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) LOQRV]_�P�QRY'e�P�QRU�T \�gjV*L � M�U�MOL T \�T[W�V]TOW�MOYZTOQRT �[^�MOQ�W�MOU�YZTOL MXQ�T L V]�cMOS�T P�U�V*W�V]L L MX��^�MOL T YZiX_�V]QRgjV]_�T YZM�V!e�e�V]YRYZ^�MOYZM�_�QRV!\�\�P�/z�Z-�` ,q`
W�T�4�U�W�P�\�gjP�_�T Md9!T �[V!\�YRT �cMDW�V]L L � , \�_�V]W�MOL VX�O`f<?M�QRT MDW�T��cP�QR��P*��MOLcW�Tc1�M�QRP*U�V]L L � M�U�U�P*�!�#�j�!`
� L T�V]\�T YZT�W�T�YRMOL Vk\�YZ^�W�T P��;P�Q�Q�V]aka6P�g���VdgjP�\�YZT YR^�T \�\�V]QRP�^�U�M}W�V]L L Vk_�P�\�\�T N�T L T�N�MO\�T�W�T�_�MOQ�YZV]U�S�M}_�V]Q&T L�akT �[L T P�QRMOa6V]U�YRP
W�V]Tc\�V!QR�;T S�T �cT U3MOL YZQRVX_�MOQ�P�L VX^�U�MD\�P�QRYZMDW�Tca6T \�^�QRMDT U�T S�T M�L VX^�YZT L VX_�V!Q;�
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��V]QRT e�T gjMOQRVXP�N�T V]YRYZT �cT �
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1�V!U�V]QRVX\�P�YZYZP�gjP�U�YRQRP�L L P3T[_�QRP�_�QRTc_�QRP�gjV]\�\�T �
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• �
�����!���R�!�Z�Z�!�Z�R�X� _�V]Q�T LDakT �[L T P�QRMOa6V]U�YRP�W�V]Tc\�V]QR�cT S�TcV]\�T \�YZV]U�YZT `
) L�U�P�\�YZQRP6T U�YZV!U�YZPk�k��^�V!L L PdW!T!e�P�Q�U�T Q�V}\�_�^�U�YRT!MOT]_�Q�P�e�V]\�\�T P!U�T \�YRT!gjP�\ �oW�M?_�P�YZV]QRL T!M�T ^�YRMOQZV}M?QRMO�[T P�U�M�QRV}\�^�L L Vk_�P�\�\�T N�T L T
g�M�^�\�VsW�V!L L V$g�QRT YZT gjT YRi¡V]a6V]QZ\�V]�?T U�e�M�YZYZT �*T U�W�T �cT W�^�MOYZV$MOL g�^�U�Vs_�QRP�N�L V]akM�YZT g���Vs\�MOQRi¡_�T ¢£\�V]a6_�L T g�V$_�T MOU�T e�T gjMOQRVsV
QRV]MOL T S�S�MOQRV3U�^�P��cV3\�YRQRMOYzV]�OT V*V*U�^�P��;T�akP�W�TOW�TOP�_�V]QRMOQRV!`¤CjV!QRYZMOU�YZP���_�V]Q#QRV]U�W�V!QRV*e�^�U�S�T P�U�MOL T�T�W�MOYZTOV!�;T U�YZT ��M�N�N�T MOa6P
MOU�M�L T S�S�MOYZP�T�QRT \�^�L YZM�YZTd_�P�U�V�U�W�P�^�U��;MOL P�QRV6\�P��[L T M}¥�gj^�YZ¦�P�e�e�§�_�MOQ�T�MOL!¨!©$W�V]L L V}gjQRT YZT gjT YZi}V]a6V]QR\�V]��T U���^�V]\�YZP�akP�W�PdT
�;M�L P�Q�TDg���V0\�TDW�T \�g�P�\�YZMOU�PªW�MJ��^�V]\�YZMJS�P�U�M0gjQRT YRT gjMJ_�P�YZQRM�U�U�P¡e�P�QRU�T QRV�MOT�_�QRP�e�V]\�\�T P�U�T \�YZTDT U�W�T gjM�S�T P�U�TDP�_�V!QRMOYZT �cV
T U�YZV]QRV]\�\�MOU�YRT�_�V]Q&T L�a6T �[L T P�QRMOa6V]U�YZP�W�V]L L M?��^�MOL T YRi?W�V!T�\�V]Q��;T S�T `��[T�V!�;T W�V]U�S�T Mkg���VdW�M}L V]YZYZV]QRM�YZ^�QRM}�;T V]U�VkQRT _�P�QRYZM�YZM}L M
\�V]�[^�V!U�YZVXgjL M�\�\�T e�T gjMOS�T P�U�V��
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©nT U�\�P�W�W�T \�e�MOYRYZT;«�¬!©X­XU�P�U*\�P�U�P3U�V]gjV]\�\�MOQRT VXMOS�T P�U�TcW�Tca6T �OL T P�QRM�akV!U�YZP

¦
 
©nT U�\�P�W�W�T \�e�MOYRYZT;W�M�Lc¬�M�Lc¨!©n­�a6P�U�T YZP�QRM��[�[T P3¥�©Je�T \�T P�L P��[T gj��V]§
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©nT U�\�P�W�W�T \�e�MOYRYZT;W�M�Lc®X¨!©X­�\�P�U�P�U�V!g�V!\�\�M�QRT VXMOS�T P�U�TcW�T[akT �OL T P�QRM�akV]U�YZP

C�V]Q}P�YZYZT akT S�S�MOQRV¯T L&L MO�[P�QRP�� M�N�N�T MOa6P0\��cT L ^�_�_�MOYZP0^�U�M8\�gj��V]W�M8W�T \�T U�YZV!\�T � ^�YZT L V¯M8\�YZQR^�YRYZ^�QRMOQRV¯U�^�P��;V¯MOS�T P�U�TqV
P�N�T V]YZYZT �;TcW�T[akT �[L T P�QRMOa6V]U�YRP�¥zMOL L V]�[M�YZP*YZV]gjU�T gjPE�j§�`
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/�� T U�W�MO�OT U�VE�E\�YZM�YZM�g�P�U�W�P�YRYRM�\�^�L L M�N�MO\�V
W�T���^�V]\�YZT P�U�MOQRT'MO^�YZP�¦�g�P�a6_�T L M�YZT'\�P�a6a6T U�T \�YRQRM�YZT'MOW°^�U:gjMOa6_�T P�U�VEW�T�±��
^�U�T YZiO`o/zM3\�g�M�L M*^�YZT L T S�S�MOYZM3gjP�ak_�Q�V]U�W�V}\�T M3W�P�a6MOU�W�V?W�T�YZT _�P6W�T gjP�YZP�a6T gjP6gj��V}W�P�a6MOU�W�V}\�^k\�gjMOL ME/zT ²cV]QRYoM*��^�MOYZYRQRP
_�^�U�YZT `
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/�� T U�W�MO�OT U�VX��\�YZMOYZMDQRV!MOL T S�S�M�YZMDU�V]T a6V]\�T[W�T �[T ^��OU�P3VXL ^��[L T P*�!�o�j�!`
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)O��^�V]\�YZT P�U�MOQRT�gjP�a6_�T L MOYZT�\�P�U�P�\�YZM�YZT�±]�!`q>fV]L L PE\�_�V]gjT e�T gjPET L�gjMOa6_�T P�U�VdQ�T \�^�L YZM6g�P�\ ��g�P�a6_�P�\�YZPo���#�*\�P��[�[V!YZYZT���MOU�U�P
V]\�V]�[^�T YZP*L MD�OMO\�YZQRP�\�g�P�_�T MnV��j³�L MDgjP�L P�U�\�gjP�_�T MO`�h ^�M�YZYZQRPªT;\�P��[�OV]YZYZTcU�P�U*QRT \�_�P�U�W�V]U�YRT `

� � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � �� � � � � � � � � � � � � � � � � �  � � � � � � � � � � � � �� �  � � � � � � � � � � � ! � �  � � �

CjV]QxT L!´!´!` ¨!©¡W�V]L]gjMOa6_�T P�U�VkL �Z-�` ,q`�P��[�[V!YZYZP6W�T]T U�W�MO�OT U�V}�}\�P�W�W�T \�e�MOgjV]U�YRV]`�+�P�QRQRT \�_�P�U�W�V}MOL#�j�!©ªL M3_�V!QRg�V!U�YZ^�MOL V}W�T
_�MOS�T V]U�YZTOg���V�L MX�cMOL ^�YZMXM�N�N�M[\�YZM�U�S�MX\�P�W�W�T \�e�MOgjV]U�YZV]`�CjV]Q�e�T U�T QRV*T Lf���!` ¨!©0W�V]T[QRT \�_�P�U�W�V]U�YRT[QRT YZT V]U�V�T L[\�V]QR�cT S�T P?a6T �OL T P�QRV
QRT \�_�V!YZYZP*MOW*M�L YZQ�T;\�V]QR�cT S�T[Mn��^�V]\�YZP*M�U�MOL P��[��T `

� � � � � ! � � � � � " � � � � � � � � � � � � � � � � � � � � �� � � � � � � � � � � �

� ��# � $ 
 � % &
CjV]Q�gjV]U�YZ^�M�L VXW�T;QRT \�_�P�\�YZVX\�^�L L Mna6P�W�M�L T YZiDW�Tc_�QRV!U�P�YZMOS�T P�U�V]`�U�­X±!�
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�[T gj^�QRMOa6V]U�YZV�akP�L YZPEMO_�_�QRV!S�S�M�YZVdL V�akP�W�M�L T YZi6W�T�_�QRV!U�P�YZMOS�T P�U�V]��gjP�U�\�T W�V]QRM�YZVdW�MOL�µ]´!` ¨!©KW�V]�[L T�^�YZV!U�YZT�akP�L YZPE_�T ¢
g�P�a6P�W�V¡QRT \�_�V]YZYZPsMOL L MJakV]W�T M�`¶+�P�QRQRT \�_�P�U�W�V�M�LD\�P�L Pª�]` ¨!©¶L M0��^�P�YRMJW�TDg�P�L P�QRPsg���V�L V¡�;M�L ^�YZMOU�PsT UªYZV]Q�akT U�T
_�V]�[�OT P�QRMOYZT �cT `

 � � � � � � � � � � � �� � � � � � � � � " � � ' � � � � � � � � � � �  � � " � � � � � � � � � �  ' � � � � � � � � � � ' � � � ( �

� ��# � $ 
 � ) &
CjV]Q�gjV]U�YZ^�M�L VXW�T;QRT \�_�P�\�YZVX\�^�L L Mn\�V!�[U�M�L V!YZT gjMn^�YZT L VXMOL L � T U�W�T �cT W�^�M�S�T P�U�V�W�V]Lc\�V]QR�;T S�T P�`OU�­X±��
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+�P�a6V·M�_�_�MOQRV¸V!�;T W�V]U�YRV¸W�MOL L M·L V!YZYZ^�QRM¤W�V]L��[QRM�e�T g�P=\�P�_�QRM��EL M¤YZP�YZM�L T YZi¤W�V!T�QRT \�_�P�U�W�V]U�YZT�g�P�U�\�T W�V]QRM¤a6P�L YZP
_�P�\�T YZT �cMOa6V]U�YZV¹L Mº\»V!�[U�M�L V]YZT g�Mº_�V]Q$L � T U�W�T �cT W�^�MOS�T P�U�V¼W�V!L:\�V]QR�;T S�T P�`½) L°´!¨�©¾QRT _!P�QRYZMº^�U¶N�^�P�U¶L T �cV]L L P¶W�T
\�P�W�W�T \�e�MOS�T P�U�V!�[V]W3T L[QRV]\�YZM�U�YZVX�!¨!©¯L MngjP�U�\�T W�V]QRMDT U3akP�W�P ��¿!¿!�����Z�!À!Á�� \�P�W�W�T \�e�M�g�V!U�YZV]`

�

� � �  � � � � � � � � � � �  � � � � � � � � � � * ' � � � � � � � � � � � ' � �  � �  " � � � � � � � � � � " �  � � � � � � � � � � �  � � � � � � �  � � * � � � � �

� � � � � � � � � � � � � � � � � � � � � � " � � � �

� ��# � $ 
 � + &
CjV!QRg�V!U�YZ^�MOL V?W�T�QRT \�_�P�\�YZV?\�^�L L M*�cMOL ^�YZMOS�T P�U�V?W�V]L L V?\�MOL V3W�T�MOYZYRV]\�M*V3�OL T�MOa6N�^�L MOYZP�Q�T�T U}gj^�T]\�T�\��cP�L �OP�U�P6�[L T

V]\�MOa6T `[U�­X±!�
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� V!U�V]QRMOL a6V]U�YZV3a6P�L YZP?\�P�W�W�T \�e�M�gjV]U�YZTOL V3�cMOL ^�YZMOS�T P�U�T�\�^��OL TOMOa6N�T V]U�YZT `�) LOµ#��` µ�©0W�V!LOgjMOa6_�T P�U�V3V]\�_�QRT akV3T LO\�^�P}L T �cV]L L P
MO_�_�QRV!S�S�M�akV!U�YZP�`�.�U�gjP�QRg���ÂEW�MOL L V�QRT \�_�P�\�YZV�M�U�MOL T S�S�M�YZV�\�T�V]�cT W�V]U�S�T Md^�U°L T �cV]L L P°W�T�gjQRT YZT gjT YZi�YZMOL VEW�MdQRT gj��T V]W�V]QRVEMOT
_�QRP�e�V!\�\�T P�U�T \�YZTcMOS�T P�U�TcW�T[akT ��L T P�QRMOa6V]U�YRP�`

� � � �' � � � � � � � � � � � � � � � � � � �  � � " � � � �

� ��# � $ 
 � , &
CjV]Q�gjV]U�YZ^�M�L VXW�T;QRT \�_�P�\�YZVX\�^�L L Mn_�^�L T S�T MDW�V]T[L P�g�M]L TcVXW�V]T[\�V]QR�;T S�T `OU�­X±!�

87,2

12,8

0

10

20

30

40

50

60

70

80

90

100

soddisfacente abbastanza soddisfacente



4�L MON�P�QRM�S�T P�U�VXW�MOYZT[VX\�YZV]\�^�QRMDQRV!_�P�QRY:9�P�YZYZ` \�\�MD+�QRT \�YZT MOU�M69�MOa6T U�Tcbd-fe�e�T g�T P3h�^�MOL T YRiDV�.'gjgjQRV]W�T YZM�akV!U�YZP

lnmoIqp�l#rs
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.'U�g�P�Q�M�^�U�M��cP�L YZM�\�T'gjP�U�e�V]Q�akM�U�P°�OL T'P�YZYZT a6T'QRT \�^�L YZM�YZT'QRM[�O�[T ^�U�YZT ��QRMOe�e�P�QRS�MOYZT'U�V]L L M��cMOL ^�YZM�S�T P�U�V
W�MOYZM�W�MO�OL T'^�YZV!U�YZT
\�^�L L MD_�^�L T S�T MnW�V]T[L P�gjMOL TcV�\�V]QR�cT S�T `�/zMDYZP�YZM�L T YZinW�V]LcgjMOa6_�T P�U�VXQRT _�P�QRYZMn^�U*V!\�T YZP*_�T ¢?gj��VX_�P�\�T YRT �cP�`

� � � � � � � ' � � � � � � � � � � � �� � � � � � � � �  � � � � � � � � � �� � � � � � � � � � � � � � � � �  � � ' � � � � � � � � � � � � " �  � � � � � �

� � � � � �  � � � �

µ!´!` ¨!©ÃL Mª��^�P�YZMsW�T3^�YRV]U�YZT*gj��V£�cMOL ^�YZM$T L3YZV!ak_�PÄW�T*MOYZYZV]\�Ms¥�_�QRV!U�P�YZMOS�T P�U�VKb$V�\�V]gj^�S�T P�U�V£�cT \�T YZM$PÅV]\�M�akV�§
MO\�\�P�L ^�YZMOa6V]U�YZVXM�g�gjV]YRYZMON�T L V]`f9�Tc_�MOQRV]QRVXP�_�_�P�\�YZP*¥��!` ¨!©n§�g�P�L P�QRP?g���VXL P?gjP�U�\�T W�V]QRMOU�P*V�gjgjV]\�\�T �;P�`

�

� � � � � � � ' � � � � � � � � � � �  � � � � � � � � � � � � � � � �� � � � � � � � � � � � � � � � �  � � � � � - � � " �  � � � � � � � � � � � � � � � " � �

�  � � ' � � � � � � � � � � � � �� �  � � � � � � � �

�

� ��# � $ 
 � . &
CjV]Q�gjV]U�YZ^�M�L VXW�T;QRT \�_�P�\�YZVX\�^�L L � MOYRYZV]\�MDYZQRMDP�Q�MOQRT P3_�QRP��[QRM�a6a6MOYZP*V!W*V!\�V!g�^�S�T P�U�V!`[U�­X±!�
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