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�����VDZ�WKH�EHJLQQLQJ�RI�WKH�GHPRFUDWLVDWLRQ�RI�UHWDLO��ZLWK�WKH�ILUVW
HFRPPHUFH�WUDQVDFWLRQ��$V�HFRPPHUFH�KDV�JURZQ�LQ�VLJQLILFDQFH��VR�KDV
WKH�FKRLFH�RI�ZKHUH�FRQVXPHUV�FDQ�EX\��7KH�SOHWKRUD�RI�FKRLFH�DYDLODEOH
KDV�VXEVHTXHQWO\�VKLIWHG�WKH�EDODQFH�RI�SRZHU�IURP�WKH�UHWDLOHU�WR�WKH
FRQVXPHU��
�
7KLV�FKDQJH�LQ�WKH�G\QDPLFV�RI�WKH�VHFWRU�UHTXLUHV�D�IXQGDPHQWDOO\
GLIIHUHQW�ZD\�RI�GRLQJ�EXVLQHVV�IURP�RQH�RI��VHOOLQJ�VWXII��WR�EHLQJ�D
�VHUYLFH�SURYLGHU���$W�WKH�KHDUW�RI�WKLV�LV�FRQVXPHU�HPSRZHUPHQW�DQG�ZKDW
UHWDLOHUV�QHHG�WR�GR�WR�HQVXUH�WKDW�WKH\�FDQ�GHOLYHU�WKH�H[SHULHQFHV
FXVWRPHUV�GHPDQG�

:KHQ�\RX�FRQVLGHU�WKDW�WKH�YDVW�PDMRULW\�RI
UHWDLOHUV�YLHZ�FXVWRPHU�VHUYLFH�DQG
FXVWRPHU�H[SHULHQFH�LQ�WKHLU�3	/�DV�D�FRVW
FHQWUH�UDWKHU�WKDQ�D�SURILW�FHQWUH��WKHQ�LW�V
HDV\�WR�XQGHUVWDQG�ZKHUH�EXVLQHVVHV�DUH
JRLQJ�ZURQJ�
�
,I�\RX�YLHZ�FXVWRPHU�VHUYLFH�DV�D
FRVW��\RX´UH�PRUH�OLNHO\�WR�ORRN�DW

UHPRYLQJ�FRVWV��ZKLFK�ZLOO
QHJDWLYHO\�DIIHFW�WKH�FXVWRPHUV

H[SHULHQFH�
�



2U�QRW�PDNLQJ�WKH�LQYHVWPHQW�QHFHVVDU\�LQ�UHVRXUFH�DQG�WHFKQRORJ\
WR�GHOLYHU�EHWWHU�OHYHOV�RI�VHUYLFH��7KLV�ZLOO�LQYDULDEO\�OHDG�WR�VXE�
RSWLPDO�OHYHOV�RI�VHUYLFH�DQG�FXVWRPHU�H[SHULHQFH�
�

7KLV�DOO�FRPHV�DW�D�WLPH�ZKHQ�UHWDLOHUV�KDYH�DOVR�KDG�WR�WUDQVIRUP
WKHLU�RSHUDWLQJ�PRGHOV�WR�DFFRPPRGDWH�WKH�FKDQJHV�LQ�FRQVXPHU
EHKDYLRXU�DV�D�UHVXOW�RI�WKH�SDQGHPLF��$V�ZH�JUDGXDOO\�HPHUJH�IURP
LWV�VKDGRZ�DQG�HQWHU�LQWR�D�EULJKWHU�DQG�PRUH�SRVLWLYH�SHULRG�RI
HFRQRPLF�JURZWK��FRQVXPHUV�ZLOO�UHTXLUH�UHWDLOHUV�WR�EHFRPH�WUXO\
VRFLDOO\�UHVSRQVLEOH��

)URP�VXVWDLQDELOLW\�WR�GLYHUVLW\��UHWDLOHUV�ZLOO�QHHG�WR�SURYH�WKDW�WKH\
DUH�ZDONLQJ�WKH�WDON��$W�WKH�KHDUW�RI�WKLV�GHPDQG�IRU�FKDQJH�ZLOO�EH
JHQHUDWLRQ�=��ZKR�WKHPVHOYHV�DUH�WKH�DFWLYLVWV�DQG�SURWDJRQLVWV�IRU
FKDQJH��




















































