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(DVH RI DFFHVV DQG VLPSOLFLW\

&RQVXPHUV FRQVLVWHQWO\ KLIJKOLJKWH® Q& \§ WXLW S DD
RXWVHW 7KHUH ZDV D VWURQJ VHQVH WKDW 2DQ\ GLIILFX:
IUXVWUDWLRQ DULVLQJ ZKHQ XVHUV DUH UHTXLUHG WR Ut}
ORJLQV DQG SDVVZRUGV B6HYHUDO FRQVXPHUV QRWHG WK
WKDQ XVLQJ VPDUW PRELOH SKRQHV WKDW DUH DOUHDG\ |
VHDPOHVV DV SRVVLEOH LGHDOO\ 2DOZD\V RQ3%* ZLWKRXW
D FOHDU SUHIHUHQFH IRU RSWLRQV WKDW GR QRW UHO\ R
FDSDELOLW\ DQG SRUWDELOLW\ VHHQ DV LPSRUWDQW WR
7KHUH ZDV DOVR GLVFXVVLRQ DERXW FRPSDWLELOLW)\ ZLW
FRPIRUWDEOH ZLWK QHZHU WHFKQRORJLHV 2YHUDOO VLF
HVVHQWLDO WR ERWK LQLWLDO XSWDNH DQG FRQWLQXHG

6 XSSRUW IRU FDUHUV LV HVVHQWLDO

$FURVV DOO GLVFXVVLRQV WKH UROH RI FDUHUV ZDV GHYV
WKH WHFKQRORJ\ &RQVXPHUV QRWHG WKDW FDUHUV QHH(
WKHPVHOYHY LQ RUGHU WR VXSSRUW RWKHUV ZLWK UHSH
RQ KRZ WR XVH WKH SODWIRUP3 DQG SURYLGH 2YHU\ FOHD
ZDV DOVR DQ H[SHFWDWLRQ WKDW FDUHUV ZRXOG QHHG W
WKH SHUVRQ XVLQJ WKH WRRO KDV FRIQLWLYH GHFOLQH F
FRQVXPHUV LQGLFDWHG WKDW WKH WHFKQRORJ\ PD\ QRW

$FFHVVLELOLW\ DQG LQFOXVLRQ

&RQVXPHUV GHVFULEHG D ZLGH UDQJH RI DFFHVVLELOLW\
OLPLWDWLRQV VXFK DV GLIILFXOWLHV ZLWK 2ILQJHU KDOQ(
LGHQWLILHG DV VLJQLILFDQW EDUULHUV WR XVH 7KHUH Z
FOHDUHU YLVXDOV VRXQG EDVHG RU YRLFH DFWLYDWHG L
RQ ILQH PRWRU VNLOOV RU UHDGLQJ DELOLW\ /DQJXDJH 2
WKDW 2KDYLQJ RWKHU ODQJXDJHV ZLOO EH YHU\ LPSRUWD
(QJOLVK?® $FFHVV WR GHYLFHV DQG LQWHUQHW FRQQHFWL
2QRW HYHU\RQH KDV SKRQHV L3DG WKDW LV XS WR GDWH?3
GR QRW KDYH DFFHVV WR FRPSXWHUV 7KHVH GLVFXVVLRC
WKDW DFFRPPRGDWHV D EURDG UDQJH RI DELOLWLHV EDF

&ODULW\ RI SXUSRVH DQG EHQHILW

$ FRQVLVWHQW WKHPH DFURVY DOO JURXSYV ZDV WKH QHH:
YDOXH RI WKH WHFKQRORJ\ &RQVXPHUV TXHVWLRQHG 2ZK
KHOSVY SUHYHQWLQJ GHPHQWLD® DQG HPSKDVLVHG WKH LP
DQG 2ZKDW DUH WKH ZRUWKZKLOH UHVXOWV?3 LWKRXW Wk
FRQWLQXH XVLQJ WKH WRRO 7KHUH ZDV DOVR LQWHUHVW
RXWFRPHV RYHU WLPH KHOSLQJ XVHUV WR VHH WKDW WK
WRRO ZDV DOVR LQIOXHQFHG E\ HIWHUQDO YDOLGDWLRQ

DOOLHG KHDOWK SURIHVVLRQDO RU WUXVWHG SHHU FRXC

%UDLQ +HDOWK DW +RPH &RPPXQLW\ &l
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ORWLYDWLRQ HQFRXUDJHPHQW DQG HQJDJHPHQW

&RQVXPHUVY GHVFULEHG WKH LPSRUWDQFH RI PDNLQJ V
UDWKHU WKDQ IUXVWUDWLQJ RU HIITRUWIXO 3RVLWLYH
VXJIHVWLRQV VXFK DV HQFRXUDJHPHQW UHZDUGV DQ
VFRUH 3 7UDFNLQJ SURJUHVV UHFRUGLQJ VFRUHV DQ
LGHQWLILHG DV ZD\V WR VXSSRUW PRWLYDWLRQ $W W
GLVFRXUDJHPHQW SDUWLFXODUO\ ZKHUH WDVNV DUH
WKDW HQJDJHPHQW LV PRUH OLNHO\ ZKHQ DFWLYLWLH
VHQVH RI DFKLHYHPHQW

SHOHYDQFH DQG DSSURSULDWHQHVYV

7TKHUH ZDV FRQFHUQ WKDW WKH FXUUHQW IRUPDW RI1 D
LOWHQGHG DXGLHQFH &RQVXPHUV TXHVWLRQHG ZKHW
SDWLHQWY RU QRUPDO SHRSOH® DQG QRWHG WKDW VR
DGXOWY 7KHUH zZzDV D FOHDU H[SHFWDWLRQ WKDW FR(
DQG DOLJQHG ZLWK DGXOW H[SHULHQFHV 'LVFXVVLRQ
DFWLYLWLHVY WR GLITHUHQW DELOLWLHYVY DQG VWDJHYV

6RFLDO FRQQHFWLRQ DQG VXSSRUW

6RPH FRQVXPHUV KLIKOLJKWHG WKH LPSRUWDQFH RI V
7TKHUH ZDV LQWHUHVW LQ IHDWXUHYVY WKDW 2SURPRWH
H[SHULHQFHV VXFK DV PXOWLSOD\HU DFWLYLWLHV RU
SURIHVVLRQDOV :RUG RI PRXWK UHFRPPHQGDWLRQV D
ZHUH DOVR VHHQ DV LQIOXHQWLDO LQ VXSSRUWLQJ XS
PD\ SOD\ D UROH LQ ERWK PRWLYDWLQJ DQG VXVWDLQ

5RXWLQH UHPLQGHUV DQG RQJRLQJ XVH

&RQVXPHUV GLVFXVVHG WKH LPSRUWDQFH RI LQWHJUD
VXSSRUW RQJRLQJ XVH 6XJIJHVWLRQV LQFOXGHG PDNL
RU SURPSWV DQG SURYLGLQJ YLVXDO LQGLFDWRUYV RI
WUDFNLQJ $W WKH VDPH WLPH WKHUH ZDV UHFRJQLW
FRQVLGHUDWLRQ RI IDWLIJXH DWWHQWLRQ DQG FKDQ.
DQG SRUWDELOLW\ ZHUH DOVR VHHQ DV LPSRUWDQW L
FRQWH[WYV

%UDLQ +HDOWK DW +RPH &RPPXQLW)\ &I
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3HUVRQDOLVDWLRQ DQG PHDQLQJIXO FRQWHQW

&RQVXPHUV H[SUHVVHG D FOHDU SUHIHUHQFH IRU FRQ
TKHUH ZDV VWURQJ LOWHUHVW LQ WDLORULQJ DFWLYL
SUHIHUHQFHYV VXFK DV JDUGHQLQJ PXVLF WUDYHO R
WKH DELOLW\ WR 2XSORDG SKRWRV PXVLF DQG YLGHR
DFWLYLWLHV WR IDPLOLDU H[SHULHQFHY 3HUVRQDOLYV
UHFRIQLWLRQ WKDW ZKDW LV PHDQLQJIXO ZLOO GLIIHI
FRIQLWLYH FKDQJH

6LPSOLFLW\ IOH[LELOLW\ DQG FRQWURO

&RQVXPHUV UHLQIRUFHG WKH QHHG IRU VLPSOH IOHJ[L
WKHLU RZQ SDFH )HDWXUHV VXFK DV WKH DELOLW\ WF
FKRRVH VHVVLRQ OHQJWK ZHUH VHHQ DV LPSRUWDQW
PDQDJHDEOH WLPHIUDPHV ZLWK VXJJHVWLRQV VXFK D
XSRQ RYHU WLPH )DWLJXH DQG IOXFWXDWLQJ FDSDFL'
QHHG WR GHVLJQ LQWHUDFWLRQV WKDW GR QRW RYHU
EH\RQG WKHLU FDSDELOLW\ &RQVXPHUV DOVR KLJKOL
UHFRJQLVLQJ WKDW YDULDWLRQ PD\ EH QHHGHG WR PI
H[SHFWDWLRQ WKDW WKH SODWIRUP VKRXOG DGDSW W

,PSURYHG XVDELOLW\ DQG LQWHUDFWLRQ GHVLJQ

&RQVXPHUV LGHQWLILHG VHYHUDO DUHDV ZKHUH XVDE
QDYLIJDWLRQ LQSXW PHWKRGV DQG RYHUDOO XVHU H|
WR NH\ERDUG DQG PRXVH VXFK DV WRXFKVFUHHQV St
6XJIJHVWLRQV DOVR LQFOXGHG FOHDUHU LQVWUXFWLR
LOQWHUIDFHYVY 7KHUH zZDV DOVR IHHGEDFN WKDW WKH S
D SUHIHUHQFH IRU D PRUH PRGHUQ FRQWHPSRUDU\ Gt
GLILWDO WRROV

ORWLYDWLRQ UHZDUGY DQG SRVLWLYH IHHGEDFN

&RQVXPHUV GHVFULEHG WKH LPSRUWDQFH RI PRWLYDV
VXSSRUWLQJ RQJRLQJ XVH 6XJIJHVWLRQV LQFOXGHG W
QHZ DFWLYLWLHY DQG SURYLGLQJ HQFRXUDJLQJ IHHG
SURJUHVV ZHUH VHHQ DV ZD\V WR FUHDWH D VHQVH RI
XVH $W WKH VDPH WLPH WKHUH ZDV D SUHIHUHQFH W
HPSKDVLV RQ EXLOGLQJ FRQILGHQFH UDWKHU WKDQ Kl

%UDLQ +tHDOWK DW +RPH &RPPXQLW\ &I
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7KH &RP P XQW & RQYHWDMRQ SURYIGHG D UFK DQG IRFXVHG GVFXWIRQ

DABZ IQJ UAVHDUFKHY \R H| SGUH WH ©/HG H SHIHQFHV Rl SHRS®! QDYLI DI

PHP RY FROFHOV FRIQWH GHF@H RUGHP HQID DV Z HODV \KRVH Z KR FDUH IRU

DQG VXSSRWWKHP  7KH EBDGK Rl IQULI KW VKDUHG DFURW \WH WUHH GVEXWIRQ

DUHDV KLI K@ K\MG ERW \WH SRIMQIDCR WIFKQRBJ\ \R VXSSRWWRI QUYH KHDEK DWKRP H DQG \WH

SUDFWFDADQG HP RURQDCFKD@IQI HY WDWQI GHCFH W X\VH

&RQUXP HY GHVAUEHG D IDQJH R UHDCZ RWG EDUIHLY IQFOQAQ) BZ FRQIIGHQFH Z W

WFKQRBJ\  SK\ VIFDCDQG FRIQUYH @ MMRQY DQG GLIEXEAV Z W DFFHW XVDEIONV DQG
UHBIVDQRH $\VIKH VDP HWP H WHUH Z DV VWRQ) [QMUHMVNG WH SRWQIDCR! \MPKQREBJI\ R VXSSRW
LQGHSHQGHFH URXAICH  DQG HQJ DI HP HQAVSURYIGHG MY VP SBI P HDQQIIXODQG GHMI QHG Z W
\WH XVHUIQP IQG 7KH [P SRUBGFH R AJQW SHYRQDODMRQ DQG KXP DQ FRQGHAMRQ HP HUHG
FROMAMO® \URX] KRXVWKH GVFXWIRQY IHQRIFQ) WDWMAKQRBJ\ P X\WDDI Q Z MK SHRSBYY
QHG H SHUHQFHY IDNHUWDQ H SHAIQ XVHY R DEDSVWR W

$ QG |RXQG \WH VHVWIRQ YDODE®! Z MW P DQ. H SUMMQ) DSSUHADUIRQ |RUKH RSSRUMQWY
\R FROUEX\W QUHA® \R UMHDUFK. KHDUILRP RIHLY Z MK VP LOUH, SHIHQRHV  DQG VKDUH \WHU
SHWSHRYHV 1Q D VXSSRWYH HQYLURGP HQW7 KHUH Z DV FBDUIQMIAWIQ RQIRQ) LQYROHP HOW
UH®RIQY \WH YDOH SOFHG RQ EHQJ SDWR VKDSIQ) VROMRQY WDWP D\ P SDRWKHURZ Q @/HV
DQG FRP P XQUAV

+$7161(;7)25 7+,6 352-( &7"

7KH IQATKW IURP \WH & RP P XQWV & RQYHWDMRQ Z I@EH XVHG \R UHIQH \WH GAMIQDQG
GHYHBSP HQMR &05 (5 7HFK HQUXUQ) \WH SOWRP UHBPW FRQUXP HUSURIMEAY ICFOIGQ]

VP STAW P HDQQIIXOXWVH SHYRQDIVDMRQ DQG VXSSRIWRUKXP DQ FRQGHAIRQ

7KHVH I1IQAQIV Z IQRP WH CH WEKDVH Rl SURRWSH GHYHBSP HONZ WK IXUKHULQYROHP HOW

IURP 0 XUERFK 8 QYHWAW VAXGHQWV R VXSSRWRQIRQJ) GHVLQ DQG WHIGHP HOW7 KLY VHWIRQ
SURYIGHG D EURDG IRXQEDIRQ DQG D P RIH VB HMG IRBZ XS VMWIRQ LY SODQQHG

&RQUXP HUDQG FRP P XQW IQYROHP HQAZ IQFRQIDXH \R EH HP EHGEHG WURXI KRXVWKH

SIRMPMCFACQ) RSSRUMQMAY R \RMWXMUH MAUDMRQY DQG SURYIGH THHGEEDFN DV \WH SOMRUWP
HYROHV

%UDLQ +HDOWK DW +RPH &RPPXQLW\ &l
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