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8VLQJ�6(5948$/�LQVWUXPHQWV�LQFOXGLQJ�WKH�GLPHQVLRQV�RI�WDQJLEOHV��UHOLDELOLW\��
UHVSRQVLYHQHVV�� DVVXUDQFH� DQG� HPSKDW\� RI� 3DUDVXUDPDQ�� =HLWKDPDO� DQG� %HUU\�
��������DQG�NH\�HOHPHQWV�RI�FXVWRPHU�VDWLVIDFWLRQ�IURP�+D\HV���������DQ�DQDO\VLV�
RI� WKH� TXDOLW\� RI� RMHN� RQOLQH� VHUYLFH� SURYLGHG� E\� WKUHH� SURYLGHUV� DSSOLFDWLRQ� RI�
RMHN�RQOLQH�VHUYLFHV�VXFK�DV�*R-HN��*UDEELNH�DQG�8EHU�� ,Q� WDQJLEOH�GLPHQVLRQV��
WKH�TXDOLW\�RI�RMHN�RQOLQH�VHUYLFH�LV�DVVHVVHG�E\�WKH�FXVWRPHU�WKURXJK�WKH�SUHVHQFH�
RI�WKH�RIILFH�DQG�WKH�DWWULEXWHV�LPSRVHG�E\� WKH�GULYHU�RI�RMHN�RQOLQH�FDQ�SURYLGH�
LQIRUPDWLRQ�LQ�WKH�IRUP�RI�VDWLVIDFWLRQ�DQG�GLVVDWLVIDFWLRQ�RI�VHUYLFHV�UHFHLYHG�E\�
WKH� FXVWRPHU�ZKHQ� WUDYHOLQJ� XVLQJ DQ�RMHN�RQOLQH��2Q� WKH� UHOLDELOLW\� GLPHQVLRQ��
WKH�TXDOLW\�RI�WKH�RMHN�RQOLQH�LV�DVVHVVHG�E\�WKH�FXVWRPHU�WKURXJK�WKH�VSHHG�RI�WKH�
GULYHU�SDUWQHU�RI�RMHN�RQOLQH�WR�SLFN�XS�WKH�FXVWRPHU��WKH�VSHHG�RI�WKH�RSHUDWRU���
FXVWRPHU� VHUYLFH� WR� UHVSRQG� D� FRPSODLQW� DQG� WKH� VHUYLFH� UHTXHVWHG� E\� WKH�
FXVWRPHU� FDQ� JLYH� WKH� VDWLVIDFWLRQ� IRU WKH� FXVWRPHU� RI� WKH� RMHN RQOLQH�� ,Q�
DVVXUDQFH� GLPHQVLRQ�� WKH� TXDOLW\� RI� RMHN� RQOLQH� VHUYLFH� LV� DVVHVVHG� E\� WKH�
FXVWRPHU�WKURXJK�WKH�FHUWDLQW\�RI�WKH�SURYLGHU�FRPSDQ\�RI�WKH�RMHN�RQOLQH�VHUYLFH�
LQ�SURYLGLQJ�WKH�JXDUDQWHH�RI�VDIHW\��XQWLO�WKH�JXDUDQWHH�RI�DFFLGHQW�FDXVHG�E\�WKH�
RMHN� RQOLQH� GULYHU� ZKR� LV� VOHHS\� IHOW� E\� WKH� FXVWRPHU� QRW� DFFRUGLQJ� WR� ZKDW� LV�
SHUFHLYHG� DQG� H[SHFWHG� ZKHQ� GRLQJ� WUDYHO� XVLQJ� DQ� RMHN� RQOLQH� OHG� WR� SRRU�
DVVHVVPHQW� RI� WKH� TXDOLW\� RI� VHUYLFHV� SURYLGHG� E\� WKH� SURYLGHU� RI� RMHN� RQOLQH�
VHUYLFH�SURYLGHU��&XVWRPHUV�DOVR�DVVHVV�WKH�DGGLWLRQDO�FRVWV�LQ�DGGLWLRQ�WR�WKH�IHHV�
OLVWHG�RQ� WKH�DSSOLFDWLRQ�DQG� WKH�KDELWV�RI� WKH�RMHN�GULYHU�RQOLQH�ZKR�FDQFHO� WKH�
RUGHU� ZLWKRXW� WKH� FODULW\� RI� WKH� UHDVRQ� FDXVLQJ� WKH� FXVWRPHU� WR� IHHO� WKDW� WKH�
H[SHFWHG�VHUYLFH�GRHV�QRW�PDWFK�ZKDW�LV�REWDLQHG�IURP�WKH�H[SHULHQFH�RI�VHUYLFH�
UHFHLYHG�E\�WKH�FXVWRPHU�ZKHQ�XVLQJ�RMHN�RQOLQH��,Q�WKH�HPSKDW\�GLPHQVLRQ��WKH�
TXDOLW\�RI�RMHN�RQOLQHVHUYLFH� LV� DVVHVVHG�E\� WKH�FXVWRPHU� WKURXJK� WKH�DWWLWXGH�RI�
WKH�SDUWQHU�RI�GULYHU�RMHN�RQOLQH�ZKR�LV�SHUFHLYHG�E\�WKH�FXVWRPHU�LV� OHVV�SROLWH��
OHVV� IULHQGO\� DQG� OHVV� VPLOLQJ�� 7KLV� DWWLWXGH� DIIHFWV�ZKDW� WKH� FXVWRPHU� LPDJLQHV�
GRHV�QRW�PDWFK�ZKDW�LV�H[SHFWHG�WR�EH�DEOH�WR�LQWHUDFW�GXULQJ�WKH�WULS�XVLQJ�DQ�RMHN�
RQOLQH� LQ�-DNDUWD��7KH�GLPHQVLRQ�RI� UHOLDELOLW\�EHFRPHV� WKH�GRPLQDQW� IDFWRU� WKDW�
HQFRXUDJHV�WKH�SHRSOH�RI�-DNDUWD�FDSLWDO�WR�XVH�RMHN RQOLQH�EHFDXVH�WKH�FXVWRPHU�
DVVHVV�WKH�TXDOLW\�RI�WKH�VHUYLFH�RI�RMHN�RQOLQH�SURYLGHV�FRQYHQLHQFH��SUDFWLFDO�DQG�
VSHHG�LQ�SLFNLQJ�XS�WKH�FXVWRPHU�WR�WKH�GHVWLQDWLRQ�ORFDWLRQ�
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'HQJDQ� PHQJJXQDNDQ� LQVWUXPHQ� 6(5948$/� PHOLSXWL� GLPHQVL� WDQJLEOHV��
UHOLDELOLW\�� UHVSRQVLYHQHVV��DVVXUDQFH GDQ� HPSKDW\ GDUL� 3DUDVXUDPDQ�� =HLWKDPDO�
GDQ�%HUU\���������GDQ�HOHPHQ�NXQFL�GDUL�NHSXDVDQ�SHODQJJDQ�GDUL�+D\HV���������
GLODNXNDQ�DQDOLVLV� WHUKDGDS�NXDOLWDV�SHOD\DQDQ�RMHN�RQOLQH \DQJ�GLVHGLDNDQ�ROHK�
WLJD� SHUXVDKDDQ� SHQ\HGLD� DSOLNDVL� MDVD� RMHN� RQOLQH \DLWX� *R-HN�� *UDEELNH� GDQ�
8EHU�� 3DGD� GLPHQVL� WDQJLEOH�� NXDOLWDV� SHOD\DQDQ� RMHN� RQOLQH GLQLODL� ROHK�
SHODQJJDQ� PHODOXL� NHEHUDGDDQ� NDQWRU� GDQ� DWULEXW� \DQJ� GLNHQDNDQ� ROHK� PLWUD�
SHQJHPXGL� RMHN� RQOLQH GDSDW�PHPEHULNDQ� LQIRUPDVL� EHUXSD� NHSXDVDDQ�PDXSXQ�
NHWLGDNSXDVDQ� SHOD\DQDQ� \DQJ GLWHULPD� ROHK� SHODQJJDQ� NHWLND� PHODNXNDQ�
SHUMDODQDQ� PHQJJXQDNDQ� RMHN� RQOLQH�� 3DGD� GLPHQVL� UHOLDELOLW\�� NXDOLWDV� RMHN�
RQOLQH GLQLODL� ROHK� SHODQJJDQ� PHODOXL� NHFHSDWDQ� PLWUD� SHQJHPXGL� RMHN� RQOLQH
PHQMHPSXW� SHODQJJDQ�� NHFHSDWDQ� RSHUDWRU�FXVWRPHU� VHUYLFH PHUHVSRQ� NHOXKDQ�
PDXSXQ� SHOD\DQDQ� \DQJ� GLPLQWD� ROHK� SHODQJJDQ� GDSDW� PHPEHULNDQ� NHSXDVDQ�
SHODQJJDQ� RMHN� RQOLQH�� 3DGD� GLPHQVL� DVVXUDQFH�� NXDOLWDV� SHOD\DQDQ� RMHN� RQOLQH
GLQLODL� ROHK�SHODQJJDQ�PHODOXL� NHSDVWLDQ� SHUXVDKDDQ�SHQ\HGLD� DSOLNDVL� MDVD� RMHN�
RQOLQH GDODP� PHPEHULNDQ� MDPLQDQ� NHVHODPDWDQ�� KLQJJD� MDPLQDQ� ELOD� WHUMDGL�
NHFHODNDDQ� GLVHEDENDQ� ROHK� PLWUD� SHQJHPXGL� RMHN� RQOLQH \DQJ� PHQJDQWXN�
GLUDVDNDQ� ROHK� SHODQJJDQ� WLGDN� VHVXDL� GHQJDQ� DSD� \DQJ� GLSHUVHSVLNDQ� GDQ�
GLKDUDSNDQ�NHWLND�PHODNXNDQ�SHUMDODQDQ�PHQJJXQDNDQ RMHN�RQOLQH PHQ\HEDENDQ�
SHQLODLDQ� NXUDQJ� EDLN� DWDV� NXDOLWDV� SHOD\DQDQ� \DQJ� GLEHULNDQ� ROHK� SHUXVDKDDQ�
SHQ\HGLD�DSOLNDVL�MDVD�RMHN�RQOLQH��3HODQJJDQ�MXJD�PHQLODL�DGDQ\D�ELD\D�WDPEDKDQ�
VHODLQ�ELD\D�\DQJ�WHUWHUD�GL�DSOLNDVL�VHUWD�DGDQ\D�NHELDVDDQ�PLWUD�SHQJHPXGL�RMHN�
RQOLQH \DQJ� PHPEDWDONDQ� SHPHVDQDQ�RUGHU� WDQSD� GLVHUWDL� NHMHODVDQ� DODVDQ�
PHQJDNLEDWNDQ�SHODQJJDQ�PHUDVD�EDKZD�SHOD\DQDQ�\DQJ�GLKDUDSNDQ�WLGDN�VHVXDL�
GHQJDQ� DSD� \DQJ� GLGDSDWNDQ� GDUL� SHQJDODPDQ� SHOD\DQDQ� \DQJ� GLWHULPD� ROHK�
SHODQJJDQ� NHWLND� PHQJJXQDNDQ� RMHN� RQOLQH�� 3DGD� GLPHQVL� HPSKDW\�� NXDOLWDV�
SHOD\DQDQ�RMHN�RQOLQH GLQLODL�ROHK�SHODQJJDQ�PHODOXL�VLNDS�PLWUD�SHQJHPXGL�RMHN�
RQOLQH \DQJ� GLUDVDNDQ� ROHK� SHODQJJDQ� DGDODK� NXUDQJ� VRSDQ�� NXUDQJ� UDPDK� GDQ�
MDUDQJ� WHUVHQ\XP�� 6LNDS� LQL� EHUSHQJDUXK� WHUKDGDS� DSD� \DQJ� GLED\DQJNDQ� ROHK�
SHODQJJDQ� WLGDN� VHVXDL� GHQJDQ� DSD� \DQJ� GLKDUDSNDQ� XQWXN� GDSDW� EHULQWHUDNVL�
VHODPD� SHUMDODQDQ� PHQJJXQDNDQ� RMHN� RQOLQH GL� -DNDUWD�� 'LPHQVL� UHOLDELOLW\
PHQMDGL� IDNWRU� GRPLQDQ� \DQJ� PHQGRURQJ� PDV\DUDNDW� LEXNRWD� -DNDUWD�
PHQJJXQDNDQ� RMHN� RQOLQH NDUHQD� SHODQJJDQ� PHQLODL� NXDOLWDV� SHOD\DQDQ� RMHN�
RQOLQH PHPEHULNDQ� NHPXGDKDQ�� SUDNWLV� GDQ� NHFHSDWDQ� GDODP� PHODNXNDQ�
SHQMHPSXWDQ�SHODQJJDQ�PHQXMX�ORNDVL�WXMXDQ�
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