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,QWURGXFWLRQ

2Q�6HSWHPEHU����������3UHVLGHQW�&OLQWRQ�VHW
WKH�)HGHUDO�*RYHUQPHQW�RQ�WKH�SDWK�WR�KLJK�
TXDOLW\�FXVWRPHU�VHUYLFH�E\�LVVXLQJ�([HFX
WLYH�2UGHU��������¦6HWWLQJ�&XVWRPHU�6HUYLFH
6WDQGDUGV§��VHH�$SSHQGL[������7KURXJK�WKLV
RUGHU��WKH�3UHVLGHQW�KDV�VHW�WKH�JRDO�IRU�)HG�
HUDO�DJHQFLHV�WR�GHOLYHU�FXVWRPHU�VHUYLFH�WKDW
HTXDOV�WKH�EHVW�LQ�EXVLQHVV�

$JHQF\�UHVSRQVH�WR�WKH�3UHVLGHQW
V�RUGHU
LV�GHVFULEHG�LQ�3XWWLQJ�&XVWRPHUV�)LUVW�
6WDQGDUGV�IRU�6HUYLQJ�WKH�$PHULFDQ�3HRSOH�

D�5HSRUW�RI�WKH�1DWLRQDO�3HUIRUPDQFH
5HYLHZ��135����7KLV�135�UHSRUW��SXEOLVKHG
LQ�6HSWHPEHU�������SUHVHQWV�PRUH�WKDQ
������FXVWRPHU�VHUYLFH�VWDQGDUGV��UHSUHVHQW�
LQJ�JRDOV�DQG�VWDQGDUGV�VHW�E\�PRUH�WKDQ����
)HGHUDO�DJHQFLHV�

2Q�0DUFK�����������WKH�3UHVLGHQW�DJDLQ
IRFXVHG�DWWHQWLRQ�RQ�LPSURYLQJ�FXVWRPHU
VHUYLFH�ZKHQ�KH�LVVXHG�D�PHPRUDQGXP�IRU
KHDGV�RI�H[HFXWLYH�GHSDUWPHQWV�DQG�DJHQFLHV
WKDW�DGGUHVVHG�WKH�VHFRQG�SKDVH�RI�UHLQYHQW�
LQJ�JRYHUQPHQW��VHH�$SSHQGL[������,Q�WKDW
PHPR��KH�DGYLVHV�DJHQFLHV�WR�LQWHJUDWH�FXV�
WRPHU�VHUYLFH�PHDVXUHV�ZLWK�RWKHU�SHUIRU�
PDQFH�LQLWLDWLYHV�DQG�WR�DOLJQ�HPSOR\HH
DSSUDLVDO�DQG�UHFRJQLWLRQ�SURJUDPV�ZLWK�D
FXVWRPHU�IRFXV�

$�FRQFHUQ�DERXW�WKH�TXDOLW\�RI�VHUYLFH�WR�LWV
FXVWRPHUV�LV�QRW�QHZ�LQ�WKH�*RYHUQPHQW�
7KH�VWDWXWH�WKDW�VHWV�IRUWK�UHTXLUHPHQWV�IRU
HPSOR\HH�SHUIRUPDQFH�DSSUDLVDO�DW�VHFWLRQ
�����E��RI�WLWOH����8QLWHG�6WDWHV�&RGH��VSH�
FLILFDOO\�PHQWLRQV��WKH�H[WHQW�RI�FRXUWHV\
GHPRQVWUDWHG�WR�WKH�SXEOLF��DV�D�SRVVLEOH
FULWHULRQ�IRU�HYDOXDWLQJ�MRE�SHUIRUPDQFH�

$QRWKHU�UHTXLUHPHQW�IRU�DJHQFLHV�WR�VHW
JRDOV�FRPHV�IURP�WKH�*RYHUQPHQW�3HUIRU�
PDQFH�DQG�5HVXOWV�$FW��WKH�5HVXOWV�$FW��RI
�������7KH�5HVXOWV�$FW�UHTXLUHV�DJHQFLHV�WR
GHYHORS�RUJDQL]DWLRQDO�SHUIRUPDQFH�SODQV�
HVWDEOLVK�SHUIRUPDQFH�JRDOV�WKDW�DUH�REMHF�
WLYH�DQG�PHDVXUDEOH��HVWDEOLVK�SHUIRUPDQFH
LQGLFDWRUV�WR�EH�XVHG�LQ�PHDVXULQJ�RXWSXWV�
VHUYLFH�OHYHOV��DQG�RXWFRPHV�RI�HDFK�SUR�
JUDP��DQG�VXEPLW�SHUIRUPDQFH�UHSRUWV�WR�WKH
2IILFH�RI�0DQDJHPHQW�DQG�%XGJHW���7KH
RUJDQL]DWLRQDO�SHUIRUPDQFH�PDQDJHPHQW�V\V�
WHP�HVWDEOLVKHG�DW�WKH�DJHQF\�OHYHO�WKURXJK
WKH�5HVXOWV�$FW�LV�VLPLODU�WR�WKH�HPSOR\HH
SHUIRUPDQFH�PDQ�DJHPHQW�V\VWHP�DJHQFLHV
HVWDEOLVK�XQGHU�*RYHUQPHQWZLGH�UHJXODWLRQ
LQ���&)5�������%RWK�LQFOXGH�HVWDEOLVKLQJ
SHUIRUPDQFH�SODQV��VHWWLQJ�JRDOV��GHYHORSLQJ
PHDVXUHPHQW�V\VWHPV��DQG�DVVHVVLQJ�SHUIRU�
PDQFH�

%HFDXVH�LQGLYLGXDO�SHUIRUPDQFH�PDQDJHPHQW

SODQV�VKRXOG�DOLJQ�LQGLYLGXDO�DQG�WHDP�SHU�

IRUPDQFH�JRDOV�WR�WKH�JRDOV�RI�WKH�DJHQF\�

ERWK�([HFXWLYH�2UGHU�������DQG�WKH�5HVXOWV

$FW�VKRXOG�KDYH�D�VLJQLILFDQW�HIIHFW�RQ

DJHQF\�SHUIRUPDQFH�PDQDJHPHQW�SURJUDPV�

7KLV�SDSHU�GHVFULEHV�KRZ�DJHQFLHV�FDQ�XVH

WKHLU�HPSOR\HH�SHUIRUPDQFH�PDQDJHPHQW

V\VWHPV�DV�WRROV�WR�KHOS�WKHP�UHDFK�WKH�FXV�

WRPHU�VHUYLFH�JRDOV�WKH\
YH�VHW�XQGHU�([HFX�

WLYH�2UGHU�������DQG�WKH�5HVXOWV�$FW�

7KURXJKRXW�WKH�SDSHU��UHIHUHQFHV�WR�SHUIRU�

PDQFH�PDQDJHPHQW�DQG�LWV�FRPSRQHQW

SURFHVVHV�ZLOO�DSSO\�DW�WKH�LQGLYLGXDO�RU�WHDP

OHYHO�XQOHVV�RWKHUZLVH�QRWHG���7KH�WHUPV

�VWDQGDUG��DQG��JRDO��DUH�DOVR�XVHG�WKURXJK�

RXW�WKLV�SDSHU���$�VSHFLDO�GLVFXVVLRQ�RI�WKRVH

WHUPV�IROORZV�
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$�1RWH�RQ�7HUPLQRORJ\���6WDQGDUGV�DQG�*RDOV

7KH� WHUPV� �VWDQGDUGV�� DQG� �JRDOV�� DUH� XVHG� WKURXJKRXW� WKLV� SDSHU� DQG� LQ� UHODWHG
OLWHUDWXUH� DQG� JHQHUDO� SUDFWLFH�� � 7KHVH� WHUPV� KDYH� QR� SUHFLVH� RU� VWDQGDUG� GHILQLWLRQ�
6RPHWLPHV� WKH\� DUH� XVHG� V\QRQ\PRXVO\�� DQG� DW� RWKHU� WLPHV� WKH\� DUH� XVHG� ZLWK
FRQQRWDWLRQV� WKDW� HVWDEOLVK� D� FRQWUDVW� EHWZHHQ� WKH� WHUPV�� � ,Q� WKH� LQWHUHVW� RI� OLPLWLQJ
FRQIXVLRQ�� WKH� FRQWH[W� DQG� FRQQRWDWLRQV� RI� WKHVH� WHUPV� DUH� GLVFXVVHG� KHUH�� DQG� D
FRQYHQWLRQ�LV�HVWDEOLVKHG�IRU�KRZ�WKH�WHUPV�ZLOO�EH�XVHG�LQ�WKLV�SDSHU�

:LWKLQ�WKH�*RYHUQPHQW
V�SHUIRUPDQFH�PDQDJHPHQW�V\VWHP��WKH�FRQFHSW�RI�D�SHUIRUPDQFH
VWDQGDUG� ILUVW� DSSHDUV� DV� D� IXQGDPHQWDO� IHDWXUH� LQ� ODZ�� � 7KH� WHUP� LV� LQFOXGHG� LQ� WKH
VWDWXWRU\�GHILQLWLRQ�RI��XQDFFHSWDEOH�SHUIRUPDQFH���ZKLFK�LV�GHILQHG�DW���8�6�&���������
DV��SHUIRUPDQFH�WKDW�IDLOV�WR�PHHW�HVWDEOLVKHG�SHUIRUPDQFH�VWDQGDUGV����7KLV�QRWLRQ�RI
D� VWDQGDUG� GHVFULELQJ� WKH� PLQLPDOO\� DFFHSWDEOH� OHYHO� RI� SHUIRUPDQFH� LV� FRPPRQ� LQ
OLWHUDWXUH�DQG�SUDFWLFH�FRQFHUQLQJ�SHUIRUPDQFH�DSSUDLVDO���6RPHWLPHV�WKH�WHUP��UHWHQWLRQ
VWDQGDUG�� LV� XVHG� DV� D� PRUH� H[SOLFLW� GHVFULSWLRQ� RI� WKLV� FRQQRWDWLRQ� RI� �VWDQGDUG��
FRQVLVWHQW� ZLWK� WKH� DSSOLFDWLRQ� LQ� *RYHUQPHQW� WKDW� XQDFFHSWDEOH� SHUIRUPDQFH� PD\� EH
XVHG�DV�WKH�EDVLV�IRU�D�GHPRWLRQ�RU�UHPRYDO�DFWLRQ�

,Q�WKH�FRQWH[W�RI�WKH�FXUUHQW�SHUIRUPDQFH�DSSUDLVDO�V\VWHP��D�VRPHZKDW�EURDGHU�XVH�RI�WKH
WHUP� �SHUIRUPDQFH� VWDQGDUG�� LV� DOVR� IRXQG�� � 7KH� *RYHUQPHQWZLGH� SHUIRUPDQFH
PDQDJHPHQW� UHJXODWLRQV� GHILQH� �SHUIRUPDQFH� VWDQGDUG�� DV� ¦WKH� PDQDJHPHQW�DSSURYHG
H[SUHVVLRQ�RI�WKH�SHUIRUPDQFH�WKUHVKROG�V���UHTXLUHPHQW�V���RU�H[SHFWDWLRQ�V��WKDW�PXVW�EH
PHW�WR�EH�DSSUDLVHG�DW�D�SDUWLFXODU�OHYHO�RI�SHUIRUPDQFH����$�VHSDUDWH�VWDQGDUG�PD\�EH
HVWDEOLVKHG� IRU� HDFK� OHYHO� RI� SHUIRUPDQFH�� LQFOXGLQJ� WKH� �2XWVWDQGLQJ�� OHYHO�� � &OHDUO\�
SHUIRUPDQFH� WKDW� IDLOV� WR� UHDFK� DQ� HVWDEOLVKHG� SHUIRUPDQFH� VWDQGDUG� WKDW� GHILQHV
�2XWVWDQGLQJ��SHUIRUPDQFH�ZRXOG�QRW�EH�FRQVLGHUHG��8QDFFHSWDEOH��SHUIRUPDQFH�

7KH�LGHD�RI�XVLQJ�D��VWDQGDUG��WR�GHILQH�D�OHYHO�RI�SHUIRUPDQFH�ZHOO�DERYH�D��UHWHQWLRQ
VWDQGDUG��KDV�RWKHU�DSSOLFDWLRQV�EH\RQG�IRUPDO�DSSUDLVDO���7KLV�FRQQRWDWLRQ�RI��GHVLUDEOH�
RU��WDUJHW�SHUIRUPDQFH��ZDV�XVHG� LQ� WKH�([HFXWLYH�2UGHU�RQ�VHWWLQJ�FXVWRPHU�VHUYLFH
VWDQGDUGV���,Q�GHVFULELQJ�WKHLU�FXVWRPHU�VHUYLFH�VWDQGDUGV��PDQ\�DJHQFLHV�DUH�HVWDEOLVKLQJ
D��JRDO�� IRU�D� IXWXUH� OHYHO�RI�SHUIRUPDQFH� WKDW�KDV�\HW� WR�EH� UHDFKHG�� �+HUH�� IDLOXUH� WR
PHHW�D�FXVWRPHU�VHUYLFH�VWDQGDUG�VKRXOG�FHUWDLQO\�VWLPXODWH�PDQDJHPHQW�DQG�HPSOR\HH
DWWHQWLRQ�DQG�FRPPLWPHQW�WR�LPSURYLQJ�SHUIRUPDQFH�DQG�UHDFKLQJ�WKH�SHUIRUPDQFH�JRDO�
<HW� VXFK� IDLOXUH� VKRXOG� QRW� QHFHVVDULO\� EH� ODEHOHG� �8QDFFHSWDEOH�� SHUIRUPDQFH� DQG
SURPSW�DFWLRQV�OLNH�GHPRWLRQV��UHPRYDOV��RU�HYHQ�ZLWKLQ�JUDGH�LQFUHDVH�GHQLDOV�

$SSO\LQJ�WKHVH�WZR�LGHDV�DQG�FRQQRWDWLRQV�LQ�FRPELQDWLRQ�RIIHUV�D�SRZHUIXO�SHUIRUPDQFH
PDQDJHPHQW� WRRO�� � 7KH� �UHWHQWLRQ�� VWDQGDUG� DQG� JRDO� IRU� D� JLYHQ� DUHD� RI� SHUIRUPDQFH
WRJHWKHU�GHILQH�DQ�DFFHSWDEOH�UDQJH�RI�SHUIRUPDQFH����6HH�)LJXUH������)DOOLQJ�EHORZ�WKDW
UDQJH�LV�XQDFFHSWDEOH���$FKLHYLQJ�SHUIRUPDQFH�DERYH�WKDW�UDQJH�LV�H[FHSWLRQDO�
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2UJDQL]DWLRQV� KDYH� IRXQG� WKDW� HVWDEOLVKLQJ� VXFK� D� UDQJH� RI� DFFHSWDEOH� SHUIRUPDQFH
EHWZHHQ� WKH� VWDQGDUG� DQG� WKH� JRDO� FDQ� EH� D� YHU\� HIIHFWLYH� ZD\� WR� FRPPXQLFDWH
SHUIRUPDQFH�H[SHFWDWLRQV�DQG�FDQ�UDLVH�HPSOR\HH�SHUIRUPDQFH�OHYHOV�

)LJXUH��

,Q�FRQWUDVW��VRPH�RUJDQL]DWLRQV�XVH�DQ�DSSURDFK�ZKHUH�DQ�DOO�SXUSRVH�VWDQGDUG�LV�VHW���,I
WKH�VWDQGDUG�LV�VHW�KLJK��WKDW�VWDQGDUG�HVVHQWLDOO\�UHIOHFWV�D�JRDO��UDWKHU�WKDQ�HVWDEOLVKLQJ�D
UDQJH�RI�DFFHSWDEOH�SHUIRUPDQFH����6HH�)LJXUH������$�VLQJOH�WDUJHW�KDV�EHHQ�VHW��ZKLFK�LQ
LWV�UHWHQWLRQ�VWDQGDUG�FRQWH[W�PD\�EH�DUELWUDULO\�DQG�XQUHDVRQDEO\�KLJK���,I�WKH�VWDQGDUG�LV
VHW�WRR�ORZ��LW�RIIHUV�QR�FKDOOHQJH�IRU�LPSURYHPHQW���:KHQ�VXFK�D�VLQJOH�VWDQGDUG�JRDO
LV�HVWDEOLVKHG��WKHUH�PD\�EH�D�WHQGHQF\�WR�XVH�WKDW�WDUJHW�DV�DQ�HYDOXDWLRQ�DQG�SXQLVKPHQW
WRRO��UDWKHU�WKDQ�DV�D�WRRO�WR�SURPRWH�SHUIRUPDQFH�LPSURYHPHQW�

)LJXUH��

7KURXJKRXW�WKLV�SDSHU��XQOHVV�RWKHUZLVH�QRWHG��WKH�WHUP��VWDQGDUG��ZLOO�EH�OLPLWHG�WR�LWV
�UHWHQWLRQ�VWDQGDUG��FRQQRWDWLRQ��DQG�WKH�WHUP��JRDO��ZLOO�EH�XVHG�ZKHQ�D��SHUIRUPDQFH
WDUJHW��LV�EHLQJ�GLVFXVVHG�
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3HUIRUPDQFH�0DQDJHPHQW
V

&RPSRQHQWV

$�VXFFHVVIXO�SHUIRUPDQFH�PDQDJHPHQW�SURJUDP

VXSSRUWV�DQG�SURPRWHV�WKH�DFFRPSOLVKPHQW�RI

DQ�DJHQF\
V�PLVVLRQ�DQG�JRDOV���$Q�HIIHFWLYH

SURJUDP�LQFOXGHV�IRXU�NH\�FRPSRQHQWV�

��� VHWWLQJ�LQGLYLGXDO�DQG�WHDP�JRDOV�WKDW�DUH

DOLJQHG�ZLWK�WKH�DJHQF\
V�JRDOV�

��� HVWDEOLVKLQJ�D�PHDVXUHPHQW�V\VWHP
WKDW�LV�DFFHSWHG�E\�XVHUV�

��� SURYLGLQJ�DGHTXDWH��WLPHO\�IHHGEDFN��DQG

��� UHZDUGLQJ�DQG�UHFRJQL]LQJ�GHVLUHG
SHUIRUPDQFH�

,I�HDFK�RI�WKHVH�FRPSRQHQWV�LV�GHVLJQHG�ZLWK
FXVWRPHU�VDWLVIDFWLRQ�DV�WKH�IRFXV��WKH�SHU�
IRUPDQFH�PDQDJHPHQW�SURJUDP�ZLOO�SURPRWH
WKH�DJHQF\
V�FXVWRPHU�VHUYLFH�JRDOV�DQG
LPSURYH�LQGLYLGXDO�DQG�DJHQF\�SHUIRUPDQFH�

&RQVLGHULQJ�DQG�UHGHVLJQLQJ�WKHVH�IRXU�NH\

FRPSRQHQWV�LQGHSHQGHQWO\�ZLOO�QRW�LPSURYH

SHUIRUPDQFH�DV�HIIHFWLYHO\�DV�ZKHQ�WKH\�DUH

H[DPLQHG�DQG�FRRUGLQDWHG�LQ�WDQGHP�

7KH�UHVW�RI�WKLV�SDSHU�DGGUHVVHV�HDFK�RI�WKHVH

IRXU�SURFHVVHV�DQG�KRZ�WKH\�FDQ�EH�OLQNHG

IRU�HIIHFWLYH�SHUIRUPDQFH�PDQDJHPHQW�WKDW

VXSSRUWV�DJHQF\�FXVWRPHU�VHUYLFH�JRDOV�
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&RPSRQHQW�X�

6HWWLQJ�&XVWRPHU�6HUYLFH

6WDQGDUGV�DQG�*RDOV

*RDO�VHWWLQJ�LV�WKH�ILUVW�FRPSRQHQW�RI�HIIHF�
WLYH�SHUIRUPDQFH�PDQDJHPHQW���,QGLYLGXDO
DQG�WHDP�FXVWRPHU�VHUYLFH�JRDOV�VKRXOG�EH
DOLJQHG�ZLWK�WKH�DJHQF\
V�FXVWRPHU�VHUYLFH
JRDOV�HVWDEOLVKHG�WKURXJK�([HFXWLYH�2UGHU
������DQG�WKH�5HVXOWV�$FW���,I�WKH\�DUH�QRW�
WLPH��PRQH\��DQG�HQHUJ\�ZLOO�EH�FKDQQHOHG
LQ�WKH�ZURQJ�GLUHFWLRQ�DQG�LW�LV�XQOLNHO\�WKDW
WKH�DJHQF\�ZLOO�SURYLGH�EHVW�LQ�EXVLQHVV
FXVWRPHU�VHUYLFH�

5HVHDUFK�RQ�*RDO�6HWWLQJ�

6HWWLQJ�DSSURSULDWH�LQGLYLGXDO�VWDQGDUGV
DQG�JRDOV�LV�H[WUHPHO\�LPSRUWDQW�IRU�WKH
HIIHFWLYH�SHUIRUPDQFH�RI�LQGLYLGXDOV�DQG
WHDPV���5HVHDUFK�KDV�VKRZQ�WKDW�LI�JRDOV
DUH�WRR�ORZ�RU�WRR�KLJK��WKH�PRWLYDWLRQ
DQG�FRPPLWPHQW�OHYHO�RI�HPSOR\HHV�LV�ORZ
�&RQQHOODQ�	�=HPNH����������5HVHDUFK
KDV�DOVR�VKRZQ�WKDW�VSHFLILF��KDUG�JRDOV
UHVXOW�LQ�KLJKHU�SHUIRUPDQFH�WKDQ�YDJXH�RU
DEVWUDFW�JRDOV�RU�QR�JRDOV�DW�DOO���)XUWKHU�
VSHFLILF�KDUG�JRDOV�WKDW�DUH�DFFHSWHG�E\
HPSOR\HHV�UHVXOW�LQ�KLJKHU�SHUIRUPDQFH
WKDQ�HDV\�JRDOV��/RFNH�	�/DWKDP��������

2WKHU�UHVHDUFK�RQ�JRDO�VHWWLQJ�KDV�VKRZQ
WKDW�IHHGEDFN�UHJDUGLQJ�RQH
V�SDVW�SHUIRU�
PDQFH�GRHV�QRW�OHDG�WR�LPSURYHG�IXWXUH�SHU�
IRUPDQFH�XQOHVV�WKH�IHHGEDFN�OHDGV�WR�RU�LV
DFFRPSDQLHG�E\�D�JRDO�IRU�LPSURYHG�SHUIRU�
PDQFH���,Q�SHUIRUPDQFH�DSSUDLVDO�VHVVLRQV�
IRU�H[DPSOH��/RFNH�DQG�/DWKDP�IRXQG�WKDW
3HRSOH�ZKR�DUH�JLYHQ�IHHGEDFN�SHUIRUP�QR

�EHWWHU�WKDQ�WKRVH�ZKR�UHFHLYH�QR�IHHGEDFN�
+RZHYHU��ZKHQ�JRDO�VHWWLQJ�WDNHV�SODFH�DV�D
UHVXOW�RI�WKH�IHHGEDFN��SHUIRUPDQFH�LP�
SURYHV�VLJQLILFDQWO\���%RWK�JRDOV�DQG
IHHGEDFN�DUH�QHFHVVDU\�WR�SURGXFH�DQG
VXVWDLQ�SRVLWLYH�SHUIRUPDQFH�FKDQJH�

/RFNH�DQG�/DWKDP�DOVR�REVHUYH�WKDW�JRDOV
DIIHFW�SHUIRUPDQFH�E\�PHDQV�RI�WKUHH�PDMRU
PHFKDQLVPV�
�� JRDOV�GLUHFW�DQ�LQGLYLGXDO
V�WKRXJKWV�DQG

DFWLRQV�

�� JRDOV�UHJXODWH�HQHUJ\�H[SHQGLWXUH��DQG

�� KDUG�JRDOV�WKDW�DUH�DFFHSWHG�E\�DQ�LQGLYL�
GXDO�LQFUHDVH�WKDW�LQGLYLGXDO
V�SHUVLVWHQFH
LQ�DFKLHYLQJ�WKH�JRDO�

:KHQ�JRDOV�DUH�FXVWRPHU�IRFXVHG��HPSOR\HH
WKRXJKWV�DQG�DFWLRQV�DUH�FHQWHUHG�RQ�FXVWR�
PHU�VDWLVIDFWLRQ��HIIRUW�LV�H[SHQGHG�WR�VDWLVI\
FXVWRPHUV��DQG�HPSOR\HHV�ZLOO�FRQWLQXH�WR
VWULYH�WR�SOHDVH�FXVWRPHUV�ZKHQ�WKH�JRDO�LV
FKDOOHQJLQJ�DQG�WKH\
YH�DJUHHG�WR�WKH�JRDO�

)LQDOO\��/RFNH�DQG�/DWKDP�REVHUYHG�WKDW
HPSOR\HH�LQYROYHPHQW�LQ�VHWWLQJ�WKH�JRDO
LQFUHDVHV�WKH�FKDQFH�RI�DFFHSWDQFH�RI�WKH
JRDO�E\�WKH�HPSOR\HH��DOWKRXJK�HPSOR\HH
LQYROYHPHQW�DORQH�GRHV�QRW�LPSURYH�SHUIRU�
PDQFH�

:KR�$UH�2XU�&XVWRPHUV"

%HIRUH�DJHQFLHV�FDQ�VHW�WKHLU�RUJDQL]DWLRQ�
ZLGH�FXVWRPHU�VHUYLFH�JRDOV��WKH\�PXVW
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GHWHUPLQH�ZKR�WKHLU�FXVWRPHUV�DUH���&XVWRP�
HUV�DUH�IRXQG�ERWK�RXWVLGH�DQG�ZLWKLQ�WKH
DJHQF\���'XH�WR�WKH�ZLGH�YDULHW\�RI�PLVVLRQV
ZLWKLQ�WKH�VFRSH�RI�WKH�)HGHUDO�JRYHUQPHQW�
HDFK�)HGHUDO�DJHQF\�PD\�KDYH�D�GLIIHUHQW�VHW
RI�FXVWRPHUV���(PSOR\HHV�DQG�WHDPV�ZLWKLQ
HDFK�DJHQF\�PD\�DOVR�KDYH�D�YDULHW\�RI�FXV�
WRPHUV���0HWKRGV�DQG�VRXUFHV�IRU�LGHQWLI\LQJ
FXVWRPHU�LGHQWLW\�FRXOG�LQFOXGH�VXUYH\V��XVHU
OLVWV��VWDNHKROGHUV��FRUUHVSRQGHQFH��VXEPLWWHG
IRUPV�RU�DSSOLFDWLRQV��DQG�HPSOR\HHV
WKHPVHOYHV�

,QWHUQDO�&XVWRPHUV���,QWHUQDO�FXVWRPHUV
VKRXOG�QRW�EH�RYHUORRNHG���3URYLGLQJ�KLJK�
TXDOLW\�LQWHUQDO�FXVWRPHU�VHUYLFH�FDQ�LPSURYH
WKH�DELOLW\�RI�DQ�DJHQF\�WR�VDWLVI\�H[WHUQDO
FXVWRPHUV���(PSOR\HHV�LQ�DGPLQLVWUDWLYH�VXS�
SRUW�SRVLWLRQV��IRU�LQVWDQFH��PD\�VHUYLFH
LQWHUQDO�FXVWRPHUV���$FFRUGLQJ�WR�7��.HUU\
0F&DUWHU��YLFH�SUHVLGHQW�RI�TXDOLW\�PDQDJH�
PHQW�DW�-RKQVRQ�	�-RKQVRQ
V�4XDOLW\�,QVWL�
WXWH���,QWHUQDO�FXVWRPHU�VHUYLFH�LV�PHHWLQJ�WKH
H[SHFWDWLRQV�DQG�UHTXLUHPHQWV�IRU�VXFFHVV�RI
WKRVH�SHRSOH�LQVLGH�WKH�FRPSDQ\�VR�WKH\�FDQ
GHOLJKW�FXVWRPHUV�LQ�WKH�PDUNHWSODFH�
�$]]ROLQL�DQG�6KLOODEHU��������

2UJDQL]DWLRQV�ZLWK�H[FHOOHQW�H[WHUQDO�DQG
SRRU�LQWHUQDO�FXVWRPHU�VHUYLFH�DUH�RIWHQ�SHU�
IRUPLQJ�RQ�WKH�HGJH�RI�DFFHSWDELOLW\���)RU
H[DPSOH��DQ�RUJDQL]DWLRQ�WKDW�KDV�D�SRRU
FRPSXWHU�VXSSRUW�VHFWLRQ�LQ�LWV�DGPLQLVWUDWLYH
GLYLVLRQ�PD\�ILQG�WKDW�WKHLU�FXVWRPHU�VHUYLFH
UHSUHVHQWDWLYHV�FDQQRW�JHW�YLWDO�LQIRUPDWLRQ
WR�WKHLU�FXVWRPHUV�EHFDXVH�WKH�FRPSXWHUV
QHYHU�ZRUN�

6HWWLQJ�*RDOV�DQG

'HILQLQJ�6WDQGDUGV�

&XVWRPHU�VHUYLFH�JRDOV�DQG�VWDQGDUGV�PXVW

QRW�EH�VHW�DUELWUDULO\��EXW�VKRXOG�EH�HVWDE�
OLVKHG�EDVHG�RQ�FXVWRPHU�UHVHDUFK�GDWD
�*RRGPDQ����������7KLV�LV�WUXH�DW�ERWK�WKH

DJHQF\�OHYHO�DQG�WKH�LQGLYLGXDO�OHYHO���7RR
RIWHQ�PDQDJHPHQW�ZLOO�XVH�LQWXLWLRQ�WR�VHW
FXVWRPHU�VHUYLFH�VWDQGDUGV�DQG�JRDOV���$
KXJH�JDS�RIWHQ�H[LVWV�EHWZHHQ�PDQDJHPHQW
V
FRQFHSWLRQ�DQG�ZKDW�LV�DFWXDOO\�LPSRUWDQW
WR�FXVWRPHUV���5DWKHU��DJHQFLHV�VKRXOG
GHSHQG�RQ�HPSLULFDO�GDWD�JDWKHUHG�IURP�WKH
FXVWRPHUV�WKHPVHOYHV�WR�GHWHUPLQH�WKH
JRDOV�RI�WKH�RUJDQL]DWLRQ��LWV�WHDPV��DQG�LWV
LQGLYLGXDOV�

*RDOV�PXVW�DOVR�EH�PHDVXUDEOH�DQG�YHUL�
ILDEOH���,I�\RX�FDQ
W�TXDQWLI\�RU�YHULI\�SHUIRU�
PDQFH�LQ�UHDFKLQJ�WKH�JRDO��WKHUH�ZLOO�EH�QR
ZD\�WR�DVVHVV�OHYHOV�RI�SHUIRUPDQFH�RU
VSHFLI\�ZKHUH�LPSURYHPHQW�LV�QHHGHG�

8VLQJ�&XVWRPHU�5HVHDUFK�7R�,GHQWLI\

*RDOV���$VNLQJ�FXVWRPHUV�ZKDW�WKH\�ZDQW
LV�WKH�PRVW�LPSRUWDQW�SDUW�RI�VHWWLQJ�FXVWRPHU
VHUYLFH�VWDQGDUGV�DQG�JRDOV�ERWK�DW�WKH
DJHQF\�OHYHO�DQG�WKH�LQGLYLGXDO�OHYHO
�&RQQHOODQ�DQG�=HPNH����������0HWKRGV
IRU�GHWHUPLQLQJ�FXVWRPHU�QHHGV�LQFOXGH�RQH�
RQ�RQH�LQWHUYLHZV�RI�NH\�FXVWRPHUV��IRFXV
JURXSV��SROOLQJ�IURQW�OLQH�VHUYLFH�HPSOR\HHV�
TXHVWLRQQDLUHV�WKDW�DOORZ�IRU�HPSOR\HH�FRP�
PHQWV��DQG�NH\�GHFLVLRQ�PDNHU�PLQL�JURXSV
WKDW�SXOO�WRJHWKHU�WKH�PDMRU�VWDNHKROGHUV�RI
WKH�DJHQF\
V�VHUYLFHV���8VLQJ�D�YDULHW\�RI
WKHVH�PHWKRGV�ZLOO�SURYLGH�D�ODXQGU\�OLVW�RI
FXVWRPHU�LVVXHV���)URP�WKLV�OLVW��WKH�DJHQF\
FRXOG�GLVWLOO�D�PHDQLQJIXO�VHW�RI�DWWULEXWHV
WKDW�GHILQH�TXDOLW\�IRU�LWV�FXVWRPHUV
�)ODQDJDQ�DQG�)UHGHULFNV����������2QFH�D�OLVW
RI�DWWULEXWHV�LV�HVWDEOLVKHG��DQ�DJHQF\�ZRXOG
GHILQH�PHDVXUHV�RI�NH\�SHUIRUPDQFH�LQGLFD�
WRUV�DQG�PHDVXUH�FXUUHQW�EDVHOLQH�SHUIRU�
PDQFH�DJDLQVW�FXVWRPHU�GHVLUHG�SHUIRU�
PDQFH���,W�VKRXOG�WKHQ�ZRUN�WKH�UHVXOWV�RI�WKDW
DQDO\VLV�LQWR�DJHQF\�SHUIRUPDQFH�VWDQGDUGV
DQG�JRDOV��:LOVRQ�������

2QFH�FXVWRPHU�UHVHDUFK�KDV�EHHQ�GRQH�DQG
DJHQF\�JRDOV�DUH�HVWDEOLVKHG��PDQDJHUV�DQG
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HPSOR\HHV�FDQ�DOLJQ�WHDP�DQG�LQGLYLGXDO
VWDQGDUGV�DQG�JRDOV�ZLWK�WKH�DJHQF\
V�JRDOV�
7KLV�PD\�UHTXLUH�DGGLWLRQDO�FXVWRPHU
UHVHDUFK�WKDW�ZLOO�EH�PRUH�IRFXVHG�RQ�VSH�
FLILF�ZRUN�SURFHVVHV��VHUYLFHV��RU�SURGXFWV�
)RU�H[DPSOH��LI�DQ�DJHQF\
V�FXVWRPHU�VHUYLFH
JRDO�LV�WR�PDNH�LWV�SXEOLFDWLRQV�HDV\�WR�XQGHU�
VWDQG��D�WHDP�RU�DQ�LQGLYLGXDO�PD\�ZDQW�WR
GHWHUPLQH�FXVWRPHU�QHHGV�IRU�ZULWWHQ�PDWHUL�
DOV�DQG�WKHQ�WHVW�WKH�ILQDO�SURGXFWV�ZLWK�FXV�
WRPHU�IRFXV�JURXSV�WR�GHWHUPLQH�LI�WKH\�DUH
HDVLO\�XQGHUVWRRG�

([DPSOH�RI�&XVWRPHU�5HVHDUFK���'HYHO�
RSLQJ�DQG�LPSURYLQJ�FXVWRPHU�VHUYLFH�VWDQ�
GDUGV�LV�YLWDO�WR�SHUIRUPDQFH�LPSURYHPHQW�
IURP�WKH�DJHQF\�OHYHO�WR�WKH�LQGLYLGXDO�OHYHO�
2QH�H[DPSOH�RI�DQ�RUJDQL]DWLRQ�WKDW�VWXGLHG
FXVWRPHU�VDWLVIDFWLRQ�DQG�VHW�VHUYLFH�SHUIRU�
PDQFH�VWDQGDUGV�DFFRUGLQJO\�LV�)ORULGD
3RZHU�DQG�/LJKW��)3/��

)3/�FRQGXFWHG�D�GHWDLOHG�VWXG\�RQ�FXVWRPHU
VDWLVIDFWLRQ�DQG�SKRQH�TXHXHV�IRU�FXVWRPHU
VHUYLFH���7KH\�IRXQG�WKDW�WKH�DYHUDJH�WLPH
FXVWRPHUV�H[SHFWHG�WR�ZDLW�RQ�WKH�SKRQH�IRU
D�FXVWRPHU�UHSUHVHQWDWLYH�ZLWKRXW�NQRZLQJ�WKH
OHQJWK�RI�WKH�ZDLW�ZDV����VHFRQGV���%HFDXVH�RI
KLJK�OHYHOV�RI�FXVWRPHU�FDOOV��FRPSDQ\
UHSUHVHQWDWLYHV�ZHUH�XQDEOH�WR�FRQVLVWHQWO\
PHHW�WKDW����VHFRQG�WLPH�IUDPH���7KH
FRPSDQ\�IRXQG�WKDW�WKH�ORQJHU�WKH�ZDLW��WKH
ORZHU�WKH�FXVWRPHUV�UDWHG�WKH�SHUIRUPDQFH�RI
WKH�FRPSDQ\�UHSUHVHQWDWLYHV�

7R�KHOS�PDQDJH�FXVWRPHU�H[SHFWDWLRQV��DQG�DV
D�ZD\�RI�HVWDEOLVKLQJ�PRUH�UHDOLVWLF�OHYHOV�RI
H[SHFWHG�SHUIRUPDQFH�IRU�WKHLU�FXVWRPHU
UHSUHVHQWDWLYHV��)3/�HVWDEOLVKHG�D�SKRQH
TXHXH�GHYLFH�FDOOHG��6PDUWTXHXH��WKDW�SHU�
LRGLFDOO\�LQIRUPHG�ZDLWLQJ�FXVWRPHUV�KRZ
PXFK�ORQJHU�WKH\�KDG�WR�ZDLW�IRU�D�FRPSDQ\
UHSUHVHQWDWLYH�WR�DQVZHU�WKH�SKRQH�
7KH�FRPSDQ\�IRXQG�WKDW�ZKHQ�WKH�FXVWRPHUV
NQHZ�WKH�OHQJWK�RI�WKH�ZDLW��WKH\�ZHUH�ZLOO�

LQJ�WR�ZDLW�DQ�DYHUDJH�RI�����VHFRQGV�ORQJHU��D
WRWDO�RI�����VHFRQGV����)3/�ZDV�DEOH�WR�WUDQV�
ODWH�WKHVH�FXVWRPHU�UHTXLUHPHQWV�LQWR�WDUJHW
VHUYLFH�OHYHOV��VWDQGDUGV�DQG�JRDOV��IRU�HDFK
VHJPHQW�RI�WKHLU�FXVWRPHU�SRSXODWLRQ�
�6PDUWTXHXH��ZDV�UDWHG�KHOSIXO�E\����SHUFHQW
RI�FXVWRPHUV�WKURXJK�D�FXVWRPHU�VXU�
YH\���7KH�PHDQ�VDWLVIDFWLRQ�UDWLQJ�IRU�WKRVH
ZDLWLQJ�OHVV�WKDQ�RQH�PLQXWH�ZDV������ZKHUH
����ZDV�HTXDO�WR��H[WUHPHO\�VDWLVILHG��DQG����
ZDV��H[WUHPHO\�XQVDWLVILHG���*UDHVVHO�DQG
=HLGOHU��������

3HUIRUPDQFH�3ODQV�%DVHG�RQ�*RDOV� ��
,QGLYLGXDO�SHUIRUPDQFH�SODQV��ZKLFK�FDQ
LQFOXGH�ERWK�UHWHQWLRQ�OHYHO�VWDQGDUGV�DQG
WDUJHW�OHYHO�JRDOV��VKRXOG�EH�UHYLHZHG�FDUHIXOO\
DW�WKH�EHJLQQLQJ�RI�WKH�SHUIRUPDQFH�SHULRG�WR
HQVXUH�WKDW�SODQV�DUH�DOLJQHG�ZLWK�DJHQF\�JRDOV�
(YDOXDWLQJ�WKH�SURSRVHG�SODQV�DOVR�DOORZV�PDQ�
DJHUV��WHDPV��DQG�LQGLYLGXDOV�WR�GHWHUPLQH�WKH
IHDVLELOLW\�RI�DWWDLQLQJ�WKH�JRDOV�WKDW�ZHUH�VHW�
)RU�H[DPSOH��LW�PLJKW
EH�GLVFRYHUHG�WKDW�QR�VXLWDEOH�LQGLYLGXDO�SHU�
IRUPDQFH�SODQV�FDQ�EH�GHYHORSHG�IRU�D�SDU�
WLFXODU�JRDO�EHFDXVH�WKH�LQGLYLGXDO�FDQQRW
FRQWURO�WKH�LQSXWV�QHHGHG�WR�DWWDLQ�LW���,Q
VXFK�D�FDVH��WKH�JRDO�PD\�QHHG�WR�EH�UHYLVHG�WR
HLWKHU�DSSO\�WR�D�ODUJHU�JURXS��VXFK�DV�WKH�WHDP
RU�GLYLVLRQ��RU�WR�EH�UHZULWWHQ�VR�WKDW�RXWVLGH
IDFWRUV�DUH�H[FOXGHG���)RU�H[DPSOH��LW�ZRXOG�EH
LQDSSURSULDWH�WR�HVWDEOLVK�WKH�IROORZLQJ�JRDO�IRU
D�FULWLFDO�HOHPHQW�LQ�DQ�HPSOR\HH©V�SHUIRU�
PDQFH�SODQ�

7KH�HPSOR\HH�KDV�QR�FRQWURO�RYHU�WKH�HQWLUH
5HJLRQ©V�FDVH�FRPSOHWLRQ�UDWH����$QG�FULWLFDO
HOHPHQWV�PD\�RQO\�DGGUHVV�LQGLYLGXDO�SHUIRU�
PDQFH����$�PRUH�DSSURSULDWH�SHUIRUPDQFH�VWDQ�
GDUG�DW�WKH�RXWVWDQGLQJ�OHYHO�IRU�D�FULWLFDO
HOHPHQW�PLJKW�ORRN�OLNH�WKLV�

(OHPHQW��&XVWRPHU�6HUYLFH
2XWVWDQGLQJ� 6WDQGDUG�� 7KH� 5HJLRQ� ZLOO
FRPSOHWH����FDVH�UHYLHZV�SHU�ZHHN�
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%HQHILWV�RI�*RDO�6HWWLQJ�

6HWWLQJ�JRDOV�RIIHUV�PDQ\�DGYDQWDJHV���,Q
WKHLU�VHPLQDO�ZRUN�RQ�JRDO�VHWWLQJ��/RFNH
DQG�/DWKDP��������VXJJHVW�WKDW�

x� *RDOV�FDQ�FODULI\�HPSOR\HH�H[SHFWDWLRQV
DERXW�GHVLUHG�SHUIRUPDQFH���3RVVLEO\�RQH
RI�WKH�EHVW�ZD\V�WR�FODULI\�FXVWRPHU�VHU�
YLFH�JRDOV�WKDW�DUH�EDVHG�RQ�FXVWRPHU
UHVHDUFK�LV�WR�KDYH�WKH�HPSOR\HHV�GR�WKH
UHVHDUFK�WKHPVHOYHV���7KLV�JLYHV�WKHP�D
JUHDWHU�NQRZOHGJH�RI�FXVWRPHU�QHHGV�DQG
H[SHFWDWLRQV��DQG�KRZ�WKH�JRDOV�ZHUH�VHW�

x� 6HWWLQJ�JRDOV�FDQ�UHOLHYH�ERUHGRP�LQ
PRQRWRQRXV�MREV���7KH�DXWKRUV�JLYH�WKH
H[DPSOH�RI�D�SHUVRQ�GLUHFWHG�WR�NQRFN
GRZQ�VHYHUDO�SLQV�ZLWK�D�EDOO�RYHU�D�KXQ�GUHG
WLPHV�D�GD\���7KH�MRE�VRRQ�EHFRPHV�ERULQJ�
%XW�JLYH�WKH�SHUVRQ�WKH�JRDO�WR
WU\�WR�NQRFN�GRZQ�DV�PDQ\�SLQV�DV�SRVVL�
EOH�LQ�HDFK�VKRW��RU�HYHQ�WR�WU\�WR�KLW�DOO
WHQ�SLQV�GRZQ�LQ�HDFK�VKRW��DQG�WKH�WDVN
VRRQ�EHFRPHV�DQ�LQWHUHVWLQJ�JDPH¥
ERZOLQJ�

x� :KHQ�SHRSOH�DWWDLQ�JRDOV�DQG�UHFHLYH
IHHGEDFN�LQGLFDWLQJ�WKDW�WKH�JRDOV�KDYH
EHHQ�UHDFKHG��WKH\�IHHO�LQFUHDVHG�OLNLQJ
IRU�WKH�WDVN�DQG�VDWLVIDFWLRQ�ZLWK�WKHLU
SHUIRUPDQFH�RQ�WKH�MRE�WKH\�DUH�GRLQJ�
7KLV�FDQ�HVSHFLDOO\�DSSO\�WR�DWWDLQLQJ�FXV�
WRPHU�VHUYLFH�JRDOV�DQG�UHFHLYLQJ
IHHGEDFN�IURP�VDWLVILHG�FXVWRPHUV�

x� )HHGEDFN�RQ�JRDO�DFFRPSOLVKPHQW�SURYLGHV
WKH�HPSOR\HH�ZLWK�UHFRJQLWLRQ�E\�SHHUV�
VXSHUYLVRUV��DQG�FRDFKHV�

x� 6HWWLQJ�DQG�DFKLHYLQJ�JRDOV�LQFUHDVHV
VHOI�FRQILGHQFH��SULGH�LQ�DFKLHYHPHQW�
DQG�LQFUHDVHG�ZLOOLQJQHVV�WR�DFFHSW
IXWXUH�FKDOOHQJHV�DV�D�UHVXOW�RI�JRDO�VHWWLQJ�

x� 3DUWLFLSDWLYH�JRDO�VHWWLQJ�KDV�EHHQ�IRXQG�WR
EH�HIIHFWLYH�LQ�LQFUHDVLQJ�SHUIRUPDQFH�DQG
LQ�JHQHUDWLQJ�IHHOLQJV�RI�FRPSHWHQF\
DPRQJ�HPSOR\HHV�ZKR�DUH�XQHGXFDWHG�
ZKR�KDYH�D�ZHDN�HJR��DQG�RU�D�QHJDWLYH
VHOI�LPDJH�

3LWIDOOV�RI�*RDO�6HWWLQJ�

/RFNH�DQG�/DWKDP�DFNQRZOHGJH�RIWHQ�FLWHG
DUJXPHQWV�DJDLQVW�JRDO�VHWWLQJ���7KH\�RIIHU
UHEXWWDOV�WR�WKRVH�DUJXPHQWV�WKDW�DSSO\�SDUWL�
FXODUO\�ZHOO�WR�FXVWRPHU�VHUYLFH�JRDOV�

x� *RDOV�PD\�WHQG�WR�EH�VHW�RQO\�IRU�WKRVH
DVSHFWV�RI�SHUIRUPDQFH�WKDW�DUH�HDVLO\
PHDVXUDEOH��VXFK�DV�QXPEHU�RI�SKRQH�FDOOV
DQVZHUHG�SHU�GD\�¥EXW�JRDOV�FDQ�EH�VHW�IRU
DQ\�YHULILDEOH�DFWLYLW\�RU�EHKDYLRU��VXFK�DV
FXVWRPHU�SKRQH�UHTXHVWV�DQVZHUHG
HIIHFWLYHO\�DQG�SROLWHO\��

x� *RDOV�PD\�HPSKDVL]H�RQO\�VKRUW�WHUP
SHUIRUPDQFH��VR�PDQ\�DSSOLFDWLRQV�SUR�
FHVVHG�SHU�ZHHN�¥EXW�WKHUH�LV�QR�UHDVRQ
ORQJ�WHUP�JRDOV�FDQQRW�EH�VHW��VXFK�DV
VWUHDPOLQLQJ�WKH�DSSOLFDWLRQ�SURFHVV��

x� *RDOV�PD\�SURPRWH�XQGXH�ULVN�WDNLQJ��VXFK
DV�SXUFKDVLQJ�QHZ�FRPSXWHU�VRIWZDUH�WKDW
KDV�QRW�EHHQ�XVHG�E\�WKH�DJHQF\�EHIRUH�¥
EXW�WKLV�PD\�EH�PLWLJDWHG�E\�D�SURSHU�ULVN
DQDO\VLV��GRLQJ�D�WKRURXJK�HYDOXDWLRQ�DQG
VSHFLILFDWLRQ�FKHFN�EHIRUH�WKH�SXUFKDVH
LV�PDGH��

(OHPHQW���&RPSOHWLQJ�&XVWRPHU�&DVHV
2XWVWDQGLQJ� 6WDQGDUG� � 7KH� HPSOR\HH
FRPSOHWHV� HLWKHU� WZR� VLPSOH� FDVHV� RU� D
PRGHUDWHO\� GLIILFXOW� FDVH� SHU� ZHHN�� � $
FRPSOHWHG� FDVH� LQFOXGHV� DOO� UHTXLUHG
GRFXPHQWV�� DFFXUDWH� UHFRPPHQGDWLRQV�
DQG�YDOLG�LQIRUPDWLRQ�
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x� *RDOV�PD\�LQFUHDVH�VWUHVV��HPSOR\HHV
PD\�EH�ZRUULHG�DERXW�QRW�EHLQJ�DEOH
WR�UHDFK�WKH�JRDO�¥EXW�JRDOV�PD\�DOVR
UHGXFH�VWUHVV�E\�HOLPLQDWLQJ�UROH�FRQIOLFW
DQG�DPELJXLW\��HPSOR\HHV�ZLOO�NQRZ
ZKDW�LV�H[SHFWHG�RI�WKHP��

x� )DLOXUH�WR�DWWDLQ�JRDOV�FDQ�UHGXFH�PRWL�
YDWLRQ¥EXW�FUHGLW�FDQ�EH�JLYHQ�IRU�SDUWLDO
VXFFHVV�E\�PDNLQJ�WKH�JRDOV�FKDOOHQJLQJ
\HW�UHDFKDEOH�IRU�FDUHIXOO\�VHOHFWHG�DQG
WUDLQHG�HPSOR\HHV�DQG�E\�HPSKDVL]LQJ
SHUIRUPDQFH�RU�LPSURYHPHQW�UDWKHU�WKDQ
JRDO�DWWDLQPHQW���)RU�H[DPSOH��LI�D�VLQJOH
WDUJHW�VWDQGDUG�JRDO�LV�VHW�DUELWUDULO\�KLJK
DQG�WKH�HPSOR\HH�GRHV�QRW�PHHW�WKH
WDUJHW��WKHUH�LV�QR�UDQJH�RI�DFFHSWDEOH
SHUIRUPDQFH�ZLWKLQ�ZKLFK�WR�FUHGLW�WKH
SHUIRUPDQFH�WKH\�GLG�DFKLHYH���,I��KRZ�
HYHU��ERWK�D�WDUJHW�JRDO�DQG�D�UHWHQWLRQ
VWDQGDUG�DUH�VHW��UHFRJQL]LQJ�HPSOR\HHV
IRU�WKHLU�DFKLHYHPHQWV�DERYH�WKH�UHWHQ�
WLRQ�OHYHO�VWDQGDUG�ZLOO�OHW�WKHP�NQRZ
WKDW�WKHLU�HIIRUWV�DUH�DSSUHFLDWHG���$QG�LW
ZLOO�HQFRXUDJH�WKHP�WR�LPSURYH�WKHLU
SHUIRUPDQFH�IXUWKHU�

x� *RDOV�PD\�EH�WUHDWHG�DV�FHLOLQJV�RQ�SHU�

IRUPDQFH��GXH�WR�IHDU�RI�DGYHUVH�FRQVH�

TXHQFHV�LI�JRDOV�DUH�H[FHHGHG����)RU

H[DPSOH��VRPH�HPSOR\HHV�PD\�IHDU�WKDW

MREV�PD\�EH�ORVW�LI�SURGXFWLRQ�JRDOV�DUH

UHDFKHG�RU�LI�LW�DSSHDUV�WKDW�IHZHU

HPSOR\HHV�DUH�QHHGHG�EHFDXVH�RI�LP�

SURYHG�DJHQF\�SHUIRUPDQFH���7KLV�XV�

XDOO\�LPSOLHV�D�ODFN�RI�WUXVW�LQ�PDQ�

DJHPHQW�E\

HPSOR\HHV���7R�FRPEDW�WKLV��DJHQFLHV�VKRXOG

GHYHORS�D�FOLPDWH�RI�PXWXDO�UHVSHFW�DQG

VXSSRUWLYHQHVV�DQG�IRVWHU�JRRG�WZR�ZD\

FRPPXQLFDWLRQ�

6RPH�6DJH�$GYLFH�

*HRUJH�6��(DVWRQ��DQ�H[SHULHQFHG�%DOGULJH
DZDUG�H[DPLQHU��KDV�GHYHORSHG�D�OLVW�RI
FRPPRQ�RUJDQL]DWLRQDO�SHUIRUPDQFH�ZHDN�
QHVVHV���&XVWRPHU�VHUYLFH�VWDQGDUGV�DQG
JRDOV�LV�RQH�DUHD�WKDW�LV�RIWHQ�SRRU���+H
VWDWHV�WKDW�LQ�PRVW�RI�WKH�WRWDO�TXDOLW\�RUJDQ�
L]DWLRQV�WKDW�KH
V�H[DPLQHG��FXVWRPHU
VHUYLFH�VWDQGDUGV�DUH�QRW�ZHOO�GHILQHG�H[FHSW
LQ�FDVHV�ZKHUH�WKHUH�DUH�HDV\�DQG�REYLRXV
PHD�VXUHV���+H�DOVR�REVHUYHV�WKDW�PHWKRGV
IRU�DVVHVVLQJ�FXVWRPHU�VHUYLFH�SHUIRUPDQFH
UHOD�WLYH�WR�VWDQGDUGV�DUH�JHQHUDOO\�SRRU���+H
UHFRPPHQGV�D�PDQDJHPHQW�E\�IDFW
DSSURDFK�WKDW�XVHV�LPSURYHG�FXVWRPHU
UHVHDUFK�WHFK�QLTXHV�IRU�VHWWLQJ�VWDQGDUGV
DQG�JRDOV��DQG�EHWWHU�PHDVXUHPHQW�V\VWHPV
�(DVWRQ��������

/RFNH�DQG�/DWKDP��������DOVR�SURYLGH�D
ZRUG�RI�DGYLFH�RQ�WKH�XVH�RI�JRDOV�ZKHQ
WKH\�REVHUYH¥

¦:H�FDQQRW�RYHUHPSKDVL]H�WKH�IDFW�WKDW
WKH�SXUSRVH�RI�JRDO�VHWWLQJ�LV�WR�LQFUHDVH�D
SHUVRQ
V�PRWLYDWLRQ���%XW�JRDO�VHWWLQJ�FDQ
KDYH�WKH�RSSRVLWH�HIIHFW�LI�LW�LV�XVHG�SULPDU�
LO\�DV�D�\DUGVWLFN�IRU�GRFXPHQWLQJ�D�SHU�
VRQ
V�IDLOXUHV���*RDO�VHWWLQJ�VKRXOG�EH�XVHG
DV�D�JXLGH��DV�DQ�LQFHQWLYH�WR�LQFUHDVH�SHU�
IRUPDQFH��DQG�DV�D�PHDQV�RI�SURPRWLQJ
SULGH�LQ�DFFRPSOLVKPHQW��
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&RPSRQHQW�Y�

0HDVXUHPHQW�6\VWHP

0HDVXULQJ�RU�TXDQWLI\LQJ�FXVWRPHU�QHHGV�
H[SHFWDWLRQV��DQG�VDWLVIDFWLRQ�LV�D�EDVLF
UHTXLUHPHQW�IRU�FXVWRPHU�IRFXVHG�SHUIRU�
PDQFH�PDQDJHPHQW�SURJUDPV�IRU�WZR�UHD�
VRQV���ILUVW��IRU�GHWHUPLQLQJ�ZKHUH�WR�VHW
VWDQGDUGV�DQG�JRDOV��DQG�VHFRQG��IRU
SURYLGLQJ�D�PHDQV�RI�IHHGEDFN�WR�HPSOR\�
HHV�DQG�WHDPV�RQ�WKHLU�HIIRUWV�WR�UHDFK�WKHLU
JRDOV���(IIHFWLYH�FXVWRPHU�UHVHDUFK�IRU
VHWWLQJ�JRDOV�KLQJHV�RQ�PHDVXULQJ�WKH
LVVXHV�WKDW�DUH�WUXO\�LPSRUWDQW�WR�FXVWRPHUV�
7KHVH�W\SHV�RI�PHDVXUHV�IRFXV�RQ�WKH
UHVXOWV�WKDW�WKH�FXVWRPHU�ZDQWV��VXFK�DV�D
SURGXFW�RU�VHUYLFH���2Q�WKH�RWKHU�KDQG�
HIIHFWLYH�IHHGEDFN�PHDVXUHPHQWV�SURYLGH
LQIRUPDWLRQ�RQ�WKH�SURFHVV�RI�VXSSO\LQJ�WKH
SURGXFW�RU�VHUYLFH�VR�WKDW�LQGLYLGXDOV�DQG
WHDPV�ZLOO�NQRZ�ZKHUH�LPSURYHPHQWV�FDQ
EH�PDGH���%RWK�SXUSRVHV�RI�PHDVXUHPHQW
VKRXOG�EH�DGGUHVVHG�WR�HQVXUH�FXVWRPHU
VDWLVIDFWLRQ�

,Q�DGGLWLRQ��REMHFWLYH��FXVWRPHU�EDVHG�PHD�
VXUHPHQW�V\VWHPV�ZLOO�HQDEOH�DQ�DJHQF\�WR
DOLJQ�LWV�LPSURYHPHQW�HIIRUWV�ZLWK�FXVWRPHU
RSLQLRQV�DQG�SULRULWLHV��OHDGLQJ�WR�WKH�EHVW
XVH�RI�LWV�UHVRXUFHV���%\�LQYROYLQJ�HPSOR\�
HHV�DW�HYHU\�OHYHO��FXVWRPHU�UHVHDUFK
FUHDWHV�DQ�LQWHUQDO�FOLPDWH�WKDW�FXOWLYDWHV
HPSOR\HH�FRPPLWPHQW�WR�FXVWRPHU�VHUYLFH�
&XVWRPHU�VDWLVIDFWLRQ�UHVHDUFK�WUDQVODWHV
LQWR�LPSURYHG�FXVWRPHU�VDWLVIDFWLRQ��DQG
LPSURYHV�LQWHUQDO�PDQDJHPHQW�HIILFLHQF\�

6WHSV�IRU�'HYHORSLQJ�D

0HDVXUHPHQW�6\VWHP�

:KHQ�GHYHORSLQJ�D�PHDVXUHPHQW�V\VWHP�

ZKHWKHU�LW�LV�WR�EH�DSSOLHG�DW�WKH�DJHQF\�RU

LQGLYLGXDO�OHYHO��LW�LV�LPSRUWDQW�WR�LQFOXGH
WKH�IROORZLQJ�VWHSV�

��� ,GHQWLI\�WKH�JRDOV�WKDW�QHHG�WR�EH�PHDV�
XUHG����*RDOV�VKRXOG�EH�VSHFLILF�DQG
PHDVXUDEOH�DV�QRWHG�DERYH��

��� 'HYHORS�SHUIRUPDQFH�LQGLFDWRUV�WR
PHDVXUH�WKH�SURGXFWV��VHUYLFHV�DQG�RU
RXWFRPHV�HVWDEOLVKHG�LQ�WKH�JRDO�VHWWLQJ
SURFHVV�

��� ,QYROYH�HPSOR\HHV���,QYROYHPHQW�LV
LPSRUWDQW�IRU�GHYHORSLQJ�WUXVW�LQ�WKH
PHDVXUHV���(PSOR\HHV�ZLOO�EH�PRUH
OLNH�
O\�WR�DFFHSW�DQG�EH�FRPPLWWHG�WR
UHDFKLQJ�JRDOV�WUDFNHG�E\�PHDVXUHV�WKDW
WKH\�KDYH�EHHQ�LQYROYHG�LQ�GHYHORSLQJ�

��� 8VH�PXOWLSOH�PHDVXUHV�DQG�LQSXWV���$
VLQJOH�PHDVXUH�ZLOO�XVXDOO\�QRW
DGHTXDWHO\�GHVFULEH�WKH�IXOO�UDQJH
RI�SHUIRUPDQFH�

��� 3URYLGH�IOH[LELOLW\���7KH�PHDVXUHPHQW
V\VWHP�VKRXOG�EH�VXIILFLHQWO\�IOH[LEOH�WR
DOORZ�IRU�FKDQJH�

��� 3URYLGH�IRU�IHHGEDFN���7KH�PHDVXUH�
PHQW�V\VWHP�VKRXOG�SURYLGH�DGHTXDWH
IHHGEDFN�WR�DJHQFLHV��WHDPV��DQG�LQGL�
YLGXDOV�RQ�SHUIRUPDQFH���)HHGEDFN
SURPRWHV�SHUIRUPDQFH�LPSURYHPHQW�

��� $QDO\]H�WKH�GDWD�WR�HQVXUH�WKDW�DQ�DFFX�
UDWH�PHDQLQJ�RI�WKH�UHVXOWV�LV�GHULYHG�

��� %H�SDWLHQW���3HUIRUPDQFH�LPSURYHPHQW
DQG�PHDVXUHPHQW�LPSURYHPHQW�LV�D
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ORQJ�WHUP�SURFHVV¥PDQDJHPHQW
SDWLHQFH�LV�QHHGHG�

&XVWRPHU�)RFXVHG�0HDVXUHV�

&DWHJRULHV�RI�FXVWRPHU�VDWLVIDFWLRQ�PHDV�
XUHV�DUH�OLVWHG�EHORZ�DV�H[DPSOHV���7KHVH
PHDVXUHV�PD\�EH�XVHG�ILUVW�WR�GHWHUPLQH
VWDQGDUGV�DQG�JRDOV�DQG�WKHQ�XVHG�WR�PRQ�
LWRU�DQG�LPSURYH�SHUIRUPDQFH�

5HVXOW�RU�2XWFRPH�0HDVXUHV���5HVXOWV
PHDVXUHV�WHOO�DJHQFLHV��WHDPV��DQG�LQGLYLGX�
DOV�ZKHUH�WKH\�VWDQG�LQ�WKHLU�HIIRUWV�WR
DFKLHYH�JRDOV��0H\HU����������)RU�FXVWRPHU
VHUYLFH�VWDQGDUGV�DQG�JRDOV��PHDVXULQJ�WKH
QXPEHU�RI�FXVWRPHU�FRPSODLQWV��FRPSOL�
PHQWV��DZDUGV�UHFHLYHG�IURP�FXVWRPHUV��DQG
UHFRPPHQGDWLRQV�E\�FXVWRPHUV�WR�RWKHUV
ZLOO�LQGLFDWH�FXVWRPHU�VDWLVIDFWLRQ�ZLWK�WKH
VHUYLFH�RU�SURGXFW���&XVWRPHU�VDWLVIDFWLRQ
PHDVXUHV�DOVR�FRXOG�LQFOXGH�FRPSDULQJ�WKH
ILQDO�SURGXFW�RU�VHUYLFH�WR�WKH�FXVWRPHU
V�UH�
TXLUHPHQWV��L�H���ZDV�WKH�FXVWRPHU
V�RUGHU�IRU
VXSSOLHV�RU�SURGXFWV�FRPSOHWH�DQG�GHOLYHUHG
RQ�WLPH���([DPSOHV�RI�UHVXOW�RU�RXWFRPH
PHDVXUHV�LQFOXGH�

x� $�VPDOO�PXVHXP�WKDW�KDV�D�JRDO�WR
LQFUHDVH�SDWURQDJH�DV�ZHOO�DV�WR�UHWDLQ
ORQJ�WHUP�FXVWRPHUV�PLJKW�PHDVXUHWKH
QXPEHU�RI�QHZ�YLVLWRUV�DQG�WKH�SHU�
FHQWDJH�RI�UHSHDW�YLVLWRUV�WKURXJK�WKH�XVH
RI�D�VLJQ�LQ�ERRN�

x� ,I�WKH�FXVWRPHU�VHUYLFH�JRDO�RI�D�PDS
GLVWULEXWLRQ�WHDP�LV�WR�ILOO�WKH�RUGHUV�RI
FXVWRPHUV�FRUUHFWO\�DQG�WR�VKLS�ZLWKLQ
��ZRUNLQJ�GD\V��WKH�WHDP�PLJKW�PRQLWRU
FXVWRPHU�FRPSODLQWV��RUGHU�FRUUHFWLRQ
UHTXHVWV��DQG�RUGHU�VKLSPHQW�WLPH�

x� 7KH�FXVWRPHU�VHUYLFH�JRDO�RI�D�SRVLWLRQ
FODVVLILHU�PD\�EH�WR�NHHS�SRVLWLRQ�GH�
VFULSWLRQV�XS�WR�GDWH�VR�WKDW�WKH�KXPDQ

UHVRXUFH�WHDP�FDQ�DFFRPSOLVK�LWV�JRDO�RI
DFKLHYLQJ�TXLFNHU�VWDIILQJ�UHVSRQVH���7KH
FODVVLILHU�FRXOG�HVWDEOLVK�D�WUDFNLQJ�RU�WLFNOHU
V\VWHP�WKDW�UDQNV�WKH�SRVLWLRQ�GHVFULSWLRQV�LQ
RUGHU�RI�QHHG�IRU�UHYLHZ�

3URFHVV�0HDVXUHV���3URFHVV�PHDVXUHV�PRQLWRU
WKH�WDVNV�DQG�DFWLYLWLHV�WKDW�SURGXFH�D�JLYHQ
UHVXOW��0H\HU����������3URFHVV�PHDVXUHV�PLJKW
LQFOXGH�F\FOH�WLPH��HUURU�UDWH��ZDVWHG�WLPH�RU
VXSSOLHV��DQG�RWKHU�DFWLYLWLHV�VSHFLILF�WR�WKH
W\SH�RI�ZRUN���([DPSOHV�RI�SURFHVV�PHDVXUHV
LQFOXGH�

x� $Q�DJHQF\�PLJKW�ZDQW�WR�DQDO\]H�LWV�FXV�
WRPHU�FRUUHVSRQGHQFH�SURFHVV�E\�PHD�
VXULQJ�WKH�WLPH�LW�WDNHV�WR�UHVSRQG�WR�WKH
FXVWRPHU�DQG�WKH�VWHSV�QHHGHG��VXFK�DV
DSSURYDO�DQG�UHYLHZ��WR�JHW�WKH�FRUUHV�
SRQGHQFH�LQ�WKH�PDLO�

x� $�WHDP�UHVSRQVLEOH�IRU�SULQWLQJ�DJHQF\
SXEOLFDWLRQV�PLJKW�ZDQW�WR�PHDVXUH�WKH
HUURU�UDWH�DQG�GRZQ�WLPH�RI�WKHLU�FRS\LQJ
PDFKLQHV�WR�GHWHUPLQH�WKH�EHVW�PDFKLQHV
IRU�IXWXUH�SXUFKDVHV�

x� ,QGLYLGXDOV�UHVSRQVLEOH�IRU�UHYLHZLQJ
FODLPV�PLJKW�ZDQW�WR�WUDFN�WKH�QXPEHU
RI�FDVHV�WKH\�SURFHVV�ZHHNO\�RU�PRQWKO\�

8VLQJ�D�3URFHVV�)ORZFKDUW�WR�,GHQWLI\

3URFHVV�0HDVXUHV�

2QH�ZD\�WKDW�PDQ\�RUJDQL]DWLRQV�GHWHUPLQH
NH\�SURFHVV�PHDVXUHPHQWV�LV�WR�GHYHORS�D�IORZ
FKDUW�RI�DQ�HQWLUH�ZRUN�SURFHVV���7KH�IORZ�FKDUW
HQDEOHV�RUJDQL]DWLRQV�WR�SLQSRLQW�ZKLFK�SDUW�RI
WKH�SURFHVV�VKRXOG�EH�PHDVXUHG�LQ�RUGHU�WR
PDNH�LPSURYHPHQWV�

2QH�H[DPSOH�RI�WKH�VXFFHVVIXO�XVH�RI�SURFHVV
IORZFKDUWLQJ�WKDW�IRFXVHG�RQ�LQFUHDVLQJ
FXVWRPHU�VDWLVIDFWLRQ�FRPHV�IURP�WKH�%RLVH
&DVFDGH�7LPEHU�DQG�:RRG�3URGXFWV
'LYLVLRQ�LQ�%RLVH��,GDKR���%RLVH©V�FXVWRPHUV
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ZHUH�XQKDSS\�ZLWK�WKH�WLPH�WKH\�KDG�WR�ZDLW
IRU�RUGHUV���,Q�DQ�HIIRUW�WR�LQFUHDVH�FXVWRPHU
VDWLVIDFWLRQ��%RLVH�&DVFDGH�PHDVXUHG�DQG
GRFXPHQWHG�WKH�WLPH�WDNHQ�IRU�QRWLI\LQJ�DQG
VFKHGXOLQJ�WKHLU�OXPEHU�UHDG\�ORDGV�DQG�IRU
SUHSDULQJ�WUXFN�UHDG\�VKLSPHQWV�IURP�WKH
PLOO���2QH�DUHD�RI�SHUIRUPDQFH�WKDW�IORZ�
FKDUWLQJ�VKRZHG�ZDV�DGGLQJ�VLJQLILFDQW�WLPH
WR�WKH�RUGHUV�ZDV�KRZ�VWDWXV�UHTXHVWV�E\
FXVWRPHUV�ZHUH�KDQGOHG���7KH�WLPH�LW�WRRN�WR
ORFDWH�RUGHUV��FRPPXQLFDWH�ZLWK�WUXFNHUV��DQG
UHVSRQG�WR�FXVWRPHUV�ZDV�PHDVXUHG�LQ
GHWDLO���0HDVXULQJ�WKH�ORVW�WLPH�IRU�HDFK�VWHS
JDYH�PDQDJHUV�DQG�HPSOR\HHV�VSHFLILF�LQIRU�
PDWLRQ�DV�WR�ZKHUH�WKH\�QHHGHG�WR�LPSURYH�
)XUWKHU��E\�DQDO\]LQJ�WKH�HQWLUH�SURFHVV�WKH\
ZHUH�DEOH�WR�FXW����VWHSV�GRZQ�WR���VWHSV�
DQG�ZDLWLQJ�GD\V�IRU�FXVWRPHUV�IURP�����
GD\V�WR������GD\V��WKXV�LQFUHDVLQJ�FXVWRPHU
VDWLVIDFWLRQ��3UDWW��������

0HDVXULQJ�&XVWRPHU

'LVVDWLVIDFWLRQ�

.QRZLQJ�ZK\�FXVWRPHUV�DUH�GLVVDWLVILHG�ZLWK
DJHQF\�VHUYLFHV�ZLOO�SURYLGH�JXLGDQFH�WR�PDQ�
DJHUV�DQG�HPSOR\HHV�IRU�DUHDV�RI�LPSURYH�
PHQW���6WXGLHV�VKRZ�WKDW��RQ�WKH�DYHUDJH

DFURVV�DOO�LQGXVWULHV��LQFOXGLQJ�*RYHUQPHQW�
DERXW����SHUFHQW�RI�DOO�FXVWRPHUV�ZLWK�SURE�
OHPV�RU�TXHVWLRQV�QHYHU�FRPSODLQ�WR�DQ\RQH�
$SSUR[LPDWHO\����SHUFHQW�FRPSODLQ�WR�VRPH�
RQH�DW�D�IURQWOLQH�OHYHO��DQG�RQO\���SHUFHQW
�RU�OHVV��DFWXDOO\�FRQWDFW�KHDGTXDUWHUV
�*RRGPDQ��HW�DO����������0DQDJHUV�DQG
WHDPV�XVLQJ�FXVWRPHU�FRPSODLQWV�DV�UHVXOWV
PHDVXUHV�FDQ�XVH�WKLV�GDWD�WR�HVWLPDWH�WRWDO
FXVWRPHU�GLVVDWLVIDFWLRQ�DQG�WR�LPSURYH�FXV�
WRPHU�GLVVDWLVIDFWLRQ�PHDVXUHPHQW�WRROV�

)XUWKHUPRUH��VWXGLHV�KDYH�VKRZQ�WKDW�WKH
FXVWRPHUV�ZKR�FRPSODLQ�DQG�UHFHLYH�VDWLV�
IDFWLRQ�RIWHQ�H[KLELW�QR�OHVV��DQG�VRPHWLPHV
JUHDWHU��OR\DOW\�WKDQ�WKH�FXVWRPHUV�ZKR�GLG
QRW�H[SHULHQFH�D�SUREOHP���,Q�*RYHUQPHQW�
DOWKRXJK�FXVWRPHUV�FDQQRW�QHFHVVDULO\�VZLWFK
EUDQGV��WKH\�FDQ�GHPDQG�H[WUD�VHUYLFHV�
EHFRPH�UHSHDW�FRPSODLQDQWV��RU�HVFDODWH�WKHLU
FRPSODLQW�WR�PHPEHUV�RI�&RQJUHVV�RU�UHJX�
ODWLQJ�DJHQFLHV���7KLV�VXJJHVWV�WKDW�IDLOXUH�WR
PHHW�FXVWRPHU�H[SHFWDWLRQV��GHILQHG�E\�WKH
FXVWRPHU
V�H[SHULHQFH�RI�SUREOHPV��UHVXOWV�LQ
D�VLJQLILFDQW�FRVW�WR�WKH�*RYHUQPHQW�DQG�WKH
WD[SD\HUV��*RRGPDQ�HW�DO�����������,I�DJHQ�
FLHV�IRFXV�RQ�FXVWRPHU�FRPSODLQW�UHVROXWLRQ
DV�ZHOO�DV�LPSURYLQJ�FXVWRPHU�VHUYLFH��WKH\
FDQ�LPSURYH�ORQJ�WHUP�FXVWRPHU�VDWLVIDFWLRQ�
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&RPSRQHQW�Z�

)HHGEDFN

)HHGEDFN�LV�WKH�WKLUG�FRPSRQHQW�RI�D�VXF�
FHVVIXO�DQG�HIIHFWLYH�SHUIRUPDQFH�PDQDJH�
PHQW�SURJUDP���5HVHDUFK�KDV�VKRZQ�WKDW
LQGLYLGXDOV�ZKR�UHFHLYH�IHHGEDFN�RQ�SHUIRU�
PDQFH�UHODWLYH�WR�WKHLU�JRDOV�ZLOO�EH�PRUH
FRPPLWWHG�WR�WKHLU�JRDOV�WKDQ�LQGLYLGXDOV
ZKR�GR�QRW�UHFHLYH�IHHGEDFN��(IIHFWLYH
FXVWRPHU�VHUYLFH�IHHGEDFN�LV�

6SHFLILF���)HHGEDFN�ZRUNV�EHVW�ZKHQ�LW
UHODWHV�WR�D�VSHFLILF�JRDO���(VWDEOLVKLQJ
HPSOR\HH�SHUIRUPDQFH�JRDOV�EHIRUH�ZRUN
EHJLQV�LV�WKH�NH\�WR�SURYLGLQJ�WDQJLEOH�
REMHFWLYH��DQG�SRZHUIXO�IHHGEDFN���7HOOLQJ
HPSOR\HHV�WKDW�WKH\�DUH�GRLQJ�ZHOO�EHFDXVH
WKH\�H[FHHGHG�WKHLU�JRDO�E\�VHUYLFLQJ����SHU�
FHQW�PRUH�FXVWRPHUV�LV�PRUH�HIIHFWLYH�WKDQ
VLPSO\�VD\LQJ��\RX
UH�GRLQJ�D�JRRG�MRE��

7LPHO\���7R�KDYH�DQ�HIIHFWLYH�FXVWRPHU�VHU�
YLFH�SURJUDP��HPSOR\HHV�QHHG�IHHGEDFN�RQ�D
GD\�WR�GD\�EDVLV�UHJDUGLQJ�WKHLU�SHUIRUPDQFH
RQ�UHDFKLQJ�WKHLU�FXVWRPHU�VHUYLFH�JRDOV���,I
LPSURYHPHQW�QHHGV�WR�EH�PDGH�LQ�WKHLU�SHU�
IRUPDQFH��WKH�VRRQHU�WKH\�ILQG�RXW�DERXW�LW�
WKH�VRRQHU�WKH\�FDQ�FRUUHFW�WKH�SUREOHP���,I
HPSOR\HHV�KDYH�UHDFKHG�RU�H[FHHGHG�D�JRDO�
WKH�VRRQHU�WKH\�UHFHLYH�SRVLWLYH�IHHGEDFN�
WKH�PRUH�UHZDUGLQJ�LW�LV�WR�WKHP�

$SSURSULDWH���)HHGEDFN�VKRXOG�EH�JLYHQ
LQ�DQ�DSSURSULDWH�PDQQHU�WKDW�ZLOO�KHOS
LPSURYH�SHUIRUPDQFH�EHVW���6LQFH�SHRSOH
UHVSRQG�EHWWHU�WR�LQIRUPDWLRQ�SUHVHQWHG�LQ
D�SRVLWLYH�ZD\��IHHGEDFN�VKRXOG�EH�H[SUHVVHG
LQ�D�SRVLWLYH�PDQQHU���7KLV�LV�QRW�WR�VD\
WKDW�LW�VKRXOG�EH�VXJDU�FRDWHG��,W�PXVW�EH
DFFXUDWH��IDFWXDO��DQG�FRPSOHWH���:KHQ

SUHVHQWHG��KRZHYHU��IHHGEDFN�LV�PRUH�HIIHF�
WLYH�ZKHQ�LW�UHLQIRUFHV�ZKDW�WKH�HPSOR\HH
GLG�ULJKW�DQG�WKHQ�LGHQWLILHV�ZKDW�QHHGV�WR�EH
GRQH�LQ�WKH�IXWXUH���&RQVWDQW�FULWLFLVP
HYHQWXDOO\�ZLOO�IDOO�XSRQ�GHDI�HDUV�

6RXUFHV�RI�)HHGEDFN�

3HUIRUPDQFH�IHHGEDFN�RQ�FXVWRPHU�VHUYLFH
JRDOV�FDQ�FRPH�IURP�WKH�IROORZLQJ�VRXUFHV�

&XVWRPHUV�DUH�WKH�PRVW�LPSRUWDQW�VRXUFH�RI
IHHGEDFN�IRU�FXVWRPHU�VHUYLFH�SHUIRUPDQFH�
6LQFH�WKH�([HFXWLYH�RUGHU�UHTXLUHV�DJHQFLHV
WR�VROLFLW�FXVWRPHU�IHHGEDFN�RQ�HDFK�RI�WKHLU
SURJUDPV
�SHUIRUPDQFH��JURXSV��WHDPV��DQG
LQGLYLGXDOV�FDQ�XVH�WKDW�GDWD�DV�LW�DSSOLHV�WR
WKHLU�VSHFLILF�SURJUDP�DUHDV���7KH\�FDQ�DOVR
GHYHORS�IHHGEDFN�WRROV�WR�JDWKHU�LQIRUPDWLRQ
DERXW�PRUH�VSHFLILF�SHUIRUPDQFH��HYHQ
WR�WKH�LQGLYLGXDO�OHYHO���+RZHYHU��LW�PD\�QRW
EH�DSSURSULDWH�WR�JDWKHU�LQIRUPDWLRQ�GLUHFWO\
IURP�FXVWRPHUV�RQ�VSHFLILF�HPSOR\HH�SHU�
IRUPDQFH���)RU�H[DPSOH��LI�WKH�QDWXUH�RI
WKH�ZRUN�LWVHOI�FDXVHV�FXVWRPHU�GLVVDWLVIDF�
WLRQ��VXFK�DV�WD[�RU�FRPSOLDQFH�H[DPLQLQJ��
FXVWRPHUV�PD\�UDWH�HPSOR\HHV�ORZ�EHFDXVH
RI�WKH�SURFHVV�LWVHOI�DQG�QRW�WKH�HPSOR\HH
V
SHUIRUPDQFH�

:RUN�PHDVXUHPHQW�V\VWHPV��VXFK�DV
VWDWLVWLFDO�SURFHVV�FRQWURO�PHDVXUHV��VXSSO\
LQIRUPDWLRQ�WR�DJHQFLHV��WHDPV�DQG�HPSOR\�
HHV�WR�XSGDWH�WKHP�RQ�SHUIRUPDQFH�DQG�WR
LQGLFDWH�DUHDV�IRU�LPSURYHPHQW�

6XSHUYLVRUV��PDQDJHUV��DQG�WHDP�OHDG�

HUV�FDQ�JLYH�HPSOR\HHV�IHHGEDFN�RQ�WKH
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DJHQF\
V�RYHUDOO�FXVWRPHU�VHUYLFH�SHUIRU�
PDQFH�DQG�DOVR�SURYLGH�VSHFLILF�IHHGEDFN�RQ
LQGLYLGXDO�DQG�WHDP�SHUIRUPDQFH�LQ�PHHWLQJ
SDUWLFXODU�JRDOV�

3HHUV�FDQ�EH�D�YDOXDEOH�VRXUFH�RI�LQIRUPD�
WLRQ�DERXW�LQGLYLGXDO�SHUIRUPDQFH��HVSHFLDO�
O\�ZKHQ�ZRUN�LV�LQWHUGHSHQGHQW���7KH\�PD\
KDYH�D�EHWWHU�RYHUDOO�SLFWXUH�RI�WKH�HPSOR\�
HH
V�SHUIRUPDQFH��SDUWLFXODUO\�ZKHQ�WKH�HP�
SOR\HH�LV�GHDOLQJ�ZLWK�FXVWRPHUV���$W�OHDVW
D�SHHU
V�IHHGEDFN�ZLOO�SURYLGH�D�GLIIHUHQW
SHUVSHFWLYH�

6XERUGLQDWH�IHHGEDFN�FDQ�EH�H[WUHPHO\
XVHIXO�WR�VXSHUYLVRUV�DQG�PDQDJHUV�ZKHQ
DGGUHVVLQJ�FXVWRPHU�VHUYLFH�JRDOV���0RVW
RIWHQ�WKH�IURQW�OLQH�HPSOR\HHV�ZKR�KDYH
GLUHFW�FRQWDFW�ZLWK�FXVWRPHUV�FDQ�RIIHU�YDOLG
DQG�KHOSIXO�IHHGEDFN�RQ�JURXS��WHDP��RU
LQGLYLGXDO�SHUIRUPDQFH���)RU�H[DPSOH��DW
$7	7�%HOO�/DERUDWRULHV�$GPLQLVWUDWLYH
6\VWHPV��WKH�PDQDJHPHQW�WHDP�SHUIRUPV�DQ
DQQXDO�DVVHVVPHQW�RI�WKH�EXVLQHVV�KHDG©V
HIIHFWLYHQHVV��FDOOHG��XSZDUG�IHHGEDFN§�
ZKLFK�LV�GLVFXVVHG�E\�WKH�WHDP�DQG�XVHG�E\
WKH�EXVLQHVV�KHDG�WR�LPSURYH�KLV�HIIRUWV�WR
SURYLGH�KLJK�TXDOLW\�FXVWRPHU�VHUYLFH
�%DLOH\�HW�DO���������

7KH�(QYLURQPHQWDO�3URWHFWLRQ�$JHQF\©V
5HJLRQ���LQ�6DQ�)UDQFLVFR�DOVR�GHYHORSHG�DQ
XSZDUG�HYDOXDWLRQ�TXHVWLRQQDLUH�WKDW�ZDV
ILUVW�XVHG�LQ������WR�RSHQ�FRPPXQLFDWLRQV
EHWZHHQ�HPSOR\HHV�DQG�VXSHUYLVRUV��WR�SUR�
PRWH�SHUIRUPDQFH�LPSURYHPHQW�LQ�VXSHUYL�
VRUV��DQG�WR�HPSRZHU�HPSOR\HHV�E\�VKRZLQJ
WKHP�WKDW�WKHLU�RSLQLRQV�PDWWHUHG���7KH
UHVXOWV�RI�WKH�HYDOXDWLRQ�DUH�XVHG�IRU
IHHGEDFN�DQG�GHYHORSPHQWDO�SXUSRVHV�RQO\�

2EWDLQLQJ�&XVWRPHU�)HHGEDFN�

6ROLFLWLQJ�FXVWRPHU�IHHGEDFN�RQ�DJHQF\�SHU�
IRUPDQFH�FDQ�EH�GRQH�WKURXJK�WKH�XVH�RI

FXVWRPHU�VXUYH\V��FXVWRPHU�YLVLWV��D�FRPSODLQW
V\VWHP��FXVWRPHU�IRFXV�JURXSV��D�VXUYH\�RI
IURQW�OLQH�HPSOR\HHV��DQG�RWKHU�PHDVXUHPHQW
PHFKDQLVPV�PHQWLRQHG�LQ�WKH�VHFWLRQ�RI�WKLV
SDSHU�RQ�PHDVXUHPHQW���)RU�JDWKHULQJ�FXV�
WRPHU�IHHGEDFN�DW�WKH�LQGLYLGXDO�OHYHO��KRZ�
HYHU��VHYHUDO�IDFWRUV�QHHG�WR�EH�WDNHQ�LQWR
FRQVLGHUDWLRQ�

)LUVW��DV�PHQWLRQHG�DERYH��LV�WKH�ZRUN�D�W\SH
WKDW�LV�DSSURSULDWH�IRU�JDWKHULQJ�FXVWRPHU
IHHGEDFN�RU�GRHV�WKH�QDWXUH�RI�WKH�ZRUN�WHQG
WR�SURGXFH�ORZ�SHUIRUPDQFH�UDWLQJV�IURP
FXVWRPHUV��QR�PDWWHU�KRZ�WKH�HPSOR\HH�SHU�
IRUPHG"��,I�WKH�ZRUN�GRHV�QRW�OHQG�LWVHOI�WR
GLUHFW�FXVWRPHU�IHHGEDFN�IRU�LQGLYLGXDOV�
LQGLUHFW�IHHGEDFN�PHDVXUHG�DW�WKH�JURXS�RU
DJHQF\�OHYHO�PLJKW�EH�EHVW�

6HFRQG��GR�FXVWRPHUV�NQRZ�KRZ�LQGLYLGXDOV
SHUIRUP��RU�DUH�WKH\�RQO\�DZDUH�RI�WKHLU�VDW�
LVIDFWLRQ�ZLWK�WKH�ILQDO�SURGXFW�RU�VHUYLFH"��,I
WKH\�KDYH�QR�NQRZOHGJH�RI�LQGLYLGXDO�SHUIRU�
PDQFH��WKH\�VKRXOG�QRW�EH�XVHG�DV�VRXUFHV�RI
IHHGEDFN�RQ�LQGLYLGXDOV�EXW�FRXOG�EH�XVHG
IRU�SURGXFW�RU�VHUYLFH�VDWLVIDFWLRQ�LQIRUPD�
WLRQ�

7KLUG��DUH�FXVWRPHUV�LQWHUQDO�RU�H[WHUQDO"
0DQ\�HPSOR\HHV�GR�QRW�KDYH�GLUHFW�FRQWDFW
ZLWK�H[WHUQDO�FXVWRPHUV��RXWVLGH�WKH�DJHQF\��
,W�LV�RIWHQ�HDVLHU�DQG�PRUH�DSSURSULDWH�WR
VROLFLW�IHHGEDFN�IURP�LQWHUQDO�FXVWRPHUV�
HVSHFLDOO\�IRU�DGPLQLVWUDWLYH�VXSSRUW�SRVLWLRQV
VXFK�DV�SHUVRQQHO�PDQDJHPHQW�VSHFLDOLVWV�
RIILFH�DXWRPDWLRQ�FOHUNV��RU�EXGJHW�DQDO\VWV�
$OVR��DVNLQJ�H[WHUQDO�FXVWRPHUV�WR�UDWH
HPSOR\HHV�PD\�PDNH�FXVWRPHUV�IHHO�XQFRP�
IRUWDEOH�

([DPSOH�RI�DQ�2UJDQL]DWLRQ
V�8VH�RI

,QWHUQDO�&XVWRPHU�)HHGEDFN�

%HUOH[�/DERUDWRULHV��D�8�6��VXEVLGLDU\�RI�WKH
*HUPDQ�FRUSRUDWLRQ�6FKHULQJ�$*��KDG�WR
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UHRUJDQL]H�GXH�WR�D�PHUJHU���%HUOH[�FRQ�
GXFWHG�D�VWXG\�WR�VHH�KRZ�WKH\�FRXOG
LPSURYH�LQWHUQDO�ZRUN�SURFHVVHV���7KLV
LQFOXGHG�LQWHUYLHZLQJ�LQWHUQDO�FXVWRPHUV�
)RU�H[DPSOH��TXHVWLRQV�DVNHG�DERXW�WKHLU
)LQDQFH�2IILFH�LQFOXGHG��¦+RZ�VDWLVILHG
DUH�\RX�ZLWK�WKH�SURGXFWV�DQG�VHUYLFHV�\RX
UHFHLYH"§�DQG�¦+RZ�LPSRUWDQW�DUH�WKRVH
SURGXFWV�DQG�VHUYLFHV�WR�WKH�HIIHFWLYHQHVV
RI�\RXU�RSHUDWLRQ�DQG�WR�\RXU�DELOLW\�WR�VHUYH
H[WHUQDO�FXVWRPHUV"§��$VNLQJ�WKHLU�LQWHUQDO

FXVWRPHUV�WKHVH�W\SHV�RI�TXHVWLRQV�JDYH�D
VLJQDO�WR�WKH�ZKROH�RUJDQL]DWLRQ�WKDW�LPSURY�
LQJ�SHUIRUPDQFH�LV�LPSRUWDQW�DQG�WKDW�WKH
FRPSDQ\�ZDQWHG�WR�VXSSRUW�LWV�HPSOR\HHV�LQ
SURYLGLQJ�KLJK�TXDOLW\�FXVWRPHU�VHUYLFH�WR
LQWHUQDO�DV�ZHOO�DV�H[WHUQDO�FXVWRPHUV�
,QWHUQDO�FXVWRPHUV�JDYH�VXJJHVWLRQV�WKDW
LPSURYHG�WKH�LQWHUQDO�RSHUDWLRQV�RI�WKH
RUJDQL]DWLRQ���7KH\�DOVR�LGHQWLILHG�HPHUJLQJ
QHHGV�WKDW�KDGQ
W�EHHQ�FRQVLGHUHG��$]]ROLQL
DQG�6KLOODEHU��������

&RPSRQHQW�[�

5HFRJQLWLRQ�DQG�5HZDUGV

5HFRJQL]LQJ�DQG�UHZDUGLQJ�GHVLUHG�OHYHOV�RI
FXVWRPHU�VHUYLFH�LV�D�IRXUWK�FRPSRQHQW�RI�D
FXVWRPHU�IRFXVHG�SHUIRUPDQFH�PDQDJHPHQW
SURJUDP���3HUIRUPDQFH�PDQDJHPHQW�VKRXOG
SURYLGH�EXLOW�LQ�LQFHQWLYHV�WKDW�ZLOO�SURPRWH
KLJK�TXDOLW\�FXVWRPHU�VHUYLFH���*DLQVKDULQJ�
VPDOO�JURXS�LQFHQWLYHV��RU�JRDOVKDULQJ�DUH�D
IHZ�H[DPSOHV�RI�LQFHQWLYH�SURJUDPV�WKDW�FDQ
LQFRUSRUDWH�FXVWRPHU�VHUYLFH�LQWR�WKH�SD\RXW
IRUPXOD���2WKHU�LQFHQWLYHV�FRXOG�EH�DGGLWLRQ�
DO�WUDLQLQJ��KLJKHU�HPSOR\HH�LQYROYHPHQW�LQ
GHFLVLRQV�RQ�KRZ�WKH�ZRUN�JHWV�GRQH��RU
RWKHU�WKLQJV�WKDW�HPSOR\HHV�YDOXH���5HZDUG�
LQJ�DQG�UHFRJQL]LQJ�RXWVWDQGLQJ�FXVWRPHU
VHUYLFH�VKRZV�HPSOR\HHV�WKDW�WKH�DJHQF\
FDUHV�DERXW�FXVWRPHU�VHUYLFH�DQG�SURPRWHV
JRDO�DFFRPSOLVKPHQW�

:KHQ�VWUDWHJLF�SODQV�DUH�HVWDEOLVKHG�WR
LPSOHPHQW�FXVWRPHU�VHUYLFH�VWDQGDUGV�DW�DQ
RUJDQL]DWLRQDO�OHYHO��DJHQFLHV�ZRXOG�EH�ZLVH
WR�DGGUHVV�UHZDUG�DQG�UHFRJQLWLRQ�SURJUDPV
IRU�WHDPV�DQG�LQGLYLGXDOV�DV�SDUW�RI�WKDW�SODQ
WR�VXSSRUW�DQG�SURPRWH�WKH�JRDOV�WKH\�DUH
HVWDEOLVKLQJ���)RU�H[DPSOH��DV�SDUW�RI�LWV
VWUDWHJLF�SODQV��WKH�+HDOWK�&DUH�)LQDQFLQJ

$GPLQLVWUDWLRQ��+&)$��KDV�HVWDEOLVKHG�DQ
HQWLUH�LQFHQWLYH�DZDUGV�SURJUDP�GHVLJQHG�WR
HQFRXUDJH�HPSOR\HHV�WR�DFKLHYH�WKHLU�FXV�
WRPHU�VHUYLFH�JRDOV�

0RQHWDU\�,QFHQWLYHV�

:KHQ�JRDO�VHWWLQJ�DQG�PRQHWDU\�LQFHQWLYHV
DUH�FRPELQHG��WKH�LQFUHDVH�LQ�SHUIRUPDQFH�LV
GUDPDWLF���/RFNH�DQG�/DWKDP��������IRXQG�D
SRWHQWLDO�PHGLDQ�LQFUHDVH�LQ�SHUIRUPDQFH�RI
PRUH�WKDQ����SHUFHQW���0RQH\�VXSSRUWV�SHU�
IRUPDQFH�LPSURYHPHQW�WKURXJK�JRDO�VHWWLQJ
E\�WKHVH�PHFKDQLVPV�

� 0RQH\�FDQ�LQFUHDVH�JRDO�DFFHSWDQFH�RU
JRDO�FRPPLWPHQW�

� 0RQH\�FDQ�LQGXFH�SHRSOH�WR�VHW�JRDOV�
DQG

� $�PRQHWDU\�LQFHQWLYH�FDQ�OHDG�WR�WKH�VHW�
WLQJ�RI�KLJKHU�JRDOV�WKDQ�ZRXOG�EH�VHW�LQ
WKH�DEVHQFH�RI�D�PRQHWDU\�LQFHQWLYH�

$Q�H[DPSOH�RI�DQ�DJHQF\�XVLQJ�PRQHWDU\
LQFHQWLYHV�WR�SURPRWH�LWV�FXVWHU�VHUYLFH
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JRDOV�FRPHV�IURP�WKH�7HQQHVVHH�9DOOH\
$XWKRULW\��79$����79$�KDV�HVWDEOLVKHG�DQ
LQFHQWLYH�SURJUDP�FDOOHG�6XFFHVV�6KDULQJ�
3D\PHQW�RI�D�6XFFHVV�6KDULQJ�DZDUG�GHSHQGV
RQ�ZKHWKHU�WKH�$JHQF\�PHHWV�LWV�JRDOV�
ZKLFK�DUH�VHW�LQ�WKUHH�NH\�SHUIRUPDQFH
DUHDV���ILQDQFLDO��HPSOR\HH�ZRUNOLIH��DQG
FXVWRPHU�VHUYLFH���7KH�WKUHH�JRDOV�VHW�IRU
FXVWRPHU�VHUYLFH�DUH�

�� $FKLHYH�SODQW�DYDLODELOLW\�RI�DW�OHDVW
����ELOOLRQ�NLORZDWWV�SHU�KRXU�

�� $FKLHYH�WUDQVPLVVLRQ�UHOLDELOLW\�RI����
�PLQXWHV�RU�OHVV�RI�SRZHU�ORVV�SHU
�FXVWRPHU�SHU�PRQWK�

�� (QKDQFH�VHUYLFHV�WR�FXVWRPHUV�WKURXJK
D���SHUFHQW�UHGXFWLRQ�RI�DGPLQLVWUDWLYH
FRVWV����79$�EHOLHYHV�WKDW�PHHWLQJ�WKLV
JRDO�ZLOO�KHOS�LW�HQKDQFH�VHUYLFH�WR�WKH
9DOOH\�FRPPXQLWLHV��

79$�KDV�HVWDEOLVKHG�WKHVH�PHDVXUHV�DV�NH\
TXDOLW\�LQGLFDWRUV�RI�FXVWRPHU�VHUYLFH���7KH
$JHQF\�PXVW�PHHW�LWV�ILQDQFLDO�DQG�HPSOR\HH
ZRUNOLIH�JRDOV�DQG�DW�OHDVW�WZR�RI�WKH�WKUHH
FXVWRPHU�VHUYLFH�JRDOV�EHIRUH�DQ\�DZDUGV�DUH
JLYHQ���7KH�DZDUG�SRRO�IRU������ZDV�HTXDO
WR�����SHUFHQW�RI�WKH�GLIIHUHQFH�EHWZHHQ�ILV�
FDO�\HDU������DFWXDO�DGMXVWHG�RSHUDWLQJ
LQFRPH�DQG�6XFFHVV�6KDULQJ
V�ILQDQFLDO�EDVH�
OLQH�RI������PLOOLRQ���7KH�SRRO�ZDV�VKDUHG
DPRQJ�WKH�WRWDO�QXPEHU�RI�HOLJLEOH�HPSOR\�
HHV�

$QRWKHU�H[DPSOH�RI�FXVWRPHU�VHUYLFH�LQFHQ�
WLYHV�FRPHV�IURP�WKH�8�6��0DULQH�&RUSV
([FKDQJH��D�VHULHV�RI�QRQDSSURSULDWHG�IXQG
UHWDLO�RSHUDWLRQV�HVWDEOLVKHG�WR�VHUYH�0DULQHV
DQG�WKHLU�IDPLOLHV�VWDWLRQHG�DOO�RYHU�WKH
ZRUOG���7KH�([FKDQJH�KDV�DQ�DZDUG�FDOOHG

WKH�&DVKLHU�RI�WKH�4XDUWHU���'XULQJ�D�FHUH�
PRQ\�IRU�DOO�HPSOR\HHV��D�����DZDUG�LV�JLYHQ
WR�WKH�FDVKLHU�ZKR�KDV�GHPRQVWUDWHG�WKH�PRVW
RXWVWDQGLQJ�FXVWRPHU�VHUYLFH�GXULQJ�WKH
SHULRG��DV�GHWHUPLQHG�E\�PDQDJHPHQW�XVLQJ
FXVWRPHU�LQSXW���$OWKRXJK�WKH�DPRXQW�RI�WKH
JLIW�LV�QRW�ODUJH��WKH�UHFRJQLWLRQ�IURP�PDQDJH�
PHQW�DQG�WKH�VWDQGLQJ�RYDWLRQ�JLYHQ�E\�SHHUV
KDV�PDGH�WKH�DZDUG�SRSXODU�ZLWK
HPSOR\HHV���,W�KDV�DOVR�SXW�DQ�HPSKDVLV�RQ
KLJK�TXDOLW\�FXVWRPHU�VHUYLFH�DQG�JLYHV
HPSOR\HHV�SHUIRUPDQFH�PRGHOV�WR�HPXODWH�

1RQPRQHWDU\�5HFRJQLWLRQ�

1RQPRQHWDU\�UHFRJQLWLRQ�RI�HPSOR\HH�DQG

WHDP�DFKLHYHPHQWV�RI�FXVWRPHU�VHUYLFH�JRDOV
RIWHQ�FDQ�EH�PRUH�YDOXHG�E\�HPSOR\HHV�DQG
EH�PRUH�VLJQLILFDQW�DW�LPSURYLQJ�SHUIRUPDQFH
WKDQ�PRQHWDU\�DZDUGV���)RU�H[DPSOH��DW�,%0
&RUSRUDWLRQ��JRDO�DWWDLQPHQW�LV�IROORZHG�E\
LPPHGLDWH�UHZDUGV��VRPH�PRQHWDU\��VRPH
QRQPRQHWDU\���(PSOR\HHV�VWDWH�WKDW�WKH�PRVW
FKHULVKHG�UHZDUG�LV�QRW�PRQH\��KRZHYHU��EXW
KDYLQJ�RQH
V�QDPH�RQ�WKH�EXOOHWLQ�ERDUG�ZLWK
D�QRWDWLRQ�VD\LQJ������SHUFHQW���RU�KDYLQJ�D
SDUW\�WKURZQ�RQ�RQH
V�EHKDOI��RU�UHFHLYLQJ�D
IORZ�RI�FRQJUDWXODWRU\�QRWHV�IURP�VXSHULRUV
�/RFNH�DQG�/DWKDP��������

7KH�1DYDO�$YLDWLRQ�6XSSO\�2IILFH�LQ�3KLOD�
GHOSKLD�KDV�D�QRQPRQHWDU\�DZDUG�WKDW�VSHFLIL�
FDOO\�VXSSRUWV�FXVWRPHU�VHUYLFH�SHUIRUPDQFH�
7KH�DZDUG�LV�FDOOHG�WKH�VHPL�DQQXDO�*URXS�
7HDP�5HFRJQLWLRQ�IRU�6DWLVI\LQJ�,QWHUQDO
&XVWRPHUV�6XSSOLHUV���,W�UHFRJQL]HV�D
JURXS
V�VSHFLDO�HIIRUWV�LQ�VDWLVI\LQJ�LQWHUQDO
FXVWRPHUV���,Q�D�UHFHQW�VXUYH\�����SHUFHQW�RI
HPSOR\HHV�DSSURYHG�RI�WKLV�DZDUG�DQG
UHFRPPHQGHG�WKDW�WKLV�IRUP�RI�UHFRJQLWLRQ
FRQWLQXH�
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&RQQHFWLRQV�$FURVV�&RPSRQHQWV

3HUIRUPDQFH�PDQDJHPHQW�PD[LPL]HV�LWV
HIIHFWLYHQHVV�ZKHQ�WKH�IRXU�FRPSRQHQW�SUR�
FHVVHV�RI�JRDO�VHWWLQJ��PHDVXUHPHQW��IHHG�
EDFN��DQG�UHFRJQLWLRQ�DQG�UHZDUG�DUH�OLQNHG
WRJHWKHU���7KURXJKRXW�WKLV�SDSHU�VRPH�RI
WKHVH�FRQQHFWLRQV�KDYH�EHHQ�QRWHG�DQG�EHDU
UHSHDWLQJ�KHUH�

*RDO�6HWWLQJ�DQG�0HDVXUHPHQW���7R
GHWHUPLQH�ZKHWKHU�D�JRDO�KDV�EHHQ�DFKLHYHG�
D�PHDVXUHPHQW�V\VWHP�PXVW�EH�LQ�SODFH���,I
\RX�FDQ
W�TXDQWLI\�RU�YHULI\�SHUIRUPDQFH�LQ
UHDFKLQJ�WKH�JRDO��WKHUH�ZLOO�EH�QR�ZD\�WR
DVVHVV�OHYHOV�RI�SHUIRUPDQFH�RU�VSHFLI\
ZKHUH�LPSURYHPHQW�LV�QHHGHG���2QO\�E\
PHDVXULQJ�FXVWRPHU�VHUYLFH�ZLOO�DQ�DJHQF\
NQRZ�LI�LW�LV�PHHWLQJ�LWV�FXVWRPHU�VHUYLFH
VWDQGDUGV���2QO\�E\�PHDVXULQJ�LQGLYLGXDO
DQG�WHDP�SHUIRUPDQFH�ZLOO�PDQDJHUV�DQG
WHDP�PHPEHUV�NQRZ�ZKHUH�LPSURYHPHQW
LV�QHHGHG�

*RDO�6HWWLQJ�DQG�)HHGEDFN���)HHGEDFN�LV
PRVW�HIIHFWLYH�ZKHQ�LW�DGGUHVVHV�SHUIRU�
PDQFH�UHODWHG�WR�JRDO�DFKLHYHPHQW�HIIRUWV�
:KHQ�JRDO�VHWWLQJ�WDNHV�SODFH�DV�D�UHVXOW�RI
IHHGEDFN�RQ�SHUIRUPDQFH��HPSOR\HH�SHUIRU�
PDQFH�LPSURYHV�VLJQLILFDQWO\���)HHGEDFN
WKDW�LV�YDJXH��RU�WKDW�RFFXUV�HLWKHU�DIWHU�JRDO
DFKLHYHPHQW�RU�DIWHU�IDLOXUH�WR�UHDFK�WKH�JRDO
ZLOO�EH�WRR�ODWH�WR�LPSURYH�SHUIRUPDQFH�

*RDO�6HWWLQJ�DQG�5HZDUGV���(VWDEOLVK�
LQJ�LQFHQWLYH�SURJUDPV�FDQ�HQFRXUDJH�LQGL�
YLGXDOV�DQG�JURXSV�WR�VHW�KLJKHU�JRDOV�WKDQ
RWKHUZLVH�ZRXOG�KDYH�EHHQ�VHW���,QFHQWLYHV
DOVR�LQFUHDVH�JRDO�DFFHSWDQFH�E\�HPSOR\HHV�

0HDVXUHPHQW�DQG�)HHGEDFN���(VWDEOLVKLQJ
D�PHDVXUHPHQW�V\VWHP�ZLWKRXW�VKDULQJ�WKDW
LQIRUPDWLRQ�ZLWK�WKH�HPSOR\HHV�ZKR

FRXOG�XVH�WKH�GDWD�WR�LPSURYH�SHUIRUPDQFH�LV
D�ZDVWH�RI�WLPH�DQG�HQHUJ\���(IIHFWLYH�IHHG�
EDFN�VKRXOG�FRQWDLQ�LQIRUPDWLRQ�IURP�D�JRRG
PHDVXUHPHQW�V\VWHP���7KH�HDVLHVW�ZD\�WR
NHHS�IHHGEDFN�VSHFLILF�LV�WR�XVH�LQIRUPDWLRQ
IURP�WKH�PHDVXUHPHQW�V\VWHP�

0HDVXUHPHQW�DQG�5HZDUGV���,Q�RUGHU�IRU
LQFHQWLYH�SODQV�WR�VXFFHHG��WKH\�PXVW�EH
EDVHG�RQ�D�FUHGLEOH�DQG�DFFHSWHG�SHUIRU�
PDQFH�PHDVXUHPHQW�V\VWHP���$QG�RQH�RI�WKH
PRVW�HIIHFWLYH�ZD\V�WR�VWLPXODWH�LQWHUHVW�LQ
WKH�FXVWRPHU�VHUYLFH�PHDVXUHV�LV�WR�OLQN�WKHP
WR�UHZDUGV�

)HHGEDFN�DQG�5HZDUGV���)HHGEDFN�RQ�JRDO
DWWDLQPHQW�IURP�SHHUV�DQG�PDQDJHPHQW�LV
RIWHQ�D�IRUP�RI�UHFRJQLWLRQ�LQ�LWVHOI���$QG
OLNHZLVH��UHFHLYLQJ�IRUPDO�UHFRJQLWLRQ�LV�D
SRZHUIXO�IRUP�RI�IHHGEDFN�

,PSURYLQJ�&XVWRPHU�6HUYLFH�

7KH�SURFHVV�OLQNV�PHQWLRQHG�KHUH�DUH�RQO\
H[DPSOHV�RI�KRZ�WKH�SURFHVVHV�ZRUN�WRJHWKHU
WR�LPSURYH�FXVWRPHU�VHUYLFH���&RQQHOODQ�DQG
=HPNH��������SHUKDSV�EHVW�VXPPDUL]H�WKH
UHVXOWV�RI�OLQNLQJ�WKHVH�IRXU�FRPSRQHQWV�LQ
WKH�IROORZLQJ�VWDWHPHQW�

��LI�\RX�VHW�ERWK�D�VWDQGDUG�DQG�D�JRDO��LI
\RX�LQYROYH�LQGLYLGXDOV�RU�WHDPV�LQ�VHWWLQJ
WKHLU�WDUJHWV��LI�\RX�HPSRZHU�LQGLYLGXDOV
DQG�WHDPV�WR�PDNH�GHFLVLRQV�RQ�WKHLU�RZQ�
LI�\RX�FRPELQH�JRDO�VHWWLQJ�ZLWK�PHDVXUH�
PHQWV�RI�FXVWRPHU�VDWLVIDFWLRQ�WUDFNHG�EDFN
WR�ERWK�LQGLYLGXDOV�DQG�WHDPV��LI�\RX�DGG
SRVLWLYH�FRDFKLQJ��LI�\RX�FHOHEUDWH�SURJUHVV�
DQG�LI�\RX�XVH�UHJXODU�SRVLWLYH�UHLQIRUFH�
PHQW�IRU�WKH�ULJKW�VHW�RI�EHKDYLRUV��WKHQ�JRDO
VHWWLQJ�LV�D�SRZHUIXO��SRVLWLYH�WRRO�IRU
VXVWDLQLQJ�.QRFN�<RXU�6RFNV�2II�6HUYLFH��
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6XPPDU\�DQG�2EVHUYDWLRQV

,PSURYLQJ�FXVWRPHU�VHUYLFH�LV�QRW�RQO\�D
UHTXLUHPHQW�IRU�)HGHUDO�DJHQFLHV��LW�LV�D
QHFHVVLW\�LQ�WKHVH�GD\V�RI�EXGJHW�FXWV�DQG
GHFUHDVLQJ�SXEOLF�VDWLVIDFWLRQ�ZLWK�)HGHUDO
VHUYLFHV���3ULYDWH�LQGXVWU\�KDV�FHQWHUHG�LWV
HIIRUWV�RQ�FXVWRPHU�VDWLVIDFWLRQ�DV�D�VXUYLYDO
WHFKQLTXH�LQ�WKH�ZRUOG�PDUNHW���7KH�0DOFROP
%DOGULJH�$ZDUG�ZDV�HVWDEOLVKHG�WR�UHFRJQL]H
$PHULFDQ�FRPSDQLHV�WKDW�ZHUH�GRLQJ�DQ
H[FHSWLRQDO�MRE�SURYLGLQJ�TXDOLW\�VHUYLFHV
DQG�SURGXFWV�WR�WKHLU�FXVWRPHUV���2QH�RI
LWV�FRUH�YDOXHV�LV�FXVWRPHU�GULYHQ�TXDOLW\�
VWDWLQJ�WKDW�WKH�JRDOV�RI�FRPSDQLHV�VKRXOG
EH�FXVWRPHU�VDWLVIDFWLRQ��FXVWRPHU�VDWLVIDF�
WLRQ�UHODWLYH�WR�FRPSHWLWRUV��DQG�FXVWRPHU
UHWHQWLRQ��DPRQJ�RWKHU�WKLQJV���,Q�IDFW�
���SHUFHQW�RI�WKH�DZDUG�LV�ZHLJKWHG�RQ
FXVWRPHU�VDWLVIDFWLRQ�DORQH�

:LWK�WKH�LQFUHDVHG�HPSKDVLV�RQ�FXVWRPHU
VDWLVIDFWLRQ��)HGHUDO�DJHQFLHV�QHHG�WRROV�WR
KHOS�WKHP�DFKLHYH�WKHLU�FXVWRPHU�VHUYLFH
JRDOV���7KH�SHUIRUPDQFH�PDQDJHPHQW�SUR�
JUDP�DQ�DJHQF\�HVWDEOLVKHV�FDQ�EH�DQ

LPSRUWDQW�WRRO�IRU�DOLJQLQJ�DQG�VHWWLQJ�FXV�
WRPHU�VHUYLFH�JRDOV�DQG�VWDQGDUGV��IRU�HVWDE�
OLVKLQJ�PHDVXUHPHQW�DQG�IHHGEDFN�SURFHVVHV�
DQG�IRU�UHFRJQL]LQJ�DQG�UHZDUGLQJ�KLJK�TXDOL�
W\�FXVWRPHU�VHUYLFH���$V�RQH�PDQDJHU
REVHUYHG��¦3HRSOH�SHUIRUP�EHVW�ZKHQ�WKH\
NQRZ�ZKDW�LV�H[SHFWHG�RI�WKHP���$GG�DXWKRU�
LW\�WR�FOHDUO\�VWDWHG�PDQDJHPHQW�H[SHFWDWLRQV
ZLWK�FRQVLVWHQW�PHDVXUHPHQW�DQG�IROORZ�XS�
DQG�\RX�FDQ�JHW�WKH�UHVXOWV�\RX�DUH�ORRNLQJ
IRU�§��/LQGR��������

)LQDOO\��DJHQFLHV�VLPSO\�ZLOO�QRW�UHDFK�WKH

3UHVLGHQW
V�JRDO�RI�EHVW�LQ�EXVLQHVV�FXVWRPHU
VHUYLFH�XQOHVV�WKH\�WDNH�DFWLRQ�E\�VHWWLQJ

RUJDQL]DWLRQDO�DQG�LQGLYLGXDO�FXVWRPHU�VHU�

YLFH�VWDQGDUGV�DQG�JRDOV����5HDFWLQJ�TXLFNO\

WR�FXVWRPHUV
�SUREOHPV�PLJKW�EH�FRQVLGHUHG

JRRG�FXVWRPHU�VHUYLFH��EXW�FRQWLQXHG�ILUH�

ILJKWLQJ�UDUHO\�OHDGV�WR�FXVWRPHU�VDWLVIDFWLRQ�
$Q�HQWLUH�FRPSDQ\�>RU�DJHQF\@�PXVW�EH�GHGL�

FDWHG�WR�WKH�JRDO�RI�SURYLGLQJ�SURDFWLYH�FXV�

WRPHU�VHUYLFH����6NUDEHF��������
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3XWWLQJ� SHRSOH� ILUVW� PHDQV� HQVXULQJ� WKDW� WKH� )HGHUDO� *RYHUQPHQW� SURYLGHV
WKH�KLJKHVW�TXDOLW\�VHUYLFH�SRVVLEOH�WR�WKH�$PHULFDQ�SHRSOH���3XEOLF�RIILFLDOV�PXVW
HPEDUN� XSRQ� D� UHYROXWLRQ�ZLWKLQ� WKH�)HGHUDO�*RYHUQPHQW� WR� FKDQJH� WKH�ZD\� LW
GRHV� EXVLQHVV�� � 7KLV� ZLOO� UHTXLUH� FRQWLQXDO� UHIRUP� RI� WKH� H[HFXWLYH� EUDQFK
V
PDQDJHPHQW�SUDFWLFHV�DQG�RSHUDWLRQV�WR�SURYLGH�VHUYLFH�WR�WKH�SXEOLF�WKDW�PDWFKHV
RU�H[FHHGV�WKH�EHVW�VHUYLFH�DYDLODEOH�LQ�WKH�SULYDWH�VHFWRU�

12:��7+(5()25(�� WR�HVWDEOLVK�DQG� LPSOHPHQW�FXVWRPHU� VHUYLFH� VWDQGDUGV� WR

JXLGH� WKH�RSHUDWLRQV�RI� WKH�H[HFXWLYH�EUDQFK��DQG�E\� WKH�DXWKRULW\�YHVWHG� LQ�PH

DV� 3UHVLGHQW� E\� WKH�&RQVWLWXWLRQ� DQG� WKH� ODZV� RI� WKH�8QLWHG� 6WDWHV�� LW� LV� KHUHE\

RUGHUHG�

6HFWLRQ���� �&XVWRPHU�6HUYLFH�6WDQGDUGV�� � ,Q� RUGHU� WR� FDUU\� RXW� WKH� SULQFLSOHV
RI� WKH� 1DWLRQDO� 3HUIRUPDQFH� 5HYLHZ�� WKH� )HGHUDO� *RYHUQPHQW� PXVW� EH� FXV�
WRPHU�GULYHQ���7KH�VWDQGDUG�RI�TXDOLW\�IRU�VHUYLFHV�SURYLGHG�WR�WKH�SXEOLF�VKDOO�EH�
&XVWRPHU� VHUYLFH� HTXDO� WR� WKH� EHVW� LQ� EXVLQHVV�� � )RU� WKH� SXUSRVHV� RI� WKLV� RUGHU�
�FXVWRPHU�� VKDOO� PHDQ� DQ� LQGLYLGXDO� RU� HQWLW\� ZKR� LV� GLUHFWO\� VHUYHG� E\� D
GHSDUWPHQW� RU� DJHQF\�� � �%HVW� LQ� EXVLQHVV�� VKDOO� PHDQ� WKH� KLJKHVW� TXDOLW\� RI
VHUYLFH� GHOLYHUHG� WR� FXVWRPHUV� E\� SULYDWH� RUJDQL]DWLRQV� SURYLGLQJ� D� FRPSDUDEOH
RU�DQDORJRXV�VHUYLFH�

$OO� H[HFXWLYH� GHSDUWPHQWV� DQG� DJHQFLHV� �KHUHLQDIWHU� UHIHUUHG� WR� FROOHFWLYHO\� DV
�DJHQF\�� RU� �DJHQFLHV��� WKDW� SURYLGH� VLJQLILFDQW� VHUYLFHV� GLUHFWO\� WR� WKH� SXEOLF
VKDOO�SURYLGH�WKRVH�VHUYLFHV�LQ�D�PDQQHU�WKDW�VHHNV�WR�PHHW� WKH�FXVWRPHU�VHUYLFH
VWDQGDUG�HVWDEOLVKHG�KHUHLQ�DQG�VKDOO�WDNH�WKH�IROORZLQJ�DFWLRQV�

�D� LGHQWLI\�WKH�FXVWRPHUV�ZKR�DUH��RU�VKRXOG�EH��VHUYHG�E\�WKH�DJHQF\�

�E� VXUYH\�FXVWRPHUV�WR�GHWHUPLQH�WKH�NLQG�DQG�TXDOLW\�RI�VHUYLFHV�WKH\�ZDQW
DQG�WKHLU�OHYHO�RI�VDWLVIDFWLRQ�ZLWK�H[LVWLQJ�VHUYLFHV�

�F���SRVW�VHUYLFH�VWDQGDUGV�DQG�PHDVXUH�UHVXOWV�DJDLQVW�WKHP�

�G���EHQFKPDUN�FXVWRPHU�VHUYLFH�SHUIRUPDQFH�DJDLQVW�WKH�EHVW�LQ�EXVLQHVV�



,PSURYLQJ�&XVWRPHU�6HUYLFH�7KURXJK�(IIHFWLYH�3HUIRUPDQFH�0DQDJHPHQW

86230�30,$' 6HSWHPEHU����� ��

�H�� � VXUYH\� IURQW�OLQH� HPSOR\HHV� RQ�EDUULHUV� WR�� DQG� LGHDV� IRU��PDWFKLQJ� WKH
EHVW�LQ�EXVLQHVV�

�I�� � SURYLGH� FXVWRPHUV�ZLWK� FKRLFHV� LQ� ERWK� WKH� VRXUFHV� RI� VHUYLFH� DQG� WKH
PHDQV�RI�GHOLYHU\�

�J���PDNH�LQIRUPDWLRQ��VHUYLFHV��DQG�FRPSODLQW�V\VWHPV�HDVLO\�DFFHVVLEOH��DQG

�K���SURYLGH�PHDQV�WR�DGGUHVV�FXVWRPHU�FRPSODLQWV�

6HF�� ��� � 5HSRUW� RQ� &XVWRPHU� 6HUYLFH� 6XUYH\V�� � %\� 0DUFK� ��� ������ HDFK
DJHQF\�VXEMHFW�WR�WKLV�RUGHU�VKDOO�UHSRUW�RQ�LWV�FXVWRPHU�VXUYH\V�WR�WKH�3UHVLGHQW�
$V�LQIRUPDWLRQ�DERXW�FXVWRPHU�VDWLVIDFWLRQ�EHFRPHV�DYDLODEOH��HDFK�DJHQF\�VKDOO
XVH� WKDW� LQIRUPDWLRQ� LQ� MXGJLQJ� WKH�SHUIRUPDQFH�RI�DJHQF\�PDQDJHPHQW�DQG� LQ
PDNLQJ�UHVRXUFH�DOORFDWLRQV�

6HF����� �&XVWRPHU�6HUYLFH�3ODQV�� �%\�6HSWHPEHU����������HDFK�DJHQF\�VXEMHFW
WR�WKLV�RUGHU�VKDOO�SXEOLVK�D�FXVWRPHU�VHUYLFH�SODQ�WKDW�FDQ�EH�UHDGLO\�XQGHUVWRRG
E\�LWV�FXVWRPHUV���7KH�SODQ�VKDOO�LQFOXGH�FXVWRPHU�VHUYLFH�VWDQGDUGV�DQG�GHVFULEH
IXWXUH�SODQV� IRU� FXVWRPHU� VXUYH\V�� � ,W� DOVR� VKDOO� LGHQWLI\� WKH�SULYDWH� DQG�SXEOLF
VHFWRU�VWDQGDUGV�WKDW� WKH�DJHQF\�XVHG� WR�EHQFKPDUN� LWV�SHUIRUPDQFH�DJDLQVW� WKH
EHVW� LQ� EXVLQHVV�� � ,Q� FRQQHFWLRQ� ZLWK� WKH� SODQ�� HDFK� DJHQF\� LV� HQFRXUDJHG� WR
SURYLGH�WUDLQLQJ�UHVRXUFHV�IRU�SURJUDPV�QHHGHG�E\�HPSOR\HHV�ZKR�GLUHFWO\�VHUYH
FXVWRPHUV� DQG� E\� PDQDJHUV� PDNLQJ� XVH� RI� FXVWRPHU� VXUYH\� LQIRUPDWLRQ� WR
SURPRWH�WKH�SULQFLSOHV�DQG�REMHFWLYHV�FRQWDLQHG�KHUHLQ�

6HF������,QGHSHQGHQW�$JHQFLHV���,QGHSHQGHQW�DJHQFLHV�DUH�UHTXHVWHG�WR�DGKHUH�WR
WKLV�RUGHU�

6HF�� ��� � -XGLFLDO� 5HYLHZ�� � 7KLV� RUGHU� LV� IRU� WKH� LQWHUQDO� PDQDJHPHQW� RI� WKH
H[HFXWLYH� EUDQFK� DQG� GRHV� QRW� FUHDWH� DQ\� ULJKW� RU� EHQHILW�� VXEVWDQWLYH� RU
SURFHGXUDO�� HQIRUFHDEOH� E\� D� SDUW\� DJDLQVW� WKH� 8QLWHG� 6WDWHV�� LWV� DJHQFLHV� RU
LQVWUXPHQWDOLWLHV��LWV�RIILFHUV�RU�HPSOR\HHV��RU�DQ\�RWKHU�SHUVRQ�

:,//,$0�-��&/,1721

7+(�:+,7(�+286(�

6HSWHPEHU���������
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68%-(&7� ����,PSURYLQJ�&XVWRPHU�6HUYLFH

,Q�WKH�ILUVW�SKDVH�RI�WKLV�$GPLQLVWUDWLRQ©V�UHLQYHQWLQJ�JRYHUQPHQW�LQLWLDWLYH��,
HVWDEOLVKHG�WKH�SULQFLSOH�WKDW�JRYHUQPHQW�PXVW�EH�FXVWRPHU�GULYHQ���([HFXWLYH
2UGHU�1R���������¦6HWWLQJ�&XVWRPHU�6HUYLFH�6WDQGDUGV�§�FDOOHG�IRU�D�UHYROX�
WLRQ�ZLWKLQ�WKH�)HGHUDO�*RYHUQPHQW�WR�FKDQJH�WKH�ZD\�LW�GRHV�EXVLQHVV���7KH
LQLWLDO�DJHQF\�UHVSRQVHV�WR�WKDW�RUGHU��LQFOXGLQJ�WKH�VHUYLFH�VWDQGDUGV�SXEOLVKHG
LQ�6HSWHPEHU�������KDYH�EHJXQ�WKH�SURFHVV�RI�HVWDEOLVKLQJ�D�PRUH�FXVWRPHU�
IRFXVHG�JRYHUQPHQW���)RU�WKH�ILUVW�WLPH��WKH�)HGHUDO�*RYHUQPHQW©V�FXVWRPHUV
KDYH�EHHQ�WROG�ZKDW�WKH\�KDYH�D�ULJKW�WR�H[SHFW�ZKHQ�WKH\�DVN�IRU�VHUYLFH�

,Q�WKH�VHFRQG�SKDVH�RI�UHLQYHQWLQJ�JRYHUQPHQW��¦3KDVH�,,§���WKLV�HIIRUW�VKRXOG
EH�FRQWLQXHG�DQG�LQWHJUDWHG�ZLWK�RWKHU�UHVWUXFWXULQJ�DFWLYLWLHV���7KH�ILUVW
TXHVWLRQ�DJHQF\�UHVWUXFWXULQJ�WHDPV�VKRXOG�DVN�LV�ZKHWKHU�D�SURJUDP�RU
IXQFWLRQ�LV�FULWLFDO�WR�WKH�DJHQF\©V�PLVVLRQV�EDVHG�RQ�¦FXVWRPHU§�LQSXW���7R
FDUU\�RXW�WKLV�3KDVH�,,�HIIRUW�DQG�DVVXUH�WKDW�JRYHUQPHQW�SXWV�WKH�FXVWRPHU
ILUVW��,�DP�QRZ�GLUHFWLQJ�WKH�DGGLWLRQDO�VWHSV�VHW�IRUWK�LQ�WKLV�PHPRUDQGXP�

$FWLRQV���7KH�DJHQFLHV�FRYHUHG�E\�([HFXWLYH�2UGHU�1R��������DUH�GLUHFWHG
DV�IROORZV�

����,Q�RUGHU�WR�FRQWLQXH�FXVWRPHU�VHUYLFH�UHIRUP��DJHQFLHV�VKDOO�WUHDW�WKH
UHTXLUHPHQWV�RI�([HFXWLYH�2UGHU�1R��������DV�FRQWLQXLQJ�UHTXLUHPHQWV���7KH
DFWLRQV�WKH�RUGHU�SUHVFULEHV��VXFK�DV�VXUYH\LQJ�FXVWRPHUV��VXUYH\LQJ�HPSOR\HHV�
DQG�EHQFK�PDUNLQJ��VKDOO�EH�FRQWLQXLQJ�DJHQF\�DFWLYLWLHV���7KH�SXUSRVH�RI
WKHVH�DFWLRQV�ZLOO�UHPDLQ�DV�LQGLFDWHG�LQ�([HFXWLYH�2UGHU�1R�������¥WKH
HVWDEOLVKPHQW�DQG�LPSOHPHQWDWLRQ�RI�FXVWRPHU�VHUYLFH�VWDQGDUGV�WR�JXLGH�WKH
RSHUDWLRQV�RI�WKH�H[HFXWLYH�EUDQFK�
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����$JHQFLHV�VKDOO��E\�6HSWHPEHU����������FRPSOHWH�WKH�SXEOLFDWLRQ�RI

FXVWRPHU�VHUYLFH�VWDQGDUGV��LQ�D�IRUP�UHDGLO\�DYDLODEOH�WR�FXVWRPHUV��IRU�DOO

RSHUDWLRQV�WKDW�GHOLYHU�VLJQLILFDQW�VHUYLFHV�GLUHFWO\�WR�WKH�SXEOLF��7KLV�VKDOO

LQFOXGH�VHUYLFHV�WKDW�DUH�GHOLYHUHG�LQ�SDUWQHUVKLS�ZLWK�6WDWH�DQG�ORFDO�JRYHUQ�

PHQWV��VHUYLFHV�GHOLYHUHG�E\�VPDOO�DJHQFLHV�DQG�UHJXODWRU\�DJHQFLHV��DQG�FXV�

WRPHU�VHUYLFHV�RI�HQIRUFHPHQW�DJHQFLHV�

����$JHQFLHV�VKDOO��RQ�DQ�RQJRLQJ�EDVLV��PHDVXUH�UHVXOWV�DFKLHYHG�DJDLQVW�WKH

FXVWRPHU�VHUYLFH�VWDQGDUGV�DQG�UHSRUW�WKRVH�UHVXOWV�WR�FXVWRPHUV�DW�OHDVW�DQQX�

DOO\���5HSRUWV�VKRXOG�EH�LQ�WHUPV�UHDGLO\�XQGHUVWRRG�E\�LQGLYLGXDO�FXVWRPHUV�

3XEOLF�UHSRUWV�VKDOO�EH�PDGH�EHJLQQLQJ�QR�ODWHU�WKDQ�6HSWHPEHU����������

0HDVXUHPHQW�V\VWHPV�VKRXOG�LQFOXGH�REMHFWLYH�PHDVXUHV�ZKHUHYHU�SRVVLEOH��EXW

VKRXOG�DOVR�LQFOXGH�FXVWRPHU�VDWLVIDFWLRQ�DV�D�PHDVXUH���&XVWRPHU�YLHZV�VKRXOG

EH�REWDLQHG�WR�GHWHUPLQH�ZKHWKHU�VWDQGDUGV�KDYH�EHHQ�VHW�RQ�ZKDW�PDWWHUV�PRVW

WR�WKH�FXVWRPHU���$JHQFLHV�VKRXOG�SXEOLVK�UHSODFHPHQW�VWDQGDUGV�LI�QHHGHG�WR

UHIOHFW�WKHVH�YLHZV�

����'HYHORSPHQW�DQG�WUDFNLQJ�RI�FXVWRPHU�VHUYLFH�PHDVXUHV��VWDQGDUGV��DQG

SHUIRUPDQFH�VKRXOG�EH�LQWHJUDWHG�ZLWK�RWKHU�SHUIRUPDQFH�LQLWLDWLYHV��LQFOXGLQJ

3KDVH�,,�UHVWUXFWXULQJ���&XVWRPHU�VHUYLFH�VWDQGDUGV�DOVR�VKRXOG�EH�UHODWHG�WR

OHJLVODWLYH�DFWLYLWLHV��LQFOXGLQJ�VWUDWHJLF�SODQQLQJ�DQG�SHUIRUPDQFH�PHDVXUHPHQW

XQGHU�WKH�*RYHUQPHQW�3HUIRUPDQFH�DQG�5HVXOWV�$FW�RI�������UHSRUWLQJ�RQ

ILQDQFLDO�DQG�SURJUDP�SHUIRUPDQFH�XQGHU�WKH�&KLHI�)LQDQFLDO�2IILFHUV�$FW�RI

������DQG�WKH�*RYHUQPHQW�0DQDJHPHQW�DQG�5HIRUP�$FW�RI��������2SHUDWLQJ

SODQV��UHJXODWLRQV�DQG�JXLGHOLQHV��WUDLQLQJ�SURJUDPV��DQG�SHUVRQQHO�FODVVLILFDWLRQ

DQG�HYDOXDWLRQ�V\VWHPV�VKRXOG�EH�DOLJQHG�ZLWK�D�FXVWRPHU�IRFXV�

����$JHQFLHV�VKDOO�FRQWLQXH�WR�VXUYH\�HPSOR\HHV�RQ�LGHDV�WR�LPSURYH�FXV�

WRPHU�VHUYLFH��WDNH�DFWLRQ�WR�PRWLYDWH�DQG�UHFRJQL]H�HPSOR\HHV�IRU�PHHWLQJ�RU

H[FHHGLQJ�FXVWRPHU�VHUYLFH�VWDQGDUGV��DQG�IRU�SURPRWLQJ�FXVWRPHU�VHUYLFH�

:LWKRXW�VDWLVILHG�HPSOR\HHV��ZH�FDQQRW�KDYH�VDWLVILHG�FXVWRPHUV�

����$JHQFLHV�VKRXOG�LQLWLDWH�DQG�VXSSRUW�DFWLRQV�WKDW�FXW�DFURVV�DJHQF\�OLQHV

WR�VHUYH�VKDUHG�FXVWRPHU�JURXSV���$JHQFLHV�VKRXOG�WDNH�VWHSV�WR�GHYHORS�FURVV�

DJHQF\��RQH�VWRS�VHUYLFH�WR�FXVWRPHU�JURXSV��VR�WKHLU�FXVWRPHUV�GR�QRW�QHHG�

OHVVO\�JR�IURP�RQH�DJHQF\�WR�DQRWKHU���:KHUH�SRVVLEOH��WKHVH�VWHSV�VKRXOG�WDNH

DGYDQWDJH�RI�QHZ�LQIRUPDWLRQ�WHFKQRORJ\�WRROV�WR�DFKLHYH�UHVXOWV�
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7KH�VWDQGDUG�RI�TXDOLW\�ZH�VHHN�IURP�WKHVH�DFWLRQV�DQG�WKH�([HFXWLYH�RUGHU�LV

FXVWRPHU�VHUYLFH�IRU�WKH�$PHULFDQ�SHRSOH�WKDW�LV�HTXDO�WR�WKH�EHVW�LQ�EXVLQHVV�

,QGHSHQGHQW�$JHQFLHV���,QGHSHQGHQW�DJHQFLHV�DUH�UHTXHVWHG�WR�DGKHUH�WR

WKLV�GLUHFWLYH�

-XGLFLDO�5HYLHZ���7KLV�GLUHFWLYH�LV�IRU�WKH�LQWHUQDO�PDQDJHPHQW�RI�WKH

H[HFXWLYH�EUDQFK�DQG�GRHV�QRW�FUHDWH�DQ\�ULJKW�RU�EHQHILW��VXEVWDQWLYH�RU

SURFHGXUDO��HQIRUFHDEOH�E\�D�SDUW\�DJDLQVW�WKH�8QLWHG�6WDWHV��LWV�DJHQFLHV�RU

LQVWUXPHQWDOLWLHV��LWV�RIILFHUV�RU�HPSOR\HHV��RU�DQ\�RWKHU�SHUVRQ�
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0DMRU�&RQWULEXWRU

WR�7KLV�5HSRUW

.DUHQ�/HELQJ

3HUVRQQHO�0DQDJHPHQW�6SHFLDOLVW

8�6��2IILFH�RI�3HUVRQQHO�0DQDJHPHQW

2IILFH�RI�(PSOR\HH�5HODWLRQV�DQG�:RUNIRUFH�3HUIRUPDQFH

3HUIRUPDQFH�0DQDJHPHQW�DQG�,QFHQWLYH�$ZDUGV�'LYLVLRQ
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%LEOLRJUDSK\

$]]ROLQL��0DU\�DQG�-DPHV�6FKLOODEHU���,QWHU�

QDO�6HUYLFH�4XDOLW\��:LQQLQJ�)URP�WKH

,QVLGH�2XW���4XDOLW\�3URJUHVV��1RYHPEHU

������SDJHV�������

%DLOH\��0DUYLQ��*DU\�%UDJDU��$SULO�&RUPDFL�

&ROOHHQ�0XUUD\��DQG�&DO�3DUDQWHDX���5HF�

LSHV�IRU�'LVDVWHU�§�4XDOLW\�3URJUHVV��-DQX�

DU\�������SDJHV�������

&DUVRQ��3DXOD�3KLOOLSV�DQG�.HUU\�&DUVRQ�

�0DQDJLQJ�&UHDWLYLW\�(QKDQFHPHQW

7KURXJK�*RDO�6HWWLQJ�DQG�)HHGEDFN�§

-RXUQDO�RI�&UHDWLYH�%HKDYLRU��-DQXDU\�

0DUFK�������SDJHV�������

&RQQHOODQ��7KRPDV�.��DQG�5RQ�=HPNH��6XV�

WDLQLQJ�.QRFN�<RXU�6RFNV�2II�6HUYLFH�

1HZ�<RUN��1<��$PHULFDQ�0DQDJHPHQW

$VVRFLDWLRQ�������

(DVWRQ��*HRUJH�6����7KH������6WDWH�RI�8�6�

7RWDO�4XDOLW\�0DQDJHPHQW���$�%DOG�

ULJH�([DPLQHU
V�3HUVSHFWLYH�§�&DOLIRUQLD

0DQDJHPHQW�5HYLHZ��6SULQJ������

SDJHV�������

)ODQDJDQ��7KHUHVD�$��DQG�-RDQ�2��)UHGHULFNV�

�,PSURYLQJ�&RPSDQ\�3HUIRUPDQFH

WKURXJK�&XVWRPHU�6DWLVIDFWLRQ�0HDVXUH�

PHQW�DQG�0DQDJHPHQW�§�1DWLRQDO�3URGXF�

WLYLW\�5HYLHZ��6SULQJ�������SDJHV���������

*RRGPDQ��-RKQ�$����3UHYHQWLQJ�740�3URE�

OHPV��0HDVXUHG�6WHSV�7RZDUG

&XVWRPHU�'ULYHQ�4XDOLW\�,PSURYHPHQW�§

1DWLRQDO�3URGXFWLYLW\�5HYLHZ��$XWXPQ

������SDJHV���������

*UDHVVHO��%RE�DQG�3HWH�=HLGOHU���8VLQJ�4XDO�

LW\�)XQFWLRQ�'HSOR\PHQW�WR�,PSURYH�&XV�

WRPHU�6HUYLFH�§�4XDOLW\�3URJUHVV��1RYHP�

EHU�������SDJHV�������

/LQGR��'DYLG�.����+RZ�0XFK�5RSH�'R�<RX

�1HHG"�§�6XSHUYLVLRQ��2FWREHU������

SDJHV�����

/RFNH��(�$��	�*�3��/DWKDP��*RDO�6HWWLQJ�

$�0RWLYDWLRQDO�7HFKQLTXH�7KDW�:RUNV�

(QJOHZRRG�&OLIIV��1-��3UHQWLFH�+DOO�

�����

0H\HU��&KULVWRSKHU���+RZ�WKH�5LJKW�0HDVXUHV

+HOS�7HDPV�([FHO�§�+DUYDUG�%XVL�

QHVV�5HYLHZ��0D\�-XQH�������SDJHV����

����

6NUDEHFN��-U���4XHQWLQ�5����*HW�$OO�(PSOR\�

HHV�,QYROYHG�LQ�6DWLVI\LQJ�&XVWRPHUV�§

4XDOLW\�3URJUHVV��1RYHPEHU�������SDJHV

������

:LOVRQ��/L]���7KH�4XDOLW\�0HDVXUH�LV�&XV�

WRPHU�2SLQLRQ�§�-RXUQDO�IRU�4XDOLW\�	

�3DUWLFLSDWLRQ��2FWREHU�1RYHPEHU������

SDJHV�������

=LJRQ��-DFN���0DNLQJ�3HUIRUPDQFH�$SSUDLVDO

:RUN�)RU�7HDPV�§�7UDLQLQJ��-XQH������

SDJHV������
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