBRFLK 880 VRO @MBQBLOP LR

FP>">QKB ¥ EF@E 3L@FBAF> )BP 18 - LPQ

"BKBE@F:¢ 3J>I1 * RPFKBPREBKAP 3KR>@

>@BPPB $B@J?BO PJ>Il ?FWBRAP @
TEF@E PL@F>| JBF> PEB JLPQ

?BKBE@F>1 % EQJI

,FP>">QKB bDRN (LT!OB""P5 PFKD 3L@F>BAFx%
3J>II" RPFKBPREBKAP .LSBJ?BO >@BPPR
$B@J?BO PJ>Il ?FWBRKAP @ ??P

PL@F>| JBF> PQRAEQJI

#E>MQBO  ->GBQFKD@SQBE X



@K ?BQ QBEB RPFKDQFQL D>FKBRBRFLK 880 VRc  4EFP TFII
RKALR?Q8YV @KQFKRB QL ?B QEBED

Personal Selling

| PJ>Il ?RPFKBPP TKBO KBAP QL I®KB@ TRE @RPQLJBOPLEZBC
> P>IB @& Q>B MI>@ 3LJBQFJBP MBOPLK>| PBIIFKD FP QEB>YBPQ T
QL AL QE>* :GHDC6A H:AA>BREB M@BPP C @JRKF@QFKD TE >
MLQB&F>| AB80LO ?RBOPC>@ QL C>@®TRE QEB MROMLEBPBIIFKD
> MOAR@ LO PBEE: FP >?PLIRQBIBPPBBF>I FK QEB #BQFKD
@JIRKF@QFLKP JFUL> PJ>Il ?2RPFKBPRFRQME>P PETK QEX) QEB
JLPQ PR@PPCRI BIBMBKBROP BB ?B3K PHFUSP>IBPMBIB TEL
TB® >?IB QLEMBPBIQ >KA MOLQB QEBFQI@>KFBP >KA MER@P
FK QEB J¥@QMISE® ~ )Q PQ>KAP @>RLK QB PR@PPCRI PJ>I|
?RPFKBPAKBOP PELRIA BB QEB P>JB P>IBP PHFIIP

IIQELRIE MBOPLK>| PBIIFKDVRI>K FIMLO>K) OB FK QEB P>IE L
@KPRJBO MAR@P @ FP BK JLOB FIMLQ>K FK QEB P>IE L
FKARPQOF>| >KA ?RPFKBRR@P -LB QE>KLRO QFJBP >P J%K
MBOPLK> PBIIFKDQF@FBP BOAFBA@DB QI >G\ FKARPQOF>| >KA
?RPFKBPP @RPQLJBOP QE>KAQ@KPRJBOP 2BD>BIBPP C QEB

FP>">QKB ¥ EF@E 3L@FBAF> )BP 18 - LPQ
"BKBE@F:¢ 3J>I1 * RPFKBPREBKAP 3KR>@
>@BPPB $B@J?BO PJ>Il ?FWBRAP @

TEF@E PL@F>| JBF> PEB JLPQ
?2BKBE@F>I % EQJI
bOBOPLK>I 3BIIFKB LQBP >@PPR $B@J?BO
BKLQBPL@ MBOPLK>| PBIIFKIBB®BK@MBOPLK>|
PBIIFKD
*LEK - ) SK@SF@E >KA 4ELJ>P $RBKFKD RPFKBPP
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Q/MB C @RPQLJIBO LLBRRIBOELT BSBOQEB L?GRHS IC MBOPLK>I
PBIIFKD BAQEB P>JB  *

d J>A9>C< H®J8I 6L 6GC:HH ! P>IBPMBOPLK PELRIARR®QB
@RPQLJIBOP >KAK@RJIBOP LK KBMQAR@ ICTBOFKDP

d G:61>C<>CG:HI "B@RPB MBOPLK>I PBIIFKD FP > MBOPLK QL
MBOPLK >KAMBK > CB@L C>@® @JIRKF@QFLKEFFP > QRS
T>V CO DBRFKD @RPQLJBOP *KRRIBOP QUB/IBOFBK®
MQAR@® 0O QEB-OPQ QFJIBB#QFKD BBPQ DLBP E>KA FK E>KA
TRQE ?RFIAFKDLMR@ ¥ >@BKBPP

d *GDK>9>C< >DGBE>DC! I>0DB M>Q IC QEBLESBOPIFLK TBE
QEB @RPQLIR@BPBP LK MR@ FKOJ>QFLK

d -I>BJAG>C<9:B6C9 4EB JLPQ FIMLQ>IQ L?G&HSLC
MBOPLK>| PBIIFRDC>0 FP MBOPR>AFKD @RPQLJIRBPRIRO®
QL J>HB > MR@E>PB

d , :>C;DB>C< |=: 7&6C9 - LPQ MBOPLK>| PBIIEKIREBP LK
?RFIAFKD ILKD QBMIYFLKPEFMRER@RPQLJIBOP >KA
@KPRJBOP (TBSBOPQOXD BI>QFLKPEFMK@B ?RFIQ LXI
LSBO QFJB >KA QEBNRADBGDRI>OL@IRKF@>QFLK

FHB >Il LQEBQ.@IP LC J>®BQFKDL@RKF@QFLKP MBOPLK>I PBIIFKD
LGBOP ?LQE SAKQ>DBP >KA AFB>Q>DBP /K QEB MIRP PFAB
MBOPLK>| PBIIFKDIBBFCIB >KAVK>IJF@ MOFAFKOL@>KFBP TBE
QEB ?BPQ LMIQREY QL Q>FILO > JBPP>DB QERG®RPQLIBOPBAME
0BOPLK>| PBIIFRB®BS@ASK-QRB>IPL J>HBP © QEB JLPQBA)FS
MQJLQFLK>l JBQELA @ ?RFIAFKBIS)FLKPEFMPQEF @RPQLJIBOP

0OFK@FMIBP 'RFABIFKBP >@M® ->PLK / (
4ELJPLK ,B >OKFKD

b?GB@FEP |C BOPLK>| 3BIIFKBKLT4EFP @ >@@PPB
$B@J?BO T TT HKLTQEFPL® MOFK@FMIBE L
J>OHBQFKD QRQLOWBIBPLK>| PBIIFKD L?@BF3P LC
MBOPLK>| PBIIFKD

#E>MQBO  ->GBQFKD@SQBU X



M>QF@RIMOFK QEB "" J>OBQ >KA & FP QEB JLPQ>@IF@®
MQJILQFLK>l JBQELA I 8@EFKD @RPQLJBOP TH.Ki® BPRI
B>@ER QERLE LQEBO JBELAP  0BOPLK>| PBIIFKEK@BIM > PJ> |
?RPFKBPP ?RFIA LRQO ILV>l BISQFLKPEFMPQEF @RPQLJBOP >KA
@KPRJBOP

/K QEB JFKRP PFAB QEB ?FDDBP(SARPsPB J¥ ?B QEB KBRS
MB@BMQFLKP QE3>KV MBMIB ESB LC P>IBPMEIB MRRE>KKLVFKD
PIFMMBC-KA TFIIFKD QL AL VB@EFKDLG QEB P>IBEBQEBO IBD>I LO
KLQ 4EB B*IKY LC @ROPB FP QEPQ P>IBPMBB RKCAQRKOBY
KLQ >Il AL KLQRE QEFP FEQEXMB 4EB PR@PPCRI P>IBPMBOPLK FP QEB
MBOPLK TELL@RPBP EFP LO EB@BFLK RPFREKD @RPQLIBEBQA
QEB ILKD QBOJ >P LMMLEB EFP LO EBXKXIPBIEPE RXBBPQP !IPL LK
QEB KBS PFAB FP QEEEE@PQ C MBOPLK>| PBIIFFEDRLK>| P>IBP
@KQ>QP BBV BUMBKPBSTRE QEELBQP FK@RO@.IMBKPQFLK
MIRP P>IBP PRMRILEBQEBO QEB P>IB FP J>AB LO KI4EBK QEED
>@ QEB I@QP € QOKFKD QEB P>IBPCPQOMAR@ HKI IBADB
FKARPQWKGJI>QFLK >KA MBOIP PBIIFKD PHFIIBBMBKAFKD LK
QEB PBWC QEBL@I>KV PJ>Il ?RPFKBPPBP TFIEB:S>O/FKD KRJ?BOP
LC P>IBPMRIB PL PLJB IC QEBL@QP TFIBSY >P TBII

HA SSKQ>DBPA.BOPLK>| 3BIIFKBKLT4EFP @]
>@BPPB $B@J?BO T TT HKLTQEFPL@
MOFK@FMIBP>IO HBQFKD QRQLOWBIBPLK>I PBIIFKD
>AS>KQ>DBP CMBOPLK>| PBIIFKD
b$FP>8>KQ>DBPQ BOPLK>| 3BIIFKBKLT4EFP @]
>@mBPPB $B@J?BO T TT HKLTQEFPL@
MOFK@FMIBP>O HBQFKD QRQLOAB®PLK>| PBIIFKD
AFP>8>KQ>DBP CMBOPLK>| PBIIFKD
b$FP>A>KQ>DBPQ. BOPLK>| 3BIIFKBKLTAEFP @)
>@BPPB $B@J?BO T TT HKLTQEFPL@
MOFK@FMIBP-IO HBQFKD QRQLOWBIBPLK>I PBIIFKD
AFP>8>KQ>DBP CMBOPLK>| PBIIFKD
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4EB QEARFLK>| P>IBPLMBPP FR/RIF@V PBK >P > PBOFBP RFU
PQBMP

*GDHE:8I>C< 6C9 FJ6A>:N>Q<@>QFKD MLQBK| @RPQLIBOP TEL
E>SB > KEBA CO > MAAR@ >KA QEB >TWIBL M# CO B &LO
BU>JMIB MCPMEDPL® > PJ>II BIEYOF@ JLQUAONMBKYV TLRIA

2B >l QEB ?RPFKBPPBR@PB PJ>I| B@OF@ JLQLORRMEDP
@K ?B CRKA QHARLE > SSOR® LC PLR@®P FK@IRAFKD @HROO
@RPQLIBOP>@BAFEE)LOFBP ?RPFKBPP >RIBROFKA
KBTPM>MBO LO J>D>WFKBR@IBP

*G:6EEGD68= )Q FP FIMQOK) QL HBOK >P JR@E >?LRQ 1 FIORD)
>P LR @K &LO B>JMIB \LR T>KQ QL HRL>?LRQ QEB
MQPMEIKEBAP XDERABP >?LRGFI>?IB MBR@P >KA
20-KAP @QF@MOAR@ SROF?RQBP >KA ?ENBABARO>KA
@RBRQ SKALKP

*G:H:C 161>DC 6C9 9:BDCHIGI>DC 4EFP FP TEB@EB
P>IBPMBOPLK QBIIP QEERR@DPQL: QL QEB YBO QEB
MQAR@R G>QREP >&>KQ>DBP ?BKBE >KASRB  FP
FIML@>IQ KLQ QL PMBKA QLL JR@E QFJBLARKIDB>QRBP
?B@RPB ?BKBQP >KASRB TFIl JLPQ AB@)V FKIRBK® QEB
MR@E>PB ABFPFLK FP >IPL FIMREKR QL >PH NRBPQFLKP >KA
IFPQBK-@CRV QL > MGMEIR >KPBOP 2@RPB QBBTFI|
MQSFAB:8SR>?IB FKPEQP R}L QEB MRMEIR KEBAP

)K :G8DB>C< D7?:81>DCHLR PELRIA BME) @RPQLJBOP QL MLPB

*LEK - ) SK@SF@E >KA 4ELI>P $RBKFKD RPFKBPP
0OFK@FMIBP 'RFABIFKBP SI@MB@® ->PLK / (
4ELJPLK ,B >OKFKD 0 EFIFMLQIBO >KABSFK
, >KB +BIIBO->0 HBQFKD ->K>DBJBR 5MMBO 3>AAIB
2FBO.* 0 B>OPLK OBKQFE( >I Ag o >K>
F@.IBQ> >P@R >KABKKEQE % #II %PPBBF>IPQL
->OHBQFKD ->PLK /(! QLJF@ $LD OR?IFPEFKD

AN
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L?GRFLKP 4EBM QL ISB@.JFKD QEBPB L2@B-LKP FP QL
J>FKQ>FK > MIGHB>MMC @E >PH QER.FIOED) QL @I>DEEB
L?GRBDFLKP >KBPMLKA QL QEB LA@FH KPWBRBSFKD QEB
J>GLO ?BKBUP C QEB MER@ LO QEB BBE@>KA MLFBFKD LRQ
>AABFLK>BSQRBP DR>(QBP PBEF@® >KA >KQEFKD BIPB QE>
TLRIA >AABPP QEB L2@ELKP

ADH>C<4EFP FP TEBK QEB P>IBPMBOPLK >PHERYEEMID. 7R
QEB M@R@ 4EB BNRBPQ>®7?B AFRAD LO QEB P>IBPMBOPKK @
BK@RCGDB QEB M@E>PB\?RPFKD > QOF>| @ILPFKD GNENTEH
>PHFKD7HLRIA LR IFB RP QLRE>KB@MOAR®@ ! €O LR
#ILPFKD QEB P>IB FP RKABOPQ#REBILPQ AF@RIQ PQEM C
J>K V P>IBPNIBIB ?E®RPB IC QEEBSO QEY QEB MEMED TFII Py
KL

DAAD JE 6C9 B6>CI:C6C8: 4EBPB >@FSFBP BRE@BPP>DCO
@RPQLIBO@SPARK >KABMBQ ?RPFKBPP AEBB HBV QL
BPQ>?IFPEFKD QEEPQAXD QBOJEISQFLKPEFMP@BBY
PJ>Il ?RPFKBPP ABBEOKA KBAP 4EB P>IBPMBOPLK PELRIA
P@EARIB >0ILT RM @Il QL BKPBAMOMBO FKPQOF:EK
FKPQOBMK PBB@FKD >KARNBPELLQFKD >KBFRIRQFLK
PELRIA >K MO?IBJP ?B ABQEDB !l T>VP 8JBJ?BO QE®
RKE>MM @RPQLJBOP TFIIBEQLI@VIBQBFLK_>KA QEBFII
PMB>A KBDOFS@JJBK QP >?LRQ QEBIKV "B @RPB® FP
JR@E @EBBO QBQ>FK >K LIA @RPQLJIBO QE>K QL L?Q@>FK KB
LKBP © FP FK £J@I>KVR ?BPQ BIBBPQP QLINKBAB DLLAGLT
RM >KA J>FRBK>KEPBSF@P

IIQELRIE QEBPB PQBMB BBIMRI >P > $V QL PRJJ>OMAQEB HFKAP
LC QEFKDP QEsB ®IBS>KQ QL MBOPLK>| PBIIFKD KQERON®B E>P
BSLIRQFLKBAQEB PBIIFKDLIEEPP  4EB QEARFLK>I M@PP GRPQ

4ELJ>P 9 LRKD b3BIIFKD BSLIRQFLK (T QEB KQBOKB
#E>KDB\ 0BOPLK>| 3BIIFKD>@ ¢ %B@RQEFSQBBQ
>@BPPB $B@J?BO ?ILD SFPQ>DBJ@
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ABP@ORPE>P ?ELJB I>0ODBV L?PLIR)B TOE OBP @E>KEBD 7B?
PB-GREBP >KA LKIFKEK@BK EBIM MPMEDAS @RPQLIBOP LO @FBK
AL QEBFOK MQPMRBIFKD >KA NRYFKD 4EFP BIFJEBP QEB JLPQ
QFJB @KPRJIFKD MXDIC QEB SXIBFLK> P>IBPLMBPP | @IM>KVE
TB?PBEB ?BLIBP QEB EOPQ P>IBBREIQOFLK >KA >P BRRIQ FP
@QFE@FK JLSFKD > MPMED QL>G\ > P>IB K PELQ >l BIMIVBBP
JRPQ ?B CRIIFIQBDQB FIQL TB? J>OHBQFKD TBRPB B? J>OHBQFKD
FP QEB MORJ>E80E® IC QEB P>IBPLEEPP 4EB JLB TB? P>SSV
WR >B QEB BSQBO QEB @BK@E® RO PBIIFKD TFII>ZB QEB
@JIMBQBFLK

Key Takeaways

d 0QLILQFLK >KA J>®BQFKDL@RKF@QFLKP BABI>QFEV
PVKLK/JLRP QBOJP

d )- #FP >?LRQ MRIIFKD >|l QEB-BSBKDL@RKF@QFLKP
QLDBEBO QLK@BV > @KPFPQBKIBPP>DB

d 3J>Il 2RPFKBPP TKBOP PELRIA ?B C>JFIF>0 3K I@R>?IB
TFQE QEB QBOJRMQFLK J>GHBQFKDL@IRKF@QFLKP >KA
FIQBDQB J>OHBQFKDLARKF@QFLKP )#

d 4EB® >® JRIQFMIB>@BDLOFBE ): # L?GEI)FSP

d 4EB J>OHBQFKDL@RKF@-QFLKP JFWG > PJ>Il 2RPFKBPP TFII
@KPFPQLPLJB @?FK>QFLKC >SB@FPFKD P>IBRIMQFLK

J>OHBQFKD > PBIIFKIBALIRQFLK EL QEB FIQBOKB
@E>KDBMBOPLK>| PBIIFKD

4ELJ>P 9 LRKD b3BIIFKD BSLIRQFLK (T QEB KQBOKB
#E>KDB\ 0BOPLK>| 3BIIFKD>@ ¢ %B@RQFSQBBQ
>@BPPRB $B@J?BO ?ILD SFPQ>DBJ@
J>OHBQFKD > PBIIFKIBRLIRQFLK EL QEB FIQBOKB
@E>KDBMBOPLK>| PBIIFKD

#E>MQBO  ->GBQFKD@SQBU X



BSBKQP >KABMBOFEBRI® >KA MR?IFQFAFB@) J>GBQFKD

FIQBE@MASJ>0HBQFKD >KA MBOPLK>I PBIIFKD 4EFP JFU FP

>MMIE@B QL ?LQE MBIV >KA 20F@KA @IF@H ?RPFKBPPBP
d 4EB® FP > ILQALEMB >?LRQ ?ILDP >KA PL@FAFIB4ER @K

7B BW BE@AS ?RQ QEEE:S3 KLQ TOBA TBII €O >II PJI>II

?RPFKBPPBP QESB RPB QEBJ 4EB/ PELRIA ?B IGXPFAHRA

@@CRY ?BC®B FK@IRPFLK FKIMBKVR )- # PQSQBY

X#E>MQBO  ->GBQFKD@SQBE



8. Chapter 8 - The Maeking
Plan

The Ned for a Marleting Plan

Let® face it, as a small business owner, you are really in the
business of marketing. *LEK *>KQP@E

>K V PJ>Il 2RPFKBPPBP AL KLGEE> J>OHBQFKD MI>K @ELLPFKD
FKPQR QL J>GBQ QEBFOLAR@P >KA PBE@P LK >K FRRBAS
PLIBQFJBP PR LOQEB M>KQP ?>PFP P ILKD >P GEEEEDRI>O >KA
B@B@MS @JIRKF@QFLK TPE QEBBPQ C QEB MEIB FK QEB
LAD>KFVPFLK >LOJ>I TORDBK MI>K J¥ KLQ ?B K@PP>0( LT BSBO
>P QEB ?RPFKBPPTBCG-KA BDRI>O >KA BEDFAS @JIRKF@QFLK
?B@JBP JLOB AFE@RIQ > TOBK J>GBQFKD MI>K PELRIA ?B
PBOFLRPI@KPFAE® &LO QEB PJ>Il ?RPFKBPPBR) QE>ESB >
J>OHBQFKD MI>IBTC>@QR>\ RPBE

4EB® >B J>KV B>PLKP TE/ PL J>KV PJ>Il 2RPFKBPPBP AL KLQ
E>SB J>OHBQFKD MI>KP 1JLKD QEB-PLKP >B®QEBLOLTFKD

*EK »>KQP@E $R@MB ->GHBQFKD 4EB ZOA® - LPQ
00-@F@3J>11 " RPFKBPP -+BQFKD 'RFAB >PESFIIB 4.
4ELJ>P. BIPLK K@ PFD ?>@H @80 @wW

"B@HV @OV b3FIMIPCILRO 3>11" RPFKBPP -$BQFKD
0I>Kc 33>11 " FWRBGFSI &B?0R3O >@BPPR
$B@J?BO T TT PJ>I?FWPEES| @J
PFIMIRCVLROPJ>II 2RPFKBPP J>GBQFKD@

IASMQB. COJ $ >KFBIIB ->@KFP b L C3>Il" RPFKBPP
'PF@(>SB . L ->0 HBQFKDISK ¢ ->OHBQFKDILD €O J>lI

#E>MQBO 4EB ->GBQFKDISK X



d 4EBV AL KLQ ESB BKLRIE HKLT IBADB IC J>@BQFKD

d 4EBV Q>B > P&RBORK >MMO@E QL JH@BQFKD

d 4EBV AL KLQ HKLEL T QL DL >?LRQ ABILMFKD > JH@BQFKD
MI>K

d 4EBV AL KLQ ESB BKLRIE JLKBV QL AL J>®GBQFKD M?@B®/

d 4EBV AL KLQ ESB BKLRIE QFJB QL AL J>EBQFKD M@B

d 4EBV AL KLQ ESB DLLA MBMIB LOBPLR@P QL EBIM QEBJQE
J>OHBQFKD

4EFP QBIIP RP QERKABOPQ>KAFKDQTE3>®BQFKD MI>K FP >II >?LRQ

>KA ELT > J>OHBQFKD MI>K>k@?B MRQ QLOEBO PFWI>KA
FKBIMBKPBS >B FIS>IR>?IB M>QP C > PJ>Il ?RPFKBPIPKBOR QLLI

HR

What Is a Markting Plan?

| B6G@>C< EA6CbHFP > TQPBK AL@RJIEK QE> PRIJ>OBP TEXQ
QEB J>BBQBO E>PBKB >?LRQ QEB J+BQMI>&E>KA FKAF@BP EL
QEBDJ MI>KP QBEREGP J>BBQFKD L?@HEP ) GKQ>FKP @¥@h
DRFABIFKBR@EB JA@BQFKD MO JP >KA CK>K@F>| >HQ®BLKPIBO
QEB MI>KKFKD MBOHRAFMLRIBO >KABSFK >KB +BlIBOMarketing
Management 5MMBO 3>AAIB 2BG.* 0 B>OPLK 0BKQREY >l

1 J>0 HBQFKD MI>KINSBABP > P@B@® J>EBQFKD ARDFLKLO >
PJ>Il ?2RPFKBPP >KA FPBOSSIR>?IB QLLI FQ FP ALKBL@B@Y
"B@RPB QEB RIQRE MROMLP8 QEB MI>K FP QL DEMBEE@FBK
MQGD>?I1B >@ LK QEB JMBOFKD MI>K PELRIAKEFPQCL RP>?IB

"RPFKBPPBP &B?0R>0 >@ @PPRB $B@J?BO
TTT A>KFBIIBJ>@FKKEP @J>11 ?RPFKBPP J>C-BQFKD
L CPJ>Il ?RPFKBPP ESB KL J>0 HBQFKD MI>K

X#E>MQBO 4EB ->GBQFKDIBK



MO @F@®FKPQOBF@KP QE>B ABPFDKB)L BKPRMES BPLR@BP >B
MQMBO/ >MMIRB

>0 HBQFKD MI>KBK@>KDB @0 > LKB M>DB PRJJ>OV QL JL®
QE>K LKB ERKB®M>DBP !IQELRIR) FP P>FX PLJB QES QEB FAB
J>OHBQFKD MI>K IBKDIQEEPQ>KA >ILKB AL@RJIBKE B > AL@RJIBK
QE® FP KLQ /@0 QEB QLQ>I ?RPFKBPFLRI>H@IM>KV FP DBKY QL
GQ/ M>DBP QEB IBKDQE I> J>GBQFKD MI>KAC> PJ>Il ?RPFKBPPK@
7B >KV IBKDQE QETFII R3FRQQEB KB\P LC QEB ?RPFKBPP 4EB M>DB
@RKQ IC QEB MI>K ¥KLQ ?B > DLLASV QL JB>PRB QEB >AR>®@LC
QEB MI>K 4EB JHBQFKD MI>K PELRIA ?B-FRBA 2V G>A>?F >KA
PRJJ>OFWOFLK ! DLLA J>BBQFKD MI>K TFILEPAB QEBABO TGE
> DLLA DBKBOFAB LC 8P J>FK I@QBRP 83K >QBO LKI> NRF@H PHFJ
FK EQBK JFKRQBP LO IBPPL J> QQBO QEB IBKDQE QEB MI>K PELRIA
7B MO@F® QL QEB MIFKTBDE RPBCREMEF@P >P SMICIRE >KA
TLOABA @IBOV TRQE KL ILT BAY LO IBD>IFPQF@ I>KDR>DB

b(LT QL 7 OB 3>11" RPFKBPP -HBQFKDISKRc

3J>1l " RPFKBPP ->@QFKD BKP @ >@@PPB
$B@J?BO T TT PJ>II?RPFKBPP JXBQFKD
MI>KP 1@

b(LT QL7 OB 3>11" RPFKBPP -HMBQFKDISKR:

3J>Il " RPFKBPP ->@BQFKD BPKP @ >@@PPB
$B@J?BO T TT PI>II?RPFKBPP JBQFKD
MI>KP I@

4FJ "BOQY b( LT ,LKD 3ELRIA >" RPFKBPRXK "B ¢
"0I>KP >@BPPR $B@J?BO >0 QF@IBP ?MI>KP @
TORFKD > ?RPFKBPP MEXKT ILKD PELRIA > ?RPFKBPP
MI>K ?B

b(LT QL7 OB 3>11" RPFKBPP -HBQFKDISKR:

3J>Il " RPFKBPP ->@BQFKD BPKP @ >@@PPB

#E>MQBO 4EB ->GBQFKDISK X



4EB MI>K PELRIAL@BO LKB B>0O TEF@E FRIBK QEB ?BPOVIQL
QEFKH >?LRQ BBDFKD.O QEB PJ>IIL@M>KV 4EFP FP KLQ QU BE®
WLR PELRIA KLQ >IPL QEFKH >?LRQ QEB ILKD@BBPQ I8P QE
QEFKDP @E>KDBBIGMFAI FK QEB PERQBOJ BLMIB IBSB J>OHBQP
BSLISB >KA @RPQLJIBARE>KA DL #LKPFABEFLK PELRIA ?B8K
QL DL QL CRO B>0OP ATK QEB D>A

"B @RPB PJ>Il ?RPFKBPPKBOP ESB BV IRDIB QFJB QL PMBKA LK
TOBFKD >K BI>2@B J>GBQFKD MI>KQ FP DOQE @PFABOFKD RPFKD
PLEY >@ LO LKIFKB QBJMIBP QL MRQ QEB MI>KQEBDRB PL GT >®
M@QDGJ FP ->OHBQFKDISK 0@ TEF@E FP KIFK@IRAB>P M>Q IC
3>IBP >KA ->®BQFKD QO4EB KRJ?BO LKB ?BPQ PBIIFKD BBQFKD
MI>K PEY >@ QLLI I ?RFIAFKD PJ>ll 2RPFKBPRHBOBEKD MI>KIEOC
PESBOI \B>OP ->®BQFKDISK 0@ MQSFABP PQBMPQBM DRFABK@
B>PV OB@PQP >KA ?RADB @RPQLJOWLEK LMQFLKRB@RQFLK
DRFA>KE@>KA PBBG| P>JMIB MI>KP >[@® > TFABSRY LC ?RPFKBPP
Q/MBP ->®BQFKD MI>K >PPFRE)PR@PLS>FI>?IB QERLE QEB 3>II
" RPFKBPP AJFKFPQRLK3" >KA QEB 3BGF@® #LOMP C BQFE
% BQRQFS 3# 2% MODGJ 3#/ 2% > KLKMQGD >PPL@FLK
ABAF@DB QL BR@QFKD BMBMBKBROP >KA EBIMFKD PJ>Il ?RPFKBPPBP
PQ>@ DIOF >KA PR@BA_FP >K 3"l BBPLR@ M>QKBO QEE>P 7BK
JBK QLOFKD PJ>Il ?RPFKBRFBOPI® JLCB QE>KLOY \B>OP

$B@J?BO T TT PI>II?RPFKBPP JHBQFKD

MI>KP I@

b( LT QL #@®>QB > ->®BQFKDISKc %KBMBKBRARDRPQ
>@ @BPPEB*RKB

EQ@M TTT BKQBMBKBR@J >OQF@IB

H?LRQ 3#/ 2%c 3@ L >@BPPRB $B@J?BO

TTT P@®B LD >?LRQ P@®B
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Why Have a Markting Plan?

I >0 HBOFKD MI>K FPBOSFIMLQ>K M>® IC QEB PJ>Il ?RPFKBPP
Q>AJ>M QL PR@PP 4EB MI>K ABPS>@FLK >KA MIGR QEB>V
4EB® >B J>KV DLLA @>PLKP I® ABBILMFKD > J¥BQFKD MI>K
FK@IRAFKD QEBTFKD

*L>KK>, +OLQW b %>P\DBMP QLBEDB > ->GBQFKD

0I>Kc -F@OPLE >@PPB $B@J?BO

TTT JF@OPL@ @ ?RPFKBPBK RP OBPLR@P

J>OHBQFKD J>0BQ BPBG@EB >PV PQBMP QLERQB >

J>OHBQFKD MI>K >BNIPFA 7 4?KANS.QDIF

b->OHBQFKE5KFBORY LC -FPPLROBKR>W

>@BPPB $B@J?BO T TT JFPPLROF?RPFKBRP KB

P?QAGL@PJ>0 HBQFKD MAC QEBKBRM( LT QL

#OB>QB > ->0BQFKDISKC %KBMBKBRAORDRPQ

>@BPPR $B@J?BO T TT BKQBMBKBR@.J

SQF@IB * L>KK>, +OLQW b %>P\DBMP QLBEDB >

>0 HBQFKDISKC -F@OPLE) >@BPPR $B@J?BO

TTT JF@OPL@ @ ?RPFKBPBK RP OBPLR@BP

J>OHBQFKD J>0BQ BPBG@EB >PV PQBMP QLERQB >

J>OHBQFKD MI>K >BMR?FA 7 4?KANEQIF %JFY 3RBPP

b->OHBQFKDISK ">PF@RTI>I " RPFKBRRI>II

" RPFKBPP "LK@ IMOFI >@ @PPB $B@J?BO
PJ>Il ?RPFKBPP?LKE@J J>O HBQFKD MI>K ?>PF@P

Q@OPJ>Il ?RPFKBPP TKBOP b( T QL 7 08B 3>I|

" RPFKBPP -3BQFKDISKR: 3J>11 " RPFKBPP ->EBQFKD

0I>KP @ >@@PPE $B@3J?BO

TTT PJ>II ?RPFKBPP JHBQFKD MI>KRJ@

#E>MQBO 4EB ->GBQFKDISK X



)Q BO@P VR QL FARPROQEB QbR J>GBQ ! @IM>KVR ?BPQ
@RPQLJIBOP >KA ELMBGPEB FAB@RPQLJIBPELRIA ?B FK QEB
Q>DRQ J>BBQ

9LR DRE) > EFEBO BQROK LK 8BPQJBIQ 2/) %BE ALII>O TFII
TLOH E>@BO TEBK@ FR-@RPB

)Q BA@BP VR QL QEFKH >?LRQ ?LQE®@EH® ILKD QBOJ
J>OHBQFKD PQBBBP &L@RPFKD/LLK QEB PELIRBOJXA ?B
ABS>PQSFKD QL QEB CRRQEBLEM>K YV

)Q MGBFABP > ?>PFP LK TEF@BQRRBB > [@M>KV >D>FKPQHF
FKARPE®QO J>0BQ FK QBOJE P@&DQEP B>HKBPPBP
LMMLQRKPFBP >KA GEQP

9LR @K BIFJFK@B BPQBW ?RFIAFKDB@FBK@JFQR
@BPLR@P @K ?B >IILEGQR QL @3QB QEB BQBP@QROK

)Q TFIl ?B BPFBO QLEPBEB® M>PQ AB-PFLKPBEBIMR LO
EFKABERA QEB DAOQE LC > ?RPFKBPP 4EB MI>K TEISWAB >
DRFAB.O JB>PROFKDIWM@PP >KA LRQIBP

)Q TFIl EBIMRR QL JFKFIJIFB\OFPH JFP@PH>KA C>FB¥O

)Q EBIMALR QL BPQ>?IFPE > QFJBIBBBIFKD MBIIB >@RKQ>?IB
@O QEB DUQE >KA PR@PP C LMBQFLK

)Q B8P @I>QFL TEL ALBP TE® TEBK >KA TOE TEX)
J>OHBQFKD QLLIP

)Q I¥P LRQ >L@V>KV®& D>JB MI>K ¢ MBMIB IBSB FC KB
MBMIB >O@F$C JBIJLOFBP C>IGB@EBKQP ?OFKDBRERDQL
>|QBO QEB®KP QEB RKIJ>QFLK FK QEB@BK J>BGBQFKD MI>K
FP >BIFKABO C TEXQ VYR >DBBA LK

What If Thee Is No Markting Plan?

)K Alice in W onderland IF@ BK@RKQBOP QEB #EBBE®Q (B >PHP
EBO TEBB PEB FP DLFKD 3EB >BBF QE>PEB ALBP KLQ FIKUEB

#EBPERD @Q >KPBOP QE>>K @>A TFIl Q>BIEBO QEBOQ FP @B
QE® !IF@® AFA KLQ EB > J>CGHBQFKD MI>K >$FA #>IM?BIl E>P >
PFJFI>O MEFILPMP BIB@R FK QEB@B C EFP ?LLH You DonOt

X#E>MQBO 4EB ->0GBQFKDISK



Know Where YouOe Going, YouOll Pobably End Up Somewhere
Else$>SFA #>JM?BII If You DonOt Kow W here YouOe Going, YouOll
Probably End Up Somewhere Else !lIBK 48 4ELJ>P - LLGB
OR?IFPEFKD 7F QELRQ > J3BQFKD MI>K > PJ>ll ?RPFKBFRAD@
?B JL SFKD® DB>Q PMB\e?RQ FK QEB QR TA.KD AFBIIRFLK

"B@RPB J>KV PJ>Il ?RPFKBPPBPBRBQL LMBSQB PR@PPCHII
TFQELRQ > J¥BQFKD MI>K ABMBKAFKD KMIR T>KQ QL ABEB
PR@PPCRII QEB >?PBIBR@LC > J>GBQFKD MI>K ALBP KLQ>KB
>RQLI>QF@ C>BIRQT BSBO QEB® >®B PLIB AFPQRR@FP:SAKQ>DBP
QL KLQ E+KD > J>BQFKD MI>K 4BBICTFKD >B PLJB BU>JMIBP

d . LQ ESFKD > J>EBQFKD MI>K TEEBGPB > PQ>KA >ILKB
AL@RJBK) LO > RBFLK FK QEB ?RPFKBPP MI>K TAIRMRGV
PFDKF@KQ AFPSAKQ>DB TEBK @EKD QL RB-K @MB C
?RPFKBPP IL>K

d . LQ ESFKD > J>BBQFKD MI>KK@MRPE > ?RPFKBRBLFK
JB >KABOFKD JLAB QEERIA BPRIQ FK FIBA DQTQE JFPPB
LMMLQRKBFBP >KA FDEAQEB>QP

d 4EB Q>DR) J>®BQ J>V KLQ ?B ABER @OB@V

d . LQ ESFKD > J>EBQFKD MI>K 35CQ@ LR QL GARP LK QEB
PELQ QBOJ TPE I®IB LO KL@BRFLK QL QEB ILKD QBOJ 48KP @
2B ABS>PQOFKD QL QEB CRERO@M>KV

d OLQBRF>I BE@FBK@FBP TFII KLE> FRO

d 2FPH TFIl IBN FK@SPB

)K PELQ KLQ BSFKD > J>BBQFKD MI>K 3P QE VR TFIl KLQEIF®/

QEB >8-KQ>DBP @ ESFKD LKB ®BE FCLR >® >K LTKBOLKIV
?RPFKBPP > JHBQFKD MI>$K@MOSFAB > AFP@FMIFKB >KA YRBOR@
@O DOTFKD QEB ?RPFKBPP_FQ EFEABBROK QEB LQEBO E>KA FC
>K LTKBO FP MB@QV PXFF@ TRQE TEBB >KA EII QEFKDP BO>
J>OHBQFKD MI>K TFIl JLPQBIFHKKLQ ?B EBBRI *RP@IBJ?BO QEX)
@E>KDB FEK@Q>& 7FQELRQ > J¥BQFKD MI>K > ?RPFKBRPKEQ ?B
@>AV CO @E>KDB

#E>MQBO 4EB ->GBQFKDISK X



Key Takeaways

d ->K V PJ>Il RPFKBPPBP AL KLGE> J>OHBQFKD MI>K

d 4EB® >® J>KV @>PLKP TR/ PJ>Il ?RPFKBPPBP AL KLGE>
J>OHBQFKD MI>K /KEB®Y FIML@>K B>PLK FP Q@:QBBAL KLQ
HKLT EL T QL ABSBILM > MI>K

d ! J>0 HBQFKD MI>KI\SBABP > P@BR® J>EBQFKD AR@FLKLO >
PJ>Il ?RPFKBPP 4EB RIQEB-MROMLRBQEB MI>K FP QL DEXBO
BC @FBKMAER>?IB >@FLK

d !IQELRIE > J>OHBQFKD MI>K PELRLASED LKB B>O FK AB>FI QEFP
ALBP KLQ JBK QE® > ?RPFKBPP PELRIA FDREB ILKDBO QBOJ

d 4EB® >® J>KV @>PLKP TR/ PJ>Il ?RPFKBPPBP PELRISE>
J>OHBQFKD MI>K KLQ QEBQBC TEF@E FP QEJ>®BQFKD MI>K
@K EBIM QEB ?RPFKBPP JFKFIRRH JFPBPH>KA C>FBRO

d 7FQELRQ > JHBQFKD MI>K > PJ>Il ?RPFKBFRA@B JL SFKDO
DB>Q PMB\e?RQ FK QEB KD AFBEDFLK

d . LQ ESFKD > J>BBQFKD MI>K 3KP QE3 QEB ?RPFKBPRK@Q
@>IF® QEB J>K/ ?BKBE)P C ESFKD LKB

d !J>0 HBQFKD MI>K J5KLQ ?BL® >l ?RPFKBPPEPLKB FP E>MM
TFQE TEBB >KA EIT > ?RPFKBPP FP LKBUSEFKH QE>
J>OHBQFKD MI>K FP KLBARS 2BJBJ?BO QELRB QE® @E>KDB
TFIl E>SMMBK >KA > ?RPFKBPY B:Q ?BE>AV CO B TRELRQ >
J>OHBQFKD MI>K

The Marleting Plan

IIQELRIE QEB®FP KL RKBSP >@BMQB COJ>Q D > J>GBQFKD
MI>K QEBBNSRFBIBKQP @ ?B DORMB\ FIQL QEB BBK PEDFLKP
FABRFB FK QEBFDR®?BILT 4EB J>OHBQFKD MI>KKa?B > PQ>KA
>ILKB AL@RJBR LO > RB)FLK € QEB ?RPFKBPP MC@& FP M3 QEB
?RPFKBPP MI>® Tl ARMIREBFKOJ>QFLK QBFP BPBIQR FK LQEBO
PRADFLKPQ QEB ?RPFKBPP MI>K

X#E>MQBO 4EB ->GBQFKDIBK



| PLIFA J>GBQFKD PQBN FP QERRKAXQFLK C > TBIl TORRBK
J>OHBQFKD MI>K>KA QEB J>EBQFKD PQBY PELRIA ESB LKDORKA
>KA LKIFKB L@VILKBKQP FC QEB PJ>Il ?RPFKBPP E>FKQO DL 58
> TB? MBPBK® 4EB LKIFKB MQBLK C QEB J¥®QFKD MI>K PELRIA
7B > MI>K QE» @K ?B FIMIBJBIQR B>PRI ?B @E>KDBCOMFA >P
>MMOMORB >KA PELOBPRIQP NRR@HI

="' 6GAI>C<*ABC

#>PE -FIIBOb7 EV $LBP 9.RO 'RPFKBPFBBA > 'LLA

>0 HBQFKDISK ¢ 9BPDOJK / @L?BO >@BPPR
$B@J?BO T TTVBPDOJKL®D TE VALBP \LRO
?RPFKBPP K > DLLA J>0 HBQFKD MI>K MEM

HK /KIFKB ->0 HBQFKDISK €O QEBRII" RPFKBPP
/TKBO ¢ 7 B2->0 HBQFKDLT >@BPPR $8@J?BO

TTT TB?J>OHBQFKDRL@J TEL TEL=?RPFKBPP

=L TKBOEQJI

#E>MQBO 4EB ->GBQFKDISK X



Exeutive Summary

4EB BB@RQ@ESPRII>OV FP > LKB QLTQM>DB PVKLMPFE L>
@JIM>KVR J>CHBQFKD MI>K 4EB PRIJYAFBP > NRF@BBISFB L C
QEB J>FK MLER C QEB MI>K > PVKLMBFFELD > @M>KV E>P ALKB
TE>Q 6 MI>KP QL AL >KATEEQ MI>KP QLQREBO 4EB BUB@RQES
PRJJ>OV FPLO QEB MBIB TEL I>@H QEB QFJB >K2BBRQ QIBEA

b( LT QL 7 08B > ->GBQFKDISKc |OFUK> /CE® LC
4LROFPJ >@PPE $B@J?BO T TT>WQDSB
AL@RJIBIQR>0 HBQFKDH4 |I=+FQ MAC

X#E>MQBO 4EB ->OBQFKDISK



QEB BRDJI>OHBQFKD MI>K ?RQ TEIBKE DLLA ?>PF@ RKABOPQ>KAFKD
LC TEXQ ® FP >?LRQ

Exeutive Summary Example

-><BJC9$1 IDIGB:I * 6HI6

Note 4EB J>OHBQFKD MISKCFDJIRKAR 'LROJB Q G-PQ> FP > P>JMIB
PJ>Il RPFKBPP JHBQFKD MI>KISBAR ?V >KA @WOFEDRB 2V 0>IL QL
3LAT >@ 0BOJFPPFLK E>PEIBIFBK QL QEROELOP QL RPB QEFP MI>K >P
QEB ?>PFECDQEFP @E>MEE® MI>K TFIl 2B RRBECRCELRQ QEFP @E>MQBO
QL FIIRPEIB J>BGBQFKD MISKKGEBMQP 'AAFFLK>IL@MIBQB P>JMIB
J>OHBQFKD MI>KFOPJ>Il ?RPFKBPPBB >8-FI>?IB
EQM TTT JMI>KP @)

3FDJRKAR'LROJB Q G-PQ> TFIl 7B QEBAFKD M>P@BPQROKQ FK
%RDBKB /BDLK TE >EMFAI ABSBILMFKDLEPRJIBO ?6KA >KA DIOTFKD
@RPQLJBO ?>PB 4EB PEIR®YFKB C FKKS-QFS MBJFRJ M>PQ> AFPEBP
FK@IRAB MBPQREPJLHBA P>IJLK M>K@@> >KA M® IFKDRFKB FK >K
IC@AL PR@ IL?PQBCSFLIF FK > IL?PQER@>>KA GBPE JRPPBIP >KA
@I>JP FK > J>OFK>B:R@ 3FDJRKAR'LROJB Q 6-PQ> >IPL PEEP AFPQEK@
P>I>AP ABPFBP >KA ZBGDBP !I| ABPPED S®J>AB LK PROB

3FDJRKAR 'LROJB Q G-PQ> TFIBBSBKQ QEB M>PQVEBOFEK @O
FKAFSFAR>IP C>JFIFBP >RERD-@RPQLIBOPERFPERBLKICFKE@B
2V PBIIFKD BENIR>IRY FKKISSQASMOAR@P © > B>PLK>?IB MCE@
ABPFDKFKD Q>PQREEBKEBR ILEQFLKP >KA MSFAFKD FKARPQO
?BK@EJ>8 @RPQLJIBO BB@ /RO TB? MBPBK@BKE>K@P LRO 2HA

4L DQT >Q > 90B @KPFPQBKTBE LRO L?@BFEP FDIRKAR FP @BOFKD
>K >AABFLK> FK B NRBY %UFPQFKD JBJ?BOP TFII PBE QEBRDPQ
LMQFLK QL PR?P@OF?B QL QER KANRE/ QL >IIT B>@E C QEBJ QL
J>FKQ>FK QEBFQ@IED-DB C [TKBOPEFM 4EB M)FLK KLQ PR?P@OFR?B
BUFPQFKD JBJ?BOP TFII B8Ri>?IB QL MEMERDFSKET FKSBPQLOP

b->OHBQFKDISK 4EB %B@RQESRJII>O Ve 31>lI

" RPFKBPFLQBP >@PPB $B@J?BO

TTT PJ>II ?RPFKBPPKLQBP ®@Q>QFKD > ?RPFKBPP
J>OHBQFKD MI>K QEBUB@RQESRJIJI>O VEQJI
IA>MQB. C0J b0 >PQ>BPQRGKQ ->O-BQFKDISK
3FDJRKAR'LROJB Q G-PQe -MI>KP @) >@@3PPR
$B@J?BO T TTJIMI>KP @ M>PQ>=BPQROKQ
=J>0 HBQFKD=MI3K UB@RQ@SPRII>O V= MEM

#E>MQBO 4EB ->@BQFKDISK X



Vision and Mision

4EBK>H>DC HiB:C | QOFBP QRF@RIB QEB ILKD QBOJ MROMLPB >KA
FABIFBA KLQFLK © TEX) QEB ?RPFKBPP ELMBP QL ?B FK @BOJP L
DQTQE SIRBP BJMIMBBP @KQOF?RQFLKP QL GL@F& PL
COQE_QEY FP TEBOQEB TKBO PBP QEB ?RPFKBPP DLFKD 3BIC
BIB@FLK? QEB ?RPFKBPRKABO FP (B >@FSF FC > JBKFKDRI
SFPFLK FP QL ?BBABVIR\

Vision Statement Examples

' D7>A: (LH !6B:H K ADE:G D' D7>A: '6B:H , :A6>C< ID
JGG:.CI( :LH KCIH

RO SFPFLK FP QLS#AB MBIIB TRE > ?0FBC BRBIC CRKSBO
QEB [@ROPB C QEBFO KLOJ>VA?B AL QEFP/"MOSFAFKD QEBJQE
QFJBV FIOBE®HS D>JBP QEY QBB @K >@BPP LK QEBFO JL?FIB
ABSF@P_D>JBP QEY>>B B-PV QL Mix>KA ESB PLIB @KKB@)FLK TGE
@RBEQ MLM @RIBREPc

(:DC' :BDG>H >C:G

b. BLK - BJLOFBP $FKBO FP > BIX@® C>JM QLDBEBOKBPP
LMD>KFA >QRKA > @JJLK IL SB LC QEB ¥ XBFLK>] IJBOF® AFKBO
>KA QEB PFIJMIBO QFJBPQEB a P >KA a P BLK - BJLOFBP $FKBO

*5\/ %??BK b$BBILMFKD @@DAS6FPFLK >KA -FPPFLK
3Q09BJBIQR XK@ &B?0R#0 >@ @PPB $B@J?BO
T TT FK@L® OBPLR@PPQ>QRMOQF@IBP
JFPPFLKPQRBJIBIQ B)JI
b3>JIMIB ->OHBQFKDISKc - L(B' RPFKBPR.J&>@@3PPR
$B@J?BO T TT JLOB?RPFKBPRJ®
QBIMIBP=TMHPEBQPMI>KP MOFIQM®?@

X#E>MQBO 4EB ->GBQFKDISK



QEKP@KAP > MFE@® QEBJB BPQROKQ ¥ MRQFKDBSI EB-@) FRL
@RPQLJBO BB@ >KA QEB NRIFLC BP ICA PL QEQ BP RKFNRB
MBPBIQQFLK >KABBBK@P QL QFJBP M>PB GBPQ I>@ QEB
MF@RBC

"V @KQOPQ QHB-HH>DC HIB:C | @O QEB JSBQFKD MI>K ILLHP QL
>WF@RIB QEB JIBCRKA>JBR>I KORBLC QEB ?RPFKBPP F B QEB
?RPFKBPRUBPQP @LIM>KVR JFPPFLK FOFFPBKPECLMROMLPB_QEB
@>PLK TEV QEB TKBO DBP RMB A¥ >KA ALBP TE® EB LO PEB
ALBP { @MQMP QEBTKBOR SIRBP >KA SFPFLKP >ILKQETREY
LC QEB BIMMBBP FC >MMA® >KA @JIRKF ¢ MIRP PRMMIFBOP >KA
PQ>BELIABOPQ) IBBEIV FP QEBRKAXQFLK C > @M>KVR CRQRO

IP PR@E QEB JFPPFLKQBIBIQ FP >K FIMRSK (RKAXQFLK C >
?RPFKBRPa>CHBQFKD MI>KQ FPL@LK C LO QEB JFPPFLK GPRIBIQ
QL >MM® FK QEB JHBRFKD PQBY PEDFLK C QEB JHBQFKD MI>KQ )
FP >IPLL@ILK C LO QEB MI>K QL FK@IRMBBF> SFPFLIQBJBIQ LO

> JFPPFLK PQBJBKQ ?RQ KLQ ?LQE

Mission Statement Examples

>HCN

b2BPQRCOKQ ->OHBQFKDISK . BLK - BJLOFBP $FKBO

-0 I>KP @ >@@3PPE $B@J?BO

TTT IJMI>KP @ OBPQROKQ=J>GHBQFKD=MI>K
J>OHBQFKD=SFPFLE=KEM

#LOQB 3 B>OFKDBKZ (DBFKD > -FPPFLR®BIBKXE

3J>11 " FW ->®BQFKD 4FMP@@PE $B@3J?BO

TTT PJ>Il 2FWI>0 HBQFKD QFNIB @OFQFKD > JFPPFLK
PQOBJIBIQ BJI

#E>MQBO 4EB ->GBQFKDISK X



baL J>H B MBMIB E>M¥t

D86 D A6

bAL 2BCBPE QEB ZQAeFK ?LA/ JFKA >KA PMR®F

)G <6C>8 DON *GD9JSIH #8 - B6AA JH>C:HH

bAL MQSFAB EEINR>IEY PHFK@ >KA ?LA/ @B MOAR@P QL
TLIBK TELT >KQ TEXQ DLBP LK QEBFO ?LAFBFSBEEEAD> NR>(
>P TE>Q DLBP FK QEBFO ?IcAFBP

-><BJCOH IDIGB:I * 6HI6 - BGAA JH>C:HH

b3FDJRKAR 'LROJB Q G-PQ® JFPPFLK FP QLSFAB QEB @RPQLJIBO
QEB FKBPQ M>PQ>>UBKA AFKFKOUBIBOFEE@ B BUFPQ QIIO@
>KA J>FKQ>FK @RPQLJBOPBK TB >AEBB QL QEFP J>UFBBYQEFKD
BIPB TFIl C>llGK MI>@/RO PBSF@P TFIl B@BA QEB BMEDOFLKPQ
@RPQLJBOP

#LOQB 3 B>OFKDBK7 (DBFKD > -FPPFLR®BIBKXE

3J>11 " FW ->BGBQFKD 4FMP@@PE $B@J?BO

TTT PJ>Il 2FWI>0 HBQFKD QFNIB @OFQFKD > JFPPFLK
PQOBIBKQ BJI

#LOQB 3 B>OFKDBK7 (DBFKD > -FPPFLR®BIBKXE

3J>11 " FW ->®BQFKD 4FMP@@PE $B@8J?BO

TTT PJ>Il 2FWJI>0 HBQFKD QFNIB @OFQFKD > JFPPFLK
PQOBJIBIQ BJI

+OFPQFB B@B b%U>IMIBELLT QL 7 08B > ->GBQFKD
0I>Kc #EQK @J >@@PPRB $B@J?BO

PJ>II?RPFKBPP @E@J B U>IMIBP TOBB J>CHBQFKD
MI>K EQJI

bO>PQ>BPQRGKQ ->OHBQFKDISK 3FDJRKAR'LROJB Q
0>PQe-MI>KP @) >@@PPRB $B@J?BO

TTT IMI>KP @ M>PQ>=BPQROKQ=J>CHBQFKD=MI>K
J>OHBQFKD=PIBI=0@ MEM

X#E>MQBO 4EB ->GBQFKDIBK



Situation Analysis

AEBHX6 1>DC 6CAMH>IBFSP > MG@B LC TEBB > @IM>KV FP KL
FK QEB JHBQ >KA AB>FIP QEBK@BIQ L©® BP J>GBQFKD &CQP
IIQELRIE FKAFSFAR>| 3(2BP TFII>SY QEB I@XQBKP TFIl DBKEWY
FK@IRABIBSKQ FKOJ>QFLK >?LRQ GHRQOMAR@P LO PSEEP
P>IBP QEB J#BQ ABEKFKDQF>KA ABBOJFKFKD ERFD B FP >KA
ELT C>PQQFFP DUFKD @MBQBFLK QBED J>GBQP QBKAP >KA
HBVP QL PRIBPP 4EBPB G@P>® ?B @J?FKBA QL ABBILM > 1 ).
6C6AH>HK FABRFEQFLK C > @M>KVR PBXDQEP B>HKBPPBP
LMMLQRKBFBP >KA GEQP_QL EBIM +J@>KV ARBBKQRSB GPBIC
COJ FQP @MBQBLOP

-34J6 1>DC C6AIH>H

Market Summary

IP QEB @B FIMIFBP @HE&@ HJBB6G N PRIJ>OFBP TEX) FP
HKLTK >?LRQ QEB J3¥BQ FK TEF@E BI@>KV @IMBQBP MI>KP QL
@JMBQB LO ?LQE 4EFP PRJJ*®>V ?B >Il QE3 FPBSA PL B JRPQ
?B PELQ >KA I@@FPB 4EB JHBQ PRJJ>O/ PELRIA FK@IRAB >
ABP@OFMQRLIQEB J3BQ >KAGP GQOF?RQBP BBQ KBAP J>G-BQ
QBKAP >KA J>BBQ DIOTQE

' 6G@I - JBB6G N

#E>MQBO 4EB ->@BQFKDISK X



Market Summary Example

)KQDAR@LY 0>CGDOME FDJIRKAR'LROJB Q -PQ>

3FDJRKAR'LROJB Q 6-PQ> MLPPBPPBP DLLARKQFLK >?LRQ QEB
J>0OHBQ >KA HKIP > DB>Q ABI >?LRQ QER.BLK > @OF?RQEPLRO JLPQ
MO >KA ILV>| @RPQLIBOPIEIRKAR'LROJB Q G-PQ> TFIl SBODB QEFP
FKODJ>QFLK QL @BBO RKABOPQ>KA TEL FBREIEBFO REB® KBP >KA
ELT 3 FDJRKAR @K ?BDBOL@RKF@QB TBE QEBJ

bO>PQ>BPRCKQ ->G-BQFKDISK 3FDJRKAR'LROJB Q
0>PQe-MI>KP @J >@@PPR $B@J?BO

X#E>MQBO 4EB ->GBQFKDISK



The Marlket and Its Attributes

AEFP PE)FLK C QEB J¥BQFKD MI>K FP TEBG@IM>KVR @RPQLIBOP
>@ FABRFE )C > ?RPFKBPP E>P >K LKIFBBBU@ LO TKQP QL
E>SB LKB FHOJ>QFLK KB\P QL ?B DBKEJIB CO LKIFKB @RPQLJBOP
>P TBIl 3LJB MB@>MP JLPQ ?RQ KLQ >IC b @M>KVR LKIFKB
@RPQLJBOP TRIIBCQJ QEB @IM>KVE LKDORKA @RPQLJBOP 4EFP
ABMBKAP LK QERJ®>KVE J>CHBQFKD PQBN ( LTBSBO > TB?
MBPBKB@K @KPFABOIV BUM>KA >I@M>KVE J>CG-BQ

4EB FKDJ>QFLK QB>PELRIA ?B MEFAB >?LRQ @RPQLJBOP FP >P
QCILTP

Ill OBIES>KQ ABJLDOMEF@ D >DB >KA DBKAB®A IFBPYB LO
?BESSFLCB D >@FSFBP GREPQP >KA PMBKAFK®BOKP
FKOOJ>QFLK 4EFP ERC>QFLK® ?B IFKBA QL FIMLQ>IQ
AFBBK@P FK ?W80 ?BESFLO

4EB IL@QFLKC QEB @RPQLJIBOPIIIBIFLK>l KOFLK>l LO
FIQBOIQFLK>l 4EBO-G LOBK AFPQEHR@EBBK®@P FK ?H80
?BESFLO ?>RE.K DRDOMEF@ IE@ LK PIQFFP FIMQOK QL
HKLT TE> Q QELPB SFBK@P >B8 QL Q>MEKQEBJ &LO
BU>JMIB DQ@P > @JILK ?0 B>HC>PQMEJ FK QEB 3LRQE ?RQ
QEB >B KLQ > JBKR PQ>MIBWIEB® BIPB FK QEB B 3QBP
IK >PPBPPJBIQ IC QEB AT QEB JH@Q >KAGP BPQRYB
DQTQE 4EBB PELRIA ?B BKLRDLC > J>®BQ QL GRRQFC
?RPFKBFPRUFPQBEEK QEE-CPQ MB>@SK > KF@EB J+BQ
JRPQ ?B I>DB BKLRE QL IGBO MQF)>?R¥ MLQBBF>| Q@ QEB

TTT IMI>KP @ M>PQ>=BPQRCGKQ=J>CHBQFKD=MI>K
J>OHBQFKD=PIBI=0@ MEM

IA>MQB. CDJ b->0 HBQFKO5KFBORY LC -FPPLROF
*>KR> >@BPPB $B@J?BO

TTT JFPPLROF?RPFKBRIPRBA@L@PJI>0O HBQFKD MAC

#E>MQBO 4EB ->@GBQFKDISK X



P>JB QFJB > @M>KV TFIl T>KQ QEB JS@Q QL RO PL QES QEB
?RPFKBPPIGDOT >PPRJFKD ROQE FP ABMRO)C LK QEB
LQEBO E>KA +@1>KV T>KQP QLBI>FK PJ>II J>OHBQ DIOTQE

FP KLQ >P FIMREKQ_RIBMQ QB8 J>V MBPBIQ LMMIURKGFBP
@O KB @.JMBQBLOP QL BRO QEB JHBDMI>E

IK FABIQFREBQFLK C J>0BQ KBAP >KA EI > ?RPFKBPP MI>KP QL
JB BQ QEBJ 7FQELRQ HREKD >KA RKABOPQ>KAFKBBSO
KBBAP B FPUEDBJBIV ARE@RIQ QB@S8 > J>BBQFKD JFU QE>
TFIl PR@PPCRIUB BQ QELPB RBP 4EBB >B FKPQ>ER@IC

PJ>Il ?2RPFKBPPBP QEsB PR@PPCRI @RPB IC >K FERBFS
PBKPBLO TE>Q QEB J>@8Q KBAP ?RQ QEBPB ?RPFKBPPBP J>
BSBKQR>W BUMBOFBK@JRB DOTQE LMMLORKBFBP @RPB
QEBFO@RBFLK® Q>B QEBJ LKV PL C>&>0 HBQ KBAP @E>KDB
PL PJ>Il ?RPFKBPPBP JRPQ >A>MQ NRR@HILPB @E>KDBPVAEB
@KKLQ >A>MQ QL @E>KDRPADER Q HKL >?LRQ

IK FABKQFREQFLK C J>3BQ BKAP *RPQ >RFP FIMQSIQ QL
RKABOPQ>KA JH8D) KBAP > PJ>Il 2RPFKBPP PELRIA ?B >?IB QL
FABRRCTEB® QEB J>EBQ FP DLFKD PL@EP J>BBQFKD JFU

@K ?B >AGRRQB@ O\FKDY #>MB>IFWFKD LK §8Q EKAP

B>QV FK QEB D>JB-@LABO > ML BOCRLEMB QBS>AS>KQ>DB

bO>PQ>BPQRGKQ ->OHBQFKDISK 3FDJRKAR'LROJB Q
0>PQe -MI>KP @J >@@3PPE $B@J?BO

TTT IMI>KP @ M>PQ>=BPQROKQ=J>CBQFKD=MI>K
J>OHBQFKD=PIBI=0@ MEM

IA>MQB. CDJ b0 >PQ>BPQRGKQ ->O-BQFKDISK
3FDJRKAR'LROJB Q G-PQe -MI>KP @) >@@PPB
$B@J?BO T TTJIMI>KP @ M>PQ>
=CBPQRGKQ=J>CHBQFKD=MI>K
J>OHBQFKD=PIBI=0@ MEM

X#E>MQBO 4EB ->0GBQFKDISK



Demogaphics for SigmursdlGourmet &sta

->|B >KA CBJ>IB

IDBP ~  QEFP PBDJBKI>HBP RM MB@BKQ IC QEB %RDBKB 88Q
>@).O\FKD QL QEB %RDBKB #E>J2B@LLIJBO @

9LRKD MABPPFLK>IP TELOTH @ILPB QL QEB-REK

9RMMFBP

( >SB XMBKAB @IIBDB >KA.O DO-ARB P@ELLI

)K@JB L SBO

oo oo oo

Behaior and Lifestyled€tors for SigmuralGourmet
Pasta

%9 LRQ BBG| QFJBP > BBH

4BKA QL MPDKFW EFEBONR>IRY BPQRGKQP

IOB @DKFW#K>?LRQ QEBFSIGE

%IGV > EFB NR>IEY JB >l TRQELRQ QEB JBP@ 1>HFKDFQEBJPBBP
7 EBK LOBOFKD BRE IGX@OKP FHBD>@ QL [LAP >8 Q>BK FIL
>@DRKQ

4EB® FP >SRB SDOF?ROBL QEB >MMBK@ LO QEB BRBIQOFLKC
LA

o [eljco ool

Geographics for SigmurgdlGourmet &sta

d 3FDJRKARFJIBAFSB DEDOMEF@ QEQ FP QEERY@E %RDBKB QE >
MLMRIQFLKC
d ! JFIBDB LDOMEF@BCFP FK BB LC FDIJRKAR PBEFEP

Market Size for SigmursdGourmet &sta

d 4EB QLQ> (B MLMRIGFLK FP BPQEB=>Q
d 4EB Q>DR) J>®BQP ®FKAFSFAR>IP C>JFIFBP >BURQSH

.6&:l" 6GAIHR- ><BJC9% 'DJGB:I* 6HI6

#E>MQBO 4EB ->@GBQFKDISK X



bO>PQ> BPQRGKQ ->OHBQFKDISK 3FDJRKAR'LROJB Q
0>PQe -MI>KP @J >@@3PPE $B@J?BO

TTT IMI>KP @ M>PQ>=BPQROKQ=J>CHBQFKD=MI>K
J>OHBQFKD=PIBI=0@ MEM

bO>PQ>BPQRGKQ ->OHBQFKDISK 3FDJRKAR'LROJB Q
0>PQe-MI>KP @J >@@PPRB $B@J?BO

TTT IMI>KP @ M>PQ>=BPQROKQ=J>CHBQFKD=MI>K
J>OHBQFKD=PIBD=0@ MEM

bO>PQ>BPQRGKQ ->OHBQFKDISK 3FDJRKAR'LROJB Q
0>PQe -MI>KP @J >@@PPB $B@J?BO

TTT IMI>KP @ M>PQ>=BPQROKQ=J>CHBQFKD=MI>K
J>OHBQFKD=PIBU=0@ MEM

bO>PQ>BPQRGKQ ->OHBQFKDISK 3FDJRKAR'LROJB Q
0>PQe-MI>KP @) >@@PPRB $B@J?BO

TTT IMI>KP @ M>PQ>=BPQROKQ=J>CHBQFKD=MI>K
J>OHBQFKD=PIBU=0@ MEM

X#E>MQBO 4EB ->GBQFKDIBK



3LR@B FKIQ QKLQBP

Estimatd Marlet Growth for Sigmund@ourmet
Pasta

K QEB 7> M>PQ> JBQ B@ER ?FIIFLK 0>PQ> P>IBPB-O
BPQFJIQR QL DO ?V >Q IBPQ MB@BKQ 0O QEB KEQET VB>OP 4EFP
DQTQE @K ?B XROF?ROBL PEBCI AFBBKQ CX@OP 4EB-OPQ Q@ FP >K
>MMBBFFLKLO EBIQE @KP@FLRELA !IQELRIE KLQ >l M>PQ> BBLA CO
WLRc M>QF @RV@®>J ?>PB A PR@P M>PQ>I@?B BY Q>RQBQ EBIQE
@KP@FLRPXEB P>JB QFJB-PQ> FPEIB>P > EBIQK CLA ?B@RPB IC BP
EFE MB@KQ>DBC @O?LEACGQBPEIF-QRSQL G

IKLQEBO SOF>?IB QE:@KQOF?RQBP QLHBEDDINQE FP >K FKRERB FK QEB
KRJ?BO LC ELROP LRO ABJLIMEF@ FPAHFKD /O QEB I>FEBGB>0OP QEB
KRJ?BO LC ELROP PMB® TLAH LC LRO ®@EB/MB @RPQLJIBO E>P PFBKBIC
FK@SPR\ P QEB KRJ?BOC TL(H ELROP FKg&¥BP QEB®P > EED
@OBIXQFLKC MBMIB TEL B-Q LRQQ BPQROKQP 4EFP FR)REFASV
BUMI>FKB?V QEB CO@EY TRE > IFJBR KRJ?BO LC ELROPS>FI>?IB B@E
A>V MB.MIB E:SB IBPP QFJB QLBW>B QEBFO 8 >KA BQFKD LRQ FP LKB
T>V QL J>UFJFBVQEBFO QFJB

#E>MQBO 4EB ->GBQFKDISK X



bO>PQ>RBPRCGKQ ->CHBQFKDISK 3FDJRKAR'LROJB Q
0>PQ> BRRYFLK IKNPFP-MI>KP @J >@@PPR
$B@J?BO E @M TTT JMI>KP @J
M>PQ>BPRCOKQ=J>GBQFKD=MI>K
PRRYFLK=>K¥PFPZ MEMBMORX3 ?V MBOJFPPFLK L
O0>IL QL 3LAT >@

IA>MQRB. CDJ b0 >PQ>BPQRCGKQ ->OHBQFKDISK
3FDJRKAR'LROJB Q G-PQe-MI>KP @J >@@BPPRB
$B@J?BO T TTJIMI>KP @ M>PQ>
=BPROKQ=J>ABQFKD=MI>K
J>OHBQFKD=PQIBU=® MEM

X#E>MQBO 4EB ->OBQFKDISK



*GD?:8l:9' 6G@I! @LI= R-><BJC9% IDJGB:I* 6HI6

*DI:CI>6A I @LI= !
JHIDB:G H

H#HCOXK>9J6AH
6B>A>:H
.6@DJI
). &
AA JB7:G H 6G= NEDI=:I>86A
DB EDJC9 6CU6A <BLI= G6l:

3LRAB FKIA.QKLQBP

Identifying and Meting Marlet Neds for SigmunsO
Gourmet Bsta

3FDJRKAR'LROJB Q 0-PQ> FPINBBAFKQF @RPQLIJBOREE TFAB PE@FLK
LC EADNR>IEY M>PQ> AFPEBP >KA P>I>AP-@EIRKFNRB >KA MAFKD FK
MBPBIQFLK @BOFKD > TFAB REIBLK C EBIQE @KP@FLRP @BEFGKA
RPFKD QLM PEBIC BAERRP BDJRKAR'LROJB Q G-PQ> P QL CRIIEB
QIILTFKD ?BKEOQP QB»>B FIMLQ>IQ QL QEBFO @RPQLJIBOP

d -:A:8/1>DC 4EB® FP > TFAB @EBRE@M>PQ> >KA P>I>A LMQFLKP

d 88:HH>7>IA>4EB MK @K D>FK X@PP QL QEBROIRCGKQ TRE
JFKFJ>I T>BP >KAX® @ELLPB QEB LMQRLKREKB FK LOBR®

d JHIDB:G H:G K>8: 0>QOKP TFIl ?B FIMEPPRB TFQE QEB$BI LC
>@BRFLK QR-QEBB@FB

d DB E:I>I>K EG>8>Cdll MCLAR@RPBCSF@P TFII 7B [@MBQBHRV
MO8 BI>QFBQL @M>0>?IB EFB BKA M>PQ> >K03¥IF>KBBQRGKQP

Identifying Marlet Trends for SigmurglGourmet
Pasta

4EB J>OHBQ BXA CO BPQRGKQP FP EBBA QI >@\ > JLOB PLMEFPSG®
@RPQLJIBEEB BPQRGKQ MODK QLAY GI>QFSQL BPQROV FP JLB
PLMEFPQE@ FK PEBC| AFBBKQ T>VP

#E>MQBO 4EB ->@BQFKDISK X



d DD9 FJ6AN 4EB MBB@K®@ CO EFDNR>IRY FKIEAFBRP FP FIBERBKD
>P @RPQLJIBOPIK QL >MB@FQB QEB NRMBFSAFBBK®

d *G:H:C16I1>DOSEE:6G 6C8: 'P MBPBIQ®FLKC >K BIBJBIQ IC QEB
@RIFKYGUMBOFEK@@.JBP JLO B MBS-PF8 MQOKP >B IB-OKFKD QL
>MMBRF3B QEFP >BYIE QEB FKARPQO

d " :6Al= 8DCH8>DJIHC:HHP |IJBOF@KP FK DBKBC® JLOB @DKFWXKIC
QEBFO HIRE BFABKERA ?V QEB FKE®PB FK FKAFSFARSBRIBFPFKD >KA
EB>IQE @IR? JBJ?BOPEFMPQUEKP >8 GNRBPQFKD JBEB-IQF
>|QBOIQFEP TEBK QBBB-Q LRQ 4BBB@DKFB/QES >K BRTB @K ?B
2LQE NRFB Q>POKA @>PLK>?V DLLA 0O VR

d -A:8I>DC O0BLMIB >B ABJ>KAFKD > I:5IBO PBERFLKC CLAP 4EB/ KL
ILKDBO >@MQ > IFGB JBKR

4EB ®>PLK CO QEFFBEA FP QESTBEFK QEB I>BOMB>0OP BPQROKQ
LGBOFKDP 8 FK@SPB\ MOSFAFKD @RPQLIBQE KB @ELFEP
2BPQRGKQ MOOKP KL ILKDBO KB QL >@MQ > IFQR. KRJ?BO LC LMQFLKP
7FQE JLB @ELB® MOOKP E:$B ?B@.JB JLO B PLMEFPSB® 4EFP GRA FP
FIQRBFS>P VR @K L?PBEB > JLOB PLMEFPEBBMOCK FK 1>DBO @F
J>OHBQP PR@E >P-@BIB QADI>KA LOBT 9LOH TEB® QEED>® JLOB
@ELE® BLMIB >B >IPL FK@®PFKIY BUMEFKD >B? MBPBKBCO
MBPQROKQP 4EFP BRBKBFK@IRABP B7POB > JBJ?BOPEFM LK &8M@LH
>KA L@BRFJIBP > 4TEBO BPBK® 4EB FIMLQ>KBLC > TB?PBB >KA QEB
RPB IC PL@F>I 38> @KKLQ ?B RKABOQFIOR

Competition

%BY J>OHBQFKD MI>K PELRIA FK@IRAB >K >PPBPROBKEB
@JMBQBFLK TEL QEB>B TE>Q QBEBLEBO QEBFOIOQE GQBP FC
HKLTK >KA QEBFO JHBR PEBD FC HRIK ->O HBQ PEBOFP ABRR
>P QEB MEEXQ>DBC QLQ>I P>IBFRSB FK > J>0-BQ QEY> FP>EQMA
2V > 20KA > MOAR@ LO >I@M>KV  4EFKH C QEB J3®Q >P >

IA>MQB. CDJ b0 >PQ>BPQRGKQ ->O-BQFKDISK
3FDJRKAR'LROJB Q 0-PQe -MI>KP @) >@@PPR
$B@J?BO E @M TTT IJMI>KP @J
M>PQ>BPQRGKQ=J>CHBQFKD=MI>K
J>OHBQFKD=PIBU=0@ MEM

b->OHBQ 3E>Bt "RPFKBBP@FLKX@.J) >@@PPR

X#E>MQBO 4EB ->GBQFKDISK



MFB TBE B@E PIB@BFKD >PE>6c LC QE MFB 4EB DBO QEB MBF@
QEB I5IBO QEB MBRQ>DB C P>IBPLRRIB @MQMA ?V > ?20KA >
MQAR@ LO >1l@V>KV 7FQE >l QEFP HKBADB > ?RPFKBPP TFII
?B FK QEB ?BPQ IPEPR QL MFBKQFIB GPBIC FK QEB HBQMISE®
( LT BSBOTEFIB QEB P>|BFDGEP IC > ?RPFKBPBEPN >@BPPF?IB
R FP KLQBRHQE® QEBTKBO TFIl ESB BREBO QLQ>| §8Q P>IBP
G-DREP LO DOQE GQB P>IBFDREP >KA J>GBQ PEEFKMJI>QFLK
@O QEBL@MBQBFLK 4EFP ERC>QFLK F&FI>?IB © >l FP RPRAII
>S>FI>?1B COQC-AB >PPL@JELKP >KA J+8Q BPEG@ERDIP TFQE
QEB IBFELLA ?BFKDSBK IBPP FC QERGKEFLK ABBROFP >?LRQ
LQEBO PJ>Il ?RPFKBPPBP #LQRIBO B?PBBP >KADBOKBPEI@EBP
J>V MOSB EBIMRI ?RQ TBRPB JLPQ PJ>Il ?RPFKBPPBP MOBQBY
EBIA QEB AKIJ>QFLKS>FI>?IB LKIFKB TFII ?B IRE !P > BPRIQ LR
TFIl 7B BPQUP®FK QEB EKJI>QFLK QE/R @K @IIB@ >?LRQ QEB
@JMBQBFLK QL QEFKDR @K>B>PAI 7B L?PBSBA FK MBOPLK L@ >0
>S>FI>?IB LK I@M>KV TB?PEBP %U>JMIBP FK@IRABRE@ PBIB)FLK
MOB@ILFRP PEBE@NR>E/ >KA MOAR@ NR>(¥

#LIMB QBFLK PELRIA ?B >BRPB FK QBOJPCL?BFKD A LO
FKAB@ED >GBl 8DB E:I>I1>DC BBOP QLL@IBQBFLK CDPFJFI>O
?RPFKBPPBP LQAR®P TEBBP >C9>8| 8DB E:I>I>DC BBOP QL
@JMBQBFLK CD>IQBOKORS PR?PQRQ>?IB ?RPFKBPPBPLAR @
)K QEB @B IC FDJRKAR 'LROJB Q G-PQ> AB@) @MBQBFLK TRIA
@JB CQJ LQEBO BPQROKQP QEXPEB M>PQKAFB@ @MBQBFLK
TLRIA @JB CQJ LQEBO QVIBP C CRIl PBER@BPQRCGKQP C>AQA
QEB GBVBO LO MBM>BA CLLAP >B>P FK QEB LB PQIE ABIFP
MBM>E8QFLK PBE@P QHY QBB) QEB ELJB >KA BK LKIFKB
?RPFKBPPBP QPBII ®I>BA CLAP ( LIB" FPQO->K V FC KLQ JLPQ
PJ>Il 2RPFKBPP JHBQFKD MI>KP >BRE LKY AFBE) GIMBQBFLK

$B@J?BO T TT ?RPFKBPPAREK:@.)
ABEKGFLK>0 HBQ PE>BEQJI

b->OHBQ 3E>Br 1IRF@H-"! >@a3PPE $B@8J?BO
TTT NRF@HJI?5L@ J>0 HBQFKD J>BBQ PE>B

#E>MQBO 4EB ->GBQFKDISK X



Direct Competition for SigmurslGourmet &sta

( 6I>DC6A DEE:I>I>DC

* 6HI67>A>H /C BOP I®PRJIBOP QEBFO GELE@LLAIBP R@P
>KA FKIBBFBRP >IICFKD @RPQLIBOP QL >PPBJ?IB QEBFO AFPEBP >P
QEB TFPE &LLA NRQFFP SBODB

*BHI6 GH= ( >P > IFJDR PBIEDFLK ?RQ QEB AFPHEBP >0
>PPBJ?IB\ TRQE ERDNR>IEY FKOEAFBRP 4EB M@AdL.FR FP EED
?RQ QERICG\ FP NRIB DLLA

* 6HI6 1 D@HC GOP M>PQ>QEFBSPLK>?V CBPE 8>PLK>?V/
FKKISSQFS >KA X > IT BO MCE®LFR 4EB @M>KV T>P PLIA >
@T VB>0OP >DL >KALEPBVRBIQV QEB AB@)FLK C J>K>DBJBKQ
E>P ?BK PQ>DKEKSBY TEF@E E>MBPRIQBFK B@PPES
BJMILVBB QROISBO

*:G;:81 * 6HI6 /C BOP JB\FRJ MOFE& M>PQ> AFPEBRQJERB
>SBODB FKIBAFBRP KL @EDFEF >KA > IBPP QE>KBODB POEO
>QJLPMEB® 3FDJRKAR FP KLQ FRELT QEFPI@M>KV E>P ?BK
>?IB QL 0T FK PAB\>P QEBFO TELIB.MR@ FP JBFL@OQ ?BPQ

&D86A DBE:I>I>DC

, :HIBIG6C  4EFP FP >K RMAAQ>IF>KBBQROKQ TOE > IFIBR
PBIEFLK C M>PQ> AFPEBP !IQEI(EB PBEFLK FP IFJB >KA
MORB® QEB AFPEBBREB DLLA

, :HIBJG6C K ) Q>IF>KBPQROKQ TPE > ABBKQ M>PQ>
PBIEADFLK ELBSBOQEB NRXWF-FP FK@PFPQBK

, *HIBJG6CI 'K RMP@IB BPQRGKQ TPE > I>08 TFKB PB@FLK
>KA DLLA P>I>AP BSQEFKD BIPB FRARR @OQ ?BPQ >KA
LSBOMCEA@3BGF@@K LMBK ?B MLLO

bO>PQ>BPQRGKQ ->OHBQFKDISK 3FDJRKAR'LROJB Q
0>PQe-MI>KP @) >@@PPRB $B@J?BO

TTT IMI>KP @ M>PQ>=BPQROKQ=J>CHBQFKD=MI>K
J>OHBQFKD=PIBI=0@ MEM

X#E>MQBO  4EB ->0GBQFKDISK



Product or Servie Offering

4EB J>OHBQFKD MI>K JRPQ 7BOS @8O >?LRQ QEBLMR®@ LO QEB
PBOF@QES FP ?BFKIR®A QL QEB J¥BQMISEPB@RPB QEB MR@
AOFEP QEB BQFLKC QEB J3¥®QFKD JFU >KA QEB BBQFKD PQBD
IK BOQO FK MAR@ FABRREQFLK >KA ABKBFLK 3® TB>H ESL@
FK QEBL@M>KV >KA FK QEB JHBQMISE ?B@RPB JFPAB@R
J>OHBQFKD SBLKP>® L@ROEB BPMLKPFTMFCO QEB MER@
ABEKBFLKFBBQP PNMBATRE QEBIKBO&LO B>IMIB FC > ?RPFKBPP
FP > IBSQEEQBO QEB>QRBP B PLMEFPSE® MIvP TLRIA \LR
ABEKB QEB MR®@ >P BRBQ>FKJBR LO XD 4EB >KPBO QL QEFP
NRBPQFLK TFIISB>J>GLO FIMIF@FLKPLO > @M>KVR J>CHBQFKD
PQEDBY

4EB MOAR@ LO QEB BB® LGBOFKD JRPQ >IPILKBFABO >
@JIM>KVR TB?PEB ?EB*RPB > B? MBPBK® TFIl ?B >K FIMLO>IQ
M>Q IC TEXQ FPGB®A QL @RPQLJIBOP

#E>MQBO 4EB ->GBQFKDISK X



Servie Offering for Sigmursl@ourmet &sta

3FDJRKAR E>P @SQB DLROJE) M>PQ>P >KA P>I>AR OBAFBBKQFSR
>KA PRMBOFLO QIMBQBLOP #RPQLIBOK@>PQB QEB NR=IRA
CBPEKBPPLQEB MER@ FKSBY ?)B 4EBITLTFKD >B QEB

@E>a@BOFPQR@PHB MAR@

3FDJRKARM>PQ> ALRBP J>AB TBE Q>IF>K PBJLIFKIRO

Il @EBPBP HFIMLQB

6BDE>?IBP B1LM>KF@ >KABEE THE QBB PEFMJBRP > BBH

- B>QP ®>Il QLM PEBISGRBFBP >KADSKF@ TEBK MLPPF?IB
7FKBP >6 MBOPLKYIPBIEDR ?V QEB TKBO4EB >RQELORILQEFP
QBIQ?LLH >AMBQEFP MR@ @E>@)BOFPQF@

[eljco ool

1 Q ¥FDJRKAR CLA FP KLQ > MAR@ QEBWBVIBOFBKI@ AFKFKD FP >SFED
3FDIJRKARMOFABPHBIC LK MBFAFKD RBMBQER FP LK M>CQHEREKB
AFKFKD 4EFP F@3I@FPEB QEIORCE >K BJQBKPEREFKFKD MIBJ >KA
EFOFKD MNBJMBOFBBAABIMILVBBP

16! A6C8:R=:*G DIDINE: - ><BJC9%1 -IDG

L@QFLK >K RMRRJ>I > PR?RO?>K KBEBLELLA LO >K RO?>K
@BQ>FI AFPQOF@

$BPFDK ?0EDQ EFM @I8

3FW A PNR>0B BBQ

&LO MBVIB TEL AFKB FK >K@BE@FSAFKFKIUBMBOFEKEFI 7B
>S>FI>?IB QERCE QEBMBA ! SFQR> TFKBE@>O >MMHEEBLK TFII >ML
AFKBOP QEIC QERLE 3FDJRKAR >PPLOIBKO IC TFKBP >KA J5Bi>K
BAR@QB AB@FPFLK $FKBOP TFII 2B >?IB QL PMFKQDEB 2HBA QL
SFB QEB ?>@H 1>?BB2 BSFBP SFB QEB SFKB@ LK 'LLD IB J>MP
PB-GE TFKBWMOB@KA BLFLK >KA PBFKIDJI>QFLK >?LRQLA
M>FOFKAEB >RQELORILQEFPUTIPLLH >AABQEFP AFJBKPFIX L
3FDJRKAR OQQLYMB ®LB AGTFKD GO QEB CILTFKD QL
>QF@IBP

d %JMILVBBP PFU QLSBE CRIl QFJB

d 3B>QFKD ~

d 4VMBP C QBP>@FLKP MBE@BKQ AFKB FK  MBBKQ Q:BRQ

oo Qo o

- ><BJCOS$ L:7H:

4EFP FKOJ>QFLK >?LRQ QED3RKAR TB?PBB FP + @FK>QFLKC QEB
FABP LC QEBRQELOROLQEFPUTPLLH >KA QEBICTFKD QL P>JMIB
J>OHBQFKD MI>KPTFIl BAR@QB MEMEDP TOE >K BB QI >G\
BK@RGDFKD QEBJ QL\DQEBEPQROKQ >KA QEBRQROK 3B SRPEEOP TFII
2B FKIGOJBA >?LRQ QEB JBKR >KA QEPQROKZR @JJF QIBKQ QL NRSF
FK RPFKD ELJBJ>AB M>PQ> J>ABYERD>IF>K PBJILIFKH ROFIML@B
@EBPBP LI>KF@SE>?IBP QB>B ABIFSGA QEBB QFJBP > BBH >KA
QLM PEBIC JB)P 4EB B?PBB TFII KLQ PBIl QEFKBEFO

0Q_PMEDAS @RPQLJIBOP TFII ?B BR@DB\ QERLE QEB FOJ >KA
COFBRAQILPMEB®LC QEBB?PBB ! MELQL D>IIBTFII MCSFAB > SFPR>I

X#E>MQBO 4EB ->GBQFKDIBK



bO>PQ>BPQRGKQ ->OHBQFKDISK 3FDJRKAR'LROJB Q

0>PQe -MI>KP @J >@@PPE $B@J?BO

TTT IMI>KP @ M>PQ>=BPQROKQ=J>CHBQFKD=MI>K

J>OHBQFKD=PIBD=0@ MEM

" QAFB "E)> b(LT 2 BPQROKQP |8 5PFKD QEB-Ac 4EB

.BUQB? >V >@ @PPB $B@J?BO

QEBKBQ B? @J >MMIB

ELT OBPQROKQP >B RPFKD QEB FMSAIMMIB B>A

2BPQRGKQ - BKRP 4EB BT 7 >V QL /OABO &LLA

1RF@KIFKBAFMPI@ *RKB >@BPPRB $B@J?BO
T TT NRF@QKIFKBFMR.B >0 @EES

>MMIB FM>ABPQROKQ JBKRP

b,L@ IV 0QAR@A #ILQEFKDEQ>FIBO -HBQFKDISK

L@ 4AE@>ARC -0 I>KP @ >@@PPR $B@J?BO

TTT IMI>KP @) IL@>IIV=MQAR@A=@ILQEFKIB®-FIBO

=J>0 HBQFKD=MIxKO HBQFKD=SFPFLE=GEM

b2BPQRCOKQ ->OHBQFKDISK . BLK - BJLOFBP $FKBO

-0 I>KP @ >@@3PPE $B@J?BO

TTT IMI>KP @ OBPQRCOKQ=J>CHBQFKD=MI>K

J>OHBQFKD=SFPFLE=KIEM

#E>MQBO 4EB ->@GBQFKDISK X



QLROC QEBBQRGKQ QL ABILKPS@BEP ARO >KA ©ILPMEBR® 4EB
M>DBPC QEBB?PBB TFIl FK@IRAB QBEBTEKD

4EB JFPPFLK >KA SFPFOXQEEBBBQRCKQ FK@IRAFKDLGMB IC QEB
T RKABMBJIME>PFWFKD TFKB/BQFPB

I AFP@RPPFL& QEBLGIF QJBKQ QL QLM NRMFKEAFBRP >KA >
QLM NR>(W¥ @RPQLJBO AFKRKREBOFBEK @

| PIFAB PEL SFQR>| QLRCIQEBBEQRCGKQ

$FKFKD FK >KA @:RQ JBKRP

$FB@FLKP ELROP >HAK@ @ FKOJ>QFLK ?LQE QBIBMELKB >KA
B J>FI

,FKHP QL &B@LLH >KA 4TERBO

#RPQLJBO @JBK QP

o o [eNielyoX o o

SWOT Analysis

I -1). 6C6A NH>H@J?FKBP QEB BY P@XDQEP >KABFHKBPPBP
TFQEFK >L@M>KV TRE >K >PPBPPJBKIC QEB LMMQRKBFBP >KA
QEB-QP QB>>B BJQBOK>I QL QEBVBKV 4EFP >KMPFP>@ MOSFAB
MLT BOCRI FKEGP RpL QEB MLQBK| >KA @B& FPPRBPB@FKD >
?RPFKBPP | HIGC<I= FP >K >PBBLO >BPLR@ Q>KE?IB LO
FIQ>KB?IB FRBOK>| QL +J@>KV QE® FP TEFKQP I@&Q0 7 ExQ
ALBP QEBL@>KV AL TBIl 7 E>Q >&>KQ>DBP ALBP QHEN®KV
E>SB LSBO GP [@MBQBFLKY LR PELRIA ILLH QL FABKCQEB MLOFS
>PMEDP FIBOK>! QL > ?RPFKBP® &SRB LO GBO > [@MBQBHS
>AS>KQ>DB  %U>JMIBP C PGRDQEP BADEB NRSWFLC BIMIVBBP

4FJ "BOOY b( LT QL 0BOJ > 37 / 4 IK>| VPF@

-0 I>KP @ >@@3PPE $B@J?BO

>QF@IBP JMI>KB @L T QL MBA®J > PT LQ >K>VPFP
b( LT QL 7 OBB > ->@BQFKDISKc IOFUK> /ICE® LC
4LROFPJ >@PPB $B@J?BO T TT>WQDS
AL@RJIBIQR>0 HBQFKDH4 I=+FQ MAC 4FJ "BO®( LT
QL BODJ > 37 / 4 K>l VPFR-0 I>KP @ >@@3PPR

X#E>MQBO 4EB ->GBQFKDISK



@IM>KV BMR@FLK SFI>?IB @MD> >KA @K BPQ>?IFREB
@RPQLIJBOP RKFNRB @E>KE&BAFRQOF?RQFOBIIERR> M®BQ/
IL@QFLK >KA C>Q@FBP

Strengths for SigmursdGourmet &sta

o

3QOKD BIXQFLKPEFMREFBKALOP QEABO EFDNR>IEY FKIEAFBRP
>KA C>RCIBNRBK ABIESY P@ERIBP

%\@BI1BKQ PQSTEL >@ EFEIV QEFKB >KA B @RPQLIBARBRMS

'0 B>Q BQ>FI PMB@EQ FP ?GKD EFM @B >KA ILEQB FK >K RMB®@
J>Il > PR?RO?>K KBEDLELLA LO >K RO?>KBQ>FI AFPQOF@

( FIE @RPQLIBOMEIY >JLKD (BMBQ @RPQLJIBOP

( FIE NR>IEY CLA LEBOFKDP QEB@BA @IMBQBLOP&BOFKDP FK
NR>I6/ MBPBIQOFLK >KA MBF@

o o oo

| L:6@C:HHFP > CEB0 RBOK>! QL bJ@>KV QES® J>V GRPB® QL
E>SB > IBPPI@VBQBASMLRPFLK FK QEB FBQMIS@! @LIM>KV @K
E>SB @KQO LSBO QEFP Q@>KA PELRIA ILLH QL AJS8Q.0 BIL SB
R QL PREBPPCRII>@JIMIFPE GP J>GBQFKD L?GEBP 7B>HKBPPBP
ABQO@ QO QEB SIRB IC > ?RPFKBPP %U>JMIBPR>HKBPPBP B-O
I>@H C BIMBQFPB IFQB. BPLR@P ?>A ILBQFLK MLLO CBBF
FKBOFLO @RPQLIBGSFBOKA @RPQLIBUNBOFEK@FE@RIQFK
EFOFKD >KBQOFKFKD DLLAMEB >KA B>H ?0KA B@DKBFLK

$B@J?BO >0 QF@IBP JMI>KB @L T QL

MBQOJ > PT LQ >K>VPFP

bO>PQ>BPQRGKQ ->OHBQFKDISK 3FDJRKAR'LROJB Q
0>PQe -MI>KP @J >@@PPRB $B@J?BO

TTT IMI>KP @ M>PQ>=BPQROKQ=J>CHBQFKD=MI>K
J>OHBQFKD=PIBI=0@ MEM

#E>MQBO 4EB ->GBQFKDISK X



Weakneses for SigmursdGourmet &sta

d 3FDJRKARK>JIB I>@HPEBCI :FJ>IN " O-KA BVREY FP QERBBO @F>!
S>IRB IC >/l >PPL@FKP >KABBDOFLKP MIGHS>KA KBDOFS QER
MBMIB ESB LC > ?6KA ?>PB LK >Il QEB BMBOFBBREQEBESB E>A
TFQE QEB $RA LSBO QFJB 4EB DB>QBO QEB MRFE?CG-KA BUREY
QEB JL® MIT BO FK QEB JHBQMI>@

d 'IFJFQR J>OHBQFKD ?RADEL ASBILM ?0KA ST >BKBPP

d 4EB PQORMEIL @XQFKRMI>MMED QL ?B @HKDADB

IK DEEDGIJON FP >K @O@MS BUQBOK>l Q@ QE>BMBPBIQP QEB
@>PLK > ?RPFKBPPRPQP >KALRIIBOP LR E>SB KL @KQO LSBO
LMMLQRKBFBP ?RQR/@K Q>B >AS>KQ>DB € QEBJ QL ?BKRCQEB
?RPFKBPP /MMQBKBFBP TFII L@ CQJ QEB J>OBQ QEB
BKSFIKJBKQ LO QERLWBQBFLK >KA QEEBIB@ QEB MLABI
QE® @K ?B B>IFBA QECRCE J>OHBQFKD PQBBEBP %U>JMIBP C
LMMLQRKBFBP FK@IRABHBSDDIOTQE > @MBQBLO DLFKD LRQ L
?RPFKBPP BP@IB @E>KDBP ABJLEMEF@ @E>KDBP >KA >Bf@0
ABJ>KA @O > MAR@ LO > PBE@®

bAEB , >KDR>DBC "G-KAFKD O-KA %NR¥c " O-KAFKD

3Q60BU XPFAB®-KR>U >@ @PPB $B@J?BO
T TT 20-KAFKDPSIBBFKPFARI
20-KA=BNRBY/

b0>PQ>BPQRGKQ ->CHBQFKDISK 3FDJRKAR'LROJB Q
0>PQe-MI>KP @J >@@PPRB $B@J?BO

TTT IMI>KP @ M>PQ>=BPQRCGKQ=J>CGHBQFKD=MI>K
J>OHBQFKD=PIBD=0@ MEM

4FJ "BOQY b( LT QL 0BODJ > 37 / 4 K>l VPF®

-0 I>KP @ >@@3PPB $B@J?BO

>S@MF@IBP JMI>KB @L T QL MBAMJ > PT LQ >K>VPFP

X#E>MQBO 4EB ->OBQFKDISK



Opportunities for SigmurslGourmet &sta

d 'OLTFKD J>08Q TRE > PFDREEQ ME@KQ>DBC QEB (@& J>GBQ
PQFII KLJ >@ QE® FDIRKAR'LROJB Q G-PQ>BFPQP

d )K@B-PFKD P>IBP LMRIRAFFBP FK B:RD ?RPFKBPP QEK 7B
BKE>K@A BSBK CRUEBOVPLRO B? MBPBK®

d 4EB >?F QL PNBSA LSBEB>A LSBO JRIQFMIBIBKRB @KQBOP
3FDJRKARTFII 7B >?IB QL PBA@ QEB J>K>DBJBK) ISBEB>A @PQP
>JLKD JRIQFMIB PQB® ABDB>PFKD QEBEA @PQP MBO FELO

| 1=G61 FP >K BQBOK>l Qt@ 7BKA > @IM>KVR @KQOD QE®
@RIA MI>@ > J>CO-BQFKD PQBU LO QEB ?RPFKBRPHEIC Q>OFPH
4E@B>QP (@B CQJ >K RKCSLO-?IB QBKA LO ABBILMJIBKQ QEY @RIA
IB>A QL ABBORKQFKDBSBKRBP LO M®P PR@E >P EFD>PLIFKB
MORB® > KBT @.JMBQBLO QESBRBOP QEB HBD > MR?IF@IQFLKP
02 KFEQJ>® QES IBAP QL ABPQOFKD JBF> @BODB > DBKABO
AFP@OFJBREK FPRI) > PEOGKL@PRJIBO Q>PQBP >KA BHES Q8>
@®AR@P P>IBP BBOKJBKQ BDRIOFLK >K@KLIF@ PIRIM LO QEB
FIQDAR@FLK C > biBV ¢ QBEKLILY QEQ J>V J>HB > @IM>KVER
MQAR@P BRFMJBR LO PBE@P L?PLIBB 4E@®>QP @& @JB
COJ >K VTEB® >KA ¥ >K QFJB >KA > PJ>Il ?RPFKBPPVJ®B
M>QF @RIMGRIKBEIB ?B@RPB IC 6P PBWQ QEB P>JB QFJB > PJ>lI

b0>PQ>BPQRGKQ ->CHBQFKDISK 3FDJRKAR'LROJB Q
0>PQe-MI>KP @J >@@PPRB $B@J?BO

TTT IMI>KP @ M>PQ>=BPQRCGKQ=J>CGHBQFKD=MI>K
J>OHBQFKD=PIBD=0@ MEM

4FJ "BOQY b( LT QL 0BODJ > 37 / 4 K>l VPF®

-0 I>KP @ >@@3PPB $B@J?BO

>S@MF@IBP JMI>KB @L T QL MBAMJ > PT LQ >K>VPFP

#E>MQBO 4EB ->@BQFKDISK X



?RPFKBPP J£ ?B KFJ?IB BKLRE QL BB@HRV AB| TRQE QBSQP
?B@RPB IC QP PJ>I| PBWV

Threats for SigmunsiGourmet &sta

d #LIMB QBFLK CDL@>1 BPQRGKQP QEFBPMLKA QLFDJRKAR
'LROJB Q G-PQ® PRMBOFLEBOFKDP

d 'LROJB Q M>PQBRIRGOKQ @E>FHIREA FK LQEBO JHEDP @FKD QL
%RDBKB

d !'PIRIM FK QEB@KLJ V BAR@FKD QEB @RPQRABONLP>?IB EBED
@O BQFKD LRQ

0BOGJIFKD > 37/ 4 >K>NPFP FP >I8>?IB BB@FPBQ)JFEQ EBIM
>K LTKBO FABBRCQEB JLPQ MIFPFKD @RPQLJBOP EMEP 8BK
QEB FAB@RPQLJBEEB >K>VPFP FP 3BQ QL FIMSB > @RPQLJBOa
BUMBOFBK@RQE > @M>KV PL QEB MBOPLK TEL TFIl ?BRBILPQ
COU>37 / 4>K>NPFP FP QEB @RPQLJBO

Keys to Sues and Critial Issues

4EB @NH ID HJ88:HEH@ QELPB GI@DP QR>FC >@i8AB TFIl IB-A

b0>PQ>BPQRGKQ ->CHBQFKDISK 3FDJRKAR'LROJB Q
0>PQe-MI>KP @J >@@PPRB $B@J?BO

TTT IMI>KP @ M>PQ>=BPQROKQ=J>CHBQFKD=MI>K
J>OHBQFKD=PIBD=0@ MEM

#LOQB 3 B>OFKDBK b-+BQFKD 37 4 K>l VPFR3I>Il " FW
->0 HBQFKD 4FMP@®@PRB $B@J?BO T TTPI
2FW>0 HBQFKD QFMB @O HBQFKD PIQ >K>VPFP @I

X#E>MQBO 4EB ->OBQFKDISK



QL > MA®>?IB >KA > PRPQ>FK>?IB ?RPFKBRFREKD QEBPB QL@
PELRIA ?B ?>PBLK >K RKABOPQ>KAFRIDEB FKARPQOD QEB JHBQ
FK TEF@E > PJ>Il ?RPFKBPR.APBQFKD TBRPB QEBPB QEFKDP MI>
Q@QFE@QIB FK PR@®PP >KA C>FBRO

&L@RPFKD LK BEQL EB LC QEB JLPQ FIMREK PR@PP CX@OP
J>HBP PBKPR.@ > PJ>Il ?RPFKBPPLT BSBOQEB >@R> KRJ?BO TFII
7B > CRK@LK C QEB ?RPFKBPE>QBBO QEB KRJ?BQEB BVP QL
PR@PP J¥ @E>KDBLOOQFJB QL QFJB LOBYO QL B*O >P QEB
FKARPRQO QEB JHBQ @E>KDBP%U>JMIBP C BV PR@PP CE@0OP
FK@IRAB QEB EFOFKBOBRELK C BI@IBIQ BIMIVBBP PR@PPCRI
KBT MQAR@ FROAR@FLKP > R®D PRMMIFBAKEBM > IIT @.PQ
PQOR®B ®Q>FKFKDUBPQFKD @RPQLJBOP LKDP@EPQOF?RQFLK
KB LOH LO @E>KKBI > @RUFKDADB J>KRC>@ROFKDLIBPP >KA
@RPQLJIBO BE@

+OFP "S55V b"RFIA > R@BPPCRI ->8BQFKDISK_ + BV

" RPFKBPIRGEBPP &>@ OPB FKB (DF@IBP @GEPE

$B@J?BO BWFKB>MF@IBRJ@" RFIA >
3R@BPPCRI ->BBQFKD K +BV " RPFKBPPRI@BPP

&>@LOP FA

+OFP "S>V b"RFIA > R@BPPCRI ->@BQFKDISK_ + BV

" RPFKBPRREEBPP &>@ OPB FKB CGDF@IBP @G@PE

$B@J?BO BWFKB>MF@IBRJ@" RFIA >
3R@BPPCRI ->BBQFKD K +BV " RPFKBPPRI@BPP

&>@LOP FA

#E>MQBO 4EB ->GBQFKDISK X



Keys to Sues for Sigmund@ourmet &ta

L@QFLK IL@FLK IL@FLK

3FDJRKAR PEB PB@E)FLK @BOF>B-@QF®QL 6P PR@PP |@ERO
*LEKPLK QEB.OJBO SPRa@BPFABK IC 8> BPQRBI®D 3)>0?R@HP EBIRB
FABRROQEBLOLTFKD REB PB@FLK @BOF>

d $>VQFJIB >KA 8BKFKD MLMRIELKP
d 3ELMMFKD RRBOKP

d #>0 @RKQP

d ( LRPBELIA FK@B IB SBIP

Critical Isues for Sigmursd@ourmet &sta

3FDJRKAR'LROJB Q 0-PQ> FP PQFII FK QRIS PQ>DB >P BA>FI
BPQROKQ NP @WROFPPRBPE-GP OILTP

d #LKQFKRB QL 83HLABPQEP® >MMCG@E BM>KA® > B>PLK>?IB
OQB KLQ.O QEB PBHC BIM>KPFLK FYFBIC ?RQ@BPB® FP
B@KLIF@IN TFPB QL AL PL

d #LKQFKRB QL ?RFIAR®ST >BKBPP QBSTFII AOBERPQLJIBOP QL
BUFPQFKD BBL® BIl >P BPB QEB JHBQFKD BCDP C CRARO
PQLEP

bO>PQ>BPQRGKQ ->OHBQFKDISK 3FDJRKAR'LROJB Q
0>PQe -MI>KP @J >@@PPB $B@J?BO

TTT IMI>KP @ M>PQ>=BPQROKQ=J>CHBQFKD=MI>K
J>OHBQFKD=PIBU=0@ MEM

bO>PQ>BPQRGKQ ->OHBQFKDISK 3FDJRKAR'LROJB Q
0>PQe-MI>KP @) >@@PPRB $B@J?BO

TTT IMI>KP @ M>PQ>=BPQROKQ=J>CHBQFKD=MI>K
J>OHBQFKD=PIBI=0@ MEM

X#E>MQBO 4EB ->OBQFKDISK



Marketing Stateg

4EB J>OHBQFKD PQBD PEFLK C QEB JHBQFKD MI>K SEKSBP
PBIEADFKD LKB LO JBAD>DR) J>GBQP ABFAFKDEQL ARBBKQFOB
>KA MLRPFLK QEB MA@ LO QEB BBE@ >KA @QFKD >KA
J>FKQ>FKFKD > BB)FKD JFU QESFIl ELMBORIMOSB PR@PPCRI
TFQE QEB PEER Q>DR) J>OBOP_>Il TFQEFK QERK@QBIQ C QEB
J>OHBQFKD L?@FEP ) >IPL FK@IRABPB? PQQBD CO QEB PJ>II
?RPFKBPPBP QEESB LO TKQ QL BB > TB? MBPBK® "V >IFDKFKD
LKIFKB J>®BQFKD TE LKDAGRKA BC.AQP > I@M>KV TFIl ?B FK >
JR@E PQ®&DBO MLOFLK QL @@MIFPE J>BBQFKD >KA SBOII
@JIM>KV L?GEYFEP R TFIl >IPL ?B BPBIQFKD >LEPFPQBIOMB >KA
JBPP>DB >@PP >Il MLR}P C @KQ>@ TREGP QBE) RAFBKE

Introduction to Markting Stateg for SigmundO
Gourmet Bsta

3FDJRKAR >/SB@FPFKD ?RACBPERY IFJRB PL QEB #B@FPFKOLKGJI
FP PFIMIBFDJRKAR TFII AL ARBGED J>FI ?>KKBO >AP >KA FKHBEK QEB
Register Guard TEF@E BOFBIV QL ?B QEB JLPQ RIB@PCRIA.QEB
@JM>FDKP "B TFIl >IPL RPB LRBPPRB >KA PL@F>IAIB> QL MO QB
QEB ?RPFKBPR-PQ/ 3FDJRKAR TFII IBBGDB MBOPLKBIEFLKPEFMP QL
DRY >QF@IBP >?LRQIRKAR FK QHEBegister Guard &OFBKAP TEL BB E>A
QEBFBRRCKQPE-QRBA FK QERegister Guard E>SB PBK > AGJ> QF@
FK@3SPB IC P>IBP FJJBFRBY >QBO QEBQHDIBP MR?IFPEB

"L?B @B MB bKQBOKB->COHBQFKD@SQBY $BSBILMFKD >
7 B?PBB ->0-BQFKDISKc 7 B?3FB>0 HBQFKDSK @J
>@BPPRB $B@J?BO

TTT TB?PEBI>GBQFKDI>K @)
J>OHBQFKD=J>K>DBJBR>0 HBQFKDSKKFKD!QF@IBE
IA>MQB. CQJ b0 >PQ>BPQROKQ ->O-BQFKDISK

#E>MQBO 4EB ->@BQFKDISK X



Marketing Objetives

' 6GAI>C< D7?2:81H >@ TE>Q > @M>KV T>KQP QL @MIFPE TRE
RP J>BBQFKD PQBW 4EBV I3V QEB RAKAT LOH CO DOJRISQFKD QEB
J>OHBQFKD PQBE >KA >IQELRD COJRI>QB FK > SOFW LC T>VP
QEBFO >@BIBKQ PELRIA #\ QL P>IBP 4EBHRQFLK C J>GBQFKD
L?GRDFASP FP LKBQ QEB JLPQ QF® PQBMP > ?RPFKBPP THB Q>H
"LQE LKIFKB >KA LKDRKA L?GBYFEP JRPQ ?B FK@IRAB?RPFKBPP
JRPQ HKL >P MB@FPBLP MLPPF?IB T@® T>KQP QL >@SFBBC®
>IIL@QFKD 3K@PLR@P QL QEB JHBQFKD 8CQ

Marketing Objetives for SigmuralGourmet &sta

->FK Q>FK MLEHE PQBA DOTQE B-@E JLKQE

'BKBO>QB 8 IBPQ FK P>IBP B>@E JLKQE

%UMBOFBK@E FK@SPB FK KB@RPQLJBOP TEL @JB ILKD QBOJ
@RPQLJBOP

2B>IF®/> DOTQE PGQBW LC LKB PQRMBOBAO

|@EFBB LKB QELRP>KA &MLH C>KP FK PFU QEP

|@EFBB > 4TRDBAOLT BO ?>PBC EB ERKABA MEMIB FK PFU
JLK QEP

9LR PELRIA KLQB QEQEBFOPQ >KA QERGEDFEP FK QEFP P>JMIB
J>OHBQFKD MI>K AL KLQBBPLJB LC QEB 3-124 @ApBOF>_PEIE®

JB >PR&?IB >@EBR?IB B>IFPQF@ >KA QFJB A>PBQOB QFJB GOB OLO
>@EMBJBKQ 4EBPB QL L?GEDASP >B KLQ PMBIF® BKLEIDL 7B

JB >PRE?IB >KA QBBJ>V KLQ ?BEIFPQF@ 4EFP TFIBIEHARE@RIQ QL
ABQBOJFKB QEB@B® QL TEF@E QEBSB ?BBK LO &K ?B >@JMIFPER

3FDJRKAR'LROJB Q 0-PQe -MI>KP @) >@@PPR
$B@J?BO T TTJIMI>KP @ M>PQ>
=BPQROKQ=J>CHBQFKD=MI>K
J>OHBQFKD=PIBU=0@ MEM

IA>MQB. CDJ b0 >PQ>BPQRCGKQ ->OHBQFKDISK

X#E>MQBO 4EB ->GBQFKDISK



Target Marlet

4EB Q>DR) J>0BQ FP QEB PBDBREY E>P 7BK FABRF® >P ESFKD
QEB EQBPQ MLQB®ILO > ?RPFKBPP ! PBDJBKFP >BOQFEV
ELJLDBKBLRP PR?DE®M QE3 ?BESBP JR@E QEB P>JB>V FK QEB
J>OHBQMI>E 4EB FABRREQFLK C PBDJBRP FP > @@PP>0
MB@ROPLO QL @BRXD > @R) J>0BQ 4EB JLB MB@FPB QEBIE0
J>OHBQ FP QEBAFBA)FTFII 7B QL BQB > J>GBQFKD JFU QESFII
>MMBI QL QEB @& J>0BQ

3FDJRKAR'LROJB Q 0-PQe -MI>KP @J >@@PPB
$B@J?BO T TTJIMI>KP @ M>PQ>
=BPQROKQ=J>CHBQFKD=MI>K
J>OHBQFKD=PIBI=0@ MEM

AEFP FP >K >/Q¥LK QL BBQ> BPQROKQ ->OHBQFKDIBK
3FDJRKAR'LROJB Q G-PQe -MI>KP @J >@@PPRB
$B@J?BO T TTJIMI>KP @ M>PQ>
=CBPQRGKQ=J>CHBQFKD=MI>K
J>OHBQFKD=PIBI=0@ MEM

4EFP FP >K >/Q¥LK QL BPQ> BPQROKQ ->COHBQFKDISK
3FDJRKAR'LROJB Q G-PQe -MI>KP @) >@@3PPR
$B@J?BO T TTJIMI>KP @ M>PQ>
=CBPQRGKQ=J>CHBQFKD=MI>K
J>OHBQFKD=PIBI=0@ MEM

#E>MQBO 4EB ->GBQFKDISK X



Target Marlets for SigmunsiGourmet &sta

4EB J>OHBQ @K ?B PBDJBIQB FIQL QMEB Q>0B) MLMRRFLKP

#C9K>9J6AHBLMIB TEL AFKB? QEBJPEBP
6B>A>:H DOLRM IC MBMIB BBEBO COFBKAP LORMIO KR@B

@I>QFSP AFKFKD QREBO

. 6@DJ| OBLMIB TEL MBBO QL&) FDJRKAR CLA FK QEBFDKL

ELJBP LO 0 > IL@YFLK LQEBO QE>K QER3IBPQROKQ

3FDJRKAR @RPQLIBOBERKD®FKAFSFAR>IRI?BBK QEB >DBREL >KA
J>HFKD RM  MB@KQ IC %RDBKB@.AFKD QL QEB %RDBKB #E>J?BO

LC #LJJBO@ !DB FP KLQ QEB JLPQ EBB ABJLDO-MEF@LQEFP
@RPQLJIBO ?>PB >P >Il >DIRMO B&N M>PQ> 4EB JLPQ AB@
@E>g@BOFPQE@EB @& J>BBQ FP FK@ 'LROJB Q M>PQ> PERESB
?BBK B PR@PPCRI FK ERIBKQ JFBA RPB RO?>K BSP PR@E >P
. LODE BPQ OA 3Q88Q FKIOMDI>KA 4EBPB BSP ESB > [>DB AY >KA
KFEQ MLMROFLKI@&PFPQFKD PRPFKBPRMEB >KA C>JFIFBP TELSB>
ELRPBELIA AFPMLP>?|BLER@L SBO

#LJ?FKFKD PBBG| HBY ABJLDO-MEF@ @Qt@P FDJRKAR MDEIB IC QEB
MOFJ>0@RPQLJIBO FPLiR. TP

d 3LMEFPGR® C>JFIFBP TEL B&BO¥
d 9LRKD MOBPPFLK>IP TELIH @ILPB QL QEBRELK
d 3ELMMBOP TEL QeKF®W EFE OBKQ PQB®

Positioning

4EB* DHI>DC>CRBAFLK C QEB JHBQFKD MI>RAB@P QEB EFPFLKP
QE® ESB ?EBK J>AB >?LRQ EL > @JIM>KV MI>KP QIM>@& BP

bO>PQ>BPQRGKQ ->OHBQFKDISK 3FDJRKAR'LROJB Q
0>PQe-MI>KP @) >@@PPRB $B@J?BO

TTT IMI>KP @ M>PQ>=BPQROKQ=J>CHBQFKD=MI>K
J>OHBQFKD=PIBI=0@ MEM

X#E>MQBO 4EB ->OBQFKDISK



?RPFKBPP FK BK@RJBCR JFKAn relation to QEB @MBQBFLK P
> M>QF@RI>O ?RPFKBBR BB > ERDMOFE LO > IT MOFEA
>IQBOKS ) P > ?RPFKBPPK@FAERD. > EFB NR>IEY LO > JBAFRJ
NR>16Y >IQBOR¥ES ) P QEB ABEW QFJB QL @RPQLIBARBEN LOPB
LO QEB P>JB >P QEIE QEBLEMBQBFLKAEBB >B J>KV ARBBKQ
>MMC>@EBP QL MQPEKFKD QESEB PJ>Il ?RPFKBAKRBO PELRIA
@KPFABQORQ QEB PRI >MMO @E PELRIA ?B QEB LKB@ERQP QEB
@JM>KV LO QEB SRA FK QEB ?BPEQFDBBM FK JFKA Q@> DLLA
MLPEFLKFKD PQED TFIl @B CQJ > PLIFA RKABOPQ>KAFKDQEB
J>OHBQ QEB @RPQLJIBQA QEBLAVIBQBFLK 2@RPB QEFP HHBADB
TFIl MOSFAB > ?>PRROGEIM>OFKD LKB ?RPFKBPEHEQEBOP

Positioning for SigmunsiGourmet &sta

3FDJRKAR'LROJB Q G-PQ> TFII MIGIFLKFPBIC >P B-BLK>?V MOB@®
RMPEB DLROJB M>PQBRIRGKQ %RDBKBKPRJIBOP TEL >MB@FB
EFE NR>IEY CLA TFIl B@DKFB/QEB:SRB >KA RKFNREBOFKDREL
3FDJRKAR'LROJB Q G-PQ> 8QDKP TFIl ?B PFKEP >KA C>JFIFBP >DBP
J BKY F8 QL BY

3FDJRKAR'LROJB Q G-PQ> MLBFLKFKD TFISEESDB 6P MBR@ >KA
PBSF@@JMBQBFSBADB

d *GD9J8! 4EB MOAR@® TFII ESB QEB BPEBPQ FRBEBRP FK@IRAFKD
ELJBJ>AB M>PQ> FIMIUR @EBPBP LD>KF@BSE>?IBP >KA
QLM PEBIC JB)P 4EB MAR@ TFI >IPL 7B ABILMBR QL BKE>K®
MBPBIQQFLK 9BSQEFKD TFI ?B >BPQESV MIBPFKD

d -G K>8: #RPQLJIBO PBB@TFII 2B QEB MORLAFBJIMIL VBBP TFII
BKPRBQES® @RPQLIBOB ESSFKD QEB JLPQ MBI AFKFKD
BUMBOFEE@ BJMIL VBBP TFIl DL QERLE >K BJQBKPE®EFKFKD
MQDGJ >KA LKIV BJMBOFERA@IBMIB TFIl 7B EBQ

"V LABOFKD > PRMBOFLER@ @RMIR TFQE PRMBOFLCSPEGBFDIRKAR
TFIl BU@| BI>QFA5QL QEA.@BQBFLK

bO>PQ>BPRCKQ ->G-BQFKDISK 3FDJRKAR'LROJB Q
0>PQe-MI>KP @J >@@PPR $B@J?BO

#E>MQBO 4EB ->GBQFKDISK X



Marketing Stategy Pyamid

4EBB6G@I>C< HIGBl:< N ENGB>9 >PPRJBP QE» QEB JBQFKD
PQMBY FP ?RFIQ LKK@BRB Q®@P QE>B ?RFIQ LK P@E®
JB>PRE?IB  J>OBQFKD MOGJP_>@QF&FBP TE ?RADBR
BUMBKPBP Bl ABEKR BPMLKPFZBHBP ARBIFKBP >KA JBPRERIB
@PRIQP

' 6@QI>C< - 1G6l:< N *NGBB>9

TTT IMI>KP @ M>PQ>=BPQROKQ=J>CHBQFKD=MI>K
J>OHBQFKD=PIBU=0@ MEM

4FJ "BOQ/ b7 E>Q P QEB ->GBQFKD@SQBY OVOJIFA

7 EBB $FA R #LIB &QJ c"0I>KP >@BPPRB *RKB

EQOM TTT ?MI>KP @ >PH?MI>KP  TE> Q FP QEB
J>0 HBQFKD PSIIBY MVGJFA TEBOB AFA I @JB COLJ

X#E>MQBO 4EB ->0GBQFKDISK



3LR@B FKIX.QKLQBP

4EB PQQBY >Q QEB QLM IQEBWBJFA C@RPBP LK Bl ABEKR
J>OHBQP >KA RPBOBAB 4EB PRKA IBSBI @KPFPQRCLQEB QRFERP
QE® VR RPB QL BFRGRPBO I8P >KA @JRKF@QB TOE QEB @)
J>OHBQ 4EB QEF®SBI FP TEEOPM@®F® MDOJP >(B ABEKR  )Q
FP QEFRJIBO LOH QES FP ?RFIQEIQEB P>JMIB JHBQFKD MI>KP QE>
>@ >S>FI>?I1B QERLE 0>IL 'IQL 3LAT >@ FK 3>IBP >KA ->@BQFKD 0O
SKAQTTT JMI>KP @) ( LT BSBOR FP > PLIFA >MMNEE QE>EK 2B
RPR\ FK >K J>OHBQFKD MI>KKFKDREFFLK

4FJ "BOQY b7 E>Q P QEB ->GBQFKD@SQBN OVGJIFA

7 EBG $FADR #LJB &Q@J c"0I>KP >@BPPB $B@J?BO
E @M TTT ?MI>KP @ >PH ?MI>KP TE> Q

FP QEB J>BBQFKD PtiIBM MVGJFA TEBOB AFA )

@JB CLJ

4FJ "BOQY b7 E>Q P QEB ->GBQFKD@EQBN OVOJFA

7 EBB® $FA R #LIB &Q@J c"0I>KP >@PPB *RKB

EQ@QM TTT ?MI>KP >PH ?MI>KP TE> Q FP QEB

J>0 HBQFKD PiIBM MVGJFA TEBOB AFA R @JB COLJ

#E>MQBO 4EB ->@GBQFKDISK X



Strateey Pyamid for Sigmund@ourmet &sta

4EB PFKIB L?GERASFP QL MIgREKBDJRKAR >P QEB BWFBO DLROJB
M>PQBBQRCOKQ FK QEB %RDBKBDDOK >8> @JJ>KAFKD > J>GLO® LC
QEB J>06BQ PEEOTRQEFKF® \B>OP 4EB J>EBQFKD PQBN TFIl PBH QL
COPQREQB @RPQLIBD>$BKBPPED>BFKD QEB FH@P ICB®A ABBILM
QE® @RPQLJIBO ?>PB >K@TQL >@\ ?RFIAFKD @RPQLJIROINY >KA
@BOSIP

4EB JBPP>DB QBE>¥FDJRKAR TFII PBH QL I@JRKF@QB FP Q&>
3FDJRKAR LABOP QEEBPEBPQ JLPQREQMS EB-IQE @KP@FLRP
@>PLK>?Y MOB® DLROJE) M>PQ> FK %RDBKB 4EFP JBPP>DB TFIl ?B
@JIRKF@>QR QERLCE > S>ORY LC JBQELAP 4EBROPQ TFII ?BB@&EDI>FI
4EB AFB@) J>FI @M>FDK TFIl ?B > ¥V QL @JRKF@>QB AB@Y TRE QEB
@KPRJIBO3FDJRKARTFII >IPL RPB ?>KKBO >AP >KA EXPBOQRBgister
Guard 4EFP TFIl ?B M&B@RIMB@B@HS ?B@RPB QERegister Guard FP >
MLMRI>O IE@M>MBO QEFPLEPRIQBTEBK MBMIB >8 ILLHFKDLO QEFKDP
QL AL FK %RDBKB 4EHPQRCKQRTB?PEB TFIl >IPL BKR>DB MOOK>DB
?B@RPB QEB0J >KA COFBKARQJILPMEBBLC QEB®B TFIIBIB@) QEB
>QJLPMEB®LC QEB S@&>|BPQROKQ &>BPLLH >KA 4ATERBCA.OLT BOP
>ILKD TRE @RPQLIBAI@K QP TFIl >IPL >AA QLKA ST >BKBPP

4EB I>PQ JRELAICD @IJRKF@>QFKDFDJIRKAR JBPP>DB FP QRCE >
DGPPO.QP @ @JM>FDK 4EFP-@>FDK TFII I8GDB MBOPLK>|
@BI>QFLKPEFMERMIBVIIB LK QEB PQC QERegister Guard QL DB >
@RMIB IC >QF@IBP TOBK >?LREFBJIRKAR /KB TFIl ?B CJ QEB ?RPFKBPP
MLFR) IC SAB Q>IHFKD >?LRQ QEB LMBKFREIBPQRCGKQ >KA QEB MBIB
?BEFKA QEBEQRB 4EFP FP B QL ?B ORK FK QEB ?RPFKBRPLIKB4EB
PBQKA >@F@IB TFIl ?BL££@BSFB )K PMBHFKD TBE J>KV AFRBBKQ
@Q>FIBOP >KBPQRGQBROP PFBERQ FKE®®BP C QUF@ BB CIILTBA
>MF@IBP FK Regfster Guard "B @RPB IC QEFFSH LC BB@HKBPP >KA
ILT WBQ @PQ BDJRKARTFII TLOH E>®@ QL DB MBPP FK QEBgister
Guard

4EB TB?PBB >KA PL@F>IAB> >B>AABFLKP QLPQ>
2BPQROKQ ->O-BQFKDISK 3FDJRKAR'LROJB Q G-PQe
-MI>KP @J >@@3PPR $B@J?BO

TTT IMI>KP @ M>PQ>=BPQROKQ=J>CHBQFKD=MI>K
J>OHBQFKD=PIBI=0@ MEM

bO>PQ>BPQRGKQ ->OHBQFKDISK 3FDJRKAR'LROJB Q
0>PQe -MI>KP @J >@@BPPE $B@J?BO

X#E>MQBO  4EB ->0GBQFKDISK



Marketing Mix

| @LIM>KVR J>O-BQFKD JFU FFPFRKFNRB >MM@E QL MER@ MOB@
MQJILQFLK >KA MIsE@AFPQOF?RQEIEB (RO ® 4EB J>GBQFKD JFU
FP QEBBEDS >@FS FK QEB FIMIBJBMOFLK C > @M>KVR
J>OHBQFKD PQBD PL QEB ABFPFLKP JRPQ ?B J>AEB@RY )Q FP
QECRCE QEB J>EBQFKD JFU QE>J>GBQFKD L?@EEP TFIl 2B
>@EMBA 4EB EK>| ABBOJFIQFLK C QEB J¥BQFKD JFUBKRFEP
FKMRQFLCOQEBO >8P PR@E >P MFE>PFKD J>KRQROFKD P>IBP
ERJ>K CBPLR@P >KARK>K®

TTT JMI>KP @) M>PQ>=BPQRGKQ=J>CBQFKD=MI>K
J>OHBQFKD=P{IBU=@ MEM

OEFIFMLRQIBO >KABSFK >KB +BlIBO->0 HBQFKD
->K>DBJBK Q 5MMBO 3>AAIB BEs* 0 B>OPLK 0BKQHE)
(>l

#E>MQBO 4EB ->GBQFKDISK X



Marketing Mix for SigmunsiGourmet &ta

3FDJRKAR J>CHBQFKD JFULEPFPQRIQER ML TFKD >MMS@EBP QL MOF@FKD
AFPQOF?RQFLIBEFPFKD >KAMQFLK >KA @RPQLIBOSH®

d

d

*G>8>CBFDIRKAR MOF@FKD P@EBJBEREEMR@ GPQ FP
MB@BKQ IC QEB QLQBQSFI MBF@

>HIG>73DC 3FDJRKAR CLA TFII 2B AFPQOFZRQECRLE > JLABI FK
TEF@E @RPQLJIBOR EEBO-@FK QEBFG\BOP LO MB@EBJ
LKIFKBEB >RQELORILQEFPUQRLLH >AABQEB @>?F(¥ QL MIsE>K
LOABO LKIFKB >KAJ® QL QEBBPQROKQ QL MF@H QEBJ RMLIBD @
FIQL QEEBPCRGKQ MISEEQEBFOARDP >KA S 0O QEBJ QL 7B
@JIMIBQR

9K:GI>H>C< 6C9 EBDI>DC4EB JLPQ PR@PPCRI SBA)FPFKD TFII 7B
2>KKBO >AP >KA FKEBEK QRBgister Guard >P TBII >P > @
@JM>FDK C FKOJ>QFLK>| SF@IBP >HSEBP TFQEFK QEBgister
Guard >KA @RMLKP S>FI>?IB LK QEBBPPEB 4EBRDPQ QFJBO
AFPIERKQ @RMLK >KA IBAB TFII 7B MOFKBKQV AFPMVBA LK QEB
T B?PB®P ELJB M>DB QL BKEGDB MPMEDP QL 7JB @RPQLIBOP
#LRMLKP TFII >IPL ?BS>FI>?IBI® BMBQ @RPQLIBOP BR@BO
JLK QE
-D8>6A B:9>6 3FDJRKAR'LROJB Q G-PQ> TFIl BPQ>?IFPE Babi@
M>DB QESTFII >IIT RPBOP QL BKD>DER@ID TROE QEEL@M>KY AV
MLPQFKDBPHAFPIBP >KA FA® QL QEBI TEF@E TFIl 2B >KBBA
AFB@V A J>K>DBJBKQ #RPQLIBOP TFIl 7B BR@DB\ QL ?E.JB
C>KP C QEB &B@.LH M>DB >KA QEBK FEQEB M>DBQE QEBFO
COFBKAP

4EB >AABFLKC @RMLKP FP + ®FK>QFLKC FAB AQ
QEB RQELORILQEFPURLLH >KA QBBICTFKD P>JMIB
J>OHBQFKD MI>K BRQRGKQ ->OHBQFKDISK . BLK

- BJLOFBP $FKBQD I>KP @ >@@PPB *RKB

E@QM TTT JMI>KP @ OBPQRGKQ=J>CGHBQFKD=MI>K
J>OHBQFKD=SFPFLE=KIEM L(IFAY PM@F>IP TFIl 7B
LEB@A LK 6>IBKQFKB $>V %>PQBOLQEBP&>V >KA
&QEBPS>V

4EB &>@?LLH MI>K BP ASTK CQJ QEB CIILTFKD QL

X#E>MQBO 4EB ->GBQFKDIBK



Marketing Resarch

>0 HBQFKDBBB@E FP >?LRQQEBOFKD QER.GKDFLK QB>FP
KBBABA QL J>HB ?RPFKBPP @BPFLKP TEF@E PELRIA ?B >K LKDLFKD
MQ@PP ! J>GHBQFKD MI>K PELRIA ?B 7PR J>OHBQFKDBOBGRE

4EB BPBGRE @& OKDB @O PLJB QEFKDB® PFIMIB IRAR@R

2V QEB TKBO LO >K BJMNBB QL > JLB PLMEFPSHE PQRA QES

FP MEM>BA ?V > J>CHBQFKDBBB-GRE EDJ 4EB ISBGII DL>I IC QEB
MPB@E ELBSBOFP QL EBIM bJ@I>KV LCBO MAR@P QESMEMIB

TFIl T>KQ ® >K >MMBKD MGF®K QEB MB@EB® QEB T>KQ QL

?RV QEBJ 4EB BPBGRE PELRIA >IPL EBIMLING-KV ABDFAB HLQL
MQJILQB P MA@R@P PL QE>MBMIB TFIl ?B $>@ LC QEBJ BLMIB
@KKLQ ?R TE>Q QBBAL KLQ HKL>?LRQ

P>IMIB J>OHBQFKD MI>KP bili@ 0QAR@A #ILQEFKD
2BQ>FIBO -+BQFKDISK ,L@| 4EB>AR: -0 I>KP @
>@BPPRB $B@J?BO T TTJIMI>KP @)
IL@IV=MQAR@A =@ILQEFKB{>FIBO=JHBQFKD=MI>K
J>OHBQFKD=SFPFLEIEM BPQROKQ ->OHBQFKDISK
. BLK - BJLOFBP $FKBQ) I>KP @ >@@PPB $B@J?BO
E @M TTT IMI>KP @]
BPQROKQ=J>CHBQFKD=MIx¥0 HBQFKD=SFPFLE=KIEM
3FDJRKAR TFII >IPL BPQ>?IFPE >@JBO BPBKBHO>PQ>
2BPQROKQ ->O-BQFKDISK 3FDJRKAR'LROJB Q G-PQe
-MI>KP @J >@@3PPR $B@J?BO
TTT IMI>KP @ M>PQ>=BPQRCGKQ=J>CHBQFKD=MI>K
J>OHBQFKD=PIBD=@ MEM 4EBROELORILQEFP
QBIQ?LLH >AABATF@BO QL QEB PL@RAFIBAI>K

#E>MQBO 4EB ->GBQFKDISK X



Marketing Resarch for Sigmund@ourmet &sta

$ROFKD QEB®RH ME>PBE ABBILMFKD QEB JHBDFKD MI>K &> C@RP
DQRMP B® EBIA QL D>FK FHEFBRL > SOR® LC MOOKP LC BPQROKQP
4EBPB 0@RP DBMP MGFAB RPBCRI FKEBF&L QEB ABFPFLKP >KA
AB@FPFLK J>HFKLLIGEPPBPT @KPRJIBOP

IK >AARQFLK>| PLRDLC AK>JF@ J>EBQ BPBGBE FP BRA?>@H
JB @E>KFPJ ?>PAK > PRDDBPQFH®@VPQBJ 4EB PRDDBPQBIK @
PVPQBJ E>P BBG| PQOBJIBIQP QEXMOTKP >B >PIBA QL 8QB FK QBOJE L
> DFSK PEB 4EBG >@ >IPL PBBG| LMBK BKAB NRBPQFLKP QBHIT QEB
@RPQLJIBO QBENLAEBO @PQORES@QF@FPJ LO-FRB BDJRKAR TFII
TLOH E>® QL FIMIBJIBKQ B>PLK>?IB PRDDBPQFLKP QILEBNGP PBE®
LGBOFKDP >MIT >P PEL FQP [@JF QJBKQ QL @RPQLIBORIEEBFO
PRDDBPQFLKB SARB\ 4EFP PRDDBPQFLK PVPQBJ TFII >IPLLCB/EEER
FIQL LRO B?PBEB PL QB-@RPQLIBCOK GIOSFABBBA?>@H LKIFKEB
>RQELORLQEFPUZRLLH >AABQEB LKIFKB PRDDBPQFLK PVPQBJ

4EB 1>PQ PLRBLC J>0BQ BPBG@E FR.@IBQBFS>K>VPFP >KA
>MMB@FOFLK BDIRKAR TFIl GKQFKRMIMOOKFW IL@| BPQROKQPI®
@ L B>PLKP 4EBRDPQ FP QLIMBBMS>K>VPFP MEFAFKIFBJIRKAR
TFQE QFJBIFKIGJI>QFLKED>AFKD QEB FER@LABOFKDELLQEBO
BPQROKQP 4EB RBKA @>PLK FP QE3L@& ?RPFKBPAKBOP
M>QF @RM@PCRCGKQ [TKBOP >®LMBK MADC >K FKCLOJ>PQBOK>!
LOD>KFVQFLK TEEDQEB PRMMIQDB @E LQEBO

Financials

4EB GK>K@F>IP@BLK C QEB J¥BQFKD MI>K PELRIALSFAB >
TK>K@F>8BGFB L C QEBLEM>KV >P @ BI>QBP QL QEB JBQFKD
>@FSFBP 4VMRA@ >AABPPB FK QEFP@FLK BOQEB BHBK

bO>PQ>BPQRGKQ ->OHBQFKDISK 3FDJRKAR'LROJB Q
0>PQe-MI>KP @) >@@PPRB $B@J?BO

TTT IMI>KP @ M>PQ>=BPQROKQ=J>CHBQFKD=MI>K
J>OHBQFKD=PIBI=0@ MEM

X#E>MQBO 4EB ->OBQFKDISK



>K>VPFP > P>IBRE@PQ >KA >KUBIBKPB.B@PQ >KA HLQER/ IFKH
QL QEB JS@BQFKD PQBI

Breakeven Analysis

| 7G6@K:C 6C6AH>HFP RPB QL ABBOJFKB QEB >JLRKIC P>IBP
SLIRIB > @JIM>KV KEBAP QL PQRQ@>HFKD > ME ! @LIM>KV
E>P ?0HBK ESBK TEBK BP QLQ> P>IBP BEBKRBP BR>l 6P QLQ>I
BUMBKPBP L(TBSBO > ?@>HBSBK >K>VPFP FP KLQ BAF@LO C
ABJ>KA PL FC >L@>KV DLBP FpL QEB JH@QMISEITFROE QEB T&D
MQAR@ LO QEB IKD MOB@® J>V KEBO B-@E QEB B&BSBK
MLFR)

4EB JLPQ BIES>KQ QMBP C @PQP QExIRPQ ?BL@PFAED TEBK
MBM>OFKD >BBBSBK >K>VPFP BO>ND 8DHIH >KA K6G>67A: 8DHIH
&FBA @PQP BO@PQP QB>JRPQ ?B M>FA TEBBO LO KLQV>RKEP
>@ MOAR@A LO >K PBSF@P >B ABIFS®A 4EBV >B bEBAC LSBO
> PMBF& MBOFLACLQFJB LC-KDB IC MAAR@FLK BKQ FKPRK®

bO>PQ> BPQRGKQ ->OHBQFKDISK 3FDJRKAR'LROJB Q
0>PQe-MI>KP @) >@@PPRB $B@J?BO

TTT IMI>KP @ M>PQ>=BPQROKQ=J>CHBQFKD=MI>K
J>OHBQFKD=PIBI=0@ MEM

3RP>K 7>Q\ b"@>HBBK 'K>IVPFI?LRQ @ >@@3PPR
$B@J?BO P?FKCL@K>A> >?LRQL@ @PPQ>QRM
D ?0B>HBSBK>K>| B)J

$>KFBI 2F@B¥Ob(LT QL $L > " B>HBSBK |K>IVPF@
12LRQ @J >@@PPB $B@J?BO

BKQBMBKBROP >?LRQIGA ?RPFKBPPMI=K
2@B>HBSBK EJ

#E>MQBO 4EB ->@BQFKDISK X



>KA @IMRQBOP IRIA ?B @KPFAHRD GBA @PQP 7®RPB QBB>B
LRQI¥P QEY JRPQ L@RO ?BM > @IM>KV J>HBP BPRDPQ P>IB

6>0F>?I1BLEQP BOB@ROOFKIP@ Q>JRPQ ?B >?PLORBRQE
B>@E RKFLO PBEBPLIA 4EBPBL@QP8Y AFBAV TRE QEB KRJ?BO
LC RKPP C MAR@ LO QEB >JLRKIC PEEF®@MOSFAB |, >?LO @PQP
>KA QEBI®Q C J>QBOF>IB->JMIBP IC SOF>?IBLEQP

$>KFBI 2F@BFOb(LT QL $L > " B>HBBK IK>IVPF®
1?LRQ @J >@@PPR $B@J?BO

BKOQBMBKBROP >?LRQIG@.A ?RPFKBPPMI=K
?B>HBBK BQJ 3RP>K 7>\ b"MB>HBK K>IVPFP
1?LRQ @J >@@PPR $B@J?BO

P?FK@>K>A> >?LRQL@® @PPQ>QRND
2B>HBBK>K>1 B)J

$>KFBI 2F@BFOb(LT QL $L > " B>HBBK IK>IVPF®
1?LRQ @J >@@PPR $B@J?BO

BKQBMBKBROP >?LRQIGLA ?RPFKBPPMI=K
?B>HBBK BQJ 3RP>K 7>@\ b"MB>HSBK K>IVPFP
1?LRQ @J >@@PPR $B@J?BO

P?FK@>K>A> >?LRQL@ @PPQ>QRMND
?MB>HBSBK>K>1 B)J

X#E>MQBO 4EB ->GBQFKDISK



Breakeven Analysis for Sigmun@ourmet &sta

-><BJC9% G6@K:C C6AIH>H

G6@K :CED>C L =G:A>C:>CGH:8IH L>I=
3LRG@ FK QERICKLQBP
4EB ?@>HBBK >K>VPFP FKABBP QB> FK JLK QEV BSBKRB TFII 2B

BNRFBA QL B>@E QEBBSHB SBK MLF® 4EB >KMPFP >PPRJBP > M@EXQ
>KKR>I SOF>?IBL@Q >KA>  BPQFJ> QB JLK QEV EBA @PQ

b0>PQ>BPQRGKQ ->CHBQFKDISK 3FDJRKAR'LROJB Q
0>PQ> BRYFLK IKNPF-MI>KP @) >@@PPR
$B@J?BO E @M TTT IMI>KP @]
M>PQ>BPRCKQ=J>GBQFKD=MI>K
PRRYFLK=>K¥PFP@ MEMBMORKX3 ?V MBOJFPPFLK L
0>IL !IQL 3LAY >®

b0>PQ>BPQROKQ ->CHBQFKDISK 3FDJRKAR'LROJB Q
0>PQe -MI>KP @J >@@PPB $B@J?BO

TTT IMI>KP @ M>PQ>=BPQRCOKQ=J>CGBQFKD=MI>K
J>OHBQFKD=PQIBY=@ MEM

#E>MQBO 4EB ->@BQFKDISK X



Sales érecast

| @LIM>KVRH6A:H DGS6HI FP QEB SBI LC P>IBP Q&> @M>KV
BUMEBDP ?>AB LK > @ELPBK JHBQFKD MI>K >KA >K >PPRJB
J>OHBQFKD BIRIKJIBKQ 4EB P>IBAL@GB@PQ ALBP KLQ BPQ>?IFPE >
?>PFP LK TEF@E QI@#®B HLJR@E PELRIA ?B PMBKLK J>®BQFKD
2>QEBGR) FP QEBRRIQCT >K >PPRI8 J>OHBQFKDUBBKAFRB MI>K

| P>IBP CAB@PQ @ ?B BY EBINRI FK @QFKD FIMQSIQ JFIBPQLKBP
@O > ?RPFKBPR.TBSBOR) FP PQFII AR@QR DRBPP L J> QQBO TEY

> @IM>KV CB@PQPQFTFII'QMFE@N J>HB IBPP QE>K/BIEDR

OEFIFMLQIBO >KABSFK >KB +B11BO->0 HBQFKD
->K>DBJBK Q 5MMBO 3>AAIB BES* 0 B>OPLK 0BKQFE®
( >l

b%UMBKPB >KA 3>IBPEBOQFKHEF@ #%/@.J
>@BPPR$B@J?BO T TT @EFG@A.J
BUMBKPB >KA P>IBR@GB@PQFKD

X#E>MQBO 4EB ->0GBQFKDISK



Sales ¢recast for SigmunsiGourmet &sta

4EB EOP@ RILK QEP TFIl 7B RREL DB QEEBBRGKQ RM >KA ORKKFKD "
QEB QEF@ K QE QEFKDP TFIQDRPFEIIBP TFIl DAR>IV FK@SPB TRE
MQGR>?R¥ ?BFKD >@5B8 ?V QEB ?BEKKFKDL.QEB RB/B>0

- ><BJC9%1 -6A:H DGB6HI

3LRG@ FKIZ.QKLQBP

-><BJC9% DGB6HI D; -6A:H6C9 >G3I DHID ;-6A:H

6 I:< DQ
-6A:H
)KAFSFAR>IP
&>JFIFBP
4LQ>| P>IBP
>@3| DHID ; -6AH
)KAFSFAR>IP
&>JFIFBP
4LQ>| ABRR @PQ C P>IBP

( DI: - ><BJC9%{ H:E66I:9 H6A:H DC I=: 76H>H DIH 16G:1 B6G @ 7J 1> 9>9 CDI
>C8AJ9: 6 H:E66I: H6A:H ;DGB6HI ; DG 16@J | # H=DJA9 =&

3LRG@ FKIX.QKLQBP

#E>MQBO 4EB ->@GBQFKDISK X



Expensedfrecast

| @LIM>KVE:ME:CH: ; DG86HI FP > QLLI QE>8K ?B RPB QL BBM
P LMBQFLKP LK @) 4EB ICB@PQ TFIl MSFAB FKAR®OP TEBK
@OB@FLKP LO JLAREQFLKP BO KEBABA €O QEB M®@BO
FIMIBJBKQSFLK € QEB JH@QFKD MI>K 'KUMBKPE.BB@PQ FPCSH
@O > @M>KV >KA 6P P>IBP DL>IP@RPB ® TFIl BBM QEBLEM>KV
LK Q8@H >KABBM @PQP AIK ELTBSBO> @JM>KV TFIl YME@V
PMBKA JR@E JLBQE>K BMEDR ) C > @M>KV FP KLQ ARTE>Q
QL FK@IRAB BIR BMBKPELBB@PQ QEBO® LKIFKB QBIJMDBP QB>

b0>PQ>BPQRGKQ ->O-BQFKDISK 3FDJRKAR'LROJB Q
0>PQe -MI>KP @J >@@PPRB $B@J?BO

TTT IMI>KP @ M>PQ>=BPQROKQ=J>CHBQFKD=MI>K
J>OHBQFKD=PIBU=0@ MEM

b0>PQ>BPQRCOKQ ->O-BQFKDISK 3FDJRKAR'LROJB Q
0>PQ> BROFLK IKNPFO-MI>KP @) >@@PPR
$B@J?BO E @M TTT IMI>KP @J
M>PQ>BPQROKQ=J>CHBQFKD=MI>K
PEROFLK=>K¥PFP<@ MEMBMORKA ?V MBOJFPPFLE L
0>IL QL 3LGT >@

bO>PQ>BPQRGKQ ->OHBQFKDISK 3FDJRKAR'LROJB Q
0>PQ> BROFLK IKNPFO-MI>KP @) >@@PPB
$B@J?BO E @QM TTT IJMI>KP @]
M>PQ>BPQROKQ=J>CHBQFKD=MI>K
PEROFLK=>KYPFP@ MEM

b%UMBKPB >KA 3>IBPEROQFKHEF@ #%/@.J
>@BPPB $8@J?BO T TT @EF@GB@a.J
BUMBKPB >KA P>IBR@@PQFKD

X#E>MQBO 4EB ->GBQFKDISK



@K MOSFAB >PPFP@-K@B TTT @EF@@Q.J RPBOEIBP
%UMBKRBB@PQ MATO P>IMIB QBIMQBP

#E>MQBO 4EB ->@BQFKDISK X



Expensedfecast for SigmunsiGourmet &sta

->0 HBQFKDWBVIBKPBPBQL ?B ?RANEA PL QES QEB>®G G-JMBA RM O

JLK QEPTL QECRLE CRO >KA QEBKTIBO >KA MGBR COJ JLK QE ES QL

JLK QE QBK BPQROKQP\MFAV E>SB FK@SPB\ ?RPFKBPP FK QEB C>Il 4EFP
DBKBSIV L@ROP @RPB AROFKD QEB PRJIJEEBK QEB B>QEBO FP BF@
>KA B ALBP KLQ QB\>B RIQFI I3B MBVIB QBKA QBB LRQ IBPPLAOLK QE
QBK QL JLIQE DBISB QEB J>EBQFKDLEQP TFII FKEERB >D>FK

-><BJC9%1 ME:CH: DG86HI

3LRG@ FK IX.QKLQBP

-><BJC9% ' 6GAI>C< ME:CH: J9<:I

6 I:< DA

$FB@ J>FI

">KKBO >AP

/IQEBO

. DIBA H6A:H 6C9 B&@>C< :ME:CH:H
OB@BKQ>DBC P>IBP

(DI: .=H:B6G @I>C<:ME:CH:H 9D CDI 688DJC; DG L7H>: HD8>6A B:9>6 DG
8DJEDC ®@:B EI>DC :ME:CH:H 6C9 I=N 9D CDI G A:8l I=: 8DHI D; EGE6G>C<
B6G@I>C< B6 I:G>6AH < |=: 9>G:8I B6>A E>:8:H |=: 8DJEDCH 6C9 I=: 76CC:G
69H DG I=: H6@D; 8DCKC>:C8: L :86C >C8AJ9: I=:H: :ME:CH:H >C I=: T)I=:GU
86l:< DM " DL :K:G I=:G: H=DJA9 7: H:E6(I: ;><JG:H ;DG I=:H: :ME:CH:H AHD b
H=DJA9 7: B69: 8A:6G L=61 @>C9H;DME:CH:H 6G >C8AJ9:9 6H T)I=:G U

3LRG@ FK QERICKLQBP

X#E>MQBO 4EB ->GBQFKDIBK



Implementation, Ealuation, and Conti

4EFP I>PQ@BFLKC > J>®BQFKD MI>K LRQIFKBRYEEEIM>KV TFII AL
QL FIMIBJBK) QEB MI>KSBRQB@P MBAW>K@ >KA JLKRLO >KA
>AGRPQ MI>K FIMIBEBRFLK QERTE @KQOIP K LQEBO DAP QEFP
PBADFLK C QEB MI>K FP >Il >?LRQ KRI?BPRIQP >KA QFJBIFKBP

b0>PQ>BPQROKQ ->CHBQFKDISK 3FDJRKAR'LROJB Q
0>PQe -MI>KP @J >@@PPEB $B@J?BO

TTT IMI>KP @ M>PQ>=BPQROKQ=J>CHBQFKD=MI>K
J>OHBQFKD=PIBY=@ MEM

b0>PQ>BPQRCOKQ ->O-BQFKDISK 3FDIJRKAR'LROJB Q
0>PQ> BRYFLK IKNPFO-MI>KP @) >@@PPR
$B@J?BO E @M TTT JIMI>KP @)
M>PQ>BPQRO-KQ=J>CHBQFKD=MI>K
PRRYFLK=>K¥PFP@ MEMBMORX3 ?V MBOJFPPFLK L
0>IL !IQL 3LAY >®

b0>PQ>BPQRGOKQ ->CHBQFKDISK 3FDIRKAR'LROJB Q
0>PQ> BRYFLK IKNPFR-MI>KP @) >@@PPR
$B@J?BO E @M TTT IJMI>KP @]
M>PQ>BPRCOKQ=J>GBQFKD=MI>K
PRRQFLK=>K¥PFP@ MEM

OEFIFMLRIBO >KABSFK >KB +BIIBO->0 HBQFKD
->K>DBJBK Q 5MMBO 3>AAIB BES* 0 B>OPLK O0BKQF®
(>l %JFI V 3RBPP b->BBQFKDISK ">PF@RT
3J>Il" RPFKBRRJ>II" RPFKBPP "LR6 MOFI

>@BPPB $B@J?BO PJ>Il ?RPFKBPP?LKE @J
J>OHBQFKD MI>K ?>PF@ORJ>Il ?RPFKBPP TKBOP

#E>MQBO 4EB ->@BQFKDISK X



Implementation

)IMIBJBK QFLK FP >?LRQ QEBQL>AY >@FSFBP QEBB@MEV
MRQ > J>EBQFKD MI>K@K>@FLK >KA @RPBP LK TEL TEBOTEBK
>KA EIT 7 EL TFIl AL QES 7 EBB® QL PQYO-KA TEBK7 EBK QL
AL QE® (LT QL AL QE  %G@MS FIMIBJBKQOFLK @& F8 >
?RPFKBPP QEEDB FK > J>EQ TBE PFJFI>O JHBQFKD MI>KP PRIMI
?B@RPB >N @IM>KV QE® FP T®BO >KA C>PQBBB@RQFLK FPEPRO
QL ESB QEB >%:KQ>DB FK QBOJPI>0BQ PEX® 4EFP TFIl 2B QORB
@O > PJ>Il ?RPFKBPE K PABVAEBB FP ELBSBOKL PR@E QEFKD >P >
LKB QFJB FIMIBJBIQ®FLKC > J>®GBQFKD MI>K QEBGR) FP > M@PP
QE® BLISBP TROE QEB MR@ LO QEB BBE®@

3BSBG| PQBMPB-G@JIBKAB A €O QEB M@BO FIMIBIJBRQFLKT
> J>OHBQFKD MI>K

3QBB IORK b(LT QL 3R@BPPCRINMIBIBK Q RO
>0 HBQFKDISKc 6! " RPFKBPP ->@E >@BPPB
$B@J?BO T TT S ?RPFKBPAL® ?RPFKBPP

EL T QL PR@PPCRIFIMIBIBKQ \LRQI>O HBQFKD
MI>K
bYJMIBIBK QFKDLRO ->CHBQFKDISKC ->OHBQFKDISK
3R@BPP >@PPRB $B@J?BO T TT J>OHBQFKD
MI>K PR@PP 1@ >OQF@IBRKQOP
FIMIBJBKQ®FLK MEM
30QBB IORK b(LT QL 3R@BPPCRINMIBIBK Q 2RO
>0 HBQFKDISKc 6! " RPFKBPP -@E >@BPPB
$B@J?BO T TT S ?RPFKBPAL® ?RPFKBPP

EL T QL PR@PPCRIFIMIBIBKQ \LRQI>O HBQFKD
MI>K
%U>JMIBP FK@IRAB QEBTEKD hJMIBJBK QFKDLIRO

X#E>MQBO 4EB ->OBQFKDISK



- HJG : ID 6AL 6NH 8=:8@ HO<GHH +KLT TE> Q FP MIHFKD >KA
TE>Q FP KLQTHFKD $LFKD PL TFIl EBIMRWPQ¥ LK QLMC
MQDOJP QEX) KBA TLOH >KA @K ?RFIA LK MIDGJP QEX) >B
TLOHFKD

'HJG : IDGL 6@ :B EAD:H ; DG ?D7H:BA 9DC:7 EBK DL>IP
>@ JBQ ABAIFKBP BJBQ >KA PLLODE J>H8 PRB QL
@KDGQRI®B QEB MBIB BPMLKPF?IBACQEBPB DL>IP >KA
AB>AIFKBP
AL 6NH IBI C:L I=>C<H ! @LIM>KV PELRIA KSBO RFLK GP
E>KAP 4EB J>®BQ FP FbVP @E>HED PL >I@V>KV PELRIA
>IPL @E>KDB 30K QL >A>MQ
DC SI ?JBE H=>E IDD HDDESB QEB MI>K QFJB QLOR 6 FP
KLQ TLOHFKD AL KLGFB RM 7LOH TRQE QEB ©B,B Q QEBJ
EBIM QEBL@M>KV PR@BA
:DE:CID>9:6H 3LJB BJMIL VBBP J>V E3SB > ?BDBO FAB
>?LRQ QEBARY LC QEB J5dBQ QE>K QEBKBO E>P ,FPQBK QL
QEBJ (B>0 TEX) QBBESB QL P¥

>0 HBQFKDISKC ->OHBQFKDISK 3R@BPP >@PPR
$B@J?BO T TT J>OHBQFKD MI>K PREPP 1@
>AF@IBR.KQOP FIMIBJBKQOFLK MEMQBB IORK b(LT
QL R@BPPCRINMIBJIBK Q 2RO ->CGHBQFKDISKc

6!" RPFKBPP -@E >@BPPRB $B@J?BO

TTT S ?RPFKBPAL® ?RPFKBPP  EL T QL
PR@PPCRIFIMIBJBKQ \LRQJ>O HBQFKD MI>K

#E>MQBO 4EB ->@BQFKDISK X



Implementation Milestones for Sigmsr@&urmet &sta

4EB CIILTFKD JFIBPQLKBP FABKQEB BY J>OHBQFKD MOSJP )Q FP FIMQOIQ QL X@JIMI|
-><BJC9&i 8B EA:B:C 161>DC ' >A:HIDC:H

' >A:HIDC:H
9K GI>H>C<
->0 HBQFKD MI>KJ®IBQFLK
">KKBO >A @M>FDK
">KKBO >A &@M>FDK
. DIBA 6K GI>H>C< 7J94¢
>@l' 6Q@@I>C<
$SFB@ J>FI @M>FDK
)KPBQ @&M>FDK
$SFB@ J>FI @M>FDK
)KPBQ @&M>FDK
. DIBA 9>81 B6G @>C< 7J9<:I
1:79:K :ADEB:CI
. DIBAH

(DI: .=:6J |1=DGH DI=>H :MI7DD@ 699:9 I=: L :7 9:K :ADEB:C| B>A:HIDC: ID 68@CDA:9<: I=6 | I
L DJA9 6AHD 7: >C8AJ9:9

3LRAB FK QERIGKLQBP

bO>PQ> BPQRGKQ ->OHBQFKDISK 3FDJRKAR'LROJB Q
0>PQe-MI>KP @J >@@PPRB $B@J?BO

TTT IMI>KP @ M>PQ>=BPQROKQ=J>CHBQFKD=MI>K
J>OHBQFKD=PIBI=0@ MEM

bO>PQ>BPQRGKQ ->O-BQFKDISK 3FDJRKAR'LROJB Q
0>PQ> BROFLK IKNPFO-MI>KP @) >@@PPB
$B@J?BO E @M TTT IJMI>KP @]

X#E>MQBO  4EB ->GBQFKDISK



Evaluation

You canOt manage what you dofdt measue. 0BQBO $ORBIMH

4EB BS>IRQFLK REBFLK € QEB J3BQFKD MI>K FP >?LRQ >PPBPPFKD
QEB PBKDQEP >KABFHKBPPBFCL> J>@BQFKD MI>K QL FUSBORP
BCB@FEKBPP 7F QELRQ >KSBIR:QFLK M@BPP > @M>KV TFIl KLQ
HKLT TEB QEBAQP J>BBQFKD>@M>FDK FP B@)FS LO TEREBAFFP
PMBKAFKD QLL JR@E LO QUBRLKB/ QL >@BEBBRP DL>IP 4EB
BS>IRXQFLK M@PP FC ALKB@B@YV TFII >IT > @JIJM>KV QL
@KQFKRMI FIMOSB BP Q8B@P >KA >PPBPP GERIQP O OP
J>OHBQFKD BCQP 4ERFOFFP FIMQOIQ QL RBRM > QFIBMO@PP
QL Q@H @QRD >KA >KN\B @IIBAB AXQ> >PGF FPLEBAR )C
QEFP FP ALKB LKBDRI>O ?>PFP > MBQFKD S®&F BD ?>KKBO
>ASB@FPFKD QEALBPAQ [OH @K ?B @E>KBBQL JL(MB BEEMS
Q>@F@®D >ABMFPFKD FK QER MEVMBQE® AL TLCH

4EB® >@ J>KV T>VP QL &IRQB EL T Bll > @IM>KV FP ALFKD
4EB CIILTFKD >B PLJB LC QEB3IVP

M>PQ>BPQRGKQ=J>CHBQFKD=MI>K
PEROFLK=>KYPFP@ MEM

b- B>PROFKI*KA 0BOCDI>K@c " O-KAFKD QEQBY
)JKPFABRB?0ORMD  >@ @BPPE $B@J?BO

TTT ?0-KAFKDPSEBDFKPFABI 20 >KA=BNRE/
H?LRQ 5Pc [JBOF@K %SIRQFLK IPPLATFELK X@PPRB
$B@J?BO T TT BS>|L® >?LRQRR.O D>KFVQPFLK
>?LRQRP >PM

b->OHBQFKDISK %SIRXQFLK 7FII )Q & >@BPPR
$B@J?BO T TTTFIRV@J TFC
BAR@IPOFBC GRMB@ PMLKPLO)A JLA )A

JLA .J->0 HBQFKD "0I>K PB@FLK %S >IRQFLK
IA>MQRB. CDJ 3 QR>QMFKD b 7>VP QL %8R>QB 8RO

#E>MQBO 4EB ->GBQFKDISK X



&DO@ 6HB6A:HDG ; >C8DB: 3>IBP LOBB FK@B PELRIA ?B
FK@SPFKD (T BSBOPLJB PJ>Il 2RPFKBPPBP TFIISBILKDBO
P>IBP @ IBP QE>K LQEBOR) BEEQ ?B ?HDBO QL JBPRB QEB
KRJ?BO LC KB IB>AP DBKBQB. LO QEB KRJ?BACL
>MMLRBJBKQP LO QEB KRJ?BO PFII>?IB ELROP >@B&FBIPL
BJIBJ?BO QEX) AFR@KQP SOF>KE® FKBBP >KA MOLQFLK>I
MOF@FKD TRB@LQLQ>I P>IRFRSB ) C > @M>KV FP PBIIFKD
LKIFKB >KA LKDBKA ILLH %) QEB IQE IC ?LQE FK&B PQB>JP
H@ 8A>HE DG 8JHIDB:®1 &FKA LRQ TEBOKA EIT @IFBRP >KA

@RPQLJBOPER >?LRQ QEB ?RPFKBRIPQ ?RPFKBPPBEEKB
>PH QEFP NRBPQFLK RLIBEBLRQ LK-R>?IB FKPEQP L
ELT @IFBRP >KA @RPQLIBOP MF@AR@I0O > PBE@

D:H 69 K:GI>H>C< 6CDG E@BDI>DC6A 68K E@®9J8: 9>G8|
GHEDCH:H )Q PELRIAQKLQ >L@M>KV PELRIA TQH QLEKA LRQ
TEV KLQ 4EFP FP >IBIBS>KQ 00 > TB? MBPBK® ! @LIM>KV
PELRIA T>KQ QL HKILEL T PFQB SRPIFOR.RKA LRQ >?LRQ QEB
@QIM>KV
=:8@ I=: 8DC K:GH>DC@E ( LT PR@BPPCRI FP > ?RPFKBPP >
@ILPFKD QEB PGIBP B FIMICSBA ) C > @M>KV FP PBIIFKD
LKIFKB EL J>K V PEB SRPEOP BO-@R>V ?RVFKD PLIBEFKD
D:H I=: E A6C =& 6 EDH#K G:[JGC DC >&HIB:C | , ) #
$LBP FQ ?0FKD FK BILREF LO BMBQ ?RPFKBPP QL GREEEC
BUMBKPB @ LIM>KV PELRIA B>IR>QB QER_@Q BB@MSKBPP C
B>@E PNBF® LKIFKB >KA LKRRA J>CHBQFKD SB8&FPL QRS ©
@K @E>KDB LO BIFJOBRKMAR @FS>@FSFBP 4EBOG
LKIFKB QLLIFS>FI>?IB QL EBINMI®I>KFBP TOE QEFBBRQFLK

4L ?BPQ S-IRXQB QEB B@FEKBPP C > J>®BQFKD MI>KQ AFIl 7B
KB@PP>0QL G@H BAQE\MB C J>®BQFKD SB&F FK QEB MI>K 4EB

->0 HBQFKDISKc 7 B?3FQB>0 HBQFKDSK @) >@@PPB
$B@J?BO T TT TB?PEBI>GBQFKDI>K @
IMI>K B SSIRXQBMI>KE

X#E>MQBO 4EB ->GBQFKDIBK



A>Q> >KA @BEKFNRBP TRHOB TFABV ABMBKAFKD LKLMR@ QMB
>KA J>CGHBQ_>KA TEBEBO sL@I>KV E>P >K LKIFKB BRBKBLKN LO
2LQE >K LKDMRKA MBPBKB>KA >K LKIFKB BRBK® ( LT BSBOJLPQ
PJ>Il ?2RPFKBPPBP PELRIA @BIBEB PFIMIBRR@B MLPPF?IB@RPB
LC QEB TLBO @QP >KA QEB IGHE KBBA CO BW PLMEFPSB®
QO@HFKD 4EBICTFKD >B PLIB @JJLK >KA S B AL>?IB Q@HFKD
QEYEKFNRBROXEB PJ>Il ?RPFKBPP

d 9KGI>H>C< :;;>8>:C8MEB KRJ?BO IC FKNRFOFBP DR#EB®/

>K >ABQFPBJIBY >KA QER.BD MBO FKNRHEFP >MMIFBP QL ?LQE

LKIFKB >KA QGRFLK>| S9B@FPFKD

d -6A:H E®BDI>DC :;;>8>:C8N4EB KRJ?BO IC FKNRFOFBP DEEBO
2V > MOILQFLK B D > @RMLK LO > ?>KKBO >A >KA QEB
MB@BKQ>DB C @RMLKP LOLR@EBOBABBJIBA 4EFP >IPL
SMMIFBP QL LKIFKB >KARFELK> P>IBPVICFLK >@FSFBP

d -6A:H 8ADHIG6I: 4EB KRJ?BO IC P>IBP @ILPEJIM>CBA QL
P>IBP IBAP #LIIB@D A®> K ?LQE LKIFKB >KA LKR®A P>IBP

d >@BIB6G @>C< 4EB KRJ?BO IC FKNRFOFBP LO @RPQLJBOP
DBKBERR ?V > AFRAD J>BBQFKD QB $SFB@) J>FBQFKD RPBP
> SSORW LC @E>KKBIP PR@E B@BBOFI QBIBJHBQFKD B
J>FI FIQBS@MSQBISFPFLK H?PEBP JL?FIB ARF@P ALLG)L
ALLO IB@BQ J>®BQFKD POA@PQ C>UFKLF®J>FI J>OHBQFKD
>KA @RMLKP

d 1:76C6MANI>8H/KB L C QEB ?FD ?BKEEC ESFKD > B?
MBPBKBFP QE>QEBFP >PQ >JLRK) IC Q@HFKD >KA
PQOFPQF@F>?IB QL QEBBRIKBO 3J>Il ?RPFKBPP TKBOP

*LEK 6BK@FI4BB ->0 HBQFKDISK 6))_%SIRQFLE 60)
3Q8QBBBP  >@ @PPR $B@J?BO

TTT SMFPSEBEBPI@ >OQF@IBP=MAQD =%S > MAC
*_EK 6BK@FI4EB ->0 HBQFKDISK 6)) %SIRQFLE 60)
3Q8QBEBP  >@ @PPR $8@J?BO

TTT SMFPSEBEBPI@ >OQF@IBP=MAQD =%S > MAC

#E>MQBO 4EB ->GBQFKDISK X



TFIl T>KQ QL HRLQEFKDP PR@E >P HPBB QW-@L@BP CQJ
ELT QEB/ DLQ QL QERBFTE®) PBGRE TOAP LO MEGBP B®
RPR\ ELT J>K V MBMIB >B SFBFKD QEB®B ET J>K V MBMIB
>@® ?RVFKD FCR/>® PBIIFKD PLIBEFKD QER.DBMEF@
IL@QFLKC RPB SKPEOP >KA QEB QFI@E SKHD PMBKAP LK QEB
PBB 7B?PBB >KXPFP QLLIPKEGRE@H QEB-VP MBMIB RPB >
T B?PBB TEFIB EBIMFKD QB0 J>HB PBKPBT QEB JLRR>FK
LC A®> QE»> RpB DBKBQBP

d -D8>6A B:9>6 B:IG>8H)C PL@F>| 3> FP M@ > @M>KVR
J>OHBQFKD MI>K QHEXBO TFIl TKQ QLRKA LRQ TEBEBAFP
T LGRE >l QEB QFJB >KABQ FELISBA 4EB DL>I FP QL ?B >?IB QL
AGT IFKBP >KAI®KB@ QEB ALQRPBBK PL@F>| J&->
M>QF @RFEK >KA P>IBP LOBAB® PLIBEFKD BIPBBRI&KA
BADKBFLK 4TFQBO JBROF@B SOROPFIMIB ?BEKKFKD
TFQE QEB KRJ?BCIOILT BOPMR E>SB ( LT BSBOR FP QEB
KRJ?BO LC 8Q BBQP MR DE) QER TFIl ?B >K FKAR®BLK C QEB
JBPP>DBP QBB >@R>V BPLKSFKD TE @RPQLIBOP 4EFP FP >
JB>PRBLC PLQF>IIRBK® )Q FP >IPL FIMRER QL Q>MFK

*RPQFK RKE b7 E>Q P 7 B? IK>IVQF@P

Il " RPFKBPR.J@>@@PPB $B@J?BO

TTT >II?RPFKBPRI@J>0 HBQFKD >E@FPFKD

J>OHBQFKD >ZB@FPFKD EQJI

#LJJRKF ¥ BLLH 00>@F@3L@F>| BAF> -B>PRBIBKQ
IK>| VPFP @ABOREK .BT" ORKPTF@H #>K>A>

2>AF>K >@BPPRB $B@J?BO

TTT CAF>K @ TM @ LKQBRRMIL>AP

2>AF>K =B'LLH=->0 @E  MAC

IKLLM 'B LODB tPBME 4TFQBO BQOF@PB?

AB@EKLILD >KA 31CY >®@P | 4 B@EKS® ILD $B@J?BO

>@ @PPRB *RKB
EQOM T B?QB)EPEY >@PT LAAMBPP

X#E>MQBO 4EB ->GBQFKDIBK



QEB >KMQF@PLBEAR ?V FKHBAK >KA&>@?LLH  0BE>MP
QEB ?BPQ >MM@ELD > PJ>Il 2RPFKBPP QLXFRB P PL@F>!
JB AF> BB@FBKBPP FP QL @ELLPB-F/BL RKABOPQ>KA >KA
B>PV QL RPB B? >K>VQF@P M>@H>DB IBUR>IVQF@P-P

JBK QFLKBMBSFLRR! IKLQEBO DLLA @EEBF@RIA ?B QEB
PLEY >@ >S>FI>?IB CO ( R?BMLPB@RPB QEFRJE>KV
C@RPBP PEIB@ IV LK QEB KBAP LC PJ>Il >KA JBAFRJ PFBA
?RPFKBPPBP

E\aluation for SigmunsiGourmet &sta

5KA.AQRKOBY QEB J>®BQFKD MI>KACFDIRKAR 'LROJB Q 0-PQ> ALBP KLQ
>AABPP QEBSBIRQFLK C 6P J>BBQFKD SIBSFBP 4EEPELRIA ESB
MQSFAB FKIGJ>QFLK >?LRQ QEB MI+KPIB>PROFKD >K&HR>QFKD QEB
B@BE@YFEKBPP C 6P ?>KKBO >AP BEDI>FI >KA FKPB@IM>FDKP 4EB
TB?PBB >KA PL@F>IAB> >@FSIFBP >AABV QEBRQELORLQEFPUTRLLH
TLRIA E3SB QL 7B JB-PRBA >KA B>IRXQB CO QEBFGERIDFEKBPP >P

TBI

QF®BOB QOF@P
6FBH> 6K 2LPBK b2/) >KA - B>PROFKDRO ,FKBA)K
0BPBKEL ,FKHBAK#E>Q &B?0R¥O >@ @3PPR
>V E @M IFKHBAFKQL?RPFKBPRI@LF >KA
JB >PROFKILROFKHBAFK MBPBK® * BKK $BBOFKD
$>SFP BS$ b - LPQ %PPBR>| &B@LLH ->OHBQFKD
- BQOF@R&>@7?LLH IMOFI  >@ @PPB-> V

E @M >IIC>BPLLH @ C>@?LLHIB QOF@P
BPPBRF>IP=?
bO>PQ>BPQRGKQ ->OHBQFKDISK 3FDJRKAR'LROJB Q
0>PQe -MI>KP @J >@@BPPE $B@J?BO

#E>MQBO 4EB ->GBQFKDISK X



Controls

4EB® FP KL MI>KKFKDJEERQLEQD QEB M@BPP C JLKRLOFKD >
MQMLPR MI>K >PQF MAEBBAP >KA >AGRPQRXDHBK KEBPP>0
%BW ?RPFKBPP B8 PLJBLKB QL QEHBPMLKPFT®MRLO MRPEFKD
QEFKDP >ILKD ! DLLA PEREB >KA ?RADB PELRIA J>H © BPV QL
JLKFQLO MO®PP ?RQ TEBK QEFKDP C>Il ?BEFKARFAIEB QEBO
>@ @PQ BBOORKPLR JRPQ ?B B-AV QL AL PLIREFKD >?LRQ FKA
>A>MQ QEB MI>K@@FKD/ &@J QFJB QL QFJB QEBKBO JRPQ PQBM
2>@H >KA >PH TEEBO QEB MI>K EBHFKD E>Q @K LR IB-OK CO
JFPQ>BP >KA EL @K LR RPB TE® YR HKIT QL J>HB > ?BIRBO
J>OHBQFKD MI>KAQCQEB CRBRO

)K >AADFLK QL @FFKD > P@REB >KA JB-PROFKD >K&ERQFKD
QEB EB@MSKBPP C J>GBQFKD QBSFBP > JHBQFKD MI>K BE QL
P ELT FQ TFIl 7B I@QOIIBA !IQELRIE QEE®>® J>KV >MMO@EBP
QL @KQO QEB PJ>II 2RPFKBPRKBO TFII IBY ILLH QL @ SFBP PR@E
>P P>IBP >KWPFPILK QEV >KA >KKR>| BSBKRB BUMBKPB >K#PFP
JLK QEV >KA >KKR>l BMBKPBP (BBA?>@H CD @RPQLJBO
PQFPCO@K PEBYP >KA QEB L?PBQFLK C @MBQBLO >@FSFBP
FK BPMLKPB QL QEB BBQFKD MI>KI>OHBQFKD BEBGRE 4EB
LOD>KFV@FLK € QEB JHBQFKD CRIRRKIPBIC>IPL ?B PBK >P >
JB >KP IC @KQO

TTT IMI>KP @ M>PQ>=BPQRGKQ=J>CHBQFKD=MI>K
J>OHBQFKD=PIBI=0@ MEM

b->OHBQFKD #L®OIPc ->OHBQFKIB>@EB@.J >@@PPR
$B@J?BO T TT J>OHBQFKDS®EB@J IBPPLK
PQLBIBPPLK @KQO EQJI

b( LT QL 7 08B > ->GBQFKDISKc |OFUK> /CE® LC
4LROFPJ >@PPE $B@J?BO T TT>WQDSB
AL@RJIBIQR>0 HBQFKDH4 |I=+FQ MAC

X#E>MQBO 4EB ->OBQFKDISK



Marketing Plan Contl for Sigmund@ourmet &ta

4EB J>OHBQFKD MI>KGCFDIRKAR 'LROJB Q -PQ> FK@IRABP
FIMIBIJBKQ®FLK JFIBPQLKBP QEBHBSBFKD DOKFVQFLK >KA
8DA>C<C8N EA6CC>CxP @KQOP CO QEBFO FRDFKD MI>K
YIMIBJBK Q®FLK ¥P AFP@RRMBBSFLRR! #LK QFKDBM@II>KKFKD FP >
@C0J> MQ@PP QL J>K>DB > @OFPFREBE@EREIBP CQJ FKPFAB LO
LRQPFAB £@>KV | @LKQFKDBN@II>K FRLISBP MLQE}>| M@BJ
FABROFEQFLK MORDONFKD QEBIRIP FK > IFPELILPQ MO>?IB >KA
ABSBILMFKD MI>KKBQBMP QL IBJBEB E>0J QL bI@>KV FC QEB MLQBK
MQ@?IBJ ?B @JBP CB>l  )Q TLRIA E:SB ?BBK EBINRI FGBIRKAR
J>OHBQFKD MI>K E>A FK@ARAEBOLEQOP >P TBIl 4EB JLOB PMBF® >
J>OHBQFKD MI>K FP >?I(R@&QOP QEB AWBO QEB @BK@E3 QELPB
@KQOIP TFIl ?B @OORB.RQ PR@BPPCRII

' 6GAI>C< )G <6C>06-DC

+BSFK ,HFP QEBTKBO FP MOFJ>OBPMLKPF?IBEJ>ABQFKD
>@FSFBP 4EFP FP FKQRAFQL EFP LQEBMOKPFIBRBP >KA EB ABMBKAP
LK PLJB LRQPFABPLR@P 0O DEMEF@ ABPFIIT >KA @BSQF&F

DC I>C<C8N * A6CC>C<

$FC-@RIQFBP >KA OFPHP FK@IRMBRXEB C

d 0Q.?IBJP DBKBOSFKD SFPRPFIF

d /S BOV >DDEPPES>KA AB?RIEFKD SBLKPV? @JIMBQBLOP

d 'K BKQU FIQL QEB %RDBKB 88Q IC >K >IB>AV BJFPQFKDKI@EFRB
DLROJBE) M>PQBRERCGKQ

1 DG 86H: G>H@H BE>C8AJ9: |=: ; DAAD-C<

d $BQBOJFKFKD QEEB ?RPFKBPRK@Q PRMMRBPBIC LK >K LKDLFKD
?>PFP

d ( >SFKD QL IFNRBBRRFMJIBR LO E}8IIEDR>I MO®BQ/ QL @80
IF>?FEFBP

,>0@! "> RI>K b#LK QFKDBN@>KKFKD [@ROP KB
QEB #OFPFP FBR 3J>I| " RPFKBPIRZBPP >@PPB
$B@J?BO T TT PJ>II?RPFKBPPR&B@P ?FW
>QF@IBPBBH ?RPFKBPP+EQFKDBNEMI>KKFKDE
b0>PQ>BPQRCOKQ ->CHBQFKDISK 3FDJRKAR'LROJB Q
0>PQe -MI>KP @J >@@BPPE $B@J?BO

#E>MQBO 4EB ->@GBQFKDISK X



Key Takeaways

d 4EB® FP KL RKBSP >@BMQBCOJ>Q 00 > J>GBQFKD MI>K
4EB MI>K 8K ?B > PQ>KA >ILKB AL@RJIBK.O > RE)FLK C QEB
?RPFKBPP MI>K

d !J>0 HBQFKD MI>K E>FSBE&| @ QF@PEADFLKP IBORQES
PRJJ>OV SFPFLK >KA JFPPFLRREIFLK >K¥PFP J>EBQFKD
L?GRDFSP J>OBQFKD PQBY EK>K@F>IP >KA FIMIBAERFLK
BS>IRXQFLK >KALEQO

d 4EB BB@RW@ERII>OV FP > LKB QLTQ M>DB PVKLMPFE QEB
J>OHBQFKD MI>K

d 4EB SFPFLK RIBIBKQ QOFBP QRF@RIB QEB ILKD QBOJ MROMLPB
>KA FABIFBA KLQFLKE TEX) > ?RPFKBPP ELMBP QL ?8) BE>
TEB@ QEB TKBO PBBP QEB ?RPFKBPP DLFKD

d 4EB JFPPFLK PQBJBKQ ILLHP QL 9B@RIB QEB JLE
CRKA>JBIO>I KORBLC > ?RPFKBPP_QEP TE¥ QEB ?RPFKBPP
BUFPQP

d 4EB PBROFLK >K¥PFPEBP > MIGRBLC TEBB > ?RPFKBPP FP
KLT FK QEB J>EBQ >KA MSFABP QEBK@BIQI® J>OBQFKD
B@.OQP 4EFP >KMAFP FK@IRABP SHBSCPRJIJ>O/ @JIMBQBFLK
MQAR® IGBOFKDP QEB/3% >K>NPFP BYP QL PRAEBPP >KA
Q@QFE@FPPRBP

d 4EB J>OHBQFKD PQBE PEIDFLK C QEB MI>KEKSBP PBIEYFKD
LKB LO JL@B Q>0R) J>0BQP ABFAFKDEQL ARBBKQFIB >KA
MLPGFLK > MOR@ LO > PBE@ >KA @SQFKD >KA J>EXFKFKD >
J>OHBQFKD JFU QEFFII ELMBCRMOSB PR@PPCRI TE QEB
PBIEDR Q>DR) J>BQP_>Il TFQEFK QEBK@BIQ C J>GBQFKD
L?GRDFEP D >IPL FK@IRABPB? PQEQBW CO PJ>Il 2RPFKBPPBP
QE® ESB LO T>KQ QL BB > TB? MBPBK®

d 4EB EK>K@F>IR@BLK C QEB JS@QFKD MI>K PELRIA SFAB >

TTT IMI>KP @ M>PQ>=BPQROKQ=J>CHBQFKD=MI>K
J>OHBQFKD=PIBI=@ MEM

X#E>MQBO 4EB ->0GBQFKDISK



CK>K@FSRGFB L C > @M>KV >P ® BI>QBP QRP J>BBQFKD
>@FSFBP &LO QEB PJ>Il ?RPFKBPP QEFP\RHEEMKK@IRAB >
2B>HBBK >K>VPFP > P>IBP >KABGEIEPQ C P>IBRB@PQ

>KA > CB@PQ C J>0BQFKDBVIBKPBP

4EB FIMIBIBKQ®FLK $IRQFLK >KALEQO PBADFLKC QEB
J>OHBQFKD MI>K PELRIA FK@IRRB @LIM>KV TFIl MRQ QEB MI>K
FIQL >@FLK ®IR>QB TEREBO QEB MI>K EGHFKD >KA JLKPLO
>KA >AGRPQ FIMIBIBRFLK C QEB MI>K QELE J>OHBQFKD MI>K
@KQoP

#E>MQBO 4EB ->@GBQFKDISK X



9. Chapter 9 - Amunting
and Cash Flow

Understanding the Nd for Accounting Systems

The older | get, the more interesting | find lawyer s and
accountants ~!IB U »>JBP

)J>D FKB QE» YR FISBB > COFBKAJGEFK> TEL FP SFOFKD QEB
5KFQB. 3Q9BPLO QEEFOPQ QFJB QL > ?>PB?>Il DLBOICOFBKA E>P
KBSBO ?BK QL > ?>PB?>Il D>JB 7B® >KA HKIP KLQEFKDO. QEB
D>JB® ORIBP B JFOEQ KLQB@K QEB R@B?L>@ IFPQFKD® ®RKP
ERP >KA BOTP 8RO COFBKA EED>IPL ABKLQOFLKP LK QEB KRJ?BO
LC PQB®FH>KA ?>IIP B ALBP KLQ HRLBU>@V TE>Q >K LC QELPB
QBOJP JBK ?RQ EB KL@RADES PLIB MBMIB FK QEB PQ>KAP RAMI>
TEBK QEB KRJ?BO@ ORKP FB@BP BRO COFBKA EED?B >JRPR

2V PBFKD FKAFSFAR>IP MBSIRLAREKFKLLEOKB ?>PB QL >KLQEBO
ELT BSBO TFQELRQ HKEKD QEB ?>PF@ ORIBP>PB?>Il EB>EKLQ
MLPPF?IRKABOPQ>KA TEFP S@>V L@ROOFKB @W®>FKI @RIA

KLQ @JBK Q LK EI T BIl QEB D>JB FP DLFKD LICSFKB PRDDBPQFLKP
>?LRQ TE® LKB C QEB 9 PELRIA AL KBIQ -LPQ 1JBOR@P TLRIA

2B FK QEB P>JB MQPEK FC QEB® T>Q@EFKD > GEIF@R@EK)
?LQE @BP MR >KA VRO COFBKR & QEB P>JB MQMEK C PLJB.KB

)KABMBKABK ,LKALK IMOFI NRLQB FK
H@@RKQFKD 1RLQBRPCFK>K® >@BPPRB &B?0RX0

T TT NEK>KB@J CFK>KB>KA ?RPFKBPP
NRLQBP@@RKQFKD

X#E>MQBO !@RKQFKD >KA
#>PE &IIT



TEL TFPEBP QL ORK > ?RPFKBRPEIRQ BFKD > CRKA>JBEI
RKABOPQ>KAFKDI@RKQFKD PVPQBJP

7 >0BK "RGB® E>P P>FA QE>@RKQFKD FP QL MRPFEWI QEB
I>KDR>DBC ?RPFKBPP QELRQ > CRKA>JBK RKABOPQ>KARKRQEFP
I>KDR>DB € >@RKQFKD >KAQF RB IC ORIBPLR >® FK QEB P>JB
MLPGFLK >PLRO #EFKBPB COFBKR ®B>IIV AL KLQ HKL TE>Q FP
DLFKD LK TBE > ?RPFKBPE PLIBKB FP I@PFABOFKD RBKD >
?RPFKBPP EB LO PEB PELRIA MLPPBPP PLBB ABIRBK® FK QEFP
I>KDR>DB /KB ALBP KLQUBIE) QEFP ?RPFKBPPMBOPLK QL ?B >P
HKLT IBADB-?IB >P > BB MR?IF@ @&KQ>IQ #0! LO >K BUMBQ
FK Q>U FPPRBET BSBO PR@E ?RPFKBRARMB PELRIA B > @O
BUMBD®FLK QB>QBBTFII ?B >?IB QL ILLHQ>QEBBM BIBJBKQP C
>K >@RKQFKD PVPQBJ >KQB®MBQ EI T Bll QEBFO ?RPFKBPHBP >0
ALFKD 4EB PELRIA ?B >?IB QL>@M PLJB C QEBBM Q>PHP >KA
BIBJBKQP >PPL@B>TFQE > @MOBEBKPES>@RKQFKD PVPQBJ

88DJO>C< FP ABKB ?V QEB !JBOFR@ XPQPRQBO #BQFR

OR?IF@ '@RKQ>IQP )#0 ! >P bQEB @ IC B@OAFKD @I>PHARD
>KA PRJJ>OFWFKD FK > PFEKBCI>KKBO >KA FK QBOJP JLKBV
QEKP>@FLKP >KASBKQP TEF@EB-GK MXD® IBPQ C > EK>K@F>!
@E>G@BO-KA FRBOBQFKD QEBRRIQP QBB@ ORQ JL@B PFIMY
R FP BPRERM >K FKOJ>QFLK PVPQBJ @ERKQFKD MEFABP @G@®
FKOOJ>QFLK QL MLQBElI BRPQLOP >KA ?RPFKBPP J>K>DBOP
I@@RKQFKD J¥ FK C@7?B LKB C QEB LIABPQLEKEQFLK PVPQBJP
HKLTK QL ERJ>KP 3LJB E>SB >ORB\ QES >@RKQFKD PVPQBIB®
QEB FJMBRP LO QEB ABILMIBKQ IC TOBFKD PVPQBJP FK
- BPLMLQ>JF>!0@E>BLDFPQP 5 AFAGB®A @I¥ QLBKP AQFKD

2>JKFH 3FKIE 7 >EI> @@ RKQFKDBOJFKLILY "RIIBQFK
. L 2BSFB>KA 2]PRJ] >@ @PPB &B?0ORXO
@ @ AK @QILRABPX@HPMB@ILRA @
@ IB@FLKI>MBOP
= =I@ @RKQFKIBSFB MAC
$BKFPB 3@EJ>KA"BPPB@ KK IK@FBKQ 4HBK 3VvPQBJ

#E>MQBO !@RKQFKD >KA #>PE &ILX



?2>@H V B>OP >DL TEF@E GRK@&S >P M>Q IC QEB SBKQLY
PVPQBJ JBPROFKD >DOF@RIQRDAP PR@E >P >EKP >KA
ALIBPQR@RB >KFJ>IP 'V  "# QEBPB QLHBKP TB® ?BFKD PO
FK @KQ>FKBOP_HKL>P bullae . LQ®FLKP LK QEB PRBCS@EBPB

@KQ>FKBOP FKORBAQEB \MB >KA NREE/ LC QEB RKP EBIA
TFQEFKLO J>KV QEFP PVPQB3IF QEB ?>PFE K >?PQ@ PVPQBJXL
TORDBK @JIRKF@QFLK

/QEBO >K@FBKL@BBBPB@DKFBA QEB FIMI@>K® LC @BCRY
JLKFQLOFKD >K/AB@OAFKD @KLIF@ Q®P>@FLKP 4EB L2>K
%JMFB KEBABA QL EK>KBRP LMBQFLKP >KA BJMIBA QEB C>JFIF>0
@K@MQ C >K >KKR>l ?RARBQL I@AFKSB BMBKAFREBP >KA
Q>USFLK Q E>A @SPR® J>K>DBOP HRIK >P questors TEL T B®
PR?G& QL MBOFLAR@ABP 4EB JLPQ C>JLRP JLKLDSME LK
>@RKQFKD DBP QLBK>FPP>B@Q ,R@ 0>@FLIF >$&@FPO

4EB 0@B@ROPLO QL .RIBO >KA 70BFKO!O@E>BLDV
A 2F@E>® -> QBPPF@E BERPQLOF@
I@@RKQFKD >KA QER®BJ L C BMBPBIQQFLK /K
2B@KQ GO EBILDF@ %SFABB@C -FAAIB %>PQCO
"# QL " # c!@AQRKQFKDEPQLOF>KR®K> KL
A
3>ISSALO #>0JLK> >KA ->EJLRA %W/>JBI b@@RKQFKD
>KA &LOJP IC |@DRKQ>?RI¥ FK ->GLO #FSFIBRALKP
- BPLMLQ>JF> >KA IK@EBKIMQJ LOHFKD M>MBO
)KPQ@FRQL AB %JBP> 'RPFKBPP 3@ELLI ->AOMA>BK
SKA #>@\FC 5SKFBORF #>OAFC 5+ >@ @BPPB
$B@J?BO I> QFBKA> FBMB
T LOHFKD=M>MBORERLJIF> 70 MAC
*LEK 2 1IB U>KABQ FPQMLC !@RKQFKD 0OMBSEIB ()
IPPL@FFLK C #E>QBBA | @@ RKQ>IQP FK QEB B}
3Q9BP

X#E>MQBO !@RKQFKD >KA #>PE &IL



COF>0 >KA WIEQE TQOB Summa de Arithmetica, Geometria,
Proportioni et Pr oportionalita FK %PPBKQF QEFP>P > J>QE
QBQ?LLH ?R@FK@IRAE PEDFLK LK ALR?IB Ep®@ ?LLHHBBMFKD
4EFP >MME@E QL @ORKQFKD E>A BE @B®A ?V "BMBABRL
#LQORIP > BKQRWYB>OFBO 4EB QBQ FP FJIBAFQBY BA.DKFRA >P
>K FIMLQ>KQ @KQOF?RQFLK >KRTKB IC QEB-OPQ ?LLHAAMR@A
?V 'RQBK?BO /K > CFOP@AFKD 8@FLF&SBGDB >MMBP QL ?B
@J>0H>?V WLABOKc Q ABP@QOKHRT JBO @E>RP PELRIA FABKC
QEBFO >EWFB>KA IF>THHBP KLOB-KF®FLKP >P QEB@RO>KA
FABRRCQEBJ >P BFEBO ABQF LO @®P B MLFRR LRQ QE»QEB
QLQ>IC ABTP >KA BXI)P JRPQ ?BNR>I QERP EFP JLABI@BB
QEB ?>PFEIQEB ?>I>R@EBQ K QEB F}BSBKFKDRB ERKABA \B>OP
?RPFKBPP E>P BRPBXI >A>MQ@B0>@FLFFaMMO@E /?SFLRP $80
QEB I>PFE @KQROFBP ?RPFKBPPEP BBTK ?LQE FK PBWKA
FK @MIBURY >KA >@RKQFKD PVPQBJPSE-DQTK TFQE QEBJ
4EBBCAB K FP FIMQOK) 8O >K/ ?RPFKBPBI>@IBPP C PBAQL ?B
>?1B QL @RKQc LK PLIFA &RKQFKD RKII>QFLK

4EB BJ>@ KRB LC >@RKQFKD PRMRLAFI ?B BQV
ABQBOJFKB?V QEBWWIB >KA PBWC QEB PJ>Il ?RPFKBPP 4EmBIIB
LC >@RKQFKD PRMIQLBNRABA ?V QEB KLKBJMNBO ?RPFKBPP TFII
L?SFLRM ARBO PFDKEEBQYV CJ QEB IESBI BNRHABA ?V > ?RPFKBPP
DBKBERQFKD QBKE UFIIFLKP @ ALII>OPQ. 88BKRB >KA BJIMIVFKD
ERKABAP IC TLOBOP 4EB EBI LC PRMMQOFII >IPL ?B ARBK®A
?V QEB ?RPFKBPKBROR C>JFIFX@FTRE >@RKQFKD >KA QEAVB
LC >@RKQFKD RKIJ>QFLK PVPQBJP QESB ?BBK AR)BOJFKB>P
>MMOMORB BD>@IBPP C PBAO QVMB PJ>Il ?RPFKBPPBP PELRIA MI>K
LK BBBKQR>W >@RFOFKD QEB @REK>K >@RKQ>IQ 08BCG?IV QEB
AB@FPFLK QL RPB & R®>IQ PELRIA L@RO TFE QEB BBQFLKC QEB
?RPFKBPP

*LEK 2 1IB U>KABQ FPQMLC !@RKQFKD 0OMBSEIB ()
IPPL@FFLK C #E>QBBA |@@RKQ>IQP FK QEB K&
3Q9BP

#E>MQBO !|@RKQFKD >KA #>PE &ILX



( FOFKD >K @BKQ>IQ LO >K @RKQFKDFOJ FP >K FIMQOK
AB@FPFLKQC> PJ>Il ?2RPFKBPP %JMRAKD >K @RKQ>KQ ALBP KLQ
QSKPIB RBL QEFP FKAFSFAR>I ?BFKD > CRII QF)MBEBLRIQEB
?RPFKBPPQ QEB PQ>QLPQ PJ>Il ?2RPFKBPPBP TFIl RPB @EBKERIQ
>P > @KPRIQ>K LO >L@QS@ BJMIVBB P QER DOT PLJB PJ>lI
?RPFKBPPBP ED?BKBQ @O >@NRFOFKD QEESPEP IC CRIl PBE@
>@)RKQFKDFOJ !IQELRE PLJB PQ>QRMP MSB@RMMELPB QB>
JFDEQ ?B @PE PQOIME RPB QEB PP IC QEB ?LLIBEMBO LKI
?RQ QEFP FP FHERB - LPQ PJ>Il ?RPFKBPPBP THIAKBEB PBEEP IC
> #0! IKLQEBO @MB C >@RKQ>KQ > PJ>Il 2RPFKBPP FEDBIMIL FP
HKLTK >P >K BKOIBA >DBIQ 4EBPB BC3@.RKQ>IQP TEL ESB M>PRHB
> Q>U QBPQICIEB KQBOK>IEEBKRB 3BSF@® )23

7 EBK ILLHFKILO >K >@RKQ>Q QEBO-@G PLJB FPPRBP QEYR
PELRIA @PFAB@O/ QL FKA >K >S@RKQ>IQ TEL E>P PLJB TLAHFKD
C>JFIF>QFTRE > MEF@RINOB C ?RPFKBPP LO FKARPIMBCRYI
WLR TFIl ?B >?IB QLFEA >K >@RKQ>IQ TBE TELJ VLR E>SB PLJB
O-MMLQ 4EFP FP FINE ?EPRPB > DLLA S@RKQ>IQ FP JLB QE>K
PFJMV PLIBLKB TEL ?>I>K@P QEB ?LLHPLRB PELRIA I@PRIQ >K
>@)RKQ>IQ ?BAB ABYBOJFKFKD TEMB C >@RKQFKD PVPQR.RV
FIQBKA QL BJWL @PE BOPRP @&DR>l BJBJ?BO QE®¥ >K
>@RKQ>KQ TFIl M >K FIMLQ>K OB FK >PPFPQFKR FK QEB
@B-QFLK MEE>PB >KA BBILMIBKQ IC >K >@RKQFKD RKID>QFLK
PVPQBJILO QEB ?RPFKBPP 4EFP PVPQBJ FEAQMIOMEFAFKD QEB
>SMMOMORB FKOJ>QFLK QL QERJ@BOK>ILBRKF Y @O QEFP
>RAFBKEQEB QBCJIC6CS>6A 688DIC< FP [DBK RMB ?>KHBOP
>KDBI FEBPQLOPBRORB @MBE>IFPQP K\ QEB DEBOKJBKQ 4EB
P>JB >@RKQFKD RKID>QFLK PVPQBJ TFIl >IPL ?B >K FIAKD
@JMLKBKQ IC FRBOK>ILEQOP FK QEFPR® QEB QBBBC6<:G>6A
688DJA>C<FP RAB_QEB PVPQBJP >KA MLIF@FBER@ELR J>HB
> E0J JLCB BGC@FBKK QEFRLIB >K >@RKQ>IQ @K EBIM ASBILM
>MMOMORB MLIF@FBREBPMED QL ®E @KQOD >KA FRBKQLY
@KQO K >@ARKQ>K @K MI¥ > @QF@Q.IB FK ABBILMFKD ?RPFKBPP
MI>KP MSF@RMIRE BPMED QL ?RARP >KAFB>K@F>| D83IBIQP
IP EFIEIFBEQR FK > CRERFEADFLK DR PELRIA GXPRIQ >K @RKQ>IQ
?BCB PBIRDFKD >K @RKQFKD BT >B M>@H>DB IFF MBK >K
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>@RKQ>IQ @K 7B BJQBIBIV RPBCRI FKREXFKD MBIB QL RPB PR@E >
PLCY >@ M>@H>DB

Alternative Appoaches to Amunting Systems

The system of double-entry bookkeeping is, perhaps, the most
beautiful one in the wide domain of liter ature or science. If
it wer e less known, it would be the admir ation of the learned

world. %A FK 4 &BBAIBY

4EB BSLIRQFLKC >@RKQFKD E>PAIRL QL J>GLO PVPQBJP QBERE
?>PFP JLABI >KA QEB @@R>| ?>PFP JLABI L'BE ABP@OF?FKD QEB
Q@' L PVPQBJP B JRPQ FAEKC> BW FIMLQ>KQ QBOJ_>@RKQFKD
QEKP>@FLKP EBK FK ?RPFKBPR BREBOB@FS8 JLKBV CQ) >
P>IB LO PMBKA JLKBPR@E >P FKVAKD > ME8BLC BIRFMJBR 7B
@K ABEKB QEBPB >BKPO@FLKP 4EB J>KKBO FK TEF@EBA O\
QEKP>@FLKP ABKBP QEB @FBK@ ?BJ BBK > @PE ?>PFP @@KQFKD
PVPQBJ LO >K @®R>| @IRKQFKD PVPQBJ

YK JLPQ @PBP EFEBO PVPQBXK@B RPR ?V > ?RPFKBRREBR>B
PRROFLKP RKABO TEF@EPE @PR >@RKQFKD PVPQBXKELQ ?B
RPB\ QEB AB>FIPQ.TEF@EB@AFP@RPABQBO?RQ BD>AIBPP C QEB
PVPQBJ RPB> ?RPFKBPP JRPQ>@\BPM@RCTEF@E JBELA FP ?BFKD
BJMILVBA

*B>K -ROCV b&FKAFKLBIM TOE "LLHIBBMFKD >KA

I@@RKQFKD>PHR 1?LRQ @ >@@PPRB $B@J?BO
2FWQ>UIF >?LRQ @ LA

?RPFKBPPA@KQFKB@.CAP> CFKA>@MOE

b%AFK 4 &@BAIBVC #V?BO >QFLK X@PPB &B?0R30
T TT @?BOKOFLKI@ SF@LUNRLQXQFLKP

>RQELORRLQBP=@BAIB/=BATFKQ B)JI
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)K QEB6H=76H:9 688DJCI>C<PVPQBJ > OKP>@FLK FB@O\BA
TEBK JLKBV FP BEEBOB@FBA LO PMEX P >K B>JMIB > ?RPFKBPP
E>P Qm@B P>IBP LK *RKB  C > MXIF@RI>B>U4EB EOPQ P>IBIKP C

QEB R&KA FPLO >KA QEB QBHEPL® ( LTBSBO

QEB QBB @RPQLJBOP RPEBEFK) JBQELAP C M¥JBKQ 4EB EOPQ
@RPQLJIBO WP-00O QEB MER@ FK®E QEB BBKA @RPQLIBO TIBP
> MBOPLK>| @G&B >KA QEB GEEBRPQLIBO WPV @BAR) @A\ 4EB
PEAKA @RPQLIBOMBOPLK>| @38 @BP LK *R1 TEFIB QEB BAR)
@@ @IM>KV QEKPBOP QEB  FKQL QEB ?RPFKBRRELRKQ LK *RY

5KABO QEB®E ?>PFP @@®KQFKD PVPQBJ QEB ?RPFHBRR [FPQ
QEBROPQ P>IB L >P > *RKB QOKP>@FLK ?R@ ALRIA IFPQ QEB
PRAKA >KA QERCP>IBPQLQ>IFKD >P *RV QEKP>@FLKP 4EB
P>JB ILDF@ FP RPBRQE BPM@ED QL BMBKAJRBP ¥ QEB P>JBFOJ
MR@E>PB> I>MQLM.@RQBO FK tRPRQ AFA KLQEBQL M#CO QL
JLK QEP QEBK QEBKPO@FLK TRIA ?B B@QCA\BA FK 3BMQBJ?BO

5KABO QEBS88GJ6A 688DISC<PVPQBJ OKP>@FLKP BAB@O\BA
TEBK QEB L@RQC QEB bMJIBK QFLKB ?RPFKBPP>P CRKIBLKFKD
RKABO QEB @@R>| ?>PFR@RBQFKD PVPQBJ QEBK >BEQESIBP
QLQ>IFKD TLRIA ?B B@QOA\BA >P *RKB ORP>@FLKP >KA QEB
MR@E>PBQ QEB I>MQLMRTA ?B ABPFDRB >P > *RV QsKP>@FLK

'BKBO>IIV QELRE TRQE PLJB BT BU@MQFLKP ?RPFKBPPBP JRPQ
RPB QEB @®R>| ?>PFRARBQFKD JBELA FC QEBSB FKBKQLU
LC >K @IMLKBKQ IC GBJP QE3 QBBPBII QL QEB MR?IF@ >KA FC QEB
P>IBP S0JLOB QE>K JFIIFLK MBOBYO /QEBO @KARFLKP RKABO
TEF@E QEBRE ?>PFP @RKQFKD PVPQBJIVKLQ ?B RPBFK@IRAB #
@QOMLERFLKP M3KBOPEFMPER) IBPQ LKB # (@MLEDFLK MORBO
>KA Q>U PEBIQBGIEB J>GLO ?BKBT IC @&PE ?>PFP @@®KQFKD FP
P PFIMIBR) DB-QV BAR@P QEB ABJ>KA LK ?LLIBEMFKD 4EB

B#LIM>OFPLK C #>PE >KA |@OR>| BQELAP C

@@ RKQFKD7FHFMEF> >@PPB $B@J?BO
BKTFHFME-> LD TFHF@LIM>OFPLK=C=@PE=JBQELA
=>KA=>@@OR>| JBELA C >@RKQFKD
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@PE ?>PFP PVPQBJ >IPLSGBP > JR@E JIBO>@RMB FKARGFLK
LC > @M>KVR @RBKD GPE MLRFLK 4EFP >MMO®E J ?B RPR
QL >B@ Q>U>?IB EK® TEF@E &K ?B ALKB ¥ ABBOOFKD ?FIIFKD
PL QEQ MWIBKQP S ®@FBA FK QEB K B>O ( LT BSBO QEBB
>B AGT?>@HP QL QEEBP@® ?>PFP >MM@E_QEB JLPQ PBOFLRP ?BFKD
QE® 6 J>V MOSFAB > AFPQBOLO >K FKX@RMB FKARGFLK C
MQGR>?RY¥ 4EB B>IkKY FP QBE>@EPE ?>PFP @®KQFKD PVPQBJIB >0
@B>IIV LKV >MMMIORB 1D ?RPFKBPPBREFP>IBP RKABO  JFIIFLK
>KA QES CRIQBLK ?>PH@ LK > @PE ?>PFP

|@@OR>| ?>PFRFBQFKD FP EK@OJ>K@ TRE )23 >KA DBKBIV
>@BMQB >@)RKQFKD MOFK@FMIEP (BDRISFLKP !IQELEDLOB
@JIMIBU >KA DBKBOV BNRFOFKDBBQBO ?LLHBBMFKD TQE > JLB
PLMEFPOB@ >MMG-@E QL @BRKQFKD QEB@@R>! ?>PFR SFABP
> JLOB >@RMNB FKAREFLK C QEB MED>?R¥ LC > ?RPFKBPP 4EB
J>GLO AI?>@H C QEB @iDR>| ?>PFP PVPQBBRATFQE BPMED
QL RKABOPQ>KAFKD QEB ?RPFR®BEPHILEFLK ! BOJ J>V ILLH
MQGR>?1B RKABO QEFP PVPQBJ ?RQ FC @RPBLKIBOMEFAGCQEB
DLLAP >KA PEBB@P QEB-@E MLEFFLK JFEQ ?B ABO ! PRJJ>0O V LC
QEB M® >KA @KP LC QEBIQ PVPQBJP FPLSGAR ?BILT

DB E6GI>K: 88DJA>C< -NHI:BH

- BIFPP>RPEJ>K B>PE ">PFPEBOPRP I@OR>|

@@ RKQFKDIELL 6LF@®P >@BPPR $B@J?BO
SLF@PV>ELL @ @>PE ?>PFPBOPRP X@OR>| ?>PFP
>S@ARKQFKD E QJI@Q

b#>PE SP |@OR>| |{@RKQFKD. LIL @J >@@PPR
$B@J?BO T TTKLL@J IBD>l BKQ/@ILMEF>
@PE SP >@OR>| 5@RKQFKD E QU
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Key Takeaways

d '@@RKQFKD FP LK8 QEB LIABP@#FEFBRAIERJI>K @FSFBWLKP
>KA AXQBP ?>@19B0 EB QELRP>KABYOP

d 3J>ll ?RPFKBPPBBXRFB>@)RKQFKD>@>?FPFBP TEF@E JRPQ
?B ALKB BEEBO FK ELRPB LOLRE®>K BJQBOK>| FE®@®

d 4EB PBIBDFLK M@BPPI®O >K >@RKQFKD PBE®PELRIA ?B
@MCRV @KPFABD 4EB BS>IR>QFLK M@BPP PELRIALEPFABO
QEBIAILTFKD BIMBQFPB FK > RF@RIMNOB C ?RPFKBPP LO
FKARPY@MMLQ SFI>?R¥ LC >AAPFLK>IL@PRIQFKD BB@P
>KA QEB >?RIFQL PRMMR@IMRQBOBW> @ RKQFKD PVPQBJP

d '@@RKQFKD PVPQBJIPI2B AFSFABKQL QL J>GLO QVBP XPE
?>PFP >KA @iDR>| ?>PFP
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d #>PE ?>PFP PVPQBIRKD > QBP>@FLK TEBK QEBRE FP
@@BFBA 3R@E PVPQBIBRPB ?V PJ>IIBO ?RPFKBPPBRQE>
E>SB KL >SMMER F>?1B 8BKQLY

d !@@OR>| ?>PFP PVPQBRR@ER®P>@FLKP TEBK QEB@RO
IQELRIE QEFP PVPQBIVEBNRA®D>AABFLK>| >K¥PFP QL
ABQBOJFKB > ?RPFKBBRR>| #PE MLRF-LK@-MCEFABP > JLB
>@R&YB JB>PRB LC MQE)>?RI¥

Financial Acounting Statements

It sounds extr aordinar y, but it( a fact that balance sheets can
make fascinating r eading. ->0V , >AV |O@EBOQ.7BPQLK

IP AFP@RAPBK#E>MQBO >l ?2RPFKBPP MI>KP PELRKQEFK P C
TK>K@F> @BIBIQP (LT BSBOBSBK >QBO QEBERH ?RPFKBPP MI>K FP
@B-QB QEBPER>K@F>| ©83BIQP MGFAB @HRFKIDJI>QFLK QB>

TFIl ?B GNRFBA CO QEB PREPPCRI LMEWFLK C QEB ?RPFKBPP AEB
KLQ LKV >B KB@BPP>0 CO Q>U MROMLPBP ?RQ SISEABOGE
FKPREIDP L© J>K>IFKD QEFQJ >KA >AMRPPFKD FPPRBP PR@E >P QEB
QIILTFKD

d OB TB MOGQ>?IB
d 0B TB LMBSQFKD BX@FBK

d 0B TB QLL EBSFV FK AB?Q LQRAA TB >@RFBJILOB AB?Q
d $LT B ESB BKLRE @PE QLI@®QFKRB LMEFLKP

d 7 E>Q FP QEFP ?RPFKBEPET

4EB® >B QHBB HBV EK>K@F>l ©BIBIQP QEB ?>ISB@EBQ QEB

H@@RKQFKD 1RLQBRPCFK>K® >@BPPRB &B?0RX0
T TT NEK>KB@J CFK>KB>KA ?RPFKBPP
NRLQBP@@RKQFKD
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FK@IB PQXBJIBKY >KA QEB>RE CLT PQ®BJIBKQ %3 ?RPFKBPP
LTKBO LO J>K>DBO RBP QL ?B >?IB QLL@B@YV FIQBOMQ QEBPB
PQEBJBIQP FC EB LO PEBIBRDP QLLEQFKRB PE&®PCRI LMEBDLKP
)Q PELRIA ?B MIGK LRQ QE>>Il QBB EK>K@F>I @Q3BIQP IILT
DBKBgl COJ>QP 4EB ABBRLC AR>FI LO FK PLIBRBP QBOJFKLW.D
J>V ARBO PIHQY CQO LKB ?RPFKBPP QL >KLQEBO >PUsKINBB
PLIJB GFOJP J3V TFPE QL BB >K BRJQBKPESFPQQA. LMBQFLK>I
BUMBKPBP LK QEBFQJBKRRXBJIBKQP TEFIB LQEBOERTA DORM
QEBJ RKABO PGA @QBDLOFBP BFAPB MOKIV EBIA ?RPFKBPPBP
TLRIA KLQ RPB QEB QBHhxreholdersO equity?RQ SQEBO RRB/ner@
equity FK QEBFO ?>1BRR@BQ >KA QEBTLRIA KLQ IFPQ AFSFABKAP 4EFP
>FJ LC QEFP @E>MQBO EBRABV@EBABO TRE > ?20-A LSBGFB L C
>@)RKQFKDLE@MQP >P QEBVIMI QL J>K>IFKD PJ>Il >KA JFA PBA/
?RPFKBPPBP

The Balane Shet Statement

/KB PELRIA QEFKHCLQERBBAGCS: H=:I PQOBJIBIQ >P > MELQLME
Q>BK XQ > MXIF@RI>O MLFK QFJB TEF@E FJ>DBP EEHK@F>|
MLPBFLKC >B0J 4EB ?>I>KBPEBQ FP ALJFIQB ?V TE>Q FP HRK
>P QEB @RKQFKDNR(FLK ORQ PFIMDEB >@RKQFKDNRQFLK
PBM>€DBP TESQ FPTKBA COJ TEL L TKP [ &LOJ>N QEB >@RKQFKD
BNRQFLK PQBP QEBICTFKD
6HH:IH A>673AH DLC:G3H :FJI>N

HH:IH>® IB@KLIF@ BPLR@P QE3 >B BUMEDB QL MAR®@ >
?BKB&) FK QEB CBQR@>67>ksH >@ QEB >JLRK) IC JLKBV LT BA
QL LRQPFAB @I>FJP FB VLKERA QL MBVIB LRQPFAB QEB ?RPFKBPP

7 >IQBO¥OOFPLK #HBO ,RKDBK >KA "FIl 4ELI>P
&FK>K@F>I@RKQFKD QEAB "LPQLK -! 00 BKQFE( >II
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)LC:GSH :FISN_>IPL HKITK >P PQL@HELIABOIRER (BMBPBIQP QEB
@I>FJP LK QEB ?RPFKBPOELPB TELTK QEB ?RPFKBPP P B\
FK QEB @ERKQFKDNR:QFLK QEB ALII>SIRB IC >PREP JRPQNR>I
QEB ALII>C>RB IC QEB ?RPFKBRP2?FIFBP MIRP QERBOR BNREY
"BALB MO@BAFKD TBE >N KRIBOF@BU>IMIB IB) RP ABEB PLJB
FIML@>IQ QBOJP

JGG:C | 6HH:IH>@ >PPBP QE>TFII ?B EBIA.O IBPP QE>K LKB>®
4EBV FK@IRABBH= B6G@I67A: H:8JG>>H 688DJAH G8:>K67AH
CDI:H G8:> K67A: EGE6>9 :ME:CH:H >KA>@:C IDGN 4EBPB >BIFPQB
FK > PMBIF® LABO4EB LABO FP ?>REBK QEB ABBB LC IFNREXRC
B>@E >PPBLiquidity JB >PRBP QEB>PB FK TEF@E >K PR 7B
@QKSB@B FIOL @PE .>QREIV @PE FP QEB JLPQ IFNRFAIIL>PREP
Ill CFOJP PELRIA BB @PE B>AFV >S>FI>?IB 4EBB>@ >JLRKQ IC QEB
ABPEOIB >JLRKQ IC @PE QL ?B EBIAQE>KA TFIl ?B ABOJFKB?V
QEB P>IBPIBI LC QEB ¢ @R\B@PE 8@FMQP >KA QEBEAKBAP |C
QEB ?RPFKBPP

->0 HBQ>?IB RBRQFBP B®QL@HP >KA ?LKAPQRESRPFKBPP\J>
ELIA FK QEB ELMB QEBBTLRIA MOSFAB > BSQBOBQROK QL QEB
?RPFKBPR@EBO QE>K GREWFKB>@E PRC FK > ?2>KH@®KQ -LPQ
LC QEBPB@RQFBP>@?B B-PRI QROKEFIQL @PE_PELRIA QEB BB
>OFPB

@@RKQP BEBFS?IBP BMBPBK) QEB >JLR® IC JLKBV ARB QL >
?RPFKBPPLCOMOFLO @Y P>IBP LQ >l BOJP LMBQB LK > PQQ¥F@
@PE P>IBP ?>PFP -¥KEOJP TFIl GBO @RPQLJIBOP QEB LORIEDQL
MR@E>PB LK > @@ ?>PFP P >KUBJMIB > CROBRB PQLEDOPBIIP >
?BAQLJ PBQ TLAQE QL > KB TIVTBA @RMIB 4EB IGRMIB MRQP
ALTK QL C FU QEB P>IB >KA QEBK PFDKROS@ QL MW>QEB
MBI>FKFKD  TF QEFK QEBWBB-04E>Q T LRIA ?B IFP@B
>P >@RKQP BBFS?IB CO QEB CRQRBEOJ

0@BM>FA BMBKPB FP >K@@R>I @BRKQFKD QBOJ QEBMBPBIQP
> M¥JBKQ QEY FP J>AB FK SXK@ LC QEBFOQR@® L@RBE®
)KPREK@ TLRIA ?B >K B>IMIB LC > MEM>FA IBVIBKPB %®BRPB >
@JIM>KV FP M&KD NBOFRJIP QL @SBO A>J>DBP QEXIFEQ L@RO FK
QEB KBO CRQR(T > B>CRTLAQE IC BKQ TB® M>FAQ LKB QFJBQRLL
TLRIA ?B SFBBA >P > MEM>FAEBVIBKPB
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)KSBKQL® FP QEB QFRIB DLLAP EBIAV? > ?RPFKBPRCC QEB
MQAR@FLK € DLLAP >KA PEEBP KSBKQLY @K C>Il KX QBB
@QBDLOFBPTQJ> QBOF>IP LAHFK MQ@PP 7)0 >KA EKFPEB
DLLAP 25 J> QBOF>IPSBKQLU BMBPBIQP @BJP LO I@ILAF QFBP
MR@E>PB?V > E0J QL @9)B MAR@P >KA PBE@P 7)0 FKSBKQLYU
@BMBPBIQP M>QF M @IMIBQR DLLAP MXDLO PR?>PPBJ?IFBP@E>
>@ KL ILKDBO MOOC QEB>D J> QBOF>IPSBKQLY >KA KLQ BO
GCKFPEBDLLAR 4EB SIRXQFLK C 7)0 PELRIA FK@IRAB QEBQ®
LC AB@E J>QBOF>l B@D I>?LO>KA LSBE&EB>A MRQ EK QEB 7)0
FISBKQLY &FKFPBEFISBKQLY BMBPBIQP MAR@P QE>>B B>AV CO
P>IB '‘BKBOINV >@BMQB >@ RKQFKD MOFK@FMIEP (BNRFA®QES
> ?RPFKBPBISB P MBKQLY LK BEEBO QEBR® M@ QEB JHBQ
MOR@TEF@E®BO FP TIBPQ 4EFP FKBRD @KPBS>QFS >MMG @E QL
SSIRXQFLK FP ARB QL QEB B\ERFOESBKQ QEB BBPQFIOFLK C
FISBKQLY AROFKD EKIFLKMCMBOFLAP

4LQ>| @RENQ >PREP ®QEB PRJJOFLK € QEB HBIBKQFLKS
RBJP >KA S®ABEKRB >P CILTP

IDIBA 8JGE | 6HH:IH 86H= B6G@I67A: H:8JG3>H 688DJCIH
G8:> K67A: EGE6>9 :ME:CH:H >CK:CIDGN

4EB KBJQ RB IC BBJP FK QEB >PPBEDFLK C QEB ?>I>R@EBQ
FP ILKD QBOJ >RPB&DC< I:GB 6HH:IH > QELPB >P®B QB> TFII
KLQ ?B QROKFIQL @PE TREFK QEB WB B>O ,LKD QBOJ >PPBP
J>V FK@IRAB >@DLD HKITK >P FKBPQJBIQP 4EBPB BAOBJP
QE® J>K>DBJBKQ ELIAPLO F8BPQJBIQ MROMLPBP >KAVQEBKLQ
FIQBKA QL@PE FKTROEFK QEB RNF®&D \B>O4EBV JFCEQ @KPFPQCL
LQEBOL@M>KFBPa PQL@H KLQBP LO ?KKRRB @PBP QEBI>V
BMBPBIQ PMBF>IBM/COJP_JLKBV MRQT>V CO MBKPFLK CRKAP
4EB KBJQ J>GLO>@BDLOLC ILKD QBOJ >POB FEBA >PPBP >NP
6HH:IH FK@IRAB M@KBIRFMJBR >KA I>KA 'BKBEIV QEBPB BO

b7 LOH FK O0O@BPR "RPFKBBP@FLKXCA.J >@@PPA
$B@J?BO T TT ?RPFKBPPAREKX).J
ABEKQFLHK LOGHFK MQ@BPP BJI
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S>IRBA >Q QEBFO [FBBD@Q 4EB:SRB IC QEBPB >PIPBTFII ABIFKB
LSBO QFJB P >KWBJMIB \LR MR@E>PB > RB@O (00 )C
VLR TB® QL PBIl QEB P>JB@LKB TL LO €8 \B>OP I9BAQP SIRB
TLRIA ?B IBPP QE>K QEB ERAIMRE@E>PB MBFEFP B DKBFLK FP
HKLTK >P9:EG:8>6/>DC TEF@E FP > KL:KR& BIMBKPB QEPMBF@EIV
BADKFBP QE} >PREP ABIFKB FKIRB ISBO QFJB !@RJRIDR
ABMB@FOFLK FP > ORKKFKD QIGQ=ill LABNB®FYFLK LK >POB
$BMB@FOFLK FP >IALREA LK QEB FKi® PQXBJBIQ NP MBPBK®
FK QEY EK>K@F>| @83BKQ BK>?IBP > ?RPFKBPFBAR®@ BP Q>U>?IB
FK@B 4EBOB >B J>KV JBQELAP ¥ TEF@ELR @K @IMRQB QEB
ABMB@FFLK:SRB LK EBA >PPBP 4EBPB JBELAP @& ?B PM(JFF&L
QL ?0.>A @QBDLOFBP >F@Q IFKB ABB@FFLK >KA @BIBOQR
ABMB@FOFLK QEFEQ IFKB ABR@FIFLK FP Q#BSPV QL FIIRPQB K
QEB B>JMIB LC QEB>@>PPRJB VR MR@E>RBQEFP-@I0 @IM>KV
RPB @R FKOBKA QL RP@ BO €8 \B>OP >KAQ QEB BKACLQEEF®
VB>OP MR MI>K LK P@@MFKD QEBO@KA BMED) QEY 6P PSDB
S>IRB TFII 7B BQ
‘EG :8>61>DC 6A8JAB-DCH

2:6G 2:6G 2:6G 2:6G 2:6G 2:6G
$BMB@FRFLK

I@@RJIRIOR
ABMB@FFLK

. BQ >PRB
S>IRB

"B @RPB QEB RPBCBQIFIB IC QEEBEF@IBSP €S \B>OP QEB LERB
S>IRB IC QEBBEF@IB>P AFSFAB?V GB QEHELMB QEB >KKR>|
ABMB@FFLK TRIA BNR>I MBO V B>O
4EB >@RJRIOB ABMB@FRIFLK PFIMIPRIP RM QEB MOFBSOWa
ABMB@FFLKLO QE3 M>QF@RI>0 XpPPB

|@@3IBOQB. ABMBRFYFLK JRELAP @BIMQ QIB@MQRB>> J>GLO
ML@QFLK C QEB ABR@FRIFLKBIFBO FK QEB LEC>K >PRB | @BIBOQR
ABMB@FFLK VFBIAP ©>8FKD ?BKEIP BOFBO FK QEMB IEC >K
M>QF@RI>@B& >PPB 4EB >MMRIORB JBQELA C ABMB®FIFKD >K
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>PPB 0 Q>U MROMLPBP ERB-®& QEBKQBOK>IBEBKRB 3BEF®
)23 /KB PELRIA ILLH >Q QEB )23 MR?¥®&LK _ How to Depr eciate
Property_ QL DB > ?BRBO RKABOPQ>KAFEDQEB L&BMQ C
ABMB@FFLK >KA HLQL MOMBY @IMRQB®

4EB I>PQ>@BDLWOLC ILKD QBOJ >PBB FRI6C<>7A: 6HH:IH>PPR)P
QE® MGSFAB BKLIF@ SIRB QL > ?RPFKBPP ?RQ AL KB &>
Q>KB?IB MEPFE@® MBPBK® XQ>KB?IB >PREP FK@IRABBIP PR@E
>P M®BRP GR@EFPBRMIOHEDP >KA DLIA&Il 4ERP QEB>HRB IC
ILKD QBOJ >PRpP #X ?B @I@RIQB >P TILTP

ADC<I:GB 6HH:IH >®&HIB:C IH ;>M9 6HH:IH V 688JBJAG:9
9:EG:8>6/>DC >@6C<>7A: 6HH:IH

4EB |1>PQ BIBJBE LK QEB >RPEPFABCOLQEB ?>I>R@EBQ FP QEB
QLQ>I >PEB 4EFP FP QEB PRJB:K C @RBKDQ >PREP >KA ILKD QBOJ
>PPBP

/K QEB LQEBO PFAB QEB ?>I>R@EBQ TB E>SB IF>?FKIFBP MIRP
LTKBOR BNREY 4EB BIBJBKQP C IF>?RIFBP LEPFPQ CL @RBKD
IF>?FQFBP >KA ILKD QBOJ IFQHBF 4EBPBMBPBIQ TEX) > ?RPFKBPP
LTBP QL LQEBQR5G:C| A>67>kH >@ AB?QP >KA L?IRDELKP Q>
>@ QL ?B M>FAQEFK >B#O4EBPB FK@IRBBI:H EGN67A: 688DJAH
E6GN67A: LQEBOQBJP M¥>?IB BD Q>RP T>DBP >KA BXQP
AFSFABKAP\M2IB >KA QEB @BQDMLQFLK C ILKD QBOJ AB?(X )
BNRQFLKLOJ

8JGCACI| A>67>k>H CDI:H E6N67A: 688DJCIH EAN67A: DI=:G
3:BH E6 N67A: 9>K>9:C9H EBK7A: I|=: 8JGG:C| EDGI>DC ;PADC<
I:GB 9:71

. LQBP M&?1B BMBPBIQP JLKB/ QES FPTLBA >KA TEF@E JRPQ ?B
@M>FA TPEFK >B#0)Q FP CBFEK@IRBFPB@RPB® J>V FK@IRAB IFKBP
LC @ar) a0 ?>KHP QE® ESB ?BBK RPB PELQ QBOJ ?>KH IL>KP
JLOQD>DB L?IFQELKP LOWSBKQP LK PNEBF® >PEB QE>>B ARB
TFQEFK >B#0

I@@QRKQP MA&?IB >B PELQ QBOJ L?IFQ@FLKP Q&> ?RPFKBFPRP
QL PRMMIFB@K/A.0OP >KA LQEBBABDOPQ) J>V @KPFPQCL>II QEB
PRMMIFBP >KAQBOF>IP QEHBB MR@E>RBLK @BARK)

/QEBO @BJP M¥>?IB @K FK@IRAGHEIP PR@E >P QEBMbP>KA Q>U
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TFQEELIAFKDF BA QL BIJMIVBBP LO QEB S2OKJBKQ ?RQ TEF@ESB>
KLQ >P C 8Q ?BK M>FA

$FSFABKAP Wis?IB FP > QBOJ QEFP >MNUDIB IO ?RPFKBPPBP
PQOR®BA >P GOMLERFLKP 4EFR@@DLD BMBPBIQP QEB >JLRK
QE® > ?RPFKBPP MI>KP QLEN>PEBELIABOP

4EB @RBRY MLQFLK C ILKD QBOJ AB?GNIBPBIQP EL JR@E LC
QEB ILKD QBOJ AB?Q JRPQ BBISFA TPEFK QEB RNFRD EP@& \B>O
4EFP TRIA FK@IRAB QEBQMLB € QEB MOFK@FMZIFREARB FK QEFP
GP@\B>0

4EB LQEBO MRELK C IF>?EIFBP FBMBPBIQB ?V ILKD QBOJ
IF>?FFBP 4EBPBB>AB?QP M>7?IB LISBO > MBOFLABBUIBO QE>K LKB
VB>0 >KA FK@IRAB ILKD QBOJ AB?Q MBKPFLK CRWASIKAAEKD
QBOJ IBPB L?IFRFLKPK)BNRXQFLKLOJ

ADC< |:GB A>673AH ADC<I:GB 9:71 E:CH>DC ;JC9 A>67>A=H
ADC< |:GB A:6H: D7A>81>DCH

4LQ>! IF>?RIFBP FP QEB PRJ @RBKDQ IF>?RIFBP >KA ILKD QBOJ
IF>?F@FBP

4EB LQEBO J>GLOI®LKBKQ IC QEB GEDPFABL QEB ?>I>R@EBQ
FP IKBOR LO PQL@HELIABOWRBEB /TKBO&P BN\REY BMBPBIQP QEB
S>IRB IC QEB PEBE)IABOPTKBOPEFM FK > ?RPFKBFFP PLIBFJIBP
@BOBA QL >P KB TLARE @ J>V ?B @IMLPBA LC §BJP PR@E >P M>FA
FK @vR>l >KA BD>FKB B>-OKFKDP>BA FK>@B®>l FP QEB >JLRKC
JLKB V MOSFARB ?V FISBPQLOP QRCE QEB FPPREIE@ @JLK LO
MBBOBA PQL@H, :16>C:9 :6GC>C<HFP QEB @RJRES KRB) FK@B
QER E>P 7BK BFKBPQBFK > ?RPFKBPP >KA TEF@E E>P EKQ/2BA
LRQ QL PEBELIABOP >P AFSFABKAP

bO>FA FK #>K5t KSBPQLME> >@PPR $B@J?BO

T TT FISBPQLME> @ QBOJPM
M>FAFK@D>| >PM
b2BQ>FKBY%>OKFKDPEB &6B $F@FLKXO>@BPPRB
$B@J?BO C FK>K@F>|
AF@FLKMMEBBBAF@FLKMA) 2 BQ>FKB%>OKFKDP
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.= 6A6CS8: - =l
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"BILT VLR @K PB PFUB#OPa [TOQE IC ?>I>KB PEBQ P@BJIBIQP
@O > KMLQEBE@PJ>Il ?RPFKBPR@JB %KQBOMOFPBFER ISFLRM
FIML@>IQ QL BB PR@E EKOU>QFLK ?RQ TESRI>@V JFCEQ QEFP QBIl
RP FK QBOJEIQEBIBCII PR@PP >KA LMBQFLKC QEB ?RPFKBPB 7
TFIl BQROK QL QEBPRBIBIQP I9BO FK QEFP @E>MQBJ 6L TPEL
QELPB NRBPQFLKP?® >AABPPR TFQE SQFL >K¥YPFP

8B: CI:GEG>H:HS 6A6C8=:l Q =DJH6COH
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:8:B7:G
HH:IH
#>PE >KA
J>0HBQ>?IB
PRORQFBP

I@@RKQP
BBFS?IB

)KSBKQLOFBP

IQEBO @REKQ
>PPBP

4LQ> @RBIQ
>PPBP

0AMBQ/ MI>KQ
>KA
BNRFMJBR) _DCPP

I@@RIRIOB
ABMB@FRFLK

0QMBQ/ MI>KQ
>KA
BNRFMJBR_KE

IQEBO
KLK@RBRQ
>PPBP

4LQ>| >PREP
&>67>p=H
I@@Q.RKQP M&?IB
3ELA QBOJ AB?Q

IQEBO @REKQ
IF>?FQFBP

4LQ> @RBIQ
IF>?FFFBP

,LKD QBOJ AB?Q

$B@OBA FK@B
Q>BP

/QEBO
KLK@RBED
IF>?FFFBP

4LQ>! IF>?EIFBP

#E>MQBO

I@RKQFKD >KA #>PE &ILX



:8:B7:G
0>FA FKX@IR>I

2BQ>FK®B
B>OKFKDP

4LQ>| TKBOR
BNRBY

4LQ>! IF>?EIFBP
LTKBOR BAREY

The Inome Statement

7 EB@&>P QEB ?>I>B@EBQ ILLHPQ >B0J X > MX@F@RI>0 MLAXQB
FK QFJB QEBS8DB: HI6:B:C | BU>JFKBP QEBSRCGII MOGR>?R¥ LC
> E0J ISBO > MXIF@RI>O IBKDQE LO MEDREAR. LOJ>IIV QEB®
>@ PBBCGI| QFIB MBOFLAP@ESY 7B RPR GP@& \B>OGP® NR>QBO
LO JLKQEV 4EB FK@B PQ¥BJBKQ FP >IPL HKK >P > profit and
loss statement )Q FABBHBP >Il PLRBP IC BSBKRBP DBKBQB ?V
> ?RPFKBPP >KA >|| QEBIBKPBP FK@ROLEB FKI@B PQRBJIBIQ
MQSFABP QEB ?BPQ ERQFFL TEERQEBO > ?RPFKBPP [EBXMQIB

4EB FK@B PQXBJBKQ ?BBKP ¥ FABRREGKD QEB P>IBP LQFK@
@O QEB ABPFRB>MBOFLACLQFJB 3>IBPLRIA ?B >Il QEBBSBKRBP
ABOE& COJ >l QEB MMAR@P >KA PBBE@P PLIA AROFKD QEX-JB
4EB QBOJncome FP PLIRFIBP RPB>KA BMBPBIQP >|IE3BKRBP >KA
>AARFLK>l FKBP MQAR@A ?V > ?RPFKBPP AROFKD QEB ABRFDK>
MBOFLA 4EB KB@®BJ FK QEB AK® PQXBJBKQ FP QBBHI [ <DD9H
HDA9 )!- TEF@E FRJI®ILPBA LC >Il @ QP >PPL@B>TRQE QEB
AFB@) MAR@FLK C DLLAP >KA PEEBP QEY TB® PLIA AROFKD QEB
QFJB MBOFL® JLRIA FK@IRAB QEP@P C QEB>D J> QBOF>IP RPB
QL MAAR@ QEB DLLAP >KA QELRB@ >PPL@B>TRQE MAR@FLK
PR@E >P 8@ 1>?LO7FQE QEBPB IQS>IRBP QEB-GPQ 3#PRB LC
MQQOQ <@HH H3X @K ?B GI@RIQR

<@®HH H3S >C8DB:V )!-

4EB KBJQ BIBJBR FK QEB EB® PQXBJIBKQ FPDE:&I>C<
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‘ME:CH:H_ BUMBKPBP QE>B FK@REOAROFKD QEB KLOJ>| LMIBOK
LC > ?RPFKBPP /MBBKDWBVBKPBP>®?B ?QHBK ALTK FKQL CRO
?2Q>A @QBDLOFBP PBIIFKIMBKPBP DBKBOKA >AJFKFPSIDE
BUMBKPBP AB@IQFLK >KA LQEBGBEB>A BJMBKPBP 3BIIFKD
BUMBKPBPLRIA FK@IRAB >Il P>I>OFBP bKIER®FLKP M>FA QL QEB
?RPFKBRPR>IBP P@>Q TLRIA >IPL FK@IRAB QEBQEC MAOLQFLKP
>ASB@MFPFKIUMBBKPBP >KA LQEBO P>IBRBRAFRBP 0QJLQFLK
@PQP JABQ @KPFPQCLEPQP >PPL@BSTRQE P>JMIBP LOFBST VP
IA SB@FPFKDMBBKPBPLRIA FK@IRAB SUBBKAFREP 0O MOBKGAFL
QBIBFPFLK LRQBOKB>AP /QEBO P>IBEMBKAFRBP TLRIA FK@IRAB
JLKBV PMB® LK JB>IP QGBI JBBQFKDP LOBRBIQOFLKP\? QEB
P>BP PQ@C 'BKBGI >KA >AJFKFPSIBE® BJMBKPBP BOQELPB
>PPL@BB TRQE QEB LMEFLK C > ?RPFKBPPVERA #/'3 >KA
AFB@ PBIIFKD UBIBKPBP %UMEKBP FK QEFPQ@DLY TLRIA
FK@IRAB P>I>ORBEE® MBOPLKKBBKD >KA RQBFBP $BBOFFLK
T>P @B®A FK QEB BEFLRP PR?@BFLK 4EB ?>I>B@EBQ E>P >
@JIMLKBKQ ABPFDBB >@RJRIOBR ABVMB@FFLK 4EFP FP QEB
PRJJ> QFLK C PEBG| \B>OPalTRE IC ABMB®FYFLK LK >PBB B QEB
FK@B PQXBJIBKQ ABMB®FYFLK FP QEBRB 0O > MXQF@RI>O QFJB
MBOFLAC)VR ILLH ?>@HQ LRO ABB@FFLK @@RIOFLKP Q>?IB QEB
>KKR>| ABMB®FIFLK LK QEBEF@IBSP )C > ?RPFKBPRF
ABSBILMFKD >K AKI® PQ)BJBKQ 0 LKB MXIF@RI>B>U QEBK QEB
ABMB@FJFLK TRIA ?B IFPAB-P )Q FP > KLKEBE BIMBKAJRD
BUMBKPB 4EB I>PQILKBKQ IC LMBQFKDUBBKPBPLRIA ?B LQEBO
LSBEB>A @PQP_> CH-MBKBOF@QEBDLY QE® J>V FK@IRABBIP
PR@E >RIE® PRMMIFBP FiR@ LO > SOFW LC PESF@P > ?RPFKBPP
JFDEQ RPB ¥SFKD FABR® >l QEB I@VLKBKQP C LMBQFKD
BUMBKPBP LKB FPTHIK > MLRJFLK QLL@RQB > PBKA JB>PRB
LC MQEQ>?FR¥_DE:®I>C< EG TEF@E FP PLQEJBPRIBOBA QL >P
B>OKFKDP 8B FIQBBPQ >KA (BR %4

DE:®I>C<EG  #. <G DHH HB V DE:G6I>C< :ME:CH:H

4EB KBJQ R@)FLK C QEB AKI® PQXBJBKQ FP ABPFREB>DI=:G
GK:CJH 6C9 :ME:CH:H 4EFP PBDJB& TLRIA FK@IRAB LQEBO
KLKLMBSQFLK>IBSBKRBPPR@E >P GBBPQ LK ®E LO FBPQJIBIQP
>KA FRBBPQ MYBKQP LK IL>KP >KA LQEBO AB?Q FKPQBRIBBK

#E>MQBO !|@RKQFKD >KA #>PE &ILX



QEB LQEBBEBKRBP >KAUWBVIBKPBPBOGR?Q@YRB CDJ QEB LMBEQFKD
MQGR LKB FP IBCREBGC>CH 7:;DGI6M:H
DE:G 6I1>C<EG> V DI=:G GK:CJ:H 6C9 :ME:CH:H

4> BP >B QEBKI@MRQR LK QEB %' >KA QEBK PR>@R 4EFP
FK@IRABP >BABGI PQOB >KA IL® Q>U MEBKQP QBE>> ?RPFKBPP
FP L?IF® QL M¥ 4EFP ?0FKDP RP QL LRO I>P@R&B LC
MQGRQ>?R¥_C:l EGD>

C: EGDA .VI6M:H

)C > ?RPFKBPP ALBP KM\QLRE) AFSFABKAP QEBM®EK) ?BDJIBP
>K >AAQFLK QLBQ@>FKB B>OKFKDP 4EB.GJ>Q IC QEB HK®
PQEBJBIQ FP PRJJ>OBAV?BILT 4EB FK@B PQXBJBKQ FP QEBE3
QER JLPQ FKAFSFAR>IP IIQ ) ABBOJFKB QEB BRRP C ?RPFKBPP
LMBEQFLKP

.=:# C8DB: - I61:B:C |

8B: CI.GEG>H:HE&DB:- I6I:IB:.C | Q .=DJH6C9H
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3>IBP
#/'3

'O LPP LMBQFKD
MQGR

3BIIFKD >KA DBKBO
>AJFKFPOOMS
BUMBKPBP

$BMB@RIFLK

/QEBO KB
FK@&B BUMBKPBP

%")4

)KQBBPQ FK@B
)KQBBPQ BMBKPB
0BQ>U FK@B
)K@JIB Q>BP

. BQ FK@B
$FSFABKAP

IAAFQFLK QL
@BQ>FKBB>OKFKDP

The Cash-Flow Statement

Customer satisfaction, employee satisfaction and cash
flow the thr ee most important indicator s for
business.&ck Welch, @ Healthy Company? OBusiness
Week, May 3, 2006.

Jack Welch
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4EB QERO@JMLKBKQ IC EK>K@F> ©83BIQP FP QBBH=: AD
HIB:B:C | 4EB® >B QL Q/MBP C @PE QLT PQ®BJIBIQP_LKB
BU>JFKBP @PE TP @O > F8K MBOFLA EFPQLEA@QEB LQEBO FP >
MQGBDFLKC CRER@PE C.TP 4EB=>HIDG>8 86HAD HI6I:B:C | FP
PFJFI>0 QL QEBLBR@QQBJIBKQ FK Q&8 ILLHPQ @PE FKCTP >KA
@PE LRQTP @O > ?RPFKBPP AROFKD@FBABMBOFLACLQFJB B
QEB FK@ PQBJBKQ QEBPB MBOFIRA\REIB>® ?B QEBFE® \B>O
QEBRP® NR>QBQO > JLKQE 4EB6H=; AD EGD?:8I>DCIRQOBIBKQ
>@MBJIMQP QL FABK@PE TP FIQL > BOJ >KA &E QTP COJ >
G-0J CO PLJB CRQROIBOFLA 4EFRGEDFLK FRIBEIBIV FIMLQ>KQ
?B@RPB @ J>V FABRRC CRQRCPR?MBOFLAP FK TEF@EO3 EP
MQAR@FKD > KEIFS @PE LT _TEB® @PE LRQICTP BUBBA @PE
FKLTP

&QJ QEB PQ>KAMLBKIC > PJ>Il ?RPFKBPPTKBO @PE QLT
PQOBJBIQP MSFAB FKRERDFRL TEBB @PE TP >@ @JFKD >KA
DLFKD 4EB ®E OLT MQGEDFLKP RUBJIBKQ J>V ?B QEB JLPQ
FIML@>IQ @MLKBKQ IC >l QEFK>K@F> @BIBIQP QP FIML@-K®
PQBJP CO QEB C>@ QEY QEBIT L C @PE FRL > BOJ J>V KLQ ?B
PVK@ERF®A TRQE GP @E LRQICTP 3ELRIA QEBO?B > PFDHREKQ
JFPJ> Q@E TE @E LRQCTP ?BFKD PFDRERQV EFEBO QE>K-BE
FKLTP > ?RPFKBPP ¥ ?B FK BSQ ARE@RIQTROE BPM@ED QL
JB BQFKDQP @REBQ L?IFIDFLKP PR@E >R@MP M¥FKD PRMMIFBOP
>KA JBBQFKD PER@BOJ @EMLOP P B TFIl PB @PE QLT
MQGEDFLK PQBJBIQP EBNRF® PEBCI CM®B@PQP 4EBPB B-O
AFP@RRPPBQBO FK QEREPBK

! Q PLJB MLRB J>KV ?RPFKBPPBP TRUVBOFEK@BDOFS @PE
GLT )K C>@ > KBOQAS @PE T FP NRPB @JILK FK PQ>Q RM
LMBOQFLKP >KA EFDQ.TQE ?RPFKBPPBP TEBIEEDFP > MBPFKD
KBBA CO @MB> BMBKAFRBP BGPB@E >KA ABILMIBKQ
BUMBKAJRBP >KA LQEBO PARERT GPE LRQITP /KB @K >IPL
PB QEB E®ROOFKBREX® LC KBOSHS @PE C.TP FK ?RPFKBPPBP
TFQE PEPLK>| P>IBP BDXFS @PE TP @K ?B @B®A ?V PELQ
QBOJ ?LQJFKD (LT BSBO QEFPVE@IB C ?LAJFKD ?0FKDP RFLQ
FIMLQD>IQ FPPRBP &FOR@MB C ?LAdFKD SFPBP QEBHCII AB?Q
IBSBI LC > ?RPFKBPP TEF@EEQFESB >K FIM>@ LK QEB GRBPQ
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OQB LK QEB AB?Q@RA TEBK > KBDOFS @PE T BUFPQPQEBO
?B@RPB IC >K RKCBPBK BJFDBR@.O ?BRPB > ?RPFKBPKBO E>P
C>FIBQL MOIBOY @KAR@ > &PE LT MQGREDFLK >K¥PFP > IBKABO
JFDEQ ILLH © > ?RPFKBPP FKRKGFED J>KKBO TEF@E I@IA ESB
ILKD QBOJ @PBVRBK@P 0O > ?RPFKBPP

| @®CRI B>JFK:QFLK C QEB>@E QLT PQOBJIBKQ GRIA FIIRPSUB
> MLFR QEY E>P 7BK JBKQFLKS PBBG| QFJBP FK QEFP ?LLH BEBO
@K ?B > PFDHREKQ ARBBK@ ?BJ BBK MLRPFAS @PE T >KA
MQGR K ILLHFKD@ QEB AKIB PQ:)BJBKQ LKB IGRIA EKA > MLPFS
KBQ FK@B MQO.GQ >KA QEBKB>JFKB QEB>EE LT PQOBJIBKQ >KA
AFP@BO QE» > ?RPFKBPP E>P > FREIKF&BDOMAS GPE LT 4EB
@PE QLT PQ®BJIBIQ PMBF@EIV J>MP LRQ TEEBD@PE FPIOFKD
FIQL > EOJ >KA TEBB B LTP LRQ ! MOVB® ABBILMB @PE
QLT PQ®BJBKQ TFIl PEL FC > ?RPFKBPP TFIl ?B DEREKD BKLED
@PE QLI®QFKRB LMEFLKP TEBEBGQFE>P PER@FBKEPE 0O KB
FISBPQJIBIQP >KA TEBEBOQFEK M¥ PP L?IFRFLKP P BEFLRRI
PQOB J>KV LC QEB RKEWRSRB TFIl ILLH PFKDRI¥CQ MAIQP TEFIB
QELPB TEL ESB DB>QBOWBVIBQFPB FK ?RPFKBPP TENBI?BIFEB QEQ
@PE FP HFKD

IP > T>V LC SFPR>IDAbK QEB-RE GLT PQOBJIBIQ ?BOP PLJIB
PFJFI>QF QL QEB ?>KH PB3BIKQ YR J>V B@FB >Q QEB BKACL
QEB JLKQE ! ?>KH P@BJBKQ PELP QEB ?BEKKFKD>@E ?>I>KB
ABMLRPP@PE FKCTP >KA @E®HPLR E>SB TOEDBK@PE LRQICTP
@O QEY JLKQE (LMBCRM VLR ESB > MLRPHS @PE @T_@PE
FKLTP >@ DB>QBO QE>KR& LRQICTP_>KA LR E>SB KLQ ?LRKER
>KV @E®HP SKIBHQEB ?>KH RUBYBKQ QEB>@E GLT PQOBJIBKQ
FP 20BK FRL QBB J>GLO @BDLOFBP LMBRQKPFR>K@FKD >KA
FISBPQFKD #>PE.T CQJ LMBO-QFLKPB-JFKBP QEB>RE FHCTP
COU >l OBSBKRBP MIRP @BBPQ >KA AFSFABKA/JEKQP CO
FISBPQJBIQP EBIAV? > ?RPFKBPP REBK FABRBP QEBRE LRQICTP
@O M¥FKD PRMMIFBOP BBBR QRBP >KA LQEBQMEBKPBP #>PE
QLT CQJ FKSBPQFKOUBJFKBP QEB FIMP@ PBIIFKD LONRBOFKD
@RGBQ >KA ERA >PPBP #>PEICT CQJ CFK>K@FKDBFKBP QEB
FIM>@ LK QEB>@E MLRFFLK CDQEB @E>KDBP FK QEB KRJ?80 L
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PE>BP >KA @E>KDBP FK QEBQPEK® ILKD QBOJ AB?Q MIRK C >
d&0J

#>PE FKICTP COJ LMBO-QFKD Q@SFBFRLEPFPQLQER ML TFKD

#>PE ABOBS CDJ QEB P>IB C DLLAP LO PERBP

#>PE ABOBS CDJ >@@RKQP BEBFS?IB

IK V @PE ABOBS CDJ FKQBBPQ LO AFSFABKAP

IK V LQEBO>@E ABOBS QE® FP KLQ FABRR TFQE EK>K@FKD LO
FISBPQJBIQP

O O o o

4EB @PE LRQICTP COJ LMBOQFKD S@8FBRLEPFPQLQER ML TFKD

d #>PE LRQMP DO DLLAP ME>PBFK QEB B¥QFLK C DLLAP >KA
PBOF@P

d #>PE LRQMP DO M¥JBKQ QL PRMMIFBOP

d #>PE LRQMP QL BIMIBBP

d #>PE M>FA.O Q&P LO R}BBPQ M>FA QBAGI. OP

&FK>K@FHIRRPBP LK QEFP@C TP >PPL@EB TFQE AB?Q LOIBEY
3LJB L C QEB@E FHCTP >PPL@BB TRQE EK>K@ FKDQR@FBRLEPFPQ
LC QERMLTFKD

d #>PE QEB P>IB C > @M>KVR PQL@H
d #>PE G@FBA CJ ?LOCLTFKD AB?Q

#>PE LRQCTP >PPL@BB. TRQE EK>K@FKIDK@FPQLQER L TFKD
d #>PE LRQMP QLEMY MOFK@FM>I LK ILKD >KA®EBDJ AB?Q
d #>PE LRQMP QLEMR@E>PB BGOBA PQL@HP
d #>PE LRQMP QL MACO AFSFABKAP LRBBOL@LK LO

MBBOBA PQL@H

4EB QERO@QBDLYD FP EBPQFKD 4EB PI@P IC GPE @.T CQJ
FISBPQFKD QERIFBRLE@PFPQCLQER ML TFKD

d #>PE B@FBA CDJ QEB P>IB C >PR@P

X#E>MQBO !|@RKQFKD >KA #>PE &IL



d #>PE G@FBA CDJ QEB P>IB C BIREY FIEBPQJBIQP
d #>PE B@FBA COJ @LIIB@FLKP LK > AB?Q FKPQORIBK

#>PE LRQCTP >PPL@BB TRQE F8BPQFKD QERIFBPLEPFPQCLQEB
QIILTFKD

d #>PE LRQMP QL S@RF®> AB?Q FKPQORQEK >KLQEBO ?RPFKBPP
d #>PE M¥JBKQP QL ARENREY FIQBBPQ FK LQEBO ?RPFKBPPBP
d #>PE LRQMP QL MREE>PB > MER@AS>PPB

| P@EBJ>QF@CLQEB>@E GLT PQOBJIBKJA QB >B>P IC >KNPFP FP

MBPBIQR FK QEB Q>?IB 7BIL
6H= AR G6@9DLC
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#>PE OLT MQ.GBDFLK PQBJBIQP >®>?LRQ QEB BB CRER@PE
GLTP TEF@E JBKP QBB BNRF® CB@PQP 4EFP>REIOBP KX
JRIQFMIBLBB@PQP_P>IBPB@PQPLEB@PQP T BMBKPBFALB@PQP
CO KEBPP>OFKBPQJIBIQP >KALB@PQPLO > ?RPFKBPREK>K@FKD
@BNRABIBKQP 4EB FIMIQDKBLC BCB@PQR.O MI>KKFKD FP AFP@RPPB
FK#E>MQBO

4EB JLPQ @JLK >MMOL>@E I©® @PE QLT CLB@PQFKD FK PJ>I|
?RPFKBPPBPBK@BOP LK MEBDFLKP @ @PE O@FMQP >KA
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AFP?ROPBJRBI’ 4EBPB MEBRFLKP BA@BK ?>AB LK B@KQ M>PQ
A>Q> 7B TFIl ABJLKPQ®QB_PELQV_QEFP >MM@E QERLE >K
BUQBKPE&J>IMIB 4EFP >MMRE FP DBKBO IFJRRBR QL PELD® >KA
JFAQBOJ ICB@PQP FB GE®@L DBIB JLK QEP 4EB® >® LQEBO
>MMIC-@EBP QI>REE CLT A.B@PQFKD EBSBO DF8K QEBRBIQMS
@JIMIBUEY LC QEBPB >MM@EBP Q¥B®B LOQBK RABLKN 2V [>0BO
>KA JLOB PLMEFPQBB?RPFKBPPBP 4EBPB LQEBO>WIEEP FK@IRAB
QEB >AGRRQRR) FK@B JB QELA QEB M@.OJ> ?>I>K@ PEBQ
JB QELA >KA QEB@@R>BEBOP>| JRELA

4EB @K@MQC @PE LT MQGBRFLK CB@PQFKDIQ?B FIIRPSIR
?V RPFKD >KUBJMIB !IBU - @BII>K ORKP 3@ 3BSB 3BCSF&P_>
?RPFKBPP @EBM>FOP >KA 8BEBP P PBEB F@& @B J J>@EFKBP
( FP @IFBR FK@IRAB E&®J M>OLOP BPLQP >KA LR@B @ J>IIP
IIBU FP >LOJBO BKBKBO >KA PLIBE>Q JBQELAR®FK ABBILMFKD
EFP @@RIFLKPLC CRQRORADBP B TFIl ?B LMBQFKD LK QEB
>PPRIMQFLK @EEFP ?RPFKBPP TFIlI ?EQB&JEL EFP @BKIDIL@EIB
IBU E>PITILT BA QEB P>JB MBRBOKLO DB@PQFKD-RE @ TP @O
VB>OP &FOPQ EBHBOP QIQHBO ICKEFP B@ AP EFP JLIQEV >KA
>KKR>| P>IBR.G QEB I>PEEBC\B>OP TEF@EB-MOSFARB FK QEB Q>?IB
?BILT
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@0 QEB I>PQRO [C QEF-® \B>OP P >K B>JMIB
DQTQE 6QB P>IBP  f P>IBP P>IBP
f
MB@BKQ
IIQELRIE QEB SBGDB IC QEBLRO >KKR>l DDQE GQBP FP
MB@BKQ QEB >KKR>I DOQE GQBP BB MBO@KQ FK
MB@BKQ FK MBO @KQ FK >KA  MBO@KQ FK
QERP BSFKD >KSBODB IC  MB@BKQ !IB U ?BIFEBP QEY QEB I>PQ
QL VB>OP BB RKRPRMIDLLA >KA QEBDDE 6QBIA T LRIA
?B PIFEQV ILTBO © > SQB C  MB@BKQ 4EFP>QB C DIOTQE TLRIA
JB >K QEQ EFP BPQBBI® P>IBP FK  TLRIA 7B TEF@E
@JBP CQJ QEB CIILTFKD
>KKR>l P>IBP >KKR>l P>IBP  Z  DOLTQE 6QB
z
( B HKTP COJ B UMBOFEKX@ES EFP P>IBFBIRGB PEPLK>| >P
FIRPOQB ?BILT !IBU ?BIFEBP QE® QEBOFP > EEDABDEB LC
@KPFPQBK@K QEFP>PBK>I&/ LC P>IBP >(@® QEBB¥OP 3L EB
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IIBU T>P >?IB QL BPQEE P>IBR@ »*KR>®  FK QEB CIILTFKD
J>KKBO ?E@RPB !IBJ T>P RPFKD BMSPEBQ POY >® QEB JLIQEV
>SBODBP BB @IJMRQRB LRQ QL JLB QE>K TQ. AB@FJ> MIE®
4EFP BMI>FKP TE QEB 3@@RIOFLKP BKLQ B>@ P FK QEB-RB
LC »KR>U QEB >@R>| JLKQEV MB@KQ>DB FP @ILPBO QL
MB@BKQ TEF@E MSFABP QEB JIQEV CB@PQC

*>KR>W  P>BP >KKR>l P>IBP  Z *>KR>U MB@KQ>DB

Z MBO @KQ

5PFKD QEB P>JB >MM@E EB TP >?IB QL LGVRQB GB@PQ8
P>IBP L@ &B?0RYO>KA ->O@E # J>FKQ>FK P>IBP UBLGBOP EFP
@RPQLJIBOP >QBEBO DBHIRP @2R MLIMG B >PHP QEBJ QL WI>
MB@BKQ IC QEB ?FIl FK QEBQEKFK TEF@E QEBHFP ALKB >KLQEBO

MBO@KQ IC QEB ?FIl FK QEBRTEKD JLKQE >KA QEBI>FKFKD
MB@BKQ IC QEB ?FT QJILK QEP gBO QER.GH E>P ?BK @IMIBQR
&LO !IBJ QL MGED @PE FKCTP @O »KR>W EB TLRIA KEBA QL
@KPFABO P>IBPLIC@EB QL MOFLO JLBEP$B@J?BO >KA
. LSBJ?BO ( FP MOGEDB @PE FKCTP @O *»KR>U TLRIA 7B
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ABQBOJFKB>P OILTP 4EBPB @@RIQFLKP BB ?BBK @QRKAB\ QL
QEB KBBPQ ALII>O

. LSBJ?BO P>IBP $B  @J?BO P>IBP
*>KR>U  P>IBP @>PE FKHCT CQJ . LSBJ?BO  P>IBP

Z MBQ@BKQ @ >PE FHLCT CQJ $B @J?BO

P>IBP Z MBO@KQ @ >PE FHLCT CQJ * >KR>W@

P>IBP Z MBO @KQ QLQ>l @ >PE FKLCTP COJ
LMBGQFLKP PRJC @PE FHCTP @O QBB JLK QEP

1IBU QEBK BPQRBP EFBRE LRQICTP CQJ LMBC-QFLKP ROM>PQ
BUMBOFBK @B HKIP QE® QEB MBE&>PBFCLM>QP >KA JBOF>IP ORK
>MMIQJFJ>QBY  MBO@BKQ IC QEB ALII>GIBB IC EFP P>IBRLTBSBO
?B@RPB IC ABI¥P FK NRFOFKD RIPCG-KA JQBOF>IP EB JRPARO
QEBJ FK >8K@ (B E>P QL pF@RB>TE® P>IBP ORIA ?B QEB
QIILTFKD JLKQE >KA E>P QL MB>@MR@E>PB XABO MBDF@EDQR LK
QER SIRB &RQEBO MBO@KQ IC QE> ALII>O>8RB FP FK QEXLKQE
>KA QEBBJ>FKFKD MB@KQ FP FK QEBLCFKD JLKQE 4EFP>®
7B FIIRPSQR CO *KR>U 4 L ABQBOJFKB QEB I@ESPBRCLM>QP
>KA J>QBOF>IP BKR>W EB ?BIFKP TQE EFR.B@PQLO P>IBP FK
&B?0RX0D

&B?0RXO  P>IBP M>@P >KA JQBOF>IP MROPBP FK
*>KR>U MBO @KQ IC &B?0OR¥O P>IBP MBO @KQ Z

(B FP L?IFQRB QL M¥ MBO@KQ IC QEFP >JLRKFK>KR>®
>KA QEBBI>FKFKD MB@KQ FK &B?0R>0 4EFP >IPL JB >KP
QE® EFP>@E LRQWFK3KR>U  JRPQ FK@IRAB > M3IBKQ 0O
MB@BKQ IC $B3BI?BOR MR@E>PBP

M>QP >KA JOBOF>IP MFESPBP FK @B?BO MBO @KQ
LC 3KR>¥ P>BP MBO @KQ Z M>0 QP >KA
J> QBOF>IPR& LRQW FK *KR>U MBO @KQ IC MR@E>PBP
*>KR>@ MBO @KQ IC MR@E>PBP $BJ?BO  M>0 QP >KA
J> QBOF>IPR& LRQW FK 3KR>® MBO@KQ Z
MB@BKQ Z

)K >AABFLK QL MRE>PFKD I@RO-KA JOBOF>IP UEE>P QLLEPFABO
EFP LMBQFLK>IBMBKPBP TEF@E FK@IRBBPT MAQII Q>BP ICF®
PRMMIFBBM>FOP SB@MFPFKD >KAMBKPBMBEQR QL RQLIL?FIBP
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MELKB ?FIIP BEQ RQEFBP UBIBKPBP >PPIG@FTRQE >@RKQFKD
PBOFEP >KA QBP 4EBPB BIOBJFBA FK QEB Q>?IB 7BIIAAFKD FK
QEBPBWBVIBKPBP ?0FKDP EFP QPE+IR@CT
&LO *KR>@  EB E>P KL @>PE FKCTP LO @PE LRQITP TFQE
@BPMED QL BEBO SBPQJIBIQ >@FSFBP LOKSK@FKDQREIFBP 4EFP
JB>KP QEY EFP QLQ>PB® CT CLO *KR>®¥ O BMBPBIQP QEB
AFGBK® ?BI BBK @PE FKCTP >KA LRQCTP @O LMBEDFLK>I
>@FSFBP RP &PE @T CLO »*KR>® T >P > MLRFS SIRB IC
"B @RPB EB BKAB$B@J?BO TF QE > @PE MLRFLK C
QEB >ARFFLKC QEFP ?0FKDP EFP>@E MLRFFLKQ QEB BKA
LC*KR>® QL (  FP?>KH TPE TEF@E EB E>P >K LMBK IFKB
LC @AK) BNRABP QEY EB J>FR>FK > JFKFJRJC  FK EFP @PE
>@)RKQ B@E JLKQE 3ELRIA !IB) AQM ?BIT QEFP >JLRR EFP ?>KH
TFII IBKA EFJ_RQLJI>QF@V_RM QL
)Q FP RPBCRI Q:JBKB QEBBBQ C EFP MGBDFLKP &B?0R>0
QIILTP JR@E >P*KR>U !B U T>P >?IB QL MSR@ > MLRPHS
KBQ @PE T FK &B?0R¥QC TEF@E 2®CEQ EFP BKAFKIP®
MLPGFLK® QEB BKACL&B?0R¥O QL
5KIFHB QEB LQEBO JQEPC  !IB U MI>KKB LK MOAR@FKD- /&
GLTP TFQE BPME) QL BRPQJBIQ >Q@FSFBP FK -@E (B
MI>KKB LK PBIIFKD >K >RPBL > COFBKA >KAFR@RN> > MLRGFS
@PE @TLC COLJ QEFP P>IB B >IPL MI>KKB LK MR@E>PFKD
> RPB SK FK ->G@E  >KA BPQFJOR QES® QEB MBF@RIA ?B
( FP RBBRFLK P QL MACO QEB>X COJ EFP @PE >@RKQ
>KA KLQ QBH.RQ >® IL>K (FP @E LRQICTP €O ->0@E T B®
> KBDOMS 7F QE QEB ?>KH@NRFABIBKQ IC J>FKQ>FKFKD >
JFKFJRJ 2>1>K@ B QEFP JKQ QE} !lBU >@FRB QEB
>RQLIQF@ ?UTEKD LMQFLKLECEFP ?>KH QL QEB >JLRKIC
)Q BNRFABA PLJB B@@ LK !IBUR M>Q QL ?RFIA QEBPEALT
PMB>APEBQ ?RQQFBK>?IB EFJ QL B>JFKB SOFLRP LMQFLKP PR@E
>P QEB FIMSAC AEEDOFKD QEB@REPBA QEB>8 RIQFI -3
IIQELRILE >KV @PE QLT PMB>APEBQ FP ABMBKABKK QEB @&IRED
LC OB@PQPQFFP > JBE>KFPJ\? TEF@E > PJ>Il ?2RPFKBAKRBO
@K BJ>JFKB SOFLRP BI@&OFLP >KA@BOJFKB QEB MLPPF?IB IM>@
QELPB B&>OFLP LK EFP LO ElB®Lll @PE C.T
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Key Takeaways

d 4L QORIRKABOPQ>KATEL BIl > ?RPFKBPP FP ALBKIREEP >K
>?FI&/ QL RKABOPQ>KA GEBKI@F> PBIBIQP C QEB ?RPFKBPP
d 4EB ?>I>K®@ PEBQ PELP TE>Q > ?RPFKBPPKP >KA TE>Q

@I>FJIP LK QEB ?RPFKBPP

d 4EB FK@B PQX¥BJBK) PELP ELT MQ.GQ>?IB > ?RPFKBPP FP >KA
FABRFBP QERJBIBKPBROLQEB ?RPFKBPP

d #>PE QLT FP QEB BTLLA LC > ?RPFKBPERIBEQFLK

d #>PE QLT MQGBRFLKP BGR>11C0 >K/ ?RPFKBPP

Financial Ratio Analysis

One can say that figur es lie. But figures, when used in

financial ar guments, seem to have the bad habit of expr essing
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a small part of the truth f orcibly, and neglecting the other, as
do some people we know &@®A 3@HE BA

7 B MBSFLRM AFP@RPAPREB AEBK@P ?EY BBK J>K>DBOF>|
>@RKQFKD >KAFKGK@F>I @B8KQFKD ->K>DBOF>I @RKQFKD
C@RPBP LK MBFAFKD ERG>QFLK QB>FP RPBCRD @QEB J>K>DBOP
LC > B0J &FK>K@F>@RBQFKD MEFABP RIGD>QFLK QL GRBPQSB
BUQBOK>| LKPQ@PRBK@FBP "LQE RPR.OBKQFLK AB®AS COJ
EK>K@F>l @BIBKQP 4EBPB KRJ?BOP THRSBO J>V KLQ MGFAB
> PFKDRI>O FIEPFBGL QEBIBCGII BAKLIF@ BB@MKBPP C >K
M>QF@RI>0 ?RPFKBPP 4EBPB KRJ?BOP JRP@ABEIIPI@B 00J
LC @QRIQ P >K B>JMIB PRMMLPRF/ >® QLIA QE»> MIF@RI>0O
?RPFKBPP>BKB  JFIIFLK T LGRE IC MGR) [>PQBYO /? SFLRR®I
B>OKFKD > JFIIFLK M@G) FP TBBO QE>K > JFIIFLKU@) >KA
@@>FKI?BMBO QE>K > JFIIFLK ILPRTBSBOVLR >® PQFII IBCRE
QEB NRBPQFIKRBI>@V ELT DLLA QES® JFIIFLK MOGR FP 1QBO >II
FCDMR TB® QLIA QEX7>1J>0Q J>AB LKV  JFIIFLK MQ.GR) I>PCBYO
VLR TLRIA IFBV ?B @K@OKRB TFQE BPMED QL QEB J>K>DBJBK
@M>?FF >KA MBOGQJ>K@ LC 7>1J>0Q ->HFKD LKI  JFIIFLK
MQGR LK BSBKRBP FKEBPP C  ?FIIFLK T LQQE IC P>IBPIORIA KLQ
?B >Q >I| FIMEPPHES ( LT BSBOFCIMR TB® QLIA QE>> JLJ >KA MLM
DQ@W PQIBJI>AB  JFIIFLK MQ.GR I>PQBYO ?>PB LK  JFIIFLK
LC P>IBPLR TLRIA ?B >J>VBA >Q Q> JLJ >KA MLM PQL® >KA ELIA
QEBJ FK I@GXPFABOIB BP@8 CLO QEBFO J>K>DBJBKEM>?F(¥

/KB T >V LC MRIFKDFR>K@F>I @> FEL > @M>C-QF% @KQBRIQ
FP HKIK >P EK>K@F=QFL >K¥PFP &(D> CFK>K@F>l @BKQFKD
PQ>KAMLEK 6QFL >K¥PFP BK>?IBPUBBOK>I LIGPQPRBK@FBP QL
BS>IR>QB QEB MBOLK@ LC > BOJ TRE BPMED QL LQEBBOJP
FK QE} MXQF@RI>O FKARPMEBP FP PLIBFIJBP EBOBA QL >P
@QIM>CQRS OQFL >K¥PFP &O > J>K>DBOF>lI >@RKQFKD

H@@RKQFKD 1RLQBRPCFK>K® >@BPPRB &B?0RX0
T TT NEK>KB@J CFK>KB>KA ?RPFKBPP
NRLQBP@@RKQFKD
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PQ>KAMLBKEQFL >K¥PFP>® >PPFPQ > J>K>DBJBIKQH QL FABRRC
>B®>P QB JFIEQ ?B C @K@OK 4EB J>K>DBJBIQ QR @>K Q9@H QEB
MBQOJ>K@ LK QEBPB-QFLP >I@"®@ QFJB QL @BOJFKB TEREBO QEB
FKAE@LOP BAFIMOSFKD LO MBFKFKD 4EFPEH®OBA QL >P BRA
O-QFL >K¥PFP 4EBCG-B IRB&IV PEMBP IC EK>K@FSIQFLP QE>EK
?B @I@RIR QL B>IR>QB >0 MBQOJ>K@

&FK>K@F=IQBLP >® ?B DORMB\ FIQL EB @QBDLOFBR>FJI>dN
&I>DH;>C6C8>6A AG®b6<: G6I>DH6HH:I B6C6<:B:C | DG :;;>8>:C8N
&I>DH>KAB6G@I K 6AJ: G5I>DH"B @RPB J>KV PJ>Il ?RPFKBPPBmB>0
KLQ MR?IR@HEBIA >KA ESB KL MR?IF@DQABA PQL@H J+BQ &QFLP
MIV KL @QIB FK >KXWFKD > PJ>FC¥ MBQOJ>K@ 4EFP R&FLK TFII
@SFB PLIB L C QEB JLPQ@LKI V RPB GQFLP F@E &@BDLD

,FNRFA¥ OQFLP MSEFAB FKEEDFRL > BO¥ >?F® QL JBBQ BP
PEL@ QBOJ AB?Q L?IEIELKPQ) AT P FKBOJ>QFLK CD> ?RPFKBPPa
@RBGEQ >PREP >KA @BRQ IF>?RIFBP QE>B CRKA LK QEB ?>I>R@
PEBQ 4EB JLPQI@JLKI V RPB IFNRFAFGQFL FP QEB BRIDEDFL
DF8K o QEBLOJRI>

8JGAC I 6HH:IH 8JGGCI A>67>kxH

4EB KLOJ>I ORIB € QERJ? FP QEXEB @BRKD ESQFL PELRIA ?B
DB>QBO QE>K LKB H&03d EP QBO-FK PLEBKQ 4EB DE®QBO QEPRKL
FP >?BB LKB QEB BSRBOJP >?RFQL JBBQ PELQQBOJ L?IFQFLKP
IP TFQE >l @QFLP XKS-IRB KBAP QL ?B MIB®@FK @XQBIQ 4EFP FP
L@QBK ALKB\? ILLHFKD@ PQ>KA&O-QFL8GRBPI® QEB P>JB FKARPQO
4EBPB SQFLP BOMOSFAR ?V $RK >KA "G-AP@EBQ QEBPB®@>>B>IPL
>S>FI>?1B LK B?POBP PR@E RVPQP (@

IKLQEBO ¥D)FL RPBQL B>IRXQB > ?RPFKBPRPEFE QL JBBQ GP
PEL@Q QBOJ AB?Q L?IFIFLKP FP QEB NRK@H SIPL HAK >P QEB
>@FA QBRQ FP > JLB® PQOFKOBBOPFLKA. QEB @BRD QFL QB>
MADKFBP QEY FBBKQLY FP QEB>IBQ IFNRFE bl @REMQ >PREP
I CFOJ JFIEQ EKA ® FIMLPPF?IB QL FRB®BY QeKPBO QEB ALII>O
S>IRB IC FEBKQLY FIQL @PE QL JBQ PELQQBOJ L?IFQ@FLKP 4ERP
QEB NRF@QEL FK ®@) SIRBP QEB$BKQLY ALII>O SRB ¥) BQ
4EB NRF@KMQFL FFFBK 2V QEBLOLTFKD DOJRI>

8JGCAC I 6HH:IHV >&:CIDAN 8JGGCI| A>67>k>H
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5PFKD QEB @> MGFAB FK QEB ?>I>R@PEBQ D '@JB
%KQBOMOFPEP@K @IMRQB QEB @BKIDSQFL >KA QEB NRE@HALO
&>FJ>9N 6 I>D ,:HIAH

1@JB® @RBKY
O-QFL

YKARPQ@® @RBKD
OQFL

|@JB& NRF@HIPL

)KARPQ® NRF@H
OQFL

/KB PELRIA FJJB AF9BY KLQMADE® QEFP ?RPFKBPPORVBL ?B FK
PBOFLRFLRE@IB . LKB LC QEB @BRIDEQFLP BO-?LB LC SIRB IC
TEF@E FKAR®P QB>QEB ?RPFKBRIRIR ?B RK>?IB QL JBQ PELQ
QBOJ L?IFM¥FLKP QQFF GSRLOP PELRIA QEBSB QL 7B M>FA @48
@RGBQ SQFLP BOPBILT QEB FKARR@OSBODB SIRBP EL BSBOR)
PELRIA ?B KL@BQE® QEB FKARFRDSIRBP S®NREB @ILPB QL LKB
&RQEBOQEB @REMQ GQFL SRBP IO !@JB >KA QEB FKARPQ®
AB@IFKFKD ?RQ !@J88 ABDIFKFKD RBRPFDREBQV 4EFP FKAREBP
QEB FK>K@P#IMB@OFLRP MIJFEK C QEBFOJ FP DDFKD PQBFV
TLOPB 4EB NRF@QRD PHP >K BSBK AFBD RFROFLK PELRIA QEB
@0J KLQ ?B >?IB QL PBLCIEP FBKQLY >Q J>GBQ SIRB !@JBP
NRF@HQ@FL :SRBP >® TBIl ?BILT QEB FKARR@O:SBGDB 7RQELRQ
QEBPBIQ C-QFLP > NRF@H MBORRHR QLQ>| BRIDEPREP C !@JB
%KQBOMOFPEIRIR BPRIQ FK > C>IPB BRPBLK QE>QEBFOJ FP
DQTFKD FK > EBQE C>PEFLK >KA @RQGPREP S®OFPFKD

&FK>K@F>BB®DB 6QFLP MSFAB FKQJ>QFLK LK >FORP >?F®
QL JBBQ P QLQ>l >KA ILKD QBOJ AB?Q ICHEEP Q) ASTP LK
FKODJ>QFLK CIPLQE QEB ?>I>KEPEBQ >KA QEB RKBPQXBJIBIQ
4EB EOPQCLQEBPB-Q@FLP_QEB AB?@R._FIIRPQBP QEBJBB& QL
TEF@E > ?RPFKBPFRPBP B EK>K@\ TFOE AB?Q 4ER@IRI> CO
QEB AB?QQFL FP SRICTP

IDIBA 9:71 IDI6A 6HH:IH
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| S>ORIFLK LK QEB AB2RL FP QEREL C AB?Q QL QEB QLQ>I
LTKBOR BVREY QEB AB?Q QINRE/ GQFL!P TFQE QEB LQEBQRP
LKB @KKLQ QBED > PMBF® ABBR® SIRB 0O QEB AB?Q QNBREY/
OQFL -BAF>K SIRBP TFIl 8Y PFDKFEKQV >@®P ARBBKQ
FKARPQOFBP 4HBQLIL?FIB FKARRQUEF@E FP>Q@EBO >®BD>I
FIQBKPBSE>P AB?Q QLNREY OQFLP >MB QL /QEBO FKARPQOFBP
PR@E >P MBOPLK3IMRQBOP J¥ E3SB AB?Q QL RREY GQFLP RKABO

4EB COJRI> CO QEB AB?Q QNBE/ GQFL FP SRICTP

IDIA 9:71 IDI6A D LC:GSH :FJI>IN

/KB @K BEKB QERRYBL ¥ BU>JFKFKD LKIQEB ILKD QBOJ MRELK
LC QLQ>I AB?Q QL QRBORA BVREY #LIM>OFKD QEBPBLQAB?Q QL
BNREY OQFLPABP FKPEQ FRL QEBWE)B® QL TEF@EFROQ FP RPFKD
ILKD QBOJ AB?QB®PRP PER@BOJ AB?Q 4EBADRI> CO QEB ILKD
QBOJ AB?Q QLTKBCR BIREY GQFL FP SRICTP

ADC<:GB 9:7] IDIBAD LC:GS$H :FJ>N

4EB FIQBBPQI@BGDB 6QFL B>JFKBP QEB >ZWIEC > E0J QL I@BO
LO JBBQ QEB GRBPQ WJBKQP QE>>B ARB FK > ABPFQB>MBOFLA
4EB COJRI> CO QEB BBBPQI@BGDB 6QFL FP RICTP

#. IDIBA >CI:G:HI 8=6G<:H

4EB GK>K@F>ISESDB GQFLPLO !@JB >KA GP FKARRQSB
MQSFAR ?BILT )KQBBPQFKD!@JB#® AB?Q QL QLQ>| >RFBDFL E>P
AB@IFKBLSBO QEB I>PQ FBADN &RIEBAQP E)FL E>P BHVP ?BK
ILTBO QE>K QEB FKARPSEDDB FK SBY \B>O 4EFP PQ>KAP FK
@KQSPQ QL QEB IFNRFAGFLP 4EB ?RPFKBREPQ QL BREY GQFL
E>P ABIFKB MB@FRERR LSBO QEB I>PQ PHBIOW >KA FP
PFDKF@KQV ILTBO QE>K QEB FKARPSRIDDBP 4EB P>JB FP QORB
@O QEB ILKD QBOJ AB?Q QNREY GQFLP 4EBPBQFLP 5B ARDIFKB
@O PBBGI B>PLKP 4EB QLQ>| >OPEC QEEFOJ ESB ALR?IB\ LSBO
QEB I>PQ PR3OP >KANREB/ E>P DOK ?V > C>@O C ES TEFIB

b$B?QUNRRY 2>QFt KSBPQLME> >@3PPE $B@8J?BO
T TT FISBPQLME> @ QBOJPS
AB?QRRB/GQFL >PM

X#E>MQBO !@RKQFKD >KA #>PE &IL



QEB ILKD QBOJ AB?Q EHSBKB\ @KPQ>® { TLRIA >MMEO QE»
QEB FDJ E>P ?BK EK>K@FKQPFROQE TRE PELDQBOJ AB?Q >KA
P IK MQGYP (LTBSBOLKB PELRIA KLQB QEQEEB:H >0:G:HI
:6GC:9 GBI>DE>P ABDIFKBAGJ> QRGN C>IIFKD QL >MURISQBY E>IC
QEB 188l LC QEB FKARPGEGDB FK AEFP FKAFGBP QE>QEB
G0J E>P IBPP >ZWIBL JBBQ 6P AB?Q L?IKIELKPK)@KGRK@FLK TPE
QEB BPRIQPCLQEB LQEBQRLP LKBLRIA P¥ QESQ !@JB E>P BIFA
BU@PPESV LK )P PEIGDQBOJ AB?Q >KA PELRIABI@®FLKP QBEROK
QL > EOJBORB>K@FELQFKD

>C6C8>6A &®6<: ,6 [>DH ;HIAH

1@JB® AB?Q QL QLQ>I >BPB
OQFL

YKARPQ® AB?Q QL QLQ>
>PPBP S)FL

1@JB® AB?Q QL BREY OQFL

YKARPQ® AB?Q QL BREY
OQFL

1@JB#® ILKD QBOJ
AB?0Q QL BIRB/ GQFL

)KARPQ@ ILKD QBOJ
AB?0Q QL BIREY OGQFL

1@JB # QFJBP BIBBPQ
B>OKB O-QFL

)KARPQ® QFJBP BIBBPQ
B>OKB GQFL

4EB KBJQ DBMFKD @ 6QFLP FP QERGMO?RF GQFLP %PREKM
QEBPB>QFLP ILLHQ>QEB >JLR® IC MA) QEY FP ?BFKD DBKHED
2V B-@E ALII>OCL P>IBRBSBKRB 2BJBJ?BO COJ QEB BSFB LC
QEB FK@ PQBJIBK) B @K FABRRCQERB AFBBKQ JB>PRBP IC
MQG® DICPP MAER) LMBQFKD ME >KA K8 MAK) %>@E PR LC
MQGR @K ?B BJ>JFKB\ TRQE BPM@) QL QEB ®®>IBPQ> ?RPFKBPP
>KA B@E @& [F8 RP > ABEBKQ FKPEQ FRL QEBIBCII BG-@FBK &

> G0J FK DBKBOFKD MED

#E>MQBO @ RKQFKD >KA #>PE &ILX



4EB GOPQ IM>?R¥ CQFL B>JFKBP EL JR@E DQPP Md®) FP
DBKBERBR ?V B>@E ALII>OQLB8BKRB >KA FRFBK 2/ QEBLOLTFKD
COJRI>

<@HH H3H B6G<>C <@HHHEBA G :K:CJ:

4EB KBJQ B>JFKBP LMBQFKD M@ MBO ALI>@ IP>IBP >KA FP
@I@RBR FK QER I TFKD J>KKBO

DE:@®I>C< EG3 B6G<>C DE:®BI>C<EG> G :K:CJ:

, >PQJ QEB K@ M) J>@FK FP QEB LKB QEP JLPQIRPB QL
BS>IR>QB QEBSBGII MOGQ>?R¥ LC > ?RPFKBPR KPP ABOJFKB>P
QILTP

C:IEGD> B6G<>C C:IEGDX G :K:CJ:

4EB MOGR>?R¥ CGQFLPLO !@JB >KA BP FKARRQSB MOSFAR
?BILT !@JB E>P PBK > PIRED FK@®PB FKQ@P DEP MArQ J>MFK
LSBO QEB I>PQ ABON TEF@E FKAB® >BAR@FLK FK@EBO AKd)
I>?LO LO AB@) J>QBOF>IPRQP '@J®& DOPP MAIR) J>MFK FP PEDQY/
ILT BO>@IOPP QEB PARFUP QE>K QEB FKARPIB>K S*IRBP !@JHP
LMBEGQFKD M@ J>MFKP ABDIFKB M>QF @QRIMOFKED 4EFP
TLRIA FKAB@B FK IEQ IC >K FK&®FKD DPP MAIR) J>@MFK QY
RP LMBQFKD WBABKPBP 8 FK@SPBR\ MOML@QFLKRBY !'@JB#®
LMBEQFKD M®&) J>MFKP E>A MXDFTRE @GP FKARRQRIQFI
4EB JLPQ Q@R?IBPLJB @BPRIQP ¥ ?B QEB KBMQIR) J>MFKP TEF@E
BUMBOFBBA@> LKB QEPOABDIFKBBO QEB I>PQ PBXON !HIQELRD
QEB FKARRAW®E) MA) J>MFKP ABDIFKB QEB E>SB KLQ ALKB
PL XQ QEB P>JB>QB >P QELPBDA@JB 4EBPB EBPRIQP FKABBQE>
1@JB KBBAP QL #@BCRW BSFB FQP LMBQFLK>IUBMBKPBP QE > @B
FIQBRFLK QBER@ QEBJ

*GD>67>AN ,6 I>DH ;HJAH
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|@JB & DOPP MAIX)
J>0ODFK

)KARPQ@® DOPP MQI®)
J>0ODFK

1@JB & LMBERFKD MB)
J>0DFK

YKARPQ® LMBSDFKD
MQGR J>@FK

1@JB ® KB MATQ J>MFK

YKARPQ® KB MAR)
J>ODFK

4EB 1>PQ :@BDLD LC EK>K@FQFLP FP QEB GPPEC>DBJBKQ LO
BOG-@FBK@QFLP 4EBPBQ@FLP BOABPFDWBQL PEL ELT T Bl >
?RPFKBPP FP RPERD>PRIP 4EBPB>QFLP BCBUQBIBIV FIMLQ>K
@O J>K>DBJBKQ QL ABBOJFKBEQP [K BAF@FBK@EB® >B J>KV
AFBBKQ >QFSF LO BE@FBK@QFLP B® TB TFIl BJ>JFKB GRPQ >
@T 4EB P>IBP QL FBKQLY OQFL I@VRQBP QEB KRJ?BQ IALII>OP
LC P>IBP DBKR® ?V B>@E ALII>OCLFE8BKQLY &FOJP QE>>B >?IB
QL DBKBQB EQBO P>IBRIBIB (LO > BSK IEBI LC F8KQLY >B
MB@FBA >P ?BFKD JLB® BG-@FBK 4EFP>QFL FP @BOJFKB >P
CILTP

H6A:H ID ¥CC IDAN HB6A:H >@K:CIDGAN

4EB® >B LQEBO B@FBK@QFLP QELLH © EI T BIl > ?RPFKBPP
FP J>K>FKD @GP FBKQLEY 3LJB ILLH >Q QEB KRJ?BOCLAYP IC
FISBKQLY LK E>KA LQEBOP ILL ©EB KRJ?BOCLQFJBP SKQLU
FP QROXBSBO AROFKD QBBOV'LQE @K ?B RPB QL JB>PRB QEB
LSBOIl BGCF@FBK@ QEB SBKQLY MLIPGLC > BOJ &LO PFIMIB@F
P> QEBPB-QFLP TFIl KLQ 7BSGB BA FK QEFFUQB

4EB P>IBP QLMBA >PPE) 6QFL FP >KLQEBB@EBK@B >PRB QES
ILLHP % QEB KRJ?BOCLALII>OPCLP>IBP DBKR® ?V > ?RPFKBPPa
GBA >PPBP ID>FK LKB FP ILLHRKD>G>DBOSRB QE>K QEB FKARPQO
>SBODB ?EPRPB QEFRRIA FKAB@B QE>> ?RPFKBPP FPEIBIE@FBK
FK RPFKQFRBA >PPBP 4EFPQFL FP @BOJFKB>P CILTP

#E>MQBO !|@RKQFKD >KA #>PE &ILX



H6A:H ID ;>M6HH:IH H6A:H ;>M9 6HH:IH

IKLQEBO @JILKI V RPB BG-@FBK@OQFL FP QEBVR¥FK
@M@BFS?IBP eQFL 4EFP-@FL PHIP QEB SBGDB KRJ?BO C AYP @
Q>BP QLI@B@ >@RKQP BEBFS?IBP 4EB ABPBOQBKA CO QEFP@FL
FP >BAR@FLK FKARE®KD Q> B0J FP ?BFKD M>FABWINRF@HN
P @RPQLJBOP 4BQFIOFP @BOJFKB>P TIILTP

96NH >C:&>K67A:H 688DJAH G8:>K67A: H6A:H =
>C |=: 9:CDB>C6IDG GEG:H:CIH I=: C JB7:G D ; 96 NH >C 6:RG

;:>8>:C8N ,61>DH HJAH

1@JB#® P>IBP QL
FISBKQLY

)KARPQ@ P>IBP QL
FISBKQLY

'@JB® P>IBP QE@A
>PPBP

YKARPQ@® P>IBP QL
GBA >PPBP

1@JB® AVP FK
BBFS?IBP

JKARPQ@® AVP FK
B@FS?IBP

IIJLPQ FJJB AF9BY LKB PELRIA KL@F@BBC! FIQBBPQFKD @B C
S>IRB !|@JBP P>IBP QL ERKQLY GQFLA.O QEB MBOFLA QL

>KA BP A¥P FKBEBFS?IBP 00 QEB P>JB QFJB-I®>CB @KPQ>R
4EFP FP KLQ QORB@EB FKARPGORBP 4EFP JED FKAFGB QE»
I@JB E>P > OFDLRP MLIR@LC QFKDQP MBKQLY IESBI QL P>IBP
FHBTFPB ® TLRIA >MMEO QE» !@JB E>P PLJB IGJ> MLIF@ QL
BUMIF@IFIFKH S@RKQP BEBFS?IB QL P>IBRLIRIB ) KARPQOS*IRBP
€O ?LOQEXQFLPR@ROB >@MPP QEB QFJB PM>KT BEBOR) PELRIA
2B KLQB QE® QEB FKARFR)SYP FKEEBFS?IBP (R@ROB >@PP >
O-QEBO KAOTP>KA |@JB# P>IBP QEBA >PPBP ESB ?BBK AB®IFKFKD
cal QL )K C>@ 6 E>P AGIMB >IJLPQ FK E>IC 4EFP FP
> PFDK QE5@JBP >?F QL J>K>DB@P >PRIP SFP[SFP P>IBP E>P

X#E>MQBO !@RKQFKD >KA #>PE &IL



AB@IFKBPFDKIFEKQY >KA PELRIA ?B > PLEDLC @KPFABQIB TLOW
@O QEB J>K>DBJB® QB

&FK>K@F=QBLP PED >K BJQRIBIV RPBCRI MROMLEB EJ>II
?RPFKBPPTKBOP TEL >B >@BJMQFKD QL FABBQBKAP FK QEBFO
LTK LMBGQFLKP >KA PELT T Bll QEBFO ?RPFEBPRaKA RM >D>FKPQ
RP @MBQELOP !'P PR@HKBOP PELRIA MBOFEAF@SFB QEBFO
GK>K@F>QPLP QLOQB ?BRBO RKABOPQ>KAEKIEB @RBRKIDMLER-LK
LC QEBFEDAP

Key Takeaways

d &FK>K@F>QBLP BK>?IRBBOK>LIGPAFRBK@FBP SIMBQB QEB
MBQOJ>K@ LC > EOJ TIOE BPME) QL LQEEEDGP FK >
M>QF@RI>0 FKARPQO

d 2>QFL >KYPFP>@ EBIM > J>K>DBJBK) QR FABKQRC>@>P QED
JFDEQ ?B IC @K@OK

d 4EB J>K>DBJBKQ Q8 @K Q8@H QEB MEIGK@ LK QEBPB
O-QFLP >@® QFJB QL SBOJFKB TEBEBO QEB FKEE@P B8O
FIMQSFKD LO ABFKFKD

d &FK>K@F>QBLP>® ?B DORMB\ FIQL EB @QBDLOFBP IFNRFAF
O-QFLPFE>K@F>SEB>DB SQFLP >PEB>K>DBJBKQ LO
BG-@FBK@QFLP MER>?R¥ GQFLP >KA JHBQ SIRB SQFLP

#E>MQBO @ RKQFKD >KA #>PE &ILX



10 Chapter 10 - Financial
Manag@ment

The Importane of Financial
Managment in Small
Busines

#E>MQBO !@@RKQFKD >KA #>PE &L AFP@RPPBP QEBF@OF
FIML@>K® LC > PJ>Il ?RPFKBPPTKBO RKABOPQ>KAFKD QEB
CRKA>JBIQ>IP € >@RKQFKD_bQEB I>KDR>DB 2RPFKBPPAEFP
@E>MQBO>BFKBPRK>K@>KA >DRBP QE>QEB PJ>Il ?RPFKBFRRBO
PELRIA >ERA® > ?>PF@ RKABOPQ>KAEKZLIB BV MOFK@FMIBP FK
QEFP AFP@FMIFKB /KB NRBPQFURIEE@B QL PLIBLKBR JFKA
FJJB AFOBY FP >PLOLTP L7 EXQ FP QEB BHEEK@ ?BJ BBK
>@)RKQFKD >KAICKBL IP >K >@ABJF@ AFP@FMIFKBK@?BD>K

FK QEB-BV AR@ABP C QEBI@KQFBE BKQR® 7 B E>SB >IB>AV PBK

QE® >@RKQFKD BO-QBP QEBAI>I PQRW LC EK>KBN JFIIBKKF>

b$FBBK®@ ?BJ BBK |@@RKQFKD >KA &FKBK@
SFABBK@'B @ BBK KB >@PPB &B?0RX0

XH#E>MQBO  &FK>K@F>!
->K>DBJBK Q



9BQ PLJB ESB >DRB\ QE® >@RKQFKD PELRIA ?BBRB>P > PR?FB
LC EK>K® /QEBOP ESB >@RB\ QE® ?LQE @RKQFKD >KAKSK®
PELRIA ?B FBK >P PR?AFP@FMIFEBRKLIF@P LQ PROMOFRFKD
LQEBOP B8 >DRB\ FK (0 IC QEB MOF¥I@ >@RKQFKDC)TB D)
?BVLKA QEFP AB2B B @K PB QE® >@RKQFKD FPSHISBA TRQE
QEB MB®FPEBRILQFKD @ QEBFR>K@F> MYPEK € > EOJ QH®RLE
QEB RK>K@F> ©83BIQP 4EB >@RKQFKD CRIFEK FRUBIEDRB QL
@IIB@ LO>KFBV >KA MBPBIQ EK>K@F>! [FBE-QFLK FK > PVPQBB@
C>PEFLK>C6C8:@K ?B PBK >P bQEB P@BRK@LKBV J>K>DBJIBKQC
>KA @KPFPQRLQEBB J>GLO @ SFBPFK>K@F>1 MI>KKFRR>K@F>
@KQO >KA EK>K@F>I@BPFLK J>HFKD &FK>K@F>! MI>KHPREWEB
QEB >@RFRFFLK C >ARRXB CRKAP QL JSBK QEB LMBELKPQ >
?RPFKBPP >KA J>HFKDBPRE® CRKAP B-GS>FI>?IB TEBK KBABA
#LKQO PEBHP QL >PARQES® >PREP >® ?BFKD BEAFBK RPA
$B@FPFLK J>HFKD FP >PRRB@FE ABBOJFKFKD EIQL >@RF®
CRKAP TEBQL >RFABCRKAP >KA EIQELPB CRKAP PELRIA ?B/ARPB
>KA TREFK QEBK@BIQ C QEB OFPH >PPBRPIBREB bMBIBK QFLKS
AB@FPFLKP P >K >ABIF@ AFP@FMIFRE>K@® E>P DOK
QBJIBKALRPV LSBO QEB I>R®C AB>ABP

-R@E LC QEB [MH MDAR@A AROFKD QEFP MBOFLA MAPPIRPEB
>K BPLQBOF@ VEB@NR>I&/ >KA MGLRKA MES@F@@KPBIRBK @P
/KB LKl V E>P QL ILLHQ>KBPM>MBOP >KA QEB ?RPFKBPP MBOFKD
QEB I>P@ICVB>0P QL BBELT CFK>K@F>I QBB BG-@FBKI>®BQ
EVMLQEBPBRKA GK>K@F>| JLABIPMQFLKP MOF@FKD>QEEPFSKA
>0?06DB JLABIP E>SB MIXBA > ALJFK>KQ OB FK QEBIL?>I
B@KLJ V &L@RKOBY JLPQ PJ>Il ?RPFKBPPBPSB>KL KHBA QL

TTT AFB®K®?BJY BBK KEY?’RPFKBPRFGBBK®
?BQ BBK >@@R.RKQFKD >KARK>K®

b$FBBK@ ?BJ BBK |@@RKQFKD >KA &FKBK@
SFABBK@'B J BBK KE) >@BPPE &B?0RM0

TTT AFGBK®?BJ BBK KE)?>RPFKBPRFABBK®@
?BQ BBK >@@RKQFKD >KARK>KE

#E>MQBO  &FK>K@F>I ->K>DBIBKX



AFB@V FISLISB QEBJPEBP TRE QEBPB >WOFR®>?PQE@FLKP RQ
QEFP ALBP KLQ I8 QE® PJ>Il 2RPFKBPAKBOP AL KLQ KB QL

@K@OK QEBJPEBP TRE CRKA>JBY>| FPPRBE IEK>K@FKD QEBFO
@OoJP

Acquisition of Funds

#>MB>l FP QEBB®OLA LC >l ?RPFKBPPBP BP KEBBA QL PQSO
LMBEQB >KABM>KA > ?RPFKBPP #NIEIBP CQJ PBSBO| PLR@P

BNREY AB?Q FBBOKXIDBKBfQR CRKAP >KAX)B GEARP
-DJG8:H D, 6E>I6A
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%NRW EK>K@FKDFOBP JLKB 7V PBIIFKD >B@>FK PEBQC QEB
LTKBOPEFMCL QEB ?RPFKBRP FRLISBP KL BIMIFQF?IFIRFLK LO
BUMBD®FLK LK QEB I>@ QEB SBPQLOP QL ?BMSFA QEBFO
FISBPQJBIQ 4EB SIRB IC BIREY EK>K@FKD IFBP FK QEBFN>O
LTKBOPEFMILQEB ?RPFKBPP

0BE>MP QEB J>GLO RERT BIRE GK>K@FKIDALPQ PJ>Il PQEO
RM ?RPFKBPPRBE® CQJ MBOPLK>| FSFKDP 4EB QBBdotstrapping
@BOP QL RPFKD MBOPLK>| VCEAFICOFBKAPa JVKBL PQSO>
?RPFKBPRIEB RPB C LKEP LTK JLKB V LO QE3 IC C>JF >KA COFBKAP
FP > PIKD FKAB@LO QB> ?RPFKBPRKBO E>P > PQM @JJF QJBKQ

b&FK>K@FKD>II " RPFKBPARLQBP >@PPR $B@J?BO
T TT PJI>II?RPFKBPPKLQBP @RPFKBPP EK>K@P
CK>K@FKD

#E>MQBO  &FK>K@F>| ->K>DBIBK



QL >KA ?BIFBC FK QEBBHRA. QEB ?RPFKBEP PRPFKBPPH&KEA
QLQ: COJ LKB # MBOPLK>| $BKDP QEXB>KP QEBTKBO LO QEB
LMBGQLO E>P QLQK@D LC QEB ?RPFKBPP

)C > ?RPFKBPP FP RIRBR@P > @OMLEDFLK (FJ>V FPPRB PQL@H
'BKBO>IV @ L J>GLO QMBP C PQL@H \I?B FPPRB@JJILK PQL@H
>KA MBBOBA PQL@HD PELRIA ?B KLOBES FK JLPQ>@BP TKBOP
LC @JLK PQL@H ESB TE>Q >B HKITK >P S QFKD GIP 4EB ESB
> MOML@FLK>ILSB AFB@Y BIXQRB QL QEB KRJ?BOCLPERP QBB
LTK @O JBJ?BOP IC QEB ?LAQ.C ABGEDLOP B®BOBA PQL@H ALBP
KLQ @00 TRE @ SQFKD GKIP ?RQQFE>P >LOJ LC DR3BQBA
AFSFABKA

#LOMLEQFLKP QE>FPPRB PQL@H JRBQI\® TRE PSBG| PQBMP
QL JBBQ ?LQEBBBOI >KA PGB PQRQBP FK@IRAFKDLOEBKD
LRQIFKBP QL FPPRB PQL@HBELIRBSD ABOJFKFKD QEB BISKAE
KRJ?BO LC PEXEP QL ?B FPRRB@BQFKD PQL@BMEEQBP
ABSBILMFKD >B@\ QL B@A >l PQL@HRP>@FLKP >KA JBIFKD
>l BABOI >KA PQRB PBRQFBPBORFEIBKQP 3J>1IBO ?RPFKBPPBP
J>V @ELLPB QL FPPRB PQL@BILLKIELPB TELB® FISLISBA FK QEB
FKBF>| BRPQJBIK) IC QEB ?RPFKBRPPR@E>BBP LKB DBKH® ALBP
KLQ ESB QL BOFPQBO QEBRBFBFBP QE PQB LOBEBG| >DBK@FBP
( LT BSBOLKB J>V ?B GBNRAEA QL Ell LRQ >/l QHEOIP

#E>MQBO 4EB "RPFKBPAXXc AFP@RPPBR. @LR@BP IC EME>I
FISBPQJBIQ BKQRB @MB>IFPQ >KA >KDBSBPRLOP BBQRB
@MB>IFPQPB>Q.LHFKD LO PR?PQSK>| BQROKP LK QEBF@FSKF
FISBPQJBIQ &8 QBK PLIBFJBP SBK @BKY GF8 QFJBP QEBFO

HEB@HIFPRPRFKDB.@H3>K &K @FPEECLKF@IB
>@BPPR $B@J?BO >l ?RPFKBPFLRQB @

EQJI
b(LT QL &LOJ > #LOMLEDFLK 9>ELL 3J>II" RPFKBPP
IA SFPLOMOFI >@ @PPB &B?0RX0
PJ>II ?RPFKBRP-ELL @ >A SFPLBEL T QL A.0J >
@QOMLEDFLK EQJI

X#E>MQBO  &FK>K@F>! ->K>DBJIBK



LOFEK>| FBBPQJBIQ 4ER TFIl ?B ILLHFKR.@ EOJP QE» @K OMFAI
DBKBSDRB PFDREBQ MAEQP LO PFIM@KD DIOTQE FK P>IBP !KDBI
FISBPQLOP J# 7B JLOB >MO@B QL QEBFOQBEPQ FK QEB PJ>lI
?RPFKBPFRLIGBMQ QE>K FB>MFKD PFIN@KD) BQROKP 4EFP FP KLQ
QL P¥ QE® QBB >B KLQ REBBPQB FK B@RMFKD QEBFO RIOfD
FISBPQJBIQ TPRE PLJB QMB C PFDIFEEQ BQROKQ) FP JR@E JIBD
IFBN QES >KDBI BRPQLOP >BJ@>CBA QL 8KQRB @ME>IFPQP TFII
MIY > JR@E JL®G >@A5QIB FK QEB AFPFLK J>HFKLOLI@EPP C QEB
PJ>Il 2RPFKBPP

/KB >0B> CO MLPPF?IBNE>I FKCRPFLRIFK PJ>Il ?2RPFKBPP \I>
@JB CQJ > PROMOFPFKD @BROK V PQRAE} >KA PLIB >ARIQP
J>V EKA CRKAFKD QL ®@QR0 > ?RPFKBPPLRED ?RPFKBPP MI>K
@JMBQBFLKP 4EBPRJEIBQBFLKP BQAMBK ELPARV @IIBDBP >KA
RKFBORFFBP LO PJ>Il ?RPFKBPP >RFRI@EP>4EB-@0> FEBPQJIBIQ
J>V KLQ ?B B ?RQG JFEQ ?B BKLRD QL PQROBX PJ>II
?RPFKBPPBP

$B?Q EK>K@FKBMBPBIQP > IBD>I L?IRDALK QIBEIY QEB LOFD>|
AB?Q MIRP GBBPQ 1PQ AB?@FIC-K@FKDSHKBP > EBA M¥JBKQ
P@EARIB QL BMY ?LQE MOFK@FM>| >@BBPQ ! C>FIRQL JEBQ
QEB P@ARIB E>P PBOFLRKRBIRBK@P TEF@E JEQ FK@IRAB QEB
?2>KHORMQ@C QEB ?RPFKBPP 4ELPB THLSFAB AB?FKCGK@FKD
BUMED) QE» QEB MOFK@FM>| TEMEA TPE FBBBPQ ?RQ OEBB
KLQ 00J>| FKSBPQLOP FK QEB ?RPFKBPP

4EB® >B KRIJBQRP PLR@P DO AB?QFE>K@FKD 3LJB PJ>II
?RPFKBPPBP PBDTRE EK>K@FKIY ?LODTFKD QO COFBKAP >KA
C>JFV 3LJB CFOJP J»V @ELLPB QEKGK®?RPFKBPP LMBBLKP\?
RPFKD BEBO MBOPLK>| LOMDEDB @OK) @AP 4EFP >MM@E QL
TK>K@FKBK@B BJQQ G\FK>OFBJMBKPBIFS8K QEB EBBPQ-QBP
@E>OB\ LK @BAR) @AP >KA QEB MLPPEPRUES QEB BME) GO\
@JIM>KFBP J¥ @E>KDB \?> PFDKREKQ >JLRKQ QEB @& IFJB
>PPL@BB TRQE QEB R® @A

4EB I>DBPQ PLEDLC AB?QFR>K@FKIDD(PJ>Il ?RPFKBPPBP FK QEB
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5KFQB 3Q©BP I@BP CQJ @LJIBO @F>I ?>KHP'>KH IBKAFKD>@
Q>B J>KV COJP 4EB JLPQ @JLK IL>K PMB@FBP QEB >JLRX
LC JLKBV QL ?B BM>FA TPEFK > P@BR® QFJB>UB CLO > PM@F®
FIQBBPQ QB 4EBPB IL>KP>/@?B BOEBO FEREA LO RKRBREA
3B@REA IL>KP FELISB MIBDFKD PLJB >PRE®_PR@E >P > ELIB>D
BPQSB J>@EFKBOKA MI>Q_>P @>QB& 5KPE@REA IL>KP MCSFAB
KL PR@E LE>QBSl "B@RPB QBB>B OFPHFBR® QEB ?>KH QEB
DBKBSIV E>SB EFEBO REBBPQ-QBP

4EB 3J>Il " RPFKBPP |AJFKFRQRLK3"l E>P > I>0DB KRJ?BO C
MQDOJP ABPFDKB QL EBIM PJ>Il ?2RPFKBPPBP 4EBPB FK@IRAB QEB
?RPFKBPP IL>K DGJP FKSBPQJBIQ MMGJIP >KA ?LKAFKD
MQDGJP 4EB 3"! LMBO>QBP QERAFRB®KQ IL>K MG JIP )Q PELRIA
7B RKABOPQLLA QESQEB 3"l ALBP KLQ JBHQEB IL>KQPBIC QL >
PJ>Il 2RPFKBPP ?REQEBO DRsKQBP > MLQFLK € QEB IL>K QQFF
M>QKBOP QEFK@IRAB MOBSBKABOP JE@BRAFKD FKBRBFLKP >KA
@JIRKF ¥ ABBILMJIBKQ LO>KFV@QFLKP L4 PROR® LKB IC QEBPB
IL>KP QEB ?LODBO JRPQ JBQ @QBOF> @HIQE ¥ QEB 3" XQ
PELRIA ?B B DKFBA QE® QEBPB 3"l IL>K ORIBP >KA DRFABIBKBP @
2B >IQHE ?V QEB 53 #LKDEPP >KA BOABMBKAEK LK MESSFIFKD
BAKLIF@ >KA MIGF®@KARFLKP 4EBIC.TFKD PR?R&FLKP 20RBC
ABP@OF?B PLJB DEB IL>K MIDJP RPBA 7V QEB 3"!

Loan FPograms

4EFP @I>PE ILL>KP J¥ ?B RPR CO > SORY LC B8PLKP FK@IRAFKD
QEB MRIZE>PBQ I>KA ?RFIAFKDRRBEMJBR J>@EFKB®RMMIFBP LO

b( LT 7FIl > #OBAR #ORK@E®@AD 3>I1 " RPFKBPP

&FK>K@c &B\BOI 2BPBEB ">KH LC 3>K &K@FR@O @E
>@BPPB $B@J?BO T TT CO?PCRO

MR?IF@FLKB @KLIF@PB @QBO Bl EQJI
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J> QBOF>IR J>V >IPL ?B RRBC.O ILKD QBOJ TOHFKD>@®10>I M¥FKD
>@)RKQP MA?IB LO QEB MBE>PBQ FBBKQLU )Q J>V BBK ?B
RPR\ QL MR@E>PB >KUBEPQFKD ?RPFKBPP 4EFP @IMFHRPLBKLQ
ELT BSBO?B RPB. QL BEK>KBBJFPQFKD AB?Q WIABIFKNRBKQBP
LO QL @E>KDB ?RPFKBRBQPEFM

d - E:8>6AEJGEDH: AD6CH B&GB 4EBPB IL>KP BOABPFDKB)L
>PPFPQ PJ>Il ?RPFKBRARBPNBF® MROMLPBPAESB ?EBK
RPR\ QL EBIM PJ>Il ?RPFKBPPBRAEREB >KA RIGHILEDB
MLIIRQFLK.8Q0 PVPQBJP ASBILM BIMILVBB PQL@HKBOPEFM
MI>KP >KA >FA@I>KFBP KBIFEV FIM>@B ?V QEB LADE
IJBOF@K &BB 40-AB ID@BJIBKQ .1&4 | ) Q FK@IRABRIMEIP
PR@E >P QEB #-KBP TEF@E MSFAB >PPFP@RQ@?RPFKBPPBP
Q.0 JBBQFKD QEBFO @EMEBDJ TOHFKD @XWFKBAP 4EBB FP
>IPL QEB #LJJRKKY 'AGRPQJBE >KAKSBPQJBIQ 00DGJ 4EFP
MQDGJ FP ABPFDKE)L >PPFPQ ?RPFKBPRBBREEY ESB 783K
>ASBOPBIFIM>@B ?V .1&4 !

d MEGHH 6C9 E>ADI BRGBH 4EBPB IL>K MDGJIP >(B
ABPFDKEBQL >@8IBOQB QEB M@PP C MCSFAFKD IL>KP 3"
%UMEPP @& BPMLKA QL > IL>K >MM@FRK TPEFK QEFBFU
ELROP TEFIB >IPLIMBAFKDTIBO FRBBPQQBP

d DBB JC3N:MEGHH E®<GBH 4EBPB MMGJP >(B ABPFDKB
QL >PPFPQ 2LTEDP TELPB ?RPFKBPPBAL@QB FK
B@KLJIF@IV ABMBPPE BLFLKP C QEBLBKQY

d *6IG>DI :MEGIH AD6CHEBPB IL>KP :BOABPFDKBIL >PPFPQ
JBJ?BOP LC QEB 53 JFF>0 TEL TFPE QL @€DB LOBVI>KA >
PJ>Il 2RPFKBPP 4EBPB IL>KSEH# T BO FEBBPQ:QBP >KA®
?B RPB CO PQEBKD > ?RPFKBBF BPQPB MR®E>PBP LTHFKD
@MB>l BM>KPFLKP >KA EBIMFKD QEB ?RPFKBPPKBDQEB L
PELRIA ?B ABMUBA

d MEDGI AD6C BSGBH 'FSBK QEB BJ>OH>?IB CX@ QE»
MB@BKQ IC !JBOF&K BUMLQBOP IBPP  QE>KT BKY
BJMILVBBP © FP KLQ PROMOFPRKIERES" J>HBP > PM@F>
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B@ @ QL PRMMLQEBPB ?RPFKBPPBFOSFAFKD P& B>IBAML>K
MQDGJP 4EBPB MDGJIP FK@IRAB QHEBICTFKD

MEDG| MEGHH *@<GB 4EFP MDGJ E>P > GMFA
QROKERKA QFJB QL PRMRIEIMLQ ?>PB >@FSFBRQ)EK
MQSFABLO CRKAPRM QL T LQQE IC EK>K@FKD
&FK>K@FKEK@B BEEBO > QBOJ IL>K LO > IRKERAR
MEDGI 1D@>C< 6EBA *@<GB ! J>GLO @E>IIBKDB @E>
PJ>Il BUMLQBOP GEP QEB Q-@EY J>KV IJBOF@K ?>KHP
TFIl KLQ MSFAB TOHFKD @:#F>8>K@P LK LABOP
@B@FS?IBP LO $BK IBRBORIL@BR 4EFP 3"! MDOJ
>PPREP RM QL QEB  MEEXQ IC > IL>K PL >P QL BKEBK@
?RPFKBRPRIMLQ TLOHFKD @XMAF

- B6CY9 M #B 6C@ D<J6G 6CI: *G D<@B 4EFP FP >K
BUQBKPFLICIQEB %UMLTLOHFKD #>)051 00DGJ >KA
AB>IP TRE BM>KAFKD > ?RPFKBRRMLQ TLAHFKD @XMAF
IFKBP RM QL  JFIIFLK

#Cl:GC6I>DCBA G9: &D6C *GD<BB 4EFP MDGJ TF QE >
J>UFJRIDR>C>KQB LC  JFIIFLK BK>?IBP PJ>II
?RPFKBPPBP QL @GK®MLQFKD MDOJ BKI>MDB >K
BUMLQFKD MOGJ LO AB>| TRQE QER.EPBIRBKE@P IC
@JMBQBFLK CDL SBOPEP FIMLQP

IKLQEBO PLR® LC AB?QFE>K@FKD FP QEB FBPEGREXAP "LKAP
>@ MOUFPPL® KLQBP 4EBG-® J>KV COJP LC ?LKAP >KA EBAB
AFP@RPP KDEB JLPQ ?>PP@IB 4EB CRKA>J®! I00J>Q IC QEB
?LKA FP QB8 FP > AB?Q FKPQORJIER MOFPBP QLBMY > EBA
>JLRK Q IC JLKBV TRYEFK >ABK QFJB 6B TEFIB MOSFAFKDGBBPQ
MJBKQP LK >EDRI>O ?>PFP 4EB FPAR:K@LKAP FP DBKBOD
>K LMQFLKS>FI>?IB QL ?RPFKBPPEFETFI@MLEDFLKLOI>Q R >IPL
BNRFAEP RIQBKPEBD>| >KARK>K@F>BWOSQFLKP

IKLQEBO PLR® LC @MB>I FP QEB DBKBQK C FRBOK>I CRKAFKD
4EFP PFIMIJB>KP QEY > ?RPFKBPP TWIFRP B)>FKBB>OKFKDP ?>@H
FIQL QEB ?RPFKBPP 4EFP FP > SF>@BLEL&dD> TEBK > ?RPFKBPP
FP EFEV MOGR>?IB

4EB 1>PQ PLR® LC EMB>| FP B @EAKN) 4>AB @EAR FRISBP

X#E>MQBO  &FK>K@F>! ->K>DBJBK



MR@E>PFKD PRMMIFBRRIEVBBR QERLE GEK>K@FKD J>ABFI>?IB
2V BKALOP 4EFP >MM®E J >IILT PLIB LKB QL >IGRFADFEBKQLY
LC J>QBOF>IP >KA PRMMIEER.RD BFKD QEB CRII BIGF@EB QFJBL
MR@E>PB 3LJB >K¥YPQP W-QE® Q@B @BAK) FP QEB@RA [>DBPQ
PLR@ LC EK>K@FKDOCPJ>Il ?RPFKBPPBRQBO ?LOTFKD QO
?2>KHP 4C-AB @R FPEQBK > & BV LC PEROFKD PRMMIFBP
4C-AB @) FP MBK BMBPPB FK QBOJPCL QBB FIMLQ>K
KRJ?BOP_> AFR@KQ SQB QEB KRJ?BACLAYP 0O LKB QL N>QL
NR>IRCCO QEB ARMREQ >KA QEB KRIJ?BEIAYP LK TEF@E QEB ?FII
JRPQ 7B M>FA P >KUBJMIB > Q@B @R IGBGA ?V > PRMMIFBO
JFDEQ ?B IFP@BP 4EFP G@PIOBP XL > MB@BKQ AFREKQ
FC QEB ?FIl FP M>BEFKF® AP IC QEB FPPRBKI@B QERWXRJI?BO
JB >KP QEY QEB ?FIl JRPQ ?B MnRall TFQEFK QBF@ANVP A>Q>
ROE @M TTTWRQR?BI@ S * PBHO01VMWT

IKFQ> #>JM?BIl BO-AB #BAR) 7E>Q R P >KA 7EV LR
3ELRIA OV | QDBROFLE 3J>11 " RPFKBPREBKAP ->V
>@BPPR $B@J?BO PJ>Il ?FWBRAP @
QC-AB @BAR) TE>Q ® FP >KA TE/ VLR
PELRIA M¥ >@BRFLK@JI
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Capital Structue: Cebt
versus Equity

| @OBR@® @IMLKBKQ IC EK>K@F>l MI>SKKFKD %K/ ?RPFKBPP FP
ABQBOJFKFKD QEBJB® QL TEF@E BOG TFIl ?B FK>KBA ?V AB?Q
>KA % BNREY 4EFP A@FPFLK @BOJFKBP QEB6C8>6A ABG<: LC >
?RPFKBPP ->{ C>@.OP B8O BK QEFP @BPFLK QF@RIMEO QEB
PJ>Il ?RPFKBPP IKIQEB @I>PPF@HB.IF@ >KARK>KBMBOPEBAS
LKB PELRIA 8>IRXQB QEBLED C ?LQE AB?Q >KAREY $B?QR @PQ
@KQBOP BBV LK QEB RIBBPQ-QB >PPL@R» TFQE > PMBF® AB?Q
%NRWR @PQ FK@IRABRRED I@Q0 QL LQEBONBREY M>QKBOP QEB
@PQ C FPPRFKD PQL@H >KA AFSPABMZQRI>/KB PELRIA >IPL
@KPFABO QEB @<} QEB GRBPQ MYBKQ LK AB?Q FPARB@F?IB
>KA QEBLGB TFII ILT BO > ?RPFKEPR®U ?FIl. BREBO QEBR@ C
FPPRFKD PQL@H KLO AFSPABQRFP Q> AREDF?IB

, >MBO ?RPFKBPPBEBE>K V JLOB LMQFLKBFI>?IB QL QEBJ QE>K
PJ>IIBO BKBOMOFPBP !IQELRIEFP FP KLQ>P QORB D&D
?RPFKBPPBFK@MBK >GRDB KO [>DBO IL>KRPILM CSLC-?IB GQBP
QE>K PJ>IIBO ?RPFKBPPBPMBO ?RPFKBPPBPBK KA & BPFBO QL
O-FPB:@B>| QEALE QEB FPPREK@ PQL@NRE/

"V FK@SPFKD > ?RPFKBPREML@FLK € AB?Q QP FK>K@F>I
IBSBODB @K ?B FK@SPR\ 4EBB >B J>KV @>PLKP IO ¥DBIMQFKD

'> SFK #>PP>RIEB &FK>K@FKD'RPFKBPR)SQRMP
*LROK>| C "RPFKBPRBBQROFKD A
LI>&>?LT>IB ">0?>0/0PB >KA !I>K 2FAFKDBKABO
3QORIRE &>@LOP >KA 28K BOJP ?BY BBK #>K>AF>K
3J>I1" RPFKBPPBP >KA &FK>K@EBRQFLEKP
%KQBMBKBROPEFM 4EB >KA 00 @M@ A
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QL FK@&®PB > ?RPFKBPEK>K@F>BEDDB &FOPQ LKB EFAXD QEB
?RPFKBPPQE PLJR.KB BIP® JLKBV 3BAQKA QEBDFP QEBAB@F?IB
K>QRBLC FEBBPQ LK AB?Q 4BFEK@SPFKD LKBEK>K@F>88>DB
@K BE>SB > MLRPHSFIM>@ LK QEB ?RPFKBMZROK LKNRREY &LO >lI
QEBPB ?BKBP EL BSBOQEB®FP QEB FKBREPIB CXEDE> FK @®FKD
> ?RPFKBPPPAB?Q BBl >IPL FK@&®BP > ?RPFKBPE:BCGII OFPH 4EB
QBOJinancial lever age @K ?B PBK >P ?BFKIL@>C>?IB QL QEB ?>PB
TLOA_IBSBO,B SBOP BOQLLIP QER>EK >IMIFZ >K FKAFSFARMA BO
| @B@>FK @l LC AB?Q>® >JMIFZ QEB bIFEKDc WMBO IC > ?RPFKBPP
( LTBSBO ?BVLKA > @@>FK MLBKQEB AB?Q V>?B LRQ C B@E
>KA QEERT@® QEB BBROIFQGFKD NIBO IC EK>K@F>BE>DB J>V ?B
ILPQ "BLKA QEB ILPPCLIEZFKD NIBOQEB >PPRIMQFLK QLL JR@E
AB?Q J¥V IB-A QL >K FK>TBIRQL M¥ QEB RBBPQ LK QEB AB?Q 4EFP
PRRYFLK 28.JBP QEB @I|>PPF@BALC EIFKDL.O ?>KHORMQ@
88:EI67A: 6C9/ C688:EI67A: & K:AH D& K :G6<:

4EFP J>GLO FPPRB @®J>II ?RPFKBPPBP QEDJFKFKD EIQL OFPB
CRKAP QEREIE BREBO AB?Q LRREY L@BK GRPEBKAP BKLIF@
LO EK>K@F> @BPFLKP &LO ¥>RJ>Il ?RPFKBPPTKBOP QEB FAB
T>V LC EK>K@FKD ?RPFKBEPQECFP QERIE DBKBSDFKD GBOK>I
CRKAP 4EFP 3BP QE3 > ?RPFKBPP ALBP KISB Bt >RADAB?Q ?RQ
E>P DBKBQRB PRG@FBKMQP COFQP LMBQFLKP SKOQRKOBY
J>KV PJ>Il ?RPFKBPPBP ®F@RINMOXQ QEB ?BERKFKD >EKLQ
DBKBEDB PRE@FBKFRBOK>| CRKAP EX>E®>B>P PR@E >PLMR@
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ABSBILMIBKQ QEB NRFRFLK C KB J>@EFKB® LO J>0BQ
BUM>KPFLKP 4EBPB ?RPFKBPEBFQE>BIV LK PEDROFKD >BREK>|
@MB>| AB?QNRE/ LO PLIB @J?FK>QFLKC ?LQE

->K V FKAFSFAR>IP @@30Il ?RPFKBPPBRERQEBUBIBPP MROMLPB
LC EKAFKD FKABMBK/ABKI@ @KQO LSBO QEBFIKLB@KLIF@ >KA
?RPFKBPP BFS 4EFP ABBFOO FKABMBKABK® V J>HB J>KV PJ>l
?RPFKBPATKBOP SBOPB QL QEBFAB BIREY GK>K@FKD@BPB QE»
JFDEQ JB>K @AFKD ?RPFKBRIK@D QL BIREY M>QKBOP 'KLQEBO
FPPRB QE3J>HBP PLJB PJ>Il ?RPFKBPATKBOP SBOPB QL NBFOFKD
>AABFLK>INREY M>QKBOP FP QEB PFIM(B @EEDEB NRFRFLK C
QEBPB MSRBOP JEKP IBPP MY QL QEB ?RPFKBRBO 4EFP CE@&0
FK QEBLEQO FPPRB JRPQ ?BK®FAHB TEBK QEB PJ>Il ?RPFKBPP
LTKBO FP ILLHFKD QiFRB >AGFLK>l @10>1 QEQLE SBKORB
@MB>IFPQ >KA >KDBBPQLOP

| OB@KQ BPBGDE M>MBOBU>JFKB\ QEB E>QFLKPEFM@BBK

( >0@ 3>MFBKW> - |RARY +LOPD>#0>KA $>KFBI &LO?BP
bAEB 3BIGB QBOJFKQRFLK LAB LC >K %®BMBKBR®a
#ELF®@ LC &FK>K@EB |AS>K@P FK Y8MBKBROPEFM
&FOJ %JBOBK® >KA 'OLTQE #LDKEAS!MMQ>@EBP QL
%KQBMBKBROPEFEPBGRE B *BQIB! +> QW >KA $&K
3EBMEB®/ UCOA %IPBFBQ)* A

IIIBK . "BODBO >KA 'BDL® & 5ABII BIEB %@KLIF@P C
3J>11" RPFKBPP &FKBKA@B 2LIBP IC 00BOB %NAF>KA
$B?Q ->OHBQP FK QEB &FK>K @EFQB#\@IB LROK>I C
">SKHFKD >KA &FKK@KL A

2LT BK> /OQFW >IQBOP >KA -+OFRP bBOJI>K@ LC

. BT IV &LOJBA -F@Q &FOJP 4EB RIB LC #>Mp>|
&FK>K@FKQGRIRB >KA %RBMBKBROPBOPLK>|

#E>0 @BOFPQR@MMR?IFPER>KRP@OFMQ
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MQGR>?R¥ >KA PLR@P IC EK>K@FKIEDEOJIP QE»E>ART BO QE>K
Q BKY GFS BJMILVBBP ) CRKA PBBG| OGQEBO BIBBPQFKBRRIQP

d &FOJP QErRPB LKIBNREY E3SB > ILT MQ.?>?FI& LC ?BFKD
MQGR>?IB @M>CBA QL BOJP QE»RPB LKI?RPFKBPP LO
MBOPLK>| AB?Q

d &FOJP TKBA ?V BJ>IBP >KA JFKLAW JBJ?BOP GIFB IBPP LK
MBOPLK>| AB?Q QE>K J>IB >KA JFRLOKBOP

d &BJ>IB LTKBOP TFII ?B JL8 IFBV QL BV LK BNREY COJ
COFBKAP >KA CVIFE>K QEBFO J>LIREBOMOO

d &FOJP QEXBN BU@IRPBY LK MBOPLK>I $5KDP QEICK®
?RPFKBPP LMBBLKP TFII JDIFBN ?B MOGR>?IB QE>KGJIP
RPFKDNRREY COJP LC AB?Q

Key Takeaways

d " RPFKBPAKBO JRPQ ?BF>@ LC QEB FIMHG®LKPQ EK>K@FKD
QEBFE@IP

d /TKBOP PELRIA ?B ¥ >@ LC QEBE>K@F>| >KA Q>U FIQIMR@P
LC QEB®FLRRGJIP LC ?RPFKBPFLBFVQFLKP

d " RPFKBPAKBOP PELRIA ?Br>@ LC QEB FIMO@ EK>K@FKD
QEBFE@IP QERLE BNREY AB?Q RBBOKMIDBKBEDB CRKAP
>KA QEAB @ROR)

d 3J>Il 2RPFKBPP TKBOP PELRIA ?B>@ LC QEB®FLRP IL>KP
DOKQP >KA ?LKA LMMRRKBFBRAB®A ?V QEB 3" 4EBV
PELRIA >IPL ?BF>® LC QEEBBQOBRKP >PPLQ@ETFQE QEBPB
MQDOJP
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Financial Contol

Relationships with Bank and Bang

/KB L @BK EBOP QEBLILTFKD PQ>KAXO@JIMISFKQ IC PJ>II
?RPFKBPPBP ?80P IBKA JLKB LKV QL QELPB ?RPFKBPPBP &IE>
KLQ KBA QEB JLKB/ 4EB FISBOPBC QEFRJEI>FKQ GO QEB ?>KHR
PQ>KAMLBKFIEQ ?B QEXPJ>Il ?RPFKBPPBRRBPQ JLKB LKV TEBK
QEB >B IB-PQ IB¥ QL ?B >?IB QIBRY B 4EB @XGF@ ?EY BBK
PJ>Il ?2RPFKBPPBP >KA ?BKIP J¥ PQBJ €O > JFPRKABOPQ>KAFKD
LC QEBBBM@DFAS QIBP IC ?LQE DRMP Q CH@SIRB © JFEQ
>MMBO M>@F@RM@L PJ>Il ?RPFKBPPBP @E>KHBOP OFISBPQFKD
FK QEBFOJ@>KFBP

5KABO KLOJ>I @KARFLKP ?>BOP BEJQBIBIV OFPHSBOPB 4EFP
JB>KP QBB >B KLQ FIBPQLOP QR@RMKD > PR?PQFKI BQROK
MBAFEDB LK QEB OFPHP >PRIEDAFQE > MEAF@RI>O ?RPFKBPP
">SKHBOP IBKA JLKB TRQE QEB @@ BMEDOFLK QB>QBBTFIl ?B
BM>FA ?LQE MOFK@FM>RBEREIQ FP FK QEBBBPQC ?LQE MOBBP
QL Q®PBKA QEBPBTR @QKGF@FKD MEBMQFLKPCLQEBL®B LC
?2>KHBOP FK QEBIECT > PJ>Il ?RPFKBPP 4EB/H >V FPLO QEB PJ>II
?RPFKBPPTKBO QL @)L IPQBO FIMEBA @JIRKF@QFLKP TE >
?2>KHBO4EFP @JRKF@QFLK M@ QBA ?V QEB PJ>Il ?2RPFKBPKBO
PELRIA ?B0JB QEB ?>PFPCL> PLIFA [KHFKD BI:QFLKPEFMQEF QEB
?2>KH - LPQ MBK QEFP JRP ABBILMFKD > MBOPLKBEQFLKPEFM
TFQE QEB IL>KIE®O IC QEB ?>KH TEF@E FP ©EJBP > M@IBJ> QF@
MOMLPEFLK ">KH IL>K QF@OP ) LMBK JLSBA QL AMRBBKQ
20-K@EBP LO QEBV @E>KDB GL?P >KAN CO ARB®KQ ?>KHPQ
PELRIA ?B QEBPMLKPFTHEC QEB PJ>Il ?RPFKBFRRBO QL J>F&>FK
CBNRBK) @KQ>@ TRE TELEBO FBOIBPBIQFKD QEB ?>KH 4EFP PELRIA
FISLISB JLOB QE>K GRPQSWAFKD NROEN PQOBJIBIQP @ PELRIA
FK@IRAB B@ C>@AFP@RPPFLKP RK BPHFKD QEBABO0 QL QLRO
> ?RPFKBIPPL>@PMBP 4EB MIFKP QL MBOPLR>BRB TQHFKD
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@I>QFLKPEFM (PBBK QEB TQ M>QFBP AB>IIV KR > ERJ>K
@I>QFLKPEFM >BIIT>P > ?RPFKBPBI>QFLKPEENPYP "FIl '"VKB >K
BKQBMBKBRO >KARQELOTHabits of Wealth

IIQELRIE ?>KHBOP >KA IL>K@@®OP TFIIBY EBSH LK AX)>
@I>QR QL QEB BAEY LAQEFKBPE > PJ>Il ?RPFKBPP QHEII >IPL
@KPFABO QEB QDIRBYgFKBPP >KAQBKQFLC QEB ?RPFKBFRBO
4EFP RB>KB?I1B PBKPB @E> ?RPFKBPPKBO FP > 0K @BAK) OFPH
J> V MI¥Y > ABBOJFKXKOB FK TEREBO > IL>K FP >MIA® TRQE QEB
BUQBKPFLICL> @8R IFKB 4EFP KLQFCKFRBDQFE>P QL ?B ?RFIQ
LSBO QFJBQ FP BEFEDR LK MOGBRFKD >K FJ>DB QE¥R @K ?B
@RKQB\ LK QL ELKLO THE3 YR P¥ HKLT QEB OEQ QEFKD QL AL QL
J>HB QEB ?RPFKBPP >@R@ >KA ?B >?IB QIUEDRQB QEBO@@)
AB@FPFLKP

)Q FP PLIBFJBP P>FA QE>>KBOP TEBKE3SFBFKD > MBORNIBES
IL>K >SMMIBER QEFKKCIQEB AOFKH*b # ¢ TEF@E PQ>KAP QEB
QIILTFKD

d =6G68:G |P MBSFLRRIPQOB ?>KHBOP TFIIL@PFABO QEB FPPRB
LC MBOPLK>[IBOQFO0>) IC QEY ABEKEFLK C FRBDQFTFII
FK@IRAB > PBKRBMABPPFLK>IFPJ TEF@K @B BIB@B FK
LKBP SERAB >KA BBP ">KIBOP TFIl >IPIBSFB LKB# EFPQLO
>P > ?RPFKBPERABOK>JBIV LKBP QE@HEE.OA LC PR@PP 4EFP
KLQFLKC @E>@DBO J¥ >IPL ?B BQBKABQL QEB RMMEDEBILK
LC QEB J>K>DBJBB QB L C > PJ>Il ?RPFKBPP

d 7>AN 4EB ?>KHaMOFJBL@@OK FP TQE BM¥JBKQ IC QEB
MOFK@FM> >KA QEEBPQ C > IL>K 4EB IL>K >MMHELK PELRIA
@IBOV ABJLKPQEDB > ?RPFKBPPF QL BM¥ QEB IL>K !lI
PRMMIQJ>QBOF>IP PELRIA ?BREEQ QL 280 QL MEB QL QEB

BEB "BKBEP C ->HFKD BRO ">KHBO @RO &OFBKAJ> I
" RPFKBPP IAJFKFRQIELK >@PPB $B@J?BO

TTT P?>LKIFKB P?> BL PJ>Il ?RPFKBPPMI>KREB @
EK>KBPQMRN%2 6="1.4%282)%.$  EQJI
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2>KHBO QE»QEB IL>K TFII KLQ ?B ABQRB LK >KA TFIl 2B M>FA FK
> QFJBV C>PEFLK
' :6CH 4EFP BBOP QL > ?RPFKBPPEW QL CRIBLK FK >V PL
QE® 6 @K BMY¥ QEB IL>K ">KBOP JRPQ ?B.GSFKEA LC QEFP
@OR@F>| )LBEB ?BPQSV QL AL QEFP FRAVIDSFAFKD >
@JIMOBEBKPIES?RPFKBPP MI>KQJEFAB>FIBKRJI?BOP QB
FKAR@B QEB ?RPFKBPPEW QL BM¥ QEB IL>K 4EB ?RPFKBPP
MI>K PELRIA >IPL FK@IRAB QEB ?RPFKBBRP®Q QEB ?RPFKBPP
JLABI QE>Q TFII ?B BIJMIVBA QL @KSFKBQEB ?>KBD IC QEB
S>IFA® LC QEBIBGII MI>K
*JGEDH: ">KHBOP FKQ QL HRLOLO TE>XQ MROMLPB QEB
?LOQT BA JLKB V TFIl ?B RPB 9LR PELRIA KBBO BNRBPQ > IL>K
TFQE QEB BRJBKQ QEY ESFKD JL® JLKBV FP 2@)BA.O QEB
?RPFKBPP QE>ISEKD IBPP JLKBILR PELRIA @BV FABRRC
ELT QEB JLKBV TFIl ?B RPB PR@E >P MBRE>PFKD > @FEC
@MB>| BRFMJBR (>SFKD ALKB QB3R PELRIA >IPL FKAR®
ELT QEB >@RFRFFLK C QEB-@B>| BRFMJIBR TFIl MLPFSV
>@B@ QEB ?QRJ IFKB IC QEB ?RPFKBPP

BDJC! )Q TLRIA ?B BJQQ. GAFK>OFFK>8FP>?IB QL ?BR>
@BNRBPQG > ?RPFKBPP IL>XP¥FKD b) K& PLJB JLKB Vc XQ FP
SBOY FIMLQ>IQ QEY VR PMBRGQEB B>@ >JLRKQ IC QEB IL>K
>KA >IPL GRPQEL VLR ABQBOJFKBQEFP >JLRB IC JLKBV IP
>K BJ>JMIB \LR JFDEQ T>KQ QL FABRC> M>QF @RI>O@@BHRE
@MB> BRFMJIBR QE3 VR MI>K QL MNRF® ( LT AFA \LR
ABQBOJFKEP MAF@LR PELRIA ?B >?IB QL >ABFP TEQ
>AABFLK>IBVIBKAFRBP JFIEQ ?B BNRAEBA PR@E >PXF®FKD LK
QEB RPBLQEBNRFMJBR 4EB DE>QBO QEB ABBCC MBRFPFLK
QE® FP PALEQ QL QEFRMICP> QEB BE)BO QEBKGABKBQEB
?>KH JFIEQ ESB FK DEXQFKD QEB IL>K
, :E6NB:C | 4EFP BBOP QL ABJLKPQFKD >K >THOL BMY
?LQE QEB ©BBPQ >KA QEB MOFK@FM>!| |DRFRIEBAB
AL@RJIBIQOFLK PR@E >P P>IBEBFLKP ME J>@FKP >KA
MQGEDB @PE @ TP FP BPPBI>I FOR/TFPE QL RBREOQEB IL>K
)Q FP FIMQSIKQ TEBK DBKBQFKD QEBPRADE> VR Q@ QL 7B
>P ELKBPQ >P MLPPF?IB BABIYOLREFSMOGRBDFLKP J¥ 7B
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JFPIB-AFKD 1.OPB PQFII F&/QBBIFPIBAFKD >KA FKBRDB @
J> V BPRIQ FK QEB ?RPFKBPRIGBED LK QEB IL>K >KABVBID
ILPFKD QEB ?RPFKBPP

d #CHJBCS: %BK QEB JLPQ P@ORMRILREBBILMR P>IBP >KA
MQGR MABDFLKP JER) KLQ M>K LRQ TLRIA ?B
BUQE.G\FK>OFRPBCRI QL AEELKQFKDBN@II>KP QL QEB ?>KH
QE® TLRIA FKAB@B ET VLR TLRIA BM¥ QEB IL>K FK QEBRQ
QE® QEB B OFLP QE¥R E>SB FABRFR AL KLQ @B QL
CORFLK

/KB PELRIA B@DKFB/QE® > DLLA BE>QFLKPEFMQEFQEB ?>Kk+HH@
VFBIA ?BKBIP >?88 >KA ?BLKA @BAR) IFKBP >KA ?RPFKBPP IL>KP
">KHBOP @ PBEB >P FRBD@RQLOPLKEBA@FKDLR QL MLQBWE>I
@RPQLJBOP PRMMIFBOP >KA LGBBQL®K ! DLLA LTHFKD
®BI>QFLKPEFMJEE> ?>KH>@ ?B QEB ?BPBEBK®@ > ?RPFKBPEREA
E>SB 4EFP FP NDF®RIMQORB FK QEB BXRCAPFKBPP @UBIEBD
?>KHBOP ESB PFDKIREKQV BPQOBEIBKAFKD QL PJ>Il RPFKBPPBP

Key Takeaways

d 'KV ?RPFKBPHKBO JRPQ ?BB>@ QE® ?>KHOP I®PFABO
PBSBG| C>@LOP TEBKLEPFABOFKD > IL>KaRBPFLK

d " RPFKBPAKBOP PELRIA ?B>® LC QEBFDKL>KA QEBFO
?RPFKBFP@EARY LAQEFKBPP

d " RPFKBPAKBOP PELRIA ?Br>® QEQ ?>KBOP >MB@FB
MB@FPFLK QF@RIMOEBK B @BP QL QEBB>@ PBNC QEB
IL>K P MROMLPB >KA EQ TFIl ?BBM>FA
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Financial [Bcision-Making

Breakeven Analysis

| 7G6@K:C 6C6AH>RP BI>0H>?V RPBCRI QL PLBB @KPFABOFKD
PQ>QFKD RM > ?RPFKEPBI>IFKBP > 2RPFKEBPRaQBXF>IL@QP_?LQE
CBA >KA SOF>?IB_>KA QEBKQEDJIFKBP QEB P>IBRIB KB@PP>0D
QL MOAR@ > MDD 0 F8K PBIIFKD MBF@IEFP FKOJ>QFLK
BK>?IBP LKB QL @BOJFKB FC QEBREM@K@MQ FB-GF?IB !QBO >l FC
LKB E>P QL PBR® JFIIFLK PELBP FK > PJ>IMRLQL QROK >IME) LKB
TLRIA FJJBAFSBY B@DKFB/QE® QEBQJ>V ?B > PBB® MO?IBJ
TFQE QEB MALPB ?RPFKBPP JLABI

1 20B>HBSBK >K>VPFP ?BP TOE PBBO| PFIMIMEKD >PPRIMQFLKP
)K P JLPQ ?>PF@I R >PPRJBP QB3R >® PBIIFKD LXILKB
MQAR®@ % > MX@F@RI>0 HOA® QEB MER@FLK [@Q MBO RKFP
@KPQ>® ISBO > TFAB>@DB IC SIRBP 4EB MROMLRB * ?B>HBSBK
>K>NPFP FP QIOBBJFKB QEB P>IBRIB QEX) FFBNRFAEA PL QED YR
KBBEBO ILPB JLKBKLO J>HB > MDIR) 4EFP SXPIBP N > RFROFLK
FK TEFQE QERGIDIBBI FP B@ ORQ FKNRXFLKLOJ QEFP PFJWI
JB >KP

IDIBA GK:C J: V IDIGA 8DHIH

"V JL SFKD QBOJPBT@K PB QE® QEB BSHBSBK MLF® L@ROP
TEBK QLQ>BSBKRBP BR>| QLQ>LEDP

IDIGA &:CJ: IDIGA 8DHIH

b"@>HBBK K>IVPFP +KL7 EBK 9R #>K %UME) >
0Q.Gex 33>11 " RPFKBPP IAJFKFPQIELK X@PPB
$B@J?BO T TT P?>DIS@LKQBR?OB>HBBK
>K>NMPFP HKL TEBK V LR @K BUMEBR MO
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7 B @K ABEKB QLQ>BIBKRB >P QEB PBIIFKDBVIFQEB MAR@
QFJBP QEB KRJ?BC RKBP PLIA TEF@EK@B BMBPBIQR >P CIILTP

IDIBA &K:CJ: ., H:AA>C< EG>8* P H6A:HBRAJB: +

., *P+

4LQ>1 @PQP BOPBK >P ?BFKLL@ILPBA LC DL M>QP KBA @PQP
>KA QLQ>I>SF>?IBLEQP &BA @PQP BFPQ TEFEBO LO KLQEOC
MQAR@P >K/ MOAR@ LO E>P »KP>IBP >KA LEPFPQCL BKQ
FKPR&@ MOVBQ/ Q>BP >AJFKFPIBISP>I>0FBP >KA ABNIPFLK
4LQ>| SOF>?I1BLEQP BIELPBLEQP QEX@E>KDB :@RQEBRRIBLC
MQAR@FLK P MgOC QEB PFINMMIFKD >PPRIMQFLKFRJEB BSHBSBK
>K>VPFP QF FP >PPRABQE® QEBOFP > I®PQ>R RKF @PQ C
MOQAR@FLK 4EFARIA ?B ?>PRB LK QEB I>?LO FKMRQ >KA QEB ¥JLRK
LC J>QBOF>IBNBRFBA QL J>HB LKB RKB IC MAAR@ 'P MOAR@FLK
FK@SPBP QEB QLGSB>?IBLEQ TFII IBAFPB FKE&®B TEF@QEK?B
@MBPBIQB >P CIILTP

IDIBA KG>67A: 8DHIH .0 K 6G>67A: 8DHI E:G JCX0 P H6A:H

FJ6CI>IN +

0O 0 P+

4LQ>1 @PQP BPFIW QEB PRJJXNFLKC EBA @PQP MIRP QEB QLQ>I
S>OF>?IBLAQP

IDIBA 8DHIH . 4 ;>NB 8DHIH IDIBA K 6G>67A: 8DHI .0 5

. .0

4EB LOREK>| BIR®QFLKLO QEB BSHBSBK MLF® @K KLT ?B
@BTORRBK >AALTP

H:AA>C<EG>8. P H6A:HBAJB: + 5V IDI6A 8DHIH .

*P+ V.

1Q QEB BSHBSBK MLF® BSBKRBP BR>I QLQ>ILBRP PL QEFP
BNRQFLKX® ?B BTORRBK >P

<P+

'FSBK QES QEB QLQ:P@P MR> QEBFBA @PQP MIRP QEB QLQ>I
S>OF>?IBL@QP QERFREOFLK® KLT ?B BUQBKAB>P CILTP

H:AA>C< EG>8 P H6A'HBAJB: + 4;>MP 8DHIH  IDI6A
K6G>67A: 8DHIH .0 5
P+ .0
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4EFP BRXFLKX® ?B BJM>KAR ?V FKIGDMLERFKD QEB RRBFLK C
QLQ>DF>?IBLEQP >P > CR}@K C P>IBAL&RJIB

P+ 0P+

4EFP RRXQFLKX® KLT ?B CBTORDRBK QL PIB CO QEB P>IBFPIRB

*P+ VOP+

"B @RPB QEB QB®dles volume FP MBPBIQ FK ?LQE QBOJP LK QEB
IBQ E>KA PFABILQEBNRQFLK@FEK ?B C>@.6A QL MAR®@

+P -*VO0

4EB P>IBP 8RB QL MAR@ QEB ®HBSBK MLF® &K KLT ?B
PLISBA €O FK QEBIICTFKD BIR®QFLK

+ *VO

4EB RQRFLC QEBLE@®MQ C ?68>HB SBK MLF® &K ?B FIIRPSIR
TFQE QERIC.-TFKD B>IMIB

#>Q*>@7?P > BQMA BKIFKBOT >P > IRILKD BIQERPF>PQJI>HFKD
MI>PQF@@8Q JLABIP /SBO QEBOB>OP EB EpBBA J>KV BLOFLK>I
>KA KRFLK>IL@VMBQBFLKP >KA@FBA J>K V ST >GA\P CO QEB NRAIF
LC EFP JLABI ?RFIAFKD@ IC QEFP FREP BP ARB QL EFP >QFIF
QL @PQ NB@FPFLIBRFK M&P QL BKEB@EB ILLHC EFP @00
JLABIP $ROFKD QEB I>PQ @BRF EB N&RFBA > BMR@HFLK >P ?BFKD
>K BJMBQ FK QEFBIG C @SQFKD QEBPPEK M&B ! COFBKE EFP
TEL PQ>QB PEEBG| ?RPFKBPPBP PRDDBOE® #>0ILLH >Q QROKFKD
QEFP EL¥?FIQL > PJ>Il ?RPFKBPP LMORKY FK EFBQRIBKQ 4EFP
LMMLQRKY PQBJJBA COJ QEB C>@ QEx #>DOE>A @®QB > JLIA
FIQL TEF@E EB.RIA @PQ QEBRFK MO0 > MXQF@RI>0@80D
JLABI QEFP P>JB JLIA @RIA ?B RPR QL MAR@ PEBCG| ERKABA LO
PESBCG| QELRP>KAL@FBPC QEB MRCxII ® BISQMARV ILT @LPQ

#>0 E>A BJMBOFBK@KN TRE P@RIMQROFKD >R@FED MDFOFK
BUQRJBIV ILT SLIRIJBP_LKB QL EB M>QP @ > QFJBC)EB B® QL
@B>QB > ?RPFKBR®E-Q 0O QEFP EL??EB TLRIA EXB QL ESB
> PFDKIFEKQ FBBPQJBIQ FKNRFMJIBR 4EBB TLRIA ?B > KBA QL
@B>QB JRIQFMIB B JLIAP IC QEB P>JB M3®L QE>QEB@RIA ?B
@PQ FKLRRJIB )K>AARFLK QHBODLRIA ?B > KBA CO BIRFMJBR 0O
JFUFKD >KA JBIQFKD QEB @BEHRIEEI >B GBNRABA QL MAR@ QEB
@PFK 'QBCBPB@WEFKD EBFIA ?R/ QLM CQEB IFKB BRFMJBR) 0O
> QLQ>IT ( B >IPL [RKA PBLKAE>KA ?RQ PLJBE>Q IBPP
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BT-@FBKBIRFMJBR #>0OBPQFJOB QE® QEB QLQEP@L >ERFOFKD
>|| QEB K&PP>0OPBLKAE>KA BIRFMJBR TLRIA ?B @ILPB QL
ICQBOBSFBFKD QEBNRFMJBR PMBFEQFLKP EBLIGRIRAB QES
TFQE KB BNRFMJBR QEB REMGPQ C MAAR@FKD >@E BPFK MED
@O > JLABI TLRIA ORK TEBO B>P QEB R&FEPQ IO RPFKD QEB
PR KAE>KA BIRFMJBR TLRIA ?B ICQBO ALFKD PLJB JHBD
BPBG@E #>DABQBOJFKBQES QEB J>UFJRJ MAEF-EB ERIA PR 0O
EFPEBPFK FB° TRIA ?B 4EFP TRIA ?B QORB TREBO QHEHBRPK
PEQP B® MOAR@A TFQE KB LO PRLKAE>KA BIRFMJBR

#>Q T>KQB QL ABBOJFKB HLI>K V BPFK REFP TRIA ESB QL ?B
PLIA QL 7®H EBK TRE B@E RBIC BIRFMJBR &LO PFIMIG@P>H
EB >PPRJB QE® QEB K} MRBE>PB MBE@?LQE LMQFLKERIA 7B
EFPRIBA @PQ

G6@:K :CED>Q@ C6AH>H

>ND 06G>67A: -:AA>C<

JEI>DC oW oee ARCS 7G6@:K (CED>C
1

. BT BNRFMJBR) RKE) L f
1 RKE QP
1

3B@KAE>KA f

BNRFMJBR RKB 1

1 RKF QP

&0J QEFP >KMPFP EBLRIA PB QEQ >IQELADQEB RBKAE>KA
BNRFMJBR FP KLQ >FEE@FBK EBKB®QEB EEBO SOF>?IBLEQ MBO
RKB R TFIl ?B-H BBK >Q > PFDREEQV ILT BO IBBI LC P>IBP QE>K
QEB KBBNRFMJBR #>0T >P PQFIl @ROFLRP >?LRQLGEB MW LC
QEBTL PBQP C BIRFMJBR © ARBBKQ IBBIP IC P>IBP 3L EBOQEB
KRJ?BOP QL>@@RIOB QEB ME)>?F¥ CO ?LQE REP C BIRFMJIBR ©
P>BPIBBIPIC RKF QP RKF QP RKF QP RKF QP >KA
RKF QP
-6AH &K:A KGHJIH *@®> G6@9DLC

#E>MQBO  &FK>K@F>I ->K>DBJBK



-:8DC9=6C9 FJI>EB:CI (L FJI>EB:CCI

, . DIeA , _DI6A
;ﬁ;i K:CJ: Sm’ 06G>67A: *GDA  , :K:CJ: Sm’ 06G>67A: *GD
K: DHIH DHIH

&0J QEBPB BPRIQPQFFP @B QE» QEB BEKAE>KA BIRFMJBR FP
MBBG?IB QL QEB KBBNRFMJIBR Q RKF QP QEB HHEPQ
>KKR>| P>IBP QE#>0>KQF@RMB> QEB S3CII MOGQP TRIA ?B
D®>QBO TPE PEKAE>KA BIRFMJIBR

Capital Structue Isues in Rctice

4EB KHBA QL ?>I>KBAB?Q >KANRE/ TFQE BPM@D QLRE>K@FKD
> GOF LMBEDFLKP FP ?0OFBEP@RRPBK > MBSFLRP RE)FLK !
Q@QF@EK>K@F>I@BPFLKOC>K/ ?RPFKBPRKBO FP ABBOJFKFKD QEB
BUQB® IC EK>K@F>SE>DB > BOJ PELRIA SRF® "RFIAFKD ¥QJ
RPFKD AB?Q >JNABE >EDROKC BIREY QL QEBTKBOP EL BSBOQEB
>@IRFRFLKC QLL JR@E AB?Q TEFEHKEQ ?BEM>FA J¥ IB>A QL >
?2>KHORMQ@EF@ERMBPBIQP > @MIBQB C>FERIC QEB-OJ

)K QEBBIV P QEB CFBIA C EK>KBQORE)L ABP@OF?B QERIBC
LC EK>K@F>ISEDDB LK QEB>&RQFLK € > BOJ >KA GP i@Q C
@MB>l | J>GLO ?@B>HQHMLE L@REA TFQE QEBLIHP IC &K@

$>SFA $REKA BLPQ IC $B?Q >KA %NRRRKAPLO
" RPFKBPP@KAP >KA 0C?IBJP L C - B>PRBIBKQ
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- LAFIF>KF >KA BQ@LK -FIIBO 2BAR@A QL PFIMIBPQOG QEBFO
TLOHP MLQEBMBANQE® QEB>SRXQFLK € > BOJ FK@®PBP >P QEB
TK>K@F>SE>DB FK@®BP 4EFP FP QORB ?R@ifla point 7 EBK
> E0J RI@BAP > M>QF@RI>EIRB IC EK>K@F>ISEB>DB_K>JBV )
E>P >PPRJB QLL JR@E AB?Q_QEBBDBII SIRB IC QEBFOJ ?BBKP
QL ABIFKB 4EB MIFIQ TEF@E QEBRSQFLK C > EOJ FP J>UFJBA
ABQBOJFKBP QEB LMQFMES! PQABRB®LC QEB ?RPFKBPP 4EB JLABI
ABEKR S IRXQFLK >P FOF B-OKFKDP BB FIQBBPQ >KA (BR
%")4 AFSFAB?V BP [@Q C @MB>I DHI D; 86EX6AFP > BFEQR
>SBODB IC > BOR AB?Q >KANRE TEBMB BNREY/ AFBAY BI>QBP
QL > FO® PQL@H 4EB>EY FP QE>QEFP JLABI FP C>CBJGILPHI
S@RKB COJ > J> QEBJQF@PQ>KAMLEKQL QERGMLEDB BREY )Q
@KKLQ ?B AB@YV >MMIRBQL JLPQ PJ>Il ?RPFKBPPBET BSBOQEB
?2>PF@ KLQFLK@BEBGP PLIB ABFEOBSBI LC AB?Q QNREY > IESBI
QE® VFBIAP J>UFJRI@KLIF@ ?BKBQ FP DBOJ>KB >B TFII KIT
FIIRPOQB

,BQ RP BSFPFLK > PJ>Il C>¥FI>PBA J>KRC>@ROFKEQD QES RRFI
KLT E>P ?BBK >?IB QL O QEQRCE QEB DBKBQFLK C FRBOK>| CRKAP
>KA QEB MRE/ QEQ E>P 7BK FRBPQB ?V QEB LOFK>I TKBOP
0BPBIQV QEB FDJ E>P KL ILKD QBOJ AB?Q E>P >BILISFKD IFKB
LC @BR ?RQ FK QEB I:BTQ/B>0P @ E>P KLQ E>A QL QL [EFP
IFKB C @8R QL K D8>Q BIQB& 4EB FK@B PQOBJIBK) 0O QEB
VB>0 >KA QEB MOGEDR FK@B PQ¥BJBKQ 0O  >0B F8K

#HLKBBK@ LK 2BPBEWE FKRPFKBPP &FKBK@3T 9 LAH
. >QFLK>IR®>R LC @ LIF@ BPBEW@E
&OK@ - LAFIF>KF >KAB@LK -FIIBOMEB #LPQ C
#>MR>1 #LOMEQFLK &FK>B&KA QEB 4HEYV LC
)KSBPQJIBKL IBOF@K %E@KLIF@ BSFB KL

N &OK@ - LAFIF>KF >KAB@LK -FIIBOM4>WBP >KA
QEB #LPQQ@ #>Mp>| | #LOB@FLK!IBOF@K %EKLIF@
2BSFB A
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?BILT )K MBM>OFKD QERGEDR FK@B PQOBJIBKQ KO  QEB
G0J >PPRJB QE® P>IBPIRIA DOT ?V  MBGEKQ ARB QL >KFAI
OFPFKD JHMBD K C>@ QEB P>IBEQ@® FKAF@RB QES® P>IBPL@A
DQT >Q > JR@E EEBO €)B FC QE®T @K PFDKFEKQV FK@SPB
P MAR@AS @M>@¥ 4EB MOGEDB FK@B PQBIBK) BPQFQBP
QEB I@Q C DLLAP PLIA QL 7B MERXQ IC QEBFO® BSBKRB 4EFP
BPQFJOB FP RIF@DB LK QEB M>PEBOB>OPalIE IC AD>
#C8DB: - 161:B:C ;DG 6C9*G D?:81>DCHQG

2BSBKRB
DHI D; <DD9H H&0

'O LPP MR

'BKBO>| P>IBP >KA >AJFKFRQ™ES
%")4
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4>BP

. BQ MAIR
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4LQ>1 AB?Q >KARE/

,) 6C9, ) 06AXHDG 6C9*G D?:8I>DCHQG

X#E>MQBO  &FK>K@F>! ->K>DBJBK



2BQROK LK >FOB
2BQROK LKNREY

ICQBO BWI>OFKD QEBRESKIFLKP QEBKBOP B® >MMO@EB ?V
> @IM>KV QES J>KRC>@REBP @MRQB@LKQOIIBA J>@EFKBO4EB
LTKBOP B® MBPBIQB TRQE > PBOFBE I>@EFKBP QEFFII KLQ
PFDKF@KQV OFPB QEB IMEB@MS @M>@F LC QEBFO ?RPFKBPP TEFIB
>IPL BAR@FKD QEB@RIEPQ C MAR@FLK 4EBTKBOP B>JFKB\
FK AB>FI QEBLMBR@MS FK@SPB FK FIMSBA BG-@FBK@ES QEFP
@JMRQB@LKQOIBA J>@EFKBOTLRIA MOSFAB 4EB BPQFIR
QE® ABJ>KA FK QEB JHBD TLRIA FK@SPB FC QEE>A QEFP KB
BNRFMJBR >KA P>IBRLRA FK@SPB ¥ MBO@BKQ FK  O-QEBO
QE>K MBGBKQ >P QEBE>A LOFE>N BPQFIDR &RQEBOQEB
BG-@FBK@FRBRIEY >?LRQ\? QEB (@VIRQB@LKQDIBA BNRFMJBR
TLRIA PFDKREKQV BAR@ QEBFO LMBEKDLEQP ! CRLE BPQFIIB
FKAR@R QES TRE QEFPKBNRFMJBR QEAL@Q C DLLAP PLIAIRIA
AB@B-PB @0 MBO @KQ IC BSBKRB QL MB@KQ IC BSBKRB
4EBPB B® BJ>0OH>?V XWQO@ASCDREP 4EB LKV BPBS>QFLK QB>
QEB I[KBOP E>A FP QEBL®Q C QEFP KBNRFMJBR 4EB P>IBP
MOmB@r>P ?RQ QEB ?RPFKBPP AFA KIBQUEFP >JLRK IC
@PE SFI>?IB 4 O-FPB QEFP >JL@KC JLKBV QEB TLRIA BREBO
E>SB QL ?0FKD FK ST HBNREY M>QKBO TEL IRIA PRMMIQEB BBFD
>JLRKQ ?LAg QEB >P > ILKD QBOJ IL>K LO ESB PLJB
@J?FK>QFLK C BIREY M>QKBOPEFM >KA AB?QV4EBPQ >NMMOER
> AFPQSK BIQFAS TEL E>P PR@PPCRII FEBPQB FK PEBCI
?RPFKBPPBP 4EFP FKAFSEARFFIIFKD QLSBRQ

LO QEB B} C LO Q>HFKD >KREY MLRBFLK FK QEB
G0J 4EB [TKBOP >IPL BKQ QL QEB ?>KH TBRJEB E>A IFKBC @AK)
>KA >PBA >?LRQ QEBFO IBKAFKD LMQFLKP 4EB>P>REMBPPR
TFQE QEB FIMEBA MOAR@FSF >KA BE@FBKEGC QEB MALPB. KBT
J>@EFKBO4EB ?>KH T>P >IPL TFIIFKD QL IBKA QEB ?RPFKBPP

LO QEB EXE® QL MRO@E>PB QEB

@JIMRQB@LKQOIBA BNRFMJIBR 4EB ?>KH ELBSBOPQFMRIB QES
QEB IBKAFKBQB TRIA ABMBKA LK QEB >JLRKQED T>P ?LOCT BA )C

#E>MQBO  &FK>K@F>I ->K>DBIBKX



QEBRDJ ?LOCT BA QEB FPBBPQ>QB LRIA ?B  MBGBKQ
FC QEB >JLRK?LAJ BA T>P QEB FPBBPQ QB TRIA
FK@SPB QL MB@KQ FC T >P QEB >JLRR IC QEB IL>K
QEB RIBEPQ:QB LRIA 7B MBG@KQ >KA FC QE®I?LOCT BA
QEB BRMD QEB ?>KH [RIA @EHB >K FRBBPQQB C
MB@BKQ

AL @OB@YV >K>V\B QEFP $BPQJIBK LMMIGRKE QEB LKBOP
@RIA BIMILV PBBGI GK>K@F>l QLLIP >KAQERAP PR@E GH
EGH:C| K6AJ: .06 4EFP >MMS@E B>JFKBP > IBQFJB PGSJ L C
>AABFLK>I SBDKFKDP >KAR® PSFKDPLO >K FBBPQJBIQ 4EB @&PE
GLT QEX JFEQ BFPQ FP QEBKLRKR® ?V QEBI@®Q C ?LATFKD
QE® JLKBV )C QEB .06 FP MIGHS QEBK QEBGI PELRIA RKABSB
QEB FBPQJBK) FQFP KBRS QEBRDJ PELRIA KLQ RKAB® QEB
FISBPQJBIQ 4EFP >MM®@E FP QLLJ@IBU CO QEB KBP IC QEFP
QRIQ_QL ?BWB-JFKR\ FK >N AB)>FI &LO QEB MROMCABIRPEQIBLK
R TFIl ?B >PPRIBQES QEBTKBOP ?BD>KWILLHFKD@ QEB FIMO@
LC >IQBOBEBFISBPQJBIQ P@EBJBP LK QERGEDE BPRIQRC
/7 SFLRM® >KV FK ABMQE >KHFPC QEFPSBRQJBIQ TLRIA ESB QL
BKQ>FI JRIQB>O MASBDFLKP

4EBV BU>JFKB\ &8 P@K>OFLP

4EBFOBPQFSMOSFABP QEBERD C LO>K BREY
MLPBFLK FK QEB ?RPFKBPP
4EBV ?LOOT CO LJ QEB ?>KH 8 >K RBBEPQ-QB C

MB@BKQ >KA QEBBI-QFSMOSFABP QEBISFKFKD C LO
> PJ>IIBO BIREY MLRBFLK FK QEB ?RPFKBPP

4EBV ?LOOT CO LJ QEB ?>KH 8 >K REBBPQ>QB C
MB@BKQ >KA QEBBI-QFASMOSFABP QEBISFKFKD C LO
> PJ>IIBO BIREY MLRBFLK FK QEB ?RPFKBPP

4EBV ?LOOT CO LJ QEB ?>KH 8 >K REBBPQQB C
MB@BKQ >KA QEBBI-QFASMOSFABP QEBISFKFKD C LO
>K BSBK PJ>IIBO RRBY MLRBFLK FK QEB ?RPFKBPP

4EBV ?LOOT QEB BIQMD CO LJ QEB ?>KH © >K RBBBPQ
OQBLC MB@BKQ

X#E>MQBO  &FK>K@F>! ->K>DBJBK



4EB Q>?IB ?BIL M@PBIQP QEB RKB) PQX)BJBKQ 0O QEBPH-®
P@K>OFLP lIKB PBK>OFLP ?BR TRE QEB >PPRIMQFLIQQEB RB
BNRFMJBR TLRIA FIMOSB MOAR@HRS @M>@¥ >KA >0l P>IBP QL
FK@SPB FK ?V  MBQO@®BKQ SGQEBO QE>K QEBVIBABKQ QEY>
E>A ?BBK MBSFLR® CB@PQR ,FHBTFPB >Il EB P@K>OFLP B
QEB P>JB I®?Q C DLLAP PLIA TEF@E FK GEHP @ MB@BKQ IC
QEB BSBKRBP fQEBO QE>K QERP® KM MBO@BKQ FC QEBTKB
BNRFMJBR FP KLQ MRE-PB !ll CF8 PBK>OFLP B3 QEB P>JB %4
4EB P@K>OFLP MQELTBSBOFK QEB GRBPQ MJIBKQP 4EBRODPQ
P@K>OFL >PPRJBP QEsH T LRIA ?B MCSFARB ?V > BI>QHS
TEL FP Q>HFKD >KREY MLRPFLK FK QEBDC 4EFP FP KLQ > IL>K PL
QEB® >B KL FRBBPQ MYBKQP K QEB EIJ>FKFKDLRO PEX>OFLP
QEB FBBBPQ MABKQP B> CRKE@FLK C QEB >JLR® ?LAA BA >KA
QEB I@BPMLKAFKD@BBPQQB 4EB MAXBKQ IC FRBBPQ L3FLRM®I
FIM>@P QEB>BKFKDP BB Q>BP %% >KA QEB >JLRK) IC QBP
QE® ESB QL ?B M>FA IQELRRDEB Q>U ?ED@ELPB BK&OFLP TEBO
JLKBV E>P ?BK ?LO0OT BA FP IBPP QE>K QEBKP@FL TEBOQEB
FP MOLSFAB ?V BNREY QEB K MR >IPL ABIFKBP >P QEB

>JLRK Q ?LAJ BA FK@SPBP

#C8DB: - I61:B:C |;DGI=: X -8:.C6G>DH
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/TKBOPa
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4LQ>1 AB?Q
>KA BNRBY

4EB LTKBOP QEBK>SI@RIQB QEB 2/! >KA QEB 2/% CO QEBF®
P@K>OFLP EBK QBEB BJ>JFKB\ QEBPBBORIQP QEBLQBA® QE®
QEB BSQBPQ 2/L@@RE@A TEBK QEB KBJ>@EFKBO T>P EK>KEBA
BU@IRPBY 7V ENREY @MB>| 4EB 2/' AB @IFKB>P QBB ?BD>K QL
CRKA KBJ>@EFKBO TRQE AB?Q QEBBBUBO QEB AB?Q QEBILQEB
2/ ! ( LTBSBOQER P¥ > AFB®KQ RPRFLK TEBK Q¥BLLHBA >Q
QEB 2/% CO B@E RR&>OFL 4EB % T>P DB>QBO FK-@E FR&>OFL
TEB@ QEB J>@EFKRBU>P EK>KEBA BREBOUWRIRPBY LO QL PLJB
BUQB® ¥ AB?QK C>@ QEBTLBPQ 2/ QEBRDJ ?LOC BA QEB BBFD
T>P MBG@BKQ EREBO QE>K FC GEB BFA KLQ NBRA®DQEB
KBT BNRFMJBR) ! CRQEBOWB-JFKFLK C QEB 2% BPRIQP MEFABP
> B FIOBBPQFKD FKIRFIZEB 2/% FK@PBP >P QEB3J ?LOAP RM
QL L CAB?Q EBK QEBFOJ ?LOOP JLOB JLKBV
LO QEB 2/% AERIFKBP 4EFP FP ERAFFFIMIF& BU>IMIB
LC LMQFJ>>@B> PQOR® 4EBB FP > Bl LC AB?Q YMKA TEF@E
QEB ?BKBQP JB-PRBA ?V 2/ % ?BPKP QL ABIFKB J3Il ?RPFKBPPBP
JRPQ ?B >?IB QL FABROQEBFO bH&RB?Q QL BREY GQFL
,) 6C9, ) ; DGI=: X -8:C6G>DH

DG@L DGGEL DG@L DG@L DG@L

2/ !
2 %
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4EB LTKBOP ABFABQL &DW QEBFO >XPFP LKB PQBMJERO Q¥B
TLKABGBA FC QEB P>IBPABRFLKP B® QLL BRERPF>PQF @V 8B
@QK@OKR >?LRQ QEFQ® >?FI QL BM¥ >K/ IL>K PELRIA QEBO
?B > AQM FK P>IBP 4HBDB QEB ARQFABQL B>JFKB > TLOPQ
@PB PBK>OFL R@E >K¥PBP BD>?PLIRQBI@QF®FC LKB FP QL\CRII
BS>IR>QB QEB OFRPHRKABD>HFKD AB?Q ¥HBK QEB KRJ?BOP QLBPB
TE>Q QEBBORIQP RIA ?B FC QBBD>P > MBU@BKQ ABDB>PB FK
P>IBP FK OQEBO QE>K > M&8BQ FK@&®B FK P>IBRJEI>CBA QL
4EB BPRIQPA.QEFPQEE >KAPBP BOFK QERIC.TFKD Q>?IB

%BK TRE > EBSV AB?Q ?RBK CO QEBF® PBK>OFLP QBBOC FP
>?1B QL DBKBQB > M@®R >IQELRDR) FP > PR?PQFEN ILT BO M@®Q)
@JIM>CBA QL FC P>IBP BKEREY ?V MBO®BKQ 4EFR BJ>JFKB\ QEB
FIM>@ IC QEFPLWIDPR AB@IFKFKD P>IBP LK 2KA 2/ %

#C8DB: - 161:B:C ;DG I=: X -8:C6G>DH HHJB>C<6 *:G8:Cl
:8G :6H: >C -6A:H
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Key Takeaways

d ! OBI>QFEV PFIMY JLABI_?0B>HBSBK >K>VPFP_® FKAF@B
TE>Q P>IBP 88| FPENRFEA QL PQEI>HFKD > MGR

d &FK>K@F>88®DB_QEB-QFL C AB?Q QNREY @K FIMOSB QEB
BAQKLIF@ MBOTGI>K@ LC > ?RPFKBPP >P-FRBA 7V 2/ %

d % @BPPESEK>K@F>SE>DB_QLL JR@E AB?Q>I@?BIFK QL
@BAR®@ QEB @&KLIF@ MBOTI>K@ LC > 2RPFKBPP

d 4EB® FP >K FABIBSBI LC AB?Q.0 > EOJ TEF@E RPPALMQFJ>|

@MR>I PQOR®
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11Chapter 11 - Supply Chain
Manag@ment

The Supply Chain and a
Firm® Pole in It

No man is an island, entir e of itself. » *LEK $LKKB

'FSBK QEB >IJLPQ AYABJMLPRED>KA @SBGDB IC JLABOK ?RPFKBPP
QEBOFBP LOLW@EBMQP FK QEB MLMRIBPPMQ@KB C QEB B
@E>1IBKDBECC?LQE PJ>Il ?RPFKBPKBOP >KAL@MLEB BB@RQBIS
FP QEB BB QL PBM>QB QEB TER QO QEB @EXCK QEB I>PQRD
LO E8 ABRZ*ABP ?RPFKBPEMEB ESB EB-Q\ >KA B>A >?LRQ QEB KB
D®>Q FABQE® TFIIBELIRQFLKBWRPFKBPP >B HKIT FQ /KB >1JLPQ
@BIP L?IFDRR QL ORK LRQ >KAVR?LLH QB3 I¥P LRQ QEB DBKBO
MOFK@FMIBREK@MQP PR@B8BR6<:B:C | 7N D7?:8I1KH 7JH>C:HH
EM8:HH GC<>C:G>C< QOEKP>@FLK>l EBDPRP XXPU0OJ>QFLK>I
IBABOPEFM J>K>DBJBK ¥ T>IHFKD *BKA QEB A:6GC>C<
D&6C>06DC J> QOFU  J>K>DBJBK 7:C8=B6G@>C< IB>K

*LEK $LKKB [86)) - BAR®FLK4EB ,FOBERB. B LH
>@BPPB &B?0RM0 T TT LKIFKB IDBEQRB @J
ALKKB

#E>MQBO  BMMI #E>FK
->K>DBJBK QX



JB QELALILBBP >KA BBGI NR> PVPQBJP_QLQ> N@>IF
J>K>DBJBKQ QEB $BJFKD JBELA >KA BU BDJ> 3LJB LC QEBPB
E>B MOSBK QL ?B ?RPFKBPP C>AP >K&B EORK QEBFO
@ROPB_PLIBFJBP TBE MLFPLKLRPERP /QEBOP PR@E >BKB
JB QELALILBBP >KA PLJB NR&FPVPQBJP BB MOSBK QL ?B PLIFA
?>PBP LK TEF@E QL RISEO >K LO>KFVQFLR BE@FBK@KA
B@B@FEKBPP

| JLABOK @K@MQ QBE>E>P 7BK MLMRI>@ANSBO QEB [>PQLQ
AB@ABP FP QEiC PRMMI@E>FK J>K>DBJEX K LKB PBKPB PRMMI
@E>FK J>K>DBJBR FP >P LIA >P ?RPFKBPBIE /KB E>P QL ILLH\KI
>Q QEB SEF@ >ILKD SENRFR FIH 2>A QEAB QRQB 4EFRRQB BP
RPR\ QL JLSB DLLAP >@PP IPF® SPQ PQBMMBE BBK #EFK> >KA
QEB -FAAIB %>PQ >KA >P GRDTP >K@BEKIB ) Q MLPPBRPELPQ
LC QEB CRKA>JBK BIBJBIQP C QLA*®® PRMMI@E>FK DLLAFB®
MQAR@A J>HB QOKPMLOR JL SB ABMLRPR FK TMELRPBP
PQLE® MR@E>PB?V JBO@E>RP ?R >KA PLIA QL @RPQLJBOP P
TFIl ?B PBK QEBPES >@FSFBP BQEB I@B LC >K PRMMI@E>FK
)C QEBPBQRERIFBP BB ?EBK RKABOP>| AFJBKPFLKE PRPFKBPP QEBK
TE>Q FP ABBKQ >?LRQ PRMMBE>FK J>K>DBJBK 4E>Q NRBPQFLK
TFII KLT ?B >AAGPPE

' 61:G>6A ADH >C 6 -JEEA =6>C

*LEK -F@HIBT >/ >KA |AOF>K ZLAOFADB TF@E $L@&.OP
->HFKD 3BKPB C QEB ->K>DBJBR 'RORP .BT 9 L(H

4FJB "LLHP

3@ 7B?PQBOOFK@FMIBP >KIAR CO RMMI #E>FK
->K>DBJBK Q "LPQLK -@ >T ( FII

X#E>MQBO BMMI #E>FK ->K>DBJBKQ



What Is a Supply Chain?

4EB LTKBOP C J>KV PJ>Il ?RPFKBPPBP I>MOFAB QEBJEER LK
HKLTFKD J>KV_FC KLQ >lld. QEBFO BJIMBBP /QEBO PJ>lI
?RPFKBPPBP \VJ>E558 PLJB ABDEB LC C>JFIFEDRFQE JLPQ C QEBFO
@RPQLJBOP 4EB>V ESB MOBPPFLK>ILEQ>@P TOE PLIRKB >Q

#E>MQBO BMMI #E>FK ->K>DBJBKQ X



QEB OF® LC QEBFO FIAB®B PRMMIFBORLKR QELPBLEQ>@P QEB
ASFV ABJ>KAP IC LMBQFLKP J¥ JB>K QE® QBBE:SB C>FMQL PB
QEBFEE@P MLRPFLK FK QEEDIBO I®QBIQ HKIK >P QEB PRMWMBE>FK
7 E>Q MBRFPBIAL TB JB>K TEBK TB RPB QEB QBEJEEN 8=6>C
B6C6<:B:C | )KARPQOF>IDb®FWQFLKP >KA >EBJF@P MSFAB
PESBO| AFB®KQ ABKEFLKP@ PRMMI@E>FK J>K>DBJBK

4EB #LRK@FI@ RMMI #E>FK ->K>DBJBKQ 00@PPFLK>IP MEFABP
QEBIQILTFKD ABEKGFLK BaVIMI @E>FK J>K>DBJEX BKI@M>PPBP
QEB MI>KKFKD >KA J>K>DBJBIC >l >@FSFBP §KSBA FK PLROFKD
SKA MOD@REIBKQ @KSBOPFLK >KA >l EPQF@P J>K>DB(BK
>S@FSFBP JYLOQ>KY K >IPL FK@IRABRLGEFKQFLK >KA
@II>?LOQFLK TPE @E>KKBI PKBOP TEF@EK@B PRMMIFBOP
FIQBOJBF>OFBP QENSQ/ PBSF@® MOSFABOP >KA @RPQLJBOP )
BPPBKE PRMMI @E>FK J>K>DBJEK FRBDEBP PRMMIKA ABJ>KA
J>K>DBJBKQ TREFK >KA @0 @IM>KFBR

4EB 'PPL@RFLKLO /MBOQFLKP ->K>DBJBR) 0 )#3 ABGKBP >
PRMMI @E>FK >P IQLQ>l PVPQBJP M@E QL ABPFDKFKD >KA
J>K>DFKD QEB BR® QLT LC FKOJ>QFLK J®BOF>IP >KA
PBSF@P_ COJ O>T J> QBOF> PRMMIFBOPROBEG>@LOFBP >KA
T>@ELRPBP >KAFR>N QL QEB @RPQEIEB @E>FK LAMOFPBP
J>KV IFKHP PR@E >P IFKGPBBE PRMMIFBOPQQEIESFAB FKMRQP
IFKHP QL J>KRGEDFKD >KA $E® PRMMID LMBQFLKP QE>
QEKPDOJ QEB FKMRQREKMAAR@P >KA PBE@P >KA IFKHP QL QEB
AFPQOF?RQFLK >KARB®F@MOSFABOP QE:EIFBA QEB NAR@:

)K > PBJFK>| SQF@IB LK QEB PEPGERMMI@E>FK J>K>DBJEX
T>P ABEKR >P OILTP b3RMMI @E>FK J>K>DBJEKFP QEB PVPQBIF@

B3#-03 RMMI #E>FK ->K>DBJIBKQ $BEKEFLKE#LRK@FI
LC RMMI #E>FK ->K>DBJBKQ 0O®PPFLK>IP GEPPB
&B?0RA0  @P@JIM LMD >?LRQ@P@JIM

ABEKBFLKP >PM

10 }#3_/MBO>QFLKP ->K>DBJBR) "LAV LC +KIT IBADB
&OJBTLOH KABA #EF@DL 10)#3

X#E>MQBO BMMI #E>FK ->K>DBJBKQ



PQEDBB@L@AFKSOFLK C QEB )MFLK>l ?RPFKBPP QRKI@® >KA QEB
Q>Q@F@P @FOQEBPB ?RPFKBPPIERKRTEFK > MOP@RINTNEKV
>KA >@®P ?RPFKBPPBREFK QEB PRM@E>FK.@ QEB MROMLPBP L
FIMQSFKD QEB ILKD QBOJ MBOE@ LC QEB FKAFSFARMWIEKFBP
>KA QEB PRMM®E>FK >P > TEIdB

&LO LRO MROMLPB ABEKB QEB PRMMBE>FK >BIICTP bQ FP
> PVPQBIF@ >KAQBOMR GLT LC J>QBOF>IP IKKGQFLK >KA
JLKB V CO QEB FKBF>I>0 J> QBOF>I PRMMIFEMRIFEEC>?0F@ OP
J>KRC>@RBOP FMBELRPBP AFPQOF?RBRQEB@PBQ>FIBOP >KA QEB
@K> @RPQLIBQP RIQFQB L?GHMS FP QEB FIMBJIBKQ IC QEB
BKQEOMO@BPP TEF@E 3KP >K FK@®B IC B KLIF@ MBOTI>K@
LC >Il MXQF@FIQFK>KA >K FKRBRB FK:8RB 0O QEB BKA @RPQIIBO

)C TB BU>JFKB QEBPB ABGFLKP BBGO| @JILK QEBJBP PQ>KA
LRQ BMM @E>FK J>K>DBJBKFP KLQ IRE QL QEBLJ L C DLLAP
>KA J>QBOF>IP 4EB BR@CRI PRMNBE>FIBNRFBP > @KPFABQFLK
LC ?LQEFB>K@FSLTP >KA FHOJ>QFLKICTP >@0PP QEB EKED
@E>FK ! RBKA QEBJB FP QE+O>KFVQFLKP JRPGR@IB J VLMF>
LC GRPQ ?BFHIX@DKB TFQE QEBFO FJB®B PRMMIFBOP >KA
@RPQLJBOP AFBIRPQ QEHFIOL @KPFABQFLK QEBFO PRMMIFBOPa
PRMMIFBOP >KA QEBFO @RPQLJBOPa @RPRBLIBEPQL AL QEFP
LAD>KFV@FLKP JRPQUBI>KA QEBILT LC @JRKF@QFLK >KA
FKOOJ>QFLK

995>DCBAADRH >C 6 -JEEA =6>C

*LEK - BKQBO7FIIF>J $B7FQ@ »JBP +BB?IBO3LLKELKD
-FK . >K@ .FU #>0L 3JFQE >KA :>@E :>@E>OF>
b$BEKFKDRMMI #E>FK ->K>DBJBKQE 1.ROK>I C

" RPFKBPP [HPQF@P KL

#E>MQBO BMMI #E>FK ->K>DBJBKQ X
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( Fabrication %Warehousing% Distribution H Retail )
\ \ /\

 \

Information flows

/KB JFD EQ BPRI MLPB QEBIICTFKD NRBPQFLK T E>P QEBIE@MQ

LC PRMMI@E>FK J>K>DBJEX Q:BK L& FK QEB I>PBKY \B>OP

4EB MOIFBGQFLK C PRMMI@E>FK J>K>DBJBKFP L@ @K@MQLO
?RPFKBPPBP QEEK ?B XQOF?RQBL PEBG| J>GLO CE@OP FK@IRAFKD
QEBIAILTFKD

d .=:>C8G:6H>C< >EDGI6CS8: D<AD76A>GBC'IL?>] QOC>AB E>P
PEBK > PMEY)>@RI>0 @B FK QEB I>PQ EBKQRID )Q FP
BPQFJIQB QE® FRBOIGFLK>| B E>P FKEBOR ?V
MB@BKQ FKE&PB PFIR@ 4EB BKA IC QEB #LIA 20 FK QEB
B>Qv P MO LAR@A > MLIQFE@BKSFIKIBK Q GKAR@BQL QEB
MQJILQFLK IC QEB KLQFLE @B QeAB &B8B QRAB >/A @QBP
QE® KQFLKP TBO LO BIFJFRB G@B ?>0O0FBOP >KACRBEC
QE® EBRKQOFBP JEQ ABBILM PLIB M>QF@RISQMBQBK@FBP PL
QER QEB@K M>QF@RMFK QER. B> B@KLJ V 3BSBC|
QOAFKD ?IL@P $>7?BBK ?RFIQ AROFKD QEB I>BEQABBABP QEY
C>@0IBB GAB >JLKD QEBFO I@KBOP FK@IRAFKD QHBBARO
5KFLK TEF@E @BRYY @KPFPQEIDBKY PBSBK @RKQOFBP
TFQE > QLQ>I MLMPHEK FKUEBPP C EB ERKABA JFIIFLK >KA >
DQ@PP ALIBPQF@LWR@'$ 0 DB>QBO QE>K QHS QEB 5K\

30QBB 3@EEBP HL?>IFP>QFLK 3E-B# QEB LQAC ""#
. BTP *>KR>@ >@BPPB &B?0ORX0O
KBTP ??7@ @RH EF ?RPFKBPP PQJ
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30Q8BP 4EB %R@B-K 5KFLK PEBP > @JLK @ROBK@ >KA
QEBB®>® KL QEAB ?>00FBOP >JLKIP BBJ?BO P@BP .1&4!
PQ>KARG QEBLADE IJBOF@K &BB 4C-AB IDBBIBKQ >KA
BK@IM>PPBP #>K>A> QEB 58® 3Q9BP >KA BUF@7F QE
@PMED QL QERIRFKBA'$ 0 LC QEBPB GE@RKQOFBP .1&4
@MBPBIQP QEB DBPQ £XFKD ?IL@ FK QERIA 4T L LQEBO
QOAFKD ?IL@P FK QEHPDBOKBJFPMEBD>B QEB $LIFKFE®
2BMR?IF@ #EB¥}a |JBOF@K &BB 4G-AB 'D@BJBKQ >KA
-%2#/352 #LJJILK 3LRQEBOK 'DBBJBKQ TEF@E NIOLQBP
QOAB >JLKD !ODBKQFK> OCWFI $GDRY¥ >KA 5ORDR¥ 4EB
PMED>@RI>CLDQE LC FRBOIGFLK>FE>K@PELRIA >IPL ?B
@KPFABA TEBK BU>JFKFKD QEBLDQE LC IL?>IFPJ FK BABKQ
EFPQMO

=6C< :H >C 8DCHJB:G 9:B6C9H !|@Q@PP QEBOOA @KPRJBOP
>@ ?BA.JFKD MOD@PPEI JLOB ABJ>KAFKD 4ER BJMBR
?B@BO NRAMOAR@P TOE JLMB LMQFLKP >K& > IT BO @Q
/KB E>P QL ILLH LKV >Q QEBID?>I J>OHBQ 0O @Il MELKBPLO >K
BU>JMIB %BK FK IGRKQOFBP QBFIEQ ?B @I>PPBCP 4ERD

7 LOA @RKQOFBRK®RJIBOP BMEBD QL ?B >?1B QL ?KBII
MELKBP TBE @RGKD BDB @M>?F( >Q 8>PLK>?IB MCBI®@4EFP
@PRIQP FK >BBQ KBA CO KB MQAR@P TEF@E FK QROK
@NRFEP > BAR@FLK FKBF@@1B ABBILMIBKQ QFJBP LOJ>IIV
FK@SPFKD QEBMR® ABBILMJIBKQ QFJB IRIA DBKBOIV
@BPRIQ FK HED I@°Q PLIBEFKD QEFP RKEEMQ>?IB QLAAL
JB BQ FK@&®FKD >KAMBK [BXCF@FKD ABJ>KAP ?RPFKBPPBP
KA QE»QBBRJIRPQ TLH @ILPBITRE JBJ?BOP IC QEBFO PRMMI
@E>FK

)G<6C>OBDCH |=6 =6K: G:8D<C>0:9 I=: C:9 ID 8=6C< :
)K@BPFKIY JLOB >KA JLCB ?RPFKBPPBB@DKFB/ QEQ LIA
JLABIP J> V KL ILKDBO CRB®K K) QEB M>PQ J¥K?>RPFKBPPBP
PQCSB QL ?B BMF@V FIQBDER 4EFP JB-KQ QE» QBEBT>KQB
QL @KQO >P J>KV >PM@DP C QEBFO LMEQKP >P MLPPF2EDB
LFl @M>KFBP BEFZF B@F@® FKARPQOFAB FRBDOQFLK ! EOJ
PR@E >P %U L?Fl E>P QEB-M>@F QL @W LRQ >IJLPQ >lI
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QEB CRRELKP >PPL@B-TFQE QEB KBIBRJ FKARPQO»HUUK
- L?FI E>P RIPP QE»>@EK BUMILB CO LFI AORICCLFI QRPMLQ
LFI BEKB LFI EX D>PLIFKB >KA P8IIABERY QL @XPRJIBOP K
QEFPV B E>P >1JLPQL@MIBQB @XQO LSBO QEB BFREOPRMMI
@E>FK 4EFP >MMIE_QLQ>B®F® FIQBDAFLK_J¥ TLH FK
PLJB FKARPQOFBP EBOJP BADKFB/QE® 6§ FP@KLIF@ IV
>AS>KQ>DERP QL LRQPLBXLK@®B >@FSFBP &FOJBISHFKD
QEB ABFPFLK TQBBO QL JBHLO ?R >KA QEB >B EKAFKD
R EK>SK@PAI>@O@AS QL ESB LQEBO ?RPFKBPPBP BJ>H
@JIMLKBKQP LO MER@P L© QEBJ !'P LRQPLREBKD @BJB
JLOB MLMRI>QEBBT>P FJIBAFQB BADKRFLK Q=?RPFKBPPBP
E>A QL M» @@BCRI @BRFLK QL >Il QEB BIBOBKC QEBFO PRMMI
@E>FKP 4EEE>A QL ABBILM TLAHFKD BPQFLKPEFMRQEFQEBFO
PRMMIFBOP >KA QEBFO @RPQIR@BPPCRI PRMM@E>FK
J>K>DBJBKQ BNRFBP KB >MMOC>@EBP LO ABIFKD TBE
PRMMIFBOP 4ELPB ?RPFKBPRBE$BEPR@PPCRIIJ>AB QEFP
QEKPOFLK @& CRU BUMILE QEB ?BKBE C PRMWI @E>FK
J>K>DBJBKQ

IKLQEBO > TEB® ?RPFKBPPBPSE>IB-OKB QL @E>KDB
TEF@E E>P BQV FIM>@B QEB >@MQ>KBaLC PRMWMI@E>FK
J>K>DBJBKQ FP QEB @E>KDB>CMRPE MEFILPLMEQL > MRII
MEFILPLME! MRPE MEFILPLMBB >KP QEY > ?RPFKBPRAMIBP
DLLAP >KA PBBEP >KA MRPEBP FgL QEB J@BQMI>#)! MRPE
?>PB\ PVPQBJ TFILB@PQ ABJ>KA FK QEB B MAR@ QEB
@NRABA >JLRKQ MRPE QEB MR@® LRQ QEB AL:RA ELMB QB>
QEBICB@PQ PP @OB@ K @KQEPQ > MRII MEFILPYUNMB>KP
QE® QEB MMR@FLKC DLLAP >KA PEEEBP FP Fp#R LKV TEBK
QEB J>6BQMILO QEBLEPRJIBO ABJ>KAP @ O0OAR@FLK FP
FKEFR3R ?V >@R>| ABI>KA
. :8=C>86A >CEPBI>DCHALA>VR >MMO@E QL PRMMDE>FK
J>K>DBJBKQ TLRIA ?B FIMLPPF?IB QELRQ @EKLILB@
BSLIRQFLKP FK QEBISP C @JJRKF@>QFLK >KAL@GMRQBO
PLECYT >@ XQ TLRIA ?B FIMLPPF?IB QL LMB®FK >D?>] PRMMI
@E>FK QELRQ QBE)BOKB
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Key Elements of a Supply Chain

7 E>Q MEDFPBIJ>HBP RM > PRMM@E>FK J>K>DBJEK PVPQBJ
6>OFLRPROELOP FABKCQEB ABMBKQ @MLKBKQP LO BIBJBRP C
PR@E > PVPQBJEB PFIMIB IFPQRIA FK@IRABRD @B BIBIJBKQP
MQ@RBIBKQ LMBQFLKP AFPQOF?RQFLKQBOMPKLK

= DG : AB:C IHD6-JEEMN =6>C' 6C6<B:C |- NHI:B

>0 QFK -RO& bKQDAR@FLK QLRMMI #E>FK
>K>DBJBK @ '?LRQ @ >@@PPB &B?0OR0
ILDFPQF@P >?LRQL@ PRMMV@E>FKERAR@FLE
FIQL=P@J B)J OEFIIFM %AG\P bRMM #E>FK I J>I

" RPFKBPPBP >IQR)'BKEEX 3J>Il >KA - BAFRJ "RPFKBPP
#LOKBAMOFI >@ @PPB &B?0RX0  PJ?
@OKB@.J PRMMV @E>FK J>K>DBJBIQ PJ>I
?RPFKBPRBI$ 7FPKBO +BLKD ,BLKD >KA B>E
#ELLK 4>K 0OFK@FMIBRRMMI #E>FK ->K>DBJBKQ !
">I>K@A IMMQ>@E ->PLK / ( 3LRQE 7 BPQBOK
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Purchasing

« Supplier
selection

« Strategic
alliances

Operations \ Integration
- Lean Customer ) o cggrdination

- Inventory
control
« Quality

value ‘ » Measurement
f « Control

Distribution \§

« Transportation

«CRM

« Logistics
parties

4EB EOPQCLQEBLRO BIBJBIQPE®SJGB:C | ?BDFKP TBE QEB
MR@E>PFKITIM>QP [@MLKBKQP LO PSEEP (LTBSBOR) ALBP KLQ
BKA TRE QEB MBE>PB Q@RBIBKQ JRPQ BKPRMES® QEB KD
RBJP >B ABIFS®A FK QEBUE@ NR>REFBPQ>QEBLOB@) ILEQFLK

LK QEB PN@¥FB\ QFJB P@ERIB ¥ JFKFJ>| @PQ 4EFP JEKP QHY
MQ@RBIBKQ JRPQ I@@OK GPBIC DE QEB ABOJFIQFLK € TEL
PELRIA PRMWIQEB M&P QER.MILKBKQP LO QEB SBEBP D JRPQ
>AABPP QEB NRBPQRLKRPRR@ QES QEBPB PRMMIFBOP TFEGABIFS
>P MOJFPBA 4EB LMBKFKD MEB IC QEFP NRBPQFLEBR ER.OLTP
PELRIA QEB ?RPFKBPPE® ?R > M>QF@RI>0 Q+O PBE®@ 4EB

J>HB LO?RV NRBPQFLKK@ESB ?LQE PQUBB@ PFIKEC® >KA
B@KLIF@ PFDREK@ 3LJB ?RPFKBPPBP TFIl @ELLPB KLQ L E>
LQEBOP JBLO MCSFAB PBE@P ?E®RPB QEB?BIFEB QEB J>V ILPB
@KQO LSBO MIF@RI>C@EELILBBP LO PHFIQPB7FII @ ?BKBQ >
?RPFKBPP QLSB>ILTBO @Q FK QEB PELORKBQ ILPBQP PLR®
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LC @MBQBMS >AS>KQ>DB FK QEB ILKD ORK QL >KLQEHEQ@ O
/S BOPEP LRQPLRFKD J¥ MLPB AG@®RIQFBPQEFBPMED QL
@JIRKF@QFLK AE@RIQFBPQBKABQEKPMLOSOFLK AFPQBR@KA
QFJBIFKBP 4EB FKXIFIBL BKPBOQEB $B8GI NR> LC QEB
LRQPLR®A BBJ J>V ?B > ABFAFKD Qb@ FK KLQISEKD >KLQEBO
?RPFKBPP JBIQEB MSOLO MSFAB QEB BBE@ 2B@KQ AFE@RIQFBP
TFQE QEB NRMP-PPRE@®@ LC MAR@P J>AB FK #EFK> $ IF8K
J>K V 1JBOF@K J>KRC>@RBOP RBKA QELREQP >?LRQ LRQPERED

4EB® >B ELTBSBO B>PLKP I® ?RPFKBPPBP QL LR@PLRO
MQAR@FLK LO PEREP 4EB JLPQ LSFLRPBOPLK FP >PPLQ@BTRQE
ILTBO @QP B>A QEB ?RPFKBPBRIO>KA AFPEBO QEB MiRBthe
China price 4EFP BBOP QL QER I@LPQ C MAR@P MAR@A FK
#EFK> BSK BP IL T >DBP /KB PELRIA KLQ QEFKH)QIRQPLRGKD
FP >PPL@B> LKV TRQE ISBOPEP J>KRC>@ROFKD -3K EOJP TFII
ALIBPQF@V LRQPLR® @®@>FK FK ELRPB SB@>@FSFBP 4EBC)
I$ 0 PMEDF>IBRVFK NB®I>OFKD ?RPFKBPPBRIN>BJIMILVBB ?BKBEP
>KA Q>UL@MIF>K®@ !$ 0 E>P ?BK PR@PPCRI @RPB G FP >?IB QL
MQSFAB > EEINR>IEY MOAR@ 9 IIT BO @Q QE>K JMKEOJIP @RIA
MQAR® FK ELRPB 'KLQEB®>®LK TEV > ?RPFKBPP V>LRQPLF®
MQAR@FLK LO LQEBGDPEFBP FP QESEB ?RPFKBPP FPBI@ROO
RK>?IB QL JBQ MXQF@RI>0 ABJ>KSBP

)C LKB B® QL B@IRAB POBB@ L@PFABQFLKP >KA JBW ILLH
>Q BKLIF@ FPPRBP J¥KI>HB LO?RV AB@FPFLKPR®@ ?B C>RO
PQEFEQLO >\ SSORYFLKPQ ?6>HBSBK >K>VPFPJ¥D FKB >FKDJ FP
QEFKHFKD >?LRQ LR@PERD QEB J>KRQRBLC > MXQF@RI>0 QISD
> #EFKBPBFOJ 4EB MILQ FP KLQ RKFNRBE QB@EKBFEPQ>KAMLBK
PL LRQPLRIFKDLRIA E:SB KL PQQBB@ PFLOKEC®

616 ;DG DB:HI>8 *GD9J8I>DC KGHJH =>C:H: )J IHDI®>C<

)EI>DC
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DHIH DB:HI>8 *G D9J8I>DC )J IHDJ@>C<ID =>C6

&FBA @PQP
, >?LO @PQ MBO RKF
-> QBOFLR) MBO RKF

4C-KPMLO®FLKI®Q MBO
RKB

4>0OFCARDMBO RRF
4LQ>1 @Q MBO RKF

7F QE QEBPBIREP QEBGFP KL KBA QL @KAR@ > ?B>HBSBK >K>VPFP
IRQPLR@FKD QL #EFKEARIBP > |7 BO QLQ>I RKEPQ >KA QEBEA
@PQP BIPFDKREKQY ILT BO4EB QLQ>LEQ BAR@FLK TRIA AF@9OB
QE® #EFK> FP QEB®IOBA IL@QFLK QL MR@ QEB MSO'RQ KI
BKSFPFLK >KLQEBBKP@FL LKB FK TEF@E QBEPRIDOFLK I@Q
FK@SPBP ¥  FK@OB>PFKD QEB>RPMLOSFLK l@Q MBO RKBL
>KA QEB Q>ORCAROMBO RRFK@®BP ¥ MBO RKF

,:)K>H:9 616 ;DG DB:HI>8 *GD9J8I>DC KGHJH =>C:H:

)J IHDI®>C< )EI>DC

DHIH DB:HI>8 *G D9J8I>DC )J IHDJB>C<ID =>C6

&FBA @PQP
, >?LO @PQ MBO RKF
-> QBOFLRE) MBO RKF

4C-KPMLQOFLKI@Q MBO
RKB

4>0OfCAROMBO RF
4LQ>1 @Q MBO RKF

I K CI=:H:8=6C< :H L :86C CDL 8DC9J8I 6 7G:6@K:C 6C6ANH>H
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DB:HI>8 *G D9J8I>DC DI6A DHIH  )J IHDJ®:9ID =>C6. DI6A DHIH
&FBA @PQP QLQ=GF>?IBLEQP &FBA @PQP QLOQ=GF>?IBLEQP
1 1

?2@B>HB SBK MLF& 1 RKF QP
+ +J6C I[N

4EFP PFJMIJB>KP QHE3 FC QEB ABJ>KAOGEB MYGFPBTBO QE>K
RKF QP QEBKQFP @EEBO QL MR@ QEB MEOFK #EFK>

ELT BSBOFC QEB ABJ>KA FB)BO QE>K RKF QP GFP @HBBO QL
MQAR@ QEB MSOALIBPQF @

4EB HBV FPPRB FKLI@BBIBKQ FP HLLKB DLBP >?LRQ PHEIBFKD
>KA J>FKQ>FKFKD > PRMMIFBR®E @& ?B >MMO@EBR COJ QTL
AFB@FLKP 4EBFOPQBI®BOP LK EL> CFOJ JFIEQ B>IRXQB >
MLQB®F> PRMMIFBEB PERKA FP EL > GFOJ B>IRXQBP QELPB
?RPFKBPPBP QBB >IB>AV PRMMIFBOP QL >KIQMB® EBK ILLHFKD
>Q QEB ML@B¥! PRMMIFBOP I?RPFKBPP EOC J>V 7B >FAB 7V
BU>JFKFKD QELPB PRMMIFRBFPTEB 00J LC BMFEQFLK BE>MP
QEB JLPQ ID?>IIV B@DKFBA @@MFEQFLK MDOJ FP )3/ >
MQDGJ ABPFDKB QL BKPRBOQES PRMMIFBOP @IDFR >KA CRY
@JJF @B QL NRX¥ MOAR@FLK ! PRMMIFBOQQEP )3/
@O@FR J>V JB>K QE® FK@FKD DLLAP KBA KLQ ?B QBRQBK
BU>JFKFKD PRMMIFBOP LKEEQFSIPL ILLH @ QEB KRJ?BOCL
BJMILVBBP IC QEB ML@B¥| PRMMIFBO TEBEB@FBA @MMAEQFLK
FK QEB B® LC PRMMI@E>FK J>K>DBJEX 4EB !PPL@BFLK LO
IMBO>QFLKP ->K>DBJBR [0JBAV HKITK >P QEB !JBOR@®
0QAR@FLK >KAKSBKQLY #LKQO 3L@F® !0 )#3 E>P > MCDGJ
QL BMRCMOBPPFLK>IP FK PRMBE>FK J>K>DBJRK !@QBO PR#BFKD
> PRMMIFB®B JRPQ ESB > MCDGJ QE>Q @KQFKRLRPIES>IRXQBP
QEB @/>?F(¥ LC QEB PRMMIBBIB L C QEB>@>?FFFBP QEI>V ?B
@KPFAE® FK@IRAB LK QFJB ABINSQEB >@RE® LC ABIESY F B
@O0B8@) BBJIP FK QER@B@ NR>REFBP B(PEFMMB QEB >?RIF QL
E>KAIB R@ROFLKP FK ABJ>KA >KA QEB Q?RE ELIA FBKQLU
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RKQFI KBA\BA ?V QEB @RPQLJBM@ KBBAP > @IMOBEBKPESPE) IC
JB QOF@P QL IMBORR@E >K >K#HPFP K) >AADFLK LKB JRPQ QEFKH
>?LRQ ASBILMFKD > RBQVMB C BI>QFLKPEFMQEE PRMMIFBOP LKB
QE® FP KLQ SBOP>OF>| ?RGBIBVP > @ILPBLIHFKD BI:QFLKPEFM
2LOABOFKD LK ?BFKD >K >IIB>K@

4EB PEAKA J>GLO BIBJBR IC PRMMI@E>FK J>K>DBJEX PVPQBJ
FPDE:@I>DCH( >SFKD BE@BFBA OT J> QBOF>IP KIPOI@MLKBKQP
>PPBJ?IFBP LO FHR@P Q0 PRMMIFBOP QEBIKIT JRPQ QEKPLOJ
QEBJ >KA MG\R@ QEB MBR@P LO QEB BB@P QE3 JBBQ QEB IBBP
LC P [@PRJIBOP Q JRPQI®AR@ QEFP-RRDOJ>QFLK FK >KB@FBK
>KA BB@MS J>KKBO D QEB 7?BKEC IC QEB PRMM@E>FK
J>K>DBJBKQ PVPQBJ B TFIl 20FBCLSBGFE QELPB LMBQFLK>I
>@FSFBP QEILPQ AB@YY BI>QB QL PRNM@E>FK J>K>DBJBK

/KB BIBJBK Q FP ABJ>KA J>K>DBJBR 4EFP SKSBP XDBIMQFKD
QL J>Q@E ABJ>KA TE @M>@F )K > J>KRC>@ROFKD FHKJIBK Q
QEFP J¥ BIQ>FI > TRBO >KA JLB AR)>FB MOAR@FLK P@FHaB
)K > PBSF@ BISFLKIBKQ © J>V BIQ>FI BP@HERIFKD @RPQLJBO
>MMLRBJIBKQP QL ZTBBO JO@E PBE® MOSFABOSSFI>?R¥ | HBV
BIBJBKQ FP FJMSBIJBKQP FK SBKQLY @KQO TEF@E J¥ ?B ALKB
2V RPFKB6 |:G>6AH :EJ>GB:C | EABCC>CPLAY >®B LO FKRIFQFKD
>?JHI>CI>B: M@DGJ *RPQFKQFJB @BJMQP QL BEEB >K
FISBKQLY PVPQBJ TEEBOQEB ERKQLY >O0BB BI>@V TEBK B FP
KBBABA IKLQEBO 3V LC >@ESEKD LMBQFLK>| BAG@ FBK@L FIM(B
QEB PRMMI@E>FK J>K>DBJEX PVPQBJ FPV ?>ALMQFKB:6C
B:I=D9D AD<>:H4EB BPPBKEGLC IBK FP @BJIMQFKD QL BIFIpE:>I|
COJP LC T>PQB CD> MOLAR@FLK LO PEBPVPQBJ

4EB QEROBIBJBKQ IC QEB PRMM®E>FK J>K>DBJEX PVPQBJ FP
9>HIG>13DC $FPQOF?RQFIKISBP PBBG| >@FSFBP_SKPMLOOFLK
AD<>HI>8H >BELRPFKD >KAHIDB:G G :A6>DCH=>E B6CGB:C |

K 4EB GOPQ >KA JLPQSF2ZRP FP EPQF@P_QEBRMLOSFLK
LC DLLAP >@R® QEB BXKEOPRMMI @E>FK 4EB BB QL BE@FBK
QEKPMLQ DLLAP E>PAR)L > EFBG@F LC ILFPQF@PSEABOP 3LJB
>MRB QE» @ KT @KPFPQRCL> KROM>QY EFBEIDE &FOPQ MYO
ILDFPQF @ PS#ABOPB-QELPB TEL TFPE QL PEFM DLLAP QRE@RO-O
IL@QFLK 3BKA M>QY ILOFPQF@PIFBBOPE-QELPB ?RPFKBPPBR QE>
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MQSFAB QEB 3P IC QBPMLOQYFLK FK@IRAFKD PEFMBHED ®O
>FOG-FI LO QOR@KRRB M>QY ILCFPQF@PSFABOP J5 >IPL IGBO
T>@ELRPFKD PHEP QL QBIJM:EOM PQLE DLLAP 4EROM>QY
ILDFPQF@R.SAABOP R®B>IBWK CBOFKD >K >@OC PB&F@P QL
PFIMIROQEKPMLQ®FLK 4BBLCBO PERFEP QEY PVREBPBW SSOF®
LC PESFr@P FK@IRAFKD QEB PEFMMHKBP FBELRPFKD $83QLYU
J>K>DBJBKQ >KA M>@HKD 4EB >IPL J>V LEBO PEPEP
>PPL@BB TRQE C>@RFKD @RPQLIP HQBOK >KA QEBFRDIRQFLK
LC MCIBJP >PPL@BB TRQE FBBOKXFLK>I BKPMLOQQFLK 4EB-GDB
LC PESF@EP @K ?B PL BQBKPERES QEBQBERRB PBDJIBKQP QEFO
M>Q/ ILCFPQF@BPIRBBOPEKLRO DARMP 4EBV GKDB @O QELPB
?RPFKBPPBP QE#@H RM >KA BBIEELAP QL QELPB ?RPFKBPRBP QE>
BPPBRF1 MBQOJ QEB BRMOILOFPQF@P QRKKILO > @RPQLJBO
K QEB I>PG@BK \B>OP >LRME IBBI LC ILFPQF@RIFABOP>P
>AAB\ QL QEFP EFBIN !IQELRIE QEB®FP PLJIB 50RJBKQ >P QL TE>
AFPQFKDRFPEBP PLMRBP@EBM>QY ILOFPQF@R.IAABOP LCO
CRME M>Q ILFPQF@R.SFBBOP QEB BRWBK AFPQPH®& FP QE>
CRME M>Y ILOFPQF@PIRABOP CRIKEK >PLEPRIQ>EGP IO PRMWMI
@E>FK J>K>DBJBH ILBPPQF@P FPPRBR/ #HEB KLK >PPB ?>PR
FIQBDQLOP_G-0OJP AL KLQTK PEFMMFKD >QPRO SBELRPBP Q¥B
PFIMV MOSFAB IGPRIQFKD BB@P

4EB #2- @ LIMLKBKQ IC QEB AFPQOF?RQFLK QIBMBPBIQP >K
>@BJIMQ QIR®LI>QB REBE@FLKP TE @RPQLIBOP >KA QBFJEB
ABSBILMJIBKQ IC P>IBP MRMEBDP QERLCE PLEY >@ M>@H>DBPLPQ
PJ>Il 7RPFKBPPBP TFIl FQRBFKD #2- >P > JBKP IC @KQ>@FKD

3RP>KKB B@W >KA LKF@!ICBAPPLK bQSQBB@
$BSBILMJIBKQ IC 4EFQ0 >QY ,LDFPQF @PIFAB@P
)KARPQOF>| -HBRFKD ->K>DBJBR KL

b&LRQE 0>AY ,LDFPQF@RPFKBPP $BEKAGA.J
>@BPPB &B?0R0

TTT ?RPFKBPPAIF@KM.) ABCFKEFLICLRGDE M>Q¥
ILDFPQF@P BQJI
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@RBBQ @RPQLIBOP >KA ERYRPMEDAS @RPQLIBOP AEBEBK
JL SB LK QL PEY >@ QE® RQLJIXQBP QEB BROP>IBP M@PP 4EB
RIQFJ®B DL>IC #2- FP QEB BSQBOLEKBAFLK TBE @RPQLIBOP QERP
MQSFAFKD QEBJQE DE>QBOSRB

4EB I1>PQ BIBJB® IC PRMMI@E>FK J>K>DBJEBX FP QEBBBCO
>@:<G6I>DC | Q QEB ?BRKFKDQ QEFP @E>MBOBKQFLKS QES
J>KV PJ>Il ?RPFKBPPBP B>®KC>JFIF>0 QE QEBFO FMBSB
@RPQLJBOP >KA QEBFO AR¢B PRMMIFBOF BSBO QEN J>V 7B
M>Q IC > JR@E B0 @E>FR P @E@QES >Il MXIF@FIQPKFK QEB
PBOF@@E>FIB@DKFB/QEB BRFEY LC QEB PERB@E>FK ! C>MBRI.
LSB@.JB QEB JVLMF> C GRPQ ?BFKR@DKE TFQE QEB FJIBFSB
@RPQLIBO >KA QEB FAF®B PRMMIFBEX @OAR@ PFDKFEKQ
AFPORMQFLKP FK QEEDBIKE>FK 4EBPB AFPORMQRLRPDEFREKQY
FK@OSPB @PQP >KA ABRYG>IRB

4EB FIJM>@ IC QEB C>BRML >ALMQ > PVPQBJTFAB
MBOPN®BFS QE® FP B-JFKFKD QEB QIW>IE QEB @E>FK_FP JLPQ
@IBOV PBK FK TE® FP HRK >P QEB b?RIEFM BB@ 4EFP &)
FIRPOQBP EL > K>00T MBOPMEFS @K MOAR@ RKBIMEDR
@KPBIRBKEP %BFPFLK > @I>PPF@ \PRMEHFKLE@MLPBA LC >
@Q>FIBUEL FP PRMMIEBY > TELIBP>IBOTEL FK QROK FP PRMIFB
> AFPQOF?RQI@ETF MBR@ @FKD CJ QEB J>KRC>@RBO %>@E
BIBJBKQ IC QEFP @E>FK JRPRGPQPP >QF @B ABIJ>KA >KA
ABQBOJFKB QEB >MWIIB IBBIP IC FBBKQLY "B @RPB KL BIBIJBK
LC QEFP @E>FK TFPEBR®Q@H LRQCSEKD FKRR@FBKFEBKQLY QL
JB BQ > @RPQLIB@BJI>KA_B>@E BIBJBR TFIl @8 TE>Q FP HRK
>P PEY PQL@HK J>KV @PBP QEB JEO@®>FK QEB ABJ>KA QEB
DB>QBO QEBEBLO PR@E BSCPQL@IC ABJ>KA © QEEBQ>FI BBI
FK@SPBP QEBR BILTP QES ABJ>KA TFIl >IPL FKEBRB £ B@E ISBI
CRQEBO RM QEB PRNME>FIC ABJ>KA ABB>PBP © QEEBQ>FI BBl
QEB ABJ>KA TFIl IBFFPB ARB>PB CRIEBO RM QEB @E>FK ~(HEBED
TEF@E ABJ>KA >KA SBKQLU IBBIP (R@ROB FP ABMBKABKK QEB
IB>A QFJB © B@E IS8 FK QEB @E>FK 4EB\ABBS BBK >K FK@®PB
@O QEBBQ>FI BBl >KA QEBL@BPMLKAFKD FE@® LO ABB-PB %
QEB J>KRC@ROFKDSE TFIl ?B > CRIQBLK C QEFP>IB QFJB 4EB
?RITEFM BB@) BADKFBP QEY QEB >JMIRAB C FE3KQLU PTFKDP
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FK@OSPBP >P LKBX3BIP RM QEB PRWIIE>FK @ERPB B@E BIBJBR
LC QEB PRMMBE>FK FFBHQFEV K>0O AL@RPC GRPYRI® QL JBY
QEB KBAP IC QEBFO @RPQLJBAPERL(B@PQLO PE>BAC ABJ>KA
>@CPP QEB BHED@E>FKLRA ?B J>AB PFJRIQ>HERPV LO FC QEBAB
QFJB @RIA ?B PFDKREXQV BAR@A QEBK QEFP MEBKLJBKLKRIA
KLQ ?B NRIB >P AQ0> QF@ LA.MBJ> QF@ 4EB 7REFM BB@ @IP CO
FIQBDEOFKD RKID>QFLK >@RP QEB BXEOPRMMI@E>FK

IK Cl:GEG>H: GIDJ@: EA6CC>C< ,* PVPQBJ ¥ PR@PPCHII
FIQBD®B FKOJ>QFLK >@RP QEB BFEOPRMMI@E>FK 'K %20 PVPQBJ
FP >K R}BDMR PE) IC @MRQBO MDGJIP QEX) ?0FKDP IFKEQFLK
>?LRQ > FO® >@RKQFKD FE>K@F> P>IBP >KA bQEKP 6K >
@JILK A> Q>?>PB /KB >IPL KBBAP > PBOFBE IBQOF@P @HE:RIA
FKAR@B QEBSBGI MBQOJ>K@ LC QEB PRMMPE>FK 4EFP PELRIA
>IPL ?B M>QIC QEB OBDEQFLK M@BPP

Key Takeaways

d 4EB PRMMI@E>FKSKSBP QEB BIBDEYFLK C DLLAP FE>KBP
>KA FROJI>QFLK CDQEB FKBF>I PRMMIFBO QIFRER@RPQLIBO

d ! OBSLIRQFLK FK PRMBIE>FK J>K>DBJBKE>P 7BK MDAR@A
2V OL?>IFWQFLK @E>KDBPIHPRIBO ABJ>KA LO>KFVQFLKP
QE® 8@ DKFB/QEB KBA CO @E>KED BVP IC ALFKD ?RPFKBPP
>KA QB@EKBEFKKIS>QFLKP

d 3RMM @E>FKPB-@JMLPBA LC CRO J>GLO BIBJERP
MQ@RBIBKQ LMBQFLKP AFPQOF?RQFLKQBOMPK_K

d 3RMM @E>FK J>K>DBJBKPELRIA KLQ ?BES>P >MMBIORS

#B@FI # "LWSE >KA R?BA) " ( >KAEBIA KQDAR@FLK QL
IMBOSQFLKP >KARBMMI #E>FK ->K>DBJBKQ KA BA
5MMBO 3>AAIB 2BQ.* 0 B>OPLK OBKQFE( >I|
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LKIV €O I>0B ?RPFKBPPBP

A Firm® Role in the Supply
Chain

Developing New &ationships

16B: I=:DG NFP > 26K@E C J>QEBJQF@PQ’>AN PQ3B D>JB
QEBO/ BJ>JFKBP [@MBQBMS PEROFLKP FK TEF@E ® KERRQ@BP
J>V ?B FKBBK@A LO AR@DRB ?V QEB ABFPFLKE LQEBO MBOP
)Q E>P 2BK >MMIRBQL > SORW LC TLOATFAB ALJ>FKP FK@IRAFKD
B@KLIF@P JFE>0 LMBSQFLKP MQFE@® P@FBBE@>KA ?RPFKBPP
PQEDBY )Q E>PQP IK SBY I>DB IDBEHRB ?>PB >KA TH FK QEFP
&BIA E>P BK BADKFBA ?V PBBGI . L?BI MOBR FK ®@KLIF@P 4
?B@BO RKABOPQ>KA PLOB)EB OFPH >PPIE@ES PJ>Il ?RPFKBPPBP
M>QF@FMFKD FK PRMIBIE>FK J>K>DBJEX TB TFIl ?0FBCILLH %
Q@ L YMBP C D>JBP BQ PRJ D>JBP >KA KLK \B@ PRJ D>JBP

3:GD HJB <6B:H >® QELPB FK TEF@E QEB QLQ>FMBKBCI
M>QF @FIQPKQLQ:BAV ">PB?>Il @K ?B PBK >P > BQ PRJ D>JB ) C
LKB FP QLIA QEQEBBT 9 LG4 9>KHBBP >KA QEBBT 9 LCH - BQP MVBA
>K BUEFTBFLK D>JB >KA QEBIGBBP TLK QEBK LKB >IPL HRR QE®
QEB BT 9LH - BOP ILPQ ">BE?>Il >KA JLPQ D>JBP FKUEPPFLK>I
@LQ?>Il >B >IPL B PRJ D>JBP ?B@RPB QEBGFP > TFKKBO >KA >
ILPBCOLHBO &K >IPL ?B PBK >P > B@ PRJ D>JB ) C YRO EB COFBKAP
E>SB > &OFASKFBEQ D>JB IC MLBO >KA LKB MIBO FP RM  QEBK
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WLR >IPL HKT QE:©) QEB LQERR@MNBOP ESB PRE®A > @RJIRIDFD
ILPP IC

(DCO:GDHJB <6B:H LK QEB LQEBO E>KAB>QELPB Q@>
MLQB®F E>SB KB) BPRIQP LQEBO QBEK WEFP PFIMIJB >KP QR
QEB ILPPQ LKB MMBO ALBP KLQ BEQV @OBPMLKA QL QEB D>JB L
>KLQEBO MBO)K > KLK VBQ@ PRJ D>JB FQ FP MLPPF2IB 6l QEB
MIBOP QL TFK LIDC>Il QEB WBOP QL ILPB 4EB @I>PPF@BIRRRQO
LC > KLK \B@ PRJ D>JB FP HKOK >P QEB MOFPLRB®:BJJ> 4EB
MOFPLKB@®&IBJJ> EVMLQEBMBMQEY DL @OFJFK>IP MOFPLKBO ! >KA
MOFPLKBO>(B >OBPQB >KA @ESBA TFQE QEB P>JB @OFJB QEB
MLIFBPQOFLK QEB-G PBM3QB >KA B@E FPFBK QEBLOLTFKD
LMQFLK FORVFKIG®J LK QEB LQEBO MOFPNKBOTFII 7B PB (BB
TEFIB QEB LQEBO MOFPLKBMB@HB O €8 VB>O PBRBK® "LQE
MOFPLKBOPRIA FKPQRX@V B@DKFB/QE® FC QEBLQE BI>FKBA
PFIBR QEB MLEF@.RIA E>SB FKPRIE@FBKSFABKEEDL @XSF@?LQEC
QEB @OFJERTLOPQ QEBLRIA ?B EBIA FK QBB PBBG| JLK QEP
)C EIBSBO ?LQE MOFPLKBORGIEA LK B-@E LQEBQEN TLRIA
MQ?>?1V B@FB > @ L VB>0 PBRBKE !PPRIFKD QE»?LQE MOFPLKBOP
TFPE QL PBBQEB JFKFJ>| >JLRK) IC QFJB QEBFO FKAFSFEERRAKP
TFIl 7B AF@OR ?V TE>Q QBB?BIFEB TFIl ?B QEB LQEBO MOFPLKBOa
AB@FPFLK 4EBSB CRO MLPPF?IB LRIE® QL QEFPBH@OFL

OOFPLKBO ! RKXJP LK MOFPLKBO " TEFIB MOFPLKBOFKP
PFIBR 4EFP FP > TRIOGIOFPLKBO ! >KA > |LFPMOFPLKBO "
4EFP FP > TFK ILPB LRQED

OOFPLKBO " EKOJP LK MOFPLKBO ! TEFIB MOFPLKBOFKP
PFIB& 4EFP FP > TRHOGIOFPLKBO " >KA > |ILIRPNDOFPLKBO !
4EFP FP > TFK ILPB LRQED

"LQE MOFPLKBO ! >KA MOFPLKBIOOJHKCB>@E LQEBEFP
PRROFLK BPPER BMBPBIQP > ILPR.QG ?LQE MOFPLKBO ! >KA
MOFPLKBO " 4EFP FP > ILPB ILPRIRQ@

"LQE MOFPLKBO ! >KA MOFPLKBO " Q@RR{BBO >KNEFK
PFIBR 4EFFBPRIQP FK ?LQE MOFPLKBOP ALFKD > JFKFJ&) £JLRK
QFJB KB@@ QEFP FP > TFK TEK &@.QE FKAFSFAR>IP
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4EB MLFR IC QEFP 20FBDAR@FLK QL D>JB QEB FP QL HHBEQ
QEB MLPPFQFIEC @SQFKD £>CL>C H8:C6G>D)K QEB MOFPLRBOa
AFIBJJ> QEB BV QL >@ESKD > TFK TFK LRQ® FP QB ?LQE
M>QFBP JRPQ 38> @IMIBQB QORPQ F®B LQEBIEFP [@K@MQ C
JRQR> QORPQ WAI>> @QIE® QIB FK PR@®PPCRI PRMM@E>FK
J>K>DBJBKQ &>0 QLLGIBK ?LQE QEB PRMMIFBO >KA QEB @RPQLJBO
MB@BFS8 QEB BIQFLKPEFM >P > TFK ILPB LRI V #RPQLIBOP
T >KQ PRMMIFBOP QERABJIBJIP ¥ QEBTLBPQ MLPPF?IP@ TOE QEB
EFEBPQ NRSIFABIFBBA BU>@V TEBK KHBABA #RPQLJBOP @BK
RPB JRIQFMIB PRMMIFBOP >KAQEBY IC >D>FKPO@E LQEBO QL
DR>6KQB QEB MBPQ MLPPF?IB BIOBRMMIFBOP-RQ QL MSFAB
@RPQLIBOPQEGBJP IC QEB HEBPQ MLPPF?IB BIORGE >@MQ>?IB
NR>I/ >KA ABIFSBA TEBK © FPLESBKFBR 0O QEB PRMMIBBBPB
>MORABP MER@ > A>K@c ?BY BBK QEB @RPQLJIBO >KA QEB PRMMIFBO
TEB® ?LQE >® QOFKD QL TFKSEBK FC QE>B>KP QE3 QEB LQEBO
ILPBP 4EBPB®BRABPIDBK PQBJICIDEB C>@QEY QEBFP KL QORPQ
?BQJ BBK QEB @RPQLJIBO >KA QEB PRMMIFBO

7 %A >Q\P $BJFKD QEB C>JLRP J>K>DBJBKDROR TELSP JLPQ
@JILKI V >PPL@PB TFQE QEB NRMFJL SBJBKQ E>A PEBOI
FIQBBPQFKD FKIFDRIL >B>P QB3 TLRIA ?B >PPL@FR TFQE PRMWII
@E>FK J>K>DBJBR !P LKB IC QEBTJ>K>DBJBK Q QEEFPQP TELPB
FABP TB® @JMOBEBKPES BKLRE QL ?B PVBEBPBW FIQL >
@EB®KQ ?RPFKBPP MEFILRL$BIFKD PRJJ>OFBA EFP >MMEBE QL
J>K>DBJBKQ FKLE@BK MLF®&P /KB LC QEBPB MQPKFP >BICTP
b%KA QEB M@FELC F>Q\FKD ?RPFKBPP LK QEB ?>€FRCB@
)KPQBA JFKFJF® QLQ>IL@Q -LSB QI >Q\ > PFKIB PRMMIFB® GK/
LKB ©BJ TFQE > ILKD QBOBISQFLKPEFN LV>|§ >KA QORPQ

$BJFKD >@®RB\ QE® QEB JBB QI >\ > PFKIB PRMMIFBODC>
M>QF@RI>0 QIH@RIA VFBIA PFOKEKD >&>KQ>DBP BFKD > PARD

+BK "LVBO >KA PER) B0J> /IMBO-QFLKP >KARMM
#E>FK ->K>DBJBKQ 00 QEB  PQ #BRQ ->PLK / (
3LRQE 7BPQBOK
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PRMMIFBENGFBP QR > @RPQLJIBO JRPQ PFDK S\ERMFCEBIBK Q
TFQE QEB PRMMIFBEP BK>?IBP ?LQE QEB PRMMIFBO >KA QEB @RPQLJIBO
QL ?EDBO RKABOPQ>K@®MB LQEBCKIBAP >KA @M>?FQFBP P QEFP
HKLT IBADB DIOTP QEB PRMMIFB® @BXDBO PEDQEB @RPQLJIBO ?
FIMQSFKD NRSIFABPFDK >KA FE® &QJ QEBPB FIMBJIBKQP
LKB @K B-PRI >KQF@RB>QE» QEBOTFII ?B IT BO @QP >KA HEBO
MQGRP ! JRIQFB>0 @KQO@ TRE > PRMMIFBO BRQBFKD MEB@RI>O0
P>IBP FP$#R>?IB QL J>K PRMMIFBOEPB IC QEB ?BKBAC PR@E
> @KQO@ TEBK QE» PRMMIFBO JRPQI ABQE @GP ?>KH $BJFKD
@RKQBOP QEBRIBKQ 00 QEB KB €O JRIQFMIB PRMMIFBOPPBK @
@Q>PQRIEB LO > AFP>PQBOBPQUEHPFHB PRMMIFBY PRDDBPQFKD
QE® > QER >KA QORPQMBIBQELKPEFM TFI*ABQEB PRMMIFBO QL
ABSBILM PRE@FBKEKQFKDBN@II>KP $BJFKD SIRBP QE>> PBKPB
LC GLEXKBPMLKPFZMF&IM>0>?IB QL > J>OOF>DBIJEP CQJ PR@E
QORPQ

" RFIAFKD PR@E QORPEBRBJ L LAD>KFVQFLKP FP KLXPB)Q TFII
L@BK BNRFA®D PFDKREKQ @E>KDBP FK LKB LO ?LQEFBPGRE
@E>KDB FP ?BPQ FRAREBK B FP @B QL >Il MOB@FIPFKQE>QEBO
FP QLMSBI J>K>DBJBKQ PRMMQOCD QEB KRBT >VP IC ALFKD
?RPFKBPP LMl J>K>DBJBKQ JRPQ XIF@RIB QEB PHAO SFPFLK
?BQ BBK QEB TQ LM>KFVQFLKP LM J>K>DBJIBKQ JRPQ @iV
FABRORCQEB L?@BF3P >KA JBQOF@P QL ?BARRB?LQE QEB PRMMIFBO
>KA QEB @RPQLJBBLMIB KBA QL @8V RKABOPQ>KA QEBQGLFK
?BKBEP CO>ALMQFKD QEBTKE >V LC ?RPFKBPR JAARFLK $BK
TFQE BIE)OKF@L@IRKF@QFLK FFP EEN >ASFP>?IB Q@JBJ?BOP
LC ?LQE IB>KFV@FLKP JBQ LK > BDRI>O ?>PFP >KABARG QLROGE
LQEBOL>@pHBP

4EB KBl OBI>QFLKPEFMP @EB GNRFABA CO QEB PEEPP C >K
PRMMI @E>FK J>K>DBJEKM@MGJ >0B KLQ BPV QL FIMIBJBB ?RQ

7 %A >Q\P $BJFKD 4EB .BT %@KLJF@PLO KARPQO
'L SBOKJIBKQ %NARQFLK KAB #>J?0FADB -! -)4
0BPP

#E>MQBO BMMI #E>FK ->K>DBJBKQ X



QER >B SB>l %®Y BAAQ JRPQ ?B J>AB QL >ALMQ QEFP TFK TFK
MBOPN®BFS

Managing Information in New &5

#LPQ MGEQP >KAFRB>K@F>QFLP>® MOSFAB RPBCRI FEEPHN. QEB
LSBOIl BGEF@FBKEKA BB@MSKBPP C >K ?RPFKBPPLT BSBOQEN
AL KLQ ST>VP QBIl QEB CRIl POPBAABK PMBHK QEB MBE@LFI >
GLLA QE® ABPQZP > IT @.PQ PRMMIFBCFK@SPB FK E8BPQ-QBP
QEB @ILPFKO % I>5DB MI>R FK > PJ>Il QK LO > KEFLK>I ?>KHFKD
@OFPFB >IDBJQBOK>| Qt@P QE:EK @OFMMIB GEBKI@F> SFEPEE
>KV ?RPFKBPP 4EBREQBOK>| Qt@P IFBREKA QEB I@®QOI LC BBK
QEB ?BPQ J>K>DBJBKQS 3LJB QFJBP B KHBA QL ?B B @®CRI
>?LRQ TE® TB JB>PRB >KA EI T B PELRIA JB-PRB !IQELRE
R >AAP > ¥BO C @MIBUEY QL > ?>PF@ @RXQFKD PVPQBJ
JB >PRBJBKQP QE>>B RPBCRLQ B>IR-QFKD MEGPPBP QE>PEB
@RPQLIBOPK@B MCSFAR

7 EBK B>IR*QFKD QEB PRMEIE>FKOL> ?RPFKBPP @EEO> BSQ
KBBA QL @&BCRY @KPFABO TE»JBQOF@P PELRIA ?B BUBAL3R@E >
@KPFABQFLK PELRIA FK@IRAEPQ PLIB C QERULTFKD C@OP

d . DIGA HIEBN 8=6>C 8DHIIl QEB LMBEQFLK>IEBVIBKAFRBP IC >
@PQ >PPL@B>TFQE QEEBRRFRIB FKOJ>QFLK PVPQBJP

d 6H= ID 86H=8NSA: I>B: 4EB QFJB 28I BBK TEBK >K
L>KFVDFLK MEE>PBRDI> QBOF>IP >KA TEBK\DEB M>FA
2V QEB @RPQLJIBO

d :A>KGN 4EB MB@KQ>DBC LABOP ABIB®A LK LO ?BGB
@RPQLJBO ARBQYBP

d  AM>7ANS4EB >JLRKQ IC QFIBBNRFAEA QL E>KAIB > PFOHKEMD
0-JM RM FK MAR@FLK

*LBI'$ 7FPKBO +BLKD ,BLKD >KA B>E #ELLK 4 >K
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&LO QELPB TEL B®BOFLRP@JIF @B QL J>UFJFWFKD QEB ?EB¥BC
COJ PR@BPPCRI PRMM@E>FK J>K>DBJBK PQRAQEBHJEEN 8=6>C
DE:®I>DCHG:G:C8: -) , BD9:A 4EFP JLABI BK>?IBP ?RPFKBPPBP
QL ?BK@EJHDQEBFO PRM@E>FK J>K>DBJEKPVPQBJP $BILMB
FK 2 V QEB BMMI #E>FK #LRK@FI FKK@RK@FLK TBE -2
2BPBE >KA @DABL 2>7FK UAA >KA 20E QEB MROMLPB QEB
3#/ 2 JLABI FP QL MISFAB JBELAP QL JEBPRB >KA ?BK@EJHDQEB
MBQOJ>K@® LC QEB PRMMRE>FK J>K>DBJEKPVPQBJL> ?RPFKBPP
#ROBKQV LKB QELRP>KAFQJP RKB®RFFBP >KA SROKJIBIKQ
>DBK@FBP QF@RBFK QEBK@FKRFKBELERQFLKE QEB 3#2 JLABI
)Q FP BAF@DR LK QEBB J>GLO I@MLKBKQP M@BPP JLABIFKD
MBQOJ>K@ JB>PRBIBKQ >KA QEB @BOJFIQFLK C ?BPQ
MO @FEP

4EB MO@BPP JLABIFKD I@MLKBKQ ?BBKP TGE EB BPPBRF>|
BIBJBKQP QE>IFKH QLOEBO QEB PRME@E>FK MI>K P@RQ>HB
ABIFBO>KA BQROK 18K BBOP QL QELPR @BPBP >PPLQ@ESTRQE
QEB ABPFDK IQEB PRMMBRE>FK MI>KKFKQEGEBP >PPL@EIFQE
QEB LQEBIRO MG@BPPBP >KA QEB FIMIBIBRFLKC >l QEBPB MI>KP
4EBPB MI>KP PELRIA BK>?IB J>K>DBIBKL FABRC>K/ PFDKFEKQ
D>MP >KA ABBOJFKB HLQEBPB D>MP TFIl ?B @ALRBR@ BBOP
QL QEB KBOFKD >KA QEBIRERFLK C DLLAP >KA PEREP QL JBQ
>KQF@R@B ABJ>KA FK@IRAFKD @ESPB KBOP P@ERFKD
BBFMQP >KA POIED->HB BBOP QL QELPRE@BPBP RREL @SQB
QEB M@R@ LO QEB BB® FK@IRAFKDO ®>IMIB J>HB QL PQL@H
J>HB QL LGBO LO BKBKBO QL IXBO $BIFBO BBOP QL QELPB
MQ@PPBP >PPL@ESTRQE QEB ABILMJIBKQ >KA QEB GRUBKQ IC
@RPQLIBOABDOP FK@IRAFKD ARGRED M>@RKD >KA PEFMMFKD >I
LOABOP >PQi (BBQROKBMBOP QL QELPR@P®PBP >PPLQETRQE QEB

0OFK@FMIBPRMMI #E>FK ->K>DBJBKQ ! ">I>K@A
IMMQ@>@E ->PLK /( 3LRQE 7 BPQBOK

3@@ 7B?PQBOOFK@FMIBP >KIAR CO RMMI #E>FK
->K>DBJBK Q "LPQLK -@0 >T ( FlI

#E>MQBO BMMI #E>FK ->K>DBJBKQ X



MBQROK @ EKFPEB MOAR@P Vv > @RPQLJB@EB 3#/ 2 JLABI
>@BIMQP QL ?B >P FK@RFFBILPPF?IBQE BPMER QL QEBFBBC
J>GLO M@BPPBP %>@EL@WPP #& ?B ?QHBK ALTK FKQL
PR?@IMLKBKQP #R@®BQYV QEB®>B QERD PR?@MLKBKQPLD QEB
MI>K BIBJBKQ TUOBKY PBSBK PR?@MLKBKQP I© QEB PLED
BIBJBKQ QEBOLKB PR?@MLKBKQP L© QEB J>B BIBJBKQ PFUQ
LKB PR?@MLKBKQP O QEB ABBS BIBJBIQ >KA QEW®FU
PR?@IMLKBKQP L© QEBBQROK BIBJBK 4EFP MODGJ QEBK DLBP
LK QL FABBRCPMBF® JROF@R KBAQV BSBYY PR?@MLKBKQ &
FP QEB JLPQIWOBEBKPBSPVPQBJ C B>IRXQFLKLO PRMMI@E>FK
J>K>DBJBKQ

Key Takeaways

d )K D>JB QEBO/& KLK VBQ@ PRJ JLABI F Q FP MLPPF?IB QL
MQAR@®@ TFK TFK P@K>OFLRQ JRIQFMIB NBOP

d 7FK TFK P@K>OFLBNRFADIRQR>I QORPQ

d 3RMM @E>FK J>K>DBJBXPR@PP KB&P KH IBSBIP IC QORPQ
>KA BPM@D 00 B QL CRRE.K MBIBO/ FK QEB ILKD ORK

d 3RMMI @E>FK J>K>DBJBXKBAP JBQOF@P SHBQBEP
MBQOJI>K@®

d %UFPQFKD JLABIPRRMMI@E>FK JBOF@R/ 2 @K E>KAIB QEB
JLPQ @IMIF@QR LC PRMVMI@E>FKP

The Benefits and the Risks of
Participating in a Supply

X#E>MQBO BMMI #E>FK ->K>DBJBKQ



Chalin

The Benefits of Soesful Supply Chain
Managment

&LO >K PJ>Il 2RPFKBPP £JF QJBKQ QL ABBILMFKD > PRMMRE>FK
J>K>DBJBKQ PVPQBJ FP KLQ > PJ>Il RRABIGKDQ)FELISBP QEB
@JJIF QIBKQ IC PFDIREKQ EK>K@FERLR@P 0O QEB N®FPFLKC
>MMOMOFRB PEY >@ OLIF@FBP >KA@ARGP JRPQ ?B @E>KDBK
>@OA\>K®@ TROE QEB RBP IC QEB RBPVPQBJ BOPLKKBI JRPQ ?B
QEFKB FK KLQ LKIRPFKD QEBTKELCY >@ ?RQ >IPL >A>MQFKD QL KB
T>VP IC ALFKD ?RPFKBBPIIZRPFKBPPBP @®1Q QEBPB @E>IIBKOBP L
>ALMQFKD PRVM@IE>FK J>K>DBJEKXPVPQBJP @RPB PR@E PVPQBJP
>@ SFBBA >P ?BFKD FIMQEK 0O ILKD QBOJ PRES| >KA ?E®RPB
?RPFKBPPBP QK@FMB> PR?PQRR>l J>K>DBJBR >KA BKLIF@
?2BKB&P

4EB J>K>DBJBKQ ?BKBQP C PRMMI@E>FK J>K>DBJEK PVPQBJ
FK@IRAB QEBLOFKD

d - >AD 7JHI>C%V QEBFB® K>QRB PRMMI@E>FK J>K>DBJEK
PVPQBJP FIMEB @JIRKF@QFLK >@RP >I| CRKIBLKP TEFK >
?RPFKBPP 4EFPAB QL BIMIBBP ESFKD > A@BO
RKABOPQ>KAFKDQEB BXE)LMBSQFLKPQ > ?RPFKBPP >KATEL
QEBFOLTH ®I>QBP QL QESBG I ?BKBE)P C QEB ?RPFKBPP

d #3 EGX 8DBB JC>86>DCH Li= HJEEA>:@ 6C9 8JHIDB:CH
)IMOLSBA @JIRKF@QFLKP TE @RPQLJBOP BKBFK@EB
LSBGII S'IRB MCSFAB QL QELPB @RPQLJBOP 4ER.EBVEKQ FK
@RPQLIBO@SPORK AP QL ILKDQFJBISQFLKPEFMP TEF@E
VFBIAP PFINEKD BLKLIF@ ?BKBOP JMOLSBA
@JIRKF@QFLKP TFE PRMMIFBOP ESBIQEB §8G 1 LMBSQFLK>|
BO-@FBKE ?LQE MEB@FIQFKBAR@ @PQP >KA FIUSB
MQGRQP

#E>MQBO BMMI #E>FK ->K>DBJBKQ X



d -JEEA>:G H:A:81>DBRMMI @E>FK J>K>DBJEKPVPQBJRI@
EBIM ?RPFKBPPBPIR-QB MEMEDFESPRMMIFBOP >KA JDKG
QEB MBAI>K@ LC @RBKD) PRMMIFBOP 4ENB W @K IB>A
QL PGQBB@ PLETKD >KA PFBERQ @PQ FSFKDP MIRP
FIMQSBJIBKQ IC QEB TEBK >KA TEBMXBBABA S>OF>?IBP

d #B E@KB:C IH>C EJ8=6H>C<4EB >RQLJ>QFLK C MR@E>PFKD
@BAR@P BQOP >KA FIMGBP QEB@KLIF@ BE@FBKEC QEB
MR@E>PFKD CRRIGK $FP@FMIRKB@E>PFKDK2>IILT CLO QEB
CRII BMILBSFLK C 5>FI>?|B AFPRXQP

d , :9J8I>DC D; >CK:C IDAN 8DHIFBRMMI @E>FK J>K>DBJRK
PVPQBJP>@ MOAR@ PFDKFEKQ @PQ FSFKDP >[@® >II IBBIP IC
FISBKQLE )JMOLSBA CB@PQFKD >KA PERBKD TFII 32\ QL
FK@SPBP FK SBKQLY QROKP >KA EGBPMLKAFK BAR@FLK C
@PQP

d #B E@K:B:C IH>C DE:61>DCH)JMOLSBA NR>I& @KQO!
M@BAR@P QEB P@O3QB TEF@E FK QRBKEEB PFDKFEKQ @PQ
P>SFKDP "@)BO MER@FLK P@EBFKD SKPIBP B}
MQAR@FKD TE>FP HBBBA TEBK ) FP EBBA 4EB ?RPFKBPP
ALBP KLQ BB QL PMBKA >AXAK>| JLKB Q@FKD QLLBIBRB
QEB MAR@FLKC M>QF@RI>@BOP QL @RPQLJIBOP LPR®
DLLAP PLIA FRER@A FK QEFP J>KKBIO>AARQFLK>| ?BKELIC
PRMMW @E>FK J>K>DBJEKPVPQBJIP FPQBSBIB-A QL ?BRBO
RQFIFQELK C MI>®Q >KA RRFMJBR 'OB>Q RQFIBREK OKPI:9)BP
FIQL IBPP IBHFELLA QE>RKKBABA >PPBP TFII 7B MR FBA
TEF@E E>P J>GLEKSK@F>| ?BKEC

d GGG ®J8I>DC "V >RQLI>QFKD M@PPBP ?FIIFKDLEIFO-KA
BODOP >PPL@B»TFQE MR@E>PFKD >KA PEFMMFK DEFBR®
?B ®AR@A 4EFP KLQ LXIP:SBP JLKBV ?RQ >IPL FIMSBP
PQFPQ@ K TBE ?LQE PRMMIFBOP >KA @RPQLJBOP

d #B E@KB:C IH>C IBCHEDGI6DC DE:6I>DCH@@RMB
ABIFBOFBBER@ BQROKP >KA QEBFO >FHA @PQP
3LMEFPQR® PEFMMFKD JLABHK@AR® QEB 88GI @PQ C
QEKPMLQ®FLK

d 993>DCBA ;>C6C8>6A 7:QH>3R@E PVPQBIPK&FIMOSB QEB
@IIB@FLKP M@PP TEF@E FINGRORPQLIBIQFLKP

X#E>MQBO BMMI #E>FK ->K>DBJBKQ



@AR@P ?>A AB?QP >KA FIMBP GPE C.T

The Risks Asociatd with Supply Chain
Managment

4EB J>GLO OFPHP >PREFRE > PRMWI@E>FK J>K>DBJEXPVPQBJ
C>Il FRL QL @QBDLOFBRAEE @ KA J>K>DBOF>|

-F@E>BI QAQBOES CABP JLABI FP > JLABI C QEB J>GLO Qb@P
QE® @KQOF?RQB QL >K FKYRRSEDI PQORED )Q >IPL MLER QL
C>@LOP QEXFEQ >B@ QEBBCGI MOTR>?R¥ LC QEB MIP@RI>O
?RPFKBPP QEFK Q@>FKARRQ@EB DB>QBO QEB BKENE € QEBPB
COBP QEB BEBO QEB @E>IIBKDB QB BMSB >SBODB BQROK
MQGRPI® ?RPFKBPPBP FIQGEARRQID FP RPBCRIEIF® QT L LC
QELPBLG@P_QEB MLBO IC PRMMIFBOP >KA QEBQVC ?RBOP_>KA
@BBU>JFKB E QEB/ JFDEQ FHRBK® QEB MOQ>?R¥ LC >K
?RPFKBPP FK QEB PR@EFFK

0LGDBO FABRBP QEBICTFKD CXROP QBIFEQ @KQOF?RQB QL QEB
LSBGI PEEXDQEC B@ELTE ( B >ORB QE® PRMMIFBEMHD BOCRI
TEBK QEBLAOLTFKD L@ROP

d .= N6GS8DC8:CIGE:9 7 EBK >K FKARPQEP ALIFKOB 7V
LKIV > BT PRMMIFBOP QEBPB PRMMIFBORVEESBS DE8>QBO
>?FI/ QL AREDB QBOJP QL QEBFO @RPQLJIBOP 4EB JFKFKD
@JIM>KV $B"BBOP TEF@EK@OIP JLOB QE>K MB@BKQ IC QEB
TLOA AF>JLKA MOAR@FLK FP >?1B QRDREEB PBIIFKD BIOE@
AF>JLKAP 00 JLPQ (C QEBIOA® GBBIBOP )Q PELRIA ?B
MLFRB LRQ EIL BSBOQES FK PLJB @BP G @KQSQFLK

>PLK ! #>OMBKQBO >KA 7FIIF>J ' 3>KABOP GSQBBE@
->K>DBJBK Q >KA $VK>JF @GBDPMEDFS 5MMBO 3>AAIB
2FBO.* 00 BKQFE( >II

#E>MQBO BMMI #E>FK ->K>DBJBKQ X



M>QF @RIMG ARLMLY MQSFABP >K LMMQRKE CO @RPQLIBOP
QL 0@ QEBTL. @JMBQFKIFOJP QLL@MBQB JL@ G>ARV
>D>FKPQ@®E LQEBEFKH C QEB@ROFLK C "LBFKD >KA IFO?RP
>KA QEBFBISDFLKPEFM QL QEBFO @RPStOBORP HKBP Q
MBPBIQ QEBC-® LKN @ L J>GLO MAR@OP C @JBO @F>
>SF@B >KA >FXBP PLIBFJIBP L?Q>FK@BO AP AJ LKB
J>KRC>@RBO ?B»RPB IC QEBFO ABRFOI>FIQ>FK MADFK
J>OHBQ PED

d .= H>O:D: I=: HIEE A>:@ >H A8GS:A6K: ID I=: 7J NGH
3RMMIFBOMB:MIT BOCRI TEBK QEB® 1>DB >KA PBII QL >@RC
CODJIBKQR ?RVBOP 4EFKHCLQEB IBBPQ LALEM>KFBP QESPBI
D>PLIFKB QL FKABMBIQMBRFLKP 4EB MBO FK QEFBIR@FL
IFBP TBE QEB ID8 LFI @M>KFBP

d - L>I8=>C< 8DHIH 8G><= 3RMMIFBOPSB:MIT BO TEBK QER.BR
LC PTO@EFKD QL >K > QBEBERMMIFBO BRIBKPBS->K V
?RPFKBPPBPWORE -FAPLE MAR@P ?@RPB QL AL
LQEBTFPB JB>KP QE3 QEBTLRIA ESB QL BMR@E>PB RB
E>QT > >KA PCY >@ CO QEB E}MBLM>KFVWPFLK

0Q.?IBJP J> V >IPL >OFPB.L® EB >SFBOBIF>KBLK LKB @RPQLJIBO

FK QEB PRMMRE>FK BIS [>DB @M>KFBP KBA QL ?B $>@ LC

QEBF®IQMS PEXDQE FK QEB PRN@E>FK 2R??BOJ>FA FP QEB JLPQ

>AJF®BA @OMLERQFLK FK [JBOF@P SQB\ ?V Fortune J>D>WFKB FK
>KA V  BQ® E>A PFDRERQ ARE@RIQFBP TEBKIABD TOE

LKB LC ®P J>GLO @RPQLIJBORJ>OQ K QEB BIV P

2R??BOJ>FA IGRKA QES QEBLEQ I® > 1BV FKOEAFBR BPFK_E>A

FK@SPR 7V MBO@KQ 7 >1J>0CR>IILPQ QLQ@RP LK ILBOFKD

P MGRIR B QL A® J>KV LC 2R??BOJ>FRMDAR@P 4EFP ?BD>K

> ALTKT >G\ PMBOCO 2R??BOJ>FA TEF@R IBL GP MRFEFFLK 2

>0V %QEOFADBBHP >?LRQ QEB¥I ->0 Q ORDEL
>@BPPB&B?ORMO T TTAPRP>LOILTT>DB
T>IJ>0B @ = E QJI

X#E>MQBO BMMI #E>FK ->K>DBJBKQ



. BTBII X@ 2R??BOJ>FABKQ @O QEB PQRRP C QEB JLPQ >AJD
@OMLERFLK QL ?BFKD > BPEPB ?E>RPB @ C>RR)L BA.DKFB/RP
BU@PPESABMBKABB@K LKB @RPQLIBO

Key Takeaways

d 4EB® >® PFDKREKQ ?BKBQPLD ?RPFKBPPBP@EALMQ PRMMI
@E>FK J>K>DBJBR PVPQBJIP

d 4EB ?BKBEP PQBJICXFIMOLSBA @RPQLIBBIGQFLKPLEQ
@RQFKD >KA FBE&®\ LMBEQFLK>| BE@FBK@FBP

d 4EB >ALMQFLICL> PRMM@E>FK J>K>DBJEKMBOPERE @K
MLPB OFPHP

d " RPFKBPPBP JRREFABO QEB-QASMIT BO IC ?LQE QEBFO
PRMMIFBOP >KA QEBFO @RPQLJBOP

#E>MQBO BMMI #E>FK ->K>DBJBKQ X






IMMBKAFU ! 3>JMIB "RPFKBPP
0I>K X






Appendix: A Sample Busises
Plan

4EB CIILTFKD ?RPFKBPP MIE® &eKHa !l IJBOF@>K ">OB1RB T >P
?RFIQ RPFKBRPFKBPPIXK 0Q PLEYT>®@ )XQ FPLO QEB MROMLRB L

FIRPOQFLK >KA ALBP KLBMBPBK) QEB CRIPN®?F@FBP Q. QEB
PLET >@



Exeutive Summary

&OKHR !l IJBOF@>K ">OB1RB E>P LMBEDB CO ABPABP FK QEB
PLRQEBOK #LKEBF@RQ REMIFLK 7RE > QARFLK C PRMBQMS
QLA >Q C>FO MOFEE®BA FK > C>JVICOFBKAISQJLPMEB® QEB
LTKBOP KL ?BIFEB ® FP QFJB QL LMBK &RB BPQROKQ >KA
BUM>KA QEB IMB@FLK >KA QEB AFPQOF?RDEEKHR PFDIQRD
?2>0?@RB R@P 4EFP RBKA BPQROKQ TFIl ?B FK $OFBK
#LKKB@F@RQ >KA TFIl ?BAKBIF@ >P 1>DB FK QBOJRELPBQFKD
@M>@¥ >P QEB @ BRD&>FERIA BPQROKQ 4EB @M>KV >IPL MI>KP
QL 8JM RM MOAR@FLK C 6P FR@P >KA FK@BB QEBFO P>LBOOA
FK QEB KE) QBB\B>OP

Objectives

4EB LTKBOP C &8KHa !l IJBOF@>K ">OB1RB >KA LQEBO SBPQLOP
MI>K QLMRQ L C QEBFTKLILKB V FIQL QEB BBKA BPQRGKQ
>KA BJM>KA QEB IMB@FLK C QEB PFIRB PR@P 4ER/ PBH QL
O-FPB >K >AQFLK CO LJ > ?>KH IL>K QE® TFIl 2BEM>FA FR
VB>OP

Mission

Vision Statement

4L MQAR@ QEB ?BPQ ?>@MBBLCA FK .BT %KO>KA



Mission Statement

4EB JFPPFLK C &SKHR !l JBOF@K ">OB1RB FP QL MSFAB QEB
PLRQEBOK #LK@BF@RQ FEIEIFLK TRE QEEFKBPQ ?>G@RBLCA

FK (RO J>GLOBOFLK>| PABP %) >C.OA\>?1B MOB@FK > C>JFCOFBKAI
PBDFKD P B DOT TB TFI KBBOIADRY >KABJ>FK CXJECRI QL QELPB
C>@LOP QEESB J>AB RP > PR@PP

Keys to Sues

&OKHR !l ' JBOF@>K ">OB1RB E>P ?BK FK ?RPFKBER €BQV CAY
VB>OP Q E>P B>QEBBA DLLA QFJBP >KA ?>A QFJBPLRED>II YMBP
LC BKLIF@ @KARFLKP B ExSB PRSFBA ?B@RPB &XHRA E>P
BI>FKBA @IIJF @B QL PEBGI MOFK@FMIBP

d 4EB LKV L?GERRSLC > BPQRCOKQ FP QL FBQEBRKBPQIA K
@K MB8M>B 'LLA CLLA_KLQ JLOB OFJIJF@HP LO
>ASBQFPFKD_?0OFKDP FK @RPQLJBOP BKAMILQ>IQV keeps
@RPQLJIBOP

d 0BM>0OFKD QEREPQI®AP JB>KP > @JF QJBKQ QLB®BIIBK®
TEF@E JBKP L?Q>FKFKD QEB ?BPBARBEP >KA > A8-@FLK
QL @LHFKD ?>0%BRB MMB/ TEF@E JBKP @.HFKD @BCRYU
>KAslowly

d )K>AABFLK QL MSFAFKD QEEBPQIA TB @JI>FK @JIIF @B
QL MCBFAFKD @RIIBKQ PESF@& 4L RP QEFP P COFBKWAKA
HKLT IBADB-?IB PQ€CIBJ?BOP TEL J>HB QEB @RPQLJBBE C
IFIB QEB >® AFKFKD QFE C>JM

d 7 B MOSFAB QEB EBBRJLPMEBB® /RO DL>| FP QL B8 > PBRFKD
QER P¥P b?>0ORB 7 B AL KLQ MSFAB > C>X@BRFKD LRO
?>PF@ @P-KDL@MIBJIBK QP QERIA T B PBEB



Company Summary

&CGKHA !ll'IJBOF@>K ">OB1RB E>P ?HBBK > EFBIV PR@PPCRI
BPROKQ FK &>FBR #LKKBRF@RQOXBOQV CAY \B>OP Q T>P
PQ>QB >KA FP PQFII J>KADB/ &OKH 2>FKPQA )QPLCA >KA PR@P
E>SB TLK ST >@\P X ?LQEBDFLK>I >KA KQFLK>| ?>0@BRBI@HL CP
JK >AARFLK &®Ha E>P ?BK $ QB QEB ?BPQ ?>@PRB BPQ>?IFPEQBK
FK #LKKERQF@RQ KRUOB® QFJBP VW J>KV IL@| KBTPM>MBOP >KA
J>D>WFKBP

4EB J>K>DBJBKQ QH L C &eKHa !ll JBOF@>K ">OB1RB E>P
AB@FABQEQnow FP QEB QFJB QIMBKA QL >K >AMHAK>| I@QFLK
ICQBO>@BCRI >K¥PFP > BBKA &OGKHa !l IJBOF@>K ">OB1RB @K
>KA PELRIA ?B LMBRB-K $OFBK #LKK@)F@RQ 4HBPQRCKQ TFII
?B I>@BO >KA DEBA QL ?RRBO Q>MJEKQEB DUFKD MBI>AB Q>B
ELJB AFKKBO J>E8BQ

)K QEB I>P@TCVB>0OP &BHa E>P ?BK PBIIFKIYP IQRO PFDRRB
?>0?B0RB R@P 4BU>K -BJIJMEFP +>KP>P @F >KA #>QIFK> FK
IL&@&l PRMBOJHBQP !IQELRD QEFPBMBPBIQP > PJ>Il MIQFLK C
LSBCII BSBKRBP P>IBP $-?BBK DOTFKD %) > BJ>0OH>?IB M>BD4EFP
J>0OHBQ JRPQ ?BBMILBR O0MIFJFK>0 J>0BQ BPBWE FKAKIBP
QE® QEFP PBDJIBIC QEB ?RPFKBPP TETBQ MB@EBKQ MBCBYO
Q.0 QEB KRYEB \B>OP

Company Ownership

0BPBIQV &OKHRA !l JBOF@K ">OB1RB FP > IFJBB IF>?R¥
M>QKBOPEFNDEREKH 2>FKPOA >KA EFP TBCBQY >P TKBOP %>@E
E>P> MBQBKQ PEEFK QEB ?RPFKBPP

4EB MI>KPLO BIM>KPFLK TFIl 20FKD fMB& CO QE®B LQEBO
FISBPQLOP L2B@ 2>FKPG\ 3RP>K 2>FKEQG\ 2LDBOP >KA !IB@
>@?P 2L?B@) 2>FKPG\ >KA RP>K 2>FKBEQ\ 2LDBOP BOQEB PLK
>KA ARIEQBO © &8KH >KA "EIY "LQE ESB BUQBKPESTLH



BUMBOFEK@Q &SKHA !IF@ @?P E>P ?BK QEB BPQROKJR
>@DRKQ>IQ 00 LSBO DBKY \B>OP

4L >PPFPQ QEBK@FKIT IQEBWBI>KPFLK L2B@) 2>FKPG\ >KA
3RP>K 2>FKPG\ 2LDBOP TFIM@E FBPQ TEFIB IF® »@?P
TFIl FEBPQ

4EB KB IFJFQB. IF>?RI¥ M>QKBOPEFM TBPRIQ FK QEBERQLOP
ELIAFKD QEBILTFKD BIREY MB@KQ>DBP

&OKH 2>FKROA
"B QY 2>FKROA

2L?B@) 2>FKPG

3RP>K 2>FKEG\ 2LDBOP
IIF@ >@?P

Company History

&OKHA !l 'IJBOF@K ">OB1RB T>P CRKABA FK 2 V &OKH
2>FKA@A IQELRIE > K>QFS . BT %KO>KABO&OKH IBOKB >?LRQ
@LHFKD ?>O@RB TEFIB PERKD FK QEB 53 !FO @LGSROFKD EFP
Q BISB \B>OP C PESF@® EB QGBIBA >@@PP QEBLEKQU >KA IBOKB
>?LRQ QEBRD J>GLO W8P IC [JBOFEK ?>0?BRB4BU>P -BIMEFP
+>KP>P #& >KA #>QIFK> (FP MI>K SP QL FPOAR@ MBMIB FK
PLRQEBOK #LKEBF@RQr@al ?>0?ERB QE>BR>FIB EFE NR>IEY
JB >QP M®BO/ @LHBA >KA PJLHBA LSBO >K >MMQ@ORB IBKDQEL
QFJB

)K QEB ?BEKKFKD &KHR !l lJBOF@K ">OB1RB T >P > PJ>l|
C>@@IFP @RIA PBQ >?LRQ QBFOMEMIB § TP ILE@QRB KB-O QEB
&>FEBIA FID>A PQIFLK >KA SP QEBFOPQ CRII SB® ?>0?BRB
BPQROKQ FK &>FBR &&XHA MI>EA >K BIME>PFP LIBEROFKD QEB
CLA K E>A > EEN PFIMIF®@ ABRO TEBB QEB Q>?IBBB @B®A
TFQE ?RQ@EBO M>KIBD IFKBK Q>@B.QEP 4EBROROKQ TP >K
FJJB AFB EF B@FBA @KPFABOIB IL@I MBPP >KA TK PEBCI



CLA>T>@\P 4EFP PRBPP BK>?B&OKHA QL JLSB QL > IX0BO C>@FIF
FK &>FERIA LK QEBTH# J>FK QELMRIEC>B "LPQLK A.PQ 2>A 4EB
KBT IL@QFLK *P > JFAPBAMBPQRCOKQ IC >?LRQ BEY PBQP &&H
E>P ?RFIQ QEFPQREK EX > BI>QARV PR@PPCRI >KA ki@ TBII
HKLTK BKQBOMOFREEYP 7BK >Q QEB BIFBIQ ILEQFLK PFB@EB BV

P ) Q PEXRP > M3FKD ILQ QE PEBCGI LQEBO PGECFK QEB PJ>II
J>ll FK TEF@EFFP I@B

&CGKHa E>P TK J>KV ST >@\P %) BOFLK>| >KA KQFLK>I ?>0@8RB
@LHL CCPCO ?LQE QEBLA >KA QEB R@®P TEF@E FP RKRPRE €
?>0?BRB ?RPFKBPP BR%KDO>KA 4EB BPQRCKQ E>P 7BK TO&)BK
RM B8MBQRIV FK QEB I@>KA . BT 9 LOH M>MBOPCCQEB NRAIA.C
RPLLA >KA RPIRRO PFDRRB ?>0?BIRB R@P K QEB I>PBIC/B>0OP
&CKHa E>P PLIA PJ>Il ILQRCLQEBPBR@P FK ILX® PRMBOJ+BQP
4EBV E>SB ?BBK AFPQOF7RTHE>RPB IC &cKHA MBOPLKALKKBAYFLKP
TFQE QEB PGLDK>DBOP &E&H 2>FKBPQA E>P ?BK >MMO@ER ?V
> J>GLO BOFLK>] PRMBOJRY QL PBIl EFRRE@BP 4EB PRMBOJZEY
FP TFIIFKD QEKE > C>@FIREQ @RIA MDAR@ &OGKHA PR@P FK
PFDKFEKQY I>@BO ISRJBP TEF@E IRIA BMBPBIQ > PR?PQRR>I
FK@SPB FK QEB P>IBP RR@P b&PQ BOMDJI>K@ LC &EeKHa !lI
IJBOF@K ">OB1RBc MOSFABP > PRJJ>O LC BV EK>K@FHOREP
QO QEB I>PQ BEWB>0OP_ QL bO>PQ BOGDJI>K@ #E>@c
FIIRPEOBP QEBPB/HKRJI?BOPI®M QE3Y MBOFLE QFJB

*6HI *:G;DGB6C8: O BC@$ AA B:G>86C 6G:+J:
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*6NB:C1 6NH

*6HI *:G;DGB6C8: =6GlI
Past Performance
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Company Loations and &cilities

&OKHR !l JBOF@>K ">OB1RB E>P ?EBK FK &>FBIA #LKKBDF@RQ
CO ARPABP @ E>P > BMRQQFLK QERIELRQ QEB PLRQEBOK
#LKKB@F@RQ AELBIFLK 0O RI@IIBKQ LA >KA E>P BEBFBA
KRIBALRP T >@\P 4EB J>K>DBJBKQ QB ABQBOJFKBQES > PEIKA
IL@QFLKI@IA Q>M EK QEFP HI@>JB (BB@DKBFLK 3BG| QIKP FK
QEB BIFLK TB® BS>IR:QB CO QLQ>I MLMBFK MLMRIELK ABKBF
C>JFV FKI@B >KA ELJB S>IRB 4EBPB CO@DP BB @KPFAMD
?B@RPB IC QEBFO FJQ@& DBKBQFKD $8F@ >KALEPRJIBOP ?BFKD
>?IB QL M4CO JB>IP QEY >BMOB®PIFEQV EFBBO QE>KRF@C>PQ
QLA LRQIBP K >AARFLK QEBBODB C>JM PFB\>KA QEB MERXQ>DB
LC C>JM ELRPBELIAP B® @KPFARD ?B@RPB &KHR FP > C>JFI
BPQROKQ >PQI A>Q> BB DXEBBA LK QEBSBODB QEBI QFJB QL
>KACO T LOH CO BPFABBP >KA QEB-DBPQRB Q>LQ@B "E@RPB QEB
KBT IL@QFLK C &KHa TFIl BIME>PBAMBM>BA JB >IP TB BIQ QB>
FKAFSFAR>IFQEFILKDBOL@RQBP TLRIA ?B JLCB IFBV QL L&BO
JB>IP >KA MF@H QEBJ RM&XKHa ! PRJJ>OV LC QEBPB @> FP
MQSFAB FK b$BILDOMEF@ >®> KD 3BIEDR #LKKBAF@RQ



ALTKP_0>@) ¢ >KA b$BILDEMEF@>®> KD 3BIEDB #LKKBAF@RQ
ALTKP_0>@ ¢

ICQBO QHIREE >K>VPFP OF T>P @K@IRAB QE® $OFBK
#LKKB@F@RQLRIA ?B QEB ?BPQ HJ®LKLO QEB RB?0>K@E C
&OKHa Il ' JBOF@>K ">OB1RB )Q E>P > EEFK@IB MLMRIFLK
>KA > EFP MLMRIQFLK ABK®F >KA > I1>0B MB@BKQ>DB C 6P
FKE>2B>IQP > JBJ?BOP LC C>JM ELRPBELIAP 4BBE:SB ILKDBO
@JIRQFKD QFJBP TEF@E B@BOQEB MLABK| KB CO MBM>BA
JB >IP

‘BD<G 6E=>8 616 ;DG -:A:81:9 DCC:81>8] |. DLCHR* 6GlI

#.B 6>G;>:A91 :HIEDGI 6HIDC 6G>:C (DG 6A@
OLMRIQFLK
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K@JIB
( LRPB SIRB
OB@BKQ>DBC
C>JFV
ELRPBELIAP

40-SBI QFJB
JFKRQBP

2B>I BPQRB Q>U
oQB

&>JFNV PHBV
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. . . -161:D;
#:B -16B; D® 1 :HIDC 1 >MC - GIB7IAA heegisa) |
OLMRIFLK

OLMRIRQFLK
ABKP® PN JFIB

K@JIB

( LRPB SIRB
0B@BKQ>DB
LC C>JM
ELRPBELIAP

40-SBI QFJB
JFKRQBP

2B>| BPQ3B
Q>Ux)pB

&>JFNV PHBV

| PMB@F® IL@FLK E>P BE FABRFB FK $OFBKLO QEB RBKA
&OKHR Il JBOF@>K ">OB1RB )Q FP FK > PJ>Il J>Il >KA FPOBO
BKLRIE QL ESB > PBQFKD>@>@FLC ~ MIRP Q>HBLRQ C>@FBP
4EB J>Il E>P JLOB QE>K >AMR%B MHFKDLO CRQR@RPQLIBOP 4EB
J>Il FP IL@QR QEBB ?IL@HP ICOQEB - BQD. LAQE $OFBK>BID>A
PQOFLK >KA FERO ?IL@HPLC@EB ) B UB ) FP QERIB TBII
MLPEFLKB QL SDO@ QUF@ CIPLQE @O >KAXF|I @JRQBOP 4EB
IB>PB BB CO > QBB VB>0 @QO@ FPEWY B>PLK>?IB I > MOMBQ/
LC QEFP BFW

Products and Senas

&OKHR Il JBOF@K ">OB1RB PMERDF>IBWFK QEBKBPQ ?>C@RB
PBSBA FK > C>JVICOFBKAICOJ>Q { RPBP QHEKBPQ @RQRIB>QP
QE® >B CBB LC >K DOTQE ELOJLKBP Q FP HRK Q.0 > SORW
LC PIL PJLH BA >KA PIT @.LHBA JB>QP PR@E >P OF7ZBC?BIRI/B
MLGI >KA @EFEBHAEBPB BOPBERA TRQE &£KHR C>JLRP >KAT>G\
TFKKFKD R@® S-ORBFBP TEF@EVOPBIQ QEELRO J>GLO WBP IC



2>0?@RB I@HFKD &BHA FP >IPL KLOBLO P PFAB AFPEBP >KA
ABPPBQP

/RO DL>| FP QLUBI>KA LMBQFLKP QL >@RA IL@QFLK FKFBK
#LKKB@F@RQ 4EFP (QRUFH ?B PFDRERQV I>@BO >KA TFIl BB >
PRADFLK ARQR QL QBURQ JB>IP

Competitive Comparison

4EB® >B >MMQFJXQBY CAY PMBFNQ?>0?BRB BPQROKQP FK
#LKKB@F@RQ ¥EBB PMB>A QHEARCELRQ QEB RIB> ?RQ LXICRO
FK@IRAFKD-EER Il IJBOF@>K ">OB1RB > FK QEB PLRQEBOKBPELO
MBLFLK 4EB QBB @IMBQBLOP BAPJ>IIBO LMBQFLKP LKB LC QEB
2>0?ERBBPQROKQP FK #LKKEF@REEQEB EFPYLBMRM@FLK
>@I>FJ LOT>G\P QEY J>Q@E &KHR !ll 'JBOF@>K ">OB1RB )Q FP
KLQ >K B>DDBQFLK QL POES &5KHa FP QEBBBIFKBIQ ?>0O2BRB
BPQROKQ FK #LKKB)F@RQ B>P > W>I CIILTFKD QEY B>~@EBP >P C>0
>P . BT 9 LOH #RY

&OKHR FP QEB MKPR>O?@BRB BPQROKQ FK #LKKB)F@RQ TBBO
PRMBOJBQP >® SVFKDLC QEB GEDQL J>EBQ &EKHA PFDKQRB
2>0?ERB R@P 4EFP PFABIFKB ?RPFKBBFPBI® QL ?BBYEIBIV
MQGR>?IB >KA PRMMLGEB BCII J>OHBQFKD &CQP L© ?LQE
IL@QFLKPQ &EKHR !ll lJBOF@>K ">OB1RB

Fulfillment

&OKHA !l JBOF@K ">OBLRB E>P >T>VP ?BK @JJF @B QL
MQSFAFKD QEB >?PLIRQB ?BPQ FK@RBAZR 4EFP E>P JBKQ
>PPROFKD QEEEBPR NRSIFFKIEAFBRP FKICA MBM>SQFLK &&H
E>P BPQ>?IFREB AR@ABP ILKD BI>QFLKPEFMQEE PRMMIFBOP FK QEB
. BT 9LOH >KA #LKKEDF@RQB>® (B PBIBDP KLQEFKD ?RQ QEB
@ELE®Q PEEFLKPQ ?BC MLO >KA @EFEKH( B E>P ST >VP J>AB



PR@ QE® EFP JBQP I@B CQJ PRMMIFBOP TEL B@JIIF @B QL
NR>I6Y FKIEBFBRP >KA TEL KEBO RPB DOQE ELOJLKBP 4EFP ILKD
QBOJ BI>QFLKPEFMQEF> SOR¥ LC 1BV PRMMIFBOP BK>?IBRH.QL
PROR® QEB ?BPQ @RDBSPLK>?IB MCBRD &EKH FPNR>IV @@CRI
FK RPFKD QEBEPQ PEIF@O EFP ?>0@IRB R@P 4EB P>JB FP QORB
@O >l QEB PFAB AFPEBP &KHR !Il . JBOF@>K ">OB1RB L GBOPQP
@RPQLJBOP

4EFP @JF QJBKQ QL NRSIFFP KLQ IFJB QL QEB PEIBFLK C
JB>QP >KA FKEMPBRP &HH >KA EFP PQ>BADKFB/ QE® QLM
NR>I&/ ?>0?BRB LCA BNRFEP > HKLIBADB?IB >KA ABM
@JJF QJBKQ QL L@HFKD QERL® MOMB® !ll JB >QP JRPQ ?B
@LHBA >KA PJLHBA PILT IV 4EFP BNRFEP QFJB B BIMBKPB >KA
@JJF QJBKQ ?RQ QEBRRIQP BPMED>@RI>BLIB @RQP @ JB>Q
>Q &EKHA J>V GNRAD>P J>KV >P BIBBK ELROPT MEM>EQFLK >KA
@LHFKD Y%@IIBK® FP KLQ >@HPBSTFQELRQ L @F QJBKQ QL B
4EFP BDAD E>P 7BK B@DKFBA TRQE KRJBORP T >GAP X KOFLK>|
?2>0?@RB I@HL CP &XH E>P @BV B@DKFBA QE® QEB JBl FP
@IBOV > CRK@FLKC QEB NRAC QEB JBQ NR>(¥ FKIEAFBROP >KA
@@CRI NBM>SQFLK

Future Roducts and Senas

&OKHR Il .JBOF@>K ">OB1RB FP B>AV QL >@MQ KB@E>IIBKDBP
IMBKFKD > PBKA BPQRGKQ TFIl PFDREBQV FK@SPB P>IBP ?RQ
QEB RBKA IL@QFLK FP MKIQEB ?BEIXKFKDQ KB AFG@)FLKPLO
&OKHR !IQELRE &OKH E>P ?BK PBIIFKD EFBORLK>I ?>02BRB
PR@P FK IL®LRQIBPL® B>0OP EB FP KIOB>AV QL PFDK :K@O@
TFQE > J>GLOBCFLK>I PRMBOJED @E>FK QL #8Q >KA PBIl QEBPB
PR@P QE®CELRQ BT %KO>KA 0BIFIJFK>0 PQRAFBP FKAB@E>
&OKH @K >KOF@BB> MB@BKQ >KKR> DDOE 6QB FK QEB P>IBP L
P>R@P 0O QEB KE)ES \B>OP

7FQE QEB DIDE IC QL FK@JB C>JFIFBP IBPP >KA IBPP QFJB FP
>S>FI>?IB QL BI@>B JB>IP ) ELJB 2B@DKFWFKD QEFP PFIMIB C>@



&OKHRA !lI'JBOF@K ">OB1RB MI>KP QL GBO > SOFW LC
MBM>@H>RB>0?BRB JBIP QB3 @K ?B MF@NRM £ QEBBQRGKQ
>KA BEB-QR >Q ELJB 'P M>Q IC BP KB @.JJF QJBKQ QL > B?
?>PB\ MBPBK® @RPQLJBOP TFIl ?B >?IB QABOOQEBPB 3B
@DRI>0O MELKB QE PJ>QMELKBP LO QRKE QEB KQBOKB
#RPQLJBOP TFI ?B >?IB QL RBIEO > IFPQ C MEM>@H>BBFKKBO
JB >IP LO >¥ @J?FK>QFLK C ®@BJP #RPQLJBOP>@ABPFDKB QEB
QFJB QL MF@H RM QERJBKA QEB JBP TFIl ?B B>AV CO QEBJ 4EFP
PBSF@MOQJFPBP PFDREKQ BSBKRB DIOTQE

Market Analysis Summary

3FK®QEB P QEB !JBOF&K MR?IF@ E>P PRIEKIBPQ MB@KQ IC
P AFPMLP>?IBLBR@K B >QFKD LRQ BKSTRE >KKR>IR@RYFLKP
QEFP FP >IK@O-KAP@LO C QEB SF>QFLE QEFP FKARRPIEEP &K ?B
?BPQ FIIRBQR ?V BSFBFKD FKARPRQBPRIQRC QEB |>PBI ¥B>OP

"LQE >KA T BB ARE@RIQBAOP L© QEBBPQRCOKQ
FKARPR®QK  P>IBP FK@®>PR\?V MBO@®KQ (LT BSBOP>IBPHII
?2VKBA®V  MBO@BKQ FK This was the fir st year in the histor y
of the industr y that sales actually declined. 4EB BPQRCKQ FKARRG@O
P>BPFK T B@ ?FIFLK ALTKC@JL SBO ?FIIFLK OOFgP
QPB ¥ MBGQ®BKQ FK 4EB FK@SPB FK P>IBEAC T >P
MB@KQ >KA MB-EBX@SPBP PQ>?B&AY) MBO@KQ

)Q FP x)}r@R)@> QEQ QEBOTFII ?B PFDKEEKQ MOB@JIMBQBFLK
FK BB PBDJBK) IC QEBBBQRCOKQ FKARRQELJIB >K>I1VPQP BBBE\
QER® QEB MLLO NIBOSK@P DO QEBBPRCGKQ FKARRQEK ?LQE

>KA @ LRIA ?B XROF?ROBL ABIFKBP FK ?LQE ?RPFKBPP
>KA MBOPLK>I>QB (LQBI L@RM>K@>QBP FK T B® ALTK ?V
KB>QV MBGBKQ ! PORA @KAR@R ?V QEB >QFLK>I BPQRCOKQ
IPPLOQRRFLK HRE QEQ MB@BKQ IC QEB P>IBP EPR®»I AFKFKD
MBPQROKQP JFBQ ?B ARB QL >JBIBOP >KA SBPBP &KHa !lI
IJBOF@K ">OB1RB CBIFBP QL > C>0O IBPREB® LK QSBIBOP >P
@RPQLJBOP LRCE BPQFIIB ?>PBLK @BAR) @A B@FMQR.CCQEB



MBOFLA 7 FKAR@R QE® QSBIBOPEMBPBIQB IBPP QE>K
MB@BKQ IC &SKHR P>IBP 4EB BPPRBLK QEBRPQROKQ FKARRQE»P
?BBK BIQ ¥ J>KV @E>FKBPQROKQP TEF@E PFEERQV @RU-FIB
QEBFQ@BI>KPFLK MI>KP

%BK QELRD QEBEBPPFLK JP FK CRII 2ILLJ FK  J>K V CLA
MOB® OPB >KA (PB PFDKREKQV "BBC MMR@OPB ?EY BBK
MB@BKQ >KA MB@KQ TEFIB MHOMOB®@ OPB ?EY BBK MB@BKQ
>KA MB@BKQ .RIBOLRP PQRAFBFSEFKAFQ@R QES® QEB FHERB
FK @JLAF ¥ MOB@®TFII KLQ ?B >}PELY MEBKLIBKLK

7FQE C LLA PBSF®IL@QFLKP FK LMBBLK FK QEB GBF
3Q9BP QEFPKFDOBP L. BPQROKQ O BBY JBOF@ >KP

4EB EB-IQE @B BCOJ ?FIl M>PPBFK  PELRIA FK QEB KD
CRQROMOSFAB PLIBEBIFBC.C BPQRGKQP ¥ @BQFKD > PVPQBJQE>
TFIl >PPRJB DEDQBOBPMLKPF TPV FKAFSFAR>IP QLGO QEBFTK.
EB>IQE @B @SBODB

2BPQROKQP JRPQ >IPL ?B JR@E JB@RQFLRP FK QEB BRORRQ
QEB MLPPFQFIEC EFOFKD FIIBD>I >IFBKP P > TELIB XQERK>I
2BPQROKQ |PPL@BFLK PRMMIFOFJIFDEDFLKBILOJ ( LT BSBOR) FP
@K@OKB QE® >K IBIFPIQFLK PELRIA KLQ BIFBPQROKZR >?F
QL EFOTLOBOP Q FP >IPLIGBOKE >?LRQ QERED QL >PARO.QBO
BIFB?FQ

4EB -FKQBI 'Q.RM > J>0BQ BPEBG@ERDJ CRKA QES @KPRJIBOP
TEL >(B FIQBBPQB FK NRX¥ LMQLO FKABMBKABIBPQRGKQP BBO
@E>FK LRQB 'K FK@®PFKD L@PRJBO ICARP LK EBQE QRPI®BP
FIQL >K BJME>PFP LK @RE FKDEAFBRP K QEB ?>O0@RB FKARFQO
QEFP Q®IOBP B KORSN GFPB JB>QP FB QEBLFASK® LC
>QF@F>IIDQE ELOJLKBP FK-@IB TEF@E 82> E>I1J>(H LC &eKHR
I 'JBOF@>K ">OB1RB

4EB . >QFLK>I BPQROKQ |PPL@BFLK BPQRIB QES® P>IBP FK CRII
PBOF@BPQROKQP FK T LRIABJ®BA ?FIIFLK_>K FK@®PB IC

MBO@BKQ GO  P>IBP

3BSBG| J>@0B@KLIF@ CXROP J>B LMBKFKD >BPQROKQ FK
$ >OFBK@O@MS FK@IRAFKD QEBTEKD

d #C8G6H:H >C I=: <CDLI=9DB:HI>8 EGD9J8I | * 4EB'$ OFP



BPQFIOB QLD MB@BKQ FK >KA MBQ@®BKQ FK
4EB BPQFJ3BPLO &>FEEBIA #LRKY >B PFDKREKQV EFEBO

d >HEDH67A: EHDC6A >C8DB4EB KXQFLK>| BBl LC MBOPLK>|
FK@B PELRIA OFPB KBV MB@BKQ FK  >KA QEBBFP >K
BUMBD®FLKC MB@BKQ DOTQE FK  4EBPB KRJ?BOP
>MMBO QL ?B JR@E PRDBO FK QEB &SBRGILRKY >B>

IIQELRIE T >P KLQ > ?>KKBBD 00 QEBBPQROKQ FKARRQE)
T>P LKB TEBB JLOB BPQROKQP @ILRBQE>K LMBKB B>@E
JLK QE_QEBO>P LKB ?0ER PMLQ #E>FK ?>@RBERPQROKQP [BD
?BQ BBK MB@BKQ >KA MB@BKQ >K RPMF@FLRP PFEK EO
FKABMBKABKLMB@QLOP

4EB ELJB JB >l BMI>@BKQ J>@®BQ >KA QEBJBPQFKSBRQJIBIO
FK BPQROKQ BIRFMJBR MGSFAB > KB@OTQE LMMLQRKE CO
BPQROKQP Q FP BK BPQFDB QES® QBRQ P>IBP FK BB
PBSF@® @E>FIBPQROKQP JFEQ 7B >P |81B >P  MB@BKQ IC QLQ>!
P>IBP 4EB P>JB PQRARKA QEQ QBHRQ @A E>P ?BK DOTFKD
QF@ >P C>PQ >P QEBX| BPQROKQ FKARRQO>QRS @IMBQBLOP
FK QEFP JMBD >B PRMBOJH+BQP QE» IGBO MEM>@H>BBIB >IP
( LTBSBOT B BBl QE® BT _FC >K_PRMBOJ#BQP MSFAB QEB NRYIF
2>0?ERBLCA QES @K ?B CRKA Q &KHa

Market Segmentation

&OKHR Il .JBOF@>K ">OB1RB SFBP FQP J>GLO J+8Q PBDJBR >P
PR?RO?>KIBP FK QEB PLRQEBPERIPLK IC #LKKEDF@RQ /KB>V

LC CRIEBO PBDJBKKD QEB JED FP\? QEB\@IB C JB> ?BFKD
MQSFAB b->OHBQ !K>MPFP ¢ MEFABP BPQRE DOTQE OQBPLO

B>@E\VB C JB>| MIRP IR@ P>IBP>KA MOGEDR KRJ?BO IC JB>IP

>KA GOP C PR@ @O QEB MBOFLA QL  b->0BQ !K>NPFP ¢
FIIRPOQBP QEBISDMAS @KQOF?RQFLKP

' 6G@1 CHAIH>H



*DI:CI>6A
JHIDB:G H

I @LI=
,RK@E

$FKKBO

4>HBLRQ

3>R@P

4LQ>

' 6Gal C6AIH>H

- Sauces

. Take-out

[l Dinner
. Lunch

Market Needs

7 B ?BIFBB QE® QEB J¥@Q @KQBOP LKUBBIIBKQ ?>O2®RBLCA
PBGBA >Q B>PLK>?IB MCBRE>KA PHEBA FK > C>JFICOFBRAI>KKBO



7 B CROEBO ?BEBQES > DA'FKD PBDJBR IC QEB JH@®Q TFIl BKQ
MBM>BA JB >IP QB3 @K ?B @KSBKFBRYV MF@A RM >KA PBBA >Q
ELJB b->O HBQ !K>NPFPc MEFABP > MGRDB ?@>HALTK LC QEB
MLQB®F> @RPQLJBO® QEB KE) KB \B>OP 4EFP BOALTK FP
MBAFEDB LK QEB\QIB C JB>IP PBEBA >KA FK@IRABP QEB PSIB L
PR@P 7B MOSFAB BPQRIB DOTQE SQBP >KAL(B@PQR P>IB C

JB >IP >KA ?L@IBP C PR@P @O QEB MBOFLA QL  b->08Q
IK>I VPFPC PER QEB 7®HALTK LC QEB KRJ?BCCLIB>IP ¥ @MB FK

Web Plan Summary

0BPBIQV &OKHR !l 'JBOF@>K ">OB1RB E>P > 8 PFIMIB B?PEB
4EB TB?PEB MGFABP JFKFJ>| RIGU>QFLK_IFPQFKD PLJB QEB
JBKR FQBJP >KA QEBPQRCGKJR QBIBMELKB KRJ?BQ T>P GBSQR
BFEQ B>OP >DL\?> @/IBDB PQRABKIEL T>P TLOHFKD® &5KHa
2L?B@) 2>FKPG\® MOBPPFLK>WB/BQFPB FP FK QBB LOTB?PEB
ABBILMJIBKQ !@QBO BBRFKDICOALIIBDB 2?BAY T>P EF@ ?V >
@0J QB3 PM@F>IBAVFK ABBILMFKD B? >KA PL@F>| 3> MEPBKEP
@O LQEBOL®I>KFBP (B TLOBA CO QEY BOJ FK BT 9LOH #RY
@O PBBK \B>OP R?BQ) OPB OMFAI QEQRLE QEB I@M>KVE OKHP
BSBKQR>W ?BA@JFKD LKB IC 6P SB@IBPFABBP (P BMBQFPB FK
QEFP BOTFII BK>?IB &XHR !Il . JBOF@>K ">OB1RB QL PFDHREKQY
BKE>K® PP B? MBPBK® 2>QEBO QE>K GRBBKD> > B?PEB QE»
FABRFBP QEBRQRCKQR ILGQFLK >KA QBIBMELKB KRJ?BOKD
TFQE > ?0FBC PRJJ*QC GP JBKR QEB KBT B?PBB TFIl ?B C>0O
OF@EBO EK@BR >KA @>?F¥ )Q TFIl MGSFAB > l@MIBQB JBKR
IFPQFKD FABEKD >IBJP TRE @BPMLKAFKD FJ>DBP 4EBTKB
TB?PBB TFIl BK>?IB @RPQLJBOP QB MBEIDP QERLE QEBKQBOKB
@O IRK@E AFKKBD Q>BLRQ®BJP 4EB PEDFLK ARQB QL QBHRQ
RBJP TFIl BK>?IB > @RPQLIBO Q@BREB BI2>BA JB >IP LO @ELLPB
COJ >l FQBJP LK QEB JBKR QL #ELM > MEM>@H>BBIB >I



#RPQLJBOP TFIl 7B >?IB QL FABBQEB QFJB @EQBBTFII >OF&O
QEB MF@HRM

4EB TB?PBB TFIl BSB IFKHP QL QEBB2@H >KA 4TRDBO @RKQP
LC &8KHR !l IJBOF@>K ">OB1RB 4EBPB @KKB@FLKP TFIl BKEK@
RP PL@F> AB> MEPBK® #RPQLJBOP TFIl ?B #H QL MLPQ
@JJIBK QP >?LRQ QEBFO AFKRKBOBEK@KA PRDDBPQFLKP LK EL
&OKHR @K FIMOSB P LMBQFLKP >KA FER@ )Q TFIl BK>?IB &RHR
QL BIM>KA LMBQFLKP >KA PQFII FRK QEB P>JB @ILPB @RPQLJBO
®BI>QFLKPEFM QEZREXQV BUFPQR)XQEB &>FBIB BPQROKQ

Website Markting Stateg

4EB KB T B? MBPBKB®CO &8KHR !ll .JBOF@>K ">OB1RB TFIl 7B
DB-@A QL ABBILMFKD > RBIBSBI LC @RPQLIBGIXQFLKPEFMP
#RPQLJIBOPQ ?LQEBPQRGKQP TFII 7B >BA QL Bll LRQLOJP TEB®
QEB TFIl PRMMBK B J>FI >AABPP >KA > 20BA0B 4EFP EKIO>QFLK
@K >IPL ?B PRMMAFBECRLE &OKHA KE T B?PEB  4EFP EKID>QFLK
TFIl BK>?IB &XHa QL BBM @RPQLJIBOR.BKBA LC PM@F>IP >KABO
@RMLKP >KA QEBKBBT >G\P @3\ MODGJ CLO PMBF>I L@PFLKP
PR@E >P ELIMLO ?EEAVYP

7 B SFBQEB TB?PBB C &sKHa !l IJBOF@>K ">OB1RB >P > J>GLO
@JIMLKBKQ IC BKE>K@FKD LBOQBLKPEFMQEELRO @RPQLIBQP )
PELRIA MCSFAB I®SBKFBKERQL @RPQLJBOPLREDQEBFO >QFIRL
PEB TE>Q FP LK QEB JBKR F@ABEKE PMEQF>IP >KAABD JB>IP
>KA MF@H QEBJ R QEBFOK@KFBKE 4EB RPB C PL@F>| AB>
TFIl BUM>KA B>@KBPP C &KHA >KA BK>?IBF QL ABILM @ILPBO
®BI>QFLKPEFMRYERVEPBIQ >KA CRER@RPQLIBOP

Development Bjuirements

2L?B@ 2>FKPG\ Q>MMBFIKQL EFPWBVBOFPB FK PL@FARB>KA E>P



>|@>AV ABBILMR > C>0 JLB PLMEFPSB® TB?PEB I &SKHA I
IJBOF@K ">OB1RB ( B E>P P@REA QEB KEBPP>DPBEBO &M>@¥
QL E>KAIB >AGFLK>| 8TF@ LK QEBTPEB K >AABFLK EB E>P@BM
PESBOI PL@F>| J&F> >@RKQP IO &SKHa !ll .JBOF@>K ">OB1RB
FK@IRAFKD B3@H >KA 4TERBO2L?BA) >IPL @SB > MODGJ
IFKIBA QL > A®>?>PB Q&5TFIl JLKBLO @RPQLIBO@RIPBP QRCE
QEB BI >G\P @3 MODGJ 4EFP MCDGJ TFIl PBKA LRQ ?0BAY
KLQFEP >KA AFPRKQP QL @RPQLJBOP >KA TEOFREBJ LC QEBFO
@RBBQ P@RP FK QEH OG\P @ MODOJ

2L?B@) @KQ>@B PEBC| COJBO @IB>DRBP @ EFALCJBO MISE
LC BIMIVIBKQ >KA E>P FABRR PEBC| @KAFASBPLO QEBRLG LC
TB?PBB J>K>DBGIEFP FKAFSFAR>| TFIl BBMRKPF?IBC RMASFKD
QEB B?PBB >KA QEB PL@FARBRIBP LK > AXFP>PFP B LO PEB TFII
>IPL ?B BPMLKPF?IBE>KNWFKD QEBIQ. C FKOJ>QFLK QE@IBP
QECRCE QEBPB®BP >KA RII>OFKD J>K>DBJBKBMLQP

Strategy and Implementation Summary

4EB @®B PQQBW LC &eKHa !ll lJBOF@>K ">OB1RB FP QLI@EQFKRB
TE>Q E>P J>AB® > PR@PP © > KB IL@QFLK BIMN MRQ LRO
PQEDBY FP QL MEFAB LRO @RPQLIBQE TPEFFKBPQ ?>G@RBLCA

FK #LKKEDF@RQQ >B>PLK>?IB MOBR® FK > C>JFCOFBKAI
BKSFIKJBK Q K >AABFLK B ELMB QL FJUSB LRO >?F¥F QL JEBQ
@RPQLJIBO B&P ¥ J>HFKD IBOJLOB @KSBKFBR 00 LRO @RPQLJIBOP
7 B ?BIFBB QE® QEBPB CRKA>{BHP BORKFBOP >MMIF@B

SWOT Analysis

| PQBKDQEP B>HKBPPBP LMMEBGFBP >KA BEQP37 / 4 >K>IVPFP
T>P RKABQ>BK CO &SKHa !ll lJBOF@>K ">OB1RB



Strengths

4EB HBV PBKDQEC &SKHR !l lIJBOF@>K ">OB1RB FP QEB NRMAC
RPITA >KA PBSF@ JQ E>P 7BK QEBE®FMRBIC KRIBORP IL@ >KA
K>QFLK>IT>@\P CO BPICAP >KA PR@P /QEBO PBKDQEP FK@IRAB
> EFBNV HKITIBADB-?IB J>K>DBJBKQ QB TFQE BMBQFPB FK
LMBEQFKD > ?>Q@RBEPCRCKQ > @ILPBLTHFKDBIQFLKPEFMJE
PRMMIFBOPNEIFBO @RQP IB>QP >KA > W>| @IFBBIB FK QEB PLRQE
PELG BLFLK

Weakneses

4EB TB>HKBPPBP >PPIQBFSTFQE QEFP ?RPFKBPP MBKRB@ LK
LMBOQFKD >K >AMFLK>BPQRCGKQ TRE > JR@E IBBO @M>@F QE>K
QEB &>FBIA #LKKBDF@R@PQROKQ 4EB PBKA IL@QFLK TFII
@BNRA® >K BJMBOFEB@BPQROKQ J>K>DBOMEFP MI>K>@P CO >
PFDKFEKQ FKE®B FK BOI>BA Q>BLRQ JB >IP /OABOP TFIl 7B
MI>@A BEEBOWMELKB LO QIRDE QEB B?PEB #R@BQ MBOPLKKBI
E>SB IDIB BMBOFEK @K SD@EBF-KD RM QEBBDRA MIQFLK C QEB
?RPFKBPP

Opportunities

4EFP ?RPFKBPP MISBQP PFDRERQ LMMIQRKBFBR.C &SKHR Il
IJBOF@K ">OB1RB ! PB@KA [>®BO IL&FLK TFIl SPIOB RBL >
PFDKF@KQ FK@®®B FK P>IBP &FK>IFWFKD > ?RBFEKEBRRREFMJE
QEB BIFLK>l PRMBOJBED @E>FK TFIl BK>?IBIE@ QL PFDREEQV
FK@SPB QEB MER@FLK >KA QEB P>IBREP PFDBRRB PR@P 4EB
P>IBP C PR@P >B BUMEDR QL FKB®B ¥ MBO@KQ MBGBYO D
QEB KBQS \B>OP



Threats

IK V BUM>KPFLK QE QEB LMBKFKD 3+ KB IL@QFLK FI>VP BIQ>FIP
PLJB OFPH 4EB MOFK@FRI>&EKHR !ll \JBOF@K ">OB1RB TFII
?B FISBPQFKD > PFEERQ >JLRKQ IC @MB>| >KA TFIl ?B ?LOFKD
JLKB V COJ > ?>KH QL LMBK > RBKA IL@QFLKQ FP RBOIV ?BIFSBA
QE® QEB EEKA IL@QFLK TFII >@O>IRVLK QEB PREPP C QEB
&>FE8IA BPQROKQ >KA TFIl 28.JB > PR@BPP

Competitive Edg

4EB @JMBQBFS BADB IC &sKHA !ll lJBOF@>K ">OB1RB CBPFABP
J>FKIV FK QEB NRMHRC GPICA >KA BP @JF QJBKQ QL PE® QEB
QLA FK > C>JVICOFBRAIBKSFIKIBKQ 4EB NRX¥ LC ©P ICA FP
RKJ>Q@BBFK QEB BREOPQIB .L LQEBO ?>0@RBREPQROKQ E>P
B@FBA QEB F>Q\P >KA QEB @@>ABP QEY &SKHR !ll [JIBOF@K
">O'BIRB E>P B@F8A CO QEB M>RQZ \B>OP QP BMR@FLKLO
NR>I&/ [F8P © >K BDB QEY KL LQEBO ?>@BBEPQROKQ LO @E>FK
@K J> Q@E

Marketing Stateg

4EB Q>DR) J>GBQ 0D &8KHR !Il . JBOF@>K ">OB1RB FP BPPE}M
PR?RO?>K C>JFIFBP FK QEB PLRGEBIEL® IC #LKKEDF@RQ 4EBPB
MBMIB >M\B@FYB QEBFKBPQ ?>G@RBLCA >Q B>PLK>?IB MCHR®
)Q FPBVEDR QES® >K FIMLE>IQ DIARM TREFK QEFPDEYQ>GBQ
TFIl ?B C>JFIFBP QE QL FK@BP TELPB ?RPV P@ERIBP TRIA
J>HB MBM>BA JB>IP > 8V MO@MS LMQFLK B CRQEBO >PPRJB
QE® QEFP JBD FP QEKB®@/ PLMEFPSBE®>KA TFIl >MNB@FB QEB
@KSBKFBKELC LABOFKD QEBPB-IBSF> QER)BOKS

| HBV @JMLKBKQ IC QEB JH®QFKD PQBD LC &sKHa !II

X



IJBOF@K ">OB1RB FP QL RPB QBEBQBOKB >KA @BEKLILD QL
BKE>K® QEB BMQFLKPEFMQEEGP @RPQLJBO ?>PBKE® TFIl RPB
QEB B?PEB &@@LLH 4TRDBCO-KA B J>FIP QL FKQJ @RPQLIBORL
PME)F>LCA FBJIP LO AFBRXQP ?>RBLK ELIFAYP >KA @RPQLJBOPa
?FQEAYP 7B FIOBKA QL RPB QERPEB >P > JBE>KFPJ QL D>FK >K
FIMQSBA FKPHED FRIL @RPQLIBOEAB >KA T>KQP

&OKHR !l lJBOF@>K ">OB1RB TFIl >IPL FKFFOB > BI >G\P @\
MQDGJ #RPQLJBOP TFIl PFDK RMD GQEBBD>QG\P @G\ MODGJ
BOEBOQ QEBTQ IL@QFLKP LO LKIFKB YEBK RPB QEFPLBIOJ
BSBQY QFJB QEBJ>HB > MR@E>PB BEBOQQEBBQRGKQP LO LKIFKB
ICQBO > BBKRJ?BO C SFEPPEBK @RPQLJBOP TFIl ?BEHR QL
BOEBO ARRREQP LO BEDBBJP 4EB Br>G\P @A MODGJ TFII
BK>?IB &SKHR !l IJBOF@K ">OB1RB QL QE@H @RPQLIBOR&ERR
MXDBOKP >KA QR@KMB>QEBSVP FK TEF@E QEBK ?BWBO PED
QEBFO @RPQLJBOP

Sales érecasts

7 B MOSFAB >RB VB>0 OB@PQ C QEB ALII>GIBB IC P>IBP REBK
ALTK ?V QEBTL BPQRGKQP >KA QEBRR@BP FK QEBICTFKD Q>?IBP
b3>IBPcLKQEV 3>IBP IO 4TL 2BPQRGKQP >KA R@Pc FIIRPQBP
> CB@PQLO QEB BSHALTK LC P>IBP LK JLREV ?>PFP FK
>KA b&FB9B>0 &LB@PQ C 3>IBPLO 4TL 2BPQROKQP >KA R@Pc
FIIRPSOBP QEBEMALTK L C P>IBR.O QEB KBYES \B>OP

-6A:H DGS6HI
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Sales by Year
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Manag@ment Summary

#ROBKQV &OKH 2>FKPOA FP QEB #%/ >KA @EFBCOMDAE®O IC
&OKHR Il JBOF@>K ">OB1RB ( B FP >IPL QEBRQRGKQ J>K>DBO
>Q QEB &>FBIG BPQROKQ $ROFKD QEBBH EFP REEQBO3RP>K
2>FKAGA 2LDBOFL @BK BMI>@P &SKH >P QEBPCRCOKQ J>K>DBO
4EB &>FGBIA BPQROGKQ E>P > CRII QFJBL@ TEL LMBOQBP RKABO
&OKHA PRMBBPFLK >KA Q LQEBO CRII QFJB BIMBBP CRK@BLK
>P T>EBOP >KA >RBPPBP 4EBPB CRIIQFJB BMBEP >B
PRMMIBJBRR ?V PFU MO@FJB BIMIVBBP

5KABO QEB RBI>K>DBJBK Q PQOBR® &OKH 2>FKPOA TFII ELIA
QEB MLOFLK C #%/ ( FP TRC "BQY 2>FKRCA TFIl ?B ABPFD&B
QEB MBPFABHK >KA @EFBC HQBRD @F®O 4EBFO ARIEQBOBRP>K
2>FKA@A 2LDBOP TFIl ?B FBK QEB QB SB@MBPFABK (D
LMBEGQFLKP 3EB TFIl ?BRMLKPF?IBACQEB ASQL A>V LMBSQFLKPQ
QEB $OFBK #LKK@®F@RBPQROKQ 2.?B@) 2>FKPQ\ TFIl ExSB8 QEB
QBIB C SHBAMBPFABH IC J>OBQFKD B TFIl ?B BPMLKPF?IBAT >I|
J>OHBQFKD SB8FBP >KA QEB LMBOK C QEB B?PEB !IF@*>@?P
TFIl ?B QEB SE@BPFABK IC EK>KB>KA QEBL@MQQIIBO IC &8KHA
I 1JBOF@>K ">OB1RB



Organizational Structwe

4EB KB J>K>DBJBK Q PQOR®® LC &EKHa !Il [JIBOF@>K ">OB1RB
FP > ?>PF@ GRR@> 1A RQ >MMRIORB B QEFFNB C ?RPFKBPP
)G <6C>0B-DC6A =6Gl|

Richard Rainsford
CEO

Betty Rainsford
President and chief operating officer

Susan Rainsford Rogers
Vice president for operations

Robert Rainsford
Vice president of marketing

Alice Jacobs
Vice president of finance and comptroller

Personnel Plan

b&LBE@PQPT BOPLKKBIc FPE8BG/B>0 ?8>HALTK LC QEB/QIBP >KA
@PQPC MBOPLKKBI
DG86HIH O * :GHDCC:A
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Financial Plan

&OKHa !l JBOF@>K ">OB1RB TFIl ?B GK>K@FKD QEB-@QK C >
PRAKA BPQRCOKQ QERLE > @J?FK>QFLK C MORIB FIBPQJBIQ >KA

> ?2>KH IL>K 4EB MOES FIBPQJBIQ TFII €FPB >KA &OKHR
TFIl PBH >KLQEBO  >P > Q TLVB>O IL>K 4EBPB CRKAP TFIl ?B
RPR QL M¢ CO BIRFMJBR >KA IBPFKD BVIBKPBP >PPLQ#FTFQE
LMBKFKD > BEKA BPQROKQ



Important Asumptions

4EB >PPRIMQFLKP >PPQ@FFQE QEB DDO>QBP € P>IBP>EE B>O
@O QEB KEES \B>OP DQEBBVP QL QEBICK@F>! MI>KKFHIFBRD
7 B ?BD>K TEE B JLABPQ >PPRIMQFLKP LMB@KQ DIOTQE FK
IRK@E P>IBP >KA MBRQ DOTQE FK AFKKBO P>IBB SKQF@RB>
C>F® SFDL®P DOTQE FK QBERQ JB>IP  MBQO@KQ >KA PR@P
MB@BKQ !IQELRIE QEBPB BO>OB DOTQE OQBP B AL KLQEBI QEQ
QEB >B RKB>IFPQF@

Key Financial Indators

b+BV &FK>K@FHAF&RLOPc MEFABP EFPQEDF@" >KA
cCB@POB N S >IRBPID QEBBY CK>K@F>I FKERE@P
% N >C6C8>6K£8>86DGH

Key Financial Indicators
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Breakeven Analysis

)K b"@>HBSBK K>IVPFP ¢ >KA @>HBBK 'K>IVPFP ¢T' B PED QEB
@BPRIQP . LRO BHSBK >K>VPFP LO &eKHa !l '\JBOF@>K
">O'B1RB 4EB BPRIQP FKABE QE» TRE P>IBPAL >MMOFJ-QBY
B >@E JLKQE &eXHa !ll IJBOF@>K ">OB1RB TFIl ?B>H
BSBK
G6@K:C C6AIH>H

- LKQEV BSBKRB
HHJBEI>DCH

| SBGDB SOF>?IBL@Q

%PQFRB JLK QEV GBA @PQ

G6@K:C C6AIH>H
Break-Even Analysis
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FK $OFBK 4EB ME) J>@FKP PELRIA FIBE&RB QO FK BU@PP C
FK QL KB >V ? V. >KA PELRIA ?B FK



BUGPP C MBG@BKQ 0O >Il EB \B>OP | @MIBQB >K%PFPC QEB
MQGR >KA ILPP RQBJBKQP FP FK bG®Q >KA ,LPPEEB >KKR>| MTQP
>@ FIIRPQQR FK BB>QV 0Q.GQPc
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Profit by Year
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