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Separate, Co-existing 

Complaint Processes 

with referral to  

the Assisted Living 

Registry 

 

 

Ombudsperson 

 

May receive and in-

vestigate complaints 

made at any point 

about the process or 

ultimate result and 

recommend  

remedial action to any 

public authority or de-

cision-maker  

involved in the proc-

ess, and/or to the 

Ministry of Health, 

provincial Cabinet, or 

Legislative Assembly, 

and report publicly   

Subsidized Resident 
!

Investigation 
!

Private Resident 

Residents’ 

Council!

PCQO!

PCQRB!

Appeal Tribunal 
!

Enforcement Action  

or  

Rejection of Complaint 

Mediation/Adjudication  

By Registrar or  

Delegate of Registrar 

Intake 
!

Case Manager!Operator!
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DD4$$-&&1&/(%,A181+:,A(:1&A;/1*+,&E*$A%,')*81%(,/E;/R,

H;I, , 1D,;, )(&1%(+/, 1&,+*/, )(.(181+:,;,'$#A1., &$#&1%?, D*), )(+/,;+%, &()81.(&,;/,;+,;&>
&1&/(%, A181+:, D;.1A1/?3, /E(,*'();/*),*D, /E(,;&&1&/(%, A181+:, D;.1A1/?,"$&/,:18(, /E(,
;&&1&/(%,A181+:,)(&1%(+/,+*/1.(,*D,/E(,;"*$+/,*D,;+?,1+.)(;&(,1+,/E(,.*&/,*D,&()8>
1.(&,+*/,A(&&,/E;+,/K*,"*+/E&,#(D*)(,/E(,(DD(./18(,%;/(,*D,/E(,1+.)(;&(T,

,
H#I, , 1D,;,)(&1%(+/, 1&,)(.(181+:,;,'$#A1.,&$#&1%?,D*),)(+/,;+%,&()81.(&,;/,;+,;&&1&/(%,

A181+:,D;.1A1/?3,/E(,"1+1&/(),"$&/,:18(,/E(,;&&1&/(%,A181+:,)(&1%(+/,+*/1.(,*D,/E(,
;"*$+/,*D,;+?,1+.)(;&(,1+,/E(,.*&/,*D,&()81.(&,+*/,A(&&,/E;+,/K*,"*+/E&,#(D*)(,
/E(,(DD(./18(,%;/(,*D,/E(,1+.)(;&(<$

F.4$WOG$

$

$

DO4,,-&&1&/(%,A181+:,A(:1&A;/1*+,&E*$A%,')*81%(,/E;/,;,)(&1%(+/,";?,/()"1+;/(,/E(,')*81>
&1*+,*D,;+?,*'/1*+;A,&()81.(&,D)*",*'();/*)&,*D,;&&1&/(%,A181+:,D;.1A1/1(&,*+,65,%;?&W,+*>
/1.(,1+,K)1/1+:<, ,M!'/1*+;A,&()81.(&N,D*),/E1&,'$)'*&(,&E*$A%,#(,$+%()&/**%,;&,"(;+1+:,
&()81.(&,/E;/,;)(,+(1/E(),E*&'1/;A1/?,&()81.(&,+*),/E(,&()81.(&,/E;/,;+,;&&1&/(%,A181+:,D;>
.1A1/?,*D,/E(,/?'(,1+,Q$(&/1*+,1&,)(Q$1)(%,/*,')*81%(,$+%(),0(.*""(+%;/1*+,U<,

F.4$WWG$

$



! "#$%&'!%(!)**+*'#,!-+.+(/!+(!0&+'+*1!2%3456+7!

!

!

!

!

:RA! 27(7,+7(!2#('&#!>%&!B3,#&!-78!

DE4$ $ -&&1&/(%, A181+:, A(:1&A;/1*+, &E*$A%, (O')(&&A?, '()"1/, )(&1%(+/&, /*, *#/;1+, *'/1*+;A,
&()81.(&,H1<(<3,&()81.(&,/E;/,;)(,+*/,E*&'1/;A1/?,&()81.(&,*),";+%;/*)?,&()81.(&,)(Q$1)(%,
#?,0(.*""(+%;/1*+,UI,D)*",(O/()+;A,&()81.(,')*81%()&<$

F.4$W_G$

$

,
DW4$ $-&&1&/(%, A181+:,A(:1&A;/1*+,&E*$A%,')*81%(,/E;/,;+,*'();/*),";?,)(&/)1./,*),/()"1>
+;/(,;+,*'/1*+;A,&()81.(,1D,
,
H;I, , /E(,*'();/*),:18(&,G5,%;?&W,K)1//(+,+*/1.(,*D, /E(,)(&/)1./1*+,*), /()"1+;/1*+,/*,

/E(, )(&1%(+/, ;+%, /*, /E(, )(&1%(+/W&, ;//*)+(?3, )(')(&(+/;/18(3, *), .*""1//((, H1D,
;+?IT,;+%,

,
H#I, ,)(%$.(&3,;&,*D,/E(,(DD(./18(,%;/(,*D,/E(,+*/1.(3, /E(,;"*$+/,';?;#A(,#?,/E(,)(&1>

%(+/,$+%(),/E(,)(&1%(+/W&,&()81.(,.*+/);./,#?,;+,;"*$+/,/E;/,1&,(Q$18;A(+/,/*,/E(,
1+.)("(+/;A,.E;):(,D*)"()A?,';?;#A(,#?,/E(,)(&1%(+/, D*),/E(,&()81.(,#(1+:,/()>
"1+;/(%,*),)(&/)1./(%<$

F..4$W`=gaG$

$

$

Dg4$$M^;1+/(+;+.(,;+%,";+;:("(+/,*D,/E(,.;&E,)(&*$).(&,*),*/E(),')*'()/?,*D,;,)(&1>
%(+/N,,&E*$A%,#(,%(A(/(%,D)*",/E(,.$))(+/,A1&/,*D,')(&.)1#(%,&()81.(&,D*),;+,;&&1&/(%,A18>
1+:,D;.1A1/?3,)(:;)%A(&&,*D,KE(/E(),/E(,')(&.)1#(%,A1&/,1&,&$'()&(%(%,#?,0(.*""(+%;/1*+,
U<,

F.4$gOG$

$

D_4$$-&&1&/(%,A181+:,D;.1A1/1(&,&E*$A%,#(,;AA*K(%,/*,E*A%,.*"D*)/,D$+%&,1+,&;D(J(('1+:,;&,
;,.*+8(+1(+.(,/*,)(&1%(+/&,*+,/E(,D*AA*K1+:,#;&1&R,
,
H;I,,/E(,;"*$+/,*D,;,.*"D*)/,D$+%,D*),;,)(&1%(+/,/E;/,;+,*'();/*),";?,E*A%,;/,;+?,

/1"(,"$&/,+*/,(O.((%,;+,;"*$+/,(&/;#A1&E(%,#?,)(:$A;/1*+,H/*,#(,1+1/1;AA?,&(/,;/,
_B55IT,

,
H#I,,;+,*'();/*),"$&/,')*81%(,;,)(&1%(+/,)(.(181+:,/E1&,&()81.(,K1/E,;,Q$;)/()A?,;.>

.*$+/,)(A;/1+:,/*,/E(,)(&1%(+/W&,.*"D*)/,D$+%T,
,
H.I, ,;+,*'();/*),')*81%1+:, /E1&, &()81.(, &E*$A%,+*/,#(, A1;#A(, /*,';?, 1+/()(&/, /*,)(&1>

%(+/&,*+,/E(1),.*"D*)/,D$+%&<,
F.4$gOG$

$

,



! "#$%&'!%(!)**+*'#,!-+.+(/!+(!0&+'+*1!2%3456+7!

!

!

!

!

! 0&+'+*1!2%3456+7!-78!9(*'+'4'#! :RC!

Dh4$$LE(,I+**0,&-8$I')#$',%$711&1-#%$A&/&,($72-,&E*$A%,#(,;"(+%(%,/*,(O/(+%,&(.>
/1*+&,6ZHBI3,HUI3,;+%,HCI,/*,;''A?,/*,*'();/*)&,*D,;&&1&/(%,A181+:,D;.1A1/1(&3,;+%,/E(1),*DD1>
.()&3,%1)(./*)&3,;:(+/&3,%(&1:+;/(&,;+%,("'A*?((&<$

F.4$gEG$

$

$

D`4$$-&&1&/(%,A181+:,A(:1&A;/1*+,&E*$A%,.*+/;1+,;,&/;/("(+/,*D,)1:E/&,;+%,)(&'*+&1#1A1/1(&,
*D,)(&1%(+/&,/E;/,
,
H;I, ,%*(&,+*/,.)(;/(,;,)1:E/,*D,;./1*+,*),)1:E/,/*,.*"'(+&;/1*+,#?,)(;&*+,*+A?,*D,;,

#)(;.E,*D,1/&,/()"&T,
,
H#I,,%(.A;)(&,/E;/,/E(,)1:E/&,&(/,*$/,1+,1/,;)(,&$#V(./,/*,)(;&*+;#A(,A1"1/&R,;+%,

,
H.I,,1+.A$%(&,;,%(.A;);/1*+,/E;/,)(&1%(+/&,E;8(,;,)1:E/,+*/,/*,#(,)(&/);1+(%,(O.('/,1+,

;..*)%;+.(,K1/E,/E(,.*""*+,A;K,%$/?,*D,;,E(;A/E,.;)(,')*81%(),/*,)(&/);1+,;,
'()&*+,$+%(),.;)(,/*,')(8(+/,E;)",/*,/E;/,'()&*+,*),;,/E1)%,';)/?<$

F.4$_;=_DG$

$

$

Oa4$$-&&1&/(%,A181+:,A(:1&A;/1*+,&E*$A%,1+.A$%(,')*81&1*+&,.*+D1)"1+:,;,)(&1%(+/W&,)1:E/,/*,
')18;.?,
,
H;I,K1/E1+,/E(,)(&1%(+/W&,1+%181%$;A,%K(AA1+:,$+1/3,

,
H#I,1+,)(A;/1*+,/*,'()&*+;A,.;)(,&()81.(&3,;+%,

,
H.I,1+,.*""$+1.;/1*+&3,

$

/*,/E(,:)(;/(&/,(O/(+/,.*+&1&/(+/,K1/E,/E(,*'();/*)W&,*#A1:;/1*+&,;+%,/E(,)1:E/&,*D,*/E(),
)(&1%(+/&<$

F..4$_g=__G$

$

$

O;4$$-&&1&/(%,A181+:,A(:1&A;/1*+,&E*$A%,')*81%(,/E;/,/E(,*'();/*),;+%,1/&,&/;DD,";?,(+/(),
/E(,)(&1%(+/W&,%K(AA1+:,$+1/,*+A?,D*),/E(,D*AA*K1+:,)(;&*+&R,
,
H;I,,)(:$A;)A?,&.E(%$A(%,&()81.(&3,(<:<3,E*$&(J(('1+:3,'()&*+;A,.;)(3,";1+/(+;+.(,*D,

/E(,$+1/T,
,
H#I,,$+&.E(%$A(%,&()81.(&,;&,";?,#(,;:)((%,#(/K((+,/E(,*'();/*),;+%,/E(,)(&1%(+/T,



! "#$%&'!%(!)**+*'#,!-+.+(/!+(!0&+'+*1!2%3456+7!

!

!

!

!

:RP! 27(7,+7(!2#('&#!>%&!B3,#&!-78!

,
H.I, ,'$)&$;+/,/*,K)1//(+,+*/1.(,&/;/1+:,/E(,)(;&*+,KE?,(+/)?,1&,+(.(&&;)?3,')*81%(%,

/E(,/1"(,*D,(+/)?,&/;/(%,1+,/E(,+*/1.(,1&,+*/,A(&&,/E;+,4U,E*$)&,+*),"*)(,/E;+,`4,
E*$)&,D)*",/E(,/1"(,+*/1.(,1&,:18(+T,

,
H%I,,)(;A,*),'().(18(%,("():(+.?,1+,/E(,V$%:"(+/,*D,/E(,*'();/*)3,*),1D,/E(,*'();/*),

E;&,;,)(;&*+;#A(,D(;),/E;/,/E(,)(&1%(+/W&,E(;A/E,*),'E?&1.;A,K(AA>#(1+:,*),')*'>
()/?,";?,#(,;/,)1&JT,

,
H(I,,;#;+%*+"(+/,*D,/E(,%K(AA1+:,$+1/,#?,/E(,)(&1%(+/T,
,
HDI, , ,;%%1/1*+;A,&()81.(&,;));+:(%,D*),;,)(&1%(+/,;K;1/1+:,;,"*8(,/*,;,"*)(,;'')*>

')1;/(,.;)(,&(//1+:,#(.;$&(,*D,1+.)(;&(%,.;)(,+((%&T,
,
H:I,,K1/E,/E(,.*+&(+/,*D,/E(,)(&1%(+/,:18(+,*+,;,&'(.1D1.,*..;&1*+<$

F.4$__G$

$

$

OD4$$-&&1&/(%,A181+:,A(:1&A;/1*+,&E*$A%,;DD1)",/E(,)1:E/,*D,)(&1%(+/&,/*,.*+D1%(+/1;A1/?,*D,
/E(1),'()&*+;A,1+D*)";/1*+,1+,;..*)%;+.(,K1/E,;''A1.;#A(,A;K&<,

F.4$haG$

$

$

OO4$$-''A1.;/1*+,*D,/E(,f)##%+*$+9$C,9+)*'-&+,$',%$H)+-#2-&+,$+9$H)&/'28$72-,;+%,/E(,
H#)1+,'3$C,9+)*'-&+,$H)+-#2-&+,$72-,&E*$A%,#(,);/1*+;A1Y(%,1+,/E(,.*+/(O/,*D,;&&1&/(%,
A181+:,#?,(+;./"(+/,*D,;,')*81&1*+,/E;/,'()&*+;A,1+D*)";/1*+,*D,;+,;&&1&/(%,A181+:,)(&1>
%(+/,*)1:1+;AA?,.*AA(./(%,8;A1%A?,*+,/E(,#;&1&,*D,(1/E(),;+,(O')(&&,*),%(("(%,.*+&(+/,1+,
.*"'A1;+.(,K1/E,/E(,H#)1+,'3$C,9+)*'-&+,$H)+-#2-&+,$72-,1&,;A&*,%(("(%,/*,E;8(,#((+,
8;A1%A?,.*AA(./(%,$+%(),/E(,f)##%+*$+9$C,9+)*'-&+,$',%$H)+-#2-&+,$+9$H)&/'28$72-3, 1D,
/E(,*'();/*),&E*$A%,&$#&(Q$(+/A?,#(.*"(,;,M&()81.(,')*81%()N,D*),/E(,'$)'*&(&,*D,/E(,
A;//(),-./,1+,)(A;/1*+,/*,/E;/,)(&1%(+/,KE1A(,/E(,)(&1%(+/,)(";1+&,1+,/E(,D;.1A1/?<,
$

F..4$ha=h;G$

$

$

OE4$ $LE(, D*AA*K1+:, ;%%1/1*+;A,";//()&, &E*$A%, #(, 1+.A$%(%, 1+, E(;A/E, ;+%, &;D(/?, &/;+>
%;)%&,D*),;&&1&/(%,A181+:R,
,
H;I,,,,;,.*"'A;1+/&,')*.(%$)(3,KE1.E,.*$A%,#(,';)/,*D,/E(,:(+();A,A(:1&A;/18(,*),)(:$>

A;/*)?, D);"(K*)J, D*), ;&&1&/(%, A181+:, ;+%, +((%, +*/, #(, A1"1/(%, /*, E(;A/E, ;+%,
&;D(/?,";//()&T,



! "#$%&'!%(!)**+*'#,!-+.+(/!+(!0&+'+*1!2%3456+7!

!

!

!

!

! 0&+'+*1!2%3456+7!-78!9(*'+'4'#! :RQ!

,
H#I,,,,;"#1(+/,/("'();/$)(,.*+/)*A,#?,"(;+&,*D,;+,*$/.*"(>#;&(%,&/;+%;)%,')*81%>

1+:,/E;/,/E(,/("'();/$)(,K1/E1+,;AA,.*""*+,;)(;&,*D,;+,;&&1&/(%,A181+:,D;.1A1/?,
"$&/,#(,";1+/;1+(%,K1/E1+,;,);+:(,/E;/,1&,&;D(,;+%,.*"D*)/;#A(,1+,)(A;/1*+,/*,
/E(,*)%1+;)?,$&(&,*D,/E(,)**",1+,Q$(&/1*+T,

,
H.I,,,,";O1"$",/("'();/$)(,*D,DA*K1+:,%*"(&/1.,K;/(),D)*",;,&*$).(,/E;/,1&,;..(&>

&1#A(,/*,;,)(&1%(+/3,1<(<3,U\a,=<$
F.4$hhG$

$

$

OW4$$LE(,^1+1&/)?,*D,2(;A/E,&E*$A%,)(81(K,/E(,'*A1.?,%(8(A*'(%,#?,A1.(+&1+:,;$/E*)1/1(&,
/E;/,')*E1#1/&,&/;DD,;&&1:+(%,/*,/E(,A1.(+&(%,.;)(,&(./1*+,*D,;,.;"'$&,*D,.;)(,D)*",#(1+:,
%('A*?(%, 1+,;,+*+>A1.(+&(%,&(./1*+<, , X+, /E(,(8(+/,*D,;+,("():(+.?, 1+, /E(,+*+>A1.(+&(%,
&(./1*+3,/E(,')*E1#1/1*+,&E*$A%,#(,)(A;O(%<$

F.4$h`G$

$

$

Og4$ $LE(,.)1/()1*+,D*),%(/()"1+1+:,KE(/E(),;+, 1+.1%(+/, 1+,;+,;&&1&/(%, A181+:,D;.1A1/?, 1&,
)('*)/;#A(,/*,/E(,-&&1&/(%,9181+:,0(:1&/);),&E*$A%,#(,KE(/E(),/E(, 1+.1%(+/,'A;.(%,/E(,
E(;A/E,;+%,&;D(/?,*D,;,)(&1%(+/,;/,)1&J<$

F.4$`aG$

$

$

O_4$$LE(,"(/E*%,*D,)(:$A;/1*+,D*),E(;A/E,;+%,&;D(/?,&/;+%;)%&,1+,;&&1&/(%,A181+:,&E*$A%,
)(";1+,')1";)1A?,*$/.*"(>#;&(%<$

F.4$`;G$

$

,
Oh4$ $LE(, 1+8(&/1:;/18(,'*K()&,*D, /E(,-&&1&/(%,9181+:,0(:1&/);), &E*$A%,#(,(O';+%(%,#?,
(+;#A1+:,/E(,-&&1&/(%,9181+:,0(:1&/);)R,
,
H;I, /*,1+8(&/1:;/(,;,";//(),;)1&1+:,1+,.*++(./1*+,K1/E,/E(,*'();/1*+,*D,;+,;&&1&/(%,

A181+:, D;.1A1/?3, KE(/E(), *), +*/, /E()(, 1&, ;, )(;&*+, /*, #(A1(8(, /E;/, /E(, E(;A/E, *),
&;D(/?,*D,;,)(&1%(+/,1&,;/,)1&JT,;+%,
,

H#I, , /*,)(Q$1)(,;+,*'();/*),/*,')*81%(, 1+D*)";/1*+,)(A(8;+/,/*,/E(,*'();/1*+,*D,;+,
;&&1&/(%, A181+:, D;.1A1/?, #?, /E;/, *'();/*)3, ;+%, /E(, *'();/*), &E*$A%, #(, A(:;AA?,
*#A1:(%,/*,')*81%(,1/<,

F.4$`gG$

,



! "#$%&'!%(!)**+*'#,!-+.+(/!+(!0&+'+*1!2%3456+7!

!

!

!

!

:US! 27(7,+7(!2#('&#!>%&!B3,#&!-78!

O`4$$LE(,0(:1&/);)W&,'*K(),/*,;//;.E,.*+%1/1*+&,/*,)(:1&/);/1*+,'(+%1+:,.*))(./1*+,*D,;,
#)(;.E,*D,;+,-./,*),)(:$A;/1*+3,*),*D,;,&/;+%;)%,(&/;#A1&E(%,$+%(),;,K)1//(+,'*A1.?,*D,
/E(,0(:1&/);)3, &E*$A%,#(,("'A*?(%,;&,;,&;+./1*+,/*, 1+%$.(,.*"'A1;+.(,K1/E,/E(,I+*=
*0,&-8$I')#$',%$711&1-#%$A&/&,($72-,;+%,)(:$A;/1*+&,*),(O1&/1+:,.*+%1/1*+&,*D,;,)(:1&>
/);/1*+3,1+,')(D()(+.(,/*,(+D*).("(+/,#?,D1+(,*),/E(,1+/)*%$./1*+,*D,"*+(/;)?,;%"1+1&>
/);/18(,'(+;A/1(&<,

F.4$`gG$

$

$

Ea4$$LE(,D*AA*K1+:,"(;&$)(&,&E*$A%,#(,$+%()/;J(+,1+,)(A;/1*+,/*,("'A*?"(+/,;+%,&/;DD,
%(8(A*'"(+/,1+,;&&1&/(%,A181+:R,
,
H;I,,/);1+1+:,')*:);"&,;+%,*''*)/$+1/1(&,/*,*#/;1+,/);1+1+:,D*),.;)(,;1%(&,&E*$A%,#(,

(O';+%(%,1+,$+%()>&()81.(%,;)(;&T,
,
H#I, , %1&/;+.(, (%$.;/1*+, &E*$A%, #(, $&(%, KE()(, D(;&1#A(, /*, D;.1A1/;/(, /);1+1+:, ')*>

:);"&,)(D())(%,/*,';);:);'E,H;IT,,
,
H.I, , /E()(, &E*$A%, #(, ;, &/;+%;)%, ')*81+.(>K1%(, .()/1D1.;/1*+, (O;"1+;/1*+, D*), +(K,

.;)(,;1%(&T,
,
H%I, ,;,')*.(&&, &E*$A%,#(,(&/;#A1&E(%,K1/E,(Q$18;A(+.?,&/;+%;)%&,$+%(),KE1.E,.;)(,

;1%(&,K1/E,K*)J1+:,(O'()1(+.(,.*$A%,#(,(O("'/(%,D)*",/E(,')*81+.(>K1%(,.()/1>
D1.;/1*+,(O;"1+;/1*+T,

,
H(I, ,'A;++1+:,D*),D$/$)(,K*)JD*).(,)(Q$1)("(+/&,1+,;&&1&/(%,A181+:,1+,F<=<,&E*$A%,#(,

%*+(,*+,;,)(:1*+>#?>)(:1*+,#;&1&<$
F..4$``=;aaG$

$

$

E;4$ $LE(,D*AA*K1+:,"(;&$)(&,&E*$A%,#(,$+%()/;J(+, 1+,)(A;/1*+,/*,*..$';/1*+;A,E(;A/E,
;+%,&;D(/?,1+,;&&1&/(%,A181+:R,
,

H;I K*)J>)(A;/(%,1+V$)?,);/(&,D*),K*)J()&,1+,;&&1&/(%,A181+:,&E*$A%,#(,/);.J(%,
&(';);/(A?,D)*",/E*&(,*D,*/E(),K*)J()&,1+,+*+>;.$/(,.;)(,&(//1+:&T!

!

H#I ;,.*"')(E(+&18(,*..$';/1*+;A,E(;A/E,;+%,&;D(/?,')*:);",&E*$A%,#(,%(8(A*'(%,
D*),/E(,;&&1&/(%,A181+:,&(./*)3,1+.*)'*);/1+:,#(&/,');./1.(,"*%$A(&,D)*",K1/E1+,
/E(,')*81+.(,;+%,D)*",*/E(),V$)1&%1./1*+&T!

!



! "#$%&'!%(!)**+*'#,!-+.+(/!+(!0&+'+*1!2%3456+7!

!

!

!

!

! 0&+'+*1!2%3456+7!-78!9(*'+'4'#! :U:!

H.I )(:$A;),)(81(K&,*D,D;.1A1/1(&,&E*$A%,/;J(,'A;.(,/*,"*+1/*),1"'A("(+/;/1*+,*D,;+,
*..$';/1*+;A,E(;A/E,;+%,&;D(/?,')*:);",D*),;&&1&/(%,A181+:,;+%,')*"*/(,1">
')*8("(+/&,1+,E(;A/E,;+%,&;D(/?,');./1.(&<$

F..4$;aa=;a;G$

$

$

ED4$$-,%1&'$/(,)(&*A$/1*+,')*.(&&,D*),;&&1&/(%,A181+:,&E*$A%,.*"')1&(,&$..(&&18(,&/;:(&<,
$

F.4$;DDG$

$

$

EO4$$bE1A(,;,)(&1%(+/,&E*$A%,E;8(,/E(,)1:E/,;/,;AA,/1"(&,/*,&$#"1/,;,.*"'A;1+/,%1)(./A?,
/*,/E(,-&&1&/(%,9181+:,0(:1&/)?3,;+,;//("'/,&E*$A%,#(,";%(,1+1/1;AA?,/*,)(&*A8(,;,.*">
'A;1+/,;/,/E(,A(8(A,*D,/E(,1+%181%$;A,;&&1&/(%,A181+:,D;.1A1/?,/E)*$:E,/E(,D;.1A1/?W&,1+/()+;A,
.*"'A;1+/,')*.(&&<,,

F.4$;DDG$

$

$

EE4$$-,)(&1%(+/,&E*$A%,E;8(,/E(,*'/1*+&,*D,1+1/1;/1+:,;,.*"'A;1+/,')*.(&&,1+/()+;A,/*,/E(,
D;.1A1/?,#?R,
,

H;I %1)(./,.*""$+1.;/1*+,K1/E,/E(,*'();/*)T,,
,
H#I ;'')*;.E1+:,;,)(&1%(+/&W,*),D;"1A?,.*$+.1AT,*),
,
H.I H1D,/E(,)(&1%(+/W&,*..$';+.?,1&,'$#A1.A?,&$#&1%1Y(%,;+%,/E(,";//(),.*+.()+&,/E(,

)(&1%(+/W&,;$/E*)1Y(%,&()81.(&,'A;+I,;'')*;.E1+:,/E(,.;&(,";+;:()<$
$

F.4$;DDG$

EW4$$LE(,-&&1&/(%,9181+:,0(:1&/)?,&E*$A%,#(,("'*K()(%,/*,)(.(18(3,1+8(&/1:;/(3,;+%,;/>
/("'/, /*, )(&*A8(, .*"'A;1+/&, )(A;/1+:, /*, /E(,*'();/1*+,*D,;+,;&&1&/(%, A181+:, D;.1A1/?,*),
;)1&1+:, D)*",)(A;/1*+&,#(/K((+, )(&1%(+/&,;+%, /E(,*'();/*)3, )(:;)%A(&&,*D, /E(, &$#V(./>
";//(),*D,/E(,.*"'A;1+/<,

F.4$;DOG$

!

Eg4$$LE(,-&&1&/(%,9181+:,0(:1&/);),&E*$A%,)(.(18(,'*K()&,;+;A*:*$&,/*,/E*&(,*D,/E(,c1>
)(./*),*D, /E(,0(&1%(+/1;A,L(+;+.?,F);+.E,$+%(), /E(,B#1&%#,-&'3$!#,',28$72-, /*,E(;),



! "#$%&'!%(!)**+*'#,!-+.+(/!+(!0&+'+*1!2%3456+7!

!

!

!

!

:U;! 27(7,+7(!2#('&#!>%&!B3,#&!-78!

;+%,%(.1%(,%1&'$/(&,1+,)(A;/1*+,/*,;,/(+;+.?,1+,;,%K(AA1+:,$+1/,1+,;+,;&&1&/(%,A181+:,D;>
.1A1/?<,,

F.4$;DOG$

$

$

E_4$$LE(,-&&1&/(%,9181+:,0(:1&/);),&E*$A%,E;8(,/E(,'*K(),/*,1&&$(,;,#1+%1+:,%(.1&1*+,*+,
;+,(O'(%1/(%,#;&1&,1D,;,';)/?,&*,)(Q$(&/&,;+%,/E(,.1).$"&/;+.(&,)(Q$1)(,;+,$):(+/,)(&*>
A$/1*+<,

F.4$;DOG$

$

$

Eh4$$LE(,-&&1&/(%,9181+:,0(:1&/)?,&E*$A%,E;8(,&$DD1.1(+/,&/;DD,;+%,)(&*$).(&,/*,'()D*)",
/E(,)*A(,.*+/("'A;/(%,#?,0(.*""(+%;/1*+&,U6,/*,UG,1+.A$&18(3,;+%,/*,&$DD1.1(+/A?,&(';>
);/(, 1+8(&/1:;/18(, D)*",;%V$%1.;/18(, D$+./1*+&, &*,;&, /*,;8*1%,;, )(;&*+;#A(,;'')(E(+>
&1*+,*D,1+&/1/$/1*+;A,#1;&<,

F.4$;DOG$

$

,
E`4$$LE()(,&E*$A%,#(,;,)1:E/,*D,;''(;A,D)*",;,%(.1&1*+,*D,/E(,-&&1&/(%,9181+:,0(:1&/)?,)(>
&'(./1+:,;, )(&1%(+/W&, .*"'A;1+/<, ,LE(,;''(;A, /)1#$+;A, &E*$A%,#(,("'*K()(%, /*,(+/()>
/;1+,;''(;A&, *+,;AA, Q$(&/1*+&, *D, A;K,*), D;./, %(.1%(%,#?, /E(,-&&1&/(%,9181+:,0(:1&/);)3,
;+%,/*,&$#&/1/$/(,1/&,*K+,%(.1&1*+,D*),/E(,%(.1&1*+,;''(;A(%,D)*"<,,LE(,;''(;A,&E*$A%,#(,
D1+;A<,

F.4$;DOG$

$

$

Wa4$$-,"*%(A,*D,A1"1/(%,:*8()+"(+/;A,)(:$A;/1*+,&E*$A%,#(,)(/;1+(%,D*),;&&1&/(%,A181+:,
1+,F)1/1&E,=*A$"#1;<,

F.4$;OaG$

,
,
$



! "#$%&'!%(!)**+*'#,!-+.+(/!+(!0&+'+*1!2%3456+7!

!

!

!

!

! 0&+'+*1!2%3456+7!-78!9(*'+'4'#! :UR!

$

?"9J29?)-!KIJ=B"L!9J!;S:;!
$

$

!"#$L)&-&1"$I+30*<&'$A'5$ C,1-&-0-#$#Z.)#11#1$ &-1$ -"',61$ -+$ &-1$.)&,2&.'3$ 90,%#)1$ &,$

-"#$.'1-$8#')Q$

$

• !"#$A'5$f+0,%'-&+,$+9$L)&-&1"$I+30*<&'R$

• !"#$b+-')8$f+0,%'-&+,$+9$L)&-&1"$I+30*<&'R$

• !"#$B#'3$T1-'-#$f+0,%'-&+,$+9$L)&-&1"$I+30*<&'R$

• U&,&1-)8$+9$i01-&2#$9+)$L)&-&1"$I+30*<&'R$

• P#.')-*#,-$+9$i01-&2#$I','%'R$

• I+,-&,0&,($A#('3$T%02'-&+,$:+2&#-8$+9$L)&-&1"$I+30*<&'R$

• A'58#)1$C,10)',2#$f0,%R$',%$

• L+0("-+,$A'5$I+).+)'-&+,4$

$

!"#$LIAC$ '31+$ )#&-#)'-#1$ &-1$ -"',61$ -+$ '33$ -"+1#$ &,%&/&%0'31$ ',%$ +)(',&?'-&+,1$5"+$

"'/#$.)+/&%#%$9&,',2&'3$10..+)-$9+)$&-1$.)#1#,-$',%$.'1-$'2-&/&-&#14$

$

$

$

$

$

$

$

$
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! ! !
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$

$

$

$

$

$

$
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$
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$

$

$

$

$
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