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��WK ,QWHUQDWLRQDO�&RQIHUHQFH�RQ�:LUWVFKDIWVLQIRUPDWLN�
)HEUXDU\��������������6LHJHQ��*HUPDQ\

/HVV�&RPSOH[�WKDQ�([SHFWHG�±:KDW�5HDOO\�'ULYHV�
,7�&RQVXOWLQJ�9DOXH

6HYHULQ�2HVWHUOH���$UQH�%XFKZDOG���DQG�1LOV�8UEDFK�

� ),0�5HVHDUFK�&HQWHU��8QLYHUVLW\�RI�%D\UHXWK��%D\UHXWK��*HUPDQ\
^VHYHULQ�RHVWHUOH`#ILP�UF�GH

� &HQWHU�IRU�'LJLWDO�7UDQVIRUPDWLRQ �&'7���(%6�%XVLQHVV�6FKRRO��:LHVEDGHQ��*HUPDQ\
^DUQH�EXFKZDOG`#HEV�HGX

� ),0�5HVHDUFK�&HQWHU��8QLYHUVLW\�RI�%D\UHXWK� 3URMHFW�*URXS�%XVLQHVV�	�,QIRUPDWLRQ�
6\VWHPV�(QJLQHHULQJ�RI�)UDXQKRIHU�),7��%D\UHXWK��*HUPDQ\

^QLOV�XUEDFK`#ILP�UF�GH

$EVWUDFW� 'LJLWDOL]DWLRQ KDV�D�EURDG�LPSDFW�DQG�WKH�ULVN�RI�H[WHUQDO�GLVUXSWLRQ�LV�
RPQLSUHVHQW WKURXJKRXW�DOO�LQGXVWULHV ZKLFK�DOVR�DSSOLHV WR�,7�FRQVXOWLQJ�ILUPV��
2QH�UHVSRQVH�WR�WKLV�WKUHDW�LV�WR�XQGHUVWDQG�EHWWHU�WKH�GHWHUPLQDQWV�RI�KRZ�YDOXH�
LV�FUHDWHG�GXULQJ� WKH� MRLQW�ZRUN�RQ�DQ�,7�SURMHFW��$OWKRXJK�SUHYLRXV� OLWHUDWXUH�
RIIHUV� YDOXDEOH� VWDUWLQJ� SRLQWV� IRU� H[SODLQLQJ� YDOXH� FR�FUHDWLRQ�� QR� SUHYLRXV�
UHVHDUFK�V\QWKHVL]HV�VHUYLFH�SURYLGHU�DQG�FOLHQW�SHUVSHFWLYH�LQ�D�FRPSUHKHQVLYH�
PRGHO�DQG HPSLULFDOO\�H[SODLQV WKH�FR�FUHDWLRQ�RI� ,7 FRQVXOWLQJ�VHUYLFH�YDOXH��
:H�EXLOG�RQ�WKH�VHUYLFH�GRPLQDQW �6�'� ORJLF�DV�WKH�IXQGDPHQWDO�PHWD�WKHRU\
DQG HYDOXDWH RXU�GHGXFWLYHO\�GHULYHG� VWUXFWXUDO�PRGHO EDVHG�RQ����� FROOHFWHG�
UHVSRQVHV�IURP�,7�FRQVXOWLQJ�SURMHFWV�XVLQJ�VWUXFWXUDO�HTXDWLRQ�PRGHOLQJ��2XU�
PDMRU�ILQGLQJ�LV�WKDW�,7�FRQVXOWLQJ�VHUYLFH�YDOXH�RQO\�VHHPV�WR�EH�GHWHUPLQHG�E\�
FRQVXOWDQW FDSDELOLWLHV� 2XU� ILQGLQJV� SURYLGH� QHZ� LQVLJKWV� IRU� 6�'� ORJLF� DQG�
VHUYLFH�VFLHQFH�OLWHUDWXUH DQG�SRWHQWLDO�IRU�IXWXUH�UHVHDUFK�

.H\ZRUGV� 9DOXH��9DOXH�&R�&UHDWLRQ��6HUYLFH�'RPLQDQW�/RJLF��6HUYLFH�
6FLHQFH��,7�&RQVXOWLQJ�6HUYLFHV

� ,QWURGXFWLRQ

'LJLWDOL]DWLRQ�KDV�EHJXQ�WR�FKDQJH�WKH�UXOHV�RI�FRPSHWLWLRQ�LQ�PDQ\�LQGXVWULHV��7KH�ULVN�
RI�GLVUXSWLRQ�LV�RPQLSUHVHQW� DQG�WKH�GLJLWDO�WUDQVIRUPDWLRQ�LV�RQ�HYHU\RQH¶V�OLSV ZKLFK�
LV�ZK\�RUJDQL]DWLRQV�QHHG�WR�UHFRQVLGHU�DQG�WR�DGMXVW�WKHLU�EXVLQHVV�PRGHOV�WR UHPDLQ�
FRPSHWLWLYH� >�@�� ,Q� WKLV TXHVW� IRU�GLJLWDOL]LQJ�H[LVWLQJ�EXVLQHVV�PRGHOV� FUHDWLQJ QHZ�
RQHV��RU�WUDQVIRUPLQJ H[LVWLQJ�VHUYLFHV�DQG�SURFHVVHV� RUJDQL]DWLRQV�RIWHQ�GUDZ�XSRQ�
WKH�NQRZOHGJH�RI�FRQVXOWDQFLHV�DV�H[WHUQDO�NQRZOHGJH�SURYLGHUV DQG� WUDQVIRUPDWLRQ�
DJHQWV�ZLWK�VSHFLDOL]HG�VNLOOV DQG�UHVRXUFHV WR�PDQDJH�WKHLU�GLJLWDO�WUDQVIRUPDWLRQ >�@�
7KLV�ZD\��RUJDQL]DWLRQV�FORVHO\�LQWHUDFW�ZLWK�,7�FRQVXOWLQJ�ILUPV WR�DFKLHYH�EXVLQHVV�
YDOXH�IURP�VXFK�FR�FUHDWLRQV� ,Q�WKH�VDPH�YHLQ�WKDW�UHJXODU�RUJDQL]DWLRQV�IHHO�SUHVVXUHG�
WR�UHPDLQ�FRPSHWLWLYH��VR�GR�,7�FRQVXOWLQJ�ILUPV�>�@��:KLOH�WKHLU�IXQGDPHQWDO�EXVLQHVV�
PRGHO�KDV�QRW�FKDQJHG�IRU�PDQ\�GHFDGHV��,7�FRQVXOWLQJ�ILUPV�DUH�FXUUHQWO\�IDFLQJ�PDMRU



FKDOOHQJHV� )LUVW�� WKH� ,7� FRQVXOWLQJ� LQGXVWU\� LV� VWURQJO\� WLHG� WR� WKH� JOREDO� HFRQRPLF�
VLWXDWLRQ� ZKLFK�PHDQV�WKDW�LQ�WLPHV�RI�UHFHVVLRQ�DQG�UHVXOWLQJ�EXGJHW�FXWV DW�WKH�FOLHQWV¶�
RUJDQL]DWLRQV��FRQVXOWLQJ�DVVLJQPHQWV� IODWWHQ�RXW >�@� 6HFRQG�� ,7�FRQVXOWLQJ�VHUYLFHV�
DUH� PRVWO\� ODERU� LQWHQVLYH� DQG� UHTXLUH KLJKO\� VNLOOHG� DQG� WUDLQHG� FRQVXOWDQWV��
3DUWLFXODUO\�LQ�WKH�ILHOG�RI�GLJLWDOL]DWLRQ��,7�FRQVXOWLQJ�ILUPV�DUH�LQ�D�µZDU�IRU�WDOHQWV¶��
7KLUG� WKH� ELOOLQJ� PRGHO� EDVHG� RQ� GDLO\� RU� KRXUO\� UDWHV� SURPRWHV� RYHUVWDIIHG� DQG�
SURWUDFWHG�RIIHULQJV ZKLFK�QRZDGD\V�ZLOO�EH�UHDOL]HG�E\�FOLHQWV�WKURXJK�WKHLU�LQFUHDVHG�
H[SHULHQFH�ZLWK�FRQVXOWLQJ�RIIHULQJV� )RUWK��WKH�FOLHQW�RUJDQL]DWLRQ¶V�QHFHVVDU\�VKLIW�WR
D� PRUH� FXVWRPHU�FHQWULF� YLHZ� LV� DOVR� YDOLG� IRU� FRQVXOWLQJ� ILUPV�� 7KH� LQFUHDVLQJ�
H[SHULHQFH�RI�WKH�FOLHQWV�ZLWK�FRQVXOWLQJ�VHUYLFHV�UHLQIRUFHV�WKLV�PDMRU�FKDOOHQJH�RQFH�
DJDLQ >�@� )XUWKHUPRUH��WKH�SURJUHVV�LQ�GLJLWDOL]DWLRQ�SDYHG�WKH�ZD\�IRU�GLJLWDO�SODWIRUPV�
�H�J��� &RPDWFK�� LQ� WKH� FRQVXOWLQJ� EXVLQHVV� WKDW� EURNHU� EHWZHHQ� VXSSO\� �RI� KLJKO\�
TXDOLILHG� IUHHODQFH� FRQVXOWDQWV� ZKR� IRUPHUO\� ZRUNHG� IRU� ODUJH� FRQVXOWDQFLHV�� DQG�
GHPDQG �RUJDQL]DWLRQV�RI�GLIIHUHQW�VL]HV�UHTXLULQJ�H[WHUQDO�DGYLFH�� ,Q�DGGLWLRQ��GLJLWDO�
SODWIRUPV�RIIHU�RUJDQL]DWLRQV�WKH�RSSRUWXQLW\�WR�LQGLYLGXDOO\�DVVHPEOH WKHLU�FRQVXOWLQJ
WHDP��VR�WKDW�WKH�FRPSHWLWLRQ�FRQWLQXHV�WR�LQFUHDVH >�@�

7R�RYHUFRPH�WKH�PHQWLRQHG�FKDOOHQJHV��LW�LV�DOVR�IRU�,7�FRQVXOWDQFLHV�PRUH�HVVHQWLDO�
WKDQ�HYHU�EHIRUH�WR�XQGHUVWDQG�WKHLU�FXVWRPHUV
�QHHGV�DQG�,7�OLWHUDF\ DV�ZHOO�DV�WR�SODFH�
WKH�FOLHQWV¶�UHTXLUHPHQW�DW�WKH�FHQWHU�RI�WKHLU�DFWLYLWLHV�DQG�FUHDWH�YDOXH�IRU�WKHP� 2QO\�
D GHHSHU�XQGHUVWDQGLQJ�RI�ZKLFK�GHWHUPLQDQWV�GULYH�WKH�FOLHQW¶V�RYHUDOO�YDOXH�HQDEOHV�
LGHDO� FROODERUDWLRQ DQG� FR�FUHDWLRQ� VHWWLQJV� DQG XOWLPDWHO\� LQFUHDVHV RU� DW� OHDVW�
PDLQWDLQV WKH� ,7� FRQVXOWDQFLHV¶� VDOHV� DQG� SURILWV DQG� LV� EHQHILFLDO� WR� WKH� FOLHQW >�@�
7KHUHIRUH�� ERWK� SDUWLHV� QHHG� WR� MRLQ� WKHLU� IRUFHV� DQG� LQGLYLGXDO� FDSDELOLWLHV�
6XUSULVLQJO\��HPSLULFDO UHVXOWV�RQ� WKH�XQGHUO\LQJ�PHFKDQLVPV�EHWZHHQ�,7�FRQVXOWLQJ�
ILUPV¶ VHUYLFH�SURYLVLRQV DQG�FOLHQW YDOXH�DUH�VFDUFH� :H�FRQQHFW�WR�WKH�UHVHDUFK�VWUHDPV
RI�VHUYLFH�TXDOLW\�DQG�FXVWRPHU�VDWLVIDFWLRQ ZKLFK�LV�JURXQGHG�LQ�PDUNHWLQJ�OLWHUDWXUH�
DQG�EDVHG�RQ�WKH�GLVWLQFWLRQ�RI WHFKQLFDO�DQG�IXQFWLRQDO�TXDOLW\�WR�PHDVXUH�FXVWRPHU�
VDWLVIDFWLRQ� >H�J��� ��� �@� 7KLV� UHVHDUFK� VWUHDP� DOVR� LQFOXGHV� DSSURDFKHV� WR� PHDVXUHV�
VHUYLFH�TXDOLW\�DQG�VDWLVIDFWLRQ�ZLWK�WKH 6(5948$/ LQVWUXPHQW >�@ DQG ZDV�DGDSWHG�
DQG�XVHG�LQ�LQIRUPDWLRQ�V\VWHPV��,6� OLWHUDWXUH�>H�J�������@��+RZHYHU��DOVR�WKH�DGDSWHG�
,7�6(5948$/�LQVWUXPHQWV�FRXOG�QRW�RYHUFRPH WKH�H[LVWLQJ�FULWLFLVP�>H�J���������@�

7KH� DGYHQW� RI� WKH� 6�'� ORJLF� FDQ� EH� FRQVLGHUHG� DV� WKH� PRVW� LPSDFWLQJ� VKLIW� LQ�
PDUNHWLQJ�DQG�VHUYLFH�VFLHQFH�OLWHUDWXUH�IURP�D�ILUP� DQG�JRRGV�FHQWULF�WR�D�FXVWRPHU�
FHQWULF�SHUVSHFWLYH�>�����@��:LWKLQ�WKH�ODVW�\HDUV��UHVHDUFK�VWXGLHV DSSOLHG�WKH�6�'�ORJLF�
RQ�YDULRXV�GLVFLSOLQHV��H�J���VHUYLFH�UHFRYHU\�>H�J�����@��VHUYLFH�LQQRYDWLRQ�>H�J����������
��@��UHWDLOLQJ�>H�J�����@��WRXULVP�>H�J�����@� DQG�,6 >H�J������������@��)XUWKHUPRUH��6�'�
ORJLF�DOVR�LPSDFWHG�WKH�VHUYLFH�VFLHQFH�UHVHDUFK�VWUHDP�ZKLFK�LV� LQ�SDUWLFXODU� UHOHYDQW�
IRU�XV��7KH�IXQGDPHQWDO�XQLW�RI�DQDO\VLV�LV�VHUYLFH�V\VWHP��VXFK�DV�,7�FRQVXOWLQJ�VHUYLFH�
7KXV��ZH�FRQVLGHU�6�'�ORJLF�DV�D�PHWD�WKHRU\�>������@ LQ�ZKLFK�ZH�WKHRUHWLFDOO\�JURXQG�
RXU�ZRUN��DQG�ZH�HPEHG�RXU�ZRUN�LQ�VHUYLFH�VFLHQFH�

:H�VXEVHTXHQWO\�DQDO\]H�H[LVWLQJ�TXDQWLWDWLYH�HPSLULFDO�VWXGLHV�LQ�UHVHDUFK�VWUHDPV�
ZKLFK� PLJKW� EH� KHOSIXO� IRU� XV� $OWKRXJK� WKHUH� DUH� SUHYLRXV� HPSLULFDO� ,6� VWXGLHV�
DSSO\LQJ�6(5948$/�>H�J�������@��WKH\�WDNH�DQ�RXWGDWHG�ILUP� DQG�JRRGV�FHQWULFLW\ DQG�
WKH\� IRFXV� RQ� FXVWRPHU� VDWLVIDFWLRQ �LQVWHDG� RI� YDOXH�� 0RVW� OLWHUDWXUH� RQ� WKH�PHWD�
WKHRU\� RI� 6�'� ORJLF� DUH� FRQFHSWXDO� FRQWULEXWLRQV�� )LUVW�� WKH� FRQFHSWXDO� VWXG\� RI�



*U|QURRV� DQG�2MDVDOR� >��@ FRQFHSWXDOO\� GLVWLQJXLVK� EHWZHHQ� FXVWRPHU�LQGXFHG� DQG�
SURYLGHU�LQGXFHG�FRQWULEXWLRQV�WR�H[SODLQ�VHUYLFH�SURGXFWLYLW\��:KLOH�ZH�VHFRQG�WKHLU�
VXJJHVWLRQ� WKDW� WKH� VHUYLFH� SURYLGHU� DQG� WKH� VHUYLFH� UHFLSLHQW� FUHDWH� WKH� VHUYLFH� LQ�
LQWHUDFWLRQ� ZH� GLVDJUHH� ZLWK� WKHLU� YLHZ� WKDW� VHUYLFH� SURGXFWLYLW\� FDQ� EH� PHDVXUHG�
VROHO\�EDVHG�RQ�ILQDQFLDO�PHDVXUHV��%UHLGEDFK�HW�DO��>��@ GUDZ�XSRQ�WKH�6�'�ORJLF�DQG�
LQYHVWLJDWH� LQQRYDWLRQV� LQ� SURIHVVLRQDO� VHUYLFH� ILUPV� DFNQRZOHGJLQJ D� FXVWRPHU�
FHQWULF� SHUVSHFWLYH�� )XUWKHUPRUH�� 7DOORQ� >��@ IUDPHG� KLV� VWXG\� LQ� D� VHUYLFH� VFLHQFH�
FRQWH[W�DQG�LQYHVWLJDWHG�WKH�LPSDFW�RI�EXVLQHVV�DQG�,7�VWUDWHJ\�RQ�ILUP�SHUIRUPDQFH��
:KLOH�ERWK�FRQWULEXWLRQV SURYLGH�YDOXDEOH�WKRXJKWV�RI�YDOXH�FR�FUHDWLRQ�LQ�D�VHUYLFH�
V\VWHP��WKHLU�XQGHUO\LQJ�REMHFWLYH�GLIIHUV�

7KH�:RUN�RI�%DUUXWLD�DQG�*LOVDQ]�>��@ ZKR�H[DPLQH�HOHFWURQLF�VHUYLFH�TXDOLW\�DQG�
YDOXH�LQ�D�EXVLQHVV�WR�FRQVXPHU �%�&� H�FRPPHUFH�FRQWH[W LQVSLUHG�XV� 7KH\�VWDWH�WKDW�
³ERWK�FRQVXPHU�H[SHUWLVH�DQG�HOHFWURQLF�VHUYLFH�TXDOLW\�GLUHFWO\�DQG�SRVLWLYHO\�DIIHFW�
YDOXH�SHUFHSWLRQ´ >����S����@ DQG�LQFRUSRUDWHG�D�FRQVXPHU�DQG�ILUP�UHVRXUFHV�LQ�WKHLU�
PRGHO��:KHUHDV� WKHLU�PRGHO� DQG� WKH� LQFRUSRUDWLRQ�RI� FRQVXPHU� DQG� IRUP� UHVRXUFHV�
VHUYH�DV�D�YDOXDEOH� VWDUWLQJ�SRLQW�� WKH� LQYHVWLJDWHG�%�&�VHUYLFH�FDQQRW�EH�FRPSDUHG�
ZLWK�WKH�PRUH�FRPSOH[�,7�FRQVXOWLQJ�VHUYLFHV��&RQFOXGLQJ��DOO�SUHYLRXV�ZRUNV�QHJOHFW�
FHUWDLQ� SDUWV� FHQWUDO� WR� RXU� UHVHDUFK� REMHFWLYH�� WKH\� IRFXV� RQ�%�&�UHODWLRQVKLSV�� WKH�
XQGHUO\LQJ� REMHFWLYH� GLIIHUV�� DQG�RU� WKH� LQYHVWLJDWHG� VHUYLFHV� DUH� QRW� DSSOLFDEOH� DQG�
WUDQVIHUDEOH�WR ,7�FRQVXOWLQJ�VHUYLFHV��+HQFH��QR�YDOLGDWHG�TXDQWLWDWLYH�HPSLULFDO PRGHO�
V\QWKHVL]HG� VHUYLFH� SURYLGHU� DQG� FOLHQW� FDSDELOLWLHV� LQ� D� EXVLQHVV�WR�EXVLQHVV �%�%��
VHUYLFH� V\VWHP��7R� DGGUHVV� WKLV� UHVHDUFK� JDS��ZH� LQYHVWLJDWH WKH� IROORZLQJ� UHVHDUFK�
TXHVWLRQ��:KLFK� IDFWRUV� GHWHUPLQH� WKH� ,7� FRQVXOWLQJ� VHUYLFH� YDOXH� FRQVLGHULQJ� ERWK
FRQVXOWDQW�DQG�FOLHQW�FDSDELOLWLHV"

� 7KHRUHWLFDO�)RXQGDWLRQV

:H�JURXQG�RXU�UHVHDUFK�LQ�WKH�6�'�ORJLF�RI�9DUJR�DQG�/XVFK�>��@ DV�³SKLORVRSKLFDO�
IRXQGDWLRQ´ >����S���@��:LWK�WKH�RFFXUUHQFH RI�6�'�ORJLF��WKH�GLFKRWRP\�RI�JRRGV�DQG�
VHUYLFHV�LV�RYHUFRPH��9DUJR�DQG�/XVFK�>����S��@ GHILQH�VHUYLFH�³DV�WKH�DSSOLFDWLRQ�RI�
VSHFLDOL]HG� FRPSHWHQFHV� >«@� WKURXJK� GHHGV�� SURFHVVHV�� DQG� SHUIRUPDQFHV� IRU� WKH�
EHQHILW�RI�DQRWKHU�HQWLW\�RU�WKH�HQWLW\�LWVHOI´��+HQFH��JRRGV�UHSUHVHQW�WKH�GLVWULEXWLQJ�
PHFKDQLVP�IRU�VHUYLFHV�EHFDXVH�VHUYLFH�LV�WKH�IXQGDPHQWDO�XQLW�RI�H[FKDQJH >������@��
7DNLQJ�WKLV�LQWR�DFFRXQW��6�'�ORJLF�DVVXPHV�WKDW�³DOO�HFRQRPLHV�DUH�VHUYLFH�HFRQRPLHV´�
>����S���@ DQG�³HQWHUSULVHV�FDQQRW�GHOLYHU�YDOXH��EXW�RQO\�RIIHU�YDOXH�SURSRVLWLRQV´�>����
S��@ ZKLFK�OHDGV�WR�DQ�HQKDQFHG�FOLHQW�UROH�

0RUHRYHU��6�'�ORJLF��DV�D�PHWD�WKHRU\� FDQ�EH�VHHQ�DV�D�WKHRUHWLFDO�IRXQGDWLRQ�IRU�
VHUYLFH�VFLHQFH�>��@��0DJOLR�DQG�6SRKUHU� >����S���@ VWDWH� WKDW� WKH�³VHUYLFH�GRPLQDQW�
ORJLF�PD\�EH�WKH�SKLORVRSKLFDO�IRXQGDWLRQ�RI�VHUYLFH�VFLHQFH��DQG�WKH�VHUYLFH�V\VWHP�
PD\�EH�LWV�EDVLF�WKHRUHWLFDO�FRQVWUXFW´� 6HUYLFH�VFLHQFH�DOVR�IRFXVVHV ERWK�RQ�PXWXDO�
LQWHUDFWLRQ� EHWZHHQ� WKH� VHUYLFH� SURYLGHU� DQG� LWV� FXVWRPHUV� LQ� ZKLFK� VSHFLDOL]HG�
FRPSHWHQFHV�� VXFK� DV� NQRZOHGJH� DQG� VNLOOV �RSHUDQW� UHVRXUFHV��� DUH� H[FKDQJHG DQG�
SRVLWV�WKDW�D�VHUYLFH�³LV�D�SURFHVV�RI�DSSO\LQJ�WKH�SURYLGHU¶V�FRPSHWHQFHV��NQRZOHGJH�
DQG�VNLOOV��IRU�WKH�EHQHILW�>YDOXH@�RI��DQG�LQ�FRQMXQFWLRQ�ZLWK >YDOXH�FR�FUHDWLRQ@��WKH�



FXVWRPHU´�>����S����@��,Q�WKLV�IUDPLQJ��VHUYLFH�V\VWHPV�DUH�WKH�EDVLF�XQLW�RI�DQDO\VLV�
DQG� DUH� GHILQHG� ³DV� YDOXH�FR�FUHDWLRQ� FRQILJXUDWLRQV� RI� SHRSOH�� WHFKQRORJ\�� YDOXH�
SURSRVLWLRQV�FRQQHFWLQJ�LQWHUQDO�DQG�H[WHUQDO�VHUYLFH�V\VWHPV��DQG�VKDUHG�LQIRUPDWLRQ�
�VXFK�DV ODQJXDJH��ODZV��PHDVXUHV��DQG�PHWKRGV�´ >����S���@�

��� 9DOXH�3URSRVLWLRQV��9DOXH�&R�&UHDWLRQ��DQG�9DOXH

7KH�WHUP�YDOXH�SURSRVLWLRQ�LV�ZLGHVSUHDG�LQ�UHVHDUFK�DV�ZHOO�DV�LQ�SUDFWLFH� +RZHYHU��
VFKRODUV�UHDOL]H�WKDW�WKH�WHUP�LV�\HW�SRRUO\�GHILQHG >��@��DOVR�LQ�WKH�LQLWLDO�ZRUN�DQG�ODWHU�
UHYLVHG�ZRUNV� RI� 6�'� ORJLF >��@�� /XVFK� HW� DO�� >��@ GHVFULEH� YDOXH� SURSRVLWLRQV� DV� D�
VHUYLFH� SURYLGHU¶V� SURPLVH� LQ� ZKLFK� YDOXH�LQ�H[FKDQJH� LV� OLQNHG� WR� YDOXH�LQ�XVH��
6LPLODUO\��*U|QURRV�DQG�9RLPD�>����S����@ FRQVLGHU�YDOXH�SURSRVLWLRQV�DV�³SURPLVHV�
WKDW� FXVWRPHUV� FDQ� H[WUDFW� VRPH� YDOXH� IURP� DQ� RIIHULQJ´� +RZHYHU�� WKH� DFWXDO�
DVVHVVPHQW�RI�ZKHWKHU�WKH�VHUYLFH�SURYLVLRQ�FRQWULEXWHV�WR�WKH�FOLHQW¶V�YDOXH�LQ�IXWXUH�
XVH�FDQ�RQO\�EH�PDGH�E\�WKH�FOLHQW� 7KHUHIRUH��D�VHUYLFH�SURYLGHU�FDQQRW�JXDUDQWHH�DQ�
LQLWLDO� YDOXH� FRQWULEXWLRQ� >��@�� EXW� RQO\� PDNH� VXJJHVWLRQV� DV� WR� KRZ� WKH� FOLHQW� FDQ�
JHQHUDWH�YDOXH�WKURXJK�WKH�XVH�RI�WKH�VHUYLFH��%DUUXWLD�DQG�*LOVDQ]�>����S����@ ZKLFK�
VWDWH� WKDW� VHUYLFH SURYLGHU� DQG� VHUYLFH� UHFLSLHQW� ³VLPXOWDQHRXVO\� DFFHVV�� DGDSW�� DQG�
LQWHJUDWH�UHVRXUFHV�WR�FUHDWH�YDOXH�IRU�WKHPVHOYHV�DQG�RWKHUV´ DQG�DVVXPH�WKDW�YDOXH�LV�
DOZD\V�FR�FUHDWHG�

��� &RQVXOWLQJ�DQG�&OLHQW�&DSDELOLWLHV

&RQVXOWLQJ�VHUYLFH�LV�GHILQHG�DV�D�WLPH�OLPLWHG DFKLHYHPHQW�ZLWK�WKH�JRDO�RI�GHILQLQJ��
VWUXFWXULQJ��DQDO\]LQJ��DQG�VROYLQJ�VSHFLILF�EXVLQHVV�SUREOHPV LQWHUDFWLYHO\�ZLWK� WKH�
FOLHQW� >��@�� 'XH� WR� WKH� LQWHUDFWLYH� VHUYLFH� SURYLVLRQ DQG� WKH� NQRZOHGJH�LQWHQVLYH�
LQGXVWU\ DQG� LQ� OLQH�ZLWK�*U|QURRV�DQG�2MDVDOR� >��@� LW� LV�HVVHQWLDO� WR�FRQVLGHU�ERWK�
FRQVXOWLQJ�DQG�FOLHQW�FDSDELOLWLHV LQ�WKH�YDOXH�FR�FUHDWLRQ�SURFHVV��)XUWKHUPRUH��VHUYLFH�
VFLHQFH�GLIIHUHQWLDWHV EHWZHHQ RSHUDQW��LQWDQJLEOH��FRQWLQXRXV��G\QDPLF��DQG�RSHUDQG�
UHVRXUFHV �WDQJLEOH��VWDWLF�UHVRXUFHV���:H�GHILQHG�RSHUDQW UHVRXUFHV�DV�WKRVH�WKDW�DFW�RQ�
RSHUDQG�UHVRXUFHV�>��@��:LWKLQ�FRQVXOWLQJ�VHUYLFHV� WKH�IXQGDPHQWDO�XQLW�RI�H[FKDQJH�
LV RSHUDQW�FDSDELOLWLHV� VXFK�DV�NQRZOHGJH�DQG�VNLOOV >��@��7KXV��ZH�VROHO\� IRFXV�RQ�
RSHUDQW� UHVRXUFHV� 7R� HQVXUH� D� KLJK� FRQVXOWLQJ� YDOXH� ERWK� SDUWLHV� VKRXOG� SURYLGH�
SDUWLFXODU�VNLOOV�ZLWKLQ�WKH�SURMHFW��%RWK�SDUWLHV�QHHG�FHUWDLQ�W\SHV�RI�H[SHUWLVH��VXFK�DV�
VRFLDO� H[SHUWLVH�� WHFKQRORJLFDO� H[SHUWLVH�� DQG� IXQFWLRQDO� H[SHUWLVH� WR� PD[LPL]H� WKH�
FRQVXOWLQJ� VHUYLFH� YDOXH�� ,Q� DGGLWLRQ�� FRQVXOWDQWV� DOVR� QHHG� LQGXVWU\� H[SHUWLVH� DQG�
LQQRYDWLYHQHVV� WR� DFKLHYH� KLJK�TXDOLW\� UHVXOWV�� +RZHYHU�� ,7� FRQVXOWDQFLHV FDQ� RQO\�
SURYLGH�YDOXH�SURSRVLWLRQV�ZKLFK�FRQVLVW�RI�WKHLU�RYHUDOO�VNLOO�VHW��7KXV��ZH�LQWHJUDWH�
,7�FRQVXOWLQJ�TXDOLW\�DV�DQ�RSHUDQW�UHVRXUFH�LQ�WKH�FRQVXOWDQW�FDSDELOLWLHV��,7�FRQVXOWLQJ�
TXDOLW\�UHSUHVHQWV�WKH�RYHUDOO�SHUFHSWLRQ�RI�YDULRXV�XQGHUO\LQJ�IDFWRUV��6XPPDUL]LQJ��
WKH� DERYH� RXWOLQHG� GLIIHUHQW� W\SHV� RI� H[SHUWLVH� DV� ZHOO� DV� WKH� FRQVXOWDQW¶V�
LQQRYDWLYHQHVV� FRQWULEXWH�WR�WKH�,7�FRQVXOWLQJ�TXDOLW\ ZKLFK�LQ�WXUQ�FRQWULEXWHV WR�WKH�
RYHUDOO�,7�FRQVXOWLQJ�VHUYLFH�YDOXH�

6LPLODU�WR�WKH�FRQVXOWDQW�FDSDELOLWLHV��WKH�FOLHQW�QHHGV�WR�SURYLGH�D�SDUWLFXODU VRFLDO��
WHFKQRORJLFDO�� DQG� IXQFWLRQDO� H[SHUWLVH�� +RZHYHU�� WKH� FOLHQW� DOVR� QHHGV� VSHFLDOL]HG�



VNLOOV WR�KDQGOH�WKH�SURYLGHG�VHUYLFH >��@��$�FOLHQW�ZKR�ZRUNV RQ�D�WLPH�OLPLWHG�SURMHFW�
ZLWK� FRQVXOWDQWV� QHHGV� WR� XQGHUVWDQG� KRZ� WR� ZRUN� WRJHWKHU� ZLWK� D� FRQVXOWDQW >��@��
+HQFH��ZH�FRQVLGHU�WKH�SDVW�H[SHULHQFHV�PDGH�ZKLOH�ZRUNLQJ�ZLWK�FRQVXOWDQWV�DV�DQ�
RSHUDQW�FOLHQW�UHVRXUFH��)XUWKHUPRUH��DQ�,7 FRQVXOWLQJ�VHUYLFH�ZLOO�RQO\�FRQWULEXWH�WR�D�
FOLHQW¶V�YDOXH�LI�WKH�FOLHQW�KDV�WKH�DELOLW\�WR�UHFRJQL]H�WKH�SURYLGHG�YDOXH�DQG�H[WHUQDO�
LQIRUPDWLRQ�� DV� ZHOO� DV� WUDQVIRUP�� DVVLPLODWH�� DQG� DSSO\� LW� >��@�� 7KXV�� WKH� FOLHQW¶V�
UHTXLUHG� VNLOOV FRQWULEXWH� WR LWV DEVRUSWLYH� FDSDFLW\� ZKLFK� LQ� WXUQ� FRQWULEXWHV� WR� WKH�
RYHUDOO�,7�FRQVXOWLQJ�VHUYLFH�YDOXH� $GGLWLRQDOO\��ZH�K\SRWKHVL]H�WKDW�WKH�FROODERUDWLRQ�
RI�ERWK�SDUWLHV� LV�DQ�DGGLWLRQDO� LPSRUWDQW�GHWHUPLQDQW� WKDW�FRQWULEXWHV� WR� WKH�RYHUDOO�
FRQVXOWLQJ�VHUYLFH�YDOXH DQG�GLVSOD\V�WKH�FR�FUHDWLRQ�RI�WKH�FRQVXOWDQW�DQG�WKH�FOLHQW��$�
SUHUHTXLVLWH� IRU� FRQVXOWLQJ� VHUYLFHV� LV� WKH� H[FKDQJH� RI� NQRZOHGJH� DQG� LQIRUPDWLRQ�
EHWZHHQ� WKH�FRQVXOWDQW�DQG� WKH�FOLHQW�DV�ZHOO�DV�D� WUXVWZRUWK\�DQG�FRXUWHRXV�ZD\�RI�
FROODERUDWLQJ >��@�� 7KHVH VRFLDO� UHVRXUFHV� FRPSULVH� IRU� LQVWDQFH LQWHUSHUVRQDO� WUXVW��
NQRZ�KRZ�H[FKDQJH��UHODWLRQVKLS�SURQHQHVV� DQG�VRFLDO�VNLOOV��:H�VXJJHVW�WKDW HDFK�RI�
WKH�SDUWLHV¶ VRFLDO�H[SHUWLVH�GHWHUPLQHV WKH�FROODERUDWLRQ�TXDOLW\�ZKLFK�LQ�WXUQ�GLUHFWO\�
LQIOXHQFHV�WKH�RYHUDOO�FRQVXOWLQJ�VHUYLFH�YDOXH�

� &RQFHSWXDO�'HYHORSPHQW

$IWHU�KDYLQJ�GHVFULEHG�WKH�WKHRUHWLFDO�IRXQGDWLRQV�DQG�LGHQWLILHG�SUHYLRXV�ZRUNV�UHODWHG�
WR� FRQVXOWLQJ� VHUYLFH� YDOXH��ZH� QRZ�GHULYH�RXU�K\SRWKHVHV� WR� H[SODLQ� WKH�YDOXH� FR�
FUHDWLRQ� EHWZHHQ� ,7� FRQVXOWDQFLHV� DQG� FOLHQWV�� 2XU� UHVHDUFK DLPV� DW� H[SODLQLQJ� DQG�
PHDVXULQJ� FRQVXOWLQJ� VHUYLFH� YDOXH� E\� ERWK� FOLHQW� DQG� FRQVXOWDQW� FDSDELOLWLHV�
7KHUHIRUH�� ZH� EXLOW� RQ� 2HVWHUOH� HW� DO�� >��@ LQ� ZKLFK� ZH� GHGXFWLYHO\� GHULYHG� D�
SUHOLPLQDU\�FRQFHSWXDO�PRGHO��:KHUHDV� WKH�SUHYLRXVO\�SXEOLVKHG�DUWLFOH� VHUYHG�DV�D�
YDOXDEOH�VWDUWLQJ�SRLQW��ZH�PRGLILHG�WKH�SUHYLRXV�PRGHO�E\�LQFOXGLQJ�WKH�FRQFHSW�RI�
DEVRUSWLYH� FDSDFLW\� >��@ DQG� E\� H[WHQGLQJ� WKH� PRGHO� ZLWK� DGGLWLRQDO� DQWHFHGHQWV��
,QYHVWLJDWLQJ�WKH�YDOXH�FR�FUHDWLRQ�LQ�WKH�FRQVXOWLQJ�LQGXVWU\��ZH�IRFXV�RQ�WKH�SURMHFW�
OHYHO�DQG�H[DPLQH WKH�FRQVXOWLQJ�VHUYLFH�YDOXH�WKDW�HPHUJHV�IURP�WKH�PXWXDO�ZRUN�RI�
DQ ,7� FRQVXOWDQF\� DQG� LWV� FOLHQW� RQ� D� SURMHFW� OHYHO� $V� LQWURGXFHG� LQ�RXU� WKHRUHWLFDO�
IRXQGDWLRQ��ZH�IROORZ�WKH�GLVWLQFWLRQ�RI�%DUUXWLD�DQG�*LOVDQ]�>��@ DQG�LQWHJUDWH�ERWK�
FOLHQW� DQG� FRQVXOWDQW� FDSDELOLWLHV� WR� FDSWXUH� WKH� FR�FUHDWLRQ� SURFHVV� ZLWKLQ� WKH�
FRQVXOWLQJ�LQGXVWU\� :H�LQFRUSRUDWH�FROODERUDWLRQ�TXDOLW\ DV�DQ�DGGLWLRQDO�GHWHUPLQDQW�
RI�RXU�GHSHQGHQW�YDULDEOH��2XU�GHSHQGHQW�YDULDEOH�LV�WKH�FRQVXOWLQJ�VHUYLFH�YDOXH�ZKLFK�
LV�WKH�RYHUDOO�DVVHVVPHQW�RI�PXOWLSOH�IDFWRUV��PRQHWDU\�DQG�QRQ�PRQHWDU\��DQG�HPHUJHV�
GXULQJ�WKH�XVH�RI�WKH�SURYLGHG�VHUYLFH >��@�

7KH� ILUVW�GHWHUPLQDQW� WKDW� LQIOXHQFHV� WKH�FRQVXOWLQJ� VHUYLFH�YDOXH� LV�FROODERUDWLRQ�
TXDOLW\�ZKLFK�LQ�WXUQ�LV�LQIOXHQFHG�E\�FRQVXOWDQW�DQG�FOLHQW�FDSDELOLWLHV��,W UHIHUV�WR�WKH�
H[WHQW�WR�ZKLFK�DW�OHDVW�WZR�HQWLWLHV�RI�WKH�,7�FRQVXOWDQF\�DQG�WKH�FOLHQW�ZRUNHG MRLQWO\�
DQG�FRRUGLQDWHG�WRJHWKHU�>��@��7KXV��FROODERUDWLRQ�FRQVLVWV�RI�SHUVRQDO�LQWHUDFWLRQV�DQG�
UHODWLRQV�EHWZHHQ�FRQVXOWDQWV�DQG�FOLHQWV�DV�ZHOO�DV�FROODERUDWLQJ�DVSHFWV�OLNH�UHVSHFW�
DQG� IULHQGOLQHVV� >��@��7KH� EHWWHU� WKHVH� TXDOLWLHV�� WKH� VWURQJHU� DUH� WKH� WLHV� EHWZHHQ� D�
FRQVXOWDQW�DQG�LWV�FOLHQW��DQG�WKXV��D�KLJKHU�YDOXH�HPHUJHV >��@��+HQFH��ZH�K\SRWKHVL]H�
+���&ROODERUDWLRQ�TXDOLW\�KDV�D�SRVLWLYH�LPSDFW�RQ�,7�FRQVXOWLQJ�VHUYLFH�YDOXH�



��� &RQVXOWDQW�&DSDELOLWLHV

7KH�FRQVXOWDQW�VKRXOG�SURYLGH�KLJK�FRQVXOWLQJ�VNLOOV�WR�DGGUHVV�DOO�UHOHYDQW�WDVNV�LQ�D�
VWUXFWXUHG�DQG�FRPSUHKHQVLEOH�ZD\�DV�ZHOO�DV�SUDFWLFDO UHVHDUFK�WHFKQLTXHV�DSSOLFDEOH�
WR� WKH� VSHFLILF� SURMHFW�� :H� GHILQH� ,7� FRQVXOWLQJ� TXDOLW\� DV� WKH� H[WHQW� WR� ZKLFK D�
FRQVXOWDQW�KDV�H[SHUW�NQRZOHGJH�LQ�UHTXLUHG�SURMHFW�VNLOOV�VXFK�DV�V\VWHPDWLF�DSSURDFK��
VWDWLVWLFDO� DQDO\VLV�� SURMHFW� DQG� FKDQJH� PDQDJHPHQW�� GHYHORSPHQW� RI� VXUYH\V�� RU�
VRIWZDUH�HQJLQHHULQJ�>��@��7KH�QHFHVVDU\ FRQVXOWLQJ�VNLOOV�FDQ�YDU\�LQ�HDFK�SURMHFW� ,W�
LV�WKH�FRQVXOWDQW¶V�WDVN�WR�DVVHVV�ZKLFK�VNLOO�VHW�LV�EHVW�IRU�WKH�SURMHFW�WR�DFKLHYH�D�KLJK�
FRQVXOWLQJ�VHUYLFH�YDOXH��+HQFH��ZH�VWDWH�
+���,7�&RQVXOWLQJ�TXDOLW\�KDV�D�SRVLWLYH�LPSDFW�RQ�,7�FRQVXOWLQJ�VHUYLFH�YDOXH�

)XUWKHUPRUH�� WKH� ,7� FRQVXOWLQJ� TXDOLW\ GHSHQGV RQ� WKH� FRQVXOWDQWV¶� LQGXVWU\�
NQRZOHGJH�� &RQVXOWDQWV� ZLWK� KLJK� LQGXVWU\� H[SHUWLVH� EHWWHU� XQGHUVWDQG� WKH� VSHFLILF�
QHHGV�RI�WKH�FOLHQW�DQG�KDYH�D�WKRURXJK�XQGHUVWDQGLQJ�RI�KRZ�EXVLQHVV�LV�FRQGXFWHG�LQ�
WKH�FOLHQW�LQGXVWU\�>��@��:H�GHILQH�LQGXVWU\�H[SHUWLVH�DV�WKH�H[WHQW�WR�ZKLFK�D�FRQVXOWDQW�
SRVVHVVHV�H[SHUW�NQRZOHGJH�LQ�WKH�GRPDLQ RI�WKH�FOLHQW��:H�K\SRWKHVL]H�
+���,QGXVWU\�H[SHUWLVH�KDV�D�SRVLWLYH�LPSDFW�RQ�,7�FRQVXOWLQJ�TXDOLW\�

0RUHRYHU��FRQVXOWDQWV DOVR�QHHG WHFKQRORJLFDO�H[SHUWLVH��(VSHFLDOO\�LQ�OLJKW�RI�WKH�
RQJRLQJ�GLJLWDOL]DWLRQ��WKHUH�DUH�RQO\�D�IHZ�FRQVXOWLQJ�SURMHFWV�ZKLFK�GR�QRW�LQFOXGH�
WHFKQRORJ\� LVVXHV ZKLFK VWUHVVHV� WKH� LPSRUWDQFH� RI� FRQVXOWDQWV� SRVVHVVLQJ�
WHFKQRORJLFDO�VNLOOV��7KH�FRQWUDFWLQJ�RI�D�FRQVXOWDQW�VHHPV�WR�EH�DQ�HDV\�ZD\�IRU�FOLHQWV�
WR�JHW�DFFHVV�WR�QHZ�WHFKQRORJLHV��:H�GHILQH�WHFKQRORJLFDO�H[SHUWLVH�DV�WKH�H[WHQW�WR�
ZKLFK�D�FRQVXOWDQW�SRVVHVVHV�H[SHUW�NQRZOHGJH� LQ� WHFKQRORJ\�DQG�UHODWHG�DUHDV� >��@
ZKLFK�IDFLOLWDWHV�WKH�RYHUDOO�,7�FRQVXOWLQJ�TXDOLW\��:H�K\SRWKHVL]H�
+���7HFKQRORJLFDO�H[SHUWLVH�KDV�D�SRVLWLYH�LPSDFW�RQ�,7�FRQVXOWLQJ�TXDOLW\�

&RQVXOWDQWV� DOVR� QHHG� IXQFWLRQDO� H[SHUWLVH� WR� FRPSOHWH� FRQVXOWLQJ� SURMHFWV
VXFFHVVIXOO\��&RQVXOWLQJ�SURMHFWV�UHTXLUH�D�KHWHURJHQHRXV�VHW�RI�H[SHUW�NQRZOHGJH��:H�
IROORZ�WKH�GHILQLWLRQ�RI�+RIIPDQ�>����S���@ ZKR�GHILQHV�D� IXQFWLRQDO�H[SHUW�DV�³RQH�
ZKR� KDV� VSHFLDO� VNLOOV� RU� NQRZOHGJH� GHULYHG� IURP� H[WHQVLYH� H[SHULHQFH� ZLWK�
VXEGRPDLQV´� +HQFH��ZH�K\SRWKHVL]H�
+��� )XQFWLRQDO� H[SHUWLVH� RI� WKH� FRQVXOWDQW� KDV� D� SRVLWLYH� LPSDFW� RQ� ,7� FRQVXOWLQJ�
TXDOLW\�

:LWKLQ�WKH�FRQVXOWLQJ�LQGXVWU\��FOLHQWV�UHO\�RQ�FRQVXOWDQWV�WR�ILJXUH�RXW�QHZ�ZD\V�RI�
GHDOLQJ�ZLWK�D�VSHFLILF�LVVXH��(VSHFLDOO\�LQ� WKH�OLJKW�RI�WKH�GLJLWL]DWLRQ�RI�VHUYLFHV��D�
FHUWDLQ�OHYHO�RI�LQQRYDWLYH�DSSURDFKHV�LV�QHFHVVDU\��:H�GHILQH�LQQRYDWLYHQHVV�DV�WKH�
GHJUHH�WR�ZKLFK�FRQVXOWDQWV�SURYLGH�DQ�LQQRYDWLYH�DQG�QRYHO�VHUYLFH�DQG�DUH DEOH�WR�
LQIOXHQFH�WKH�FOLHQW�RUJDQL]DWLRQ SRVLWLYHO\ >��@��+HQFH��ZH�K\SRWKHVL]H�
+���,QQRYDWLYHQHVV�RI�WKH�FRQVXOWDQW�KDV�D�SRVLWLYH�LPSDFW�RQ�,7�FRQVXOWLQJ�TXDOLW\�

)LQDOO\��ZH�GHILQH�VRFLDO�H[SHUWLVH�RI�WKH�FRQVXOWDQW�DV�³LQWHUSHUVRQDO�SHUFHSWLYHQHVV�
DQG� WKH� FDSDFLW\� WR� DGMXVW� RQH¶V� EHKDYLRU� WR� GLIIHUHQW� VLWXDWLRQDO� GHPDQGV� DQG� WR�
HIIHFWLYHO\�LQÀXHQFH�DQG�FRQWURO�WKH�UHVSRQVHV�RI�RWKHUV´�>����S�����@��7KLV�FRQFOXVLRQ�
DOVR�UHPDLQV�YDOLG�LQ�D�%�% FRQWH[W��:LWKLQ�D FRQVXOWLQJ�SURMHFW��WKHUH�DUH�YDULRXV�W\SHV�
RI� DFWRUV�ZLWK�GLIIHUHQW� NLQGV�RI� H[SHUWLVH DQG DWWLWXGHV��+HQFH�� WKH� FRQVXOWDQW�PXVW
FRSH�DQG�FROODERUDWH�ZLWK�DOO�RI�WKHP�WR�VXFFHVVIXOO\�FRPSOHWH�WKH�SURMHFW��7KXV��VRFLDO�
H[SHUWLVH�ZLOO�IDFLOLWDWH�WKH�TXDOLW\�RI�WKH�FROODERUDWLRQ�DQG�IXUWKHUPRUH�FRQWULEXWH�WR



WKH�,7�FRQVXOWLQJ�TXDOLW\��7KHUHIRUH��ZH�K\SRWKHVL]H�
+���6RFLDO�H[SHUWLVH�RI�WKH�FRQVXOWDQW�KDV�D�SRVLWLYH�LPSDFW�RQ�,7�FRQVXOWLQJ�TXDOLW\�
+���6RFLDO�H[SHUWLVH�RI�WKH�FRQVXOWDQW�KDV�D�SRVLWLYH�LPSDFW�RQ�FROODERUDWLRQ�TXDOLW\�

6XPPDUL]LQJ�� ZH� K\SRWKHVL]H� WKDW� WKH� GHWHUPLQDQWV� LQWURGXFHG� DERYH� SRVLWLYHO\�
LQIOXHQFH�WKH�FOLHQW¶V�SHUFHSWLRQ�RI�WKH�RYHUDOO�,7�FRQVXOWLQJ�TXDOLW\�

��� &OLHQW�&DSDELOLWLHV

:H QRZ�LQWURGXFH� WKH�FOLHQW�FDSDELOLWLHV� WKURXJK�ZKLFK� WKH�FRQVXOWLQJ�VHUYLFH�YDOXH�
HPHUJHV�� 6RPH� GHWHUPLQDQWV� RI� WKH� FOLHQW� FDSDELOLWLHV� DUH� VLPLODU� WR� WKH� FRQVXOWDQW�
FDSDELOLWLHV�EXW�DUH�DVVHVVHG�IURP�WKH�FOLHQW¶V�SHUVSHFWLYH �VRFLDO�� WHFKQRORJLFDO��DQG�
IXQFWLRQDO�H[SHUWLVH���$OVR� ZH� LQFOXGH� WKH�GHWHUPLQDQWV�H[SHULHQFH�ZLWK�FRQVXOWDQWV�
DQG�WKH�FOLHQW¶V�DEVRUSWLYH�FDSDFLW\�

$EVRUSWLYH�FDSDFLW\�LV�D�ILUP¶V�DELOLW\�WR�LGHQWLI\��DVVLPLODWH��WUDQVIRUP��DQG�DSSO\�
YDOXDEOH�H[WHUQDO�NQRZOHGJH >��@ ZKLFK�LV�DOVR�DSSOLFDEOH�WR�FRQVXOWLQJ�VHUYLFHV��7KH�
FOLHQW KDV� WR� EH� DEOH� WR� LGHQWLI\�� DVVLPLODWH�� WUDQVIRUP�� DQG� DSSO\ WKH FRQVXOWDQW¶V�
H[WHUQDO�NQRZOHGJH��DV�VHHQ�E\�WKH�FOLHQW��WR�FUHDWH�YDOXH��7KHUHIRUH��ZH�K\SRWKHVL]H�
+���$EVRUSWLYH�FDSDFLW\�KDV�D�SRVLWLYH�LPSDFW�RQ�,7�FRQVXOWLQJ�VHUYLFH�YDOXH�

7KH�FOLHQW¶V�VRFLDO�H[SHUWLVH��ZKLOH�VLPLODU�WR�WKH�FRQVXOWDQW�FDSDELOLWLHV��WDNHV�WKH�
FOLHQW¶V�SHUVSHFWLYH��$FFRUGLQJ�WR�)HUULV�HW�DO��>����S�����@��VRFLDO�H[SHUWLVH�LV�GHILQHG�
DV� WKH� ³LQWHUSHUVRQDO� SHUFHSWLYHQHVV� DQG� WKH� FDSDFLW\� WR� DGMXVW� RQH¶V� EHKDYLRU� WR�
GLIIHUHQW�VLWXDWLRQDO�GHPDQGV�DQG�WR�HIIHFWLYHO\�LQÀXHQFH�DQG�FRQWURO�WKH�UHVSRQVHV�RI�
RWKHUV´�� ,Q� WKH� VDPH� YHLQ�� FOLHQW� HPSOR\HHV� KDYH� WR� ZRUN� MRLQWO\� WRJHWKHU� ZLWK�
FRQVXOWDQWV�� 7KHVH� VNLOOV�ZLOO� DOVR� KHOS� FOLHQWV� WR� FRQGXFW� EXVLQHVV�ZLWK� FRQVXOWDQWV�
MRLQWO\�DQG�DEVRUE�WKH�SURYLGHG�VROXWLRQV��+HQFH��ZH�K\SRWKHVL]H��
+���� 6RFLDO� H[SHUWLVH� RI� WKH� FOLHQW� KDV� D� SRVLWLYH� LPSDFW� RQ� FROODERUDWLRQ� TXDOLW\�
+����6RFLDO�H[SHUWLVH�RI�WKH�FOLHQW�KDV�D�SRVLWLYH�LPSDFW�RQ�DEVRUSWLYH�FDSDFLW\�

/LNH WKH� FRQVXOWDQW¶V� WHFKQRORJLFDO� H[SHUWLVH�� DOVR� FOLHQWV� QHHG� WR� SURYLGH�
WHFKQRORJLFDO�H[SHUWLVH��2WKHUZLVH��WKH�FOLHQW�GRHV�QRW�KDYH�WKH�DELOLWLHV�WR�DEVRUE�WKH�
H[WHUQDOO\ SURYLGHG� NQRZOHGJH >��@�� 7KH� FOLHQW� QHHGV� WHFKQRORJLFDO� H[SHUWLVH� WR�
HYDOXDWH� LI� WKH� SURYLGHG� VHUYLFH� LV� DSSOLFDEOH� DQG� YDOXDEOH�� 7KHUHIRUH�� ZH� SURSRVH�
+����7HFKQRORJLFDO�H[SHUWLVH�KDV�D�SRVLWLYH�LPSDFW�RQ�DEVRUSWLYH�FDSDFLW\�

/LNH WKH� FRQVXOWDQW¶V� IXQFWLRQDO� H[SHUWLVH�� WKH� FOLHQW� QHHGV WR� XQGHUVWDQG DOO�
IXQFWLRQDO�DVSHFWV�RI�WKH�SURMHFW�DQG�SURYLGH�H[SHUW�NQRZOHGJH��'XH�WR�WKH�LQWHUDFWLYH�
VHUYLFH�SURYLVLRQ�� WKH�FOLHQW� UHTXLUHV� WKHVH� VNLOOV� WR�DVVHVV� LI� WKH�H[WHUQDOO\�SURYLGHG�
VHUYLFH� ILWV� LQWR� WKH� FOLHQW� FRPSDQ\� DQG� LV� EHQHILFLDO >��@�� +HQFH�� ZH� FRQFOXGH�
+����)XQFWLRQDO�H[SHUWLVH�KDV�D�SRVLWLYH�LPSDFW�RQ�DEVRUSWLYH�FDSDFLW\�

%HVLGHV��ZH�DOVR� LQWHJUDWH� WKH�GHWHUPLQDQW�H[SHULHQFH�ZLWK�FRQVXOWDQWV ZKLFK�ZH�
GHILQH� DV� WKH� H[WHQW� WR� ZKLFK� FOLHQW� SURMHFW� PHPEHUV� KDYH� GHYHORSHG� HPSLULFDO�
NQRZOHGJH�EDVHG�RQ�SDVW� LQWHUDFWLRQV�ZLWK�FRQVXOWDQWV��7KLV�GHWHUPLQDQW� LV� YLWDO IRU�
FOLHQWV� VLQFH� LW� UHIOHFWV� WKH OHDUQLQJ� SURFHVV� RI� KRZ� WR� LQWHUDFW�� JRYHUQ�� MXGJH�� DQG�
WUDQVIRUP�WKH�UHODWLRQVKLS�ZLWK�FRQVXOWDQWV >��@��+HQFH��ZH�K\SRWKHVL]H�
+����([SHULHQFH�ZLWK�FRQVXOWDQWV�KDV�D�SRVLWLYH�LPSDFW�RQ�DEVRUSWLYH�FDSDFLW\�



� 5HVHDUFK�0HWKRG

7R�DQDO\]H�RXU�PRGHO��ZH�RSWHG�IRU�TXDQWLWDWLYH�HPSLULFDO�PHWKRGV�IRU�RXU�UHVHDUFK�
SURMHFW� EHFDXVH�RI� WKHLU� DGYDQWDJH� UHJDUGLQJ� VWDWLVWLFDO� JHQHUDOL]DWLRQ� >��@ DQG�XVHG�
VWUXFWXUDO� HTXDWLRQ� PRGHOLQJ�� 7KH� RQOLQH� TXHVWLRQQDLUH� KDG� WKH� DGYDQWDJH� WKDW�
UHVSRQGHQWV�ZHUH�PRUH�OLNHO\�WR�VWDWH�WKHLU�WUXH�XQELDVHG�RSLQLRQ�FRPSDUHG�WR�D�IDFH�
WR�IDFH�LQWHUYLHZ��7R�HPSLULFDOO\�YDOLGDWH�RXU�WKHRUHWLFDO�PRGHO��ZH�KDG�WR�GHYHORS�D�
VXLWDEOH�VXUYH\�LQVWUXPHQW�

��� &RQVWUXFW�2SHUDWLRQDOL]DWLRQ

:KLOH�H[LVWLQJ�PHDVXUHPHQW� VFDOHV�VHUYHG�DV�D�JRRG�VWDUWLQJ�SRLQW��ZH�KDG� WR�DGDSW�
WKHP�LQ�ZRUGLQJ� ODQJXDJH��DQG�IRUPDOLW\� ,Q�WKH�FDVHV�WKDW�QR�VXLWDEOH�PHDVXUHPHQW�
VFDOHV�ZHUH�IRXQG RU GLG�QRW�ILW�WR�RXU�FRQWH[W��ZH�GHYHORSHG�DGGLWLRQDO�LWHPV��$IWHU�D�
ILUVW�DQDO\VLV�RI�WKH�LQLWLDO�LWHP SRRO��ZH�VKRUWHQHG�RXU�ORQJ�OLVW DQG FRQWLQXHG�ZLWK�WKH�
UHVXOWLQJ� LWHP SRRO�� $IWHU� KDYLQJ� DGMXVWHG� WKH� UDZ� LWHPV� LQ� VHYHUDO� URXQGV� ZH�
FRQGXFWHG�WZR�URXQGV�RI�FDUG�VRUWLQJ�SURFHGXUHV SURSRVHG�E\�0RRUH�DQG�%HQEDVDW�>��@
WR�DVVHVV�WKH�FRQVWUXFW�YDOLGLW\� ,Q WKH�ILUVW�URXQG��ZH�DFKLHYHG�D�VDWLVI\LQJ�RYHUDOO�KLW�
UDWLR�RI���������+RZHYHU��WKH�VSUHDG�RI�WKH�FRQWLQXXP�ZDV�TXLWH�EURDG��VR�WKDW ZH�KDG�
WR�VKDUSHQ�DQG�WR�HODERUDWH�RQ�VRPH�FRQVWUXFW�GHILQLWLRQV�DQG�LWHPV��$IWHU�D�WKRURXJK�
UHYLVLRQ� RI� WKH� LWHPV�ZLWK� WKH� ORZHVW� VFRUHV� DQG� WKH� KLJKHVW� FURVV�ORDGLQJV� DQG� WKH�
FRQVWUXFW�GHILQLWLRQV��ZH�FRQGXFWHG�D�VHFRQG�URXQG�RI�FDUG�VRUWLQJ�SURFHGXUH� :LWK�DQ�
RYHUDOO�KLW�UDWLRQ�RI������� LQ�WKH�VHFRQG�FDUG�VRUWLQJ�URXQG��WKH�VFRUH�RI�WKH�UHYLVHG�
PHDVXUHPHQW� PRGHO� ZDV� VDWLVI\LQJ�� $IWHU� KDYLQJ� VXFFHVVIXOO\� GHYHORSHG� WKH�
PHDVXUHPHQW� LQVWUXPHQW��ZH� FRQGXFWHG� D� SUH�WHVW� ZLWK� ��� SDUWLFLSDQWV� �UHVHDUFKHUV��
FRQVXOWDQWV��FOLHQWV��ZKLFK�VKRZHG�QR�QHHG�IRU�IXUWKHU�DFWLRQ� :H�PHDVXUHG�DOO�LWHPV�
ZLWK�D�VHYHQ�SRLQW�/LNHUW�VFDOH�UDQJLQJ�IURP�µVWURQJO\�GLVDJUHH¶ WR µVWURQJO\�DJUHH¶�

��� 'DWD�&ROOHFWLRQ

+DYLQJ GHYHORSHG�RXU�VXUYH\�LQVWUXPHQW��ZH�SURFHHGHG�ZLWK�WKH�GDWD�FROOHFWLRQ� 2XU�
WDUJHW�SRSXODWLRQ�ZHUH�FRQVXOWDQWV�DQG�HPSOR\HHV�ZKR�ZHUH�MRLQWO\�ZRUNLQJ�RQ DQ ,7�
SURMHFW RU�DQ�,7�UHODWHG�SURMHFW��:H XVHG�WKH�FRQYHQLHQFH�VDPSOLQJ�DSSURDFK�ZKHQ�ZH
DSSURDFKHG� SRWHQWLDO� SDUWLFLSDQWV� LQ� RXU SURIHVVLRQDO� EXVLQHVV� QHWZRUNV� ZLWK� DQ�
LQGLYLGXDO� HPDLO� LQFOXGLQJ� D� SHUVRQDOL]HG� OLQN� IRU� SDUWLFLSDWLRQ�� 7KH� LQYLWDWLRQ�
FRQWDLQHG�D�VKRUW�GHVFULSWLRQ�RI�RXU�UHVHDUFK�HQGHDYRU�DV�ZHOO�DV�WKH�DVVXUDQFH�WKDW�ZH�
ZLOO�KDQGOH�DOO�JDWKHUHG�GDWD�FRQILGHQWLDOO\��7KH�VXUYH\�SHULRG�ODVWHG�IRXU�ZHHNV� 7KH�
VXUYH\� ZDV� SURYLGHG� LQ� (QJOLVK� WR� DSSO\� WR D� KLJK� QXPEHU� RI� SDUWLFLSDQWV� $OO
SDUWLFLSDQWV� DQVZHUHG� WKH� FRPSOHWH� TXHVWLRQQDLUH� DQG� WKHUHIRUH�� DVVHVVHG� RZQ�
FDSDELOLWLHV�� WKH� SURMHFW� SDUWQHU¶V� FDSDELOLWLHV�� WKH� FROODERUDWLRQ� TXDOLW\�� DQG� WKH�
FRQVXOWLQJ�VHUYLFH�YDOXH�DFFRUGLQJ�WR�WKHLU�SHUVSHFWLYH�

� :H�SURYLGH�WKH�ILQDO PHDVXUHPHQW�PRGHO RQOLQH�
KWWSV���ZZZ�GURSER[�FRP�V�H���TR�JFWH�MD��:,����VXE�SGI"GO �



����SDUWLFLSDQWV ZHUH�LQYLWHG� DQG ����IXOO\�FRPSOHWHG�WKH�TXHVWLRQQDLUH��2I�WKH�����
SDUWLFLSDQWV�����ZHUH�FRQVXOWDQWV�DQG����FOLHQWV DQG�ZHUH�PDLQO\�ORFDWHG�LQ�WKH�*HUPDQ�
VSHDNLQJ�DUHD��0RVW�RI WKH�SURMHFWV�KDG�RQH�WR�ILYH�IXOO�WLPH�HTXLYDOHQWV�DQG�DOVR�RQH�
WR� ILYH� FRQVXOWDQWV� ZRUNLQJ� RQ� WKH� SURMHFW�� 7KH FOLHQW� SDUWLFLSDQWV� FDQ� EH� PRVWO\�
DVVLJQHG� WR� KLJKHU�PDQDJHPHQW�� DQG� WKH� FRQVXOWDQW SDUWLFLSDQWV ZHUH�PDLQO\� VHQLRU�
FRQVXOWDQWV�RU�DERYH��7KH�FOLHQW�UROH�ZLWKLQ�WKH�SURMHFWV�FDQ�EH�FRQVLGHUHG�DV�SURMHFW�
PDQDJHUV�DQG�FDQ�EH�DVVLJQHG�WR� WKH�DUHD�RI�,7��0RVW RI�WKH�FOLHQW�SDUWLFLSDQWV�ZHUH�
IURP�WKH�FRQVXPHU�JRRGV�LQGXVWU\����������IROORZHG�E\�WKH�ILQDQFLDO�VHUYLFH�LQGXVWU\�
��������� DQG� PDQXIDFWXULQJ� ��������� 5HJDUGLQJ� WKH� FRQVXOWDQFLHV�� ������ ZHUH� ,7�
FRQVXOWDQFLHV�� IROORZHG� E\� ,7� PDQDJHPHQW� FRQVXOWDQFLHV �������� ������ RI� WKH�
SDUWLFLSDQWV�KDG�D�UHODWLRQVKLS�DERYH�WZR�\HDUV ZLWK�WKHLU�SURMHFW�SDUWQHU�

� 'DWD�$QDO\VLV�DQG�5HVXOWV

)LUVW�� WR� DVVHVV� RXU� PHDVXUHPHQW� PRGHO�� ZH� WHVWHG� IRU� XQLGLPHQVLRQDOLW\�� LQWHUQDO�
FRQVLVWHQF\�� LQGLFDWRU� UHOLDELOLW\�� FRQYHUJHQW� YDOLGLW\�� DQG� GLVFULPLQDQW� YDOLGLW\� >����
��@� 7R�PHDVXUH XQLGLPHQVLRQDOLW\��ZH�FRQGXFWHG�DQ�H[SORUDWRU\�IDFWRU�DQDO\VLV��()$��
XVLQJ�6366����ZLWK�D�SULQFLSDO�FRPSRQHQW�DQDO\VLV�LQ�FRPELQDWLRQ�ZLWK�WKH�9DULPD[�
URWDWLRQ��$OO�RI�WKH�LGHQWLILHG�IDFWRUV�KDG�DQ�(LJHQYDOXH�DERYH�����DQG�ORDGHG�RQ�WKHLU�
FRUUHVSRQGLQJ� IDFWRU�� :H GURSSHG� RQH� LWHP� RI� HDFK� RI� WKH� FRQVWUXFWV� IXQFWLRQDO�
H[SHUWLVH DQG�DEVRUSWLYH�FDSDFLW\��QRW�PHHWLQJ�WKH�WKUHVKROG�RI������ >��@��$IWHU�WKHVH�
FRUUHFWLRQV��DOO� IDFWRU� ORDGLQJV�ZHUH�DERYH�������DQG�XQLGLPHQVLRQDOLW\�ZDV�VKRZQ��
)XUWKHUPRUH��ZH�WHVWHG�RXU�PHDVXUHPHQW�PRGHO�IRU�LQWHUQDO�FRQVLVWHQF\��:H�FDOFXODWHG�
&URQEDFK¶V�$OSKD��&$��DQG�FRPSRVLWH UHOLDELOLW\��&5���%RWK�&$�DQG�&5�YDOXHV�RI�DOO�
FRQVWUXFWV� ZHUH� DERYH� WKH� WKUHVKROG� RI� ������� VXJJHVWLQJ� D� KLJK� GHJUHH� RI� LQWHUQDO�
FRQVLVWHQF\� >��@�� )XUWKHUPRUH�� ZH� FKHFNHG� RXU� PHDVXUHPHQW� PRGHO� IRU� LQGLFDWRU�
UHOLDELOLW\��7KHUHIRUH��DOO�LQGLFDWRUV�VKRXOG�EH�JUHDWHU�WKDQ��������DQG�VLJQLILFDQW�DW�WKH�
����� OHYHO��ZKLFK�ZDV� WKH� FDVH� IRU� RXU�GDWD >��@��7R� DVVHVV� FRQYHUJHQW� YDOLGLW\��ZH�
FKHFNHG� WKH� DYHUDJH�YDULDQFH� H[WUDFWHG� �$9(���ZKLFK� VKRXOG�EH�KLJKHU� WKDQ��������
ZKLFK� DOVR� DSSOLHG� WR� RXU� GDWD�� )LQDOO\�� ZH� WHVWHG� IRU� GLVFULPLQDQW� YDOLGLW\�� :H�
FDOFXODWHG� WKH�)RUQHOO�/DUFNHU�FULWHULRQ� >��@�� WKH�KHWHURWUDLW�PRQRWUDLW� UDWLR��+707��
>��@��DQG�FKHFNHG�WKH�FURVV�ORDGLQJV�>��@��$VVHVVLQJ�WKH�)RUQHOO�/DUFNHU�FULWHULRQ��DOO�
FRQVWUXFWV�KDG�WKH�KLJKHVW�FRUUHODWLRQ�ZLWK�WKHPVHOYHV�� )XUWKHUPRUH��DOO�FRQVWUXFWV�KDG�
DQ +707� UDWLR� EHORZ� WKH� WKUHVKROG� RI� ������ >��@� 7KH� FURVV�ORDGLQJV� DOVR�PHW� WKH�
UHTXLUHPHQW�WR�KDYH�WKH�KLJKHVW�FRUUHODWLRQ�ZLWK�LWV�FRUUHVSRQGLQJ�FRQVWUXFW��+HQFH��ZH�
FRQFOXGH WKDW�WKH�GLVFULPLQDQW�YDOLGLW\�RI�RXU�PHDVXUHPHQW�PRGHO�LV JLYHQ�

$IWHU�KDYLQJ�GLVFXVVHG�WKH�PHDVXUHPHQW�PRGHO��ZH�IRFXVHG�RQ�WKH�VWUXFWXUDO�PRGHO�
E\�DVVHVVLQJ�SDWK�FRHIILFLHQWV�DQG�FRHIILFLHQWV�RI�GHWHUPLQDWLRQ��5ð�YDOXHV���7R�FKHFN�
RXU� PRGHO� IRU� VLJQLILFDQFH�� ZH� DSSOLHG� WKH� %RRWVWUDS� SURFHGXUH� >��@ ZLWK� ������
VXEVDPSOHV��$V ZH�RQO\�FRQVLGHUHG�FRPSOHWHG�TXHVWLRQQDLUHV�LQ�RXU�DQDO\VLV��ZH�GLG�
QRW�KDYH�WR�FRSH�ZLWK�PLVVLQJ�YDOXHV��)LJXUH � SUHVHQWV�RXU�ILQGLQJV�VKRZLQJ�5ð�YDOXHV��
SDWK�FRHIILFLHQWV��DQG�WKH�OHYHO�RI�VLJQLILFDQFH�

� :H�SURYLGH�WKH�)RUQHOO�/DUFNHU�&ULWHULRQ�RQOLQH�
KWWSV���ZZZ�GURSER[�FRP�V�H���TR�JFWH�MD��:,����VXE�SGI"GO �



(LJKW�RI�RXU�IRXUWHHQ�K\SRWKHVHV�FRXOG�EH�FRQILUPHG�RQ�WKH���� RU�WKH����OHYHO�RI�
VLJQLILFDQFH� DQG� KDYH� ZHLJKWLQJV� KLJKHU� WKDQ� ������ >��@�� 7KH� FRHIILFLHQWV� RI�
GHWHUPLQDWLRQ��5ð��LQGLFDWHG�KRZ�PXFK�YDULDQFH�RI�D�ODWHQW�YDULDEOH�ZDV�H[SODLQHG�E\�
LWV� SUHFHGLQJ� FRQVWUXFWV� >��@�� &KLQ� >��@ GLVWLQJXLVKHG� EHWZHHQ� WKUHH� JURXSV� RI
FRHIILFLHQWV� RI� GHWHUPLQDWLRQ� �5ð��� 5ð������� FRXOG� EH� FRQVLGHUHG� DV� VXEVWDQWLDO��
5ð������� DV� PRGHUDWH�� DQG� 5ð������� DV� ZHDN�� %DVHG� RQ� WKLV� FODVVLILFDWLRQ�� RXU�
VWUXFWXUDO�PRGHO�H[SODLQHG�D�PRGHUDWH�DPRXQW�RI�YDULDQFH�RI�RXU�GHSHQGHQW�YDULDEOH�

$EVRUSWLYH�&DSDFLW\��5ð ��������+��

,7�&RQVXOWLQJ�4XDOLW\��5ð ��������+��

6RFLDO�([SHUWLVH

6RFLDO�([SHUWLVH

([S��ZLWK�&RQVXOWDQWV

&ROODERUDWLRQ�4XDOLW\��5ð ��������+��
,7�&RQVXOWLQJ�
6HUYLFH�9DOXH
�5ð ������

,QGXVWU\�([SHUWLVH

,QQRYDWLYHQHVV

7HFKQRORJLFDO�([SHUWLVH

7HFKQRORJLFDO�([SHUWLVH

)XQFWLRQDO�([SHUWLVH

)XQFWLRQDO�([SHUWLVH

&OLHQW�&DSDELOLWLHV

&RQVXOWDQW�&DSDELOLWLHV
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������QV

������




������QV

������QV

�������QV

������QV

������




������




������




������




������




������



������






��S�������


��S�����

��S�����
QV��QRW�VLJQLILFDQW

�+��

�+��

�+��

�+��

�+����

�+������

�+���

�+���

�+���

)LJXUH��� $VVHVVPHQW�RI�WKH�VWUXFWXUDO�PRGHO

� 'LVFXVVLRQ

:LWKLQ�WKH�PHWD�WKHRU\�RI�6�'�ORJLF�DQG�WKH�VHUYLFH�VFLHQFH�UHVHDUFK�VWUHDP� WKHUH�DUH�
QXPHURXV�WKHRUHWLFDO�FRQWULEXWLRQV�DQG�VRPH�TXDOLWDWLYH�HPSLULFDO�VWXGLHV��7KH�QXPEHU�
RI�TXDQWLWDWLYH�HPSLULFDO�VWXGLHV ZKLFK�GUDZ�RQ�WKH�FR�FUHDWHG�HPHUJHQFH�RI�YDOXH�LV
VXUSULVLQJO\�VFDUFH��,Q�WKLV�OLJKW��RXU�PDMRU�ILQGLQJ�LV�WKDW�FRQVXOWLQJ�VHUYLFH�YDOXH�RQO\�
VHHPV�WR�EH�GHWHUPLQHG�E\�FRQVXOWLQJ�FDSDELOLWLHV��ZKLOH�FOLHQW�FDSDELOLWLHV��LQ�FRQWUDVW�
WR�RXU�FRQFHSWXDOL]DWLRQ��GR�QRW�VKRZ�DQ\�VLJQLILFDQW�LQIOXHQFH�RQ�FRQVXOWLQJ�VHUYLFH�
YDOXH��QHLWKHU�LQ�WKH�RYHUDOO�GDWD�VHW�QRU�LQ�WKH�VXEVDPSOHV��7KHVH UHVXOWV FRQWUDGLFW�WKH�
OLPLWHG�QXPEHU�RI�TXDQWLWDWLYH�HPSLULFDO�VWXGLHV�ZKLFK�VXJJHVW�WKDW�VHUYLFH�SURYLGHUV�
DQG�WKHLU�FOLHQWV�MRLQWO\�FR�FUHDWH�YDOXH��7KHVH�VWXGLHV��KRZHYHU��GR�QRW�IRFXV�RQ�D�%�%
VHUYLFH� V\VWHP�>��@��GR�QRW�H[SODLQ�FRQVXOWLQJ�VHUYLFH�YDOXH�EXW�GLIIHUHQW�GHSHQGHQW�
YDULDEOHV�� VXFK� DV� OR\DOW\�� RU� GR� QRW� IRFXV� RQ� WKH� FRQVXOWLQJ� LQGXVWU\� EXW� RWKHU�
LQGXVWULHV��VXFK�DV�KRVSLWDOLW\�>��@� $V�DOO�WKHVH SUHYLRXV�TXDQWLWDWLYH�HPSLULFDO�VWXGLHV�
SURYLGH VXSSRUW�IRU�WKH�FR�FUHDWLRQ�RI�YDOXH�ZLWKLQ�D�%�& FRQWH[W��ZH�DUJXH�WKDW�WKHVH�
VHUYLFH�EHQHILFLDULHV�DUH�DOZD\V�LQGLYLGXDO�SHUVRQV�ZKR�KDYH�D�KLJK�LQWULQVLF�PRWLYDWLRQ�
WR�FR�FUHDWH�YDOXH DQG WKXV�PD\�KDYH�D�KLJKHU�SULRULW\�WR�H[WUDFW�YDOXH�IURP�WKH�VHUYLFH�
V\VWHP� $W� D� EXVLQHVV� OHYHO� WKH� REWDLQHG YDOXH� GRHV� QRW� GLUHFWO\� DIIHFW� D� WDQJLEOH�
LQGLYLGXDO >��@ ZKLFK�LV�ZK\�ZH�SURSRVH�WKDW�WKH�FOLHQW¶V�LQWULQVLF�PRWLYDWLRQ�LQ�D�%�%
VHUYLFH�V\VWHP�LV�ORZHU�WKDQ�LQ�D�%�&�VHUYLFH�V\VWHP��7R�WKH�EHVW�RI�RXU�NQRZOHGJH��



WKHUH�LV�QR�SUHYLRXV�TXDQWLWDWLYH�HPSLULFDO�VWXG\�LQ�D�%�% VHUYLFH�V\VWHP�WKDW�IRXQG�
VXSSRUW�IRU�WKH�DSSOLFDELOLW\�RI�YDOXH�FR�FUHDWLRQ�

:KHUHDV�,7�6(5948$/�>�@ DV�D�PHDVXULQJ�LQVWUXPHQW�IRU�VHUYLFH�TXDOLW\�UHOLHV RQ�
WKH�JDS�PRGHO�DQG�IRFXVHV�RQ�KRZ�WKH�VHUYLFH�LV�GHOLYHUHG��RXU�PHDVXUHPHQW�PRGHO�LV�
QRW�EDVHG�RQ�WKH�GLVFRQILUPDWLRQ�SDUDGLJP��7KXV��ZH�FRQFXU�ZLWK�WKH�YDULRXV�FULWLFLVPV�
>������@ FRQFHUQLQJ�ERWK�WKHRUHWLFDO�DQG�RSHUDWLRQDO DVSHFWV�RI�WKH�LQVWUXPHQW��$�VHFRQG�
VWXG\ LV� D� FRQFHSWXDO� PRGHO� WR� H[SODLQ� FXVWRPHU� VDWLVIDFWLRQ� ZLWKRXW� DQ� HPSLULFDO�
YDOLGDWLRQ� >�@�� 2XU� HPSLULFDO� UHVXOWV� SURYLGH� VXSSRUW� IRU� WKHLU� DVVXPSWLRQ� WKDW� WKH�
IXQFWLRQDO�H[SHUWLVH�RI WKH�FRQVXOWDQW�SRVLWLYHO\�FRQWULEXWHV�WR�VHUYLFH�TXDOLW\��ZKLFK�
ZH� LQFOXGHG� DV ,7 FRQVXOWLQJ� TXDOLW\� ,7� FRQVXOWLQJ� TXDOLW\�� DV� DOUHDG\� EULHIO\�
PHQWLRQHG�DERYH��LV�D�VWURQJ�DQG�VLJQLILFDQW�GHWHUPLQDQW�RI�FRQVXOWLQJ�VHUYLFH�YDOXH�LQ�
RXU� VWXG\�� ZKLFK� PHDQV� WKDW� ,7� FRQVXOWLQJ� TXDOLW\�� VXFK� DV� DGGUHVVLQJ� WDVNV� LQ� D�
VWUXFWXUHG� DQG� XQGHUVWDQGDEOH ZD\� DV� ZHOO� DV� SURYLGLQJ� WKH� ULJKW� SURMHFW� VNLOOV��
FRQWULEXWHV�WR�WKH�RYHUDOO�FRQVXOWLQJ�VHUYLFH�YDOXH��7KLV�UHVXOW�LV LQ OLQH�ZLWK�SUHYLRXV�
UHVHDUFK�>��@� )RFXVLQJ�LQ�PRUH�GHWDLO�RQ�ZKDW�,7�FRQVXOWLQJ�TXDOLW\�GHWHUPLQHV��RXU�
GDWD�VKRZ�VXSSRUW�IRU�VRPH�RI�RXU�K\SRWKHVHV��:H�IRXQG�VXSSRUW�IRU�RXU�K\SRWKHVHV�
WKDW�WHFKQRORJLFDO�H[SHUWLVH��+���DQG�IXQFWLRQDO�H[SHUWLVH��+���DUH�QHHGHG�WR�SURYLGH�D�
KLJK� ,7� FRQVXOWLQJ� TXDOLW\�� $OVR�� FRQVXOWDQWV� QHHG� IXQFWLRQDO� H[SHUWLVH� WR� IXOO\�
XQGHUVWDQG� DOO� IDFHWV� RI� WKH� SURMHFW� DQG� DSSO\� WKHLU� VSHFLDOL]HG� VNLOOV� WR WKH� DFWXDO�
SUREOHP��+HQFH��WKH\�FDQ�SURFHHG�WKHLU�FRQVXOWLQJ�FRPSHWHQFHV��1H[W��ZH�K\SRWKHVL]HG�
WKDW� WKH�,7�FRQVXOWLQJ�TXDOLW\�LV�LQIOXHQFHG�E\�WKH�VRFLDO�H[SHUWLVH�RI�WKH�FRQVXOWDQWV�
�+����7KH�PRUH�D�FRQVXOWDQW�SRVVHVVHV�SHUVRQDO�VNLOOV�ZKLFK�KHOS�WR�GLUHFW� LWV DFWLRQV�
IURP� DQ� LQGLYLGXDO� WR� D� FRPPRQ� DFWLRQ� RULHQWDWLRQ�� WKH� KLJKHU� LV� WKH� ,7� FRQVXOWLQJ�
TXDOLW\��2XU�GDWD�VKRZV�VXSSRUW�IRU�WKH�K\SRWKHVLV�

,Q�FRQWUDVW�WR�RXU�FRQFHSWXDOL]DWLRQ��ZH�DOVR�QHHG�WR�UHMHFW�D�IHZ�K\SRWKHVHV��:H�
K\SRWKHVL]HG� WKDW� FRQVXOWDQWV� QHHG� WR� SRVVHVV� VSHFLILF� LQGXVWU\� H[SHUWLVH� WKDW� WKH\�
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