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9:;:9#7))1&<+*5*+/-#/(#01/..2034*3154#$15+-&1.#

"#$! %&'()*+,-! ./0/1-! (2! )$34(56$5+3! +#*57! +#&+! +#$)$! 3#(896! :$! &5! &;;)$6*+&+*(5! 4)(;$33! 2()! ;)(33<
;89+8)&9!+)&*5$)3!+#&+!*5;986$3!&!3$+!(2!3+&56&)630!!
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A$3! ./0/1 ..
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B(!(4*5*(5! H0I1 H

"(+&9!)$34(56$5+3 J.
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!" #$%&'()&*(+',-&*.%+$/,
0" 1$('-(2&3,3+-&*(+',
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Age of participants Descriptive Statistics (cctpr515.sta)

Lower Upper Quartile
Mean Median Minimum Maximum Quartile Quartile Range

Females 37.72 37.00 17.00 70.00 28.00 46.00 18.00
Males 37.09 37.50 20.00 70.00 28.00 43.00 15.00
Persons 37.51 37.00 17.00 70.00 28.00 45.00 17.00  
!"#$ 3#2)+.$ +4#$ '($ -&'//E-6*,6&+*$ ,&+).).4$ %+&,)-)%+.,/$ 8+/$ ;>$ 0#+&/9$ !"#$ +4#$ /,&6-,6&#$ '($ 3+*#/$ +.2$
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N30&'(&#!-234#5!'+0'!>JA!.$!83.*307-!&.),2&'#,!()!'+#!3#-#03&+!8#3(.,!J@@@OJ@@K!9#3#!.)#!,05!.3!%#--!

()!,230'(.)?!!

P-!,(-&2--#,!()!'+#!%('#30'23#!3#4(#96!'+#!:3#4('5!.$!MMC!83.*307-!(-!&.)-(,#3#,!0!-(*)($(&0)'!(78#,(7#)'!

'.!%#03)()*!0),!'+#!-2:-#I2#)'!(780&'!.$!%#03)()*!.)!;.:!8#3$.370)&#6!:#+04(.23-!0),!0''('2,#-?!
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!

:;!;:$<6+,/)6*+,0.$=,+&$>426+,0.$0)$%26,.,.7$?20726@/$

 ""#$%! &'! ()*+&,-),.*! .&! ./0*! 12)*.0&,! (3.)-! ./)! -2(3.0&,! &'! ./)0(! .(30,0,4! +(&4(35*! 3*!
*3.0*'36.&(7#!!

 89#$%! 6&,*0-)()-! ./)0(! +(&4(35*! .&! :)! .&&! */&(.#! ;&<)=)(>! 0,! 3! ?3.)(! 12)*.0&,! &,! /&<! .&!
05+(&=)!./)!.(30,0,4!@ABCD>!C8#$%!()6&55),-)-!0,6()3*)-!.05)#!

 B#E%!(3.)-!./)!+(&4(35*!3*!.&&!?&,4#!

F(&5!<(0..),!6&55),.*!()43(-0,4!05+(&=)5),.!&'!.(30,0,4!3,-!'2(./)(!.(30,0,4!,))-*!3,-!&:G)6.0=)*>!0.!
3++)3(*! ./3.! ()*+&,-),.*!<3,.)-!5&()! .05)! 0,! &(-)(! .&! -))+),! H,&<?)-4)! &'! 62?.2(3?! 0**2)*>! )I+3,-!
H,&<?)-4)!&'!*+)60'06!62?.2()*!3,-!36120()!*H0??*!'&(!3++?70,4!62?.2(3?!3<3(),)**!3,-!H,&<?)-4)!.&!<&(H!
*0.23.0&,*#!

:;!;A$(-6546+,0.$10@B62,/0./$CD$>426+,0.$0)$%26,.,.7$?20726@/$

J/)!+()-&50,3,6)!&'!()*+&,-),.*!</&!3..),-)-!3!8K-37!+(&4(35!&(!3!/3?'K-37!@LKC!/&2(D!+(&4(35!3,-!
./)!=)(7!*53??!,25:)(*!</&!3..),-)-!+(&4(35*!&'!&./)(!?),4./*>!53H)!5)3,0,4'2?!6&5+3(0*&,*!:).<)),!
./)*)! 4(&2+*! -0''062?.#! M&5)! ()*2?.*! 3()! '30(?7! +()-06.3:?)N! '&(! )I35+?)>! (3.0,4*! '&(! 5&*.! -)+),-),.!
=3(03:?)*!3()!?&<)(!35&,4!()*+&,-),.*!</&!3..),-)-!8K/&2(!+(&4(35*#!O./)(*!3()!*&5)</3.!*2(+(0*0,4N!
'&(! )I35+?)>! ()*+&,-),.*! </&! 3..),-)-! BK/&2(! &(! /3?'K-37! +(&4(35*! 43=)! /04/)(! (3.0,4*! '&(! *)=)(3?!
=3(03:?)*!./3,!-0-!./&*)!</&!3..),-)-!3!'2??!-37!+(&4(35#!J/)()!3()!&:=0&2*?7!5&()!*04,0'063,.!'36.&(*!
*26/! 3*! +(&4(35! 3,-! .(30,)(! )'')6.0=),)**! ./3.! 3'')6.! )=3?23.0&,! (3.0,4*#! P&5+3(0*&,*! :7! -2(3.0&,! &'!
+(&4(35!./)()'&()!3()!0,6?2-)-!3*!4),)(3??7!0,-063.0=)!-3.3!&,?7#!

:;!;E$<+D5'$0)$%26,.,.7$?20726@/$

 EQ#"%! ()+&(.)-! ./)0(! .(30,0,4!+(&4(35!3*! 6&5+(0*0,4! 3!:3?3,6)!&'! -0-36.06! @)#4#! ?)6.2(0,4D! 3,-!
+3(.060+3.0=)R0,.)(36.0=)! *.7?)*#! J/0*! ()'?)6.*! 3! '0,-0,4! &'! ./)! BQQS! PPJ! J(30,)(*! M2(=)7! ./3.!
0,.)(36.0=)!)I)(60*)*!0,6?2-0,4!*052?3.0&,*!3,-!63*)!*.2-0)*!<)()!2*)-!:7!./)!?3(4)*.!+)(6),.34)*!
&'!.(30,)(*#!!

 8B#C%! *30-! ./)! *.7?)! &'! ./)0(! +(&4(35*! 6&5+(0*)-! 530,?7! ?)6.2(0,4! 3,-! +()*),.3.0&,! &'!
0,'&(53.0&,#!

 $#B%!()+&(.)-!./3.!./)!*.7?)!<3*!530,?7!0,.)(36.0=)!-0*62**0&,*!3,-!)I)(60*)*#!



 

!"#$%&$'()**+( 181(

,-.-/(011$23425$(614178("9(:'4;2;2<(='"<'4%8(

 !"#!$%&'%()*+&,-),.*%()+&(.)-%/..),-0,1%.(/0,0,1%+(&1(/2*%3&45,./(046#%
 78#9$%()+&(.)-%/..),-0,1%.(/0,0,1%+(&1(/2*%:&2+54*&(046#%%

;% :&2+/(0*&,% &'% .<)% (/.0,1*% 103),% =6% 3&45,./(6% /,-% :&2+54*&(6% +/(.0:0+/,.*% *<&>*% *01,0'0:/,.%
-0'')(),:)*%0,%*)3)(/4%)3/45/.03)%()*+&,*)*#%%

?&45,./(6%+/(.0:0+/,.*%1/3)%*01,0'0:/,.46%<01<)(%(/.0,1*%'&(%/44%@5)*.0&,*%()1/(-0,1%+(&1(/2%)''):.03),)**A%
.6+0:/446%1030,1%.>0:)%/*%2/,6% .&+%(/.0,1*% BC%&(%DE%/*%>)()%103),%=6%:&2+54*&(6%/..),-))*#%F<04)%2&*.%
&.<)(%()*+&,*)*%>)()%,&.%*01,0'0:/,.46%-0'')(),.A%:&2+54*&(6%/..),-))*%1/3)%<01<)(%(/.0,1*%&,%@5)*.0&,*%
:&,:)(,0,1%.<)%02+&(./,:)%&'%GGH%/,-%.<)0(%/=040.6%.&%.(/,*')(%.<)0(%4)/(,0,1%.&%.<)%>&(I+4/:)#%%

J0'')(),:)*%=).>)),%.<)%()*+&,*)*%&'%.<)%.>&%1(&5+*%/()%0,-0:/.)-%=)4&>%&,46%><)()%.<)6%/()%*./.0*.0:/446%
*01,0'0:/,.#%

,-.->(?41$8("9(:'4;2;2<(='"<'4%8(

K)*+&,-),.*%/..),-)-%.(/0,0,1%+(&1(/2*%/%20,0252%&'%7%L%2&,.<*%=)'&()%.<)%:&22),:)2),.%&'%.<)%
4&,10.5-0,/4%*5(3)6%0,%20-MN/(:<%7""O%/,-%/%2/P0252%&'%Q7%2&,.<*%=)'&()%0.*%:&2+4).0&,%0,%20-MR5,)%
7""O#%;*%.<)%QCD%()*+&,*)*%>)()%*),.% '/0(46%)3),46%&3)(% .<)%QCM>))I%*5(3)6%+)(0&-A% .<)%+)(:),./1)*%/.%
)/:<%0,.)(3/4%*<&>,%/()%/++(&P02/.0&,*%&,46#%%

S)(0&-%7""D% $%&'%K)*+&,*)* ;++(&P02/.)%T,.)(3/4%U).>)),%T22)-0/.)%
S&*.MH(/0,0,1%V3/45/.0&,%/,-%W&,10.5-0,/4%

V3/45/.0&,
R5,%M%;51% Q8#!$ XMQ"%2&,.<*
Y)+.%M%Z:.% 9C#Q$ OM!%2&,.<*
[&3% 9C#X$ CMD%2&,.<*
J):% QQ#C$ 7#DM9%2&,.<*
% Q""#"$

H<)% /++(&P02/.)%2)-0/,% 0,.)(3/4% =).>)),% .(/0,0,1% /,-% 4&,10.5-0,/4% .(/0,0,1% )3/45/.0&,% 0*% D#C%2&,.<*#%
BV*.02/.)-%/*%.<)%-0'')(),:)%=).>)),%.<)%2)-0/,%2&,.<%.<)%.(/0,0,1%>/*%():)03)-%/,-%.<)%2)-0/,%-/.)%
.<)%+/(.0:0+/,.% :&2+4).)-% .<)% 4&,10.5-0,/4% )3/45/.0&,% *5(3)6#E%H<0*%-0*.(0=5.0&,% *<&>*% .</.% .<)% 0,.)(3/4%
'&(%D9#X$%&'%+/(.0:0+/,.*%>/*%*0P%2&,.<*%&(%2&()#%

,-)(@"%A4'41;#$(B#4C741;"28D(='"<'4%(423(:'4;2$'(B99$51;#$2$88(

;44%&'% .<)% 4&,10.5-0,/4% )3/45/.0&,%:&2+/(/.03)% (/.0,1*%&'% .<)%7""D%:&(()*+&,-0,1%3/(0/=4)*%>)()% 4&>)(#%
H<0*%2/6% =)% 0,.)(+().)-% /*% /,% )P+):.)-% \*&=)(0,1]% )''):.% /*% +/(.0:0+/,.*% ()'4):.% &,% .(/0,0,1% +(&1(/2*%
.<)6%/..),-)-%*)3)(/4%2&,.<*%/1&#%T.%0*%/4*&%+&**0=4)%.</.%+/(.0:0+/,.*%><&%()*+&,-)-%>0.<%4&>)(%(/.0,1*%
0,%7""D%>)()%2&()%<01<46%()+()*),.)-%/2&,1%.<&*)%()*+&,-0,1%.&%.<)%4&,10.5-0,/4%*5(3)6A%.<&51<%.<)()%
0*%,&%>/6%.&%.)*.%.<0*%/*%0,-030-5/4%()*+&,-),.*%>)()%,&.%0-),.0'0)-%/:(&**%*5(3)6*#%%

^&(% .<)%)4)3),%3/(0/=4)*% ()4/.)-% .&%+(&1(/2%)''):.03),)**% 02+&(./,:)% .&%>&(I%/,-%I,&>4)-1)%/:@50()-%
BW&,10.5-0,/4%Y5(3)6%_%XMQXEA%.<)%(/.0,1*%>)()%4&>)(%=6%/,%/3)(/1)%&'%D#O$#%%

^&(% .<)% .<())% 3/(0/=4)*% ()4/.)-% .&% /++40:/.0&,% /,-% .(/,*')(% &'% I,&>4)-1)% /,-% :&,.(0=5.0&,% .&% `&=%
)''):.03),)**A%.<)%4&,10.5-0,/4%(/.0,1*%>)()%4&>)(%=6%/,%/3)(/1)%&'%Q8#X$#%H<)%()*54.*%'&(%.<)*)%3/(0/=4)*%
/++)/(% .&% ()'4):.% .<)% :&22&,46% ()+&(.)-% 4020./.0&,*% &'% .<)% /++40:/=040.6% /,-% 3/45)% &'% *<&(.% .(/0,0,1%
+(&1(/2*%0,%.<)%/()/*%&'%:5*.&2)(%/,-%>&(I+4/:)%:&225,0:/.0&,#%T.%0*%/4*&%02+&(./,.%.&%,&.)%.</.%.<)*)%
.<())%3/(0/=4)*%>)()%,&.%-0():.46%:&2+/(/=4)#%H<)%7""D%*5(3)6%/*I)-%()*+&,-),.*%.&%+()-0:.%.<)%)P.),.%.&%
><0:<%.<)6%')4.%:&,'0-),.% 0,%.<)0(%/=040.6% .&%/++46%&(%.(/,*')(% 4)/(,0,1%/,-%.<)%)P.),.%.&%><0:<% 0.%>&54-%
:&,.(0=5.)%.&%.<)0(%`&=%)''):.03),)**A%><04)%.<)%7""O%*5(3)6%/*I)-%.<)2%.&%)*.02/.)%.<)%/:.5/4%)P.),.%&'%
.<)*)%3/(0/=4)*#%
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!"#$$%&'()**%&$+'$,")-.,)-$'$,%'+-"/%0'"%.1"2#&.'2%*1&2'1&2')34%($#/%+'5)"'5-"$,%"'$"1#&#&.'6)#&$'$)'
$,%'&%%2'5)"'778'$,1$'.)%+'3%0)&2'#&$")2-($)"0'9%/%9+'$)'5)(-+')&'+:#99+'2%/%9)6*%&$'1&2'6%"5)"*1&(%;
"%91$%2'1669#(1$#)&+<'8,%'()**%&$+'1&2'5#&2#&.+'"%.1"2#&.'$,%')".1&#+1$#)&19'(9#*1$%'#&2#(1$%'$,1$'=,#9%'
$,%' +-66)"$' 5)"' 778' 166%1"+' 51#"90' +$")&.>' #$' &%%2+' $)' 3%' $"1&+91$%2' #&$)' 6"1($#(19' +$"1$%.#%+' 1&2'
#&()"6)"1$%2'1+'1'5)"*19'%9%*%&$')5'6")5%++#)&19'2%/%9)6*%&$'1&2'6%"5)"*1&(%'166"1#+19<'

8,%'9)&.#$-2#&19'"1$#&.'5)"')/%"199'$"1#&#&.'+1$#+51($#)&'=1+'9)=%"'$,1&'$,%'?@@A'"1$#&.'30'B<CD<'8,#+'(1&'
3%' #&$%"6"%$%2' 1+' 1' ()*3#&1$#)&' )5' $,%' %/19-1$#)&+' )5' $"1#&#&.' %55%($#/%&%++' 1&2' $,%' +-3+%E-%&$'
=)":691(%'%F6%"#%&(%+'"%59%($%2'#&'$,%'13)/%'$,"%%'/1"#139%+<'

G9$,)-.,'$#*%',1+'199)=%2'5)"'"%59%($#)&'1&2'"%;1++%++*%&$>'$,%'*14)"#$0')5'"%+6)&+%+'$)'$,%'9)&.#$-2#&19'
%/19-1$#)&' +,)=' $,1$' 61"$#(#61&$+' "%*1#&' 91".%90' +1$#+5#%2' =#$,' $,%#"' $"1#&#&.' %F6%"#%&(%' 3-$' 6%"(%#/%'
+#.&#5#(1&$'"))*'5)"'#*6")/%*%&$'#&'1'&-*3%"')5'1+6%($+<''

:;#;!$<20726=$>'/,7.$

?@@A'8"1#&#&.'H/19-1$#)&'I-%+$#)&'J'()*61"%2'=#$,'?@@K'L)&.#$-2#&19'H/19-1$#)&'I-%+$#)&'BM'NO)='
%55%($#/%'=1+'$,%'2%+#.&')5'$,%'6")."1*PQ'

?!3"$())'*+,-'.'//$0)$>'/,7.$
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2005 0.6% 3.3% 17.5% 51.8% 26.8%

2006 0.0% 4.2% 24.6% 56.3% 14.8%

Change -0.6% 0.9% 7.1% 4.5% -12.0%

1=low 2=below avg 3=avg 4=above avg 5=high

'
?@@A'IJ'G/%"1.%'R1$#&.M' S<@J' G/%"1.%'R1$#&.'TDUM'' CA<?D'

?@@K'IB'G/%"1.%'R1$#&.M' V<B?' G/%"1.%'R1$#&.'TDUM'' C@<SD'

W#55%"%&(%M' ;@<JX'

D'7,1&.%'#&'R1$#&.'Y()"%M'' ;S<BD'

7)**%&$'

8,%"%' =1+' 1' "%2-($#)&' )5' J?' 6%"(%&$1.%' 6)#&$+' #&' $,%' ,#.,%+$' "1$#&.' 5)"' 2%+#.&' %55%($#/%&%++>' "1$#&.+'
"%2#+$"#3-$%2'$)'$,%'1/%"1.%'1&2'13)/%'1/%"1.%'"1$#&.+<''

Z1"$#(#61&$!"' ()**%&$+' )&' =10+' $)' #*6")/%' $,%' $"1#&#&.' T+%%' S<?<K' U' 2%*)&+$"1$%' $,1$' #&' "%$")+6%($>'
61"$#(#61&$+'6%"(%#/%2'1'&-*3%"')5'1"%1+'#&'=,#(,'6")."1*'2%+#.&'()-92',1/%'3%%&'#*6")/%2<'

I?B'7)*61"#+)&'30'Z")."1*'W-"1$#)&'

Z%"(%&$1.%')5'"%+6)&2%&$+'"1$#&.'6")."1*'2%+#.&'%55%($#/%&%++'1+'13)/%'1/%"1.%')"',#.,<''

>426+,0.$ #$>6@/$ !$>6@ A$>6@ #$&2/$ !$&2

<'2*'.+67'$ !BBC$ DBC "#;#C DE;FC$ !E;DC
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(

,-)-)(.'/01$'(233$450#$1$66(

!""#$%&'()()*$+,'-.'/(0)$1.23/(0)$!$4056'&27$8(/9$!"":$;0)*(/.7()'-$+,'-.'/(0)$1.23/(0)$<=$>?08$
2@@24/(,2$8'3$/92$/&'()2&AB$

7)89(.'/01$'(233$450#$1$66(
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2005 0.4% 0.9% 9.0% 37.2% 52.4%

2006 1.4% 3.5% 14.1% 50.7% 30.3%

Change 1.0% 2.6% 5.1% 13.5% -22.1%

1= low 2= below avg 3= avg 4= above avg 5= high

$
!""#$1!$C,2&'*2$D'/()*=$ EFE"$ C,2&'*2$D'/()*$GHI=$$ J#F"#H$

!"":$1<$C,2&'*2$D'/()*=$ EF"#$ C,2&'*2$D'/()*$GHI=$$ K:F!H$

L(@@2&2)42=$ M"FN#$

H$O9')*2$()$D'/()*$P40&2=$$ MJF"$H$$

O0552)/$

%92$503/$3(*)(@(4')/$49')*2$()$&'/()*3$(3$'$&27.4/(0)$0@$!!FQ$62&42)/'*2$60()/3$()$/92$9(*923/$&'/()*$@0&$
/&'()2&$ 2@@24/(,2)233R$ &27(3/&(S./27$ /0$ /92$ ',2&'*2$ ')7$ 'S0,2$ ',2&'*2$ 4'/2*0&(23F$ %92$ 'S0,2$ ',2&'*2$
4'/2*0&T$ 9'7$ /92$ 9(*923/$ ()4&2'32$ 0@$ QNF#$ 62&42)/'*2$ 60()/3$ ()$ /92$ 4056'&(30)$ S2/822)$ /92$ !""#$
2,'-.'/(0)$')7$/92$!"":$2,'-.'/(0)F$

%9(3$49')*2$5'T$S2$'$&2@-24/(0)$0@$'/$-2'3/$/80$@'4/0&3F$U(&3/-TR$(/$5'T$S2$2V6-'()27$ST$'$&2,2&3'-$0@$/92$
>9'-0$2@@24/BF$%92$9(*9$(5527('/2$603/M/&'()()*$2,'-.'/(0)3$()4-.727$/92$/&'()2&3R$@&2W.2)/-T$&260&/27$()$
*-08()*$/2&53$3.49$'3$>2)/9.3('3/(4B$')7$>6'33(0)'/2BF$X)$&2/&03624/R$'3$&'/()*3$@0&$0/92&$'3624/3$0@$/92$
/&'()()*$'&2$&27.427R$&'/()*3$@0&$/92$/&'()2&$'&2$()4-.727$()$/92$&27.4/(0)F$C$3240)7R$&2-'/27R$2V6-')'/(0)$
5'T$ -(2$ ()$ 603/M/&'()()*$ 80&Y6-'42$ 2V62&(2)423$ 0@$ )0/$ S2()*$ 'S-2$ /0$ '66-T$ /92$ -2'&)()*$ /0$ 80&YR$ 0&$
&2'-(Z()*$/92$-(5(/'/(0)3$0@$/92$-2'&)()*$4056'&27$8(/9$/92$4056-2V(/T$0@$'$5.-/(4.-/.&'-$4.3/052&$32&,(42$
')7$80&Y6-'42$2),(&0)52)/F$$

1<$O056'&(30)$ST$[&0*&'5$L.&'/(0)$

[2&42)/'*2$0@$&2360)72)/3$&'/()*$/&'()2&$2@@24/(,2)233$'3$'S0,2$',2&'*2$0&$9(*9$$

:;'/50"1( )(:/<6( =(:/< >(:/< )(?'6( =(?'

@$'4$15/A$( =**B( C=-,B CD-)B C,-+B( EE-EB
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#:;:<$%26,.'2$=.0>5'?7'$

!""#$%&'()()*$+,'-.'/(0)$1.23/(0)$4$5067'&28$9(/:$!"";$<0)*(/.8()'-$+,'-.'/(0)$1.23/(0)$=">$?@09$

A)09-28*2'B-2$9'3$/:2$/&'()2&CD$

@<3@!A$%26,.'2$=.0>5'?7'$
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50%

60%

2005 0.4% 0.9% 9.0% 37.2% 52.4%

2006 0.0% 2.1% 9.2% 44.0% 44.7%

Change -0.4% 1.2% 0.2% 6.9% -7.7%

1= low 2= below avg 3= avg 4= above avg 5= high

$

!""#$14$E,2&'*2$F'/()*>$$ GH#I$ E,2&'*2$F'/()*$JKL>$$ IMH;=K$

!"";$1="$E,2&'*2$F'/()*>$$ GH4=$ E,2&'*2$F'/()*$JKL>$$ I!HIK$

N(OO2&2)52>$ P"H!Q$

K$R:')*2$()$F'/()*$S50&2>$$ P#HMK$
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2005 2.0% 10.0% 23.8% 41.7% 22.6%

2006 4.3% 9.9% 29.8% 46.1% 9.9%

Change 2.3% -0.1% 6.0% 4.4% -12.7%

1=low 2=below avg 3=avg 4=above avg 5=high

$

!""#$1#$C,2&'*2$D'/()*E$ F=GF$ C,2&'*2$D'/()*$HIJE$$ :K=!<I$

!"":$1<!$C,2&'*2$D'/()*E$ F=LK$ C,2&'*2$D'/()*$HIJE$ :<=MI$

N(@@2&2)42E$ O"=!#$

I$P9')*2$()$D'/()*$Q40&2E$O:=KI$$

P0552)/$

R)$/92$!""#$%&'()()*$+,'-.'/(0)$Q.&,2?$/92&2$8'3$')$()4&2'32$0@$!"=MI$0)$/92$S&2O%&'()()*$Q.&,2?$32-@O
'3323352)/$0@$T)08-27*2$0@$60-(4(23$')7$(33.23=$%92$&27.427$-0)*(/.7()'-$2,'-.'/(0)$&'/()*$'/$/92$.662&$
2)7$0@$/92$34'-2U$4056'&27$8(/9$()4&2'327$&'/()*3$()$/92$5(7O&')*23U$5'?$()7(4'/2$/9'/$6'&/(4(6')/3$9',2$
V24052$50&2$'8'&2$0@$/92$4056-2W(/?$0@$60-(4(23$')7$(33.23$')7$9',2$)0/27$/92$&2-'/(,2$()'V(-(/?$0@$/92$
/&'()()*$/0$6&0,(72$*&2'/2&$T)08-27*2$')7$()3(*9/$()/0$/9232=$$

X&(//2)$ 40552)/3$ ()7(4'/2$ /9'/$ 6'&/(4(6')/3$ *'()27$ @'4/.'-$ T)08-27*2$0@$ 60-(4(23$ ')7$ (33.23$ ()4-.7()*$
()@0&5'/(0)$0)$&230.&423$')7$2W/2&)'-$')7$()/2&)'-$30.&423$0@$'33(3/')42=$$

1<!$P056'&(30)$V?$S&0*&'5$N.&'/(0)$

S2&42)/'*2$0@$&2360)72)/3$&'/()*$(56&0,27$.)72&3/')7()*$0@$60-(4(23$')7$(33.23$'3$'V0,2$',2&'*2$0&$9(*9$
H!"":$Q.&,2?$',2&'*2E$#:IJ$

D<':C7"0( )(D:E9( @(D:E F(D:E )(G'9( @(G'

6$'8$0C:4$( ++-HI( >H-)I >>->I >.-JI( ..-.I

$
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<DE)89&:"+07"&63)41$%6:$)>6+"&:?)) @AFG)

!"##$%$&'$?) ) ) HBA@G)

I)JK6&:$)"&)>6+"&:)/'9%$?)) ) DEA@I)

LK$) #9339,"&:) 'K6%+) (K9,() +K$) 'K6&:$() "&)7"(+%"*0+"9&)9#) %6+"&:() #9%)M&9,3$7:$)9#)N93"'"$() 6&7) "((0$()

*$+,$$&)+K$)N%$.(0%1$2O)+K$)+%6"&"&:)$16306+"9&)6&7)+K$)39&:"+07"&63)$16306+"9&A)
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)

:;<;<$8=62'.'//$0)$>.)54'.*'$0)$?=.$145+42'$

EBB=)L%6"&"&:);16306+"9&)<0$(+"9&)P)'95N6%$7),"+K)EBBP)89&:"+07"&63);16306+"9&)<0$(+"9&)D@A)Q9,)

50'K)7"7)+K$)N%9:%65)"&'%$6($)290%)6,6%$&$(()9#)+K$)"&#30$&'$)290%)9,&)'03+0%$)K6()9&)290%)+K90:K+()

6&7)*$K61"90%(R)

@A3@!<$B.C'2/+6.C,.7$>.)54'.*'$0)$145+42'$0.$D'5)$
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60%

2005 1.3% 4.7% 20.9% 49.4% 23.6%

2006 0.7% 8.3% 25.7% 50.7% 14.6%

Change 0.6% 3.6% 4.8% 1.3% -9.0%

1=low 2=below avg 3=avg 4=above avg 5=high

)

EBB=)<P)41$%6:$)>6+"&:?) @AGC) 41$%6:$)>6+"&:)SIT?) )UEAECI)

EBBP)<D@)41$%6:$)>6+"&:?) )@AUB) 41$%6:$)>6+"&:)SIT?)) PUA=I)
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!"##$%$&'$() *+,-.)

/)012&3$)"&)425"&3)6'7%$() *8,./))

0799$&5)

:1$;$)%$;<7&;$;)2<<$2%)57)"&="'25$)5125>)7&)%$#?$'5"7&>)<2%5"'"<2&5;)2%$)97%$)2@2%$)7#)51$)'79<?$A"5B)2&=)
7#5$&)1"==$&)&25C%$)7#)2)'C?5C%$D;)"&#?C$&'$;)7&)"5;)9$9E$%;)2&=)51$%$#7%$)?$;;)?"F$?B)57)%25$)51$"%)3%7@51)
7#) C&=$%;52&="&3) 2;) 1"31?B) 2;) 51$B) ="=) "99$="25$?B) 2#5$%) 51$) G++H) 5%2"&"&3) <%73%29>)@1"'1) ;17@$=) 2)
H,H/) "&'%$2;$) 7&) <%$*;C%I$B) %25"&3;,)J7@$I$%>) 51$) "&'%$2;$=) %25"&3;) "&) 51$)9"=*%2&3$)92B) "??C;5%25$) 2)
97%$)'7&;"=$%$=)I"$@)7#)51$)$A5$&5)7#)51$"%)?$2%&"&3,)

K-L)079<2%";7&)EB)M%73%29)!C%25"7&)

M$%'$&523$)7#)%$;<7&=$&5;)%25"&3)"&'%$2;$=)C&=$%;52&="&3)7#)"&#?C$&'$)7#)7@&)'C?5C%$)2;)2E7I$)2I$%23$)
7%)1"31))

NG++O)6C%I$B)2I$%23$()OH,L/P)

,-'./0"1( )(,.23( 4(,.2 5(,.2 )(6'3( 4(6'

7$'8$1/.9$( ++:;<( =;:)< ==:=< =>:?<( >>:><

!"##$%$&'$;)E$5@$$&)M%$*6C%I$B)6$?#)Q;;$;;9$&5)2&=)R7&3"5C="&2?)SI2?C25"7&)

KHE)M%$*6C%I$B)QI$%23$)425"&3()) L,O8))

K-L)R7&3"5C="&2?)QI$%23$)425"&3() L,T+)

!"##$%$&'$() ) ) U+,+O)

/)012&3$)"&)425"&3)6'7%$()) -,O/))

:1$)#7??7@"&3)'12%5);17@;)51$)'12&3$;) "&)=";5%"EC5"7&)7#)%25"&3;)7#)2@2%$&$;;)7#)51$) "&#?C$&'$)7#)7@&)
'C?5C%$)E$5@$$&)51$)<%$*;C%I$B>)51$)5%2"&"&3)$I2?C25"7&)2&=)51$)?7&3"5C="&2?)$I2?C25"7&,)
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)

@:>:@(A1"BC$D9$("E(F'"33GF-C/-'.C(F"%%-108./0"1(HI0CC3(

G++H):%2"&"&3)SI2?C25"7&)KC$;5"7&)T)'79<2%$=)@"51)G++O)R7&3"5C="&2?)SI2?C25"7&)KC$;5"7&)-8()J7@)
9C'1)="=)51$)<%73%29)"&'%$2;$)B7C%)F&7@?$=3$)7#)'%7;;*'C?5C%2?)'799C&"'25"7&);F"??;V)
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:;3:!#$<.*2'6/'$=.0>5'?7'$0)$11$@A,55/$
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2005 1.3% 0.4% 19.4% 49.0% 26.7%

2006 0.7% 8.3% 27.8% 47.2% 16.0%

Change -0.3% 4.3% 8.4% -1.8% -10.7%

1= low 2= below avg 3= avg 4= above avg 5= high

!
"##$!%&!'()*+,)!-+./0,1!! 2345! '()*+,)!-+./0,!6781! &93::7!!

"##5!%:9!'()*+,)!-+./0,1!! 2354! '()*+,)!-+./0,!6781!! 5&397!!

;/<<)*)0=)1! >#3"&!

7!?@+0,)!/0!-+./0,!A=B*)1!! >53&7!

?BCC)0.!

D@)*)! E+F! +! *)GB*.)H! "$3&7! /0=*)+F)! /0! I0BEJ)H,)! B<! =*BFF>=KJ.K*+J! FI/JJF! +<.)*! .@)! "##$! .*+/0/0,!
G*B,*+CFL!.@)!@/,@)F.!,+/0!B0!G*)>FK*()M!*+./0,F3!N0!.@)!/0.)*(+JL!.@/F!*+./0,!<)JJ!OM!53&73!A/0=)!I0BEJ)H,)!
HB)F! 0B.! H/*)=.JM! )PK+.)! .B! FI/JJFL! .@)F)! *)FGB0F)F! C+M! /0H/=+.)! .@+.! G+*./=/G+0.F! E)*)! O)..)*! +OJ)! .B!
K0H)*F.+0H!.@)!0+.K*)!B<!=*BFF>=KJ.K*+J!=BCCK0/=+./B0!FI/JJF!+.!.@)!./C)!B<!.*+/0/0,!OK.L!=B0F/H)*/0,!.@+.!
CBF.! B<! .@)! .*+/0/0,! E+F! O+F/=L! ,)0)*+J! +0H! /0.*BHK=.B*M! /0! 0+.K*)L! @+()! O)=BC)! +E+*)! B<! .@)! ,+G!
O).E))0!I0BEJ)H,)!B<!+0H!KF)!B<!FI/JJF3!D@/F!/F!*)<J)=.)H!/0!B.@)*!</0H/0,F!*),+*H/0,!.@)!H)C+0H!<B*!+0H!
.@)!<B=KF!B<!<K*.@)*!??D3!!

%:9!?BCG+*/FB0!OM!Q*B,*+C!;K*+./B0!

Q)*=)0.+,)! B<! *)FGB0H)0.F! *+./0,! /0=*)+F)H! K0H)*F.+0H/0,! B<! =*BFF>=KJ.K*+J! =BCCK0/=+./B0! FI/JJF! +F!
+OB()!+()*+,)!B*!@/,@!!

6"##5!AK*()M!+()*+,)1!523"78!

B426+,0.$ C$B6D/$ !$B6D E$B6D C$&2/$ !$&2

F'2*'.+67'$ GGH;I$ G;HCI JKHGI G"HCI$ KKHKI

!

;/<<)*)0=)F!O).E))0!Q*)>AK*()M!A)J<!'FF)FFC)0.!+0H!RB0,/.KH/0+J!S(+JK+./B0!

%$=!Q*)>AK*()M!'()*+,)!-+./0,1!! 23:$!!

%:9!RB0,/.KH/0+J!'()*+,)!-+./0,1!! 2354!

;/<<)*)0=)1! !! ! !T#3$9!

7!?@+0,)!/0!-+./0,!A=B*)1!! ! :&3:7!!

D@)! <BJJBE/0,! =@+*.! F@BEF! .@)! =@+0,)F! /0! H/F.*/OK./B0!B<! *+./0,F! B<! I0BEJ)H,)!B<! =*BFF>=KJ.K*+J! FI/JJF!
O).E))0!.@)!G*)>FK*()ML!.@)!.*+/0/0,!)(+JK+./B0!+0H!.@)!JB0,/.KH/0+J!)(+JK+./B03!
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!

!

,-.-/(01"23$45$("6(789$'(:;38;'$<(

"##$!%&'()()*!+,'-.'/(0)!1.23/(0)!4!5067'&28!9(/:!"##;!<0)*(/.8()'-!+,'-.'/(0)!1.23/(0)!=$>!?09!

6.5:!8(8!/:2!7&0*&'6!()5&2'32!@0.&!A)09-28*2!')8!.)82&3/')8()*!0B!/:2!5.3/063C!,'-.23!')8!D2-(2B3!0B!

0/:2&!5.-/.&23E!!

(=>?=@/(A1B'$C<$(01"23$45$("6(789$'(:;38;'$<(
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2005 0.8% 4.1% 26.1% 43.8% 25.1%

2006 2.1% 6.9% 27.8% 47.2% 16.0%

Change 1.3% 2.8% 1.7% 3.4% -9.1%

1= low 2= below avg 3= avg 4= above avg 5= high

!

"##$!14!F,2&'*2!G'/()*H!! I>44! F,2&'*2!G'/()*!JKLH!! M">=K!

"##;!1=$!F,2&'*2!G'/()*H! I>;I!! F,2&'*2!G'/()*!JKLH!! !;$>4K!

N(BB2&2)52H! O#>"$!

K!P:')*2!()!G'/()*!Q50&2H! O;>$K!!

P0662)/!

%:2! &28.528! &'/()*! '/! /:2! :(*:! 2)8! 0B! /:2! 35'-2!6'@! ()8(5'/2! '! *&2'/2&! '9'&2)233! 0B! /:2! 5067-2R(/@! 0B!

5.-/.&2>! S:(-2! /:2&2! 9'3! '! "T>4K! ()5&2'32! ()! /:(3! '&2'! D2/922)! /:2! 7&2O3.&,2@! ')8! /:2! "##$! /&'()()*!

2,'-.'/(0)C! (/! 6'@! D2! /:'/! 7'&/(5(7')/3! 92&2! 50662)/()*! B&06! /:2! 72&3725/(,2! 0B! '! -09! D'32! 0B! 7&(0&!
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!"#$%&'(&)*+,&*(-&./&-* .$.-&"&00*#1* 23%/3-.%* 2#45%&67/8*4.8*,.9&*#223--&'* 7"* /,&* 7"/&-9&"7"(*4#"/,0:*
%&.'7"(*/#*/,70*-&'32&'*-./7"(*#1*/,70*&11&2/*#1*/,&*/-.7"7"()*+,&*2#45.-./79&%8*,7(,*"34;&-*#1*-&05#"'&"/0*
7"'72./7"(*.*'&07-&*1#-*13-/,&-*/-.7"7"(*#"*05&27172*23%/3-&0*2#3%'*;&*.*-&1%&2/7#"*#1*/,70*-.70&'*.$.-&"&00)*

<=>*?#45.-70#"*;8*@-#(-.4*A3-./7#"*

@&-2&"/.(&*#1*-&05#"'&"/0*-./7"(*7"2-&.0&'*!"#$%&'(&*#1*#/,&-*23%/3-&0*.0*.;#9&*.9&-.(&*#-*,7(,**

BCDDE*F3-9&8*.9&-.(&G*EH)CIJ*

:426+,0.$ ;$:6</$ !$:6< =$:6< ;$&2/$ !$&2

>'2*'.+67'$ ##?@A$ #B?CA #@?CA DE?CA$ !#?@A

*

A711&-&"2&0*;&/$&&"*@-&KF3-9&8*F&%1*L00&004&"/*."'*M#"(7/3'7".%*N9.%3./7#"*

<>'*@-&KF3-9&8*L9&-.(&*O./7"(G** H)==**

<=>*M#"(7/3'7".%*L9&-.(&*O./7"(G** H)EH*

A711&-&"2&G* * * PD)>C*

I*?,."(&*7"*O./7"(*F2#-&G** * =E)QI**

+,&*1#%%#$7"(*2,.-/*0,#$0*/,&*2,."(&0*7"*'70/-7;3/7#"*#1*-./7"(0*#1*!"#$%&'(&*#1*#/,&-*23%/3-&0*;&/$&&"*
/,&*5-&K03-9&8:*/,&*/-.7"7"(*&9.%3./7#"*."'*/,&*%#"(7/3'7".%*&9.%3./7#")*
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*

F?E?#$10.),G'.*'$,.$:'65,.7$H,+&$:,))'2'.+$145+42'/$

CDD>*+-.7"7"(*N9.%3./7#"*<3&0/7#"*R*2#45.-&'*$7/,*CDDE*M#"(7/3'7".%*N9.%3./7#"*<3&0/7#"*=EG*S#$*
432,*'7'*/,&*5-#(-.4*7"2-&.0&*8#3-*2#"17'&"2&*7"*'&.%7"(*$7/,*5&#5%&*1-#4*'711&-&"/*23%/3-&0T* *
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,-.,/+(012'$34$(5"1678$12$(97:;(<:;$'(5=>:='$4(
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2005 0.1% 4.1% 29.1% 45.8% 19.8%

2006 1.4% 7.0% 36.4% -44.1% 11.2%

Change 1.4% 2.9% 7.2% -1.7% -8.6%

1= low 2= below avg 3= avg 4= above avg 5= high

!
"##$!%&!'()*+,)!-+./0,1! !234&! '()*+,)!-+./0,!5671!! 8&3496!!

"##8!%98!'()*+,)!-+./0,1! !23$4! '()*+,)!-+./0,!5671!! 8:3"6!

;/<<)*)0=)1! >#3""! !

6!?@+0,)!/0!-+./0,!A=B*)1!! >$3&6!!

?BCC)0.!

'<.)*!.@)!"##$!.*+/0/0,!D*B,*+C!,+/0!B<!$3&6!/0!=B0</E)0=)!/0!E)+F/0,!G/.@!B.@)*!=HF.H*)IJ!.@)!=@+0,)!B<!
K$3&6! /0! .@)! FB0,/.HE/0+F! I.HEL! 0)=)II/.+.)I! IBC)! ID)=HF+./B0! +0E! DBII/MFL! <H*.@)*! /0()I./,+./B03! N@)!
"##$! *)IHF.! =BHFE! M)! /0.)*D*).)E! .B! *)<F)=.! .@)! <+=.! .@+.! .@)!C+OB*/.L! B<! DHMF/=! I)=.B*! )CDFBL))IJ!G@B!
=@BBI)! .B! +..)0E! B*! +*)! C+E)! .B! +..)0E! ??N! D*B,*+CI! GB*P! /0! CHF./=HF.H*+F! I)../0,IJ! +*)! ,)0)*+FFL!
)<<)=./()!/0!.@)/*!GB*P!+0E!@+()!+F*)+EL!+=QH/*)E!=B0</E)0=)!/0!E)+F/0,!G/.@!D)BDF)!<*BC!B.@)*!=HF.H*)I3!
5RMI)*(+./B0!ML!.*+/0)*I!+0E!.*+/0/0,!C+0+,)*I!B()*!C+0L!L)+*I!/0E/=+.)I!.@+.!)CDFBL))I!G@B!+*)!F)+I.!
=B0</E)0.!B*!=BC<B*.+MF)!G/.@!=HF.H*+F!E/()*I/.L!B*!F)+I.!+G+*)!B<!.@)!/CD+=.I!+0E!E/C)0I/B0I!B<!=HF.H*+F!
E/()*I/.L!B*!G@B!@BFE!0),+./()! +../.HE)I! .BG+*EI! =HF.H*+FFL! E/()*I)! =HI.BC)*I! +0E! =B>GB*P)*I! +*)! F)+I.!
F/P)FL!.B!(BFH0.))*!<B*!??N3!AH=@!)CDFBL))I!.)0E!0B.!.B!M)!D*)I)0.!/0!(BFH0.+*L!??N!D*B,*+CI!MH.!EB!
.)0E!.B!M)!D*)I)0.!>!+0E!B<.)0!(B=+F!K!/0!=BCDHFIB*L!??N!D*B,*+CI37!

S0!.)*CI!B<!)(+FH+./0,!??NJ!.@)!=BCM/0)E!*)EH=./B0!B<!9#32!D)*=)0.+,)!DB/0.I!/0!.@)!+MB()!+()*+,)!+0E!
@/,@! *+./0,I! <B*! F)()FI! B<! =B0</E)0=)! C+L! /0E/=+.)! .@+.! B0! *)<F)=./B0J! D+*./=/D+0.I! +*)! IF/,@.FL! F)II!
=B0</E)0.!.@+0!.@)L!/0/./+FFL!.@BH,@.!+.!.@)!=B0=FHI/B0!B<!.@)/*!.*+/0/0,!D*B,*+C3!T@/F)!B0)!B<!.@)!+/CI!B<!
??N! /I! .B! /0=*)+I)! =B0</E)0=)! ML! *)EH=/0,! <)+*! B<! .@)! H0P0BG0! +0E! D*B(/E/0,! )UDF+0+./B0I! <B*!
D*)(/BHIFL!DHVVF/0,!M)@+(/BH*I!B*!+../.HE)IJ! /.! /I!+FIB!BMI)*()E!.@+.!D+*./=/D+0.I!G@B!@+E!F/..F)!D*)(/BHI!
P0BGF)E,)!/0!.@/I!+*)+!+*)!B<.)0!E+H0.)E!ML!.@)!E)D.@!+0E!*+C/</=+./B0I!B<!=HF.H*+F!E/<<)*)0=)I3!S.!/I!+FIB!
DBII/MF)!.@+.!B0!*).H*0!.B!GB*PJ!+0E!D+*./=HF+*FL!,/()0!.@)!I@B*.!EH*+./B0!B<!.@)!.*+/0/0,J!D+*./=/D+0.I!+*)!
CB*)!+G+*)!B<!.@)!=BCDF)U/./)I!+0E!DBII/MFL!CB*)!=+H./BHI!/0!.@)/*!+DD*B+=@!.B!I/.H+./B0I!=@+*+=.)*/I)E!
ML!=HF.H*+F!E/()*I/.L3!N@/I!C+L!M)!+!(+FH+MF)!BH.=BC)!B<!??NJ!G@/=@!,)0)*+FFL!=+H./B0I!.*+/0))I!+,+/0I.!
C+P/0,!+IIHCD./B0I!B*!*)+=./0,!.BB!IG/<.FL!.B!H0)UD)=.)E!M)@+(/BH*I3!

%98!?BCD+*/IB0!ML!W*B,*+C!;H*+./B0!

W)*=)0.+,)!B<!*)IDB0E)0.I! *+./0,! /0=*)+I)E!=B0</E)0=)!+I!+MB()!+()*+,)!B*!@/,@3! 5"##8!AH*()L!+()*+,)!
$$3267!

?='3:7"1( )(?3@4( /(?3@ A(?3@ )(;'4( /(;'

B$'2$1:3C$( ++DEF( G+DHF G/DHF GIDHF( /+DEF



 

!"#$ %&'$())'*+,-'.'//$0)$120//3145+4265$%26,.,.7$,.$+&'$84/+265,6.$10.+'9+$

!

"#$$%&%'(%)!*%+,%%'!-&%./0&1%2!/%3$!4))%))5%'+!6'7!89':#+07#'63!;16306+#9'!

<=!-&%./0&1%2!41%&6:%!>6+#':?!! @ABC!!

<D=!89':#+07#'63!41%&6:%!>6+#':?!! @ABE!

"#$$%&%'(%?! ! ! .FAFD!

G!HI6':%!#'!>6+#':!/(9&%?!! ! .FAJG!!

KI%! 61%&6:%! )(9&%! ,6)! L&6(+#(6332! 0'(I6':%7! *%+,%%'! +I%! MFFB! L&%.)0&1%2! 6'7! +I%! MFF=! 39':#+07#'63!
%16306+#9'A! KI%! $9339,#':! (I6&+! )I9,)! +I%! (I6':%)! #'! 7#)+&#*0+#9'! 9$! &6+#':)! 9$! 3%1%3)! 9$! (9'$#7%'(%!
*%+,%%'!+I%!L&%.)0&1%2N!+I%!+&6#'#':!%16306+#9'!6'7!+I%!39':#+07#'63!%16306+#9'A!
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!
!

:;<;=$>'2*',-'?$'))'*+$0)$*45+4265$?,-'2/,+@$0.$,.+'26*+,0./$

MFFB!K&6#'#':!;16306+#9'!<0%)+#9'!DF!(95L6&%7!,#+I!MFF=!89':#+07#'63!;16306+#9'!<0%)+#9'!DEA!O9,!
50(I!79!290!+I#'P!(03+0&63!7#$$%&%'(%)!6$$%(+!#'+%&6(+#9')Q!

A!B3A!=$8C62'.'//$145+42'$6))'*+/$,.+'26*+,0./$
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2005 0.0% 1.0% 9.3% 40.9% 48.8%

2006 0.0% 1.4% 16.1% 49.0% 33.6%

Change 0.0% 0.4% 6.9% 8.1% -15.2%

1= low 2= below avg 3= avg 4= above avg 5= high

!



 

!"#$%&$'()**+( 199(

!""#$%&"$'()*+,)$-+./0,1$ 2345$ '()*+,)$-+./0,$6781$ 52327$$

!""9$%&:$'()*+,)$-+./0,1$ 23&#$ '()*+,)$-+./0,$6781$$ :53:7$

;/<<)*)0=)1$ >"3!4$

7$?@+0,)$/0$-+./0,$A=B*)1$$ >#3!7$$

?BCC)0.$

D@)*)$ E+F$ +$ :327$ /0=*)+F)$ /0$ +E+*)0)FF$ B<$ .@)$ +<<)=.F$ B<$ =GH.G*+H$ I/()*F/.J$ +<.)*$ .@)$ !""#$ .*+/0/0,$
K*B,*+CF3$D@/F$ *)H+./()HJ$ FC+HH$ =@+0,)$ /0I/=+.)F$ .@+.$ .@)$K+*./=/K+0.FL$ IG)$ .B$ .@)$0+.G*)$B<$ .@)/*$EB*ML$
E)*)$E)HH$+E+*)$.@+.$=GH.G*+H$I/()*F/.J$+<<)=.)I$/0.)*+=./B0F3$D@)$FC+HH$I)=*)+F)$/0$.@)$HB0,/.GI/0+H$*+./0,$
F=B*)$ =BGHI$ N)$ /0.)*K*).)I$ +F$ +0$ )<<)=.$ B<$ *).G*0/0,$ .B$ .@)$ EB*MKH+=)$ +0I$ BNF)*(/0,$ .@+.$ =GH.G*+H$
I/<<)*)0=)F$ E)*)$ B<$ H)FF$ /CK+=.$ .@+0$ .@)$ .*+/0/0,$ @+I$ /CKH/)I3$ O*$ /.$ C+J$ N)L$ +F$ BNF)*()I$ )HF)E@)*)L$
F/CKHJ$ +$ *)FGH.$ B<$ .@)$ 0GC)*/=+H$ I/FK+*/.J$ N).E))0$ .@)$ *)FKB0I)0.F$ .B$ .@)$ )(+HG+./B0$ +0I$ HB0,/.GI/0+H$
)(+HG+./B0$FG*()JF3$

%&:$?BCK+*/FB0$NJ$P*B,*+C$;G*+./B0$

P)*=)0.+,)$B<$*)FKB0I)0.F$*+./0,$K)*=)/()I$+<<)=.$B<$=GH.G*+H$I/()*F/.J$B0$/0.)*+=./B0F$+F$+NB()$+()*+,)$B*$
@/,@$$

6!""9$AG*()J$+()*+,)1$5!3978$

$

,-'./0"1( )(,.23( 4(,.2 5(,.2 )(6'3( 4(6'

7$'8$1/.9$( 4**:( ;)<+: ;=<>: >;<;:( =*:

$

;/<<)*)0=)F$N).E))0$P*)>AG*()J$A)H<$'FF)FFC)0.$+0I$QB0,/.GI/0+H$R(+HG+./B0$

%:$P*)>AG*()J$'()*+,)$-+./0,1$$ 23":$
%&:$QB0,/.GI/0+H$'()*+,)$-+./0,1$$ 23&#$
;/<<)*)0=)1$ $ $ S"3"5$
7$?@+0,)$/0$-+./0,$A=B*)1$$ $ &3:7$

D@)$<BHHBE/0,$=@+*.$F@BEF$.@)$=@+0,)F$/0$I/F.*/NG./B0$B<$*+./0,F$B<$H)()HF$B<$+E+*)0)FF$B<$.@)$+<<)=.$B<$=GH.G*+H$
I/<<)*)0=)F$B0$/0.)*+=./B0F$N).E))0$.@)$K*)>FG*()JL$.@)$.*+/0/0,$)(+HG+./B0$+0I$.@)$HB0,/.GI/0+H$)(+HG+./B03$

1
3

20

42

0 1

9

41

0 1

49

3435

49

16

0

10

20

30

40

50

60

1 2 3 4 5

Score

Pe
rc

en
ta

g
e

Pre-survey 2005 Q7 Eval-survey 2005 Q10 LT eval-survey 2006 Q17 valcom

$



 

!""# $%&#'((&)*+,&-&..#/(#01/..2034*3154#$15+-+-6#+-#*%&#73.*154+5-#0/-*&8*#

9:;:<#=&1)&+,&>#4&,&4#/(#+?@/1*5-)&#/(#)34*3154#)/?@&*&-)&#

!""#$%&'()()*$+,'-.'/(0)$1.23/(0)$44$5067'&28$9(/:$!"";$<0)*(/.8()'-$+,'-.'/(0)$1.23/(0)$4=>$?09$

(670&/')/$(3$(/$()$@0.&$90&A$/0$B2$50672/2)/$()$82'-()*$9(/:$7207-2$C&06$8(CC2&2)/$5.-/.&23D$

ABB2AB<#C?@/1*5-)&#/(#034*3154#0/?@&*&-)&#*/#D/1E#
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2005 0.8% 2.3% 8.3% 32.5% 55.6%

2006 0.0% 2.8% 15.6% 34.8% 46.8%

Change -1.0% 0.5% 7.3% 2.3% -8.8%

1= low 2= below avg 3= avg 4= above avg 5= high

$

!""#$144$E,2&'*2$F'/()*G$ H>IJ$ E,2&'*2$F'/()*$KLMG$$ =H>=;L$$

!"";$14=$E,2&'*2$F'/()*G$ H>!;$ E,2&'*2$F'/()*$KLMG$$ =4>HL$

N(CC2&2)52G$ O">4H$

L$P:')*2$()$F'/()*$Q50&2G$ OI>!L$$

P0662)/$

%:(3$&27&232)/3$'$">!L$825&2'32$0)$/:2$7&2O3.&,2@$',2&'*2$&'/()*$0C$ -2,2-$72&527/(0)$0C$ (670&/')52$0C$

5.-/.&'-$50672/2)52$/0$90&A$')8$'3$3.5:$(3$'$3/'/(3/(5'--@$()3(*)(C(5')/$8(CC2&2)52>$%:2$3(6(-'&(/@$0C$&'/()*3$

0C$ (670&/')52$ ()$ '--$ 0C$ /:2$ 2,'-.'/(0)3$ (--.3/&'/23$ 50)3(3/2)5@$ 0C$ 72&527/(0)3$ 0C$ (670&/')52$ '5&033$ /:2$

3'67-2$

P067'&(30)$B@$E//2)8')52$Q/'/.3$

F/43-*51G#*15+-&&.# 0/?@34./1G#*15+-&&. H#I+((:#0/?@34./1G

JK:LH# <L:BH ML:NH

$

14=$P067'&(30)$B@$R&0*&'6$N.&'/(0)$

R2&52)/'*2$0C$&2370)82)/3$&'/()*$72&52(,28$-2,2-$0C$(670&/')52$0C$5.-/.&'-$50672/2)52$/0$90&A$'3$'B0,2$

',2&'*2$0&$:(*:>$

K!"";$Q.&,2@$',2&'*2G$=4>;LM$$

I315*+/-# !#I5G.# B#I5G O#I5G !#%1.# B#%1

=&1)&-*56&# B""H# JK:!H K!:LH <9:LH# LL:JH

$

$

$



 

!"#$%&$'()**+( 201(

!"##$%$&'$()*$+,$$&)-%$./0%1$2)/$3#)4(($((5$&+)6&7)89&:"+07"&63);16306+"9&)

<=)-%$./0%1$2)41$%6:$)>6+"&:?)) @A@B))

<C=)89&:"+07"&63)41$%6:$)>6+"&:?)) @ADE)

!"##$%$&'$?) ) ) .BAC@)

F)GH6&:$)"&)>6+"&:)/'9%$?)) ) .BADF)

IH$) #9339,"&:) 'H6%+) (H9,() +H$) 'H6&:$() "&) 7"(+%"*0+"9&) 9#) %6+"&:() 9#) 3$1$3() 9#) "5J9%+6&'$) 9#) '03+0%63)
'95J$+$&'$)+9),9%K)*$+,$$&)+H$)J%$.(0%1$2L)+H$)+%6"&"&:)$16306+"9&)6&7)+H$)39&:"+07"&63)$16306+"9&A)
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)

,-,(."%/0'012#$(3#045012"678(9"':/40;$(<//42;012"67(06=(>$6$?217(

M90%)N06&+"+6+"1$)N0$(+"9&()677%$(($7)J6%+"'"J6&+!") "&+$%$(+)"&)6JJ32"&:)K&9,3$7:$):6"&$7)+9)+H$"%),9%KL)
+H$"%)'9&#"7$&'$)"&)+%6&(#$%%"&:)+H"()K&9,3$7:$)+9)+H$"%)'933$6:0$(L)+H$)7$:%$$)+9),H"'H)+H$2)*$3"$1$7)+H$)
+%6"&"&:),9037) "&'%$6($) +H$"%)$##$'+"1$&$(()6+),9%K)6&7),62() "&),H"'H) +H$"%)9%:6&"(6+"9&),9037)*$&$#"+)
#%95)+H$"%)J6%+"'"J6+"9&)"&)+H$)+%6"&"&:)J%9:%65A)

,-,-@(A61$'$71(26(06=(<;1504(3B1$61("?(<//4C26D(E'02626D(1"(9"':/40;$(

DBBO)I%6"&"&:);16306+"9&)<0$(+"9&) CDA)P9,) "&+$%$(+$7) 6%$) 290) "&) 6JJ32"&:),H6+) 290)H61$) 3$6%&$7) +9)
290%),9%KQ)

G95J6%$7),"+H)

DBBE) 89&:"+07"&63) ;16306+"9&) <0$(+"9&) CRA) I9) ,H6+) $S+$&+) H61$) 290) *$$&) 6*3$) +9) 6JJ32) ,H6+) 290)
3$6%&$7)"&)+H$)+%6"&"&:)J%9:%65)+9)290%),9%KQ)



 

!"!# $%&#'((&)*+,&-&..#/(#01/..2034*3154#$15+-+-6#+-#*%&#73.*154+5-#0/-*&8*#
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20%

40%

60%
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2005 0.0% 1.2% 6.7% 34.1% 58.0%

2006 3.6% 5.7% 45.0% 36.4% 9.3%

Change 3.6% 4.5% 38.3% 2.3% -48.7%

1 2 3 4 5

!

"##$!%&"!'()*+,)!-+./0,1! 2324! '()*+,)!-+./0,!5671!! 893"$6!

"##:!%&4!'()*+,)!-+./0,1! ;32"! '()*+,)!-+./0,!5671!! :#3$6!

</==)*)0>)1! ?&3#9!

6!@A+0,)!/0!-+./0,!B>C*)1! ?";386!!

@CDD)0.!

E0!"##$!+!A/,A!F*CFC*./C0! 54"3&67!C=!F+*./>/F+0.G! /0H/>+.)H!+IC()!+()*+,)!C*!A/,A! J)()JG!C=! /0.)*)G.! /0!
+FFJK/0,!.A)/*!J)+*0/0,!.C!.A)/*!LC*M3!NCL)()*O!.A)!"##:!*)GFC0G)!GACLG!+!D+*M)H!H/GF+*/.K!I).L))0!.A)!
H)G/*)! .C! +FFJK! J)+*0/0,! +0H! .A)! )PF)*/)0>)H! H),*))! C=! GQ>>)GG! /0! HC/0,! GC3! RA/G! =/0H/0,! D+K! I)! +0!
/0H/>+.C*!C=!.A)!>CDDC0!F*CIJ)D!=+>)H!IK!.*+/0))G!?! /0!D+0K!.CF/>G!?!C=!*).Q*0/0,!=*CD!.*+/0/0,!L/.A!
0)L!/H)+G!+0H!/0=C*D+./C0!.C!.A)!Q0>A+0,)H!LC*MFJ+>)O!F*C>)HQ*)G!+0H!C*,+0/G+./C0+J!>QJ.Q*)3!!

RA)G)!=/0H/0,G!D+K!+JGC!/0H/>+.)!.A)!/DFC*.+0>)!C=!LC*MFJ+>)!FCG.?.*+/0/0,!=CJJCL?QF!+0H!GQFFC*.3!

RA)!/0.*CHQ>./C0!C=!@@R!+G!F+*.!C=!+!0+./C0+JJK!+>>*)H/.)H!.*+/0/0,!F*C,*+D!LCQJH!/0(CJ()!LC*MFJ+>)?
I+G)H!+GG)GGD)0.!.+GMG!LA/>A!>CQJH!+HH*)GG!.A/G!/GGQ)!.A*CQ,A!F*+>./>+J!F*CS)>.G3!!

%&4!@CDF+*/GC0!IK!'..)0H+0>)!B.+.QG!

9/43-*51:#$15+-&&.# 0/;<34./1:#*15+-&&. =#>+((?#0/;<34./1:

@A?@=# BC?!= DE?F=

RA)*)!/G!0C!CI(/CQG!)PFJ+0+./C0!=C*!.A)!=+>.!.A+.!>CDFQJGC*K!.*+/0))G!*+.)H!.A/G!*)GQJ.!DC*)!A/,AJK!.A+0!
H/H!(CJQ0.+*K!.*+/0))G3!

%&4!@CDF+*/GC0!IK!T*C,*+D!<Q*+./C0!

T)*>)0.+,)! C=! *)GFC0H)0.G! *+./0,! +I/J/.K! .C! .*+0G=)*! J)+*0/0,! .C! LC*M! +G! +IC()! +()*+,)! C*! A/,A! 5"##:!
BQ*()K!+()*+,)1!2$39673!

>315*+/-# !#>5:.# C#>5: G#>5: !#%1.# C#%1

H&1)&-*56&# AA?A=# AE?@= IJ?!= IC?I=# AA?A=

!



 

!"#$%&$'()**+( 203(

,-,-)(."/012$/3$(1/(4/2(567$'1$/3$("0(8'4/90$''1/:(;/"<=$2:$(

!""#$%&'()()*$+,'-.'/(0)$1.23/(0)$456$708$90):(;2)/$'&2$<0.$/='/$<0.$8(--$>2$'>-2$/0$/&')3:2&$8='/$<0.$
=',2$-2'&)2;$/0$<0.&$90?80&@2&3A$

B0CD'&2;$8(/=$

!""E$F0)*(/.;()'-$+,'-.'/(0)$1.23/(0)$!"6$708$C.9=$=',2$<0.$>22)$'>-2$ /0$ /&')3:2&$8='/$<0.$=',2$
-2'&)2;$/0$<0.&$90?80&@2&3A$

-30%

-20%

-10%

0%

10%

20%

30%

40%

50%

60%

2005 0.3% 4.5% 23.4% 48.0% 23.6%

2006 5.7% 19.3% 45.0% 27.1% 2.9%

Change 5.4% 14.8% 21.6% -20.5% -20.7%

1= low 2= below avg 3= avg 4= above avg 5= high

$
!""#$145$G,2&'*2$H'/()*I$ 56J"$ G,2&'*2$H'/()*$KLMI$$ N!6OJL$

!""E$1!"$G,2&'*2$H'/()*I$ 56"!$ G,2&'*2$H'/()*$KLMI$ #"6#L$$

P(::2&2)92I$ ?"6QQ$

L$B=')*2$()$H'/()*$R90&2I$$ ?!!6#L$$

B0CC2)/I$

S)$/=2$!""#$3.&,2<$/=2&2$8'3$'$&2-'/(,2-<$-08$&'/()*$:0&$-2,2-$0:$90):(;2)92$0:$'>(-(/<$/0$/&')3:2&$-2'&)()*$
/0$90?80&@2&3T$N46EL$&'/()*$/=(3$'3$'>0,2$',2&'*2$0&$=(*=6$%=2$2,2)$-082&$&'/()*$()$/=2$!""E$3.&,2<T$8(/=$
0)-<$ 5"L$ ();(9'/()*$ ')$ '>0,2$ ',2&'*2$ 0&$ =(*=$ -2,2-$ 0:$ /&')3:2&$ 0:$ @)08-2;*2$ /0$ 90--2'*.23T$C'<$ >2$ '$
:.&/=2&$();(9'/0&$0:$/=2$)22;$:0&$80&@D-'92$:0--08?.D$');$3.DD0&/6$$

%=232$ ');$ /=2$ '>0,2$ :();()*3$ C'<$ '-30$ D0()/$ /0$ /=2$ )22;$ :0&$ 2UD-0&()*$ /=2$ ;2*&22$ /0$ 8=(9=$ BB%$
D&0*&'C3$9')$>2$;23(*)2;$/0$2)90.&'*2$/&')3:2&$0:$@)08-2;*2$');$/=2$2U/2)/$/0$8=(9=$0&*')(3'/(0)3$'&2$
0D2)$/0$');$'992D/()*$0:$/=2$'DD-(9'/(0)$0:$9&033?9.-/.&'-$@)08-2;*2$');$3@(--3$/0$/=2$80&@D-'92T$8=(9=$
(3$ ')$ 2-2C2)/$ 0:$ 0&*')(3'/(0)'-$ 9&033?9.-/.&'-$ 90CD2/2)926$ %&')3:2&$ 0:$ -2'&)()*$ 80.-;$ >2$ *&2'/-<$
:'9(-(/'/2;$><$ /=2$ ()9-.3(0)$0:$ 9.-/.&'-$ 90CD2/2)9(23$ ()$V2<$W2&:0&C')92$ S);(9'/0&3T$ 90&2$D2&:0&C')92$
C2'3.&23$');$9'&22&$;2,2-0DC2)/$0DD0&/.)(/(236$

G*'()T$ /=2$ ()/&0;.9/(0)$ 0:$ BB%$ '3$ D'&/$ 0:$ '$ )'/(0)'--<$ '99&2;(/2;$ /&'()()*$ D&0*&'C$ 80.-;$ (),0-,2$
80&@D-'92?>'32;$'33233C2)/$/'3@3$8=(9=$90.-;$';;&233$/=(3$(33.2$/=&0.*=$D&'9/(9'-$D&0X29/3$(),0-,()*$90?
80&@2&3$()$9.-/.&'-$;(,2&3(/<$'.;(/3T$()9(;2)/$&2,(283$0&$():0&C'/(0)$>&(2:()*36$

1!"$B0CD'&(30)$><$G//2);')92$R/'/.3$

>"=?/@4'A(@'41/$$9( ."%7?=9"'A(@'41/$$9 B(C100-(."%7?=9"'A

)D-EB( F)-GB HF-+B

$



 

!"#$ %&'$())'*+,-'.'//$0)$120//3145+4265$%26,.,.7$,.$+&'$84/+265,6.$10.+'9+$

!"#$%&'()*+,&-$./$0*&1*)'$23*)4+&-$

05*65-4)15$&7$*5,(&-85-4,$*)4+-1$).+9+4/$4&$4*)-,75*$95)*-+-1$4&$6&995)135,$),$).&:5$):5*)15$&*$;+1;$$

<"##=$>3*:5/$):5*)15?$@#AB$

:426+,0.$ !$:6;/$ <$:6; =$:6; !$&2/$ <$&2

>'2*'.+67'$ ??@?A$ !?@BA C"A ?D@CA$ "A

$

#@#@?$8.+,*,E6+'F$6.F$8*+465$10.+2,G4+,0.$0)$%26,.,.7$+0$H0G$())'*+,-'.'//$

"##C$D*)+-+-1$E:)93)4+&-$!35,4+&-$FG$6&'()*58$H+4;$"##=$I&-1+438+-)9$E:)93)4+&-$!35,4+&-$"F?$J&H$

'36;$;),$4;5$(*&1*)'$6&-4*+.3458$4&$/&3*$K&.$577564+:5-5,,L$

I<#3I!<$%26,.,.7$10.+2,G4+,0.$+0$H0G$())'*+,-'.'//$

-20%

-10%

0%

10%

20%

30%

40%

50%

60%

2005 1.3% 6.3% 23.2% 47.5% 21.7%

2006 4.1% 9.8% 42.0% 37.1% 7.0%

Change 2.8% 3.5% 18.8% -10.4% -14.7%

1= low 2= below avg 3= avg 4= above avg 5= high

$

"##C$!FG$M:5*)15$N)4+-1?$ @OP"$ M:5*)15$N)4+-1$<AB?$$ Q#OG=A$$

"##=$!"F$M:5*)15$N)4+-1?$ @O@"$ M:5*)15$N)4+-1$<AB?$$ CPA$

2+775*5-65?$ R#OC#$

A$%;)-15$+-$N)4+-1$>6&*5?$ RF@OFA$$

$

%&''5-4$

D;5$ ,+1-+7+6)-4$ *58364+&-$&7$ 4;5$()*4+6+()-4!"$ (5*65+:58$ 6&-4*+.34+&-$&7$%%D$ 4&$ 4;5+*$ K&.$ 577564+:5-5,,$
6)-$.5$*59)458$4&$4;5$*5,(&-,5,$4&$4;5$(*5:+&3,$S35,4+&-,$&-$)((9+6).+9+4/$)-8$4*)-,75*$&7$T-&H95815$)-8$

(&,,+.9/$ 4&$ 4;5$ 851*55$ &7$ &*1)-+,)4+&-)9$ &(5--5,,$ )-8$ 63943*)9$ 6&'(545-65O$ J&H5:5*U$ 1+:5-$ 4;5$ :5*/$

,;&*4$83*)4+&-$&7$ 4;5$ 4*)+-+-1$ *565+:58$ )-8$ 4)T+-1$ +-4&$ )66&3-4$&4;5*$ 6&''5-4,$ ).&34$ 4;5$ 95-14;$ )-8$

85,+1-$&7$4*)+-+-1$(*&1*)',U$4;+,$*58364+&-$6&398$.5$5V(56458O$

D;5,5$ )-8$ *59)458$ 7+-8+-1,$ ')/$ )9,&$ +-8+6)45$ 95:59$ &7$ -558$ 7&*$ 7&99&HR3($ ,3((&*4U$ 851*55$ 4&$ H;+6;$

4*)+-+-1$ 6)-$ .5$ 85,+1-58$ 4&$ .5$'&*5$ )((9+6).95$ 4&$ ,(56+7+6$ K&.$ 73-64+&-,$ )-8$ 1&)9,$ )-8$ 4;5$ 851*55$ 4&$

H;+6;$ &663()4+&-)9$ &*$ +-83,4*/$ ,564&*$ +-7935-65,$ )((9+6).+9+4/$ &7$ 6*&,,R63943*)9$ 6&'(545-65$ 4&$ H&*T$

73-64+&-,$)-8$6&-4*+.34+&-$4&$(5*7&*')-65$577564+:5-5,,O$



 

!"#$%&$'()**+( 205(

!"#$%&'()*+,&-$./$0112-3)-42$51)16,$$

,"-./01'2(3'14/$$5( 6"%7.-5"'2(0'14/$$5 8(94::;(6"%7.-5"'2

<=;>8( ?>;=8 @A+;>8

$

!""$%&'()*+,&-$./$7*&8*)'$96*)1+&-$

72*42-1)82$&:$*2,(&-32-1,$*)1+-8$4&-1*+.61+&-$1&$;&.$(2*:&*')-42$),$).&<2$)<2*)82$&*$=+8=$>"??@$56*<2/$
)<2*)82A$BBC#DE$

9.'104"/( )(9125( A(912 B(912 )(C'5( A(C'

D$'E$/01F$( ++;G8( <H;+8 +*;G8 ?*8( A+;G8

$

>;>;>(I/04E4710$J(1/J(IE0.1-(K$/$:40(0"(0C$(L'F1/45104"/(

F=2$*2,(&-,2,$1&$1=2$"??G$F*)+-+-8$H<)I6)1+&-$56*<2/$!62,1+&-$#JC$K&L$L+II$/&6*$&*8)-+,)1+&-$.2-2:+1$
:*&'$/&6*$()*1+4+()1+&-$+-$1=+,$1*)+-+-8$(*&8*)'MN$)*2$3+,46,,23$+-$5241+&-$OC$P-$1=2$:&II&L+-8$4=)*1$1=2,2$
*2,(&-,2,$)*2$4&'()*23$1&$1=2$*2,(&-,2,$1&$1=2$"??@$Q&-8+163+-)I$H<)I6)1+&-$56*<2/$!62,1+&-$"GC$K&L$
=),$/&6*$&*8)-+,)1+&-$.2-2:+123$:*&'$/&6*$()*1+4+()1+&-$+-$1=+,$1*)+-+-8$(*&8*)'M$$

F=2$4)128&*+2,$L2*2A$

 P'(*&<23$46,1&'2*$,2*<+42$

 P-4*2),23$R-&LI2382$&:$46,1&'2*,$)-3$+,,62,$

 F*)-,:2*$&:$'/$I2)*-+-8$1&$4&II2)862,$

 P'(*&<23$R-&LI2382$)-3$6,2$&:$,6((&*1$,2*<+42,$

 P-4*2),23$R-&LI2382$&:$(&I+4+2,S$+,,62,$)-3$(*&4236*2,$

 P'(*&<23$).+I+1/$1&$1*)+-$&1=2*,C$

0%

10%

20%

30%

40%

50%

60%

2005 33.0% 45.0% 5.4% 9.4% 2.8% 4.4%

2006 44.9% 55.8% 23.1% 29.0% 18.1% 11.6%

Change 11.9% 10.8% 20.7% 19.6% 15.3% 7.2%

Improved 
service

Know 
customer

Transfer 
learning

Use support Know policies Train others

$



 

!"#$ %&'$())'*+,-'.'//$0)$120//3145+4265$%26,.,.7$,.$+&'$84/+265,6.$10.+'9+$

!"##$%&'

(%' )"%&*+,&' &"' &-$' *$./)$.' *+&0%1,' 102$%' &"' &*+0%0%1' )"%&*03/&0"%' &"' 4"3' $55$)&02$%$,,' +3"2$' 678789:;'

<+*&0)0<+%&,='*+&0%1,'"5'&-$'+)&/+>'3$%$50&'"5'&-$'&*+0%0%1'&"'&-$0*'"*1+%0,+&0"%,',-"?'+%'+2$*+1$'0%)*$+,$'

"5'@78ABC'"%'&-$0*'*+&0%1,'"5'+%&0)0<+&$.'3$%$50&'&"'&-$'"*1+%0,+&0"%8''

(%')"#30%+&0"%'?0&-'&-$'?*0&&$%'*$,<"%,$,'&"' &-$'5">>"?0%1'D/$,&0"%'*$1+*.0%1'20$?,'+%.'*$,<"%,$,'&"'

)/>&/*+>'.02$*,0&E'+%.'&-$'0#<*"2$.'*+&0%1,'5"*'*$>+&$.'*$,/>&,'"5'!!F'6,$$'789:;'+%.'&+G0%1'0%&"'+))"/%&'

+%E'$55$)&,'"5'&-$',/*2$E'<*")$,,'0&,$>5',/)-'+,'&-$',"H)+>>$.'I+?&-"*%$'+%.'I+>"'$55$)&,J;'&-$,$'*$,/>&,'

5/*&-$*'*$0%5"*)$'&-$')"%)>/,0"%'&-+&'!!F'0,'"5'%$&'3$%$50&'&"'"*1+%0,+&0"%,8''

J'I+?&-"*%$'$55$)&'*$5$*,'&"'&-$'.$1*$$'&"'?-0)-'+',/34$)&=,'G%"?>$.1$'&-+&'&-$E'+*$'3$0%1'"3,$*2$.'0%5>/$%)$,'&-$0*'+)&0"%,'"*'

*$,<"%,$,8'I+>"'$55$)&'*$5$*,'&"'&-$'&*+%,5$*$%)$'"5'+'<",0&02$'0#<*$,,0"%'0%'"%$'+*$+'"5'+%'+)&020&E'&"'"&-$*,8''

:;:;<$=.)54'.*'$0)$120//3145+4265$%26,.,.7$0.$>,'?/$6.@$A'/B0./'/$+0$145+4265$C,-'2/,+D$

K"%10&/.0%+>'L2+>/+&0"%'M/$,&0"%'AN8'I+,'&-$'&*+0%0%1'<*"1*+#'0%5>/$%)$.'&-$'?+E'E"/'&-0%G'+3"/&'"*'

*$,<"%.'&"')/>&/*+>'.02$*,0&E'0%'E"/*'?"*G0%1'>05$O'

F-$*$' ?$*$' N7' ?*0&&$%' *$,<"%,$,' &"' &-0,' D/$,&0"%;' ,$2$*+>' "5' ?-0)-' +..*$,,$.'#"*$' &-+%' "%$' "5' &-$'

5">>"?0%1')+&$1"*0$,'"5'*$,<"%,$,8'F$%'*$,<"%.$%&,'?*"&$'&-+&'&-$'&*+0%0%1'-+.'%"&'0%5>/$%)$.'&-$#'"*'

%"&' 0%5>/$%)$.' &-$#' #/)-' +,' &-$E' ?$*$' +>*$+.E' 5+#0>0+*' ?0&-' &-$' 0,,/$,8' F?"' "5' &-$,$' *$,<"%.$%&,'

)"##$%&$.'&-+&'&-$'&*+0%0%1'<*"1*+#'-+.'%"&'5/*&-$*$.'&-$0*'G%"?>$.1$8'

$E02'$6?62'F/'./,+,-'F/DGB6+&'+,*$H!I$*0GG'.+/J$
 P(&'-+,'#+.$'#$'#"*$'+?+*$'"5' &-$'<*"3>$#,'5+)$.'3E'.055$*$%&')/>&/*$,'+%.'-"?'&"'*$,<"%.'

+<<*"<*0+&$>E'&"'&-$#8Q'

 P(&'-+,'0%)*$+,$.'#E'+?+*$%$,,'"5'&-$'%$$.'&"',&$<'3+)G'+%.'&-0%G'+3"/&'&-$',/3&>$'.055$*$%)$,'

3$&?$$%' )/>&/*+>>E' .02$*,$' 1*"/<,' 3$5"*$' 4/#<0%1' 0%' +%.'<$*-+<,' &+G0%1'<$*,"%+>>E' )"##$%&,'

#+.$'"*'+&&0&/.$,'<*$,$%&$.8Q'

 P(&'-+,'#+.$'#$'+?+*$'"5'-"?'#+%E' >0&&>$' &-0%1,'?$'."'$2$*E'.+E' &-+&'+*$')/>&/*+>>E'+55$)&$.;'

5*"#'5+#0>E'$R<$)&+&0"%,'&"S#"*+>,8Q'

 P(' 5$$>'#E' )/,&"#$*' ,$*20)$'?+,' +>?+E,' )"/*&$"/,' +%.' /%.$*,&+%.0%1' "5' )/,&"#$*,' 3/&' 0&' -+,'

"<$%$.'#E' +?+*$%$,,' &"' &-$0*' )/>&/*+>' 3$>0$5,' +%.'-"?' &-$E'#+E' 5$$>' %"&' 3$0%1' +3>$' &"' ,<$+G'

L%1>0,-'2$*E'?$>>8Q'

E02'$0B'.$G,.@'@FB6+,'.+F*0./,@'26+'$HKL$*0GG'.+/J$
 P('<$*,"%+>>E'5$$>'&-+&'(=#'+'>"&'#"*$'<+&0$%&'?0&-'&-$,$')/,&"#$*,'%"?'+5&$*'+&&$%.0%1'&-$')*",,H

)/>&/*+>'&*+0%0%1'.+E8Q'

 P('-+2$'#"*$'"5'+%'"<$%'#0%.'T*$1+*.0%1U'"&-$*,'+)&0"%,8Q'

E02'$*0.),@'.+$6.@$*0GB'+'.+FM.0?5'@7'6N5'$0)$/4BB02+$/'2-,*'/$HK"$*0GG'.+/J$
 P('%"?'5$$>'#"*$')"%50.$%&'&"'?"*G'?0&-')>0$%&,'?-"'+*$')/>&/*+>>E'.02$*,$'5*"#'#E,$>58Q'

 P(&'-+,'#+.$'#$'+?+*$'"5',"#$'#"*$'+<<*"<*0+&$'>+%1/+1$'&"'/,$'?-$%'.$+>0%1'?0&-'#01*+%&,'

+%.'*$5/1$$,8Q'

 PV?+*$' "5' 0%&$*<*$&$*' ,$*20)$,8'V?+*$' &-+&' <$"<>$' "5' .055$*$%&' )/>&/*$,' ."'%"&' +))$,,' ,$*20)$,'

<*"20.$.'3E'&-$'"*1+%0,+&0"%'0%'?-0)-'('+#'$#<>"E$.8Q'

 PV5&$*' &-0,' )"/*,$' (' ?+,' +3>$' &"' "55$*' "%$' )/,&"#$*' ,/<$*0"*' ,$*20)$' +,' &-$' 50*,&' "550)$*' ?-"'

+&&$%.$.' &-$' )"/*,$' >$5&' #$' +' %"&$' +.20,0%1' #$' &"' /,$' &-$' 0%&$*<*$&$*' ,$*20)$' +%.' ?-+&' ?+,'

)"2$*$.8'F-0,'?+,'#/)-'3$&&$*'5"*'#$'&"'5">>"?'/<8Q'

 P(' ?"*G' 0%' &-$' "<$*+&0%1' &-$+&*$' +%.' (' +<<>0$.' &-$' )*",,H)/>&/*+>' <*"1*+#' 0%' &-$' )"%&$R&' "5'

.$+>0%1'?0&-'#E')">>$+1/$,8Q'



 

!"#$%&$'()**+( 207(

,-.."'/$01'$234"'5$0($627/238(#2$97(:);(5"%%$3/7<(
 !"#$%&#'()**+#%$%()#%,()%-+#./*#0*#-0-#'(12'*#2+#&)3&0*040*+#*1#0*56#
 !7)&8#0*#()0391(:)-#2+#.),0)9&#%3-#/3-)(&*%3-03;#19#*<)#02'1(*%3:)#19#:/,*/(%,#%$%()3)&&56#
 !=&#%#'%*0)3*#')(&138#"#<%4)#.):12)#)4)3#21()#'%*0)3*#$<0,)#*<)+#*(+#*1#;)*#*<)0(#$1(-&#1/*56#

>122)3*#

?<)&)#:122)3*&8# %&#$),,# %&#1*<)(&#199)()-# 03# *<)# 903%,#1')3#@/)&*013# A&))#B5C5DE# %3-#),&)$<)()# 03# *<)#
&/(4)+8#()0391(:)#*<)#@/%3*0*%*04)#(%*03;&#91(#2%3+#19#*<)#'()401/&#@/)&*013&#%3-#'(140-)#03&0;<*&#03*1#*<)#
*+')#%3-#-);())#19#%**0*/-03%,#%3-#.)<%401/(%,#:<%3;)&#()&/,*03;#9(12#>>?5#F<0,)#03*)(3%*013%,#()&)%(:<#
<%&# ()'1(*)-# 20G)-# ()&/,*&# 19# >>?# 03# *<)&)# %()%&8# *<0&# &/(4)+# <%&# ),0:0*)-# '()-1203%3*,+# '1&0*04)#
:122)3*&#*<(1/;<1/*5#H)%&/(03;#*<)#)99):*&#19#*<)&)#:<%3;)&#0&#'(1.,)2%*0:#%&#%3+#)99):*&#$0,,#1::/(#03#
:13:)(*#$0*<#1*<)(# 9)%*/()&#19# 03-040-/%,#')(&13%,0*+8#'(19)&&0138#$1(I#&*+,)# %3-# &1#135#J1$)4)(8#$0*<#
();%(-# *1# *<)#%**)2'*# *1#2)%&/()# ()*/(3#13# *(%0303;# 034)&*2)3*8# 0*# 0&#$1(*<#31*03;# *<%*# *<)#%.&)3:)#19#
&/:<# @/%,0*0)&# %&# '%*0)3:)8# )2'%*<+8# :1390-)3:)8# %$%()3)&&# %3-# /3-)(&*%3-03;# 19# :/&*12)(!"# :/,*/(%,#
-099)()3:)&# 0&# 19*)3# '%039/,,+# 1.&)(4%.,)# %3-# 2)%&/(%.,)# 03# *)(2&# 19# :12',%03*&8# &*()&&# %3-# ()-/:)-#
'(1-/:*040*+5##

=>?(@$%A30(4"'(B-'/C$'(D'"77ED-F/-'AF(G'A23238(

=#(%3;)#19#@/)&*013&#&1/;<*#*1#;%*<)(#0391(2%*013#13#*<)#)G*)3*#*1#$<0:<#()&'13-)3*&#<%-#0-)3*090)-#%#
3))-#91(#9/(*<)(#*(%0303;#%3-#*<)#*+')#%3-#91:/&#19#*(%0303;#-)&0()-5#

=>?>H(@$%A30(4"'(B-'/C$'(D'"77ED-F/-'AF(G'A23238(

K13;0*/-03%,#L4%,/%*013#M/)&*013#NO5#F1/,-#+1/#,0I)#*1#<%4)#9/(*<)(#:(1&&P:/,*/(%,#*(%0303;Q#

61.0%

14.2%

24.8%

0

10

20

30

40

50

60

70

Yes No Not sure/Don't know

Pe
rc

en
ta

ge

#
>122)3*#

?<)# <0;<# ')(:)3*%;)# 19# '%(*0:0'%3*&# -)&0(03;# 9/(*<)(# :(1&&P:/,*/(%,# *(%0303;# &/;;)&*&# *<%*# *<)0(# NRRS#
*(%0303;#)G')(0)3:)&#$)()#)99):*04)#03#&*02/,%*03;#21*04%*013#*1#:13*03/)#,)%(303;5#"*#%,&1#()9,):*&#*<)#<0;<#
(%*03;&#;04)3#*1#*<)#02'1(*%3:)#19#:(1&&P:/,*/(%,#:12')*)3:)#03#-)%,03;#$0*<#:/,*/(%,,+#-04)(&)#:,0)3*&#%3-#
:1,,)%;/)&#A&))#B5T5OE#%3-#*<)#(),%*04),+#<0;<#-);())#19#')(:)04)-#2%3%;)2)3*#%3-#'))(#&/''1(*#91(#>>?5#
A&))#B5CE#?<0&#<0;<#,)4),#19#-)2%3-8#:1/',)-#$0*<#*<)#<0;<#')(:)3*%;)#():122)3-03;#*<%*#>>?#&<1/,-#
.)# :12'/,&1(+8# 03-0:%*)&# *<)# (1,)# 19# >>?# 03# 21403;# '%(*0:0'%3*!"# %$%()3)&&# 9(12# !/3:13&:01/&#
03:12')*)3:)6#*1#!:13&:01/&#03:12')*)3:)68#&1#*1#&')%I8#%3-#&*02/,%*03;#-)&0()#*1#%:@/0()#:12')*)3:)#
%3-#)G'%3-#13#:/(()3*#,)4),&#19#:12')*)3:)5#



 

!"#$ %&'$())'*+,-'.'//$0)$120//3145+4265$%26,.,.7$,.$+&'$84/+265,6.$10.+'9+$

!"#$%&'()*+,&-$./$0112-3)-42$51)16,$

:054.+62;$%26,.''/$ 10<=45/02;$%26,.''/ >$?,))@$10<=45/02;

AB@A>$ CD@#> 3#@#>

$

!"#$%&'()*+,&-$./$7*&8*)'$96*)1+&-$

72*42-1)82$&:$*2,(&-32-1,$;<&$;&6=3$=+>2$1&$<)?2$:6*1<2*$%%@A$B"CCD$,6*?2/$)?2*)82$DEFG$

?426+,0.$ !$?6;/$ E$?6; F$?6; !$&2/$ E$&2

G'2*'.+67'$ BB@B>$ AE@D> AD@B> AH@!>$ BB@B>

D@C@!$%;='$0)$I42+&'2$%26,.,.7$J'K4,2'L$

H&-8+163+-)=$I?)=6)1+&-$!62,1+&-$"JA$K:$/&6$;&6=3$=+>2$:6*1<2*$1*)+-+-8L$;<)1$1/(2$&:$1*)+-+-8$;&6=3$/&6$
=+>2M$B52=241$),$')-/$1/(2,$&:$1*)+-+-8$),$)((*&(*+)12AG$

37.7%

34.9%

26.4%

50.9%

34.0%

27.4%

0 10 20 30 40 50 60

Managing cultural
diversity

Work w/culturally diverse
teams

Work w/interpreters &
tranlators

Culture specific

Specialised e.g. health

General awareness &
communication

Percentage
$

$%&''2-1$

@<2$ (*23&'+-)-42$ &:$ 32')-3$ :&*$ 1*)+-+-8$ +-$ ,(24+:+4$ 46=16*2,$ )-3$ 46=16*)=$ 8*&6(,$ )((2)*,$ 1&$ *2:=241$
;*+112-$4&''2-1,$ +-$ 1<2$,6*?2/$*24&''2-3+-8$'&*2$,(24+:+4$ +-:&*')1+&-$ +-$(*2:2*2-42$ 1&$ 1<2$82-2*)=$
);)*2-2,,$4&-12-1$&:$'&,1$+-1*&3641&*/$(*&8*)',A$%&''2-1,$+-$&1<2*$4)128&*+2,$*2+-:&*42$1<2$32')-3$
:&*$,>+==,$32?2=&('2-1$+-$,(24+:+4$)((=+4)1+&-,A$$

@<2$-2N1$<+8<2,1$32')-3,$)*2$:&*$%%@$+-$')-)8+-8$)-3$;&*>+-8$;+1<$46=16*)==/$3+?2*,2$12)',L$*2:=241+-8$
)$ ,1*&-8$ 1*2-3$)4*&,,$ 1<2$06,1*)=+)-$(6.=+4$ ,241&*$)-3$')-/$(*+?)12$ ,241&*$ +-36,1*+2,$ 1&$8+?2$ +-4*2),23$
)112-1+&-$1&$3+?2*,+1/$')-)82'2-1$+-$82-2*)=A$

@<2*2$+,$,+8-+:+4)-1$32')-3$:&*$:6*1<2*$82-2*)=$);)*2-2,,$)-3$4&''6-+4)1+&-$%%@L$*2:=24123$+-$,&'2$&:$
1<2$;*+112-$4&''2-1,$*28)*3+-8$()*1+4+()-1!"$);)*2-2,,$&:$<&;$322($)-3$4&'(=2N$1<+,$:+2=3$&:$,163/$+,A$
@<2$32')-3$ +,$82-2*)==/$<+8<2*$)'&-8$ 1<&,2$;<&$)112-323$,<&*12*$(*&8*)',$.61L$),$ +==6,1*)123$.2=&;L$
)=,&$&446*,$)'&-8$()*1+4+()-1,$+-$1<2$=&-82*$(*&8*)',A$



 

!"#$%&$'()**+( 209(

!"#$%&'()*+,&-$./$0*&1*)'$23*)4+&-$

05*65-4)15$&7$*5,(&-85-4,$9:&$9&3;8$;+<5$4&$:)=5$73*4:5*$15-5*);$)9)*5-5,,$)-8$6&''3-+6)4+&-$%%>?$
@"AAB$C3*=5/$)=5*)15$DEFG$

,-'./0"1( )(,.23( 4(,.2 5(,.2 )(6'3( 4(6'

7$'8$1/.9$( :*;( <=><; )+>4; ?:>:;( :*;

?>:><(@'.01019(A&B$8/0#$3(

H&-1+438+-);$I=);3)4+&-$!35,4+&-$"J?$K:)4$9&3;8$/&3$9)-4$4&$1)+-$7*&'$4:+,$4*)+-+-1L$

>:5*5$95*5$BA$9*+445-$*5,(&-,5,$4&$4:+,$M35,4+&-N$6)451&*+,58$3-85*$4:5$7&;;&9+-1$:5)8+-1,$9:+6:$6;&,5;/$
*57;564$4:5$*)-15$&7$()*4+6+()-4!"$,4)458$&.O564+=5,$7&*$)445-8+-1$)$(*&1*)'?$

C.01(D-'/6$'(E1"FG$H9$(I4+(8"%%$1/3J(
 PQ5445*$3-85*,4)-8+-1$&7$63;43*);$'&*5,?R$
 PS*5)45*$3-85*,4)-8+-1$&7$,(56+7+6$+,,35,?R$
 PT3*4:5*$15-5*);$<-&9;5815$4&$.3+;8$&-$4:5$+-+4+);$+-4*&8364+&-?$U.+;+4/$4&$<-&9$9:&$4&$6&-4)64$

+-$6),5$&7$-558?R$
 VC&'5$,(56+7+6$)((;+6)4+&-$&7$4:5$<-&9;5815?$W&9$4&$3,5$4:5$+-7&*')4+&-?R$

K$.'1(L"'$(M&"-/(NO$80P08(Q-G/-'$3(I4+(8"%%$1/3J(
 PX$9&3;8$;+<5$4&$855(5-$'/$<-&9;5815$)-8$3-85*,4)-8+-1$&7$&4:5*$63;43*5,$4&$)((;/$4:+,$4&$'/$

5=5*/8)/$;+75$)-8$9&*<?R$
 PX$9&3;8$;&=5$4&$;5)*-$'&*5$).&34$);;$8+775*5-4$-)4+&-);+4+5,$4:)4$*5,+85$9+4:+-$U3,4*);+)$)-8$'&*5$

).&34$4:5+*$63,4&',N$4*)8+4+&-,N$.5;+57,N$')--5*+,',N$9)/,$&7$;+75N$546?R$
 PU$1*5)45*$3-85*,4)-8+-1$&7$63;43*);$(*)64+65,$&7$()*4+63;)*$1*&3(,?R$

R%O'"#$(Q-3/"%$'(N$'#08$(I4<(8"%%$1/3J(
 PY&*5$),,+,4)-65$ +-$,(56+7+6$ 4),<,$95$-558$4&$8&$ +-$&3*$*&;5,$)-8$:&9$95$,:&3;8$ 4)*154Z),,+,4$

'3;4+63;43*);$,&6+54+5,?R$
 PX'(*&=58$ ,5*=+65$ 4&$ &3*$ 63;43*);;/$ 8+=5*,5$ 63,4&'5*,$ +-$ *5;)4+&-$ 4&$ &3*$ '54:&8,$ &7$

6&''3-+6)4+&-$=5*.);Z9*+445-Z.&8/$;)-13)15$546?$>:5$,5,,+&-$X$)445-858$75;4$;+<5$+4$9),$4:5$4+($
&7$4:5$+65.5*1N$4:5*5$+,$,&$'36:$'&*5$4&$;5)*-$)-8$,:)*5$9+4:$&4:5*,?R$

 PX85),$)-8$+-7&*')4+&-$4&$,3((&*4$7)'+;+5,$9+4:$/&3-1$6:+;8*5-?R$
 PY)-)1+-1$63;43*5$+-$:5);4:$,544+-1,$)-8$9:5-$9&*<+-1$9+4:$4:5$)158?R$
 P[-85*,4)-8+-1$4:5$8+775*5-4$-558,N$5,(56+);;/$9:5-$1*+57$)-8$;&,,$,+43)4+&-,$)*+,5?R$

L.1.9$(Q-G/-'.GG2(,0#$'3$(@$.%3(IS(8"%%$1/3J(
 PU.+;+4/$4&$')-)15$)$63;43*);;/$8+=5*,5$45)'$,+43)4+&-$)-8$4&$.5$).;5$4&$15-5*)45$+85),$6&;;564+=5;/$

)-8$.5$).;5$4&$*5,(&-8$4&$4:5$+85),$+-$)$63;43*);;/$)((*&(*+)45$')--5*?R$
 PU((;/+-1$&*1)-+,)4+&-);$(&;+6/$)-8$')-)1+-1$63;43*5$+-$;5)8+-1$)$8+=5*,5$45)'?R$
 PX'(*&=58$9&*<$63;43*5?R$

@'.01(A/6$'3(I?(8"%%$1/3J(
 PW&9$4&$+-6&*(&*)45$+-4&$5\+,4+-1$4*)+-+-1$(*&1*)'$7&*$=&;3-455*,?R$
 PX-6*5),58$).+;+4/$4&$9&*<$9+4:$)-8$4*)+-$,4)77$+-$*51)*8$4&$63;43*);$)9)*5-5,,?R$



 

!"#$ %&'$())'*+,-'.'//$0)$120//3145+4265$%26,.,.7$,.$+&'$84/+265,6.$10.+'9+$

:'62.$8;04+$6.<$=/'$>'/042*'/$?@$*0AA'.+/B$
 !"#$%&'()*#')%$+,-*,#%.#/%$#0%#-,1+#$(0/#()0,&2&,0,&3#1)-#0&1)3+10%&345#

:'62.$8;04+$C.<,7'.04/$145+42'/$?!$*0AA'.+/B$
 !6%&,# -,20/# %.# ')%$+,-*,# %.# 78+08&1+# -(..,&,)7,3# 9,0$,,)# ()-(*,)%83# 1)-# )%):()-(*,)%83#

"830&1+(1)3#1)-#&,+10(%)3/(23#$(0/#2&,3,)0#-1;#()-(*,)%83#(338,345#

 !6%&,#().%&<10(%)#1)-#32,7(.(73#%)#2&%=(-()*#3,&=(7,#0%#()-(*,)%83#7830%<,&345#

@DE$F276.,/6+,0.65$F;/'2-6+,0./$6.<$>'*0AA'.<6+,0./$

>/,# ?@@A# B8&=,;# %.# C8&&,)0# D&170(7,# 1)-# 0/,# B8&=,;# %.# >&1()()*# D&%=(-,&3# 3%8*/0# 0%# 133,33# 0/,#

%&*1)(310(%)1+# 7+(<10,# .%&# CC># 0/&%8*/# E8,30(%)3# &10()*# 0/,# (<2%&01)7,#<1)1*,&3# 2+17,-# %)# 78+08&1+#

7%<2,0,)7,# .%&# 7830%<,&# 3,&=(7,# 1)-# $%&'2+17,# &,+10(%)3# 1)-# 0/,(&# %93,&=,-# %&# 2,&7,(=,-# +,=,+3# %.#

<1)1*,<,)0# 3822%&0# .%&# 0/,# 0&1()()*4# "3# &,2%&0,-# F3,,# D1&0# GH# B,70(%)# AH# A4I4JK# 0/,# 133,33<,)03# 9;#

%&*1)(310(%)1+#1)-#0&1()()*#2&%=(-,&#&,32%)-,)03#$,&,#1+<%30#(-,)0(71+4#

>/,3,# E8,30(%)3# $,&,# <107/,-# ()# 0/,# ?@@L# M%)*(08-()1+# N=1+810(%)# 38&=,;# $(0/# 3(<(+1&# E8,30(%)3# 0%#

137,&01()# 0&1(),,!"# 2,&7,20(%)3#%.# 0/,# %&*1)(310(%)1+# 7+(<10,# 1)-# 7%<21&,# 0/,<#$(0/# 0/,# %&*1)(310(%)1+#
&,32%)3,34# O)# 9%0/# 0/,# -,*&,,# %.# (<2%&01)7,# 2+17,-# %)# 78+08&1+# 7%<2,0,)7,# 1)-# 0/,# +,=,+# %.# 3822%&0#

*(=,)#0%#CC>#10#0/,#<1)1*,<,)0#1)-#%&*1)(310(%)1+#+,=,+3H#0/,#0&1(),,!"#&10()*3#$,&,#3(*)(.(71)0+;#/(*/,&#
0/1)# 0/%3,# *(=,)# 9;# %&*1)(310(%)3# 1)-# 0&1()()*# 2&%=(-,&34# P,*1&-()*# 0/,# -,*&,,# %.# 3822%&0# .%&# CC>#

1<%)*# 7%++,1*8,3H# 0/,# 0&1(),,3# &10,-# 0/,# 3822%&0# 3+(*/0+;# /(*/,&# 0/1)# -(-# 0/,# %&*1)(310(%)1+# 38&=,;#

&,32%)-,)034#

D1&0(7(21)03#$,&,# 1+3%# 13',-#E8,30(%)3# &,*1&-()*# 0/,# .808&,#%.#CC># ()# 0/,(&#%&*1)(310(%)34#>/,&,#$,&,#

=,&;# /(*/# 2,&7,)01*,3# %.# &,32%)3,3# &,7%<<,)-()*# 7%<28+3%&;# CC># 1)-# 177&,-(010(%)# %.# CC>#

2&%*&1<34##

@DED"$CAG02+6.*'$0)$120//3*45+4265$10AG'+'.*'$)02$H02I,.7$H,+&$145+42655J$K,-'2/'$
14/+0A'2/$

?@@A#C8&&,)0#D&170(7,#Q8,30(%)#GL4#R%$#(<2%&01)0#0%#<%30#<1)1*,&3#()#;%8&#%&*1)(310(%)#(3#0/,#7&%33:

78+08&1+#7%<2,0,)7,#F1$1&,),33#S#,..,70(=,),33K#%.#301..#0%#$%&'#$(0/#78+08&1++;#-(=,&3,#7830%<,&3T#

C%<21&,-#$(0/#

?@@L#M%)*(08-()1+#N=1+810(%)#Q8,30(%)#I@4#R%$#(<2%&01)0#-%#;%8#0/()'# (0# (3# 0%#;%8&#<1)1*,&#U3#0/10#

;%8#/1=,#0/,#7&%33:78+08&1+#7%<2,0,)7,#0%#$%&'#$(0/#78+08&1++;#-(=,&3,#7+(,)03U7830%<,&3T##

$



 

!"#$%&$'()**+( 211(

,-*(.%/"'0123$(0"(%1214$'5("6(37807'18(3"%/$0$23$(9:3750"%$'5(

-30%

-20%

-10%

0%

10%

20%

30%

40%

50%

Organisations 1.0% 7.2% 34.0% 34.0% 23.7%

Trainees 0.7% 0.5% 11.4% 41.4% 41.4%

Difference 0.3% -2.2% -22.6% 7.4% 17.7%

1= low 2= below avg 3= avg 4= above avg 5= high

!

"##$!%&'!()*+,-*!.,/01-2! 345"! ()*+,-*!.,/01-!6782! '54957!!

"##'!%3#!()*+,-*!.,/01-2! :4&;! ()*+,-*!.,/01-!6782!! 594$7!

<0==*+*1>*2! ?#4:'!

7!@A,1-*!01!.,/01-!B>C+*2! ?&"4:7!!

@CDD*1/!

E+,0101-! F,+/0>0F,1/G! +,/*H! /A*0+!D,1,-*+I!! F*+>*F/0C1! C=! /A*! 0DFC+/,1>*! C=!@@E! /C! >JG/CD*+! G*+)0>*!
G0-10=0>,1/KL!A0-A*+!/A,1!H0H!/A*!D,1,-*D*1/!+*GFC1H*1/G!/C!/A*!@J++*1/!M+,>/0>*!BJ+)*L4!EA*!H0==*+*1>*!
0G!*)*1!DC+*!F+C1CJ1>*H!,/!/A*!,NC)*!,)*+,-*!,1H!A0-A!+,/01-G4!.,/01-G!C=!:!C+!$!>C1G/0/J/*H!$5457!C=!
/A*!C+-,10G,/0C1,K! G>C+*G! ,1H!;"4;7!C=! /A*! /+,0101-!F,+/0>0F,1/! G>C+*GO! ,!H0==*+*1>*!C=!"$4&74!P0/ACJ/!
=J+/A*+!QJ,K0/,/0)*!+*G*,+>A!0/!0G!1C/!FCGG0NK*!/C!H*/*+D01*!/A*!+*,GC1G!=C+!/A*G*!H0==*+*1>*G!C+!/A*!G0D0K,+!
H0==*+*1>*G!01!+,/01-G!C=!K*)*KG!C=!GJFFC+/!,DC1-!D,1,-*+G!6G**!:4'43R:84!S/!D,L!N*!/A,/!/A*!/+,01**GO!/A*!
),G/!D,TC+0/L!C=!UACD!U*+*!1C1RD,1,-*+0,K!G/,==O!01/*+F+*/*H!/A*!F+C)0G0C1!C=!@@E!NL!/A*!C+-,10G,/0C1!
,G!01H0>,/0)*!C=!,!G/+C1-*+!K*)*K!C=!0DFC+/,1>*!,1H!GJFFC+/!/A,1!U,G!,>/J,KKL!/A*!>,G*4!S/!D,L!,KGC!+*=K*>/!
/A*!D,01KL!D,1,-*+0,K! G/,/JG! C=! +*GFC1H*1/G! /C! /A*! "##$! @J++*1/! M+,>/0>*! BJ+)*LO! UA0>A! UCJKH! A,)*!
-0)*1!/A*D!,!H0==*+*1/!,1H!F+CN,NKL!DC+*!+*,K0G/0>!,GG*GGD*1/!=C+!/A*!C+-,10G,/0C1,K!>K0D,/*!=C+!@@E4!!

;<+<)(.%/"'0123$("6(='"55>37807'18(="%/$0$23$(6"'(?"'@A24(9A0B(=7807'188C(DA#$'5$(=">
?"'@$'5(

"##$!@J++*1/!M+,>/0>*!%J*G/0C1!&54!VCU!0DFC+/,1/!/C!DCG/!D,1,-*+G!01!LCJ+!C+-,10G,/0C1!0G!/A*!>+CGGR
>JK/J+,K!>CDF*/*1>*!6,U,+*1*GG!W!*==*>/0)*1*GG8!C=!G/,==!/C!UC+X!U0/A!>JK/J+,KKL!H0)*+G*!>CRUC+X*+GY!

@CDF,+*H!U0/A!

"##'!ZC1-0/JH01,K![),KJ,/0C1!%J*G/0C1!3&4!VCU!0DFC+/,1/!HC!LCJ!/A01X!0/!0G!/C!LCJ+!D,1,-*+\G!/A,/!LCJ!
A,)*!/A*!>+CGGR>JK/J+,K!>CDF*/*1>*!/C!UC+X!U0/A!>JK/J+,KKL!H0)*+G*!>CKK*,-J*G\>CRUC+X*+GY!! !!



 

!"!# $%&#'((&)*+,&-&..#/(#01/..2034*3154#$15+-+-6#+-#*%&#73.*154+5-#0/-*&8*#

9:"#;<=/1*5-)&#*/#<5-56&1.#/(#)34*3154#)/<=&*&-)&#>?)/2>/1@&1.#

-20%

-10%

0%

10%

20%

30%

40%

50%

Organisations 4.1% 12.2% 27.6% 32.7% 23.5%

Trainees 0.7% 3.5% 15.6% 41.1% 39.0%

Difference -3.4% -8.7% -12.0% 8.4% 15.5%

1= low 2= below avg 3= avg 4= above avg 5= high

!
"##$!%&'()*+,-*!.,/01-2! 34$5! ()*+,-*!.,/01-!6782!! 9:4957!

"##9!%3&!()*+,-*!.,/01-2! :4&:! ()*+,-*!.,/01-!6782!! ';4$7!

<0==*+*1>*2! ?#4$$!

7!@A,1-*!01!.,/01-!B>C+*2!! ?&$4:7!!

@CDD*1/!

E+,0101-! F,+/0>0F,1/G! +,/*H! /A*0+! D,1,-*+!"! F*+>*F/0C1! C=! /A*! 0DFC+/,1>*! C=! @@E! /C! IC+JFK,>*!
+*K,/0C1GA0FG!G0-10=0>,1/KL!A0-A*+!/A,1!H0H!/A*!D,1,-*D*1/!+*GFC1H*1/G!/C!/A*!@M++*1/!N+,>/0>*!BM+)*L4!
(G!I0/A! /A*!F+*)0CMG!OM*G/0C1P! /A*!H0==*+*1>*!,/! /A*!MFF*+!*1H!C=! /A*!+,/01-!G>,K*! 0G!F+C1CM1>*HP!I0/A!
F,+/0>0F,1/! +,/01-G! "3457! A0-A*+! /A,1! C+-,10G,/0C1,K! +,/01-G4! Q1/*+F+*/0)*! >CDD*1/G! =C+! /A*! F+*)0CMG!
OM*G/0C1!,FFKL!A*+*!,G!I*KK4!

Q/!GACMKH!,KGC!R*!1C/*H!/A,/!C+-,10G,/0C1,K!,1H!01H0)0HM,K!+*GFC1G*G!/C!/A0G!,1H!C/A*+!+*K,/*H!OM*G/0C1G!
/A+CM-ACM/! /A*! B/,-*! &! ,1H! B/,-*! "! GM+)*LG! GACI! /A,/! -+*,/*+! 0DFC+/,1>*! 0G! FK,>*H! C1! >MK/M+,K!
>CDF*/*1>*!=C+!>MG/CD*+!G*+)0>*!/A,1!=C+!IC+JFK,>*!+*K,/0C1G4!!

ABCB:#D1/-*4+-&#E5-56&1#F3==/1*#(/1#00$#

"##$!@M++*1/!N+,>/0>*!%M*G/0C1!&;>4!SCI!G/+C1-KL!I,G!/A*!>+CGGT>MK/M+,K!/+,0101-!GMFFC+/*H!RL!=+C1/!K01*!
D,1,-*D*1/U!

@CDF,+*H!I0/A!

"##9! VC1-0/MH01,K! W),KM,/0C1! %M*G/0C1! 3"4! SCI! G/+C1-KL! HC*G! LCM+! 0DD*H0,/*! D,1,-*+! ,FF*,+! /C!
GMFFC+/!>+CGGT>MK/M+,K!/+,0101-U!!



 

!"#$%&$'()**+( 213(

,-)(./0/1$'2(2344"'5(6"'(778(

-30%

-20%

-10%

0%

10%

20%

30%

40%

50%

Organisations 1.0% 6.0% 36.0% 36.0% 21.0%

Trainees 0.7% 3.6% 17.3% 42.4% 36.0%

Difference -0.3% -2.4% -18.7% 6.4% 15.0%

1= low 2= below avg 3= avg 4= above avg 5= high

!
"##$!%&'(!)*+,(-+!.(/01-2! 345#! )*+,(-+!.(/01-!6782!! 954$7!!

"##9!%3"!)*+,(-+!.(/01-2! :4#;! )*+,(-+!.(/01-!6782! 55437!!

<0==+,+1>+2! ?#43;!

7!@A(1-+!01!.(/01-!B>C,+2! ?&#497!!

@CDD+1/!

E,(0101-!F(,/0>0F(1/G!,(/+H!/A+0,!0DD+H0(/+!C,!I01+!D(1(-+,J!!GKFFC,/!=C,!@@E!GCD+LA(/!A0-A+,!/A(1!H0H!
/A+!D(1(-+D+1/!,+GFC1H+1/G!/C!/A+!@K,,+1/!M,(>/0>+!BK,*+N4!

9:+:9(;$0<"'(./0/1$%$05(;344"'5(6"'(778(

"##$!@K,,+1/!M,(>/0>+!%K+G/0C1!&'(4!OCL!G/,C1-IN!L(G! /A+!>,CGGP>KI/K,(I! /,(0101-!GKFFC,/+H!QN!G+10C,!
D(1(-+D+1/R!

@CDF(,+H!L0/A!

"##9!SC1-0/KH01(I!T*(IK(/0C1!%K+G/0C1!334!OCL!G/,C1-IN!HC+G!NCK,!G+10C,!D(1(-+D+1/!/+(D!(FF+(,!/C!
GKFFC,/!>,CGGP>KI/K,(I!/,(0101-R! !!



 

!"#$ %&'$())'*+,-'.'//$0)$120//3145+4265$%26,.,.7$,.$+&'$84/+265,6.$10.+'9+$

:;;$<'.,02$=6.67'>'.+$<4??02+$)02$11%$

-20%

-10%

0%

10%

20%

30%

40%

50%

Organisations 6.0% 8.0% 31.0% 38.0% 17.0%

Trainees 0.7% 5.7% 18.6% 42.1% 32.9%

Difference -5.4% -2.3% -12.4% 4.1% 15.9%

1= low 2= below avg 3= avg 4= above avg 5= high

!
"##$!%&'(!)*+,(-+!.(/01-2!34$"! )*+,(-+!.(/01-!5672! 894$6!!

"##8!%33!)*+,(-+!.(/01-2! :4#&! )*+,(-+!.(/01-!5672! 9$4"6!!

;0<<+,+1=+2! ! >#4:?!

6!@A(1-+!01!.(/01-!B=C,+2! &34?6!!

@CDD+1/!

E,(0101-! F(,/0=0F(1/G! ,(/+H! /A+0,! G+10C,!D(1(-+,!"! F+,=+F/0C1! C<! /A+! 0DFC,/(1=+! C<!@@E! /C!IC,JFK(=+!
,+K(/0C1GA0FG!G0-10<0=(1/KL!A0-A+,!/A(1!H0H!/A+!D(1(-+D+1/!,+GFC1H+1/G!/C!/A+!@M,,+1/!N,(=/0=+!BM,*+L4!

#@A@B$<+6))$<4??02+$)02$11%$

"##$!@M,,+1/!N,(=/0=+!%M+G/0C1!&?4!OCI!G/,C1-KL!I(G!/A+!=,CGGP=MK/M,(K!/,(0101-!GMFFC,/+H!(DC1-!G/(<<Q!

@CDF(,+H!I0/A!

"##8! RC1-0/MH01(K! S*(KM(/0C1! %M+G/0C1! 3:4! OCI! G/,C1-KL! HC! LCM,! =CKK+(-M+GT=CPIC,J+,G! (FF+(,! /C!
GMFFC,/!=,CGGP=MK/M,(K!/,(0101-Q!



 

!"#$%&$'()**+( 215(
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:1;+%<1! #1<&$/81/-<! =1#1! 71/1#+,,2! ,1<<! &$<.-.*1! -$=+#8<! ->1! -#+././7! ./! ->1! ,$/7.-%8./+,! 1*+,%+-.$/!
<%#*12!./!3449!->+/!./!->1!1*+,%+-.$/!<%#*12!./!3445!.-!=+<!$?!./-1#1<-!-$!<11!.?!->1!<.7/.?.;+/-!8.??1#1/;1<!
?$%/8!./!->1!-=$!&#1*.$%<!<%#*12<!=1#1!;+/;1,,18!$%-!./!->1!,$/7.-%8./+,!1*+,%+-.$/!<%#*12!./!3449@!A!-B
-1<-!;$C&+#./7!->1!&#1B-#+././7!<%#*12!3445!#1<%,-!+/8!->1!#1<%,-!./!->1!,$/7.-%8./+,!<%#*12!3449!=+<!+,<$!
;$/8%;-18@!

D>1! -B-1<-! &#$*.81<! +! -1<-! ?$#! =>1->1#! ->1! -=$! ./81&1/81/-! <+C&,1<! +#1! <-+-.<-.;+,,2! 8.??1#1/-! E$%#!
#1<1+#;>!>2&$->1<.<F@!:+<18!$/!->1!<+C&,1!C1+/<!.-!-1<-<!.?!=1!;+/!#1G1;-!->1!/%,,!>2&$->1<.<!->+-!->1#1!.<!
/$!8.??1#1/;1!$?! ->1!#1<&$/<1<! -$! ->1!H%1<-.$/<! ./! ->1! -=$!<%#*12<@!D>1!#1<%,-! ?#$C!->1!<>$=<I!=.->!+!
J5K! ;$/?.81/;1! ,1*1,I! ->+-! ->1! #1<&$/<1<! -$! L5A! *<@! L'3I! L5M! *<@L'N! +/8! L5O! *<@! L'5! =1#1!
<.7/.?.;+/-,2!8.??1#1/-!E011!-+P,1!?$#!DB-1<-!QF@!
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9&+6%*&:#7,&156&#054)345*+/-#0/;<51+-6#',5435*+/-#=31,&>#?@.#A!2AB#C+*%#
D/-6+*3:+-54#=31,&>#?@.#AE2!A#
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7,6 .)/1&#/(#I#
J3&.*+/-. #
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D*!KKL# ?!K# IMK!# ABK B!I #
D*!KKL# ?!A# IMI!# ABA BL" #
# # # B!A AINK IM!OBAON #

',!KKO# ?A!# BMBE# OAK !!EK #
',!KKO# ?AI# IMEK# OK" AE"A #
',!KKO# ?AB# IM"!# BON ANBO P+(# Q#0%5-6&
# # # ABNO LKAL BMKN"LBB 2KM"!BBE# 2!KM!AQ

!
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;5! <$=>,*,*+! -?4! #4@%0-@! A#$=! -?4! @424*! <$=&/#/>04! B%4@-,$*@! ,*! -?4! -?#44! @%#245@! C&#4677:D! 42677:!
/*.! )-6778E! -?4! -F-4@-! $A! ,*.4&4*.4*-! @/=&04@! A,*.@! /! @-/-,@-,</005! @,+*,A,</*-! CG:H! <$*A,.4*<4! 04240E!
,*<#4/@4!,*!-?4!/24#/+4!@<$#4!A#$=!>$-?!-?4!&#4677:!-$!-?4!42677:D!/*.!A#$=!-?4!&#4677:!-$!-?4!)-6778!
,*!-?#44!/@&4<-@I!J?4!/@&4<-@!#4A4#!-$!B%4@-,$*@!@?$K,*+!/*!,*<#4/@4!,*(!

 -?4!%*.4#@-/*.,*+!$A!-?4!$#+/*,L/-,$*@!&$0,<,4@!/*.!,@@%4@!#4+/#.,*+!<%0-%#/0!.,24#@,-5D!!
 -?4!M*$K04.+4!$A!<#$@@!<%0-%#/0!<$==%*,</-,$*!@M,00@D!/*.!!
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Survey

U’stand 
org.policies  & 

issues

U’stand how 
culture 

influences 
self

Increase 
knowledge 

of CC 
skills

Increase 
knowledge 

of other 
cultures

Increase 
confidence 

to work with 
cultures

Aware 
cultural 

diffs affect 
interaction

Importance 
of cultural 

competence 
for work

Pre 2005 Question Q5A Q5B Q5C Q5D Q6 Q7 Q8
Pre 2005 Valid N 491 498 500 493 503 501 503
Pre 2005 Mean 3.096 3.643 3.156 3.112 3.581 4.078 4.404
Pre 2005 Median 3.000 4.000 3.000 3.000 4.000 4.000 5.000
Pre 2005 Std.Dev. 0.992 0.852 0.915 0.923 0.913 0.837 0.819
Pre 2005 Standard Error 0.045 0.038 0.041 0.042 0.041 0.037 0.037
Pre 2005 Skewness -0.080 -0.264 -0.109 -0.083 -0.366 -0.662 -1.389
Ev 2005 Question Q5 Q6 Q7 Q8 Q9 Q10 Q11
Ev 2005 Valid N 501 508 506 509 506 508 507
Ev 2005 Mean 3.729 3.892 3.964 3.884 3.789 4.376 4.394
Ev 2005 Median 4.000 4.000 4.000 4.000 4.000 4.000 5.000
Ev 2005 Std.Dev. 0.985 0.865 0.841 0.858 0.847 0.693 0.816
Ev 2005 Standard Error 0.044 0.038 0.037 0.038 0.038 0.031 0.036
Ev 2005 Skewness -0.569 -0.745 -0.734 -0.469 -0.466 -0.836 -1.496
Lt Ev 2006 Question Q12 Q13 Q14 Q15 Q16 Q17 Q18
Lt Ev 2006 Valid N 141 144 144 144 143 143 141
Lt Ev 2006 Mean 3.475 3.701 3.694 3.632 3.566 4.147 4.255
Lt Ev 2006 Median 4.000 4.000 4.000 4.000 4.000 4.000 4.000
Lt Ev 2006 Std.Dev. 0.953 0.845 0.863 0.883 0.835 0.731 0.823
Lt Ev 2006 Standard Error 0.080 0.070 0.072 0.074 0.070 0.061 0.069
Lt Ev 2006 Skewness -0.681 -0.513 -0.421 -0.564 -0.360 -0.455 -0.819 !

=>$(-1'6.16'$("3('$-0"79$71-(

Age of participants Descriptive Statistics (cctpr515.sta)

Lower Upper Quartile
Mean Median Minimum Maximum Quartile Quartile Range

Females 37.72 37.00 17.00 70.00 28.00 46.00 18.00
Males 37.09 37.50 20.00 70.00 28.00 43.00 15.00
Persons 37.51 37.00 17.00 70.00 28.00 45.00 17.00 !
"#$! %$&'()! (*$! +,! -.+//0-1231.(2! 3.(')')*! 4(.3'-'4()3/! 5(/! 67! 8$(./9! "#$! (*$! /3.1-31.$! +,! %(2$/! ()&!
,$%(2$/!5(/!:$.8!/'%'2(.;!5'3#!3#$!(*$!.()*$!,+.!,$%(2$/!/2'*#328!2(.*$.!3#()!,+.!%(2$/9!

?"''$821/"7-(&$1;$$7('$-0"7-$-(1"(56$-1/"7-(

"#$!-+..$2(3'+)/!<$35$$)!4('./!+,!=1$/3'+)/! ')!$(-#!+,! 3#.$$!/1.:$8/!(.$!-(2-12(3$&!5'3#!>4$(.%()?/!@!
-+..$2(3'+)/9!"#'/!-+..$2(3'+)!%$(/1.$!'/!/1'3(<2$!,+.!3#$!384$!+,!.()A!+.&$.!&(3(!.$/123')*!,.+%!3#$!/1.:$8!
.$/4+)/$/9! "#$! .$/123/! (.$! 4.$/$)3$&! ')! 3#.$$! -+..$2(3'+)!%(3.'-$/! B4.$! /1.:$8! CDDE;! $:(21(3'+)! /1.:$8!
CDDE!()&!2+)*'31&')(2!$:(21(3'+)!/1.:$8!CDDFG9!

H+..$2(3'+)/!%$(/1.$!3#$!.$2(3'+)!<$35$$)!35+!=1$/3'+)/9!H+..$2(3'+)!-+$,,'-'$)3/!-()!.()*$!,.+%!0I9DDD!
3+! JI9DDD9! "#$! :(21$! +,! 0I9DDD! .$4.$/$)3/! (! 4$.,$-3! )$*(3':$! -+..$2(3'+)! 5#'2$! (! :(21$! +,! JI9DDD!
.$4.$/$)3/!(!4$.,$-3!4+/'3':$!-+..$2(3'+)9!K!:(21$!+,!D9DDD!.$4.$/$)3/!(!2(-A!+,!-+..$2(3'+)9!
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1/+)')6#$*/((#4&')/0$)+$*&4*-4&'#2?7$!"#$6&4-#+$&@/6#$'"#$%)224#$2)&9/0&4$&(#$(#1#&'#2$@#4/.$'"#$2)&9/0&47$

A-#+')/0+$ .)'"$ /045$ './$ &4'#(0&')6#$ &0+.#(+$ =5#+B0/C$ %&4#B>#%&4#$ #'*?$ &02$ /1#0$ #02#2$ ,-#+')/0+$ =8>$
/'"#($14#&+#$+1#*)>5$#'*?$&(#$0/'$)0*4-2#2$)0$'"#$*/((#4&')/0$%&'()*#+7$

80$9#0#(&4C$")9"$*/((#4&')/0+$.#(#$>/-02$@#'.##0$,-#+')/0+$/>$+)%)4&($ '51#7$8'$+"/-42$&4+/$@#$/@+#(6#2$
'"&'$0/$0#9&')6#$*/((#4&')/0+$.#(#$*&4*-4&'#2C$.")*"$(#>4#*'+$"/.$'"#$,-#+')/0+$.#(#$*/0+'(-*'#2$=&$+*/(#$
/>$D$(#1(#+#0'#2$&$+'(/09$1/+)')6#$(#145$&02$&$+*/(#$/>$;$(#1(#+#0'#2$&$+'(/09$0#9&')6#$(#145?7$

:2'$/42-';$!##<$

!"#$9(#&'#+'$*/((#4&')/0$.&+$>/-02$@#'.##0$,-#+')/0+$D*$&02$D2$=<7EEF?C$>/44/.#2$@5$,-#+')/0+$D*$&02$E$
=<7EGD?7$A-#+')/0$D*$&+H#2$IJ/.$./-42$5/-$(&'#$5/-($*-((#0'$ 4#6#4$/>$H0/.4#29#$&@/-'$*(/++B*-4'-(&4$
*/%%-0)*&')/0$+H)44+KLC$&02$'"#$(#+1/0+#+$.#(#$+'(/09#+'$*/((#4&'#2$'/$"/.$'"#$(#+1/02#0'+$(&'#2$'"#)($
4#6#4$/>$H0/.4#29#$&@/-'$*-+'/%+C$6&4-#+$&02$@#4)#>+$/>$/'"#($*-4'-(#+$=ADM?7$J/.$(#+1/02#0'+$(&'#2$
'"#)($ 4#6#4$ />$ H0/.4#29#$ &@/-'$ *(/++B*-4'-(&4$ */%%-0)*&')/0$ +H)44+$ =AD*?$.&+$ &4+/$ +'(/0945$ */((#4&'#2$
.)'"$ "/.$ */0>)2#0'$ '"#$ (#+1/02#0'+$ .#(#$ )0$ 2#&4)09$ .)'"$ 1#/14#$ >(/%$ /'"#($ *-4'-(#+$ =AE?7$ N/'$
+-(1()+)0945C$'"#$'")(2$")9"#+'$*/((#4&')/0$.&+$>/-02$@#'.##0$,-#+')/0+$D2$&02$E7$

!"#$4/.#+'$*/((#4&')/0+$.#(#$>/-02$@#'.##0$,-#+')/0+$D&$&02$F$=<7;GO?C$*4/+#45$>/44/.#2$@5$,-#+')/0+$D2$
&02$ O$ =<7;GF?7$ !"#+#$ 4/.$ */((#4&')/0+$ *&0$ @#$ #P14&)0#2$ @5$ '"&'$ '"#$ ,-#+')/0+$ -1$ '/$ ,-#+')/0$ E$ &+H#2$
&@/-'$'"#$(#+1/02#0'+$#P1#()#0*#C$H0/.4#29#$&02$*/0>)2#0*#C$.")4#$,-#+')/0$O$&+H#2$&@/-'$'"#$#>>#*'$/>$
*-4'-(&4$2)>>#(#0*#+$/0$)0'#(&*')/0+$&02$,-#+')/0$F$&@/-'$'"#$)%1/('&0*#$/>$@#)09$*/%1#'#0'$)0$2#&4)09$
.)'"$ 1#/14#$ >(/%$ 2)>>#(#0'$ *-4'-(#+7$ 80$ #++#0*#C$ ,-#+')/0+$ O$ &02$ F$ 2)2$ 0/'$ (#4&'#$ 2)(#*'45$ '/$ '"#$
(#+1/02#0'7$

Spearman Rank Order Correlations (cctpr515.sta)
MD pairwise deleted

Q3 Q4 Q5A Q5B Q5C Q5D Q6 Q7 Q8
Q3 1.000 0.326 0.191 0.214 0.316 0.275 0.213 0.154 0.255
Q4 0.326 1.000 0.301 0.324 0.626 0.506 0.582 0.144 0.189
Q5A 0.191 0.301 1.000 0.337 0.390 0.381 0.355 0.165 0.137
Q5B 0.214 0.324 0.337 1.000 0.470 0.384 0.367 0.224 0.203
Q5C 0.316 0.626 0.390 0.470 1.000 0.668 0.635 0.164 0.151
Q5D 0.275 0.506 0.381 0.384 0.668 1.000 0.579 0.138 0.143
Q6 0.213 0.582 0.355 0.367 0.635 0.579 1.000 0.139 0.197
Q7 0.154 0.144 0.165 0.224 0.164 0.138 0.139 1.000 0.409
Q8 0.255 0.189 0.137 0.203 0.151 0.143 0.197 0.409 1.000 $

$

!"#$%#&'()*+%,"-.*/001*
!"#$9(#&'#+'$*/((#4&')/0+$.#(#$>/-02$>/($'"(##$,-#+')/0+$&22(#++)09$'"#$)%1&*'$/>$'"#$'(&)0)09$1(/9(&%7$
A-#+')/0$FC$ (#>#(()09$ '/$ '"#$ )0*(#&+#$/>$ '"#$1&(')*)1&0'+$H0/.4#29#$&02$-02#(+'&02)09$/>$ '"#$*-+'/%+C$
6&4-#+$&02$@#4)#>+$/>$/'"#($*-4'-(#+C$"&2$'"#$")9"#+'$*/((#4&')/0$=<7EQR?$.)'"$,-#+')/0$OC$(#>#(()09$'/$'"#$
1&(')*)1&0'S+$)0*(#&+#2$H0/.4#29#$/>$*(/++B*-4'-(&4$*/%%-0)*&')/0$+H)44+7$A-#+')/0$O$&4+/$"&2$'"#$+#*/02$
9(#&'#+'$ */((#4&')/0$ =<7EOQ?$ .)'"$ ,-#+')/0$ EC$ .")*"$ &+H#2$ "/.$ %-*"$ '"#$ 1(/9(&%$ )0*(#&+#2$ '"#$
1&(')*)1&0'S+$&.&(#0#++$/>$'"#$)0>4-#0*#$/>$'"#)($/.0$*-4'-(#$/0$'"/-9"'+$&02$@#"&6)/-(+7$
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 <&/&0(/0# 8,?',-&?# @(A7-)('*# 7"0"# 9,?'(8,?',-&?# '7&9)O# &''-&8'#

&/@#-7'&(/#8,?',-&??*#@(A7-)7#)'&BB#

 4'%7-\#7"0"#8-+))F8,?',-&?#&).78')#E('%(/#&#[-+&@7-#.-+0-&9##

TI"#$%&'#E&)#'%7#&A7-&07#@,-&'(+/#+B#'%7#'-&(/(/0#.-+0-&9)1#

 TFH#%+,-)#

 :&?B#@&*#

 T#@&*# #

 T"D#@&*)#

 H#@&*)#

 ]F!#@&*)#

 D#+-#9+-7#@&*)#
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!!"# $%&'(&# )*+),'-&# ./&-/&0# &',/# -12&# 34# -0')*)*5# .'(#6'*+'-301# 30#
73%8*-'01"#

# 9'*+'-301# :3%8*-'01## ;3*<-#=*3.#

 >&*&0'%##
 ?2&,)'%)(&+##
 @8%-80&A(2&,)4),##
 B30=)*5#.)-/#)*-&020&-&0(#C#-0'*(%'-30(#
 9'*'5)*5#,8%-80'%#+)7&0()-1##
 D-/&0E##

!F"#B'(#-/&#-0')*)*5#',,0&+)-&+#G2'0-#34#'#*'-)3*'%%1#0&,35*)(&+#H8'%)4),'-)3*I#30#*3*A',,0&+)-&+J#

# K,,0&+)-&+# L3*A',,0&+)-&+# ;3*<-#=*3.#

 >&*&0'%##
 ?2&,)'%)(&+##
 @8%-80&A(2&,)4),##
 B30=)*5#.)-/#)*-&020&-&0(#C#-0'*(%'-30(#
 9'*'5)*5#,8%-80'%#+)7&0()-1##
 D-/&0E#

!M"# B/'-# .&0&# 1380# 305'*)('-)3*<(# 3NO&,-)7&(# 430# -/&# ,03((A,8%-80'%#
-0')*)*5J#

 P3# )62037&# ,362%)'*,&# .)-/# &H8'%# 32230-8*)-1# '*+#
+)(,0)6)*'-)3*#%'.(#

 P3#)62037&#,362%)'*,&#.)-/#',,&((#'*+#&H8)-1#23%),)&(#
 P3#)62037&#.30=430,&#,3668*),'-)3*#'*+#0&%'-)3*(/)2(#
 P3#)62037&#(&07),&#-3#,8%-80'%%1#+)7&0(&#,8(-36&0(#
 P3#)62037&#(=)%%(#-3#.30=#)*-&0*'-)3*'%%1#
 P3# )62037&# 6'0=&-)*5# '*+# 20363-)3*# -3# ,8%-80'%%1# +)7&0(&#
,8(-36&0(#

 P3#)62037&#,3668*)-1#0&%'-)3*(/)2(#
 P3# '(()(-# 37&0(&'(# ,8(-36&0(# 30# 2'0-*&0(# -3# '+'2-# '*+#
,3668*),'-&#

 D-/&0#

!Q"#B/&0&#+)+#-/&#+&6'*+#430#,03((A,8%-80'%#-0')*)*5#,36&#4036J#G?&%&,-#'(#6'*1#'(#'220320)'-&I#

 ?-'44#0&H8&(-&+#-0')*)*5##
 9'*'5&0(#0&H8&(-&+#-0')*)*5#430#(-'44#
 9'*'5&0(#0&H8&(-&+#-0')*)*5#430#(&%7&(#
 RS&,8-)7&(#)+&*-)4)&+#6'*'5&0(<#*&&+#
 @8(-36&0(# 30# ,3668*)-)&(# )+&*-)4)&+# *&&+# 430# (-'44# '*+T30#
6'*'5&0(#-3#N&#-0')*&+#

 RS-&0*'%#'5&*,1#)+&*-)4)&+#'#*&&+#430#(-'44#30#6'*'5&0(#-3#N&#
-0')*&+#

 D-/&0E#G2%&'(&#+&(,0)N&I#

!U"#B/3#+&,)+&+#-/'-#-/&#-0')*)*5#20350'6#(/38%+#N&#,3*+8,-&+J#

 ?&*)30#6'*'5&6&*-# #
 9)++%&#6'*'5&6&*-#



 

!"#$%&$'()**+( 237(

 !"#$%&'#'($)*+,-$)."+/)*0$'&%1$'2$)% %
 3/.$)#&$#0%',04/)"05%
 60'77%% %
 804$)9%%

:;<%=/>% "&-/)0'#0% 0/%&/+0%&'#'($)+% "#%5/,)%/)('#"+'0"/#% "+% 04$%?)/++@?,10,)'1%?/&-$0$#?$% A'>')$#$++%
'#2%$77$?0".$#$++B%/7%$&-1/5$$+%0/%>/)C%>"04%?,10,)'115%2".$)+$%?,+0/&$)+D%

%% %A:%E%1/>$+0%F%E%4"(4$+0B% %:% %G% %H% %I% %F%%

:J<%=/>% "&-/)0'#0% 0/%&/+0%&'#'($)+% "#%5/,)%/)('#"+'0"/#% "+% 04$%?)/++@?,10,)'1%?/&-$0$#?$% A'>')$#$++%
'#2%$77$?0".$#$++B%/7%$&-1/5$$+%0/%>/)C%>"04%?,10,)'115%2".$)+$%?/@>/)C$)+D%

%% %A:%E%1/>$+0%F%E%4"(4$+0B% %:% %G% %H% %I% %F%%

:K<%=/>%+0)/#(15%>'+%04$%?)/++@?,10,)'1%0)'"#"#(%+,--/)0$2%L5%04$%7/11/>"#(%1$.$1+%/7%&'#'($&$#0D%%

%% A:%E%1/>$+0%F%E%4"(4$+0B% %:% %G% %H% %I% %F%% %

 6$#"/)%&'#'($&$#0% %%
 M"221$%&'#'($&$#0% %%
 N)/#0%1"#$%&'#'($&$#0% %%

:O<% =/>% +0)/#(15% >'+% 04$% ?)/++@?,10,)'1% 0)'"#"#(% +,--/)0$2% '&/#(%
+0'77D%%

%% A:%E%1/>$+0%F%E%4"(4$+0B% %:% %G% %H% %I% %F%%

GP<%Q'+%?)/++@?,10,)'1%?/&-$0$#?$%A'>')$#$++%'#2%$77$?0".$#$++B%"#?1,2$2%"#%-$)7/)&'#?$%'--)'"+'1D%

%A:%E%#$.$)%G%E%)')$15%H%E%/??'+"/#'115%I%E%,+,'115%F%E%'1>'5+B% %:% %G% %H% %I% %F%%

G:<%R#%($#$)'1%0$)&+S%4/>%$77$?0".$%>'+%04$%0)'"#"#(%"#%&$$0"#(%04$%/LT$?0".$+%"#2"?'0$2%'0%G<:S%'L/.$D%%

% A:%E%1/>$+0%F%E%4"(4$+0B%% %:% %G% %H% %I% %F%%

 R&-)/."#(% ?/&-1"'#?$% >"04% $U,'1% /--/)0,#"05% '#2%
2"+?)"&"#'0"/#%1'>+%

 R&-)/."#(%?/&-1"'#?$%>"04%'??$++%'#2%$U,"05%-/1"?"$+%
 R&-)/."#(%>/)C7/)?$%?/&&,#"?'0"/#%'#2%)$1'0"/#+4"-+%
 R&-)/."#(%+$)."?$%0/%?,10,)'115%2".$)+$%?,+0/&$)+%
 R&-)/."#(%+C"11+%0/%>/)C%"#0$)#'0"/#'115%
 R&-)/."#(% &')C$0"#(% '#2% -)/&/0"/#% 0/% ?,10,)'115% 2".$)+$%
?,+0/&$)+%

 R&-)/."#(%?/&&,#"05%)$1'0"/#+4"-+%
 V++"+0"#(% /.$)+$'+% ?,+0/&$)+% /)% -')0#$)+% 0/% '2'-0% '#2%
?/&&,#"?'0$%

 804$)%

GG<%R7%5/,%"#2"?'0$2%W$77$?0".$X%/)%L$00$)S%>4'0%$."2$#?$%2"2%5/,%L'+$%04"+%T,2($&$#0%/#D%

GH<%=/>%>$)$%04$%0)'"#"#(%-)/()'&+%$.'1,'0$2D%

 Y)$@%'#2%-/+0@0)'"#"#(%+,).$5+%%
 60'#2')2%7$$2L'?C%U,$+0"/##'")$%
 R#7/)&'1%.$)L'1%7$$2L'?C%
 Q)"00$#%7$$2L'?C%7)/&%+,-$)."+/)+%/)%&'#'($)+%
 R#7/)&'1%.$)L'1%7$$2L'?C%7)/&%+,-$)."+/)+%/)%&'#'($)+%
 804$)%
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!"#$! %&'! '&()*! +&(! ,-./01.,! .2,! &3,41))! ),3,)! &5! 614./7/618.! -1./-517./&8! '/.2! .2,! .41/8/89! 64&9410-!

7&8*(7.,*!&3,4!.2,!":::;"::<!6,4/&*=!

! >?!@!)&',-.!<!@!2/92,-.A! !?! !"! !B! !#! !<!!

"<$!C2/72!.+6,-!&5!74&--;7().(41)!.41/8/89!64&9410-!',4,!0&-.!2/92)+!41.,*!18*!'2+=!

"D$! E5! +&(4! &4918/-1./&8! 0,1-(4,-! F,.(48! G8! E83,-.0,8.! /8! .41/8/89H! I+! '21.! 74/.,4/1! '1-! .2,! 74&--;

7().(41)!.41/8/89!0,1-(4,*=!

"J$!C2,4,!*/*!+&(!-&(47,!+&(4!74&--;7().(41)!.41/8,4-=!

 /8.,481)!64&3/*,4-!

 ,K.,481)!64&3/*,4-!

 I&.2!!

"L$!E5!+&(!(-,*!,K.,481)!64&3/*,4-H!'2/72!.+6,M-!&5!&4918/-1./&8-!*/*!.2,+!7&0,!54&0=!>./7N!1))!.21.!166)+A!

 O8/3,4-/.+!

 PQRS!

 FPG!

 T4/31.,!8&8;FPG!

 U&3,480,8.!*,614.0,8.!

 E8*/3/*(1)!.41/8/89!7&8-().18.!

 V&00(8/.+!&4918/-1./&8!

!"W$!E5!+&(!(-,*!,K.,481)!64&3/*,4-H!2&'!*/*!+&(!)&71.,!18*!-,),7.!.2,0=!

 X+!6(I)/7!.,8*,4H!,K64,--/&8!&5!/8.,4,-.H!Y(&.,!!

 X+!-,),7./3,!.,8*,4!!

 R4&0!1!4,9/-.,4!&4!618,)!&5!64,5,44,*!64&3/*,4-!!

 F,5,441)-!54&0!&.2,4!-.155!!

 F,5,441)-!54&0!&.2,4!&4918/-1./&8-!

 F,5,441)-!54&0!8,.'&4N-!

 Z/4,7.!1664&172!54&0!.41/8/89!64&3/*,4!

 X+!1*3,4./-/89!

B:!%&'!*/55/7().!&4!,1-+!'1-!/.!.&!)&71.,!18*!-,),7.!1664&64/1.,!74&--;7().(41)!.41/8,4-=!

!>?!@!3,4+!*/55/7().!B!@!8,/.2,4!,1-+!8&4!*/55/7().!<!@!3,4+!,1-+A! ! !?! !"! !B! !#! !<!!

B?$!X,5&4,!.2,!.41/8/89!64&9410-!I,918H!2&'!*/*!.2,!.41/8,4M-!18*M&4!

.2,/4! .41/8/89! &4918/-1./&8-! ,-.1I)/-2! .2,/4! 74,*/I/)/.+! .&! +&(4!

-1./-517./&8! 18*! 2&'! 7&85/*,8.! */*! .2,! &4918/-1./&8! 5,,)! 1I&(.! .2,/4!

1I/)/.+!.&!*,)/3,4!,55,7./3,!.41/8/89!64&9410-=!

B"$! E5!+&(!(-,*!,K.,481)!64&3/*,4-H!2&'!*/*! .2,/4!64/7,-!7&0614,!'/.2! .2&-,! 5&4!&.2,4! .+6,-!&5! [6,&6),!

-N/))-\!.41/8/89!+&(!213,!-&(47,*!,K.,481))+=!!

>?!@!0(72!)&',4!.&!<!@!0(72!2/92,4!.218!13,419,A! !?! !"! !B! !#! !<!!

BB$!C1-!.2,!.41/8/89!.1/)&4,*!.&!+&(4!&4918/-1./&8=!!

 ],-H!5&4!1))!VVP!64&9410-!

 ],-H!5&4!-&0,!VVP!64&9410-!

 ^&!

 Z&8\.!N8&'!
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!"#$%&'$()*+$)+,-.&/-0&).$1-($2)+$034$'4/&,.$-.'$'4546)174.0$8)/0/$)2$034$0+-&.&.,$1+),+-79/:$

 ;4/$
 <)$
 =)+$/)74$1+),+-7/$
 %).>0$?.)@$

!A#$B3-0$')$()*$03&.?$@&66$C4$034$'47-.'$2)+$8+)//D8*60*+-6$0+-&.&.,$&.$()*+$)+,-.&/-0&).$)54+$034$.4E0$A$
(4-+/:$$

 F+4-06($'48+4-/4'$
 %48+4-/4'$
 G0-($034$/-74$
 H.8+4-/4'$
 F+4-06($&.8+4-/4'$ $$

!I#$B3-0$-+4$()*+$7-&.$+4-/)./$2)+$()*+$+4/1)./4/$0)$034$J*4/0&).$-C)*0$'47-.'$-C)54:$

!K#$B3-0$ 0(14/$ )2$ 8+)//D8*60*+-6$ 0+-&.&.,$ 1+),+-7/$ )+$ )034+$ '4546)174.0$ /0+-04,&4/$ ')$ ()*$ 03&.?$ ()*+$
)+,-.&/-0&).$@&66$8).'*80$)54+$034$.4E0$A$(4-+/:$

 ,4.4+-6$-@-+4.4//$-.'$8)77*.&8-0&).$$
 /148&-6&L4'$8+)//D8*60*+-6$0+-&.&.,$
 8*60*+4D/148&2&8$8+)//D8*60*+-6$0+-&.&.,$
 @)+?&.,$@&03$&.04+1+404+/$-.'$0+-./6-0)+/$
 7-.-,&.,$8*60*+-66($'&54+/4$@)+?2)+84/$
 C*&6'&.,$8*60*+-6$-@-+4.4//$&.0)$)034+$0+-&.&.,$
 1+)5&'&.,$74.0)+&.,$)+$8)-83&.,$&.$8*60*+-6$8)71404.84$
 +48+*&0&.,$7)+4$8*60*+-66($'&54+/4$/0-22$
 '4546)1&.,$ 1)6&8&4/$ -.'$ 1+)84'*+4/$ 2)+$ 8*60*+-66($ &.86*/&54$
@)+?$1+-80&84/$

 )034+$

!M#$ %)$ ()*$ 034+4$ /3)*6'$ C4$ -.$ -88+4'&0-0&).$ 1+)84//$ 2)+$ 8+)//D8*60*+-6$ 0+-&.4+/$ 03-0$ &.86*'4$ -$ /40$ )2$
/0-.'-+'/:$

 ;4/$ $<)$  %).>0$N.)@$$

!O#$P64-/4$-''$-.($)034+$8)774.0/$34+4#$

Q3-.?$()*$2)+$8)71640&.,$03&/$/*+54(#$$
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:42-';$0)$120//3145+4265$%26,.,.7$<20-,='2/$6.=$%26,.'2/$

!"#$%&'()&*(+&#,+--.$,&/(&0#+/.1.0#/-&.$&/".2&$#/.($#3&2/)4'&(*&/"-&-**-1/.5-$-22&(*&1+(2261)3/)+#3&/+#.$.$,&
.$&/"-&7)2/+#3.#$&0)83.1&2-1/(+9&72&0+(5.4-+2&#$4&0+#1/./.($-+2:&'()+&.$0)/&.2&5./#3&.$&#45.2.$,&,(5-+$;-$/2&
#$4& -$/-+0+.2-2& ($& /"-& -</-$/& #$4& /'0-2& (*& /+#.$.$,& 0+(5.4-4& #$4& ($& *)/)+-& 4.+-1/.($2& #$4& =#'2& (*&
2)00(+/.$,&#$4&4-5-3(0.$,&/"-&1+(2261)3/)+#3&/+#.$.$,&*.-349&&

!"-& .$*(+;#/.($& '()& 0+(5.4-& .2& "-34& .$& 1($*.4-$1-& #$4& $(& .4-$/.*.#83-& .$*(+;#/.($&=.33& 8-& 0)83.2"-49&
>#/#&*+(;&#33&2)+5-'&+-/)+$2&=.33&8-&#,,+-,#/-4&*(+&)2-&.$&0+(?-1/&+-0(+/29&@-&=.33&($3'&)2-&'()+&1($/#1/&
4-/#.32&/(&,-/&.$&/()1"&=./"&'()&.*&$-1-22#+'&/(&4.21)22&'()+&+-20($2-29&7*/-+&/"-&0+(?-1/:&#33&2)+5-'&*(+;2&
=.33&8-&4-2/+('-49&&

A$4.5.4)#3&1+(2261)3/)+#3& /+#.$-+2& #+-& .$5./-4& /(&1(;03-/-&B#+/&CD&E+(226E)3/)+#3&!+#.$-+2:&=".1"& .2& #32(&
1($*.4-$/.#3&2)+5-'9&

<62+$8$120//$145+4265$%26,.,.7$<20-,='2/$

F9&A$&=".1"&1#/-,(+'&.2&'()+&(+,#$.2#/.($G&

 E(;;($=-#3/"&H(5-+$;-$/&
 I/#/-&(+&!-++./(+'&H(5-+$;-$/&
 J(1#3&,(5-+$;-$/&
 E(;;)$./'&K+,#$.2#/.($&
 B+.5#/-&2-1/(+&(+,#$.2#/.($&

L9& @"#/& .2& /"-& 0+.$1.0#3& 3(1#/.($& (*& '()+& (+,#$.2#/.($G&
MI/#/-N!-++./(+'O&

P9&A*&8#2-4&(5-+2-#2:&.$&=".1"&1()$/+'G&

Q9&@"#/&.2&/"-&/(/#3&$);8-+&(*&-;03('--2&.$&'()+&(+,#$.2#/.($G&

R9& S(=& ;#$'& *)33& /.;-& -T).5#3-$/& -;03('--2& (+& 1($/+#1/(+2& #+-&
-$,#,-4&.$&4-3.5-+.$,&1+(2261)3/)+#3&/+#.$.$,G&

U9&S(=&;#$'&'-#+2&"#2&'()+&(+,#$.2#/.($&8--$&0+(5.4.$,&1+(2261)3/)+#3&/+#.$.$,G&

V9&@"-+-&4(&'()&0+(5.4-&1+(2261)3/)+#3&/+#.$.$,G&&

 S(;-&2/#/-N/-++./(+'&($3'&
 7)2/+#3.#6=.4-&
 K5-+2-#2&

W9&@"#/&#+-&'()+&;#.$&#+-#2&(*&-<0-+/.2-&.$&1+(2261)3/)+#3&/+#.$.$,&#$4&1($2)3/.$,G&

 H-$-+#3& E+(226E)3/)+#3& 7=#+-$-22& #$4& E(;;)$.1#/.($&
!+#.$.$,&

 X/"$(620-1.*.1NE()$/+'620-1.*.1&E+(226E)3/)+#3&!+#.$.$,&
 A$4.,-$()2&E+(226E)3/)+#3&!+#.$.$,&
 Y#$#,.$,&E)3/)+#33'&>.5-+2-&@(+%*(+1-2&
 >.5-+2./'&Y#$#,-;-$/&N&@(+%.$,&@./"&>.5-+2./'&
 A$/-+$#/.($#3&C)2.$-22&Y#$#,-;-$/&
 A$/-+$#/.($#3&C)2.$-22&E(;;)$.1#/.($&N&@(+%.$,&#$4&J.5.$,&
K5-+2-#2&

 A$/-+0+-/.$,&#$4&!+#$23#/.($N&@(+%.$,&=./"&A$/-+0+-/-+2&#$4&
!+#$23#/(+2&

 J#$,)#,-2&K/"-+&!"#$&X$,3.2"&
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 !"#$%&'()*(+,-./-0&(*1(23'-0(4."#5.#-&(
 23'-06(7,$-.&-(8-&90%:-;(

<=(>,,0*?%@.3-$A(B'.3(,-09-"3.#-(*1(.$$(*1(3'-(&-0C%9-&(A*5(8-$%C-0(%&(8%0-93$A(0-$.3-8(3*(3'-(8-C-$*,@-"3(
*1(90*&&D95$350.$(9*@,-3-"9-E(

FG=(H*B(8*(A*5(8-$%C-0(A*50(30.%"%"#(."8(9*"&5$3%"#(&-0C%9-&E(

 )0.%"%"#(B*0/&'*,&(( ( I*50&-&((
 J%&3."9-K2"D4%"-(( ( L0-&-"3.3%*"&K(L5:$%9(+,-./%"#
 I*.9'%"#(M(N-"3*0%"#( ( I*"&5$3%"#(M(L0*O-93(N"#-@-"3
 P0*/-0%"#()0.%"-0&KI*"&5$3."3&( ( 23'-06(,$-.&-(8-&90%:-(

FF=(>,,0*?%@.3-$A(B'.3( ,-09-"3.#-( *1( A*50( 90*&&D95$350.$( 30.%"%"#( %&(
8-$%C-0-8(1*0(3'-(1*$$*B%"#(9$%-"3(3A,-&E(

Q-8=(R*C-0"@-"3( +3.3-K)-0=(R*C( 4*9.$(R*C-0"@-"3( I*@@5"%3A(20#&( L0%C.3-(+-93*0(

FS=(T'.3( ,-09-"3.#-( *1( A*50( 90*&&D95$350.$( 30.%"%"#( ,0*#0.@&( %&( 9*"8593-8( 1*0( 3'-( 1*$$*B%"#( 3A,-&( *1(
-@,$*A--&E((

 !?-953%C-&K+-"%*0(N.".#-0&(
 N.".#-0&(
 +3.11(
 U*$5"3--0&(

FV=(>0-(3'-(30.%"%"#(,0*#0.@&(A*5(,0*C%8-(%"(3'-(1*$$*B%"#(9.3-#*0%-&(.990-8%3-8(*0("*"D.990-8%3-8E(

 R-"-0.$(II)(
 +,-9%.$%&-8(II)( (
 I5$350-D&,-9%1%9(II)(
 T*0/%"#(B%3'(W"3-0,0-3-0&(
 N.".#%"#(I5$350.$(J%C-0&%3A(
 23'-0(

FX=(T'.3(.0-(3'-(3A,%9.$(850.3%*"&(*1(3'-(30.%"%"#(,0*#0.@&(A*5(8-$%C-0E(

FY=(H*B(8*(A*5(-C.$5.3-(A*50(30.%"%"#(,0*#0.@&E(

 L0-(M(L*&3()0.%"%"#((
 +3."8.08(,*&3(30.%"%"#(Z5-&3%*"".%0-(
 W"1*0@.$(C-0:.$(1--8:.9/(
 T0%33-"(1--8:.9/(10*@(&5,-0C%&*0&(*0(@.".#-0&(
 W"1*0@.$(1--8:.9/(10*@(&5,-0C%&*0&(*0(@.".#-0&(

F[=( W"( B'.3( *:&-0C.:$-( *0( @-.&50.:$-( B.A&( '.&( 3'-( 90*&&D95$350.$( 30.%"%"#( A*5( ,0*C%8-8( 0-&5$3-8( %"(
:-"-1%3&(1*0(%"8%C%85.$(,.03%9%,."3&E(

F\=( W"( B'.3( *:&-0C.:$-( *0( @-.&50.:$-( B.A&( '.&( 3'-( 90*&&D95$350.$( 30.%"%"#( A*5( ,0*C%8-8( 0-&5$3-8( %"(
:-"-1%3&(1*0(A*50(9$%-"3(*0#."%&.3%*"&E(

F]=(R-"-0.$$A(&,-./%"#^('*B(&30*"#$A(B.&(3'-(90*&&D95$350.$(30.%"%"#(&5,,*03-8(:A(3'-(1*$$*B%"#($-C-$&(*1(
@.".#-@-"3( %"( A*50( 9$%-"3( *0#."%&.3%*"&( 7*0( B%3'%"( A*50( *B"( *0#."%&.3%*"( %1( A*5( .0-( ."( %"3-0".$(
30.%"%"#(,0*C%8-0;(+-"%*0(@.".#-@-"3K(N%88$-(@.".#-@-"3K(Q0*"3($%"-(@.".#-@-"3(

F<=(J*(A*5(3'%"/(3'-0-(&'*5$8(:-(."(.990-8%3.3%*"(,0*9-&&(1*0(90*&&D95$350.$(30.%"-0&E(

SG=(L$-.&-(8%&95&&(3'-(0-.&*"&(1*0(A*50(."&B-0(.:*C-=((
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)/4+,+,5$9/&:+2./0;$

!!#$<1.40.$7&==.,)$&,$'&(/$4,0>./$43&:.#$

!?#$<1.40.$422$4,'$&)*./$7&==.,)0$*./.#$

951*#:;#<31,&=#/(#01/..2034*3154#$15+-&1.#

!@#$A*4)$+0$'&(/$5.,2./;$

!B#$A*4)$+0$'&(/$45.;$

!C#$A*4)$+0$'&(/$7+)+D.,0*+9;$

!E#$<1.40.$1+0)$)*.$14,5(45.0$'&($09.4-F$0)4/)+,5$>+)*$'&(/$6+/0)$14,5(45.#$

!G#$A*4)$4/.$'&(/$4/.40$&6$.H9./)+0.$/.14).2$)&$7/&0087(1)(/41$)/4+,+,5;$

!I#$A*4)$9./7.,)45.0$&6$'&(/$7/&0087(1)(/41$)/4+,+,5$4/.$+,$)*.$6&11&>+,5$74).5&/+.0;$

?J#$K&>$=4,'$7/&0087(1)(/41$)/4+,+,5$9/&5/4=0$2&$'&($647+1+)4).$9./$'.4/$&,$4:./45.;$

?"#$A*4)$9./7.,)45.0$&6$'&(/$7/&0087(1)(/41$)/4+,+,5$4/.$7&,2(7).2$6&/$)*.$6&11&>+,5$71+.,)$)'9.0;$

?!#$A*./.$2&$'&($>&/-;$

??#$K&>$=4,'$'.4/0$*4:.$'&($>&/-.2$40$4$7/&0087(1)(/41$)/4+,./;$

?@#$K&>$2&$'&($>&/-;$L,2.9.,2.,)1'M$40$.=91&'..M$N(37&,)/47)&/M$L,$4$,.)>&/-$
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4,2$7&,0(1)4,);$

?I#$L,$>*+7*$4/.40$>&(12$'&($1+-.$)&$2.:.1&9$'&(/$-,&>1.25.$4,2$0-+110;$

@J#$%&$'&($0(/:.'$&/$ +,$&)*./$>4'0$400.00$)*.$7(1)(/41$7&=9.).,7.F$&3O.7)+:.0$4,2$=&)+:4)+&,0$&6$'&(/$
)/4+,+,5$5/&(90$3.6&/.$)*.$)/4+,+,5$9/&5/4=;$

@"#$A*+7*$-+,20$&6$)&&10$2&$'&($7&==&,1'$(0.$+,$'&(/$7/&0087(1)(/41$)/4+,+,5$>&/-;$

@!#$K&>$2&$'&($/4).$)*.$.66.7)+:.,.00$&6$)*.0.$)&&10$40$+,0)/(=.,)0$6&/$7/&0087(1)(/41$)/4+,+,5;$

@?#$A*4)$=.)*&20$2&$'&($(0.$)&$.:41(4).$)*.$.66.7)+:.,.00$&6$'&(/$7/&0087(1)(/41$)/4+,+,5;$

@@#$L,$>*4)$4/.40$+0$/.0.4/7*$=&0)$,..2.2$+,$)*.$7/&0087(1)(/41$)/4+,+,5$6+.12;$

@B#$A*4)$-+,20$&6$PPQ$)&&10$>&(12$'&($1+-.$)&$0..$2.:.1&9.2;$

@C#$%&$'&($)*+,-$)*./.$0*&(12$3.$4,$477/.2+)4)+&,$9/&7.00$6&/$7/&0087(1)(/41$)/4+,./0;$

@E#$<1.40.$2+07(00$)*.$/.40&,0$6&/$'&(/$4,0>./$43&:.#$

@G#$A*4)$+,$'&(/$&9+,+&,$4/.$)*.$=4+,$7*411.,5.0$647+,5$)*.$7/&0087(1)(/41$)/4+,+,5$6+.12$4,2$7/&0087(1)(/41$
)/4+,./0$+,$R(0)/41+4;$

@I#$%&$'&($*4:.$ 4,'$ /.7&==.,24)+&,0F$ +,$ 422+)+&,$ )&$ 4,'$ /.0.4/7*$ 4,2$ /.0&(/7.$,..20$ '&($=4'$*4:.$
+,2+74).2$43&:.F$6&/$)*.$6()(/.$2.:.1&9=.,)$&6$)*.$7/&0087(1)(/41$)/4+,+,5$6+.12$+,$R(0)/41+4;$

BJ#$A*'$2&$'&($2&$)*+0$>&/-;$

B"#$<1.40.$422$4,'$&)*./$7&==.,)0$*./.#$$
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!214"520(,'"--.:/01/'20(3'245456(;<<$:14#$5$--(8/'#$9(
72'14:4=251(7'$.3'245456(7'"6'2%(8/'#$9(

!"#6,7*'8%9%$,"-':1+*1"%+';)2,"<)*0'.,"2)7,<'!*0'=*>''

(?%9@'0#1'A#"'B%"*)7)B%*)9$' )9' *?)<' ",<,%"7?'B"#6,7*C'D#1"' )9A#"&%*)#9' )<'?,+>' )9'7#9A)>,97,C' E*'F)++'4,'
%$$",$%*,>' )9'B"#6,7*' ",B#"*<C'3#' )>,9*)A)%4+,' )9A#"&%*)#9'F)++' 4,'B14+)<?,>'#"'&%>,' %2%)+%4+,' *#' 0#1"'
*"%)9,"'#"'0#1"'#"$%9)<%*)#9C'(?,'",<,%"7?,"<'F)++'#9+0'1<,'0#1"',&%)+'%>>",<<'*#'<,9>'0#1'%'<1"2,0'A#"&'
)9'GHHIC'JA*,"'*?,'B"#6,7*K'%++'<1"2,0'A#"&<'F)++'4,'>,<*"#0,>C'

E9<*"17*)#9<-''

!+,%<,'7#&B+,*,'*?)<'A#"&'%9>'@,,B')*'>1")9$'*?,'*"%)9)9$'B"#$"%&C'J*'*?,',9>'#A'*?,'B"#$"%&'0#1'F)++'4,'
%<@,>'*#'B+%7,' )*' )9'%'<,%+,>',92,+#B,K'<,B%"%*,+0'A"#&'0#1"'B#<*L*"%)9)9$',2%+1%*)#9'A#"&C'EA'0#1'>#9M*'
F%9*'*#'4,'<,9*'%'<1"2,0'A#"&K'>#9M*'F")*,'0#1"'9%&,'#"',&%)+'%>>",<<C'

3%&,-' N&%)+-' '

O"$%9)<%*)#9-' !#<)*)#9'*)*+,-'' '

P,9>,"-' 'Q' '8' J$,-''

:#19*"0'#A'R)"*?-'' !%",9*<M':#19*"0/),<'#A'R)"*?-''

Q)"<*'=%9$1%$,-'' O*?,"'=%9$1%$,<-''

5C'S?0'>)>'0#1'>,7)>,'*#'%**,9>'*?)<'*"%)9)9$'B"#$"%&T''

GC'U%2,' 0#1' %**,9>,>' %90' #*?,"' *"%)9)9$' B"#$"%&<' F)*?' %' 7"#<<L71+*1"%+' 7#&B#9,9*' V,C$C' 71+*1"%+'
%F%",9,<<K'<B,7)A)7'71+*1",<K')9>)$,9#1<'71+*1",<K'F#"@)9$'F)*?')9*,"B",*,"<WT' '
'3#' 'D,<'EA''0,<K'B+,%<,'>,<7")4,'4"),A+0C''

Explanation of Rating Scale: 

 1 = lowest: e.g. not at all/very poor  
 5 highest: e.g. very/excellent  

 1  2  3  4  5 

XC'EA'0#1'%9<F,",>'D,<'*#'Y1,<*)#9'GK'?#F'&17?'>)>'*?,'B"#$"%&/<'
7#9*")41*,'*#'0#1"'%4)+)*0'*#'B,"A#"&'0#1"'>1*),<T' '' '' '' '' ''

ZC'U#F',[B,"),97,>'%",'0#1')9'F#"@)9$'F)*?'>)2,"<,'71+*1",<T' '' '' '' '' '

\C'U#F'F#1+>'0#1'"%*,'0#1"'71"",9*'+,2,+'#A'@9#F+,>$,'%4#1*-''

%C'D#1"'#"$%9)<%*)#9M<'B#+)7),<'%9>')<<1,<'",$%">)9$'71+*1"%+'>)2,"<)*0'' '' '' '' '' '

4C'D#1"'#F9'71+*1",M<')9A+1,97,<'#9'0#1"'*?#1$?*<'%9>'4,?%2)#1"<'' '' '' '' '' '

7C':"#<<L71+*1"%+'7#&&19)7%*)#9'<@)++<' '' '' '' '' '

>C':1<*#&<K'2%+1,<'%9>'4,+),A<'#A'#*?,"'71+*1",<' '' '' '' '' '

IC' U#F' 7#9A)>,9*' %",' 0#1' )9' >,%+)9$' F)*?' B,#B+,' A"#&' >)AA,",9*'
71+*1",<T'' '' '' '' '' ''

]C'U#F'&17?'>#'0#1'*?)9@'71+*1"%+'>)AA,",97,<'%AA,7*')9*,"%7*)#9<T' '' '' '' '' ''

^C'U#F')&B#"*%9*')<')*')9'0#1"'F#"@'*#'4,'7#&B,*,9*')9'>,%+)9$'F)*?'
B,#B+,'A"#&'>)AA,",9*'71+*1",<T'' '' '' '' '' '

O*?,"':#&&,9*<-''
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01/..2034*3154#$15+-+-6#9:;;&<+5*&#=/.*2$15+-+-6>#',5435*+/-#?31,&@##

!! !"#$%&'!(#)*&$+!!

A5*+/-54#01/..2034*3154#$15+-+-6#'((&)*+,&-&..#?31,&@##
$15+-+-6#=1/615;#',5435*+/-#?31,&@#

,-!-.&!-/0!/1!-.23!045&6!07&43&!8$2-&!-.&!"#$%&'!(#)*&$!-.4-!400&4$3!/9!'/#$!0$&:-$429295!3#$%&';!</!9/-!
8$2-&!'/#$!94)&!/9!-.23!1/$);!

=#-!'/#$!>/)07&-&?!&%47#4-2/9!3#$%&'!1/$)!29!-.&!@A%47#4-2/9!"#$%&'B!&9%&7/0&!0$/%2?&?;!!

=#-! '/#$! 0$&:-$429295! 3#$%&'! 1/$)! 29! -.&! @=$&:C$429295! "#$%&'B! &9%&7/0&! 0$/%2?&?;! (/! /9&! *#-! -.&!
$&3&4$>.&$3!8277! 3&&!'/#$!>/9-4>-!?&-4273;!,!$&3&4$>.&$!8277!>/9-4>-!'/#! 29!D:E!)/9-.3!82-.!4! 7/95:-&$)!
0/3-:-$429295!&%47#4-2/9!3#$%&';!,1-&$!-.&!0$/F&>-6!477!1/$)3!8277!*&!?&3-$/'&?;!

!"#$%&%'()&*)+*,%'(&-*./%$01**
G!H!7/8&3-!$4-295+!&;5;!9/-!4-!477I%&$'!0//$!:!-/:!J!H!.25.&3-!$4-295+!&;5;!%&$'I%&$'!)#>.I&K>&77&9-!!

 1  2  3  4  5 
G;!! L/8!&11&>-2%&!843!-.&!?&3259!/1!-.&!0$/5$4)M!! !! !! !! !! !

N;!! L/8!&11&>-2%&!843!-.&!-$429&$M!! !! !! !! !! !

O;!! L/8!P9/87&?5&4*7&!843!-.&!-$429&$M!! !! !! !! !! !

D;!! L/8!8&77!?2?!-.&!-$429&$!&9>/#$45&!?23>#332/9!49?!29-&$4>-2/9M!! !! !! !! !! !

J;! L/8!)#>.!?2?!-.&!0$/5$4)!2)0$/%&!'/#$!#9?&$3-49?295!/1!'/#$!

/$549234-2/9Q3!0/72>2&3!49?!233#&3!$&54$?295!>#7-#$47!?2%&$32-'M! !! !! !! !!

E;!! L/8! )#>.! ?2?! -.&! 0$/5$4)! 29>$&43&! '/#$! 484$&9&33! /1! -.&!
2917#&9>&! '/#$! /89! >#7-#$&! .43! /9! '/#$! -./#5.-3! 49?!

*&.4%2/#$3M!! !! !! !! !! !

R;!! L/8!)#>.! ?2?! -.&! 0$/5$4)! 29>$&43&! '/#$! P9/87&?5&! /1! >$/33:

>#7-#$47!>/))#92>4-2/9!3P2773M!! !! !! !! !! !

S;!! L/8! )#>.! ?2?! -.&! 0$/5$4)! 29>$&43&! '/#$! P9/87&?5&! 49?!
#9?&$3-49?295! /1! -.&! >#3-/)36! %47#&3! 49?! *&72&13! /1! /-.&$!

>#7-#$&3M!! !! !! !! !! !

T;! L/8!)#>.!?2?! -.&!0$/5$4)! 29>$&43&!'/#$!>/912?&9>&! 29!?&47295!

82-.!0&/07&!1$/)!?211&$&9-!>#7-#$&3M!! !! !! !! !! !

GU;! L/8!)#>.!?/!'/#!-.29P!>#7-#$47!?211&$&9>&3!411&>-!29-&$4>-2/93M!! !! !! !! !! !

GG;! L/8!2)0/$-49-!23!2-!29!'/#$!8/$P!-/!*&!>/)0&-&9-!29!?&47295!82-.!

0&/07&!1$/)!?211&$&9-!>#7-#$&3M!! !! !! !! !! !

GN;! L/8!29-&$&3-&?!4$&!'/#!29!4007'295!8.4-!'/#!.4%&!7&4$9&?!-/!'/#$!

8/$PM! !! !! !! !! !

GO;! L/8!>/912?&9-!4$&!'/#!-.4-!'/#!8277!*&!4*7&!-/!-$4931&$!8.4-!'/#!

.4%&!7&4$9&?!-/!'/#$!>/:8/$P&$3M!! !! !! !! !! !

GD;! L/8!)#>.!.43!-.&!0$/5$4)!>/9-$2*#-&?!-/!'/#$!F/*!&11&>-2%&9&33! !! !! !! !! !

GJ;! V%&$4776!./8!34-2312&?!4$&!'/#!82-.!-.23!-$429295!0$/5$4)M!! !! !! !! !! !

GE;! W.4-!8&$&!-.&!*&3-!430&>-3!/1!-.&!0$/5$4)M!! !! !! !! !! !

GR;! L/8!>/#7?!-.&!0$/5$4)!*&!2)0$/%&?M!! !! !! !! !! !
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/#,&--#*;12)&*0=$
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Robert Bean, Project Manager 
Cultural Diversity Services Pty Ltd 
PO Box 57, Delamere SA 5204 
Ph. (08) 8598-3088 or 0428 645 142 
Email: rsbean@bigpond.com 
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Q8!I7(-!/,/!5&3!)++(-/!+7(!BRRH!+%),-,-.!$%&.%)#@!
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!  64$+%!+7$'/$&+87')$-(+%+!
!  "#$!3$)$&'-!'77&0'9#:!905;()'%(0)!0<!';0=$!<'9%0&+!
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!  F)9&$'+$2!/)01-$23$!0<!70-(9($+!')2!7&09$24&$+!!
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AL?!C'+!%#$!%&'()()3!'<<$9%$2!%#$!1',!,04!%#()/!';04%!')2!&$+70)2!%0!94-%4&'-!2(=$&+(%,!()!,04&!10&/()3!

-(<$D!F<!+0.!7-$'+$!9055$)%?!

AM?!N04-2!,04!-(/$!%0!#'=$!<4&%#$&!9&0++O94-%4&'-!%&'()()3D! P$+! Q0! Q0%!+4&$!

AR?!F<!,04!104-2!-(/$!<4&%#$&!9&0++O94-%4&'-!%&'()()3.!1#'%!%,7$!0<!%&'()()3!104-2!,04!-(/$D!!

 6$)$&'-!94-%4&'-!'1'&$)$++!')2!90554)(9'%(0)! !!
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