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$&.12:/('*(0(176 

7KLV�VWXG\�ZDV�VXSSRUWHG�E\�WKH�+HDOWK�5HVRXUFHV�DQG�6HUYLFHV�$GPLQLVWUDWLRQ�
�+56$��RI�WKH�8�6��'HSDUWPHQW�RI�+HDOWK�DQG�+XPDQ�6HUYLFHV��++6��DV�SDUW�RI�DQ�
DZDUG�WRWDOLQJ�����������7KH�FRQWHQWV�DUH�WKRVH�RI�WKH�DXWKRUV�DQG�GR�QRW�
QHFHVVDULO\�UHSUHVHQW�WKH�RIILFLDO�YLHZV�RI��QRU�DQ�HQGRUVHPHQW�E\��+56$��++6��RU�
WKH�8�6��*RYHUQPHQW��)RU�PRUH�LQIRUPDWLRQ��SOHDVH�YLVLW�+56$�JRY�� 

 

 

68**(67('�&,7$7,21 

8QLYHUVLW\�RI�0LFKLJDQ�%HKDYLRUDO�+HDOWK�:RUNIRUFH�5HVHDUFK�&HQWHU��3URYLGHU�	�
&OLHQW�3HUVSHFWLYHV�RQ�7HOHEHKDYLRUDO�+HDOWK�6DWLVIDFWLRQ�DQG�4XDOLW\�RI�&DUH��$QQ�
$UERU��0,��8063+�������
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�îĊőıƐŪƬşđ 
 7KH�FRURQDYLUXV�SDQGHPLF��&29,'-����KDV�FDXVHG�D�UDSLG�DQG�GUDPDWLF�WUDQVLWLRQ�WR�GLVWDQFHG�KHDOWK�
FDUH� VHUYLFHV�� LQFOXGLQJ� WHOHEHKDYLRUDO� KHDOWK��� $V� SDUW� RI� WKLV� WUDQVLWLRQ�� VWDWH� DQG� IHGHUDO� DJHQFLHV�PDGH�
UHJXODWRU\�DQG�SROLF\�FKDQJHV�WR�DOORZ�JUHDWHU�SURYLGHU�IOH[LELOLW\�LQ�ELOOLQJ�DQG�UHPRWH�VHUYLFH�GHOLYHU\�����7KLV�
LQLWLDO� VKLIW� IURP� LQ-SHUVRQ� EHKDYLRUDO� KHDOWK� VHUYLFHV� WR� WHOHEHKDYLRUDO� KHDOWK� VHUYLFHV� KDV� SHUVLVWHG�
WKURXJKRXW� WKH�&29,'-���SDQGHPLF�DQG�PD\� OHDG� WR�VXVWDLQHG�FKDQJHV� LQ� WKH�ZD\V�SURYLGHUV�DQG�FOLHQWV�
XVH�EHKDYLRUDO�KHDOWK�VHUYLFHV�� 

� 7KH�FXUUHQW�OLWHUDWXUH�VKRZV�WKDW�HYHQ�WKRXJK�SURYLGHUV�KDYH�LGHQWLILHG�VHYHUDO�EDUULHUV�DQG�FRQFHUQV�
UHODWHG� WR� WHOHEHKDYLRUDO� KHDOWK�� WKH� EHQHILWV� JHQHUDOO\� RXWZHLJK� WKH� FRQFHUQV�� RIWHQ� OHDGLQJ� WR� SRVLWLYH�
DWWLWXGHV� WRZDUG� WHOHEHKDYLRUDO� KHDOWK��� $� FRPSUHKHQVLYH� UHYLHZ� RI� SHHU-UHYLHZHG� OLWHUDWXUH� RQ� SURYLGHUV¶�
DWWLWXGHV� WRZDUG� SURYLGLQJ� WHOHEHKDYLRUDO� KHDOWK� YLD� YLGHRFRQIHUHQFLQJ� SXEOLVKHG� EHWZHHQ� ����� DQG� �����
IRXQG� WKDW�SURYLGHUV�KDYH� ODUJHO\�SRVLWLYH�DWWLWXGHV�GHVSLWH� LGHQWLI\LQJ�PDQ\�GUDZEDFNV���(YHQ�PRUH�WHOOLQJ��
WKHVH�SRVLWLYH�RSLQLRQV�ZHUH�JHQHUDOO\�REVHUYHG�DFURVV�VHUYLFH�W\SH��ORFDWLRQ�RI�FDUH��DQG�FOLHQW�SRSXODWLRQV�� 

 $�V\VWHPDWLF�UHYLHZ�RI�SHHU-UHYLHZHG�OLWHUDWXUH�SXEOLVKHG�IURP������WR������WKDW�H[DPLQHG�PHDVXUHV�
RI�FOLHQW�VDWLVIDFWLRQ�IRXQG�JHQHUDOO\�FRPSDUDEOH�VDWLVIDFWLRQ�EHWZHHQ�DXGLRYLVXDO��DXGLR-RQO\��DQG�LQ-SHUVRQ�
WUHDWPHQW�PRGDOLWLHV���$FFRUGLQJ�WR�D�VWXG\�FRQGXFWHG�E\�*XLQDUW�DQG�FROOHDJXHV���WKH�PDMRULW\�RI�FOLHQWV�ZKR�
XVHG�DXGLRYLVXDO�WHOHEHKDYLRUDO�KHDOWK�VHUYLFHV�GXULQJ�WKH�&29,'-���SDQGHPLF�UDWHG�WKHLU�RYHUDOO�H[SHULHQFH�
DV� HLWKHU� JRRG� RU� H[FHOOHQW�� VLPLODUO\�� WKRVH� XVLQJ� DXGLR-RQO\� WHOHEHKDYLRUDO� KHDOWK� VHUYLFHV� UHSRUWHG� WKHLU�
H[SHULHQFH�DV�JRRG�RU�H[FHOOHQW���7KH�VXUYH\�UHVXOWV�DOVR�VKRZHG�WKDW�WKH�PDMRULW\�RI�FOLHQWV�HLWKHU�DJUHHG�RU�
VWURQJO\�DJUHHG�WKDW�WHOHEHKDYLRUDO�KHDOWK�VHVVLRQV�ZHUH�DV�KHOSIXO�DV�LQ-SHUVRQ�WUHDWPHQW�� 

 +RZHYHU�� GHVSLWH� RYHUDOO� FOLHQW� DQG� SURYLGHU� VDWLVIDFWLRQ� ZLWK� WHOHEHKDYLRUDO� KHDOWK�� D� UHYLHZ� E\�
&RQQROO\� DQG� FROOHDJXHV�� KLJKOLJKWV� VWXGLHV� FRPSDULQJ� SURYLGHU� DQG� FOLHQW� DWWLWXGHV� WRZDUG� WHOHEHKDYLRUDO�
KHDOWK�WKDW�IRXQG��RQ�DYHUDJH��FOLHQWV�ZHUH�PRUH�VDWLVILHG�WKDQ�SURYLGHUV��2QH�UHDVRQ�IRU�WKLV�GLVVRQDQFH�LV�
WKDW� WKH� SURYLGHU¶V� :RUNLQJ� $OOLDQFH� ,QYHQWRU\� VFRUH�� ZKLFK� PHDVXUHV� WDVNV�� JRDOV�� DQG� FOLHQW–SURYLGHU�
UHODWLRQVKLSV�� LV� ORZHU� IRU� WHOHEHKDYLRUDO� KHDOWK� FRPSDUHG� WR� LQ-SHUVRQ� FDUH�� EXW� WKHUH� ZHUH� QR� VLJQLILFDQW�
GLIIHUHQFHV� LQ� FOLHQW-UDWHG� VFRUHV��� $QRWKHU� VRXUFH� RI� WKLV� YDULDWLRQ� ZDV� WKDW� SURYLGHUV� UHSRUWHG� WHFKQLFDO�
GLIILFXOWLHV�WR�EH�PRUH�SUREOHPDWLF�DQG�EXUGHQVRPH�WKDQ�FOLHQWV�UHSRUWHG�� 

 7KLV�VWXG\�VHHNV� WR�JDLQ�D�GHHSHU�XQGHUVWDQGLQJ�RI� WKH�RYHUDOO�H[SHULHQFHV�RI� WKRVH� UHFHLYLQJ��L�H���
FOLHQWV���GLUHFWO\�SURYLGLQJ� �L�H���SURYLGHUV���DQG�GLUHFWO\�VXSSRUWLQJ� �L�H���DGPLQLVWUDWLYH�VWDII�� WKH�SURYLVLRQ�RI�
WHOHEHKDYLRUDO� KHDOWK� VHUYLFHV�� 7KLV� LQFOXGHV� WKH� LGHQWLILFDWLRQ� RI� VSHFLILF� EDUULHUV� DQG� IDFLOLWDWRUV� DIIHFWLQJ�
RYHUDOO� VDWLVIDFWLRQ�DQG�TXDOLW\�RI� WHOHEHKDYLRUDO�KHDOWK�VHUYLFHV�GXULQJ� WKH�&29,'-���SDQGHPLF��6HFRQGO\��
WKLV� VWXG\� DLPV� WR� LQYHVWLJDWH� WKH� RYHUDOO� DWWLWXGHV� DERXW� WHOHEHKDYLRUDO� KHDOWK� VHUYLFHV� KHOG� E\� JURXSV�
SURYLGLQJ�DQG�UHFHLYLQJ�VHUYLFHV��5HVXOWV�RI�WKLV�VWXG\�ZLOO�KHOS� LQIRUP�IXWXUH�SROLF\�FKDQJHV�WR�EHVW�VXSSRUW�
WKH�GHOLYHU\�RI�KLJK-TXDOLW\�WHOHEHKDYLRUDO�KHDOWK�VHUYLFHV�DQG�LQFUHDVH�ERWK�SURYLGHU�DQG�FOLHQW�VDWLVIDFWLRQ�� 

qĘƤĸŪđƘ 
 7KH�1DWLRQDO�&RXQFLO�IRU�0HQWDO�:HOOEHLQJ��KHUHDIWHU�UHIHUUHG�WR�DV�WKH�1DWLRQDO�&RXQFLO��IRUPHUO\�
NQRZQ� DV� WKH� 1DWLRQDO� &RXQFLO� IRU� %HKDYLRUDO� +HDOWK��� LQ� SDUWQHUVKLS� ZLWK� WKH� %HKDYLRUDO� +HDOWK�
:RUNIRUFH�5HVHDUFK�&HQWHU� DW� WKH�8QLYHUVLW\� RI�0LFKLJDQ�6FKRRO� RI�3XEOLF�+HDOWK� �%+:5&��� FROOHFWHG�
SULPDU\�GDWD� IURP�PHQWDO� KHDOWK� DQG� VXEVWDQFH� XVH� WUHDWPHQW� RUJDQL]DWLRQV� QDWLRQZLGH� WR�DGGUHVV� WKH�
IROORZLQJ�UHVHDUFK�TXHVWLRQV�� 

�� +RZ� GR� SURYLGHUV�� FOLHQWV�� DQG� DGPLQLVWUDWLYH� VWDII� GHVFULEH� WKHLU� RYHUDOO�
H[SHULHQFHV�ZLWK�WHOHEHKDYLRUDO�KHDOWK�VHUYLFHV"� 

�� :KDW�DUH�WKH�VSHFLILF�EDUULHUV�LGHQWLILHG�WKDW�DIIHFW�RYHUDOO�VDWLVIDFWLRQ�DQG�
TXDOLW\� RXWFRPHV� RI� WHOHEHKDYLRUDO� KHDOWK� VHUYLFHV� IRU� SURYLGHUV�� FOLHQWV��
DQG�DGPLQLVWUDWLYH�VWDII"� 
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�� :KDW� IDFLOLWDWRUV� DIIHFW� RYHUDOO� VDWLVIDFWLRQ� DQG� TXDOLW\� RI� RXWFRPHV� ZLWK�
WHOHEHKDYLRUDO� KHDOWK� VHUYLFHV� IRU� SURYLGHUV�� FOLHQWV�� DQG� DGPLQLVWUDWLYH�
VWDII"� 

 5HVHDUFKHUV�FROOHFWHG�GDWD�LQ�WZR�SKDVHV������D�OLWHUDWXUH�UHYLHZ�FRQGXFWHG�LQ�)HEUXDU\������DQG�
����DQ�HOHFWURQLF�VXUYH\�GHSOR\HG�LQ�VXPPHU�������7KH�UHVHDUFK�WHDP�FROOHFWHG�TXDQWLWDWLYH�GDWD�IURP�D�
FRQYHQLHQFH� VDPSOH� RI� EHKDYLRUDO� KHDOWK� SURYLGHUV�� GLUHFW� VXSSRUW� DGPLQLVWUDWLYH� VWDII�� DQG� FOLHQWV� ZKR�
KDG� H[SHULHQFH�ZLWK� WHOHEHKDYLRUDO� KHDOWK� VHUYLFHV� LQ� WKH� ODVW� \HDU��5HVHDUFKHUV� GLVWULEXWHG�D�4XDOWULFV�
VXUYH\�YLD�HPDLO�LQYLWDWLRQ�LQ�0D\������WR�PRUH�WKDQ��������EHKDYLRUDO�KHDOWK�VWDNHKROGHUV�VHOHFWHG�IURP�
WKH�1DWLRQDO� &RXQFLO¶V�PDVV� FRPPXQLFDWLRQV� OLVW�� 'XH� WR� WKH�PHWKRG� RI� VXUYH\� GLVWULEXWLRQ�� D� UHVSRQVH�
UDWH�ZDV�QRW�FDOFXODWHG��DQG� WKLV� LV�QRW�D�QDWLRQDOO\� UHSUHVHQWDWLYH�VDPSOH��7KH�8QLYHUVLW\�RI�0LFKLJDQ¶V�
,QVWLWXWLRQDO�5HYLHZ�%RDUG��,5%��DSSURYHG� WKH�VXUYH\�TXHVWLRQV��DQG�QR�SHUVRQDO� LGHQWLI\LQJ� LQIRUPDWLRQ�
ZDV� FROOHFWHG�� 7KH� VXUYH\� UHTXLUHG� DSSUR[LPDWHO\� ��� PLQXWHV� IRU� FRPSOHWLRQ�� DQG� SDUWLFLSDWLRQ� ZDV�
YROXQWDU\� ZLWK� QR� LQFHQWLYHV� SURYLGHG� IRU� FRPSOHWLQJ� RU� SDUWLFLSDWLQJ� LQ� WKH� VXUYH\�� 7KH� VXUYH\� ZDV�
DYDLODEOH� RQOLQH� IRU� �� ZHHNV�� DIWHU� ZKLFK� TXDOLWDWLYH� DQG� TXDQWLWDWLYH� UHVXOWV� GDWD� ZHUH� DQDO\]HG� XVLQJ�
4XDOWULFV� DQG� 0LFURVRIW� ([FHO� VRIWZDUH�� 7KH� VXUYH\� LQLWLDOO\� UHFHLYHG� ����� UHVSRQVHV�� ZLWK� ����� EHLQJ�
GURSSHG� GXULQJ�GDWD� FOHDQLQJ�GXH� WR�QRW� FRPSOHWLQJ� WKH� VXUYH\�� EHLQJ� LQHOLJLEOH� WR� WDNH� WKH� VXUYH\�� QRW�
LGHQWLI\LQJ�ZKLFK�RI� WKH� WKUHH�FDWHJRU\�JURXSV� WKH\�EHORQJHG�WR��RU�DQ� LQLWLDO�HUURU� LQYROYLQJ�VXUYH\� ORJLF�
DQG� IRUP� WHUPLQDWLRQ� WKDW�ZDV� TXLFNO\� UHFWLILHG�� $OO� DIIHFWHG� UHVSRQVHV� EHIRUH� WKLV� HUURU�ZDV� DGGUHVVHG�
ZHUH� GURSSHG� WR� SUHVHUYH� WKH� LQWHJULW\� RI� WKH� GDWD�� 7KH� ILQDO� GDWD� FOHDQLQJ� UHVXOWHG� LQ� D� ILQDO� DQDO\]HG�
VDPSOH�RI�����SDUWLFLSDQWV�� 

FĽşđĽşıƘ 
¬ƬƐǃĘǊ�¤ĘƘƬŔƤƘ 

KǀĞƌǀŝĞǁ�ŽĨ�^ƵƌǀĞǇ�ZĞƐƉŽŶĚĞŶƚƐ�ĂŶĚ�KƌŐĂŶŝǌĂƟŽŶƐ 

 3URYLGHUV��FOLHQWV��DQG�DGPLQLVWUDWLYH�VWDII�ZKR�KDG�H[SHULHQFH�ZLWK� WHOHEHKDYLRUDO�KHDOWK�VHUYLFHV� LQ�
WKH� ODVW����PRQWKV�FRPSOHWHG� WKH�VXUYH\� �Q ������5HVSRQGHQWV�ZHUH�UHSUHVHQWHG�DFURVV����VWDWHV��3XHUWR�
5LFR�� DQG� WKH�'LVWULFW� RI�&ROXPELD��'HODZDUH��8WDK��6RXWK�&DUROLQD��1HYDGD��1RUWK�'DNRWD��:\RPLQJ�� DQG�
6RXWK�'DNRWD�ZHUH�QRW�UHSUHVHQWHG�LQ�VXUYH\�UHVSRQVHV��(LJKW\-VL[�UHVSRQGHQWV� LGHQWLILHG�DV�DGPLQLVWUDWLYH�
VWDII������LGHQWLILHG�DV�SURYLGHUV��DQG�����LGHQWLILHG�DV�FOLHQWV� 

 7DEOH���SURYLGHV�D�EUHDNGRZQ�RI�UHVSRQGHQW�GHPRJUDSKLFV�DQG�WKH�SUDFWLFH�ORFDWLRQV�RI�WKH�SURYLGHUV�
DQG�DGPLQLVWUDWRUV��7KH�PRVW�FRPPRQ�W\SHV�RI�RUJDQL]DWLRQV�UHSUHVHQWHG�LQ�WKH�SURYLGHU�DQG�DGPLQLVWUDWLYH�
JURXSV�ZHUH�FRPPXQLW\�EHKDYLRUDO�KHDOWK�FOLQLFV� �������DGPLQLVWUDWRUV�DQG�������SURYLGHUV��DQG�&HUWLILHG�
&RPPXQLW\� %HKDYLRUDO� +HDOWK� &OLQLFV� �&&%+&V�� ������� DGPLQLVWUDWRUV� DQG� ������ SURYLGHUV��� 6HUYLFHV�
SURYLGHG� LQFOXGHG� LQGLYLGXDO� WKHUDS\��FRXSOHV� WKHUDS\��JURXS� WKHUDS\��PHGLFDWLRQ�PDQDJHPHQW��PHGLFDWLRQ-
DVVLVWHG�WUHDWPHQW��0$7���VHULRXV�PHQWDO�KHDOWK�WUHDWPHQW��QHXURSV\FKRORJ\��DQG�SV\FKRORJLFDO�WHVWLQJ� 

 7KH�PDMRULW\�RI�DGPLQLVWUDWRUV� �Q ������������SURYLGHUV� �Q �������������DQG�FOLHQWV� �Q ������������
LGHQWLILHG�DV�IHPDOH��)XUWKHU�� WKH�PDMRULW\�RI�DGPLQLVWUDWRUV��SURYLGHUV��DQG�FOLHQWV�ZHUH�QRQ-+LVSDQLF��Q ����
�������Q ������������Q ������������ UHVSHFWLYHO\��DQG�ZKLWH� �Q �����������Q ������������Q ������������
UHVSHFWLYHO\��� 7KH�PDMRULW\� RI� DGPLQLVWUDWRUV� �Q ���� �������� SURYLGHUV� �Q ����� �������� DQG� FOLHQWV� �Q �����
�������ZHUH�DOVR�IURP�XUEDQ�DUHDV�ZLWK�SRSXODWLRQV�RI������RU�PRUH�SHRSOH�� 

 3ULRU� WR� WKH� &29,'-��� SDQGHPLF�� ������ �Q ����� RI� FOLHQWV� UHSRUWHG� QRW� KDYLQJ� DQ\� DXGLRYLVXDO�
WHOHEHKDYLRUDO� KHDOWK� DSSRLQWPHQWV�� LQ� FRQWUDVW�� GXULQJ�&29,'-���� RQO\� ����� �Q ���� RI� FOLHQWV� UHSRUWHG� QRW�
UHFHLYLQJ� DQ\� DXGLRYLVXDO� WHOHEHKDYLRUDO� KHDOWK� DSSRLQWPHQWV�� 6LPLODU� WR� DXGLRYLVXDO� WHOHEHKDYLRUDO� KHDOWK�
VHUYLFHV��WKH�RQVHW�RI�WKH�&29,'-���SDQGHPLF�OHG�WR�UDSLG�VKLIWV�LQ�DXGLR-RQO\�WHOHEHKDYLRUDO�KHDOWK�VHUYLFHV��
7KH�RYHUZKHOPLQJ�PDMRULW\�RI�FOLHQW� UHVSRQGHQWV� UHSRUWHG�QR�DXGLR-RQO\� WHOHEHKDYLRUDO�KHDOWK�DSSRLQWPHQWV�
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SUHSDQGHPLF� �Q �����
�������� EXW� RQO\� ������
�Q ���� UHSRUWHG� QR� DXGLR-
RQO\� WHOHEHKDYLRUDO� KHDOWK�
DSSRLQWPHQWV� GXULQJ� WKH�
SDQGHPLF�� <HW�� DQRWKHU�
GUDPDWLF� VKLIW� GXH� WR� WKH�
LQFUHDVHG� XVH� RI�
WHOHEHKDYLRUDO� KHDOWK� LV� WKDW�
QR-VKRZ�UDWHV�GURSSHG��ZLWK�
������ �Q ����� RI� VWDII�
UHSRUWLQJ� WKDW� WKHVH� UDWHV�
HLWKHU� GHFUHDVHG� RU� ODUJHO\�
GHFUHDVHG�VLQFH�WKH�VWDUW�RI�
WKH� SDQGHPLF� ZKLOH� ����
�Q ���� UHSRUWHG� WKDW� QR-
VKRZ� UDWHV� VWD\HG� WKH�
VDPH�� 

�ĚŵŝŶŝƐƚƌĂƟǀĞ�^ƚĂī�
&ŝŶĚŝŶŐƐ� 

 2YHUDOO��
DGPLQLVWUDWLYH� VWDII�
JHQHUDOO\� GHVFULEH� SRVLWLYH�
H[SHULHQFHV�� ZLWK� ������
�Q ���� RI� WKLV� JURXS�
UHSRUWLQJ� PRVWO\� SRVLWLYH� RU�
DOO�SRVLWLYH�H[SHULHQFHV�ZLWK�
WHOHEHKDYLRUDO� KHDOWK� DQG�
VXSSRUWLQJ� SURYLGHUV� WR� XVH�
WKHVH� VHUYLFHV�� 5HOHYDQW�
GRPDLQV� LQFOXGHG�

7DEOH����6XUYH\�5HVSRQGHQWV¶�'HPRJUDSKLFV�DQG�6HUYLFH�/RFDWLRQ 

 $GPLQLVWUDWLYH 3URYLGHUV &OLHQWV 

7RWDO �� ��� ��� 

$JH��0��6'� ������������� ������������� ������������� 

*HQGHU��Q����� � �  

)HPDOH ��������� ���������� ���������� 

0DOH ��������� ��������� ��������� 

2WKHU ������� ������� ������� 

:KLWH ��������� ���������� ���������� 

%ODFN ������� ��������� �������� 

2WKHU ������� �������� �������� 

+LVSDQLF�'HVFHQW��Q����� � �  

<HV ������� �������� �������� 

1R ��������� ���������� ���������� 

/RFDWLRQ��Q����� � �  

8UEDQ ��������� ���������� ���������� 

5XUDO ��������� ��������� ��������� 

7\SH�RI�2UJ��Q����� � �  

&RPPXQLW\�EHKDYLRUDO�KHDOWK ��������� ��������� - 

&HUWLILHG�&RPPXQLW\�%HKDYLRUDO�
+HDOWK�&OLQLF��&&%+&V� ��������� ��������� - 

)HGHUDOO\�4XDOLILHG�+HDOWK�&HQ�
WHUV��)4+&V� �������� �������� - 

3ULYDWH�SUDFWLFH ������� ��������� - 

+RVSLWDO ������� ������� - 

2WKHU ��������� ��������� - 

(WKQLFLW\��Q����� � �  

 

)LJXUH�� 
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FRPPXQLFDWLRQ�� FKHFNLQJ� LQ� ZLWK� FOLHQWV�� WUDQVIHUULQJ� DSSRLQWPHQWV� WR� WHOHEHKDYLRUDO� KHDOWK�� DSSRLQWPHQW�
VFKHGXOLQJ�IRU�QHZ�DQG�H[LVWLQJ�FOLHQWV��DQG�PDQ\�RWKHU�MRE�UROH�IXQFWLRQV��)LJXUH����)LJXUH�����$GPLQLVWUDWLYH�
VWDII� HVSHFLDOO\� UHSRUWHG� KLJK� VDWLVIDFWLRQ� ZLWK� SKRQH� LQWHUDFWLRQV� ZLWK� FOLHQWV�� SURYLGHUV� RXWVLGH� WKH�
RUJDQL]DWLRQ�� DQG� FOLQLFDO� WHDP� PHPEHUV� ZLWKLQ� WKHLU� RUJDQL]DWLRQ� �)LJXUH� ���� )XUWKHU�� DGPLQLVWUDWLYH� VWDII�
UHSRUWHG� KLJK� OHYHOV� RI� VDWLVIDFWLRQ� ZLWK� DQVZHULQJ� SKRQHV�� VHWWLQJ� XS� DSSRLQWPHQWV� IRU� QHZ� DQG� H[LVWLQJ�
FOLHQWV��FKHFNLQJ�LQ�ZLWK�FOLHQWV��DQG�WUDQVIHUULQJ�DSSRLQWPHQWV�WR�WHOHEHKDYLRUDO�KHDOWK��)LJXUH����� 

 .H\� WKHPHV�DFURVV�TXDOLWDWLYH�DQDO\VLV�GHWHUPLQHG� WKDW�DGPLQLVWUDWRUV� IRXQG� LQFUHDVHG�DFFHVVLELOLW\��
LQFUHDVHG� IOH[LELOLW\�� EHWWHU� WLPH�PDQDJHPHQW�� DQG�PRUH� FOLHQWV� FRPSOHWLQJ� SURJUDPV� RU� DGKHULQJ� WR� FRXUW-
RUGHUHG�WUHDWPHQW�DV�IDFLOLWDWRUV��%DUULHUV�LQFOXGHG�IHDUV�RI�RYHUZRUN�DQG�EXUQRXW�IURP�LQFUHDVLQJ�FDVHORDGV��
WKH�QHHG�IRU�DVVLVWDQFH�LQ�JHWWLQJ�FOLHQWV�EHWWHU�WHFKQRORJ\��FRQFHUQV�WKDW�WHOHEHKDYLRUDO�KHDOWK�PD\�QRW�EH�DV�
HIIHFWLYH��DOWKRXJK�WKLV�DSSHDUV�WR�EH�D�PLQRULW\�LQ�WKH�JURXS�ZKHQ�FRPSDUHG�WR�TXDQWLWDWLYH�GDWD���HVSHFLDOO\�
IRU�VRPH�SRSXODWLRQV�VXFK�DV�FKLOGUHQ�DQG�SHRSOH�ZLWK�VHYHUH�PHQWDO�LOOQHVV��60,�� 

WƌŽǀŝĚĞƌ�&ŝŶĚŝŶŐƐ� 

 7KH� SURYLGHU� JURXS� DOVR� UHSRUWHG� KLJK� RYHUDOO� VDWLVIDFWLRQ� ZLWK� WHOHEHKDYLRUDO� KHDOWK� VHUYLFHV�� ZLWK�
RYHU������Q �����RI�SDUWLFLSDWLQJ�FOLQLFLDQV� UDWLQJ� WKH�H[SHULHQFH�RI�SURYLGLQJ� WHOHEHKDYLRUDO�KHDWK�FDUH�DV�
³PRVWO\� SRVLWLYH´� RU� ³DOO� SRVLWLYH´� LQ� WKH� ODVW�PRQWK��7KLV�KHOG� WUXH�DFURVV�PDQ\� VSHFLILF� GRPDLQV� UHODWHG� WR�
DGPLQLVWUDWLYH�WDVNV�DQG�FOLQLFDO�FDUH�DFWLYLWLHV��)LJXUH����)LJXUH�����(VSHFLDOO\�QRWHZRUWK\�ILQGLQJV�LQFOXGH�WKDW�
������ �Q ����� RI� SURYLGHU� UHVSRQGHQWV� UHSRUWHG� WKH\� ZHUH� VDWLVILHG� RU� YHU\� VDWLVILHG� ZLWK� WKHLU� DELOLW\� WR�
PDLQWDLQ� DQ� H[LVWLQJ� UHODWLRQVKLS� ZLWK� FOLHQWV�� ������ �Q ����� UHVSRQGHG� WKDW� WKH\� ZHUH� VDWLVILHG� RU� YHU\�
VDWLVILHG�ZLWK� WKH� DELOLW\� WR� FUHDWH� D� QHZ� UHODWLRQVKLS�ZLWK� FOLHQWV�� DQG� ������ �Q ����� IHOW� VDWLVILHG� RU� YHU\�
VDWLVILHG� WKDW� WKH\�ZHUH�DEOH� WR�GHOLYHU�TXDOLW\�FOLQLFDO�VHUYLFHV�YLD� WHOHEHKDYLRUDO�KHDOWK��6LPLODU�VDWLVIDFWLRQ�
UDWLQJV� ZHUH� DOVR� JLYHQ� IRU� VFKHGXOH� IOH[LELOLW\�� DSSRLQWPHQW� DWWHQGDQFH� �������� Q ������ DQG� VFKHGXOH�
HIILFLHQF\���������Q ������3HUKDSV�PRVW�QRWDEOH�RI�DOO��WKRXJK��LV�WKDW��������Q �����UHSRUWHG�WKDW�WKH\�ZHUH�
VDWLVILHG�RU�YHU\�VDWLVILHG�ZLWK�WKH�DELOLW\�WR�GHOLYHU�VHUYLFHV�WKDW�DUH�MXVW�DV�HIIHFWLYH�DV�LQ�SHUVRQ�� 

)LJXUH�� 
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)LJXUH�� 

)LJXUH�� 
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 7KHPDWLF�DQDO\VLV�RI�TXDOLWDWLYH�GDWD�SURYLGHG�LQ�RSHQ-HQGHG�UHVSRQVH�TXHVWLRQV�LGHQWLILHG�LQVXIILFLHQW�
WHFKQRORJLFDO�HTXLSPHQW�RU�FRQQHFWLYLW\�RQ�HLWKHU�WKH�SURYLGHU�RU�FOLHQW�VLGH��ODFN�RI�SULYDWH�VSDFH�IRU�FOLHQWV��
LQFUHDVHG�EXUQRXW�RI�FOLQLFLDQV�GXH�WR�D�GURS�LQ�QR-VKRZ�UDWHV�DQG�LQFUHDVLQJ�FDVHORDG�QXPEHUV��GLIILFXOWLHV�
ZLWK�UHLPEXUVHPHQW�WKURXJK�LQVXUDQFH��DQG�XQFHUWDLQW\� LI�UHLPEXUVHPHQW�ZLOO�FRQWLQXH�SDVW� WKH�SDQGHPLF�DV�
WKH� ELJJHVW� EDUULHUV� IRU� SURYLGHUV� SURYLGLQJ� WHOHEHKDYLRUDO� KHDOWK�� 2WKHU� WKHPHV� QRWHG� ZHUH� WKH� ODFN� RI�
FRQQHFWLRQ�WR�WKHLU�RUJDQL]DWLRQ¶V�FXOWXUH�RU�FROOHDJXHV�DQG�GLIILFXOWLHV�UHDGLQJ�VSRQWDQHRXV�ERG\�ODQJXDJH�RU�
IDFLDO� H[SUHVVLRQV� YLD� WHOHEHKDYLRUDO� KHDOWK�� 7KH� PRVW� RIWHQ� FLWHG� IDFLOLWDWRUV� RI� WHOHEHKDYLRUDO� KHDOWK� IRU�
SURYLGHUV�ZHUH�WKH� LQFUHDVHG�DFFHVV�DQG�HQJDJHPHQW�RI�FOLHQWV��UHGXFHG�ZDLWOLVWV�� OHVV�WUDYHO�DQG�FRPPXWH�
WLPH�� LQFUHDVHG�IOH[LELOLW\� LQ�PHHWLQJ�FOLHQW�QHHGV��DQG�WKH�HQMR\PHQW�RI�ZRUNLQJ�IURP�KRPH�DW� OHDVW�VRPH�RI�
WKH�WLPH��7KRVH�ZRUNLQJ�ZLWK�FKLOGUHQ�DOVR�QRWHG�LQFUHDVHG�RSSRUWXQLWLHV�WR�HQJDJH�SDUHQWV�LQ�WUHDWPHQW�� 

�ůŝĞŶƚ�&ŝŶĚŝŶŐƐ 

 6LPLODU� WR� WKH� DGPLQLVWUDWLYH� VWDII� DQG� SURYLGHU� JURXSV�� FOLHQWV� DOVR� GHVFULEHG� KLJK� VDWLVIDFWLRQ� DQG�
SRVLWLYH�H[SHULHQFHV�ZLWK�WHOHEHKDYLRUDO�KHDOWK�VHUYLFHV��ZLWK�RYHU������Q �����RI�WKLV�JURXS�UHSRUWLQJ�PRVWO\�
SRVLWLYH�RU�DOO�SRVLWLYH�H[SHULHQFHV�GXULQJ�WKH�SDQGHPLF�� 

 )LJXUH���LOOXVWUDWHV�FOLHQW�VDWLVIDFWLRQ�ZLWK�VHUYLFHV�UHFHLYHG�WKURXJK�WHOHEHKDYLRUDO�KHDOWK��WKH�PDMRULW\�
RI� FOLHQW� UHVSRQGHQWV� �Q ����� ������� UHSRUWHG� IHHOLQJ� VDWLVILHG� RU� YHU\� VDWLVILHG�ZLWK� WKH� DELOLW\� WR�PDLQWDLQ�
FRQQHFWLRQV�ZLWK�H[LVWLQJ�SURYLGHUV�DQG��ZKHUH�DSSOLFDEOH��WKDW�WKH\�ZHUH�DEOH�WR�HVWDEOLVK�D�FRQQHFWLRQ�ZLWK�D�
QHZ�SURYLGHU��Q ������������ 

 (VSHFLDOO\�QRWHZRUWK\�ZDV�WKH�ILQGLQJ�WKDW�D�PDMRULW\�RI�FOLHQWV�UHSRUWHG�EHLQJ�HLWKHU�VDWLVILHG�RU�YHU\�
VDWLVILHG� ZLWK� WKH� FRQYHQLHQFH� RI� DSSRLQWPHQWV� �Q ����� �������� DELOLW\� WR� DWWHQG� DSSRLQWPHQWV� �Q �����
�������� DQG� UHPRYDO� RI� WUDQVSRUWDWLRQ� FKDOOHQJHV� �Q ����� ��������)LJXUH���KLJKOLJKWV�DGGLWLRQDO� EHQHILWV� RI�
WHOHEHKDYLRUDO�KHDOWK�VHUYLFHV�DQG�UHSRUWHG�FOLHQW�VDWLVIDFWLRQ� 

 7KH� PRVW� FRPPRQO\� UHSRUWHG� EDUULHUV� IRU� WHOHEHKDYLRUDO� KHDOWK� RXWFRPHV� ZHUH� LQVXIILFLHQW�
WHFKQRORJLFDO�HTXLSPHQW�RU�FRQQHFWLYLW\�� ODFN�RI�D�SULYDWH�VSDFH��GLIILFXOWLHV�ZLWK�JHWWLQJ�DSSRLQWPHQWV�GXH�WR�
LQFUHDVHG� GHPDQG� IRU� SURYLGHUV�� DQG� LQVXUDQFH� UHLPEXUVHPHQW� FRQFHUQV� RU� WKH� FRVW� UHODWHG� WR� UHFHLYLQJ�

)LJXUH�� 
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)LJXUH�� 

)LJXUH�� 
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WUHDWPHQW� LI� LQVXUDQFH� ZRXOG� QRW� UHLPEXUVH�� UHLPEXUVH� SDUWLDOO\� RU� UHLPEXUVH� IXOO\� IRU� WHOHKHDOWK�� 7KH�PRVW�
RIWHQ�FLWHG�VLQJOH�IDFLOLWDWRU�E\�IDU�IRU�FOLHQWV�ZDV�WKH� ODFN�RI�WUDYHO�DQG�UHODWHG�WLPH�DQG�H[SHQVH�FRVWV��ZLWK�
RWKHU� WKHPHV� EHLQJ� FRQYHQLHQFH�� LQFUHDVHG� DFFHVVLELOLW\� �HLWKHU� GXH� WR� V\PSWRP� LQWHUIHUHQFH� RU� H[WHUQDO�
FRQIOLFWLQJ�GHPDQGV�RQ�WLPH���EHLQJ�DEOH�WR�NHHS�SURYLGHUV�HYHQ�LI�WKH\�RU�WKH�SURYLGHU�PRYH��DQG�EHLQJ�PRUH�
FRPIRUWDEOH�LQ�WKHLU�RZQ�KRPHV�� 

 ŪşĊŔƬƘĽŪşƘ 
 ��6XUYH\� UHVXOWV� FRQWULEXWH� IXUWKHU� WR� WKH�ZHDOWK� RI� H[LVWLQJ� OLWHUDWXUH� GHWDLOLQJ� WKH� GUDPDWLF� VKLIW� WR�
WHOHEHKDYLRUDO�KHDOWK�VHUYLFHV�VLQFH�WKH�VWDUW�RI�WKH�&29,'-���SDQGHPLF��*LYHQ�WKLV�GLVUXSWLRQ�WR�WKH�VWDWXV�
TXR� RI� FOLQLFDO� VHUYLFH� GHOLYHU\�� LW� LV� SURPLVLQJ� WKDW� H[LVWLQJ� OLWHUDWXUH� DQG� WKLV� � VXUYH\� VKRZ� KLJK� RYHUDOO�
VDWLVIDFWLRQ� UDWHV� RI� H[SHULHQFHV� ZLWK� WHOHEHKDYLRUDO� KHDOWK� DPRQJ� FOLHQWV�� SURYLGHUV�� DQG� DGPLQLVWUDWLYH�
VWDII�� 3URYLGHUV� DQG� FOLHQWV� LQ� WKLV� VWXG\� ERWK� FLWHG� WKH� IOH[LELOLW\� DQG� DFFHVVLELOLW\� RI� XVLQJ� WHOHEHKDYLRUDO�
KHDOWK�VHUYLFHV�DQG�DSSUHFLDWH�WKH�UHGXFWLRQ�LQ�H[SHQVHV�DQG�VWUHVV�UHODWHG�WR�WUDYHO�IRU�DSSRLQWPHQWV��IRU�
FOLHQWV�� DQG� WKH� ZRUN� FRPPXWH� RU� WUDYHO� WR� YLVLWV� �IRU� SURYLGHUV� DQG� DGPLQLVWUDWLYH� VWDII�� DV� IDFLOLWDWRUV� WR�
VDWLVIDFWLRQ� DQG� RXWFRPHV�� ZKLFK� LV� DOVR� ODUJHO\� VXSSRUWHG� E\� OLWHUDWXUH�� 5HVSRQGHQWV� QRWHG� WKHVH�
FRQWULEXWHG�WR�GHFUHDVHG�QR-VKRZ�UDWHV�DQG�LQFUHDVHG�SDUWLFLSDWLRQ�ZLWK�WUHDWPHQW�SURJUDPPLQJ�DV�ZHOO�DV�
LQFUHDVHG�UDWHV�RI�FRPSOHWLRQ�IRU�VRPH�FXUULFXOXP-EDVHG�SURJUDPV��H�J���SDUHQWLQJ�FODVVHV��� 

 7KH� WKUHH� JURXSV� DOVR� VKDUHG� FRPPRQ� EDUULHUV�� 0RVW� RIWHQ�� UHVSRQGHQWV� H[SUHVVHG� FRQFHUQV�
UHJDUGLQJ�WKH�XQFHUWDLQW\�RI�ORQJ-WHUP�WHOHEHKDYLRUDO�KHDOWK��ZKHWKHU�WKURXJK�SROLF\��WKH�FRQWLQXDWLRQ�RI�OHVV�
UHVWULFWLYH�SUDFWLFH�JXLGHOLQHV��+,3$$��DJUHHPHQWV�EHWZHHQ�VWDWHV��HWF����UHJXODWLRQV�UHPDLQLQJ�IDYRUDEOH�IRU�
WHOHEHKDYLRUDO�KHDOWK�SUDFWLFH��DQG�RU� LI� LQVXUDQFH�ZRXOG�FRQWLQXH� WR� UHLPEXUVH�RU�� IRU�VRPH�� UHLPEXUVH�DW�
SDULW\�ZLWK�LQ-SHUVRQ�VHUYLFHV��2WKHU�FRPPRQ�EDUULHUV�VKDUHG�EHWZHHQ�SURYLGHUV��FOLHQWV��DQG�DGPLQLVWUDWLYH�
VWDII� ZHUH� WKH� ODFN� RI� FRQVLVWHQW� FRQQHFWLYLW\� RQ� HLWKHU� WKH� SURYLGHU� RU� FOLHQW� VLGH� DQG� ODFN� RI� VXIILFLHQW�
WHFKQRORJLFDO� HTXLSPHQW�� &UHDWLQJ� JUHDWHU� DFFHVV� WR� LQWHUQHW� FRQQHFWLYLW\� DQG� ORZ-FRVW� WHFKQRORJLFDO�
HTXLSPHQW�ZRXOG�JUHDWO\�FRQWULEXWH� WR�WKH�UHVROXWLRQ�RI�VRPH�PDMRU�EDUULHUV�DQG�SRWHQWLDOO\� IXUWKHU�H[SDQG�
WHOHEHKDYLRUDO�KHDOWK�FDSDELOLWLHV�DQG�DFFHVV�WR�QHZ�DQG�XQGHUVHUYHG�SRSXODWLRQV� 

 $OWKRXJK�WKHUH�ZDV�VKDUHG�RYHUODS�EHWZHHQ�JURXSV��SURYLGHUV��FOLHQWV��DQG�DGPLQLVWUDWLYH�VWDII�DOVR�
FLWHG� XQLTXH� EDUULHUV� DQG� IDFLOLWDWRUV� UHOHYDQW� WR� WKHLU� UROHV� LQ� WKH� WHOHEHKDYLRUDO� KHDOWK� GHOLYHU\� VSHFWUXP��
8QLTXH� IDFLOLWDWRUV� WKDW� FOLHQWV� UHSRUWHG� SRVLWLYHO\� DIIHFWHG� RXWFRPHV� IRU� WKHP� WKDW�ZHUH� QRW� VHHQ� LQ� RWKHU�
JURXSV� LQFOXGHG� FRQYHQLHQFH� DQG� WKH� IDFW� WKDW� WKH\�ZRXOG� QRW� KDYH� WR� WHUPLQDWH� VHUYLFHV� LI� WKH\� RU� WKHLU�
SURYLGHU�PRYHG��ZKLFK�KDG�EHHQ�D�EDUULHU�LQ�WKH�SDVW��$GPLQLVWUDWLYH�VWDII�UHSRUWHG�WKDW�WKH\�ZHUH�VDWLVILHG�
ZLWK�PXFK�RI� WKHLU�XQLTXH� MRE�GXWLHV�VXFK�DV�FDUH�FRRUGLQDWLRQ�� UHIHUUDOV�� WUDQVIHUV��DQG� OLDLVLQJ�ZLWK�RWKHU�
SURYLGHUV�� 2QH� EDUULHU� WKDW� ZDV� FLWHG� LQ� VRPH� TXDOLWDWLYH� WKHPHV� DQDO\VLV� ZDV� WKH� FRQFHUQ� WKDW� VRPH�
WUHDWPHQW�PD\�QRW� EH�DV�HIIHFWLYH�ZKHQ�SURYLGHG� YLD� WHOHEHKDYLRUDO� KHDOWK�� DOWKRXJK�ZKHQ�FRPSDULQJ� WKH�
TXDQWLWDWLYH�GDWD� IRU� WKH�JURXS�� RYHUDOO� WKLV� DSSHDUV� WR�EH�D� VPDOO�PLQRULW\��$�SRWHQWLDO� GLUHFWLRQ� IRU� IXWXUH�
UHVHDUFK�FRXOG�EH�WR�H[SORUH�WKH�GLVFUHSDQF\�EHWZHHQ�WKH�SURYLGHU�JURXS�DQG�WKH�DGPLQLVWUDWLYH�VWDII�JURXS�
DV�DGPLQLVWUDWLYH�VWDII�DUH�QRW�RIWHQ�LQFRUSRUDWHG�LQWR�UHVHDUFK�RI�WKLV�NLQG� 

 )LQDOO\�� WKH� SURYLGHU� JURXS� DOVR� UHSRUWHG� XQLTXH� EDUULHUV� DQG� IDFLOLWDWRUV�� )DFLOLWDWRUV� LQFOXGHG�
UHGXFHG�ZDLWOLVWV�DQG�LQFUHDVHG�IOH[LELOLW\�WR�PHHW�FOLHQW�QHHGV��ZKLOH�EDUULHUV�QRWHG�LQFOXGHG�WKDW�LW�FRXOG�EH�
PRUH� GLIILFXOW� WR� UHDG� VSRQWDQHRXV� ERG\� ODQJXDJH� RU� IDFLDO� H[SUHVVLRQV� YLD� WHOHEHKDYLRUDO� KHDOWK�� 6RPH�
SURYLGHUV�DOVR�FLWHG�D�IHHOLQJ�RI�ODFN�RI�FRQQHFWLRQ�WR�JUHDWHU�ZRUNSODFH�FXOWXUH�RU�FROOHDJXHV��,W�VKRXOG�EH�
QRWHG� WKDW� D� FRQIRXQGLQJ� DVSHFW� WR� WKLV� LV� WKDW� ZLWK� WKH� SDQGHPLF�PDQ\� SHRSOH� KDYH� EHHQ� UHSRUWLQJ� DQ�
LQFUHDVH� LQ� IHHOLQJ� LVRODWHG� DQG� ORQHO\� LQ� JHQHUDO�� VR� WKLV� FRXOG� EH� UHODWHG� WR� RU� DOVR� H[DFHUEDWHG� E\� WKH�
JHQHUDO�XQLTXH�VLWXDWLRQV�UHODWHG�WR�&29,'-���WKDW�WKH�JUHDWHU�VRFLHW\�LV�H[SHULHQFLQJ� 

 :KLOH�PXFK�RI� WKH�VXUYH\�HYLGHQFH�GRHV�ODUJHO\�UHIOHFW�WKH�FXUUHQW� OLWHUDWXUH�UHJDUGLQJ�EDUULHUV�DQG�
IDFLOLWDWRUV�EHWZHHQ�JURXSV�DQG�WKH�IDFW�WKDW�FOLHQWV�SUHIHU�WHOHEHKDYLRUDO�KHDOWK�VOLJKWO\�PRUH�WKDQ�SURYLGHUV��
WKHUH�ZHUH�VRPH�GLVFUHSDQFLHV��7KHUDSHXWLF�DOOLDQFH�DSSHDUHG�WR�EH�QRW�DV�PXFK�RI�D�FRQFHUQ�LQ�WKLV�JURXS�
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DV� LQ� WKH� HVWDEOLVKHG� OLWHUDWXUH�� ZLWK� SURYLGHUV� UDWLQJ� WKDW� WKH\� ZHUH� VDWLVILHG� RU� YHU\� VDWLVILHG� ZLWK� WKH�
DVVHUWLRQ�WKDW�WHOHEHKDYLRUDO�KHDOWK�ZDV�DV�HIIHFWLYH�DV�LQ-SHUVRQ�VHUYLFHV�LQ�TXDOLW\��ZKLFK�LV�LQ�FRQWUDVW�WR�
WKH�FRQFHUQV�FLWHG�E\�&RQQROO\�DQG�FROOHDJXHV���6DIHW\�FRQFHUQV�DQG�LQDELOLW\�WR�SK\VLFDOO\�FRRUGLQDWH�FDUH�
GLG� QRW� DULVH� DV� FRQFHUQV� WKH� VDPH� ZD\� DV� QRWHG� LQ� WKH� OLWHUDWXUH�� +RZHYHU�� LW� LV� SRVVLEOH� WKDW� VDIHW\�
FRQFHUQV� GR� H[LVW� EXW� WKDW� WKLV� VDPSOH�PD\� QRW� KDYH� KDG� D� ELJ� HQRXJK� UHSUHVHQWDWLRQ� RI� SURYLGHUV�ZKR�
GHOLYHU�WHOHEHKDYLRUDO�KHDOWK�WR�LQGLYLGXDOV�ZLWK�60,�RU�WKRVH�RQ�SV\FKLDWULF�PHGLFDWLRQV��3RSXODWLRQV�FLWHG�
LQ�TXDOLWDWLYH�DQDO\VLV��FKLOGUHQ��60,��68'��RI�WKH�VXUYH\�GDWD�GLG�UHIOHFW�WKH�ILQGLQJV�RI�WKH�5LFKDUGV�HW�DO��
VWXG\��� IURP� WKH� OLWHUDWXUH� UHYLHZ�� ZKLFK� UHSRUWHG� WKDW� WHOHEHKDYLRUDO� KHDOWK� RXWFRPHV�PD\� EH� ORZHU� IRU�
WKHVH�SRSXODWLRQV�� 

 2I�SDUWLFXODU�QRWH� LV� WKH� LQWHUSOD\�ZLWK�VRPH�EDUULHUV�EHWZHHQ�JURXSV��7KLV�ZDV�HYLGHQW� LQ�PXOWLSOH�
EDUULHUV�VXFK�DV�KRZ�WKH�LQFUHDVH�LQ�VWUHVVRUV�GXULQJ�WKH�&29,'-���SDQGHPLF�DQG�RWKHU�IDFWRUV�OHG�WR�DQ�
LQFUHDVHG�GHPDQG�IRU�SURYLGHUV�DQG�PRUH�SHRSOH�VHHNLQJ�WUHDWPHQW��+RZHYHU��WKLV��FRXSOHG�ZLWK�WKH�GURS�
RI�QR-VKRZ� UDWHV�� LQ�SDUW� OHG� WR�D�JUHDWHU�EXUGHQ�RQ�SURYLGHUV��XOWLPDWHO\� OHDGLQJ� WR� LQFUHDVLQJ�FDVHORDGV�
DQG� JUHDWHU� SURYLGHU� EXUQRXW�� $� UHODWHG� � WUHQG� FDQ� DOVR� EH� VHHQ� UHJDUGLQJ� WKH� DFFHSWDQFH� RI� LQVXUDQFH�
ZKHUH�� GXH� WR� WKH� LQFUHDVHG� GHPDQG� DQG� XQFHUWDLQW\� DURXQG� LQVXUDQFH� UHLPEXUVHPHQW� UHJDUGLQJ�
WHOHEHKDYLRUDO� KHDOWK�� VRPH� SURYLGHUV� DUH� QRW� WDNLQJ� LQVXUDQFH� RU� DUH� OHVV� OLNHO\� WR� DFFHSW� LQVXUDQFH��
WKHUHE\� IXUWKHU� FRQWULEXWLQJ� WR� WKH�VFDUFLW\� RI�SURYLGHUV�� OHDGLQJ� WR�SRWHQWLDOO\�JUHDWHU� FRVWV�DQG� UHVWULFWHG�
DFFHVV�IRU�VRPH�FOLHQWV�RU�JUHDWHU�FRPSOLFDWLRQV�DURXQG�JHWWLQJ�UHLPEXUVHG�IRU�H[SHQVHV�UHODWHG�WR�WKHVH�
VHUYLFHV�� 7KLV�� LQ� WXUQ�� FDQ� OHDG� WR� LQFUHDVHG� GHPDQG� DQG� JUHDWHU� EXUQRXW� RQ� SURYLGHUV� DFFHSWLQJ�
LQVXUDQFH��� 

 :LWK� WKH�HYLGHQFH� IURP�WKH�FXUUHQW�VWXG\�DQG� LQ� WKH�H[LVWLQJ� OLWHUDWXUH� WKDW� WHOHEHKDYLRUDO�KHDOWK� LV�
ZHOO�UHFHLYHG��HIIHFWLYH��DQG�ORZHUV�EDUULHUV�WR�UHFHLYLQJ�FDUH��DFWLRQ�QHHGV�WR�EH�WDNHQ�WR�HQVXUH�DGHTXDWH�
DFFHVV�WR�FDUH�FRQWLQXHV�WR�H[SDQG�DQG�H[LVWV�IRU�DOO�WKRVH�LQ�QHHG��ZLWK�WHOHEHKDYLRUDO�KHDOWK�D�SURPLVLQJ�
IL[WXUH� RI� WKDW� RYHUDOO� VWUDWHJ\�� )XWXUH� SROLF\� DFWLRQ� FRXOG� H[SORUH� UHJXODWRU\� JXLGDQFH� �HVSHFLDOO\� DURXQG�
RQJRLQJ�UXOHV�IRU�XWLOL]DWLRQ�DQG�HVWDEOLVKLQJ�EHVW�SUDFWLFHV�IRU�WHOHEHKDYLRUDO�KHDOWK��DQG�FUHDWH� ORQJ-WHUP�
DVVXUDQFHV� WKDW� WHOHEHKDYLRUDO� KHDOWK� ZLOO� FRQWLQXH� WR� EH� HQGRUVHG� DQG� UHLPEXUVHG� IDLUO\� DV� DQ� RQJRLQJ�
IRUP�RI�VHUYLFH�GHOLYHU\�DIWHU�WKH�SDQGHPLF��7KLV�ZRXOG�WKHQ�KHOS�SURYLGHU�RUJDQL]DWLRQV�SODQ� ORQJ�WHUP�WR�
H[SDQG� WKHLU� WHOHKHDOWK�RIIHULQJV� LI� WKH\�FKRVH� WR�GR�VR�� ,QLWLDWLYHV�DW� IHGHUDO�� VWDWH��DQG�RU� ORFDO� OHYHOV�DV�
ZHOO� DV� SRWHQWLDO� SXEOLF�SULYDWH� SDUWQHUVKLSV� WR� H[SDQG� WHFKQRORJ\� DQG� LQWHUQHW� DFFHVV� FRXOG� DOVR� IXUWKHU�
UHGXFH�EDUULHUV�WR�DFFHVVLQJ�WUHDWPHQW�IRU�XQGHUUHSUHVHQWHG�DQG�UXUDO�SRSXODWLRQV� 

 $ORQJVLGH� WKH� QHHGV� UHODWHG� WR� LQFUHDVLQJ� DFFHVV�� DQRWKHU� UHODWHG� DUHD� UHTXLULQJ� DFWLRQ� LV� WKH�
GHFDGHV-ROG�ZRUNIRUFH�VKRUWDJHV��WKDW�KDYH�QRZ�EHHQ�H[DFHUEDWHG�E\�WKH�LQFUHDVHG�GHPDQG�UHVXOWLQJ�IURP�
WKH� SDQGHPLF�� 7KH� GHFUHDVH� LQ� QR-VKRZ� UDWHV� DV�ZHOO� DV� LQFUHDVHG� GHPDQG� RI�PRUH� DQG�PRUH� SHUVRQV�
VHHNLQJ� FDUH�� FRXSOHG� ZLWK� PRUH� FOLQLFLDQV� DQG� SURYLGHUV� OHDYLQJ� WKH� KHDOWK� FDUH� ZRUNIRUFH�� DUH� DOO�
REVWDFOHV�WR�HQVXULQJ�DGHTXDWH�FDUH�H[LVWV�IRU�DOO��:KLOH�WKLV�LV�D�FRPSOH[�LVVXH�DQG�UDLVLQJ�ZDJHV�DFURVV�
WKH� ILHOG�ZLOO�PRVW� OLNHO\� EH� D� VORZ� SURFHVV� �ORZ�ZDJHV� DUH� FRPPRQO\� FLWHG� DV� D� UHDVRQ�ZRUNHUV� GR� QRW�
H[SORUH�RU�GR�QRW�VWD\�LQ�WKH�ILHOG���SROLF\�FKDQJHV�WKDW�KHOSHG�FUHDWH�GLUHFW�LQYHVWPHQW�LQWR�WKH�EHKDYLRUDO�
KHDOWK� ZRUNIRUFH�� ORDQ� UHSD\PHQW� SURJUDPV�� SDUWQHUVKLSV�� DQG� HIIRUWV� WR� H[SDQG� GLYHUVLW\� ZLWKLQ� WKH�
ZRUNIRUFH�FRXOG�DOO�KDYH�D�ODUJH�LPSDFW�RQ�DGGUHVVLQJ�WKHVH�VKRUWDJHV�DQG�HQVXULQJ�WKDW�TXDOLW\�EHKDYLRUDO�
KHDOWK�FDUH�H[LVW�IRU�HYHU\RQH�DQG�WKDW�WKHUH�LV�HQRXJK�FDSDFLW\�WR�PDNH�WKLV�LGHDO�D�UHDOLW\�� 
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¤ĘİĘƐĘşĊĘƘ 
�� 3LQDOV� '$�� +HSEXUQ� %�� 3DUNV� -�� 6WHSKHQVRQ� $+�� 7KH� EHKDYLRUDO� KHDOWK� V\VWHP� DQG� LWV� UHVSRQVH� WR�

&29,'-���� D� VQDSVKRW� SHUVSHFWLYH�� 3V\FKLDWU� 6HUY�� ����������������-������ GRL���������
DSSL�SV����������� 

�� &HQWHU� IRU� &RQQHFWHG� +HDOWK� 3ROLF\�� 7HOHKHDOWK� FRYHUDJH� SROLFLHV� LQ� WKH� WLPH� RI� &29,'-���� 3XEOLVKHG�
0DUFK� ������ $FFHVVHG� 6HSWHPEHU� ���� ������ KWWSV���ZZZ�FFKSFD�RUJ�UHVRXUFHV�FRYLG-��-WHOHKHDOWK-
FRYHUDJH-SROLFLHV�� 

�� &HQWHU� IRU� &RQQHFWHG� +HDOWK� 3ROLF\�� &29,'-��-UHODWHG� VWDWH� DFWLRQV�� 3XEOLVKHG� ������ $FFHVVHG�
6HSWHPEHU�����������KWWSV���ZZZ�FFKSFD�RUJ�FRYLG-��-UHODWHG-VWDWH-DFWLRQV� 

�� *DMDUDZDOD� 61�� 3HONRZVNL� -1�� 7HOHKHDOWK� EHQHILWV� DQG� EDUULHUV� -� 1XUVH� 3UDFW�� ������������ ���-�����
GRL���������M�QXUSUD������������� 

�� &RQQROO\� 6/�� 0LOOHU� &-�� /LQGVD\� -$�� %DXHU� 06�� $� V\VWHPDWLF� UHYLHZ� RI� SURYLGHUV¶� DWWLWXGHV� WRZDUG�
WHOHPHQWDO� KHDOWK� YLD� YLGHRFRQIHUHQFLQJ�� &OLQ� 3V\FKRO� 6FL� 3UDFW�� ��������H������� GRL���������
FSVS������� 

�� -HQNLQV-*XDUQLHUL� 0$�� 3UXLWW� /'�� /X[WRQ� ''�� -RKQVRQ� .�� &OLHQW� SHUFHSWLRQV� RI� WHOHPHQWDO� KHDOWK��
V\VWHPDWLF�UHYLHZ�RI�GLUHFW�FRPSDULVRQV�WR�LQ-SHUVRQ�SV\FKRWKHUDSHXWLF�WUHDWPHQWV��7HOHPHG�-�(�+HDOWK��
��������������-�����GRL���������WPM������������ 

�� *XLQDUW� '�� 0DUF\� 3�� +DXVHU� 0�� 'Z\HU� 0�� .DQH� -0�� &OLHQW� DWWLWXGHV� WRZDUG� WHOHSV\FKLDWU\� GXULQJ� WKH�
&29,'-��� SDQGHPLF�� D� QDWLRQZLGH�� PXOWLVLWH� VXUYH\�� -0,5� 0HQWDO� +HDOWK�� �����������H�������
GRL��������������� 

�� (UWHOW�7:��&URVE\�5'��0DULQR�-0��0LWFKHOO�-(��/DQFDVWHU�.��&URZ�6-��7KHUDSHXWLF� IDFWRUV�DIIHFWLQJ� WKH�
FRJQLWLYH�EHKDYLRUDO�WUHDWPHQW�RI�EXOLPLD�QHUYRVD�YLD�WHOHPHGLFLQH�YHUVXV�IDFH-WR-IDFH�GHOLYHU\��,QW�-�(DW�
'LVRUG����������������-�����GRL���������HDW������� 

�� 6FKRSS�/��-RKQVWRQH�%��0HUUHOO�'��7HOHKHDOWK�DQG�QHXURSV\FKRORJLFDO�DVVHVVPHQW��QHZ�RSSRUWXQLWLHV�IRU�
SV\FKRORJLVWV��3URI�3V\FKROR�5HV�3U����������������-�����GRL�������������-�������������� 

��� 5LFKDUGV� 3�� 6LPSVRQ� 6�� %DVWLDPSLOODL� 7�� 3LHWUDELVVD� *�� &DVWHOQXRYR� *�� 7KH� LPSDFW� RI� WHFKQRORJ\� RQ�
WKHUDSHXWLF� DOOLDQFH� DQG� HQJDJHPHQW� LQ� SV\FKRWKHUDS\��7KH� WKHUDSLVW¶V� SHUVSHFWLYH��&OLQ�3V\FKRO� �$XVW�
3V\FKRO�6RF�����������������-�����GRL���������FS������� 

��� 6RQJ�=��/LOOHKDXJHQ�7��%XVFK�6+��%HQVRQ�10��:DOODFH�-��2XW-RI-QHWZRUN�VSHQGLQJ�RQ�EHKDYLRUDO�KHDOWK��
����-����� -�*HQ�,QWHUQ�0HG����������������-�����GRL���������V�����-���-�����-Z�� 


