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A

SXSSRUWLQJ RXWVRXUFLQJ

$JURZiQJSUHVHQFH
RQWKH%32PDS
JAMAICA HAS CARVED A NICHE AS A BUSINESS PROCESS OUTSOURCING HUB. $17+21<
+</721, JAMAICA’S MINISTER OF INDUSTRY, INVESTMENT AND COMMERCE, EXPLAINS
HOW GOVERNMENT PLANS WILL FURTHER BUILD ON THE GROWTH ALREADY EXPERIENCED
BY WHAT IS 4UICKLY BECOMING A KEY SECTOR WITHIN THE COUNTRY’S ECONOMY
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Jamaica is eager to claim its
share of the international
outsourcing market and with
a young, educated population,
strong links to the us and the
uk, a government committed to
business-friendly policies, and
an aptitude for customer service,
the sector is expanding fast.
Natasha turak reports

aBPOambition
J

Anewphenomenon

www.fdiintelligence.com february/march 2016

A buzz: Jamaica has established itself as a leading player in the business process outsourcing market with call
centres such as the one pictured left opening across the country, including in the capital Kingston (pictured right)
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JAMAICA
3rOfilE

YONI EPSTEIN, THE
PRESIDENT OF THE
BUSINESS PROCESS
INDUSTRY ASSOCIATION
OF JAMAICA AND ITEL
BPO SOLUTIONS’ CHIEF
EXECUTIVE, HAS A VISION.
HE TELLS 1$7$6+$ 785$.
ABOUT HIS PLAN TO TURN
THE CARIBBEAN ISLAND
INTO A WORLD-LEADING
BPO DESTINATION OVER
THE NEXT 10 YEARS

$ OHDGLQJ UROH
ȅ,

dLYHUVLILFDWLRQ GULYH

SNLOOLQJ XS
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iWHO %3OSROXWLRQV
Founder and CEO

3UHYLRXVO\
Director of site operations,
Sandals and Beaches Resorts
contact centre

+RQRXUV
Named among top 50 most
influential executives in nearshore
outsourcing in Latin America and
the Caribbean by Nearshore
Americas

CurriCulu0viTaE
YONI EPSTEIN
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Itel-BPO Solutions is a market leader in the business
process outsourcing space and has recently made
further inroads with its launch of three new companies
to its business portfolio: Itel-Media, Itel-Travel and Sign
Up And Get A Job Ja.

:KDW VWDUWHG Rff ZiWK WZR DJHQWV iQ D
VPDOO URRP iQ -XQH ����� QRZ VWDQGV DV
RQH Rf -DPDiFDȃV OHDGiQJ SURYiGHUV Rf
EXViQHVV SURFHVV DQG FRQWDFW FHQWUH
PDQDJHPHQW WR VRPH Rf WKH ODUJHVW
FRPSDQiHV JOREDOO\�

,WHO�%32 6ROXWLRQV LV RQH RI WKH FRXQWU\ȃV
PDUNHW OHDGHUV LQ WKH LQGXVWU\� DQG RIIHUV DQ
LQWHJUDWHG VXLWH RI EXVLQHVV SURFHVV RXWVRXUF�
LQJ �%32� RSHUDWLRQV� 7KHVH LQFOXGH� LQERXQG
DQG RXWERXQG FXVWRPHU HQJDJHPHQW� VDOHV�
RQOLQH ERRNLQJ VHUYLFHV� ZHE FKDW� VRFLDO
PHGLD� *RRJOH DGYHUWLVLQJ� GDWD HQWU\� DQG
TXDOLW\ DVVXUDQFH VHUYLFHV�

7KH FRPSDQ\ȃV PLVVLRQ LV WR LQFUHDVH LWV
FOLHQWVȃ FRPSHWLWLYH DGYDQWDJH� E\ RIIHULQJ
VROXWLRQV WR DFKLHYLQJ WKHLU JRDOV� KHOSLQJ WR
GULYH SURGXFWLYLW\ DQG HIILFLHQF\�

,WHO�%32 ERDVWV PRUH WKDQ ��� DJHQWV LQ
IRXU RIILFHV� ORFDWHG LQ )UHHSRUW� *UDQG
%DKDPD� 7KH %DKDPDV� 0RQWHJR %D\ DQG
.LQJVWRQ� -DPDLFD� UHVSHFWLYHO\� ERDVWLQJ WKH
WLWOH ǿ OHDGLQJ -DPDLFDQ�RZQHG%32HPSOR\HU�

:LWK WKLV VWURQJ KXPDQ FDSLWDO� WKH FRP�
SDQ\ ORRNHG DW LQGXVWULHV ZKHUH LW ZRXOG KDYH
DQ DGGHG DGYDQWDJH DQG FRXOG EULQJ YDOXH WR
LWV FOLHQWV� 7KH RXWFRPH� WKUHH DGGLWLRQDO FRP�

SDQLHV WR LWV RIIHULQJV ǿ Ȃ,WHO �0HGLDȃ� Ȃ,WHO �7UDYHOȃ
DQG Ȃ6LJQ8S� *HW D -RE -Dȃ�

&(2 IRU ,WHO�%32<RQL (SVWHLQ� DGGHG WKDW LW
ZDV� ȅD UHVSRQVH WR WKH JURZLQJ QHHGV RI RXU
FOLHQWV IRU WKHVH VHUYLFHV� .QRZLQJ WKH FDSD�
ELOLWLHV RI RXU -DPDLFDQ SHRSOH , NQHZ LW ZDV D
QREUDLQHU IRU XV WR YHQWXUH LQWR WKHVH VHUYLFHV�
7KH SHRSOH ZKRZRUN LQ RXU FRPSDQ\ DUHZK\
ZH DUH VXFFHVVIXO DQG LV ZKDW NHHSV RXU EXVL�
QHVV WLFNLQJ RYHU GD\ LQ GD\ RXW� Ȇ

,7(/�0(D,$
,WHO�0HGLD ZDV ERUQ RXW RI D YRLG LQ WKH GLJLWDO
PHGLD PDUNHWLQJ ORFDOO\� ZLWK WKH FDSDFLW\ WR
KHOS FOLHQWV EHFRPHPRUH HIILFLHQW� ZKLOH SUR�
YLGLQJ YDOXHZLWK KLJK�OHYHO VNLOO VHWV�

ȅ:H VLJQHG DQ DJUHHPHQW ZLWK DQ LQWHUQD�
WLRQDO ILUP WR GR VRFLDO PHGLD� *RRJOH 33&
PDQDJHPHQW DORQJ ZLWK RWKHU PHGLD PDQ�
DJHPHQW VROXWLRQV DQG ZH IHOW WKDW LW ZDV WLPH
WR FDSLWDOL]H RQ RWKHU VNLOO VHWV LQ -DPDLFD� ,WȃV
WKH VNLOO VHWV DQG WKH KXPDQ FDSLWDO WKDW PDNH
RXU EXVLQHVV 	 WKLV LQGXVWU\� Ȇ VDLG0U (SVWHLQ�

,7(/�75$9(/
7KH FRPSDQ\ȃV WUDYHO VHFWLRQ ZDV ERUQ RXW RI
WKH WRXULVP LQGXVWU\� ,W FXUUHQWO\ SURYLGHV TXDO�
LW\ DVVXUDQFH VXSSRUW PDQDJHPHQW IRU XQLTXH
YDFDWLRQV WKH ZRUOGZLGH UHSUHVHQWDWLYHV IRU
VDQGDOV UHVRUWV WKH UHJLRQV ODUJHVW UHVRUW FKDLQ�

LWHO�7UDYHOXVHV LWHO�%32ȃVDZDUGZLQQLQJFDOO
FHQWUH LQIUDVWUXFWXUH WR RIIHU VROXWLRQV IRU
XQWDSSHG UHYHQXH IRU KRVSLWDOLW\ EUDQGV� ,W SUR�
YLGHV EXVLQHVV�WR�EXVLQHVV WUDYHO WHFKQRORJ\
VROXWLRQV WR WKHPDUNHW ORFDOO\ 	 UHJLRQDOO\�

7KURXJK LWV SODWIRUP� XVHUV KDYH DFFHVV WR
KXQGUHGV RI WKRXVDQGV RI H[FXUVLRQV JOREDOO\�
ZKHUH LWHO�%32 FXUUHQWO\ UHFHLYHV YHU\ JHQHU�
RXV GLVFRXQWV RQ ��� DLUOLQHV� 2������ KRWHO
SURSHUWLHV� �7 FUXLVH OLQHV DQG �� FDU UHQWDO
EUDQGV DW EHORZPDUNHW SULFHV�

&XUUHQW VXFFHVV RI WKLV QHZ EUDQG ERDVWV
OHYHOV RI VDOHV FRQYHUVLRQV LQ H[FHVV RI ����

6,*1 83 *(7 $ -2% -$
$V WUXH DV LWV QDPH� WKLV IXOO�VHUYLFH HPSOR\�
PHQW SODWIRUP PDQDJHV DQG RYHUVHHV WKH
HQWLUH SURFHVV RI HPSOR\HH SODFHPHQW� ,W FRQ�
QHFWV MRE VHHNHUV DQG HPSOR\HUV E\ WDNLQJ WKH
KDVVOH RXW RI WKH UHFUXLWPHQW SURFHVV� 7KH ILUP
SODQV RQ GRLQJ DQ LQWHQVLYH WRXU RI ORFDO
VFKRROV DQG FDUHHU H[SRV ODWHU WKLV \HDU�

,WHO�%32 SODQV WR FRQWLQXH LWV VWULGHV DV DQ
LQGXVWU\ OHDGHU� 7KH DZDUG�ZLQQLQJ FRPSDQ\
LV DFWLYHO\ VHDUFKLQJ IRU LQQRYDWLYH ZD\V WR
H[SDQG RQ LWV VHUYLFHV DQG GHOLYHU ZRUOG�FODVV
VHUYLFH WR LWV FOLHQWV� ,WV H[SHULHQFHG PDQDJH�
PHQW WHDP KDV PRUH WKDQ �� \HDUV RI FRP�
ELQHG H[SHULHQFH LQ WKH VHFWRU� 7KLV \HDU� WKH
FRPSDQ\ KDV SODQV IRU WKH GHYHORSPHQW IRU
WKH H[SDQVLRQ RI LWV 0RQWHJR %D\ RIILFHV DQG
WR IXUWKHU H[SDQG LQ .LQJVWRQ�

ȅ:H KDYH EHHQ DW WKH IRUHIURQW RI -DPDLFDȃV
GHYHORSPHQW LQ WKH%32VSDFHVLQFHZHVWDUWHG
RXU FRPSDQ\ LQ2��2DQGZHFRQWLQXH WRGR VR
RQ PDQ\ IURQWV� :LWK EXVLQHVV WKDW ZH KDYH
OLQHG XS DQG ZKHUH WKLQJV DUH KHDGLQJ ZH DUH
SODQQLQJ WR KDYH DQRWKHU VWHOODU \HDU SURMHFWLQJ
RYHU �����HPSOR\HHV LQ RXU FRPSDQ\Ȇ�

&217$&7�
3DWULTXH *RRGDOO
LQIR#JRRGDOODQGFR�FRP
�7����������

6SRQVRUHG E\

S3OTli*+TON iTEl�%3O
advErTiSE0ENTfEaTurE

ȅ7+(&203$1<ȃ60,66,21 ,6
72 ,1&5($6( ,76&/,(176ȃ
&203(7,7,9($'9$17$*(�
%<2))(5,1*62/87,21672
$&+,(9,1*7+(,5*2$/6�
+(/3,1*72'5,9(
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%HKLQG WKH IDFDGH RI SOHDVXUH�VHHNLQJ� -DPDLFD LV KDUG DW ZRUN DWWUDFWLQJ PXOWLQDWLRQDOV ZLWK LWV RXWVRXUFLQJ NQRZ�KRZ

2

TDNLQJ WKH SOXQJH

TO REALISE ITS AMBITION OF BECOMING A GLOBALLY KNOWN HUB FOR
BPO OPERATORS, JAMAICA NEEDED TO ATTRACT BIG-NAME PLAYERS.
THE BARNETT TECH PARK – IN BRINGING IN VISTAPRINT, AND THEN
ADVANCED CALL CENTRE TECHNOLOGIES AND XEROX – DID JUST THIS,
GIVING THE COUNTRY INTERNATIONAL CREDIBILITY. 1$7$6+$ 785$.
LOOKS AT HOW THESE ESSENTIAL FIRST STEPS WERE TAKEN

%XiOGiQJD
fRXQGDWiRQ

JAMAICA
%3O iNfraSTruCTurE

February/March 2016 www.fDiIntelligence.com ��



��

JAMAICA
%3O iNfraSTruCTurE

www.fDiIntelligence.com February/March 2016

CROODERUDWLYH DSSURDFK

rHWXUQ RQ LQYHVWPHQW
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the importance of training
is recognised at all levels
throughout Jamaica, to the point
where many of its government-
sponsored programmes are
developed to cater to the specific
needs of the industries investing
in the country. Natasha turak
reports on the impact this has
had with regards to fdi

at\oXUVHUYiFH

$

+ome�JUownVXppoUW

2pening the floodgates: Jamaicaȃs +eart 7rust�17A works with educational facilities, including the 8niYersity of the :est ,ndies (pictured), to proYide students with training, which is deYel�
oped in response to labour market information and employer feedback
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3DUWneUVhLpV Ln DFWLon

6WDUWLnJ DW Whe VoXUFe

5emoWe DFFeVV
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Jamaica
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%uilding blocks: a number of international outsourcing companies, including ;ero[ (pictured), haYe chosen to
e[pand in Jamaica, attracted by the countryȃs highly skilled workforce
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the montego bay free =one iV recogniVeG both inViGe
anG outViGe Jamaica aV the leaGing outVourcing location
in the caribbean.

(VtabOiVKHG in ����� tKH 0ontHJo Ba\
)UHH =onH �0B)=� oYHUOooNV tKH tUanTXiO
anG SUiVtinH ZatHUV oI tKH BoJXH OaJoon�
ontKHSHninVXOaUVoXtKZHVtoI0ontHJo
Ba\� -amaiFaȃV ZoUOG�UHnoZnHG noUtK
FoaVt� tKH]onH UHIOHFtV tKHmi[oI UHVoUt
KoVSitaOit\ in an HIIiFiHnt bXVinHVV HnYi�
UonmHnt tKat iV FKaUaFtHUiVtiF oI
-amaiFaȃV toXUiVm FaSitaO�

7KH 0%)= LV RSHUDWHG E\ WKH 3RUW
$XWKRULW\ RI -DPDLFD DQG FXUUHQWO\ KDV PRUH
WKDQ �00�000 VTXDUH IHHW RI VSDFH� VXSSRUWLQJ
RIIVKRUH FRPSDQLHV HQJDJHG LQ WKH LQIRUPD�
WLRQ FRPPXQLFDWLRQV WHFKQRORJ\�EXVLQHVV
SURFHVV RXWVRXUFLQJ �,&7�%32� VHFWRU LQ
-DPDLFD� 7KH 0%)= ,&7 VHFWRU VXSSRUWV D ZLGH
UDQJH RI %32 RSHUDWLRQV LQ GDWD RSHUDWLRQV�
UHFHLYDEOHV PDQDJHPHQW� PDUNHW UHVHDUFK�
UHVHUYDWLRQ� FXVWRPHU VHUYLFH� VDOHV� VRIWZDUH
GHYHORSPHQW� ILQDQFH DQG DFFRXQWLQJ �)	$�
DQG RWKHU EDFN RIILFH SURFHVVHV� 7KH 0%)= LV
KRPH WR ��� RI WKH RYHUVHDV FDOO FHQWUHV
RSHUDWLQJ LQ -DPDLFD�

:LWK -DPDLFD UDQNHG DV WKH OHDGLQJ RXW�
VRXUFLQJ ORFDWLRQ LQ WKH &DULEEHDQ� WKH 0%)=
LV WKH LGHDO KXE IRU QHZ LQYHVWRUV WR OHYHUDJH
-DPDLFDȃV PDQ\ IDYRXUDEOH DGYDQWDJHV WR
LQYHVWRUV� $V VWDWHG E\ RQH ODUJH )RUWXQH �00
86�EDVHG FRPSDQ\ ȅ:H KDYH VHYHUDO DGYDQ�
WDJHV KHUH LQ -DPDLFD ǿ ZH DUH DQ (QJOLVK
VSHDNLQJ FRXQWU\� JHRJUDSKLFDOO\� ZH DUH FORVH
WR �0� RI RXU FOLHQW EDVH� XVXDOO\ D FRXSOH

KRXUV WUDYHOZLOO HQDEOH RXU FOLHQWV WR JHW KHUH LI
WKH\QHHG WR VHH WKHRSHUDWLRQV DQGPHHWZLWK
WKH WDOHQWHG SHRSOH ILUVW KDQG� ZH XQGHUVWDQG
WKH $PHULFDQ EXVLQHVV FXOWXUH DQG ZH DGDSW
WR LW YHU\ ZHOO� ZKLFK PDNHV LW YHU\ HDV\ WR GR
EXVLQHVV ZLWK RXU FXVWRPHUV�Ȇ

,N9(stOr B(N(),ts
,QYHVWRUV ORFDWLQJ WKHLU FRQWDFW RU FDOO FHQWUH
EXVLQHVV LQ 0RQWHJR %D\ ZLOO KDYH DFFHVV WR D
ZLGH UDQJH RI TXDOLW\ VHUYLFHV DQG D EXVLQHVV
HQYLURQPHQW WKDW LV VXSSRUWLYH RI D VXFFHVVIXO
RSHUDWLRQ� 7KHVH LQFOXGH�
Ȋ $ ZRUNIRUFH WKDW LV TXDOLILHG� VNLOOHG DQG
FXVWRPHU VHUYLFH�RULHQWHG

Ȋ $ WHOHFRPPXQLFDWLRQV LQGXVWU\ ZLWK
PXOWLSOH SOD\HUV� RIIHULQJ KLJKO\ FRPSHWLWLYH
UDWHV LQ D GHUHJXODWHG VHFWRU

Ȋ $ WRXULVP GHVWLQDWLRQ� ZKHUH IRUHLJQ
LQYHVWRUV IHHO D JUHDWHU VHQVH RI VHFXULW\

Ȋ $ ȂEXVLQHVV KDYHQȃ IRU LQYHVWRUV WKDW RIIHUV
RSSRUWXQLWLHV IRU ZRUN DQG OHLVXUH LQ RQH
FRQYHQLHQW ORFDWLRQ

Ȋ 0RGHUQ EXVLQHVV IDFLOLWLHV
Ȋ $FFHVV WR VRSKLVWLFDWHG WHFKQLFDO DQG
ILQDQFLDO VHUYLFHV

Ȋ %XVLQHVV 3URFHVV ,QGXVWU\ $VVRFLDWLRQ RI
-DPDLFD

s(r9,&(s PrO9,'(' ,N 0B)=
7KH IUHH ]RQH SURYLGHV D ZLGH YDULHW\ RI VHU�
YLFHV WR LQYHVWRUV DQG WKHLU HPSOR\HHV�

Ȋ 7UDLQLQJ VFKRRO ǿ SURYLGLQJ ZRUNIRUFH
GHYHORSPHQW WUDLQLQJ IRU FRPSDQLHV RQ VLWH�

Ȋ %RQGHG ZDUHKRXVH�FXVWRPV ǿ SURYLGLQJ
RQ�VLWH ORJLVWLFV VHUYLFHV DQG GRRU�WR�GRRU
GHOLYHU\�

Ȋ +HDOWK FDUH DQG VRFLDO VHUYLFHV ǿ
HQJDJHPHQW FHQWUH� PHGLFDO FOLQLF DQG
VSRUWV FOXE�

Ȋ )RRG VHUYLFHV ǿ FDQWHHQV� NLRVNV DQG
YHQGLQJPDFKLQHV�

Ȋ %DQNLQJ DQG WUDQVSRUWDWLRQ VHUYLFHV ǿ
DXWRPDWHG EDQNLQJ PDFKLQHV �$%0V� DQG
FRQWUDFW WUDQVSRUWDWLRQ RSHUDWRUV�

Ȋ )UHH]RQHVWDWXVǿJUDQWHG WKURXJK LWVSDUHQW
FRPSDQ\ WKH3RUW $XWKRULW\ RI -DPDLFD�

Ȋ %XVLQHVV IDFLOLWDWLRQ ǿ WKURXJK LWV QHWZRUN RI
VHUYLFHSURYLGHUV WKH0%)=KHOSV LQYHVWRUV WR
VHW XS WKHLU EXVLQHVV LQ -DPDLFD �IRU H[DPSOH�
EXVLQHVV UHJLVWUDWLRQ�� HVWDEOLVK GRPHVWLF
VHUYLFH FRQWUDFWV� EDQNLQJ� UHFUXLWPHQW�
EXLOG�RXW DQG WHOHFRPPXQLFDWLRQV�

Ȋ %32 LQFXEDWRU ǿ D IXOO\ EXLOW�RXW SOXJȃQȃSOD\
IDFLOLW\ IRU QHZ LQYHVWRUV VHHNLQJ WR RSHUDWH
ZLWKLQ WKH LQGXVWU\�

th( BPO ,N&uBatOr
7KH IUHH ]RQHȃV LQFXEDWRU LV WKH ILUVW RI LWV NLQG LQ
WKH UHJLRQ DQG LW VHHNV WR VXSSRUW WKHJURZWKRI
VPDOO DQGPHGLXP�VL]HGHQWHUSULVHV LQ WKHEXVL�
QHVV SURFHVV RXWVRXUFLQJ LQGXVWU\ LQ -DPDLFD�

7KH WXUQNH\ IDFLOLW\ LV D PRGHUQ
�0�000�VTXDUH�IRRW� �00�VHDW SOXJȃQȃSOD\
HTXLSSHG IDFLOLW\ RSHUDWHG E\ WKH %XVLQHVV
3URFHVV ,QGXVWU\ $VVRFLDWLRQ RI -DPDLFD LQ
SDUWQHUVKLS ZLWK WKH 0RQWHJR %D\ )UHH =RQH
&RPSDQ\ DQG &DEOH 	 :LUHOHVV %XVLQHVV
6ROXWLRQV� 7KH IDFLOLW\ ZDV SDUWLDOO\ IXQGHG
XQGHU WKH Ȃ&RPSHWH&DULEEHDQȃ LQLWLDWLYH RI WKH
,QWHU�$PHULFDQ 'HYHORSPHQW %DQN�

,W SURYLGHV FRPSUHKHQVLYH VHUYLFHV IRU
QHZ LQYHVWRUV ORRNLQJ WR VWDUW RSHUDWLRQV LQ
-DPDLFD DQG H[LVWLQJ LQYHVWRUV ORRNLQJ IRU
VKRUW�WHUP VROXWLRQV WR PHHW WKHLU H[SDQVLRQ
QHHGV� 7KH LQFXEDWRU SURYLGHV IXUQLVKHG
VSDFH IRU OHDVH WR FOLHQW FRPSDQLHV DQG
LQFOXGHV DQ DUUD\ RI VHUYLFHV IURP DX[LOLDU\�
VHFXULW\� WHOHFRPV DQG PDLQWHQDQFH WR RWKHU
PDQDJHG VHUYLFHV�

2SHQHG LQ �0��� WKH &RQWDFW &HQWHU
,QFXEDWRU FXUUHQWO\ KRVWV WKUHH FOLHQWV DQG
HPSOR\V �30 LQGLYLGXDOV� 7KH VXFFHVV RI WKH
LQFXEDWRU DQG WKHGHPDQG IRU WKH VROXWLRQKDV
LQIOXHQFHG WKH IXUWKHU H[SDQVLRQRI D 300�VHDW
IDFLOLW\ OHG E\ WKH 0RQWHJR %D\ )UHH =RQH
&RPSDQ\� 7KH IDFLOLW\ ZLOO FRQWLQXH WR LQIOX�
HQFH HFRQRPLF JURZWK WKURXJK PD[LPLVLQJ
WKH VXFFHVV RI QHZ DQG H[SDQGLQJ LQYHVW�
PHQWV LQ WKH LQGXVWU\ ZKLOVW SURPRWLQJ
HPSOR\PHQW FUHDWLRQ�
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