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HHHHHHZOTHUBHHHHHI Y HAHHHHIA###\HD#HHHIStephen Reynolds
Bt  HatHHHHARRE=HIR  H#H
HoHHHHHHE AT IR 0 YO #O | HOHHHHHHEXH QHHHHO " B
OB LEHHIEHHHY 0 0 HHHEHEH A T LI a# L# LHHHERHHE 0 0 #HEHHHHEEAR r# LHa# LELHHE###Y 00
HHHHHHHH AR T LHQH L LHHHE R o o #HBHEHHHIAS T # 1Ha# LELHHIE##Y

HYHHHHHHEH T Lot L LHHHERHE 0 A A T H LHAH LI #HHY o AR T 1
A LHLHHE HHHHY o GHHHHHHH AR T #LHa# LH L ##H
CHHH 0o HHHHHHH A T L LH LHHHEHHE o 0 #HHHHHHHAS r # 1Ha# LHLIHHE ###QHo HHHHHH#T #a#th#to
HIHAH LI HHHQHAHHHHHHHH THAFhHOHMH AR LIHHEEHHHY 0 o HHHHHHHHEEAR T #LHa# L LH#HEHHHY o ViHEHH
HHHHAR T 1A LHLIHHE HHHQULHIHHHHHHH T HaRhHORMH A LHHHE  HHIQHHHHHHHHHIT HafthHORMFaH L###
CHHHQHCHHHHHHHHTHaR#hHORMHB AR LEHE  HHIQHo HHHHHHHHITHa#hHORMF AR L##H
T HHHQUHIHHHHHHH T HaRhHOMH a LHHHEHHHIHHHHHHHHIAR T # 1Ha# LELHHHE o AR C #1
Hat LFLHHENHHHSHUHHHHHHHCHARMAEDH  # LHaR LHHIEHHHY 0 0 HHHHHEH A T L L LHHHEHHHHIH
HHHHHECHAH LHLHDH M # L LHHHE R o YHEH R SHWH THSHSHLIHHI O Y o et HHHHHHHH AR T #1Ha# L 1##
#HHHHH AR T # LHa# LEL OB UHHHH AR T # Lot LH L #
CHHHQULHHHHHHHH T HaRh#o#MEat LH##
T HHHQH L HHHHHHHH T HaR#hHORMH A LHHHEHHHI 0 HHHHHHHHIAR T LHa# LELHHH EHH AR #1
Ha# LFL#H#H# U ## o HHHIHEHCHAR L LHDH r # LR Ut #H

Ho#HBHHEHHH CHaR L 1#D# r# L H 1 ### DB nH#Ho R CRa# L1 #D# r# L H 1 ### DB AHUHBR I HHH CHaH
1#i#tb#r#id1a#U###

HUHHHHHHHHCHAR L LHD# r # 1AL DR S o BB R CHAR LA LHDH r # L1 Ut o R CHa
LHIHOHr #1HLH#HE , HHHSHUHH BB CHAR L LHDR r H LR VRS BB HCHa# L# L #D# r# 181 240
B> HUHHH A HCH AR L LHDH r # L # U URBE> Ho HHHHHHEHCHAR LH DR T # LA LH#H O At o HHB B
CHa# LH#LHDH T # 11U H<Ho HHHHHHCHAR LH L HDH T # LU 1H#HOE?
B CH AR L LHDH U # LA LR NI HGHHHHHHHHECHARMEDH r # LHaf LHHHNHIH SHUHHHHHHHH CHaH
M#D# I #1#at L UG CHaR L LHD# r # 1# L ### Uttt
HoHHHHHHHCHAR LH L HDRr # LU BB

Ho B AR T B LHaH LI HHHE S o BB AR T HLH QR USSR S, #50_) ;)\
("S$"#, HHON ) H#t | S, #50_) ; [Red ]\ ("$"#, #HO\ ) ##t" #HHHH##"$"#, ##0.00_) ; \
("$"#, ##0 . 00\ ) ##  HHH"HH"S"#, ##0.00_) ; [Red]\ ("$"#, ##0. 00\ ) #HTH* #2H##_("$"*
BoOHHO_) (ST O\(#, #HON); _("S"T M=) _(@_)##.H)H)#E_(* #,#HO_);_(* \(#, ##O\);_(*
Mo ) (@) #HH, HiRH_("S"T #,##0.00_);_("$"* \(#,##0.00\);_("$"* "-"??
L) (@) #H#GHTHLHE_(* #,##0.00_);_(* \(#,##0.00\);_(* "-"22_);_(@_)##

HOHHHH0 | OUAHBBHHHHOY HHHBBHHHHHIN AHBBHHHHOY HHOUBBHHHHIA AHBBHHHHOY
HHOHHHUHHHHA AHHHHHBHOY HHOHHHHUHHHA ARBHHHHHOY HHOBHHHHHBEA AHBHHHIHOY
HUOHHHHHHHA AHHHHHHIHOY HHOHHHHHHA AHHHHHHHOY HHOHHHHHHHA AHHHHHHGY
HHOHHHHHHHHA AHHHHHHIHOY HHOBHHHHIIHA ABHHHHINOY HHOMHHHHRHA AHHHHHHIHGY
HUOHHHHHHHRA AHBHHHIHOY HHOBHHHHIHHA AHHHHHHINOY HHOBHHHIHUA ABHHHHRGY
HUOHHHHHHHA AHHHHHHI HHEHHHHEEA QHEH | HHIOY #H HEHHHHHIn AHEE | HIHOY ##
CHEHHRRRE AV HRHOY HH R A RHOY BE D A OV BE T HHHHEH O
A VHIHOY HH R A VRRHOY BB AR | HRHOY B B AREE | HHHOY
i HHRR G AR VHBHOY  HE R A VHEHOY B BRI AR | HRHOY #H
CHEHHRRRE A HRHOY B R A HRHOY B AR HRHOY B R
AHHHHHHOY HH B A HRHOY  HE R QB HRHOY HH B QB ROV
B HHHRHHE A HBHOY BRI QB REROY HHHHRER O QBB HEROY #H
CHHHBHHR A HBHOY B RS AR RHROY HH BRI AHBHRROY B B
AHHHSHAHDY HHtoHHatotitn AHHHHHHDY #H0TT HOHRE . AHHHHIHOY HHOHHHHHEA AHHHHHE) HOY
HHQHHHHHIRHA A, HOY HHOHHHHIRHA AHHHHEHOY HHOHHHHHHRHA AHHHEHHHTY
HUOHHHHHHHHA A HHHOY #i HHHHHHE A (FHHOY #HO#PHIoHHHEA A ) HHHOY



HHOUPHIHHIHA AR HIHOY HHOH HEaHHIN A HHIDY HHOMHIHIHIIA AHHHHHIHOY
HHoHHa ol AREHE, HIHOY HHOH HHHHHEA AR - HIHOY #E HHHHHE G AHHHHIHOY

HEHHBHHRHHRA AH#H

HHHOY HHHHBHHHHHHA QHHHHHHOY HHoHHHHAHIHO QR  HHHOY #HoH# HHRIo QBHHE . #HHOY

H#ito#H#t # o HtHo  a#HHAHS

HHOHBHHBHHRA AHHHLHHHOY
AftpHH RIS " X BHHH BRI
AHBHHH RS " X BHHHQBHHH
Aft#HHHBHHH " #HXBHQHBHHHH
HENHHBHH RS ABHHBHH RS
HHQHBHHHHHHE QARHHH TR
Hi HBHHRHERD QHHBHARHRY
Hi HHQHBHHRA AHHBHH

@ #HA AHHHHLBHUY HENHHQUHHARDN AHHHHHR

AHHBHHBHHR HENH"QHQ ##A
HHEN  # # HEA QHHBHABHEH
HHN QAHBHHHHBHHHREXHE #HHE
AHHHHBHHHE HH H"QHOQ HHA
HE HBHER HRD QHHBHARHEH
HED AHHBHHBHER HBNHHH #
AftpHH#RHHSE #H#h1Q @ ###
#HN""Q@ @ ##H# AHHHHHBHHHY

Aft#HHHHHHHT #HNAHQHQH#HH ™
##h!"@ @ ##

HHOHAHHLHHEA AHHHOHHHOY
QUUHHHHHHE HHHBRR
AUUHHHHHE BHNHHHH QS
AHHHHHHHHEE B X R
HHNHHQUHHHIY ATHHHHHH Y
HHH OB HEA ARHHHHEY
HHEHHHHEEA ARHHHHEY

HHOHBHHBHHHA

AftpHHHRHHH " X BHQHQBHHH
AftpHHH RIS #HNBHHHQBHHY
AftBHHHBHHH HHNBHHHBRHHY
HH HBHHBHHRD QHHBHHBHHY
HEHHHHHBHHRD QHHHHHHHHH
H#1"HQ HHHHD AHHBHEHHRH

HOY HHOHHHHHHHHN A#HH/HHHOY HHOHHBHHBHHA AHHHOHHHOY

At HH

HEH B | HE HEHHN QHHHBHERRE HHLHHRHHRHEN QRHHRHEREE #Eh #
HEH B | HHHRHHREDN QHBHHRHE B HE HEEEA

AHHHBRBHHY HEDH QHH HEA AHHHHBHBHY HHh# HHE HHEA AUHHHHBHHY
Hit #"HHQ HHA AHHHHHBREY HHE O"H# @ HHA AHHHHHHRHY HHLH HHH
HHAN AR B HE | # OB HHA QB #H1TO @ #HA
AHBHHHREHE BHhB"HHQ HHA AHBHHALHHHE HHhHHQHE HHA ARBUHHBLHHH
Hit #EH # HHEA AUHHHHBREY HENBREHY HHD ABHHHHRRRY HHhH#RQ #
HHA ABUHHHHRRY #HOH"H @ HHA ABHHHHHBRE HHhH#"Q @ #HA

aftpH##RHH#E H#Hh|

@ # ## aufHH##HHE HH#hVHQ #HHAE anBHHBRHHE

HHENH"QHQ #H#* AHHHHHBRIN H#EE #"HHQ H#HEY QHHHHHBRRHHHEXE"#HO
H#Ht* an#HHHHHTT HHENHHQBHHAR S QRHHABHHIR HiE HHAGHHERS QRHHHRHHIR HEDSHAR AR
AftpHHHHHHAT H#Hh# Q## #H#* AHBHHARHHE H#H # HE# HEY ARAHHARHHE H#HhE"HEQ #A* ARHHHARHHA
HUENBHHHHHHR S QAHHHATRRHH  HEXBRHHHHHHE S QRHHHRRREE #iEh# S8 #tY Q#HH#HTREE  #IEXH " #H0
Hi* QHHHHHHRS D B HHHHT QRHHHHHRRR D "H Q ##T A##HHHHRRE #HhH"HEQ H#T

AftpHHHBHHHT #H

"# @ ##* A#HHAHHHRE H#HET HE HHAHT AHHHBHHHTRY

ARSI #HEN" Q # H#HH AHHHHBREHE HHE BHHHQHARS AHHHHTRREH  HEXH " HHOQ H#EY ARHHHH TR

#HH1#"#H#Q #H#* a#H#HAH
H#Hit# #H#* an#HHH

#Hit#"#it | #"H#HQ #H* AHHHBHHHAS HELH #HH BHT QHHHBHHARHHAREXH
HH B | # BHH BT QHHARY

HHRHHH | HHHHHHHEN QHBHHE HHE B | HHHHHRIHEY QHHHBHHHRE #H HHRQHHRY Q#BHEHBHEE B8
#itH H#HH* ARHHHBHHAR HENHHABQHAR S ABHHHABHHAR #HHD HHBQHHAR™

"HH#Q #H#* AHHHHHHARE H#E
Aft#HHHAHHH #Hh  HHE HH

AftBHHHBHHH #H# HHAHHH

AftBHHHAHHH #H# HHAHHH

At

Hith# #H# H#H#E* AHHHARRRHTE HENR"H#HQ H#E* QHHHHHRRET HHE BRI QBT XS
AR HRDHHHHHHE QAHHHHHRRHH HEXE " HHQ #Hit A#HHHHARRR X "H Q ## an#HHHHTTYE
#it #"#HQ #H ARHHABHHAR HEDSHARHHAT QHBHHARHHA " HEX #H BHHE QHARHHARHH RED "H Q ##
AfpHHHHHHS #H# " Q # ##D AHAH HHHAR #HEh# #HH BET QfHH SEHHE #HhE"HEQ #A#Y AndHHBRHHY
Hit (HHQHBHHBD QHHBHHHHHR 1 (HHHHHHED QHHHEHHHEE #HNE"QHQ #HA QHBHEBHERE ## #"#420
HED QHHBHHBHER HHN" Q # HHH QHHHHHHHEE B HHHAQHRH" QHBHERHERE B "HO Q##HA
AHHHHBHHHE HHN""Q Q@ H##A AHHBHHHRHE ## " Q # HHA AHHHHBHHHR HHENHHQHQHHH" AHHHHHE
#HHn#HH | 1"Q O #HA a#sH#H#BHHE #H]""HHQ HHA AHHHBHHHRE H#R1 HBH HBD ABHHHH

HEHHRH | # HBH BHDN Q#BHHH

HEHHRH | ## QHBHA QHBHHHHHRE #HLHHQ Q ## QHBHHBHERE #HLHHEHQHBHA A#BHH#H
HHHHHHE | HHHQHHHD QHBHHHBHIE BHOFHHHHHBES QHHHRE H0H 31 | HHHQHHRD QBHHEE #H8"#H# | "##0

HHA AR HHE

HEH BHA QHBHER HHE B QHOQ HHEA aHHHEE #HEHE D QRF H#EA

AHHBHHBHHR HHLHBHHQHHRH AHHHSHBHIE HHHBHHHHHRIE QHBHHHHRE FHERHHRHHREDN QHBHHB I

B HHQHQHHHA ARHHH
BB |

"# @ HHA AHHHBHHBHE HHOH'Q Q HHA AHHHSHEHEE HEh#"QHQ #HA an#HHH

#HHh "# Q HHA AHHHHHHHER HHNE"HEQ #H AHHBHERREE HR1E"HHQ HHA AHHHHHE

#N# H#LHHHBHEHE AHBHEHBHEE #HNE"HHQ ##

#Hit HHBHQHAH  ARHHARHHER HE H"HHQ #8  ARBHHARHHE HHO# HEE HE AHARHH
HED QHHBHHBHHR HH HHOHQ #HHA QHHHHHHHRR B R Q #HA QHBHERHERE | BHOBHEHQHAHA
AHHBHHBHHR | HHOHBH QHHBD AHHBHHBHHR | HHOHHQHHE HHDA QHBHHBHHRHE | BHOBHERHE BHHA QHBHHBHERY
HHOHHQHQ #HHA AHBHHHBHHH"HHOHBH O HHA AHHHBHHHAR ## H#HH# 0 ##
AHHHHBHHHE | HHSHHQHQHHHA AHHBHHHRHE | HHOHHHHQHAHA AHHHHHHHHR HHNHHQHQ #HH#+ AHBHHHHBHHE

H#HENHARHQ #H+ aH#HH
HEHOH# HBHHBHHHBHHRA A##H

Hitto#t HHQHAHHHHHHT A#HH .

#

#N#

AHHHEHHHHE HHENHRRHE AR
HHH |

Il# @



HAHRHHTHE G HHHH AHHH  HEHARHHEPHHE  #o Ht#H QAUHY | HHHAH* HHPHHE  H e HHHH
AUHY HHHAS"HHTHS B HHE  ARBHR . #
HAR* BHTHE #e BHH" AHRE . HHHAR* BHPHHE H BN AH#E  HHHAR* #HTHE  He BB AHHH | #HHAH
HHQRH M HHE AUHH NS "HHPHE 4 o HIHHE AUHHHHAENY HHHARHHHHHRN AUHHHR oY
HHHHHHHIHHRN A#HHEHIOH RO QRO (BN AfH# o #
HHHHHHHHHHHD QAHHHHHHHOH HENHHHHHHEHE AHBHHHHHOH HHHEHHHSHEEE AHBHEHLIHoH
HHTHBHHHHHRE AUBHHH LAY HHELARBHUHERE AHSHEHLAoE BHIHARSHBHER ABSEHH IR #H0 ##
HiHRE AHHHAR LS oH HAOBHHHHHRRE ARHHAR Lol HHORHQUEHARE ABHHHR LR "HHU #4 HHHRH
AUHHHH I Ho# "B HHHHHHEHY AR Hod HHISHQUEEEEY AU oY HH1 44 HUHEEY AHHHEHIHoH
HEIHHHHE HEH AHBHEHLHOH HELHBHHEEEEE QAHBEERIHOHBRRURHORBREEY ARBEERIHo#E#R0 | 20
HUHHH AHHHHHLHO HHHHOHHQHHHHHE AHBHEHHHH  ##0 \#HO HESEE ARt ot #H0 H#HE HEHEH
AUHHHHHHOY  HHUHEEHEEEEY AUSEEEEEoE #H0 | #Q #EHEE ARBHEE 1o #EEHOHH QBB HH
AHHHBR LS o HHHH OB YIS AHH#AR Lol HHORSQUHHARE ABHH#A 1ol HHUAE0 @ HHA AdHHH##RHH)
HHUVHQ HHHRE AUHHHAIHHRHH #H HHHHE AUHHHHLH o HAHHURBHHHHHH
AUHHHH Yo # " HHHHQUHHHHY AU 1o VB HY AUSHEH IS0 8 4 HHH
AUHHHHIHHHHH] 4 QUEHY AU H0Y BHhSHSEEEEEY sy #41440 @ #4 AUHHHHHHHY
HH1""Q @ HHH# AUHHHARHHY HHL"HO OUHH" AUUHHHAREY HH1""Q O HHT AHUHHHHARE #H#1"HO
HitHRE AHHHAREEEE #7110 @ #AD AUHHARHHHE HHK""O @ ##
AUHHHHHHHY HHh""Q @ HHH AUHHHH
HiHEHHE | "HHQ H#H#
AHHHHH
e
AHHHHY
HiHHHE | "HHEQ #HT ARt
HpHHE | "HEQ HH" ARBHHHRHE #HN"Q Q HHH AHHHBHEERE HENHQ HEHHE ARBHEBBIEE #HNHO
HEHH
AHHHBRBHHY HHN""Q @ ##
AHHHARBHHY HEN""Q @ H#HAT AHHHHH
#N# ##t, HHOHQ H#HA AHBHBRHHHE B HHH @ HEE AHHHHBRH HE #HH @ HiHH
AUHHHHHHHHHHYXHHOHO H AUHHHHHHHHHSEXHHHH0 H4 AUHHHHHHHHHEEXEEY @ ##
AHHHARBH OB HEXBHQHOHARS AUHHHARR o HIE HHHHOHARA AUHHHAREY HH #E4 OHHHA AUHHHH#RHH
Hit HHQUEHHRA AUHHHARRCY HEARBHHEHERA AUHBHHHARCE HH #EE HEEHA AHUEEHRRCE BHE HAQHY
HHDA QHHHHHHHOH HE HEEHHE HHED QHHHHHHHH HE HEE B HHED AHHHEHLHHEHHOHHQHQHHHH
AHHHHH I H o HHHH (HHHHOEEHE QS IS #0040 OUEHE A 1IHHE#E0E 0 OUEHH
AUHHHH I Yo HHHH (HHQUHHHHY AV 1o HHHH0HHQHQ #HH ABBHHHHHoH | BHUHHYE HHEHA ABBHHHHH0H
HHUHHQ HHHHA AHHHHHHHOH | HHOHHQHHHHHDA AHBHHHIHHHHHOHEHE @ HHH AHHHHHLH HEHHOHHH
Hit#iE AHHHHEES# | HEORAHQHO HHA AUHHH#REH | HHEOREEH0 HHA A#UH###oY HHOUHHQHHHHHA
AMHHSREH Ol HEOHHSHHHEN AHHHTEES ol H#HO B8 SHEHN ASUHHHEoE $H0H QRE HHA ARBHH#HHoH
HHUH H#H HHA AHHHHHHHH B0 # # HHA AU IHoHEHHIHHEEEEEEY ASHASSY o #ROREY
H# HHA Au#####HoH  #RURHQ # HRA AnfHttRtoft HHOHEE @ HHEA AHHHHHHHH HHOBHBBEEEZA
AuHHHAEHal  HAOHEY QHARA A#HH##REHoH HHURAQ OUHHA ABUHHH##RCH HHUHEE # HHA ARBHHHHHoH
HHURHQ # HHA AUHHHH##HCH HHUHHR O HHA ARBHHEHHoH BROHBHEHAREA AHHHAREH H#HORES
@u##A Au######Hol  #RUAHQ QRARA ARBRBRRHoR HHOHEE HEHED AHHHHH#HoH #HUEHO #E##A
AUHHHHIHoH  HHUHHQHQHHHA A#HHHE1#oH REUARARQARRA ARBRAR1RoR HHEUHHQHHE HHD AHHHHHLHH
HHORBHHY HHA ABBHHHIHHEHHURAOHO HHA ABHHHH1HoHHHHUHARRD #HA
AUHHHH I HHHHOHEY @ HHA A#HHHH1HcE #AEUAHQRQRARA ARBRAR IR HHUHHHHQHAHA AH#H#HLHH
HHUHHQHHHHHA AHHHHHIHOH HHUSHEEHEEEA QHSEE1HCH #HUHHOHE #HA A#HHHH1#cH
HHUHHHRT HHN ABHHHH L HOH HHOHHQHHRIHIH AT o HHUHHHHHEE | #8|
HHBHHHRH IR HCUOH# } HAH } HHHHRHIHHHIHHH R
HHBHHHHHHHROON ) | _ (*#u##auntsnneTHu#t,_(Q)  YHAHYHHHHHIHHHHHIHHHIH
HHHHHHHIHHFROON ) _ (*#uttauntanneTiuit, _(Q)  YHAHYHHHHRHHIHHHIHHHIH T
HHBHHHHHHHFROON ) ; _ (*#u#tauntanneTautt, _(Q)  YHAHYHHHHHIHHHHHIHHHIH T
HHHHHHHHHHROON ) ) _ (*#u##aunttnreTiu#t, _(Q)  YHAH Y HHHHHIHHHHHIHHHIHHHE
HEHHHHHHHHO0N ) | _ (*#HtuHtuHanHe THEHE , _(Q_)  YHAH Y HHHHHIHHIHHHE
HHBHHHHHHHHOON ) | _ (*#u######## e T #H##: _(Q_)  YHARYHHHHHHHHHH
HHBHHHHHHHROON ) | _ (*#H##aHHHH# T La##E _(QL)  YHAH Y HHHHRHIHHH
HIHHHHHHHOON ) ; _ (* st T L _(Q_)  YHAH Y HEHHEHHEHHEHHHE
OO\ ) ; _ (Xt T L _(Q_)  YHAH Y HEHHEHHEHHEHHHE
HHBHHHHHHHROON ) | _ (*#H##HHHH T La#E _(QL)  YHAH Y HHHHRHIHHHH



HHBHHHHHRHO0N ) ; _ (*#unaantttt I Lannt,_(Q_)  YHAH ) HHHHHHH
HHBHHHHHHOON ) ; _ (*#uaattttIL 8, (QL)  YHARYHHHHHHHHHHEHH
HHHHHHHHHHO0N ) ; _ (*HEHBHHHHH23800 , _(Q_)  YHAR ) HHHHHH B
HHHHHHHHHHO0N ) § _ (*HEHBHHHHH23800 _(Q_)  YHAR I HHHHHH
HHHHHHHHHHOON ) ; _ (*HHHSHEHHH2380E _(Q_)  YHAH ) HHHHHHH
HHHHHHHHHHO0N ) | _ (*HHHHHHHHHH2380E ,_(Q_)  YHAH ) HHHHHHHHRRE
HHHHHHHBEHO0N ) o _ (*HEHBHAHHH23800 _(Q_)  YHAH I HHHHHH RS | S
HHHHHHHHHH00N ) o _ (*HEHBHAHHII23 B (QL)  YHAHY BB i
HHHHHHHEHO0N ) ; _ (*HUHBHHHHHHEEEEE _(Q_)  YHAR )R
HHHHHHHEHO0N ) ; _ (*HEHBHHHHHHEEEEE _(Q_)  YHAR ) HHHHHH B SHHHHH
HHEHHHHHHOON ) ; _ (*HHHHHHHHEEE _(Q_)  YHAH Y HHHHHHH R
HHBHHHHHHOON ) ; _ (*HHHHHEHHHEEE _(Q_)  YHAH Y HHHHHHH G
HHHHHHHHEHO0N ) ; _ (*HEHBHHHHHHEEE _(QL)  YHAR ) HHHHHH R
HHHHHHHHHHO0N ) ; _ (*HEHBHHHHHEEE B _(QL)  YHAR Y HHHEHHRHHHH (BH00H
HHEHHHOHRVO0N ) ; _ (*HHHHHHHHHEECTV _(Q_)  YHoH ) HEHHHHHEHRE ) HHHH

HHHHHHIO V00N ) ; _ (*HEHHHHHHHHEO000V ;_(0_) ####### ooy HHHHHH o0
HHHHHH D 0 O R

HHHHHHID 0 O R B0 B R SR RHHHO0N ) | (X BRI

¥V, (@) HHHHHHHY HHHHHH22Y HHHHHHE 2 R

HHHHHHHD DD HAHHHRR Vo - ) R Y
HHHHH 000 VOO ) | ( YHEHHE VAR Y R ORBHHH
HHHHHHHHARTOON ) | _( *HHHHHHHHHHHHHEITY _(QL)  JHAR Y HHHHHHH LR
HUHHHHHHHHHOON ) ) _( *HUHHHHHHHHRRERE _(QL)  VHAH VHHHHHH R DR
HUHHHHHHHHHOON ) ; _( *HUHHHHBHHRRT R (QL)  VHAR Y HHHHHHH R SHRRRY
HUHHHHHHHHHOON ) | _( *HUHHHHHHHHH2 MM (@) V- HHH R AR
HUHHHHHHHHHOON ) ; _( * HHHHH Yo # YRR SRR ?
VY0O\) ; _( *#utHHHHHHHHHY Iy (@) ##H##HHHH ooy HH######o00 Y
BHHHH RO 0O VY
HHHH R D 0 0 R ) A R G R
HUHHHHHOIHYOON ) ; _( *HHHHHHHHHHHHToRY ;_(QL)  JHAH Y HHHHHHHHHR RS T R
HHBHHH0OHVO0N ) | _ ( *HHHHHHHHHHHYEY ;_(@Q_)  VHXH M HHHHHH R | Y TV 00\
) (*HEHHHBEE2 2 2GHVE0Y ) (HHHHH###22 28000V HHHHHRH2 22V #0000y
HUHHHHR? 2 2o 0o VHEE Yo # VHEBHHHHRRRRRY | SRR 27
YOO\ ) ; _( *HHHHHHHHHHHHHOOOY | _ (HHHHHHHHHHHHHI??Y HHHHHHHHHHRR???Y
HHHH  HHHHE DD
HHHHHHHD DD HHH R}V VB < HHH R HHHHD 22V 00N ) | _(* HUHHHHHHHHHHH??7?
V _ (HHHHHHHHHHRRED??Y HEHE  HHHEHE222V
HHHH
HHHHHHHD DD R V1 - ) B> B
HHHHHHHHHHHOON ) | _ (¥ SRR ) B B D B Y U B QU
HUBHHHHHHHHOON ) | _ ( *HHHHHBHHH Y | (HHHHHHR Y B -
S e
HHHHHHITHRVOON ) ; _ ( * HHHEH L (H R R O PYOON ) § _ (* 1 (# ) HHHHHH Y
HHH-HHHHHHHH R THTO0N ) ; _ (% JH (H ) HHHHHH R © BHHH R HTO0N ) ; _(* JH<H# }HH#H#H#H
HHHHH RN HHO0N ) | _ (Y HHHHH Rt | (V4 (B R AR
HHHHHHHHHHHOON ) | _ (% Vo (B HHHHH R HE R T LEHHHO0ON )  _ (% V(B ) HHHH R HHEH
HUHHHHHHHHHHHHRHOON ) ; _ (% VH (H ) HHHHHH B HE B HRRHO0N )  _ (% JH (H ) HHHHHHHR Y
HHH T HHHHH R RRRRHO0N ) | _ (% JH (H ) HHHHHH R T R RRHO0N )  _ (* Vo (H ) Hutts
HHHHHHHH T U HRHOON ) | | (* V(B HHH R DR HEYO0N ) ; _ (F JH(#)
HHHHH AR O L SHHHHOON ) | _ (% M (H ) HHHH R DL SHEHH00N ) ; _ (%
VY Y 22V 00N ) | _( * B0V ) (HHHHHHHHHH1222Y
HHHE 27V

HHH#

HHHHHEED 2DV HEHHHHEE Y VR AR 2PV 00\ ) | _ (X HHHHHHHHHH##? 77
V1 (HHHHHHH 22V HEHHE 27

HH

HHHHHEED 2DV HHHHHHEE Y VR AR 2PV 00\ ) | _ (X HHHHHHHHHH##? 77
V1 (HHHHHHH R 22V HHHHE 227V

HHH#H



HIRHRHHH? 20 HBHHHH I} # FH Y HEG R H P AHHH T HHHA? 22V 00\ ) ; _( *H##HSRBRHHHHHR??7?
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#H##efULOV##



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



##  efyely##



HHHBHHRHY W HBH B HBHARHHAAO% - Accentlo#MHo#HAHHBHAHHBHAHYHAHOHNH #-#
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HEHAH#R-HHHOE oo ##HA##STOCking Status ##Inventory###Value###% of
Inventory###Guide###over 70%



##Less than 1%###Non Stock Part $'s###Non Stock Part #'s*###Total Inventory



##lLess than 3%###AcCtivity###% of inventory###NADA###Notes
##4-6 Months
##7-9 Months



##10-12 Months###65% Will likely become obso###85% Will likely become
obso###Technically Obsolete###included
##INVESTMENT###WARNING###DANGER###G00D



##lLess than 5%###this is your current and active###healthy parts

inventory###Greater than 70% of PN's###GREAT###Seldom used ##O#HK#& .#BHU#TH.#.#

##CLEAN CORE

##DIRTY CORE ##LOST SALES CALCULATOR VS. ACTUAL

##Core Dirty

##Core Clean###TOTAL###OUCH 11111111 T###0BSO POSITION MATH DONE

BELOWH###EQUALS###0BSO AS A % OF TOTALM##CRITICAL OBSERVATIONS:(How do you feel

about these observations?) Color Coat G##FTFR (FIRST TIME FILL RATE) (from your

parts class homework assignment)###.65 TIMES THE 7-9 MONTH VALUE###.85 TIMES THE

10-12 MONTH VALUE###PLUS THE 13-24 MONTH VALUE###PLUS THE 25+ VALUE

##PASS/ FAIL###YIKES### pn###pieces### piecesB##AVERAGE STOCK ORDER (NEEDED FOR FS

TEMPLATE TRUE TURN CALCULATION)###MONTHS SUPPLY (FS TEMPLATE) *##GROSS (TOTAL) TURNS

(from your FSTemplate)+##TRUE (STOCK) TURNS (from your FS Template)##Less than 30%
##AUTO MATE###Auto Phase Out Parts###Dealer Phase Out Parts###Manual Order

Parts###Current to 3 Months###over 12 Months'##0BSO POSITION (LINES 23-25 FROM

ABOVE) ###DP2 ###Total Idle Capital###DP3 ###Negative On Hand###DP4###Parts with no

bin ###DP5###Parts with no cost###DP6###Monthly Closing Inv Value###DP7

##lLost Sales(##Additional Data Available From Auto Mate)##Value of Stocking parts

with MNS 6-11 Mo.###$ Value.##Value of Stocking parts with MNS 12 Plus

Mo."##Value of Non-Stock Parts w MNS 3-5"##Value of Non-Stock Parts w MNS 6-

8###Value of Non-Stock Parts w MNS 9-11&##Value of Non-Stock Parts w MNS 12

Plus###Grade



##Active parts###Totals###Actual 1st Time Fill Rate %###RO's Not Filled Same
Day###R0's Filled Same Day###RO's Filled 1st Time ### OF RO'S###DATE ###First
time fill rate###NADA Motors###DEALERSHIP NAME###First Time Fill Rate###(zx
Metrics)3##Evaluation of Results: Include measured results. ###Sponsor Signature:
###Projected Date of Completion:###5.##H#A .  #H#HS . HH#H2 . HA#H1.



##Requirements###Action Plan###Proposed Timeline###0verall Objective:###Current
Situation### Class & Student Number



##Academy Week



##Student Name

##Dealershipd##PLEASE BE ADVISED THIS ASSIGNMENT BY IT'S SELF IS WORTH 100
POINTS.TAKE YOUR TIME AND GET IT CORRECT###Departmental Action Plan###Lochmandy
Motors###Stephen Reynolds###N361-23###January 6-10, 2020
##12/31/2020###FAIL###PASSu##*Stock receipts inaccurate, only show $3345 total for
the month (wrong buckets used?), resulting in inaccurate True Turn measurep##It has
been made clear that the best opportunity for accessory selling is at the time of
vehicle sale. The customer, in this moment, is most excited about their new
purchase, and most likely to accessorize the new purchase. The salesperson has the
opportunity to explain the benefits of OEM, dealer-installed parts being under
factory warranty, and having a better guaranteed fit than non-0EM parts. With the
customer in front of us at the time of sale, it also eliminates the cusotmers
ability to price shop us versus non-OEM providers as they might otherwise do during
the first few weeks of ownership. Most importantly, the dealership, at the time of
purchase, presents the only opportunity for a customer to add accessories into
their monthly payments, a huge advantage we possess over after market accessory
competitors. It is for these reasons that we will implement a comprehensive
accessories presentation to customers at the time of purchase. This presentation
will be tailored to each customer, based on their needs assessment conducted during
the sales process, and based on their approval from the bank. Scenarios with
capped front end approvals will have presentations focused more on the value and
warranty advantages of OEM accessories over aftermarket providers. With approvals
that are not capped on the front end, presentations can keep this same focus, but
can also stress the advantage of being able to include the expense in monthly
payments over the life of their loan. Through this new accessories presentation,
my goal is to increase accessory sales in 2020 by 33% over our 2019 average. This
increase would take us from $324 in 2019 accessories sold per vehicle to $431 per
vehicle. ¢ ##Parts Manager and I will make a presentation in the weekly sales meeting
on March 2nd, discussing the goal of increasing accessory sales by 33%, while also
reminding/educating staff of advantages of accessory selling at the time of
purchase. Throughout the week of March 2nd-6th, I'll conduct one-on-one meetings
with each sales rep, reviewing the accessory brochure to be used in presentations.
In these meetings, we will also role play, where I will observe accessory
presentations and make recommendations. Meetings with all sales managers have
already been conducted. They each have a copy of the accessory brochure, which
stays in the manager's office, and is given to the salesperson to make the
presentation at the appropriate time. Presented before a deal is finalized, and a
customer may try to negotiate it in as a freebie. Presenting after the sale, as
has been done in the past, and we lose the advantage of being able to include in
payments. As the manager passes the brochure to the sales rep, they will also
inform them on the conditions of the approval (whether financing is an option or if
up-front payment would be required). Ongoing tracking of sold accessories on a per
month, per salesman basis will be maintained by me. Results will be monitored on a
continuous basis. Training and role playing will continue year round, especially
focused with those performing below expectations. It was also identified that our
sales staff perceives a lack of convenience in our accessory process and a lack
confidence in pricing for accessories and installation (often quoted 3 different
prices for 1 item). Under the current process, if sales sells an accessory, the
parts rep notifies the sales rep when the accessory arrives, and it is up to sales
to contact and schedule the install. This inconvenience leads to a lot of sales
reps using an aftermarket accessory provided, who has consistent pricing, and a
higher level of convenience for the sales rep. I will work with parts to determine
consistent installed pricing. Parts will change the accessory process to mirror to
all other SOP's. They will handle contacting and scheduling for the accessory
install once part arrives, removing this burden from sales. ##Monday March 2nd:
Presentation made in sales meeting addressing accessories opportunity, and
discussing the accessorry presentations to be made on every new car sale. Week of
March 2nd-6th: Conduct individual meetings with sales reps, reviewing the
accessories brochure to be used in presentations, and also role playing, observing



their presentations and make suggestions for improvement. Week of March 2nd-6th:
Gather consistent installed pricing for the most commonly requested accessories,
and make this list available to sales staff. Results timeline: A 33% increase will
not be instantly attainable in the month of March. There will be a learning curve,
and as they make the presentations more, they will be more successful with them,
achieving greater results. We will also need to overcome a weak January of 2020,
in which we actually dropped 18% from our 2019 average to $267. By end of July I
want to be cumulatively at a 15% ($372 per vehicle) increase. By end of September
I'd like to be at a 25% cumulative increase ($405 per vehicle). The last 8%
increase will be achieved in the final quarter, to get us to a 33% increase by year
end, reaching $431 in accessories per vehicle.<####Meeting with Dealer:

Action Proposed: Increase accessories sold per vehicle by 33% over 2019 average to
$431 per vehicle sold in 2020 through the use of customized accessory presentations
by sales staff, which are done after a deal/monthly payments are agreed to but
before the customer enter<# #s the Finance office.)###a####Meeting with
stakeholder(s) (dealership personnel):

Describe what is in place to support desired goal:
Training Work with sales staff week to get everyone comfortable and confident in
discussing accessories and their benefits with customers. Work with Parts counter
reps to revise Accessory purchasing, placing the responsibility of notifying
customer of part arrival and scheduling on the parts rather than placing it back on
the sales person. Get sales managers to consistently provide sales with the parts
brochure, offering every customer the opportunity to accessorize their new car.
All reps were also encouraged to take the "Selling Accessories" training courses
provided by FCA & GM.
Coaching Continuously provide ongoing feedback to sales reps based on their
success/difficulty with selling accessories. Consequences related to results will
directly lead to increased parts sales and increased parts gross. Sales reps also
stand to benefit from new accessories spiff plan that will run through the end of
the year. Each month, the sales rep that sells the most accessories ($1000 minimum
qualifier) will earn a $100 spiff. To kickstart the new initiative, we will also
have a quick start opporunity in the first month. The first rep to reach $1000 in
accessory sales will earn $100. This is in addition to the 10% of parts
accessories sale they are already spiffed.
Pain & Gain Getting sales reps to gain confidence in pricing and installation
process without inconveniencing them. Getting sales reps and F&I managers to
understand that accessory sales and F&I product sales aren't mutually exclusive. A
customer can and will buy running boards and an extended warranty if there's a
perceived value for both.
rH#EHHH HEHHHEHHHO B HRHO R #EFAR#HKE##o ###0####ACCcoUNtability: Monitoring
progress:
Who: Myself, sales managers, sales consultants, parts manager, parts consultants,
and service BDC.
What: Myself - accountable for the implementation of the new processes and for the
results tracking and spiff payouts. Sales managers - accountable for providing
sales reps the accessory brochure to be used at the right time in the deal, and
communicate nature of bank approval to determine how an accessory can be paid for
(financed or not). Sales consultants - accountable for making a good accessory
presentation, communicating order requests to parts, and communicating sales to me
for tracking. Parts manager - accountable for ensuring the new process of treating
accessory sales like SOP's, placing the contact and scheduling responsibility on
his department. Parts consultants - accountable for ordering correct part and
notifying service BDC of part arrival. Service BDC - accountable for contacting
customer to inform part has arrived and scheduling them in for install of the part.
By When: Plan will be announced and put in to place on March 2nd. Continuous
monitoring of results will be tracked ongoing through the remainder of 2020.
How: Through the process details provided above.*###o###o#HE#HHA#HHAHOHBR HBHFHE
#Describe checkpoints that have been established to measure progress:



Daily Accessories sold will be communicated by the selling sales rep to me for
tracking purposes. Weekly A spreadsheet
will be maintained for accessory selling tracking purposes. 1In each weekly sales
meeting, results and standings will be announced.
Bi-weekly Same as weekly checkpoints.
Monthly Month end results will be announced in first sales meeting following month
end every month. The $100 spiff awarded to the top sales rep will be paid by the
Parts Manager in cash in this meeting.
Date(s) for review: Track results at month end every month to determine progress.
Should reach 15% increase by end of July, 25% increase by end of September, and the
full 33% increase by year end. L###-#HAQHEHBHFHHBHHAHESHBH~ R0 Hoft##ESTiImated
cost for implementation: $1100. Ten monthly spiffs of $100 each, plus the quick
start bonus of $100 to kickstart the initiative.$###N##Historically, our store has
had a diffucult time with accessory sales. We have made multiple initiatives over
the years with multiple people, ranging from our GM to our Vice President to parts
consultants to service consultants. All the efforts were met with similar,
unsuccessful results. With little results to show for the efforts, in all
scenarios, these efforts faded away as other initiaties or objectives took
priority. 1In 2019, our 12 month average for accessories sold per new vehicle
retail was $324. Our past 3 month average (Jan, Dec, Nov) has dipped to $272.
With an industry average spend of $388 on accessories, $247 of which is done at the
dealership, we are actually above the average dealership spend average. This
number is skewed, however, by lift kits installed to a handful of in-stock new
Wranglers and Gladiators over the course of 2019. These typically have about $3000
worth of parts added per unit. 1In reality, we really only have 2 sales people who
engage actively in selling accessories. Most accessory sales beyond what these 2
sell are customer initiated during the sale process or come from walk-ins to the
parts department in the weeks/months following a vehicle purchase. An accessories
spiff for sales people is in place, and has been for years, paying sales 10% of the
dollar value of accessories sold. With such a small portion of our sales staff
selling accessories, it was identified by our GM and our Parts Manager as a big
opportunity.# # #Impact Areas:
Sales If the program is successful, we will see a 33% increase in accessory sales
per sold vehicle in 2020. A 33% increase would mean $107 more in parts sales per
new vehicle sold. 1In 2019, we sold 720 new cars. wWith the same sales volume and
the 33% increase in accessory sales, we would see an increase of $77,040 in parts
sales. The increase in accessory sales will lead directly to an increase in
service hours sold, as service will be responsible for installing many of the
accessories. Not all parts will require service install, such as floor mats, but
they will see an increase.
Gross With $77,040 in additional accessory sales, at a targeted gross of 30%, the
parts department alone would see an increase in gross of $23,112. Additional gross
profit would be realized in service through additional hours sold.
Expenses Outside of the $1100 in spiff cash allotted for this initiative, I do not
anticipate any additional expenses.
Net Profit Through the increase in accessory sales and the increase in service
hours sold to install these accessories, we expect to see an increase in net
profit. CSI Sales staff has had concerns in the past that using parts
for accessories could actually result in adverse CSI, as they either didn't have
confidence in the process of parts notifying them, and them notifying the customer
to schedule them in, or didn't want to take on that extra work. The smoother
process they perceive, is using a local after marker provider, Gem Accessories.
Ensuring our in house process is a smooth and efficient process they can trust and
use, I think we can actually achieve improved CSI. Everything would be done in <#
##house, giving us a closer eye on progress, enabling us to provide more
accurate, real time updates. They'll also have the confidence of knowing
everything was OEM and dealer installed, which will improve the overall
experience. ####N Y Hito o HHEHBHHUSHH ORHHYHAH Y Ho #H#HO [ ##
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HHHHHORVHHHIHEH A L L I I L L L L B e

HOHOHOHHHIH THHH (HOHOHOHOHOHOHOHOHOHOHOHOHOHOHOHOHOHOHOHOHOHOHOHOHOHOHOHOHOHOHOHOHOH
BHOHOHOHOHOHNHUH " HIHIH  HOHOHOHOHOHOHOHOHHHHHHHHH T HIHYH

HHHHHUH URHHIH

HUHHHEH  HHHYH

HHHHHOH CHHHH R HH SR H

HHHHH AR WHHH R H D HEHEHOHHHY#

HUHHHTHSHUHHHHHHY HOHYH

HHH

HOUXHUHIHAHHRRH T HHHTH () B HHHNH (HHHHHHOROHOH QR OH ORBHHH QR OH OHORTH (# ) # Y HEBYH
HHHHHOH T HHHH R H SR H

HHHHH AR Z AR H S HEHEH ORI #

HUHHHAHQHEHHHBRIYE $ARYH#

HH#

HHHY R OHOR T H (# ) # Y HHHNH (HHHHHHOHOHOH OH OH ORARAH OH OH OHOH T H# (# ) #* HHHNH (HHHHY
HOBOHOHOHOHOHOHOHOHOHOHOHRIH (# ) #* HEHHY#

# HHHHDHBHYH

# HHHBHO HHHIHSH HHHCHCHCHCHCHCHCHCHCHCHIHIH (#) #* HHHNH (#
HHHOHDHEHEHEHEHEHEHEHEHEHEHMHIH (#) #Y HHHGH (HHHHHOHFHCHCHGHGHGHGHGHGHGHGHHHIH (#) # HHth
Ut (#



BHEHOHOBOROHOHUHOROB OB OHOHOR LI, # - HEHYH
HHEHHIOH Y #
HHHHHH O HHHUHSH
HHHTHTHTHTHTHTHTHTH TH THHH T HOHOHOHHH M (HHHHH+H IHKHKHKHKH KKK KKK T HOHOHOHHH M (#
B LEMEMAMEMEMEMEMEMAEMEMEHE L # O # OHOHHHUH (HH###-HUHIHOHOROHUHUHIHOHOH OHOH L HOHOHOHY
#y#
HHHHHORNHHHYH
BRSO BHBIH S THTH THTHTHTH THTHTHTHHE T HOHOHOHHHUH (HHHHHOH IHKHKHKHKHKHKHKHKHKHKH
HHTHOHOHOHMHUH (FHHHHEH LHEMEMEMEMEMEMEMEMEMEMA LY T HOHOHOHHHH (HHHHE Y
HHHHEH L HOHOHOHHIY#
HHERHE M #
HHEHPWH O B GH S XX HEXEXHXHXHEXHXHEXHEXH R L H OH OHOHHHIS (HHHHH - HYHZHIHIHIHIHIHIHIHIHIH
U 1 HOHOHOHHHUH (HHHHHH# [ F\E\HE\E A\ H\#\ #\
HUHLHOHOHOHUHUH (HHHHHHOUHUHUHOH OB OHOHUHUHOHOHOH T HOHOHOHHHYH
HHEHE | # LHHHRHGHHH N O# OH QR UH O O OH OH UHUHOH L H# O HOH ORI (HHH#H-HUHIHO#OHOHUHUHOHO#OH
(#o# 1 HEHEHOHHHYH
HHHHE KBV H#
HHHHINH O HHHUHSHHHHOHOHOHOHOHOHOHOHOHOHDH L HEHBHBHHHUH (HHHHHOHOHOHOROROHOHOHOHOROROH
OH#IHEHEHOHHHYH
HHHHEH T HEHYH#
HHHHEN SO HHHUHSHHHHH OB OHOHOHOHOROHOHOHOHDH L HEHBHBHHHUH (HHHHHOHOHOHOROHOHOHOHOHOROHOH
OHIHEHEHBHIHYH
BRI H LRV
HHHHENH O HHHUHSHHHH OB OH0HOHOHOHOHOHOHOHDH L HEHEHBHHHXHDHH
HHLHSHHOHBHVHE, HVH#, #, #DH#, #, #, HD#, #, #, #D#, #, #, #D#, #, #, #8# , #D#, H#D# , Ht###
HHEHE AR QUHHHHEHE | HRHY )

B QR B A QR AT QR B ST R AR QHHH
ot BHHHHH QB HEH I QI BB QU HHHHHE | R QR (HHH R AR QBRI ) #H
HHH AT QU HHHE B AR QR HHHHH AR B QR | BRI QUM -
HHHHE AR QHHHHHHHE  HHBHHATHHHH QR BRI B OHHHHHOHH
HHHHOHH R AR NS OB L HHHHH AU BN QT DB R AT B AR O H AT SHH BB B AR AR O HH Y
B AR A BB N CHHH DU AT AR R O U AR HHHHE NS BB H T AR B N O HHHHHBH
HHHH A N CHHHHE OB HH AR HHHHE A OHIHHH | HHHH AR BHHH A CHIHHY | HHHHHEAHHHH BN CHHHHHI <HHHH
HARHHHE A S H U T AR A OIS HHHHE AR CHHHHE D R H ATHHHH AR O #%# (#
HHHOHOHOHOHOHOHOHOHOHOHOHOHOH LHBHEHOHHHYH
# VBRI #
# 1V HHENH O HEHUHSH |
HHHOHOHOHOHOHOHOHOHOHOHDH L HEHOHEHHHUH (#" HHHOHOHOHOHOHOROHOHOHOHOROHOH T HOHBHOHHHYH
HHERHEH ORI H
HHEHEPHO #HHRHSHHHHQHQHQHQHQHQHQHQHQHQHUH L HEHEHOHHHUH (HSHHH -+ HRHSHSHSHSHSHSHSHSHSHSH
U1 HOHOHBHHHUH (HUHHHOH OB AR OHUHUHIH OB OHUH UHUHOH L HOHBHOHHHIY#
HEHHHOHTHEHYH
HEHHHTH { HH#%H



#E&HAHUBURVHEBHYH#

HEHHH#OH HAHUHAH QHAH OHUH UHUH UHUH OH I H CHEH EHAHUH (# ' HAH-HOHOHOHOHOHOHOHOHOHOHOHOHIHEHEH
efHity#

# (A4 OH AR A (HHHOHOH OHOHOH B YH#

# (HHHOH CHEHUH A (HAHOHOHOHOHOHOH I HEHEHEHHHYH

# ) #itH  Ho HHHGHESR ) BHH<H<H<H<H<H<H<H<H<H<H<H=HIHEHOHEHHHUH (H# ¥ HH# | H<H<H<H<H<HH<H<H<H<H
<H=HIHCHOHEHHH WY (H+HHH | H<H<H<H<H<H<H<H<H<H<H<H=HIHCHOHEHI W (#, #HEHH | H<HHH<H<H<H<H<
H<H<H<H=HIHEHEHOHHHUH (#-

HH ; H<H<H<H<H<H<H<H<H<H<H<H=HIHOHEHEHA UM (# . HEHH | H<H<H<H<H<H<H<H<H<H<H<H=HIHEHEHEHHH
Yt (#/ BHUSHPHPRPUPIHPHPRPUIU?HA?

HOH# I HEHEHEHHH# NS " HOHHHNHAHNHAHNHAHNHAHNHAHNHAHOH THAHUH " # L HAHAHAH#AHAHAHAHAHAHAHNHAHNH
OHI#H#NY H2HHH#AIHIHIHIHIHIHIHIHIHIHIH IR THH NS HIAHHIAIHIATHIAIHIATHIAIHIR# I HI B UH
HAHAHIHIAIHIHIAIATHIHIHIATIHIHTHHNY #OAH#IHIHIAIHIHIHTIAIATHIHIH#I# T HAUH
HOHAHIAIAIHIHIAIATHIHIHIATIHIHIHHNY #THHHIHIHIAIHIHIHIAI#IHIHIH#I# T HAUH
HBHAHIHIAIHIHIAIAIHIHIHIAIHIHIHHNH HORHH#IHIH#IAIHIHIHIH#IAIHIHIH# I THAUH
#iHAHI#IAIHIHIAIAIHIHIHIAIHIHIHHNS # #H#HIHIHIAI#IHIHIR#IAIHIHIH# IR THAUH
H<HAHIHIAIHIHIAIATHIHIHIAIHIHIHHNY #=fHHIHIHIAI#IHIHIAI#IHIHIH# IR T HAUH
HOUAHIHIAIHIHIHIATHIHIHIAIHIHIHHNY #2844#IHIHIAIATHIHIH#IATIHIHIHIRIH

HxHDH#HRHALH, HDH# , #DH#, #, #Z#, #N#BH , #, # , #, #, #, HQHEHSHSHPHIHSH SHPHPHSH SHSHPH SHHAHAQH A HHH
AHHHHHNHOHIHHH NHHH R AH A N CHHHHHBHIHHH AHHH NS CHHHHH CHHHHH AR HHHH NI OHIHHH DHHHH T AH#
HHH AR CHHHHHERRHHIH AHHH R NH CHHH IR FHHHHH AR N CHIHHIH GHHH R AHHHHH N S HHHHH HBHEHH AHHHHHE
AHCHHHHH T HHHHH AHBHHH NHCHBHHH IHHHHH AHHHHH AR CHHHHHKHHHHH AHHHHR NH CHIHHH L HHH R HAHHHHHARE
HHHHHMBHHHH AHHHHE N CHHHHHENHHHEH AR N CHIHHH OHHHHH AHHHIH N CHHHIHEPHIHIHH AHHHH I AH G HH#H
HHQUH IR AHHHHH N CHHHH RIHHHH AHHHHE NS CHHHH I SHHHIH AR HHHH N CHIHHH T HHH A AHHHIH AN S HH# 1
HHBHH ARHHHH DR CHBHHH\ HHHHH AHHHHH DR CHHHHHWHEHHH AHHHHH N CHHHH R XHHHHH AHHHHH NH CHAHHHY ###H
HHAHHHBH DS CHHHHH L HHHHH ARHHHH NHOHBHHH | HHHAHAHHHHH AR CHHAHH\

HHHBH AR HBHHQHHHHBHH | HHHH A AR B HBH QR HHHH B N R H A PR HHQH A0
HOUAHIAIAIHIHIAIATHIHIHIAIHIHIHHNY SARHHIHIHIAI#IHIHIAI#IHIHIH# I T HAUH

HBH#HH#IH#IHIHIHIH#IHIHIHIHIHIH IHIHH Y
HDH#HH#IHIHIHIHIH IHIH IHIH# IHIH IHIHHUH
HFHAHIA#IH#IHIHIA A IHIHIH I IHIHIHHYH
HH#AH I IH#IHIHIA# I IHIHIH I IHIHIHHYH
H#HI#HHIHIHIHIHIH#IHIH#IHIH#IHIH IHIHHUH
HLAHH#IH#IHIH#IHIH#IHIH#IHIH#IHIH# I HIHHUH
HN#HH#IH IHIH IHIH IHIH THIH THIH THIHH IS
HPHHH#IHIHIHIHIHIHIHIHIHIHIH THIHH IS
HRAE##IH#IHIH#IHIH#IHIH#IHIH#IHIH# IHIHHUH
HTHH#IH#IHIAIHIH#IHIH#IHIR#IHIH# I HIHHUH
HVHHH#IHIHIH IHIH IHIH IHIH IHIH THIHHH
HXHHH#IHIHIH# IHIH IHIH IHIH IHIH IHIHH Y
HZAH#IHIHIHIHIH#IHIAIHIA#IHIR# I HIHHUH

HCHHH#IHIHIHIHIHIHIHIHIHIHIH IHIHH Y
HE#HH#IH#IHIH#IHIH#IHIH# IHIH# IHIH IHIHH IS
HOHAHIA#IH#IHIHIA LA IHIHIH I IHIHIHHYH
H#IH#AHIA#IH#IHIHIAIAIHIHIH I IHIHIHHYH
HKEHH#IH#IHIH#IHIH# IHIH# IHIH# IHIH# IHIHHUH
HMA#H#IH#IHIH#IHIH#IHIH#IHIH# IHIH# IHIHHUH
HO#HH#IH IHIH IHIH IHIH IHIH THIH THIHH IS
HQ#HH#IH IHIH IHIH IHIH THIH THIH THIHH IS
HSHH#IH#IHIH#IHIH#IHIH#IHIH#IHIH# IHIHHUH
HUBHH#IH#IHI#IHIH#IHIH#IHIR#IHIR# I HIH#HUH
HWHHH#IHIHIH#IHIHIHIH IHIH IHIH THIHHIH
HYHHH#IH#IHIAIHIH IHIH IHIH IHIH IHIHHIH

H####IH#IHIHIHIHIHIHIHIHIHIH I HTHHXEBHN\
HHHXHSHSHSHSHSHSHSHSHSHSHSHSHSHSHSHSHSHSHSHSHSHSHOH SHSHSH SHSHH#HH L HUHHHHORHI HHOHH

HAHHHBH SHAHHHORHHABHHHO (HHBHH  OHAHHHBHHHBHHHAHHHAHHHH

O##HHHSHHHBHHHHH On #HHHC



O##HHHSHHH

HH#AHH OH#H# 0 HD=H#HDo HHHHH ( HHHHHXHHHRHOH#Y Y AH o #Y Y Ao HOH#H ( HHHHHAHOHHHHHOBHH?

HHHHE ¢ HHHHHHHROHHHHHHRE  #HH I# HORBH I HHHH OBHIH | HARBHIHHHHHB QHHHHHHHHHHHHHHR

"D _oO0cHoRoo#l SHHHHHBHHBHIHHHHHORHHH(HHHHHHHHHHHHR  HHHH###<#/##Bavis, Christopher:
Need to be realistic here.<#######UBHHBHHRHH##E . #HoDE | #1#o HHHHODHAHC



ORHHAHSHHH

#H#O##ONH##Ho #OBHD L H## o H#tHHH ( #HHE
#X#####n#yyé#n#yyé#n#6###&#####A#é#####é###?#####g########é########n###0###-
HH# IHHBH OHBIHHE | HAHHHBHHHHHHQHHHHH IR HHAHI=C0# #A, 30 O#AAHHo HAHHHHHIHH#IH
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

mee t iNg<####### UHHHHHHHYHHH oo HHH# 1# o #HH#H#O0###C



O##HHHSHHH
HH#AHH OH#H# 0 HA<HDo HHRHH ( HHHHHXHHHRHOHY Y AH o #Y Y Ao HOH#H ( HHHHHAHOHHHHHOBHH?
HEHHH T OHHHHIHHH A JHHH OB H T HHHH OHBHH | HARHHBHHBHHHQHHHH I

#H###» 1#0o0 ONo %



HEHEHH ( HHHAH IR LR HAH OB HBH (B HAHHHHRHH | ###H###<#\##Bavis, Christopher:
This is the nuts and bolts of it. What are the steps needed to resolve?
<HHHHHHH VHHHHHHH X} [ o 1 H o #HHH# O #H##C



O##HHHSHHH
#HH#AHH OH#H# 0 #O SHDo HHRHH ( HHHHHXHHHRHOH#Y Y AH o #Y Y Ao HOH#H ( HHHHHAHOHHHHHOBHH?
HEHHH R OHBHH I HHH A



Ho#HHHOHHDHHHH ORI | HARBHHHHHH R QHHHHHHHHHHHHHHHKoOWOC R «KO B0 %A | H#H# ¢ HHHHHHH L BHHIHH
ORHHHA [ HHHAHHHHBH R A HBH##H<#D##Bavis, Christopher:

Establish a time when all parties believe the proposal/ issue can be
resolved<#######UHHHHHHIHHHR AR Ho HHHE Lo HHHH O #HHC



O##HHHHSHHH

##O##ON##H#O H#P>HDo #H#HHH o #HHHH ( HHH

HX##H# o #YYVEaHo #YYaHD HO#HH ¢ HHHHH AR OHHHHH ORI HHHHH ¢ HIHHHHHHH OHHHHHHHHAHHHHHHHIH#
HOHHHH OHHHH | HAHBHHHRHHHHQHHHBHHHHHHHAHHHE Lo QER ; B2 T#HO I * (## o HHHHHHH L HHHH

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#rie# #HyH#HOHUH# HwHaHNH#LH #LHOH# HOHOH HwHi#tH#Hh#

#HE#NHIHSH  H<H##HHHHUBHHHHHHHIHE | #HoHHFF L Ho HH#HOD HHHC



OHBHHH#SHHH

##O##ON##Ho #HDHD L HEHHE H#tHHH ( #HHE

HXHHHBHEa HYY A #Y Y H o # ORI ¢ HHHHHAHOHHHHH OB DHHHHE ¢ HHHHHHH OHHHHHH OHHHHHHH |
HHHDHHHH OHHHH | HAHHHHHHHHHHQHHHHHHHHHHHHH##=00TCOCDRE | #7206 ¢ HHo HHHHHHHLHHHHH
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<#######UHHHHHHHVAHHCHED OHEHHH#H #HH#######Bavis, Christopheri####
#H##H####HBavis, Christopheri###############Bavis,
Christopheri###############Bavis, Christopheri###############Bavis,
Christopheri####&##########Bavis,

Christopheri>### (#HA#H#H#HQH#HH#AHHH] SHH 0 HHHo HHHBHHHBHHHRR ]S HHHBHHHBHHHBHHHBHHH B H B0 #
##. AH OHAHHHHAHH



HHBHAHH



HHBHAHH



HitBHRHHHHH AT ) #/ BT # #HHtHHH



HHAHAH



# 1 # | #H#



HHHSHHAH



HOHSHHBHBHAHBHH



HHBHAHH



HHBHAHBHBHH



HHBHAHBHBHH



HHBHAHH



HHBHAHBHBHBHBHHHEHEHERE BHAHHE
#



HOHHHE QIR RHHHHE T #DH##

HHEHHHHD ##

B #2300 OUOh# «o ##+ ' 3 UOHHH T HHHHHHHHHHHBH P HHH Y S |
HHHHH BH



HEHBHHEHE | HHBRHEH N AR chav i s####R#####S tephen
Reynolds############MIcrosoft Macintosh
EXCGl###@###né#nﬂ4E#@####j%39*E#@###n4#Qé66########################################
HitHHHH R R R R AR AR AR HHH AR R R R R R R R R R R R R HHH AR
HAHHHHBHHHH BB HHH R HAH B HHH R H AR AR AR R R
HBHHHHBHHHH BB HHHH R HAH B HHH R H A HHH R R AR R R R R
HHtHHHH R R R R R R R R AR HHHHHHH A R R R R H R R R R HHHHH R
Hit#HH R H R R R R R HHHHHHHHH R R R R R R R R R R R HHH P
HAHHH BB R HHH B R HHH AR HHH PR R AR R R R R R R R
HEHHHH B R HHH BB HHH R R R R R R R R R R
HEHHH AR HHAH B HAH R HAH R HHH R HAH R HHH R H A R R R R R R R
HAHHHH B HHAH B HAHH R HAH B HAH R HAH B HAH R HAH B HHH A A A H R R R
HHHHH R R R B R HHHHHHHH A R R R R R R R R AR HHHH AR
HHtHHHH R R R R R R AR HHHHH AR R R R R R R R HHHH AR
HAHHHHBHHHH BB HAHH R HAH B HAH B HAH B HHH R HAH R AR A R R R
HAHHHHBHHHH BB HHH R HAH B HHH AR R H AR AR AR R R
HitHHHH R H R R R AR AR HAH AR R R R R R R R R R R R AR HHH AR
HHtHHHH R R R R R R R R R HHHHHHHH A R R R R R R R R R R R HHHHH A
HAHHHHBHHHH BB HHHH B R HAH B HHH R H A HHH R H AR R H AR R R R R
HAHHH BB R HHH BB HHHH B R HHH R AR R AR R R R R R R R
Hit AR R R R R R R R R HHHHHHHHH R R R R R R R R R R R R HHHHH PR
HEHHH AR HHAH B HAHH R HAH R HHH R HAH R HHH R H A R A R R R R R
HHHHH B R HHH B H PR R R R R R R R R R
HHtHHHH R R R B R R HHHHHHHH A R R R R R R R R H AR HHHH AR
HAHHHH B HHAH B HAHH R HAH B HAH R HAH B HAH R HAH B HHH A A A H R R R
HAHHHHBHHHH BB HAHH B HHAH B HAH B HAH B HHH R H AR A R A R R R
HHtHHH R R R R R HH R AR HHHHH AR R R R R AR HHHH AR
HitHHHH R R R R AR AR AR HAH AR AR R R R R R R R R R R HHH AR
HAHHHHBHHHH B HHH R HAH B HHH AR HAH R R R AR AR R R
HAHHHHBHHHH BB HHH R HAH B HHH R H A HHH R H AR AR R R R R
HHtHHHHH R R R B R R R AR AR HHHHHHH A R R R R R R R R R R HHHHH A
Hit#HHH AR R R R R R R HHHHHHHHH R R R R R R R R R R R R HHHHHHH
HAHHH BB R HHH BB HHHH B R HHH R AR R AR R R R R R R R
HEHHHH B R HHH BB H PR R R R R R R R R R
HEHHH AR HHAH B HAH R HAH R HHH R HAH R HHH R H A R A R R H R R R
HAHHHH B HHHH BB HAH R HAH B HAH R HAH B HHHH R HAH B HHH R HAH A A R R R
HHHHH R R R R R HHHHHHHH AR R R R R R R R R HHHHH AR
HHtHHHH R R H R HHH R AR HHHH A R R R R R R AR HHHH AR
HAHHHHBHHHH BB HAHH B HHAH B HAH B HAH B HHH R H AR A R A R R R
HAHHHHBHHHH B HHH R HAH B HHH R HAH R AR AR R R R R
HitHHH R R R R R R H AR HAH AR R R R R R R R R R R R R AR HH AR
HHtHHHH R H B R R R AR AR HHHHH A R R R R R R R R R R R HHH AR
HAHHHHBHHHH BB HHH R HAH B HHH R H A HHH R H AR AR R R R R
HAHHH BB R HHH BB HHHH B R HHH R AR R AR R R R R R R R
Hit#HHH AR R R R R R R HHHHHHHHH R R R R R R R R R R R R HHHHHHH
HEHHH AR HHAH B HAH R HAH R HHH R HAH R HHH R H A R A R R R R R
HEHHHH B R HHH BB HHH R R R R R R R R R R
HHHHH R R R R R HHHHHHHH AR R R R R R R R R HHHHH AR
HEHBH PR H B HBH BB H BB R R R H R R R H R R DY H#
H#HHBR 0T 00 | ##oo##+, UROHHHHHH#

HAHBH TR PHEHBH I XBHHHH BN R Y S H R DR U B H B X G H B o #H R o o #H#



#i#ARHRH BB AHHBHYHHBHBHNADARH RSB H B H B H AR R BHBHBHBH B H B YR H R R R R R R H B H R R YRR
First Time Fill Rate (FTFR)#
###AUTO MATE#####PARTS DEPT ACTION PLAN#



Hit#H R HHH AR HHWO r KShe e t SRR #HHHH AT HHHH T HHH T
HHBHBHBHBH AR R R R R R R R R AR
HHAHBHBHBHEH R A R A A R R H R H R A R R R R H R H R
HHAHBHAHBHBEHFH R H B H BB H BB H R R R H R R A R B H B H R H R
L i
RHBHBHBHAHHHAHA R R B BHBHBHBH B H A R AR AR BH B H A AR R AR AR A AR B H AR AR AR HEH
HHAHBHAHBHBEHFHHHH R H B HBH B H B H B H B H B H R R A H B H B H R R R H R H R
BHAHBHAHBHBHFHHHH B HBHBHBHBHBHBHBH R B B H B H B H B H R R H B H BB H R
RHBHBHBHBHAHRHBRARHAHBHBHBHBH AR AR AR HA R A RHBHBHBHBHBH B AR AR HA R A BHBHBHBHBHBHAHAHAHR
RHBHBHBHBHAHBHA R R AR BHBHBHBH AR AR HAHA B AR BHBHBHBHBHBH A H R AR HA AR AR BHBHBHBHBHBHAHAHAHR
HHBHBHBH R R R R R R R
HHBHBHBHBHHH BB R R R R R AR R H
RHBHBHBHBHRHRHA R AHAHBHBHBH AR HR AR HA B RS BHBHBHBH AR H AR AR RB AR A BHBHBH A RBABHRHRHAH
HHAHBHBHBHEH R R A A A R R A R H R H R R A R R R R R H R
HHBHBHBHBHHH AR R R R R R R R R R R AR
HHBHBHBHBH B AR R R A AR R R R A A AR R
HHAHBHAHBHBEHFH R H BB BB H BB H R R R R R R A A R R
HHAHBHAHBHBEHFHEHH B HBHBHBH B HBH B H B H R R B H B H B H R R R A B H R H R
RHBHAHBHAHHHAHA AR BHBHBHBHBH AR R A R AR A AR BB H B H AR AR R AR AR A R B H AR AR AR HEH
RHBHBHBHBHBHRHBRA R AHBHBHBHBH AR AR AR HA B A AHBHBHBHBHBHBH A AR HA R A BHBHBHBHBHBHAHAHAHR
BHAHBHAHBHBHHHHHHHHBHBHBHBHBHBHBH R B B H B H B H B H B H B H B H B H R
HHBHBHBH R R R R R R R
RHBHBHBHBHAHBHA R R AR BHBHBHBH AR AR HAHA B AR BHBHBHBHBHBH A H R AR HA AR AR BHBHBHBHBHBHAHAHAHR
RHEBHBHBHBHBHRHA R AR AHBHBHBH AR HR AR HA B AR R HBHBHBH AR H AR AR RB AR AR HBHBH AR ABHRHRHAH
HHBHBHBHBHHH BB R R R R R AR
HHBHBHBHBH AR R R R R R R R R R AR
HHAHBHBHBHEH R R A R R A R H R R A R A R R R H R
HHAHBHAHBHBEHFH R H B H BB H B H BB H R R R H R H R R A A A R H R H R
HHBHAHBHBH B A AR R R R AR R R R A A AR R
RHBHBHBH A HAHA R R BH AR BHBHBH AR H A R R A AR BB R H AR R R AR AR AR BB H AR AR AR HEH
HHAHBHBHBHBEHFHEHH B HBHBH B H B H B H B H B H R R R H B H B H R R R A A R H R
BHAHBHAHBHBHHHHHH B HBHBHBHBHBHBH B H R B H B H B H B H A H B H B H R
RHBHBHBHBHBHRHBRA R AHBHBHBHBH AR AR AR HA B A AHBHBHBHBHBHBH A AR HA R A BHBHBHBHBHBHAHAHAHR
RHBHBHBHBHAHBHA R R AR BHBHBHBHBHBHAHAHA B AR BHBHBHBHBHBH A AR HAHA AR AR BHBHBHBHBHBHAHAHAHR
HHBHBH B R R R R R R
RHBHBHBHBHHHHH BB R R R R AR H
RHBHBHBHBHBHRHA R AR AHBHBHBH AR B HR AR HA B AR BHBHBHBH AR R AR AR RB AR AR HBHBHBHBABHRHRHAH
HHAHBHBHBHEH R R A A A R R A R R H R A A A R R H R H R
HHBHBHBHBH AR R R R R R R R R R AR
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