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ÙÎßÒÜ ÝØÛÎÑÕÛÛ ÔßÎÛÜÑ ìÈì É¿®® Þ«·´¬ Ü¬æ ðëñïðñîðïî ÍÐÎ×ÒÙÚ×ÛÔÜô Êß îîïëðîêðî

Í«°°´·»® ÎÐæ Ð¸±²»æ éðí èêêóïéðð

Û²¹·²»æ ÛÎÞóíòêÔ Êê îìÊ ÊÊÌ ÛÒÙ×ÒÛ øÍ»®

ýæêïîíîïïðíç÷

Ì®¿²­³·­­·±²æ ÜÙÖóëóÍÐÛÛÜ ßËÌÑ Éëßëèð ÌÎßÒÍÓ×ÍÍ×ÑÒ

øÍ»® ýæÖïîéîêðïéï÷

Ð´¿²¬æ ÖÛÚÚÛÎÍÑÒ ÒÑÎÌØ ßÍÍÛÓÞÔÇ ÐÔßÒÌ

ÓÜØæ ðëïðïì

Ð¿®¬ ×²º±®³¿¬·±²

Ð¿®¬ Ò«³¾»® Ð¿®¬ Ü»­½®·°¬·±² Ï«¿²¬·¬§ Ý±­¬ñË²·¬ Ú¿·´ Ý¼ Î»¬² Ü¬

öö Ò± Ð¿®¬­ ×²º±®³¿¬·±² ßª¿·´¿¾´»

Ô¿¾±® ×²º±®³¿¬·±²

ÔÑÐ ÔÑÐ Ü»­½®·°¬·±² Ý±­¬ Ú¿·´ Ý¼

öö Ò± Ô¿¾±® ×²º±®³¿¬·±² ßª¿·´¿¾´»

Í»®ª·½» Ò¿®®¿¬·ª» ×²º±®³¿¬·±²

Ý«­¬±³»® Ý±³³»²¬æÐÑÉÛÎ ÍÌÛÛÎ×ÒÙ ÔÛßÕ ØÛÔÔÑ Ì×Óô ßÚÌÛÎ ÎÛÐÔßÝ×ÒÙ ÞÑÌØ ÝÑÑÔÛÎ Ô×ÒÛÍ ßÒÜ ÝÑÑÔÛÎò × ÝÔÛßÒÛÜ ÛÒÌ×ÎÛ ÚßÍÝ×ßô ÝÑÒÜÛÒÍÑÎ ôÎßÜ×ßÌÑÎ ßÒÜ ÛÒÌ×ÎÛ ßÎÛßò × ßÜÜÛÜ

ÚÔË×Ü ßÒÜ ÍÌßÎÌÛÜ ÊÛØ×ÝÔÛò ßÍ ÍÑÑÒ ßÍ ÍÇÍÌÛÓ ÍÌßÎÌÛÜ ÌÑ ÞË×ÔÜ ÐÎÛÍÍËÎÛô ÌØÛ ÝÑÑÔÛÎ ××ÒÛ ÞÔÛÉ ÑÚÚ ßÙß×Òô ÍÐÎßÇ×ÒÙ ÚÔË×Ü ÛÊÛÎÇÉØÛÎÛòÜÑ ÇÑË ÌØ×ÒÕ

ÓßÇÞÛ ÐËÓÐ ×Í ÒÑÌ ÎÛÌËÎÒ×ÒÙ ÚÔË×Ü ÌÑ ÎÛÍ×ÊÑ×Î ßÒÜ ÔÛÌÌ×ÒÙ ÐÎÛÍÍËÎÛ ÞË×ÔÜ ÌÑÑ Ø×ÙØ ØÛÔÔÑ Ì×ÓôÄ®Ä²ÎÛÓÑÊÛÜ Ô×ÒÛÍ ßÒÜ ×ÒÍÐÛÝÌÛÜ ôÒÑ ÝÑÒÌßÓ×ÒßÌÛÍ

ÚÑËÒÜò ÎÛÐÔßÝÛÜ ÐÍ ÛÔÛÝÌÎ×Ý ÐËÓÐ ßÍÍÇ ßÒÜ ÞÔÛÜ ÍÇÍÌÛÓò ÍÛÛÓÛÜ ÑÕ ßÌ Ú×ÎÍÌò ÉØÛÒ × ÎÛÍÌßÎÌÛÜ ÖÛÛÐ ÉØ×ÔÛ ßÌ ×ÜÔÛôÞÔÛÉ Ô×ÒÛ ÑÚÚ ßÙß×Ò ßÌ ÝÑÑÔÛÎò ÑÒÔÇ

ÐßÎÌÍ ÔÛÚÌ ßÎÛ ÍÌÛÛÎ×ÒÙ ÙÛßÎ ßÒÜ ÐÎÛÍÍËÎÛ Ô×ÒÛ ÚÎÑÓ ÐËÓÐ ÌÑ ÙÛßÎò ÍÛÛÓÍ Ô×ÕÛ ÙÛßÎ ÓËÍÌ ÞÛ ÞÇÐßÍÍ×ÒÙ ÚÔË×Ü ßÌ ÌÑÑ Ø×ÙØ ÑÚ ÐÎÛÍÍËÎÛ ÞßÝÕ ÌÑ ÝÑÑÔÛÎ

ØÛÔÔÑ ßÙß×Òò ÉÛ ØßÊÛ ÞÛÛÒ ×Ò ÝÑÒÌßÝÌ É×ÌØ ÑËÎ ÆÑÒÛ ÎÛÐ ßÒÜ ÌÛÝØ ßÜÊ×ÍÛÎ ßÞÑËÌ ÌØ×Í ßÔÍÑò ÉÛ ÎÛÐÔßÝÛÜ ÌØÛ ÙÛßÎ ßÒÜ ÎÛÓß×ÒÜÛÎ ÑÚ Ô×ÒÛÍ ÌØßÌ ÉÛÎÛ

ÒÑÌ ÎÛÐÔßÝÛÜ ÐÎÛÊ×ÑËÍÔÇò ßÍ ÍÑÑÒ ßÍ ÍÇÍÌÛÓ ÉßÍ ÞÔÛÜ ßÒÜ ÍÌßÎÌÛÜ ÌÑ ÞË×ÔÜ ÐÎÛÍÍËÎÛ ÌØÛ ÔÑÉÛÎ ÝÑÑÔÛÎ Ô×ÒÛ ÞÔÛÉ ÑÚÚ ßÙß×ÒòßÔÔ Ô×ÒÛÍôÐËÓÐôÝÑÑÔÛÎ



Ð¿¹» ó ê

ßÒÜ ÙÛßÎ ØßÊÛ ÞÛÛÒ ÎÛÐÔßÝÛÜ òÒÛÛÜ ØÛÔÐ ÚÎÑÓ ÛÒÙ×ÒÛÛÎ×ÒÙ òÄ®Ä²ÝËÍÌ ØßÍ ÝÑÒÌßÝÌÛÜ ÝØÎÇÍÔÛÎ ßÒÜ ÍÑÓÛÑÒÛ ÚÎÑÓ ÒØÌÍß ×Í ÝÑÓÓ×ÒÙ ÌÑÓÑÎÎÑÉ ÌÑ

×ÒÍÐÛÝÌò

Í»®ª·½» ß½¬·±²æÎÛÐÔßÝÛ ÌØÛ ÝÑÑÔÛÎ ßÒÜ Ô×ÒÛÍò ÒÑÌ ÌÑÑ ÓßÒÇ ÐËÓÐ ×ÍÍËÛÍ Ô×ÒÛÍ ßÒÜ ÝÑÑÔÛÎò ÕÛÛÐ ÓÛ ÐÑÍÌÛÜò Ì×ÓÞò ÝßÔÔÛÜ ÜÛßÔÛÎò ÝËÎÎÛÒÌÔÇ ÌØÛ ÝÑÑÔÛÎø ÝÑÑÔÛÎ ÌÑ

ÐËÓÐ÷ ØÑÍÛ ÞÔÑÉÍ ÑÚÚ ßÍ ÍÌßÎÌÛÜò ÚÑËÒÜ ÒÑ ÎÛÍÌÎ×ÝÌ×ÑÒÍ ÐÎ×ÑÎ ÌÑ ÌØ×Í ÎÛÐß×Îò ßÊÊ×ÍÛÜ ÌÑ ÐËÔÔ ØÑÍÛ ÑÚÚ ÐËÓÐ ÔÑÑÕ ÚÑÎ ßÒÇ ÎÛÍÌÎ×ÝÌ×ÑÒ ÌÑ ÐËÓÐò

ÝØÛÝÕ ÑËÌ ÚÔË×Ü ÝÔÑÍÛÔÇ ÚÑÎ ÝÑÒÌßÒ×ÒßÌ×ÑÒò ×Ú ßÒÇ ÝÑÒÌßÓ×ÒßÌ×ÑÒ ÚÑËÒÜ ÎÛÐÔßÝÛ ÛÒÌ×ÎÛ ÐñÍ ÍÇÍÌÛÓ ÐßÎÌÍò Ì×ÓÞò ÍÌßÎÌ É×ÌØ ÌØÛ ÐÎÛÍÍËÎÛ Ô×ÒÛ ÌØÛÒ

ÙÛßÎò ÝßÔÔÛÜ ÜÛßÔÛÎò ÝËÎÎÛÒÌÔÇ ÌØÛ Ì×ÎÛÍ ßÒÜ Î×ÓÍ ßÎÛ ÑÛÓò ÌÛÝØ ÎÛÐÑÎÌÍ ÌØßÌ ÌØÛÇ ØßÊÛ ß ÆÑÒÛ ÎÛÐ ×ÒÊÑÔÊÛÜ ßÌ ÌØ×Í Ì×ÓÛò ÌØÛ øßÔÔ÷ Ô×ÒÛÍ ßÒÜ ÎßÝÕ

ÉÛÎÛ ÎÛÐÔßÝÛÜò ÝËÎÎÛÒÌÔÇ ÒÛÛÜ ÌÑ ÍÛÐÛÎßÌÛ ÌØÛ ÝÑÑÔÛÎ Ô×ÒÛ ßÒÜ ßÜÜ ß ØÑÍÛ ßÌ ÝÑÑÔÛÎ ÌØÛÍÛ î ØÑÍÛÍ ÚÛÛÜ ×ÒÌÑ ß ÞËÝÕÛÌò ÌËÎÒ ÕÛÇ ÑÒ ßÒÜ ÎÛÐÑÎÌ ×Ú

ÌØÛÎÛ ×Í ÐÎÛÍÍËÎÛ ÝÑÓÓ×ÒÙ ÚÑÎÓ ÌØÛ ÐËÓÐ ÝÑÑÔÛÎ Ô×ÒÛò ÌØÛÎÛ É×ÔÔ ÞÛ ÐÎÛÍÍËÎÛ ÚÎÑÓ ÌØÛ ÝÑÑÔÛÎ ÍÑ ßÜÊ×ÍÛ ÌÑ ØßÊÛ î ÌÛÝØÍ ÑÒÛ ÌËÎÒ ÕÛÇ ßÒÜ ÑÌØÛÎ ßÌ

Ô×ÒÛ ÍÛÛ×ÒÙ ×Ú ÐÎÛÍÍËÎÛ ÚÎÑÓ ÐËÓÐ ÑÒ ÝÑÑÔÛÎ Ô×ÒÛò Ì×ÓÞò ÎÛÐÔßÝÛÜ ÛÒÌ×ÎÛ ÍÇÍÌÛÓ ßÌ ÑÒÛ Ì×ÓÛ ÐÛÎ ÝØÎÇÍÔÛÎ ÛÒÙ×ÒÛÛÎÍ

Ý±®®»½¬·±²æ



Ð¿¹» ó é

ÏÒß ó Ï«¿´·¬§ Ò¿®®¿¬·ª» ß²¿´§¦»® Ü»¬¿·´ Î»°±®¬
Ê»¸·½´» Ð®±¾´»³ Ì®¿½µ·²¹ Î»°±®¬ýæ

Ê»¸·½´» ×²º±®³¿¬·±² Î»°¿·® ×²º±®³¿¬·±² Ü»¿´»® ×²º±®³¿¬·±²

Ê×Òæ ïÝìÎÖÚßÙçÝÝ Î»°±®¬ýæ Æ±²»ñÝ¼æ íëóìëîìç

Ó±¼»´ Ç»¿®æ îðïî Ñ°»² Ü¿¬»æ ðêñîïñîðïî Ò¿³»æ ÜßÊ×Ü ÜÑÜÙÛ ÝØÎÇÍÔÛÎ ÖÛÛÐ

Ó¿µ»ñÓ±¼»´æ ÝØÎÇÍÔÛÎ Ó·´»¿¹»æ ïí ß¼¼®»­­æ ïèðï ÎÑËÌÛ îðî

ÙÎßÒÜ ÝØÛÎÑÕÛÛ ÔßÎÛÜÑ ìÈì É¿®® Þ«·´¬ Ü¬æ ðëñïèñîðïî ÙÔÛÒ Ó×ÔÔÍô Ðß ïçíìîèïéè

Í«°°´·»® ÎÐæ Ð¸±²»æ êïð íëèóëíðð

Û²¹·²»æ ÛÎÞóíòêÔ Êê îìÊ ÊÊÌ ÛÒÙ×ÒÛ øÍ»®

ýæêïíîîïðëëï÷

Ì®¿²­³·­­·±²æ ÜÙÖóëóÍÐÛÛÜ ßËÌÑ Éëßëèð ÌÎßÒÍÓ×ÍÍ×ÑÒ

øÍ»® ýæÖïíéîêðçìí÷

Ð´¿²¬æ ÖÛÚÚÛÎÍÑÒ ÒÑÎÌØ ßÍÍÛÓÞÔÇ ÐÔßÒÌ

ÓÜØæ ðëïèïé

Ð¿®¬ ×²º±®³¿¬·±²

Ð¿®¬ Ò«³¾»® Ð¿®¬ Ü»­½®·°¬·±² Ï«¿²¬·¬§ Ý±­¬ñË²·¬ Ú¿·´ Ý¼ Î»¬² Ü¬

öö Ò± Ð¿®¬­ ×²º±®³¿¬·±² ßª¿·´¿¾´»

Ô¿¾±® ×²º±®³¿¬·±²

ÔÑÐ ÔÑÐ Ü»­½®·°¬·±² Ý±­¬ Ú¿·´ Ý¼

öö Ò± Ô¿¾±® ×²º±®³¿¬·±² ßª¿·´¿¾´»

Í»®ª·½» Ò¿®®¿¬·ª» ×²º±®³¿¬·±²

Ý«­¬±³»® Ý±³³»²¬æÐÑÉÛÎ ÍÌÛÛÎ×ÒÙ ÎÛÌËÎÒ ØÑÍÛ ÎÛÐÛßÌÛÜÔÇ ÞÔÑÉÍ ÑÚÚ ÌØÛ ÝÑÑÔÛÎ

Í»®ª·½» ß½¬·±²æÎÛÍÐÑÒÍÛæ Ä®Ä²ØÛÔÔÑ ØÛÒÎÇò ÐÛÎÚÑÎÓ ß ÐÎÛÍÍËÎÛ ßÒÜ ÚÔÑÉ ÌÛÍÌ ÑÒ ÌØÛ ÍÇÍÌÛÓ ßÒÜ ÜÑÝËÓÛÒÌ ÌØÛ ÎÛÍËÔÌÍò ×ÒÍÐÛÝÌ ÌØÛ ÐÑÉÛÎ ÍÌÛÛÎ×ÒÙ ÎÛÌËÎÒ Ô×ÒÛÍ

ÚÑÎ ÎÛÍÌÎ×ÝÌ×ÑÒÍò ×ÒÍÐÛÝÌ ÌØÛ ÎÛÌËÎÒ Ô×ÒÛ ØÑÍÛ ÝÔßÓÐò ×ÒÍÐÛÝÌ ÌØÛ ÐÑÉÛÎ ÍÌÛÛÎ×ÒÙ ÚÔË×Ü ÚÑÎ ÛÊ×ÜÛÒÝÛ ÑÚ ÝÑÒÌßÓ×ÒßÌ×ÑÒò ÊÛÎ×ÚÇ ÌØßÌ ÌØÛ ÝÑÎÎÛÝÌ

ÐÑÉÛÎ ÍÌÛÛÎ×ÒÙ ÚÔË×Ü ×Í ×ÒÍÌßÔÔÛÜå ÌØÛÎÛ ×Í Ü×ÚÚÛÎÛÒÌ ÚÔË×Ü ÚÑÎ ÎÛÙËÔßÎ ÐÑÉÛÎ ÍÌÛÛÎ×ÒÙ ßÒÜ ÛÔÛÝÌÎÑØÇÜÎßËÔ×Ý ÐÑÉÛÎ ÍÌÛÛÎ×ÒÙò ×Ì ÓßÇ ÞÛ ÒÛÝÛÍÍßÎÇ

ÌÑ ÎÛÐÔßÝÛ ÌØÛ ÎÛÌËÎÒ Ô×ÒÛÍò ÐÔÛßÍÛ ÎÛÐÑÎÌ ÎÛÍËÔÌÍò ÌØßÒÕ ÇÑËô ÖËÉßÒ Éò ÐÎÛÍÍËÎÛ ÌÛÍÌ ÝÔÛßÎÛÜ ßÒÜ ÚÔËÍØÛÜ Ô×ÒÛÍ ßÒÍÜÜ ÝÑÑÔÛÎ

Ý±®®»½¬·±²æ



Ð¿¹» ó è

ÏÒß ó Ï«¿´·¬§ Ò¿®®¿¬·ª» ß²¿´§¦»® Ü»¬¿·´ Î»°±®¬
Ô»¿­» Ý¿® Ûª¿´«¿¬·±²­ Î»°±®¬ýæ

Ê»¸·½´» ×²º±®³¿¬·±² Î»°¿·® ×²º±®³¿¬·±² Ü»¿´»® ×²º±®³¿¬·±²

Ê×Òæ ïÝìÎÖÚÝÙëÝÝ Î»°±®¬ýæ Æ±²»ñÝ¼æ ÆÆóïçðîè

Ó±¼»´ Ç»¿®æ îðïî Ñ°»² Ü¿¬»æ ðêñîïñîðïî Ò¿³»æ ÝØÎÇÍÔÛÎ ÝÑÎÐÑÎßÌ×ÑÒ

Ó¿µ»ñÓ±¼»´æ ÝØÎÇÍÔÛÎ Ó·´»¿¹»æ íëðð ß¼¼®»­­æ èðð ÝØÎÇÍÔÛÎ ÜÎ×ÊÛ

ÙÎßÒÜ ÝØÛÎÑÕÛÛ ÑÊÛÎÔßÒÜ ìÈì É¿®® Þ«·´¬ Ü¬æ ïîñðíñîðïï ßËÞËÎÒ Ø×ÔÔÍô Ó× ìèíîêóîéëé

Í«°°´·»® ÎÐæ Ð¸±²»æ

Û²¹·²»æ ÛÎÞóíòêÔ Êê îìÊ ÊÊÌ ÛÒÙ×ÒÛ øÍ»®

ýæêíîéïïðíèì÷

Ì®¿²­³·­­·±²æ ÜÙÖóëóÍÐÛÛÜ ßËÌÑ Éëßëèð ÌÎßÒÍÓ×ÍÍ×ÑÒ

øÍ»® ýæÖíîíïêïíðê÷

Ð´¿²¬æ ÖÛÚÚÛÎÍÑÒ ÒÑÎÌØ ßÍÍÛÓÞÔÇ ÐÔßÒÌ

ÓÜØæ ïîðíðð

Í»®ª·½» Ò¿®®¿¬·ª» ×²º±®³¿¬·±²

Ûª¿´«¿¬±®ù­ Ý±³³»²¬æïíð Û²¹·²»ñÌ®¿²­³·­­·±²ô Ú´«·¼ ´»¿µ­ò ÍÌÛÛÎ×ÒÙ ÐËÓÐ ÚÔË×Ü ÔÛßÕÛÜò ÔÑÍÍ ÑÚ ÍÌÛÛÎ×ÒÙ ÚÔË×Ü øîÒÜ Ì×ÓÛ÷ò

Í»®ª·½» ß½¬·±²æ

Ý±®®»½¬·±²æ



Ð¿¹» ó ç

ÏÒß ó Ï«¿´·¬§ Ò¿®®¿¬·ª» ß²¿´§¦»® Ü»¬¿·´ Î»°±®¬
Ê»¸·½´» Ð®±¾´»³ Ì®¿½µ·²¹ Î»°±®¬ýæ

Ê»¸·½´» ×²º±®³¿¬·±² Î»°¿·® ×²º±®³¿¬·±² Ü»¿´»® ×²º±®³¿¬·±²

Ê×Òæ ïÝìÎÖÚßÙïÝÝ Î»°±®¬ýæ Æ±²»ñÝ¼æ íîóìïçïé

Ó±¼»´ Ç»¿®æ îðïî Ñ°»² Ü¿¬»æ ðêñðíñîðïî Ò¿³»æ ÜËÌÝØÛÍÍ ÝØÎÇÍÔÛÎ ÖÛÛÐ ÜÑÜÙÛ

Ó¿µ»ñÓ±¼»´æ ÝØÎÇÍÔÛÎ Ó·´»¿¹»æ íïîë ß¼¼®»­­æ îîèë ÍÑËÌØ ÎÜ

ÙÎßÒÜ ÝØÛÎÑÕÛÛ ÔßÎÛÜÑ ìÈì É¿®® Þ«·´¬ Ü¬æ ïîñðíñîðïï ÐÑËÙØÕÛÛÐÍ×Ûô ÒÇ ïîêðïëëèï

Í«°°´·»® ÎÐæ Ð¸±²»æ èìë ìêîóééðð

Û²¹·²»æ ÛÎÞóíòêÔ Êê îìÊ ÊÊÌ ÛÒÙ×ÒÛ øÍ»®

ýæêíîéïïïïéê÷

Ì®¿²­³·­­·±²æ ÜÙÖóëóÍÐÛÛÜ ßËÌÑ Éëßëèð ÌÎßÒÍÓ×ÍÍ×ÑÒ

øÍ»® ýæÖíîíïêïíéê÷

Ð´¿²¬æ ÖÛÚÚÛÎÍÑÒ ÒÑÎÌØ ßÍÍÛÓÞÔÇ ÐÔßÒÌ

ÓÜØæ ïîðíðï

Ð¿®¬ ×²º±®³¿¬·±²

Ð¿®¬ Ò«³¾»® Ð¿®¬ Ü»­½®·°¬·±² Ï«¿²¬·¬§ Ý±­¬ñË²·¬ Ú¿·´ Ý¼ Î»¬² Ü¬

öö Ò± Ð¿®¬­ ×²º±®³¿¬·±² ßª¿·´¿¾´»

Ô¿¾±® ×²º±®³¿¬·±²

ÔÑÐ ÔÑÐ Ü»­½®·°¬·±² Ý±­¬ Ú¿·´ Ý¼

öö Ò± Ô¿¾±® ×²º±®³¿¬·±² ßª¿·´¿¾´»

Í»®ª·½» Ò¿®®¿¬·ª» ×²º±®³¿¬·±²

Ý«­¬±³»® Ý±³³»²¬æÒÑ ÐÑÉÛÎ ÍÌÛÛÎ×ÒÙ

Í»®ª·½» ß½¬·±²æÒÑ ÐÑÉÛÎ ÍÌÛÛÎ×ÒÙ ÜËÐÔ×ÝßÌÛÜ æ ÇÛÍ ó ÐÑÉÛÎ ÍÌÛÛÎ×ÒÙ ×Í ÛÓÐÌÇô ÞÔÛÉ Ô×ÒÛ ÑÚÚ ÝÑÑÔÛÎ ÎÛÐß×ÎÍ ßÒÜ ÌÛÍÌÍ ÐÛÎÚÑÎÓÛÜ æ ÎÛÝÑÒÒÛÝÌÛÜ Ô×ÒÛÍ ßÒÜ ÊÛÎ×Ú×ÛÜ

ÌØÛÇ ÉÛÎÛ Ì×ÙØÌòÛÊßÝËßÌÛÜ ß×Î ßÒÜ ÑÒÝÛ ÐËÓÐ ÍÌßÎÌÛÜ ÌÑ ÜÎßÉ ÚÔË×Ü ÜÑÉÒ ×Ò ÎÛÍÛÊÑ×Î ×Ì ÞÔÛÉ ÌØÛ Ô×ÒÛ ÑÚÚ ßÌ ÝÑÑÔÛÎ ßÙß×Òò ÌØÛ Ô×ÒÛ ÌØßÌ ÞÔÑÉÍ ÑÚÚ ×Í

ÚÎÑÓ ÌØÛ ÎßÝÕ ÌÑ ÝÑÑÔÛÎ ßÒÜ × ÞÔÛÉ ß×Î ÌØÎÑËÙØ ÌØÛ ÝÑÑÔÛÎ ßÒÜ Ü×Ü ÒÑÌ ÑÞÍÛÎÊÛ ßÒÇ ÎÛÍÌÎ×ÝÌ×ÑÒÍ ÌÛÝØÝÑÒÒÛÝÌ ÍÛßÎÝØ æ ÐÑÉÛÎ ÍÌÛÛÎ×ÒÙ ÙÛßÎ ÌÑ

ÝÑÑÔÛÎöööööööööööööööööööööööööööööööööööööööööööööööööööööööööööööööööööööööööÄ®Ä²ÖÛÎÛÓÇ ÝßÔÔÛÜ ÌÑ Ü×ÍÝËÍÍô ÌØÛÎÛ ×Í ÒÑ ÉßÇ ÌÑ ÐÛÎÚÑÎÓ ß ÚÔÑÉ ßÒÜ ÐÎÛÍÍËÎÛ ÌÛÍÌ ßÒÜ ×Ì ×Í

ß ÒÛÉ ÍÇÍÌÛÓò ÚÑËÒÜ ßÒÑÌØÛÎ ÝßÍÛ É×ÌØ ÌØÛ ÍßÓÛ ÐÎÑÞÔÛÓò ÌËÎÒÍ ÑËÌ ÌØÛÎÛ ÉßÍ ß Ð×ÛÝÛ ÑÚ ÐÔßÍÌ×Ý ×Ò ÌØÛ ÎÛÌËÎÒ Ô×ÒÛ ßÒÜ ×Ì ÉßÍ ÎÛÍÌÎ×ÝÌ×ÒÙ ÌØÛ

ÎÛÌËÎÒ Ô×ÒÛ ÝßËÍÛ×ÒÙ ÛÈÝÛÍÍ×ÊÛ ÐÎÛÍÍËÎÛò ÖÛÎÛÓÇ ×Í ÙÑ×ÒÙ ÌÑ ÎÛÓÑÊÛ ÌØÛ Ô×ÒÛ ßÒÜ ×ÒÍÐÛÝÌ ÚÑÎ ÌØÛ ÐÔßÍÌ×Ý ÑÎ ßÒÇ ÞÔÑÝÕßÙÛ ÚÑÎ ÌØßÌ ÓßÌÌÛÎ ßÒÜ ÝßÔÔ



Ð¿¹» ó ïð

ÞßÝÕ ÑÒ ÓÇ ÐÎ×ÊßÌÛ Ô×ÒÛò ÎÑÒ ÎÛÓÑÊÛÜ ÎÛÌËÎÒ Ô×ÒÛ ÚÎÑÓ ÐËÓÐô ÚÑËÒÜ Ô×ÒÛ ÉßÍ ÎÛÍÌÎ×ÝÌÛÜò ÝËÌ Ô×ÒÛ ÑÐÛÒ ßÒÜ ×Ò ÝÎ×ÓÐÛÜ ÍÛÝÌ×ÑÒ ÌØÛÎÛ ßÐÐÛßÎÍ ÌÑ ÞÛ ß

ÞÎßÍÍ ÑÎ ÐÔßÍÌ×Ý ÑÎ×Ú×ÝÛ ÌØßÌ ÑÒÝÛ ÓßÒ×ÐËÔßÌÛÜ É×ÌØ ß ÍÓßÔÔ Ð×ÝÕ ßÔÔÑÉÛÜ ß×Î ÚÔÑÉò ÎÛÐÔßÝÛÜ ÎÛÌËÎÒ Ô×ÒÛ ßÒÜ ÞÔÛÜ ÐÑÉÛÎ ÍÌÛÛÎ×ÒÙ ÍÇÍÌÛÓò ÊÛÎ×Ú×ÛÜ

ÑÐÛÎßÌ×ÑÒò

Ý±®®»½¬·±²æ



Ð¿¹» ó ïï

ÏÒß ó Ï«¿´·¬§ Ò¿®®¿¬·ª» ß²¿´§¦»® Ü»¬¿·´ Î»°±®¬
Ê»¸·½´» Ð®±¾´»³ Ì®¿½µ·²¹ Î»°±®¬ýæ

Ê»¸·½´» ×²º±®³¿¬·±² Î»°¿·® ×²º±®³¿¬·±² Ü»¿´»® ×²º±®³¿¬·±²

Ê×Òæ ïÝìÎÖÚßÙëÝÝ Î»°±®¬ýæ Æ±²»ñÝ¼æ ëïóìëîîî

Ó±¼»´ Ç»¿®æ îðïî Ñ°»² Ü¿¬»æ ðëñîðñîðïî Ò¿³»æ ÙßÒÜÎËÜ ÜÑÜÙÛ ÝØÎÇÍÔÛÎ ÖÛÛÐ

Ó¿µ»ñÓ±¼»´æ ÝØÎÇÍÔÛÎ Ó·´»¿¹»æ ïðéìí ß¼¼®»­­æ îíðð ßËÌÑ ÐÔßÆß ÉßÇ

ÙÎßÒÜ ÝØÛÎÑÕÛÛ ÔßÎÛÜÑ ìÈì É¿®® Þ«·´¬ Ü¬æ ïîñïìñîðïï ÙÎÛÛÒ ÞßÇô É× ëìíðîíéðì

Í«°°´·»® ÎÐæ Ð¸±²»æ çîð ìêèóïîïî

Û²¹·²»æ ÛÎÞóíòêÔ Êê îìÊ ÊÊÌ ÛÒÙ×ÒÛ øÍ»®

ýæêíìðïïðïëî÷

Ì®¿²­³·­­·±²æ ÜÙÖóëóÍÐÛÛÜ ßËÌÑ Éëßëèð ÌÎßÒÍÓ×ÍÍ×ÑÒ

øÍ»® ýæÖíìïïêïëèð÷

Ð´¿²¬æ ÖÛÚÚÛÎÍÑÒ ÒÑÎÌØ ßÍÍÛÓÞÔÇ ÐÔßÒÌ

ÓÜØæ ïîïìðï

Ð¿®¬ ×²º±®³¿¬·±²

Ð¿®¬ Ò«³¾»® Ð¿®¬ Ü»­½®·°¬·±² Ï«¿²¬·¬§ Ý±­¬ñË²·¬ Ú¿·´ Ý¼ Î»¬² Ü¬

öö Ò± Ð¿®¬­ ×²º±®³¿¬·±² ßª¿·´¿¾´»

Ô¿¾±® ×²º±®³¿¬·±²

ÔÑÐ ÔÑÐ Ü»­½®·°¬·±² Ý±­¬ Ú¿·´ Ý¼

öö Ò± Ô¿¾±® ×²º±®³¿¬·±² ßª¿·´¿¾´»

Í»®ª·½» Ò¿®®¿¬·ª» ×²º±®³¿¬·±²

Ý«­¬±³»® Ý±³³»²¬æÒÑ ÐÑÉÛÎ ÍÌÛÛÎ×ÒÙô ÙÎÛÛÒ ÚÔË×Ü ÔÛßÕ×ÒÙ ÚÎÑÓ ÚÎÑÒÌò

Í»®ª·½» ß½¬·±²æÒÑ ÐÑÉÛÎ ÍÌÛÛÎ×ÒÙô ÙÎÛÛÒ ÚÔË×Ü ÔÛßÕ×ÒÙ ÚÎÑÓ ÚÎÑÒÌò ÜËÐÔ×ÝßÌÛÜ æ ÇÛÍ ó ÍÌßÎÌ ÊÛØ×ÝÔÛ ÒÑ ÐÑÉÛÎ ÍÌÛÛÎ×ÒÙ ÎÛÐß×ÎÍ ßÒÜ ÌÛÍÌÍ ÐÛÎÚÑÎÓÛÜ æ ÚÑËÒÜ ÐñÍ Ô×ÒÛ

ÚÎÑÓ ÐñÍ ÙÛßÎ ÌÑ ÝÑÑÔÛÎ ÝßÓÛ ÑÚÚ ÑÒ ÝÑÑÔÛÎ ÛÒÜò ÎÛ×ÒÍÌßÔÔÛÜ Ô×ÒÛ É×ÌØ ÉÑÎÓ ÙÛßÎ ÍÌÇÔÛ ÝÔßÓÐ ßÒÜ ÎÛÚ×ÔÔÛÜ ÐñÍ ÚÔË×Üò ÎßÒ ÊÛØ×ÝÔÛ ÚÑÎ ïðóïë ÍÛÝÑÒÜÍ

ßÒÜ ÌØÛ ØÑÍÛ ÑÒ ÌØÛ ÑÌØÛÎ Í×ÜÛ ÑÚ ÝÑÑÔÛÎ ÞÔÛÉ ÑÚÚò ÎÛÓÑÊÛÜ ÎÛÌËÎÒ Ô×ÒÛ ÌÑ ÐËÓÐ ßÒÜ ÞÔÛÉ ß×Î ÌØÎË Ô×ÒÛ ÚÎÑÓ ÐËÓÐ ÞßÝÕ ÌØÎË ÝÑÑÔÛÎ ßÒÜ ÝßÓÛ ÑËÌ

ÚÎÛÛÔÇ ÚÎÑÓ ÎÛÌËÎÒ Ô×ÒÛ ÚÎÑÓ ÙÛßÎò ØßÊÛ ÇÑË ÛÈÐÛÎ×ÛÒÝÛÜ ßÒÇ ÐÎÑÞÔÛÓÍ É×ÌØ ÎÛÌËÎÒ ÞÛ×ÒÙ ÞÔÑÝÕÛÜ ÑÚÚ ×Ò ÐËÓÐ ÌØ×Í ÍÛÛÓÍ ÌÑÑ ÍÌÎßÒÙÛ ÌÑ ÖËÍÌ

ÎÛÐÔßÝÛ ÌØÛ ÐËÓÐ É×ÌØÑËÌ ÌßÔÕ×ÒÙ ÌÑ ÇÑË ÙËÇÍ Ú×ÎÍÌò ÌØßÒÕÍ ÌÛÝØÝÑÒÒÛÝÌ ÍÛßÎÝØ æ ÐÑÉÛÎ

ÍÌÛÛÎ×ÒÙÄ®Ä²Ä®Ä²ööööööööööööööööööööööööööööööööööööööööööööööööööööööööööööööööööööööööööööööööööÄ®Ä²ÎÑÔßÒÜô × ÉÑËÔÜ ÍËÙÙÛÍÌ ÎÛÐÔßÝ×ÒÙ ÌØÛ ÎÛÌËÎÒ ØÑÍÛ ÚÎÑÓ ÌØÛ ÝÑÑÔÛÎ ÌÑ ÌØÛ



Ð¿¹» ó ïî

ÐËÓÐ ßÒÜ ÌØÛ ÝÑÑÔÛÎò ÉÛ ÞÛÔ×ÛÊÛ ÌØÛ ÝÑÑÔÛÎ ×Í ÝÑÓ×ÒÙ ßÐßÎÌ ×ÒÌÛÎÒßÔÔÇ ßÒÜ ÝßËÍ×ÒÙ ß ÎÛÍÌÎ×ÝÌ×ÑÒò ÌØßÒÕÍ ÛÎ×Ý Ùò ÎÛÐÔßÝÛÜ ÐñÍ ÝÑÑÔÛÎ ßÒÜ ÎÛÌËÎÒ

Ô×ÒÛÍ ÌÑ ÐËÓÐ

Ý±®®»½¬·±²æ



Ð¿¹» ó ïí

ÏÒß ó Ï«¿´·¬§ Ò¿®®¿¬·ª» ß²¿´§¦»® Ü»¬¿·´ Î»°±®¬
Ê»¸·½´» Ð®±¾´»³ Ì®¿½µ·²¹ Î»°±®¬ýæ

Ê»¸·½´» ×²º±®³¿¬·±² Î»°¿·® ×²º±®³¿¬·±² Ü»¿´»® ×²º±®³¿¬·±²

Ê×Òæ ïÝìÎÖÚßÙèÝÝ Î»°±®¬ýæ Æ±²»ñÝ¼æ éìóíèíëê

Ó±¼»´ Ç»¿®æ îðïî Ñ°»² Ü¿¬»æ ðëñðëñîðïî Ò¿³»æ ÐÛÎÕ×ÒÍ ÓÑÌÑÎ ÝÑÓÐßÒÇô ×ÒÝò

Ó¿µ»ñÓ±¼»´æ ÝØÎÇÍÔÛÎ Ó·´»¿¹»æ ïïíç ß¼¼®»­­æ ïîðë ÓÑÌÑÎ Ý×ÌÇ ÜÎ

ÙÎßÒÜ ÝØÛÎÑÕÛÛ ÔßÎÛÜÑ ìÈì É¿®® Þ«·´¬ Ü¬æ ïîñïëñîðïï ÝÑÔÑÎßÜÑ ÍÐÎ×ÒÙÍô ÝÑ èðçðëéíïì

Í«°°´·»® ÎÐæ Ð¸±²»æ éïç ìéëóîííð

Û²¹·²»æ ÛÎÞóíòêÔ Êê îìÊ ÊÊÌ ÛÒÙ×ÒÛ øÍ»®

ýæêíìïïïðèçì÷

Ì®¿²­³·­­·±²æ ÜÙÖóëóÍÐÛÛÜ ßËÌÑ Éëßëèð ÌÎßÒÍÓ×ÍÍ×ÑÒ

øÍ»® ýæÖíìíïêïîïé÷

Ð´¿²¬æ ÖÛÚÚÛÎÍÑÒ ÒÑÎÌØ ßÍÍÛÓÞÔÇ ÐÔßÒÌ

ÓÜØæ ïîïëïî

Ð¿®¬ ×²º±®³¿¬·±²

Ð¿®¬ Ò«³¾»® Ð¿®¬ Ü»­½®·°¬·±² Ï«¿²¬·¬§ Ý±­¬ñË²·¬ Ú¿·´ Ý¼ Î»¬² Ü¬

öö Ò± Ð¿®¬­ ×²º±®³¿¬·±² ßª¿·´¿¾´»

Ô¿¾±® ×²º±®³¿¬·±²

ÔÑÐ ÔÑÐ Ü»­½®·°¬·±² Ý±­¬ Ú¿·´ Ý¼

öö Ò± Ô¿¾±® ×²º±®³¿¬·±² ßª¿·´¿¾´»

Í»®ª·½» Ò¿®®¿¬·ª» ×²º±®³¿¬·±²

Ý«­¬±³»® Ý±³³»²¬æÒÑ ÐÑÉÛÎ ÍÌÛÛÎ×ÒÙ ßÒÜ ÚÔË×Ü ÔÛßÕò ÊÛØ×ÝÔÛ ÝßÓÛ ÞßÝÕ É×ÌØ ÐÑÉÛÎ ÍÌÛÛÎ×ÒÙ ×ÒÑÐò ÝØÛÝÕÛÜ ÚÑÎ ÔÛßÕÍ ßÒÜ ÚÑËÒÜ ÌØÛ ÎÛÌËÎÒ ØÑÍÛ ÚÎÑÓ ÌØÛ ÝÑÑÔÛÎ ÌÑ

ÌØÛ ÐËÓÐ ØßÍ ß ØÑÔÛ ×Ò ×Ìò ÔßÍÌ Ì×ÓÛ ×Ò ÝØÛÝÕÛÜ ÚÑÎ ÞÔÑÝÕßÙÛ ßÒÜ ÚÑËÒÜ ÒÑ ÞÔÑÝÕßÙÛ Ê×Í×ÞÔÛòÒÛÛÜ ÌÑ ÑÎÜÛÎ ØÑÍÛ ÌÑ ÐÛÎÚÑÎÓ ÐÎÛÍÍËÎÛ ÌÛÍÌò

ÉÑÒÜÛÎ×ÒÙ ×Ú ÌØÛÎÛ ØßÊÛ ÞÛÛÒ ßÒÇ ÑÌØÛÎ ÝßÍÛÍ Í×ÒÝÛ ÔßÍÌ Ê×Í×Ìò ÇÛÍò ÌØÛ ØÑÍÛ ØßÍ ß ØÑÔÛ ÌØßÌ ßÐÐÛßÎÍ ÚÎÑÓ ÌØÛ ×ÒÍ×ÜÛ ÑËÌòò ÎÛÐÔßÝÛÜ ØÑÍÛ ÌØßÌ ÞÔÛÉ

É×ÌØ ÞËÔÕ ØÑÍÛò ÎßÒ ÐÎÛÍÍËÎÛ ÌÛÍÌ ßÒÜ É×ÌØ ÊßÔÊÛ ÝÔÑÍÛÜô ×Ì ÍÐ×ÕÛÍ ÌÑ ïèðð ÐÍ× ÌØÛÒ ÍÌßÞ×Ô×ÆÛÍ ßÌ ïéððò ÚÔÑÉ ×Í ïòë ßÌ ×ÜÔÛ ßÒÜ ßÌ îòð ÉØ×ÔÛ ÌËÎÒ×ÒÙ

ÍÌÛÛÎ×ÒÙ ÉØÛÛÔò ÉØÛÒ ÌËÎÒ×ÒÙ ÍÌÛÛÎ×ÒÙ ÉØÛÛÔô ÐÎÛÍÍËÎÛ ×Í ÞÛÌÉÛÛÒ éðð ßÒÜ çðð É×ÌØ ÎßÐ×Ü ÓÑÊÛÓÛÒÌò ÒÑÌ ÌÑ ÍÌÑÐÍò ×Í ÌØÛÎÛ ß Ú×ÔÌÛÎ ÑÎ ÐÎÛÍÍËÎÛ

ÎÛÔ×ÛÚ ÊßÔÊÛ ×Ò ÌØÛ ÐËÓÐ ÌØßÌ ÓßÇ ÞÛ ÝßËÍ×ÒÙ ÛÈÝÛÍÍ×ÊÛ ÞßÝÕ ÐÎÛÍÍËÎÛ ßÔÔ Ô×ÒÛÍ ßÒÜ ØÑÍÛÍ ßÎÛ ÍÌ×ÔÔ ÚÎÛÛ ÑÚ ÎÛÍÌÎ×ÝÌ×ÑÒò É×ÌØ Ô×ÒÛÍ ÝÑÒÒÛÝÌÛÜ ßÌ ÌØÛ

ÎßÝÕô ÝßÒ ÍÌ×ÔÔ ÚÔËÍØ ÍÇÍÌÛÓ É×ÌØ ÚÔËÍØ ÞÑÌÌÔÛò ÉÛ ÎÛÐÔßÝÛÜ ÌØÛ ÐËÓÐ ßÒÜ ÌØÛ ÌÉÑ Ô×ÒÛÍ ÌÑ ÌØÛ ÝÑÑÔÛÎ ó ÌÛÍÌÛÜ ÐÎÛÍÍËÎÛÍ ÑÒ ß Ô×ÕÛ ÖÛÛÐ ßÒÜ ßÔÔ



Ð¿¹» ó ïì

ÐÛÍÍËÎÛÍ ßÒÜ ÚÔÑÉ ÎßÌÛÍ ßÎÛ ÌØÛ ÍßÓÛ ó ÉÛ Ü×Ü ÌØ×Í ÑÒ ÌØËÎÍÜßÇ îñçñïî ó ÉßÍ ÌÑÉÛÜ ÞßÝÕ ×Ò îñïíñïî ßÒÜ ÒÑÉ ×Ì ØßÍ ÞÔÑÉÒ ÌØÛ ÎÛÌËÎÒ Ô×ÒÛ ÚÎÑÓ ÌØÛ

ÝÑÑÔÛÎ ÌÑ ÌØÛ ÐËÓÐ ÑÚ ßÙß×Ò ÞËÌ ÑÒ ÌØÛ ÛÒÙ×ÒÛ Í×ÜÛ ó ÌØÛ ÑÌØÛÎ Ì×ÓÛÍ ×Ì ØßÍ ÞÔÑÉÒ ÌØÛ Ô×ÒÛÍ ÑÒÛ ÌØÛ Í×ÜÛ ÑÚ ÌØÛ ÚÎÑÒÌ ÎßÜò ßÎÛß ó ÌØ×Í ×Í ÌØÛ ÌØ×ÎÜ

ØÑÍÛ ÒÑÉ ó ÚÔÑÉ ÎßÌÛ ×Í ×ÜÔÛ ïòë ÙòÐòÓò ÌËÎÒ ïòÑ ÌÑ ïòë ÙòÐòÓò ó ÐÎÛÍËÎÎÛÍ ßÎÛ ×ÜÔÛ ïîëÐÍ× ó ÌËÎÒ ×ÜÔÛ èðð ÌÑ çðð ÐÍ× ßÒÜ ßÌ ÚËÔÔ ÔÑÝÕ ïéðð ÐÍ× ó ÉÛ ßÔÍÑ

ÓßÌÝØÛÜ ÌØÛÍÛ ÐÎÛÍÍËÎÛÍ É×ÌØ ß Ô×ÕÛ ÖÛÛÐ

Í»®ª·½» ß½¬·±²æÛ ÌØÛ ÍÌßÎ ÝßÍÛò ÝßÍÛ ÍÌßÌËÍ ÝØßÒÙÛÜò ÎÛÐÔßÝÛÜ ÛÒÌ×ÎÛ ÐÑÉÛÎ ÍÌÛÛÎ×ÒÙ ÍÇÍÌÛÓò ÎßÝÕô ØÑÍÛÍô ÝÑÑÔÛÎô ÐËÓÐô ßÒÜ ÎÛÍÛÎÊÑ×ÎòÒÑ ÐÑÉÛÎ ÍÌÛÛÎ×ÒÙ ßÒÜ

ÚÔË×Ü ÔÛßÕò ÜËÐÔ×ÝßÌÛÜ æ ÇÛÍ ó Ú×ÔÔ É×ÌØ ÚÔË×Üò ÚÔË×Ü ÔÛßÕ×ÒÙ ÚÎÑÓ ØÑÍÛ ÌØßÌ ÝßÓÛ ÑÚÚò ÎÛÐß×ÎÍ ßÒÜ ÌÛÍÌÍ ÐÛÎÚÑÎÓÛÜ æ ÎÛÐÔßÝÛÜ ÎÛÌËÎÒ ØÑÍÛ ÝÔßÓÐ É×ÌØ

ÞßÒÜ ÝÔßÓÐ ÍÑ ÝËÍÌÑÓÛÎ ÝßÒ ØßÊÛ ÊÛØ×ÝÔÛò Ú×ÔÔÛÜ É×ÌØ ÚÔË×Ü ßÒÜ ÌËÎÒÛÜ ÍÌÛÛÎ×ÒÙ ÉØÛÛÔ Í×ÜÛ ÌÑ Í×ÜÛò ØÑÍÛ ÑÒ ÑÌØÛÎ Í×ÜÛ ÑÚ ÐÑÉÛÎ ÍÌÛÛÎ×ÒÙ ÝÑÑÔÛÎ

Ô×ÒÛ ÝßÓÛ ÑÚÚ ßÔÓÑÍÌ ×ÓÓÛÜ×ßÌÛÔÇ Ô×ÕÛ ÌÑÑ ÓËÝØ ÐÎÛÍÍËÎÛò ØßÊÛ ÇÑË ØßÜ ßÒÇ ×ÍÍËÛÍ É×ÌØ ÌØ×Í ÉØßÌ ÜÑ ÇÑË ÎÛÝÑÓÓÛÒÜ ÌÛÝØÝÑÒÒÛÝÌ ÍÛßÎÝØ æ ÛÔÛÝÌÎ×Ý

ÍÌÛÛÎ×ÒÙ ÞÔÑÉ×ÒÙ Ô×ÒÛÍ ßÐßÎÌ ööööööööööööööööööööööööööööööööööööööööööööööööööööööööööööÄ®Ä²ÞÔßÇÒÛô × ØßÊÛ ÑÒÔÇ ÑÒÛ Í×Ó×ÔßÎ ÝßÍÛ ÞËÌ ÌØÛ ßÎÛ ÌØÛ ÍßÓÛ ßÒÜ ÌØÛ ÌÛÝØ

ÎÛÐß×ÎÛÜ ÞÔÑÝÕßÙÛô ØÛ Ü×ÜÒÌ ÍÌßÌÛ ÉØÛÎÛ ÞËÌ ØÛ ÚÑËÒÜ ÞÔÑÝÕßÙÛô ÍÑ É×ÌØ ÌØßÌ ÕÒÑÉÒ ÝØÛÝÕ ÌØÛ ÝÑÑÔÛÎ ÚÑÎ ßÒÇ ÎÛÍÌÎ×ÝÌ×ÑÒÍô ÌØÛÒ ×Ú ÐÑÍÍ×ÞÔÛ ÝØÛÝÕ

ÌØÛ ÎÛÍÌ ÑÚ ÌØÛ ÍÇÍÌÛÓ ÚÑÎ ßÒÇ ÎÛÍÌÎ×ÝÌ×ÑÒÍ ßÍ ÉÛÔÔô ÐÔÛßÍÛ ÕÛÛÐ ÓÛ ÐÑÍÌÛÜô ÌØßÒÕÍòÄ®Ä²ÓßÎÕò Ü×Ü ÝØÛÝÕ ÚÑÎ ÞÔÑÝÕßÙÛò ÎÛÓÑÊÛÜ ßÔÔ Ô×ÒÛÍ ßÒÜ ØÑÍÛÍ

ÚÎÑÓ ÌØÛ ÍÇÍÌÛÓ ßÒÜ ÚÔËÍØÛÜ É×ÌØ ÚÔË×Üò ÒÑ ÐÎÑÞÔÛÓÍ ÚÑËÒÜò ÚÔËÍØÛÜ ÎßÝÕ ßÒÜ ÝÑÑÔÛÎò ÒÑ ÞÔÑÝÕßÙÛ ÐÔÛÒÌÇ ÑÚ ÚÔÑÉòÎÛ×ÒÍÌßÔÔÛÜ Ô×ÒÛÍ ßÒÜ ËÍÛÜ ÞßÒÜ

ÝÔßÓÐÍ ÑÒ ÝÑÑÔÛÎ ßÒÜ ÎÛÌËÎÒ ØÑÍÛ ÌÑ ÐËÓÐò ÌÛÍÌ ÜÎÑÊÛ ÚÑÎ ìë Ó×ÔÛÍ ßÒÜ ØßÜ ÒÑ ÐÎÑÞÔÛÓÍò ÒÑ ÞÔÑÝÕßÙÛ ÑÎ ÑÌØÛÎ ÐÎÑÞÔÛÓÍ ÚÑËÒÜò ÞÔßÇÒÛô ÌØÛÎÛ ßÎÛ

ÍÌ×ÔÔ ÒÑ Í×Ó×ÔßÎ ÝßÍÛ Í Ô×ÕÛ ÌØ×Íô ÜÑÛÍ ÌØ×Í ÔÛßÕ ÔÑÑÕ Ô×ÕÛ ×Ì ÝÑËÔÜ ØßÊÛ ÞÛÛÒ ÝßËÍÛÜ ÞÇ ÐÎÛÍÍËÎÛ Ä®Ä²ÓßÎÕò ÞÔßÇÒÛô × ßÓ ÌØ×ÒÕ×ÒÙ ÍÑÓÛÌØ×ÒÙ É×ÌØ ÌØÛ

ÐËÓÐ ßÍ ÉÛÔÔô ÌÎÇ ß ÒÛÉ ÐËÓÐ ßÒÜ ÌÛÍÌ ÑÐÛÎßÌ×ÑÒ ÌØÛÒôÄ®Ä²ÓßÎÕô ÞÔßÇÒÛô ×Í ÌØÛÎÛ ß Ü×ÎÛÝÌ ÒËÓÞÛÎ ÌÑ ÎÛßÝØ ÇÑË Ä®Ä²ÓßÎÕò ÎÛÝÛ×ÊÛÜ ß ÐØÑÒÛ ÝßÔÔ ÑÒ ÌØ×Í

ÊÛØ×ÝÔÛ ÚÎÑÓ ÌØÛ ÌÛÝØ ßÜÊ×ÍÑÎô ÕÛÊ×Òô ÝÑÒÝÛÎÒ ×Í ÚÎÑÓ ÝÑÒÌßÓ×ÒßÌ×ÑÒ ÝÑÓ×ÒÙ ÚÎÑÓ ÌØÛ ÐÑÉÛÎ ÍÌÛÛÎ×ÒÙ ÝÑÑÔÛÎò ÌØÛ ÝÑÑÔÛÎ ØßÍ ÍÓßÔÔ Ú×ÒÍ ÝßÔÔÛÜ

ÌËÎÞËÔßÌÑÎÍ ÌØßÌ ßÎÛ ÝÑÓ×ÒÙ ÔÑÑÍÛ ßÒÜ ÝßËÍ×ÒÙ ß ÞÔÑÝÕßÙÛ ×Ò ÌØÛ ÎÛÌËÎÒ Ô×ÒÛ ÞÛÌÉÛÛÒ ÌØÛ ÝÑÑÔÛÎ ßÒÜ ÌØÛ ÐËÓÐô ÌØßÌ ÝÑÒÌß×ÒÍ ß ÎÛÍÌÎ×ÝÌÑÎò

ÛÒÙ×ÒÛÛÎ×ÒÙ ×Í ÌÎÇ×ÒÙ ÌÑ ÙÛÌ ÕÒÑÉÒ ÙÑÑÜ ÐßÎÌÍ ÌÑ ÍÛÒÜ ÌÑ ÌØÛ ÜÛßÔÛÎò ÌßÔÕÛÜ ÌÑ ÖÛÚÚ ßÌ ÐÛÎÕ×ÒÍ ÓÑÌÑÎ ÝÑò ÌØÛ ÊÛØ×ÝÔÛ ×Í ÎÛÐß×ÎÛÜ ßÒÜ ÞßÝÕ ÌÑ ÌØÛ

ÝËÍÌÑÓÛÎò ÌØÛ ÝÑÑÔÛÎ ÉßÍ ÍØ×ÐÐÛÜ ÌÑ ÐßÎ×Íô ÌÒò ßÍ ÐÛÎ ÞÎ×ÙÛÌÌÛ Í ×ÒÍÌÎËÝÌ×ÑÒÍò ÌØÛ ÎÛÍÌ ÑÚ ÌØÛ ÐßÎÌÍ ÉÛÎÛ ÍØ×ÐÐÛÜ ×Ò ÑÒÛ ÞÑÈ ÌÑ ÏÛÝò ÑÒ ÚÛÞò îíô

ÌØËÎÍÜßÇò ÐÔÛßÍÛ ÝÔÑÍÛ ÌØÛ ÍÌßÎ ÝßÍÛò ÖÛÚÚ ÖËÍÌ ÝßÔÔÛÜô ØÛ ÎÛÝØÛÝÕÛÜ É×ÌØ ÌØÛ ÐßÎÌÍ ÜÛÐÌò ßÒÜ ÐßÎÌÍ ÉÛÎÛ ÒÑÌ ÍØ×ÐÐÛÜ ÇÛÌò ÝßÔÔÛÜ ÚÎßÒÕ ßÒÜ ØßÜ

Ø×Ó ÍÛÒÌ ÌØÛ ÚßÍÌÎßÝÕ ÚÑÎÓÍ ÌÑ ÌØÛ ÜÛßÔÛÎò ÙßÊÛ Ø×Ó ÌØÛ ÐßÎÌ ÒËÓÞÛÎÍò ÜÛßÔÛÎ ÝßÔÔÛÜ ßÒÜ Íß×Ü ÌØßÌ ÐÑÉÛÎ ÍÌÛÛÎ×ÒÙ ÐßÎÌÍ ØßÊÛ ÞÛÛÒ ÎÛÌËÎÒÛÜ ÌÑ

ÏÛÝò ÞÔßÇÒÛ ×Ú ÌØÛ ÊÛØ×ÝÔÛ ØßÍ ÞÛÛÒ ÎÛÐß×ÎÛÜ ÐÔÛßÍÛ ÝÔÑÍ

Ý±®®»½¬·±²æ



Ð¿¹» ó ïë

ÏÒß ó Ï«¿´·¬§ Ò¿®®¿¬·ª» ß²¿´§¦»® Ü»¬¿·´ Î»°±®¬
Ê»¸·½´» Ð®±¾´»³ Ì®¿½µ·²¹ Î»°±®¬ýæ

Ê»¸·½´» ×²º±®³¿¬·±² Î»°¿·® ×²º±®³¿¬·±² Ü»¿´»® ×²º±®³¿¬·±²

Ê×Òæ ïÝìÎÖÚÝÙÈÝÝ Î»°±®¬ýæ Æ±²»ñÝ¼æ éìóîìîîï

Ó±¼»´ Ç»¿®æ îðïî Ñ°»² Ü¿¬»æ ðìñíðñîðïî Ò¿³»æ ÐÑÔÔßÎÜ ÚÎ×ÛÒÜÔÇ ÓÑÌÑÎ ÝÑ

Ó¿µ»ñÓ±¼»´æ ÝØÎÇÍÔÛÎ Ó·´»¿¹»æ ïëîé ß¼¼®»­­æ îíêð íðÌØ ÍÌ

ÙÎßÒÜ ÝØÛÎÑÕÛÛ ÑÊÛÎÔßÒÜ ìÈì É¿®® Þ«·´¬ Ü¬æ ïîñîíñîðïï ÞÑËÔÜÛÎô ÝÑ èðíðïïïðì

Í«°°´·»® ÎÐæ Ð¸±²»æ íðí ììéóèïèé

Û²¹·²»æ ÛÎÞóíòêÔ Êê îìÊ ÊÊÌ ÛÒÙ×ÒÛ øÍ»®

ýæêíìéïïïìïç÷

Ì®¿²­³·­­·±²æ ÜÙÖóëóÍÐÛÛÜ ßËÌÑ Éëßëèð ÌÎßÒÍÓ×ÍÍ×ÑÒ

øÍ»® ýæÖíëíïêïïèð÷

Ð´¿²¬æ ÖÛÚÚÛÎÍÑÒ ÒÑÎÌØ ßÍÍÛÓÞÔÇ ÐÔßÒÌ

ÓÜØæ ïîîíðè

Ð¿®¬ ×²º±®³¿¬·±²

Ð¿®¬ Ò«³¾»® Ð¿®¬ Ü»­½®·°¬·±² Ï«¿²¬·¬§ Ý±­¬ñË²·¬ Ú¿·´ Ý¼ Î»¬² Ü¬

öö Ò± Ð¿®¬­ ×²º±®³¿¬·±² ßª¿·´¿¾´»

Ô¿¾±® ×²º±®³¿¬·±²

ÔÑÐ ÔÑÐ Ü»­½®·°¬·±² Ý±­¬ Ú¿·´ Ý¼

öö Ò± Ô¿¾±® ×²º±®³¿¬·±² ßª¿·´¿¾´»

Í»®ª·½» Ò¿®®¿¬·ª» ×²º±®³¿¬·±²

Ý«­¬±³»® Ý±³³»²¬æÞßÜ Ñ×Ô ÔÛßÕ ÚÎÑÓ ÐÑÉÛÎ ÍÌÛÛÎ×ÒÙ ØßÊÛ ÌÛÍÌÛÜ ßÔÔ ÐÎÛÍÍËÎÛ ßÒÜ ÎÛÌËÎÒ ØÑÍÛÍ ßÒÜ ÝÑÑÔÛÎò ÌØÛÎÛ ×Í ÒÑ ÎÛÍÌÌÎ×ÝÌ×ÑÒÍò ÝßÒÒÑÌ ÎËÒ ÐÎÛÍÍËÎÛ ÑÎ ÚÔÑÉ

ÌÛÍÌÍ ÞÛÝßËÍÛ ÉØÛÒ ßÜÜ ÚÔË×Ü ×Ì ÞÔÑÉÍ ØÑÍÛÍ ÑÚÚò ÍÛÛÓÍ ÌÑ ÞÛ ÐËÌÌ×ÒÙ ÐËÓÐ ÐÎÛÍÍËÎÛ ×Ò ÌÑ ÎÛÌËÎÒ ÍÇÍÌÛÓò ×Ì ØßÍ ÞÛÛÒ ÞÑÌØ Í×ÜÛÍ ×Ò ÌØÛ ÐßÍÌ ÞËÌ ÌØÛ

ÑËÌÔÛÌ Í×ÜÛ ÌØ×Í ÔßÍÌ Ì×ÓÛ ÙÛßÎ ÖËÍÌ ÝßÓÛ ×Òò ×ÒÍÌßÔÔÛÜ ÙÛßÎ ßÒÜ É×ÌØ ÛÒÙ×ÒÛ ÎËÒÒ×ÒÙ ßÒÜ Ú×ÔÔ×ÒÙ ÐÑÉÛÎ ÍÌÛÛÎ×ÒÙ ÌØÛ ÎÛÌËÎÒ ØÑÍÛ ÞÔÛÉ ÑÚÚò

Í»®ª·½» ß½¬·±²æÞßÜ Ñ×Ô ÔÛßÕ ÚÎÑÓ ÐÑÉÛÎ ÍÌÛÛÎ×ÒÙ ÜËÐÔ×ÝßÌÛÜ æ ÇÛÍ ó Ú×ÔÔ É×ÌØ ÚÔË×Ü ÎÛÐß×ÎÍ ßÒÜ ÌÛÍÌÍ ÐÛÎÚÑÎÓÛÜ æ ØßÊÛ ÎÛÐÔßÝÛÜ ÝÑÑÔÛÎ ÝÔßÓÐÍ óÝÑÑÔÛÎ ØÑÍÛÍ ó

ÛÔÛÝÌÎ×Ý ÐÍ ÐËÓÐ ßÒÜ ÍÌ×ÔÔ ÕÛÛÐÍ ÞÔÑÉ×ÒÙ ØÑÍÛÍ ÑÚÚ ÚÎÑÓ Ø×ÙØ ÐÎÛÍÍËÎÛ ×Ò ÎÛÌËÎÒ Ô×ÒÛÍ ÌÍÞ ßÐÐÔ×ÛÜ æ ÒÑÒÛ ßÐÐÔÇ ßÒÜ ÒÑ ÜÌÝÍ ÍÝßÒ ÌÑÑÔ ÍÑÚÌÉßÎÛ

ÊÛÎÍ×ÑÒ æ ïîòðî ÌÛÝØÝÑÒÒÛÝÌ ÍÛßÎÝØ æ ÐÑÉÛÎ ÍÌÛÛÎ×ÒÙóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóÛÔÌÑÒô ×

ÉÑËÔÜ ÐÛÎÚÑÎÓ ÇÑËÎ ÐÎÛÍÍËÎÛ ßÒÜ ÚÔÑÉ ÌÛÍÌ ÑÒ ÌØÛ ÊÛØ×ÝÔÛò ×Ì ÍÑËÒÜÍ Ô×ÕÛ ÉÛ ÓßÇ ØßÊÛ ß ÎÛÍÌÎ×ÝÌ×ÑÒ ÍÑÓÛÉØÛÎÛò ßÔÍÑô ÜÑÛÍ ÌØÛ ÚÔË×Ü ÍØÑÉ ßÒÇ



Ð¿¹» ó ïê

Í×ÙÒÍ ÑÚ ÝÑÒÌßÓ×ÒßÌ×ÑÒ ÑÎ ßÛÎßÌ×ÑÒ ÔÛÌ ÓÛ ÕÒÑÉ ÉØßÌ ÇÑË Ú×ÒÜò ÌØßÒÕÍô ÞÎßÜ Ôò ÛÔÌÑÒô ÉØ×ÝØ ØÑÍÛ ÛÈßÝÌÔÇ ÞÔÑÉ×ÒÙ ÑÚÚ ×Í ×Ì ßÌ ÌØÛ ÝÑÑÔÛÎô ÑÎ ßÌ ÌØÛ

ÎÛÍÛÎÊÑ×Î ×Ú ×Ì ×Í ßÌ ÌØÛ ÝÑÑÔÛÎô ÉØ×ÝØ ØÑÍÛ ×Í ÞÔÑÉ×ÒÙ ÑÚÚô ÌØÛ ×ÒÔÛÌ ÑÎ ÑËÌÔÛÌ ÌØßÒÕÍô ÞÎßÜ Ôò ÛÔÌÑÒô ßÌ ÌØ×Í ÐÑ×ÒÌô ×Ì ÍÑËÒÜÍ Ô×ÕÛ ÌØÛÎÛ ×Í ßÒ ×ÍÍËÛ

É×ÌØ ÌØÛ ÍÌÛÛÎ×ÒÙ ÙÛßÎò ×Ú ÌØÛÎÛ ×Í ßÒ ×ÒÌÛÎÒßÔ ×ÍÍËÛ É×ÌØ ÙÛßÎô ×Ì ÝÑËÔÜ ßÔÔÑÉ ×Ì ÌÑ ÒÑÌ ÎÛÜËÝÛ ÐÎÛÍÍËÎÛ ×Ò ÌØÛ ÍÇÍÌÛÓô ÝßËÍ×ÒÙ ÌØÛ ÚËÔÔÇ

ÐÎÛÍÍËÎ×ÆÛÜ ÚÔË×Ü ÌÑ ÙÑ Î×ÙØÌ ÌØÎÑËÙØ ×ÒÌÑ ÌØÛ ÎÛÌËÎÒ Ô×ÒÛÍ ßÒÜ ÝßËÍÛ ÌØ×Íò Í×ÒÝÛ ÌØßÌ ØÑÍÛ ßÒÜ ÐËÓÐ ØßÊÛ ßÔÎÛßÜÇ ÞÛÛÒ ÎÛÐÔßÝÛÜô × ÉÑËÔÜ ÍËÍÐÛÝÌ

ÌØßÌ ×ÒÌÛÎÒßÔ ÙÛßÎ ×ÍÍËÛ ßÍ ÌØÛ ÝßËÍÛô ÉØ×ÝØ ÉÑËÔÜ ÎÛÏË×ÎÛ ÎÛÐÔßÝÛÓÛÒÌ ÑÚ ÌØÛ ÙÛßÎò ÔÛÌ ÓÛ ÕÒÑÉ ×Ú ÇÑË Ú×ÒÜ ßÒÇÌØ×ÒÙ ÛÔÍÛò ÌØßÒÕÍô ÞÎßÜ Ôò ÛÔÌÑÒô ×

Ó ÙÑ×ÒÙ ÌÑ ÙÑ ßØÛßÜ ßÒÜ ØßÊÛ ÌØ×Í ÝßÍÛ ÛÍÝßÔßÌÛÜ ÚÑÎ ÚËÎÌØÛÎ ÎÛÊ×ÛÉò ÓÇ ÓßÍÌÛÎ ÝÑÒÍËÔÌßÒÌ É×ÔÔ ÞÛ ×Ò ÌÑËÝØ É×ÌØ ÇÑË ÍØÑÎÌÔÇò ÌØßÒÕÍô ÞÎßÜ Ôò

ÝßÔÔÛÜ ßÒÜ ÍÐÑÕÛ ÌÑ ÌÛÝØ øÛÔÌÑÒ÷ò ßÜÊ×ÍÛÜ ÌÛÝØ ÌØßÌ ÝßÍÛ ÉßÍ ÎÛÊ×ÛÉÜ ÞÇ ÓÝò ÚÑËÒÜ ßÒ ÑÔÜÛÎ ÝßÍÛ É×ÌØ ÍßÓÛ ÝÑÒÝÛÎÒò ÐÎÛÊ×ÑËÍ ÝßÍÛ ÉßÍ ÎÛÊ×ÛÉÛÜ

ÞÇ ß ÌÛÝØ ßÜÊ×ÍÑÎ ßÒÜ ÚÑËÒÜ ×ÒÌÛÎÒßÔ Ð×ÛÝÛÍ ÑÚ ÝÑÑÔÛÎ ÝÑÓ×ÒÙ ÔÑÑÍÛ ßÒÜ ÝßËÍ×ÒÙ ÎÛÍÌÎ×ÝÌ×ÑÒ ×Ò ÌØÛ Ô×ÒÛÍò ßÜÊ×ÍÛÜ ÌÛÝØ ÌÑ ÎÛÐÔßÝÛ ÝÑÑÔÛÎ ßÒÜ

ØÑÍÛÍô ÌØÛÒ ÎÛÌÛÍÌò ÌÛÝØ ËÒÜÛÎÍÌÑÑÜò É×ÔÔ ÎÛÐÑÎÌ ÞßÝÕ Ú×ÒÜ×ÒÙÍò ÌØßÒÕÍô ÞÎßÜ Ôò ÎÛÐÔßÝ×ÒÙ ÌØÛ ÎÛÌËÎÒ ÌËÞÛÍ ßÒÜ ØÑÍÛÍ

Ý±®®»½¬·±²æ



Ð¿¹» ó ïé

ÏÒß ó Ï«¿´·¬§ Ò¿®®¿¬·ª» ß²¿´§¦»® Ü»¬¿·´ Î»°±®¬
Ê»¸·½´» Ð®±¾´»³ Ì®¿½µ·²¹ Î»°±®¬ýæ

Ê»¸·½´» ×²º±®³¿¬·±² Î»°¿·® ×²º±®³¿¬·±² Ü»¿´»® ×²º±®³¿¬·±²

Ê×Òæ ïÝìÎÖÛÞÙíÝÝ Î»°±®¬ýæ Æ±²»ñÝ¼æ êêóìëðçï

Ó±¼»´ Ç»¿®æ îðïî Ñ°»² Ü¿¬»æ ðìñïîñîðïî Ò¿³»æ ÙÎÛÛÒÉßÇ ÝØÎÇÍÔÛÎóÖÛÛÐóÜÑÜÙÛô

Ó¿µ»ñÓ±¼»´æ ÝØÎÇÍÔÛÎ Ó·´»¿¹»æ ìèëî ß¼¼®»­­æ çðëï ÛßÍÌ ÝÑÔÑÒ×ßÔ ÜÎ×ÊÛ

ÙÎßÒÜ ÝØÛÎÑÕÛÛ Ô×Ó×ÌÛÜ ìÈî É¿®® Þ«·´¬ Ü¬æ ïîñîïñîðïï ÑÎÔßÒÜÑô ÚÔ íîèïé

Í«°°´·»® ÎÐæ Ð¸±²»æ ìðé íðêóçìðð

Û²¹·²»æ ÛÎÞóíòêÔ Êê îìÊ ÊÊÌ ÛÒÙ×ÒÛ øÍ»®

ýæêíìêïïðìéë÷

Ì®¿²­³·­­·±²æ ÜÙÖóëóÍÐÛÛÜ ßËÌÑ Éëßëèð ÌÎßÒÍÓ×ÍÍ×ÑÒ

øÍ»® ýæÖíëïïêðíéç÷

Ð´¿²¬æ ÖÛÚÚÛÎÍÑÒ ÒÑÎÌØ ßÍÍÛÓÞÔÇ ÐÔßÒÌ

ÓÜØæ ïîîïïè

Ð¿®¬ ×²º±®³¿¬·±²

Ð¿®¬ Ò«³¾»® Ð¿®¬ Ü»­½®·°¬·±² Ï«¿²¬·¬§ Ý±­¬ñË²·¬ Ú¿·´ Ý¼ Î»¬² Ü¬

öö Ò± Ð¿®¬­ ×²º±®³¿¬·±² ßª¿·´¿¾´»

Ô¿¾±® ×²º±®³¿¬·±²

ÔÑÐ ÔÑÐ Ü»­½®·°¬·±² Ý±­¬ Ú¿·´ Ý¼

öö Ò± Ô¿¾±® ×²º±®³¿¬·±² ßª¿·´¿¾´»

Í»®ª·½» Ò¿®®¿¬·ª» ×²º±®³¿¬·±²

Ý«­¬±³»® Ý±³³»²¬æÐÑÉÛÎ ÍÌÛÛÎ×ÒÙ ×ÒÑÐ ÒÑ ÝÑÜÛÍô ÐÎÑÐÛÎ ÛÔÛÝÌÎÑÒ×Ý ÐËÓÐ ÚÔË×Ü ÉßÍ ×ÒÍÌßÔÔÛÜô ÐËÓÐ ×Í ÎËÒÒ×ÒÙ ßÌ íïèð ÎÐÓ ÐÛÎ ÛÐÍ ÓÛßÍËÎÛÜ ÓÑÌÑÎ ÍÐÛÛÜò Ä®Ä²Ä®Ä²ÌØßÒÕÍ

ÍØßËÒÛ ÔÛÌ ÊÛØ×ÝÔÛ ÎËÒ ÚÑÎ ßÞÑËÌ ïð Ó×Ò ßÒÜ ÚÔË×Ü ÍÌßÎÌÛÜ ÙÑ×ÒÙ ÜÑÉÒ ×Ò ÎÛÍÛÎÊ×ÑÎ ßÜÜÛÜ ÓÑÎÛ ÚÔË×Ü ßÒÜ ÌËÎÒÛÜ ÉØÛÛÔò ÞÔÛÉ ÑÚÚ ÑÌØÛÎ Ô×ÒÛ ÑÒ

ÐÑÉÛÎ ÍÌÛÛÎ×ÒÙ ÝÑÑÔÛÎò ÐÑÍÍ×ÞÔÛ ÎÛÍÌÎ×ÝÌ×ÑÒ ×Ò ÍÇÍÌÛÓ Ä®Ä²ÌØßÒÕÍ ÍØßËÒÛ ÎÛÓÑÊÛÜ ßÔÔ Ô×ÒÛÍ ßÒÜ ÞÔÛÉ ß×Î ÌØÎÑËÙØ ÌØÛÓò ÞÔÛÉ ß×Î ÌØÎÑËÙØ ÌØÛ

ÝÑÑÔÛÎò ÒÑ ÎÛÍÌÎ×ÝÌ×ÑÒÍ ÚÑËÒÜò ÎÛ×ÒÍÌßÔÔÛÜ Ô×ÒÛÍ ßÒÜ ßÜÜÛÜ ÚÔË×Ü ßÒÜ ÞÔÛÉ ßÐßÎÌ ÐÑÉÛÎ ÍÌÛÛÎ×ÒÙ ÝÑÑÔÛÎò × ÕÒÑÉ ×Ì ×Í ÙÛÌÌ×ÒÙ ÛÈÝÛÍÍ×ÊÛ ÐÎÛÍÍËÎÛ

ÞËÌ ÒÑÌ ÍËÎÛ ÉØÇò Ä®Ä²ÌØßÒÕÍ ÍØßËÒÛ ÎÛÐÔßÝÛÜ ÝÑÑÔÛÎô ÓÑÌÑÎñÓÑÜËÔÛô ÉØ×ÔÛ ÞÔÛÛÜ×ÒÙ ÍÇÍÌÛÓ ÎÛÌËÎÒ ØÑÍÛ ÞÔÛÉ ÑÚÚ ßÙß×Ò ÞÔÛÉ ÒÛÉ ØÑÍÛ ÑÚÚ ÝÑÑÔÛÎ

ßÙß×Ò ø ÝÑÑÔÛÎ ÌÑ ÙÛßÎ ØÑÍÛ÷ò ÝßÔÔ ÓÇ ÝÛÔÔ íîï îçç êððé

Í»®ª·½» ß½¬·±²æÐÑÉÛÎ ÍÌÛÛÎ×ÒÙ ×ÒÑÐ ÜËÐÔ×ÝßÌÛÜ æ ÇÛÍ ó ÍÌÛÛÎ ÎÛÐß×ÎÍ ßÒÜ ÌÛÍÌÍ ÐÛÎÚÑÎÓÛÜ æ ÊÛØ×ÝÔÛ ÝßÓÛ É×ÌØ ÐÑÉÛÎ ÍÌÛÛÎ×ÒÙ ØÑÍÛ ÞÔÛÉ ÑÚÚ ÝÑÑÔÛÎò ÎÛ×ÒÍÌßÔÔÛÜ



Ð¿¹» ó ïè

ØÑÍÛ ßÒÜ ÎÛÐÔßÝÛÜ ÝÔßÓÐò ßÜÜÛÜ ÚÔË×Üò ÐÑÉÛÎ ÍÌÛÛÎ×ÒÙ ×Í ×ÒÑÐò ×Í ÌØÛÎÛ ß ÞÔÛÛÜ ÐÎÑÝÛÜËÎÛ ÑÎ ÍÑÓÛÌØ×ÒÙ × ÒÛÛÜ ÌÑ ÜÑ ÌÑ ÓßÕÛ ÍÇÍÌÛÓ ÉÑÎÕ ßÚÌÛÎ

ÚÔË×Ü ÔÑÍÍò ÐËÓÐ ØßÍ ÐÑÉÛÎ ßÒÜ ÙÎÑËÒÜ ÞËÌ ÜÑÛÍ ÒÑÌ ÎËÒ ßÒÜ ÌØÛÎÛ ×Í ÒÑ ÝÑÜÛÍ ×Ò ÍÇÍÌÛÓòÄ®Ä²ÌØßÒÕÍ ÍØßËÒÛ ÌÛÝØÝÑÒÒÛÝÌ ÍÛßÎÝØ æ ÛÐÍóóóó ÍØßËÒÛô

ÐÔÛßÍÛ ÍÐÛÝ×ÚÇ ×Ú ÌØÛÎÛ ßÎÛ ßÒÇ ÝÑÜÛÍô ßÒÜ ÉØßÌ ÚÔË×Ü ÉßÍ ×ÒÍÌßÔÔÛÜ ÉØÛÒ ÌØÛ Ô×ÒÛ ÉßÍ ÎÛÐß×ÎÛÜô ßÒÜ ÉØßÌ ÌØÛ ÛØÐÍ ÍØÑÉÍ ÚÑÎ ÜßÌß ô ×Í ×Ì ÌÎÇ×ÒÙ ÌÑ

ÎËÒ ÌØÛ ÐËÓÐ óÌØßÒÕÍô ÖÛÎÎÇ Õò ÌÛÝØ ÍÌßÌÛÍ æ ÒÑ ÝÑÜÛÍô ÐÎÑÐÛÎ ÛÔÛÝÌÎÑÒ×Ý ÐËÓÐ ÚÔË×Ü ÉßÍ ×ÒÍÌßÔÔÛÜô ÐËÓÐ ×Í ÎËÒÒ×ÒÙ ßÌ íïèð ÎÐÓ ÐÛÎ ÛÐÍ ÓÛßÍËÎÛÜ

ÓÑÌÑÎ ÍÐÛÛÜò Ä®Ä²Ä®Ä²ÌØßÒÕÍ ÍØßËÒÛ ÔÛÌ ÊÛØ×ÝÔÛ ÎËÒ ÚÑÎ ßÞÑËÌ ïð Ó×Ò ßÒÜ ÚÔË×Ü ÍÌßÎÌÛÜ ÙÑ×ÒÙ ÜÑÉÒ ×Ò ÎÛÍÛÎÊ×ÑÎ ßÜÜÛÜ ÓÑÎÛ ÚÔË×Ü ßÒÜ ÌËÎÒÛÜ ÉØÛÛÔò

ÞÔÛÉ ÑÚÚ ÑÌØÛÎ Ô×ÒÛ ÑÒ ÐÑÉÛÎ ÍÌÛÛÎ×ÒÙ ÝÑÑÔÛÎò ÐÑÍÍ×ÞÔÛ ÎÛÍÌÎ×ÝÌ×ÑÒ ×Ò ÍÇÍÌÛÓ Ä®Ä²ÌØßÒÕÍ ÍØßËÒÛò óóóó ×Ì ÍÑËÒÜÍ Ô×ÕÛ ß ÎÛÍÌÎ×ÝÌ×ÑÒ ×Ò ÌØÛ ÍÇÍÌÛÓô

ÍËÙÙÛÍÌ ÎÛÓÑÊ×ÒÙ ÌØÛ Ô×ÒÛÍ ßÒÜ ÞÔÑÉ×ÒÙ ß×Î ÌØÎÑËÙØ ÌØÛÓ ô ÍÌßÎÌ×ÒÙ É×ÌØ ÌØÛ ÑÒÛ ÌØßÌ ÞÔÛÉ ÑÚÚ ô ÌÑ ÔÑÝßÌÛó ÖÛÎÎÇ Õò ÌÛÝØ ÍÌßÌÛÍ æ ÎÛÓÑÊÛÜ ßÔÔ Ô×ÒÛÍ

ßÒÜ ÞÔÛÉ ß×Î ÌØÎÑËÙØ ÌØÛÓò ÞÔÛÉ ß×Î ÌØÎÑËÙØ ÌØÛ ÝÑÑÔÛÎò ÒÑ ÎÛÍÌÎ×ÝÌ×ÑÒÍ ÚÑËÒÜò ÎÛ×ÒÍÌßÔÔÛÜ Ô×ÒÛÍ ßÒÜ ßÜÜÛÜ ÚÔË×Ü ßÒÜ ÞÔÛÉ ßÐßÎÌ ÐÑÉÛÎ ÍÌÛÛÎ×ÒÙ

ÝÑÑÔÛÎò × ÕÒÑÉ ×Ì ×Í ÙÛÌÌ×ÒÙ ÛÈÝÛÍÍ×ÊÛ ÐÎÛÍÍËÎÛ ÞËÌ ÒÑÌ ÍËÎÛ ÉØÇòóóóóÍØßËÒÛ ×Ú ÌØÛÎÛ ßÎÛ ÒÑ ÎÛÍÌÎ×ÝÌ×ÑÒÍô ÍËÙÙÛÍÌ ÝÑÑÔÛÎ ßÒÜ ÓÑÌÑÎñÓÑÜËÔÛ

ÎÛÐÔßÝÛÓÛÒÌô ßÒÜ ÎÛÛÊßÔËßÌÛó ÖÛÎÎÇ Õò ÌÛÝØ ÍÌßÌÛÍ æÎÛÐÔßÝÛÜ ÝÑÑÔÛÎô ÓÑÌÑÎñÓÑÜËÔÛô ÉØ×ÔÛ ÞÔÛÛÜ×ÒÙ ÍÇÍÌÛÓ ÎÛÌËÎÒ ØÑÍÛ ÞÔÛÉ ÑÚÚ ßÙß×Òò óóóó ÌØßÒÕÍ

ÍØßËÒÛô ÌØ×Í ÝßÍÛ É×ÔÔ ÞÛ ÛÍÝßÔßÌÛÜ ÚÑÎ ÎÛÊ×ÛÉ ßÒÜ ÝßÔÔÞßÝÕó ÖÛÎÎÇ Õò × ÝßÔÔÛÜ ßÒÜ ÌßÔÕÛÜ É×ÌØ ßÒÜÇ ÌßÇÔÑÎô ÍÛÎòñÜ×Îòô ÌØÛÇ É×ÔÔ ÑÎÜÛÎ ß ÒÛÉ ÎÛÌËÎÒ

ØÑÍÛ ÚÎÑÓ ÌØÛ ÝÑÑÔÛÎ ÌÑ ÌØÛ ÛÔÛÝÌÎ×Ý ÐÍ ÐËÓÐ ßÒÜ ×ÒÍÌßÔÔ ÌØÛ ÝÑÑÔÛÎ ÌØßÌ × ßÓ ØßÊ×ÒÙ ÍØ×ÐÐÛÜ ÚÎÑÓ ÌØÛ ÍËÐÐÔ×ÛÎò × ßÔÍÑ ßÍÕÛÜ ßÒÜÇ ÌÑ ÍØ×Ð ÌØÛ

ÝÑÑÔÛÎ ÞßÝÕ ÌÑ ÜÛÒ×ÍÛ ßÌ ÜßÒßò ÎÛÝÛ×ÊÛÜ ÍØ×ÐÐ×ÒÙ ×ÒÚÑ ÞßÝÕ ÚÎÑÓ ÜÛÒ×ÍÛô ÝÑÑÔÛÎ É×ÔÔ ÞÛ ÌØÛÎÛ ÓÑÒÜßÇò ÙßÊÛ ÜÛÒ×ÍÛ ßÒÜÇ Í ÛóÓß×Ô ßÜÜÎÛÍÍ ÍÑ ÌØßÌ ÍØÛ

ÓßÇ ÝÑÒÌßÝÌ Ø×Ó É×ÌØ ÎÛÌËÎÒ ×ÒÚÑÎÓßÌ×ÑÒò ÎÛÝÛ×ÊÛÜ ÐØÑÒÛ ÓÛÍÍßÙÛ ÚÎÑÓ ßÒÜÇ ÌßÇÔÑÎô ØÛ ÉßÍ ÔÑÑÕ×ÒÙ ÚÑÎ ßÒ ÑÎÜÛÎ ÒËÓÞÛÎ ÚÑÎ ÌØÛ ßÎÛß ÓÙÎò ÌØÛÇ

ØßÜ ÍËÞÓ×ÌÌÛÜ ß ÝßÎ ÎÛÒÌßÔ ÚÑÎ ïð ÜßÇÍò × ÝßÔÔÛÜ ßÎÛß ÓÙÎ ßÒÜ Ü×ÍÝËÍÍÛÜ ÌØÛ Ì×ÓÛ ÚÎßÓÛ ÑÚ ÌØÛ ÎÛÐß×Îò ØÛ É×ÔÔ ØßÒÜÔÛ ÌØÛ ÝÑÒÝÛÎÒ ÚÑÎ ÌØÛ ÜÛßÔÛÎò

ÝßÔÔÛÜ ÚÑÎ ÍØßËÒÛô ÝÑËÔÜÒ Ì ÔÑÝßÌÛ Ø×Óò ÍØÛ É×ÔÔ ØßÊÛ Ø×Ó ÎÛÌËÎÒ ÓÇ ÝßÔÔò× ÝßÔÔÛÜ ßÒÜ ÌßÔÕÛÜ É×ÌØ ÌØÛ ÌÛÝØô ÍØßÉÒ ÛÜÉßÎÜÍô ÌØÛ ÊÛØ×ÝÔÛ ÝßÓÛ ÞßÝÕ

É×ÌØ ß ÞÔÑÉÒ ØÑÍÛ ßÙß×Òò ÌØÛ ØÑÍÛ ÌØßÌ ÝßÓÛ ÑÚÚ ßÔÔ ÌØÎÛÛ Ì×ÓÛÍ ÉßÍ ÌØÛ ØÑÍÛ ÞÛÌÉÛÛÒ ÌØÛ ÍÌÛÛÎ×ÒÙ ÎßÝÕ ßÒÜ ÌØÛ ÝÑÑÔÛÎ ßÌ ÌØÛ ÝÑÑÔÛÎ ÛÒÜò ÉØÛÒ

ØÛ ×ÒÍÌßÔÔÛÜ ÌØÛ ÝÑÑÔÛÎ ÍÛÒÌ ÌÑ Ø×Ó ÚÎÑÓ ÜßÒß ØÛ ÎÛÐÔßÝÛÜ ÌØÛ ØÑÍÛ ÌØßÌ ØßÜ ÝÑÓÛ Ü×ÍÝÑÒÒÛÝÌÛÜ ßÒÜ ÌØÛÇ ØßÜ ×Ò ÍÌÑÝÕò ÒÑÌ ÌØÛ ØÑÍÛ ÚÎÑÓ ÌØÛ

ÝÑÑÔÛÎ ÌÑ ÌØÛ ÛÔÛÝÌÎ×Ý ÐËÓÐ ÌØßÌ ØßÜ ÌØÛ ÎÛÍÌÎ×ÝÌ×ÑÒ ÌØßÌ × ØßÜ ÌÑÔÜ ÌØÛÓ ÛßÎÔ×ÛÎ ÌÑ ÑÎÜÛÎ ßÒÜ ÎÛÐÔßÝÛò ÌÛÝØ É×ÔÔ ×ÒÍÌßÔÔ ÌØÛ ÝÑÎÎÛÝÌ ØÑÍÛ ßÒÜ

ÎÛÔÛßÍÛ ÌØÛ ÊÛØ×ÝÔÛò ØÛ É×ÔÔ ßÔÍÑ ÝÔÑÍÛ ÌØÛ ÍÌßÎ ÝßÍÛò ÎÛÐÔßÝÛ ÝÑÎÎÛÝÌ ØÑÍÛ ßÒÜ ÜÎÑÊÛ ïðð Ó×ÔÛÍò Ü×Ü ÒÑÌ ÜËÐÔ×ÝßÌÛ ÝÑÒÝÛÎÒ ßÙß×Òò ÎÛÌËÎÒÛÜ

ÊÛØ×ÝÔÛ ÌÑ ÝËÍÌÑÓÛÎò Ä®Ä²øÌëðéðÎÞ÷ ÝÑÎÎÛÝÌ ÐßÎÌÍ ßÎÛ ÞÛ×ÒÙ ÍÛÒÌ ÞßÝÕ ÌÑ ÜßÒßò ìóïîóïîò

Ý±®®»½¬·±²æ



Ð¿¹» ó ïç

ÏÒß ó Ï«¿´·¬§ Ò¿®®¿¬·ª» ß²¿´§¦»® Ü»¬¿·´ Î»°±®¬
Ê»¸·½´» Ð®±¾´»³ Ì®¿½µ·²¹ Î»°±®¬ýæ

Ê»¸·½´» ×²º±®³¿¬·±² Î»°¿·® ×²º±®³¿¬·±² Ü»¿´»® ×²º±®³¿¬·±²

Ê×Òæ ïÝìÎÖÛÝÙÈÝÝ Î»°±®¬ýæ Æ±²»ñÝ¼æ êíóìëðëê

Ó±¼»´ Ç»¿®æ îðïî Ñ°»² Ü¿¬»æ ðìñðèñîðïî Ò¿³»æ ØÛÔÚÓßÒ ÜÑÜÙÛ ÝØÎÇÍÔÛÎ ÖÛÛÐ

Ó¿µ»ñÓ±¼»´æ ÝØÎÇÍÔÛÎ Ó·´»¿¹»æ ïðíè ß¼¼®»­­æ ééîð ÕßÌÇ ÚÎÛÛÉßÇ

ÙÎßÒÜ ÝØÛÎÑÕÛÛ ÑÊÛÎÔßÒÜ ìÈî É¿®® Þ«·´¬ Ü¬æ ïîñðëñîðïï ØÑËÍÌÑÒô ÌÈ ééðîì

Í«°°´·»® ÎÐæ Ð¸±²»æ éïí ëííóêïðð

Û²¹·²»æ ÛÎÞóíòêÔ Êê îìÊ ÊÊÌ ÛÒÙ×ÒÛ øÍ»®

ýæêíîçïïðìîð÷

Ì®¿²­³·­­·±²æ ÜÙÖóëóÍÐÛÛÜ ßËÌÑ Éëßëèð ÌÎßÒÍÓ×ÍÍ×ÑÒ

øÍ»® ýæÖííìïêðíèï÷

Ð´¿²¬æ ÖÛÚÚÛÎÍÑÒ ÒÑÎÌØ ßÍÍÛÓÞÔÇ ÐÔßÒÌ

ÓÜØæ ïîðëïè

Ð¿®¬ ×²º±®³¿¬·±²

Ð¿®¬ Ò«³¾»® Ð¿®¬ Ü»­½®·°¬·±² Ï«¿²¬·¬§ Ý±­¬ñË²·¬ Ú¿·´ Ý¼ Î»¬² Ü¬

öö Ò± Ð¿®¬­ ×²º±®³¿¬·±² ßª¿·´¿¾´»

Ô¿¾±® ×²º±®³¿¬·±²

ÔÑÐ ÔÑÐ Ü»­½®·°¬·±² Ý±­¬ Ú¿·´ Ý¼

öö Ò± Ô¿¾±® ×²º±®³¿¬·±² ßª¿·´¿¾´»

Í»®ª·½» Ò¿®®¿¬·ª» ×²º±®³¿¬·±²

Ý«­¬±³»® Ý±³³»²¬æÐñÍ ÚÔË×Ü ÔÛßÕÛÜ ÑËÌô ØßÎÜ ÌÑ ÍÌÛÛÎ ÎÛ×ÒÍÌßÔÔ ÑÔÜ ØÑÍÛ ÉØÛÒ ÐÎÛÍÍËÎÛ ÌÛÍÌ ÍÇÍÌÛÓ ÍØÑÉÍ ïïð ÐÍ×ôÞÔÑÉ ØÑÍÛ ÍßÓÛÄ®Ä²Í×ÜÛôÎÛÐÔßÝÛ ÐñÍ ÝÑÑÔÛÎ ßÒÜ

×ÒÍÌßÔÔ ÒÛÉ ÝÔßÓÐôÎÛÌÛÍÌ ÐÎÛÍÍËÎÛ ÍØÑÉ ×ÜÔÛÄ®Ä²ïïð ÐÍ×ôÒÑÎÓßÔôÚÔÑÉ ÎßÌÛ ïòîë ÙÐÓôÌÛÍÌ ÊßÔÊÛ ÝÔÑÍÛÜ ïêëð ÐÍ×ôßÔÔ ÐÎÛÍÍËÎÛÍÄ®Ä²É×ÌØ×Ò ÍÐÝÛÍôßÌ ÌØ×Í

Ì×ÓÛ ÎÛÍËÓÛ ÒÑÎÓßÔ ÑÐÛÎßÌ×ÑÒôÌØßÒÕÍ Ì×Ó Þò ÐñÍ ÝÑÑÔÛÎ ÉßÍ ÎÛÐÔßÝÛÜ ÐÛÎ ÍÌßÎ ÌÛÝØ Ì×Ó Þò ßÒÜ ×ÒÍÌßÔÔÛÜ ÉÑÎÓ ÌÇÐÛ ÍÌÇÔÛ ÝÔßÓÐ ÑÒ ÐÑÉÛÎ ÍÌÛÛÎ×ÒÙ

ØÑÍÛò ÒÑÉ ÊÛØ×ÝÔÛ ÞßÝÕ É×ÌØ ÐñÍ ÚÔË×Ü ØÑÍÛ ÞÔÑÉ ÑËÌ ×Ò Ü×ÚÚÛÎÛÒÌ ÍÐÑÌô ÍßÓÛ ØÑÍÛ ÞËÌ ÌÑÉßÎÜÍ ÎßÝØ ßÒÜ Ð×Ò×ÑÒ Í×ÜÛô ×Ì ØßÍ ß ÝÎ×ÓÐ ÍÌÇÔÛ ÝÔßÓÐô

ßÝÝÑÎÜ×ÒÙ ÌÑ ÐÎÛÍÍËÎÛ ÎÛßÜ×ÒÙÍ ÔßÍÌ ÌßÕÛÒô ßÔÔ ÐÎÛÍÍËÎÛÍ ßÎÛ ÒÑÎÓßÔò ÎÛÐÔßÝÛ ÎßÝÕ ßÒÜ Ð×ÒÑÒôÛÔÛÝÌÎ×Ý ÐËÓÐôßÔÔ ØÑÍÛÍôÝÑÑÔÛÎ ßÒÜ

ÎÛÍÛÎÊÑ×ÎÄ®Ä²ÐÛÎ ÞÎ×Ù×ÌÌÛ É×ÝÕÍ ÛÒÙ×ÒÛÛÎ×ÒÙ ÙÎÑËÐòÌØßÒÕÍ ÚÑÎ ÇÑË ØÛÔÐ Î×ÝÕ

Í»®ª·½» ß½¬·±²æÝßÔÔÛÜ ÜÛßÔÛÎò ÝËÎÎÛÒÌÔÇ ÌØÛ ÝÑÑÔÛÎ ßÒÜ ØÑÍÛ ÉÛÎÛ ÎÛÐÔßÝÛÜ ßÒÜ ÍßÓÛ ÝÑÒÜ×Ì×ÑÒò ÑÛÓ ÝÔßÓÐÍ ßÎÛ ÍÐÎ×ÒÙ ÌÇÐÛò ßÜÊ×ÍÛÜ ÌÑ ÐÛÎÚÑÎÓ ß ÐÎÛÍÍËÎÛ ÌÛÍÌ



Ð¿¹» ó îð

ÑÒ ÌØÛ ÐñÍ ÍÇÍÌÛÓò ÍÛÛ ×Ú ÌØÛ ÐÎÛÍÍËÎÛ ×Í ÌÑÑ Ø×ÙØò ×Ú ÐÎÛÍÍËÎÛ ÌÑ Ø×ÙØ ÎÛÐÔßÝÛ ÐËÓÐò ×Ú ÐÎÛÍÍËÎÛ ßÌ ÍÐÛÝ ÎÛÐÔßÝÛ ÌØÛ ÝÑÑÔÛÎ ßÒÜ ×ÒÍÌßÔÔ ÍÝÎÛÉ ÌÇÐÛ

ÝÔßÓÐÍò Ì×ÓÞò ÌÛÝØ ÎÛÐÑÎÌÍæ ÎÛ×ÒÍÌßÔÔ ÑÔÜ ØÑÍÛ ÉØÛÒ ÐÎÛÍÍËÎÛ ÌÛÍÌ ÍÇÍÌÛÓ ÍØÑÉÍ ïïð ÐÍ×ôÞÔÑÉ ØÑÍÛ ÍßÓÛ Í×ÜÛôÎÛÐÔßÝÛ ÐñÍ ÝÑÑÔÛÎ ßÒÜ ×ÒÍÌßÔÔ ÒÛÉ

ÝÔßÓÐôÎÛÌÛÍÌ ÐÎÛÍÍËÎÛ ÍØÑÉ ×ÜÔÛ ïïð ÐÍ×ôÒÑÎÓßÔôÚÔÑÉ ÎßÌÛ ïòîë ÙÐÓôÌÛÍÌ ÊßÔÊÛ ÝÔÑÍÛÜ ïêëð ÐÍ×ôßÔÔ ÐÎÛÍÍËÎÛÍ É×ÌØ×Ò ÍÐÝÛÍôßÌ ÌØ×Í Ì×ÓÛ ÎÛÍËÓÛ ÒÑÎÓßÔ

ÑÐÛÎßÌ×ÑÒôÌØßÒÕÍ Ì×Ó Þò Ä®Ä²Ä®Ä²ÌØßÒÕÍ ÚÑÎ ÌØÛ ×ÒÚÑÎÓßÌ×ÑÒò ÝÔÑÍÛ ÝßÍÛ ÉØÛÒ ÊÛØ×ÝÔÛ ÊÛÎ×ÚÛÜ Ú×ÈÛÜò ÌØßÒÕÍòò Ì×ÓÞò ÎÛÐÔßÝÛ ÝÑÑÔÛÎ ßÒÜ ×ÒÍÌßÔÔ ÒÛÉ

ÝÔßÓÐôÉÑÎÓ ÝÔßÓÐ ÌÛÝØ ÎÛÐÑÎÌÍæ ÐñÍ ÝÑÑÔÛÎ ÉßÍ ÎÛÐÔßÝÛÜ ÐÛÎ ÍÌßÎ ÌÛÝØ Ì×Ó Þò ßÒÜ ×ÒÍÌßÔÔÛÜ ÉÑÎÓ ÌÇÐÛ ÍÌÇÔÛ ÝÔßÓÐ ÑÒ ÐÑÉÛÎ ÍÌÛÛÎ×ÒÙ ØÑÍÛò ÒÑÉ

ÊÛØ×ÝÔÛ ÞßÝÕ É×ÌØ ÐñÍ ÚÔË×Ü ØÑÍÛ ÞÔÑÉ ÑËÌ ×Ò Ü×ÚÚÛÎÛÒÌ ÍÐÑÌô ÍßÓÛ ØÑÍÛ ÞËÌ ÌÑÉßÎÜÍ ÎßÝÕ ßÒÜ Ð×Ò×ÑÒ Í×ÜÛô ×Ì ØßÍ ß ÝÎ×ÓÐ ÍÌÇÔÛ ÝÔßÓÐô ßÝÝÑÎÜ×ÒÙ ÌÑ

ÐÎÛÍÍËÎÛ ÎÛßÜ×ÒÙÍ ÔßÍÌ ÌßÕÛÒô ßÔÔ ÐÎÛÍÍËÎÛÍ ßÎÛ ÒÑÎÓßÔò Ä®Ä²Ä®Ä²ßÎÌËÎÑ ÌØ×Í ÌØÛ íÎÜ Ì×ÓÛ ÑÚ ØÑÍÛÍ ÞÔÑÉÒ ÑÚÚò ßÌ ÌØ×Í Ì×ÓÛ × ßÓ ÛÍÝßÔßÌ×ÒÙ ÌØÛ ÝßÍÛ

ÚÑÎ ÎÛÊ×ÛÉ ÇÑË É×ÔÔ ÞÛ ÝÑÒÌßÝÌÛÜò ÜÑ ÒÑÌ ÎÛÐÔßÝÛ ßÒÇ ÐßÎÌÍ ËÒÌ×Ô ÇÑË ßÎÛ ÝÑÒÌßÝÌÛÜò ÔÛßÊÛ ÊÛØ×ÝÔÛ ßÌ ÍØÑÐ ßÒÜ ×Ò ÊÑÎ ÍÌßÌÛ ËÒÌ×Ô ÝÑÒÌßÝÌÛÜò

ÌØßÒÕÍ Ì×ÓÞò ÍÛÒÌ ×ÒÚÑÎÓßÌ×ÑÒ ÑÊÛÎ ÌÑ ÛÒÙ×ÒÛÛÎ×ÒÙô øÜÑÒÒß÷ò É×ÔÔ ÝßÔÔ ÌØÛ ÌÛÝØ ÍØÑÎÌÔÇò ÛÒÙ×ÒÛÛÎ×ÒÙ ×Í ÙÑ×ÒÙ ÌÑ ÌØ×Í ÔÑÝßÌ×ÑÒ ÚÑÎ ÎÛÐß×Îò ÌØÛÇ ÚÛÛÔ

ÌØßÌ ß ÞÔÑÝÕßÙÛ ×Ò ÌØÛ ÎÛÍÌÎ×ÝÌÑÎ ÔÑÝßÌÛÜ ×Ò ÌØÛ ÞËÒÜÔÛ ØÑÍÛ ×Í ÓÑÍÌ Ô×ÕÛ ÌØÛ ÝßËÍÛò ßÓÛÒÜÓÛÒÌ ÌÑ ÔßÍÌ ËÐÜßÌÛò ÛÒÙ×ÒÛÛÎ×ÒÙ É×ÔÔ ÒÑÌ ÞÛ ÙÑ×ÒÙ ÌÑ

ÌØ×Í ÔÑÝßÌ×ÑÒò × É×ÔÔ ÝßÔÔ ÌØÛ ÌÛÝØ ßÍ ÍÑÑÒ ßÍ × ØÛßÎ ÞßÝÕ ÚÎÑÓ ÛÒÙ×ÒÛÛÎ×ÒÙò ÝßÔÔÛÜ ÚÑÎ ÌÛÝØò ØÛ ×Í ßÌ ÔËÒÝØ ßÒÜ ÌØÛÇ É×ÔÔ ØßÊÛ Ø×Ó ÝßÔÔ ÓÛò ÝßÔÔÛÜ

ßÙß×Ò É×ÌØ Ì×Ó ÑÒ í ÉßÇò ÌØÛÇ ÐËÌ ËÍ ×Ò ÊÑ×ÝÛ Óß×Ôò ÔÛÚÌ ÓÛÍÍßÙÛ ÌÑ ÝßÔÔ ÓÛò ÌÛÝØ ÝßÔÔÛÜ ÌØ×Í ÓÑÎÒ×ÒÙò × ßÍÕÛÜ Ø×Ó ÌÑ ÎÛÐÔßÝÛ ÌØÛ ÐÑÉÛÎ ÍÌÛÛÎ×ÒÙ ØÑÍÛ

ÌØßÌ ÙÑÛÍ ÚÎÑÓ ÌØÛ ÝÑÑÔÛÎ ÌÑ ÌØÛ ÎÛÍÛÎÊÑ×Îò ßÒÜ ÞÔÑÉ ß×Î ÌØÎÑËÙØ ÑÌØÛÎ ÝÑÓÐÑÒÛÒÌÍò ÌØÛÎÛ ×Í ß ÑÎ×Ú×ÝÛ ×Ò ÌØÛ ØÑÍÛ ÌØßÌ ×Í Ú×ÔÔ×ÒÙ É×ÌØ ÜÛÞÎ×Íò

ÞÎ×Ù×ÌÌÛ ÝßÔÔÛÜ ÓÛ ßÒÜ Íß×Ü ÌØßÌ ÍØÛ ÉÑËÔÜ ÞÛ ÌßÔÕ×ÒÙ ÌÑ ÌØÛ ÌÛÝØÒ×Ý×ßÒ ßÞÑËÌ ÌØÛ ÎÛÐß×Îò × ÙßÊÛ ØÛÎ ÌØÛ ÜÛßÔÛÎ ×ÒÚÑÎÓßÌ×ÑÒò ÛÒÙ×ÒÛÛÎ×ÒÙ ÉÑËÔÜ Ô×ÕÛ

ÌØÛ ÝÑÓÐÔÛÌÛ ÐÑÉÛÎ ÍÌÛÛÎ×ÒÙ ÍÇÍÌÛÓ ÍÛÒÌ ÞßÝÕ ÚÑÎ ×ÒÍÐÛÝÌ×ÑÒò × ÝßÔÔÛÜ ßÒÜ ÌßÔÕÛÜ É×ÌØ ÞÑÞ ËÌÍÔÛÎ ßÌ ÌØÛ ÜÛßÔÛÎò ÛÒÙ×ÒÛÛÎ×ÒÙ É×ÔÔ ÞÛ ÍÛÒÜ×ÒÙ ÌØÛ

ÝÑÑÔÛÎ ÌÑ ÌØÛ ÜÛßÔÛÎò ÞÑÞ ØßÍ ÎÛÝÛ×ÊÛÜ ÌØÛ ÝÑÑÔÛÎ ßÒÜØßÍ ÞÛÛÒ Éß×Ì×ÒÙ ÚÑÎ ÌØÛÍÌÛÛÎ×ÒÙ ÎßÝÕ ÌÑ ÝÑÓÛ ×Ò ÍÑ ÌØßÌ ØÛ ÝßÒ ÎÛÐÔßÝÛ ÌØÛ ÍÇÍÌÛÓò ØÛ É×ÔÔ

ÝßÔÔ ÓÛ ÉØÛÒ ×Ì ÝÑÓÛÍ ×Òò ÞÑÞ ÝßÔÔÛÜ ßÒÜ Íß×Ü ÌØßÌ ÌØÛÇ ÍÛÒÌ ÌØÛ ÐÑÉÛÎ ÍÌÛÛÎ×ÒÙ ÐßÎÌÍ ÞßÝÕ ÌÑ ÏÛÝò ÝßÔÔÛÜ ÌÛÝØ ÞßÝÕ ØÛ ×Í ÑÒ ß ÎÑßÜ ÌÛÍÌò ÍÛÎÊ×ÝÛ

ÓÙÎò øÌ×Ó÷ É×ÔÔ ØßÊÛ Ø×Ó ÝßÔÔ ÓÛò ÎÛÐÔßÝÛ ÝÑÓÐÔÛÌÛ ÐÑÉÛÎ ÍÌÛÛÎ×ÒÙ ÍÇÍÌÛÓ

Ý±®®»½¬·±²æ



Ð¿¹» ó îï

ÏÒß ó Ï«¿´·¬§ Ò¿®®¿¬·ª» ß²¿´§¦»® Ü»¬¿·´ Î»°±®¬
Ê»¸·½´» Ð®±¾´»³ Ì®¿½µ·²¹ Î»°±®¬ýæ

Ê»¸·½´» ×²º±®³¿¬·±² Î»°¿·® ×²º±®³¿¬·±² Ü»¿´»® ×²º±®³¿¬·±²

Ê×Òæ ïÝìÎÖÛÝÙÈÝÝ Î»°±®¬ýæ Æ±²»ñÝ¼æ êíóêðîðï

Ó±¼»´ Ç»¿®æ îðïî Ñ°»² Ü¿¬»æ ïîñíðñîðïï Ò¿³»æ ÍÐÎ×ÒÙ ÝØÎÇÍÔÛÎ ÖÛÛÐ ÜÑÜÙÛô ×Ò

Ó¿µ»ñÓ±¼»´æ ÝØÎÇÍÔÛÎ Ó·´»¿¹»æ éêé ß¼¼®»­­æ îïðîé × Ø ìë

ÙÎßÒÜ ÝØÛÎÑÕÛÛ ÑÊÛÎÔßÒÜ ìÈî É¿®® Þ«·´¬ Ü¬æ ïðñïðñîðïï ÍÐÎ×ÒÙô ÌÈ ééíèèëêðê

Í«°°´·»® ÎÐæ Ð¸±²»æ îèï êëïóíêðð

Û²¹·²»æ ÛÎÞóíòêÔ Êê îìÊ ÊÊÌ ÛÒÙ×ÒÛ øÍ»®

ýæïîéèïïïíìê÷

Ì®¿²­³·­­·±²æ ÜÙÖóëóÍÐÛÛÜ ßËÌÑ Éëßëèð ÌÎßÒÍÓ×ÍÍ×ÑÒ

øÍ»® ýæÖîéêïêððçì÷

Ð´¿²¬æ ÖÛÚÚÛÎÍÑÒ ÒÑÎÌØ ßÍÍÛÓÞÔÇ ÐÔßÒÌ

ÓÜØæ ïðïððê

Ð¿®¬ ×²º±®³¿¬·±²

Ð¿®¬ Ò«³¾»® Ð¿®¬ Ü»­½®·°¬·±² Ï«¿²¬·¬§ Ý±­¬ñË²·¬ Ú¿·´ Ý¼ Î»¬² Ü¬

öö Ò± Ð¿®¬­ ×²º±®³¿¬·±² ßª¿·´¿¾´»

Ô¿¾±® ×²º±®³¿¬·±²

ÔÑÐ ÔÑÐ Ü»­½®·°¬·±² Ý±­¬ Ú¿·´ Ý¼

öö Ò± Ô¿¾±® ×²º±®³¿¬·±² ßª¿·´¿¾´»

Í»®ª·½» Ò¿®®¿¬·ª» ×²º±®³¿¬·±²

Ý«­¬±³»® Ý±³³»²¬æÝËÍÌÑÓÛÎ ÍÌßÌÛÍ ÐÑÉÛÎ ÍÌÛÛÎ×ÒÙ ÔÛßÕ×ÒÙ ÌÑÉßÎÍ ÚÎÑÒÌ ÑÚ ÊÛØ×ÝÔÛò ÒÑ Õ×ÒÕÛÜ Ô×ÒÛÍ ßÒÜ ØÑÉ ÝßÒ × ÝØÛÝÕ ÐÎÛÍÍËÎÛÍò

Í»®ª·½» ß½¬·±²æÝËÍÌÑÓÛÎ ÍÌßÌÛÍ ÐÑÉÛÎ ÍÌÛÛÎ×ÒÙ ÔÛßÕ×ÒÙ ÌÑÉßÎÍ ÚÎÑÒÌ ÑÚ ÊÛØ×ÝÔÛò ÜËÐÔ×ÝßÌÛÜ æ ÇÛÍ ó ØÑÍÛ ÝßÓÛ ÑÚÚ ÑÚ ÐÑÉÛÎ ÍÌÛÛÎ×ÒÙ ÝÑÑÔÛÎò ÎÛÐß×ÎÍ ßÒÜ ÌÛÍÌÍ

ÐÛÎÚÑÎÓÛÜ æ ÎÛ ×ÒÍÌßÔÔ ØÑÍÛ ÞßÝÕ ÑÒ ÐÑÉÛÎ ÍÌÛÛÎ×ÒÙ ÝÑÑÔÛÎòßÜÜÛÜ ÎÛÝÑÓÓÛÒÜÛÜ ÚÔË×ÜòÍÇÍÌÛÓ ÎßÒ ÚÑÎ ßÞÑËÌ ïð ÍÛÝÑÒÜÍ ßÒÜ ÞÔÛÉ ØÑÍÛ ÞßÝÕ ÑÚÚ

ÚÎÑÓ ÌØÛ ÍßÓÛ ÍÐÑÌ É×ÌØ ÝÔßÓÐ ÑÒ ×Ìò×Ì ×Í ßÒ ÛÔÛÝÌÎ×Ý ÐÑÉÛÎ ÍÌÛÛÎ×ÒÙ ÍÇÍÌÛÓ ËÒ×Ìò ÌÍÞ ßÐÐÔ×ÛÜ æ ÒÑÒÛ ÜÌÝÍ æ ÒÑÒÛ ÌÛÝØÝÑÒÒÛÝÌ ÍÛßÎÝØ æ ÛÔÛÝÌÎ×Ý

ÐÑÉÛÎ ÍÌÛÛÎ×ÒÙòóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóÖß×ÓÛô ÝØÛÝÕ ÇÑËÎ ÎÛÌËÎÒ Ô×ÒÛ ÚÑÎ ßÒÇ Í×ÙÒÍ ÑÚ ÜßÓßÙÛò ×Ú ×Ì ×Í Õ×ÒÕÛÜ ÌÑ Ð×ÒÝØÛÜ

ÑÚÚô ×Ì ÝÑËÔÜ ÝßËÍÛ ßÒ ÛÈÝÛÍÍ×ÊÛ ÐÎÛÍÍËÎÛ Í×ÌËßÌ×ÑÒ ÉØ×ÝØ ÝÑËÔÜ ÝßËÍÛ ÌØ×Í Ô×ÒÛ ÌÑ ÞÔÑÉ ÑÚÚò ÝØÛÝÕ ÇÑËÎ ÐÎÛÍÍËÎÛ ßÒÜ ÚÔÑÉ ÎßÌÛÍ ÌÑ ÍÛÛ ÉØÛÎÛ

ÌØÛÇ ßÎÛ ßÌò ÌØßÒÕÍô ÞÎßÜ Ôò ÌÛÝØ ÍÌßÌÛÍæ ÒÑ Õ×ÒÕÛÜ Ô×ÒÛÍ ßÒÜ ØÑÉ ÝßÒ × ÝØÛÝÕ ÐÎÛÍÍËÎÛÍòóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóóÖß×ÓÛô ÇÑË É×ÔÔ ÒÛÛÜ



Ð¿¹» ó îî

ÐÑÉÛÎ ÍÌÛÛÎ×ÒÙ Õ×Ì êèïë ô ØÑÍÛ êçðë ÚÎÑÓ ÐÑÉÛÎ ÍÌÛÛÎ×ÒÙ ßÒßÔÇÆÛÎ ßÜßÐÌÛÎ Õ×Ì êèçíß ô ØÑÍÛ êçëç ô ßÒÜ ÐÑÉÛÎ ÍÌÛÛÎ×ÒÙ ßÒßÔÇÆÛÎ ßÜßÐÌÛÎ ïðîëð ÚÑÎ

ÌÛÍÌ×ÒÙò ×Ú ÇÑË ÉßÒÌ ÌÑ ÎÛÚÛÎ ÌÑ ÌØÛ ÐÎÑÝÛÜËÎÛ ×Ì ×Í ËÒÜÛÎ ïç ó ÍÌÛÛÎ×ÒÙñÜ×ßÙÒÑÍ×Í ßÒÜ ÌÛÍÌ×ÒÙñÐÑÉÛÎ ÍÌÛÛÎ×ÒÙ ÚÔÑÉ ßÒÜ ÐÎÛÍÍËÎÛ ó ÛÔÛÝÌÎÑó

ØÇÜÎßËÔ×Ý ÐÑÉÛÎ ÍÌÛÛÎ×ÒÙ øÛØÐÍ÷ò ÔÛÌ ÓÛ ÕÒÑÉ ÉØßÌ ÇÑË Ú×ÒÜò ÌØßÒÕÍô ÞÎßÜ Ôò ÐËÓÐ

Ý±®®»½¬·±²æ



Ð¿¹» ó îí

ÏÒß ó Ï«¿´·¬§ Ò¿®®¿¬·ª» ß²¿´§¦»® Ü»¬¿·´ Î»°±®¬
Ê»¸·½´» Ð®±¾´»³ Ì®¿½µ·²¹ Î»°±®¬ýæ

Ê»¸·½´» ×²º±®³¿¬·±² Î»°¿·® ×²º±®³¿¬·±² Ü»¿´»® ×²º±®³¿¬·±²

Ê×Òæ ïÝìÎÖÚÝÙëÝÝ Î»°±®¬ýæ Æ±²»ñÝ¼æ ëïóììççï

Ó±¼»´ Ç»¿®æ îðïî Ñ°»² Ü¿¬»æ ïîñðêñîðïï Ò¿³»æ ÜÑÒ Ó×ÔÔÛÎ ÜÑÜÙÛ ÝØÎÇÍÔÛÎ ÖÛÛÐ

Ó¿µ»ñÓ±¼»´æ ÝØÎÇÍÔÛÎ Ó·´»¿¹»æ ë ß¼¼®»­­æ ëèðî ÑÜßÒß ÎÜ

ÙÎßÒÜ ÝØÛÎÑÕÛÛ ÑÊÛÎÔßÒÜ ìÈì É¿®® Þ«·´¬ Ü¬æ ðçñïìñîðïï ÓßÜ×ÍÑÒô É× ëíéïçïîïî

Í«°°´·»® ÎÐæ Ð¸±²»æ êðè ììîóíîðî

Û²¹·²»æ ÛÎÞóíòêÔ Êê îìÊ ÊÊÌ ÛÒÙ×ÒÛ øÍ»®

ýæêîëðïïðîìê÷
êðè îéðóëððð

Ì®¿²­³·­­·±²æ ÜÙÖóëóÍÐÛÛÜ ßËÌÑ Éëßëèð ÌÎßÒÍÓ×ÍÍ×ÑÒ

øÍ»® ýæÖîëîïêðèèí÷

Ð´¿²¬æ ÖÛÚÚÛÎÍÑÒ ÒÑÎÌØ ßÍÍÛÓÞÔÇ ÐÔßÒÌ

ÓÜØæ ðçïìïê

Ð¿®¬ ×²º±®³¿¬·±²

Ð¿®¬ Ò«³¾»® Ð¿®¬ Ü»­½®·°¬·±² Ï«¿²¬·¬§ Ý±­¬ñË²·¬ Ú¿·´ Ý¼ Î»¬² Ü¬

öö Ò± Ð¿®¬­ ×²º±®³¿¬·±² ßª¿·´¿¾´»

Ô¿¾±® ×²º±®³¿¬·±²

ÔÑÐ ÔÑÐ Ü»­½®·°¬·±² Ý±­¬ Ú¿·´ Ý¼

öö Ò± Ô¿¾±® ×²º±®³¿¬·±² ßª¿·´¿¾´»

Í»®ª·½» Ò¿®®¿¬·ª» ×²º±®³¿¬·±²

Ý«­¬±³»® Ý±³³»²¬æÑÒ ÍÌßÎÌ ËÐ ×ÒÔÛÌ Í×ÜÛ ÑÚ ÐÑÉÛÎ ÍÌÛÛÎ×ÒÙ ÝÑÑÔÛÎ ØÑÍÛ ÞÔÑÉÍ ÑÚÚò ÒÑ ÎÛÍÐÑÒÍÛ ÚÎÑÓ ÍÌßÎ ÒÛÛÜ ×ÒÚÑ ßÍßÐ

Í»®ª·½» ß½¬·±²æÑÒ ÍÌßÎÌ ËÐ ×ÒÔÛÌ Í×ÜÛ ÑÚ ÐÑÉÛÎ ÍÌÛÛÎ×ÒÙ ÝÑÑÔÛÎ ØÑÍÛ ÞÔÑÉÍ ÑÚÚò ÒÑ ÎÛÍÐÑÒÍÛ ÚÎÑÓ ÍÌßÎ ÒÛÛÜ ×ÒÚÑ ßÍßÐ ÜËÐÔ×ÝßÌÛÜ æ ÇÛÍ ó ÍÌßÎÌ ÝßÎ ÎÛÐß×ÎÍ ßÒÜ

ÌÛÍÌÍ ÐÛÎÚÑÎÓÛÜ æ ÐËÌ ØÑÍÛ ÞßÝÕ ÑÒ ßÒÜ ÌÑÐ ÑÚÚ ÚÔË×Üò ÌÛÝØÝÑÒÒÛÝÌ ÍÛßÎÝØ æ ÐÑÉÛÎ ÍÌÛÛÎ×ÒÙ ÝÑÑÔÛÎ ØÑÍÛ ÞÔÑÉÍ ÑÚÚò óóóó ßÜÊ×ÍÛÜ ÌÛÝØ ÌÑ Ü×ÍÝÑÒÒÛÝÌ

ÌØÛ Ô×ÒÛÍ ßÒÜ ÞÔÑÉ ß×Î ÌØÎÑËÙØ ÌØÛ ÝÑÑÔÛÎ ßÒÜ Ô×ÒÛÍ ÌÑ ÜÛÌÛÎÓ×ÒÛ ÍÑËÎÝÛ ÑÚ ÎÛÍÌÎ×ÝÌ×ÑÒó ÖÛÎÎÇ Õò Ìß ×ÒÍÐÛÝÌÛÜ ÌØ×Í ÊÛØ×ÝÔÛ ×Ò ïðñîðñîðïïò ÝØÛÝÕÛÜ

Ô×ÒÛÍ ÌÑ ÝÑÑÔÛÎ ÚÑÎ ßÒÇ ÎÛÍÌÎ×ÝÌ×ÑÒÍô ÒÑÒÛ ÚÑËÒÜò ÎÛÐÔßÝÛÜ ÐñÍ ÐËÓÐ ÚÎÑÓ ß ÕÒÑÉÒ ÙÑÑÜ ÊÛØ×ÝÔÛ ßÒÜ Ô×ÒÛ ÍÌ×ÔÔ ÞÔÑÉÍ ÑÚÚò ÝØÛÝÕÛÜ ÐÎÛÍÍËÎÛ ßÌ

ÝÑÑÔÛÎô ÌÛÛÜ ×ÒÌÑ Ô×ÒÛ ÚÎÑÓ ÎßÝÕ ÌÑ ÝÑÑÔÛÎ ßÒÜ ÚÑËÒÜ ÉÛÔÔ ÑÊÛÎ ïðð ÐÍ× ÙÑ×ÒÙ ÌÑ ÝÑÑÔÛÎò øÐÛÙÙÛÜ ß ïðð ÐÍ× ÙßËÙÛ ×ÓÓÛÜ×ßÌÛÔÇ÷ò ÎÛÝÑÓÓÛÒÜ ÎÛÐÔßÝ×ÒÙ

ÎßÝÕ ú Ð×Ò×ÑÒò Ìß ØßÍ ÊÛÎ×Ú×ÛÜ ÌØ×Íô ×ÒÍÌßÔÔÛÜ ß ÙßËÙÛ ×ÒÌÑ ÌØÛ ÝÑÑÔÛÎ Ô×ÒÛÍ ßÒÜ ÞÇÐßÍÍÛÜ ÌØÛ ÝÑÑÔÛÎò ÐÎÛÍÍËÎÛ ÖËÓÐÍ ÌÑ ÉÛÔÔ ÑÊÛÎ ïðð ÐÍ× øÐÛÙÙÛÜ



Ð¿¹» ó îì

ÌØÛ ÙßËÙÛ × ØßÜ ×ÒÍÌßÒÌÔÇ÷ò ØßÊÛ ÎÛÐÔßÝÛÜ ÐËÓÐ ßÒÜ ÙÛßÎ ßÒÜ ×Ì ÍÌ×ÔÔ ÜÑÛÍ ×Ì ÝßÔÔÛÜ ßÒÜ ÌßÔÕÛÜ É×ÌØ ÓßÌÌô × ÍËÍÐÛÝÌ ÌØÛ ÎÛÌËÎÒ Ô×ÒÛ ×Í ÎÛÍÌÎ×ÝÌÛÜò ×Ì

ØßÍ ßÔÎÛßÜÇ ÞÛÛÒ ÍËÐÛÎÍÛÜÛÜò ÓßÌÌ É×ÔÔ ÝØÛÝÕ ÌØÛ Ô×ÒÛÍ ÝÔÑÍÛÎ ßÒÜ ÝßÔÔ ÓÛò ÓßÌÌ ÚÑËÒÜ ÌØÛ ÎÛÌËÎÒ Ô×ÒÛ ÎÛÍÌÎ×ÝÌÛÜ É×ÌØ ß Ð×ÛÝÛ ÑÚ ÐÔßÍÌ×Ýò ÍÛÛ

ßÌÌßÝØÛÜ Ð×ÝÌËÎÛÍò ÎÛÐß×ÎÛÜ ÎÛÍÌÎ×ÝÌ×ÑÒ ßÒÜ ÊÛØ×ÝÔÛ ×Í ÒÑÉ ÑÐÛÎßÌ×ÒÙ ßÍ ÜÛÍ×ÙÒÛÜò ÎÛÐÔßÝ×ÒÙ ÎÛÌËÎÒ ØÑÍÛ ÞÛÌÉÛÛÒ ÝÑÑÔÛÎ ßÒÜ ÐËÓÐ

Ý±®®»½¬·±²æ



Ð¿¹» ó îë

ÏÒß ó Ï«¿´·¬§ Ò¿®®¿¬·ª» ß²¿´§¦»® Ü»¬¿·´ Î»°±®¬
Ê»¸·½´» Ð®±¾´»³ Ì®¿½µ·²¹ Î»°±®¬ýæ

Ê»¸·½´» ×²º±®³¿¬·±² Î»°¿·® ×²º±®³¿¬·±² Ü»¿´»® ×²º±®³¿¬·±²

Ê×Òæ ïÝìÎÖÚßÙçÝÝ Î»°±®¬ýæ Æ±²»ñÝ¼æ íîóîíðëè

Ó±¼»´ Ç»¿®æ îðïî Ñ°»² Ü¿¬»æ ïîñðêñîðïï Ò¿³»æ Ó×ÔÚÑÎÜ ÝØÎÇÍÔÛÎ ÖÛÛÐ ÜÑÜÙÛ Îß

Ó¿µ»ñÓ±¼»´æ ÝØÎÇÍÔÛÎ Ó·´»¿¹»æ í ß¼¼®»­­æ ïìéð ÞÑÍÌÑÒ ÐÑÍÌ ÎÜ

ÙÎßÒÜ ÝØÛÎÑÕÛÛ ÔßÎÛÜÑ ìÈì É¿®® Þ«·´¬ Ü¬æ ïðñîêñîðïï Ó×ÔÚÑÎÜô ÝÌ ðêìêðîééí

Í«°°´·»® ÎÐæ Ð¸±²»æ îðí èéèóîìéï

Û²¹·²»æ ÛÎÞóíòêÔ Êê îìÊ ÊÊÌ ÛÒÙ×ÒÛ øÍ»®

ýæêîçíïïïìèê÷

Ì®¿²­³·­­·±²æ ÜÙÖóëóÍÐÛÛÜ ßËÌÑ Éëßëèð ÌÎßÒÍÓ×ÍÍ×ÑÒ

øÍ»® ýæÖîçïïêðììð÷

Ð´¿²¬æ ÖÛÚÚÛÎÍÑÒ ÒÑÎÌØ ßÍÍÛÓÞÔÇ ÐÔßÒÌ

ÓÜØæ ïðîêïç

Ð¿®¬ ×²º±®³¿¬·±²

Ð¿®¬ Ò«³¾»® Ð¿®¬ Ü»­½®·°¬·±² Ï«¿²¬·¬§ Ý±­¬ñË²·¬ Ú¿·´ Ý¼ Î»¬² Ü¬

öö Ò± Ð¿®¬­ ×²º±®³¿¬·±² ßª¿·´¿¾´»

Ô¿¾±® ×²º±®³¿¬·±²

ÔÑÐ ÔÑÐ Ü»­½®·°¬·±² Ý±­¬ Ú¿·´ Ý¼

öö Ò± Ô¿¾±® ×²º±®³¿¬·±² ßª¿·´¿¾´»

Í»®ª·½» Ò¿®®¿¬·ª» ×²º±®³¿¬·±²

Ý«­¬±³»® Ý±³³»²¬æÒÑ ÐÑÉÛÎ ÍÌÛÛÎ×ÒÙô Ô×ÒÛ ÕÛÛÐÍ ÐÑÐÐ×ÒÙ ÑÚÚ Ô×ÒÛ ÑÒ ÞÑÌÌÑÓ ÑÚ ÝÑÑÔÛÎ ÍÛÛÓÛÜ ÌÑ ÝÑÓÛ ÑÚÚ ÞÇ ÐËÔÔ×ÒÙ Ú×ÎÓÔÇô ÎÛÓÑÊÛÜ ÚßÝÌÑÎÇ ÝÔßÓÐ ßÒÜ ×ÒÍÌßÔÔÛÜ

ÌÉÑ ÉÑÎÓ ÌÇÐÛ ÝÔßÓÐÍò Ú×ÔÔÛÜ ÍÇÍÌÛÓ ßÒÜ ÍÌßÎÌÛÜô ÌØÛÒ ÑÌØÛÎ Ô×ÒÛ ÞÔÛÉ ÑÚÚ ÑÚ ÝÑÑÔÛÎò ÝÑËÔÜ ÌØÛ ÐËÓÐ ÞÛ ÚßËÔÌÇ ×ÒÌÛÎÒßÔÔÇ ßÒÜ ÐËÓÐ×ÒÙ ÚÔË×Ü ÌØÛ

ÉÎÑÒÙ ÉßÇ øÔÑÉ ÐÎÛÍÍËÎÛ Í×ÜÛò÷

Í»®ª·½» ß½¬·±²æÜÛßÔÛÎ ÝßÔÔÛÜò ÔÑÍÌ ÐñÍ ÑÒ ÌÛÍÌ ÜÎ×ÊÛ ×Ò ÐÎÛÐ ÑÚ ÊÛØ×ÝÔÛò ØÑÍÛ ×Í ÐÑÐÐ×ÒÙ ÑÚÚ ÝÑÑÔÛÎò ßÜÊ×ÍÛÜ ÌÑ ÙÛÌ Ô×ÕÛ ÊÛØ×ÝÔÛ ßÒÜ ÝÑÓÐßÎÛ ÌØÛ ÐñÍ Ô×ÒÛÍ ÌÑ ÝÑÑÔÛÎ

ßÒÜ ÐËÓÐ ÌÑ ÞÛ ×ÒÍÌßÔÔÛÜ ÝÑÎÎÛÝÌÔÇò ÌØÛÒ ÎÛÐÔßÝÛ ØÑÍÛ ßÒÜñÑÎ ÝÑÑÔÛÎ ÌÑ ÎÛÐß×Î ÝÑÎÎÛÝÌÔÇò Ì×ÓÞò ÝßÔÔÛÜ ÜÛßÔÛÎ ßÒÜ ÎÛÚÛÎÛÒÝÛÜ ÝßÍÛ ïïééçèèðò Ô×ÕÛ

ÊÛØ×ÝÔÛ ÌØßÌ ØßÜ ÎÛÍÌÎ×ÝÝÌ×ÑÒ ×Ò ÎÛÌËÎÒ Ô×ÒÛò ÌØÛÎÛ ßÎÛ Ð×ÝÌËÎÛÍ ×Ò ÝßÍÛò ÐÔßÍÌ×Ý ÉßÍ ÝßËÍ×ÒÙ ÎÛÍÌÎ×ÝÌ×ÑÒò ßÜÊ×ÍÛÜ ÌØÛ ÌÛÝØ ÌÑ ÎÛÓÑÊÛ ÌØÛ ÎÛÌËÎÒ

Ô×ÒÛ ÚÎÑÓ ÝÑÑÔÛÎ ÌÑ ÌØÛ ÐËÓÐ ßÒÜ ×ÒÍÐÛÝÌ ÚÑÎ ÎÛÍÌÎ×ÝÌ×ÑÒ ×Ò ØÑÍÛò É×ÔÔ ØßÊÛ ÌÑ ÍÛÐÛÎßÌÛ ØÑÍÛ ßÌ ßÊß×ÔßÞÔÛ Ú×ÌÌ×ÒÙÍ ÌÑ ÝØÛÝÕò Ü×ÍÝËÍÍÛÜ ×Ú ÌØÛÎÛ ×Í



Ð¿¹» ó îê

ÐÔßÍÌ×Ý ÚÑËÒÜ ×Ì ×Í ÐÎÑÞßÞÔÛ ÌØßÌ ÌØÛ ÛÒÌ×ÎÛ ÍÇÍÌÛÓ É×ÔÔ ØßÊÛ ÌÑ ÞÛ ÎÛÐÔßÝÛÜò ÌÛÝØ ÌÑ ÎÛÐÑÎÌ Ú×ÒÜ×ÒÙÍ Ú×ÎÍÌò Ì×ÓÞò ÌÛÝØ ØßÜ ß Ð×ÛÝÛ ÑÚ ÎËÞÞÛÎ ×Ò ß

ØÑÍÛ ßÚÌÛÎ ØÛ ÎÛÓÑÊÛÜ ÌØÛ ØÑÍÛò ×Ì ÉßÍ ß ÐÔßÍÌ×Ý Ð×ÛÝÛ ßÒÜ ßÜÊ×ÍÛÜ ÌÑ ÍßÊÛ Ð×ÛÝÛò ßÔÍÑ ÌÑ ÎÛÐÔßÝÛ ßÔÔ ÐÑÉÛÎ ÍÌÛÛÎ×ÒÙ ÐßÎÌÍò ÐËÓÐ ÙÛßÎ ßÒÜ ßÔÔ

ØÑÍÛÍ ßÒÜ ÝÑÑÔÛÎò ÎÛÐÔßÝÛ ÚÔË×Ü É×ÌØ ÝÑÎÎÛÝÌ ÚÔË×Ü ßÍ ÌØÛ ÛÔÛÝÌÎÑóØÇÜÎßËÔ×Ý ÐÑÉÛÎ ÍÌÛÛÎ×ÒÙ ØßÍ Ü×ÚÚÛÎÛÒÌ ÌØßÒ ÓÛÝØßÒ×ÝßÔò Ì×ÓÞò ÎÛÓÑÊÛÜ

ÎÛÍÌÎ×ÝÌ×ÑÒô ÞÔÛÉ ÑËÌ ßÔÔ Ô×ÒÛÍò

Ý±®®»½¬·±²æ



Ú·»´¼ Û²¹·²»»® ß²¿´§­·­ Î»°±®¬

×­­«» Ò«³¾»®æ ×³¿¹»­æ ï
Þ«­·²»­­ Ù®±«°æ Ï«¿´·¬§ Ú·»´¼ Û²¹·²»»®
Ô±½¿¬·±²æ Ü¿´´¿­
×­­«» Ì§°»æ Ò±²óÐ±©»®¬®¿·²
Ý¿¬»¹±®§æ Î»´·¿¾·´·¬§
Î»°±®¬»¼ Þ§æ Î·½¸¿®¼ Ý¿®´­±²
Ð¸±²»æ õï îïì íïç ïîêí
Ý®»¿¬»¼ Ñ²æ ïïñðïñîðïï

Ð¿®¬
Ú¿³ Ê×Ò Ó·´»¿¹» ÓÜØ Ü»¿´»® Û²¹ Ì®¿² Î»¬²

ÉÕ ÝÝ ïìëì ðèïéðè ìëïðð ÛÎÞ
êîîð
ïïïð
îç

ÜÙÖ
Öïéì
ïêðî
êê

ÝÑÒÝÛÎÒ ýï
Ý«­¬±³»® Ý±²½»®²æ

Ì¸» ½«­¬±³»® ­¬¿¬»¼ ¬¸¿¬ º´«·¼ ·­ ´»¿µ·²¹ º®±³ ¬¸» º®±²¬ ±º ¬¸» ª»¸·½´»

Î±±¬ Ý¿«­»æ

Ñ²» ±º ¬¸» ­²¿° ¬±¹»¬¸»® °±©»® ­¬»»®·²¹ ´·²»­ ©¿­ ²±¬ ­²¿°°»¼ ¬±¹»¬¸»®ò

ÐñÒæ Òñß
ÔÑÐæ ïç
Ý±­¬ ±º ®»°¿·®æ üèçòðð
Õ»§©±®¼­æ Ð´¿²¬Ð®±½»­­

Î»°±®¬ ïë ±º ïêæ Ð¿¹» ó îé



Ú·»´¼ Û²¹·²»»® ß²¿´§­·­ Î»°±®¬

×­­«» Ò«³¾»®æ ×³¿¹»­æ ï
Þ«­·²»­­ Ù®±«°æ Ï«¿´·¬§ Ú·»´¼ Û²¹·²»»®
Ô±½¿¬·±²æ Ü¿´´¿­
×­­«» Ì§°»æ Ò±²óÐ±©»®¬®¿·²
Ý¿¬»¹±®§æ Î»´·¿¾·´·¬§
Î»°±®¬»¼ Þ§æ Î·½¸¿®¼ Ý¿®´­±²
Ð¸±²»æ õï îïì íïç ïîêí
Ý®»¿¬»¼ Ñ²æ ïïñðïñîðïï

Ð¿®¬
Ú¿³ Ê×Ò Ó·´»¿¹» ÓÜØ Ü»¿´»® Û²¹ Ì®¿² Î»¬²

ÉÕ ÝÝ ïìëì ðèïéðè ìëïðð ÛÎÞ
êîîð
ïïïð
îç

ÜÙÖ
Öïéì
ïêðî
êê

ÝÍß ¿«¼·¬ ´»ª»´æ Ôóïð

Î»°¿·® ß½¬·±²æ

Ì¸» °±©»® ­¬»»®·²¹ ´·²» ©¿­ ­²¿°°»¼ ¬±¹»¬¸»® ¿²¼ ¬¸» »²¹·²» ½±³°¿®¬³»²¬ ©¿­ ½´»¿²»¼ò

Ü»¬¿·´­æ Ì¸» ½«­¬±³»® ­¬¿¬»¼ ¬¸¿¬ ¬¸»®» ·­ º´«·¼ ·­ ´»¿µ·²¹ º®±³ ¬¸» º®±²¬ ±º ¬¸» ª»¸·½´»ò Ì¸» ¬»½¸²·½·¿² ª»®·º·»¼ ¬¸»
·­­«» ¿²¼ º±«²¼ °±©»® ­¬»»®·²¹ º´«·¼ ¿´´ ±ª»® ¬¸» º®±²¬ ±º ¬¸» »²¹·²» ¿²¼ ±² ¬¸» ´±©»® »²¹·²» ½±³°¿®¬³»²¬ ­¸·»´¼ò Ø»
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Customer Assistance Inquiry Record (CAIR)#  

VIN 1C4RJEAG5 CC Open Date 09/23/2011
Built
Date

08/27/2011

Model Year 2012 Body
JEEP GRAND CHEROKEE LAREDO 4X2 SPORT
UTILITY

In Service Dt 08/27/2011 Mileage 301
Dealer
Zone

66 ORLANDO

Plant C
JEFFERSON NORTH ASSEMBLY
PLANT

Market U US

Color PW1 STONE WHITE CLEAR COAT 

Engine ERB 3.6L V6 VVT ENGINE 

Transmission DBA  

 

Dealer 26709 TALLAHASSEE DODGE CHRYSLER JEEP 

Dealer
Address

3987 W TENNESSEE ST

Dealer City TALLAHASSEE
Dealer
State

FL Dealer Zip 32304

 

Owner
Contact
Type

ROADSIDE

Address N/A
Home
Phone

  

  TALLAHASSEE FL null Country
UNITED
STATES

Corporate - Roadside Services - Warranty - Towing - Default  

Roadside Assistance Contacted - DATE : 2011-09-23
Road Side File Created 09-23-11 FOR WARRANTY
VEHICLE PROBLEM AT: VEHICLE TAKEN TO:
3404 MAHAN DRIVE 3987 W TENNESSEE ST
US HIGHWAY 90
TALLAHASSEE TALLAHASSEE
FL USA FL
POWER STEERING FLUID LEAK - ENTERPRISE LOT,COVERED
DEALER CODE : 26709 TALLAHASSEE DODGE CHRYSLER JEEP



 
Customer Assistance Inquiry Record (CAIR)#  

VIN 1C4RJFCG5 CC Open Date 10/27/2011
Built
Date

08/31/2011

Model Year 2012 Body
JEEP GRAND CHEROKEE OVERLAND 4X4 SPORT
UTILITY

In Service Dt 10/01/2011 Mileage 664 Dealer Zone 35 WASHINGTON

Plant C
JEFFERSON NORTH ASSEMBLY
PLANT

Market U US

Color PXR BRILLIANT BLACK CRYSTAL PEARL COAT 

Engine ERB 3.6L V6 VVT ENGINE 

Transmission DBA  

 

Owner
Contact
Type

ROADSIDE

Address
Home
Phone

 

  SILVER SPRING MD Country
UNITED
STATES

Corporate - Outbound - Proactive Customer Alert - Roadside - Default  
Corporate - Roadside Services - Warranty - Vehicle Inoperable - Default  
Product - Steering - Tubes and Hoses - Leaks - Default  

Roadside Assistance Contacted - DATE : 2011-10-27
Road Side File Created 10-27-11 FOR WARRANTY
VEHICLE PROBLEM AT: VEHICLE TAKEN TO:
12505 PARK POTOMAC AVENUE 84 BUREAU DR
CADBURY AVENUE
POTOMAC GAITHERSBURG
MD USA MD
STEERING WHEEL IS LOCKED UP & SOMETHING WAS BURNIN
DEALER CODE : 60433 CRISWELL CHRYSLER JEEP DODGE
* * * * * CASE MANAGER TEAM - District Z * * * * * *
Who did you speak with at the dealer and what is their dealer code?
Dealer Code: 60433 Requested to speak to Lester Able, service manager
Is the vehicle at the dealer now? Yes
When did it arrive at the dealer? 10/27/11
What is the current mileage? 664
If known, what is the reason for the tow? Power steering issue - Power
steering line broke
Have the repairs been completed? No
If yes, when were they completed? N/A
If no, what is the estimated repair date? 10/31/11
Are there any parts that need to be ordered? Yes
If yes, what are the part & order # s? Power steering fluid
Rental provided? Yes
If yes, how many days? (either by the dealer or USCAC) Dealer
Contact phone:
CONTACT UPDATE - 1st Contact attempt, phone number dialed,
The customer was not available, left a detailed voice message as to the
reason for the call along with the contact information and case number.
2nd attempt made to contact customer. Left message.
CUSTOMER called in and stated that her vehicle is doing well. She wanted
the name of the tow driver stating that he was excellent and she would
like to write a letter to his boss to tell him. Gave her the phone
number to roadside who can tell her what company came out to assist her.
CLOSED LOOP UPDATE - no need for additional follow-up.



 
Customer Assistance Inquiry Record (CAIR)#  

VIN 1C4RJFCGX CC Open Date 01/22/2012
Built
Date

12/23/2011

Model Year 2012 Body
JEEP GRAND CHEROKEE OVERLAND 4X4 SPORT
UTILITY

In Service Dt 01/11/2012 Mileage 100 Dealer Zone 74 DENVER

Plant C
JEFFERSON NORTH ASSEMBLY
PLANT

Market U US

Color PS2 BRIGHT SILVER METALLIC CLEAR COAT 

Engine ERB 3.6L V6 VVT ENGINE 

Transmission DBA  

 

Dealer 24221 POLLARD FRIENDLY MOTOR CO 

Dealer
Address

2360 30TH ST

Dealer City BOULDER
Dealer
State

CO Dealer Zip 80301

 

Owner
Contact
Type

ROADSIDE

Address
Home
Phone

  

  ROCHESTER NY Country
UNITED
STATES

Corporate - Roadside Services - Warranty - Towing - Default  

Roadside Assistance Contacted - DATE : 2012-01-22
Road Side File Created 01-22-12 FOR WARRANTY
VEHICLE PROBLEM AT: VEHICLE TAKEN TO:
4860 MEREDITH WAY 2360 30TH ST
EISENHOWER DRIVE
BOULDER BOULDER
CO USA CO
V IS SILVER, POWER STEERING FLUID IS EVERYWHERE
DEALER CODE : 24221 POLLARD FRIENDLY MOTOR CO



 
Customer Assistance Inquiry Record (CAIR)# 21853816  

VIN 1C4RJFAG8 CC Open Date 02/07/2012
Built
Date

12/15/2011

Model Year 2012 Body
JEEP GRAND CHEROKEE LAREDO 4X4 SPORT
UTILITY

In Service Dt 12/30/2011 Mileage 1,139
Dealer
Zone

74 DENVER

Plant C
JEFFERSON NORTH ASSEMBLY
PLANT

Market U US

Color PW1 STONE WHITE CLEAR COAT 

Engine ERB 3.6L V6 VVT ENGINE 

Transmission DBA  

 

Dealer 38356 PERKINS MOTOR COMPANY INC 

Dealer
Address

1205 MOTOR CITY DRIVE

Dealer City COLORADO SPRINGS
Dealer
State

CO Dealer Zip 80906

 

Owner
Contact
Type

ROADSIDE

Address
Home
Phone

  

  COLORADO SPRINGS CO Country
UNITED
STATES

Product - Steering - Power Steering Pump / Bkts - Leaks - Default inoperable
Corporate - Outbound - Proactive Customer Alert - Roadside - Default  
Corporate - Outbound - Service Follow-up - Roadside - Successful Contact  
Corporate - Roadside Services - Warranty - Vehicle Inoperable - Default  

Roadside Assistance Contacted - DATE : 2012-02-07
Road Side File Created 02-07-12 FOR WARRANTY
VEHICLE PROBLEM AT: VEHICLE TAKEN TO:
130 E KIOWA STREET 1205 MOTOR CITY DR
N TEJON STREET
COLORADO SPRINGS COLORADO SPRINGS
CO USA CO
JANET HOUSER WILL BE W. THE VEH. POWER STEERIN
DEALER CODE : 38356 PERKINS MOTOR COMPANY, INC.
* * * * * CASE MANAGER TEAM - District Z * * * * * *
DEALER CONTACT Dealer 38356, (719)475-2330
Service Manager (SM), Chris Roberts
Call went to vioce mail.
Requested service department, spoke with Brock, Service Advisor (SA).
Who did you speak with at the dealer and what is their dealer code? SA
Brock, dealer 38356
Is the vehicle at the dealer now? yes
When did it arrive at the dealer? 2/6/2012
What is the current mileage? 1139
If known, what is the reason for the tow? power steering does not work.
Have the repairs been completed? No -
SA Brock provided name and phone number for contact person: Amanda
DeHaven, 310 804 0014
Ryan, is SA for this repair and he will call back with additional
information.
Case manager call back number and extension left for a call back.
Service Advisor (SA), Ryan, dealer 38356, left message on case manager



voice mail at 11:35 am Eastern time February 9, 2012
Message: Returning call, please call.
Phone number left: 719 381 0394
Contacted SA
If yes, when were they completed? N/A
If no, what is the estimated repair date? Unknown
Are there any parts that need to be ordered? N/A
If yes, what are the part & order # s? N/A
Rental provided? Yes -
If yes, how many days? 3 days so far
SA states that they do not have a resioloution at this time.
STAR case 12003333.
Repair was done, they installed two power steering lines and pumps. When
pressure tested it was 50 pl5 below the old one and they do not feel
comfortable with this.
Waiting on information from STAR
Case manager gave SA e-mail address and will follow up 2/13/2012.
Case manager contacted dealer 38356, (719)475-2330
Service Manager (SM), Chris Roberts
Call went to vioce mail.
Requested service department, spoke with Ryan, Service Advisor (SA).
Vehicle was finished, the customer picked up it over the weekend, and now
it is back again, still for the power steering leak.
Case manager will follow up next week for resolution.
Case manager contacted dealer 38356, (719)475-2330
Service Manager (SM), Chris Roberts
Case manager found information from STAR on 2/15/2012
Left message for SM, asking for an update on this vehicle.
E-mail received from Friday, Service Manager (SM), Chris Roberts on
February 17, 2012 5:09 PM
Message: Repair is not complete. Parts have been ordered VOR, and should
be here early next week.
STAR and Tech Advisor involved.
Case manager will check for parts arrival and repair finished 2/22/2012
Case manager contacted dealer 38356, (719)475-2330
Service Manager (SM), Chris Roberts
SM not available, left message on voice mail, asking for an update on
this vehicle repair.
Case manager contacted dealer 38356, (719)475-2330
Service Manager (SM), Chris Roberts
Message left on voice mail for SM to call back with an update on this
repair.
E-mail received from Service Manager (SM), Chris Roberts, dealer 38356.
Repair is completed.
Contacted dealer at 719 475-2330.
SM voice mail picked up, no message left.
Spoke with John Moyle, Service Advisor (SA), states the customer has
picked up the vehicle.
CONTACT UPDATE 1st attempt to contact customer.
Message left at number , another attempt will be made for
follow up on the recent tow and repair, case manager call back number and
extension left for customer if needed.
2nd attempt to contact customer.
Message left at number
3rd attempt to contact customer.
Spoke with customer at
Customer states that she is glad a call was made to her, as she was going
to contact Jeep customer service regarding this problem.
Customer sates she has concerns regarding the problems she has had with
this vehicle.
Customer states the vehicle has been towed 3 times for the same issue.
Customer states she is concerned what else potential can go wrong with
the vehicle.
Case manager found information on the repairs for this vehicle.
Vehicle repairs done:
1/16/2012 repair done for the Hose pump, reservoir return
2/7/2012 towed in, repair 2/10/2012 Pump, power steering, |Pump, Electric
Power Steering



STAR case 12003333
Customer was informed that her concern is being documented.
Customer was given Jeep customer service number 877 426-5337 to call if
needed.
CLOSED LOOP UPDATE - customer contacted today to confirm repairs.



 
Customer Assistance Inquiry Record (CAIR)#  

VIN 1C4RJEAG5 CC Open Date 03/01/2012
Built
Date

10/04/2011

Model Year 2012 Body
JEEP GRAND CHEROKEE LAREDO 4X2 SPORT
UTILITY

In Service Dt 01/05/2012 Mileage 1,017
Dealer
Zone

71 LOS ANGELES

Plant C
JEFFERSON NORTH ASSEMBLY
PLANT

Market U US

Color PDM MINERAL GRAY MET. CLEAR COAT 

Engine ERB 3.6L V6 VVT ENGINE 

Transmission DBA  

 

Dealer 52979 HUNTER DODGE CHRYSLER JEEP 

Dealer
Address

1130 AUTO MALL DR

Dealer City LANCASTER
Dealer
State

CA Dealer Zip 93534

 

Owner
Type

Address
Home
Phone

 

  LANCASTER CA Country
UNITED
STATES

Corporate - Outbound - Survey Follow-Up - CPS - Customer Contact Complete  
Corporate - Outbound - Survey Follow-Up - CPS - Default  
Dealer - Service/Body Shop - Personnel - Courteous - Service Management  
Product - Steering - Tubes and Hoses - Other - Default  
Product - Unknown - Unknown - Happy - Default  

CPS Survey Record Received Date: 03/01/2012
Survey Number : CC17
Quality Survey ID Number:
Survey Date : 02/29/2012
VIN Number : 1C4RJEAG5CC
Mapping Class : No Reason
Event Type : 1st Warranty Visit
CPS Score : 10
* * * * * CASE MANAGER TEAM - District Z * * * * * *
CONTACT UPDATE - 1st Contact attempt, phone number dialed,

. Left message.
Writer received voice mail message from the customer.
Customer calls to speak with their Case Manager CJ285. Writer advised
customer will transfer customer over to CJ285 line so customer can leave
a voice mail if case manager is not available.
Writer contacted the customer back. Customer stated that they are
enjoying the vehicle. Customer stated that his wife usually drives the
vehicle and she loves it. Customer stated that they had a van that they
traded in because it was having too many issues. Customer stated that
they did have to have a hose replaced in the steering. Writer advised the
customer that they can contact CAC if they do have any further concerns
or questions.
CLOSED LOOP UPDATE - no need for additional follow-up.



 
Customer Assistance Inquiry Record (CAIR)#

VIN 1C4RJFCG0 CC Open Date 03/02/2012
Built
Date

11/30/2011

Model Year 2012 Body
JEEP GRAND CHEROKEE OVERLAND 4X4 SPORT
UTILITY

In Service Dt 12/13/2011 Mileage 18,017 Dealer Zone 42 DETROIT

Plant C
JEFFERSON NORTH ASSEMBLY
PLANT

Market U US

Color PXR BRILLIANT BLACK CRYSTAL PEARL COAT 

Engine ERB 3.6L V6 VVT ENGINE 

Transmission DBA  

 

Dealer 60180 WALKER CHRYSLER JEEP DODGE 

Dealer
Address

95 LOOP ROAD

Dealer City CENTERVILLE
Dealer
State

OH Dealer Zip 45459

 

Owner
Contact
Type

ROADSIDE

Address
Home
Phone  

  BELLBROOK OH Country
UNITED
STATES

Corporate - Outbound - Proactive Customer Alert - Roadside - Default  
Corporate - Roadside Services - Warranty - Vehicle Inoperable - Default  
Product - Cooling System - Water Pump / Thermostat - Other - Default  
Product - Steering - Power Steering Pump / Bkts - Other - Default  

Roadside Assistance Contacted - DATE : 2012-03-02
Road Side File Created 03-02-12 FOR WARRANTY
VEHICLE PROBLEM AT: VEHICLE TAKEN TO:
3951 SABLE RIDGE DRIVE 95 LOOP ROAD
N FIELD DRIVE
BELLBROOK CENTERVILLE
OH USA OH
POWER STER. BROKE ALL FLUID DRAINED,GPS POI - DIST
DEALER CODE : 60180 WALKER CHRYSLER JEEP DODGE
* * * * * CASE MANAGER TEAM - District Z * * * * * *
DEALER CONTACT: writer contacted WALKER CHRYSLER JEEP DODGE, requested
their SM Harold Beck.
Unavailable. Left message on machine with case #, writer s contact # and
reason for the call.
Who did you speak with at the dealer and what is their dealer code?
Dealer Code: 60180 Requested to speak to Harold Beck, service manager,
he had left for the day, left a message along with contact information
and cair number.
DEALER CONTACT: writer contacted WALKER CHRYSLER JEEP DODGE, requested
their SM Harold Beck. Unavailable. Writer requested service. Spoke to SA
Doug, call got disconnected. Writer dialed again.
Who did you speak with at the dealer and what is their dealer code? SM
Beck 60180
Is the vehicle at the dealer now? Yes
When did it arrive at the dealer? 3/1/12
What is the current mileage? 1817
If known, what is the reason for the tow? Leaking power steering/replace
power steering pump



Have the repairs been completed? No
If yes, when were they completed? N/A
If no, what is the estimated repair date? Next week
Are there any parts that need to be ordered? Yes
If yes, what are the part & order # s? ETA for today or Monday.
Rental provided? Yes
If yes, how many days? (either by the dealer or USCAC) Still on rental.
Writer spoke to SM, confirmed a rental has been provided. A STAR case has
been opened on 3/7. Currently waiting on parts. Writer will authorixe 7
days of rental assistance per customer satisfaction. A follow up call
will be made on Tue 3/13.
CALLED dealer and spoke to Doug, SA and he states that they are still
waiting for parts. Transfered to Ross in parts and he said they are only
waiting for a steering hose - 5154458AB, ordered special handling on
3/7/12 order # 0307A. He states that it is showing that the part was
invoiced at the depot today and he should receive it tomorrow.
Follow up on repair status on 3/15
DEALER CONTACT: writer contacted WALKER CHRYSLER JEEP DODGE, requested
their SM Harold Beck. Writer was transfered but line got disconnected
after ringing several times. Writer dialed again, phone rang several
times with no answer. Writer disconnected the call.
DEALER CONTACT: writer contacted WALKER CHRYSLER JEEP DODGE, requested
their SM Harold Beck. Unavailable, spoke to SA AJ. He was unfamiliar with
the vehicle. offered to pass along the info to his SM. Left message with
SA with case #, writer s contact # and reason for the call.
SM called in, stated the first repair was taken care of, however customer
brought vehicle up with a concern of a leak of some type. Under
diagnostic right now. SM will let CM know if more rental assistance is
needed.
DEALER CONTACT: writer contacted WALKER CHRYSLER JEEP DODGE, phone rang &
got disconnected. Writer dialed again, requested their SM Harold Beck. SM
stated repairs are done, customer took posession of the vehicle Friday of
last week. SM stated there was some residue left off from the last repair
which was causing the leak. Verified with SM that 15 days of rental
assistance was needed. Writer adjusted the claim authorization to reflect
the right amount of days.
CONTACT UPDATE - 1st Contact attempt, phone number dialed,

. Unavailable. Left message on machine with case #, writer s
contact # and reason for the call.
2nd attempt made to contact customer. dialed Unavailable.
Unavailable. Left message on machine with case #, writer s contact # and
reason for the call.
**VOICEMAIL**
Customer Kim Chancey called in, left phone # for a call back.

CONTACT UPDATE - dialed Spoke to Customer Kim Chancey.
customer expressed her disatisfaction over the fact they have had several
repair attempts with the steering pump of their vehicle. Felt like she
needed a better explanation of the problem & needed reassurance that
wasn t going to happen again. Customer stated she doesn t feel safe on
her vehicle. Writer apologized for the inconvenience experienced & stated
the purpose of the call was to ensure she was satisfied with her vehicle.
Customer stated she felt they needed a better answer from Chrysler about
how this happened and some compensation for their trouble. Writer read
the STAR notes regarding this repair to the customer & assured the dealer
would not have released the vehicle to her unless they felt it was safe.
Writer stated a follow up will be done in a week from now to ensure the
vehicle was performing as designed, also writer will perform research on
this case in order to find out what type of compensation is available for
this customer. Stated a call back with an answer will be given to the
customer within 24-48 hrs. Customer understood.
OWNERSHIP
Original Owner
Owned 3 total
Customer currently have a 2 year essential Care & a 2 year Alternate
Transportation.
With TL s concurrence writer will offer an Auto Appearance Care Plus
(AAPP2N) to this customer based on some information shared with writer in



interior of her vehicle.
CONTACT UPDATE - dialed Spoke to Customer
Unavailable. Left message on machine with case #, writer s contact # and
reason for the call.
DUPLICATE CAIR/CAIR CLOSED
Caller MRS CHANCEY requesting to speak with Case Manager. Writer offered
voice mail and customer accepted. Writer transferred to the CM s voice
mail.
**VOICEMAIL**
Customer Returned CM s call. Requested a call back to

CONTACT UPDATE: dialed . Spoke to , informed
customer per lines 93-98. Customer is not happy with the offer, she was
hoping for a monetary offer ($500). writer appologized to the customer
for not being able to accomodate to her request, however this is
something that Chrysler does not accustm of doing and we are doing it due
to her loyalty to the brand & the dealer. Customer stated we didn t need
to 'talk more'.
CLOSED LOOP UPDATE - no need for additional follow-up.
SM Harold with dealer 60180 requesting to speak with Case Manager. Writer
offered voice mail and Harold accepted. Writer transferred to the CM s
voice mail.
**VOICEMAIL**
SM Harold Beck called in regarding Customer
Requested a call back at 9375351557
DEALER CONTACT: writer contacted WALKER CHRYSLER JEEP DODGE, requested
their SD Harold Beck. Writer educated SM per lines 93-115. SM stated he
wanted to offer a lifetime warranty coverage to the customer through his
AM. Writer appreciated the SM for his concern & participation in order to
get this resolved for the customer. SM will work with his AM in order to
reach a relotuion.
CLOSED LOOP UPDATE - no need for additional follow-up.
dm agreed to provide customer with contract. dealer to submit.



 
Customer Assistance Inquiry Record (CAIR)#  

VIN 1C4RJEAG3 CC Open Date 03/06/2012
Built
Date

12/15/2011

Model Year 2012 Body
JEEP GRAND CHEROKEE LAREDO 4X2 SPORT
UTILITY

In Service Dt 01/10/2012 Mileage 2,122
Dealer
Zone

71 LOS ANGELES

Plant C
JEFFERSON NORTH ASSEMBLY
PLANT

Market U US

Color PDM MINERAL GRAY MET. CLEAR COAT 

Engine ERB 3.6L V6 VVT ENGINE 

Transmission DBA  

 

Owner
Contact
Type

ROADSIDE

Address
Home
Phone  

  CALEXICO CA Country
UNITED
STATES

Product - Steering - Tubes and Hoses - Other - Default quick connect popped off.
Corporate - Outbound - Proactive Customer Alert - Roadside - Default  
Corporate - Outbound - Service Follow-up - Roadside - Successful Contact  
Corporate - Roadside Services - Warranty - Vehicle Inoperable - Default  

Roadside Assistance Contacted - DATE : 2012-03-06
Road Side File Created 03-06-12 FOR WARRANTY
VEHICLE PROBLEM AT: VEHICLE TAKEN TO:
809 PASEO DE LOS VIRREYES 2329 US HIGHWAY 86
PASEO DE SU MAJESTAD
CALEXICO IMPERIAL
CA USA CA
POWER STEERING,GPS POI - DISTANCE 0.14 MILES TO TH
DEALER CODE : 45485 ROGERS & ROGERS CHRYSLER JEEP
* * * * * CASE MANAGER TEAM - District Z * * * * * *
DEALER CONTACT Dealer 45485, (760)352-9160
Service Manager (SM), James Polmenteer, goes by JP
Who did you speak with at the dealer and what is their dealer code? SM
JP, dealer 45485
Is the vehicle at the dealer now? No
When did it arrive at the dealer? 3/7/2012
What is the current mileage? 2122
If known, what is the reason for the tow? Quick connect for the power
hose popped off.
Have the repairs been completed? Reconnected and filled with fluid
If yes, when were they completed? 3/7/2012
If no, what is the estimated repair date? N/A
Are there any parts that need to be ordered? N/A
If yes, what are the part & order # s? N/A
Rental provided? No
If yes, how many days? N/A
SM verified customer s phone number: 760 455-3004
CONTACT UPDATE 1st attempt to contact customer.
Message left at number 760 455-3004 cell#, another attempt will be made
for follow up on the recent tow and repair, case manager call back number
and extension left for customer if needed.
Called and reached a business, was informed this is not a
correct number for this customer.
2nd attempt to contact customer.
Spoke with customer at



Customer states vehicle is working satisfactory and has no further
questions or concerns.
Jeep customer service number offered, customer is driving and not able to
take down the number, customer was advised the number is in his owners
manual.
CLOSED LOOP UPDATE - customer contacted today to confirm repairs.



 
Customer Assistance Inquiry Record (CAIR)#  

VIN 1C4RJFAG9 CC Open Date 03/07/2012
Built
Date

12/03/2011

Model Year 2012 Body
JEEP GRAND CHEROKEE LAREDO 4X4 SPORT
UTILITY

In Service Dt 01/18/2012 Mileage 1,400
Dealer
Zone

35 WASHINGTON

Plant C
JEFFERSON NORTH ASSEMBLY
PLANT

Market U US

Color PDM MINERAL GRAY MET. CLEAR COAT 

Engine ERB 3.6L V6 VVT ENGINE 

Transmission DBA  

 

Dealer 43272 DODGE CHRYSLER JEEP CITY 

Dealer
Address

4395 ROUTE 130 S

Dealer City BURLINGTON
Dealer
State

NJ Dealer Zip 08016

 

Owner
Contact
Type

TELEPHONE

Address
Home
Phone

 

  PHILADELPHIA PA Country
UNITED
STATES

Product - Drivability - Unknown - Other - Default steering wheel broken

Briefly summarize why the customer is contacting Chrysler: Customer very
upset. Customer s vehicle has been in the shop for over a week.
Customer states he not happy to make payment on brand new vehicle he
cannot drive. Customer states dealer not sure when he can get parts to
repair steering. Customer wants this resoved as quickly as possible .
Briefly summarize what the customer is expecting: Customer expecting this
to be resolved ASAP.
Customer advised a call back is required and will take place
within one business day.
Preferred Morning/Midday call back number is: cell ( call
first )
Preferred Afternoon/Evening call back number is : home
Customer email address for case updates:
Who has possession of the vehicle? dealer
Has the vehicle been diagnosed by a CDJ dealer? Y
If a CDJ dealer has diagnosed, what is the dealer name or code? 43272
Reassigned to 88F
Status update provided via email to the following email address:

My name is Alison and I have been assigned as your case manager. Here is
some information that will be helpful for you to have:
Your case #: 21967531
Chrysler Case Management toll free telephone number: (855) 525-5085
Extension: 4720281
My work hours: 8:30 AM-5:00PM EST
I will contact you by the end of my shift the next business day via
telephone to review your case with you.
End of Status Update
CM called customer at CM left message. CM advised calling
in regards to vehicle concern, CM provided CAIR number, contact
information, hours of operation, CM thanked customer. CM to call



alternate number.
CM called customer at CM left message. CM advised calling
in regards to vehicle concern, CM provided CAIR number, contact
information, hours of operation, CM thanked customer. CM to call customer
next business day.
CM called dealer 43272. CM spoke to SA Ben. CM advised calling in regards
to mutual customer. SA stated steering rack was supposed to come in on
3/5 instead part came in on 3/8, vehicle should be ready tomorrow. CM
advised SA to call CM when repairs are complete and vehicle is ready to
be picked up. SA agreed. CM provided contact information, hours of
operation, asked SA if SA had any questions, thanked SA. CM to call
customer.
Customer called CM. CM advised spoke to SA Ben who stated vehicle repairs
are in progress, vehicle should be ready on 3/9. Customer inquired about
some type of compensation for having to get his brand new vehicle
repaired which took over a week to fix. CM advised will look into
something for customer, will call customer when CM speaks with dealer.
Customer satisfied. CM confirmed customer had contact information, asked
customer if customer had any questions, thanked customer. CM to call
dealer.
CM called customer at . CM left message. CM advised calling
to follow up with customer, CM provided contact information, hours of
operation, CM thanked customer. CM to call customer next business day.
CM called customer at . CM left message. CM advised calling
to follow up with customer, CM provided CAIR number, contact information,
CM thanked customer. CM to call customer next business day
Customer called CM. Customer stated got vehicle back 3/9, had to take
vehicle back to dealer because of the leaking of power steering fluid,
dealer gave customer 4 free oil changes for inconvenience. Customer
inquired about compensation for time. CM advised will look into it and
contact customer. CM thanked customer. CM to call customer.
CM called customer at . CM advised calling to follow up with
customer, can not compensate customer at this time. Customer upset and
would like to speak to supervisor. CM advised will forward CAIR to
supervisor. Confirmed customer had contact information, asked if customer
had any questions. CM to close CAIR.
I called the customer at the listed number and received no
answer. I left a message for the customer to contact me if any
questions.
I spoke with the customer( ) and he advised he is looking for
some type of compensation due to the fact his vehicle was down for over a
week getting repairs. I advised him the dealer had compensated him with
an oil change contract but he stated he felt that was not enough. He
stated he saved us rental by not getting a rental vehicle. The customer
is looking for a 1 month payment of his vehicle payment($495). I advised
him I did not think this was an option but I would review for further
options and contact him back with a final answer. I also assured him I
would document this case so that if he has any further vehicle issues he
can feel free to contact us and give us the opportunity to assist him if
it was possible. Customer was OK with this.
I spoke with the customer and offered him 1 month s payment for $495. He
accepted that and stated he was happy with this offer. I advised him to
fax his monthly statement and write last month s check number on the
copy. He agreed and stated he should have that out to me tomorrow.
I called the customer at his preferred number and received no answer. I
left a message advising him I received his documentation and that I would
move forward with his reimbursement. We had previously verified his
address on file as correct. I advised him to call back if he had any
other questions.
****** Below Customer Contacted for Documentation Request ******
Alysha.Amlin@minacs.adityabirla.com on 2012-03-30 @ 16:38
****** Below Customer Contacted for Documentation Request ******
Alysha.Amlin@minacs.adityabirla.com on 2012-03-30 @ 16:43
****** Below Customer Contacted for Documentation Request ******
richard.pizzino@minacs.com on 2012-03-30 @ 16:49
****** Below Customer Contacted for Documentation Request ******
naima.gibson@minacs.adityabirla.com on 2012-03-30 @ 17:04
****** Below Customer Contacted for Documentation Request ******



I arroved the check request. Documentation has been received and
reviewed, attaching to case shortly.
****** Below Customer Contacted for Documentation Request ******
alysha.amlin@minacs.adityabirla.com on 2012-03-30 @ 17:31
****** Below Customer Contacted for Documentation Request ******
alysha.amlin@minacs.adityabirla.com on 2012-03-30 @ 17:33
****** Below Customer Contacted for Documentation Request ******
alysha.amlin@minacs.adityabirla.com on 2012-03-30 @ 17:35
****** Below Customer Contacted for Documentation Request ******
aa1093@chrysler.com on 2012-03-30 @ 17:36
****** Below Customer Contacted for Documentation Request ******
aa1093@chrysler.com on 2012-03-30 @ 17:39
****** Below Customer Contacted for Documentation Request ******
aa1093@chrysler.com on 2012-03-30 @ 17:41
****** Below Customer Contacted for Documentation Request ******
rp617@chrysler.com on 2012-03-30 @ 17:43
***** Customer Document Received *****
Document attached.
CLOSED LOOP UPDATE
One time good will offered and customer reimbursed for 1 month s payment
for $495.



 
Customer Assistance Inquiry Record (CAIR)#  

VIN 1C4RJFAG0 CC Open Date 03/12/2012
Built
Date

01/05/2012

Model Year 2012 Body
JEEP GRAND CHEROKEE LAREDO 4X4 SPORT
UTILITY

In Service Dt 03/07/2012 Mileage 200
Dealer
Zone

32 NEW YORK

Plant C
JEFFERSON NORTH ASSEMBLY
PLANT

Market U US

Color PXR BRILLIANT BLACK CRYSTAL PEARL COAT 

Engine ERB 3.6L V6 VVT ENGINE 

Transmission DBA  

 

Dealer 43951 EXECUTIVE DODGE AND JEEP OF  WALLINGFORD

Dealer
Address

406 SOUTH ORCHARD STREET

Dealer City WALLINGFORD
Dealer
State

CT Dealer Zip 06492

 

Owner
Contact
Type

TELEPHONE

Address
Home
Phone

 

  WEST SPRINGFIELD MA Country
UNITED
STATES

Product - Steering - Power Steering Pump / Bkts - Other - Default power steering pump
Dealer - Unknown - Unknown - Rude / Discourteous - Default  

Customer called in because they have been having a problem with their
dealer and the vehicle. Customer was driving around on dealer plates
because the dealer did not get their plates yet when they said they would
take care of it. Customer then had the power steering pump blow. Customer
tried to get in touch with the dealer they bought the vehicle from which
was Executive Jeep who informed her to bring the vehicle to a local
dealer. The vehicle is now at Betera 68414 but they will not touch it
because they stated the vehicle was not registered. Executive Jeep is
getting the vehicle today. Customer is looking for a replacement vehicle.
Customer does not feel that the vehicle is reliable and this should not
have happened on a brand new vehicle.
** Agent was about to collect customer s information. Line was
disconnected.
3/12/2012 DM contacted by SM Executive Dodge, he approved to tow veh back
to his dealership and put this owner in rental for duration of repair.
**** Replacement is not being considered at this time. (DNQ for CT L/L)
3/16 Dealer is completing repair of vehicle. md19 _



 
Customer Assistance Inquiry Record (CAIR)#  

VIN 1C4RJFAG0 CC Open Date 03/16/2012
Built
Date

01/05/2012

Model Year 2012 Body
GRAND CHEROKEE LAREDO 4X4 SPORT

UTILITY

In Service Dt 03/07/2012 Mileage 345
Dealer
Zone

32 NEW YORK

Plant C
JEFFERSON NORTH ASSEMBLY
PLANT

Market U US

Color PXR BRILLIANT BLACK CRYSTAL PEARL COAT 

Engine ERB 3.6L V6 VVT ENGINE 

Transmission DBA  

 

Dealer 43951 EXECUTIVE DODGE AND JEEP OF  WALLINGFORD

Dealer
Address

406 SOUTH ORCHARD STREET

Dealer City WALLINGFORD
Dealer
State

CT Dealer Zip 06492

 

Owner
Contact
Type

LETTER

Address
Home
Phone  

  WEST SPRINGFIELD MA Country
UNITED
STATES

Product - Steering - Unknown - Leaks - Default Chk request for Tow back to selling dealership / Brand new vehicle

DM contacted on 3/12 SM described recently delivered vehicle has power
steering leak, was towed to Bertera in Springfield Ma. they refusing to
work on veh / delaying working on vehicle. DM agreed to pay for tow of
vehicle back to selling dealership. New, 345 miles & Owner very upset
seeking out of vehicle due to issue.
Dlr supplied Towing Slip, East Side Towing #2948 = $ 290.00
DM to mail documents to Chrysler for proper record keeping. md19 _
POSTMARK DATE: 032312; DATE RECEIVED: 032312



 
Customer Assistance Inquiry Record (CAIR)#  

VIN 1C4RJFBG4 CC Open Date 03/26/2012
Built
Date

12/12/2011

Model Year 2012 Body
JEEP GRAND CHEROKEE LIMITED 4X4 SPORT
UTILITY

In Service Dt 01/14/2012 Mileage 3,000
Dealer
Zone

35 WASHINGTON

Plant C
JEFFERSON NORTH ASSEMBLY
PLANT

Market U US

Color PS2 BRIGHT SILVER METALLIC CLEAR COAT 

Engine ERB 3.6L V6 VVT ENGINE 

Transmission DBA  

 

Dealer 26704 BRENNER CHRY-JEEP LLC 

Dealer
Address

6039 CARLISLE PIKE

Dealer City MECHANICSBURG
Dealer
State

PA Dealer Zip 17055

 

Owner
Contact
Type

TELEPHONE

Address
Home
Phone

 

  MECHANICSBURG PA Country
UNITED
STATES

Product - Steering - Power Steering Pump / Bkts - Leaks - Default power steering pump leaking
Corporate - Lemon Law - Default - Default - Default  
Dealer - By-Pass - Default - Default - Default  
Product - Body / Trim / Paint Finish - Glass - Broken, Cracked - Windshield  

****Begin structured narrative T2 - Beginning Narrative
Briefly summarize why the customer is contacting Chrysler:
The customer states that she has had nothing but problems with the
vehicle. The customer states that she purchased the Jeep in January of
2012 and the first issue developed in February. The customer states that
the power steering pump started to fail causing the steering to be very
difficult. The customer states from that point, the dealer was hitting
and missing on what might have been the problem and what the fix would be
and didn t seem to know what might have been causing the problem with the
steering problem. The customer states that the next problem was with a
crack that developed in the windshield but there was no evidence of an
impact. The customer states that the dealer had agreed to replace the
windshield and when the vehicle was taken to the dealer this past week,
the power steering failed again and it was found that there was a great
deal of power steering fluid on the driveway.
Briefly summarize what the customer is expecting:
The customer states that she is considering lemon law and would like a
replacement vehicle.
****End structured narrative T2 - Beginning Narrative
Customer informed a call back is required and will take place within
one business day.
Preferred Morning/Midday call back number is
Preferred Afternoon/Evening call back number is
Customer email address for case updates:
Who has possession of the vehicle? (Owner/Dealer/IRF) dealer
Is this a request for Lemon Law, buy-back or replacement? replacement
Reassigned to 88L



* * * * * * * * * * QUALIFIER TEAM * * * * * * * * * *
This customer is seeking lemon law buyback/replacement. Preliminary
research has determined this vehicle doesn t appear to qualify for lemon
law/Buyback/Replacement.
RESEARCH RESULTS:
Explain why this vehicle either appears to qualify or not: Vehicle does
not appear to qualify, Customer does not have the needed related repairs
at this time.
Number of related repair attempts = 1 Plus possible open RO.
Number of days out of service = 16 days in system.
Writer is sending cair to 96F for further handling.
CM contacted SM at dealership. SM not available. CM spoke with JoAnn
warranty administrator. JoAnn stated customer diagnosis need power
steering pump and stress crack in windshield. JoAnn stated repaired
stated power steering pump replaced but when replaced pump customer power
steering line ruptured. JoAnn stated they have a STAR case open. JoAnn
stated customer is under warranty.
CM to contact customer.
CONTACT UPDATE - 1st Contact attempt, phone number dialed,

Left message.
Customer returned call stated purchased vehicle on 1/14/12. Customer
stated on 2/19/12 concerns started with vehicle, stated power steering
went out and vehicle leaking fluid. Customer stated had vehicle towed to
purchasing dealer, vehicle had less than 3,000 miles at that time.
Customer stated dealership attempted to diagnosis power steering stated
they replaced the hose but that did not fix concern, stated they ordered
another part that did not fix concern either. Customer stated dealer
replaced rack opinion that did not work stated the dealership had to
order another part core unit. Customer stated there is always a delay in
waiting for parts. Customer stated on 3/7 was called to pick-up vehicle
stated he picked up vehicle drove home vehicle sat for a week. Customer
stated on 3/15 drove vehicle to work when he returned to vehicle
windshield has a stress crack called dealership was told something must
of hit it, customer stated nothing hit windshield. Customer stated was
told to bring vehicle into dealer on Monday 3/18. Customer stated on 3/18
parts manage Eric Walter greeted him at dealer stated nothing had hit
windshield took pictures of windshield told him they were sending
pictures to Chrysler and to bring vehicle back on 3/23. Customer stated
did not want to drive vehicle because of crack down the middle of
windshield stated dealer told him vehicle was drivable. Customer stated
on 3/23 got in vehicle and could not turn steering wheel, stated fluid
was on driveway underneath vehicle. Customer stated took vehicle back to
dealer stated vehicle is there now dealer waiting on part to come in
today. Customer stated dealer never gave explanation of windshield,
customer stated need more information about vehicle repairs do not feel
safe, stated 29 out of the 79 days had vehicle it s been out of
operation. Customer stated dealership can t explain what s happening to
vehicle. Customer stated in a rental vehicle. Customer stated has to call
dealership to get update on vehicle. Customer stated seeking good
explanation with problem with power steering and windshield when pick up
vehicle. Stated he has already spoken to part/service manager next step
general manager. Customer stated don t feel getting customer service from
dealer, they do not provide explanation of repairs. Customer stated will
pursue lemon law if power steering goes out on vehicle again. Customer
stated previous jeep owner for last 4 years traded in at 115,000 miles.
CM waiting for SM to return call.
Customer returned call stated dealership left message for husband that
part came in and was installed on jeep. Customer stated vehicle is ready
for pick-up. Customer stated explanation of repair was something was
weakened by previous repair. Customer stated does not want vehicle,
Customer stated does not feel safe. Customer inquired about buyback of
vehicle. CM advised can check owner s manual or speak with SM. CM to call
customer back regarding repair once speak with SM.
CM contacted SM-eric at dealership. SM stated vehicle is repaired. SM
stated hoses were leaking as a result of over pressure from last repair.
SM stated the hoses that were involved with power steering were stressed
and caused leak. SM stated left message for customer today and has spoken
with customer regarding repair several times.



husband spoke with dealership today. Customer stated in a hard spot don t
know what to do about vehicle. CM advised to check owners manual for
information. Customer stated spoke with dealership regarding buyback,
customer stated that dealer stated not interested. Customer stated
interested in speaking with someone about buyback.CM advised will
research and return call.
CM returned call to customer at . CM Left Message
CM left message for customer at
CM contacted customer at . CM advised no additional
information. Customer stated picked up vehicle from dealership, stated no
other choice. Customer stated will pursue Lemon Law if have any more
concerns with vehicle in the next 30 days.
CM to close CAIR.
CLOSED LOOP UPDATE - customer contacted today to confirm repairs.



 
Customer Assistance Inquiry Record (CAIR)#  

VIN 1C4RJFAG6 CC Open Date 04/05/2012
Built
Date

03/18/2012

Model Year 2012 Body
JEEP GRAND CHEROKEE LAREDO 4X4 SPORT
UTILITY

In Service Dt 03/31/2012 Mileage 149
Dealer
Zone

32 NEW YORK

Plant C
JEFFERSON NORTH ASSEMBLY
PLANT

Market U US

Color PXR BRILLIANT BLACK CRYSTAL PEARL COAT 

Engine ERB 3.6L V6 VVT ENGINE 

Transmission DBA  

 

Dealer 23122 SALERNO DUANE CHRYSLER 

Dealer
Address

267 BROAD ST

Dealer City SUMMIT
Dealer
State

NJ Dealer Zip 07901

 

Owner
Contact
Type

ROADSIDE

Address
Home
Phone  

  BASKING RIDGE NJ Country
UNITED
STATES

Corporate - Outbound - Proactive Customer Alert - Roadside - Default  
Corporate - Outbound - Service Follow-up - Roadside - Customer Unavailable  
Corporate - Roadside Services - Warranty - Vehicle Inoperable - Default  
Product - Steering - Unknown - Defective - Default  

Roadside Assistance Contacted - DATE : 2012-04-05
Road Side File Created 04-05-12 FOR WARRANTY
VEHICLE PROBLEM AT: VEHICLE TAKEN TO:
MILL ROAD 267 BROAD ST
ACADEMY STREET
JERSEY CITY SUMMIT
NJ USA NJ
CUST IS BY THE HUDSON PLAZA IS TO HER LEFT,PER SP
DEALER CODE : 23122 SALERNO DUANE, INC.
* * * * * CASE MANAGER TEAM - District ? X ? * * * * * *
Dialed 908-277-6700 DL 23122 SM George nickels
Is the vehicle at the dealer now? No
When did it arrive at the dealer? 4/4/12
What is the current mileage? 149
If known, what is the reason for the tow? Power steering issue
Have the repairs been completed? Yes
If yes, when were they completed? 4/4/12
If no, what is the estimated repair date? NA
Are there any parts that need to be ordered? No
If yes, what are the part & order #’s?NA
Rental provided? Yes
If yes, how many days? (either by the dealer or USCAC) 1 Day
CONTACT UPDATE - 1st Contact attempt, phone number dialed,
left message
2nd attempt made to contact customer. phone number dialed,
spoke with Customer who stated that the best time to speak with her is
after 6:00 PM



3rd attempt made to contact customer. phone number dialed,
Left message advising Writer is not available after 6:00 PM EST and left
contact Number
4th attempt made to contact customer. Phone number dialed,
received message that mailbox is full
5th attempt made to contact customer. Phone number dialed,
phone rang 1 time and then went dead
Writer will try to reach Customer on 4/18/12
6th and final attempt to reach Customer Phone number dialed,
left message
CLOSED LOOP UPDATE - no need for additional follow-up.



 
Customer Assistance Inquiry Record (CAIR)#  

VIN 1C4RJFCG9 CC Open Date 04/24/2012
Built
Date

12/13/2011

Model Year 2012 Body
JEEP GRAND CHEROKEE OVERLAND 4X4 SPORT
UTILITY

In Service Dt 01/17/2012 Mileage 4,176 Dealer Zone 35 WASHINGTON

Plant C
JEFFERSON NORTH ASSEMBLY
PLANT

Market U US

Color PDM MINERAL GRAY MET. CLEAR COAT 

Engine ERB 3.6L V6 VVT ENGINE 

Transmission DBA  

 

Dealer 65725 COURTS MOTORS INC 

Dealer
Address

102 ORCHARD PARK RD

Dealer City HURRICANE
Dealer
State

WV Dealer Zip 25526

 

Owner
Contact
Type

ROADSIDE

Address
Home
Phone  

  SCOTT DEPOT WV Country
UNITED
STATES

Product - Steering - Tubes and Hoses - Defective - Default hose came off
Corporate - Outbound - Proactive Customer Alert - Roadside - Default  
Corporate - Outbound - Service Follow-up - Roadside - Successful Contact  
Corporate - Roadside Services - Warranty - Vehicle Inoperable - Default  

Roadside Assistance Contacted - DATE : 2012-04-24
Road Side File Created 04-24-12 FOR WARRANTY
VEHICLE PROBLEM AT: VEHICLE TAKEN TO:
211 TEAYS MEADOWS 102 ORCHARD PARK RD
DRIVEWAY
SCOTT DEPOT HURRICANE
WV USA WV
null
DEALER CODE : 65725 COURTS MOTORS INC
* * * * * CASE MANAGER TEAM - District ? X ? * * * * * *
Dialed 304-562-9011 DL 65725 Spoke SM Lisa Courts
Is the vehicle at the dealer now? yes
When did it arrive at the dealer? 4/23/12
What is the current mileage? 4176
If known, what is the reason for the tow? Power steering hose came off
Have the repairs been completed? No
If yes, when were they completed? NA
If no, what is the estimated repair date? 4/24/12
Are there any parts that need to be ordered? No
If yes, what are the part & order #’s? NA
Rental provided? No
If yes, how many days? (either by the dealer or USCAC) NA
SM confirmed Customer s number as Writer will follow up with
Customer on 4/26/12
CONTACT UPDATE - 1st Contact attempt, phone number dialed,
left message
2nd attempt made to contact customer. Phone number dialed,
Left message.



3rd attempt made to contact customer. Phone number dialed,
Spoke with Customer who stated that vehicle is repaired and working fine.
Writer offered Case number and JEEP Customer Service number Customer
declined.
CLOSED LOOP UPDATE - customer contacted today to confirm repairs.



 
Customer Assistance Inquiry Record (CAIR)#  

VIN 1C4RJFAG1 CC Open Date 05/01/2012
Built
Date

12/10/2011

Model Year 2012 Body
JEEP GRAND CHEROKEE LAREDO 4X4 SPORT
UTILITY

In Service Dt 02/14/2012 Mileage 4,352
Dealer
Zone

32 NEW YORK

Plant C
JEFFERSON NORTH ASSEMBLY
PLANT

Market U US

Color PXR BRILLIANT BLACK CRYSTAL PEARL COAT 

Engine ERB 3.6L V6 VVT ENGINE 

Transmission DBA  

 

Dealer 26405 FREEHOLD CHRYSLER JEEP, INC 

Dealer
Address

4304 ROUTE 9 SOUTH

Dealer City FREEHOLD
Dealer
State

NJ Dealer Zip 07728

 

Owner
Contact
Type

Address
Home
Phone

(
 

  EAST WINDSOR NJ Country
UNITED
STATES

Corporate - Lemon Law - Default - Default - Default  
Corporate - Outbound - Proactive Customer Alert - Roadside - Default  
Corporate - Roadside Services - Warranty - Vehicle Inoperable - Default  
Dealer - By-Pass - Default - Default - Default  
Product - Engine - Unknown - Leaks - Default  
Product - Steering - Power Steering Pump / Bkts - Other - Default  

Roadside Assistance Contacted - DATE : 2012-05-01
Road Side File Created 05-01-12 FOR WARRANTY
VEHICLE PROBLEM AT: VEHICLE TAKEN TO:
661 ABBINGTON DRIVE 4304 ROUTE 9 SOUTH
TWIN RIVERS DRIVE
EAST WINDSOR FREEHOLD
NJ USA NJ
VILLAGE EAST APTS- APARTMENT E,POWER STEERING LINE
DEALER CODE : 26405 FREEHOLD CHRYSLER JEEP, INC
* * * * * CASE MANAGER TEAM - District ? X ? * * * * * *
Dialed 732-780-2900 DL 26405 SM Sal not available left detailed message.
received message for SM Sal who stated that vehicle is still at dealer as
the parts just arrived and should be completed either 5/3 or 5/4 writer
will follow up with Customer on 5/8/12
Spoke with SM Sal Who stated that they put in a Water pump and it blew
another hose. Sal stated that they have STAR involved and Sal will call
Customer as they need to do more repairs. Writer advised that agent will
follow up on 5/8/12. Sal stated that he will call agent when repair is
completed so that agent can do RA for rental.
Received Call from SM Sal who stated that Customer is upset that he is
having issues with vehicle. Sal advised that Customer is talking about
lemon law and thinks that agent should contact Customer.
Customer called back stating he wants out of the vehicle and would like a
new one that functions properly. (Replacement)
Please reassign to correct dept. when possible, as requested by the



customer.
CONTACT UPDATE - 1st Contact attempt, phone number dialed,
spoke with Customer who is very upset that he has been having issues with
power steering and demanded a replacement.
Customer informed a call back is required and will take place within
one business day.
Preferred Morning/Midday call back number is
Preferred Afternoon/Evening call back number is
Customer email address for case updates:
Who has possession of the vehicle? Dealer
Is this a request for Lemon Law, buy-back or replacement?
Reassigned to 88L
* * * * * * * * * * QUALIFIER TEAM * * * * * * * * * *
CONTACT UPDATE - 1st Contact attempt, phone number dialed,

writer informed customer that further research is required.
Customer understands.

writer contacting dealer 26405 and spoke with SM Sal whom
informed writer of history. SM states that the vehicle is in currently
since 4/30 and they will be replacing a steering rack. Writer informed SM
not to close case as it is being sent over for further review.
* * * * * * * ATTENTION SERVICE DIRECTOR/MANAGER * * * * * * *
This customer has contacted Customer Care seeking lemon law
buyback/replacement. Preliminary research has determined this vehicle s
warranty history merits further review, however the customer has NOT been
informed of such. They have been told that a file is being sent to the
dealer with a copy to the Business Center. This CAIR is being assigned
to your dealership for further handling and review with your Area Manager
and/or Business Center in an attempt to resolve customer s concern and
address their claim of lemon law/buyback/replacement.
RESEARCH RESULTS:
Explain why this vehicle either appears to qualify or not:
Number of related repair attempts = 3
Number of days out of service = 12
Writer contacting customer to inform of above information. Customer is
pleased.
REASSIGNED TO BC/DLR 32 26405 05/08/12 09:35 O 22183956
SM Sal called to get RA for rental. Writer advised that once the
Customer asks for Lemon Law we cannot assist. SM asked for Sup Writer
transferred
************SUPERVISOR******************
Service manager stated that per lines 18-19 he was informed that rental
would be authorized. The customer has been in a rental vehicle for 11
days and feels that it should be covered. Writer informed SM that the
area manager has declined assistance for rental and we would need to get
him to overturn this decision for rental to be processed as an RA. SM
stated he would wait for the area manager to be contacted for the RA to
be processed.
Writer contacted JJD76 and was informed that he is not longer in that
area and provided the number to the correct area manager. Writer
contacted area manager in the correct zone and was informed that he never
declined rental and feels that as we did authorize it before lemon law
that we should cover the rental. Case manager will put RA in for 11 days
of rental at $40.00 a day for a CDJR or $25.00 a day for non CDJR.
Writer contacted service manager Sal and informed him that the RA will be
processed and that the case can be closed on his side once the RA
processes.
*Contact Date:05/11/2012
Service Manager at the dealership has closed the CAIR# 22183956
Warranty repair has been documented on Repair Order#99830
CAIR RETURNED FROM DEALER ON 5/11/2012 AT 04:23:875 R 22183956
Received Call from SM Sal who stated that he contacted Customer to pick
up vehicle and Customer stated that he refuses to pick up the vehicle as
is claiming Lemon Law but it appears that the vehicle did not qualify.
Writer advised that case has been closed
Spoke with Wally from Dealer 26405 advised of 39-45 and 59-60 Writer
advised that Customer can call State Attorney General office to find out
about lemon law. Writer gave JEEP Customer Service number
Customer called in seeking to speak with CM. Writer transferred.



Customer wanted to know if there could be an extended warranty that
customer could get without customer having to pay for anything.
Writer informed customer that if the issue occurs out side of warranty to
call Chrysler back and to see if customer would get some assistance in
repair.
Customer did not like that customer states customer will not buy another
Chrysler vehicle.
Customer disconnected.



 
Customer Assistance Inquiry Record (CAIR)#  

VIN 1C4RJFAG1 CC Open Date 05/02/2012
Built
Date

12/13/2011

Model Year 2012 Body
JEEP GRAND CHEROKEE LAREDO 4X4 SPORT
UTILITY

In Service Dt 01/06/2012 Mileage 2,000
Dealer
Zone

32 NEW YORK

Plant C
JEFFERSON NORTH ASSEMBLY
PLANT

Market U US

Color PW1 STONE WHITE CLEAR COAT 

Engine ERB 3.6L V6 VVT ENGINE 

Transmission DBA  

 

Owner
Contact
Type

TELEPHONE

Address
Home
Phone

 

  STATEN ISLAND NY Country
UNITED
STATES

Product - Steering - Power Steering Pump / Bkts - Leaks -
Default

customer stated that this is the second time the vehicle
has failed

Dealer - Service/Body Shop - Transaction - Problem Not
Resolved - Default

previous dealership fixed power steering and now it has
failed again

Corporate - CNA Change - Default - Default - Default updated customers information in COIN

Product - Drivability - Unknown - No Start - Default
vehicle had to be towed twice as all the power steering
fluid leaked out

Corporate - Lemon Law - Default - Default - Default  

Briefly summarize what the customer is expecting: The customer called and
stated that he had a problem with his vehicle and that he is seeking to
have it bought back by Jeep. The customer stated that this is his first
Jeep product and that he purchased this vehicle for his family so they
would have a good vehicle to travel in. The customer stated that he has
not had the vehicle very long and already had to call for roadside
assistance twice to have it towed as the vehicle has lost all the power
steering fluid. The cusotmer stated that the first time this happened was
approximately one month ago and his vehilce had to be towed from his home
and he had to spend extra money to get his new driveway powerwashed to
get the fluid that leaked all over removed. The customer stated that at
that time it was towed to Manfredi CDJ Dealership and they relaired the
power streeing pump. The customer stated that he was in New York and his
family which included his wife and i year old and three year old were in
New Jersey when the vehicle broke down and left them stranded. The
cusotmer had to travel from NY to NJ to wait for the tow truck as well as
his young family had to go from NJ to New York and this was a major
inconvinence to the family. The cusotmer stated that he is very
disappointed with this product and he wants Jeep to buy back his vehicle.
The customer stated that ll of the pwoer steering fluid has leaked out
again. The cusotmer stated that now his vehicle will be towed to the
closest CDJ which is in NJ and he will be in NY which will require him to
travel multiple times again so he can get his vehicle when he is notified
that it is repaired. The cusotmer stated that he is still waiting for
roadside assistance and no one has called or come to tow his vehicle. The
agent advised the customer that he does have towing assistance and
offered to call roadside assistance. ( VIP-Warranty indicates: Please
contact Cross Country Motor Club for towing assistance 800-521-2779). The
customer stated that he had already called them twice and that he would
call them again. The customer stated that he wanted the fact that his
vehicle was not working and left his family stranded documented and that



he wanted to hear back from someone in Jeep who could provide him with a
buy back as he does not want to keep this vehicle as it is unreliable
especially since it is only 2000 miles and already needing repairs and
leaving his family stranded.
Briefly summarize why the customer is contacting Chrysler:
Customer informed a call back is required and will take place within
one business day.
Preferred Morning/Midday call back number is 718-6661668
Preferred Afternoon/Evening call back number is 718-666-1668
Customer email address for case updates: owner wants a call back
Who has possession of the vehicle? Owner
Is this a request for Lemon Law, buy-back or replacement?
Buyback
Reassigned to 88L
* * * * * * * * * * QUALIFIER TEAM * * * * * * * * * *
This customer is seeking lemon law buyback/replacement. Preliminary
research has determined this vehicle doesn t appear to qualify for lemon
law/Buyback/Replacement. The customer has been informed of this research
and was told that we are willing to assist in getting the vehicle
repaired
The customer was also informed that a case manager will be assigned to
them for further follow-up.
RESEARCH RESULTS:
Explain why this vehicle either appears to qualify or not: Vehicle does
not appear to qualify, Customer does not have the needed related repairs
at this time.
Number of related repair attempts = 1.
Number of days out of service = 5.
CONTACT UPDATE - 1st Contact attempt, phone number dialed,

Writer called customer and informed him the vehicle does not
appear to qualify at this time. Customer is stating that this is the
second time this vehicle has had issues with the power steering and if
this happens again he will claim Lemon Law. Customer is stating they are
going out of town and they do not trust their new vehicle. Writer
informed customer that Jeep does want his vehicle repaired and we will
escalate their case to seek resolution. Writer called dealership at
(888) 693-8016 and informed SM Jeff customer requested Lemon Law and the
vehicle did not appear to meet the guidelines. SM Jeff stated the hose
bracket running to the cooler hose fell off and they will be putting a
better quality clamp on the vehicle and hopefully they will be able to
return vehicle to customer. Writer informed SM Jeff we would document
this and thanked him for his time.
Writer is sending cair to 88D for further handling.
Customer called in requesting to speak with case manager, Case manager is
available, writer successfully transferred customer to case manger.

EMAIL
Customer calling in to see what can be done with the customer s vehicle.
Just got a call from Route 18, and was informed that the vehicle is ready
for pick up. Customer asked if the vehicle could be dropped off to the
nearest dealership to Costco. Dealership said no this cannot be done;
customer will need to come to the dealership to get the vehicle. Customer
says that the vehicle is causing nothing but headaches for the customer.
Writer said that writer will contact Route 18 to see if the vehicle can
be dropped off at Costco for the customer, and then writer will be
contacting customer back with in 60 mins. Customer thanked writer.
Agent attempted to contact dealer Service Manager Jeff, however,
SM not available. Left message for a return call at extension 66011.
Writer attempted to contact customer, and got a message that call could
not be completed as dialed check the number and dial again.
GEORGE ACOSTA requesting to speak with Case Manager. Customer stated that
CM was suppose to return his call 2 hours ago. Writer transferred to
66011.
Customer said that customer does not believe that the customer service
being provided is acceptable. Customer believes that Jeep has not been
able to assist customer with anything thus far, and will not be surprised
if Jeep will not meet the customer half way to drop the vehicle off.
Writer said that writer has tried to contact service manager Jeff, and



with Jeff, writer will call customer back. Customer thanked writer.
Agent attempted to contact dealer Service Manager Jeff, however,
SM not available. Left message for a return call at extension 66011.
Writer called customer and said that writer has left a message for Jeff,
service manager at ROUTE 18 CHRYSLER JEEP DODGE RAM, to call writer back.
Customer said don t worry about it, customer will get there to pick the
vehicle up. Writer said that writer will follow up with customer on
Monday, customer thanked writer.
Service manager Jeff, and informed customer will be there to pick up the
vehicle.
SM Jeff requesting to speak with Case Manager.
Writer transferred to the Case Manager.
Writer calling customer to verify repairs? Customer said yes the vehicle
is fixed. Writer said the case will be closed, if customer needs to call
writer in the future to please do so.
CLOSED LOOP UPDATE - customer contacted today to confirm repairs.



 
Customer Assistance Inquiry Record (CAIR)#  

VIN 1C4RJFAG1 CC Open Date 05/03/2012
Built
Date

12/13/2011

Model Year 2012 Body
JEEP GRAND CHEROKEE LAREDO 4X4 SPORT
UTILITY

In Service Dt 01/06/2012 Mileage 4,000
Dealer
Zone

 

Plant C
JEFFERSON NORTH ASSEMBLY
PLANT

Market U US

Color PW1 STONE WHITE CLEAR COAT 

Engine ERB 3.6L V6 VVT ENGINE 

Transmission DBA  

 

Owner
Contact
Type

ROADSIDE

Address
Home
Phone  

  STATEN ISLAND NY Country
UNITED
STATES

Corporate - Roadside Services - Warranty - Vehicle Inoperable - Default  

Roadside Assistance Contacted - DATE : 2012-05-03
Road Side File Created 05-03-12 FOR WARRANTY
VEHICLE PROBLEM AT: VEHICLE TAKEN TO:
2210 STATE ROUTE 27
RAMP
EDISON
NJ USA
ANNOUNCED VEHICLE,LOST POWER STEERING FLUID IN FR
DEALER CODE : ANCHORAGE CHRYSLER CENTER INC
CLOSING CAIR as there is an open cair #22194087 that is already being
worked.



 
Customer Assistance Inquiry Record (CAIR)#  

VIN 1C4RJFCG9 CC Open Date 05/11/2012
Built
Date

12/13/2011

Model Year 2012 Body
JEEP GRAND CHEROKEE OVERLAND 4X4 SPORT
UTILITY

In Service Dt 01/17/2012 Mileage 5,000 Dealer Zone 35 WASHINGTON

Plant C
JEFFERSON NORTH ASSEMBLY
PLANT

Market U US

Color PDM MINERAL GRAY MET. CLEAR COAT 

Engine ERB 3.6L V6 VVT ENGINE 

Transmission DBA  

 

Dealer 65725 COURTS MOTORS INC 

Dealer
Address

102 ORCHARD PARK RD

Dealer City HURRICANE
Dealer
State

WV Dealer Zip 25526

 

Owner
Contact
Type

ROADSIDE

Address
Home
Phone  

  SCOTT DEPOT WV Country
UNITED
STATES

Corporate - Outbound - Proactive Customer Alert - Roadside - Default  
Corporate - Outbound - Service Follow-up - Roadside - Successful Contact  
Corporate - Roadside Services - Warranty - Vehicle Inoperable - Default  
Product - Steering - Tubes and Hoses - Defective - Default  

Roadside Assistance Contacted - DATE : 2012-05-11
Road Side File Created 05-11-12 FOR WARRANTY
VEHICLE PROBLEM AT: VEHICLE TAKEN TO:
PUTNAM VILLAGE DRIVE 102 ORCHARD PARK RD
STATE HIGHWAY 34
HURRICANE HURRICANE
WV USA WV
GPS POI - DISTANCE 0.24 MILES TO THE NORTH-EAST OF
DEALER CODE : 65725 COURTS MOTORS INC
* * * * * CASE MANAGER TEAM - District ?x ? * * * * * *
Who did you speak with at the dealer and what is their dealer
code?DL65725 Service manager Lisa was not available. Spoke with Bill,
service advisor
Is the vehicle at the dealer now?yes
When did it arrive at the dealer?5/11/12
What is the current mileage?4709
If known, what is the reason for the tow?power steering hose blew off
Have the repairs been completed?no
If yes, when were they completed?na
If no, what is the estimated repair date?5/18/12
Are there any parts that need to be ordered?yes
If yes, what are the part & order # s?power steering hose
Rental provided?yes, loaner vehicle
If yes, how many days? (either by the dealer or USCAC)5
A call will be made to the dealer 5/21/12
Dealer Contact- Spoke with service manager Lisa was not available. Spoke
with Bill who states the parts came today. The repairs should be made and
a follow up call will be made to the customer to verify the repairs



5/23/12
CONTACT UPDATE - 1st Contact attempt, phone number dialed,
Customer states that he has not picked up the vehicle and this is the 2nd
time that they have had to have this repair done. Now the dealership is
replacing the power steering pump, and the cooler and the hose. A call
will be made to the customer to verify the repairs 5/29/12
2nd attempt made to contact customer. Customer verified
the repairs and was provided with the reference number.
CLOSED LOOP UPDATE - customer contacted today to confirm repairs.



 
Customer Assistance Inquiry Record (CAIR)#  

VIN 1C4RJFAG1 CC Open Date 05/15/2012
Built
Date

12/03/2011

Model Year 2012 Body
JEEP GRAND CHEROKEE LAREDO 4X4 SPORT
UTILITY

In Service Dt 03/23/2012 Mileage 3,125
Dealer
Zone

32 NEW YORK

Plant C
JEFFERSON NORTH ASSEMBLY
PLANT

Market U US

Color PDM MINERAL GRAY MET. CLEAR COAT 

Engine ERB 3.6L V6 VVT ENGINE 

Transmission DBA  

 

Dealer 41917 DUTCHESS CHRYSLER JEEP DODGE 

Dealer
Address

2285 SOUTH RD

Dealer City POUGHKEEPSIE
Dealer
State

NY Dealer Zip 12601

 

Owner
Contact
Type

TELEPHONE

Address
Home
Phone

 

  HOPEWELL JUNCTION NY Country
UNITED
STATES

Dealer - Service/Body Shop - Transaction - Insufficient
Follow-Up - Default

Survey indicates customer had to keep calling to find
out about vehicle

Product - Steering - Tubes and Hoses - Other - Default
Survey indicates power steering hose clogged and burst
while driving

Corporate - Outbound - Survey Follow-Up - CPS - Default  
Corporate - Outbound - Survey Follow-Up - CPS - Third Call
Attempt

 

CPS Survey Record Received Date: 05/15/2012
Survey Number : CC17641604
Quality Survey ID Number:
Survey Date : 05/14/2012
VIN Number : 1C4RJFAG1CC
Mapping Class : Dealer
Event Type : 1st Warranty Visit
CPS Score : 7
* * * * * CASE MANAGER TEAM - District Z * * * * * *
Survey comments indicate: 'I had the car for a month and had to have it
in for service for three days for a power steering fluid hose that
clogged and burst while I was driving it with my family in the car. I
brought it in and that was fine. But, I had to keep calling to check on
it. I had to demand a loaner vehicle. I literally...The only time I
received a phone call was when the car was finished. I needed to know
what was going on with it and nobody called me to tell me what was going
on or that the part was on order or anything. I had to do the follow up
while I was a work.'
CONTACT UPDATE - 1st Contact attempt, phone number dialed,

. Writer was advised the customer was not in today and would
be in tomorrow.
2nd attempt made to contact customer, . Writer was advised
the customer was with a customer and it would be a few minutes before she
was available. Writer advised another attempt would be made later.



3rd attempt made to contact customer, Left message.
CLOSED LOOP UPDATE - no need for additional follow-up.



 
Customer Assistance Inquiry Record (CAIR)#  

VIN 1C4RJFCG2 CC Open Date 05/16/2012
Built
Date

12/12/2011

Model Year 2012 Body
JEEP GRAND CHEROKEE OVERLAND 4X4 SPORT
UTILITY

In Service Dt 02/27/2012 Mileage 3,563 Dealer Zone 51 CHICAGO

Plant C
JEFFERSON NORTH ASSEMBLY
PLANT

Market U US

Color PBU TRUE BLUE PEARL COAT 

Engine ERB 3.6L V6 VVT ENGINE 

Transmission DBA  

 

Dealer 44991 DON MILLER DODGE 

Dealer
Address

5822 ODANA ROAD

Dealer City MADISON
Dealer
State

WI Dealer Zip 53719

 

Owner
Contact
Type

ROADSIDE

Address
 

  53719 Country
UNITED
STATES

Corporate - Outbound - Proactive Customer Alert - Roadside - Default  
Corporate - Outbound - Service Follow-up - Roadside - Successful Contact  
Corporate - Roadside Services - Warranty - Vehicle Inoperable - Default  
Product - Steering - Tubes and Hoses - Other - Default  

Roadside Assistance Contacted - DATE : 2012-05-16
Road Side File Created 05-16-12 FOR WARRANTY
VEHICLE PROBLEM AT: VEHICLE TAKEN TO:
3130 DORCHESTER WAY 5802 ODANA RD
EDENSWAY ROAD
MADISON MADISON
WI USA WI
APT 2 //CALL CUST UPON ARRIVING // VEH IS LOC IN H
DEALER CODE : 44991 DON MILLER DODGE CHRYSLER JEEP RAM
* * * * * CASE MANAGER TEAM - District X * * * * * *
DEALER CONTACT: writer contacted DON MILLER DODGE CHRYSLER JEEP RAM,
requested SM A.J.
Who did you speak with at the dealer and what is their dealer code? SA
Aaron. 44991
Is the vehicle at the dealer now? No
When did it arrive at the dealer? 5/15/12
What is the current mileage? 3563
If known, what is the reason for the tow? Blew power steering line
Have the repairs been completed? Yes
If yes, when were they completed? 5/16/12
If no, what is the estimated repair date? N/A
Are there any parts that need to be ordered? Yes
If yes, what are the part & order # s? N/A
Rental provided? No
If yes, how many days? (either by the dealer or USCAC) 0
CONTACT UPDATE - 1st Contact attempt, phone number dialed,

. Spoke to customer, confirmed repairs. Provided brand contact
number (800-IamJeep) & requested customer to call us back if further



assistance is needed. Customer appreciated.
CLOSED LOOP UPDATE - no need for additional follow-up.



 
Customer Assistance Inquiry Record (CAIR)#  

VIN 1C4RJFAG2 CC Open Date 05/24/2012
Built
Date

11/29/2011

Model Year 2012 Body
JEEP GRAND CHEROKEE LAREDO 4X4 SPORT
UTILITY

In Service Dt 01/10/2012 Mileage 2,726
Dealer
Zone

63 DALLAS

Plant C
JEFFERSON NORTH ASSEMBLY
PLANT

Market U US

Color PBU TRUE BLUE PEARL COAT 

Engine ERB 3.6L V6 VVT ENGINE 

Transmission DBA  

 

Dealer 45100 DALLAS DODGE CHRYSLER JEEP 

Dealer
Address

11550 LBJ FWY

Dealer City DALLAS
Dealer
State

TX Dealer Zip 75238

 

Owner
Contact
Type

ROADSIDE

Address
Home
Phone  

  TULSA OK Country
UNITED
STATES

Corporate - Outbound - Proactive Customer Alert - Roadside - Default  
Corporate - Outbound - Service Follow-up - Roadside - Customer Number Blocked/Missing/Incorrect  
Corporate - Roadside Services - Warranty - Vehicle Inoperable - Default  
Product - Steering - Tubes and Hoses - Other - Default  

Roadside Assistance Contacted - DATE : 2012-05-24
Road Side File Created 05-24-12 FOR WARRANTY
VEHICLE PROBLEM AT: VEHICLE TAKEN TO:
4220 EMERSON AVENUE 11550 LBJ FWY
WESTCHESTER DRIVE
DALLAS DALLAS
TX USA TX
LOCATED HIGHLAND PARK HIGH SCHOOL PARKING GARAGE O
DEALER CODE : 45100 DALLAS DODGE CHRYSLER JEEP
* * * * * CASE MANAGER TEAM - District X * * * * * *
Writer contacted dealer DALLAS DODGE CHRYSLER JEEP, requested their SM
Jeff Renfro.
Unavailable. Left message on machine with Case and VIN #, writer s
contact # and reason for the call.
Writer contacted dealer DALLAS DODGE CHRYSLER JEEP, requested their SM
Jeff Renfro. Unavailable.
Who did you speak with at the dealer and what is their dealer code? SA
Sam 45100
Is the vehicle at the dealer now? No
When did it arrive at the dealer? 4/25/12
What is the current mileage? 2726
If known, what is the reason for the tow? Power steering leaking/
Replaced.
Have the repairs been completed? Yes
If yes, when were they completed? 4/25/12
If no, what is the estimated repair date? N/A
Are there any parts that need to be ordered? No



If yes, what are the part & order # s? N/A
Rental provided? No
If yes, how many days? (either by the dealer or USCAC) 0
CONTACT UPDATE - 1st Contact attempt, phone number dialed,

. 'Not a working number'. Writer dialed again and got the same
message.



 
Customer Assistance Inquiry Record (CAIR)#  

VIN 1C4RJFAG4 CC Open Date 05/29/2012
Built
Date

01/30/2012

Model Year 2012 Body
JEEP GRAND CHEROKEE LAREDO 4X4 SPORT
UTILITY

In Service Dt 02/10/2012 Mileage 1,800
Dealer
Zone

32 NEW YORK

Plant C
JEFFERSON NORTH ASSEMBLY
PLANT

Market U US

Color PXR BRILLIANT BLACK CRYSTAL PEARL COAT 

Engine ERB 3.6L V6 VVT ENGINE 

Transmission DBA  

 

Dealer 62012 TETERBORO CHRYSLER PLYMOUTH JEEP  EAGLE

Dealer
Address

469 ROUTE 46

Dealer City LITTLE FERRY
Dealer
State

NJ Dealer Zip 07643

 

Owner
Contact
Type

TELEPHONE

Address
Home
Phone

 

  WEEHAWKEN NJ Country
UNITED
STATES

Product - Steering - Unknown - Other - Default Customer states steering will just quit working properly.

Customer states that they are having steering issues with their 2012 Jeep
Grand Cherokee. Customer states that while driving they loose steering
and the fluid goes all over the place. Customer states this has happened
at about 300 miles and is in the process of being towed to the dealer now
for the same problem. Customer states that she is not happy with the
sales department at all. Customer states that he is being rude and not
helpful at all. Customer states that their original vehicle was stolen
from the garage so they needed to get a different one. Customer states
the dealership that the dealer was making them pay way more for the new
vehicle then the one they originally purchased. Customer states they
were able to negotiate the price down a little but still ended up paying
more then they were going too originally. Customer states the vehicle is
unsafe to be driving because the steering will just quit working.
********
Customers seeking assistance getting her vehicle fixed properly or help
being provided with a new vehicle.
********
Agent advised customer a call back is required and will take place within
one business day.
Preferred Morning/Midday call back number is
Preferred Afternoon/Evening call back number is
Customer email address for case updates:
Who has possession of the vehicle? Dealer
Has the vehicle been diagnosed by a CDJ dealer? Yes
If a CDJ dealer has diagnosed, what is the dealer name or code? 26062
Reassigned to 88F
Writer contacted dealer at 212-765-6633. Writer left message for Service
Manager to call back today.
Writer contacted dealer at 212-765-6633. Secretary stated Service Manager
is unavailable and he will call back when he can.
Writer contacted customer at . Customer stated the tow truck



is picking up the vehicle right now. Customer wants writer to sent an
email with contact information. Customer stated she will call us.
CONTACT UPDATE - 1st Contact attempt, phone number dialed,

. Per lines 31-33
Status update provided via email to the following email address:

Hello my name is Jean and i am your case manager. Here is some
information you might need. My phone number is 1-800-763-8422 ext.66216.
My work hours are from 9:00Am-5:30Pm Monday-Friday. Your Case Number is
listed above.
End of Status Update
Writer contacted dealer. Left message

calling to speak with case manager JB1846. Writer transferred
customer over to cm.
Customer called Writer. Customer picked up her vehicle from the
dealership and was told it works. Customer was driving and the power
searing went out again. Customer states this is the 3 time she was told
the vehicle was repaired but it was not. Customer stated she thinks she
should have her vehicle towed to a different dealer. Customer then stated
she can t afford to take the time off work just to wait for her vehicle.
Writer then offered to give customer a different dealer in her area that
might be able to get her a rental. Writer advised customer that Teterboro
Chrysler Jeep was only 6.25 ml away from her. Customer wanted to know if
she could just get a rental from a local rental service. Writer then
advised customer that if she chooses to do that then we will only be able
to reimburse her for $35 a day for a Chrysler and $20 a day for a non
Chrysler vehicle customer then stated that she just wants to talk to
Writers Manager. Writer advised customer that a call back will be made by
the end of business today. Customer then hung up.
Caller requesting to speak with a Supervisor. Writer advised
caller will receive a call within 2-3 hours .
Customer called to speak to her case manager; writer transferred the
customer to ext 66216 for further assistance.
Customer contacted writer back and apologized for the last call. Customer
wanted writer to call Teterboro Chrysler Jeep and authorized a rental.
Customer wanted to hold while writer contacted dealer due to the tow
truck on its way to her house. Writer then contacted dealer and spoke to
the Service Adviser Christy. SA stated she can get a rental there as long
as the customer is there by 5:30 pm Writer and SA agreed on 9 days of
rental. Writer will submit RA for 9 days of rental. Writer then
transferred back to customer and explained to customer what was being
done with the rental. Customer stated she will see if she can get a ride
to the dealer with the tow truck. Customer then thanked writer for
helping.
Customer seeking rental assistance because Cusomers vehicle power
stearing keeps goinng out. Contacted Service Adviser, Christy at 62012
to
discuss the customer s request for rental assistance. Confirmed
customer s concern and with Service Manager concurrence, authorized
9 days of rental per guidelines in Warranty Bulletin D-11-53.
SA Christy calling to verify case manager approved 9 days rental but SA
says she can t view case. Writer gave case number and verified 9 days
rental approved and referred caller to .
Customer called in requesting to be directly transferred to case manager.
Writer successfully transferred customer to extension 66216.

EMAIL:
Status update provided via email to the following email address:
teterboroservice@aol.com

Customer care authorized 9 days of rental for $40.00 a day per
guidelines in Warranty Bulletin D-11-53
End of Status Update
Writer had to send authorization to dealers email due to it not showing
up in there systems.
Dealer (SA) Christy calls to speak with their Case Manager.
Writer warm transferred the call to the case manager JB1846.
Wrtiers notes did not save on 6/1. Service Adviser Cristy called
requesting customer keep her rental even though the repairs are done due



the problem was the clamp on the house or if there is a bigger issue.
Writer agreed for customer to keep the rental for the remaining time.
Writer will set follow up for 6/7.
Writer contacted dealer at 201-440-0222. Writer spoke to the Service
Manager Dave. SM stated that this vehicle is an electric searing vehicle.
SM stated that he got another vehicle in the dealership for the same
problem. SM stated that he sent the other vehicles case over to STAR and
they told him that he needs to order a new cooler and a new line for both
vehicles. SM stated that when he gets the parts in then it will be a same
day repair. SM stated that he will call writer back with order
information for the parts.
Writer contacted that customer at . Left Message.
Dealer (SM) Dave calls to speak with their Case Manager.
Writer warm transferred the call to the case manager JB1846
Service Manager Dave stated the cooler will be in tomorrow but the house
that they need wouldn t be in but the SM stated that his Parts Manager is
confident with getting the house in by tomorrow. SM stated that he will
keep us updated.
Writer contacted that customer at . Left Message
Service Manager contacted writer. SM stated that the repairs have been
done and the customer has been notified and they are waiting for the
customer to pick up the vehicle.
Customer contacted writer. Customer stated that she spoke to the
dealership. Customer stated that she is unable to get into the dealer
today and wanted to know if we could give her a rental for one more day.
Writer advised customer that we will contact the dealer and find out what
we can do.
Writer contacted dealer at 201-440-0222. Writer spoke to Service Adviser
Ray. SA stated he would talk to the Service Manager about autherizing 1
more day rental.
Writer contacted customer at . Left Message
Writer contacted customer at . Left Message follow up 6/12
Writer contacted dealer at 201-440-0222. Writer spoke to Service Manager
Dave. SM stated alleges customer has picked up vehicle SM was not aware
if 1 day rental that was authorized was needed. Writer advised SM if
needing the 1 day rental to contact writer and writer will follow up with
customer on completion of repairs.
Writer contacted customer at Left Message. follow up 6/14.
Agent contacted customer at customer inform the agent there
are no issues with the vehicle currently and customer is okay with case
being closed.



 
Customer Assistance Inquiry Record (CAIR)#  

VIN 1C4RJFAG9 CC Open Date 06/05/2012
Built
Date

12/11/2011

Model Year 2012 Body
JEEP GRAND CHEROKEE LAREDO 4X4 SPORT
UTILITY

In Service Dt 01/20/2012 Mileage 6,700
Dealer
Zone

35 WASHINGTON

Plant C
JEFFERSON NORTH ASSEMBLY
PLANT

Market U US

Color PW1 STONE WHITE CLEAR COAT 

Engine ERB 3.6L V6 VVT ENGINE 

Transmission DBA  

 

Dealer 62780 BRANDYWINE CHRYSLER JEEP DODGE 

Dealer
Address

3807 KIRKWOOD HWY

Dealer City WILMINGTON
Dealer
State

DE Dealer Zip 19808

 

Owner
Contact
Type

ROADSIDE

Address
Home
Phone

  

  SMYRNA DE Country
UNITED
STATES

Corporate - Outbound - Proactive Customer Alert - Roadside - Default  
Corporate - Roadside Services - Warranty - Vehicle Inoperable - Default  

Roadside Assistance Contacted - DATE : 2012-06-05
Road Side File Created 06-05-12 FOR WARRANTY
VEHICLE PROBLEM AT: VEHICLE TAKEN TO:
6 WELWYN ROAD 3807 KIRKWOOD HWY
ELDEN WAY
NEWARK WILMINGTON
DE USA DE
CWC
DEALER CODE : 62780 BRANDYWINE CHRYSLER JEEP DODGE
* * * * * CASE MANAGER TEAM - District ? X ? * * * * * *
Dialed 302-998-2271 Dealer 62780 Service Manager Bob not available left
detailed message
Who did you speak with at the dealer and what is their dealer code?
Is the vehicle at the dealer now? No
When did it arrive at the dealer? 6/4
What is the current mileage? 7283
If known, what is the reason for the tow? Leak all power steering fluid
Have the repairs been completed? Yes
If yes, when were they completed? 6/4
If no, what is the estimated repair date?
Are there any parts that need to be ordered? No
If yes, what are the part & order # s?
Rental provided? No
If yes, how many days? (either by the dealer or USCAC)
Customer # from dealer
CONTACT UPDATE - 1st Contact attempt, phone number dialed,

The customer is happy with roadside and the repairs.
CLOSED LOOP UPDATE - customer contacted today to confirm repairs.



 
Customer Assistance Inquiry Record (CAIR)#  

VIN 1C4RJFAG9 CC Open Date 06/24/2012
Built
Date

01/18/2012

Model Year 2012 Body
JEEP GRAND CHEROKEE LAREDO 4X4 SPORT
UTILITY

In Service Dt 03/03/2012 Mileage 6,300
Dealer
Zone

42 DETROIT

Plant C
JEFFERSON NORTH ASSEMBLY
PLANT

Market U US

Color PBU TRUE BLUE PEARL COAT 

Engine ERB 3.6L V6 VVT ENGINE 

Transmission DBA  

 

Dealer 45196 AL DEEBY DODGE CLARKSTON, INC. 

Dealer
Address

8700 DIXIE HIGHWAY

Dealer City CLARKSTON
Dealer
State

MI Dealer Zip 48348

 

Owner
Contact
Type

ROADSIDE

Address
Home
Phone

  

  AVON IN Country
UNITED
STATES

Product - Steering - Tubes and Hoses - Other - Default power steering line came loose
Corporate - Outbound - Proactive Customer Alert - Roadside - Default  
Corporate - Outbound - Service Follow-up - Roadside - Successful Contact  
Corporate - Roadside Services - Warranty - Vehicle Inoperable - Default  

Roadside Assistance Contacted - DATE : 2012-06-24
Road Side File Created 06-24-12 FOR WARRANTY
VEHICLE PROBLEM AT: VEHICLE TAKEN TO:
5731 CARIBOU COURT 8700 DIXIE HIGHWAY
CARIBOU LAKE LANE
CLARKSTON CLARKSTON
MI USA MI
NO POWER STEARING ..IT IS LEAKING POWER STERAING
DEALER CODE : 45196 AL DEEBY DODGE CHRYSLER JEEP
* * * * * CASE MANAGER TEAM - District X * * * * * *
DEALER CONTACT Dealer 45196, (248)620-0800
Service Manager (SM) Joe Kinest, out of office today
Spoke with Service Advisor (SA) Shannon
Who did you speak with at the dealer and what is their dealer code? SA
Shannon, dealer 45196
Is the vehicle at the dealer now? Yes
When did it arrive at the dealer? 6/23/2012
What is the current mileage? 6300
If known, what is the reason for the tow? Power steering not working.
Have the repairs been completed? Yes reattached power steering line
and filled.
If yes, when were they completed? 6/25/2012.
If no, what is the estimated repair date? N/A
Are there any parts that need to be ordered? N/A
If yes, what are the part & order # s? N/A
Rental provided? No
If yes, how many days? N/A



SA provided customer s phone number:
CONTACT UPDATE Spoke with customer at number provided.
Customer states vehicle is working satisfactory and has no further
questions, concerns, or comments.
Jeep customer care number offered, customer declined.
Case manager advised customer this number is in the owner s manual if
needed.
CLOSED LOOP UPDATE - customer contacted today to confirm repairs.



 
Customer Assistance Inquiry Record (CAIR)#  

VIN 1C4RJEAGX CC Open Date 06/30/2012
Built
Date

01/17/2012

Model Year 2012 Body
JEEP GRAND CHEROKEE LAREDO 4X2 SPORT
UTILITY

In Service Dt 06/07/2012 Mileage 2,000
Dealer
Zone

63 DALLAS

Plant C
JEFFERSON NORTH ASSEMBLY
PLANT

Market U US

Color PGZ BLACK FORREST GREEN PEARL COAT 

Engine ERB 3.6L V6 VVT ENGINE 

Transmission DBA  

 

Dealer 67387 RALPH SELLERS CHRYSLER DODGE JEEP 

Dealer
Address

14215 N AIRLINE HWY

Dealer City GONZALES
Dealer
State

LA Dealer Zip 70737

 

Owner
Contact
Type

ROADSIDE

Address
Home
Phone

(
 

  BATON ROUGE LA Country
UNITED
STATES

Corporate - Roadside Services - Warranty - Towing - Default  

Roadside Assistance Contacted - DATE : 2012-06-30
Road Side File Created 06-30-12 FOR WARRANTY
VEHICLE PROBLEM AT: VEHICLE TAKEN TO:
5831 WOODLAWN PARK COURT 14215 N AIRLINE HWY
******************************
BATON ROUGE GONZALES
LA USA LA
@RES,POWER STEERING OUT
DEALER CODE : 67387 RALPH SELLERS CHRYSLER DODGE JEEP



 
Customer Assistance Inquiry Record (CAIR)#  

VIN 1C4RJFCGX CC Open Date 07/07/2012
Built
Date

03/21/2012

Model Year 2012 Body
JEEP GRAND CHEROKEE OVERLAND 4X4 SPORT
UTILITY

In Service Dt 04/27/2012 Mileage 887 Dealer Zone 70

Plant C
JEFFERSON NORTH ASSEMBLY
PLANT

Market U US

Color PXR BRILLIANT BLACK CRYSTAL PEARL COAT 

Engine ERB 3.6L V6 VVT ENGINE 

Transmission DBA  

 

Dealer 64793 ANCHORAGE CHRYSLER CENTER INC 

Dealer
Address

2601 EAST 5TH AVENUE

Dealer City ANCHORAGE
Dealer
State

AK Dealer Zip 99501

 

Owner
Contact
Type

ROADSIDE

Address N/A
Home
Phone

  

  EAGLE RIVER AK null Country
UNITED
STATES

Corporate - Roadside Services - Warranty - Towing - Default  

Roadside Assistance Contacted - DATE : 2012-07-07
Road Side File Created 07-07-12 FOR WARRANTY
VEHICLE PROBLEM AT: VEHICLE TAKEN TO:
12812 OLD GLENN HIGHWAY 2601 EAST 5TH AVENUE
NORTHGATE DRIVE
EAGLE RIVER ANCHORAGE
AK USA AK
POWER STEERING FLUID LEAKED OUT
DEALER CODE : 64793 ANCHORAGE CHRYSLER CENTER INC



 
Customer Assistance Inquiry Record (CAIR)#  

VIN 1C4RJFAG9 CC Open Date 07/09/2012
Built
Date

01/18/2012

Model Year 2012 Body
JEEP GRAND CHEROKEE LAREDO 4X4 SPORT
UTILITY

In Service Dt 03/03/2012 Mileage 7,673
Dealer
Zone

42 DETROIT

Plant C
JEFFERSON NORTH ASSEMBLY
PLANT

Market U US

Color PBU TRUE BLUE PEARL COAT 

Engine ERB 3.6L V6 VVT ENGINE 

Transmission DBA  

 

Dealer 68960 WESTGATE CHRYSLER JEEP DODGE INC 

Dealer
Address

2695 EAST MAIN STREET

Dealer City PLAINFIELD
Dealer
State

IN Dealer Zip 46168

 

Owner
Contact
Type

ROADSIDE

Address
Phone  

  AVON IN Country
UNITED
STATES

Product - Steering - Tubes and Hoses - Improper Installation/Missing - Default hose clamp came loose.
Corporate - Outbound - Proactive Customer Alert - Roadside - Default  
Corporate - Outbound - Service Follow-up - Roadside - Successful Contact  
Corporate - Roadside Services - Warranty - Vehicle Inoperable - Default  

Roadside Assistance Contacted - DATE : 2012-07-09
Road Side File Created 07-09-12 FOR WARRANTY
VEHICLE PROBLEM AT: VEHICLE TAKEN TO:
5930 E STATE ROUTE 334 2695 EAST MAIN STREET
S PERRY WORTH ROAD
WHITESTOWN PLAINFIELD
IN USA IN
WHITESTOWN TRAVEL CENTER ALSO BP GAS STATION,3$ PE
DEALER CODE : 68960 WESTGATE CHRYSLER JEEP DODGE INC
* * * * * CASE MANAGER TEAM - District X * * * * * *
DEALER CONTACT Dealer 68960, (317)839-6554
Service Manager (SM) Doug Miller.
Is the vehicle at the dealer now? Yes
When did it arrive at the dealer? 7/9/2012 repair order opened
What is the current mileage? 7673
If known, what is the reason for the tow? No power steering.
Have the repairs been completed? Yes- Repaired the power steering hose,
a hose clamp.
If yes, when were they completed? 7/9/2012
If no, what is the estimated repair date? Later today, 7/9/2012
Are there any parts that need to be ordered? N/A
If yes, what are the part & order # s? N/A
Rental provided? No
If yes, how many days? N/A
SM verified customer s phone number:
And provided work number.
CONTACT UPDATE - 1st Contact attempt.



No answer at home number
Spoke with customer at work number.
Customer asked if there is any kind of compensation for her, as this has
happened twice and being stranded late at night with her daughter is a
big problem.
Customer was given the phone number; 877 426-5337 for Jeep Customer Care
to call for any additional assistance is needed.
Customer asked about filing for lemon law, it this happens again.
Customer was advised to call the Jeep customer care number for assistance
if needed in the further and this question could be answered for her.
Customer has no further questions, concerns, or comments.
CLOSED LOOP UPDATE - no need for additional follow-up.



 
Customer Assistance Inquiry Record (CAIR)#  

VIN 1C4RJFAG5 CC Open Date 07/10/2012
Built
Date

05/10/2012

Model Year 2012 Body
JEEP GRAND CHEROKEE LAREDO 4X4 SPORT
UTILITY

In Service Dt 06/23/2012 Mileage 451
Dealer
Zone

35 WASHINGTON

Plant C
JEFFERSON NORTH ASSEMBLY
PLANT

Market U US

Color PRP DEEP CHERRY RED CRYSTAL PEARL COAT 

Engine ERB 3.6L V6 VVT ENGINE 

Transmission DBA  

 

Dealer 43724 SAFFORD DODGE JEEP OF SPRINGFIELD 

Dealer
Address

6801 COMMERCE ST

Dealer City SPRINGFIELD
Dealer
State

VA Dealer Zip 22150

 

Owner
Contact
Type

ROADSIDE

Address
Home
Phone  

  ALEXANDRIA VA Country
UNITED
STATES

Corporate - Outbound - Proactive Customer Alert - Roadside - Default  
Corporate - Outbound - Service Follow-up - Roadside - Customer Unavailable  
Corporate - Roadside Services - Warranty - Vehicle Inoperable - Default  
Product - Steering - Unknown - Leaks - Default  

Roadside Assistance Contacted - DATE : 2012-07-10
Road Side File Created 07-10-12 FOR WARRANTY
VEHICLE PROBLEM AT: VEHICLE TAKEN TO:
3705 FORT WORTH AVENUE 6801 COMMERCE ST
FORT WILLIAMS PARKWAY
ALEXANDRIA SPRINGFIELD
VA USA VA
CALL CUST 10M B4 ARRIVAL
DEALER CODE : 43724 SAFFORD CHRYSLER JEEP DODGE OF
* * * * * CASE MANAGER TEAM - District ? X ? * * * * * *
Dialed 703-866-1700 Dealer 43724 Service Manager Jeff East not available
left detailed message
Received call from SM Jeff who stated that there was a leak in power
steering. Miles on vehicle is 451. Parts were ordered and should be in
by 7/11/12 and that is when repairs are expected to be completed.
CONTACT UPDATE - 1st Contact attempt, phone number dialed,
busy
2nd attempt made to contact customer. Busy
3rd attempt made to contact customer. Busy.
CLOSED LOOP UPDATE - no need for additional follow-up.



 
Customer Assistance Inquiry Record (CAIR)#  

VIN 1C4RJFAG9 CC Open Date 07/10/2012
Built
Date

01/18/2012

Model Year 2012 Body
JEEP GRAND CHEROKEE LAREDO 4X4 SPORT
UTILITY

In Service Dt 03/03/2012 Mileage 7,800
Dealer
Zone

42 DETROIT

Plant C
JEFFERSON NORTH ASSEMBLY
PLANT

Market U US

Color PBU TRUE BLUE PEARL COAT 

Engine ERB 3.6L V6 VVT ENGINE 

Transmission DBA  

 

Dealer 68960 WESTGATE CHRYSLER JEEP DODGE INC 

Dealer
Address

2695 EAST MAIN STREET

Dealer City PLAINFIELD
Dealer
State

IN Dealer Zip 46168

 

Owner
Contact
Type

TELEPHONE

Address
Home
Phone

 

  AVON IN Country
UNITED
STATES

Product - Steering - Power Steering Pump / Bkts - Other - Default power steering

Briefly summarize why the customer is contacting Chrysler:Customer states
that while on holidays in June the power steering broke and was replaced.
Customer states that the customer was coming back from Chicago and the
customer has lost steering again. Customer states that this happened this
past Sunday. Customer was told there was a bad clamp and it is a defect.
Customer now has no steering again. Customer states this is now the third
time.
Briefly summarize what the customer is expecting:Customer seeks to have
this documented. Customer seeks to have this repaired and would like it
to be the final time for the same issue.
Agent advised the customer of the case number.
Customer called in to state that their vehicle has had 3 seperate
incidents where they have lost all power steering on the vehicle.
Customer states they are aware there is an investigation going on.
Customer wanted documentation from the dealer of what the dealer has done
each time. Agent advised customer to get that from the dealer. Customer
wanted this documented. Customer stated if it happened again there will
be issues.



 
Customer Assistance Inquiry Record (CAIR)#  

VIN 1C4RJFCG9 CC Open Date 07/16/2012
Built
Date

12/13/2011

Model Year 2012 Body
JEEP GRAND CHEROKEE OVERLAND 4X4 SPORT
UTILITY

In Service Dt 01/17/2012 Mileage 65,000
Dealer
Zone

35 WASHINGTON

Plant C
JEFFERSON NORTH
ASSEMBLY PLANT

Market U US

Color PDM MINERAL GRAY MET. CLEAR COAT 

Engine ERB 3.6L V6 VVT ENGINE 

Transmission DBA  

 

Dealer 65725 COURTS MOTORS INC 

Dealer
Address

102 ORCHARD PARK RD

Dealer City HURRICANE
Dealer
State

WV Dealer Zip 25526

 

Owner
Contact
Type

TELEPHONE

Address
Home
Phone

 

  SCOTT DEPOT WV Country
UNITED
STATES

Product - Steering - Manual Rack and Pinion - Defective - Default Customer seeking Lemon Law
Product - Steering - Tubes and Hoses - Defective - Default defective power steering hose

Briefly summarize why the customer is contacting Chrysler: Customer
states that he is having power steering issues with his vehicle. Customer
states the hoses keep blowing off and have been replaced by the
dealership several times and it keeps doing this. Customer states his
vehicle is currently at the dealership now getting repaired. Customer
states at this point he would like to file for Lemon Law and get a
replacement vehicle.
Briefly summarize what the customer is expecting:Seeking a replacement
vehicle.
Customer was advised that due to the nature of their request a call back
is required and will take place within one to two business days.
Preferred call back number is
Who has possession of the vehicle? Dealership #65725
Is this a request for Lemon Law, buy-back, or replacement? Replacement
Reassigned to 96L
Customer calling back to see what is happening with his case.
Agent advised the customer that it is 2 days before a callback and they
still could call today up to close COB which is 10 PM EST
Customer called again to say that his concern now is that the Jeep has
been repaired and the dealership wants him to pick it up and return the
loaner. Given the nature of the case, agent suggested customer contact
the dealership and advise them that a callback from a case manager is
expected and after it is received, customer will return to the dealership
to discuss what will happen with the vehicle. Customer says he no longer
wants the vehicle as he is afraid to drive it.
Called owner and advised that vehicle does not qualify for escalation,
since dealer has vehicle repaired. Owner wanted to argue that vehicle is
not repaired, that dealer has just replaced the same parts as done
previously. Again advised owner that dealer has resolved issue, and
steering concern has been repaired. Owner refuses to pick up vehicle, and



states we will be hearing from his Atty. Thanked owner for his time.
close file



 
Customer Assistance Inquiry Record (CAIR)#  

VIN 1C4RJFAG5 CC Open Date 07/27/2012
Built
Date

05/10/2012

Model Year 2012 Body
JEEP GRAND CHEROKEE LAREDO 4X4 SPORT
UTILITY

In Service Dt 06/23/2012 Mileage 451
Dealer
Zone

35 WASHINGTON

Plant C
JEFFERSON NORTH ASSEMBLY
PLANT

Market U US

Color PRP DEEP CHERRY RED CRYSTAL PEARL COAT 

Engine ERB 3.6L V6 VVT ENGINE 

Transmission DBA  

 

Dealer 43724 SAFFORD DODGE JEEP OF SPRINGFIELD 

Dealer
Address

6801 COMMERCE ST

Dealer City SPRINGFIELD
Dealer
State

VA Dealer Zip 22150

 

Owner
Contact
Type

LETTER

Address
Home
Phone  

  ALEXANDRIA VA Country
UNITED
STATES

Product - Steering - Tubes and Hoses - Other - Default  

AM spoke with Mr. Ray regarding service history on vehicle. The customer
is seeking to have the vehicle replaced. The customer had a concern with
the power steering system . The dealership has been in contacted with
STAR and Tech Advisor to resolve the customer concern. Working with our
Engineering Department, parts are being sent to the dealership to resolve
the customer concern. The vehicle has had a one time warranty repair and
does not qualify for replacement. AM offer customer a service contract
after the repairs are completed. No terms of a contract have been offered
yet.
The dealership is repairing the vehicle, scheduled to be completed early
this week.
AM confirmed the vehicle is repaired. AM has an appointment to meet with
customer at dealership at 1pm on 8/1. AM offer customer the following as
a goodwill offer; MaxCare Chrysler Service contract for 5yrs/100K miles
with a $100 deductible or a MaxCare Chrysler Service contract for
7yrs/85K miles with a $100 deductible. In addition to service contract
offer, AM offered to reimburse for one month car payment due to length of
time to repair vehicle. Customer has not accepted offer yet.
AM road tested vehicle for 35 miles with customer today. The customer
concern has been repaired. The customer is still seeking replacement
vehicle. Customer provided AM with letter requesting replacement vehicle.
AM forwarded letter to CR Manager to review.
AM reviewed CAIR with CR manager. Working with customer on trading in
vehicle using a Trade Certificate. AM contacted customer, waiting for a
call back from
The customer traded in vehicle, AM authorized $5,000 trade certificate.
AM contacted dealership for required information to process certificate,
waiting for response.
8/7 - See attached letter from customer - PLS
POSTMARK DATE: 080212; DATE RECEIVED: 080712
POSTMARK DATE: 080112; DATE RECEIVED: 080812



AM contacted GM, waiting for required information.
AM submitted ISG template to CR Manager for approval.
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Jeep Grand Cherokee

Power Steering Hose:

Leaks and Blow-offs

3.6L Engine

1

PE12-020 - Chrysler -064



Analysis to Predict Future Repairs
Related to Hose Leaks and Blow-offs

• Calculations performed to estimate the future number of incidents
• Long-term degradation or other failure modes are not considered

• Does not consider seal degradation leading to leaks
• Does not consider breakage of fins in service
• Does not consider other long-term contamination that can block orifice

• All known or suspected domestic incidents through July 30, 2012
are included

• Ran analyses to predict total and future repairs
– Analyses looked at two populations: “December build” and “not-

December build”
– Analyses performed using miles in service

• Highest mileage in service before repair was 10,700 miles
• Calculated projected repairs at 15,000 miles in service
• Estimated mileage-to-date of population of vehicles sold using data on

mileage at repair for 2012 Grand Cherokees brought in for oil change service

2

PE12-020 - Chrysler -065



Build date of vehicles with subject repairs
Blow-off plus Leak incidents
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Build Date of Vehicle

“December Build”
Date Range:

Nov. 22 – Dec. 23

3

Note: Used a “December” build date range starting one week before series of incidents, up to the
Friday before Christmas. Production resumed January 3.

PE12-020 - Chrysler -066



Build date of vehicles with subject repairs
Blow-off incidents
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Build Date of Vehicle

“December Build”
Date Range:

Nov. 22 – Dec. 23

4

Note: Used a “December” build date range starting one week before series of incidents, up to the
Friday before Christmas. Production resumed January 3.

PE12-020 - Chrysler -067



Incident, production, sales

Blow-off &
Leaks

Blow-offs Production Sales by
July 30,

2012

Unsold as
of July 30,

2012

December build 17 14 10,027 9,700 327

Not December
build

15 10 102,267 89,311 12,956

Total 32 24 112,294 99,011 13,283
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Submitted to the Office of the Chief Counsel
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Submitted to the Office of the Chief Counsel
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Submitted to the Office of the Chief Counsel
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Pressure Hose Pump to
Gear R

E
V Return Tube Gear to

Cooler R
E

V Return Hose Gear to
Cooler R

E
V Return Hose Cooler to
Reservoir/Bundle R

E
V Supply Hose Reservoir to

Pump / Bundle R
E

V

P/S Cooler

R
E

V

WK 3.6L LHD Std 52124656AG A 52124635AG A 52124650AE
B
A

05154458AC A 05154409AF A 68069651AC A

P/S Pump P/S Reservoir Remote Fluid Volume ML P/S Fluid MS P/S Pulley M8 Screw Brkt to Res M8 Pump Screw to Engine

WK 3.6L L&R Std 52124998AH A 68068967AC A A MS11655 A N/A A 06104386AA A N/A A

Gear Assy Tie Rod, Outer (LH) Tie Rod, Outer (LH) Tie Rod, Ourter (RH) Mounting Hardware Nut, OTR to Knuckle OTR Jam Nut

WK

3.6L

3.0L

4X4
LHD

SBA+X84
+XXE 52124727AF A 52124721AC A 52124721AC A n/a A

06104289AA Bolt
06104720AA Nut

A 04787557AA B 06509522AA A

WK
3.6L

4X2
LHD

SBA+X84
+XXE 68078529AE A 52124721AC A 52124721AC A n/a A

06104289AA Bolt
06104720AA Nut

A 04787557AA B 06509522AA A

Supplier

Mando

JTEKT

YH America

Mubea *

* Spring clamps come in PIA on the hose assemblies from YH America

Power Steering Hoses EHPS

Component

Gears

Pumps

Hoses

Spring Clamps

Supplier Information

Power Steering Gears Assembly EHPS

Power Steering Pumps EHPS

Power Steering Systems 9/18/2012
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2012 WK Steering System
Top View

Front of car



2012 WK Steering System
Front View



2012 WK Steering System
Bottom View

Front of car
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68068967AC Reservoir Bottle

05154409AC LHD/RHD GAS BUNDLE SUPPLY N AFTR COOLER TO PUMP

68069651AC Cooler

52124998AE Pump Assembly Power Steering

05154402AA Bracket Power Steering

52124656AD LHD Gas Pressure line
52124650AE LHD/RHD

GAS QC TO COOLER

05154458AA LHD/RHD

GAS COOLER TO QC

3.6 Gas LHD With Cooler

52124635AE
Power Steering Return

Fasteners
06102041AA – 1 HP hose to p bracket
06104180AA – 1 Bund to p bracket
06506669AA – 5 Bolt
06105242AA – 2 J clip
06102164AA – 1 Ec Bracket to pump
06509301AA – 1 HP Hose to pump
06507828AA – 3 Riv nut
06503858 – 3 Pump to cradle
06104386AA – 1 reservoir to body
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Front View

Engine beauty cover
HVAC Condenser/
Cooling Module

Bottom of car Steering GearEHPS Pump

Power Steering Cooler



Rear View



Left Side View

Steering System Reservoir

EngineFront of Car

Drivers side brake rotor

Steering Cooler



Right Side View



Top View



Bottom View

Belly Pan

Engine Crossmember



Iso View

Engine beauty cover

HVAC Condenser/
Cooling Module

Engine
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Power Steering Cooler

Cooling Module

Power Steering
Cooler Outlet

Closer-out Panel

2012 WK EHPS Engine Compartment
(p/s gear, pump and hoses removed for clarity)



Close-out Panel

Exhaust Manifold

Exhaust Catalyst

2012 WK EHPS Engine Compartment
(p/s gear, pump and hoses removed for clarity)



257.8mm

Exhaust Catalyst

Belly Pan

HVAC Cooling Module

Exhaust Manifold

Close-out Panel

p/s outlet to
manifold

2012 WK EHPS Engine Compartment
(p/s gear, pump and hoses removed for clarity)
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