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( [ HFXWLYH�VXP P DU\

9 ROXQWHHULQJ�$ &7�FRQGXFWHG�D�SLORW�UHVHDUFK�VXUYH\� WR�H[ DPLQH�WKH�LVVXHV�DQG�FRQFHUQ
LQ�UHODWLRQ�WR�WKH�PDQDJHPHQW�RI�WKH�YROXQWHHU�ZRUNIRUFH�LQ�( QYLURQPHQW�$ &7�DQG�VL[
RUJDQLVDWLRQV�SURYLGLQJ�DJHG�FDUH�VHUYLFHV�

9 ROXQWHHUV�ZHUH�IRXQG�WR�KDYH�KLJK�GHJUHH�RI�FRPP LWPHQW��VNLOOV���7KH\� DGGHG�D�ORW�RI
YDOXH�DQG�ZHUH�FRQVLGHUHG�DV�¦ OLIHEORRG§�IRU�VRPH�RUJDQLVDWLRQV��9 ROXQWHHUV�IHOW�WKH\
FRQWULEXWHG�DQG�ZHUH�YDOXHG�

7KH�0 DQDJHUV�KDG�ORQJ�H[ SHULHQFHV�LQ�WKH�PDQDJHPHQW�RI�YROXQWHHULQJ���7KH\� SURYLGHG
JXLGDQFH��IHHGEDFN��DQG�PRQLWRULQJ�	� UHZDUGV�PHFKDQLVPV���6RPH�YROXQWHHUV�VDLG�WKDW
0 DQDJHUV�¦ PDNH�\ RX�IHHO�DV�LI�ZKDW�\ RX�GR�PDWWHUV§�

+RZHYHU��WKHUH�ZHUH�PL[ HG�UHVXOWV���7KHUH�ZHUH�PDMRU�LVVXHV�DQG�FRQFHUQV�WKDW�QHHGHG�WR
EH�DGGUHVVHG��7KH�LVVXHV�UDLVHG�E\� WKH�( QYLURQPHQW�$ &7�DQG�DJHG�FDUH�SURYLGLQJ
RUJDQLVDWLRQV�ZHUH�TXLWH�VLPLODU��7KHVH�ZHUH�

x� GLIILFXOWLHV�LQ�UHFUXLWPHQW�DQG�UHWHQWLRQ�RI�YROXQWHHUV
x� LQVXIILFLHQW�YROXQWHHUV�RI�WKH�W\ SH�QHHGHG
x� XQFOHDU�H[ SHFWDWLRQV�EHWZHHQ�WKH�PDQDJHUV�DQG�YROXQWHHUV
x� KLJK�WXUQRYHU�RI�5DQJHUV�LQ�( QYLURQPHQW�$ &7

5 HFRPP HQGDWLRQ�¤�( QYLURQP HQW�$& 7

x� 7KH�$ &7� * RYHUQPHQW�JLYHV�PRUH�UHFRJQLWLRQ�WR�WKH�YDOXH�RI� YROXQWHHULQJ�VHUYLFHV
DQG�DOORFDWHV�PRUH�UHVRXUFHV�IRU�WKH�LPSOHPHQWDWLRQ�RI� ¦ $Q�$JHQGD�IRU�9ROXQWHHULQJ
IRU�WKH�$XVWUDOLDQ�&DSLWDO�7HUULWRU\� &RPPXQLW\ §������ � ���� �

x� 9 ROXQWHHULQJ� $ &7� DQG�WKH�RUJDQLVDWLRQV�MRLQWO\� RUJDQLVH� D�ZRUNVKRS�WR�LGHQWLI\
LPSHGLPHQWV�DQG�VROXWLRQV�WR�DWWUDFWLQJ��UHFUXLWLQJ�DQG�UHWDLQLQJ�YROXQWHHUV�LQ�DJHG
FDUH�VHUYLFHV�

x� 9 ROXQWHHULQJ�$ &7��DV�D�3HDN�ERG\ ��EH�SURYLGHG�ZLWK�DGHTXDWH�UHVRXUFHV�WR�RYHUVHH
WKH�GHYHORSPHQW�RI� SROLF\� JXLGHOLQHV�DQG�VWUDWHJLHV�IRU�RUJDQLVDWLRQV�HPSOR\ LQJ
YROXQWHHUV�

x� $ JHG� FDUH� VHUYLFHV� SURYLGLQJ� RUJDQLVDWLRQV� WDNH� VWHSV� WR� HIIHFWLYHO\� SURPRWH
YROXQWHHULQJ��HVSHFLDOO\� DPRQJ�WKH�ZRUNLQJ�DJH�JURXS��9 ROXQWHHULQJ�$ &7�VKRXOG�EH
UHVRXUFHG�WR�EH�LQ�D�EHWWHU�SRVLWLRQ�WR�DVVLVW�LQ�WKLV�SURFHVV�

x� 5HYLHZ�WKH�VXVWDLQDELOLW\� RI�WKH�RQH�WR�RQH�DQG�IDFH�WR�IDFH�FDUH��DQG�LGHQWLI\� RSWLRQV
RI�GHOLYHULQJ�WKH�VHUYLFHV��H�J��WHDP�YLVLWV��SDLULQJ�YROXQWHHUV�WR�GHOLYHU�VHUYLFHV�



�

,QWURGXFWLRQ

7KLV�UHVHDUFK�LV�SDUW�RI�WKH�UHTXLUHG�RXWSXWV�IRU�WKH����� ������� UHSRUW�WR�WKH�$ &7�&KLHI
0 LQLVWHU©V�' HSDUWPHQW��7KH�ILQGLQJV�FDQ�RQO\� EH�WDNHQ�DV�¦D�VQDSVKRW§�RI�ZKDW�LV
KDSSHQLQJ��7KH�UHSRUW�VKRZV�D�VPDOO�SLFWXUH�RI�D�ODUJHU�VLWXDWLRQ��7KH�UHSRUW�KDV�WZR
SDUWV��7KH�ILUVW�VHFWLRQ�UHSRUWV�RQ�UHVHDUFK�XQGHUWDNHQ�ZLWK�( QYLURQPHQW�$ &7�DQG�WKH
VHFRQG�ZLWK�QRW�IRU�SURILW�QRQ�* RYHUQPHQW�RUJDQLVDWLRQV�SURYLGLQJ�DJHG�FDUH�VHUYLFHV�

� �� 2 EMHFWLYH

7KLV�DLPV�WR�HQKDQFH�9 ROXQWHHULQJ�$ &7�XQGHUVWDQGLQJ�RI�WKH�LVVXHV�DQG�FRQFHUQ�LQ
UHODWLRQ�WR�WKH�PDQDJHPHQW�RI�WKH�YROXQWHHU�ZRUNIRUFH�LQ�( QYLURQPHQW�$ &7�DQG
RUJDQLVDWLRQV�SURYLGLQJ�DJHG�FDUH�VHUYLFHV��,W�ZLOO�SURYLGH�D�EDVHOLQH�GDWD�IRU�IXUWKHU
ZRUN�LQ�DGGUHVVLQJ�ZRUNSODFH�LVVXHV�IRU�PDQDJHUV�RI�YROXQWHHU�VWDII�DQG�YROXQWHHUV�

9 ROXQWHHULQJ�$ &7�VHW�RXW�WR�HQTXLUH�DV�WR�WKH��

x� LVVXHV�RI�FRQFHUQ�WR�PDQDJHUV�DQG�YROXQWHHUV
x� SHUFHLYHG�YDOXH�RI�YROXQWHHULQJ�WR�WKH�PDQDJHPHQW�DQG�YROXQWHHUV
x� TXDQWLW\� 	� QDWXUH�RI�YROXQWHHU�ZRUNIRUFH�

� �� 0 HWKRGRORJ\

7KH�UHVHDUFK�LQYROYHG�WZR�TXHVWLRQQDLUHV�¤�RQH�IRU�PDQDJHUV�DQG�WKH�RWKHU�IRU�YROXQWHHUV
�$ WWDFKPHQW��� 	 � � ��SHUVRQDO�LQWHUYLHZV��DQDO\ VLV�DQG�UHSRUW�ZULWLQJ��' XH�WR�WKH�OLPLWDWLRQ
RI�WLPH�DQG�UHVRXUFHV��D�VPDOO�VDPSOH�ZDV�VHOHFWHG��,W�ZDV�QRW�VHOHFWHG�DW�UDQGRP�
1 HYHUWKHOHVV��GXH�FDUH�KDV�EHHQ�WDNHQ�WR�LQFOXGH�RUJDQLVDWLRQV�RI�GLIIHUHQW�VL] HV
SURYLGLQJ�D�UDQJH�RI�VHUYLFHV��6SHFLILFDOO\ ��WKH�PHWKRGRORJ\� LQYROYHG�WKH�IROORZLQJ�

x� ' HVLJQHG�WZR�VHWV�RI�TXHVWLRQQDLUHV���RQH�IRU�PDQDJHUV�DQG�WKH�RWKHU�IRU�YROXQWHHUV
� WHVWHG�WKH�TXHVWLRQQDLUHV�IRU�WKHLU�FODULW\� DQG�HIIHFWLYHQHVV�

x� &KRVH�DQ�$ &7�* RYHUQPHQW�' HSDUWPHQW�IRU�D�SLORW����( QYLURQPHQW�$ &7
� ,QWHUYLHZHG���PDQDJHUV�DQG���YROXQWHHUV

x� 6HOHFWHG���GLIIHUHQW�QRW�IRU�SURILW�QRQ�* RYHUQPHQW�RUJDQLVDWLRQV�SURYLGLQJ�DJHG�FDUH
VHUYLFHV�¤��� ODUJH���� PHGLXP�DQG���VPDOO
� ��SHRSOH�LQ�HDFK�¤���PDQDJHU�DQG���YROXQWHHUV��WZR�PDQDJHUV�DQG�WZR�YROXQWHHUV

LQ�VRPH�FDVHV�
� 0 DQDJHU�VHOHFWHG�WKH�WZR�YROXQWHHUV

x� ,QWHUYLHZHG�PDQDJHUV�DQG�YROXQWHHUV��PRVWO\� DW�WKHLU�SODFH�RI�ZRUN�RU�DW�KRPH
x� $ QDO\ VHG�LQIRUPDWLRQ��PDLQO\� TXDOLWDWLYH�
x� : URWH�XS�UHSRUW�XVLQJ�GDWD�FROOHFWHG���PDLQO\� GHVFULSWLYH
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3DUW��� ��( QYLURQP HQW�$& 7

� �� ) LQGLQJV�6XPP DU\�¤� ( QYLURQP HQW�$& 7

7KH�( QYLURQPHQW�$ &7�0 DQDJHUV�RI�YROXQWHHUV�LQWHUYLHZG�ZHUH�RI�WKH����¤��� �DJH�JURXS�
7KH\� KDYH�KHOG�WKHVH��PDQDJHPHQW�SRVLWLRQV�EHWZHHQ�RQH�DQG�ILYH�\ HDUV��2 QH�ZDV�D
5DQJHU�IRU���� \ HDUV�

� �� �1 XP EHU�RI�YROXQWHHUV�DQG�WUDLQLQJ�¤�( QYLURQP HQW�$& 7

$ ERXW����� WR�����YROXQWHHUV�ZRUN�IRU�( QYLURQPHQW�$ &7��&KDUW�� ���6RPH�RI�WKH
YROXQWHHUV�DUH�SHUPDQHQW�ZKLOH�RWKHUV�ZRUN�RQ�DQ�DG�KRF�EDVLV��7KHUH�DUH�����YR OXQWHHUV
WKDW�IRUP� ��� 3DUN�&DUH�JURXSV�ZRUNLQJ�LQ�$ &7�5HVHUYHV���7KH\� KDYH�ZRUNLQJ�SDUWLHV
FRQVLVWLQJ�RI���� WR����SHRSOH���7KH�ZRUNLQJ�SDUWLHV�PHHW�PRQWKO\� WR�ZRUN�IRU���KRXUV�LQ
ZHHG�FRQWURO��SODQWLQJ�DQG�FRQGXFWLQJ�VXUYH\ V�

� � � �	 
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7KHUH�DUH�DERXW����� 9 ROXQWHHUV�LQ�WKH�%XVK�ILUH�5HFRYHU\� OLVW�ZKLFK�SDUWLFLSDWH�LQ
HURVLRQ�FRQWURO��IHUDO�DQLPDO�VXUYH\ V�DQG�WUDFN�ZRUNV��7KH\� DUH�FDOOHG�DV�UHTXLUHG�

7KH�&RQVHUYDWLRQ�9 ROXQWHHUV�$ XVWUDOLD��&9 $ ��DQG�JUHHQ�JURXSV�FRPSULVH�RI����S HRSOH
SHU�JURXS�WKDW�ZRUN���KRXUV�SHU�ZHHN����� ZHHNV�SHU�\ HDU���7KHVH�YROXQWHHUV�FDUU\� RXW
VLPLODU�ZRUN�DV�WKH�SUHYLRXV�JURXSV��$ QRWKHU���YROXQWHHUV�ZRUN�DV�DGPLQLVWUDWLYH�VWDII �

( QYLURQPHQW�$ &7�SURYLGHG�LQLWLDO�IUHH�YROXQWHHU�WUDLQLQJ�RQ�VDIHW\� DQG�KHUELFLGH��7KH
WUDLQLQJ�FRXUVHV�DUH�SURYLGHG�PDLQO\� LQ�KRXVH�DQG�VRPH�RXWVRXUFHG��2 QH�RI�WKH�0 DQDJHUV
VDLG�WKDW�WKLV�DUHD�QHHGHG�LPSURYHPHQW�

� ��� ( QYLURQP HQW�$& 7�EXGJHW�DQG�WLP H�DOORFDWLRQ

%RWK�0 DQDJHUV�DOORFDWHG�D�VLJQLILFDQW�EXGJHW�DQG�WLPH�WR�PDQDJH�WKH�YROXQWHHU�ZRUN�
2 QH�0 DQDJHU�DOORFDWHG���� �� RI�KLV�EXGJHW�DQG����� RI�KLV�WLPH��DQG�WKH�RWKHU�RQH�� � �
RI�KLV�EXGJHW�DQG����� RI�KLV�WLPH��7DEOH�� ��

7DEOH�� ���$ OORFDWHG�EXGJHW�	� WLP H��DQG�FRVW�HVWLP DWH�E\� HQYLURQP HQW�P DQDJHUV
� � � � � 	 
 � � 
 � � � � 
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9 ROXQWHHUV�LQYROYHG�LQ�WKH�HQYLURQPHQW�VHHPHG�WR�KDYH�HQRXJK�UHVRXUFHV�IRU�WKHLU
HQYLURQPHQW�DFWLYLWLHV��7KH�3DUN�&DUH�* URXSV�EHORQJ�WR�&DWFKPHQW�* URXSV���7KH
&DWFKPHQW�* URXSV�DSSO\� IRU�DQG�PDQDJH�JUDQW�IXQGV��7KHLU�PDLQ�IXQGLQJ�LV�IURP
&RPP RQZHDOWK�* RYHUQPHQW�¨( QYLURIXQG©��9 LDEOH�SURMHFWV�FDQ�DFFHVV�JUDQWV�XS�WR
��� ���� ��$ SSOLFDWLRQV�DUH�DVVHVVHG�TXDUWHUO\ �

� �� 0 RQLWRULQJ�DQG�UHZDUGLQJ�P HFKDQLVP V�¤�( QYLURQP HQW�$& 7

7KH�PRQLWRULQJ�PHFKDQLVPV�XWLOLVHG�DUH�VLJQ�RQ�WLPH�VKHHWV��PRQWKO\� UHSRUWV��DQG
FRRUGLQDWRUV©�TXDUWHUO\� PHHWLQJV��+RZHYHU��RQH�RI�WKH�0 DQDJHUV�ZDV�RI�WKH�YLHZ�WKDW
WKLV�DUHD�QHHGHG�LPSURYLQJ��7R�WKLV�HQG��D�VLWH�DVVHVVPHQW�SURFHVV�KDG�EHHQ�LQLWLDWHG�

$ V�D�UHZDUG��YROXQWHHUV�SDUWLFLSDWH�LQ�WKH�1 DWLRQDO�DQG�7HUULWRU\� DZDUGV�V\ VWHPV�
+RZHYHU��RQH�RI�WKH�0 DQDJHUV�FRPP HQWHG��¦ RIWHQ�YROXQWHHUV�GRQ©W�OLNH�EHLQJ�VLQJOHG
RXW§�

� �� 5 HTXLUHG�DGGLWLRQDO�DVVLVWDQFH�IURP� 9 ROXQWHHULQJ�$& 7

%RWK�0 DQDJHUV�VDLG�WKH\� ZRXOG�EHQHILW�IURP�9 ROXQWHHULQJ�$ &7©V�DGGLWLRQDO�DVVLVWDQFH�
7KH\� UDQNHG�UHFUXLWPHQW�DQG�UHWHQWLRQ�DV�WKH�ILUVW�DQG�WKH�VHFRQG�DUHDV�RI�QHHG�IRU
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DVVLVWDQFH��7UDLQLQJ�DQG�HYDOXDWLRQ�RI�YROXQWHHU�SURJUDP�ZHUH�UDQNHG�DV�WKLUG��IROORZHG
E\� SROLF\� DQG�SURFHGXUDO�GHYHORSPHQW�

� �� 3RVLWLYHV�DQG�FKDOOHQJHV�HQFRXQWHUHG�E\� HQYLURQP HQW�P DQDJHUV

7KH�SRVLWLYH�FRPP HQWV�WKH�0 DQDJHUV�UDLVHG�LQFOXGHG�

x� ¦ KLJK�GHJUHH�RI�FRPP LWPHQW�IURP�VRPH�YROXQWHHUV§
x� KHOS�LPSURYH�WHFKQLFDO�VNLOOV��DV�PDQ\� YROXQWHHUV�KDYH�YDVW�H[ SHULHQFH
x� DEOH�WR�JHW�MREV�GRQH�WKDW�SDLG�VWDII�FRXOG�QRW�GR�GXH�WR�VKRUWDJH�RI�WLPH

7KH�FKDOOHQJHV�WKH\� UDLVHG�LQFOXGHG�

x� ¦ PDLQWDLQLQJ�LQWHUHVW�DQG�QXPEHUV§
x� ODFN�RI�WLPHO\� UHSRUWLQJ�EDFN�IURP�YROXQWHHU�JURXSV
x� ¦ PDQDJLQJ�FRQIOLFWLQJ�SULRULWLHV�¤�YROXQWHHUV�PD\� KDYH�KLJKHU�H[ SHFWDWLRQV�WKDQ�ZH

DUH�DEOH�WR�GHOLYHU§
x� FHUWDLQ�LQGLYLGXDOV�LQ�VRPH�JURXSV�KDG�VWURQJ�¦ SROLWLFDO�YLHZV§
x� SDLG�VWDII�WXUQRYHU�¤�SDUWLFXODUO\� ZLWK�5DQJHUV
x� WKH�LQFUHDVLQJ�QXPEHU�RI�¨UHG�WDSH©�IRUPV�WKDW�JURXSV�DUH�UHTXLUHG�WR�ILOO�RXW��H�J�

JUDQW�DSSOLFDWLRQV��LQVXUDQFH�QHHGV�HWF��FDQ�EH�D�GHWHUUHQW�WR�YROXQWHHULQJ�

� �� � $ WWHP SWHG�VROXWLRQV

7KH�DWWHPSWHG�VROXWLRQV�WR�WKH�FKDOOHQJHV�ZHUH�PDLQO\� SURYLGLQJ�JXLGDQFH��WUDLQLQJ�DQG
IHHGEDFN��8 VXDOO\ ��PDQDJHUV�DQG�YROXQWHHUV�QHJRWLDWHG�WR�DUULYH�DW�PXWXDOO\� DFFHSWDEOH
VROXWLRQV��7KH�XSSHU�OLQH�RI�PDQDJHPHQW�ZDV�WKH�QH[ W�DYHQXH�IRU�VROXWLRQV

7KH�PDQDJHUV�DWWHPSWHG�WR�UHVROYH�WKH�FKDOOHQJHV�WKURXJK�

x� JXLGDQFH
x� IHHGEDFN
x� TXDUWHUO\� JURXS�FRRUGLQDWLRQ�PHHWLQJV
x� LQIRUPDWLRQ�WR�JURXSV�WKURXJK�QHZVOHWWHUV
x� H[ SRVXUH���WDNLQJ�YROXQWHHUV�LQ�D�FRDFK�WRXU�WR�VKRZ�WKH�ZRUN�DUHD�WKH�PDQDJHUV

FRYHU

� ��� * HQHUDO�FRPP HQWV�

7KH�PDQDJHUV�DUH�RI�WKH�YLHZ�WKDW�WKHUH�ZHUH�JDSV�EHWZHHQ�ZKDW�UHDOLVWLFDOO\� FRXOG�EH
GRQH�DQG�ZKDW�WKH�YROXQWHHUV�H[ SHFWHG��7KH�VXJJHVWHG�VROXWLRQV�LQFOXGHG�

x� GHYHORSLQJ�¦ PHFKDQLVP�WR�DOORZ�PRUH�WLPH��IRU�SODQQLQJ���OLDLVRQ�ZLWK�YROXQWHHUV�§
x� WR�UDLVH�DZDUHQHVV�RI�¦ SHRSOH�SHUFHSWLRQ�RI�ZKDW�LV�QHHGHG�IRU�WKH�HQYLURQPHQW�

¨HYHU\ ERG\� ZDQWV�WR�SODQW�WUHHV©§
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� �� $& 7�( QYLURQP HQW�YROXQWHHUV�H[ SHULHQFH

7ZR�YROXQWHHUV�IURP�GLIIHUHQW�3DUN�&DUH�* URXSV�ZHUH�LQWHUYLHZHG��2 QH�ZDV�LQ�WKH���� WR
��� \ HDU©V�DJH�JURXS�DQG�DQRWKHU�LQ�WKH���� WR��� ��%RWK�KDG�HDUOLHU�YROXQWHHULQJ�H[ SHULHQFH�
DQG�HDFK�ZRUNHG���DQG����KRXUV�SHU�PRQWK�IRU�WKH�3DUN�&DUH�

� �� 3RVLWLYHV�DQG�FKDOOHQJHV

6RPH�RI�WKH�SRVLWLYH�FRPP HQWV�RI�YROXQWHHUV�LQFOXGHG�

x� JDLQLQJ�H[ SHULHQFH�IURP�YROXQWHHULQJ
x� DFKLHYLQJ�ZKDW�WKH\� VHW�RXW�WR�DFKLHYH
x� ¦ WKH�UHJHQHUDWLRQ�LV�JURZLQJ�ZHOO§

' HOD\ V�E\� $ &7�) RUHVWV�LQ�IHOOLQJ�WKH�SLQHV��FXWWLQJ�GRZQ�RI�WKH�\ RXQJ�SLQHV�JURZLQJ�LQ
WKH�UHVHUYHV�DV�WKH\� DUH�FRQVLGHUHG�DV�ZHHGV��ZHUH�RQH�RI�WKH�FKDOOHQJHV�UDLVHG��7KH
IUHTXHQW�FKDQJH�RI�SDLG�VWDII�LQ�WKH�' HSDUWPHQW��DQG�WKH�UHVXOWLQJ�ODFN�RI�FRQWLQXLW\ ��DQG
WLPH�VSHQW�IDPLOLDULVLQJ�QHZ�5DQJHUV�ZLWK�WKH�SURMHFW�ZDV�DOVR�UDLVHG�DV�D�VL] DEOH
FKDOOHQJH��0 DQDJHUV�DOVR�UHLWHUDWHG�WKLV�SRLQW�

2 QH�RI�WKH�YROXQWHHUV�EHFDPH�D�YROXQWHHU�WR�¦ JHW�D�MRE�GRQH§��: KHQ�DVNHG�DERXW�WKHLU
IHHOLQJ�DERXW�SDUWLFLSDWLQJ�LQ�WKH�ZRUN��WKH�SHUVRQ�VDLG�KH�VKH�IHOW�SDUW�RI�D�WHDP�
FRQWULEXWLQJ��UHFRQJQLVHG��DQG�SODQQHG�WR�VWD\ �

7KH�RWKHU�YROXQWHHU�MRLQHG�WR�JDLQ�QHZ�VNLOOV��PDNH�IULHQGV��DQG�PDNH�D�GLIIHUHQFH�
+H�VKH�VDLG�KH�VKH�OLNHG�WKH�MRE��EXW�PLJKW�QRW�EH�VWD\ LQJ�GXH�WR�D�FDUHHU�PRYH�

� �� � * HQHUDO�FRPP HQWV�WKH\� SURYLGHG�LQFOXGH�

* HQHUDO�FRPP HQWV�WKH\� SURYLGHG�LQFOXGH�

x� 6RPH�RI�WKH�3DUN�&DUH�* URXS�ZHUH�QRW�DV�SXEOLFLVHG�DV�WKH\� VKRXOG�KDYH�EHHQ�LQ�WKH
8 QLYHUVLW\� RI�&DQEHUUD��&DQEHUUD�,QVWLWXWH�RI�7HFKQRORJ\ ��DQG�$ XVWUDOLDQ�1 DWLRQDO
8 QLYHUVLW\ �

x� 1 RW�VHHLQJ�YROXQWHHULQJ�DV�D�̈MRE©�
x� 7KH�QHHG�RI�WKH�YROXQWHHU�WR�EH�IOH[ LEOH��WR�ILW�LQ�ZLWK�WKH�RUJDQLVDWLRQ�WKDW�KDV

RIILFLDO�UHVSRQVLELOLW\� IRU�WKHLU�DUHD�



23

� �� $ QDO\ VLV���LVVXHV�RI�FRQFHUQ

5 HFUXLWP HQW�DQG�UHWHQWLRQ

7KH�PDQDJHUV�IDFHG�SUREOHPV�RI�UHFUXLWPHQW�DQG�UHWHQWLRQ�RI�YROXQWHHUV��$ OWKRXJK�PDQ\
SHRSOH�WXUQ�XS�WR�KHOS�UDQGRPO\� RU�RQ�DQ�DG�¤KRF�EDVLV��WKH�0 DQDJHUV�QHHGHG�WR�EH
FHUWDLQ�RI�D�ORQJHU�FRPP LWPHQW�WR�EH�DEOH�WR�SODQ�DKHDG�

2 QH�RI�WKH�0 DQDJHUV�ZDQWHG�D�PHFKDQLVP�WR�DOORZ�PRUH�WLPH�IRU�SODQQLQJ���OLDLVRQ�ZLWK
YROXQWHHUV��7KLV�FRXOG�IDFLOLWDWH�PRUH�XQGHUVWDQGLQJ�EHWZHHQ�0 DQDJHUV�DQG�YROXQWHHUV�
DQG�LQFUHDVH�WKH�OHYHO�RI�FRQVXOWDWLRQ�LQ�WKH�GHFLVLRQ�PDNLQJ�SURFHVV��&RQVHTXHQWO\ ��LW
PLJKW�FRQWULEXWH�WR�DWWUDFWLQJ�DQG�UHWDLQLQJ�PRUH�YROXQWHHUV�SDUWLFXODUO\� WKH�\ RXQJHU
JHQHUDWLRQ�

( [ SHFWDWLRQV

0 DQDJHUV�DQG�YROXQWHHUV�VHHPHG�WR�KDYH�PLVPDWFK�UHJDUGLQJ�H[ SHFWDWLRQV��7KH
0 DQDJHUV�DLP�WR�SODQ�DKHDG�DQG�FRVW�HIIHFWLYHO\� LPSOHPHQW�WKRVH�SODQV�LQ�PDQ\� DUHDV�
6RPH�YROXQWHHUV�¦ ZDQW�WR�SODQW�WUHHV�¦� TXLFNO\� LQ�WKHLU�ORFDO�DUHDV�RU�ZLWK�WKHLU�JURXS
SURMHFWV�

0 DQDJHUV�QRWHG�WKH�ODFN�RI��WLPHO\� UHSRUWLQJ�EDFN�E\� YROXQWHHUV��( QYLURQPHQW�YROXQWHHUV
VHHP�WR�SUHIHU�RSHQ�DLU�ZRUN�LQ�WKH�SDUNV�DQG�UHVHUYHV�UDWKHU�WKDQ�DGPLQLVWUDWLYH�ZRUN�
LQFOXGLQJ�UHSRUWLQJ��ILOOLQJ�IRUPV�DQG�DFFRXQWLQJ�

0 DQDJHUV�UHSRUWHG�WKDW�FHUWDLQ�LQGLYLGXDOV�LQ�VRPH�RI�WKH�FRQVHUYDWLRQ�JURXSV�KDG�VRPH
VWURQJ�¨SROLWLFDO�YLHZV©�ZKLFK�GLG�QRW�QHFHVVDULO\� DJUHH�ZLWK�WKH�JRYHUQPHQW�SROLF\ ��7KDW
FDXVHG�JURXS�GLVLQWHJUDWLRQ�LQ�VRPH�LQVWDQFHV�

5 DQJHU�WXUQRYHU

7KH�IUHTXHQW�FKDQJH�RI�5DQJHUV�VHHPV�WR�KDYH�EHFRPH�D�VRXUFH�RI�IUXVWUDWLRQ�IRU�ERWK
WKH�0 DQDJHUV�DQG�YROXQWHHUV��,Q�VRPH�FDVHV��WKH�5DQJHUV�PHW�WKH�YROXQWHHUV�LQ�RQH
TXDUWHUO\� PHHWLQJ��: KHQ�QHZ�5DQJHUV�ZHUH�DVVLJQHG�0 DQDJHUV�DQG�YROXQWHHUV�VSHQW�WLPH
LQ�IDPLOLDULVLQJ�WKHP�ZLWK�WKH�SURMHFWV��+RZHYHU��WKH�5DQJHUV�GLG�QRW�VHHP�WR�VWD\� ORQJ
LQ�WKH�MREV��7KLV�KDG�FDXVHG�WKH�ODFN�RI�FRQWLQXLW\� RI�KLVWRULFDO�NQRZOHGJH��DPRQJVW�WKH
5DQJHUV��UHJDUGLQJ�WKH�RQ�JRLQJ�SURMHFWV��7KH�0 DQDJHUV�DQG�5DQJHUV�VHHPHG�WR�KDYH
RQO\� D�KRUL] RQWDO�ZRUNLQJ�UHODWLRQVKLS�

� � 5 HFRPP HQGDWLRQ

%DVHG�RQ�WKH�DERYH�ILQGLQJV�DQG�DQDO\ VLV��LW�LV�UHFRPP HQGHG�WKDW�

x� ( QYLURQPHQW�$ &7�RXWVRXUFH�WKH�UHFUXLWPHQW��UHWHQWLRQ�DQG�WUDLQLQJ�RI�YROXQWHHUV�WR
9 ROXQWHHULQJ�$ &7��9 ROXQWHHULQJ�$ &7�VKRXOG�DOVR�EH�UHTXHVWHG�WR�SURYLGH�WUDLQLQJ�WR
0 DQDJHU�RI�YROXQWHHUV��$ V�D�3HDN�RUJDQLVDWLRQ�IRU�YROXQWHHULQJ��LW�LV�EHWWHU�HTXLSSHG
WR�KDQGOH�YROXQWHHU�UHFUXLWPHQW��UHWHQWLRQ�DQG�WUDLQLQJ�
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x� 7KH�0 DQDJHUV�DGGUHVV�WKH�PLVPDWFK�RI�H[ SHFWDWLRQV�ZLWK�WKH�YROXQWHHUV�WKURXJK
FODULI\ LQJ�WKH�DLPV�DQG�FRQVWUDLQWV�RI�WKH�SURMHFWV��DQG�WKH�UROHV���UHVSRQVLELOLWLHV�RI
WKH�YROXQWHHUV�LQ�WKH�SURMHFWV�

x� ) RUPDOLVHG�FRRUGLQDWLRQ�PHFKDQLVPV��H�J��FURVV�IXQFWLRQDO�WHDPV��EHWZHHQ�3DUN�&DUH
0 DQDJHUV�DQG�5DQJHUV�VKRXOG�EH�FRQVLGHUHG��0 DQDJHUV�QHHG�WR�UDLVH�WKH�LVVXH�RI
IUHTXHQW�FKDQJH�RI�5DQJHUV�DQG�LWV�LPSDFWV�ZLWK�WKH�UHVSRQVLEOH�DUHDV�LQ�WKH
' HSDUWPHQW�
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3DUW��� ��$ JHG�&DUH�6HUYLFH�3URYLGLQJ�2 UJDQLVDWLRQV

� � ) LQGLQJV�VXP P DU\

� �� �' HP RJUDSK\

) HPDOH�RXWQXPEHUHG�PDOH�LQ�WKH�VDPSOH�LQWHUYLHZHG�LQ�WKH�DJHG�FDUH�VHUYLFH�SURYLGLQJ
RUJDQLVDWLRQV��2 XW�RI�WKH��� 0 DQDJHUV�LQWHUYLHZHG���ZHUH�IHPDOH��6LPLODUO\ ����RXW�RI���
YROXQWHHUV�LQWHUYLHZHG�ZHUH�IHPDOH�

7KH�DJH�EUDFNHW����¤���� VHHPHG�WR�SUHGRPLQDWH��6L[� 0 DQDJHUV�IDOO�LQWR�WKLV�FDWHJRU\
ZKLOH�RQH�ZDV�EHWZHHQ���� WR��� ��$ OVR��VL[� RXW�RI����YROXQWHHUV�DUH�ZLWKLQ�WKH���� WR���
DJH�EUDFNHW��7KH�RWKHU��� ZHUH�LQ�WKH�DJH�RI���� WR���� ZKLOH�UHVW���� IDOO�ZLWKLQ�WKH���� DQG
RYHU�

� �� �0 DQDJHU�H[ SHULHQFH�DQG�UHVRXUFHV�DOORFDWLRQ

+DOI�RI�WKH�0 DQDJHUV�KDYH�EHHQ�PDQDJLQJ�YROXQWHHUV�IURP�RQH�\ HDU�WR���\ HDUV��DQG���KDG
EHHQ�PDQDJLQJ�RYHU��� \ HDUV�

%XGJHW�DOORFDWLRQ�IRU�PDQDJHPHQW�RI�YROXQWHHUV�UDQJHG�IURP� � �� WR��� � ��6LPLODUO\ �
DOORFDWHG�WLPH�YDULHG�IURP�OHVV�WKDQ���� WR��� � ��7DEOH��� VKRZV�WKH�WLPH�DQG�EXGJHW
DOORFDWLRQ�E\� WKH�RUJDQLVDWLRQV�

7DEOH�� ��5 HVRXUFHV�DOORFDWHG�WR�P DQDJHP HQW�RI�YROXQWHHUV

7 8 9 : ; < = : > < ? ; @ A A B C D E F G H I G J F E

K L M

N O O P Q R S T U V W X T

Y Z [

\ ]

S W X R S T U S P S R O R ^ ^ _ R O

` a b c d e f g h

i j k lm n o p q q r

p s

t u v w x y z y y { { |

}~ •

€ • ‚ ƒ „ ƒ ‚ … † ƒ ‡ ƒ ˆ ‰ Š ‹ Š ‚ Œ •

Ž •• • • •

„ Š

‘

• Ž

‘

• • • •

„ Š ’

• “ ”

• – — ˜ – — ™ š › — — — — œ

•

– ž Ÿ   Ÿ ¡ ¢ £ ¤ ¥ ¥ ¦ ¤ § ¨ ¢ ©

ª « ¬ ­ ® ¯ ° ± ² ³ ´ ¬ ±

µ ¶ · ¸ ¹ º » ¹ ¼

» ¸ ½

¾ ¿ À Á Â Ã ¿ Ä

Å Æ Ç È Å Æ É Å

,W�ZDV�GLIILFXOW�IRU�WKH�PDQDJHUV�WR�FOHDUO\� EUHDN�GRZQ�WKH�WLPH�DQG�RWKHU�UHVRXUFHV
EHWZHHQ�RYHUODSSLQJ�QHHGV��H�J��WKRVH�RI�DJHG�FDUH�DQG�WKRVH�RI�SHRSOH�ZLWK�GLVDELOLWLHV
LQ�VRPH�FDVHV�DQG�WKH�QHHGV�RI�IDPLOLHV�LQ�RWKHUV��1 HYHUWKHOHVV��WKH�DERYH�LV�D�UHSRUW�RI
WKHLU�EHVW�HVWLPDWHV�XQGHU�WKH�FLUFXPVWDQFHV�
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� �� 7UDLQLQJ�IRU�YROXQWHHUV�VWDII

9 ROXQWHHUV�DUH�SURYLGHG�IUHH�WUDLQLQJ�FRXUVHV��7KH\� DUH�GHOLYHUHG�SUPDULO\� LQWHUQDOO\ �
VHFRQGO\� E\� D�FRPELQDWLRQ�RI�LQWHUQDO�ZLWK�H[ WHUQDO�LQSXW���&KDUW�� ��

&KDUW��

7KHUH�LV�ORZ�XSWDNH�RI�H[ WHUQDO�FRXUVHV��7KH�PDLQ�UHDVRQV�JLYHQ�ZHUH�ODFN�RI�IXQGLQJ�IRU
WKH�WUDLQLQJ�DQG�YROXQWHHUV�XQDEOH�WR�DWWHQG�FRQVHFXWLYH�RI�GD\ V�RI�WUDLQLQJ�

0 DQDJHUV�UHSRUWHG�WKH\� ZRXOG�EHQHILW�IURP�DGGLWLRQDO�DVVLVWDQFH�IURP�9 ROXQWHHULQJ�$ &7
LQ�WKH�IROORZLQJ�DUHDV��) LYH�RXW�RI�VHYHQ�PDQDJHUV�UHSRUWHG�UHFRJQLWLRQ�DV�DQ�DUHD�WKH\
UHTXLUH�PRUH�DVVLVWDQFH��$ QRWKHU�IRXU�PDQDJHUV�LGHQWLILHG�WUDLQLQJ��SODQQLQJ�DQG�SROLF\
	� SURFHGXUHV�DV�DUHDV�ZKHUH�WKH\� ZRXOG�UHTXLUH�DVVLVWDQFH��&KDUW�� ��
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&KDUW��

� �� �5 HZDUGLQJ�DQG�P RQLWRULQJ�P HFKDQLVP V

) RXU�RXW�RI�VHYHQ�PDQDJHUV�VDLG�WKH\� HPSOR\ HG�UHZDUG�PHFKDQLVPV�IRU�WKH�YROXQWHHUV�
+RZHYHU��WKH\� DOVR�VDLG�¦ YROXQWHHUV�GRQ©W�OLNH�WR�EH�VLQJOHG�RXW§�IRU�UHZDUGV��7KH�W\ SH�RI
UHZDUGV�LQFOXGHG�

x� JLYLQJ�FHUWLILFDWHV�
x� DZDUGLQJ�OLIH�PHPEHUVKLS�WR�WKH�DVVRFLDWLRQV�
x� LQYLWLQJ�YROXQWHHUV�WR�DIWHUQRRQ�WHD�DQG�WKDQNLQJ�WKHP�
x� LQYLWLQJ�YROXQWHHUV�WR�&KULVWPDV�SDUWLHV�ZKHUH�D�GLJQLWDU\� H�J��WKH�&KLHI�0 LQLVWHU�ZDV

DOVR�LQYLWHG�
x� RUJDQLVLQJ�VHQLRU�FLWL] HQV�ZHHN�

6L[� RXW�RI�WKH�VHYHQ�PDQDJHUV�VDLG�WKH\� KDG�PRQLWRULQJ�PHFKDQLVPV��7KHVH�LQFOXGHG�

x� IROORZ�XS�
x� FRQWDFWLQJ�WKHP�RQ�D�UHJXODU�EDVLV�
x� PRQWKO\� PHHWLQJV�

� �� �3RVLWLYH��FKDOOHQJHV�DQG�JHQHUDO�FRP P HQWV�¤�E\� P DQDJHUV

6RPH�RI�WKH�SRVLWLYH�FRPP HQWV�PDQDJHUV�UDLVHG�ZHUH�WKDW�YROXQWHHUV�ZHUH�

x� ¦ OR\ DO�DQG�FRPP LWWHG§�
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x� KDYH�VNLOOV�VRPHWLPHV�QRW�DYDLODEOH�LQ�WKH�SDLG�VWDII �
x� JHQHURXV�DQG�NLQG�
x� HDFK�ZLWK�GLIIHUHQW�VNLOOV�DQG�DWWULEXWHV�
x� ¦ OLIHEORRG�§�RI�WKH�RUJDQLVDWLRQ�

7KH�FKDOOHQJHV�WKH�PDQDJHUV�UDLVHG�LQFOXGHG�

x� XQDYDLODELOLW\� RI�WKH�YROXQWHHUV�DW�WKH�WLPHV�QHHGHG
x� UHFUXLWPHQW
x� VHWWLQJ�ERXQGDULHV
x� WKDW�HDFK�FDVH�ZDV�XQLTXH��DQG�¦ ZRUNLQJ�ZLWK�YROXQWHHUV�LV�YHU\� FKDOOHQJLQJ§
x� LQ�VRPH�FDVHV�DWWLWXGH�RI�¦ \ RX�FDQ©W�WHOO�PH�ZKDW�WR�GR��,�DP�D�YROXQWHHU§

* HQHUDO�FRPP HQWV�E\� PDQDJHUV�LQFOXGHG�

x� FRXOG�QRW�RSHUDWH�RU�GHOLYHU�DQ\� RI�WKH�SURJUDPV�ZLWKRXW�YROXQWHHUV
x� UHFUXLWPHQW�EHFRPLQJ�PRUH�GLIILFXOW�ZLWK�FKDQJLQJ�OLIHVW\ OHV�RI�¦ FDUHU§�YROXQWHHUV
x� YROXQWHHUV�ILQGLQJ�LW�D�ELJ�FRPP LWPHQW�WR�ZRUN�DW�D�IDFH�WR�IDFH��RQH�WR�RQH�OHYHO

� �� $ WWHP SWHG�VROXWLRQV

7KH�DWWHPSWHG�VROXWLRQV�WR�WKH�FKDOOHQJHV�ZHUH�PDLQO\� SURYLGLQJ�JXLGDQFH��WUDLQLQJ�DQG
IHHGEDFN��8 VXDOO\ ��0 DQDJHUV�DQG�YROXQWHHUV�QHJRWLDWHG�WR�DUULYH�DW�PXWXDOO\� DFFHSWDEOH
VROXWLRQV��7KH�XSSHU�OLQH�RI�PDQDJHPHQW�ZDV�WKH�QH[ W�DYHQXH�IRU�VROXWLRQV��&KDUW�� ��

&KDUW��
� � � � � � � � � � � � �  ! � � �
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� ��� 9 ROXQWHHUV�DQG�WKHLU�ZRUN

6HYHQ�RXW�RI���� LQWHUYLHZHG��KDYH�EHHQ�YROXQWHHUV�IRU�RQH�WR�ILYH�\ HDUV���7KHVH�ZHUH�QRW
WKHLU�ILUVW�YROXQWHHU�SRVLWLRQ��DQG�WKH\� ZHUH�VWLOO�FDUU\ LQJ�RXW�WKHLU�RWKHU�YROXQWHHULQJ
ZRUN�

7KH�YROXQWHHUV�ZKR�SDUWLFLSDWHG�LQ�WKH�VXUYH\� ZRUNHG�DQ�DYHUDJH�RI�DERXW���KRXUV�SHU
ZHHN�IRU�WKHLU�FXUUHQW�RUJDQLVDWLRQV��7ZR�SHRSOH�ZRUNHG��� �DQG�QLQH�DQG�D�KDOI�KRXUV
HDFK�SHU�ZHHN���7KH�ORZHVW�ZDV�EHWZHHQ���WR���KRXUV�SHU�ZHHN��7KH�WRWDO�QXPEHU�RI
KRXUV�SHU�ZHHN�ZRUNHG�E\� WKH����YROXQWHHUV�ZDV�DERXW���� �7DEOH�� ��

7DEOH�� ��$ JHG�FDUH�VHUYLFH�SURYLGLQJ�RUJDQLVDWLRQV���YROXQWHHU�ZRUN�KRXUV�SHU�ZHHN

9 ROXQWHHU � � � � � � � � � �� �� �� 7RWDO
+ RXUV�
ZHHN

�
WR
�

� �� �
WR
�

�
WR
�

�
WR
�

� � �
WR
�

�� � � �
WR
�

�� ��
WR
�� ��
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$ OO�WKH�WZHOYH�DJHG�FDUH�YROXQWHHUV�UHSRUWHG�WKDW�WKH\� OLNH�WKH�MRE�WKH\� DUH�GRLQJ�LQ�WKHLU
RUJDQLVDWLRQV��$ OO��ZLWK�WKH�H[ FHSWLRQ�RI�RQH��DUH�SODQQLQJ�WR�VWD\ ��7KLV�YROXQWHHU�ZDV
XQVXUH�LI�KH�VKH�FRXOG�FRQWLQXH�WR�EH�DYDLODEOH�IRU�YROXQWHHULQJ�LI�WKH�SHUVRQ�HQUROOHG�DW
&,7�RU�JRW�D�SDLG�MRE�

� �� � 3RVLWLYH��FKDOOHQJHV�DQG�JHQHUDO�FRP P HQWV�¤�E\�YROXQWHHUV

3RVLWLYH�FRPP HQWV�E\� YROXQWHHUV�LQFOXGHG�

x� UHDOO\� HQMR\ LQJ�LW
x� WKH�VDWLVIDFWLRQ�RI�KHOSLQJ�RWKHUV
x� JLYHV�FRQILGHQFH
x� WKH�FRRUGLQDWRU�PDNHV�SHRSOH�IHHO�¦ DV�LI�ZKDW�\ RX�GR�PDWWHUV§�
x� WKH�PRQWKO\� PHHWLQJV�ZHUH�JRRG�DQG�LQIRUPDWLYH

&KDOOHQJHV�UHSRUWHG�E\� YROXQWHHUV�LQFOXGHG�

x� FRSLQJ�ZLWK�WKH�¦YDJDULHV§�RI�FRPSXWHUV
x� SK\ VLFDO�OLPLWDWLRQ
x� VRPHWLPHV�HOGHUO\� FDQ�EH�¦YHU\� RXWVSRNHQ§
x� ¦HOGHUO\� SHRSOH�WHQG�WR�UHO\� WRR�PXFK�>RQ�FDUHUV@��DQG�VRPHWLPHV�H[ SHFW�PRUH�RI�\ RX§
x� ILQGLQJ�WKH�WLPH�LQ�PD\� VFKHGXOH

* HQHUDO�FRPP HQWV�E\� YROXQWHHUV�LQFOXGHG�

x� ZDQWLQJ�WR�VHH�YROXQWHHULQJ�SURPRWHG�PRUH
x� VHHNLQJ�RXW�SODFHV�ZKLFK�QHHG�KHOS�ZKLFK�PD\� QRW�EH�ZHOO�NQRZQ�WR�WKH�SXEOLF
x� ¦FRQFHUQHG�WKDW�* RYHUQPHQW�XVHV�YROXQWHHUV�WR�PLQLPLVH�* RYHUQPHQW�IXQGLQJ�RI

FKDULWDEOH�DQG�RWKHU�QRQ�* RYHUQPHQW�RUJDQLVDWLRQV§

� �� $ QDO\ VLV���LVVXHV�RI�FRQFHUQ

3DUWLFLSDWLRQ

0 DQDJHUV�IDFH�XQFHUWDLQW\� UHJDUGLQJ�WKH�DYDLODELOLW\� RI�YROXQWHHUV�DQG�WKHUHIRUH�GLIILFXOW\
LQ�UHODWLRQ�WR�SODQQLQJ�WKH�SURYLVLRQ�RI�VHUYLFHV�WR�WKH�LQFUHDVLQJ�QXPEHU�RI�SHUVRQV
UHTXLULQJ�DJHG�FDUH��7KH�PDLQ�UHDVRQV�IRU�WKLV�ZHUH�

x� 3K\ VLFDO�KHDOWK�DPRQJ�WKH�UHWLUHG�YROXQWHHUV�ZDV�RQH�RI�WKH�PDLQ�UHDVRQV�JLYHQ�IRU
QRW�EHLQJ�DYDLODEOH�DW�WKH�H[ SHFWHG�WLPH�

x� 9 ROXQWHHUV�FRPP LW�WKHPVHOYHV�WR�PRUH�WKDQ�RQH�RUJDQLVDWLRQ�
x� <RXQJ�YROXQWHHUV�JHQHUDOO\� XVHG�LW�DV�ZRUN�H[ SHULHQFH�DQG�H[ SRVXUH�WR�WKH

ZRUNIRUFH��DQG�WKHLU�DYDLODELOLW\� PD\� EH�RQO\� WHPSRUDU\ �
x� 7KH�SDUWLFLSDWLRQ�RI�ZRUNLQJ�DJH�YROXQWHHUV�LQ�WKH�DJHG�FDUH�ZDV�PLQLPDO��7KLV�FRXOG

EH�GXH�WR�IDPLO\� DQG�SDLG�ZRUN�FRPP LWPHQWV��DQG�DOVR�ODFN�RI�LQIRUPDWLRQ�DERXU
RSSRUWXQLWLHV�



Â Ã

5 HFUXLWP HQW

5HFUXLWLQJ�LQ�WKH�DJHG�FDUH�VHUYLFHV�ZDV�UDLVHG�DV�D�PDMRU�FRQFHUQ�RI�VRPH�PDQDJHUV�
7KH�QXPEHU�RI�YROXQWHHUV�FRPSDUHG�WR�WKH�UHJLVWHUHG�PHPEHUV�LV�VPDOO�LQ�DUHDV�RI�DJHG
FDUH�VHUYLFHV�SURYLGLQJ�RUJDQLVDWLRQV��7KH�UHDVRQV�ZHUH�IRXQG�WR�EH�

x� &KDQJHV�RI�OLIH�VW\ OH�RYHU�WKH�\ HDUV�FRQWULEXWHG�WR�SHRSOH�WUDYHOLQJ�PRUH��¦ 7KH\
GRQ©W�ZDQW�WR�VWDUW�ZRUN�ZLWK�HOGHUO\� DQG�IHHO�WKH\� DUH�OHDYLQJ�WKHP�ZKHQ�WKH\� QHHG
WKHP�P RVW§��¦ 7KH�RQH�WR�RQH�DQG�IDFH�WR�IDFH�FDUH�QHHGV�PXFK�FRPP LWPHQW�WKDQ�WKH
FXUUHQW�OLIH�VW\ OH�FDQ�DOORZ§�

x� 9 ROXQWHHUV�GHYHORSHG�DWWDFKPHQW�WR�WKHLU�FOLHQWV��HVSHFLDOO\� WR�WKH�HOGHUO\ ��DQG
VRPHWLPHV�LW�ZDV�KDUG�WR�VXEVWLWXWH�WKH�YROXQWHHU�ZLWK�RWKHU�SHRSOH�DW�VKRUW�QRWLFH�

x� 7KHUH�ZHUH�VXJJHVWLRQV�WKDW�SHRSOH�ZHUH�FDULQJ�IRU�WKHLU�JUDQGFKLOGUHQ�DQG�H[ WHQGHG
IDPLO\� V\ VWHP�LQ�WKHLU�VSDUH�WLPH�

x� 7KH�DJHG�FDUH�VHHPHG�WR�FRPSHWH�ZLWK�RWKHU�YROXQWHHULQJ�ZRUN��VXFK�DV�VSRUW�DQG
UHFUHDWLRQ��IURP�WKH�VDPH�SRRO�RI�YROXQWHHUV��7KH�ODWWHU�RSSRUWXQLWLHV�PDNH�OHVV
HPRWLRQDO�GHPDQGV�RQ�WKH�YROXQWHHU�

( [ SHFWDWLRQV

0 DQDJHUV�DQG�YROXQWHHUV�VHHPHG�WR�EH�XQFOHDU�RI�WKHLU�H[ SHFWDWLRQV�IURP�HDFK�RWKHU�
$ OWKRXJK�WKHUH�DSSHDUHG�WR�EH�RYHUDOO�JHQHUDO�UHVSHFW�IRU�HDFK�RWKHU��WKHUH�ZHUH
XQH[ SUHVVHG�H[ SHFWDWLRQV�DQG�DVVXPSWLRQV��7KHVH�ZHUH�UHIOHFWHG�LQ�

x� YROXQWHHUV�EHLQJ�XQFOHDU�RI�WKHLU�UROHV�DQG�ULJKWV
x� PDQDJHUV�LQ�VRPH�FDVHV�VHHPHG�WR�KDYH�EHFRPH�XQVXUH�DV�WR�KRZ�PXFK�WKH\� FRXOG

DVN�RI�YROXQWHHUV��7KH\� SUHIHUUHG�¦ WR�EH�QLFH�WR�HYHU\ ERG\ �§
x� 1 HHG�WR�VHW�ERXQGDULHV�RQ�¦ GRV�DQG�GRQ©WV§
x� %RWK�WKH�PDQDJHUV�DQG�YROXQWHHUV�VHHPHG�WR�DSSUHFLDWH�WKDW�WKHUH�ZHUH�VXEWOH

GLIIHUHQFHV�LQ�WKH�PDQDJHPHQW�VW\ OH�DQG�LQFHQWLYHV�H[ SHFWHG�DV�FRPSDUHG�WR�WKH�SDLG
VWDII ��7KRVH�XQZULWWHQ�UXOHV�PDNH�WKH�YROXQWHHULQJ�ZRUN�PRUH�IOH[ LEOH�LQ�VRPH�ZD\ V
EXW�UHVWULFWLYH�LQ�RWKHUV��+RZHYHU��WKRVH�XQZULWWHQ�UXOHV�FRXOG�JLYH�ULVH�WR
PLVXQGHUVWDQGLQJV�

� � 5 HFRPP HQGDWLRQ

%DVHG�RQ�WKH�DERYH�ILQGLQJV�DQG�DQDO\ VLV��LW�LV�UHFRPP HQGHG�WKDW�

x� 7KH�$ &7�* RYHUQPHQW�JLYH�PRUH�UHFRJQLWLRQ�WR�WKH�YDOXH�RI�YROXQWHHULQJ�VHUYLFHV
DQG�DOORFDWH�PRUH�UHVRXUFHV�IRU�WKH�LPSOHPHQWDWLRQ�RI�¦ $Q�$JHQGD�IRU�9ROXQWHHULQJ
IRU�WKH�$XVWUDOLDQ�&DSLWDO�7HUULWRU\� &RPPXQLW\ §������ � ���� �



Ä Å

x� 9 ROXQWHHULQJ�$ &7�DQG�WKH�RUJDQLVDWLRQV�MRLQWO\� RUJDQLVH�D�ZRUNVKRS�WR�LGHQWLI\
LPSHGLPHQWV�DQG�VROXWLRQV�WR�DWWUDFWLQJ��UHFUXLWLQJ�DQG�UHWDLQLQJ�RI�YROXQWHHUV�WR
DJHG�FDUH�VHUYLFHV�

x� 9 ROXQWHHULQJ�$ &7��DV�D�3HDN�ERG\ ��EH�SURYLGHG�ZLWK�DGHTXDWH�UHVRXUFHV�WR�RYHUVHH
WKH�GHYHORSPHQW�RI�SROLF\� JXLGHOLQHV�DQG�VWUDWHJLHV�IRU�RUJDQLVDWLRQV�HPSOR\ LQJ
YROXQWHHUV�

x� $ JHG�FDUH�VHUYLFHV�SURYLGLQJ�RUJDQLVDWLRQV�WDNH�VWHSV�WR�HIIHFWLYHO\� SURPRWH
YROXQWHHULQJ��HVSHFLDOO\� DPRQJ�WKH�ZRUNLQJ�DJH�JURXS��9 ROXQWHHULQJ�$ &7�VKRXOG�EH
UHVRXUFHG�WR�EH�LQ�D�EHWWHU�SRVLWLRQ�WR�DVVLVW�LQ�WKLV�SURFHVV�

x� 5HYLHZ�WKH�VXVWDLQDELOLW\� RI�WKH�RQH�WR�RQH�DQG�IDFH�WR�IDFH�FDUH��DQG�LGHQWLI\
RSWLRQV�RI�GHOLYHULQJ�WKH�VHUYLFHV��H�J��WHDP�YLVLWV��SDLULQJ�YROXQWHHUV�WR�GHOLYHU
VHUYLFHV�


