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#HThisWorkbooKo######BHHHHHHHIHHHHHHHE HHHHHUHHHH=HH##HH0PO -
SHHHHHHH [ HQHBHHH HBHHR  HHHHH AR - U LA HHEHHE 0 o HEBHER  HEAF T H1#a# LHIHHHERH

HY oo HHHR#HE HEAR T H1Ha LHLHHHERHHY 0 o HHBI#E HEA T H1## LHIHHHERH# o o HERI#E HEAF T #1#a#1H#
IHHHEHHHY 0 YHHHAIH HEAR T #1#a# LH1HHHE##H



HoHHBHHR HHAF T H1Ha# LHIHHHEHHHSHo HAHHAHR #HAR T #1Ha# VH IHHHEHBHY o HEHEHE #HARr #1Ha# 1#1H#
#it #HHQHo HEHRHH " HHTHa#hHOHMB AR LHH#HH

T HHHQH WA #HTHarh# oM a LH### DiH#Ho #HAHE  #HCHa# LH1#D# r# 1 #1### hHHH SHYUHBHHIH  ##C
Ha#MAD# r #1Ha# IHHHEHHHY 0o HHH#IH #HVHCH T #AHa#NHAR LHHHOHHI o UHHBHHE HEAH T #H1#a# L HIHHHEH
HittHo HHH#HHHE #H A #1fad LH1##HH

THBHHBUHBHER BHAR T #LHa# VH LR URHHHHHIHARE #HA T #1H A LH LHBHERHEBHIBHHR IS #HART #1#a
HL#LH#E HHHVooHBHHHE HHVHCH T HAHARNHAR LHHHEHHHY o UHBHHHE  HHSHWH THSHSHIHHHEHH#Y 0o HHHHH
# ##ARr #i#a# 1 1an#UH#Ea#o #HH#RERHCHa# LA 1 HD# r # 18 1an# U###

Ho#HHHEHHH CHan L 1 #D# r # L H 1 H## D H o #HHEHHH CHaf L 1 # D# r # L # 1 ### DB AHYUHEHHHHH CHal
1#i#tb#r #is1u##U##H

HYUHHHHHHHHCHAR L LHDH r # L 1O o B HHCHAR L LHDH r # 1 # 1t Ui o HH R CHaY
LHIHDHI H1HLH#Y , HHHSHUHHHHHHHHHCH AN LH LHOH T H L L BB R SHUHH BB HHCHAR LH T HD# T #1H1###0
HHHSHUHHHHHHHHHCHAN LH LHDH T # 1L US> Ho SR HHCHAR LH LHDH T # LH L UBHH A o HHHHHEEY
CHa# L#1#b# r# it 1##HUHI<Ho HHHHHHHHICHAR L LHD# r # 18 1### UiHE?

WY HCHAR LI LHDH r # L LN SHYHHHHHHHHHCHARMHDH r # 1 #at L HH U HHHHH CHaY
1#i#D#Hr #1#1##H 0B

HoHHHHHHHHCHAR LELHDH r # LHHHHHHERE S " #, #H0_ )\ ("S"#, #HO\ ) ## | HHHH#"$"#, ##0_) ; [Red]\
("S"H#, HHO\ ) HH " HEHHH S #, ##0.00_) ) \ ("$S"#, ##0. 00\ ) ## ' #H"##"$"#, ##0.00_) ; [Red]\
("$"#, ##0. 00\ ) #aTH* H2HH_("S"* #,##0_);_("$"* \(#,##0\);_("$"*

M) (@) HELH)H) R (F B, HHO_) (Y N(H#, #HON);_(* "-"_); (@ )#HH, #i#H_("S"*
#,H#0.00_); _("$"* \(#,##0.00\);_("$"* "-"22_);_(Q_)#H#6H#+#1## (* #,##0.00_);_(* \
(#, ##0.00\);_(* "-"272_);_(Q@_)## HOHHHHO  OUHH<HYHTHE_("$"* #,##0.0_);_("$"* \

(#, ##0.0\); _("$"* "-"2_);_(Q_)##HH# ###4#0.00_); [Red]\(0.00\ ) ####E####0.00_);\

(0.00\ ) #### " # H#HO_) ; \ (O\ ) ##SHO####[$-409]dddd\, \ mmmm\ dd\,\ yyyy#####
HHO.0_); \ (0. 0\ ) it «HHH#"S" " # , #HO . OOH#HH-HH#H"YES" ; "Yes" ; "NO " ##t## -

BH##"True" ; "True" ; "False "####R####"0N"; "ON" ; "OF F " ## |# #, ## [#SH#~ -H#2H]#\#

HHtH, O  HOHOH_# ) #; # [ HRHCHIH |#\# (#[#SH- -H2HH\H# #HH}, HHHHHOH  HOHOH\# ) #HH#

HOHBHHE S  # , HHOARHHHHHHOY HHHHHIHHEN ARHHHHHHOY HHOHHHHHEEA ARHHHHHHOY

HHOHHHBHHHHN AHBHHHHHOY
HHOHHHBHHHAN AHBHHHAHOY
HHOHBHHBHHHA AHHBHHHHOY
HHOHBHHBHHRA AHHBHHHHOY

HHOHHHBHHHAN AHBHHHHHOY
HHOHHHBHHHAN AHBHHHAHOY
HHOHBHHBHHRA AHHBHHHHOY
HHOHBHHBHHRA AHHBHHHHOY

HHOHHHBHHHHN AHBHHHHHOY
HHOHHHBHHHHN AHBHHHHHOY
HHOHBHHBHHRA AHHBHHHHOY
HHOHBHHBHHRA AHHBHHHHOY

HHOHBHHHHHHDA AHHHHHHHHH
THHHHHBR QHHHHBHAOY #H

HEHHBHHBHARD QHHHHHHHOY
HAHHHHHHD AHBHHHAHOY #H#7

HH#t HHHRHHHIRD ARBHERHIHOY ##
HHBHHHRHR AHHHHHHHOY #H# HH###H###0
AHHBHHBHOY Hit HIHIHHHIHE  AHHHHIHIHOY #HiE HIHHIH - QHBHHRIHOY ## #HiHHIHO QHHIHHOY
Wi HHHRHH D AHHHHHHEOY H##E HHHHHHIHR AHHHHHHHOY #H# HHHHIHHE - ARHHHRHIHIOY ##
THHBHHHEES ARHHHRHIHOY H#E HHHHRHIHEO QHHHIHEROY B HHHHE D ARHEBHIHOY ## HH##H#HO
ARHHHBHHOY HHE HHHHHIHHQ AHHHIHHROY #i HHHIHHHEE ARHHHHIHOY HE BT QHBHHHEOY
HH HHHRHHHHE L AHBHHHHEIOY H## HHHHHHIHO  AHHHIIHHOY ## HHHHIHHEL ARHHHRIIOY ##
CHHBHHHHG ARHHHRHIHOY H##E HHHHHHE QHHHIHHHOY #E HHHHHHR QRHHEHIHIOY #H# I
AHHHHBHHOY HHoHHoHoHHHo AHHHHHHROY #HaTT H 1. AHHHHHTHOY HHOHHHHHHHHN AH#HHH ) #OY
HHQHIHIHHIHEA AHHHHI  HOY HHOHHHBHHBA AHHHHR T HOY HHOBHHHIHHIN A, #OY
HHOHHHRHHHRN AHBHHHHIOY HHOHHHHHHIHA AHHHHHHHOVHHHOHHHIHHHRN ARHHHHIHOY ##
THHBHHHHRR ARHHHHIHOY HHOHPHHHHHHA AHHHHHHHOY HHOHPHAHHHRN ARHHHHHHOY H#HHOH# HHHHHHA
AHHHHHHHOY HHOHHHHHIHEA AR OHHHOHIHHIHAHA AH#1 #HHOY #HofHotta i A | #H##OY
HHOH#  HEHHEA AHHHE HIHOY #Hit HHHBHHEEC QIO HHEHHIHHIHEA QIO HHHBHHHEA
ARHHHBHHOY HHHBHHHHIHEN AHHHHHHROY HHoHHHIHHHID ARHHHHIHOY HEo##HHHHo AH#HI#

HOY HHOHHHBHHHHN AHBHHHE HOY HHOHHHHHHHHA AHHHIH #OY HHOHHHHHHHIA ARHHSHHHOY
HHOHHHHHHHRN AHBHUHIHOY HHOHAHHSHHHA AHHHRHHHOY HHOHHHHHHHIA ARHHHHIHHH
Hit (HHHBHHHHN A#HH



HEHLH HBHHBHHHHHRD QHHHHHHHTE HHOQBH B HBHE QHBHEBHHTH " BHPHE  #  HHHH

AHHHHHHHOH* HHPHE H  HtHH

AHHHBHHHOH " HET#H o H o HHHE

AHHHHHBHOH HUPRE H MR ARHHHHTRRS

HEHHBHHRHHRN QHHHHH LT HHLHHHH QUL ORI QAL #HOBH0 @

#itt an#HHBHHHS

#HEOHARHHARHH QHHARHLARY #HOHBRHHARHHT QHHBHH AR BHIHBHHH #HH

AHHBHHLHHR " HHUHBHHBHHRY QHHHHELHE #HUHHQ Q #HA QHBHHBLHBHOHHUBHHHHHHHH

AHBHHHLHHHBHHU #H QHHHH

AHBHHHLIHHHBHHU H # HHH

a##HHH#H1#HH " #HUBHQHBHHHH

AHBHHHIHHHRHHU #HH# HHHHAR AHBHHARHHA VHHU VHOQ #HHAE ARBHHALHHE HHIAHQRBHHAR ARBHHBLHHA
HHE1 ## HH#HH AHHHRHHSRE $#HO0HQ #HHRE An#HHBLHER H#HOHHQBHHHRY

AftpHHHAHHHT #HU #H HEHHE QRHAHHLARHHRH0 | #Q HEHHH
AftpHHHAHHT  #HUVHQ HAHHE AHHAHHLAHE #H0 ## HEH#HH

AHt#HHH1#HHBHHUBHQHBHHHH
Aft#HHH#H1#HHBHHUBHQHAHHHH
AR LHHHHH A OB B QHHHHHHE
HitNBRHHHH AT AR
ARBHHELHH AR OB HHH R

AR LHHH HEO #H HIEHR
HEHHH#BHHH#BHH AHHHBHHHRHS
AHHBHHLHHR HBTHBHHBHHRY

AR HHQR BT AHHHHTR R
Hith B
AHHBHHLHHR HBTHBHHBHHRY AHHBHH LAY

HELHBHHBHHRY QHHHHHHTH  HHTHI R HRHA QHBHHRHHTH S BHPHH B HIHA A##HHH

HAR* B#HTHI R HHH" BB

HOH " HHTHHE B I AHHHHHHHNG HHHHHHAHHRHD QHBHHHHNE BHOBHHBHEBHE QHBHHBHERY

#HHURHH

HHHHA QHHHBHHHRE  HHUBHQ HHHHA QHHBHHIHHHHHHUHHQHHHRIY QHBHHFLHHHHFOHHOHQ #H##
AHHHHBHHHE | HHUBHE BHEHN QHBBHHHRHE | BHUHHQ HHBHA QHHHBHHEHE | #HUHHQRHHHHA
AHHBHH LHHBHHR UHBHHRHHRY QHHBHEBHER  BHUHHQHHHHHN QHHHBHERIE #HUBHBHERHEN QBHHBHHRHY
HHU ## BHEBD QHHBHHBHHE HHOE Q#H HHA QHBHERHERE #HOE HHE BHA QHBHHBHE #3100 #
# OHHA QHHHBHHEEE  HHUBHE # HEA QHHBHHERRE BHUHHQ # #HA QH#HHBHEEE #HUBE 0 ##A
AHHBHHBHIR  BHUBHHBHHBRD QHBHHRHH #HOBHE QHHHA Q#HHBHEIE #HOUHHQ QHHHA QHHHBHHH
# HHUHHH # HBD AHHBHHLHHBHHRUHHQHQHHRDA AHHBHHLHHHHHHUHHHHQHHHA

AHHAHHIHHAHHAUHAD @ ##A
AHHBHH LHHBHHHUHBHHQ #H#A
AHHBHH LHHBHHB UHBHHRHERA
AHBHHHRHHA S HHXBHQHQHHHS
#H# HHQ Q #HHA AHBHHHHHHHY
HED QHHBHHBHER HH HHHRH
AH#HHH 1B HHBHHUBHHHQHHHH
AHBHHHIHHHBHHURRYE Q@ H#H#

AHHHHH IHHBHHRUHBHHR HHA
AHHBHHLHHBHHRUHRE @ ##A
AHHHHR LRI HHOHHQHHHHHY
AHHBHHBHHR H# HHHHOHHHA
HHBHHHBHHHEN QHBHHHHRHE
HED QHHBHHBHER HH HHH #
AHBHHHLIHHH#BHHUE Q Q#HHHH
AnHHBH 1B HAHHH UHHH HHHHH

AHHAHH IHHAHHAUHHOHO #H#A

AHHBHH IHHBHHHUHHD @ ##A

AHBHHHLHHE HHUBHHHBHHHH

AHHBHHBHHR HE HBH QHHBA AHHBHHBHHY
HH HHH HHHRD QHBHEHBHHE B #H0 @
HED AHHBHH LHHBHHHUHHQHOHHHH
AHBHHHLIHHH#BHHUE Q Q#HHHH
AHHHHBHHHR | HHUBHOHQ HHA QAHBHHHHBHH

HHUBHHIQ H#EA | B | SRR S YL - 3 R
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HHHHHHHHHEHOHOR i ) HIHHHH VAR L S
HHHHEHHHEEHOHOH _# ) HHHIEHHHHIH T U [ HSH - # Y - # L S
HHHHHHHHHHOHOR _t ) HIHHHH )} # - # L S
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HHHHHHHHHHH OHOH _t ) IR S [ #SHn - # Y - # ) HHHHHHHHE
HHHHHHHHHHHOHOH _t ) HIHEEH ) # - H L S
HHHHHHHHEHHOHOR _t ) HIHHHH VAR L S
HHHHHHHHHH OHOH _H ) HIHHEHHHHHHED BRI [ HSH - # Y - 4 ) B |
HHHHHHHHHHHOHOR _t ) HIHHHH L # - H L S B OHOH _i ) HEtH ) # -
WY HHHHHHHE R OHOH _H ) HHHHE V1 - 3} S S
HHHHHHHHEHOHOR ) HIEHHH V- 3 S HGH
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HHHHEHHHEEHOHOH _# ) HHIEEHHHHEEHHHHEH [ HSH - # YR I
HHHHHHHHHHHOHOR _H ) HIHHHHHIHHENE B[ HSH- -#)#-
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VY [HSHn - HHHHHHHEE 22 HEHHOR | B HHHHI? 22V HHHHEHE? 22 R
HHHHHHED DDV HHHHHHHE Y - 3 ) O



BRI 000 VY C TV _# ) HHHHE V HAR R
HHHHHHHARVHYCTY_# ) HHHHHHHHHHHELTY [#SHn - # Y I ST ) # -

B R R AT R 2

HHH ) HHHR ) HHE L R D L S B ORI Y o H
HHHHESHHHH BRI DV DHEHH ) R Ta Y [#$#- -

HHHRHHHE O 0 0 VHRRHOR | HEHH### o 00Y HHEHHH O OO R

HHHHHHED 0 O R SN SR B O R BB AR U L Y ?

B ) BB O U [HSHA - H 1RSI | B G e #V?

e D G VAVA RVA

HHEH ) HEHHHRRR2 2 280 [ HSHHHHHE2 2 2V 0 0o VH#E HHHHE#2 2 29 %000y

HHEHHHE? 2 20 00 VEHE Y 1 VR DD DDV 2HHH ) B R RR? 27
§ [ HSHUHHHHHHHHHRRD DD HHH HEHHE B2

B

HHHHHHED D D AR HHHHE Y B R CHHHHH R L - 3 B D B
HHEHHHHHHEH DR ) HHHHH L - 3 SR EH R Y P

HHBH ) HEHHH VR L S D 2V DRI ) B2

V [ #SHBHHARHHARHHA? P2V HHH HHH#H  HEHBHHEH???Y

HHHAH

HBHHHRH? 7DV HABH AR L # Y HEHHERHH AR THHARHH B HER P20V PHERH_# ) HHBHHHBHHHBRH??7?
V [ #SHAHHHBHHABHHA? P2V HHH HH#H  HBHBHHA???Y

HHHAH

HERHRHHH? 20V HHHHHH R } # L H Y HH R JHH I ? 22V PHIHHTE_# ) #HH T 27?
V [ #SHBHHHBHHABHHA? P2V HHH HHHHH  HAHBHHA???Y

RHAH

HERHRHHH? 20 HBHHHHE } # FH Y HE T KT ? 22V PHIHTE _# ) #HH TR HHHH T 27
V [ HSH#HHHHHBRBHHH? 2?7V R HH#H  HBEHBHHA???Y

HHHAH

HEHHHRH???GHABH RS L1} # Y HBHH AR H AR H R LS H AR H AR HAR P20V 2HARE # ) HHARHHBRHHARH??7?
V [ HSHHHHHHHBRBHHH? 2?2V BB HH#H HEHBHHA???Y

HHHEH

HEHHHRH???GHARHHARS L1} # Y HBHH AR HH AR HH B DHH AR HH AR HH AR VY 2HARY # ) HHARHHBHHHARH??7?
V [ #SHBHHHRHHPRHHA? 22V HHH HHH#H  HEHBHHH???V

RHAH

HBHHHRH? 7DV HABHHARHS L # Y HEHHARHHARHHE QR HERHHARHHAR P2V PHERT_# ) HHARHHAHHHARH? 27
V [ #S#H#HHHHHBHHHHH? 2?2V HHH BH#H  HEHBHHA???Y

HHH#H

HBHHHRH? 2DV HABHH RS o # Y HESHHBHHH B HH C HHHBHHHB#HHB?2?V7?

Hit##H# ) HHBHHHBHHHRHHYVHY [ #SHHBHHHBHHHBHH? 22V HEH BHHBHHHBRHHA???Y

HH#tHE  HBHHBHE? DY HEHBHHRH

HURRBHH? 2GR} # Y3 Y HEH R SHHH I ? 22V VHEHH_# ) HHHH R HHIHH??7?
V [ #SHBHHHRHHARHHA? P2V HHH HH#H  HEHBHEH???Y

HHHAH

HHHBHHRD? VY HHBHHBHH O HBHHBH#20% - AcCentlo#HAH#oB#HHBHBHHBHHHHBYHIHOHNE #-#
#A#CHCHeHNH LH 1 H#HHHAHAH



HUHRHHHHYUR R HHAHRRH20% - Accent2o#AHo##tHBRB#HHHHHAR" YH2HORKH #-#
#A#CHCHEHNH LH2HHHHAHHAH



HHHBHHRHY HBH B HBHARHHE20% - ACCentIo#HAHoHHAHHHHAHHBHAKYH2HOHNH #-#
#A#CHCHEHNH LH#IHHHHAHAH



HUHRHHHHYUR R HHAHRRH20% - Accentdn#AHo##HBREHHHHHIR YH2HORKH #H-H#
#A#CHCHEHNH LHAHHHHHHAH



HHHBHHRHY HBH B HBHARHE20% - ACCentSo#MHo#HAHHRHAHHRHE  YH2HOHNH #-#
#A#CHCHEHNH LHOHHAHAHAH



#H##efULOV##



HHHBHHRHY WHBH B HBHAHHE20% - ACCeNntOo#MHo#HAHHHHAHHBHALZYH2HOHNH #-#
#A#CHCHEHNH L HOHHHHHAH



##  efyely##



HHHBHHRHY WHBH B HBHARHHAAO% - AcCentlo#HAHo#HHBHHBHAHHBHAHYHAHOHNH #-#
#A#CHCHeHNH L H 1 HHHHHAH



HHHBHHRHY HBH B HBHARHHAAO% - ACCent2o#MHo#HAHHRHAHHBHAHYHAHOHNH #-#
#A#CHCHEHNH LH2HHHHAHHAH



HHHI L, - H#



HHRHHHHYUR R HHAHRR#HA0% - AccentIo#AHo##tHBR#HHHHHER ' YHAHORYH #H-#
#A#CHCHEHNH LH#IHHHHAHAH



HHHBHHRHY HBH B HBHARHHAAO% - AcCCentAo#HAHoHHBHHBHAHHBHATYHAHOHNH #-#
#A#CHCHEHNH LHAHHHHHHAH



HUHRBHHH YU BB HHAHBR#H#A40% - AccentSo#MHo###BR#HHHHHER/ YHAHORYH #H-H#
#A#CHCHEHNH LHOHHAHAHAH



###IL - bey##



HHHBHHRHY W HBH B HBHARHHAAO% - ACCeNntOo#HAHoHHAHHHHAHHBHASYHAHOHNH #-#
#A#CHCHEHNH L HOHHHHHAH



HHHBHHRHY W HBH B HBHARHHAOCO% - Accentlo#HAHoH#HHBHHRHAHHBHE JHOHOHNH #-#
#A#CHCHeHNH L H 1 HHHHHAH



HURBHYYY YRR HHAHBR#H60% - Accent2o#MHo###BHHHHHHHHHSYHOHORNH #-H#
#A#CHCHEHNH LH2HHHHAHHAH



###230n0 V##



HURBHYYY YRR HHAHBR#H#60% - AccentIo#AHo##t#BR#HHH#HH IR (YHOHORNH #-#
#A#CHCHEHNH LH#IHHHHAHAH



HHHBHYYYYRHBEH B HBHARHHAOCO% - AcCCentAoHAHo#HHBHHRHAHHBHE  JHOHOHNH #-#
#A#CHCHEHNH LHAHHHHHHAH



HHHBHYYYYWHBH#HBH #HAOCO% - AccentSo#MHo#HAHHRHAHHBHAOYHOHOHNH #-#
#A#CHCHEHNH LHOHHAHAHAH



###230 TUy##



HHHBHYYYYOHBH#HEH | #HH#OCO% - ACCentOo#HAHoHHAHHRHAHHBHAAYHOHOHNH #-#
#A#CHCHEHNH L HOHHHHHAH



HHERHE Y%t o #



#" ####ACCcent Lo #5#Ha R #H#HHHHHBHHHHYHEAR CHCHEHNR LH LHH R #



HHERHE Y%t o #



##HBHHACCeN L 20 #SH o HAHAHHBHA#HHHH | YHENICHCHEANH UH 2#HHAHHARH



HHERHE Y%t o #



#S####ACCent 3u#SHa R #HHHHHHHHHHRYHEAR CHCHEHNH UH IHHHRHHH



HHERHE Y%t o #



#%H###HACCent Ao #SHa Hi#H#HH#H TR ) YHEA#CHCHEHNR LHAHHHR#



HHERHE Y%t o #



#HE&HBHHACCEN L So# AR HAHAHHBHARHHHH - YHENICHCHEANH UHOHHBHHARH



HHAHBK-EYHH



HHERHE Y%t o #



#' ####ACCent 6o #AHo R HHHHHHHHH#H LY HEAR CHCHEHNH LHOHHH B #



## ##-oFy##



HHRRHYYY V%R0 ##tH (##H#HBadn # - #o ##HHTH#HHHH AR HHBH af AR HH##HHE



HHYH#YCIY
%o #ith ) ####Calculat iono#uHo #it####H#H#H#H#HR#H#YHHCHaR L CHUH L #a# LHIHORNHH#H#HHHHH



BHY RO SRR 10 0 0 VI S0 o o V- #fana V. $EEEV# oo Vi o I #
##Check Cellu#n#a#HHHHHHHHIHHHE
HCHNHEHCHKY HCHEHLHLHHHHHHH



HHY NN ##



HHEHE SRR R DDV HHD DDV HRDDOVHE  HHHHVHH? 2PV o #i o #Y o #
Ho B HHCHOMMBMB I 0 ### | 0# 0 # (HoHHHHHHHHBHRRY HCHOHMAMHAH

# [ HO# | H### o #H## - o

B 0 H-H o BB BHCHUR T H T HOBNHCHY HHHHHO HIH . aHY o # . Ho HEHHHHHHHHERY



HCHURTHr He#n#HCHYH # [ #O# | #Hit###o#HtH/#

#H#Currency 2o#*#Ho###BHHHHHHHARYY

#HCHUHr#r#te#nHCHy# #H2##H#H#oHHAOH#A#EXPLanatory
Texto#GHo####RHHARHHARSYHAERXAPH L #a#inRattt#OH Y #YH#H HTHe#XHUHHHARHH



##Y#Hooo YeH#H#oHAH Lo Vo#  #o#HBHHBHAHHBHE y##F#Oo# 1# 1 #o#wHeHd#
#H#y#pHeHr #1#1H#NHKER#H#Ho# #2###H#G00dn # | Ho HHtH BB HHHHHHBHHHECHOR OH AHHHHH#H



HHYHHEL T ##



H#YHH#AHY WHBH A HBHIH ##tHeading 1o# (Ho##H##BBHHHHHHRRY #H#e#a#d#ifN#QH

#1AHAHBHHBAHR ##tHeading 2o#; #o#####HHHHHHBRSY #H#eHatd#ifnHQH H2BHHHH
Ut HHHHRHHY? 8 DY #Ho #H#HEH ##Heading 3o# (#o##H#BHH#RHHHAREY #H#e#a#d#i#n#gH
#IBHAH B HHHAOH ##Heading 4o# (Ho##H#HARHHARHHERY #H#e#a#d#i#n#QH

HARB RS Ho HIR T o #Y o # (Ho #HHHHH R HHHHHHY #HEyHpHeH#r# 1H#1#N#KE##HHo #
H#BHAHH#INPU L o HUH o HHHBHEHHBHHHHBYHE THNHDHUHS LHHHBHAH



#Hy#Y To##



HHY R DV AR HHHHHE 0 0 0 VR #H0 0 0 VHHHE# ##o oo Vi
HHEHY o0 VH#o HHEOBEHELINKed Cella#K#oHHHHHHHIHHHHHHIVHHLEL#N#K#e#d#
HCHEH1H 1 HHHHHHH



HHY RO SRR HHY 0 #Y #Ho #



#: ####Neut ralo#AHo R H#HHHAHR#HHHYHENS eHUH L r #at Li##H##



HHYHY S0 V##



#ity##to e YRR o HitH o #Y o # " Ho R HHHHHH#HHHGHENS OH r #MBta# LitH###to ## | ####NOormal 2o#

#<####Normal 3So##=#H##H#NOrmal Aoc#H&#o#B#HHHHHBRHH#HHYYHENFOHr #MBa#LH HARBHHHoH
#>#H#ANO t en# b o HHRHH AR HH AR HH

VHEN#OH# L #HeHHHH#H#AH



BHYHEYY T HEHHHYHE2 2 2 THEBHHHI 2 2 2T HERHHHIVHR2 22988 HHIVHE2 2 2V o 147
HHHHOUL PU Lo #KH I HHO# UH LHDHUS CHEHHHEH



HEYHH? DV WHBHAHHBHEYHE? DV HAHBHHBYHE?D2?YHHBHHBHYHH???YHE HHHBYHH???

Vi#t#o ##HQo #Y o #SHo Ht B HHHH AR #HEPHe# rHCHeNB LH#### o ###AH  ##Percent 2o###B#
##tPercent 3o# (H#o#HAHHHBHHHBHHIEYY #P#e#r#cHe#n#tH# HIHAHAHOH

HCH##ATIt Lea#t Ho#BHHARHHARHHARYHATHIA S 1 e #ft# ol

#D###HT ot alo#1#o HHtHH#HHHHHHHH#HYHETHOR LI aH L BB HHHH



HHHBHHRHY W HBH A HBHEHR



#H#Warning Texto#?#o###HH#HH#HHRHRHHHIY



H#HWHa#r#n#iftn#o# HTHe#XH LH##BRHH



HHHHTHBY

Wt HXHo HHAHHHHIH o HHH AT Ha#D# LHHSHEHY #H 1 He#NHe#HAH# L HUHMHB2HPHI#VHOH LHSHE#Y# 1 He#
L#I#Q#NH# CH1HCH HAHBHAHHHY Y VHY H#RH « #HHHAOHUOHHO# o #H «BHo #H#H#HA#### o #o (  #F#¥##0 o #AAA#O oo
#ooY#a STHYYIH#IVYH#TH#T#Y 0o ## T IHI IV###o #VHYHYYHH#RY Y HoHo Ho ####o o BH#VH#IVHIYY#IYI#YVo#a I
Y#yaI#1ay#YIa#3Ty#3I I#a I##y I## o ##y TH#T Fotono##3T#30 THH#3##33##a 3##a0 3T#330#333#\
HUHBHBHA YRR HHH o K####FLrst Time Fill Rate (FTFR)o####~######PARTS
DEPT ACTION

PLANG ##H# o HHHHH B E R E R O I QU A
#HAH#HOBHH T HOH T HHHHHIHIHHHHIHIH O n HHHIHH O X HHHIH

CHHE BRI
e
e
HHH R
HRHH R R QHA DHRHH Y VHBHH  Ho 0 0 # - HHHCH T HHIHO J HHHHAHD
OHHHHOHHWHHH | HHHIHBHAHHIWHHBHRIY B

HHH R |

HHHIH A RIHIH R D A N N T B R S R
HHHIES BHHTHETHIH OHHHITHITHE, T | HIHHHITHE, HHHH S U

T HHHHHE S B 2 S S R R SHH OH IR § i H o HAHHHAHQ
HHHQHHNHHHHH I



HEHH RS HRH UHA/ #EHE ) HH#RHHHDEALERSHIP NAME###First time fill rate###Totals###First
Time Fill Rate###DATE  ### OF RO'S###R0's Filled 1st Time###RO's Filled Same
Day###RO's Not Filled Same Day###Actual 1st Time Fill Rate %

##Dealership



##Student Name



##Academy Week###Current Situation###Overall Objective:###Proposed
Timeline###Action Plan



##Requirement s###l . ###2 . #H#H#3 . #H##HA . ###5 . ###Projected Date of Completion:###Sponsor
Signature: 3##Evaluation of Results: 1Include measured results. ###(z
Metrics)d##PLEASE BE ADVISED THIS ASSIGNMENT BY IT'S SELF IS WORTH 100 POINTS.TAKE
YOUR TIME AND GET IT CORRECT### Class & Student Number###Departmental

Action Plan###MHC Kenworth Cedar Rapids



##Corey McAfee



##MHC KW Cedar



##Parts Week 2###042/#14¥##0ur counter staff performance on the phones is not
scceptable. Through many mystery shop calls we have determined several key areas
needing improvement and training.u##To ensure all customers that call in are
greeted in a professional manner, phone call is answered under 3 rings with no hold
times over 2 minutes. On the call we need to be providing various solutions, OEM
vs. Aftermarket, as well as creative delivery and payment options. We want to ask
for the sale everytime as well as follow up to see what other needs we they may
have.E##Weekly training Jan-Feb with mystery shops. In March we will do a set of
three mystery calls to each employee and grade them to see if they have met the
standard or if ongoing training we be assigned.###1) Establish the standard for a
quality call, provide templates and guidelines, begin role play training with
manager and performing truck salesmen, conduct mystery shops weekly and listen to
as a group in our weekly parts staff meetings. Hold team accountable to contiuous
improvement. a##Meeting with Dealer:

Action Proposed: Set new standard for quality phone sales call process, introduce
training plan, train and mystery shop, guage performance increase, continue to
train until desired results are attained-##Describe checkpoints that have been
established to measure progress:

Daily / Weekly / Bi-weekly / Monthly /

Date(s) for review: Weekly from Jan-Feb, then final test in MarchR##Estimated cost
for implementation: Our only real cost is going ot be the time spent with
employees, we have some great templates and processes from other branches in our
dealer group that have been successful to impliment

##03/15/2020: ##Meeting with stakeholder(s) (dealership personnel): Accountability
will be on our Parts Manager with my oversight.

Describe what is in place to support desired goal:

We will have training materials, recorded calls for review, and the help of 2

experienced peers in the sales delartment that excel on the phones.

3##Accountability: Monitoring progress:

Who: Craig Parts Manager

What: Recored call performance review

By When: weekly training until we do our 3 call test in March

How: Mystery shop###GO##Impact Areas: Areas to measure are call hold times and

ringback occurrances. We should see an increase in line items per counter ticket if

we are asking for additional sales. We are logging every inbound sales opportunity

to determine a closing ratio to bench mark moving forward. Once we have this

baseline we can start to monitor sales growth by average sale per counter ticket.

On the CSI side we will continue to monitor our google/yelp ratings for feedback.
VH2#HHD=HH#
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HAHHHHRHAHUBLHHHBHHH#UH U UHUFURUHURUHUH #y#
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HHHHHUHUHUS HHSHHHHDH QAQI### " QOHHHHQOHHHHQOHHHHHHHHHHHHHHH I #90880887
HHHBHYHHBHHBH D



HEHHHUHURUHE HUHSHHHHH#DHAQAQIH#H QQHHHHQQHHHHQQHHBHHBHHBHHRHHHT HHHHHHH?
HHHBHYHHBHHBH D



HHHHHUHUHUS HHSHE#HHDHAQAQIH#H * QO#t## " QOHHHHQOHH#HO?H#########HI#VD ' VD ' @2##
HH#YHHAHHBH L
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BHEUHUBUS  HURHHHHEE D JH QR QR QIR T R QR B SRR



HHHBUHUHUE  HUBHBHHBHD# IR QHOHQHHBHABHBHHAR T HBHHBHOBY VHABHBYHBHBHHBUH



HHHBHUBURUH HUBHBHHBHD# IR QHQHQHHBHABHBHAR T HBHHBHOBY VHABHEYHBHBHHBUH



HHHBHUBURUH HUBHBHHBHD# IR QHQHQHHBHABHBHAR T HBHHBHOBY VHABHEYHBHBHHBUH
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HHHBHUBURUH HOBHBHHBHKH JH L L LHHBH B HBH AR SHHHAH LY VHABHBYHBHBHHBUH



HHHBHUBURUH HOBHBHHBHKH JH L L LHHBH B HBH AR SHHHAH LY VHABHBYHBHBHHBUH



HEHHHUHURUH #Y#

HEHHH KRB SR T QA HIHH B N A BRHH R R AQHHHHE #
UHHHHH A AHH BHHHHHHHHH UHHHHHHH | QR HIH R D N BHHBHH R LB QH AR #
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HHHBHUHUHUH H%H
HHHHHURUHHHH B U HE AQH I HGH A AN HOHHHHHHEURUH U URUHUH

HXHDHO#H##H L #HHHHHHHHH AH PHWHWHWHWH CHCHCHCHCHCHCHCHCHCHUH KHHHHHHHHRHIHH I
HHHR OB HHHHAR UBHHHH
Hit#HBH HHHH AR UHHHHHE " B HHHE A AR URB S HH I OHHHH AR UBHHHH S HHHHH A H B AR U BB
UHHHHH ARHHHH N UHHHHH QHHH AT AHHHHH N UHHHIH | I QBN UR R (R OH B N UHHRIH ) B
HE# AHBHHH AR B S #HHE AHBH B AR USRS I H QAR URHHHE, #HEH AR AR U -
HH#RH B HHHAAF UBHHAH | BHEHH AR AR URBEHY /
HH#HRH QU HHHBEAR UBHHHH O HHH AHAR AR UH BB I HHH B QS HHHH AR U B HHH 2 #E S A H A U SHHH
HHARBHHHAH URBHHH AR QORI DS UBHH R S HHHHH A S HH AR U BB HH O HIRH R OB DS U IR T 3 4##d
HHHHHAHUHHHHH SHHHHH AHHHHHAH UHHHHH OHHHHH AHHHHHAH UHHHHH | HEHHHOHSHHHDAHUSHHHH ) HHEHEHEH
HHAHUBHHHH<BHHHHAHBRBH AR UH BB = HEH B B HHHHAR UBBHHH S B H OHB AR U ?
HHHE U HHH AR US X H Do B4 L HHH RS HH I Y Y R R
HHB BB Y H QR QR DS U A S A S AH U R H BRI QB HH R A UBHHH A CHEHHH A A1 AH U
HHtHBHDH#HHH R AR HHHHAR UBHHHHEHBHHH AHHH B A UHHH BB FHHH#H A B S HHAH U BB HHHGHAR B AHHHH AR UHHH
HHtHB B S HH A H B AR U THE# A B S HHBAR UR S H#H IR O HBH A UHBH B KEHH#H A B HHAH U BB HHHL
HH#RH U HHHH AR UBHHHHMNBE S S AR AR UH BB NS H AR S S HHH AR U S HHHO R AH AR AR UHH B P #H
HHAHBHHHH AR U QHHH R A HHHHH AR UBHHHH R OHHH AR URHHHH SHE##H AR U THE## A
HH#BHE AR UHH B U HHH T AR HHHAR UB S HHHV RS O HEH DS URHH WS S HHH A B S H AR U BB X H R A H#H
HHNHUHBEHHY HHHH O N URHHE R QRN ORI [ #HEE R N U
HHHHH ORHHHF N OB | O D U N QR D UBHH I O# AR U# X HDHo #H1#
1##H#H BB HHHH TR R R R H R RS I ##RARU
Hit#H Al T AR HHE AR UB S HHHDHEH AR DS ORI CH U HHH A S HHAH U dH R BB AR U HH
HH QHHHRHEAHHIHH N R T QR U QU QR DU N R A UL
HHHHH AHHHHHAFURHHHE ] R R A UHHH R KB QA UR B L AR DR U R
HHAHBHHHAHUHBHHENHHH QB HHHH A UBHHHH OB AHHHH AR UHHHHB DHIHHH AR UHBHHEQHEH#EA
HHHEE A U C SR AR AR UR B H S HEER QRN U C S HH AR S AH U BB U DB H
HHNHUHHHHV B O DN UHH P QBN R X HHHHEOH R DN Uy I QHHHEA
HUHHBHIE Z HHHHH AHHHHH AR URHHE {HHHHEOHE AR UHHH |
HHHHH ORI N URBHHE } O D U~ QR D UBHH R 0 B A A U# X HDHo ###H
1HHHB BB HHHH RS R H S Y HH S H R S R H RS SR SR o RS d H R AR U
Hit#H o BHEH R AR SR H AR UR S H o R AR EH B D U o S HEHH AR HH AR UR B o HHER R B HHHEAR U HH
##o
R QU HHHHEAR U0 B HHH AR AR U o #HHEE QS HHHH AR US o RS A H R A U o B
HHAHHHHHAHURHHHHo HEHH OHEH A U HHHEo BHEHH OB HHAH U B Ho #HH OHEH AR U o #H###
Hit#HEHH AR UH o HHEHH A HHEAR UR B HH 0 HEEH OHEH A U o BHE#H B HHAH U BB HHo #TER A H#H
HHARUBHHHH S HH AR AR U o #HHEE QS S HHH AR US S RS A H S A U o B A HHA
HUBRBHH o HHE QU B AR U0 B AR A U o #HHR R QS S HHH AR U o RS dH AR UH
HitiHo BHHHH A B HHHAH U BB B HHo HEER R OHBHH AR U o BHHHE AR H AR UR BB o #HEH B OB HHHHAR UBHHH
Ho#BHHHAH#E AR U o BHESH QB HHHAR US < H DH o #itE L HHHH S SR H R H R
HHH BB Y HHH YRR SRR SHEHR AR R AR URSHHY | A RN U
CHHBHH AHHBHH N UBHHBHEHHH I OB N U O A U A D U | ##
HHHABHHHHHAR UBHHHH SHARHH AHHHBE AR UHHHRR " HHHHH AR HHAH UB B S HHORBR B AHHH AR U HHHHH
AH#HBRE DS U BB HHH A B RS H AR U BB I OB B AR B -
HHRBH BB HHHAR UBHHHH QRS HHH AHARBH AR URRREY HEHRREAHHHHHAR U HHHH © #EEHH AHAR AR UHH BB L HHH
HHAHHHHHAHUBHHHH 2 HEHHH OHFH PR AR UHHHHE S #HH#H BB AR U BB
T HHHHEOHHEHE D UHHHEH U QN U QBN R - R OH R N UHHHEH | B
HHH AR OB HHH L S ORI DS U O I A B HH AR U RS HHEHE R OB DS UG
AH#HBHAH UHHH RS HHHHH A B HHAH U BB HHUH T OHHHHHAR U ¢ BHEHF AR AR USXBDH o H#EH L B HHH
HitHHRHHHH TS H R R H R S H R S H R AR A HHEAR BB HHH
ARBHHH AHBR R A U AR S S B HH AR U S B HH B A H R A U AR A B SR AR U B A1
HHH AU N UHHHHE R QR D URHHH R CHHHHEAH I N U E R QRN U HHHHEHHHEH
A#H#H# B A UHHHH B EHHHHH A B R HHAH U BB HHHE HHHH QB HHHHAR OB H### T #H### d# B AR U8 THE# DB
#Hit# AU HH T #HH#H AR AR U BB T HEH B QHHHBH AR U HHHHD # B HH dH R AR U BN A B HHHH
A#ustp###HO### 7S A HBHHHAR U BB #HOB#H# RS dH BB H#H AR U BB #H OB # 7 # d# AR #H AR U R B #H OB # 7 d #H AR HH#ARU
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HEHHH D UHHBHH OHHHHH AHHHHH AR URHHHH OHHHHH AHHHHH A UBHHBHOHHHBHOBHHHH A UHBHHH - HH AR A#
HEDH UHHBHH OHHBHH AHHBHF AR UBHHHH UBHHHH AHHHHH AR BB OH A HH AR U QR AR HEEA
HUBHHHR UHHBHHOHBHHH N UBH Y BHEH R AR A UBHH R DH BB A HHHR D UBB R HHF R AH R HH AR U#
x#D#t o ##th LH#H R HH R H SR H PR H PR H SR H SRR H SRR SR SR TR R R R R R R d
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Hit#HRHH HHH AR UHHH

Hit#HHH AHHHH AR U HHH R HHE AR B AR UR BB HH T QS HHPH AR U B HHH R HH A H A AR U HHH
HH QR BHHH AR UR BB QR N U S QB AH U R S OB D U R
HEHHHAS UHBH BB H RS A HBHHHAS UH B HHR S H IR A HBSHHAS UHB S H RS H R A HBHHH AR UH B H RS dH#7H
HHARUHHHHH B HH AHER B AR UH B S HH P A B HHHHAR UB B HHHH R H A H R A U S A B HHHA
HUBBBHHHHHE G QU HHH AR U HHH R HHH AR AR URX B DH o ##tH L B HHHH TS SRR S HH I
HEHHHBHH PR B H PR B H BB S H AR SR AR HH AR HHAREY  BHHHEAHBEEHAR USRS |

HEHH#ABHHRE AR USRS HESHH A B HHR S AR U HHB S HH RS HH QS HHR S AH U HH RS SHESHH A B HHBSE AH USRS
WHHHHH AHHHHH N URHHHH QHHH A AHHHH N UHHHHE | R QBN OB (R AH R N UH B ) #
HHH AHHHHHAH UHHHHH ¥ HHHHH OHHHHH AR URHHHH  HHHHH OHHHHH AR URHHIH | HHHHH OHHHHH AR UHHHHH -

Hit#HH AHHHHRARF U | BHHHHABHHHHARUBBEHH/

Hit#HH AHHHH AR UHHHHH OB B HHH AHBHHH AR URB R B I HHH R OB HHHH AR U HHHH 2 R HH A HAR R AR U SHHH
HHARBHHHAH UR B H AR QR DS UBH R S HHHHH A S HHAH U BB H O HI R OB N U R T 3 4##d
HHHHEAHUHHHHE SHHHHH AT AH U OHHH B AHHHHH AR URHHHY | HHEHHOHS A UHEHHE ) #HHEH AR
HHARUBHHHH<BHHHH AHBR AR UHBR B = HHH R B HHHHAR UB B HHH S R HH O HB AR UHHHEE?

Hit#H AU HHH AR UH X H Do ### L HIHHH SRR S HH S H R S SR S R H
HAHHHBHHQBHHAR AHARBHAR UHHRHH AR B HAR AH AR HH AR UH AR S HBRH AR A H AR HH AR UH AR HHCHS#H AR dH AR HHARU
HAHHHDHHH RS AHBHHH AR UHBHHHEHHH RS AHBHHHAS UHBHHH FHHH RS A HBHHH AR UHBHHHCHEH A S A HBHHHAR UL RS
HHHB RS HH AH BB AR U THEB R A B S HHBAR UR S H#H B O HBH AR URHH R K S H#H A B HHAR U BB HHH L
Hi#HRH U HHH AR UBHHHHMNB S S HH AR B EE AH UH BB ENHH A QS S HHH AR U S HHHO RS H A H AR AR U PH#H
HHOAHHHHHAH UHHHHHQUHHHH AHHHHH AR UHHHHH RHHHHH AHHHHH AR UHHHHH SHEHHH OHHHHH AR UHHHHH THE#H#H#
Hit#HH AR UHH B U HHH B A B HHPAR U HHHVH B OHEH A URHH WS HHHH A B HHAH U BB HHXHER A H#H
HHNHUHRHHY B O N UHH R QRN OB [ #HEE R D U

HHHH QRN ORI | S R N UHHRHEE N QR U AR A U# X HDHo ##H
1###H BB HHHH TS HH T H R R H T H R H RS R J##RARU
Hit#HiHH adHHH T A B HHHHAR UB B HHHDHER B H O HAH B A UHHH B CHHHHH A BB HHAH U BB HH A HAR B A HHHH AR UHHH
HH CHHHHEAHHHH N R T QRN U QU QR DU N O D UL
HHHHH AHHHHH A UBHHEHH R DU K QR A OB L QR D U R
HHAHBHIHHAHUHBHHHENHHH A HHHHH A UBHHHH OB AHHHHF AH UHHHHB DHIHHH AR UHBHHEQHEH#E
HHHRE AR U C #HBH R AR HHEAR UR B HHH SHER B H OHEH DS URHHHE C B HH#H A B EHHAH U BB U DB #H
HH N UBHEHHVHHHHEOHHH A URHHH W OH AR UHHHEXHHH R QB D U Y RO
HUHHBHHEZ HHHHH QHEHHE DN OB [ O UHHH R |

HHHHH ORI N ORI} S R N URH R~ QR D U 0 O H B A U# X HDHo ###H
1HHH BB YIS U Y YR S S o R d # AR U
HittHHE o HHHH T AHHHHHAR URHHH o R O HEH A U HHHE o BHEHH A B HHAH OB Ho #HEH O HEH AR UHHH
##0o

HHH QU HHH AR U0 B H AR A U o #HH R QS S HHH AR US S RS A HEER AR U o HHH
HHQRBHHHAH UR B 0 S QR D U o B HH QRS HHAH U R o I B D U o B
Hit#HRH AR R o #HEH R A B HHEAR UR B HHHo HEEEH OHEH A U HE o BHH#H OB HHAH U BB B HHo #TER A H#H
HHARUHHHH o HHHHH AHER AR U o #H#HE A B HHHHAR B H# o B H A HEE A U o #HB# DB H#HA
HUBHH R0 HEHHHABHHR S AR UB R o HEHHH A B HHR S AR UB#HHR Ho #ESHH A B HHR S AR OB Ho #BSH# A ##RE AR U
H#it##o fHHHR HHRHHAR U RS H 0 B HHR A HHR SR AR U H RS H o B ##R B SRS HAR U H RS H o B ## R B HREHAR R RS
Ho BB H A H#EE AR U o BHEH AR HHH AR US X H DH 0 #itE LB HHHH S Y HH T S SR S H R
HHUH RS HHHH S HH RS SRR SHEH QRS HHEARUR S HHHY | R AHHHEE DS U

CHHBHH AHHBHH N URHH IR E I QB N R ORI RN U N U | #
HitHAHHHHHARURHHHH SHEHHHOHHHBH AR UHHHTE  HHEHHAHHHHHAH UBHHHHOR B AHHHH AR UHHHHE O HHHHH
AHHHERE DS UHH I BB A B AR U R QBN U -

HH#RH U HHHH AR UBHHHH OB S HHH AHBREH AR UHBREY HHHREE S S HHH AR U © RS AHAR AR U A 3
HHAHHHHHAHUBHHHH 2 R OHFH PR AR UHHHHE S #HH#H BB AR U BB

" HHBHHAHBHHE DU U AR N OB H R QBN OB - B O N U B3
HHH ABHHHH AR URHHHH L S ORI DS U O U HHH A B AH U BB HHHE R QBB D U DR
JHBHHHAR UHBHHH LSRR A HBHHH AR UHB B BTGB HH B A HBHHH AR UHBHHH ¢ BHH R A HBEHHARUHXHDHo #H# 1 #H#H#
Hit#HR U RIS YR S H R S H R S H R H R S S A A HHEAR UB B HHH
At ### dH#R S AR U A A B HHHH AR UB B HHH AR A HE AR U A7 A B H##AR U B S ## AR
HHH AR N URHHE EHH R QR DN USHHHH CRIHHH AH AR D UHH I EHHHHH ABHEHH N URHEHEH
JH#BHHHAR UHBHHHEHHH RS A HBHHH AR UHBHHHEHHHBH A HAHHH AR UH BB HH# T #H# RS H B HHAR U BB # T # 4 # B dH#E
HH# AU HH R T S B A BRSSO BB T HEH B QS B HBH AR U B HHHD # B HH dH S AR U H BRSNS A B H
AR UBHHHHOR B HH AHHR RS AH U OB H# A B HHH AR UR S H OB B A HHH B A U HHHH OB d R H##AHU
#it#H O #HH T AHHHHH AR UBHHHHE X B O HHH B A UHHH RO HH#H A B HHAR U BB HUHH B OHEHHRAR UHHH



HHUBHHH R AF U OB QR N UR X <H O R R
B L PHHHH O H OHHHHHHHH 0 HHHHHO OHHHHHHD (HHHHH

OUHH R
DU HHHH S BT HHHH B QU O B 0 R R
HHHOH QI QR Y Y HD#H
BHE HREHHE Q2 THUBHHHH R SRR A O #HY o o Y



HHHOHHHHHHHHHHHHHHHHHOOROMDP ?_HHHHH* HHHHHHHHHHH O O

UHHHHHE Ho HHHEAHIHBHH I 0 HH I H o HEAHHOHHH T T T T T T@? ' ##0T T T 1T @2 (HHHHIHHHIO? ) HEHIHBIHAHE?
| #" HE R QB RS HEX###3333330733333307

Hitn H8Hn HHHIHHH I I < SHHEHH U L #



Hit#HR RN HERRR L



Ha#HHUHMBHHHE L



Ha#HHUHMBHHHE L



HHEHOM#RE#E L #



Ha#HHUHMBHHHE L



#

HIHMH#HHHH






HOHMEHHHE Y #



HHHORF I



Hit#HRHSHHIH AR L H#



#i#  HURNHHBHHHHHHHAR HHHHHORHHHHHHHAHHOR######o #h

HHBHAHBHOH | HHHHHIHHHHHHHAHBHAOR | HHAHBHIH

HEHHHBHHOR AR HBHHQRHHHBHH AR HHOR AR HBHH QR HHHBHHHRHHOR AR SR HHQRHH AR HHHBHHOR AU HBHHQRHHH R
HAHHHOHAHBHHH QR HHBHHHBHHHOR AHBHHHQRHH AR HH HHHOHAHBHHHQRHHBHHH

HHHOH AHHHHH QRS HHH AR HHOH AR B HHH QU AR



HHHOHAMHHHH QHHHHHHH

HHHOH A QU OH ARHHHH QB OB AR HHHH QR A QR Y
HHATHHH QU AR QU A QR AT B QU H2
B QU R QR A B QU B B B AR QBB B AR Y
HHQHHHHH R A HHH R QU 0 B QB AR QR S ) HHBHH0
HHRHHHH AT QR B QUM HHHHEKE KKK KKK KKK K#KH1#

WUt (R # # # B # B B # # BWELENRh#h ST HRH (#h#h#h#h#h#h#h#h#h#h#h#h#h#h#h#
h#h#h#h#h#h#h#h#h#h#h#h#h#h#h#h#h#h#h#h#h#h#h#h#N#y#

HHHHE | BB RHEHHHH CHCHCHCHCHCHCHCHCHCH

CHX#LE#h#N#HHUHTHHE (#h#h#h#N#h#h#h#h#h#h#h#h#h#h#h#h#h#h#h#h#h#h#h#h#h#h#h#h#h#h#h
#h#h#h#h#h#NENFENHGE " Y HTHTHTHTHTHTHTHTHVAVEVHZHM Y #

B B

B Ho HERYH#

HHHHHEXH

HHBHHHHH Y Y #

HHEHEZ AR ({3 {# | Y #

HHHHHEHH BB HORYH#

B

YRR | # [ #MH 0 #o Ho G (B ENENENENENENZOHOANANHNH | #m#ta #o Ho HHEY #
HHHHHEXH



HHBHHHHH Y HY #

HHBHEZH | R ({8 {# | Y #

HHHHEY R # Y

B

HUH " SR HHPHNS | #MH o Ho Ho B (HHEHE

HNHNHNENENENH I # ) HENENENH | #Mb Ho o HEH%H (O \ENENENENENENENENENENENS | #Mb o #o Ho HERYH

# HHH\HHHHYH

# Bt S H##o o Ho o Hoto to Ho o Ho # NI Ha Ho HEHGH (#

###_Ho#o#o#ofo#oto Ho o Ho o BN #o Ho #HEUH (H###E_#o#ofofofo#ofofofo o #o # N EMHo Ho Ho #EH
Ut (#



HAF\NHNENENENENENENENENENENH | o #o Ho B #

#HH#H# " HHBHYH#

#HH o HSH AP A SH o Ho Ho Ho o o HoHo o Ho #NEMBEhEN R0 (#H#AH\

#o#o#o#o oo oo Hoto Ho B NEMEhSEh#h#EHGH (H#HERE\

#o#oHoto oo oo Hoto Ho B NEMEhEhFN#EEMH (HHAEF\AENENENENENENENENENENENHS ] #EmBEh#h#h sy #
HH#AH HHBHIYH

H#HH R0 BN B HAH SHH A o HoHo o o HoHo oo fo

#AHEMBEh#h#h#HEE0E (B HoftofoHofo o foHofo o fo#NENBEhB#NEhE#EME (H#EHAH\

#o#oHo#o#oHoHo oo oot NEMEhH#hENEEA%H (H#HAE\HQH#QH#QAQHQH#QH#QAQAQH#Q# QR at Mth#h#h#H#y #
HEHBH\BHBHHYH

Ht o #QHBHUH S HH## o HoHo HoHo HoHo HoHo Ho #bHEnBEh#h#h#EH6H (HH#RE\
#o#o#oH#o#oHoHototo oo #DEMBh#hEN#EH%H (HHFHE\

#o#oHotofoHo oo to o HotbEmEh#h#n#4#%H (HHAHAE\HNENENENENENENENENENAENA | #mih#h#h##y#
HHH R o BHAHHAHEHH A Ho ENENAENENENENAENENENAENA | #mEEh#h#h#H#%H (#HBHH\
HNHENENHENENENENENENENENHS | #Em#Eh#h#h##H Y #

HHHBH CHHBHIYH

#HH#HVE | #HHHSEH R WHWHWREWHEWHWHWEWREWHWH dEMBEh#hEh B H%H (H#HE_HRERHRARHRHRHRARARHRHRA
e#tmith#h#h###ty#

HHHBHCHUBHIYH

#HHHAH R+ R HAH S HH B HWHWHEWREWHEWHWHWEWREWHWH dEMEh#h#hB#HA%H (##H#HE_HRERHRARARHRARARARHRHRH
e#tmith#h#h###y#

HHHAH CHHBHIYH

#HH#HVH | #BHHHSHH B WHWHEWREWHEWHWHWREWREWHWH dEMEh#h#h###E X HDH#

#H1ASHoHo #BRVHE, HVH, #, #HDH, #, #, #DH#, #, #, #DH#, #, #, #D#, #, #, #8#, #D#, #D#, ###H#H#
HEHHHAHHHRH QB H R

HAHHHRFHHBH QHAHHHRY " HEHHH A HHBH QHBHH PR HHHBHHH A HH R QHAHHH RS SHEHHH AR HHBH QHBHHHRH
UH#HH# BHAHHH QR HHHHAH QB HBHHAHHHH A QU A H A HE | HEHBHHHHHHHQH S H R (H B H B AR HBH QRS ) ##
HEHAHHHHHQHAH A * HHH B AR HHHHQH S H B R H R H R AR HBH QR | BHBHHAHHHH R QBB -
HEHHHABHHBH QHAHH IR | HEHHHABHHBH QH BB H IR [ HEHHHABHHBHOHY

HHHHOHBHHH ABHHHH DHNFHH R LHHHH AT NENHHHH DB HHHH AHHH N N SHHRHIH AR HHHH NN H B
HAHBHBHAHHHHH D NHHHHH DHHHH AR AH N CHHHHH ATHHHH A N T H R AHHH R AN HHHHH 8 H#
HHHHABHHH NN H OHH R AHHHHH N NHHHHH | HHHH AR AH N | HHH R ATHHHH A N <#HRHHE
HARHHHH NHNFHHH = HHH R AHHHEH N NHH RS HHHEHH QT DN D HH A AN HG# (#
#H##_HRARARHRHRHARARHRHRH#RAR e #MAEN#h#h# ALY H#

# | HAHCHHBHIYH

# 1 #H#vH (HEHGHSH )
#HHwHwHAWHEWHWHWHEWREWHWHWH dEMEh#h#h#H#%H (#" ###_HRERHRARHRHRARARAR#RARAe#mith#h#h###ty#
HHHBH CHURHHYH

Hit###o# ) HEFUHSHH## o HoHo HoHo HoHo HoHo Ho #bHEnBEh#h#h#EE6H (HSHEH\

#o#oHoH#oHotoHoto Hoto Ho#bEmB#h#h#N#EEH (H%HEH_HNENENENENENENENENENENHS | #mEEh#h#h sy #
H&HAH T BRI YH

HE&MHH o #* #HHYH



HE&H#HH#o Ho Ho HHHYH#

HEABHRHHHHH DR HHEHHHNHSHSHSHSHSH | #mEh#h#h###a# (# " #H#H#\
HRHRHRHRHARHRATHTHTHTHT Hg#EM#h#h#hH##HY#

# (H#H#_HH#RHb R (HHHRARYRARHRARH Y #

# (HBHRHHHH AR B (HHHRARHRERARA e #MIh#h #h#H#H Y #

# ) #HitH~# | #HHGH A ) #Hfto#o oo foHo oo foHo Ho o Y #

#) #HHmH - NS



#) ###h#h#h###us (#* ###~#o#oHoHo#o o HoHoHofo foHodmEh#h#h###as (#+##8~#o oo oo foHoHo B
o#o#HoHo#MEh#h#h##BLH (#, ###~H#oHoHo#ofoHoHofofo oo o tmEh#Eh#h #8564 (# -

#HiH~Ho o oo oo fo oo fo o o #mBh#h#h##0k (# . ##H~Ho oo oo fo o HoHo o o Ho mEh#h#h###
it (#/

##t#o Hoto Hoto Ho o Hoto Hoto Ho o HMBh#hFhH#EFGH " #OHB#NENENENENENENENENENFENHENF OHMBH#NHS " H1#

HHNHNENENENENENENENENENENHORMBHH Yt
H3HHHIHIHIHIHIHIHIHI R R R R R
HSHHHTHIHIHIHIHIHIHTHT R R R R
HTHH#THIHTHIHTHIHTHTHTHTHTH RIS
HOHHHIHIHIHIHIHIHIHIHTHIHIHI HLRH Y
i HHHTHIHTHIHTHT R R R R R R R

HOHHHIHIHIHIHIHIHIHI R R R R R
HARBHIHIHIHIHIHIHIHI R R R R R
HOHHHTHIHIHIHIHIHIHTHT R R R R
HOHHHTHIHIHIHIHIHIHIHTHI R H RN
HIHHHTHIHIHIHIHIHIHTHTHT R R R
H<HHHTHIHIHIHIHTHTHTHTHTHT R HIEEGH

B HIH IR HIHIHTRTHIHT R H TR L
B HIHHIRTHIHIRTHIH TR R RIS

HXHDH&HHHLH, #DH#, HD# , #, HZH#, #NHNH, #, #, #, #, #, HEHEHSHSHSHSHSHSHSHSHSHSH SHSHSHHHHHQHHHHH
AHHHHHH AN N AHHHH D N B AR AN CHEH AT A DD SRR A H
B AN E R AR N D E A QU A N CHAHH AR A N R R A
A THERH AR AN D AR N DK QAR N L AR AR
BB AR A NN A A NS OB AR AN B HHPHH R H AR HHHHAS N #
HHQHHHHH AH A N R AR A N S AR D N T R AR AN
B AR N N\ R QA W AR N N X A HH R A DY #H

SR HI#IHTHIRIRTHIRIHT R HIBEE B2

HHAHHHBH DN NHHHHH I HHBHH AR HHHH NN | R AR HH AN HHRHH\
HitHHRHH AHHH AR QR HHHHIE | #HHHH AR B HHHQH AT HH N AR HH AR QR HHUH

HOUHHIHIHIHIHIHIHIHTHIHI R R R
HBHHHIHIHIHIHIHIHIHIHTHI R R RN
HDHHHTHIHIHIHTHTHTHTHTHT R H] HIEEGH
HEHHHTHIHTHIHTHTHTHTHTHTHT#] H LR
HHEH#THIHIHIHIHIHIHTHTHI R R R IR
HIRHHTHIHIHIHIHIHIHIHTHI R R R
HLAHHTHIHTHIHTHTHTHTHTHTHTHT R LR
HNHHHTHIHIHIHTHTHTHTHTHT R R R IR
HPHHHIHIHIHIHIHIHIHI R R R R R
HREHHTHIHIHIHIHIHIHTHTHI R H RN
HTHHHTHIHIHIHTHTHTHTHTHTHTH RN
HVHHHTHIHTHIHIHTHTHTHTHTHTHT RN
HXHHHTHIHIHTHTHTHTHTHT R R R R
HZHHHTHIHTHIHTHTHTHTHT R R H] R

HEO##RHH R HH (HHHAH OCHBHHAHRO (HHHHH
O###HHE (HHHHHHBR# O #HIHC

HARHHIHIHIHIHIHI R R R R R R R
HCHH#THIHIHIHIHIHIHTHIHIHTHI HIRENY
HEH##THIHIHIHTHTHTHTHTHTHT#] HLHHGH
HOHHHTHIHIHIHIHTHTHTHTHTHT #] HLRHGH
HI#HHIHIHIHIHIHIHIHIHIHI R R R IR
HKH##THIHIHIHIHIHIHIHTHT R H] H IR
HMEHHTHIHTHTHTHTHTHTHTHTHTHT R LR
HOHHHTHIHIHIHIHIHIHTHTHTHT#] HIRHNH
HQUHHTHIHIHIHIHIHIHIHIHI R R R
HSHHHTHIHIHIHIHIHIHTHTHTHT R R
HUBHHTHIHIHIHTHTHTHTHTHT R H RN
HWHHHTHIHIHIHTHTHTHTHTHT R R R
HYHHHTHIHTHIHTHTHTHTHTHT R H] R

H[HHTHI#IHTHIHIHTHTRTHTHTH HLEXEBE
HHHXHSHSHSHSHSHSHSH SHSHSHSHSHSH SHSHSHSHSHSH SHSHSHSHSH SH SHSHSHHHH LH AHHHHO RHHHH

OH#H#H R HH AR HH AR HH IR HH R



OfH###H (H#HH

#HO#HONH#H o HDHOHO HEHHEn HEtHHH  #HHE
#X#####n#yyé#n#yyé#n#6###&#####A#é#####ﬁ###?#####g########é######## HEH R ) #HHFH
HOHHHH | HAHBHHHHHHHHQHHHHHHHHHHHHHHHO+AOUSUC | . #o Oa #OHHHHHHHRHH L HIHHH

ORH#H R HEH A H AR Ho ##H#H###<H#o##Bavis, Christopher:

This will indicate that you have the attention of the dealer. Set this up in
advance prior to having employees in the stakeholders meeting<#####

Ho#HHH#H# #o#H#a o HE#H Lo HBH# O HAHC



O##H## (HH#HH

#HHOHHONHHHO H## Ofto ##t##tHo it H#H o HH#

HXHHHHE0 HYY A #Y Y Ao HOBIH ¢ HHHHEDHOHHHHR OHHH D HHHHE ¢ HHHHHHI OHHHHHHPN HHHH R
HHHXHHBH OB | #AHHHHHHHHHHQHHHHHHHHHRHHHAHANINE THL | YYOL | + I##o#RHHHHIIHHRIH
ORH#H R HEH A HAH TR CHH#H###H<H#J##Bavis, Christopher:

Do not pick a "HUGH" problem. Pick one that you have a good chance of
resolving<#####

HoH#HHH #H##HCHHo oI Ho #H#H On HHHC



O##H## (HH#HH

##()##6N###n#( Ot o #itHHit#a ¢ HHH

HXHHHHE0 HYY A #Y Y aH o H OB HHHHEDHOHHHHR OHHH P HHHHIE ¢ HHHHHHH OHHHHHHI AHHHH R OH#
HAHHHH OHHHH | HAHBHHHRHHHH QHHHRHHHHHHHHAHHHUTOn 12 CEUPa o A~ [ ### o HHHHHHH L HHHHH

OHBHH [ HHHHBHHHRHHIH | HHBHHHR<HURHBHAHVHIHSH, # #CHh#Hr#1#tsHL#OHPHh#eHr # #

#TH#Hh#i#s# #i#ts# #t#h#te# #Ht#o#u#g#h# #HpHa#tr#t# #sHo#mite#tH#i#mitettsH . #

#HSHOHMAeH L HIHMBeHSH Hi#t#H S# #t#h#ted HeHa#isHiMteH#sHUH . # H#F#LIHgHUHr#e#t HOHUHALH

HwH#h#te#rite# HyH#HOHUH# HwHaAHNHLH H#HLHOH# HOHOH HwHIHtHh# H#HUHh#IHSH . H<#H#H#HH

Ho###H#H HO#HH | #Ho #HH# Lo #HHHOCHHAAC



OfH###H (H#HH

#H#AHH# OH#HHO #P Ofto ##t### ¢ HHHAHXHH#HHo #YY AR #HYYaH HOHHH ¢ HHHHHDHOHHHHHOHHH?
#####(;########6########A#######D###X####6####] HARHBHBHBHBHQHAHAHHHEHHHH

###Dpo 3o A®H | VAR ad## ¢ HitH#HHHH L HIHIHHHOHHH R HHHHHHHHHHHH a# HHH#HH<#D##Bavis,
Christopher:

Establish a time when all parties believe the proposal/ issue canh be resolved<#####
HoH #UBHH Qo HEHE Lo #HH# O HAHC



O# it (HHt#H

#HH#AH#OH#HHo H#o Oft o H##HH#H ¢ HHHHHEXHHH o #YY Ao #Y Y o # ORI HHHHRDHOHHHHHOHHH?

HHEHEH (R ORHIHHRHHHH NHHHHHHDHHEXHHEH ORI | #HAHHHIHHHIHHH QHHHH I 2 AT K< TEn
##Y 0 O ## ¢ HHHIHHEELHHHHH OHHHHH A HHE [ #H###<#\##Bavis, Christopher:

This is the nuts and bolts of it. What are the steps needed to resolve?<#####
Ho#HHHH#H #U### [ #Hta HHH# Lo HHHHOD HAHC



O# it (HHt#H
HHAHHOHHH#oH ™ OHto #HHHHH  BHHHHXHHHHHO#Y Y Ao #Y Y AHa HOBHH ( FHHHHAHOHBHHHOHHH?
HtH T HHPRHH AR OH SR HH RS T HEHHH HORBUXBHHHOBHHH | HARBHHBHHH AR QH BB HHBHHHBHHHBRR?

Nta 3#GY%~a



B#* TH#  HHAHHHH L HHHRH ORI HHHHHRHHHR I | #HH#RH#<#/##Bavis, Christopher:

Need to be realistic here.<#####

Ho #2### , #1oDE | ##H#H1H #HH#######Bavis, Christ opherb#######H###H####BavVisS,
Christopherb###############Bavis, Christopherb#########H######Bavis,
Christopherb###############Bavis, Christopherb####&##########Bavis,
Christopherb>### (##H##HQHHHHHHRLSHH O HHH 0 BHHHHHHHHHHHH]S HHHHHHHBHHHHOHHBHBHHOHOHAHAH
Ot



HHBHAHBHBHH



HHBHAHH



HHBHAHBHBHBHBHHHEHEHERE BHAHHE
#



#) #/ BT # HHBHH



HHAHAH



# 1 # | #H#



HHHSHHAH



HOHSHHBHBHAHBHH



HHBHAHH



HHBHBHBHBHBHBHHE



HHBHAHH



HHBHAHH



HHBHHHHH Y L THEHOH#

HHEHSN e e tOQHHHQHHHHHHH R H DHHEHHEEHHHHH QR
B R R R R
B A R B R
B R R R R
BRI



