YahrETal




YTedh IddY YdeY-






YTedh IddY YdeY-

A8 oI

HIYT YDhIH
a8 faeell — 110002



© YhRIH

I.S.B.N. : 978-81-323-7705-4

gerH H¥HIUT : 2022

HIYT YDIRIH

22, g&herdiy fafesT, iard s,
gRamTe, A8 faoell — 110002
ERT des caldloiio A3 faeell & T&AIT 4 UHIfda



|_\

STdhH

. UTEH G Tae= & aR=T

. TS hl TALTRAT Tl THAT
. UTE! = 9T FAET
. UTE 94T ST fesaaiadar

. Fosfr a1 way=

35

65

119

211






UTEH Toel TG HT TRAT

Teeh aer Teree et ot shueit & fRodi & seie 7 TR o1 39 Saferd JTgent a1 SATiad Treat & a7 Saiiq F2dr g1 a9 TTehi 6t
FETATSAT 3T STELAT T THAT o T =199 T27 FAyoror oot g, 5 Svg =7 UTeahi Y qaias 44T & oIy Seavat fiT Fareii v A iord Fee
#T AT AT | TG STLATT UTEF Hael T el & Aa9TF G fHgial w1 TR=T IaT1 2

UTEH G TIeT

Te Haer e (HTeeuw) aaare i Sqrfad qrgahi & qr H=11 7 FTa=1d & TaeT F1 UF gA0 2| Tg UH T=17 & 977 ATEH 6
giagm@ % o § a1 FHEor i argRt F =T S Hadl R AZAL a7 o o7 SUANT AT 2, AT = F qrgh Giagwr #i s
forsfr g uw e e wear 2

Hrseu ZFBFIT 7 UF Agea ol T Hiemaun 67 qorrett 3§ ST fafesr = St ft v guar g TaT g6 Fwear §, Sad dudt i
FHTEE, TR, SHA, ATZT T2, AT AT, S g1 g1 &, Freret Hifzar anfier &) dsmeun gfew siw =5 giagrsras a=r F
ITFNT T ST ATAT TOTTAT F WIeqT |, SAGHTT I AT IAHT 37 IAHT SAALAFATS FT TATAH qLh & T FA & a1 F oFfare
e € grerite, Hemeow giEwrr v s & Fweft-awsft sTenTet F qoit % o gerara ot gr wear 8, S aformmeas arew |§
SEATT SIAT & 3T ST FT I2T STHFA B 2

EEIES
qERE
TTe Hiad STaaTa TEFia F e 9% e Hiod FLm)

CIRCIEL]

T Tarel T TOmeAt 1 Jrerfaes e fSaft, oo ofie wree agraar 1 Thsd s Ta=rierd 341 g1 THenT, 37 T0Terat § SradiT
T T TS ST § S UF UTEF F 397 T A FTAT FT UF AT 97 0T g, TAF UTSH & o7 UF T8 ST T =T HT g7 ThdT 3
2T ATEF Bt STy, et B, e o ymmEt, $i afde, aew s Fudr F S et @9t wr aifia w7 aswar g1
AT HITUH 3 HT Teaht F a7 & faaht et Ta=rer, o = i Jar s=a=r)

o Tofy 51 TEaTere fosht = § wofY ST & U F FAT B, F W €O TR F UF GATEAT ATEF HT U Ao Ags §
afafda e % form =g fashy daed= g v oy Fear g, aw-are B a7 wfvsy £ T & oo aes F e F e
&1 2T &7 FA=TRorT Far g W fhy, Ao, e Hew o gewr gl # gHead wYAT g1 T8 UF A Y AT & A
HHTT TATH T TRAT & &A1 A1 Teq] 6 = G TIht i BieAT-377 6 Tq=aArford 7 F o=t F2ar 2|




2 AT Haeg TaaT

o fAYUA TEETAT TH T ATAF TATAT T Forer a=T+ F forw wwwr v gtk v e a9 9% eare Had war g1 e
TIATAT LATATA o T HACUH ITHLIT I T FKTAT Kl TTATITT FL TR &, TG0 & (o0, ATgant a1 [isra a9 12
AT (9o S8 A4, AT "Jierer AT 9% o ST gree FAT S sEEreE F 97 957 uF S F agay
T QT UTe & T gl Hieun Reew ot drerer ®{a7 F A1eqw F ATgah 219 9 {7 F1 F7d 31

o AT THHATAT HIALUH YUITCAT T ZEAT & ST TeqeT UTgeh a7 STATHRT U hiod g1 AT T=Ta o qTeqq F, TTghi HT I,
THA, ST 7 e, fewfeT qréew, s Farer siw st S 2 gorferat & Areaw & qwd= o S g1

IEERMIRED

fgororeae frarud Reew £t Gt w2 St F aread § TR U T args 221 7 e A 2, o 36 TEd FTAT @ qTish AT
e SAfer =g i & @k Fraporerss ey Ry w22 w1 FEwer w3 F forg Ty e, agee o fed qrear S
FEATHT T ITIE F2d 21 T ot args Far A7 Iga7 a9 § HaT FAT & ST BT THEATH T g FAT &, ST ATAR, ITATH gl
o farferer 9Tt § fArorore 3 ST STET-SrenT a¥ieh & g1 7 ST Tl 8| SITEL0T % oI, TTEe ST F GLIg FAgTe & (TG % Areaqd &,
T HAT g I Tl & [ AE UTSF AW g 2 H TgT L IS At @LIE W37 g1 TH T2T & 3@ F 1%, FIAT STATHSA F =9
TqaEE % T et qvg & ST a9 & or ' "ed T 2, qvien el & ScATat 36 HHg F A9 w9 F ATH 27 qhl

T

Foreew =1 e st SRe smyfdaater, fenarstt siv frawent S argdy fRaemeant #v arfier Far siv @At § s AaHEr qrE
FTAT B TR  forw, qepeirht Trgraar et F ST v £ 97 gt g, 7 9oy § 37 oy yrew A fAqer carat s Favsi
forg fRar y=m F99 § 79T Y a9l 2

Hch

HremeuH F qeT ged e F Areaw F Urew oy w A i T w7 w2 §, fodt v sreitwd w7 gu Fith F dewr-srenw 77t
F ATeAT | IRUF BT E, ToIF TA¥ UL T ST A AT FA g AT Tg TEATAT @ {5 FoAT 6 o v Ry F ger #7 Frawr auw
TEI &1 ATHTET o HTLAT T AT daeil w1 AT T TSe F2F G0, FAAAT F1 ATT ATDHET STINATAL T TEH T FATROIT HeA F {7
ST fRSTE, TIATET FTSTsH, TTgsh S3aATa, 3T AferF wag F:27 & oy B3 J=e F STHort 7 SR F37 § o1 31
THAT G| FACTH F ART-T T 6T TS F ATLTH &, AGAI] F 2 g0 AT-aF F €T | F Gaafl 6 ara=1d o 3@+ q q1q
e wamn Hfremuw F7 dfaw e Arew dadt A ArTEar & oy aEiwd F qreAw § s F 9gd 77 THer STedr 21 GEF F
fa9rT == FT T oedl FT ALATT FA F AIEAH F, TFh FOAT A0 THC F Iqarprant F forw fSfemsr garaei ¢ eara i am=n 0
Uit 7 § Terd g1 Tl 2|




AT Hae T4

Appropriate data classification

The composition and insertion of data into the organization database

The collection of the analysis of data

The dissemination of information to the various components of the organization

Support Selling Marketing Management

Fgg HreuH & AT ywer o

Rererer Seforsia, a1 FReft Imes o | et i fSfaear & ar § Srredar, SR F g =79 6 o U "gaqu qed gl ddteat
ST ST, S foRT, o, S i freT ux wwE 9T 3T YTl A ATHTGAT TALU H A THd A K 70 @ ATFET F qry
STEA | STt 21 Al €, Sl T8 el UTee gael & a1d § Uk swut H7 A7 g 21 a8 aferg U wehg ¢ o wat 7 qrear &
T wrew asft oft UH woree § e ST e s sferd arasta f et § gt F a9 AT-89 AT AE-A 6 AT F
forw o T =T 2

s yorretT 7 ot g

o I AVEISH qhelh, OrEehT SUTN -3 7 STRRT U Fee % forw frar strar 8, femeuw seamat F |7 Sy w°
THRET FA ST TG TEAT Hohars TETT F4A o for)|

o STAHY WHYR ST FUAT T ATATIAT I 37 TT 1 Tarera ey i f@shy srqamat & @y foefy % =fagme #1 vhga #= & forg
T = TATIHT SAaedT &l AR] F § 78 Fal 2

o Hieuy ey ST F% Aeas ux frvuT srfeemat i feret w5 o ww €, arew e s fash g arew g ae
AT TG B

o Fm MAUH HIFATT, AlweIdT TS T qf6q (THUUuH) F &7 ¥ 39y g, St Tevae % areaw § fafva frar smar € siw
AT FoE 9T TATT B o FoTT U I ATS9E & AILAH F TEHTe FFT SITar g1 SiFa™y 7 ITIET F7 aTe 61
TH L @A &, ATHT AHAIT I AiFeaa f3nar F7 sad aaeadr e H GarT F7d 8l

o I AT T U HrArCuH TOITAT H U T Tererh YOI QT 81 Hehell § ST SHel, edTerl, A<, Her 3% safmra
Tt # forw augage wF ThET wdl g1 fAferg st (@, B F o suersy @emeuw yorrelt e e s B
fat (areenars) & e gai fasre o Reremforg Efar ux e e w8

o Zwmd & foru Hismeuwn feew, Ao w=TeT FEt U e g, 9 w1 a9, S8, RS ehor 3 "9 Sugedie wr e '
Y HTAT|

o UTEE-Higd Hae THHH (HEATUH) U EATAT IT-TATHT & ST ATEH ATH IS o aofiF g aaaqra 98 Hed g
HTETTCuH 7 S29T ATEHT F AT, HATITHF Hael § IAATH oI SIEAT g



4 AT Haeg TaaT

o FT-ATHHT 3T HIEAAT-MATHA EMAT & forw feen oea, 9qa™ 993", TS & Saaiiersl, Taeqqr &, qaeqal

ftersT, TeET S =rRat & 97 99 § gag e gl

TTeF TS T T

Tt T @qfE #1 Fafagt F ufdw vyao= F fore agearget [Rfgard & #=itF zod ares i THErE T STINT F FAGER T qE@ A7
ITe FT frFrrat i w9 F T qTgF F W Y AT g1 HwuH giewrr F Fmrateaay & fEfder wreon 7 yrgwt fir G9qiP oiw argw
ST U T9TS T2 T FATIAT 2

A Tg, FIAT TAF YTgh & (o1 TIT TEqTT HT AT A H TAH G| TTgh 7 ara=id & 14 7 Faher Uhay Fi3ah e &30 gu
AT HT IS & {70 T8 SR T ST F0h, AT TAherT HUTaat il ST ATEht 6T SARTT F F TATET AT T=qTT
ATE(T A § HEE FL 2| Tg ATFAT ATgahi it g & IeUTar o Faveqt Y w6 ot Fr azrar g T FifF Hid qurar arg
T #7 uF i g, 7% =0 v g O dfrereun ot avere w7 F great £ 9q% B T9TET w7 g1 qauy uttaswerT ff
FOTAIT T TS F ST ST ST ST TTFhT * GTAT 6 9 T T T THT T, T THEHTOT T&TT FHA H T I 2| S
F for, fielt o Uooerite ==1 Fed & B & fErem smsdt SUhaol 1 START Feh a3 i 7 U qgs 1 T TEr 4T
AT YT FEAT 21 I FT ATEITT FLT AT TgAT 0T ST GO ATAT FT T Tada<=aqr FEa qorasT F#1 ggrdr g, ST 980 §

Tt £ TG FT TEHHF T T TATET FLAT g1 THH SrArar, Hemeuw uftersherd oft safaat v feq £ Gear, Tavara siw qarty &
FTOT | TR Tt & & et Fe § 7aw w7 2

T & ATH

Hremreus freew % |y argt w1 Ra-afafam £ whrr F o agaw aar sem & STt § s aftrer Reaaste S & gy a9
T FaT Y 7T FA g wrean gty e aweet F o et % e A= w2 S S raeawmdr #7 g, 91 ATgh o Jqr A T agar

g1 "SR % T FET ATAT AT HA, G ST AT, 3T ATgF i F oq H Ty A SfHET ¥ FreafHs w9 F ST SO geT
FTAHT T T2 FL o o7 I 77 7 ATegar &7 T8 o7

1. FATHETIE JTEH! BT ATET Foed 67 &7 | g
2. el | UET qgrIar

3. T2 g ot T geqar e waraefierar

4. =TT g et

5. & IS 7 AT

6. dga¥ AT HAT FErar AT gAraefierar
7. =t Ao g R st off w=r St @
8. wF Er vw q¥ weft = o7 arew siEar 2 |

2012 ¥, fUge sregaat & Ffter F27 & ara, T 9 39 AT § F T w7 =999 AT S 1w A GqiE § afaw qgergt § o7 5%
Feforfaa st § g9 § yeqa B @ e



ATSF Hae e 5 /.

1. ITEF AT H AW : AAA QT 9, Tt & 99 T ¥, F=ard A vy g dremes Famd B ot #r somes,
AT AT AT G B0 7T % AR08 T T FTA T LTHAT T&T FAT 8| I 0 forw, Hier Fax Aiveaae, S T

YTeF T Taee AT AE F S[E H GG FIdT & S STt WIS(ET THEAT F T IT0! GEIAdT H7 qhal g, Heeus srmaret § &
e g 5 gerar s F forg ey Rt S weRar g

2. =AW JaT AT FA-2-a9 HAT § i AT AAT AT AH-2-a9 HAT AT (WS AT FAAIT 7 ATgH H THA T 719§ I
FTA ST AT AT 6T ALAATS, ATFTLIFRATAT AT TITT oF AT § g€ 9 7@ o (oI J&T9 F2dT 2

3. UTER! & LAt & gfa Suear: argat it Rufaat ofiw ST&wdl 1 Tgs i ST=edl ol AFGeTFAT IC AT Had FHTd qred’
FOTET G THAT ST FHRaT 2

4. T faare: Hauy #, AT AT START ATEE A avfihd A & forg G Srar €, TR qwedr F e, 939,
AR AT Fg AT AT FT A qHET H AT T FOwArd, vk A7 aféren Forward g7 a9t g1 T UgdT 7 2 a=
FEATIFAT % AT T ATEHT 1 U IT-FATAr & =7 § qfrarfoa fBFar ST awar 2)

5. AT ¥ aqEee ® qome: @A F aqgad w1 92 7g 2 0, Fu a7 Se et Fareit a1 Ioaral # srEiord Fd 8 i
TIF YT F oIT Ueh STENT-31eT Y STig Ieama AT AATell A7 TEIT HTA 6 AT I AIAT FATA AT IeITal T Tl 2|
g gRTET T F ST 7 5 g f A ST sraemwmard T el 8, AThee 7 START T30 g7 T S 21 st
TEh! & STAHT § ferer 7 Tt & 37 fo6T ree Rt 1 9977 T & forw orq Iearet a1 Jarsti #7 srqEiord w7 al gl

6. FEIITET THIHTOT: TEAUTCT U IHEOT HATUH H UTew qod F we [FAtor % &g 7 qeriar 81 g A, UF HuAT Hw At
A THIFHI FHl TFATTIAT FF % (oI, T Y er7qqr 97 Fdw Fw7ar g S q«dt sorfert F args ST T8 F2 727
2 9T TH =g HaATAT SR o " e AT

7. qug & F=a; e FUEEt f7 SR G990 ST = 9 & ATgwt & a1 qfAF q ara=id e it aqata @, S

Foft & SeaTred 3T ST FehaT 2 3T T0F % e a¥ (e B o @At €, o o T 09 uTeht i agd¥ & g6
T g AT zafory St steeat o fore 9w g

8. IEF F AW H gATE: FAT ST ST AT (S ATETIE ST F OATEAW T ATSH F FAGIT Y SwwAl F o arew
AT & ICUTET AT HATH T FAT T 2| AT TTEhT T SAAITHATAT F AT ITATET ST FATAT T STIRTOrT FA o6
oo uHBra ared SRR Y HdT H U FeA § Ffereiord a1w § TRETT T gt 2

SITELT

ATEYTT § 91T 7947 B o arew wiemer § 5% At gfx w2 TR F S| Arstiad rgd ard w agh g, qrr gy ary v s=wn
S ST F 90% T T gl gt &1 O Fufaat #r aTed g9y wAadt § ggrd grue 8, 39 79 qa9 T AU wAw 2l
IS F forw, THETAT g9 § 1995 F A1 F 75% ATTHF A1 g g g1 et FATAT FTELTERT T ShRifeT & 9t fAaer s g1
T I 3T ATt AT TEATT 1 ST 6 97, FOAT AT ATHITAF ATZFT % 97% T ILHUT T@AT g1 T TLT ATGHT % {oIT TLT IATIH T
oo e THfereud T AR FA E| FIAT F AR FT RS STAN IR & ATGE T 52% 18 g, T o =27 9T e 30%
afars 1 a1 & 376 10% GTATET FIT-8 SeaTal o 1 § ATAH TR HOTT 3

ST T AT AT TTEH TEqTd 6 HIAH | T&1 Tl <@t gl FAAT 7 qTeh & [0 SARRTq ATTaTad, Teant fheefi T agd T an
Tram 3veie 80% TSI &1 IXATT ITH F forw swu=1Rat  form "rereas sforeror &7 oft so=ieT foRam)




6 TEe Heel T

T HIAT & Hra< ey § gae

I U FOAT S FEaT F T g o6 AT HHIITF AT DT Aga< a1 % g aoreq Hremeus fBeew warfoq w7 aretl Fat=ar &
o 75 gEeaTol g1 T 9% % SETY, U F9A41 &l g TgaTaaT g1 {3 AN % Ao gt F 97 F2 T & S g1 UF e o277+ F
A9, ST, T ST R ST AARHT H STAIRA & A= et Fw Frapoer BT, S vy, w1 i Sz afga 11 s
200 & srfers siie omfde 1 T8 AR eAaT_ g Fi Tg STAaiieThia, SHag T qed-remid T faarsr= Jam= w2t g1 =9
TERTY % Halel THRLTHE AT ARTLTHE 2141 8T Tohd 2| T ATeh Ga Hl J1Sl 6 e F &« H 3@d &, T o7 3907 F 9 H 394 3, ¥
g TS o AT Teh AT-SOT "oy % arer A g €1 e g, Sq9T A1 g0 A9 F g 2

AT FT g

Tererh Tarel & WAL F (ATHT FIOT T THAAT AR, ¥ ATGF T 98 T FLAT AT STl Svg qaAT9r 81 FAAAT TIHTT ATZehT 6
T LT, ATATHIT T ATAF FT STANT F2eh 6 FATARTE HT THT FC TRl g1 IIg0T + for, Prer-ar F Fafa=t siiv aiet & =
AT Tl T A AT A o grght F qrey w2 FEertas areren ) segiq g G srfeerter argw aues I Segia sears w7
IYART T2 <= HggH FT & fory T =l el Fae & =Fwefirer Arft 31, 7w i s &7 see forar grm

T AT e HruH feed F qEeE gEAT § U AT A0 39 KAl FHAT SHe, AAereT 9 T, BT B A7 a5 T
& WIEgW F FET ATAT § 2T TUGIT ST T AT 8| g, 5 waierar a1 7 T80 FE7 TA F7 Tt STAR 72t et gl T gt =9 ara
& "o 2 % uTew e W F "t v dueT F 91 Arear g, o7 sate #ufAgt sty deeewd gEer & Fut § sfgw gwy st
T A 9T AR R qet g1 wafeat et e # awee F T 22 arefS T Tmeis T a9 7= # seawrr 5 a9dr g
Trerer =T S FagF, Baew, st Tl ot ST A9 s 39T R w2 w7 UF agd TEeago 1

77 et w2 & forw =0 Sy & f&gwer #3Ar oft sga wgert & & S & g9 99 geaar_ i gid 81 qg T2 F FuAr B
T waTE § aeew § waw Far g1 aega aree fEar & i § Jerae w3 81 ared onaw F v @2t F o serr-sent
FaraaTrt o7 Srere Feh, FAT TS et A T F TRl g

FH=TA Tfveror

&S FAAAT T FHATAT FT TETT AT TATAT TTEF F7S Fael T 6 JL6 A7 orare o forg sfdreror s oft oy fr 81 sargeor & for,
Tet SIS T 31 HieTATs e F ST ATghi F AT Fael T 31 TAT H HGg FLT 6 [o77 FHATAT 7 TEF T ASAT| 377 FHATAT
w1 ff AT AArEET s wrartr G # gt G @ & arfE 3 avrga ared g9t § a9 w5 g9 I qar ghatateat wr
T Hael w1 A o % for frfera G s =i, i wisgEr ares Sreree # qwee % oo wirfara e st =R 7=t 9%
B sfie et ATt 7 7g w1 5 Jreet & Ay "t w1 e o Fmtr &4 G s

e

U foeew F7 ITANT Fd g1 TS THATH! Dl AR FIA % (o0 TS % ATl ST H T&AqTd % qTF-872F AT AT, Teree o7
AT STRTRET STHT T T 101 20l ATl @1 Sraeahal gl gl




ATSF Hae e 7 /.

IqglLd:
HT G

U g HIAUH TITATA Gl AT TeT G 6 FIETE 6 (o7 AT 21 T feed STTRrRatel i qrgehi ®7 396 T 3iT qTesh
AT TX 79 Fid FA At TEFRT a9 F o FFEY oy wwe| SEadt w1 SUINT w5 FAr ST ATt & A araera wi
HiaTag T &1 THE TSiel F AT AT HA1E TG A % (o0 UF FIAT F S(AgTE TF Tgd ATH F0 H STIATS (Herdl g1 3arar
T STARTHRAT STET IToTed TRTH, HAT T HH FA 32 ATEH1 & AT T 3T SACATEH e AT FH FIA HT gl

AT | gl T e qa@t $iw Tw fEidal 1 ST #74, T/ a9 J7 739 & G697 & UF -9 araqrawer s & ags dar
FTATALT| TE AT ATATAL F FLA TR H [TERTT ST T 30 ST G § qTT ST ATl Id AT 3 517 18 ot gfafafaet F oo
F=et avg | fRw ww w e % forw sfater @ v a8 g1 i STser e, AT, Suefeaa i staenfRar & o sy s 7
FTE Fh USiel AT 1T FE T 3

U Fg TATAqT

U Fg TEATAA, UF THIFT TOTAT ZI HT AT ST T TS 3T ST 6 =TI A7 GHeaT AT g, TFh q9% Hg TS hit il
& LT ST AFTS TR & T F & (o7 e G a4 81 w=mey @-Raf o o it gzt & =3 ot g S arest &0
ITET THEATSAT T A T § HaGE F2d 2| S0 & forw, v wg=nferg d9e ¥ smaen il U @ F q7eAW q UF UG 67 (B q
HUTT FOT & qeAH ST TFaT 8, S 59 T fErer guh #ig usie & g arq we % forg v A% e w1 = w29 % o oy awar g

ST 39 & § wiiRT & O ared w7 9ey 31 AiveadT SURI UTEF & SEh T I & A1 YT & TaTedl e STt il dorery & forw off
THETFT T THRS 3| THH FHATIT T 30T F T A off 59 ¥ )

qQrerer Hifear

qrerer THreamuw § ST F 2 o7 Hrew & oo qrerer fifear siv W=l w1 swme arfee ) F#itE sear, @ w1 & g6r

RM o o=, "Iere Aeafir qrzel 1 IS § ST F2 & 8, AR 9@ & e aregs @=ei % {aiw & sgex § $9f{gi s 3amet,
AT ST FATST IT &A1 SMFTTT e o {77 =7 FT22t AT START FTAT 3

g, Tareuw gorrelt Rae siiv foiFes o wrerer #ifar arzel #F ITeHt F a7 &% FI T T w0 F v vhga w9 &1 T aeh
FOAT % IS ST FATS F AT A TqF T g ot @ w9 &, Sww =7 Fufhat #wv afdw S fed ) zat, ¥ daet
FIAL STIT T TTAT T THA @ I AT TTgeht Bt T H7 7 T FC Tt B

I TiAfFRaT Jae aiveaay wewd, 9 & wewiie, aferar s Fenfer, @rera ff=m & areaw & qg= S a7 T F qr
ATARF TALA T2T AT FITT FCd 3, Foraar sraarat v qfars g Ao o A7 sqafy Fedt §, S o s f ol £ st &)

T AT qaTg
Hramuw B I aaArEl w1 fF aTEe FT T6d g S AN e e a9 21 feew areE F 6ifaw T F e 1w

SRR A & ST HH-FT T8 AR TAH-SGTRT SHHUE ST % G127 ThiHd F3d 2| THER STAN Fea it a1 7% TaaT &
TTIT-ATY T 3 T I fasht aa1= § gag & forw & ST aar 2




8 TEe Heel T

T T % Jrasg o Hemeus feew ares FHfaq sgaamt & o aqm 7v 9, 372 aes gauw §i Rafa #r gerafad s agav
g7 & forg &t 2 A araraeor 7 ff AR BT S gwar g1 A 2 FF araraer § Hemuw strverd F g4ty a7 F o, aiveday srterd
FET AR 37 =fhra Faet a2 f&aT srar =t

-z (F12H) s femg-z-faeae demuw freen & S g a7 99 SeEd F S Y dadt it srater S ageet o
=T 21 fema-a-faeaw dafaet F o A -a-dsgae f gaar § e 0 ey 2 8, See-z- s § iy & 9 s
FH gt gl Fasma-z-fsme § #9 de § e g 2, At F@ 7t °, F See-a-degwe aeqet i gor § aga afgw aw a7
2 o fasma-z-fasra ararawr § dey &=t srafyr & AT g 81 o st i afge, fAem-e-fase deme i s & oo
Fft F ITTET F AT U AT ST A e 9 w1 vhEw 39 @diw sfagw, e, srmeartiE awerar, sy F aramw aw
TeF A & 18 H Q@A & AT v Forw sarar g1 vs fasaa-g-fasme Fuh & fore v uftashers & o argst F @ & =
aufY =R, iEFATet ST /et B e i T uh T A w7 F T uw wwes ger aev) eee-a-Reee soret F T
TRAT T ST U ARG 0T ATFLTRAT 21 TH TATAT & F TS HT e FAT AR AT ZeameqT e i1 2o & qufl 5ot F qreay
q TH A FEET AR 6T |, UF Agaqy f&6g Mo 21 78 Aeme-z-fase Fodt 1 ares & 917 99794 si7 d T80T a6 T
T Fel TATT AT A0 7@ § Aeg FAT 21 UF Ageaqul (65 Fsior 31 78 faeae-z-fasee ST 7 9gF F a1 gorgq 7 o
T T T AT Hae T AT TATT 7@ F HeS Al g1 TF Hged 0 4y et g1 78 few-z-feae Fa 1 args * @
ST 37 & THT T T qTel Harel T 3¢ TA77 T § 7Eg F:aTm g

H=reuy IR

2015 H F8Y "Hiemwus arse § 12.3 wiaerd i Fig g1 Fr arferar meaw & sreggi § wafard 2006-2008 3% 2012-2014 (ATET
AT T i) § of i fEsrarst € 7= § 2

oy fBeeq yeara F 1T A% 799 92 FRaT Iemwe, TaUdl, Ak #i ATsREiTe 8, Siv 2015 # 42 widerd ST w6
gfafaferes #2921 o177 TaTaT FIe ST Fe7 a9 F FET & o off At €1 demud sararet dr 41 e -sren JfuEt (e
Hremuw e, feurhe demuy gz, 7Y =g faven g2, {6 ao s, e T69y|, @I @R, =T =417, 22 0
o, TerHel) § frarra T gu, woiw goft § U Rt S AT gt g1 e AfaiiTE, e e sAaErta & 59 6
waTes FaT, RfRwi, siv omar-fAferg sraegwarstt arer s et uw Hea g g

2015 2015 | 2014 2014 | 2013 2013 [ 2012 2012
T e ($ | T | e | W | e | 9 | e | 9
) (%) ™) (%) ™) (%) ™) (%)
Salesforce.com HramT® 5171 19.7 4250 18.4 3292 | 16.1 2525 | 14.0
TET U 2684 10.2 2,795 12.1 2622 12.8 2,327 | 129
LA 2,047 | 7.8 2,102 | 9.1 2097 10.2 2,015 | 11.1
HThIETFE ST Ay 1142 | 43 1432 | 62 1,392 6.8 1,135 6.3
a 15,245 58.0 12,520 | 54.2 11,076 | 54.1 10,086 | 55.7
K5 26,287 100 | 23,100 100 | 20,476 100 | 18,090 | 100
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TeF Haer e (HTTTH) ASTAT AT STAGETT FT FATT F1 U TG T2F g, #0106 Tg Jarar g T FH=rfat i aget & aqrer F4r
TG FIAT AR 3T ITgF Faet o wfrg wa f T sam F2A1 Afgu) ITes dee Tege AT forad F9T, FHATT A=
Y UTEF TEATe AT FAFTIAt F SqTer F JLH B TR AT Agerel 8, S awsEr e g1 ey TS us Ggd & 9
ST, ATHSTAT Hael & TETET & & a4t 9% off = w2t 8, T Faa 396 91 G0y 1 qaTe IS 97| THh ATATE, qT0T-q97

T AEHAT & TROTHEAET T ST ATHAT T AT T F TTEH Harel Taere i oTier TAret Frrar = Srosh {5 = & et
TAT R FoF UTEe Terer e T F e 2

AT 1
TTEF ST FIAT T TG HT {6 & AT

$45,000

Year 20

1. 7T et % ot Y OfS 3 ;T % et § A ot grar g 5 SHeT Teru et srater A srterw qwg Ay § 4 griee
AT =rgar g1 T fode faehy, g & i, o Snreshar agmE Ar argw e w fator wear onfier @1 wehar @1 o &
Fut ¥ qaTR § 10 wivera v iy 59 fAferq, o a5 F 77 Raiha F77 F1 79 F3) Fa47 F 91 77 Tgaq77 7371 F
ATTRT T 3 SEel TS il Tg=TT F:24 H 7z foenth

o ITTEAW F forw, AfT ATt @e - et aEraT 8, 7 ATy et argdt F @ 69w ST HwH FA I ATAF
ST I T ATFLTHAT ERIT|
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2. UTEF AL T TZAT : LG Fd T0T ATl 6 T AT BT 8, Th II18 @IE & {0 o7 U JaT 67 ITAR
F % U T AEA AWAIT IT ITATES AT AT § HIS U & HAT BIr & ST AT 1 3T I AT AT AT I
wfaeafeat v == % foro ST w2 81 s @eat § w7 fra, gier, =2 72491, TR e, e,
Reear siiv F-H0=T §9T% A9 TR &1 T g1 T AT F I FIA § T3 FIA T ST 379 HCTH Jrs7eT
T I H Ao O gt 21

o TH SHHNY AT AfAwter faoure / forsfy Arsr=r § Suersy grav ARy 7y =7 AwfEa frr mar 2

3. UTeF HaEl % TIh AT TLATOT F: TTgh T AT =7 T T daal #7 [Fair w07 % oy, fafy, &, gug, 5= s
TETE, ATTe AT &) TTEHT 6 AT ATF 9 % ToIh (&g FT TgaT qTih T T8 AT HAC0H AT § HTH FT Toh| AT8 &
5 72 U WTeF Hae TEUT AT §, HT TH T UH AT ATEH HaT JISTT 6 Aqr § qgd SATTF 2|
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1. ST 3 TR ATt T adwT § AT Haet B F AATA G| ATgH HAdl F TAM W@ F o7 s gy FErsa 8w
T AAY STl | Tl R & forw Siv areat % 9727 darg Fear 2, o foraa & 536 3 Fa7 #2837 F47 7 oot T=a1 A 7447 &
Tq¥ &7y e F2ar 81 s Fwratad & adl ST Tecet B @A et w2, S he-atthE FHeT (Arght F are e
O H, B UL AT AAATSA), FF AT FHATT (ST ATEH 5 G170 F 71w F oqaeaey 9 F w19 Fwq g, & ar
ot "=eteT), 9T =TT ST (S AT AT 3 SRR A geArat § sgaerg w1 giafatie e E))

o STHTIX UT, UTEHI & AT HIF I Fe arer VR F1 sohy sy 1 wiafiere #27 F oo gz #1 75 fRamr ¢ &
T AT [T, SoF T g7 g A1 Y T IH TATA & F FH GATAAT & 38 forw fRemfadent 7 sraeasar g g1
FOAT F THIT F LT U2, A F0T, ITe o7 A1 7vvwq S Fwwn & @=ferd 21 awar 21

o =& fafih, w2 it UTgeht H1 A0 f&FwE F a H aaqr+ & fory $7e s7ose 3fiT q9m=T T A9t 2

2. UTEH  FIAAIT HT SAHHNT THgT Fi:  ATgh TS ST ZIR FHIA BT T AT 36 | ATThT STTTHRET THT FIA h qLh
TEAET AT AT BT TRl &1 T3 § TALAW, FATT AT i AT &, St 3aera # i fewtet w1 @goor gar g1 sseer
F forT, o SHE HAEAT FT START F¥oh, Ivg FIS-a H TSI T UF TR TGF FL Tohf &, AT T2 H A T I FTT FT Tl
£ (afz T gram)
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o VAL WTAHTT UFHA F % oIy, 39 #ad F (e & qregy & fFaort &7 aqr «nne * forw 2@ o srreh
I T2 T ATHITTF TTeF i &, ATeh ATAT Tt @Ig % 75 Tl a7¢ 9799 d &, A T F I
ATy Fae erfers aerei 3q @ (Forrard, 3% | s, anfa)

o IfT ATTH U TH 32T F FOIU AiTeAAT g, A1 T8 ST [AETOT FZAT 6T g TARTH TiHeaaT Tohel 2
IYFLUT T TrHRT FX TR B

o 3TU HIH AT ATZH! &l TZATH, S STHATL T ATHITAF AZEH @R aTel TTeF 2Id & AT ST ST dAted
21 T T A AT T, THT TTAT AT H I ATt 0 AT T ATATHFHAT I FT TF FLHT ATHA FTAT
g

o IR TH T off wew T wreA # T off T|ET AMET ST IWE I A AfAF weerr 4r I (AfEw
forswrard, e =@ diE, arfe))

3. AT FHATAT F A7 He; TR FHATL, AT =7 T ST &fver argehi F AT ATAT FT &, AT STTTHRET FT TH AT AT 2

T & forg =7 =Rt 1 Fid #7396 gt 7 v g G &, i arew dud 6y, s adme e feew
ST gTes i wEat 97 sraet gt s w % oo Gl o geme i g e o1 o e & fem ww awa g
o T off sy F oy w=iat & 9 B 5= anewt § sriafiss 9 v soet & forw e a9 g S adae

H srerar it Terwer A2 Fwear g1 BT oft e 3 e S99 O S 39 ATERt F AT I SAqHT F ST 97
St yoTE % T g = 2

’ W |
‘\\ &

4. = & s wiaeeft I dedt w7 FE g 8 991 w1 7 IqE T B G q@qrs, B 9 & o v e
g, FAT T THA AT IS &, 3 FAT T ATT ATSHT F Q1T T H Tgel o {oI7 F=1 F 77 FG1 HT STIT H3d
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ITET TTEF AP LT T TaqT T 7 FITAT L AT a2 & =A™ F forg uF 3g ae7 fAgifa w3

o T A UTEH! T AT ToF T FXA & folT TOL qLh it TgATT Feh o0+ Tfagfaai o s um #:27 & fow of
I T THd 2| A ATeh TaT H g1 Thar g, a1 6 afira g =47 srfgedfra Scume weara a7 =amae #ar G St =it # 2

o forfea ® srow fAewut 1 auie 3 ATl 3T Ivg AF9TF T & HI(HT F Toh|

T 3

FIT HTACTH ATSAT TATAT

1. TTTTH FISTHT TFTAE FT ITART F2A T F=H R AT FETET & S TR Teh FOET TG FC Th @ TorTe 3T 41
T T HISTUR TSET a97 T 21 UHT FA T IR TF Q07 37 g arsrr a9 # 7z fenfh v sm=ar @ & oo
AUAT TEHE F TH TAT G¥ HTATUH JISAAT SFTAE F o7 Gy 2 T T3 FY |

Summary

The company values and treasures each and every customer it does business with. To that end, our CRM
will focus on these three main goals, increase customer retention, improve customer service, and find new
ways to meet our customers’ needs. In order to achieve this, detailed analysis of customer relations, custom-
er interaction, employees, and competition are taken into account. By implementing these strategies, e not
only guarantee continued customer satisfaction but also anticipate incoming customer relations based on fa-
vorable word of mouth that will expand our customer base considerably.

Customer Relations. There are 3 main departments within the company that service our customers, the
front-office employees (those in direct contact with customers face to face, on the phone, or anline), back
office employees (thase who work with customers indirectly through marketing, billing, or financial opera-
tions), and our business operators (those who represent the business at trade conferances and industry
events). These outward-facing aspects of the business interact directly with customers based on pre estab-
lished guidelines concerning how o conduct themseives to best represent your company and on how 10 ef-
fectively handile inquiries they cannot resolve themselves. Additionally, the company sends out email up-
dates and newsletters ew 7

Customer Interaction. Key methods of interaction involve email surveys, providing them with a way o send
in feedback, conversation when customers come into the store (if possible), and our sales records to figure
out who our largest and profitable customers are, how often customers return after their first purchase, and
which customers are non-profitable in the long-term. Valuable customers, customers who purchase profita-
ble items or those who retum often, will be prioritized in service while customers with constant complaints,
late payments, and etc. will not be.

Employees. Employee fescback has produced information on various customer interaction points, our cur-
rent CRM systems, and customer needs. Included is a compilation of suggestions for improvement for addi-
tional offerings based on their experience with customers and requests they have received from customers
such as additional services or products that the business does not currently  offer.

Competition. Competing industry standards reveal that CRM as managed by other companies involve.
having a script to handle phone inquiries, constant email updates, and burgeoning social media influence in
order to stay in touch with their customers. Customer satisfaction rating is at an average 70%. Our goal is
1o aim for at least 80% by improving customer service, adding unique product offerings, and comprehensive
service packages.

2. T FIT THA T T STTHRTET AT THA Y 2 A7 YT daef e [FeTid e o o o= argaht s w=rteat F el Sy
T ITART Y| I F oI, T ITgsh T T2, ATgs Ta7 § AT FIT 20T 799 ATght o Her F 90 a8 e 9%
T T TR G| ST AT ATAT FATCTH AT TATHE FIH HT &, AT AT I TTH LA F qLRE 0T Jo7 I=10) 6, Jede
e T e, ATTT ART FL000 H TS 1 SThT SACTH TISTAT 7 THT G192 AT gl AT S FoF o 6 920t § 22 St
& o7 378 7 T Araer e g1
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Specific Customer Needs and Additional Customer
Opportunities

In order to fulfill a growing niche in the local pet industry, our
company provides quality cat grooming and grooming products
with additional services such as free consultancy and
demonstrations. Our customers rely on our products and services to
maintain and improve the hygiene levels of their feline companions.
In addition, customers frequently refer to our helpful and instructive
instructional whether they be new owners or seasoned veterans.
We continue to develop and update our grooming techniques,
product line, and services in order to stay relevant. By partnering
with leading veterinary specialists, are products are always
humanely tested and made with both the cat and owner in mind.
Expansion plans include expanding our range of shop locations and
creating multiple social media accounts where our instructionals
may reach an even wider cat owner market. Through employee
feedback, we also aim to create a cat training center where we can
further educate our customers through classes and seminars.
Future plans include incorporating different potential services such
as pet hotels and shelters.

AT Haeg TaaT

3. [Afe ¢ 3 =raam args £ TEwdl F1 9 @I FLT 8 37 WIHRAT : 98 &9 aeqa § 78 Faqrar 8 5 =3a|qm T o
YTl &1 AT q IS AT HATT T& FdT 3 i wfoer § T yors 9 fFwfErg Bro ST o €1 s argaht &t sieeat
F A H fOEa™ & 9aT0 ST areqd § SUET THIE T T STEIAl B T FA H HEG HIAT g1 AT FHATRAT & A1
A F WIEAW F AT g7 @iof 0 Gy o7 & v enfier w3 sgt argat 7 srfafih Ieurat 3 Farst F forw w2y g S
AT T AR FT g TR AATAT, BT 731 TgT AT AT % fory f&5a7 7T e srfafies = 37 seume srare &< 67

TR FL TR

St i AT % forw srfafies weara % fore sraet Fsrnett &1 geatsa w31 77 ety w1 % fou & 7 et ams
& AT TE, T TR T ITART A3 |

Customer retention.

The company has kept a mutual and healthy relationship with
XYZ for the past five years. Through its continued patronage,
both parties have benefited from each other and prospered from
it. XYZ has preferred doing business with the company thanks to
its trustworthy and professional services, establishing loyalty to
the company and its quality services. Constant contract renewal
has also shown faith in future business deals and promising
future relationship.

Future talk has also been discussed wherein both companies
see fiscal security in creating a partnership. Both company
directors have met favorably and have established meetings with
their respective heads of department.

The company continues to look for ways to innovate and
streamline processes to better accommodate xyz needs. By tailor
fitting our approach, we can guarantee a boost in their production
and offer new opportunities of unprecedented growth. The
relationship gains from such methods are promising to both
companies and assure each to continue in the long term.

4. U TIAEmT F forT Uk AT 9910 : ATew TALTor a7 aqrar & T ST 'w & Arr st fredt v AT we
I YTEHT & AT ATIE & FATOA| FBEqre & arger daet v adaqr Rafq w7 799 F2% = FY)| UF & Ieara 47
srfafes IeaTet  forg weet e fraw wTee e 82 S T 1 AiEg FE S0 T a-ar I g6 g Y qieET
o areet % A7 FEl A T T T AES &l TH LG Ao UTgeh Hae w1 oTford e & forg et off wisgar
FTATAAT T TgaTT Fe & (o0 F F31 7, 37 aremell 1 g8 3 % aiidl 9 999 F7

T F. {5 AR TS § 37 HAET T AT F o o0 i e gem (B, FHEmT, o) |
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Customer Communication
Policy

[ =t = |

5. UTeH HAW AT G0 F forg ws Sy a9rd ;e Hemud e F v ggqet § F us qg qud w05 G 9w,
FT Y 918 | AT FHATT ATh! F a1 68 ara=1q H7| T6 ara=ra o @ Gt #r [{Efom B s =i s
ITF ATEF ATAATT % T STl gar AT = AT § % w7 F THH G0 F¢, FA0F Tg AT Ho1 F fore Ies
LT FT TZIT TATH % [T T ST ZRMTI

o Y FAETT UY WY FA g, ATH I TEAN F A § qraAT AU 7 FF qew w7 Aftmwan et a9 faee
AT g, forwrarat i Sarer ® fraer awe w9, s arew wiatwEar uwe ww F forg wie Sreve gem zw g
T THATT % (7T, T FAT =TS GAT Thl @ Tt ST AT FHATRAT &7 59T 39 % forg T a8

o = w¥ o UTew Hadl F O wi F aEF TqFA § ;ISR F for, 7L gt qmar i ot o e
Y SHA A1 FT START FAT &, STATF 37 AT a7 H U F ForT Feror 7 STIRT #33<dt ¢ o 5 oft s argat
T AT T "Ll F 9T @ o o "qrerer #ifeAr F aoft w9 #w 37 w3t E)

o UTgH HATX AT T THA YTeF TAlar ARy F

6. e HreuH AT F forw A S qwg e oniier F: A9 AEE qay Taed qrorr & forg =T wiw awy awe
Fatia #3 37 S8 UF STonT Ao § aTa 3| ST, HATIT 7 Faed 97 FHATI] Dl AT dael J Tirferd Hdl 8,
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ok TH STRLO o T § ST TR T GEAT TS S § FG T Ao ared 497 A, Fa€rze fead By 7 SHA A qrere
FeafEar @Ta SraeRT FHATRT 7 TIAferd e ofiT qTgahi F 7 FATT F 7T FLHT FT AN H F (o7 ITH Fhfara w37 F o g
Y THT AT A fed F ¥ ArgeTHar g

Sales Manager - oversee customer relations for sales,
from customer inquiries on the floor to mailings and
advertisements by email or mail.

Customer Service Manager - oversee the handling of
complaints.

7. Tatfca #% o araefit Stemeum DrsmT F Tl anr F o Fuet § Fi See g ¢ Ted THE F F o o, e sree
Foramr & el i1 fges AT =TT S fAder 3a1 € 3T 7 TEar @ 3 9= areat & A7 "9 FH HATd g1 IITE F
forw, st oy warer feft & forw wree weet i T wY g9ar €, UTeF TRarE F AR SHA Y W T A S oA
T, ST ATTHT YTgF AT Te ORIl T FATA THAT 1 AIAT TrorT | 278 w7 7 Afdy :2 8 =0 w1 F oo w7 #47
AT 37 Ieg T FAg R ST

AT 4

ST HSATH ST § GETK

1. gfafag &% & aremr #7 aEariad® o] BT =7 & Fwa 2 F O, us e DT w7 =9 @5 a9 w199 v
] T St =R THek o aree Heet w A & {Ugd aEih § hHE T B AraeTHAT g
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T Hemruw AfFAt av Ao 39 F forw Frderarsi av St A swATerg Fe gRtad w7 FF arad adt FE=rT a9 g 7 989
T qvE F TREdT F I F Ia 1 gietaa w5 gaaa F avdft wqe s aur et i s S Reerhat St F
JIH AT 2| TT HSTTH ATSIAT F q(Td TATE T S AT GATHT FL JT0 FHAT ST T T T TAT F T

2, U F< fF g gfRomat #7944 - FEEAT F 98 AR AU AT FhaAT s § AT w1 A8 G g, T
TEATT FA % ToIT Saar U qieh & saeashaT gRit| ST & forT, ToH siroes FH=1 1 si=ra qereror anfie g1 aar
&, AT ST AT T ATEHT BT AT TAAW H G A F OO0 7T A7 qe1 31 AT F2 56 s afony e 75 F § e
e IoTTeHs TEL §, AR o A AT w7 T 5 sy Arsrr FRasT st € AT w7 T A T 2

3. ured T At arer vt w=tEt F avy gt A w1 FEte =1 & a9 et F o ot w1 5= T, T FhEa
THLHT, ST AN I HTH FEA T STIATT ST ST THEATAT S THATLTAT 6T ATAF AT T T FT Toh| TAh (=AW =47
T AT GHATT T T F47 =7 ¢ T2 § ST FAT &7 Thar g1 I I A9 T F e A=A oft g ahd g
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o

4. AT ASET T oAt AT w0 & F70 quer deuy Wit § SgaT F#9 w@ O 78 5= F O 2w 3=
AL | TH RTe | T aiade o 9T FHETET S ATEF ok qT F79 B 5 77 G o=y avg & #rvy fRr g eiw
FAT A AT § AT fgd a19 TS F2 TET g1 FIS ff TSTAT 987 T8l 8, THU J8am™ w71 & forg 9 s green
AT FY, =T Eed H| UF G TS T2 Fael THOT a7 F T8 F1 1% ST T8 J=7a7 27|

5.  Hremouw i T w7 START #A 9¥ A=W R " Iwud S argdt it Ty Suea wed, e OHHaat w
BT #7937 =T 92 U TS A Teal 7 AT F AR F A ST 6 q7T U SFAGT TS FE AhA
21 Tg a2 FEETA F Fu BT w7 & ggerqt &, G Bawit ar st av geear Ruwar a9y w@ # w2 2
ITINT 2 % forT U T % Hiemeud qiveaay 9 i o & ager o7a+ #Hemeus iy w1 9 avg & Awf s
gt ) frr, Fiveam F o SfaarsT gist St AT Araeawmarat F# T H gt 2l

o T UF TATAT & qUi-8aT HIMTUH ThsT ITH F2a | qeq7 g1 Thd gl greaith, AT & syararsit & s femun g «fF
TR FT THT &1 ST AT AT 8 98 TH a1 9% (49T F3T 3 o0 Joredt 7 o) w27 § Ghaer a0 o s7m w717
e 2l

UTee &A1 F& fAsfEa w¢

AYATET SATTF Tg= LRI & &7 &, ATEF FT 417 F5 UHT & ST g7 FTETT F o0 e g1 gTeAifer, Tl g a7d 78 2 3% arT ara
T &1 T o o fore g2 v afv=g & % § waa &, et o1 g & araehr 98 19+ AT AT 2 ovey 3T TgATT hee il
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AEFLTFAT g1 TF A T AT AT UTEH FT TgATH FT od 8, AT AT Feel FATT T IT ATEHT 67 F&LAl A1 WT FA F o7 o 98
TR 2l

T 1

TTEH T <M

1. O oFferd qefehi &1 Tg=T @ ST ATE ATGF ol Tg=T FIAT AT TGl g1 Tl &, FA1(h IF ITH UFH IS &l Gl
ST ST 9% 9g=dT 81 TgIETd, ATH A ST 2R {3 UTes Hiaa =xaara 7 A = 79 § 98 I Ied
I g1 AT ST YTl it T F | HET 2 F for7 e oner e § & v 7 S7mr % 999 31

2. TALA FT YATH FL: TAA S TIAHAT IO TR FaT Foarfad S % 9T o9 qTeh F SISl ITH e i Sqafa & gl
T ATTHN AZ THAT § HET FT Thd @ [ ATTh AT 7 AT & a1¢ H F47 T6e FFam a7 47 aes 721 B T =i o 9w

B AR, FIH AT AT TS| 1 Fgd ATF THT T AT AT

o THF IAATAT, FF HAAAT UF AT T TAAW % [oIT T TIETEH T FcAT 3, FA(1H ATAHTT ATgh TH FIA 6 (o7
qHT TR AT AT
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qTEH Had TG

TEAT |, T ATTHT STAHTET TG Fh UF HaT § 2 &, AT Ivg TEFd F%eh, AT 370 THT T o7 ad g1 TS o ATh T4 Fil
A 3 Al T H FI9 AT T o7 o 6T FHriLrer F:31

o srfermter waeAT & forw, YT WAt ATIE HAH A=\ FH FIA| AATA, T TH UF TATA &, 3T 3T I ATEH 'l TH THIT
U AATT T I FIA F (o7 Fgd @, 9 5 1 8 101 greaits, 7g U Fregqa =1 a1 957 g1 7 =1 g, q1hh I JIeF
I JLH | wfaferar T 7% S s R o S9 5 s F oqea F a H g9 T #7996 SqrAT? A o oqAd F ey
T 77T & o F g U

3. HIEH GUE A HATAT Y BIHT TG T AT ¢ ST AT T IR AT AT i ST HA 6 O AR 6 gl qgl B AT
FIA G AT ST Il 3T TRATE FT START FIHd THE F =T H FT T @ (< AR TF T47 SAG97T 8, I * o1y, a1
AT AT AT F a § AfAF T F Forw o1 e J9g § qR7 o & forw argshi # G w7 g9 g §F w9 9,
ETHT THE UF THg ATATHT T8 21 &, ST aare 9% 3Rl 3eare a1 47 a7 e g &

4. FF AT FT ITINT F . TF ATF TTgH ATTHT TTATEE FATT &, AT T SATTRT ToTaT SR 17 H 72 &, et s
AT (T UTET T o H 7@ o (o0 T T 2| (AET0TeTsh AIFaFT SATHT 9T T @ [ ST TTgh el dTSe Y W 8, F
AT TG T & ST AT AAETZE T2 FAT FTH 72 2 72T 2
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5. FHY AT T 3@ : gAY v gg Ny g S T o 7 Rt ster sRew ¥ forw R @) seTever 3 forw, o s & % AN 6
T H ST F oI STETOET T2T oy T ITART FT T 3, ST TR A TATAT § H88 T ThdT g {3 ArTh IS AT STAR
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6. U UTERT T 1T L FAT-FAT, ATT ATEHT B AT AHT-ATAT TG FF TS H AT Tl 21 ATTF ATgF A9 ¢ 16 F
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THH T 2 o STE e ITIE T T 3

o I F U, T AT ATeH AT , A F W T2 & o0 gug [, S 5, "w=y vhr T § S oS aga7 2
qHAT § 2" AT "gH FAT TSl FT T & ST T S0 T Tga¥ a7 qoh7?"

7. 9T HIOT qea® 3@ ; FE AT IO qead 9T &, I AT TH ATT AT o T ITANT F TEHA &1 ATH ATgH ATTHRT
TT9rer HITSAT IT FTATE =7 37T T FAT q2g 7 TAohaT T&TT Fe0|
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THF AATHT, AT 3G TR & 1% ST T T qel ¥ T2 21 & af AT G el a1 qrem a7 78 i1 J7dv 2
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Fourfar u steer TEAT ST, AT a9 AHHTAT FLAT B

fafer 1
HiF Ui T TATAAT

1. UF =g AT 9 ; qF AT HT qUidT T IFAE 721 8, AT 78 ST A8 & o STt qweat &1 siwar & forar s =1
T =R TE ST ATEF AT THEAT A 0T F T T qE A A FTE a7 T, S GEpT AT FaT0 6l S AEF U
f3g aTaT € A7 T 37 T I
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2. TTEF F AT AL W@ a9 G AEF aTq=1d a9 98 STl g Fi6 qTgd F aar g &6 g ey FHavsi #iv
THAT FT TATT T&i F2 T2 2| T2 AL F3A7 3 o7 qTesh & 977 qeraefd Ta@d &, T80 ara=id & =7 F FGeqd
FIAT @, 3T UF TN F &7 H AT FT T @ ST THEAT T L FHAT ATl g

o Fg "§ T avy & AW g, ST qH we g fF o wiens g ww g AT TH A FA T UF TR g2 2| "FAr Fger
ATTT ST ATEH T UF S F T H HTH HAT ¢ AT T THTLTT G o (7T T qr F1T FdT 2

o IfY uTEF fAHTAT TEITAT §, A HRTIHAT B UF ST UTALH AR0| T I AV o A &, "Tg AfAE_T w4 F
FARTeITSITh @TaT 8" AT " ST ST g WEHd 2 @ el

o Ig oA ¥ TEd gu fF agadfy &1 o 77 78l 2 % uew v S Arg 9 F| THE a9 Tg Sh Y FAAT a9 AEF
B & ST, Tg AT ¥ qTesh 979 F9+7 3

3. = 7@ FF =T AR A= 239 @ 8 Fed T HAT (5 UF 90 a1 B SAaeIhT HY @7 g, ATHT 7T e | 7w
Y HFAT g1 T Ff TE AT 5 ATEF IR T TR FAAd gV @ | 7 o FF ATEF =T S0 T STH 7T g2
JIAEHT F aL H FATT AT 72T 2
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o UTEHI % AT SAIH AR UH AT AT ST FH+fT A 3Ty et T THATT 7 Tgar0, afch 39 [urar qa7 F7 I
A ST AT FAAT T FAT 2

4. T F IS ST AU AT FH F: ATAATE Feadt 21 AT T AT FH FAT Y iy arerar wafoha swwar g & smo F=ta s
o &1 77 fa9r &9 & ggeaqul & SN UTe Fgd [0 H § ST S & a1 w0l o Rafy v g F e g off 98 w5 = 8

5. TH @ g : UF ATHN gT FHART H awar & Hiqv §, 90 g FO § Iqhr GfAET E AT T 2N AR 1 Al § g 7 39 Sl
giafara w¢ fF st srfreate sfw e fF smars 74w g1 75 w2 O, F fF Sw &, e 9w 2 5 aes aqe T8 e s
AT ST Sft AT AT §, A WaE FEAT B

o Fft HYAw T FE T IR F TR AR F I ST UHT AT & S AT AT BT T F TP 2| UF =gy W oo w=@g F
AT ST ATTHRT FHIAT F FHTAT % (o107 ATET TET &, 77 FF S a9 & oo aresh 7 i1 97T 21 330 & o, a8 Fg+ +
T, "H gET §-TT TH G WEHH FA &, AT H SATTHT oTaTTHT A TerHer TV FT TARAT| Fged A FIALT F, HH T G
T g7 ATIeT eI F HqY TEl F ThA| FAT W ATH (oI Fg #fT F qHT 227
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6. I THIEE T GG FL : ATEF ATR A 9T UET F F N0 Fg qHRAT @, AT T & g VAT FL AT T FE, Tg TF
=T fa=TT 81 ST THAEE F U UTEH & A7 Ay G wu quran w1 qfdw o$fdww 8, e 9 g2 &y, ATNE
AT, T F5 o AT THF STATAT, T TTEH AT G FA FT e IH 77 AT GG 47 § ST rer 7 2oy F
HATTH I, ST UTEH T SATFEd FT T 2|

o Y AT TN THAAF AT AT F T AT T TNEAT FIA AT AGLTRAT 2T &, AT Ie TATAT FeA 6 [oIT STHITH
STE T&TH ¥ | AT ST STAqT Y T9rher 2 o forw Tferga &, a1 37 990 FY) 377 SAag F & TS AT gf FdT 2l

7. T ATET HE ST ST T HT T ;e THTLTT AT T FTaT T HAT (5760 T AT T2t 2T FY T, Tg I L7 A1
HH UF ST T FE T &l TEH TTgd Arerd (Aarer g1 sroam afy ona Brft =ier & an § stiafaa € 91 s
THAEE T | T | A (A0 T
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® T YTEH T FHLAT TATU, "Ig HHT &1 THdT &, {2 FhelT o A7 ST ey J1"

8. U TENIHF 19 9T ATa=q THIH FL ATG AT THEAT KT THTETT AH L GRAT 27 S 5 argw A1 € 9w ag aeft ot
RIS 7, AN I A H 7 T AT | 2806 a9, 396 97 F o0 e =7 Y, 37 A ATaT 2 6 S St ae st R
IITEI F U, o7 g T 2, "STHT TH THEAT T GAATT % 04 &4F 7@ F {0 9gq agd eega18| 3Tl 7% S 37 TgT
AT T ST -2 T AR 3@ Fe § 427 gefl gnft a1f 7g g g a% 5 78 9rs =9 F 99 7 &-F740 g9
T § g T A"

o T AT 37U ATF AT AL T2 § AT ¥, T off UFH ThTeH T I 2 A7 AT F oHH 3H Agaw e J9aw
o1 foTe 39 UTEE AY HIAHT S qH6AT 8, "I 8, T AL WaE gl HT qohd, ATKT FH T FH ag Aohar arad o =
am"

9. ST Fa fhaaT wata gR : A% wTew s sragn & o € a1 aiq g &1 w1 Hha gl R 8, 97 I AT Jie qeer a1
ATITAHRTA T AT T FieT FY AT TIOTE HT TH g FLA o (7T g | (S ATTHT ATeF UF 397 7 T@T &, HITF &7 & TR 7
T FHATIAT HT AT 3 TFT 2, AT AR & F T TZT ¢, AT 3T ST @I, 3T ST 31T ATgeht T GTTAT I HTTAT A7
TITH FY

o AT FIE YTeh T H § AT 96 o TWTT § g, T THT TaT LA il BT T F¢, FAT ¥ 2T 377 Foeamor 3 forw gia qrear
TTE & AT
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10. STIAT SEFW T 6 AT el fErsame g1 £ ag a2, a9 ff ares 7 §qg w2 % forw §am 5w Iy Iew F qre g wi
e AT 98 FHdT € AT I A79 F forw Arh AR O "y @ S oy T8 wwed g1 qiowd Irgw A G FA F oy sy
T Frfrer FEA 9 FAT S TF T F

o I FFTET I ATE T@ , "UTEF THAT ALl 2IaT 21" THHT TaAd T el & (%, SLAT =9 &, Area A forwraa sfa
ST TET &1 UTeH Tl 6qF F & [oIT U TIehs & F ITa=1d H1 GHAAT IRl TF FHART % &7 F SFIATAT FT

 fore =1 2, =g < are A1 g AT A9 @ )

11. STl era@ei F = § qioFer TTghi 1 36 &A79 W@ ©oF U gor qTes Jgav 61T gl UF §q2 TeF UF =57 AT 7@ +
¢ H 1T FAT THAT B, Al TF AETY AT [T T F 07T AR & AT F0) ZHH6T Aqrd § U Fwuer F o W
BT 3T FH T ST TR ST SO AT R T FEA BT TATH FAA §, ATAT F SAGHTT R TAT F ATAL F T H AT
FIAEHT F T H = ST A7TAT GT T 2
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12. freraat &7 =ferd & F T o 719 @ 5 S g fF 7 =T 39 B oW Tl @ %6 oy v =7tw F = { A g1 g hr
Tt A7 FRETT STTHE F w7 H AR o ST AR, 9 & ATeF AT AT ®T H SATHIAT | AT F 99T 4
TEA T STEHT ST T & ST TG | S g ATgF H1 Tg THAT % o7 a7t g 6 o a2y g ofiw & 7919 &, 90 A1+ &7
[ERE Y

o O UTEH UTeH AAT H FHTH F3d FT UF TaTaTiah foear g1 =7 Rafaat v sraet St &1 v Fafaa fGear ar
fafer 2
fafre yar & qitwer argat & FAaer

1. AW UTew F [ 9 aew Faw w9 F qivwe g aod g1 A B T q% TgE F oI IRy IAAT AT Ay
THAAT TRMT FTAAIT F T TR ¥, TTgF T Ara1si 7 i F:2, FEm &F o geg + F oy §9w g, 8w
T AT w2 % T arew ¥ arr v w7

o TEF FT AATY, “HH TaT & T oy e €, sfw § ey Haw FAT ATEAT| AT AT HH THAT THR @ (% FAT gar? " wey
TET /A Fel, "SI o T I T FIS H0T Al g1
o  FTTHIT F I i ¥ AEAMEY o ¥ TAT Fle ATaT T FE G AT T T ¥ Tl T (=AU a7 safar § 55

T ST |ehaT €, 7 ATRT A % AT ATEh H FqT0, K TH Sog F Toq g B QI B FEAT" UF g W
FH 7T T SATET T FAT 2
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o ST F ATHI Ao THAT ¥ Bf T ATEH Kl AT F F a9, THH ATSH ATEF IANT &l TehdT gl T ATEh
ATTH AT F LT &r al w91 7 Fg, "7, Al " |

o ZHM Tg gATHT FA & forw 3% wew 7o & |@qE g 39E 9T a7d w7 @

2. UF T ATEHT I AT T oAwhy St H et st =af<n & QT A Iensd AT g1 U ST SEqE ATg T ATHAT FHAT I
THRAT § IITEAW & oW, o7 et § UF THGF & 994 &, T UF UeF 927 g1 TS 6f T Ja1 TG 21 IeF H
AfHaTaT FX, AERTT & AT ATHATET F2, IH STIAT A7 TqT4, 3T AT AGTIAT T TqTH | S ¥ SIHT AT ATTh T12 A1
T YET 8, gATT F 5 o0 IHE g1 T AT T G FAT F 0 age T a9 g v @, TEER qentid w67 uE
Ao % ST aTeF FT /I F
o UTEF H TH, "TT AT AT T & (% FAT gA?"

o YEYl % IITEIW H, UTgH FT THEAT & I H T % 1<, T Fga HT TATE F¢ & "7 it g @ &, SHH
aaAqr § | sroehr Rufa § 3 o 3 9vg aege Fom g ara g 5 uw adw € e v o awer @i
T F THT g1 AT TH T H AT F=ET 827

3.  UF I fAuiae ITeE T 7EE AT T AEE A UF IR I AT A9 F qiwe g6 St g1 UTeH ATHT Tgd THT o TS
& 3T ST ST AT T T WaE F4 F TS O 21 97 &, g T T, G, e wae w3 e Fov a9 - whear #1 fH=fea
A T TATH |

o STferE & oAk STAhTEY [T+ T AT ¥ TR AT ITeh T (o7 o F wag H¥ Th |
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o Tafvre w2 & AT =T et Faelt AT It 8: AT ATEh < SACRT-3TRT Wal % o= fHrr of g7 o7, 97 9 g T 2, "afa
AT 9T 3 o6 X araeh forw &1 9T 2T €, 91 ST 99 SrEed aTad A o forw 30 fa €1 A2 UTEF A @HEl FA & for
TIeATRT F THaT 81

4. UF AN ATEF F qTT FH FAT: T, ATEH! A1 (AT AT ST THaT 31 SATTHT ATEH 7 3oy i fBro e fEme
Y TETAF &I & o7 e ST 8N 99a a, Aree H1 aFTe fSar, qav oiw Aeaer wF, o args & aaqr & sraer
Ivg FAHTAT T o oI 7 T2t 0 AT 2l

® TS FHI IHAT AT ISTH AT ATH A & T T T2

® TS & T AT HS FATT, AFLTHAT T2 9% AT TR, 3% AT 1 arg fFerd fF st st s forg wgeayet
21 Fge Y Frfrer F, ‘e U, FH TR UF UG & &9 H Aged I @ Y Ag AT & [oIT STIh /T2 FTH FHIAT
T &1 FAT TR T HTS qAT 27"

o If% ATEF UF (T AT 3T €, AT F T U We G ¢ (e U, e g o € % g o A vAn A §
gy 1" 77T AT T VAT @ S AT FA H G Tl 2, AT ATeH % 979 SHIAE Q| Tg Fga 1 FiQer w¢, e
T TH AT F U gemars, afea # v garh daAt f St F wreer T8 w7 Fwan 77 g6 T80E a9T T i
IO T T 52"

® STUHT TTEA ST ATl FT Tl T &I F T TH THE F Tt F T FTAATd FE T @ ST ITh! THEATA 7
THTLTT FT T 8

5. T SEET AT STHITT TTEH % AT SAGGIE e T THTL % TATgeh Told ATF0 FT STANT T Tehdl g, HTAT T T TR &, 4T oI
AT TR Sfiv T waw FT T S a1 AIAT AT SR Hed g1 g FEdqw § % AT Graw w2 i weft oft st s A
YT T FY

o I IS UTEH ATTHT AT FAT &, STaTh AT Tgol & 2F [T 177 TTge T HaT F T 8, 97 LU0 ST Fig o 2t 7
TH ATeH o AT FHIH FT, § ATT6 A7 T
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o THLAT ATT T8 A< ATE T4 T 3T UF YA & ST A1 w1 7 T8 Fd &l

6. ATIAT ATEHT FT FATS : T AT AT TTT ATTHIT IE FT ST ATTF THT FHT THTAFIT FET| T TAATT HATS,
HEw, A7 ARETT AT T T FAT AT T 3 | 3T o7 377 eyl a- Tg4T1 AT8d 2, At (e off Rafa
Fr R F § w1 AT ATSF SATF 7T FF FASAT F T FT ATl % A1 ATq=T F T FAHTT Tt
2l
o TEH ST Fg TET & IHH qrediad & a7 s 981 fae=r 9red 2
o I UG ATH TF AHIT T T[T & , a7 T 1 392 & 37 o &2, "7 3 ofiv & oad § sroefy
FEAAT T qHar g 2"
o JTEHT & UH FATA TBAT AT 7 76 S Ieg Arq=1q ST 7@ F forw st w2 §1 g ar " # S
3
T UTSH & g A7
SATITAT AN AT, ST ATSF TaT % T Tgalt § 17 Fd 3, et 7 Bt =0 §, v arfary ares & qraam #2a7 agar 81 #ref-w+dt args
FHAT & 97 89 @Y 34T 2, T ATes fRafas sgfararsii & weny g 97 8 oY T2 AT Had AfUE ga g1 FTg ATSH 1 ATGIT
FIT AT A7 TEL, FHATAT F oI ATt & ST AT FT AT FIAT 98 a0 2t gaar g1 Bt off Fa1e ares F a1 gt
affRafa &t orfq 77 % JT § ST, SR o 39y At awarg G e, ger s afaes ags gege # § Hew Y awar gl

T 1

ST WS T T @

1. ofd 72 : UTE HaT 1 da¥ UF 7w 7 g & Ff off srar s 7 =,
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T a8 FohaaT ot F3 FAT T ET1 ATEF F T ATAT AT @7 B ol T FErua, s Sedt | SAIw g2y S g9 g

o U L I F, AUF HIT F AT AT U F ZAT T 3a¥ AT AT Giw1 TT F off T2 T A 07 FT qAreger it w
I AT AT FA H AEE FwAT 8

o T ARTH FXA AT FOUAT HL A UF UHT g T Tl & Tl T & I7 T a¥g & Freaf= Rafa g, At Bl swg =
et =TT T Fq =T AT ST SATThT AT FLA § Hag H2dT 8, ATk Traefier fS=mai &1 9d T TerdT g 3T AT o T8 §
AT FT THAT B

2. IS T F STHIT T F 2 T g AW 6 (o107 GIH 2T THhT &, WTEHT 37 AN 6 (7T ST SAATHAT 7 7T F 0T 31 ot T8
ITE TEAT § T UTe aTeaa # S off #g =T 8, SEeRT THEAT BT AReAT 0T U S ok & § ATF q1 KIS AAT-2AT 1 g1 g IT
IOTE & A F qae srfere wene § 5 99 @it € 41 ag #ar St ag s w3ar 31 78 T 998 ¥ 6999 g B agw F ary
IF FA % TorT s srerd off, 7 omae U wver gt g2 off Sy Arafid 9 F I8 T 7 Gl g1 AT HggH FA I7 AT
I % TOTT T AT AT I &7 |

o SARE T & U forw UF A HA IMEITC : Fg AT S ST hiad Tgd § HEG FT 3T ATTHT &7 BT 98 Foil | I
AT & T AT AN F, “Tg BT Tl A1 81 T8 AT AT T@1 &, 3 T8 AL I F T1 21 7 T 0=l ag 772 e &
HET FT THAT 2 fF ST S T FTH Tl FhaAT 8 T TTge H1 [T e Hewer s

3. AT HAT S S B Freatas® qwe w724 8 AR A qTed AT wET AAe T W@l g, a1 A9 § 6 T A7 U qEwHl F Terdt il
AT 9T AT 1 e VAT Ael [T ST 3 =7(R0 o)
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TeF F1 FAagr Fafa % fore Sugee & a7 781, i T8 qAAT 3T q0a it Frfrer #2ar g % areatas Rafa 7w 81 75 uF qfowa args
T AT H QIO g1 FTHAT &, S AT AL H Teqq qaiieh & Foerar g, At 39 6 & F=r vs q9eqr g 5 org a7 ag#+#{ g 2 a6d
21 UTEF o L T A THSH T I THEIT 9T T FL ST 3T G2 AT HT HL07 I T2 3

2 % I § FATT &9 F 0T, FATA TR o o7 a9 T2 : T2 UTeF & faarar g & ara saehy forswrra & iy sfodredt 78 &,
T T qATAL F STaTa § I 74T o g1 g f Bt avg it Terawgdt 27 e 2

qTeF ST Feg off ATHTASIE AT AT dTd 78 77T ©, SH Aq@T FIA T I FY, 3T 37 92 a7+ FHfaq w4 F sy
Freatas o #1 {1 afT 9 sa=r farwra Tre 78t w2 @ 8, O saw fAayar 7, afFT gear 7 @, 97, § 9 gwer i

THH TEI I 2T g1 A | STy F47 Wag FT qFHar g ? "

T TR A FALT FE, "START F7 I 2" 377 U FAawan & 97 39 qA1 F AAT B SIAT ag ITHIS F4AT 2" A
TragT=T | R ST ARy, FiEF = warat v ofd s Ay T F oA e & 98 UF s qEy 99 q9hdr 1 At T wara
qHEAT AT I TF Tga H 7T T T @ - IS0 & (o0, AT ATEeh Taa (&GaTa e, 7 Tera a7y 3 47 Tor Frr s 7=1
2l

STTHT FHEAT U 3T & AT HT0T TATT 6T SAFITHAT &1 Tl gl T 2% €, AT HATHT FY 6 31T I8+ A1 390 a9 0%

e U oA =9 92 sfT oTas 9% 9T a9 TR 21 IS aF T I AN UL W A F hAe RAfq @ara grit siw 39y
e & oo 33 i wfers wiea amr Tm

4. W A AT T T A ;AT FIE AT SToal T BT T@T &, AT STIT AT 7 FT 37 Ty T F 91 HTey ¥ Frforer w31 a8
T g % TEETIF TATT BT Tl 2, 30T Tg UTeF & Tg @ aqrar g FF o gz o 996w g1 98 9=d &9 o9 €99 & e hf
FARTErY T wEeaet 8, FITE afT T ATeE 9 G 1 ATIH A @ 97 Tg FAe A1 F1 TEqL a4q7 S

% e & ATT ATTHT TATATE SHA T 6T ST €, AT SHA T ST 37 F T2 Fg, &AW 0 9+ 3 H Hfead w1 T
TELT AT o, 37 HA IT AT Hiad F2 ST AT G FIAT g, T SHA T ToA7 T &7 FE T AT G T F A
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1. ITES % 977 "grgafe v : Rt UE =fRe & vy agrsia weAt qiewa g1 aear § S ST AT AT o1 YT &l AT Tg HaE
=T OIS 1 TEE AT T TqT AAAT 3 3 ST ST 0T AT Td17 FA T RN TSI FE T2 3, 30 39 77 g FF o7 qereay
T A FA % ToIT I I FTH T AT TATE G| T AT 37 TTgh o = ara Ht Raf 7 F7 F27 § 757 w2 g1 8

o UTEH & Fard fF o qweAT € % 9% FAT A9 FAT B, ST A FAT T 21 Ty VAT Tl i A9 w, H quAar g
TH T FAL 2T | A UF agq fArerrsra Rufy & avg anrar 817

2. U AT FATEH & T T : TIATT ATRT ATEqT H ATEF o g0 F ol it Foaar w27 67 sraeashar 721 €, Tg A< af
THAT g1 FH F FH, Ar0hr TR 1 ITeF T HAT H, 376 AT F T gU, SH ATeF FH Tg AT F [0 FgeAr A1 F
AT I 3T

o I UHT Fal, "G g, AT, a9 7 g Fwe % forw 55 & wwer waw g L s fR Srgad 5 arew T T =y a9 g1
Tg W T F ATEF HT Gad FaT & 5 AT SHF Fearall F TR0 9 qET Fd 6, o7 g 6 o7 S g off gor <9 aga
TefiTaT & 99 2
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3. UEF ¥ FAAudrg@® ATkl 6 UF I S AT A TqT AT AT @ o ATgd aredd W R ST F 9o g Y 39 9
a1 SgaT gu, 399 uF By AT 75 S99 S wE A9t 92dT 5 AT A8t @t g 5% Iew avht F A gl
feufy &t ameafawar ag 2 & sro fBar arhy /i siv fufy i o § 7w o faar Rafy & dwrer 78 7%
T
o T UAT g AT HrfAer w7, “fHT § 39 srgiaem F forw Aarhy wivwar g1 g2 3@ 3 fF 2w arae oy 39 arq #7 g v *
forT =/am e TR g1

4. N agd 7R aew Tod g Y a8 wqtaa g, a9 o s Gl off srgfEram F oo arhy wiw =g, St aew a
AT o7 Ao g & Wb % TorT SIraeit ST T2 7 ST T g

o TEA offhe fAFw ATFATLT T TIRT Y, S 36 "FOAT T THIT F2A &," "9 HIT T T2 97," AT "UAT 921 & ST A gt &m”

o T ST SHA T HATE T T2 © 3T UTEH AT Z12T Tgl & Fgl M5 el aTd Fl SAET H2aT &, A 34 [he | Fge & T4
L, AT TS 38 Fa, 1A (o "SHE, T T & ST T 39 W H Fartad w2 T 21 T ore § o 7EE wEA &
Fogg i asamg?”
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5. 3T AT T ARl H AHA © AT 3H TAH1E : Tg AT T qF G171 g %6 IHHT FAg TROTH AT T8 T, T T 9 AT 21
g TIATHaT Fear T | AT ST AT ATh TEHHAT T UHT T Ao Herdr &, a1 qrew & Farn) fGEw, w5y 37 TRu-uEr 5=
Figw, "§ sraefit T awsar g, oY g 9gd @ 2IaT 8, WY 6 THET % Had W gH T Aol GAhd ol & qHAT 2 [ 98 Tgq
B IO &1 ST, AR =9 a1 i T g9 € 5 a8 =9 a1 a9 ST 5 ag g 14w € &6 59 ff 3% @war g A
ST AT g AT @, AT A AR & (AT St

| 3

Hel g h{AT

—— —— —
Taeti v LN RTRY

1. ¥ &S 93 IUT g, 91 I AUATG : L T ATl T AEATISTF 3718 92 gearaet a1 fBfawa 37 F oo aféepa 8, ar
AT | TEH ATk GOT G, ST 7 ATTh SATTAT AT Rl FT TN AL Taal e THTETT 2 et 3 o qady aigeiT
THTETT ST gl
o T UTEH ¥ qg T U¥ (A= F¥AT 918 TFd & o 9 AT 1 F47 FAT JTgar g qUieh queam &7 S 3har S aeh

AT, TH ITT T Fad e (% AfT Irga oreft o7 srqlora A s 8, @1 &1 9%ar § T a8 s sfea, =i
FHTETH T&TH FL F o7 q97¢ T2l |
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2. forfed aame & forw & © 772 ITeF F 919 GHERT F a1 | IS GHEAT 2, a1 IEh 1T 29 & [0 FiE | AT IS T Ut 6
Y TET € I I g1 ORU 0 Tt & fes ST €, 97 o 59 e | 9 81 A Wk T8t ggar % Rafy o g, Gy
THTT % TEQTAS T THAT 7167 g 7 o9 el srferfaa amess v 7wt 1 Stedt & &8 #2994 2, I g q=a g

o IfT YTEF F TTH ATTH TATATT THA 6T UF ST % ATEAHT F 2T &, AT T I U STl AT THSATT HT AT & T &, AT
T IH T K SHA IT AT qHd & , AL Fr8 et == qa7ear F [oer gn

3. UF TaUF F AT qOHe F: AT o7 N AT v 39 F for wrfiepg 99 2, A1 srwer freamw g 6 ten e &z wmwa §
et et i T FT ALrer B T, AT AT TAAF F AT FL| AT AT FIT AT AT ST STAT B, AT TR THALF F
g o a7 39T AR, FA(TH Te AT AT BT TATAT T T v T@ 1 AFTLIHAT 2T ThelT

o U WHAAF &I FqTU o ATEH Al fOrwrad 47 &, TH THEAT F FLU FT & W27 8, A Io@ F1 {5 g il darer
A &1 72T o1

o T THALF ATTRT AN F& o folu Faer T Tt &, T 9 T4 &l ATgsh F AT HLA 37T TEq FLA 0l TLHIT FT ThaT 2

FH F FHH, ATTH ILATSST ATTRT GHEIT HT I(=Iq THILTT G § TEAAT FC 6T &, AT a8 96 gqTHA Tod1 Hl §qE
FTI
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4. TF I T AZ TH T AT 4T T2 T T o UF 9% BRI g0 1 A00, 91 F7 T F9 T2 &7 AT, O TF GIET oAF AT
ey 2 (AT Saefy FdT I rqufa Toft 2) 10T areft ga1 ofF & forw arg F 9 &, UF T Fhr AT A0 o, AT 99 A0EH
STTG SiT¥ ST =gy q¥ ST a1+ fREh| o Sir oft woreifay =+, 72 Ageaqet € £ o gg 1 afq g % fore £ a97 § us a4
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e § geft g1 @ 81 4, 7f% g =, 7 2w arwar At Gl it are & hftaw s v awa &1

6.  THEaTEr w1 ofte quTeTT wi =g o off 21, gefEra w3 ared F wet s Sarst 9w gemefiy wréars 7 Srm =
g TF X e BT, UF Ge, UF 75 5% 7 a0 {Feiied w2ar g7 a1 A9ee F 6rhl 7Rr41 21, qgaqo 78 g & aw
97 #¥ % forsraat & Ao F o qw 97 F#rarg i S
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7. SITRAT E: AT STATET SE AT FT ITIWT F F [T STIT ATEHT AT 87 TaTs 5| AT FATAAT AT & &, T[T ATSAT 5
HTETH T S<h T ST FRAT & AT ST ST AT A1 AT & F TS ST AT S FaTa T 5 qT A<H T T g1 AT TSI AT
IfRafa & foro aergaT #3: 39 {3, SiTet =EwT FTHETE T8l gr

T 6

TTge TTATHAT ST FLAT

1. UF UTEH 68 TALA0 AN FL: Fe ATETT ATAF Aol ATZH TAT TITT FH0A 5 {70 FATAT HAAT T &T7AT T FF S0 g1 T ATEh
AT FATeAr ST SaTet ° e ger €, 39 A H gE ¥ AW T UF TTgh QY T TR ATEF FaT TIT HA 6 q H
farR IReaoT IR0 ST ey Y SAqaia 397 |

o T FHT WIA F [oTT ITZHT HT THTH T FLA T ARG T TATRT Fe # Hag Honfl| IITeew F fory, o 3+ et &
TS Y TR ¢ AT FH AL T2 AT 214 % [o70 Ivg FIT TSI H TFd 2|
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2. UTghl T HGF FT TIAT AT BIeT T AT qIT AT § 10-15 qaATA F 7iF onfier T20 A7 AT g1 AT A8 § 6
LTI SATTF 2T TR ATTh AT o ToTT IS TLETHT T FTH 7211 ATSF TS T % TATeAT § WF FT 70 27 Tl &

o “TAT AT 3T AT TT & FHTY FATS T ITHWT o T ATSIAT FAT T &2 FT AT F41 A1 2"
o TAT AT THI FHATIAT FTXT THIAT HHH F2d &2 F1 AT F41 T81?"

o 'ZTUTH FAHTZE FAAMT Fha=T MET 22 F94T 1 F 10 & T0W 9% gOHT Ja@Tze & STANHAT AT T 751 ¢, e 1
T FF STARTHAT-TGFA g T 10 T 779 21 7

3. T & aro wfeey § ares Sar F9 quw™ a9 8 quearst & Fue F oy 92 awArat & 9 § e F o S9ree F w9 F 007 et
T ITART FE| AT g ¥ 19 Fohd & 6 st wfarfar aree & % q2i 3 F9 G997 Tt g1 T 78 Reiha w3 § qew giv &
ST AT AT STt T THT g ST Rt At garelt & 7 v a8 w7 =

-

- How to & sure Excellent Customer Service
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5. I Fard & sraer A § AN AT F97 AgeAdq 2 ATSHT AT GAT STAT THE &, ST F Swhy dHoet A7 Fiatwar 37 § gor g |
BIATTR, ST IThr AT & Hged ux off FIY 347 A0 FiTF F qHeq9 92T 2| Ivg Jar0 o IT67 77 AfeeT & qrgat 77 IFe
TTEF AT FT ATHT I F § HEE FAT| AT ATEHT T TATAT T & I STETal B [T FA | 7E& FF % (o0 geIaTE 3|

AIA ! hl Th ATTETAS I e for@= T 8

ST ST ST SHAETT FLA &, T SATTRT AT ATt 1 T for@e &1 Araeaamar SR ST Ivg 90 FEFAL & a8 § qaqr4 + forg forg w3
BT, AT ST STy AT 7 S & ATeE A FAFTAT FT ST T THA E| T F FTOT F ATASE, ATHT GHAT TF GAAT FAL FATT T@AT
ElEay
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558 =
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Whimsical Stationery Store
123 Circle Drive
Raleigh, NC 27601

Dear Ms. Cross,

Thank you so much for coming to the grand ing of the i i y Store’s
Raleigh location on May 15, 2013. Because of you and all the other customers like you
who share a passion for creative paper products, it was our largest grand opening in
store history! Over a thousand of you stopped by to say hello and check out our new
store, and we couldn’t be happier to welcome you all to our newest location. Please come
back again soon; we’d love to see you!

With gratitude for your kind patronage,

Donna Deacon
Founder and CEO, Whimsical Stationery Store

2. UF I TIRTET TRTH @let : ATTHT gHT Fe¥ ¥ TF SATTETIF 97 forasT =i
e T AT TEATAS FTU ¥ ZEATAT o {10 1 = 7 AT &< FL|

o TTTEH Y VWA, SSTAT AT URAT T UF HVE Fie T TGN FE| UF Fie SR HT STAN HAT AT F2 ST 12 301 &
ST AL B, AR 10 ST & SreT AT g1 Fie THI AT Hie AHTT F FILOT T F TZAT GAF Tl 21T AR

o mfAfara w¢ fF FEamas Uwa 7y U He

— 85 ———————4

October 29, 2012

Whimsical Stationery Store

. Sender’s Address 123 Circle Drive

Raleigh, NC 27601

[Recipient's Address ]—| 7 Pine Meecle rve

Chapel Hill, NC 27514

Salutation

Body Text

Signature Block
Enclosures(CC)

Dear Ms. Cross,

We are excited to announce the opening of the newest
Whimsical Stationery Store in Raleigh, North Carolinal
As you know, the Whimsical Stationery Store has long 11”
been the industry standard for quality creative paper

products of all kinds, and we couldn’t have picked a
better location for our next branch than the warm and
inviting city of Raleigh.

We are thrilled to welcome you to the Grand Opening of
the Raleigh location on November 15, 2012, The opening
celebration will extend from 9 am to 9 pm—a full 12 hours
of fun! We would love to show you all the Raleigh store
has to offer and hope to see you there on the 15th!

Sincerely,
Donna Deacon
Founder and CEO, Whimsical Stationery Store

Enclosure: Brochure(1)

3. =A® HH He FL: sAd BH AT T & o0 ITTET AT ST aTAm Fad AT TT8T 1 TH HARIT HIAT AT ITART FAT 1
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=raag 77§ eforfea ofids g =R

o IS Al ATrE, AT A9 5\ aNIE & 95 99 g 3| GATF "gcaqel g #iH T8 TN araeh Rl o yreaawar & (FiE &
form o ST FhaT €1 AT €Y, THET FILAT STANT 1 T | ar FAfaa w7 f 7g 981 2
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|
dtate the purpose of the letter in the first Iine]

' Dear Ms. Cross,

We are excited to announce the opening of the
newest Whimsical Stationery Store in Raleigh,
North Carolina!

2. TgeT UfRF § T T ST FATC: T F 39T IT AR FE| FAT AZ ATF ATSHT T 9T % UF A7 FEH H T 90 w0 F 9 H
Far= % forw 82 Far BT wtew A w@datiEw S ar g ot F e § are e 82 71 aew i w1 stara a7 F e

TH IL9T HT &A1 | TEd gU, UF Ugel GfF H AT F S q7oF F Ed a0 3 T F 9 F F47 R0 95 & 3297 & a0 |
FETE T R

o IfY T UF FETT F ATt F FT H SUAT T FAqT T 2 Ar "H" F UGN w0 F Fe| AT A7 TRy dwelt 77 e fr v
T forg w8 € a7 "gW" T ITART |

o T WO T O A H A K 7 e gty o ¥ o forw 7 8 o v srpvr A ¥ o forw 7 1 A
FTHTT % T % =7 H forg 72 §, 1 o0 K" FAqT A7 A ITAR F ARG | S H T T F T2 g A AT H g g
AT S ST AR # S st A #

o ITTEIW & foru, o (FrawrT & Arfers) frwe 9E= & UF sEqatas foe F a § A7 are wr forg w7 €)1 0 F Arer o w7
"H TR HE FT TET G A T T W 7T 2015 F Fehrar ey g1

o T AT UF FHUAT § UF FHATL g 3T FAT & Aqtees FrAw F s v args ks F sam # forg w2 81 o= % 977 9=
FL "TH TATY G AqTET FAHH o a1¢ H it forspraa e
o T T AHAT & fF T urew v et wfafrar § st & forw gt w3 g forg w7 2, a1 372 el wmas et § s

ST BT T AT 3 AT o A S R A A A 3 ol &7 @ &L A " a A A w5 o sentee @
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1
Use the active, rather than the passive, voice ]

Passive : What specific complaints can |

address for you? O

Active : What can | do to address your ‘

complaints?

3. FHATST % T FGATeT FT ITAR F3 : gH ATHT IO H g€ THT FHATST HT ITTNT FIA 21 AThT FHATST AT AT T e
7 G F FHRAT 3| FJATST UF ATTGNAF T § Ggq (2T TATAN Il g FA 1% A STierF qEw Taw wqniod w2l gl

o FTHATST HT UF IZTZLW 21 aahar &: " 7 fafere foramad & swosr foro S aaar g2 arey &7 foway, amesh ("ama”), ares i
ST F ST, ATHT F o # fZErs 2ar 2

o FIATSA FT UF IITELO 21 Tl & "H ATy Aot 1 g2 F % oy 47 7 qehar g2 ATFir 1 Ag HERI, FGar=g §,
T & forT agd # g ST qusT § e g

o Tt qfe a7 e g=mT F g v e fRu AT FHaT=T AT SUART S I B ATH FA FT UF TS AT 21 qhdT gl
TR THHT STANT Fael TH ST § F| HTHIT Y I, FGaT=a SATTATIF T3 Tga T erF TAT greft 21

Refer to a previous event or a previous]

communication with the reader

Uedl Wis. WIUSS,

It is with great sadness that we respond to the
recent holiday shipping error by the Raleigh
Whimsical Stationery Store. It is always our

intent to provide you with only the best service,
and during this holiday season, we failed to do so.

d our most sincere apologies for not

4. uF Uge FEwT A1 uF ge f= F a1 99 A7 99, F( 9] g0 g g6dr @ & e e 98 95 U saatas faa &
T H AATEAT F T AAT AT F T AT NAT 97F UF e 7 (U= qei+ UFh GFyed § Aqivel Hraw & a1 =0
fAzTem = Fn

7f AT TE F E ITSF F HIE § g, q7 6 TA BT F
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g e TS S0 % IToF A7 ATE AATTAT i AT T HT eI 377 Tged ol Hggd HTua

o SIE UH ATHATY N ITAN F: A et OF F v # w9 fOwer 0 L AT W H AR AT o aemare) 9T eE |
T § SIqeT FEARH 6 T ST FHEATAT 6 AT H GAAT T8 ST 271"

|
Make a request or offer help ]

As Founder and CEO, it is my goal to contact every
customer who was affected by the error and extend
the following offer:

We would like to invite you to give us a second
chance to make things right, free of charge. If you
would be willing to allow the Raleigh Whimsical
Stationery Store to send your next bulk card order,
we would like to do so at no cost to you in an effort
to express our apologies and demonstrate our

ability to do the job right. O

5. U SIRIY IT HEE il 9T HTAT: Uk (&OF7 Ay a7 UF FIHEFIST (297 6 ®T § HGg T TR Fh IT5F o6 T Th TR HE
7 T F|
o T fF o UF s F ATRrE S UF ATeH A A FT G FA F O g £ Ffdver w7 v F) uF aretar w1 37909
Y S F e sEad 3 & ATAer § qohter eaTe 39 A qeAr T |7

o g fF o sroet St & A & forw v ) UF ATHAter F ITART FE S ZH STH AT GHIE WIAT HATIT THET F AT
IRTT S5 TEAT ATei| "

o U UToa o qTe TRt oft wox =1 Fiavent 1 A o it Yorker |d7 FIAT AR TF TR FT STAET KL 9 " AqTF 9 6
e H araes Feft oft wer o = s 3 § g2 goft gnft 1" A, T o g6 T FEwE % A H oA E TEhry Tae we
F ToTTora & 7"

Wrap up the letter |

Please accept our sincerest regrets for failing to
meet your expectations this holiday season. We
hope you will accept our offer and find that we have
learned from this experience and are ready to
provide even better service for you in the future.

6. T FT TETIA : FiA K AT ZEH IR, AT I15F KT A T FATE F onfiet w31 78 U Wiera [ o e i qiww & aewdt g, 4T
TS o T U STATE S5 TT Fd o6 I1¢ § TF A< |
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o ST ¥ U= F WTAHRAT T IT9 A o AL H Tk AT AT F¥ | "F ST TATE ao1e 956 H o9 foare i sedig wm" ar "
BT qEATAT H ST ATAT F 0 ATH A 2] 9 F=1 2 & oIy I g 1"

o ST T A A T AR A7 S 7T iR 7 T AT 13 R T s e e 30
AT ST fer Y= FTwH i1 v wia g ferfh”

o T THTIT ATFATL % HTT T AT F¥ | ATEHT o (o0 "W " AT "SThT Taara" F7 ITART
o sigaTRE Tl & forw "swarh" w1 SUA #1, U =t g oy faeger 98 St 2

o g "HTEY" AT "HAAY" FT ITART F+ AT o7 et UFr =af=r 1 forg v 3 oF a7 sr=eft ag e € a7 I9e |7 19 7
2

7. T E TELE FY: A T FAAT A AT T 92T 7, AT TR qlT AT T S e T v Syl
o FHaT=x % fEft SaTETwr A1 3@ S T wgaT=T § wATAST FwA * oy w7

o FrE Sff AT S & A & AT TAY T T A2l 21T Svg 9@ | U SATIAATAF I H, AHA 9T 77 gF for@t s g, zaferw
% T BT T AT AT T ASATS AT B HL

T& JTEF 9471 579 9 for@er g

Te FaT Teae it avg F e 21 29t ¥ Jredhia =7 F Faa 737 81 BT Far, forerraa = gt F weor Gl sue fir wia w7 F
T, SH T HATE FIAT Fal ATAF ATE S AT 2| AT, FAAT F7 ATT TTgF TaT FHAT F1 AT Fwar A0 &% 7 T
forer=me % |mer & afafeeaT F e a8 TTEEl F WU ey a9 B AGEL | B I aTa=1q F a9, U A A7 A S8 59
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HIT 1
0 F1 fAehiga FaT
Be Punctual
Respond promptly

— within 24 hours ideal

— within 3 days maximum
Prioritize:

— Urgent emails

— Major customers
— Well-known social media figures

1. offerar | ST 39 FT AT FTAT: ASET TGF FAT Fl AFT AT, TATA ST TEHT T TET 31 TH TR, U7 T a7

ST ST 2T oF TS 6 SHA FT FTATT & T g% THT TITH FAT AT |

o TEH T AHHAT T9F 24 5 3 A= A1 F = 31 T99 AfF a0 a9, UTed AT qATA FT {5 F47 Oy SHA 9T
TN & AT AT ATHT T TATE Tl 2

ATST o AT §, TTEHT T S TATA T THTA TTARAT At F1RT, =0 YT UF @id STard g @eam w7 [air w7
THA g AT Fael § U Tiaeqeff o797 T a9 g

Choose a Subject Line

Short and informative
— Phone may only display 25 characters
— Professional and calm (no adspeak)
Examples:
— Reminder to complete your order
— Privacy policy update
— Re: Feedback on Our Website

2, o afF & sl w3 B 9wt ggegt § F=ifF 3 sew Raifa w30 € & uw S8 1 9eq F R gt T f 91 1@

e R=w o 9fF 1 22T ST A1 @1 S aTer TTEw w W w0 B a9 st g9ra 2, S a8 ST 95 S8 gierT
arm & g e A ' 2

oo ftr v wferm ofw fAfere @ i qe9 AgaTyl =1 1 gqEarT § W 7% @ 6 sttt S8er B are Faer 60 7ot

#T AT AT E, T UF AR B Fad 25 T 30 A7 FErar g1 S U g Ug SAT AT F 6 o geae
gl 9153 7|
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o T¥ft a2 srerw A1 Fowwafaatas fgel i qvg srcafas A e #1 SwanT w2 § 919 ) 4 B A F ' F 74T
STTAT & 3% UTEH a1 SHA & fory ST 751 g

Personalize the Email

Refer to the customer by name
Polite forms of address:

— Dear (Ms. / Mr.) (Full Name),

— Dear (Full Name), (if you cannot identify sex from the name)

3. UTEF & ATH FT TN Fh SHA AT (A1 Fe: AT AT SHA 6 TXGAT FA & AT Irg I ATH F HAMAq 641 1ar 21 78
Tt war g & 7 Ok s dear 98 € 6 e oy, 7 R #7a § 5 o aemse S $ie ey g 3 sraem it g
FT 2

o UF ARWIA THA UF SIHTTATR, ATHIT THA 6T TAAT | TS & A1 UF HAogd Harel 10T

o TF ATHATET T FI9 HL ST AT UTgH T Rl T F97aT 81 SaT820r * fory, vs Firems v "= #g1 97 =igu” afw
FATT &, AT T AT " = T 3wAnr w3 qEet F o siw " sfmd afgenst & o

Introduce Yourself

Brief introduction:

— First name (sounds friendlier)
— Job title
— Contact method

Example:

| am your customer service contact for AZA
Appliances. You can reach me anytime by responding to
this email and asking for Greg.

4. F9FT GR=T ¥ : qTew F AT KT ITGNT FEA ok GHIE, ATHT SHA FT ST A F O off a9 FwT STIART FwAT AR
ATTECHTE, TH UF SHTATT AT TTEH F o1 A o GoF &l AN F S a7a=1d & =7 § T g7 W7 A1)

o I ATH F STATAT, 07 ¢ ofiT T STy 1 e1fAet F¢ qris o7 Aoy F = & o g5 qraae st w31
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T 2
A T AT AT
Craft a Specific Response
Go beyond copy-paste S s
— Expand on “| apologize” related to specific

: @ ” customer
— Be more creative than “Thank you !

Getting more out of it:

— Gain trust by admitting flaws
— Gain info by asking follow-up questions

1. 309 % "ey w2 O &3 @it aree SHT i qerRAT A ST AR AT A =T 2 AT I FAIR A ATh IS AT Aga a1 3T
I YTEH ST F HTT TG Hael T FT ATEL g UTgh SHA AT IS H FAT 375 ¢ S FAT Tl THhT @IS F0 & fory off
T T ET Bl

7z AT AR B T 2, AT st iy gEr HE awr 9 wed § sArar aga7 g1 o4fyw @y g 77 gatar g 5 s
FTETT | AT SHA TR & ST THEAT T FHAT 2

T T SHT ST FHEATSl X AT e FEAT §, AT AT F TR AT AT o Aroehl ey 7 TH7ear #7 g F7T o
THEAT BT TR &1 THEAT T GOTAT UF er=ay o= 7gl & # 9t o fErare awm i Frforer % w2 &) 389 srama, Tearr i
THHTT T GU, AT AT 1 FATON T ST ST THEAT FT o A % (o0 F2T Hgad 7 T2l 2l

77 gt w2 & e 5 T =8 g2 uv e o v 2, SEid vy 9@ | S0 STl UY AT ove wee & o uew deet
=T H Ig UF Tel qG97 2 | IIEI & T, "B ST JATE T F T T 22" AR 37 a7 9% Trafwar 2ar g & Gt
Tt =fior 7 FH L BT S0 S warET ' F ararfead 27 @ o q=r g9t aTgdl F a9 T T S | S w71
AT FT T 2

T T3 "geAATE" F ¥ AR gt fREr| a7 arew e <8 foraw F o sifafw wwe R €, 3w awew g (7w ate)
F foro e & eeoraTs Aege B ST 1 gFa 2

Write Clear Instructions

Easy to follow:
— Bullet point format
— No industry jargon

Respectful:

— Don't talk down to the customer
— Invite further questions

2. 9 UTE &I "ferd feemfader 3 ;7 gt =7 % forg & ares Gh Stfear soume i e amar w1 srerht & srgaeor an
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AITAT FT qHaT &, UH oreal A7 fAdert o7 ST FXF F a9 ST ATTH IUANT FT FIE ATk g7 THH TTOAT|

TTY ®T F AT FIF & foIT Fearelt A1 Fore &gl w1 ST w0 Sfea gEi 9% et gfafwam &7 ave aard) &t w41 a7
et i 3 g T i sraeTewar g

TUAATE 5 THATH FT TEIATA FY| U (ST AT F T ST ToheA [T AT ST €T T HiST 2, Iva [ T2 HT TATE L T4
5 s ai=-adtr g arfe arT gRAta 2 a% & srawr aed 3% 960 g6 o7 a2 2 fF ST e a7 T Y
TTEHT | AT HT A AAEIE T F)

Use Canned Responses

Use sparingly:
— Copy-paste only for most common topics
— Do not send if customer has contacted you before

Personalize them:

— Take 30 seconds to change dates and locations
— Write a personalized intro

3. L T ST ATl T 6 AT AL FT ST FTAT 2 T SHA DT ST TEAT T T 3 ST T ST AT 337 6 3¢ 6 &7 F
T T T A TEH FIE O TGl T, UF UTgF a7 AT F €T H, AT UF S9F ST TC T g7 q79e0 To7 67 97| 1=iv ==
AT ST % oy U SuEia TRt ST 9 2t TRt 8, AR ST ST ST e S FH Y, TH 919 F AU 3

At wfafrarstt 1 ST T =i 2, ot gaen 372 FAsiiad F § T80 oRar § a1f TTght #7 Ig 7999 7 21 %
F o "wrdfr-ve-Iee o u g

AT IAT F QAT Trabrarsti 7 st 83 & fAega et & 50 % w7 § v &7 y7 &, At a1, A+ siw et
T T Tl g FASTHeor % gy sfer e % forg 3ugsh 21

Shorten Lengthy Emails

Online FAQ
— Write a personalized intro
— Link to relevant Q & A in the FAQ
Online Instructions
— Write short version of instructions
— Link to more detailed step-by-step instructions

Good for tech support, where
customers have a wide range of skill

4. % wiRfFaT = g a7 oo Sher § R # swanr w7 Gl v oft o S8 F Areay T oo q9EaT 7 gt @ietd hl Rrierer wee ¥
AT Tol (AeTaT 81 T8 TS 3 FTG g1 THON, FTE SMTRT =TT LT THE AT &7 ¢ AT v Fitnar $8e | o e o2 ffamw
&Y, qTF ATE STeal F a8 @ISl qh ST 9 G 7 2
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o i ek e # AT AT =0 a1 T8 &, 1 SIrg, SR & S(rE & forg u o T 92 o= #4)

o TSI T THT A0 AT AATA HT T&wl it a1 | ois 77 Ferss wwey 7 srfarss amam 2

o TFRUF] H HEIAF Al % ATH ek AT T e i e uw A= 31 =0 99, o7 = ST=HRT & fofF T8 #°7 9564 &,
S 77 ATEE T 24 =T IU ZT TeRaT 2

Keep the Customer Informed

Specifics on support:

— When should customer expect a response?

— Can you promise a resolution, or just an update?
Give customer your direct contact info

— Speeds communication, gains trust
Anticipate needs

— Answer common related questions

5. 1o Ut & forw srfafies sgraar ST onfier #¥ 7g "gay ¢ B atesw v 3 & aqrar S G 3 8 F aw § a7 w9
T Rl STI22 FT 7 FATAT SATUNT| T ST 37T ATSF 6 A1 [AATH T FT U ST T

o T UTEF FI iua T@ F forw afk w2 o 572 At off sz 3 forg o 4
o UTEHw ¥ uge T oft srfafis srewat = et 7 w=

o HUH SATAHT TSI % AT AT EVE ATTH T ATTH T Foh| A FH AN 7 ATIHS FIAT § 3T AT T 34T 21

W T 3
AT A5 B 3T FT
Edit for Tone
Professional...

- No slang or emojis (unless customer is very casual and friendly)
— Never get emotional

... But not formal

— Use names, not “sir” or “madam”
— Show empathy

1. 7= ¥ forw aue uw wrdars i ST

U % ogel R BAR FE: S0 F WA F AR FT HT FLAT TH A19 TL ST T & 5 STIH ORI AT =A<k FIA & o0 oreqt A
ITANT 8 Tt STTaT 81 T 3 Steaae{i | €eoha (e g 6 areahi & agad (65%) & = rhfens gl & g6 o6t sirar g,
= o 5T 37 ererg & afera ot srar @, 91 U afere sira=ria waw aHe o Smar @)
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THTTU, SATETAL ATHAT §, ATTh! U e, SmTa ST T gsl T ST FEA 6T TITE FHLAT AT

o T AT THICHI, FAT a8 A ¥ wAfers fHw el 1 SUAnT #3d ¥ a5 Fi1% T mfRus 9% F 8o & oo off
T |IET STAT

o Y "AY" AT "HSH" IUIT &, v AFIL ATATI HTAT SATAT 2
o I HHEATH FT TATH d THT UTgF T AFALTHATA F T Faa=efier i T T F3

o TAHIHT 9real F forw Frens fashed 6| ThrcH oeat § THTAT FHT AT U AT orfehermet a¥vaT g 3 sraeh arge srae
T T TR

Conclude the Email

Brief thanks for the communication

Formal close
— “Sincerely” or “Best Regards” most common

Your Full Name

2, T uaT & ST SH THTH Y TATE ST IT AT T STANT Fe o T "eearaTa” 3 |7 AT FAT gHAT U d=g7 [a=1% 2

o TF HRWIT ZEATAT TETH < 3T "WAET F," AT " HGT A" F AT SHA THTT F|

Check spelling and grammar
— Run through spelicheck
— Quick readthrough for typos

Check for clarity

— Break up long paragraphs
— Turn complex instructions into bullet points

3. AT SHA THAT F¥: 6 TIHAT T SISAT AT € FATF Ta9 J1 SH T T 1 79 @ ¥ 8 | =7%q &7 H, or=at #°r grae,
TSI T AT, STeaT HT FTgLAT AT Tord A e F7 START AT 9 2

e TTHI ST 9T5aT & FAF % AATAT, T SHA Fl H A, B 3T SATHTAT & T ST HH AT FTUTE ¥ Fole TEq & a1
U GIAHT ATRUF a7 A7 AN FHY |
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FUN TTEHT BT TEAS AT < TETAAT & T B3

srfer ATt % U ool JEETEe U A2 we H UHAIEHT FE T A Tol ST 2T 6 Ja9TEe U ATEd 9 e 7 o wrawer a3 #
FTF qla & THaT gl TR FROT T ¢ 6 ATTHT ATATEA ST AT5q JaAT5e 0T % AT TA(IT JadqTZel & a7 Aqad HLAr
THE FA §| T, T B qa¥ ¥ T Fawor F &9 § Uk SH 09 H7 STANT FHIAT A6 37T 731 2l

SIATT, AT e AT FT ATAFIH ATH IS % forw, ITRAT F7 TR g AT sTae==hdr g F1 T+ JaaTse FT TEIATA FLA qTel ANT
AT WA F A H et TR (SATeTaT dehe & ofiaw) i swihie #vd g1 wiees Raa & et & e, 44% A g B sidersT
GO & = | ITF T HT AL ITH FAT T8 Aged 01 [STdT 2, ST UF Jearee Gor F¥ Tl g1 Aafeh, 63% Ffic whg F forg

JFETZE ¥ ATTH AT THE A 3 ST ATSH oA LT T 2 31 TGHeq9 § AR 9q1 97 {6 38% SHAATSH ATl F AT2q 92 a7 &
FIYOT TR 2 w7 i foram)

THTALTAT AT SATTF TTETT HT TET 6 (oI0 ATZH Iq9T2e GHAT F Hged FT a0 F2d gl AT, ST Tt 7 g o6 # qae
AT AT TUE T FTAT HHAT §2 ATSH AT FT qel wAteadd 9 397 | Fetafaa g 9% v s g § & st &9 9 &
H TH AT JTATEE T AT F THT 3 7 THH & ATTHAT ATH I5T TFd 2|

ww

1. 39 3T T JATL FL: A ATHA HT AT TTATEE TL ATST FET & Tgl, AT TIHT2E 37T AT TThi T STEwedl 7 T avg F a0
A Irer g fehy v werEar &, AT AT & SO a9eTEe 97 AnrgE B afatater #fw 3w g6y F A § A g9 §, °F 399
SferRter ST Fa|TEe 9% Bl BT MAATET AR & oy, 9 ¥ 5 J2 =92t F FH T2t AW At 24/7 UF aga¥ fweq g1 9ot
FTATZE ARN AT HEAT ST AT T2 AT 3@ gU, AT FTAT FI TFEATAT F (oIT Ara97e HETeAT H HAT T FT T g ATH

YT qTeehi o T T AT AT He AT HT ATHT TSTT HIAT ST FI11h o Tga¥ F FH Fgl Tai AT AT3 TE, TFH FqAeardt
=z faft off =z & gorr § FEav 2
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2, FFdT FT AT HT AT FL: AT ATEH FT STHATETSA B FATAT F T AT FFETTE T AGIAT T A= aXE F A=A
ATTT Fe SALETl & qara T S 71wl gt % fF aros 3 sfuvedd F #rad y=atrd I arawt ¥ offgd § ofiw F
TH q7g F AU TTATIE FT THAT &1 I78 ATTH qqATSE A FATATH, FAAHAT AT FATAATEF FTAT F LA A A A

TqT M AR Ig IATE Aq<e, GHAATH, Tar=am) o7 90 Heor & 18 H Taq1d 721

3. T AH AT T AT ATTAIT FT GATAT F T gL AT T ATSH B T Tg T FAAHT FT ATAT FHLAT ALY TAF
AIF FT ITF AT F TG FIAT A1E T& | T AT 34 67 BT FE| T ATEF T A2 qq09 g 0T 39 Ifmar & 997
I, AT 39 FATC TG R F Frare ara=g w3, Fitn w6 717 argwt F T aversr a7 rar g1 gohr afafrarst &
g 7 AT F2ot F ST T w9 FT A7 R w551 smerqent wr svefielt sfafrard T i wrforer £ 67 oaT S a7
# fSraar swa g1 37 araary w04 §)




168 qTEH Had TG

4. &F TE: g AT 9T 6@ AT ¢ 5 ATAewTer Arew et ¥ UF g Avg % qare qBd g o g famr R ava F s+ wvam w7
THAT | TTEHT T AT & STATT & o6 o7 ST Al & o0 AAATST ATeay, QAT qaell ST A T TF T T&TT HAr
AT F) I AT e i d=toT va w7 73w H g9, ATFErEE Fows @At G360 F SUAT w7 F7 7 F5 G
T 8| AT el SIS ST fSraeT /9a g7 Iq9 qATell % ST &1 ST, AR qTHT F WA F A T TH AT AT AfAd
FIE A ATHT S-HHE FTATEE T AT A THAT ST HT 29T G g1 1T 2

5. =% 918 GHA FE  GHT-THT T AT AT A AT T ITATegAT AT S T 92 F 978 A0 KT GATAT FCh, 3T ITF
TR T AT THT &1 THRICTHT TAHRIT TR AT FHSE &FIIT 97 9% 7@ T q07 F 977 I8 e § 7gg Hf 709
TTEhT T AT FEAGH IST HT ATSH FA 5 (oI FgdT 7 9 31T 37 ¢ U fEoqof} Brew  forg w2 § a1f Araehr T a1 796

l

6. AT FHTETII TTEF AT TTT FTA T TAT w32 FA T ot 6 T, AT daer gHAT A|TLTIO JAT T G417 ST 21 ATTATAF
Heey =0 9w % eoare 981 €
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AT AT Fe T qaifie? 37 977 I8g d12a J99Tee agradr YTl SHH T&T FOd 6 qTee TSI9 F0d 81 a8 TR o7 THIT HT
HAITE | ITANT FF AT AT9THAT 21 TIE AT AT F2d 6, a7 AT okl 9 # J@rasy, agas a8 i Afds dr0 % a9 7
ST SATIETINE ATH ITH FT |

£ T ITANT FH F IgAUT AT AT S

TTE AT T AT 31 g TATERT 7 T2 T Fgl (eI aoil F 37T A THAT ToF F 0 /A0 A7 G20 T 21 fereT, 7 soehy
fefSres sremfRa ot T Ta=Te % AT 9 THT qAT 7 AT AT §2

AT, UTEF TEIAAT a1 Ia9T o 93t g oraar & $-7er forgam =1 B9 I3 A, o7 &1 T I ATgahi * T AF-979 7 8,
ez oY a7 U TATAY BT BET 1 FAT ST T ST TEAH, AT FALATE ST TF F =T H 0T 27

T IT UF ST AT T FAT IAAT HST A2t ¢ foraar & a8 ot €1 UF =7 Area dar wfafater ssft oft vgar far wm, s &
YTE & AT STHA-ATHT 7 211

ww

Quick Response - A X

Mark

Quick Response

Hi Mark,

1. SO0 WTEF F UF FIRWTT TG 32 S 75 ek ATt et Fif $-3e w2 3 oy 32ar 2, 97 0T g6t & #iifs 39 722
#Ft T gl g -0 AT & FFIF Tg @IT ©, AlhT SHHT AL AT AT U HArasiaa i AFwHad Tfaiar aar gl T897
ST T T % oI I FUAT Y O UTed T dT § 9gd g2 a% Tqared of Sl g1 Tede e & I19 UH 45T T
2T 2 , 3T 98 UF AT 3L T ZHa 21aT 81 T&T T 3 RT3 Ttk I 0 FIAT T YT ok THT F47d 8, af qa9r
T HH LAE FAT % o7 [T T T HT T8 4|
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Quick Response = X

Mark

Quick Response

i k
II would like to inform you that your inquiry is in process but it will be delayed a Iittlel

[

=
+

m}
]

2, TP ATKT SHIME a9 : UTEH! & S-Hel T AT I TH, SHASTT F 3¥ T I 1q 2| HI90 G5 F Tgl, qrferarrsi
T AT T T FY| STI7 T F T, "7 T TAT9 G TG FT W H qTgF AT?" 97 ATeH il g HEE & % oIy
g AT a1 & ST 98 AT 31 THHT gAqS U 6T ATeF o7 Hfee FIE AT & A= iqv g1 ahar & |

Quick Response =2 X
Mark
Quick Response

Hi Mark,

If you have questions, please don't hesitate to contact us for direct chat

]
4

3. @12 UTEH TgEal Y& i $-He Ha F7 TFME €9 a9 TI7 g1 AT, ATd ATeh Tgraar T @7 aea | Aqars suded
TAATA AT ATEHRAT ATEHT T, @TEFL Tedde T A0 AR Al AT T THT 8! ATEH Dl I7d FLA & [0 TH ATEd T Afh & a1
T 1 TG FLah AT FueT &1 g & a1 [t forara #1 agm@r a9 & O area ®rF 9949 UF qed TS g ST ArTe
TTEH Teie Hl QAR 3d aF Tgd AT &, T9 SH HEE *l FT&Id &, qT ATTHT 2 Wl Fa¥ 98 3T & SrEahr 37 e g
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Quick Response

Mark

Quick Response

Hi Mark,
| would like to inform you that your inquiry is in process but it will be delayed a little|
if you have questions, please don't hesitate to contact us for direct chat.
[You have asked about the new offers. Here is the link:
| ooy neseSsnly com

Thanks,
0z

u
<

4. gEfaa w8 & arrs gwede vt F o a8t sav € afe sod FHEET drTh Sce A 980 W 8, 97 B a0 a8y & 1"
FI A1 FA( AT Fgrar Sfatater Srefie siv &gl gmT =17y, =iv arrh soare & BT off age F a7 7eg #29 F o

FITT ZIAT AT ST IATE § ATHITATH WEHH FIA AT SAIh o6 T 1T FLA F [oIT T ST=ET ATIAT 4T 31 T qga¥ g W
g FHIAT % AT AT AT wTaed o @t st Fweat v got w3 % e a3ty S f)

YT ATgeh 4T § F8 LT FiL

T THAThT BT STANT AT AT ATEHT T AT FLT o6 (10 Ieg ST AT AT ¥ A% AT Srafer F qrgeh 6 o7 U Ageagol Faq
g | TTE TaAT T A7 4 BT B s, s A § g Rk frw T g

oo

1. 3799 SATET & S|

o I ZIXT VoA ScATET AT FATA Tl THAAT ATEHI Hl Tl THTHTT @IS | HEE FLd § TAT AT AGLTF | 7T ITCET TT
oTrer F3. 37 I = | o0 IoTTal ST Faret i T AT A FErET i arten srTes 7 gHer foawr siw fAfAde aamw gl
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2, HFHTITHF ATUT FT ITAR -

o Ty fY wTeF #1747 T FF 6 UHT I AL TAT § AT FW ALl T AHAT gl T TATHATE THRRTHF § ST ATgH SThl ARG
FIA AT AWAT | AT G| AT AT g TATH THRTHF ATgF qaT o qerhi o Tafhd F¢ FF T SeerT stedt F 21
S ST ST AT FHEAT T THLTT TTH G i)

3. AT ATEHT FT TEHAT-

o YTEHI F HTY AT Fael avTU (S Ieg a7 FerdT & 3 o7 Sl sARmTd T=vdl 9% e Fiod F¢ T &1 Tt H7 a1
H THFTET F 37T Ivg STIAT ATH TATEN ZHAT ST TTEF 61 TEATT ST SHGATT F &5 Al T70d F qTih 3T 92 4TI § 29

STAHTE & 92 72 |
p° 5
\\
Vel

4. =T sraeTT U ar w1 |17 -

o ToRfY ofY uTEE FaT AR w1 U RemT 7y S € 6 R arew wr e v "gwear g R sy fAver 98t g9 8 9w 3% uw
gfafafer v Fafora 3 St sraesrs Tgrar YaT9 F¢ Tl g
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TF TTEF T T T o o0 997 @ o orq 359 Fheft ser wfafater & ae 99 w2 & S faferg srarearsrarsit v garfaa
RETL I

5. UTEF H g
o STHTE AT HATT YT HT Fg T & T FAT TAq € IT UF AT AT JAT AT=T 30 @™ 741 721 {32 et amees &t gerr a9
T AT FA F T, FFIh THH TTEH T WA {6 3T G a1 72 € oY qvarg Tal #7 @ 8| v @ & forw gfafam w3 f&F
T HHEEAT Tl HHAT &, T AT T 3T 9531 § ST a7 F 2|

6. TTertaa T TR

o ITTAT TATHIT FTAT A=l AT AT T U AT 31 2, Fifh g oy et avqel 7€ 81 U AT F A7 TeTensh a7 "+
B TS FATT F T ST AT AT AT F9AT g7 67 T2 A F7 S0/ ear g1 T80 aor, g F forw wrhy 7 i arew
FT TaeTy B =8 9 S AT s

7. T RE Fd g9 i § Eerd
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o 2 UTEH F T FIe THeAT AT foama 8, a7 92 AT Ble THTLTAI & Y[FATT H| TATLTT FFHeT ITHT A e A7 e ar

HTET Faetr {SrawT 9% 27 ThaT 81 Tge GIe THTLTAT T HIT9T F2 27 Th a1 98, 59 U T TS FT I8T, (e Faa
T ITHLIT FTH G HdT 2

v J

8. =TT a9 @

o UTEH HAT TFAIH UF UTEH & Hael T T YAAT T@ & = A= GIoie & a1 F | TTgh A G9aT & F FI1ed H1,

e & o= 7 et s w7 oft Freame a2} =12 are® onw uw Frear @y € a1 721 w4 afabErar v g, 6 awarg
o T T8 7 =)

T AT

T TgATaT Tr=R F B 39t F 71w F uF agdl AU (STHRR) Y U WA (FT AT F7) F 9 T SATEErad
AW " g1 qg HaY UF TACRAT, ITAET, THE AT THT AT TATT 21 GRAT &, ST AAATST ¥ AFATSH FaT g1 g THarer
TTEH & AT AT, ST, HaT AT F1 F dael § Ao Ff TRariorg #27 % oy oft seaarer Bar s ashar 81 g, 972 &7 T9%
T AT T T T(qea i AT -H-STHH aTa=1d & ST 2raT 2l

AAATST TTgF TEWTRIAT SHEATST TATHTT T TUITeHa &7 & T ST &, FF i<, FA T AT ATgHT % A1 Te¥de T¢ qTgF 6t
AT it T Foe St g1 IeTEOr o, ==y # AT SANT F A &, &l AN UH qALNH1 & HATE FL Tl g AL IAHT HTATSTHHLIT
FT T 2, e et oft siFerTe s da1e & aaoT 81 ST TdT g1 AT Tgah TgaTRrdr Uk qrariors a2 8 ST 1990 F 397  oiq §
See & ATTH & F I & 91 Ay a+q T2, S sieds & afa, Fafaefedy o e fifear § aaara GEm 1 e
7T 81 T Few UTed A & AT w7 § Aqared el §, T A1 aveed ' H, I8 AT 3T v 36 Ot

ATTITH AT FA § TAH TATT &1 TH THIT T TTEH AT HdAT AT TAHRLT T ATT THHE S[ETF 21T &, qTT & a1 ATg TgATHar
fafere =0 & 92 =EEr g Bl




PIEERERRERE] 175 /.

oo Srorvet T IT9A AT SATHALOT T GT, IH TICATRd AT TATIT AT §, ST FATAL0T 7 AT FAAITrw Tasf § T a7 g o7 =9
T TR grar g T arfersas wUiaeer a¥ eq Had T F (AT ®ATaeer i S9rEEr w7 g S g1 gt Irgaw fHwrier gaerm
farur % forw we e BT €, siadred SUAREAT g Sor arRit v gl 7 frefer F s v yarfaa frar 21 arew gt

refarTiers aTa=id, T AT F1 TreTed w2 i wifes &7 F i f=a Fr aferd grar g1 it aes == Ao siaarey
T AFATST ST F ATET 2, T2 AT TATHT T AT 2

TTEH TRTETH FT AT TIAETELT AT 7 U Agea ol & § - AT [AATIT F Aread &, ITTRTHAT T IedeT IeqT8 qHIEATE, qTgeh Har
AT AT, U W g7 STATHT T THY o T ATHRIRLIT FF T & AT IcAT TAF H ARG F:T Thd g1 T, AT SHEATS AgF
FEATRIAT, GEATIT & ATIF AT 37T I8 A1, 37 Rfrea ag= &1 F07 F2ar 21 UF Saie § A9 T2 o7 fafy sfereor off 3 €,
ST Frfera SF-oA 1 FEART F1 TaEsy a9 g, ST STAIHA H7 FIE-, AT-H, Fadl H a@rar T W7 § I/ F37 7 0E8 F7
forw us 3g W arer 3ot R siw AR fowr a8

TN ARATST YTEF TEATAAT ATATST & SATET BIal 2, AAATSH el fF SHFATST TTesh TgATRrar & fFra qurens &7 g 9
araTiere HeAT § o wrarr Rrgias a1 fve ag=a 81 s #, ared agartrar e, YRy, fifemr, ad fme s

faferer s wredT & AreAw ¥ el w9 & =7 A7 39 A F T Soa gav €1 grerita, srfvmat F vwwr Aot gl f@Ef an
fAarer & st & oMU A 1990 F T9F F T ¥ TevAe I ATIF & F AIATT & TTge dae o Thramet § Faw =7 7 3z g€ & vw
a0 & =9 Al sy & Fgafirar F RS =92t % /7 S a9 81 78 U grierar Sirn a2 et AR qHarat § e qEd
& ST STeT e T T e Seote & weta €, AT Sow AT SeatdeT vt F w9 § qa7 w0 g1 39 ATATST GgHIRaT T STHhTat
& FTTRFTT 3T AHTAT T T ATT AT & T SHAATST J2 & Aq9T IAT F a1 H Farar 21 2011 F U qree &g & oar
7T 2 T 80% SHAATST ATesh AHTTHT ATz THIEAT T 92 & a7, dFfeus @i g a7 €, STatH 87% Iusrwwrsit 7 Fer fF
T AqEH THEAT T 37 @i o £ gfg £ 31

ATATST TTZF TATHAT T STTLTLO 37T STEATH FSAL T AT AGGE H AT TRAAAT BT AT 4 H FeqH F97aT §, ST 22 5
FATAT 8, T & A1 AT 3 S0 TOrTedt & qre e Sidqerer Y g i agedt Awarear F aren ST s gdwt F P s
FErero=raT % T, WU & FHITT F TR ST STANTHRAT I<TH FTRA, FAAFTHT F AT T HATE TSAST T FLA At AR o6 @I HT B0
AT &1 THEH ATT ST, T T FIALIT, AT AT ARIITorF TSR0 3T FAATST ITeleel TTRpY, FATsH i Iearai i fFemsr 7wz 7
Tt HY oot AT FASTI w2 I7 T UTEwT Fi AT I T T HATerd FOTSAT R TE@T F O ATgt A o FA, ST 8T A
T FLA ST Ieg U w7 F Aterw Fawear & st % forg S w7 2

+fF g 3 ffera & afts fevie STaTNEAtEr it aETE aF wET TE F, Tl A fwtrw & B ame A e aept
STRTRRT & TR T 81 FATFatadl STTRTATEr ST TS 1 UF 917 7 Tet 2, S SOt 7 A1 ISTHT 37 T47 9 377 9q9
O % o o=t avE o T SUNIHTEAT F AT ITa=d Fe T eAT AR FET T &1 hind HAT T2qT g1 ATt 6 a1 [ 7
I Agaa § fafergar enfua gy g, s "arfad =7 & g [T, /s S=9 F7 9@ 6 gegar susr Ay, g =i

TTTEITET & |7 SATIATE 2T 2T 2l
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TTEF TEATRIAT UF 397, TF A, TgH, UF s, TF fEoquft a7 2 o A & &= 0% 92 6 & #§ o 61 8| T UF a0 8, e
Te & S[ETa | faoor oiiv siag e i et fafsre w2l a% 97T S 96ar 81 S 98 SRy 8 S FAGETI] B AT TgArtar & grorst
T TS O ST HATIET FHw T STIAT 2T 2

NIRRT & T =ATE ST ST HEdl F e H TEd g, WU ATed AgATTT [t FA F qira AEdl w0 OgAT 5 arey
FRTATE S[EAT Bl AT H STHIRT T GRIT, v (HAAT 39T 3T AT Hiad I-TCHT HATE HT THAT FAT| A HaTg STHATHT T T
a1 e & afrarfia w3 w0t 7 s ahear § sifaw swanmEat f qfier T8 7 €1 ot amee a1 e % awm, semon
TSAT ST ITATHTSA 6 = AT H U AT a7 AT ) =AAT T F AT F ZedAe T IUARHTA F TgA (AT T AT qHI F
AT o T TS T §, SUNIRI it STHIS 99 37 &1 T &, Aoled ol oot fAwfEa € § o saforn sqwarers geat F o
Ffers arRiud g1 U 21 ooy, 7 Fad =Tt F o U arEEt # w5 qd F9 F o araETd g, arfe SRSt A SUNT F
AT | RN T HT TG T&IT (64T T Th| T A0S H AT 2T STATHTSAT T ATTFTE AT FHTAT 2T AGTH-TGTT FLAT QT
BT, ST U S weel 1 SR8 F2d g, STATHE & S STorwadr, &9, @iis i T=ar, Taar 67 7T saa o tRaas
& 7 T a7 & goru i qgw T T F ATl & (o0 oy faeg & a1 & Fae uw @dE F aw afad anierl qeey w6 TEy
fErsamar, SETar ST SR AT aTAY F ATeAH q HIGE G 97 6 &1 arda: a8 UTe qey e (FHrareuw) i v srfaw
wirefer sie qregeft Hewar 21

[ERMEE: I

TeF TEATHIAT fAToT AT, Toheiht ST a1 % (T & SaIe % A1 97 g1 FIRaT aterd STARTAr & q7 UFH AHuH
TATE FATT T TATH FLAT 3 3% FQ7 70 57 F Q190 409 219 A TeAmied w2l 21 gTeAith ag i T AFATST 21 SH1g AT AT/,
TR Teaee AT I T g Star g1 o == Gt fr st aisfiear e sTaret F sagr i qEa # sdaareT
AT F T LE BIAT gl STHRA-S(T =27, Je= it 7w v sfowao § wggegel gfiwr [arar 21 3F 2.0 sTdwwet T 5
=Ty fT &, S e Tt o w=et wrae & e & fRatfa e w2

oo % Tt sy s s aiee & waraefierar w9 27 @ €, Sew sEerEt i 9w user 1w R{EEe ge 97 @ 8
T 2006 H, HfFr vz et F uw v wawrferg &, e d@a o wr G et S G w fes gt £ gorar § g9
TTI S-S TTgF ATaT =ie e orfees Bt g o &, fifean, ot F fdeT v 20 F aree § 50 7 i -z,
TIF, 'Fare ¥ Argi T Ates i wamasfiaar #iv #0 F2 G 31w o= F 9t awEw T Fegae THEis aeiaT =t
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Feel free to tweet us anything! Just
follow the guidelines and regulations~
| |Have agreat day]|
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Get this free coupon! Present this to us and you'll get 40% discount! For a

limited time only! Grab one now!
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status (] Photo / Video Life Event

Please follow us on twitter! @radi
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Email Templates

New Template

Choose the type of email template you would like to create.

(O Text
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(O)Custom (without using Letterhead)

() Visualforce

AT Haeg TaaT

S off % qEd "SHe TRe AT AT ST 0 A AT e o FAA g Tger a7 a9 U0 FE e §| F A

4. 78 T T, S o7 a9 AT ) wa Afed G g 5 v e v v e $he, v ravHe $he, UE
THEUHUS SHA § S U Fevge, UF e B SHA AT UF Aeies F &7 Uh SHe o7 2



ATSF Hae e 227 /-

ATTRT T FIT T AT FATAAT 2§ T evgs 7 S | ST AT 8 3% T8 UHIUAUS Hie ¥ fora 747 81 98 9 #ie g §ff Savde
AT SHA FAFHT T Agd STANT FIAT 2| AT G T ST o A1 " 72 e F2

o T Osft WL ATTHT T | T[T FTA, FISAl T Aol FTA ST AT SHA TTH FIA % 0T ST H7 =799 F2F B ATAT 1 T2
FATT TX SHA WS I T 3T TAEUHUS ST SHA FT ITAN AT ST 9T 8, AR v Fagerer e 2¥qere & 1o T8t

ST ST THAT 1 Fae TALTHUS ST Ao B 202 Aroehy S % fiae o v & srqufa 39 §) stegs % arg =7
IEH 39T S0t Sot 3 ForT uk S /T g S g 2

o ITHERN THIUHUS THA T % forw de frw w8, oesr e smarer & war @ g @ B R S srer S8 e g i
el =8 TRt a7 TRt §1 UF T SHA # T A8l 8, At ag wn-REedy wewat g e Gy S 9 s sy e
T 2l

Active Letterhead Required

You must have an active Letterhead in order to create a HTML email template. You ma
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