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SURJUDP PLQJ LIVHOI KDYH VKLIIHG +RZHYHU KLVIRULFDO IH[IV VXJJHVI KD WKH LGHDOV RI SURECHP VROYLQJ
DQDONILFDO WKLQNLQJ DQG FUHDILYLIN WKDH VKDSH IKH GLVFLSOLQH KDYH FRQULVIHQION FKDUDFIHULJHG KRZ
SURJUDPPLQJ LV IDXJKI DQG KRZ SURIUDPPHUV VHH IKHPVHOYHV

YRU P\ SURIHFI , IUDFHG WIKHVH LGHDOV DIRQJIVLGH IHFKQRORJILFDO GHYHIRSPHQIV LQ FRPSXIHU VFLHQFH
EHIRUH FRQVLGHULQJ KRZ DQDON]LQJ IKH H[SHULHQFHV R1 SURJUDP PHUV DFURWY §iKH \HDUV FDQ UHYHDO LPSRUIDQI
LQQUVILIXILRQ=%RZGRLQ &RWHIH O\ DQDONVLY DOVR IRFXVHV RQ LQVLIKIV IURP

LQIHUYLHZV ZLIK %RZGRLQ &RPSXIHU 6FLHQFH IDFXUI DQG VIXGHQIV DV ZH0 DV ZLIK §ZR VHOLRU
SURJUDPPHWV ,Q VKRUI P\ SDSHU KLIKOLIKIV iKH LPSOLFDILRQV RI GHYHIRSPHQIV LQ SURIUDP PLQJ IRU IkH
UHODILRQVKLS EHIZHHQ SURJUDPPHU DQG FRPSXIHU LGHDOV DQG UHDOLILHY WKDI VKDSH IKH GLVFLSOLQH DQG WKH
LPSRUIDQFH RI HPSKDVL]LQJ IKH SURJUDP PHUSV H[SHULHQFH

, VHSDUDIHG P\ UHVHDUFK LQIR WKUHH SKDVHV IH[WV DUFKLYHV DQG LQIHUYLHZV , EHIDQ EX UHDGLQJ
KLVIRULFDO ZRUNV RQ IKH KLWIRU\ RI FRPSXILQJ VSDQQLQJ IIKH QLOHIHHQIK FHQIXUN IR IIKH SUHVHQH GD\ DV ZH00 DV
IH[IERRNV DQG PHPRLU E\ SURJUDPPLQJ SLRQHHUV DQG H[SHUNV LH[W , FRQGXFIHG DUFKLYDO UHVHDUFK DIf IKH
%RZGRLO &RIHIH =HSI RI 6SHFLD) &RUHFILRQY  SUFKLYHV IR DFTXLUH LQIRUPDILRQ DERXH FRPSXILQJ Di
%RZGRLOVLQFHIKH ~ V ,Q P\ IKLUG SKDVH , GHVLIQHG DQG FDUULHG RXI LQIHUYLHZV ZLIK %RZGRLQ
&RPSXIHU BFLHQFH IDFXOI\ DQG VIXGHQIV IR JDIKHU RSLQLRQV DERXH FKDQJHV LQ FRPSXIHU VFLHQFH DQG HIKH
SURJUDP PHUYV H[SHULHQFH

,Q P\ SDSHU XVLQJ ILQGLQJV IURP P\ KLVIRULFDO UHDGLQIV , HPSKDVL]H KRZ VLQFH LIV RULILQV
SURJUDPPLQJ KDV EHHQ IUDPHG DV D ILHIG JUDQILQJ OLPLIOHVY SRWLELOLILKV LH[W JOHDQLQJ IURP UHDGLQJIV
DUFKLYHV DQG LQIHUYLHZV , DOVR H[DPLQH KRZ IIKH FRPSXIHU LV GHVFULEHG DV IKH SURJUDPPHUV IRR0 VKRZ
KRZ DQ LOFUHDVLQJ DPRXQI RI SURJUDPPLQJ ZRUN LV EHLQJ RIORDGHG IR IKH FRPSXIHU DQG FRQVLGHU KRZ
WKLV VKDSHV WKH SRVWLELOLILHV WKDI DUH RSHQ IR SURJUDPPHW , H[SIRU KRZ SURJUDPPHW HGXFDIRW DQG
RIKHUV GHVFULEH SURJUDPPLQJ VKRZLQJ KRZ SURIJUDP PLQJ LV XUILPDIHO\ IUDPHG DV D PRGH RI IKLQNLQJ UKD
UHTXLUHV FUHDILYH SURECHP VROYLQJ VNLOOV , WKHQ EHJLQ IR FRQULGHU KRZ IKH LGHDOV RI SURIUDP PLQJ KDYH
SID\HG RXIl RYHU ILPH IRFXVLQJ RQ KRZ WHFKQLFDO HYROXILRQV KDYH DOHUHG iKH SURJUDP PHUSV DELOLIN IR
UHFRIQL]H WDFH DQG VROYH HUURUV DQG 1X01L00 IKHLU UROH DV SURECHP VROYHW , DOVR XVH UHDGLQJV DQG
LQIMUYLHZV iR TXHVILRQ KRZ WHFKQLFDO FKDQJHV KDYH LPSDFIHG ZKDIf Uil IHHOV OLNH IR SURJUDP 7KH ILQDO
VHFILRQ RI P\ SDSHU FRQULGHUV KRZ P\ DQDONVLY 1LIV LQIR IKH UHDOLI\ RI FRPSXILQJ DV DQ HYHU HYROYLQJ
GLVFLSILQH DQG , FRQFOXGH EX IUDPLQJ P\ DQDONVLY LQ IKH FRQIH[I R $, DQG DXIRPDILRQ

$V FRPSXIHWV DEVRUE DQ LQFUHDVHG DPRXQI RI SIRIUDP PLQJ IDVNV SURIUDPPHUV ZL00 QHHG IR
FDUHIX00\ GHOLQHDIH IKH LPSRUIDQFH RI WKHLU URH  7KH H[IHQI IR ZKLFK KK\ UHPDLQ 3LQ IKH 0RRS”™ ZL00 GHSHQG
LQ SDUI RQ FUHDILQJ QHZ GHILQUILRQV IRU KH ILIH R1 3SURJUDPPHU™ DQG RQ UHGHILQLQJ WKH URGH RI
SURJUDPPHWV DQG IKHLU UHODILRQUKLS IR FRPSXIHWV
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