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�îĊőıƐŪƬşđ 
 %HKDYLRUDO� KHDOWK� SURYLGHUV� KDYH� LQFUHDVLQJO\� DGRSWHG� DQG� LPSOHPHQWHG� WHOHEHKDYLRUDO� KHDOWK�
VHUYLFHV� WR� LPSURYH� DFFHVV� WR� EHKDYLRUDO� KHDOWK� FDUH� E\� RYHUFRPLQJ� JHRJUDSKLF�� ZRUNIRUFH� FDSDFLW\�� DQG�
RWKHU� EDUULHUV�� 7KH� FRURQDYLUXV� GLVHDVH� ����� �&29,'-���� SDQGHPLF�� ZKLFK� UHVXOWHG� LQ� D� GHFODUDWLRQ� RI�
QDWLRQDO� HPHUJHQF\� LQ� WKH� 8�6�� LQ� 0DUFK� ������ FDXVHG� D� UDSLG� WUDQVLWLRQ� WR� YLUWXDO� KHDOWKFDUH� VHUYLFHV��
LQFOXGLQJ�WHOHEHKDYLRUDO�KHDOWK��7R�EHWWHU�XQGHUVWDQG�EHKDYLRUDO�KHDOWK�ZRUNIRUFH�GHYHORSPHQW�RSSRUWXQLWLHV�
IRU� WHOHEHKDYLRUDO� KHDOWK�� LQFOXGLQJ� WUDLQLQJ�� DQG� WKH� LPSDFW� RI� &29,'-���� WKH� 1DWLRQDO� &RXQFLO� IRU� 0HQWDO�
:HOOEHLQJ� �1DWLRQDO� &RXQFLO��� LQ� SDUWQHUVKLS� ZLWK� WKH� 8QLYHUVLW\� RI� 0LFKLJDQ� %HKDYLRUDO� +HDOWK�:RUNIRUFH�
&HQWHU�� FRQGXFWHG� D� PL[HG� PHWKRGV� VWXG\� EHWZHHQ� $SULO� DQG� 6HSWHPEHU� ������ 7KLV� UHSRUW� SURYLGHV� D�
VXPPDU\�RI�WKH�ILQGLQJV�UHODWHG�WR�WHOHEHKDYLRUDO�KHDOWK�ZRUNIRUFH�GHYHORSPHQW�RSSRUWXQLWLHV�DQG�WKH�LPSDFW�
RI�WKH�&29,'-���SDQGHPLF�� 

~ǃĘƐǃĽĘǄ 
 ,Q� ������ �����PLOOLRQ� DGXOWV� KDG� DQ\�PHQWDO� LOOQHVV� DQG� ���� ������PLOOLRQ� SHRSOH�� KDG� D� SHUFHLYHG�
XQPHW�QHHG�IRU�PHQWDO�KHDOWK�FDUH�LQ�WKH�SDVW�\HDU���$PRQJ�DGXOWV�ZLWK�D�SHUFHLYHG�XQPHW�QHHG�IRU�VHUYLFHV��
����RI�SHRSOH�GLG�QRW�UHFHLYH�PHQWDO�KHDOWK�VHUYLFHV�LQ�WKH�SDVW�\HDU���$GGLWLRQDOO\������RI�LQGLYLGXDOV�ZLWK�D�
VHULRXV� PHQWDO� LOOQHVV� KDG� D� SHUFHLYHG� XQPHW� QHHG� IRU� PHQWDO� KHDOWK� VHUYLFHV� LQ� WKH� ODVW� \HDU��� 2I� WKH�
HVWLPDWHG������PLOOLRQ�SHRSOH�DJHG�����\HDUV�WKDW�KDG�D�SDVW-\HDU�VXEVWDQFH�XVH�GLVRUGHU��RQO\�����PLOOLRQ�
������ UHFHLYHG� DQ\� VXEVWDQFH� XVH� WUHDWPHQW� LQ� WKH� SDVW� \HDU��� $GGLWLRQDOO\�� DPRQJ� WKH� ����PLOOLRQ� SHRSOH�
DJHG� ���� \HDUV� ZLWK� DQ� RSLRLG� XVH� GLVRUGHU�� RQO\� ���� UHFHLYHG� HYLGHQFH-EDVHG� PHGLFDWLRQ� DVVLVWHG�
WUHDWPHQW�IRU�RSLRLG�XVH�GLVRUGHU���%DUULHUV�WR�DFFHVVLQJ�EHKDYLRUDO�KHDOWK�VHUYLFHV�H[LVW�DFURVV�WKH�FRXQWU\��
LQFOXGLQJ�RYHUFRPLQJ�VWLJPD�DQG�KDYLQJ�WR�WUDYHO� ORQJ�GLVWDQFHV�IRU�WUHDWPHQW�DQG�VHUYLFHV��DPRQJ�RWKHUV���
7KHVH�LVVXHV��FRXSOHG�ZLWK�RWKHU�FKDOOHQJHV��LQFOXGLQJ�LQDGHTXDWH�IXQGLQJ��ZRUNIRUFH�PDOGLVWULEXWLRQ�LVVXHV��
DQG�ODFN�RI�VSHFLDOW\�VHUYLFHV��FUHDWH�D�GHPDQG�IRU�LQQRYDWLYH�VHUYLFH�GHOLYHU\��LQFOXGLQJ�WHOHEHKDYLRUDO�KHDOWK�
VHUYLFHV�� 

¹ĸĘ�¤ŪŔĘ�Ūİ�¹ĘŔĘĉĘĸîǃĽŪƐîŔ�NĘîŔƤĸ�¬ĘƐǃĽĊĘƘ�Ľş��ĘĸîǃĽŪƐîŔ�NĘîŔƤĸ� îƐĘ 
 7KH� +HDOWK� 5HVRXUFHV� DQG� 6HUYLFHV� $GPLQLVWUDWLRQ� �+56$�� GHILQHV� WHOHKHDOWK� DV� ³WKH� XVH� RI�
HOHFWURQLF� LQIRUPDWLRQ� DQG� WHOHFRPPXQLFDWLRQV� WHFKQRORJLHV� WR� VXSSRUW� ORQJ-GLVWDQFH� FOLQLFDO� KHDOWK� FDUH��
SDWLHQW�DQG�SURIHVVLRQDO�KHDOWK-UHODWHG�HGXFDWLRQ��SXEOLF�KHDOWK�DQG�KHDOWK�DGPLQLVWUDWLRQ�´��7HOHKHDOWK�UHIHUV�
WR� WKH� XVH� RI� LQIRUPDWLRQ� DQG� FRPPXQLFDWLRQ� WHFKQRORJ\�� LQFOXGLQJ� WKH� XVH� RI� HOHFWURQLF� KHDOWK� UHFRUGV��
VWUHDPLQJ� PHGLD�� DQG� YLGHR� FRQIHUHQFLQJ�� WR� H[FKDQJH� KHDOWK� LQIRUPDWLRQ� DQG� SURYLGH� KHDOWK� VHUYLFHV���
7HOHKHDOWK�FDQ�EH�XVHG�DFURVV�WKH�FRQWLQXXP�RI�FDUH�WR�GHOLYHU�DQG�HQKDQFH�EHKDYLRUDO�KHDOWK�VHUYLFHV��)RU�
SXUSRVHV�RI� WKLV� UHSRUW�� ³WHOHEHKDYLRUDO� KHDOWK´� LV� XVHG� WR�GHVFULEH�EHKDYLRUDO� KHDOWK� VHUYLFHV�GHOLYHUHG� YLD�
WHOHKHDOWK�� 

¹ĘŔĘĉĘĸîǃĽŪƐîŔ�ØŪƐőİŪƐĊĘ�'ĘǃĘŔŪƍŝĘşƤ�îşđ�¹ƐîĽşĽşı 
 9DULRXV�W\SHV�RI�WHOHKHDOWK�WUDLQLQJ�DUH�FXUUHQWO\�DYDLODEOH�WR�KHDOWKFDUH�SURYLGHUV��LQFOXGLQJ�LQ-SHUVRQ�
WUDLQLQJ�� YLUWXDO� WUDLQLQJ��DQG�SHHU-WR-SHHU� VXSSRUW� SURJUDPV��0DQ\�RI� WKH�SURYLGHUV�RI� WKHVH� UHVRXUFHV�DQG�
WRROV�DOVR�RIIHU�LQIRUPDWLRQ�RQ�XSFRPLQJ�WUDLQLQJ�DQG�HGXFDWLRQ�RSSRUWXQLWLHV�WKURXJK�HVWDEOLVKHG�ZHE-EDVHG�
PDLOLQJ�VHUYLFHV��OLVWVHUYV��DQG�RQ�WKHLU�ZHESDJHV��6HYHUDO�QDWLRQDO�SXEOLF�KHDOWK��QRQSURILW��DQG�JRYHUQPHQW�
DJHQFLHV�RIIHU�IUHH�WUDLQLQJ�DQG�WHFKQLFDO�DVVLVWDQFH�VXSSRUW�IRU�KHDOWKFDUH�DQG�EHKDYLRUDO�KHDOWK�SURYLGHUV�WR�
LQFUHDVH�DGRSWLRQ�RI�WHOHKHDOWK��$OWKRXJK�QXPHURXV�WUDLQLQJ��WHFKQLFDO�DVVLVWDQFH��DQG�UHVRXUFH�FHQWHUV�H[LVW��
IHZHU�RUJDQL]DWLRQV�RIIHU�WUDLQLQJV�VSHFLILFDOO\�WDLORUHG�IRU�EHKDYLRUDO�KHDOWK�SURYLGHUV� 

 $�QRQ-H[KDXVWLYH�OLVW�RI�WUDLQLQJV��WHFKQLFDO�DVVLVWDQFH��DQG�UHVRXUFHV�FXUUHQWO\�DYDLODEOH�WR�KHDOWKFDUH�
DQG�EHKDYLRUDO�KHDOWKFDUH�SURYLGHUV�LQFOXGHV�WKH�IROORZLQJ�� 

· 3URMHFW�([WHQVLRQ�IRU�&RPPXQLW\�+HDOWKFDUH�2XWFRPHV��(&+2���LQLWLDOO\�HVWDEOLVKHG�LQ�������LV�DQ�
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HYLGHQFH-EDVHG�WHOHKHDOWK�SURJUDP�WKDW�RIIHUV�WUDLQLQJ�DQG�HGXFDWLRQ�WR�SURYLGHUV�DFURVV�WKH�8�6���
3URMHFW� (&+2� ZDV� LGHQWLILHG� DV� D� SULPDU\� WHOHKHDOWK� WUDLQLQJ� UHVRXUFH� IRU� EHKDYLRUDO� KHDOWK�
SURYLGHUV�LQ�D�SUHYLRXV�1DWLRQDO�&RXQFLO�DQG�%HKDYLRUDO�+HDOWK�:RUNIRUFH�5HVHDUFK�&HQWHU�VWXG\��� 

· 7KH� 6RXWKZHVW� 7HOHKHDOWK� 5HVRXUFH� &HQWHU� SURYLGHV� DQ� RQOLQH� YLGHR� OLEUDU\� RI� HGXFDWLRQDO�
WUDLQLQJV�RQ�D�YDULHW\�RI�WRSLFV�� LQFOXGLQJ�WHOHSV\FKLDWU\��IDFLOLW\�GHVLJQ��VWHSV�UHTXLUHG�WR�VHW�XS�D�
WHOHKHDOWK�IDFLOLW\���YLGHR�DQG�GDWD�FRPPXQLFDWLRQ��LQIRUPDWLRQ�VHUYLFHV��DQG�FXOWXUH��HWLTXHWWH��DQG�
WHFKQRORJ\�� 

· 7KH�+56$�6XEVWDQFH�$EXVH�7UHDWPHQW�7HOHKHDOWK�1HWZRUN�*UDQW�3URJUDP�SURYLGHV� WUDLQLQJ� WR�
SURYLGHUV�� DPRQJ� RWKHU� VHUYLFHV�� 7KH� SXUSRVH� RI� WKLV� JUDQW� LV� WR� GHPRQVWUDWH� KRZ� WHOHKHDOWK�
SURJUDPV�DQG�QHWZRUNV�FDQ� LPSURYH�DFFHVV� WR�KHDOWKFDUH�VHUYLFHV��VSHFLILFDOO\�VXEVWDQFH�DEXVH�
WUHDWPHQW�VHUYLFHV��LQ�UXUDO��IURQWLHU��DQG�XQGHUVHUYHG�FRPPXQLWLHV�� 

· 7KH�+56$-IXQGHG�1DWLRQDO�&RQVRUWLXP�RI�7HOHKHDOWK�5HVRXUFH�&HQWHUV� SURYLGH� IUHH� HGXFDWLRQ��
DVVLVWDQFH��DQG�LQIRUPDWLRQ�WR�RUJDQL]DWLRQV�DQG�LQGLYLGXDOV�VHHNLQJ�WR�DGRSW�RU�LPSURYH�WHOHKHDOWK�
XVH�WKURXJK�D�QHWZRUN�RI����UHJLRQDO�FHQWHUV�� 

· 7KH� $VVRFLDWLRQ� RI� 6WDWH� DQG� 7HUULWRULDO� +HDOWK� 2IILFLDOV� &OLQLFDO� WR� &RPPXQLW\� &RQQHFWLRQV�
UHVRXUFHV�SURYLGHV�ZULWWHQ�JXLGHV��UHFRUGHG�ZHELQDUV��DQG�FDVH�H[DPSOHV��� 

· 7KH� 5XUDO� +HDOWK� ,QIRUPDWLRQ� +XE�� IXQGHG� E\� +56$�� SURYLGHV� OLQNV� WR� QXPHURXV� UHVRXUFHV��
LQFOXGLQJ� FDVH� H[DPSOHV� RI� WHOHKHDOWK� SURJUDPV� LQ� EHKDYLRUDO� KHDOWK�� EHVW� SUDFWLFHV� IRU�
YLGHRFRQIHUHQFLQJ-EDVHG� WHOHPHQWDO� KHDOWK�� SUDFWLFH� JXLGHOLQHV�� DQG� HYLGHQFH-EDVHG� WHOHPHQWDO�
KHDOWK�SUDFWLFH�JXLGHOLQHV��� 

· 7KH� &HQWHU� IRU� &RQQHFWHG� +HDOWK� 3ROLF\�� WKRXJK� QRW� VSHFLILFDOO\� IRFXVHG� RQ� WUDLQLQJ� UHVRXUFHV��
SURYLGHV� FXUUHQW� SROLF\� XSGDWHV�� LPSOHPHQWDWLRQ� UHVRXUFHV�� UHVHDUFK�� DQG� QHZV� DUWLFOHV�� DQG�
FRQVXOWDWLRQ�VHUYLFHV�WR�RUJDQL]DWLRQV��� 

· 7KH� $GGLFWLRQ� 7HFKQRORJ\� 7UDQVIHU� &HQWHU� 1HWZRUN�� IXQGHG� E\� 6$0+6$�� SURYLGHV� D� KRVW� RI�
WUDLQLQJ�DQG� WHFKQLFDO� DVVLVWDQFH� UHVRXUFHV� IRU�VXEVWDQFH�XVH�GLVRUGHU� WUHDWPHQW�SURYLGHUV�RQ�D�
ZLGH�YDULHW\�RI�WRSLFV��LQFOXGLQJ�WHOHKHDOWK���� 

¹ǊƍĘƘ�Ūİ�¹ƐîĽşĽşı�¡îĊőîıĘƘ�sĘĘđĘđ�ĉǊ��ĘĸîǃĽŪƐîŔ�NĘîŔƤĸ�¡ƐŪİĘƘƘĽŪşîŔƘ 
 $OWKRXJK� D� ZLGH� YDULHW\� RI� WUDLQLQJ� DQG� WHFKQLFDO� UHVRXUFHV� H[LVW�� D� ODFN� RI� NQRZOHGJH� UHODWHG� WR�
HGXFDWLRQ� DQG� WUDLQLQJ� QHHGV� IRU� WHOHEHKDYLRUDO� KHDOWK� SHUVLVWV�� $� VXUYH\� VWXG\� RI� ���� EHKDYLRUDO� KHDOWK�
SURYLGHUV� LQ� ����� IRXQG� WKDW� ���� �Q ����� UHSRUWHG� WKH\� ZHUH� XQDZDUH� RI� DQ\� SURJUDPV� WR� VXSSRUW�
WHOHEHKDYLRUDO�KHDOWK�XSWDNH�DQG�HGXFDWLRQ���7KHVH�GDWD�FRXOG�LQGLFDWH�WKDW�ZKLOH�WUDLQLQJ�LV�DYDLODEOH��LW�LV�QRW�
EHLQJ�PDUNHWHG�WR�RU�WDLORUHG�IRU�EHKDYLRUDO�KHDOWK�SURYLGHUV�� 

SŝƍîĊƤ�Ūİ�ƤĸĘ� ~×S'-ǣǫ�¡îşđĘŝĽĊ�Ūş��ĘĸîǃĽŪƐîŔ�NĘîŔƤĸ�¬ĘƐǃĽĊĘƘ 
 ,Q�0DUFK�������D�QDWLRQDO�HPHUJHQF\�ZDV�GHFODUHG�LQ�WKH�8�6��GXH�WR�WKH�VSUHDG�RI�&29,'-���DFURVV�
WKH�FRXQWU\��,Q�UHVSRQVH�WR�WKH�SDQGHPLF��PXQLFLSDOLWLHV��VWDWHV��DQG�WKH�IHGHUDO�JRYHUQPHQW�LPSOHPHQWHG�DQ�
XQSUHFHGHQWHG� QXPEHU� RI� SROLF\� DQG� UHJXODWRU\� FKDQJHV� WR� UHGXFH� WKH� VSUHDG� RI� WKH� GLVHDVH�� DGGUHVV�
HFRQRPLF�DQG�KRXVLQJ�LQVWDELOLW\��DQG�DGGUHVV�GLVUXSWLRQV�LQ�KHDOWK�FDUH��LQFOXGLQJ�EHKDYLRUDO�KHDOWK�VHUYLFHV��
3ROLF\�FKDQJHV�ZHUH� LPSOHPHQWHG�WR� LQFUHDVH�DFFHVV�WR�KHDOWKFDUH�VHUYLFHV��HVSHFLDOO\� WHOHKHDOWK�VHUYLFHV��
ZKLOH�VKHOWHU-LQ-SODFH�DQG�VRFLDO�GLVWDQFLQJ�SROLFLHV�DUH�HQDFWHG�� 

 6RPH�H[DPSOHV�RI�SROLF\�DQG�UHJXODWRU\�FKDQJHV� WKDW�ZHUH�HQDFWHG�GXULQJ� WKH�SDQGHPLF� WKDW�DIIHFW�
WKH�XVH�RI�WHOHEHKDYLRUDO�KHDOWK�VHUYLFHV�LQFOXGH�� 

· &KDQJHV�WR�0HGLFDUH�IHH-IRU-VHUYLFH�WHOHKHDOWK�FRYHUDJH��LQFOXGLQJ� 

à (OLPLQDWLQJ�JHRJUDSKLF�UHVWULFWLRQV�� 

à $OORZLQJ�SDWLHQWV�WR�EH�LQ�WKHLU�KRPHV�GXULQJ�WHOHKHDOWK�LQWHUDFWLRQV� 
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à $OORZLQJ�SURYLGHUV�WR�SURYLGH�VHUYLFHV�ZKHQ�DW�KRPH��DQG 

à ([SDQGLQJ�UHLPEXUVHPHQW�IRU�WHOHSKRQLF�RQO\�VHUYLFHV���� 

· &KDQJHV�WR�0HGLFDLG�UHLPEXUVHPHQW�SROLFLHV��� 

à :DLYLQJ�OLFHQVXUH�UHTXLUHPHQWV�IRU�0HGLFDLG��EXW�VWDWH�UHTXLUHPHQWV�VWLOO�DSSO\�� 

· &KDQJHV�WR�WKH�5\DQ�+DLJKW�$FW�UHTXLUHPHQWV�HQIRUFHG�E\�WKH�'UXJ�(QIRUFHPHQW�$GPLQLVWUDWLRQ��� 

à $OORZLQJ�'UXJ�(QIRUFHPHQW�$GPLQLVWUDWLRQ–UHJLVWHUHG�SUDFWLWLRQHUV�WR�LVVXH�SUHVFULSWLRQV�IRU�
FRQWUROOHG�VXEVWDQFHV�WR�SDWLHQWV�ZLWKRXW�KDYLQJ�FRQGXFWHG�DQ�LQ-SHUVRQ�PHGLFDO�HYDOXDWLRQ�
LI�VSHFLILF�FRQGLWLRQV�DUH�PHW� 

· &KDQJHV�WR�WKH�+HDOWK�,QVXUDQFH�3RUWDELOLW\�DQG�$FFRXQWDELOLW\�$FW��+,3$$���� 

à 7KH� 'HSDUWPHQW� RI� +HDOWK� DQG� +XPDQ� 6HUYLFHV� 2IILFH� RI� &LYLO� 5LJKWV� FDQ� H[HUFLVH�
HQIRUFHPHQW� GLVFUHWLRQ� DQG� ZDLYH� SHQDOWLHV� IRU� +,3$$� YLRODWLRQV� DJDLQVW� KHDOWKFDUH�
SURYLGHUV�DFWLQJ�LQ�JRRG�IDLWK� 

· &KDQJHV� WR� VRPH� SULYDWH� LQVXUDQFH� SODQV� WR� PDNH� WHOHKHDOWK� PRUH� ZLGHO\� DYDLODEOH�� LQFOXGLQJ�
H[SDQGLQJ�UHLPEXUVHPHQW�IRU�VRPH�VHUYLFHV��� 

· &KDQJHV�WR�VWDWH�OLFHQVXUH�UHTXLUHPHQWV�IRU�SURYLGLQJ�WHOHKHDOWK��� 

à $V�RI�2FWREHU�����������D�WRWDO�RI����VWDWHV�KDG�LPSOHPHQWHG�VRPH�W\SH�RI�ZDLYHU�UHODWHG�WR�
UHTXLUHPHQWV�IRU�SURYLGLQJ�WHOHKHDOWK�VHUYLFHV�GXULQJ�WKH�&29,'-���SDQGHPLF���� 

 7KHVH�SROLF\�FKDQJHV�KDYH�PDGH�WHOHKHDOWK�D�PRUH�DFFHVVLEOH�VHUYLFH�IRU�SDWLHQWV�DQG�SURYLGHUV�� ,Q�
$XJXVW�������WKH�1DWLRQDO�&RXQFLO�DQG�4XDOLIDFWV�FRQGXFWHG�D�VXUYH\�ZLWK�!������EHKDYLRUDO�KHDOWK�SURYLGHUV�
WR� EHWWHU� XQGHUVWDQG� WKH� LPSDFW� RI� WKH�&29,'-��� SDQGHPLF� RQ� YLUWXDO� FDUH�� LQFOXGLQJ� WHOHEHKDYLRUDO� KHDOWK�
VHUYLFHV��6XUYH\� UHVXOWV�VKRZHG� WKDW� WKH�&29,'-���SDQGHPLF�SURPSWHG�D� UDSLG� WUDQVLWLRQ� IURP� LQ-SHUVRQ� WR�
WHOHEHKDYLRUDO� KHDOWK� VHUYLFHV�� 1LQHW\-WKUHH� SHUFHQW� RI� UHVSRQGHQWV� UHSRUWHG� WKDW� RQO\� ��–���� RI� WKHLU�
VHUYLFHV�ZHUH�YLUWXDO�SULRU� WR� WKH�SDQGHPLF��$IWHU� WKH�RQVHW�RI� WKH�SDQGHPLF��KRZHYHU������RI� UHVSRQGHQWV�
UHSRUWHG�WKDW�!����RI� WKHLU�VHUYLFHV�ZHUH�EHLQJ�SURYLGHG�YLUWXDOO\����6XUYH\�UHVSRQGHQWV�ZHUH�DVNHG� WR�UDWH�
ZKLFK� UHFHQW� IHGHUDO�DQG�VWDWH�SROLF\�FKDQJHV�ZHUH�PRVW� LPSDFWIXO� WR� IDFLOLWDWH� WKH� WUDQVLWLRQ� WR�YLUWXDO� FDUH��
7KH�WRS���UDQNHG�FKDQJHV�LQFOXGHG� 

· ([SDQVLRQ�RI�VHUYLFHV�WKDW�PD\�EH�GHOLYHUHG�YLD�WHOHKHDOWK� 

· ([SDQVLRQ�RI�DOORZDEOH�SDWLHQW�ORFDWLRQV�IRU�WHOHKHDOWK��DQG 

· ([SDQVLRQ�RI�WHOHKHDOWK�VHUYLFHV�WKDW�PD\�EH�GHOLYHUHG�YLD�DXGLR-RQO\�FRPPXQLFDWLRQ���� 

 7KH� 1DWLRQDO� &RXQFLO� DQG� 4XDOLIDFWV� VXUYH\� DOVR� DVNHG� UHVSRQGHQWV� WR� LGHQWLI\� WKH� W\SHV� RI� WRROV�
QHHGHG� E\� FDUH� SURYLGHUV� WR� LPSURYH� YLUWXDO� FDUH��7KH� WRS� �� LPSRUWDQW� WHFKQRORJLFDO� FDSDELOLWLHV� WR� VXSSRUW�
YLUWXDO�FDUH�LGHQWLILHG�E\�SURYLGHUV�DQG�VWDII�LQFOXGHG� 

· &RPSUHKHQVLYH�WHOHKHDOWK�SODWIRUP� 

· 3DWLHQW�HQJDJHPHQW�VROXWLRQV�WR�HQKDQFH�FDUH�EHWZHHQ�VHVVLRQV� 

· 6WDII�HQJDJHPHQW�VROXWLRQV�WR�HQKDQFH�FRPPXQLFDWLRQ�ZLWK�VWDII�PHPEHUV� 

· 3DWLHQW�SRUWDOV��DQG� 

· 7HOHSKRQHV�DXGLR-RQO\�WHFKQRORJLHV���� 

 6XUYH\� UHVSRQGHQWV� ZHUH� DOVR� DVNHG� DERXW� WKHLU� FRQFHUQV� DQG� SUHIHUHQFHV� UHODWHG� WR� SURYLGLQJ�
VHUYLFHV� LQ�D� YLUWXDO� HQYLURQPHQW��7KLUW\-WZR�SHUFHQW� RI� UHVSRQGHQWV�DJUHHG� WKDW� WKH\�DUH� ³FRQFHUQHG�DERXW�
PDLQWDLQLQJ�P\�FRQQHFWLRQV�ZLWK�SHHUV�DQG�VXSHUYLVRUV� LQ�D�YLUWXDO�FDUH�HQYLURQPHQW´������VWURQJO\�DJUHHG�
ZLWK� WKH�VWDWHPHQW�DQG�����VWURQJO\�GLVDJUHHG�RU�GLVDJUHHG�ZLWK� WKH�VWDWHPHQW��5HJDUGLQJ�SUHIHUHQFHV� IRU�
YLUWXDO� FDUH� GHOLYHU\�� ���� RI� UHVSRQGHQWV� UHSRUWHG� WKDW� WKH\� DJUHH� RU� VWURQJO\� DJUHH� ZLWK� WKH� VWDWHPHQW�� ³,�
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SUHIHU� SURYLGLQJ� FDUH� YLUWXDOO\� YHUVXV� WUDGLWLRQDO� FDUH� PRGHOV´�� ���� RI� UHVSRQGHQWV� QHLWKHU� DJUHHG� QRU�
GLVDJUHHG�ZLWK�WKH�VWDWHPHQW�DQG�����GLVDJUHHG�RU�VWURQJO\�GLVDJUHHG�ZLWK�WKH�VWDWHPHQW� 

qĘƤĸŪđƘ 
 7R� EHWWHU� XQGHUVWDQG� WKH� ZRUNIRUFH� GHYHORSPHQW� DQG� WUDLQLQJ� RSSRUWXQLWLHV� WR� DGYDQFH�
WHOHEHKDYLRUDO� KHDOWK� DQG� WKH� LPSDFW� RI� WKH� &29,'-��� SDQGHPLF� RQ� WHOHEHKDYLRUDO� KHDOWK� VHUYLFHV��
1DWLRQDO�&RXQFLO�UHVHDUFK�VWDII�FROOHFWHG�TXDQWLWDWLYH�DQG�TXDOLWDWLYH�GDWD�IURP�EHKDYLRUDO�KHDOWK�SURYLGHU�
RUJDQL]DWLRQV�QDWLRQZLGH��7ZR�SKDVHV�RI� WKH� VWXG\�ZHUH� FRQGXFWHG�� ���� DQ�HOHFWURQLF� VXUYH\� LQ�$XJXVW�
������DQG�����NH\�LQIRUPDQW�LQWHUYLHZV�WKDW�WRRN�SODFH�LQ�$XJXVW�DQG�6HSWHPEHU������� 

 7KH�SXUSRVH�RI�VWXG\�ZDV�WR�JDLQ�LQVLJKWV�WR�WKH�IROORZLQJ�TXHVWLRQV� 

�� +RZ�KDV�WKH�&29,'-���SDQGHPLF�LPSDFWHG�WKH�XWLOL]DWLRQ�RI�WHOHEHKDYLRUDO�KHDOWK�VHUYLFHV" 

�� :KDW�W\SHV�RI�WUDLQLQJ�DUH�FXUUHQWO\�DYDLODEOH�WR�EHKDYLRUDO�KHDOWK�SURYLGHUV"� 

�� :KDW�W\SHV�RI�WUDLQLQJ�SDFNDJHV�DQG�UHVRXUFHV�DUH�QHHGHG�E\�EHKDYLRUDO�KHDOWK�SURIHVVLRQDOV�
WR�GHOLYHU�WHOHEHKDYLRUDO�KHDOWK�VHUYLFHV" 

¡ĸîƘĘ�ǣ�qĘƤĸŪđƘ 

 7R� FROOHFW� TXDQWLWDWLYH� GDWD� IURP� D� FRQYHQLHQFH� VDPSOH� RI� EHKDYLRUDO� KHDOWK� SURYLGHUV� IURP� WKH�
1DWLRQDO�&RXQFLO�� DQ� HOHFWURQLF� VXUYH\� WRRO� ZDV� GHVLJQHG� DQG� DGPLQLVWHUHG��3ULRU� WR� GLVVHPLQDWLRQ�� WKH�
RQOLQH�VXUYH\�ZDV� UHYLHZHG�E\�%HKDYLRUDO�+HDOWK�:RUNIRUFH�&HQWHU�H[SHUWV�DQG�SLORW� WHVWHG�E\�VHYHUDO�
1DWLRQDO� &RXQFLO� WHDP�PHPEHUV� DQG� H[WHUQDO� EHKDYLRUDO� KHDOWK� SURYLGHUV� QRW� LQYROYHG� LQ� WKH� UHVHDUFK�
SURMHFW�� 6XUYH\0RQNH\�� DQ� HOHFWURQLF� UHVHDUFK� SODWIRUP��ZDV�XVHG� WR� VHFXUHO\� FROOHFW� GDWD��7KH� VXUYH\�
ZDV�GHVLJQHG�WR�EH�FRPSOHWHG�ZLWKLQ�DSSUR[LPDWHO\����PLQXWHV� 

 ,Q� -XO\� ������ WKH� VXUYH\� WRRO� ZDV� GLVWULEXWHG� YLD� H-PDLO� WKURXJK� WKH� 1DWLRQDO� &RXQFLO¶V�
FRPPXQLFDWLRQV� OLVW�� YLD� JHQHUDO� QHZVOHWWHU� DQG� HPDLO� EODVW� WR� PRUH� WKDQ� ������� EHKDYLRUDO� KHDOWK�
VWDNHKROGHUV�UHSUHVHQWLQJ�DOO����VWDWHV�YLD�QHZVOHWWHU�WUDQVPLVVLRQ�DQG�HPDLO�EODVW��$�UHVSRQVH�UDWH�ZDV�
QRW�FDOFXODWHG�GXH�WR�WKH�VXUYH\�UHFUXLWPHQW�PHWKRGV�XVHG��3DUWLFLSDWLRQ�LQ�WKH�VXUYH\�ZDV�YROXQWDU\�DQG�
D� ���� HOHFWURQLF� JLIW� FDUG� ZDV� SURYLGHG� DV� DQ� LQFHQWLYH� WR� WKH� ILUVW� ���� SDUWLFLSDQWV� WR� FRPSOHWH� WKH�
VXUYH\��7KH�VXUYH\�ZDV�DYDLODEOH�RQOLQH�IRU���ZHHNV��4XDQWLWDWLYH�GDWD�JHQHUDWHG�IURP�WKH�VXUYH\�ZHUH�
DQDO\]HG�ZLWK�0LFURVRIW�([FHO�VRIWZDUH�� 

¡ĸîƘĘ�Ǥ�qĘƤĸŪđƘ 

 7R�JDLQ�D�GHHSHU�XQGHUVWDQGLQJ�RI�WKH�LPSDFW�RI�WKH�&29,'-���SDQGHPLF�RQ�WHOHEHKDYLRUDO�KHDOWK�
DQG�ZRUNIRUFH�WUDLQLQJ�QHHGV��TXDOLWDWLYH�GDWD�ZHUH�FROOHFWHG�WKURXJK�NH\�LQIRUPDQW�LQWHUYLHZV�LQ�$XJXVW�
DQG� 6HSWHPEHU� ������ $� VHPL-VWUXFWXUHG� LQWHUYLHZ� JXLGH� ZDV� GHYHORSHG� WR� IDFLOLWDWH� WKH� LQWHUYLHZV��
,QWHUYLHZV� ZHUH� UHFRUGHG� DQG� WUDQVFULEHG� DQG�0LFURVRIW� ([FHO� ZDV� XVHG� IRU� GDWD� DQDO\VLV�� $� WKHPDWLF�
DQDO\VLV� ZDV� SHUIRUPHG� WR� LGHQWLI\� FRPPRQ� WKHPHV� VKDUHG� DFURVV� UHVSRQGHQWV�� ,QWHUYLHZHHV� LQFOXGHG�
EHKDYLRUDO� KHDOWKFDUH� SURYLGHUV� DQG� VWDII� ZKRVH� RUJDQL]DWLRQV� RIIHU� WHOHEHKDYLRUDO� KHDOWK� VHUYLFHV��
3DUWLFLSDWLRQ� LQ� WKH� NH\� LQIRUPDQW� LQWHUYLHZV�ZDV� YROXQWDU\� DQG� NH\� LQIRUPDQWV� ZHUH� RIIHUHG� D� ���� JLIW�
FDUG�LQFHQWLYH�� 

¤ĘƘƬŔƤƘ 
~ǃĘƐǃĽĘǄ�Ūİ�¬ƬƐǃĘǊ�¤ĘƘƍŪşđĘşƤƘ� 
 7KHUH�ZDV�DQ�LQLWLDO�WRWDO�RI�����LQGLYLGXDOV�WKDW�UHVSRQGHG�WR�WKH�VXUYH\��EXW����UHVSRQGHQWV�ZHUH�QRW�
SURYLGLQJ�EHKDYLRUDO�KHDOWK�VHUYLFHV�DQG�ZHUH�WKHUHIRUH�H[FOXGHG�IURP�FRQVLGHUDWLRQ��$PRQJ�WKH�UHPDLQLQJ�
���� SDUWLFLSDQWV�� ���� ���������� UHSRUWHG� WKDW� WKHLU� RUJDQL]DWLRQV� ZHUH� FXUUHQWO\� SURYLGLQJ� WHOHEHKDYLRUDO�
KHDOWK�VHUYLFHV��������������UHSRUWHG�WKDW� WKH\�ZHUH�QRW��DQG�������������UHSRUWHG�WKDW� WKH\�GLG�QRW�NQRZ��
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+RZHYHU�� ���� UHVSRQGHQWV� HOHFWHG� QRW� WR�
SDUWLFLSDWH� LQ� WKH� UHVW� RI� WKH� VXUYH\� DQG� ZHUH�
WKHUHIRUH�H[FOXGHG� IURP� WKH� UHPDLQLQJ�DQDO\VHV��
7KLV� OHDYHV� D� ILQDO� DQDO\WLF� VDPSOH� RI� ����
SURYLGHUV�IURP����VWDWHV��WKH�'LVWULFW�RI�&ROXPELD��
3XHUWR� 5LFR�� DQG� WKH� 9LUJLQ� ,VODQGV� WKDW�
UHVSRQGHG� WR� WKH� VXUYH\�� 7KH� �� VWDWHV� QRW�
UHSUHVHQWHG� LQ� WKH� VXUYH\� DUH� +DZDLL� DQG�
:\RPLQJ�� 

 7DEOH� �� GLVSOD\V� WKH� EUHDNGRZQ� RI� WKH�
GLIIHUHQW�W\SHV�RI�SURYLGHUV�ZKR�UHVSRQGHG�WR�WKH�
VXUYH\�� 7KH� PDMRULW\� RI� UHVSRQGHQWV� LQGLFDWHG�
WKH\� ZHUH� D� PHGLFDO�� FOLQLFDO�� RU� VWDII� GLUHFWRU�
����������������VRFLDO�ZRUNHU�����������������RU�
D� FKLHI� H[HFXWLYH� RIILFHU�� H[HFXWLYH� GLUHFWRU��
SUHVLGHQW���������������� 

 $� ZLGH� UDQJH� RI� RUJDQL]DWLRQV� DUH�
UHSUHVHQWHG� E\� VXUYH\� UHVSRQGHQWV�� 7KH� PRVW�
FRPPRQ� W\SHV� RI� RUJDQL]DWLRQV� UHSUHVHQWHG�
LQFOXGH�PHQWDO� KHDOWK� FOLQLFV� ������ RU� ����������
VXEVWDQFH� XVH� GLVRUGHU� WUHDWPHQW� RUJDQL]DWLRQV�
������RU� ���������� DQG�VRFLDO� VHUYLFHV�DJHQFLHV�
������ RU� ��������� ,W� VKRXOG� EH� QRWHG� WKDW� VRPH�
RUJDQL]DWLRQV�LGHQWLILHG�WKHPVHOYHV�DV�PRUH�WKDQ�
RQH� W\SH� RI� RUJDQL]DWLRQ�� L�H�� DQ� RUJDQL]DWLRQ�
FRXOG�VHOHFW�PHQWDO�KHDOWK�DQG�VXEVWDQFH�XVH�GLVRUGHU�WUHDWPHQW�RUJDQL]DWLRQ�� 

 6HYHQWHHQ�SHUFHQW�RI�UHVSRQGHQWV¶�RUJDQL]DWLRQV�ZHUH�LGHQWLILHG�DV�³RWKHU�´�ZKLFK�LQFOXGHV� 

 0RUH� WKDQ� KDOI� RI� WKH� UHVSRQGHQWV� ������ ��������� DUH� IURP� XUEDQ� DUHDV� ZLWK� SRSXODWLRQV� !�������
SHRSOH��$SSUR[LPDWHO\�RQH�TXDUWHU�RI�UHVSRQGHQWV����������������DUH�IURP�DUHDV�ZLWK�SRSXODWLRQV�RI�EHWZHHQ�
������DQG��������SHRSOH��1LQH�SHUFHQW����������RI�UHVSRQGHQWV�DUH�IURP�UXUDO�DUHDV�ZLWK��������SHRSOH��(LJKW�
SHUFHQW� ���������RI� UHVSRQGHQWV�UHSRUWHG�WKH\�DUH�IURP�PHGLFDOO\�XQGHUVHUYHG�DUHDV�DQG�������������IURP�
)URQWLHU�+HDOWK�3URIHVVLRQDO�6KRUWDJH�$UHDV��$SSUR[LPDWHO\������������RI�UHVSRQGHQWV�DUH�IURP�WULEDO�DUHDV��

· $FFRXQWDEOH�&DUH�2UJDQL]DWLRQV · &DUH�0DQDJHPHQW�2UJDQL]DWLRQV 

· 0LOLWDU\�2UJDQL]DWLRQV · 3ULYDWH�3URYLGHU�2UJDQL]DWLRQV 

· 6HQLRU�&HQWHUV · &KLOG�:HOIDUH�$JHQFLHV 

· 7ULEDO�2UJDQL]DWLRQV · +XPDQ�6HUYLFH�$JHQFLHV 

· 5HVHDUFK�2UJDQL]DWLRQV · 3XEOLF�+HDOWK 

· -DLOV�RU�3ULVRQV · $VVHUWLYH�&RPPXQLW\�7UHDWPHQW 

· 6WDWH�*RYHUQPHQW · 5HVLGHQWLDO�7UHDWPHQW�)DFLOLWLHV 

· &RPPXQLW\�0HQWDO�+HDOWK · 3ULYDWH�1RQSURILW�$JHQFLHV 

· 2XWSDWLHQW�'LDO\VLV�&OLQLF · 5HFRYHU\�2UJDQL]DWLRQV 

· +RVSLWDO-EDVHG�6SHFLDOW\�&OLQLFV · +RPHOHVV�2XWUHDFK�DQG�6KHOWHU 

· 9HWHUDQV�$GPLQLVWUDWLRQ  

 7DEOH����6XUYH\�5HVSRQGHQW¶V�3URYLGHU�7\SH�� 

3URYLGHU�7\SH &RXQW 
Q���� 

0HGLFDO��FOLQLFDO��RU�VWDII�GLUHFWRU ��������� 

6RFLDO�ZRUNHU ��������� 

&(2��H[HFXWLYH�GLUHFWRU��RU�SUHVLGHQW �������� 

0HQWDO�KHDOWK�FRXQVHORU �������� 

2WKHU�FKLHI��FRRUGLQDWRU��YLFH�SUHVLGHQW��RU�GLUHFWRU ������� 

3HHU�VXSSRUW�VSHFLDOLVW��SHHU�VSHFLDOLVW��RU�UHFRY�
HU\�FRDFK ������� 

3V\FKRORJLVW ������� 

6XEVWDQFH�XVH�FRXQVHORU ������� 

/LFHQVHG�SURIHVVLRQDO�FRXQVHORU ������� 

0DUULDJH�DQG�IDPLO\�WKHUDSLVW ������� 

$GYDQFHG�SUDFWLFH�UHJLVWHUHG�QXUVH ������ 

3V\FKLDWULVW ������ 

&RPPXQLW\�KHDOWK�ZRUNHU ������ 

2WKHU�SURYLGHU��L�H��FDUH�PDQDJHU��TXDOLW\�DVVXU�
DQFH��QXUVH� �������� 
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+DOI�����������RI�WKH�UHVSRQGHQWV�ZRUN�DW�RUJDQL]DWLRQV�WKDW�VHUYH��������LQGLYLGXDOV�DQQXDOO\��6HYHQ�SHUFHQW�
���������ZRUN�DW�RUJDQL]DWLRQV�WKDW�VHUYH�!�������SHRSOH�DQQXDOO\�� 

~ǃĘƐǃĽĘǄ�Ūİ�eĘǊ�SşİŪƐŝîşƤƘ 

 6HOHFWHG� VXUYH\� UHVSRQGHQWV� ZHUH� LQYLWHG� WR� SDUWLFLSDWH� LQ� D� ��-PLQXWH� NH\� LQIRUPDQW� LQWHUYLHZ� WR�
EHWWHU�XQGHUVWDQG� WKH�ZD\V� LQ�ZKLFK� WKH�&29,'-���SDQGHPLF�KDV� LPSDFWHG� WKH�XWLOL]DWLRQ�RI� WHOHEHKDYLRUDO�
KHDOWK�VHUYLFHV��ZRUNIRUFH��DQG�WUDLQLQJ�QHHGV�UHODWHG�WR�WHOHEHKDYLRUDO�KHDOWK��6XUYH\�UHVSRQGHQWV�LQYLWHG�WR�
SDUWLFLSDWH� LQ� WKH� LQWHUYLHZ� ZHUH� VHOHFWHG� EDVHG� RQ� UHSUHVHQWDWLRQ� UHODWHG� WR� JHRJUDSKLF� DUHDV� VHUYHG��
H[SHULHQFH�XVLQJ� WHOHEHKDYLRUDO�KHDOWK��DQG� W\SH�RI�RUJDQL]DWLRQ��$� WRWDO�RI���NH\� LQIRUPDQWV�SDUWLFLSDWHG� LQ�
LQWHUYLHZV� UHSUHVHQWLQJ� �� GLIIHUHQW� VWDWHV� �7DEOH� ���� )LYH� RI� WKH� UHVSRQGHQWV¶� RUJDQL]DWLRQV� GLG� QRW� XVH�
WHOHEHKDYLRUDO�KHDOWK�SULRU� WR� WKH�RQVHW�RI� WKH�&29,'-���SDQGHPLF�DQG���GLG�RIIHU� WHOHEHKDYLRUDO�KHDOWK� IRU�
VRPH��EXW�QRW�DOO��VHUYLFHV��6HYHUDO�RI�WKH�UHSUHVHQWHG�RUJDQL]DWLRQV�SURYLGHG�VHUYLFHV�DW�!��ORFDWLRQ�DQG�WR�
!��W\SH�RI�JHRJUDSKLF�VHWWLQJ��H�J���UXUDO�DQG�XUEDQ�ORFDWLRQV���7KH�W\SHV�RI�RUJDQL]DWLRQV�UHSUHVHQWHG�E\�NH\�
LQIRUPDQWV� LQFOXGHG�D�)HGHUDOO\�4XDOLILHG�+HDOWK�&HQWHU�� D�&HUWLILHG�&RPPXQLW\�%HKDYLRUDO�+HDOWK�&OLQLF�� D�
FRXQW\�GHSDUWPHQW�RI�KXPDQ�VHUYLFHV��D�SULYDWH�LQGHSHQGHQW�SURYLGHU��D�ODUJH�PHGLFDO�FHQWHU��DQG�FRPPXQLW\�
EHKDYLRUDO�KHDOWK�RUJDQL]DWLRQV� 

'ĘŔĽǃĘƐǊ�Ūİ�¹ĘŔĘĉĘĸîǃĽŪƐîŔ�NĘîŔƤĸ�¬ĘƐǃĽĊĘƘ 

6XUYH\� UHVSRQGHQWV� ZHUH� DVNHG�ZKHWKHU� WKHLU� RUJDQL]DWLRQV� ZHUH� FXUUHQWO\� SURYLGLQJ� WHOHEHKDYLRUDO� KHDOWK�
VHUYLFHV��$PRQJ� ���� SDUWLFLSDQWV�� ���� ���������� UHSRUWHG� WKDW� WKHLU� RUJDQL]DWLRQV�ZHUH� FXUUHQWO\� SURYLGLQJ�
WHOHEHKDYLRUDO�KHDOWK�VHUYLFHV��������������UHSRUWHG�WKDW� WKH\�ZHUH�QRW��DQG�������������UHSRUWHG�WKDW�WKH\�

 7DEOH����.H\�,QIRUPDQW�3DUWLFLSDQWV�� 

6WDWH 5ROH�RI�.H\�,QIRUPDQW 7\SH�RI�2UJDQL]DWLRQ 
3ULPDU\�*HRJUDSKLF�
6HUYLFH�$UHDV 

2UJDQL]DWLRQ�3URYLGHG 
7HOHEHKDYLRUDO�+HDOWK�
3ULRU�WR�&29,'-��" 

&2 
7KHUDSLVW�6SHFLDO�SURJUDPV�VX�
SHUYLVRU 

&RXQW\�GHSDUWPHQW�RI�
KXPDQ�VHUYLFHV 

5XUDO 1R 

*$ 0DUULDJH�DQG�IDPLO\�WKHUDSLVW 
3ULYDWH�LQGHSHQGHQW�SUR�
YLGHU 

8UEDQ��6XEXUEDQ��
5XUDO 

1R 

*$ 
'XDO�GLDJQRVLV�DQG�RXWSDWLHQW�
PHQWDO�KHDOWK�FOLQLFLDQ 

&RPPXQLW\�EHKDYLRUDO�
KHDOWK�RUJDQL]DWLRQ 

5XUDO 
<HV��IRU�YHU\�OLPLWHG�VHU�
YLFHV 

0, %HKDYLRUDO�KHDOWK�FRQVXOWDQW 
&RPPXQLW\�EHKDYLRUDO�
KHDOWK�RUJDQL]DWLRQ 

5XUDO��8UEDQ 1R 

1< 3V\FKLDWULVW 
/DUJH�PHGLFDO�FHQWHU�
VHUYLQJ�VHYHUDO�UHJLRQV�LQ�

8UEDQ��6XEXUEDQ��
5XUDO 

<HV��IRU�VSHFLILF�FDUH�
VLWHV�DQG�VHUYLFHV 

1< 3URMHFW�'LUHFWRU 
&HUWLILHG�&RPPXQLW\�%H�
KDYLRUDO�+HDOWK�&OLQLF 

8UEDQ��6XEXUEDQ <HV��IRU�OLPLWHG�VHUYLFHV 

1& &KLHI�LQIRUPDWLRQ�RIILFHU 
/DUJH�FRPPXQLW\�EHKDY�
LRUDO�KHDOWK�SURYLGHU�VHUY�
LQJ����FRXQWLHV 

8UEDQ��6XEXUEDQ��
5XUDO 

<HV��IRU�D�ODUJH�QXPEHU�
RI�VHUYLFHV 

25 
%HKDYLRUDO�KHDOWK�VXSHUYLVRU���
3HGLDWULF�EHKDYLRUDO�KHDOWK�FRQ�
VXOWDQW 

)HGHUDOO\�4XDOLILHG�+HDOWK�
&HQWHU 

8UEDQ��6XEXUEDQ��
5XUDO 

1R��EXW�KDG�VWDUWHG�D�
SLORW�SURJUDP 

:$ 
%HKDYLRUDO�KHDOWK�GDWD�DQG�WHFK�
QRORJ\�VSHFLDOLVW 

&RPPXQLW\�EHKDYLRUDO�
KHDOWK�RUJDQL]DWLRQ 

5XUDO 1R 



 

 

ǣǢ���ʄ���FĘĉƐƬîƐǊ�ǤǢǤǣ 

GLG� QRW� NQRZ��5HVSRQGHQWV�ZHUH�
DVNHG� WR� LGHQWLI\� KRZ� ORQJ� WKHLU�
RUJDQL]DWLRQV� KDYH� SURYLGHG�
WHOHEHKDYLRUDO� KHDOWK� VHUYLFHV�
�)LJXUH� ���� 7KH� PDMRULW\� RI�
UHVSRQGHQWV� ������ ���������
LQGLFDWHG� WKDW� WKH\� EHJDQ�
SURYLGLQJ� WHOHEHKDYLRUDO� KHDOWK�
VHUYLFHV���PRQWKV� WR���\HDU�DJR��
7KLUWHHQ� SHUFHQW� ��������� RI�
UHVSRQGHQW� RUJDQL]DWLRQV� EHJDQ�
SURYLGLQJ� WHOHEHKDYLRUDO� KHDOWK�
VHUYLFHV� �–�� PRQWKV� DJR� DQG�
���� ��������� EHJDQ� �–�� \HDUV�
DJR�� $SSUR[LPDWHO\� ��� ���������
EHJDQ� SURYLGLQJ� WHOHEHKDYLRUDO�
KHDOWK� VHUYLFHV� !��� \HDUV� DJR��

$GGLWLRQDOO\��DOO���RUJDQL]DWLRQV�UHSUHVHQWHG�E\�NH\�LQIRUPDQWV�ZHUH�SURYLGLQJ�WHOHEHKDYLRUDO�KHDOWK�VHUYLFHV�WR�
WKH�PDMRULW\�RI�WKHLU�FOLHQWV�DW�WKH�WLPH�RI�WKH�LQWHUYLHZV� 

�ĘşĘǝƤƘ�Ūİ�¡ƐŪǃĽđĽşı�¹ĘŔĘĉĘĸîǃĽŪƐîŔ�NĘîŔƤĸ�¬ĘƐǃĽĊĘƘ 

 7R� EHWWHU� XQGHUVWDQG� WKH� SHUFHLYHG� EHQHILWV� RI� SURYLGLQJ� WHOHEHKDYLRUDO� KHDOWK� VHUYLFHV�� VXUYH\�
UHVSRQGHQWV�ZHUH�DVNHG�� ³:KDW�DERXW�XVLQJ� WHOHEHKDYLRUDO�KHDOWK�VHUYLFHV� WR�FOLHQWV�ZDV�PRVW�EHQHILFLDO"´��
7KH�PRVW�FRPPRQO\�LGHQWLILHG�EHQHILW�ZDV�DQ�LQFUHDVH�LQ�FOLHQWV�DWWHQGLQJ�WKHLU�DSSRLQWPHQWV�����������������
IROORZHG� E\� GHFUHDVHG� ZDLW� WLPHV� ������ ���������� DQG� LPSURYHG� RUJDQL]DWLRQDO� FRPPXQLFDWLRQ� ������
����������$GGLWLRQDOO\����������������UHVSRQGHQWV�LGHQWLILHG�³RWKHU´�EHQHILWV�RI�SURYLGLQJ�WHOHEHKDYLRUDO�KHDOWK�
VHUYLFHV��ZKLFK�LQFOXGHG� 

· ,QFUHDVHG�DFFHVV�WR�FDUH� 

· 'HFUHDVHG�WUDQVSRUWDWLRQ�EDUULHUV� 

· 'HFUHDVHG�QR-VKRZ�UDWHV� 

· 'HFUHDVHG�SURYLGHU�WUDYHO�WLPH� 

· ,QFUHDVHG�DELOLW\�WR�SURYLGH�SV\FKLDWULF�VHUYLFHV�DQG�UHFUXLW�SV\FKLDWULF�SURYLGHUV� 

· 3DWLHQW�SUHIHUHQFH�DQG�FRQYHQLHQFH�� 

· ,PSURYHG�FDUH�FRRUGLQDWLRQ�DQG�FRRUGLQDWLRQ�ZLWK�FRPPXQLW\�SDUWQHUV� 

· ,QFUHDVHG�DFFHVV�WR�SUHVFULEHUV�DQG�SK\VLFLDQV��DQG� 

· ,PSURYHG�HQJDJHPHQW�RI�VSHFLILF�SRSXODWLRQV��H�J���DGROHVFHQWV��YHWHUDQV��LQGLYLGXDOV�OLYLQJ�LQ�UXUDO�
DUHDV��� 

 ĸîŔŔĘşıĘƘ�¤ĘŔîƤĘđ�ƤŪ�¡ƐŪǃĽđĽşı�¹ĘŔĘĉĘĸîǃĽŪƐîŔ�NĘîŔƤĸ�¬ĘƐǃĽĊĘƘ�¡ƐĽŪƐ�ƤŪ�ƤĸĘ� ~×S'-
ǣǫ�¡îşđĘŝĽĊ 

 7R�EHWWHU�XQGHUVWDQG�FKDOOHQJHV�DVVRFLDWHG�ZLWK�SURYLGLQJ�WHOHEHKDYLRUDO�KHDOWK�VHUYLFHV�HQFRXQWHUHG�
E\� RUJDQL]DWLRQV� SULRU� WR� WKH� SDQGHPLF�� VXUYH\� UHVSRQGHQWV�ZHUH� DVNHG� WR� LGHQWLI\�ZKDW� ³ZDV� QRW�ZRUNLQJ´�
DERXW�SURYLGLQJ�WHOHEHKDYLRUDO�KHDOWK�VHUYLFHV�WR�FOLHQWV��&OLHQW�DFFHVV�DQG�VNLOO�ZLWK�WHFKQRORJ\�ZDV�LGHQWLILHG�
DV�WKH�PRVW�FRPPRQ�FKDOOHQJH�HQFRXQWHUHG��IROORZHG�E\�UHLPEXUVHPHQW�SROLF\��DQG�SURYLGHU�DFFHVV�DQG�VNLOO�
ZLWK�WHFKQRORJ\��)LJXUH�����6HYHQW\-VL[�UHVSRQGHQWV�LGHQWLILHG�³RWKHU´�IDFWRUV�WKDW�ZHUH�QRW�ZRUNLQJ�ZHOO�SULRU�
WR�SDQGHPLF��ZKLFK�LQFOXGHG� 

)LJXUH����/HQJWK�RI�7LPH�3URYLGLQJ�7HOHEHKDYLRUDO�+HDOWK�6HUYLFHV 
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· &OLHQW�DFFHSWDQFH�DQG�
SUHIHUHQFH� 

· 6WDWH-EDVHG�
UHJXODWLRQV� UHODWHG� WR�
WHOHKHDOWK� 

· 'LIILFXOW\� ZLWK�
FRQQHFWLYLW\� DQG�
,QWHUQHW�DYDLODELOLW\� 

· (TXLSPHQW� 

· /LPLWDWLRQV�RQ�SURYLGHU�
W\SH� DOORZHG� WR� RIIHU�
WHOHKHDOWK�VHUYLFHV� 

· &OLHQW� FDQFHODWLRQV��
DQG 

· ,VVXHV�ZLWK�WHFKQRORJ\�
QRW�ZRUNLQJ� 

SŝƍîĊƤ� Ūİ� ƤĸĘ�  ~×S'-ǣǫ�
¡îşđĘŝĽĊ�Ūş�¹ĘŔĘĉĘĸîǃĽŪƐîŔ�NĘîŔƤĸ�¬ĘƐǃĽĊĘƘ 

 7R�EHWWHU�XQGHUVWDQG�WKH�LPSDFW�RI�WKH�&29,'-���SDQGHPLF�RQ�WHOHEHKDYLRUDO�KHDOWK�VHUYLFHV��VXUYH\�
SDUWLFLSDQWV�DQG�NH\� LQIRUPDQWV�ZHUH�DVNHG�D�VHULHV�RI�TXHVWLRQV�UHODWHG�WR�WHOHEHKDYLRUDO�KHDOWK�XWLOL]DWLRQ��
IDFLOLWDWRUV�IRU�XVLQJ�WHOHEHKDYLRUDO�KHDOWK��DQG�FOLHQW-UHODWHG�FKDOOHQJHV�WR�XVLQJ�WHOHEHKDYLRUDO�KHDOWK�� 

¹ĘŔĘĉĘĸîǃĽŪƐîŔ�NĘîŔƤĸ�ÀƤĽŔĽǔîƤĽŪş�¬ĽşĊĘ�ƤĸĘ� ~×S'-ǣǫ�¡îşđĘŝĽĊ 

 6LQFH�WKH�RQVHW�RI�WKH�&29,'-���SDQGHPLF��WKHUH�KDV�EHHQ�DQ�LPPHQVH�LQFUHDVH�LQ�WKH�XWLOL]DWLRQ�RI�
WHOHEHKDYLRUDO�KHDOWK�VHUYLFHV��$OPRVW�DOO�VXUYH\�UHVSRQGHQWV����������������UHSRUWHG�WKDW�WKH�SHUFHQWDJH�RI�
SDWLHQWV� XVLQJ� WHOHEHKDYLRUDO� KHDOWK� VHUYLFHV� LQFUHDVHG� VLQFH� WKH� EHJLQQLQJ� RI� WKH� SDQGHPLF�� 6XUYH\�
SDUWLFLSDQWV� ZHUH� DVNHG� WR� HVWLPDWH� ZKDW� SHUFHQWDJH� RI� WKHLU� SDWLHQWV� ZHUH� XVLQJ� WHOHEHKDYLRUDO� KHDOWK�
VHUYLFHV�DW�WKH�WLPH�RI�WKH�VXUYH\��0RUH�WKDQ�KDOI����������������UHSRUWHG�WKDW����–�����SHUFHQW�RI�SDWLHQWV�
DUH�FXUUHQWO\�XVLQJ�WHOHEHKDYLRUDO�KHDOWK�VHUYLFHV��/HVV�WKDQ�RQH�SHUFHQW���������������UHSRUWHG�WKDW�QRQH�RI�
WKHLU�SDWLHQWV�ZHUH�XVLQJ�WHOHEHKDYLRUDO�KHDOWK�VHUYLFHV�� 

 5HVSRQGHQWV� ZHUH� DOVR� DVNHG� ZKHWKHU� WKH\� LQWURGXFHG� QHZ� RU� H[SDQGHG� H[LVWLQJ� WHOHEHKDYLRUDO�
KHDOWK� VHUYLFHV� LQ� UHVSRQVH� WR� WKH� &29,'-��� SDQGHPLF�� 1LQHW\-QLQH� SHUFHQW� RI� WKH� UHVSRQGHQWV� WR� WKLV�
TXHVWLRQ� UHSRUWHG� WKDW� WKH\� LQWURGXFHG� QHZ� VHUYLFHV� ������ ��������� RU� H[SDQGHG� WHOHEHKDYLRUDO� KHDOWK�
VHUYLFHV� ������ ��������� LQ� UHVSRQVH� WR� WKH� SDQGHPLF��2QO\� ��� �������� RI� UHVSRQGHQWV� UHSRUWHG� WKDW� WKHLU�
RUJDQL]DWLRQV�GLG�QRW�LQWURGXFH�RU�H[SDQG�WHOHEHKDYLRUDO�KHDOWK�VHUYLFHV�LQ�UHVSRQVH�WR�WKH�SDQGHPLF� 

 ,Q�DGGLWLRQ�WR�LQWURGXFLQJ�QHZ�RU�H[SDQGLQJ�H[LVWLQJ�WHOHEHKDYLRUDO�KHDOWK�VHUYLFHV��UHVSRQGHQWV�ZHUH�
DVNHG�ZKHWKHU� WKHLU� RUJDQL]DWLRQ� ZDV� DEOH� WR� SURYLGH� RU� DFTXLUH� WKH� DGHTXDWH� WHFKQRORJ\� QHHGHG� WR� RIIHU�
WHOHEHKDYLRUDO� KHDOWK� VHUYLFHV� GXULQJ� WKH� SDQGHPLF��1LQHW\� SHUFHQW� ���������� RI� UHVSRQGHQWV� UHSRUWHG� WKDW�
WKHLU�RUJDQL]DWLRQV�ZHUH�DEOH�WR�DFTXLUH�WKH�QHFHVVDU\�WHFKQRORJ\�DQG��������������ZHUH�QRW�� 

¹ǊƍĘƘ�Ūİ�¹ĘŔĘĉĘĸîǃĽŪƐîŔ�NĘîŔƤĸ�¬ĘƐǃĽĊĘƘ�ÀƘĘđ� 

 6XUYH\�UHVSRQGHQWV�ZHUH�DVNHG�WR� LGHQWLI\� WKH�W\SHV�RI� WHOHEHKDYLRUDO�KHDOWK�VHUYLFHV� WKH\�FXUUHQWO\�
SURYLGH�DQG�ZKHWKHU�WKH\�XVHG�WKRVH�VHUYLFHV�EHIRUH�WKH�&29,'-���SDQGHPLF��7KH�PRVW�FRPPRQ�W\SHV�RI�
WHOHEHKDYLRUDO� KHDOWK� VHUYLFHV� LQ� XVH� SULRU� WR� WKH� SDQGHPLF� LQFOXGHG� H-PDLO� RU� VHFXUH� PHVVDJLQJ� ������
���������� IROORZHG� E\� WHOHSKRQLF� RQO\� ������ ���������� DQG� WKHQ� YLGHR� FRQIHUHQFLQJ� ������ ����������

)LJXUH����&KDOOHQJHV�3URYLGLQJ�7HOHEHKDYLRUDO�+HDOWK�6HUYLFHV 
3ULRU�WR�WKH�&29,'-���3DQGHPLF 



 

 

ǣǤ���ʄ���FĘĉƐƬîƐǊ�ǤǢǤǣ 

)ROORZLQJ�WKH�RQVHW�RI�WKH�SDQGHPLF��WKH�PRVW�FRPPRQ�W\SHV�RI�WHOHEHKDYLRUDO�KHDOWK�VHUYLFHV�XVHG�LQFOXGHG�
YLGHR�FRQIHUHQFLQJ�����������������WHOHSKRQLF�RQO\�����������������DQG�H-PDLO�DQG�VHFXUH�PHVVDJLQJ�������
����������7KH� OHDVW�FRPPRQ�W\SHV�RI�VHUYLFHV�XVHG�EHIRUH�DQG�DIWHU� WKH�RQVHW�RI� WKH�SDQGHPLF�ZHUH�VWRUH�
DQG� IRUZDUG� ��������������DQG�SDWLHQW�PRQLWRULQJ�GHYLFHV� �������������� �)LJXUH�����'XULQJ� WKH�SDQGHPLF��
YLGHR� FRQIHUHQFLQJ�� WHOHSKRQLF� RQO\�� DQG� ³RWKHU´� W\SHV� RI� WHOHEHKDYLRUDO� KHDOWK� VHUYLFHV� ZHUH� WKH� PRVW�
FRPPRQO\�W\SHV�RI�QHZ�VHUYLFHV�LQWURGXFHG� 

¹ǊƍĘƘ�Ūİ� îƐĘ�'ĘŔĽǃĘƐĘđ�ǃĽî�¹ĘŔĘĉĘĸîǃĽŪƐîŔ�NĘîŔƤĸ�¬ĘƐǃĽĊĘƘ��ĘİŪƐĘ� îşđ�¬ĽşĊĘ� ƤĸĘ�
 ~×S'-ǣǫ�¡îşđĘŝĽĊ 

 ,Q�DGGLWLRQ�WR�DVNLQJ�UHVSRQGHQWV�WR�LGHQWLI\�WKH�W\SHV�RI�WHOHEHKDYLRUDO�KHDOWK�VHUYLFHV�WKH\�KDYH�XVHG�
SULRU� WR� DQG� VLQFH� WKH� &29,'-��� SDQGHPLF�� VXUYH\� UHVSRQGHQWV� ZHUH� DVNHG� WR� LGHQWLI\� WKH� W\SHV� RI� FDUH�
SURYLGHG�E\�WHOHEHKDYLRUDO�KHDOWK�VHUYLFHV��)LJXUH�����5HVSRQGHQWV�ZHUH�DVNHG�WR�LQGLFDWH�ZKHWKHU�SDUWLFXODU�
W\SHV�RI�FDUH�DUH�SURYLGHG�XVLQJ�WHOHEHKDYLRUDO�KHDOWK�DQG�ZKHQ�WKRVH�VHUYLFHV�ZHUH�LQWURGXFHG��SULRU�WR�RU�
VLQFH�WKH�&29,'-���SDQGHPLF���5HVSRQGHQWV�ZHUH�DOVR�DVNHG�WR�LGHQWLI\�LI�DQ\�WHOHEHKDYLRUDO�KHDOWK�VHUYLFHV�
ZHUH�GLVFRQWLQXHG�RZLQJ�WR�WKH�&29,'-���SDQGHPLF� 

 7KH� PRVW� FRPPRQ� W\SHV� RI� FDUH� SURYLGHG� YLD� WHOHEHKDYLRUDO� KHDOWK� LQ� XVH� SULRU� WR� WKH� &29,'-���
SDQGHPLF� LQFOXGHG� SDWLHQW� UHIHUUDOV� ������ ���������� SURYLGHU� FROODERUDWLRQ� ������ ���������� DQG� FDUH�
FRRUGLQDWLRQ�����������������7KH�OHDVW�FRPPRQ�W\SHV�RI�FDUH�FRPSRQHQWV�RIIHUHG�YLD�WHOHEHKDYLRUDO�KHDOWK�
SULRU� WR� WKH�SDQGHPLF� LQFOXGHG�SDUWLDO�KRVSLWDOL]DWLRQ� ��������������DSSOLHG�EHKDYLRU�DQDO\VLV� ��������������
GD\�WUHDWPHQW���������������DQG�GHWR[LILFDWLRQ�VHUYLFHV��������������� 

 7KH�PRVW�FRPPRQ� W\SHV�RI� FDUH�FRPSRQHQWV�RIIHUHG�YLD� WHOHEHKDYLRUDO�KHDOWK� LQWURGXFHG�VLQFH� WKH�
&29,'-��� SDQGHPLF� LQFOXGHG� GLDJQRVLV�DVVHVVPHQW� ������ ���������� FRXQVHOLQJ� RU� WDON� WKHUDS\� ������

)LJXUH����7\SHV�RI�7HOHEHKDYLRUDO�+HDOWK�6HUYLFHV�'HOLYHUHG 
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���������� DQG� VFUHHQLQJ� ������ ���������� 7KH� OHDVW� FRPPRQ� W\SHV� RI� FDUH� FRPSRQHQWV� RIIHUHG� YLD�
WHOHEHKDYLRUDO� KHDOWK� LQWURGXFHG� VLQFH� WKH� &29,'-��� SDQGHPLF� ZHUH� GHWR[LILFDWLRQ� VHUYLFHV� ����� ���������
SDUWLDO�KRVSLWDOL]DWLRQ����������������DQG�DSSOLHG�EHKDYLRU�DQDO\VLV��������������� 

 5HVSRQGHQWV� LQGLFDWHG� WKDW� IHZ� VHUYLFHV�ZHUH� HQGHG� RZLQJ� WR� WKH�&29,'-��� SDQGHPLF�� 7KH�PRVW�
FRPPRQ�VHUYLFHV�WKDW�ZHUH�HQGHG�LQFOXGHG�GD\�WUHDWPHQW��������������DQG�SHHU�UHFRYHU\�VXSSRUW�VHUYLFHV�
����� ��������� )HZHU� WKDQ� ��� UHVSRQGHQWV� UHSRUWHG� WKDW� WKH\� HQGHG� SDUWLDO� KRVSLWDOL]DWLRQ� �Q ���� UHFRYHU\�
PDLQWHQDQFH� �Q ���� FDUH� FRRUGLQDWLRQ� �Q ���� VFUHHQLQJ� �Q ���� SUHVFULELQJ� �Q ����$SSOLHG�%HKDYLRU�$QDO\VLV�
�Q ���� GLDJQRVLV�DVVHVVPHQW� �Q ���� SURYLGHU� FROODERUDWLRQ� �Q ����PHGLFDWLRQ�PDQDJHPHQW�PRQLWRULQJ� �Q ����
DQG�FDVH�PDQDJHPHQW��Q ���� 

FîĊĽŔĽƤîƤŪƐƘ�İŪƐ�¹ĘŔĘĉĘĸîǃĽŪƐîŔ�NĘîŔƤĸ��đŪƍƤĽŪş�ŪƐ�/ǉƍîşƘĽŪş�'ƬƐĽşı�ƤĸĘ� ~×S'-ǣǫ�
¡îşđĘŝĽĊ 

 6XUYH\� SDUWLFLSDQWV�
ZHUH� DVNHG� WR� FKRRVH� ZKLFK�
IDFWRUV�IDFLOLWDWHG�RU�FKDOOHQJHG�
WKH�LQWURGXFWLRQ�RU�H[SDQVLRQ�RI�
WHOHEHKDYLRUDO� KHDOWK� VHUYLFHV�
LQ� UHVSRQVH� WR� WKH� &29,'-���
SDQGHPLF��)LJXUH�����7KH�PRVW�
FRPPRQO\� FLWHG� IDFLOLWDWRUV� RI�
WHOHEHKDYLRUDO� KHDOWK� VHUYLFHV�
LQ� UHVSRQVH� WR� WKH� SDQGHPLF�
LQFOXGHG� WHOHEHKDYLRUDO� KHDOWK�
UHVRXUFHV� ������ ����������
UHLPEXUVHPHQW� SROLF\� ������
���������� DQG� SURYLGHU� DFFHVV�
DQG�VNLOO�ZLWK�WHFKQRORJ\�������
����������,Q�DGGLWLRQ�����RI�����
UHVSRQGHQWV� ������ FKRVH�
³RWKHU´� IDFWRUV� WKDW� KHOSHG�
IDFLOLWDWH� WKH� LQWURGXFWLRQ� RU�

)LJXUH����7\SHV�RI�&DUH�&RPSRQHQWV�'HOLYHUHG�YLD�7HOHEHKDYLRUDO�+HDOWK 

)LJXUH����)DFLOLWDWRUV�IRU�WKH�,QWURGXFWLRQ�RU�H[SDQVLRQ�RI�7HOHEHKDY�
LRUDO�+HDOWK�6HUYLFHV�LQ�5HVSRQVH�WR�WKH�&29,'-���3DQGHPLF 
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H[SDQVLRQ�RI�WHOHEHKDYLRUDO�KHDOWK�VHUYLFHV��ZKLFK�LQFOXGHG�� 

· 5HOD[HG�IHGHUDO�DQG�VWDWH�UHJXODWLRQV�UHODWHG�WR�SURYLGLQJ�WHOHKHDOWK� 

· ([SDQVLRQ�RI�IXQGLQJ�WR�VXSSRUW�VHUYLFHV��H�J���0HGLFDUH��JUDQWV��DQG�0HGLFDLG�ZDLYHUV�� 

· 7KH�DELOLW\�WR�UHFHLYH�UHLPEXUVHPHQW�IRU�WHOHSKRQLF-RQO\�VHUYLFHV� 

· 6WDII�ZLOOLQJQHVV�DQG�IOH[LELOLW\�WR�WU\�D�QHZ�ZD\�WR�GHOLYHU�VHUYLFHV� 

· &OLHQW�ZLOOLQJQHVV�WR�WU\�WHOHEHKDYLRUDO�KHDOWK�VHUYLFHV� 

· ,QIRUPDWLRQ�WHFKQRORJ\�VWDII�VXSSRUW� 

· 7UDLQLQJ��DQG� 

· 3HHU�VXSSRUW� 

 ,Q� DGGLWLRQ� WR� WKH�VXUYH\� UHVSRQVHV��NH\� LQIRUPDQWV�DOVR� LGHQWLILHG� IDFLOLWDWRUV� IRU� WKH� LQWURGXFWLRQ�RU�
H[SDQVLRQ� RI� WHOHEHKDYLRUDO� KHDOWK� VHUYLFHV� GXULQJ� WKH� SDQGHPLF�� &RPPRQ� IDFLOLWDWRUV� LGHQWLILHG� E\� NH\�
LQIRUPDQWV� LQFOXGHG�JRYHUQPHQW� DJHQF\� VXSSRUW�� UHLPEXUVHPHQW� IRU� WHOHEHKDYLRUDO� KHDOWK� VHUYLFHV�� SULYDF\�
DQG�FRQILGHQWLDOLW\�UHJXODWLRQ�IOH[LELOLWLHV��IUHH�WUDLQLQJV�DQG�VXSSRUW��DQG�SURYLGHU�ZLOOLQJQHVV�DQG�IOH[LELOLW\�� 

 2QH� FRPPRQ� WKHPH� DPRQJ� NH\� LQIRUPDQWV�ZDV� KDYLQJ� WKH� VXSSRUW� RI� ORFDO� DQG� VWDWH� JRYHUQPHQW�
DJHQFLHV� WR� TXLFNO\� WUDQVLWLRQ� WR� YLUWXDO� VHUYLFHV�� 2QH� UHVSRQGHQW� UHSRUWHG� WKDW� WKHLU� FRXQW\� SURYLGHG� IUHH�
=RRP�OLFHQVHV�IRU�SURYLGHUV��ZKLFK�IDFLOLWDWHG�D�TXLFN�WUDQVLWLRQ�DQG�HVWDEOLVKHG�FRQVLVWHQF\�DFURVV�SURYLGHUV��
$QRWKHU� NH\� LQIRUPDQW� UHSRUWHG� WKDW� WKH� FRXQW\� SULRULWL]HG� VHUYLFHV� IRU� FOLHQWV� DERYH� DQ\WKLQJ� HOVH�� ZKLFK�
PHDQW� SURYLGHUV�ZHUH�JLYHQ�PRUH� IOH[LELOLW\� UHODWHG� WR� UHSRUWLQJ�DQG� FRPSOLDQFH� UHTXLUHPHQWV��$QRWKHU�NH\�
LQIRUPDQW�HFKRHG�WKLV�VWDWLQJ� 

³7KH�FRXQW\�ZDV�YHU\�VXSSRUWLYH�RI�SURYLGHU�RUJDQL]DWLRQV�DQG�WUXVWHG�WKHP�´ 

 $QRWKHU�FRPPRQ�WKHPH�UHODWHG�WR�IDFLOLWDWRUV�ZDV�WKH�DYDLODELOLW\�RI�IUHH�WUDLQLQJV�DQG�ZHELQDUV�RIIHUHG�
E\� QDWLRQDO� RUJDQL]DWLRQV�� 6HYHUDO� NH\� LQIRUPDQWV� UHSRUWHG� WKDW� WKH\� SDUWLFLSDWHG� LQ� LQ� RQOLQH� WUDLQLQJV� DQG�
LQIRUPDWLRQ�VHVVLRQV�WR�DGDSW�PRUH�HDVLO\�WR�SURYLGLQJ�WHOHEHKDYLRUDO�KHDOWK�VHUYLFHV�� 

 .H\� LQIRUPDQWV�DOVR�FRPPRQO\�UHSRUWHG� WKDW�SURYLGHU�ZLOOLQJQHVV� WR� WUDQVLWLRQ� WR�YLUWXDO�VHUYLFHV�DQG�
WKHLU� IOH[LELOLW\� GXULQJ� WKH�SDQGHPLF�ZDV� LQFUHGLEO\� LPSRUWDQW� IRU� VXFFHVVIXO� LPSOHPHQWDWLRQ�RU� H[SDQVLRQ�RI�
WHOHEHKDYLRUDO�KHDOWK�VHUYLFHV��6HYHUDO�NH\� LQIRUPDQWV�FRPPHQWHG�RQ�WKH�QHHG�IRU�SURYLGHUV�WR�EH�FUHDWLYH��
DGDSWLYH��DQG�IOH[LEOH��SDUWLFXODUO\�WR�HQJDJH�FOLHQWV�GXULQJ�YLUWXDO�VHVVLRQV�DQG�WR�RYHUFRPH�FKDOOHQJHV��2QH�
UHVSRQGHQW� XVHG� DQ� H[DPSOH� RI� KRZ� SURYLGHUV� ZHUH� FUHDWLYHO\� HPSOR\LQJ� VWUDWHJLHV� WR� RYHUFRPH� SDWLHQW�
FKDOOHQJHV�DQG�LQFUHDVH�HQJDJHPHQW�LQ�VHUYLFHV�DQG�WUHDWPHQW�PRGDOLWLHV� 

³6WDII�DUH�XVLQJ�FUHDWLYH�WHFKQLTXHV�WR�KHOS�SDWLHQWV�HQJDJH��)RU�H[DPSOH��
VXJJHVWLQJ�VRPHRQH�WDNH�D�ZDON�WRJHWKHU�ZKLOH�EHLQJ�RQ�WKH�SKRQH�ZLWK�D�

SURYLGHU�´ 

 %\�VXJJHVWLQJ�D�FOLHQW� WDNH�D�ZDON� �LQ�FRPSOLDQFH�ZLWK� WKH� ORFDO� VRFLDO�GLVWDQFLQJ� UHTXLUHPHQWV�� WKH�
SURYLGHU�ZDV�DEOH�WR�RYHUFRPH�D�FKDOOHQJH�RI�SULYDF\�DW�KRPH��ZDV�DEOH�WR�FRQQHFW�ZLWK�WKH�FOLHQW�LQ�WKDW�WKH\�
ZHUH�ZDONLQJ�WRJHWKHU��DQG�HQFRXUDJH�WKH�FOLHQW�WR�HQJDJH�LQ�SK\VLFDO�H[HUFLVH� 

 6HYHUDO�RWKHU�IDFLOLWDWRUV�ZHUH�LGHQWLILHG�E\�NH\�LQIRUPDQWV��LQFOXGLQJ� 

· 5HFHLYLQJ� IXQGLQJ�� LQFOXGLQJ� D� WHFKQRORJ\� JUDQW�� WR� VXSSRUW� WKH� SXUFKDVH� RI� HTXLSPHQW� IRU�
SURYLGHUV�WR�GHOLYHU�VHUYLFHV�IURP�WKHLU�KRPHV� 

· +DYLQJ�SUH-H[LVWLQJ�UHODWLRQVKLSV�ZLWK�FOLHQWV�PDGH�WKH�WUDQVLWLRQ�WR�YLUWXDO�VHUYLFHV�HDVLHU�IRU�VRPH�
SURYLGHUV� 

· 8VLQJ�UHDO-WLPH�GDWD�WR�TXLFNO\�WURXEOHVKRRW�LVVXHV�DQG�LGHQWLI\�WUHQGV��IRU�H[DPSOH��W\SHV�RI�FOLHQW�
SRSXODWLRQV�ZKR�ZHUH�QRW�HQJDJLQJ�LQ�VHUYLFHV�� 

· +DYLQJ�FOLHQWV�ZKR�IDFHG�FRQQHFWLYLW\�FKDOOHQJHV�JR�WR�SODFHV�WKDW�RIIHUHG�IUHH�:L-)L��H�J���SDUNLQJ�



 
ǣǧ���ʄ���FĘĉƐƬîƐǊ�ǤǢǤǣ 

 

ORWV�RI�UHVWDXUDQWV�� 

· &RQGXFWLQJ�ZHHNO\�WHDP�PHHWLQJV�WR�GLVFXVV�FKDOOHQJHV�DQG�VROXWLRQV� 

· (VWDEOLVKLQJ�SURYLGHU�SURWRFROV�IRU�HQJDJLQJ�SDWLHQWV�YLUWXDOO\��)RU�H[DPSOH��DVNLQJ�FOLHQWV� LI� WKH\�
DUH�DORQH�DQG�LI�WKH\�FDQ�VWD\�ZKHUH�WKH\�DUH�IRU�WKH�GXUDWLRQ�RI�WKH�VHVVLRQ�� 

 ĸîŔŔĘşıĘƘ� ƤŪ� �đŪƍƤ� ŪƐ� /ǉƍîşđ� ¹ĘŔĘĉĘĸîǃĽŪƐîŔ� NĘîŔƤĸ� 'ƬƐĽşı� ƤĸĘ�  ~×S'-ǣǫ�
¡îşđĘŝĽĊ 

 5HVSRQGHQWV� ZHUH� DOVR� DVNHG� WR� LGHQWLI\� IDFWRUV� WKDW� ZHUH� WKHLU� JUHDWHVW� FKDOOHQJHV� UHODWHG� WR�
LQWURGXFLQJ�RU�H[SDQGLQJ� WHOHEHKDYLRUDO�KHDOWK�VHUYLFHV� LQ� UHVSRQVH� WR� WKH�&29,'-���SDQGHPLF� �)LJXUH�����
7KH�PRVW�FRPPRQO\�LGHQWLILHG�FKDOOHQJH�ZDV�FOLHQW�DFFHVV�DQG�VNLOO�ZLWK�WHFKQRORJ\�����������������IROORZHG�
E\� SURYLGHU� DFFHVV� DQG� VNLOO� ZLWK� WHFKQRORJ\� ������ ���������� DQG� WHOHEHKDYLRUDO� KHDOWK� UHVRXUFHV� ������
���������1LQHW\-WKUHH�RI�����������UHVSRQGHQWV�DOVR�LGHQWLILHG�³RWKHU´�IDFWRUV�WKDW�ZHUH�FKDOOHQJHV�� 

 7KH�PRVW�FRPPRQO\�LGHQWLILHG�FKDOOHQJHV�LQFOXGHG� 

· (TXLSPHQW� 

· %URDGEDQG�DFFHVV�DQG�
TXDOLW\� 

· &OLHQW� SULYDF\� DQG�
FRQILGHQWLDOLW\� 

· &OLHQW�ZLOOLQJQHVV� 

· ,QLWLDO� EX\� LQ� IURP� VWDII�
DQG�FOLHQWV� 

· &KRRVLQJ� KLJK-TXDOLW\�
WHFKQRORJ\�SODWIRUPV� 

· )UHTXHQWO\� FKDQJLQJ�
UHLPEXUVHPHQW�
SROLFLHV��DQG 

· 7HFKQRORJ\�JOLWFKHV�� 

�ŚĂůůĞŶŐĞƐ�&ĂĐĞĚ�ďǇ��ůŝĞŶƚƐ 

 ,QIRUPDWLRQ�FROOHFWHG� WKURXJK�NH\� LQIRUPDQW� LQWHUYLHZV�VXSSRUW� VXUYH\� ILQGLQJV��7KH�PRVW�FRPPRQO\�
FLWHG�PDMRU�FKDOOHQJHV�H[SHULHQFHG�E\�NH\�LQIRUPDQWV�ZHUH�UHODWHG�WR�SDWLHQW�DFFHVV�WR�WHFKQRORJ\��([DPSOHV�
RI�FKDOOHQJHV�UHODWHG�WR�FOLHQW�DFFHVV�WR�WHFKQRORJ\� LQFOXGH�D� ODFN�RI�,QWHUQHW�FRQQHFWLYLW\�DQG�FRYHUDJH��DQ�
LQDELOLW\�DPRQJ�FOLHQWV�WR�SXUFKDVH�QHZ�WHFKQRORJ\��DQG�D�ODFN�RI�SULYDF\�ZKLOH�DW�KRPH�� 

³+HUH�LQ�RXU�FRPPXQLW\��WKH�QXPEHU�RQH�EDUULHU�ZDV�FRQQHFWLYLW\�EHFDXVH�D�ORW�RI�
WKH�FOLHQWV�OLYH�LQ�DUHDV�ZKHUH�,QWHUQHW�VHUYLFHV�ZDVQ¶W�JUHDW�´ 

 $�FRPPRQ�WKHPH�DPRQJ�NH\�LQIRUPDQWV�ZDV�WKH�ZD\V�LQ�ZKLFK�VRFLDO�GHWHUPLQDQWV�RI�KHDOWK�LPSDFW�
LQGLYLGXDOV¶�DELOLW\� WR�PHDQLQJIXOO\�HQJDJH� LQ� WHOHEHKDYLRUDO�KHDOWK�VHUYLFHV��HVSHFLDOO\�GXULQJ� WKH�SDQGHPLF�
ZKHQ�PDQ\�IDPLOLHV�IDFHG�HFRQRPLF�DQG�KRXVLQJ�FULVHV��2QH�LQIRUPDQW�FRPPHQWHG�RQ�WKH�IDFW�WKDW�SRYHUW\�
LPSDFWV�FOLHQWV¶�DELOLW\�WR�HQJDJH�LQ�WHOHEHKDYLRUDO�KHDOWK�E\�SURKLELWLQJ�WKH�SXUFKDVH�RI�QHFHVVDU\�WHFKQRORJ\��
EXW�DOVR�E\� LPSDFWLQJ�WHFKQRORJLFDO� OLWHUDF\�DQG�WKH�NQRZOHGJH�RI�KRZ�WR�XVH� WKH� WHFKQRORJ\��2QH�SURYLGHU�
VHUYLQJ� D� UXUDO� DUHD� LQ�*HRUJLD� UHSRUWHG� WKDW� WKHLU� RUJDQL]DWLRQ� TXLFNO\� LQWURGXFHG� =RRP� WR� SURYLGH� YLGHR-
EDVHG�WHOHEHKDYLRUDO�KHDOWK�VHUYLFHV�WR�FOLHQWV��KRZHYHU��DSSUR[LPDWHO\����RI�FOLHQWV�GLG�QRW�KDYH�DFFHVV�WR�
=RRP�� 7R� RYHUFRPH� WKLV� FKDOOHQJH�� WKH� RUJDQL]DWLRQ� SXW�PHDVXUHV� LQ� SODFH� WR� DOORZ� FOLHQWV� WR� DFFHVV� WKH�
VDPH�VHUYLFHV�E\�WHOHSKRQH�� 

)LJXUH����&KDOOHQJHV�5HODWHG�WR�,QWURGXFLQJ�RU�([SDQGLQJ�7HOH�
EHKDYLRUDO�+HDOWK�6HUYLFHV�LQ�5HVSRQVH�WR�WKH�&29,'-���3DQGHPLF� 
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 ,Q�DGGLWLRQ�WR�VRFLDO�DQG�HFRQRPLF�FKDOOHQJHV�IDFHG�E\�FOLHQWV��FOLHQWV�DUH�DOVR�DW�ULVN�RI�DQG�IHDUIXO�RI�
JHWWLQJ�&29,'-����2QH�LQIRUPDQW�FRPPHQWHG� 

³5HFHQWO\�� RQH� RI� P\� FOLHQWV� DFWXDOO\� WHVWHG� SRVLWLYH�� VR� RQ� WRS� RI� HYHU\WKLQJ� HOVH� WKHVH� H[WUD� IHDUV� DUH�
HVFDODWLQJ�HYHU\WKLQJ��,�UHDOO\�KDYH�WR�IRFXV�RQ�WKH�HVFDODWLRQ�DQG�FDOPLQJ�RI�WKH�EUDLQ�EHIRUH�,�FDQ�HQJDJH�LQ�
WKH�SODQQHG�VHVVLRQV��7U\LQJ�WR�XQFRYHU�WKRVH�OD\HUV�KDV�EHHQ�FKDOOHQJLQJ�´� 

�ŚĂůůĞŶŐĞƐ�&ĂĐĞĚ�ďǇ�WƌŽǀŝĚĞƌƐ 

 ,Q�DGGLWLRQ�WR�FOLHQW-UHODWHG�FKDOOHQJHV��NH\�LQIRUPDQWV�LGHQWLILHG�FKDOOHQJHV�LPSDFWLQJ�SURYLGHUV¶�DELOLW\�
WR� PHDQLQJIXOO\� HQJDJH� LQ� WHOHEHKDYLRUDO� KHDOWK� VHUYLFHV� GXULQJ� WKH� SDQGHPLF�� 2QH� FKDOOHQJH� HFKRHG� E\�
VHYHUDO�NH\�LQIRUPDQWV�ZDV�SURYLGHUV¶�VWUXJJOH�ZLWK�WU\LQJ�WR�GHOLYHU�WHOHEHKDYLRUDO�KHDOWK�VHUYLFHV�IURP�WKHLU�
RZQ�KRPHV�ZKLOH�KDYLQJ�WR�PDQDJH�WKHLU�SHUVRQDO�UHVSRQVLELOLWLHV��LQFOXGLQJ�KDYLQJ�FKLOGUHQ�DW�KRPH��ILQGLQJ�
SULYDWH� SK\VLFDO� VSDFHV� WR� GHOLYHU� VHUYLFHV�� DQG� H[SHULHQFLQJ� FRQQHFWLYLW\� FKDOOHQJHV� ZKLOH� ZRUNLQJ� IURP�
KRPH�� 

 $QRWKHU�NH\� FKDOOHQJH� LGHQWLILHG�E\�SURYLGHUV�ZDV� WKH� LQDELOLW\� WR� FRQGXFW� WKRURXJK�DVVHVVPHQWV�RI�
FOLHQWV�XVLQJ�WHOHEHKDYLRUDO�KHDOWK��YLGHR�DQG�DXGLR-RQO\�VHUYLFHV���2QH�SURYLGHU�FRPPHQWHG�� 

³,�ZRUN�D�ORW�ZLWK�WHHQDJHUV�DQG�,¶P�VWUXJJOLQJ�WR�JHW�DQ�DGHTXDWH�DVVHVVPHQW�RI�
WKH�ZRUGV�,¶P�KHDULQJ�EHLQJ�DFFXUDWH��:KHUHDV��ZKHQ�,¶P�LQ�SHUVRQ��,�FDQ�UHDG�

WKHLU�ERG\�ODQJXDJH�WR�VHH�WKDW�´ 

 $� UHODWHG� FKDOOHQJH� H[SUHVVHG� E\� VHYHUDO� NH\� LQIRUPDQWV� ZDV� UHODWHG� WR� EHLQJ� DEOH� WR� DGHTXDWHO\�
DVVHVV� IRU� VDIHW\� LVVXHV�� LQFOXGLQJ� GRPHVWLF� DQG� FKLOG� DEXVH�� XVLQJ� WHOHEHKDYLRUDO� KHDOWK� VHUYLFHV�� 7KH�
FRQFHUQ� DERXW� QRW� EHLQJ� DEOH� WR� FRQGXFW� DGHTXDWH� VDIHW\� DVVHVVPHQWV� ZDV� H[DFHUEDWHG� E\� WKH� IDFW� WKDW�
FOLHQWV� DUH� QRW� EHLQJ� VHHQ� E\� RWKHU� SURYLGHUV� ZKR�ZRXOG� RWKHUZLVH� DOVR� EH� DEOH� WR� LGHQWLI\� VDIHW\� LVVXHV��
3URYLGHUV�VWDWHG�WKDW�LW�ZDV�YHU\�GLIILFXOW�WR�DVVHVV�IRU�VDIHW\�LVVXHV�RZLQJ�WR�FOLHQWV¶�ODFN�RI�SULYDF\�DW�KRPH��
HVSHFLDOO\�FKLOGUHQ��2QH�SURYLGHU�VWDWHG� 

³)HHOLQJ�D�EXUGHQ�RI�LW�EHLQJ�DOO�RQ�XV�WR�HYDOXDWH�YHUVXV�EHIRUH�WKHUH�XVHG�WR�EH�
WHDFKHUV�RU�GD\FDUH�SURYLGHUV�RU�RWKHU�SHRSOH�ZKR�PLJKW�EH�DEOH�WR�SXW�H\HV�RQ�
WKH�FKLOG��$�ORW�RI�WKH�WLPH��WKH\�FDQ¶W�VD\�DQ\WKLQJ�EHFDXVH�WKH�SDUHQW�RU�SRWHQWLDO�
DEXVHU�LV�VLWWLQJ�ULJKW�QH[W�WR�WKHP�´�� 

 :KHQ�DVNHG�DERXW�HQJDJHPHQW�LQ�DQG�SUHIHUHQFHV�IRU�WHOHEHKDYLRUDO�KHDOWK�VHUYLFHV�DPRQJ�FOLHQWV��
NH\� LQIRUPDQWV¶� UHVSRQVHV� YDULHG�� 6RPH� NH\� LQIRUPDQWV� UHSRUWHG� WKDW� QR-VKRZ� UDWHV� GHFOLQHG� ZKHQ� WKHLU�
RUJDQL]DWLRQ�WUDQVLWLRQHG�WR�WHOHEHKDYLRUDO�KHDOWK��KRZHYHU��RWKHU�NH\�LQIRUPDQWV�UHSRUWHG�WKDW�QR-VKRZ�UDWHV�
LQFUHDVHG�DQG�FOLHQWV�ZHUH�JHQHUDOO\�OHVV�HQJDJHG�LQ�VHUYLFHV��2QH�NH\�LQIRUPDQW�UHSRUWHG�WKDW�WKH\�IHOW�WKH�
QR-VKRZ� UDWHV�GURSSHG� WR� YLUWXDOO\� ��DIWHU� WKH� WUDQVLWLRQ� WR� WHOHEHKDYLRUDO� KHDOWK�EHFDXVH�FOLHQWV�KDG� IHZHU�
EDUULHUV�WR�DFFHVVLQJ�VHUYLFHV��VXFK�DV�WUDQVSRUWDWLRQ�RU�FKLOGFDUH��2Q�WKH�RWKHU�KDQG��VRPH�NH\�LQIRUPDQWV�
UHSRUWHG�WKDW�WKHLU�FOLHQWV�DUH�QRW�VKRZLQJ�XS�IRU�WHOHEHKDYLRUDO�KHDOWK�DSSRLQWPHQWV�RU�DUH�GLVHQJDJHG�ZKHQ�
WKH\� GR� ORJ� LQ� IRU� YLUWXDO� DSSRLQWPHQWV�� 6HYHUDO� NH\� LQIRUPDQWV� DOVR� LGHQWLILHG� HQJDJLQJ� FKLOGUHQ� DQG�
DGROHVFHQWV�GXULQJ�YLUWXDO�YLVLWV�ZDV�HVSHFLDOO\�FKDOOHQJLQJ��2QH�NH\�LQIRUPDQW�VWDWHG� 

³3URYLGHUV�KDYH�H[SHULHQFHG�VRPH�IUXVWUDWLRQ�ZLWK�SDWLHQWV�QRW�XQGHUVWDQGLQJ�
WKDW�WKH�SDWLHQW�ZDV�VFKHGXOHG�ZLWK�WKH�GRFWRU��3DWLHQWV�KDYH�DOVR�EHHQ�IRXQG�WR�

EH�SUHRFFXSLHG�GXULQJ�DSSRLQWPHQWV��)RU�H[DPSOH��ZRUNLQJ�DV�D�PHFKDQLF��
GULYLQJ��DQG�LQ�RQH�FDVH��FKDVLQJ�FKLFNHQV�´ 

 3URYLGHU�EXUQRXW�DQG� IDWLJXH�ZDV�DOVR� LGHQWLILHG�DV�D�FKDOOHQJH�DPRQJ�VHYHUDO� NH\� LQIRUPDQWV��7KH�
QHHG�IRU�VHOI-FDUH�DQG�VHOI-FRPSDVVLRQ�ZHUH�HFKRHG�E\�NH\� LQIRUPDQWV�DV�ZHOO�DV� WKH�QHHG�WR� LGHQWLI\�KRZ�
FKDOOHQJLQJ�LW�LV�IRU�SURYLGHUV�WR�PDQDJH�WKH�WUDXPD��JULHI��DQG�VWUHVV�H[SHULHQFHG�GXULQJ�WKH�SDQGHPLF� 

 $QRWKHU�FKDOOHQJH�LGHQWLILHG�E\�NH\�LQIRUPDQWV�ZDV�UHODWHG�WR�GHOLYHULQJ�WHOHEHKDYLRUDO�KHDOWK�VHUYLFHV�
LQ�D�PDQQHU�WKDW�LV�FXOWXUDOO\�UHOHYDQW�DQG�DSSURSULDWH��6HYHUDO�NH\�LQIRUPDQWV�UHSRUWHG�D�QHHG�IRU�DGGLWLRQDO�
WUDLQLQJ�UHODWHG�WR�FXOWXUDOO\�VSHFLILF�WHOHEHKDYLRUDO�KHDOWK�VHUYLFHV��2QH�SURYLGHU�H[SODLQHG�WKDW�WKH\�ZRUN�ZLWK�
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D�SRSXODWLRQ�ZKHUH�ZRPHQ�DUH�RIWHQ�ZLWK�WKHLU�KXVEDQGV�GXULQJ�VHVVLRQV�DQG�LW�KDV�EHHQ�D�FKDOOHQJH�WR�EH�
DEOH�WR�JHW�FOLHQWV�LQ�VSDFH�ZKHUH�WKH\�DUH�DORQH�WR�WDON�WR�WKH�SURYLGHU�ZLWKRXW�WKHLU�KXVEDQG�SUHVHQW��2WKHU�
NH\�LQIRUPDQWV�DOVR�FRPPHQWHG�RQ�FKDOOHQJHV�UHODWHG�WR�XVLQJ�WUDQVODWLRQ�DQG�LQWHUSUHWDWLRQ�VHUYLFHV�GXULQJ�
WHOHEHKDYLRUDO�KHDOWK�VHUYLFHV�� 

dĞĐŚŶŽůŽŐǇ-ZĞůĂƚĞĚ��ŚĂůůĞŶŐĞƐ 

 .H\�LQIRUPDQWV�ZHUH�DVNHG�WR�FRPPHQW�RQ�FKDOOHQJHV�UHODWHG�WR�VSHFLILF�W\SHV�RI�WHFKQRORJLHV�XVHG�
�H�J���YLGHR��DXGLR�RQO\���2QH�FKDOOHQJH�LGHQWLILHG�E\�VHYHUDO�NH\�LQIRUPDQWV�ZDV�UHODWHG�WR�IDFLOLWDWLQJ�JURXS�
VHVVLRQV�DQG�JURXS�WKHUDS\�WKURXJK�YLUWXDO�IRUPDWV��2QH�UHVSRQGHQW�UHSRUWHG�WKDW�WKH\�IRXQG�=RRP�ZRUNHG�
ZHOO�IRU�WKHLU�RUJDQL]DWLRQ�IRU�JURXS�ZRUN��KRZHYHU��LW�ZDV�D�SURFHVV�RI�WULDO�DQG�HUURU�EHIRUH�FKRRVLQJ�WKH�EHVW�
WHFKQRORJ\�DQG�IRUPDW�IRU�WKH�ZRUN��$QRWKHU�WHFKQRORJ\-UHODWHG�FKDOOHQJH�LGHQWLILHG�E\�VHYHUDO�NH\�LQIRUPDQWV�
ZDV�GLIILFXOW\�REWDLQLQJ�HTXLSPHQW��VSHFLILFDOO\�FDPHUDV��RZLQJ�WR�VKRUW�VXSSOLHV�GXULQJ�WKH�SDQGHPLF�� 

 2WKHU�WHFKQRORJ\-UHODWHG�FKDOOHQJHV�LGHQWLILHG�E\�NH\�LQIRUPDQWV�LQFOXGHG� 

· ([SHULHQFLQJ�³JOLWFKHV´�ZKHQ�WU\LQJ�WR�PDVN�SHUVRQDO�FHOO�SKRQH�QXPEHUV�E\�URXWLQJ�WKHP�WKURXJK�
WKH�RIILFH�OLQH� 

· &RQQHFWLYLW\�LQ�SURYLGHU�KRPHV��FOLHQW�KRPHV��DQG�RIILFH�ORFDWLRQV� 

· )RU�VPDOO�DQG�VROR�SURYLGHUV��LQYHVWLQJ�LQ�WHFKQRORJ\�LV�D�FRQVLGHUDEOH�H[SHQVH�WR�EHDU�DQG�LW�FDQ�
EH�GLIILFXOW�WR�GLVFHUQ�WKH�W\SHV�RI�WHFKQRORJ\�QHHGHG� 

· &KDOOHQJHV�UHODWHG�WR�KDYLQJ�FOLHQWV�H-VLJQ�GRFXPHQWV� 

· 0HDQLQJIXOO\�HQJDJLQJ�WUDQVODWLRQ�DQG�LQWHUSUHWDWLRQ�VHUYLFHV�ZLWK�PDQ\�RI�WKH�W\SHV�RI�WHFKQRORJ\�
FXUUHQWO\�EHLQJ�XVHG�WR�FRQGXFW�WHOHEHKDYLRUDO�KHDOWK�VHUYLFHV� 

 ŪşƤĽşƬĘđ�ÀƘĘ�Ūİ�¹ĘŔĘĉĘĸîǃĽŪƐîŔ�NĘîŔƤĸ�¬ĘƐǃĽĊĘƘ��ĘǊŪşđ�ƤĸĘ� ~×S'-ǣǫ�¡îşđĘŝĽĊ 

 6XUYH\� UHVSRQGHQWV� ZHUH� DVNHG� ZKHWKHU� WKHLU� RUJDQL]DWLRQV� SODQ� RQ� XVLQJ� WHOHEHKDYLRUDO� KHDOWK�
VHUYLFHV�EH\RQG�WKH�SHULRG�RI�WKH�&29,'-���SDQGHPLF�DQG�UHODWHG�VRFLDO�GLVWDQFLQJ�UHVWULFWLRQV��7KH�PDMRULW\�
RI� UHVSRQGHQWV� ������ ��������� UHSRUWHG� WKDW� WKHLU� RUJDQL]DWLRQ� GLG� SODQ� RQ� XVLQJ� WHOHEHKDYLRUDO� KHDOWK�
VHUYLFHV� DIWHU� WKH� SDQGHPLF�� ���� ���������� UHSRUWHG� WKDW� WKHLU� RUJDQL]DWLRQ� ZDV� XQGHWHUPLQHG�� DQG� ���
�������� UHSRUWHG� WKDW� WKHLU� RUJDQL]DWLRQ� ZDV� QRW� SODQQLQJ� RQ� XVLQJ� WHOHEHKDYLRUDO� KHDOWK� VHUYLFHV� DIWHU� WKH�
&29,'-���SDQGHPLF� 

 .H\� LQIRUPDQWV� ZHUH� DOVR� DVNHG� ZKHWKHU� WKHLU� RUJDQL]DWLRQV� KDG� SODQQHG� RQ� XVLQJ� WHOHEHKDYLRUDO�
KHDOWK�VHUYLFHV�EH\RQG�WKH�&29,'-���SDQGHPLF��$OO�EXW���LQIRUPDQW�UHSRUWHG�WKDW�WKHLU�RUJDQL]DWLRQ�GRHV�SODQ�
WR�SURYLGH�VRPH�W\SH�WHOHEHKDYLRUDO�KHDOWK�EH\RQG�WKH�SHULRG�RI�WKH�SDQGHPLF��2QH�LQIRUPDQW�ZDV�QRW�VXUH�
DV�WKHLU�RUJDQL]DWLRQ�GLG�QRW�XVH�WHOHEHKDYLRUDO�KHDOWK�SULRU�WR�WKH�SDQGHPLF��0DQ\�NH\�LQIRUPDQWV�VWDWHG�WKDW�
WKH� GHFLVLRQ� DERXW� RIIHULQJ� WHOHEHKDYLRUDO� KHDOWK� VHUYLFHV� LV� ODUJHO\� EHLQJ� GULYHQ� E\� UHLPEXUVHPHQW� DQG�
IXQGLQJ�IRU�VHUYLFHV��)RU�H[DPSOH��FXUUHQWO\�WKHUH�DUH�VHYHUDO�SROLFLHV�LQ�SODFH�DOORZLQJ�IRU�UHLPEXUVHPHQW�IRU�
WHOHSKRQLF-RQO\�VHUYLFHV��KRZHYHU�� LI�WKRVH�UHLPEXUVHPHQW�PHFKDQLVPV�FHDVH��WKHQ�RUJDQL]DWLRQV�PD\�VWRS�
RIIHULQJ�WKH�VHUYLFHV��0RVW�RI�WKH�NH\�LQIRUPDQWV�VWDWHG�WKDW�WKH\�KRSH�WKH�FXUUHQW�SROLF\�DQG�UHLPEXUVHPHQW�
IOH[LELOLWLHV�UHPDLQ�LQ�SODFH�EH\RQG�WKH�SHULRG�RI�WKH�SDQGHPLF�� 

~ƐıîşĽǔîƤĽŪşƘ�sŪƤ� ƬƐƐĘşƤŔǊ�ÀƘĽşı�¹ĘŔĘĉĘĸîǃĽŪƐîŔ�NĘîŔƤĸ�¬ĘƐǃĽĊĘƘ 

 6XUYH\� UHVSRQGHQWV� ZKR� LQGLFDWHG� WKHLU� RUJDQL]DWLRQV� DUH� QRW� XVLQJ� WHOHEHKDYLRUDO� KHDOWK� VHUYLFHV�
ZHUH� DVNHG� WR� LGHQWLI\� WKH� IDFWRUV� WKDW� LQIOXHQFHG� WKH� GHFLVLRQ� QRW� WR� XVH� WHOHEHKDYLRUDO� KHDOWK� VHUYLFHV�
�)LJXUH�����6L[W\-ILYH�UHVSRQGHQWV�DQVZHUHG�WKLV�TXHVWLRQ��7KH�PRVW�FRPPRQO\�LGHQWLILHG�IDFWRUV�IRU�QRW�XVLQJ�
WHOHEHKDYLRUDO�VHUYLFHV�LQFOXGHG�FRQFHUQV�DERXW�+,3$$�DQG����&)5�3DUW�FRPSOLDQFH���������������SDWLHQWV�
ODFN�UHVRXUFHV�WR�HQJDJH�LQ�WHOHEHKDYLRUDO�KHDOWK���������������DQG�FRVW�RI�LPSOHPHQWDWLRQ���������������7KH�
OHDVW�FRPPRQO\�FLWHG�IDFWRUV�LQFOXGHG�QRW�EHOLHYLQJ�LW�ZRUNV�������������EHLQJ�XQDZDUH�RI�WUDLQLQJ�SURJUDPV�
������������DQG�EHLQJ�WRR�EXV\�������������� 
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 $GGLWLRQDOO\�����UHVSRQGHQWV�LGHQWLILHG�³RWKHU´�IDFWRUV��LQFOXGLQJ� 

· $�SUHIHUHQFH�IRU�LQ�SHUVRQ�FRXQVHOLQJ� 

· ,QVXUDQFH�UHVWULFWLRQV� 

· )XQGLQJ��DQG 

· /DFN�RI�SDWLHQW�LQWHUHVW�� 

¤ĘƘŪƬƐĊĘƘ�ƤŪ�¬ƬƍƍŪƐƤ�¹ĘŔĘĉĘĸîǃĽŪƐîŔ�NĘîŔƤĸ�SŝƍŔĘŝĘşƤîƤĽŪş 

 6XUYH\� UHVSRQGHQWV� ZKRVH� RUJDQL]DWLRQV� DUH� QRW� FXUUHQWO\� SURYLGLQJ� WHOHEHKDYLRUDO� KHDOWK� VHUYLFHV�
ZHUH� DVNHG� WR� LGHQWLI\� UHVRXUFHV� WKDW� ZRXOG� EH�PRVW� KHOSIXO� WR� WKHLU� RUJDQL]DWLRQV� DV� WKH\� FRQVLGHU� XVLQJ�
WHOHEHKDYLRUDO�KHDOWK�VHUYLFHV��7KH�PRVW�FRPPRQO\� LGHQWLILHG�KHOSIXO� UHVRXUFHV� LQFOXGHG�EHVW�SUDFWLFHV�DQG�
VWUDWHJLHV� RQ� KRZ� WR� HIIHFWLYHO\� GHOLYHU� WHOHEHKDYLRUDO� KHDOWK� ������ �������� KRZ� WR� HQJDJH� SDWLHQWV� ������
��������DQG�XQGHUVWDQGLQJ�FRPSOLDQFH�DQG�OLFHQVXUH�UHJXODWLRQV�IRU�WHOHEHKDYLRUDO�KHDOWK�������������� 

¹ĘŔĘĉĘĸîǃĽŪƐîŔ�NĘîŔƤĸ�¹ƐîĽşĽşı 

 ,Q�DGGLWLRQ�WR�XQGHUVWDQGLQJ�WKH�ZD\V�LQ�ZKLFK�WKH�&29,'-���SDQGHPLF�KDV�LPSDFWHG�WHOHEHKDYLRUDO�
KHDOWK� XVH�� WKH� JRDOV� RI� WKLV� VWXG\� LQFOXGHG� EHWWHU� XQGHUVWDQGLQJ� WUDLQLQJ� QHHGV� UHODWHG� WR� WHOHEHKDYLRUDO�
KHDOWK��$PRQJ�����VXUYH\�UHVSRQGHQWV����������������UHSRUWHG�WKDW�WKH\�KDG�EHHQ�WUDLQHG�LQ�WKH�GHOLYHU\�RI�
WHOHEHKDYLRUDO�KHDOWK�DQG���������������UHSRUWHG�WKDW�WKH\�GLG�QRW�UHFHLYH�WUDLQLQJ��$PRQJ�����UHVSRQGHQWV�
ZKR�GLG�UHFHLYH�WHOHEHKDYLRUDO�KHDOWK�WUDLQLQJ��PRVW�LQGLYLGXDOV�UHFHLYHG�WUDLQLQJ�DIWHU�WKH\�ZHUH�HPSOR\HG�DW�
WKHLU�FXUUHQW�SODFH�RI�HPSOR\PHQW�����������������2QO\��������������RI�LQGLYLGXDOV�UHFHLYHG�WUDLQLQJ�SULRU�WR�
WKHLU�FXUUHQW�SODFH�RI�HPSOR\PHQW�� 

 5HVSRQGHQWV�ZKR�UHFHLYHG�WHOHEHKDYLRUDO�KHDOWK�WUDLQLQJ�ZHUH�DOVR�DVNHG�WR�LGHQWLI\�WKH�VRXUFH�RI�WKH�
WUDLQLQJ� DQG�ZKHWKHU� WKH\� UHFHLYHG� WUDLQLQJ� EHIRUH� RU� VLQFH� WKH�&29,'-��� SDQGHPLF�� $� JUHDWHU� QXPEHU� RI�
WUDLQLQJV� WRRN� SODFH� IROORZLQJ� WKH� RQVHW� RI� WKH� SDQGHPLF� ������ ��������� FRPSDUHG�ZLWK� SULRU� WR� SDQGHPLF�
����������������7KH�PRVW�FRPPRQ�VRXUFHV�RI�WUDLQLQJ�LQFOXGHG�QRQSURILW�DJHQFLHV�����������������HPSOR\HU
-SURYLGHG� VRXUFHV� ������ ���������� DQG� SULYDWH� FRPSDQ\� SURYLGLQJ� FRQWLQXLQJ� HGXFDWLRQ� FUHGLWV� ������

)LJXUH����2UJDQL]DWLRQDO�)DFWRUV�IRU�1RW�8VLQJ�7HOHEHKDYLRUDO�+HDOWK�6HUYLFHV� 
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���������� 7KH� OHDVW� FRPPRQ� VRXUFHV� RI� WUDLQLQJ� LQFOXGHG� UHVLGHQF\� ������� �������� ILHOG� SUDFWLFXP� RU�
LQWHUQVKLS���������������DQG�JUDGXDWH�VFKRRO�FRXUVH�ZRUN�������������� 

 .H\�LQIRUPDQWV�ZHUH�DOVR�DVNHG�WR�GHVFULEH�WKH�W\SHV�RI�WHOHEHKDYLRUDO�KHDOWK�WUDLQLQJV�WKH\�HQJDJHG�
LQ�DQG�ZRXOG�EHQHILW� IURP��0DQ\�NH\� LQIRUPDQWV� UHSRUWHG� WKDW� WKH\�SDUWLFLSDWHG� LQ� IUHH�ZHELQDUV�DQG�RQOLQH�
WUDLQLQJV�RIIHUHG�E\�QDWLRQDO�RUJDQL]DWLRQV�WR�EHWWHU�DVVLVW�ZLWK�WKH�WUDQVLWLRQ�WR�WHOHEHKDYLRUDO�KHDOWK�VHUYLFHV��
([DPSOHV�RI�RUJDQL]DWLRQV�RIIHULQJ�VXFK�WUDLQLQJV�FLWHG�E\�NH\�LQIRUPDQWV�LQFOXGHG�WKH�$GGLFWLRQ�7HFKQRORJ\�
7UDQVIHU�&HQWHU��WKH�6$0+6$��WKH�1DWLRQDO�$VVRFLDWLRQ�IRU�$OFRKROLVP�DQG�'UXJ�$EXVH�&RXQVHORUV��DQG�WKH�
1DWLRQDO�&RXQFLO�� 

 )HZ� NH\� LQIRUPDQWV� SDUWLFLSDWHG� LQ� WUDLQLQJV� RQ�SURYLGLQJ� WHOHEHKDYLRUDO� KHDOWK� VHUYLFHV� SULRU� WR� WKH�
RQVHW� RI� WKH� SDQGHPLF�� 0DQ\� NH\� LQIRUPDQWV� UHSRUWHG� WRSLFV� UHODWHG� WR� WHOHEHKDYLRUDO� KHDOWK� ZHUH� RIWHQ�
PLVVLQJ� IURP�RIIHUHG�FRQWLQXLQJ�HGXFDWLRQ�HYHQWV�DQG� WUDLQLQJV��.H\� LQIRUPDQWV� WKDW�GLG� UHFHLYH� WUDLQLQJ�RQ�
WHOHEHKDYLRUDO� KHDOWK� VLQFH� WKH� SDQGHPLF� PRVWO\� UHSRUWHG� WKDW� WKH\� GLG� VR� WKURXJK� QDWLRQDO� RUJDQL]DWLRQV�
RIIHULQJ�OLYH�ZHELQDU�HYHQWV��2QH�RUJDQL]DWLRQ�WKDW�KDV�EHHQ�SURYLGLQJ�WHOHEHKDYLRUDO�KHDOWK�VHUYLFHV�IRU�!���
\HDUV�GLG�RIIHU�WKHLU�RZQ�RUJDQL]DWLRQDO�WUDLQLQJV�IRU�VWDII��7KH�NH\�LQIRUPDQW�IURP�WKDW�RUJDQL]DWLRQ�UHSRUWHG� 

³7UDLQLQJ�ZDV�DOZD\V�LPSRUWDQW��EXW�WKH�QDWXUH�DQG�WRSLFV�RI�WUDLQLQJV�KDYH�
FKDQJHG�DV�WKH\�UHODWHG�WR�WHOHKHDOWK�´ 

 6HYHUDO�NH\�LQIRUPDQWV�UHSRUWHG�WKDW�WKH\�ZHUH�OHDUQLQJV�DV�WKH\�ZHQW�DQG�FRQVWDQWO\�DGDSWLQJ�WR�QHZ�
FKDQJHV� DQG� OHVVRQV� OHDUQHG�� 7KH� QHHG� IRU� IOH[LELOLW\� DQG� DGDSWLRQ� ZDV� HFKRHG� WKURXJKRXW� NH\� LQIRUPDQW�
LQWHUYLHZV�UHODWHG�WR�D�UDQJH�RI�WRSLFV��2QH�UHVSRQGHQW�FRPPHQWHG� 

³:H¶UH�EXLOGLQJ�WKH�SODQH�DV�ZH�IO\�LW�´� 

 0DQ\� NH\� LQIRUPDQWV� DOVR� UHSRUWHG� WKDW� WKH\� DUH� HQJDJLQJ� LQ� OHDUQLQJ� RSSRUWXQLWLHV� WKURXJK�
FROODERUDWLRQ� ZLWK� VWDWH� DJHQFLHV� DQG� RWKHU� RUJDQL]DWLRQV�� 2QH� NH\� LQIRUPDQW� UHSRUWHG� WKDW� FRPPXQLW\�
RUJDQL]DWLRQV�ZHUH�FROODERUDWLQJ� WR�VKDUH�SROLFLHV�� IRU�H[DPSOH��2QH�RUJDQL]DWLRQ�SDUWQHUHG�HDUO\�ZLWK� WKHLU�
VWDWH�DJHQFLHV�WR�LGHQWLI\�WKH�W\SHV�RI�WHFKQRORJ\�WKDW�ZRXOG�EH�VXSSRUWHG�E\�VWDWH�ORQJHU�WHUP�DQG�XVHG�WKDW�
LQIRUPDWLRQ�WR�KHOS�WUDLQ�VWDII��$QRWKHU�NH\�LQIRUPDQW�UHSRUWHG� 

³:H�FROODERUDWHG�ZLWK�RWKHU�RUJDQL]DWLRQV�LQ�WKH�FRPPXQLW\�ZKR�ZHUH�
LPSOHPHQWLQJ�VHUYLFHV��VR�QR�SURJUDP�KDG�WR�UHLQYHQW�WKH�ZKHHO�´ 

¹ƐîĽşĽşı�sĘĘđƘ 

 .H\� LQIRUPDQWV� LGHQWLILHG� D� UDQJH� RI� WUDLQLQJ� QHHGV� WKURXJKRXW� WKH� LQWHUYLHZV�� LQFOXGLQJ� DGDSWLQJ�
HYLGHQFH-EDVHG�DQG�EHVW�SUDFWLFHV�WR�YLUWXDO�HQYLURQPHQWV��HQJDJLQJ�FOLHQWV��LPSOHPHQWLQJ�FXOWXUDOO\�UHOHYDQW�
DQG�VSHFLILF�VWUDWHJLHV�ZLWKLQ�WHOHEHKDYLRUDO�KHDOWK��DQG�VHOI-FDUH�GXULQJ�WKH�SDQGHPLF� 

 0DQ\�NH\� LQIRUPDQWV�FRPPHQWHG� WKDW� WKH\�GLG�QRW� IDFH�PDMRU�FKDOOHQJHV�ZLWK�XVLQJ� WKH� WHFKQRORJ\�
LWVHOI��EXW�GR�IDFH�FKDOOHQJHV�LQ�WU\LQJ�WR�DGDSW�HYLGHQFH-EDVHG�DQG�EHVW�SUDFWLFH�WHFKQLTXHV�DQG�VHUYLFHV�WR�D�
YLUWXDO� HQYLURQPHQW��6RPH�NH\� LQIRUPDQWV� GHVFULEHG� SURYLGLQJ� EHKDYLRUDO� KHDOWK� VHUYLFHV� YLUWXDOO\� DV� EHLQJ�
IXQGDPHQWDOO\� GLIIHUHQW� WKDQ� SURYLGLQJ� WKHP� LQ� SHUVRQ�� 0DMRU� FKDOOHQJHV� UHODWHG� WR� HQJDJLQJ� FOLHQWV��
FRQGXFWLQJ� DVVHVVPHQWV�� DQG� FRQGXFWLQJ� JURXS� WKHUDS\�ZHUH� LGHQWLILHG� E\� LQIRUPDQWV�� $GDSWLQJ� HYLGHQFH-
EDVHG� WHFKQLTXHV� JHQHUDOO\� FRQGXFWHG� LQ� SHUVRQ� WR� D� YLUWXDO� HQYLURQPHQW� ZDV� DOVR� HFKRHG� E\� VHYHUDO�
LQIRUPDQWV��.H\�LQIRUPDQWV�VWDWHG� 

³:H�QHHG�PRUH�WUDLQLQJ�DURXQG�HYLGHQFH-EDVHG�SUDFWLFHV�VSHFLILF�WR�WHOHKHDOWK��
+RZ�GR�\RX�WDNH�&%7�>&RJQLWLYH�%HKDYLRUDO�7KHUDS\@�DQG�VKLIW�LW�WR�RQOLQH"´ 

³,Q�WKH�WUDLQLQJ�WKDW�,�WRRN��WKHUH�ZDVQ¶W�D�ORW�DURXQG�EHVW�SUDFWLFHV�IRU�YLUWXDO�
HQJDJHPHQW��IRU�H[DPSOH��ZKDW�W\SHV�RI�EDFNJURXQGV�WR�XVH�RU�QRW�XVH��ZKHWKHU�

WR�XVH�PXVLF�GXULQJ�ZDLW�WLPHV��KRZ�WR�VHW�D�FDOPLQJ�YLUWXDO�HQYLURQPHQW�´ 

 $QRWKHU�FKDOOHQJH� LGHQWLILHG�E\� FOLHQWV�ZDV� UHODWHG� WR�GHOLYHULQJ� VHUYLFHV� LQ�D� FXOWXUDOO\� VSHFLILF�DQG�
UHOHYDQW� PDQQHU� YLUWXDOO\�� 7KHVH� LVVXHV� LQFOXGHG� KRZ� WR� EHVW� LQFRUSRUDWH� WUDQVODWLRQ� DQG� LQWHUSUHWDWLRQ�
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VHUYLFHV�ZLWKLQ�WKH�WHFKQRORJ\�XVHG�WR�SURYLGH�WHOHEHKDYLRUDO�KHDOWK��2QH�NH\�LQIRUPDQW�FRPPHQWHG� 

³&XOWXUDO�LQWHOOLJHQFH��FRPSHWHQFH��GLYHUVLW\��HTXLW\��DQG�HQJDJHPHQW�VKRXOG�EH�
LQFOXGHG�QR�PDWWHU�ZKDW��7KRVH�DUH�WKH�SULQFLSOHV�WKDW�ZH�VKRXOG�EH�RSHUDWLQJ�
IURP��$GGLWLRQDOO\��WKHUH�DUH�RWKHU�FRQVLGHUDWLRQV�DQG�UHFRPPHQGDWLRQV�UHODWHG�

WR�WHOHEHKDYLRUDO�KHDOWK�VHUYLFHV�WKDW�PLJKW�UHTXLUH�D�OHYHO�RI�FRDFKLQJ��
PHQWRULQJ��HGXFDWLRQ��DQG�VXSSRUW�IRU�UHFRJQL]LQJ�KRZ�DQG�ZK\�FHUWDLQ�JURXSV�RI�

LQGLYLGXDOV�PD\�HQJDJH�GLIIHUHQWO\�LQ�YLUWXDO�VHUYLFHV�´ 

 ŪşĊŔƬƘĽŪşƘ�îşđ�¡ŪŔĽĊǊ� ŪşƘĽđĘƐîƤĽŪşƘ 
 ��7KH�WHOHEHKDYLRUDO�KHDOWK�ODQGVFDSH�ZDV�IXQGDPHQWDOO\�FKDQJHG�E\�WKH�&29,'-���SDQGHPLF�DQG�
VXEVHTXHQW�SROLF\�DQG�UHJXODWRU\�UHIRUPV��7KH�UDSLG�DGRSWLRQ�RI�WHOHEHKDYLRUDO�KHDOWK�VHUYLFHV�E\�SURYLGHUV�
KDV�KHOSHG�WR�HQJDJH�DQG�PDLQWDLQ�FOLHQWV�LQ�EHKDYLRUDO�KHDOWK�VHUYLFHV��ZKLFK�DUH�HVSHFLDOO\�FULWLFDO�GXULQJ�
WLPHV�RI�QDWLRQDO�FULVLV��VXFK�DV�D�SDQGHPLF��7HOHEHKDYLRUDO�KHDOWK�SURYLGHUV¶�H[SHULHQFHV�VLQFH�WKH�RQVHW�
RI�WKH�SDQGHPLF�SURYLGH�YDOXDEOH�LQIRUPDWLRQ�UHODWHG�WR�WKH�ZRUNIRUFH�FKDOOHQJHV�DQG�RSSRUWXQLWLHV�UHODWHG�
WR�DGRSWLQJ��LPSOHPHQWLQJ��DQG�VXVWDLQLQJ�WHOHEHKDYLRUDO�KHDOWK�� 

 1HDUO\� DOO� VXUYH\� UHVSRQGHQWV� ������ ��������� UHSRUWHG� WKDW� WKHLU� RUJDQL]DWLRQV� LQWURGXFHG�QHZ�RU�
H[SDQGLQJ�H[LVWLQJ� WHOHEHKDYLRUDO� KHDOWK� VHUYLFHV� LQ� UHVSRQVH� WR� WKH�&29,'-��� SDQGHPLF� DQG� D�PDMRULW\�
���������������RI� WKH�RUJDQL]DWLRQV�SODQ� WR� FRQWLQXH� WR�RIIHU� WHOHEHKDYLRUDO� KHDOWK�EH\RQG� WKH�SDQGHPLF�
SHULRG��0RVW� LQWHUYLHZHG�NH\� LQIRUPDQWV�H[SUHVVHG� WKDW� WKH�SROLF\�DQG�UHJXODWRU\�H[FHSWLRQV�DQG� UHIRUPV�
FXUUHQWO\� LQ� SODFH� EHFDXVH� RI� WKH� SDQGHPLF� VKRXOG� EH� H[WHQGHG� EH\RQG� WKH� SHULRG� RI� WKH� SDQGHPLF� WR�
IXUWKHU�VXSSRUW�DQG�IDFLOLWDWH�LQFUHDVHG�DFFHVV�WR�WHOHEHKDYLRUDO�KHDOWK�� 

 7KH� JUHDWHVW� FKDOOHQJHV� LGHQWLILHG� KHUH� UHODWHG� WR� SURYLGLQJ� WHOHEHKDYLRUDO� KHDOWK� VHUYLFHV� ZHUH�
FOLHQW� DFFHVV�DQG� VNLOO�ZLWK� WHFKQRORJ\��7KHVH�FKDOOHQJHV�ZHUH� URRWHG� LQ� WKH�KDUPIXO� VRFLDO� GHWHUPLQDQWV�
IDFHG� E\� PDQ\� FOLHQWV� WKDW� DUH� H[DFHUEDWHG� E\� &29,'-��� SDQGHPLF�� /DFN� RI� UHVRXUFHV� WR� SXUFKDVH�
WHFKQRORJ\��ORZ�WHFKQRORJ\�OLWHUDF\��ODFN�RI�,QWHUQHW�FRQQHFWLYLW\��DQG�ODFN�RI�SULYDF\�ZHUH�PDMRU�FKDOOHQJHV�
IDFHG�E\�SDWLHQWV�LGHQWLILHG�E\�NH\�LQIRUPDQWV�� 

 3URYLGHUV� IDFHG� QHZ� DQG� XQLTXH� FKDOOHQJHV� UHODWHG� WR� GHOLYHULQJ� WHOHEHKDYLRUDO� KHDOWK� VHUYLFHV�
GXULQJ�WKH�SDQGHPLF��LQFOXGLQJ�KDYLQJ�WR�EDODQFH�SHUVRQDO�UHVSRQVLELOLWLHV�VXFK�DV�FKLOGFDUH�ZKLOH�SURYLGLQJ�
VHUYLFHV�IURP�WKHLU�KRPHV��3URYLGHUV�DOVR�IDFHG�VWUHVV�DQG�WUDXPD�GXH�WR�WKH�SDQGHPLF�DQG�LGHQWLILHG�WKH�
QHHG�IRU�LQFUHDVHG�VHOI-FDUH�DQG�VHOI-FRPSDVVLRQ�ZKLOH�WUDQVLWLRQLQJ�WR�DQG�HPSOR\LQJ�WHOHEHKDYLRUDO�KHDOWK�
VHUYLFHV�WR�FOLHQWV�� 

 7UDLQLQJ�ZDV�LGHQWLILHG�DV�D�PDMRU�QHHG�DQG�IDFLOLWDWRU�IRU�WKH�VXFFHVVIXO�WUDQVLWLRQ�WR�WHOHEHKDYLRUDO�
KHDOWK�� KRZHYHU�� LGHQWLILHG� WUDLQLQJ� WRSLFV� IRFXVHG� OHVV� RQ� WKH� WHFKQLFDO� DVSHFWV� RI� HPSOR\LQJ� WHFKQRORJ\�
DQG� PRUH� VR� RQ� KRZ� WR� DGDSW� DQG� LQWHJUDWH� HYLGHQFH-EDVHG�� WUDXPD-LQIRUPHG�� DQG� FXOWXUDOO\� UHOHYDQW�
VWUDWHJLHV� ZLWKLQ� YLUWXDO� VHWWLQJV�� 5HODWHG� WUDLQLQJ� QHHGV� UHODWHG� WR� VXFFHVVIXOO\� HQJDJLQJ� FOLHQWV� LQ�
WHOHEHKDYLRUDO�KHDOWK�VHUYLFHV�DQG�FRQGXFWLQJ�WKRURXJK�DVVHVVPHQWV�ZHUH�LGHQWLILHG�� 

 7KLV�VWXG\�KDV�PXOWLSOH�OLPLWDWLRQV�WKDW�VKRXOG�EH�FRQVLGHUHG�ZKHQ�LQWHUSUHWLQJ�WKH�UHVXOWV��)LUVW��WKH�
UHVSRQVH� UDWH� IRU� WKLV� VXUYH\� ZDV� XQDEOH� WR� EH� FDOFXODWHG� GXH� WR� WKH� PHWKRG� RI� VXUYH\� WUDQVPLVVLRQ��
$GGLWLRQDOO\��D�QRQ-SUREDELOLW\�FRQYHQLHQFH�VDPSOH�ZDV�XVHG�WR�UHFUXLW�EHKDYLRUDO�KHDOWK�SURYLGHUV��7KHVH�
PHWKRGRORJLFDO� OLPLWDWLRQV�PDNH�LW�XQFOHDU�ZKHWKHU�WKH�VWXG\�VDPSOH�LV�UHSUHVHQWDWLYH�RI�EHKDYLRUDO�KHDOWK�
SURYLGHUV�DQG�FDXWLRQ�VKRXOG�EH�WDNHQ�ZKHQ�JHQHUDOL]LQJ�WKHVH�UHVXOWV��/DVWO\��WKLV�LV�D�GHVFULSWLYH�VWXG\�VR�
VLJQLILFDQW�GLIIHUHQFHV�DQG�FDXVDOLW\�FDQQRW�EH�LPSOLHG� 

 7KHUH�DUH�PHDQLQJIXO�RSSRUWXQLWLHV�IRU�PRUH�UHVHDUFK� LQ�WKLV�DUHD�DV� WKH�H[SHULHQFHV��HIIHFWV��DQG�
LPSDFWV� RI� WKH� UDSLG� WUDQVLWLRQ� WR� WHOHEHKDYLRUDO� KHDOWK� VHUYLFHV� DQG� WKH� SDQGHPLF� DQG� UHODWHG� SROLF\�
FKDQJHV�DUH�FRQWLQXLQJ�WR�HYROYH�� 
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¤ĘİĘƐĘşĊĘƘ 
�� 6XEVWDQFH� $EXVH� DQG� 0HQWDO� +HDOWK� 6HUYLFHV� $GPLQLVWUDWLRQ�� �6$0+6$��� ������� 6HSWHPEHU��� .H\�

VXEVWDQFH�XVH�DQG�PHQWDO�KHDOWK�LQGLFDWRUV�LQ�WKH�8QLWHG�6WDWHV��UHVXOWV�IURP�WKH������1DWLRQDO�6XUYH\�RQ�
'UXJ� 8VH� DQG� +HDOWK�� ++6� 3XEOLFDWLRQ� 1R�� 3(3��-��-��-����� 16'8+� 6HULHV� +-���� KWWSV���
ZZZ�VDPKVD�JRY�GDWD���3XEOLVKHG�6HSWHPEHU�������$FFHVVHG�1RYHPEHU���������� 

�� 6$0+6$��5XUDO�EHKDYLRUDO�KHDOWK��WHOHKHDOWK�FKDOOHQJHV�DQG�RSSRUWXQLWLHV��KWWSV���VWRUH�VDPKVD�JRY�VKLQ�
FRQWHQW�60$��-�����60$��-�����SGI��3XEOLVKHG�������$FFHVVHG�1RYHPEHU���������� 

�� +HDOWK� 5HVRXUFHV� DQG�6HUYLFHV� $GPLQLVWUDWLRQ�� 7HOHKHDOWK� SURJUDPV�� KWWSV���ZZZ�KUVD�JRY�UXUDO-KHDOWK�
WHOHKHDOWK�LQGH[�KWPO��3XEOLVKHG�1RYHPEHU�������$FFHVVHG�1RYHPEHU���������� 

�� 6FKZDPP� /+�� 7HOHKHDOWK�� VHYHQ� VWUDWHJLHV� WR� VXFFHVVIXOO\� LPSOHPHQW� GLVUXSWLYH� WHFKQRORJ\� DQG�
WUDQVIRUP�KHDOWK�FDUH��+HDOWK�$II��0LOOZRRG�����������������-���� 

�� 5XUDO�+HDOWK�,QIRUPDWLRQ�+XE��7HOHKHDOWK�PRGHOV�IRU�SURPRWLQJ�ZRUNIRUFH�HGXFDWLRQ�DQG�WUDLQLQJ��KWWSV���
ZZZ�UXUDOKHDOWKLQIR�RUJ�WRRONLWV�WHOHKHDOWK���ZRUNIRUFH-GHYHORSPHQW�HGXFDWLRQ-WUDLQLQJ�� 3XEOLVKHG� ������
$FFHVVHG�1RYHPEHU���������� 

�� 0DFH� 6�� %RFFDQHOOL� $�� 'RUPRQG�0�� 7KH� XVH� RI� WHOHKHDOWK� ZLWKLQ� EHKDYLRUDO� KHDOWK� VHWWLQJV�� XWLOL]DWLRQ��
RSSRUWXQLWLHV�� DQG� FKDOOHQJHV�� %HKDYLRUDO� +HDOWK� :RUNIRUFH� 5HVHDUFK� &HQWHU�� KWWS���
ZZZ�EHKDYLRUDOKHDOWKZRUNIRUFH�RUJ�ZS-FRQWHQW�XSORDGV���������7HOHKHDOWK-)XOO-3DSHUB�������-
FOHDQ�SGI��3XEOLVKHG�0DUFK�������$FFHVVHG�1RYHPEHU���������� 

�� 6RXWKZHVW� 7HOHKHDOWK� 5HVRXUFH� &HQWHU�� 2QOLQH� HGXFDWLRQ�� YLGHR� OLEUDU\�� KWWSV���VRXWKZHVWWUF�RUJ�
RQOLQHBHGXFDWLRQ��3XEOLVKHG�������$FFHVVHG�1RYHPEHU���������� 

�� +HDOWK�5HVRXUFHV�DQG�6HUYLFHV�$GPLQLVWUDWLRQ��2IILFH�IRU� WKH�$GYDQFHPHQW�RI�7HOHKHDOWK��2IILFH�IRU� WKH�
$GYDQFHPHQW� RI� 7HOHKHDOWK� *UDQWHH� 3URILOHV� ������ KWWSV���ZZZ�KUVD�JRY�VLWHV�GHIDXOW�ILOHV�KUVD�
UXUDOKHDOWK�UHVRXUFHV�WHOHKHDOWK�����'LUHFWRU\�SGI��3XEOLVKHG�������$FFHVVHG�1RYHPEHU���������� 

�� 1DWLRQDO� &RQVRUWLXP� RI� 7HOHKHDOWK� 5HVRXUFH� &HQWHUV�� KWWSV���ZZZ�WHOHKHDOWKUHVRXUFHFHQWHU�RUJ���
$FFHVVHG�1RYHPEHU���������� 

��� $VVRFLDWLRQ� RI� 6WDWH� DQG� 7HUULWRULDO� +HDOWK� 2IILFLDOV�� &OLQLFDO� WR� FRPPXQLW\� FRQQHFWLRQV�� KWWSV���
ZZZ�DVWKR�RUJ�7HOHKHDOWK���3XEOLVKHG�������$FFHVVHG�1RYHPEHU���������� 

��� 5XUDO�+HDOWK� ,QIRUPDWLRQ�+XE��7HOHKHDOWK�PRGHOV� IRU� LQFUHDVLQJ�DFFHVV� WR�EHKDYLRUDO�DQG�PHQWDO�KHDOWK�
WUHDWPHQW�� 5HWULHYHG� IURP� KWWSV���ZZZ�UXUDOKHDOWKLQIR�RUJ�WRRONLWV�WHOHKHDOWK���VSHFLILF-SRSXODWLRQV�
EHKDYLRUDO-KHDOWK��3XEOLVKHG�������$FFHVVHG�1RYHPEHU���������� 

��� &HQWHU� IRU� &RQQHFWHG� +HDOWK� 3ROLF\�� 5HVRXUFHV�� KWWSV���ZZZ�FFKSFD�RUJ�UHVRXUFHV�VHDUFK-WHOHKHDOWK-
UHVRXUFHV��3XEOLVKHG�������$FFHVVHG�1RYHPEHU���������� 

��� $GGLFWLRQ� 7HFKQRORJ\� 7UDQVIHU� &HQWHU� 1HWZRUN�� KWWSV���DWWFQHWZRUN�RUJ��� 3XEOLVKHG� ������ $FFHVVHG�
1RYHPEHU���������� 

��� &HQWHU� IRU� &RQQHFWHG� +HDOWK� 3ROLF\�� 7HOHKHDOWK� FRYHUDJH� SROLFLHV� LQ� WKH� WLPH� RI� &29,'-���� KWWSV���
ZZZ�FFKSFD�RUJ�UHVRXUFHV�FRYLG-��-WHOHKHDOWK-FRYHUDJH-SROLFLHV�� 3XEOLVKHG� ������ $FFHVVHG� 1RYHPEHU�
��������� 

��� &HQWHU� IRU� &RQQHFWHG� +HDOWK� 3ROLF\�� &29,'-��� UHODWHG� VWDWH� DFWLRQV�� KWWSV���ZZZ�FFKSFD�RUJ�FRYLG-��-
UHODWHG-VWDWH-DFWLRQV��3XEOLVKHG�������$FFHVVHG�1RYHPEHU���������� 

��� )HGHUDWLRQ�RI�6WDWH�0HGLFDO�%RDUGV��8�6�� VWDWHV�DQG� WHUULWRULHV�PRGLI\LQJ� UHTXLUHPHQWV� IRU� WHOHKHDOWK� LQ�
UHVSRQVH� WR� &29,'-���� KWWSV���ZZZ�IVPE�RUJ�VLWHDVVHWV�DGYRFDF\�SGI�VWDWHV-ZDLYLQJ-OLFHQVXUH-
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UHTXLUHPHQWV-IRU-WHOHKHDOWK-LQ-UHVSRQVH-WR-FRYLG-���SGI�� 3XEOLVKHG� 2FWREHU� ���� ������ $FFHVVHG�
1RYHPEHU���������� 

��� 4XDOLIDFWV�DQG�1DWLRQDO�&RXQFLO� IRU�%HKDYLRUDO�+HDOWK��7KH�QHZ�UROH�RI�YLUWXDO�FDUH� LQ�EHKDYLRUDO�KHDOWK��
KWWSV���ZZZ�WKHQDWLRQDOFRXQFLO�RUJ�ZS-FRQWHQW�XSORDGV���������
7KHB1HZB5ROHB2IB9LUWXDOB&DUHB,QB%HKDYLRUDOB+HDOWKFDUH�SGI"GDI ���DWH7EG���� 3XEOLVKHG� $XJXVW�
������$FFHVVHG�1RYHPEHU���������� 

 

 


