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SUMMARY  
 
With emergence of new competitors, pressure to take full advantage of potential within 
the new technologies and due to economic turbulence, product and price are becoming 
less important. Therefore, organizations are forced to find new ways to differentiate 
themselves in a buyer-seller relationship and find ways and strategies that ultimately 
drive organizational performance. Organizations adopt different orientations, in order to 
improve their performance. Organization Orientation could refer to marketing 
orientation, service orientation, production orientation, employee orientation or customer 
orientation. Service orientation is defined as 'the extent to which an organization adopts 
organizational policy, custom, and procedure aimed at supporting and rewarding service 
activities with a goal to create and deliver excellent service'. Service orientation is also 
understood as 'a strategic response to market information which is designed to implement 
marketing concept within the overall framework of customer oriented services'. A service 
oriented company (with dimensions like Service leadership, Service vision, Service 
system and Human resource management) strives to satisfy customers, create and deliver 
customer value (e.g. service quality and service value) in the market, and increase 
company performance and profitability. 
 Given this backdrop, this study has examined the organizational service orientation and 
its impact on organizational performance in Indian manufacturing, service and hybrid 
(having characteristics of both service and manufacturing) firms. This research is based 
on empirical study of 522 firms, covering service and manufacturing sectors from both 
private and public sector across India. Variations of service orientation scores across 
organizations have been studied using one way ANOVA. 
 
The service orientation measurement scale for this study is based on modified version of 
SERV*OR scale by Lytle et al. (1998).The scale is reasonably valid and correlates 
significantly with organizational performance. The modified scale, called i-SERV*OR 
scale consists of 11 dimensions, being measured through 37 items. 11 dimensions 
include: Customer Treatment, Employee Empowerment, Service Technology, Service 
Failure Prevention, Service Vision, Service Standard Communication, Service Failure 
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 Recovery, Service Rewards, Service Leadership, and Service Training and Real time 
Management Information System. Based on the literature, a separate 5 item scale has 
been used to measure organizational performance. Both the scales fare well in terms of 
reliability and predict organizational performance significantly. 
 
One-way ANOVA results give evidence that there is not much difference between 
service orientation scores between sectors (service, manufacturing and hybrid), but there 
exists significant variability within the sectors itself. A micro level analysis shows that 
there is not much difference in service orientation of the public and the private enterprises 
in service sector but public sector scores much less in case of manufacturing sector. 
Within service sector, service orientation scores for the telecom services are found higher 
than IT, financial service and insurance firms. 
 Results of linear regression reveal that the association between organization performance 
and service orientation was positive and significant for the three sets of industries. 
Service orientation as measured by i-SERV*OR scale explain variance in organizational 
performance to the extent of about 57% in service, 59% in manufacturing and 63% in 
hybrid sector respectively. 
 For all the three sectors, it is found that service firms which provide extended services 
like services supporting customers (SSC) and those manufacturing firms which provide 
services supporting products (SSP) perform better than those firms which do not provide 
such services and product support. 
 In case of the service sector, Service Orientation parameters such as, customer treatment, 
service technology, service vision, service standard communication, service failure 
recovery, service leadership and Management Information system (MIS), have very 
strong association with the five parameters of performance. 
 
In case of manufacturing firms, a high correlation was observed between the Service 
orientation parameters like service failure prevention, service leadership and service 
failure recovery and the five parameters of performance. 
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 This study contributes to research in terms of developing modified SERV*OR scale of 
service orientation, called i- SERV*OR scale This can be used not only for service firms 
but equally used for manufacturing and hybrid firms. This study has brought out an 
important additional service orientation dimension on real time Management information 
system. This is very relevant in the current business environment of Information era. This 
study provides guidance to practicing managers, as to focus on certain parameters of 
service orientation as per type of organization in order to improve the organizational 
performance. This study has certain limitations. Service orientation has a delayed effect 
on Organizational performance. The data is a snapshot of the phenomenon thus 
constraining the unfolding of the association in a temporal dimension. Regarding 
performance parameters, the judgmental measure of respondents viz-a-viz their 
competitors has been used in this study. 
 
Future research may be carried out in other countries for wider acceptance of i-
SERV*OR scale. Comparative study of impact of service orientation viz-a-viz market 
orientation on organizational performance may be undertaken to understand, which is 
better predictor of organizational performance in Indian context. 
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����6HUYLFH�2ULHQWDWLRQ
6HUYLFH�RULHQWDWLRQ��WKH�UHODWLRQVKLS�DQG�VWUDWHJ\�EHWZHHQ�WKH�FRPSDQ\�DQG�WKH�FXVWRPHU��
LV� DUJXDEO\� WKH� PRVW� LPSRUWDQW� DUHD� IRU� D� EXVLQHVV� WR� VWXG\�� *ROHPDQ� ������ GH¿QHG�
VHUYLFH� RULHQWDWLRQ� DV� ³DQWLFLSDWLQJ�� UHFRJQL]LQJ� DQG� PHHWLQJ� FXVWRPHU� QHHGV´�� DQG�
VHUYLFH�RULHQWDWLRQ��DV�DQ�LPSRUWDQW�UDPLILFDWLRQ�RI�WKH�PDUNHWLQJ�FRQFHSW��LV�SURYHQ�WR�EH�
DVVRFLDWHG� ZLWK� SHUIRUPDQFH�� 6HUYLFH� RULHQWDWLRQ� LV� 
D� VWUDWHJLF� UHVSRQVH� WR� PDUNHW�
LQIRUPDWLRQ� ZKLFK� LV� GHVLJQHG� WR� LPSOHPHQW� PDUNHWLQJ� FRQFHSW� ZLWKLQ� WKH� RYHUDOO�
IUDPHZRUN�RI�FXVWRPHU�RULHQWHG�VHUYLFHV
��/HH�DQG .LP������� ��
7KH�LQWHUHVW�RI�VHUYLFH�VFKRODUV�LQ�VHUYLFH�RULHQWDWLRQ�GDWHV�EDFN�WR�$GDLU��������ZKR�LV�
FUHGLWHG�WR�KDYH�ILUVW�XVHG�WKH�FRQFHSW�DQG�LGHQWLILHG�LW�DV�DQ�LPSRUWDQW�WUDLW�LQ�OLEUDULDQV��
7KHUHDIWHU�+RJDQ�HW�DO� ������ ZRUNHG�RQ�WKH�VHUYLFH�RULHQWDWLRQ�RI�KRVSLWDO�VWDII��7KH�
FRQFHSW� UHFHLYHG� LQWHUHVW� GXULQJ� WKH� UHVXUJHQFH� RI� WKH� VHUYLFHV� DQG� VHUYLFH� TXDOLW\�
UHVHDUFK�LQ�WKH�����V��6FKQHLGHU�HW�DO���������*U|QURRV������� 3DUDVXUDPDQ�HW�DO�������� ��
(DUOLHU� LQYHVWLJDWLRQV� REVHUYHG� VHUYLFH� RULHQWDWLRQ� DV� D� SHUVRQDOLW\� WUDLW� � :RUWK� HW� DO���
������0F%5,'(�HW� DO��� ������+RJDQ�HW� DO��� ����� &KDLW�HW� DO��� ������2¶&RQQRU� HW� DO���
����� ��6RPH�RWKHU� VFKRODUV�KDYH�DOVR�FRQVLGHUHG� WKH�FRQVWUXFW� LQ� WHUPV�RI�HPSOR\HHV¶�
DWWLWXGHV�DQG�EHKDYLRXU�H[KLELWHG�RQ�WKH�MRE��'LHQKDUW�HW�DO���������-RKQVRQ�HW�DO���������
.HLOORU�HW�DO���������&KDLW�HW�DO�������� ��+RZHYHU��WKHVH�VWXGLHV�KDYH�EHHQ�EDVHG�RQ�WKH�
VROH�SHUVSHFWLYHV�RI�PDQDJHUV�RU�FXVWRPHUV��



2YHU�WKH�ODVW�GHFDGH��PRVW�RI�WKH�VWXGLHV�RQ�VHUYLFH�RULHQWDWLRQ�KDYH�FRQFHSWXDOL]HG�WKH�
LGHD�DV�DQ�RUJDQL]DWLRQDO�FXOWXUH�RU�FRUSRUDWH�VWUDWHJ\��/\WOH�HW�DO���������+RPEXUJ�HW�DO���
������3pUH]�-LPpQH]�DQG 6DXUD�&DOL[WR��������/\WOH�DQG 7LPPHUPDQ��������8UEDQ�DQG
2RVWKXL]HQ��������*HEDXHU�HW�DO�������� ��

����'LPHQVLRQV�RI�VHUYLFH�RULHQWDWLRQ
'LHQKDUW� HW� DO� ������ VWXGLHG�PDQDJHUV� DQG� HPSOR\HHV� LQ� D� QDWLRQDO� SL]]D� UHVWDXUDQW�
FKDLQ� WR�H[DPLQH� WKH�FRQFHSW�RI�VHUYLFH�RULHQWDWLRQ��7KH� IDFWRU�DQDO\VLV�RI�QLQH�VHUYLFH�
RULHQWDWLRQ� LWHPV� VXJJHVWHG� WKDW� VHUYLFH� RULHQWDWLRQ� FRQVLVWV� RI� WKUHH� PDMRU� DUHDV��
FXVWRPHU�IRFXV��RUJDQL]DWLRQDO�VXSSRUW�DQG�VHUYLFH�XQGHU�SUHVVXUH�
/\WOH HW�DO� ������ LGHQWLILHG�IRXU�0DMRU�FRPSRQHQWV�RI�VHUYLFH�RULHQWDWLRQ�DQG�GHYHORSHG�
D�VFDOH�6(5925��7KHVH���FRPSRQHQWV�DUH�
�� 6HUYLFH�OHDGHUVKLS�FRQVLVWLQJ�RI�

L� 6HUYLFH�OHDGHUVKLS
LL� 6HUYLFH�YLVLRQ

�� 6HUYLFH�HQFRXQWHU�FRQVLVWLQJ�RI�
L� &XVWRPHU�IRFXV
LL� (PSOR\HH�HPSRZHUPHQW

�� 6HUYLFH�V\VWHP�FRQVLVWLQJ�RI�
L� 6HUYLFH�IDLOXUH�SUHYHQWLRQ
LL� 6HUYLFH�IDLOXUH�UHFRYHU\
LLL� 6HUYLFH�WHFKQRORJ\
LY� 6HUYLFH�VWDQGDUG�FRPPXQLFDWLRQ�

�� +XPDQ�UHVRXUFH�PDQDJHPHQW�FRQVLVWLQJ�RI�



L� 6HUYLFH�WUDLQLQJ
LL� 6HUYLFH�UHZDUG��

,Q�WKH�FRQWH[W�RI�PDQDJHPHQW LQIRUPDWLRQ�V\VWHPV��0,6���&KHUEDNRY�HW�DO� ������ DUJXHG�
WKDW� VHUYLFH�RULHQWHG�HQWHUSULVH� LV� �DQ� HQWHUSULVH� DEOH� WR�GHDO�ZLWK� WKH� FKDOOHQJHV�RI� WKH�
HPHUJLQJ�EXVLQHVV�HQYLURQPHQW���2QH�IXQGDPHQWDO�GLIIHUHQFH�EHWZHHQ�WKH�0,6�DSSURDFK�
DQG� VHUYLFH� RULHQWDWLRQ� DSSURDFK� WR� H�VHUYLFH� LV� IRFXV� RQ� WKH� EXVLQHVV� FXVWRPHUV�� DV�
RSSRVHG�WR�WKH�WHFKQRORJ\�LWVHOI��7KHUHIRUH� UHDO�WLPH�PDQDJHPHQW�LQIRUPDWLRQ�V\VWHP�LV�
DOVR� DQ� LPSRUWDQW� GLPHQVLRQ� RI� 6HUYLFH� 2ULHQWDWLRQ�� DV� LW� JLYHV� IOH[LELOLW\� DQG� IDVWHU�
GHFLVLRQ� PDNLQJ� DV� SHU� FXVWRPHUV¶� FKDQJLQJ� UHTXLUHPHQWV�� 7KLV� UHVHDUFK� KDV� XVHG�
PRGLILHG� 6(5925� VFDOH� IRU� PHDVXULQJ� RUJDQL]DWLRQDO� VHUYLFH� RULHQWDWLRQ�� ZKLFK�
LQFOXGHV�WHQ�GLPHQVLRQV�RI�6(5925��/\WOH�HW DO�������� IUDPHZRUN�DQG�RQH�DGGLWLRQDO�
GLPHQVLRQ�RI�0,6�

����2UJDQL]DWLRQDO�SHUIRUPDQFH�DQG�LWV�PHDVXUHPHQW
2UJDQL]DWLRQDO� SHUIRUPDQFH� LV� EDVLFDOO\� DQ� RXWFRPH� RI� VXFFHVVIXO� RSHUDWLRQ� DQG�
PDQDJHPHQW� DQG� LV� WKH�PHDQV� E\�ZKLFK� DQ� RUJDQL]DWLRQ� JUDVSV� LWV� KROG� LQ� WKH�PDUNHW��
$JDUZDO�HW�DO� ������ GHILQHV�SHUIRUPDQFH�DV�D�WZR�GLPHQVLRQDO�FRQVWUXFW��2EMHFWLYH�DQG�
-XGJPHQWDO�� 7KH� REMHFWLYH� DQG� MXGJPHQWDO� DVSHFW� FDQ� EH� FRYHUHG� E\� PHDVXULQJ�
SHUIRUPDQFH� LQ� WHUPV� RI�PDUNHWLQJ�� ILQDQFLDO�� FXVWRPHU� VDWLVIDFWLRQ� DQG� LQQRYDWLRQ�� ,Q�
UHVHDUFK� VWXGLHV� YDULRXV� GLPHQVLRQV� IRU� PHDVXULQJ� SHUIRUPDQFH� KDYH� EHHQ� FRQVLGHUHG�
H�J��)LQDQFLDO�6WDWHPHQWV��*URVV�0DUJLQ��6DOHV�SHU�5HSUHVHQWDWLYH�DQG�5HWXUQ�RQ�$VVHW�
�52$��� 5HWXUQ� RQ� 1HW� :RUWK�� 7RWDO� $VVHW� 7XUQRYHU�� $YHUDJH� 2UGHU� 6L]H�� 6DOHV� SHU�
3HUVRQ��6DOHV�SHU�(PSOR\HH��$YHUDJH�VDOHV�JURZWK��DQG�,QYHQWRU\�WXUQRYHU��
&RQYHQWLRQDOO\�� RUJDQL]DWLRQV� PHDVXUHG� WKHLU� SHUIRUPDQFH� RQ� VKRUW�WHUP� ILQDQFLDO�
PHDVXUHV� KRZHYHU� WKH� EDODQFHG� VFRUHFDUG �%6&�� DSSURDFK� H[WHQGV� WKLV� WR� LQFOXGLQJ�
PHDVXUHV�RI�SHUIRUPDQFH�UHODWLQJ�WR�FXVWRPHU��LQWHUQDO�SURFHVVHV�DQG�OHDUQLQJ�DQG�JURZWK�
QHHGV�RI�WKHLU�SHRSOH��/DWVKDZ�DQG &KRL������� �
<RXQGW� DQG� 6QHOO� ������ ZHUH� WKH� ILUVW� WR� LQWURGXFH� WKH� EODFN� ER[�� DV� WR� KRZ� WKH�+5�
SUDFWLFHV� DIIHFW� RUJDQL]DWLRQDO� SHUIRUPDQFH�� 7KH� UHVHDUFK� VXJJHVWHG� WKDW� ILUP¶V� +5�



SUDFWLFHV� KHOS� LQFUHDVH� HPSOR\HHV
� NQRZOHGJH� DQG� VNLOOV� �L�H��� KXPDQ� FDSLWDO��� IDFLOLWDWH�
JURXS�LQWHUDFWLRQ�DQG�NQRZOHGJH�VKDULQJ��L�H���VRFLDO�FDSLWDO���DQG�HQDEOH�RUJDQL]DWLRQV�WR�
VWRUH�NQRZOHGJH�LQ�V\VWHPV��URXWLQHV��SURFHVVHV��DQG�FXOWXUHV��L�H���RUJDQL]DWLRQDO�FDSLWDO���
ZKLFK��LQ�WXUQ��GULYH�RUJDQL]DWLRQDO�SHUIRUPDQFH��*DUFtD HW�DO� ������ LQ�WKH�VWXG\ RI�����
6SDQLVK� ILUPV� UHYHDOHG� WKDW� ���� WUDQVIRUPDWLRQDO� OHDGHUVKLS� LQIOXHQFHV� RUJDQL]DWLRQDO�
SHUIRUPDQFH� SRVLWLYHO\� WKURXJK� RUJDQL]DWLRQDO� OHDUQLQJ� DQG� LQQRYDWLRQ�� :DONHU� HW� DO�
������ VWUHVVHG�DW� WKH�LPSRUWDQFH�RI�PDQDJHPHQW� LQQRYDWLRQV��0,V��RQ�RUJDQL]DWLRQDO�
SHUIRUPDQFH��7KH� ILQGLQJV� LQGLFDWH� WKDW� WKH� LPSDFW�RI�0,�RQ�SHUIRUPDQFH� LV�QRW�GLUHFW��
EXW�LV�PHGLDWHG�E\�SHUIRUPDQFH�PDQDJHPHQW��30���7KH\�DOVR�DVVHUWHG�WKDW�30�SRVLWLYHO\�
DIIHFWV�RUJDQL]DWLRQDO�SHUIRUPDQFH��-LPpQH]�DQG�9DOOH������� H[DPLQH WKH�UHODWLRQVKLS�
EHWZHHQ� LQQRYDWLRQ� DQG� SHUIRUPDQFH� DQG� DVVHUWV� D� SRVLWLYH� UHODWLRQVKLS� EHWZHHQ�
RUJDQL]DWLRQDO�OHDUQLQJ�DQG�ERWK�SHUIRUPDQFH�DQG�LQQRYDWLRQ��
%DVHG� RQ� DERYH� OLWHUDWXUH�� RUJDQL]DWLRQDO� SHUIRUPDQFH� VFDOH� FDQ� EH� PHDVXUHG�
FRPSUHKHQVLYHO\ ZLWK ILYH�PHDVXUHV��PDUNHW�VKDUH�JURZWK�UDWH��RYHUDOO�SHUIRUPDQFH��FRVW�
FRPSHWLWLYHQHVV�� FXVWRPHU� SHUFHSWLRQ�� DQG� QHZ� SURGXFW�VHUYLFHV�LQQRYDWLYH� VROXWLRQV�
ODXQFKHG�

����3HUIRUPDQFH�DQG�6HUYLFH�RULHQWDWLRQ
,Q� VHYHUDO� VWXGLHV� WKH� VHUYLFH� RULHQWDWLRQ� PHDVXUH� VKRZHG� VWHDG\� DQG� VXEVWDQWLDO�
FRUUHODWLRQ� ZLWK� RYHUDOO� MRE� SHUIRUPDQFH�� HPSOR\HH� VDWLVIDFWLRQ�� FXVWRPHU� RULHQWDWLRQ�
DQG�VHUYLFH�YDOXH� HWF��7KH�EXVLQHVVHV�KDYH�WR�IRFXV�RQ�VHUYLFH�RULHQWDWLRQ�WR�GLIIHUHQWLDWH�
WKHPVHOYHV�IURP�WKHLU�FRPSHWLWRUV��0DUNHWLQJ� OLWHUDWXUH�KDV�DFNQRZOHGJHG� WKH�UROH�RI�D�
FRPSDQ\
V�VHUYLFH�RULHQWDWLRQ�LQ�DFKLHYLQJ�D�VXVWDLQDEOH�FRPSHWLWLYH�DGYDQWDJH��
0RVW� RI� WKH� DYDLODEOH� OLWHUDWXUH� RQ� WKH� VHUYLFH� RULHQWDWLRQ� FRQFHSW� VXJJHVW� WKDW� D�
FXVWRPHU�IRFXVHG�VHUYLFH�RULHQWDWLRQ�PD\�KDYH�D�SRVLWLYH�LPSDFW�RQ�VHUYLFH�SHUIRUPDQFH�
� 6FKQHLGHU�HW�DO���������+RJDQ�HW�DO���������'HVKSDQGH�HW�DO���������&UDQ��������/\WOH�HW�
DO��� ����� �� 7KHUH� LV� LQFUHDVLQJ� VXSSRUW� IRU� WKH� QRWLRQ� WKDW HPSOR\HHV¶� VHUYLFH�
SHUIRUPDQFH� LV� RQH� RI� WKH� NH\� IDFWRUV� ZLWK� ZKLFK� RUJDQL]DWLRQV� FDQ� JDLQ� FRPSHWLWLYH�
DGYDQWDJH� � 3DUDVXUDPDQ�HW� DO��� ������+HVNHWW�HW� DO��� ������=HLWKDPO� DQG %LWQHU��������
&KXQJ�DQG 6FKQHLGHU���������



$� YDVW� PDMRULW\� RI� WKH� DWWHQWLRQ� SDLG� WR� WKH� FRQVHTXHQFHV� RI� VHUYLFH� RULHQWDWLRQ� KDV�
FRQFHQWUDWHG�RQ�LWV�UHODWLRQVKLS�ZLWK�EXVLQHVV�SHUIRUPDQFH� � /\WOH�HW�DO���������/\QQ�HW�
DO�������� +RPEXUJ�HW�DO���������'L0DVFLR������� ��
+RPEXUJ�HW�DO� ������ FRQGXFWHG�DQ�HPSLULFDO�VWXG\�RI�FORWKLQJ�DQG�IXUQLWXUH�UHWDLOHUV�LQ�
ERWK� WKH� 8QLWHG� 6WDWHV� DQG� *HUPDQ\�� 7KLV� VWXG\� SURYLGHV� HYLGHQFH� IRU� WKH�
FRQFHSWXDOL]DWLRQ� RI� D� VHUYLFH�RULHQWHG� EXVLQHVV� VWUDWHJ\�� 7KH� DXWKRUV� ILQG� WKDW� WKH�
LQYHVWLJDWHG� DQWHFHGHQWV� DFFRXQW� IRU� VRPH� YDULDQFH� RI� D� VHUYLFH�RULHQWHG� EXVLQHVV�
VWUDWHJ\��ZKLFK�LQ�WXUQ�SRVLWLYHO\�DIIHFWV�FRPSDQ\�SHUIRUPDQFH�LQ�WKH�PDUNHW�DQG�WKHUHE\�
SURILWDELOLW\�
<RRQ�HW�DO� ������ IRXQG DW�KRVSLWDOV LQ�.RUHD�WKDW RUJDQL]DWLRQDO�VHUYLFH�RULHQWDWLRQ�KDG�
D�SRVLWLYH�HIIHFW�RQ�ERWK�HPSOR\HH� VDWLVIDFWLRQ� DQG�VHUYLFH�YDOXH SHUFHLYHG�E\�KRVSLWDO�
VWDII�DQG�VHUYLFH�YDOXH�DV�ZHOO�DV�HPSOR\HH
V�FXVWRPHU�RULHQWDWLRQ�ZHUH�IRXQG�WR�H[HUW�D�
SRVLWLYH LQIOXHQFH� RQ� WKH� PHGLFDO� ILUP
V� SHUIRUPDQFH�� :X� HW� DO� ������ HPSLULFDOO\�
GHPRQVWUDWHG�LQ�7DLZDQ�WKDW�6HUYLFH�RULHQWDWLRQ�SRVLWLYHO\�LPSDFWV�FRQVXPHU�SHUFHSWLRQV�
RI�HPSOR\HH�VHUYLFH�SHUIRUPDQFH��/LDQJ�HW�DO� ������ DQDO\]HG WKH�G\DGLF�GDWD�FROOHFWHG�
IURP�ILQDQFLDO�VHUYLFH�FRPSDQLHV�LQ�&KLQD�DQG�VKRZHG�WKDW�VHUYLFH�RULHQWDWLRQ�SRVLWLYHO\�
DIIHFWV�HPSOR\HH�VHUYLFH�SHUIRUPDQFH�7KH� UDWLRQDOH�DV� WR�ZK\�D� ILUP�VKRXOG�EH�VHUYLFH�
RULHQWHG�HYROYHV� IURP�WKLV�GLVFXVVLRQ� LQ� WKH�VHQVH� WKDW�PRUH�DQ�RUJDQL]DWLRQ� LV� LQFOLQHG�
WRZDUGV� VHUYLFH� RULHQWDWLRQ�� WKH� SRVVLELOLW\� RI� KDYLQJ� KLJKHU� SHUIRUPDQFH� LQFUHDVHV�
VLJQLILFDQWO\�� ,W� LV� IRXQG� WKDW�PRVW�RI� WKH� UHVHDUFKHUV DUH� OLPLWHG� WR� VWXG\� WKH� LPSDFW RI�
VHUYLFH�RULHQWDWLRQ�RQ�WKH�RUJDQL]DWLRQDO�SHUIRUPDQFH�LQ�VHUYLFH�RUJDQL]DWLRQV��

����,PSDFW�RI�6HUYLFH�2ULHQWDWLRQ�RQ�3HUIRUPDQFH�RI�PDQXIDFWXULQJ�ILUPV
7KRXJK� PRVW� RI� WKH� VWXGLHV� DUH� EDVHG� RQ� WKH� VHUYLFH� VHFWRU�� ODWHU� WKHUH� ZHUH VLPLODU�
VWXGLHV�FRQGXFWHG�DOVR�IRU�WKH�PDQXIDFWXULQJ�VHFWRU� $QWLRFR�HW�DO� ������ XQGHUWRRN�DQ�
HPSLULFDO�VWXG\�RI�����PDQXIDFWXULQJ�ILUPV�LQ�1HWKHUODQG��'HQPDUN��DQG�%HOJLXP��7KH�
VWXG\�DVVHVVHG� WKH�HIIHFW�RI�RUJDQL]DWLRQDO�SDUDPHWHUV�RQ� WKH� LPSOHPHQWDWLRQ�RI�VHUYLFH�
EXVLQHVV�RULHQWDWLRQ�DQG�YDOLGDWHV�WKH�LPSRUWDQW�GLVWLQFWLRQ�RI�VHUYLFHV LQ�VXSSRUW�RI� WKH�
FOLHQW¶V�DFWLRQV��66&��DQG�VHUYLFHV�LQ�VXSSRUW�RI�WKH�SURGXFW��663��DQG�WKH�VWXG\ UHYHDOHG�



SUHVHQFH�RI� DVVRFLDWLRQ� EHWZHHQ� VHUYLFH�RULHQWDWLRQ� DQG�RUJDQL]DWLRQDO� SHUIRUPDQFH� IRU�
WKH�PDQXIDFWXULQJ�VHFWRU�
9RLJW�HW�DO� ������ VWXGLHG�WKH�HIIHFWV�RI�0DUNHW�DQG�6HUYLFH�2ULHQWDWLRQ�IRU�WKH�6XFFHVV�
RI� 6ROXWLRQ� 3URYLGHUV� LQ� WKH� *HUPDQ� PDQXIDFWXULQJ� VHFWRU� DQG� DUJXHG� WKDW� LQ� WKH�
PDQXIDFWXULQJ�LQGXVWU\� 6HUYLFH�RULHQWDWLRQ�KDV�WR�EH�LQWHJUDWHG�LQWR�WKLV�FRQFHSW�EHFDXVH�
RI� WKH� JURZLQJ� LPSRUWDQFH� HVSHFLDOO\� IRU� VR�FDOOHG� VROXWLRQ� SURYLGHUV ZLWK� D� IRFXV� RQ�
SURGXFW�VHUYLFH�FRPELQDWLRQV��
6KLQ�HW�DO� ������ HPSKDVL]H�RQ�VHUYLFH�RULHQWDWLRQ�DV�PHDQV�RI�SURGXFW�GLIIHUHQWLDWLRQ�
DORQJ� ZLWK� WKH� HIILFDF\� RI� FXVWRPHU� PDUNHWLQJ� UHODWLRQVKLS� VWUDWHJLHV� OLNH� OR\DOW\�
SURJUDPV��SUHIHUHQWLDO�WUHDWPHQW��DQG�ILQDQFLDO�UHZDUG�SDFNDJHV�
)URP� DERYH� LW� LV� VHHQ� WKDW� YHU\� IHZ� VWXGLHV� FRQVLGHU�PDQXIDFWXULQJ� ILUPV� IRU� VWXG\� RI�
VHUYLFH�RULHQWDWLRQ�DV�FRPSDUHG�WR�ORW�RI�LQWHUHVW�LQ�VWXG\�RI�VHUYLFH�RUJDQL]DWLRQV�

��� ,QGLDQ�EXVLQHVV�HQYLURQPHQW
,QGLD�LV�DPRQJ�WKH�IDVWHVW�JURZLQJ�HFRQRP\�RI�WKH�:RUOG��ZLWK�*URVV�'RPHVWLF�3URGXFW�
�*'3� JURZLQJ� VWHDGLO\� DW� ����� ���������� ZKLFK� LV� KLJKHU� WKDQ� WKDW� RI� WKH� RWKHU�
GHYHORSLQJ�HFRQRPLHV��7KH�FRXQWU\�DOVR�ZHQW�IRU�LQWHJUDWLRQ�ZLWK�WKH�JOREDO�HFRQRP\�WR�
XVKHU�LQ�WKH�JOREDO FRPSHWLWLRQ�ZKLFK�ZDV�H[SHFWHG�WR�EULQJ HIILFLHQW PDQXIDFWXULQJ�DQG�
WKXV�HFRQRPLF�JURZWK��$V�D� UHVXOW�� WKH�FRUSRUDWH�ODQGVFDSH�ZLWQHVVHG�PDMRU�FKDQJHV�LQ�
WHUPV� RI� FRPSHWLWLRQ� IURP� ERWK� LPSRUWV� DQG� PXOWLQDWLRQDOV� LQ� WKH� GRPHVWLF� PDUNHWV�
�'DQJD\DFK�DQG 'HVKPXNK���������

�����,QGLDQ�VHUYLFH�VHFWRU
,QGLD¶V� HFRQRPLF� SROLFLHV� KDYH� XQGHUJRQH� VXEVWDQWLDO� UHYLVLRQ� GULYHQ� E\� WKH� 6HUYLFH�
VHFWRU��DQG�WKLV�VHFWRU�EHJDQ�WR�JURZ�XS��6WXGLHV�VKRZHG�WKDW�OLEHUDOL]DWLRQ�DQG�UHIRUPV�
DUH� RQH� RI� WKH� LPSRUWDQW� IDFWRUV� FRQWULEXWLQJ� WR� WKH� JURZWK� RI� VHUYLFHV� VHFWRU� LQ� ,QGLD�
�&KDQGD�� ������ *RUGRQ� DQG *XSWD�� ������ %DQJD� DQG *ROGDU�� ������ -DLQ� DQG 1LQDQ��
�������:LWK�ILQDQFLDO�JURZWK�DQG�ULVH�LQ�SHU�FDSLWD�LQFRPH��WKHUH�LV�D�FKDQJH�LQ�GHPDQG�
SDWWHUQ� IURP� QHFHVVDU\� WR� GLVFUHWLRQDU\� FRQVXPSWLRQV� OLNH� HGXFDWLRQ� DQG� SHUVRQDO� DQG�



KHDOWK� FDUH� VHUYLFHV� �0F.LQVH\� DQG &RPSDQ\�� ����� �� 7KH� KLJK�LQFRPH� HODVWLFLW\� RI�
GHPDQG�IRU�VHUYLFHV�KDV�FRQWULEXWHG�WR�WKH�KLJK�JURZWK�RI�WKLV�VHFWRU� �%KDWWDFKDU\D DQG�
0LWUD��������*RUGRQ�DQG *XSWD���������7HFKQRORJLFDO�GHYHORSPHQW�DQG�REWDLQDELOLW\�RI�
KLJK� VNLOOHG�PDQSRZHU� KDYH� OHG� WR� WKH� JURZWK� RI� VHUYLFHV� OLNH� LQIRUPDWLRQ� WHFKQRORJ\�
�,7���DQG�,7�HQDEOHG�VHUYLFHV��,7H6���&KDQGD���������'HYHORSHG�FRXQWULHV�RXWVRXUFH�LWV�
VHUYLFHV� WR� WKH�GHYHORSLQJ�FRXQWULHV� OLNH� ,QGLD� OHDGLQJ� WR� D� ULVH� LQ�GHPDQG� IRU� VHUYLFHV�
IURP�WKH�GHYHORSLQJ�PDUNHW��%KDJZDWL��������+DQVGD��������*RUGRQ�DQG *XSWD��������
+LJK� JRYHUQPHQW� VSHQGLQJ� RQ� FHUWDLQ� VHUYLFHV� OLNH� FRPPXQLW\�� VRFLDO� DQG� SHUVRQDO�
VHUYLFHV�KDV�DOVR�OHG�WR�KLJK�JURZWK�RI�VHUYLFHV��$QVDUL������� ��7KLV�LV�WKH�VHFRQG�ODUJHVW�
HPSOR\HU� DIWHUZDUG� DJULFXOWXUH�� ,QGLD¶V� WUDGH� LQ� VHUYLFHV� KDYH� LPSURYHG� RYHU� WLPH� DQG�
VHUYLFHV�DFFRXQWV�IRU�WKH�ODUJHVW�VKDUH�LQ�,QGLD¶V�IRUHLJQ�GLUHFW�LQYHVWPHQW��)',��LQIORZV�
DQG� RXWIORZV�� 7KH H[FHUSWV� IURP� WKH� (FRQRPLF� 6XUYH\� ����� FOHDUO\� VKRZHG� WKDW� WKH�
VHUYLFH�VHFWRU�KDV�UHFRUGHG�GRXEOH�GLJLW JURZWK�LQ�*URVV�9DOXH�$GGLWLRQ��*9$��
7DEOH����*URZWK�LQ�*9$�DW�&RQVWDQW�����������%DVLF�3ULFHV��SHUFHQW�

*URZWK�LQ�*9$�DW�&RQVWDQW�����������%DVLF�3ULFHV��SHUFHQW�
������� ������� �������

$JULFXOWXUH��IRUHVWU\� DQG�ILVKHU\ ��� ��� ���
,QGXVWU\ ��� ��� ���
6HUYLFHV ��� ��� ����

6RXUFH� (FRQRPLF�6XUYH\�����

7KH� FXVWRPHUV� DUH� QRZ�RSHQ� WR� QHZHU� JOREDO�PHGLD�ZKLFK� LPSURYHG� WKHLU� LQIRUPDWLRQ�
DYDLODELOLW\� �6DULQ� DQG %DUURZV�� ����� �� 3RSOL� DQG� 5L]YL� ������ IRXQG� WKDW� 6HUYLFH�
RULHQWDWLRQ�LV�VWURQJO\�FRUUHODWHG�ZLWK HPSOR\HH�HQJDJHPHQW� DQG�HPSOR\HH�HQJDJHPHQW�
LV�D�VWURQJ�SUHGLFWRU�RI�VHUYLFH�RULHQWDWLRQ� LQ�WKH�VSHFLILF FRQWH[W�RI� WKH�SULYDWH�VHUYLFH�
VHFWRU�RUJDQL]DWLRQV� LQ� ,QGLD��7KLV� VWXG\� LQGLFDWHG� WKDW� WKH� ,QGLDQ� VHUYLFH�RUJDQL]DWLRQV�
QHHG WR�IRFXV�RQ�HPSOR\HH�HQJDJHPHQW��DV�WKH�VDPH�ZD\�WKH\�KDYH�WR�IRFXV�RQ�FXVWRPHUV�
�7KLV� ZLOO� OHDGV� WR� WKH� GLIIHUHQWLDO� DGYDQWDJH� WR� RUJDQL]DWLRQV�� +RZHYHU� WKH� ,QGLDQ�
VHUYLFH�LQGXVWULHV��ZKLFK�KDYH�QRW�EHHQ�YHU\�FXVWRPHU�DQG VHUYLFH�RULHQWHG�LQ�SDVW�GXH�WR�



WKHLU� OHJDF\� LQ� D� SURWHFWHG� DQG� OLFHQVHG� HFRQRP\�� DUH� QRZ� IDFLQJ� WKH� FKDOOHQJH� RI�
UHRULHQWLQJ�

�����,QGLDQ�0DQXIDFWXULQJ�VHFWRU
7KH� SHUIRUPDQFH� RI� PDQXIDFWXULQJ� DFWLYLWLHV� SOD\V� D� HVVHQWLDO� UROH� LQ� GHWHUPLQLQJ� DQ�
HFRQRP\¶V� SURJUHVV� DQG� GHYHORSPHQW�� 7KH� ,QGLDQ� 3ODQQHUV� EHLQJ� ZHOO� DZDUH� RI� WKH�
LPSRUWDQFH� RI� WKLV� VHFWRU� ZKLFK� OHG� WR� WKH� IRXQGDWLRQ� RI� LQVWDOODWLRQ� DQG� RSHUDWLRQ� RI�
KHDY\� LQGXVWULHV� DV� HDUO\� DV� IURP� WKH� EHJLQQLQJ� RI� VHFRQG� )LYH� <HDU� 3ODQ�� +RZHYHU��
,QGLDQ�PDQXIDFWXULQJ� ILUPV�ZHUH� IDFHG�ZLWK� WKH�SUREOHP�RI�³,QGXVWULDO� VLFNQHVV´�DORQJ�
ZLWK� VWUXFWXUDO� ERWWOHQHFNV� DQG� D� SOHWKRUD� RI� SHVVLPLVP� UHODWHG� WR� WKH� RSHUDWLRQDO
HQYLURQPHQW��0DQ\�,QGLDQ�SXEOLF�VHFWRU�XQGHUWDNLQJV��368¶V��WXUQHG�VLFN�DQG�RSHUDWHG�DW�
KXJH�ORVVHV��(YHQWXDOO\��SRVW�/LEHUDOL]DWLRQ��DQ�DWWHPSW�KDV�EHHQ�PDGH�WR�UHVWUXFWXUH�WKH�
PDQXIDFWXULQJ� XQLWV�� ,QGXVWULDO� OLFHQVLQJ� ZDV� DEROLVKHG�� WR� LQFHQWLYL]H� SULYDWH�
SDUWLFLSDWLRQ��WKH�0RQRSROLVWLF�DQG 5HVWULFWLYH�7UDGH�3UDFWLFHV�$FW�ZDV�DEROLVKHG� DQG�D�
EXQFK�RI�LQFHQWLYHV�LQLWLDWLQJ�IURP�WD[�FXWV�WR�WKH�FUHDWLRQ RI�6SHFLDO�([SRUW�SURFHVVLQJ�
=RQHV��6(=V��ZDV LQWURGXFHG�WR�DWWUDFW�SULYDWH�LQYHVWPHQW��
7UDQVLWLRQ�IDFHG�E\�WKH�,QGLDQ�0DQXIDFWXULQJ�RYHU�WKH�ODVW�WZR�GHFDGHV KDV�FUHDWHG�PDUNV�
RI�HQYLURQPHQWDO�FKDOOHQJHV IRU� WKH� LQGLJHQRXV�RUJDQL]DWLRQV�YL]��FRPSHWLWLYH� LQWHQVLW\��
PDUNHW�G\QDPLVP��DQG�KLJKO\�GHPDQGLQJ�FXVWRPHUV��6LQJK��������$JJDUZDO�DQG�6LQJK��
������ &KDLWDQ\D�� ����� �� 7KXV D� QHHG� KDV� HPHUJHG� IRU� ,QGLDQ�PDQXIDFWXULQJ� ILUPV� WR�
RULHQW�WKHPVHOYHV�WRZDUGV�FXVWRPHU�DQG�PDUNHW��LQ�OLQH�ZLWK�JOREDO�2UJDQL]DWLRQV��$�EXON�
RI� ILUPV�KDYH UHVRUWHG� WR�PDUNHW�RULHQWDWLRQ�DQG�RWKHU�EXVLQHVV�SUDFWLFHV� OLNH� FXVWRPHU�
IRFXVHG�DQG�VHUYLFH�RULHQWHG��WKDW�DUH�HPSOR\HG�LQ�GHYHORSHG�HFRQRPLHV��ZLWK�D�YLHZ�WR�
JDWKHU�DQG�UHWDLQ�IRUHLJQ�FXVWRPHUV��*RSDODNULVKQD�DQG 6XEUDPDQLDQ��������6LQJK�������
��

*RSDODNULVKQD� DQG� 6XEUDPDQLDQ� ������ EURXJKW� RXW HPSLULFDO� VXSSRUW� DFURVV� ILYH�
SHUIRUPDQFH�PHDVXUHV�� JURZWK�LQ�RYHUDOO�UHYHQXH��UHWXUQ�RQ�FDSLWDO��WKH�VXFFHVV RI�QHZ�



SURGXFWV�VHUYLFHV�� DELOLW\� WR� UHWDLQ� FXVWRPHUV�� DQG� VXFFHVV� LQ� FRQWUROOLQJ� H[SHQVHV��
$QRWKHU�VWXG\�E\�6KHUJLOO�DQG�1DUJXQGNDU������� DFURVV�GLYHUVH�W\SHV�RI�LQGXVWULHV�KDG�
IRXQG�D�UHDVRQDEO\�UREXVW�UHODWLRQVKLS�EHWZHHQ�PDUNHW�RULHQWDWLRQ�DQG�SHUIRUPDQFH�
7KRXJK�0DUNHW�RULHQWDWLRQ�KDV�EHHQ�HVWDEOLVKHG�LQ�WKH�FRQWH[W�RI�,QGLDQ�,QGXVWULHV��WKHUH�
KDV�EHHQ�D� JURZLQJ� FRQVHQVXV� WKDW� HYHQ� WKH�PDQXIDFWXULQJ� LQGXVWULHV�KDYH� WR� IRFXV� RQ
SURYLGLQJ�EHWWHU� DQG�H[WHQGHG� VHUYLFHV�EH\RQG�FRQYHQWLRQDO�SURGXFW� IRFXV� OLNH�SURGXFW�
LQVWDOODWLRQ��SURGXFW� VHUYLFLQJ��PDLQWHQDQFH� DQG� ILQDQFLDO� VHUYLFHV�� ,Q� WKLV� VLWXDWLRQ�� WKH�
SUHVHQW� VWXG\� DLPV� WR VWXG\� WKH� DSSOLFDELOLW\� RI� WKH� FRQFHSW RI� VHUYLFH� RULHQWDWLRQ� LQ�
,QGLDQ� PDQXIDFWXULQJ� ILUPV�� ZKLFK� LV� SUHGRPLQDQWO\� EHLQJ� XVHG� IRU� VHUYLFH� LQGXVWU\�
SUHVHQWO\��7KH�VWXG\�H[DPLQHV�WKH�SUHVHQFH�RI�6HUYLFH�2ULHQWDWLRQ�LQ�WKH�VHUYLFH�LQGXVWU\�
YL]�D�YL]� WKH� PDQXIDFWXULQJ� LQGXVWULHV� DQG� WKHQ� DLPV� WR� LGHQWLI\� LWV� OLQNDJH ZLWK�
2UJDQL]DWLRQDO�3HUIRUPDQFH�
7KXV� WKH�WRXJK�FRPSHWLWLRQ�WR�JDLQ�PDUNHW�VKDUH�KDV�FUHDWHG�DQ�LPSUHVVLQJ�QHHG�IRU�WKH�
,QGLDQ�VHUYLFH�DQG�PDQXIDFWXULQJ�,QGXVWULHV�WR�EHFRPH�QRW�RQO\�FXVWRPHU�IRFXVHG�EXW�UH�
RULHQW� WRZDUGV IRU�PDUNHW� DQG� VHUYLFH�� LQ� OLQH�ZLWK� JOREDO� FRPSHWLWRUV�� 7KLV� LV�PXVW� WR�
LPSURYH� WKHLU� SHUIRUPDQFH� DQG� H[SDQG� WKHLU� JOREDO� PDUNHW� VKDUH�� +RZHYHU� PXFK�
UHVHDUFK�LV�QHHGHG�WR�EH�XQGHUWDNHQ�LQ�WKLV�GLUHFWLRQ�

�����5HVHDUFK�JDSV
,W�LV�REVHUYHG�IURP�WKH�DYDLODEOH�OLWHUDWXUH�WKDW�PRVW�RI�WKH UHVHDUFK�VWXGLHV�DUH�EDVHG�RQ�
RUJDQL]DWLRQDO� VHUYLFH� RULHQWDWLRQ� DQG� KRZ� LW� DIIHFWV� RUJDQL]DWLRQDO� SHUIRUPDQFH� KDYH�
EHHQ�XQGHUWDNHQ� LQ� WKH� FRQWH[W RI�86��(XURSH�DQG� IHZ� LQ�&KLQHVH� DQG .RUHDQ�6HUYLFH�
LQGXVWULHV�� )XUWKHU� PRVW� RI� WKH� VWXGLHV� KDYH XVHG� 6(5925� VFDOH� WR� PHDVXUH�
RUJDQL]DWLRQDO�VHUYLFH�RULHQWDWLRQ�IRU�VHUYLFH�,QGXVWULHV�LQ�DERYH�FRXQWULHV��%DVH�RQ�DERYH�
OLWHUDWXUH�UHYLHZ��IROORZLQJ�SURPLQHQW�JDSV�DUH�LGHQWLILHG�

�� 1RW� PXFK� UHVHDUFK� KDV� EHHQ� XQGHUWDNHQ� WR� WHVW� WKH� DSSOLFDELOLW\ RI� 6(5925�
VFDOH�WR�PDQXIDFWXULQJ�RUJDQL]DWLRQV�RU�WR�GHYHORS�GLIIHUHQW�DQG�RU�PRGLILHG�VFDOH�
DSSOLFDEOH�WR�PDQXIDFWXULQJ�ILUPV��



�� ,W� LV� DOVR� QRW� DWWHPSWHG� WR� GHYHORS� D� FRPPRQ VFDOH� IRU� PHDVXUHPHQW� RI�
RUJDQL]DWLRQDO� VHUYLFH� RULHQWDWLRQ� IRU� DOO� W\SHV� RI� RUJDQL]DWLRQV L�H�� VHUYLFH��
PDQXIDFWXULQJ� DQG� K\EULG� �KDYLQJ� FKDUDFWHULVWLFV� RI� ERWK� VHUYLFH� DQG
PDQXIDFWXULQJ��� 7KLV� LV� LPSRUWDQW� LQ� WRGD\¶V� FRQWH[W� RI�PDQXIDFWXULQJ� LQGXVWU\
ZKLFK� QHHGV WR VKLIW� IURP� D� SURGXFW�FHQWULF� YLHZ� WR D� VHUYLFH�GRPLQDQW�
SHUVSHFWLYH�

�� )XUWKHU� EDUULQJ�WKH�DERYH�PHQWLRQHG�OLPLWHG�VWXGLHV��WKHUH�LV�QRW�PXFK�OLWHUDWXUH�
DYDLODEOH� RQ� KRZ� RUJDQL]DWLRQDO� VHUYLFH� RULHQWDWLRQ� DIIHFWV� RUJDQL]DWLRQ�
SHUIRUPDQFH�LQ�,QGLDQ�VHUYLFH�DQG�PDQXIDFWXULQJ�ILUPV��

�����5DWLRQDOH�IRU�WKH�VWXG\�
7KH�DGYHQW�RI�JOREDOL]DWLRQV�DQG�RSHQQHVV�RI� WKH�,QGLDQ�HFRQRP\�KDV�FUHDWHG�WKH�VWDJH�
IRU� WKH� ,QGLDQ� ILUPV� WR�PDUN� LWV� SUHVHQFH� JOREDOO\��7KH�SROLFLHV�RI� WKH�*RYHUQPHQW� DUH�
HQFRXUDJLQJ� µ0DNH� LQ� ,QGLD¶ LQLWLDWLYHV�� DLPHG� DW� FUHDWLQJ� D� SRVLWLYH� DWPRVSKHUH� DQG�
HQKDQFHG�EXVLQHVV�VHQWLPHQWV��,W�FDQ�EH FRQFOXGHG WKDW�DORQJ�ZLWK�JOREDO�FRPSHWLWLRQ��WKH�
,QGLDQ ILUPV�QHHG WR�EH�PDUNHW�GULYHQ��,Q�RUGHU�WR�LPSURYH�RUJDQL]DWLRQDO�SHUIRUPDQFH�LQ�
JOREDOO\� FRPSHWLWLYH� HQYLURQPHQW�� ,QGLDQ� ILUPV� VKRXOG� EH VHUYLFH� RULHQWHG� WR� FDSWXUH D�
VKDUH� LQ� JOREDO� PDUNHWV� WKURXJK� HQKDQFHG� EXVLQHVV� SHUIRUPDQFH�� %DVHG� RQ� WKH� DERYH�
FRQVLGHUDWLRQV��WKH�SUHVHQW�VWXG\ DLPV�WR�DQDO\]H�WKH�LPSDFW�RI�VHUYLFH�RULHQWDWLRQ LQ�WKH�
,QGLDQ�FRQWH[W�IRU�WKH�VHUYLFH�DQG�PDQXIDFWXULQJ�VHFWRU��
7KLV�VWXG\�DWWHPSWV� WR� LGHQWLI\� WKH�GLPHQVLRQV�RI�RUJDQL]DWLRQ¶V�VHUYLFH�RULHQWDWLRQ�DQG�
LWV� UHVXOWDQW� LPSDFW�RQ� LWV� SHUIRUPDQFH�RQ�YDULRXV�SDUDPHWHUV��7KXV� WKLV� VWXG\� DLPV�� DW�
ILUVW� D� GHYHORSLQJ�PHDVXUH� RI VHUYLFH� RULHQWDWLRQ� RI� WKH� RUJDQL]DWLRQ� DQG� WKHQ� WKURXJK�
HPSLULFDO�GDWD�LW�DWWHPSWV WR�PHDVXUH WKH�LPSDFW RI�VHUYLFH�RULHQWDWLRQ�RQ�RUJDQL]DWLRQ¶V�
SHUIRUPDQFH� �LQFOXGLQJ� RSHUDWLRQDO�� ILQDQFLDO� DQG� PDUNHWLQJ� SHUIRUPDQFH� SDUDPHWHUV���
7KH� VWXG\�ZRXOG� DOVR� DWWHPSW� WR� H[DPLQH� WKH� LPSDFW� RI� WKH� QDWXUH� RI� WKH� RUJDQL]DWLRQ�
�L�H���ZKHWKHU�LW�LV�D�PDQXIDFWXULQJ�RU�VHUYLFH�EXVLQHVV�ILUP��RQ�LWV�VHUYLFH�RULHQWDWLRQ�DQG�
LWV�OLQN�WR�EXVLQHVV�SHUIRUPDQFH��



�����5HVHDUFK�2EMHFWLYHV
7R� DGGUHVV� WKH� DERYH� PHQWLRQHG� UHVHDUFK� JDSV� DQG� EDVHG� RQ� UDWLRQDOH� RI� WKH� VWXG\�
EURXJKW�RXW�DERYH��WKH�PDLQ�REMHFWLYHV�RI�WKLV VWXG\�DUH�DV�JLYHQ�EHORZ�

�� 7R� LGHQWLI\� GLPHQVLRQV� RI� RUJDQL]DWLRQDO� VHUYLFH� RULHQWDWLRQ� LQ� PDQXIDFWXULQJ��
VHUYLFH DQG K\EULG RUJDQL]DWLRQV�

�� 7R� PHDVXUH� LPSDFW� RI� VHUYLFH� RULHQWDWLRQ� RQ� RUJDQL]DWLRQDO� SHUIRUPDQFH� DV�
PHDVXUHG�E\�ILQDQFLDO��RSHUDWLRQDO�DQG�PDUNHWLQJ�SDUDPHWHUV�

�� 7R�H[DPLQH�WKH�H[WHQW�RI�VLPLODULW\�RU�GLIIHUHQFH�EHWZHHQ�WKH�VHUYLFH�RULHQWDWLRQ�
DQG�RUJDQL]DWLRQDO�SHUIRUPDQFH�UHODWLRQVKLS�LQ�PDQXIDFWXULQJ��VHUYLFH�DQG�K\EULG�
ILUPV�

���� 2UJDQL]DWLRQ�RI�WKH�7KHVLV
7KLV� FKDSWHU� LQWURGXFHV� WKH� HQWLUH� UHVHDUFK� WR� WKH� UHDGHU�� 7KLV� FKDSWHU� EULQJV� RXW� WKH�
SUHVHQW� FRQWH[W� RI� FKDQJLQJ� WKH� HFRQRPLF HQYLURQPHQW� DQG� JOREDOL]DWLRQ� RI� ,QGLDQ�
HFRQRP\� DQG� LWV� LPSDFW� RQ� WKH� ,QGLDQ� RUJDQL]DWLRQV�� ,W� KLJKOLJKWV� WKH� QHHG� IRU ,QGLDQ�
ILUPV�WR�UH�RULHQW�WR�EHFRPH�VHUYLFH�RULHQWHG�WR�LPSURYH�RUJDQL]DWLRQDO�SHUIRUPDQFH��7KLV�
FKDSWHU�WKXV�EULQJV�RXW�WKH�UHVHDUFK�JDSV�DQG�GHILQHV�UHVHDUFK�REMHFWLYHV�
7KH�&KDSWHU����JLYHV�D�VQDSVKRW�RI�UHOHYDQW� OLWHUDWXUH��7KLV�&KDSWHU FRYHUV� OLWHUDWXUH�RQ
WKH� WZR� PDMRU� FRQFHSWV� 2UJDQL]DWLRQDO� VHUYLFH� RULHQWDWLRQ� DQG� RUJDQL]DWLRQDO�
SHUIRUPDQFH�
&KDSWHU���FRYHUV�WKH�PHWKRGRORJ\�IROORZHG�IRU�WKLV UHVHDUFK��7KH�HQWLUH�VDPSOLQJ�SODQ�LV�
GLVFXVVHG��7KH� FKDSWHU� DOVR�SURYLGHV�PHWKRGRORJ\� IRU GDWD FROOHFWLRQ�� WKH�YDOLGLW\� DQG�
RWKHU� FRQVWUXFW�UHODWHG� LVVXHV�� 7KLV� FKDSWHU� DOVR� GLVFXVVHV� WKH� VWDWLVWLFDO� WRROV� DQG�
WHFKQLTXHV�XVHG�IRU�DQDO\VLV�RI�WKH�FROOHFWHG�
,Q�&KDSWHU����D�GHWDLOHG DQDO\VLV�RI�WKH�GDWD LV�FRYHUHG��$IWHU�WKH�VWDWLVWLFDO�DQDO\VLV� WKH�
UHVXOWV�DUH�UHSRUWHG�
&KDSWHU���VXPPDUL]HV�DQG�GLVFXVVHV�WKH�UHVXOWV��



&KDSWHU� �� FRYHUV� FRQFOXVLRQV�� LPSOLFDWLRQV� DQG� OLPLWDWLRQV� RI� WKLV� UHVHDUFK�� ,W� DOVR�
SUHVHQWV�WKH�VFRSH RI�IXWXUH�UHVHDUFK�

���� &KDSWHU�6XPPDU\
7KLV� FKDSWHU� EULQJV� RXW� LQ� EULHI� WKH� FXUUHQW� EXVLQHVV� FRQWH[W�ZLWK� VSHFLILF� UHIHUHQFH� WR�
,QGLDQ�6HUYLFH� DQG PDQXIDFWXULQJ� LQGXVWULHV DQG� LW� LV� KLJKOLJKWHG WKDW�KRZ�FRPSHWLWLRQ�
DQG�WHFKQRORJLFDO�GHYHORSPHQWV�DUH�IRUFLQJ�RUJDQL]DWLRQV�WR�ILQG�ZD\V�WR�LPSURYH WKHLU�
SHUIRUPDQFH� E\� DGRSWLQJ� YDULRXV� EXVLQHVV� RULHQWDWLRQV� OLNH� 2UJDQL]DWLRQDO� 6HUYLFH�
RULHQWDWLRQ��
0DUNHWLQJ� OLWHUDWXUH� KDV� DFNQRZOHGJHG� WKH� UROH� RI� D� FRPSDQ\
V� VHUYLFH� RULHQWDWLRQ� LQ�
DFKLHYLQJ�D�VXVWDLQDEOH�FRPSHWLWLYH�DGYDQWDJH��%ULHI�OLWHUDWXUH�RQ�VHUYLFH�RULHQWDWLRQ��LWV�
GLPHQVLRQV�DQG�RUJDQL]DWLRQDO�SHUIRUPDQFH�KDV�EHHQ�FRYHUHG��5HVHDUFK�JDSV�KDYH�EHHQ�
LGHQWLILHG� DQG� UDWLRQDOH� RI� WKLV� VWXG\�� UHVHDUFK� REMHFWLYHV� DQG� UHVHDUFK� TXHVWLRQV� DUH�
EURXJKW� RXW�� 7KH� RUJDQL]DWLRQ� RI� WKLV� VWXG\�� ZKLFK� IROORZV� LQ QH[W� FKDSWHUV�� KDV� EHHQ�
GLVFXVVHG��1H[W�FKDSWHU�FRYHUV�OLWHUDWXUH�UHYLHZ�LQ�GHWDLO�



&KDSWHU��
5HYLHZ�RI�/LWHUDWXUH

����,QWURGXFWLRQ
,Q� WKLV� FKDSWHU�� WKH� WKHRUHWLFDO� IRXQGDWLRQV� RI� WKH� IXQGDPHQWDO� FRQFHSWV� WKDW� DUH� EHLQJ�
FRYHUHG�GXULQJ� WKH� FRXUVH�RI� WKLV� VWXG\� VKDOO� EH�GLVFXVVHG� LQ�GHWDLO��'HWDLOHG� OLWHUDWXUH�
DYDLODEOH� RQ� WZR� PDLQ� FRQFHSWV ± ��� 2UJDQL]DWLRQDO� 6HUYLFH� 2ULHQWDWLRQ� DQG ���
2UJDQL]DWLRQDO� 3HUIRUPDQFH� KDYH EHHQ� VWXGLHG� DQG FRPSLOHG�� $YDLODEOH� OLWHUDWXUH� RQ�
GLPHQVLRQV�DQG�PHDVXUHPHQW�RI�VHUYLFH�RULHQWDWLRQ�DQG�RUJDQL]DWLRQDO�SHUIRUPDQFH�KDYH�
EHHQ�FRYHUHG��7KH�LPSDFW�RI�VHUYLFH�RULHQWDWLRQ�RQ�RUJDQL]DWLRQDO�SHUIRUPDQFH�KDV�EHHQ�
EURXJKW RXW�� 5HVHDUFK� VWXGLHV� RQ� VHUYLFH� RULHQWDWLRQ� LQ� ,QGLDQ FRQWH[W� KDYH� EHHQ�
KLJKOLJKWHG�

����6HUYLFH�2ULHQWDWLRQ

������+LVWRULFDO�%DFNJURXQG�DQG GHYHORSPHQW�RI�FRQFHSW�RI�VHUYLFH�RULHQWDWLRQ
7KH�LQWHUHVW�RI�VHUYLFH�VFKRODUV�LQ�VHUYLFH�RULHQWDWLRQ�GDWHV�EDFN�WR�:RUWK�HW�DO� �������
ZKR� LV� FUHGLWHG� WR� KDYH� ILUVW� XVHG� WKH� FRQFHSW� DQG� LGHQWLILHG� LW� DV� DQ� LPSRUWDQW� WUDLW� LQ�
OLEUDULDQV��2QH�RI� WKH�¿UVW� VWXGLHV�H[SORULQJ� WKH�VHUYLFH�RULHQWDWLRQ�FRQFHSW�ZDV FDUULHG�
RXW� E\� 3DUNLQJWRQ� DQG 6FKQHLGHU ������� ZKR� LQYHVWLJDWHG� VLPXOWDQHRXVO\� HPSOR\HHV¶�
SHUFHSWLRQV� RI� RUJDQL]DWLRQDO� VHUYLFH� RULHQWDWLRQ� DQG� LQGLYLGXDO� HPSOR\HH� VHUYLFH�
RULHQWDWLRQ�� 7KH� DXWKRUV� GHILQHG� RUJDQL]DWLRQDO� VHUYLFH� RULHQWDWLRQ� DV� µWKH� SKLORVRSK\�
LPSOLHG�E\��RU�DWWULEXWHG�E\�RWKHUV�WR��WKH SROLFLHV��SURFHGXUHV�DQG�JRDOV�RI�PDQDJHPHQW¶��
7KHUHDIWHU�+RJDQ�HW�DO� ������ ZRUNHG�RQ�WKH�VHUYLFH�RULHQWDWLRQ�RI�KRVSLWDO�VWDII��
,Q�WKH�UHVHDUFK�OLWHUDWXUH��WKHUH�KDYH EHHQ�WHUPV�XVHG�WKDW�VHHP�VLPLODU�WR�WKH�FRQVWUXFW�RI�
VHUYLFH� RULHQWDWLRQ�� \HW� WKH\� DUH� FRQFHSWXDOO\� GLIIHUHQW� IURP� LW�� 7KH� WHUP� 
VHUYLFH�
RULHQWDWLRQ
�KDV�EHHQ�JHQHUDOO\�FRQVWUXHG�WR�EH�DQ�RUJDQL]DWLRQDO�WUDLW�FRQFHUQHG�SULPDULO\�
ZLWK� WKH� SUHYDLOLQJ� DWWLWXGH� WRZDUG� VHUYLFH� GHPDQG�� H[HFXWLRQ�� DQG� SURFHGXUH� VR� DV� WR�



GHOLYHU� DQ� H[FHOOHQW� VHUYLFH� �%RZHQ� DQG 6FKQHLGHU������� 6FKQHLGHU�� ������:LQFK�DQG
6FKQHLGHU�� ������ -RKQVRQ�� ������� )RU� LQVWDQFH�� � 'LHQKDUW� HW� DO� ������ YLHZHG� VHUYLFH�
RULHQWDWLRQ� DV� RQH� RI� WKH� NH\� HOHPHQWV� RI� RUJDQL]DWLRQDO� FKDUDFWHULVWLFV� UHVSRQVLEOH� IRU�
FUHDWLQJ�D�FXOWXUH�ZKLFK�VWLPXODWHV�HPSOR\HHV
�DFWLRQV�DQG�UHZDUGV�WKH�GHOLYHU\�RI�KLJK�
TXDOLW\�VHUYLFH��
7KH� VHUYLFH� RULHQWDWLRQ� FRQFHSW� UHFHLYHG� LQWHUHVW� GXULQJ� WKH� UHVXUJHQFH� RI� WKH� VHUYLFHV�
DQG� VHUYLFH� TXDOLW\� UHVHDUFK� LQ� WKH� ����V� �6FKQHLGHU� HW� DO��� ������ *U|QURRV�� ������
3DUDVXUDPDQ� HW� DO��� ������� (DUOLHU� LQYHVWLJDWLRQV� SHUFHLYHG� VHUYLFH� RULHQWDWLRQ� DV� D�
SHUVRQDOLW\�WUDLW���:RUWK�HW�DO���������+RJDQ�HW�DO���������0F%5,'(�HW�DO���������&KDLW�HW�
DO���������2¶&RQQRU�HW�DO����������6RPH�RWKHU�VFKRODUV�KDYH�DOVR�FRQFHLYHG�WKH�FRQVWUXFW�
LQ�WHUPV�RI�HPSOR\HHV¶�DWWLWXGHV�DQG�EHKDYLRU�H[KLELWHG�RQ�WKH�MRE��'LHQKDUW�HW�DO���������
-RKQVRQ��������.HLOORU�HW�DO� �������&KDLW��&DUUDKHU�DQG %XFNOH\���������
2YHU�WKH�ODVW�GHFDGH� PRVW�RI�WKH�VWXGLHV�RQ�VHUYLFH�RULHQWDWLRQ�KDYH�FRQFHSWXDOL]HG�WKH�
FRQVWUXFW�DV�DQ�RUJDQL]DWLRQDO�FXOWXUH�RU�FRUSRUDWH�VWUDWHJ\��/\WOH�HW�DO���������+RPEXUJ��
HW� DO�� ������ 3pUH]�-LPpQH]� DQG� 6DXUD&DOL[WR�� ������ 7LPPHUPDQ�� ������ 8UEDQ� DQG�
2RVWKXL]HQ������� *HEDXHU�HW�DO�����������
'HVSLWH� WKH� VWUDWHJLF� LPSRUWDQFH� RI� H[DPLQLQJ� WKLV� VHUYLFH� RULHQWDWLRQ� GLVFUHSDQF\�� WKH�
PDMRULW\� RI� VWXGLHV� HLWKHU� IRFXVHG� RQ� WKH� H[SORUDWLRQ� RI� HPSOR\HHV¶� SHUFHSWLRQV� RI�
RUJDQL]DWLRQDO� VHUYLFH� RULHQWDWLRQ� �-RKQVRQ�� ������ /\WOH� HW� DO��� ����� RU� RQ� LQGLYLGXDO�
VHUYLFH�RULHQWDWLRQ��&UDQ��������+RJDQ�HW�DO����������
/\WOH ������ GHILQHG� 6HUYLFH� RULHQWDWLRQ� DV� 
D� FROOHFWLRQ� RI� RUJDQL]DWLRQDO� DFWLYLWLHV�
XQGHUWDNHQ� E\� VHUYLFH� ILUPV� GHVLJQHG� WR� VHFXUH� WKH� FUHDWLRQ� DQG� GHOLYHU\� RI� H[FHOOHQW�
VHUYLFHV� LQ� VWUDWHJLF� UHVSRQVH� WR� PDUNHW� LQIRUPDWLRQ
�� 7KLV� GHILQLWLRQ� UHIOHFWV� WKH�
LPSRUWDQFH� WR�DQ\�VHUYLFH� ILUP�RI�SURYLGLQJ�H[FHOOHQW� VHUYLFH��ZKLFK�RFFXUV�RQO\�ZKHQ�
WKH� ILUP� HQMR\V� VXVWDLQDEOH� FRPSHWLWLYH� DGYDQWDJH� WKURXJK� WKH� FUHDWLRQ� RI� VXSHULRU�
VHUYLFHV� DQG�GHOLYHU\�RI� FXVWRPHU� VDWLVIDFWLRQ�� �/\WOH�HW� DO��� ����� DOVR� RIIHUHG�DQRWKHU�
GHILQLWLRQ� RI� VHUYLFH� RULHQWDWLRQ� DV� 
WKH� H[WHQW� WR� ZKLFK� DQ� RUJDQL]DWLRQ� DGRSWV�
RUJDQL]DWLRQDO�SROLF\��FXVWRP��DQG�SURFHGXUH�DLPHG�DW�VXSSRUWLQJ�DQG�UHZDUGLQJ�VHUYLFH�
DFWLYLWLHV�ZLWK�D�JRDO�WR�FUHDWH�DQG�GHOLYHU�H[FHOOHQW�VHUYLFH
�



2Q�D�VLPLODU�QRWH��/HH�DQG�.LP ������ GHILQHG�VHUYLFH�RULHQWDWLRQ�DV�
D�VWUDWHJLF�UHVSRQVH
WR� PDUNHW� LQIRUPDWLRQ� ZKLFK� LV� GHVLJQHG� WR� LPSOHPHQW� PDUNHWLQJ� FRQFHSW� ZLWKLQ� WKH�
RYHUDOO�IUDPHZRUN�RI�FXVWRPHU�RULHQWHG�VHUYLFHV
��%DVHG�RQ�WKH�DERYH�GHILQLWLRQV��LW�FDQ�
EH�DUJXHG�WKDW�D�VHUYLFH�RULHQWHG�RUJDQL]DWLRQ�SXWV�D�VWUDWHJLF�HPSKDVLV�RQ�SURYLGLQJ�DQ�
H[FHOOHQW� VHUYLFH� LQ� WKH� EHOLHI� WKDW�GRLQJ� VR�ZLOO� HQDEOH� WKH�RUJDQL]DWLRQ� WR�SURPRWH� LWV�
YDOXH�DV�SHUFHLYHG�E\�ERWK�FXVWRPHU�DQG�HPSOR\HH�DQG�WR�VHFXUH�FXVWRPHU�VDWLVIDFWLRQ��
ZKLFK�ZLOO�� LQ� WXUQ�� UHVXOW� LQ� FRPSHWLWLYH� DGYDQWDJH� DQG� KLJKHU� SHUIRUPDQFH�� 7KH� WHUP�
FXVWRPHU� RULHQWDWLRQ� LV� RIWHQ� XVHG� LQWHUFKDQJHDEO\� ZLWK� VHUYLFH� RULHQWDWLRQ�� EXW� LW� LV�
LPSRUWDQW� WR� QRWH� WKDW� ZKLOH� FXVWRPHU� RULHQWDWLRQ� �LQ� VDOHV�� LV� PDLQO\� FRQFHUQHG� ZLWK�
PHHWLQJ�FXVWRPHU�QHHGV�GXULQJ�D�WUDQVDFWLRQ��VHUYLFH�RULHQWDWLRQ�JRHV�³EH\RQG�WKH�OLPLWV�
RI� WKH�G\DGLF� VDOHV� HQFRXQWHU�� WR�SURYLGH� WKH� FXVWRPHU�ZLWK� DGGLWLRQDO� LQIRUPDWLRQ� DQG�
DVVLVWDQFH�HYHQ�DIWHU�WKH�VDOHV�HQFRXQWHU��.HLOORU�HW�DO���������
$V� D� FRUSRUDWH� FXOWXUH�� VHUYLFH� RULHQWDWLRQ� UHIHUV� WR� WKH� QRUPV�� EHOLHIV�� YDOXHV� DQG�
EHKDYLRUV� RI� DQ� RUJDQL]DWLRQ� WKDW� LQIOXHQFH� HPSOR\HH� SHUIRUPDQFH�� 7KLV� PHDVXUH� RI�
VHUYLFH� RULHQWDWLRQ� IRFXVHV� RQ� ZKDW� WKH� PDQDJHPHQW� RI� DQ� RUJDQL]DWLRQ� FRQVLGHUV� DV�
LPSRUWDQW�IRU�KLJK�TXDOLW\�VHUYLFH�WR�EH�GHOLYHUHG��&KXQJ DQG 6FKQHLGHU���������6HUYLFH�
RULHQWDWLRQ� DV� D� FRUSRUDWH� VWUDWHJ\� LV� YLHZHG� DV� WKH� H[WHQW� WR� ZKLFK� DQ� RUJDQL]DWLRQ�
FRPSHWHV�RQ�VHUYLFH��+RPEXUJ��HW�DO���������
5XVW�DQG�.DQQDQ ������ SRLQW�RXW���H�VHUYLFH�RULHQWDWLRQ�LV�DOO�DERXW�WDNLQJ�DGYDQWDJH�RI�
WKH�HOHFWURQLF�HQYLURQPHQW�DQG�WKH�WHFKQRORJ\�DGYDQFHPHQWV�WR�VWD\�FRPSHWLWLYH��QLPEOH��
DQG�FXVWRPHU�IRFXVHG�LQ�D�WXUEXOHQW�EXVLQHVV�ODQGVFDSH�� ,Q�WKH�FRQWH[W�RI�PDQDJHPHQW
LQIRUPDWLRQ� V\VWHPV� �0,6���&KHUEDNRY�HW� DO� ������ EURDGO\� GHILQHV� D� VHUYLFH�RULHQWHG�
HQWHUSULVH� DV� �DQ� HQWHUSULVH� DEOH� WR� GHDO� ZLWK� WKH� FKDOOHQJHV� RI� WKH� HPHUJLQJ� EXVLQHVV�
HQYLURQPHQW��� 2QH� IXQGDPHQWDO� GLIIHUHQFH� EHWZHHQ� WKH� 0,6� DSSURDFK� DQG� VHUYLFH�
RULHQWDWLRQ�DSSURDFK� WR� H�VHUYLFH� LV� IRFXV�RQ� WKH�EXVLQHVV�FXVWRPHUV��DV�RSSRVHG� WR� WKH�
WHFKQRORJ\�LWVHOI��
,Q� DGGLWLRQ�� VHUYLFH� RULHQWDWLRQ� LQ� GHOLYHU\�� EDVHG� RQ� WKH� FXUUHQW� FRQFHSWXDOL]DWLRQ�� LV�
EURDGHU�DV�LW�FRYHUV�ERWK�LQWHUQDO�DQG�H[WHUQDO�VHUYLFH�LQWHUDFWLRQV��)ULPSRQJ�DQG :LOVRQ��
�������



7KXV��LW�LV�REVHUYHG�WKDW�VHUYLFH�RULHQWDWLRQ�KDV�EHHQ�YLHZHG�IURP�D�ZLGH�DQJOHG�YLHZ�L�L��
IURP�LQGLYLGXDO�HPSOR\HH�VHUYLFH�RULHQWDWLRQ�WR�µWKH�SKLORVRSK\�LPSOLHG�E\��RU�DWWULEXWHG�
E\� RWKHUV� WR�� WKH� SROLFLHV�� SURFHGXUHV� DQG� JRDOV� RI� PDQDJHPHQW¶�� DV� RQH� RI� WKH� NH\�
HOHPHQWV� RI� RUJDQL]DWLRQDO� FKDUDFWHULVWLFV� UHVSRQVLEOH� IRU� FUHDWLQJ� D� FXOWXUH�� EHOLHIV��
YDOXHV�DQG�EHKDYLRUV�RI�DQ�RUJDQL]DWLRQ�WKDW�LQIOXHQFH�HPSOR\HH�SHUIRUPDQFH�DQG�DOVR�DV�

D�VWUDWHJLF�UHVSRQVH�WR�PDUNHW�LQIRUPDWLRQ¶��5HFHQW�UHVHDUFKHUV VHH�VHUYLFH�RULHQWDWLRQ DV��
�H�VHUYLFH�RULHQWDWLRQ�LV�DOO�DERXW�WDNLQJ�DGYDQWDJH�RI�WKH�HOHFWURQLF�HQYLURQPHQW�DQG�WKH�
WHFKQRORJ\� DGYDQFHPHQWV� WR� VWD\� FRPSHWLWLYH�� QLPEOH�� DQG� FXVWRPHU�IRFXVHG� LQ� D�
WXUEXOHQW� EXVLQHVV� ODQGVFDSH� �5XVW� DQG .DQQDQ�� ������� ,Q� WKH� FRQWH[W� RI�PDQDJHPHQW�
LQIRUPDWLRQ� V\VWHPV� �0,6���&KHUEDNRY�HW� DO� ������ EURDGO\� GHILQHV� D� VHUYLFH�RULHQWHG�
HQWHUSULVH� DV� �DQ� HQWHUSULVH� DEOH� WR� GHDO� ZLWK� WKH� FKDOOHQJHV� RI� WKH� HPHUJLQJ� EXVLQHVV�
HQYLURQPHQW��
������3HUVSHFWLYHV�RI�6HUYLFH�2ULHQWDWLRQ
6HUYLFH� RULHQWDWLRQ� FRQVWUXFW� KDV� EHHQ� VWXGLHG� ZLWK� ZLGH� YDULHW\� RI� RUJDQL]DWLRQDO�
SHUVSHFWLYHV�� ,W� LV� DUJXHG� WKDW� WKH� LQWHUDFWLRQ� EHWZHHQ� HPSOR\HHV� DQG� FXVWRPHUV� LV�
LQIOXHQFHG� SRVLWLYHO\� E\� WKH� LQWHUQDO� SURFHVVHV� DQG� V\VWHPV� WKDW� DUH� LQYLVLEOH� WR� WKH�
FXVWRPHUV� � /DQJHDUG� HW� DO��� ������ *URQURRV�� ������� $OVR� LW� KLJKOLJKWHG� WKDW� LQWHUQDO�
VHUYLFHV� PDQDJHPHQW� SUDFWLFHV� DQG� SURFHGXUHV� DUH� LPSRUWDQW� IRU� D� SRVLWLYH� VHUYLFH�
GHOLYHU\� WR� FXVWRPHUV� DV� WKH\� KDYH� DQ� LPSDFW� RQ� KRZ� HPSOR\HHV� SHUFHLYH� WKH� VHUYLFH�
RULHQWDWLRQ�RI�WKH�RUJDQL]DWLRQ��6FKQHLGHU�DQG %RZHQ���������)XUWKHU��WKHUH�LV�WKH�QRWLRQ�
WKDW�WKH�VHUYLFH�HQFRXQWHU�LV�GHSHQGHQW�RQ�WKH�DWWLWXGHV�DQG�EHKDYLRU�RI�FXVWRPHU�IDFLQJ�
VWDII�� D� FRQFHSW� WKDW� KDV� EHHQ� GHILQHG� DV� LQGLYLGXDO� VHUYLFH� RULHQWDWLRQ� �+RJDQ� HW� DO���
������
2YHU�WKH�ODVW�WZR�GHFDGHV��JRYHUQPHQWDO�FRVW�FXWWLQJ�RQ�WKH�RQH�KDQG�DQG�JURZLQJ�SXEOLF�
SUHVVXUH�RQ� WKH�RWKHU��KDYH� OHG� WR� WKH�QHHG� WR�FRQWLQXRXVO\� LPSURYH��RU�PRGHUQL]H�� WKH�
HIILFLHQF\�DQG�HIIHFWLYHQHVV�RI�SXEOLF�VHUYLFHV��'RROLQ�HW�DO���������)UXPNLQ�HW�DO���������
&RQVHTXHQWO\��PDQDJHPHQW�FRQFHSWV�VXFK�DV�VHUYLFH�RULHQWDWLRQ��ZKLFK�KDYH�WKHLU�RULJLQV�
LQ� WKH� SULYDWH� VHFWRU�� KDYH� JDLQHG� LQFUHDVLQJ� LPSRUWDQFH� LQ� SXEOLF� VHFWRU� VHWWLQJV�
�*ULIILWKV� HW� DO��� ������ 0F1XOW\�� ������ 3DDUOEHUJ�� ������� 0LVDOLJQPHQW� EHWZHHQ�
RUJDQL]DWLRQDO� DQG� LQGLYLGXDO� VHUYLFH� RULHQWDWLRQ� PD\� KDYH� QHJDWLYH� FRQVHTXHQFHV� IRU�



VHUYLFH�GHOLYHU\�RXWFRPHV��DV�RUJDQL]DWLRQV�PLJKW�QRW�EH�DEOH�WR�UHDFK�WKHLU�IXOO�SRWHQWLDO��
����LI�HPSOR\HHV¶�VHUYLFH�RULHQWDWLRQ�LV�KLJKHU�WKDQ�WKH\�SHUFHLYH�WKDW�RI�WKH�RUJDQL]DWLRQ��
HPSOR\HHV�PD\�QRW�IHHO�VXSSRUWHG�LQ�GHOLYHULQJ�VHUYLFHV�RI�D�JRRG�VWDQGDUG�WR�FLWL]HQV��
ZKLFK� LQ� WXUQ�PD\�EH� OLQNHG� WR� QHJDWLYH� HPSOR\HH� DQG� FXVWRPHU� RXWFRPHV�� ���� RQ� WKH�
RWKHU� KDQG�� LI� HPSOR\HHV¶� VHUYLFH� RULHQWDWLRQ� LV� ORZHU� WKDQ� WKHLU� SHUFHSWLRQV� RI�
RUJDQL]DWLRQDO� VHUYLFH� RULHQWDWLRQ�� LW� PLJKW� SURYH� GLIILFXOW� WR� WUDQVODWH� RUJDQL]DWLRQDO�
VHUYLFH� LPSURYHPHQW� REMHFWLYHV� LQWR� DFWLRQ� DV� HPSOR\HHV� PD\� KDYH� QR� PRWLYDWLRQ� WR�
SURYLGH�WKH�EHVW�VHUYLFH�SRVVLEOH�
&DHPPHUHU�DQG :LOVRQ� ������ H[SORUHG� WKH�QDWXUH��DQWHFHGHQWV�DQG�FRQVHTXHQFHV�RI� D�
SRWHQWLDO� VHUYLFH� RULHQWDWLRQ� GLVFUHSDQF\� LQ� D� 8.� SXEOLF� VHFWRU� VHWWLQJ�� 7KLV� VWXG\�
VXJJHVWV�WKDW�VLPLODU�WR�WKH�SULYDWH VHFWRU��SXEOLF�VHFWRU�HPSOR\HHV�SHUFHLYH�D�GLVFUHSDQF\�
EHWZHHQ�WKHLU�RZQ�VHUYLFH�RULHQWDWLRQ�DQG�WKDW�RI�WKH�RUJDQL]DWLRQ�DQG�WKH�DQWHFHGHQWV�IRU�
WKLV� GLVFUHSDQF\� GLIIHU� IURP� WKH� SULYDWH� VHFWRU�� HPSOR\HHV¶� FRPPLWPHQW� WR� KHOS�
FRPPXQLWLHV� FRQWUDVWV� ZLWK� PRGHUQL]LQJ� *RYHUQPHQW� HIIRUWV� WR� GULYH� HIILFLHQF\� ZKLOH�
QHJOHFWLQJ�HIIHFWLYHQHVV�DQG�DOVR�HPSKDVL]LQJ�WKH�GHYHORSPHQW�RI�WDLORUHG�DQG�SURDFWLYH�
VHUYLFHV� PD\� UHGXFH� WKH� VHUYLFH� RULHQWDWLRQ� GLVFUHSDQF\� DQG� WKXV� LPSURYH� VHUYLFH�
SHUIRUPDQFH�DQG�MRE�VDWLVIDFWLRQ�
7KXV� IURP� WKH� DERYH� OLWHUDWXUH�� LW� LV� VHHQ� WKDW� VHUYLFH� RULHQWDWLRQ� FRQVWUXFW� LQIOXHQFHV�
ZLGH� YDULHW\� RI� RUJDQL]DWLRQDO� SHUVSHFWLYHV� DQG� LV� DSSOLFDEOH� LQ� DOO� FRQWH[WV� RI� SULYDWH��
SXEOLF�DQG�JRYHUQPHQWDO�FRQWH[W��
������6HUYLFH�2ULHQWDWLRQ�DQG�+XPDQ�5HVRXUFH�0DQDJHPHQW
7KH� LPSRUWDQFH�RI�KXPDQ� UHVRXUFH�PDQDJHPHQW� SUDFWLFHV� DQG� WKHLU� UHODWLRQVKLS� WR� VHU�
YLFH�TXDOLW\�KDV� UHFHLYHG�PXFK�DWWHQWLRQ��6HUYLFH�WUDLQLQJ�DQG�VHUYLFH�UHZDUGV�SUDFWLFHV�
DUH�WZR�FRPSRQHQWV�RI�KXPDQ�UHVRXUFH�PDQDJHPHQW��)DFWRUV��VXFK�DV�UHQGHULQJ�VHUYLFH�
ZLWK�D�VPLOH��WKDQNLQJ�D�FXVWRPHU��DQG�EHLQJ�FRXUWHRXV�DUH�H[DPSOHV�RI�EDVLF�VNLOOV�ZKLFK�
LQIOXHQFH� FXVWRPHU� VDWLVIDFWLRQ�� $Q� LPSRUWDQW� HOHPHQW� RI� VHUYLFH� TXDOLW\� LV� WKH� OLQN�
EHWZHHQ� HPSOR\HH� FRPSHQVDWLRQ� �� UHZDUG� DQG� VHUYLFH� SHUIRUPDQFH� �5RDFK�� ������
6FKOHVLQJHU�DQG +HVNHWW������� %HUU\��������+HVNHWW�HW�DO���������%RZHQ�DQG 6FKQHLGHU��
������ 6HUYLFH�UHODWHG�HPSOR\HH�EHKDYLRU�LV�VDLG�WR�UHVXOW�IURP�FRQVSLFXRXV�DQG�VSHFLILF�



FRPSHQVDWLRQ� UHZDUG�SUDFWLFHV� DQG�SURJUDPV� �2¶&RQQRU� DQG 6KHZFKXN�� ������ -RVHSK��
����� +DUWOLQH�DQG )HUUHOO���������
3OR\KDUW HW� DO� ������ WHVWHG� VHYHUDO� NH\� SUHGLFWLRQV� LQ� VWUDWHJLF� KXPDQ� UHVRXUFH�
PDQDJHPHQW� �6+50�� DQG� UHVRXUFH�EDVHG� WKHRU\� SURYLGLQJ� FULWLFDO� WHVWV� RI� UHVRXUFH�
EDVHG�WKHRU\�E\�GHPRQVWUDWLQJ�WKDW�FKDQJHV�LQ�WKH�IORZ�RI�XQLW�VHUYLFH�RULHQWDWLRQ�UHODWH�
WR�FKDQJHV�LQ�REMHFWLYH�XQLW�HIIHFWLYHQHVV�RYHU�WLPH��7KH�LGHD�WKDW�FURSV�XS�LV�WKDW��KXPDQ�
UHVRXUFH�PDQDJHPHQW�SOD\V�D�FULWLFDO�UROH�LQ�GHWHUPLQLQJ�WKH�OHYHO�RI�VHUYLFH�RULHQWDWLRQ�
RI� DQ� RUJDQL]DWLRQ� 7KH� LGHD� RI� D� ZHOO� SUHVHQWDEOH� PRGHVW� HPSOR\HH� LQ� WKH� IURQWOLQH�
VSHDNV�D�ORW�DERXW�DQ�RUJDQL]DWLRQ��ZKLFK�DFWV�DV�D�VXJDU\�FRDWLQJ�DQG�KHOSV�LQ�GHYHORSLQJ�
WKH�LPDJH�RI�DQ�RUJDQL]DWLRQ�
7KXV�� KXPDQ� UHVRXUFH� LV� DQ� LPSRUWDQW� FRQVWLWXHQW� DQG� IDFWRU� WKDW� LQIOXHQFH� 6HUYLFH�
RULHQWDWLRQ� RI� 2UJDQL]DWLRQ�� 7KXV� LW� LV� DQ� LPSRUWDQW� GLPHQVLRQ� WR� PHDVXUH� VHUYLFH�
RULHQWDWLRQ�
������6HUYLFH�RULHQWDWLRQ�DV�FRPSHWLWLYH�DGYDQWDJH
5HFHQW�PDUNHWLQJ�OLWHUDWXUH�KDV�DFNQRZOHGJHG�WKH�UROH�RI�D�FRPSDQ\
V�VHUYLFH�RULHQWDWLRQ�
LQ� DFKLHYLQJ� D� VXVWDLQDEOH� FRPSHWLWLYH� DGYDQWDJH�� 7KLV� VHUYLFH� RULHQWDWLRQ�� WKH�
UHODWLRQVKLS� DQG� VWUDWHJ\�EHWZHHQ� WKH� FRPSDQ\� DQG� WKH� FXVWRPHU�� LV� DUJXDEO\� WKH�PRVW�
LPSRUWDQW� DUHD� IRU� D� EXVLQHVV� WR� VWXG\��2YHU� WKH� ODVW� GHFDGH�� LW� KDV� EHFRPH� FUXFLDO� IRU�
EXVLQHVVHV�WR�IXQGDPHQWDOO\�XQGHUVWDQG�DQG�VDWLVI\�FRQVXPHU�QHHGV�LQ�RUGHU�WR�VXFFHHG�LQ�
D� KLJKO\� FRPSHWLWLYH� PDUNHW� HQYLURQPHQW� �.HLOORU� HW� DO��� ������� 7KHVH� QHZ�
FRQVLGHUDWLRQV��ZKLOH�H[WHQGHG�LQ�VFRSH��FODULI\�VHYHUDO�SRLQWV�DERXW�VHUYLFH�RULHQWDWLRQ��
$V� D� UHVXOW�� LWV� DQWHFHGHQWV� DQG� FRQVHTXHQFHV� KDYH� EHHQ�ZLGHO\� VWXGLHG� �.HOOH\�� ������
+RPEXUJ��HW�DO�� ������/\WOH�DQG 7LPPHUPDQ��������0DULQRYD�HW�DO���������
7KH� LPSDFW� RI� VHUYLFH� RULHQWDWLRQ�PD\� EH� YLHZHG� DV� D� URDGEORFN� WKDW� EXVLQHVVHV�PXVW�
QDYLJDWH�LQ�RUGHU�WR�UHGXFH�QHJDWLYH�HIIHFWV�JHQHUDWHG�IURP�LQWHUDFWLRQ�ZLWK�FRQVXPHUV��$�
YDVW� PDMRULW\� RI� WKH� DWWHQWLRQ� SDLG� WR� WKH� FRQVHTXHQFHV� RI� VHUYLFH� RULHQWDWLRQ� KDV�
FRQFHQWUDWHG�RQ�LWV�UHODWLRQVKLS�ZLWK�EXVLQHVV�SHUIRUPDQFH�� /\QQ�HW�DO���������+RPEXUJ��
HW�DO�������� 'L�0DVFLR���������+RZHYHU��UHODWLYHO\�OLWWOH�DFDGHPLF�UHVHDUFK�KDV�IRFXVHG�
RQ� WKH� UROH� RI� VHUYLFH� RULHQWDWLRQ� LQ� LQIOXHQFLQJ� HPSOR\HHV� DQG� FXVWRPHU� UHVSRQVH��



0RUHRYHU�� WKH� UHVHDUFK� LV� VFDQW� LQ� DGGUHVVLQJ� RWKHU� SRVVLEOH� FRQVHTXHQFHV�� VXFK� DV� WKH�
HIIHFW�RI�VHUYLFH�RULHQWDWLRQ�RQ�WKH�RSHUDWLRQDO�OHYHO�RI�HPSOR\HHV��:XD�HW�DO����������
5HFHQW� GHYHORSPHQWV� KDYH� JLYHQ� KHLJKWHQHG� LPSRUWDQFH� WR� HPSOR\HHV� DV� LPSRUWDQW�
FKDQQHOV� WR� GHOLYHU� VHUYLFH� WR� FXVWRPHUV� WKDW� ZLOO� UHGXFH� WKH� QHJDWLYH� LPSDFW�� 7KH�
$OEUHFKW���������VHUYLFH�WULDQJOH�� LQGLFDWHV�WKH�WULSDUWLWH�UHODWLRQVKLS�DPRQJ�WKH�VHUYLFH�
RUJDQL]DWLRQ�� WKH� VHUYLFH� SURYLGHU�� DQG� WKH� FXVWRPHUV�� ,Q� WKH� PHDQWLPH�� VHUYLFH�
RUJDQL]DWLRQV�KDYH�EHJXQ�WR�FRQVLGHU�WKH�UROHV�WKHLU�HPSOR\HHV�VKRXOG�SOD\�LQ�DFKLHYLQJ�D�
VXVWDLQDEOH�FRPSHWLWLYH�DGYDQWDJH��$VLI�DQG 6DUJHDQW���������,I�HPSOR\HHV�DUH�SDUW�RI�D�
VROLG�VHUYLFH�FXOWXUH�DQG�UHFHLYH�PDQDJHPHQW�VXSSRUW�IRU�GHOLYHULQJ�LPSURYHG�FXVWRPHU�
VHUYLFH��WKLV�KDV�D�SRVLWLYH�LPSDFW�DQG�LQIOXHQFHV�WKH�VWUXFWXULQJ�RI�KRZ�DQ�RUJDQL]DWLRQ�
SXUVXHV� VHUYLFH� RULHQWDWLRQ�� 2QH� ZKLFK� IDYRUV� H[FHOOHQW� VHUYLFH� TXDOLW\� FDQ� OHDG� WR�
HPSOR\HH�EHKDYLRU�DQG�DWWLWXGHV�ZKLFK��LQ�WXUQ��FUHDWHV�KLJKHU�YDOXH�DQG�D�EHWWHU�UHVXOW��
,Q�DGGLWLRQ��WKH�H[SHULHQFH�ZLOO�OHDG�WR�LQFUHDVHG�FRQVXPHU�OR\DOW\�DQG�SRVLWLYH�ZRUG�RI�
PRXWK�
)RFXVLQJ� RQ� WKH� VHUYLFH� WULDQJOH�� WKH� LGHDOLVWLF� VWDWH� H[LVWV� ZKHQ� WKHUH� DUH� SRVLWLYH�
UHODWLRQVKLSV� EHWZHHQ� WKH� VHUYLFH� RUJDQL]DWLRQ�VHUYLFH� SURYLGHU�� VHUYLFH� RUJDQL]DWLRQ�
FRQVXPHU��DQG�VHUYLFH�SURYLGHU�FRQVXPHU��,W�UHSUHVHQWV�D�EDODQFHG�WULDG�DQG�WKH�RSWLPDO�
VWDWH�LQ�ZKLFK�WKH�FRQVXPHU�KDV�QR�QHHG�FRJQLWLYHO\�WR�GLVWRUW��UHHYDOXDWH��RU�EHKDYLRUDOO\�
ZLWKGUDZ�IURP�WKH�VLWXDWLRQ��:KHQ�DQ�RUJDQL]DWLRQ�PDLQWDLQV�SRVLWLYH�UHODWLRQVKLSV�ZLWK�
ERWK� WKH� SURYLGHU� DQG� WKH� FRQVXPHU�� VHYHUDO� GHVLUDEOH� RXWFRPHV� DUH� OLNHO\�� (PSOR\HHV�
ZLOO� H[SHULHQFH� LQFUHDVHG� OHYHOV� RI� PRWLYDWLRQ�� VDWLVIDFWLRQ�� DQG� FRPPLWPHQW� DQG�
GHFUHDVHG�OHYHOV�RI�LQWHQW�WR�ZLWKGUDZ�IURP�WKH�RUJDQL]DWLRQ��'H�0DQ�HW�DO����������7KHUH�
ZLOO�EH�D�UHGXFWLRQ�LQ�WKH�JDS�EHWZHHQ�FRQVXPHU�H[SHFWDWLRQV�DQG�DFWXDO�VHUYLFH�TXDOLW\��
DQG� FRQVXPHUV� ZLOO� EH� PRUH� OR\DO� DQG� ZLOO� KDYH� KLJKHU� UHSXUFKDVH� LQWHQWLRQV�� DV�
FRPSDUHG�WR�ZKHQ�SRVLWLYH�UHODWLRQV�GR�QRW�H[LVW�DPRQJ�DOO�WKUHH�SDUWLHV��%DUURVR��&DVWUR�
HW� DO��� ������� $V� D� UHVXOW�� PDUNHW� RULHQWDWLRQ� WKHRU\� � .RKOL DQG -DZRUVNL�� ������ 'D\��
������� 6ODWHU DQG 1DUYHU�� -��� ������:ULJKW� HW� DO��� ������ %DUURVR� &DVWUR� HW� DO��� ������
LQGLFDWHV� WKDW� ILUPV� ZLWK� VXSHULRU� VHUYLFH� VWUDWHJ\� RU� IDFLOLWDWLRQ� VKRXOG� KDYH� VXSHULRU�
FXVWRPHU� NQRZOHGJH�� H[FHOOHQW� VHUYLFH� SHUIRUPDQFH� DQG� VKRXOG� EH� DEOH� WR� GHYHORS�
RIIHULQJV�WKDW�EHWWHU�VDWLVI\�WKH�QHHGV�DQG�ZDQWV�RI�WDUJHW�FXVWRPHUV�



7KH�UDWLRQDOH�DV�WR�ZK\�D�ILUP�VKRXOG�VWULYH�WR�EH�VHUYLFH�RULHQWHG�HYROYHV�FOHDUO\�IURP�
WKH�DERYH�GLVFXVVLRQ�WKDW�PRUH�DQ�RUJDQL]DWLRQ�LV�LQFOLQHG�WRZDUGV�VHUYLFH�RULHQWDWLRQ�WKH�
SRVVLELOLW\�RI�KDYLQJ�KLJKHU�SHUIRUPDQFH�LQFUHDVHV�VLJQLILFDQWO\��

����'LPHQVLRQV�RI�VHUYLFH�RULHQWDWLRQ
/\WOH� HW� DO� ������ LGHQWLILHG� IRXU� FRPSRQHQWV� RI� VHUYLFH� RULHQWDWLRQ� � ��� 6HUYLFH�
OHDGHUVKLS�����6HUYLFH�HQFRXQWHU�����6HUYLFH�V\VWHP��DQG����+XPDQ�UHVRXUFH�PDQDJHPHQW�
'LHQKDUW� HW� DO� ������ VWXGLHG� PDQDJHUV� DQG� HPSOR\HHV� LQ� D� QDWLRQDO� SL]]D� UHVWDXUDQW�
FKDLQ� WR�H[DPLQH� WKH�FRQFHSW�RI�VHUYLFH�RULHQWDWLRQ��7KH� IDFWRU�DQDO\VLV�RI�QLQH�VHUYLFH�
RULHQWDWLRQ� LWHPV� VXJJHVWHG� WKDW� VHUYLFH� RULHQWDWLRQ� FRQVLVWV� RI� WKUHH� GLPHQVLRQV��
FXVWRPHU�IRFXV��RUJDQL]DWLRQDO�VXSSRUW�DQG�VHUYLFH�XQGHU�SUHVVXUH��
/LWHUDWXUH�RQ�YDULRXV�GLPHQVLRQV�RI�VHUYLFH�RULHQWDWLRQ�KDV�EHHQ�VWXGLHG�DQG�VXPPDUL]HG�
EHORZ�
/HDGHUVKLS� LV� WKH� PRVW� FULWLFDO� DQG� LQWHJUDO� LQJUHGLHQW� QHFHVVDU\� IRU� FUHDWLQJ� DQG�
PDLQWDLQLQJ�DQ�HIIHFWLYH�DQG�SRVLWLYH� VHUYLFH�RULHQWDWLRQ�6HUYDQW�OHDGHUVKLS DQG VHUYLFH�
YLVLRQ� DUH� WKH IRXQGDWLRQDO� HOHPHQWV RI� OHDGHUVKLS�ZLWKLQ� WKH� VHUYLFH�RULHQWDWLRQ�PRGHO
�/\WOH� HW� DO��� ������� 0DQDJHUV
� DWWLWXGHV� DQG� EHKDYLRUV� �NQRZLQJO\� RU� XQNQRZLQJO\��
FRQWLQXRXVO\�DQG�GLUHFWO\� VKDSH�DQ�RUJDQL]DWLRQ
V�VHUYLFH�FOLPDWH� �$OEUHFKW�DQG =HPNH��
������%HUU\�HW�DO���������%RZHQ�DQG�6FKQHLGHU���������
������6HUYDQW�OHDGHUVKLS
6HUYDQW�OHDGHUVKLS�LQFRUSRUDWHV�WKH�LGHDOV�RI�HPSRZHUPHQW��WRWDO�TXDOLW\��WHDP�EXLOGLQJ��
DQG� SDUWLFLSDWRU\�PDQDJHPHQW�� DQG� WKH� VHUYLFH� HWKLF� LQWR� D� OHDGHUVKLS� SKLORVRSK\�� 7KH�
VHUYDQW� OHDGHUVKLS� FRQFHSW� LV� FRPSOH[� LQ� QDWXUH� LQ� YLHZ� RI� WKH� GLIIHUHQW� GHILQLWLRQV�
SUHVHQWHG�E\� GLIIHUHQW�GLVFLSOLQHV�� WKH� UHOLJLRXV�SRLQW�RI�YLHZ�� WKH�SV\FKRORJLFDO� DVSHFW�
DQG�WKH�PDQDJHPHQW�DVSHFW�DV�ZHOO�
%HLQJ� MXVW�D� VHUYLFH�RULHQWHG�SHUVRQ�� LQ� WKH� WUDGLWLRQDO�QRWLRQ�RI� VHUYDQW�KRRG��GRHV�QRW�
TXDOLI\�RQH�DV�D�VHUYDQW�OHDGHU��+DOO ������ KDV�REVHUYHG�WKDW��'RLQJ�PHQLDO�FKRUHV�GRHV�



QRW� QHFHVVDULO\� LQGLFDWH� D� VHUYDQW� OHDGHU�� ,QVWHDG� D� VHUYDQW� OHDGHU� LV� RQH� ZKR� LQYHVWV�
KLPVHOI�RU�KHUVHOI�LQ�HQDEOLQJ�RWKHUV��LQ�KHOSLQJ WKHP�EH�DQG�GR�WKHLU�EHVW���
$FFRUGLQJ�WR�.RX]HV�DQG�3RVQHU ��������³/HDGHUV�ZH�DGPLUH�GR�QRW�SODFH�WKHPVHOYHV�DW�
WKH�FHQWHU��WKH\�SODFH�RWKHUV�WKHUH��7KH\�GR�QRW�VHHN�WKH�DWWHQWLRQ�RI�SHRSOH��WKH\�JLYH�LW�
WR�RWKHUV��7KH\�GR�QRW�IRFXV�RQ�VDWLVI\LQJ�WKHLU�RZQ�DLPV�DQG�GHVLUHV��WKH\�ORRN�IRU�ZD\V�
WR�UHVSRQG�WR�WKH�QHHGV�DQG�LQWHUHVWV�RI�WKHLU�FRQVWLWXHQWV��7KH\�DUH�QRW�VHOI�FHQWHUHG��WKH\�
FRQFHQWUDWH�RQ�WKH�FRQVWLWXHQW�����/HDGHUV�VHUYH�D�SXUSRVH�DQG�WKH�SHRSOH�ZKR�KDYH�PDGH�
LW� SRVVLEOH� IRU� WKHP� WR� OHDG����� ,Q� VHUYLQJ� D� SXUSRVH�� OHDGHUV� VWUHQJWKHQ� FUHGLELOLW\� E\�
GHPRQVWUDWLQJ�WKDW�WKH\�DUH�QRW�LQ�LW�IRU�WKHPVHOYHV��LQVWHDG��WKH\�KDYH�WKH�LQWHUHVWV�RI�WKH�
LQVWLWXWLRQ��GHSDUWPHQW�RU�WHDP�DQG�LWV�FRQVWLWXHQWV�DW�KHDUW��%HLQJ�D�VHUYDQW�PD\�QRW�EH�
ZKDW�PDQ\� OHDGHUV�KDG� LQ�PLQG�ZKHUH� WKH\�FKRRVH� WR� WDNH� UHVSRQVLELOLW\� IRU� WKH�YLVLRQ�
DQG�GLUHFWLRQ�RI� WKHLU�RUJDQL]DWLRQ�RU� WHDP��EXW� VHUYLQJ�RWKHUV� LV� WKH�PRVW�JORULRXV� DQG�
UHZDUGLQJ�RI�DOO�OHDGHUVKLS�WDVNV�´
6HUYDQW� OHDGHUVKLS� LV� D� YHU\� LPSRUWDQW� DVSHFW LQ� GHWHUPLQLQJ� WKH� OHYHOV� RI� VHUYLFH�
RULHQWDWLRQ�RI�DQ�RUJDQL]DWLRQ�� ,Q�IDFW�� LW� LV� WKLV�DVSHFW�ZKLFK�GHILQHV� WKH�YDOXH��VHWV� WKH�
PDUN�DQG�LV�LQVWUXPHQWDO�LQ�WKH�RSHUDWLRQ�DQG�SRVLWLRQLQJ�RI�DQ�RUJDQL]DWLRQ�
6SHDUV ������ LQFRUSRUDWHG� WHQ�PDMRU� DWWULEXWHV� RI� VHUYDQW� OHDGHUVKLS�� 7KHVH� LQFOXGHG��
/LVWHQLQJ�� HPSDWK\�� KHDOLQJ�� DZDUHQHVV�� SHUVXDVLRQ�� FRQFHSWXDOL]DWLRQ�� IRUHVLJKW��
VWHZDUGVKLS�� FRPPLWPHQW� WR� WKH� JURZWK� RI� SHRSOH�� DQG� EXLOGLQJ� FRPPXQLW\�� +RZHYHU��
6SHDUV� ������� VWDWHG�� ³WKHVH� WHQ� FKDUDFWHULVWLFV� RI� VHUYDQW� OHDGHUVKLS� DUH� E\� QR�PHDQV�
H[KDXVWLYH´� %DUEXWR�DQG :KHHOHU ������ ODWHU��DWWHPSWHG�WR�GHYHORS�D�VFDOH�ZKLFK�FDQ�
H[SODLQ� VHUYDQW� OHDGHUVKLS�� 7KH� DXWKRUV� GHYHORSHG� ��� VXE� VFDOH� LWHPV�� YL]�� FDOOLQJ��
OLVWHQLQJ�� HPSDWK\�� KHDOLQJ� DZDUHQHVV�� SHUVXDVLRQ�� FRQFHSWXDOL]DWLRQ�� IRUHVLJKW��
VWHZDUGVKLS��JURZWK��DQG�FRPPXQLW\�EXLOGLQJ��ZLWK�WKH�KHOS�RI�GDWD�IURP����OHDGHUV�DQG�
����UDWHUV��WKH�VWXG\�UHYHDOHG�SURGXFHG�ILYH�VHUYDQW�OHDGHUVKLS�IDFWRUV²DOWUXLVWLF�FDOOLQJ��
HPRWLRQDO� KHDOLQJ�� SHUVXDVLYH�PDSSLQJ��ZLVGRP�� DQG� RUJDQL]DWLRQDO� VWHZDUGVKLS²ZLWK�
VLJQLILFDQW�UHODWLRQV�WR�WUDQVIRUPDWLRQDO�OHDGHUVKLS��OHDGHU�PHPEHU�H[FKDQJH��H[WUD�HIIRUW��
VDWLVIDFWLRQ��DQG�RUJDQL]DWLRQDO�HIIHFWLYHQHVV�



������6HUYLFH�9LVLRQ
/LWHUDWXUH�LV�HQFU\SWHG�ZLWK�GHVFULELQJ�VHUYLFH�YLVLRQ�DV�D�³WRS�GRZQ´�DSSURDFK�ZKLFK�LV�
QHFHVVDU\� WR� LQVWLOO� ZLGHVSUHDG� DVSLUDWLRQV� RI� SURYLGLQJ� TXDOLW\� VHUYLFH� DPRQJ�
RUJDQL]DWLRQDO� PHPEHUV� � $OEUHFKW� DQG =HPNH�� ������ +HVNHWW�� ������ ������� 6HUYLFH�
OHDGHUV�ZKR�FRQVLVWHQWO\�FRPPXQLFDWH�D�VHUYLFH�YLVLRQ�IRU�WKH�RUJDQL]DWLRQ�UHLQIRUFH�WKH�
LPSRUWDQFH�RI�VHUYLFH�TXDOLW\�DQG�FXVWRPHU�VDWLVIDFWLRQ�LQ�FUHDWLQJ�VXSHULRU�YDOXH�IRU�WKH�
RUJDQL]DWLRQ�� ,W� IRUPV�D�EDVLV� IRU�DSSURSULDWH�RUJDQL]DWLRQDO�VHUYLFH�EHKDYLRU�ZLWKLQ� WKH�
RUJDQL]DWLRQ��+H IXUWKHU�GHILQHV�WZR�GLIIHUHQW�YLHZV�RI�VWUDWHJLF�VHUYLFH�YLVLRQ��RQH� WKDW�
FRQVLVWV�RI�LGHQWLILFDWLRQ�RI�D�WDUJHW�PDUNHW�VHJPHQW��GHYHORSPHQW�RI�D�VHUYLFH�FRQFHSW�WR�
DGGUHVV� WDUJHWHG� FXVWRPHUV¶� QHHGV�� FRGLILFDWLRQ� RI� DQ� RSHUDWLQJ� VWUDWHJ\� WR� VXSSRUW� WKH�
VHUYLFH�FRQFHSW��DQG�GHVLJQ�RI�D�VHUYLFH�GHOLYHU\�V\VWHP�WR�VXSSRUW�WKH�RSHUDWLQJ�VWUDWHJ\��
WKH�³H[WHUQDOO\�RULHQWHG�VWUDWHJLF�VHUYLFH�YLVLRQ´��7KH�RWKHU� WDUJHWLQJ�LPSRUWDQW�JURXSV�RI
HPSOR\HHV�DV�ZHOO�DV�FXVWRPHUV� WKH�³LQWHUQDOO\�RULHQWHG�VWUDWHJLF�VHUYLFH�YLVLRQ´�
3DUWRYL ������ SUHVHQWHG� DQ� DQDO\WLFDO� PHWKRG� ³6WUDWHJLF� VHUYLFH� YLVLRQ´�� 7KH� PRGHO�
EDVHG� RQ� EDVHG� RQ� TXDOLW\� IXQFWLRQ� GHSOR\PHQW� �4)'��� DQG� EHQFKPDUNLQJ�� VWDUWV�ZLWK�
WZR�PDWULFHV�LQ�VHULHV�WR�UHODWH�PDUNHW�VHJPHQWV��VHUYLFH�FRQFHSWV��DQG�YDULRXV�SURFHVVHV��
DV� URZV� DQG� FROXPQV� RI� LQWHUFRQQHFWHG� 4)'� PDWULFHV�� )XUWKHU�� DQDO\WLFDO� KLHUDUFK\�
SURFHVV� �$+3��ZDV�XVHG� WR�GHWHUPLQH� WKH� LQWHQVLW\�RI� WKH� UHODWLRQVKLS�EHWZHHQ� WKH� URZ�
DQG� FROXPQ� YDULDEOHV� RI� HDFK� PDWUL[�� :KLOH� DQDO\WLFDO� QHWZRUN� SURFHVV� �$13�� DQ�
H[WHQVLRQ�RI�$+3�ZDV�XVHG�WR�GHWHUPLQH�WKH�LQWHQVLW\�RI�V\QHUJ\�HIIHFWV�DPRQJ�FROXPQ�
YDULDEOHV��)LQDOO\�WR�LQ�RUGHU�WR�WXQH�WKH�RSHUDWLRQ�DQG�GHYHORS�SUHFLVLRQ��EHQFKPDUNLQJ�
ZDV�HPSOR\HG�
������&XVWRPHU�7UHDWPHQW
6HUYLFH� WUHDWPHQW� LV� VHUYLFH�TXDOLW\��7KH�GHILQLWLRQ��PHDQLQJ�� DQG�HYDOXDWLRQ�RI� VHUYLFH�
TXDOLW\� H[LVW� LQ� WKH�PLQG� RI� WKH� FXVWRPHU�� )ORZ� FXVWRPHUV� DUH� WUHDWHG� GLUHFWO\� LPSDFWV�
WKHLU�SHUFHSWLRQV�RI� VHUYLFH�SHUIRUPDQFH�DQG�FXVWRPHU� VDWLVIDFWLRQ��7KXV��RUJDQL]DWLRQV�
PXVW�FRQVLVWHQWO\�HQJDJH�LQ�SUDFWLFHV�HQDFWLQJ�WKH�JROGHQ�UXOH�GXULQJ�VHUYLFH�HQFRXQWHUV�
WR� FUHDWH� SRVLWLYH� FXVWRPHU� SHUFHSWLRQV� RI� VHUYLFH� SHUIRUPDQFH� WKHUHE\� HQKDQFLQJ�
FXVWRPHU�VDWLVIDFWLRQ��OR\DOW\��DQG�RUJDQL]DWLRQDO�SHUIRUPDQFH��/\WOH�HW�DO��������



3DUNLQJWRQ�DQG�6FKQHLGHU ������ UHVHDUFKHG�RQ�WKH�UHODWLRQVKLS�EHWZHHQ�HPSOR\HHV�DQG�
FXVWRPHUV� LQ� VHUYLFH� RUJDQL]DWLRQV� ZLWK� GDWD� IURP� ���� HPSOR\HHV� DQG� ���� FXVWRPHUV�
IURP� ��� EUDQFKHV� RI� D� EDQN�� 6LJQLILFDQW� UHODWLRQVKLSV� ZHUH� UHSRUWHG� EHWZHHQ� EUDQFK�
HPSOR\HHV
� SHUFHSWLRQV� RI� RUJDQL]DWLRQDO� KXPDQ� UHVRXUFHV� SUDFWLFHV� DQG� EUDQFK�
FXVWRPHUV
� DWWLWXGHV� DERXW� VHUYLFH�� (PSOR\HH� DWWLWXGHV� DQG� FXVWRPHU� DWWLWXGHV� ZHUH�
UHODWHG�WR�WKHLU�RZQ�DQG�RQH�DQRWKHU
V�WXUQRYHU�LQWHQWLRQV�
3pUH]�-LPpQH]� DQG 6DXUD�&DOL[WR ������ LQYHVWLJDWHG� WKH� OLQN� EHWZHHQ� FXVWRPHU�
RULHQWDWLRQ �&2��� VHUYLFH�RULHQWDWLRQ� �62��DQG� MRE�VDWLVIDFWLRQ� �-6���7KH� VWXG\� UHYHDOHG�
WKDW�&2�SURGXFHG�D�PHGLDWHG�HIIHFWV��WKURXJK�62��RQ�RYHUDOO�-6��7KH�PHGLDWRU�UROH�ZDV�
LGHQWLILHG�DV�KXPDQ�UHVRXUFHV�PDQDJHPHQW�SUDFWLFH��VHUYLFH�V\VWHPV�SUDFWLFH�DQG�VHUYLFH�
OHDGHUVKLS� SUDFWLFH�� ,Q� DGGLWLRQ�� WR� WKLV� ILQGLQJ� D� SRVLWLYH� DVVRFLDWLRQ� ZDV� UHYHDOHG�
EHWZHHQ�62�SUDFWLFHV�DQG�&2�
/\WOH� DQG�7LPPHUPDQ ������ DWWHPSWHG� WR� HPSLULFDOO\� YDOLGDWH� VHUYLFH�RULHQWDWLRQ� DV� D�
VRFLDOO\�FRQVWUXFWHG�YDULDEOH��7KH�GDWD�LQGLFDWHG�WKDW�RUJDQL]DWLRQDO�VHUYLFH�RULHQWDWLRQ�LQ�
EDQNLQJ� LV� SRVLWLYHO\� FRUUHODWHG� ZLWK� HPSOR\HH� FRPPLWPHQW�� ORQJHYLW\�� DQG HVSULW� GH�
FRUSV��FRQVXPHU�SURGXFWV�SHUIRUPDQFH��VHUYLFH�TXDOLW\�LPDJH��DQG�EDQNLQJ�SURILWDELOLW\�
������(PSOR\HH�(PSRZHUPHQW
(PSOR\HH� HPSOR\PHQW� LV� YHU\� GLIILFXOW� WR� GHILQH�� LQ� WKH� VHQVH� WKDW� LW� LV� D� PXOWL�
GLPHQVLRQDO�FRQFHSW��7KH�EHJLQQLQJV�RI� WKH�FRQFHSW�RI�HPSOR\HH�HPSRZHUPHQW�FDQ�EH�
IRXQG� LQ� VHYHUDO� SODFHV�� 7KH� VRFLRǦWHFKQLFDO� DSSURDFK� �/HZLQ�� ����� FRPELQHG� WZR�
DVSHFWV� RI� ZRUN� LQ� D� V\VWHPLF� PDQQHU�� 7KH� LGHD� RI� MRE� HQULFKPHQW� HPHUJHG� ZKLFK�
IRFXVHG� RQ� LQFUHDVLQJ� FRQWURO� DQG� GHFLVLRQǦPDNLQJ� LQ� RQH¶V� ZRUN� �+HU]EHUJ� DQG�
0DXVQHU���������7KH�OLWHUDWXUH�RQ�MRE DXWRQRP\���+DFNPDQ�DQG�2OGKDP��������+DFNPDQ�
DQG�2OGKDP������� DGGUHVVHV�DQRWKHU�FRPSRQHQW�RI�ZKDW�LV�WRGD\�UHIHUUHG�WR�HPSOR\HH�
HPSRZHUPHQW�
.DQWHU ������ GHILQHG� HPSRZHUPHQW� DV� JLYLQJ� SRZHU� WR� SHRSOH� ZKR� DUH� DW� D�
GLVDGYDQWDJHG� VSRW� LQ� WKH� RUJDQL]DWLRQ�� 6KH� VHHV� D� FRQWLQXXP� RI� SRZHU� IURP�
SRZHUOHVVQHVV� WR� HPSRZHUHG�� ,Q� OLQHV�ZLWK� WKLV� WUDGLWLRQ� �%ORFN�� ������ 6XOOLYDQ� HW� DO���
����� DOVR�IRFXVHG�RQ�WKH�UROH�RI�WKH�PDQDJHU�LQ�HPSRZHULQJ�HPSOR\HHV�



(PSRZHUHG�HPSOR\HHV�KDYH�WKH�UHVSRQVLELOLW\�DQG�DXWKRULW\�WR�PHHW�FXVWRPHU¶V�QHHGV�DV�
TXLFNO\� DQG� HIIHFWLYHO\� DV� SRVVLEOH�� %\� DOORZLQJ� FRQWDFW� HPSOR\HHV� WR� PDNH� WKHVH�
GHFLVLRQV�� WKH� PDQDJHU� UHOLQTXLVKHV� FRQWURO� RYHU� PDQ\� DVSHFWV� RI� WKH� VHUYLFH� GHOLYHU\�
SURFHVV��(PSRZHUPHQW� LV� WKRXJKW� WR�EH�QHFHVVDU\� EHFDXVH� FRQWDFW� HPSOR\HHV�QHHG� WKH�
IOH[LELOLW\� WR�PDNH�RQ� WKH�VSRW�GHFLVLRQV� WR�FRPSOHWHO\� VDWLVI\� FXVWRPHUV��$GYRFDWHV�RI�
HPSRZHUPHQW� FODLP� WKDW� HPSOR\HH�ZLOO� EH�PRUH� UHVSRQVLYH� DV� VHUYLFH� SURYLGHUV�� KDYH�
KLJKHU� OHYHOV� RI� SURGXFWLYLW\�� GHDO� ZLWK� FXVWRPHU� FRPSODLQWV� PRUH� TXLFNO\�� EH� EHWWHU�
PRWLYDWHG��DQG�SURYLGH�KLJKHU�OHYHOV�RI�VHUYLFH�TXDOLW\��/\WOH�HW�DO���������
,W�PXVW�EH�QRWHG�WKDW�HPSOR\HH�HPSRZHUPHQW�VHOGRP�KDSSHQ�LQ�RUJDQL]DWLRQV�QDWXUDOO\��
,W� UHTXLUHV�FKDQJLQJ� WKH�GLVHPSRZHULQJ�VWUXFWXUHV��PRUHRYHU�FKDQJLQJ� OHDGHUVKLS�DORQH�
PD\� QRW� OHDG� WR� DQ� HPSRZHUHG� RUJDQL]DWLRQ�� %RWK� WKH� OHDGHUVKLS� FRPSRQHQW� DQG� WKH�
LQGLYLGXDO�FRPSRQHQW�ZLOO�KDYH�DQ�LPSDFW�EXW�WKH\�ZLOO�QRW�EH�D�VXFFHVVIXO�DV�WKH\�FRXOG�
EH�LQ�RUGHU�WR�KDYH�DQ�HPSRZHUHG�RUJDQL]DWLRQ�ZLWK�HPSRZHUHG�HPSOR\HHV�
������6HUYLFH�)DLOXUH�3UHYHQWLRQ
7KH�KHDUWV� RI� VHUYLFH� V\VWHP� DUH� SUDFWLFHV� WKDW� IXQFWLRQ� WR� SUHYHQW� VHUYLFH� IDLOXUHV� DQG�
V\VWHPV�ZKLFK� IXQFWLRQ� HIIHFWLYHO\� WR� FXVWRPHU� FRPSODLQWV� RU� VHUYLFH� IDLOXUHV�� 6HUYLFH�
TXDOLW\� LV� GHWHUPLQHG� E\� VHUYLFH� IDLOXUH� SUHYHQWLRQ� DQG� UHFRYHU\� � %HUU\� HW� DO��� ������
.HOOH\� DQG 'DYLV�� ������,I� DQ� RUJDQL]DWLRQ� IDLOV� WR� SUHYHQW� DQG�RU� UHVROYH� FXVWRPHU�
SUREOHPV�� WKH\�KDYH�LQ�IDFW�GLVDSSRLQWHG�WKH�FXVWRPHU�WZLFH��RQFH�IRU�WKH�LQLWLDO�IDLOXUH�
DQG�WZLFH�IRU�IDLOLQJ�WR�FRUUHFW�ZKDW�KDG�JRQH�ZURQJ�LQ�WKH�ILUVW�SODFH��
������6HUYLFH�)DLOXUH�5HFRYHU\
:KHQ�LPPHGLDWH�DQG�SODQQHG�UHVSRQVLYHQHVV�WR�VHUYLFH�IDLOXUH�RFFXUV��RUJDQL]DWLRQV�DUH�
DEOH� WR� UHWDLQ� XS� WR� ��� SHUFHQW� RI� WKHLU� GLV�VDWLVILHG� FXVWRPHUV� �$OEUHFKW� DQG =HPNH��
������� $GGLWLRQDOO\�� WKHVH� V\VWHP�GULYHQ SURFHVVHV� DQG� SURFHGXUHV� DUH� VKRZQ� WR� EH�
FORVHO\�UHODWHG�WR�FXVWRPHU�SHUFHSWLRQV�RI�RUJDQL]DWLRQDO�VHUYLFH�SDVVLRQ�ZKLFK�LV�SRVLWHG�
WR� EH� UHODWHG� WR� VHUYLFH� SHUIRUPDQFH�� ,W� KDV� DOVR� EHHQ� SURYHQ� WKDW� WKH� SURFHVV� DQG�
SURFHGXUHV�UHODWHG�WR�VHUYLFH�IDLOXUH�SUHYHQWLRQ�DQG�UHFRYHU\�KDV�EHHQ�FORVHO\�UHODWHG�WR�
FXVWRPHU¶V� SHUFHSWLRQ� RI� RUJDQL]DWLRQ� VHUYLFH� SDVVLRQ�� ZKLFK� LV� IXUWKHU� UHODWHG� WR�
SHUIRUPDQFH�RI�DQ�RUJDQL]DWLRQ�



����� 6HUYLFH�WHFKQRORJ\
&ULWLFDO�WR�FUHDWLRQ�RI�DQ�RXWVWDQGLQJ�VHUYLFH�GHOLYHU\��LV�WKH�XWLOL]DWLRQ�RI�³FXWWLQJ�HGJH´�
WHFKQRORJ\��%RZHQ�HW�DO���������=HLWKDPO�HW�DO���������+HVNHWW�HW�DO����������&XVWRPHU¶V�
RXWORRNV�DQG�KRSHV�DUH�VPRRWKHQHG�E\� WKH�DSSOLFDELOLW\�RI�FXWWLQJ�HGJH� WHFKQRORJ\�� IRU�
H[DPSOH� ����6RSKLVWLFDWHG� SXUFKDVLQJ� DQG� LQYHQWRU\� FRQWURO� V\VWHP� DUH� YHU\� FULWLFDO� LQ�
DGGUHVVLQJ�WKH�FXVWRPHU¶V�GHVLUH�RI�ORZ�SULFH������FRPSUHKHQVLYH�GDWD�EDVH�PDQDJHPHQW�
WHFKQLTXHV�DUH�LQVWUXPHQWDO� LQ�DGGUHVVLQJ�FXVWRPHU¶V�GHVLUH�IRU�SHUVRQDO�UHFRJQLWLRQ ����
FXVWRPHU� GHVLUHV� IRU� DFFHVV� WR� URXQG� WKH� FORFN� VHUYLFH�� LV� RIWHQ� DGGUHVVHG� E\� ,95�
�,QWHUDFWLYH� YRLFH� UHVSRQVH�� V\VWHP� DQG� WROO� IUHH� KHOSOLQHV�� ,Q� VKRUW� XWLOL]DWLRQ� RI�
WHFKQRORJ\�LQ�SURYLVLRQ�RI�VHUYLFHV�LV�YHU\�FULWLFDO�WR�DQ�RUJDQL]DWLRQ¶V�VXFFHVV��/\WOH HW�
DO���������
-HQVHQ ������ SURYLGHG�D�FRQWULEXWRU\�UHVHDUFK�LQ�WKH�FRQWH[W�RI�,QGLDQ�(FRQRP\�ZKLFK�
KLQWHG� WKDW�ZLWK� XVH� RI� WHFKQRORJ\� �PRELOH� SKRQHV�� LQ�.HUDOD�� WKH� ILVKLQJ� LQGXVWU\� KDV�
SURYLGHG�WKH�FRQVXPHUV�DQG�WKH�SURGXFHUV�ZLWK�DQ�HQRUPRXV�ERRVW�
:LWKLQ� WKH�FRQWH[W�RI� VHOI�VHUYLFH� WHFKQRORJ\� LW�KDV�DOVR�EHHQ�DUJXHG�E\ -RKQVRQ HW�DO�
�������WKDW�WKH�HIIHFWV�RI�WKH�FRQVXPHU�WHFKQRORJ\�SDUDGR[HV�RQ�FXVWRPHU�VDWLVIDFWLRQ�DUH�
PHGLDWHG�E\�FRQVXPHU�SHUIRUPDQFH�DPELJXLW\�DQG�FRQVXPHU�WUXVW�LQ�WHFKQRORJ\�
����� 6HUYLFH�6WDQGDUG�&RPPXQLFDWLRQ
6WDQGDUGV�RI�LQWHUQDO�VHUYLFH�TXDOLW\�DUH�DQ�LPSRUWDQW�DQWHFHGHQW�WR�FXVWRPHU�VDWLVIDFWLRQ��
)RU�HIIHFWLYH�ZRUNLQJ�RI�D�VHUYLFH�V\VWHP�LW�LV�D�PDQGDWHG�FODXVH�WKDW�DOO�PHPEHUV�RI�WKH�
RUJDQL]DWLRQ� PXVW� EH� DZDUH� RI� VHUYLFH� VWDQGDUGV� RU� EHQFKPDUNV� RI� WKH� UHVSHFWLYH�
RUJDQL]DWLRQV��&RQJUXLW\�WR�D�VHW�RI�VWDQGDUG�LV�PRUH�OLNHO\�WR�EH�PHW�LI�WKH�VWDQGDUGV�DUH�
XQGHUVWRRG�E\�HYHU\�HPSOR\HH�RI�WKH�RUJDQL]DWLRQ��3DUDVXUDPDQ�HW�DO���������%HUU\�HW�DO���
������� 6XFFHVVIXO� FRPPXQLFDWLRQ� RI� WKHVH� VWDQGDUGV� PD[LPL]HV� LQWHUQDO� EHQFKPDUN�
DFKLHYHPHQW� DQG�PLQLPL]HV� VHUYLFH� IDLOXUHV�� 7KH\� DOVR� VWUHQJWKHQ� WKH� ILUP
V� DELOLW\� WR�
UHFRYHU� IURP� VXFK� IDLOXUHV�� 6Q\GHU� DQG 0RUULV ������ LGHQWLILHG� ILYH� LQGHSHQGHQW�
REMHFWLYH�PHDVXUHV� RI� RYHUDOO� RUJDQL]DWLRQ� SHUIRUPDQFH� �L�H�� QXPEHU� RI� FOLHQWV� VHUYHG��
FRVW� RI� RSHUDWLRQ�� DV� FRUUHODWHV� RI� �� SHUFHLYHG� FRPPXQLFDWLRQ� YDULDEOHV� �DGHTXDF\� RI�
LQIRUPDWLRQ�� LQIRUPDWLRQ� H[FKDQJH�� VXSHUYLVRU� FRPPXQLFDWLRQ�� DQG� SHUIRUPDQFH�



IHHGEDFN�� DPRQJ� ��� GLVWULFW� RUJDQL]DWLRQV� ZLWKLQ� D� IHGHUDOO\� IXQGHG VRFLDO� VHUYLFHV�
V\VWHP��7KH� UHVXOWV� LQGLFDWHG� WKDW� �� SHUFHLYHG� FRPPXQLFDWLRQ� YDULDEOHV�� WKH� TXDOLW\� RI�
VXSHUYLVRU\�FRPPXQLFDWLRQ�DQG�LQIRUPDWLRQ�H[FKDQJH�ZLWKLQ�WKH�SHHU�ZRUNJURXS��ZHUH�
VWURQJO\� UHODWHG� WR� FULWLFDO� UHYHQXH� DQG� ZRUNORDG� PHDVXUHV� RI� RYHUDOO RUJDQL]DWLRQ�
SHUIRUPDQFH�
����� 6HUYLFH�7UDLQLQJ
$Q�RUJDQL]DWLRQDO� VHUYLFH�RULHQWDWLRQ�ZRXOG� LQYROYH�D� IRFXV�RQ�VHUYLFH�RULHQWHG�KXPDQ�
UHVRXUFH�PDQDJHPHQW� WKURXJKRXW� WKH� RUJDQL]DWLRQ�� D�PRGHO� RI� VHUYLFH� RULHQWDWLRQ�PXVW�
LQFOXGH�PHDVXUHV�RI�VHUYLFH�WUDLQLQJ�DQG�VHUYLFH�UHZDUGV�SUDFWLFHV��/\WOH�HW�DO����������$�
SOHWKRUD�RI� UHVHDUFKHV�KDV�HVWDEOLVKHG� WKH� LPSRUWDQFH�RI� LPSRUWDQFH�RI�KXPDQ�UHODWLRQV�
VNLOOV� LQ�HPSOR\HHV�ZKR�FRPH� LQ GLUHFW�FRQWDFW�ZLWK�FXVWRPHUV� �6FKQHLGHU�DQG %RZHQ��
������$OEUHFKW�DQG =HPNH��������-RVHSK��������-RKQVRQ���������)DFWRUV� VXFK�DV�EHLQJ�
FRXUWHRXV�� DGGUHVVLQJ� FXVWRPHUV�ZLWK� D� VPLOH�� WKDQNLQJ� D� FXVWRPHU� LQIOXHQFH� FXVWRPHU�
VDWLVIDFWLRQ�� (PSOR\HH� FRQWDFW� VNLOOV� VXFK� DV� FRXUWHV\�� DWWLWXGH� RU� KHOSIXOQHVV� �-RVHSK��
����� DUH� LQVWUXPHQWDO� LQ�SURYLVLRQ�RI�TXDOLW\�VHUYLFHV� WR�FXVWRPHUV��$GYDQFHG�TXDOLW\�
EDVHG� WHDP� WUDLQLQJ�� SUREOHP�VROYLQJ� WUDLQLQJ�� LQWHU�SHUVRQDO� VNLOOV� WUDLQLQJ� PXVW� EH�
LPSDUWHG� WR� HPSOR\HHV�� DV 6FKOHVLQJHU� DQG +HVNHWW ������ VXJJHVWHG� WKDW� YDOXH�
LQYHVWPHQW� LQ�SHRSOH� LV�HTXDOO\� LPSRUWDQW�DV�YDOXH� LQYHVWPHQW� LQ�PDFKLQHV�� WKH�DXWKRUV�
IXUWKHU� DGYRFDWHG� IRU� VSHFLILF� LQYHVWPHQW� LQ� VHUYLFH� VNLOO� WUDLQLQJ� VR� DV� WR� PDNH�
HPSOR\HHV�HPSRZHUHG�WR�PHHW�FRPSOH[�GHPDQGV�RI�FXVWRPHUV�
6KDUPD ������ FRQGXFWHG�D�VWXG\� LQ� WKH�FRQWH[W�RI� WKH� ,QGLDQ�HFRQRP\�WR�FRPSDUH� WKH�
LPSRUWDQFH� DQG� SHUIRUPDQFH� RI�PDQDJHULDO� WUDLQLQJ� LQ� ,QGLD�� ZLWK� DQ� LGHQWLILHG� QRWLRQ�
WKDW�VHUYLFH�WUDLQLQJ�LPSDFWV�SHUIRUPDQFH�RI�RUJDQL]DWLRQV�SRVLWLYHO\��7KH�VWXG\�UHYHDOHG�
WKDW� WKH� ,QGLDQ� RULJLQ� RUJDQL]DWLRQV� ODJ� LQ� WHUPV� RI� LPSRUWDQFH� JLYHQ� WR� WUDLQLQJ� DQG�
IXQFWLRQV� DV� FRPSDUHG� WR� WKH�PXOWLQDWLRQDO� FRPSDQLHV�� )XUWKHU�� WKH� VWXG\� UHYHDOHG� WKDW�
WKH�VHUYLFH�VHFWRU�RUJDQL]DWLRQV�KDYH�DQ�HGJH�RYHU�WKH�PDQXIDFWXULQJ�RUJDQL]DWLRQV���
������ 6HUYLFH�UHZDUG
$Q� LPSRUWDQW� HOHPHQW� RI� VHUYLFH� TXDOLW\� LV� WKH� OLQN� EHWZHHQ� HPSOR\HH�
FRPSHQVDWLRQ�UHZDUG� DQG� VHUYLFH� SHUIRUPDQFH� �6FKQHLGHU� DQG� %RZHQ�� ������ 5RDFK��



������%HUU\�HW�DO����������6SHFLILF�FRPSHQVDWLRQ�DQG�UHZDUGV�KDYH�IRXQG�WR�EHHQ�OLQNHG�
ZLWK�VHUYLFH�UHODWHG�HPSOR\HH�EHKDYLRU� �2¶&RQQRU�DQG 6KHZFKXN��������-RVHSK��������
+DUWOLQH�DQG )HUUHOO����������:RUNV�RI�:LQFK�DQG 6FKQHLGHU ������ DOVR�DFNQRZOHGJHV�
WKH�LPSRUWDQFH�RI�VHUYLFH�UHZDUGV�DQG�FRPSHQVDWLRQ��0DFDXOD\�DQG &RRN �������VWDWHG�
WKDW�OLQNLQJ�UHZDUGV WR�FXVWRPHU�VDWLVIDFWLRQ�DQG�WDNLQJ�DFFRXQW�RI�WKH�QHHGV�RI�LQWHUQDO�
FXVWRPHUV�� KDV� D� FULWLFDO� UROH� LQ�PRWLYDWLQJ� JURXSV� DQG� LQGLYLGXDOV� WR� NHHS� WKH� HQHUJ\�
IRFXVHG�RQ�FXVWRPHU��ZKLFK�LQ�HIIHFW�LPSURYHV�SHUIRUPDQFH�
3DUN�HW�DO� ������ IXUWKHU�SURYLGHG�ZLWK�D�ILQGLQJ�WKDW�GHSHQGLQJ�RQ�WKH�UHZDUG�W\SH DQG�
LWV� WLPLQJ�� ORQJ�WHUP� RULHQWDWLRQ� KDV� D� PRGHUDWLQJ� HIIHFW� RQ� FXVWRPHU� OR\DOW\�� LQ� WKH�
UHVWDXUDQW�LQGXVWU\�
<DS HW�DO� ������ FRQGXFWHG�D�VWXG\�WR�H[SORUH�WKH�HIIHFWV�RI�GLIIHUHQW�UHZDUG�SURJUDPV�
RQ�LQǦUROH�DQG�H[WUDǦUROH�EHKDYLRU��DQG�WR� LQYHVWLJDWH�ZKHWKHU�VSHFLILF�UHZDUG�SURJUDPV�
FDQ� EH� GHVLJQHG� WR� HQKDQFH� ERWK� LQǦUROH� DQG� H[WUDǦUROH� EHKDYLRU� VLPXOWDQHRXVO\��
)ROORZLQJ� VHPL�VWUXFWXUHG� LQ� GHSWK� LQWHUYLHZ�� WKH� VWXG\� UHYHDOHG� WKDW� FHUWDLQ� UHZDUG�
SURJUDPV� �� VSHFLILFDOO\� LQGLYLGXDO� DQG� JURXS� ILQDQFLDO� LQFHQWLYHV� PRWLYDWHG� VDOHV�
DVVRFLDWHV� WR� HQJDJH� LQ� ERWK� LQǦUROH� DQG� H[WUDǦUROH� EHKDYLRU� VLPXOWDQHRXVO\�� 7KH� VWXG\�
DOVR� UHYHDOHG� WKDW�FRPSDUHG� WR� IRUPDO� UHFRJQLWLRQ�SURJUDPV�� LQIRUPDO� UHZDUG�SURJUDPV�
�LQGLYLGXDO� ILQDQFLDO� LQFHQWLYHV�� LQGLYLGXDO� VRFLDO� UHFRJQLWLRQ� DQG� JURXS� VRFLDO�
UHFRJQLWLRQ��DSSHDUHG�WR�EH�PRUH�HIIHFWLYH�LQ�PRWLYDWLQJ�VDOHV�DVVRFLDWHV�WR�HQKDQFH�WKHLU�
LQǦUROH�DQG�H[WUDǦUROH�SHUIRUPDQFH��
2OLYHLUD� DQG�5RWK ������ GHYLVHG� D�PHDVXUHPHQW�PRGHO� RI� 6HUYLFH�2ULHQWDWLRQ� DUJXHV�
WKDW�ILUPV�KDYLQJ�ILYH�FRPELQDWLYH�FRPSHWHQFLHV��VHUYLFH�FOLPDWH��PDUNHW�IRFXV��SURFHVV�
PDQDJHPHQW�� +5� SROLFLHV�� DQG� EDODQFHG� 06� ZLOO� EH� PRUH SUHGLVSRVHG� WR� GHOLYHU�
RXWVWDQGLQJ�VHUYLFHV�WKDQ�WKRVH�ZLWKRXW�WKLV�EXQGOH�
7KH�GLPHQVLRQV�GLVFXVVHG� LQ� WKLV� VHFWLRQ� UHVHPEOH� WKH�KHDUW�DQG�VRXO�RI� WKH�FRQFHSW�RI�
VHUYLFH� RULHQWDWLRQ�� WKHVH� GLPHQVLRQ� DUH� WKH� NH\� LQJUHGLHQWV� ZKLFK� SURYLGHV� XV� ZLWK� D�
PLFUR� OHYHO� XQGHUVWDQGLQJ� RI� WKH� VHUYLFH� RULHQWDWLRQ� FRQFHSW��7KH� GLPHQVLRQV� EDVLFDOO\�
VSHDN�RI�WKH�NH\�DUHDV�ZKLFK�LQIOXHQFH�VHUYLFH�RULHQWDWLRQ�



����0HDVXULQJ�VHUYLFH�RULHQWDWLRQ
7KH� PDMRU� EUHDNWKURXJK� LQ� PHDVXUHPHQW� RI� WKH� H[WHQW� RI� VHUYLFH� RULHQWDWLRQ� FDQ� EH
FUHGLWHG�WR�/\WOH�HW�DO� ������ IRU�WKH�GHYHORSPHQW�RI�WKH�6(5925�VFDOH� 7KH\�DGRSWHG�
WZR� IXQGDPHQWDO� SRVLWLRQV� WR� GHILQH� 2UJDQL]DWLRQ¶V� 6HUYLFH� 2ULHQWDWLRQ� �262��� )LUVW��
262�DV�D�GLPHQVLRQ�RI�DQ�RUJDQL]DWLRQ
V�RYHUDOO�FOLPDWH�� �6HFRQG��262�DV�D�PHDVXUH�E\�
VROLFLWLQJ� HPSOR\HH
V� SHUFHSWLRQV�� EHOLHIV�� DQG� RSLQLRQV� �6FKQHLGHU� DQG %RZHQ�� ������
6FKQHLGHU� HW� DO��� ������� 7KHLU� VWXG\� VSHDNV� RI� VHUYLFH� RULHQWDWLRQ� EHLQJ� GHSHQGHQW� RQ�
6HUYLFH� OHDGHUVKLS� SUDFWLFHV�� VHUYLFH� HQFRXQWHU� SUDFWLFHV�� KXPDQ� UHVRXUFH�PDQDJHPHQW�
SUDFWLFHV�DQG�VHUYLFH�V\VWHPV�SUDFWLFHV�
6HUYLFH� OHDGHUVKLS� SUDFWLFHV� FRPSULVHV� RI� VHUYLFH� OHDGHUVKLS� DQG� VHUYLFH� YLVLRQ��
/HDGHUVKLS�LV��PRVW�OLNHO\��WKH�FULWLFDO�DQG�LQWHJUDO�LQJUHGLHQW�QHFHVVDU\�IRU�FUHDWLQJ�DQG�
PDLQWDLQLQJ� DQ� HIIHFWLYH� DQG� SRVLWLYH� VHUYLFH� RULHQWDWLRQ� �6FKQHLGHU�� ������ .RWWHU� DQG
+HVNHWW������� +HVNHWW�HW�DO����������:KHUHDV�D� �WRS�GRZQ��VHUYLFH�YLVLRQ� LV� LPSRUWDQW�
DQG� QHFHVVDU\� WR� LQVWLO� ZLGHVSUHDG� DVSLUDWLRQV� RI� SURYLGLQJ� TXDOLW\� VHUYLFH� DPRQJ�
RUJDQL]DWLRQDO�PHPEHUV��$OEUHFKW�DQG =HPNH��������+HVNHWW��������+HVNHWW�HW�DO���������
6HUYLFH� HQFRXQWHU� EDVLFDOO\� PHDQV� ³HPSOR\HH� LQWHUDFWLRQ� ZLWK� FXVWRPHU´�� 7KH\� DUH�
LPSRUWDQWZLWKLQ� WKH� VHUYLFH� RULHQWDWLRQ� SDUDGLJP� EHFDXVH� RIWHQ� EULHI� HQFRXQWHUV� ZLWK�
FXVWRPHUV�IRUP�WKH�EDVLV�RI�LPSRUWDQW�FXVWRPHU�VHUYLFH�TXDOLW\�HYDOXDWLRQV��3DUDVXUDPDQ�
HW�DO���������=HLWKDPO�HW�DO�������� 7ZR�LPSRUWDQW�GLPHQVLRQV�ZLWKLQ�VHUYLFH�ZLWKLQ�WKH�
VHUYLFH� RULHQWDWLRQ� PRGHO� DUH� PHDVXUHV� RI� DFWXDO� FXVWRPHU� WUHDWPHQW� SUDFWLFHV� DQG�
PHDVXUHV�RI� HPSOR\HH�HPSRZHUPHQW��+RZ�FXVWRPHUV� DUH� WUHDWHG� GLUHFWO\� LPSDFWV� WKHLU�
SHUFHSWLRQV�RI�VHUYLFH�SHUIRUPDQFH�DQG�FXVWRPHU�VDWLVIDFWLRQ��%LWQHU�HW�DO��������� %HUU\�
HW� DO��� ������ 6FKQHLGHU� HW� DO��� ������ 7KXV�� RUJDQL]DWLRQV� PXVW� FRQVLVWHQWO\� HQJDJH� LQ�
SUDFWLFHV�HQDFWLQJ�WKH��JROGHQ�UXOH��GXULQJ�VHUYLFH�HQFRXQWHUV�WR�FUHDWH�SRVLWLYH�FXVWRPHU�
SHUFHSWLRQV�RI�VHUYLFH�SHUIRUPDQFH�WKHUHE\�HQKDQFLQJ�FXVWRPHU�VDWLVIDFWLRQ��(PSRZHUHG�
HPSOR\HHV�KDYH�WKH�UHVSRQVLELOLW\�DQG�DXWKRULW\�WR�PHHW�FXVWRPHUV¶�QHHGV�DV�TXLFNO\�DQG�
HIIHFWLYHO\� DV� SRVVLEOH��(PSRZHUPHQW� UHIHUV� WR� D� VLWXDWLRQ� LQ�ZKLFK� WKH�PDQDJHU� JLYHV�
HPSOR\HHV� WKH� GLVFUHWLRQ� WR� PDNH� GD\�WR�GD\� GHFLVLRQV� DERXW� MRE�UHODWHG� DFWLYLWLHV�
�&RQJHU�DQG�.DQXQJR��������%RZHQ�DQG /DZOHU����������7KH\�IRUP�DQ�LQWHJUDO�SDUW�RI�
VHUYLFH�HQFRXQWHU�



$Q� RUJDQL]DWLRQDO� VHUYLFH� RULHQWDWLRQ� UHTXLUHV� VHUYLFH� V\VWHPV� WKDW� LQFOXGH� ���� VHUYLFH�
IDLOXUH�SUHYHQWLRQ�DQG�UHFRYHU\�SUDFWLFHV ����VHUYLFH�VWDQGDUGV�FRPPXQLFDWLRQ�SUDFWLFHV��
DQG�����KLJK�OHYHOV�RI�VHUYLFH�WHFKQRORJ\�DGDSWDWLRQ��$W�WKH�KHDUW�RI�D�VHUYLFH�V\VWHP�DUH�
SUDFWLFHV� WKDW� ���� IXQFWLRQ� WR� SUR�DFWLYHO\� SUHYHQW� VHUYLFH� IDLOXUHV� DQG� ���� IXQFWLRQ� WR�
UHVSRQG�HIIHFWLYHO\�WR�FXVWRPHU�FRPSODLQWV�RU�VHUYLFH�IDLOXUHV��6HUYLFH�IDLOXUH�SUHYHQWLRQ�
DQG�UHFRYHU\�DUH�LPSRUWDQW�GHWHUPLQDQWV�RI�VHUYLFH�TXDOLW\��%HUU\ HW�DO���������.HOOH\�DQG
'DYLV��������-RKQVWRQ���������7KH�XWLOL]DWLRQ�RI��FXWWLQJ�HGJH´�WHFKQRORJ\�LV�FULWLFDO�WR�
FUHDWLQJ�D� VHUYLFH� V\VWHP� IRU� WKH�GHOLYHU\�RI�RXWVWDQGLQJ� VHUYLFH�TXDOLW\� �%RZHQ HW� DO���
����� -RQHV� DQG 6DVVHU�� ������ 2
&RQQRU� DQG 6KHZFKXN�� ����� =HLWKDPO� HW� DO��� ������
6DVVHU�HW�DO����������,Q�RUGHU�IRU�WKH�VHUYLFH�V\VWHP�WR�ZRUN�HIIHFWLYHO\��VHUYLFH�VWDQGDUGV�
RU� EHQFKPDUNV�PXVW� EH� XQGHUVWRRG� E\� DOO�PHPEHUV� RI� WKH� RUJDQL]DWLRQ �%RZHQ HW� DO���
������ &KDVH� DQG %RZHQ�� ������ 7UHDF\� DQG� :LHUVHPD� ������ +DOORZHOO HW� DO��� ������
+HVNHWW��������-RVHSK��������
$�ZLGH�VHW�RI�GLPHQVLRQV�FRYHULQJ�RSHUDWLRQDO��EHKDYLRXUDO��DQG�WHFKQRORJLFDO�DVSHFW�KDV�
EHHQ�HPSOR\HG�WR�PHDVXUH�VHUYLFH�RULHQWDWLRQ�E\�UHVHDUFKHUV��EXW�WKH�PDMRU�EUHDNWKURXJK�
ZDV�DFKLHYHG�E\�/\WOH�HW�DO� ��������LQ�WKHLU�SDWK�EUHDNLQJ�UHVHDUFK�ZKLFK�SURYLGHG�XV�WKH�
6(5925� VFDOH�� :LWK� UHFHQW� WHFKQRORJLFDO� DGYDQFHPHQWV� DQG� DSSOLFDWLRQ� RI�
FRPPXQLFDWLRQ�� LQWHUQHW� DQG� H�FRPPHUFH� RWKHU� GLPHQVLRQV�� FRQVWLWXHQWV� OLNH�
0DQDJHPHQW� ,QIRUPDWLRQ� V\VWHP� �0,6��� H�VHUYLFHV� DQG GHOLYHU\� HWF�� KDYH� DOVR� EHFRPH�
UHOHYDQW�

����6HUYLFH�2ULHQWDWLRQ�DQG�2UJDQL]DWLRQDO�3HUIRUPDQFH

����� 2UJDQL]DWLRQDO�3HUIRUPDQFH
$Q� RUJDQL]HG� JURXS� RI� SHRSOH� ZLWK� D� SDUWLFXODU� REMHFWLYH�V� LV� ZKDW� FRQVWLWXWHV� DQ�
RUJDQL]DWLRQ�� 2UJDQL]DWLRQDO� SHUIRUPDQFH� UHODWHV� WR� WKH� IXQFWLRQLQJ� RI� VXFK� JURXS� RI�
SHRSOH� DQG� LV� EDVLFDOO\� DQ� RXWFRPH� RI� KRZ� VXFFHVVIXOO\� DQ� RUJDQL]HG� JURXS� RI� SHRSOH�
ZLWK� D� SDUWLFXODU� SXUSRVH� SHUIRUP�D� IXQFWLRQ�� ,W� FDQ� EH� WUHDWHG� DV� DQ� HQG�RI� VXFFHVVIXO�
RSHUDWLRQ�DQG�PDQDJHPHQW��DQG�FDQ�DOVR�EH�UHIHUUHG�DV�PHDQV�E\�ZKLFK�DQ�RUJDQL]DWLRQ�
JUDVSV�LWV�KROG�LQ�WKH�PDUNHW�



7KH� RUJDQL]DWLRQDO� 3HUIRUPDQFH� OLWHUDWXUH� GDWHV� EDFN� WR� 6WHSKHQVRQ� HW� DO� �������� 7KH�
VWXG\�EDVHG�RQ�LQSXWV�IURP�WKH�$PHULFDQ�6XUJLFDO�7UDGH�$VVRFLDWLRQ�2UJDQL]DWLRQ�DLPHG�
DW�DQDO\]LQJ�WKH�6DOHVSHUVRQ¶V�$XWKRULW\�LQ�VHWWLQJ�3URGXFW�3ULFHV�DQG�3URILWDELOLW\��7KH�
VWXG\� XVHG� D� TXHVWLRQQDLUH� GDWD� RQ� WKH� YDULDEOHV� )LQDQFLDO� 6WDWHPHQWV�� *URVV�0DUJLQ��
6DOHV�SHU�5HSUHVHQWDWLYH�DQG�5HWXUQ�RQ�$VVHW��52$���
����� &RPSRQHQWV��3DUDPHWHUV�RI�2UJDQL]DWLRQDO�3HUIRUPDQFH
)UD]LHU� DQG +RZHOO ������� GHYHORSHG� D� TXHVWLRQQDLUH� VWXG\� ZLWK� DQ� H[SDQGHG� VHW� RI�
FRPSRQHQWV�YL]��52$��5HWXUQ RQ�1HW�:RUWK��7RWDO�$VVHW�7XUQRYHU��$YHUDJH�2UGHU�6L]H��
6DOHV� SHU� 3HUVRQ�� 6DOHV� SHU� HPSOR\HH�� $YHUDJH� VDOHV� JURZWK�� DQG� ,QYHQWRU\� WXUQRYHU��
:LWK� WKHVH� FRPSRQHQWV�� WKH\� GHILQHG� D� 6WUDWHJLF� *URXS� WR� DVVHVV� WKHLU� LPSDFW� RQ�
2UJDQL]DWLRQDO�3HUIRUPDQFH�
$� VWXG\ UHODWLQJ�3URGXFW�4XDOLW\� DQG�&RVW� 3RVLWLRQ� LQ�0DUNHWSODFH�ZDV� XQGHUWDNHQ�E\�
3KLOOLSV HW�DO� ��������ZKHUH� WKH�NH\�IDFWRUV�SUHGLFWLQJ�3HUIRUPDQFH�ZHUH�52, DQG�.H\�
,QIRUPDQW�5HSRUWLQJ�
.DOOHEHUJ DQG 0RRG\ ������� H[DPLQHG WKH UHODWLRQVKLSV EHWZHHQ LQGLFDWRUV RI KLJK
SHUIRUPDQFH ZRUN RUJDQL]DWLRQV DQG PHDVXUHV RI RUJDQL]DWLRQDO SHUIRUPDQFH� 7KHLU
VWXG\ UHYHDOHG WKDW KXPDQ UHVRXUFH SROLFLHV DQG SUDFWLFHV WKDW DUH REVHUYHG LQ KLJK�
SHUIRUPLQJ RUJDQL]DWLRQV HQKDQFH RUJDQL]DWLRQ SHUIRUPDQFH�
������5HODWLRQVKLS�RI�3HUIRUPDQFH�ZLWK�RWKHU�RUJDQL]DWLRQDO�PHDVXUHV
9DUDGDUDMDQ��������VWXGLHG�WKH�UHODWLRQVKLS�EHWZHHQ�3URGXFW�'LYHUVLW\�DQG�3HUIRUPDQFH�
RQ� ��� ODUJH� LQGXVWULHV� OLVWHG� LQ� WKH� )RUWXQH� ���� OLVWLQJ�� 7KH� SHUIRUPDQFH� GDWD� ZDV�
WDEXODWHG�RYHU� D� VSDQ�RI��� \HDUV� DQG� WKH� NH\� YDULDEOHV�ZHUH�52(��52&� �SURILW���6DOHV�
JURZWK��(36��JURZWK��DQG�)RUEHV¶V���WKDQXXDO�UHSRUW�RQ�$PHULFDQ�,QGXVWU\��������
1DUYHU� DQG� 6ODWHU� ������� VWXGLHG� WKH� UHODWLRQVKLS� EHWZHHQ� 2UJDQL]DWLRQDO� 0DUNHW�
2ULHQWDWLRQ� DQG 3HUIRUPDQFH�ZLWK� LQSXWV� IURP� ���� VWUDWHJLF� EXVLQHVV� XQLWV� �6%8¶V� RI�
RQH� )RUHVW� 3URGXFWV� &RPSDQ\�� 0DQDJHPHQW� SHUFHSWLRQ� DQG� 52$� ZHUH� WKH� FKLHI�
YDULDEOHV�GHILQLQJ�SHUIRUPDQFH�IRU�WKH�TXHVWLRQQDLUH�VWXG\�



.RKOL�DQG -DZRUVNL��������SUHVHQWHG�D�VWXG\�RQ�DQWHFHGHQWV�DQG�FRQVHTXHQFHV�RI�0DUNHW�
2ULHQWDWLRQ� RQ� ���� 6%8¶V� IURP� ���� FRPSDQLHV�� 7KH\� WDEXODWHG� 2UJDQL]DWLRQDO�
3HUIRUPDQFH� RQ� WKH� EDVLV� RI� D� MXGJPHQWDO� SHUIRUPDQFH� �MXGJPHQWDO� UHODWLYH� WR�
FRPSHWLWRUV��DQG�REMHFWLYH�PHDVXUH��GROODU�VKDUH�RI�PDUNHW�DQG�52(���
7KRPDV� HW� DO� ������� IXUWKHU LQYHVWLJDWHG� WKH� VWUDWHJLF� ³VHQVH� PDNLQJ´� SURFHVVHV� RI�
VFDQQLQJ� LQWHUSUHWDWLRQ��DQG�DFWLRQ�DQG�KRZ�WKRVH�DFWLYLWLHV�DUH�OLQNHG�WR RUJDQL]DWLRQDO�
SHUIRUPDQFH��XVLQJ�SDWK�DQDO\VHV�RQ�GDWD�IURP�����KRVSLWDOV��7KH�VWXG\�SURYLGHG�LQVLJKWV�
LQWR�UHODWLRQVKLSV�EHWZHHQ�FRJQLWLRQ�DQG�DFWLRQ��DQG�DOVR�GHDOW�ZLWK�WKH�OLQNV�EHWZHHQ�WKH�
IXQGDPHQWDO� SURFHVVHV� RI� VWUDWHJLF� ³VHQVH� PDNLQJ´� DQG� RUJDQL]DWLRQDO� SHUIRUPDQFH�
RXWFRPHV�
3DUN DQG 6KDZ ������� FRQGXFWHG� D�PHWD�DQDO\VLV� RI� WKH� UHODWLRQVKLS� EHWZHHQ� WXUQRYHU�
UDWHV� DQG�RUJDQL]DWLRQDO� SHUIRUPDQFH��7KH\� DLPHG� DW� �D�� GHWHUPLQLQJ� WKH�PDJQLWXGH� RI�
WKH� UHODWLRQVKLS� DQG� �E�� WHVW� RUJDQL]DWLRQ��� FRQWH[W��� DQG�PHWKRGV�UHODWHG�PRGHUDWRUV�RI�
WKH�UHODWLRQVKLS��7KH�VWXG\�UHYHDOHG�WKDW�WKH�UHODWLRQVKLS�EHWZHHQ�WRWDO�WXUQRYHU�UDWHV�DQG�
RUJDQL]DWLRQDO� SHUIRUPDQFH� LV� VLJQLILFDQW� DQG� QHJDWLYH� ,Q� DGGLWLRQ�� WKH� UHODWLRQVKLS� LV�
PRUH� QHJDWLYH� IRU� YROXQWDU\� DQG� UHGXFWLRQ�LQ�IRUFH� WXUQRYHU� WKDQ� IRU� LQYROXQWDU\�
WXUQRYHU�� ,Q� VDPSOH�OHYHO� UHJUHVVLRQV�� WKH� VWUHQJWK� RI� WKH� WXUQRYHU� UDWHV±RUJDQL]DWLRQDO�
SHUIRUPDQFH�UHODWLRQVKLS�VLJQLILFDQWO\�YDULHG�DFURVV�GLIIHUHQW�DYHUDJH�OHYHOV�RI�WRWDO�DQG�
YROXQWDU\�WXUQRYHU�UDWHV��ZKLFK�VXJJHVWHG�D�SRWHQWLDO�FXUYLOLQHDU�UHODWLRQVKLS��
3HUIRUPDQFH� PHDVXUHV� KDYH� DOVR� EHHQ� VWXGLHG� ZLWK� VSHFLILF� FRQWH[W� RI� *UHHQ�
PDQXIDFWXULQJ��$�WRWDO�RI����SHUIRUPDQFH�PHDVXUHV�RI�JUHHQ�PDQXIDFWXULQJ�ZLWK�WKHLU����
LWHPV�YDULDEOHV�KDYH�EHHQ�GHYHORSHG�IURP�,QGLDQ�PDQXIDFWXULQJ�SHUVSHFWLYH�E\�'L[RQ HW�
DO� ������� ZKLFK� LQFOXGH�� WRS� PDQDJHPHQW� FRPPLWPHQW�� NQRZOHGJH� PDQDJHPHQW��
HPSOR\HH� WUDLQLQJ�� JUHHQ� SURGXFW� DQG� SURFHVV� GHVLJQ�� HPSOR\HH� HPSRZHUPHQW��
HQYLURQPHQWDO� KHDOWK� DQG� VDIHW\�� VXSSOLHUV� DQG� PDWHULDOV� PDQDJHPHQW�� SURGXFWLRQ�
SODQQLQJ� DQG� FRQWURO�� TXDOLW\�� FRVW�� FXVWRPHU� HQYLURQPHQW� SHUIRUPDQFH� UHTXLUHPHQW��
FXVWRPHU� UHVSRQVLYHQHVV� DQG� FRPSDQ\� JURZWK�� /LWHUDWXUH� VXSSRUWV� WKH� IDFW� WKDW�
SHUIRUPDQFH�RI�DQ�RUJDQL]DWLRQ�LV�OLQNHG�ZLWK�REMHFWLYH�PHDVXUHV��VD\��WXUQRYHU�UDWHV�DQG�
52,�� DQG� VXEMHFWLYH�PHDVXUHV� �OLNH� VWUDWHJLF� GHFLVLRQ�PDNLQJ���7KLV� EULQJV� RXW� WKDW� DQ�



RUJDQL]DWLRQ¶V�SHUIRUPDQFH�QRW�RQO\�GHSHQGV�RQ�REMHFWLYH�UHDOLWLHV��EXW�DOVR�RQ�VXEMHFWLYH�
PHDVXUHV�ZKLFK�KDV�WKH�FDSDELOLW\�WR�RUJDQL]H�DQG�VWUXFWXUH�WKH�VWUDWHJLF�PRYHV�RI�D�ILUP�
����� 3HUIRUPDQFH DQG +XPDQ 5HVRXUFH
0DFGXIILH ������� VWXGLHG� WKH�HIIHFW� RQ�RUJDQL]DWLRQDO�SHUIRUPDQFH�GXH� WR�+5�SROLFLHV��
XVLQJ�D�XQLTXH�LQWHUQDWLRQDO�GDWD�VHW�IURP�D�����±���VXUYH\�RI����DXWRPRWLYH�DVVHPEO\�
SODQWV�� WKH� DXWKRU� WHVWV� ZKHWKHU� LQQRYDWLYH� +5� SUDFWLFHV� DIIHFW� SHUIRUPDQFH� QRW�
LQGLYLGXDOO\� EXW� DV� LQWHUUHODWHG� HOHPHQWV� LQ� DQ� LQWHUQDOO\� FRQVLVWHQW� +5� ³EXQGOH´� RU�
V\VWHP�� DQG� WKDW� WKHVH�+5�EXQGOHV� FRQWULEXWH�PRVW� WR� DVVHPEO\� SODQW� SURGXFWLYLW\� DQG�
TXDOLW\�ZKHQ� WKH\� DUH� LQWHJUDWHG�ZLWK�PDQXIDFWXULQJ�SROLFLHV�XQGHU� WKH� ³RUJDQL]DWLRQDO�
ORJLF´�RI�D�IOH[LEOH�SURGXFWLRQ�V\VWHP�
0XUSK\� HW� DO� �������� FRQGXFWHG� D� VWXG\� GHDOW� ZLWK� WKH� UHODWLRQVKLSV� EHWZHHQ�
SHUIRUPDQFH� YDULDEOHV� DQG� H[SODLQHG� WKH� H[WHQW� WR� ZKLFK� GLPHQVLRQV� RI� SHUIRUPDQFH�
H[LVW�
)OR\G DQG :RROGULGJH �������VWXGLHG�WKH�UHODWLRQVKLS�EHWZHHQ�PLGGOH�PDQDJHU¶V�IRUPDO�
SRVLWLRQ�� WKHLU� VWUDWHJLF� LQIOXHQFH� DQG� RUJDQL]DWLRQDO� SHUIRUPDQFH�� )XUWKHU� WKH� VWXG\�
UHYHDOHG� WKDW� RUJDQL]DWLRQDO� SHUIRUPDQFH� GHSHQG� RQ� ��� ZKHWKHU� WKH� RYHUDOO� SDWWHUQ� RI�
XSZDUG�LQIOXHQFH�LV�FRQGXFLYH�WR�VKLIWV�LQ�WKH�QHWZRUN�FHQWUDOLW\�RI�LQGLYLGXDO�PDQDJHUV�
DQG� ���� ZKHWKHU� WKH� SDWWHUQ� RI� GRZQZDUG� LQIOXHQFH� LV� FRQVLVWHQW� ZLWK� DQ� DSSURSULDWH�
EDODQFH� EHWZHHQ� WKH� RUJDQL]DWLRQ¶V� QHHG� IRU� FRQWURO� DQG� IOH[LELOLW\�� 3RGVDNRII� HW� DO�
������� YDOLGDWHG� DQ� HPSLULFDO� UHVHDUFK� RQ� WKH� LPSDFW� RI� RUJDQL]DWLRQDO� FLWL]HQVKLS�
EHKDYLRUV��2&%¶V��RQ�RUJDQL]DWLRQV�SHUIRUPDQFH�
5RJHUV DQG :ULJKW �������GHVFULEHV� WKH�YDULHW\�RI�PHDVXUHV�XVHG� LQ�HPSLULFDO� UHVHDUFK�
OLQNLQJ�KXPDQ�UHVRXUFH�PDQDJHPHQW�DQG�RUJDQL]DWLRQDO�SHUIRUPDQFH��7KH�VWXG\�IXUWKHU�
DGGUHVVHV�WKH�FRQFHSW�RI�SHUIRUPDQFH�LQIRUPDWLRQ�PDUNHWV�WKDW�DGGUHVVHV�WKH�FKDOOHQJHV�
SRVHG�E\�6WUDWHJLF�+XPDQ�5HVRXUFH�0DQDJHPHQW�
$ZDPOHK DQG *DUGQHU ������� H[DPLQHG� WKH� HIIHFWV� RI� YLVLRQ� FRQWHQW�� GHOLYHU\� DQG�
RUJDQL]DWLRQDO�SHUIRUPDQFH�RQ�SHUFHSWLRQV�RI�OHDGHU�FKDULVPD�DQG�HIIHFWLYHQHVV��$���î���
î���GHVLJQ�ZDV�HPSOR\HG� LQ�ZKLFK�PHVVDJH�FRQWHQW� �YLVLRQDU\�QRQ�YLVLRQDU\���GHOLYHU\�



�VWURQJ�ZHDN���DQG�RUJDQL]DWLRQDO�SHUIRUPDQFH��KLJK�ORZ��ZHUH�PDQLSXODWHG��7KH�UHVXOWV�
VXJJHVW�WKDW�VWUHQJWK�RI�GHOLYHU\�LV�DQ�HVSHFLDOO\�LPSRUWDQW�GHWHUPLQDQW�RI�SHUFHSWLRQV
�RI�
OHDGHU�FKDULVPD�DQG�HIIHFWLYHQHVV�
/HVVHU DQG 6WRUFN �������RUJDQL]HG�D�V\VWHPDWLF�VWXG\�RI�WKH�OLQNDJH�EHWZHHQ�FRPPXQLW\�
RXWFRPHV�DQG�WKH�XQGHUO\LQJ�VRFLDO�PHFKDQLVPV�WKDW�DUH�DW�ZRUN��7KH�VWXG\�LQFRUSRUDWHV�
FRPPXQLW\� DV� DQ� HQJLQH� IRU� WKH� GHYHORSPHQW� RI� VRFLDO� FDSLWDO�� 7KH� VWXG\� RQ� VHYHQ�
RUJDQL]DWLRQV�UHYHDOV� WKDW� WKH�VRFLDO�FDSLWDO� UHVLGHQW� LQ�FRPPXQLWLHV�RI�SUDFWLFH�OHDGV�WR�
EHKDYLRUDO�FKDQJHV��ZKLFK�LQ�WXUQ�SRVLWLYHO\�LQIOXHQFH�EXVLQHVV�SHUIRUPDQFH�
<RXQGW� HW� DO� ������� ZHUH� WKH� ILUVW� WR� DGGUHVV� WKH� EODFN� ER[�� DV� WR� KRZ� WKH� +XPDQ�
UHVRXUFH� �+5� SUDFWLFHV� DIIHFW� RUJDQL]DWLRQDO� SHUIRUPDQFH��7KH\� LQWURGXFHG� LQWHOOHFWXDO�
FDSLWDO� DV� D� PHGLDWLQJ� FRQVWUXFW� EHWZHHQ� +5� FRQILJXUDWLRQV� DQG� RUJDQL]DWLRQDO�
SHUIRUPDQFH�� WKHUHE\�FRPELQLQJ�UHVHDUFK�VWUHDPV� LQ�+5�DQG�VWUDWHJLF�PDQDJHPHQW��%\�
LQWURGXFLQJ� +XPDQ� &DSLWDO� DV� D� PHGLDWLQJ� FRQVWUXFW�� WKH� DXWKRUV� DLPHG� DW� GHULYLQJ� D�
IUDPHZRUN��DV�WR�KRZ�WKH�+5�SUDFWLFHV�RI�ILUPV�DIIHFW�2UJDQL]DWLRQ¶V�3HUIRUPDQFH��7KH�
DUWLFOH� VXJJHVWHG� WKDW� ILUP¶V�+5� SUDFWLFHV� GR� QRW� GLUHFWO\� LQFUHDVH� RUJDQL]DWLRQDO�OHYHO�
SHUIRUPDQFH�� UDWKHU� WKH\� KHOS� LQFUHDVH� HPSOR\HHV
� NQRZOHGJH� DQG� VNLOOV� �L�H��� KXPDQ�
FDSLWDO��� IDFLOLWDWH� JURXS� LQWHUDFWLRQ� DQG� NQRZOHGJH� VKDULQJ� �L�H��� VRFLDO� FDSLWDO��� DQG�
HQDEOH� RUJDQL]DWLRQV WR� VWRUH� NQRZOHGJH� LQ� V\VWHPV�� URXWLQHV�� SURFHVVHV�� DQG� FXOWXUHV�
�L�H���RUJDQL]DWLRQDO�FDSLWDO���ZKLFK��LQ�WXUQ��GULYH�RUJDQL]DWLRQDO�SHUIRUPDQFH�
(YDQV DQG 0DYRQGR ������� SURYLGHG� D� WKHRUHWLFDO� IUDPHZRUN� H[HPSOLI\LQJ� KRZ� WKH�
LQWHUQDO� VRFLDO� VWUXFWXUH� RI� WKH�RUJDQL]DWLRQ�FDQ�PHGLDWH� WKH� UHODWLRQVKLS�EHWZHHQ�KLJK�
SHUIRUPDQFH� ZRUN� V\VWHPV� �+3:6�� DQG� RUJDQL]DWLRQDO� SHUIRUPDQFH�� 7KH� DXWKRUV�
VXJJHVWHG� WKDW� +3:6� SRVLWLYHO\� LQIOXHQFH� WKH� LQWHUQDO� VRFLDO� VWUXFWXUH� E\� IDFLOLWDWLQJ�
EULGJLQJ�QHWZRUN�WLHV��JHQHUDOL]HG QRUPV�RI�UHFLSURFLW\��DQG�VKDUHG�PHQWDO�PRGHOV��UROH�
PDNLQJ��DQG�RUJDQL]DWLRQDO�FLWL]HQVKLS�EHKDYLRU��+3:6�OHDG�WR��D��ILQDQFLDO�SHUIRUPDQFH�
YLD�DGPLQLVWUDWLYH�HIILFLHQF\�DQG��E��VXVWDLQDEOH�SHUIRUPDQFH�YLD�IOH[LELOLW\�DULVLQJ�IURP�
WKH�FRRUGLQDWLRQ�DQG�H[SORLWDWLRQ�RI�NQRZOHGJH�UHVRXUFHV�
*DUFtD HO� DW� ������� DQDO\]HG� WKH� LQIOXHQFH� RI� WUDQVIRUPDWLRQDO� OHDGHUVKLS� RQ�
RUJDQL]DWLRQDO� SHUIRUPDQFH� WKURXJK� WKH� G\QDPLF� FDSDELOLWLHV� RI� RUJDQL]DWLRQDO� OHDUQLQJ�



DQG�LQQRYDWLRQ��7KH�VWXG\�RQ�����6SDQLVK�ILUPV�FRQILUP�WKH�LQIOXHQFH��WKH�UHVXOWV�UHYHDO�
WKDW� ���� WUDQVIRUPDWLRQDO� OHDGHUVKLS� LQIOXHQFHV� RUJDQL]DWLRQDO� SHUIRUPDQFH� SRVLWLYHO\�
WKURXJK� RUJDQL]DWLRQDO� OHDUQLQJ� DQG� LQQRYDWLRQ�� ���� RUJDQL]DWLRQDO� OHDUQLQJ� LQIOXHQFHV�
RUJDQL]DWLRQDO�SHUIRUPDQFH�SRVLWLYHO\��ERWK�GLUHFWO\�DQG�LQGLUHFWO\�WKURXJK�RUJDQL]DWLRQDO�
LQQRYDWLRQ�� ���� RUJDQL]DWLRQDO� LQQRYDWLRQ� LQIOXHQFHV� RUJDQL]DWLRQDO� SHUIRUPDQFH�
SRVLWLYHO\�
(YLGHQFHV�IURP�OLWHUDWXUH�VXJJHVW� WKDW�+XPDQ�5HVRXUFH�0DQDJHPHQW�KDV�D�GHHS�URRWHG�
LPSDFW� RQ� RUJDQL]DWLRQDO� SHUIRUPDQFH�� +XPDQ� 5HVRXUFH� 0DQDJHPHQW� DFWV� DV� WKH�
IDFLOLWDWRU��D�OLQN�ZKLFK�FRQQHFWV�WKH�PDQDJHPHQW�RI�D�ILUP�DQG�WR�LWV�HPSOR\HHV��,W�LV�D�
GHYLFH�ZKLFK�VKDSHV�WKH�RXWORRN�RI�WKH�ILUP�E\�VKDSLQJ�DQG�VWUDWHJLFDOO\�SODFLQJ�WKH�LGHDV�
DQG�REMHFWLYHV� WR� LWV� HPSOR\HHV�� ,W� LV D� NH\� FRPSRQHQW�ZKLFK� KDV� LQIOXHQFH� RQ� VHUYLFH�
GHOLYHU\�DQG�LV�WKXV�DQ�LPSRUWDQW�GHWHUPLQDQW�RI�D�ILUP¶V�SHUIRUPDQFH�
����� 3HUIRUPDQFH DQG LWV UHODWLRQ ZLWK 2UJDQL]DWLRQDO &XOWXUH DQG 2ULHQWDWLRQV
+DQ HW� DO� ������ XVHG�EDQNLQJ� LQGXVWU\�GDWD� WR� H[DPLQH�KRZ� WKH� WKUHH� FRPSRQHQWV�RI�
PDUNHW� RULHQWDWLRQ� �FXVWRPHU� RULHQWDWLRQ�� FRPSHWLWRU� RULHQWDWLRQ�� DQG� LQWHU�IXQFWLRQDO�
FRRUGLQDWLRQ�� DIIHFWV� WKH� WZR� FRUH� FRPSRQHQWV� RI� RUJDQL]DWLRQDO� LQQRYDWLYHQHVV�
�WHFKQLFDO�DQG�DGPLQLVWUDWLYH��WKDW�IXUWKHU�DIIHFW�FRUSRUDWH�SHUIRUPDQFH�
%DNHU DQG 6LQNXOD ������ FRQGXFWHG DQ HPSLULFDO VWXG\ RQ WKH UHODWLRQVKLS EHWZHHQ
PDUNHW RULHQWDWLRQ DQG RUJDQL]DWLRQDO SHUIRUPDQFH� 7KH VWXG\ IXUWKHU H[DPLQHV WKH
YDOLGLW\ RI D SRVLWLYH LQIOXHQFH RQ RUJDQL]DWLRQDO SHUIRUPDQFH GXH WR WKH OHDUQLQJ
RULHQWDWLRQ RI ILUP� 7KH HPSLULFDO VWXG\ VXSSRUWV WKH QRWLRQ WKDW KLJKHU RUGHU OHDUQLQJ
SURFHVVHV DUH FULWLFDO LQ FUHDWLQJ D VXVWDLQDEOH FRPSHWLWLYH DGYDQWDJH LQ ILUP�
(YDQV� DQG 0DYRQGR ������� UH�FRQFHSWXDOL]HG� WKH� FRQFHSW� RI� SV\FKLF� GLVWDQFH� DQG�
HPSLULFDOO\�WHVWHG�WKH�RSHUDWLRQDOL]DWLRQ�DQG�IXUWKHU�LQYHVWLJDWHG�WKH�UHODWLRQVKLS�EHWZHHQ�
SV\FKLF� GLVWDQFH� DQG� RUJDQL]DWLRQDO� SHUIRUPDQFH�� 7KH� VWXG\� UHYHDOHG� WKDW� SV\FKLF�
GLVWDQFH�� DV� D� VXPPDU\� FRQVWUXFW�� H[SODLQV� D� VLJQLILFDQW� SURSRUWLRQ� RI� WKH� YDULDQFH� LQ�
ILQDQFLDO�SHUIRUPDQFH�DQG�VWUDWHJLF�HIIHFWLYHQHVV��7KH�UHVXOW�DOVR�VXSSRUWHG�WKH�SDUDGR[�
ZKHUH�SV\FKLF�GLVWDQFH�KDV�D�SRVLWLYH�UHODWLRQVKLS�ZLWK�RUJDQL]DWLRQDO�SHUIRUPDQFH�



$JDUZDO HW� DO� ������� GHILQHV� SHUIRUPDQFH� DV� D� WZR� GLPHQVLRQDO� FRQVWUXFW�� 2QH�� WKH�
REMHFWLYH� SHUIRUPDQFH� ZKLFK� LQYROYHV� WKH� ILQDQFLDO� RU�PDUNHW� EDVHG�PHDVXUHV� VXFK� DV�
FDSDFLW\� XWLOL]DWLRQ�� SURILWDELOLW\� DQG� PDUNHW� VKDUH�� 7KH� RWKHU� LV� WKH� MXGJPHQWDO�
SHUIRUPDQFH�� ZKLFK� LQYROYHV� FXVWRPHU� DQG� HPSOR\HH� EDVHG� PHDVXUHV� VXFK� DV� VHUYLFH�
TXDOLW\�� FXVWRPHU� VDWLVIDFWLRQ� DQG� HPSOR\HH� VDWLVIDFWLRQ�� 7KH� VWXG\� H[DPLQHV� WKH�
UHODWLRQVKLS� EHWZHHQ� PDUNHW� RULHQWDWLRQ� DQG� SHUIRUPDQFH� ZLWK� GDWD� IURP� ����
LQWHUQDWLRQDO� KRWHOV� DQG� UHYHDOV� WKDW� WKHUH� LV� SRVLWLYH� DVVRFLDWLRQ� EHWZHHQ� PDUNHW�
RULHQWDWLRQ� DQG� ERWK� WKH� PHDVXUHV� RI� SHUIRUPDQFH�� WKH� REMHFWLYH� PHDVXUH� DQG� WKH�
MXGJPHQWDO� PHDVXUH� WRR�� 7KH� REMHFWLYH� DQG� MXGJPHQWDO� DVSHFW� FDQ� EH� FRYHUHG� XS� E\�
PHDVXULQJ� SHUIRUPDQFH� LQ� WHUPV� RI� PDUNHWLQJ�� ILQDQFLDO�� FXVWRPHU� VDWLVIDFWLRQ� DQG�
LQQRYDWLRQ��
&RPEV HW�DO� �������XVHG�PHWD�DQDO\VLV�WR�HVWLPDWH�WKH�HIIHFW�VL]H�DQG�WHVW�ZKHWKHU�HIIHFWV�
DUH� ODUJHU� IRU� �D�� KLJK� SHUIRUPDQFH� ZRUN� SUDFWLFHV� �+3:3�� V\VWHPV� YHUVXV� LQGLYLGXDO�
SUDFWLFHV �E��RSHUDWLRQDO�YHUVXV� ILQDQFLDO�SHUIRUPDQFH�PHDVXUHV�� DQG� �F��PDQXIDFWXULQJ�
YHUVXV� VHUYLFH� RUJDQL]DWLRQV�� 7KH� VWXG\� HVWLPDWHG� WKDW� RUJDQL]DWLRQV� FDQ� LQFUHDVH� WKHLU�
SHUIRUPDQFH� E\� ��� RI� D� VWDQGDUGL]HG� XQLW� IRU� HDFK� XQLW� LQFUHDVH� LQ� +3:3� XVH�� 7KH�
DXWKRUV� DOVR� H[SODLQHG� WKH� ZLGH� YDULDQFH� LQ� HIIHFW� VL]HV� DPRQJ� VWXGLHV�� IXUWKHU� WKH\�
DVVHUWHG� WKDW� QRW� RQO\� GRHV� D� IRFXV� RQ� +3:3� V\VWHPV� LPSURYH� HIIHFW� VL]HV�� EXW� WKH�
FRQWH[W�DOVR�PDWWHUV�
âNHUODYDM�HW� DO� �������GHYHORSHG� WKH� FRQFHSW�RI�RUJDQL]DWLRQDO� OHDUQLQJ� FXOWXUH� �2/&��
DQG�GHILQHG�LW�DV�D�VHW�RI�QRUPV�DQG�YDOXHV�DERXW�WKH�IXQFWLRQLQJ�RI�DQ�RUJDQL]DWLRQ��7KH\�
DUJXHG� WKDW� 2/&� VKRXOG� VXSSRUW� V\VWHPDWLF�� LQ�GHSWK� DSSURDFKHV� DLPHG� DW� DFKLHYLQJ�
KLJKHU�OHYHO� RUJDQL]DWLRQDO� OHDUQLQJ�� :LWKLQ� WKH� FRPSHWLQJ� YDOXHV� IUDPHZRUN� 2/&�
FRYHUV� VRPH� DVSHFWV� RI� DOO� IRXU� GLIIHUHQW� W\SHV� RI� FXOWXUHV�� JURXS�� GHYHORSPHQWDO��
KLHUDUFKLFDO�� DQG� UDWLRQDO�� 7KH\� XVHG� GDWD� IURP� ���� 6ORYHQLDQ� FRPSDQLHV� HPSOR\LQJ�
PRUH� WKDQ����SHRSOH�� �7KH�UHVXOWV�VKRZHG� WKDW�2/&�KDV�D�SRVLWLYH�GLUHFW� LPSDFW�RQ�DOO�
WKUHH� DVSHFWV� RI�QRQ�ILQDQFLDO�SHUIRUPDQFH� �SHUIRUPDQFH� IURP� WKH�HPSOR\HH�� FXVWRPHU��
DQG�VXSSOLHU�SHUVSHFWLYHV���7KH�VWXG\�IXUWKHU�UHYHDOHG�WKDW�RUJDQL]DWLRQDO�OHDUQLQJ�FXOWXUH�
KDV�D�SRVLWLYH�EXW�LQGLUHFW�HIIHFW�RQ�ILQDQFLDO�SHUIRUPDQFH�



6KDUPD�DQG *DGHQQH �������LQYHVWLJDWHG�WKH�LPSDFW�RI�TXDOLW\�PDQDJHPHQW SUDFWLFHV�RQ�
WKUHH� PHDVXUHV� RI� RUJDQL]DWLRQDO� SHUIRUPDQFH� FRPSULVLQJ� FXVWRPHU� VDWLVIDFWLRQ��
LPSURYHG� FRPSHWLWLYH� SRVLWLRQ� DQG� RYHUDOO� EXVLQHVV� SHUIRUPDQFH�� 7KHLU� VWXG\� RQ�
$XVWUDOLDQ�ILUPV�UHYHDOHG WKDW�LQ�LPSURYLQJ�RYHUDOO�PDUNHWLQJ�DQG�EXVLQHVV�SHUIRUPDQFH��
KROLVWLF� DSSURDFK� WR� TXDOLW\� PDQDJHPHQW� E\� FRQFHQWUDWLQJ� RQ� 7RS� 0DQDJHPHQW�
3KLORVRSK\��0HDVXUHPHQW�DQG�2SHQ�2UJDQL]DWLRQ��0DUNHWLQJ�3URFHVV� ,PSURYHPHQW�DQG�
(PSOR\HH�7UDLQLQJ�LV�HVVHQWLDO�
=DFN HW�DO� �������WKUHZ�VRPH�OLJKW�RQ�WKH�UHODWLRQVKLS�EHWZHHQ�NQRZOHGJH�PDQDJHPHQW�
�.0��SUDFWLFHV� DQG�SHUIRUPDQFH�RXWFRPHV��%DVHG�RQ� OLWHUDWXUH�� WKH� DXWKRUV� DJJUHJDWHG�
��� .0� SUDFWLFHV� ZKRVH� SHUIRUPDQFH� LPSDFW� ZDV� DVVHVVHG� YLD� D� VXUYH\� RI� EXVLQHVV�
RUJDQL]DWLRQV�� 7KHLU� VWXG\� UHYHDOHG� WKDW� .0� SUDFWLFHV� ZHUH� GLUHFWO\� OLQNHG� WR�
2UJDQL]DWLRQDO� 3HUIRUPDQFH��ZKLFK� LQ� WXUQ�ZDV� OLQNHG� WR� ILQDQFLDO� SHUIRUPDQFH�� 7KHUH�
ZDV�QR�GLUHFW�UHODWLRQVKLS�IRXQG�EHWZHHQ�.0�SUDFWLFHV�DQG�2UJDQL]DWLRQDO�3HUIRUPDQFH�
:DONHU HW� DO� ������� VWUHVVHG� DW� WKH� LPSRUWDQFH� RI� PDQDJHPHQW� LQQRYDWLRQV� �0,V�� RQ�
RUJDQL]DWLRQDO� SHUIRUPDQFH�� 7KH� DXWKRUV� WULHG� WR� DVVHVV� WKH� LQIOXHQFH� RI� 0,� RQ�
RUJDQL]DWLRQDO� SHUIRUPDQFH� ERWK� GLUHFWO\� DQG� LQGLUHFWO\� WKURXJK� SHUIRUPDQFH�
PDQDJHPHQW��30���30�LV�DQ�LPSRUWDQW�RUJDQL]DWLRQDO�SURFHVV�FKDUDFWHULVWLF�DULVLQJ�IURP�
SXEOLF�PDQDJHPHQW� UHIRUP� DQG� LQ� LWVHOI� LQIOXHQFHV� SHUIRUPDQFH�� 7KH� ILQGLQJV� LQGLFDWH�
WKDW� WKH� LPSDFW� RI�0,� RQ� SHUIRUPDQFH� LV� QRW� GLUHFW�� EXW� LV�PHGLDWHG�E\�30��7KH\� DOVR�
DVVHUWHG�WKDW�30�SRVLWLYHO\�DIIHFWV RUJDQL]DWLRQDO�SHUIRUPDQFH�
-LPpQH] DQG�6DQ] �������H[DPLQHV�WKH�UHODWLRQVKLS�EHWZHHQ�LQQRYDWLRQ�DQG�SHUIRUPDQFH�
DQG�DVVHUWV�D�SRVLWLYH�UHODWLRQVKLS�EHWZHHQ�RUJDQL]DWLRQDO�OHDUQLQJ�DQG�ERWK�SHUIRUPDQFH�
DQG�LQQRYDWLRQ��7KH�DUWLFOH�DVVHUWV�WKLV�RXWFRPH�EDVHG�RQ�LQSXWV�IURP�����6SDQLVK�)LUPV��
7KH�DXWKRUV�SURSRVH� WKDW� WKH�YDULDEOHV�� RUJDQL]DWLRQ� OHDUQLQJ�DQG� LQQRYDWLRQ� FRQWULEXWH�
SRVLWLYHO\�WR�EXVLQHVV�SHUIRUPDQFH�
7KH�LPSRUWDQFH�RI�VHUYLFH�LQQRYDWLRQ�OLHV�LQ�WKH�IDFW�WKDW�D�PDMRU�VRXUFH�RI�FRPSHWLWLYH�
DGYDQWDJH� IRU� KLJK�WHFK� ILUPV� FXOWLYDWLQJ� WKH� DELOLW\� WR� XVH� NQRZOHGJH� JOHDQHG� IURP�
FXVWRPHUV��FRPSHWLWRUV��DQG�WKHLU�RZQ�FRRUGLQDWLRQ�FDSDELOLWLHV�WR�FUHDWH�PHDQLQJIXO�DQG�
GLVWLQFWLYH� VHUYLFHV�� 6HUYLFH� LQQRYDWLRQ� KDV� HYROYHG� RYHU� WLPH� LQ� DFFRUGDQFH� ZLWK�



FRQVXPHU GHPDQGV�� *URQURRV� ������� GHILQHV� VHUYLFH� LQQRYDWLRQ� DV� WKH� QHZ� VHUYLFH�
SURGXFW��WKH�QHZ�SURFHGXUH�IRU�SURGXFLQJ�RU�GHOLYHULQJ�D�VHUYLFH��7KH�VWXG\�UHYHDOHG�WKDW�
VHUYLFH� LQQRYDWLRQ� H[HUW� D� VLJQLILFDQW� LPSDFW� RQ� SURGXFW� RU�DQG� SURFHVV� LQQRYDWLRQ�
SHUIRUPDQFH LQ�WKHVH�KLJK�WHFK�ILUPV��0DQDJHUV�PXVW�UHFRJQL]H�WKDW�D�IDLOXUH�WR�LQFOXGH�
VHUYLFH� LQQRYDWLRQ�ZLOO�SUHVHQW�DQ� LQFRPSOHWH�SLFWXUH�RI� WKH�GHWHUPLQDQWV�RI� LQQRYDWLRQ�
SHUIRUPDQFH�� 7KLV� VWXG\� SURYLGHV� XV� ZLWK� WKH� DGGLWLRQDO� GLPHQVLRQ� WR� PHDVXUH�
SHUIRUPDQFH� LQ WHUPV�RI� LQQRYDWLRQ�SHUIRUPDQFH�H�J��QHZ�SURGXFWV�VHUYLFHV�� LQQRYDWLYH�
VROXWLRQV�RIIHUHG��LQ�DGGLWLRQ�WR�ILQDQFLDO�DQG�RSHUDWLRQDO�SHUIRUPDQFH�SDUDPHWHUV�

����2UJDQL]DWLRQDO�3HUIRUPDQFH�WKH�FRQFHSW�RI�%DODQFH�6FRUH�&DUG
5REHUW�.DSODQ�DQG�'DYLG�1RUWRQ�SUHVHQWHG�WKH�FRQFHSW�RI�%DODQFHG�6FRUH�&DUG��,W�EHJDQ�
ZLWK� WKH� DVVXPSWLRQ� WKDW� DQ� H[FOXVLYH� UHOLDQFH� RQ� ILQDQFLDO PHDVXUHV� LQ� D�PDQDJHPHQW�
V\VWHP� ZDV� FDXVLQJ� RUJDQL]DWLRQV� WR� GR� WKH� ZURQJ� RU� VKRUW� WHUP� WKLQJV�� DV� ILQDQFLDO�
PHDVXUHV�DUH�ODJ�LQGLFDWRUV�DQG�DUH�WKH�FRQVHTXHQFHV�RI�SDVW�DFWLRQV �.DSODQ�DQG 1RUWRQ��
��������7KH� ³FRPSUHKHQVLYH´� QDWXUH� RI� WKH� EDODQFHG� VFRUH�FDUG� LV� GHPRQVWUDWHG�E\� WKH�
IRXU�LQWHUOLQNLQJ�SHUVSHFWLYHV�

x )LQDQFLDO� SHUVSHFWLYH� 3URSHUO\� GHVLJQHG� ILQDQFLDO� SHUVSHFWLYH� SHUIRUPDQFH�
PHDVXUHV� FDQ� HQKDQFH� PDQDJHPHQW� SODQQLQJ�� FRQWURO� DQG� GHFLVLRQ� PDNLQJ��
0RUHRYHU�� WKH\� FDQ� VHUYH� WR� UHPLQG� H[HFXWLYHV� WKDW� DQ\� FKDQJHV� WKH\� VHHN� WR�
PDNH�± IRU�LQVWDQFH�LQ�VHUYLFH�TXDOLW\�± ZLOO�RQO\�XOWLPDWHO\�EHQHILW�WKHLU�FRPSDQ\�
LI� WKH\� OHDG� WR� LPSURYHPHQWV� LQ� WKH� RYHUDOO� ³ERWWRP�OLQH´� YLHZ� RI� WKHLU�
RUJDQL]DWLRQ�

x &XVWRPHU�SHUVSHFWLYH��7KH�FXVWRPHU�SHUVSHFWLYH�UHSUHVHQWV�D�VLJQLILFDQW�DUHD�RI�
FRQFHUQ� IRU�PDQDJHUV� LQ� WKH� KRWHO� VHFWRU� DQG� LQGLFDWHV� D� QHHG� IRU� SHUIRUPDQFH�
PHDVXUHV�ZKLFK�FDQ�DGHTXDWHO\� UHIOHFW�VXFK� LPSRUWDQW�FXVWRPHU�RULHQWHG�IDFWRUV�
DV� WKH�TXDOLW\�RI�VHUYLFHV�SURYLGHG�DQG�WKH�LQFUHDVLQJ�LQFLGHQFH�RI�QRQ�ILQDQFLDO�
FRPSHWLWLRQ�EHWZHHQ�FRPSDQLHV�

x ,QWHUQDO�SHUVSHFWLYH��0DQDJHPHQW�QHHG� WR�GHFLGH�ZKLFK�RSHUDWLRQV�� SURFHVVHV��
FRPSHWHQFHV�DQG�VNLOOV�WKHLU�RUJDQL]DWLRQV�PXVW�H[FHO�DW�LI�FXVWRPHU�GHPDQGV�DUH�



WR�EH�PHW�DGHTXDWHO\��0RUHRYHU��LW�LV�HVVHQWLDO�WKDW�VXFK�LQWHUQDO�PHDVXUHV�UHODWH�
WR� WKRVH� DUHDV� ZKLFK� DUH� PRVW� OLNHO\� WR� KDYH� WKH� JUHDWHVW� LPSDFW� RQ� FXVWRPHU�
VDWLVIDFWLRQ�

x ,QQRYDWLRQ�DQG�OHDUQLQJ�SHUVSHFWLYH� ,I�RUJDQL]DWLRQV�DUH� WR�EH�VXFFHVVIXO�DQG�
UHPDLQ� VXFFHVVIXO� ± WKH\� PXVW� FRQWLQXDOO\� PDNH� LPSURYHPHQWV� ERWK� WR� WKHLU�
H[LVWLQJ�VHUYLFHV�DQG�WR�WKHLU�RSHUDWLRQV�DQG�SURFHVVHV��DV�ZHOO�DV�GHYHORSLQJ�DQG�
LQWURGXFLQJ� QHZ� RQHV�� ,W� LV� RQO\� E\� WKLV� FRQWLQXDO� SURFHVV� RI� LPSURYHPHQW� DQG�
LQQRYDWLRQ�WKDW�FRPSDQLHV�FDQ�JURZ�

0DQ\�FRPSDQLHV�IDLO�WR�XQGHUVWDQG�WKH�LPSRUWDQFH�RI�EDODQFHG�DSSURDFK�WR�3HUIRUPDQFH�
0DQDJHPHQW�� :KLOH� ILQDQFLDO� SHUIRUPDQFH� PHDVXUHV� DUH� LPSRUWDQW� IRU� VWUDWHJLF�
GHFLVLRQV�� GD\�WR�GD\� FRQWURO� RI� PDQXIDFWXULQJ� DQG� GLVWULEXWLRQ� RSHUDWLRQV� LV� EHWWHU�
KDQGOHG�ZLWK�QRQILQDQFLDO�PHDVXUHV��0DVNHOO�������
([FOXVLYH� GHSHQGHQFH� RQ� ¿QDQFLDO� LQGLFDWRUV� SURPRWHV� VKRUW�WHUP� EHKDYLRU� WKDW�
VDFUL¿FHG�ORQJ�WHUP�YDOXH�FUHDWLRQ�IRU�VKRUW�WHUP�SHUIRUPDQFH��7KH�%DODQFHG�6FRUHFDUG�
DSSURDFK� QRW� RQO\� UHWDLQHG�PHDVXUHV� RI� ¿QDQFLDO� SHUIRUPDQFH�� EXW� VXSSOHPHQWHG� WKHP�
ZLWK�WKH�OHDG�LQGLFDWRUV��RI� IXWXUH�¿QDQFLDO�SHUIRUPDQFH��%URZQ���������7KXV�DOO�RI� WKH�
REMHFWLYHV�DQG�PHDVXUHV�RQ�D�%DODQFHG�6FRUHFDUG�± ¿QDQFLDO�DQG�QRQ�¿QDQFLDO�± VKRXOG�
EH� GHULYHG� IURP� WKH� RUJDQL]DWLRQ¶V� YLVLRQ� DQG� VWUDWHJ\�� 7KH� %DODQFHG� 6FRUHFDUG� VRRQ�
EHFDPH�D�WRRO�IRU�PDQDJLQJ�VWUDWHJ\�± D�WRRO�IRU�GHDOLQJ�ZLWK�WKH����SHUFHQW�IDLOXUH�UDWH�
�.DSODQ�DQG 1RUWRQ���������+RTXH DQG -DPHV �������H[DPLQHG WKH�UHODWLRQVKLS�EHWZHHQ�
RUJDQL]DWLRQ� VL]H�� SURGXFW� OLIHǦF\FOH� VWDJH�� PDUNHW� SRVLWLRQ�� EDODQFHG� VFRUHFDUG� �%6&��
XVDJH� DQG� RUJDQL]DWLRQDO� SHUIRUPDQFH�� 7KH� DXWKRUV� XVHG� ILQDQFLDO� DQG� QRQILQDQFLDO�
PHDVXUHV�� WKH� EDODQFHG� VFRUH� FDUG� HQFRPSDVVHV� IRXU� GLPHQVLRQV� RI� SHUIRUPDQFH��
FXVWRPHUV�� ILQDQFLDO� �RU� VKDUHKROGHUV��� OHDUQLQJ� DQG� JURZWK�� DQG� LQWHUQDO� DVSHFWV�� 7KH�
VWXG\� EDVHG� RQ� D� ���$XVWUDOLDQ�PDQXIDFWXULQJ� FRPSDQLHV� UHYHDOV� WKDW� WKH� ODUJHU� ILUPV�
PDNH�PRUH�XVH�RI�%6&�DQG�LQ�DGGLWLRQ�WR�WKDW�WKH�IRUPV�KDYH�D�KLJKHU�SURSRUWLRQ�RI�QHZ�
SURGXFWV�� 7KH� VWXG\� DOVR� UHYHDOHG� WKDW KLJKHU� XVH RI� %6&� LV� DVVRFLDWHG�ZLWK� LPSURYHG�
SHUIRUPDQFH�



7UDGLWLRQDOO\�� RUJDQL]DWLRQV� PHDVXUHG� WKHLU� SHUIRUPDQFH� RQ� VKRUW�WHUP� ¿QDQFLDO�
PHDVXUHV��KRZHYHU� WKH�EDODQFHG�VFRUHFDUG�DSSURDFK�H[WHQGV�WKLV�WR�LQFOXGLQJ�PHDVXUHV�
RI�SHUIRUPDQFH�UHODWLQJ�WR�FXVWRPHU��LQWHUQDO�SURFHVVHV�DQG�OHDUQLQJ�DQG�JURZWK�QHHGV�RI�
WKHLU� SHRSOH� �/DWVKDZ� DQG &KRL�� ������� 7KLV� EURDGHU� IRFXV� EULQJV� LQ� D� ORQJHU� WHUP��
VWUDWHJLF� GLPHQVLRQ� WR� WKH� EXVLQHVV�� E\� QRW� RQO\� ORRNLQJ� DW� WKH� VKRUW�WHUP� ILQDQFLDO
SHUIRUPDQFH�� EXW� DOVR� KRZ� WKH� RUJDQL]DWLRQ� LV� JRLQJ� DERXW� GHOLYHULQJ� WKH� UHVXOWV�� DQG�
FKHFNLQJ�RQ�WKH�RYHUDOO�³VWUDWHJLF�KHDOWK´�RI�WKH�RUJDQL]DWLRQ��%\�DOVR�IRFXVLQJ�RQ�WKHVH�
QRQ�ILQDQFLDO� GLPHQVLRQV�� WKH� RUJDQL]DWLRQ� FDQ� DVVHVV� LWV� SHUIRUPDQFH� LQ� EXLOGLQJ� NH\�
FDSDELOLWLHV��UHTXLUHG�LQ�WHUPV�RI�LWV�VWUDWHJ\�WR�VXUYLYH�DQG�SURVSHU�LQWR�WKH�IXWXUH��7KLV�LV�
SDUWLFXODUO\� UHOHYDQW� WR� FRPSDQLHV� VHHNLQJ� ORQJHU�WHUP� VXSHULRU� UHWXUQV�� HPEDUNLQJ� RQ�
QHZ� VWUDWHJLHV� RU� XQGHU� FRPSHWLWLYH� WKUHDW�� ZKHUH� WKH� ODFN� RI� WKHVH� RUJDQL]DWLRQDO�
FDSDELOLWLHV� ZLOO� WKUHDWHQ� WKH� RUJDQL]DWLRQ¶V� ORQJHU�WHUP� VXVWDLQDELOLW\� �+DJRRG� DQG
)ULHGPDQ���������$W�WKH�KLJKHVW�OHYHO�ZLWKLQ�DQ�RUJDQL]DWLRQ�WKH�VWUDWHJ\�ZLOO�GHILQH�WKH�
VSHFLILF� SHUIRUPDQFH� PHDVXUHV� DQG� VWDQGDUGV UHTXLUHG� LQ� HDFK� RI� WKHVH� QRQ�ILQDQFLDO�
DUHDV��7KLV�SURFHVV�UHTXLUHV�WKH�OHDGHUVKLS�WR�GHILQH�LQ�YHU\�VSHFLILF�WHUPV�WKH ³GHILQLWLRQ�
RI VXFFHVV´� LQ�HDFK�RI� WKHVH�QRQ�ILQDQFLDO�DUHDV�� WRJHWKHU�ZLWK� WKHLU� UHODWLYH� LPSRUWDQFH�
ZHLJKWLQJV�� WR� HQDEOH� HPSOR\HHV� WR� HPEUDFH� WKHVH� UHTXLUHPHQWV� LQ� WKHLU� GD\� WR� GD\�
DFWLYLWLHV�� 2QFH� WKLV� LV� FRPSOHWHG� IRU� WKH� RUJDQL]DWLRQ� DV� D� XQLW�� WKHVH� PHDVXUHV� DUH�
WUDQVIHUUHG� WR� LQGLYLGXDOV� WKURXJKRXW� WKH�RUJDQL]DWLRQ��E\�FUHDWLQJ� LQGLYLGXDO�³%DODQFHG�
6FRUHFDUGV´�
7KH� SXUSRVH� RI� WKH� EDODQFHG� VFRUHFDUG� LV� WR� JXLGH�� FRQWURO� DQG� FKDOOHQJHV� DQ� HQWLUH�
RUJDQL]DWLRQ�WRZDUGV�UHDOL]LQJ�D�VKDUHG�FRQFHSWLRQ�RI�WKH�IXWXUH��:LWKLQ�WKH�SHUVSHFWLYHV�
WKH�YLVLRQ�LV�H[SUHVVHG�DV�D�QXPEHU�RI�PRUH�VSHFLILF�REMHFWLYHV��0HDVXUHV�DQG�WDUJHWV�DUH�
VHW� DQG� WKH� RUJDQL]DWLRQ� WKHQ� SXWV� LQ� SODFH� DFWLRQ� SODQV� WR� PHHW� WKH� VHW� WDUJHWV�� :LOO�
VWUDWHJLF� SODQQLQJ� DQG� WKH� EDODQFHG� VFRUHFDUG� EULQJ� RXU� FXVWRPHUV� WUXH� KDSSLQHVV"�
/LYLQJVWRQ �������
&KDYDQ� ������� FRQFOXGHG� WKDW� WKH� EDODQFHG� VFRUHFDUG� DSSURDFK� PD\� UHTXLUH� VRPH�
VXEVWDQWLDO� FKDQJHV� LQ� FXOWXUH� ZLWKLQ� WKH� RUJDQL]DWLRQ�� 6KH� HPSKDVL]HG� WKDW� DV� FXOWXUH�
FKDQJHV�DQG�GHYHORSV�WR�DFFHSW�WKH�QHZ�DSSURDFK�DQG�PHPEHUV�RI�WKH�RUJDQL]DWLRQ�ZLOO�
PDWXUH�ZLWKLQ� WKH� QHZ� FXOWXUH�� WKH� RUJDQL]DWLRQ�ZLOO� ILQG� QHZ� WKLQJV� WR�PHDVXUH�� QHZ�



JRDOV�LQ�GLIIHUHQW�DUHDV��WR�PDNH�WKH�EDODQFHG�VFRUHFDUG�HYHQ�PRUH�EDODQFHG�DQG�HIIHFWLYH�
LQ� VXSSRUWLQJ� D� JURZLQJ� DQG YLDEOH� RUJDQL]DWLRQ�� 'LIIHUHQW� RUJDQL]DWLRQV� KDYH� TXLWH�
GLIIHUHQW�QHHGV��PDUNHW�DUHDV��SHRSOH��SURGXFWV�DQG�VHUYLFHV��DQG�ZLOO�QHHG�VLJQLILFDQWO\�
GLIIHUHQW�EDODQFHG�VFRUHFDUGV�
7KXV�ZH�REVHUYH� WKDW� WUDGLWLRQDOO\�� RUJDQL]DWLRQV�PHDVXUHG� WKHLU�SHUIRUPDQFH�RQ� VKRUW�
WHUP�ILQDQFLDO�PHDVXUHV��KRZHYHU� WKH�EDODQFHG�VFRUHFDUG��%6&��DSSURDFK�H[WHQGV�WKLV�WR�
LQFOXGLQJ�PHDVXUHV�RI�SHUIRUPDQFH�UHODWLQJ�WR�FXVWRPHU��LQWHUQDO�SURFHVVHV�DQG�OHDUQLQJ�
DQG�JURZWK�QHHGV�RI�WKHLU�SHRSOH��/DWVKDZ�DQG &KRL���������$V�EURXJKW�RXW�DERYH��PDQ\�
VWXGLHV�VXSSRUW WKDW�KLJKHU�XVH�RI�%6&�LV�DVVRFLDWHG�ZLWK�LPSURYHG�SHUIRUPDQFH��)XUWKHU�
/LWHUDWXUH� LV� DYDLODEOH� UHJDUGLQJ� WKH� IDFW� WKDW� SHUIRUPDQFH� RI� DQ� RUJDQL]DWLRQ� LV� OLQNHG�
ZLWK� REMHFWLYH� PHDVXUHV� �VD\�� WXUQRYHU� UDWHV� DQG� 52,�� DQG� VXEMHFWLYH� PHDVXUHV� �OLNH�
VWUDWHJLF� GHFLVLRQ� PDNLQJ��� 7KHVH� VWXGLHV� SURYLGH WKH� JXLGHOLQH� WKDW� DQ� RUJDQL]DWLRQ¶V�
SHUIRUPDQFH� QRW� RQO\� GHSHQGV� RQ� REMHFWLYH�PHDVXUHV�� EXW� DOVR� RQ� VXEMHFWLYH�PHDVXUHV�
ZKLFK�KDYH WKH�FDSDELOLW\�WR�RUJDQL]H�DQG�VWUXFWXUH�WKH�VWUDWHJLF�PRYHV�RI�D�ILUP�

����3HUIRUPDQFH�DQG�6HUYLFH�RULHQWDWLRQ
7KH� LPSRUWDQFH� RI� VHUYLFH� RULHQWDWLRQ� KDV� EHHQ� KLJKOLJKWHG� LQ� WKH� VHQVH� WKDW��
RUJDQL]DWLRQDO�SHUIRUPDQFH�VHHPV�WR�EH�GHWHUPLQHG�E\�VHUYLFH�RULHQWDWLRQ��$�SOHWKRUD�RI�
VWXGLHV� KDYH� HPHUJHG� ZKLFK� SURYLGH� WKH� OLQN� EHWZHHQ� VHUYLFH� RULHQWDWLRQ� DQG�
RUJDQL]DWLRQDO�SHUIRUPDQFH��$�VHUYLFH�RULHQWHG�FRPSDQ\�ZLOO�VWULYH�WR�VDWLVI\�FXVWRPHUV��
FUHDWH�DQG�GHOLYHU�FXVWRPHU�YDOXH��H�J��VHUYLFH�TXDOLW\�DQG�VHUYLFH�YDOXH��LQ� WKH�PDUNHW��
DQG�LQFUHDVH�FRPSDQ\�SHUIRUPDQFH�DQG�SURILWDELOLW\��6DVVVHU HW�DO���������+HQQLJ�7KXUDX�
HW�DO���������
0RVW� RI� WKH� DYDLODEOH� OLWHUDWXUH� RQ� WKH� VHUYLFH� RULHQWDWLRQ� FRQFHSW� VXJJHVW� WKDW� D�
FXVWRPHU�IRFXVHG�VHUYLFH�RULHQWDWLRQ�PD\�KDYH�D�SRVLWLYH�LPSDFW�RQ�VHUYLFH�SHUIRUPDQFH�
�H�J�� 6FKQHLGHU HW� DO��� ������+RJDQ HW� DO��� ������'HVKSDQGH� HW� DO��� ������ &UDQ�� �������
/\WOH HW� DO��� ������� 7KHUH� LV� JURZLQJ� VXSSRUW� IRU� WKH� QRWLRQ� WKDW� HPSOR\HHV¶� VHUYLFH�
SHUIRUPDQFH� LV� RQH� RI� WKH� NH\� IDFWRUV� ZLWK� ZKLFK� RUJDQL]DWLRQV� FDQ� JDLQ� FRPSHWLWLYH�
DGYDQWDJH��3DUDVXUDPDQ HW�DO���������+HVNHWW DQG 6FKOHVLQJHU��������=HLWKDPO��������



,Q� GRFWRUDO� UHVHDUFK�� /\WOH� ������� GHPRQVWUDWHG� WKDW� EDVLF� RUJDQL]DWLRQDO� YDOXHV� DUH�
UHODWHG�WR�PDUNHW�RULHQWDWLRQ�DQG�VHUYLFH�RULHQWDWLRQ�DQG�PDUNHW�RULHQWDWLRQ�DQG�VHUYLFH�
RULHQWDWLRQ� DUH� SRVLWLYHO\� UHODWHG� WR� RUJDQL]DWLRQDO� SHUIRUPDQFH�� 6HUYLFH�RULHQWDWLRQ� LV�
SRVLWLYHO\� UHODWHG� WR� D� XQLW
V� 52$�� LWV� FRQVXPHU� EDQNLQJ� SHUIRUPDQFH�� DQG� LWV� VHUYLFH�
TXDOLW\�LPDJH��7KH�IXQGDPHQWDO�PDQDJHULDO�LPSOLFDWLRQ�LV�WKDW�SHUIRUPDQFH�DQG�VWUDWHJLF�
DGYDQWDJH� FDQ� EH� GLUHFWO\� LQIOXHQFHG� E\� ERWK� PDUNHW� DQG� VHUYLFH�RULHQWDWLRQ� DQG� WKH�
YDOXHV�WKDW�UHODWH�WR�WKRVH�RULHQWDWLRQV��
+RPEXUJ�HW�DO� �������FRQGXFWHG�DQ�HPSLULFDO�VWXG\�RI�FORWKLQJ�DQG�IXUQLWXUH�UHWDLOHUV�LQ�
ERWK� WKH� 8QLWHG� 6WDWHV� DQG� *HUPDQ\�� 7KLV� VWXG\� SURYLGHV� HYLGHQFH� IRU� WKH�
FRQFHSWXDOL]DWLRQ� RI� D� VHUYLFH�RULHQWHG� EXVLQHVV� VWUDWHJ\�� 7KH� DXWKRUV� ILQG� WKDW� WKH�
LQYHVWLJDWHG� DQWHFHGHQWV� DFFRXQW� IRU� VRPH� YDULDQFH� RI� D� VHUYLFH�RULHQWHG� EXVLQHVV�
VWUDWHJ\��ZKLFK�LQ�WXUQ�SRVLWLYHO\�DIIHFWV�FRPSDQ\�SHUIRUPDQFH�LQ�WKH�PDUNHW�DQG�WKHUHE\�
SURILWDELOLW\�
<RRQ�HW�DO� �������H[DPLQHG�KRZ�DQ�RUJDQL]DWLRQ�VHUYLFH�RULHQWDWLRQ�KDG�DQ�HIIHFW�RQ�LWV�
SHUIRUPDQFH�DW�KRVSLWDOV�LQ�.RUHD��7KH\�IRXQG�WKDW�RUJDQL]DWLRQDO�VHUYLFH�RULHQWDWLRQ�KDG�
D�SRVLWLYH� HIIHFW� RQ�ERWK� HPSOR\HH� VDWLVIDFWLRQ�DQG� VHUYLFH�YDOXH�SHUFHLYHG�E\�KRVSLWDO�
VWDII� DQG� VHUYLFH� YDOXH� DV�ZHOO� DV� HPSOR\HH
V� FXVWRPHU� RULHQWDWLRQ�ZHUH� IRXQG� WR� H[HUW�
SRVLWLYH�LQIOXHQFH�RQ�WKH�PHGLFDO�ILUP
V�SHUIRUPDQFH�
:X�HW�DO� �������HPSLULFDOO\�GHPRQVWUDWHG�LQ�7DLZDQ�WKDW�6HUYLFH�RULHQWDWLRQ�SRVLWLYHO\�
LPSDFWV� FRQVXPHU� SHUFHSWLRQV� RI� HPSOR\HH� VHUYLFH� SHUIRUPDQFH�� /LDQJ� HW� DO� �������
DQDO\]HG�WKH�G\DGLF�GDWD�FROOHFWHG�IURP�ILQDQFLDO�VHUYLFH�FRPSDQLHV�LQ�&KLQD�DQG�VKRZHG�
WKDW�VHUYLFH�RULHQWDWLRQ�SRVLWLYHO\�DIIHFWV�HPSOR\HH�VHUYLFH�SHUIRUPDQFH�
6HUYLFH�LQQRYDWLRQ�ZDV�ILUVW�GHILQHG�E\�9DQGHUPHUZH�DQG 5DGD ��������ZKR�GHILQHG�LW�DV�
D� SURFHVV� RI� FUHDWLQJ� YDOXH� E\� DGGLQJ� VHUYLFHV� WR� SURGXFW� RIIHULQJ�� ,QVLJKWV RQ�
RUJDQL]DWLRQ�VWUDWHJ\� W\SH�DQG�SHUIRUPDQFH�ZHUH�SURYLGHG�E\�0F.HH HW� DO� �������� WKH�
VWXG\� FRYHUHG� ����EDQNV� DQG�SHUIRUPDQFH� GDWD�ZDV� LQFRUSRUDWHG� WKURXJK�PDQDJHPHQW�
SHUFHSWLRQ��52$���5HWXUQ�RQ�(TXLW\��52(�� &KDQJH�LQ�0DUNHW�6KDUH�



(YLGHQFHV� IURP� OLWHUDWXUH� VXJJHVW� WKDW� VHUYLFH� RULHQWDWLRQ� LPSDFWV� WKH� RUJDQL]DWLRQDO�
SHUIRUPDQFH��7KH�UDWLRQDO�DV�WR�ZK\�D�ILUP�VKRXOG�IRFXV�RQ VHUYLFH�RULHQWHG�VWUXFWXUH�LV�
KLJKOLJKWHG LQ�WKLV�VHFWLRQ�
������,PSDFW�RI�6HUYLFH�2ULHQWDWLRQ�RQ�3HUIRUPDQFH�RI�PDQXIDFWXULQJ�ILUPV
7KRXJK�PRVW�RI�WKH�VWXGLHV�DUH�EDVHG�RQ�WKH�VHUYLFH�VHFWRU��RII�ODWH�VLPLODU�VWXGLHV�ZHUH�
DOVR� FRQGXFWHG� IRU� WKH� PDQXIDFWXULQJ� VHFWRU� DOVR�� $QWLRFR� HW� DO� ������� XQGHUWRRN� DQ�
HPSLULFDO�VWXG\�RI�����PDQXIDFWXULQJ�ILUPV�LQ�1HWKHUODQG��'HQPDUN��DQG�%HOJLXP��7KH�
VWXG\�DVVHVVHG� WKH�HIIHFW�RI�RUJDQL]DWLRQDO�SDUDPHWHUV�RQ� WKH� LPSOHPHQWDWLRQ�RI�VHUYLFH�
EXVLQHVV�RULHQWDWLRQ�DQG�YDOLGDWHV� WKH� LPSRUWDQW� GLVWLQFWLRQ�RI� VHUYLFH� LQ� VXSSRUW�RI� WKH�
FOLHQW¶V� DFWLRQV� �66&�� DQG� VHUYLFHV� LQ� VXSSRUW� RI� WKH SURGXFW� �663�� DQG� WKH� VWXGLHV�
UHYHDOHG� SUHVHQFH� RI� VRPH� DVVRFLDWLRQ� EHWZHHQ� VHUYLFH� RULHQWDWLRQ� DQG� RUJDQL]DWLRQDO�
SHUIRUPDQFH�IRU�WKH�PDQXIDFWXULQJ�VHFWRU�
9RLJW�HW�DO� �������VWXGLHG�WKH�HIIHFWV�RI�0DUNHW�DQG�6HUYLFH�2ULHQWDWLRQ�RQ�WKH�6XFFHVV�
RI� 6ROXWLRQ� 3URYLGHUV� LQ� WKH� *HUPDQ� 0DQXIDFWXULQJ� 6HFWRU� DQG� DUJXHG� WKDW� LQ� WKH�
PDQXIDFWXULQJ� LQGXVWU\� LQGLYLGXDOL]DWLRQ� LQ� UHJDUG� RI� D� FRPELQDWLRQ� RI� SURGXFWV� DQG�
VHUYLFHV� RIIHUV� D� KXJH� GLIIHUHQWLDWLRQ� IDFWRU� DQG� WKHUH� LV� WKH� QHHG� IRU� D� VKLIW� IURP� D�
SURGXFW�FHQWULF�YLHZ�WRZDUGV�D�VHUYLFH�GRPLQDQW�SHUVSHFWLYH��6HUYLFH�RULHQWDWLRQ�KDV� WR�
EH�LQWHJUDWHG�LQ�WKH�FRQFHSW��EHFDXVH�RI�WKH�JURZLQJ�LPSRUWDQFH�HVSHFLDOO\�IRU�VR�FDOOHG�
VROXWLRQ�SURYLGHV�ZLWK�D�IRFXV�RQ�SURGXFW�VHUYLFH�FRPELQDWLRQV��
$� VWXG\� E\� 6KLQ� DQG (OOLQJHU ������� HPSKDVL]H� RQ� VHUYLFH� RULHQWDWLRQ� DV� PHDQV� RI�
SURGXFW� GLIIHUHQWLDWLRQ� WKH� HIILFDF\� RI� FXVWRPHU� PDUNHWLQJ� UHODWLRQVKLS� VWUDWHJLHV� OLNH�
OR\DOW\�SURJUDPV��SUHIHUHQWLDO�WUHDWPHQW��DQG�ILQDQFLDO�UHZDUG�SDFNDJHV�
:LWK�WKH�DGYHQW RI�JOREDOL]DWLRQ�DQG�ILHUFH FRPSHWLWLRQ��VHUYLFH�GHOLYHU\�KDV�EHFRPH�DQ�
LQFUHDVLQJO\�LPSRUWDQW�DVSHFW�HYHQ�IRU�WKH�PDQXIDFWXULQJ�ILUPV��7KH�PDQXIDFWXULQJ�ILUPV�
DUH�XVXDOO\�LQWHUSUHWHG�DV�ILUPV�ZKLFK�GHDO�ZLWK�PDWHULDOLVWLF�SURGXFWV��EXW�ZLWK�LQFUHDVHG�
FRPSHWLWLRQ� WKH\� DOVR� UHVRUW� WR� SURYLQJ� VHUYLFH� VXFK� DV� SURGXFW� LQVWDOODWLRQ�� SURGXFW�
VHUYLFLQJ� DQG�SURGXFW� UH� IXUELVKLQJ�� KHOSOLQH� QXPEHUV� DQG�SRUWDOV��7KH� DGYHQW� RI� WKHVH�
VHUYLFHV� IRU� WKH�PDQXIDFWXULQJ� ILUPV�D�QLFKH� LV�FUHDWHG�ZKLFK�SURYLGHV�XV�ZLWK� WKH�KLQW�



WKDW�VHUYLFH�RULHQWDWLRQ�KDV�LPSDFW�RQ�PDQXIDFWXULQJ�ILUPV�WRR��DQG�WKH�OLWHUDWXUH�IXUWKHU�
VXSSRUWV WKLV�VWDWHPHQW�

����6HUYLFH�RULHQWDWLRQ��7KH�,QGLDQ�&RQWH[W
,QGLD� LV� DPRQJ� WKH� IDVWHVW� JURZLQJ� HFRQRP\� RI� WKH� :RUOG�� ,QGLDQ� *URVV� 'RPHVWLF�
3URGXFW��*'3� KDV�EHHQ�JURZLQJ�VWHDGLO\�DW ���������������ZKLFK�LV�KLJKHU�WKDQ�WKDW�RI�
WKH�RWKHU�GHYHORSLQJ�HFRQRPLHV��6HUYLFH� VHFWRU�KDV�EHHQ�D�PDMRU�FRQWULEXWRU� WR� ,QGLD¶V�
*'3�DQG�JURZWK��%KDWWDFKDU\D�DQG 0LWUD� �������,W�LV�WKH�VHFRQG�ODUJHVW�HPSOR\HU�DIWHU�
DJULFXOWXUH�� ,QGLD¶V� WUDGH� LQ� VHUYLFHV�KDYH� LQFUHDVHG�RYHUWLPH DQG� VHUYLFHV� DFFRXQWV� IRU�
WKH�ODUJHVW�VKDUH�LQ�,QGLD¶V�IRUHLJQ�GLUHFW�LQYHVWPHQW��)',��LQIORZV�DQG�RXWIORZV��,Q�,QGLD��
JURZWK�LQ�,QGXVWULDO�VHFWRU�KDV�EHHQ�OLQNHG�WR�WKH�OLEHUDOL]DWLRQ�DQG�UHIRUPV�RI�WKH�����V��
,Q�WKH�ILUVW�WKUHH�GHFDGHV������V�WR�����V��DIWHU�,QGLD¶V�LQGHSHQGHQFH�LQ�������*'3�JUHZ�
DW�DQ�DYHUDJH�GHFDGDO�JURZWK�UDWH�RI�OHVV�WKDQ�IRXU�SHU�FHQW��,QGLD�ZDV�ODUJHO\�DQ�DJUDULDQ�
HFRQRP\��7KH� VKDUH� RI� VHUYLFHV� VHFWRU�ZDV� VPDOO� DQG� D� ODUJH� QXPEHU� RI� VHUYLFHV�ZHUH�
JRYHUQPHQW PRQRSROLHV�� 6HUYLFHV� VHFWRU� VWDUWHG� WR� JURZ� LQ� WKH�PLG�����V� EXW� JURZWK�
DFFHOHUDWHG� LQ� WKH� ����V� ZKHQ� ,QGLD� LQLWLDWHG� D� VHULHV� RI� HFRQRPLF� UHIRUPV� DIWHU� WKH�
FRXQWU\�IDFHG�D�VHYHUH�EDODQFH�RI�SD\PHQW�FULVLV��5HIRUPV�LQ�WKH�VHUYLFHV�VHFWRU�ZHUH�D�
SDUW�RI�WKH�RYHUDOO�UHIRUP�SURFHVV��ZKLFK�OHG�WR�SULYDWL]DWLRQ��UHPRYDO�RI�)',�UHVWULFWLRQV�
DQG�VWUHDPOLQLQJ�RI�WKH�DSSURYDO�SURFHGXUHV��DPRQJ�RWKHUV�
,QGLD¶V� HFRQRPLF� SROLFLHV� KDYH� XQGHUJRQH� VXEVWDQWLDO� UHYLVLRQ� GULYHQ� E\� WKH� 6HUYLFH�
VHFWRU��DQG�WKLV�VHFWRU�EHJDQ�WR�RSHQ�XS��6WXGLHV�VKRZ�WKDW�OLEHUDOL]DWLRQ�DQG�UHIRUPV�LV�
RQH� RI� WKH� LPSRUWDQW� IDFWRUV� FRQWULEXWLQJ� WR� WKH� JURZWK� RI� VHUYLFHV� VHFWRU� LQ� ,QGLD�
�&KDQGD�� ������ *RUGRQ� DQG *XSWD�� ������ %DQJD� DQG *ROGDU�� ������ -DLQ� DQG 1LQDQ��
�������:LWK�HFRQRPLF�JURZWK�DQG�ULVH�LQ�SHU�FDSLWD�LQFRPH��WKHUH�LV�D�FKDQJH�LQ�GHPDQG�
SDWWHUQ� IURP� QHFHVVDU\� WR� GLVFUHWLRQDU\� FRQVXPSWLRQV� OLNH� HGXFDWLRQ DQG� SHUVRQDO� DQG�
KHDOWK�FDUH�VHUYLFHV��0F.LQVH\�DQG &RPSDQ\� �������+LJK�LQFRPH�HODVWLFLW\�RI�GHPDQG�
IRU� VHUYLFHV� KDV� FRQWULEXWHG� WR� WKH� KLJK� JURZWK� RI� WKLV� VHFWRU� �%KDWWDFKDU\D� DQG 0LWUD�
����� *RUGRQ�DQG *XSWD��������7HFKQRORJLFDO�SURJUHVV�DQG�DYDLODELOLW\�RI�KLJK�VNLOOHG�
PDQSRZHU�KDV�OHG�WR�JURZWK�RI�VHUYLFHV�OLNH�LQIRUPDWLRQ�WHFKQRORJ\��,7��DQG�,7�HQDEOHG�
VHUYLFHV��,7H6���&KDQGD� �������'HYHORSHG�FRXQWULHV�RXWVRXUFH�LWV�VHUYLFHV�WR�GHYHORSLQJ�



FRXQWULHV�OLNH�,QGLD�OHDGLQJ�WR�D�ULVH�LQ�GHPDQG�IRU�VHUYLFHV�IURP�WKH�GHYHORSLQJ�PDUNHW�
�%KDJZDWL�������+DQVGD� ������*RUGRQ�DQG *XSWD���������+LJK�JRYHUQPHQW�H[SHQGLWXUH�
RQ� FHUWDLQ� VHUYLFHV� OLNH� FRPPXQLW\�� VRFLDO� DQG� SHUVRQDO� VHUYLFHV� KDV� DOVR� OHG� WR� KLJK�
JURZWK� RI� VHUYLFHV� �$QVDUL� ������� ,W� LV� WKH� VHFRQG� ODUJHVW� HPSOR\HU� DIWHU� DJULFXOWXUH��
,QGLD¶V� WUDGH� LQ� VHUYLFHV� KDYH� LQFUHDVHG� RYHUWLPH� DQG� VHUYLFHV� DFFRXQWV� IRU� WKH� ODUJHVW�
VKDUH�LQ�,QGLD¶V�IRUHLJQ�GLUHFW�LQYHVWPHQW��)',��LQIORZV�DQG�RXWIORZV��7KH�H[FHUSWV�IURP�
WKH�(FRQRPLF�6XUYH\������FOHDUO\�VKRZ�WKDW�WKH�VHUYLFH�VHFWRU�KDV�UHFRUGHG�GRXEOH�GLJLW�
JURZWK�LQ�*URVV�9DOXH�$GGLWLRQ��*9$��DQG�KDV�EHHQ�D�FRQVLVWHQW�SHUIRUPHU�LQ� WKH�ODVW�
GHFDGH�
$W� D�PDFUR�OHYHO�� WKH� VHUYLFH� VHFWRU� LQ� ,QGLD� LV� LW� LV� VWLOO� HYROYLQJ� ,Q� KLV� VWXG\�RI� QHZ�
SURGXFW� GHYHORSPHQW� LQ� DQ� ,QGLDQ� ELR�WHFKQRORJLFDO� LQGXVWU\� VHWWLQJ�� 'HVLUDMX� DQG
0RRUWK\ �������DOVR�FLWHG�D�IHZ�VWXGLHV�WKDW�KDYH�GHDOW�ZLWK�FOLHQW�RULHQWDWLRQ�DQG�KDYH�
IRXQG� VRPH� SRVLWLYH� UHODWLRQ� ZLWK� SHUIRUPDQFH� PHDVXUHV�� 3RSOL� DQG 5L]YL �������
FRQFOXGHG� WKDW� PDQDJHPHQW� VW\OH� RI� OHDGHUV� KDV� D� VLJQL¿FDQW� LPSDFW� RQ� LQGLYLGXDO�
�RUJDQL]DWLRQDO�FRPPLWPHQW��2&��DQG�MRE�VDWLVIDFWLRQ���JURXS��JURXS�FRKHVLYHQHVV��DQG�
RUJDQL]DWLRQ� �¿QDQFLDO� SHUIRUPDQFH�� DV� D�ZKROH�� 6LQJK� ������� LQIHUV� WKDW� ,QGLDQ� ILUPV�
KDYH� EHFRPH� PRUH� PDUNHW� RULHQWHG� LQ� WKH� OLEHUDOL]HG� HFRQRP\�� 7KH� VWXG\� E\�
*RSDODNULVKQD DQG 6XEUDPDQLDQ ������� JRW� HPSLULFDO� VXSSRUW� DFURVV� DOO� WKH� ILYH�
SHUIRUPDQFH� PHDVXUHV� � JURZWK� LQ� RYHUDOO� UHYHQXH�� UHWXUQ� RQ� FDSLWDO�� VXFFHVV� RI� QHZ�
SURGXFWV�VHUYLFHV�� DELOLW\� WR� UHWDLQ� FXVWRPHUV�� DQG� VXFFHVV� LQ� FRQWUROOLQJ� H[SHQVHV��
$QRWKHU� VWXG\� DFURVV� GLYHUVH� W\SHV� RI� LQGXVWULHV� KDG� IRXQG� D� UHDVRQDEO\� UREXVW�
UHODWLRQVKLS� EHWZHHQ� PDUNHW� RULHQWDWLRQ� DQG� SHUIRUPDQFH� �6KHUJLOO� DQG 1DUJXQGNDU��
������� 7KH� ,QGLDQ�PDQXIDFWXULQJ� ILUPV� DUH� ORRNLQJ� WRZDUGV� WHFKQRORJ\� IRU� LPSURYLQJ�
WKHLU�FRPSHWLWLYH�SRVLWLRQ�WKURXJK�PDUNHWLQJ�DFWLRQV��0RKDQ�DQG .ULVKQDVZDP\���������
3RSOL�DQG 5L]YL ������� UHFHQWO\�XQGHUWRRN�D�VWXG\�RI�PDQDJHUV�LQ�VSHFLILF�FRQWH[W�RI�WKH�
SULYDWH� VHUYLFH� VHFWRU� RUJDQL]DWLRQV� LQ� ,QGLD� WR� H[SORUH� WKH� UHODWLRQVKLS� EHWZHHQ�
OHDGHUVKLS�� HPSOR\HH� HQJDJHPHQW� DQG� VHUYLFH� RULHQWDWLRQ��7KLV� VWXG\� LQ� ,QGLDQ� FRQWH[W�
KLJKOLJKWV� WKDW� 6HUYLFH RULHQWDWLRQ LV IRXQG WR EH VWURQJO\ FRUUHODWHG WR HPSOR\HH�
HQJDJHPHQW DQG HPSOR\HH HQJDJHPHQW LV D VWURQJ SUHGLFWRU RI VHUYLFH�RULHQWDWLRQ��7KLV�



VWXG\�LQGLFDWHV�WKDW�,QGLDQ�VHUYLFH�RUJDQL]DWLRQV�QHHG�WR�IRFXV�RQ�HPSOR\HH�HQJDJHPHQW�
DV�PXFK�DV�WKH\�IRFXV�RQ�FXVWRPHUV�OHDGLQJ�WR�WKH�GLIIHUHQWLDO�DGYDQWDJH�WR�RUJDQL]DWLRQV�
%DUULQJ�WKHVH�VWXGLHV��WKHUH�LV�QRW�PXFK�OLWHUDWXUH�DYDLODEOH�RQ�KRZ�RUJDQL]DWLRQDO�VHUYLFH�
RULHQWDWLRQ� DIIHFWV� RUJDQL]DWLRQ� SHUIRUPDQFH� LQ� ,QGLDQ� LQGXVWULHV� %XW� WKH� DGYHQW� RI�
JOREDOL]DWLRQV�DQG�RSHQQHVV�RI� WKH� ,QGLDQ�HFRQRP\�KDV�FUHDWHG� WKH�VWDJH�IRU� WKH� ,QGLDQ�
ILUPV�WR�PDUN�LWV�SUHVHQFH�WR�WKH�ZRUOG��*LYHQ�WKLV�EDFNGURS��WKH�,QGLDQ�ILUPV�KDYH�EHHQ�
HYROYLQJ�RYHU�WLPH��WKH�SROLFLHV�RI�WKH�*RYHUQPHQW�LQ�HQFRXUDJLQJ�,QGLDQ�ILUPV�WKURXJK�
µ0DNH� LQ� ,QGLD¶� LQLWLDWLYHV� WR� EHFRPH� JOREDO� SOD\HUV�� 7KHVH� HYLGHQFHV� DUH� VXIILFLHQW� WR�
FRQFOXGH�WKDW�LQ�OLQHV�ZLWK�JOREDO�FRPSHWLWLRQ��WKH�,QGLDQ�ILUPV�PXVW�EH�VHUYLFH�RULHQWHG�
WR�HQMR\�D�VKDUH�LQ�JOREDO�PDUNHWV�WKURXJK�HQKDQFHG�EXVLQHVV�SHUIRUPDQFH�

��� &KDSWHU�6XPPDU\
7KLV�FKDSWHU WUDFHV�DQG�UHYLHZV�/LWHUDWXUH�DYDLODEOH�LQ�GHWDLO�ZLWK�UHJDUG�WR�WZR�LPSRUWDQW�
FRQFHSWV� FRYHUHG� LQ� WKLV� GLVVHUWDWLRQ� L�H�� ��2UJDQL]DWLRQDO 6HUYLFH� 2ULHQWDWLRQ� DQG� ���
2UJDQL]DWLRQDO 3HUIRUPDQFH�
6HUYLFH�RULHQWDWLRQ KDV�EHHQ�YLHZHG�IURP�D�ZLGH�DQJOHG�YLHZ�IURP�LQGLYLGXDO�HPSOR\HH�
VHUYLFH� RULHQWDWLRQ� WR D� VWUDWHJLF� UHVSRQVH� WR� PDUNHW� LQIRUPDWLRQ¶�� ,Q� WKH� FRQWH[W� RI�
PDQDJHPHQW LQIRUPDWLRQ� V\VWHPV� �0,6��� &KHUEDNRY� HO� DO�� ������� EURDGO\� GHILQHV� D�
VHUYLFH� RULHQWHG� HQWHUSULVH� DV� �DQ� HQWHUSULVH� DEOH� WR� GHDO� ZLWK� WKH� FKDOOHQJHV� RI� WKH�
HPHUJLQJ�EXVLQHVV�HQYLURQPHQW��
/\WOH�HW�DO� �������LGHQWLILHG�IRXU�0DMRU�FRPSRQHQWV�RI�VHUYLFH�RULHQWDWLRQ�DQG�GHYHORSHG�
D� VFDOH� 6(5925 WKLV� UHVHDUFK� KDV� XVHG� PRGLILHG� 6(5925� VFDOH� IRU� PHDVXULQJ�
RUJDQL]DWLRQDO�VHUYLFH�RULHQWDWLRQ��ZKLFK�LQFOXGHV�WHQ�GLPHQVLRQV�RI�6(5925��/\WOH�HW�
DO��������IUDPHZRUN�DQG�RQH�DGGLWLRQDO�GLPHQVLRQ�RI�0,6��
7UDGLWLRQDOO\�� RUJDQL]DWLRQV� PHDVXUHG� WKHLU� SHUIRUPDQFH� RQ� VKRUW�WHUP� ILQDQFLDO�
PHDVXUHV�� KRZHYHU� WKH� EDODQFHG� VFRUHFDUG� �%6&�� DSSURDFK� H[WHQGV� WKLV� WR� LQFOXGLQJ�
PHDVXUHV�RI�SHUIRUPDQFH�UHODWLQJ�WR�FXVWRPHU��LQWHUQDO�SURFHVVHV�DQG�OHDUQLQJ�DQG�JURZWK�
QHHGV�RI�WKHLU�SHRSOH��/DWVKDZ�DQG &KRL���������0DQ\�VWXGLHV�KDYH�UHYHDOHG�WKDW�KLJKHU�
XVH� RI� %6&� LV� DVVRFLDWHG� ZLWK� LPSURYHG� SHUIRUPDQFH�� $JDUZDO HW� DO� ������� GHILQHV�



SHUIRUPDQFH�DV�D� WZR�GLPHQVLRQDO�FRQVWUXFW��2EMHFWLYH�DQG�-XGJPHQWDO�� 7KLV�VWXG\�KDV�
FRQVLGHUHG� �� PHDVXUHV� RI SHUIRUPDQFH� LQ� WHUPV� RI� PDUNHWLQJ�� ILQDQFLDO�� FXVWRPHU�
VDWLVIDFWLRQ�DQG�LQQRYDWLRQ�
,W� LV� REVHUYHG� IURP� WKH� DYDLODEOH� OLWHUDWXUH� WKDW� PRVW� RI� WKH� UHVHDUFK VWXGLHV� RQ�
2UJDQL]DWLRQDO� 6HUYLFH�2ULHQWDWLRQ� DQG�KRZ� LW� DIIHFWV� RUJDQL]DWLRQDO� SHUIRUPDQFH� KDYH�
EHHQ� XQGHUWDNHQ� LQ� FRQWH[W� RI� 86�� (XURSH� DQG� IHZ� LQ� &KLQHVH� DQG .RUHDQ� 6HUYLFH�
LQGXVWULHV�� %DUULQJ� WKH� OLPLWHG� VWXGLHV�� WKHUH� LV� QRW� PXFK� OLWHUDWXUH� DYDLODEOH� RQ� KRZ�
RUJDQL]DWLRQDO�VHUYLFH�RULHQWDWLRQ�DIIHFWV�RUJDQL]DWLRQ�SHUIRUPDQFH�LQ�,QGLDQ�VHUYLFH�DQG�
0DQXIDFWXULQJ�ILUPV� %DVHG�RQ�DYDLODEOH�OLWHUDWXUH��UHVHDUFK�JDSV DQG�UHVHDUFK�REMHFWLYHV�
LQ�PLQG� � UHVHDUFK�TXHVWLRQV�KDYH�EHHQ�FRQVLGHUHG�IRU�VWXG\�LQ�WKLV�UHVHDUFK��DV�EURXJKW�
RXW�LQ�&KDSWHU��� &KDSWHU����FRYHUV�PHWKRGRORJ\�DQG�DQDO\WLFDO�WRROV�XVHG�LQ�WKLV�VWXG\�



&KDSWHU��
0HWKRGRORJ\

����,QWURGXFWLRQ
7KH� LPSRUWDQW� DVSHFW� RI� WKLV� VWXG\� LV� LWV� UHVHDUFK� GHVLJQ� DQG� HPSLULFDO� UHVHDUFK
PHWKRGRORJ\� 7KLV� FKDSWHU� FRYHUV� WKH� UHVHDUFK� GHVLJQ� DQG�� VDPSOLQJ PHWKRG�� GDWD�
FROOHFWLRQ��VFDOH�GHYHORSPHQW�SURFHVV�DQG�GDWD�DQDO\VLV�

��� 5HVHDUFK�'HVLJQ�2YHUYLHZ
)URP� WKH� SUHYLRXV VWXGLHV�� LW� LV� REVHUYHG� WKDW�PRVW� RI� WKH� UHVHDUFK� VWXGLHV� IRFXVHG� RQ�
RUJDQL]DWLRQDO� VHUYLFH� RULHQWDWLRQ� DQG� KRZ� LW� DIIHFWV� RUJDQL]DWLRQDO� SHUIRUPDQFH� LQ� WKH�
FRQWH[W�RI�86��(XURSH�DQG�IHZ�LQ�&KLQHVH�DQG .RUHDQ�6HUYLFH�LQGXVWULHV��)XUWKHU� PRVW�
RI� WKH�VWXGLHV�KDYH�XVHG�6(5925�VFDOH� WR�PHDVXUH�RUJDQL]DWLRQDO� VHUYLFH�RULHQWDWLRQ�
IRU�VHUYLFH�LQGXVWULHV�LQ�DERYH�FRXQWULHV��1RW�PXFK�UHVHDUFK�KDV�EHHQ�XQGHUWDNHQ�WR�WHVW�
WKH� DSSOLFDELOLW\� RI� 6(5925� VFDOH� WR� PDQXIDFWXULQJ� 2UJDQL]DWLRQV� RU� WR� GHYHORS�
GLIIHUHQW� DQG�RU�PRGLILHG� VFDOH� DSSOLFDEOH� WR�PDQXIDFWXULQJ� ILUPV��7KHVH� UHVHDUFK� JDSV�
LQGLFDWHG�WKH�QHHG�WR�XQGHUWDNH�UHVHDUFK�WR�EULGJH�WKHVH�JDSV�DQG�SURYLGH�D�UDWLRQDOH�IRU
WKLV�UHVHDUFK�
7KH�SUHVHQW�VWXG\�DLPV�WR�DQDO\]H�WKH�LPSDFW�RI�6HUYLFH�2ULHQWDWLRQ�LQ�WKH ,QGLDQ�FRQWH[W�
IRU�WKH�6HUYLFH�VHFWRU�DQG�DOVR�IRU�WKH�PDQXIDFWXULQJ�VHFWRU��7KLV�VWXG\�DOVR�DWWHPSWV�WR�
LGHQWLI\� WKH�GLPHQVLRQV�RI�RUJDQL]DWLRQ¶V�VHUYLFH�RULHQWDWLRQ�DQG� LWV� UHVXOWDQW� LPSDFW�RQ�
LWV�SHUIRUPDQFH�RQ�YDULRXV�SDUDPHWHUV��7KH�SUHVHQW�VWXG\�WKXV�DLPV� DW�ILUVW� GHYHORSLQJ�D�
PHDVXUH� IRU� VHUYLFH� RULHQWDWLRQ� RI� WKH� RUJDQL]DWLRQ� DQG� WKHQ� WKURXJK� HPSLULFDO� GDWD� LW�
ZRXOG�DWWHPSW�WR�GHYHORS�D�IUDPHZRUN�IRU PHDVXULQJ�WKH�LPSDFW�RI�VHUYLFH�RULHQWDWLRQ�RQ�
RUJDQL]DWLRQ¶V�SHUIRUPDQFH�RQ�GLIIHUHQW�SDUDPHWHUV �LQFOXGLQJ�RSHUDWLRQDO��ILQDQFLDO�DQG�
PDUNHWLQJ� SHUIRUPDQFH� SDUDPHWHUV��� 7KH� VWXG\� DOVR� DWWHPSWV� WR� H[DPLQH� WKH� LPSDFW� RI�



VHUYLFH� RULHQWDWLRQ� EDVHG� RQ� WKH� QDWXUH� RI� WKH� RUJDQL]DWLRQ� �L�H��� ZKHWKHU� LW� LV� D�
PDQXIDFWXULQJ�RU�VHUYLFH�EXVLQHVV�ILUP��DQG�LWV�LQIOXHQFH�RQ�EXVLQHVV�SHUIRUPDQFH�
7KH�VHUYLFH�RULHQWDWLRQ�PHDVXUHPHQW�VFDOH�IRU�WKLV�VWXG\�LV�EDVHG�RQ�PRGLILHG�YHUVLRQ�RI�
6(5925� VFDOH� E\� /\WOH� HW� DO� �������7KH� VFDOH� LV� UHDVRQDEO\� YDOLG� DQG� FRUUHODWHV�
VLJQLILFDQWO\� ZLWK� RUJDQL]DWLRQDO� SHUIRUPDQFH�� 7KH�PRGLILHG� VFDOH�� FDOOHG� L�6(5925�
VFDOH� FRQVLVWV� RI� ��� GLPHQVLRQV�� EHLQJ� PHDVXUHG� WKURXJK� ��� LWHPV�� %DVHG� RQ WKH
OLWHUDWXUH��D�VHSDUDWH���LWHP�VFDOH�KDV�EHHQ�XVHG�WR�PHDVXUH�RUJDQL]DWLRQDO�SHUIRUPDQFH��
%RWK� WKH� VFDOHV� IDUH�ZHOO� LQ� WHUPV�RI� UHOLDELOLW\� DQG�SUHGLFW�RUJDQL]DWLRQDO� SHUIRUPDQFH�
VLJQLILFDQWO\�
7KH� VWXG\� KDV� IROORZHG VQRZEDOO� VDPSOLQJ� DQG� TXRWD� VDPSOLQJ� PHWKRGV� WR� IXOILOO� LWV�
REMHFWLYHV�� 7KH� VQRZEDOO� VDPSOLQJ� WHFKQLTXH� LV� D� QRQ�SUREDELOLW\� VDPSOLQJ� WHFKQLTXH��
6LQFH�DQ�XQGHUVWDQGLQJ�RI�2UJDQL]DWLRQ�OHYHO�SROLFLHV��VWUDWHJLHV�OLNH�6HUYLFH�RULHQWDWLRQ�
DQG�3HUIRUPDQFH�RI�D�ILUP�LV�SUH�UHTXLVLWH�IRU�WKLV�VWXG\��UHVSRQGHQWV�DUH�H[SHFWHG�WR�EH�
PLGGOH� WR� VHQLRU�PDQDJHUV� DQG�&(2V�� ,Q� RUGHU� WR� UHGXFH� WKH� FRPPRQ�PHWKRG� ELDV� LQ�
KDYLQJ� VLQJOH� UHVSRQGHQWV�� VXUYH\V� DUH� FRQGXFWHG� RQ�PRUH� WKDQ� RQH�PDQDJHU� LQ� WKHVH�
ILUPV� �+RPEXUJ� DQG 6WRFN�� ������:HL� DQG /DX�� ������� 7KH� UHVSRQVHV� UHFHLYHG� ZHUH�
HQWHUHG� LQWR� D� VWDWLVWLFDO� VRIWZDUH� SURJUDP�� 6366� YHUVLRQ� �� WR� WHVW� WKH� UHODWLRQVKLS�
EHWZHHQ�WKH�GLIIHUHQW�VHWV�RI�YDULDEOHV�

��� 5HVHDUFK�4XHVWLRQV
%\ DQDO\]LQJ� SUHYLRXV� VWXGLHV DV� EURXJKW� RXW� LQ� OLWHUDWXUH� UHYLHZ� LQ� &KDSWHU� �� DQG�
FRQVLGHULQJ�UHVHDUFK�JDSV� IROORZLQJ�UHVHDUFK�TXHVWLRQV�DUH�IRUPXODWHG�IRU�WKLV�VWXG\�

�� ,V� WKHUH�DQ\�GLIIHUHQFH�EHWZHHQ� WKH� OHYHOV�RI�VHUYLFH�RULHQWDWLRQ�DFURVV� WKH� WKUHH�
VHW�RI� LQGXVWULHV�L�H��6HUYLFH��PDQXIDFWXULQJ� DQG�K\EULG��KDYLQJ�IHDWXUHV�RI�ERWK�
VHUYLFH�DQG PDQXIDFWXULQJ��ILUPV"

�� 'RHV� VHUYLFH�RULHQWDWLRQ�KDYH�DQ\� LPSDFW�RQ�RUJDQL]DWLRQDO�SHUIRUPDQFH� IRU� WKH�
6HUYLFH��PDQXIDFWXULQJ� DQG�K\EULG�VHFWRU�UHVSHFWLYHO\"



�� 'R�RUJDQL]DWLRQV�WKDW�SURYLGH�H[WHQGHG�VHUYLFHV�VXFK DV�VXSSRUWLQJ RI�WKH�FOLHQW¶V�
DFWLRQV��66&��LQ�WKH�VHUYLFH�VHFWRU��SHUIRUP�EHWWHU�WKDQ�WKRVH�ZKR�GR�QRW�SURYLGH�
VXFK�VHUYLFH"

�� 'R�RUJDQL]DWLRQV�WKDW SURYLGH�H[WHQGHG�VHUYLFHV�VXFK DV�VXSSRUWLQJ RI�WKH�FOLHQW¶V�
DFWLRQV��66&��DQG�VHUYLFHV�LQ�VXSSRUW�RI�WKH�SURGXFW��663��LQ�WKH�PDQXIDFWXULQJ�
VHFWRU�DQG�WKH�K\EULG�VHFWRU��SHUIRUP�EHWWHU� WKDQ�WKRVH�ZKR�GR�QRW�SURYLGH�VXFK�
VHUYLFHV"

�� +RZ� WKH�GLPHQVLRQV�FRPSRQHQWV�RI�RUJDQL]DWLRQDO� VHUYLFH�RULHQWDWLRQ� DIIHFW� WKH�
RUJDQL]DWLRQDO�SHUIRUPDQFH"

��� 6DPSOLQJ�0HWKRG
7KH� VDPSOHV� WR� EH� WHVWHG� ZHUH� WDNHQ� IURP� D� SRSXODWLRQ� RI� VHUYLFH� DQG� PDQXIDFWXULQJ�
FRPSDQLHV�ORFDWHG�LQ�,QGLD��7KH QDPHV RI�FRPSDQLHV�ZHUH�REWDLQHG�IURP�WKH�GLUHFWRU\�RI�
WKH� %RPED\� 6WRFN� ([FKDQJH WKH ,QWHUQHW� DOVR� SURYHG� KHOSIXO� LQ� LGHQWLI\LQJ� WKH�
SRSXODWLRQ�� � 6DPSOH� ZDV� VHOHFWHG� EDVHG� RQ� VQRZEDOO� VDPSOLQJ� DQG� TXRWD� VDPSOLQJ�
WHFKQLTXHV�

��� 'DWD�&ROOHFWLRQ�3URFHGXUH
7KH� VDPSOLQJ� IUDPH� FRQVLVWHG� RI� ����� VXEMHFWV�� 7KHVH� QDPHV� RI� FRPSDQLHV� ZHUH�
REWDLQHG� IURP WKH� GLUHFWRU\� RI� WKH� %RPED\� 6WRFN� ([FKDQJH� DQG� WKURXJK� VHFRQGDU\�
UHVHDUFKHV�RYHU�WKH�LQWHUQHW��7KH�VXUYH\�ZDV FRQGXFWHG�ZLWKRXW�XVLQJ�DQ\�VXUYH\�ZHEVLWH�
EXW�D�VXUYH\�TXHVWLRQQDLUH�DORQJ�ZLWK�FRYHU� OHWWHU�H[SODLQLQJ� WKH�QDWXUH�DQG�SXUSRVH�RI�
WKH� UHVHDUFK� VWXG\� �$SSHQGL[�%��ZHUH� VHQW� RXW� E\� H�PDLO� DQG� E\� FRXULHU�� RQ� UHFHLYLQJ�
FOHDU�YHUEDO�DVVXUDQFH�WR�WKDW�LQWHQW��7KH�IDFH�WR�IDFH�VXUYH\V�DUH�PRUH�HIIHFWLYH �:HL�DQG
/DX��������VLQFH SUREDELOLW\�RI�JHWWLQJ�PLVVLQJ�GDWD�LV�PXFK�ORZHU�LQ�VXFK�FDVHV��)RU WKDW�
DSSURDFKHG� &KLHI� RSHUDWLQJ� RIILFHU� �&(2V�� DQG� VHQLRU� OHYHO� PDQDJHUV� DIWHU� IL[LQJ� DQ�
DSSRLQWPHQW�DQG�ZHUH�UHTXHVWHG�WR�JHW�WKH�UHVSRQVHV�ILOOHG�IURP�WKHLU�VHQLRU�PDQDJHUV��$�
IROORZ�XS� OHWWHU�ZDV� VHQW� WR� WKH�PHPEHUV� RI� WKH� SODQQHG� VDPSOH� ZKR� GLG� QRW� UHVSRQG
ZLWKLQ� IRXU� ZHHNV� DIWHU� WKH� ILUVW� PDLOLQJ�� 7KHQ� DJDLQ� D� VHFRQG� IROORZ�XS� OHWWHU� DQG� D�



WHOHSKRQH�FDOO�ZDV PDGH�RQH�ZHHN�DIWHU�WKH�VHFRQG�PDLOLQJ��7RWDO���� VXEMHFWV�UHWXUQHG�
WKH� TXHVWLRQQDLUH�� 7KH� FRPSOHWHG� DQG� YDOLG� TXHVWLRQQDLUHV�ZHUH� HQWHUHG� LQWR� WKH� 6366�
GDWDEDVH�IRU�IXUWKHU�DQDO\VLV�

��� 5HVHDUFK�,QVWUXPHQW
$� ��� LWHPV� LQVWUXPHQW� ZDV� XVHG� WR� FRQGXFW� WKH� VXUYH\� EDVHG� RQ� PRGLILHG� YHUVLRQ� RI�
6(5925�VFDOH��7KH�6(5925�VFDOH�KDG�EHHQ�GHVLJQHG�DQG�XVHG� LQ�SULRU� VWXGLHV�E\�
RWKHU� UHVHDUFKHUV�� )XUWKHU� D� �� LWHP� VFDOH� ZDV� XVHG� WR� PHDVXUH� 2UJDQL]DWLRQDO�
3HUIRUPDQFH��%RWK�WKH�VFDOHV�XVHG�LQ�WKH�VWXG\�DUH���SRLQW�/LNHUW�VFDOHV��ZLWK�WKH�DQFKRUV�
EHLQJ�� SRRU�DQG�� �H[FHOOHQW��7KH�GDWD�ZDV� WKHQ� ORDGHG� LQWR� WKH�6366�GDWDEDVHV�DQG�
VDYHG�IRUIXUWKHU DQDO\VLV��
����� 6FDOH�'HYHORSPHQW�3URFHGXUH
9DULRXV�VFDOH�GHYHORSPHQW�PHWKRGRORJLHV�ZHUH�FRQVLGHUHG�OLNH�&KXUFKLOO���������'DYLG
DQG $QGHUVRQ� �������DQG�5RVVLWHU �������� �0HWKRGRORJ\�RI�&KXUFKLOO� ������� LV�ZLGHO\�
XVHG� WUDGLWLRQDO�PRGHO� IRU� GRLQJ� DSSOLHG� UHVHDUFK� DV� LW� VXJJHVWV �� VWHSV�ZLWK� RQH� WLPH�
FURVV�VHFWLRQDO�GDWD�DQG�LQGLFDWHV�ZKHWKHU�RQH�RU�PRUH�LVRODWHG�WUDLWV�DUH�EHLQJ�FDSWXUHG�
E\�WKH�PHDVXUHV�DV�ZHOO�DV�TXDOLW\�ZLWK�ZKLFK�WUDLWV�DUH�EHLQJ�DVVHVVHG��7KH�SUHFDXWLRQ�WR�
EH� NHSW� LQ�PLQG LV� WR� SODQ� GDWD� FROOHFWLRQ� DQG� DQDO\VLV�PRUH� FDUHIXOO\� WR� FRQWULEXWH� WR�
LPSURYHG� PDUNHWLQJ� PHDVXUHV�� � 'DYLG DQG $QGHUVRQ� ������� VXJJHVWHG� D� WZR�VWHS�
DSSURDFK��ZKHUHLQ�PHDVXUHPHQW�PRGHO� LV� GHYHORSHG� ILUVW� IURP� IXOO� VWUXFWXUDO� HTXDWLRQV�
PRGHO� WKDW� VLPXOWDQHRXVO\� PRGHOV� PHDVXUHPHQW� DQG� VWUXFWXUDO� UHODWLRQV�� +HQFH�� WKH�
DVVHVVPHQW�RI�XQL�GLPHQVLRQDOLW\�SURYLGHG�E\� D� FRQILUPDWRU\� IDFWRU� DQDO\VLV� UHSUHVHQWV�
EXW�D�ILUVW�VWHS�LQ� WKH�HVWDEOLVKPHQW�RI�PHDQLQJ�IRU� WKH�HVWLPDWHG�IDFWRUV��+RZHYHU�� WKLV�
PRGHO� LV� QRW� PXFK� XVHG� E\� UHVHDUFKHUV� GXH� WR� WHFKQLFDO UHDVRQV�� � 5RVVLWHU �������
GHYHORSHG�D�PHWKRGRORJ\�&�2$5�6(��ZKLFK�RIIHUV�D�WKHRUHWLFDO�DQG�SURFHGXUDO�VROXWLRQ�
WR� WKH�SUREOHP�RI�GHYHORSLQJ� VFDOH� WR�PHDVXUH�PDUNHWLQJ� FRQFHSWV��7KLV�PHWKRG�QHHGV�
RSHQ�HQGHG� LQWHUYLHZV� WR� FRQWULEXWH� WR� WKH� FRQFHSW� GHILQLWLRQ�� $� SDQHO� RI� VHYHUDO� RI�
H[SHUWV�PXVW� WKHQ� UDWLI\� WKH� REMHFW� DWWULEXWHV� DQG� UDWH� HQWLW\� FODVVLILFDWLRQV��.HHSLQJ� LQ�
YLHZ�WKHVH�UHTXLUHPHQWV RI�5RVVLWHU ������ DQG�FRQVLGHULQJ�WKDW�WKLV�VWXG\�LV�HPSLULFDO�LQ�
QDWXUH��&KXUFKLOO�������¶V�PRGHO�LV�IROORZHG�LQ�WKLV�UHVHDUFK�



$W�)LUVW�EDVHG�RQ�/LWHUDWXUH�DYDLODEOH��GLPHQVLRQV�RI�VHUYLFH�RULHQWDWLRQ�ZHUH�VKRUWOLVWHG�
DV� SHU� JXLGHOLQHV� GHYHORSHG� E\� &KXUFKLOO� �������� ���� LWHPV� ZHUH� GHULYHG� IURP� WKH�
OLWHUDWXUH�� (DFK� LWHP� ZDV� VHOHFWHG� IRU� LWV� DSSURSULDWHQHVV�� XQLTXHQHVV�� DQG� DELOLW\� WR�
FRQYH\� WR� LQIRUPDQWV� �&KXUFKLOO�� ������� � 7KH� LQYLWDWLRQ ZDV� H[WHQGHG� WR� WHQ� H[SHUWV��
FRYHULQJ� YDULRXV� PDQXIDFWXULQJ�� VHUYLFH� DQG� DFDGHPLF� ILHOGV�� +RZHYHU� ILYH� H[SHUWV�
ILQDOO\� SDUWLFLSDWHG�� � $� TXHVWLRQQDLUH� ZDV� GHYHORSHG� DQG� DGPLQLVWHUHG� WR� ILYH� H[SHUW�
MXGJHV�IRU�SXULILFDWLRQ�RI�VFDOH LWHPV��,QGXVWU\�EDFNJURXQG�RI�H[SHUWV�ZKR�SDUWLFLSDWHG�LV�
JLYHQ�LQ�7DEOH�EHORZ�
7DEOH����&RPSRVLWLRQ�RI�H[SHUW�JURXS

1R��RI�([SHUWV ,QGXVWU\
� &RDO�,QGLD�/LPLWHG� 3RZHU�VHFWRU
� +DOGLD�3HWURFKHPLFDOV�/WG��± 3HWURFKHPLFDOV
� 7&6�/WG��� ,7�DQG &RQVXOWLQJ
� ,&,&,�%DQN�� )LQDQFLDO�6HUYLFHV
� ,,0��&DOFXWWD�± $FDGHPLFV

:LWKLQ�WKH�TXHVWLRQQDLUH��WKH�FRQFHSW�RI�RUJDQL]DWLRQDO�VHUYLFH�RULHQWDWLRQ�ZDV�GHVFULEHG��
(DFK�GLPHQVLRQ�ZLWKLQ�WKH�GRPDLQ�ZDV�GHVFULEHG� DQG�HDFK�MXGJH�ZDV�DVNHG�WR�DJUHH�RU�
GLVDJUHH� ZLWK� KRZ� ZHOO� HDFK� LWHP� PHDVXUHG� WKH� FRQVWUXFW� XQGHU� FRQVLGHUDWLRQ� E\�
UHVSRQGLQJ�WR�D�ILYH�SRLQW�/LNHUW�W\SH�VFDOH� %DVHG�RQ�UHFRPPHQGDWLRQV�IURP WKH�H[SHUW�
JURXS� WKHVH� LWHPV� ZHUH� FDWHJRUL]HG� LQWR ��� GLPHQVLRQV� RI� 6HUYLFH� 2ULHQWDWLRQ�� ,W� ZDV�
REVHUYHG�WKDW����GLPHQVLRQV�ZHUH�VLPLODU�WR�WKDW�RI�6(5925�VFDOH�/\WOH�HW�DO� ��������
2QH�GLPHQVLRQ�ZDV�UHODWHG�WR�0DQDJHPHQW�,QIRUPDWLRQ�6\VWHP��0,6� �&KHUEDNRY�HO�DW��
������� 7KXV� DV� SHU� WKH� UHFRPPHQGDWLRQ� IURP H[SHUW� JURXS� LW� ZDV� VXJJHVWHG� WKDW� ���
LWHPV�WR�PHDVXUH����GLPHQVLRQV�DV�SHU�6(5925�VFDOH�VXJJHVWHG�E\�/\WOH�HW�DO� �������
DQG� DGGLWLRQDO� �� LWHPV� UHODWHG� WR� UHDO�WLPH� PDQDJHPHQW� LQIRUPDWLRQ� V\VWHP� PD\� � EH�
LQFOXGHG� LQ� WKH� VXUYH\� 4XHVWLRQQDLUH� WR� PHDVXUH� 2UJDQL]DWLRQDO� 6HUYLFH� 2ULHQWDWLRQ��
7KXV� VXUYH\� 4XHVWLRQQDLUH� LQFOXGHV� ��� LWHPV� WR� UHIOHFW� ��� 'LPHQVLRQV�� 7KLV� VFDOH��
KHQFHIRUWK��LV�WHUPHG�DV�L� 6(5925�VFDOH�



7KHVH�ILQDO����'LPHQVLRQV�RI�2UJDQL]DWLRQDO�6HUYLFH�2ULHQWDWLRQ�DUH�OLVWHG�EHORZ�
7DEOH����'LPHQVLRQV�DQG�LWHPV�RI�L�6(5925�VFDOH

6��1R� 'LPHQVLRQ 1R��RI�LWHPV�WR�PHDVXUH�WKH�'LPHQVLRQ
� &XVWRPHU�7UHDWPHQW �
� (PSOR\HH�(PSRZHUPHQW �
� 6HUYLFH�7HFKQRORJ\ �
� 6HUYLFH�)DLOXUH�3UHYHQWLRQ �
� 6HUYLFH�9LVLRQ �
� 6HUYLFH�6WDQGDUG�&RPPXQLFDWLRQ �
� 6HUYLFH�)DLOXUH�5HFRYHU\ �
� 6HUYLFH�5HZDUGV �
� 6HUYLFH�/HDGHUVKLS �
�� 6HUYLFH�7UDLQLQJ �
�� 5HDO�WLPH�0,6 �

2WKHU�WKDQ�L�6(5925�VFDOH��D�VHSDUDWH�VFDOH�ZDV�GHYHORSHG�WR�PHDVXUH�RUJDQL]DWLRQDO�
SHUIRUPDQFH��$ORQJ�ZLWK�WKH�SURFHVV�IROORZHG�IRU�GHYHORSPHQW�RI�L�6(5925�VFDOH�WR�
PHDVXUH� RUJDQL]DWLRQDO� 6HUYLFH� 2ULHQWDWLRQ�� WKH� LWHPV� RI� WKH� RUJDQL]DWLRQ� SHUIRUPDQFH�
VFDOH�ZHUH�ILUVW�LGHQWLILHG�EDVHG�RQ�DYDLODEOH�OLWHUDWXUH��7KHVH�SHUIRUPDQFH�PHDVXUHV�ZHUH
GHOLEHUDWHG�E\� DERYH�PHQWLRQHG� H[SHUW *URXS��&RQYHQWLRQDOO\�� RUJDQL]DWLRQV�PHDVXUHG�
WKHLU� SHUIRUPDQFH� RQ� VKRUW�WHUP� ILQDQFLDO� PHDVXUHV�� KRZHYHU� WKH� EDODQFHG� VFRUHFDUG�
�%6&��DSSURDFK�H[WHQGV�WKLV�WR�LQFOXGLQJ�PHDVXUHV�RI�SHUIRUPDQFH�UHODWLQJ�WR�FXVWRPHU��
LQWHUQDO� SURFHVVHV� DQG� OHDUQLQJ� DQG� JURZWK� QHHGV� RI� WKHLU� SHRSOH� �/DWVKDZ� DQG� &KRL��
�������3HUIRUPDQFH�DV�D�WZR�GLPHQVLRQDO�FRQVWUXFW��2EMHFWLYH�DQG�-XGJPHQWDO��$JDUZDO
HW�DO���������FDQ�EH�FRYHUHG�E\�PHDVXULQJ�SHUIRUPDQFH�LQ�WHUPV�RI�PDUNHWLQJ��ILQDQFLDO��
FXVWRPHU�VDWLVIDFWLRQ� DQG�LQQRYDWLRQ��%DVHG�RQ�WKH�UHFRPPHQGDWLRQV IURP H[SHUW JURXS�
ILYH�����LWHPV�ZHUH�LGHQWLILHG�WR�UHSUHVHQW�RYHUDOO�RUJDQL]DWLRQDO�SHUIRUPDQFH��7KH�VFDOH�



FDSWXUHV� SDUDPHWHUV� OLNH� PDUNHW� VKDUH� JURZWK� UDWH�� RYHUDOO� SHUIRUPDQFH�� FRVW�
FRPSHWLWLYHQHVV��FXVWRPHU�SHUFHSWLRQ��DQG�QHZ�SURGXFW�VHUYLFHV�LQQRYDWLYH�VROXWLRQV��DOO�
PHDVXULQJ� WKH� UDWLQJV� QXPEHUHG� �� WR� ��� ZLWK� �� EHLQJ� DWWULEXWHG� DV� ³SRRU´� DQG� �� DV�
³H[FHOOHQW´�� � )XUWKHU�� VLQFH� WKLV� UHVHDUFK� DLPV� WR� FRYHU� ZLGH� YDULHW\ DQG� W\SH� RI�
RUJDQL]DWLRQV�� PHDVXULQJ� DEVROXWH� SHUIRUPDQFH� SDUDPHWHUV� PD\� QRW� PDNH� DQ\� VHQVH��
7KHUHIRUH�WKH�TXHVWLRQV�ZHUH�DVNHG�LQ�VXUYH\�LQ�WHUPV�RI�SHUIRUPDQFH�LQ�ODVW�WKUHH�\HDUV�
ZLWK�UHVSHFW�WR�FRPSHWLWRUV��7KH�IROORZLQJ�TXHVWLRQV�ZHUH�DVNHG�LQ�RUGHU� WR�LQFRUSRUDWH�
WKH�RUJDQL]DWLRQ�SHUIRUPDQFH�VFDOH�
7DEOH����,WHPV�RI�2UJDQL]DWLRQ�3HUIRUPDQFH�VFDOH
6��1R ,WHPV
� 0DUNHW�6KDUH�*URZWK�5DWH�LQ�ODVW���\HDUV�RI�\RXU�FRPSDQ\�LQ�FRPSDULVRQ�WR�
� 2YHUDOO�3URILWDELOLW\�RI�\RXU�FRPSDQ\�YL]�D�YL]�FRPSHWLWRUV
� &RVW�&RPSHWLWLYHQHVV�RI�\RXU�SURGXFW��VHUYLFH�YL]�D�YL]�FRPSHWLWRUV
� &XVWRPHU� 3HUFHSWLRQ� RI� \RXU� SURGXFWV�� VHUYLFHV� LQ� PDUNHWSODFH YL]�D�YL]�
� 3HUIRUPDQFH� LQ� WHUPV� RI� 1HZ� 3URGXFWV�6HUYLFHV�� ,QQRYDWLYH� 6ROXWLRQV�

%RWK�WKH�VFDOHV�ZHUH�VXEMHFW�WR�SUH�WHVWLQJ�LQ�WKH�IRUP�RI�D�SLORW�VXUYH\��$QG�EDVHG�RQ�WKH�
UHVXOWV�RI�WKH�SLORW�VXUYH\��WKH�TXHVWLRQQDLUH�ZDV�PDUNHG�UHDG\�IRU�WKH�ILQDO�VXUYH\��%RWK�
WKH�VFDOHV�XVHG�LQ�WKH�VWXG\�DUH���SRLQW�/LNHUW�VFDOHV��ZLWK�� SRRU�DQG�� �H[FHOOHQW�
$GGLWLRQDO� LWHPV� ZHUH� DGGHG� LQ� VXUYH\� TXHVWLRQ� WR� VWXG\� WKH� DVVRFLDWLRQ� EHWZHHQ�
H[WHQGHG�VHUYLFHV�LQ�VXSSRUW�RI�WKH�FOLHQW¶V�DFWLRQV��66&��DQG�VHUYLFHV�LQ�VXSSRUW�RI�WKH�
SURGXFW� �663�DQG�RUJDQL]DWLRQDO� SHUIRUPDQFH�HVSHFLDOO\� IRU� WKH�PDQXIDFWXULQJ� ILUPV LQ�
,QGLDQ�FRQWH[W��DV�VXJJHVWHG�E\�$QWLFR�HW�DO ������� /LVW�RI�VHUYLFHV�VXSSRUWLQJ�SURGXFWV�
�663�������DQG�VHUYLFHV�VXSSRUWLQJ�FOLHQWV
�DFWLRQV��66&������DUH�JLYHQ�EHORZ�



7DEOH�����/LVW�RI�6HUYLFHV
6HUYLFHV�6XSSRUWLQJ�3URGXFWV��663� 6HUYLFHV�6XSSRUWLQJ�&OLHQWV
�$FWLRQV��66&�
3URGXFW�GRFXPHQWDWLRQ�3URGXFW )LQDQFLQJ�VHUYLFHV
7UDQVSRUWDWLRQ�GHOLYHU\�3URGXFW 0DQDJHPHQW�RI�VSDUH�SDUWV
,QVWDOODWLRQ�+HOSGHVN�FDOO�FHQWHU 3URFHVV�RULHQWHG� WUDLQLQJ� �TXDOLW\�GULYHQ�

LQFOXGLQJ�WHFKQRORJ\�
3URGXFW�LQVSHFWLRQ�GLDJQRVLV�3URGXFW %XVLQHVV�RULHQWHG� WUDLQLQJ� �ILQDQFLDOO\�

GULYHQ�PDQDJHPHQW�WUDLQLQJ�
5HSDLU�VSDUH�SDUWV�3URGXFW�XSJUDGHV 3URFHVV�RULHQWHG� FRQVXOWLQJ� �TXDOLW\�GULYHQ�

LQFOXGLQJ�WHFKQRORJ\�
3URGXFW�UHIXUELVKLQJ�3URGXFW %XVLQHVV�RULHQWHG� FRQVXOWLQJ� �ILQDQFLDOO\�

GULYHQ�PDQDJHPHQW�FRQVXOWLQJ�
5HF\FOLQJ�PDFKLQH�EURNHULQJ 0DQDJLQJ�WKH�PDLQWHQDQFH�IXQFWLRQ

3UHYHQWLYH�PDLQWHQDQFH�&RQGLWLRQ )XOO\� PDQDJLQJ� SURGXFW�UHODWHG� RSHUDWLRQV�
�FRPSOHWH�RXWVRXUFLQJ�DQG�RZQHUVKLS�RI�SURGXFW�
E\�YHQGRU�

0RQLWRULQJ�3URFHVV�RULHQWHG
(QJLQHHULQJ� �WHVWLQJ�� RSWLPL]LQJ� DQG�
VLPXODWLQJ�
7KH�ILQDO�VXUYH\�LQVWUXPHQW�XVHG�LV�HQFORVHG�LQ�$SSHQGL[�%��7KH�UHOLDELOLW\�FRQVWUXFW�ZDV�
FDUULHG� RXW� VHSDUDWHO\� IRU� WKH� VHUYLFH� VHFWRU�� WKH� PDQXIDFWXULQJ� VHFWRU� DQG� WKH� K\EULG�
VHFWRU��7KH�UHOLDELOLW\�DQDO\VLV�UHYHDOHG�WKDW�DOO�WKH�LWHPV�RI�WKH�VFDOH�KDYH�FRQYHUJHG�ZLWK�
WKH�UHVSHFWLYH�FRQVWUXFWV�VDWLVIDFWRULO\�DQG�ZLWK�D�KLJK�GHJUHH�RI�DFFXUDF\�



����� 0HDVXUHV�RI�5HOLDELOLW\�DQG�9DOLGLW\
$� SUHWHVW� H[SHUW JURXS� ZDV� FKRVHQ� WR� H[DPLQH� WKH� RULJLQDO� DQG�PRGLILHG� VXUYH\�� 7KH�
SDUWLFLSDQWV
� FRPPHQWV� IURP� WKH� TXHVWLRQQDLUH� ZHUH� XVHG� WR� GHWHUPLQH� ZKHWKHU�
REVHUYDEOH� PRGLILFDWLRQV� KDG� D� UHOHYDQW� LPSDFW� RQ� HDFK� RI� WKH� LWHPV� LQ� WKH� VXUYH\�
LQVWUXPHQW�� 7KH� H[SHUW JURXS� FRPSOHWHG� WKH� TXHVWLRQQDLUH� DQG� SURYLGHG� IHHGEDFN�
UHJDUGLQJ� DQ\� GLIILFXOWLHV�� DPELJXLWLHV�� RU� DGGLWLRQDO� SUREOHPV� WKH\� H[SHULHQFHG�� 7KH�
IHHGEDFN�ZDV�WDNHQ�LQWR�FRQVLGHUDWLRQ� DQG�WKH�LQVWUXPHQW�ZDV�PRGLILHG�DFFRUGLQJO\��$�
&URQEDFK� $OSKD� ZDV� FRPSXWHG� DIWHU� WKH� FRPSOHWLRQ� RI� WKH� GDWD� FROOHFWLRQ� SURFHVV��
&URQEDFK
V�DOSKD�FDQ�UDQJH�IURP�����WR�����DQG�VKRZV�WKH�UHOLDELOLW\�RI�VFDOH�LWHPV��$Q�
DOSKD�FRHIILFLHQW�FORVH�WR�����LQGLFDWHV�WKDW�WKH�LWHPV�DUH�PHDVXULQJ�VLPLODU�GLPHQVLRQV�RI�
D�FRQVWUXFW��1XQQDOO\�DQG�%HUVWHLQ �������VXJJHVWHG�WKDW�D�&URQEDFK
V�DOSKD�FRHIILFLHQW�
JUHDWHU�WKDQ�����LV�UHDVRQDEO\�UHOLDEOH��+RZHYHU��EDVHG�RQ�&KXUFKLOO¶V�UHFRPPHQGDWLRQV��
D�PLQLPXP� VFRUH� RI� �����ZDV� HVWDEOLVKHG� WR� HOLPLQDWH� WKRVH� LWHPV� WKDW� GR� QRW� VKDUH� D�
FRPPRQ�FRUH�DPRQJ�WKH�VHW�
����� &RQWHQW�9DOLGLW\�
7KH�SUHYLRXV�VHFWLRQ�GHVFULEHG�WKH�VWHSV��ZKLFK�VKRXOG�EH�IROORZHG�WR�SURGXFH�D�UHOLDEOH�
DQG�YDOLG�PHDVXUH��9DOLGLW\�UHIHUV�WR�KRZ�HIIHFWLYH�WKH�LQVWUXPHQW�ZDV�LQ�PHDVXULQJ�ZKDW�
LW�ZDV�VXSSRVHG�WR�PHDVXUH�
7R� UHVROYH� WKLV� LVVXH� DQG� HVWDEOLVK� WKH� YDOLGLW\� RI� WKH� LQVWUXPHQW�� WKH� PHDVXUH� ZDV�
VXEPLWWHG�WR�D���PHPEHU�SDQHO��7KH�PHPEHUV�RI�WKLV�JURXS�ZHUH�UHTXHVWHG WR�FRPPHQW�
RQ�WKH�FODULW\�RI�WKH�LWHPV�DQG�WKHLU�UHOHYDQFH�WR�WKH�LQGXVWU\�RI�,QWHUQHW�DQG�DSSOLFDWLRQ�
VHUYLFH� SURYLGHUV� DQG�ZHE�KRVWLQJ� VHUYLFHV��&KDQJHV�ZHUH�PDGH� WR� WKH�ZRUGLQJ� RI WKH�
LWHPV� DQG� VRPH� H[SODQDWLRQV� ZHUH� DGGHG� WR� KHOS� FODULI\� WKH� FRQVWUXFWV� EDVHG� RQ� WKHLU�
FRPPHQWV�DQG�VXJJHVWLRQV�
)RU�HYHU\�FDWHJRU\��WKH�SDQHO�RI�H[SHUWV�ZDV�WKHQ�DVNHG�IROORZLQJ�ILYH�TXHVWLRQV�

�� +RZ�GRHV�WKH�VHW�RI�TXHVWLRQV�XQGHU�WKLV�FDWHJRU\�PHDVXUH�WKH�GLPHQVLRQ�WKDW�LV�
LQWHQGHG�WR�PHDVXUH"

�� 'RHV�WKLV�VHW�RI�TXHVWLRQV�FDSWXUH�WKH�GRPDLQ�RI�WKH�VWDWHG�GLPHQVLRQ"



�� :RXOG� \RX� UHFRPPHQG� FKDQJHV� WR� WKH� ZRUGLQJ� VR� WKDW� LW� ZRXOG� LPSURYH� WKH�
FODULW\�RI�WKH�TXHVWLRQ"

�� :RXOG� \RX� GHOHWH� DQ\� RI� WKH� TXHVWLRQV� IRU� ODFN� RI� FODULW\� RU� UHOHYDQFH� WR� WKH�
GRPDLQ�RI�WKH�GLPHQVLRQ�VWDWHG"�DQG�

�� :RXOG� \RX� DGG� QHZ� TXHVWLRQV� WKDW� ZRXOG� FDSWXUH� WKH� GRPDLQ� RI� WKH� FRQVWUXFW�
EHLQJ�WHVWHG"

7KH�UHVXOWV RI�WKLV�H[HUFLVH DSSHDU LQ�$SSHQGL[ $��$IWHU�DQDO\VLV�DQG�FRQVLGHUDWLRQ�RI�WKH�
FRPPHQWV�� ZKLFK� UHVXOWHG� IURP� WKH� IDFH� DQG� FRQWHQW� YDOLGLW\� DVVHVVPHQW�� WKH� SURSHU�
PRGLILFDWLRQV�ZHUH�PDGH�WR�WKH�VHWV�RI�TXHVWLRQV��7KH�SURFHVV�UHVXOWHG�LQ�D�TXHVWLRQQDLUH�
ZLWK� D� WRWDO� RI� ��� LWHPV� PHDQW� WR� PHDVXUH� VHUYLFH� RULHQWDWLRQ� DQG� �� LWHPV� PHDQW� WR�
PHDVXUH�RUJDQL]DWLRQDO�SHUIRUPDQFH��7KH�UHVXOWLQJ�TXHVWLRQQDLUH�DSSHDUV�LQ $SSHQGL[�%�
������5HVSRQVH�5DWH�
�����TXHVWLRQQDLUHV�ZHUH�GLVSDWFKHG RQ�OLQH�DQG�RII�OLQH� WR�PHGLXP�DQG�ODUJH�LQGXVWULHV��
7KH� TXHVWLRQQDLUHV� FRYHUHG� WKH� VHUYLFH� VHFWRU�� PDQXIDFWXULQJ� VHFWRU� UHSUHVHQWLQJ� ERWK�
SULYDWH� DQG� SXEOLF� VHFWRU� XQGHUWDNLQJV�� 2QO\� ���� YDOLG� UHVSRQVHV� ZHUH� UHFHLYHG� WR�
SURFHHG�ZLWK�WKH�VWXG\� 7KH�UHVSRQVH�UDWH�IRU�ZKLFK�ZDV�FDOFXODWHG�WR�EH�DURXQG�����

��� 'DWD�$QDO\VLV�0HWKRGV
7KH� ILQDO� IDFWRUV� ZHUH� REWDLQHG� DIWHU� WKH� LWHPV� ZHUH DFFHSWHG� WKRURXJK UHYLVLRQ� DQG�
UHFRPPHQGDWLRQ�IURP�WKH�H[SHUW�JURXS��
7KH�VWXG\�KDV�EHHQ�GHVLJQHG�WR� ILQG�WKH�LPSDFW�RI�VHUYLFH�RULHQWDWLRQ�RQ�RUJDQL]DWLRQDO�
SHUIRUPDQFH� LQ� WKH� FRQWH[W� RI� WKH� ,QGLDQ�(FRQRP\�� ,QGHSHQGHQW� VDPSOH� W� WHVWLQJ��2QH�
ZD\�$129$��FRUUHODWLRQ�DQG�UHJUHVVLRQ�IUDPHZRUNV�KDYH�EHHQ�HPSOR\HG LQ�WKH�VWXG\��
7KH�6WDWLVWLFDO�3DFNDJH�IRU�6RFLDO�6HFWRU��6366��YHUVLRQ����DQG�06�H[FHO KDV�EHHQ�XVHG�
WR�DQDO\]H�WKH�JLYHQ�GDWD��$QDO\VLV�RI�9DULDQFH�DQG�0XOWLSOH�5HJUHVVLRQ�$QDO\VLV�ZHUH�
FRQGXFWHG�WR�WHVW�WKH�UHVHDUFK�TXHVWLRQV��2QH�ZD\�$129$�ZDV�FRQGXFWHG�WR�GHWHUPLQH�
WKH� GLIIHUHQFH� LQ� VHUYLFH� RULHQWDWLRQ� DFURVV� WKH� VHUYLFH� LQGXVWU\�� WKH� PDQXIDFWXULQJ�
LQGXVWU\� DQG� WKH� ³K\EULG´� LQGXVWU\�� ,W DVVXPHV� WKH� QXOO� 5HVHDUFK� TXHVWLRQV� WKDW� WKH�



YDULDQFH� �RU�YDULDWLRQ��RI� VHUYLFH�RULHQWDWLRQ�VFRUHV�DFURVV� WKH� WKUHH�JURXS�RI� LQGXVWULHV�
DUH� VDPH��7KH�DQDO\VLV�RI�YDULDELOLW\�ZLWKLQ� WKH� LQGLYLGXDO�JURXS�DQG�YDULDELOLW\� DPRQJ�
WKH� JURXS� UHYHDO WKDW� WKHUH� LV� QRW� PXFK� GLIIHUHQFH� EHWZHHQ� VHUYLFH� RULHQWDWLRQ� VFRUHV�
EHWZHHQ� JURXSV� �VHUYLFH�� PDQXIDFWXULQJ� DQG� K\EULG��� EXW� WKHUH� H[LVWV� VLJQLILFDQW�
YDULDELOLW\�ZLWKLQ�WKH�JURXSV�LWVHOI��7KLV�UHVXOW�JLYHV�XV�D�FOHDU�LGHD�RI�WKH�DSSOLFDELOLW\�RI�
L�6(5925�VFDOH�DFURVV�WKH�WKUHH�VHWV�RI�LQGXVWULHV�LQ�WKH�,QGLDQ�FRQWH[W��7KH�LQGXVWULHV�
FRYHUHG�LQ�WKH�TXHVWLRQQDLUH�VXUYH\�ZHUH�FODVVLILHG�LQWR�WZR�JURXSV��SXEOLF�DQG�SULYDWH��
IRU�WKH�VHUYLFH LQGXVWU\�DQG�WKH�PDQXIDFWXULQJ�LQGXVWU\�UHVSHFWLYHO\��)XUWKHU��WKH�VHUYLFH�
LQGXVWU\�ZDV�DOVR�FDWHJRUL]HG�LQWR VL[�PDMRU�JURXSV�QDPHO\�KHDOWKFDUH�VHUYLFHV��ORJLVWLFV�
DQG�H�FRPPHUFH�VHUYLFHV��ILQDQFLDO�VHUYLFHV�DQG�LQVXUDQFH��,7�VHUYLFHV��WHOHFRP�VHUYLFHV�
DQG� RWKHU� VHUYLFHV� �FRPSULVLQJ� RI� HGXFDWLRQ� VHUYLFHV�� FRQVWUXFWLRQ� VHUYLFHV�� IRRG�
SURFHVVLQJ� VHUYLFHV��� $Q� LQGHSHQGHQW� VDPSOH� W� WHVW� KDV� EHHQ� SHUIRUPHG� WR� FKHFN� WKH�
ZLWKLQ� JURXS�YDULDWLRQ� RI� WKH� L�6(5925� VFRUHV� LQ� WKH� VHUYLFH� LQGXVWU\�� )XUWKHU�� RQH�
ZD\� $129$� KDV� EHHQ� XVHG� WR� XQGHUVWDQG� WKH� GLIIHUHQFH� EHWZHHQ� OHYHOV� RI� VHUYLFH�
RULHQWDWLRQ� DFURVV� WKH� VL[� VXEJURXSV �KHDOWK� FDUH VHUYLFHV�� ORJLVWLFV� DQG� H�FRPPHUFH�
VHUYLFHV�� ILQDQFLDO� VHUYLFHV� DQG� LQVXUDQFH�� ,7� VHUYLFHV�� WHOHFRP� VHUYLFHV� DQG� RWKHU�
VHUYLFHV��� $OLNH� WKH� VHUYLFH� VHFWRU�� WKH� LQGXVWULHV� LQ� WKH� PDQXIDFWXULQJ� VHFWRU� ZHUH�
FODVVLILHG� LQWR� WZR� JURXSV�� SXEOLF� DQG� SULYDWH� DQG� DQ� LQGHSHQGHQW� VDPSOH� W� WHVW� ZDV�
SHUIRUPHG�WR�FKHFN�IRU�DQ\�GLIIHUHQFH�EHWZHHQ�WKH�WZR�JURXSV��7KHVH�VWHSV�DUH�FRQFHUQHG�
ZLWK�5HVHDUFK�4XHVWLRQV ��
7KH� QH[W� VWHS RI� WKH� DQDO\VLV� DLPHG� DW� DQDO\VLQJ� WKH� FDXVDO� DVVRFLDWLRQ� RI� VHUYLFH�
RULHQWDWLRQ� ZLWK� WKH� SHUIRUPDQFH� RI� WKH� RUJDQL]DWLRQ�� )RU� WKLV� SXUSRVH�� PXOWLSOH�
UHJUHVVLRQ� IUDPHZRUNV ZHUH XVHG� WR� UHJUHVV� WKH� SHUIRUPDQFH� SDUDPHWHU� RQ� WKH� ���
GLPHQVLRQV�RI�WKH�PRGLILHG�6(5925�VFDOH��7KH�VWXG\�UHYHDOHG�VRPH�VWULNLQJ�UHVXOWV��LQ�
WKH� VHQVH� WKDW� TXDOLW\� DVVRFLDWLRQ� �5� VTXDUH � ������ LQ� WKH� VHUYLFH LQGXVWU\�� ZDV� IRXQG
EHWZHHQ�WKH�H[SODLQHG�YDULDEOH�DQG�WKH�H[SODQDWRU\�YDULDEOH�LQ�WKH�VHUYLFH�LQGXVWU\��LQ�WKH�
,QGLDQ FRQWH[W�� )RU� WKH� PDQXIDFWXULQJ� RUJDQL]DWLRQV�� WKH� DVVRFLDWLRQ� VWUHQJWKHQHG�
PDUJLQDOO\� �5� VTXDUH�  � ������� WKH� DVVRFLDWLRQ ZDV� PD[LPXP� IRU� WKH� LQGXVWULHV� LQ� WKH�
³K\EULG´�VHJPHQW��5�VTXDUH��������



��� )LQDO�6WXG\�3RSXODWLRQ�DQG�6DPSOLQJ�3URILOH
6LQFH�DQ�XQGHUVWDQGLQJ�RI�2UJDQL]DWLRQ�OHYHO�SROLFLHV��VWUDWHJLHV�OLNH�6HUYLFH�2ULHQWDWLRQ
DQG�3HUIRUPDQFH�RI�D�ILUP�LV�SUH�UHTXLVLWH�IRU�WKLV�VWXG\��WKH�UHVSRQGHQWV�DUH�H[SHFWHG�WR�
EH�PLGGOH� WR� VHQLRU�PDQDJHUV� DQG� LQ� VRPH� LQVWDQFHV� WKH�&(2V��7KH�SRSXODWLRQ� IRU� WKH�
ILQDO�VWXG\�ZDV�VHOHFWHG�PDLQO\�IURP�WKH�OLVWHG�FRPSDQLHV�DW�WKH�%RPED\�6WRFN�([FKDQJH�
RI�,QGLD�DQG�PHGLXP�ILUPV�KDYLQJ�LQYHVWPHQW�DERYH����&URUH�UXSHHV���IURP�D�GLUHFWRU\
RI�060(V��0LFUR��VPDOO��0HGLXP�(QWHUSULVHV��*RYHUQPHQW�RI� ,QGLD�������� ,Q�RUGHU�WR
UHGXFH�WKH�FRPPRQ�PHWKRG�ELDV�LQ�KDYLQJ�VLQJOH�UHVSRQGHQWV��ZH�FRQGXFWHG�VXUYH\V�RQ�
PRUH� WKDQ� RQH� PDQDJHU� LQ� WKHVH� ILUPV� �+RPEXUJ� DQG 6WRFN�� ������ :HL� DQG /DX��
������)URP�D�JHRJUDSKLFDO�SHUVSHFWLYH��WKLV�UHVHDUFK�KDV�QRW�OLPLWHG WKH�VWXG\�WR�DQ\�FLW\�
RU� UHJLRQ�� $OO� EXVLQHVV� ILUPV� LQ� ,QGLD� KDYH VWUXFWXUH� DQG IXQFWLRQV� OLNH� RSHUDWLRQV��
PDQXIDFWXULQJ��PDUNHWLQJ�DQG�)LQDQFH�DUH�HOLJLEOH�IRU�VHOHFWLRQ�LQ�WKLV�VWXG\��

��� 'DWD�&ROOHFWLRQ
7KLV� VWXG\�KDV� UHVRUWHG� WR� VQRZEDOO� VDPSOLQJ�DQG�TXRWD�VDPSOLQJ�PHWKRGV� WR� IXOILOO� LWV�
REMHFWLYHV�� 7KH� VQRZEDOO� VDPSOLQJ� WHFKQLTXH� LV� D� QRQ�SUREDELOLW\� VDPSOLQJ� WHFKQLTXH��
+HUH�WKH�VDPSOH�JURXS�LV�VDLG�WR�JURZ�OLNH�D�UROOLQJ�VQRZEDOO��7KLV�VDPSOLQJ�WHFKQLTXH�LV�
KHOSIXO� LQ� KLGGHQ� SRSXODWLRQV� ZKLFK� DUH� GLIILFXOW� WR� DFFHVV�� ,Q� RUGHU� WR FRYHU� D�
FRQVLGHUDEOH�DPRXQW�RI�KHWHURJHQHLW\��WKH�VSHFLILF�TXRWDV�ZHUH�FUHDWHG�WR�HQFRPSDVV�DV�
PXFK� YDULDELOLW\� DV� SRVVLEOH� LQ� WKH� VDPSOH�� )LUVW� WKH� TXRWD� VDPSOLQJ�� D� SRSXODWLRQ� LV�
GLYLGHG� LQWR�PXWXDOO\� H[FOXVLYH� VXE�JURXSV�� WKH� VHFRQG� VWHS�PDNHV� WKH� WHFKQLTXH� QRQ�
SUREDELOLW\� VDPSOLQJ�� 7KH� FRPELQDWLRQ� RI� WKHVH� WZR� PHWKRGV� RI� VDPSOLQJ� WXUQHG� RXW�
IUXLWIXO�WR�VHUYH�WKH�SXUSRVH�RI�WKH�VWXG\��

7KH� GDWD� FROOHFWLRQ� PHWKRG� LQYROYHG� WKH� VXEPLVVLRQ� RI� WKH� ILUVW� HPDLO�� UHTXHVWLQJ� WKH�
VXEMHFW¶V�SDUWLFLSDWLRQ�LQ�WKH�VXUYH\� ,W�LQYROYHG�WKH�FRPSOLDQFH RI�WKH�VHFRQG�H�PDLO�ZLWK�
D� GHFODUDWLRQ WKDW� ZRXOG� OLQN� VXEMHFW� WR� WKH� TXHVWLRQQDLUH
V ZHE�VLWH�� $V� WKH� IROORZLQJ
SURFHGXUH��D�WHOHSKRQH�FDOO�ZDV�PDGH�WR�HDFK�RQH�RI�WKH�QRQ�UHVSRQGHQWV��6XEVHTXHQWO\�



WKH�DQRWKHU WHOHSKRQH�FDOO�ZDV�PDGH�WR�QRQ�UHVSRQGHQWV��ZLWKLQ�D�ZHHN�RI�KDYLQJ�PDGH�
WKH�ILUVW�FDOO��7KLV SURFHGXUH�GHVFULEHG�GLG�QRW�LQFUHDVH�UHVSRQVHV�

���� 3RSXODWLRQ�'HPRJUDSKLFV
7KH�WDEOHV�EHORZ�JLYH�D�EULHI�RXWOLQH�RI�WKH�SRSXODWLRQ�GHPRJUDSKLFV�
7DEOH����6XUYH\ UHVSRQVHV

6XUYH\V�VHQW 5HVSRQVHV UHFHLYHG
���� ���

2XW�RI�����UHVSRQVHV UHFHLYHG� ����YDOLG�DFFHSWDEOH�UHVSRQVHV�ZHUH�XVHG�LQ�WKH�VWXG\�

7DEOH����3URILOH�RI�WKH�5HVSRQGHQW�)LUPV
1R�RI�UHVSRQVHV

)LUPV 6HUYLFH�)LUPV 0DQXIDFWXULQJ )LUPV� +\EULG�)LUPV�
3XEOLF�VHFWRU �� �� ��
3ULYDWH�VHFWRU ��� ��� ��
7RWDO ��� ��� ��
)LUPV�KDYLQJ�PDMRULW\�UHYHQXHV�IURP�VHUYLFH
��)LUPV�KDYLQJ�PDMRULW\�UHYHQXHV�IURP�PDQXIDFWXULQJ��
��)LUPV�KDYLQJ�UHYHQXHV�IURP�ERWK�VHUYLFHV�DQG PDQXIDFWXULQJ

7KH� WDEOH� FOHDUO\� VXJJHVWV� WKDW� D� ODUJH� QXPEHU� RI� UHVSRQVHV� ZHUH� IURP� WKH� SULYDWH�
HQWHUSULVHV��ZKHUHDV� WKH� UHVSRQVHV� IURP� WKH� SXEOLF� VHFWRU� HQWHUSULVHV� KDYH� EHHQ� ORZ� DV�
FRPSDUHG� WR� WKH� IRUPHU�� +RZHYHU�� WKH� UHVSRQVH� RI� SXEOLF� VHFWRU� HQWHUSULVHV� KDV� EHHQ�
KLJKHVW� LQ� WKH�FDVH�RI�PDQXIDFWXULQJ� ILUPV��ZKLFK� LV� IROORZHG�E\� WKH�VHUYLFH� ILUPV� DQG�
WKHQ�WKH�K\EULG�ILUPV��



7DEOH����%UHDN�XS�RI�UHVSRQGHQWV�LQ�6HUYLFH�)LUPV
6HFWRUV 1R�RI�UHVSRQVHV
+HDOWKFDUH ��
/RJLVWLFV�DQG (�FRPPHUFH ��
)LQDQFLDO�6HUYLFHV�DQG ,QVXUDQFH ��
,7 ��
7HOHFRP ��
2WKHUV ��
7RWDO ���

� &RQVLVWLQJ� RI� HGXFDWLRQ VHUYLFHV�� IRRG� SURFHVVLQJ� VHUYLFHV�� PDUNHWLQJ� VHUYLFHV� DQG�
SRZHU�XWLOLWLHV�
,Q� WKH�VHUYLFH� VHFWRU�� WKH�PD[LPXP�QXPEHU�RI� UHVSRQVHV�ZHUH� UHFRUGHG� IURP� WKH� ILUPV�
SURYLGLQJ� )LQDQFLDO� 6HUYLFHV� DQG ,QVXUDQFH�� ZKLFK� ZDV� IROORZHG� E\� WKH� ,7� VHUYLFH�
SURYLGHUV�� DQG� WKHQ� E\� WKH� +HDOWKFDUH� VHUYLFH� SURYLGHUV�� 7KH� JURXS� FRPSULVLQJ� RI�
³2WKHUV´�KDV�QRW�EHHQ�VHJUHJDWHG�IXUWKHU�GXH�WR�ODFN�RI�VLJQLILFDQW�QR�RI�UHVSRQVHV��

���� 5HOLDELOLW\�$QDO\VLV
$V� LQGLFDWHG� SUHYLRXVO\�� D� WHVW� RI� WKH� UHOLDELOLW\� RI� WKH� LQVWUXPHQW�ZRXOG� EH� SHUIRUPHG�
XSRQ�FRPSOHWLRQ�RI�WKH�GDWD�FROOHFWLRQ�SURFHVV��$�&URQEDFK�$OSKD�ZDV�UXQ�RQ�WKH�WRWDO�
VXUYH\� LQVWUXPHQW��$�UHOLDEOH� LQVWUXPHQW�VKRXOG�KDYH�DQ�5�YDOXH�DERYH� WKH����� OHYHO�DV�
LQGLFDWHG� E\� &KXUFKLOO� �������� 7KH� FORVHU� WR� ���� WKH� VFRUH� JHWV�� WKH� PRUH� UHOLDEOH� WKH�
LQVWUXPHQW� LV�� +RZHYHU�� EDVHG� RQ� &KXUFKLOO¶V� UHFRPPHQGDWLRQV�� D� PLQLPXP� VFRUH� RI�
�����ZDV�FRQVLGHUHG WR�HOLPLQDWH�WKRVH�LWHPV�WKDW�GR�QRW�VKDUH�D�FRPPRQ�FRUH�DPRQJ�WKH�
VHW��([FHUSWV�RI� UHOLDELOLW\�PHDVXUH� IURP� WKH�SLORW� VXUYH\�DUH�SURYLGHG�EHORZ�ZKLOH� WKH�
GHWDLOHG�&URQEDFK�$OSKD�VFRUHV�IRU�WKH�����REVHUYDWLRQV�DSSHDU LQ�&KDSWHU���



7DEOH����5HOLDELOLW\�VWDWLVWLFV�3LORW�VXUYH\
1R��RI�LWHPV &URQEDFK
V�$OSKD 1R��RI�REVHUYDWLRQV

L�6(5925�VFDOH �� ���� ��
3HUIRUPDQFH�VFDOH � ���� ��

�����&KDSWHU�6XPPDU\
7KLV�FKDSWHU�SUHVHQWHG�UHVHDUFK�RYHUYLHZ RI WKH�VWXG\�DQG�GHVFULEHG�WKH�PHWKRGV�XVHG�WR�
SHUIRUP�WKH�DQDO\VLV��7KH�VHUYLFH�RULHQWDWLRQ�PHDVXUHPHQW�VFDOH�IRU�WKLV�VWXG\�LV�EDVHG�RQ�
PRGLILHG�YHUVLRQ�RI�ZLGHO\�DFFHSWHG 6(5925�VFDOH�E\�/\WOH�HW�DO� �������7KH�VFDOH�LV�
UHDVRQDEO\� YDOLG� DQG� FRUUHODWHV VLJQLILFDQWO\� ZLWK� RUJDQL]DWLRQDO� SHUIRUPDQFH�� 7KH�
PRGLILHG VFDOH�� FDOOHG� L�6(5925� VFDOH� FRQVLVWV RI� ��� GLPHQVLRQV�� EHLQJ� PHDVXUHG�
WKURXJK ���LWHPV��%DVHG�RQ�OLWHUDWXUH��D VHSDUDWH���LWHP�VFDOH�KDV EHHQ�XVHG WR�PHDVXUH�
RUJDQL]DWLRQDO�SHUIRUPDQFH��%RWK� WKH�VFDOHV� IDUH�ZHOO� LQ� WHUPV�RI� UHOLDELOLW\�DQG�SUHGLFW�
RUJDQL]DWLRQDO�SHUIRUPDQFH�VLJQLILFDQWO\�
�����TXHVWLRQQDLUHV�GLVSDWFKHG�DQG�DIWHU�H[FOXGLQJ�ZLWK�D�QHDU�FRQVWDQW�OHYHO�RI�VWDQGDUG�
GHYLDWLRQ������YDOLG�UHVSRQVHV�ZHUH�FRQVLGHUHG�WR�SURFHHG�ZLWK�WKH�VWXG\��7KH�UHOLDELOLW\�
PHDVXUHV� ZHUH� FRPSXWHG� DQG� DQDO\VLV� RI� 9DULDQFH� DQG� 0XOWLSOH� 5HJUHVVLRQ� $QDO\VLV�
ZHUH� FRQGXFWHG� WR� WHVW� WKH� UHVHDUFK� TXHVWLRQV�� 2QH�ZD\� $129$� ZDV� FRQGXFWHG� WR�
GHWHUPLQH� WKH� GLIIHUHQFH� LQ� VHUYLFH� RULHQWDWLRQ� DFURVV� WKH� VHUYLFH� LQGXVWU\� WKH�
PDQXIDFWXULQJ�LQGXVWU\�DQG�WKH�K\EULG LQGXVWU\��
)RU� DQDO\VLQJ� WKH� FDXVDO� DVVRFLDWLRQ� RI� VHUYLFH� RULHQWDWLRQ�ZLWK� WKH� SHUIRUPDQFH� RI� WKH�
RUJDQL]DWLRQ PXOWLSOH� UHJUHVVLRQ� IUDPHZRUN� ZDV� XVHG� WR� UHJUHVV� WKH� SHUIRUPDQFH�
SDUDPHWHU�RQ� WKH����GLPHQVLRQV�RI L�6(5925�VFDOH��7KH� UHVXOWV�DQG� ILQGLQJV ZLOO�EH�
SUHVHQWHG�LQ�&KDSWHU���



&KDSWHU��
5HVXOWV

����,QWURGXFWLRQ
7KH�SUHYLRXV�FKDSWHU�RXWOLQHG�WKH�WKHRUHWLFDO�IUDPHZRUN��UHVHDUFK�GHVLJQ��PHWKRGRORJ\��
DQG� UHVHDUFK�TXHVWLRQV�HPSOR\HG� LQ� LPSOHPHQWLQJ� WKLV� VWXG\��7KH�PDLQ�SXUSRVH�RI� WKLV�
FKDSWHU�LV�WR�GLVFXVV�WKH�VWDWLVWLFDO�ILQGLQJV�RI�WKLV�VWXG\�E\�SURYLGLQJ�DQ�DQDO\VLV�RI�WKH�
GDWD� DQG� UHVXOWV� RI� WKH� DQDO\VLV�� 7KH� ILUVW� VHFWLRQ� SURYLGHV� D� GHVFULSWLRQ� RI� WKH� VDPSOH�
XVHG� LQ� WKH� VWXG\� DQG�GHVFULEHV� WKH� SURFHVV� RI� VHJUHJDWLRQ� RI� GDWD��7KH� VHFRQG� VHFWLRQ�
GHVFULEHV�WKH�UHOLDELOLW\�PHDVXUHV�RI� WKH�VXUYH\�LQVWUXPHQWV� &URQEDFK¶V�DOSKD�KDV�EHHQ�
XVHG� IRU� WKH� SXUSRVH� RI� WKH� VWXG\�� 7KH� GHVFULSWLYH� VWDWLVWLFV� LQFOXGLQJ� WKH� PHDQ� DQG�
VWDQGDUG� GHYLDWLRQ� DUH� FRYHUHG LQ� WKH� WKLUG� VHFWLRQ�� )LQDOO\ WKH� UHVXOWV� RI� UHVHDUFK�
TXHVWLRQV� WHVWV� DUH� GHVFULEHG� LQ� GHWDLO� $QDO\VLV� RI� 9DULDQFH� DQG� 0XOWLSOH� 5HJUHVVLRQ�
$QDO\VLV�DUH FRQGXFWHG�WR�WHVW�WKH�UHVHDUFK�TXHVWLRQV��2QH�ZD\�$129$�LV FRQGXFWHG�WR�
GHWHUPLQH�WKH�GLIIHUHQFH�LQ�VHUYLFH�RULHQWDWLRQ�DFURVV GLIIHUHQW�W\SHV�RI�LQGXVWULHV�

����'HVFULSWLRQ�RI�VDPSOH
:LGH� YDULHW\� RI� ILUPV� LQFOXGLQJ� $XWRPRELOH�� %DQN� DQG )LQDQFLDO� VHUYLFHV�� &HPHQW��
&HUDPLFV�DQG $EUDVLYHV��&KHPLFDOV��(OHFWULFDO� DQG (OHFWURQLFV��+HDY\�(QJLQHHULQJ�DQG
(TXLSPHQW�� ,QGXVWULDO� &RQVWUXFWLRQ�� ,7� DQG 6RIWZDUH�� 0HWDOV� DQG 6WHHO�� 3HWUROHXP��
3HWURFKHP� DQG 3ODVWLFV� DQG� RWKHU� VHUYLFHV� HWF�� DUH� FRYHUHG� WKURXJK� WKH� TXHVWLRQQDLUH�
VXUYH\�� $URXQG� ����� TXHVWLRQQDLUHV� GLVSDWFKHG� WR� PHGLXP� DQG� ODUJH� LQGXVWULHV�� 7KH�
TXHVWLRQQDLUHV�ZHUH�UDQGRPL]HG DORQJ�WKH�FURVV�VHFWLRQDO�XQLW�RI�LQGXVWULHV�RYHU�VSDFH�WR�
FDSWXUH� WKH� UHDO� VFHQDULR��7KH�TXHVWLRQQDLUHV� FRYHUHG� WKH� VHUYLFH� VHFWRU��PDQXIDFWXULQJ�
VHFWRU DQG�WKH�ERWK�IURP�WKH�SULYDWH�DQG�SXEOLF�VHFWRU�XQGHUWDNLQJV��7KH�UHVSRQVHV�ZHUH�
H[DPLQHG�DQG�WKRVH�ZLWK�D�QHDU�FRQVWDQW�OHYHO�RI�VWDQGDUG�GHYLDWLRQ�ZHUH�H[FOXGHG�VR�DV�
WR� HQJXOI� FKXQN� RI� WKH� YDULDWLRQ� RI� WKH� RUJDQL]DWLRQV�� 7KXV ���� YDOLG� UHVSRQVHV ZHUH�
FRQVLGHUHG WR�SURFHHG�ZLWK�WKH�VWXG\��



����5HOLDELOLW\�RI�6XUYH\�,QVWUXPHQWV
$�UHOLDELOLW\�DQDO\VLV�ZDV�SHUIRUPHG�WR�LQYHVWLJDWH�WKH�LQWHUQDO�FRQVLVWHQF\�RI�WKH�VXUYH\�
LQVWUXPHQWV�XVHG�LQ�WKLV�VWXG\��&URQEDFK
V�DOSKD�FRHIILFLHQWV�ZHUH�FDOFXODWHG�WR�H[DPLQH�
WKH� UHOLDELOLW\� RI� WKH� VFDOHV�� &URQEDFK
V� DOSKD� FDQ� UDQJH� IURP� ���� WR� ���� DQG� VKRZ� WKH�
LQWHUQDO� FRQVLVWHQF\� EHWZHHQ� LWHPV� ZLWKLQ� D� VFDOH�� $Q� DOSKD� FRHIILFLHQW� FORVH� WR� ����
LQGLFDWHV� WKDW� WKH� LWHPV� DUH� PHDVXULQJ� VLPLODU� GLPHQVLRQV� RI� D� FRQVWUXFW�� 1RUPDOO\��
&URQEDFK
V� DOSKD� FRHIILFLHQW� JUHDWHU� WKDQ� ���� LV� UHDVRQDEO\� UHOLDEOH�� KRZHYHU�� DQ� DOSKD�
FRHIILFLHQW� IRU�D�VFDOH�ZLWK� OHVV� WKDQ�VL[� LWHPV�FDQ�EH�PXFK�VPDOOHU� �����RU�KLJKHU��DQG�
VWLOO�EH�DFFHSWDEOH �1XQQDOO\�DQG�%HUVWHLQ���������7KHUHIRUH��D�&URQEDFK
V�DOSKD�DURXQG�
����ZDV�FRQVLGHUHG�WR�EH�DFFHSWDEOH�IRU� WKLV VWXG\��7KH�WDEOHV�EHORZ�UHYHDO WKH�OHYHO�RI�
UHOLDELOLW\� IRU� WKH� VHUYLFH� VHFWRU�� WKH� PDQXIDFWXULQJ� VHFWRU� DQG� WKH� ³K\EULG´� JURXS� RI�
LQGXVWULHV�ZKLFK�H[KLELW�FKDUDFWHULVWLFV�RI�PDQXIDFWXULQJ�DQG�VHUYLFH�
7DEOH�����5HOLDELOLW\�RI�6XUYH\�,QVWUXPHQWV�LQ�6HUYLFH�,QGXVWU\
6HUYLFH�,QGXVWU\
,QVWUXPHQW )DFWRU

1R�RI�
,WHPV

&URQEDFK¶V�
$OSKD

6HUYLFH�
2ULHQWDWLRQ

&XVWRPHU�7UHDWPHQW � ����
(PSOR\HH�(PSRZHUPHQW � ����
6HUYLFH�7HFKQRORJ\ � ����
6HUYLFH�)DLOXUH�3UHYHQWLRQ � ����
6HUYLFH�9LVLRQ � ����
6HUYLFH�6WDQGDUG�&RPPXQLFDWLRQ � ����
6HUYLFH�)DLOXUH�5HFRYHU\ � ����
6HUYLFH�5HZDUGV � ����
0DQDJHPHQW�,QIRUPDWLRQ�6\VWHP � ����
6HUYLFH�/HDGHUVKLS � ����
6HUYLFH�7UDLQLQJ � ����

0RGLILHG�
6(5925�6FDOH �� ����
2UJDQL]DWLRQ�
3HUIRUPDQFH � ����



7DEOH�����5HOLDELOLW\�RI�6XUYH\�,QVWUXPHQWV�LQ�0DQXIDFWXULQJ�,QGXVWULHV
0DQXIDFWXULQJ�,QGXVWU\
,QVWUXPHQW )DFWRU

1R�RI�
,WHPV

&URQEDFK¶V��
$OSKD

6HUYLFH�2ULHQWDWLRQ

&XVWRPHU�7UHDWPHQW � ����
(PSOR\HH�(PSRZHUPHQW � ����
6HUYLFH�7HFKQRORJ\ � ����
6HUYLFH�)DLOXUH�3UHYHQWLRQ � ����
6HUYLFH�9LVLRQ � ����
6HUYLFH� 6WDQGDUG�
&RPPXQLFDWLRQ � ����
6HUYLFH�)DLOXUH�5HFRYHU\ � ����
6HUYLFH�5HZDUGV � ����
0DQDJHPHQW� ,QIRUPDWLRQ�
6\VWHP � ����
6HUYLFH�/HDGHUVKLS � ����
6HUYLFH�7UDLQLQJ � ����

0RGLILHG�
6(5925�6FDOH �� ����
2UJDQL]DWLRQ�
3HUIRUPDQFH � ����



7DEOH�����5HOLDELOLW\�RI�6XUYH\�,QVWUXPHQWV�LQ�³K\EULG´�,QGXVWULHV
³+\EULG´�,QGXVWU\
,QVWUXPHQW )DFWRU

1R�RI�
,WHPV

&URQEDFK¶V��
$OSKD

6HUYLFH�2ULHQWDWLRQ

&XVWRPHU�7UHDWPHQW � ����
(PSOR\HH�(PSRZHUPHQW � ����
6HUYLFH�7HFKQRORJ\ � ����
6HUYLFH�)DLOXUH�3UHYHQWLRQ � ����
6HUYLFH�9LVLRQ � ����
6HUYLFH� 6WDQGDUG�
&RPPXQLFDWLRQ � ����
6HUYLFH�)DLOXUH�5HFRYHU\ � ����
6HUYLFH�5HZDUGV � ����
0DQDJHPHQW� ,QIRUPDWLRQ�
6\VWHP � ����
6HUYLFH�/HDGHUVKLS � ����
6HUYLFH�7UDLQLQJ � ����

L� 6(5925�6FDOH �� ����
2UJDQL]DWLRQDO
3HUIRUPDQFH � ����

����'HVFULSWLYH�6WDWLVWLFV�RI�9DULDEOHV
'HVFULSWLYH� VWDWLVWLFV� ZHUH� FDOFXODWHG� WR� VKRZ� WKH� PHDQ� DQG� VWDQGDUG� GHYLDWLRQ� RI� WKH�
YDULDEOHV�PHDVXUHG�LQ�WKLV�VWXG\��$OO�WKH�VFDOHV�ZHUH�ILYH�SRLQW�/LNHUW�VFDOHV��� �VWURQJO\�
GLVDJUHH�DQG�� �VWURQJO\�DJUHH���7KH�PHDQ�VFRUH�RI�VHUYLFH�RULHQWDWLRQ��0HDQ �������ZDV�
KLJKHVW�IRU�WKH�VHUYLFH�VHFWRU��IROORZHG�E\�³K\EULG´�DQG�WKHQ�E\�WKH�PDQXIDFWXULQJ�VHFWRU��
7KH�VFRUH�RI�RUJDQL]DWLRQDO�SHUIRUPDQFH�ZDV�KLJKHVW�LQ�WKH�³K\EULG´�VHFWRU��0HDQ ������
IROORZHG�E\� WKH�PDQXIDFWXULQJ� VHFWRU� DQG� WKHQ�E\� WKH� VHUYLFH� VHFWRU��7KH� WDEOHV�EHORZ�
JLYH�D�EULHI�GHSLFWLRQ�RI�WKH�PHDQ�VFRUHV�DQG�WKH�VWDQGDUG�GHYLDWLRQV�DVVRFLDWHG�ZLWK�HDFK�
FRPSRQHQW�



7DEOH�����'HVFULSWLYH�6WDWLVWLFV�RI�9DULDEOHV�IRU�6HUYLFH�,QGXVWU\
6HUYLFH�,QGXVWU\
,QVWUXPHQW )DFWRU 0HDQ

6WG��
'HY�

6HUYLFH�2ULHQWDWLRQ

&XVWRPHU�7UHDWPHQW ���� ����
(PSOR\HH�(PSRZHUPHQW ���� ����
6HUYLFH�7HFKQRORJ\ ���� ����
6HUYLFH�)DLOXUH�3UHYHQWLRQ ���� ����
6HUYLFH�9LVLRQ ���� ����
6HUYLFH�6WDQGDUG�&RPPXQLFDWLRQ ���� ����
6HUYLFH�)DLOXUH�5HFRYHU\ ���� ����
6HUYLFH�5HZDUGV ���� ����
0DQDJHPHQW�,QIRUPDWLRQ�6\VWHP ���� ����
6HUYLFH�/HDGHUVKLS ���� ����
6HUYLFH�7UDLQLQJ ���� ����

2YHUDOO�6FDOH ���� ����
2UJDQL]DWLRQDO 3HUIRUPDQFH ���� ����

7DEOH�����'HVFULSWLYH�6WDWLVWLFV�RI�9DULDEOHV�IRU�0DQXIDFWXULQJ�,QGXVWU\
0DQXIDFWXULQJ�,QGXVWU\
,QVWUXPHQW )DFWRU 0HDQ

6WG��
'HY�

6HUYLFH�2ULHQWDWLRQ

&XVWRPHU�7UHDWPHQW ���� ����
(PSOR\HH�(PSRZHUPHQW ���� ����
6HUYLFH�7HFKQRORJ\ ���� ����
6HUYLFH�)DLOXUH�3UHYHQWLRQ ���� ����
6HUYLFH�9LVLRQ ���� ����
6HUYLFH� 6WDQGDUG�
&RPPXQLFDWLRQ ���� ����
6HUYLFH�)DLOXUH�5HFRYHU\ ���� ����
6HUYLFH�5HZDUGV ���� ����
0DQDJHPHQW� ,QIRUPDWLRQ�
6\VWHP ���� ����
6HUYLFH�/HDGHUVKLS ���� ����
6HUYLFH�7UDLQLQJ ���� ����

2YHUDOO�6FDOH ���� ����
2UJDQL]DWLRQDO 3HUIRUPDQFH ���� ����



7DEOH�����'HVFULSWLYH�6WDWLVWLFV�RI�9DULDEOHV�IRU�K\EULG�,QGXVWU\
+\EULG ,QGXVWU\
,QVWUXPHQW )DFWRU 0HDQ

6WG��
'HY�

6HUYLFH�2ULHQWDWLRQ

&XVWRPHU�7UHDWPHQW ���� ����
(PSOR\HH�(PSRZHUPHQW ���� ����
6HUYLFH�7HFKQRORJ\ ���� ����
6HUYLFH�)DLOXUH�3UHYHQWLRQ ���� ����
6HUYLFH�9LVLRQ ���� ����
6HUYLFH�6WDQGDUG�&RPPXQLFDWLRQ ���� ����
6HUYLFH�)DLOXUH�5HFRYHU\ ���� ����
6HUYLFH�5HZDUGV ���� ����
0DQDJHPHQW�,QIRUPDWLRQ�6\VWHP ���� ����
6HUYLFH�/HDGHUVKLS ���� ����
6HUYLFH�7UDLQLQJ ���� ����

2YHUDOO�6FDOH ���� ����
2UJDQL]DWLRQDO 3HUIRUPDQFH ���� ����

$�FRPSDULVRQ�EHWZHHQ� WKH����GLPHQVLRQV�RI� L�6(5925�� WKH�VHUYLFH�RULHQWDWLRQ�VFRUH�
DQG��RUJDQL]DWLRQ�SHUIRUPDQFH�VFRUH�IRU�WKH�WKUHH�LQGXVWULDO�VHJPHQWV�KDYH�EHHQ�FDUULHG�
RXW��7KH�IROORZLQJ�VHFWLRQ�EULHIV DERXW�WKH�SHUIRUPDQFH�RI�WKH�GLIIHUHQW�FRPSRQHQWV�RI�L�
6(5925�DQG�WKH�RUJDQL]DWLRQ�SHUIRUPDQFH�VFDOH��)LJXUHV�DUH�VKRZQ�LQ�DSSHQGL[ &��

x ,Q� WKH� GLPHQVLRQ� RI� ³FXVWRPHU� WUHDWPHQW´�� VHUYLFH� VHFWRU� OHDGV �0HDQ�  �����
IROORZHG� E\� WKH� ³K\EULG´� VHFWRU �0HDQ ����� DQG� WKHQ� E\�
³PDQXIDFWXULQJ´�0HDQ ������� 7KH� LPSRUWDQFH� DQG� HPSKDVLV� RI� FXVWRPHU�
WUHDWPHQW�LQ�VHUYLFH�LQGXVWU\�KDV�KLJKOLJKWHG�LWV�LPSRUWDQFH�LQ�LQGXVWULHV�

x $YHUDJH�VFRUH�RI�WKH�GLPHQVLRQ�³HPSOR\HH�HPSRZHUPHQW´�LQ�³K\EULG´�LQGXVWU\�LV�
WKH� KLJKHVW �0HDQ ����� IROORZHG� E\� ³VHUYLFH´ �0HDQ ����� DQG� WKHQ� E\�
³PDQXIDFWXULQJ´ �PHDQ �������,QGLDQ�PDQXIDFWXULQJ�LQGXVWU\�VHHPV�WR�EH�ODFNLQJ�
LQ� WKLV� GLPHQVLRQ�� WKH� UHDVRQ� WR� ZKLFK� FDQ� EH� WUDFHG� WR� WKH� IDFW� WKDW� ,QGLDQ�
PDQXIDFWXULQJ�LQGXVWU\�LV�PDWXULQJ�ZLWK�UHVSHFW�WR�JOREDO�LQGXVWULHV�



x 6HUYLFH�WHFKQRORJ\�KDV�D�VLJQLILFDQW�LPSDFW�LQ�WKH�VHUYLFH�VHFWRU �PHDQ ����� DQG�
K\EULG VHFWRU �0HDQ� �������7KH�UHDVRQV�EHLQJ�REYLRXV�WKDW�,QGLDQ�6HUYLFH�VHFWRU�
EHLQJ�QRZ�WHFKQRORJ\�GULYHQ��D�VLJQLILFDQW�ZHLJKWDJH�LV�SODFHG�LQ�WKLV�DVSHFW��7KH�
K\EULG VHFWRU� ZKLFK� LV� DQ� DPDOJDP� RI� VHUYLFH� DQG�PDQXIDFWXULQJ� DOVR� H[KLELWV�
KLJK�VFRUHV�IRU�VHUYLFH�WHFKQRORJ\�ZLWK�REYLRXV�LPSOLFDWLRQV�WR�WKDW�RI�WKH�VHUYLFH�
VHFWRU��

x 6HUYLFH� IDLOXUH� SUHYHQWLRQ� VFDOHG� LWV� KLJKHVW� ILJXUHV� IRU� WKH� VHUYLFH� VHFWRU
�0HDQ �������ZKLFK�LV�QRW�VXUSULVLQJ�LQ�WKH�VHQVH�WKDW�TXDOLW\�HPSKDVLV�LV�SODFHG�
LQ� WKLV� DVSHFW� IRU� WKH� VHUYLFH� VHFWRU�� � &RPSHWLWLYH� HGJH� RI� DQ\� EXVLQHVV� LV�
KDPSHUHG� LI� WKHUH DUH� IUHTXHQW� IDLOXUH� DQG� RYHUUXQ� RI� GHDGOLQHV�� ZKLFK� IXUWKHU�
DFFHOHUDWHV�FRVWV��7KH�,QGLDQ VHUYLFH�VHFWRU�VHHPV�WR�EH�DZDUH�RI�WKLV�IDFW��DQG�LV�
YHU\�NHHQ�LQ�PDLQWDLQLQJ WKLV�HGJH��

x )LJXUHV� IRU� VHUYLFH� YLVLRQ� UHFRUGHG� D� KLJK� �ZLWK 0HDQ ����� IRU� WKH� VHUYLFH�
VHFWRU�� IROORZHG�E\� WKH�K\EULG VHFWRU�DQG� WKHQ�E\� WKH�PDQXIDFWXULQJ�VHFWRU��7KH�
UHVXOWV�DUH�TXLWH�QDWXUDO�EHFDXVH�KDYLQJ�YLVLRQ��WR�EH�SUHFLVH��SODQQLQJ�DQG�KDYLQJ�
DQ� LGHD�RI� WKH�IXWXUH�SHUVSHFWLYHV�DQG�VFHQDULR� LV�D�SLYRWDOO\� LPSRUWDQW�� WKXV� WKH�
GLPHQVLRQ� KDV� QR� GRXEW� KLJKHU� YDOXHV� IRU� WKH� VHUYLFH� VHFWRU�� IROORZHG� E\� WKH�
K\EULG VHFWRU�

x 6HUYLFH� VWDQGDUG� FRPPXQLFDWLRQ� LV� D� YHU\� LPSRUWDQW� GLPHQVLRQ� RI� VHUYLFH�
RULHQWDWLRQ�� 7KH� VHUYLFH� VHFWRU� KDV� TXLWH� D� KLJK� VFRUH� LQ VHUYLFH� VWDQGDUG�
FRPPXQLFDWLRQ �0HDQ �������ZKLOH�WKDW�RI�WKH�PDQXIDFWXULQJ�DQG�K\EULG VHFWRUV�
DUH�DW�SDU�ZLWK�HDFK�RWKHU��7KH�LPSRUWDQFH�RI�WKLV�GLPHQVLRQ�FDQ�EH�FOHDUO\�VHHQ�
E\�WKH�IDFW�WKDW��VXFFHVV�RI�EXVLQHVV�LV�SRVVLEOH�DV�DQ�RXWFRPH�RI�VHUYLFH�VWDQGDUG�
FRPPXQLFDWLRQ��HVSHFLDOO\�LQ�VHUYLFH�VHFWRU�

x 7KH�SUREDELOLW\�RI�IDLOXUH�KDXQWV�HYHU\�LQGXVWULDO�VHJPHQW��WKH�UHVXOW FOHDUO\�VKRZ
WKDW� WKH� VFRUH IRU� VHUYLFH� IDLOXUH� UHFRYHU\� DUH� KLJKHVW� IRU� WKH� VHUYLFH� VHFWRU
�0HDQ ������� IROORZHG� E\� WKH� PDQXIDFWXULQJ� VHFWRU�� DQG� WKHQ� E\� WKH� K\EULG
VHFWRU�



x 6HUYLFH� UHZDUGV� DUH� QRWKLQJ� EXW� LQFHQWLYHV� ZKLFK� DUH� QHFHVVDU\� WR� ERRVW�
SURGXFWLYLW\�� ,W� LV� QRW� VXUSULVLQJ� WKDW� WKH� YDOXH� RI� VHUYLFH� UHZDUGV� KDYH� KLJKHVW
ILJXUHV�IRU�WKH�VHUYLFH�VHFWRU��0HDQ ������

x 8VH� RI� UHDO� WLPH� LQIRUPDWLRQ� LQ� PRGHUQ� FRPSHWLWLYH� EXVLQHVV� KDV� EHHQ� JLYHQ�
LPSRUWDQFH RYHU�WKH�\HDUV��&XW�WKURDW�FRPSHWLWLRQ�DQG�WKH�HYHU�H[SDQGLQJ�VDWLHW\�
WR� FDSWXUH�PDUNHWV� KDV� SXVKHG� LQ� LQFUHDVHG� UROH� RI� LQIRUPDWLRQ� WHFKQRORJ\� DQG�
HQKDQFHG� WKH� UROH�RI� UHDO� WLPH� LQIRUPDWLRQ��7KH� ,QGLDQ� VHUYLFH� VHFWRU� HQMR\V� DQ�
HGJH�LQ�WKH�ZRUOG�PDUNHW��UHDVRQV�WR�ZKLFK�FDQ�EH�DWWULEXWHG�WR�WKH�LQFUHDVHG�XVH�
DQG�DFFHVVLELOLW\�RI� UHDO� WLPH� LQIRUPDWLRQ��7KH�PDQXIDFWXULQJ� VHFWRU� LV� FDWFKLQJ�
XS LQ�WKLV�GLPHQVLRQ��DV�WKUXVW�LV�EHLQJ�JLYHQ LQ�WKLV�VHFWRU�UHFHQWO\�

x 6HUYLFH� OHDGHUVKLS� LV YHU\� LPSRUWDQW� IRU�D�KHDGVWURQJ�RUJDQL]DWLRQ��(YHQ�RQ WKLV�
GLPHQVLRQ��WKH�VHUYLFH�VHFWRU�OHDGV �0HDQ� �������IROORZHG�E\�WKH�PDQXIDFWXULQJ�
VHFWRU�ZKLFK�LV�FORVHO\�IROORZHG�E\�WKH�K\EULG VHFWRU�

x 7UDLQLQJ�IRUPV�DQ�LPSRUWDQW�SDUW�LQ�VHUYLFH�GHOLYHU\��LW�LV�WKURXJK�OHDUQLQJ�WKDW�DQ�
LQGLYLGXDO� OHDUQV�DQG� LPSOHPHQWV� WKH� LGHDV� LQ� UHDOLW\�� ,Q� WDQGHP�ZLWK� WKHRUHWLFDO�
ORJLF�� WKLV�GLPHQVLRQ� LV KLJKHVW� IRU� WKH�VHUYLFH� VHFWRU �0HDQ ������� IROORZHG�E\�
WKH�K\EULG VHFWRU��DQG�WKHQ�E\�WKH�PDQXIDFWXULQJ�VHFWRU �0HDQ� ������

x 7KH�RYHUDOO�VFRUH�RI�VHUYLFH�RULHQWDWLRQ�DV�PHDVXUHG�E\�L�6(5925�VFDOH�VKRZV�
WKDW�WKH�VHUYLFH�LQGXVWU\�LV�PRUH�VHUYLFH�RULHQWHG �0HDQ ��������ZKLFK�LV�IROORZHG�
E\� WKH� K\EULG LQGXVWU\ �0HDQ � ������� IXUWKHU� IROORZHG� E\� WKH� PDQXIDFWXULQJ�
LQGXVWU\ �0HDQ �������

x 7KH�GDWD�IRU�RUJDQL]DWLRQ SHUIRUPDQFH�UHYHDOV�WKDW WKH�K\EULG VHFWRU�KDV�EHHQ�WKH�
EHVW� SHUIRUPLQJ� VHFWRU �0HDQ � ������� ZKLFK� LV� IROORZHG� E\� WKH� VHUYLFH� VHFWRU
�0HDQ �������� DQG� WKHQ� E\� WKH�PDQXIDFWXULQJ� VHFWRU �0HDQ ��������7KH� UHVXOWV�
FDQ�EH�H[SODLQHG�E\�WKH�IDFW�WKDW�WKH�K\EULG VHFWRU�HQMR\V�FKDUDFWHULVWLFV�RI�VHUYLFH�
DQG�PDQXIDFWXULQJ��ZKLFK�OHDG�WR�LW�JDLQLQJ�DQ�HGJH�RYHU�WKH�RWKHU�WZR�LQGXVWULDO�
VHJPHQWV�LQ�SHUIRUPDQFH�



����7HVWV�IRU�5HVHDUFK�TXHVWLRQV
$QDO\VLV� RI� 9DULDQFH� DQG� 0XOWLSOH� 5HJUHVVLRQ� $QDO\VLV� ZHUH� FRQGXFWHG� WR� WHVW� WKH�
UHVHDUFK� TXHVWLRQV�� 2QH� ZD\� $129$� ZDV� FRQGXFWHG� WR� GHWHUPLQH� WKH� GLIIHUHQFH� LQ�
VHUYLFH� RULHQWDWLRQ� DFURVV� WKH� VHUYLFH� LQGXVWU\�� WKH� PDQXIDFWXULQJ� LQGXVWU\� DQG� WKH�
³K\EULG´� LQGXVWU\��7KH�RQH�ZD\�$129$�DVVXPHV� WKH�QXOO�5HVHDUFK�TXHVWLRQV� WKDW� WKH�
YDULDQFH� �RU�YDULDWLRQ��RI� VHUYLFH�RULHQWDWLRQ�VFRUHV�DFURVV� WKH� WKUHH�JURXS�RI� LQGXVWULHV�
DUH� VDPH��7KH�DQDO\VLV�RI�YDULDELOLW\�ZLWKLQ� WKH� LQGLYLGXDO�JURXS�DQG�YDULDELOLW\� DPRQJ�
WKH� JURXS� UHYHDOV� WKDW� WKHUH� LV� QRW�PXFK� GLIIHUHQFH� EHWZHHQ� VHUYLFH� RULHQWDWLRQ� VFRUHV�
EHWZHHQ� JURXSV� �VHUYLFH�� PDQXIDFWXULQJ� DQG� K\EULG��� EXW� WKHUH� H[LVWV� VLJQLILFDQW�
YDULDELOLW\�ZLWKLQ�WKH�JURXSV�LWVHOI��7KLV�UHVXOW�JLYHV�D�FOHDU�LGHD�RI�WKH�DSSOLFDELOLW\�RI�L�
6(5925� VFDOH� DFURVV� WKH� WKUHH� VHWV� RI� LQGXVWULHV� LQ� WKH� ,QGLDQ� FRQWH[W�� )XUWKHU�� WR�
DQDO\]H WKH� LQWUD� JURXS� YDULDWLRQ� EHWZHHQ� WKH� VHUYLFH� DQG� WKH�PDQXIDFWXULQJ� ILUPV�� WKH�
UHVSRQVHV�ZHUH�VRUWHG�LQ�WZR�JURXSV��RQH�JURXS�FRQVLVWHG�RI�WKH�SXEOLF�VHFWRU�ILUPV�ZKLOH�
WKH� RWKHU� FRPSULVHG� RI� WKH� SULYDWH� VHFWRU� ILUP�� DQG� DQ� LQGHSHQGHQW� VDPSOH� W�WHVW� ZDV�
SHUIRUPHG�WR�FKHFN�WKH�GLIIHUHQFH�EHWZHHQ�WKH�OHYHOV�RI�VHUYLFH�RULHQWDWLRQ��7KLV�H[HUFLVH�
ZDV�FDUULHG�RXW�IRU� WKH�VHUYLFH�ILUPV�DV�ZHOO�DV� WKH�PDQXIDFWXULQJ�ILUPV��7R�JHW�D�PRUH�
KLJKOLJKWHG�YLHZ�RI�WKH�YDULDWLRQ�LQ�WKH�VHUYLFH�LQGXVWU\��WKH�UHVSRQGHQWV�ZHUH�FODVVLILHG�
LQ� VL[� FDWHJRULHV� QDPHO\� KHDOWKFDUH� ILUPV�� ORJLVWLFV� DQG� H�FRPPHUFH� ILUPV�� ILQDQFLDO�
VHUYLFHV� DQG� LQVXUDQFH� ILUPV�� ,7� ILUPV�� WHOHFRP� ILUPV� DQG� RWKHU� ILUPV� �FRPSULVLQJ� RI�
HGXFDWLRQ�VHUYLFHV��FRQVWUXFWLRQ�VHUYLFHV��IRRG�SURFHVVLQJ�VHUYLFHV��DQG�SRZHU�VHUYLFHV��
7KH� QH[W� VWHS� RI� WKH� DQDO\VLV� DLPHG� DW� DQDO\VLQJ� WKH� FDXVDO� DVVRFLDWLRQ� RI� VHUYLFH�
RULHQWDWLRQ� ZLWK� WKH� SHUIRUPDQFH� RI� WKH� RUJDQL]DWLRQ�� )RU� WKLV� SXUSRVH�� PXOWLSOH�
UHJUHVVLRQ� IUDPHZRUN� ZDV� XVHG� WR� UHJUHVV� WKH� SHUIRUPDQFH� SDUDPHWHU� RQ� WKH� ���
GLPHQVLRQV�RI�WKH�PRGLILHG�6(5925�VFDOH��7KH�VWXG\�UHYHDOHG�VRPH�VWULNLQJ�UHVXOWV��LQ�
WKH�VHQVH�WKDW�TXDOLW\�DVVRFLDWLRQ��5�VTXDUH �������LQ�VHUYLFH�LQGXVWU\��ZDV�IRXQG�EHWZHHQ�
WKH� H[SODLQHG� YDULDEOH� DQG� WKH� H[SODQDWRU\� YDULDEOH� LQ� WKH VHUYLFH� LQGXVWU\�� LQ� ,QGLDQ�
FRQWH[W��)RU�WKH�PDQXIDFWXULQJ�RUJDQL]DWLRQV��WKH�DVVRFLDWLRQ�VWUHQJWKHQHG�PDUJLQDOO\��5�
VTXDUH� ��������WKH�DVVRFLDWLRQ�ZDV�PD[LPXP�IRU�WKH�LQGXVWULHV�LQ�WKH�³K\EULG´�VHJPHQW�
�5�VTXDUH��������



����� 5HVHDUFK�4XHVWLRQ �54� ���
,V�WKHUH�DQ\�GLIIHUHQFH�EHWZHHQ�WKH�OHYHOV�RI�VHUYLFH�RULHQWDWLRQ�DFURVV�WKH�WKUHH�VHW�
RI�LQGXVWULHV"
7KH� $129$� UHVXOWV� UHYHDO� WKDW� WKHUH� H[LVWV� PLQRU� GLIIHUHQFH� LQ� WKH� PHDQ� VFRUHV� RI�
VHUYLFH� RULHQWDWLRQ� DFURVV� WKH� WKUHH� VHWV� RI� LQGXVWULHV�� )� ��������  � ������ S������� 7KH�
KRPRJHQHLW\� WHVW� UHYHDOV� WKDW� WKHUH� LV� GLIIHUHQFH� EHWZHHQ� WKH� PHDQ� YDOXHV� RI� VHUYLFH�
RULHQWDWLRQ� DFURVV� WKH� WKUHH� LQGXVWULHV�� )XUWKHU�� WDEOH� �� JLYHV� XV� WKH� LGHD� WKDW� WKHUH� LV�
HQRXJK�VLJQLILFDQW�YDULDELOLW\�LQ�WKH�LQGLYLGXDO�VHJPHQW�DV�VHHQ�IURP�WKH�YDOXH�RI�VXP�RI�
VTXDUHV�ZLWKLQ�JURXSV�
7KH�WDEOHV�EHORZ�JLYH�D�VQDSVKRW�RI�WKH�$129$�UHVXOWV�
7DEOH�����'HVFULSWLYH�6WDWLVWLFV��54��
'HVFULSWLYHV
6FRUH

1 0HDQ 6WG��
'HYLDWLRQ

6WG��
(UURU

���� &RQILGHQFH�
,QWHUYDO�IRU�0HDQ

0LQLP
XP
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XP

/RZHU�
%RXQG

8SSHU�
%RXQG
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��� 6HUYLFH�VHFWRU
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��� +\EULG VHFWRU�



7DEOH�����7HVW�IRU�+RPRJHQHLW\�RI�9DULDQFHV��54��
7HVW�RI�+RPRJHQHLW\�RI�9DULDQFHV
6FRUH
/HYHQH�6WDWLVWLF GI� GI� 6LJ�

����� � ��� ����

7DEOH�����$129$�UHVXOWV��54��
$129$
6FRUH

6XP� RI�
6TXDUHV

GI 0HDQ�
6TXDUH

) 6LJ�
%HWZHHQ�*URXSV ����� � ����� ����� ����
:LWKLQ�*URXSV ������� ��� ����
7RWDO ������� ���

7KH�DERYH�DQDO\VLV�RI�YDULDELOLW\�ZLWKLQ� WKH� LQGLYLGXDO�JURXS�DQG�YDULDELOLW\�DPRQJ� WKH�
JURXS� UHYHDOV� WKDW� WKHUH� LV� QRW� PXFK� GLIIHUHQFH� EHWZHHQ� VHUYLFH� RULHQWDWLRQ� VFRUHV�
EHWZHHQ� JURXSV� �VHUYLFH�� PDQXIDFWXULQJ� DQG� K\EULG��� EXW� WKHUH� H[LVWV� VLJQLILFDQW�
YDULDELOLW\�ZLWKLQ� WKH� JURXSV� LWVHOI��7R�XQGHUVWDQG� WKLV�YDULDWLRQ�� D�PLFUR� OHYHO� DQDO\VLV�
KDV� EHHQ� IXUWKHU� FDUULHG� RXW�� 7KH� LQGXVWULHV� FRYHUHG� LQ� WKH� TXHVWLRQQDLUH� VXUYH\� ZHUH�
FODVVLILHG� LQWR� WZR� JURXSV� �SXEOLF� DQG� SULYDWH�� IRU� WKH� VHUYLFH� LQGXVWU\� DQG� WKH�
PDQXIDFWXULQJ�LQGXVWU\�UHVSHFWLYHO\��)XUWKHU��WKH�VHUYLFH�LQGXVWU\�ZDV�DOVR�FDWHJRUL]HG�LQ�
VL[� PDMRU� JURXSV¶� QDPHO\� KHDOWKFDUH� VHUYLFHV�� ORJLVWLFV� DQG� H�FRPPHUFH� VHUYLFHV��
ILQDQFLDO� VHUYLFHV� DQG� LQVXUDQFH�� ,7� VHUYLFHV�� WHOHFRP� VHUYLFHV� DQG� RWKHU� VHUYLFHV�
�FRPSULVLQJ�RI�HGXFDWLRQ�VHUYLFHV��FRQVWUXFWLRQ�VHUYLFHV��IRRG�SURFHVVLQJ�VHUYLFHV��
$Q�LQGHSHQGHQW�VDPSOH�W�WHVW�KDV�EHHQ�SHUIRUPHG�WR�FKHFN�WKH�ZLWKLQ�JURXS�YDULDWLRQ�RI�
WKH�L�6(5925�VFRUHV�LQ�WKH�VHUYLFH�LQGXVWU\��



7DEOH�����*URXS�6WDWLVWLFV�IRU�WKH�VHUYLFH�ILUPV��54��
1 0HDQ 6WG��'HYLDWLRQ 6WG��(UURU�0HDQ

L�6HUYRU � �3ULYDWH� ��� ������ ����� ������
� �3XEOLF� �� ������ ����� ������

7DEOH�����,QGHSHQGHQW�6DPSOHV�7HVW�IRU�WKH�VHUYLFH�ILUPV��54��
/HYHQH
V�
7HVW� IRU�
(TXDOLW\� RI�
9DULDQFHV W�WHVW�IRU�(TXDOLW\�RI�0HDQV

) 6LJ� W 'I
6LJ��
���
WDLOHG�

0HDQ�
'LIIHUHQFH

6WG�� (UURU�
'LIIHUHQFH

����
&RQILGHQFH�
,QWHUYDO� RI� WKH�
'LIIHUHQFH
/RZHU 8SSHU

L�6HUYRU (TXDO�
YDULDQFHV�
DVVXPHG

����� ���� ����� ��� ���� ������� ������ ������� ������

(TXDO�
YDULDQFHV�
QRW�
DVVXPHG

����� ������ ���� ������� ������ ������� ������

7KH�WHVW�UHYHDOV�WKDW�WKHUH�LV�QRW�PXFK�RI�D�GLIIHUHQFH�LQ�L�6(5925�VFRUHV�RI�WKH�SXEOLF�
DQG�WKH�SULYDWH�HQWHUSULVHV��WKH�PHDQ�OHYHO�RI�L�6(5925�VFRUH�IRU�WKH�SXEOLF�HQWHUSULVHV�
DUH�QRW�VLJQLILFDQWO\�GLIIHUHQW�IURP�WKRVH�RI�WKH�SULYDWH�HQWHUSULVHV�
)XUWKHU��RQH�ZD\�$129$�KDV�EHHQ�XVHG�WR�XQGHUVWDQG�WKH�GLIIHUHQFH�EHWZHHQ�OHYHOV�RI�
VHUYLFH� RULHQWDWLRQ� DFURVV� WKH� VL[� VXE� JURXSV� �KHDOWKFDUH� VHUYLFHV�� ORJLVWLFV� DQG� H�
FRPPHUFH� VHUYLFHV�� ILQDQFLDO� VHUYLFHV� DQG� LQVXUDQFH�� ,7� VHUYLFHV�� WHOHFRP� VHUYLFHV� DQG�
RWKHU�VHUYLFHV���



7DEOH�����'HVFULSWLYHV��FDWHJRU\�ZLVH��IRU�WKH�VHUYLFH�ILUPV��54��

1 0HDQ
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6WG��
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,QWHUYDO�IRU�0HDQ
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%RXQG

8SSHU�
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� �� ������ ����� ����� ������ ������ ������ ������

7RWDO ��� ������ ����� ����� ������ ������ ������ ������
7DEOH�����$129$��FDWHJRU\�ZLVH��IRU�WKH�VHUYLFH�ILUPV��54��

6XP�RI�
6TXDUHV GI 0HDQ�6TXDUH ) 6LJ�

%HWZHHQ�*URXSV ����� � ���� ����� ����
:LWKLQ�*URXSV ������ ��� ����
7RWDO ������ ���

7KH�$129$�UHYHDOV� WKDW� WKHUH� LV�VLJQLILFDQW�GLIIHUHQFH�EHWZHHQ� WKH�JURXSV�DW� WKH�����
OHYHO��IXUWKHU�LW�FDQ�DOVR�EH�QRWHG�WKDW�WKH�L�6(5925�VFRUHV�IRU�WKH�WHOHFRP�VHUYLFHV�DUH�
KLJKHU�WKDQ�WKH�UHVW�RI�WKH�FDWHJRULHV��WKLV�JLYHV�WKH�LGHD�WKDW�WHOHFRP�VHUYLFH�SURYLGHV�DUH�
WKH�PRVW�VHUYLFH�RULHQWHG�FOXVWHU�LQ�RXU�VWXG\��WKLV�LV�IROORZHG�E\�WKH�,7�VHUYLFH�SURYLGHUV�
ZKR�DUH�FORVHO\�IROORZHG�E\�WKH�ILQDQFLDO�VHUYLFH�DQG�LQVXUDQFH�JURXS�
$OLNH� WKH� VHUYLFH� VHFWRU�� WKH� LQGXVWULHV� LQ� WKH�PDQXIDFWXULQJ� VHFWRU�ZHUH� FODVVLILHG� LQWR�
WZR�JURXSV��SXEOLF�DQG�SULYDWH�DQG�DQ�LQGHSHQGHQW�VDPSOH�W�WHVW�ZDV�SHUIRUPHG�WR�FKHFN�
IRU�DQ\�GLIIHUHQFH�EHWZHHQ�WKH�WZR�JURXSV�



7DEOH�����*URXS�6WDWLVWLFV�IRU�WKH�PDQXIDFWXULQJ�ILUPV��54��
1 0HDQ 6WG��'HYLDWLRQ 6WG��(UURU�0HDQ

L�6HUYRU � �3ULYDWH� ��� ����������� ����������� �����������
� �3XEOLF� �� ����������� ����������� �����������

7DEOH�����,QGHSHQGHQW�6DPSOHV�7HVW�IRU�WKH�PDQXIDFWXULQJ�ILUPV��54��
/HYHQH
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DVVXPHG
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(TXDO�
YDULDQFHV�
QRW�
DVVXPHG

����� ����� ���� ������ ������� ������� �������

7KH�WHVW�UHYHOV�WKDW�WKHUH�LV�SUHVHQFH�RI�VLJQLILFDQW�GLIIHUHQFH�EHWZHHQ�WKH�SXEOLF�DQG�WKH�
SULYDWH�HQWHUSULVHV�LQ�WKH�PDQXIDFWXULQJ�VHFWRU��7KH�SULYDWH�HQWHUSULVHV�DUH�PRUH�VHUYLFH�
RULHQWHG�WKDQ�WKHLU�SXEOLF�FRXQWHUSDUWV�DV�VHHQ�E\�WKH�YDOXH�RI�L�6(5925�VFRUHV��7KLV�LV�
DQ�LQWHUHVWLQJ�ILQGLQJ�LQ� WKH�VHQVH�WKDW�LW�UHYHDOV�WKDW�HYHQ�PDQXIDFWXULQJ�HQWHUSULVHV��WR�
EH�SUHFLVH��WKH�SULYDWH�PDQXIDFWXULQJ�HQWHUSULVHV�DUH�LQFOLQHG�WRZDUGV�VHUYLFH�RULHQWDWLRQ�
RQ�D�KLJKHU�PDJQLWXGH�



������5HVHDUFK�4XHVWLRQ �54� ���
'RHV� VHUYLFH� RULHQWDWLRQ� KDYH DQ\� LPSDFW� RQ� RUJDQL]DWLRQDO� SHUIRUPDQFH� IRU� WKH�
VHUYLFH��PDQXIDFWXULQJ DQG�K\EULG VHFWRUV UHVSHFWLYHO\"
$�PXOWLSOH�UHJUHVVLRQ�DQDO\VLV�ZDV�SHUIRUPHG�WR�FKHFN� WKH� LPSDFW�RI� WKH�SDUDPHWHUV�RI�
VHUYLFH�RULHQWDWLRQ�RQ�RUJDQL]DWLRQDO�SHUIRUPDQFH��5�VTXDUH�ZKLFK�JLYHV� WKH� UDWLRRI WKH�
H[SODLQHG�VXP�RI�VTXDUHV WR�WRWDO�VXP�RI�VTXDUHV KDV�EHHQ�XVHG�WR�DQDO\]H�WKH�GHJUHH�RI�
DVVRFLDWLRQ�RI�WKH�LQGHSHQGHQW�YDULDEOHV��WKH����SDUDPHWHUV�RI�WKH�L�6(5925�VFDOH��RQ�
WKH�GHSHQGHQW�YDULDEOH��SHUIRUPDQFH���ZKLFK�LV�QRWKLQJ�EXW�DQ�DYHUDJH�RI�WKH�ILYH�SRLQW�
/LNHUW� VFDOH� FROOHFWHG� DFURVV� ILYH� LWHPV�� IRU� SHUIRUPDQFH�� 7KH�PRGHO VXPPDU\� IRU� WKH�
VHUYLFH�VHFWRU�UHYHDOV�WKH�YDOXH�RI�5�VTXDUH�WR�EH�������LQ�RWKHU�ZRUGV�WKH� L� 6(5925�
SDUDPHWHUV�H[SODLQHG�DERXW�����RI�WKH�YDULDQFH�LQ�RUJDQL]DWLRQDO�SHUIRUPDQFH� ZKLFK�LV�
TXLWH�D�ELW��7KH�)���������� ��������S������JLYHV�WKH�LGHD�WKDW�WKH�UHJUHVVLRQ�PRGHO�LV�D�
JRRG�ILW�RI�WKH�GDWD��7KH�WDEOHV�EHORZ�JLYH�D�VQDSVKRW�RI�WKH�UHJUHVVLRQ�UHVXOWV�
7DEOH�����0RGHO�6XPPDU\��6HUYLFH�6HFWRU��54��
0RGHO�6XPPDU\
0R
GHO

5 5� $GM��
5�
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GI� GI� 6LJ�� )�
&KDQJH

� ����D ���� ���� ����� ���� ������ �� ��� ����
D��3UHGLFWRUV���&RQVWDQW���6HUYBWUQJ��(PSOR\HHBHPSZUPQW��&VWPUBWUWPQW��6HUYBWHFK��
0,6�� 6HUYBIDLOBUFYU\�� 6HUYBYLVLRQ�� 6HUYBUZUGV�� 6HUYBIDLOBSUHY�� 6HUYBVWGBFRPP��
6HUYBOGUVKS



7DEOH�����$129$��6HUYLFH�6HFWRU��54��
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� 5HJUHVVLRQ ������ �� ����� ������ ����D
5HVLGXDO ������ ��� ����
7RWDO ������� ���

D�� 3UHGLFWRUV�� �&RQVWDQW��� 6HUYBWUQJ�� (PSOR\HHBHPSZUPQW�� &VWPUBWUWPQW��
6HUYBWHFK�� 0,6�� 6HUYBIDLOBUFYU\�� 6HUYBYLVLRQ�� 6HUYBUZUGV�� 6HUYBIDLOBSUHY��
6HUYBVWGBFRPP��6HUYBOGUVKS
E��'HSHQGHQW�9DULDEOH��$YJBSHUIBDOO
7DEOH�����&RHIILFLHQWV��6HUYLFH�6HFWRU��54��
&RHIILFLHQWVD
0RGHO 8QVWDQGDUGL]HG�

&RHIILFLHQWV
6WDQGDUGL]HG�
&RHIILFLHQWV

W 6LJ�
% 6WG��

(UURU
%HWD

� �&RQVWDQW� ������ ���� ������ ����
&VWPUBWUWPQW ���� ���� ���� ����� ����
(PSOR\HHBHPSZUP
QW

���� ���� ���� ���� ����
6HUYBWHFK ���� ���� ���� ����� ����
6HUYBIDLOBSUHY ���� ���� ���� ���� ����
6HUYBYLVLRQ ���� ���� ���� ����� ����
6HUYBVWGBFRPP ����� ���� ����� ����� ����
6HUYBIDLOBUFYU\ ���� ���� ���� ����� ����
6HUYBUZUGV ���� ���� ���� ���� ����
0,6 ���� ���� ���� ����� ����
6HUYBOGUVKS ���� ���� ���� ���� ����
6HUYBWUQJ ���� ���� ���� ���� ����

D��'HSHQGHQW�9DULDEOH��$YJBSHUI
>$YJBSHUI � $YHUDJH� RI� SHUIRUPDQFH� ILJXUHV�� &VWPUBWUWPQW�  � &XVWRPHU� WUHDWPHQW��
(PSOR\HHBHPSZUPQW�  (PSOR\HH� HPSRZHUPHQW�� 6HUYBWHFK�  � 6HUYLFH� WHFKQRORJ\��
6HUYBIDLOBSUHY�  � 6HUYLFH IDLOXUH� SUHYHQWLRQ�� 6HUYBYLVLRQ�  � 6HUYLFH� YLVLRQ��
6HUYBVWGBFRPP�  � 6HUYLFH� VWDQGDUG� FRPPXQLFDWLRQ�� 6HUYBIDLOBUFYU\�  � 6HUYLFH IDLOXUH�



UHFRYHU\��6HUYBUZUGV� �6HUYLFH�UHZDUGV��6HUYBOGUVKS� �6HUYLFH�OHDGHUVKLS��6HUYBWUQJ� �
6HUYLFH�WUDLQLQJ��0,6  �0DQDJHPHQW�,QIRUPDWLRQ�6\VWHP@
7KH� UHVXOWV� VKRZ� WKDW� WKH� SUHGLFWRUV� FXVWRPHU� WUHDWPHQW� �ȕ�  ������ S ������� VHUYLFH�
WHFKQRORJ\��ȕ� ������S ������VLJQLILFDQWO\�SUHGLFWV�EXON�RI�WKH�YDULDELOLW\�LQ�SHUIRUPDQFH��
7KH�SUHGLFWRU�0,6 �ȕ ��������S ������LV�DOVR�VLJQLILFDQW�DW�����OHYHO��:KDW�LV�LQWHUHVWLQJ�
WR� QRWH� LV� WKH� QHJDWLYH� DVVRFLDWLRQ� EHWZHHQ� SHUIRUPDQFH� DQG� VHUYLFH� VWDQGDUG�
FRPPXQLFDWLRQ�� WKRXJK� WKH� DVVRFLDWLRQ� LV� LQVLJQLILFDQW�� LW� LV� VRPHWKLQJ� WR� ORRN� DERXW�
EHFDXVH�RI�WKH�QHJDWLYH�DVVRFLDWLRQ�
$�PXOWLSOH�UHJUHVVLRQ�DQDO\VLV�ZDV�SHUIRUPHG�IRU�WKH�PDQXIDFWXULQJ�VHFWRU�DV�ZHOO��7KH�
YDOXH�RI�5�VTXDUH�ZDV�IRXQG�WR�EH������ZKLFK�JLYHV�WKH�LQGLFDWLRQ WKDW�WKHUH�H[LVWV�TXDOLW\�
FDXVDO�DVVRFLDWLRQ�EHWZHHQ�VHUYLFH�RULHQWDWLRQ�DQG�SHUIRUPDQFH��7KH�VLJQLILFDQW�YDOXH�RI�
WKH� )�VWDWLVWLFV� )� ���������  � ������� S����� IXUWKHU� DVVLJQV� TXDOLW\� VLJQLILFDQFH RI� WKH�
REVHUYHG� UHVXOWV��7KH� WDEOHV�EHORZ�JLYH�D� VQDSVKRW� RI� WKH� UHVXOWV� IRU� WKH�PDQXIDFWXULQJ�
VHFWRU�
7DEOH�����0RGHO�VXPPDU\�0DQXIDFWXULQJ�6HFWRU��54��
0RGHO�6XPPDU\
0RGHO 5 5� $GM��
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D��3UHGLFWRUV���&RQVWDQW���6HUYBWUQJ��(PSOR\HHBHPSZUPQW��6HUYBWHFK��&VWPUBWUWPQW��
,7�� 6HUYBYLVLRQ�� 6HUYBIDLOBSUHY�� 6HUYBUZUGV�� 6HUYBIDLOBUFYU\�� 6HUYBOGUVKS��
6HUYBVWGBFRPP
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$129$E
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� 5HJUHVVLRQ ������ �� ����� ������ ����D
5HVLGXDO ������ ��� ����
7RWDO ������� ���

D�� 3UHGLFWRUV�� �&RQVWDQW��� 6HUYBWUQJ�� (PSOR\HHBHPSZUPQW�� 6HUYBWHFK��
&VWPUBWUWPQW� 0,6�� 6HUYBYLVLRQ�� 6HUYBIDLOBSUHY�� 6HUYBUZUGV�� 6HUYBIDLOBUFYU\��
6HUYBOGUVKS��6HUYBVWGBFRPP
E��'HSHQGHQW�9DULDEOH��$YJBSHUI
7DEOH�����&RHIILFLHQWV �0DQXIDFWXULQJ�6HFWRU��54��
&RHIILFLHQWVD
0RGHO 8QVWDQGDUGL]HG�

&RHIILFLHQWV
6WDQGDUGL]HG�
&RHIILFLHQWV

W 6LJ�
% 6WG��

(UURU
%HWD

� �&RQVWDQW� ����� ���� ������ ����
&VWPUBWUWPQW ���� ���� ���� ���� ����
(PSOR\HHBHPSZUP
QW

���� ���� ���� ����� ����
6HUYBWHFK ���� ���� ���� ����� ����
6HUYBIDLOBSUHY ���� ���� ���� ����� ����
6HUYBYLVLRQ ���� ���� ���� ����� ����
6HUYBVWGBFRPP ����� ���� ����� ����� ����
6HUYBIDLOBUFYU\ ���� ���� ���� ����� ����
6HUYBUZUGV ���� ���� ���� ���� ����
0,6 ���� ���� ���� ����� ����
6HUYBOGUVKS ���� ���� ���� ����� ����
6HUYBWUQJ ���� ���� ���� ���� ����

D��'HSHQGHQW�9DULDEOH��$YJBSHUI
>$YJBSHUI � $YHUDJH� RI� SHUIRUPDQFH� ILJXUHV�� &VWPUBWUWPQW�  � &XVWRPHU� WUHDWPHQW��
(PSOR\HHBHPSZUPQW�  (PSOR\HH� HPSRZHUPHQW�� 6HUYBWHFK�  � 6HUYLFH� WHFKQRORJ\��
6HUYBIDLOBSUHY�  � 6HUYLFH IDLOXUH� SUHYHQWLRQ�� 6HUYBYLVLRQ�  � 6HUYLFH� YLVLRQ��
6HUYBVWGBFRPP�  � 6HUYLFH� VWDQGDUG� FRPPXQLFDWLRQ�� 6HUYBIDLOBUFYU\�  � 6HUYLFH� IDLOXUH�



UHFRYHU\��6HUYBUZUGV� �6HUYLFH�UHZDUGV��6HUYBOGUVKS� �6HUYLFH�OHDGHUVKLS��6HUYBWUQJ� �
6HUYLFH�WUDLQLQJ��0,6  �0DQDJHPHQW�,QIRUPDWLRQ�6\VWHP@

7KH�PRGHO�LQGLFDWHV�WKDW�WKH�SUHGLFWRUV�HPSOR\HH�HPSRZHUPHQW��ȕ� ������S ������VHUYLFH�
WHFKQRORJ\��ȕ� ������S ������DQG�VHUYLFH�IDLOXUH�UHFRYHU\��ȕ� ������S ������VLJQLILFDQWO\�
SUHGLFWV� SHUIRUPDQFH�� )XUWKHU�� VHUYLFH� IDLOXUH� SUHYHQWLRQ� �ȕ�  ������ S ������ DQG 0,6 �ȕ�
 ������S ������DOVR�KDYH�D�VLJQLILFDQW�SUHGLFWLQJ�FDSDFLW\��DW�����OHYHO��
7KH�K\EULG VHFWRU�FRQVLVWV�RI�LQGXVWULHV�ZKLFK�KDYH�FKDUDFWHULVWLFV�RI�WKRVH�RI�VHUYLFH�DQG�
PDQXIDFWXULQJ�� 7KHVH� RUJDQL]DWLRQV� DUH� D� FOXVWHU� RI� LQVWLWXWLRQV� ZKLFK� SURYLGH� VD\�
VHUYLFHV� DORQJ� ZLWK� WKH� PDQXIDFWXULQJ� JRRGV� DQG� YLFH� YHUVD�� $� VLPLODU� PXOWLSOH�
UHJUHVVLRQ�DQDO\VLV�ZDV�SHUIRUPHG�WR�FKHFN�WKH�GHJUHH�RI�FDXVDOLW\�EHWZHHQ�L�6(5925�
VFDOH�SDUDPHWHUV�DQG�SHUIRUPDQFH��7KH�YDOXH�RI�5�VTXDUH�UHYHDOHG�LQ�WKLV�PRGHO�LV�TXLWH�
KLJK��5�VTXDUH� ������ ZLWK�)���������� �������S�������7KH�WDEOHV�EHORZ�JLYH�D�YLHZ�RI�
WKH�ILQGLQJV�
7DEOH�����0RGHO�VXPPDU\��+\EULG�6HFWRU��54��
0RGHO�6XPPDU\
0RGHO 5 5� $GM��

5�
6WG��
(UURU� RI�
(VWLPDWH

&KDQJH�6WDWLVWLFV
5�
&KDQJH

)�
&KDQJH

GI� GI� 6LJ�� )�
&KDQJH

� ����
D

���� ���� ����� ���� ����� �� �� ����
D�� 3UHGLFWRUV�� �&RQVWDQW��� 6HUYBWUQJ�� (PSOR\HHBHPSZUPQW�� 0,6�� 6HUYBWHFK��
6HUYBIDLOBUFYU\�� 6HUYBYLVLRQ�� 6HUYBUZUGV�� &VWPUBWUWPQW�� 6HUYBIDLOBSUHY��
6HUYBVWGBFRPP��6HUYBOGUVKS

7DEOH�����$129$ �+\EULG�6HFWRU��54��
$129$E
0RGHO 6XP�RI�6TXDUHV GI 0HDQ�6TXDUH ) 6LJ�
� 5HJUHVVLRQ ������ �� ����� ����� ����D

5HVLGXDO ������ �� ����
7RWDO ������ ��

D�� 3UHGLFWRUV�� �&RQVWDQW��� 6HUYBWUQJ�� (PSOR\HHBHPSZUPQW�� 0,6�� 6HUYBWHFK��



6HUYBIDLOBUFYU\�� 6HUYBYLVLRQ�� 6HUYBUZUGV�� &VWPUBWUWPQW�� 6HUYBIDLOBSUHY��
6HUYBVWGBFRPP��6HUYBOGUVKS
E��'HSHQGHQW�9DULDEOH��$YJBSHUI

7DEOH�����&RHIILFLHQWV��+\EULG�6HFWRU��54��
&RHIILFLHQWVD
0RGHO 8QVWDQGDUGL]HG�

&RHIILFLHQWV
6WDQGDUGL]HG�
&RHIILFLHQWV

W 6LJ�
% 6WG��

(UURU
%HWD

� �&RQVWDQW� ������ ���� ������ ����
&VWPUBWUWPQW ���� ���� ���� ���� ����
(PSOR\HHBHPSZUP
QW

���� ���� ���� ���� ����
6HUYBWHFK ���� ���� ���� ����� ����
6HUYBIDLOBSUHY ���� ���� ���� ���� ����
6HUYBYLVLRQ ���� ���� ���� ����� ����
6HUYBVWGBFRPP ���� ���� ���� ���� ����
6HUYBIDLOBUFYU\ ���� ���� ���� ���� ����
6HUYBUZUGV ���� ���� ���� ����� ����
0,6 ���� ���� ���� ���� ����
6HUYBOGUVKS ���� ���� ���� ���� ����
6HUYBWUQJ ���� ���� ���� ���� ����

D��'HSHQGHQW�9DULDEOH��$YJBSHUI

>$YJBSHUI � $YHUDJH� RI� SHUIRUPDQFH� ILJXUHV�� &VWPUBWUWPQW�  � &XVWRPHU� WUHDWPHQW��
(PSOR\HHBHPSZUPQW�  (PSOR\HH� HPSRZHUPHQW�� 6HUYBWHFK�  � 6HUYLFH� WHFKQRORJ\��
6HUYBIDLOBSUHY�  � 6HUYLFH IDLOXUH� SUHYHQWLRQ�� 6HUYBYLVLRQ�  � 6HUYLFH� YLVLRQ��
6HUYBVWGBFRPP�  � 6HUYLFH� VWDQGDUG� FRPPXQLFDWLRQ�� 6HUYBIDLOBUFYU\�  � 6HUYLFH IDLOXUH�
UHFRYHU\��6HUYBUZUGV� �6HUYLFH�UHZDUGV��6HUYBOGUVKS� �6HUYLFH�OHDGHUVKLS��6HUYBWUQJ� �
6HUYLFH�WUDLQLQJ��0,6  �0DQDJHPHQW�,QIRUPDWLRQ�6\VWHP@
7KH� UHVXOWV� UHYHDO� WKDW� VHUYLFH� WHFKQRORJ\� �ȕ�  ������ S ������ VHUYLFH� YLVLRQ� �ȕ�  ������
S ������ DQG�VHUYLFH� UHZDUGV� �ȕ� ������S ������ IDLUO\�SUHGLFWV�SHUIRUPDQFH��7KH�SRVLWLYH�
DVVRFLDWLRQ�EHWZHHQ�WKHVH�WKUHH�DQG�SUHGLFW�DQW�SURYLGHV�D�VWURQJ�FRQFHSWXDO�EDFNLQJ��



)XUWKHU�� UHVSRQVHV� ZHUH� HYDOXDWHG� IURP� LWHP� ��� WR� LWHP� ��� DQG� D� VFRUH� ZDV� REWDLQHG�
VKRZLQJ� WKH�SURSRUWLRQ�RI� LQGLYLGXDOV�ZKR�KDYH� WLFNHG�³\HV´��7KH�PHGLDQ�QR�RI� ³\HV´�
�UHVSRQVH��ZDV�HYDOXDWHG�DQG�DFFRUGLQJO\�WZR�JURXSV�ZHUH�FUHDWHG�EDVHG�RQ�WKH�PHGLDQ�
VFRUHV��2QH�JURXS�ZDV� FUHDWHG�ZLWK�YDOXHV� DERYH� WKH�PHGLDQ�VFRUH��DQG� WKH�RWKHU�ZLWK�
YDOXHV� EHORZ� WKH� VFRUH�� $� W�WHVW ZDV� SHUIRUPHG� WR� DVVHVV� WKH� GLIIHUHQFH� EHWZHHQ� WKH�
SHUIRUPDQFH�OHYHOV�RI�WKH�JURXS�RI�RUJDQL]DWLRQV�DERYH�WKH�PHGLDQ��DQG�WKRVH�EHORZ�WKH�
PHGLDQ�OHYHO��7KH�WHVW�ZDV�SHUIRUPHG��WR�DQDO\]H WKH�VWUXFWXUH�RI�SHUIRUPDQFH�DW�PLFUR�
OHYHO��IRU�HDFK�RI WKH�FRPSRQHQWV�RI�SHUIRUPDQFH��
7KH�WDEOH�EHORZ�JLYH�D�EULHI�FRPSDULVRQ�RI�WKH�EHWD�FRHIILFLHQWV�IRU�WKH�WKUHH�VHFWRUV�
7DEOH����&RPSDULVRQ�RI�UHJUHVVLRQ�FRHIILFLHQWV�IRU�WKH�WKUHH�LQGXVWULHV
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0DQXIDFWXULQJ
8QVWDQGDUGL]HG�&RHIILFLHQWV W 6LJ�
% 6WG��(UURU

�&RQVWDQW� ������ ����� ���� �
&VWPUBWUWPQW ���� ���� ��� ���
(PSOR\HHBHPSZUPQW ����� ����� ��� �
6HUYBWHFK ����� ���� ��� �
6HUYBIDLOBSUHY ����� ����� ��� ���
6HUYBYLVLRQ ����� ����� ��� ���
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6HUYBIDLOBUFYU\ ����� ����� ��� �
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6HUYBOGUVKS ����� ����� ��� ���
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+\EULG 8QVWDQGDUGL]HG�&RHIILFLHQWV W 6LJ�
% 6WG��(UURU
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(PSOR\HHBHPSZUPQW ����� ���� ���� �����
6HUYBWHFK ����� ����� ���� �����
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����� 5HVHDUFK�4XHVWLRQ � �54����
'R RUJDQL]DWLRQV�ZKLFK�SURYLGH�H[WHQGHG�VHUYLFHV�UHODWHG�WR�VXSSRUW�RI�WKH�FOLHQW¶V�
DFWLRQV� �66&�� LQ� WKH� VHUYLFH� VHFWRU��SHUIRUP�EHWWHU� WKDQ� WKRVH�ZKR�GR�QRW�SURYLGH�
VXFK�VHUYLFH"
7ZR� JURXSV� ZHUH� FUHDWHG�� WKH� IRUPHU� FRQVLVWHG� RI� WKRVH� LQGXVWULHV� ZKLFK� H[WHQGHG�
VHUYLFHV� UHODWHG� WR� VXSSRUW�RI� WKH�FOLHQW¶V� DFWLRQV� �66&�� LQ� WKH�VHUYLFH� VHFWRU��ZKLOH� WKH�
ODWWHU�FRQVLVWHG�RI�WKRVH�ZKR�GLG�QRW�SURYLGH�VXFK�VHUYLFH��$Q�LQGHSHQGHQW�VDPSOH�W�WHVW�
ZDV� SHUIRUPHG� WR� FKHFN� WKH� GLIIHUHQFH� LQ� WKH� OHYHO� RI� SHUIRUPDQFH� IRU� WKH WZR� VHWV� RI�
LQGXVWULHV��7KH�EDVLF�ILQGLQJV�RI�WKH�W�WHVW�FKHFNLQJ�IRU�WKH�HTXDOLW\�RI�PHDQV�DUH�SURYLGHG�
EHORZ�
7DEOH�����'HVFULSWLYH�VWDWLVWLFV�RI�WKH�JURXSV�IRU�WKH�VHUYLFH�VHFWRU��54��

'HVFULSWLYH�VWDWLVWLFV
&DWHJRU\ 1 0HDQ 6WG��'HYLDWLRQ 6WG��(UURU 0HDQ

S� � ��� ���� ���� ����
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� ��� ���� ���� ����

S� � ��� ���� ���� ����
� ��� ���� ����� ����

S� � ��� ���� ���� ����
� ��� ���� ����� ����

S� � ��� ���� ���� ����
� ��� ���� ���� ����

&DWHJRU\��� 2UJDQL]DWLRQV�DERYH�PHGLDQ�VFRUH
&DWHJRU\��� 2UJDQL]DWLRQV�EHORZ�PHGLDQ�VFRUH



7DEOH�����2XWSXW�W�WHVW�IRU�WKH�VHUYLFH�VHFWRU��54��
,QGHSHQGHQW�6DPSOHV�7HVW
W�WHVW�IRU�(TXDOLW\�RI�0HDQV

W GI 6LJ�����WDLOHG�
S� (TXDO�YDULDQFHV�DVVXPHG ����� ��� ����

(TXDO�YDULDQFHV�QRW�DVVXPHG ����� ������� ����
S� (TXDO�YDULDQFHV�DVVXPHG ����� ��� ����

(TXDO�YDULDQFHV�QRW�DVVXPHG ����� ������� ����
S� (TXDO�YDULDQFHV�DVVXPHG ����� ��� ����

(TXDO�YDULDQFHV�QRW�DVVXPHG ����� ������� ����
S� (TXDO�YDULDQFHV�DVVXPHG ����� ��� ����

(TXDO�YDULDQFHV�QRW�DVVXPHG ����� ������� ����
S� (TXDO�YDULDQFHV�DVVXPHG ����� ��� ����

(TXDO�YDULDQFHV�QRW�DVVXPHG ����� ������� ����
S� 0DUNHW�VKDUH�JURZWK�UDWH����
S� 2YHUDOO�SHUIRUPDQFH�RI�FRPSDQ\�YL]�D�YL]�FRPSHWLWRUV
S� &RVW�FRPSHWLWLYHQHVV�RI�\RXU�SURGXFW��VHUYLFH�YL]�D�YL]�FRPSHWLWRUV
S� &XVWRPHU�SHUFHSWLRQ�RI�\RXU�SURGXFWV��VHUYLFHV�LQ�PDUNHW�SODFH�YL]�D�YL]�FRPSHWLWRUV
S� 3HUIRUPDQFH�LQ�WHUPV�RI�QHZ�SURGXFWV�VHUYLFHV��LQQRYDWLYH�VROXWLRQV�ODXQFKHG�LQ�ODVW���

\HDUV�LQ�FRPSDULVRQ�WR�FRPSHWLWRUV
7KH�UHVXOWV�IRU�WKH�W�WHVW�UHYHDO�WKDW�IRXU�RXW�RI�WKH�ILYH�LWHPV�RI�SHUIRUPDQFH��S���S���S���
S��� KDYH� WKH� PHDQV� VLJQLILFDQWO\� GLIIHUHQW� IURP� WKH� FRXQWHUSDUW� �DW� ���� OHYHO� RI�
VLJQLILFDQFH��VD\��IRU�S��WKH�YDOXH�RI�6LJ�����WDLOHG��LV������ZKLFK�PDNHV�XV�FRQFOXGH�WKDW�
WKHUH� LV� VLJQLILFDQW�GLIIHUHQFH�EHWZHHQ� WKH�PHDQ�YDOXH�RI�SHUIRUPDQFH� IRU� WKH�JURXS�RI�
RUJDQL]DWLRQV�O\LQJ�DERYH�WKH�PHGLDQ�VFRUH��RI�LWHP����WR�����DQG�WKRVH�O\LQJ�EHORZ�LW�
����� 5HVHDUFK�4XHVWLRQ � �54����
'R�RUJDQL]DWLRQV�ZKLFK�SURYLGH�H[WHQGHG�VHUYLFHV�UHODWHG�WR�VXSSRUW�RI�WKH�FOLHQW¶V�
DFWLRQV� �66&�� DQG� VHUYLFHV� LQ� VXSSRUW� RI� WKH� SURGXFW� �663�� LQ� WKH�PDQXIDFWXULQJ�
VHFWRU� DQG� WKH� K\EULG� VHFWRU�� SHUIRUP�EHWWHU� WKDQ� WKRVH�ZKR�GR�QRW� SURYLGH� VXFK�
VHUYLFHV"
$�VLPLODU�WHVW�ZDV�SHUIRUPHG�IRU�WKH�PDQXIDFWXULQJ�VHFWRU�DQG�WKH�K\EULG�VHFWRU�DOVR��WR�
DVVHVV� WKH� VWUXFWXUH� RI� WKH� SDUDPHWHUV� RI� SHUIRUPDQFH� EHWZHHQ� WKH� WZR� JURXSV�� 7KH�



IRUPHU�FRQVLVWHG�RI�WKRVH�ZKR�SURYLGH�H[WHQGHG�VHUYLFHV�UHODWHG�WR�VXSSRUW�RI�WKH�FOLHQW¶V�
DFWLRQV� �66&�� DQG� VHUYLFHV LQ� VXSSRUW� RI� WKH� SURGXFW� �663��� DQG� WKH� ODWWHU� FRQVLVWHG� RI�
WKRVH�ZKR�GRQ¶W�SURYLGH�VXFK�VHUYLFHV�
7DEOH�����'HVFULSWLYH�VWDWLVWLFV�RI�WKH�JURXSV�IRU�WKH�PDQXIDFWXULQJ�VHFWRU��54��
*URXS�6WDWLVWLFV

&DWHJRU\� 1 0HDQ 6WG��'HYLDWLRQ 6WG��(UURU�0HDQ
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&DWHJRU\��� 2UJDQL]DWLRQV�DERYH�PHGLDQ�VFRUH
&DWHJRU\��� 2UJDQL]DWLRQV�EHORZ�PHGLDQ�VFRUH
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,QGHSHQGHQW�6DPSOHV�7HVW
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S� 0DUNHW�VKDUH�JURZWK�UDWH
S� 2YHUDOO�SHUIRUPDQFH�RI�FRPSDQ\�YL]�D�YL]�FRPSHWLWRUV
S� &RVW�FRPSHWLWLYHQHVV�RI�\RXU�SURGXFW��VHUYLFH�YL]�D�YL]�FRPSHWLWRUV
S� &XVWRPHU�SHUFHSWLRQ�RI�\RXU�SURGXFWV��VHUYLFHV�LQ�PDUNHW�SODFH�YL]�D�YL]�

FRPSHWLWRUV
S� 3HUIRUPDQFH� LQ� WHUPV� RI� QHZ� SURGXFWV�VHUYLFHV�� LQQRYDWLYH� VROXWLRQV�

ODXQFKHG�LQ�ODVW���\HDUV�LQ�FRPSDULVRQ�WR�FRPSHWLWRUV

7KH� UHVXOWV� UHYHDO� WKDW� H[FHSW� IRU� LWHP� S�� DQG� S��� WKH� LWHPV� S��� S�� DQG� S�� KDYH�
VLJQLILFDQWO\�GLIIHUHQW�PHDQV��,WHP�S��LV�VWDWLVWLFDOO\�VLJQLILFDQW�DW�WKH�����OHYHO��ZKHUHDV�
S��DQG�S��SURYH�WKHLU�VLJQLILFDQFH�DW�WKH����OHYHO�
7KH� WDEOH� EHORZ�JLYHV� D� VQDSVKRW� RI� WKH� UHVXOWV� IRU� WKH� K\EULG� VHFWRU�� ,W� FDQ� FOHDUO\� EH�
REVHUYHG�WKDW�WKHUH�H[LVWV�VRPH�GLIIHUHQFH�EHWZHHQ�WKH�WZR�JURXSV�RI�LQGXVWULHV�HYHQ�LQ�
WKH�K\EULG�VHFWRU��)LUPV�ZKLFK�SURYLGH�H[WHQGHG�VHUYLFHV�SHUIRUP�EHWWHU�WKDQ�WKRVH�ZKR�
GR�QRW�SURYLGH�VXFK�VHUYLFHV�
7DEOH�����'HVFULSWLYH�VWDWLVWLFV�RI�WKH�JURXSV�IRU�WKH�K\EULG�VHFWRU��54��
*URXS�6WDWLVWLFV
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W GI 6LJ�����WDLOHG�
S� (TXDO�YDULDQFHV�DVVXPHG ����� �� ����

(TXDO�YDULDQFHV�QRW�DVVXPHG ����� ������ ����
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S� 0DUNHW�VKDUH�JURZWK�UDWH
S� 2YHUDOO�SHUIRUPDQFH�RI�FRPSDQ\�YL]�D�YL]�FRPSHWLWRUV
S� &RVW�FRPSHWLWLYHQHVV�RI�\RXU�SURGXFW��VHUYLFH�YL]�D�YL]�FRPSHWLWRUV
S� &XVWRPHU�SHUFHSWLRQ�RI�\RXU�SURGXFWV��VHUYLFHV� LQ�PDUNHW�SODFH�YL]�D�YL]�

FRPSHWLWRUV
S� 3HUIRUPDQFH� LQ� WHUPV� RI� QHZ� SURGXFWV�VHUYLFHV�� LQQRYDWLYH� VROXWLRQV�

ODXQFKHG�LQ�ODVW���\HDUV�LQ�FRPSDULVRQ�WR�FRPSHWLWRUV
7KH�LWHPV�S���S��DQG�S��VKRZ�VLJQLILFDQWO\�GLIIHUHQW�PHDQV��DV�VHHQ�E\�WKH�YDOXH�RI�6LJ��
���WDLOHG��� 7KH� LWHPV� S��� S�� DQG� S�� DUH� VLJQLILFDQW� DW� WKH� ��� OHYHO�� ZKLOH� LWHP� S�� LV�
VLJQLILFDQW�DW�WKH�����OHYHO��,WHP�S��KRZHYHU��H[KLELWHG�LQVLJQLILFDQW�GLIIHUHQFH�EHWZHHQ�
WKH�WZR�JURXSV�



7DEOH�����&RPSDULVRQ�RI�PHDQV�IRU�WKH�WKUHH�VHFWRUV
&DWHJRU\ 0HDQB6HUYLFH 0HDQB0DQXIDFWXULQJ 0HDQBK\EULG

S� � ���� ���� ����
� ���� ���� �

S� � ���� ���� ����
� ��� ��� ����

S� � ���� ���� ����
� ���� ���� �

S� � ���� ���� ����
� ���� ���� ����

S� � ���� ���� ����
� ��� ��� ����

7DEOH�����&RPSDULVRQ�RI�VLJQLILFDQFH�S��YDOXH��IRU�HTXDOLW\�RI�PHDQV
W�WHVW�IRU�(TXDOLW\�RI�0HDQV

6HUYLFH 0DQXIDFWXULQJ +\EULG
6LJ�����WDLOHG� 6LJ�����WDLOHG� 6LJ�����WDLOHG�

S� (TXDO�YDULDQFHV�DVVXPHG ���� ����� �����
(TXDO�YDULDQFHV�QRW�DVVXPHG ����� ����� �����

S� (TXDO�YDULDQFHV�DVVXPHG ����� ����� �����
(TXDO�YDULDQFHV�QRW�DVVXPHG ����� ����� �����

S� (TXDO�YDULDQFHV�DVVXPHG ����� ����� �����
(TXDO�YDULDQFHV�QRW�DVVXPHG ����� ����� �����

S� (TXDO�YDULDQFHV�DVVXPHG ����� ����� ����
(TXDO�YDULDQFHV�QRW�DVVXPHG ����� ����� �����

S� (TXDO�YDULDQFHV�DVVXPHG ����� � �
(TXDO�YDULDQFHV�QRW�DVVXPHG ����� � �

S� 0DUNHW�VKDUH�JURZWK�UDWH
S� 2YHUDOO�SHUIRUPDQFH�RI�FRPSDQ\�YL]�D�YL]�FRPSHWLWRUV
S� &RVW�FRPSHWLWLYHQHVV�RI�\RXU�SURGXFW��VHUYLFH�YL]�D�YL]�FRPSHWLWRUV
S� &XVWRPHU�SHUFHSWLRQ�RI�\RXU�SURGXFWV��VHUYLFHV�LQ�PDUNHW�SODFH�YL]�D�YL]�FRPSHWLWRUV
S� 3HUIRUPDQFH�LQ�WHUPV�RI�QHZ�SURGXFWV�VHUYLFHV� LQQRYDWLYH�VROXWLRQV�ODXQFKHG�LQ�ODVW���\HDUV�LQ�

FRPSDULVRQ�WR�FRPSHWLWRUV



����� 5HVHDUFK�4XHVWLRQ � �54����
+RZ� DUH� WKH� FRPSRQHQWV� RI� L�6(5925� UHODWHG� WR� WKH� FRPSRQHQWV� RI�
2UJDQL]DWLRQDO�3HUIRUPDQFH�VFDOH"
)XUWKHU� WR�FKHFN� WKH�DVVRFLDWLRQ�EHWZHHQ� WKH� L�6(5925�SDUDPHWHUV�DQG�SHUIRUPDQFH��
DQ�HIIRUW�ZDV�PDGH�WR�FRUUHODWH�WKHVH�GDWD��7KH�FRUUHODWLRQV�ZDV�SHUIRUPHG�LQGHSHQGHQWO\�
IRU� WKH� WKUHH� VHFWRUV� EHWZHHQ� WKH� ��� PRGLILHG� L�6(5925� SDUDPHWHUV� DQG� WKH� ��
SDUDPHWHUV�RI�SHUIRUPDQFH��7KH�FRUUHODWLRQV�VHHP�WR�EH�YHU\�VLJQLILFDQW�IRU�DOO�WKH�WKUHH�
VHFWRUV�LQ�WKH�VHQVH�WKDW�YDOXHV�DUH�VWDWLVWLFDOO\�VLJQLILFDQW��7KH�WDEOHV�EHORZ�JLYH�D�YLHZ�
RI�WKH�FRUUHODWLRQV�DPRQJ�WKH�YDULDEOH�IRU�DOO�WKH�WKUHH�VHFWRUV�
7DEOH�����&RUUHODWLRQ�EHWZHHQ�L�6(5925�SDUDPHWHUV�DQG�SHUIRUPDQFH�LQ�VHUYLFH�VHFWRU�
�54��
&RUUHODWLRQV

S� S� S� S� S�
&VWPUBWUWPQW 3HDUVRQ�

&RUUHODWLRQ
���� ���� ���� ���� ����

6LJ�����WDLOHG� ���� ���� ���� ���� ����
1 ��� ��� ��� ��� ���

(PSOR\HHBHPSZUPQW 3HDUVRQ�
&RUUHODWLRQ

���� ���� ���� ���� ����
6LJ�����WDLOHG� ���� ���� ���� ���� ����
1 ��� ��� ��� ��� ���

6HUYBWHFK 3HDUVRQ�
&RUUHODWLRQ

���� ���� ���� ���� ����
6LJ�����WDLOHG� ���� ���� ���� ���� ����
1 ��� ��� ��� ��� ���

6HUYBIDLOBSUHY 3HDUVRQ�
&RUUHODWLRQ

���� ���� ���� ���� ����
6LJ�����WDLOHG� ���� ���� ���� ���� ����
1 ��� ��� ��� ��� ���

6HUYBYLVLRQ 3HDUVRQ�
&RUUHODWLRQ

���� ���� ���� ���� ����
6LJ�����WDLOHG� ���� ���� ���� ���� ����
1 ��� ��� ��� ��� ���

6HUYBVWGBFRPP 3HDUVRQ�
&RUUHODWLRQ

���� ���� ���� ���� ����
6LJ�����WDLOHG� ���� ���� ���� ���� ����
1 ��� ��� ��� ��� ���



6HUYBIDLOBUFYU\ 3HDUVRQ�
&RUUHODWLRQ

���� ���� ���� ���� ����
6LJ�����WDLOHG� ���� ���� ���� ���� ����
1 ��� ��� ��� ��� ���

6HUYBUZUGV 3HDUVRQ�
&RUUHODWLRQ

���� ���� ���� ���� ����
6LJ�����WDLOHG� ���� ���� ���� ���� ����
1 ��� ��� ��� ��� ���

0,6 3HDUVRQ�
&RUUHODWLRQ

���� ���� ���� ���� ����
6LJ�����WDLOHG� ���� ���� ���� ���� ����
1 ��� ��� ��� ��� ���

6HUYBOGUVKS 3HDUVRQ�
&RUUHODWLRQ

���� ���� ���� ���� ����
6LJ�����WDLOHG� ���� ���� ���� ���� ����
1 ��� ��� ��� ��� ���

6HUYBWUQJ 3HDUVRQ�
&RUUHODWLRQ

���� ���� ���� ���� ����
6LJ�����WDLOHG� ���� ���� ���� ���� ����
1 ��� ��� ��� ��� ���

S� 3HDUVRQ�
&RUUHODWLRQ

� ���� ���� ���� ����
6LJ�����WDLOHG� ���� ���� ���� ����
1 ��� ��� ��� ��� ���

S� 3HDUVRQ�
&RUUHODWLRQ

� ���� ���� ����
6LJ�����WDLOHG� ���� ���� ����
1 ��� ��� ��� ���

S� 3HDUVRQ�
&RUUHODWLRQ

� ���� ����
6LJ�����WDLOHG� ���� ����
1 ��� ��� ���

S� 3HDUVRQ�
&RUUHODWLRQ

� ����
6LJ�����WDLOHG� ����
1 ��� ���

S� 3HDUVRQ�
&RUUHODWLRQ

�
6LJ�����WDLOHG�
1 ���

�&RUUHODWLRQ�VLJQLILFDQW�DW�WKH������OHYHO����WDLOHG�
�&RUUHODWLRQ�VLJQLILFDQW�DW�WKH������OHYHO����WDLOHG�



S� 0DUNHW�VKDUH�JURZWK�UDWH
S� 2YHUDOO�SHUIRUPDQFH�RI�FRPSDQ\�YL]�D�YL]�FRPSHWLWRUV
S� &RVW�FRPSHWLWLYHQHVV�RI�\RXU�SURGXFW��VHUYLFH�YL]�D�YL]�FRPSHWLWRUV
S� &XVWRPHU� SHUFHSWLRQ� RI� \RXU� SURGXFWV�� VHUYLFHV� LQ� PDUNHW� SODFH� YL]�D�YL]�

FRPSHWLWRUV
S� 3HUIRUPDQFH� LQ� WHUPV� RI� QHZ� SURGXFWV�VHUYLFHV�� LQQRYDWLYH� VROXWLRQV�

ODXQFKHG�LQ�ODVW���\HDUV�LQ�FRPSDULVRQ�WR�FRPSHWLWRUV
>&VWPUBWUWPQW�  �&XVWRPHU� WUHDWPHQW�� (PSOR\HHBHPSZUPQW�  (PSOR\HH� HPSRZHUPHQW��
6HUYBWHFK� �6HUYLFH�WHFKQRORJ\��6HUYBIDLOBSUHY� �6HUYLFH IDLOXUH�SUHYHQWLRQ��6HUYBYLVLRQ�
 �6HUYLFH�YLVLRQ��6HUYBVWGBFRPP� �6HUYLFH�VWDQGDUG�FRPPXQLFDWLRQ��6HUYBIDLOBUFYU\� �
6HUYLFH� IDLOXUH� UHFRYHU\�� 6HUYBUZUGV�  � 6HUYLFH� UHZDUGV�� 6HUYBOGUVKS�  � 6HUYLFH�
OHDGHUVKLS��6HUYBWUQJ� �6HUYLFH�WUDLQLQJ��0,6� �0DQDJHPHQW ,QIRUPDWLRQ�6\VWHP@
7DEOH�����&RUUHODWLRQ�EHWZHHQ�L�6(5925�SDUDPHWHUV�DQG�SHUIRUPDQFH�LQ�PDQXIDFWXULQJ�
VHFWRU��54��
&RUUHODWLRQV

S� S� S� S� S�
&VWPUBWUWPQW 3HDUVRQ�&RUUHODWLRQ ���� ���� ���� ���� ����

6LJ�����WDLOHG� ���� ���� ���� ���� ����
1 ��� ��� ��� ��� ���

(PSOR\HHBHPSZ
UPQW

3HDUVRQ�&RUUHODWLRQ ���� ���� ���� ���� ����

6LJ�����WDLOHG� ���� ���� ���� ���� ����
1 ��� ��� ��� ��� ���

6HUYBWHFK 3HDUVRQ�&RUUHODWLRQ ���� ���� ���� ���� ����
6LJ�����WDLOHG� ���� ���� ���� ���� ����
1 ��� ��� ��� ��� ���

6HUYBIDLOBSUHY 3HDUVRQ�&RUUHODWLRQ ���� ���� ���� ���� ����
6LJ�����WDLOHG� ���� ���� ���� ���� ����
1 ��� ��� ��� ��� ���

6HUYBYLVLRQ 3HDUVRQ�&RUUHODWLRQ ���� ���� ���� ���� ����
6LJ�����WDLOHG� ���� ���� ���� ���� ����
1 ��� ��� ��� ��� ���

6HUYBVWGBFRPP 3HDUVRQ�&RUUHODWLRQ ���� ���� ���� ���� ����
6LJ�����WDLOHG� ���� ���� ���� ���� ����
1 ��� ��� ��� ��� ���

6HUYBIDLOBUFYU\ 3HDUVRQ�&RUUHODWLRQ ���� ���� ���� ���� ����
6LJ�����WDLOHG� ���� ���� ���� ���� ����



1 ��� ��� ��� ��� ���
6HUYBUZUGV 3HDUVRQ�&RUUHODWLRQ ���� ���� ���� ���� ����

6LJ�����WDLOHG� ���� ���� ���� ���� ����
1 ��� ��� ��� ��� ���

0,6 3HDUVRQ�&RUUHODWLRQ ���� ���� ���� ���� ����
6LJ�����WDLOHG� ���� ���� ���� ���� ����
1 ��� ��� ��� ��� ���

6HUYBOGUVKS 3HDUVRQ�&RUUHODWLRQ ���� ���� ���� ���� ����
6LJ�����WDLOHG� ���� ���� ���� ���� ����
1 ��� ��� ��� ��� ���

6HUYBWUQJ 3HDUVRQ�&RUUHODWLRQ ���� ���� ���� ���� ����
6LJ�����WDLOHG� ���� ���� ���� ���� ����
1 ��� ��� ��� ��� ���

S� 3HDUVRQ�&RUUHODWLRQ � ���� ���� ���� ����
6LJ�����WDLOHG� ���� ���� ���� ����
1 ��� ��� ��� ��� ���

S� 3HDUVRQ�&RUUHODWLRQ � ���� ���� ����
6LJ�����WDLOHG� ���� ���� ����
1 ��� ��� ��� ���

S� 3HDUVRQ�&RUUHODWLRQ � ���� ����
6LJ�����WDLOHG� ���� ����
1 ��� ��� ���

S� 3HDUVRQ�&RUUHODWLRQ � ����
6LJ�����WDLOHG� ����
1 ��� ���

S� 3HDUVRQ�&RUUHODWLRQ �
6LJ�����WDLOHG�
1 ���

�&RUUHODWLRQ�VLJQLILFDQW�DW�WKH������OHYHO����WDLOHG�
�&RUUHODWLRQ�VLJQLILFDQW�DW�WKH������OHYHO����WDLOHG�
S� 0DUNHW�VKDUH�JURZWK�UDWH
S� 2YHUDOO�SHUIRUPDQFH�RI�FRPSDQ\�YL]�D�YL]�FRPSHWLWRUV
S� &RVW�FRPSHWLWLYHQHVV�RI�\RXU�SURGXFW��VHUYLFH�YL]�D�YL]�FRPSHWLWRUV
S� &XVWRPHU�SHUFHSWLRQ�RI�\RXU�SURGXFWV��VHUYLFHV�LQ�PDUNHW�SODFH�YL]�D�YL]�FRPSHWLWRUV
S� 3HUIRUPDQFH�LQ�WHUPV�RI�QHZ�SURGXFWV�VHUYLFHV��LQQRYDWLYH�VROXWLRQV�ODXQFKHG�LQ�ODVW���\HDUV�LQ�

FRPSDULVRQ�WR�FRPSHWLWRUV
>&VWPUBWUWPQW�  �&XVWRPHU� WUHDWPHQW�� (PSOR\HHBHPSZUPQW�  (PSOR\HH� HPSRZHUPHQW��
6HUYBWHFK� �6HUYLFH�WHFKQRORJ\��6HUYBIDLOBSUHY� �6HUYLFH IDLOXUH�SUHYHQWLRQ��6HUYBYLVLRQ�
 �6HUYLFH�YLVLRQ��6HUYBVWGBFRPP� �6HUYLFH�VWDQGDUG�FRPPXQLFDWLRQ��6HUYBIDLOBUFYU\� �



6HUYLFH� IDLOXUH� UHFRYHU\�� 6HUYBUZUGV�  � 6HUYLFH� UHZDUGV�� 6HUYBOGUVKS�  � 6HUYLFH�
OHDGHUVKLS��6HUYBWUQJ� �6HUYLFH�WUDLQLQJ��0,6� �0DQDJHPHQW ,QIRUPDWLRQ�6\VWHP@
7DEOH�����&RUUHODWLRQ�EHWZHHQ�L�6(5925�SDUDPHWHUV�DQG�SHUIRUPDQFH�LQ�³K\EULG´�
VHFWRU��54��
&RUUHODWLRQV

S� S� S� S� S�
&VWPUBWUWPQW 3HDUVRQ�&RUUHODWLRQ ���� ���� ���� ���� ����

6LJ�����WDLOHG� ���� ���� ���� ���� ����
1 �� �� �� �� ��

(PSOR\HHBHPSZUPQW 3HDUVRQ�&RUUHODWLRQ ���� ���� ���� ���� ����
6LJ�����WDLOHG� ���� ���� ���� ���� ����
1 �� �� �� �� ��

6HUYBWHFK 3HDUVRQ�&RUUHODWLRQ ���� ���� ���� ���� ����
6LJ�����WDLOHG� ���� ���� ���� ���� ����
1 �� �� �� �� ��

6HUYBIDLOBSUHY 3HDUVRQ�&RUUHODWLRQ ���� ���� ���� ���� ����
6LJ�����WDLOHG� ���� ���� ���� ���� ����
1 �� �� �� �� ��

6HUYBYLVLRQ 3HDUVRQ�&RUUHODWLRQ ���� ���� ���� ���� ����
6LJ�����WDLOHG� ���� ���� ���� ���� ����
1 �� �� �� �� ��

6HUYBVWGBFRPP 3HDUVRQ�&RUUHODWLRQ ���� ���� ���� ���� ����
6LJ�����WDLOHG� ���� ���� ���� ���� ����
1 �� �� �� �� ��

6HUYBIDLOBUFYU\ 3HDUVRQ�&RUUHODWLRQ ���� ���� ���� ���� ����
6LJ�����WDLOHG� ���� ���� ���� ���� ����
1 �� �� �� �� ��

6HUYBUZUGV 3HDUVRQ�&RUUHODWLRQ ���� ���� ���� ���� ����
6LJ�����WDLOHG� ���� ���� ���� ���� ����
1 �� �� �� �� ��

0,6 3HDUVRQ�&RUUHODWLRQ ���� ���� ���� ���� ����
6LJ�����WDLOHG� ���� ���� ���� ���� ����
1 �� �� �� �� ��

6HUYBOGUVKS 3HDUVRQ�&RUUHODWLRQ ���� ���� ���� ���� ����
6LJ�����WDLOHG� ���� ���� ���� ���� ����
1 �� �� �� �� ��

6HUYBWUQJ 3HDUVRQ�&RUUHODWLRQ ���� ���� ���� ���� ����
6LJ�����WDLOHG� ���� ���� ���� ���� ����
1 �� �� �� �� ��



S� 3HDUVRQ�&RUUHODWLRQ � ���� ���� ���� ����
6LJ�����WDLOHG� ���� ���� ���� ����
1 �� �� �� �� ��

S� 3HDUVRQ�&RUUHODWLRQ � ���� ���� ����
6LJ�����WDLOHG� ���� ���� ����
1 �� �� ��

S� 3HDUVRQ�&RUUHODWLRQ � ���� ����
6LJ�����WDLOHG� ���� ����
1 �� �� ��

S� 3HDUVRQ�&RUUHODWLRQ � ����
6LJ�����WDLOHG� ����
1 �� ��

S� 3HDUVRQ�&RUUHODWLRQ �
6LJ�����WDLOHG�
1 ��

�&RUUHODWLRQ�VLJQLILFDQW�DW�WKH������OHYHO����WDLOHG�
�&RUUHODWLRQ�VLJQLILFDQW�DW�WKH������OHYHO����WDLOHG�

S� 0DUNHW�VKDUH�JURZWK�UDWH����
S� 2YHUDOO�SHUIRUPDQFH�RI�FRPSDQ\�YL]�D�YL]�FRPSHWLWRUV
S� &RVW�FRPSHWLWLYHQHVV�RI�\RXU�SURGXFW��VHUYLFH�YL]�D�YL]�FRPSHWLWRUV
S� &XVWRPHU�SHUFHSWLRQ�RI�\RXU�SURGXFWV��VHUYLFHV�LQ�PDUNHW�SODFH�YL]�D�YL]�FRPSHWLWRUV
S� 3HUIRUPDQFH� LQ� WHUPV� RI� QHZ� SURGXFWV�VHUYLFHV�� LQQRYDWLYH� VROXWLRQV� ODXQFKHG� LQ ODVW� �� \HDUV� LQ�

FRPSDULVRQ�WR�FRPSHWLWRUV

>&VWPUBWUWPQW�  �&XVWRPHU� WUHDWPHQW�� (PSOR\HHBHPSZUPQW�  (PSOR\HH� HPSRZHUPHQW��
6HUYBWHFK� �6HUYLFH�WHFKQRORJ\��6HUYBIDLOBSUHY� �6HUYLFH IDLOXUH�SUHYHQWLRQ��6HUYBYLVLRQ�
 �6HUYLFH�YLVLRQ��6HUYBVWGBFRPP� �6HUYLFH�VWDQGDUG�FRPPXQLFDWLRQ��6HUYBIDLOBUFYU\� �
6HUYLFH� IDLOXUH� UHFRYHU\�� 6HUYBUZUGV�  � 6HUYLFH� UHZDUGV�� 6HUYBOGUVKS�  � 6HUYLFH�
OHDGHUVKLS��6HUYBWUQJ� �6HUYLFH�WUDLQLQJ��0,6� �0DQDJHPHQW ,QIRUPDWLRQ�6\VWHP@

����&KDSWHU�6XPPDU\
7KH�PDLQ�SXUSRVH�RI�WKLV�FKDSWHU�ZDV�WR�GLVFXVV�WKH�VWDWLVWLFDO�ILQGLQJV�RI�WKH�VWXG\��7KLV�
FKDSWHU�SUHVHQWHG GHVFULSWLRQ�RI�VDPSOH��GHVFULSWLYH�VWDWLVWLFV�RI�YDULDEOHV�DQG DQDO\VLV�RI�



WKH�GDWD�DQG�UHSRUWHG UHVXOWV�RI�WKH�DQDO\VLV�RI�UHVHDUFK�TXHVWLRQV��7KH�QH[W�FKDSWHU�ZLOO�
SUHVHQW�WKH�GLVFXVVLRQ�RI�WKH�ILQGLQJV�DQG�VXPPDU\�RI�SURFHGXUHV�



&KDSWHU��
6XPPDU\�DQG�'LVFXVVLRQV

����,QWURGXFWLRQ
7KLV� FKDSWHU� FRYHUV� VXPPDU\� RI� SURFHGXUHV� DQG� IXUWKHU GLVFXVVHV WKH� ILQGLQJV� IRUP�
WKHRUHWLFDO� DQG� SUDFWLFDO� SHUVSHFWLYHV�� 7KH� VHFWLRQ� RQ� 6XPPDU\� RI� SURFHGXUHV� EULHIO\�
GHVFULEHV� WKH�SURFHGXUHV�XVHG� LQ� WKH�VWXG\�DQG�IXUWKHU�VXPPDUL]HV� WKH�PHWKRGV�XVHG� LQ�
WKLV�VWXG\��6XPPDU\ RI� ILQGLQJV�SURYLGH GHWDLOHG�GLVFXVVLRQ�EDVHG�RQ�VWDWLVWLFDO� ILQGLQJ�
DV EURXJKW�RXW�LQ�&KDSWHU����ZLWK�UHIHUHQFH�WR�UHVHDUFK�TXHVWLRQV�WHVWHG�LQ�WKLV�VWXG\��

����6XPPDU\�RI�SURFHGXUHV
7KH�SULPDU\�SXUSRVH�RI� WKH�VWXG\�ZDV�WR�GHWHUPLQH�WKH� LPSDFW�RI�VHUYLFH�RULHQWDWLRQ�RQ�
RUJDQL]DWLRQDO� SHUIRUPDQFH�� LQGHSHQGHQWO\� IRU� WKH� LQGXVWULDO� VHJPHQW� ZKLFK� SURYLGHV�
VHUYLFH��WKH�LQGXVWULDO�VHJPHQW�ZKLFK�LV�DVVRFLDWHG�ZLWK�PDQXIDFWXULQJ�DFWLYLWLHV�DQG�WKH�
VHJPHQW�DVVRFLDWHG�ZLWK�ERWK�VHUYLFH�DQG�PDQXIDFWXULQJ�DFWLYLWLHV��7KH�VWXG\�H[DPLQHV�
WKH� FDXVDOLW\� RI� WKLV� DVVRFLDWLRQ� H[FOXVLYHO\� LQ WKH� ,QGLDQ� FRQWH[W�� 7KH� LPSRUWDQFH� RI�
VHUYLFH�RULHQWDWLRQ�LV�IXUWKHU�KLJKOLJKWHG�LQ�WKLV�VWXG\�ZKHQ�WKH�VWXG\�UHYHDOV�GLIIHUHQWLDO�
SHUIRUPDQFH�LQGLFDWLRQV�IRU�RUJDQL]DWLRQV�ZKLFK�SURYLGH�DGGLWLRQDO�VHUYLFH �VSHFLILFDOO\��
RUJDQL]DWLRQV�HQJDJHG�ZLWK�6HUYLFHV�VXSSRUWLQJ�3URGXFWV��663� DQG 6HUYLFHV�VXSSRUWLQJ�
&XVWRPHUV��66&���7KLV�VHFWLRQ�RI�DQDO\VLV�DOVR�UHYHDOV�WKH�SHUIRUPDQFH�RXWFRPHV� IRU�WKH�
WKUHH� W\SHV� RI� RUJDQL]DWLRQV�� 7KH� ILQGLQJV� GR� SURYLGH� D� VROLG� EDFNERQH� WR� VWDWH� WKDW�
³RUJDQL]DWLRQV� ZKLFK� DUH� PRUH� VHUYLFH� RULHQWHG� DUH� DVVRFLDWHG� ZLWK� KLJKHU� OHYHOV� RI�
SHUIRUPDQFH´�� 7KH� ILQGLQJ� EHLQJ� H[SODLQHG�� DQ� DWWHPSW� LV� PDGH� WR� ILQG� WKH� IDFWRUV� RI�
VHUYLFH� RULHQWDWLRQ� ZKLFK� LV� DVVRFLDWHG� ZLWK� SHUIRUPDQFH�� )RU� WKLV� SXUSRVH� D� VLPSOH�
FRUUHODWLRQ� ZDV� SHUIRUPHG� EHWZHHQ� WKH� ��� IDFWRUV� RI� VHUYLFH� RULHQWDWLRQ DV� SHU� L�
6(5925�VFDOH��DQG� WKH���SDUDPHWHUV�RI�SHUIRUPDQFH��7KH�SHUIRUPDQFH�VFDOH�FRYHUHG�
WKH� ILYH� GLIIHUHQW� DVSHFWV�� PDUNHW� VKDUH� JURZWK� UDWH�� RYHUDOO� SHUIRUPDQFH� RI� FRPSDQ\��
FRVW� FRPSHWLWLYHQHVV� RI� SURGXFW�� VHUYLFH�� FXVWRPHU� SHUFHSWLRQ� RI� SURGXFWV�� VHUYLFHV� LQ�



PDUNHW� SODFH� DQG SHUIRUPDQFH� LQ� WHUPV� RI� QHZ� SURGXFWV�VHUYLFHV�� LQQRYDWLYH� VROXWLRQV�
ODXQFKHG� LQ� ODVW� �� \HDUV� LQ� FRPSDULVRQ� WR� FRPSHWLWRUV�� 7KH� ILYH� FRPSRQHQWV� IRU�
SHUIRUPDQFH� PHDVXUHPHQW� VFDOH ZHUH� LGHQWLILHG LQ�OLQH� ZLWK� %DODQFH� 6FRUH� FDUG�
DSSURDFK� WKDW� QRW� RQO\� WKH� SUHVHQW� SHUIRUPDQFH EXW� DOVR� WKH� IXWXUH� VFRSH� RI� WKH�
RUJDQL]DWLRQDO�SHUIRUPDQFH�LV�FRYHUHG�
����� TXHVWLRQQDLUHV� GLVSDWFKHG� WR�PHGLXP� DQG� ODUJH� LQGXVWULHV��:LGH� YDULHW\� RI� ILUPV�
LQFOXGLQJ�$XWRPRELOH�� %DQN� DQG )LQDQFLDO� VHUYLFHV�� &HPHQW�� &HUDPLFV� DQG $EUDVLYHV��
&KHPLFDOV�� (OHFWULFDO� DQG (OHFWURQLFV�� +HDY\� (QJLQHHULQJ� DQG (TXLSPHQW�� ,QGXVWULDO�
&RQVWUXFWLRQ��,7�DQG 6RIWZDUH��0HWDOV�DQG 6WHHO��3HWUROHXP��3HWURFKHP�DQG 3ODVWLFV�DQG�
RWKHU�VHUYLFHV�HWF��ZHUH�FRYHUHG E\ WKH�TXHVWLRQQDLUH�VXUYH\��)XUWKHU��K\EULG WKH�SULYDWH�
DQG�SXEOLF�VHFWRU�XQGHUWDNLQJV�ZHUH�FRYHUHG��)XUWKHU��WKH�UHVSRQVHV�ZHUH�H[DPLQHG�DQG�
WKRVH� ZLWK� D� QHDU� FRQVWDQW� OHYHO� RI� VWDQGDUG� GHYLDWLRQ� ZHUH� H[FOXGHG� VR� DV� WR� HQJXOI�
FKXQN� RI� WKH� YDULDWLRQ� RI� WKH� RUJDQL]DWLRQV�� 7KLV� OHIW� XV� ZLWK� ���� YDOLG� UHVSRQVHV� WR�
SURFHHG�ZLWK�WKH�VWXG\��7KH�6WDWLVWLFDO�3DFNDJH�IRU�6RFLDO�6FLHQFH��6366� YHUVLRQ��� ZDV�
XVHG�WR�FRPSXWH�DQG�DQDO\]H�WKH�GDWD�FROOHFWHG��)XUWKHU�FRUUHODWLRQ�DQDO\VLV�DQG�PXOWLSOH�
UHJUHVVLRQ� DQDO\VLV� ZHUH� SHUIRUPHG� XVLQJ� WKH� VDPH� SDFNDJH�� 06� ([FHO� DOVR� SURYHG�
KHOSIXO�LQ�DQDO\]LQJ�WKH�LVVXHV�UHODWHG�WR�WKH�UHVHDUFK�ZRUN�

����6XPPDU\�RI�ILQGLQJV

������5HVHDUFK�TXHVWLRQ��
µ,V� WKHUH�DQ\�GLIIHUHQFH�EHWZHHQ� WKH� OHYHOV�RI�VHUYLFH�RULHQWDWLRQ�DFURVV� WKH� WKUHH�VHW�RI�
LQGXVWULHV �VHUYLFH��PDQXIDFWXULQJ�DQG�K\EULG�"¶�
6HUYLFH�RULHQWDWLRQ�VFRUHV�IRU�WKH�WKUHH�VHFWRUV�ZHUH�GHULYHG�LQGHSHQGHQWO\�DQG�D�VLPSOH�
DYHUDJH�ZDV�HQXPHUDWHG�IRU�WKH�WKUHH�VHFWRUV��
7KH�UHVXOWV�DUH�GLVFXVVHG�EHORZ�

x 7KH� UHVXOWV� VKRZ� PLQRU� GLIIHUHQFHLQ� WKH� PHDQ� VFRUHV� RI� VHUYLFH� RULHQWDWLRQ�
EHWZHHQ�WKUHH�VHWV�RI�LQGXVWULHV�L�H��VHUYLFH�PDQXIDFWXULQJ�DQG�K\EULG���)���������
 � ������ S�������7KH� UHVXOWV� DOVR� UHYHDO� WKDW� WKH� YDULDWLRQV� RI� VHUYLFH� RULHQWDWLRQ�



VFRUHV� DFURVV� WKH� WKUHH� JURXSV� DUH� QRW� KRPRJHQRXV�7KH�$129$� UHVXOW� UHYHDOV�
WKDW� D� VLJQLILFDQW� VKDUH� RI� YDULDWLRQ� LV� DVVRFLDWHG�ZLWK� ³ZLWKLQ� JURXS�YDULDWLRQ´��
ZLWK�D�PLQRU�YDULDWLRQ�H[LVWLQJ�³EHWZHHQ�JURXSV´�

x 7KH�VHUYLFH�VHFWRU�ILUPV�ZHUH�FODVVLILHG�LQWR�WZR�JURXSV��SXEOLF�DQG�SULYDWH�DQG�DQ�
LQGHSHQGHQW�VDPSOH�W�WHVW�ZDV�SHUIRUPHG�WR�FKHFN�IRU�DQ\�GLIIHUHQFH�EHWZHHQ�WKH�
WZR�JURXSV�7KH�LQGHSHQGHQW�W�WHVW�UHYHDOV�WKDW�WKHUH�LV�QRW�PXFK�RI�D�GLIIHUHQFH�LQ�
L�6(5925�VFRUHV�RI�WKH�SXEOLF�DQG�WKH�SULYDWH�HQWHUSULVHV��DV�WKH�PHDQ OHYHO�RI�
L�6(5925�VFRUH� IRU� WKH�SXEOLF� HQWHUSULVHV� DUH� QRW� VLJQLILFDQWO\�GLIIHUHQW� IURP�
WKRVH� RI� WKH� SULYDWH� HQWHUSULVHV� 7KLV� UHVXOW� FRUURERUDWHV� WKDW PDQDJHPHQW�
FRQFHSWV�VXFK�DV�VHUYLFH�RULHQWDWLRQ��ZKLFK�KDYH�WKHLU�RULJLQV�LQ�WKH�SULYDWH�VHFWRU��
KDYH�JDLQHG�LQFUHDVLQJ�LPSRUWDQFH�LQ�SXEOLF�VHFWRU�VHWWLQJV��0DUVKDOO HW�DO ������
0F1XOW\�HW�DO��������3DDUOEHUJ��������

x )XUWKHU�� RQH�ZD\�$129$�XVHG� WR� XQGHUVWDQG� WKH� GLIIHUHQFH� EHWZHHQ� OHYHOV� RI�
VHUYLFH�RULHQWDWLRQ�DFURVV�WKH�VL[�VXE�JURXSV��KHDOWKFDUH�VHUYLFHV��ORJLVWLFV�DQG�H�
FRPPHUFH�VHUYLFHV��ILQDQFLDO�VHUYLFHV�DQG�LQVXUDQFH��,7�VHUYLFHV��WHOHFRP�VHUYLFHV�
DQG�RWKHU�VHUYLFHV���UHYHDOV�WKDW�WKHUH�LV�VLJQLILFDQW�GLIIHUHQFH�EHWZHHQ�WKH�JURXSV�
DW�WKH�����OHYHO��IXUWKHU�LW�FDQ�DOVR�EH�QRWHG�WKDW�WKH�L�6(5925�VFRUHV�IRU�WKH�
WHOHFRP�VHUYLFHV�DUH�KLJKHU�WKDQ�WKH�UHVW�RI�WKH�FDWHJRULHV��WKLV�JLYHV�WKH�LGHD�WKDW�
WHOHFRP�VHUYLFH�SURYLGHV�DUH�WKH�PRVW�VHUYLFH�RULHQWHG�FOXVWHU�LQ�WKH�VWXG\��WKLV�LV�
IROORZHG� E\� WKH� ,7� VHUYLFH� SURYLGHUV�ZKR� DUH� FORVHO\� IROORZHG� E\� WKH� ILQDQFLDO�
VHUYLFH�DQG�LQVXUDQFH�JURXS��

x $OLNH�WKH�VHUYLFH�VHFWRU��WKH�LQGXVWULHV�LQ�WKH�PDQXIDFWXULQJ�VHFWRU�ZHUH�FODVVLILHG�
LQWR� WZR� JURXSV�� SXEOLF� DQG� SULYDWH� DQG� DQ� LQGHSHQGHQW� VDPSOH� W� WHVW� ZDV�
SHUIRUPHG�WR�FKHFN�IRU�DQ\�GLIIHUHQFH�EHWZHHQ�WKH�WZR�JURXSV��UHYHOV�WKDW�WKHUH�LV�
SUHVHQFH�RI�VLJQLILFDQW�GLIIHUHQFH�EHWZHHQ�WKH�SXEOLF�DQG�WKH�SULYDWH�HQWHUSULVHV�LQ�
WKH�PDQXIDFWXULQJ�VHFWRU��7KH�SULYDWH�HQWHUSULVHV�DUH�PRUH�VHUYLFH�RULHQWHG� WKDQ�
WKHLU�SXEOLF�FRXQWHUSDUWV�DV�VHHQ�E\�WKH�YDOXH�RI� WKH�L�6(5925�VFRUHV��7KLV� LV�
DQ� LQWHUHVWLQJ� ILQGLQJ� LQ� WKH� VHQVH� WKDW� LW� UHYHDOV� WKDW� WKH� SULYDWH�PDQXIDFWXULQJ�
HQWHUSULVHV�VFRUHV�RQ�VHUYLFH�RULHQWDWLRQ�DUH�RQ D�KLJKHU�PDJQLWXGH DV�FRPSDUHG�WR�



SXEOLF�VHFWRU�7KLV�LV�LQ�OLQH�ZLWK�UHVHDUFK�RI�,QGLDQ�PDQXIDFWXULQJ�ILUPV�E\�3RSOL��
DQG 5L]YL� ������ DQG�LQ�D�8.�SXEOLF�VHFWRU�VWXG\�E\�&DHPPHUHU�HW�DO��������

������5HVHDUFK�TXHVWLRQ �
µ'RHV�VHUYLFH�RULHQWDWLRQ�KDV DQ\� LPSDFW�RQ�RUJDQL]DWLRQDO�SHUIRUPDQFH� IRU� WKH�VHUYLFH�
VHFWRU�PDQXIDFWXULQJ�VHFWRU DQG�K\EULG VHFWRU UHVSHFWLYHO\"¶�7KLV�5HVHDUFK�TXHVWLRQ WHVWV�
WKH� FDXVDOLW\� RI� DVVRFLDWLRQ� EHWZHHQ� WKH� SDUDPHWHUV� RI� VHUYLFH� RULHQWDWLRQ� DQG� WKDW� RI�
SHUIRUPDQFH�IRU�WKH�VHUYLFH�VHFWRU��

x 7KH�PRGHO� VXPPDU\� IRU WKH� VHUYLFH� VHFWRU UHYHDOV� WKH� YDOXH� RI� 5� VTXDUH� WR� EH�
������LQ�RWKHU�ZRUGV�L�6(5925�SDUDPHWHUV�H[SODLQ DERXW�����RI�WKH�YDULDQFH�LQ�
RUJDQL]DWLRQDO�SHUIRUPDQFH��7KH�S�YDOXH�RU�WKH�SUREDELOLW\�YDOXH�LV�VLJQLILFDQW��S�
YDOXH ��������ZKLFK�JLYHV�WKH�LGHD�WKDW�IRU�DOPRVW�DOO�SRVVLEOH�FDVHV�WKH�VWUXFWXUH�
RI�WKH�UHVXOWV�REWDLQHG�ZLOO�QRW�YDU\��7KH�UHVXOWV�VKRZ�WKDW�WKH�SUHGLFWRUV�FXVWRPHU�
WUHDWPHQW� �ȕ�  ������ S ������� VHUYLFH� WHFKQRORJ\� �ȕ�  ������ S ������ VLJQLILFDQWO\�
SUHGLFWV� EXON� RI� WKH� YDULDELOLW\� LQ� SHUIRUPDQFH�� 7KH� SUHGLFWRU� 0,6� �ȕ � �������
S ������ LV� DOVR� VLJQLILFDQW�DW����� OHYHO� 0RVW�RI� WKH�DYDLODEOH� OLWHUDWXUHV�RQ� WKH�
VHUYLFH� RULHQWDWLRQ� FRQFHSW� VXJJHVW� WKDW� D� FXVWRPHU�IRFXVHG� VHUYLFH� RULHQWDWLRQ�
KDV D�SRVLWLYH�LPSDFW�RQ�VHUYLFH�SHUIRUPDQFH��H�J��&UDQ��������+RJDQHW�DO��������
/\WOHHW�DO��������6FKQHLGHUHW�DO��������:HEVWHU�������

x 7KH�YDOXH�RI�5�VTXDUH�ZDV�IRXQG�WR�EH������IRU�WKH�PDQXIDFWXULQJ�VHFWRU��ZKLFK�
JLYHV� WKH� LQGLFDWLRQ� WKDW� WKHUH� H[LVWV� TXDOLW\� FDXVDO� DVVRFLDWLRQ� EHWZHHQ� VHUYLFH�
RULHQWDWLRQ�DQG�SHUIRUPDQFH�LQ�WKLV VHFWRU� 7KLV�UHVXOW�DOVR�DGGV�WR�WKH�SRLQW�WKDW�
WKH� L�6(5925� VFDOH� LV� DOVR� DSSOLFDEOH� LQ� WKH� FRQWH[W� RI� PDQXIDFWXULQJ�
LQGXVWULHV�� 7KH� PRGHO� LQGLFDWHV� WKDW� WKH� SUHGLFWRUV� HPSOR\HH� HPSRZHUPHQW� �ȕ�
 ������S ������ VHUYLFH� WHFKQRORJ\� �ȕ� ������S ������DQG�VHUYLFH� IDLOXUH� UHFRYHU\�
�ȕ�  ������ S ������ VLJQLILFDQWO\� SUHGLFWV� SHUIRUPDQFH�� )XUWKHU�� VHUYLFH� IDLOXUH�
SUHYHQWLRQ� �ȕ�  ������ S ������ DQG�0,6� �ȕ�  ������ S ������ DOVR� KDYH� D� VLJQLILFDQW�
SUHGLFWLQJ� FDSDFLW\� �DW� ���� OHYHO��� )XUWKHU�� WKH� FRPSHWLWLYH� EXVLQHVV� VHWXS� KDV�
DOVR� SURYLGHG� HQKDQFHG� UROH� IRU�0,6��7KLV� UHVXOWV� DUH� VXSSRUWHG� E\�9RLJW HW� DO
��������ZKR VWXGLHG�WKH�HIIHFWV�RI�0DUNHW�DQG�6HUYLFH�2ULHQWDWLRQ�RQ�WKH�6XFFHVV�



RI�6ROXWLRQ�3URYLGHUV�LQ�WKH�*HUPDQ�0DQXIDFWXULQJ�6HFWRU�DQG�DUJXHG�WKDW�LQ�WKH�
PDQXIDFWXULQJ� LQGXVWU\�� DV� FRPELQDWLRQ� RI� SURGXFWV� DQG� VHUYLFHV RIIHUV� D� KXJH�
GLIIHUHQWLDWLRQ�IDFWRU�DQG�WKHUH�LV�WKH�QHHG�IRU�D�VKLIW�IURP�D�SURGXFW�FHQWULF�YLHZ�
WRZDUGV�D�VHUYLFH�GRPLQDQW�SHUVSHFWLYH�

x 7KH� UHJUHVVLRQ� UHVXOW� GHOLYHUHG� DQ� 5� VTXDUH� RI� ���� IRU� WKH� K\EULG� VHFWRU�� 7KH�
UHVXOWV� UHYHDO� WKDW� VHUYLFH� WHFKQRORJ\� �ȕ�  ������ S ������ VHUYLFH� YLVLRQ� �ȕ� ������
S ������ DQG� VHUYLFH� UHZDUGV� �ȕ�  ������ S ������ IDLUO\� SUHGLFWV� SHUIRUPDQFH�� 7KH�
SRVLWLYH� DVVRFLDWLRQ� EHWZHHQ� WKHVH� WKUHH� DQG� SUHGLFWDQW SURYLGHV� D� VWURQJ�
FRQFHSWXDO�EDFNLQJ��7KLV� UHVXOW�FDQ�EH�H[SODLQHG�RQ� WKH�JURXQGV� WKDW�� WKH� VHFWRU�
SRVVHVVHV� FKDUDFWHULVWLFV� K\EULG RI� PDQXIDFWXULQJ� DQG� VHUYLFH�� YL]�� LW� FDQ� EH�
LQWHUSUHWHG�DV�PDQXIDFWXULQJ�RUJDQL]DWLRQV�ZKLFK�H[KLELW�SURSHUWLHV�RI�VHUYLFH���

����� 5HVHDUFK�TXHVWLRQ�
µ'R RUJDQL]DWLRQV� ZKLFK� SURYLGH� H[WHQGHG� VHUYLFHV� UHODWHG� WR� VXSSRUW� RI� WKH� FOLHQW¶V�
DFWLRQV� �66&�� LQ� WKH�VHUYLFH� VHFWRU��SHUIRUP�EHWWHU� WKDQ� WKRVH�ZKR�GR�QRW�SURYLGH�VXFK�
VHUYLFH"¶
$� W�WHVW�ZDV� SHUIRUPHG� WR� DVVHVV� WKH� GLIIHUHQFH� EHWZHHQ� WKH� SHUIRUPDQFH� OHYHOV� RI� WKH�
JURXS� RI� RUJDQL]DWLRQV� DERYH� WKH� PHGLDQ�� DQG� WKRVH� EHORZ� WKH� PHGLDQ� OHYHO� �IRU� WKH�
VHUYLFH�VHFWRU���

x 7KH� WHVW�ZDV� SHUIRUPHG�� WR� DQDO\]H WKH� VWUXFWXUH� RI� SHUIRUPDQFH� DW�PLFUR� OHYHO�
�IRU�HDFK�RI�WKH�FRPSRQHQWV�RI�SHUIRUPDQFH���7KLV�5HVHDUFK�TXHVWLRQ H\HG�DW�WKH�
GLIIHUHQWLDO�SHUIRUPDQFH�WKDW�H[LVW��LI�DQ\��LQ�WKH�VHUYLFH�VHFWRU��IRU�RUJDQL]DWLRQV�
ZKLFK�SURYLGH�H[WHQGHG�µVHUYLFHV�LQ�VXSSRUW�RI�FOLHQW¶ �66&��

x 7KH�UHVXOWV�IRU�WKH�W�WHVW�UHYHDO�WKDW�IRXU�RXW�RI�WKH�ILYH�LWHPV�RI�SHUIRUPDQFH��S���
S���S���S���KDYH� WKH�PHDQV� VLJQLILFDQWO\� GLIIHUHQW� IURP� WKH�FRXQWHUSDUW� �DW� ����
OHYHO�RI�VLJQLILFDQFH��VD\��IRU�S��WKH�YDOXH�RI�6LJ�����WDLOHG��LV������ZKLFK�PDNHV�
XV� FRQFOXGH� WKDW� WKHUH� LV� VLJQLILFDQW� GLIIHUHQFH� EHWZHHQ� WKH� PHDQ� YDOXH� RI�
SHUIRUPDQFH�IRU�WKH�JURXS�RI�RUJDQL]DWLRQV�O\LQJ�DERYH�WKH�PHGLDQ�VFRUH��RI�LWHP�



��� WR� �� LQ� WKH� TXHVWLRQQDLUH�� DQG� WKRVH� O\LQJ� EHORZ� LW�� 7KLV� SURYLGHV�ZLWK� WKH�
UDWLRQDOH�WKDW�³SURYLVLRQ�RI�H[WHQGHG�VHUYLFH�OHDG�WR�KLJKHU�SHUIRUPDQFH´�

����� 5HVHDUFK�TXHVWLRQ �
µ'R RUJDQL]DWLRQV� ZKLFK� SURYLGH� H[WHQGHG� VHUYLFHV� UHODWHG� WR� VXSSRUW� RI� WKH� FOLHQW¶V�
DFWLRQV� �66&��DQG�VHUYLFHV� LQ� VXSSRUW�RI� WKH�SURGXFW� �663�� LQ� WKH�PDQXIDFWXULQJ�VHFWRU�
DQG�WKH�K\EULG�VHFWRU��SHUIRUP�EHWWHU�WKDQ�WKRVH�ZKR�GR�QRW�SURYLGH�VXFK�VHUYLFHV"¶
$Q� LQYHVWLJDWLRQ� LQ� WKH�PDQXIDFWXULQJ�VHFWRU� OHDGV WR� WKH�FRQFOXVLRQV� VLPLODU WR� WKDW�RI�
VHUYLFH�VHFWRU�

x 7KH�UHVXOWV� UHYHDO� WKDW�H[FHSW� IRU� LWHP�S��DQG�S��� WKH� LWHPV�S���S��DQG�S��KDYH�
VLJQLILFDQWO\�GLIIHUHQW�PHDQV��,WHP�S��LV�VWDWLVWLFDOO\�VLJQLILFDQW�DW�WKH�����OHYHO��
ZKHUHDV�S��DQG�S��SURYH�WKHLU�VLJQLILFDQFH�DW�WKH����OHYHO��7KHVH�UHVXOWV�FRQILUP�
UHVXOWV�RI�$QWLRFR�HW�DO� ��������7KXV�� LQ�FRQWH[W�RI� ,QGLDQ�PDQXIDFWXULQJ� ILUPV�
DOVR RUJDQL]DWLRQDO�SHUIRUPDQFH�LV�SRVLWLYHO\�LQIOXHQFHG�E\�H[WHQGHG�VHUYLFHV�

x 7KH� DQDO\VLV� IRU� WKH� ³K\EULG´� VHFWRU� UHYHDOV� WKDW� LWHPV� S��� S�� DQG� S�� VKRZ�
VLJQLILFDQWO\�GLIIHUHQW�PHDQV��DV�VHHQ�E\�WKH�YDOXH�RI�6LJ�����WDLOHG���7KH�LWHPV�S���
S��DQG�S��DUH�VLJQLILFDQW�DW�WKH����OHYHO��ZKLOH�LWHP�S��LV�VLJQLILFDQW�DW�WKH�����
OHYHO�� ,WHP� S�� KRZHYHU�� H[KLELWHG� LQVLJQLILFDQW� GLIIHUHQFH� EHWZHHQ� WKH� WZR�
JURXSV��

x ,W� FDQ� FOHDUO\� EH� VHHQ� WKDW� WKH� RUJDQL]DWLRQV� O\LQJ� DERYH� WKH�PHGLDQ� VFRUH�KDYH�
KLJKHU� OHYHO�RI�SHUIRUPDQFH� WKDQ� WKRVH� O\LQJ�EHORZ�LW�� IRU� WKH� WKUHH�VHJPHQWV�RI�
LQGXVWULHV�� 7KDW� LV�� RUJDQL]DWLRQV� KDYLQJ� D� KLJKHU� WKDQ� PHGLDQ� VFRUH� LQ� WKH�
TXHVWLRQQDLUH�UHODWHG�WR�66&�DQG�663��LWHP����WR��� LQ�WKH�TXHVWLRQQDLUH���KDYH�D�
KLJKHU� SHUIRUPDQFH� FRPSDUHG� WR� RUJDQL]DWLRQV� EHORZ� WKH� PHGLDQ� VFRUH�� $�
SLFWRULDO�YLHZ�RI�WKH�VDPH�LV�DSSHQGHG�LQ�WKH�$SSHQGL[��DW�WKH�HQG�RI�WKH�WKHVLV�
7KHVH�UHVXOWV�DUH� LQ�VXSSRUW�RI�$QWLFR�HW�DO ��������ZKR XQGHUWRRN�DQ�HPSLULFDO�
VWXG\�RI�����PDQXIDFWXULQJ�ILUPV�LQ�1HWKHUODQG��'HQPDUN��DQG�%HOJLXP ZLWK WZR�
W\SHV� RI� VHUYLFH� EXVLQHVV� RULHQWDWLRQV�� ���� VHUYLFHV� LQ� VXSSRUW� RI� WKH SURGXFW
�663�DQG� ���� VHUYLFHV� LQ� VXSSRUW�RI� WKH� FOLHQW
V� DFWLRQV� �66&� DQG�GHPRQVWUDWHG



WKDW�VHUYLFHV�LQ�VXSSRUW�RI�WKH�FOLHQW
V�DFWLRQ�OHYHUDJH�UHODWLYH�SURGXFW�VDOHV��ZKLOH�
VHUYLFHV�LQ�VXSSRUW�RI�WKH�SURGXFW�JHQHUDWH�VHUYLFH�YROXPH�

����� 5HVHDUFK�TXHVWLRQ��
µ+RZ� DUH� WKH� FRPSRQHQWV� RI� L�6(5925� UHODWHG� WR� WKH� FRPSRQHQWV� RI�2UJDQL]DWLRQDO�
3HUIRUPDQFH�VFDOH"¶
$� FRUUHODWLRQ� DQDO\VLV� ZDV� SHUIRUPHG� WR� FKHFN� WKH� DVVRFLDWLRQ� EHWZHHQ� SDUDPHWHUV� RI�
VHUYLFH�RULHQWDWLRQ�DQG�WKDW�RI�SHUIRUPDQFH��
7KH�DQDO\VLV�IRU�WKH�VHUYLFH�VHFWRU�UHYHDOV�WKDW�WKH�SDUDPHWHUV�FXVWRPHU�WUHDWPHQW��VHUYLFH�
WHFKQRORJ\�� VHUYLFH� YLVLRQ�� VHUYLFH� VWDQGDUG� FRPPXQLFDWLRQ�� VHUYLFH� IDLOXUH� UHFRYHU\��
VHUYLFH� OHDGHUVKLS� DQG�0,6 KDYH� D� YHU\� VWURQJ� DVVRFLDWLRQ�ZLWK� WKH� ILYH� SDUDPHWHUV� RI�
SURILWDELOLW\� YL]�� PDUNHW� VKDUH� JURZWK� UDWH�� RYHUDOO� SHUIRUPDQFH� RI� FRPSDQ\� YL]�D�YL]�
FRPSHWLWRUV�� FRVW� FRPSHWLWLYHQHVV� RI� \RXU� SURGXFW�� VHUYLFH� YL]�D�YL]� FRPSHWLWRUV��
FXVWRPHU�SHUFHSWLRQ�RI�\RXU�SURGXFWV��VHUYLFHV�LQ�PDUNHW�SODFH�YL]�D�YL]�FRPSHWLWRUV��DQG��
SHUIRUPDQFH� LQ� WHUPV�RI�QHZ�SURGXFWV�VHUYLFHV�� LQQRYDWLYH� VROXWLRQV� ODXQFKHG� LQ� ODVW� ��
\HDUV� LQ� FRPSDULVRQ� WR� FRPSHWLWRUV�� 7KH� FRUUHODWLRQV� REVHUYHG� ZHUH� VLJQLILFDQW� DQG�
UHDVRQDEO\�KLJK��DURXQG������ 6LPLODUO\��LW�LV�GHPRQVWUDWHG�WKDW VHUYLFH�RULHQWHG�FRPSDQ\�
VWULYHV WR� VDWLVI\� FXVWRPHUV�� FUHDWH� DQG�GHOLYHU� FXVWRPHU�YDOXH� �H�J�� VHUYLFH�TXDOLW\� DQG�
VHUYLFH� YDOXH�� LQ� WKH� PDUNHW�� DQG� LQFUHDVH� FRPSDQ\� SHUIRUPDQFH� DQG� SURILWDELOLW\�
�+HVNHWW�HW�DO��������+HQQLJ�7KXUDXHW�DO��������
$� VLPLODU� FRUUHODWLRQ� DQDO\VLV� ZDV� SHUIRUPHG� IRU� WKH� PDQXIDFWXULQJ� VHFWRU�� 7KH�
FRUUHODWLRQ� UHYHDOHG� VRPH� VWULNLQJ� UHVXOWV�� LW� VKRZHG� WKDW� D� KLJK� VLJQLILFDQW� FRUUHODWLRQ�
�DURXQG� ����� H[LVWV� EHWZHHQ� WKH� WKUHH� SDUDPHWHUV� VHUYLFH� IDLOXUH� SUHYHQWLRQ�� VHUYLFH�
OHDGHUVKLS� DQG� VHUYLFH� IDLOXUH� UHFRYHU\�� DQG� WKH� ILYH� SDUDPHWHUV� RI� SHUIRUPDQFH�� 7KH�
H[SODQDWLRQ�WR� WKLV� UHVXOWV� OLH� LQ�IDFW� WKDW PDQXIDFWXULQJ�RUJDQL]DWLRQV�FDQ�EH�DVVRFLDWHG�
ZLWK� SURGXFW� VHUYLFLQJ�� SURGXFW� KHOSOLQH� DQG� RWKHU� VHUYLFHV� WR� LPSURYH SHUIRUPDQFH�
7KHVH� UHVXOWV� DUH� LQ� OLQH�ZLWK� � VWXG\�E\� 6KLQ� HW� DO ��������ZKR HPSKDVL]HG RQ� VHUYLFH�
RULHQWDWLRQ� DV� PHDQV� RI� SURGXFW� GLIIHUHQWLDWLRQ� WKH� HIILFDF\� RI� FXVWRPHU� PDUNHWLQJ�
UHODWLRQVKLS�VWUDWHJLHV�OLNH�OR\DOW\�SURJUDPV��SUHIHUHQWLDO�WUHDWPHQW��DQG�ILQDQFLDO�UHZDUG�
SDFNDJHV�



7KH� ³K\EULG´� VHFWRU� LV� D� YHU\� H[FLWLQJ� VHFWRU� WR� DQDO\]H�� WKLV� VHFWRU� FRQVLVWV� RI�
RUJDQL]DWLRQV�ZKLFK�H[KLELW� FKDUDFWHULVWLFV�RI�ERWK� WKH� VHUYLFHV� DQG�PDQXIDFWXULQJ��:H�
REVHUYH� WKDW� FXVWRPHU� WUHDWPHQW� DQG� HPSOR\HH� HPSRZHUPHQW� KDYH� D� IDLUO\� VWURQJ�
FRUUHODWLRQ� ZLWK� WKH� SDUDPHWHUV� RI� SHUIRUPDQFH�� ,W� LV� LQWHUHVWLQJ� WR� QRWH� WKDW� VHUYLFH�
IDLOXUH� UHFRYHU\�� VHUYLFH� UHZDUGV� DQG� 0,6 VKDUH� LQVLJQLILFDQW� FRUUHODWLRQV� ZLWK� WKH�
SDUDPHWHUV�RI�SHUIRUPDQFH
����&KDSWHU�6XPPDU\
7KLV� FKDSWHU� GHVFULEHG� VXPPDU\� RI� SURFHGXUHV� DQG� VXPPDU\� RI� ILQGLQJV�� ,W� FRYHUHG�
GHWDLOHG�GLVFXVVLRQ DQG�FRPSDULVRQ�RI�ILQGLQJV�ZLWK�UHIHUHQFH�WR�SUHYLRXV�UHVHDUFKHV�LQ�
UHVSHFW�RI�UHVHDUFK�TXHVWLRQV� WHVWHG�LQ�WKLV�VWXG\��7KH�ILQGLQJV�DUH�DJDLQ�VXPPDUL]HG�LQ�
QH[W�FKDSWHU��ZKLFK�DOVR�FRYHUV�FRQFOXVLRQV�GUDZQ��OLPLWDWLRQV�RI�WKLV�VWXG\�IROORZHG�E\�
WKH�LPSOLFDWLRQV�IRU�IXWXUH�UHVHDUFK�



&KDSWHU��
&RQFOXVLRQV

����,QWURGXFWLRQ
7KLV�ILQDO�FKDSWHU FRYHUV��FRQFOXVLRQV�GUDZQ�DIWHU�WKH�VWXG\��WKH�OLPLWDWLRQV�RI�WKLV�VWXG\�
IROORZHG� E\� WKH� LPSOLFDWLRQV� IRU� IXWXUH� UHVHDUFK�� 7KH� UHVHDUFK� VWDQGV� VWURQJ� LQ� UH�
FRQILUPLQJ WKDW� VHUYLFH� RULHQWDWLRQ� LPSDFWV� RUJDQL]DWLRQ¶V� SHUIRUPDQFH� LQ� D� VLJQLILFDQW�
ZD\�� 7KH� UHVHDUFK� IXUWKHU� UHYHDOV� WKDW� RUJDQL]DWLRQ� ZKLFK� KDYH� D� VWURQJ� IRFXV� RQ�
SURYLGLQJ� GLIIHUHQWLDO� VHUYLFHV� �H[FOXVLYH� VHUYLFHV� SURYLGHG� E\ WKH RUJDQL]DWLRQ�� KDYH�
KLJKHU�SHUIRUPDQFH�FRPSDUHG�WR�RQHV�ZKLFK�GR�QRW�SURYLGH�VXFK�VHUYLFHV��

����&RQFOXVLRQV

x 2QH�ZD\�$129$�UHVXOWV�JLYH�HYLGHQFH�WKDW�WKHUH�LV�QRW�PXFK�GLIIHUHQFH�EHWZHHQ�
VHUYLFH� RULHQWDWLRQ� VFRUHV� EHWZHHQ� VHFWRUV �VHUYLFH�� PDQXIDFWXULQJ� DQG� K\EULG���
EXW� WKHUH� H[LVWV� VLJQLILFDQW� YDULDELOLW\� ZLWKLQ� WKH� VHFWRUV LWVHOI�� $ PLFUR� OHYHO�
DQDO\VLV�VKRZV WKDW�WKHUH�LV�QRW�PXFK�GLIIHUHQFH�LQ�WKH�L�6(5925�VFRUHV�RI�WKH�
SXEOLF�DQG�WKH�SULYDWH�HQWHUSULVHV LQ�VHUYLFH�VHFWRU�EXW SXEOLF�VHFWRU�VFRUHV�PXFK�
OHVV� LQ� FDVH� RI� PDQXIDFWXULQJ� VHFWRU��:LWKLQ� VHUYLFH� VHFWRU�� VHUYLFH� RULHQWDWLRQ
VFRUHV�IRU�WKH�WHOHFRP�VHUYLFHV�DUH�KLJKHU�WKDQ�,7��ILQDQFLDO�VHUYLFH�DQG�LQVXUDQFH�
ILUPV�

x $�VLPSOH�OLQHDU�UHJUHVVLRQ�PRGHO�UHYHDO WKDW�WKH�DVVRFLDWLRQ�EHWZHHQ�RUJDQL]DWLRQ�
SHUIRUPDQFH� DQG� VHUYLFH� RULHQWDWLRQ� ZDV� SRVLWLYH� DQG� VLJQLILFDQW� IRU� WKH� WKUHH�
VHFWV� RI� LQGXVWULHV ZLWK L�6(5925� SDUDPHWHUV� H[SODLQ� DERXW� ��� LQ� VHUYLFH��
���� LQ� PDQXIDFWXULQJ� DQG� ���� LQ� K\EULG� VHFWRU� UHVSHFWLYHO\�� YDULDQFH� LQ�
RUJDQL]DWLRQDO�SHUIRUPDQFH�

x )RU� DOO� WKH� WKUHH� VHFWRUV�� LW� LV� IRXQG� WKDW VHUYLFH ILUPV�ZKLFK�SURYLGHG�H[WHQGHG�
VHUYLFH OLNH VHUYLFHV�VXSSRUWLQJ�FXVWRPHUV �66&� DQG� WKRVH�PDQXIDFWXULQJ� ILUPV�



ZKLFK�SURYLGH�VHUYLFHV�VXSSRUWLQJ SURGXFWV �663� SHUIRUP EHWWHU�WKDQ�WKRVH�ILUPV
ZKLFK�GR�QRW�SURYLGH VXFK�VHUYLFHV�DQG�SURGXFW�VXSSRUW�

x ,Q� FDVH� RI� WKH� VHUYLFH� VHFWRU� VHUYLFH� RULHQWDWLRQ� SDUDPHWHUV� VXFK� DV�� FXVWRPHU�
WUHDWPHQW�� VHUYLFH� WHFKQRORJ\�� VHUYLFH� YLVLRQ�� VHUYLFH� VWDQGDUG� FRPPXQLFDWLRQ��
VHUYLFH� IDLOXUH� UHFRYHU\�� VHUYLFH� OHDGHUVKLS� DQG� 0,6� KDYH� D� YHU\� VWURQJ�
DVVRFLDWLRQ�ZLWK�WKH�ILYH�SDUDPHWHUV�RI�SHUIRUPDQFH��

x ,Q� FDVH� RI� PDQXIDFWXULQJ� ILUPV�� D KLJK� FRUUHODWLRQ� ZDV� REVHUYHG� EHWZHHQ� WKH�
6HUYLFH�RULHQWDWLRQ�SDUDPHWHUV OLNH VHUYLFH� IDLOXUH�SUHYHQWLRQ�� VHUYLFH� OHDGHUVKLS�
DQG�VHUYLFH�IDLOXUH�UHFRYHU\ DQG�WKH�ILYH�SDUDPHWHUV�RI�SHUIRUPDQFH��

x )RU� WKH� K\EULG� VHFWRU�� ZH� REVHUYH� WKDW� FXVWRPHU� WUHDWPHQW� DQG� HPSOR\HH�
HPSRZHUPHQW� KDYH� D� IDLUO\� VWURQJ� FRUUHODWLRQ� ZLWK� WKH� SDUDPHWHUV� RI�
SHUIRUPDQFH��

��� ,PSOLFDWLRQV�IRU�$FDGHPLF�5HVHDUFK
0DQ\� VWXGLHV� KDYH� RPLWWHG� WKH� VWXG\� UHJDUGLQJ� DSSOLFDELOLW\� RI� VHUYLFH� RULHQWDWLRQ�
FRQFHSW�LQ�PDQXIDFWXULQJ�ILUPV��)XUWKHU�YDULRXV�VFDOHV�GHYHORSHG�E\�YDULRXV UHVHDUFKHUV�
OLNH�6(5925�VFDOH�RI�/\WOH�HW�DO������� KDYH�QRW�EHHQ�WHVWHG�RQ�PDQXIDFWXULQJ�ILUPV��
2QH�ZD\�$129$�UHVXOWV�JLYH�HYLGHQFH�WKDW�WKHUH�LV�QRW�PXFK�GLIIHUHQFH�EHWZHHQ�VHUYLFH�
RULHQWDWLRQ�VFRUHV�EHWZHHQ�VHFWRUV� �VHUYLFH��PDQXIDFWXULQJ�DQG�K\EULG��� EXW� WKHUH� H[LVWV�
VLJQLILFDQW�YDULDELOLW\�ZLWKLQ�WKH�VHFWRUV�LWVHOI��)XUWKHU�LW�LV�RI�DFDGHPLF�LQWHUHVW�WR�VWXG\�
WKH�LPSDFW�RI�6HUYLFH�RULHQWDWLRQ�RQ�SHUIRUPDQFH�LQ�,QGLDQ�FRQWH[W��DV�PDMRULW\�RI�VWXGLHV�
DUH� GRQH� LQ� FRQWH[W� RI� 86�� (XURSH�� &KLQHVH� DQG .RUHDQ� 6HUYLFH� LQGXVWULHV RQO\�� 7KH�
ILQGLQJV� UHODWLQJ� WR� FRUUHODWLRQ� RI� VHUYLFH� RULHQWDWLRQ� GLPHQVLRQV� DQG� SHUIRUPDQFH�
SDUDPHWHUV�DUH DOVR�VLJQLILFDQWO\�LPSRUWDQW�IURP�DFDGHPLF�SRLQW�RI�YLHZ��
����&RQWULEXWLRQV WR�UHVHDUFK

7KLV�VWXG\�KDV�HVWDEOLVKHG�PRGLILHG�6(5925�VFDOH�RI�VHUYLFH�RULHQWDWLRQ�L�6(5925
VFDOH��ZKLFK�FDQ�EH�XVHG�IRU�QRW�RQO\�VHUYLFH� ILUPV�EXW�HTXDOO\�XVHG� IRU�PDQXIDFWXULQJ�



DQG�K\EULG�ILUPV��7KXV�IRU�WKH�ILUVW�WLPH�D�FRPPRQ�VHUYLFH�RULHQWDWLRQ�PHDVXUHPHQW�VFDOH�
KDV�EHHQ�HVWDEOLVKHG� 7KLV� VWXG\� KDV� EURXJKW� RXW� DQ� LPSRUWDQW� DGGLWLRQDO� VHUYLFH�
RULHQWDWLRQ�GLPHQVLRQ�RQ�UHDO�WLPH�0DQDJHPHQW�LQIRUPDWLRQ�V\VWHP��7KLV�LV�YHU\�UHOHYDQW�
LQ�WKH�FXUUHQW�EXVLQHVV�HQYLURQPHQW�RI�,QIRUPDWLRQ�HUD��$FDGHPLFLDQV�ILQG�LW�LQWHUHVWLQJ�
WR� REVHUYH� WKH� UHVXOWV� UHJDUGLQJ� LQIOXHQFH� RI� H[WHQGHG� VHUYLFH� OLNH� VHUYLFH� VXSSRUWLQJ�
FXVWRPHUV��66&��DQG�VHUYLFHV�VXSSRUWLQJ�SURGXFWV��663���
����,PSOLFDWLRQV�IRU�3UDFWLFLQJ�0DQDJHUV

7KH�DVVRFLDWLRQ�EHWZHHQ�RUJDQL]DWLRQ�SHUIRUPDQFH�DQG� VHUYLFH�RULHQWDWLRQ�ZDV�SRVLWLYH�
DQG�VLJQLILFDQW�IRU�WKH�WKUHH�VHFWV�RI�LQGXVWULHV� 7KLV�LV�D�FOHDU�PDQDJHULDO�LPSOLFDWLRQ�WKDW�
WR� LPSURYH� SHUIRUPDQFH�� RUJDQL]DWLRQV� QHHG� WR� VWULYH� IRU� KLJKHU� VHUYLFH� RULHQWDWLRQ�
)XUWKHU��PDQDJHUV�QHHG�WR�QRWH�WKDW�DFURVV DOO�WKH�WKUHH�VHWV�RI�RUJDQL]DWLRQV��ILUPV�ZKLFK�
SURYLGH�H[WHQGHG�VHUYLFH�DQG�SURGXFW� VXSSRUW� �66&�DQG�663��VKRZ�EHWWHU�SHUIRUPDQFH�
WKDQ�WKRVH�ZKLFK�GR QRW�SURYLGH VXFK�GLIIHUHQWLDO�H[WHQGHG�VHUYLFHV�DQG�SURGXFW�VXSSRUW�
'HULYLQJ� D� OHVVRQ� IURP� FRUUHODWLRQ� DQDO\VLV� WR� FKHFN� WKH� DVVRFLDWLRQ� EHWZHHQ� WKH�
SDUDPHWHUV�RI�VHUYLFH�RULHQWDWLRQ�DQG�RUJDQL]DWLRQDO�SHUIRUPDQFH�IRU�WKH�WKUHH�VHFWRUV��LW�
LV� RI� LQWHUHVW� WKDW� LQ� FDVH�RI� WKH� VHUYLFH� VHFWRU�� 6HUYLFH�2ULHQWDWLRQ�SDUDPHWHUV� VXFK�DV��
FXVWRPHU�WUHDWPHQW��VHUYLFH�WHFKQRORJ\��VHUYLFH�YLVLRQ��VHUYLFH�VWDQGDUG�FRPPXQLFDWLRQ��
VHUYLFH�IDLOXUH�UHFRYHU\��VHUYLFH�OHDGHUVKLS�DQG�0,6�KDYH�D�YHU\�VWURQJ�DVVRFLDWLRQ�ZLWK�
SHUIRUPDQFH��+RZHYHU��LQ�FDVH�RI�PDQXIDFWXULQJ�ILUPV��D�KLJK�FRUUHODWLRQ�ZDV�REVHUYHG�
EHWZHHQ� WKH� 6HUYLFH� RULHQWDWLRQ� SDUDPHWHUV� OLNH� VHUYLFH� IDLOXUH� SUHYHQWLRQ�� VHUYLFH�
OHDGHUVKLS� DQG� VHUYLFH� IDLOXUH� UHFRYHU\� DQG� WKH� SHUIRUPDQFH�� ZKLOH� LQ� FDVH� RI� K\EULG�
VHFWRU��FXVWRPHU� WUHDWPHQW�DQG�HPSOR\HH�HPSRZHUPHQW�KDYH�D� IDLUO\�VWURQJ�FRUUHODWLRQ�
ZLWK� SHUIRUPDQFH�� � 7KLV JLYHV� D� FOHDU� JXLGDQFH� WR� PDQDJHUV� DV� WR� IRFXV� RQ� FHUWDLQ
SDUDPHWHUV� RI� VHUYLFH� RULHQWDWLRQ� DV� SHU� W\SH� RI� RUJDQL]DWLRQ� LQ� RUGHU� WR� LPSURYH� WKH�
RUJDQL]DWLRQDO�SHUIRUPDQFH��



��� /LPLWDWLRQV�RI�7KHVLV
'HVSLWH�RI�H[WHQVLYH�ZRUN�GRQH�IRU�WKLV�UHVHDUFK�VWXG\��LW�KDV�FHUWDLQ OLPLWDWLRQV JLYHQ�WKH�
FRQVWUDLQWV�RI� WLPH��DYDLODELOLW\�RI�FRPSOHWH� LQIRUPDWLRQ�DQG�ILQDQFH��7KH�VWXG\�KDV� WKH�
IROORZLQJ�OLPLWDWLRQV�

x 7KH� ILQDO� VDPSOH�VL]H�ZDV� VDWLVIDFWRU\� IRU�FDUU\LQJ�RXW� WKH�DV�SODQQHG�VWDWLVWLFDO�
DQDO\VLV�� +RZHYHU� WKHUH� DUH� OLPLWDWLRQV� LQ� FRYHULQJ� VDPSOHV� WR� FRYHU� DOO�
JHRJUDSKLFDO�DQG�W\SHV�RI�ILUPV�LQ�,QGLD�

x 6HUYLFH� RULHQWDWLRQ� KDV� D� GHOD\HG� HIIHFW� RQ� 2UJDQL]DWLRQDO� SHUIRUPDQFH�� 7KLV�
VWXG\�EHLQJ�D�FURVV�VHFWLRQDO�RQH��PDNHV�LW�OLPLWHG�LQ�WHUPV�RI�WKH�FRQVHTXHQFHV�
RI� VHUYLFH� RULHQWDWLRQ� EHFDXVH� ZH� DUH� RQO\� FROOHFWLQJ� D� VQDSVKRW� RI� WKH�
SKHQRPHQRQ� WKXV� FRQVWUDLQLQJ� WKH� XQIROGLQJ� RI� WKH� DVVRFLDWLRQ� LQ� D� WHPSRUDO�
GLPHQVLRQ�

x )URP� PHWKRGRORJ\� SHUVSHFWLYH� IRU� WKH� 6XUYH\�� WKRXJK� ZH� KDYH� JDWKHUHG�
UHVSRQVHV�IURP�D�OLPLWHG�QXPEHU�RI�UHVSRQGHQWV�UHSUHVHQWLQJ�WKH�ILUP��LW�FRXOG�QRW�
EH�H[WHQGHG� WR�PRUH�PDQDJHUV�� ,Q�VSLWH�RI� WKH� IHZ�UHVSRQGHQWV� IURP�WKH�PLGGOH�
DQG�WRS�OHYHO�LQ�WKH�UHVSHFWLYH�IXQFWLRQ�RI�WKH�ILUPV��D�ODUJHU�QXPEHU�RI�UHVSRQVHV�
ZRXOG�KDYH�SURYLGHG�D�PRUH�FRPSOHWH�SLFWXUH�RI�WKH�ILUP�LQ�UHVSHFW�RI�WKH�H[WHQW�
RI�LWV�VHUYLFH�RULHQWDWLRQ�DQG�DOVR�WKH�SHUIRUPDQFH�

x $FWXDO� )LQDQFLDO�� PDUNHWLQJ�� RSHUDWLRQDO� DQG� LQQRYDWLRQ� GDWD� KDV� QRW� EHHQ�
FROOHFWHG�GXH�WR�WKH�IDFW�WKDW�LW�PD\�QRW�EH�IHDVLEOH�WR�FRPSDUH�VXFK�GDWD�IRU�ZLGH�
YDULHW\��W\SH�DQG�VL]H�RI�RUJDQL]DWLRQV��$V�D�FRQVHTXHQFH��WKH�MXGJPHQWDO�PHDVXUH�
RI�UHVSRQGHQWV�YL]�D�YL]�WKHLU�FRPSHWLWRUV�KDV�EHHQ�XVHG�LQ�WKLV�VWXG\�

$FFRUGLQJO\��DFDGHPLFLDQ�DQG�PDQDJHUV�QHHG�WR�EH�FDXWLRXV LQ�GHULYLQJ�LPSOLFDWLRQV�IRU�
LPSOHPHQWLQJ� LQ� WKHLU� RUJDQL]DWLRQV�� NHHSLQJ� LQ� YLHZ� WKH� DERYH� OLPLWDWLRQV� RI� UHVHDUFK�
VWXG\



��� 6FRSH�IRU�)XWXUH�5HVHDUFK :RUN
.HHSLQJ� LQ� YLHZ� WKH� OLPLWDWLRQV� RI� WKLV� UHVHDUFK� LQ� WHUPV� RI� WKHRUHWLFDO� IUDPHZRUN��
PHWKRGRORJ\�� VDPSOLQJ� DQG� WLPH� FRQVWUDLQWV�� IROORZLQJ� VFRSH� PD\� EH� FRQVLGHUHG� IRU�
IXWXUH�UHVHDUFK�

x 6LQFH�WKLV�VWXG\�LV�ILUVW�RI�LWV�NLQG��DV�IDU�DV�GHYHORSLQJ�DQG DSSO\LQJ�D�FRPPRQ
VFDOH�LV�FRQFHUQHG�IRU�PHDVXUHPHQW�RI�2UJDQL]DWLRQDO�6HUYLFH�2ULHQWDWLRQ�IRU�DOO�
W\SHV� RI� ILUPV� L�H�� VHUYLFH�� PDQXIDFWXULQJ� DQG� K\EULG� �KDYLQJ� FKDUDFWHULVWLFV� RI�
ERWK�VHUYLFH�DQG�PDQXIDFWXULQJ��LQ�,QGLDQ�FRQWH[W��IXWXUH�UHVHDUFK�PD\�EH�FDUULHG�
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x %DNHU�� :�� (��� DQG 6LQNXOD�� -�� 0�� �������� 7KH� V\QHUJLVWLF� HIIHFW� RI� PDUNHW�
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&RQVHTXHQFHV� RI� PDUNHW� RULHQWDWLRQ� IRU� FXVWRPHUV� DQG� HPSOR\HHV� (XURSHDQ�
-RXUQDO�RI�0DUNHWLQJ� �����������������

x %HUU\�� /�� /��� &RQDQW�� -�� 6��� DQG 3DUDVXUDPDQ�� $�� �������� $� IUDPHZRUN� IRU�
FRQGXFWLQJ� D� VHUYLFHV� PDUNHWLQJ� DXGLW� -RXUQDO� RI� WKH $FDGHP\� RI� 0DUNHWLQJ�
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x +DFNPDQ��-��5���DQG 2OGKDP��*��5����������:RUN�UHGHVLJQ�
x +DJRRG�� :�� 2��� DQG )ULHGPDQ�� /�� �������� 8VLQJ� WKH� EDODQFHG� VFRUHFDUG� WR�

PHDVXUH� WKH� SHUIRUPDQFH� RI� \RXU� +5� LQIRUPDWLRQ� V\VWHP� 3XEOLF� 3HUVRQQHO�
0DQDJHPHQW� ���������������

x +DOO�� $�� 6�� �������� :K\� D� JUHDW� OHDGHU� .�� +DOO� /LYLQJ� /HDGHUVKLS�� %LEOLFDO�
/HDGHUVKLS�6SHDNV�WR�2XU�'D\��$QGHUVRQ��,1��:DUQHU�3UHVV������



x +DOORZHOO��5���6FKOHVLQJHU��/��$���DQG=RUQLWVN\��-����������,QWHUQDO�VHUYLFH�TXDOLW\��
FXVWRPHU�DQG�MRE�VDWLVIDFWLRQ��/LQNDJHV�DQG�LPSOLFDWLRQV�IRU�PDQDJHPHQW�+XPDQ�
5HVRXUFH�3ODQQLQJ� ����������

x +DQ�� -�� .��� .LP�� 1��� DQG 6ULYDVWDYD�� 5�� .�� �������� 0DUNHW� RULHQWDWLRQ� DQG�
RUJDQL]DWLRQDO� SHUIRUPDQFH�� LV� LQQRYDWLRQ� D� PLVVLQJ� OLQN"� 7KH� -RXUQDO� RI�
PDUNHWLQJ��������

x +DQ�� -�� .��� .LP�� 1��� DQG 6ULYDVWDYD�� 5�� .�� �������� 0DUNHW� RULHQWDWLRQ� DQG�
RUJDQL]DWLRQDO� SHUIRUPDQFH�� LV� LQQRYDWLRQ� D� PLVVLQJ� OLQN" 7KH� -RXUQDO� RI�
PDUNHWLQJ��������

x +DQVGD�� 6��.�� �������� 6XVWDLQDELOLW\� RI� 6HUYLFHV�/HG�*URZWK��$Q� ,QSXW� 2XWSXW�
$QDO\VLV�RI�WKH�,QGLDQ�(FRQRP\� 5HVHUYH�%DQN�RI�,QGLD�2FFDVLRQDO�3DSHUV� �������
��

x +DUWOLQH��0��'���DQG )HUUHOO��2��&����������7KH�PDQDJHPHQW�RI�FXVWRPHU�FRQWDFW�
VHUYLFH�HPSOR\HHV��DQ�HPSLULFDO�LQYHVWLJDWLRQ� 7KH�-RXUQDO�RI�0DUNHWLQJ��������

x +HQQLJ�7KXUDX�� 7���*ZLQQHU��.�� 3��� DQG *UHPOHU��'� '�� ��������8QGHUVWDQGLQJ�
UHODWLRQVKLS� PDUNHWLQJ� RXWFRPHV�� DQ� LQWHJUDWLRQ� RI� UHODWLRQDO� EHQHILWV� DQG�
UHODWLRQVKLS�TXDOLW\� -RXUQDO�RI�VHUYLFH�UHVHDUFK� ��������������

x +HU]EHUJ�� )���0DXVQHU�� %��� DQG 6Q\GHUPDQ�� %�� $�� 5�� %�� $�� 5�� $�� �������� 7KH�
PRWLYDWLRQ�WR�ZRUN� 1HZ<RUN��1<��-RKQ�:LOH\�DQG�6RQV� ����

x +HVNHWW��-��/��������� 0DQDJLQJ�LQ�WKH�VHUYLFH�HFRQRP\��+DUYDUG�%XVLQHVV�3UHVV�
x +HVNHWW�� -�� /�� �������� /HVVRQV� LQ� WKH� VHUYLFH� VHFWRU� +DUYDUG� %XVLQHVV�

5HYLHZ� ���������������



x +HVNHWW�� -�� /��� DQG .RWWHU�� -�� 3�� �������� &RUSRUDWH� FXOWXUH� DQG� SHUIRUPDQFH��
%XVLQHVV�5HYLHZ��9RO� ���������

x +HVNHWW�� -��/��� DQG 6FKOHVLQJHU��/��$�� ��������3XWWLQJ� WKH� VHUYLFH�SURILW� FKDLQ� WR�
ZRUN� +DUYDUG�EXVLQHVV�UHYLHZ� ���������������

x +HVNHWW��-��/���-RQHV��7��2���/RYHPDQ��*��:���6DVVHU��:���DQG 6FKOHVLQJHU��/��$��
�������� 'LHQVWOHLVWHU� P�VVHQ� GLH� JDQ]H� 6HUYLFH�*HZLQQ�.HWWH� QXW]HQ�+DUYDUG�
%XVLQHVV�0DQDJHU� �������������

x +HVNHWW�� -DPHV� /��� :�� (DUO� 6DVVHU�� -U��� DQG� &KULVWRSKHU� :�/�� +DUW�� ������ � 6HUYLFH�
%UHDNWKURXJKV��&KDQJLQJ�WKH�5XOHV�RI�WKH�*DPH��1HZ�<RUN��7KH�)UHH�3UHVV�

x +RJDQ�� -��� +RJDQ�� 5��� DQG %XVFK�� &�� 0�� �������� +RZ� WR� PHDVXUH� VHUYLFH�
RULHQWDWLRQ� -RXUQDO�RI�$SSOLHG�3V\FKRORJ\� �����������

x +RPEXUJ�� &��� DQG 6WRFN�� 5�� 0�� �������� 7KH� OLQN� EHWZHHQ� VDOHVSHRSOH¶V� MRE�
VDWLVIDFWLRQ�DQG�FXVWRPHU�VDWLVIDFWLRQ�LQ�D�EXVLQHVV�WR�EXVLQHVV�FRQWH[W��$�G\DGLF�
DQDO\VLV� -RXUQDO�RI�WKH�$FDGHP\�RI�0DUNHWLQJ�6FLHQFH� ���������������

x +RPEXUJ��&���+R\HU��:��'��� DQG )DVVQDFKW��0�� ��������6HUYLFH�RULHQWDWLRQ�RI�D�
UHWDLOHU¶V�EXVLQHVV�VWUDWHJ\��'LPHQVLRQV��DQWHFHGHQWV��DQG�SHUIRUPDQFH�RXWFRPHV��
-RXUQDO�RI�0DUNHWLQJ����������������

x +RTXH��=��� DQG -DPHV��:�� ��������/LQNLQJ�EDODQFHG� VFRUHFDUG�PHDVXUHV� WR� VL]H�
DQG� PDUNHW� IDFWRUV�� LPSDFW� RQ� RUJDQL]DWLRQDO� SHUIRUPDQFH� -RXUQDO� RI�
PDQDJHPHQW�DFFRXQWLQJ�UHVHDUFK� ������������

x -DLQ�� 6��� DQG 1LQDQ�� 7�� 1�� �������� 6HUYLFLQJ� ,QGLD¶V� *'3� JURZWK� 6KDQNDU�
$FKDU\D�DQG��



x -HQVHQ�� 5�� �������� 7KH� GLJLWDO� SURYLGH�� ,QIRUPDWLRQ� �WHFKQRORJ\��� PDUNHW�
SHUIRUPDQFH�� DQG� ZHOIDUH� LQ� WKH� 6RXWK� ,QGLDQ� ILVKHULHV� VHFWRU� 7KH� TXDUWHUO\�
MRXUQDO�RI�HFRQRPLFV����������

x -LPpQH]�-LPpQH]�� '��� DQG 6DQ]�9DOOH�� 5�� �������� ,QQRYDWLRQ�� RUJDQL]DWLRQDO�
OHDUQLQJ��DQG�SHUIRUPDQFH��-RXUQDO�RI�EXVLQHVV�UHVHDUFK�����������������

x -RKQVRQ�� '�� 6��� %DUGKL�� )��� DQG 'XQQ�� '�� 7�� �������� 8QGHUVWDQGLQJ� KRZ�
WHFKQRORJ\� SDUDGR[HV� DIIHFW� FXVWRPHU� VDWLVIDFWLRQ�ZLWK� VHOIǦVHUYLFH� WHFKQRORJ\��
7KH� UROH� RI� SHUIRUPDQFH� DPELJXLW\� DQG� WUXVW� LQ� WHFKQRORJ\�� 3V\FKRORJ\DQG
0DUNHWLQJ� ���������������

x -RKQVRQ�� -�� :�� �������� /LQNLQJ� HPSOR\HH� SHUFHSWLRQV� RI� VHUYLFH� FOLPDWH� WR�
FXVWRPHU�VDWLVIDFWLRQ� 3HUVRQQHO�SV\FKRORJ\� �����������

x -RKQVWRQ�� 5�� �������� 2SHUDWLRQV�� IURP� IDFWRU\� WR� VHUYLFH� PDQDJHPHQW��
,QWHUQDWLRQDO�-RXUQDO�RI�6HUYLFH�,QGXVWU\�0DQDJHPHQW� ������������

x -RQHV��7��2���DQG 6DVVHU��:��(��-���������:K\�VDWLVILHG�FXVWRPHUV�GHIHFW�+DUYDUG�
%XVLQHVV�5HYLHZ� ����������

x -RVHSK��:��%����������,QWHUQDO�PDUNHWLQJ�EXLOGV�VHUYLFH�TXDOLW\� 0DUNHWLQJ�+HDOWK�
6HUYLFHV� ����������

x -RVHSK��:��%����������,QWHUQDO�PDUNHWLQJ�EXLOGV�VHUYLFH�TXDOLW\� 0DUNHWLQJ�+HDOWK�
6HUYLFHV� ����������

x .DOOHEHUJ�� $�� /��� DQG 0RRG\�� -��:�� �������� +XPDQ� UHVRXUFH�PDQDJHPHQW� DQG�
RUJDQL]DWLRQDO�SHUIRUPDQFH� $PHULFDQ�%HKDYLRUDO�6FLHQWLVW� ���������������

x .DQWHU�� 5��0�� ������� 0HQ� DQG�:RPHQ� RI� WKH� &RUSRUDWLRQ �9RO�� ������� %DVLF�
ERRNV�



x .DSODQ�� 5�� 6��� DQG 1RUWRQ�� '�� 3�� �������� 7UDQVIRUPLQJ� WKH� EDODQFHG� VFRUHFDUG�
IURP� SHUIRUPDQFH� PHDVXUHPHQW� WR� VWUDWHJLF� PDQDJHPHQW�� 3DUW� ,�� $FFRXQWLQJ�
KRUL]RQV� ��������������

x .HLOORU��%��'���3DUNHU��5��6���DQG 3HWWLMRKQ��&��(����������6DOHV�IRUFH�SHUIRUPDQFH�
VDWLVIDFWLRQ� DQG� DVSHFWV� RI� UHODWLRQDO� VHOOLQJ�� ,PSOLFDWLRQV� IRU� VDOHV�
PDQDJHUV� -RXUQDO�RI�0DUNHWLQJ�7KHRU\�DQG�3UDFWLFH����������

x .HOOH\�� 6�� :�� �������� 'HYHORSLQJ� FXVWRPHU� RULHQWDWLRQ� DPRQJ� VHUYLFH�
HPSOR\HHV� -RXUQDO�RI�WKH�$FDGHP\�RI�0DUNHWLQJ�6FLHQFH� �������������

x .HOOH\��6��:���DQG 'DYLV��0��$����������$QWHFHGHQWV�WR�FXVWRPHU�H[SHFWDWLRQV�IRU�
VHUYLFH�UHFRYHU\� -RXUQDO�RI�WKH�$FDGHP\�RI�0DUNHWLQJ�6FLHQFH� �������������

x .RKOL�� $�� .��� DQG -DZRUVNL�� %�� -�� �������� 0DUNHW� RULHQWDWLRQ�� WKH� FRQVWUXFW��
UHVHDUFK�SURSRVLWLRQV��DQG�PDQDJHULDO�LPSOLFDWLRQV� 7KH�-RXUQDO�RI�0DUNHWLQJ����
���

x .RKOL�� $�� .�� DQG -DZRUVNL�� %�� -� �������� 0DUNHW� RULHQWDWLRQ�� DQWHFHGHQWV� DQG�
FRQVHTXHQFHV� 7KH�-RXUQDO�RI�PDUNHWLQJ�������

x .ULVKQD�� &�� 9�� �������� 0HWDPRUSKRVLV� RI� PDUNHWLQJ� ILQDQFLDO� VHUYLFHV� LQ�
,QGLD� -RXUQDO�RI�6HUYLFHV�5HVHDUFK� ����������

x /DQJHDUG��(���%DWHVRQ��-���/RYHORFN��&��+��� DQG (LJOLHU��3�� ��������0DUNHWLQJ�RI�
VHUYLFHV�� 1HZ� LQVLJKWV� IURP� FRQVXPHUV� DQG� PDQDJHUV� 0DUNHWLQJ� 6FLHQFH�
,QVWLWXWH��&DPEULGJH��0$���������

x /DWVKDZ��&��$���DQG &KRL��<����������7KH�EDODQFHG�VFRUHFDUG�DQG�WKH�DFFRXQWDQW�
DV�D�YDOXHG��VWUDWHJLF�SDUWQHU�� 5HYLHZ�RI�%XVLQHVV� ����������



x /HH��-��1���DQG .LP��<��*����������(IIHFW�RI�SDUWQHUVKLS�TXDOLW\�RQ�,6�RXWVRXUFLQJ�
VXFFHVV��FRQFHSWXDO�IUDPHZRUN�DQG�HPSLULFDO�YDOLGDWLRQ� -RXUQDO�RI�0DQDJHPHQW�
LQIRUPDWLRQ�V\VWHPV��������

x /HVVHU��(��/���DQG 6WRUFN��-����������&RPPXQLWLHV�RI�SUDFWLFH�DQG�RUJDQL]DWLRQDO�
SHUIRUPDQFH� ,%0�V\VWHPV�MRXUQDO� ���������������

x /HZLQ��.����������)LHOG�WKHRU\�LQ�VRFLDO�VFLHQFH�
x /LDQJ��5��'���7VHQJ��+��&���DQG /HH��<��&����������,PSDFW�RI�VHUYLFH�RULHQWDWLRQ�

RQ�IURQWOLQH�HPSOR\HH�VHUYLFH�SHUIRUPDQFH�DQG�FRQVXPHU�UHVSRQVH�� ,QWHUQDWLRQDO�
-RXUQDO�RI�0DUNHWLQJ�6WXGLHV� ������S���

x /LDR��&���&KHQ��-��/���DQG <HQ��'��&����������7KHRU\�RI�SODQQLQJ�EHKDYLRU��73%��
DQG�FXVWRPHU�VDWLVIDFWLRQ�LQ�WKH�FRQWLQXHG�XVH�RI�H�VHUYLFH��$Q�LQWHJUDWHG�PRGHO��
&RPSXWHUV�LQ�+XPDQ�%HKDYLRU�������������������

x /LYLQJVWRQ��+�� ��������:LOO� VWUDWHJLF�SODQQLQJ�DQG� WKH�EDODQFHG� VFRUHFDUG EULQJ�
RXU�FXVWRPHUV�WUXH�KDSSLQHVV"

x /\QQ��0��/���/\WOH��5��6���DQG %REHN��6����������6HUYLFH�RULHQWDWLRQ�LQ�WUDQVLWLRQDO�
PDUNHWV��GRHV�LW�PDWWHU" (XURSHDQ�-RXUQDO�RI�0DUNHWLQJ� �����������������

x /\WOH��5��6���������� 6HUYLFH�RULHQWDWLRQ��PDUNHW�RULHQWDWLRQ��DQG�SHUIRUPDQFH��DQ�
RUJDQL]DWLRQDO� FXOWXUH� SHUVSHFWLYH�� 8QSXEOLVKHG� 'RFWRUDO� 'LVVHUWDWLRQ�� $UL]RQD�
6WDWH�8QLYHUVLW\��$UL]RQD

x /\WOH��5��6���DQG 7LPPHUPDQ��-��(����������6HUYLFH�RULHQWDWLRQ�DQG�SHUIRUPDQFH��
DQ�RUJDQL]DWLRQDO�SHUVSHFWLYH� -RXUQDO�RI�6HUYLFHV�0DUNHWLQJ� ���������������



x /\WOH��5��6���+RP��3��:���DQG 0RNZD��0��3������כ��6(59�� 25��$�PDQDJHULDO�
PHDVXUH� RI� RUJDQL]DWLRQDO� VHUYLFH�RULHQWDWLRQ� -RXUQDO� RI� 5HWDLOLQJ� ������� ����
����

x 0DFDXOD\�� 6��� DQG &RRN�� 6�� �������� 5HZDUGLQJ� VHUYLFH� VXFFHVV� 0HDVXULQJ�
%XVLQHVV�([FHOOHQFH� ����������

x 0DF'XIILH�� -�� 3�� �������� +XPDQ� UHVRXUFH� EXQGOHV� DQG� PDQXIDFWXULQJ�
SHUIRUPDQFH��2UJDQL]DWLRQDO� ORJLF� DQG� IOH[LEOH� SURGXFWLRQ� V\VWHPV� LQ� WKH�ZRUOG�
DXWR�LQGXVWU\� ,QGXVWULDO�DQGODERU�UHODWLRQV�UHYLHZ� ���������������

x 0DULQRYD�� '��� <H�� -��� DQG 6LQJK�� -�� �������� 'R� IURQWOLQH� PHFKDQLVPV� PDWWHU"�
,PSDFW� RI� TXDOLW\� DQG� SURGXFWLYLW\� RULHQWDWLRQV� RQ� XQLW� UHYHQXH�� HIILFLHQF\�� DQG�
FXVWRPHU�VDWLVIDFWLRQ� -RXUQDO�RI�0DUNHWLQJ� �������������

x 0DUVKDOO��%HOW��5LFKDUGVRQ��DQG 3DUNLQVRQ����������7KH�LPSDFW�RI�RUJDQL]DWLRQDO�
DQG� WHFKQRORJLFDO� FKDQJH� RQ�ZRPHQ
V� HPSOR\PHQW� LQ� WKH� FLYLO� VHUYLFH� 6HUYLFH�
,QGXVWULHV�-RXUQDO� ���������������

x 0DVNHOO�� %�� +�� ������� -XVW�LQ�WLPH�� ,PSOHPHQWLQJ� WKH� QHZ� VWUDWHJ\�� +LWFKFRFN�
3XE�&R�

x 0F%5,'(��$��$���0HQGR]D��-��/���DQG &DUUDKHU��6��0����������'HYHORSPHQW�RI�D�
ELRGDWD� LQGH[� WR� PHDVXUH� VHUYLFH�RULHQWDWLRQ�� 3V\FKRORJLFDO� 5HSRUWV�� ����I���
����������

x 0F.HH��'��2���9DUDGDUDMDQ��3��5���DQG 3ULGH��:��0����������6WUDWHJLF�DGDSWDELOLW\�
DQG� ILUP� SHUIRUPDQFH�� D� PDUNHW�FRQWLQJHQW� SHUVSHFWLYH� 7KH� -RXUQDO� RI�
0DUNHWLQJ��������



x 0F1XOW\��7���DQG )HUOLH��(����������3URFHVV�WUDQVIRUPDWLRQ��/LPLWDWLRQV�WR�UDGLFDO�
RUJDQL]DWLRQDO� FKDQJH� ZLWKLQ� SXEOLF� VHUYLFH� RUJDQL]DWLRQV� 2UJDQL]DWLRQ�
VWXGLHV� �����������������

x 0HQRQ�� 6�� 7�� ������� (PSOR\HH� HPSRZHUPHQW�� 'HILQLWLRQ�� PHDVXUHPHQW� DQG�
FRQVWUXFW�YDOLGDWLRQ�

x 0RKDQ��$��9���DQG .ULVKQDVZDP\��.��1�� ��������0DUNHWLQJ�SURJUDPPHV�DFURVV�
GLIIHUHQW� SKDVHV� RI� WKH� SURGXFW� OLIH� F\FOH�� $Q� H[SORUDWLYH� VWXG\� LQ� WKH� ,QGLDQ�
PDFKLQH�EXLOGLQJ�VHFWRU��$VLD�3DFLILF�-RXUQDO�RI�0DUNHWLQJ�DQG�/RJLVWLFV���������
��������

x 0RRUPDQ�� &��� DQG 5XVW�� 5�� 7�� �������� 7KH� UROH� RI� PDUNHWLQJ� 7KH� -RXUQDO� RI�
0DUNHWLQJ����������

x 0XUSK\��*��%���7UDLOHU��-��:���DQG +LOO��5��&����������0HDVXULQJ�SHUIRUPDQFH�LQ�
HQWUHSUHQHXUVKLS�UHVHDUFK� -RXUQDO�RI�EXVLQHVV�UHVHDUFK� �������������

x 1DUYHU�� -�� &��� DQG 6ODWHU� 6�� )�� �������� 7KH� HIIHFW� RI� D� PDUNHW� RULHQWDWLRQ� RQ�
EXVLQHVV�SURILWDELOLW\� 7KH�-RXUQDO�RI�0DUNHWLQJ��������

x 1XQQDOO\�� -�� &��� DQG %HUQVWHLQ�� ,�� +�� �������� 7KH� DVVHVVPHQW� RI� UHOLDELOLW\�
3V\FKRPHWULF�WKHRU\� ��������������

x 2
&RQQRU��6��-���DQG 6KHZFKXN��5� 0����������'RLQJ�PRUH�ZLWK�OHVV��DQG�GRLQJ�LW�
QLFHU��WKH�UROH�RI�VHUYLFH�RULHQWDWLRQ�LQ�KHDOWK�FDUH�RUJDQL]DWLRQV��,Q $FDGHP\�RI�
0DQDJHPHQW� 3URFHHGLQJV �9RO�� ������ 1R�� ��� SS�� ���������� $FDGHP\� RI�
0DQDJHPHQW�



x 2
&RQQRU�� 6�� -��� 7ULQK�� +�� 4��� DQG 6KHZFKXN�� 5�� 0�� �������� 'HWHUPLQDQWV� RI�
VHUYLFH� RULHQWDWLRQ� DPRQJ� PHGLFDO� VWXGHQWV�� $GYDQFHV� LQ� +HDOWK� &DUH�
0DQDJHPHQW�������������

x 2OLYHLUD�� 3��� DQG 5RWK�� $�� 9�� �������� 6HUYLFH� RULHQWDWLRQ�� WKH� GHULYDWLRQ� RI�
XQGHUO\LQJ� FRQVWUXFWV� DQG� PHDVXUHV� ,QWHUQDWLRQDO� -RXUQDO� RI� 2SHUDWLRQV� DQG
3URGXFWLRQ�0DQDJHPHQW� ���������������

x 3DDUOEHUJ�� /�� (�� �������� 7KH� LPSDFW� RI� FXVWRPHU� RULHQWDWLRQ� RQ� JRYHUQPHQW�
HPSOR\HH� SHUIRUPDQFH� ,QWHUQDWLRQDO� 3XEOLF� 0DQDJHPHQW� -RXUQDO� ������� ����
����

x 3DUDVXUDPDQ��$���=HLWKDPO��9��$���DQG %HUU\��/��/����������$�FRQFHSWXDO�PRGHO�RI�
VHUYLFH�TXDOLW\�DQG�LWV�LPSOLFDWLRQV�IRU�IXWXUH�UHVHDUFK� 7KH�-RXUQDO�RI�0DUNHWLQJ��
������

x 3DUDVXUDPDQ��$���=HLWKDPO��9��$��� DQG %HUU\��/��/�� ��������6HUYTXDO� -RXUQDO�RI�
UHWDLOLQJ� �������������

x 3DUN��6��%���&KXQJ��1���DQG :RR��6��&����������'R�UHZDUG�SURJUDPV�EXLOG�OR\DOW\�
WR�UHVWDXUDQWV"�7KH�PRG HUDWLQJ�HIIHFW�RI�ORQJ�WHUP�RULHQWDWLRQ�RQ�WKH�WLPLQJ�
DQG�W\SHV�RI�UHZDUGV� 0DQDJLQJ�6HUYLFH�4XDOLW\��$Q�,QWHUQDWLRQDO�-RXUQDO� �������
��������

x 3DUN�� 7�� <��� DQG 6KDZ�� -�� '�� �������� 7XUQRYHU� UDWHV� DQG� RUJDQL]DWLRQDO�
SHUIRUPDQFH��$�PHWD�DQDO\VLV� -RXUQDO�RI�$SSOLHG�3V\FKRORJ\� �����������

x 3DUNLQJWRQ�� -�� -��� DQG 6FKQHLGHU��%�� ��������6RPH� FRUUHODWHV� RI� H[SHULHQFHG� MRE�
VWUHVV��$�ERXQGDU\�UROH�VWXG\� $FDGHP\�RI�0DQDJHPHQW�-RXUQDO� ���������������



x 3DUWRYL�� )�� <�� �������� $Q� DQDO\WLF� PRGHO� WR� TXDQWLI\� VWUDWHJLF� VHUYLFH� YLVLRQ��
,QWHUQDWLRQDO�-RXUQDO�RI�6HUYLFH�,QGXVWU\�0DQDJHPHQW� ���������������

x 3KLOOLSV�� /��:���&KDQJ��'��5��� DQG %X]]HOO��5��'�� �������� 3URGXFW� TXDOLW\�� FRVW�
SRVLWLRQ�DQG�EXVLQHVV�SHUIRUPDQFH��D�WHVW�RI�VRPH�NH\�K\SRWKHVHV� 7KH�-RXUQDO�RI�
0DUNHWLQJ��������

x 3OR\KDUW�� 5�� (��� :HHNOH\�� -�� $��� DQG 5DPVH\�� -�� �������� 7KH� FRQVHTXHQFHV� RI�
KXPDQ� UHVRXUFH� VWRFNV� DQG� IORZV�� $� ORQJLWXGLQDO� H[DPLQDWLRQ� RI� XQLW� VHUYLFH�
RULHQWDWLRQ�DQG�XQLW�HIIHFWLYHQHVV� $FDGHP\�RI�0DQDJHPHQW�-RXUQDO� �����������
�����

x 3RGVDNRII�� 3�� 0��� $KHDUQH�� 0��� DQG0DF.HQ]LH�� 6�� %�� �������� 2UJDQL]DWLRQDO�
FLWL]HQVKLS� EHKDYLRU� DQG� WKH� TXDQWLW\� DQG� TXDOLW\� RI� ZRUN JURXS� SHUIRUPDQFH�
-RXUQDO�RI�DSSOLHG�SV\FKRORJ\� �����������

x 3RSOL�� 6��� DQG 5L]YL�� ,�� $�� �������� ([SORULQJ� WKH� UHODWLRQVKLS� EHWZHHQ� VHUYLFH�
RULHQWDWLRQ�� HPSOR\HH� HQJDJHPHQW� DQG� SHUFHLYHG� OHDGHUVKLS� VW\OH�� D� VWXG\� RI�
PDQDJHUV�LQ�WKH�SULYDWH�VHUYLFH�VHFWRU RUJDQL]DWLRQV�LQ�,QGLD� -RXUQDO�RI�6HUYLFHV�
0DUNHWLQJ� �������������

x 3RVQHU��%��=���DQG .RX]HV��-��0����������3V\FKRPHWULF�SURSHUWLHV�RI�WKH�OHDGHUVKLS�
SUDFWLFHV� LQYHQWRU\�XSGDWHG� (GXFDWLRQDO� DQG� SV\FKRORJLFDO�PHDVXUHPHQW� �������
��������

x 5RDFK��6��6�� ��������6HUYLFHV�XQGHU�VLHJH��WKH� UHVWUXFWXULQJ� LPSHUDWLYH��+DUYDUG�
%XVLQHVV�5HYLHZ� �������������



x 5RJHUV��(��:���DQG :ULJKW��3��0����������0HDVXULQJ�RUJDQL]DWLRQDO�SHUIRUPDQFH�
LQ� VWUDWHJLF� KXPDQ� UHVRXUFH�PDQDJHPHQW�� 3UREOHPV�� SURVSHFWV� DQG� SHUIRUPDQFH�
LQIRUPDWLRQ�PDUNHWV� +XPDQ�UHVRXUFH�PDQDJHPHQW�UHYLHZ� ��������������

x 5RVVLWHU�� -�� 5�� �������� 7KH� &�2$5�6(� SURFHGXUH� IRU� VFDOH� GHYHORSPHQW� LQ�
PDUNHWLQJ��,QWHUQDWLRQDO�-RXUQDO�RI�5HVHDUFK�LQ�0DUNHWLQJ������������������

x 5XHNHUW�� 5�� :�� �������� 'HYHORSLQJ� D� PDUNHW� RULHQWDWLRQ�� DQ� RUJDQL]DWLRQDO�
VWUDWHJ\�SHUVSHFWLYH� ,QWHUQDWLRQDO�MRXUQDO�RI�UHVHDUFK�LQ�PDUNHWLQJ� ��������������

x 5XVW��5��7���DQG .DQQDQ��3��.����������(�VHUYLFH��D�QHZ�SDUDGLJP�IRU�EXVLQHVV�LQ�
WKH�HOHFWURQLF�HQYLURQPHQW� &RPPXQLFDWLRQV�RI�WKH�$&0� �������������

x 5XVW�� 5�� 7��� =DKRULN�� $�� -��� DQG.HLQLQJKDP�� 7�� /�� ������� 6HUYLFH� PDUNHWLQJ��
+DUSHU&ROOLQV�

x 6DULQ��6���DQG %DUURZV��&����������$Q�H[DPLQDWLRQ�RI�FXUUHQW�IRRG�DQG�EHYHUDJH�
WUHQGV� LQ� ,QGLD� DQG� DQ� DVVHVVPHQW� RI� SRWHQWLDO� GHPDQG� IRU� OX[XU\� IRRG� DQG�
EHYHUDJH�SURGXFWV��LPSOLFDWLRQV�IRU�PDQDJHUV� -RXUQDO�RI�VHUYLFHV�UHVHDUFK�

x 6DVVHU��:��(���6FKOHVLQJHU��/��$���DQG +HVNHWW��-��/��������� 6HUYLFH�SURILW�FKDLQ��
6LPRQ�DQG�6FKXVWHU�

x 6FKOHVLQJHU��/��$���DQG +HVNHWW��-��/��������� 7KH�VHUYLFH�GULYHQ�VHUYLFH�FRPSDQ\��
+DUYDUG�%XVLQHVV�5HYLHZ�&DVH�6HUYLFHV�

x 6FKQHLGHU�� %�� �������� 7KH� FOLPDWH� IRU� VHUYLFH�� $Q� DSSOLFDWLRQ� RI� WKH� FOLPDWH�
FRQVWUXFWV� 2UJDQL]DWLRQDO�FOLPDWH�DQG�FXOWXUH� �����������

x 6FKQHLGHU��%���DQG %RZHQ��'��(����������(PSOR\HH DQG�FXVWRPHU�SHUFHSWLRQV�RI�
VHUYLFH�LQ�EDQNV��5HSOLFDWLRQ�DQG�H[WHQVLRQ� -RXUQDO�RI�DSSOLHG�3V\FKRORJ\� �������
����



x 6FKQHLGHU�� %��� DQG %RZHQ�� '�� (�� �������� 7KH� VHUYLFH� RUJDQL]DWLRQ�� +XPDQ�
UHVRXUFHV�PDQDJHPHQW�LV�FUXFLDO� 2UJDQL]DWLRQDO�'\QDPLFV� �������������

x 6FKQHLGHU�� %��� %ULHI�� $�� 3��� DQG *X]]R�� 5�� $�� �������� &UHDWLQJ� D� FOLPDWH� DQG�
FXOWXUH�IRU�VXVWDLQDEOH�RUJDQL]DWLRQDO�FKDQJH� 2UJDQL]DWLRQDO�G\QDPLFV� ���������
���

x 6FKQHLGHU�� %��� 3DUNLQJWRQ�� -�� -��� DQG %X[WRQ�� 9�� 0�� �������� (PSOR\HH� DQG�
FXVWRPHU�SHUFHSWLRQV�RI�VHUYLFH�LQ�EDQNV� $GPLQLVWUDWLYH�6FLHQFH�4XDUWHUO\������
����

x 6FKQHLGHU��%���:KHHOHU��-��.���DQG &R[��-��)����������$�SDVVLRQ�IRU�VHUYLFH��8VLQJ�
FRQWHQW� DQDO\VLV� WR� H[SOLFDWH� VHUYLFH� FOLPDWH� WKHPHV� -RXUQDO� RI� $SSOLHG�
3V\FKRORJ\� �����������

x 6KDUPD�� %��� DQG *DGHQQH�� '�� �������� $Q� HPSLULFDO� LQYHVWLJDWLRQ� RI� WKH�
UHODWLRQVKLS� EHWZHHQ� TXDOLW\� PDQDJHPHQW� IDFWRUV� DQG� FXVWRPHU� VDWLVIDFWLRQ��
LPSURYHG� FRPSHWLWLYH� SRVLWLRQ� DQG� RYHUDOO� EXVLQHVV� SHUIRUPDQFH� -RXUQDO� RI�
6WUDWHJLF�0DUNHWLQJ� ���������������

x 6KDUPD��+����������,PSRUWDQFH�DQG�SHUIRUPDQFH�RI�PDQDJHULDO�WUDLQLQJ�LQ�,QGLDQ�
FRPSDQLHV±DQ�HPSLULFDO� VWXG\� -RXUQDO� RI�0DQDJHPHQW�'HYHORSPHQW� ������� ���
���

x 6KHUJLOO�� *�� 6��� DQG 1DUJXQGNDU�� 5�� �������� 0DUNHW� RULHQWDWLRQ�� PDUNHWLQJ�
LQQRYDWLRQ� DV� SHUIRUPDQFH� GULYHUV�� H[WHQGLQJ� WKH� SDUDGLJP� -RXUQDO� RI� *OREDO�
0DUNHWLQJ� �������������

x 6KLQ��+���DQG (��(OOLQJHU��$����������7KH�HIIHFW�RI�LPSOLFLW�VHUYLFH�JXDUDQWHHV�RQ�
EXVLQHVV�SHUIRUPDQFH� -RXUQDO�RI�6HUYLFHV�0DUNHWLQJ� ���������������



x 6LQJK��6����������(IIHFWV�RI�WUDQVLWLRQ�HFRQRP\�RQ�WKH�PDUNHW�RULHQWDWLRQ�EXVLQHVV�
SHUIRUPDQFH�OLQN��7KH�HPSLULFDO�HYLGHQFH�IURP�,QGLDQ�LQGXVWULDO�ILUPV��-RXUQDO�RI�
JOREDO�0DUNHWLQJ���������������

x âNHUODYDM�� 0��� âWHPEHUJHU�� 0�� ,��� DQG'LPRYVNL�� 9�� �������� 2UJDQL]DWLRQDO�
OHDUQLQJ� FXOWXUH²WKH� PLVVLQJ� OLQN� EHWZHHQ� EXVLQHVV� SURFHVV� FKDQJH� DQG�
RUJDQL]DWLRQDO� SHUIRUPDQFH� ,QWHUQDWLRQDO� -RXUQDO� RI� 3URGXFWLRQ�
(FRQRPLFV�����������������

x 6ODWHU��6��)��� DQG 1DUYHU�� -��&�� ��������'RHV� FRPSHWLWLYH� HQYLURQPHQW�PRGHUDWH�
WKH�PDUNHW� RULHQWDWLRQ�SHUIRUPDQFH� UHODWLRQVKLS" 7KH� -RXUQDO� RI�0DUNHWLQJ�� ���
���

x 6Q\GHU�� 5�� $��� DQG 0RUULV�� -�� +�� �������� 2UJDQL]DWLRQDO� FRPPXQLFDWLRQ� DQG�
SHUIRUPDQFH� -RXUQDO�RI�$SSOLHG�3V\FKRORJ\� �����������

x 6SHDUV�� /�� &�� ������� ,QVLJKWV� RQ� OHDGHUVKLS� 6HUYLFH�� VWHZDUGVKLS�� VSLULW�� DQG�
VHUYDQW�OHDGHUVKLS��-RKQ�:LOH\�DQG 6RQV�

x 6WHSKHQVRQ�� 3�� 5��� &URQ��:�� /��� DQG )UD]LHU�� *�� /�� �������� 'HOHJDWLQJ� SULFLQJ�
DXWKRULW\� WR� WKH� VDOHV� IRUFH�� 7KH� HIIHFWV� RQ� VDOHV� DQG� SURILW� SHUIRUPDQFH�� 7KH�
-RXUQDO�RI�0DUNHWLQJ��������

x 6XOOLYDQ�� .�� ������� :LGH� $ZDNH� LQ� 6HDWWOH�� 6XFFHVV� 6WRULHV� RI� 2XWVWDQGLQJ�
/HDGHUV�ZKR�/HDUQHG�WR�6KDUH�/HDGHUVKLS��,QWHJULW\�3XE�

x 7KRPDV��-��%���&ODUN��6��0���DQG *LRLD��'��$����������6WUDWHJLF�VHQVH�PDNLQJ�DQG�
RUJDQL]DWLRQDO�SHUIRUPDQFH��/LQNDJHV�DPRQJ�VFDQQLQJ��LQWHUSUHWDWLRQ��DFWLRQ��DQG�
RXWFRPHV� $FDGHP\�RI�0DQDJHPHQW�MRXUQDO� ���������������



x 7UHDF\�� 0��� DQG :LHUVHPD�� )�� �������� &XVWRPHU� LQWLPDF\� DQG� RWKHU� YDOXH�
GLVFLSOLQHV� +DUYDUG�EXVLQHVV�UHYLHZ� �������������

x 8UEDQ�� :�� �������� 6HUYLFH� TXDOLW\� JDSV� DQG� WKHLU� UROH� LQ� VHUYLFH� HQWHUSULVHV�
GHYHORSPHQW�� 7HFKQRORJLFDO� DQG� (FRQRPLF� 'HYHORSPHQW� RI� (FRQRP\�� �������
��������

x 9DQGHUPHUZH��6���DQG 5DGD��-����������6HUYLWL]DWLRQ�RI�EXVLQHVV��DGGLQJ�YDOXH�E\�
DGGLQJ�VHUYLFHV� (XURSHDQ�0DQDJHPHQW�-RXUQDO� ��������������

x 9DUDGDUDMDQ�� 3�� 5��� DQG 0HQRQ�� $�� �������� &DXVH�UHODWHG� PDUNHWLQJ�� $� FR�
DOLJQPHQW� RI� PDUNHWLQJ� VWUDWHJ\� DQG� FRUSRUDWH� SKLODQWKURS\� 7KH� -RXUQDO� RI�
0DUNHWLQJ��������

x 9RLJW��.�� ,���:DVVPXV��$���%DFFDUHOOD��&��� DQG (QJHO�� 6�� ��������7KH� HIIHFWV� RI�
PDUNHW�DQG�VHUYLFH�RULHQWDWLRQ�RQ�WKH�VXFFHVV�RI�VROXWLRQ�SURYLGHUV�LQ�WKH�*HUPDQ�
PDQXIDFWXULQJ� VHFWRU�� ,Q� 7HFKQRORJ\� 0DQDJHPHQW� IRU� (PHUJLQJ� 7HFKQRORJLHV�
�3,&0(7��������3URFHHGLQJV�RI�3,&0(7
��� �SS��������������,(((�

x :DONHU�� 5�� 0��� 'DPDQSRXU�� )��� DQG 'HYHFH�� &�� $�� �������� 0DQDJHPHQW�
LQQRYDWLRQ�DQG�RUJDQL]DWLRQDO�SHUIRUPDQFH��7KH�PHGLDWLQJ�HIIHFW�RI�SHUIRUPDQFH�
PDQDJHPHQW� -RXUQDO�RI�3XEOLF�$GPLQLVWUDWLRQ�5HVHDUFK�DQG�7KHRU\��PXT����

x :HL��/��4���DQG /DX��&��0����������7KH�LPSDFW�RI�PDUNHW�RULHQWDWLRQ�DQG�VWUDWHJLF�
+50� RQ� ILUP� SHUIRUPDQFH�� WKH� FDVH� RI� &KLQHVH� HQWHUSULVHV� -RXUQDO� RI�
,QWHUQDWLRQDO�%XVLQHVV�6WXGLHV� ���������������

x :ULJKW��1��'���3HDUFH��-��:���DQG %XVELQ��-� :����������/LQNLQJ�FXVWRPHU�VHUYLFH�
RULHQWDWLRQ�WR�FRPSHWLWLYH�SHUIRUPDQFH��'RHV�WKH�PDUNHWLQJ�FRQFHSW�UHDOO\�ZRUN"�
-RXUQDO�RI�0DUNHWLQJ�7KHRU\�DQG�3UDFWLFH��������



x :X�� &�� +�� -��� /LDQJ�� 5�� '��� 7XQJ�� :��� DQG &KDQJ�� &�� 6�� �������� 6WUXFWXUDO�
UHODWLRQVKLSV� DPRQJ� RUJDQL]DWLRQ� VHUYLFH� RULHQWDWLRQ�� HPSOR\HH� VHUYLFH�
SHUIRUPDQFH�� DQG� FRQVXPHU� LGHQWLILFDWLRQ� 7KH� 6HUYLFH� ,QGXVWULHV� -RXUQDO��������
����������

x <DS (Q�� -���%RYH�� /�� /��� DQG %HYHUODQG��0��%�� ��������([SORULQJ� WKH� HIIHFWV� RI�
GLIIHUHQW� UHZDUG� SURJUDPV� RQ� LQ�UROH� DQG� H[WUD�UROH� SHUIRUPDQFH� RI� UHWDLO� VDOHV�
DVVRFLDWHV� 4XDOLWDWLYH� 0DUNHW� 5HVHDUFK�� $Q� ,QWHUQDWLRQDO� -RXUQDO� ������� ����
����

x <RRQ��6��-���&KRL��'��&���DQG 3DUN��-��:����������6HUYLFH�RULHQWDWLRQ��,WV�LPSDFW�RQ�
EXVLQHVV� SHUIRUPDQFH� LQ� WKH� PHGLFDO� VHUYLFH� LQGXVWU\� 7KH� 6HUYLFH� ,QGXVWULHV�
-RXUQDO� ���������������

x <RXQGW�� 0�� $��� DQG 6QHOO�� 6�� $�� �������� +XPDQ� UHVRXUFH� FRQILJXUDWLRQV��
LQWHOOHFWXDO�FDSLWDO��DQG�RUJDQL]DWLRQDO�SHUIRUPDQFH� -RXUQDO�RI�0DQDJHULDO�,VVXHV��
��������

x <RXQGW��0�� $��� 6XEUDPDQLDP��0��� DQG 6QHOO�� 6�� $�� �������� ,QWHOOHFWXDO� FDSLWDO�
SURILOHV�� DQ� H[DPLQDWLRQ� RI� LQYHVWPHQWV� DQG� UHWXUQV� -RXUQDO� RI� 0DQDJHPHQW�
VWXGLHV� ���������������

x =DFN�� 0��� 0F.HHQ�� -��� DQG 6LQJK�� 6�� �������� .QRZOHGJH� PDQDJHPHQW� DQG�
RUJDQL]DWLRQDO� SHUIRUPDQFH�� DQ� H[SORUDWRU\� DQDO\VLV� -RXUQDO� RI� NQRZOHGJH�
PDQDJHPHQW� ���������������

x =HLWKDPO��9��$����������6HUYLFH�TXDOLW\��SURILWDELOLW\��DQG�WKH�HFRQRPLF�ZRUWK�RI�
FXVWRPHUV��ZKDW�ZH�NQRZ�DQG�ZKDW�ZH�QHHG�WR�OHDUQ� -RXUQDO�RI�WKH�DFDGHP\�RI�
PDUNHWLQJ�VFLHQFH� �������������



x =HLWKDPO��9��$���%LWQHU��0�� -��� DQG *UHPOHU��'��'�� �������� 6HUYLFHV�0DUNHWLQJ�
0F*UDZ�+LOO� 1HZ�<RUN�



$33(1',;�$ ��5HVXOWV�IRU�IDFH�YDOLGLW\�DQG�UHOLDELOLW\�JLYHQ�E\�H[SHUW�JURXS

� ,Q�RXU�RUJDQL]DWLRQ��HPSOR\HHV�FDUH�IRU�FXVWRPHUV�DV�WKH\�ZRXOG�OLNH�WR�EH�FDUHG�IRU
� ,Q�RXU�RUJDQL]DWLRQ�FXVWRPHU�VDWLVIDFWLRQ�LV�SULRULWL]HG
� ,Q�RXU�RUJDQL]DWLRQ��(PSOR\HHV�JR�WKH��H[WUD�PLOH��IRU�FXVWRPHUV
� ,Q�RXU�RUJDQL]DWLRQ��ZH�DUH�QRWLFHDEO\�PRUH�IULHQGO\�DQG�FRXUWHRXV�WKDQ�RXU�FRPSHWLWRUV
� ,Q� RXU� RUJDQL]DWLRQ�� (PSOR\HHV� JR� RXW� RI� WKHLU� ZD\� WR� UHGXFH� LQFRQYHQLHQFHV� IRU�

FXVWRPHUV
� ,Q� RXU� RUJDQL]DWLRQ�� 'HFLVLRQV� DUH� PDGH� �FORVH� WR� WKH� FXVWRPHU��� ,Q� RWKHU� ZRUGV��

HPSOR\HHV� RIWHQ� PDNH� LPSRUWDQW� FXVWRPHU� GHFLVLRQV� ZLWKRXW� VHHNLQJ� PDQDJHPHQW�
DSSURYDO

� ,Q�RXU�RUJDQL]DWLRQ��(PSOR\HHV�KDYH�IUHHGRP�DQG�DXWKRULW\�WR�DFW�LQGHSHQGHQWO\�LQ�RUGHU�
WR�SURYLGH�H[FHOOHQW�VHUYLFH

� :H�HQKDQFH�RXU�VHUYLFH�FDSDELOLWLHV�WKURXJK�WKH�XVH�RI��VWDWH�RI�WKH�DUW��WHFKQRORJ\
� ,Q� RXU� RUJDQL]DWLRQ�� 7HFKQRORJ\� LV� XVHG� WR� EXLOG� DQG� GHYHORS� KLJKHU� OHYHOV� RI� VHUYLFH�

TXDOLW\
�� :H�XVH�VWDWH�RI�WKH�DUW�WHFKQRORJLHV�WR�VXSSRUW�VHUYLFHV�RU�SURGXFWV
�� :H�XVH�KLJK� OHYHOV�RI� WHFKQRORJ\� WR� VXSSRUW� WKH�HIIRUWV�RI�PHQ�DQG�ZRPHQ�RQ� WKH� IURQW�

OLQH
�� :H�JR�RXW�RI�RXU�ZD\�WR�SUHYHQW�FXVWRPHU�SUREOHPV
�� :H�JR�RXW�RI�RXU�ZD\�WR�³KHDG�RII´�RU�SUHYHQW�FXVWRPHU�SUREOHPV�UDWKHU�WKDQ�UHDFWLQJ�WR�

SUREOHPV�RQFH�WKH\�RFFXU
�� ,Q�RXU�RUJDQL]DWLRQ��7KHUH�LV�D�WUXH�FRPPLWPHQW�WR�VHUYLFH��QRW�MXVW�OLS�VHUYLFH
�� :H�DFWLYHO\�OLVWHQ�WR�RXU�FXVWRPHUV
�� &XVWRPHUV�DUH�YLHZHG�DV�RSSRUWXQLWLHV�WR�VHUYH�UDWKHU�WKDQ�DV�VRXUFHV RI�UHYHQXH
�� :H�GR�QRW�ZDLW�IRU�FXVWRPHUV�WR�FRPSODLQ��ZH�XVH�LQWHUQDO�VWDQGDUGV�WR�SLQSRLQW�IDLOXUHV�

EHIRUH�ZH�UHFHLYH�FXVWRPHU�FRPSODLQWV



�� (YHU\� HIIRUW� LV� PDGH� WR� H[SODLQ� WKH� UHVXOWV� RI� FXVWRPHU� UHVHDUFK� WR� HYHU\� HPSOR\HH� LQ�
XQGHUVWDQGDEOH�WHUPV

�� ,W�LV�EHOLHYHG�WKDW�IXQGDPHQWDOO\��WKH�RUJDQL]DWLRQ�H[LVWV�WR�VHUYH�WKH�QHHGV�RI�LWV�FXVWRPHUV
�� (YHU\�HPSOR\HH�XQGHUVWDQGV� DOO� RI� WKH� VHUYLFH� VWDQGDUGV� WKDW�KDYH�EHHQ� LQVWLWXWHG�E\� DOO�

GHSDUWPHQWV
�� :H�KDYH�D�GHYHORSHG�FKDLQ�RI�REMHFWLYHV�OLQNLQJ� WRJHWKHU�HYHU\�EUDQFK�LQ�VXSSRUW�RI� WKH�

FRUSRUDWH�YLVLRQ
�� :H�KDYH�NH\�UHVXOW�DUHDV�LGHQWLILHG�IRU�HDFK�GHSDUWPHQW
�� 6HUYLFH�SHUIRUPDQFH�PHDVXUHV�DUH�FRPPXQLFDWHG�RSHQO\�ZLWK�DOO�HPSOR\HHV�UHJDUGOHVV�RI�

SRVLWLRQ�RU�IXQFWLRQ
�� :H�KDYH�DQ�H[FHOOHQW�FXVWRPHU�FRPSODLQW�KDQGOLQJ�V\VWHP�IRU�VHUYLFH�IROORZ�XS
�� :H� KDYH� HVWDEOLVKHG� SUREOHP�VROYLQJ� JURXSV� WR� HQKDQFH� RXU� DELOLW\� WR� UHVROYH� VHUYLFH�

EUHDNGRZQV
�� :H� SURYLGH� IROORZ�XS� VHUYLFH� FDOOV� WR� FRQILUP� WKDW� RXU� VHUYLFHV� DUH� EHLQJ� SURYLGHG�

SURSHUO\
�� :H�SURYLGH�HYHU\�FXVWRPHU�ZLWK�DQ�H[SOLFLW�VHUYLFH�JXDUDQWHH
�� 0DQDJHPHQW�SURYLGHV�H[FHOOHQW�LQFHQWLYHV�DQG�UHZDUGV�DW�DOO�OHYHOV�IRU�VHUYLFH�TXDOLW\��QRW�

MXVW�SURGXFWLYLW\
�� :H�KDYH�0DQDJHPHQW�,QIRUPDWLRQ�V\VWHP�IRU�WLPHO\�FRPPXQLFDWLRQ
�� (IIRUWV� DUH� EHLQJ�PDGH� WR� DFTXLUH� DQG�SURFHVV� DIIRUGDEOH� UHDO� WLPH� LQIRUPDWLRQ� IURP� DOO�

SDUWV�RI�RUJDQL]DWLRQ DQG�FXVWRPHUV
�� (IIRUWV�DUH�EHLQJ�PDGH�WR�DOLJQ�RXU�RUJDQL]DWLRQDO�VWUXFWXUHV��SURFHVVHV�DQG�V\VWHPV�WR�WDNH�

DGYDQWDJH�RI�DYDLODEOH�DQG�DIIRUGDEOH�UHDO�WLPH�LQIRUPDWLRQ�
�� :H�JLYH�SULRULW\�WR�SURFHVV�LQIRUPDWLRQ�ZKLFK�QHHGV�LPPHGLDWH�DFWLRQ
�� 7KLV�RUJDQL]DWLRQ�QRWLFHDEO\�FHOHEUDWHV�H[FHOOHQW�VHUYLFH
�� 0DQDJHPHQW�FRQVWDQWO\�FRPPXQLFDWHV�WKH�LPSRUWDQFH�RI�VHUYLFH
�� 0DQDJHPHQW� UHJXODUO\� VSHQGV� WLPH� �LQ� WKH� ILHOG�� RU� �RQ� WKH� IORRU�� ZLWK� FXVWRPHUV� DQG�

IURQW�OLQH�HPSOR\HHV



�� 0DQDJHPHQW�LV�FRQVWDQWO\�PHDVXULQJ�VHUYLFH�TXDOLW\
�� 0DQDJHPHQW�VKRZV�WKDW�WKH\�FDUH�DERXW�VHUYLFH�E\�FRQVWDQWO\�JLYLQJ�RI�WKHPVHOYHV
�� 0DQDJHPHQW� SURYLGHV� UHVRXUFHV�� QRW� MXVW� �OLS� VHUYLFH��� WR� HQKDQFH� HPSOR\HH� DELOLW\� WR�

SURYLGH�H[FHOOHQW�VHUYLFH
�� 0DQDJHUV�JLYH�SHUVRQDO�LQSXW�DQG�OHDGHUVKLS�LQWR�FUHDWLQJ�TXDOLW\�VHUYLFH
�� (YHU\� HPSOR\HH� UHFHLYHV� SHUVRQDO� VNLOOV� WUDLQLQJ� WKDW� HQKDQFHV� KLV�KHU� DELOLW\� WR� GHOLYHU�

KLJK�TXDOLW\�VHUYLFH
�� :H�VSHQG�PXFK�WLPH�DQG�HIIRUW�LQ�VLPXODWHG�WUDLQLQJ�DFWLYLWLHV�WKDW�KHOS�XV�SURYLGH�KLJKHU�

OHYHOV�RI�VHUYLFH�ZKHQ�DFWXDOO\�HQFRXQWHULQJ�WKH�FXVWRPHU
�� 'XULQJ� WUDLQLQJ� VHVVLRQV� ZH� ZRUN� WKURXJK� H[HUFLVHV� WR� LGHQWLI\� DQG� LPSURYH� DWWLWXGHV�

WRZDUG�FXVWRPHU



$SSHQGL[�%��)LQDO�UHVHDUFK�LQVWUXPHQW
'HDU�6LU��0DGDP�
$V�D�SDUW�RI�P\�GRFWRUDO� UHVHDUFK�� ,� LQWHQG� WR� LGHQWLI\� WKH�GLPHQVLRQV�RI�RUJDQL]DWLRQ¶V�
VHUYLFH�RULHQWDWLRQ�DQG�LWV�UHVXOWDQW�LPSDFW�RQ�LWV�SHUIRUPDQFH�RQ�YDULRXV�SDUDPHWHUV��7KH�
PDLQ�REMHFWLYHV�RI�WKH�SURSRVHG�ZRUN�WR�EH�FDUULHG�RXW�DUH�DV�IROORZV�

x 7R� LGHQWLI\� GLPHQVLRQV� RI� 2UJDQL]DWLRQDO� 6HUYLFH� 2ULHQWDWLRQ� LQ�PDQXIDFWXULQJ�
DQG�VHUYLFH�RUJDQL]DWLRQV

x 7R� PHDVXUH� ,PSDFW� RI� 6HUYLFH� 2ULHQWDWLRQ� RQ� RUJDQL]DWLRQDO� SHUIRUPDQFH� DV�
PHDVXUHG�E\�ILQDQFLDO��RSHUDWLRQDO�DQG�PDUNHWLQJ�SDUDPHWHUV

x 7R�H[DPLQH�WKH�H[WHQW�RI�VLPLODULW\�RU�GLIIHUHQFH�EHWZHHQ�WKH�VHUYLFH�RULHQWDWLRQ�
DQG� RUJDQL]DWLRQDO� SHUIRUPDQFH� UHODWLRQVKLS� LQ� PDQXIDFWXULQJ� DQG� VHUYLFH�
EXVLQHVVHV

%DVHG� RQ� WKH� OLWHUDWXUH� UHYLHZ� WKH� 6HUYLFH� RULHQWDWLRQ� PD\� EH� GHILQHG� DV� µDQ�
RUJDQL]DWLRQ�ZLGH� HPEUDFHPHQW� RI� D� EDVLF� VHW� RI� UHODWLYHO\� HQGXULQJ� RUJDQL]DWLRQDO�
SROLFLHV�� SUDFWLFHV� DQG� SURFHGXUHV� LQWHQGHG� WR� VXSSRUW� DQG� UHZDUG� VHUYLFH�JLYLQJ�
EHKDYLRUV� WKDW� FUHDWH� DQG� GHOLYHU� ³VHUYLFH� H[FHOOHQFH´�� >/\WOH� HW� DO�>������ ���@� DQG� µD�
VWUDWHJLF� UHVSRQVH� WR� PDUNHW� LQIRUPDWLRQ� ZKLFK� LV� GHVLJQHG� WR� LPSOHPHQW� PDUNHWLQJ�
FRQFHSW�ZLWKLQ� WKH�RYHUDOO� IUDPHZRUN�RI� FXVWRPHU�RULHQWHG� VHUYLFHV¶� >/HH� HW� DO� >������
���@
,�WDNH�WKLV�RSSRUWXQLW\�WR�VHHN�\RXU�UHVSRQVH�WKURXJK�WKH�HQFORVHG�TXHVWLRQQDLUH ,�DVVXUH�
WKDW� LW� ZLOO� EH� XVHG� RQO\� IRU� DFDGHPLF� UHVHDUFK� SXUSRVH� DQG� FRQILGHQWLDOLW\� ZLOO� EH�
PDLQWDLQHG��5HVXOWV�RI�UHVHDUFK�ZLOO�EH�VKDUHG�ZLWK�\RX�
7KDQNLQJ�\RX��
6DQMHHY� 6D[HQD
$GGLWLRQDO�*HQHUDO�0DQDJHU
6WXGHQW�RII�FDPSXV�3K'��%,76�3LODQL



4XHVWLRQQDLUH�RQ�6(59,&(�25,(17$7,21�2)�25*$1,=$7,216

,7(0 ��6'��
VWURQJO\�
GLVDJUHH

��'��
GLVDJUHH�

��1��
QHXWUDO���

��$� ��
DJUHH

��6$��
VWURQJO\
DJUHH

� ,Q� RXU� RUJDQL]DWLRQ�� HPSOR\HHV�
FDUH�IRU�FXVWRPHUV�DV�WKH\�ZRXOG�
OLNH�WR�EH�FDUHG�IRU

� ,Q� RXU� RUJDQL]DWLRQ�� (PSOR\HHV�
JR�WKH��H[WUD�PLOH��IRU�FXVWRPHUV

� ,Q� RXU� RUJDQL]DWLRQ�� ZH� DUH�
QRWLFHDEO\� PRUH� IULHQGO\� DQG�
FRXUWHRXV�WKDQ�RXU�FRPSHWLWRUV

� ,Q� RXU� RUJDQL]DWLRQ�� (PSOR\HHV�
JR� RXW� RI� WKHLU� ZD\� WR� UHGXFH�
LQFRQYHQLHQFHV�IRU�FXVWRPHUV

� ,Q� RXU� RUJDQL]DWLRQ�� 'HFLVLRQV�
DUH�PDGH��FORVH�WR�WKH�FXVWRPHU���
,Q� RWKHU� ZRUGV�� HPSOR\HHV� RIWHQ�
PDNH� LPSRUWDQW� FXVWRPHU�
GHFLVLRQV� ZLWKRXW� VHHNLQJ�
PDQDJHPHQW�DSSURYDO

� ,Q� RXU� RUJDQL]DWLRQ�� (PSOR\HHV�
KDYH�IUHHGRP�DQG�DXWKRULW\�WR�DFW�
LQGHSHQGHQWO\�LQ�RUGHU�WR�SURYLGH�
H[FHOOHQW�VHUYLFH

� :H� HQKDQFH� RXU� VHUYLFH�
FDSDELOLWLHV� WKURXJK� WKH� XVH� RI�
�VWDWH�RI�WKH�DUW��WHFKQRORJ\

� ,Q� RXU� RUJDQL]DWLRQ�� 7HFKQRORJ\�
LV� XVHG� WR� EXLOG� DQG� GHYHORS�
KLJKHU�OHYHOV�RI�VHUYLFH�TXDOLW\

� :H�XVH�KLJK�OHYHOV�RI�WHFKQRORJ\�
WR�VXSSRUW�WKH�HIIRUWV�RI�PHQ�DQG�



ZRPHQ�RQ�WKH�IURQW�OLQH
�� :H�JR�RXW�RI�RXU�ZD\�WR�SUHYHQW�

FXVWRPHU�SUREOHPV
�� :H� JR� RXW� RI� RXU� ZD\� WR� ³KHDG�

RII´� RU� SUHYHQW� FXVWRPHU�
SUREOHPV UDWKHU� WKDQ� UHDFWLQJ� WR�
SUREOHPV�RQFH�WKH\�RFFXU

�� ,Q� RXU� RUJDQL]DWLRQ�� 7KHUH� LV� D�
WUXH� FRPPLWPHQW� WR� VHUYLFH�� QRW�
MXVW�OLS�VHUYLFH

�� :H� DFWLYHO\� OLVWHQ� WR� RXU�
FXVWRPHUV

�� &XVWRPHUV� DUH� YLHZHG� DV�
RSSRUWXQLWLHV�WR�VHUYH�UDWKHU�WKDQ�
DV�VRXUFHV�RI�UHYHQXH

�� :H�GR�QRW�ZDLW� IRU�FXVWRPHUV� WR�
FRPSODLQ�� ZH� XVH� LQWHUQDO�
VWDQGDUGV� WR� SLQSRLQW� IDLOXUHV�
EHIRUH� ZH� UHFHLYH� FXVWRPHU�
FRPSODLQWV

�� (YHU\� HIIRUW� LV� PDGH� WR� H[SODLQ�
WKH� UHVXOWV� RI� FXVWRPHU� UHVHDUFK�
WR� HYHU\� HPSOR\HH� LQ�
XQGHUVWDQGDEOH�WHUPV

�� ,W� LV�EHOLHYHG�WKDW�IXQGDPHQWDOO\��
WKH� RUJDQL]DWLRQ� H[LVWV� WR� VHUYH�
WKH�QHHGV�RI�LWV�FXVWRPHUV

�� (YHU\� HPSOR\HH� XQGHUVWDQGV� DOO�
RI�WKH�VHUYLFH�VWDQGDUGV�WKDW�KDYH�
EHHQ�LQVWLWXWHG�E\�DOO�GHSDUWPHQWV



,7(0 ��6'��
VWURQJO\�
GLVDJUHH

��'��
GLVDJUHH�

��1��
QHXWUDO���

��$� ��
DJUHH

��6$��
VWURQJO\�
DJUHH

�� :H� KDYH� D� GHYHORSHG� FKDLQ� RI�
REMHFWLYHV� OLQNLQJ� WRJHWKHU� HYHU\�
EUDQFK� LQ� VXSSRUW� RI� WKH�
FRUSRUDWH�YLVLRQ

�� 6HUYLFH� SHUIRUPDQFH� PHDVXUHV�
DUH� FRPPXQLFDWHG� RSHQO\� ZLWK�
DOO� HPSOR\HHV� UHJDUGOHVV� RI�
SRVLWLRQ�RU�IXQFWLRQ

�� :H� KDYH� DQ� H[FHOOHQW� FXVWRPHU�
FRPSODLQW� KDQGOLQJ� V\VWHP� IRU�
VHUYLFH�IROORZ�XS

�� :H� KDYH� HVWDEOLVKHG� SUREOHP�
VROYLQJ� JURXSV� WR� HQKDQFH� RXU�
DELOLW\� WR� UHVROYH� VHUYLFH�
EUHDNGRZQV

�� :H� SURYLGH� IROORZ�XS� VHUYLFH�
FDOOV� WR�FRQILUP�WKDW�RXU�VHUYLFHV�
DUH�EHLQJ�SURYLGHG�SURSHUO\

�� :H�SURYLGH�HYHU\�FXVWRPHU�ZLWK�
DQ�H[SOLFLW�VHUYLFH�JXDUDQWHH

�� 0DQDJHPHQW� SURYLGHV� H[FHOOHQW�
LQFHQWLYHV� DQG� UHZDUGV� DW� DOO�
OHYHOV�IRU�VHUYLFH�TXDOLW\��QRW�MXVW�
SURGXFWLYLW\

�� (IIRUWV�DUH�EHLQJ�PDGH�WR�DFTXLUH�
DQG� SURFHVV� DIIRUGDEOH� UHDO� WLPH�
LQIRUPDWLRQ� IURP� DOO� SDUWV� RI�
RUJDQL]DWLRQ DQG�FXVWRPHUV

�� (IIRUWV� DUH� EHLQJ� PDGH� WR� DOLJQ�
RXU� RUJDQL]DWLRQDO� VWUXFWXUHV��
SURFHVVHV� DQG� V\VWHPV� WR� WDNH�



DGYDQWDJH� RI� DYDLODEOH� DQG�
DIIRUGDEOH�UHDO�WLPH�LQIRUPDWLRQ�

�� 7KLV� RUJDQL]DWLRQ� QRWLFHDEO\�
FHOHEUDWHV�H[FHOOHQW�VHUYLFH

�� 0DQDJHPHQW� FRQVWDQWO\�
FRPPXQLFDWHV� WKH� LPSRUWDQFH� RI�
VHUYLFH

�� 0DQDJHPHQW� UHJXODUO\� VSHQGV�
WLPH� �LQ� WKH� ILHOG�� RU� �RQ� WKH�
IORRU��ZLWK� FXVWRPHUV� DQG� IURQW�
OLQH�HPSOR\HHV

�� 0DQDJHPHQW� LV� FRQVWDQWO\�
PHDVXULQJ�VHUYLFH�TXDOLW\

�� 0DQDJHPHQW� VKRZV� WKDW� WKH\�
FDUH� DERXW� VHUYLFH� E\� FRQVWDQWO\�
JLYLQJ�RI�WKHPVHOYHV

�� 0DQDJHPHQW� SURYLGHV� UHVRXUFHV��
QRW� MXVW� �OLS� VHUYLFH��� WR�HQKDQFH�
HPSOR\HH� DELOLW\� WR� SURYLGH�
H[FHOOHQW�VHUYLFH

�� 0DQDJHUV� JLYH� SHUVRQDO� LQSXW�
DQG� OHDGHUVKLS� LQWR� FUHDWLQJ�
TXDOLW\�VHUYLFH

�� (YHU\� HPSOR\HH� UHFHLYHV�
SHUVRQDO� VNLOOV� WUDLQLQJ� WKDW�
HQKDQFHV�KLV�KHU�DELOLW\�WR�GHOLYHU�
KLJK�TXDOLW\�VHUYLFH

�� :H� VSHQG� PXFK� WLPH� DQG� HIIRUW�
LQ� VLPXODWHG� WUDLQLQJ� DFWLYLWLHV�
WKDW�KHOS�XV�SURYLGH�KLJKHU�OHYHOV�
RI� VHUYLFH� ZKHQ� DFWXDOO\�
HQFRXQWHULQJ�WKH�FXVWRPHU

�� 'XULQJ�WUDLQLQJ�VHVVLRQV�ZH�ZRUN�
WKURXJK�H[HUFLVHV� WR� LGHQWLI\�DQG�



LPSURYH� DWWLWXGHV� WRZDUG�
FXVWRPHU

,7(0 <(6 12 &$1¶7�6$<
�� 'R� \RX� KDYH� WKH� V\VWHP� RI� VHUYLFH�� SURGXFW�

GRFXPHQWDWLRQ
�� 'R� \RX� KDYH� VHUYLFH� GHOLYHU\� RU� 3URGXFW�

WUDQVSRUWDWLRQDQG GHOLYHU\
SOHDVH� UHSO\� RQO\� LI� \RX� DUH� D� PDQXIDFWXULQJ�
RUJDQL]DWLRQ

<(6 12 &$1¶7�6$<

�� 'R�\RX�SURYLGH�3URGXFW�LQVWDOODWLRQ
�� 'R�\RX�KDYH�+HOS�GHVN�FDOO�FHQWUH��VHUYLFH�FHQWUH
�� 'R� \RX� SURYLGH� VHUYLFH� RU� 3URGXFW�

LQVSHFWLRQ�GLDJQRVLV
�� 'R�\RX�SURYLGH�6HUYLFH�RU�3URGXFW�XSJUDGHV
�� 'R�\RX�SURYLGH�3URGXFW�UHSDLU�VSDUH�SDUWV
�� 'R� \RX� SURYLGH� 3URGXFW� UHIXUELVKLQJ� RU� 6HUYLFH�

LPSURYHPHQWV
SOHDVH� UHSO\� RQO\� LI� \RX� DUH� D� PDQXIDFWXULQJ�
RUJDQL]DWLRQ

<(6 12� &$1¶7�6$<

�� 'R� \RX� SURYLGH� 3URGXFW� UHF\FOLQJ�PDFKLQH�
EURNHULQJ

�� 'R� \RX�KDYH� D� V\VWHP� IRU�3UHYHQWLYH�PDLQWHQDQFH� RU�
DQWLFLSDWLQJ�IDLOXUHV

�� 'R�\RX�KDYH�WKH�V\VWHP�IRU�&RQGLWLRQ�PRQLWRULQJ
�� 'R� \RX�KDYH� V\VWHP� IRU�3URFHVV�RULHQWHG� HQJLQHHULQJ�

�WHVWLQJ��RSWLPL]LQJ�DQG�VLPXODWLQJ�
�� 'R�\RX�SURYLGH�)LQDQFLQJ�VHUYLFHV�WR�FXVWRPHUV



�� 'R�\RX�KDYH�D�V\VWHP�RI�SULFLQJ�\RXU�SURGXFW�VHUYLFH��
NHHSLQJ�LQ�YLHZ�WKH�FXVWRPHUV¶�UHTXLUHPHQWV

�� 'R� \RX� SURYLGH� VHUYLFHVOLNH� 0DQDJHPHQW� RI� VSDUH�
SDUWV� RU� VXSSOHPHQWDULHV� RU� DIWHU� VDOHV� VHUYLFH� WR�
FXVWRPHUV

�� 'R� \RX� SURYLGH� 3URFHVV�RULHQWHG� �TXDOLW\�GULYHQ�
LQFOXGLQJ�WHFKQRORJ\��WUDLQLQJ�WR�FXVWRPHUV

�� 'R�\RX�SURYLGH�%XVLQHVV�RULHQWHG�WUDLQLQJ��ILQDQFLDOO\�
GULYHQ�PDQDJHPHQW�WUDLQLQJ��WR�FXVWRPHUV

�� 'R� \RX� SURYLGH� 3URFHVV�RULHQWHG� FRQVXOWLQJ� �TXDOLW\�
GULYHQ�LQFOXGLQJ�WHFKQRORJ\�

�� 'R� \RX� SURYLGH� %XVLQHVV�RULHQWHG� FRQVXOWLQJ�
�ILQDQFLDOO\� GULYHQ�PDQDJHPHQW� FRQVXOWLQJ�� WR�
FXVWRPHUV

3OHDVH� UHSO\� RQO\� LI� \RX� DUH� D� PDQXIDFWXULQJ�
RUJDQL]DWLRQ

<(6 12 &$1¶7�6$<

�� 'R� \RX� KDYH� D� V\VWHP� RI� 0DQDJLQJ� WKH�
PDLQWHQDQFH�IXQFWLRQ�IRU�WKH�FXVWRPHU

�� 'R� \RX� SURYLGH� PDQDJLQJ� SURGXFW�UHODWHG�
RSHUDWLRQV� �FRPSOHWH� RXWVRXUFLQJ� DQG� RZQHUVKLS�
RI� SURGXFW� E\� YHQGRU�� LI� \RXU� FXVWRPHUV� GHPDQG�
VR

������1DPH�RI�RUJDQL]DWLRQ DQG�LW
V�ZHEVLWH

,7(0 ���
3225����

���
$9(5$*(����

���
*22'����

���
9(5<*22'����

���
(;&(//(17

�� �� 0$5.(7� 6+$5(�
*52:7+� 5$7(� LQ�
ODVW� �� \HDUV� RI� \RXU�
FRPSDQ\� LQ�
FRPSDULVRQ� WR�



FRPSHWLWRUV
�� 29(5$//�

352),7$%,/,7<� RI�
\RXU� FRPSDQ\� YL]�D�
YL]�FRPSHWLWRUV

�� &267�
&203(7,7,9(1(6
6� RI� \RXU� SURGXFW��
VHUYLFH� YL]�D�YL]�
FRPSHWLWRUV

�� &86720(5�
3(5&(37,21� RI�
\RXU� SURGXFWV��
VHUYLFHV� LQ� PDUNHW�
SODFH� YL]�D�YL]�
FRPSHWLWRUV

�� 3HUIRUPDQFH�LQ�WHUPV�
RI� 1(:�
352'8&76�6(59,
&(6�� ,1129$7,9(�
62/87,216�
ODXQFKHG� LQ� ODVW� ��
\HDUV� LQ� FRPSDULVRQ�
WR�FRPSHWLWRUV�

������SOHDVH�WHOO�DERXW�\RX��<RXU�QDPH�237,21$/��DQG 'HVLJQDWLRQ
�����<RXU�FRQWDFW�QXPEHU�DQG�HPDLO�LG
����7\SH�RI� LQGXVWU\�� RUJDQL]DWLRQ $UH�\RX�D� VHUYLFH� LQGXVWU\��0DQXIDFWXULQJ�RU�
ERWK

R 6HUYLFH
R 0DQXIDFWXULQJ
R %RWK�6HUYLFH�DQG 0DQXIDFWXULQJ
R 2WKHU���3/�63(&,)<



$SSHQGL[�&��%DU�FKDUWV�RI�GLPHQVLRQV�RI�VHUYLFH�RULHQWDWLRQ
)LJXUH�$������&RPSDULVRQ�RI�&XVWRPHU�WUHDWPHQW�VFRUH

)LJXUH�$����� &RPSDULVRQ�RI (PSOR\HH�HPSRZHUPHQW�VFRUH

)LJXUH�$������&RPSDULVRQ�RI�6HUYLFH�WHFKQRORJ\�VFRUH

ϯ͘ϳϱ
ϯ͘ϴ

ϯ͘ϴϱ
ϯ͘ϵ

ϯ͘ϵϱ
ϰ

ϰ͘Ϭϱ

^ĞƌǀŝĐĞ DĂŶƵĨĂĐƚƵƌŝŶŐ �ŽƚŚ

�ƵƐƚŽŵĞƌ�dƌĞĂƚŵĞŶƚ�

ϯ͘Ϭϰ
ϯ͘Ϭϲ
ϯ͘Ϭϴ
ϯ͘ϭ

ϯ͘ϭϮ
ϯ͘ϭϰ
ϯ͘ϭϲ
ϯ͘ϭϴ
ϯ͘Ϯ

ϯ͘ϮϮ

^ĞƌǀŝĐĞ DĂŶƵĨĂĐƚƵƌŝŶŐ �ŽƚŚ

�ŵƉůŽǇĞĞ��ŵƉŽǁĞƌŵĞŶƚ�

ϯ͘ϰ
ϯ͘ϱ
ϯ͘ϲ
ϯ͘ϳ
ϯ͘ϴ
ϯ͘ϵ
ϰ

^ĞƌǀŝĐĞ DĂŶƵĨĂĐƚƵƌŝŶŐ �ŽƚŚ

^ĞƌǀŝĐĞ�dĞĐŚŶŽůŽŐǇ�



)LJXUH�$������&RPSDULVRQ�RI�6HUYLFH�IDLOXUH�SUHYHQWLRQ�VFRUH

)LJXUH�$������&RPSDULVRQ�RI�6HUYLFH�YLVLRQ�VFRUH

ϯ͘ϱϱ
ϯ͘ϲ

ϯ͘ϲϱ
ϯ͘ϳ

ϯ͘ϳϱ
ϯ͘ϴ

ϯ͘ϴϱ
ϯ͘ϵ

ϯ͘ϵϱ

^ĞƌǀŝĐĞ DĂŶƵĨĂĐƚƵƌŝŶŐ �ŽƚŚ

^ĞƌǀŝĐĞ�&ĂŝůƵƌĞ�WƌĞǀĞŶƚŝŽŶ�

ϯ͘ϳϱ
ϯ͘ϴ

ϯ͘ϴϱ
ϯ͘ϵ

ϯ͘ϵϱ
ϰ

ϰ͘Ϭϱ
ϰ͘ϭ

^ĞƌǀŝĐĞ DĂŶƵĨĂĐƚƵƌŝŶŐ �ŽƚŚ

^ĞƌǀŝĐĞ�sŝƐŝŽŶ�



)LJXUH� $������ &RPSDULVRQ� RI� 6HUYLFH� 6WDQGDUG� &RPPXQLFDWLRQ� VFRUH

)LJXUH�$������&RPSDULVRQ�RI�6HUYLFH�IDLOXUH�UHFRYHU\�VFRUH

)LJXUH�$������&RPSDULVRQ�RI�6HUYLFH�UHZDUGV�VFRUH

ϯ͘ϱϴ
ϯ͘ϲ

ϯ͘ϲϮ
ϯ͘ϲϰ
ϯ͘ϲϲ
ϯ͘ϲϴ
ϯ͘ϳ

ϯ͘ϳϮ
ϯ͘ϳϰ

^ĞƌǀŝĐĞ DĂŶƵĨĂĐƚƵƌŝŶŐ �ŽƚŚ

^ĞƌǀŝĐĞ�^ƚĂŶĚĂƌĚ��ŽŵŵƵŶŝĐĂƚŝŽŶ�

ϯ͘ϰ
ϯ͘ϰϱ
ϯ͘ϱ

ϯ͘ϱϱ
ϯ͘ϲ

ϯ͘ϲϱ
ϯ͘ϳ

ϯ͘ϳϱ

^ĞƌǀŝĐĞ DĂŶƵĨĂĐƚƵƌŝŶŐ �ŽƚŚ

^ĞƌǀŝĐĞ�&ĂŝůƵƌĞ�ZĞĐŽǀĞƌǇ�

ϯ͘ϯ
ϯ͘ϯϱ
ϯ͘ϰ

ϯ͘ϰϱ
ϯ͘ϱ

ϯ͘ϱϱ
ϯ͘ϲ

ϯ͘ϲϱ

^ĞƌǀŝĐĞ DĂŶƵĨĂĐƚƵƌŝŶŐ �ŽƚŚ

^ĞƌǀŝĐĞ�ZĞǁĂƌĚƐ�



)LJXUH�$������&RPSDULVRQ�RI�0DQDJHPHQW�,QIRUPDWLRQ�6\VWHP�VFRUH

)LJXUH�$�������&RPSDULVRQ�RI�6HUYLFH�/HDGHUVKLS�VFRUH

)LJXUH�$�������&RPSDULVRQ�RI�6HUYLFH�7UDLQLQJ�VFRUH

ϯ͘ϰϱ
ϯ͘ϱ

ϯ͘ϱϱ
ϯ͘ϲ

ϯ͘ϲϱ
ϯ͘ϳ

ϯ͘ϳϱ
ϯ͘ϴ

^ĞƌǀŝĐĞ DĂŶƵĨĂĐƚƵƌŝŶŐ �ŽƚŚ

DĂŶĂŐĞŵĞŶƚ�/ŶĨŽƌŵĂƚŝŽŶ�^ǇƐƚĞŵ�

ϯ͘ϲ
ϯ͘ϲϱ
ϯ͘ϳ

ϯ͘ϳϱ
ϯ͘ϴ

ϯ͘ϴϱ
ϯ͘ϵ

^ĞƌǀŝĐĞ DĂŶƵĨĂĐƚƵƌŝŶŐ �ŽƚŚ

^ĞƌǀŝĐĞ�>ĞĂĚĞƌƐŚŝƉ�

ϯ͘ϰ
ϯ͘ϰϱ
ϯ͘ϱ

ϯ͘ϱϱ
ϯ͘ϲ

ϯ͘ϲϱ
ϯ͘ϳ

^ĞƌǀŝĐĞ DĂŶƵĨĂĐƚƵƌŝŶŐ �ŽƚŚ

^ĞƌǀŝĐĞ�dƌĂŝŶŝŶŐ�



)LJXUH�$�������&RPSDULVRQ�RI�2YHUDOO�VFRUH��L�6(5925�

)LJXUH�$�������&RPSDULVRQ�RI�2UJDQL]DWLRQ�3HUIRUPDQFH�6FRUH

ϯ͘ϱ
ϯ͘ϱϱ
ϯ͘ϲ

ϯ͘ϲϱ
ϯ͘ϳ

ϯ͘ϳϱ
ϯ͘ϴ

^ĞƌǀŝĐĞ DĂŶƵĨĂĐƚƵƌŝŶŐ �ŽƚŚ

KǀĞƌĂůů�^ĐĂůĞ�

Ϯ͘ϳ
Ϯ͘ϴ
Ϯ͘ϵ
ϯ

ϯ͘ϭ
ϯ͘Ϯ
ϯ͘ϯ

^ĞƌǀŝĐĞ DĂŶƵĨĂĐƚƵƌŝŶŐ �ŽƚŚ

KƌŐĂŶŝǌĂƚŝŽŶ�WĞƌĨŽƌŵĂŶĐĞ�



)LJXUH�$������&RPSDULVRQ�EHWZHHQ�VHUYLFH��PDQXIDFWXULQJ�DQG�K\EULG IRU�3�

� �6HUYLFH��� �0DQXIDFWXULQJ��� �+\EULG
3� �0DUNHW�VKDUH�JURZWK�UDWH
)LJXUH�$������&RPSDULVRQ�EHWZHHQ�VHUYLFH��PDQXIDFWXULQJ�DQG�K\EULG IRU�3�

� �6HUYLFH��� �0DQXIDFWXULQJ��� �+\EULG
3� �2YHUDOO�SHUIRUPDQFH�RI�FRPSDQ\�YL]�D�YL]�FRPSHWLWRUV

Ϯ͘ϳ
Ϯ͘ϴ
Ϯ͘ϵ
ϯ

ϯ͘ϭ
ϯ͘Ϯ
ϯ͘ϯ
ϯ͘ϰ

ϭ Ϯ ϯ

Wϭ

�ďŽǀĞ�ŵĞĚŝĂŶ
�ĞůŽǁ�ŵĞĚŝĂŶ

Ϭ
Ϭ͘ϱ
ϭ

ϭ͘ϱ
Ϯ

Ϯ͘ϱ
ϯ

ϯ͘ϱ
ϰ

ϭ Ϯ ϯ

WϮ

�ďŽǀĞ�ŵĞĚŝĂŶ
�ĞůŽǁ�ŵĞĚŝĂŶ



)LJXUH�$������&RPSDULVRQ�EHWZHHQ�VHUYLFH��PDQXIDFWXULQJ�DQG�K\EULG IRU�3�

� �6HUYLFH��� �0DQXIDFWXULQJ��� �+\EULG
3� �&RVW�FRPSHWLWLYHQHVV�RI�\RXU�SURGXFW��VHUYLFH�YL]�D�YL]�FRPSHWLWRUV

)LJXUH�$������&RPSDULVRQ�EHWZHHQ�VHUYLFH��PDQXIDFWXULQJ�DQG�K\EULG IRU�3�

� �6HUYLFH��� �0DQXIDFWXULQJ��� �+\EULG
3� �&XVWRPHU�SHUFHSWLRQ�RI�\RXU�SURGXFWV��VHUYLFHV�LQ�PDUNHW�SODFH�YL]�D�YL]�FRPSHWLWRUV

Ϭ
Ϭ͘ϱ
ϭ

ϭ͘ϱ
Ϯ

Ϯ͘ϱ
ϯ

ϯ͘ϱ
ϰ

ϭ Ϯ ϯ

Wϯ

�ďŽǀĞ�ŵĞĚŝĂŶ
�ĞůŽǁ�ŵĞĚŝĂŶ

Ϭ
Ϭ͘ϱ
ϭ

ϭ͘ϱ
Ϯ

Ϯ͘ϱ
ϯ

ϯ͘ϱ
ϰ

ϭ Ϯ ϯ

Wϰ

�ďŽǀĞ�ŵĞĚŝĂŶ
�ĞůŽǁ�ŵĞĚŝĂŶ



)LJXUH�$������&RPSDULVRQ�EHWZHHQ�VHUYLFH��PDQXIDFWXULQJ�DQG�K\EULG IRU�3�

� �6HUYLFH��� �0DQXIDFWXULQJ��� �+\EULG
3� �3HUIRUPDQFH�LQ�WHUPV�RI�QHZ�SURGXFWV�VHUYLFHV��LQQRYDWLYH�VROXWLRQV�ODXQFKHG�LQ�ODVW���\HDUV�
LQ�FRPSDULVRQ�WR�FRPSHWLWRUV

Ϭ
Ϭ͘ϱ
ϭ

ϭ͘ϱ
Ϯ

Ϯ͘ϱ
ϯ

ϯ͘ϱ
ϰ

ϭ Ϯ ϯ

Wϱ

�ďŽǀĞ�ŵĞĚŝĂŶ
�ĞůŽǁ�ŵĞĚŝĂŶ



/LVW�RI�3XEOLFDWLRQV
&RQIHUHQFH�3DSHUV

� 6DQMHHY� 6D[HQD�� 3URI� .ULVKQD� 6XQGDU�� 6HUYLFH� RULHQWDWLRQ� LQ� QHZ� SURGXFW�
GHYHORSPHQW�� (LJKWK� ,QWHUQDWLRQDO� FRQIHUHQFH� RQ� 2SHUDWLRQV� DQG� 4XDQWLWDWLYH�
0DQDJHPHQW��$,06�,QWHUQDWLRQDO� %DQJNRN� ����

/LVW�RI�FRPPXQLFDWHG�SDSHUV
� 6DQMHHY� 6D[HQD�� 0HDVXULQJ� RUJDQL]DWLRQDO� VHUYLFH� RULHQWDWLRQ�� YDOLGDWLQJ�

6(5925�6FDOH� LQ� ,QGLDQ� FRQWH[W��7KH� ,QWHJUDO�5HYLHZ� �� ,661�� �����������
9RO����1R��,,������

� 6DQMHHY�6D[HQD��'U�3UDVKDQW�0LVKUD��0HDVXULQJ�LPSDFW�RI�VHUYLFH�RULHQWDWLRQ�
RQ� RUJDQL]DWLRQDO� SHUIRUPDQFH� LQ� ,QGLDQ� FRQWH[W�� �� ,QWHJUDO� 0DQDJHPHQW�
5HYLHZ������ ��XQGHU�DFFHSWDQFH�



%ULHI�3URILOH�RI�5HVHDUFKHU
6DQMHHY�6D[HQD� LV�SUHVHQWO\�ZRUNLQJ�DV�$GGLWLRQDO�*HQHUDO�0DQDJHU� DW�+HDY\�9HKLFOH�
)DFWRU\��$YDGL��&KHQQDL��2UGQDQFH�)DFWRU\�%RDUG��0LQLVWU\�RI�'HIHQFH��*RYHUQPHQW RI�
,QGLD� +H�KDV�H[SHULHQFH�LQ�GHIHQFH�SURGXFWLRQ��+5'�DQG�4XDOLW\�PDQDJHPHQW�IXQFWLRQV�
+H�JUDGXDWHG� LQ�0HFKDQLFDO�(QJLQHHULQJ� IURP�5DYLVKDQNDU�8QLYHUVLW\��1,7��5DLSXU� LQ�
������+H�SDVVHG�RXW�KLV�0��7HFK�IURP�,,7��.DQSXU�LQ �����DQG�3RVW�*UDGXDWH�'LSORPD�
LQ�0DQDJHPHQW�IURP�0',��*XUJDRQ LQ�������


