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7UDFN� 0DQDJHPHQW�3HUVRQDO 'HYHORSPHQW

.H\ :RUGV� (GXFDWLRQ� 0DQDJHPHQW

0RGHUDWRU� 0,&+$(/ 0� %5$8167(,1

,QVWUXFWRUV� 1$7+$1,(/ :� %28*+721�

0,&+$(/ 0� %5$8167(,1

5HFRUGHU� 0,&+$(/ 0� %5$8167(,1

6XPPDU\� (PSOR\HHV FRPH LQ DOO VKDSHV DQG VL]HV� 7KH\ FDQ EH VXSHUVWDUV�

ZRUNHU EHHV� RU EHJLQQHUV� 0DQDJHUV PXVW WDNH UHVSRQVLELOLW\ WR PRWLYDWH DQG

FKDOOHQJH HDFK DQG HYHU\ HPSOR\HH WKDW UHSRUWV WR WKHP� %XW KRZ GRHV RQH

LQFUHDVH WKH SURGXFWLYLW\ RI WKH GLIILFXOW HPSOR\HH"

7KH LQVWUXFWRU IRFXVHV RQ LQFUHDVLQJ WKH DZDUHQHVV RI PDQDJHUV WR PRWLYDWH�

VWLPXODWH� DQG FKDOOHQJH WKHLU GLIILFXOW HPSOR\HHV� $ YDULHW\ RI WHFKQLTXHV DQG WRROV

WKDW DVVLVW PDQDJHUV WR LQFUHDVH SURGXFWLYLW\ DQG PD[LPL]H SHUIRUPDQFH FDSDFLW\

DUH SURYLGHG�

0U� 1DWKDQLHO :� %RXJKWRQ� 'RHV HYHU\RQH LQ KHUH PDQDJH VRPHRQH RU ZDQW WR

JHW LQWR PDQDJHPHQW" :KDW ZRXOG \RX VD\ DUH VRPH RI WKH WKLQJV WKDW FDXVH \RX

SUREOHPV DV D PDQDJHU"

)URP WKH )ORRU� 0RWLYDWLRQ�

0U� %RXJKWRQ� 0RWLYDWLRQ� ZKDW HOVH"

)URP WKH )ORRU� 0DQDJLQJ IULHQGV�

0U� %RXJKWRQ� 0DQDJLQJ SHRSOH ZKR ZHUH IRUPHUO\ \RXU SHHUV� 7KDW LV YHU\

GLIILFXOW� 'XULQJ WKH ,QGXVWULDO 5HYROXWLRQ� ��� RI HPSOR\HHV ZKR ZHQW LQWR

PDQDJHPHQW ZHQW EDFN GRZQ WKH OLQH EHFDXVH RI WKH GLIILFXOW\ WKDW WKH\ KDG

PDQDJLQJ ZKDW XVHG WR EH WKHLU SHHUV� :KDW HOVH"

                                                          
�%QR[TKIJV l ����� 5QEKGV[ QH #EVWCTKGU

N/T� $QWIJVQP� PQV C OGODGT QH VJG URQPUQTKPI QTICPK\CVKQPU� KU 2TGUKFGPV CPF /CPCIKPI 2CTVPGT QH VJG

2GTHQTOCPEG /CPCIGOGPV )TQWR KP &CTKGP� %6�
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)URP WKH )ORRU� 7DNLQJ WLPH IRU SHUIRUPDQFH HYDOXDWLRQ� <RX¶UH VXSSRVHG WR

NQRZ KRZ WKH\¶UH GRLQJ�

0U� %RXJKWRQ� $OO ULJKW� VR SDUW RI PDQDJLQJ LV DERXW JLYLQJ IHHGEDFN� $Q\WKLQJ

HOVH"

)URP WKH )ORRU� 7HDFKLQJ SHRSOH ZKR DUH QHZ WR WKH FRPSDQ\ RU QHZ WR WKHLU

VSHFLILF WDVN�

0U� %RXJKWRQ� 6R� LGHQWLI\LQJ SHRSOH ZKR DUH LQ QHZ MREV RU LQ D QHZ GLYLVLRQ DQG

GHWHUPLQLQJ KRZ WR JHW WKHP WR VWDUW WR XQGHUVWDQG WKH NLQGV RI WKLQJV WKDW WKH\¶UH

JRLQJ WR JHW LQYROYHG LQ�

)URP WKH )ORRU� *HWWLQJ WKHP WR GR ZKDW \RX ZDQW WKHP WR GR�

0U� %RXJKWRQ� *HWWLQJ WKHP WR GR ZKDW \RX ZDQW WKHP WR GR� 7KDW LV RQH RI WKH

NH\ WKLQJV� ,Q RXU UHVHDUFK IRU RXU ODWHVW ERRN ZH IRXQG VRPH RI WKH UHDVRQV ZK\

HPSOR\HHV GRQ¶W GR ZKDW WKH\¶UH DVNHG� DQG \RX¶OO EH VKRFNHG WR NQRZ ZKDW WKH\

DUH�

:KDW DUH ZH JRLQJ WR ORRN DW WRGD\" :H¶OO ORRN DW WDVN YHUVXV VWUDWHJ\� ZKLFK JHWV

WR WKH SUREOHP RI KRZ ZH JHW HPSOR\HHV� HVSHFLDOO\ QHZ RQHV� WR UHDOO\ XQGHUVWDQG

ZKDW LW LV WKDW WKH\ QHHG WR DFFRPSOLVK DQG ZKDW LW LV WKDW WKH\ ZDQW WR EH DEOH WR

GR DQG KRZ WKH\ FDQ EH VXFFHVVIXO DW GRLQJ LW� :H¶OO ORRN DW EXLOGLQJ UHODWLRQVKLSV�

7KDW LV SUREDEO\ WKH PRVW IXQGDPHQWDO FRPSRQHQW WR EHLQJ D VXFFHVVIXO PDQDJHU�

:H¶OO ORRN DW SHUIRUPDQFH FRDFKLQJ� ,Q P\ ILUVW ERRN�6WRS 0DQDJLQJ 6WDUW

&RDFKLQJ� ZH FUHDWHG D QHZ PRGHO IRU D PDQDJHU� D PRGHO ZKLFK GLIIHUV IURP WKH
ROG VFKRRO PRGHO� $QG ZKDW GR , PHDQ E\ ROG VFKRRO" :KDW¶V WKH ROG VFKRRO RI
PDQDJHPHQW" /HW PH DVN LW D GLIIHUHQW ZD\� +RZ PDQ\ RI \RX KDYH KDG D
PDQDJHU WKDW \RX GRQ¶W ZDQW WR EH OLNH" :KDW GLG WKH\ GR"

)URP WKH )ORRU� 7KH\ GLGQ¶W PDQDJH� 7KH\ ZHUHQ¶W D SHRSOH SHUVRQ�

0U� %RXJKWRQ� 7KH\ ZHUHQ¶W D SHRSOH SHUVRQ�

)URP WKH )ORRU� 7KH\ GLGQ¶W NQRZ KRZ WR PDQDJH�

0U� %RXJKWRQ� 6R WKH\ ZHUH D WHFKQLFDO SHUVRQ ZLWKRXW LQWHUSHUVRQDO VNLOOV� :KDW
HOVH"

)URP WKH )ORRU� 6RPH HOHPHQWV RI D GLFWDWRUVKLS�

0U� %RXJKWRQ� 'LFWDWRUVKLS�

)URP WKH )ORRU� 2U PDQDJHUV ZKR VD\� ³-XVW GR LW�´

0U� %RXJKWRQ� 9HU\ DXWRFUDWLF� ³MXVW GR LW�´ 'RQ¶W FRPH WDON WR PH DERXW WKH
SUREOHPV� MXVW JLYH PH WKH UHVXOW� :KDW HOVH" :KHQ \RX WKLQN RI D FRDFK� ZKDW
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SRSV LQWR \RXU KHDG" :KHQ \RX WKLQN RI WKH WHUP ³FRDFK�´ ZKDW GR \RX WKLQN
DERXW"

)URP WKH )ORRU� /HDGHU� WUDLQHU�

0U� %RXJKWRQ� /HDGHU� WUDLQHU� :KDW HOVH"

)URP WKH )ORRU� 0RWLYDWRU�

0U� %RXJKWRQ� 0RWLYDWRU�

)URP WKH )ORRU� 6RPHERG\ FDOOHG WKH WHDP SOD\HU� 6RPHERG\ ZKR KHOSV \RX�

0U� %RXJKWRQ� 6RPHERG\ ZKR ZDQWV \RX WR EH VXFFHVVIXO EHFDXVH WKH\ NQRZ
WKDW WKHLU VXFFHVV LV GHSHQGHQW RQ \RXU VXFFHVV� 7KH ROG PDQDJHPHQW SKLORVRSK\
LV� ³-XVW GR LW� JHW LW GRQH� , GRQ¶W FDUH EHFDXVH WKHVH DUH WKH UHVXOWV , QHHG�´
&RQVLGHU WKDW YHUVXV D FRDFKLQJ SKLORVRSK\ ZKHUH LW¶V FROODERUDWLYH DQG ZH VWDUW WR
WKLQN DERXW WKLQJV GLIIHUHQWO\� :H FDQ HQHUJL]H RXU ZRUNIRUFH DQG JHW WKHP WR
HPEUDFH WKH VWUDWHJ\� 7KDW¶V ZKHUH WKH VXFFHVV OLHV�

:H¶OO VSHQG D JRRG GHDO RI WLPH WDONLQJ DERXW IHHGEDFN EHFDXVH� HVSHFLDOO\ ZKHQ
\RX¶UH GHDOLQJ ZLWK GLIILFXOW HPSOR\HHV� VXFFHVV LV GHSHQGHQW XSRQ KRZ ZH JLYH
IHHGEDFN� +RZ GR ZH FRPPXQLFDWH" +RZ GR ZH WDON WR RQH DQRWKHU" 7KH
PDQDJHUV ZKR \RX MXVW GHVFULEHG DUH WKH NLQGV RI SHRSOH ZKR� ZKHQ \RX ZDON LQWR
WKHLU RIILFH� PDNH \RX IHHO QHUYRXV� <RX ZDON LQ WKLQNLQJ� ³2K JRVK� , NQRZ
VRPHWKLQJ¶V JRLQJ WR KDSSHQ� , NQRZ KH¶V JRLQJ WR VD\ VRPHWKLQJ EDG WR PH�´ 'R
\RX HYHU JHW WKH SKRQH FDOO ³&RXOG \RX SOHDVH FRPH WR P\ RIILFH"´ &DQ \RX KHDU LW"
,W¶V ³2K� QR´ EHFDXVH WKDW¶V KRZ ZH IHHO� &RQVLGHU WKDW FDOO IURP D FRDFK ZKR VD\V�
³+H\� FRPH RQ GRZQ� , KDYH D FRXSOH RI LGHDV , ZDQW WR ERXQFH RII RI \RX�´ 7KDW¶V
D ELJ� ELJ GLIIHUHQFH� 7KDW¶V ZKHUH ZH QHHG \RX WR JR�

7KHQ ZH¶OO WDON DERXW QH[W VWHSV� :KDW DUH WKH NLQGV RI WKLQJV WKDW \RX QHHG WR GR
WR EH PRUH VXFFHVVIXO DV D PDQDJHU DQG WR PDQDJH WKRVH SHRSOH ZKR DUH GLIILFXOW"
:K\ DUH HPSOR\HHV GLIILFXOW" -REV GRQ¶W OLQN WR VWUDWHJ\� +RZ PDQ\ RI \RXU
HPSOR\HHV KDYH MRE UHVSRQVLELOLWLHV" (YHU\ERG\� ULJKW" <RX KDYH MRE
UHVSRQVLELOLWLHV WRR� :KHQ ZDV WKH ODVW WLPH WKRVH ZHUH ORRNHG DW" 7HQ \HDUV DJR"
0D\EH ORQJHU" +DV DQ\WKLQJ FKDQJHG" +DV \RXU MRE FKDQJHG" +DV WKH DFWXDULDO
LQGXVWU\ FKDQJHG" <HW� WKH MRE UHVSRQVLELOLWLHV DUH WKH VDPH DV WKH\ ZHUH WHQ \HDUV
DJR� 7KHLU MREV DUH GLIIHUHQW� VR ZKHQ WKH\ ORRN DW WKDW SLHFH RI SDSHU DQG ORRN DW
ZKDW WKH\¶UH VXSSRVHG WR GR� WKH\¶UH FRQIXVHG� 7KH\ GRQ¶W XQGHUVWDQG ZKDW WKHLU
MRE LV� 6R WKHUH¶V IDLOXUH� LI MREV GRQ¶W OLQN XS WR VWUDWHJ\� 'R \RX HYHU VHH WKDW LQ
\RXU ZRUNSODFH" :KDW GR \RX OLNH WR GR LQ \RXU MRE"

)URP WKH )ORRU� :KDW , ZRXOG ORRN DW LV WKLQJV WKDW PDNH D GLIIHUHQFH� 1RW GD\�
WR�GD\� URXWLQH WKLQJV� EXW VRPHWKLQJ WKDW LV YLVLEOH�

0U� %RXJKWRQ� 2.� ZKDW HOVH"
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)URP WKH )ORRU� 7DONLQJ WR FOLHQWV�

0U� %RXJKWRQ� 7DONLQJ WR FOLHQWV� $ ORW RI WLPHV� HVSHFLDOO\ LQ ORZHU OHYHOV LQ DQ
RUJDQL]DWLRQ� HPSOR\HHV GRQ¶W XQGHUVWDQG H[DFWO\ ZKDW LW LV WKH\¶UH VXSSRVHG WR GR�
7KH\ ZDQW WR IRFXV RQ WKLQJV WKDW WKH\ OLNH WR GR RU WKDW DUH WKH HDVLHVW WR GR
EHFDXVH WKH\ GRQ¶W XQGHUVWDQG WKH VWUDWHJ\�

7KH GHVLJQ RI \RXU MREV PD\ EH SRRU� 7KH\ PD\ QRW PHHW WKH QHHGV RI WKH
HPSOR\HHV DQG WKH RUJDQL]DWLRQ� (PSOR\HHV PD\ QRW XQGHUVWDQG WKHLU MRE� 7KH\
NQRZ WKDW WKH\¶UH VXSSRVHG WR WDNH WHVWV� 7KH\ NQRZ ZKDW LW PHDQV WR EH DQ
DFWXDU\� %XW� LI WKH\ VWLOO GRQ¶W XQGHUVWDQG VSHFLILFDOO\ ZKDW WKHLU MRE LV DQG KRZ
WKDW ILWV LQWR WKH ELJ SLFWXUH� WKHUH LV GLIILFXOW\�

(PSOR\HHV DUH RIWHQ IHDUIXO RI UHSHUFXVVLRQV� HVSHFLDOO\ IURP WKDW PDQDJHU ZKR LV
JRLQJ WR \HOO DW WKHP RU UHSULPDQG WKHP IRU DVNLQJ D TXHVWLRQ RU WDNLQJ D ULVN�
7KRVH DUH WKH NLQGV RI WKLQJV WKDW \RX GRQ¶W ZDQW WR VHH KDSSHQ LQ \RXU
RUJDQL]DWLRQ� :KDW¶V WKH VLJQLILFDQFH RI QRW KDYLQJ WUXVW LQ \RXU RUJDQL]DWLRQ"

)URP WKH )ORRU� <RX GRQ¶W JHW KRQHVW UHVSRQVHV�

0U� %RXJKWRQ� 6R ZKDW NLQG RI UHVSRQVHV GR \RX JHW"

)URP WKH )ORRU� 6DIH UHVSRQVHV�

0U� %RXJKWRQ� 7KH UHVSRQVH WKDW¶V JRLQJ WR NHHS WKHP VDIH� <RX¶UH DOVR JRLQJ WR
JHW WKH UHVSRQVH WKDW WKH\ WKLQN \RX ZDQW WR KHDU� ,I WKDW QXPEHU LV VXSSRVHG WR
FRPH LQ DW ; DQG WKH\ NQRZ LW¶V ORRNLQJ PRUH OLNH LW¶V JRLQJ WR EH <� ZKHUH LV LW
JRLQJ WR FRPH LQ DW" ,W¶V JRLQJ WR FRPH LQ DW ;� ,W¶V LPSRUWDQW WKDW ZH XQGHUVWDQG
WKDW ULJKW IURP WKH VWDUW WKDW WUXVW LV D FULWLFDO IDFWRU LQ PDQDJLQJ GLIILFXOW
HPSOR\HHV�

+RZ PDQ\ RI \RX LQWHUDFW ZLWK FOLHQWV" 6HYHUDO� +RZ PDQ\ RI \RXU HPSOR\HHV
LQWHUDFW ZLWK FOLHQWV" 6HYHUDO� :KDW PRVW RUJDQL]DWLRQV GRQ¶W XQGHUVWDQG LV WKH
VLPSOH IDFW WKDW HPSOR\HHV QHHG WR XQGHUVWDQG ZKR WKHLU LQWHUQDO FXVWRPHUV DQG
WKHLU H[WHUQDO FXVWRPHUV DUH� :KDW GHSDUWPHQWV GR \RX LQWHUDFW ZLWK LQ \RXU
RUJDQL]DWLRQ"

)URP WKH )ORRU� )LQDQFH� PDUNHWLQJ� DQG V\VWHPV�

0U� %RXJKWRQ� )LQDQFH� PDUNHWLQJ� V\VWHPV� VDOHV� DQG FODLPV� <RX ZRUN ZLWK D
YDULHW\ RI HQWLWLHV ZLWKLQ \RXU RUJDQL]DWLRQ� (PSOR\HHV QHHG WR NQRZ WKH FULWLFDO
QHHGV RI WKRVH VWDNHKROGHUV� ,I ZH¶UH JRLQJ WR EH VXFFHVVIXO DW VHOOLQJ WKLV QHZ
SODQ� WKH\ QHHG WR EH EURXJKW LQWR LW DQG DFFHSW LW�

/HW¶V GLVFXVV WDVN YHUVXV VWUDWHJ\� :KDW GR HPSOR\HHV WHQG WR GR" 7KH\ IRFXV RQ
WDVNV� DQG ZKHQ HPSOR\HHV IRFXV RQ WDVNV� WKH\¶OO EH PHGLRFUH DW EHVW� 7KH\ ZLOO
PDLQWDLQ WKH VWDWXV TXR DQG WKH\¶OO KDYH DYHUDJH SHUIRUPDQFH� ,V WKDW ZKHUH PRVW
RI \RXU HPSOR\HHV IDOO LQWR WKDW FDWHJRU\" :KHUH GR \RX QHHG WKHP WR JR" <RX
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QHHG WKHP WR JHW WR VWUDWHJ\� <RX QHHG WKHP WR EH VWUDWHJLF WKLQNHUV� 7KH\ QHHG
WR XQGHUVWDQG ZKDW LW LV WKDW \RX DUH WU\LQJ WR DFFRPSOLVK ZLWKLQ \RXU RUJDQL]DWLRQ�
,I WKH\ GR� WKH VXFFHVV LV JRLQJ WR EH GUDVWLF� 7KHUH¶V JRLQJ WR EH H[FHOOHQFH�
WKHUH¶V JRLQJ WR EH RZQHUVKLS� DQG WKHUH¶V JRLQJ WR EH KLJK SHUIRUPDQFH� 7KDW LV
ZKHUH \RX ZDQW \RXU RUJDQL]DWLRQ WR JR�

)URP WKH )ORRU� <RX¶UH VXJJHVWLQJ WKDW WKH RQXV LV RQ WKH PDQDJHU DQG WKDW DOO
GLIILFXOW HPSOR\HHV DUH GLIILFXOW EHFDXVH WKH\¶UH QRW EHLQJ PDQDJHG SURSHUO\�

0U� %RXJKWRQ� )RU WKH PRVW SDUW� ,I HPSOR\HHV DUH GLIILFXOW� LW LV SDUWO\ WKH
UHVSRQVLELOLW\ RI \RX DV PDQDJHUV� DQG , ZRXOG DJUHH WR WKDW� :H DOO KDYH
HPSOR\HHV ZKR FDQ EH GLIILFXOW WR ZRUN ZLWK DQG WKRVH ZKR ZH QHHG WR WDNH D FORVHU
ORRN DW� 7KH UHDOLW\ LV \RX KDYH VRPH RI WKH EULJKWHVW SHRSOH LQ WKLV FRXQWU\
ZRUNLQJ IRU \RX� \HW WKH\¶UH RQO\ DFKLHYLQJ PHGLRFULW\� , GRQ¶W WKLQN WKDW LV JRRG
HQRXJK� DQG , GRQ¶W WKLQN WKDW \RX WKLQN WKDW WKDW LV JRRG HQRXJK� 6R KRZ GR ZH
IRUJH D UHODWLRQVKLS WKDW LV JRLQJ WR DOORZ XV WR GULYH UHYHQXH DQG RXU RUJDQL]DWLRQDO
VXFFHVV� DQG XOWLPDWHO\ JXDUDQWHH \RXU RZQ SHUVRQDO VXFFHVV" 7KRVH DUH WKH
WKLQJV WKDW DUH JRLQJ WR PDNH D GLIIHUHQFH�

)URP WKH )ORRU� +RZ GR ZH GHILQH WKDW ZRUG GLIILFXOW" 'LIILFXOW HPSOR\HHV GR QRW
PHDQ ORZHU SHUIRUPHUV� 6RPH HPSOR\HHV DUH JRRG SHUIRUPHUV� EXW DUH VWLOO
GLIILFXOW�

0U� %RXJKWRQ� 5LJKW� /HW¶V GHILQH LW IRU RXUVHOYHV� :KDW GR \RX WKLQN D GLIILFXOW
HPSOR\HH LV"

)URP WKH )ORRU� 6RPHRQH ZKR GRHV QRW SHUIRUP XS WR VWDQGDUGV�

)URP WKH )ORRU� 6RPHRQH ZKR LV QRW D WHDP SOD\HU�

0U� %RXJKWRQ� :KDW HOVH"

)URP WKH )ORRU� 6RPHRQH \RX KDYH WR VWD\ RQ WRS RI DOO WKH WLPH WR PDNH VXUH
WKH\¶UH IRFXVLQJ�

0U� %RXJKWRQ� 2.� VRPHRQH \RX QHHG WR VWD\ RQ WRS RI VR WKDW WKH\ FDQ VWD\
IRFXVHG� :HUH \RX JRLQJ WR DGG VRPHWKLQJ"

)URP WKH )ORRU� /DFN RI PRWLYDWLRQ�

)URP WKH )ORRU� 7RR PXFK PRWLYDWLRQ"

0U� %RXJKWRQ� 7RR PXFK PRWLYDWLRQ� 7KDW FDQ EH YHU\ WUXH WRR� <RX KDYH VRPH
KLJK DFKLHYHUV� QR TXHVWLRQ DERXW LW� 6RPHWLPHV WKH\ DUH RYHUPRWLYDWHG�
VRPHWLPHV XQGHUPRWLYDWHG� <RX KDYH WR VWD\ RQ WRS RI WKHP�

)URP WKH )ORRU� 6RPH PLJKW KDYH SHUVRQDO VNLOO SUREOHPV�
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0U� %RXJKWRQ� 3HUVRQDO VNLOO SUREOHPV� 0D\EH WKH\ ODFN FRPPXQLFDWLRQV VNLOOV RU
LQWHUSHUVRQDO VNLOOV� RU WKH\¶UH QRW D WHDP SOD\HU�

)URP WKH )ORRU� 6RPHWLPHV HPSOR\HHV DUH FULWLFDO�

0U� %RXJKWRQ� :KDW LI WKH\ FDQ GR WKHLU MRE ZHOO� EXW WKH\¶UH H[WUHPHO\ FULWLFDO RI
WKH FRPSDQ\" 7KDW NLQG RI DQ LQGLYLGXDO� HYHQ WKRXJK WKH\ PD\ EH DEOH WR GHOLYHU
WKH UHVXOWV WKDW \RX H[SHFW RI WKHP� FDQ GUDLQ VRPH RI WKDW SRZHUIXO� SRVLWLYH
HQHUJ\ RI WKH RUJDQL]DWLRQ� $QG WKRVH DUH VRPH RI WKH SHRSOH ZKR ZH¶OO WDNH D ORRN
DW WRR EHFDXVH WKH\ KDYH WKH DELOLW\ WR EH VXFFHVVIXO� ,W¶V MXVW OHDUQLQJ KRZ WR SXVK
WKH ULJKW EXWWRQ WR JHW WKHP WR WKLQN DERXW WKLQJV LQ D SRVLWLYH ZD\� 7KH\ FDQ
LPSDFW WKLQJV LQ D SRVLWLYH ZD\� ,W JHWV EDFN WR WKHLU XQGHUVWDQGLQJ WKH VWUDWHJ\�
,W¶V DERXW RZQHUVKLS� $ ORW RI WLPHV HPSOR\HHV GRQ¶W TXLWH XQGHUVWDQG KRZ WKH\ ILW
LQWR WKH ELJJHU SLFWXUH DQG� EHFDXVH WKH\ GRQ¶W XQGHUVWDQG KRZ WKH\ ILW LQWR WKH
ELJJHU SLFWXUH� WKH\ FRPSODLQ D ORW� 7KH\ FDQ¶W VHH ZKDW RWKHU GHSDUWPHQWV DQG
RWKHU SDUWV RI WKH RUJDQL]DWLRQ DUH GRLQJ� 7KLV LV D YHU\ LPSRUWDQW SRLQW�

7KHUH DUH FHUWDLQ ZRUGV WKDW ZLOO WULJJHU QHJDWLYH EHKDYLRU� DQG , JXDUDQWHH ZKHQ
\RX ORRN DW VRPH RI WKHP \RX¶UH JRLQJ WR TXHVWLRQ WKHP�

-XGJLQJ RU FULWLFL]LQJ� 7KLQN RI WKDW PDQDJHU ZKR ZDV YHU\ QHJDWLYH� 7KH\ WHQG WR
EH YHU\ MXGJLQJ�

3UDLVLQJ RU UHDVVXULQJ� +RZ FDQ WKDW EH D SHUIRUPDQFH NLOOHU" , VHH \RX DOO ORRNLQJ
DW PH ZLWK WKDW TXHVWLRQLQJ ORRN�

)URP WKH )ORRU� 3UDLVLQJ VRPHRQH HOVH�

0U� %RXJKWRQ� 3UDLVLQJ VRPHRQH HOVH� KRZ VR"

)URP WKH )ORRU� :HOO� SUDLVH RQH DQG QRW WKH RWKHU SHUVRQ ZKR \RX¶UH QRW
SUDLVLQJ�

0U� %RXJKWRQ� *RRG SRLQW� +H VDLG WKDW ZKHQ \RX¶UH SUDLVLQJ RQH SHUVRQ� EXW QRW
DQRWKHU� WKH RWKHU SHUVRQ PD\ JHW UHVHQWIXO�

)URP WKH )ORRU� 3DWURQL]LQJ�

0U� %RXJKWRQ� $EVROXWHO\� 5LJKW RQ WKH PRQH\� ,I LW¶V SDWURQL]LQJ� SUDLVH LV D
SHUIRUPDQFH NLOOHU� ,I , JR WR :LOOLDP DOO WKH WLPH DQG VD\� ³+H\� :LOOLDP� JRRG MRE�
*RRG MRE� :LOOLDP� <HDK� , NQRZ \RX PDGH WKDW HUURU RQ WKDW ODVW UXQ DQG LW FRVW XV
��������� EXW JRRG MRE� .HHS XS WKH JRRG ZRUN� \RX¶UH GRLQJ ILQH�´ DQG KH LVQ¶W�
:LOOLDP¶V ZDONLQJ DURXQG WKLQNLQJ� ³:DLW D VHFRQG� , PDGH D PLVWDNH�´ , ZRXOG
KRSH WKDW P\ PDQDJHU ZRXOG WDON WR PH DERXW LW� %XW KH RU VKH GRHVQ¶W� 6R ZKHQ
\RX¶UH RYHUEHDULQJ� LW FDUULHV WR WKH SRLQW ZKHUH WKHUH LV QR ZHLJKW� <RX NQRZ WKDW
HYHU\ WLPH WKDW SHUVRQ VD\V DQ\WKLQJ WR \RX� \RX NQRZ KH RU VKH¶V JRLQJ WR VD\ LW¶V
JRRG�
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/DEHOLQJ RU PRUDOL]LQJ� 7KRVH DUH SUHWW\ VLJQLILFDQW� $YRLGLQJ RU GLYHUWLQJ� 2QH RI
WKH WKLQJV WKDW ZH KDYH D YHU\� YHU\ GLIILFXOW WLPH GRLQJ� ODGLHV DQG JHQWOHPHQ� LV
JLYLQJ QHJDWLYH IHHGEDFN� $Q\ERG\ HQMR\ LW" 1R� ZH GRQ¶W KDYH DQ\ IXQ GRLQJ WKDW�
7KH UHDVRQ ZH GRQ¶W LV EHFDXVH ZH KDYH D IHHOLQJ WKDW ZH¶UH JRLQJ WR KXUW
VRPHRQH� ,W¶V D YHU\ XQFRPIRUWDEOH SURFHVV� EXW HDFK RI \RX KDV EHHQ JLYHQ WKH
UHVSRQVLELOLW\ WR PDQDJH RWKHU SHRSOH� ZKLFK PHDQV \RX KDYH WR EH KHOG
DFFRXQWDEOH WR GHPDQGLQJ H[FHOOHQFH LQ GHDOLQJ ZLWK RWKHUV LQ DQ KRQHVW DQG
UHVSRQVLYH IDVKLRQ�

'LDJQRVLQJ DQG SURYLGLQJ VROXWLRQV� 7KLV LV QRW WKH SDWURQL]LQJ VLGH RI WKH HTXDWLRQ
EXW� UDWKHU� SURYLGLQJ D ORW RI LQIRUPDWLRQ WR VRPHRQH ZKR LV FDSDEOH RI PDNLQJ
VHQVH RI LW HDVLO\� <RX JLYH WKH DQVZHU EHIRUH WKH\ FDQ VROYH LW IRU WKHPVHOYHV�
7KDW FDQ EH YHU\ IUXVWUDWLQJ� +DV WKDW HYHU KDSSHQHG WR DQ\RQH LQ KHUH" <RX¶UH
ZRUNLQJ RQ VRPHWKLQJ DQG \RX NQRZ \RX¶UH UHDO FORVH� \RX¶UH H[FLWHG DERXW LW� DQG
VRPHERG\ FRPHV LQ DQG WHOOV \RX ZKDW LW VKRXOG EH� 2U \RXU ERVV FRPHV LQ DQG
WHOOV \RX ZKDW LW VKRXOG EH� <RX ZHUH MXVW DERXW WKHUH� /HW PH OHDUQ LW�

2UGHULQJ RU WKUHDWHQLQJ� 7KDW¶V SUHWW\ VHOI�H[SODQDWRU\� 4XHVWLRQLQJ DQG ORJLFDO
DUJXPHQW� 6RPHWLPHV ZH JHW HPRWLRQDO DW ZRUN� $QG VRPHWLPHV ZH GRQ¶W QHHG WR
KHDU D ORJLFDO DUJXPHQW� 6RPHWLPHV ZH QHHG WR OHW VRPHERG\ VLPPHU DQG WKLQN
WKURXJK DQG SURFHVV LW WKHPVHOYHV LQVWHDG RI WU\LQJ WR JHW GHHS LQVLGH WKHLU KHDG�

7KH SHUIRUPDQFH NLOOHU WKDW LV PRVW LPSRUWDQW IRU XV WR HOLPLQDWH IURP RXU
YRFDEXODU\ LV WKH ZRUG EXW� ³6FRWW� \RX GLG D IDQWDVWLF MRE ZLWK WKDW UHSRUW� %XW� ,
QHHG WR WDON WR \RX DERXW ZKDW \RX GLGQ¶W GR \HVWHUGD\�´ +RZ GR \RX IHHO"

)URP WKH )ORRU� $OO \RX UHDOO\ UHPHPEHU LV WKH ³EXW´ SDUW� QRW DQ\WKLQJ EHIRUH
WKDW�

0U� %RXJKWRQ� <RX JRW LW� :KDW KDSSHQV" :H IRFXV GLUHFWO\ LQ RQ WKH EDG QHZV�
6RPH RI \RX EULJKW ODGLHV DQG JHQWOHPHQ ZLOO VD\� ³+RZ DERXW µKRZHYHU¶" +RZ
DERXW µDOWKRXJK¶"´ 7KH\ GRQ¶W ZRUN HLWKHU� <HV� ZH QHHG WR XVH WKH ZRUGEXW LQ RXU
YRFDEXODU\� VR LW¶V QRW HDV\ WR HOLPLQDWH LW� :DWFK WKH GLIIHUHQFH ZKHQ , XVH WKHVH
RWKHU WHFKQLTXHV�

7KH ILUVW RQH LV WR VHSDUDWH� ,I 6FRWW GLG D IDQWDVWLF MRE ZLWK 5HSRUW $� WKHQ DIWHU KH
FRPSOHWHG WKDW UHSRUW , VKRXOG WHOO KLP� ³6FRWW� \RX GLG D IDQWDVWLF MRE ZLWK 5HSRUW
$�´ $ FRXSOH RI GD\V ODWHU , JHW 5HSRUW %� , VHH WKHUH DUH HUURUV� , VD\� ³6FRWW� ,
QRWLFHG WKDW WKHUH ZHUH VRPH HUURUV LQ 5HSRUW %� &DQ \RX WHOO PH DERXW WKHP"´
7KDW ZD\ , VHSDUDWH WKH WZR HYHQWV� , JLYH KLP WKH SRVLWLYH IHHGEDFN ZKHQ KH
GHVHUYHV LW DQG WKH FRQVWUXFWLYH IHHGEDFN ZKHQ KH QHHGV WR KHDU LW WRR� :DWFK WKH
GLIIHUHQFH� ,I , VD\� ³6FRWW� \RX GLG D JUHDW MRE ZLWK 5HSRUW $� EXW , QHHG WR WDON WR
\RX DERXW 5HSRUW %�´ KH NQRZV LW¶V EDG� :DWFK WKH GLIIHUHQFH ZKHQ , XVH WKDW
VLPSOH ZRUG DQG DQG VD\� ³6FRWW� \RX GLG D IDQWDVWLF MRE ZLWK 5HSRUW $� DQG ZKDW ,
QHHG WR WDON WR \RX DERXW WRGD\ LV 5HSRUW %�´ ,W¶V VXEWOH� EXW LW¶V FRXFKHG� <RX
GRQ¶W KDYH WKH UHDFWLRQ WKDW \RX QRUPDOO\ ZRXOG KDYH LI \RX KHDUG WKH ZRUGEXW� ,I ,
VD\� ³6FRWW� \RX GLG D JUHDW MRE ZLWK 5HSRUW $�´ DQG SDXVH EHIRUH VD\LQJ� ³:KDW ,
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QHHG WR WDON WR \RX DERXW WRGD\ LV 5HSRUW %�´ WKDW LV QRW DV GUDPDWLF� ³$QG´ LV \RXU
EHVW FKRLFH�

7KH VHFRQG SHUIRUPDQFH NLOOHU LV WKH ZRUGZK\� ³:LOOLDP� ZK\ GLG \RX GR WKDW"´

+RZ GR \RX IHHO" ³:K\´ JRHV ULJKW DIWHU \RX DV D SHUVRQ� ,W¶V QRW DERXW EHKDYLRU
DQ\PRUH� LW¶V DERXW \RX DV DQ LQGLYLGXDO� 6R ZKHQ , DVN� ³:LOOLDP� ZK\ GLG \RX GR
WKDW"´ ZH DOO NQRZ :LOOLDP GLG WKDW� :H NQRZ :LOOLDP¶V LQ WURXEOH� DQG WKDW
DXWRPDWLFDOO\ SXWV XV RQ WKH GHIHQVLYH�

)URP WKH )ORRU� 6RPHRQH RQFH WROG PH WKDW WKH ZRUGZK\ LV DQ DFFXVDWLRQ�

0U� %RXJKWRQ� $EVROXWHO\� 7KDW¶V DQ H[FHOOHQW SRLQW EHFDXVH LW LV� DQG ,¶YH KDG
SHRSOH VD\ WR PH� ³:HOO� 1DW� ORRN DW WKH ZD\ \RX VDLG LW� , PHDQ WKH LQIOHFWLRQ LQ
\RXU YRLFH FOHDUO\ ZDV DFFXVDWRU\�´ 1RZ� OLVWHQ� ,¶OO WU\ WR EH YHU\ QLFH� ³:LOOLDP�
ZK\ GLG \RX GR WKDW"´

)URP WKH )ORRU� ,W GRHVQ¶W ZRUN� QR PDWWHU KRZ \RX SXW LW�

0U� %RXJKWRQ� ([DFWO\� ,W GRHVQ¶W PDNH D GLIIHUHQFH� GRHV LW" 7KDW¶V WKH SRLQW�
1RZ ZDWFK WKH GLIIHUHQFH LI , XVH D ³KRZ´ RU ³ZKDW�´ , DVN� ³:LOOLDP� ZKDW ZHUH WKH
FLUFXPVWDQFHV WKDW FDXVHG ;"´ :KDW DP , IRFXVLQJ RQ QRZ" %HKDYLRU� ,¶P DVNLQJ
IRU ZKDW FDXVHG ;� ,W¶V QRW DERXW :LOOLDP DV DQ LQGLYLGXDO� LW¶V DERXW ;� 2U LI , XVH
³KRZ´ DQG VD\� ³<RX NQRZ� :LOOLDP� KRZ GR ZH JHW WR ;"´ LW¶V DERXW WKH EHKDYLRU RU
WKH HYHQW RU WKH FLUFXPVWDQFHV� ,W¶V QRW DERXW :LOOLDP� WKH OD]\� ZRUWKOHVV
HPSOR\HH , KDYH� 1R� LW¶V QRW DERXW :LOOLDP� LW¶V DERXW ZKDW WKDW HQG UHVXOW LV�
7KDW¶V YHU\� YHU\ LPSRUWDQW�

$ TXLFN VWRU\� , DP WKH \RXQJHVW RI ILYH ER\V DQG P\ ROGHVW WZR EURWKHUV ZHUH RXW
RI WKH KRXVH DOUHDG\� , ZDV WHQ� DQG P\ EURWKHU ZDV ��� 0\ PRP FDPH KRPH
IURP ZRUN� DQG P\ EURWKHU DQG , VDLG� ³:KHUH¶V GLQQHU"´ *RRG TXHVWLRQ WR DVN
0RP DIWHU D KDUG GD\¶V ZRUN� 6KH OLWHUDOO\ KDG XV RYHU WKH VWRYH IRU DERXW WZR�
DQG�D�KDOI ZHHNV FRRNLQJ HYHU\ PHDO ZLWK KHU� 1RZ , FDQ FRRN DQ\WKLQJ� , FDQ GR
,WDOLDQ� &KLQHVH� DQG VRPH ,QGLDQ� , FDQ GR D ZLGH YDULHW\ RI FRRNLQJ� VR ZKHQ P\
ZLIH DQG , KDYH GLQQHU SDUWLHV , JHW WKH ORYLQJ FKRUH RI FRRNLQJ� 6R ,¶P PDNLQJ
IHWWXFFLQL $OIUHGR ZLWK PDULQDWHG FKLFNHQ IRU GLQQHU RQH QLJKW� , KDG URVHPDU\
URDVWHG UHG SRWDWRHV LQ WKH RYHQ� DQG , ZDV JRLQJ WR PDNH FDUDPHOL]HG DVSDUDJXV�
0\ ZLIH FRPHV KRPH DQG VD\V� ³*RVK� LW VPHOOV JUHDW� %XW ZK\ LQ WKH ZRUOG GR \RX
KDYH SRWDWRHV LQ WKH RYHQ"´ 6KH GRXEOH�ZKDPPLHG PH� 6KH VDLG� ³%XW ZK\�´ 6R
ZKDW GLG , GR" , JRW XSVHW� ³,¶YH EHHQ LQ WKLV NLWFKHQ IRU WKH ODVW WKUHH KRXUV
VODYLQJ RYHU WKLV VWRYH PDNLQJ RXU GLQQHU²ZKDW GR \RX PHDQ ZH FDQ¶W KDYH
SRWDWRHV"´ $Q\ERG\ FRRN" +DYLQJ SDVWD DQG SRWDWRHV ZDV WKH SUREOHP� <RX¶UH
QRW VXSSRVHG WR KDYH WZR VWDUFKHV� 6R ,¶P ULSSLQJ WKLQJV RXW RI WKH RYHQ� GXPSLQJ
SRWDWRHV LQWR 7XSSHUZDUH VD\LQJ� ³)LQH� ZH¶OO HDW WKHP VRPH RWKHU GD\�´ 0\ ZLIH LV
MXVW ORRNLQJ DW PH DQG VKH¶V ODXJKLQJ VR KDUG WKDW VKH¶V FU\LQJ� $QG WKHQ , VWDUWHG
ODXJKLQJ� , ZHQW D OLWWOH FUD]\ EHFDXVH RI WKH IDFW VKH VDLG WKH ZRUGVEXW DQG ZK\�
, MXVW LPPHGLDWHO\ UHDFWHG EHFDXVH , WKRXJKW VKH ZDV DWWDFNLQJ PH�
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7KH WKLUG SHUIRUPDQFH NLOOHU LV WKH ZRUGZDQW� 7DNH WKH VWDWHPHQW� ³<RX NQRZ�
6FRWW� , ZDQW \RX WR GR ;�´ 7KDW FOHDUO\ HVWDEOLVKHV WKDW WKHUH¶V D KLHUDUFK\�
,QVWHDG VD\� ³<RX NQRZ� 6FRWW� ZH QHHG WR UHDOO\ WKLQN DERXW KRZ WR GR ;�´ :KHQ ,
VD\ WKH ZRUGV ZH DQG QHHG� ZKDW GR WKH\ GR" 7KH\ PDNH D WHDP� 7KH\ EDODQFH LW
RXW D ELW� ,W¶V YHU\ SRZHUIXO LI \RX VD\ ³QHHG´ EHFDXVH� ZKHQ \RX VD\ ³QHHG�´ LW¶V
DOZD\V ZLWK WKH ZRUGZH�

7KH PRVW FULWLFDO WKLQJ \RX FDQ GR DV IDU DV XQGHUVWDQGLQJ HPSOR\HHV DQG
PDQDJLQJ� ZKHWKHU WKH HPSOR\HHV DUH GLIILFXOW RU VXSHUVWDUV� LV WR EXLOG
UHODWLRQVKLSV� +RZ GR ZH JR DERXW EXLOGLQJ UHODWLRQVKLSV" 7KH ILUVW WKLQJ ZH QHHG
WR GR LV JHW WR D SRLQW ZKHUH IHDU LV HOLPLQDWHG LQ WKH ZRUNSODFH� )HDU LV DQ
DFURQ\P� 7KH ) VWDQGV IRU IUXVWUDWLRQ RI SHRSOH� SODFHV� RU VLWXDWLRQV� WKH ( VWDQGV
IRU HJR �FRQWURO�� WKH $ VWDQGV IRU DQJHU� DQG WKH 5 VWDQGV IRU UHVHQWPHQW RU�
ZRUVH \HW� UDJH� 7KH ILUVW VWHS LQ EXLOGLQJ VWURQJ UHODWLRQVKLSV ZLWK \RXU HPSOR\HHV
LV WKH HOLPLQDWLRQ RI WKDW XQKHDOWK\ IHDU� WKH IHDU WKDW SDUDO\]HV \RX� 7KHUH LV� RI
FRXUVH� KHDOWK\ IHDU� ZKLFK PRWLYDWHV XV WR DFKLHYH VXFFHVV�

7KH QH[W VWHS LV WR FRPPXQLFDWH� +RZ GR \RX FRPPXQLFDWH LQ \RXU RUJDQL]DWLRQ"
:KDW DUH WKH WZR IDYRULWH ZD\V WKDW \RX FRPPXQLFDWH"

)URP WKH )ORRU� H�PDLO DQG YRLFH PDLO�

0U� %RXJKWRQ� 7KDW¶V QRW WKH EHVW ZD\� )DFH�WR�IDFH LV DEVROXWHO\ WKH ZD\� +RZ
PDQ\ RI \RX KDYH W\SHG DQ H�PDLO RU OHIW D YRLFH PDLO� VHQW LW� DQG VDLG� ³2K QR� ,
ZDQW WKDW EDFN�´ EHFDXVH \RX VDLG VRPHWKLQJ LQ LW WKDW \RX SUREDEO\ ZRXOGQ¶W KDYH
VDLG LI \RX ZHUH IDFH�WR�IDFH" 7RGD\ WHFKQRORJ\ LV VXSSRVHG WR PDNH XV PRUH
HIILFLHQW� :H¶UH JHWWLQJ WR D SRLQW ZKHUH ZH FRPPXQLFDWH RQO\ YLD H�PDLO� 6RPH RI
\RX GRQ¶W VSHQG DQ\ WLPH WDONLQJ ZLWK \RXU HPSOR\HHV RQH�RQ�RQH EHFDXVH \RX
VSHQG VR PXFK WLPH FRPPXQLFDWLQJ YLD H�PDLO� 7KH\ H�PDLO \RX EDFN� \RX H�PDLO
DJDLQ� <RX PD\ EH WKUHH GRRUV GRZQ� EXW \RX GRQ¶W JHW XS DQG ZDON GRZQ WR VHH
WKHP� 7KDW¶V D SUREOHP� <RX ZDQW WR LQWHUDFW� 7KDW¶V H[WUHPHO\ LPSRUWDQW� <RX
ZDQW WR EH DEOH WR KDYH IDFH WLPH ZLWK \RXU SHRSOH� 1RZ OHW PH DVN \RX D
TXHVWLRQ� :KHUH VKRXOG \RX JR WDON WR \RXU SHRSOH� RU ZKHUH GR \RX XVXDOO\ KDYH
PHHWLQJV ZLWK \RXU SHRSOH"

)URP WKH )ORRU� ,Q WKHLU RIILFH�

0U� %RXJKWRQ� 7KHLU RIILFH� $ ORW RI WLPHV ZH KDYH WKHP WR RXU RIILFH� ULJKW"
7KHUH LV DQ LQKHUHQW IHDU ZLWK JRLQJ WR \RXU ERVV¶V RIILFH� *R WR WKHLU WXUI LQVWHDG�
WDON WR WKHP LQ WKHLU VSDFH ZKHUH WKH\¶UH UHOD[HG DQG \RX¶UH WKH RQH VLWWLQJ LQ WKH
FKDLU�

, GR H[HFXWLYH FRDFKLQJ� , KDG WKLV VHQLRU H[HFXWLYH VD\ WR PH RQFH� ³:KHQHYHU ,
ZDQW WR \HOO DW VRPHERG\� , EULQJ WKHP LQWR P\ RIILFH LQWR RQH RI WKRVH FKDLUV WKDW¶V
DGMXVWDEOH� , ORZHU LW VR WKDW ,¶P DOZD\V VLWWLQJ KLJKHU XS ORRNLQJ GRZQ DW P\
HPSOR\HH� 7KLV RQH WLPH , KDG DQ H[�EDVNHWEDOO SOD\HU ZKR ZDV �
 ��� DQG ZKRVH

NQHHV ZHUH DURXQG KLV HDUV�´ +H ZDV VHULRXV DQG KH¶V WKLQNLQJ LW¶V KXPRURXV� DQG

,¶P WKLQNLQJ� ³*RVK� ZH¶UH JRLQJ WR EH WRJHWKHU IRU D ORQJ WLPH�´
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$IWHU ZH LQWHUDFW \RX EHJLQ WR DFFHSW� ,W¶V DERXW XQGHUVWDQGLQJ WKH GLIIHUHQFHV

IURP D GLYHUVLW\ SHUVSHFWLYH� L�H�� WKH GLIIHUHQW QDWLRQDOLWLHV� HWKQLFLWLHV� DQG

H[SHULHQFHV� ,W¶V EHJLQQLQJ WR DFFHSW \RXU HPSOR\HHV� :KDW , FKDOOHQJH DOO RI \RX

WR GR LV WR GHYHORS GHHSHU OHYHOV RI EXVLQHVV LQWLPDF\� *HW LQYROYHG ZLWK \RXU

SHRSOH� :KDW GR , PHDQ"

)URP WKH )ORRU� *HW WR NQRZ WKHP�

0U� %RXJKWRQ� *HW WR NQRZ WKHP� +RZ GR \RX ILQG RXW VRPHWKLQJ DERXW \RXU

SHRSOH"

)URP WKH )ORRU� *R RXW ZLWK WKHP�

0U� %RXJKWRQ� *R RXW IRU OXQFK� :KDW DERXW LQ WKHLU ZRUN VSDFH� DUH WKHUH DQ\

FOXHV"

)URP WKH )ORRU� 3KRWRV�

0U� %RXJKWRQ� 3KRWRV� ULJKW� 3XOO RXW \RXU SLFWXUHV� 3HRSOH ZDQW WR WDON DERXW

WKHP� , KDYH D EHDXWLIXO IRXU�\HDU�ROG ZKRVH ELUWKGD\ ZDV \HVWHUGD\� , DOVR KDYH

D WHQ�PRQWK�ROG� , ZDQW WR WDON WR SHRSOH DERXW P\ FKLOGUHQ� , ORYH P\ FKLOGUHQ�

7KRVH DUH WKLQJV WKDW DUH VDIH WR WDON DERXW� <RX QHHG WR JHW WR NQRZ \RXU SHRSOH�

7KH QH[W VWHS LV WUXVW DQG KRQHVW\� <RX QHHG WR XQGHUVWDQG SHRSOH WR KDYH WUXVW�

2QFH \RX KDYH WUXVW� WKH\ ZLOO EHJLQ WR JHW KRQHVW ZLWK \RX� ,I \RX GRQ¶W KDYH D

UHODWLRQVKLS� \RX¶UH QRW JRLQJ WR KDYH WUXVW� DQG WKH\ DUHQ¶W JRLQJ WR EH KRQHVW ZLWK

\RX� 7KH\¶UH JRLQJ WR WHOO \RX ZKDW \RX ZDQW WR KHDU� DQG WKDW¶V WKH H[WHQW RI LW�

/HW¶V GLVFXVV VHOI�HVWHHPLQJ� :KHQ , GHVLJQHG WKLV PRGHO� , ZDV WKLQNLQJ RI

VRPHWKLQJ WKDW ZDV PRUH SRZHUIXO WKDQ MXVW HPSRZHUPHQW� (PSRZHUPHQW LV D

JUHDW ZRUG� EXW ZKDW DERXW \RX DV D PDQDJHU DQG D FRDFK" 6KRXOGQ¶W WKHUH EH

VRPH UHFLSURFLW\ LQ WKH UHODWLRQVKLS" $EVROXWHO\� 6HOI�HVWHHPLQJ LV MXVW WKDW� ,W¶V

UHFLSURFDO VHOI�ZRUWK� ,I ,¶P ZRUNLQJ ZLWK P\ HPSOR\HH 3DXO� VXSSRVH , VD\ WR 3DXO�

³:H QHHG \RX WR GR WKLV DVVLJQPHQW� KHUH DUH WKH SDUDPHWHUV� /HW PH NQRZ LI \RX

UXQ LQWR DQ\ URDGEORFNV DQG JHW EDFN WR PH�´ 3DXO GRHV VRPH ZRUN� UXQV LQWR VRPH

GLIILFXOW\� DQG WHOOV PH� , VD\� ³(QLG GLG VRPHWKLQJ MXVW OLNH WKDW� :K\ GRQ¶W \RX

WDON WR KHU"´ (QLG VROYHV 3DXO¶V SUREOHPV� +H WKHQ FRPHV EDFN WR PH� 7KH UHSRUW

LV DZHVRPH� ,W LV JUHDW� DQG , VD\ WR 3DXO� ³3DXO� \RX GLG D IDQWDVWLF MRE� 7KLV LV

UHDOO\ ULJKW RQ WKH PRQH\� , DP UHDOO\ H[FLWHG DERXW WKH ZRUN \RX FRPSOHWHG KHUH�´

7KDW¶V RQH ZD\� %XW� ZKDW DERXW PH" &DQ¶W 3DXO VD\ WR PH� ³1DW� WKDW ZDV D UHDOO\

FKDOOHQJLQJ DVVLJQPHQW� DQG ZKHQ , UDQ LQWR URDGEORFNV \RX VWHHUHG PH WR (QLG�

ZKR VWUDLJKWHQHG WKLQJV RXW ULJKW DZD\� 6KH SRLQWHG PH LQ WKH ULJKW GLUHFWLRQ�´ ,I

WKH UHODWLRQVKLS LVQ¶W LQ SODFH� ZKDW GR ZH FDOO LW" %URZQQRVLQJ� <RX QHHG WR KDYH

WKH UHODWLRQVKLS� 2QFH \RX KDYH WKDW� WKHQ \RX KDYH KLJK SHUIRUPDQFH� :KHQ LW

FRPHV WR GHDOLQJ ZLWK GLIILFXOW HPSOR\HHV� VWDUW E\ WU\LQJ WR EXLOG D UHODWLRQVKLS�

2WKHUZLVH� DOO \RX¶UH JRLQJ WR GR LV WDON DW WKHP DQG WKH\¶UH MXVW JRLQJ WR WDON DW

\RX�
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7KLV LV WKH SHUIRUPDQFH FRDFKLQJ PRGHO IURP RXU ILUVW ERRN� 7KH UHODWLRQVKLS PRGHO

LV WKH PRVW LPSRUWDQW FRPSRQHQW� :H¶YH LGHQWLILHG IRXU FULWLFDO UROHV WR VXFFHVV DV

D SHUIRUPDQFH FRDFK� 2QH LV WR EH D WUDLQHU� 'RHV WKDW PHDQ WKDW \RX QHHG WR

VWDQG XS KHUH LQ IURQW RI DQ DXGLHQFH DQG GHOLYHU LQIRUPDWLRQ" 1R� :KDW LW PHDQV

LV VSHQGLQJ WLPH ZLWK \RXU HPSOR\HHV DQG HGXFDWLQJ WKHP DERXW VNLOOV�

<RX¶OO JHW \RXU JUHDWHVW VXFFHVV RXW RI \RXU HPSOR\HHV LI \RX OHYHUDJH DQG

PD[LPL]H WKHLU VWUHQJWKV DQG PLQLPL]H WKH OLDELOLW\ RI WKHLU ZHDNQHVVHV� +RZ PDQ\

RI \RX KDYH GRQH VRPH NLQG RI D SV\FKRORJLFDO SURILOH RQ \RXUVHOI" <RX PD\ JHW D

OLVW RI �� RU �� FRPSHWHQFLHV DQG RQ VRPH \RX VFRUH KLJK DQG RQ VRPH \RX VFRUH

ORZ� 6RPHERG\ WKHQ WHOOV \RX WR IRFXV RQ WKH RQHV DW WKH ERWWRP� :KHQ \RX GR

WKDW� ZKDW KDSSHQV WR WKH RQHV DW WKH WRS" $WURSK\ VHWV LQ� 6R WKH WKLQJV WKDW

ZH¶UH DOUHDG\ GRLQJ ZHOO VWDUW WR VOLS� ,I \RX IRUFHG PH WR GR LW� WKHQ ZKR ORVHV"

7KH RUJDQL]DWLRQ GRHV� DQG VR GR ,� ,W¶V LPSRUWDQW WKDW� ZLWK HDFK RI \RXU SHRSOH

DQG WKHLU GLIIHUHQW VNLOOV� \RX LGHQWLI\ WKHLU VWUHQJWKV DQG JHW WKHP IRFXVHG RQ WKRVH

VWUHQJWKV� 7KH\ HQMR\ GRLQJ WKRVH WKLQJV� DQG \RX FUHDWH D WHDP WKDW LV

KHWHURJHQHRXV� QRW KRPRJHQHRXV�

, PDNH WKH DQDORJ\ LQ EDVNHWEDOO ZLWK 0LFKDHO -RUGDQ DQG WKH &KLFDJR %XOOV� ,I \RX

KDG ILYH 0LFKDHO -RUGDQV� ZRXOG WKH\ KDYH EHHQ DV JRRG DV WKH %XOOV ZHUH LQ WKH

ODVW IHZ \HDUV" 1R� %HFDXVH \RX QHHG GLIIHUHQW VNLOOV� 7KDW¶V ZKDW \RX QHHG WR GR

ZLWK \RXU WHDPV�

&DUHHU FRDFK� 7KHUH DUH PDQ\ WUDFNV WKDW \RXU HPSOR\HHV IROORZ� <RX QHHG WR

PDNH VXUH WKDW \RX¶UH WKHUH ZLWK WKHP DQG FRDFKLQJ WKHP WKURXJK WKH SURFHVV RI

EHLQJ VXFFHVVIXO DQG H[FLWHG� *HW WKHP WR IRFXV RQ WKH IXWXUH EHFDXVH LI \RX IRFXV

RQ WKH IXWXUH \RX KDYH D EHWWHU RSSRUWXQLW\ WR PDNH WKLQJV KDSSHQ IRU \RX� WKHP�

DQG \RXU RUJDQL]DWLRQ�

/HW¶V WDON VRPH PRUH DERXW FRPPXQLFDWLRQ� (LJKW\ SHUFHQW RI RXU MRE LV

FRPPXQLFDWLRQ� \HW ZH RQO\ OLVWHQ ��� RI WKH WLPH� :H¶UH JRLQJ WR KDYH GLIILFXOWLHV

EHFDXVH ZH¶UH QRW OLVWHQLQJ ZHOO�

:RUN ZLWK VRPHERG\ QH[W WR \RX IRU DERXW WZR PLQXWHV DQG EUDLQVWRUP RYHU WKH

FKDUDFWHULVWLFV WKDW PDNH DQ H[FHSWLRQDO OLVWHQHU� :KDW PDNHV D SRRU OLVWHQHU"

/DFN RI FRQFHQWUDWLRQ DQG SK\VLFDO EDUULHUV� 2QH EDG OLVWHQLQJ WHFKQLTXH LV WR VWD\

EHKLQG RXU GHVNV ZKHQ VRPHERG\ FRPHV LQ WR WDON� ,I \RX KDYH DQRWKHU SODFH� D

WDEOH� IRU H[DPSOH� VD\ WR WKH SHUVRQ� ³+ROG RQ RQH VHFRQG� OHW PH ILQLVK WKLV QRWH�

)HHO IUHH WR VLW GRZQ�´ 7KHQ JHW XS DQG JR VLW ZLWK WKDW LQGLYLGXDO�

9LVXDO GLVWUDFWLRQV� , XVHG WR KDYH DQ RIILFH ZLWK JODVV ZLQGRZV LQ 1HZ <RUN &LW\�

DQG HYHU\ERG\ ZRXOG JR E\ DQG DOZD\V ZDYH WR PH� ,¶G EH WDONLQJ ZLWK :LOOLDP DQG

EH LQWHUDFWLQJ ZLWK VRPHERG\ ZDONLQJ E\� 2QFH LW FDPH WR P\ DWWHQWLRQ ZKHQ ,

UHDG WKH QRQYHUEDOV� , VZLWFKHG P\ GHVN VR P\ EDFN ZDV WR WKH ZLQGRZ�

+HDULQJ DELOLW\� 6RPHWLPHV ZH MXVW DUHQ¶W ZLOOLQJ WR OLVWHQ RU ZH FDQ¶W KHDU ZHOO

EHFDXVH WKHUH¶V QRLVH� 3HUVRQDO ELDVHV FDQ DIIHFW WKH ZD\ ZH OLVWHQ�
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&RPPXQLFDWLRQ VW\OHV� 3HUVRQDO VSDFH� 'RQ¶W JHW WRR FORVH LQ VRPHERG\¶V SHUVRQDO

VSDFH� 6R ZKDW DUH WKH VNLOOV WKDW \RX ZDQW WR SRUWUD\" $ ORW RI WKHP \RX¶YH

DOUHDG\ EURXJKW XS� (QFRXUDJHPHQW� +RZ GR ZH HQFRXUDJH QRQYHUEDOO\"

)URP WKH )ORRU� 1RG�

0U� %RXJKWRQ� 1RG \RXU KHDG� ,¶P XS KHUH LQ IURQW RI DQ DXGLHQFH DQG VRPH RI

\RX DUH QRGGLQJ \RXU KHDG� IROORZLQJ DORQJ ZLWK PH� 7KRVH NLQGV RI WKLQJV DUH

LPSRUWDQW� $QRWKHU ZD\ RI HQFRXUDJLQJ LV MXVW RSHQLQJ \RXU H\HV DQG ORRNLQJ DW

WKH SHUVRQ VSHDNLQJ�

4XHVWLRQLQJ� :KDW¶V WKH VLJQLILFDQFH RI TXHVWLRQLQJ"

)URP WKH )ORRU� <RX FODULI\ ZKDW WKH\¶UH VD\LQJ�

0U� %RXJKWRQ� <RX FDQ FODULI\ ZKDW WKH\¶UH VD\LQJ E\ FRQGHQVLQJ D ORW RI

LQIRUPDWLRQ GRZQ WR VXEVWDQWLYH LQIRUPDWLRQ� :H WHQG WR WU\ WR LPPHGLDWHO\ VROYH D

SUREOHP� 6RPHERG\ FRPHV LQWR \RXU RIILFH ZLWK D SUREOHP� DQG \RX KDYH \RXU

DQVZHU� :H QHHG WR OLVWHQ ILUVW EHFDXVH D ORW RI WLPHV WKDW RULJLQDO DQVZHU LVQ¶W WKH

VDPH DQVZHU DW WKH HQG�

6LOHQFH� 'RQ¶W WDON ZKLOH OLVWHQLQJ� 3DUDSKUDVLQJ� ,I 6FRWW VD\V� ³$QG , WKLQN ZH

UHDOO\ QHHG WR FKDQJH WKH ZD\ ZH JR DERXW PDNLQJ WKHVH FDOFXODWLRQV�´ WKHQ , VD\�

³:HOO� KRZ ZRXOG ZH PDNH WKRVH FKDQJHV LQ WKH FDOFXODWLRQV"´ ,¶P SDUDSKUDVLQJ�

EXW ,¶P DOVR DVNLQJ D TXHVWLRQ ZLWKLQ WKDW�

&ODULI\LQJ� :KHQ \RX VWDUW QDUURZLQJ GRZQ� LW¶V YHU\ LPSRUWDQW WKDW \RX JHW WR D

SRLQW ZKHUH WKLQJV DUH FOHDU� , VD\� ³6R� ZH QHHG WR FKDQJH WKH FDOFXODWLRQV ZLWK

UHJDUG WR ;�IDFWRUV� ,V WKDW ZKDW \RX¶UH WHOOLQJ PH"´ DQG 6FRWW UHVSRQGV� ³<HV�´

<RX GR WKDW E\ ZD\ RI RSHQ�HQGHG TXHVWLRQV� QDUURZLQJ GRZQ WR PRUH IRFXVHG

TXHVWLRQV� :KHQ LW¶V DOO GRQH� PDNH VXUH \RX VXPPDUL]H LW� &ODULI\ ZKDW WKH QH[W

VWHSV DUH�

:KHQ \RX¶UH KDQGOLQJ GLIILFXOW HPSOR\HHV� GRQ¶W VSHDN WRR VRRQ� ,I :LOOLDP FRPHV LQ

DQG VD\V� ³<RX NQRZ ZKDW" , DP VR VLFN DQG WLUHG RI 6FRWW� (YHU\ WLPH , GHDO ZLWK

KLP KH FRPHV LQ ODWH� , KDYH WR FRYHU IRU KLP DW OXQFK� , WHQG WR GR KLV ZRUN�´ ,

VD\ WR :LOOLDP� ³<RX NQRZ� :LOOLDP� ,¶P JRLQJ WR JR WDON WR 6FRWW DQG KH PD\ QRW

KDYH D MRE E\ WKH HQG RI WKH GD\�´ :KDW KDYH , MXVW GRQH" ,¶YH JLYHQ KLP VRPH

IHHGEDFN� EXW , DVVXPH WKDW 6FRWW ZDV WKH SUREOHP EHIRUH , NQHZ HQRXJK� , QHYHU

OLVWHQHG� , QHYHU JRW GHHSHU LQIRUPDWLRQ� 0D\EH WKH WUXWK LV WKDW :LOOLDP LV

IUXVWUDWHG EHFDXVH 6FRWW¶V ZRUNLQJ RQ D VSHFLDO DVVLJQPHQW� ,W¶V YHU\ LPSRUWDQW

WKDW \RX VXPPDUL]H DQG VD\� ³:LOOLDP� ,¶P JRLQJ WR WDON WR 6FRWW� DQG ,¶OO JHW EDFN

WR \RX E\ 7KXUVGD\�´ ,I 6FRWW ZDV RXW RI WRZQ RQ WKDW VSHFLDO SURMHFW� WKH ELJJHVW

PLVWDNH ZH PDNH DV PDQDJHUV LV QRW PDNLQJ WKDW SKRQH FDOO� , VKRXOG FDOO :LOOLDP

DQG VD\� ³:LOOLDP� , WROG \RX ,¶G JHW EDFN WR \RX RQ 7KXUVGD\ EXW� XQIRUWXQDWHO\�

6FRWW¶V QRW JRLQJ WR EH EDFN LQ XQWLO 0RQGD\� , MXVW ZDQWHG WR OHW \RX NQRZ WKDW ,

SUREDEO\ ZRQ¶W JHW WR \RX XQWLO 7XHVGD\� EXW ,¶P VWLOO WKLQNLQJ DERXW ZKDW \RX
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EURXJKW XS�´ :H IRUJHW WR IROORZ XS ZLWK RXU SHRSOH� 7KDW LV XQDFFHSWDEOH� <RX¶YH

EHHQ LQ WKRVH VKRHV�

*LYLQJ IHHGEDFN LV DQ H[WUHPHO\ SRZHUIXO ZD\ WR PRWLYDWH� ,W KHOSV EXLOG

UHODWLRQVKLSV DQG SURYLGHV GRFXPHQWDWLRQ IRU GHYHORSPHQW� , VD\ GHYHORSPHQW

LQVWHDG RI LPSURYHPHQW� :KHQ \RX KHDU WKH ZRUGLPSURYHPHQW� ZKDW GR \RX

WKLQN"

)URP WKH )ORRU� 7KDW , ZDVQ¶W YHU\ JRRG DW LW LQ WKH ILUVW SODFH�

0U� %RXJKWRQ� 5LJKW� 7KDW ZRUG LPSURYHPHQW� QR PDWWHU KRZ \RX VSLQ LW� KDV D

QHJDWLYH FRQQRWDWLRQ� <RX FDQ EH WKH WRS VDOHVSHUVRQ EXW \RXU ERVV FDQ VD\� ³<RX

NQRZ ZKDW" , WKLQN \RX QHHG WR LPSURYH D FRXSOH RI GLIIHUHQW WKLQJV�´ 7KH SHUVRQ

LV WKLQNLQJ� ³*RVK� ,¶YH JHQHUDWHG PRUH UHYHQXH WKDQ DQ\ERG\ HOVH LQ WKLV

RUJDQL]DWLRQ� DQG ,¶P QRW ZRUWK PXFK�´ 5DWKHU� VD\ WKDW WKHUH DUH D FRXSOH RI

RWKHU WKLQJV ZH FDQ GHYHORS WR PDNH \RX HYHQ PRUH VXFFHVVIXO IRU QH[W \HDU�

'HYHORSPHQW LVQ¶W DWWDFNLQJ WKH VNLOO VHW� LW¶V DERXW KHOSLQJ WR PDNH SHRSOH LQWR

ZKDW \RX ZDQW WKHP WR EH�

,I \RX XVH IHHGEDFN HIIHFWLYHO\� \RXU WHDP ZLOO SURGXFH EHWWHU UHVXOWV WKDQ \RX KDYH

HYHU VHHQ LQ \RXU RUJDQL]DWLRQ� ,W¶V DERXW FRPPXQLFDWLQJ HIIHFWLYHO\�

+RZ PDQ\ RI \RX ZRUN LQ WHDP HQYLURQPHQWV" 0RVW HYHU\ERG\� ,I ILYH RI XV ZHUH

D WHDP� DQG ,¶P WKH OHDGHU RI WKDW WHDP� RQH RI WKH PLVWDNHV , PLJKW PDNH LV JLYLQJ

WKLV IHHGEDFN WR WKH WHDP� ³7KDW SURMHFW WKDW ZH¶YH EHHQ ZRUNLQJ RQ ODQGHG WKH

GHDO� :H¶UH JHWWLQJ WKH EXVLQHVV� ,W ORRNV JUHDW� DQG , ZDQW WR VD\ WKDQN \RX YHU\

PXFK�´ 1RZ ZH DOO IHHO SUHWW\ JRRG� ULJKW" :DWFK WKH GLIIHUHQFH ZLWK WKLV

IHHGEDFN� ³*X\V� ZH JRW WKH SURMHFW� 7KDW ZDV D JUHDW MRE� 7KH PDUNHWLQJ HIIRUW

ZHQW WKURXJK ZLWKRXW DQ\ JOLWFKHV� :LOOLDP� , ZDQW WR OHW \RX NQRZ WKDW WKDW ZRUN

\RX GLG RQ WKH VXPPDU\ SDJH ZDV RXWVWDQGLQJ� 0LFKDHO� ZKHQ \RX PDGH FRQWDFW

ZLWK WKH FOLHQW� \RX PDGH VXUH WKDW \RX EXLOW WKDW UHODWLRQVKLS� DQG WKDW¶V ZKDW ZH

QHHG WR FRQVWDQWO\ GR� 6FRWW� , ZDQW WR OHW \RX NQRZ WKDW ZKHQ ZH UDQ LQWR

GLIILFXOW\ ZLWK WKH WHFKQRORJ\ \RX VXSSRUWHG XV VR ZH ZHUH DEOH WR PDNH WKH

SUHVHQWDWLRQ WR WKH FOLHQW� $QG� 3DXO� ZKHQ \RX ZHUH LQ WKH PHHWLQJ GHOLYHULQJ WKH

SUHVHQWDWLRQ� \RX ZHUH UHDOO\ DUWLFXODWH DQG \RX DQVZHUHG WKRVH TXHVWLRQV

SURIHVVLRQDOO\�´ :KDW D GLIIHUHQFH� +RZ GR WKRVH IRXU IHHO" :KLFK ZRXOG \RX

UDWKHU KHDU" ,W¶V D QR�EUDLQHU� <HW� ZKHQ ZH ZRUN LQ WHDPV ZKDW ZH WHQG WR VD\ LV�

³*UHDW MRE� WHDP�´ ,I \RX VLQJOH RXW HDFK RQH RI \RXU WHDP PHPEHUV DQG JLYH WKHP

NXGRV� WKH UHVXOW ZLOO EH VLJQLILFDQW�

:KHQ JLYLQJ IHHGEDFN� EH VSHFLILF� %H VLQFHUH� 'HOLYHU LW LPPHGLDWHO\� QRW HLJKW

PRQWKV DIWHU WKH IDFW�

)URP WKH )ORRU� :KDW DERXW SHUIRUPDQFH UHYLHZV"

0U� %RXJKWRQ� , JRW IHHGEDFN DW P\ SHUIRUPDQFH UHYLHZ RQ VRPHWKLQJ , GLG

ZURQJ HLJKW PRQWKV DJR� , PDGH WKH PLVWDNH FRQWLQXRXVO\ DQG DW HLJKW PRQWKV�

ZKHQ WROG DERXW LW� ZDV DEOH WR LPPHGLDWHO\ FRUUHFW LW� , DVNHG� ³$Q\ UHDVRQ ZK\
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\RX GLGQ¶W WHOO PH WKH ILUVW WLPH , GLG LW ZURQJ"´ (VSHFLDOO\ LI \RX¶UH JLYLQJ

FRQVWUXFWLYH IHHGEDFN� WKH ORQJHU \RX ZDLW� WKH OHVV OLNHO\ WKH IDFWV DUH LQ SODFH�

+RZ PDQ\ RI \RX NQRZ WKDW \RXU ERVV NQHZ WKDW \RX KDG PDGH D PLVWDNH DW VRPH

SRLQW" 'LG KH WHOO \RX ULJKW DZD\" 1R� 0\ ERVV� %HQ� FRPHV ZDONLQJ GRZQ WKH

KDOO� DQG , NQRZ , MXVW PDGH WKDW PLVWDNH� , WKLQN� ³8K�RK� KHUH FRPHV %HQ�´ EXW

QRWKLQJ KDSSHQV� $QRWKHU ZHHN JRHV E\� DQG , VHH %HQ DJDLQ� ,¶P VWLOO RQ HGJH�

:KDW DP , ZDLWLQJ IRU" ,¶P ZDLWLQJ IRU %HQ WR WHOO PH WKDW , GLG VRPHWKLQJ ZURQJ�

:KDW KDSSHQV WR P\ SHUIRUPDQFH" ,W VOLSV EHFDXVH ,¶P ZDLWLQJ IRU %HQ WR WHOO PH

ZKDW , GLG ZURQJ�

(DFK RI XV KDV EHHQ LQ WKRVH VDPH VKRHV� 7HOO \RXU SHRSOH ZKHQ WKH\ PDNH D

PLVWDNH� EXW GRQ¶W XVH ³ZK\´ DQG GRQ¶W XVH ³EXW�´ ([SODLQ WKH VLWXDWLRQ� %H

VSHFLILF� %H VLQFHUH� DQG H[SODLQ WKH RSSRUWXQLW\ IRU GHYHORSPHQW�

)URP WKH )ORRU� ,I WKH PLVWDNH ZDV DQ LVRODWHG LQFLGHQW� FDQ LW MXVW EH LJQRUHG"

0U� %RXJKWRQ� <HV� WR D FHUWDLQ GHJUHH� <RX FDQ NHHS LW LQIRUPDO� 6D\� ³, QRWLFHG

WKDW \RX MXVW PDGH DQ HUURU� ,W¶V WKH ILUVW HUURU \RX¶YH PDGH LQ PRQWKV�´ 2U� , PD\

MXVW VD\� ³+H\� -RKQ� , QRWLFHG \RX ILQDOO\ PDGH DQ HUURU�´ RU PD\EH PDNH D MRNH

RXW RI LW� ,I , KDG D UHODWLRQVKLS ZLWK WKH SHUVRQ� , PD\ MXVW VD\� ³, VHH \RX PDGH

DQ HUURU DQG� XQWLO QRZ� \RX¶YH EHHQ GRLQJ JUHDW ZRUN� , NQRZ LW¶V JRLQJ WR

FRQWLQXH�´ , GLGQ¶W XVH WKH ZRUGEXW� VR ,¶P EHLQJ VLQFHUH DERXW JLYLQJ WKDW

IHHGEDFN�

)URP WKH )ORRU� 6RPHWLPHV LW¶V EHVW MXVW WR QRW PDNH D ELJ GHDO RXW RI D PLVWDNH�

6LQFH , GR JRRG ZRUN� , NQRZ WKDW , ZRXOGQ¶W ZDQW P\ ERVV WR VD\ DQ\WKLQJ WR PH�

DQG P\ ERVV NQRZV WKDW WRR�

0U� %RXJKWRQ� <RX EURXJKW XS D FRXSOH RI YHU\ LPSRUWDQW WKLQJV� <RX VDLG D

FRXSOH RI FULWLFDO ZRUGV� 2QH ZDV� ³, ZRXOG QRW KDYH OLNHG DQ\RQH WR KDYH VDLG

DQ\WKLQJ WR PH�´ +RZ ZRXOG KLV ERVV KDYH NQRZQ WKDW KH ZRXOGQ¶W ZDQW VRPHWKLQJ

VDLG WR KLP" 7KH\ KDYH WKH UHODWLRQVKLS� VR� LQ WKLV FDVH� WKH ERVV GRHV QRW QHHG WR

VD\ DQ\WKLQJ� 7KH HPSOR\HH NQRZV KH PDGH D PLVWDNH� $QG WKDW¶V WKH LPSRUWDQW

WKLQJ DERXW LW� 7KH RWKHU FULWLFDO SRLQW LV WKDW \RX GLGQ¶W ZDQW D ³ELJ GHDO�´ ,I LW¶V

MXVW DQ LVRODWHG LQFLGHQW� WKHUH¶V QR UHDVRQ IRU LW WR EH D ELJ GHDO�

%H FOHDU DQG FRQFLVH� %H VSHFLILF DERXW WKH LVVXH \RX¶UH DGGUHVVLQJ� 8VH ILUVWKDQG

LQIRUPDWLRQ� *DWKHU WKH IDFWV EHIRUH \RX KDYH WKDW FRQYHUVDWLRQ�

)HHGEDFN VWDWHPHQWV� 8VH WKH ³,´ TXDOLILHU� )RU H[DPSOH� , ZRXOG VD\� ³, QRWLFHG

WKDW \RX¶YH EHHQ KDYLQJ VRPH GLIILFXOW\ ZLWK WKDW IRUPXOD� 7KH LPSDFW WR WKH UHVW RI

WKH WHDP LV WKDW LW¶V VORZLQJ GRZQ RXU SURFHVV� ,Q WKH IXWXUH� , KRSH WKDW \RX FRPH

WR PH VR , FDQ KHOS \RX XQGHUVWDQG WKDW IRUPXOD�´

:KDW GLG , IRFXV RQ" %HKDYLRU� , DGGUHVVHG WKH LPSDFW WR WKH WHDP DQG ZKDW ,

H[SHFW� , DVNHG WKDW ZH ZRUN WRJHWKHU� 7KDW¶V DERXW XV EHLQJ FROODERUDWLYH� +H

KDV QRW WDNHQ RIIHQVH� +H NQRZV LW¶V DQ LVVXH� +H¶V WDONLQJ DERXW LW� 7KH ZD\ WKDW
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ZH WHQG WR GR LW� ZKLFK LV H[WUHPHO\ QHJDWLYH� LV WR XVH D ³\RX´ TXDOLILHU DQG VD\�

³<RX PDGH WKH PLVWDNH DJDLQ DQG WKDW LV XQDFFHSWDEOH� ,I WKLV FRQWLQXHV� WKHUH DUH

JRLQJ WR EH VHULRXV UHSHUFXVVLRQV�´ :KDW KDYH , MXVW GRQH" ,¶YH EORZQ P\

HPSOR\HH ULJKW RXW RI WKH ZDWHU� 7KHUH LV D VLJQLILFDQW GLIIHUHQFH LQ MXVW KRZ ZH SXW

LW� , VD\ ³\RX´ DQG KH IHHOV WKDW SRLQWLQJ ILQJHU JRLQJ LQWR KLV IDFH� $QG WKHQ ,¶P

DGGLQJ UHSHUFXVVLRQV� )RFXV RQ WKH EHKDYLRU DQG EH VXSSRUWLYH� 7KDW¶V YHU\

LPSRUWDQW� ,I \RX WU\ WKDW D IHZ WLPHV� LW ZLOO VWDUW WR FRPH HDVLO\�

4XHVWLRQLQJ� :KHQ JLYLQJ FRQVWUXFWLYH IHHGEDFN� DOZD\V DVN D TXHVWLRQ� ,QVWHDG RI

VD\LQJ� ³3DXO� , QHHG WR WDON WR \RX DERXW EODK� EODK� EODK� EODK�´ WU\ VD\LQJ� ³3DXO�

ZKDW ZHUH WKH FLUFXPVWDQFHV WKDW FDXVHG ;"´ :KDW DP , GRLQJ" ,¶P DOORZLQJ 3DXO

WR WHOO PH KLV VLGH� , FDQ FRQWLQXH WR IROORZ XS ZLWK TXHVWLRQV DQG OHW KLP FUHDWH WKH

SLFWXUH IRU KLPVHOI� 4XHVWLRQLQJ LV D YHU\ SRZHUIXO WHFKQLTXH LQ PDQDJLQJ DQ\RQH�

4XHVWLRQLQJ LV DOVR D JUHDW ZD\ WR PDQDJH XS EHFDXVH \RX GRQ¶W KDYH WR VD\� ³,

GRQ¶W XQGHUVWDQG ZK\ ZH¶UH GRLQJ DOO WKLV NLQG RI VWXII�´ <RX FDQ VD\� ³<RX NQRZ�

ZKHUH GR \RX ZDQW XV WR EH LQ WKUHH PRQWKV" $QG ZKDW NLQG RI UHVRXUFHV GR \RX

WKLQN ,¶OO EH DEOH WR JHW WR KHOS XV JHW WKHUH"´ 6R QRZ ,¶P JHWWLQJ P\ ERVV WR VWDUW

VD\LQJ� ³:HOO� LI \RX¶UH UHDOO\ JRLQJ WR JHW WKHUH� \RX¶UH JRLQJ WR QHHG WKHVH NLQGV RI

UHVRXUFHV� , PD\ EH DEOH WR JHW DQ DGGLWLRQDO KDOI DQ HPSOR\HH�´ ,I , VD\ , QHHG

DQRWKHU HPSOR\HH WKH\ DOZD\V VD\ QR�

,I ,¶P ZRUNLQJ ZLWK DQ HPSOR\HH RQ FRUUHFWLQJ D SUREOHP� , PLJKW DVN� ³+RZ GR \RX

IHHO \RX GLG ZLWK UHJDUG WR ;"´ 6RPHRQH UROH SOD\�

)URP WKH )ORRU� :HOO� , SUREDEO\ GLGQ¶W VD\ WKH ULJKW WKLQJ ZKHQ , ZDV WDONLQJ WR

WKDW SHUVRQ�

0U� %RXJKWRQ� $QG LV WKHUH DQ\WKLQJ ZH FDQ WKLQN DERXW JRLQJ IRUZDUG"

)URP WKH )ORRU� <HV� , FDQ EH PRUH FDUHIXO ZLWK WKH ZRUGV , FKRRVH� 0D\EH , FDQ

WKLQN D OLWWOH ELW PRUH DERXW ZKHUH WKH\¶UH FRPLQJ IURP�

0U� %RXJKWRQ� 6R PD\EH RQH RI WKH WKLQJV ZH QHHG WR WKLQN DERXW LV KRZ WR DVN D

TXHVWLRQ DQG WKHQ OLVWHQ IRU UHVSRQVHV EHIRUH ZH MXVW VWDUW MXPSLQJ LQWR WKLQJV�

)URP WKH )ORRU� 6XUH� , FRXOG GR WKDW�

0U� %RXJKWRQ� $QG LV WKHUH DQ\ NLQG RI DGGLWLRQDO WUDLQLQJ \RX WKLQN WKDW PD\ KHOS

\RX ZKHQ \RX¶UH GHDOLQJ ZLWK FOLHQWV"

)URP WKH )ORRU� <HV� LI , KDG EHWWHU FRPPXQLFDWLRQ VNLOOV� WKH\ FRXOG� RI FRXUVH�

KHOS PH ZLWK WKDW�

0U� %RXJKWRQ� :KDW GLG , GR" :KDW GLG , EHFRPH" $ FRDFK� , JRW WKH

LQIRUPDWLRQ , QHHGHG DQG WKHQ EHFDPH WKH FRDFK E\ KHOSLQJ KLP WKURXJK WKH LVVXH�

,Q GHDOLQJ ZLWK GLIILFXOW HPSOR\HHV� LW LV YHU\ LPSRUWDQW WR FRQWLQXDOO\ DVN TXHVWLRQV�

<RX¶OO KDYH DQ HPSOR\HH WKDW VD\V RQ D SHUIRUPDQFH DSSUDLVDO WKDW KH RU VKH¶V

DOZD\V D ILYH RQ D RQH WR ILYH VFDOH� +H RU VKH WKLQNV KH RU VKH¶V WKH EHVW HPSOR\HH
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\RX HYHU KDG� <RX FDQ VD\� ³+RZ GR \RX H[FHHG VWDQGDUG"´ ³, FRPH WR ZRUN HYHU\

GD\�´ ³,W VD\V KHUH WKDW WKDW PHHWV VWDQGDUG� *LYH PH DQ H[DPSOH RI KRZ \RX

H[FHHGHG VWDQGDUG�´ <RX VHH ZKDW ,¶P JHWWLQJ DW" <RX NQRZ LW¶V JRLQJ WR EH D

JLYH�DQG�WDNH DQG \RX¶UH JRLQJ WR NHHS RQ EDWWOLQJ RYHU WKH SRLQW� %\ DVNLQJ

TXHVWLRQV \RX FDQ QDUURZ LW GRZQ DQG JHW WKHP WR D FHUWDLQ SRLQW�

0DNH HPSOR\HHV GHILQH H[SHFWDWLRQV DQG UHVXOWV E\ DVNLQJ WKHP� ³:KDW GR \RX

H[SHFW RXW RI WKLV MRE DQG KRZ GR \RX GHILQH \RXU UROH LQ WKH RUJDQL]DWLRQ"´ <RX

FDQ VWDUW WR QDUURZ LW GRZQ DQG PDNH VHQVH RI ZKDW LW LV WKH\¶UH WU\LQJ WR

DFFRPSOLVK� 7KHQ \RX FDQ H[SODLQ WKDW ZKDW WKH\ SHUFHLYH HLWKHU ILWV RU GRHVQ¶W ILW

\RXU VWUDWHJ\ IRU \RXU WHDP�

9RLFH LQIOHFWLRQ PXVW EH FRQVLVWHQW DQG FDOP� :KHQ RQH YRLFH JHWV UDLVHG� ZKDW

KDSSHQV WR WKH RWKHU YRLFH" ,W JHWV UDLVHG� DQG DQRWKHU YRLFH JHWV UDLVHG� DQG WKH

QH[W WKLQJ \RX NQRZ \RX¶UH WDONLQJ UDWKHU ORXG� 6WD\ FDOP DQG NHHS D FRQVLVWHQW

WRQH� 7KH RWKHU SHUVRQ ZLOO FRPH GRZQ WR \RXU OHYHO� ,I WKH\¶UH UDQWLQJ DQG UDYLQJ

DQG \RX¶UH FDOP� WKH\¶OO HYHQWXDOO\ UHDOL]H WKDW WKH\¶UH EHLQJ H[WUHPH�

%H ILUP DQG VXSSRUW \RXU GHFLVLRQV ZLWK GRFXPHQWDWLRQ� $W VRPH SRLQW \RX PD\

KDYH DQ HPSOR\HH ZKR LV D ORVW FDXVH� 7KDW KDSSHQV� 1RW HYHU\RQH LV FXW RXW WR

EH VXFFHVVIXO LQ \RXU RUJDQL]DWLRQ� 7KH\ PD\ ILW LQ ZRQGHUIXOO\ VRPHZKHUH HOVH�

7KH LPSRUWDQW WKLQJ LV WKDW \RX VXSSRUW \RXU GHFLVLRQV ZLWK GRFXPHQWDWLRQ�

HVSHFLDOO\ ZKHQ LW FRPHV WR GLIILFXOW HPSOR\HHV�

1H[W VWHSV� 3UDFWLFH WKHVH VNLOOV LPPHGLDWHO\� 7U\ WKH ³,´ TXDOLILHU VWDWHPHQWV� *R

EDFN DQG EXLOG VRPH UHODWLRQVKLSV� 'LVFXVV VLWXDWLRQV ZLWK SHHUV� , GRQ¶W NQRZ LI

RWKHU SHRSOH LQ WKLV URRP ZRUN ZLWK \RX LQ \RXU RUJDQL]DWLRQ� EXW LI \RX GRQ¶W KDYH

D PHQWRULQJ RUJDQL]DWLRQ� ILQG RQH� )LQG VRPHERG\ WKDW \RX UHVSHFW ZKR KDV WKH

VNLOOV WKDW \RX PD\ QRW KDYH� /LVWHQ WR WKHP� WDON WR WKHP� DQG OHDUQ IURP WKHP�

0HQWRULQJ LV DQRWKHU RQH RI WKRVH FULWLFDO UROHV WR \RXU VXFFHVV� <RX KDYH WR PDNH

D FKRLFH WRGD\� ,W¶V D VLPSOH FKRLFH� <RX FDQ ZDON DZD\ IURP KHUH DQG VWLOO EH DQ

ROG�VFKRRO PDQDJHU� RQH RI WKRVH SHRSOH ZKR \RX GRQ¶W TXLWH UHVSHFW� RU \RX FDQ JR

EDFN DQG EH D FRDFK� VRPHERG\ ZKR¶V JRLQJ WR GULYH UHYHQXH DQG UHVXOWV� PDQDJH

H[SHFWDWLRQV� DQG KDYH D JURXS RI LQGLYLGXDOV ZKR DUH H[FLWHG WR FRPH WR ZRUN

HYHU\ GD\� 7KDW LV \RXU FKRLFH�

7KHUH DUH ILYH VWHSV WR RUJDQL]DWLRQDO VXFFHVV WKDW ZLOO GULYH \RXU EXVLQHVV LQ WKH

PRUH PDFUR VHQVH� 7KH ILUVW LV WR JHW HYHU\RQH LQ \RXU RUJDQL]DWLRQ IRFXVLQJ RQ WKH

ELJ SLFWXUH� (YHU\RQH QHHGV WR XQGHUVWDQG WKH VWUDWHJ\ WKDW \RXU RUJDQL]DWLRQ LV

XQGHUWDNLQJ� 7KH VHFRQG LV WR UHGHILQH MRE UHVSRQVLELOLWLHV� 0DQ\ RUJDQL]DWLRQV DUH

ZRUNLQJ IURP MRE UHVSRQVLELOLWLHV DQG MRE GHVFULSWLRQV WKDW DUH ILYH RU WHQ \HDUV ROG�

DQG WKRVH MREV KDYH FKDQJHG� 6R LW¶V LPSRUWDQW WKDW \RX JR EDFN LQ DQG VWDUW WR

GHILQH MREV DJDLQ� 7KH HDVLHVW ZD\ WR GR WKDW LV WR DVN \RXU SHRSOH� ³:KDW LV LW WKDW

\RX GR"´ 'HILQH \RXU MRE IRU XV� 7KHQ WKHUH ZLOO EH D WHPSODWH WKDW \RX FDQ XVH�

1H[W� ZH ZDQW WR PDNH VXUH WKDW ZH FUHDWH KHWHURJHQHRXV WHDPV� 7KH\ QHHG WR

IRFXV RQ VSHFLILF JRDOV DQG EH DEOH WR GHOLYHU WKRVH JRDOV� 7HDPV FDQ EH DQ\ZKHUH�

7KH\ GRQ¶W QHFHVVDULO\ KDYH WR EH DW WKH VDPH ORFDWLRQ�
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6RPH RI WKH ELJJHVW FRUSRUDWLRQV LQ $PHULFD KDYH IDOOHQ LQ WKH ODVW VHYHUDO \HDUV

EHFDXVH WKHLU ERDUG RI GLUHFWRUV LV PDGH XS RI WKH VDPH SHRSOH ZKR KDYH EHHQ

WKHUH IRU ��� ��� RU �� \HDUV� 'R \RX WKLQN ZKHQ WKH\ JHW WRJHWKHU IRU WKHLU ERDUG

PHHWLQJV DQ\ FUHDWLYH WKRXJKWV FRPH XS" 1RW PDQ\� :H QHHG WR DOZD\V

UHLQYLJRUDWH RXU WHDP�

/RRN IRUZDUG� QRW EDFNZDUGV� :KHQ LW FRPHV WR SHUIRUPDQFH� ZH VSHQG D ORW RI

WLPH LQ SHUIRUPDQFH UHYLHZ DQG WHOO SHRSOH ZKDW WKH\ GLGQ¶W GR RYHU WKH ODVW \HDU�

:KDW ZH QHHG WR EH IRFXVHG RQ LV GHWHUPLQLQJ WKH VNLOOV ZH QHHG IRU WKH IXWXUH� :H

WHOO SHRSOH ZKDW WKH\¶YH GRQH LQ WKH SDVW� :KDW DUH WKH WKLQJV ZH QHHG WR ZRUN RQ

DQG GHYHORS JRLQJ LQWR WKH IXWXUH" <RX DOVR QHHG WR GHYHORS \RXU SHRSOH� :KDW DUH

WKH VNLOO VHWV WKDW \RXU SHRSOH DUH JRLQJ WR QHHG LQ VL[ PRQWKV RU LQ WKUHH \HDUV"

$UH \RXU MREV JRLQJ WR EH WKH VDPH" 1R� WKH\¶UH QRW�

1H[W LV VXSSRUW IDQWDV\ DQG RXW�RI�WKH�ER[ WKLQNLQJ� <RX QHHG WR DOORZ \RXU SHRSOH

WR WKLQN DERXW WKLQJV FUHDWLYHO\� 'RQ¶W SXW WKHP LQ WKDW ER[� (YHU\ WLPH WKH\ JHW LQ

WKDW ER[� LW JHWV VPDOOHU DQG VPDOOHU� 7KH PRUH \RX OHW WKHP H[SUHVV WKHPVHOYHV

DQG WDNH ULVN� WKH PRUH VXFFHVV \RX¶UH JRLQJ WR KDYH RQ \RXU WHDP DQG LQ \RXU

RUJDQL]DWLRQ� <RXU SURILWV DQG \RXU UHYHQXHV DUH JRLQJ WR JR WKURXJK WKH URRI� ,

VSHOO ULVN 5,6&� :KDW GRHV 5,6& VWDQG IRU" )LUVW \RX QHHG WR LGHQWLI\ DOO WKH

UHVRXUFHV WKDW DUH DW \RXU GLVSRVDO� 1H[W \RX QHHG WR JDWKHU DOO WKH LQIRUPDWLRQ

WKDW LV SHUWLQHQW WR WKH LVVXH \RX¶UH DGGUHVVLQJ� <RX QHHG WR GHYHORS D VWUDWHJ\ DQG

PDNH WKH QHFHVVDU\ FKDQJHV� /HW 5,6& EH D SDUW RI WKH GD\�WR�GD\ ZRUNLQJV RI

\RXU RUJDQL]DWLRQ� DQG GR WKDW E\ DOORZLQJ SHRSOH WR KDYH RZQHUVKLS� $OORZ SHRSOH

WR WDNH UHVSRQVLELOLW\ DQG KROG WKHP DFFRXQWDEOH WR WKHLU MREV�

(OLPLQDWH IHDU LQ WKH ZRUNSODFH DQG LQ \RXU OLYHV YLD WKLV VLPSOH VHYHQ�VWHS PRGHO

ZLWK DQRWKHU DFURQ\P� WKH ZRUG %(/,(9(� 7KH % VWDQGV IRU EDODQFH EHWZHHQ \RXU

SHUVRQDO� SURIHVVLRQDO� DQG FRPPXQLW\ OLIH� 7KH ( VWDQGV IRU HPSDWK\� :H ZDQW WR

PDNH VXUH WKDW \RX FDQ HPSDWKL]H ZLWK RWKHU LQGLYLGXDOV� 8QGHUVWDQG DQG

DSSUHFLDWH WKH GLYHUVLW\ WKDW H[LVWV ZLWKLQ \RXU RUJDQL]DWLRQ DQG ZLWKLQ \RXU

FRPPXQLW\� 2QFH \RX EHJLQ WR HPSDWKL]H� \RX KDYH DQ RSSRUWXQLW\ WR OHDUQ PRUH

DERXW \RXUVHOI� / LV IRU OHYHUDJH� :H QHHG WR PDNH VXUH WKDW ZH OHYHUDJH RXU

VWUHQJWKV DQG PLQLPL]H WKH OLDELOLW\ RI RXU ZHDNQHVVHV� /HW¶V IRFXV RQ WKH WKLQJV

WKDW DOO RI XV GR ZHOO� 7KH WHDP DQG WKH RUJDQL]DWLRQ ZLOO EH GULYHQ PXFK IXUWKHU� ,

PHDQV \RX LQYHVW LQ \RXU VSLULWXDO� HPRWLRQDO� DQG SK\VLFDO ZHOO�EHLQJ RQ D UHJXODU

EDVLV� ( PHDQV HGXFDWH� QRW MXVW IURP D ERRN VHQVH� EXW WKURXJK SDVVLRQV DQG

KREELHV� &RQVWDQWO\ OHDUQ� <RX¶OO ILQG \RXU JUHDWHVW VXFFHVV LV GRLQJ WKH WKLQJV \RX

ORYH WR GR� VR WDNH WKH WLPH WR HGXFDWH \RXUVHOYHV LQ WKLQJV WKDW \RX HQMR\� 9

VWDQGV IRU FUHDWLQJ D YLVLRQ IRU \RXUVHOI� :KHUH GR \RX ZDQW WR EH" +RZ GR \RX

ZDQW WR JHW WKHUH" 7KRVH DUH WKH NLQGV RI WKLQJV WKDW DUH JRLQJ WR PDNH DOO WKH

GLIIHUHQFH LQ WKH ZRUOG� 7KRVH DUH WKH WKLQJV WKDW ZLOO DOORZ \RX WR JHW IRFXVHG DQG

GHOLYHU WKH UHVXOWV ERWK LQ \RXU OLIH DW ZRUN DQG DW KRPH� $QG ILQDOO\� ( LV IRU

HYROYH� $OO RI XV FKDQJH RQ D GDLO\ EDVLV DV ZH JURZ XS DQG ZH FKDQJH MREV� :H

FRQVWDQWO\ QHHG WR ORRN DW WKH ZD\ WKDW ZH HYROYH LQWR WKH NLQG RI SHUVRQ WKDW ZH

ZDQW WR EH�
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7KH FKRLFH LV UHDOO\ \RXUV� <RX FDQ EHOLHYH LQ \RXUVHOI DQG LQ \RXU DELOLWLHV� DQG WKDW

ZLOO WUXO\ GULYH \RXU OLIH� RU \RX FDQ OHW IHDU KROG \RX EDFN DQG SDUDO\]H \RX VR WKDW

\RX QHYHU JHW WKH NLQG RI VDWLVIDFWLRQ DQG KDSSLQHVV WKDW ZH DOO GHVHUYH�


