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&RQVXPHU�3DUWLFLSDWLRQ�� �
GHYHORSLQJ� SROLFLHV�DQG�SURFHGXUHV�

,QYROYLQJ�SHRSOH�ZLWK�H[SHULHQFH�RI�XVLQJ�PHQWDO�KHDOWK�VHUYLFHV�
LQ�WKH�GHYHORSPHQW�RI�SROLFLHV�DQG�SURFHGXUHV�IRU�PHQWDO�KHDOWK�VHUYLFHV�
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&RQVXPHU�3DUWLFLSDWLRQ��'HYHORSLQJ�3ROLFLHV�DQG�3URFHGXUHV��
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�

Introdu ction 

�
�

7KLV�ERRNOHW�KDV�GHYHORSHG�RXW�RI�D�MRLQW�SURMHFW�EHWZHHQ�.,7(6�DQG�WKH�,QQHU�&LW\�
3URMHFW��,&3���WKDW�DLPHG�WR�GHYHORS�SROLFLHV�DQG�SUDFWLFHV�WR�HQKDQFH�DQG�IDFLOLWDWH�
FRQVXPHU�SDUWLFLSDWLRQ�LQ�WKH�,&3��
�
.,7(6�LV�D�QRW�IRU�SURILW�RUJDQL]DWLRQ�WKDW�LV�EDVHG�RQ�D�FRPPXQLW\�GHYHORSPHQW�PRGHO�DQG�
LW�ZRUNV�ZLWKLQ�WKH�PHQWDO�KHDOWK�VHFWRU��
�
,QQHU�&LW\�3URMHFW�ZRUNV�LQ�WKH�LQQHU�FLW\�FRPPXQLW\�DQG�IRFXVHV�RQ�WKH�QHHGV�RI�PHQWDO�
KHDOWK�VHUYLFH�XVHUV�ZLWK�KLJK�DQG�FRPSOH[�QHHGV��
�
%RWK�RUJDQL]DWLRQV�DUH�ORFDWHG�LQ�:HOOLQJWRQ��1HZ�=HDODQG��
�
,Q�RUGHU�WR�PDNH�LWV�UHFRPPHQGDWLRQV�.,7(6�FRQVXOWHG�UHJXODUO\�ZLWK�WKH�&RQVXPHU�
3DUWLFLSDWLRQ�*URXS��&3*��WKDW�KDG�DOUHDG\�EHHQ�HVWDEOLVKHG�ZLWKLQ�WKH�,&3��$V�ZHOO�.LWHV�
KHOG�IRFXV�JURXSV�WR�JDLQ�WKH�LQSXW�RI�FRQVXPHUV�ZKR�ZHUH�QRW�XVLQJ�,&3�VHUYLFHV��.,7(6�
DOVR�FDOOHG�RQ�WKH�H[SHUWLVH�RI�FRQVXPHU�DGYLVRUV�IURP�WKH�ORFDO�VHFWRU��7KH�&3*�ZDV�
LQYROYHG�LQ�GHFLVLRQ�PDNLQJ�ZLWKLQ�WKH�,&3�EXW�DOO�WKRVH�FRQVXOWHG�ZHUH�DEOH�WR�PDNH�
VXJJHVWLRQV�DERXW�RWKHU�IXQFWLRQV�FRQVXPHUV�PLJKW�GR��$OO�WKH�VXJJHVWLRQV�WKDW�ZHUH�PDGH�
E\�WKH�&3*�ZHUH�LQFRUSRUDWHG�LQWR�WKH�ILQDO�UHFRPPHQGDWLRQV. 
�
7KH�ZRUN�GRQH�KDV�QRZ�EHHQ�GHYHORSHG�LQWR�WKLV�ERRNOHW�WKDW�FDQ�EH�XVHG�DV�D�SUDFWLFDO�
JXLGH�IRU�LQYROYLQJ�FRQVXPHUV�LQ�WKH�VHUYLFH�SODQQLQJ��VWUDWHJLF�SODQQLQJ��SROLF\�
GHYHORSPHQW��SULRULW\�VHWWLQJ��HYDOXDWLRQ�DQG�TXDOLW\�DVVXUDQFH�LQ�VHUYLFH�GHYHORSPHQW��,W�LV�
GHVLJQHG�WR�DVVLVW�PHQWDO�KHDOWK�RUJDQL]DWLRQV�WR�LQFOXGH�VHUYLFH�XVHUV�LQ�D�YDULHW\�RI�
IXQFWLRQV�DQG�UROHV��
�
%XLOGLQJ�TXDOLW\�KHDOWK�FDUH�VHUYLFHV�UHTXLUHV�WKDW�SURYLGHUV�FROODERUDWH�ZLWK�FRQVXPHUV�
WR�DFKLHYH�ZRUNDEOH�LPSURYHPHQWV�WKXV�IRVWHULQJ�DQ�DFWLYH�SDUWQHUVKLS��
�
7KH�XQGHUO\LQJ�SKLORVRSK\�LV�WKDW�FRQVXPHUV�DUH�WKH�EHVW�SHRSOH�WR�EXLOG�VHUYLFHV�
DQG�VHUYLFHV�QHHG�WKHLU�H[SHUW�NQRZOHGJH�LI�FRQVXPHUV�ZKR�XVH�VHUYLFHV�DUH�WR�DFKLHYH�
UHFRYHU\��

�
�
�

3OHDVH�GLUHFW�DQ\�FRPPHQWV��VXJJHVWLRQV�RU�UHTXHVWV�IRU�FRSLHV�WR�
.,7(6�32�%R[�������0DULRQ�6TXDUH��:HOOLQJWRQ��

3K�������������ID[�������������
HPDLO�WR�DGPLQ#NLWHV�RUJ�Q]�

�
�

3UHSDUHG�IRU�.,7(6�DQG�,QQHU�&LW\�3URMHFW�E\�9LFWRULD�5REHUWV�$XJXVW������
�



&RQVXPHU�3DUWLFLSDWLRQ��'HYHORSLQJ�3ROLFLHV�DQG�3URFHGXUHV��
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�

7DEOH�RI� &RQWHQWV�

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

��������������� � � � � � � � � � ��
3ULQFLSOHV�WKDW�XQGHUSLQ�SDUWLFLSDWLRQ��� � � � �
� � � � �
:KDW�LV�FRQVXPHU�SDUWLFLSDWLRQ"� � � � � � � ��
�
,QYROYLQJ�FRQVXPHUV� � � � � � � � � ��
�
3URFHVV�� � � � � � � � � � ��
�
:K\�DQG�ZKDW�VKRXOG�ZH�SD\�FRQVXPHUV� � � � � � ���
�
:KHUH�GR�ZH�JHW�WKH�UHVRXUFHV"� � � � � � � ���
�
$SSHQGL[����6XPPDU\�RI�VWUDWHJLHV�IRU�FRQVXPHU�SDUWLFLSDWLRQ� � � ���
�
$SSHQGL[����3ROLFLHV� � � � � � � � � ��
� �
� � � � � � �

·  &RQVXPHU�SDUWLFLSDWLRQ�SROLF\� � � � � � � ���
·  &RQVXPHU�RULHQWDWLRQ�SROLF\� � � � � � � ���
·  &RQVXPHU�GHYHORSPHQW�IRU�SDUWLFLSDWLRQ�SROLF\�� � � � ���
·  6WDII�GHYHORSPHQW�IRU�SDUWLFLSDWLRQ�SROLF\� � � � � ���
·  6WDII�SHUIRUPDQFH�DSSUDLVDO�SROLF\��LQ�UHODWLRQ�WR�SDUWLFLSDWLRQ�� � ���
·  &RPSODLQWV�SROLF\� � � � � � � � ���

�
� � � � � �
5HIHUHQFHV� � � � � � � � � � ���
,QWHUQHW�VRXUFHV� � � � � � ��� � � �

� � � � �
�
�
�
�
�
�
�
�
�
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�

3ULQFLSOHV�WKDW�XQGHUSLQ�SDUWLFLSDWLRQ�
�

7H�7LULWL�R�:DLWDQJL��

7H�7LULWL�R�:DLWDQJL�LV�DFNQRZOHGJHG�DV�WKH�IRXQGLQJ�GRFXPHQW�RI�$RWHDURD�DQG�LV�D�
FRQVWDQW�DQG�XQFKDQJLQJ�VWDWHPHQW�RI�SDUWQHUVKLS�EHWZHHQ�0DRUL�DQG�QRQ�0DRUL��
3DUWLFLSDWLRQ�HQFRXUDJHV�D�FRPPLWPHQW�WR�UHVSHFWLQJ�DQG�HQKDQFLQJ�WKDW�SDUWQHUVKLS�
�

6RFLDO�MXVWLFH�SULQFLSOHV��

�� ¶)DLUQHVV·�LQFOXGHV��

·  )DLUQHVV�DQG�HTXLW\�LQ�WKH�GLVWULEXWLRQ�RI�UHVRXUFHV��
·  2SSRUWXQLW\�WR�UHDFK�D�VKDUHG�XQGHUVWDQGLQJ�RI�LVVXHV��
·  (QVXULQJ�WKH�FRQWHQW�RI�SROLF\�DQG�WHUPV�XVHG�FDQ�EH�ZLGHO\�XQGHUVWRRG��
·  0DNLQJ�VXUH�WKH�SRVVLEOH�LPSDFWV�RI�GHFLVLRQV�PDGH�DUH�WDNHQ�LQWR�DFFRXQW��

�� ¶(TXDO�ULJKWV·�IRU�DOO�SHRSOH�LQFOXGHV��

·  3DUWLFLSDWLRQ�WKDW�GHPRQVWUDWHV�D�UHVSHFW�IRU�LQGLYLGXDOV
�DXWRQRP\�DQG�WKHLU�ULJKW�
WR�PDNH�WKHLU�RZQ�GHFLVLRQV��

·  (QVXULQJ�FRQVXPHUV�KDYH�VXIILFLHQW�LQIRUPDWLRQ�WR�PDNH�LQIRUPHG�GHFLVLRQV��
·  (TXDOL]LQJ�SRZHU�GLIIHUHQWLDOV�EHWZHHQ�FRQVXPHUV�DQG�VHUYLFH�SURYLGHUV��

�� ¶)DLU�DFFHVV·�LQFOXGHV��

·  $OO�SHRSOH�KDYH�IDLU�DFFHVV�WR�HFRQRPLF�UHVRXUFHV��VHUYLFHV�DQG�ULJKWV��ODQJXDJH��
WLPH�DQG�VHWWLQJV�HVVHQWLDO�WR�WKHLU�TXDOLW\�RI�OLIH��

·  5HVRXUFH�FRQVWUDLQWV�IRU�FRQVXPHUV�WR�SDUWLFLSDWH�DUH�DGGUHVVHG��
·  (QVXUHV�FRQVXPHUV�KDYH�WKH�VNLOOV�WKH\�QHHG�WR�DFFHVV�WKH�VHUYLFHV�WKH\�QHHG��
·  )DFLOLWDWHV�LQFUHDVHG�DFFHVV�WR�LQIRUPDWLRQ�DQG�VHUYLFHV��

�
�� ¶3DUWLFLSDWLRQ�DQG�SDUWQHUVKLS·�LQFOXGHV��

·  2SSRUWXQLWLHV�IRU�DOO�SHRSOH�WR�JHQXLQHO\�SDUWLFLSDWH�LQ�WKH�FRPPXQLW\�DQG�EH�
FRQVXOWHG�RQ�GHFLVLRQV�WKDW�DIIHFW�WKHLU�OLYHV��

·  &RQVXPHU�SDUWLFLSDWLRQ�DFNQRZOHGJLQJ�DQG�UHIOHFWLQJ�ELFXOWXUDO�YDOXHV��
·  (QDEOLQJ�DQ�LQIRUPHG�DQG�FROODERUDWLYH�SURFHVV�IRU�GHFLVLRQ�PDNLQJ��
·  ,QFUHDVLQJ�UHFRJQLWLRQ�RI�WKH�YDOXH�RI�FRQVXPHU�SDUWLFLSDWLRQ��
·  (QVXULQJ�WKH�FRQVXPHU�YLHZ�LV�QRW�PDUJLQDOL]HG��

�

6HUYLFH�LQWHJULW\�

7KH�SDUWLFLSDWLRQ�RI�SHRSOH�ZLWK�H[SHULHQFH�RI�PHQWDO�LOOQHVV�HQVXUHV�WKDW�VHUYLFHV�DUH�
UHVSRQVLYH��VHQVLWLYH�WR�FXUUHQW�LVVXHV�DQG�LV�DQ�HVVHQWLDO�FRPSRQHQW�RI�FRQWLQXRXV�TXDOLW\�
LPSURYHPHQW��

�



&RQVXPHU�3DUWLFLSDWLRQ��'HYHORSLQJ�3ROLFLHV�DQG�3URFHGXUHV��
BBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBB�

BBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBB�
.,7(6�:(//,1*721�$8*867�����������������������������������������������������������������������������������������������������3DJH���RI����

�

What is consumer participation?  

�
�

�
·  3DUWLFLSDWLRQ�LV�WKH�SKLORVRSK\�DQG�RULHQWDWLRQ�WKDW�VWDWHV�WKDW�LQIRUPHG�FRQVXPHUV�

KDYH�FRQWURO�RYHU�WKH�SROLFLHV�DQG�SUDFWLFHV�WKDW�GLUHFWO\�DIIHFW�RXU�OLYHV��
�

·  ,W�LQFOXGHV�FRQVXPHU�SDUWLFLSDWLRQ�LQ�GHFLVLRQ�PDNLQJ�DERXW�VHUYLFH�SODQQLQJ��
VWUDWHJLF�SODQQLQJ��SROLF\�GHYHORSPHQW��VWDIILQJ�DQG�PDQDJHPHQW��SULRULW\�VHWWLQJ�
DQG�VHUYLFH�TXDOLW\�HYDOXDWLRQ��

�
·  ,W�LV�WKH�PHDQLQJIXO�LQFOXVLRQ�RI�FRQVXPHUV�DW�DOO�OHYHOV�RI�WKH�RUJDQL]DWLRQDO�

VWUXFWXUH�DQG�WDNHV�DFFRXQW�RI�GLIIHULQJ�OHYHOV�RI�VNLOOV��DELOLWLHV��LQWHUHVW�DQG�
DYDLODEOH�WLPH��

�
·  3DUWLFLSDWLRQ�PD\�UHIHU�WR�WKH�LQFOXVLRQ�RI�FRQVXPHUV�ERWK�LQ�WKHLU�RZQ�FDUH�DQG�DW�

D�V\VWHPV�OHYHO��
�

·  &RQVXPHU�SDUWLFLSDWLRQ�LV�SUHVFULEHG�IRU�VHUYLFHV�LQ�WKH�0LQLVWU\�RI�+HDOWK�0HQWDO�
+HDOWK�6WDQGDUGV��

�
���� 7KH�PHQWDO�KHDOWK�VHUYLFH�KDV�SROLFLHV�DQG�SURFHGXUHV�UHODWHG�WR�FRQVXPHU�

SDUWLFLSDWLRQ�ZKLFK�DUH�XVHG�WR�PD[LPL]H�WKHLU�UROH�DQG�LQYROYHPHQW�LQ�WKH�
VHUYLFH�DQG�ZKHUH�SUDFWLFDEOH�LQFOXGHV�WKH�HPSOR\PHQW�RI�FRQVXPHUV��

�
·  &RQVXPHU�SDUWLFLSDWLRQ�KDV�EHHQ�LGHQWLILHG�DV�EHLQJ�FULWLFDO�WR�WKH�GHYHORSPHQW�RI�

VHUYLFHV�WKDW�DUH�DSSURSULDWH�DV�ZHOO�DV�PHHWLQJ�WKH�QHHGV�RI�FRQVXPHUV�DQG�WKHLU�
FRPPXQLW\���$UWKULWLV�$XVWUDOLD��������

�
·  *URXSV�ZKR�DUH�PDUJLQDOL]HG�DQG�KDUG�WR�UHDFK�DQG�KDYH�GLIILFXOW\�DFFHVVLQJ�

VHUYLFHV��RQFH�FRQWDFWHG�DQG�FRQVXOWHG�FDQ�LGHQWLI\�WKH�DUHDV�RI�DFFHVV�DQG�HTXLW\�
WKDW�DUH�SUREOHPDWLF�IRU�WKHP��2UJDQL]DWLRQV�QHHG�WR�EH�SURDFWLYH�LQ�ILQGLQJ�WKHVH�
SHRSOH��

�
·  ´$Q\�LQWHUDFWLRQ�EHWZHHQ�VWDII�PHPEHUV�DQG�FRQVXPHUV�LV�DQ�RSSRUWXQLW\�IRU�

FRQVXPHU�SDUWLFLSDWLRQ�WR�WDNH�SODFH�µ��3LQFKHV��XQGDWHG��
�

�

�
�
��������

��������
3DUWLFLSDWLRQ�3\UDPLG�
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�

3DUWLFLSDWLRQ�3\UDPLG�

�
�
�

�
�
�
�
�
�
�
�
�
�
�
�

��������$Q�RUJDQL]DWLRQDO�FXOWXUH�WKDW�LV�FRQVXPHU�IRFXVHG�DQG�FRQVXPHU�GULYHQ�
™� &RPPLWPHQW�DW�DOO�OHYHOV�DQG�ZLWKLQ�DOO�DUHDV�RI�WKH�RUJDQL]DWLRQ�WR�DFWLYH�FRQVXPHU�

SDUWLFLSDWLRQ�LQ�GHFLVLRQ�PDNLQJ��SODQQLQJ��HYDOXDWLRQ�DQG�GDLO\�DFWLYLWLHV�

™� (VWDEOLVK�D�ZRUNLQJ�UHODWLRQVKLS�RI�PXWXDO�UHVSHFW��FROODERUDWLRQ�DQG�HTXDOLW\�

™� ,QYLWH�FRQVXPHU�SDUWLFLSDWLRQ�IURP�GLYHUVH�SRSXODWLRQ�
JURXSV�

™� ,GHQWLI\�QHHGV�DQG�PRWLYHV�RI�FRQVXPHU�YROXQWHHUV�
™� 3URYLGH�RSSRUWXQLWLHV�IRU�SDUWLFLSDWLRQ��SHUVRQDO�JURZWK�DQG�

VNLOO�GHYHORSPHQW��

™� 'HYHORS�VXSSRUWLQJ�GRFXPHQWDWLRQ�DQG�
JXLGHOLQHV�IRU�FRQVXPHU�SDUWLFLSDWLRQ��
LQFOXGLQJ�SROLFLHV��SURFHVVHV��UROHV��ULJKWV��
UHVSRQVLELOLWLHV��H[SHFWDWLRQV��GXW\�RI�FDUH��
0HPRUDQGXP�2I�8QGHUVWDQGLQJ��

™� 0DLQWDLQ�KLJK�OHYHO�RI�VXSSRUW�
™� 5HJXODUO\�UHYLHZ�QHHGV��

�
$�&RQVXPHU�DQG�
3URYLGHU�
3DUWQHUVKLS�
DSSURDFK�

�

�6RXUFH��-RKQVRQ��6���	�0F$GDP��+����������%XLOGLQJ�&RQVXPHUV�,Q��D�UHVRXUFH�PDQXDO�LQ�FRQVXPHU�
SDUWLFLSDWLRQ�IRU�WKH�QRW�IRU�SURILW�VHFWRU��$UWKULWLV�$XVWUDOLD��7KH�1DWLRQDO�5HVRXUFH�&HQWUH�IRU�&RQVXPHU�
3DUWLFLSDWLRQ�LQ�+HDOWK����

�

�



&RQVXPHU�3DUWLFLSDWLRQ��'HYHORSLQJ�3ROLFLHV�DQG�3URFHGXUHV�
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.,7(6� : (//,,1* 72 1�$8*867�� � ���������������������������������������������������������������������������������������������������3D JH���RI����

,QYROYLQJ�FRQVXPHUV�

�

�
%HIRUH�LQYROYLQJ�FRQVXPHUV�LW�LV�VHQVLEOH�WR�EH�FOHDU�DERXW�ZK\�SDUWLFLSDWLRQ�LV�EHLQJ�
VRXJKW��%H�DZDUH�RI� WKH�QHHG�WR�HVWDEOLVK�DGHTXDWH�VXSSRUWV�WKDW�DUH�IOH[LEOH�DQG�
GLYHUVH�WR�DFFRPPRGDWH�GLII HUHQW�VNLOOV��DELOLWLHV�DQG�QHHGV��
�

,W�LV�XVHIXO�WR�GUDZ�IURP�D�UDQJH�RI�FRQVXPHUV��7KLV�PLJKW�LQFOXGH�VHUYLFH�XVHUV��
IDPLO\ �Z KDQDX��DQG�UHSUHVHQWDWLYHV�RI�RWKHU�FRQVXPHU�JURXSV��0 DRUL�LQSXW�QHHGV�WR�
EH�DVVXUHG�DQG�WKH�YLHZV�RI�SHRSOH�IURP� RWKHU�FXOWXUDO�JURXSV�VKRXOG�DOVR�EH�
FDQYDVVHG��
�

·  ,QFOXGH�FRQVXPHUV�IURP�WKH�EHJLQQLQJ�DV�WKLV�KHOSV�EXLOG�D�VHQVH�RI�RZ QHUVKLS��
�
·  ( QVXUH�WKHUH�LV�DGHTXDWH�IXQGLQJ�WR�SD\�F RQVXPHUV�DV�ZHOO�DV�WR�FRYHU�H[SHQVHV�VXFK�

DV�FKLOGFDUH�DQG�WUDQVSRUW��
�
·  0 DNH�GHFLVLRQV�DERXW�PHHWLQJ�WLPHV�DQG�YHQXHV�WKDW�DUH�PXWXDOO\�DJUHHG��
�
·  . HHS�FRQVXPHUV�LQIRUPHG�DQG�SURYLGH�VXI ILFLHQW�EDFNJURXQG�PDWHULDO�IRU�WKHLU�

SDUWLFLSDWLRQ�WR�EH�PHDQLQJIXO��,QI RUPDWLRQ�VKRXOG�LQFOXGH�WKH�SXUSRVH��REMHFWLYHV��
SURFHVV�DQG�H[SHFWHG�RXWFRPHV�I RU�WKH�WDVNV�WKH\� KDYH�EHHQ�UHFUXLWHG�IRU��

�
·  &RQVXPHUV�VKRXOG�EH�JLYHQ�WKH�RUJDQL]DWLRQV�FRQVWLWXWLRQ��PLVVLRQ�VWDWHPHQW��

UHOHYDQW�SROLFLHV��LQIRUPDWLRQ�DERXW�UROHV�DQG�UHVSRQVLELOLWLHV��8 QGHUVWDQGLQJ�RI�WKH�
FRPP XQLFDWLRQ�SURFHVVHV�DQG�FRQILGHQWLDOLW\� DUH�YLWDO�DUHDV�RI�LQIRUPDWLRQ��

�
·  ( QVXUH�FRPPXQLFDWLRQ�LV�RSHQ�� �MDUJRQ�LV�HLWKHU�QRW�XVHG�RU�LV�H[ SODLQHG��&RQVLGHU�DQ�

H[ WHUQDO�IDFLOLWDWRU�LI�J URXS�G\QDPLFV�PD\�EH�SUREOHPDWLF��
C�
·  7HDP� EXLOGLQJ�KHOSV�EXLOG�WUXVW��FROODERUDWLRQ��RSHQ�FRPPXQLFDWLRQ��DQG�UHVSHFW�IRU�

GLII HUHQFHV���
�
·  3URYLGH�VXSSRUW�PHQWRULQJ�IRU�FRQVXPHUV�WR�GHYHORS�VNLOOV�DQG�FRQILGHQFH��

�
·  7DNH�DFFRXQW�RI� WKH�EDUULHUV�WR�SDUWLFLSDWLRQ�VXFK�DV�ODFN�RI�FRQILGHQFH��ODFN�RI�

HGXFDWLRQ��SRRU�DFFHVV�WR�LQIRUPDWLRQ��GLIIH ULQJ�YDOXHV�RI�FRQVXPHUV�DQG�SURYLGHUV��
DQG�WKH�FRPSHWLQJ�GHPDQGV�RQ�FRQVXPHUV�DV�D�UHVRXUFH��� / LQGEHUJ��� � � � � �

�



&RQVXPHU�3DUWLFLSDWLRQ��'HYHORSLQJ�3ROLFLHV�DQG�3URFHGXUHV�
BBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBB�
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�

�

$� SURFHVV�IRU�LQYROYLQJ� FRQVXPHUV�LQ�GHYHORSLQJ�D��
FRQVXPHU�SDUWLFLSDWLRQ�SROLF\�

�

�
�

7KH�FRQVXPHU�SDUWLFLSDWLRQ�SURFHVV�QHHGV�WR�HQVXUH�FRQVXPHUV�DUH�HQJDJHG�HDUO\�� �
LQFOXGLQJ�WKH�SURFHVV�RI�GHFLGLQJ�KRZ�WR�HQJDJH�FRQVXPHUV��7 KHUH�DOVR�QHHGV�WR�EH�D�
FRPPLWPHQW�WR�ZRUNLQJ�ZLWK�FRQVXPHUV�DV�HTXDOV��$�SDUWQHUVKLS�DSSURDFK�UHTXLUHV�
FRQVXPHUV�WR�EH�LQYROYHG�DW�WKH�VWDUW�RI�WKH�SURFHVV�DQG�WR�PDLQWDLQ�WKDW�
LQYROYHPHQW�WKURXJK�WR�WKH�FRPSOHWLRQ�DQG�LPSOHPHQWDWLRQ�RI�D�SDUWLFLSDWLRQ�
VWUDWHJ\��&RQVXPHU�SDUWLFLSDWLRQ�QHHGV�WR�EH�SURJUHVVLYH�DQG�LQFOXVLYH��
�

* DLQLQJ�DFFHSWDQFH�I RU�FRQVXPHU�SDUWLFLSDWLRQ�LQ�SROLF\� PDNLQJ��
·  7KH�QHHG�IRU�JUHDWHU�FRQVXPHU�SDUWLFLSDWLRQ�LV�UHFRJQL] HG�
·  7KHUH�LV�DJUHHPHQW�WKDW�WKH�SDUWLFLSDWLRQ�RI�FRQVXPHUV�ZLOO�HQDEOH�D�EHWWHU�VHUYLFH�

ZLWK�EHWWHU�KHDOWK�RXWFRPHV��
·  ,W�LV�DFNQRZOHGJHG�WKDW�PHQWDO�KHDOWK�VWDQGDUGV�UHTXLUH�VHUYLFHV�WR�LQFOXGH�

FRQVXPHUV���0 HQWDO�+HDOWK�6WDQGDUGV�6WDQGDUG�� � �
·  7KHUH�LV�D�FRPPLWPHQW�WR�EH�LQFOXVLYH�RI�FRQVXPHUV�WR�SURPRWH�WKHLU�UHFRYHU\ ��

�

&RRUGLQDWLQJ�WKH�SURFHVV��
·  &RQVXPHU�SDUWLFLSDWLRQ�ZLOO�EH�D�QHZ�FRQFHSW�I RU�PDQ\�RUJDQL] DWLRQV�EXW�FDQ�EH�PDGH�

HDVLHU�E\�KDYLQJ�WKH�SURFHVV�ZHOO�GLUHFWHG�E\�D�SHUVRQ�RU�JURXS�ZKR�DUH�FRPPLWWHG�
WR�HQVXULQJ�WKH�EHVW�SRVVLEOH�RXWFRPHV��

·  &RRUGLQDWLRQ�HQVXUHV�WKH�SURFHVV�LV�SODQQHG��SURJUHVVLYH��DQG�LQFOXVLYH��
·  7KHUH�QHHG�WR�EH�ZULWWHQ�JXLGHOLQHV�DERXW�UROHV��ULJKWV��UHVSRQVLELOLWLHV��SURFHVVHV�

DQG�H[SHFWDWLRQV��
·  $�P HPRUDQGXP�RI� XQGHUVWDQGLQJ�EHWZHHQ�FRQVXPHUV�DQG�VHUYLFH�SURYLGHUV�LV�

DGYDQWDJHRXV��
·  $ VVHVV�WKH�QHHGV��LVVXHV��DQG�SDUWLFLSDWLRQ�UHTXLUHPHQWV�IURP� FXOWXUDOO\�DQG�

OLQJXLVWLFDOO\� GLYHUVH�EDFNJURXQGV��
·  6XSSRUW�V\VWHPV�DQG�WUDLQLQJ�IRU�XQI DPLOLDU�WDVNV�VKRXOG�EH�SURYLGHG��

�

$�IXQ GLQJ�DQG�UHVRXUFH�SODQ��
·  $�I XQGLQJ�DQG�UHVRXUFH�SODQ�LV�GHYHORSHG�WR�HQDEOH�FRQVXPHUV�WR�SDUWLFLSDWH�LQ�WKH�

SURFHVV��)XQGLQJ�ZLOO�EH�UHTXLUHG�IRU�UHVRXUFHV�DQG�VXSSRUW�WR�HQDEOH�HIIHFWLYH�
SDUWLFLSDWLRQ�HJ�DGPLQ�VXSSRUW��D�GHGLFDWHG�EXGJHW�DV�ZHOO�DV�UHOHYDQW�WUDLQLQJ��

·  &RQVXOWDWLRQ�ZLWK�FRQVXPHUV�DERXW�WKH�VRUWV�RI�SDUWLFLSDWLRQ�WKDW�ZRXOG�EH�
EHQHILFLDO�ZLOO�UHTXLUH�SD\PHQW�IRU�VHUYLFHV�DQG�H[SHUWLVH��
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&RQVXOWDWLRQ�SODQ�
·  $�FRPSUHKHQVLYH�FRQVXOWDWLRQ�SODQ�LV�GHYHORSHG�WR�HQVXUH�DOO�UHOHYDQW�YLHZSRLQWV�DUH�

LQWR�DFFRXQW��
·  $�SODQ�IRU�ZRUNLQJ�WKURXJK�WKH�SURFHVV�RI�FRQVXOWDWLRQ�DQG�LPSOHPHQWDWLRQ�LV�QHHGHG��
·  'HF LVLRQV�QHHG�WR�PDGH�DERXW�ZKR�ZLOO�EH�FRQVXOWHG�DQG�KRZ��ZKHUH��ZKHQ��
·  7KH�SODQ�VKRXOG�VSHFLI\�Z K\�FRQVXPHU�SDUWLFLSDWLRQ�LV�EHLQJ�VRXJKW�DQG�ZKDW�

LQIRUPDWLRQ�LV�QHHGHG�WR�HQVXUH�HIIH FWLYH�LQSXW�IURP� FRQVXPHUV��
�
�
* DWKHULQJ� LQIRUPDWLRQ�DERXW�SDUWLFLSDWLRQ�LV�LQ�SODFH�DQG�ZKDW�HOVH�QHHGV�WR�EH�GRQH�

·  * DWKHU�LQIRUPDWLRQ�IURP� OLWHUDWXUH�UHYLHZV��WKH�,QWHUQHW��RWKHU�JURXSV�ZLWK�D�
VLPLODU�IXQFWLRQ�DQG�VWDNHKROGHUV��

·  * DWKHU�LQIRUPDWLRQ�IURP� WKH�FRQVXPHUV�LQ�WKH�RUJDQL]DWLRQ�DQG�IURP�FRQVXPHUV�ZKR�
GR�QRW�XVH�WKH�VHUYLFH��

·  ,QWHUHVWHG�SDUWLHV�DUH�ZHOO�LQI RUPHG�DQG�NHSW�XS�WR�GDWH�ZLWK�SURJUHVV��
�
�
3RVVLEOH�RSWLRQV�DUH�SUHVHQWHG�DV�D�I LUVW�GUDI W�

·  7KH�RSWLRQV��SURSRVHG�PHDVXUHV�DQG�DFWLYLWLHV�WR�LQFUHDVH�FRQVXPHU�SDUWLFLSDWLRQ�
WKDW�DUH�UHOHYDQW�WR�WKH�RUJDQL]DWLRQ�DUH�FROODWHG�DQG�SUHVHQWHG�WR�FRQVXPHUV�WR�EH�
FULWLTXHG���

·  7KHUH�LV�URRP�IRU�RUJDQL]DWLRQ�FKDQJHV�DW�WKH�RSHUDWLRQDO� VHUYLFH�GHOLYHU\�SRLQW�DV�
ZHOO�DV�LQ�SROLFLHV�DQG�SURFHGXUHV��

·  7KH�GRFXPHQW�LV�WKHQ�DPHQGHG�WR�UHIOHFW�WKH�FKDQJHV�WKDW�WKH�FRQVXPHU�JURXS�IHHOV�
QHHG�WR�EH�PDGH�RU�ZRXOG�OLNH�WR�VHH�LPSOHPHQWHG��

�
�
$GGLWLRQV�DQG�DOWHUDWLRQV�WR�ILUVW�GUDIW�

·  7KH�DGGLWLRQV�DQG�DOWHUDWLRQV�DUH�FRPSLOHG�LQWR�DQRWKHU�GUDIW�DQG�DJDLQ�SUHVHQWHG�WR�
WKH�FRQVXPHU�JURXS�I RU�DSSURYDO��

·  7KLV�SURFHVV�PD\� WDNH�VHYHUDO�WULHV�WR�JHW�WKH�GRFXPHQW�WR�D�VWDJH�ZKHUH�DOO�DUH�
KDSS\�ZLWK�LW��

�
�

�
�
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7KH�I LQDO�UHFRPP HQGDWLRQV�

·  $�I LQDO�GUDIW�LV�FRPSOHWHG�DQG�SUHVHQWHG�WR�WKH�RUJDQL]DWLRQ�JRYHUQDQFH�ERG\�RU�WKH�
DSSURSULDWH�GHFLVLRQ�PDNLQJ�JURXS��

·  7KH�ILQDO�GUDIW�VKRXOG�LQFOXGH�DQ�LPSOHPHQWDWLRQ�SODQ��
�
, PSOHPHQWDWLRQ�

·  7KH�LPSOHPHQWDWLRQ�SODQ�ZLOO�VSHFLI\�DQ\�SROLFLHV�DQG�SURFHGXUHV�WKDW�DUH�WR�EH�
ZULWWHQ�DQG�E\�Z KRP��

·  ,W�ZLOO�LQFOXGH�GHWDLOV�RI�DOWHUDWLRQV�QHHGHG�WR�H[ LVWLQJ�SROLFLHV��
·  ,W�ZLOO�JLYH�GHWDLOHG�MRE�GHVFULSWLRQV�RI�DQ\�QHZ�SRVLWLRQV�QHHGHG��LQFOXGLQJ�SD\�

VFDOHV��
·  ,W�ZLOO�JLYH�GHWDLOV�RI�Z KDW�UHVRXUFHV�DUH�UHTXLUHG�WR�LPSOHPHQW�FRQVXPHU�

SDUWLFLSDWLRQ��
·  &RSLHV�RI�WKH�FRQVXPHU�SDUWLFLSDWLRQ�VWUDWHJ\�DUH�ZLGHO\�GLVWULEXWHG��

�
5HYLHZ�DQG�HYDOXDWLRQ�

·  7KH�ILQDO�SROLFLHV�DUH�DFFHSWHG�DQG�LPSOHPHQWHG�EXW�QHHG�WR�EH�UHYLHZHG�DW�OHDVW�
DQQXDOO\ ��

·  ( YDOXDWLRQ�RI�KRZ�WKH�VWUDWHJLHV�DQG�FKDQJHV�KDYH�ZRUNHG�QHHGV�WR�EH�GRQH�UHJXODUO\�
DQG�QHHGV�WR�EH�GRQH�UHJXODUO\� WR�WDNH�DFFRXQW�RI�WKH�FKDQJLQJ�QDWXUH�RI�FRQVXPHU�
DQG�RUJDQL]DWLRQ�QHHGV��

·  $ Q�DJUHHPHQW�LV�PDGH�WR�UHYLHZ�WKH�VWUDWHJ\�DQG�XSGDWH�LW�ZKHUH�QHFHVVDU\�DV�ZHOO�
DV�DQ�HYDOXDWLRQ�RI�WKH�XVHIXOQHVV�RI�WKH�VWUDWHJ\ ��

�
�
�
�
�
�
�
�
�
�

�
�

�

: K\�D QG�ZKDW�VKRXOG�ZH�SD\� FRQVXPHUV��

�
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0LQLVWU\�RI�+HDOWK�0H QWDO�+HDOWK�6WDQGDUGV�UHTXLUH�WKDW�FRQVXPHUV�EH�UHPXQHUDWHG�RU�
UHLPEXUVHG�IRU�WLPH�DQG�H[SHUWLVH��
�
� �� � &RQVXPHUV�DFWLQJ�LQ�DQ�DGYLVRU\�RU�VXSSRUW�FDSDFLW\�DUH�DSSURSULDWHO\�UHLPEXUVHG�

IRU�H[SHQVHV�DQG�RU�WLPH�DQG�H[ SHUWLVH��
�
:+$7�
´�6 RPH�SHRSOH�PD\�WKLQN�RU�VXJJHVW�WKDW�EHFDXVH�WKH�ZRUNHU�LV�D�FRQVXPHU�WKH\�VKRXOG�EH�
SDLG�DV�OLWWOH�DV�SRVVLEOH�́ DI WHU�DOO�WKH\�FDQ·W�KROG�GRZQ�D�UHDO�MRE�µ�2 WKHUV�VXJJHVW�WKDW�
EHFDXVH�RI�WKH�VSHFLDO�VWUHVVHV�DQG�SUHVVXUHV�WKDW�RFFXU�I RU�D�FRQVXPHU�ZRUNLQJ�DORQJVLGH�
VHUYLFH�SURYLGHUV�DQG�0 +�SURI HVVLRQDOV�WKH�FRQVXPHU�ZRUNHU�VKRXOG�EH�SDLG�DW�D�KLJKHU�UDWH�
WKDQ�D�QRQ� FRQVXPHU��VWUHVV�PRQH\�DV�LW�ZHUH��
�
7KH�NH\�I RFXV�LQ�VHWWLQJ�SD\� UDWHV�QHHGV�WR�EH�RQ�WKH�MRE�WR�EH�GRQH��QRW�RQ�ZKR�LV�GRLQJ�
LW««�: KDW�LV�WKH�VL] H�DQG�FRPSOH[ LW\�RI� WKH�ZRUN�WR�EH�XQGHUWDNHQ"�2 QH�ZD\�RI�ZRUNLQJ�
WKURXJK�WKH�LGHDV�LQYROYHG�LQ�VHWWLQJ�OHYHOV�RI� UHPXQHUDWLRQ�LV�WR�ORRN�DW�MREV�RI�VLPLODU�
FRPSOH[ LW\�LQ�WKH�RSHQ�MRE�PDUNHW�DQG�FRQVLGHU�WKH�ZDJH�UDWHV�IRU�WKRVH�SRVLWLRQV�µ��: DOFK�
� � � ��S�� � �� � 
�
�
7KH�WDVNV�WKDW�D�FRQVXPHU�PLJKW�EH�DVNHG�WR�FRPSOHWH�ZLWKLQ�D�SURMHFW�WR�LQFUHDVH�FRQVXPHU�
SDUWLFLSDWLRQ�PLJKW�LQFOXGH�UHVHDUFK�RU�SURMHFW�DGYLFH��7 KH�HTXLYDOHQW�LQ�WKH�RSHQ�PDUNHW�
PLJKW�EH�D�PDUNHW�UHVHDUFKHU�RU�UHVHDUFK�DVVLVWDQW�DQG�WKH�UDWHV�RIIH UHG�IRU�VXFK�
SRVLWLRQV�DUH�DSSUR[LPDWHO\�� ���SH U�KRXU�LI� WKH�SHUVRQ�LV�H[ SHULHQFHG��,I�WKH�FRQVXPHUV�DUH�
UHTXLUHG�WR�JLYH�H[ SHUW�DGYLFH�DQG�FRPPHQW�RQ�SROLFLHV�DQG�RU�SURFHGXUHV�WKHQ�UDWHV�RI� SD\�
WKDW�DSSO\�WR�IRFXV�JURXSV�DQG�UHI HUHQFH�JURXSV�ZLWKLQ�WKH�FRPP XQLW\�ZRXOG�DSSO\��
�
�
�
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: KHUH�GR�ZH�JHW�WKH�UHVRXUFHV" �

�
�
�
8 S�WLOO�QRZ�WKH�RUJDQL] DWLRQ�PD\�QRW�KDYH�GHYHORSHG�D�EXGJHW�WKDW�VSHFLI LFDOO\�ULQJ�IHQFHV�
PRQH\� I RU�FRQVXPHU�SDUWLFLSDWLRQ��2 IWHQ�EXGJHWV�DUH�EDVHG�RQ�WKH�SDVW�SUDFWLFHV�WKDW�PD\�
QRW�KDYH�DFNQRZOHGJHG�WKH�YDOXH�WKDW�WKH�FRQVXPHU�SHUVSHFWLYH�EULQJV�WR�WKH�RUJDQL] DWLRQ�
DQG�LWV�VHUYLFH�GHOLYHU\ ��
�
1 RZ�WKDW�WKHUH�LV�D�FOHDU�XQGHUVWDQGLQJ�WKDW�FRQVXPHU�LQSXW�LV�LQYDOXDEOH�LQ�GHOLYHULQJ�
VHUYLFHV�WKDW�ZRUN�DQG�OHDG�WR�UHFRYHU\� WKHUH�PD\�QHHG�WR�EH�D�SURFHVV�RI� UHSULRULWL] LQJ�WKH�
RUJDQL]DWLRQ·V�VSHQGLQJ��
�
7KH�GHFLVLRQ�WR�KDUQHVV�FRQVXPHU�H[SHUWLVH�ZLOO�LQYROYH�FKRLFHV�DERXW�WKH�GLVWULEXWLRQ�RI�
H[ SHQGLWXUH��6 XFK�GHFLVLRQV�DUH�PDGH�HDVLHU�E\�D�FOHDU�DQG�GHILQHG�YLVLRQ�RI� DQ�RUJDQL] DWLRQ�
EDVHG�RQ�EHVW�SUDFWLFH�DQG�ZKDW�ZRUNV�EHVW�IRU�WKH��SHRSOH�ZKR�XVH�WKH�VHUYLFH���
�
�
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�
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�
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�
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�
�
� $33(1 ' , ;���� 6 XPPDU\�RI�6WUDWHJLHV�I RU�&RQVXPHU�3DUWLFLSDWLRQ�DQG�3DUWQHUVKLS�

�
�
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¾� ,QYLWH�FRQVXPHUV�WR�SDUWLFLSDWH�LQ�ZRUN�JURXSV�RU�RQ�FRPPLWWHHV�IRU�D�ORQJ�WHUP� SDUWQHUVKLS�DSSURDFK�

¾� 7DUJHW�VSHFLILF�FRQVXPHU�JURXSV�IRU�RQH�RII� RU�VKRUW�WHUP� SDUWLFLSDWLRQ�IRU�LQIRUPLQJ�SURJUDP� SODQQLQJ�DQG�
HYDOXDWLRQ�

¾� (QVXUH�FRQVXPHU�YROXQWHHUV�DUH�LQIRUPHG�RI�RXWFRPHV�RI�SDUWLFLSDWLRQ�DQG�RI�SODQQHG�FKDQJHV�ZLWKLQ�WKH�
RUJDQL]DWLRQ�

¾� (VWDEOLVK�DQG�UHJXODUO\�UHYLHZ�GRFXPHQWDWLRQ�DV�JXLGHOLQHV�IRU�UHFUXLWPHQW��PDQDJHPHQW�DQG�SDUWLFLSDWLRQ�RI�
YROXQWHHUV���FRQVXPHUV��L�H��SROLFLHV��SURFHGXUHV��ULJKWV��UROHV��UHVSRQVLELOLWLHV��0 HPRUDQGXP� 2I�
8QGHUVWDQGLQJ��GXW\�RI�FDUH�HWF��DQG�HQVXUH�FRQVXPHU�YROXQWHHUV�UHFHLYH�FRSLHV��

¾� ,QFOXGH�D�FRQVXPHU�SHUVSHFWLYH�LQ�VWUDWHJLF�DQG�EXVLQHVV�SODQQLQJ�DQG�HQVXUH�FRQVXPHU�SDUWLFLSDWLRQ�DQG�
SDUWQHUVKLS�LV�D�NH\�IRFXV�RI� RUJDQL]DWLRQDO�SODQQLQJ�DQG�GDLO\�DFWLYLWLHV�

¾� $FNQRZOHGJH�WKH�FRQWULEXWLRQV�RI�FRQVXPHU�YROXQWHHUV��FHUWLILFDWHV��LQFHQWLYHV��VSHFLDO�DFWLYLWLHV��UHJXODU�
DFNQRZOHGJHPHQW�DQG�WKDQNV� �

¾� 5HJXODUO\�UHYLHZ�FRQVXPHU�YROXQWHHU�QHHGV�DQG�KHDU�WKHLU�JULHYDQFHV�

¾� $ OORZ�FRQVXPHUV�YROXQWHHUV�WR�EH�FUHDWLYH�DQG�SDUWLFLSDWH�LQ�GHFLVLRQ�PDNLQJ�

¾� 8QGHUVWDQG�LQGLYLGXDO�PRWLYDWLRQV�IRU�SDUWLFLSDWLQJ��

¾� 3URYLGH�D�YDULHW\�RI�WDVNV�WR�PDLQWDLQ�LQWHUHVW�DQG�HQKDQFH�RSSRUWXQLWLHV�IRU�JURZWK�

¾� 5HVSHFW�GLYHUVLW\�RI�YLHZV�DQG�YDOXHV�

¾� 3URYLGH�FRQVXPHUV�DQG�YROXQWHHUV�ZLWK�LQIRUPDWLRQ�DQG�UHVRXUFHV�WKDW�ZLOO�LQIRUP� DQG�HQDEOH�¶UHDO·�
SDUWLFLSDWLRQ�

¾� ,GHQWLI\�WKH�QHHGV�DQG�LVVXHV�HIIHFWLQJ�WKH�ORFDO�FRPPXQLW\�DQG�DFWLYHO\�WDUJHW�ORFDO�FRQVXPHU�
UHSUHVHQWDWLYHV�DQG�WKRVH�IURP� &XOWXUDOO\�$QG�/LQJXLVWLFDOO\�'LYHUVH�FRPPXQLWLHV�DQG�RWKHU�GLYHUVH�
EDFNJURXQGV�

¾� 5HYLHZ�SROLFLHV�DQG�SURFHGXUHV�RI�WKH�RUJDQL]DWLRQ�WR�HQVXUH�SODQQLQJ�DQG�DFWLYLWLHV�DUH�FXOWXUDOO\�VHQVLWLYH�

¾� (QFRXUDJH�D�SHHU�JURXS�HGXFDWLRQ���VXSSRUW�PRGHO�

¾� 'HYHORS�D�EDODQFH�RI�ERWK�LQIRUPDO�DQG�IRUPDO�VWUXFWXUHV�WR�SURWHFW�WKH�LQWHUHVWV�RI� FRQVXPHU�YROXQWHHUV�
DQG�WKH�RUJDQL]DWLRQ�DQG�\HW�HQDEOH�IOH[LELOLW\��LQQRYDWLRQ��LQIRUPDO�VXSSRUW�DQG�FKRLFH�LQ�UHJDUG�WR�
SDUWLFLSDWLRQ�OHYHOV�

¾� 3URPRWH�WHDPZRUN��P XWXDO�FROODERUDWLRQ�DQG�HTXLW\�RI�VWDWXV�EHWZHHQ�SDLG�HPSOR\HHV�DQG�YROXQWHHUV�

¾� (QVXUH�DOO�OHYHOV�RI�WKH�RUJDQL]DWLRQ�YDOXH�FRQVXPHU�SDUWLFLSDWLRQ�

¾� ,QYROYH�FRQVXPHUV�LQ�VWDII�WUDLQLQJ�DQG�RULHQWDWLRQ�

¾� &OHDUO\�DUWLFXODWH�WKH�GLIIH UHQWLDWHG�UROHV�DQG�UHVSRQVLELOLWLHV�RI�ERWK�SDLG�HPSOR\HHV�DQG�YROXQWHHUV�WR�DYRLG�
FRQIXVLRQ�DQG�FRQI OLFW�
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�

¾� ,QIRUP� DOO�NH\�VWDNHKROGHUV�RI�FKDQJHV�SODQQHG�ZLWKLQ�WKH�RUJDQL] DWLRQ�DQG�DOORZ�RSSRUWXQLWLHV�IRU�IHHGEDFN�
DQG�LQSXW�LQWR�GHFLVLRQ� PDNLQJ��DQG�SURYLGH�VXSSRUW�WKURXJKRXW�WKH�SURFHVV� 

�
�$GDSWHG�IURP�- RKQVRQ��6���	� 0 F$ GDP��+ ��� � � � �� �� %XLOGLQJ�&RQVXPHUV�,Q��D�UHVRXUFH�PDQXDO�LQ�FRQVXPHU�
SDUWLFLSDWLRQ�IRU�WKH�QRW�IRU�SURILW�VHFWRU��$ UWKULWLV�$ XVWUDOLD��7KH�1 DWLRQDO�5HVRXUFH�&HQWUH�IRU�&RQVXPHU�
3DUWLFLSDWLRQ�LQ�+HDOWK���
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$ 33( 1 ',;� � ��3ROLFLHV�
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7KH�SROLFLHV��ZKLFK�FDPH�RXW�RI�WKH�ZRUN�WKDW�. , 7( 6� DQG�WKH�,QQHU�&LW\�3URMHFW�GLG�
WRJHWKHU��DUH�OLVWHG�KHUH�DQG�LW�LV�VXJJHVWHG�WKDW�RUJDQL]DWLRQV�XVH�WKHP� DV�D�WHPSODWH�LQ�
GHVLJQLQJ�WKH�SROLFLHV�DQG�VWUDWHJLHV�DQG�WKDW�DUH�UHOHYDQW�WR�WKHP�� �
�
7KH�&RQVXPHU�3DUWLFLSDWLRQ�3ROLF\� EXLOGV�WKH�IRXQGDWLRQ�IURP� ZKLFK�DOO�RWKHU�SDUWLFLSDWLRQ�
SROLFLHV�IORZ��
�

·  &RQVXPHU�SDUWLFLSDWLRQ�SROLF\�� � � � �
�
·  &RQVXPHU�RULHQWDWLRQ�SROLF\� � � � �

�
·  &RQVXPHU�GHYHORSPHQW�IRU�SDUWLFLSDWLRQ�SROLF\ �� �
�
·  6WDII�GHYHORSPHQW�I RU�SDUWLFLSDWLRQ�SROLF\� � �
�
·  6WDII�SHUIRUPDQFH�DSSUDLVDO�SROLF\� � � �
�
·  &RPSODLQWV�SURFHGXUH�SROLF\ � � � � �

�
�
�
�
�
�
�
�
�
�
�
�
�
�
�
�
�
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&RQVXPHU�3DUWLFLSDWLRQ�3ROLF\�
5DWLRQDOH�
7KH�RUJDQL]DWLRQ�UHFRJQL]HV�WKDW�FRQVXPHU�SDUWLFLSDWLRQ�LV�IXQGDPHQWDO�WR�WKH�SURYLVLRQ�RI�TXDOLW\�VHUYLFHV�DQG�LW�
ZLOO�HQFRXUDJH�FRQVXPHUV�WR�SDUWLFLSDWH��7KH�SDUWLFLSDWLRQ�RI�SHRSOH�ZKR�KDYH�H[ SHULHQFH�RI�XVLQJ�PHQWDO�KHDOWK�
VHUYLFHV�LQ�GHFLVLRQ� PDNLQJ�LV�DQ�HVVHQWLDO�FRPSRQHQW�RI� WKH�PDQDJHPHQW�RI�WKH�RUJDQL]DWLRQ��
�
$�FRQVXPHU�SDUWLFLSDWLRQ�SROLF\�HQGRUVHV�WKH�FHQWUDO�UROH�RI�FRQVXPHU�SDUWLFLSDWLRQ�ZLWKLQ�WKH�RUJDQL]DWLRQ��YLVLRQ�
DQG�JRDOV��7KLV�SROLF\�OD\V�WKH�IRXQGDWLRQ�IRU�RWKHU�SROLFLHV��VWUXFWXUHV�DQG�SURFHGXUHV��
�
7KLV�FRQVXPHU�SDUWLFLSDWLRQ�SROLF\�GHILQHV�WKH�LQWHQW�RI�WKH�RUJDQL]DWLRQ�WR�VXSSRUW�LQFUHDVHG�FRQVXPHU�
SDUWLFLSDWLRQ�DQG�JXLGH�WKH�GHYHORSPHQW�RI�RWKHU�VWUDWHJLHV�ZLWKLQ�WKH�VHUYLFH��DV�ZHOO�DV�WR�HQFRXUDJH�FRQVXPHU�
SDUWLFLSDWLRQ��
�
&RQVXPHU�' HILQLWLRQ��WKRVH�ZKR�XVH��Z KR�KDYH�XVHG�PHQWDO�KHDOWK�VHUYLFHV��DUH�SRWHQWLDO�XVHUV�RI�PHQWDO�KHDOWK�
VHUYLFHV�RU�ZKR�KDYH�SHUVRQDO�H[ SHULHQFH�RI�D�PHQWDO�LOOQHVV��
�
3DUWLFLSDWLRQ�' HILQLWLRQ��WKH�SURFHVV�RI�LQYROYLQJ�PHQWDO�KHDOWK�FRQVXPHUV�LQ�GHFLVLRQ�PDNLQJ�DERXW�VHUYLFH�
SODQQLQJ��SROLF\�GHYHORSPHQW��VHWWLQJ�SULRULWLHV�DQG�TXDOLW\�LVVXHV�DQG�LQ�WKH�GHOLYHU\�RI�VHUYLFHV��

Principles: 

��� 3DUWLFLSDWLRQ�RI�VHUYLFH�XVHUV�LV�DQ�HVVHQWLDO�FRPSRQHQW�RI�FRQWLQXRXV�TXDOLW\�LPSURYHPHQW�DQG�WKH�
PDQDJHPHQW�RI�WKH�RUJDQL]DWLRQ�DQG�LV�KLJKO\�YDOXHG��

� �� 7KH�RUJDQL]DWLRQ�ZLOO�SURYLGH�RSSRUWXQLWLHV�IRU�VHUYLFH�XVHUV�WR�KDYH�LQSXW�LQWR�SROLF\�GHYHORSPHQW��
LGHQWLI\LQJ�SULRULWLHV��SODQQLQJ�RI�WKH�VHUYLFH�DQG�TXDOLW\�LVVXHV�LQ�WKH�GHOLYHU\�RI�VHUYLFHV��

� �� 6HUYLFH�XVHUV�DUH�HQFRXUDJHG�WR�SURYLGH�GLUHFWLRQ�WR�WKH�SDUWLFLSDWLRQ�SURFHVV��7KH�,QQHU�&LW\�3URMHFW�
ZLOO�VXSSRUW�WKLV�WKURXJK�WKH�FRQVXPHUV�ZKR�DUH�RQ�WKH�VWHHULQJ�FRPPLWWHH��

� �� &RPPXQLFDWLRQV�EHWZHHQ�WKH�,QQHU�&LW\�3URMHFW�DQG�VHUYLFH�XVHUV�DUH�DQ�HIIHFWLYH�WZR�ZD\�SURFHVV��
,QIRUPDWLRQ�LV�VKDUHG�DQG�H[ FKDQJHG�ZLWK�FRQVXPHUV�WR�HQDEOH�WKHP� WR�SDUWLFLSDWH�HI IHFWLYHO\��

� �� 7KH�,QQHU�&LW\�3URMHFW�UHFRJQL]HV�WKH�QHHG�IRU�UHVRXUFHV�DQG�VXSSRUW�IRU�WKH�FRQVXPHU�SDUWLFLSDWLRQ�
SURFHVV�WR�HQDEOH�HIIHFWLYH�SDUWLFLSDWLRQ�RI�FRQVXPHUV��) RU�H[DPSOH��DGPLQ�VXSSRUW��D�GHGLFDWHG�EXGJHW��
DV�ZHOO�DV�UHOHYDQW�WUDLQLQJ��

� �� 2 SSRUWXQLWLHV�DUH�SURYLGHG�IRU�UHOHYDQW�WUDLQLQJ�DQG�HGXFDWLRQ�IRU�FRQVXPHUV�WR�DVVLVW�ZLWK�WKHLU�
HIIHFWLYHQHVV�DV�FRQVXPHU�SDUWLFLSDQWV��

� �� 7KH�,QQHU�&LW\�3URMHFW�UHFRJQL]HV�WKDW�ZLWKLQ�LWV�FOLHQW�EDVH�WKHUH�DUH�SHRSOH�ZKR�KDYH�VSHFLDO�QHHGV�
DQG�WKHLU�LQSXW�LQWR�WKH�VHUYLFH�ZLOO�EH�SURDFWLYHO\�VXSSRUWHG��

� �� &RQVXPHU�FRQVXOWDWLRQ�LQ�FRQVXOWDWLRQ�SURFHVVHV�ZLOO�RFFXU�SULRU�WR�DOO�ILQDO�GHFLVLRQV�EHLQJ�PDGH�DQG�
IHHGEDFN�RQ�GHFLVLRQV�PDGH�ZLOO�EH�SURYLGHG�WR�FRQVXPHUV��

� �� 7KH�PDQDJHPHQW�DQG�VWDII�RI�WKH�,QQHU�&LW\�3URMHFW�DUH�HQFRXUDJHG�WR�HVWDEOLVK�DQG�EH�LQYROYHG�LQ�DOO�
FRQVXPHU�SDUWLFLSDWLRQ�SURFHVVHV�DQG�ZRUN�WRZDUGV�IXQFWLRQDO�DQG�PHDQLQJIXO�SDUWQHUVKLSV�ZLWK�
FRQVXPHUV��

���� 7KH�LQGLYLGXDO�FRQWULEXWLRQ�RI�FRQVXPHUV�LV�DFNQRZOHGJHG�DV�ZHOO�DV�WKHLU�FDSDFLW\�WR�EH�UHSUHVHQWDWLYHV�
RI�JURXSV��

�
2 EMHFWLYH�
7R�HQVXUH�WKDW�DSSURSULDWH�VWUDWHJLHV�DQG�SURFHVVHV�DUH�SXW�LQ�SODFH�ZLWKLQ�WKH�RUJDQL]DWLRQ�WR�PD[LPL]H�
FRQVXPHU�LQYROYHPHQW�ZLWK�WKH�VHUYLFH�LQ�WKH�LQWHUHVWV�RI�UHVSRQVLYH�DQG�HIIHFWLYH�VHUYLFH�DQG�WKH�EHVW�SRVVLEOH�
RXWFRPHV�DV�GHILQHG�E\�PHQWDO�KHDOWK�FRQVXPHUV��
�
'HVLUHG�RXWFRPHV�

‰� 3URFHVVHV�DQG�VWUDWHJLHV�DUH�SXW�LQ�SODFH��ZKLFK�HQDEOH�FRQVXPHU�LQFOXVLRQ��
‰� &RQVXPHUV�KDYH�LQFUHDVHG�VNLOOV�DQG�NQRZOHGJH��
‰� 7KHUH�DUH�FOHDU�JXLGHOLQHV�WKDW�GHILQH�ERWK�VWDII�DQG�FRQVXPHU�UROHV�LQ�WKH�DUHD�RI�FRQVXPHU�

SDUWLFLSDWLRQ��
‰� 7KDW�H[ LVWLQJ�SROLFLHV�RI�WKH�RUJDQL]DWLRQ�FRPH�WR�UHIOHFW�WKH�GHYHORSPHQW�RI�WKH�FRQVXPHU�SDUWLFLSDWLRQ�

SROLF\��
‰� 3ROLFLHV�DUH�GHYHORSHG�WKDW�YDOXH�DQG�VXSSRUW�KHDOWK�DQG�ZHOOEHLQJ��
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�
3ROLF\�
� ����� 6WUDWHJLF�SODQQLQJ� ��

7KH�RUJDQL]DWLRQ�ZLOO�LQFOXGH�D�&RQVXPHU�3DUWLFLSDWLRQ�* URXS��&3* ��DQG�RU�VHUYLFH�XVHUV��
�

� ����� %XVLQHVV�SODQQLQJ��
�0 HQWDO�KHDOWK�VHUYLFH�XVHUV�ZLOO�EH�LQYROYHG�LQ�DOO�DQQXDO�SODQQLQJ�SURFHVVHV�VXFK�DV�WKH�EXVLQHVV�
SODQ�DQG�TXDOLW\�SODQ�SUHSDUDWLRQV��
�

� ����� 6HUYLFH�SODQQLQJ� �
3DUWLFLSDWLRQ�LQ�VHUYLFH�SODQQLQJ�ZLOO�HQVXUH�WKDW�WKH�&3*� DQG�RU�VHUYLFH�XVHUV�DUH�LQYROYHG�LQ�DOO�
GHFLVLRQV�DERXW�KRZ�WKH�VHUYLFHV�RI�WKH�RUJDQL]DWLRQ�DUH�GHOLYHUHG��
�

� ����� 1 HHGV�DVVHVVPHQW��
0HQWDO�KHDOWK�VHUYLFH�XVHUV�ZLOO�EH�LQYROYHG�LQ�LGHQWLI\LQJ�WKH�QHHGV�RI�VHUYLFH�XVHUV��
�

� ����� 6HUYLFH�GHOLYHU\��
7KH�RUJDQL]DWLRQ�ZLOO�HQVXUH�WKDW�ZKHUH�SRVVLEOH�FRQVXPHUV�ZLOO�SDUWLFLSDWH�LQ�VHUYLFH�GHOLYHU\��
�

� ����� 5HVRXUFH�DOORFDWLRQ�DQG�GHYHORSPHQW��
3DUWLFLSDWLRQ�LQ�UHVRXUFH�DOORFDWLRQ�DQG�GHYHORSPHQW�LV�HQDEOHG�E\�UHSUHVHQWDWLRQ�IURP�WKH�&3*�
DQG�RU�VHUYLFH�XVHUV�LQ�DOO�GHFLVLRQ� PDNLQJ�IRUXPV��&RQVXPHUV�ZLOO�EH�DEOH�WR�H[ SODLQ�WKH�
SULQFLSOHV�WKDW�JXLGH�WKHLU�GHFLVLRQV��
�

� ����� (YDOXDWLRQ��
7KH�RUJDQL]DWLRQ�ZLOO�SXW�LQ�SODFH�PHDVXUHV�RU�LQGLFDWRUV�WKDW�ZLOO�EH�XVHG�WR�HYDOXDWH�WKH�SROLF\��
&RQVXPHUV�ZLOO�SDUWLFLSDWH�LQ�DOO�VHUYLFH�HYDOXDWLRQV��
�

� ����� 3ROLF\�GHYHORSPHQW��
$ OO�SROLF\�GHYHORSPHQW���RI�WKH�RUJDQL]DWLRQ�ZLOO�EH�GRQH�ZLWK�WKH�IXOO�LQSXW�DQG�LQYROYHPHQW�RI�
WKH�&3*� DQG�RU�RWKHU�VHUYLFH�XVHUV��
�
7KH�RUJDQL]DWLRQ�IDFLOLWDWHV�WKH�LQSXW�LQWR�SROLF\�GHYHORSPHQW�E\�LQLWLDWLQJ�SROLF\� URXQGWDEOHV��
SURDFWLYHO\�VHHNLQJ�FRQVXPHU�RSLQLRQV��FRQVXOWLQJ�Z LWK�FRQVXPHUV�DQG�RU�FRQVXPHU�JURXSV�RQ�
SROLFLHV��
�

� ����� +HDOWK�GHFLVLRQ�PDNLQJ��
$ OO�FRQVXPHUV�ZKR�DUH�FOLHQWV�RI�WKH�RUJDQL]DWLRQ�ZLOO�EH�LQYROYHG�WR�WKH�H[ WHQW�SRVVLEOH�LQ�DOO�
SHUVRQDO�KHDOWK�GHFLVLRQ�PDNLQJ��&RQVXPHUV�ZLOO�EH�JLYHQ�DGHTXDWH�LQIRUPDWLRQ�DQG�WLPH�WR�PDNH�
LQI RUPHG�GHFLVLRQV�DQG�FKRLFHV�DERXW�WKHLU�KHDOWK�QHHGV��
�

� ������ ,QIRUPDWLRQ�VKDULQJ��
7KH�RUJDQL]DWLRQ�ZLOO�HQVXUH�WKDW�DOO�PHPEHUV�RI�WKH�&3*�DQG�RWKHU�VHUYLFH�XVHUV�ZKR�WKH\�
FKRRVH�WR�LQYROYH�ZLOO�KDYH�VXIILFLHQW�DQG�WLPHO\�LQIRUPDWLRQ�WR�HQDEOH�PHDQLQJIXO�DQG�HIIHFWLYH�
SDUWLFLSDWLRQ���
�

� ������ 7 UDLQLQJ��
7KH�&3*� DQG�RU�VHUYLFH�XVHUV�ZLOO�EH�DVVLVWHG�WR�GHYHORS�WKH�VNLOOV�DQG�NQRZOHGJH�QHFHVVDU\�IR U�
WKHP�WR�SHUI RUP�WKH�IXQFWLRQV�H[SHFWHG�RI�WKHP� E\� WKH�RUJDQL]DWLRQ��: KHUH�LW�LV�QHHGHG�DQG�
ZDQWHG�E\�FRQVXPHUV��WUDLQLQJ�ZLOO�EH�SURYLGHG�XS�WR�DQ�DJUHHG�PD[LPXP� FRVW�GHWHUPLQHG�E\�WKH�
&3*� DQG�WKH�RUJDQL]DWLRQ��
�
7UDLQLQJ�DQG�GHYHORSPHQW�QHHGV�RI�FRQVXPHUV�ZLOO�EH�LGHQWLILHG�DQG�WUDLQLQJ�SURYLGHG�RQ�D�
UHJXODU�EDVLV��
�
$Q�DQQXDO�ZRUNVKRS�FRQIHUHQFH�ZLOO�EH�KHOG�IRU�FRQVXPHUV��
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� ������ 2 ULHQWDWLRQ��
7KH�RUJDQL]DWLRQ�ZLOO�SURYLGH�DQ�RULHQWDWLRQ�SURJUDPPH�WR�DVVLVW�QHZ�DQG�RU�UHWXUQLQJ�P HPEHUV�
RI�WKH�&3*�DQG�RWKHU�VHUYLFH�XVHUV�LW�ZRUNV�ZLWK��WR�HQDEOH�DOO�WR�ZRUN�HIIHFWLYHO\��XQGHUVWDQG�
WKHLU�UROH��ULJKWV�DQG�UHVSRQVLELOLWLHV��
�

��� ���� - RE�GHVFULSWLRQV��
7KH�RUJDQL]DWLRQ�ZLOO�HQVXUH�WKDW�RYHU�WLPH�D�FRPPLWPHQW�WR�FRQVXPHU�SDUWLFLSDWLRQ�LV�ZULWWHQ�
LQWR�DOO�MRE�GHVFULSWLRQV�DQG�DOO�VWDII�SHUIRUPDQFH�DSSUDLVDOV��� 6HH�6WDII�3HUIRUPDQFH�$SSUDLVDO�
,Q�UHODWLRQ�WR�&RQVXPHU�3DUWLFLSDWLRQ�3ROLF\���
�

� ������ $FFHVV�SURFHVVHV��
$FFHVV�SROLFLHV�DQG�SURFHVVHV�DUH�SXW�LQ�SODFH�WKDW�DGGUHVV�WKH�QHHGV�RI�JURXSV�ZLWK�WKH�ORZHVW�
KHDOWK�VWDWXV�DQG�WKH�KLJKHVW�QHHGV���
�
7KH�SK\VLFDO�HQYLURQPHQW�ZLOO�EH�WDNHQ�LQWR�DFFRXQW�ZKHQ�FDWHULQJ�IRU�WKH�QHHGV�RI�GLIIHUHQW�
HWKQLF�JURXSV��
�

� ������ &RQVXPHU�FRQVXOWDWLRQ��
7KHUH�DUH�D�YDULHW\�RI�ZD\V�WKDW�FRQVXPHUV�DUH�FRQVXOWHG�JLYH�DGYLFH��DUH�HPSOR\HG��7KHVH�PD\�
LQFOXGH��UHVHDUFK��VXUYH\V��SURMHFW�JURXSV��LQ�GHSWK�FRQVXPHU�LQWHUYLHZV��IRFXV�JURXSV��
VXJJHVWLRQ�ER[ HV��FRPSODLQWV�KDQGOLQJ��ZRUNVKRSV��FRQVXPHU�DGYRFDWHV��SXEOLF�PHHWLQJV�DQG�
IRUXPV��FRQVXPHU�FRXQFLOV�DQG�UHIHUHQFH�JURXSV��SROLF\�URXQGWDEOHV��DGYLVRU\�FRPPLWWHHV��
VXSSRUW�JURXSV�DUH�FDQYDVVHG�DQG�FRQVXPHUV�DUH�HPSOR\HG�DV�DGYRFDWHV�RU�DGYLVRUV��
�

� ������ 5HVSRQVH�WR�FRQVXPHU�LQLWLDWLYHV��
7KH�RUJDQL]DWLRQ�ZLOO�UHVSRQG�LQ�D�WLPHO\�DQG�KHOSIXO�ZD\�WR�DQ\�LQTXLULHV�RU�UHTXHVWV�WKDW�DUH�
LQLWLDWHG�E\�FRQVXPHUV��3ROLFLHV��SURFHVVHV�DQG�VNLOOV�WR�IDFLOLWDWH�VXFK�D�UHVSRQVH�ZLOO�EH�SXW�LQ�
SODFH��
�

� ������ &RQVXPHU�3DUWLFLSDWLRQ�* URXS��
7KH�RUJDQL]DWLRQ�ZLOO�VXSSRUW�WKH�&RQVXPHU�3DUWLFLSDWLRQ�* URXS��&3*� ��
�
7KH�UROH�RI�WKH�&3*�Z LOO�EH�WR���

‰� DFW�DV�DQ�DGYLVRU\� JURXS�RQ�FRQVXPHU�LVVXHV�WR�WKH�RUJDQL]DWLRQ��
‰� $FW�DV�D�FRRUGLQDWLQJ�ERG\�IR U�FRQVXPHU�IRUXPV��

�
� ������ 3URPRWLRQ�RI�SDUWLFLSDWLRQ��

7KH�RUJDQL]DWLRQ�ZLOO�ZLGHO\�SURPRWH�WKH�FRQVXPHU�SDUWLFLSDWLRQ�SURFHVVHV�LW�VXSSRUWV��
�

� ������ 3ROLF\�UHYLHZ� �
7KLV�SROLF\�DQG�SURFHVVHV�ZLOO�EH�UHYLHZHG�DW�OHDVW�HYHU\���\HD UV�E\�WKH�RUJDQL]DWLRQ�DQG�WKH�
&3* ��
�

� ���� � � $FFRXQWDELOLW\��
5HVSRQVLELOLW\�IRU�LPSOHPHQWLQJ�WKLV�SROLF\�LV�ZLWK�WKH�PDQDJHU�RI�WKH�RUJDQL]DWLRQ��7KH�PDQDJHU�
ZLOO�UHSRUW�WR�WKH�* RYHUQDQFH�* URXS�DQG�WKH�&3*� RQ�D�UHJXODU�EDVLV�RQ�SROLF\�LPSOHPHQWDWLRQ��

�
�

�
�

�

�



&RQVXPHU�3DUWLFLSDWLRQ��'HYHORSLQJ�3ROLFLHV�DQG�3URFHGXUHV�
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�
&RQVXPHU�2 ULHQWDWLRQ�3ROLF\�

5DWLRQDOH�
7KH�,QQHU�&LW\�3URMHFW��,&3�� FRQVLGHUV�WKDW�WKH�SURYLVLRQ�RI�DQ�RULHQWDWLRQ�SURJUDPPH�ZLOO�DVVLVW�FRQVXPHUV�ZKR�
DUH�QHZ�RU�DUH�UHWXUQLQJ�WR�WKH�&RQVXPHU�3DUWLFLSDWLRQ�* URXS��&3* ��WR�EHWWHU�XQGHUVWDQG�WKH�VHUYLFHV�SURYLGHG�E\�
,&3��DQG�WKH�DLPV�RI�WKH�RUJDQL]DWLRQ��
�
$Q�RULHQWDWLRQ�SURJUDPPH�ZLOO�DOVR�DVVLVW�DOO�QHZ�DQG�RU�UHWXUQLQJ�FRQVXPHUV�WR�LGHQWLI\� ZLWK�WKH�FXOWXUH�RI�WKH�
RUJDQL]DWLRQ��XQGHUVWDQG�WKHLU�UROH�ZLWKLQ�WKH�&3*�DV�ZHOO�DV�WKH�ZLGHU�VHUYLFH��XQGHUVWDQG�WKHLU�ULJKWV�DQG�
EHQHILWV�DQG�ZLOO�HQVXUH�WKH\�XQGHUVWDQG�WKHLU�UROH�DV�ZRUNHUV��
�

2 EMHFWLYH�
7R�GHYHORS�DQ�RULHQWDWLRQ�SURJUDPPH�WKDW�ZLOO�DVVLVW�QHZ�DQG�RU�UHWXUQLQJ�FRQVXPHUV�WR�EH�PRUH�HIIHFWLYH�IURP�
WKH�EHJLQQLQJ�DV�WKH\�ZLOO�KDYH�JUHDWHU�DFFHVV�WR�NQRZOHGJH�DQG�NQRZ�Z KHUH�WR�JR�IRU�LQIRUPDWLRQ�DQG�DVVLVWDQFH��
�

'HV LUHG�RXWFRPHV�
‰� &OHDU�JXLGHOLQHV�IRU�RULHQWDWLRQ��
‰� $Q�DFFHVVLEOH�FRUH�RULHQWDWLRQ�SURJUDPPH��
‰� &OHDU�OLQHV�RI�DFFRXQWDELOLW\�DQG�UHVSRQVLELOLW\�IRU�RULHQWDWLRQ�RI�QHZ�DQG�RU�UHWXUQLQJ�FRQVXPHUV��
‰� $� ZD\�RI�PRQLWRULQJ�WKH�RULHQWDWLRQ�RI�QHZ�DQG�RU�UHWXUQLQJ�FRQVXPHUV��
�

3ROLF\�
� ����� 2 ULHQWDWLRQ�IRU�DOO�FRQVXPHUV�ZLOO�EH�SURYLGHG�LQLWLDOO\�E\�WKH�RUJDQL]DWLRQ�WKDW�LV�DSSRLQWLQJ�

WKH�FRQVXPHU�V�WR�WKH�&3* ��7KLV�ZLOO�LQFOXGH�KLVWRU\��DLPV��REMHFWLYHV��DQG�WKH�SODQV�IRU�WKH�
IXWXUH�RI�WKH�RUJDQL]DWLRQ��
�

� ����� 2 ULHQWDWLRQ�WR�WKH�RUJDQL]DWLRQ�ZLOO�DOVR�LQFOXGH�WKH�SK\VLFDO�HQYLURQPHQW��LWV�SURFHGXUHV��DQG�
LWV�VWDII��$�PHPEHU�RI�WKH�PDQDJHPHQW�ZLOO�XQGHUWDNH�WKLV��
�

� ����� 7KH�RULHQWDWLRQ�SURJUDPPH�ZLOO�EH�WDLORUHG�WR�VXLW�HDFK�LQGLYLGXDOV�QHHGV�DQG�ZLOO�EH�SURYLGHG�
DV�VRRQ�DV�SUDFWLFDEOH�DIWHU�WKH�SHUVRQ�KDV�FRPPHQFHG�ZRUNLQJ�Z LWK�WKH�&3* ��
�

� ����� $Q�LGHQWLILHG�PHPEHU�RI�VWDII�ZLOO�EH�UHVSRQVLEOH�IRU��
‰� &KRRVLQJ�DQ�DSSURSULDWH�RULHQWDWLRQ�SURJUDPPH�IRU�WKH�LQGLYLGXDO��
‰� ) RU�GRFXPHQWLQJ�SURJUHVV�WKURXJK�WKH�RULHQWDWLRQ�SURFHVV��
‰� ) RU�LQIRUPLQJ�WKH�PDQDJHU�RI�WKH�FRPSOHWLRQ�RI�WKH�RULHQWDWLRQ�SURJUDPPH��
‰� ) RU�FROOHFWLQJ�IHHGEDFN�DW�WKH�HQG�RI�WKH�RULHQWDWLRQ�SURJUDPP H��

� ����� 1 HZ�DQG� RU�UHWXUQLQJ�PHPEHUV�RI�WKH�&3*�Z LOO�EH�LQIRUPHG�WKDW�DQ�RULHQWDWLRQ�SURJUDPPH�
ZLOO�EH�SURYLGHG�DQG�DSSUR[ LPDWHO\�KRZ� ORQJ�LW�ZLOO�WDNH��

� ����� 7KH�PDQDJHU�ZLOO�EH�UHVSRQVLEOH�IRU�WKH�FRPSOHWLRQ�RI�WKH�RULHQWDWLRQ�SURJUDPPH�ZLWK�LQ�D�
UHDVRQDEOH�WLPH�IUDPH��

� ����� 7KH�PDQDJHU�ZLOO�EH�UHVSRQVLEOH�IRU�UHYLHZLQJ�WKH�RULHQWDWLRQ�SURJUDPPH�DQQXDOO\�DQG�
DUUDQJLQJ�IRU�DQ\�LPSURYHPHQWV�WR�EH�PDGH�XVLQJ�IHHGEDFN�IURP� WKH�&3* ��

�
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�
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&RQVXPHU�3DUWLFLSDWLRQ��'HYHORSLQJ�3ROLFLHV�DQG�3URFHGXUHV�
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�
&RQVXPHU�' HYHORSPHQW�IRU�3DUWLFLSDWLRQ�3ROLF\ �

5DWLRQDOH�
7KH�RUJDQL]DWLRQ�FRQVLGHUV�WKDW�WKH�GHYHORSPHQW�RI�FRQVXPHU�GHYHORSPHQW�ZLOO�DVVLVW�DQG�HQDEOH�PHDQLQJIXO�DQG�
HIIHFWLYH�SDUWLFLSDWLRQ�E\�PHPEHUV�RI�WKH�&RQVXPHU�3DUWLFLSDWLRQ�* URXS��&3* ��DQG�RU�RWKHU�VHUYLFH�XVHUV��
�
$�GHYHORSPHQW�SURJUDPPH�ZLOO�DOVR�DVVLVW�SDUWLFLSDWLQJ�FRQVXPHUV�WR�DFTXLUH�WKH�VNLOOV�DQG�WKH�NQRZOHGJH�WR�ZRUN�
ZHOO�DORQJVLGH�VWDII�RI�WKH�RUJDQL] DWLRQ���
�
2 EMHFWLYH�
7R�SODQ�DQG�GHOLYHU��RU�KDYH�GHOLYHUHG��D�KXPDQ�UHVRXUFH�GHYHORSPHQW�SURJUDPPH�WKDW�ZLOO�DVVLVW�WKH�&3*� WR�EH�
HIIHFWLYH�DV�D�JURXS��
�
'HVLUHG�RXWFRPHV�

‰� &OHDU�JXLGHOLQHV�IRU�KXPDQ�UHVRXUFH�GHYHORSPHQW�DUH�LQ�SODFH��
‰� 7KHUH�LV�DQ�DFFHVVLEOH�GHVFULSWLRQ�RI�FRUH�FRQVXPHU�SDUWLFLSDWLRQ�FRPSHWHQFLHV��
‰� &OHDU�OLQHV�RI�DFFRXQWDELOLW\�DQG�UHVSRQVLELOLW\�DUH�LQ�SODFH�IRU�WKH�LPSOHPHQWDWLRQ�RI�WKH�GHYHORSPHQW�

SODQ��
‰� $� ZD\�RI�PRQLWRULQJ�WKH�GHYHORSPHQW�RI� SDUWLFLSDWLQJ�FRQVXPHUV�LV�SXW�LQ�SODFH��
�

3ROLF\�
� ����� 7KH�RUJDQL]DWLRQ�ZLOO�LGHQWLI\� WUDLQLQJ�DQG�GHYHORSPHQW�QHHGV�RI�WKH�&3* ��

�
� ����� $�GHYHORSPHQW�SURJUDP�ZLOO�EH�WDLORUHG�WR�VXLW�WKH�QHHGV�DQG�VNLOO�VHWV�UHTXLUHG�RI�WKH�&3*�ZLWKLQ�

WKH�RUJDQL]DWLRQ��
�

� ����� 7KH�RUJDQL]DWLRQ�ZLOO�EH�UHVSRQVLEOH�IRU�WKH�RQJRLQJ�PRQLWRULQJ�RI�WKH�QHHG�IRU�WUDLQLQJ�DQG�
GHYHORSPHQW�RI�WKH�&3*� DQG�ZLOO�SURDFWLYHO\�ZRUN�WRZDUGV�WKHVH�QHHGV�EHLQJ�DGGUHVVHG��
�

� ����� $Q�LGHQWLILHG�PHPEHU�RI�WKH�RUJDQL]DWLRQ��HJ��&RQVXPHU�: RUNHU�� ZLOO�EH�UHVSRQVLEOH�IRU��
‰� &KRRVLQJ��LQ�FRQVXOWDWLRQ�ZLWK�FRQVXPHUV�DSSURSULDWH�WUDLQLQJ�IRU�WKH�JURXS�
‰� ) RU�GRFXPHQWLQJ�SURJUHVV�WKURXJK�WKH�WUDLQLQJ�
‰� ) RU�LQIRUPLQJ�WKH�PDQDJHU�RI�WUDLQLQJ�QHHGV�DQG�WKH�FRPSOHWLRQ�RI�DOO�WUDLQLQJ�

XQGHUWDNHQ�
‰� ) RU�FROOHFWLQJ�IHHGEDFN�DW�WKH�HQG�RI�WKH�WUDLQLQJ�
�

� ����� 0H PEHUV�RI�WKH�&3*�Z LOO�EH�LQIRUPHG�WKDW�WUDLQLQJ�LV�DYDLODEOH�DQG�ZLOO�EH�SURYLGHG��: KHUH�WUDLQLQJ�
LV�QRW�DYDLODEOH�LQWHUQDOO\��H [ WHUQDO�WUDLQLQJ�DQG�RU�GHYHORSPHQW�ZLOO�EH�DFFHVVHG�DQG�SDLG�IRU�E\�
WKH�RUJDQL]DWLRQ�XS�WR�DQ�DJUHHG�PD[LPXP� DPRXQW�IRU�WKH�JURXS��
�

� ����� 7KH�RUJDQL]DWLRQ�ZLOO�XQGHUWDNH�WR�ULQJ�IHQFH�DQ�DJUHHG�EXGJHW�IRU�WUDLQLQJ�RI�WKH�&3*� DQG�WKLV�
ZLOO�EH�UHYLHZHG�DQQXDOO\��
�

� ����� 7KH�PDQDJHPHQW�ZLOO�EH�UHVSRQVLEOH�IRU�UHYLHZLQJ�WUDLQLQJ�QHHGV�DQQXDOO\�DQG�WKH�PDQDJHU�ZLOO�EH�
UHVSRQVLEOH�IRU�DUUDQJLQJ�IRU�DQ\�LPSURYHPHQWV�QHHGHG�WR�EH�DFWLRQHG��
�

�
�
�
�
�
�



&RQVXPHU�3DUWLFLSDWLRQ��'HYHORSLQJ�3ROLFLHV�DQG�3URFHGXUHV�
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6WDII�'HYH ORSPHQW�IRU�3DUWLFLSDWLRQ�3ROLF\�
5DWLRQDOH�
7KH�UHFUXLWPHQW��RULHQWDWLRQ�DQG�GHYHORSPHQW�RI�HPSOR\HHV�DUH�WKH�NH\�WR�HQKDQFLQJ�FRQVXPHU�SDUWLFLSDWLRQ��
'HVLJQLQJ�MRE�UROHV�DQG�VWDII�WUDLQLQJ�WR�LQWHJUDWH�VXSSRUW�IRU�FRQVXPHU�SDUWLFLSDWLRQ�HQVXUHV�WKDW�VWDII�
DFNQRZOHGJH�WKH�ULJKW�RI�FRQVXPHUV�WR�DFWLYHO\�SDUWLFLSDWH�LQ�SODQQLQJ�DQG�LPSURYLQJ�VHUYLFHV��
�
7KHUH�DUH��� PDLQ�DUHDV�IRU�KXPDQ�UHVRXUFH�GHYHORSPHQW�

‰� - RE�GHVLJQ�
‰� 5HFUXLWPHQW�
‰� 6WDII�RULHQWDWLRQ�
‰� 6WDII�WUDLQLQJ�

�
2 EMHFWLYH�
7R�FUHDWH�D�VWDII�GHYHORSPHQW�SURJUDPP H�WKDW�KDV�WKH�SRWHQWLDO�WR�GHYHORS�D�FRQVXPHU�RULHQWHG�VHUYLFH�DQG�ZKLFK�
LQFUHDVHV�VWDII�VNLOOV�LQ�LQGLYLGXDO�DQG�JURXS�LQWHUDFWLRQV�ZLWK�FRQVXPHUV��
�
'HVLUHG�RXWFRPHV�

‰� 7KHUH�DUH�FOHDU�JXLGHOLQHV�DQG�H[SHFWDWLRQV�RI�VWDII�LQ�WKH�DUHD�RI�FRQVXPHU�SDUWLFLSDWLRQ��
‰� 7KHUH�LV�DQ�DFFHVVLEOH�FRUH�VWDII�GHYHORSPHQW�SURJUDPPH��
‰� 7KHUH�DUH�FOHDU�OLQHV�RI�DFFRXQWDELOLW\�DQG�UHVSRQVLELOLW\�I RU�LPSOHPHQWLQJ�FRQVXPHU�SDUWLFLSDWLRQ�DW�DOO�

OHYHOV��
‰� 7KHUH�LV�D�ZD\�RI� PRQLWRULQJ�VWDII�DWWLWXGHV�DQG�DFKLHYHPHQWV�LQ�FRQVXPHU�SDUWLFLSDWLRQ��
‰� (PSOR\HHV�DUH�PRWLYDWHG�WR�SURDFWLYHO\� VHHN�FRQVXPHU�SDUWLFLSDWLRQ�DV�D�PHDQV�RI�LPSURYLQJ�VHUYLFHV��
�

3ROLF\�
� ����� 7KDW�SURJUHVVLYHO\�DOO�SRVLWLRQ�GHVFULSWLRQV�IRU�,&3�VWDII�ZLWK�GLUHFW�FRQVXPHU�LPSDFW�ZLOO�

LQFRUSRUDWH�D�FRPPLWPHQW�WR�FRQVXPHU�SDUWLFLSDWLRQ�DQG�VRFLDO�MXVWLFH�SULQFLSOHV��
� ����� 7KDW�DOO�VWDII�VHOHFWLRQ�SDQHOV�LQFRUSRUDWH�FRQVLGHUDWLRQ�RI�DOO�MRE�DSSOLFDQWV�H[ SHULHQFH�DQG�

XQGHUVWDQGLQJ�RI�WKH�GHYHORSPHQW�DQG�YDOXH�RI�FRQVXPHU�SDUWLFLSDWLRQ�LQ�VHUYLFHV��
� ����� $ OO�LQWHUYLHZ�SDQHOV�IRU�DOO�SRVLWLRQV�DW�,&3�ZLOO�LQFOXGH�DW�OHDVW�RQH�RU�PRUH�FRQVXPHUV��
� ����� 7KH�&RQVXPHU�3DUWLFLSDWLRQ�* URXS�ZLOO��LGHDOO\�SUHVHQW�DOO�VWDII�RULHQWDWLRQ�UHODWLQJ�WR�FRQVXPHU�

SDUWLFLSDWLRQ��
� ����� 2 ULHQWDWLRQ�SURJUDPPHV�IRU�DOO�QHZ�VWDII�ZLOO�GHYHORS�D�FOHDU�XQGHUVWDQGLQJ�RI�,&3�YDOXHV�DQG�

H[ SHFWDWLRQV�LQ�UHODWLRQ�WR�FRQVXPHU�SDUWLFLSDWLRQ�DQG�VRFLDO�MXVWLFH�SULQFLSOHV��
� ����� 6WDII�HGXFDWLRQ�SURJUDPP HV�ZLOO�EH�GHYHORSHG�ZLWK�SDUWLFXODU�UHIHUHQFH�WR�SULQFLSOHV�RI�VRFLDO�

MXVWLFH�DQG�WR�LVVXHV�RI�VRFLDO�DQG�FXOWXUDO�GLYHUVLW\��
� ����� 6WDIIV�WUDLQLQJ�SURJUDPPHV�DUH�GHYHORSHG�WR�PD[ LPL]H�VWDII�NQRZOHGJH�RI�DQG�VNLOO�LQ�VPDOO�

JURXS�IDFLOLWDWLRQ�ZLWK�FRQVXPHUV��
�

�
�
�
�
�
�
�
�
�
�
�



&RQVXPHU�3DUWLFLSDWLRQ��'HYHORSLQJ�3ROLFLHV�DQG�3URFHGXUHV�
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6WDII�3HUIRUPDQFH�$ SSUDLVDO��LQ�UHODWLRQ�WR�&RQVXPHU�3DUWLFLSDWLRQ� �
�
5DWLRQDOH�
7KH�RUJDQL]DWLRQ�KDV�DV�LWV�JRDO�WR�EH�FRQVXPHU�I RFXVHG�DQG�LQFOXVLYH��7R�HQVXUH�WKLV�FRPPLWPHQW�LV�FRQVWDQW�
1 HZWRZQ�8QLRQ�+HDOWK�6HUYLFH�ZLOO�PDNH�UHJXODU�DVVHVVPHQWV�RI� VWDII�DFKLHYHPHQWV�LQ�WKH�DUHD�RI�FRQVXPHU�
SDUWLFLSDWLRQ��,W�LV�H[ SHFWHG�WKDW�WKLV�SURFHVV�ZLOO�SURYLGH�FOHDU�LQGLFDWLRQV�DERXW�DUHDV�WKDW�UHTXLUH�LPSURYHPHQW�
DQG�RWKHU�DUHDV�RI� SRVVLEOH�JURZWK��
�
2 EMHFWLYH�
7R�GHYHORS�D�V\VWHP�IRU�UHJXODU�DSSUDLVDO�RI�DOO�VWDII�WKDW�LGHQWLILHV�DUHDV�WKDW�DUH�ZRUNLQJ�Z HOO�DV�ZHOO�DV�DUHDV�
WKDW�QHHG�LPSURYHPHQW��
�
'HVLUHG�2XWFRPHV�

‰� $ OO�VWDII�SUDFWLFH�WKH�LQFOXVLRQ�RI�FRQVXPHUV�ZKHQHYHU�DQG�ZKHUHYHU�SUDFWLFDEOH��
‰� 7KH�RUJDQL]DWLRQ�KDV�D�SURFHVV�IRU�UHJXODUO\�FKHFNLQJ�RQ�DFKLHYHPHQWV�DQG�SUREOHPV�LQ�WKH�DUHD�RI�

FRQVXPHU�SDUWLFLSDWLRQ��
�
3ROLF\�
� ����� $ OO�VWDII�DUH�DEOH�WR�GHPRQVWUDWH�D�ZLOOLQJQHVV�WR�VKDUH�GHFLVLRQ� PDNLQJ�DXWKRULW\��

�
� ����� $ OO�VWDII�DUH�DEOH�WR�GHPRQVWUDWH�D�FRPPLWPHQW�WR�WKH�HPSRZHUPHQW�RI�FRQVXPHUV��

�
&RQVXPHU�3DUWLFLSDWLRQ�* URXS�FRQVXPHUV�DQG�RU�RWKHU�VHUYLFH�XVHUV�ZLOO�XQGHUWDNH�WR�LGHQWLI\�
WKH�PRGHO�V�RI�HPSRZHUPHQW�WKDW�WKH\�GHVFULEH�DV�UHOHYDQW�WR�WKHP��

� ����� $ OO�VWDII�DUH�DEOH�WR�GHPRQVWUDWH�DFFHSWDQFH�DQG�DFNQRZOHGJHPHQW�RI�GLYHUVLW\��
�

� ����� $ OO�VWDII�DFNQRZOHGJH�WKDW�SURFHVV�LV�DV�LPSRUWDQW�DV�WKH�WDVNV��
�

� ����� $ OO�VWDII�DFNQRZOHGJH�SHRSOHV
�H[ SHULHQFH�DV�D�VRXUFH�RI�H[ SHUWLVH��
�

� ����� $ OO�VWDII�UHFRJQL]H�WKDW�D�SHUVRQV�DELOLW\�WR�SDUWLFLSDWH�LV�LQIOXHQFHG�E\�WKH�LQGLYLGXDO
V�RU�
JURXS
V�OHYHO�RI�ZHOOQHVV��
�

� ����� $ OO�VWDII�DUH�DEOH�WR�GHPRQVWUDWH�NQRZOHGJH�RI�FRQVXPHU�SDUWLFLSDWLRQ�PHWKRGV�DQG�VWUDWHJLHV��
�

� ����� $ OO�VWDII�DUH�DEOH�WR�GHPRQVWUDWH�NQRZOHGJH�RI�GHFLVLRQ� PDNLQJ�SURFHVVHV��LQIOXHQFH�DQG�
DXWKRULW\��
�

� ����� $ OO�VWDII�DUH�DEOH�WR�GHPRQVWUDWH�NQRZOHGJH�RI�FRQVXPHU�JURXSV��QHWZRUNV��DQG�FRQVXPHU�UXQ�
DGYRFDF\�VHUYLFHV��
�

� ������ 6WDII�GHYHORS�WKH�VNLOOV�WR�DVVLVW�FRQVXPHU�SDUWLFLSDWLRQ�E\ ��
‰� * DWKHULQJ�ZLWK�DQG�WDONLQJ�WR�FRQVXPHUV��
‰� /HDUQ�WR�EXLOG�GLIIH UHQW�UHODWLRQVKLSV�ZLWK�FRQVXPHUV�WKDQ�WKRVH�WKH\�DUH�XVHG�WR��
‰� /HDUQ�DQG�XQGHUVWDQG�GLIIH UHQW�YLHZV�WKDW�FRPH�IURP�WKH�FRQVXPHU�SDUDGLJP��
�

�
�



&RQVXPHU�3DUWLFLSDWLRQ��'HYHORSLQJ�3ROLFLHV�DQG�3URFHGXUHV�
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&RPSODLQWV�3URFHGXUH�
5DWLRQDOH�
7KH�RUJDQL]DWLRQ�LV�FRPPLWWHG�WR�SURYLGLQJ�WKH�EHVW�SRVVLEOH�VHUYLFH�IRU�LWV�FOLHQWV��3OHDVH�WHOO�XV�LI� \RX�DUH�
FRQFHUQHG�DERXW�WKH�VHUYLFH�\RX�KDYH�UHFHLYHG��:H� DUH�DOZD\V�WU\ LQJ�WR�LPSURYH�WKH�VHUYLFHV�ZH�SURYLGH�E\�
OLVWHQLQJ��UHVSRQGLQJ�DQG�DFWLQJ�RQ�FRPSODLQWV��: H�WUHDW�FRPSODLQWV�VHULRXVO\�DQG�ZDQW�WR�UHVROYH�WKHP�HIILFLHQWO\�
DQG�SURPSWO\��<RX�PD\�FRQWDFW�XV�E\�WHOHSKRQH��ID[��HPDLO��DQG�OHWWHU�RU�LQ�SHUVRQ�LI�\RX�Z LVK��
�
+RZ� WR�FRQWDFW�XV�
7HOHSKRQH��
) D[ ��
(PD LO��
/HWWHU��
,Q�SHUVRQ��
�
+RZ� WR�FRPSODLQ�
�

��� ,I�\RX�KDYH�D�SUREOHP� WKDW�QHHGV�UHVROYLQJ�\ RX�VKRXOG�ILUVW�FRQWDFW�\RXU�FDVHZRUNHU�RU�WKH�PDQDJHU�RI�
WKH�RUJDQL]DWLRQ��:H� KRSH�WR�UHVROYH�DOO�SUREOHPV�DW�WKLV�VWDJH��

�
� �� ,I� WKH\�DUH�XQDEOH�WR�UHVROYH�WKH�LVVXH�WR�\RXU�VDWLVIDFWLRQ��RU�\RX�ZRXOG�OLNH�WR�VSHDN�WR�VRPHRQH�HOVH��

WKHQ�\RX�PD\�FRQWDFW�WKH�&RQVXPHUV�DGYRFDWHV�DW�WKH�: HOOLQJWRQ�0HQWDO�+HDOWK�&RQVXPHUV�8QLRQ��7KHLU�
SKRQH�QXPEHU�LV���� � �����DQG�WKHLU�VWUHHW�DGGUHVV�LV�����'L [ RQ�6W��: HOOLQJWRQ��

�
<RX�PD\�FRQWDFW�WKH�+HDOWK�DQG�'LVDELOLW\�&RPPLVVLRQ�IRU�IXUWKHU�DGYLFH��7KHLU�FRQWDFW�GHWDLOV�DUH��
�
,I�\RXU�FRPSODLQW�LV�FRPSOLFDWHG�\RX�PD\�I LQG�LW�EHVW�WR�SXW�LW�LQ�ZULWLQJ�VR�QR�GHWDLOV�DUH�RYHUORRNHG��<RX�FDQ�JHW�
DVVLVWDQFH�ZLWK�ZULWLQJ�\RXU�FRPSODLQW�IURP�� � ����� � �����
�
2 XU�SURPLVHV�WR�\RX�

·  <RXU�FRPSODLQW�ZLOO�EH�LQYHVWLJDWHG�WKRURXJKO\��
·  : H�ZLOO�DFNQRZOHGJH�\RXU�LQLWLDO�FRPSODLQW�ZLWKLQ��� ZRUNLQJ�GD\V��
·  : H�ZLOO�SURYLGH�\RX�ZLWK�D�IXOO�UHVSRQVH�WR�\RXU�FRPSODLQW�ZLWKLQ����ZRUNLQJ�GD\V��
·  2 XU�UHSO\�ZLOO�LQFOXGH�WKH�GHWDLOV�RI�WKH�SHUVRQ�ZKR�UHYLHZHG�WKH�FRPSODLQW�DQG�VRPHRQH�ZKR�FDQ�EH�

FRQWDFWHG�RQ�GD\� WR� GD\�LVVXHV�WR�SURYLGH�IROORZ�XS�DVVLVWDQFH�LI�UHTXLUHG��
�
�
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�
�



&RQVXPHU�3DUWLFLSDWLRQ��'HYHORSLQJ�3ROLFLHV�DQG�3URFHGXUHV�
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BBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBB�
.,7(6� : (//,1* 72 1� $8*867�� � �����������������������������������������������������������������������������������������3D JH����RI����

�

�

�
�
�
�
�
�
�
�

5() ( 5(1 &( 6 ��

�
0HQWDO�+HDOWK�&RPPLVVLRQ�� � ����� 6HUYLFH�8VHU�3DUWLFLSDWLRQ�LQ�0HQWDO�+HDOWK�6HUYLFHV��D�GLVFXVVLRQ�GRFXPHQW��
0HQWDO�+HDOWK�&RPPLVVLRQ��: HOOLQJWRQ�

: DOFK��+��� � � � �� �� (PSOR\PHQW�RI�&RQVXPHUV�LQ�0 HQWDO�+HDOWK�6HUYLFHV�DQG�WKH�/ LNH�0 LQGV��/LNH�0LQH��.,7(6��
: HOOLQJWRQ�

, 1 7( 51 (7� 6 285 &(6��

(QGXULQJ�6ROXWLRQV��������&RQVXPHU�3D UWLFLSDWLRQ�LQ�$FFUHGLWDWLRQ��D�UHVRXUFH�JXLGH��1 DWLRQDO�5HVRXUFH�&HQWUH�IRU�
&RQVXPHU�3DUWLFLSDWLRQ�LQ�+HDOWK��KWWS�� �QUFFSK�ODWUREH�HGX�DX�

�
+HDOWK�$GYLVRU\�&RPPLWWHH�RI�WKH�1 DWLRQDO�+HDOWK�DQG�0HGLFDO�5HVHDUFK���� � � ��,PSURYLQJ�+ HDOWK�6HUYLFHV�
7KURXJK�&RQVXPHU�3DUWLFLSDWLRQ��D�UHVRXUFH�JXLGH�IRU�RUJDQL]DWLRQV��&RPPRQZHDOWK�'HSDUWPHQW�RI�$JHG�&DUH��
&DQEHUUD��7KH�1 DWLRQDO�5HVRXUFH�&HQWHU�IRU�&RQVXPHU�3DUWLFLSDWLRQ�LQ�+HDOWK�http://latrobe.edu.au�
�
- RKQVRQ��6 ���	�0F$GDP��+ ���� � ��� �� %XLOGLQJ�&RQVXPHUV�,Q��D�UHVRXUFH�PDQXDO�LQ�FRQVXPHU�SDUWLFLSDWLRQ�IRU�WKH�QRW�
IRU�SURILW�VHFWRU��$ UWKULWLV�$ XVWUDOLD��7KH�1 DWLRQDO�5HVRXUFH�&HQWUH�IRU�&RQVXPHU�3DUWLFLSDWLRQ�LQ�+HDOWK���
�
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