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Kennisnemen van: 

Het jaarverslag klachten 2016. 

Inleiding: 

Op grond van artikel 9:12a van de Algemene wet bestuursrecht (Awb) draagt een bestuursorgaan zorg voor 
registratie van de bij hem ingediende schriftelijke klachten. Het bijgevoegde jaarverslag geeft inzicht in de 
over het jaar 2016 ontvangen (schriftelijke) klachten zoals bedoeld in de Awb. In het jaarverslag 2016 zijn 
tevens cijfers opgenomen van het aantal klachten over de jaren 2015 en 2014. Graag biedt ons college het 
jaarverslag ter informatie aan uw raad aan. 

Kernboodschap: 

Uit het jaarverslag blijkt dat er over 2016 in totaal 33 klachten door de gemeente Woerden zijn ontvangen. 
In 2015 waren dat er nog 22. De meeste klachten werden ingediend ten aanzien van de teams Afval en 
Reiniging (9), het Klant Contact Centrum (6) en Realisatie en Beheer (4). Het jaarverslag geeft verder 
inzicht in de wijze van afhandelen, de afhandelingstermijn en het aantal klachten dat door de Nationale 
Ombudsman ten aanzien van de gemeente Woerden is ontvangen. Met betrekking tot de wijze van 
afhandelen laat het jaarverslag zien dat in 2016 880Zo (tegenover 5507o in 2015) van het aantal klachten op 
informele wijze is afgedaan. Dit houdt in dat de klachtbehandelaar door een snelle interventie naar 
tevredenheid van de klager aan diens klacht tegemoet is gekomen, zodat de formele klachtprocedure niet 
doorlopen hoeft te worden. In zoverre lijkt het vastleggen van de informele procedure in de nieuwe 
Klachtenregeling (2016) als primaire wijze van klachtafhandeling en het sturen daarop door de 
klachtencoördinator zijn vruchten te hebben afgeworpen. Voor wat betreft de afhandelingstermijn van de 
klachten zijn in 2016 verhoudingsgewijs minder klachten binnen de termijn van 6-10 weken afgehandeld. 
Voor komend jaar is dat een aandachtspunt. 

Financiën: 

Nvt . 



Vervolg: 

N.v.t. 

Bijlagen: 

1. Jaarvers lag k lachten gemeente Woerden 2016 (17 i .02943) 

De secretaris De burgemeest 

drs. M.H.J. van Kr B A V.J er 
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O LGL J

2S JUR G D DUWLNHO D GH OJHPH H ZHW EHVW UVUHFKW ZE KHHIW LHGHUHH KHW UHFKW HH NODFKW L WH
GLH H ELM HH EHVW UVRUJDD R HU GH ZLM H ZDDURS KHW EHVW UVRUJDD LFK WHJH R HU KHP KHHIW JHGUDJH
HGUDJL JH D SHUVR H DPEWH DUH ZHUN HPHUV GLH ZHUNH R GHU HUD WZRRUGHOLMNKHLG D HH

EHVW UVRUJDD ZRUGH DD JHPHUNW DOV HH JHGUDJL J D GDW EHVW UVRUJDD .ODFKWH LH RS JHGUDJL JH
EHMHJH L J FRPP LFDWLH KHW LHW DNRPH D WRH HJJL JH HWF 0HOGL JH R HU JHEUHNH L GH
LW RHUL J D JHPHH WHOLMNH WDNH RDOV ELM RRUEHHOG HH ORVOLJJH GH VWRHSWHJHO RI R HUKD JH GH WDNNH
DOOH LHW R GHU KHW EHJULS NODFKW L GH L D GH ZE

.ODFKWEHKD GHOL J L GW SODDWV L KHW EHOD J D GH E UJHU p GDW D KHW EHWURNNH EHVW UVRUJDD HW
EHKD GHOH D NODFKWH ND OHLGH WRW GH RSORVVL J D SUREOHPH KHW KHUVWHO D HUWUR ZH D GH
NODJH GH E UJHU H HUEHWHUL J D GH GLH VW HUOH L J (H EHVW UVRUJDD LV RS JUR G D GH ZE HUSOLFKW
NODFKWH RS HH EHKRRUOLMNH PD LHU DI WH KD GHOH 7HU FR WUROH GLH W KHW EHVW UVRUJDD RS JUR G D DUWLNHO

D ZE D GH L JHGLH GH NODFKWH HH UHJLVWHU ELM WH KR GH H MDDUOLMNV HH HUVODJ KLHU D WH
S EOLFHUH 9RRU OLJW GH HUVODJOHJJL J D GH JHPHH WH :RHUGH R HU KHW MDDU HW MDDU HUVODJ EH DW
RRN FLMIHUV D GH L JHGLH GH NODFKWH R HU GH MDUH H

, GLW MDDU HUVODJ ZRUGW L KRRIGVW N HHUVW NRUW L JHJDD RS GH ZHUNZLM H GLH L GH JHPHH WH :RHUGH
JH ROJG ZRUGW RRU GH EHKD GHOL J D NODFKWH 9HU ROJH V L GW L KRRIGVW N HH R HU LFKW D KHW
DD WDO NODFKWH RS ZHONH WHDPV GH NODFKWH EHWUHNNL J KHEEH H RS ZHONH PD LHU GH NODFKWH LM
DIJHKD GHOG H FLMIHUV R HU ZRUGH GDDUELM DIJH HW WHJH GH FLMIHUV R HU H HW MDDU HUVODJ
EH DW HH ZHHUJD H D GH VFKULIWHOLMN L JHGLH GH NODFKWH GLH DOV RGD LJ GRRU GH JHPHH WH :RHUGH LM
JHUHJLVWUHHUG 7H H V ZRUGW L JHJDD RS GH NODFKWH GLH R HU GH JHPHH WH :RHUGH LM L JHGLH G ELM GH
1DWLR DOH 2PE GVPD 1DDU DD OHLGL J D GH JHSUHVH WHHUGH FLMIHUV ZRUGH L KRRIGVW N H NHOH
DD EH HOL JH JHGDD 7RW VORW EH DW KRRIGVW N D GLW MDDU HUVODJ HH JHD R LPLVHHUG R HU LFKW D GH
L JHGLH GH NODFKWH R HU KHW MDDU
ȱ
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.OD KW G

(ON EHVW UVRUJDD GLH W NODFKWH WH EHKD GHOH ROJH V KHW NODFKWUHFKW GDW LV HHUJHOHJG L
KRRIGVW N D GH ZE H ZE PDDNW R GHUVFKHLG W VVH GH L WHU H H GH H WHU H NODFKWH SURFHG UH 7LWHO

EHWUHIW GH L WHU H NODFKWH SURFHG UH GDW ZLO HJJH GH NODFKWEHKD GHOL J GRRU KHW EHVW UVRUJDD GH
JHPHH WH :RHUGH HOI 7LWHO LHW RS GH H WHU H NODFKWH SURFHG UH GDW ZLO HJJH GH NODFKWEHKD GHOL J
GRRU GH 1DWLR DOH 2PE GVPD 9RRUGDW HH NODJHU LFK WRW GH 1DWLR DOH 2PE GVPD ND ZH GH GLH W GH
NODJHU HHUVW GH L WHU H NODFKWH SURFHG UH WH KHEEH GRRUORSH

L W NOD KW G
, DD OOL J RS GH ZHWWHOLMNH UHJHOV NH W GH JHPHH WH :RHUGH HH HLJH NODFKWH UHJHOL J ZDDUL GH
L WHU H SURFHG UH RRU NODFKWEHKD GHOL J LV DVWJHOHJG , LV GRRU GH JHPHH WHUDDG D GH JHPHH WH
:RHUGH RS RRUVWHO D KHW FROOHJH HH LH ZH NODFKWH UHJHOL J DVWJHVWHOG GH .ODFKWH UHJHOL J
JHPHH WH :RHUGH KLHU D GH .ODFKWH UHJHOL J DDUPHH LV RS ROJL J JHJH H DD pp D GH
DD EH HOL JH LW KHW MDDU HUVODJ D RULJ MDDU L KR GH GH KHW DFW DOLVHUH D GH WRH RJ JHOGH GH
.ODFKWH UHJHOL J LW

H .ODFKWH UHJHOL J UHJHOW L GH HHUVWH SODDWV ZHONH I FWLH RI ZHON RUJDD NODFKWEHKD GHODDU LV 5LFKW HH
NODFKW LFK ELM RRUEHHOG WHJH KHW KD GHOH D HH PHGHZHUNHU GD LV GH NODFKWEHKD GHODDU GH
WHDPPD DJHU ZDDUR GHU GH H PHGHZHUNHU I FWLR HHUW 8LW GH .ODFKWH UHJHOL J ROJW HUGHU GDW GH
JHPHH WH :RHUGH EHVFKLNW R HU HH NODFKWH FR UGL DWRU H H WDDN LV EHOHJG EL H KHW WHDP - ULGLVFKH H
)DFLOLWDLUH DNH D GH JHPHH WH :RHUGH H WDDN D GH NODFKWH FR UGL DWRU LV KRRIG DNHOLMN KHW
UHJLVWUHUH D EL H JHNRPH NODFKWH KHW EHZDNH D WLMGLJH H EHKRRUOLMNH DIKD GHOL J D NODFKWH H
KHW R RGLJ ELMVWDD H DG LVHUH D GH NODFKWEHKD GHODDU
DDU DDVW UHJHOW GH .ODFKWH UHJHOL J RS ZHONH ZLM H NODDJVFKULIWH GRRU GH JHPHH WH :RHUGH ZRUGH

DIJHKD GHOG 6L GV HW GH JHPHH WH :RHUGH DFWLHI L RS HH L IRUPHOH ZLM H D NODFKWEHKD GHOL J
0HW GH LH ZH .ODFKWH UHJHOL J LV GH H ZLM H D NODFKWEHKD GHOL J JHIRUPDOLVHHUG p OHLGH G JHPDDNW (H
L IRUPHOH ZLM H D NODFKWEHKD GHOL J KR GW L GDW GH HUD WZRRUGHOLMN NODFKWEHKD GHODDU NRUW D R W D JVW
D GH NODFKW SHUVRR OLMN FR WDFW RHNW PHW GH NODJHU RP WH R GHU RHNH RI DDU WH UHGH KHLG DD GLH V
NODFKW WHJHPRHW JHNRPH ND ZRUGH %LM RRUEHHOG L GLH GDW DD GH RUGH LV GRRU KHW PDNH D H F VHV
RI KHW DD SDVVH D SURFHG UHV , GLH GH NODJHU L GW GDW GH NODFKW DDU WH UHGH KHLG LV RSJHORVW KRHIW GH
NODFKW LHW HUGHU IRUPHHO EHKD GHOG WH ZRUGH DUWLNHO ZE :HO EH HVWLJW GH JHPHH WH :RHUGH
VFKULIWHOLMN DD GH NODJHU ZDW H H W HHO LV DIJHVSURNH

, GLH HH NODFKW L IRUPHHO LHW DDU WH UHGH KHLG D GH NODJHU LV RSJHORVW RI L GLH GH NODJHU GDDURP GLUHFW
HU RHNW ZRUGW HH NODFKW LD GH IRUPHOH SURFHG UH D GH ZE DIJHKD GHOG 2S JUR G D GH
.ODFKWH UHJHOL J JHHIW GH NODFKWH FR UGL DWRU L GDW JH DO WRHSDVVL J DD GH NODFKWDG LHVSURFHG UH RDOV
EHVFKUH H L DIGHOL J D GH ZE DW KR GW L GDW GH NODJHU H GH EHNODDJGH RIILFLHHO ZRUGH
JHKRRUG GDW D KHW KRUH HUVODJ ZRUGW JHPDDNW H GDW GH NODFKWH FR UGL DWRU HH SURFHV HUEDDO D
EH L GL JH RSVWHOW PHW HH DG LHV DD GH NODFKWEHKD GHODDU 9HU ROJH V HHPW GH NODFKWEHKD GHODDU DD
GH KD G D GLW DG LHV HH EHVOLVVL J R HU GH NODFKW VWHOW GH H RS VFKULIW H VW UW GH EHVOLVVL J WH DPH PHW
KHW DG LHV D GH NODFKWH FR UGL DWRU DD GH NODJHU

9RRU ZDW EHWUHIW GH WHUPLM D DIKD GHOL J D HH NODFKW JHOGW RS JUR G D KHW EHSDDOGH L GH ZE GDW GH
NODJHU EL H HV ZHNH RI L GLH GH NODFKWDG LHVSURFHG UH ZRUGW JH RHUG IRUPHOH NODFKWDIKD GHOL J
EL H WLH ZHNH D R W D JVW D GH NODFKW HH VFKULIWHOLMNH UHDFWLH R W D JW H H WHUPLM ND RRU WH
KRRJVWH LHU ZHNH HUGDDJG ZRUGH ( H W HHO HUGHU LWVWHO LV PRJHOLMN RRU R HU GH NODJHU GDDUPHH
L VWHPW

W NOD KW G
:D HHU HH NODJHU LHW WH UHGH LV R HU GH ZLM H ZDDURS GH NODFKW GRRU GH JHPHH WH :RHUGH LV
EHKD GHOG ND GH NODJHU LFK L WZHHGH L VWD WLH ZH GH WRW GH 1DWLR DOH 2PE GVPD ZDDU GH JHPHH WH
:RHUGH VL GV MD DUL ELM DD JHVORWH LV 1DDU DD OHLGL J D HH NODFKW SUREHHUW GH 1DWLR DOH
2PE GVPD VWHHGV DNHU GRRU PLGGHO D EHPLGGHOL J L WHU H WLH WRW HH RSORVVL J D GH NODFKW WH
NRPH H 1DWLR DOH 2PE GVPD ND HFKWHU RRN EHVO LWH HH R GHU RHN WH VWDUWH 1DDU DD OHLGL J D
HH GHUJHOLMN R GHU RHN EUH JW GH 1DWLR DOH 2PE GVPD HH UDSSRUW LW ZDDUL GH EH L GL JH H HH
HL GRRUGHHO R HU GH NODFKW PHW H H W HOH DD EH HOL JH VWDD RSJH RPH RZHO GH NODJHU DOV GH
JHPHH WH R W D JH D KHW UDSSRUW HH DIVFKULIW 2 GHU KRRIGVW N ROJW HH R HU LFKW D KHW DD WDO
NODFKWH GDW GH 1DWLR DOH 2PE GVPD L R HU JHGUDJL JH D GH JHPHH WH :RHUGH KHHIW R W D JH
H RS ZHONH ZLM H GH NODFKWH GRRU GH 1DWLR DOH 2PE GVPD LM DIJHGDD
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LMI

D WDO NOD KW

, LM HU NODFKWH L JHGLH G GLH DOV RGD LJ LM JHUHJLVWUHHUG , HUJHOLMNL J PHW RULJ MDDU LM GDW HU
PHHU (H HFKWH HUNODUL J GDDU RRU LV PRHLOLMN WH JH H 0RJHOLMN GDW L RRUJDD GH MDUH RRN PHHU

NODFKWH LM L JHGLH G PDDU GDW GLH NODFKWH LHW DOOHPDDO WHU NH LV DPH D GH NODFKWH FR UGL DWRU LM
JHEUDFKW RI GRRU KHW WHDP HOI GLUHFW LM RSJHORVW H PHHVWH NODFKWH ZHUGH L JHGLH G ELM GH WHDPV I DO
H 5HL LJL J KHW .OD W &R WDFW &H WU P H 5HDOLVDWLH H %HKHHU H H WHDPV NUHJH RRN L RRUJDD GH
MDUH UHODWLHI HHO NODFKWH (H HUNODUL J GDDU RRU ND ZRUGH JH R GH L KHW IHLW GDW GH H WHDPV RRN HHO
GLUHFW FR WDFW KHEEH PHW L ZR HUV 2 GHUVWDD GH WDEHO JHHIW HH R HU LFKW D KHW DD WDO NODFKWH SHU
WHDP )HUP :HUN EHVFKLNW DOV HPHH VFKDSSHOLMNH 5HJHOL J R HU HH HLJH .ODFKWH UHJHOL J H EUH JW RRN
HH HLJH MDDU HUVODJ LW NODFKWH .ODFKWH GLH R HUKRRSW ELM GH JHPHH WH :RHUGH R HU )HUP
:HUN ZRUGH L JHGLH G ZRUGH ZHO JHUHJLVWUHHUG PDDU WHU DIKD GHOL J GRRUJHVW UG DD )HUP :HUN

7HDP�� ����� �����

I DO H 5HL LJL J

&ROOHJH % :

)HUP :HUN

, IRUPDWLHEHOHLG

- ULGLVFKH H )DFLOLWDLUH DNH

.OD W &R WDFW &H WU P

5HDOLVDWLH H %HKHHU

5 LPWHOLMNH %HOHLG H 3URMHFWH

5 LPWHOLMNH 3OD H

6RFLDDO RPHL H OLM

6RFLDDO RPHL H OLM

6RFLDDO RPHL %HOHLG

9HUJ L JH 7RH LFKW H D GKD L J

:LMNR GHUKR G ϭ� ϭ�

7 WDDO ϯϯ� ϮϮ� Ϯϵ�
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LM D DIKD G O

, KHW DIJHORSH MDDU LV R HUHH NRPVWLJ GH LH ZH .ODFKWH UHJHOL J RS LH Z JHVW UG RS KHW R HHO
PRJHOLMN L IRUPHHO DIKD GHOH D NODFKWH OV HH NODFKW DDU WH UHGH KHLG D GH NODJHU ZRUGW
DIJHKD GHOG KRHIW LHW PHHU GH IRUPHOH NODFKWSURFHG UH RDOV EHVFKUH H L KRRIGVW N D GH ZE H GH
.ODFKWH UHJHOL J D GH JHPHH WH :RHUGH WH ZRUGH JH ROJG , R GHUVWDD GH WDEHO H L KHW
JHD R LPLVHHUGH R HU LFKW NODFKWH RDOV RSJH RPH R GHU KRRIGVW N LM GH NODFKWH GLH L IRUPHHO DDU
WH UHGH KHLG D GH NODJHU LM DIJHKD GHOG DD JHG LG PHW KHW oordeel “opgelost”. Hiermee wordt bedoeld 
GDW W VVH WLMGV PHHVWDO D WHOHIR LVFK FR WDFW RI HH SHUVRR OLMNH JHVSUHN PHW GH NODJHU HH RSORVVL J LV
JH R GH RRU KHW DD GH GHVEHWUHIIH GH NODFKWH WH JUR GVODJ OLJJH GH SUREOHHP RI GDW GH KD GHOZLM H
D GH JHPHH WH DDU WH UHGH KHLG D NODJHU LV LWJHOHJG

:DW RS DOW LV GDW KHW DIJHORSH MDDU L HUJHOLMNL J PHW HH IOL N KRJHU SHUFH WDJH DD NODFKWH RS
L IRUPHOH ZLM H LV RSJHORVW , R HUUH OLMNW KHW DVWOHJJH D GH L IRUPHOH SURFHG UH L GH LH ZH
.ODFKWH UHJHOL J DOV SULPDLUH ZLM H D NODFKWDIKD GHOL J H KHW VW UH GDDURS GRRU GH NODFKWH FR UGL DWRU
LM U FKWH WH KHEEH DIJHZRUSH

$IKDQGHOLQJ���RRUGHHO� O ������DDQWDO�� ��������� ������DDQWDO�� ���������

2SJHORVW L IRUPHHO

HJUR G

2 JHJUR G

HHOV JHJUR G
GHHOV R JHJUR G

HHOV R JHJUR G
GHHOV JHH RRUGHHO

2 HULJ

dŽƚĂĂů� ϯϯ� ϭϬϬй� ϮϮ� ϭϬϬй� Ϯϵ� ϭϬϬй�

7 LM

H ZHWWHOLMNH WHUPLM ZDDUEL H HH NODFKW PRHW ZRUGH DIJHKD GHOG LV HV ZHNH RI L GLH GH IRUPHOH
NODFKWDG LHVSURFHG UH ZRUGW JH ROJG WLH ZHNH H DIKD GHOL J ND PHW WH KRRJVWH LHU ZHNH ZRUGH
HUGDDJG 2P WH ODWH LH KRH HHO NODFKWH EL H GH ZHWWHOLMNH WHUPLM LM DIJHKD GHOG H RP HH
HUJHOLMNL J PHW RRUJDD GH MDUH PRJHOLMN WH PDNH LV R GHUVWDD GH WDEHO RSJH RPH

$IKDQGHOLQJVWHUPLMQ� O ������DDQWDO�� ��������� ������DDQWDO�� ���������

ZHNH

ZHNH

dŽƚĂĂů� ϯϯ� ϭϬϬй� ϮϮ� ϭϬϬй� Ϯϵ� ϭϬϬй�
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, HUJHOLMNL J PHW RULJ MDDU LM HU HUKR GL JVJHZLMV PL GHU NODFKWH EL H HH WHUPLM D HV WRW WLH
ZHNH DIJHKD GHOG 9D GH NODFKWH PHW HH DIKD GHOL JVWHUPLM D PHHU GD WLH ZHNH KHHIW L WZHH
JH DOOH HH IRUPHOH HUGDJL J PHW LHU ZHNH SODDWVJH R GH , GH D GHUH JH DOOH LV L LHGHU JH DO R HHO
PRJHOLMN FR WDFW JHKR GH PHW GH NODJHU R HU GH DIKD GHOL JVWHUPLM H UHGH H GDW GH H NODFKWH LHW
EL H HV WRW WLH ZHNH NR GH ZRUGH DIJHKD GHOG ZDUH GL HUV KHW LHW RRUW DUH G JH RHJ RSSDNNH
D GH NODFKWEHKD GHOL J PHGLVFK R JHPDN ELM GH NODJHU FRPSOH LWHLW H RP D JULMNKHLG D GH NODFKW GH
RRG DNHOLMNKHLG D PHHUGHUH NODFKWJHVSUHNNH

2 GD NV GDW LFK VLW DWLHV N H RRUGRH GDW NODFKWH LHW EL H HH WHUPLM D HV WRW WLH ZHNH
N H ZRUGH DIJHKD GHOG EOLMIW KHW RRN NRPH G MDDU D EHOD J GDW GH NODFKWH FR UGL DWRU WRH LHW RS KHW
WLMGLJ DIKD GHOH D L JHGLH GH NODFKWH GRRU GH NODFKWEHKD GHODDUV 9D GH NODFKWEHKD GHODDUV PDJ
ZRUGH HUZDFKW GDW LM HONH NODFKW VHULH V HPH H WUDFKWH R V HO PRJHOLMN WRW HH RSORVVL J WH NRPH

.OD KW LM G 1DWL DO 2 G D

H JHPHH WH LV HUD WZRRUGHOLMN RRU GH HHUVWHOLM V DIKD GHOL J D NODFKWH , GLH HH NODJHU KHW LHW HH V
LV PHW GH DIKD GHOL J D LM NODFKW GRRU GH JHPHH WH ND GH H LFK ZH GH WRW GH 1DWLR DOH 2PE GVPD
%LM GH DIKD GHOL J D HH NODFKW LD GH IRUPHOH NODFKWSURFHG UH ZRUGW HH NODJHU GDDU L GH VFKULIWHOLMNH
UHDFWLH RRN RS JHZH H HW NRPW RRN RRU GDW E UJHUV GLUHFW FR WDFW RHNH PHW GH 1DWLR DOH 2PE GVPD
L GLH LM LFK ZLOOH EHNODJH R HU HH JHGUDJL J D GH JHPHH WH , GH UHJHO ROJW GD D LW GH 1DWLR DOH
2PE GVPD HH HUZLM L J RI HH L WHU H WLH EHPLGGHOL J RGDW NODFKWH DOV RJ L LHGHU JH DO L HHUVWH
L VWD WLH GRRU GH JHPHH WH N H ZRUGH DIJHKD GHOG

2 GHUVWDD G R HU LFKW EHWUHIW HH D GH 1DWLR DOH 2PE GVPD R W D JH R HU LFKW D R HU GH JHPHH WH
Woerden ontvangen verzoekschriften én telefonische contacten (samengevat als ‘verzoeken’ RRU ZDW EHWUHIW
KHW MDDU 7HU HUJHOLMNL J LM RRN GH FLMIHUV R HU ZHHUJHJH H

LMI DWLJ L KW N 1DWL DO 2 G D

, EHKD GHOL J SHU ϯ�

2 W D JH D W P

7H EHKD GHOH ϭϳ�

IJHGDD

1LHW L R GHU RHN WRWDDO ϭϯ�

2 GHU RHN 0HW UDSSRUW Ϭ�

2 GHU RHN 0HW UDSSRUWEULHI Ϭ�

2 GHU RHN 7 VVH WLMGV EHsL GLJG L WHU H WLH ϯ�

2 GHU RHN %HPLGGHOL J RI JRHG JHVSUHN Ϭ�

, EHKD GHOL J SHU ϭ�
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D NOD KW

H JHPHH WH VWUHHIW DOWLMG DDU KHW WHU JEUH JH D KHW DD WDO NODFKWH HW MDDU HUVODJ NODFKWH LV DDVW
HH L IRUPDWLHI L VWU PH W GD RRN RRUDO EHGRHOG DOV NZDOLWHLWVL VWU PH W RPGDW KHW L LFKW JHHIW L ZDDU
ZL VW LV WH ERHNH L GH GLH VW HUOH L J , LM L WRWDDO PHHU NODFKWH R W D JH GD L 9HHO
NODFKWH ZRUGH L JHGLH G DDU DD OHLGL J D JHGUDJL JH D PHGHZHUNHUV GLH KD GHOH DPH V HH
EHVW UVRUJDD , GLH JH DOOH LV GH NODFKWEHKD GHODDU GH WHDPPD DJHU GLH GDDUGRRU ZHHW ZDW HU L LM
WHDP VSHHOW GDDURS GLUHFW ND DFWHUH H H H W HOH FR VHT H WLHV GLUHFW WHDPEUHHG ND GRRU RHUH LW
OH HUW HH PD LPDDO OHHUHIIHFW RS H NODFKWH FR UGL DWRU DG LVHHUW GH WHDPPD DJHUV GDDURP RRN RRU
NRPH G MDDU DGU NNHOLMN KHW OHHUHIIHFW D L GL LG HOH NODFKWH WHDPEUHHG WH EH WWH GRRU JHD R LPLVHHUG
NODFKWVLW DWLHV L WHDPR HUOHJJH WH EHVSUHNH RGDW GH ND V RS KHUKDOL J D HH HOIGH RRU DO NOHL HU
ZRUGW H HU DOV JH ROJ GDDU D RRN PL GHU NODFKWH ZRUGH L JHGLH G

L DWL

RHGH FRPP LFDWLH LV HVVH WLHHO HNHU ELM GH WHDPV GLH HHO GLUHFW NOD WFR WDFW KHEEH 9HHO NODFKWH GLH
LM L JHGLH G JDD R HU HH JHEUHN DD FRPP LFDWLH H ZLM H D WH ZRRUG VWDD KHW LHW DNRPH D
DIVSUDNH KHW LWEOLM H D HH UHDFWLH LM NODFKWH GLH HH DD WDO NHHU WHU JNRPH , HUVFKLOOH GH WHDPV
LV GDDU RRU DO GH RGLJH DD GDFKW (H JRHG RRUEHHOG L GW GH NODFKWH FR UGL DWRU KHW DD VWHOOH D
SURFHVPD DJHUV 0HOGL JH RSH EDUH U LPWH ELM WHDP 5HDOLVDWLH H %HKHHU H EHWUHIIH GH SHUVR H LM
HLJH DDU D GH PHOGL JH GLH ZRUGH L JHGLH G H PRHWH EHZHUNVWHOOLJH GDW PHOGL JH ZRUGH RSJHSDNW
H GDW L FR WDFW ZRUGW JHEOH H PHW GH PHOGHU RRU ZDW EHWUHIW GH VWDW V D GH PHOGL JH H
NODFKWH FR UGL DWRU LV EH LH ZG RI GLW OHLGW WRW HH HUPL GHUL J D KHW DD WDO NODFKWH
, GDW NDGHU DG LVHHUW GH NODFKWH FR UGL DWRU GH JHKHOH RUJD LVDWLH KHW NRPH GH MDDU DD GDFKW WH KHEEH H
WH KR GH RRU JRHGH FRPP LFDWLH R RGLJ GDDU RRU H WUD PLGGHOH EHVFKLNEDDU WH VWHOOH H RS GLH
PD LHU L WH HWWH RS HH HUEHWHUL J D GH GLH VW HUOH L J
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6RFLDDO RPHL H OLM ODVWLJ DOOH GRRU OHHUSOLFKWDPEWH DDU WHUZLMO RR
D GHUH RSOHLGL J JDDW GRH MD RSJHORVW

.OD W &R WDFW &H WU P HUORRS WUR ZFHUHPR LH MD RSJHORVW

5 LPWHOLMN %HOHLG
3URMHFWH HUNHHUVR HUODVW 9HO ZHPHHU HH R JHJUR G

I DO H 5HL LJL J ULMJHGUDJ FKD IIH U LO LVD WR MD RSJHORVW

I DO H 5HL LJL J LHW IOH LEHOH RSVWHOOL J ZLM H D EHMHJH L J
PHGHZHUNHU 6WDGVHUI MD RSJHORVW

6RFLDDO RPHL H OLM KD GHOH VRFLDDO PDNHODDUV MD RSJHORVW

I DO H 5HL LJL J FRPP LFDWLH ZLM H D EHMHJH L J GRRU PHGHZHUNHU
0LOLH VWUDDW MD RSJHORVW

)HUP :HUN LHW DNRPH WRH HJJL JH H R RUJ OGLJ ZHUNH
)HUP :HUN W GRRUJHVW UG

I DO H 5HL LJL J WDDOJHEU LN PHGHZHUNHU I DO H 5HL LJL J MD RSJHORVW

6RFLDDO RPHL H OLM PD LHU D FRPP LFHUH EHMHJH L J GRRU PHGHZHUNHU
5HJLR DDO % UHD /HHUSOLFKW MD RSJHORVW

.OD W &R WDFW &H WU P SLORW EH RUJH SDVSRRUW MD RSJHORVW

6RFLDDO RPHL H OLM R WHUHFKWH HLOLJKHLGVPHOGL J H EHMHJH L J GRRU
PHGHZHUNHU H WHDPPD DJHU :RHUGH :LM HU MD RSJHORVW

.OD W &R WDFW &H WU P DIZLNNHOL J HUK L L J DDU E LWH OD G MD RSJHORVW

&ROOHJH % : LWODWL JH H KR GL J ZHWKR GHU WLMGH V EHZR HUVD R G MD RSJHORVW
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6RFLDDO RPHL %HOHLG
SURFHG UH E UJHUL LWLDWLHI RSN DSSH VSHHOSODDWVMH H
LWEOLM H D UHDFWLH D LW GH JHPHH WH RS HHUGHUH

NODFKW
MD RSJHORVW

I DO H 5HL LJL J
ZLM H D WH ZRRUG VWDD PHGHZHUNHU 6WDGVHUI H
LWEOLM H UHDFWLH RS H PDLO ELM DD UDDJ RP LH ZH

DI DOSDV
MD RSJHORVW

.OD W &R WDFW &H WU P LHW L KHW ( JHOV WH ZRRUG N H VWDD D HH
PHGHZHUNHU D KHW .&& MD RSJHORVW

I DO H 5HL LJL J JH DDUOLMN ULMJHGUDJ FKD IIH U LO LVZDJH MD RSJHORVW

I DO H 5HL LJL J ZLM H D EHMHJH L J FRPP LFDWLH PHGHZHUNHU
6WDGVHUI MD RSJHORVW

5 LPWHOLMNH 3OD H LHW EHD WZRRUGH D EULH H H H PDLOV MD RSJHORVW

.OD W &R WDFW &H WU P ZHLJHUH GRRU WH HUEL GH GRRU PHGHZHUNHU 7,3 MD RSJHORVW

&ROOHJH % : NZDOLWHLW D KHW ZHUN GDW GH JHPHH WH OH HUW HH GHHOV R JHJUR G
GHHOV JHH RRUGHHO

5 LPWHOLMN %HOHLG
3URMHFWH SRVWEH RUJL J LD 6D GG R EHWUR ZEDDU MD RSJHORVW

5HDOLVDWLH %HKHHU LHW UHDJHUH RS UDDJ H NODFKW R HU
V RHLZHUN DDPKHGH MD RSJHORVW

9HUJ L JH 7RH LFKW
D GKD L J

V JJHVWLH H RSPHUNL JH D EHKD GHOH G DPEWH DDU
L SURFHVVW NNH MD RSJHORVW

:LMNR GHUKR G LWEOLM H UHDFWLH RS HU RHN RP VWD GSODDWV RS GH
.RHLH PDUNW MD RSJHORVW

5HDOLVDWLH %HKHHU LWEOLM H V RHLH LHW DNRPH DIVSUDNH H JHEUHN
DD FRPP LFDWLH MD RSJHORVW

I DO H 5HL LJL J EHKD GHOL J EH ZDDU LHW R DIKD NHOLMN JHEUHNNLJH
FRPP LFDWLH MD RSJHORVW

5HDOLVDWLH %HKHHU LWEOLM H V RHLH ZLVVHOH GH PHGHZHUNHUV JHEUHN DD
FRPP LFDWLH MD RSJHORVW
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&ROOHJH % :

KD GHOVZLM H FROOHJH R HU GH DIJHORSH MDUH JHH
VSUDNH REMHFWLH H EHOD JH DIZHJL J JHPHH WH
EHD WZRRUGW EULH H LHW H HJHHUW ZHWWHOLMNH

EHVOLVWHUPLM H

HH GHHOV JHJUR G GHHOV
R JHJUR G

.OD W &R WDFW &H WU P KD GHOH H LWVSUDNH PHGHZHUNHU % UJHU DNH D
HU RHN RP L IRUPDWLH LW %53 MD RSJHORVW

I DO H 5HL LJL J ZLM H D FRPP LFHUH PHGHZHUNHU 5 D HU RHN
RP RJPDDOV OHJH FR WDL HU MD RSJHORVW

5HDOLVDWLH %HKHHU KHW LHW HUOH H D HH R WKHIIL J RRU SDUNHUH L GH
5LM VWUDDW WHUZLMO GH H ZHO ZDV WRHJH HJG MD RSJHORVW
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