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5LFKDUG�)OR\G�1LFKROOV�
&KDLU�RI�6HUYLFH��8QLYHUVLW\�RI�(FRQRPLFV���3R]QDx��3RODQG��
�
$EVWUDFW�
�
3UHVHQWV� WKH� WKHRUHWLFDO� FRQWH[W�RI�VHUYLFH�SURGXFWLRQ�ZKLFK�SHUPLWV�QHFHVVLWDWHV�
WKH� FXVWRPHU� FR�SURGXFWLRQ� IXQFWLRQ�� 2XWOLQHV� WKH� IRUPV� ZKLFK� WKLV� SURGXFWLRQ�
IXQFWLRQ�PD\�WDNH���&RQVLGHUV�WKH�YDULDWLRQ�LQ�WKH�GHJUHH�RI�FXVWRPHU�SDUWLFLSDWLRQ�
LQ�VHUYLFH�SURGXFWLRQ��$VVHVVHV�WKH�UHOHYDQFH�RI�YDULRXV�FR�SURGXFWLRQ�UROHV�IRXQG�
LQ� FRQVXPHU� VHUYLFHV� WR� SURIHVVLRQDO� VHUYLFHV�� ([DPLQH� ZD\V� LQ� ZKLFK�
SURIHVVLRQDO� VHUYLFH� SURYLGHUV� FDQ� DFKLHYH� VXLWDEOH� OHYHOV� RI� FXVWRPHU�
LQYROYHPHQW�VR�DV�WR�RSWLPLVH��VHUYLFH�TXDOLW\��
�
,QWURGXFWLRQ�
�
7KHUH� KDV� EHHQ� PXFK� GHEDWH� RYHU� WKH� IRUPV� DQG� GHVLUDELOLW\� RI� FXVWRPHU�
SDUWLFLSDWLRQ�LQ�VHUYLFH�SURGXFWLRQ��0XFK�RI�WKH�OLWHUDWXUH�RQ�FXVWRPHU�LQYROYHPHQW�
RULJLQDWHV� SULPDULO\� IURP� FRQVXPHU� VHUYLFHV�� 7KH� FRQFHSWV� SUHVHQWHG� LQ� VXFK�
OLWHUDWXUH� DUH� H[SORUHG� LQ� WKLV� SDSHU� WR� VHHN� XVHIXO� ZD\V� LQ� ZKLFK� WKH\� FDQ� EH�
DSSOLHG�WR�SURIHVVLRQDO�VHUYLFH�HQYLURQPHQWV��
�
7KH�FXVWRPHU�VKRXOG�EH�VHHQ�DV�D�SDUWLFLSDQW�LQ�WKH�VHUYLFH�GHOLYHU\�SURFHVV���,Q�WKH�
ZRUGV� RI� %RZHQ� ������� WKH� FXVWRPHU� LV� D� KXPDQ� UHVRXUFH�� 0LOOV�� &KDVH� DQG�
0DUJXOLHV� ������� FODLP� WKDW� FXVWRPHUV� DUH�PHPEHUV� RI� VHUYLFH�RUJDQLVDWLRQV� DQG�
SOD\� D� FUXFLDO� UROH� LQ� RUJDQLVDWLRQDO� SHUIRUPDQFH��$FFRUGLQJO\�� WKH\� SURSRVH� WKDW�
FXVWRPHUV�EH�YLHZHG�DV��SDUWLDO�HPSOR\HHV��ZKRVH�EHKDYLRXU�QHHGV�WR�EH�PDQDJHG�
WR�IDFLOLWDWH�SURGXFWLYLW\��
�
&XVWRPHU�SDUWLFLSDWLRQ�LQ�VHUYLFH���PRGHOV�
�
6RPH� PRGHOV� RI� WKH� VHUYLFH� SURGXFWLRQ�GHOLYHU\� SURFHVV� DOORZ� IRU� FXVWRPHU�
SDUWLFLSDWLRQ�� ,QGHHG��0H\HU�DQG�:HVWHUEDUNH\� �������JR� VR� IDU� DV� WR� VWDWH� WKDW� D�
FKDUDFWHULVWLF� RI� DQ\� VHUYLFH� LV� �WKH� LQWHJUDWLRQ� RI� H[WHUQDO� IDFWRUV� LQWR� WKH�
SURGXFWLRQ�SURFHVV��6HUYLFH� LV�RQO\�SRVVLEOH�ZKHQ�WKH�H[WHUQDO�IDFWRUV��FXVWRPHUV�
RU�FXVWRPHU�REMHFWV��DUH�LQWHJUDWHG�LQWR�WKH�SURGXFWLRQ�SURFHVV��7KH�SURGXFWLRQ�DQG�
VDOH� RI� VHUYLFH� FDQ� RQO\� EHJLQ� ZKHQ�� IRU� H[DPSOH�� SDVVHQJHUV� HQWHU� D� EXV� RU� D�
FXVWRPHU�EULQJV�D�FDU�WR�WKH�UHSDLU�VKRS���
�



7KH�VHUYXFWLRQ�V\VWHP�PRGHO��RULJLQDOO\�GHYHORSHG�E\�(LJOLHU�DQG�/DQJHDUG���������
ZDV�WKH�RQH�RI�WKH�HDUOLHVW�FRQWULEXWLRQV�WR�VHUYLFH�PDQDJHPHQW�UHVHDUFK�WR�LQYROYH�
WKH� QRWLRQ� RI� FXVWRPHUV� LQWHUDFWLQJ� ERWK� ZLWK� RQH� DQRWKHU� DQG� WKH� VHUYLFH�
RUJDQLVDWLRQ�� (VVHQWLDOO\�� WKH� VHUYXFWLRQ� V\VWHP� PRGHO� GLYLGHV� WKH� VHUYLFH�
RUJDQLVDWLRQ� LQWR� WZR� FRPSRQHQW� SDUWV�� 7KH� UHOHYDQW� GLVWLQFWLRQ� LV� EHWZHHQ� SDUWV�
ZKLFK�DUH�YLVLEOH�WR�WKH�FXVWRPHU�DQG�SDUWV�ZKLFK�DUH�LQYLVLEOH�WR�WKH�FXVWRPHU��7KH�
YLVLEOH� SDUW� LV� VXE�GLYLGHG� LQWR� WKH� LQDQLPDWH� HQYLURQPHQW�� DQG� WKH� VHUYLFH�
SURYLGHUV�RU�VHUYLFH�FRQWDFW�SHUVRQQHO��6RPHWLPHV�NQRZQ�DV�IURQW�OLQH�HPSOR\HHV��
WKHVH� DUH� WKH� LQGLYLGXDOV� ZKR� LQWHUDFW� ZLWK� WKH� FXVWRPHU� GXULQJ� WKH� VHUYLFH�
H[SHULHQFH��7KH�PRGHO�DOVR�FRQWDLQV�&XVWRPHUV�$�DQG�%��UHIOHFWLQJ�WKH�LPSRUWDQW�
LQIOXHQFH�ZKLFK�RWKHU�FXVWRPHUV�PD\�KDYH�RQ�D�FXVWRPHU
V�SHUFHSWLRQ�RI�KLV�VHUYLFH�
H[SHULHQFH��
�
�

7KH�6HUYXFWLRQ�6\VWHP

&XVWRPHU
$

&XVWRPHU
%

,QYLVLEOH 9LVLEOH

,QDQLPDWH
(QYLURQPHQW

&RQWDFW
3HUVRQQHO

,QYLVLEOH
2UJDQLVDWLRQ
DQG
6\VWHP

%XQGOH�RI�6HUYLFH�
%HQHILWV�5HFHLYHG
E\�&XVWRPHU�$

)LJXUH��

�
�
�
VRXUFH�� /DQJHDUG��(���%DWHVRQ��-���/RYHORFN��&��DQG�(LJOLHU��3����0DUNHWLQJ�RI�
6HUYLFHV�� 1HZ� ,QVLJKWV� IURP� &RQVXPHUV� DQG� 0DQDJHUV�� � &DPEULGJH�� 0�$��
0DUNHWLQJ�6FLHQFH�,QVWLWXWH��5HSRUW�1R�����������������
�
$V� LW� EHFDPH� LQFUHDVLQJO\� UHDOLVHG� WKDW� LQ� VHUYLFH� RUJDQLVDWLRQV� PDUNHWLQJ� DQG�
SURGXFWLRQ� DUH� IUHTXHQWO\� VLPXOWDQHRXV� DFWLYLWLHV�� VHUYLFH� UHVHDUFKHUV� IRFXVHG� RQ�
XQGHUVWDQGLQJ�WKH�LQWHUDFWLRQ�EHWZHHQ�FXVWRPHU�FRQWDFW�HPSOR\HHV�DQG�FXVWRPHUV��
7KLV� SURGXFHG� DQ� H[SDQVLYH� OLWHUDWXUH� RQ� KRZ� WR� PDQDJH� WKH� VHUYLFH� HQFRXQWHU��



LQFOXGLQJ�VRPH�UHVHDUFK�RQ�KRZ�WR�PDQDJH�WKH�SDUWLFLSDWLRQ�RI�WKH�FXVWRPHU��3DUWV�
RI� WKH� OLWHUDWXUH� RQ� PDQDJLQJ� FXVWRPHU� SDUWLFLSDWLRQ� KDG� DQ� HPSKDVLV� RQ� KRZ�
FXVWRPHUV�PLJKW�FRQWULEXWH�WR�SURGXFWLYLW\��ZKLOVW�RWKHU�SDUWV�IRFXVHG�PRUH�RQ�KRZ�
FXVWRPHUV�PLJKW�FRQWULEXWH�WR�TXDOLW\��7KLV�SDSHU�LV�FRQFHUQHG�SULPDULO\�ZLWK�KRZ�
WKH� FXVWRPHU� DV� D� FR�SURGXFHU� PD\� FRQWULEXWH� WR� VHUYLFH� TXDOLW\�� ,W� LV�� KRZHYHU��
ZRUWK�EULHIO\� UHYLHZLQJ�KRZ�YLHZV�KDYH� HPHUJHG�RQ� WKH�GHVLUDELOLW\�RI�FXVWRPHU�
SDUWLFLSDWLRQ�LQ�VHUYLFH�SURGXFWLRQ��
�
7KH�GHVLUDELOLW\�RI�FXVWRPHU�SDUWLFLSDWLRQ�LQ�VHUYLFH�SURGXFWLRQ�
�
7KH�OLWHUDWXUH�RQ�VHUYLFH�PDQDJHPHQW�VHHPV�WR�LQFUHDVLQJO\�DFFHSW�WKH�LQHYLWDELOLW\�
RI�FXVWRPHUV�XVXDOO\�EHLQJ�SUHVHQW�DV�WKH�VHUYLFH�LV�RIIHUHG��7KHUH�KDV�EHHQ�PXFK�
DWWHQWLRQ� SDLG� WR� LVVXHV� UHODWHG� WR� WKH� VHUYLFH� HQFRXQWHU� �IRU� H[DPSOH�� &]HSLHO��
6RORPRQ��DQG�6XUSUHQDQW��������� �6RPH�RI� WKH�HDUOLHU�VHUYLFH� OLWHUDWXUH��KRZHYHU��
GLVFXVVHG� WKH� SUHVHQFH� DQG� SDUWLFLSDWLRQ� RI� WKH� FXVWRPHU� ZLWK� QHJDWLYH�
FRQQRWDWLRQV�� � DQG� VRPHWLPHV� VXJJHVWHG� WKDW� VHUYLFH�PDQDJHPHQW� VKRXOG� WU\� DQG�
PLQLPLVH� FXVWRPHU� SDUWLFLSDWLRQ� DQG� SUHVHQFH�� � %DXHU� ������� GLVFXVVHV� WKH�
SUREOHPV� DVVRFLDWHG� ZLWK� WKH� XQSUHGLFWDELOLW\� RU� LUUHJXODULW\� RI� VHUYLFH� FXVWRPHU�
EHKDYLRXU��HVSHFLDOO\�ZLWKLQ�FRPSHWLWLYH�VHUYLFH�PDUNHWV����
�
&KDVH� ������� DGYRFDWHG� WKDW��ZKHUH� SRVVLEOH�� VHUYLFH� DFWLYLWLHV� VKRXOG� EH� FDUULHG�
RXW� LQ� D� �UHPRWH�� EDFN� RIILFH� VR� DV� WR� PD[LPLVH� HIILFLHQF\�� � 7KLV� UHIOHFWHG� WKH�
JHQHUDO� GHVLUH� IRU� SURGXFWLRQ�ZLWKLQ� D� FORVHG� V\VWHP� UDWKHU� WKDQ� DQ�RSHQ� V\VWHP��
�L�H�� XVLQJ� WKH� EDFN�RIILFH� DV� D� EXIIHU��� � 2SHUDWLQJ� HIILFLHQF\� ZDV� VHHQ� DV�
GLPLQLVKLQJ�WKH�PRUH� WKH�FXVWRPHU��DQG�WKH�DVVRFLDWHG�XQFHUWDLQW\��HQWHUV�LQWR�WKH�
SURGXFWLRQ�V\VWHP��&KDVH��������H[SUHVVHG�WKLV�XVLQJ�WKH�IROORZLQJ�HTXDWLRQ��
�
� 3RWHQWLDO�RSHUDWLQJ�HIILFLHQF\� ���ƒ�������&XVWRPHU�FRQWDFW�WLPH��
� � � � � �����������������6HUYLFH�FUHDWLRQ�WLPH�����
�
,QWHUHVWLQJO\��&KDVH�ODWHU�UHYLVHG�KLV�YLHZV�WR�HPSKDVLVH�VRPH�RI�WKH�SRVLWLYH�VLGHV�
RI� LQFUHDVLQJ� FXVWRPHU�HPSOR\HH� FRQWDFW� �&KDVH� DQG� +D\HV�� ������� ,Q� D� VLPLODU�
YHLQ� WR� &KDVH�� 'DQHW� ������� S�� ����� DUJXHV� WKDW� �FOLHQWV� GR�� RI� FRXUVH�� SRVH�
SUREOHPV� IRU� RUJDQL]DWLRQV� �� E\� GLVUXSWLQJ� WKHLU� URXWLQHV�� LJQRULQJ� WKHLU� RIIHUV� RI�
VHUYLFH��IDLOLQJ�WR�FRPSO\�ZLWK�WKHLU�SURFHGXUHV��PDNLQJ�H[DJJHUDWHG�GHPDQGV�DQG�
VR�RQ���
�
6XFK� DSSURDFKHV� DV� GHFULEHG� DERYH� KDYH� LQFUHDVLQJO\� JLYHQ� ZD\� WR� DSSURDFKHV�
ZKLFK�DFFHSW��HYHQ�ZHOFRPH�� WKH�FXVWRPHU
V�SDUWLFLSDWLRQ�DQG�DWWHPSW� WR�XVH� LW� WR�
DGG�YDOXH�DQG�RU�UHGXFH�FRVWV��
�



7KH�H[WHQW�RI�FXVWRPHU�SDUWLFLSDWLRQ�LQ�VHUYLFH�SURGXFWLRQ�
�
2QH� RI� WKH� UHDVRQV� EHKLQG� WKLV� FKDQJH� LQ� DSSURDFK� WR� FXVWRPHU� SDUWLFLSDWLRQ� KDV�
EHHQ� WKH� LQFUHDVHG�XQGHUVWDQGLQJ�RI�VHUYLFH�PDUNHWLQJ��DQG� WKH�JUHDWHU�DZDUHQHVV�
RI� WKH� FORVH� LQWHUSOD\�EHWZHHQ�RSHUDWLRQV�DQG�PDUNHWLQJ� LQ� VHUYLFH�HQYLURQPHQWV��
$OWKRXJK� WKH� HDUO\� OLWHUDWXUH� PD\� KDYH� TXHVWLRQHG� WKH� GHVLUDELOLW\� RI� FXVWRPHU�
SDUWLFLSDWLRQ��LW�LV�LQFUHDVLQJO\�DFFHSWHG�WKDW�WKH�OHYHO�RI��SDUWLFLSDWLRQ�GHSHQGV�RQ�
FRQWH[W�� 7KH� IROORZLQJ� WDEOH� SURYLGHV� VRPH� LOOXVWUDWLRQV� RI� KRZ� FXVWRPHU�
SDUWLFLSDWLRQ�OHYHOV�YDU\��7KH�GLYLVLRQV�VKRZQ�DUH�ORZ��PRGHUDWH�DQG�KLJK�FXVWRPHU�
SDUWLFLSDWLRQ��EXW�FXVWRPHU�SDUWLFLSDWLRQ�FDQ�DOVR�EH�VHHQ�DV�D�FRQWLQXXP���
�



7DEOH��� /HYHOV�RI�FXVWRPHU�SDUWLFLSDWLRQ�
�
�
/RZ���FXVWRPHU�
SUHVHQFH�UHTXLUHG�
GXULQJ�VHUYLFH�GHOLYHU\�

0RGHUDWH��FXVWRPHU�
LQSXWV�UHTXLUHG�IRU�
VHUYLFH�FUHDWLRQ�

+LJK���FXVWRPHU�FR�
FUHDWHV�WKH�VHUYLFH�
SURGXFW�
�

�
3URGXFWV�DUH�
VWDQGDUGLVHG�

�
&OLHQW�LQSXWV�FXVWRPLVH�
D�VWDQGDUG�VHUYLFH�

�
$FWLYH�FOLHQW�
SDUWLFLSDWLRQ�JXLGHV�WKH�
FXVWRPLVHG�VHUYLFH�

�
6HUYLFH�LV�SURYLGHG�
UHJDUGOHVV�RI�DQ\�
LQGLYLGXDO�SXUFKDVH�

�
3URYLVLRQ�RI�VHUYLFH�
UHTXLUHV�FXVWRPHU�
SXUFKDVH�

�
6HUYLFH�FDQQRW�EH�
FUHDWHG�DSDUW�IURP�WKH�
FXVWRPHU
V�SXUFKDVH�DQG�
DFWLYH�SDUWLFLSDWLRQ�

�
3D\PHQW�PD\�EH�WKH�
RQO\�UHTXLUHG�FXVWRPHU�
LQSXW�

�
&XVWRPHU�LQSXWV�
�LQIRUPDWLRQ�PDWHULDOV��
QHFHVVDU\�IRU�DGHTXDWH�
RXWFRPH��EXW�VHUYLFH�
ILUP�SURYLGHV�WKH�
VHUYLFH�

�
&XVWRPHU�LQSXWV�DUH�
PDQGDWRU\�DQG�FR�FUHDWH�
WKH�RXWFRPH�

�
�
([DPSOHV��
(QG�FRQVXPHU�
$LUOLQH�WUDYHO�
0RWHO�
)DVW�IRRG�UHVWDXUDQW�
�
%XVLQHVV�WR�EXVLQHVV�
FXVWRPHU�
8QLIRUP�FOHDQLQJ�
VHUYLFH�
3HVW�FRQWURO�
,QWHULRU�JUHHQHU\�
PDLQWHQDQFH�VHUYLFH�

�
�
�
�
+DLU�FXW�
$QQXDO�SK\VLFDO�H[DP�
)XOO�VHUYLFH�UHVWDXUDQW�
�
�
�
$JHQF\�FUHDWHG�
DGYHUWLVLQJ�FDPSDLJQ�
3D\UROO�VHUYLFH�
,QGHSHQGHQW�IUHLJKW�
WUDQVSRUWDWLRQ�

�
�
�
�
0DUULDJH�FRXQVHOOLQJ�
3HUVRQDO�WUDLQLQJ�
:HLJKW�UHGXFWLRQ�
SURJUDPPH�
�
�
0DQDJHPHQW�FRQVXOWLQJ�
([HFXWLYH�PDQDJHPHQW�
VHPLQDU�
,QVWDOO�ZLGH�DUHD�
QHWZRUN��:$1��

�
�
6RXUFH�� %LWQHU�HW�DO��������



$Q� H[DPSOH� RI� D� ORZ� OHYHO� RI� FXVWRPHU� SDUWLFLSDWLRQ� LV� WKH� FLQHPD� ZKHUH� WKH�
FXVWRPHU
V�SK\VLFDO�SUHVHQFH� LV� WKH�PDLQ� UHTXLUHPHQW��%LWQHU�HW�DO� �������VXJJHVW�
WKDW�EXVLQHVV�WR�EXVLQHVV�VHUYLFHV�UHTXLULQJ� OLWWOH�FXVWRPHU�SDUWLFLSDWLRQ�DUH�QRW�DV�
IUHTXHQW�DV�FRQVXPHU�VHUYLFHV�UHTXLULQJ�OLWWOH�FXVWRPHU�SDUWLFLSDWLRQ��7KH\�SURYLGH�
LOOXVWUDWLRQ�RI�KRZ�FXVWRPHU�SDUWLFLSDWLRQ�YDULHV�LQ�EXVLQHVV�WR�EXVLQHVV�VHUYLFHV��
D�� ORZ�SDUWLFLSDWLRQ���LQ�WKH�FDVH�RI�LQWHULRU�JUHHQHU\�PDLQWHQDQFH��

VHUYLFH�WKH�FOLHQW�QHHGV�RQO\�HQVXUH�WKH�VHUYLFH�SURYLGHU�ZLWK�SK\VLFDO�
DFFHVV�WR�WKH�SUHPLVH��

E�� PRGHUDWH�SDUWLFLSDWLRQ��LQ�WKH�FDVH�RI�RXWVRXUFLQJ�SD\UROO�WKH�FOLHQW�
LV�UHTXLUHG�WR�LQSXW�LQIRUPDWLRQ��VRPH�HIIRUW�DQG�SRVVHVVLRQV��

F�� KLJK�SDUWLFLSDWLRQ��LQ�WKH�FDVH�RI�WUDLQLQJ�VHUYLFHV�WKH�FOLHQW��
ZLOO�QHHG�WR�KHOS�GHILQH�WKH�QDWXUH�RI�WKH�WUDLQLQJ��LGHQWLI\�WKH�ULJKW�
HPSOR\HHV�IRU�WUDLQLQJ��SURYLGH�OHDUQLQJ�LQFHQWLYHV�DQG�HQVXUH�SRVW�
WUDLQLQJ�IROORZ�XS��)DLOXUH�WR�GR�VR�ZLOO�DGYHUVHO\�DIIHFW�WKH�VHUYLFH�
RXWFRPH��

�
&XVWRPHU�SURGXFWLRQ�IXQFWLRQV�
�
7KH� VHUYLFH� FXVWRPHU� FDQ� SDUWLFLSDWH� LQ� D� QXPEHU� RI� ZD\V�� 7KH� IROORZLQJ� LV� D�
UHYLHZ�RI� IRUPV�ZKLFK� WKH�FXVWRPHU�SURGXFWLRQ� IXQFWLRQ�PD\� WDNH�� ,QFUHDVLQJO\�
WKH� VHUYLFH� FXVWRPHU� LV� YLHZHG� DV� D� UHVRXUFH� WR� EH� XWLOLVHG� LQ� WKH� VHUYLFH� ILUP
V�
SURGXFWLRQ� SURFHVV�� 7KLV� SHUVSHFWLYH� LV� PXFK� VWURQJHU� LQ� VHUYLFH� WKDQ� LQ�
PDQXIDFWXULQJ�� DOWKRXJK� WKH� FXVWRPHU� GRHV� KDYH� VRPH� SURGXFWLRQ� IXQFWLRQ� LQ�
PDQXIDFWXULQJ� HQYLURQPHQWV� DQG� WKLV� IXQFWLRQ�� DVVLVWHG� E\� DGYDQFHPHQW� LQ�
FRPPXQLFDWLRQ�SRVVLELOLWLHV��PD\�ZHOO�EH�H[SDQGLQJ����
�
7KH� FXVWRPHU� DV� D� SURGXFWLYH� UHVRXUFH� FDQ�EH�XVHIXOO\� LOOXVWUDWHG� LQ� WHUPV�RI� WKH�
0LOOV� DQG�0REHUJ� 6\VWHPV�0RGHO� RI� WKH� 6HUYLFH� 3URGXFWLRQ� 3URFHVV� �0LOOV� DQG�
0REHUJ�� ������� &XVWRPHU� LQYROYHPHQW� LV� VHHQ� DV� RFFXUULQJ� ZLWKLQ� WKUHH�
VXEV\VWHPV�� LQSXW�� WKURXJKSXW� DQG� RXWSXW��&XVWRPHU� LQSXW� LQYROYHPHQW� UHIHUV� WR�
DFWLYLW\�VXFK�DV�WKH�FXVWRPHU�RXWOLQLQJ�KLV�SUREOHPV��QHHGV��DQG�UHOHYDQW�LQGXVWU\�
VSHFLILF� LQIRUPDWLRQ�� 7KLV� RIWHQ� LQYROYHV� FXVWRPHU� LQSXW� EHIRUH� DFWXDOO\� HQWHULQJ�
WKH�VHUYLFH�V\VWHP��7KH�VHUYLFH�SURYLGHU�PD\�HQFRXUDJH�RU�UHTXLUH�WKH�FXVWRPHU�WR�
XQGHUWDNH�VXFK�DFWLYLW\��)RU�H[DPSOH��UHDGLQJ�D�FDVH�VWXG\�EHIRUH�D�FODVV��EULQJLQJ�
DSSURSULDWH� GRFXPHQWV� WR� D�PHHWLQJ�ZLWK� D� WD[� DFFRXQWDQW��&XVWRPHU� WKURXJKSXW�
LQYROYHPHQW� UHIHUV� WR� ERWK� WKH� SURYLVLRQ� RI� DFFXUDWH� LQIRUPDWLRQ� DQG� FKRRVLQJ�
DPRQJ�DOWHUQDWLYHV���&XVWRPHU�RXWSXW�LQYROYHPHQW�UHIHUV�WR�DFWLYLWLHV�RI�FXVWRPHUV�
DIWHU�WKH\�KDYH�OHIW�WKH�VHUYLFH�V\VWHP�LWVHOI��
�
7KLV�PRGHO�RI�WKH�VHUYLFH�SURGXFWLRQ�SURFHVV��RU�WUDQVIRUPDWLRQ�V\VWHP��UHYHDOV�WKH�
VFRSH� RI� FXVWRPHU� LQYROYHPHQW�� 7KH� FXVWRPHU� LV� EHVW� YLHZHG� DV� D� �SDUWLDO�
HPSOR\HH��DQG�DV�0LOOV� �������S������SRLQWV�RXW���DOWKRXJK�WKH�FOLHQW�PD\�QRW�EH�



LQYROYHG�LQ�DOO�WKUHH�VXEV\VWHPV���LQSXW��WKURXJKSXW��DQG�RXWSXW���UDUHO\�FDQ�D�FOLHQW�
HVFDSH� SHUIRUPLQJ� VRPH� DFWLYLWLHV� LQ� DW� OHDVW� RQH� RI� WKH� VXEV\VWHPV��� � )URP� WKH�
VHUYLFH� SURYLGHU
V� SHUVSHFWLYH� IDLOXUH� WR�PRWLYDWH� DGHTXDWH� FXVWRPHU� LQYROYHPHQW�
LQFUHDVHV� WKH� ULVN�RI�FXVWRPHU�GLVVDWLVIDFWLRQ��DQG�KXPDQ�QDWXUH�PHDQV�FXVWRPHUV�
WHQG�WR�EODPH�RWKHUV�UDWKHU�WKDQ�WKHPVHOYHV���
�
$V�D�GLUHFW�SURGXFWLRQ� UHVRXUFH�� WKDW� LV� DV�D�SURYLGHU�RI� ODERXU�� WKH�FXVWRPHU�FDQ�
LPSURYH� VHUYLFH� TXDOLW\�� � %DWHVRQ� ������� SURYLGHV� D� QXPEHU� RI� UHDVRQV�� EH\RQG�
PHUH� ILQDQFLDO� LQFHQWLYH�� ZK\� FXVWRPHUV� PD\� EH� PRWLYDWHG� WR� HQJDJH� LQ� VHOI�
SURGXFWLRQ�� +H� VXJJHVWV� WKDW� VRPH� FXVWRPHUV� ILQG� WKH� DFW� RI� SDUWLFLSDWLQJ�
LQWULQVLFDOO\� DWWUDFWLYH�� 2WKHU� PRWLYDWLRQV� DUH� FRQQHFWHG� WR� SHUFHLYHG� TXDOLW\�
LPSURYHPHQWV� VXFK� DV� D� JUHDWHU� VHQVH�RI� FRQWURO� RYHU� WKH� WLPLQJ� DQG�RXWFRPH�RI�
VHUYLFH�� %DWHVRQ� VXJJHVWV� WKDW� VHUYLFH� SURYLGHUV� VKRXOG� VHJPHQW� WKHLU� FXVWRPHUV�
IURP� WKH� SHUVSHFWLYH� RI� SURSHQVLW\� DQG� FDSDELOLW\� WR� HQJDJH� LQ� KLJKHU� OHYHOV� RI�
SDUWLFLSDWLRQ����
�
,Q�RUGHU� WR�REWDLQ�ERWK�SURGXFWLYLW\�DQG�TXDOLW\�DGYDQWDJHV�6FKQHLGHU�DQG�%RZHQ�
������� DGYRFDWH� WKH� DSSOLFDWLRQ� RI� PDUNHW� VHJPHQWDWLRQ� WR� WKH� VHOHFWLRQ� RI�
FXVWRPHU�UHVRXUFHV���7KH\�UDLVH�WKH�TXHVWLRQ��&DQ�WKH�RUJDQLVDWLRQ�DFWXDOO\�VFUHHQ�
RXW�H[FOXGH� FXVWRPHUV� ZKR� GR� QRW� EULQJ�� DW� HQWU\�� WKH� NQRZOHGJH�� VNLOOV�� DQG�
DELOLWLHV� IRU� FRSURGXFWLRQ�� RU� GRHV� WKH� RUJDQLVDWLRQ� KDYH� WR� WDNH� DOO� FRPHUV� IRU�
HFRQRPLF�RU�OHJDO�UHDVRQV"����
�
&XVWRPHU� IDLOXUH� FDQ� OHDG� WR� VHUYLFH� IDLOXUH�� /HQJQLFN�+DOO� ������� S�� �����
LOOXVWUDWHV� WKLV� ZKHQ� VKH� ZULWHV� � �,I� FXVWRPHUV� SURYLGH� LQIRUPDWLRQ� WKDW� LV�
LQFRPSOHWH�RU� LQDFFXUDWH��RU�LI� WKH\�PDNH�FRPPLWPHQWV�RI�IXQGV�RU�WLPH�WKDW�WKH\�
GR� QRW� PHHW�� WKHLU� LQSXWV�PDNH� TXDOLW\�PRUH� GLIILFXOW� WR� DFKLHYH���� $FFRUGLQJ� WR�
%LUG��������VRPH�0DGLVRQ�$YHQXH�DGYHUWLVLQJ�DJHQFLHV�UHSRUW�WKDW��VRPH�DFFRXQWV�
DUH�VR�GLIILFXOW�WR�ZRUN�ZLWK�WKDW�WKH\�VLPSO\�FDQQRW���RU�ZLOO�QRW���VHUYLFH�WKHP���
�
7KHUH� LV� D� QHHG� WR� WHDFK� DQG� WUDLQ� WKH� FXVWRPHU� VR� WKDW� WKH\�ZLOO� NQRZ�ZKDW� WR�
H[SHFW�DQG�KRZ�WR�EHKDYH�LQ�YDULRXV�VLWXDWLRQV��6FKDDI��������S������SXWV�WKLV�SRLQW�
YHU\�SRZHUIXOO\�ZKHQ�KH�ZULWHV��%\�QR�VWUHWFK�RI�WKH�LPDJLQDWLRQ�LV�WKH�FXVWRPHU�
DOZD\V�ULJKW�� LQVWHDG��DQ�HVVHQWLDO� WDVN�RI�HYHU\RQH�IURP�GHVLJQ�DQG�PDUNHWLQJ��WR�
WKH� IURQWOLQH�� WR�XSSHU�PDQDJHPHQW� LV� WR� WHDFK� WKH�FXVWRPHU�KRZ�WR�EH�ULJKW��� � ,Q�
WKH� FRQWH[W� RI� SURIHVVLRQDO� VHUYLFHV��ZLWK� WKHLU� WHQGHQF\� WR�EH�PRUH�FRPSOH[�DQG�
OHVV� IDPLOLDU�� � %ORRP� ������� VXJJHVWV� WKDW� FXVWRPHUV� ZLOO� GHVLUH� WR� NQRZ� PRUH�
DERXW� WKHLU� UROH� LQ� WKH� VHUYLFH� SURFHVV� DQG� DERXW� WKH� LQIRUPDWLRQ� DQG� DFWLRQV�
UHTXLUHG�IRU�WKHP�WR�SDUWLFLSDWH�HIIHFWLYHO\�LQ�VHUYLFH�FUHDWLRQ��
�
)XUWKHUPRUH�� LW� KDV� EHHQ� VXJJHVWHG� �%LWQHU������� WKDW� SDUWLFLSDWLRQ� LQ� WKH�
SURGXFWLRQ� SURFHVV�PD\�PDNH� VHUYLFH� FRQVXPHUV�PRUH� RSHQ� WR� DFFHSWLQJ� DW� OHDVW�



VRPH� RI� WKH� EODPH� WKHPVHOYHV� ZKHQ� VHUYLFH� IDLOXUH� RFFXUV�� � ,Q� D� VWXG\� RI� WKH�
FRQWULEXWLRQ� RI� FXVWRPHUV� WR� HIIHFWLYH� VHUYLFH� LQWHUDFWLRQV� LQ� EDQNV�� LW�ZDV� IRXQG�
WKDW� WKHUH� ZDV� D� SRVLWLYH� FRUUHODWLRQ� EHWZHHQ� FXVWRPHU� SHUFHSWLRQ� RI� WKHLU� RZQ�
SHUIRUPDQFH�� ERWK� IXQFWLRQDO� DQG� WHFKQLFDO�� DQG� VDWLVIDFWLRQ� ZLWK� WKHLU� EDQN�
�.HOOH\��6NLQQHU�DQG�'RQQHOO\������������
�
,Q�DGGLWLRQ�WR�GLUHFW�SURGXFWLRQ�SDUWLFLSDWLRQ�LW�LV�SRVVLEOH�WR�LGHQWLI\�FXVWRPHU�UROHV�
ZKLFK� FDQ� LPSURYH� VHUYLFH� TXDOLW\� DQG� �� RU� TXDOLW\� LPDJH� RI� WKH� VHUYLFH�
RUJDQLVDWLRQ��7KHVH�UROHV�FDQ�EH�GHVFULEHG�DV��
•� PDUNHWLQJ�UROH�
•� TXDOLW\�FRQWURO�DQG�SURGXFW�GHYHORSPHQW�UROH�
•� JUHHQ�VHUYLFH�TXDOLW\�FROODERUDWRU�UROH�
•� VHUYLFH�OHDGHUVKLS�UROH�
•� FXVWRPHU�FXVWRPHU�LQWHUDFWLRQ�UROH�
�
PDUNHWLQJ�UROH�
�
7KH� HYDOXDWLRQ� SURFHVV� IRU� VHUYLFHV� �F�I�� JRRGV�� W\SLFDOO\� KDV� PRUH� HPSKDVLV� RQ�
H[SHULHQFH� TXDOLWLHV� DQG� FUHGHQFH� TXDOLWLHV�� WKDQ� RQ� VHDUFK� TXDOLWLHV�� � 7KXV� LQ�
VHUYLFH�SXUFKDVH�WUXVW�RIWHQ�KDV�D�SURPLQHQW�LPSRUWDQFH��DQG�IDFWRUV�VXFK�DV�ZRUG�
RI�PRXWK�HQGRUVHPHQW�IURP�VDWLVILHG�FXVWRPHUV�FDQ�EH�PRUH�SRZHUIXO�WKDQ�DFWXDO�
SDLG�DGYHUWLVLQJ��7KXV�VHUYLFH�FXVWRPHUV�HQJDJLQJ�LQ�SRVLWLYH��ZRUG�RI�PRXWK�DUH�
IXOILOOLQJ�DQ�LPSRUWDQW�PDUNHWLQJ�UROH��ERWK�JDLQLQJ�QHZ�FXVWRPHUV�DQG�LPSURYLQJ�
WKH�TXDOLW\� LPDJH�RI�WKH�VHUYLFH�RUJDQLVDWLRQ��)RU�H[DPSOH��UHVHDUFK�ILQGLQJV�E\�D�
86� KRXVH� EXLOGHU� UHYHDOHG� WKDW� RYHU� ��� SHUFHQW� RI� VDOHV� RULJLQDWHG� IURP�SRVLWLYH�
ZRUG�RI�PRXWK��5HLFKKHOG�DQG�6DVVHU���������
�
&XVWRPHUV� ZKR� HQJDJH� LQ� ZRUG�RI�PRXWK� XVXDOO\� GR� QRW� FRQVFLRXVO\� VHH�
WKHPVHOYHV� DV� SHUIRUPLQJ� D� PDUNHWLQJ� IXQFWLRQ�� 6RPH� VHUYLFH� RUJDQLVDWLRQV��
KRZHYHU��DFWLYHO\�UHFUXLW�FXVWRPHUV�ZLWK�PDUNHWLQJ� LQWHQW��)RU�H[DPSOH�� ODQJXDJH�
FRXUVHV� DEURDG� ZKLFK� RIIHU� D� IUHH� SODFH� WR� WHDFKHUV� ZKR� PDQDJH� WR� DVVHPEOH� D�
FHUWDLQ�VL]H�RI�JURXS���
�
7KH� WLPLQJ� RI� FXVWRPHU� SDUWLFLSDWLRQ� LQ� WKH� VHUYLFH� FDQ� DOVR� KDYH� PDUNHWLQJ�
LPSOLFDWLRQV��0DQ\�VHUYLFHV�H[SHULHQFH�IOXFWXDWLRQV�LQ�WKH�OHYHO�RI�GHPDQG�DQG�WKLV�
FDQ� UHVXOW� OHYHOV� RI� GHPDQG� ZKLFK� UHGXFH� WKH� TXDOLW\� RI� WKH� VHUYLFH� H[SHULHQFH��
6HUYLFH�GHPDQG�PD\�EH� WRR�KLJK�DQG�UHVXOW� LQ�VHUYLFH�GHWHULRUDWLRQ�� IRU�H[DPSOH��
ORQJHU�ZDLWV�DQG�UXVKHG�VHUYLFH�ZLWK�OHVV�SHUVRQDO�DWWHQWLRQ��2U�GHPDQG�PD\�EH�VR�
ORZ�WKDW�WKH�VHUYLFH�ODFNV�DPELDQFH�RU�GRXEWV�DUH�FUHDWHG�DERXW�WKH�YLDELOLW\�RI�WKH�
VHUYLFH���
�
TXDOLW\�FRQWURO�DQG�SURGXFW�GHYHORSPHQW�UROH�



�
7KH� FXVWRPHU� KDV� DQ� LPSRUWDQW� PDUNHW� UHVHDUFK� UROH� DV� D� VRXUFH� RI� LQIRUPDWLRQ�
DERXW� H[SHFWDWLRQV� IRU� VHUYLFH� GHVLJQ� DQG� TXDOLW\� LPSURYHPHQW�� :KHWKHU� WKLV�
LQIRUPDWLRQ� LV� FROOHFWHG� SURDFWLYHO\� WKURXJK� V\VWHPDWLF� PDUNHW� UHVHDUFK� RU�
UHDFWLYHO\� WKURXJK� FRPSODLQWV� UHFHLYHG�� LW� LV� YDOXDEOH� IRU� PDLQWDLQLQJ� DQG�
LPSURYLQJ�VHUYLFH�TXDOLW\��
�
6HUYLFH�RUJDQLVDWLRQV�FDQ�LQYROYH�FXVWRPHUV�QRW�MXVW�LQ�DVVHVVLQJ�ZKHWKHU�VHUYLFH�LV�
VDWLVIDFWRU\� RU� QRW�� EXW� DOVR� LQ� LGHQWLI\LQJ� WKH� FULWHULD� UHOHYDQW� WR� VDWLVIDFWLRQ�
DSSUDLVDO��%HWWHQFRXUW���������UHIHUV�PRUH�EURDGO\�WR�WKH�FRQFHSW�RI�WKH�FXVWRPHU�DV�
DQ��RUJDQL]DWLRQDO�FRQVXOWDQW���DQG�HPSKDVLVHV�WKDW�WKH�FXVWRPHU�LV�XQLTXHO\�SODFHG�
WR�JXLGH�WKH�ILUP���6FKQHLGHU�DQG�%RZHQ��������JR�HYHQ�IXUWKHU�ZKHQ�WKH\�SURSRVH�
WKDW� FXVWRPHUV� FDQ� XVHIXOO\� EH� LQYROYHG� LQ� WKH� GHVLJQ� DQG� RSHUDWLRQ� RI� WKH� ILUP��
7KH\�ZULWH��S��������&XVWRPHUV�FDQ�VHUYH�DV�GHVLJQHUV�RI�SROLFLHV�DQG�SURFHGXUHV�
DV� ZHOO� DV� SURGXFHUV� RI� WKHLU� RZQ� VHUYLFHV�� &XVWRPHUV� FDQ� DOVR� EH� LQYROYHG� LQ�
GHFLVLRQV� UHJDUGLQJ� VWDIILQJ�� PDUNHWLQJ�� DQG� RSHUDWLRQV�� ,QYROYLQJ� FXVWRPHUV� LQ�
VXFK�ZD\V�FDQ�GHHSHQ�WKH�UHODWLRQVKLS�EHWZHHQ�VHUYLFH�EXVLQHVVHV�DQG�FXVWRPHUV���
DQG�PDNH�ERWK�PRUH�HIIHFWLYH���
�
7KH�UROH�RI�WKH�FOLHQW�FDQ�H[WHQG�WR�SDUWLFLSDWLRQ�LQ�WKH�VHUYLFH�V\VWHP�DV�D�ZKROH��
7KLV�PD\�EH�SDUWLFXODUO\�UHOHYDQW�WR�SURIHVVLRQDO�VHUYLFH�GHYHORSPHQW�DV�IUHTXHQWO\�
FOLHQWV� VKDUH� WKHLU� LQGXVWU\�VSHFLILF� NQRZOHGJH� ZLWK� SURGXFHUV�� 2IWHQ� WKLV�
NQRZOHGJH� LV�� DV� 1DFKXP� ������� SRLQWV� RXW�� ODUJHU� WKDQ� WKH� NQRZOHGJH� RI� WKH�
SURIHVVLRQDO�VHUYLFH�SURGXFHU��1RUPDQQ��������S�����JRHV�VR�IDU�DV�WR�VWDWH�WKDW��LQ�
SURIHVVLRQDO� VHUYLFH�RUJDQLVDWLRQV� VXFK�DV�FRQVXOWDQF\�ILUPV��DGYHUWLVLQJ�DJHQFLHV�
DQG� DXGLWRUV� WKHUH� LV� YHU\� OLWWOH� FKDQFH� RI� GHYHORSLQJ� JHQXLQH� H[FHOOHQFH� LQ� WKH�
VHUYLFH� V\VWHP� XQOHVV� WKH� FRPSDQ\� LV� DEOH� WR�ZRUN� WRJHWKHU�ZLWK� NQRZOHGJHDEOH�
DQG�GHPDQGLQJ�FOLHQWV���
�
7KH�FOLHQW�FDQ�DOVR�EH�FRQVLGHUHG�DV�D�FRPSHWLWRU��7KLV�PD\�EH�VHHQ�LQ�D�QHJDWLYH�
VHQVH�E\�PDQ\� VHUYLFH�SURYLGHUV�EXW�XQGHUVWDQGLQJ� WKH�FOLHQW
V� UROH�DV�D�SRWHQWLDO�
FRPSHWLWRU� FDQ� FRQWULEXWH� WR�SURGXFW� GHYHORSPHQW��)RU� H[DPSOH�� HPSRZHULQJ� WKH�
FXVWRPHU� PD\� SHUPLW� D� VHUYLFH� SURYLGHU� WR� DGG� PRUH� YDOXH� E\� GRLQJ� OHVV�� %\�
XQGHUVWDQGLQJ�WKH�IDFWRUV�ZKLFK�LQIOXHQFH�WKH�FOLHQW�LQ�WKH�LQWHUQDO�YHUVXV�H[WHUQDO�
H[FKDQJH�GHFLVLRQ��WKH�VHUYLFH�SURYLGHU�FDQ�LPSURYH�LWV�VWUDWHJLF�SRVLWLRQLQJ��
�
JUHHQ�VHUYLFH�TXDOLW\�FROODERUDWRU�UROH�
�
6HUYLFH�TXDOLW\�FDQ�DOVR�EH�XQGHUVWRRG�LQ�DQ�H[WHUQDO�VHQVH�PHDQLQJ�TXDOLW\�LPSDFW�
RQ� WKLUG�SDUWLHV��7KLV� UHODWHV� LQ�SDUWLFXODU� WR� WKH�HQYLURQPHQWDO� LPSDFW�RI� VHUYLFH��
DQG�KDV�EHHQ�ODEHOOHG�WKH�JUHHQ�VHUYLFH�TXDOLW\�GLPHQVLRQ�E\�*XPPHVVRQ���������
(QYLURQPHQWDO� SUREOHPV� DUH� RIWHQ� SHUFHLYHG� DV� RFFXULQJ� LQ� WKH� PDQXIDFWXULQJ�



VHFWRU� UDWKHU� WKDQ� LQ� VHUYLFHV�� � VRPH� VHUYLFHV� DUH�� KRZHYHU�� KHDY\� XVHUV� RI�
WUDQVSRUWDWLRQ� DQG� HQHUJ\� VHFWRUV�� %HVLGHV�� WKH� VFRSH� RI� PHDQLQJ� RI� WKH� WHUP�
�HQYLURQPHQWDO�LPSDFW��KDV�D�WHQGHQF\�WR�H[SDQG�LQ�VHUYLFH�UHODWHG�ZD\V����
�
6HUYLFH� FRQVXPHUV� DUH� RIWHQ� UHTXLUHG� WR� SDUWLFLSDWH� LQ�� RU� DW� OHDVW� DFFHSW�� JUHHQ�
VHUYLFH�LQLWLDWLYHV��)RU�H[DPSOH��0F,QHUQH\�DQG�:KLWH��������GHVFULEH�D�QXPEHU�RI�
ZD\V�LQ�ZKLFK�,QWHU�&RQWLQHQWDO�KRWHOV�KDYH�VRXJKW�WR�LPSURYH�WKHLU�JUHHQ�VHUYLFH�
TXDOLW\�� DQG� H[SODLQ� WKH� LPSRUWDQFH� RI� FDUU\LQJ� WKHLU� JXHVWV� ZLWK� WKHP� LQ� WKHVH�
DFWLRQV�� 0RUH� UHFHQWO\� �'HFHPEHU� ������ VRPH� 8.� SURIHVVLRQDO� VHUYLFHV� ILUPV�
DGRSWHG�WKH�HFRORJLFDO�SUDFWLFH�RI�QRW�VHQGLQJ�&KULVWPDV�FDUGV�WR�FOLHQWV�EXW�LQVWHDG�
GRQDWLQJ�PRQH\�WR�FKDULWLHV��
�
VHUYLFH�OHDGHUVKLS�UROH�
�
,W�KDV�EHHQ� VXJJHVWHG�E\�%RZHQ� WKDW� VHUYLFH�FXVWRPHUV�PD\�FRQWULEXWH� WR�VHUYLFH�
TXDOLW\�E\�DFWLQJ�DV�VXEVWLWXWHV�IRU�OHDGHUVKLS��6FKQHLGHU�DQG�%RZHQ��������S������
SRUWUD\� VHUYLFH� FXVWRPHUV� DV� �GLUHFWRUV�� JXLGHV�� DQG� RUGHU� JLYHUV� IRU� HPSOR\HHV���
DQG� WKH\� DVVHUW� WKDW� �HPSOR\HH� VDWLVIDFWLRQ� LV� DVVRFLDWHG� MXVW� DV� PXFK� ZLWK� WKH�
SRVLWLYH�IHHOLQJV�HPSOR\HHV�UHFHLYH�IURP�FXVWRPHUV�WKH\�VHUYH�DV�LW�LV�ZLWK�DQ\WKLQJ�
WKH\�UHFHLYH�IURP�WKHLU�RZQ�VXSHUYLVRUV���S����������
�
6WRUEDFND� ������� VXJJHVWV� WKDW� PDQ\� SURIHVVLRQDO� VHUYLFH� RUJDQLVDWLRQV� UHO\� RQ�
OHDGHUVKLS� IURP� FOLHQWV� IRU� PRWLYDWLQJ� HPSOR\HHV�� GHILQLQJ� DFWLYLWLHV� DQG�
FRQWUROOLQJ� TXDOLW\�� 1RUPDQQ� ������� S�� ���� SRLQWV� RXW� WKDW� FOHDQLQJ� FRPSDQLHV�
ZKLFK�FOHDQ�GXULQJ�RIILFH�KRXUV�QRW�RQO\�VDYH�RQ�ODERXU�FRVWV�EXW�DOVR��E\�KDYLQJ�
FOHDQLQJ� GRQH� ZLWK� WKH� FOLHQW� SUHVHQW�� LQFRSRUDWH� VRPH� EXLOW�LQ� TXDOLW\� FRQWURO��
,QGHHG��1RUPDQQ�DOVR�UHIHUV�WR�WKH�FOLHQW�KDYLQJ�D�
PDLQWHQDQFH�RI�HWKRV
�IXQFWLRQ��
+H�PDLQWDLQV� WKDW� FOLHQW� SDUWLFLSDWLRQ� DQG� WKHLU� LQWHUDFWLRQ�ZLWK� FRQWDFW� VWDII� FDQ�
SURYLGH� EHQHILWV� WR� VHUYLFH� HPSOR\HHV� �LQ� WHUPV� RI� LQWHUHVWLQJ� H[SHULHQFHV��
H[FLWHPHQW�RU�YDOXDWLRQ�IHHGEDFN���
�
FXVWRPHU�FXVWRPHU�LQWHUDFWLRQ�UROH�
�
%HVLGHV� WKH� LQWHUDFWLRQ� EHWZHHQ� VHUYLFH� FXVWRPHUV� DQG� HPSOR\HHV� ZKLFK� RFFXUV�
ZLWKLQ� WKH� VHUYLFH� HQFRXQWHU�� WKHUH� LV� DOVR� WKH� LQWHUDFWLRQ� EHWZHHQ� FXVWRPHUV�
WKHPVHOYHV�� � 2WKHU� FXVWRPHUV� LQIOXHQFH� WKH� DWPRVSKHUH� RI� WKH� VHUYLFH� V\VWHP��
,QGHHG� LQ� VRPH� VHUYLFH� HQYLURQPHQWV� WKH� EHKDYLRXU� DQG� SUHVHQFH� RI� RWKHU�
FXVWRPHUV�PD\�KDYH�D�PRUH�SURIRXQG�HIIHFW�RQ�VHUYLFH�HYDOXDWLRQ�WKDQ�FRQWDFW�ZLWK�
DFWXDO�IURQW�OLQH�HPSOR\HHV���
�
7KH�DXWKRU�LV�GHHSO\�HQJDJHG�LQ�UHVHDUFKLQJ�WKH�FXVWRPHU�WR�FXVWRPHU�UHODWLRQVKLS��
7KH�FRQFHSW�RI�RQ�VLWH�FXVWRPHU�FXVWRPHU�LQWHUDFWLRQ��FFL��VHHPV��PRUH�DSSOLFDEOH�



WR�FRQVXPHU�VHUYLFHV��EXW�WKHUH�DUH�ZD\V�LQ�ZKLFK�FRQWUROOLQJ�WKH�H[WHQW�DQG�QDWXUH�
RI�FFL� LV� UHOHYDQW� WR�SURIHVVLRQDO� VHUYLFHV��7KH�DXWKRU�SODQV�D� IXWXUH�SDSHU�RQ� WKH�
PHDQLQJ�RI�FFL�LQ�D�SURIHVVLRQDO�VHUYLFH�FRQWH[W����
�
&XVWRPHUV�DV�FR�SURGXFHUV�RI�TXDOLW\�LQ�WKH�FRQWH[W�RI�SURIHVVLRQDO�
VHUYLFHV�
�
:LWK� UHJDUG� WR� SURIHVVLRQDO� VHUYLFHV� WKH� QHHG� IRU� FXVWRPHU� LQYROYHPHQW� YDULHV��
&OLHQWV�SURYLGH�LPSRUWDQW�LQSXWV�WR�SURIHVVLRQDO�VHUYLFH�SURGXFHUV��&OLHQWV�W\SLFDOO\�
LQWURGXFH� WKHLU� SUREOHPV� DQG� QHHGV� WR� WKH� SURGXFHU�� EXW� VRPHWLPHV� WKH\� GR� D� ORW�
PRUH�� 6RPHWLPHV� WKH\� KDYH� WKH� RSWLRQ�� OLNH� IRU� PDQ\� FRQVXPHU� VHUYLFHV�� RI�
HQJDJLQJ� LQ� VHOI�SURGXFWLRQ�� �7KH� DGRSWLRQ�RI� WKH� VHOI�SURGXFWLRQ�RSWLRQ�GHSHQGV�
RQ� FRQVLGHUDWLRQV� VXFK� DV� WKH� LQ�KRXVH� NQRZOHGJH� DQG� VNLOOV� LQ� WKH� SURIHVVLRQDO�
VHUYLFH�� DQG� VWUDWHJLF�VHFXULW\� UHDVRQV� IRU� PDLQWDLQLQJ� FRQWURO�� 0RUHRYHU�� WKH�
GHJUHH� RI� H[WHUQDOLVDWLRQ� YDULHV� DFFRUGLQJ� WR� EXVLQHVV� VHUYLFH� FDWHJRU\�� (XURVWDW�
�������VWXGLHV�UHYHDO�WKDW����ILQDQFLDO�UHYLHZ��HQJLQHHULQJ��RSHUDWLRQDO�VHUYLFHV�DQG�
DGYHUWLVLQJ� DUH� H[WHUQDOLVHG� WR� D� UHODWLYHO\� KLJK� GHJUHH� �PRUH� WKDQ� ��� ����
&RPELQHG� LQWHUQDO� DQG� H[WHUQDO� SURYLVLRQ� RI� EXVLQHVV� VHUYLFHV� LV� XVHG� UHODWLYHO\�
RIWHQ� IRU� OHJDO� DQG� FRPSXWLQJ� VHUYLFHV�� %HFDXVH� RI� LWV� VWUDWHJLF� LPSRUWDQFH��
SXEOLFLW\�DQG�UHVHDUFK�DQG�GHYHORSPHQW�VHUYLFHV�DUH�SURYLGHG�LQWHUQDOO\���
�
6HUYTXDO� VWXGLHV� VXJJHVW� WKDW� SURIHVVLRQDO� VHUYLFH� FXVWRPHUV� PD\� GHVLUH� PRUH�
RSSRUWXQLW\� WR� LQSXW�� 5HVHDUFK� KDV� IRXQG� D� WHQGHQF\� RI� SURIHVVLRQDOV� WR� DVVXPH�
WKH\�NQRZ�EHWWHU� WKDQ�WKH�FXVWRPHU��EXW� WKLV� LV�GXH�WR�SURIHVVLRQDOV�RYHU�IRFXVLQJ�
RQ�WHFKQLFDO�LVVXHV���$�QXPEHU�RI�VWXGLHV�KDYH�VKRZQ�WKH�FXVWRPHUV�RI�SURIHVVLRQDO�
VHUYLFH� SURYLGHUV� WR� EH� FDSDEOH�QRW� RQO\�RI� HYDOXDWLQJ� VHUYLFH�TXDOLW\�EXW� DOVR�RI�
EHLQJ�FRPSHWHQW�WR�LGHQWLI\�DSSURSULDWH�DVVHVVPHQW�FULWHULD��1LFKROOV����������
�
,Q� SURIHVVLRQDO� VHUYLFHV� WKH� FOLHQW
V� UROH� LQ� TXDOLW\� FRQWURO� KDV� WUDGLWLRQDOO\� EHHQ�
OLPLWHG� GXH� WR� WKH� IDFW� WKDW� DOPRVW� E\� GHILQLWLRQ� SURIHVVLRQDO� VHUYLFHV� KDYH� VRPH�
SURYLVLRQ�IRU�TXDOLW\�FRQWURO��7KLV�LV�XVXDOO\�H[HUFLVHG�WKURXJK�SURIHVVLRQDO�ERGLHV�
DQG� KDV� WUDGLWLRQDOO\� IROORZHG� WZR� EDVLF� DSSURDFKHV�� 7KH� ILUVW� HOHPHQW� WDNHV� WKH�
IRUP� RI� VHOHFWLYH� PHPEHUVKLS� DQG� SUH�HQWU\� VRFLDOLVDWLRQ� YLD� HGXFDWLRQDO�
TXDOLILFDWLRQV� DQG� H[DPLQDWLRQV� IURP�ERWK�XQLYHUVLWLHV� DQG� WKH�SURIHVVLRQ��ZLWK� D�
YLHZ� WR� UHVWULFWLQJ� HQWU\� WR� WKRVH� FDSDEOH�� 7KH� VHFRQG� HOHPHQW� WDNHV� WKH� IRUP�RI�
JRYHUQLQJ�ERGLHV��FRGHV�RI�FRQGXFW�DQG�YDULRXV�GLUHFWLYHV���ZKLFK�SURYLGH�D�IRUPDO�
IUDPHZRUN�WKURXJK�ZKLFK�FRPSODLQWV�RU�DOOHJDWLRQV�IURP�GLVVDWLVILHG�FOLHQWV�FDQ�EH�
KHDUG���6XFK�SURYLVLRQ�HQFRXUDJHV�DQ�DWPRVSKHUH�RI�FRQWHQWPHQW���
�
3URIHVVLRQDO�VHUYLFH�SURYLGHUV�DUH�RIWHQ�LQFOLQHG��SDUWO\�EHFDXVH�RI�WKH�SURIHVVLRQDO�
ERG\�PHQWDOLW\��WR�YLHZ�VHUYLFH�TXDOLW\�DV�DQ�RXWFRPH�RI�WKH�FRUUHFW�DSSOLFDWLRQ�RI�
WHFKQLFDO�H[SHUWLVH�DQG�SURIHVVLRQDO�JXLGHOLQHV��7KLV�HQFRXUDJHV�DQ�LQWHUQDO�YLHZ�RI�



TXDOLW\�� UDWKHU� WKDQ� DQ� H[WHUQDO� DSSURDFK� EDVHG� XSRQ� FOLHQW� H[SHFWDWLRQV� DQG�
SHUFHSWLRQV��0RUJDQ��������S��������,Q�RWKHU�ZRUGV���SURIHVVLRQDO�VHUYLFH�SURYLGHUV�
PD\�KDYH�D�WHQGHQF\�WR�IRFXV�RQ�D�QRWLRQ�RI�VHUYLFH�TXDOLW\�ZKLFK�LV�GLIIHUHQW�IURP�
WKDW� IROORZHG� E\� RWKHU� VHUYLFH� SURYLGHUV�� *LYHQ� WKH� QDWXUH� RI� VHUYLFHV�� LW� KDV�
EHFRPH� WKH�SUDFWLVH� WR�GHILQH�VHUYLFH�TXDOLW\� LQ� WHUPV�RI�XVHU� UHTXLUHPHQWV� UDWKHU�
WKDQ� LQ� WHUPV� RI� FRQIRUPLW\� WR� IRUPDO� VSHFLILFDWLRQV�� 7KRVH� DVSHFWV� RI� VHUYLFH�
TXDOLW\� GHHPHG� LPSRUWDQW� E\� SURIHVVLRQDOV� IUHTXHQWO\� GLIIHU� IURP� WKH� FOLHQW
V�
SHUVSHFWLYH���,QGHHG��DV�:LWW�DQG�6WHZDUG��������S�����SRLQW�RXW��LW�LV�FRPPRQ�IRU�
SURIHVVLRQDOV� WR� �XQGHUHVWLPDWH� WKH� IHHOLQJ� RI� ULVN�� XQFHUWDLQW\� DQG� YXOQHUDELOLW\�
H[SHULHQFHG�E\�WKH�FOLHQW���
�
$� %ULWLVK� VWXG\� �:LWW� DQG� 6WHZDUG�� ������ H[DPLQHG� VHUYLFH� TXDOLW\� LQ� WKH� OHJDO�
SURIHVVLRQ���2QH�RI�WKH�PDLQ�REMHFWLYHV�RI�WKH�UHVHDUFK�ZDV�WR�DVVHVV�WKH�H[WHQW�WR�
ZKLFK�VROLFLWRUV�KDG�D�JRRG�XQGHUVWDQGLQJ�RI�WKHLU�FXVWRPHUV
�VHUYLFH�H[SHFWDWLRQV��
)LQGLQJV�LQFOXGHG���ILUPV�YLHZV�RI�ZKDW�VHUYLFH�DVSHFWV�ZHUH�LPSRUWDQW�IUHTXHQWO\�
GLIIHUHG� IURP� FOLHQWV
� YLHZV�� � RQ� VRPH� VHUYLFH� DVSHFWV� ILUPV� RYHUHVWLPDWHG� FOLHQW�
H[SHFWDWLRQV� EXW� VWLOO� IDLOHG� WR� VDWLVI\� WKHP�� � LQ� WHUPV� RI� SHUIRUPDQFH� ILUPV�
IUHTXHQWO\� UDWHG� WKHPVHOYHV�PRUH�KLJKO\� WKDQ� FOLHQWV� GLG��7KLV� VWXG\� VXSSRUWV� WKH�
QHFHVVLW\� IRU� SURIHVVLRQDO� VHUYLFH� SURYLGHUV� WR� LQFRUSRUDWH� WKHLU� FOLHQWV� DV� FR�
SURGXFHUV� LQ� TXDOLW\� DVVXUDQFH�� 7KLV� VWXG\� DQG� RWKHU� VWXGLHV� UHSRUWHG� LQ�1LFKROOV�
�������SURYLGH�FOHDU�HYLGHQFH�WKDW�VRPH�DVSHFWV�RI�SURIHVVLRQDO�VHUYLFH�TXDOLW\�DUH�
EHVW�MXGJHG�XSRQ�E\�FOLHQWV�DQG�QRW�E\�WKH�ILUPV�WKHPVHOYHV��
�
)URP� WKH� SURIHVVLRQDO� VHUYLFH�SURYLGHU
V� SHUVSHFWLYH� D�XVHIXO� FRQFHSW�PD\�EH� WKH�
LGHD� RI� DQ� RSWLPXP� OHYHO� RI� FOLHQW� LQYROYHPHQW�� DYRLGLQJ�XQGHU�LQYROYHPHQW� DQG�
RYHU�LQYROYHPHQW��)RU�H[DPSOH��OHJDO�DGYLVRUV�DUH�VRPHWLPHV�H[SHFWHG�E\�FOLHQWV�WR�
PDNH� EXVLQHVV� GHFLVLRQV� ZKLFK� DUH� QRW� EDVHG� RQ� OHJDO� FULWHULD� �L�H�� WKH� FOLHQW� LV�
XQGHU�LQYROYHG����OHJDO�DGYLVRUV�DUH�VRPHWLPHV�H[SHFWHG�WR�UHSRUW�HYHU\WKLQJ�WR�WKH�
FOLHQW� DQG� WKLV� FDQ� VRPHWLPHV� EH� FRQVLGHUHG� DV� RYHU�LQYROYHPHQW�� 3URIHVVLRQDO�
VHUYLFH�SURYLGHUV�QHHG�WR�EH�PRUH�DZDUH�DV�WR�ZKDW�LV�WKHLU�RSWLPXP�OHYHO�RI�FOLHQW�
LQYROYHPHQW�DQG�RI�WKH�ZD\V�LQ�ZKLFK�WKH\�FDQ�LQIOXHQFH�WKH�FOLHQW�WR�FRQIRUP��
�
Professional service providers should be flexible to their clients’ prospensity to be 
LQYROYHG��7KLV�LV�RI�LQFUHDVLQJ�LPSRUWDQFH�JLYHQ�WKH�JURZLQJ�LQWHUQDWLRQDO�EDVLV�RI�
SURGXFHU� VHUYLFHV�� 6HUYLFH� SURYLGHUV� QHHG� WR� DGDSW� WR� FXOWXUDO� YDULDWLRQ� DQG� LWV�
LQIOXHQFH� RQ� FOLHQW� LQYROYHPHQW� SURSHQVLW\�� � � $� VXUYH\� RI� (8� EXVLQHVV� VHUYLFH�
SURYLVLRQ�SURYLGHV� HYLGHQFH�RI� WKH�YDULDWLRQ� LQ�GHJUHH�RI�FXVWRPHU�FR�SURGXFWLRQ�
UROHV�IURP�FXOWXUH�WR�FXOWXUH���
�
7KH�IROORZLQJ�WDEOH��EDVHG�RQ�D�PDMRU�(8�VWXG\��JLYHV�VRPH�H[DPSOHV�RI�KRZ�VRPH�
RI�WKH�PRUH�GHYHORSHG�(8�FRXQWULHV�YDU\�LQ�WKHLU�GHJUHH�RI�H[WHUQDOLVDWLRQ����
�



7DEOH��� 7KH�GHJUHH�RI�EXVLQHVV�VHUYLFHV�H[WHUQDOLVDWLRQ�LQ�VHOHFWHG���
� (8�FRXQWULHV�
�
� ([WHUQDOL]DWLRQ�

����
,QWHUQDOL]DWLRQ�
����

&RPELQDWLRQ��
����

)UDQFH�
*HUPDQ\�
,WDO\�
1HWKHUODQGV�
8QLWHG�.LQJGRP�
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���
���
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���
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���

�
6RXUFH�� 3HDW�0DUZLFN�0F/LQWRFN��7KH�
&RVW�RI�1RQ�(XURSH
�IRU�EXVLQHVV��

VHUYLFHV�� � 5HVHDUFK� RQ� WKH� 
&RVW� RI� 1RQ�(XURSH
�� � YROXPH� �� �� ������
(XURSHDQ�&RPPLVVLRQ��%UXVVHOV��

�
7KH�VDPH�VWXG\�DOVR�IRXQG�WKDW�XVH�RI�H[WHUQDO�VHUYLFHV�GHSHQGV�PXFK�RQ�FRPSDQ\�
VL]H�� 6PDOO� FRPSDQLHV� KDYH� D� SUHIHUHQFH� IRU� LQWHUQDOL]DWLRQ�� PHGLXP� �VL]HG�
FRPSDQLHV� DUH� PRUH� OLNHO\� WR� H[WHUQDOL]H� EXVLQHVV� VHUYLFHV�� ODUJH� FRPSDQLHV�
IUHTXHQWO\� XVH� D� FRPELQDWLRQ�� � 7KH� IROORZLQJ� WDEOH� VKRZV� WKH� 3HDW� 0DUZLFN�
0F/LQWRFN�ILQGLQJV��
�



7DEOH��� %XVLQHVV�VHUYLFHV�H[WHUQDOLVDWLRQ�DQG�FRPSDQ\�VL]H�
�

&RPSDQ\�VL]H�
�E\�HPSOR\PHQW��

([WHUQDOL]DWLRQ�
����

,QWHUQDOL]DWLRQ�
����

&RPELQDWLRQ��
����
�

���������
���������
��!������
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���
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���
���
���

���
���
���
�

7RWDO� ��� ��� ���
�
�
6RXUFH�� 3HDW�0DUZLFN�0F/LQWRFN��7KH�
&RVW�RI�1RQ�(XURSH
�IRU�EXVLQHVV��

VHUYLFHV���5HVHDUFK�RQ�WKH�
&RVW�RI�1RQ�(XURSH
���YROXPH�����������(XURSHDQ�
&RPPLVVLRQ��%UXVVHOV��

��
8QGHUVWDQGLQJ� RI� D� FXVWRPHU
V� DFWLYLW\� F\FOH� FDQ� SURYLGH� LQVLJKWV� LQWR�ZKDW� W\SH�
DQG� OHYHO� RI� LQYROYHPHQW� WKH\� PD\� GHVLUH� DW� GLIIHUHQW� VWDJHV�� 6]PLJLQ� �������
SURSRVHV�FKDUWLQJ�WKH�FXVWRPHU�DFWLYLW\�F\FOH�DV�DQ�DLG�WR�ERWK�FXVWRPHU�DQG�VHUYLFH�
SURYLGHU� LQ� WKH�SODQQLQJ� DQG� UHYLHZLQJ�DFWLYLW\��&KDUWLQJ� VHHPV�FRPSDUDEOH�ZLWK�
EOXHSULQWLQJ�ZKLFK� KDV� ORQJ� EHHQ� DGYRFDWHG� IRU� VHUYLFH� GHVLJQ��%XW� DV� VKRZQ� LQ�
ILJXUH� ��� � FKDUWLQJ� PD\� EH� SDUWLFXODUO\� XVHIXO� LQ� VHUYLFH� FR�SURGXFWLRQ� VLWXDWLRQ�
UHTXLULQJ�FORVH�V\QFKURQLVDWLRQ�RI�D�VHULHV�RI�WDVNV��ZKHUH�VRPH�WDVNV�DUH�SURYLGHU�
GULYHQ�DQG�RWKHU�WDVNV�DUH�FXVWRPHU�FR�SURGXFHU�GULYHQ���
�



)LJXUH� �� 3UHVV�UHOHDVH�DFWLYLW\�F\FOH��
�

$FWLYLW\

,QIRUPDWLRQ

5HVHDUFK

:ULWH

*LYH�WR�FOLHQW
IRU�FKDQJHV

0DNH�FKDQJHV

*LYH�WR�FOLHQW
IRU�DSSURYDO

'LVWULEXWH

0RQLWRU�FRYHUDJH

&OLHQW

:DLWLQJ

:DLWLQJ

:RUNLQJ

:DLWLQJ

:RUNLQJ

:RUNLQJ

:DLWLQJ

6XSSOLHU

:DLWLQJ

:RUNLQJ

:RUNLQJ

:DLWLQJ

:RUNLQJ

:DLWLQJ

:RUNLQJ

:RUNLQJ

�

�
�
VRXUFH�� � 6]PLJLQ��������S�������
�
,GHQWLI\LQJ�WKH�FXVWRPHU
V�UROH�LQ�WKH�DFWLYLW\�F\FOH�FDQ�EH�IDFLOLWDWHG�E\�
FRQVLGHULQJ�WKH�FXVWRPHU�MRE�WDVNV�DXGLW�SURSRVHG�E\�&DQ]LDQL��������S������
1DPHO\��
�
•� :KDW�GRHV�WKH�FXVWRPHU�GR�LQ�WKH�SURFHVV"�
•� +RZ�GRHV�WKH�FXVWRPHU�GR�LW��WHFKQLFDO�DQG�IXQFWLRQDO�TXDOLW\�"�
•� :KHQ�GRHV�WKH�FXVWRPHU�GR�LW��ZLWK�UHVSHFW�WR�UHDO�WLPH�RU�GXULQJ�WKH�SURFHVV�

VHTXHQFH��L�H��SUH�WUDQVDFWLRQ�WUDQVDFWLRQ�SRVW�WUDQVDFWLRQ�"�
•� +RZ�RIWHQ�GRHV�WKH�FXVWRPHU�GR�LW��IUHTXHQW�UHSHDWHG�GLVFUHWH�F\FOHV�YHUVXV�

LQIUHTXHQW�VWHSV�LQ�D�FRQWLQXRXV�VHUYLFH�UHODWLRQVKLS�"�
•� :LWK�ZKRP�GRHV�WKH�FXVWRPHU�LQWHUIDFH��HPSOR\HHV��PDFKLQHV�RU�VHOI�"�
��
&DQ]LDQL��������S������DOVR�FRQVLGHUV� WKH�TXHVWLRQ�RI�KRZ�FXVWRPHU�FRPSHWHQF\�
IRU�WDVN�FRPSOHWLRQ�FDQ�EH�EURNHQ�GRZQ��DQG�VXJJHVWV�WKH�IROORZLQJ�W\SRORJ\��



D�� 3ODQQLQJ���DVVHVV�SHUVRQDO�QHHGV�IRU�VHUYLFH�
E�� %XGJHWLQJ���DVVHVV�DYDLODEOH�UHVRXUFHV�
F�� &RPPXQLFDWLQJ���WHOO�VHUYLFH�SURYLGHU�ZKDW�QHHGV�DUH�
G�� 'LUHFWLQJ���WHOO�VHUYLFH�SURYLGHU�KRZ�WR�SURYLGH�VHUYLFH�
H�� &R�RUGLQDWLQJ���PDQDJH�IORZ�RI�VHOI�RU�SRVVHVVLRQV�WKURXJK�VHUYLFH�
� V\VWHP�
I�� 0HGLDWLQJ���UHGXFH�WUDQVLWLRQ�JDSV�EHWZHHQ�VHUYLFH�VWHSV�DQG�� HPSOR\HHV�
J�� &RQWUROOLQJ���XVH�IHHGEDFN�WR�HQVXUH�UHFRYHU\�DQG�VDWLVIDFWLRQ�
K�� (YDOXDWLQJ���XVH�DVVHVVPHQW�GHYLFHV�LQ�UHOLDEOH�PDQQHU�
�
7KLV� W\SRORJ\� LV� LQWHQGHG� IRU� ERWK� FRQVXPHU� DQG� SURIHVVLRQDO� VHUYLFHV�� :KLOVW�
VXFFHVV� LQ�GHOLYHULQJ�VHUYLFH�TXDOLW\�ZLOO�EH�HQKDQFHG�E\�FXVWRPHU�FRPSHWHQF\�LQ�
WKHVH�DUHDV��WKH�FXVWRPHU�VKRXOG�QRW�EH�H[SHFWHG�WR�WDFNOH�WKHVH�WDVNV�DORQH��5DWKHU�
WKH� VHUYLFH� SURYLGHU� VKRXOG� FRQVLGHU� WKH� HOHPHQWV� DV� D� OLVW� RI� DUHDV� ZKHUH� WKH\�
VKRXOG�EH�HGXFDWLQJ�DQG�VXSSRUWLQJ�WKH�FXVWRPHU��
��
&DQ]LDQL
V� W\SRORJ\� IROORZV� WKH� JHQHUDO� WHQGHQF\� LQ� WKH� FXVWRPHU� SDUWLFLSDWLRQ�
OLWHUDWXUH� WR�DSSURDFK�FXVWRPHU�SDUWLFLSDWLRQ� IURP�D�SURGXFWLRQ� LQSXW�SHUVSHFWLYH��
.HOORJJ�� <RXQJGDKO� DQG� %RZHQ� �������� RQ� WKH� RWKHU� KDQG�� IRFXV� RQ� DVSHFWV� RI�
FXVWRPHU� SDUWLFLSDWLRQ� ZKLFK� DUH� PRWLYDWHG� E\� WKH� FXVWRPHU
V� GHVLUH� WR� REWDLQ�
VDWLVIDFWLRQ� DQG� YDOXH�� 7KHLU� UHVHDUFK�� ZKLFK� LQFOXGHV� HPSLULFDO� GDWD� FROOHFWHG�
XVLQJ� WKH� FULWLFDO� LQFLGHQW� WHFKQLTXH� IRU�ERWK�FRQVXPHU�DQG�SURIHVVLRQDO� VHUYLFHV��
GHYHORSV� D� W\SRORJ\� RI� WKH� ZD\V� LQ� ZKLFK� FXVWRPHUV� DWWHPSW� WR� DVVXUH� VHUYLFH�
TXDOLW\��.HOORJJ��<RXQJGDKO� DQG�%RZHQ� LGHQWLI\� IRXU� GLVWLQFW� IRUPV� RI� FXVWRPHU�
SDUWLFLSDWLRQ� ZKLFK� DUH� PRWLYDWHG� VSHFLILFDOO\� ZLWK� WKH� DLP� RI� DVVXULQJ� VHUYLFH�
VDWLVIDFWLRQ��7KHVH�DUH���
��� 3UHSDUDWLRQ�� � DFWLYH� SODQQLQJ� IRU� WKH� VHUYLFH�� )RU� H[DPSOH�� VHHNLQJ�
� UHIHUUDOV�DQG�UHVHDUFKLQJ�FRPSHWLWRUV��
��� 5HODWLRQVKLS�EXLOGLQJ���DFWLYHO\�GLUHFWLQJ�VRFLDO�EHKDYLRXU�DQG��
� OR\DOW\�ZLWK�D�YLHZ�WR�REWDLQLQJ�EHWWHU�VHUYLFH�RU�VSHFLDO�WUHDWPHQW��� )RU�
H[DPSOH��JHWWLQJ�WR�NQRZ�VHUYLFH�SURYLGHUV�DQG�DVNLQJ�IRU�� VHUYHUV�E\�QDPH��
��� ,QIRUPDWLRQ�H[FKDQJH���SURYLGLQJ�DQG�VHHNLQJ�LQIRUPDWLRQ�WR�FODULI\��

VHUYLFH�UHTXLUHPHQWV�DQG�VHUYLFH�VWDWXV��)RU�H[DPSOH���FRPPXQLFDWLQJ�WR�WKH�
VHUYLFH�SURYLGHU�ZKHUH�WKH�FXVWRPHU�WKLQNV�D�WDVN�PD\�QHHG�SDUWLFXODU�FDUH��

��� ,QWHUYHQWLRQ���SURYLGLQJ�QHJDWLYH�SHUIRUPDQFH�IHHGEDFN�DQG�JHWWLQJ��
LQYROYHG�LQ�SUREOHP�GLDJQRVLV�DQG�UHVROXWLRQ��)RU�H[DPSOH��QRW�DFFHSWLQJ�D�
SURSRVHG�DGYHUWLVLQJ�FDPSDLJQ��

�
.HOORJJ�� <RXQJGDKO� DQG� %RZHQ� ������� S�� ����� HPSKDVL]H� WKDW� �IDFLOLWDWLQJ�
FXVWRPHU� EHKDYLRXUV� VXFK� DV� SUHSDUDWLRQ�� UHODWLRQVKLS� EXLOGLQJ� DQG� LQIRUPDWLRQ�
H[FKDQJH�VKRXOG�UHGXFH�FXVWRPHUV
�SHUFHLYHG�QHHG�WR�LQWHUYHQH�LQ�WKH�GHOLYHU\�RI�
VHUYLFH���� 7KH\� SURSRVH� WKDW� VHUYLFH� SURYLGHUV� FDQ� HQJDJH� D� UDQJH� RI� KXPDQ�



UHVRXUFH�DQG�RSHUDWLRQDO�RSWLRQV� LQ�RUGHU� WR�PLQLPLVH� WKH�QHHG�IRU�FXVWRPHUV� WR�
HQJDJH� LQ� IDLOXUH�UHODWHG� EHKDYLRXUV�� )RU� H[DPSOH�� � WKH� SURYLVLRQ� RI� UHDOLVWLF�
VHUYLFH�SUHYLHZV�FDQ�DVVLVW�FXVWRPHUV�LQ�WKHLU�FR�SURGXFWLRQ�UROHV�DQG�UHGXFH�WKH�
QHHG�IRU�FXVWRPHUV�WR�HQJDJH�LQ�TXDOLW\�DVVXUDQFH�EHKDYLRXU��
�
(DUOLHU�LQ�WKLV�SDSHU�LW�ZDV�SURSRVHG�WKDW�IDLOXUH�E\�WKH�VHUYLFH�SURYLGHU�WR�PRWLYDWH�
DGHTXDWH� FXVWRPHU� LQYROYHPHQW� LQFUHDVHV� WKH� ULVN� RI� FXVWRPHU� GLVVDWLVIDFWLRQ���
$FFRUGLQJO\�� SURIHVVLRQDO� VHUYLFH� ILUPV� PLJKW� JDLQ� LQVLJKWV� E\� WU\LQJ� WR� EHWWHU�
XQGHUVWDQG� WKH� QDWXUH� RI� WKHLU� FOLHQWV�� ,Q� RUGHU� WR� GR� WKLV� WKH\� FRXOG� XVHIXOO\�
FRQVLGHU� UHVHDUFK� RQ� FXVWRPHU� LQWHUDFWLRQ� VW\OHV�� ,W� PD\� EH� IUXLWIXO� WR� VHJPHQW�
FXVWRPHUV�DFFRUGLQJ�WR�LQWHUDFWLRQ�VW\OH��$OUHFN��������PDLQWDLQV�WKDW�UHFRJQLVLQJ��
XQGHUVWDQGLQJ�� DQG� DGDSWLQJ� WR� WKH� LQWHUDFWLRQ� VW\OHV� RI� FOLHQWV� ZLOO� IDFLOLWDWH�
LQWHUDFWLRQ��6KH�LGHQWLILHV�WKUHH�FOLHQW�LQWHUDFWLRQ�VW\OHV�DQG�ODEHOV�WKHP��D��IHHOLQJ�
RULHQWHG�VW\OH���E��GRLQJ�RULHQWHG�VW\OH���F��RZQLQJ�RULHQWHG�VW\OH����
�
/LNHZLVH�� VWUDWHJLHV� IRU� LQFUHDVLQJ� FXVWRPHU� SURSHQVLW\� WR� SDUWLFLSDWH� PD\� EH�
DSSURSULDWH��1RUPDQQ��RQH�RI�WKH�HDUOLHVW�ZULWHUV�WR�SD\�VLJQLILFDQW�DWWHQWLRQ�WR�WKH�
FOLHQW�DV�D�FR�SURGXFHU��SURYLGHV�D�FKHFN�OLVW�RI�TXHVWLRQV�IRU�
FOLHQW�PDQDJHPHQW
�
ZKLFK�PD\�EH�XVHG�WR�FRQVLGHU�ZD\V�RI�DGMXVWLQJ�FXVWRPHU�SDUWLFLSDWLRQ�OHYHOV�LQ�
RUGHU� WR�HQKDQFH�SURGXFWLYLW\�DQG�TXDOLW\��([DPSOHV� LQFOXGH� �1RUPDQQ�������S��
�����
•� 'RHV�WKH�FOLHQW�KDYH�VSDUH�WLPH�ZKLOH�KH�LV�ZDLWLQJ"�
•� $UH�FRQWDFW�SHUVRQQHO�GRLQJ�UHSHWLWLYH�ZRUN�ZKLFK�WKH�FXVWRPHU�FRXOG�GR�

KLPVHOI��IRU�H[DPSOH�ZLWK�FXVWRPHU�RSHUDWHG�PDFKLQHV"�
•� 'R�WKH�FOLHQWV�VRPHWLPHV�WU\�WR�
JHW�SDVW
�WKH�FRQWDFW�SHUVRQQHO�DQG�GR�WKLQJV�

WKHPVHOYHV"�&RXOG�WKDW�LQWHUHVW�DQG�NQRZOHGJH�EH�EHWWHU�XWLOLVHG"�
•� 'R�WKH�FXVWRPHUV�VKRZ�LQWHUHVW�LQ�D�NQRZOHGJH�DERXW�WKH�WDVNV�RI�WKH�FRQWDFW�
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