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20194F 12 AR = EE 5,078
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AT D A L 748
AFAE DA EHR 12%
[E1%E O Fn (2019 4F) 51
FZEZOFIT Y 7 b 3T AT MEBREE (20194F) 16
BEHEEONYIITSOUR
7O 19 MIRTIX T MEBREH
2017 2018 2019
5L 12% 11% 11%
6~ 104 29% 29% 27%
11~154 21% 21% 19%
16~204 21% 22% 21%
204EH# 17% 17% 22%
FHp
2017 2018 2019
24 LLT 0% - 0%
25~357% 6% - 4%
36~457% 27% - 26%
46 ~55]% 42% - 39%
56 ~ 64 7% 19% - 26%
64 %t 6% - 5%
FXHMBEETHEIEDENETEZTOF v ) 7ICEED
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ETELEHE 15% 16% 17%
R 35% 33% 31%
¥HEHER 32% 34% 33%
FEACEETIE RN 15% 11% 15%
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LHRNLXBEEBEE
2017 2018 2019
LT 19% 21% 19%
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& THATREMED 39% 38% 35%
EBHhEVZIEATHENEN S % 37% 35% 34%
BHFE O AHEMEN R 5% 5% 5%
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W ZERERE
CNETHED) —F—ELTEHLIZZEDHUETDH
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v, Bl —X—& L CiEEh 10% 10% 10%
o, wERY A= LTE#HZ LTV L 7% 8% 6%
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AV 76% 77% 75%
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FA4T - AR MM ZEE
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0 0% 34% 37%
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IS4 kDA XY ML =E%
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8 LU 0% 3% 2%
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2017 2018 2019
RT VT 4 TR OV T OYIRER N Z 2R 11% 7% 6%
HC & > THEDWNWEA I VT TOANY M3 25% 28% 22%
HOXEMICRHE L7z A\ b 17% 17% 21%
2EIEH OOV T O, S O iRt 13% 17% 21%
BRICE o 2L DAY b 15% 11% 13%
fizhng & Ok S Gy bT—F27) OfRfit 17% 16% 11%
FRlICS T ES R, 4% 4% 3%
ZDIEH 0% 0% 4%

*In 2016, respondents had the opportunity to select up to three primary reasons for joining rather than just the single most important reason. This was
in response to several respondents selecting “other” in previous years and typing multiple response options into the open-ended field. As a result,
we can expect to see generally higher percentages for each option. Due to this change, 2016 data should not be compared to 2014 and 2015 data,

which was leftin simply for reference.
¥ In the 2017 Survey, this question changed to standard NPS scale result.
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