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About This Report

Welcome to the "Streamlining Customer
Satisfaction &  Operational = Growth
Strategies" report, where we delve into
essential strategies and insights to help
businesses in the travel and tourism sector
achieve growth and become industry
leaders by focusing on enhancing customer
satisfaction and optimizing operational
processes. This report provides valuable
recommendations and innovative
approaches to drive success in this dynamic
and competitive industry landscape.

State of the Market

The travel and tourism sector is
experiencing a significant transformation
marked by several trends. Sustainability,
personalization, and advanced technology
are reshaping the industry, with a strong
emphasis on eco-friendly initiatives,
immersive personalized experiences, and
Al-driven efficiencies. Luxury
accommodations, engaging culinary
experiences, and continuous technological
advancements are driving the industry
towards a future that prioritizes
sustainability, innovation, and exceptional
customer experiences.

Introduction
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The Travel & Tourism sector is undergoing a
pertinent transformation symbolized by
sustainability, personalization, and advanced
technology. An increasingly eco-conscious
market is prompting the shift towards green
initiatives. Concurrently, Al-driven
customization is reshaping the customer
journey. A new era of unique
accommodations and gastronomic
adventures is emerging. Sustainability is
transforming renovation practices, while
flexibility and adaptability have become
crucial in this dynamic landscape. This future
hinges on integrating these trends
seamlessly. Following these lines, Delta Air
Lines' future vision aligns to redefine luxury
travel experiences, focusing on customer
satisfaction, operational efficiency, and
environmental responsibility. By investing in
technological innovation, exclusive
partnerships, and sustainable practices,
Delta is poised to mark its presiding
influence in the travel sector.
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Market Landscape

Opportunity Spaces in Travel & Hospitality
- Sustainability and Business

- Al and Personalization

- Exclusivity and Uniqueness in
Accommodations

- Luxury Food Experiences

- Al and Technology in Travel

- Eco-Design in Renovations

- Sustainable Growth and Profitability
- Organizational Agility and Success in
Changing Markets

Drivers of Change
- Sustainability and ethical practices

- Personalization and enhanced experiences
for travelers

- Luxury and unique accommodations

- Culinary experiences and fine dining

- Renovations and revamps

- Technological advancements and Al
integration

- Sensory Inclusivity in Experiences

- Experiential Marketing and Unique
Consumer Engagement

- Fusion of Urban and Outdoor Elements

- Creative Exploration of Al and Technology

- Promotion of Creativity and Diversity in Art

and Design

One Sheet

Delta Air Lines Opportunities

Opportunity Areas for Delta Air Lines

- Customer satisfaction

- Operational efficiency

- Sustainability

- Personalized experiences

- Exceptional service

- Technological innovation

- Continuous improvement

- Luxury accommodations

- Gastronomic experiences

- Al integration

- Memorable journeys

- Core sustainability values

- Environmental responsibility

- Aircraft interiors and lounge facilities
- Visual appeal, functionality, and comfort

Customer experience Ideas

- Personalized Travel Gameplan

- In-flight Wellness Programs

- Destination Celebrations and Experiences

Operational efficiency Ideas

1. Implementation of Al and Automation
2. Sustainable Practices

3. Digital Transformation
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Company Overview

Delta Air Lines

Delta Air Lines, a dominant force in the travel and hospitality sector, is skillfully leveraging
anticipated global travel trends. Competing fiercely in a demanding market, Delta's strategy is
centered on boosting its brand value through superior customer service, personalization, and novel
features catering to shifting traveller needs. Evidencing a healthy financial state, Delta enjoys a
steady growth in revenue, considerable pre-tax profits, and continuous free cash flow generation,
all primarily fueled by its robust expenditures on enhancing aircraft interiors, lounge makeovers,
and tech advancements.

The airline's firm commitment to maintaining operational effectiveness and reliability is integral to
its sustained fiscal well-being and growth. Delta's future vision entails persevering on its successful
pathway by making customers its pivot of innovation and institutional excellence. The strategy
encompasses substantial investments in technology, capital, and staff remuneration, complimented
by a targeted debt minimization approach and prudent decision-making. Integrating key customer
insights and industry trends into their prognostic planning, Delta aims to drive more effective
capacity management, operational efficiency, and financial growth.

Delta's key foundations for success revolve around focusing on customers, maintaining operational
efficiency and reliability, ensuring strong economic performance and growth strategies, and
establishing exceptional industry leadership. Its current move to embrace digital connectivity offers
improvements to passenger experience through a novel platform providing tailored content, access,
and deals directly through passengers' mobile devices, made possible via onboard Wi-Fi. This
revolutionary venture, projected to be live on over 700 domestic mainline aircraft by 2024, reflects
Delta's drive to further passenger comfort and convenience.

In addition, Delta has forged a strategic alliance with Starbucks, ingeniously integrating their loyalty
programs to deliver mutual customer benefits. This partnership means that Delta's customers can
now accumulate miles on their SkyMiles program from Starbucks purchases, and, reciprocally,
Starbucks Rewards members can earn stars when they fly Delta. Utilizing this intersectoral
collaboration, Delta and Starbucks aim to boost the value they offer their customers and positively
influence loyalty trends. This stands testament to their joint vision of innovating and evolving the
customer experience across aviation and retail industries.

Industry: Travel & Hospitality
Sector: Travel & Tourism

Competitors: American Airlines,United Airlines,Southwest Airlines,JetBlue Airways,Alaska Airlines




Financial Analysis

Ticker: DAL

Delta Air Lines' financial performance as of December 2023 includes the following key metrics:
Total income from primary operations was S14.22B, a 5.87% year-over-year change. Operational
costs incurred were $1.74B, a 21.62% increase from the previous year. Net earnings stood at $2.04B,
a significant 145.72% year-over-year change. Net income as a percentage of revenue was 14.32,
reflecting a substantial 132.09% growth from the previous year. The profit per share of common
stock fell by 13.51% to 1.28. Earnings before interest, taxes, depreciation, and amortization (EBITDA)
stood at $2.40B, with a year-over-year change of 29.14%. The company's tax-ratio was 10.46%.

Delta's balance sheet reflects that cash and short-term investments sat at $3.87B — a decrease of
40.8% from the previous year. Total assets amounted to $73.64B and total debt stood at $62.54B,
showing a year-over-year reduction of 4.82%. The value after subtracting total liabilities from total
assets was S11.10B.

The cash flow report highlights that net earnings were $2.04B, mirroring a striking 145.72%
year-over-year change. Net cash from core business activities was $545M, a decrease of 54.12%
from the previous year. Investment activities used $535M in net cash but showed an 88.7%
improvement year over year. Financing activities generated a net cash of $416M, up 236.39% from
the prior year. The total change in cash balance during this accounting period showed a positive
111.06% year-over-year change at S426M.

Leadership

Ed Bastian

A Delta Air Lines case study wasn't available.




Innovation From Delta Air Lines

In an ambitious move to enhance passenger experience, Delta Air Lines is harnessing the power of
digital connectivity. The airline giant is set to roll out a revolutionary digital platform, designed to
offer personalized content, access and offers right at the fingertips of its passengers. As an added
advantage, this platform will be conveniently accessible on mobile devices via onboard Wi-Fi.

Projected to be fully available on more than 700 domestic mainline aircraft by the end of 2024, this
innovative platform signals Delta's commitment to optimizing passenger comfort and convenience.

In an unrelated but equally newsworthy development, Delta has entered a strategic partnership
with international coffee behemoth Starbucks. Binding their respective award-winning loyalty
programs, this unique collaboration allows customers to marry their love of travel and coffee. Delta
patrons can garner miles on their SkyMiles program for each Starbucks purchase, and conversely,
Starbucks Rewards members can earn stars each time they fly Delta.

As a cross-industry alliance, this joint venture endeavors to unlock greater value for their global
customers. Putting customer benefit at the forefront, this collaboration opens another avenue for
SkyMiles and Starbucks Rewards members to nickel and dime their way into accruing benefits,
evidencing the shared vision of the two brands to innovate and improve the customer experience.
Such synergies could play a crucial role in shaping customer loyalty dynamics in both air travel and
retail sectors.

No Travel & Tourism case study was available.
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Sector Forecast

Travel & Tourism

FThe Travel & Tourism sector stands at the cusp of a renaissance, with overarching themes of
sustainability, personalization, and advanced technology expected to shape its future.

Sustainability will be not just an ethical choice, but a business imperative. The travel and tourism
companies that ingrain eco-friendly initiatives, waste reduction, and respect for nature into their
strategies will command a competitive edge, resonating with an increasingly
environmentally-aware consumers base.

Artificial intelligence is set to revolutionize personalization in the industry. Advancements in Al
technologies will allow companies to create a tailored and immersive travel journey, altering
recommendations, trip planning, and overall experiences based on the individual preferences of
each traveler. This will be driven by the consumer's growing desire for bespoke experiences.

A demand for exclusivity and uniqueness will permeate the industry's ethos, particularly with
respect to accommodations. Discerning travelers are increasingly in search of authentic and
memorable stays, which will trigger the rise of boutique hotels, bespoke resorts, and other unique
vacation rentals. These establishments will not only focus on offering personalized services but
also on presenting immersive pastoral and rustic experiences underpinned by unique designs.

Engaging food experiences will be the new stride of luxury. Culinary journeys embedded in
airlines, cruises, and travel packages will become more refined. Travelers will be treated to curated
culinary experiences, with gastronomy becoming an integral part of travel. This will be driven by
travelers' increased interest in exploring local cuisines and immersive food adventures.

Besides enhancing personalization, advancements in Al and technology will bring about a
transformation in several aspects of the travel experience. Al-powered tools will break down
language barriers, real-time recommendations, and instant assistance, presenting a more
convenient and efficient travel experience. In keeping with the sustainability trend, renovation and
revamping initiatives will be undertaken with a focus on eco-design practices. Modern aesthetics,
functionality upgrades, and spaces promoting wellness will start dominating the industry,
magnetizing travelers seeking unique accommodations.

Financial health and robustness in the Travel & Tourism industry will be denoted by those brands
that prioritize sustainable growth and adopt effective profitability practices. Personalization will
infiltrate the realm of business and finance, creating an industry in the "Age of Personalization". A
customer-centric approach will drive customer loyalty, generating repeat business.

Pivotal to the industry's success will be organizational agility - the ability to respond swiftly and
effectively to shifting market dynamics and evolving consumer demands. This agility will manifest
itself in diverse strategies, new product launches, and unexpected collaborations, enabling industry
powerhouses to navigate uncertainties more deftly.




Iiy 2029 DeIta Alr Lines envisions a future as a trailblazer in the traveI and tour|sm

|ndustr renowned for redeﬁnln customer satlsfactlon and oeratlonal ef'F|C|enc As "'
st ——— l,mlll
leader in our industry, we W|II have transformed the fl ¥9 exerlence sett ng new jis

standards for perso_n_ahzed luxurious, and sustainable travel. Fueled k by the power o_f
‘BIB.;k AT dig |taI and Al technolo ies, our operations will be streamlined to an extent that offers
¥ o e oi e | T s
nsurpassed reliability to our customers. g

T~

- 5.

Our commitment to notable gastronomy, coupled with our artn_e_rjshlps will redefine

E%’L - - 5 inflight culinary deli_sjn nging about a unique aspect of touri smﬁa_lr"_t_r_az;e_l_:_\-/ymw

renovations and refurblshments as a key operational philosophy, our aircrafts and

Iounges will stand as echoes of modern 1 aesthetics married with extreme functionalityfds
& 133 l and comfort - a signature Delta experience. ] ": {1

- t' .
¥t : 5 — —

// ] > 3 — I

3 Underlnnln ever th|n WI|| be our Iede to sustalnablllt _inciting a ripple effect of
responsible tourism within the industry. This encompasses everthln from waste
management to adopting more eco-friendly ways to perform our daily operations. The|

conscious traveler of 2029 will choose Delta, not only for our exemplary customer

of sustainability in travel.

. trustworthiness and vaIue to our stakeholders whlle honorln our obllatlon as

-uareson5|ble inhabitants of this Ianet P|Iot|ng_ the aeronautlcal world toward an era of &

exceptional, sustainable, and hlhly Eersonallzed traveI we sta true to our belief ~we =
are not just in the business of ﬂ ying, but in the busmess of people, planet, and i

>

erformance MMl ¢

s . ‘p’

e

SRR 4o ing thiS obje tive: Lhe strategic business neec™s TL INErease customer
atrsfact\on and sweamline: QPe dlignsl processe ugn\e\e growth and become a leading company In the
\--N.m ustry 3




Customer experience ideas

1. Personalized Travel Gameplan:

- Implement advanced technologies such as
Al and machine learning to create
individualized travel itineraries for
passengers.

- Combine past booking preferences, travel
history, and real-time data to curate
personalized recommendations for
destinations, activities, and accommodations.

- Offer a seamless, end-to-end travel
experience with tailored suggestions for
flights, accommodations, transportation, and
local experiences based on customer
preferences.

2. In-flight Wellness Programs:

- Develop and introduce comprehensive
in-flight wellness programs to enhance the
overall travel experience.

- Collaborate with wellness experts to offer
personalized exercise routines, meditation
sessions, and relaxation techniques during
flights.

- Provide healthy meal options developed in
consultation with nutritionists and chefs
specializing in balanced and nutritious
inflight dining.

3. Destination Celebrations and Experiences:

- Partner with local tourism boards and
cultural influencers to develop exclusive
destination celebrations and experiences for
Delta customers.

- Set up custom itineraries, unique activities,
and specially curated off-the-beaten-path
experiences that showcase the essence of each
location.

- Showcase indigenous art, performances,
and cuisine at select destinations to create
memorable and culturally immersive
experiences.

Opportunities

Delta Air Lines

Operational efficiency ideas

1. Implementation of Al and Automation:
Delta Air Lines can invest in Al and
automation technologies to streamline and
improve various operational processes such
as baggage handling, flight scheduling, and
maintenance. This will not only reduce costs
and improve efficiency, but also provide a
more seamless and personalized experience
for customers.

2. Sustainable Practices: As part of its
commitment to sustainability, Delta Air Lines
can implement innovative and eco-friendly
practices in its operations, such as using
biofuels, reducing waste, and implementing
recycling programs. This will not only reduce
the company's carbon footprint, but also
attract environmentally conscious customers.

3. Digital Transformation: In order to enhance
the overall customer experience and improve
operational efficiency, Delta Air Lines can
invest in digital transformation initiatives.
This can include developing user-friendly
and personalized mobile apps for customers,
implementing self-service kiosks at airports,
and using data analytics to optimize flight
schedules and improve maintenance
processes. This will not only improve
efficiency, but also provide a more
convenient and seamless experience for
customers.




Road Map

Delta Air Lines

1. Develop and implement advanced personalization strategies

- Deliver seamless and tailored travel experiences based on individual preferences
- Leverage customer data and Al technologies to offer personalized recommendations
2. Revolutionize onboard culinary experiences

- Collaborate with renowned chefs and local culinary experts to create exclusive and diverse
menus

- Implement sustainable sourcing practices and support local food communities
3. Enhance operational efficiency through digital transformation
- Embrace next-generation technologies and automation to streamline processes

- Integrate Internet of Things (IoT) devices for real-time monitoring and data-driven
decision-making

4. Evolve aircraft interiors to redefine luxury in the skies
- Redesign aircraft cabins to offer stylish, comfortable, and visually captivating spaces

- Install innovative seating options, customizable entertainment systems, and cutting-edge
amenities

5. Champion sustainable practices throughout the value chain
- Reduce environmental impact by investing in biofuel research and alternative energy sources

- Collaborate with partners to create sustainable supply chains and implement recycling
initiatives

6. Foster partnerships for a holistic travel experience

- Forge alliances with prominent brands in the tourism industry (hotels, ground transportation,
etc.) to create seamless travel packages

- Provide unique perks and benefits for customers who choose Delta's partners
7.: Create immersive pre- and post-flight experiences

- Develop interactive technology platforms to offer destination-specific content, virtual tours,
and local recommendations

- Collaborate with travel influencers and content creators to promote unique travel experiences
through Delta channels
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= Sector Analysis

Travel & Tourism
Sector Overvie

The Travel & Tourism sector is a diverse industry that encompasses various activities related to
travel, hospitality, and tourism services. It includes businesses involved in transportation,
accommodation, food and beverage services, entertainment, and other recreational activities for
travelers. The sector plays a significant role in global economic development, employment
generation, and cultural exchange.

In terms of transportation, the sector incorporates airlines, cruise lines, railways, car rental
services, and other modes of transportation that facilitate travel between different destinations.
Accommodation services range from hotels and resorts to vacation rentals and bed and breakfast
establishments. Food and beverage services cover restaurants, cafes, bars, and other eateries that
cater to tourists' culinary needs.

Entertainment and recreational activities within the Travel & Tourism sector comprise tourist
attractions, theme parks, museums, national parks, sports facilities, and other leisure activities that
tourists can engage in during their travels. Additionally, the sector involves travel agencies, tour
operators, travel technology companies, and other intermediaries that facilitate travel planning and
bookings.

The Travel & Tourism sector is driven by consumer demand for various travel experiences, such as
leisure trips, business travel, adventure tourism, eco-tourism, and cultural tourism. It is influenced
by factors such as disposable income levels, international and domestic travel regulations,
geopolitical factors, safety and security concerns, and technological advancements in the travel
industry.

Overall, the Travel & Tourism sector is a vital contributor to global economic growth, job creation,
and international exchange. It enables people to explore new destinations, experience different
cultures, create memories, and supports the development of local communities in tourism
destinations.

Segments

Accommodation,Transportation,Travel Agencies,Food and Beverage,Attractions and
Entertainment,Events and Conferences,Adventure Tourism,Wellness
Tourism,Eco-Tourism,Cultural Tourism,Business Tourism,Medical Tourism
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== Related Insights

Travel & Hospitality Trends

Prominent travel and hospitality trends can be grouped into several higher-level themes.
Sustainability and ethical practices are at the forefront, with a focus on reducing waste, promoting
eco-friendly initiatives, and honoring nature. Personalization and enhanced experiences are also
prominent, utilizing technology and innovative services to create tailored and immersive journeys
for travelers. The industry is embracing luxury and unique accommodations, offering exclusive and
memorable stays. Culinary experiences and fine dining have gained significance, with an emphasis
on gastronomic delights. Technological advancements and Al integration are driving innovation,
revolutionizing various aspects of the industry. Lastly, renovations and revamps are enhancing
aesthetics and functionality, providing modern and luxurious experiences. These overarching
themes highlight the industry's commitment to sustainability, personalization, luxury, culinary
experiences, technology, and continuous improvement.

People today want more than just goods and services, they seek experiences and value trust, be it in
tourism, dining or shopping. With consumers prioritizing travel experiences despite rising costs,
they show an increased demand to explore new destinations and seek adventures. When it comes to
air travel, safety and cost are significant determinants, which stems from the current economic
disparities and the need for reassurance.

Furthermore, consumers are acting like conscious beings who favor wellbeing and communal
experiences. Evidence of this can be seen in the surge of coffee consumption in China and the
global focus on mental wellness. This indicates a shift towards products and services that promote
relaxation and wellness. The popularity of food halls among urban consumers also shows that they
prefer social dining experiences that offer a mix of community interaction and culinary delights.
Retailers need to invest in technology and personalized experiences to cater to these evolving
consumer demands and foster deeper connections.




== Related Insights

Innovation Trends

Prominent trends in creativity, experience, and innovation can be grouped into several higher-level
themes. The first theme revolves around creating inclusive experiences through sensory inclusivity
and promoting diversity in art and design. The second theme highlights the importance of
experiential marketing and unique consumer engagement, while the third theme focuses on
seamlessly blending urban and outdoor elements in retail and design. The fourth theme explores
the innovative integration of Al and technology, while the fifth theme emphasizes sustainability and
eco-design practices. These higher-level themes capture the broader shifts in creativity, experience,
and innovation, reflecting the industry's commitment to inclusivity, immersive marketing,
harmonious environments, tech integration, and sustainable practices. Business leaders can
leverage these themes to enhance customer experiences, drive innovation, and contribute to a more
sustainable and inclusive future.

Consumers are placing increasing importance on customer experience, driving business success to
new heights. Companies that excel in this area are experiencing 5.1 times higher growth. This
consumer demand drives companies to innovate, with those managing to do so witnessing a 9%
higher revenue growth than their less innovative counterparts. Recognizing this, executives are
emphasizing innovation as a key factor in achieving growth and long-term success for their
companies.

{{Quote4Summary}}
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APPENDIX




PSFK REPORTS

These reports provide members of our PSFK 1Q service a level of insights for every major industry
and at each stage of the customer journey. They are produced by our researchers using a mix of
Al-research tools and bespoke proprietary databases.

ABOUT PSFK

PSFK is a globally recognized authority in innovation strategy and consulting research. With a
steadfast commitment to innovation and trend analysis, we guide businesses through the
ever-evolving market landscapes, providing them with strategic insights and actionable
recommendations. Leveraging data-driven research methodologies and a future-focused
perspective, PSFK empowers organizations to stay ahead of the curve, delivering optimal
customer experiences and driving transformative business growth. - psfk.com

ABOUT BROADMIND

Broadmind helps organizations to explore the commercial possibilities of Al. We do this by
blending research, innovation strategy and thought leadership with our practical experience of
building generative Al tools and products. We focus on how generative Al can accelerate
innovation, amplify marketing activity and create new customer experience. If you are interested
in how generative Al can help you unlock new value in your business visit - broadmind.ai

ABOUT TREND GOD

TREND GOD is an advanced Al-powered tool designed to revolutionize trend analysis and market
forecasting. Its intelligent technology scans vast volumes of digital information, identifying and
interpreting patterns to predict emerging trends across various industries. With its unique ability to
cross-reference trends from different sectors, TREND GOD offers a holistic perspective on market
behavior, ensuring businesses remain at the cutting edge of innovation. trendgod.ai

Contact Us:

PSFK LLC, 536 Washington Avenue, Brooklyn, NY 11238 USA

hello@psfk.com
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ADDITIONAL NOTES

1. Sources and Methodology

PSFK Reports are based on a diverse range of sources, including publicly available data, market research firms, academic
research, government agencies, conference presentations, news media, and more. Our team of experts conducts
extensive analysis, modeling, and data synthesis to produce insights that drive innovation and growth across industries.

While PSFK works with numerous companies and organizations, we maintain a strict policy of editorial independence and
the views expressed in our reports are the opinions of our analysts alone. We do not endorse any products or services
mentioned in this report, and the trademarks and service marks used are the property of their respective owners.

2. Disclaimer

PSFK Reports are intended to provide thought leadership and analysis of emerging trends and opportunities across
industries. The information and opinions contained in this report are for general informational purposes only and are not
intended as legal, financial, or professional advice. While we have made every effort to ensure the accuracy of the
information contained in this report, we make no representations or warranties of any kind, express or implied, about the
completeness, accuracy, reliability, suitability or availability with respect to the information, products, services, or related
graphics contained in this report. Any reliance you place on such information is therefore strictly at your own risk. In no
event will we be liable for any loss or damage including without limitation, indirect or consequential loss or damage, or
any loss or damage whatsoever arising from loss of data or profits arising out of, or in connection with, the use of this
report.

3. Using and Sharing the Material in this Report

PSFK is committed to sharing its insights and research with its paying clients to help drive innovation and progress.
However, to ensure the integrity of the report and the protection of its intellectual property, there are guidelines for using
and sharing the material.

Only PSFK newsletter subscribers, clients and IQ Members have permission to download the materials for their or their
organization's non-commercial use. Any use of the materials must be accompanied by full attribution to PSFK using the
following language: “This material is copyrighted by PSFK.”

The materials may be used in a reasonable manner, but not in any way that suggests that PSFK endorses the user or their

use. Commercial use of the materials is strictly prohibited, including selling, licensing, or charging for products or services
that use the materials.

Publishing the materials in a book or uploading them to a website or intranet without prior written permission from PSFK
is not allowed. Remixing, transforming, or building upon the material is also prohibited.

Users may not assert any relationship with or endorsement from PSFK without prior written permission. By following
these guidelines, users can help ensure the continued availability and accessibility of PSFK's research and insights.
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