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; Introduction 

"#" $%&'!&'!$()*$()*!+,-./0'!12$()*$()*03!,4'/-5'4!6-!789-:0'!9-5'.)6(6&-5!-5!6%4!
;:/)4:456(6&-5!-8!6%4!75)&54!;58,&5<4:456!-8!=-/>,&<%6!1;5&6&()!7?)&<(6&-5'3!1@%(,&5<!
-8!=-'6'3!7,A4,!A(64A!BC!D.54!BE"B!1F4!,484,!6-!6%&'!('!6%4!=-5'.)6(6&-53!F%&9%!&'!
8-9.''4A!-5!6%4!'466&5<!-8!6%4!844'!/(&A!?>!=-/>,&<%6!7F54,'#!!!

"#B $%-.<%!$()*$()*!8.5A(:456())>!A&'(<,44!F&6%!*4>!('/496'!-8!6%4!G&<&6()!H9-5-:>!I96!
1JGHI3K!789-:0'!/,-/-'()'!6-!'46!6%4!844'!(//4(,!?,-(A)>!'-.5A!6%-.<%!6%4,4!(,4!(!
84F!&:/-,6(56!(,4('!F%4,4!F4!9-5'&A4,!6%(6!6%4!/,-/-'()'!(,4!)(9*&5<#!

"#L M4!4N/)(&5!-.,!O&4F'!?4)-F#!!M4!F-.)A!?4!O4,>!%(//>!6-!/,-O&A4!789-:!(AA&6&-5()!
&58-,:(6&-5!6-!%4)/!&5!&6'!9-5'&A4,(6&-5!-8!6%4'4!&''.4'#!

9 Overall design / mechanics of the scheme 

B#" ;5!6%&'!'496&-5!F4!9-::456!-5!(!5.:?4,!-8!('/496'!-8!6%4!-O4,())!:49%(5&9'!P!
(//,-(9%!6%(6!789-:!%('!/,-/-'4A#!

9A; Threshold 

B#B I'!F4!%(O4!(,6&9.)(64A!&5!$()*$()*0'!,4'/-5'4!6-!789-:0'!9-5'.)6(6&-5!-5!6%4!&5&6&()!
-?)&<(6&-5!9-A4K!F4!9-5'&A4,!6%(6!6%4!6%,4'%-)A!.'4A!6-!A49&A4!F%&9%!;@Q'!(,4!
&5&6&())>!,4R.&,4A!6-!9-:/)>!F&6%!6%4!-?)&<(6&-5'!-8!6%4!GHI!&'!'46!&5(//,-/,&(64)>!)-F!
1(5A!9(/6.,4'!-5)>!C!;@Q'!('!R.()&8>&5<!;@Q'3#!!789-:!%('!:(5&84'6)>!8(&)4A!6-!
A4:-5'6,(64!&5!(5>!:4(5&5<8.)!-,!'-.5A!F(>!6%(6!6%4!6%,4'%-)A!&6!/,-/-'4A!1-8!
SEEKEEE!'.?'9,&?4,'3!&'!/,-/-,6&-5(64!&5!6%4!'45'4!6%(6!6%4!546!?4548&6'!F&))!?4!)4''!&8!
6%4!6%,4'%-)A!&'!'46!)-F4,!1-,!&5A44A!%&<%4,3#!

B#L $()*$()*!%(O4!/,-O&A4A!789-:!4O&A4594!(5A!(5()>'&'!6%(6!&5A&9(64'!6%(6!&8!6%4!9-'6'!
-8!9%.,5!(5A!A&'6-,6&-5!(,4!&59).A4A!6%45!6%4!(//,-/,&(64!6%,4'%-)A!F-.)A!?4!'46!'-!
6%(6!(,-.5A!BE!;@Q'!F-.)A!?4!&59).A4A#!!M4!9-5'&A4,!6%(6!9%.,5!(5A!9-:/46&6&O4!
A&'6-,6&-5!(,4!?-6%!9-'6'!6%(6!'%-.)A!/,-/4,)>!?4!,48)4964A!&5!789-:0'!(5()>'&'!-8!6%4!
/,-/-,6&-5()&6>!-8!6%4!6%,4'%-)AT!

B#L#" =%.,5!&'!(!<45.&54!9-'6!&59.,,4A!?>!;@Q'#!!$%(6!789-:!9-5'&A4,!6%(6!9%.,5!&'!
5-6!(5!U4)4O(56!=-'6!1&5!64,:'!-8!9-'6!,49-O4,>!V!'44!WX#"Y3!A-4'!5-6!:4(5!
6%(6!6%&'!9-'6!'%-.)A!?4!4N9).A4A!8,-:!(!9-5'&A4,(6&-5!-8!6%4!/,-/-,6&-5()&6>!
-8!6%4!6%,4'%-)A!

B#L#B 789-:0'!-?)&<(6&-5!6-!'46!844'!.5A4,!6%4!9-'6'!-,A4,!&'!'.?Z496!6-!&6'!A.6>!6-!
/,-:-64!9-:/46&6&-5!1=-::.5&9(6&-5'!I96!'S1L33!V!'44!WL#Y#!!$%4,48-,4K!
789-:!&'!,4R.&,4A!6-!9-5'&A4,!6%4!&:/(96!-8!&6'!/,-/-'()!-5!9-:/46&6&-5!
&59).A&5<!9-:/46&6&O4!A&'6-,6&-5#!![.,6%4,K!&6!&'!9)4(,!8,-:!6%4!,4('-5&5<!
.5A4,)>&5<!6%4!/,-/-'()!6-!'46!(!%&<%4,!844!/4,!=;U!8-,!\':())4,0!;@Q'K!6%(6!
9-:/46&6&O4!A&'6-,6&-5!(5A!%-F!6%(6!:&<%6!?4!9-5'&A4,4A!A&'9,&:&5(6-,>!&'!(!
*4>!9-5'&A4,(6&-5!&5!789-:0'!(5()>'&'!-8!'466&5<!844'#!!$%4,4!&'!5-!<--A!



@2*%&9&

,4('-5!('!6-!F%>!789-:!'%-.)A!9-5'&A4,!9-:/46&6&O4!A&'6-,6&-5!&5!&6'!(5()>'&'!
-8!(''4''&5<!844'!?.6!5-6!8-,!(''4''&5<!6%4!6%,4'%-)A!

B#S $%4!:49%(5&9'!-8!8-,49('6&5<!(5A!9-::&66&5<!6-!=;U'!(//4(,'!6-!:4(5!6%(6!4O45!
84F4,!6%(5!C!;@Q'!9-.)A!,494&O4!=;U'#!!=-/>,&<%6!7F54,'!:(>!8-,49('6!]4,-!=;U'!8-,!
94,6(&5!;@Q'!V!8-,!&5'6(594K!6%4!':())4,!;@Q'K!HH!(5A!7B!V!&5!-,A4,!6-!(O-&A!6%4!%&<%4,!
=;U!844!1'44!W^#X3#!!@.9%!?4%(O&-.,!F-.)A!,4'.)6!&5!1(3!&59,4('4A!9%.,5!1'&594!6%4,4!
F-.)A!?4!:-,4!-/6&-5'!8-,!9.'6-:4,'!6-!9%.,5!(F(>!6-!;@Q'!F%-!A-!5-6!'45A!)4664,'3!
(5A!1?3!&59,4('4A!9-:/46&6&O4!A&'6-,6&-5!'&594!6%4!9-'6!?.,A45!F-.)A!?4!:-,4!
.54O45!9,4(6&5<!A&'6-,6&-5'#!!M4!6%&5*!&6!&'!&5(//,-/,&(64!6-!())-F!=-/>,&<%6!7F54,'!
6-!488496&O4)>!9%-'4!6-!4N9).A4!94,6(&5!R.()&8>&5<!;@Q'!8,-:!6%4!-?)&<(6&-5!6-!'45A!
)4664,'#!!7594!789-:!%('!'46!(!6%,4'%-)A!=-/>,&<%6!7F54,'!'%-.)A!5-6!?4!())-F4A!6-!
.5A4,:&54!6%(6!A49&'&-5!14O45!&8!6%(6!A49&'&-5!&'!8)(F4A3#!

9A9 Timing of cost recovery 

B#Y M4!(<,44!F&6%!6%4!(//,-(9%!-8!,49-O4,&5<!;@Q0'!9(/4N!&5!844'!&5!6%4!8&,'6!/4,&-A!1'44!
WC#L"!(5A!_.4'6&-5!C#L3#!!Q,-:/6!,49-O4,>!%('!6F-!?4548&6'T!8&,'6K!&6!,4A.94'!6%4!,&'*!
6%(6!;@Q'!A-!5-6!,49-O4,!1XY`!-83!6%4&,!9(/4Na!'49-5AK!&5!'.?'4R.456!/4,&-A'!6%4!844!
&'!'46!9)-'4,!6-!:(,<&5()!9-'6!6%4,4?>!&59,4('&5<!())-9(6&O4!488&9&459>#!!Q,-:/6!
,49-O4,>!A-4'!5-6!:4(5!6%(6!=-/>,&<%6!7F54,'!/(>!(5>!:-,4!6%(5!6%4>!F-.)A!&8!6%4!
,49-O4,>!F('!'/,4(A!-O4,!:.)6&/)4!/4,&-A'#!!

B#C U4<(,A&5<!6%4!,49-O4,>!-8!789-:!9-'6'!6%(6!%(O4!(),4(A>!?445!&59.,,4A!16%4!\;5&6&()0!
9-'6'3!789-:!%('!/,-/-'4A!6%(6!6%4'4!9-'6'!'%-.)A!?4!,49-O4,4A!-O4,!6%4!8&,'6!6F-!
/4,&-A'#!!!M4!9-5'&A4,!6%(6K!&5!)&54!F&6%!6%4!,49-O4,>!/,-8&)4!8-,!;@Q!9(/4N!9-'6'!(5A!
8-,!6%4!'(:4!,4('-5'K!789-:0'!&5&6&()!9-'6'!'%-.)A!?4!,49-O4,4A!&5!6%4!8&,'6!/4,&-A#!!
$%&'!F&))!,4A.94!6%4!,&'*!-8!5-5b,49-O4,>!(5A!()'-!&:/,-O4!())-9(6&O4!488&9&459>!

B#X ;5!8(96K!6%4!:-'6!488&9&456!,49-O4,>!(//,-(9%!F-.)A!?4!6-!&5!488496!,49-O4,!;@Q!9(/4N!
1(5A!/-''&?)>!(55.()!8&N4A!9-'6'3!-5!A(>!-54!(5A!6%45!8-,!6%4!844!/4,!=;U!&5!6%4!8&,'6!
1(5A!'.?'4R.456!/4,&-A'3!6-!-5)>!,48)496!6%4!:(,<&5()!9-'6'#!!$%4!'(:4!(//,-(9%!8-,!
789-:!9-'6'!F-.)A!()'-!?4!488&9&456#!

9AB Other aspects of the design / mechanics 

B#^ $%4!F(>!6%4!'9%4:4!&'!A4'&<54A!:4(5'!6%(6!())!R.()&8>&5<!;@Q'!1F&6%&5!6%4!)(,<4!;@Q!
9(64<-,>3!,494&O4!6%4!'(:4!/(>:456!/4,!=;U!1?('4A!-5!6%4!9-'6'!-8!(!5-6&-5()!
\488&9&4560!;@Q3!4O45!6%-.<%!6%4>!F&))!%(O4!A&884,456!(96.()!9-'6'!/4,!=;U!1A.4!6-!
A&884,&5<!(96.()!O-).:4'3#!!$%&'!9,4(64'!(!'&6.(6&-5!F%4,4!(5!;@Q!F%-!,494&O4'!(!)-F!
8-,49('6!-8!6%4!5.:?4,!-8!=;U'!1&#4#!)-F4,!6%(5!BY`!-8!6%4!6-6()!8-,49('6!=;U'!-8!6%4!
)(,<4!;@Q!<,-./3!F&))!5-6!,49-O4,!1XY`!-83!6%4&,!488&9&456!9-'6'#!!$%&'!9-.)A!9,4(64!(!
/4,O4,'4!&59456&O4!F%4,4?>!(5!;@Q!F&))!?4!:-,4!\/,-8&6(?)40!&8!&6!%('!%&<%4,!)4O4)'!-8!
&58,&5<4:456!-99.,,&5<!-O4,!&6'!546F-,*#!!

@2*%&B&

B#c M4!(<,44!6%(6!;@Q'!'%-.)A!5-6!?4!,4R.&,4A!6-!:(*4!(5>!:(64,&()!&5O4'6:456!-8!
9(/&6()!-,!,4'-.,94!.56&)!6%4,4!&'!(!?&5A&5<!9-::&6:456!-5!=-/>,&<%6!7F54,'!6-!/(>!
1F%&9%!,4R.&,4'!(!?&5A&5<!8-,49('63!V!'44!WS#BS!

B#"E ;6!(//4(,'!6%(6!789-:0'!&56456!&'!6%(6!;@Q'!(,4!/(&A!&5!8.))!(6!6%4!'6(,6!-8!4(9%!/4,&-A!
-5!6%4!?('&'!-8!4(9%!;@Q'!8-,49('6!5.:?4,!-8!=;U'!(5A!6%4!=;U!844!(5A!6%(6!&8!6%4!
(96.()!5.:?4,!-8!=;U'!&'!)4''!6%(5!8-,49('6!6%(6!6%4!;@Q!,494&O4'!6%4!'(:4!(:-.56#!!
M4!(<,44!F&6%!6%&'!-.69-:4#!!;6!F-.)A!?4!.'48.)!&8!'.9%!(5!(//,-(9%!F('!:(A4!:-,4!
4N/)&9&6#!

B#"" U4<(,A&5<!/,-A.96&O4!488&9&459>!1WL#c3!F4!9-5'&A4,!6%(6!6%4!9.,,456!'9%4:4!
/,-:-64'!/,-A.96&O4!488&9&459>!1&#4#!9-'6!:&5&:&'(6&-53!'&594!;@Q'!%(O4!(!'6,-5<!
&59456&O4!6-!:&5&:&'4!9-'6'!'&594K!?49(.'4!6%4!844!&'!8&N4AK!(5>!,4A.96&-5!&5!9-'6'!
8.))>!1-,!/(,6&())>3!,4'.)6'!&5!&59,4('4A!/,-8&6#!

B Assumptions 

L#" ;5!6%&'!'496&-5!F4!9-::456!-5!6%4!(''.:/6&-5'!.'4A!6-!9()9.)(64!6%4!844'#!

BA; Churn costs 

L#B $()*$()*!%(O4!/,-O&A4A!4O&A4594!6%(6!&5A&9(64'!6%(6!9%.,5!9-'6!1('!(!,4'.)6!-8!'45A&5<!
)4664,'3!9-.)A!?4!O4,>!:(64,&()#!

L#L 789-:!9-5'&A4,'!1WX#"Y3!6%(6!'&594!9%.,5!9-'6!&'!J!"#$%&"$'"(#$)$*+#"$,,$-&.)+&+(%"
/$%&d!6%45!&6!&'!5-6!(!U4)4O(56!=-'6#!!M4!9-5'&A4,!6%(6!789-:!&'!F,-5<!6-!4N9).A4!
9%.,5!9-'6'#!!$%4,4!(,4!'4O4,()!,4('-5'!8-,!6%&'T!

L#L#" =%.,5!9-'6'!(,4!5-6!J9-'6'!-8!49-5-:&9!-//-,6.5&6&4'!)-'6d!(5A!'-!(,4!5-6!
4N/)&9&6)>!4N9).A4A!?>!W"1Y3!

L#L#B =%.,5!9-'6'!(,4!U4)4O(56!=-'6'!F&6%&5!6%4!:4(5&5<!-8!U4)4O(56!=-'6'!('!
-.6)&54A!&5!I,6&9)4!B!'&594!6%4>!(,4!,4('-5(?)>!(5A!488&9&456)>!&59.,,4A!

L#L#L HN9).A&5<!9%.,5!9-'6'!F-.)A!,4A.94!488&9&459>!F%&9%!&'!9-56,(,>!6-!789-:0'!
A.6>!6-!/,-:-64!488&9&459>!

L#L#S HN9).A&5<!9%.,5!9-'6'!F-.)A!9,4(64!9-:/46&6&O4!A&'6-,6&-5'!F%&9%!&'!9-56,(,>!
6-!789-:0'!A.6>!6-!/,-:-64!9-:/46&6&-5!

L#S $%4!@9%4A.)4!6-!6%4!=-'6'!7,A4,!'6(64'!1@9%4A.)4!W"1Y33T!

0(/(1!)&"#$%&%"*.%&"(2#/.3("4"#$%&%"$'"(#$)$*+#"$,,$-&.)+&+(%"/$%&"!%"!"-(%./&"$'"
#$*,/+!)#("5+&6"$7/+8!&+$)%".)3(-"&6("-(/(1!)&"#$,9-+86&"+)'-+)8(*()&",-$1+%+$)%:"

L#Y 789-:!'(>'!6%(6!9%.,5!9-'6'!J'!//"%;.!-(/9"5+&6+)"&6+%"(2#/.%+$)d!1WX#"Y3#!

L#C M4!A-!5-6!9-5'&A4,!6%(6!9%.,5!&'!(!)-'6!49-5-:&9!-//-,6.5&6>#!!$%4!'6,(&<%68-,F(,A!
:4(5&5<!-8!(5!\-//-,6.5&6>0!1&5!6%4!9-564N6!-8!(5!49-5-:&9!-//-,6.5&6>!)-'6!-,!
-//-,6.5&6>!9-'63!,4)(64'!6-!(!54F!(5A!A&884,456!(96&O&6>!6%(6!9(5!5-!)-5<4,!?4!



@2*%&C&

/.,'.4A!('!(!9-5'4R.4594!-8!8.)8&))&5<!6%4!GHI!-?)&<(6&-5'#!![-,!&5'6(594K!(!)-'6!
49-5-:&9!-//-,6.5&6>!F-.)A!(,&'4!&8!('!(!9-5'4R.4594!-8!9-:/)>&5<!F&6%!6%4!GHI!(5!
;@Q!F('!5-!)-5<4,!(?)4!6-!A4O4)-/!&6'!'>'64:!&5!-6%4,!F(>'!6%(6!F-.)A!,4A.94!9-'6'!
-,!&59,4('4!,4O45.4'!18-,!4N(:/)4K!6%4!')&//(<4!,484,,4A!6-!&5!WC#LX3#!!$%4!A48&5&6&-5!
-8!-//-,6.5&6>!9-'6!&'!,4)4O(56!V!&6!,484,'!6-!()64,5(6&O4'T!

<,,$-&.)+&9"#$%&=">6("/$%%"$'",$&()&+!/"8!+)"'-$*"$&6(-"!/&(-)!&+1(%"56()"$)("!/&(-)!&+1("+%"
#6$%()?"

L#X M4!A-!5-6!9-5'&A4,!6%(6!6%4!9%.,5!9-'6!&'!(!)-'6!-//-,6.5&6>!-,!()64,5(6&O4!V!,(6%4,!&6!
,4)(64'!6-!(5!4N&'6&5<!(96&O&6>#!!$%4,48-,4!9%.,5!9-'6!&'!5-6!5494''(,&)>!4N9).A4A!('!(!
U4)4O(56!=-'6!?>!W"1Y3!-8!6%4!7,A4,#!

L#^ M4!()'-!9-5'&A4,!6%(6!9%.,5!9-'6'!(,4!F&6%&5!6%4!:4(5&5<!-8!U4)4O(56!=-'6'!A48&54A!
&5!6%4!7,A4,!1@9%4A.)4!W"1Y33!'&594!9%.,5!9-'6'!(,4!,4('-5(?)>!(5A!488&9&456)>!
&59.,,4AT!

@-(/(1!)&"#$%&%A"*(!)%"#$%&%"56+#6"5$./3"7("-(!%$)!7/9"!)3"(''+#+()&/9"+)#.--(3"79"!"
)$&+$)!/";.!/+'9+)8"+)&(-)(&"%(-1+#(",-$1+3(-"+)"#!--9+)8"$.&"+&%"$7/+8!&+$)%".)3(-"&6("
-(/(1!)&"#$,9-+86&"+)'-+)8(*()&",-$1+%+$)%B"

L#c =%.,5!9-'6'!(,4!/)(&5)>!,4('-5(?)>!(5A!488&9&456)>!&59.,,4A!'&594!6%4>!(,4!(5!
.5(O-&A(?)4!9-5'4R.4594!-8!8.)8&))&5<!6%4!-?)&<(6&-5'!16%4>!(,4!94,6(&5)>!5-6!
A&'9,46&-5(,>3#!

L#"E ;5!'466&5<!(!5-6&8&9(6&-5!844!1(5A!?>!&:/)&9(6&-5!A49&A&5<!F%46%4,!9%.,5!9-'6'!'%-.)A!
?4!&59).A4A!-,!5-63!789-:!:.'6!%(O4!,4<(,A!6-!/,-:-6&5<!488&9&459>!1W"1C31(33T!

C)"%(&&+)8"!")$&+'+#!&+$)"'(("<DE<F"%6!//"6!1("-(8!-3"&$"&6("3(%+-!7+/+&9"$'"4",-$*$&+)8"
(''+#+()#9"+)"&6("(2(-#+%("$'"-+86&%"!)3"&6(",(-'$-*!)#("$'"$7/+8!&+$)%".)3(-"&6("-(/(1!)&"
#$,9-+86&"+)'-+)8(*()&",-$1+%+$)%"

L#"" HN9).A&5<!9%.,5!9-'6'!F&))!,4A.94!())-9(6&O4!488&9&459>!'&594!=-/>,&<%6!7F54,'!F&))!
5-6!&59.,!6%4!8.))!:(,<&5()!9-'6'!-8!6%4&,!A49&'&-5'!,4'.)6&5<!&5!6%4:!A4:(5A&5<!(5!
&5488&9&456)>!%&<%!5.:?4,!-8!=;U'#!!;6!&'!-5)>!?>!&59).A&5<!6%4!9-'6!-8!9%.,5!F&))!
=-/>,&<%6!7F54,'!&564,5()&'4!6%4!8.))!:(,<&5()!9-'6!-8!6%4&,!A49&'&-5'!(5A!6%4,48-,4!
:(*4!488&9&456!9%-&94'#!!;5!-.,!O&4F!W"1C31(3!9)4(,)>!/-&56'!6-!6%4!544A!6-!&59).A4!
9%.,5!9-'6'#!

L#"B 789-:0'!-?)&<(6&-5!6-!'46!844'!.5A4,!6%4!9-'6'!-,A4,!&'!'.?Z496!6-!&6'!A.6>!6-!/,-:-64!
9-:/46&6&-5!1=-::.5&9(6&-5'!I96!'S1L33!V!'44!WL#Y#!!$%4,48-,4K!789-:!&'!,4R.&,4A!6-!
9-5'&A4,!6%4!&:/(96!-8!&6'!/,-/-'()!-5!9-:/46&6&-5!&59).A&5<!9-:/46&6&O4!A&'6-,6&-5#!!
HN9).A&5<!6%4!9%.,5!9-'6!&'!)&*4)>!6-!,4'.)6!&5!:-,4!=;U'!(5A!'-!(!%&<%4,!)4O4)!-8!9%.,5!
(5A!6%&'!&59,4('4!6%4!)4O4)!-8!9-:/46&6&O4!A&'6-,6&-5#!

L#"L 7.,!O&4F!,4<(,A&5<!6%4!544A!6-!&59).A4!9%.,5!9-'6!&'!,4&58-,94A!?>!789-:0'!
6,4(6:456!-8!9-:/)(&56!%(5A)&5<!9-'6'!F%&9%!&6!A-4'!9-5'&A4,!(!U4)4O(56!=-'6!4O45!
6%-.<%!&6!9-.)A!?4!(,<.4A!6%(6!'.9%!(96&O&6>!A-4'!5-6!8(9&)&6(64!6%4!8.)8&):456!-8!6%4!
;5&6&()!7?)&<(6&-5'#!

!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!
"![,-:!+--<)4!A&96&-5(,>!

@2*%&D&

BA9 Save costs 

L#"S M4!9-5'&A4,!6%(6!'(O4!9-'6'!'%-.)A!?4!&59).A4A!&5!U4)4O(56!=-'6'!8-,!6%4!'(:4!
,4('-5'!6%(6!9%.,5!9-'6'!'%-.)A!?4!&59).A4A#!

L#"Y ;5!/(,6&9.)(,K!F4!5-64!6%(6!789-:!4N/)(&5'!6%(6!&6!A-4'!5-6!9-5'&A4,!\'(O40!9-'6'!('!
U4)4O(56!=-'6'!'&594!J+&"+%")$&"!)"!#&+1+&9"56+#6"'!#+/+&!&(%"&6("'./'+/*()&"$'"&6("C)+&+!/"
<7/+8!&+$)%:""C)%&(!3G"+&"+%"!&"&6("3+%#-(&+$)"$'"(!#6"CHI"!%"&$"56(&6(-"&$"#!--9"&6+%"$.&"
d!1WX#"L3#!!M4!9-5'&A4,!6%&'!,4('-5&5<!('!.5'-.5A#!!;6!&'!.59)4(,!%-F!789-:!
9-59).A4'!6%(6!U4)4O(56!=-'6'!'%-.)A!?4!,4'6,&964A!6-!-5)>!6%-'4!(96&O&6&4'!P!9-'6'!
F%&9%!8(9&)&6(64!6%4!8.)8&):456!-8!6%4!;5&6&()!7?)&<(6&-5'!V!5-!'.9%!F-,A&5<!&'!
9-56(&54A!&5!6%4!@9%4A.)4!6-!6%4!=-'6'!7,A4,#!!!@&:&)(,)>K!6%4,4!&'!5-!F-,A&5<!&5!6%4!
7,A4,!,4<(,A&5<!6%4!&59).'&-5!P!4N9).'&-5!-5!6%4!<,-.5A'!-8!(!9-'6'!?4&5<!-8!(!
A&'9,46&-5(,>!5(6.,4#!!U(6%4,!6%4!7,A4,!&6'4)8!'(>'!6%(6!U4)4O(56!=-'6'!(,4!6%-'4!9-'6'!
,4('-5(?)>!(5A!488&9&456)>!&59.,,4A#!!M4!9-5'&A4,!6%(6!'(O4!9-'6'!(,4!,4('-5(?)>!(5A!
488&9&456)>!&59.,,4A!V!&5A44A!789-:!'(>'!6%(6!J%.#6"!#&+1+&9"+%".)3(-%&!)3!7/("!)3"
*!J(%"8$$3"#$**(-#+!/"%()%(A"1WX#"L3#!

BAB Capex / first year cost estimates 

L#"C 789-:!%('!?('4A!&6'!4'6&:(64!-8!\488&9&4560!;@Q!9(/4N!(5A!8&,'6!>4(,!8&N4A!9-'6'!-5!6%4!
?('&'!-8!6%4!)-F4'6!9-:/)464!9-'6!4'6&:(64!1e"#LB:3!/,-O&A4A!?>!(5!;@Q!1'44!WC#SS3#!

L#"X M4!9-59.,!F&6%!6%4!&56456!-8!.'&5<!488&9&456!9-'6'!6-!'46!9-'6'#!!f-F4O4,K!F4!A-!5-6!
(<,44!6%(6!&5!6%&'!9('4!6%(6!6%4!)-F4'6!9-'6!&'!6%4!488&9&456!9-'6!V!6%4!-6%4,!4'6&:(64'!
:(>!()'-!?4!488&9&456#!![-,!4N(:/)4K!;@QY!%('!(!%&<%4,!4'6&:(64A!9-'6!-8!eB#EB:#!!$%&'!
%&<%4,!9-'6!:(>!5-6!?4!A.4!6-!&5488&9&459>!?.6!,(6%4,!?4!(!9-5'4R.4594!-8!6%4!;@Q0'!
4N&'6&5<!A4'&<5!-8!'>'64:'!(5A!/,-94''4'!6%(6!:4(5'!6%(6!&6!&'!&5%4,456)>!:-,4!
4N/45'&O4!8-,!&6!6-!9-:/)>!F&6%!6%4!GHI!-?)&<(6&-5'#!!;8!6%&'!&'!6%4!9('4K!6%45!6%4!
eB#EB:!&'!6%4!488&9&456!9-'6!8-,!;@QYB!(5A!?>!-5)>!())-F&5<!;@Q'!6-!,49-O4,!e"#LB:!
;@QY!F-.)A!488496&O4)>!?4!/45()&'4A!8-,!/,&-,!A49&'&-5'!6%(6!&6!:(A4!(?-.6!&6'!'>'64:'!
(5A!/,-94''4'!6%(6!F4,4!488&9&456!?('4A!-5!F%(6!&6!*54F!(6!6%4!6&:4!1F%45!&6!A&A!5-6!
*5-F!(?-.6!6%4!GHI!-?)&<(6&-5'3#!!$%4,48-,4K!F4!9-5'&A4,!6%(6!(!?4664,!488&9&456!9-'6!
4'6&:(64!F-.)A!?4!6%4!(O4,(<4!-8!6%4!8-.,!9-:/)464!9-'6!4'6&:(64'!&#4#!e"#C^:L#!

L#"^ M4!5-64!6%(6!789-:!A-4'!5-6!/,-O&A4!&6'!4'6&:(64!-8!6%4!8&N4A!(55.()!-/4,(6&5<!
9-'6'#!!$%4'4!9-'6'!(,4!&59).A4A!&5!6%4!6(?)4!?4)-F!WC#SL!1F%&9%!'%-F'!9(/4N!/).'!
8&N4A!(55.()!-/4N3!(5A!<&O45!6%4!6(?)4!?4)-F!WC#LY!'%-F'!-5)>!9(/4N!&6!&'!/-''&?)4!6-!
4'6&:(64!6%4!8&N4A!(55.()!-/4N!V!F%&9%!(//4(,'!6-!?4!(?-.6!eLEE*!/4,!>4(,#!!
f-F4O4,K!&6!F-.)A!?4!.'48.)!&8!789-:!9(5!/,-O&A4!&6'!4'6&:(64!-8!8&N4A!(55.()!9-'6'!&5!

!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!
B!I!'&:&)(,!&''.4!(,&'4'!&5!6%4!9('4!-8!9-'6&5<!-8!g$!@hQ!F%-)4'()4!/,-A.96'!F%45!6%4!hHI!1:-A4,5!
488&9&456!(''463!&'!9-5'&A4,4A#!!789-:!&5!&6'!,49456!i4('4A!i&54!=%(,<4!=-56,-)!%('!'46!g$0'!488&9&456!
9-'6'!-5!6%4!?('&'!-8!6%4!hHI!649%5-)-<>!?.6!%('!()'-!())-F4A!g$!6-!,49-O4,!6%4!9-'6!-8!:&<,(6&5<!
8,-:!&6'!)4<(9>!649%5-)-<>!6-!6%4!hHI!649%5-)-<>#!!;5!-6%4,!F-,A'!6%4>!%(O4!5-6!9-5'&A4,4A!488&9&456!
9-'6'!&5!6%4!(?'6,(96!?.6!,(6%4,!F&6%!'/49&8&9!,484,4594!6-!6%4!/-'&6&-5!-8!6%4!-/4,(6-,!&5!R.4'6&-5#!
L!;5!(5!&A4()&'4A!'&6.(6&-5!&6!:&<%6!?4!(//,-/,&(64!6-!'46!(5!488&9&456!9-'6!6%(6!A&884,4A!?46F445!;@Q'!
?.6!6%&'!&'!/,-?(?)>!&:/,(96&9()!



@2*%&E&

-,A4,!6%(6!'6(*4%-)A4,'!9(5!4'6&:(64!9-'6'!&5!/4,&-A!B!1F%45!9(/4N!F&))!5-6!?4!
,49-O4,4A3#!

BAC Letters per CIR 

L#"c 789-:!&'!(''.:&5<!6%(6!SY`!-8!=;U'!F&))!,4'.)6!&5!(!)4664,#!!754!-8!6%4!*4>!,4('-5'!8-,!
(''.:&5<!)4''!6%(5!"EE`!&'!6%(6!:.)6&/)4!=;U'!:(>!,4)(64!6-!6%4!'(:4!'.?'9,&?4,!1(5A!
'-!:.)6&/)4!=;U'!:(>!,4'.)6!&5!(!'&5<)4!)4664,3#!!$%&'!,48)496'!6%(6!=-/>,&<%6!7F54,'!
J,-$,$%("&$"%.7*+&"!//"&6("EC0%"&6(9"8()(-!&(d!1WX#YX3!4O45!6%-.<%!A&884,456!=;U'!
:(>!?4!8-,!6%4!'(:4!;Q!(AA,4''4'#!!M4!A-!5-6!9-5'&A4,!6%(6!789-:!9(5!,4)>!-5!6%&'!
\/,-/-'()0!-8!6%4!=-/>,&<%6!7F54,'#!!;6!&'!9)4(,)>!&5!=-/>,&<%6!7F54,'!&564,4'6'!6-!5-6!
'45A!=;U'!6%(6!A./)&9(64!;Q!(AA,4''4'!'&594!?>!A-&5<!'-!:-,4!)4664,'!F&))!?4!'456!1?.6!
(6!5-!4N6,(!9-'6!6-!6%4!=-/>,&<%6!7F54,'S3#!

L#BE $%4,48-,4K!F4!9-5'&A4,!6%(6!789-:!'%-.)A!'46!&6'!(''.:/6&-5!-5!6%4!?('&'!6%(6!
=-/>,&<%6!7F54,'!A-!5-6!'45A!=;U'!F%&9%!A./)&9(64!;Q!(AA,4''4'#!!I)64,5(6&O4)>K!&8!
789-:!A-!(''.:4!6%(6!=-/>,&<%6!7F54,'!'45A!A./)&9(64'K!6%45!789-:!:.'6!45'.,4!
6%(6!'.9%!(5!(//,-(9%!1'45A&5<!A./)&9(64'3!?49-:4'!/(,6!-8!=-/>,&<%6!7F54,'!
-?)&<(6&-5'#!

L#B" M4!9-5'&A4,!6%(6!6%4!4N/4,&4594!8,-:!6%4!h7j!&5!BEE^Y!:(>!(96!('!(!<--A!
?459%:(,*#!!;5!6%4!9('4!-8!$&'9()&!6%4!A(6(!&'!('!8-))-F'!16%4!A(6(!&'!(66(9%4A3T!

L#B"#" "LKX""!=;U'!F4,4!,494&O4A!1=;U'!F4,4!,484,,4A!6-!('!;Q'3!

L#B"#B ""KS^"!=;U'!,4)(64A!6-!O()&A!;Q!(AA,4''4'!1&#4#!6%(6!F4,4!())-9(64A!6-!
9.'6-:4,'3!

L#B"#L BKEXY!=;U'!F4,4!A./)&9(64'C!F&6%!-6%4,!O()&A!=;U'!F&6%&5!6%4!F44*!!

L#B"#S cKSEC!1k!""KS^"!V!BKEXY3!F4,4!O()&A!;Q!(AA,4''4'!6%(6!F4,4!5-6!A./)&9(64'!

L#B"#Y BSY!-8!6%4'4!,4)(64A!6-!&5O()&A!(99-.56'!14&6%4,!gBg!-,!9.'6-:4,!%(A!)4863!

L#B"#C cK"C"!1k!cKSEC!V!BSY3!)4664,'!F4,4!'456!

L#B"#X -8!6%4'4!)4664,'!BKCEC!F4,4!B5A!1-,!:-,43!5-6&8&9(6&-5'!-O4,!(!/4,&-A!-8!"B!
F44*'#!!j5A4,!6%4!GHI!,4<&:4!5-6!())!6%4'4!)4664,'!F-.)A!?4!'456!'&594!6%4,4!
&'!(!-54!:-56%!\<,(940!/4,&-A!1,(6%4,!6%(5!(!-54!F44*!<,(94!/4,&-A!6%(6!F('!
&:/)&9&6!&5!6%4!h7j!'9%4:4!V!6%&'!(99-.56!8-,!6%4!BKEXY!A./)&9(64'3!

L#B"#^ (''.:&5<!6%(6!l!-8!6%4'4!BKEXY!F-.)A!5-6!?4!'456!('!(!,4'.)6!-8!6%4!<,(94!
/4,&-A!6%45!^K"BL!)4664,'!1k!cK"C"!V!"KEL^3!F-.)A!?4!'456!

L#B"#c 6%.'!6%4!)4664,'!/4,!=;U!&'!Yc`!1k!^K"BL!P!"LKX""3!

!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!
S!789-:!?('4'!&6!4'6&:(64!6-!(!)(,<4!A4<,44!-5!6%4!fIG7Q;!'9%4:4#!!M4!(,4!.59)4(,!('!6-!%-F!6%4!
fIG7Q;!'9%4:4!F-,*'!?.6!&6!:(>!?4!6%(6!&5!6%(6!9('4!6%4,4!&'!(5!&59456&O4!6-!'45A!A./)&9(64'!V!8-,!
&5'6(594K!'&594!6%4!9-'6!6-!6%4!;@Q!&'!5-6!-5!(!/4,!=;U!?('&'!
Y!$%&'!F('!(!'-b9())4A!O-).56(,>!)4664,!'45A&5<!'9%4:4!-O4,!(!/4,&-A!-8!"B!F44*'!&5!)(64!BEE^!
C!'-:4!-8!6%4'4!A./)&9(64'!1F&6%&5!(!F44*3!F&))!?4!6%4!'(:4!;Q!(AA,4''!1(5A!'(:4!9.'6-:4,3!(5A!'-:4!
A&884,456!;Q!(AA,4''4'!1(5A!'(:4!9.'6-:4,3!

@2*%&F&

L#BB [-,!6%4!,4('-5!<&O45!(?-O4K!=-/>,&<%6!7F54,'!(,4!5-6!&59456&O&'4A!6-!'45A!A./)&9(64!
;Q!(AA,4''4'!.5A4,!6%4!GHI!'9%4:4#!!$%4,48-,4K!&6!&'!)&*4)>!6%(6!6%4!)4664,'!/4,!=;U!
F-.)A!?4!%&<%4,!6%(5!Yc`#!![-,!4N(:/)4K!&8!&6!F4,4!(''.:4A!6%(6!())!-8!6%4!BKEXY!
A./)&9(64'!F&6%&5!6%4!F44*!%(A!6%4!'(:4!;Q!(AA,4''!1(5A!'-!6%4>!F-.)A!5-6!?4!'456!
('!=;U'3!6%45!6%4!/4,9456(<4!F-.)A!?4!XE`!1k!^K"BL!P!1"LKX""!V!BKEXY33#!!@-:4!-8!6%4!
"KEL^!=;U'!:&<%6!()'-!5-6!?4!'456#!

L#BL I5!()64,5(6&O4!(//,-(9%!6%(6!F-.)A!-O4,9-:4!6%4!A&88&9.)6>!&5!/,4A&96&5<!6%4!5.:?4,!
-8!)4664,'!/4,!=;U!F-.)A!?4!('!8-))-F'T!

L#BL#" =-/>,&<%6!7F54,'!8-,49('6!6%4!5.:?4,!-8!)4664,'!

L#BL#B 6%4!844!&'!'46!-5!6%4!?('&'!-8!(!844!/4,!)4664,!

L#BL#L =-/>,&<%6!7F54,'!())-F4A!6-!'45A!./!6-!1'(>3!6F-!=;U'!/4,!8-,49('6!)4664,!

L#BL#S ,4R.&,4!;@Q'!6-!-5)>!'45A!)4664,'!./!6-!6%4!8-,49('6#!!IAA&6&-5()!=;U'!6%(6!6(*4!
6%4!5.:?4,!-8!)4664,'!(?-O4!6%&'!)4O4)!(,4!488496&O4)>!,4Z4964A!

L#BS $%&'!&'K!&5!-.,!O&4FK!(!'./4,&-,!(//,-(9%!'&594!:-'6!-8!6%4!9-'6'!A4/45A!-5!6%4!
5.:?4,!-8!)4664,'!,(6%4,!6%(5!6%4!5.:?4,!-8!=;U'#!

BAD Complaint handling costs 

L#BY mm!!.!GH'IJG<'KL&&nn!

L#BC mm!!.!GH'IJG<'KL&&nn!

L#BX mm!!.!GH'IJG<'KL&&nn!

BAE Other 

L#B^ 789-:0'!9-'6'!:.'6!&59).A4!5-6!Z.'6!A&,496)>!&5O-)O4A!'6(88!?.6!()'-!6%4!9-'6!-8!-6%4,!
'6(88!&5O-)O4A!'.9%!('!6%4!g-(,AK!'45&-,!:(5(<4:456K!/.?)&9!(88(&,'#!![.,6%4,K!6%4!
9-'6'!-8!())!'6(88!:.'6!&59).A4!5-6!Z.'6!A&,496!,4:.54,(6&-5!9-'6'!?.6!()'-!(''-9&(64A!
9-'6'!'.9%!('!(99-::-A(6&-5K!;$K!6,(&5&5<!469#!!!

L#Bc M4!5-64!6%(6!789-:!%(O4!5-6!&59).A4A!6%4!9-'6!-8!;@Q'!(''4''&5<!F%46%4,!9.'6-:4,!
F%-!9)(&:!6%4>!(,4!5-6!(!@.?'9,&?4,!?.6!,(6%4,!(5!;564,546!@4,O&94!Q,-O&A4,!-,!
=-::.5&9(6&-5'!Q,-O&A4,!1&5!F%&9%!9('4!6%4>!544A!6-!?4!6,4(64A!A&884,456)>3#!

L#LE M%4,4!6%4,4!&'!(!A&884,4594!&5!6&:&5<!?46F445!(!9-'6!?4&5<!&59.,,4A!(5A!,49-O4,4A!
6%45!&564,4'6!1(6!6%4!F4&<%64A!(O4,(<4!9-'6!-8!9(/&6()K!MI==3!'%-.)A!?4!&59).A4A#!

C Other issues 

S#" 789-:!4N/)(&5'!&6'!)-<&9!?4%&5A!(!<,(94!/4,&-AT!

+)3+1+3.!/%"6!1("!"8-!#(",(-+$3"3.-+)8"56+#6"&6(9"!-("(2,(#&(3"&$"#6!)8("&6(+-"7(6!1+$.-"



@2*%&M&

S#B $%&'!&'!5-5'45'4#!!;5!:(5>!1&8!5-6!:-'63!9('4'!6%4!&5A&O&A.()'!'456!)4664,'!(,4!
'.?'9,&?4,'!F%-!%(O4!5-6!9-::&664A!(5>!&))4<()!8&)4'%(,&5<!6%4:'4)O4'#!!$%4,48-,4K!
6%4,4!&'!5-!54<(6&O4!?4%(O&-.,!6%(6!544A'!6-!9%(5<4#!!;6!&'!&:/-,6(56!6%(6!789-:!
9-,,496'!6%&'!\.56,.6%0#!

!


