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3UHDPEOH
7KH� $&7� 5HFRYHU\� %XVKILUH� 5HFRYHU\� 7DVN� IRUFH� LGHQWLILHG� WKH� QHHG� IRU� WKH
GHYHORSPHQW�RI�DQ�2SHUDWLRQDO�3ODQ�IRU�WKH�0DQDJHPHQW�RI�6SRQWDQHRXV�9ROXQWHHUV
XQGHU� WKH� $&7� &RPPXQLW\� 5HFRYHU\� 6XE� ¤� 3ODQ� DQG� FRPPLVVLRQHG� 9ROXQWHHULQJ
$&7�� WKH� SHDN� ERG\� IRU� YROXQWHHUV� DQG� WKRVH� RUJDQLVDWLRQV� LQYROYLQJ� RU� KDYLQJ� DQ
LQWHUHVW�LQ�YROXQWHHUV��LQ�WKH�$&7�DQG�UHJLRQ��WR�ZULWH�WKH�SODQ�
9ROXQWHHULQJ�$&7�� �9$&7���DV� WKH�SHDN�ERG\� IRU�YROXQWHHULQJ� LQ� WKH�$&7�DQG� WKH
6(�RI�16:��ZRUNV�WR�DGYDQFH�YROXQWHHU�HIIRUW�LQ�WKH�$&7�DQG�LWV�UHJLRQ��,W�UHSUHVHQWV
WKH�GLYHUVH�YLHZV� DQG�QHHGV�RI� WKH�HQWLUH�YROXQWHHU�PRYHPHQW�ZKLOH�SURPRWLQJ� DQG
IDFLOLWDWLQJ� WKH� DFWLYLW\� RI� YROXQWHHULQJ� DV� RQH� RI� HQGXULQJ� VRFLDO�� FXOWXUDO� DQG
HFRQRPLF�YDOXH�WR�WKH�FRPPXQLW\�
,W�LV�SDUW�RI�DQ�H[WHQVLYH�QHWZRUN�RI�YROXQWHHU�UHVRXUFH�DQG�UHIHUUDO�DJHQFLHV�DQG�KDV
VWURQJ�UHODWLRQVKLSV�DFURVV�WKH�FRPPXQLW\��JRYHUQPHQW�DQG�SULYDWH�VHFWRUV��,WV�GLYHUVH
PHPEHUVKLS�LV�UHSUHVHQWDWLYH�RI�WKH�IXOO�FURVV�VHFWLRQ�RI�YROXQWHHU�DFWLYLW\
$V�WKH�SHDN�ERG\�IRU�YROXQWHHULQJ�LQ� WKH�$&7�UHJLRQ�LW�UHSUHVHQW� WKH�LQWHUHVWV�RI�DOO
9ROXQWHHUV� DQG� RI� DOO� WKRVH� ZKR� ZRUN� ZLWK� YROXQWHHUV�� ,W� SURPRWHV� VXSSRUWV� DQG
UHVRXUFHV�YROXQWHHU�HIIRUW�DQG�SURYLGHV�D�UDQJH�RI�VHUYLFHV�ZKLFK�LQFOXGH�DGYLFH�DQG
DVVLVWDQFH�ZLWK�

f UHSUHVHQWDWLRQ�DQG�SURPRWLRQ
g DGYLFH�DQG�LQIRUPDWLRQ
g GHYHORSLQJ�DQG�HYDOXDWLQJ�YROXQWHHU�SURJUDPV
g SROLFLHV�DQG�SURFHGXUHV
g VHOHFWLQJ�UHFUXLWLQJ�DQG�UHWDLQLQJ�YROXQWHHU�VWDII
g SUHSDULQJ�YROXQWHHUV�IRU�VSHFLILF�UROHV
g VXSSRUWLQJ�DQG�VXSHUYLVLQJ�YROXQWHHUV
g DFFUHGLWHG�DQG�QRQ�DFFUHGLWHG�WUDLQLQJ�IRU�PDQDJHUV�DQG�YROXQWHHUV
g DGGUHVVLQJ�GLIILFXOW�LVVXHV
g GHYHORSLQJ�DQ�HPSOR\HH�RU�FRUSRUDWH�YROXQWHHULQJ�SURJUDP

,W� OLQNV� SHRSOH� LQ� WKH� FRPPXQLW\� ZLWK� DSSURSULDWH� YROXQWHHU� RSSRUWXQLWLHV� DQG
VXSSRUWV�PDQDJHUV�RI�YROXQWHHUV�� ,W�SURYLGHV� WKH�DQVZHUV�TXHVWLRQV�DERXW� LQVXUDQFH�
LQGXVWULDO� LVVXHV� DQG� YROXQWHHU� PDQDJHPHQW� VWDQGDUGV�� 9$&7� KDV� WKH� WRROV� DQG
UHVRXUFHV� IRU� PDQDJHUV� DQG� KDQGV� RQ� VWDII� WR� HQDEOH� WKHP� WR� JR� IURP� SROLF\� WR
SUDFWLFH�
,W�FRQGXFWV�UHJXODU�PHHWLQJV�IRU�PDQDJHUV�WR�QHWZRUN�ZLWK�RWKHUV�LQ�WKH�YROXQWHHULQJ
SURIHVVLRQ��DQG�RSSRUWXQLWLHV�IRU�YROXQWHHUV�WR�EH�UHFRJQLVHG�DQG�FHOHEUDWHG��VXFK�DV
1DWLRQDO�9ROXQWHHU�:HHN�DQG�,QWHUQDWLRQDO�9ROXQWHHU�'D\�
9$&7� ZDV� ZHOO� SRVLWLRQHG� WKHUHIRUH� WR� H[SORUH� WKH� H[SHULHQFHV� RI� WKRVH� ZKR
FRQIURQWHG� WKH� LVVXH� RI� VSRQWDQHRXV� YROXQWHHUV� RQ� DQG� SRVW� -DQXDU\� ��� ������ WR
H[DPLQH� WKH� IDFWRUV� LQIOXHQFLQJ� WKHLU� PDQDJHPHQW� DV� SDUW� RI� DQ\� UHVSRQVH� WR� DQ\
IXWXUH� HPHUJHQF\�� WKURXJK� FRQVXOWDWLRQ� ZLWK� ORFDO� VWDNHKROGHUV� DQG� LQWHUVWDWH� DQG
LQWHUQDWLRQDO�FROOHDJXHV��DQG�WR�GHYLVH�D�PDQDJHPHQW�SODQ�
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%DFNJURXQG���,QIRUPDWLRQ�RQ�9$&7
V�LQYROYHPHQW�DQG�H[SHULHQFH�RI
WKH�-DQXDU\����������HPHUJHQF\�
9ROXQWHHULQJ�$&7���9$&7���ZDV�QRW�SDUW�RI�WKH�VXE�SODQ�IRU�HPHUJHQFLHV�LQ�WKH�$&7
SULRU�WR�-DQ����DQG�LQLWLDOO\�H[SHULHQFHG�FRQVLGHUDEOH�GLIILFXOW\�LQ�DVFHUWDLQLQJ�WKH�UROH
LW�ZDV�H[SHFWHG�WR�SOD\��QRWZLWKVWDQGLQJ�LW�EHLQJ��DZDUH�WKDW�LW�KDG�DQ�REYLRXV�UROH�LQ
PDQDJLQJ�WKH�LVVXH�RI�VSRQWDQHRXV�YROXQWHHUV�DQG�DVVLVWLQJ�DJHQFLHV�ZLWK�WKHLU�QHHGV
IRU�DGGLWLRQDO�YROXQWHHU�VWDII��2Q�WKH�6XQGD\�9$&7�FDOOHG�XQ�SDLG�DQG�XQSDLG�VWDII�WR
VWDII� WKH� SKRQHV�� EXLOW� DQ� HPHUJHQF\� GDWD� EDVH� IRU� UHJLVWHULQJ� WKH� VSRQWDQHRXV
YROXQWHHUV�DQG�PDNH�DQ�DWWHPSW�WR�FRQWDFW�NH\�DJHQFLHV�
0DQ\�RUJDQLVDWLRQV�ZHUH�DIIHFWHG�E\�WKH�ILUHV�GLUHFWO\��HLWKHU�WKURXJK�ORVV�RI�DFFHVV�RU
SURSHUW\�RU�VWDII�DEVHQFHV�DQG��DOWKRXJK�LQ�QHHG�RI�H[WUD�YROXQWHHU�VWDII��ZHUH�XQDEOH
WR�EH�FRQWDFWHG� LPPHGLDWHO\��RU�ZKHQ�FRQWDFWHG�ZHUH�QRW�DEOH� WR� WDNH�RQ� DGGLWLRQDO
XQSDLG�RU�SDLG�VWDII�EHFDXVH�RI�ODFN�RI�FDSDFLW\�WR�GR�VR�
0DQ\� SHRSOH� FDPH� IRUZDUG� WR� YROXQWHHU� WKHLU� VHUYLFHV�� WKH\� SKRQHG� RU� SUHVHQWHG
WKHPVHOYHV� DW� 9$&7�� SKRQHG� &DQEHUUD� &RQQHFW� DQG� UDGLR� VWDWLRQV�� DWWHQGHG
HYDFXDWLRQ� &HQWUHV�� FRQWDFWHG� WKH� YDULRXV� SROLFH� VWDWLRQV�� (6%� DQG� WKH� 5HFRYHU\
&HQWUH�RQFH�LW�ZDV�HVWDEOLVKHG�
&RPPXQLFDWLRQ� ZDV� GLIILFXOW� DQG� DOWKRXJK� 9$&7� XWLOLVHG� &DQEHUUD� &RQQHFW�� WKH
5HFRYHU\�&HQWUH��DOO�DYDLODEOH�ZHEVLWHV�LQFOXGLQJ�LWV�RZQ�DQG�DOO�RWKHU�IRUPV�RI�PHGLD
LW�ZDV�YHU\�GLIILFXOW�WR�VHQG�FOHDU�FRQVLVWHQW�PHVVDJHV�WR�WKH�SXEOLF��QRW�IRU�SURILW�DQG
*RYHUQPHQW�RUJDQLVDWLRQV�DQG�GHSDUWPHQWV��WKH�PHGLD�DQG�EXVLQHVV�
'XH� WR� WHFKQLFDO�DQG�KXPDQ�GLIILFXOWLHV�� H�J��9$&7�GLG�QRW�KDYH� HQRXJK� WHOHSKRQH
FDSDFLW\��WKHUH�ZDV�D�FRQVWDQW�WXUQ�RYHU�RI�VWDII�DW�&DQEHUUD�&RQQHFW�DQG�WKH�5HFRYHU\
&HQWUH�� DQG� FRPPXQLFDWLRQ� ZDV� WKHUHIRUH� H[WUHPHO\� GLIILFXOW�� 7KH� UHFRUGV� RU
SUHVHQWLQJ�YROXQWHHUV�ZHUH�VFDQW�WR�SUDFWLFDOO\�QRQ�H[LVWHQW�LQ�VRPH�FDVHV��9$&7�KDG
WR�DGDSW�LWV�GDWDEDVH�VHYHUDO�WLPHV��,W�EXLOW�RQ�OLQH�DQG�KDUG�FRS\�IRUPV�IRU�WKH�XVH�RI
WKH�VSRQWDQHRXV�YROXQWHHUV�DQG� WKH�RUJDQLVDWLRQV� WKDW�ZRXOG�SRVVLEO\�QHHG� WR�XWLOLVH
WKHVH�YROXQWHHUV��ZLWK�WKH�DVVLVWDQFH�RI�WKH�IHGHUDO�GHSDUWPHQW�RI�)$&6�
9$&7� EHFDPH� D� SODFH� WR� FRQWDFW� UH� WKH� GRQDWLRQ� RI� JRRGV�� XVHG� DQG� QHZ�� DQG� IRU
DGYLFH�UH�QXPEHUV�RI�PDWWHUV�XQUHODWHG�WR�LWV�FRUH�EXVLQHVV��H�J��D� ORFDO� UDGLR�VWDWLRQ
DVNHG� 9$&7� WR� FRRUGLQDWH� WKH� GRQDWLRQV� RI� LFH� ZLWK� WKH� UHFLSLHQWV�� 0DQ\� SHRSOH
DVNHG�9$&7� WR�SURYLGH� WKHP�ZLWK�YROXQWHHUV�GLUHFWO\� WR� WUDQVSRUW� SHRSOH�RU�JRRGV�
&DQEHUUD�&RQQHFW�DQG�WKH�5HFRYHU\�&HQWUH�UHTXHVWHG�LWV�DVVLVWDQFH�LQ�WKLV�ZD\�IURP
WLPH�WR�WLPH��,QVXUDQFH�IRU�YROXQWHHUV�ZDV�EHFRPLQJ�SUREOHPDWLF��,Q�DGGLWLRQ�9$&7
UHFHLYHG� HQTXLUHV� IURP� SHRSOH� ZDQWLQJ� DGYLFH� DERXW� UHPRYLQJ� WUHHV� IURP� WKHLU
JDUGHQV� RU� QDWXUH� VWULS� DQG� WKH� GHWDLOV� RI� WUDGHVSHUVRQV� WR� FDUU\� RXW� HOHFWULFDO� RU
SOXPELQJ�ZRUN�
7KH�*RYHUQPHQW�GHFLGHG�WR�FDOO�WRJHWKHU�D�¨&KDULWLHV©�VXE�FRPPLWWHH�DW� WKDW� WLPH�WR
FRRUGLQDWH�WKH�GRQDWLRQ�RI�JRRGV��9$&7�ZDV�DVNHG�WR�VLW�RQ�WKDW�VXE�FRPPLWWHH�DORQJ
ZLWK� WKH� PDMRU� FKDULWLHV�� VHUYLFH� FOXE� UHSUHVHQWDWLYHV�� $&7&266� DQG� WKH� $&7
&KDPEHU�RI�&RPPHUFH��,W�PHW�ZHHNO\�IRU�VRPH�ZHHNV�
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$V�%HOFRQQHQ�FDPH�XQGHU�WKUHDW�DQG�PHVVDJHV�ZHUH�EURDGFDVW�DERXW�\DUG�FOHDQ�XS�HWF
SHRSOH�ZKR� IHOW� YXOQHUDEOH� UDQJ�9$&7�DERXW� WKHLU� VLWXDWLRQ��7KLV� WKHQ� HVFDODWHG� WR
SHRSOH�LQ�QRQ�DIIHFWHG�VXEXUEV�DFURVV�&DQEHUUD�
9$&7�FDOOHG�D�PHHWLQJ�RI�5HJLRQDO�&RPPXQLW\�6HUYLFHV��$QJOLFDUH�DQG�'(:5�WR
WU\�WR�FRRUGLQDWH�VRPH�UHVSRQVH�FDSDFLW\�XWLOLVLQJ�WKH�VSRQWDQHRXV�YROXQWHHUV��WKURXJK
D� MRLQW� LQVXUDQFH� SROLF\� DV� KDG� EHHQ� VXFFHVVIXOO\� WULDOOHG� DQG� DFFRPSOLVKHG� LQ
%HOFRQQHQ�� VHH� EHORZ�� 7KLV� ZDV� QRW� VXFFHVVIXO� DW� WKH� WLPH�� +RZHYHU� ODWHU� RQ� WKH
5HFRYHU\� &HQWUH� FRQWDFWHG� 9$&7� IRU� DGYLFH� RQ� WKH� HYH� RI� D� SXEOLF� HGXFDWLRQ
SURJUDP�UROO�RXW�DV� LW�ZDV� IHDUHG� WKDW� WKLV�PD\�SURYRNH�DQ[LHW\� DPRQJVW�YXOQHUDEOH
SHRSOH�
$� VPDOO� FRPPLWWHH� RI� +DQG\KHOS�� 9$&7� DQG� 5HJLRQDO� &RPPXQLW\� 6HUYLFHV� ZDV
IRUPHG�� 9$&7� FRQWDFWHG� DOO� 6HUYLFH� &OXEV� DW� WKH� WLPH� WR� JDWKHU� LQWHOOLJHQFH� RQ
DYDLODEOH�YROXQWHHUV�IURP�WKDW�VRXUFH�
%HORZ�LV�DQ�RYHUYLHZ�RI�ZKDW�WUDQVSLUHG�RYHU�WKH�QH[W���WR���ZHHNV��DQG�LQ�VRPH�WKH
ORQJHU�WHUP�
+RZ�PDQ\�SHRSOH

2YHU������FDPH�IRUZDUG�WR�RIIHU�WKHLU�VHUYLFHV���WKHUH�PD\�ZHOO�KDYH�EHHQ�PRUH
ZKR� VSRQWDQHRXVO\� YROXQWHHUHG� HOVHZKHUH��� QRW� DOO� WKURXJK� 9$&7�� VRPH� ZHQW
GLUHFWO\� WR� (YDFXDWLRQ� &HQWUHV�� WKH� (PHUJHQF\� 6HUYLFHV� %XUHDX�� SROLFH� VWDWLRQV
DQG� WKH�5HFRYHU\�&HQWUH��2I� WKRVH�ZKR� RIIHUHG� WKHLU� VHUYLFHV�9$&7� UHJLVWHUHG
����RQ�D�VSHFLDOO\�FUHDWHG�D�GDWD�EDVH�

:KDW�NLQG�RI�SHRSOH
�3HRSOH� RI� DOO� DJHV� DQG� SURIHVVLRQV� FDPH� IRUZDUG� WR� DVVLVW� IURP� WKRVH� LQ� WKHLU
WHHQV��SHRSOH�DJHG�EHWZHHQ����\HDUV�WKURXJK�WR�ROGHU�UHWLUHG�SHUVRQV��7KHUH�ZHUH
WUDGHVSHRSOH�� SURIHVVLRQDOV�� SXEOLF� VHUYDQWV�� VPDOO� EXVLQHVV� RZQHUV�� FRUSRUDWH
WHDPV�� VHUYLFH� FOXEV�� D� VSRUWLQJ� WHDP�DQG� WKHLU�PDQDJHU� DQG� HYHQ� SROLWLFLDQV� RQ
OHDYH�

$YDLODELOLW\
6RPH� SHRSOH� ZHUH� RQO\� DYDLODEOH� LPPHGLDWHO\�� DV� WKH� HPHUJHQF\� RFFXUUHG� LQ� WKH
PLGGOH�RI�WKH�VFKRRO�KROLGD\V��RWKHUV�VWDWHG�WKH\�ZDQWHG�WR�GR�VRPHWKLQJ�LPPHGLDWHO\
DV� WKH\�ZHUH� IHHOLQJ� SRZHUOHVV� LQ� WKH� IDFH� RI� VXFK� DQ� HPHUJHQF\�� 6RPH� YROXQWHHUV
FRQWLQXHG� WR� ZRUN� LQ� WKH� UHFRYHU\� SURFHVV� IRU� D� QXPEHU� RI� ZHHNV� DIWHU� WKH� HYHQW�
ZKLOVW� ����SHRSOH�RQ� WKH�GDWDEDVH�ZHUH�RIIHUHG�RXWGRRU�ZRUN� DV�SDUW� RI� WKH� JDUGHQ
UHVWRUDWLRQ�SURMHFW�
9ROXQWHHULQJ�$&7�5HVSRQVH

q %XLOW� D� GDWD� EDVH� RI� ���� QDPHV� DGGUHVVHV� DQG� WKH� GHWDLOV� RI� WKHLU� LQGLYLGXDO
VNLOOV� LQ� RUGHU� WKDW�ZH� FRXOG�PDWFK� WKHP� WR� SRVLWLRQV� ZKHQ� WKH� QHHG� DURVH�
DSSUR[� ���� �I� WKHVH� SHUVRQV� ZHUH� SODFHG� LQ� WKH� LPPHGLDWH� DIWHUPDWK� DQG� D
QXPEHU�VLQFH�

q $GYHUWLVHG�RQ�WKH�$&7�*RYHUQPHQW��9$&7�DQG�$%&�ZHE�SDJHV�DQG� LQ� WKH
PHGLD� WR� DVVLVW� LQGLYLGXDOV� ZDQWLQJ� WR� YROXQWHHU� DQG� GLUHFW� WKHP� WR� UHJLVWHU
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ZLWK� 9$&7� DV� ZHOO� DV� DGYLVLQJ� RUJDQLVDWLRQV� WKDW� ZH� KDG� D� UHJLVWHU� RI
YROXQWHHUV�ZLWK�D�ZLGH�UDQJH�RI�VNLOO�WKDW�ZHUH�UHDG\�DQG�ZLOOLQJ�WR�YROXQWHHU�

w 'HYHORSHG� D� VSHFLDO� SDJH� RQ� RXU� ZHEVLWH� IRU� WKH� EXVKILUH� UHFRYHU\� WRJHWKHU
ZLWK� DSSOLFDWLRQ� IRUPV� IRU� RUJDQLVDWLRQV� DQG� SURVSHFWLYH� YROXQWHHUV� DQG
JHQHUDO�EXVKILUH�LQIRUPDWLRQ�

w &RQGXFWHG� D� FOHDQ� XS� GD\� LQ� %HOFRQQHQ�� ZLWK� %HOFRQQHQ� 5RWDU\� DQG
%HOFRQQHQ�&RPPXQLW\�6HUYLFH��IRU�SHRSOH�FRQFHUQHG�DERXW�WKH�ILUH�WKUHDW�WKH
�x
y�ZHHNHQG��WKLV�ZDV�D�VHUYLFH�RIIHUHG�WR�IUDLO�DJHG��SHUVRQV�ZLWK�GLVDELOLWLHV�

VLQJOH�SDUHQWV�DQG�WKRVH�UHFRYHULQJ�IURP�RU�VXIIHULQJ�DFXWH�LOOQHVV�DW�WKH�WLPH�
z 2UJDQLVHG�WKH�SURYLVLRQ�RI�VHUYLFHV�IRU�WKRVH�ZKR�ZHUH�DIIHFWHG�E\�WKH�ILUH�H�J�

WKH�FOHDQLQJ�XS�RI�\DUGV�DQG�UHPRYDO�RI�EXUQW�GHEULV�
z 3URYLGHG� GDLO\� DGYLFH�� WR� ERWK� *RYHUQPHQW� DQG� QRQ� JRYHUQPHQW� DJHQFLHV�

UHJDUGLQJ�YROXQWHHU�PDQDJHPHQW�LVVXHV�DQG�YROXQWHHU�LQVXUDQFH�LQ�UHODWLRQ�WR
VSRQWDQHRXV�YROXQWHHU�DQG�VSRQWDQHRXV�DFWLYLW\�E\�FRPPXQLW\�PHPEHUV��H�J�
WKH�SUREOHP�RI� WHDPV�RI�XQDWWDFKHG� DQG�XQLQVXUHG�SHRSOH� WDNLQJ� FKDLQ� VDZV
RXW�LQWR�DIIHFWHG�DUHDV�WR�IHOO�WUHHV�DQG�EUDQFKHV�LQ�SULYDWH�JDUGHQV�

z 3URYLGHG� $&7� *RYHUQPHQW� ZLWK� LQIRUPDWLRQ� DQG� DGYLFH� RQ� PDQDJLQJ
GRQDWLRQV�RI�WLPH�DQG�PDWHULDOV��REWDLQHG�IURP�FROOHDJXHV�RYHUVHDV�

z :DV� DVNHG� WR� MRLQ� WKH� &KDULWLHV� VXE� FRPPLWWHH� IRUPHG� LQLWLDOO\� WR� KDQGOH
LVVXHV� VXUURXQGLQJ� GRQDWLRQV� RI� JRRGV�� /DWHU� WKLV� FRPPLWWHH� LQFOXGHG� WKH
GLVFXVVLRQ�RI�LVVXHV�VXUURXQGLQJ�WKH�GRQDWLRQ�RI�WLPH�DQG�VNLOOV�RQ�LWV�$JHQGD�

{ $VVLVWHG�WKH�PDMRU�VKRSSLQJ�FHQWUHV�WR�FRQWDFW�YROXQWHHUV�DQG�RUJDQLVDWLRQ�WR
LQYLWH�WKHP�WR�D�7KDQN�8�'D\�E\��

���FRQWDFWLQJ� WKH�����SHRSOH�ZKR�ZHUH�RQ� WKH�9$&7�GDWDEDVH� WR� LQYLWH� WKHP� WR
WKH�HYHQW��ZKHWKHU�WKH\�KDG�EHHQ�PDWFKHG�ZLWK�D�YROXQWHHU�SRVLWLRQ�RU�QRW
��� FRQWDFWLQJ� DOO� WKH� YROXQWHHU� RUJDQLVDWLRQV� WKDW� KDG� EHHQ� LQYROYHG� LQ� WKH
HPHUJHQF\�RU�UHFRYHU\�SURFHVV�WR�DGYLVH�WKHP�RI�WKH�7KDQN�8�GD\�
| 6DW� RQ� WKH� 9XOQHUDEOH� 3HUVRQV� VXE� FRPPLWWHH� DQG� DVVLVWHG� ZLWK� VWUDWHJLHV� WR

UHVSRQG�WR�DQ\�DQ[LHW\�FUHDWHG�E\�WKH�*RYHUQPHQW©V�ILUH�DZDUHQHVV�FDPSDLJQ
| 0HW� ZLWK� $&7&266� DQG� VHYHUDO� RWKHU� VWDNHKROGHUV� WR� UHYLHZ� OHVVRQV� OHDUQW

IURP�WKH�HPHUJHQF\�DQG�UHFRYHU\
| +HOG�6XPPLW�GXULQJ�0$<������DW�ZKLFK�D�QHZ�REMHFWLYH�IRU�WKH�¦$JHQGD�RQ

9ROXQWHHULQJ������WR�����§�ZDV�DGRSWHG�E\�RYHU����GHOHJDWHV��L�H��¦7R�ZRUN
ZLWK� WKH� $&7� *RYHUQPHQW� DQG� UHOHYDQW� 'HSDUWPHQWV� WR� GHYHORS� D
0DQDJHPHQW� SODQ� IRU� VSRQWDQHRXV� YROXQWHHUV�� WR� IRUP� SDUW� RI� WKH
*RYHUQPHQW©V�(PHUJHQF\�0DQDJHPHQW�3ODQ§�

} &RPPHQFHG�FRQVXOWDWLRQV�ZLWK�DOO�VWDNHKROGHUV
} -RLQHG�&RPPXQLW\�6XE�SODQ�&RPPLWWHH
} 5HSUHVHQWHG� 9ROXQWHHULQJ� $XVWUDOLD� DW� D� 'LVDVWHU� DQG� (PHUJHQF\� *URXS

0HHWLQJ�RI�$VVRFLDWLRQ�RI�6HUYLFHV�6XSSRUWLQJ�$XVWUDOLD©V�)DPLOLHV��0HPEHU
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RI� )DPLOLHV� $XVWUDOLD�� /LIHOLQH� $XVWUDOLD�� 0HPEHU� RI� )DPLOLHV� $XVWUDOLD
&RQVXOWDQW��&RPPXQLW\�6HUYLFHV��7KH�6DOYDWLRQ�$UP\�'RPHVWLF�2SHUDWLRQV�
$XVWUDOLDQ�5HG�&URVV�1DWLRQDO�0DQDJHU�6HUYLFH�,QWHJUDWLRQ�6KRS��&HQWUHOLQN�
&RPPXQLW\� %UDQFK�� 'HSDUWPHQW� RI� )DPLO\� DQG� &RPPXQLW\� 6HUYLFHV�
$&7&266���5HODWLRQVKLSV�$XVWUDOLD��(PHUJHQF\�0DQDJHPHQW�$XWKRULW\�DQG
<RXQJHU�9HWHUDQ©V�	�99&6��'HSDUWPHQW�RI�9HWHUDQ©V�$IIDLUV

3ODFHPHQWV
'XULQJ�WKH�UHFRYHU\�SURFHVV�9$&7�SURYLGHG�YROXQWHHUV�IURP�LWV�GDWD�EDVH�WR�WKH
IROORZLQJ�RUJDQLVDWLRQV��'HSW��RI�(GXFDWLRQ��<RXWK�DQG�)DPLO\�6HUYLFHV��/LIHOLQH�
5HFRYHU\�&HQWUH��6W�9LQFHQW
V�GH�3DXO��6W��-RKQ
V�&DUH��&DQEHUUD�&RQQHFW��&0'��
&KLHI�0LQLVWHU©V�'HSDUWPHQW���8UEDQ�6HUYLFHV��1$/$*��1DWLRQDO�$VVRFLDWLRQ�IRU
/RVV� DQG� *ULHI��� $&7266� �$&7� &RXQFLO� RI� 6RFLDO� 6HUYLFH��� 'RJ� &RPSDQLRQ
&OXE�� ,Q�DGGLWLRQ� LQ�SDUWQHUVKLS�ZLWK� WKH�%HOFRQQHQ�5RWDU\�&OXE�DQG�%HOFRQQHQ
&RPPXQLW\�6HUYLFH�ZH�URVWHUHG����YROXQWHHUV�WR�GR�KD]DUG�UHGXFWLRQ�DURXQG�WKH
KRPHV� RI� IUDLO�� DJHG� DQG� SHRSOH� ZLWK� GLVDELOLWLHV� ZKLOVW� %HOFRQQHQ�ZDV� VWLOO� RQ
KLJK�DOHUW�
6RPH�����RI�WKH�VSRQWDQHRXV�YROXQWHHUV�ZHUH�SODFHG�GXULQJ�WKH�UHFRYHU\�SURFHVV�
1RW�DOO�WKRVH�ZKR�FDPH�IRUZDUG�RU�UHJLVWHUHG�ZHUH�DEOH�WR�EH�SODFHG�DV�ZH�ZHUH
XQDEOH� WR� ILQG� D� SRVLWLRQ� WKDW� ZDV� VXLWDEOH� WR� WKHLU� VNLOOV� RU� LQ� RWKHU� FDVHV� WKH
SURVSHFWLYH� YROXQWHHUV� KDG� UHWXUQHG� WR� WKHLU� SDLG� SRVLWLRQV� DQG� ZHUH� QR� ORQJHU
DYDLODEOH��+RZHYHU�VRPH�YROXQWHHUV�ZHUH�UH�FRQWDFWHG�DQG�XWLOLVHG�IRU�WKH�JDUGHQ
FOHDQ�XS�

2QJRLQJ�:RUN�WKDW�WRRN�SODFH�RYHU�D�QXPEHU�RI�PRQWKV
� 5HFUXLWLQJ� DQG� UHIHUULQJ� YROXQWHHUV� WR� %DFN\DUG� &OHDQ� XS� DQG� WR� DVVLVW

YXOQHUDEOH�SHRSOH
� &RQWLQXLQJ� DGYLFH� DQG� DVVLVWDQFH� UH� YROXQWHHU� DFFLGHQW� LQVXUDQFH�� SXEOLF

OLDELOLW\�DQG�YROXQWHHU�PDQDJHPHQW
� &RQWULEXWLQJ�WR�&KDULWLHV�6XE�&RPPLWWHH
� &RQVXOWDWLRQ�RQ�6XE�3ODQ
� 'LVFXVVLRQV�ZLWK�YDULRXV�6HUYLFH�&OXEV�UH�SRVVLEOH�VXSSRUW�UROH
� 'UDZLQJ�XS�WKH�9$&7�2SHUDWLRQDO�3ODQ�LQ�FRQVXOWDWLRQ�ZLWK�VWDNHKROGHUV
� $JUHHG�DQ�028�ZLWK�$&7�*RYHUQPHQW
� &RQVXOWDWLRQ� ZLWK� LQWHUVWDWH� DQG� RYHUVHDV� FROOHDJXHV� LQ� UHODWLRQ� WR� WKH

PDQDJHPHQW�DQG�WUDLQLQJ�RI�VSRQWDQHRXV�YROXQWHHUV
� 3UHVHQWDWLRQ�RI�D�Z�VKRS�DW� WKH�(0$�1DWLRQDO�&RQIHUHQFH� LQ�6HSWHPEHU�����

DQG�DWWHQGDQFH�DW�&RQIHUHQFH�
� 3UHSDUDWLRQ� WR� GHOLYHU� :RUNVKRS� DW� 9ROXQWHHULQJ� $XVWUDOLD©V� 1DWLRQDO

&RQIHUHQFH�-XQH������
� 3UHSDULQJ�SDSHU�IRU�9$&7�DQQXDO�6XPPLW�RQ�WKH�¦$JHQGD§�
� ([DPLQHG�VHYHUDO�VLWHV� LQ�RUGHU� WR� LGHQWLI\�VXLWDEOH�*RYHUQPHQW�EXLOGLQJV� WKDW

FDQ�EH�DVVLJQHG�DV�D�¦9ROXQWHHU�5HFHSWLRQ�&HQWUH§�
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/HVVRQV�/HDUQW

)ROORZLQJ�WKH�HPHUJHQF\�WKHUH�ZDV�D�KXJH�UHVSRQVH�IURP�SHRSOH�ZDQWLQJ�WR�YROXQWHHU
WKHLU�VHUYLFHV��8QIRUWXQDWHO\�WKHUH�ZDV�QR�SODQ�LQ�SODFH�WR�GHDO�ZLWK�WKLV�RXWSRXULQJ�RI
FRPPXQLW\� H[SUHVVLRQ�� 7KHUH� ZDV� D� ODFN� RI� D� V\VWHP� WR� PDQDJH� WKH� YROXQWHHUV�
LQIUDVWUXFWXUH�� LQFOXGLQJ�FRRUGLQDWLRQ�� LQVXUDQFH�FRYHUDJH��DQG�ORJLVWLFV� WR� OLQN�DUHDV
RI�QHHG�ZLWK�RIIHUV�RI�KHOS�
7KH� QHHG� ZDV� LGHQWLILHG� WR� KDYH� D� SODFH� IRU� YROXQWHHUV� WR� UHJLVWHU�� DZD\� IURP� WKH
DIIHFWHG�DUHD��7KLV�YROXQWHHU�UHFHSWLRQ�DUHD�VKRXOG�EH�FKDUJHG�ZLWK�WKH�PDQDJHPHQW
DQG�FRRUGLQDWLRQ�RI�WKHVH�YROXQWHHUV�
,QIRUPDWLRQ�SURYLGHG�E\�PHGLD�DQG�RWKHU�IRUPV�RI�FRPPXQLFDWLRQ�ZDV�FRQIXVLQJ�DQG
FRPPXQLFDWLRQ�ZDV�LQFRQVLVWHQW�DQG�SDWFK\�
�7KHUH�LV�D�QHHG�IRU�D�FOHDU�DQG�FRQVLVWHQW�FRPPXQLFDWLRQ�VWUDWHJ\�ZKLFK�ZLOO�FDUU\�D
FOHDU� PHVVDJH� DERXW� ZKDW� WR� GR� LI� SHRSOH� ZDQW� WR� YROXQWHHU� RU� GRQDWH� JRRGV� RU
PRQH\�
$�KLJK�WXUQRYHU�RI�VWDII�GXULQJ�WKH�HDUO\�VWDJHV�RI�WKH�HPHUJHQF\�PHDQW�WKDW�WKHUH�ZDV
D� ODFN� RI� FRQWLQXLW\� RI� VWDIILQJ� DQG� D� ODFN� RI� FRUSRUDWH� NQRZOHGJH�� WKLV� FDXVHG
DGGLWLRQDO�SUREOHPV�ZLWK�FRPPXQLFDWLRQ�DQG�VRPH�GLVLQIRUPDWLRQ��DOVR�VRPH�GLVWUHVV
DPRQJ�WKH�PRUH�YXOQHUDEOH�JURXSV��7KHUH�ZDV�DOVR�D�WXUQRYHU�RI�YROXQWHHUV�
7KHUH� QHHGV� WR� EH� D� SODQ� LQ� SODFH� ZKLFK� DOORZV� IRU� VWDII�� SDLG� DQG� XQSDLG� WR� EH
UHOLHYHG�E\�DSSURSULDWHO\�WUDLQHG�DQG�H[SHULHQFHG�VWDII��&DUH�PXVW�EH�WDNHQ�WR�HQVXUH
UHOLHI� VWDII� DUH� WKRURXJKO\� EULHIHG� DQG� WKDW� LQIRUPDWLRQ� LV� UHFRUGHG� DFFXUDWHO\� DQG
FOHDUO\�
3HRSOH� ZLWK� GLVDELOLWLHV� DQG� WKH� HOGHUO\� ZHUH� GLVDGYDQWDJHG� E\� FRPPXQLFDWLRQ
GLIILFXOWLHV�DQG�VRPH�SHUVRQV�UHPDLQHG�LVRODWHG�LQ�WKHUH�RZQ�KRPHV�XQDZDUH�KRZ�RU
ZKHUH� WR� DFFHVV� DVVLVWDQFH� RU� HYHQ� DZDUH� RI� ZKDW� ZDV� KDSSHQLQJ� DURXQG� WKHP�� $
QXPEHU� RI� HOGHUO\� SHRSOH� ZKR� ZHUH� XQDEOH� WR� FOHDU� UXEELVK� IURP� WKHLU� SURSHUWLHV
EHFDPH�GLVWUHVVHG�DQG�YXOQHUDEOH�
$�SHUPDQHQW�VWUDWHJ\�QHHGV�WR�EH�SXW�LQ�SODFH�WKURXJK�RQH�FHQWUDO�ERG\��ERWK�LQ�WHUPV
RI�LQLWLDO�DVVLVWDQFH�DQG�WR�SURYLGH�RQ�JRLQJ�VXSSRUW�H�J��+DQG\KHOS��RU�WKH�5HJLRQDO
&RPPXQLW\�6HUYLFHV� WR�DVVLVW� WKHVH�SHRSOH��6HW�XS�YROXQWDU\�UHJLVWHU� IRU�SHRSOH�ZKR
ZLOO�EH�FRQWDFWHG�DQG�RIIHUHG�DSSURSULDWH� VXSSRUW� LQ�FDVH�RI�D�GLVDVWHU��7KLV�ZRXOG
LQFOXGH� SHRSOH� ZLWK� GLVDELOLWLHV�� WKH� IUDLO� DJHG�� WKRVH� IURP� QRQ�(QJOLVK� VSHDNLQJ
EDFNJURXQG��'HYHORS�SURWRFROV�IRU�DVVLVWLQJ�YXOQHUDEOH�JURXSV�LQ�GLVDVWHU�VLWXDWLRQV
VXFK� DV� SHRSOH�ZLWK� GLVDELOLWLHV�� WKH� IUDLO� DJHG�� WKRVH� IURP� D� QRQ�(QJOLVK� VSHDNLQJ
EDFNJURXQG� H�J�� FUHDWH� VHSDUDWH� HPHUJHQF\� FRQWDFW� QXPEHUV� IRU� PDMRU� ODQJXDJHV
ZLWK�LQIRUPDWLRQ�DERXW�WKLV�VHUYLFH�DYDLODEOH�WKURXJK�&DQEHUUD�&RQQHFW�
)ROORZLQJ� WKH� HPHUJHQF\� WKH� PDMRU� FKDULWLHV� DQG� 9$&7� ZHUH� LQXQGDWHG� ZLWK
JHQHURXV�GRQDWLRQV�RI�JRRGV��'HDOLQJ�ZLWK�WKH�GRQDWLRQV�ZDV�GLIILFXOW�GXH�WR�WKH�ODUJH
QXPEHU� RI� GRQDWLRQV�� WKH� SRRU� TXDOLW\� RI� PDQ\� RI� WKH� JRRGV�� ODFN� RI� VWRUDJH�� QR
LPPHGLDWH�GHPDQG� IRU�PDQ\�RI� WKH� GRQDWLRQV� DQG� DJUHHG� FRRUGLQDWLRQ��'RQRUV� DQG
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UHFLSLHQWV� RIWHQ� KDG� QR� ZD\� WR� WUDQVSRUW� WKH� JRRGV� RU� HOVH� ZDQWHG� WR� FRQWURO� WKH
PDQQHU�LQ�ZKLFK�WKH�GRQDWLRQ�ZDV�KDQGOHG�
7KHUH� LV� QHHG� WR� LGHQWLI\� D� FHQWUDOLVHG� SODFH�� RU� SODFHV�� ZKHUH� WKH� GRQDWLRQ� DQG
GLVWULEXWLRQ�RI�JRRGV�FDQ�EH�PDQDJHG��7KLV�FRXOG�EH�PDQDJHG�E\�D�FRDOLWLRQ�RI� WKH
PDMRU� FKDULWLHV�� $JDLQ� D� FRPPXQLFDWLRQ� VWUDWHJ\� ZRXOG� LQFOXGH� D� SXEOLF
DQQRXQFHPHQW�UH�WKH�QHHG�IRU�GRQDWLRQV�RI�PRQH\�UDWKHU�WKDQ�RI�JRRGV�
1RQ�*RYHUQPHQW�RUJDQLVDWLRQV�VWDII��SDLG�DQG�XQSDLG�H[SHULHQFHG�FRQVLGHUDEOH�VWUHVV
RQ� VHYHUDO� OHYHOV�� ORVV� RI� IDFLOLWLHV� DQG� FRPPXQLFDWLRQV�� VXVSHQVLRQ� RI� QRUPDO
EXVLQHVV�WR�UHVSRQG�WR�WKH�HPHUJHQF\��QHZ�DQG�DGGLWLRQDO�FOLHQWV��ORQJ�DQG�H[WHQGHG
ZRUN� KRXUV� IRU� SDLG� DQG� XQSDLG� VWDII�� VWDII� SHUVRQDOO\� DIIHFWHG� GLUHFWO\� E\� WKH
ILUHVWRUP�WKURXJK�ORVV�RI�SURSHUW\��VWDII�VXIIHULQJ�IURP�D�VHQVH�RI�KHOSOHVVQHVV��7KHUH
ZDV� QR� SURFHVV� LQ� SODFH� WR� DVVLVW� WKHVH� RUJDQLVDWLRQV� WR� FRQGXFW� UHJXODU� GDLO\
GHEULHILQJ��UHSODFH�DQG�UHOLHYH�VWDII��SURYLGH�FRXQVHOOLQJ�IRU�VWDII�
$JUHHG� SURFHVVHV� DQG� UHVRXUFHV� QHHG� WR� EH� LQ� SODFH� WR� DVVLVW� QRQ� *RYHUQPHQW
RUJDQLVDWLRQV�WR�UHOLHYH�VWDII�DQG�WR�FDUU\�RXW�FULWLFDO�GHEULHILQJ�
7KHUH� ZHUH� VHULRXV� LVVXHV� KLJKOLJKWHG� LQ� UHODWLRQ� WR� ULVN� WR� LQMXU\� WR� XQDIILOLDWHG
YROXQWHHUV�DQG�WKH�ODFN�RI�FDSDFLW\�RI�RUJDQLVDWLRQV�WR�ZRUN�ZLWK�WKHP�EHFDXVH�RI�WKH
ODFN�RI� LQVXUDQFH� FRYHU��$GGLWLRQDOO\� RUJDQLVDWLRQV� RZQ� ¦FRQWUDFWHG� RXWFRPHV§� DQG
WKHLU�IXQGLQJ�DJUHHPHQWV�SUHYHQW�IOH[LELOLW\�DQG�WKH�FDSDFLW\�WR�UHVSRQG��$Q�H[DPSOH
RI� WKH� TXLWH� VHULRXV� ULVN�� WKDW� LQGLYLGXDOV� H[SRVHG� WKHPVHOYHV� DQG� RWKHUV� WR�� ZDV
H[HPSOLILHG�E\�WKH�IROORZLQJ�

$� JURXS� EURDGFDVW� D� FDOO� RYHU� WKH� UDGLR� IRU� LQGLYLGXDOV� WR� EULQJ� WKHLU� FKDLQ
VDZV�WR�D�FHUWDLQ�VXEXUE��ZKHUH�WKH\�FRXOG�MRLQ�¨FKDLQ�VDZ�JDQJV©�LQ�WKH�ZRUN
RI� FOHDULQJ� EXUQW� WUHHV� IURP�SURSHUWLHV��7KLV� JURXS�� DQG� WKH� LQGLYLGXDOV� WKH\
UHFUXLWHG�LQ�WKLV�PDQQHU��KDG�QR�YROXQWHHU�DFFLGHQW�LQVXUDQFH�IRU�WKLV�DFWLYLW\
DQG�LW�ZDV�XQFHUWDLQ�DV�WR�ZKDW�SXEOLF�OLDELOLW\�FRYHU�ZDV�DYDLODEOH�WR�WKHP�

$Q\�IXWXUH�SODQ�PXVW�LQFOXGH�DQ�LQVXUDQFH�SDFNDJH�WR�FRYHU�XQDIILOLDWHG�YROXQWHHUV�LQ
WKHLU�SODFHPHQWV�ZKLFK� WKDW� FDQ�EH�DFWLYDWHG�DW� YHU\� VKRUW� QRWLFH�DQG� WKH� DELOLW\� RI
RUJDQLVDWLRQV�WR�QHJRWLDWH�IOH[LELOLW\�LQ�WKH�ZD\�WKH\�ZRUN�ZLWK�QHZ�FOLHQWV�ZKR�PD\
QRW�IDOO�ZLWKLQ�WKHUH�IXQGLQJ�DJUHHPHQWV�
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&RQVXOWDWLRQ
0HWKRGRORJ\
9$&7� KDV� FRQVXOWHG� ZLWK� LWV� VWDNHKROGHUV� LQ� SUHSDULQJ� WKH� IROORZLQJ� SODQ� LQ� WKH
IROORZLQJ�ZD\V

� FRQGXFWHG�D�MRLQW�&RPPXQLW\��%XVLQHVV��8QLRQ�DQG�*RYHUQPHQW�6XPPLW
� KHOG���IRFXV�JURXSV�LQYROYLQJ�D�FURVV�VHFWLRQ�RI�VWDNHKROGHUV
� SDUWLFLSDWHG�LQ�MRLQW�$&7&266��FRPPXQLW\�JURXSV�FRQVXOWDWLRQ
� 3DUWLFLSDWHG�LQ�FRQVXOWDWLRQ�UHJDUGLQJ�WKH�ZD\�LQ�ZKLFK�SHRSOH�ZLWK�GLVDELOLWLHV

ZHUH�DVVLVWHG�GXULQJ� WKH�HPHUJHQF\��SDUWLFXODUO\�EXW�QRW�H[FOXVLYHO\� WKRVH� LQ
6$$3�DFFRPPRGDWLRQ

� KHOG�D�PHHWLQJ�RI�UHJLRQDO�FRPPXQLW\�VHUYLFHV�DQG�FKDULWLHV
� KHOG�D�PHHWLQJ�ZLWK�UHSUHVHQWDWLYHV�RI�WKH���PDMRU�VHUYLFH�FOXEV�
� KHOG�D�ZRUNVKRS�DW� WKH�(0$�QDWLRQDO� FRQIHUHQFH� �� DWWHQGHG�E\���� HPHUJHQF\

VHUYLFH�DJHQFLHV�DFURVV�$XVWUDOLD
� DWWHQGHG� D� WUDLQLQJ� FRXUVH� LQ� HPHUJHQF\� PDQDJHPHQW� DW� WKH� (0$� WUDLQLQJ

IDFLOLWLHV
� &RQVXOWHG� ZLWK� 16:� FROOHDJXHV
� UHJDUGLQJ� UHVHDUFK� XQGHUWDNHQ� SRVW� 16:

)LUHV�DQG�FRYHULQJ�D�QXPEHU�RI�RWKHU�HPHUJHQFLHV�
� FRQVXOWHG�ZLWK�,QWHUQDWLRQDO�FROOHDJXHV�LQ�%ULWDLQ�$VLD�DQG�WKH�$PHULFDV�H�J��WKH

3RLQWV�RI�/LJKW�)RXQGDWLRQ�DQG�)(0$
� DWWHQGHG�WKH�¦/HVVRQV�/HDUQW§�SUHVHQWDWLRQ�E\�)(0$
� FRQVXOWHG� ZLWK� 9$&7� &RXQFLO� RI� $GYLFH� FRQVLVWLQJ� RI� UHSUHVHQWDWLYHV� IURP

EXVLQHVV��XQLRQV��SXEOLF�VHFWRU�
�0XOWLFXOWXUDO��ZRPHQ©V�DQG�\RXWK�DIIDLUV��SXEOLF�UHODWLRQV�DQG�VSRUW

� &RQVXOWHG� ZLWK� 9$&7� 6WDNHKROGHU� JURXS� ZKLFK� LV� PDGH� XS� RI� RQH
UHSUHVHQWDWLYH� IURP� HDFK� PDMRU� YROXQWHHU� VHFWRU� DQG� ZLWK� ¦$JHQGD
,PSOHPHQWDWLRQ�*URXS§�

� KHOG� D�QXPEHU�RI�RQH� WR�RQH� LQWHUYLHZV�ZLWK� NH\� SHUVRQQHO� DW�(6%�� WKH�$&7
3ROLFH�6HUYLFH��5HG�&URVV��6W�-RKQ�$PEXODQFH��'HSW�RI�+RXVLQJ� ��'LVDELOLW\
DQG�&RPPXQLW\�6HUYLFHV��$&7&266��6HUYLFH�&OXE� UHSUHVHQWDWLYH��*UHHQLQJ
$XVWUDOLD�� EXVLQHVV� UHSUHVHQWDWLYHV�� &DQEHUUD� /DERU� &OXE� *URXS� UHJDUGLQJ
LQFUHDVLQJ� WHOHSKRQH� FDSDFLW\� DQG� 'HSDUWPHQW� RI� (GXFDWLRQ�� <RXWK� DQG
)DPLO\�6HUYLFHV�

1RWH��D�SODQQHG� IRFXV�JURXS� IRU�KHDOWK�DQG�GLVDELOLW\�ZRUNHUV�XQDEOH� WR�EH�KHOG
\HW�GXH�WR�WKH�'HSDUWPHQW�EHLQJ�XQDEOH�WR�DUUDQJH�WKH�PHHWLQJ�LQ�WKH�WLPH�IUDPH�

&29(556�� &RRUGLQDWRUV� RI� 9ROXQWHHU� (GXFDWLRQ�� 5HIHUUDO� DQG� 5HVRXUFH
6HUYLFHV��IXOO�UHSRUW�DWWDFKHG�
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)LQGLQJV�DQG�5HFRPPHQGDWLRQV

)RFXV�*URXSV

,VVXHV�ZLWK�XWLOLVLQJ�VSRQWDQHRXV�YROXQWHHUV
3DUWLFLSDQWV�LGHQWLILHG�WKH�IROORZLQJ�
$W� WKH� WLPH�VSRQWDQHRXV�YROXQWHHUV� WRRN�XS�YDOXDEOH� VWDII� WLPH��6NLOOV�RI�YROXQWHHUV
SUHVHQWLQJ�DW�WKH�(YDFXDWLRQ�&HQWUH�ZHUH�XQNQRZQ�DQG�WKH\�ZHUH�D�GLVWUDFWLRQ�IURP
NH\� IRFXV� IRU�PDQDJHPHQW� VWDII�� (YDFXDWLRQ� FHQWUHV� DQG� WKH� 5HFRYHU\� &HQWUH� VWDII
QHHGHG� WR�GLUHFW� VSRQWDQHRXV�YROXQWHHUV� WR�RWKHU�RUJDQLVDWLRQV�DV� WKH\�KDG�QRW�EHHQ
IRUPDOO\� LQWHUYLHZHG�QRU�KDG� UHIHUHH� FKHFNV��7KHUH�QHHGV� WR�EH� D� FHQWUDOLVHG� LQWDNH
SRLQW�ZLWK�KRWOLQH��HWF��7KHUH�ZDV�QR�SODQ�
6SRQWDQHRXV�YROXQWHHUV�FUHDWHG�IXUWKHU�ZRUN�DQG�IXUWKHU�FURZGLQJ��WKH�¨VWUXFWXUH©�ZDV
EHLQJ�¨WKURZQ�RXW©��+RZ�GR�ZH�UH�GLUHFW�WKHP"�:H�QHHG�D�SODQ��VXIILFLHQWO\�UHVRXUFHG
WR�PDQDJH�WKH�LQIOX[��H�J��D�YROXQWHHU�EDVH�WR�PDQDJH�WKH�YROXQWHHUV���1RW�WR�WXUQ�WKHP
DZD\��EXW� WR� ILQG�VRPHWKLQJ� IRU� WKHP� WR�GR�� �7KHUH�QHHGV� WR�EH� D�EDODQFH�EHWZHHQ
DFWLRQV�ZLWK�SURFHVV��H�J��JHWWLQJ�WKHP�WR�GR�VRPHWKLQJ�YV��MXVW�ILOOLQJ�LQ�D�UHJLVWUDWLRQ
IRUP�� 9ROXQWHHUV�PD\� QRW� EH� QHHGHG� DW� WKH� VSHFLILF� WLPH� RI� DQ� HPHUJHQF\� EXW� DUH
QHHGHG� SRVW�HYHQW�� +RZ� GR� WKH\� UHJLVWHU"� :KR� GRHV� WKH� SDSHU� ZRUN� DQG� UHFRUG
NHHSLQJ"
+RZ� FDQ� ZH� LPSOHPHQW� VXFK� D� SODQ"� 7KHUH� LV� D� IXQGLQJ� LVVXH�� ZKR� ZLOO� IXQG� WKH
LQIUDVWUXFWXUH� DQG� WKH� PDQDJHPHQW"� :KDW� ZRXOG� EH� WKH� VFRSH� RI� DQ� RUJDQLVDWLRQ
PDQDJLQJ�WKHVH�YROXQWHHUV"
&RQFHUQ�ZDV�H[SUHVVHG�DERXW�FRQIXVHG�FRPPXQLFDWLRQ�DW�WKH�WLPH�RI�WKH�-DQXDU\���
HPHUJHQF\�� 7KHUH� ZHUH� GLIILFXOWLHV� H[SHULHQFHG� LQ� FROOHFWLQJ� GDWD�� 7KHUH� ZDV� QR
UHDGLO\�DFFHVVLEOH�UHIHUUDO�FRQWDFW�SRLQW�IRU�YROXQWHHUV� LQ�SXEOLF�GRPDLQ�� WKHUH�ZDV�D
QHHG�IRU�D�ZD\�RI�UHJLVWHULQJ�WKH�YROXQWHHUV�
7KHUH� ZHUH� GLIILFXOWLHV� LQ� FRPPXQLFDWLQJ�� LW� ZDV� KDUG� WR� VWD\� LQIRUPHG� DERXW� WKH
ELJJHU� SLFWXUH�� /DFN� RI� NQRZOHGJH� FRXOG� OHDG� WR� LQFRUUHFW� DGYLFH�LQIRUPDWLRQ� EHLQJ
JLYHQ� RXW�� 7KHUH� ZDV� SRRU� FRRUGLQDWLRQ� RI� YROXQWHHUV� ZRUNHUV� ZLWK� WKH� DJHQFLHV
SUHVHQW�DW�WKH�5HFRYHU\�&HQWUH
7KHUH�KDV� WR�EH�VRPHRQH�¨LQ�FKDUJH©�JLYLQJ�GLUHFWLRQ�� WKHUH� LV�D�QHHG�IRU� D�FKDLQ�RI
FRPPDQG�ZLWK�WHOHSKRQH�QXPEHUV��HWF��EULHILQJ�IRU�DOO�DJHQFLHV�UHJDUGLQJ�WKH�SXUSRVH
RI�FRRUGLQDWLQJ�VSRQWDQHRXV�YROXQWHHUV��$W�WKH�WLPH�WKH�SUREOHP�ZDV�RYHUZKHOPLQJ�
IUXVWUDWLQJ��WKHUH�ZDV�D�ODFN�RI�FRQWURO��KLJK�HPRWLRQV��D�VHQVH�RI�XUJHQF\��WKLV�FRXOG
LPSDFW� RQ� WKH� MRE� EHLQJ� FDUULHG� RXW� VDIHO\�� /RFDO� NQRZOHGJH� LV� SDUDPRXQW� LQ� WKLV
VLWXDWLRQ�� HVSHFLDOO\� DV� VRPH� SHUVRQQHO�ZKR� DUH� XWLOLVHG� LQ� HPHUJHQFLHV�ZLOO� QRW� EH
ORFDO�
1HHG� WR�PDNH� VXUH� WKH�YROXQWHHUV�GR� QRW� LQWHUIHUH�ZLWK� WKH� GHOLYHU\� RI� SURIHVVLRQDO
VHUYLFHV��+RZ�FDQ�RUJDQLVDWLRQV�SUDFWLFDOO\�XVH�WKHLU�VNLOOV�DQG�JLYH�WKHP�DSSURSULDWH
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WDVNV"�9ROXQWHHUV�PD\�QRW�KDYH�WKH�VNLOOV�QHHGHG��7KH\�QHHG�FOHDU�GLUHFWLRQ��7KH�MRE
PD\�EH�WRR�VPDOO�WRR�ELJ�IRU�WKH�VSRQWDQHRXV�YROXQWHHU
7KH�VNLOOV�RI�WKH�SUHVHQWLQJ�YROXQWHHUV�PD\�QRW�EH�DSSURSULDWH�WR�VLWXDWLRQ�WDVN��7KHUH
LV�D�QHHG�IRU�YDOLGDWLRQ�RI�WKHLU�TXDOLILFDWLRQV��XQWUDLQHG��XQTXDOLILHG�SHRSOH�DUH�RIWHQ
D�KLQGUDQFH��+RZ�GR�RUJDQLVDWLRQV�GHDO�ZLWK� XQWUDLQHG� YROXQWHHUV�ZKHQ� WKHUH� LV� QR
NQRZOHGJH�RI�WKHLU�VNLOOV�RU�LI�WKH\�KDYH�QRQ�VSHFLILF�VNLOOV��ZKHQ�WKHUH�LV�QR�WLPH�WR
WHDFK�WKH�YROXQWHHUV�RU�DVVLJQ�GXWLHV"
7KHUH�DUH�LQVXUDQFH�LVVXHV��WKH�VDIHW\�RI�WKHVH�YROXQWHHUV�PXVW�EH�DVVXUHG��7KHUH�DUH
FXUUHQWO\�OLPLWV�WR�ZKDW�RUJDQLVDWLRQV�DUH�LQVXUHG�WR�GR��RU�DOORZHG�WR�GR��XQGHU�WKHLU
FRQWUDFWV��9ROXQWHHUV�KDG�D�ODFN�RI�DZDUHQHVV�RI�VDIHW\�DVSHFWV�OHDGLQJ�WR�VDIHW\�LVVXHV
ZLWK�QHZ�YROXQWHHUV�DQG�XQWUDLQHG�VWDII�DQG�RUJDQLVDWLRQ�H[SRVHG� WR� OLDELOLW\��&URVV
ERUGHU�LVVXHV�H[LVW�
7KHUH� LV� WKH� LVVXH� RI� KLJK� WXUQRYHU� RI� YROXQWHHUV�� WKHUHIRUH� SDLG� VWDII� PHPEHUV
FRQWLQXDOO\� KDYLQJ� WR� H[SODLQ� WKH� SURFHVV� IURP� WKH� VWDUW�� 'LIIHUHQW� ¦YDOXHV§� OHG� WR
LQFRQVLVWHQW�VHUYLFH�DQG�DVVLVWDQFH��H�J��2QH�VSRQWDQHRXV�YROXQWHHU�SKRQHG�[�DJHQF\
WR�RIIHU�WKHLU�KRPH�DV�HPHUJHQF\�DFFRPPRGDWLRQ��ZDV�SROLWHO\�UHFHLYHG�KRZHYHU�WKH
RIIHU�ZDV�QRW�VXEVHTXHQWO\�WDNHQ�XS���7KLV�VWRU\�ZDV�UHSHDWHG�VHYHUDO�WLPHV�RYHU���,W
ZDV�GLIILFXOW�WR�NHHS�SHRSOH�¨XQGHU�FRQWURO©�DW�D�WLPH�RI�DQJHU�DQG�FRQIXVLRQ��KRZ�GR
ZH� GHDO� ZLWK� FRQIOLFW� DQG� FRPSODLQWV"� 7KHUH� ZDV� D� IHDU� WKDW� VRPH� YROXQWHHUV�PD\
OHDYH�SRVWV��WLPH�LV�QHHGHG�WR�WUDLQ��PDQDJH�DQG�WR�VXSSRUW�WKH�YROXQWHHUV��7KHUH�ZDV�D
FRQFHUQ�WKDW�D�GDQJHU�H[LVWHG�VKRXOG�WKHUH�EH�YROXQWHHUV�ZLWK�¨YHVWHG�LQWHUHVWV©�

7KHUH� ZDV� QR� SURFHVV� IRU� DFFHSWDQFH� RI� JRRGV� EHLQJ� GRQDWHG� RU� IRU� KDQGLQJ� RXW
GRQDWHG� JRRGV�� � $� IDFLOLW\� LV� QHHGHG� WR� DFFRPPRGDWH� WKH� YROXQWHHUV� DQG� GRQDWHG
JRRGV�

7KH�LPSDFW�RQ�YROXQWHHU�PDQDJHPHQW
3DUWLFLSDQWV�LGHQWLILHG�WKH�IROORZLQJ�
7KHUH� LV� D� KLJK� WXUQRYHU� RI� YROXQWHHUV� DQG� SDLG� VWDII� DQG� WKH� ZRUN� LV� GHPDQGLQJ�
7KHUH� LV� LQVXIILFLHQW� GHEULHILQJ�� VWDII� 
EXUQW� RXW
� IURP�ZRUNLQJ� ORQJ� KRXUV�� 5HJXODU
YROXQWHHUV�IHHO�¦SXOOHG�EHWZHHQ�KRPH�DQG�YROXQWHHULQJ§�DQG�WKHVH�¨UHJXODU©�YROXQWHHU
DUH�QRW�VR�UHDGLO\�DYDLODEOH�QRZ�
0DQDJLQJ�YROXQWHHUV�LV�DOZD\V�WLPH�FRQVXPLQJ��,W�LV�GLIILFXOW�WR�PDLQWDLQ�D�FRQVWDQW
OHYHO�RI�H[SHUWLVH��,Q�WLPHV�RI�DQ�HPHUJHQF\�LW�LV�GLIILFXOW�WR�PDQDJH�WKH
TXHULHV�TXHVWLRQV�WKDW�YLVLWRUV�DVN�WKH�YROXQWHHUV��7KH�YROXQWHHUV�QHHG�WR�EH�FRQVWDQWO\
DZDUH�RI�WKH�ODWHVW�QHZV��7HOHSKRQH�OLQHV�FORJJHG�ZLWK�RIIHUV�RI�KHOS��'HGLFDWHG
YROXQWHHU�SKRQH�OLQHV�ZHUH�QHHGHG�
7KHUH� LV� D� FRQIOLFW� EHWZHHQ� WKH� WLPH� WDNHQ� WR�PDQDJH� YROXQWHHUV� YV�� DVVLVWLQJ� WKRVH
ZKR�QHHG�KHOS�DQG�WR�WLPH�WR�FRPPXQLFDWH�ZLWKLQ�DQG�EHWZHHQ�RUJDQLVDWLRQV�UH�QHHGV
DQG�WKH�ILOOLQJ�RI�QHHGV��WUDFNLQJ�LQMXULHV�DQG�DFFLGHQWV�
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7LPH�ZDV�QHHGHG�WR�PDLQWDLQ�D�VXSSRUWLYH�HQYLURQPHQW�IRU�HYHU\RQH��WR�PDQDJH�WKH
DQ[LHW\� RI� WKH� YROXQWHHUV�� WKLV� WRRN� HPRWLRQDO� HQHUJ\� DQG� WLPH�� DQG� SHRSOH� EHFDPH
H[KDXVWHG�� ,W�ZDV� GLIILFXOW� WR�PDLQWDLQ� ¨EXVLQHVV� DV� XVXDO©�� DV� WKH� HPHUJHQF\� KDG� D
QHJDWLYH� LPSDFW� RQ� QRUPDO� EXVLQHVV� GXWLHV�� DIIHFWLQJ� UHJXODU� YROXQWHHUV� ZKR� ZHUH
ZLWKGUDZQ�IURP�WKHLU�XVXDO�WDVNV��0DQ\�SDLG�VWDII�DQG�UHJXODU�YROXQWHHUV�VWRSSHG�WKHLU
QRUPDO�WDVNV�WR�ZRUN�RQ�WKH�GLVDVWHU��UHJXODU�YROXQWHHU�VWDII�ZKHUH�SXW�RQ�¦KROG§�XQWLO
ZHOO�DIWHU�WKH�HYHQW
6WDII� H[SHULHQFHG� ¨EXUQ� RXW©�� IHOW� WKH\� KDG� GRQH� HQRXJK� DV� WKH� UHFRYHU\� SHULRG
OHQJWKHQHG�� :DQWHG� WR� KDQG� RYHU� EXW� WKHUH� ZDV� QR� UHOLHI�� %HOLHYHG� LW� ZDV
LQDSSURSULDWH� WR� KDQG� RYHU� WR� D� SHRSOH� ZKR� GLGQ©W� KDYH� WKH� FRUSRUDWH� NQRZOHGJH�
FRQFHUQ�ZDV�H[SUHVVHG�DERXW�FRQVLVWHQF\��&RQVLVWHQF\�GLG�VXIIHU�ZKHQ�UHOLHI�VWDII�GLG
UHSODFH�UHJXODU�VWDII��,W�ZDV�GLIILFXOW�WR�DUUDQJH�DQ\�OHDYH�IRU�VWDII��7KHUH�ZDV�LV�D�ORQJ
WHUP�SV\FKRORJLFDO�LPSDFW�RQ�SDLG�VWDII�DQG�YROXQWHHUV��9ROXQWHHUV�QHHGHG�WR�EH�GH�
PRELOLVHG�DQG�UHFRJQLVHG�
2UJDQLVDWLRQV�QHHG�WR�EH�WUDLQHG�LQ�DQ�¨DOO�KD]DUGV©�DSSURDFK��&,60���&ULWLFDO�,QFLGHQW
6WUHVV�'HEULHILQJ�VKRXOG�KDYH�EHHQ�LQVWLWXWHG��(PHUJHQF\�UHVSRQVH�FDQ�KDYH�D�ORQJ�
WHUP�QHJDWLYH�LPSDFW�RQ�ZHOOEHLQJ�
:KDW�LV�QHHGHG�WR�EH�DEOH�WR�XWLOLVH�6SRQWDQHRXV�9ROXQWHHUV"
3DUWLFLSDQWV�LGHQWLILHG�WKH�IROORZLQJ�
3UHSDUHGQHVV� LV� WKH� NH\�� QHHG� WR� FRQVLGHU� FRPSDWLELOLW\�� UHGXQGDQF\�� FDSDFLW\� DQG
SRUWDELOLW\�� 2UJDQLVDWLRQV� QHHG� EH� DEOH� WR� DFFHVV� PRUH� FDSDFLW\� WR� XQGHUWDNH� SULRU
WUDLQLQJ�EULHILQJ�RI�VWDII� LQ�SUHSDUDWLRQ�IRU�HPHUJHQFLHV�DQG�WR�XQGHUVWDQG�WKHLU� UROH�
7KH\� QHHG� DGGLWLRQDO� FDSDFLW\� WR� PDQDJLQJ� UHJXODU� YROXQWHHUV�� WR� WUDLQ� ¨UHJXODU©
YROXQWHHUV�WR�EH�DEOH�WR�PDQDJH�LQIOX[�RI�¨FDVXDO©�YROXQWHHUV�
$�ZLGHU�FRPPXQLW\�FRPPXQLFDWLRQ�VWUDWHJ\�LV�QHHGHG�WR�JLYH�LPPHGLDWH�LQIRUPDWLRQ
WR�WKRVH�ZKR�ZDQW�WR�YROXQWHHU�LQFOXGLQJ

§ 0HGLD�VWUDWHJ\�WR�JHW�LQIRUPDWLRQ�RXW
§ $�:HE�VLWH��WKDW�FDQ�EH�FDOOHG�RQ��PD\EH�&DQEHUUD�&RQQHFW
§ &RPPXQLFDWLRQ� VWUDWHJ\� WR� LQIRUP� DOO� VWDNHKROGHUV� KRZ� WR� PDQDJH�UH�GLUHFW

VSRQWDQHRXV�YROXQWHHUV�DV�WKH\�SUHVHQW�
1HHG� D� FHQWUDO� FRRUGLQDWLQJ� ERG\�� ZLWK� D� JRRG� FRPPDQG� DQG� FRQWURO� VWUXFWXUH�
RUJDQLVHG� DQG� SUHSDUHG� ZLWK� SURFHGXUHV� DQG� VWUDWHJLHV� WR� EH� DEOH� WR� PDQDJLQJ� WKH
LQIOX[� RI� ¦ZHOO� LQWHQWLRQHG§� SHRSOH��:LWK� WKH� LQIUDVWUXFWXUH� WR� UHFHLYH� VSRQWDQHRXV
YROXQWHHUV��H�J��SKRQH�OLQHV��EURDGFDVW�WHOHSKRQH�QXPEHUV��SHUVRQQHO�WR�VWDII�SKRQHV�
HWF��*RRG�FRPPXQLFDWLRQ�LV�QHHGHG�WR�NHHS�WUDFN�RI�HYHQWV�DV�WKH\�WUDQVSLUH�
1HHG� D� FHQWUDOLVHG� UHVSRQVH� ZLWK� LQIUDVWUXFWXUH� WR� PHHW� GHPDQG� DQG� XWLOLVH
VSRQWDQHRXV� YROXQWHHUV� ZKLFK� ZRXOG� DSSURSULDWHO\� PHHW� WKH� YROXQWHHU� QHHGV� DQG
XQGHUVWDQG� WKH� PRWLYDWLRQ� WR� DVVLVW� H�J�� DUH� WKH\� PD\� EH� RYHUFRPH� ZLWK
WUDXPD�DQ[LHW\"
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7KLV� ERG\� QHHG� WR� NQRZ� ZKHUH� WR� VHQG� YROXQWHHU� ZKHQ� WKH\� UHJLVWHU� DQG� KDYH� D
UHJLVWUDWLRQ�V\VWHP�IRU�VSRQWDQHRXV�YROXQWHHUV�ZKLFK�KDV�

��� DQ�LGHQWLILHG�DQG�VSHFLILF�LQWDNH�SURFHGXUH��D�VLJQ�XS�SURFHVV��ZKLFK�FDSWXUHV
WKH� YROXQWHHUV©� GHWDLOV�� WDNLQJ� LQWR� DFFRXQW� SULYDF\�� ,VVXHV�� L�H�� D� SULYDF\
VWDWHPHQW�RQ�HYHU\�IRUP�WR�EH�VLJQHG�E\�WKH�YROXQWHHU

��� WUDLQHG�SDLG�VWDII�LQ�ZRUNLQJ�ZLWK�YROXQWHHUV
��� YROXQWHHU�WDVNV�VLPSO\�RXWOLQHG�ZLWK�FOHDU�LQVWUXFWLRQ�IRU�WKH�YROXQWHHUV
��� LQVXUDQFH�FDSDFLW\
��� FDSDFLW\�WR�,�'��SHUKDSV�E\�XVLQJ�D�V\VWHP�RI�EDU�FRGLQJ��PDJQHWLF�VWULSV
��� VXIILFLHQW�,7�FDSDFLW\
��� )LUVW�$LG�NLWV��VXQ�EORFN��KDWV

6XIILFLHQW� VWDII� LV� QHHG� WR� RYHUVHH� VSRQWDQHRXV� YROXQWHHUV� LQ� WKH� ZRUN� SODFH� DQG
HIILFLHQWO\�KDQGOH�WKH�LQIOX[�RI�YROXQWHHUV��$OO�VWDII��QRW� MXVW�PDQDJHUV��QHHG�EH�NHSW
XS�WR�GDWH�RQ�WKH�&RPPXQLW\�5HFRYHU\�3ODQ��$Q�LQFLGHQW�PDQDJHPHQW�SURWRFRO�QHHGV
WR� EH� LQ� SODFH�� SHUKDSV� D� RQH�SDJH� IORZ� FKDUW� FDQ� DVVLJQ�ZRUN� JURXSV� WR� SDUWLFXODU
DUHDV�RI�QHHG��$�V\VWHP�QHHG�WR�EH�LQ�SODFH�WR�IROORZ�XS�DQG�WKDQN�WKH�VSRQWDQHRXV
YROXQWHHUV�WR�HQVXUH�WKHVH�YROXQWHHUV�IHHO�YDOXHG��6RPH�YROXQWHHUV�ZRQ©W�EH�DEOH�WR�EH
XWLOLVHG��ZH�QHHG�WR�EH�DEOH�WR�UHVSRQG�WR�QHHGV�RI�YROXQWHHUV�¤�HQJDJH�HGXFDWH�WKDQN�
ORRN�DIWHU� WKHLU� ¨ZHOIDUH©�QHHGV��DQG�OLVWHQ�WR� WKH�YROXQWHHUV��GHDOLQJ�ZLWK� IUXVWUDWLRQ
DQG�DQJHU�
2UJDQLVDWLRQV�QHHG�WR�EH�DVVXUHG�WKDW�DSSURSULDWH�UHOLHI�LV�DYDLODEOH��H�J��WKH�FDSDFLW\
WR�URVWHU�SDLG�DQG�XQSDLG�VWDII�WR�DYRLG�¦%XUQ�2XW§��7KHUH�LV�D�QHHG�IRU�IOH[LELOLW\��H�J�
WR� EH� DEOH� WR�PRYH� VSRQWDQHRXV� YROXQWHHUV� WR� DUHD� RI� QHHG��$OO� YROXQWHHUV�PXVW� EH
SURYLGHG�ZLWK�IXOILOOLQJ�DQG�PHDQLQJIXO�DFWLYLWLHV�

1HHG� D� SRVW�GLVDVWHU� UHVSRQVH� IRU� VSRQWDQHRXV� YROXQWHHUV� H�J�� FRXQVHOOLQJ� VHUYLFHV�
DOVR�D�VWUDWHJ\�IRU�FORVXUH�

9ROXQWHHULQJ�$&7�VKRXOG�HVWDEOLVK
­ D�¨&DOO�&HQWUH©� IRU�VSRQWDQHRXV�YROXQWHHUV�DQG� WDNH�FRQWURO�RI� WKH�FRRUGLQDWHG

WUDLQLQJ�DQG�PDQDJHPHQW�RI�WKH�VSRQWDQHRXV�YROXQWHHUV©�XWLOLVDWLRQ�

1RWH�WKLV�UROH�LV�XQGHUSLQQHG�E\�SROLFLHV�DQG�SURFHGXUHV�DQG�VDQFWLRQHG�E\
WKH�¨(PHUJHQF\�5HFRYHU\�3ODQ©

® SURYLGH�D�SXEOLF�HGXFDWLRQ�SURJUDP�SUH�GLVDVWHU�DERXW�DSSURSULDWH�YROXQWHHULQJ�
WLPLQJ�RI�UHVSRQVH��VNLOOV�QHHGHG�

® SURYLGH�WUDLQLQJ�IRU�SXEOLF�VHUYDQWV�RQ�KRZ�WR�PDQDJH�YROXQWHHUV
® DVVLVW�RUJDQLVDWLRQV�ZLWK�SROLFLHV�DQG�SURFHGXUHV�IRU�LQGXFWLQJ�QHZ�YROXQWHHUV
® D�UHJLVWHU�RI�YROXQWHHU�SRVLWLRQV�LQ�WLPHV�RI�HPHUJHQFLHV
® D� V\VWHP� WR� FKHFN� WKH� FXUUHQF\� RI� WKH� YROXQWHHUV©� TXDOLILFDWLRQV�� FKHFN� LI� WKH

YROXQWHHU�KDV�SROLFH�FKHFN�FOHDUDQFH��DQ\�PDQXDO�KDQGOLQJ�WUDLQLQJ"
® D� ¨KRWOLQH©� IRU� RUJDQLVDWLRQV� WR� FRQWDFW�� VHSDUDWH� IURP� YROXQWHHU� KRWOLQH

LQFOXGLQJ� FRQWDFW� DUUDQJHPHQWV� IRU� DOO� VXSSRUW� RUJDQLVDWLRQV� WR� DFWLYDWH
HPHUJHQF\�UHVSRQVH�DQG�FRQWDFW�IRU�WKHLU�YROXQWHHUV

® KDYH�DJUHHPHQWV�ZLWK�VHUYLFH�FOXEV�WR�XWLOLVH�WKHLU�YROXQWHHUV
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µ HQVXUH� LQVXUDQFH� DQG� ¦LQGHPQLW\� DUUDQJHPHQWV§� DUH� LQ� SODFH� IRU� VSRQWDQHRXV
YROXQWHHUV

µ FRRUGLQDWH�LQIRUPDWLRQ�DQG�VXSSRUW�IRU�SHRSOH�ZLWK�GLVDELOLWLHV
µ GHYHORS�D�UHJLVWHU�RI�RUJDQLVDWLRQV�DQG�UROHV�IRU�YROXQWHHUV�DQG�PDWFKLQJ�VHUYLFH

WR�PDWFK�WKH�YROXQWHHUV�ZLWK�WKH�UHJLVWHUHG�MREV
µ D�YROXQWHHU�GDWD�EDVH�¤�RQOLQH�LI�SRVVLELOLW\
µ DQ�RULHQWDWLRQ�EDVLF�WUDLQLQJ�FRXUVH�IRU�WKH�YROXQWHHUV�EHIRUH�DVVLJQLQJ�WR�WDVNV
µ ,'�YROXQWHHUV
µ VHW�XS�GHGLFDWHG�WHOHSKRQH�OLQHV��FRQVLGHULQJ�HPHUJHQF\�SRZHU��HWF�
µ KDYH� D� V\VWHP� ZKHUHE\� YROXQWHHUV� FDQ� EH� IROORZHG� XS� DIWHU� WKH� HYHQW� WR� EH

GHEULHIHG��LI�WKH�RUJDQLVDWLRQ�KDVQ©W�GRQH�WKLV��DQG�UHFHLYH�IRUPDO�UHFRJQLWLRQ
IRU�WKHLU�ZRUN

2WKHU�RUJDQLVDWLRQV�FDQ�¤
¶ FUHDWH�OLQNDJHV�ZLWK�&DQEHUUD�&RQQHFW
¶ KDYH�D�FHQWUDOLVHG�KRW�OLQH
¶ SUH�WUDLQ�VWDII�WR�GLYHUW�FDOOV��UH�GLUHFW�
¶ EH�DZDUH�KRZ�VSRQWDQHRXV�YROXQWHHUV�FDQ�EH�XVHG
¶ LQFOXGH� LQ� DQ\�PHGLD� UHOHDVHV� LQIRUPDWLRQ� DERXW� KRZ� WR� YROXQWHHU� ¤� RU� QRW� WR

YROXQWHHU
¶ UDLVH�DZDUHQHVV�RI�DOO�KD]DUGV�UHVSRQVH
¶ SUH�SODQQLQJ��H�J��ZLWK�6HUYLFH�&OXEV��IRU�GLVDVWHU�UHVSRQVH�H�J��6HUYLFH�&OXEV�WR

KDYH�DUUDQJHPHQWV�LQ�SODFH�WR�UHVSRQG�WR�FDOOV�IURP�DQ\�IURQWOLQH�RUJDQLVDWLRQ�
DQG�KDYH� DUUDQJHPHQWV� LQ� SODFH� VR� WKDW� IURQWOLQH� RUJDQLVDWLRQV� NQRZ�ZKR� WR
FDOO�

¶ EH� IDPLOLDU�ZLWK�'LVDVWHU�5HFRYHU\�&RPPXQLW\�6XE��3ODQ�� HQVXUH� NH\� VWDII� LV
DZDUH�RI�WKHLU�UROHV�DQG�KROG�UHJXODU�GULOOV�

¶ PDLQWDLQ�D�FRPSUHKHQVLYH�FRQWDFW�OLVW�RI�VWDII�DQG�VNLOOV
¶ LQFRUSRUDWH� ILUH� GULOOV�VDIHW\�RSHUDWLRQ� SODQ� LQ� RQJRLQJ� 2+	6� VWUDWHJ\� DQG

DZDUHQHVV�WUDLQLQJ
¶ GHYHORS�WHOHSKRQH�WUHH�V

3RVVLEOH�UROHV�IRU�DGGLWLRQDO�YROXQWHHUV�LQ�HPHUJHQF\�DQG�UHFRYHU\�VWDJHV
3DUWLFLSDQWV�LGHQWLILHG�WKH�IROORZLQJ�

¶ DVVLVW�ZLWK�WKH�SURFHVV�RI�DGPLQLVWUDWLQJ�DSSHDO�IXQGV
¶ 6NLOOHG�,W�VXSSRUW
¶ 6NLOOHG�'DWD�HQWU\�RSHUDWRUV
¶ 7HOHSKRQH�DQVZHUHUV
¶ $GPLQ��FOHULFDO��H�J��QRWH�WDNHUV
¶ 5HJLVWUDWLRQ�WHDPV
¶ )DPLO\�WUDFNLQJ
¶ &RXULHUV
¶ 5XQQHUV
¶ 7UDQVSRUW�GULYHUV��FDU�DQG�EXV
¶ 'ULYHUV�DVVLVWDQWV
¶ 3HRSOH�WR�VXSHUYLVH�SDUNLQJ�DW�FULWLFDO�FHQWUHV��GLUHFW�WUDIILF�DQG�RU�GLUHFW�SHRSOH
¶ 2XWGRRU�ZRUNHUV�WR�FDUU\�RXW�SUH�DQG�SRVW�FOHDQ�XS



·¸ ¹º »¼

½ 3K\VLFDO�WDVNV��ORDGLQJ�DQG�XQORDGLQJ�JRRGV
½ /DERXUHUV�DVVHPEOHUV
½ 3HRSOH�WR�SUHSDUH�DQG�VHUYH�IRRG
½ :DUHKRXVH�VWDII��VRUWLQJ��SDFNLQJ�HWF
½ &DUHUV
½ 3HRSOH�WR�SURYLGH�D�¨OLVWHQLQJ�HDU©��VRFLDO�FRQWDFW
½ 1XUVHV
½ 6LJQHUV
½ 7UDQVODWRUV
½ $QLPDO�FDUHUV��YHWHULQDU\�DVVLVWDQWV
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(�0�$�&RQIHUHQFH��3UH���FRQIHUHQFH�:RUNVKRS ��ÄÅ �6HSWHPEHU�����


¦+DYH�ZH�JRW�1HZV�IRU�<RX�§

:RUNVKRS�2XWFRPHV

:KDW�DUH�WKH�PRVW�VHULRXV�FRQFHUQV�DERXW�VSRQWDQHRXV�YROXQWHHUV"
3DUWLFLSDQWV�OLVWHG�WKH�IROORZLQJ�LVVXHV�

Æ /DFN�RI�FR�RUGLQDWLRQ�¤�GLYHUVLRQ�RI�VWDII�DQG�UHVRXUFHV�WR�GHDO�ZLWK�WKHVH
YROXQWHHUV�Æ /DFN�RI�VXLWDEO\�VNLOOHG�SHRSOH�Æ /DFN�RI�SULRU�WUDLQLQJ�RI�YROXQWHHUV�¤�VSHFLILF�DQG�JHQHUDO��VXFK�DV�2+	6��Æ /DFN�RI�FODULW\�LQ�OLDELOLW\�LVVXHV�UHODWHG�WR�XVH�RI�VSRQWDQHRXV�YROXQWHHUV�¤�H�J�
FRQILGHQWLDOLW\�LVVXHV��ULVN�RI�GDPDJH�WR�VHOI��RWKHUV�RU�HTXLSPHQW��GDPDJH�WR
UHSXWDWLRQ�RI�DJHQF\�Æ /DFN�RI�DYDLODEOH�UHVRXUFHV�WR�PDQDJH�VSRQWDQHRXV�YROXQWHHUV��LQFOXGLQJ
PRQH\�DQG�HTXLSPHQW�Æ /RJLVWLFV�FRQFHUQV�¤�LGHQWLILFDWLRQ�RI�YROXQWHHUV��VHFXULW\��UHJLVWUDWLRQ�	
VFUHHQLQJ��GHSOR\PHQW�LQ�WKH�ILHOG�Æ 8QFOHDU�DQG�PL[HG�PHVVDJHV�DERXW�RQJRLQJ�QHHG�IRU�YROXQWHHUV�GXULQJ
HPHUJHQF\�VLWXDWLRQV�IURP�ERWK�PHGLD�DQG�DJHQFLHV�Æ 1R�FHQWUDO�SRLQW�WR�UHIHU�YROXQWHHUV�RQ�WR�Æ 1R� PDQDJHPHQW� SODQV� IRU� VSRQWDQHRXV� YROXQWHHUV� DQG� QR� LQWHU�DJHQF\
SURWRFROV�\HW�GHYHORSHG

:KDW�LV�QHHGHG�IRU�VSRQWDQHRXV�YROXQWHHU�PDQDJHPHQW"
3DUWLFLSDQWV�LGHQWLILHG�WKH�IROORZLQJ�

Ç 2QJRLQJ�FRQVXOWDWLRQ�ZLWK�VWDNHKROGHUV�LQFOXGLQJ�
Ç OREE\LQJ�IRU�UHFRJQLWLRQ�RI�WKH�UROH�RI�FRRUGLQDWLQJ�VSRQWDQHRXV�YROXQWHHUV
Ç LQYROYLQJ�/RFDO�(PHUJHQF\�0DQDJHPHQW�&RPPLWWHHV
Ç $�PDQDJHPHQW�SODQ�
Ç /HJLVODWLRQ�FODULI\LQJ�OLDELOLW\�DQG�LQVXUDQFH�VWDWXV�
Ç 3ROLF\�¤�LQFOXGLQJ�D�FRGH�RI�HWKLFV�
Ç &R�RUGLQDWLRQ�VWUDWHJLHV�LQFOXGLQJ�
Ç GHILQHG�UROHV�DQG�UHVSRQVLELOLWLHV�
Ç FHQWUDO� ORFDWLRQV� IRU� YROXQWHHU� UHIHUUDO� SRLQWV� DZD\� IURP� RSHUDWLRQV� DQG

HYDFXDWLRQ�FHQWUHV
Ç UHFRUG� PDQDJHPHQW� DQG� WUDFNLQJ� V\VWHPV� ZKLFK� LQFRUSRUDWH� VFUHHQLQJ�� ,'

FRGLQJ�HWF�
Ç SUH�WUDLQLQJ�DQG�PDLQWHQDQFH�WUDLQLQJ�RI�NH\�SHUVRQQHO
Ç LGHQWLILFDWLRQ�RI�H[LVWLQJ�YROXQWHHU�UHVRXUFHV�LQ�FRPPXQLWLHV��H�J��VHUYLFH�FOXEV�

FRUSRUDWH�YROXQWHHU�SURJUDPV��FRPPXQLW\�VHUYLFHV�HWF�
Ç 0HGLD�DQG�FRPPXQLFDWLRQ�VWUDWHJLHV�LQFOXGLQJ�
Ç SUH�SXEOLF�HGXFDWLRQ�
Ç SUH�HYHQW�PHGLD�HGXFDWLRQ�



ÈÉ ÊË ÌÍ

Î FOHDU��FR�RUGLQDWHG�PHGLD�FRPPXQLFDWLRQV�GXULQJ�HPHUJHQF\�ZLWK�DJHQFLHV�DQG
SXEOLF

Î 7HOVWUD������QXPEHU
Î 6(:6�SROLFH�ZDUQLQJ�V\VWHP�XVHG� WR�FRPPXQLFDWH� LQIRUPDWLRQ�IRU�YROXQWHHUV

DQG�GRQDWLRQV�
Î 1RWH��QRW�VXUH�LI�WKLV�LV�SRVVLEOH�EXW�ZDV�D�UHFRPPHQGDWLRQ�IURP�WKH�ZRUNVKRS�
Î %DFN�XS�V\VWHPV�LQFOXGLQJ�
Î DOWHUQDWH�SK\VLFDO�VLWHV
Î JHQHUDWRUV�DQG�EDWWHU\�RSHUDWHG�HTXLSPHQW�
Î UHFRUGV�PDQDJHPHQW�V\VWHPV�ZLWKRXW�FRPSXWHUV
Î FRPPXQLFDWLRQ�VWUDWHJLHV�ZKHQ�WHOHSKRQHV�DUH�GRZQ�
Î LQIRUPDWLRQ� RQ� VWUDWHJ\� IRU� KDQGOLQJ� VSRQWDQHRXV� YROXQWHHUV� GLVWULEXWHG� WR

RSHUDWLRQDO�DQG�HYDFXDWLRQ�FHQWUHV�
Î 5HIOHFWLRQ� RI� FXOWXUDO� GLYHUVLW\� WKURXJK� FRQVXOWDWLRQ� ZLWK� PXOWLFXOWXUDO� DQG

LQGLJHQRXV�FRPPXQLWLHV��ZLWK�XWLOLVDWLRQ�RI�EL�OLQJXDO�RU�FXOWXUDOO\�DSSURSULDWH
YROXQWHHUV�WR�EH�LQFOXGHG�LQ�WKH�GHYHORSPHQW�RI�D�YROXQWHHU�PDQDJHPHQW�SODQ�

Î 9ROXQWHHU�PDQDJHPHQW�SODQ�GHYHORSHG
��� &RQVXOWDWLRQ
��� ,GHQWLILFDWLRQ�RI�5LVNV
��� 5LVN�6WDWHPHQWV
��� 'HFLGH�RQ�ZKHWKHU�WR�DFFHSW�ULVNV
��� 'HFLGH�RQ�KRZ�WR�GHDO�ZLWK�DFFHSWDEOH�ULVNV
��� ,GHQWLI\�UHVSRQVLELOLWLHV�IRU�KDQGOLQJ�ULVNV
��� 5LVN�WUHDWPHQW�PHWKRGV�GHYHORSHG
�/LVW�RI�SRVVLEOH�ULVNV�DOUHDG\�LGHQWLILHG�E\�ZRUNVKRS�SDUWLFLSDQWV�LQ�OLVWLQJ
WKH�FRQFHUQV�DERXW�VSRQWDQHRXV�YROXQWHHUV�

:KDW�RSSRUWXQLWLHV�GR�\RX�VHH�IRU�VSRQWDQHRXV�YROXQWHHUV"
3DUWLFLSDQWV�LGHQWLILHG�WKH�IROORZLQJ�

Î 5HFUXLWLQJ�DQG�LQYROYLQJ�QHZ�YROXQWHHUV
Î 1HZ�QHWZRUNV�DQG�SDUWQHUVKLSV
Î +LJKHU�FRPPXQLW\�DZDUHQHVV�HGXFDWLRQ
Î %HWWHU�SODQQLQJ�DQG�GRFXPHQWLQJ�
Î %HWWHU�UHJLVWUDWLRQ�V\VWHPV�
Î 9ROXQWHHUV�FDQ�EH�LQYROYHG�SRVW�GLVDVWHU�DQG�GXULQJ�UHFRYHU\�
Î (VWDEOLVK�OLQNV�ZLWK�ORFDO�YROXQWHHU�FHQWUH�
Î 2SSRUWXQLW\�IRU�VNLOOHG�SHRSOH�WR�JHW�LQYROYHG�
Î 2SSRUWXQLW\�WR�GHYHORS�PHGLD�VWUDWHJLHV�

:KHUH�WR�IURP�KHUH�+RZ�FDQ�ZH�ZRUN�WRJHWKHU"
3DUWLFLSDQWV�LGHQWLILHG�WKH�IROORZLQJ�

Ï 6WDUW�ORFDOO\�DQG�ZRUN�XSZDUGV�¤�LGHQWLI\�H[LVWLQJ�SODQV�DQG�UHYLHZ�
Ï ,I�YROXQWHHUV�DUH�QRW�QHHGHG��JHW�WKDW�LQIRUPDWLRQ�RXW�TXLFNO\�ZLWK�WKDQNV�
Ï 8VH�PHGLD�PDQDJHPHQW�VWUDWHJLHV��LQFOXGLQJ�DQ������QXPEHU�
Ï /RRN�DW�ULVN�PDQDJHPHQW�LQFOXGLQJ�EDFN�XS�V\VWHPV�
Ï 'HYHORS�D�FRGH�RI�HWKLFV�



ÐÑ ÒÓ ÔÕ

Ö ,GHQWLI\�IXQGLQJ�DQG�UHVRXUFHV�
Ö /REE\�IRU�UHFRJQLWLRQ�RI�UROH�RI�FR�RUGLQDWLRQ�RI�VSRQWDQHRXV�YROXQWHHUV�
Ö 9ROXQWHHU� PDQDJHPHQW� SODQ� QHHGV� ORFDO� HPHUJHQF\� PDQDJHPHQW� SHUVRQQHO

VXSSRUW�
Ö 5HIOHFW� FXOWXUDO� GLYHUVLW\� DQG� HQJDJH� GLIIHUHQW� HWKQLF� DQG� LQGLJHQRXV

FRPPXQLWLHV�LQ�SODQQLQJ�
(YDOXDWLRQ�RI�WKH�ZRUNVKRS

3DUWLFLSDQWV�ZHUH�DVNHG�WR�GHVFULEH�WKHLU�H[SHULHQFH�RI�WKH�ZRUNVKRS�
Ö 5HDOO\�DSSUHFLDWH�KHDULQJ�HYHU\ERG\©V�YLHZV�
Ö (QMR\HG�WKH�GHEDWH�DERXW�VSRQWDQHRXV�YROXQWHHUV�
Ö %HLQJ�IURP�1=�,�UHDOO\�HQMR\HG�WKH�IHHGEDFN�IURP�P\�$XVVLH�QHLJKERXUV�
× ,�HQMR\HG�VKDULQJ�
× ,�KDYH�KDG�D�PLQG�VHW�FKDQJH�
× ,�IRXQG�WKH�VHVVLRQ�YHU\�LQWHUHVWLQJ�
× ,�IRXQG�RSSRUWXQLWLHV�,�GLG�QRW�NQRZ�H[LVWHG�IRU�YROXQWHHUV�
× (QOLJKWHQLQJ�DQG�HGXFDWLRQDO�
× 1HWZRUNLQJ
× 9HU\�LQIRUPDWLYH�
× 9HU\�LQWHUHVWLQJ�
× ,QWHUHVWLQJ�
× 6WLPXODWHV�LGHDV�
× *RRG�NQRZOHGJH�RI�RWKHU�VWDWHV�	�WHUULWRULHV�
× )UXVWUDWLQJ�DQG�LQWHUHVWLQJ�
× *RRG�LGHDV�IRU�IXWXUH�GLUHFWLRQV�DQG�VWLPXODWLQJ�VLGH�FRPPHQWV�
× 6WLPXODWLQJ�DQG�FKDOOHQJLQJ�
× 3RZHUIXO�QHWZRUNLQJ�DQG�H[FKDQJH�RI�LGHDV�
× $GGLWLRQDO�LGHDV�
× ,QFUHDVHG�DZDUHQHVV�
× ,I�\RX�DOZD\V�GR�ZKDW�\RX©YH�DOZD\V�GRQH��\RX�DOZD\V�JHW�ZKDW�\RX©YH�DOZD\V

JRW�
× 1=�LQSXW�UDLVHG�DZDUHQHVV�RI�DGGLWLRQDO�OHJLVODWLYH�IUDPHZRUN�
× $�ORW�RI�YDOXDEOH�LQIRUPDWLRQ�
× )DVFLQDWLQJ�WR�QRWH�ZKR�LV�WDNLQJ�UHVSRQVLELOLW\�DQG�ZKR�LV�QRW�
× *HWWLQJ�XV�WDONLQJ�WRJHWKHU�VR�HDUO\�LQ�WKH�SLHFH�KDV�EHHQ�D�JUHDW�PRYH�

 7KLV�ZRUNVKRS�ZDV�GHOLYHUHG�E\�5RV�.LPEHU��6W�*HRUJH�&RPPXQLW\�&HQWUH

DQG� *O\QLV� *]DIUDQLHF�� 9ROXQWHHULQJ�:ROORQJRQJ�� ERWK� RI� &229(56�� DQG
0DU\�3RUWHU�$0��&(2�9ROXQWHHULQJ�$&7�



ØÙ ÚÛ ÜÝ

2YHUVHDV�0RGHOV

&RQWDFW�ZDV�PDGH�ZLWK�WKH�3RLQWV�RI�/LJKW�)RXQGDWLRQ�LQ�WKH�8�6�$��DQG�H[FHOOHQW
LQIRUPDWLRQ�LV�DYDLODEOH�RQ�HVWDEOLVKLQJ�SODQV�IRU�PDQDJLQJ�YROXQWHHUV��LQFOXGLQJ�D
FRS\� RI� WKH� ERRN� ¨5HDG\� WR� 5HVSRQG�� 'LVDVWHU� 3UHSDUHGQHVV� DQG� 5HVSRQVH� IRU
9ROXQWHHU�&HQWUHV©�DQG�WUDLQLQJ�PDWHULDOV�XVHG�E\�WKH�3RLQWV�RI�/LJKW�)RXQGDWLRQ
LQ� SUHSDULQJ� 9ROXQWHHU� &HQWUHV� IRU� UHVSRQVH�� ¨3UHYHQWLQJ� D� 'LVDVWHU� ZLWKLQ� WKH
'LVDVWHU©�� ¨7KH� (IIHFWLYH� 8VH� DQG� 0DQDJHPHQW� RI� 8QDIILOLDWHG� 9ROXQWHHUV©
FRQWDLQLQJ� � UHFRPPHQGDWLRQV� IURP� WKH� 1DWLRQDO� /HDGHUVKLS� )RUXP� RQ� 'LVDVWHU
9ROXQWHHUV���7KH� ©*RRG� ,GHDV�%RRN©�� SXEOLVKHG� E\� )(0$�ZKLFK� FRQWDLQV� LGHDV
IRU� SDUWQHUVKLSV�� PHGLD� UHODWLRQV�� VSHFLDO� HYHQWV�� DQG� RXWUHDFK� DQG� � ¨$VVHVVLQJ
5HVLOLHQFH� DQG� 9XOQHUDELOLW\�� 3ULQFLSOHV�� 6WUDWHJLHV� DQG� $FWLRQV�©� 0DUVK� DQG
6PDOH��SXEOLVKHG������
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0DQDJLQJ�6SRQWDQHRXV�9ROXQWHHUV�LQ�7LPHV�RI�(PHUJHQF\
7KH� SODQ� IRU� WKH� PDQDJHPHQW� RI� 6SRQWDQHRXV� 9ROXQWHHUV�� DV� SDUW� RI� WKH
&RPPXQLW\�5HFRYHU\�6XE�SODQ��LQFOXGHV��
��� YROXQWHHUV� ZKR� QHHG� WR� EH� FDOOHG� RQ� DV� SDUW� RI� D� FRQWLQJHQF\� SODQ� E\� WKH

UHJXODU� RUJDQLVDWLRQV� LQYROYHG� LQ� (PHUJHQF\� UHVSRQVH��� H�J�� /LIHOLQH�� 5HG
&URVV��6DOYDWLRQ�$UP\��(PHUJHQF\�6HUYLFHV��HWF�DQG

��� 6SRQWDQHRXV�YROXQWHHUV�
7KH�SODQ�QHHGV�WR�WDNH�LQWR�DFFRXQW�DOO�RI�WKH�IROORZLQJ��
ä $� SURFHVV� DQG� UHVRXUFHV� QHHG� WR� EH� LQ� SODFH� DV� SDUW� RI� WKDW� SODQ� WR� GLYHUW�

UHJLVWHU��LQWHUYLHZ��SHUKDSV�RULHQWDWH�DQG�WUDLQ��DQG�SODFH��RU�QRW�SODFH�LQ�VRPH
FDVHV��WKH�VSRQWDQHRXV�YROXQWHHU��7KLV�QHHG�WR�LQFOXGH�WKH�LGHQWLILFDWLRQ�RI�WKH
/HDG�$JHQF\��H�J�� WKH�QHDUHVW�9ROXQWHHU�&HQWUH��DQG�D� VHSDUDWH�RU�DGGLWLRQDO
ORFDWLRQ�DZD\�IURP�WKH�¦DFWLRQ§�EXW�FORVH�HQRXJK�IRU�YROXQWHHUV�WR�JR�WKHUH�RU
EH�WDNHQ�WKHUH�

ä 7KH� ¦/HDG� $JHQF\§� VKRXOG� EH� DEOH� WR� FRQFHQWUDWH� WKHLU� HIIRUWV� RQ� WKH
PDQDJHPHQW�RI�WKH�6SRQWDQHRXV�YROXQWHHUV�DQG�QRW�KDYH�RWKHU�UHVSRQVLELOLWLHV
LQ� WKH�3ODQ�� H�J�� WKH�$JHQF\� VKRXOG� QRW� DOVR� EH� WU\LQJ� WR� FDUU\� RXW� IURQWOLQH
UHVSRQVH�DW�WKH�VDPH�WLPH�

ä 7KH�OHDG�9ROXQWHHULQJ�$JHQF\�QHHGV�WR�EH�DW�WKH�WDEOH�IURP�WKH�YHU\�EHJLQQLQJ�
L�H��DW�WKH�SRLQW�RI�DQ\�UHYLHZ�RI�WKH�&RPPXQLW\�5HFRYHU\�6XE�3ODQ�SRVW�DQ\
(PHUJHQF\�� LQYROYHG� LQ� PRFN� HPHUJHQF\� VFHQDULRV� DQG� WKH� HYDOXDWLRQ� RI
WKHVH��DQG�GD\�RQH�RI�WKH�HPHUJHQF\�

ä $�FRPPXQLFDWLRQ�VWUDWHJ\�QHHGV�WR�EH�SXW�LQ�SODFH�ZKLFK�ZRXOG�LQFOXGH�XVH�RI�D
UDGLR�VWDWLRQ��79�DQG�D�ZHEVLWH��DV�ZHOO�DV�SULQW�PHGLD��7KHUH�QHHGV�WR�EH�RQH
RUJDQLVDWLRQ��ZLWK�D�FRQVLVWHQW�VWDII� FRQWLQJHQW��ZKLFK�FDQ�EH� WKH�FRQGXLW� IRU
DOO�LQIRUPDWLRQ�WKDW�¦JRHV�WR�DLU§��,QIRUPDWLRQ�QHHGV�WR�EH�DFFXUDWH��FRQVLVWHQW
DQG� DFFHVVLEOH�� �WKH� ORFDO�$%&� UDGLR� VWDWLRQ�ZDV� WKH�PRVW� OLVWHQ� WR� IRUP� RI
FRPPXQLFDWLRQ� LQ� WKH�$&7�GXULQJ�DQG�DIWHU� -DQXDU\�����������7KH�PHVVDJH
PXVW� EH� IRUPXODWHG� LQ� VXFK� D� ZD\� DV� WR� NHHS� VSRQWDQHRXV� YROXQWHHUV� IURP
FRQJUHJDWLQJ�DW�WKH�IURQWOLQH�DQG�DW�NH\�ORFDWLRQV�DQG�LQVWHDG�GLUHFW�WKHP�WR�D
¦9ROXQWHHU�5HFHSWLRQ�&HQWUH§�

ä $OO�RUJDQLVDWLRQV�DQG�SHUVRQQHO��IURP�WKH�KLJKHVW�RIILFLDO�WR�WKH�VWDII�LQ�FKDUJH
RU�ZRUNLQJ�DW�DQ\�SRLQW��QHHG�WR�EH�DZDUH�ZKDW�WKH�SURFHGXUH�LV�LQ�UHVSRQGLQJ
WR�VSRQWDQHRXV�YROXQWHHUV�RU�VRPHWLPHV�NQRZQ�DV�¦ZDON�XS§�YROXQWHHUV§�

ä $� WHDP� RI� VNLOOHG� SUH� WUDLQHG� DQG� SUH� SUHSDUHG� ¦FRRUGLQDWRUV§� WKDW� ZLOO� WDNH
FKDUJH�RI�WHDPV�RI�WKH�¨ZDON�XS©�YROXQWHHUV�ZLOO�EH�SXW�LQ�SODFH�DV�SDUW�RI�WKH
SODQ��7KHVH�FRRUGLQDWRUV�ZLOO�EH�H[SHUWV� LQ� WKHLU� ILHOG�ZRXOG�EH� VHOHFWHG� DQG
HTXLSSHG� ZHOO� LQ� DGYDQFH� DQG� RQ� UHDG\� VWDQG� E\� WKURXJK� DQ� HOHFWURQLF� RU
SKRQH�FDOO�XS�V\VWHP��7KHVH�FRXOG�LQFOXGH�IRU�LQVWDQFH�D�FRRUGLQDWRU�RI�FURZG
FRQWURO�ZKR�ZRXOG� EH� LQ� FKDUJH� RI� D� WHDP�RI� WKH� ¨ZDON� XS©� YROXQWHHUV�� 7KH
YROXQWHHUV� ZRXOG� EH� VHOHFWHG� DJDLQVW� SUH� SUHSDUHG� MRE� GHVFULSWLRQV�� JLYHQ
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LQLWLDO�RULHQWDWLRQ�DQG�WUDLQLQJ�IRU� WKHLU� WDVN�DQG�WKHQ�SXW�XQGHU� WKH�FKDUJH�RI
WKH�¦FRRUGLQDWRU§��2WKHU�H[DPSOHV�DUH�YROXQWHHUV�WR�VWDII�SKRQHV��ILOO�VDQG�EDJV
LQ�WKH�FDVH�RI�D�IORRG��GLUHFW�WUDIILF�HWF�

ê $� WHDP� RI� ILHOG� RIILFHUV� ZLOO� DOVR� EH� LGHQWLILHG� WR� VWDII� LQIRUPDWLRQ� DQG
UHJLVWUDWLRQ� GHVNV� DW� NH\� ORFDWLRQV� ZKHUH� VSRQWDQHRXV� YROXQWHHUV� ZLOO
FRQJUHJDWH�� H�J�� (6%�� SROLFH� VWDWLRQV�� HYDFXDWLRQ� FHQWUHV�� DQG� WKH� UHFRYHU\
FHQWUH�

ê 3URFHGXUHV��SROLFLHV�DQG�ULVN�PDQDJHPHQW�SODQV�QHHG�WR�EH�LQ�SODFH�WR�XQGHUSLQ
WKH�DERYH�

ê $GGLWLRQDOO\� WKHUH�QHHGV� WR�EH� VWUDWHJLHV� LQ�SODFH� WR�DVVLVW� VSRQWDQHRXV�JURXSV
WKDW�VSULQJ�XS�GXULQJ�WKH�¦UHFRYHU\§�SKDVH��6RPH�RI�WKHVH�JURXSV�PD\�DOUHDG\
H[LVW� DQG� WDNH� RQ� QHZ� UROHV� LQ� LQIRUPDO� ZD\V�� H�J�� VHUYLFH� FOXEV�� FKXUFK
JURXSV�� VFRXW�JURXSV��2WKHUV�ZRXOG� IRUP� DW� WKH� WLPH�� H�J�� WKH� ��ZKHHO� GULYH
FOXE�FDOOLQJ�IRU�RWKHU� LQWHUHVWHG�FLWL]HQV�ZKR�RZQHG�D�FKDLQ�VDZ�WR�JDWKHU�DW
SRLQW� ;�� ZLWK� WKHLU� FKDLQ� VDZV�� IRU� D� GD\� RI� FRQGXFWLQJ� ¦GDQJHURXV� WUHH§
IHOOLQJ�

ë ,QVXUDQFH� DQG� ULVN� DVVHVVPHQW� DQG� ULVN� PDQDJHPHQW� DUH� YHU\� LPSRUWDQW� LQ
PDQDJLQJ� YROXQWHHUV�� DQG� JURXSV� RI� YROXQWHHUV�� GXULQJ� WKH� HPHUJHQF\� DQG
UHFRYHU\�

ë 0HWKRGV�IRU�UHFUXLWPHQW�RI�DGGLWLRQDO�VWDII��ERWK�SDLG�DQG�XQSDLG�QHHG�WR�EH�SDUW
RI�WKH�SODQ��6WDII�WXUQ�RYHU�FDQ�EH�TXLWH�KLJK�GXH�WR�WKH�HQYLURQPHQW�DQG�VWUHVV
OHYHOV�WKDW�SHRSOH�DUH�ZRUNLQJ�XQGHU��6WDII�WXUQ�RYHU�FUHDWHV�ORVV�RI�FRUSRUDWH
NQRZOHGJH�� LQIRUPDWLRQ� EHLQJ� ORVW� RU� PLVLQWHUSUHWHG� GXULQJ� VWDII� KDQG� RYHU
DQG�FRPPXQLFDWLRQ

ë &DUH�IRU�ERWK�SDLG�DQG�XQSDLG�VWDII��VKRXOG�EH�IDFWRUHG�LQ��$IWHU�6HSWHPEHU���
DQ�RII�VLWH�ORFDWLRQ�ZDV�LGHQWLILHG�IRU�VWDII�WR�JR�WR�GHEULHI�DQG�UHFHLYH�SK\VLFDO
DQG�HPRWLRQDO�FDUH��,W�LV�QRW�DOZD\V�SRVVLEOH�IRU�VWDII�WR�JR�WR�D�SODFH� �7KHUH
VKRXOG� EH� ¦WURXEOH� VKRRWLQJ� WHDPV§� WR� SURYLGH� WKH� FDUH�ZKHUH� LWV� QHHGHG� DV
ZHOO�DV�SUH�HGXFDWLRQ�IRU�RUJDQLVDWLRQV�RQ�ZKDW�VLJQV�WR�EH�DZDUH�RI��KRZ�WR
GHEULHI�DQG�VXSSRUW�VWDII��ZKHUH�WR�JR�DQG�ZKHQ�WR�UHSODFH�VWDII��WDNH�VWDII�RII
OLQH�

ë 7KH� GRQDWLRQV� RI� JRRGV� QHHGV� VSHFLDO� PDQDJHPHQW�� SROLFLHV� DQG� SURFHGXUH�
LQFOXGLQJ�D�FRPPXQLFDWLRQ�VWUDWHJ\�ZKLFK�GLUHFWV�SHRSOH�WR�GRQDWH�PRQH\�DQG
QRW�JRRGV��KRZHYHU�DOVR�KDV�D�FRQWLQJHQF\�IRU� UHFHLYLQJ�DQG�GLVWULEXWLQJ� WKH
LQHYLWDEOH�JRRGV�ZKLFK�ZLOO�EH�GRQDWHG�

ë 9$&7� QHHGV� WR� DVVLVW� WKH� 6HUYLFH� &OXEV� WR� SUHSDUH� IRU� WKHLU� UROH� LQ� IXWXUH
HPHUJHQFLHV�� 7KH� VHUYLFH� &OXEV� FRXOG� SURYLGH� D� VXSSRUW� UROH� LQ� SURYLGLQJ
KXPDQ�DQG�RWKHU� UHVRXUFHV� WR� DVVLVW� IURQW�OLQH� RUJDQLVDWLRQV� WR� EHWWHU� GHOLYHU
WKHLU� FRUH� VHUYLFHV�� 7KLV� FRXOG� LQYROYH� HDFK� IURQW�OLQH� DJHQF\� KDYLQJ� D
FRQWLQXLQJ� UHODWLRQVKLS�ZLWK�RQH�RU� WZR� VHUYLFH� FOXEV�QRZ��7KLV� UHODWLRQVKLS
ZRXOG� EH� RQJRLQJ�� DQG� ZRXOG� SURYLGH� WKH� DJHQF\� ZLWK� D� VLQJOH� SRLQW� RI
FRQWDFW� IRU� DVVLVWDQFH� DV� DQG� ZKHQ� QHHGHG�� 7KH� SDUWLFXODU� VHUYLFH� FOXEV
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LQYROYHG�ZRXOG�PDLQWDLQ� D� IRUP�RI� FRQWLQXRXV� FRQWDFW�ZLWK� WKH� DJHQF\�� DQG
WKH� DJHQF\� ZRXOG� KDYH� D� VLQJOH� SRLQW� RI� FRQWDFW� WR� FDOO� XS� DVVLVWDQFH�
$OWHUQDWHO\� WKLV� FRXOG� EH� FRRUGLQDWHG� WKURXJK� WKH� 9$&7� DW� WKH� 9ROXQWHHU
5HFHSWLRQ�&HQWUH��VHH�EHORZ�

ñ $� 9ROXQWHHU� 5HFHSWLRQ� &HQWUH� IRU� WKH� UHJLVWUDWLRQ�� UHFUXLWPHQW� DQG� PDWFKLQJ
VHUYLFH� VSRQWDQHRXV�YROXQWHHUV��ZLOO� EH� HVWDEOLVKHG� LQ� DQ� DFFHVVLEOH� DQG� VDIH
FHQWUDO�ORFDWLRQ��ZKHUH�SRVVLEOH��ZKLFK�LV�VHSDUDWHG�E\�VRPH�GLVWDQFH�IURP�DOO
RWKHU� NH\� DUHDV�� L�H�� (YDFXDWLRQ� &HQWUHV�� (6%�� 5HFRYHU\� &HQWUH�� 3ROLFH
+HDGTXDUWHUV�

ñ 1RWH�� 7KLV� ZLOO� EH� RI� VXIILFLHQW� VL]H� WR� FRSH� ZLWK� WKH� H[SHFWHG� QXPEHUV� RI
YROXQWHHUV�� KDYH� SULYDWH� RIILFHV� IRU� VWDII�� SULYDWH� LQWHUYLHZ� VSDFHV�� VWDII� UHVW
DUHDV�� FKLOGUHQ©V� SOD\� DUHD�� WRLOHWV�� NLWFKHQ�� ,&7� DFFHVV� DQG� HTXLSPHQW�
WHOHSKRQH� OLQHV� WR� FRSH� ZLWK� D� ODUJH� QXPEHU� RI� FDOOV�� IUHH� SDUNLQJ�� EH
DFFHVVLEOH�WR�SHRSOH�ZLWK�GLVDELOLWLHV�DQG�KDYH�DFFHVV�WR�D�EXV�URXWH�

ñ 9ROXQWHHU�5HFHSWLRQ�&HQWUH��IURP�KHUH�RQ�NQRZQ�DV�WKH�&HQWUH��ZLOO�EH�VWDIIHG
E\�WUDLQHG�VWDII��ERWK�SDLG�DQG�YROXQWHHUV�

ñ 7KH�PDQDJHPHQW�DQG�GHEULHILQJ�RI�WKH�&HQWUH�SDLG�VWDII�DQG�YROXQWHHUV�ZLOO�EH
WKH�UHVSRQVLELOLW\�RI�9$&7

ñ 7KH�&HQWUH�ZLOO�VXSSRUW�DQG�DGYLVH�WR�DJHQFLHV�ZRUNLQJ�ZLWK�YROXQWHHUV�GXULQJ
WKH�HPHUJHQF\�DQG�UHFRYHU\�SHULRG�LQFOXGLQJ�VWDII�DW�WKH�5HFRYHU\�&HQWUH�DQG
(YDFXDWLRQ�&HQWUHV�LQ�UHODWLRQ�WR�HIIHFWLYH�YROXQWHHU�PDQDJHPHQW�

ñ 7KH� &HQWUH� ZLOO� UHFUXLWPHQW� YROXQWHHU� VWDII� IRU� DJHQFLHV� XQGHU� WKH� VXE� SODQ
DJDLQVW� SUHGHWHUPLQHG� MRE� GHVFULSWLRQV�� XWLOLVLQJ� WKH� SUHVHQWLQJ� ¨ZDON� XS
YROXQWHHUV�DQG�YROXQWHHUV�ZKR�VXEVHTXHQWO\�FRPH�IRUZDUG�

ñ 3DUWLFLSDWLQJ� DJHQFLHV�� DQG� RWKHU� DJHQFLHV� DV� UHTXLUHG�� ZLOO� LGHQWLI\� WKH
DGGLWLRQDO�YROXQWHHU�UROHV�UHTXLUHG�DQG�SURYLGH�GHWDLOHG�MRE�GHVFULSWLRQV

ñ $� FRPSUHKHQVLYH� GDWD� EDVH� ZLOO� EH� KHOG� DW� WKH� &HQWUH� OLVWLQJ� WKH� YROXQWHHU
SRVLWLRQV�� DV� ORGJHG� E\� SDUWLFLSDWLQJ� DJHQFLHV�� DQG� WKH� GHWDLOV� RI� YROXQWHHUV
RIIHULQJ�DVVLVWDQFH�

ñ 9$&7�ZLOO�DUUDQJH�DSSURSULDWH�LQVXUDQFH�FRYHU�IRU�WKH�YROXQWHHUV�DW�WKH�&HQWUH
DQG�WKRVH�EHLQJ�SODFHG�LQ�WKH�ILHOG�ZKHUH�H[LVWLQJ�SROLFLHV�DUH�QRW�VXIILFLHQW

ñ $V� VRRQ� DV� SUDFWLFDEOH� 9$&7� ZLOO� VHOHFW� VXLWDEOH� YROXQWHHUV�� RULHQWDWH� DQG
DOORFDWH�WKHP�WR�SUH�GHWHUPLQHG�VSHFLILF�WDVNV�DW�YDULRXV�ORFDWLRQV��DJHQFLHV

ñ 9$&7�ZLOO�SURYLGH�RULHQWDWLRQ�DQG�EDVLF�WUDLQLQJ�IRU�DOO�VWDII�DW�&HQWUH�DQG�IRU
YROXQWHHUV�EHLQJ�GHSOR\HG�WR�RWKHU�DJHQFLHV

ñ $SSURSULDWH�,'�PDWHULDO�DQG�UHIHUUDO�LQIRUPDWLRQ�WR�EH�LVVXHG�WR�HDFK�YROXQWHHU
RQ�GHSOR\PHQW�
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÷ 8QVXLWDEOH�YROXQWHHUV�RU�YROXQWHHUV�QRW� UHTXLUHG� DW� WKH� WLPH�ZLOO� EH� UHJLVWHUHG
DQG�DVNHG�WR�UHWXUQ�KRPH�WR�EH�FRQWDFWHG�DW�D�ODWHU�VWDJH��HLWKHU�WR�EH�WKDQNHG
IRU�WKHLU�RIIHU�RI�DVVLVWDQFH�RU�WR�EH�GHSOR\HG�DW�WKDW�WLPH�

÷ 9$&7� ZLOO� SURYLGH� VFULSWV� UH� WKH� GHSOR\PHQW� RI� VSRQWDQHRXV� YROXQWHHUV� IRU
DQQRXQFHPHQWV� WR�EH�XVHG�DV�SDUW�RI� WKH�&RPPXQLFDWLRQ�SODQ�E\� WKH�PHGLD�
&DQEHUUD�&RQQHFW�DQG�DOO�RWKHU�NH\�DJHQFLHV�

÷ 9$&7� ZLOO� SURYLGH� ILHOG� VWDII� &DQEHUUD� &RQQHFW�� (YDFXDWLRQ� &HQWUHV�� WKH
5HFRYHU\� &HQWUH�� (6%�� 3ROLFH� +HDGTXDUWHUV� DQG� 3ROLFH� 6WDWLRQV� RU� DW� RWKHU
LGHQWLILHG�ORFDWLRQV�ZKHUH�WKH�SXEOLF�PD\�EH�FRQJUHJDWLQJ�RIIHULQJ�DVVLVWDQFH�
7KH� UROH� RI� WKH� )LHOG� 2IILFHUV� ZLOO� EH� WR� UHJLVWHU� DQG� UHGLUHFW� VSRQWDQHRXV
YROXQWHHUV� DZD\� IURP� WKHVH� ORFDWLRQV� WR� WKH� 9ROXQWHHU� 5HFHSWLRQ� &HQWUH�� $
0LQL�EXV��2U�EXVHV�ZLOO�EH�GHSOR\HG� WR� VKXWWOH� VSRQWDQHRXV�YROXQWHHUV� DZD\
IURP� WKHVH� ORFDWLRQV� DQG� WUDQVSRUW� YROXQWHHUV� IURP� WKH� FHQWUH� WR� DVVLJQHG
ORFDWLRQV�RQFH�WKH\�KDYH�EHHQ�SURSHUO\�DOORFDWHG�UROHV�

÷ 7KH�'HSDUWPHQW�ZLOO�SURYLGH�D�QXPEHU�RI�VLJQV�ZLWK�DUURZV�GLUHFWLQJ�WKH�SXEOLF
IRU� XVH� DW� WKH� NH\� ORFDWLRQV�� 7KH� VLJQV� ZLOO� UHDG� ¦øùúûüýþþÿ � �úþ� �þ������� 	� ��
��	�
	��� ������

� $OO�VWDII�DW�FULWLFDO�SRLQWV�RI�FRPPXQLFDWLRQ��H�J��&DQEHUUD�&RQQHFW��(YDFXDWLRQ
&HQWUHV��5HFRYHU\�&HQWUH��(6%��DQG�3ROLFH�6WDWLRQV�DQG�+HDGTXDUWHUV�9$&7
ZLOO�EH�SURYLGHG�ZLWK�DFFXUDWH�LQIRUPDWLRQ�UHJDUGLQJ�WKH�SURFHVV�RI�PDQDJLQJ
WKH�SXEOLF�ZKR�SUHVHQW�DV�¨ZDON�XS©�YROXQWHHUV

� 9$&7�ZLOO�ZRUN�ZLWK�DQG�FRQVXOW�RWKHU�DJHQFLHV��DWWHQG�PHHWLQJV�DQG�SURYLGH
UHJXODU� UHSRUWV� WR� WKH� 5HFRYHU\�&RRUGLQDWRU� DV� GHILQHG� LQ� WKH� 6XE� SODQ� DQG
SURYLGH�DOO�UHOHYDQW�9$&7�FRQWDFWV�
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7KH�3ODQ
3ODQQLQJ�DQG�3UHSDUDWLRQ

� 1RPLQDWH� D� 9$&7� SDLG� VWDII� PHPEHU� WR� EH� D� PHPEHU� RI� WKH� &RPPXQLW\
5HFRYHU\�6XE�&RPPLWWHH��DXWKRULVHG�WR�VSHDN�IRU�9$&7

� 1RPLQDWH� D� 9$&7� SDLG� VWDII� PHPEHU� WR� EH� UHSUHVHQWHG� RQ� DQ\� RWKHU
IRUPHG�FRPPLWWHHV

� 'HYHORS�SODQV�IRU�WKH�PDQDJHPHQW�RI�DJUHHG�VHUYLFHV�DV�DERYH��LQ�FRQVXOWDWLRQ
ZLWK�DQG�LQFOXGLQJ�DUUDQJHPHQWV�ZLWK�DOO�SDUWLFLSDWLQJ�DJHQFLHV

� 3URYLGH�OLVWV�RI�9$&7�FRQWDFWV�WR�WKH�5HFRYHU\�&RRUGLQDWRU
� (QVXUH� WKH� QRPLQDWHG� 9$&7� PHPEHU� RQ� WKH� &RPPXQLW\� 5HFRYHU\� 6XE

&RPPLWWHH�GLVVHPLQDWHV�LQIRUPDWLRQ�DFURVV�9$&7
� (QVXUH�9ROXQWHHULQJ�$XVWUDOLD©V�6WDQGDUGV� IRU� LQYROYLQJ�YROXQWHHUV
� DQG

9ROXQWHHULQJ� $XVWUDOLD©V� DFFUHGLWHG� RU� DSSURYHG� WUDLQLQJ� FRXUVHV� DUH
XWLOLVHG� LQ� ZRUNLQJ� ZLWK� SDLG� VWDII� DQG� YROXQWHHUV� DW� DOO� OHYHOV� RI� WKH
9$&7� RUJDQLVDWLRQDO� VWUXFWXUH�� XWLOLVLQJ� WKH� H[FHOOHQW� PDWHULDOV� DOVR
DYDLODEOH�WKURXJK�SRLQWV�RI�/LJKW�DQG�)(0$�LQ�WKH�86$�

� ,GHQWLI\� DOWHUQDWLYH� VLWHV� IRU� WKH� 9ROXQWHHU� 5HFHSWLRQ� &HQWUH� RWKHU� WKDQ
9$&7©V�FXUUHQW�ORFDWLRQ

� :RUN�ZLWK�WKH�'HSDUWPHQW�UHJDUGLQJ�WKH�SURYLVLRQ�RI��D�QXPEHU�RI�VLJQV
IRU�XVH�DW�WKH�NH\�ORFDWLRQV�WR�GLUHFW�VSRQWDQHRXV�YROXQWHHUV

� ,GHQWLI\�UHDGLO\�DFFHVVLEOH�DQG�DSSURSULDWH�LQVXUDQFH�FRYHU�IRU�XQDIILOLDWHG
YROXQWHHUV

� 9HULI\� DQG� HVWDEOLVK� V\VWHPV� IRU� REWDLQLQJ� WKH� QHFHVVDU\� SROLFH� FKHFNV� DQG�RU
FKLOG�SURWHFWLRQ�FKHFNV�DQG�IRU�VXSSO\LQJ�DSSURYHG�,'�IRU�YROXQWHHUV�WKDW�ZLOO
EH�GHSOR\HG�IURP�WKH�&HQWUH�

� 9HULI\� WKH� FODXVHV� LQ� WKH� SURYLVLRQV� RI� WKH� :RUNHUV� &RPSHQVDWLRQ� $FW� �DV
DPHQGHG�� DV� WKH\� DSSO\� WR� UHJLVWHUHG� HPHUJHQF\� YROXQWHHUV� RU� FDVXDO
YROXQWHHUV� L�H��&DVXDO�9ROXQWHHUV�XVHG�GXULQJ�D�GLVDVWHU�QHHG�WR�EH�XQGHU� WKH
VXSHUYLVLRQ�RI�DQ�H[LVWLQJ�HPSOR\HH�YROXQWHHU�

� (QVXUH�WKDW�WKH�9ROXQWHHU�5HFHSWLRQ�&HQWUH�DQG�DOO�RWKHU�DUHDV�RI�PDQDJHPHQW
KDYH� LGHQWLILHG� DFFHVV� WR� PDWHULDO� DQG� HTXLSPHQW� ZKLFK� PD\� EH� UHTXLUHG
GXULQJ�DQ\�GLVDVWHU�LQFOXGLQJ�WHOHFRPPXQLFDWLRQV��,7��JHQHUDWRUV�DQG�EDWWHU\�
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RSHUDWHG� HTXLSPHQW�� ILUVW� DLG� HTXLSPHQW�� DSSURSULDWH� IXUQLWXUH�� DGHTXDWH
SURYLVLRQV�RI�IRRG�DQG�ZDWHU��VXQVFUHHQ��KDWV�DQG�LGHQWLI\LQJ�EDQJHV�RU�7�VKLWV
IRU�&HQWUH�VWDII�DQG�PLQL�EXVHV�

 3DUWLFLSDWH�LQ�DOO�GHVLJQDWHG�'LVDVWHU�H[HUFLVHV�XQGHU�WKH�VXE�SODQ
 ,PSOHPHQW�FRQWLQXRXV�UHYLHZ�DQG�LPSURYHPHQW�LQ�UHODWLRQ�WR�WKH�SODQ
 ,GHQWLI\�NH\�UROHV�ZLWKLQ�WKH�&HQWUH�DQG�LQ�WKH�ILHOG�LQFOXGLQJ�D�)LUVW�$LG

2IILFHU� IRU� WKH�&HQWUH�� )LHOG�2IILFHUV� DQG�PLQL� EXV� GULYHUV�� 6HOHFW� DQG
WUDLQ�6WDII�WKDW�ZLOO�EH�VWDWLRQHG�DW�WKH�9ROXQWHHU�5HFHSWLRQ�&HQWUH�RU�DFW
DV� )LHOG� 2IILFHUV� DW� NH\� ORFDWLRQV�� 8WLOLVLQJ� 9ROXQWHHULQJ� $XVWUDOLD©V
6WDQGDUGV
��(QVXUH�WKDW�DOO�DSSURSULDWH�SROLFLHV��SURFHGXUHV�DQG�WRROV�DUH
GHYHORSHG�

 ,GHQWLI\� DSSURSULDWH� VXSSRUW� DQG� UHVRXUFHV�QHHGHG� DW� WKH�&HQWUH� WR� DVVLVW
YXOQHUDEOH�JURXSV�VXFK�DV�LQWHUSUHWHU�VHUYLFHV��VLJQLQJ�

 'HYHORS� ¦VSRQWDQHRXV� YROXQWHHU� VFULSW§� IRU� WKH� XVH� RI� WKH
&RPPXQLFDWLRQV�WHDP�XQGHU�WKH�GLVDVWHU�SODQ

 &RRUGLQDWH� LQIRUPDWLRQ� VHVVLRQV� UHJDUGLQJ� WKH� SXUSRVH� RI� WKH� 9ROXQWHHU
5HFHSWLRQ�&HQWUH�DQG�WKH�SODQ�IRU�PDQDJLQJ�VSRQWDQHRXV�YROXQWHHUV� LQ� WLPHV
RI�HPHUJHQF\�VLWXDWLRQV��7KHVH�ZLOO�LQFOXGH�EDVLF�LQIRUPDWLRQ�DERXW�YROXQWHHU
PDQDJHPHQW� DQG� PDQDJLQJ� WKH� ULVNV� DVVRFLDWHG� ZLWK� XQDIILOLDWHG� YROXQWHHUV
DQG�LQYLWDWLRQV�WR�DWWHQG�WKH�VHVVLRQV�ZLOO�EH�H[WHQGHG�WR�DOO�DJHQFLHV�XQGHU�WKH
VXE�SODQ��WKH�PHGLD�UHSUHVHQWDWLYHV�DQG�RWKHU�DV�LGHQWLILHG�E\�WKH�5HFRYHU\

 'HYHORS�DQG�GLVWULEXWH�LQIRUPDWLRQ�SDFNDJHV�DW�WKH�,QIRUPDWLRQ�6HVVLRQV�WR�WKH
DERYH�RUJDQLVDWLRQV�DQG�SURYLGH�D�OLQN�RQ�WKH�9$&7�ZHEVLWH�

 'HYHORS� D� UHJLVWUDWLRQ� DQG� UHFUXLWPHQW� SDFNDJH� LQFOXGLQJ� MRE� GHVFULSWLRQV�
PHVVDJHV� WR�EH�FRPPXQLFDWHG� WR� WKH�SXEOLF�DJHQFLHV�XQGHU� WKH� VXE�SODQ�DQG
RWKHU�NH\�DJHQFLHV��DQG�D�WUDLQLQJ�SDFNDJH���7KH�WUDLQLQJ�SDFNDJH�ZLOO�LQFOXGH
WKH�IROORZLQJ�WRSLFV�
��� 7KH�UROH�RI�9ROXQWHHU�5HFHSWLRQ�&HQWUH�DQG�VWDII�PHPEHUV
��� +RZ�WR�UHIHU�VSRQWDQHRXV�YROXQWHHUV�WR�WKH�&HQWUH
��� +RZ�WR�XWLOLVH�VSRQWDQHRXV�YROXQWHHUV�LQFOXGLQJ�LGHQWLI\LQJ�VXLWDEOH�UROHV�

ZULWLQJ�WKH�MRE�VSHFLILFDWLRQV�DQG�VHOHFWLRQ�FULWHULD�DQG�RXW�RI�SRFNHW�FRVW
UHLPEXUVHPHQW�SROLF\�DQG�SURFHGXUHV�

��� /HJDO� DVSHFWV� RI� XWLOLVLQJ� WKH� VSRQWDQHRXV� YROXQWHHUV� LQFOXGLQJ� DQ
DZDUHQHVV� RI� ULVN� PDQDJHPHQW�� LQVXUDQFH� DUUDQJHPHQWV�� RFFXSDWLRQDO
KHDOWK�DQG�VDIHW\�OHJLVODWLYH�UHTXLUHPHQWV��VHFXULW\�DQG�LGHQWLILFDWLRQ�

��� 7KH� PDQDJHPHQW� DQG� FDUH� RI� DOO� VWDII� GXULQJ� DQG� SRVW� DQ� HPHUJHQF\
LQFOXGLQJ�WKH�SV\FKRVRFLDO�SKDVHV�RI�GLVDVWHUV�DQG�VHOI�FDUH�DIWHU�D�GLVDVWHU

��� +RZ�WR�UHFRJQLVH�DQG�UHZDUG�YROXQWHHU�VWDII
 'HYHORS�RULHQWDWLRQ�DQG�WUDLQLQJ�SURJUDP�IRU�WKH�XQDIILOLDWHG�YROXQWHHUV�
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' ,GHQWLI\�DQWLFLSDWHG�UROHV�IRU�WKH�XQDIILOLDWHG�YROXQWHHUV�ZLWK�DJHQFLHV�XQGHU�WKH
VXE�SODQ�

' 3URYLGH� D� FRQVXOWDWLRQ� VHUYLFH� IRU� SUREOHP� VROYLQJ� LQ� UHODWLRQ� WR� 9ROXQWHHU
0DQDJHPHQW�

' &RQWLQXH�WR�ZRUN�ZLWK�NH\�LQGLYLGXDOV�LQ�WKH���PDLQ�6HUYLFH�&OXEV�WR�UHDOLVH�WKH
SURSRVHG�VXSSRUW�UROH�WR�EH�SOD\HG�E\�WKH�&OXEV

' &RQWLQXH� WR� FRQVXOW� ZLWK� UHOHYDQW� 'HSDUWPHQWV� UHJDUGLQJ� YXOQHUDEOH� SHRSOH
LQFOXGLQJ� WKH� IUDLO� DJHG�� SHRSOH� ZLWK� FKURQLF� LOOQHVV� RU� D� GLVDELOLW\�� LVRODWHG
SHUVRQV�DQG�VLQJOH�SDUHQWV�

' &RQWLQXH� WR� SURJUHVV� GLVFXVVLRQV� ZLWK� SHDN� EXVLQHVV� DVVRFLDWLRQV� DQG� NH\
EXVLQHVV�SHUVRQQHO� UHJDUGLQJ�FRUSRUDWH�DQG�HPSOR\HH�SURJUDPV� LQ�RUGHU� WKDW
SDUWQHUVKLSV�FDQ�EH�IRUJHG�WKDW�ZLOO�FUHDWH�RSSRUWXQLWLHV�XQGHU�WKH�SODQ

' ,GHQWLI\�YROXQWHHU�UHFRJQLWLRQ�PHWKRGV�WR�EH�LPSOHPHQWHG�SRVW�HPHUJHQF\�DQG
UHFRYHU\�SHULRG
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5HVSRQVH

$V�VRRQ�DV�QRWLILHG�RI�D�VWDWH�RI�HPHUJHQF\�E\�WKH�5HFRYHU\�&RRUGLQDWRU�ZLOO�FRQWDFW
WKH�9$&7�GHVLJQDWHG�9ROXQWHHU�5HFHSWLRQ�&HQWUH�0DQDJHU�DQG�LQVWUXFW�KHU�RU�KLP�WR
PRELOLVH� WKH� WUDLQHG� DQG� DSSURSULDWHO\� VNLOOHG� SDLG� DQG� XQSDLG� VWDII� DW� WKH� DJUHHG
ORFDWLRQ��LGHQWLILHG�DV�WKH�¦9ROXQWHHU�5HFHSWLRQ�&HQWUH§�

g ,W�ZLOO�GHSOR\�DSSURSULDWH�¦ILHOG�VWDII§�DW�SUH�LGHQWLILHG�ORFDWLRQV��ZKLFK�KDYH�WKH
SRWHQWLDO�WR�DWWUDFW�VSRQWDQHRXV�YROXQWHHUV��DV�DERYH��ZLWK�WKH�LQWHQWLRQ�RI
UHJLVWHULQJ�DQG�UH�GLUHFWLQJ�WKH�VSRQWDQHRXV�YROXQWHHUV�DZD\�IURP�WKHVH�DUHDV
WR�WKH�¦9ROXQWHHU�5HFHSWLRQ�&HQWUH§��6XFK�ORFDWLRQV�ZRXOG�LQFOXGH
(YDFXDWLRQ�&HQWUHV��(6%��3ROLFH�6WDWLRQV�DQG�+HDGTXDUWHUV�DQG�WKH�5HFRYHU\
&HQWUH��DQG�RWKHU�VWUDWHJLF�ORFDWLRQV�DV�LGHQWLILHG�XQGHU�WKH�6XE�3ODQ�

9$&7�ZLOO�
g 1RPLQDWH�WKH�9ROXQWHHU�5HFHSWLRQ�&HQWUH�IRU�WKH�GHOLYHU\�RI�DOO�QHFHVVDU\

UHTXLVLWHV
g (VWDEOLVK�IDFLOLWLHV�IRU�WKH�SXUFKDVH��FROOHFWLRQ�DQG�GLVVHPLQDWLRQ�RI�DOO

QHFHVVDU\�PDWHULDOV�XQGHU�WKH�SODQ��LQ�FRQVXOWDWLRQ�ZLWK�DQG�DV�GLUHFWHG�E\�WKH
5HFRYHU\�&RRUGLQDWRU



hi jk lm

n 8WLOLVLQJ�9ROXQWHHULQJ�$XVWUDOLD©V�6WDQGDUGV
�HQVXUH�WKDW�DOO�9$&7�VWDII�KDYH
DSSURSULDWH�SROLFLHV��SURFHGXUHV�DQG�WRROV�DW�WKHLU�GLVSRVDO�WR�PDQDJH�WKH
9ROXQWHHU�5HFHSWLRQ�&HQWUH�DQG�WKH�VSRQWDQHRXV�YROXQWHHUV

n (QVXUH�WKDW�WKH�ORFDWLRQV�IURP�ZKLFK�9$&7�SDLG�VWDII�DQG�YROXQWHHUV�DUH
RSHUDWLQJ�DUH�VDIH�DQG�VHFXUH�HQYLURQPHQWV�DQG�DFFHVVLEOH�WR�VWDII�DQG�SHRSOH
ZLVKLQJ�WR�YROXQWHHU�DQG�WKDW�ILUVW�DLG�PDWHULDOV�DQG�D�ILUVW�DLG�RIILFHU�DUH
SUHVHQW�

n (QVXUH�DSSURSULDWH�LQVXUDQFH�IRU�VSRQWDQHRXV�YROXQWHHUV���ZKR�PD\�ZRUN
GLUHFWO\�ZLWK�9$&7�RU�DV�SDUW�RI�D�5HFRYHU\�WHDP���LV�SXW�LQ�SODFH
LPPHGLDWHO\�RU�DV�VRRQ�DV�LV�SUDFWLFDOO\�SRVVLEOH

n (QVXUH�¨&RPPXQLFDWLRQV©�EHJLQV�WKH�EURDGFDVW�RI�WKH�PHVVDJH�WR�WKH�SXEOLF�LQ
UHODWLRQ�WR�KRZ�WR�YROXQWHHU�

n (QVXUH�WKH�DSSURSULDWH�VXSSRUW�VWDII�LV�RQ�KDQG�DW�WKH�FHQWUH�IRU�YXOQHUDEOH
SHRSOH��H�J��SHRSOH�ZLWK�D�GLVDELOLW\��SHRSOH�IURP�FXOWXUDOO\�EDQG�OLQJXLVWLFDOO\
GLYHUVH�EDFNJURXQGV�

n (QVXUH�WKDW�)LHOG�2IILFHUV�DUH�VWDWLRQHG�DW�NH\�ORFDWLRQV�DQG�FRPPHQFH�WKH
UHJLVWUDWLRQ�RI�WKH�¨ZDON�XS�YROXQWHHUV©�DQG�WKHLU�WUDQVSRUWDWLRQ�WR�WKH
9ROXQWHHU�5HFHSWLRQ�&HQWUH�

n $FWLYDWH�GDWDEDVH��&RPPHQFH�D�SURFHVV�RI�UHJLVWHULQJ��LQWHUYLHZLQJ��VHOHFWLQJ�
RULHQWLQJ�DQG�SURYLGLQJ�EDVLF�JHQHULF�WUDLQLQJ�WR�WKH�VSRQWDQHRXV�YROXQWHHUV�WR
EH�GHSOR\HG

n &RPPHQFH�,'�SURFHGXUHV�XVLQJ��SUHYLRXVO\�DJUHHG�LGHQWLILHG�E\�WKH�5HFRYHU\
&RRUGLQDWRU

n &RQWLQXH�WR�SURYLGH�VXSSRUW�IRU�DJHQFLHV�WR�LPSOHPHQW�DSSURSULDWH�PDQDJHPHQW
SUDFWLFHV�IRU�YROXQWHHUV��LQFOXGLQJ�LGHQWLI\LQJ�WKH�PDQDJHU�RI�YROXQWHHUV��DQG
WKH�SURYLVLRQ�RI�DGYLFH�WR�DJHQFLHV�UHJDUGLQJ�DSSURSULDWH�ULVN�PDQDJHPHQW�
LQVXUDQFH�FRYHU��DGHTXDWH�VXSHUYLVLRQ��RXW�RI�SRFNHW�FRVW�UHLPEXUVHPHQW
SROLF\�DQG�SURFHGXUHV��MRE�GHVFULSWLRQ�DQG�MRE�FULWHULD

n &RQWLQXH�WR�DFFHSW�DSSURSULDWH�YROXQWHHU�MRE�UHTXHVWV�IRU�YROXQWHHUV�WR�DVVLVW�LQ
NH\�DUHDV�IURP�$&7�*RYHUQPHQW�'HSDUWPHQWV��VXFK�DV�+HDOWK��(QYLURQPHQW
$&7��&0'�DQG�8UEDQ�6HUYLFHV��WKH�$&7�3ROLFH�6HUYLFH��(6%��WKH�5HFRYHU\
&HQWUH�DQG�RWKHU�SDUWLFLSDWLQJ�DJHQFLHV��5HJLVWHU�WKHVH�RQ�WKH�GDWD�EDVH
1RWH��VRPH�RI�WKHVH�¦SRVLWLRQV§�KDYH�EHHQ�LGHQWLILHG��DV�IDU�DV�SUDFWLFDO��DV
SDUW�RI�WKH�FRQVXOWDWLRQ�LQ�UHODWLRQ�WR�WKH�GUDIWLQJ�RI�2SHUDWLRQDO�3ODQ��VHH
DERYH��$&7�+HDOWK�DQG�WKH�'HSDUWPHQW�RI�+RXVLQJ��'LVDELOLW\�DQG
&RPPXQLW\�6HUYLFHV��(6%�DQG�WKH�$&7�3ROLFH�6HUYLFHV�KDYH�XQGHUWDNHQ�WR
FRQWLQXH�WR�FRQVXOW�ZLWK�9$&7�UHJDUGLQJ�WKH�LGHQWLILFDWLRQ�RI�DSSURSULDWH
UROHV�DQG�WKH�GUDZLQJ�XS�RI�WKH�MRE�GHVFULSWLRQV��2WKHU�DJHQFLHV�DQG
'HSDUWPHQWV�KDYH�LQGLFDWHG�D�ZLOOLQJQHVV�WR�GR�VR�



op qr st

u 5HIHU�DSSURSULDWH�YROXQWHHUV�WR�RUJDQLVDWLRQV�XQGHU�WKH�VXE�SODQ��DQG�RWKHU
VXSSRUW�RUJDQLVDWLRQV��DJDLQVW�DJUHHG�MRE�GHVFULSWLRQV�DQG�FULWHULD�DQG�LVVXH
HDFK�YROXQWHHU�ZLWK�DSSURSULDWH�,'�PDWHULDO�DQG�UHIHUUDO�LQIRUPDWLRQ�DQG�WR
WUDQVSRUW�WR�VLWHV�
1RWH��:KHUH�SRVVLEOH�9$&7�ZLOO�SURYLGH�DSSURSULDWH�YROXQWHHU�VWDII��DV
UHTXHVWHG��WR�ZRUN�WR�WKH�'HSDUWPHQW�RI�(GXFDWLRQ��<RXWK�DQG�)DPLO\
6HUYLFHV��LQ�GHVLJQDWHG�YROXQWHHU�SRVLWLRQ��WR�DVVLVW�ZLWK�WKH�SURFHVV�RI
DGPLQLVWUDWLQJ�DSSHDO�IXQGV�

u $FWLYDWH�6HUYLFH�&OXE�SODQ�DQG�FRUSRUDWH�DQG�HPSOR\HH�SDUWQHUVKLSV�DV
DSSURSULDWH

u &RPPHQFH��$JUHHG�DFWLRQ�XQGHU�DQ\�SODQ�IRU�YXOQHUDEOH�SHRSOH�
u ,QIRUP�YROXQWHHUV�ZKR�DUH�GHHPHG�XQVXLWDEOH�IRU�FXUUHQW�WDVNV��UHJLVWHU�WKHVH�RQ

D�GDWD�EDVH�WR�EH�QRWLILHG�DW�D�ODWHU�GDWH�VKRXOG�VXLWDEOH�WDVNV�EH�LGHQWLILHG
u ,QIRUP�RUJDQLVDWLRQV�WKDW�YROXQWHHUV�KDYH�EHHQ�UHIHUUHG�WR�WKHP�DQG�UHTXHVW

YHULILFDWLRQ�RI�WKHLU�SODFHPHQW�
u 0RQLWRU�WKH�RUJDQLVDWLRQV�XWLOLVLQJ�VSRQWDQHRXV�YROXQWHHUV�WR�LGHQWLI\�SUREOHP

DUHDV
u 3URYLGH�D�¦9ROXQWHHU�0DQDJHPHQW�+HOS�'HVN§�IDFLOLW\�WR�PDQDJHUV�RI

YROXQWHHUV�LQ�WKH�ILHOG
u .HHS�DFFXUDWH�GDLO\�UHFRUGV�UHJDUGLQJ�YROXQWHHU�MRE�UHTXHVWV��UHIHUUDOV�DQG

SODFHPHQWV
u (YDOXDWH�WKH�SHUIRUPDQFH�RI�WKH�SODQ�SRVW�WKH�UHFRYHU\�SURFHVV�DQG�PDNH

UHFRPPHQGDWLRQV�IRU�LPSURYHPHQW�RU�DGMXVWPHQW�ZKHUH�QHFHVVDU\�

&RPPXQLFDWLRQ�DQG�5HFRUG�.HHSLQJ

9$&7�ZLOO�
v 1RPLQDWH�D�9$&7�SDLG�VWDII�PHPEHU�WR�WKH�5HFRYHU\�&RRUGLQDWRU��DXWKRULVHG

WR�VSHDN�RQ�EHKDOI�RI�9$&7
v 3URYLGH�OLVWV�RI�9$&7�FRQWDFWV�WR�WKH�5HFRYHU\�&RRUGLQDWRU
v (QVXUH�WKH�QRPLQDWHG�9$&7�PHPEHU�RQ�WKH�&RPPXQLW\�5HFRYHU\�6XE

&RPPLWWHH�GLVVHPLQDWHV�LQIRUPDWLRQ�DFURVV�9$&7



wx yz w{

| (QVXUH�WKDW�&DQEHUUD�&RQQHFW�DQG�RWKHU�UHOHYDQW�HPHUJHQF\�VHUYLFH�DQG
UHFRYHU\�SHUVRQQHO�KDYH�DOO�QHFHVVDU\�GHWDLOV�UHJDUGLQJ�WKH�ORFDWLRQ�DQG
FRQWDFW�LQIRUPDWLRQ�IRU�WKH�9ROXQWHHU�5HFHSWLRQ�&HQWUH�DQG�WKH�UHOHYDQW�VWDII

| 6XSSO\�D�VFULSW�IRU�EURDGFDVW�DQG�IRU�XVH�RI�SHUVRQQHO�DW�NH\�ORFDWLRQV�ZKHQ
FRQWDFWHG�RU�DSSURDFKHG�E\�D�SHUVRQ�ZLVKLQJ�WR�RIIHU�WKHLU�WLPH�DQG�VNLOOV�DV�D
VSRQWDQHRXV�YROXQWHHU

| ,VVXH�D�PHGLD�UHOHDVH�WR�DOO�PHGLD��YLD�DJUHHG�FKDQQHOV�XQGHU�WKH�VXE�SODQ�
UHJDUGLQJ�WKH�GHWDLOV�RI�WKH�9ROXQWHHU�5HFHSWLRQ�&HQWUH�DQG�GLUHFWLQJ
VSRQWDQHRXV�YROXQWHHUV�DSSURSULDWHO\��7KH�PHGLD�PHVVDJH�ZRXOG�DOVR�FRQWDLQ
LQIRUPDWLRQ�DERXW�WKH�FRQVHTXHQFHV�RI�FLWL]HQV�DFWLQJ�XQLODWHUDOO\�DQG
LQGHSHQGHQWO\�DV�¦XQDIILOLDWHG�YROXQWHHUV§

| ,VVXH�LQIRUPDWLRQ�DQG�LQVWUXFWLRQV�WR�SUHYLRXVO\�LGHQWLILHG�SHUVRQQHO�ZLWKLQ
DJHQFLHV�DV�WR�KRZ�WR�PDQDJH�DQG�GLUHFW�VSRQWDQHRXV�YROXQWHHUV�DV�WKH\
SUHVHQW

| (QVXUH�DOO�UHOHYDQW�LQIRUPDWLRQ�DQG�LQVWUXFWLRQV�DUH�FDUULHG�RQ�WKH�9$&7
ZHEVLWH�DQG�*R9ROXQWHHU��DQG�VXEPLW�WR�WKH�$&7�*RYHUQPHQW�ZHEVLWH�DQG
RWKHU�UHOHYDQW�PHGLD�ZHEVLWHV

| $FWLYDWH�GDWDEDVH�DW�&HQWUH
| (QVXUH�WUDQVODWRUV�DQG�VLJQHUV�DUH�OLVWHG�DQG�REWDLQHG�DV�QHFHVVDU\�
| (QVXUH�DFFXUDWH�UHFRUGV�DUH�NHSW�RI�SUHVHQWLQJ�ZDON�XS�YROXQWHHUV�E\�WKH�)LHOG

2IILFHUV�DW�NH\�ORFDWLRQV�DQG�WKDW�WKHVHV�DUH�UHOD\HG�WR�WKH�&HQWUH�
| (QVXUH�DJHQFLHV�DUH�QRWLILHG�DERXW�WKH�H[SHFWHG�DUULYDO�RI�YROXQWHHUV�EHLQJ

GHSOR\HG�E\�WKH�&HQWUH�DV�SDUW�RI�WKH�SODQ�
| 3URYLGH�VLWXDWLRQ�UHSRUWV�WR�9$&7©V�&(2�DQG�WKH�5HFRYHU\�&RRUGLQDWRU�
| 5HSRUW�DQ\�FRQFHUQV�UHJDUGLQJ�FRPPXQLFDWLRQV��RU�RWKHU�PDWWHUV��WR�WKH

5HFRYHU\�&RRUGLQDWRU�DV�VRRQ�DV�SRVVLEOH��LQFOXGLQJ�DQ\�SUREOHPV�ZLWK
VWDIILQJ�OHYHOV�RU�VWDII�IDWLJXH

| (QVXUH�DFFXUDWH�ILQDQFLDO�UHFRUGV�DUH�PDLQWDLQHG�DQG�WKDW�FHUWLILHG�DFFRXQWV�DUH
SUHVHQWHG�WR�WKH�5HFRYHU\�0DQDJHU�IRU�SD\PHQW�RI�JRRGV�SXUFKDVHG�DQG
VHUYLFHV�REWDLQHG�DW�WKH�'HSDUWPHQWV�UHTXHVW

| 3URYLGH�HYDOXDWLRQV�RI�RSHUDWLRQDO�SHUIRUPDQFH�WR�WKH�5HFRYHU\�&RRUGLQDWRU�
| 3RVW�WKH�HPHUJHQF\�DQG�UHFRYHU\�9$&7�ZLOO�HQVXUH�WKDW�DOO�YROXQWHHUV��ZKHWKHU

XWLOLVHG�RU�QRW�DUH�WKDQNHG�YLD�PDLO
| +ROG�UHFRJQLWLRQ�HYHQW�IRU�YROXQWHHUV�SRVW�HPHUJHQF\�LQ�SDUWQHUVKLS�ZLWK�RWKHU

NH\�DJHQFLHV�



} ~ �� }�

6WDII�0DQDJHPHQW

9$&7�ZLOO�
� $SSO\�9ROXQWHHULQJ�$XVWUDOLD©V�6WDQGDUGV�SHUWDLQLQJ�WR�DOO�9$&7�VWDII

PDQDJHPHQW�PDWWHUV
� (QVXUH�DOO�VWDII�DUH�DSSURSULDWHO\�VNLOOHG��WUDLQHG�DQG�EULHIHG�IRU�WKH�WDVN
� (QVXUH�DOO�SROLFLHV�DQG�SURFHGXUHV�DUH�LQ�SODFH�DQG�FOHDUO\�DUWLFXODWHG�LQ�ZULWWHQ

DQG�YHUEDO�IRUP
� (QVXUH�DSSURSULDWH�LQVXUDQFH�FRYHU�LV�LQ�SODFH
� (QVXUH�VDIH�DQG�VHFXUH�ZRUN�HQYLURQPHQW�ZLWK�DSSURSULDWH�DFFHVV
� 3URYLGH�SURSHU�VWDII�PDQDJHPHQW�WR�WKH�9ROXQWHHU�5HFHSWLRQ�&HQWUH�VWDII�DQG

DQ\�ILHOG�VWDII
� +DYH�GHEULHILQJ�DQG�FRXQVHOOLQJ�VHUYLFHV�LQ�SODFH�WR�FRYHU�WKH�VWDII�RI�WKH

9ROXQWHHU�5HFHSWLRQ�&HQWUH�WR�HQVXUH�WKDW�SDLG�VWDII�DQG�YROXQWHHUV�DUH
GHEULHIHG�GXULQJ�DQG�DIWHU�WKH�GLVDVWHU

� +DYH�LGHQWLILHG�UHOLHI�VWDII�WR�HQVXUH�VWDII�DUH�URWDWHG�DSSURSULDWHO\
� ,QIRUP�WKH�'HSDUWPHQW�RI�DQ\�SUREOHPV�ZLWK�VWDIILQJ�OHYHOV�RU�VWDII�IDWLJXH
� (QVXUH�VWDII�DUH�DSSURSULDWHO\�UHFRJQLVHG�SRVW�HYHQW�

5HFRYHU\
9$&7�ZLOO�

� $ELGH�E\�DQG�EH�FRJQLVDQW�RI�WKH�3ULQFLSOHV�RI�5HFRYHU\�0DQDJHPHQW�LQ�LWV
SURYLVLRQ�RI�VHUYLFHV�DQG�VXSSRUW�GXULQJ�WKH�UHFRYHU\�SKDVHV�


� 1RPLQDWH�D�SDLG�VWDII�PHPEHU�WR�DWWHQG�WKH�PHHWLQJV�RI�DQ\�&RPPXQLW\
5HFRYHU\�6XE�&RPPLWWHH�IRUPHG

� 3URYLGH�D�QRPLQDWHG�SHUVRQ�WR�OLDLVH�ZLWK�WKH�(YDFXDWLRQ���5HFRYHU\�&HQWUH
0DQDJHU��'(<)6��DQG�UHSUHVHQW�9$&7�RQ�ORFDO�&RPPXQLW\�5HFRYHU\
&RPPLWWHHV

� (QVXUH�9$&7�KDV�ILHOG�RIILFHUV�DYDLODEOH�DW�WKH�(YDFXDWLRQ�&HQWUHV��WKH
5HFRYHU\�&HQWUH��(6%��3ROLFH�6WDWLRQV�DQG�+HDGTXDUWHUV�DQG�RWKHU�ORFDWLRQV
DV�QHFHVVDU\�



�� �� ��

� (QVXUH�DOO�DERYH�PDWWHUV�LQ�UHODWLRQ�WR�VWDII�PDQDJHPHQW�LQFOXGLQJ�GHEULHILQJ
DQG�WKH�SHULRGLF�UHOLHI�RI�VWDII��FRQWLQXHV�GXULQJ�WKH�UHFRYHU\�SKDVH

� (QVXUH�DFFXUDWH�ILQDQFLDO�UHFRUGV�DUH�PDLQWDLQHG�DQG�WKDW�FHUWLILHG�DFFRXQWV�DUH
SUHVHQWHG�WR�WKH�5HFRYHU\�0DQDJHU�IRU�SD\PHQW�RI�JRRGV�SXUFKDVHG�DQG
VHUYLFHV�REWDLQHG�DW�WKH�'HSDUWPHQWV�UHTXHVW

/RQJ�7HUP�5HFRYHU\
� (QVXUH�9$&7�KDV�WUDLQHG�DQG�DSSURSULDWHO\�VNLOOHG�SDLG�DQG�XQSDLG�VWDII�DW�WKH

9ROXQWHHU�5HFHSWLRQ�&HQWUH�DQG�DJUHHG�ORFDWLRQ��IRU�WKH�ORQJ�WHUP�UHFRYHU\
SKDVH��RQ�WKH�DGYLFH�RI�WKH�5HFRYHU\�&RRUGLQDWRU��WR�DVVLVW�LQ�LPSOHPHQWLQJ
ORQJ�WHUP�UHFRYHU\�VWUDWHJLHV�IROORZLQJ�WKH�GLVDVWHU

� (QVXUH�DOO�PDWWHUV�LQ�UHODWLRQ�WR�WKH�PDQDJHPHQW�RI�WKH�DERYH�VWDII�DQG�WKDW�RI
WKH�VSRQWDQHRXV�YROXQWHHUV�DV�SUHYLRXVO\�GHVFULEHG�LV�FDUULHG�RXW�LQ
DFFRUGDQFH�ZLWK�WKH�VXE�SODQ�DQG�9ROXQWHHULQJ�$XVWUDOLD©V�6WDQGDUGV

� (QVXUH�DSSURSULDWH�GHEULHILQJ�DQG�UHFRJQLWLRQ�SROLFLHV�DUH�LPSOHPHQWHG�


�3ULQFLSOHV�RI�5HFRYHU\�0DQDJHPHQW
� 5HFRYHU\�IURP�GLVDVWHU�LV�DQ�HQDEOLQJ�DQG�VXSSRUWLYH�SURFHVV�ZKLFK�DOORZV

LQGLYLGXDOV��IDPLOLHV�DQG�FRPPXQLWLHV�WR�DWWDLQ�D�SURSHU�OHYHO�RI�IXQFWLRQLQJ
WKURXJK�WKH�SURYLVLRQ�RI�LQIRUPDWLRQ��VSHFLDOLVW�VHUYLFHV�DQG�UHVRXUFHV�

� (IIHFWLYH�UHFRYHU\�IURP�GLVDVWHU�UHTXLUHV�WKH�HVWDEOLVKPHQW�RI�SODQQLQJ�DQG
PDQDJHPHQW�DUUDQJHPHQWV�ZKLFK�DUH�DFFHSWHG�DQG�XQGHUVWRRG�E\�UHFRYHU\
DJHQFLHV��FRPEDW�DJHQFLHV�DQG�WKH�FRPPXQLW\�

� 5HFRYHU\�PDQDJHPHQW�DUUDQJHPHQWV�DUH�PRVW�HIIHFWLYH�ZKHQ�WKH\�UHFRJQLVH�WKH
FRPSOH[��G\QDPLF�DQG�SURWUDFWHG�QDWXUH�RI�UHFRYHU\�SURFHVVHV�DQG�WKH
FKDQJLQJ�QHHGV�RI�DIIHFWHG�LQGLYLGXDOV��IDPLOLHV�DQG�JURXSV�ZLWKLQ�WKH
FRPPXQLW\�RYHU�WLPH�

� 7KH�PDQDJHPHQW�RI�GLVDVWHU�UHFRYHU\�LV�EHVW�DSSURDFKHG�IURP�D�FRPPXQLW\
GHYHORSPHQW�SHUVSHFWLYH�DQG�LV�PRVW�HIIHFWLYH�ZKHQ�FRQGXFWHG�DW�WKH�ORFDO
OHYHO�ZLWK�WKH�DFWLYH�SDUWLFLSDWLRQ�RI�WKH�DIIHFWHG�FRPPXQLW\�DQG�D�PD[LPXP
UHOLDQFH�RQ�ORFDO�FDSDFLWLHV�DQG�H[SHUWLVH�

� 5HFRYHU\�PDQDJHPHQW�LV�PRVW�HIIHFWLYH�ZKHQ�KXPDQ�VHUYLFHV�DJHQFLHV�SOD\�D
PDMRU�UROH�LQ�DOO�OHYHOV�RI�NH\�GHFLVLRQ�PDNLQJ�ZKLFK�PD\�LQIOXHQFH�WKH�ZHOO
EHLQJ�DQG�UHFRYHU\�FDSDFLW\�RI�WKH�DIIHFWHG�FRPPXQLW\�

� 5HFRYHU\�IURP�GLVDVWHU�LV�EHVW�DFKLHYHG�ZKHUH�WKH�UHFRYHU\�SURFHVV�FRPPHQFHV
IURP�WKH�PRPHQW�RI�GLVDVWHU�LPSDFW�
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� 5HFRYHU\�SODQQLQJ�DQG�PDQDJHPHQW�DUUDQJHPHQWV�DUH�PRVW�HIIHFWLYH�ZKHUH
WKH\�DUH�VXSSRUWHG�E\�WUDLQLQJ�SURJUDPV�DQG�H[HUFLVHV�ZKLFK�HQVXUH�WKDW
UHFRYHU\�DJHQFLHV�DQG�SHUVRQQHO�DUH�SURSHUO\�SUHSDUHG�IRU�WKHLU�UROHV�

� 5HFRYHU\�IURP�GLVDVWHU�LV�PRVW�HIIHFWLYH�ZKHUH�UHFRYHU\�PDQDJHPHQW
DUUDQJHPHQWV�SURYLGH�D�FRPSUHKHQVLYH�DQG�LQWHJUDWHG�IUDPHZRUN�IRU
PDQDJLQJ�DOO�SRWHQWLDO�HPHUJHQFLHV�DQG�GLVDVWHUV�DQG�ZKHUH�DVVLVWDQFH
PHDVXUHV�DUH�SURYLGHG�LQ�D�WLPHO\��IDLU��HTXLWDEOH�PDQQHU�DQG�DUH�VXIILFLHQWO\
IOH[LEOH�WR�UHVSRQG�WR�D�GLYHUVLW\�RI�FRPPXQLW\�QHHGV���5DWLILHG�DW�WKH�����
$XVWUDOLDQ�6RFLDO�5HFRYHU\�$GPLQLVWUDWRUV�0HHWLQJ��
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&RQFOXVLRQ
7KLV�SODQ� LV� RQ� WKH�9$&7�ZHEVLWH� DQG�KDV�EHHQ� FLUFXODWHG� WR� WKH�9$&7�9ROXQWHHU
0DQDJHUV�1HWZRUN�DQG�DJHQFLHV�XQGHU�WKH�VXE�SODQ�IRU�FRPPHQW��,W�ZLOO�EH�SUHVHQWHG
WR�GHOHJDWHV�DW�WKH�DQQXDO�¦$JHQGD§�6XPPLW�DV�RQH�RI�WKH�DJUHHG�VWUDWHJLHV�XQGHU�WKH
¨$JHQGD�RQ�9ROXQWHHULQJ������WR�����©
7KH�DERYH�VWUDWHJLHV�DUH�EHLQJ�HPSOR\HG�WR�DFKLHYH�UDWLILFDWLRQ�RI�WKH�SODQ�DV�9$&7
KDV� IRXQG� WKDW� WKH� YDULRXV� VWDNHKROGHUV� DUH� QRW� UHDGLO\� DEOH� WR� DWWHQG� FRQVXOWDWLRQ
PHHWLQJV�
7KH� ILQDO� LPSOHPHQWDWLRQ�DQG�HIIHFWLYH�RI� WKH�SODQ� LV� FRQWLQJHQW�RQ� UHVRXUFHV�EHLQJ
PDGH�DYDLODEOH�WR�9$&7�WR�
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