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1RWHV�IURP�WKH�)LHOG�� 
,QFRUSRUDWLQJ�$XWKHQWLF�6HUYLFH�8VHU�9RLFH�LQ�&RPPXQLW\�3ODQQLQJ 
 
'XQORS�DQG�+RORVNR 

�� 

-XGLWK�0��'XQORS��3K'��LV�D�3URIHVVRU�DW�.LQJ¶V�8QLYHUVLW\�&ROOHJH�DW�:HVWHUQ�8QLYHUVLW\�6FKRRO�RI���
6RFLDO�:RUN�� 
0LFKDHO�-��+RORVNR��3K'��LV�D�5HVHDUFK�&RQVXOWDQW�DW�$WKHQV�*$��86$� 
 

$EVWUDFW� 
 
�����6HUYLFH�XVHU�LQYROYHPHQW�LQ�ORFDO�FRPPXQLW\�
SODQQLQJ�IRU�VHUYLFHV�KDV�EHHQ�DW�WKH�IRUHIURQW�RI�
JRYHUQPHQW�SROLF\�FRQFHUQ�DFURVV�QXPHURXV�
FRXQWULHV�IRU�WKUHH�GHFDGHV��+RZHYHU��LW�LV�DQ����
LOOXVLRQ�WKDW�HTXDO�SODQQLQJ�SDUWQHUVKLSV�H[LVW�
EHWZHHQ�ORFDO�VHUYLFH�XVHUV�DQG�SURYLGHUV��:H�
GHVFULEH�D�FRPPXQLW\�SUDFWLFH�IUDPHZRUN�IRU�
LQFUHDVLQJ�DXWKHQWLF�VHUYLFH�XVHU�YRLFH�DQG������
SDUWLFLSDWLRQ�LQ�ORFDO�FRPPXQLW\�SODQQLQJ��:H�
FRQWHQG�WKDW�VRFLDO�ZRUN�FDQ�KDYH�D�GHFLGHG���
OHDGHUVKLS�UROH�WR�SOD\�LQ�WKHVH�RIW�PDQGDWHG�ORFDO�
SODQQLQJ�SURFHVVHV� 
 

,QWURGXFWLRQ 
 
�����6HUYLFH�XVHU�LQYROYHPHQW�LQ�ORFDO�FRPPXQLW\�
SODQQLQJ�KDV�EHHQ�DW�WKH�IRUHIURQW�RI�JRYHUQPHQW�
SROLF\�GHFLVLRQV�IRU�WKH�SDVW�IHZ�GHFDGHV��LQ�D�
KRVW�RI�FRXQWULHV�DFURVV�WKH�JOREH��:KLOH���������
JRYHUQPHQW�SROLFLHV�PD\�PDQGDWH��DQG�RU�����
KLJKOLJKW�VHUYLFH�XVHU�SDUWLFLSDWLRQ��WKH�ORIW\����
FRQWHQWLRQ�WKDW�VHUYLFH�XVHUV�DQG�SURYLGHUV�KDYH�
MRLQHG�WRJHWKHU�LQ�PXWXDOO\�UHZDUGLQJ�������������
SDUWQHUVKLSV�IRU�FRPPXQLW\�SODQQLQJ�LV�D�
ORQJVWDQGLQJ�P\WK��:KHQ�ORFDO�VHUYLFH�XVHU�YRLFH�
LV�WULYLDOL]HG�E\�VHUYLFH�SURYLGHUV��SRWHQWLDOO\�QHZ�
NQRZOHGJH�EDVHG�RQ�OLYHG�SHUVRQDO�H[SHULHQFHV�LV�
PLQLPL]HG�DQG�LQWHUSUHWHG�DV�QRW�EHLQJ�LPSRUWDQW�
WR�VXFK�SODQQLQJ�SURFHVVHV��:H�SURSRVH�D�������
VWHSZLVH�FRPPXQLW\�VRFLDO�ZRUN�SUDFWLFH�����
IUDPHZRUN�IRU�LQFUHDVLQJ�VHUYLFH�XVHU�YRLFH�DQG�
SDUWLFLSDWLRQ��,W�GHVFULEHV��D��YDOXLQJ�WKH�YRLFHV�RI�
VHUYLFH�XVHUV��E��PDQGDWLQJ�VHUYLFH�XVHU����������
SDUWLFLSDWLRQ��F��EXLOGLQJ�PRUH�HIIHFWLYH�VWUXFWXUHV�
IRU�VHUYLFH�XVHU�SDUWLFLSDWLRQ��G��OHJLWLPL]LQJ���
VHUYLFH�XVHU�YRLFH��DQG�H��OLVWHQLQJ�DFWLYHO\�LQ�
RUGHU�WR�HPSRZHU�VHUYLFH�XVHU�YRLFH�ZLWKLQ�WKLV�
RYHUDOO�SURFHVV��2XU�PDLQ�DVVXPSWLRQ�LV�WKDW����
VHUYLFH�XVHU�SDUWLFLSDWLRQ�LQ�FRPPXQLW\�SODQQLQJ�
FDQ�EHFRPH�D�PRUH�PXWXDOO\�EHQHILFLDO�UHDOLW\�
RQO\�ZKHQ�VHUYLFH�XVHUV�DQG�SURYLGHUV�FDQ�������
DXWKHQWLFDOO\�HQWHU�PRUH�RSHQ�DQG�SRVLWLYH������
GLDORJXH�H[FKDQJHV��WKDW�PD\�HYROYH�WR�D�PRUH�

HTXLWDEOH�VKDULQJ�RI�WKH�VR-FDOOHG�H[SHUW�UROH�� 
7KH�&XUUHQW�6WDWH�RI�6HUYLFH�8VHU�LQ�&RPPXQLW\�
3ODQQLQJ�IRU�6HUYLFHV 
 
�����'HVSLWH�LQFUHDVHG�VRFLDO�SROLFLHV�DQG����������
OHJLVODWLRQ�LQ�$XVWUDOLD��&DQDGD��1HZ�=HDODQG��
6ZHGHQ��WKH�8QLWHG�.LQJGRP�DQG�WKH�8QLWHG�
6WDWHV�WKDW�HQFRXUDJH�ORFDO�VHUYLFH�XVHU�H[SHUWLVH��
WKH�DPSOLILFDWLRQ�RI�VHUYLFH�XVHU�YRLFH�DQG�UHVSHFW�
IRU�DXWKHQWLF�VHUYLFH�XVHU�SDUWLFLSDWLRQ�LQ�ORFDO�
FRPPXQLW\�SODQQLQJ�LV�UHSOHWH�ZLWK�PDQ\������
FKDOOHQJHV��&DUU���������7KHVH�VR-FDOOHG�WRS�
GRZQ�GLUHFWLYHV�RIWHQ�UHVXOW�LQ�WRNHQLVP��ZLWK�
VXEVHTXHQW�WULYLDOL]DWLRQ�RU�D�VR-FDOOHG�QRQ-YRLFH�
�%HH�HW�DO���������'DYLHV�HW�DO���������'RZGLQJ�	�
-RKQ��������� 
�����7KH�SURIHVVLRQ�RI�VRFLDO�ZRUN�SURPRWHV�VRFLDO�
MXVWLFH�DQG�VHHNV�WR�UHGXFH�PDUJLQDOL]DWLRQ�DQG�
RSSUHVVLRQ�DQG�LV�LGHDOO\�VXLWHG�WR�SURPRWH�DQG�
GLUHFW�WKH�LQFOXVLRQ�RI�VHUYLFH�XVHU�YRLFH�LQ�ORFDO�
FRPPXQLW\�SODQQLQJ��6RFLDO�ZRUN�NQRZOHGJH�DQG�
VNLOOV�PD\�EH�XWLOL]HG�WR�SULYLOHJH�WKH�YRLFH�RI�
VHUYLFH�XVHUV��WKXV�HPSRZHULQJ�WKHP�WR�VKDUH�
WKHLU�OLYHG�H[SHULHQFHV�DQG�WR�DXWKHQWLFDOO\�����
SDUWLFLSDWH�LQ�GHFLVLRQ-PDNLQJ�DERXW�ORFDO�������
VHUYLFHV�WKDW�XOWLPDWHO\�DIIHFW�WKHLU�FRPPXQLW\�
DQG�TXDOLW\�RI�OLIH��*ROLJKWOH\�	�+ROORZD\��
�������� 
�����:H�QHHG�WR�GHWHUPLQH�ZKHWKHU�RXU�FRPPXQLW\�
VHUYLFH�XVHUV�DUH�VRFLDOO\�GHHPHG�DV�³RXWVLGHUV´�
LQ�ORFDO�FRPPXQLW\�SODQQLQJ�HIIRUWV��,QGHHG����
GHVSLWH�SROLF\�DJHQGDV�PDQGDWLQJ�ORFDO�VHUYLFH�
XVHU�SDUWLFLSDWLRQ��WKH�WUXWK�LV�WKDW�WKHUH�DUH�IHZ�
LQVWDQFHV�ZKHUH�VHUYLFH�XVHUV�KDYH�DQ\������������
GHFLVLRQ-�PDNLQJ�SRZHU�LQ�ORFDO�SODQQLQJ�������
SURFHVVHV��7KH�UKHWRULF�RI�VHUYLFH�XVHU�LPSRUWDQFH�
RIWHQ�FORDNV�XQGHUO\LQJ�FRPPXQLW\�SRZHU������
G\QDPLFV�ZKHUH�VHUYLFH�SURYLGHUV�RQO\�RIIHU����
WRNHQ�YRLFH��7KLV�SUHVHQWV�DV�DQ�RSSRUWXQLW\�IRU�
VRFLDO�ZRUNHUV�WR�SURYLGH�OHDGHUVKLS�E\�FUHDWLQJ�
XQLTXH�ZD\V�WR�LQFRUSRUDWH�PRUH�VHUYLFH�XVHU�
YRLFH�LQ�WKHLU�FRPPXQLWLHV��,Q�WXUQ��LW�EHFRPHV�
QHFHVVDU\�IRU�VRFLDO�ZRUNHUV�WR�UHFRJQL]H�WKDW�
VHUYLFH�XVHU�YRLFH�FDQ�RQO\�EH�OHJLWLPL]HG�DQG�
UHVSHFWHG�E\�D�MRLQW�FKRUXV�RI�VHUYLFH�XVHU�DQG�



 

 

SURYLGHU�YRLFHV��� 
�����,Q�WKLV�FRQWH[W��LW�LV�QRW�RQO\�VRFLDO�ZRUNHUV�EXW�
RWKHU�FRPPXQLW\�SURIHVVLRQDOV�ZKR�PXVW�LQFOXGH�
VHUYLFH�XVHUV�DV�DXWKHQWLF�SDUWQHUV�LQ�VRFLDO����
SODQQLQJ��$V�VXFK��ZKHQ�FRPPXQLW\���������������
SURIHVVLRQDOV�DUH�UHTXLUHG�WR�LQFOXGH�VHUYLFH�XVHUV�
DV�DXWKHQWLF�SDUWQHUV�LQ�SODQQLQJ�SURFHVVHV��WKH�
FRQIOLFWLQJ�SULRULWLHV�RI�VHUYLFH�XVHUV�DQG���������
SURYLGHUV�UHTXLUH�H[SOLFLW�UXOHV�RI�HQJDJHPHQW�DQG�
PRUH�UROH�FODULW\��-LQNV�HW�DO���������6DYD\D�HW�DO���
�������7KLV�WUDQVIRUPDWLRQ�LQ�WKH�VHUYLFH�SURYLGHU�
UROH�UHTXLUHV�ERWK�SURDFWLYH�XQOHDUQLQJ�DQG����
DEDQGRQLQJ�WUDGLWLRQDO�SDWHUQDOLVWLF�DSSURDFKHV�
DQG�VXEVWLWXWLQJ�WKHP�ZLWK�PRUH�GHPRFUDWLF���
DXWKHQWLF��LQFOXVLYH�DQG�WUDQVSDUHQW�SDUWLFLSDWRU\�
UHODWLRQVKLSV��7KXV��E\�LQLWLDWLQJ�D�FRPPXQLW\�
SUDFWLFH�DSSURDFK�ZLWK�VHUYLFH�SURYLGHUV��VRFLDO�
ZRUNHUV�FDQ�HQFRXUDJH�VHUYLFH�SURYLGHUV�WR�����
SRVLWLYHO\�FKDQJH�DQG�UH-IUDPH�WKHLU�SHUFHSWLRQV�
DERXW�ORFDO�VHUYLFH�XVHU�NQRZOHGJH�DQG�H[SHUWLVH�� 
 
,QFRUSRUDWLQJ�$XWKHQWLF�6HUYLFH�8VHU�9RLFH�LQ�
&RPPXQLW\�3ODQQLQJ��$�)LYH-6WHS�$SSURDFK 

 
�����7KLV�FRPPXQLW\�VRFLDO�ZRUN�SUDFWLFH�DSSURDFK�
ZDV�GHYHORSHG�E\�H[WUDFWLQJ�VHOHFWHG�WRSLFDO�GDWD�
UHJDUGLQJ�VHUYLFH�XVHU�SDUWLFLSDWLRQ�IURP�IRXU�
UHVHDUFK�VWXGLHV�RQ�ORFDO�FROODERUDWLYH�QHWZRUNV�
FRQGXFWHG�LQ�&DQDGD��WKH�8QLWHG�6WDWHV��DQG���
6FRWODQG��'XQORS���������������������������
7KHVH�GDWD�VKRZHG�WKDW�ERWK�PDQGDWRU\�VHUYLFH�
XVHU�SDUWLFLSDWLRQ�DQG�MRLQW�DQG�SDUDOOHO�SODQQLQJ�
SURFHVVHV�IRU�VHUYLFH�XVHUV�DQG�SURYLGHUV�ZHUH�
GLVWLQJXLVKLQJ�HOHPHQWV��WKDW�VXSSRUWHG�LQFUHDVHG�
VHUYLFH�XVHU�YRLFH�DQG�DXWKHQWLF�LQYROYHPHQW�LQ�
ORFDO�SODQQLQJ��7KHVH�VWXGLHV�OHG�WR�WKH������������
GHYHORSPHQW�RI�D�FRPPXQLW\�GHYHORSPHQW������
SODQQLQJ�IUDPHZRUN�WKDW�RULJLQDOO\�RXWOLQHG�HLJKW�
VWHSV�IRU�DXWKHQWLF�VHUYLFH�XVHU�SDUWLFLSDWLRQ�LQ�
ORFDO�FRPPXQLW\�SODQQLQJ��'XQORS�	�+RORVNR��
��������� 
�����6XEVHTXHQWO\��ZH�H[WUDFWHG�WKH�HOHPHQWV�RI�
VHUYLFH�XVHU�YRLFH�IURP�WKHVH�HLJKW-VWHSV�WR�����
H[SOLFDWH�WKH�LPSRUWDQFH�RI�DPSOLI\LQJ�VHUYLFH�
XVHU�YRLFH�WR�HTXDOL]H�SRZHU�G\QDPLFV�LQ�VHUYLFH�
XVHU�SURYLGHU�SODQQLQJ�JURXSV��:H�UHFRJQL]H�WKH�
SDJH�OLPLWDWLRQV�>RI�WKHVH�QRWHV@�IURP�WKH�ILHOG�
SDSHU�DQG�RIIHU�D�VKRUWHU�ILYH-VWHS�SODQQLQJ�����
SURFHVV�GHVFULEHG�KHUHLQ��:H�FRQWHQG�WKDW�WKLV�
KROGV�HGXFDWLRQDO�YDOXH�IRU�VRFLDO�ZRUNHUV�DQG�
RWKHU�SURIHVVLRQV�GHYRWHG�WR�LQFUHDVLQJ�VHUYLFH�
XVHU�YRLFH�DQG�GHFLVLRQ-PDNLQJ�LQ�ORFDO���������

FRPPXQLWLHV���6HH�)LJXUH���SJ����� 
 
6WHS����9DOXLQJ�RI�&RQVXPHU�9RLFH 
�����,Q�WHUPV�RI�PD[LPL]LQJ�VHUYLFH�XVHU�YRLFH�DQG�
FUHDWLQJ�PRUH�OHYHO�SOD\LQJ�ILHOGV��>VHH��)LJXUH����
SJ���@��LW�LV�LQLWLDOO\�LPSRUWDQW�WR�EH�PLQGIXO�WKDW�
PDQ\�VHUYLFH�XVHUV�DUH�HQWHULQJ�UHODWLYHO\�������
XQIDPLOLDU�WHUULWRU\�ZKHQ�WKH\�DUH�VHOHFWHG�WR��
HQJDJH�ZLWK�VHUYLFH�SURYLGHUV�LQ�ORFDO�FRPPXQLW\�
SODQQLQJ�LQLWLDWLYHV��,Q�SDUW��WKLV�LV�EHFDXVH������
VHUYLFH�SURYLGHUV�DUH�OLNHO\�WR�EH�PRUH�IDPLOLDU�
ZLWK�WKH�RYHUDOO�KLVWRU\�DQG�WHUUDLQ�RI�WKH�ORFDO�
SODQQLQJ�GRPDLQ��)RU�LQVWDQFH��WKH\�RIWHQ�EHWWHU�
XQGHUVWDQG�WKH�ODQJXDJH��GHPRJUDSKLF�WUHQGV��
FXOWXUH��SODQQLQJ�SURFHVVHV��VWDNHKROGHU����������
UHODWLRQVKLSV��DQG�WKH�LQIOXHQFH�RI�ORFDO�SROLWLFV�
RQ�FRPPXQLW\�GHFLVLRQ-PDNLQJ��&RQVHTXHQWO\��
VHUYLFH�XVHUV�DSSHDU�WR�EH�VWLOO�DW�WKH�VWDUWLQJ�OLQH�
ZLWK�QR�FOHDU�SDWKZD\�IRU�WKHLU�SDUWLFLSDWLRQ�GXH�
ERWK�WR�WKHLU�SHUFHLYHG�RXWVLGHU�VWDWXV�DQG�WKH�
OLNHO\�WHFKQLFDO�LQIRUPDWLRQDO�W\SHV�RI������������
FRPPXQLFDWLRQ�RIWHQ�XVHG�E\�ORFDO�VHUYLFH�����
SURYLGHUV��6DYD\D�HW�DO��������� 
 
6WHS����0DQGDWHG�3DUWLFLSDWLRQ 
������:KHQ�JRYHUQPHQW�PDQGDWHV�VXSSRUW�WKH����
LQFOXVLRQ�RI�VHUYLFH�XVHUV�LQ�ORFDO�SODQQLQJ�DQG�
SURYLGH�GHGLFDWHG�IXQGLQJ�IRU�UHFUXLWLQJ�DQG�
PDLQWDLQLQJ�VHUYLFH�XVHU�SDUWLFLSDWLRQ��PRUH����
SRVLWLYH�DQG�VXFFHVVIXO�UHODWLRQVKLSV�PD\�EH���
GHYHORSHG��%UDQG�HW�DO�����������7KXV��LW�LV������
LPSRUWDQW�WKDW�VRFLDO�ZRUNHUV�DUH�HGXFDWHG������
VSHFLILFDOO\�LQ�FRPPXQLW\�SUDFWLFH�DSSURDFKHV�
WKDW�IDFLOLWDWH�ZRUNLQJ�PRUH�HIIHFWLYHO\�ZLWK���
VHUYLFH�XVHUV�E\�GHYHORSLQJ�ZD\V�RI�SURPRWLQJ�
PRUH�GHPRFUDWLF�SDUWLFLSDWLRQ�LQ�VHUYLFH�XVHU�
SURYLGHU�SODQQLQJ�JURXSV��:KHUH�QR�PDQGDWH�
H[LVWV�IRU�VHUYLFH�XVHU�SDUWLFLSDWLRQ��LW�RIWHQ������
DSSHDUV�WKDW�WKHUH�LV�D�FRQVFLRXV�DYRLGDQFH�����
EHKDYLRU�XVHG�E\�VHUYLFH�SURYLGHUV�RI�WKH�QHHG�IRU�
VHUYLFH�XVHU�SDUWLFLSDWLRQ��DQG�ORFDO�SODQQLQJ�
HYROYHV�ZLWKRXW�WKH�H[SHULHQWLDO�NQRZOHGJH�RI�
VHUYLFH�XVHUV� 
�����,W�DOVR�PXVW�EH�DFNQRZOHGJHG�HDUO\�RQ�WKDW�
VHUYLFH�XVHU�SDUWLFLSDWLRQ�DV�D�SROLF\�LQLWLDWLYH�KDV�
KDG�D�EXPS\�LPSOHPHQWDWLRQ�KLVWRU\�GHVSLWH�LWV�
EHLQJ�PDQGDWHG��&RPPXQLW\�SUDFWLFH�DSSURDFKHV�
FDQ�RSHUDWLRQDOL]H�VHUYLFH�XVHU�SDUWLFLSDWLRQ�LQ�
ORFDO�FRPPXQLWLHV�E\�ZRUNLQJ�WR�RYHUFRPH�WKH�
DWWLWXGLQDO�EDUULHUV�RI�VHUYLFH�SURYLGHUV��$W�WKH�
VDPH�WLPH��FRPPXQLW\�VRFLDO�ZRUN�SUDFWLWLRQHUV�
FDQ�WUDQVIRUP�VHUYLFH�XVHU�LQYROYHPHQW�E\�

3URIHVVLRQDO�'HYHORSPHQW��7KH�,QWHUQDWLRQDO�-RXUQDO�RI�&RQWLQXLQJ�6RFLDO�:RUN�(GXFDWLRQ 

�� 



 

 
�� �� 

3URIHVVLRQDO�'HYHORSPHQW��7KH�,QWHUQDWLRQDO�-RXUQDO�RI�&RQWLQXLQJ�6RFLDO�:RUN�(GXFDWLRQ 

�� 

FDQ�PDNH�WR�ORFDO�RUJDQL]DWLRQV�DQG�WKH����������
FRPPXQLW\� 
 
6WHS����,QYROYHPHQW 
�����&RPPXQLW\�SUDFWLWLRQHUV�LQYROYHG�LQ����������
GHYHORSLQJ�VHUYLFH�XVHU�YRLFH�DQG�SDUWLFLSDWLRQ�
QHHG�WR�PRUH�SURDFWLYHO\�HQFRXUDJH�VHUYLFH�XVHUV�
WR�WKLQN�DERXW�EHFRPLQJ�PRUH�PHDQLQJIXOO\����
LQYROYHG�LQ�WKH�RYHUDOO�SODQQLQJ�SURFHVV��%\�
EULQJLQJ�LQ�VHUYLFH�XVHU�SDUWLFLSDQWV�ZKR��������
WKHPVHOYHV�KDYH�UHFHLYHG�VHUYLFHV�LQ�WKH��������
FRPPXQLW\��WKH�VHUYLFH�XVHU�SURYLGHU�SODQQLQJ�
JURXSV�FDQ�DFTXLUH�QHZ�ILUVW-KDQG�NQRZOHGJH�
DERXW�ZKDW�ZRUNHG�DQG�ZKDW�GLGQ¶W��JLYHQ�WKH�
OLYHG�H[SHULHQFHV�DQG�YRLFH�RI�VHUYLFH�XVHU����
SODQQLQJ�PHPEHUV��6FKRO]�HW�DO��������� 
�����5HIOHFWLQJ�RQ�WKH�SUHYLRXVO\�QRWHG�XVH�RI�
VWUXFWXUHV��FRPPXQLW\�SUDFWLFH�DSSURDFKHV�QHHG�
WR�IROG�VHUYLFH�XVHUV�LQWR�D�OHDUQLQJ�RULHQWDWLRQ�
VWUHDP�ULJKW�IURP�WKH�EHJLQQLQJ�RI�WKHLU����������
H[SHULHQFHV�ZLWK�D�VSHFLILF�ORFDO�SURJUDP��������
$OWKRXJK�VHUYLFH�XVHUV�PD\�QHHG�PRUH�VSHFLILF�
DQG�FRQFUHWH�SURJUDPPDWLF�GLUHFWLRQV�DW�WKHLU�
LQLWLDO�HQWU\��FRPPXQLW\�VRFLDO�ZRUN�SUDFWLWLRQHUV�
PXVW�HQFRXUDJH�DQG�VXSSRUW�VHUYLFH�XVHUV�DV����
DGYRFDWHV�IRU�VHUYLFH�SODQQLQJ�LQ�WKHLU�ORFDO����
FRPPXQLWLHV�� 
�����:H�KDYH�IRXQG�WKDW�WKLV�EUDLGLQJ�WRJHWKHU�RI�
ORFDO�SURJUDPV�DQG�SODQQLQJ�E\�VHUYLFH�XVHUV�LV�D�
XQLTXH�DQG�LPSRUWDQW�FRQWULEXWLRQ�WR�LQFUHDVLQJ�
VHUYLFH�XVHU�YRLFH�DQG�SDUWLFLSDWLRQ���%HLQJ�PRUH�
YDOXHG�DV�KDYLQJ�H[SHUWLVH�DERXW�SHUFHLYHG�IDPLO\�
DQG�FRPPXQLW\�LVVXHV��VHUYLFH�XVHUV�FDQ�EH�����
HQFRXUDJHG�DQG�VXSSRUWHG�WKURXJKRXW�WKH�RYHUDOO�
SURFHVV�WR�EH�PRUH�SURDFWLYH�DQG�IRUZDUG������
WKLQNLQJ�DQG�MRLQ�VHUYLFH�SURYLGHUV�WR�HIIHFWLYHO\�
DGYRFDWH�IRU�FKDQJH�LQ�WKHLU�ORFDO�FRPPXQLWLHV��
5HFHQW�UHVHDUFK�LQ�WKH�8�.��KDV�VKRZQ�WKDW�VRFLDO�
ZRUN�VWXGHQWV�ZKR�ZHUH�LQYROYHG�ZLWK�VHUYLFH�
XVHUV�GXULQJ�WKHLU�SURIHVVLRQDO�HGXFDWLRQ�DQG�
WUDLQLQJ��ZHUH�PXFK�PRUH�FRPIRUWDEOH�ZLWK����
VHUYLFH�XVHUV�DIWHU�WKH\�KDG�EHHQ�H[SRVHG�WR�
ZRUNLQJ�WRJHWKHU�RQ�VSHFLILF�WDVNV��7DQQHU�HW�DO���
�������7KLV�GLUHFW�LQYROYHPHQW�RI�VHUYLFH�XVHUV�LQ�
VRFLDO�ZRUN�HGXFDWLRQ�FDQQRW�EH�XQGHUVWDWHG�DV�LW�
SURYLGHV�WKH�UDWLRQDOH�IRU�XQGHUVWDQGLQJ�ZK\�
FRPPXQLW\�SUDFWLFH�DSSURDFKHV�DUH�LPSRUWDQW�LQ�
WKLV�IUDPHZRUN�IRU�LQFRUSRUDWLQJ�VHUYLFH�XVHU�
YRLFH��0RUH�SRLQWHGO\��VHUYLFH�XVHU�LQYROYHPHQW�
LQ�VRFLDO�ZRUN�HGXFDWLRQ�KDV�EHHQ�SDUW�RI�VRFLDO�
ZRUN�HGXFDWLRQ�LQ�WKH�8�.��IRU�DSSUR[LPDWHO\�
ILIWHHQ�\HDUV��DQG�KDV�OHG�OHDGLQJ�DFDGHPLFV�WR�

SURYLGLQJ�PRUH�RSSRUWXQLWLHV�WR�OHDUQ�DERXW���
GHPRFUDWLF�GHFLVLRQ-PDNLQJ�DQG�WKH�LPSRUWDQFH�
RI�VHUYLFH�XVHUV�LQ�ORFDO�SODQQLQJ��&DUU���������
7KLV�UHTXLUHV�ZRUNLQJ�PRUH�HIIHFWLYHO\�ZLWK�DOO�
FRPPXQLW\�PHPEHUV��LQ�HIIHFW��WUHDWLQJ�WKH����
FRPPXQLW\�DV�D�UHSUHVHQWDWLRQ�RI�VHUYLFH���������
SURYLGHUV�DQG�VHUYLFH�XVHUV�ZKR�DUH�FROOHFWLYHO\�
ZRUNLQJ�WRJHWKHU�WR�SURPRWH�DGYRFDF\�DQG�VRFLDO�
MXVWLFH��.YDUQVWURP�HW�DO��������� 
 
6WHS����%XLOG�0HFKDQLVPV 
�����3ROLF\�LQLWLDWLYHV�IRU�PRUH�HIIHFWLYH�VHUYLFH�
XVHU�SDUWLFLSDWLRQ�VKRXOG�LGHDOO\�LQFOXGH�ERWK�WKH�
PDQGDWRU\�LQYROYHPHQW�RI�VHUYLFH�XVHUV�DQG�WKH�
LQSXW�RI�ORFDO�FRPPXQLW\�RUJDQL]DWLRQV��7KXV��
GLYHUVH�OHYHOV�RI�NQRZOHGJH��H[SHULHQFH�DQG����
FRQILGHQFH�FDQ�EH�H[SORUHG��KDUYHVWHG�DQG�YDOXHG��
,Q�DGGLWLRQ��GHGLFDWHG�IXQGV�WR�FRYHU�WKH�FRVWV�RI�
UHFUXLWLQJ�DQG�PDLQWDLQLQJ�VHUYLFH�XVHU������������
SDUWLFLSDWLRQ�FDQ�SURYLGH�VWURQJ�ORXG�LQFHQWLYHV�WR�
WKLV�HQG��%UDQG�HW�DO����������)RU�LQVWDQFH��E\�
SURYLGLQJ�WUDQVSRUWDWLRQ��GD\FDUH��PHDOV��DQG�
VWUXFWXULQJ�PHHWLQJV�WKDW�PHHW�VHUYLFH�XVHU�QHHGV�
LQ�DYDLODEOH�WLPH�VORWV��ORFDO�VHUYLFH�XVHU�YRLFH�
DQG�SDUWLFLSDWLRQ�EHFRPHV�VLJQLILFDQWO\�HQKDQFHG�� 
�����$GGLWLRQDOO\��WKH�XVH�RI�VSHFLILF�������������������
VXE-FRPPLWWHHV�DQG�WDVN�JURXSV�WR�IDFLOLWDWH�WKH�
XQWDSSHG�NQRZOHGJH�DQG�FRQILGHQFH�RI�VHUYLFH�
XVHUV��VKRXOG�EHFRPH�DQ�LQWHJUDO�SDUW�RI�DQ\�VXFK�
LQLWLDWLYH��7KHVH�RUJDQL]DWLRQDO�VWUXFWXUHV�DUH���
HVWDEOLVKHG�WR�KLJKOLJKW�WKH�NQRZOHGJH�DQG�����
H[SHULHQFHV�RI�VHUYLFH�XVHUV�DQG�KHOS�WKHP������
SXUSRVHO\�WR�EHFRPH�PRUH�YRFDO�DQG�LQFOXVLYHO\�
LQYROYHG��&RPPXQLW\�SUDFWLFH�DSSURDFKHV�DUH�
LGHDOO\�VLWXDWHG�WR�SURYLGH�D�SDUDOOHO�SODQQLQJ���
SURFHVV�VWUDWHJ\�ZLWK�VHUYLFH�XVHUV�JRLQJ�WKURXJK�
D�GHOLQHDWHG�SODQQLQJ�SURFHVV�>VHH�)LJXUH��@����
LQFOXGLQJ�PDNLQJ�GHFLVLRQV�IRU�WKHLU�VXE-JURXSV��
&RPPXQLW\�SUDFWLFH�FDQ�XOWLPDWHO\�DGYDQFH���
VHUYLFH�XVHU�YRLFH�DQG�SDUWLFLSDWLRQ�E\�DOORZLQJ�
VHUYLFH�XVHUV�WR�SUDFWLFH�ORFDO�FRPPXQLW\��������
SODQQLQJ�ZLWKLQ�PRUH�VDIH�DQG�VHFXUH��������������
HQYLURQPHQWV�WR�HQKDQFH�QRW�RQO\�WKHLU�YRLFH�DQG�
SODQQLQJ�VNLOOV��EXW�WR�FRQIURQW�EDUULHUV�DQG�����
FKDOOHQJHV�DV�WKH\�DULVH�LQ�WKH�SODQQLQJ�SURFHVV�
DUHQD���&RPPXQLW\�SUDFWLFH�DSSURDFKHV�ZKLFK�
LQFOXGH�JHQXLQH�FRPPXQLW\�HQJDJHPHQW�������
VWDNHKROGHU�DQDO\VLV��JURXS�IDFLOLWDWLRQ�VNLOOV��
FRPPXQLW\�DVVHVVPHQW��JDS�DQDO\VLV��SULRULW\�
VHWWLQJ�DQG�LQWHUYHQWLRQ�UHYLHZ��DGG�PXFK�QHHGHG�
WUDLQLQJ�VXSSRUWV�IRU�VHUYLFH�XVHU�SDUWLFLSDWLRQ�
DQG�HQKDQFH�WKH�FRQWULEXWLRQV�WKDW�VHUYLFH�XVHUV�



 

 

,QFRUSRUDWLQJ�$XWKHQWLF�6HUYLFH�8VHU�9RLFH�LQ�&RPPXQLW\�3ODQQLQJ 

�� 

SURSRVH�WKDW�³VRFLDO�ZRUN�HGXFDWLRQ�LV�ULFKHU�DQG�
PRUH�UHOHYDQW�ZKHQ�LW�LQFOXGHV�DQG�OHDUQV�IURP�
WKH�H[SHULHQFH�RI�WKRVH�ZKR�DUH�RQ�WKH�UHFHLYLQJ�
HQG�RI�VRFLDO�ZRUN�SUDFWLFH´��'XII\�HW�DO���������
S������� 
 
6WHS����$FWLYH�/LVWHQLQJ 
�����)LQDOO\��WKLV�SUDFWLFH�IUDPHZRUN�LQFUHPHQWDOO\�
VKRZV�KRZ�VHUYLFH�XVHUV�FDQ�EH�EURXJKW�LQWR�ORFDO�
SODQQLQJ�JURXSV�DV�PRUH�DXWKHQWLF�DQG�OHJLWLPDWH�
DQG�UHVSHFWHG�FRPPXQLW\�SDUWQHUV��)XUWKHU��XVLQJ�
DGGLWLRQDO�RUJDQL]DWLRQDO�VWUXFWXUHV������������������
RUJDQL]DWLRQDO�OHDUQLQJ�PRGHOV��RQJRLQJ�IHHGEDFN�
DQG��HPSRZHULQJ�DQG�VXSSRUWLYH�VWUDWHJLHV�����
VHUYLFH�XVHUV�FDQ�DPSOLI\�WKHLU�YRLFHV�DQG�WUXO\�
UHSUHVHQW�WKH�YLHZV�DQG�RSLQLRQV�RI�WKHLU�IDPLOLHV��
IULHQGV�DQG�ORFDO�FRPPXQLW\�FLWL]HQV���7KHUH�LV�
VRPH�LVVXH�ZLWK�ERQD�ILGH�FRPPXQLW\�������������
UHSUHVHQWDWLRQ�LQ�VHUYLFH�XVHU�SURYLGHU�SODQQLQJ�
JURXSV��ZKHUH�DFFRXQWDELOLW\�WR�VHUYLFH�XVHUV�ZDV�
QRW�IDFWRUHG�LQWR�WKH�SODQQLQJ�SURFHVV��,Q�WKLV��
UHJDUG��VHUYLFH�SURYLGHUV�VKRXOG�UHFRJQL]H�WKH�
YRLFH�DQG�FRQFHUQV�RI�VHUYLFH�XVHUV�DQG�HQVXUH�
WKDW�WKHLU�UHSUHVHQWDWLRQ�LV�LQFOXGHG�LQ�DOO�SROLF\�
DQG�SUDFWLFH�GHFLVLRQV��6FKRO]�HW�DO��������� 
�����,Q�ZKDW�ZDV�UHIHUUHG�WR�DV�JLYLQJ�WHHWK�WR�RQH¶V�
YRLFH�>VHH�6WHS���LQ�)LJXUH��@��VHUYLFH�XVHUV�QHHG�
WR�KDYH�PRUH�RSSRUWXQLWLHV�WR�GHPRQVWUDWH�WKDW�
QRW�RQO\�FDQ�WKH\�PHDQLQJIXOO\�SDUWLFLSDWH�LQ��
GHFLVLRQ-PDNLQJ��EXW�WKH\�DUH�LGHDOO\�SRVLWLRQHG�
DV�D�FRKRUW�WR�OHDG�DQG�FDUU\�RXW�ORFDO�SROLF\���
DGYRFDF\��ZKHQ�WKH�RSSRUWXQLW\�DULVHV��0DQ\�
VHUYLFH�XVHUV�DUH�FXUUHQWO\�HYROYLQJ�IURP�VWURQJHU�
SRVLWLRQV�DV�ORFDO�DGYRFDWHV�ZKR�FDQ�QHJRWLDWH�
OHJLVODWLYH�FRPPLWWHHV�DQG�UHSUHVHQWDWLYHV��DQG�
FRQVHTXHQWO\�LQIOXHQFH�HIIHFWLYH�ORFDO��UHJLRQDO�
DQG�QDWLRQDO�SROLF\�FKDQJH��%UDQG�HW�DO���������
-LQNV�HW�DO���������� 
 

&RQFOXGLQJ�5HPDUNV 
 
�����+LVWRULFDOO\��VHUYLFH�SURYLGHUV�KDYH�XVHG�WKH�
H[FXVH�WKDW�VHUYLFH�XVHUV�DUH�QRW�LQWHUHVWHG�LQ��
SDUWLFLSDWLQJ�LQ�SODQQLQJ�IRU�VHUYLFHV��DQG�RU�GR�
QRW�IXOO\�XQGHUVWDQG�WKH�FRPPXQLW\�SODQQLQJ��
SURFHVV��7KLV�SDSHU�FRQWHQGV��WKDW�ZLWK�PRUH�
WUDQVSDUHQF\�DQG�DXWKHQWLFLW\��SURDFWLYH����������
OHDGHUVKLS��UHVSHFW��DQG�D�SKLORVRSK\�RI�DXWKHQWLF�
SDUWQHUVKLS��VHUYLFH�XVHU�YRLFH�ZLOO�EH�DPSOLILHG�
DQG�WKH\�FDQ�DQG�ZLOO�SDUWLFLSDWH�LQ�D�PRUH����
PHDQLQJIXO��GHPRFUDWLF�SODQQLQJ�SURFHVVHV�XVLQJ�
WKH�FRPPXQLW\�SUDFWLFH�DSSURDFKHV�GHVFULEHG�

KHUHLQ� 
�����,QGHHG��D�FRPELQDWLRQ�RI�IDFWRUV�FRQWULEXWHV�WR�
WKH�RYHUDOO�HIIHFWLYHQHVV�RI�LQFUHDVLQJ�VHUYLFH�XVHU�
YRLFH�DQG�SDUWLFLSDWLRQ��7KH�VLJQLILFDQFH�RI�PDFUR�
SUDFWLFH�FRPSHWHQFLHV�VXFK�DV�FRPPXQLW\�VRFLDO�
ZRUN�SUDFWLFH�DSSURDFKHV�WR�EXLOGLQJ�VHUYLFH�XVHU�
YRLFH�DQG�SDUWLFLSDWLRQ�LQ�WKLV�SDSHU�FDQQRW�EH�
XQGHUUDWHG��:KHQ�ORFDO�FRPPXQLW\�SUDFWLWLRQHUV��
VXFK�DV�VRFLDO�ZRUNHUV��GHYRWH�PRUH�WLPH�DQG�
H[SHUWLVH�WR�EXLOGLQJ�VHUYLFH�XVHU�SDUWLFLSDWLRQ�LQ�
ORFDO�VHUYLFH�XVHU�SURYLGHU�SODQQLQJ�JURXSV��WKH\�
FDQ�WUDQVIRUP�WKH�ORFDO�ODQGVFDSH�RI�PDQ\�����
FRPPXQLW\�VHUYLFHV��$V�VXFK��WKH�SURIHVVLRQ�
QHHGV�PRUH�FRPPXQLW\�VRFLDO�ZRUN�SUDFWLWLRQHUV�
ZKR�UHFRJQL]H�WKH�LPSRUWDQFH�RI�UHODWLRQVKLS�
EXLOGLQJ�DQG�DXWKHQWLF�OLVWHQLQJ�WR�WKH�YRLFHV�RI�
VHUYLFH�XVHUV�DV�EHLQJ�FULWLFDO�WR�LPSURYLQJ�����
DXWKHQWLF�VHUYLFH�XVHU�SDUWLFLSDWLRQ�LQ�ORFDO����
FRPPXQLWLHV�DQG�HOVHZKHUH��� 
 
 
 
 
 



 

 
�� �� 

3URIHVVLRQDO�'HYHORSPHQW��7KH�,QWHUQDWLRQDO�-RXUQDO�RI�&RQWLQXLQJ�6RFLDO�:RUN�(GXFDWLRQ 

�� 

LQWHJUDWHG�PRGHO�RI�VRFLDO�MXVWLFH��������������
,QWHUQDWLRQDO�-RXUQDO�RI�6RFLDO�:HOIDUH����
��������-�����GRL��������LMVZ������ 

'RZGLQJ��.���	�-RKQ��3����������9RLFH�DQG�
FKRLFH�LQ�KHDOWK�FDUH�LQ�(QJODQG����������������
8QGHUVWDQGLQJ�FLWL]HQ�UHVSRQVHV�WR�����������
GLVVDWLVIDFWLRQ��3XEOLF�$GPLQLVWUDWLRQ���������
����-������GRL���������M�����-
���������������� 

'XII\��-���0F.HHYHU��%���0F/DXJKOLQ��+���	�
6DGG��-����������6HUYLFH�XVHU�DQG�FDUHU������
LQYROYHPHQW�LQ�VRFLDO�ZRUN�HGXFDWLRQ-ZKHUH�
DUH�ZH�QRZ"�-�SDUW����6RFLDO�:RUN�(GXFDWLRQ��
����������-�����
GRL�������������������������������� 

'XQORS��-�0��	�+RORNVR��0�-����������,QFUHDVLQJ�
VHUYLFH�XVHU�SDUWLFLSDWLRQ�LQ�ORFDO�SODQQLQJ��
$µKRZ-WR´�PDQXDO�IRU�PDFUR�SUDFWLWLRQHUV��
1HZ�<RUN��1<��2[IRUG�8QLYHUVLW\�3UHVV 

'XQORS��-�0����������&ROODERUDWLYH�SODQQLQJ��
*ODVJRZ¶V�HQVXULQJ�D�JRRG�VWDUW�LQ�OLIH����
VWUDWHJ\��>8QSXEOLVKHG�UHSRUW@��6FKRRO�RI�
6RFLDO�:RUN��.LQJV�8QLYHUVLW\�&ROOHJH�DW�

5HIHUHQFHV 
 

%HH��3���%URRNV��+���)UDVHU��&���	�/RYHOO��.��
��������3URIHVVLRQDO�SHUVSHFWLYHV�RQ�VHUYLFH�
XVHU�DQG�FDUHU�LQYROYHPHQW�LQ�PHQWDO�KHDOWK�
FDUH�SODQQLQJ� �$�TXDOLWDWLYH�VWXG\������������
,QWHUQDWLRQDO�-RXUQDO�RI�1XUVLQJ�6WXGLHV����
����������-������GRL���������MLQXUVVWX�
����������� 

&DUU��6����������3DUWLFLSDWLRQ��UHVLVWDQFH�DQG�
FKDQJH��([DPLQLQJ�LQIOXHQFHV�RQ�WKH�LPSDFW�
RI�VHUYLFH�XVHU�SDUWLFLSDWLRQ��,Q�3��%HUHVIRUG�
	�6��&DUU��(GV����6RFLDO�&DUH��6HUYLFH�8VHUV�
DQG�8VHU�,QYROYHPHQW���SS����-�����/RQGRQ��
-HVVLFD�.LQJVOH\�3XEOLVKHUV� 

%UDQG��$���:DONHU��'���+DUJUHDYHV��0���	������
5RVHQEDFK��0����������,QWHUPHGLDWH���������
RXWFRPHV��VWUDWHJLHV�DQG�FKDOOHQJHV�RI�HLJKW�
+HDOWK\�6WDUW�SURMHFWV��0DWHUQDO�&KLOG�
+HDOWK������������-�����GRL���������V�����-
���-����-� 

'DYLHV��.���*UD\��0���	�:HEE��6����������3XWWLQJ�
WKH�SDUL>W\�LQWR�VHUYLFH-XVHU�SDUWLFLSDWLRQ��$Q�



 

 

,QFRUSRUDWLQJ�$XWKHQWLF�6HUYLFH�8VHU�9RLFH�LQ�&RPPXQLW\�3ODQQLQJ 

�� 

:HVWHUQ�8QLYHUVLW\� 
'XQORS��-�0����������7KH�,OOLQRLV�+HDOWK\�6WDUW�

3URJUDP��0DQDJHULDO�SHUFHSWLRQV�RI�ORFDO�
FROODERUDWLRQ��>8QSXEOLVKHG�UHSRUW���6FKRRO�
RI�6RFLDO�:RUN��8QLYHUVLW\�RI�:LQGVRU� 

'XQORS��-�0����������0LFKLJDQ�+HDOWK\�6WDUW��
3URJUDP_��0DQDJHULDO�SHUFHSWLRQV�RI�ORFDO�
FROODERUDWLRQ��>8QSXEOLVKHG�UHSRUW@��6FKRRO�
RI�6RFLDO�:RUN��8QLYHUVLW\�RI�:LQGVRU 

'XQORS��-�0����������0DQDJHULDO�3HUFHSWLRQV�RI�
/RFDO�&ROODERUDWLRQ��7KH�+HDOWK\�%DELHV�
+HDOWK\�&KLOGUHQ�([DPSOH�LQ�2QWDULR��>3K'�
'LVVHUWDWLRQ��0HPRULDO�8QLYHUVLW\�RI�������
1HZIRXQGODQG@��0HPRULDO�8QLYHUVLW\�RI�
1HZIRXQGODQG�$UFKLYH��KWWSV���
UHVHDUFK�OLEUDU\�PXQ�FD�������'XQORS�����
-XGLWK0�SGI 

*ROLJKWOH\��0���	�+ROORZD\��0�������������������
(GLWRULDO��7KH�YRLFH�RI�WKH�VHUYLFH�XVHU�����
%ULWLVK�-RXUQDO�RI�6RFLDO�:RUN���������������
����-������GRL���������EMVZ�EF\��� 

-LQNV��'���&DUWHU��3���5KRGHV��&���%HHFK��5���
']LHG]LF��.���	�+XJKHV��5�������������������
6XVWDLQLQJ�SDWLHQW�DQG�SXEOLF�LQYROYHPHQW�LQ�
UHVHDUFK��$�FDVH�VWXG\�RI�D�UHVHDUFK�FHQWUH��
-RXUQDO�RI�&DUH�6HUYLFHV�0DQDJHPHQW��������
���-�����GRL����������������� 

���������\����������� 
.YDUQVWURP��6���+HGEHUJ��%���	�&HGHUVXQ��(��

��������7KH�GXDO�IDFHV�RI�VHUYLFH�XVHU�������
SDUWLFLSDWLRQ��,PSOLFDWLRQV�IRU�HPSRZHUPHQW�
SURFHVVHV�LQ�LQWHUSURIHVVLRQDO�SUDFWLFH������
-RXUQDO�RI�6RFLDO�:RUN������������-�����
GRL������������������������� 

6DYD\D��5���0HODPHG��6���	�$OWVFKXOHU��*��
��������3HUFHSWLRQV�RI�VHUYLFH�SURYLGHUV��
EXUQRXW��&RPSDULVRQ�RI�VHUYLFH�XVHUV�DQG�
SURYLGHUV��%ULWLVK�-RXUQDO�RI�6RFLDO�:RUN����
��������-�����GRL���������EMVZ�EF[��� 

6FKRO]��6���%RFNLQJ��-���	�+DSSHOO��%����������
5KHWRULF�RU�UHSUHVHQWDWLRQ��7KH�����������������
GLVHPSRZHUPHQW�DQG�HPSRZHUPHQW�RI������
FRQVXPHU�OHDGHUV��+HDOWK�3URPRWLRQ���������
,QWHUQDWLRQDO������������-�����GRL���������
KHDSUR�GD[��� 

7DQQHU��'���/LWWOHFKLOG��5���'XII\��-���	�+D\HV��'��
���������0DNLQJ�LW�UHDO���(YDOXDWLQJ�WKH���
LPSDFW�RI�VHUYLFH�XVHU�DQG�FDUHU�LQYROYHPHQW�
LQ�VRFLDO�ZRUN��%ULWLVK�-RXUQDO�RI�6RFLDO�
:RUN������������-�����GRL���������EMVZ�
EFY��� 

 

 
 
 
 


