A"HS%& ()F %o+ ,-%.)"+ %6/ %H Y H) )
*O&IVO0%H)  *Ubtt-18&)2"1%H)-"&(%2%!)*" 1'% %#)-%3")
2.)3%&4"++%)." ") A%H2'H#S )

1R1/")%*(,& )

I"HSY0EH (%) Yo&(*+*+'%," (-# #,(-#) Yo(-/HOH)
Lt 4 (*+'+*2%,(-)%1"(2#1#(203404*
50340#*(1"2.3*#(67(

8+, ( 9
1<6==>(16>?(@>A?>(>BC(=>D>?>@ (
?3*30(6'1%89(EFGEGEH

5'&" %#)(1.1,-%+ -, )
181$8%3).-2, )
%23 #,.-&%.,)(1-"+ )
)
% 149%()- #$$,)1%8&,0,.%-%6)4%H#2 #S$ )
6789



'S #
Qo&(")F+*" #
#

", 1 4--] #01-2-34 #6-6-1-7 #
#
"HU%HAK"S (") *+,"-["0' 1" H& *2#2' . $"#&' 3. #&" ("32'4.0* . 3-"H&"#' $2'

2$"HE' 4"0252/""6' *+," 2#2' 3HT'$2 | WTUBH2H'2 4"0" 52/","5"#8'
O.H2H&*" H1™ | 34" 470252/ " $2'* + " I"HSUHE 3HT"$2 (") I", Yo' 24:.1,"[2
$'("3' -28"H#&' 4.0)+,.("H ™' 2#28' ;.3.02#,") 3.3-.02*"# 4.0)" 2"# -"&2'
4.0%3-"H&"H# *.4"0252""H# 1"H&' YTY%"HHL"™ "$"(") YoH,%* 3HH&X *'H#'
323170 1HE! (-2)'-"2%6' S 3HT 2% H 2#$%/,02'4"0252/" " [.-"&"2"
) 1UHE' A+, H2'( $'("3 %4 1" 4.3"/%*H AHS"A""H $".0M8'  <.32%2"#
4.4$"4"'$"02'=%0 1 @ AB BB

- <2%0,24' $"02' TY%0EYBH.&"0">? @ AND 3HEYHE"4*"# -")5" ) +,.(
3.0064" " #' [%" %' "$"H# Yol")" 1"H&' 3H"S"OX"# T"[" "*+3+$"[2' * 4"$" "3%’
SHEH $28U UHE' -.0-"&"2" A.("1"HH 1"HG2-02%"# +()' *"01"5"# )+,.(8'
F+#$2/2'4.0/" 248" $2' - 0-"&"2' )+, .(6™.3"TO"H# , *#+(+&26'"*.-%,%)"#'3"/1"0"*" &'
$UH VA 4.0 532" SHSHOHE' |07T"$241" 4.H&.3-HEH *%"(2,""
A.("1HH " L HE'S ("1 MG HE&&O2/'$2/. bV +%

' FO"(2,"1'4.("1"#"# I'H&")' -.0)%-YoH&"# $.H&"# *A4%""# "3%6' [.-"-'

x 2% N304 3.0"™ 28" 49%" ) $H&"H 4. ("L HH 3" 3.0.4" " 3.32(2)'

). (24 Yot %o* 3HEH"A' |42 "A"-2(" "3%' 3.0"" A%" ' $H&"# 4.("1"H"H'
1%" %' V+,.( 305" g x 32" HE K+ ( L HE3 S H $HE H 3%S$")

" 3HH.02,"H | HHE *.A%H 3.0.4,.0)"$" 4 4. ("1"HH# $2' %", %" )+,.(



"HE%SE IS IS(& * IS +&,"(-$(& $'B&/H"01& 1(12$3& 14(/5*" (& %$#$08& 00 11&
6"15(75(-& I"& 340"2& 83105& !$" (& $%$(83& 14H0®S$'& #4/1019& *'(-"($1&

H' OB (S(&BB(-&6$1:&/"31(--$&YSHSO& " (1(-1$0!B(& 75*2$38H" (-5(75(-8.9818340"2+&
&  "%HSIBE& #'(725/$& NIS0H& %$HS0& %1/1#521$(& 6$3<$& 15$210$/&
H'2$8%(S(8%$ 2801 (- SOR*$*#5$(& /5$05& 7$/BBOS5& #2585 ($(& 85(-& %16™ 11$(&
5(05!& *'(.$#$18& $H#$& 8$(-& %13$'S&IMO6SR(01(8$& 15(.1& !"6™3$/12$(& %$'1&
I5$210$/& #'2$8$($(& $TS2EI31& IS $HE(& 14(/5*" (& $0$/& #'2$8$($(& 85(-&

%16" LIS(+& ="(YSHEBAB!5(-& 42"38 #'(%SHIBE/& 2& ;44%/& %$2%65!5&

I$'$(-$( 8@ 71#0BKUBCEPDGHE 83(-& *"(%"91(1%1!/(& 15$210$/& #"2$85($(& /"6$-$1&
/5$058 5!5'$(&/"6"$#$& 6$1! (8$& 01(-1$0& #2585 ($(8 85(& % 16" 11$(& Y6$H#S0& ¥ (531&

"I 1 0$/18 $S0$58 & 3B SHS(& #" 26LH210$/8 #'2$8B($(& *"SHSIS(& /" (7$0$& 6$-1&

&  J'%$(-1$(& "#5$/$(& *'(5'50& K'A3$*2& ;10("'& %$(& ,<SBHABCEECLHE

$96$2$38 #"(12$1$(& #"25(--$(& $0$/& #4%5!8 $O$5#5(8 7H/$& %$2$+& 3$28 *'(12$1& $#4

(0p$HS0IS(& $HB& 8(-& %13$ THAR(LIGHSY6S& 1"(8$0$5(83& 01(-1$0& !58210%/
#'2$85($66™ $%08616$<$38 35 $HB(& *GH(& 6" %S H#$I& #$%6$& "0 1%SIHBEH/S(
#'2%(--$(+&"6$21! (838 $#$612$& ISR TR ($@BS(-&.%16™ 11${&"(531& $0$5&
*2"61 318 $HS(& *BIS&H"2B(--$(& 3 B(&HESHRS(& $#$6125& |55 220358S($&
8%(-&%16™ LIB(Z2$#$5 BS $HS (&SI $&H"25(--$ (&SI BB(-$OGEH/8&

&  J$2$3& /$058& %"HSO0*'(0& B8B(-& 6"#"$(& #'(01(-& %$2$*& **6"1I$(&

#"2$8$($(&#$% P& 0$*5& $%$2$3& 1$(04'& oI HBP<P(& %01& 1$(04'& %"#$(& $!$(&



"#SHNE& " ()%'%*+$*& , " *+$*& -$.%8& ,$(/& $OPB& ;$-$*+1& 1$$-& ."*+/*$21& ) *++$&

-$.%& ."*[*++$#3$*& )4-"#1 & )SH&[*#$)& 5$*+& ."*6$,/& ,$IH(& '$+/& ,"2$(-"."*-& 3$*-4(&

PHPEHUL NHVDQ SHUWDPD GDQ NHVDQ&VHUDNKLU \DQJ
&  7*%38."*8/2-$3$*&,$*&.".2"(-$)$*3$*&3"2%$!$*&-$.96&1%6$-%&)4-"#8)$(%!&
2"(0)$- 13848 2" HE5S*$*& 5E & " (1358 4H")& I"HI6(%)& 3B(5$0$*8. " (%-$.$& '$+/&
3$(5$0$*& S$*48"1 & "()%'U*+$*& ,"*+$+8& -$.96& 1"2"(-/& 3$*-4@+98&3%-12&

4##")&;$5& <$*,$.2%6##58 =>77>@ABC1&DS($!%($.$%8."+/,"*-[E/3$&F &= $C&,1."*1/&
3%$#-$1& 2"HE5$*$*& & $*-$(BA W@ () ='%3-/& ENBCHE,-. &="2$-/C1&

1(%" &% BB$* $#$*C1801/"#2(0F6$./$*C1&, ${R+3H#0%A(H@C/+$2$CR:

&  GH("##$& HY%/-"1& 13%,%*+& $,$43)& 1$-%8& )4-"#8 "(34*1"28& $2$(-"."*-& ,I&
3$0BIS*& 2"(%3/-$*& 1$%,%*+& -"25& /& $HS*& H"™*-($& :$+4& DGIB("H#E [*/&

65,18 1543)& 1$-%6& 2/HQB/NS-S0S& 5 +& /& "+ [*$28 I"3S#/+%!& ."*/3.$-/&

2" $* $*+$%8& 2"(%3/-$*9& ‘$(/& )BI/H#E& 0$0$*8H($& 2" @#MS*& 5/3H,) 677%2()

8"#'$(/ BB("HHS&HY/-"1&I$* %*+18& 2$,$& (/@Y (63& &$.%6H$ +&,$-$*+&

P28 I8 )A-"HE 18 3" $*ES3S*& -5 BRI HES(/& [*1-$1/& 2" " (I*-$)& .$%2%*&

10$!-$8 5$*+& I"3$#/+9%6!1& ."*+$, $IT(ROH#IR/& ) 4-"#&. " $*+3$*&. 2$,$& $3)/(&2"3$*&
9:((;(#<= &$.%68 5$*+& '$*5$3& ."*+/*$2& $,$#$)& 3" HU$(+IB, S +& ,$(/& #%$H(&

<4-$& 1$*, %o*+8G (" HHSE& HYb/-"1& I$* %o+ +& 6%+$& ,/2/#)& 3441%." & " $+$/& #43$!/&
0%6%-%03& " ++"HB(& ("1"21/& 2"(*/3$)$*& 3B("*$& )A-"H& [*/& " HHBBI)%!%!&

e $RE3441"2831,<33/)/&,"3$-834HS & ("B BREE



HS%BE' )+, "H)N&)H  -"HS,+* 0)%A"HBY6E& '()JH0b L)' O++5+' 2" (
&)/ L)1 -"Yott) (["#.+#)-' 0+ 1)%3", ) 4$+&"* 5)#O$#.)0)'3"3"%)-)' &) /B 1)#.
["#$,+6)# 6" SO# &"%()0)- -")L)H)H# T)H&2%' 8" )# 1)H.' O+#+)+ 6$%)."
['I3"%+6)# -" )L)H)# 1) 3)+6' *"(+#.) ' +/3$,6)# 6"&+0)6-$)*)# &)/$9'
5"0%+6$&' )0),)( &)3"()%+," ))& " HS,+* 0)%+ " I"HS%& '()H % 1)
0+0)-)&'["#."H#)+'6" $(H# &)/$'&"%6)+&'6$),+&)*'-",) 1)#)#'6)% 1)<)# 6)#&2%'0"-)#="
0-+%)>+6)#))/" 3'#&S$6' &)3",' 1)#.' &"%60+%-+ OYF4+B2/- )+# )&)$' -"%/)*),) ) #
1. " %o+#.'&"%>)0+=""%&) >$/,) (-"%o*" #8) =" &)/$' 1)#.'62/-,) +#9

"#$%& (‘&
)& %+ %-1"%  &0$"1&!"0/&230%$"4-8&1%-1"-58*%$"6"-"-&
2"+6"7"-82"13+8)%*"-&)4&0"+H%$$" &, 141%, &H"-)I-5(&*Yo+43) %&
3213#%+889"& KOb#+"+4889'<( & =>%

2 & 2?@ABCRE FG | -?H& | ) & .CE& K &

7Y% 1)<)H# &+0)6'"H>" )6 )H*"G)%)
A 0"&)+,'&" #&)H#. H)*+ +&ZR% W' | AKY | @l | @u | AJ'
)&)$-$H &) &'<+¥) &) *"6+&)%' (28

78%)4. % -2+ 1) 6)% 1) <)#™)

&)/ /"I +HE) HESYH @J | 1T @KI ) IAT @K

M)/3)&#1)-%2*"* G("CR$E
$ I'13$)& &)/ ()% $*/"H$H..$ @kKJ | @@)| 1@y | IDI' | DI
V)0),)VH&Yo+)H WS

| 7$%)EAL)6'%)))HE)%D)HE | @9 | @J | AJ' | AOJ | ALY

131"$&5/%,!&L300%-! & & > & 88& 'M& " &

'4$/3"% 2 H#$%&, ()W) %3",,)'4$+&'5)#0$#.='@;AB'C'@;&D

8)%+ &)3",' 0+)&)*='0++#0+6)*+6)# 3)(<)' 6$),+&)* -" ) L)#)# 1)#.' 0+3"%+6)#"
2,"('6)%1)<)#0+'6)#8&2%'0"-J4%3", ) 4$+&"*'5)HOBH.')*+('%"#0)( 9"
E), & "%63B6&+ 0" ) &+ +H1) >$1) (-%"+"#&)*" &)/ 1)#.'62/- ) +#9"

8)-)&' 0+,+()& -)0)' &)($# @:AB=' 0+ 3$,)# F6&23"%' EENJ$' 1)#.' 62/-))+#'



I"H$%&S' ()X +,$%-.( [$/0( 1"R@'$3( 42( #O/$%( 5+6"1#",( &$230B%L0.( 3",01(
1"%62%-'$3(82%--$(42(9"%-80:0%-( 3$80%RGRF(#0/$%(="1"1#",(42($%-'$(;;
3$10('+19/$2%.(3",:$42(9"%0,0%$%6($%-'$('+19/$2%(SREBAHGHRR (&$230(#0/$%(

@$%0$, AQHL0USYe(#0/$%( B"#,0$, 2( &SEIBLIN +19/$2%C (D", 1$I$/$85%( 2%62/$8(

&$%-( 1"%A2( 4$!$,( '0$3( #$-2( 9"%0/2!( 0%30'( 1"/$'0'$%( 9"%"/232%%( 1"%-"%$2(
'0$/23$1(9"/$&$%6$%(4$%("90$!$%6(3$10. (4" %-$%6(4"12'2$%(9"%0/2!(1"%-$1#2/(:040/(
9"%"/232$98HQJDUXK .XDOLWDV 3HOD\DQDQ .DQWRU 'HSDQ

7DPX GL ODUEHOOD 68XLWHV %DQGXQJ’

#1"$%8&%'0 "0 "#(+(Q".(((

)C(E010!$%(F$!$/$8
E010!$%( 1$!$/$8( 9$4%$( 9"%"/232$%( 2%62( $4$/$8( 0%30'( 1"%-"3$802( I":$08(
1$%35(9"%-$,08('0$/23$!(9"/$8$%$%('$, &$>$%('$%3+,(4"9%%( 3",854$9("90$!$%6(
3$10(42(F$,#"1/$(G023"|(H$%40%-C
CH$3$!$%(F$!$/$8
=$/$1( 9"%"/232$262( 1$!$/$8( $'$%( 42#$3$12( 9$AB( '0$/23$B!( 9"/$&S%SY%(
'$,8$>$%( '$%3+, ( 4"9BY0-( 420'0,( 4"%-$%( 3"+,2( BS,310,$1$%( 4"%-$%(
1"%-00%-'$9(*(421"%! 2(9$4$('$/23$!(9"/$&$%$%C (G OIS (3$ 1K S %6(
42%2/$2( #", 43!S5, $%( SIBIO™( 4$,2( 3"+,2( J+3/",.( 4$%( &SYWHBA2( +H#"(
9"%"/232$%(2$/$8('$, &$>$%6('$%63 -+ HBIBY/S(G023" | (H$%40%-C
(
(
((



M"#3%& 0N +,-H.-.[.0# #

I"HSY%&YoH YB((+", %8%6()-%(.) /"#E&O&O0() SY P LoH) 2" %' Y] B)%) *"(0,4&,)
1"(. 4$"(/454'%&4) 1%8&%, SRS #/%(-%%H64/08
049%.%41% (%06, 4/ Y58 P/0-Yo (W 1V6H-%6: %6 % (/;#) $+%() $4) <%o#2", %) =04/"&)
19($0(.>)
29 19%.9641%(%4).'%/) "*0&% ()/%10)$4) <%#2", %)=04/"€)!%($0(.>)
29 1%.%41%(%)*"(.%#06)'0%, 4/%&)*" %-%(%()'Yot-%:%() % (/:#)$ % ) HHYHSYI)

)))))*0%&96()/%10)$4)<%#2",,%)=04/"&)I%}$0

1'#2343," #0,'H&63",,' #H&&N(." #

@B+0%()B"(",4/4P%(
B"(0,48%()*#;-") %'64#) 4(4) *"(0,4&) ,%'0'%() 0(/0") 1" (?%*%4)/0+0%()
%(/%H%) %4() 1"($%*%/'%() 20'/4) (-%6I%) &"?2%#%) ["#A414&) 2%6:%) '0%,4/%:
* 06-9%6(%()$4) %(/;#) $"*%6() 2"#*" (.%H06) /"H6%$Y6*)/4(. Vol ) " DHHDYEN)

<Y6#2",,%)=04/"€)!%($EX.
CD".0(%%()B"(",4/4%(
%8)'.0(% % ()A";#4/3&

B"(",4/4%() 4(4) $46%H#Y%*%() $%*%/) 1"12"#4'%() ;(#420&4) "*%$%)

$%+%/) $4+%$4%() #'5"#"(&4) 0(/0") 1"(%12%6) 4,10)60%(PR%.4
1%6%&4& Y%E1%6%&48&:4) -%(.) KIBI(L) *#:&"&) *"120%/%() 'Yott-%)

/0,489



B8, () (#*+),- | #
0"2)& #%6('2.4
*0o(%62.-.) (# .(#)3)2)4# ) +)# (-' # 5%('2./4# 3)5)-# 6%6(&)52.,)/..) (#
26'# 7) (& -%2) 44 3.5%+82%64# 1%2)6)# 6)/)# 5%61%2)9)+)(# 3 # :%,82)4# ;.(&& #
)+.<)H1)3(&" #
="H1)&#>)+1%22)#: -%/#1) (3.
$%& () (#5%(%2.-.) (#.( #)3)2) 4#/%!1)&) #1)4) (#.(28+6)/ #,41'1(T)#
1)& #3%65)+-%66%(#, ) (-8+#3%5) (#-Yo+,).-#3% (&) (#,)2.-)#5%2) ) () (#.)+7)<) (#
3)# %5))H# -)6@# 1%4.(&&)# 3)5)-# 3.9)3.)(# 5%6!%2)9)+)(# '(-'#
6%(.(&)-,)(#,)2.-)/#5%2)7)()( "#
#

I "B%& (Y)* #% *-, #Y0*%/-&- W

0"#AY%( % (% 2-)(

A% (.[#)181.)-.2#3.&'(),) (#3)2)6# 5% (7'I' () (# 5% (%2.- ) (# .(# 3%(&) (#
59%(3%,)-)(# ,)(--)-.2"# *%(&Y%+-)(# 3)5%(%2.-)(# )I8I.)HBY(+-#
'&.78(8# B=CCDEQOF#)B2)062.- ) (#7) (8#6%6.2., #-'9) (# (- #6%(G)+ #
A1(&)(#)(-)H)#3 ) H)+.)1%2#)-)'5'(# 2%1.4"#*%(3%,)-) (# 7) (8#3.&'(),) (#
)3)2)4# 5%(3%,)-)(# ,')(-.-)-. 24 T)(&# 196+)+- # 5%(%2.-.)(# 3.2), ) (# 3% (&) (#
6%65%+82064# 3)-)# T)(&# 1%+%(-' # )&)H )-)# 3)- ) )2.-)-.2# T)(&#
3)(&,),)(@#:'&.78(8##B=CCD#E#=DF

#

#

#



I"HY6& (8H) Yo+ -+ HO/ L[
D+ Y63 (4' U5

2 +9B(4'%B8./7 %8 (&' 1+&H Yo'*+ -+ &I'HOILIHSI*#6(/&+&/'H
6% '# OIS %, %5 (# 3%-%5/*&/1# -%65'8/LI'# [1/+# -Y%651/'8//' 8I"*#
19651+.(3# &%-/6/# 5%3-4'6%'# +'1+&HBUILR(/'H -%6'6/-| L# >+*(84'4#

21@ @ABCDDE+%3(4'%5# SB(BI;(&/H Yob+-1&/H # &+%3(4'%5# 6%/
~%651/'8//H 1%51+1+-# 8/'*# 6(/;+&/'H &Yo-16/# 5%3-4'6%'=# 1%51+1+-# %, (.(&(#
ISL(# JT<I# 5%3-4'6%'# 7/'8/# 6/-I1# Yo,(.(T# i/</:I'# 8I"# 1%53%6 (/# 6(#

6/./ #&+%3(4'%B!

U< [5]#

G'L+&# %%, +&/'# # (HA5,/3(# 8/™# Yb:(T# I&+5/1# 6/'# 6/-I1#
Db+ L&IH 6ILI=HY%'+ (3 %./8&+&I'H <I</'QIS/H# [*3+*# 6(#1/5:%. /4
>+(1%3# J/'6+*"F </ ' O/5/# Yo5+-1&I'H -%51% +I't ['LI5/# 6+/# 45/*#
1+&H 1/'8I# /< # Y51+&I5H (6% J+-+H# (HABHB6%, (&(/'# -%'6/-/1#
S+(84'44 2@ @ABGRYE (¥ ,%./8&+&'H <I<I'O/5H 6%™*I'H 1"#$%E&
(O*+& ,-$-+" HO(H 1/5:%. J# >+(1%3# J/'6+1H5# %'6/-/ 1# 6/1/# 8/™*#

Yo: (THI&+5HE
9" ##M:3%5H/3(

G'L+&# Y61 (# (HAS /3(H# 6 (H -I"*I't 31/ 1# &%* (| LI'# 4865/3(4'] #
[065./*3+*=H %'+ (BU " +/&/H4:3  Y5N/3(=#4:3%5N/3(H 8/*#6(./&+&/'H
(1./7# 4:3%5N/3(# 1(6/&# 1%5315+&1+5# 8/"*# :965/51 (# 3%:+/7# 31+6(# 6%"™/# 9/5,

%0 /1# TI'8/# Y%, +/1# 9/1/1I'# 1%'1/*# -%5(/&+# 8/*# 6(/,/1("#



I"#$%P&'( )"*&)&+( ,-'/+/( 012345678( #"9"&S$( /:;"<=&;P( +$*&%(
+"'<;+<-%«-<>
(
6>(?"%'$(&AS;$; (& &

I&A&H( +"%'$%( & &AREE( .& IS &)&+B(-AS;( #"99-'&Y%&'( #"+/*"(
%0-&'+$+&+$C( .&'I( #'<-)&Y&'( ( ;-&+-( DE&<&( -+-%( *&)&+( #"E"A&:%&'( F&$A( *&<$(
)"UASHSE( *9&'( H'ARAS( )'<;&H&&'( <-#( .&9( H&+"H&+S( *&'(
H'OF-:-'9%&" &(*"9&'(+"/<$  G"/<$(.&'PEFEB(AGA-(*$+&<$%(%"; SHIAL" &>

H-"$/"<( .&'9( +"A&F( *$:"<$( E&I&:&'( /A"F( <"))I""( %"#-*$&'( &%&'(

S+ ASHP( %&<&( Y%-";$/M<( #'<-)&&'( -#:"<( *&+&(MBAB<R'( =&<$&:A
=&<$&"A( .&'9( +"<*&)&+( *SUFHE; I &A( =8 <BEL'B&I&:&'( *&<S( <)/ (
"< BCE&PN-&ASH&+SCB( ;"F$I9&( *$:"<$( 'SA&P( &9&<( #"E&*$( *&+&( %-&'+$+&+$C>(
E&I&&'( -'+-%( "+$&)"<+& &&'( #"99-'&%&'( "#$% &'($){ -'+-%( #"9-%-<(
=& <$&"A(L(OH-&AS+&;(M"A&.&'&'8(*"9&'()"#:/:/+&'(;": &9&S$(:"{($%-+5
G @)&SA&(<")*"(#H'#"<$( E&I&:&'( ,&'9&+( N&STNSB( #8%&('$A&S'.&(
&*&A&R(O
G @)&SA&(")/*"(#"#"<$(E&I&: &' (N&SY(ONSB (#&%&('SALS . &(&*&A&F (4>
G @)&SA&(<")/*"(#'#:"<$( E&I&:&'( P-%-)( N&$%( OPNSB( #8%&('SA&S'.&(
&*&A&F((6>
G @)&SA&(<")/*"(#'#"<$( E&I&:&'( H-<&'I( N&SY( OHNBB( #&%&('$A&S'.&(
&*&A&F(1>
G @)&:SAL")/*"(#'#"<$( E&I&:&'(,&'98+ (?$*&%( N&$Y( 0,?NSB( #8%%6&(

'$ALS 8H*&A&F(3>



I"H$%& BYK'Vo*+ {."%&&* %S SUHSHIBS (Vo' ("%&*+0(1$0,$2"+(3(
45")*$-$%(/$.* *H'%8$%6()".2626/$YH($) (7$8$2$%9(-"2$&$, (2"0¢/
1 <)$2,+$(0"-)6%H"%( .".2"0,( 7$8$25%( 1$YE&BIT*=>$,'9( .$'$( %,+$,%7%(
SHS+SA(A
1 <)$2,+$(0"-)6%H"%(.".2"0,(7$8$28% (1" * T*=>$,'9(.$'$(%, +$,% 7S ($#$+$S@(BC
1 <)$2,+$(0"-)6%6H"%(.".2"0,(7$8$2$%(D"/0$+(4DEI(.$'$(%,+$,%?7$($#$+$@((FC
1 <)$2,+$( 0"-)6%#"%( .".2"0,( 7$8$25%( G #$'( 1" T+(AGIEQ(.$'$( %, +$,%72%(
$HS$+$@(HC
1 <)$2,+$(0")6%#"%( ".2"0,( 7$8$2$%( I$%&S/( G #$'(1"/*7*(4IGIEI(.$'$(
%,+$,%?3($#$+@(IC
( ISOB(*%/*(."%& I$@*,( @*2*%&$Y($/$*('60"+$-,(#$0,("#*$(1$0,$2"+(2$,/*(
S+, (L6#7( 6 R P H BKY6#"(,%,(."0%)$'$%(-$+$@(-$/*(#%$0,(*7,($-6-,$/,L( %66 %0(
)$0%."/0,-( 2,+$( .$-,%8&S$-,@( 1$0,$2"+( 2$%&( #,%,+$,( 2"02"%/*'( 60#,%$+C( >"0,™/(
0**( 6RPHWW '

6 R P H %% %e %

%%%%%%%’%%%@}o%%%%%%%%%%
5"/"0$%&$%:
D-(:(J6%M60#$%I(ANE
D#(:0,-M60#$%/(4PE
G2(:(N$-$%&$Y%(56(+6.
O"%&$Y%()"#6.$%(,%/"0)0"-/$- (/"0 @$HS) (‘6" L -,"%6('60"+$-((?$,/*:
1 1$%E8$/(QUHS@(  :(<)$2,+$(,%/"01$+(6"L,-,"%(RIRR(-CHC(RIISS(C

1 QUUHN@  ( {(<)$2,+$(,%/"01$+('6"L,-,"%(RIHR(-CHC(RIFSSC



I "#$%&( ( )(*+%,-.%(-&/#01%.(23# 4638 (59$9(67( ;9
I <=%{ ( ( )(*+%.,-.%(-&/#01%.(23#4-5-#&(67>6((50$9(677;;9
Il "%&'%/(<=%o/ ( )(*+%,-.%(-&/#01%.(23#4-5-#&(67 @6/((59$9(A76669
( “H1# Y% B( CH&'#IY%B=-( 5# #0%+%( #5%0( 230#.%5-( $#& Bo&( T+ BI¥(1 '
5#.%&D=/&E%( =&/=2( C#&F%0-( 5# #0%+%( ,#5%0( +#& %0=B( %& %0%( 1%0-% #.( G(/
1%0-% #.(H{&=.FH&"=&%2% &(#2&-2(23#4-5-#&($#/#0C-&%5-9(I=C=5& E%(5#,%"'%-(
#0-2=/]
I"HSHO()*  #
<HIHO%&'U&)
<$#  WK3IHA-5-H&(IHHOC-805-
q YK 3H#A4-5-#8&(<30#.065-
( *+0,-.%( BY%5-.( +#0B-/=& % &( 23#4-5-#&( $#/#0 C-& W5 - IS(BUHRHR Yo (
+#8&'%0=B( 1%0-% #.( G( /#0B%$%+( 1%0-% #.( H( $%+%/( $-2%/%2%&( .#CY%B7( "#$%
%+%,-.%((K( ATCY%2%( +#&' %0=B( 1%0-%,#.( G (/#0B%$%+( 1%0-% #.(H($%+%/( $-2%/%:
2=9%(9
(
89(M3+=.%5-($%&("WC+#.(
%9(M3H0%-
M3+=.9%65-($-%0/-2%&( 5#,% '%-( 5=%/=( N-.%E%B( '#&#0%.-5%5-( E%&'(/#0
$%0-( 5=, E#2( %/%=( +=&( 3,E#2( ( E%&'( C#C-.-2-( 2%0%2/#0-5/-2( D="%( 2=%.-/%
IHOI#&]=( EY&( [#.%B( $-1#1%+2%8# @HBEEI=2( $-%62%D-( .%.=( $-/%0-2(
2H5-C+=.B8&E%( $#C-2-%&( +#&$%+%/( "='BBEBAN;R( CH&'#B-(

+3+=.9%5-( 5H%& 2%&( "=.-EMBEIAR( HO+#&S%+%/( . Y6BNYb( +3+=.%5(



"H$%6& & () " +SH$,&() - /") 0&(1) '8 #&'2"#3+23) &28$) *3482(0&) &'&() 53$/3)
) *#&(1) %"("+3236) 7"(1&() 5"13'3&() %" ($+3*) I"(031%$+&() .&,8&))
%-0%$+&*3).$'&(),&(0&)-#&(1) I3(&())-.0") 0&(1)."#$%8&) .&#&(1) +&3((0&)
0&(1)."#&32&()5"(1&()*$.0™) %" ("+323&(6) 9"#58*&H &() ."."#&Y%&) %" (5&%&2)
5&#3) &,+3)53828&*) 1&'&) %" ($+3%) I"("28%'&()) %-% S VEABIIR AR '& ()

5&+&1) %"("+323&() 3(3) &5&+&,) *'+$#$,) 2&!$) 0&(1) %"#(&,) "#$(I$(1) &2&$)
(1 3(&%)53):&#."++8&);$32"%)9&(53(1) %&5&) $+&()<%#3+),3(11&) $+&()=$(3)

28&,$()>? @B&()%"H#(&,)!"(13(&%)!3(31&+)>)'&+3)53),-2"}) 3(36

B&!$) 0&(1) *$5&,) 5&2&(1) >) C5$&D) '&+3) ") *".$&,) ,-2"+) $(2$)
I"(13(8%)53&(18%)*" &1&3)2&!$) 0&(1) "13+3'3)#8*&)%QY" +&0&(&()
0&(1) 53."#3'&() -+",) ,-2"+) 0&(1) ."#*&(1'$2&() *",3(R) I"#"&) I"13+3'3)
"3(13(&() $(2$)"1.&+3) ") -2"+) 0&(1) *&I&E) ,&+) 3(3) 535$'$(1)-+",) 2"-#3)
5&#3)-2+"#C>?23) @GGD) 0&(1) I"("+&*'&() 2"(2&(1) 3(53'&2-#) "%$&*&()
0832$) &5&(OBYB%I&()") 0&(1) "#1&'(&) !"."+3) "1.&+3) /$1&)
%"+8&(11&() &'&() "1.&+3) "%&5&) %"#$*8,&&() $(2$) I"(18#3) .&#&(1) 828$)
188

6);&1%"4)

[&19%"+) 858 +.8138) 0&(1) ."#&*QBE&H3B&2S) %-%$+&*3E) $1%"
&'&()!"1%$(083) 134 A3#3) &2&BP"# & H#2"(2$) 0& (1) &'&() 53323 3&()
%"(5&%8&2) K35$8&() 5&() <'B-C>??LH>G?D6) 9"#5&*&#'&() %"(1"#23&()
2" $2) 18/&) ) Bl%"+) 5&+&!) %"("+323&() 3(3) A&EIN&(L) %"#(&.)
I"(13(8%)53) :&#."++&);$32"*) 9&(5$(1) %&5&) $+&() <%#3+),3(11&) .$+&()=$(3)

2&,3()>?@)A6



| HS06"8 ()R- < (& & YoF & (M HH (& -(-& -+ FOBIHS V&Y' ')+
&L &6"(*(&H"1(-1&2%()8&Y%-*1*-& U RIDBL)&(+&-#('!. 3&
IHSY%"& " HS Y& () + &-#(). &-(-& %-)A(*1*(& 1*5"(*& #-%*1& [".4540&
K))BHAE '$AK[-& +'+--1-& "AX()BLHHHE& 2(0& & MHALE Y%-T*%-1%(&
[+ & Uo* F+& (" H*(B& ["U*(L*(& H'1(-1&"%*()1*(& #"1(-18&//N01N&( +
&AL 8Y%-'-.-08 1%5"(*& [*+".& Yo* *+& "(".H#-+(& ~(-& *U* *0& [+*& [FT*& 2*()&
Vo-H"+4-8%0-& $1H/-&" (" H-*(&Y*(&,"5/"%-*& +"()-/-& 14"1-$("5& 2* () & Y6 *H#& Yo-T*%-1*(&
[" XV*-& 14+ "BRYHB.
&

IHE%& )+, ()M (F(&- #

& (" H-*(& -(-&H"5Y0-5-& HH*/& 5" & 1B&[" ¥)*-& ¥5-* " & (%" (%" (& 2*-HA&
1A% H%1& ™ *¥2%(*(& Yo*(& ¥5-*,".& <B& [" ¥)*-& ¥5-* " &'YPo" (& 2*-HA& 1"A*[*(&
1$(/4+"(3& ="5%*/*51*(& #"$5-& O*5*/45*+*(& 2*()& Yo-14#-'& >T-#$($& ?& @AABCDAEF&
Ofo-+"(/-BLA* 448" * 2% (*(8H"S B & HEER) . Yo(13+1-#8)A4*3+$1 (&%’ ()*3+&,,5$&!/1,3+
0 -$1,#",'6111,, 3& G"%*()1*(& %-+"(/-& AHAL& 1"4**(& 1$(/4+"(& +"(454#&
H$#.'58& ?@AA@C@AIFE *%**08& #'SSEERRE, BE 'S0+ "9+ -"5)A+
["--BVI&)™  8&JIHG*&+"5"18Y*(&1"AHAIN&"+," &(3&

& K"SH-$(*/* [-& *5+"& +"+*#4& '5$I& "(".H#*( & %")*(&
(A1 (& (Y- 1 HS58 2+ ()& *1%(8.Y0-4 1 A5 &AMBT" */& -(Yo-1*H#$5& +"(T*%-&'$-(&

"G (2% (3&H" VoA &FD* " & T" KL (8" FEBUSH[-B(* -[¥/-& KD " &Y &H* " &

"5 1448,

&

#



" #

#
"#$%& '() &
*+3$,"- *"%&0",."#$%&12"%.!"-& +$%"3"/"/&4"1&
1$+2"-"/&1*/-25%/ &
067869:& 48<:=>8% =?8@6AB7 C:=8>&-@8;¢ "6A& /B(&
+.=DE<FE;& | .A<&
46AR
1E6;8A6>& I"#$%& ') T "#$%& () %% %,-%.%6% 5,3($%) 6#A(2%# * 7*
+1,6G6=648d13& | & L HS0+%' %S #,%) Y61 % $* g*
11 [2$3(4(*'#,%) %1 &S+ o*
] T "#,:%1(%$*4#%, %" #,425%) 5,3($%) [6#4(2%# & >*
Il < #$061%8%+%$*+#=616:96$*1%&] >
L [HA#3(Y%$S*8H$3HS0%, + %S +#) 686 @
0('%"&%'%./ 11 1234(A1#$4A(FH) %-% %S 5,3($%) [6#4(2%# & B
I [#%+6,%1%$**3%) %&*#$0%3&($(4 CDED*7
:%1%1%$A32+6&#S *
I ##%1%$*H) %-%$86$* 77D78
12234"#5(p Il [2&H#1#SA(*+%,%. %S 5,3($%) [6#4(2%# & 79
1 [#,%8%:%%$K%,-%.9%6$ 7>
I 1#)%-%+%$*+%,-%.%$*6$16+*3('#,; s
2)#:*1%88G *
Il [#HBHB,%$*3%$*+#%8%$%$ 7@
0(2,6#7 I [#4(0%'%$*+%,-%.%$* 5,3($%) 16#4(2%# & 7B
2®(#(22 1 15(4(%1(3*+%,-96.%$ C
1L [#4H3(%Y08%0) %8 &#SHY. Y%=>4#1({ =
#,1%$-%%$
1:FE6>6=& 0(P345-"2() Il K%&6*%+%$*=#,+6SHES0*##&=%)(  5,3($%3 16#4(2%# & 8FD87
1B=>E<:=&HHI| :64,)6<)=63.-) | !l K%&E*&# #+28#$3%A(+%$*6$16+*  5,3($%% 16#4(2%# & 88
& >6++3#%5".%p  &#$O($96 89
Il K%&6*8#$#,(1%+%S$* #$0%) % &%t
L(1,%*<#* Il K%&6*1(3%+*=#,'($3VH#+*)%(S 5,3($%03 16#4(2%# & 8>Dg?
[#6164%3$* Il K%&6*%+%$*&#3$,2=%*,236+*)%(§  5,3($%) 6#4(2%# > 8@D8B
"H&=H)(%S
&



"#$%& (W'+ #'&-.  #0+01)-)'+#

"l #$%E 0%+, +-(.(8),

18&-80) 1+,+-(.(&) (,0 1+.2-() 0+3&18&.) %++018.&,) 2.2%) 0+-&%2%&.,)
1+,+-(.(&) 3() 4&56+--83(.+) 8&,32,9) :&,9) 6+5&38) ) 3() ;&-&,) 7+,.5&) /&9$)
*89685)88,32,Y"
<+-+13$]! =)B?@ABY)CADA)ERFF"

G&H  =)))>?@MB)CADA)EREF"
Al 18%.2)*+ +-(.(&)
)I&9%6.2) 1+,+-(.(&,) :&,9) 3(-&%2%&,) 1+,2-(8J(2,9) 02-&() 3&5() 62-&.,)

G+652&BM1&()3+,9&,);2,().8&J2,)AK!@"

2"@8)(-04-)& #0+.1)('+ #

L2, &)-+6(J)0+08J&0() 1+,+-(.(&,) ) 08%6&) 0&.+5() 3(%+-$01$%%&,)
06+)3&-80)6+6+581&)'26)6&6)3+,9&,)' (', +0&. (%&)' +689&() 6+5(%2.

N 808)PJQR/OST#TOR ) )
*8.38)686)P)3(U+-&'%&.,) 0+ 9+ &()-&.&5)6+-8%&,9) 1+ +-(. (& M)6&.&'&,) 0&'&-&IM)
(3+,.(V(%&'() 0&'&-&IM) .2U28&.,) 3&,) %+92,&&.,) 1+BH(EBtM)+,+-(.(&,M)
29&)-$%& ()3&,)W&2.2) 1+,4-(.(&,

N 808)PRYO;POR)*T7<0OX0)
8&6)(,()6+5('(). +BS{$5():8,9)3(92,8%8&,) 1+, 2-¢P&I&()-&,3&'&,) 6+51(%(5)
38,)0+,85(%) %+'(012-&,M) 3&-&0) 6&6) (,() U29&) . +5381&.) %+58,9%8&) 1+0(%(5&,)
1+,2-()2,.2%) 1+, +-(.(&) (X"

)



IS0V (H S (+.$++.%8%H#  $
"/0$ 121$ 3430/5/6$ 7427/78R9/:/12$ :3:3% 342842/1$<:6/5//2$ 743;/7$
424=171/268=/29:72?/8@/2$ A10/5/6$ 342842/1$ 7129/:/2% A/<1$ 5/61=%
424=171/2%$?/28%646:/1$A428/2$1A4271B1@/61$3/6(5/5$?/28%/A/

I "#'$%$ D #. Y0 EYES+FGHE#H #HH' $
-IA/$ 0/0$ 121$ A194=/6@/2$ 342842/1$ RI<16B614381=/5/2$ AI7/$
342842/1%;428/<:5% @:/=17/6% ;4=/?/2/2% @/<?/J/2$ @I22BB45/A/;$
@4;:/6/12$@126:3423A1$G/<04==/$E:1746$FA: 28

I "#"'$D$ ,+E%G-).#'$K#'$ F+*G+K#E% $
"/0$74</@51<$121$3430/5/6$342842/1$ @4613;:=/2$;42:=16$342842/1$5/61=$
424=171/2% 842=/3% 0/0$ 132:8/$A10/5/684@1342A/62/28% A17:9:@/2$%
@4;/AI$5174=3$743;/7%$;424=3%71/2C

$

- - A R - N - - S o= B -



"IH#$S #

%ll&$lll#()*+ll%ll #

'H$%$E () +$.$- (S )08 (101 - .%$.$,828
)"3-$28,$4%. *$.%' $+$')$+$)30*/ $/483 &.85' -$/$')"3,( +&6SHSI/S. #'#"35)$'
$.4+$2$. 1"303& $1$(' 1"03&' )" +(/(.%' *$.%' #'32&7$1' 0382&.&,' +$. &,-8&$48' 9$,$-
$4+$2$. 1"03& &.& +&2&28)/$." #'3HS%HLOBDIR. %' #'3/$&1S$." +".%$.' -$1"3&
*$.9 +89%(.$/$. +$,5- )"";$4$." -$2$,$4" *$&1( ".%".$& /($,81$2" $*.$.
1$3*6<$." 1$.103'+")$.+$.1)($32%.)" $.%%$.8 "

", 1(-./-0123. #04352186

=" %"31&$. >($,&1$2' 1".$4' +&/"-(I$/$." 0,"4' #$*$/' $4,&' 2"4&.%%S'
" %04$28,/$." )" %"31&S$. *$.%' #'3H'+8'+$54"78.&28&' *$.%' +&/"-(/$/$.' 0,"4"
20"14'+$.'9$@&2',$43,$-'A6&)10 BDDEEB-".6" $2/$. #$4<$/($,&1$2'&S$,$4'
2($1( /0.+82&' +&.$-82' *$.%' #'34(#(.%S.’ +".%$." )30+(/5' 6$2$5' -$.(2&$5')302"2"
+$.",8.9%/(.%$. *$.9%" -1 (48 $IB( -, "#&A&' 4$3$)$.8"-(+&S." A3&%6(.0"
BCDBIH"3)" +$)$1'#$4<$/($,81$2'-"3()$/$.'21$.+$3"*$.%'4$3(2'+&; R)$ "4’
2"2"03%.%' $1$()(.' 03%3$.82528" 1"3/$&1" +".%$.'/($,81$2' :$3$' /"36$5'/($,8&1$2' 2(+#"3"
+$°$'-$.(2&$'2"31$')302"25'+$. 4528, "36% #$&/ #"3()$ #$3%$.%'-$()(.' 6$2$8' 9$3 &
H'3H%BE')" +$)$1' $EE2'-$/$ +$)$1' +&2&-) (/. #$A<S'/($,&1$2' &$,$4' 2"2($1(
*$.06"3$UB&1S. 5 +".%6$.")".1$)$8$. 21$.+$3'*$.%'+&4$3$)/$.'0,"4'03$.%'*$.%'
- 38 #$3%5.%' $1$()(.' 65285 2" $&. &1(/($,&1$2' #'37(.%28&' 2" #$%$&' 6$.68' /")$+$'

10.2(-".'#$4<%$'/0.2(-".'"$/$.'+&(.1(.%/$."-",$,(&'/($,&1$2'*$.%'+&+$)$18



"1 #$%&$')*%*) (¥ #$.X0*%* %

IHSVORH (5" H-#.("H&" (J01*-( 24.3(AH+"(5%0*+%-#.( *6H+H( JH-'Y6)H$(/$+4(
WOUHA( FHHARHE(* A Y%S( LHHT( 8.3, SYo-# Yol 2 A+ ( SUSH-"-#.( *6H+H(
IU&*( SH( 0% H)0" 3 ( SHSH)( HEIH( VHHYA( * *+EH2HH.( SH+Y%(
S YT (1 R BH2AHE( -1.")*.( 5, #E&( &")0 "4( *%+%.3( 5*.3#.( -*".33"$#.(
24.3( 5%)%$Y%-%o( "H&"( <+ A ( LHHO( . 33"$H.( 5t H#E&( 5YSYAHE( *&*SHA( H5H.2H(
RGO/ (H S A (HEA(-¥96.3% H.(-1.")* . 5*.3H.( " HSYo&H ( 1 #( 2#.3(
BOL0*+bLA*."+'&( " 2H( ; <=>?@>>AT('BE)H.( SHSH)( " +.&/ (;<==CRA\(
O0%+* 5, #&()*.3* #%( 5*D%. %'%0' (- HSYo&H (L H#( ) +" H-1.( &Y6.3-#&( ,*$H24 #.( 2#.3(
596500 (/S AV HLY*.(".&"-()*)* " AY0( Att+H (-] ") 7 (" HSY&H (HEHSHA(
R AR (6Yo+V0( H+&H('VoDHE( SHI6( "HE"(,+5"-(H&H"( LHH( 2#.3( 0%+ * 3H+"4( H#5H#(
V), 28" & () H-H (-H0"&" A ( 2#.3( 5%. 2H&H-H.(H&H" (2#.3(&* o+ HE&
5%)%-%0#.( ,*.5H#,#& &S H ; <==FBFQ\7( G*.3#.( 5*)%-Yott.( -"HSYE&H'( 1#H#( 5H#H#&(
5Obt+8Yo-#.( "OH3HY( "HE"( X)), "H.( LHH( ".&"-( J*)*."4%( 5"#( 101*-( 2#%&"(
0" A (5H . (MH+# (1. T( (

H1%,&/./( ;<=2@>A( )*.24&H-#.( ,* 5H# #& 24 ( OHAW(I"HSY6&™ ()*+%pH-#.(
O%+5#) H-( HEH( FO%+#, #( OF#+( 8Y0.3-#&( ,*)*." 4. -*0"&"4#.( 5H#.( -*%.3%.#.(
FBH. 33+ &H( OHIHYO)HH( -*&* HEH.( ,*.24) HYoH . 1HH( 2#.3( 5%0*+%-#.( ".&"(
V¥V AYo(AttHE . FSH.334.7((

T+ S A (AHS( 8 +*0"&(5H#, H8&(5%'%), "G H( 5"H#( DH#-&/+(,*.2*OHO("&H)H(

. 3(0%+,* 3H+"A( H5H (- "HOYo&H (LH H( 2HY6&" (1# H#(2# .3 (5% +#'H-#.K5%, *+* 'Vo-#.(/$*4(

VG HE %S T HSYOR]



I"H'$% &'()'&H" ¥ ("% +."HH" % &H-"("(% 0"1.,% 2*+.1% "&"+"0% ,.2"0%
!L06 210" (% 018" (% 2"1%% +3(,.$'(4% 5'31996+81" (% +."#4" % &'#"-"("(%
2%(-"1"+"(% 3# 0% 601*, /4% 738 #39+% 2++%>R@A% B"0C % & (). +. 1"(%+."#4" %
&H-"("(% 2*B.1.0+" (% .(/.+% $'((/.+"(% "&"+"0% /.D." (% 2"1*% & 1B"*+" (% +."#*/" %
&#'-"("(%,.2"0%/'1&'(.0%%,'0%())"%$'()0", “#+" (% &H#"-"("(%-"(%.",." 92" ()" (%
0"1"&"(%+3(,.$'(4%

%

" 1 #$%& (P +.-$..( )/&-0," )

E"1",.1"$"( B"#"$%5D*&/3(3%: z<@\%S$'(D"B"1+" (% @%: #*$" ABBS" (/%4
0%$'$8'1()"1.0%%, 18*9'%6H. "#4/ BHY%B*" "% 2*,'B.I1%2'()" (%* I *#108%6&' ()
FO+""(% 2"1 *+,-./0,) 1234/5@P6 I'L*+./1% &' (DH" 9" 1% I@% 2*$'(,*% +."#*", %
&H-"("(%-"()%2*2.+.()%3H# 0%& (2"&"1%K"1)"1'/0"%:;<<F9%>;L A

%
=4 839:/;4, ):1.+/*%M* *Rb

E'()'1/*"(%539:/;4,.94" Y2 ()" (Yo +""% # ™o+ *% G*, *+%"2"#"0% B/ 982" (%
B'1C.D.22"&"[B#+0"[%3#0%+" "[%S$"/"%2" (%2*)'())"$%2" ()" (& 2IBYAY% . +/*%
G* *+0b 2*"&H*+" SBI0%"1-"C"( %',."*% 2'()" (% +).(""(-"% ,'0%())"% 2"&"/%
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C%14%A%’) 4%'-BI0$1"8%") 3$,%4%'%") %1.4#) /$/""&") 1%#%) $/3%*")
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"l #$%&'&()&Y* +,(* -%.-)* %/, %* .$(0,1&.% +&%* 2$21&%.-* 3$I&(&* 0&Y6/3-%6/*
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)$3-0,.&%*8$0858%68%"*
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$1 #$%-%7-)&%* 85%/(., & BRYB* )4%3-25%* . $(6&+8&8* 6&0* 5&Y6/* +,-.&(8&) &Y %5&*
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25($)8* .$(,2&* 2$(-8&)8%%6* BS0&5EIEYe* 5&Yo/* 2$2-&3)&%* .8&YBE* &+&Y5E* )$0-6&%
:$2,),8%*8$%+8&8&. *H#& (/&($ EBCSD*EF*
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84 :&"1$1%2$0$)%6(*+S0$%6"/"(SHY 11+ % */3" " H+$HY 2 1+ $HP* &1 S5
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+$<$ 06" HI"€Y6)*)-"H1$,%-0S 1$H#SH#Y 1SH+%6!*-B1OG84%
=$/,% "I, $#% 2, Y0840, (WHH#1,)-"0&$H% .$3<$% SH2$0$#% S Iebility
$2$0$3% &*)$)-"$#% ("$!"% -*).*/ % ;$($% "H#1"€% 0$&" &SHY% -*0S1$HSHY (*85/$% 1*-$1%
(F("$,% $-$% 15#+96 2,:$#; &$HY6 &*-$2$% GBIV H% $E$H% ) 1$($% ! 2$8% -"$(%
$-$.,08%-*0SLSHSHY 154#+9%62,25-$1%6! 25&%6 (*("$, % 2*H+$HU 1$H#+9%02,:$#; &BH>00)$8$% 2!
reliability%$2$0$3% 2,)4#(% 1$#+% ($H+$1% - #+% $+% &*OS#+("H+$4% ("$!"%
-*0$1$#$HW0
%
24 Assurances @$) #$HVo
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*/851$% $E&SHY ~0S1$HSHY 1$H+0%6 2,5/ &$H>Vo &'H(")H% S&BHY )*/$($% 158, #% .$3<$
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I"HS%ESS%( )$%( I"H)$,$%( -")$.$1$%( +SHO0S.( H#S1$%S%( 1$%2( .+)$,(
)13"8$1$/%1$4
5"%6+'+0( 5$'2$"0,$( 67889'8; <( *'%2"%$/( =$*/%$%( -$,>$( 3"+.$,$$%(

$O$+( 2'28%/.$./( ,$'+.( **"%0/%21$%( $)$%1$( I"3"&S1$$%( )$'/( 12%.+*"%( $0$.(

>4 =4) 19061+ $#/0$. (H$15%$%6( 1$%2()$3$0()/3" &S 1 (T #$HO&" (*"#/3+0/(
$.3" @.3"1()/$%0$'$%1$:

" 4$()"%2$%(/%0"2'/0$.B(."0$("0?. (1" =$(1$%2(.".+$/()"%2$%(C/./()$%(*1./()$'I(
+B0+(3"+.$,85% () SHE(*" % 1$=/1$%(3"#S 1H6$ %A (

-4 D$3BO(*"*-"1$%( 3"#S1$%6$%( 1$%62(W'BL62$%( &"3S0B( #5%6E&$'B()$%( )"%2$%(
+$H#0%.(18%2(0™=$*/%4(ESH(/%/H#S$,(1$%2()/=$)/1$%(,$ $35%()$'/(12%.+*"%(1$/0+(
3"#S1$%$%(1$%62(*"#/3+0/@3M(1$%2(0"#$,()/."+01$%4(

&4 5"1$1/%!$%( 12%.+*"%( $!$%( 1"0"3$0$%( 3"#$1$%$%( 1$%2( )/-"1$%( ." /%622%(
1206.++"0%( 15! /4BISY6($3(1$%62()/)$3$0!$%06 1$4(
D$'/(+'$/$%()/($03$.()$3$0()/./*3+#1$%( -$,>$(=$*/%$0E0BS06&(3)$#S$,(

AB0+()/<"%./( 1$%2( *"%"1$%!$%( 38)$( 12*3"0"%./( )$%( 1"0"$*3/4#$%( 1$'1$>$%(

3 (=$.$( $28'(12%.+*"%( *"$.$( 1$1/%()$%( $*$%( $0S$.(I"#$%2.+%62$%( ."+$, (

3"HABSY( " [%22( " %$1$%( "3 +0$./()$%( %$*(-$/1(+$0+(3"+.$,$5%()/( *$0$(
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"1 1"H$%&H (" & Y& ()*)+, -

Y0&*[+- 0/+&12%+- 3)*)4- 5%615)7- &%'6'+(- 3%+()+- 8)9)+)+- 9)+(- 2%6%0)-
3)*)40)+- &%:)6)- 8)+(&1+(;- 6%&*/+- '41- &%+3'6'- 4'3)08)7- &%8)81- */&'4'<- 2%8)'+0)+-
4%60)3)+(- +%()4'<- &%7'+(()- 0)69)=)+- 2%2%6810)+- 3)9)- 4)+(()*- 1+410- 3)*)4-
2%2)7)2"- 0/+&12%+- &%&1)'- 3%+()+- 4'+(€)é+9%6)*)+;- 0%4'3)0&%&1)")+;- 3)+-
*%+(%64")+- )4)& 5%62¥JR)2- 7)8- )4)&- 5%+410- *%8)9)+)+- 9)+(- 4'3)0-
3'0%4)71'+9)"- ?)8- '+'- 4%+41- 4'3)0- 213)7;- - 0)69)=)+- *%681- 1+410- 2%+@%8)&0)+-
3%+()+- 5'@)0&)+)- 3)+- 2%+3%4)'8;- )*)5'8)- 3'6)&)- *%681- 5'&)- 3'8)010)+- 3%+()+-
2%251@10- 3)+- @1()- 2%+()6)70)+-)()6- 0/+&12%+- 3)*)4- &%()8)- 5%+410- *6/&%316-
)4)1- )416)+- 9)+(- 5%68)01- 3)8)2- &1)41- /6()+'&)&"- A%T7'+(()- 0/+&12%+- )0)+-
2%25%6'0)+-6%&*/+-*/&'4'<-*)3)-&1)41-*%8)9)+)+"-

B)6()6%47)- #CDIE GHES5%6*%+3)*)4- 5)7=)- 3)9)- 4)+(()*- "8)7- 5%+410
*%8)9)+)+- 5%61*)- 2%25%6'0)+- &%:)6)- 3%4)'8- *%+@%8)&)+;- 3%+()+- 41@1)+- 9)'4.
0/+&812%+- 3)¥)4- 2%+%6'2)- 3%-+()+- 4)+(()*- *%8)9)+)+- 9)+(- 3'5%6'0)+"- 1)9)-
4)+(()*-2%2%6810)+-5%5%6)*)-)&*%0-3")+4)6)+9)F
)"l J+'&")4'<- 2%25%6'0)+- 5)+41)+- 0%*)3)- 0/+&12%+;- 5) 70)+- &% 5%B2%6-0/ +

2%2'+4)-5)+41)+
51 K'0)- *%8)9)+)+- 2)&7- 3+(()*- 016)+(- 2)0)- *%681- 1+410- 0)69)=)+-

2%25%6'0)+- *%25'+))+- 5)(*- 0/+&12%+- 1+410- 2%+(7'+3)6"- 0%&)+- +%()4'<-

*061&)7))+"-

"l B%25%6'0)+- )6)7)+- 5%&%64)- *%+@%8)&)+- 9)+(- 2%+3%4)'8- 4%60)'4- 3%-+()-

*0%6&/)8)+- 9)+(- 3'7)3)*'0/+&12%+"- L6)7)+- 7)61&- 5%6&'<)4- @%8)&;- 46)+&*)6)+;-

3)+-&"+(0)4-8&%664)-3)*)4-3*0664)+H@)£)50)+-
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3(%,+(*(%+!QR(4"
8(.0+ /$./(,(0+ 2$.%3(4((%+ 3(%,+ 4$'(6+ 10&$'()*(%+ )$$'71%3(+ 2$%7'0)+ 1(2(4+

1$%30127*(%+/(69(+!(3(+4(%,,(2+ (4(THS%&H ("&"##$.72(*(Yo+*$1 (127 (%+

*(.3(9(%+ 7%AT*+1(2(4+ 1$1(6(10+!(%o+ 1$%3$'$)(0*(%+ 2$. 1()(((6(%+ 3(%, + 4$.&(10+

(*0/(4+ ({(%3(+ *$40!1(*+ )$)7(0(%4((t6 *$0%,0%(%+ *5%)71$%+ 1$%, (%+ (2(+ 3(%,+

101(2(4*(%%3(:+2$%3%'$)(0(%+!0'(*7*(%+)$-(. (+-$2(4+! (%+4$2(4+)$60%, ,(+*5%) 71$%+

1$.()(+104(%, ,,(20+!$%, (%+/(0%'+
+

I" 1 #$%$& (&) (&+(.(-*#.(/O(%*1$.(2(&(&*

(3+<(%!(127"3+=>22AB C+ 1$%3(4 (*(%+/(69(+*7('04()+2$' ({3 DB* 0+ B +
='01(C+ *$)$%&(%,(%o+ 3(%,+ 1$.2$%,(.76+ 2(1(+ *$401(*/$.6()0'(%+ 2$%3(12(0(%-+
28'(3(%(Yo+ 4$.)$/74"+ D(+ 0%0+ 10)$/(/*(%-+ 40!(*+ *5%)0)4$%%3(+ 1(%(&$1$%+ I('(1+

1$%8&((%6*(%+2.5)$)+2$'(3(%(%"+E$.0*74+B+*$)$%&(%, (%+=, (2C+7('04()+2$'(3(%(%@

FG(2+1@X. (2(%+<5%)7 1% H$.)$2) 0#(%(&$1$%
H%RS1$%+ 17%,*0%-+ 401(*+)$'(7+ 1$%,$.40+ (2(+ 3(%, + 101(*) 7!+ 1$%, (%o+
*7('04()+ 40%,,0:+ (2(+ 047+ (4.0/74+ 3(%,+ 10,7%(*(%+ 7%47*+ 2$'(3(%(%:+ (%0+
*00%$. &(+3(%,+)$6(.7) %3(+10/$.0%(%+*$2(1(+*5%)7 1$%"+

FG(2+x38:)$2) 0+#(%(&$1$%I2$) 0K O0*()0+<7 ('O(B(%0(%
M$.&(10+ *(.$%(+ 2$.)$2)0+ 1(%(&$1$%+ /$.67/7%,(%+ 1$%,(%+ 6(.(2(%+
*506)71$%+ 1(%o+ )2$)0KO*()0+ *7('04()+ 2$'(3(%(%"+ D(+ 0%0+ (*(%+ 1$1/$.0+

I(12(++*$2(1(+2%'(%, ,(%+4$.*(04+*7(04()+2%'(3(%(%+



| "HSYO&(BY*+, +-H*+%0.[H0+1#*%2) O B ABYD) 45546 %62) 0t 3194# 4
)¥) ATHASHAY +4+% 1)6#TH8+%-)1+-#%-#63H9#4%$):;)6+% $) 0#3#4#4% 1+81-%
N-)BTHY *)*#+% 8)A5#HAY% #$HY% 3HASY% )ATHB+% *$)*+ +-#*+% 3H#A5% */8t<
8+1)1#$-#b=

| 1'#$%9/62)43)0)455#6#%2) O 3L 1*+% @-*1) 6490
"#$% +4+% 1)67#8+% #-+#1% :[4AI043H#% +-0#4% #1#/% 3Y&B8%0 0#+443#%
8+-)0/#6-#4% ?0)<%3P)6/*#<##4%/41/-%:):$)A5#6/<+% 1#:/%;)6+*+% +4,26 :#*+%
1)60);+<#4% #1#/% :)A5#48/45% ! THAT+% 3#45% 1+8#-% *)*/#+% 8)45#4%
$) 04341 A% 3HA5%*): ) 4643t =

| "#$Y0BRYOH IHAHAYo C +<HOHRBYDH 3HAHAY C+1)8+:4#%
D#0% +4+% 1)68+6+% 8#6+% 7/.0#<W*)XU#AB4#%#) Y0/.43HE % 8#4%
V)ATHASHAY +4+% 8+1)41/-H#A% 20)<% *+ #1% -)*)ATHASH#AY% 3#45% 1)6-#+1% 8)
$) ##6#4%8#4%-/#0+1#*%$) 04BH#4#4=
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"1 #$%&$' ) *%H$-.*/*% £0%/.1$%++

VS HA% -24*)4% +HO#H<% <#*+0% 6)*$?24% ):2*+?4#0% 1)6<#8#3% );)6#$#%
$)A5HO# #A% 3HA5% ;)5+1/% H¥6HHUA3HY 8)45#4% $628/-% #1#/% T#*#% 3#45% 8+;)0+9
-24%]))4% 8):+-+#4% :)416/1% F)*1;62?-% G% H)-BHUBER67+$1 24 %L LBMID=%
()8HA5-1#A%S$) A8HSM +44 3% 816+ % "HHR) BEBLO Yo ) 43t 1 #-#4% :#<91%-)$/#*#4%
24 4% *#A5#1% ;)65#41/45% -)$H8#% $)6*)$*+% 8#4% 7/5#% <#E#$HAY 3#A5% 0#<+69
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"l #$%&S'()F+, I"HWI&'()", +'-, .$ [0/, 1%(/, 110!., &1213!, ['14'$3/!,
+1/(), .$.88$0/, *$.810/5, , 1101, 210, /1, *4'3).$', 1*I', *$.810/, *$6!11,
6$%)31211" +1'- 311 )'()*,.$'71%/,&1%!"- I(1),813!"

&1 HEY&S'()'+) !, —+.-+%0'-&+//%12&(02+1¢),*4.)'13/,11%/, ) 0)(,*$,

NO)(, +(), BS+LEUN, F(L QUL+ &$%/3/, *$31', 643/(/:, ($%2!116,
3)1(), 6%A41)*, +!'-, 1/%!3!, $.&$%/, %!3!, 6)135, 1/31.6!/!', 40$2, 3$4%!",
*4'3) $', *$6111, 7104", *4'3).$', OIf, +!'-, 3/1(+!, $-181*, I(1),

6$%3)13/:5,18"!' *I(1,01/' *4'3).$',.$%$*4.$'113/*1", 6%4 1)* ($%3$&) (",

($012, .$.8$%/, %!3!, 6)!3, *$6111, *4'3).$'5, 3!I(, /-I', $'74&!), 6%41)*,

01/, *4'3).$', 11", 7$'1$%)"-, .$'8I1/*!", 6%41)*, +'- 6$%(1.!, 3$&!-1/,

6$%6(/.&!"-!',+1'-,610/-,)(.1",

11 #$%7/6(1'+!, *$6)()3!", 6$.&$0/1", 61!, 6$%)312!1", +!'-, 311, 1(1)6)’,

$.8&$0/,6%41)* 01", 11%/,6$%)312!I", +1- 31" |

1%/, 6$.161%!", 1/, 1(135, 6$)0/3, .$+/.6)0*!', &I2<!, *$6)!3!,
*4'3) $'111012,$=10)13/,*4'3).$', 11%/,6%41)* (1), O1+1'" +1'- $%$*1, 1161,
$.$)2/, 21%l6!", *4'3).$", >$6)I3I", * 43).$, 31-I(, 6$(/-, &!-/,
*$&$%6213/0!",&/3'/3",2":4%.13/,($'(!"-, *$6)!13!",*4'3).$',.$'811/,210,+!'-,6$%0),
1/6$%21(/*1', 40$2, 6$%)312!1',)'()%, $OI)*!', 6$%&!/*', 6%41)*, 11", 8131, +I'-,
LI(<1%*!" *$6111,%4'3).$',

@)6/+411/,ABCCBEH .$'83013*!", $-$'1/,  I(49RI*(4%, +I, 116l(,

$.6$-196)2/,*$6)131' *4'3).$'5, 1/'(1%!'+IE



"l #$1%&'1()*+,-$.)
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#

1#0-).'( #

H"#8'0# #
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Berikut merupakan uraian mengenai fasilitas dalam tiap kamar di Marbella Suites

Bandung

"#$%"&'$()&

Kamar ini memeiliki luas sekitar 37 m* dengan jumlah 90 kamar. Fasilitas !"#$%"&

'$()" antara lain: *$""+&,(-"&."/0&#(1(+2&3445&6()7&)64&,"8)"3&,4980&/(++(+2&)8.#"&
943&)6&an ,58##&)"338:",;

<%":$)(1"&'$(&

Kamar ini memiliki luas sekitar 70 m® dengan jumlah 77 kamar. Fasilitas
<%":$)(1"&'$()‘antara lain: *$"'+&,(-"&43&)6(+80&#(1(+2&38BPr & 4+"&/4$.#"&
,4980&:83=")0&/(++(+2&)8.#"& 938 BEBEX.)"338&;

>38+/&<%":$)(1"&'$SE"

Kamar ini memiliki luas sekitar 74 m” dengan jumlah 9 kamar. Fasilitas >38+/&
<%":$)(1"&'$()'antara lain: ?+"& @$""+&,(-"&."/0&)6(+& ."/0&#(1(HREIAL )64 &
,"8)"3&,4980&:83)n&832"&)"338&;

A8,)"3&'$()'&

Kamar ini memiliki luas 101 m2 dengan jumlah 4 kamar. Fasilitas Master Suite

antara lain: 4+"& @$""+& ,(-"&,')64& ."/3445,& 6()7& B(+2& ,(-"& ."I0& #(1(+2& 3445&

6()78)64&.,"8)"38.,4980&:8BE J0&"))" 08/ (++(+2&)8 #" 8943 RAEERIELS,) "3388:

2. Restoran
a. C8+&!"&D$&EB9"
Restoran ini terletak di lantai lobi, buka setiap hari pada pukul 06.00 pagi
sampai tengah malam. Restoran ini berkapasitas 90 pax untuk (+/4438an 140
untuk 4%$)/443 Restauran ini menyajikan hidangan internasional serta

hidangan nusantara. Pada akhir pekan terdapat #(1"&5$%,(di restoran ini.



"#Diva Loungett
Diva Lounge#$%!&'()'# $*'(&'# +&'(&,# -&',%.# $&'# /¥ &0%[bttnge#%o' Yot
-2-2#3%()'&.&'#)',) #14%.1&, Yot *31# . 2., & DA P& '#*01 & (&Yo# 5 Yo+# /& .&'&'#
0% (& Houngeto'%it , *04*,& . $YoH# 4&', & Yot 421 % H# $*' (Rt QeS8 | &0H# 7 &' (#
& # .&6&+%,&+# 8# 6&:"# ;%<&# =2)'(*#!).&# +*,%&6# 3&0%# $*'(&'# |&0# 7&'(#
1).&#$&0%#6).)4#>?"??#3%' ((&#6).)4H#HB@"??"
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-“#Sahara Terrace#
Sahara Terrracet%8&8# $%()'&.&'#)",) # ,&N# 1&'(# %'(%'# I*'(&P&.&'#
6*0,*)&'# +*-&0&# 4*1%3# 60%<&,"# A&3&GRHBAODESLH .&6&+%, & +# @?# 20&'(1#
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&4)'&'Hive music.

$"€224#B*00& - HB&E*
D&E*#%'%#/*0)6&.& B8 #,&/1&3&'#)')) #&-&0&#6*0'%.&B3&™

#

@F&A+%4%, &+H=8%"T&

G&O*AA&HA) %, *+HHE'S) (#/* T*$%6&.. & HE&+Y%A%, &+HA&Y" T&HT& (HS&O&, H
$%()'&.&'H24*3H &/ H %8 &O&' TEH &S&A&IIH6)+& # 1) (&O& 1#.248&/H#0*' & (1#
J7)'$&H# ACIH* 168, #1*0/8&%6'# & & Udundry1Business centerl#*0,&# 4838 H#
680.%00H$ (&'#.86&+%, &+#3%'((&#>97# HS&O&SE!

#
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X/--1 HIN!IG9QI9®@?9A! =;?9A)KIK)! B9;)! K%G'9Q! Q=(%J! B)(%A(:9A! =3%Q!
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I"HS%& '$90& ()% (& +$ SYIBY (TSI 19%6(1"& . $HSE ($108)"!(&
$'S+$38 A(H!" (1HE& SH*$Y BERSIR/2%0(& T$%0(5#8 62BIRBS#I2++$& :1)(24&
1$%'1%* %
"#$"%8& ()&
&
*+90,-+,%&.%!"/0*"*0&123"%+#2/+&-"/+.%&123"/&10&
#'%%$244"&* 0+2*&3$"/1,/! &
#
Front Office Manager
#
# Assistant Front Office | | Duty Manager
Manager
#
Receptionist Telephone Operator Concierge Reservation Agent

&U92H:8 "H$Y6& () *852.$# (/2% (&8S#I2++$&:1) (248 1S BHYE &
#
T$#,$-$%8&'2.$#(12%(&"$%(5#&'2.$%& ") & B8$#9224&&PY6' %0* & 92#<!/+$3&

=>&5#$%*&0&12#)" ! (&($IBBRLHH $-$%68.924 24 ($&<SIT$%6%, $;

&



"#$9%&'( )&

*+,%"-&."/0"1"2&3$4"/!,$2!&."§!L5/&3$4"2& &
36&,"[#$%%"&7+6!$78&#"23+28 &
&
25 & *9:9;9< & *=>?29 @&

1 | Front Office Manager 1
2 | Assistant Front Office Manager 1
3 | Duty Manager 1
4 | Receptionist 4
5 Telephone Operator 2
6 Concierge 3
7 | Reservation Agent 2

5"% & AR

Sumber: Front Office Department Marbella Suites Bandung, 2016.

&
#(SCDEE3HID<IGE.
&

& Berdasarkan hasil pengumpulan data yang dilakukan melalu

penyebaran kuesioner kepada tamu yang berkunjung ke Marbella Suites
Bandung dan pernah menginap minimal 2 kali, didapat 50 kuesioner terisi
penuh. Profil responden dikelompokan berdasarkan umur, jenis kelamin,
tujuan kedatangan, pendidikan terakhir, dan frekuensi menginap. Tabel

berikut ini memperlihatkan profil responden berdasarkan umur:
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TABEL 3.3

PROFIL RESPONDEN BERDASARKAN UMUR

No Umur Jumlah Presentase
I"# $H%E&H' () # I, # - #
-'# %&LEH' ()*+ # -2# 1-/ #
Ut SH1&H ()*+H 1&# -& #
# '45(6# 18&# 1&&/ #

HRBY: <H=(5(H>* 7 @4+ AH-8#2
'(9:641#8:8B:;6@)(5C(+#B;4AD@6#;:?BA+E:+#9:;E(?(;C(+#*?@("#=(;@#) (? @ 6#
B:+:6@5 @ (+#E(B(GYR@IO (#;:?B4+E#B (+H#5::6 @9(S#E(6(8HB:+:6 @5 @ (+#
B(6@+H# 9(+G(CH# 9:;*? @ (# ({BEBOBEAH B;:?7:+5(2:++G(#:2(QH 1-/A#
2E(+HC(+# 2@2(+G(# G(@5*# *?@(# E@9I(F()# Yaltts (W-E{ PG (+H#
B(6@+H#7?:E@C@5# @(6()#;:?BA+E:+#E:+H(+# C(5:H4; @#*? @ #E @ (5(?# 1&#5(

2:9:2(#-&/" #
|;: @C*5#@+@H#(E(6(#B:AD@6#;: 2BA+E: +#9:;E(?(;C(+H#3: + @?H#C:6(8@+"

TABEL 3.4

PROFIL RESPONDEN BERDASARKAN JENIS KELAMIN

No Jenis Kelamin Jumlah Presentase
"# K(C@®(C@ L # -l #
-'H# L:;:8B*(+ # - IV 1./ #
# '45(6# 18 1&&/ #

##89:<#=(B(#>*?@4+:; AH-&H2
=(;@#)(?@6# C*.?@4+:;E(B(5# E@Q6@)(5# O()F(# B:;9(+E@+H(+# (+5(;(# J*86()
5(8*# 6(QIBYC @# E(+# B:;:8B*(+# 5@E(C# J(*)# 9:;9:E(# G(@5*# B;:2:+5(?:# 5(8*#

B:;:8B*(+#7?:9:?2(;#1./# ?.E(+H(C(+#5(8*#6(B@Q@#7?:9:?(;#,#"



MHS%&( ))4),( ) HOSH( #'LI252( HHLHY)2( '&38)2(

%"*)")24)225)(%"(6)#-"++)(7&$"1(!)2*&248

TABEL 3.5

PROFIL RESPONDEN BERDASARKAN TUJUAN KEDATANGAN

No Tujuan Kedatangan Jumlah | Presentase
9§ :$-&#) 2(  ( 9<=(
>8 2" "#+8&)2(1$12%1 9@ >@%
AB B).)'(| (Meeting)( >q cet
D8| 6"24,)*$#S(EF)#)(Event)( X <=(
C8 $225) ( >( D=(

( GI+( cC@ 2@

(CCCCCCC((@&H-"#1))(?8" 1872 #K (> @RL
DS )1SH( %&"1H/2"#( *).)(*$+$,)'(-),M)( ."24823824( "#-)25)%(
H"H$+$%$('&38)2( &2' &% (#eYling) (*"24)2( 3&H+),(>C(#"1./24"2K (+)+&(
JIBL$( % &) ("#-)25)%( $)+),( #"1./12+"2( *"24)2( '&38)2( &2'&%( %"."#+&)2(
-$12$1(5)$'&( 9@ (#'1./2*"2K( 1"%)24%)2( 1$1)25)( 5)$ &( ;( #"1./2%"2( *"24)2(
'&38)2(%"*))24)2(&2'&Y6(-"#+$-&H#K(D(#"1.12+"2(*"24)2('&38&)2(H"24,)*$#%(

YF)#)(event), (*)2(>(#"1./25"2(*"24) 2('&38) 2(+)$22H8

IHSY6& ((H'H#&.)%6) 2(')-"+( HI0$+(#"L./2% "2 1) #9%) 2(."2*$*$%) 2(

") %, $H8

(
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I"H$%&' () &
4 - %&+$/*01$0& &

#$+1"/"+2"0&*$01.1.2"0&!$+"23.+ &
04¢ *5678789:6&!5;:9<8;& =>?7@:<& | *;5A56B:A8

"4 $%&'$()(*+,+-# M 10 #

1'% 23456 7# | # 110#
MH# S # 89# 90 #
8'# +3<<=# 1 # 10 #

# >6-+5 ?0# 1990 #

HHHHHHHASG ARG BH2+-+#C @ (D36<(¥EH#19Y/

>+A(5#)3+-+D# 7 (<@ @R+ GH+#D(A+|3+<#A(D+*#*(DA6<) (<#HI-+T@K#
7(7353F3# 4(<)3)3F+<# -(*+FG3*# D(A+I+3# D+* +<+# $IE# =+3-@# D(A(D+*# :9
SO +<IF+<tD3D+<=+# 3+5+G# *(D46<)(<# ) (<I+<# 4(<)3)3F+<# -(*+FG3*# 23456 7+#

D(A(D+*#!10E#$%& $() (*+,+-#/0E#)+<#5+3<<=+#D (A D+*#10"

L(*3F @7 @A+F+<# -+A(5# 4*6M35# *(DA6<)(<# A(*)+D+*F+<# M*(F@(<D3

T7(<I3<+4'#

I"H$%&'( G

*+,-.%&+$/*,01$08#$+1"/"+2"0&-+$2D$0/.&ESOF.0"* &

04¢& -59>56A8K56G86:H =>?@:<& | *;5A56B:A8
"# 2@+#C+5b3 I # A0 #
1'% ;(A3GH)+*3#2@+#C+53 A# /80 #

# >6-+5 7?0 1990 #
HHHHHAHNSB NG BH2+-+#C @ (D36<(YE#19!/

# >+A(5# )3# +-+D# 7(74(*53G+-F+<# A+GH+# D(A+I3+<# A(D+*# *(D46<)(<#
3+5+G# -+7@# =+<I# -(5+G# 7(<I3<+4# D(AHSEIHF#3t@# D(A+<=+F# .1#
*(D46<)(<E#)+<#D3D+<=+#3+5+G#-+7@#=+<I#D@)+G#4(*<+G# 7(<I3<+4#5(A3C

1#F+53"
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HHSH(E 1), ), ) (8D 5809580 38) , 1 <88 (6-"11 +2%68 ;11 64611 %68)1 72 , &1 A#E6!

UGO8+1*#08.36)8)!38) , 1-+HSH (&I6HS-+85!

D" YUt SHSUE" S (8! *#)%h-%0-(&)! GHS&(;$1! "#>8, -8)! >H"ES! +#52%8(8)!
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)25 (B4 287 8) 185816842138 , 14868 , 5!

U5l @831 "#,-1 [SH(2H) - +H), )& #R)3&(! HI=! $H* ) UH)! "2%8;! *#5)8: !
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bahwa mereka sudah pernah merasakan puas akan pelayanan yang diberikan
di hotel ini, maka dari itu mereka datang kembali untuk menginap. Namun
untuk lebih mengetahui tingkat kepuasan dari responden sebagai pengaruh
dari kualitas pelayanan yang diberikan oleh karyawan kantor depan, dapat

dilihat dari hasil penelitian dan pembahasan pada bab 4 ini.

. Tinjauan Mengenai Kualitas Pelayvanan Karyvawan Kantor Depan di

Marbella Suites Bandung

Data berikut merupakan hasil kuesioner yang dibagikan kepada tamu
yang sudah pernah menginap minimal 2 kali di Marbella suites Bandung.
Jumlah responden ialah 50 tamu. Kuesioner berisi 19 pertanyaan dari 5
dimensi kualitas pelayanan yang terdiri atas !"#$%&'()* (+,"1-.)* /('%"&%'%!.)*
"001/"#2(Q dan /(0,3#0%4 (#(@D

Penilaian atas kualitas pelayanan karyawan kantor depan di Marbella
Suites Bandung diperoleh dari penilaian 5 dimensi kualitas pelayanan.
Dimensi tersebut dibagi lagi ke dalam beberapa indikator, lalu dinilai

menggunakan skala pengukuran item format sebagai berikut:

-1 Sangat tidak baik (STB) =1
-1 Kurang baik (KB) =2
-1 Cukup baik (CB) =3
-1 Baik (B) =4
-1 Sangat Baik (SB) =5

Berikut hasil dari kuesioner dengan 50 orang responden.
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#
I"H$%E& () &
" 4" "*&-$. 0$*&1$*+$*'2 &84"%2!".&,$%"5"*"*& &
3"-5"6"*&3"*1/-&08$,"*& 02&1"-#$%%"&.42!$.&#"*04*+&
#$-0"."-3"&7".2%&34%.2/*$- &
&EEB& &
[ R
*(& =7<@ABA@AL & 3#&& C#H& #& # & L<@B
2<=3§ R| F& R| F& R| F&| BR| F&| B| F&| B| F&
Tangible&5#HI<J&KJIILIM
| | Penampilan karyawan kantor depan 0 | 0% | 2| 4% | 9| 18% |20 | 40% | 19 | 38% | 50 | 100%
Kelengkapan peralatan di kantor depan
2 2 4% 13 126% | 13 126% | 6| 12% | 16 | 32% | 50 | 100%
3 Kondisi peralatan di kantor depan 2 4% 17 | 34% | 11 | 22% 3 6% | 17 | 34% | 50 | 100%
L<@B N& | & ‘08 & " & & OR| & 9@
Empathy&$>Q@<€IM
4 Perhatian secara personal dari karyawan 16 | 32% 25 | s50% 9 | 18% 0 0% 0 0% | 50 | 100%
Kesediaan karyawan mengutamakan
5 kebutuhan anda 20 | 40% 19 | 38% | 11 [ 22% | O 0% 0 0% | 50 | 100%
Kesedian karyawan mendengarkan
6 keluhanan anda 25 | 50% 16 | 32% 91 18% | 0 0% 0 0% | 50 | 100%
L<@B RS & R:& & OR| & (& & &
Reliability G3=@AT@QD@AM
7 | Ketepatan informasi dari karyawan 10 | 20% | 34 | 68% | 6| 12% | 0| 0% | 0| 0% |50 | 100%
Keakuratan dalam pengadministrasian
8 catatan/dokumen saat proses reservasi 27 | 54% 18 | 36% 4 8% 1 2% 0 0% | 50 | 100%
Keakuratan dalam pengadministrasian
9 catatan/dokumen saat proses !"#!$ 9%&' 14 | 28% 28 | 56% 8| 16% | 0 0% 0 0% | 50 | 100%
Keakuratan dalam pengadministrasian
10 catatan/dokumen saat proses !"#!$ %9* 17 | 34% 19 | 38% 14 | 28% 0 0% 0 0% | 50 | 100%
11 Kecepatan proses !"#!$ %&'1#-./'01)'0 26 | 52% 15 | 30% 91 18% | 0 0% 0 0% | 50 | 100%
12 Kecepatan proses !"#!$ 9%9*+berlangsung 20 | 39% 17 | 33% | 13 | 25% 1 2% 0 0% | 51 | 100%
L<@B SSH| & S'S& & INY & &R & & &
Assurances GUQ@>JA@AM
Kompetensi karyawan dalam melayani anda
13 11| 22% 31 | 62% 8| 16% | 0 0% 0 0% | 50 | 100%
14 | Keramahan karyawan 12 [ 24% | 18 | 36% | 20 | 40% | 0| 0% | 0| 0% | 50 | 100%
Kemampuan karyawan menumbuhkan rasa
15 percaya anda 23 | 46% 17 | 34% | 10 [ 20% | O 0% 0 0% | 50 | 100%
Kejujuran karyawan membuat anda merasa
16 aman saat bertransaksi. 18 | 36% 22 | 44% 9 | 18% 1 2% 0 0% | 50 | 100%
I<@B RN & ) & & N8| & K & (& &
Responsiveness G3=LIW@Q@AM
Kesigapan karyawan saat merespon keluhan
17 | anda 10 | 20% | 29 [ 58% | 11 |22% | O] 0% | O] 0% | 50 | 100%
Inisiatif karyawan dalam membantu anda
18 17 | 34% 17 [ 34% | 16 [ 32% | O 0% 0 0% | 50 | 100%
Kesediaan karyawan dalam menjawab
19 setiap pertanyaan anda 14 | 28% 18 | 36% | 18 | 36% 0 0% 0 0% | 50 | 100%
l<@B NB| & RN & NE| & (& & (& & &

Sumber: Hasil olah data kuesioner, 2016&




Untuk menentukan total skor maka penulis menggunakan cara sebagai

berikut:

Total skor tertinggi untuk jawaban 'sangat baik' =1x5x50=250
Total skor tertinggi untuk 'baik’ =1x4x50=200
Total skor tertinggi untuk 'cukup baik' =1x3x50=150
Total skor tertinggi untuk jawaban 'kurang baik' =1x2x50=100

Total skor tertinggi untuk jawaban 'sangat tidak baik' =1 x 1 x 50 =50

Sedangkan perhitungan yang digunakan untuk menentukan range/interval

pada skala penilaian ialah:

Range = Skor tertinggi *Skor terendah

Jumlah opsi jawaban
=250-50
5
-200

5
=40

Berdasarkan hasil perhitungan dari tabel frekuensi atas penilaian ke 5

dimensi kualitas pelayanan dapat dilihat hasil sebagai berikut:

1. Tangible (Bukti Fisik)

a. Penampilan karyawan kantor depan:

Total skor yang didapat (SB) 1 x5x19=95
Total skor yang didapat (B) 11 x4x20=280
Total skor yang didapat (CB) 11 x3x9 =27
Total skor yang didapat (KB) 1 x2x2 =4
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Total skor yang didapat (STB): 1 x 1 x0=0

Total Skor : 206

GAMBAR 3.3

SKALA HASIL PENILAIAN RESPONDEN MENGENALI:
PENAMPILAN KARYAWAN KANTOR DEPAN

STB KB CB B SB

}

| || || || || ||
50 90 130 170 210 250

Hasil dari skala di atas menunjukkan skor atas penilaian penampilan

karyawan kantor depan, diperoleh skor 206 sehingga dikategorikan baik.

b. Kelengkapan Peralatan Kantor Depan:

Total skor yang didapat (SB) : 1 x5x 16 =80
Total skor yang didapat (B) :1x4x 6 =24
Total skor yang didapat (CB) :1x3 x 13 =39
Total skor yang didapat (KB) :1x2x 13 =26
Total skor yang didapat (STB): 1 x 1 x2 =2

Total Skor 1171

GAMBAR 3.4
SKALA HASIL PENILAIAN RESPONDEN MENGENALI:
KELENGKAPAN PERALATAN KANTOR DEPAN

STB KB CB B SB

50 90 130 170 210 250
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Total skor yang didapat (CB) : 1 x 3 x 9 =27
Total skor yang didapat (KB): 1 x 2 x 25 =50
Total skor yang didapat (STB): 1 x 1 x 16 =16
Total Skor : 93

GAMBAR 3.6

SKALA HASIL PENILAIAN RESPONDEN MENGENATI:
PERHATIAN SECARA PERSONAL DARI KARYAWAN

STB KB CB B SB

I

] || || || || ||
50 90 130 170 210 250

Hasil dari skala di atas menunjukkan skor atas perhatian secara personal

dari karyawan, diperoleh skor 93 dan dikategorikan kurang baik.

b. Kesediaan Karyawan Mengutamakan Kebutuhan Anda:
Total skor yang didapat (SB) : 1 x5%x 0=0

Total skor yang didapat (B) :1x4x0 =0

Total skor yang didapat (CB) : 1 x 3 x 11 =33

Total skor yang didapat (KB) : 1 x 2 x 19 =38

Total skor yang didapat (STB): 1 x 1 x20 =20

Total Skor : 91
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mengangkat citra merek dari Marbella Suites Bandung sendiri di mata para

konsumen.

4. Keputusan Pembelian

Berdasarkan skala penilaian responden dalam gambar 3.29 dan
3.30 pada bab III halaman 74, didapat hasil penilaian atas pernyataan saya
ingin mencoba untuk menginap di tipe kamar lain, memperoleh skor 100
dengan kategori tidak setuju, dan pernyataan saya ingin mencoba fasilitas
lain di hotel ini mendapat skor 93 dengan kategori tidak setuju. Responden
menyatakan tidak setuju atas keputusan pembelian oleh karena mereka
belum puas akan pelayanan yang diberikan karyawan kantor depan
sehingga mereka tidak akan mencoba menginap di tipe kamar lain atau

mencoba fasilitas lain di hotel ini.

5. Kepuasan Tamu di Marbella Suites Bandung

Dari hasil penilaian secara keseluruhan mengenai kepuasan tamu
yang dituangkan ke dalam gambar 3.31 pada bab III halaman 76. Terlihat
bahwa total skor keseluruhan adalah 351 dan kategorinya ialah sangat
tidak setuju. Dalam tabel 3.11 pada bab III halaman 77 tentang rekapitulasi
skor hasil kepuasan tamu di Marbella Suites Bandung, diperoleh hasil rata-
rata dari I" #%!&'()" yaitu 1,71 dengan kategori sangat tidak setuju, *+!,-
+.- [+%0'- &+//%12&(02+dengan nilai rata-rata 1,54 dan dikategorikan

sangat tidak setuju, citra merek mendapat skor rata-rata 1,65 dengan



"HSY&'() ¥ +06"H) #(,"T) *$#-.-) "+) ["+06) #$10(') ("1"0) 1$2-#-*"+) 2$34$1("+)
3$328'8.1$0)*1&')5678),$+9%6"+)I"#$%& (#(,")*$§-.-9)

1$:") 06" (%) 4$*) 0" (1) 28+ L (#("+) (+() 35 +%-+061"21"+) 4"0<") 1$2-"+"+)
#'3) () ="4$11") : -(#$Y) >"+-+06) 4$1-3) #$°2(6) () 2B2""+)
*$AS1-3+/") 35+%6$+"() -4 ("4$1) ["+%) 0"32() *$1--0+/") 3$32$'&1$0)
DBH(L("+) *H%" ) (") *$H-.-6) O"+/") *"H-) *-4) D" (UG +%) 3%+,"2"H)
I"HSY& (H(,"1) St~ )" (#-)1$2-#-*"+) 2$34$1("}9)

=$+-'H) @"*(LE*+1"6) O8H#S1L) A(+#"+%) A) (+() ;-1-2) 3&,'$+) ,"+) 3$3(1(1()
1&!1"%() /"+%) 4"%-*) *$4"%"() #$32"#) 3$+%(+"26) #$H#"2() 2$'1-) 2%+(+6!"H#"+)
1UB)A(, " +06) 281" M+ S 43 ) 281" ) +96), (4% (1" +) BS0) 1" /<" +)
PHH8), $214) "V0™) 3+ (241" H) 1§24 4) -+ #3-) *$O(+06%") #3-),"2"#)
3H+,"2"H1"+) 1$1+) ["+96) 4"(1) *$1"3") 3$+%(+"2) ,() 0&H#$1) ,"+) 4$™$,(")

3$'$1& 3B+, "*(1"+) 0&H#$16) *$1" (+) (#-) 0&H#S1) (+(), (", (I"+) 2(1(0"+) -#"3") &1$0)

2$34$1("+)4"%()#"3)9)

)
M"#3$%&'0F+%.&-./ #H.&'(1&)#+'&28& Y0 &8 -2&3& YD &Y 145 +6 &M +-/& 7 &6F

0+6.&)&%8&9. #(#&-+"& #K.(1+¥E&Y%T.%#

B"1"3) #"'4%$1) 8@%2",") 4"4) DDD) 0"1"3"+) EF$+%$+"() 0"*(1) 2$+$1(#("+)

6RPHUY" WHQWDQJ KXEXQJDQ DQWDUD WLDS GLPHQ

$H06"H)I$2- 3 )" " 1"0)*$ASH ) 1687 H"-)*$4S$+ )86 TKI+&"&%6'%! - (')

3$+-+.- 11"4) "+061") 16115) ) "#"-) 1$4(0) $:(1) ,"() 1613) 3"1") ,(3$+*() #"+%(41$)



I'IHSHYHE ()(*+,*& - +& HHHHHY% & 0"1',2,38& %"3(,.,*4& '\ $& HHE 2#."),)%,*&
DHI"* H&HHE O 12#1#8& 2, 1#&)")" 1,3, & #2496, 051& -, *+& 3"*0#*+& (*0(%& I"!),*+(*& 6#01,&
S H+& ) HY& 2,58 %", *& 310, RRLHE 3"1(.,", & "S, B(H& 3"* I3HS & /H.HY& -, *+&
)'1(3,& 3" 134$,* &%,1-,7,*& %,*051& 2"3*4& -*+& 2#2,$,*- & 1"*6,%(3&
0%"1,3# *&)"1."1,+,14& %"1,3# *& )"13"* 13#$ *4& 2,*& %")"1 # *& 2#1#8& %,1-,7 *4&
$,*8(0%-,& %"$"*+06,3,%& 3"1,$,0,%& 2,*& %5*2#.#& 3"1,$,0,*& %, “WBLHHR3,
I"5(*8, *+&YoH*"18,8%6,1- 7, *&.,,08!") " 1#%, *&3"$ - * *&), +#&0,|(B&

HI HE S *8(0%-,& #,$,'& "HS%E&'() 0"1$H#,0& ),'7,& '()(*+,*& ,*0,1,&
DHI"* H& I"HSYOE &2 +,*& %"3(,.,*& 0,(& ,2,$,'& .")".,1& ;4<=>8,0,(& <=4>%
#+.$,-.-00") 1$.018"(*8(% Y& ,*+%,& 4, @A& & BIE& %"6H$& 2,1#8& 4:=8 1%,&
DA™ #8 BI3,0"-& I"HSHYHE () (*+,*& - *+8& H+ 4%, *& 0"1',2,38 %"3(,.,*& 0,1(9&
C,1"* & ."O#,3& #24#%,051& - *+& ,2,& 2,$,1& 2#!"* #& ##& ,2,$,'& 0"0,*+& )+ #! * &
%,1-,7,*8%,*051&2"3,*&"*(*8(86,*8%"0"1$#),0,**-,&2,$,1&!"1)" 1#%, *&),*0(,*&

M H&2H %8960, *&O0, (&= *+&2,0,*+4&2,* & "1 O#% *&),'T &S, - * *&- *+&
2H)" 1496, *&2H0 " 1#] 82"+ *&) #96&."6,1,83"1.5* $&58/'&0,1(9

D*0(%& 241" #8.-$,-.-%'() () (*+,*& ,*0,1,& 2H#I"* #& *1.-$,-.-%82"*+ *&
%"3(,.,*& %5*.("& ,2,$,& ")'.,1& :AEFE&,0,(& EFAER4#*+$,-.-%') /$.01&
I"(58(% W& ,*+9%,& ;41;:80,(& $)H& % 648 2, 1#8& ;4;=8 1%,& 2#"* #& 1" $H)H$HO-&
I'HHSHOOHE () (*+ & - & HHHHHY,*& 0"1', 2,38 %"3(, 084 &b, 1" & 2H#!"* HEHHE
et %2(%+8)")"'1,3,&H#* 24#96,051& *+&!"+,1,'%,*&%, 1-,7,*&%,*051&2"3,*&."$,$(&
065 #.0"8%,*& 3"$, - * *& - *+& 2H)"1#% *4& ") "1#% *& $,-, * *& - *+& ,%(1,08 2,*&

M(H&2™+, *&3"11#*0,,*&0,1(4&'10,&)"%"18,&2"*+,*&6"3,0&2,*&&'3,09&



I"H$Y68 ' $Y6( )*+*06&SY0( $%,$-S( #./"VOK%&" (#'%E&SY6( " 1*$OSHl: (

$H$2$)( 0"+"0$-( 34B6E*( 56467QS +1+ -, /(O1-# (I %*%8'S%( $%&'$( 34333((

$,$%( 2"+.)( "9.2( #$-.( 343:( /BB #./"%0.( $00%-$%9"( /"1.2.".( }*+*%&S%( ;$%&(
0.8%.<.'$%( ,"-)$HSL( " 1*$0$%( , $/4()$2( .%6.('$-"%$( I6#.'$,=-(;$%6&( "' $YoH*%o& (#.(
HS28/(#.1"%0.( %.(#.&*%$'$%( *%,*(I"%&=%,-=2( $1$'S) EHBEV6&(#.+"-'$%(

88/ Yo(+$L40%6,* (S AHS%( %, (I"$0,. $%6(+$)>$(2$;$%$%(;$Y6& (#.0"#.$'$%(
#BLS,( ['+"-"$%( "%;B/$%$% "LSHB( B 4( 0"1"-,.( -$OB( "1"-9%;$5%( #$%
"$/$%BY6($Y68 (# .-$0$'$%(=2")(,%/*?

@$%(;$%&(,"-$).-(.$28)(#./"%U)9%", 0'%"" 1 ()*+*%68&$%($%, $-$(#./"%0
$")*06", 0% ( #'%&$%( "1*S0SYM* ( $#$28)( 0"+"0$-( 345/8(S*( 5A4:74(

)$* 1+, J(O1-# (1"%*%8*" $%( $%68&'S( 343BF*( 2"+.)( ™9.2( #$-.( 343:( /$'$(
#.I"%0.(-"01=%0.B"%"00( /'1.2.".( }*+*%&$%( ;$%&( 0.&%.<."$%( ,"-)$#$1( "1*$0$%(
SPA0S2( 6. (15-"%S $SH("%0.(Yo.(I"%"%, *$%("1*$OSBE (1S~ (+$8$./$%S(
'$-1$>$%( '$%, =-( #"1SYEL/+"-.'$%( -"01=0%6( ;$%6&( ,"1$,( #$%( +"-"$'0.( *%b,*
"% (" 8%( P2 (

@$-.( '=-"2%$0.( "0"2*-*)$%( #."%0.( *$2.,$0( 1"2%;$%$%( '$%,=-( #"1$%(
)SHSL("1B0$Y6(,$4A('=-"280. (;$%&(1BAVEYo. <. SY6(SHS2$) (H#./'B6QL,-,./(
H'Y%&$Y( %.2%.('="<.BAMQS, $*(0"+"0$-(ACAAT@ ./"%0.06.(/"2.1%, .(+"+"-$1$(
Yo#'$,=-4( $%.$-8(  25.%B060B,"%0.( 1"2$:3%$%4(  "$*-$,$%( #$2$/(
1"%&$#1.%.0,-$0.$%( 95,3, SUF#="#BHA("9"1$,$%( 1"2$;$%$%?( EY&SH,=-(
["%6*%8* * $%6( '=-"2$0.( ;$%&( 1$52.96&( 0.8%.<.'$%( #$-.( .Y6#.'S,=-( 2$.964( :$%&( +"-$-,.(

1"%9%$1$.$%( *%,*'( 0'=-( ;$%&( 0.&%.<.'$%( .%.( 0"9$-$( , #$'( 2$%&0*%&( /"%8"2$0'$%(



I"H$"%6 &'()"*% )+,)-"(./% 0"+1% ('/,"*"(%,"2"3% ,)3'+&)% )+)% *'/24% 2'1#% )()+1-"(-"+%
"2"3%/"+1-"063"+5*")06()+1-"(IA"&"+4"3496" + 1%()+1 16
718 -"+% #'€&)2% *[#)(4+1"+% 3'+114+"-"+% 3'(,'BR P H M2H%
- CHAYYOL & +0"%* + 1" 4%, ") Yo-'& 241 A" +%o-4"2)("&Y*' 2" 0" +"+%-"10"$"+%-"+(./%
L0 (T " 0h-"4" 8"+ ("348% FER)% "< (Yo,) 2)H" (Yo", "% ("I 2008, "2" 3% " 1%
L YH"2"3 8% >)¥ ). 2 HYo H &) BHEY6-4"2)(" &%+ 2"0" +'+%-"10"$"+%6-"+(./%, *"+%
3'3)2)-)%-"/"("+ %6 #AI4+1"+0b '+ 1"+ -*4"&" +06 (B 1"+%-.'?)&) U@ BAB@%"("4%
&'1&" 1% ABC% "*"B'% ) 2)#"(% "% ("12'% -)(1)"% -.'?)&)' +% B2+&F DA~ "+%
HE" % (1" (Yo HAIA+1"+90"+1% -4"(% "+("I"% -4"2)("&% *'2"0"+"+% -"+(./% ,"*"+%
CTH" " %-"*4"&"+%("34%, )YE" /' 22" % F 4)('&% 7"+ ¥+16
F' 1406 #1'8)2% ,"1)% -.'2)&)' +% ,'(13)+98i+ 1% ('/5"+(43% ,"2"3% ("'2%
96:G4","% "% ;::% #"2"3"+% H@8% &1'&"1% A:8:@C% -"*4"&"+%6 *' 2"+ LUA)4) ' +1
2H% -4"2)("&% *'2" 0" "+ % " +(.[% , <" +8% &)&"+0"% &'I'&"/% IHS=@C% ,)*'+1"/4#)% . 2'#%
2" (%2")+%0"+1%(),"-% J2)()

%



BABV

KESIMPULAN DAN REKOMENDASI!

A. Kesimpulan
"#B%&'()&*+,'&-&.&.1$&/-&0&.!1$&.)1/123&.14(15&/6,"&! 7%(),*!8&.4%.9

! 7,.&I&! ;. *'%/%<&.=! ;%&'()&*! 3,'&-&.&.! ;&/-&0&.! ;&.)1/' 4,3&.! 4(!
5&/6,"& 7%(),*1 8&.4%.9!>,.4&3&)8,.('&(&.!;%/&.9!6&(14&/(1/,*31 .4,. #2&/(1?!
A(>, 51 :%& ()&*! 3,'&-&.& =1 <&.-&! "l 4(>, *(! -&.9! 4(.(&(! 6&(;! -&()WBHS%&'()
@6%;)(! A(*(;B=! *,4&.9:&.! C! 4(>,*( '&(..-&! >,.4&3&)! 3,.(&(&.! ;%/&.9! 6&(;#!
+,.(&(&) ),/,.48<! -&()%! 3&A&(>,*(! *('%"&%'%)+%)&>& 3&48&! (.4(;&)1/!
L& %/&)&.14&'&>13, . BA>(.(*)/&*(&.):&)&)&.DAL;%>, 14&.;,:,38)&.13,'&-&.&.=!
(A(&)LN (.(1 3,/%! 4(3,/6&(;(1 1',<! ;&/-&0&.! %.)%;! >,.9<(.4&/( ;,)(4&;3%&*&.!
)&>%

!
E#1$,3%&*&./IF&>%!4(15&/6,"&!7%(),*!8&.4%.9

28/(1 <&*("! &.&'(*(*! ;,3%8&*&.! ) &P &3&):&.! 3,.(&(&.4,.9&.! :&),91/(!
*&.98)!)(4&;!*,) YBRR/ (IC! (4(;&) 1/1-&.914(1&.9;&)=!*,'%/%<.-&! >, 4&3&)";&),91/(!
)(4&;1*,)% G >3&(1*&.98) ) (4&;! *,) % GY%#! +,.('&(&.),/,.4&<! 4(A&3&YWE(#1%)
/0*,)01)-0213)40--2#%4"1%0#!-&.9!6,/&/) (16&<08&!) &>%!*&.9&)!) (4&;!*,)%G%!%.) %;!
>/,,1>,.4&8*( ;&.!1<1),'&)&%3%.!>,.:,/()&;&.!3,.9&'&>&..-&!*'&>&!>,.9(.&3!
A40<1),1((#H&! ((1>,>6%;)(;&.! 6&<08&! ;,3%8&*&.1)&>%!6,'%>1),/:&3&(!*,<(.99&!
:&/-&0&.;&.)1/'4,3&.13,/'%",6(<!>,.(.9;&);&.);%&'() &*!3,'&-&.&..-& #



" #5968 () +#),-)&)#S.) (+-)*#/'()0),) #1) #$2. )¥),# 3)4#1+#5)&6'(#7.+-#
8),1.,9 #

7(&# 1+4' *+# 0)9# -'&L+&+# )-PIWSWE ()* (+,"1-)* /(%"8&%'%!.)*
"001/"#2()*1), */(0,3#0%AH(GD<)&)H *+0,+=+>) # 442" 0)&.:+#>'2.)¥) #-)4. "#
W+(H U () 4., @.>>) H# 6): 4. )(+-)*42' ()0),) # 4'46'&+>) # >0 -&+6.*+#
1)Q4H 4') - >) # >'2)%) # )ABH# )2+ S2.)%) H# 6'(4# -&<)2)+# Y% (# -)AH
*ek QO)HS ) (+-)#2'()0),) #>)&0)A) #) -G &H1'2) HHA) +1#:)& 1 +2' &B >+"

C)2)-# 1+*+42.(>) # 6):A)# DEBEFGH# 1)&+# >.)(+-)# 2'()0),) # >),-%&# 1'2) #
D0 +-+=t 4'42',9)&.+# >'2.)¥)# 2'(),99),BH# S)&)# FAW 1+4' S+ >)(+-)*#
2'()0),) #4',9),1.,9#6),0)>#)*2'>#0) Q# 4' ' - >) #-+,9>)-#>'2.)*) #-)4.B#

4! V&Y H) 0468 IHBIFGH#>'2.)*) # )4 . #1+2' 9)&. 1 +# % (#=)>-F6Re- %08
()+,#0) 9#t-+1)># 1+ (+-+"#3 % &+#0), 9 1+>' 40 ])%) 1 M F FENGI) () 4#6) 61
QQ#:)()4),# MH# 4',@'()*>) # 6):A)# =)>39P& Y0 &# () +,# 0),0# 1)2)-# 442" 9)&.:+#
>'2.)%) #>%,%.4' #¥ ()+,#>.) (+-)#2'()0),) #)1) () :#>.) (+-)#28%1.>BHY%*+%,) (B#

1), #:)&9)"#5)>)# 1)&-+ +- #2''(+-+) #+ +#1)2)-#1+(), @.->) #1',9) #4' ' (+-+1=)>-%&
=)>-%&# ()+,# 0), 98 4'42,9)&.+# >'2.)%) # >% . 4" # ¥ ()+# >.)(+-)# 2()0),) #
>)&0)A) #>),-%8&H#1'2)

#

#

#



I"# $

"H#P%&' (%) *+,- #

"H'$% &"&% ()UH(H-%"."(% $+$&H'"(% [+.0$+(1-% ,(2,.%
$+(3+$&"(3."(% .,"H'2"-% *+#"4"("(% ."I4"5" (% ."(20/%X' (% 1'% 6"/&+H##"% 7,2+ %
8"(L,(3% ~+-,"% 1+(3"(% 9"-'#% *+(+#2" (% 1"(% &+&+/"*"% 20" (‘%
2+1&"3'% +% 1"H A2 % [+.0$+(1"-'% .0(-++2,"#9% 1"(% /+.0$+(1"-'% COEHY%

-+&"3"%&+/"., 2%

>:9%.0$+(1"-%20(~+"2,"# %

@(2,.%$+((3.72."(%.+*,""(%2"$,)% .0(-+*% 4" (3% *+/#,% 1'&"(3,(%
"1H'9% %9 %0 $" ("A+SHP6 S+, (% +(3,.,/"(%"2"% ., "H2" Yo *+'4" (" (%
4" (3% L&+ (%."14"5"(%." (20/% 1+ (%1+(3" (% 1+$". " (%$"("A+$+(%"." (%
$+(3+2"9, %o-+3"H#'%0.+.,I"(3"(%1" (Y. +#+&'9" (%1"/'%." A% (:%

I'H#'$% $+(39"1"% +.,/"(3"(% $"("A+$+(% 1""2% $+(3"2"(4"%
1+(3" (Y $+$&H " (%o *+#'2'9" (% 4" (3% $+$"1"% -+1"(3." (%, (2,.% +#+&'9" (%
1% ."I4"5"(% 1"%"2% 1'.+$&"(3."(% "2",% 1*+/2"9"(."(:% B"#% ‘(% -+C"I"%
020$2% ""(% $+((3."2."(% *+#'4"("(% 4"(3% &+/*+(3"/,9% 2+/9"1"*%
A1 (% 275,96 6" ("ATSH(% 97,-% $+E+/9"2'7(% *+(3,../"(% .,"#2"-%
4" ("(% 1" (% $+(30(2/04% &"95"% *+#"4" ("(% 4" (3% 1'&+/"." (% $'-'9% 1"#"$%
C"I"%4" (3%2+*"2%8+/1"-"." (Yo BAL(3% 1 2+2"* Hp

D+0/% *+(3,.,/"(% .,"#2"-% #'4"("(% 1'(4"2"."(% O#+9% E9/'-20*9+/%
FOGHHO... :%i<III=KLMY% 1"#'$% &"&% NN% KBIR@S %+ (3,.,/"(%
SH2Y KA ("(% 1'&,2,9."(% L(2,.% $H(+(2,."(% ""."9% 2,A,"(% 1"/'%
&M (Y 2% FHEA("(% -,179% 2+/+(,9% -+9'(33"% $+(39"-H."(%

*+'4" ("(%4" (3%-+-,"%1+(3"(%9"/"*"(%.0(-,$%



I"# $

| "HSYRAPGH I, (+H,-( &FSH.(/%"0"TE-#, (1 &YoHOH,( 2%2"1#.04,(
24 #3%2* (" &"0(2* [*&*0'Yo(4H-%o#, (&*18&* &" (+#,- ¥ 1$"(/%& %%, -O#&OH, (**."4" -#(
[*,-#,(2* Y%,-0#&O#, (8%, -0#&(0) " #'H &H2"%

(
B57*082* /#'%6(9)* 1# %8 #$5

7+082* J#%(8)*1# %68 #S(HOH, (/%4* 1 Y%60#, (O%)HIH#( 4*4* VYFEOH#&S 1 (+#,-(

1%#,--#)(0" 1#,-(4#%0(8$*.(&#P"5

WL+, OH,&81( /*)#,( H#1"( 2% %,-0H&OH,( 28&%<H#' %, +H#( [H$H#2(
4*0%1 3H=(OH1* H()*O* L3, +H(™* HEWBO(*SHS"(4%1."4" -#,(/* -#,(&H2"(
DHOH('H,-H#&(1%*)*1$" O, (O*&"E (+#,-(/#&H,-(H 1Yo IH#$H#2( H#&I5(?,-HESH-(
At (&Yt (&H2" (221 $"OH, ()* 1 H&YoH, (*@#LH#(0."""=(/#,($#+H#0(" &"0(

1%SH-+#,%(/* -#,(4#%605

ARBH%,( %&"( O#L+##,( )*1$'( 3"-#( 2*,-%/*,&%BY%O#%%( [#,(

2% # &Y VL) H Yo 0% 4" 8" H,( &t 2"=( 2% 24" H#E&()*$H#,-#,( 2* L' #()* &Y%0,~(/#,(

1% #1-#%=( [#,( *SHS"( 2%, @84H#( " &"0( 2*24*1%0#, ( $*4%.( IH1%( +#,-( &#2"(

HLH)O# =(F,-#10#,(*8Yot) (0*S" #,(+#,-(/% #2)HYeOH, (&H#2" (/#,(4# ,&"$H#.(
DXLHOH( **-* 1 2",-0%, ( #-#1( &*1@Y0)&H( O%)"#'#,( &H2"(1#,( O%#,( +#,-(
)8'%8.%B(/#1%(&#2"5

(
45, %,-O#&O#, (040" L& H#,=(08 %6'&*,'%=(/#,(0* @*)#&H,

P&HVH&H, ( [#, ( O*HO"LH&H,( [HSH2( ) S+, ( 'H#,-HE&SH.( )*,&%,~(

" &"O(/%0*24# -0, =(*)*1&Yo(0%&H(O*&H."Yo(Att. . H()* S+ #,(+#,-(*2)"1 #(



I"# $

1450 &"1'% $HY6 ()& +"HY% &"#,"1% - +"1"$("#% 0%)+% 1"1'2% 3)1.(."#% $*'%
SV, "H% (OH&.&I)HE& Yo B)*"A"H"#E% B, #("HY% +"*% 4"#,% (0#&.&))H#5%
|-"(%6)/'6"+ 76" +%6-"H#%&)&" Yo-)#, "H%"$" %o 4" H#,%- .8"8.("#%&) 6) YA #4" 2%

3% +0% #.% 1'#'8)1)#% $)/*% 1)16)/.('H% $)*"I.+"#% "I"%
I"HS%SYHR"-"%0 (" 4"9" #Y% H (Yo 1) #, 0S!. 1"*("#% (H#)/8"% ("I 4" 9" #% ("#10/%
S H5%&)+ H#,," Y 1)) ("%" ("BY)/8"%*)6.+ % 1"+42

%
2% JHH#B'("H9%()8'8 /" HY &)Y ()" 1"+"# P

<H#'(% -"$"1% 1)1$)/:"4" % ("/14"9"#% 1"("% -.$)/* ("#% ()8'8'I"#%
1 % -/ % ("14"9"H#% 1'% &)#-./.5% 0%)+% &)6"6% 1'% .I'0b $)/* +"1("#% ()8'8'/"#%
0$"-"% 1"1'% &)+.#,"% I"1'% "("#% 1)/"&"% "1"#% -"#% $)/:"4"% "("#%
) A H" #Y% 4" #,% 1)) ("%!)/. 1" 26

SV HY% 1% (1% 8% 40 #-.(M0M% A'#% +'&%
- $)/+".("H2% "#"8) 1)H% -"$"1% 1)16)/.% S)H,"I"+"#% ()$"-"% ("/4"9"#%
H'(%&) "% 6)()/8"% &):""%$/0>)&.0H" 2% 2"H#,"#% 1) 16"9"%$) 1"&" ¥4 #%-
*10/0()%-"*"1%6$) (/8" #I6 A" H#, %-"$ ) #A) 6" 6 (" HY6 & & " H"Y6()/ 8" %o 4" H#, %! -" (%
)>)(1.>2% 3"#% 1)16)/.("#% 9"9"&"#% ()$"-"% ("/4"JE'+9" 96)/" 1"+"#%
1)I'$"("H#% "&$)(% $)H H#% #'(% L)H)H'("H% ()$"&"#% 1"1'% -"#% 8',"%
O&HIBL Hy/+"-"$%S$)/'&"+"H# D

%

%

%

%



I"# $

I"HB06& &()*+)* &t Yo-* *&* &t *&(H-Yol OH-+*& ("

$*&*1%206R0*345H 2%2/%3)*&H Y62*0*2* &k )%, *1*H )*3 *6* &t
[FOB*f4+* 244X 1% FOR X TXTH2X)H)*3 X6+ &) * &H5Yo-*-AH5 ™ HA&+A)H2%2%&A0'H
)Y/ A+ A0* &5V 24*H+ 124"

$*8*1%2%8&H '5*# 296889/*# 5'24-*5'H )Yo, *I*# 1*3 *6*&# "+ A# 5%&!'3'H
HQ(H 02, FH )&t DY (N +¥24H AR+ AN 2%&(Yo+*04'H * *H# VHHIEAD*&
)% '&('&*&H ++24"H $*&*1%2068H 'S 2%0&(* I HEHoSHBO&(*&H )I&5%, #
36()%$&*) $%)*(+N HWLND WLQJIJNDW KXQLDQ GL KRWHO
)Vo(*+ &t &TH 1*3.46* & '+ A&1AYH A&+A)H 2%&1*'H ++24# 09+%6-# A&+ A)H 5*+4#
Dx XD I&((F- ' )¥2%3H 09+%-T# 5*3* *E&HIAWDI*&H *-*2# 00HVSH
[%& XYH -8 & ¥ HSYo-*-A'H, 3O5Y05H & TH)*3 *6*&HI* *+#-V0/ 04 206 8(V03+H+Y6&+*&(#
* ki *&(H 2V&1H'H ) Yol A+ A0* & +*24H 5%-*2%H 2%63%0)*# + &((*-HAYERO+%-"
BO/**Of A&+AWH 2%2'&+*H# SYSA*+AH# XM 5L )3 *6*&TH I'5'&-*OH
P3A6*&H Y34t I*1*¥I)*&H [F(V2*&MH 2%2/%3)*&H | Yo-* *&*&H *&(#
& ((*, TH# 19%6&(*&H 2968 A8 1A)* & '&'5*+'<TH & /Y3596 # 2068&.%6!*)*&#t 5o (*-*#
FQ(HH+24H %3-4) &
#
%0068 &()*+*&H, Yo&(%o++B4*&

$%2/%3")*&H -%6/'0# [*&.*)H# Yo-*+'0*&H +Uo8&+*&(# <*5'-'+*5# 09+%-# I*&#
Vo&(Yo+*04*&tt 42424 ' 5%)'+*3# QOUW-HB/() OHYH&(" HLA(H 1% *+#
DU0&(H¥)*&H SUSH +*&*H 16*H F&(H 1%304/48(*&H 1%&(*&H S5Y624*#

2%0&(%+*04*&# *&(# 0*345# !N4A*5*'# 9-0%0# )*3.*6*&"# =395%5# '&'# *)*&#



I"# $

I"I#$% &' (%) *'+,-'.) 1.$/¥) 0"1'2'+) 3') I"'4'1%) 1"0%4) 1'.2/$) $".  $'5)
4#$"1)3')6" 5"$'4/ )N 1'%..'7 )

)



"#$"%&'()$"™*" &

"HSUO& IB(&I) S+, (&-1//0-! I"H"$%& (%) *Yo&'+H%, (+-$-$% . **-$*11(&$+&23!
"45(678(

|

9+:8%1;2+<(=1>%#%!"$*&72(<('1>-17-1@ ./ ANR-4D623145*3+' (% & (%2'1-6-$* % 75+%
g8ICD-

$

E%55F(&1G-H-"111>=0681J-9-11(87:%&-!./B$$3(*-'+%5:%.31 % [36-(= -1J$*:*!
HTL-IMY%+8N7:87<&

!

>(0! G(&$(FP+440-! /[.-1317-;3% <'(=3#3(*-! E%P*8(4*80! 2<7:-1 27(<:%&!
I$+Q(8*%&-1"+:8<fU*(

!

G%8A7<'17=*4*P-1 B3#'$'1'(%23145*3+'(%& ' (%>37'1-6-$*"¢1>(#(<8(B!

2R-19<(F7$*(17+:8(#(1S8(F(

!

G%847<'17=*4*P(&$!9(<O!"<F:8<0% & UIFT(=%<'(=3#3(* -1>(#(<8(B!
2R-19<(F7$*(17+:8(#(!S8(F({
|

UO&&IV(&IH7<IN(27&-1.//G@5$?-*'+-*A%B'13BWE*8(4*801P<7::IP8O-14*F*87%

!
U%W74%Q#'! X=<*:8%P=7<! $##:BU7A3% <'1/3*-€D% 2357+3E% F3;4(5+5=AE%%%Y
F1*3=AC%9&-EIHPZCP<7&8*Q7IE(44!Y &B7<&(8* W& (4'1Y&Q

%

U+P*0%($*! )(F6(8-! .//Z-K'(H3#3(% 23#'$'1'(% 0'$' -! >(#(<8(3! ?R-! M(47F6(!
JFP(84

I

[(<2(<78=(-! .JIC-! >"+-*$% 23+'A'('(D% F351-% &AB4'$-Q >(#(<8(3! ?7&7<6*8!
[(&SB(<!I(\+- !

!
M*=*87')*Q=(<$-1.///A5"1-$#%| (&"$*A+<(6(O(3! MY X
!

!
MO%b7&(<&Y%'"$*-1 /L5 (*%6K::-:3%<" (‘=343 (X" 20(#(<8(3!XV-1"&$*_58:78
|

!
M+2%0%&%-!./KH585+5=-%23(3+-*-'(%L-$(-SEUILES-CARB!"45(678(-

I"# $



I"HSYR & ()F++, (L HSYSES )+ & (H(, +)-Yo.(+(HO fI-. /" #0)123.456.( )

)

"2.76$%8'&8) LH#'T() *++A(r,1""4) *42'8"+"0,+) 3$H'& () -/"#O)
123.456
)

1"2$9%.'6.&()*++AHS%")A(I"H)5(/+(():&#%.;.<6.0) 1'/$()

)

68 68&8)=." #()*++>()*"0(& 67)8$+/7."+)%,+)"./,0,49 ):&#%.;.<6.0)?1@!)
A?5'65<)3&<)1B./5C$B)@"42$7D$#) F<E$B5F

)

"06&6&8) =" #()*+G>(BS+/"):,/,0)4(/"#)*".,/,0,4) <) *'0(&,67)8$+/7."+9 )
:&#%.:.<6.0)?1@!)A?5'65<)3&<)1B./5C$B) @"42$7D$H)5<ES$B5F

)

I"H<.'6&8) I() *++9('+'7670,+) =(+'6,#) 8".7,/,+) *"& +"  +>) ?"#,6,+) 8"#(', ()
.;.<6.0)J%$'5;.)?$H6)
)

K.<C&5L$8)K<$L'&()*-B#()&) @0$+#)ABB(B)M57.$'6)-2.'K)

)

KN$H6&'&8) 0.1%) ) P<5#8&<$"7) ?D."/<.() *+B"QE(C") F7,&(#2) ,+%) D, #(/B,C#($+9)
-&#%.;.<6.0)1/$()

)

K<$#"&()*+++5)%,2,)8"01()I.;.<6.0) @5'5<IBB.2/5)K<.%&') @<B77

)

Q5764<&&:)/.)15$22%()GRST()=.2.C)KN$HE&'&8)O. /B! "."+# )
+96)DHO,#"28Y1%.;.<6.0)1'/$( )

)

:&'.6D.'8) () U() A*+G,F()D#0,#"() 8%.7+(6,/() *".,/,0,+) *,0(G(/,#,) 8%#,)
5,+%7+>)0

$

V5$6D.C28) @.<.7"<.C.")."N)-5<<%() *+#&(E"0(+") D"0E(C")F7,8(#2.<6.0) @K()
P<.C5/$.)@"76.;.)W6.C)X

)

)
)

©* &

N N N N N

I"#$






