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Introduction to the Workshop 

 

 

 

Purpose �F�F:7�7@6�A8�F:7�IAD=E:AB��KAG�I;>>�47�34>7�FA��

R "AD7?�;BEG?�6A>AD�E;F�3?7F��67>7@;F;�B>3FA@7?�73?�;6��7AE�

@;E>�:3DG?�7;��'GA6E;�?;@;?G?�5A?B>75F;FGD�7AE�7;��
�

R "AD7?�;BEG?�6A>AD�E;F�3?7F��67>7@;F;�B>3FA@7?�73?�;6��7AE�

@;E>�:3DG?�7;��'GA6E;�?;@;?G?�5A?B>75F;FGD�7AE�7;��
�

R "AD7?�;BEG?�6A>AD�E;F�3?7F��67>7@;F;�B>3FA@7?�73?�;6��7AE�

@;E>�:3DG?�7;��'GA6E;�?;@;?G?�5A?B>75F;FGD�7AE�7;��
�

R "AD7?�;BEG?�6A>AD�E;F�3?7F��67>7@;F;�B>3FA@7?�73?�;6��7AE�

@;E>�:3DG?�7;��'GA6E;�?;@;?G?�5A?B>75F;FGD�7AE�7;��
�

�
�
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Tell Us Who You Are 

 

 

 

 

 

Tell Us • Your name 
 

R /AGD�DA>7�;@�F:7�AD93@;L3F;A@�
�

R %@7�F:;@9�F:3F�?3=7E�KAG�7?AF;A@3>�3F�IAD=�



Course Overview 
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�

Purpose R "AD7?�;BEG?�6A>AD�E;F�3?7F��

�

R "AD7?�;BEG?�6A>AD�E;F�3?7F�
�
�
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Objectives �GD;@9�F:;E�IAD=E:AB�KAG�I;>>��
�

R "AD7?�;BEG?�6A>AD�E;F�3?7F��ADE�

�

R �6�CG;�H7>;F�5>;F3�@7?AD7���F�67>7@;F�H;H7@6G?�

5A@5>G63FGDCG7�;GE��7G;E?A6�E3>GF3FGE�CG;�3@��EA>G?�

5;H;4GE�7F�6GA�

�

R "AD7?�;BEG?�6A>AD�E;F�3?7F��ADE�

�

R �6�CG;�H7>;F�5>;F3�@7?AD7���F�67>7@;F�H;H7@6G?�

5A@5>G63FGDCG7�;GE��7G;E?A6�E3>GF3FGE�CG;�3@��EA>G?�

5;H;4GE�7F�6GA�"AD7?�;BEG?�6A>AD�E;F�3?7F��ADE�

�

R �6�CG;�H7>;F�5>;F3�@7?AD7���F�67>7@;F�H;H7@6G?�

5A@5>G63FGDCG7�;GE��7G;E?A6�E3>GF3FGE�CG;�3@��EA>G?�

5;H;4GE�7F�6GA�

�

�
�

�

�

�
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Topics 

 

 

�@FDA6G5F;A@�FA�F:7�-AD=E:AB�
�

"7EEA@���M��@E7DF�*AB;5��

"7EEA@���M��@E7DF�*AB;5��

"7EEA@�
�M��@E7DF�*AB;5��

"7EEA@���M��@E7DF�*AB;5��

"7EEA@���M��@E7DF�*AB;5�

"7EEA@���M��@E7DF�*AB;5�
�

"7EEA@���M��@E7DF�*AB;5��

"7EEA@���M�)F7BE�FA�#3@397��A@8>;5F�
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Roles and Responsibilities 

�

 

 

Facilitator R �G;67�
�

R �35;>;F3F7�
�

• Keep pace 
 
 

 

 
 

Participants R �J3?;@7�3@6�3@3>KL7�
�

R *7EF�F:7AD;7E�
�

R &D35F;57�5A@57BFE�
�

�
�

�
�

Everyone • Respect 
 

R ";EF7@�
�

R &DA?BF�

 



Lesson 1 — The Anatomy of an Emotion 
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�@�7?AF;A@�;E�3�E;9@3>�FA�F3=7�   
 

*:3F�;E�I:K�;F�;E�53>>76�3@�   
 
 
 
 
 
 
 

Notes 

 

 

 

 

 

 

 

 



Lesson 1 — The Anatomy of an Emotion 
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Will the REAL BRAIN please stand up? 

 

 

 

 

 

 

 

 

The  

The  

The    

Brain 

Brain 

Brain 



Lesson 1 — The Anatomy of an Emotion 
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-7�3D7�E347D�FAAF:76�F;97DE�
I;F:�E?3DFB:A@7E��

 
 

 

 

So, what this really means is... 

 

 

 

 

 

 

 

Notes 
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Lesson 1 — The Anatomy of an Emotion 

�

 

The E-Motion Chart 

Directions: #AEF�B7AB>7�6A@OF�D73>>K�>;EF7@�FA�F:7;D�877>;@9E��*:7K�6A@OF�

E77�F:7;D�877>;@9E�3E�I:3F�F:7K�D73>>K�3D7��E;9@3>E�8AD�F3=;@9�35F;A@��#3@K�

B7AB>7�E;?B>K�E77�F:7;D�877>;@9E�3E�EA?7F:;@9�FA�47�3HA;676�AD�EA?7F:;@9�

AH7DI:7>?;@9��*:7K�7;F:7D�6DAI@�;@�F:7;D�877>;@9E�AD�F:7K�D7BD7EE�F:7?��

�:AAE7��;@EF736��FA�E77�KAGD�877>;@9E�3E�3@�;@F7D@3>�9G;63@57�EKEF7?�

F:3F�53@�E;9@3>�KAG�FA�B3K�3FF7@F;A@�3@6�F3=7�35F;A@��(7?7?47D��;F�;E�3@�

7�?AF;A@��

�;>>�AGF�F:7�5:3DF�4K�3@EI7D;@9�F:7�CG7EF;A@E�8AD�735:�7?AF;A@��
�

Label the 

Emotion 

+ 

or 

- 

Signaling a Message to Hear 

or an Action to Take 

When the Emotion 

Controls Me 

“What am I 
feeling?” 

 “What action should I take?” “What happens when the emotion 
gets the best of me?” 

  “What should I pay 
attention to?” 

 

�

Anger/ 

Defensiveness 

   

�

�

Anxiety/Fear 

   

�

�
Guilt/Shame 

   

�
�

Depression/ 

Burnout 

   



�
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“The rules of work are 

changing. We are being judged 

by a yardstick: not just by 

how smart we are, or by our 

training and expertise, but 

also by how well we handle 

ourselves and each other.” 

�3@;7>��A>7?3@��Working With Emotional Intelligence 



�

 
 

Lesson 2 — Emotional Intelligence Defined 
 

Emotional 

Intelligence 

Defined 

+E;@9�KAGD�7?AF;A@E�;@F7>>;97@F>K��FA�93;@�F:7�

B7D8AD?3@57�KAG�I;E:�FA�E77�I;F:;@�KAGDE7>8��3@6�FA�

35:;7H7�;@F7DB7DEA@3>�78875F;H7@7EE�I;F:�AF:7DE��

N� 788��7>6?3@���!3D>�#G>>7��

Put Emotional Intelligence to Work 
 

 



Lesson 2 — Emotional Intelligence Defined 

�

 
 
 

 
reinforce 

Thoughts  

influence 

 

 

 

 

Emotions Emotions 

 

 

 

reinforce  

Behaviors 

influence 

 

 

 

 

�?AF;A@3>�;@F7>>;97@57�3F�IAD=�;E�F:7�53B35;FK�8AD��
�

• Self-Awareness��    
 
 

• Self-Management��   
 
 

• Social Awareness��   
 
 

• Relationship Management��   
 
 

 
 
 
 
 
 

)AGD57E������A>7?3@��Working With Emotional Intelligence �$7I�/AD=���>AA?E4GDK��������� 788��7>6?3@�3@6�!3D>�#G>>7��Put 
Emotional Intelligence to Work ��>7J3@6D;3��,����)*��&(7EE���

����
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Lesson 3 — The Four Domain Model 
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Formula for Mental Agility 

Self Awareness 

+ 

Self Management 
 

 

Mental Agility 
 

 

 

 

 

 

 

 



Lesson 2 — Emotional Intelligence Defined 
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Three Behavioral Principles 

 

 

• Principle 1��� 3@6�� 6A�@AF�>;=7�FA�

AB7D3F7�;@�I3KE�F:3F�3D7�;@5A@9DG7@F�I;F:�A@7�3@AF:7D��

�

�

• Principle 2��� 53@�>736�� <GEF�3E�

   53@�>736�� ��

�

�

• Principle 3���F�;E�A8F7@�73E;7D�FA�5A@FDA>�� F:3@�

  ��
�

�

�

�
�

�

�

�
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Lesson 3 — The Four Domain Model 

�

 

Goleman’s Four Domain Model of Emotional Intelligence 

 

 

EI 

Personal Competence 

(Self) 

Personal Competence 

(Others) 

R
e

c
o

g
n

i
t
i
o

n
 

 

 

Self-Awareness 

 

 

Social Awareness 

R
e

g
u

l
a

t
i
o

n
 

 

Self-Management 

 

Relationship 

Management 

 

 

 

 

 

 

 

Notes 
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Lesson 3 — The Four Domain Model 

 

 

18 Competencies of Emotional Intelligence 

 

Self- 

Awareness 

 

 

 

 

 

 

 

 

 

 

Self- 

Management 

1. Emotional Self-Awareness: (736;@9�A@7OE�AI@�
7?AF;A@E�3@6�D75A9@;L;@9�F:7;D�;?B35F�

�

2. Accurate Self-Assessment: !@AI;@9�A@7OE�EFD7@9F:E�
3@6�>;?;FE�

�

3. Self-Confidence: ��EAG@6�E7@E7�A8�A@7OE�E7>8�IADF:�
3@6�53B34;>;F;7E�

�

4. Emotional Self-Control: !77B;@9�6;EDGBF;H7�7?AF;A@E�
3@6�;?BG>E7E�G@67D�5A@FDA>�

�
5. Transparency: �;EB>3K;@9�:A@7EFK�3@6�;@F79D;FK��

FDGEFIADF:;@7EE�

6. Adaptability: �>7J;4;>;FK�;@�363BF;@9�FA�5:3@9;@9�
E;FG3F;A@E�AD�AH7D5A?;@9�A4EF35>7E�

�
7. Achievement or Self-Motivation: �D;H7�FA�;?BDAH7�

B7D8AD?3@57� FA�?77F� ;@@7D� EF3@63D6E� A8� 7J57>>7@57�

�
8. Initiative: (736;@7EE�FA�35F�3@6�E7;L7�

ABBADFG@;F;7E�

9. Optimism: )77;@9�F:7�GBE;67�;@�
7H7@FE�

�

�

�

�

�
�
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Lesson 3 — The Four Domain Model 

 

 

18 Competencies of Emotional Intelligence — cont. 

 

Social 

Awareness 

 

 

 

 

 

 

 

 

 

 

Relationship 

Management 

10.  
 

 

 

11.  
 

 

 

12.  
 

 

 

13.  
 

 

 

14.  
 

15.  
 

 

 

16.  
 

 

 

17.  
 

18.  

Empathy: )7@E;@9�AF:7DOE�7?AF;A@E��G@67DEF3@6;@9�F:7;D�
B7DEB75F;H7E��3@6�F3=;@9�35F;H7�;@F7D7EF�;@�F:7;D�5A@57D@E�

�

Organizational Awareness: (736;@9�F:7�5GDD7@FE��
675;E;A@�@7FIAD=E��3@6�BA>;F;5E�3F�F:7�AD93@;L3F;A@3>�>7H7>�

�

Service: (75A9@;L;@9�3@6�?77F;@9�8A>>AI7D��5>;7@F��AD�
5GEFA?7D�@776E�

�

Inspirational Leadership: �G;6;@9�3@6�?AF;H3F;@9�I;F:�3�
5A?B7>>;@9�H;E;A@�

�
Influence: -;7>6;@9�3�D3@97�A8�F35F;5E�8AD�B7DEG3E;A@�

�

Developing Others: �A>EF7D;@9�AF:7DEO�34;>;F;7E�F:DAG9:�
8776435=�3@6�9G;63@57�

�

Change Catalyst: �@;F;3F;@9��?3@39;@9��3@6�>736;@9�;@�3�
@7I�6;D75F;A@�

�
Conflict Management: (7EA>H;@9�6;E39D77?7@FE�

�
Teamwork Collaboration: �AAB7D3F;A@�3@6�F73?�4G;>6;@9�
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Effective Listening is... 

 

Ensuring that what left your 

mind is what arrived in my heart 

and mind without distortion. 

 A:@�&AI7>>�1B3D3B:D3E762�



�
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Lesson 4 — Defining the Competency of Empathy 

 

Developing the Competency of Teamwork 

�AD�F:7�EFK>7�KAG�3D7�6;E5GEE;@9��3@EI7D�F:7�8A>>AI;@9��
�

�� -:3F�6A�KAG�3BBD75;3F7�34AGF�F:;E�EFK>7��
�

�
�

�
�

�

�� -:3F�3D7�F:7�BD;?3DK�5A@57D@E�A8�F:;E�EFK>7��-:3F�6A�B7AB>7�I;F:�F:;E�
EFK>7�>;=7�AD�@776��

�
�

�
�

�
�

�

� -:3F�6A�AF:7DE�6A�F:3F�GBE7F�3�B7DEA@�I;F:�F:;E�EFK>7��-:3F�47:3H;ADE�6A�
KAG�6A�F:3F�5AG>6�BGE:�F:;E�B7DEA@OE�4GFFA@E��

�

�
�

�
�

�
�� �AI�IAG>6�KAG�I3@F�FA�3BBDA35:�F:;E�B7DEA@��-:3F�4A6K�>3@9G397�3@6�
FA@7�A8�HA;57�E:AG>6�KAG�GE7��-:3F�?;9:F�KAG�E3K�FA�EA?7A@7�I;F:�F:;E�
EFK>7�FA�47�?AD7�78875F;H7��-:3F�=;@6E�A8�CG7EF;A@E�IAG>6�KAG�3E=��-:3F�
3D7�F:7�5A??G@;53F;A@�6AE�3@6�6A@OFE�8AD�F:;E�EFK>7��

�

�
�

�
�



Lesson 5 — Effective Listening 
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Body Language 

 

 

 

 

�K7��A@F35F�
�

�

#;DDAD���#3F5:�

�D73F:;@9�

�35;3>��JBD7EE;A@E�

�A6K�"3@9G397�
�

�

�

�

�

Feedback from Observer During Listening Activity: 
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Lesson 5 — Effective Listening 

 

 

 

Encouraging Words 

 

P�@6�F:7@���Q�
�

P�AI�6;6�F:3F�
?3=7�KAG�877>�Q�

�

P-:3F�:3BB7@76�I:7@���Q�
�

P*7>>�?7�
?AD7�34AGF���Q�

�

P-:3F�7>E7�Q�
�

�

�

�

Feedback from Observer During Listening Activity: 

 

 

 

 

 

 

 

 

 

 

 

 



Lesson 5 — Effective Listening 
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Reflect Back 

 

 

 

,7D;8K��77>;@9E�
�

�

(7B:D3E7�

�

*:7;D�=7KIAD6E�

*:7;D�B:D3E7E�

*:7;D�?7F3B:ADE�

)G??3D;L7�

�

�
�

Feedback from Observer During Listening Activity: 
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Lesson 5 — Three Listening Skills 

 

 

Instructions 

�@�9DAGBE�A8�F:D77�E7>75F�3�DA>7��

M ";EF7@7D�
M *3>=7D�
M %4E7DH7D�

�

R &AE;F;A@�KAGDE7>8�355AD6;@9�FA�KAGD�DA>7��
M *3>=7DE�E;F�I;F:�KAGD�435=�FA�F:7�E5D77@�
M ";EF7@7DE�8357�F:7�E5D77@�
M %4E7DH7DE�E;F�I:7D7�KAG�53@�E77�4AF:�F:7�E5D77@�3@6�F:7�>;EF7@7D��
/AG�I;>>�ID;F7��

�

• Listener Role���A5GE�A@�BD35F;5;@9�F:7�:;9:>;9:F76�E7F�A8�>;EF7@;@9�E=;>>E�

G@F;>�3�@7I�E7F�A8�>;EF7@;@9�E=;>>E�;E�:;9:>;9:F76��-:7@�F:7�@7I�E7F�A8�>;EF7@;@9�

E=;>>E�;E�:;9:>;9:F76��F:7@�F:7K�I;>>�E:;8F�FA�8A5GE;@9�A@�BD35F;5;@9�F:3F�E7F�A8�

>;EF7@;@9�E=;>>E��

�

• Talker Role: *:;@=�34AGF�EA?7F:;@9�F:3F�;E�;?BADF3@F�FA�KAG�F:3F�;E�A8F7@�

?;EG@67DEFAA6��@AF�H3>;63F76��AD�@AF�H3>G76�4K�EA?7�B7AB>7�;@�KAGD�>;H7E��

*:7�E;FG3F;A@�5AG>6�47�3�IAD=B>357�AD�B7DEA@3>	:A?7�>;87�7J3?B>7��/AG�I;>>�

F3>=�34AGF�F:;E�E;FG3F;A@�I;F:�KAGD�3EE;9@76�>;EF7@7D�8AD���FA���?;@GF7E�Q�

�

• Observer role: %4E7DH7DE�BDAH;67�>;EF7@7DE�I;F:�>;EF7@;@9�E=;>>E�8776435=��

ID;F;@9�F:7;D�8776435=�@AF7E�;@�F:7�>;EF7@7DEO�:3@6AGFE��*:7K�3D7�A4E7DH;@9�

F:7�>;EF7@7D��@AF�F:7�EB73=7D��

�

R �F�F:7�5A?B>7F;A@�A8�F:7�DAG@6�KAG�I;>>�EI;F5:�DA>7E��



Lesson 6 — Collaborative Intentions 

�

�

Creating a Collaborative Environment 

 

 

 

 

 

 

 

 

 

Notes 
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Lesson 6 — Collaborative Intentions: Self Assessment 

 

 

Instructions 

+E7�F:7�8A>>AI;@9�5:75=>;EF�3E�3�I3K�FA�3EE7EE�F:7�679D77�FA�I:;5:�KAG�3D7�
3BBDA35:;@9�KAGD�IAD=�;@F7D35F;A@E�I;F:�3�EB;D;F�A8�5A>>34AD3F;A@���8�KAG�3D7�;@F7@F�A@�
47;@9�5A>>34AD3F;H7��F:7@�KAG�E:AG>6�47�34>7�FA�5:75=�?AEF�A8�F:7�;F7?E�47>AI���8�
KAG�3D7�G@34>7�FA�5:75=�EA?7�A8�F:7�;F7?E�47>AI��F:7@�KAG�?3K�@776�FA�F3B�?AD7�
677B>K�;@FA�KAGD�7?B3F:K�E=;>>E�FA�36<GEF�KAGD�;@F7@F;A@�FA�47�5A>>34AD3F;H7��

�

S I seek to understand first and then to be understood 

S I continually seek deeper levels of understanding 

S I am not easily threatened psychologically 

S I want to build mutual success 

S I seek solutions rather than blame 

S I am firm but not rigid about my interests 

S I am interested in other points of view 

S I welcome and listen to feedback 

S I talk calmly and directly about difficult issues 

S I try to make my team members look good 

S I communicate a caring attitude 

S I seek excellence rather than victory 

S I use influence rather than force 

S I look for creative win–win solutions 

S I balance harmony with diversity 

S I have a high level of trust 

S I am cooperative and inclusive 

S I seek to respond non-defensively 
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Empathy and Feeling Blockers 

 

Judging 

Responses 

 

 

 

 

 

 

 

Sending 

Solutions 

 

 

 

 

 

 

 

 

 

Invalidating 

Responses 

S �D;F;5;L;@9�

S $3?7�53>>;@9�

S �;39@AE;@9�

S &D3;E;@9��H3>G3F;H7>K�
�
�

�
S %D67D;@9�

S *:D73F7@;@9�

S #AD3>;L;@9�

S �J57EE;H7�AD��@3BBDABD;3F7�'G7EF;A@;@9�

S �6H;E;@9�
�
�

�

S �;H7DF;@9�

S "A9;53>��D9G?7@F�

S (73EEGD;@9�
�

�
�

�

�

�

�
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The Two Messages and Communication Rapport 

 

True or False? �55AD6;@9�FA�F:7��>47DF�#7:D34;3@�EFG6;7E�3F�+�"���
5A??G@;53F;A@�;E�A@>K���B7D57@F�IAD6E��

-7>>��@AF�CG;F7�FDG7��-AD6E�3D7�;@5D76;4>K�;?BADF3@F�
;@�5A??G@;53F;A@���GF�I:7@7H7D�KAGD�IAD6E�3D7�@AF�
5A@9DG7@F�I;F:�KAGD�4A6K�>3@9G397�AD�KAGD�FA@7�A8�HA;57��
KAGD�3G6;7@57�I;>>�;@F7DBD7F�3@�7?AF;A@3>�?7EE397�F:3F�
53@�;@F7D87D7�I;F:�F:7�?73@;@9�A8�KAGD�IAD6E���@�F:7�
BD7E7@57�A8�?;J76�?7EE397E��B7AB>7�F7@6�FA�FDGEF�FA@7�
3@6�4A6K�>3@9G397�AH7D�5A@F7@F��

�
�

Incongruent communication:     

 

 

 

 

 

 

 

 

Congruent communication:    

 

 

 

 

 

 



�
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Content is conveyed 

through words. 

 

Feeling is conveyed 

through body language 

and tone of voice. 
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�

 

When your communication is incongruent, this is what people hear: 

 

 

 

7% A8�KAGD�;?B35F�I;>>�
5A?7�8DA?�F:7�IAD6E�
KAG�E3K�

�

�

�

�

�

55% A8�KAGD�;?B35F�
I;>>�5A?7�8DA?�KAGD�
4A6K�>3@9G397�

38% A8�KAGD�;?B35F�
I;>>�5A?7�8DA?�KAGD�
FA@7�A8�HA;57�



�

Lesson 7: Two Messages and Communication Rapport 

 

 

/AG�E7@6�FIA�?7EE397E�7H7DK�F;?7�KAG�5A??G@;53F7��
�

1. The Content Message:    

 

 

 

 

2. The Feeling Message:    

 

 

 

 

 

 

*:;E�?73@E�F:3F�;8�KAG�D73>>K�I3@F�FA�5A??G@;53F7�EG557EE8G>>K�I;F:�B7AB>7��

KAG�@776�FA�E7@6�F:7?�      

  ��
�

�

�

�

�

�

�

�

�

�

�

�

�

�

�

�

�

�

�

�

�
�

)AGD57���3F3�8DA?����#7:D34;3@��Silent Messages: Implicit Communication of Emotions and Attitudes���@6�76;F;A@�
��7>?A@F������-36EIADF:���������

�
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Building Rapport 

 

Let’s 

Practice 

• “Can I help you?” 
 

• “Yes... but...” 
 

• “Yes... and...” 
 

• “Why... you...?” vs. “What can I...?” or “How can I..?” 
 

• “When... if... then...” 
 

R �A??A@��@F7D7EFE�

�
R #7F3B:AD;53>�>3@9G397�

�

R )7@EADK�>3@9G397�

�

R #;DDAD;@9�
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�

The Competency of Conflict Management 

 

 

"7F�?7�;@FDA6G57�KAG�FA�FIA�B7AB>7��
�
�

�

&7DEA@��� &7DEA@���
�

�

Who has a problem? 
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Rules of Engagement 

 

�� *:7�B7DEA@�I:A�;E�   

   F:7�BDA4>7?��
�

�
�� *:7�B7DEA@�I:A�� F:7�BDA4>7?��

   F:7�BDA4>7?��
�

�
�

���&7DEA@�� @776E�FA�;@;F;3F7��

  ��
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�

Steps to Manage Conflict 

 

Focus on  First��

#3@397�KAGD�AI@�� ��
7EB75;3>>K�3@97D��;DD;F3F;A@��3@6�6787@E;H7@7EE��

�

�

�

�

Focus on   , Not  ��

�EEG?7�� �� � ���

�

�

�

�

�

Don’t  It,   It��

)F3F7�KAGD�� � ��

GE;@9�� �� ��

  ��3@6�   

1 

2 

3 
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�

XYZ Talk 

X   

Y  

Z       
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The Response: XYZ Talk 

X  

Y  

Z    
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Directions 

 

./0�F3>=�;E�3�E;?B>7�I3K�FA�8AD?3F�3�5A@8>;5F�D7EA>GF;A@�6;E5GEE;A@�F:3F�;@H;F7E�
3�6;E5GEE;A@�;@EF736�A8�67@87@E;H7@7EE���;>>�AGF�F:7�D7EBA@E7�BDA?BFE��I:;5:�
I;>>�F:7@�475A?7�KAG�PE5D;BFQ�8AD�KAGD�5A@8>;5F�D7EA>GF;A@�5A@H7DE3F;A@��

�

X 
-:3F�:3BB7@76�

�

�
�

�

�
�

�

�

*:7�BD;?3DK�;?B35F�

/AGD�BD;?3DK�7?AF;A@	5A@57D@�
�
�

�

�
�

�

�
�

�

�

Z 
/AGD�EA>GF;A@��D7EA>GF;A@�

�

�
�

�

�
�

Y 



�

Wrap-Up 

 

 

 

 

 

• 'G7EF;A@E��

• �A??7@FE��

• ��:3OE��

• !7K�>73D@;@9�BA;@FE��
�

�

�

�

�

�

�

�

�

�

�

�

�
�
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Notes 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 


