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Executive Summary
qÜÉ=çêÖ~åáò~íáçåë=íÜ~í=ïÉ=ëìêîÉóÉÇ=ã~ÇÉ=ëáÖåáÑáÅ~åí=ëíêáÇÉë=áå=~ÇçéíáåÖ=íÜÉ=fåíÉêåÉí=çîÉê=íÜÉ=é~ëí
íÜêÉÉ=ãçåíÜëK=cçê=íÜÉ=èì~êíÉê=ÉåÇáåÖ=áå=aÉÅÉãÄÉê=OMMNI=íÜÉ=åìãÄÉê=çÑ=çêÖ~åáò~íáçåë=éìêÅÜ~ëáåÖ
ÄçíÜ=ÇáêÉÅí=~åÇ=áåÇáêÉÅí=ã~íÉêá~äë=áåÅêÉ~ëÉÇ=~åÇ=~Ççéíáçå=çÑ=ãçëí=çåäáåÉ=~ÅíáîáíáÉë=ÅçåíáåìÉÇ=íç
ÖêçïK=qÜÉ=ãçëí=éêçåçìåÅÉÇ=ÅÜ~åÖÉ=Ñêçã=íÜÉ=lÅíçÄÉê=OMMN=oÉéçêí=lå=É_ìëáåÉëë=ï~ë=íÜ~í=ä~êÖÉJ
îçäìãÉ=ÄìóáåÖ=çêÖ~åáò~íáçåë=êÉéçêíÉÇ=~=Çê~ã~íáÅ=áåÅêÉ~ëÉ=áå=Åçëí=ë~îáåÖë=~åÇ=~=ëáÖåáÑáÅ~åí=àìãé=áå
íÜÉ=áãéçêí~åÅÉ=çÑ=íÜÉ=fåíÉêåÉíK

Methodology

qÜÉ=fpjLcçêêÉëíÉê=oÉëÉ~êÅÜ=oÉéçêí=lå=É_ìëáåÉëë=ãÉ~ëìêÉë=íÜÉ=~Ççéíáçå=çÑ=fåíÉêåÉíJÄ~ëÉÇ
éêçÅìêÉãÉåí=~åÇ=íê~Åâë=çåäáåÉ=~Åíáîáíó=Ñçê=ÄçíÜ=ã~åìÑ~ÅíìêáåÖ=~åÇ=åçåJã~åìÑ~ÅíìêáåÖ
çêÖ~åáò~íáçåëK

qÜÉ=oÉéçêí=áë=Ä~ëÉÇ=çå=Ç~í~=ÅçãéáäÉÇ=Ñêçã=~=ëìêîÉó=ëÉåí=íç=ëìééäó=ã~å~ÖÉãÉåí=ÉñÉÅìíáîÉë=áå=ãçêÉ
íÜ~å=SMM=ã~åìÑ~ÅíìêáåÖ=~åÇ=åçåJã~åìÑ~ÅíìêáåÖ=çêÖ~åáò~íáçåë=ÄÉäçåÖáåÖ=íç=íÜÉ=fpj=_ìëáåÉëë
pìêîÉó=`çããáííÉÉëK=jÉãÄÉêëÜáé=çå=íÜÉëÉ=ÅçããáííÉÉë=áë=ÇáîÉêëáÑáÉÇ=Äó=ëí~åÇ~êÇ=áåÇìëíêá~ä
Åä~ëëáÑáÅ~íáçå=Epf`FI=Ä~ëÉÇ=çå=É~ÅÜ=çêÖ~åáò~íáçåÛë=ÅçåíêáÄìíáçå=íç=Öêçëë=ÇçãÉëíáÅ=éêçÇìÅí=EdamFK=^ää
ÖÉçÖê~éÜáÅ~ä=~êÉ~ë=~êÉ=êÉéêÉëÉåíÉÇ=çå=íÜÉ=ÅçããáííÉÉëK

qÜÉ=oÉéçêí=áë=ÅçãéçëÉÇ=çÑ=íÜÉ=ëìêîÉó=êÉëéçåëÉë=çÑ=PSN=çêÖ~åáò~íáçåëK=qç=ìåÇÉêëí~åÇ=íÜÉ=ÇáÑÑÉêÉåÅÉ
áå=çåäáåÉ=ÄÉÜ~îáçêë=çÑ=íÜÉëÉ=çêÖ~åáò~íáçåëI=êÉëéçåëÉë=ïÉêÉ=~å~äóòÉÇ=~äçåÖ=íÜêÉÉ=Åä~ëëáÑáÅ~íáçåëW=NF=íÜÉ
êÉëìäíë=çÑ=~ää=çêÖ~åáò~íáçåëX=OF=~=Åçãé~êáëçå=çÑ=ã~åìÑ~ÅíìêáåÖ=~åÇ=åçåJã~åìÑ~ÅíìêáåÖ=çêÖ~åáò~íáçåëX
~åÇ=PF=~=Åçãé~êáëçå=çÑ=Åçãé~åáÉë=íÜ~í=éêçÅìêÉ=ãçêÉ=íÜ~å=ANMM=ãáääáçå=éÉê=óÉ~ê=~åÇ=íÜçëÉ=íÜ~í
éêçÅìêÉ=äÉëë=íÜ~å=ANMM=ãáääáçå=éÉê=óÉ~êK
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^ää
êÉëéçåÇÉåíë

j~åìÑ~ÅíìêÉêë kçåJ
ã~åìÑ~ÅíìêÉêë

_ìó=ãçêÉ
íÜ~å=ANMM
ãáääáçå=éÉê

óÉ~êG

_ìó=äÉëë=íÜ~å
ANMM=ãáääáçå
éÉê=óÉ~êG

kìãÄÉê=çÑ
êÉëéçåÇÉåíë

PSN NTT NUQ NOP NTM

jÉÇá~å=~ååì~ä
éìêÅÜ~ëÉë
EãáääáçåëF

ATR ATR APT APTR ANT

kçíÉëW
GpáñíóJÉáÖÜí=êÉëéçåÇÉåíë=ÇÉÅäáåÉÇ=íç=éêçîáÇÉ=çîÉê~ää=éìêÅÜ~ëáåÖ=Ç~í~=JJ=íÜáë=åìãÄÉê=áë=ÅçåëáÇÉê~Ääó
ä~êÖÉê=íÜ~å=áå=éêÉîáçìë=êÉéçêíëK

qÜÉ=~Ççéíáçå=ê~íÉ=Ñçê=åÉï=çåäáåÉ=~ÅíáîáíáÉë=áë=ãÉ~ëìêÉÇ=Äó=íÜÉ=É_ìëáåÉëë=^Ççéíáçå=jçãÉåíìã
EÉ_^jF=áåÇÉñK=qÜÉ=É_^j=áåÇÉñ=ê~åÖÉë=Ñêçã=HRKM=íç=JRKM=~åÇ=Éî~äì~íÉë=íÜÉ=åìãÄÉê=çÑ=çêÖ~åáò~íáçåë
ÇçáåÖ=~å=çåäáåÉ=~ÅíáîáíóI=~ë=ïÉää=~ë=íÜÉ=áåÅêÉ~ëáåÖ=çê=ÇÉÅêÉ~ëáåÖ=é~ÅÉ=çÑ=ÅÜ~åÖÉ=áå=íÜÉáê=ìë~ÖÉK=qÜÉ
áåÇÉñ=éçáåíë=íç=íÜÉ=ÑçääçïáåÖ=é~ÅÉ=çÑ=~ÇçéíáçåW

PKN íç RKM bñíêÉãÉäó=éçëáíáîÉ
NKS= íç= PKM páÖåáÑáÅ~åíäó=éçëáíáîÉ
MKS íç= NKR jçÇÉê~íÉäó=éçëáíáîÉ
JMKR= íç MKR kÉÖäáÖáÄäÉ
JNKR= íç JMKS jçÇÉê~íÉäó=åÉÖ~íáîÉ
JPKM= íç JNKS páÖåáÑáÅ~åíäó=åÉÖ~íáîÉ
JRKM íç JPKN bñíêÉãÉäó=åÉÖ~íáîÉ

Overall Internet Adoption

•  låäáåÉ=ÉÑÑçêíë=ïÉêÉ=ëäçïÉÇ=Äó=íÜÉ=ÉÅçåçãáÅ=ÇçïåíìêåK=tÜÉå=~ëâÉÇ=~Äçìí=çÄëí~ÅäÉë=íç
íÜÉáê=fåíÉêåÉí=~ÅíáîáíáÉëI=çêÖ~åáò~íáçåë=ãçëí=çÑíÉå=ãÉåíáçåÉÇ=íïç=áíÉãëW=íÜÉ=áãé~Åí=çÑ=íÜÉ
ëäçïáåÖ=ÄìëáåÉëë=ÉåîáêçåãÉåí=~åÇ=íÜÉáê=ëìééäáÉêëÛ=ä~Åâ=çÑ=Å~é~ÄáäáíáÉëK

•  lêÖ~åáò~íáçåë=êÉã~áåÉÇ=áå=íÜÉ=É~êäó=ëí~ÖÉë=JJ=Äìí=ã~ÇÉ=ëáÖåáÑáÅ~åí=éêçÖêÉëë=JJ=áå
çåäáåÉ=éìêÅÜ~ëáåÖK=tÜáäÉ=çåäó=ONKSB=çÑ=~ää=êÉëéçåÇÉåíë=êÉéçêí=ÄÉáåÖ=ãçêÉ=íÜ~å=OMB=~äçåÖ
íÜÉ=ï~ó=íçï~êÇ=Ñìääó=~ÇçéíáåÖ=íÜÉ=kÉíI=éìêÅÜ~ëÉêë=ã~ÇÉ=ëáÖåáÑáÅ~åí=ëíêáÇÉë=áå=íÜáë=èì~êíÉêK
cçê=íÜÉ=Ñáêëí=íáãÉI=ãçêÉ=íÜ~å=Ü~äÑ=çÑ=~ää=çêÖ~åáò~íáçåë=êÉéçêíÉÇ=íÜ~í=íÜÉó=~êÉ=ÄÉóçåÇ=íÜÉ
É~êäáÉëí=ëí~ÖÉ=çÑ=~ÇçéíáåÖ=íÜÉ=fåíÉêåÉí=ERTKNBF=JJ=~=ëáÖåáÑáÅ~åí=áåÅêÉ~ëÉ=çîÉê=nP=OMMN=EQVKQBFK
kçåJã~åìÑ~ÅíìêÉêë=~åÇ=ä~êÖÉJîçäìãÉ=ÄìóáåÖ=çêÖ~åáò~íáçåë=êÉéçêíÉÇ=Ü~îáåÖ=ã~ÇÉ=íÜÉ=ãçëí
éêçÖêÉëëK



3

eçï=ãìÅÜ=éêçÖêÉëë=Ü~îÉ=óçì=ã~ÇÉ=íçï~êÇ=Ñìääó=~ÇçéíáåÖ=íÜÉ=fåíÉêåÉí=áå=óçìê=éìêÅÜ~ëáåÖ=~ÅíáîáíáÉë\

^ää
êÉëéçåÇÉåíë

j~åìÑ~ÅíìêÉêë kçåJ
ã~åìÑ~ÅíìêÉêë

_ìó=ãçêÉ
íÜ~å=ANMM
ãáääáçå=éÉê

óÉ~ê

_ìó=äÉëë
íÜ~å=ANMM
ãáääáçå=éÉê

óÉ~ê
açåÛí=éä~å=íç
ìëÉ=íÜÉ
fåíÉêåÉí

OKUB PKRB OKOB QKNB PKMB

YRB QMKMB QPKQB PSKUB OVKRB QVKTB
RB=íç=OMB PRKRB PUKOB PPKMB PSKNB PNKTB
ONB=íç=QMB NNKRB UKTB NQKPB NUKMB TKUB
[QMB NMKNB SKPB NPKTB NOKPB TKUB

•  qÜÉ=fåíÉêåÉí=Ü~ë=áåÅêÉ~ëÉÇ=áå=áãéçêí~åÅÉ=Ñçê=ä~êÖÉJîçäìãÉ=éìêÅÜ~ëÉêëK=iççâáåÖ=~ÜÉ~Ç
íç=íÜÉ=åÉñí=NO=ãçåíÜëI=USKSB=çÑ=çêÖ~åáò~íáçåë=ë~ï=íÜÉ=fåíÉêåÉí=~ë=áãéçêí~åíI=~=ëã~ää=áåÅêÉ~ëÉ
çîÉê=ä~ëí=èì~êíÉêÛë=äÉîÉä=EUQKQBFK=i~êÖÉJîçäìãÉ=éìêÅÜ~ëÉêë=ÅçåíáåìÉÇ=íç=ÇÉëÅêáÄÉ=íÜÉ=kÉí=~ë
áãéçêí~åí=ãçêÉ=ÑêÉèìÉåíäó=íÜ~å=ëã~ääÉêJîçäìãÉ=éìêÅÜ~ëÉêë=ÇáÇ=EVNB=îÉêëìë=UNKNBFK=i~êÖÉJ
îçäìãÉ=éìêÅÜ~ëÉêë=íÜ~í=êÉéçêíÉÇ=íÜÉ=kÉí=~ë=ÄÉáåÖ=ÉáíÜÉê=îÉêó=áãéçêí~åí=çê=ÅêáíáÅ~ä=áåÅêÉ~ëÉÇ
ëÜ~êéäó=Ñêçã=íÜÉ=éêÉîáçìë=èì~êíÉê=EÑêçã=QOKRB=íç=RPKPBF=JJ=ïÜáäÉ=ëã~ääÉêJîçäìãÉ=ÄìóáåÖ
çêÖ~åáò~íáçåë=íÜ~í=êÉéçêíÉÇ=íÜÉ=kÉí=~ë=ÄÉáåÖ=ÉáíÜÉê=îÉêó=áãéçêí~åí=çê=ÅêáíáÅ~ä=áåÅêÉ~ëÉÇ
ëäáÖÜíäó=Ñêçã=íÜÉ=éêÉîáçìë=èì~êíÉê=EÑêçã=OQKNB=íç=OSKNBFK

eçï=áãéçêí~åí=áë=íÜÉ=ìëÉ=çÑ=íÜÉ=fåíÉêåÉí=áå=óçìê=çîÉê~ää=éìêÅÜ~ëáåÖ=éä~åë=Ñçê=íÜÉ=åÉñí=NO=ãçåíÜë\

^ää
êÉëéçåÇÉåíë

j~åìÑ~ÅíìêÉêë kçåJ
ã~åìÑ~ÅíìêÉêë

_ìó=ãçêÉ
íÜ~å=ANMM
ãáääáçå=éÉê

óÉ~ê

_ìó=äÉëë
íÜ~å=ANMM
ãáääáçå=éÉê

óÉ~ê
kçí=áãéçêí~åí NPKQB NQKRB NOKRB VKMB NUKVB
pçãÉïÜ~í
áãéçêí~åí

QUKPB ROKSB QQKMB PTKTB RRKMB

sÉêó
áãéçêí~åí

PPKPB OTKOB PVKNB QRKNB OQKVB

`êáíáÅ~ä RKMB RKUB QKPB UKOB NKOB

•  i~êÖÉJîçäìãÉ=éìêÅÜ~ëÉêë=~êÉ=áåÅêÉ~ëáåÖäó=êÉéçêíáåÖ=Åçëí=ë~îáåÖëK=OVKNB=çÑ=çêÖ~åáò~íáçåë
êÉéçêíÉÇ=Åçëí=ë~îáåÖë=Ñêçã=íÜÉáê=fåíÉêåÉí=~ÅíáîáíáÉë=JJ=~=ÅçåëáÇÉê~ÄäÉ=áåÅêÉ~ëÉ=Ñêçã=ä~ëí
èì~êíÉêÛë=OPKNBK=qÜÉ=åìãÄÉê=çÑ=ä~êÖÉJîçäìãÉ=éìêÅÜ~ëÉêë=êÉéçêíáåÖ=Åçëí=ë~îáåÖë=áåÅêÉ~ëÉÇ
Çê~ã~íáÅ~ääó=EÑêçã=OUKQB=íç=QRKRBF=ïÜáäÉ=íÜÉ=åìãÄÉê=çÑ=ëã~ääÉêJîçäìãÉ=ÄìóáåÖ
çêÖ~åáò~íáçåë=êÉéçêíáåÖ=Åçëí=ë~îáåÖë=êÉã~áåÉÇ=åÉ~êäó=íÜÉ=ë~ãÉ=~ë=ä~ëí=èì~êíÉê=ENVKPBFK
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aìêáåÖ=íÜÉ=é~ëí=íÜêÉÉ=ãçåíÜëI=Üçï=Ü~îÉ=óçìê=çåäáåÉ=éìêÅÜ~ëáåÖ=~ÅíáîáíáÉë=~ÑÑÉÅíÉÇ=íÜÉ=íçí~ä=Åçëí=çÑ
çïåÉêëÜáé=çÑ=óçìê=éêçÇìÅí=çê=ëÉêîáÅÉë\

^ää
êÉëéçåÇÉåíë

j~åìÑ~ÅíìêÉêë kçåJ
ã~åìÑ~ÅíìêÉêë

_ìó=ãçêÉ
íÜ~å=ANMM
ãáääáçå
éÉê=óÉ~ê

_ìó=äÉëë
íÜ~å=ANMM
ãáääáçå=éÉê

óÉ~ê
fåÅêÉ~ëÉÇ VKNB UKPB VKVB TKQB TKUB
kç=ÅÜ~åÖÉ SNKUB SMKSB SPKMB QTKNB TOKVB
aÉÅêÉ~ëÉÇ OTKNB OTKSB OSKRB QMKRB NUKTB
páÖåáÑáÅ~åíäó
ÇÉÅêÉ~ëÉÇ

OKMB PKRB MKSB RKMB MKSB

•  lêÖ~åáò~íáçåë=~êÉ=áåÅêÉ~ëáåÖäó=ÅÜ~åÖáåÖ=íÜÉáê=éêçÅìêÉãÉåí=éêçÅÉëëÉëK=tÜáäÉ=çåäó=VKTB
çÑ=çêÖ~åáò~íáçåë=êÉéçêíÉÇ=íÜ~í=íÜÉ=fåíÉêåÉí=Ü~ë=áåíêçÇìÅÉÇ=ã~àçê=ÅÜ~åÖÉë=íç=íÜÉáê
éêçÅìêÉãÉåí=éêçÅÉëëÉë=çîÉê=íÜÉ=é~ëí=íÜêÉÉ=ãçåíÜëI=íÜáë=åìãÄÉê=êÉéêÉëÉåíë=~å=áåÅêÉ~ëÉ=Ñêçã
ä~ëí=èì~êíÉêDë=äÉîÉä=çÑ=SBK=i~êÖÉJîçäìãÉ=ÄìóáåÖ=çêÖ~åáò~íáçåë=êÉéçêíÉÇ=íÜÉ=ãçëí=Çê~ã~íáÅ
áåÅêÉ~ëÉ=çîÉê=ä~ëí=èì~êíÉê=EÑêçã=TKVB=íç=NSKMBF=~åÇ=ÅçåíáåìÉÇ=íç=êÉéçêí=ã~âáåÖ=ëáÖåáÑáÅ~åí
ÅÜ~åÖÉë=íç=íÜÉáê=éêçÅÉëëÉë=ãçêÉ=çÑíÉå=íÜ~å=ëã~ääJîçäìãÉ=ÄìóáåÖ=çêÖ~åáò~íáçåë=ÇáÇ=ENSB
îÉêëìë=SBFK=kçåJã~åìÑ~ÅíìêÉêë=êÉéçêíÉÇ=ã~âáåÖ=ëáÖåáÑáÅ~åí=çê=ã~àçê=ÅÜ~åÖÉë=ãçêÉ=çÑíÉå
íÜ~å=ã~åìÑ~ÅíìêÉêë=ÇáÇ=ENNKSB=îÉêëìë=TKSBFK

eçï=Ü~ë=íÜÉ=fåíÉêåÉí=ÅÜ~åÖÉÇ=óçìê=áåíÉêå~ä=éêçÅìêÉãÉåí=éêçÅÉÇìêÉë\

^ää
êÉëéçåÇÉåíë

j~åìÑ~ÅíìêÉêë kçåJ
ã~åìÑ~ÅíìêÉêë

_ìó=ãçêÉ
íÜ~å=ANMM
ãáääáçå=éÉê

óÉ~ê

_ìó=äÉëë
íÜ~å=ANMM
ãáääáçå
éÉê=óÉ~ê

kçLãáåçê
ÅÜ~åÖÉ

VMKPB VOKQB UUKQB UQKMB VQKMB

páÖåáÑáÅ~åíL
Çê~ã~íáÅ
ÅÜ~åÖÉ

VKTB TKSB NNKSB NSKMB SKMB

Online Buying Activities

•  lêÖ~åáò~íáçåë=~êÉ=áåÅêÉ~ëáåÖäó=ÄìóáåÖ=áåÇáêÉÅí=ã~íÉêá~äë=çåäáåÉK=TTKRB=çÑ=êÉëéçåÇÉåíë
ÄçìÖÜí=ëçãÉ=áåÇáêÉÅí=ã~íÉêá~äë=çåäáåÉ=ÇìêáåÖ=íÜÉ=é~ëí=íÜêÉÉ=ãçåíÜë=JJ=~å=áåÅêÉ~ëÉ=Ñêçã
TRKPB=áå=íÜÉ=éêÉîáçìë=èì~êíÉêK=i~êÖÉJîçäìãÉJÄìóáåÖ=çêÖ~åáò~íáçåë=ìëÉÇ=íÜÉ=fåíÉêåÉí=Ñçê
áåÇáêÉÅí=ã~íÉêá~äë=ãçêÉ=çÑíÉå=íÜ~å=ëã~ääJîçäìãÉJÄìóáåÖ=çêÖ~åáò~íáçåë=ÇáÇ=EUUKNB=îÉêëìë
STKNBFK=qÜÉ=~îÉê~ÖÉ=~ãçìåí=ëéÉåí=çåäáåÉ=áåÅêÉ~ëÉÇ=íç=VKRB=Ñêçã=ä~ëí=èì~êíÉêÛë=äÉîÉä=çÑ=TKNBK
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aáÇ=óçì=éìêÅÜ~ëÉ=áåÇáêÉÅí=ÖççÇëLëÉêîáÅÉë=çå=íÜÉ=fåíÉêåÉí=îá~=~åó=ãÉ~åë\

^ää
êÉëéçåÇÉåíë

j~åìÑ~ÅíìêÉêë kçåJ
ã~åìÑ~ÅíìêÉêë

_ìó=ãçêÉ
íÜ~å=ANMM
ãáääáçå
éÉê=óÉ~ê

_ìó=äÉëë
íÜ~å=ANMM
ãáääáçå=éÉê

óÉ~ê
_çìÖÜí=ëçãÉ
áåÇáêÉÅí
ã~íÉêá~äë=çå
íÜÉ=fåíÉêåÉí

TTKRB UMKMB TRKNB UUKNB STKNB

^îÉê~ÖÉ
~ãçìåí=çÑ
áåÇáêÉÅí
ã~íÉêá~äë
éìêÅÜ~ëÉÇ
çåäáåÉ

VKRB VKOB VKTB NNKVB TKMB

•  i~êÖÉ=çêÖ~åáò~íáçåë=~êÉ=áåÅêÉ~ëáåÖäó=ÄìóáåÖ=ÇáêÉÅí=ã~íÉêá~äë=çåäáåÉK=RTKOB=çÑ
êÉëéçåÇÉåíë=ÄçìÖÜí=ëçãÉ=ÇáêÉÅí=ã~íÉêá~äë=çåäáåÉ=ÇìêáåÖ=íÜÉ=é~ëí=íÜêÉÉ=ãçåíÜë=JJ=~å=áåÅêÉ~ëÉ
Ñêçã=RRKUB=áå=íÜÉ=éêÉîáçìë=èì~êíÉêK=qÜÉ=åìãÄÉê=çÑ=ä~êÖÉJîçäìãÉ=éìêÅÜ~ëÉêë=íÜ~í=éìêÅÜ~ëÉÇ
ÇáêÉÅí=ã~íÉêá~äë=çå=íÜÉ=fåíÉêåÉí=áåÅêÉ~ëÉÇ=EÑêçã=RQKTB=íç=SNKPBF=ïÜáäÉ=íÜÉ=åìãÄÉê=çÑ=ëã~ääJ
îçäìãÉ=éìêÅÜ~ëÉêë=íÜ~í=éìêÅÜ~ëÉÇ=ÇáêÉÅí=ã~íÉêá~äë=çå=íÜÉ=fåíÉêåÉí=ÇÉÅêÉ~ëÉÇ=EÑêçã=RSKTB=íç
RPKSBFK=qÜÉ=~îÉê~ÖÉ=~ãçìåí=çÑ=ÇáêÉÅí=ã~íÉêá~äë=éìêÅÜ~ëÉÇ=çå=íÜÉ=fåíÉêåÉí=áåÅêÉ~ëÉÇ=ëÜ~êéäó
íç=SKOB=Ñêçã=RKPB=áå=íÜÉ=éêÉîáçìë=èì~êíÉêK

aáÇ=óçì=éìêÅÜ~ëÉ=ÇáêÉÅí=ÖççÇëLëÉêîáÅÉë=çå=íÜÉ=fåíÉêåÉí=îá~=~åó=ãÉ~åë\

^ää
êÉëéçåÇÉåíë

j~åìÑ~ÅíìêÉêë kçåJ
ã~åìÑ~ÅíìêÉêë

_ìó=ãçêÉ
íÜ~å=ANMM
ãáääáçå
éÉê=óÉ~ê

_ìó=äÉëë
íÜ~å=ANMM
ãáääáçå=éÉê

óÉ~ê
_çìÖÜí=ëçãÉ
ÇáêÉÅí=ã~íÉêá~äë
çå=íÜÉ=fåíÉêåÉí

RTKOB RQKPB SMKMB SNKPB RPKSB

^îÉê~ÖÉ
~ãçìåí=çÑ
ÇáêÉÅí=ã~íÉêá~äë
éìêÅÜ~ëÉÇ
çåäáåÉ

SKOB RKNB TKNB TKOB QKTB

•  j~åìÑ~ÅíìêÉêë=äÉÇ=íÜÉ=áåÅêÉ~ëÉ=áå=ìëáåÖ=çåäáåÉ=~ìÅíáçåëK=OPKNB=çÑ=çêÖ~åáò~íáçåë=áåÇáÅ~íÉÇ
íÜ~í=íÜÉó=ÄçìÖÜí=éêçÇìÅíë=çê=ëÉêîáÅÉë=íÜêçìÖÜ=~å=çåäáåÉ=~ìÅíáçåI=~å=áåÅêÉ~ëÉ=Ñêçã=ä~ëí=èì~êíÉêÛë
äÉîÉä=çÑ=NTKQBK=j~åìÑ~ÅíìêÉêë=êÉéçêíÉÇ=íÜÉ=ëÜ~êéÉëí=áåÅêÉ~ëÉ=áå=íÜÉ=ìëÉ=çÑ=çåäáåÉ=~ìÅíáçåë=EÑêçã
ONKMB=íç=OVKRBF=~åÇ=ìëÉÇ=çåäáåÉ=~ìÅíáçåë=ãçêÉ=ÑêÉèìÉåíäó=íÜ~å=åçåJã~åìÑ~ÅíìêÉêë=ÇáÇ=EOVKRB
îÉêëìë=NSKVBFK=i~êÖÉJîçäìãÉ=éìêÅÜ~ëÉêë=êÉéçêíÉÇ=íÜÉ=ãçëí=ëáÖåáÑáÅ~åí=ìëÉ=çÑ=çåäáåÉ=~ìÅíáçåë=JJ
ëáÖåáÑáÅ~åíäó=çìíé~ÅáåÖ=ëã~ääÉêJîçäìãÉ=éìêÅÜ~ëÉêë=EPTKPB=îÉêëìë=NNKRBFK=qÜÉ=çîÉê~ää=É_^j
áåÇÉñ=êÉã~áåÉÇ=éçëáíáîÉ=~í=MKQ=JJ=~=ëäáÖÜí=áåÅêÉ~ëÉ=Ñêçã=íÜÉ=éêÉîáçìë=èì~êíÉêÛë=äÉîÉä=EMKOFK
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aáÇ=óçì=éìêÅÜ~ëÉ=ÖççÇëLëÉêîáÅÉë=íÜêçìÖÜ=~å=fåíÉêåÉí=~ìÅíáçå=îá~=~åó=ãÉ~åë\

^ää
êÉëéçåÇÉåíë

j~åìÑ~ÅíìêÉêë kçåJ
ã~åìÑ~ÅíìêÉêë

_ìó=ãçêÉ
íÜ~å=ANMM
ãáääáçå
éÉê=óÉ~ê

_ìó=äÉëë
íÜ~å=ANMM
ãáääáçå=éÉê

óÉ~ê
_çìÖÜí=ëçãÉ
ã~íÉêá~äë
íÜêçìÖÜ=~å
çåäáåÉ=~ìÅíáçå

OPKNB OVKRB NSKVB PTKPB NNKRB

É_^j=áåÇÉñ MKQ MKR MKO MKT MKN

•  i~êÖÉJîçäìãÉ=éìêÅÜ~ëÉêë=áåÅêÉ~ëÉÇ=íÜÉáê=é~êíáÅáé~íáçå=áå=çåäáåÉ=ã~êâÉíéä~ÅÉëK=OSKQB
çÑ=çêÖ~åáò~íáçåë=ÄçìÖÜí=ÖççÇë=çê=ëÉêîáÅÉë=îá~=çåäáåÉ=ã~êâÉíéä~ÅÉë=JJ=~å=áåÅêÉ~ëÉ=Ñêçã=OOKUB
áå=íÜÉ=éêÉîáçìë=èì~êíÉêK=qÜÉ=ÄáÖÖÉëí=áåÅêÉ~ëÉ=áå=ìëáåÖ=çåäáåÉ=ã~êâÉíéä~ÅÉë=ï~ë=êÉéçêíÉÇ=Äó
ä~êÖÉJîçäìãÉJÄìóáåÖ=çêÖ~åáò~íáçåë=EÑêçã=OQKUB=íç=PNKSBF=~åÇ=ã~åìÑ~ÅíìêÉêë=EÑêçã=ONKQB
íç=OSKTBFK=pã~ääJîçäìãÉ=éìêÅÜ~ëÉêëI=çå=íÜÉ=çíÜÉê=Ü~åÇI=ÇÉÅêÉ~ëÉÇ=íÜÉáê=ìëÉ=çÑ=çåäáåÉ
ã~êâÉíéä~ÅÉë=EÑêçã=ONKOB=íç=NTKSBFK=qÜÉ=çîÉê~ää=É_^j=áåÇÉñ=êÉã~áåë=åÉÖäáÖáÄäÉ=~í=MKP=JJ=~
ëã~ää=áåÅêÉ~ëÉ=Ñêçã=íÜÉ=éêÉîáçìë=èì~êíÉêK

aáÇ=óçì=éìêÅÜ~ëÉ=ÖççÇëLëÉêîáÅÉë=îá~=~å=çåäáåÉ=ã~êâÉíéä~ÅÉ\

^ää
êÉëéçåÇÉåíë

j~åìÑ~ÅíìêÉêë kçåJ
ã~åìÑ~ÅíìêÉêë

_ìó=ãçêÉ
íÜ~å=ANMM
ãáääáçå=éÉê

óÉ~ê

_ìó=äÉëë
íÜ~å=ANMM
ãáääáçå
éÉê=óÉ~ê

_çìÖÜí=ëçãÉ
ã~íÉêá~äë
íÜêçìÖÜ=~å
çåäáåÉ
ã~êâÉíéä~ÅÉ

OSKQB OSKTB OSKOB PNKSB NTKSB

É_^j=áåÇÉñ MKP MKP MKP MKP MKN

•  lêÖ~åáò~íáçåë=~êÉ=áåÅêÉ~ëáåÖäó=ìëáåÖ=íÜÉ=fåíÉêåÉí=Ñçê=ocmëK=SNKMB=çÑ=êÉëéçåÇÉåíë=ìëÉÇ
íÜÉ=fåíÉêåÉí=~ë=é~êí=çÑ=~å=ocm=éêçÅÉëëI=~å=áåÅêÉ~ëÉ=Ñêçã=ä~ëí=èì~êíÉêDë=äÉîÉä=çÑ=RPKRBK=bîÉêó
íóéÉ=çÑ=çêÖ~åáò~íáçå=êÉéçêíÉÇ=~å=áåÅêÉ~ëÉ=JJ=äÉÇ=Äó=ä~êÖÉJîçäìãÉJÄìóáåÖ=çêÖ~åáò~íáçåë=EÑêçã
RSKNB=íç=SRBF=~åÇ=ã~åìÑ~ÅíìêÉêë=EÑêçã=ROKQB=íç=SOKMBFK=qÜÉ=çîÉê~ää=É_^j=áåÇÉñ
êÉã~áåÉÇ=ãçÇÉê~íÉäó=éçëáíáîÉ=~í=NKM=JJ=ìé=Ñêçã=ä~ëí=èì~êíÉêÛë=MKT=äÉîÉäK
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aáÇ=óçì=ìëÉ=íÜÉ=fåíÉêåÉí=~ë=é~êí=çÑ=~å=ocm=éêçÅÉëë\

^ää
êÉëéçåÇÉåíë

j~åìÑ~ÅíìêÉêë kçåJ
ã~åìÑ~ÅíìêÉêë

_ìó=ãçêÉ
íÜ~å=ANMM
ãáääáçå=éÉê

óÉ~ê

_ìó=äÉëë
íÜ~å=ANMM
ãáääáçå
éÉê=óÉ~ê

rëÉÇ=íÜÉ
fåíÉêåÉí=~ë=é~êí
çÑ=~å=ocm
éêçÅÉëë

SNKMB SOKMB SMKMB SRKMB RUKQB

É_^j=áåÇÉñ NKM MKU NKN NKO MKV

Supplier Relationships

•  jçêÉ=çêÖ~åáò~íáçåë=ìëÉÇ=íÜÉ=fåíÉêåÉí=íç=áÇÉåíáÑó=åÉï=ëìééäáÉêëK=bîÉêó=íóéÉ=çÑ=ÄìóáåÖ
çêÖ~åáò~íáçå=êÉéçêíÉÇ=~å=áåÅêÉ~ëÉ=áå=ìëáåÖ=íÜÉ=fåíÉêåÉí=íç=áÇÉåíáÑó=åÉï=ëìééäáÉêëK=i~êÖÉJ
îçäìãÉJÄìóáåÖ=çêÖ~åáò~íáçåë=êÉéçêíÉÇ=íÜÉ=ãçëí=áåÅêÉ~ëÉÇ=ìëÉ=áå=íÜáë=~êÉ~=EÑêçã=UOKRB=íç
UUKQBFK=qÜÉ=çîÉê~ää=É_^j=áåÇÉñ=êÉã~áåë=éçëáíáîÉ=~í=NKR=JJ=íÜÉ=ë~ãÉ=äÉîÉä=~ë=ä~ëí=èì~êíÉêK

aáÇ=óçì=áÇÉåíáÑó=åÉï=ëìééäáÉêë=ìëáåÖ=íÜÉ=fåíÉêåÉí\

^ää
êÉëéçåÇÉåíë

j~åìÑ~ÅíìêÉêë kçåJ
ã~åìÑ~ÅíìêÉêë

_ìó=ãçêÉ
íÜ~å=ANMM
ãáääáçå=éÉê

óÉ~ê

_ìó=äÉëë
íÜ~å=ANMM
ãáääáçå=éÉê

óÉ~ê
rëÉÇ=íÜÉ
fåíÉêåÉí=íç
áÇÉåíáÑó=åÉï
ëìééäáÉêë

UTKSB USKMB UVKNB UUKQB UTKMB

É_^j=áåÇÉñ NKR NKQ NKR NKP NKS

•  pã~ääJîçäìãÉ=éìêÅÜ~ëÉêë=~åÇ=åçåã~åìÑ~ÅíìêÉêë=áåÅêÉ~ëÉÇ=íÜÉáê=çåäáåÉ=Åçää~Äçê~íáçåK
qÜÉ=åìãÄÉê=çÑ=ÄìóáåÖ=çêÖ~åáò~íáçåë=íÜ~í=ìëÉÇ=íÜÉ=fåíÉêåÉí=íç=Åçää~Äçê~íÉ=ïáíÜ=ëìééäáÉêë
êÉã~áåÉÇ=êÉä~íáîÉäó=Åçåëí~åí=~í=QVKPBK=pã~ääJîçäìãÉ=éìêÅÜ~ëÉêë=EÑêçã=PUKNB=íç=QMKPBF=~åÇ
åçåã~åìÑ~ÅíìêÉêë=EÑêçã=QSKPB=íç=QUKPBF=áåÅêÉ~ëÉÇ=íÜÉáê=çåäáåÉ=Åçää~Äçê~íáçå=ïáíÜ=ëìééäáÉêëK
^ÑíÉê=êÉéçêíáåÖ=ëáÖåáÑáÅ~åí=àìãéë=áå=íÜÉáê=çåäáåÉ=Åçää~Äçê~íáçå=ä~ëí=èì~êíÉêI=ä~êÖÉJîçäìãÉ
éìêÅÜ~ëÉêë=~åÇ=ã~åìÑ~ÅíìêÉêë=êÉéçêíÉÇ=ëäáÖÜí=ÇÉÅêÉ~ëÉë=áå=íÜÉáê=ìëÉ=çÑ=íÜÉ=fåíÉêåÉí=Ñçê
Åçää~Äçê~íáçåK=qÜÉ=çîÉê~ää=É_^j=áåÇÉñ=êÉã~áåë=ãçÇÉê~íÉäó=éçëáíáîÉ=~í=MKU=JJ=~=ëäáÖÜí=ÇÉÅêÉ~ëÉ
Ñêçã=ä~ëí=èì~êíÉêÛë=äÉîÉä=çÑ=MKVK
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aáÇ=óçì=ìëÉ=íÜÉ=fåíÉêåÉí=íç=Åçää~Äçê~íÉ=ïáíÜ=ëìééäáÉêë\

^ää
êÉëéçåÇÉåíë

j~åìÑ~ÅíìêÉêë kçåJ
ã~åìÑ~ÅíìêÉêë

_ìó=ãçêÉ
íÜ~å=ANMM
ãáääáçå=éÉê

óÉ~ê

_ìó=äÉëë
íÜ~å=ANMM
ãáääáçå=éÉê

óÉ~ê
rëÉÇ=íÜÉ
fåíÉêåÉí=íç
Åçää~Äçê~íÉ
ïáíÜ=ëìééäáÉêë

QVKPB RMKPB QUKPB SOKQB QMKPB

É_^j=áåÇÉñ MKU MKV MKT NKM MKS

•  mìêÅÜ~ëÉêë=ïÉêÉ=ãçêÉ=ë~íáëÑáÉÇ=ïáíÜ=ëìééäáÉêëÛ=çåäáåÉ=Å~é~ÄáäáíáÉëK=qÜÉ=åìãÄÉê=çÑ
ÄìóáåÖ=çêÖ~åáò~íáçåë=êÉéçêíáåÖ=íÜ~í=íÜÉáê=éêÉÑÉêêÉÇ=ëìééäáÉêëÛ=çåäáåÉ=Å~é~ÄáäáíáÉë=ïÉêÉ=ÉáíÜÉê
îÉêó=ÖççÇ=çê=ÉñÅÉääÉåí=áåÅêÉ~ëÉÇ=Ñêçã=ä~ëí=èì~êíÉê=EÑêçã=SKVB=íç=NMKTBFK=j~åìÑ~ÅíìêÉêë
êÉéçêíÉÇ=íÜÉ=ä~êÖÉëí=áåÅêÉ~ëÉ=áå=íÜáë=éçëáíáîÉ=~ëëÉëëãÉåí=çÑ=ëìééäáÉêëÛ=~ÄáäáíáÉë=EÑêçã=PKQB=íç
NNKUBFK

eçï=ïçìäÇ=óçì=ê~íÉ=íÜÉ=çåäáåÉ=Å~é~ÄáäáíáÉë=çÑ=óçìê=ÅìêêÉåí=éêÉÑÉêêÉÇ=ëìééäáÉêë\

^ää
êÉëéçåÇÉåíë

j~åìÑ~ÅíìêÉêë kçåJ
ã~åìÑ~ÅíìêÉêë

_ìó=ãçêÉ
íÜ~å=ANMM
ãáääáçå=éÉê

óÉ~ê

_ìó=äÉëë
íÜ~å=ANMM
ãáääáçå=éÉê

óÉ~ê
sÉêó=ÖççÇL
ÉñÅÉääÉåí

NMKTB NNKUB VKTB NPKRB TKTB

dççÇ RSKQB RNKSB SMKUB RSKUB RPKOB
sÉêó=Ä~ÇLéççê POKVB PSKSB OVKRB OVKTB PVKNB

kçíÉW=få=j~ó=OMMNI=íÜÉ=ãÉãÄÉêëÜáé=çÑ=íÜÉ=k~íáçå~ä=^ëëçÅá~íáçå=çÑ=mìêÅÜ~ëáåÖ=j~å~ÖÉãÉåí=îçíÉÇ
íç=ÅÜ~åÖÉ=íÜÉ=~ëëçÅá~íáçåÛë=å~ãÉ=íç=íÜÉ=fåëíáíìíÉ=Ñçê=pìééäó=j~å~ÖÉãÉåí»K=qÜáë=ÅÜ~åÖÉ=ÄÉÅ~ãÉ
ÉÑÑÉÅíáîÉ=g~åì~êó=NI=OMMOK=_ÉÖáååáåÖ=ïáíÜ=íÜáë=oÉéçêíI=íÜÉ=k^mjLcçêêÉëíÉê=oÉëÉ~êÅÜ=oÉéçêí=lå
É_ìëáåÉëë=ïáää=ÄÉ=êÉå~ãÉÇ=íÜÉ=fpjLcçêêÉëíÉê=oÉëÉ~êÅÜ=oÉéçêí=lå=É_ìëáåÉëëK=cçê=ÑìêíÜÉê=áåÑçêã~íáçåI
ëÉÉ=fpjÛë=tÉÄ=ëáíÉ=~í=ïïïKáëãKïëK

`lkq^`qp

hêáëíÉå=háç~ j~êáâç=w~éÑ
fpj cçêêÉëíÉê=oÉëÉ~êÅÜ
HN=UMMLUUUJSOTSI=ÉñíÉåëáçå=PMNR HN=SNTLSNPJSMOR
ââáç~]áëãKïë éêÉëë]ÑçêêÉëíÉêKÅçã


