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��������7KH�UHVHDUFK�ZDV�FRQGXFWHG�RQ�;/�*R�SURGXFW��WKH�ODWHVW�SURGXFW�IURP�37�;/�$[LDWD��

ZKLFK�LV�RQH�RI�WKH�FHOOXODU�WHOHFRPPXQLFDWLRQ�RSHUDWRU�LQ�,QGRQHVLD��7KH�VWXG\�JURXSHG�DQG�

PDSSHG� ��� IDFWRUV� RI� VHUYLFH� TXDOLW\� LQ� �� JURXSV� RI� VHUYLFH� TXDOLW\� IDFWRU� WKDW� LV� FULWLFDO�

IDFWRU�� K\JLHQH� IDFWRU�� HQKDQFLQJ� IDFWRU� DQG�1HXWUDO� IDFWRU��0DSSLQJ� LV� GRQH� WR� GHWHUPLQH�

HIIHFWLYH� DQG� HIILFLHQW� DFWLRQV� LQ� LPSURYLQJ� VHUYLFH� TXDOLW\�� *URXSLQJ� LV� GRQH� EDVHG� RQ�

,76(48$/� *DS� FDOFXODWLRQ� EHWZHHQ� FXVWRPHU� SHUFHSWLRQ� WR� FXVWRPHU� H[SHFWDWLRQ� DQG�

FDOFXODWLRQ�RI�VLJQLILFDQW�LQIOXHQFH�RI�,76(48$/�*DS�RQ�WKH�VHQVH�QRW�RQ�SHUFHLYHG�VHUYLFH�

TXDOLW\�� 5HVHDUFK� RQ� ��� VHUYLFH� TXDOLW\� IDFWRU�� WKHUH� DUH� �� VHUYLFH� TXDOLW\� IDFWRU� WKDW� LV�

FRPPXQLFDWLRQ����DFFHVV����UHVSRQVLYHQHVV����UHOLDELOLW\����UHOLDELOLW\���DQG�UHOLDELOLW\���HQWHU�

LQ�FULWLFDO�IDFWRU�JURXS��7KH�DFWLRQ�WKDW�WKH�FULWLFDO�IDFWRU�JURXS�PXVW�PDNH�LV�WR�DGG�VHUYLFHV�

DV� LW� ZLOO� DGG� WR� GHOLJKW�� EXW� WKH� VHUYLFH� VKRXOG� QRW� EH� UHGXFHG� EHFDXVH� LW� ZLOO� FDXVH�

GLVVDWLVIDFWLRQ�� 7KHUH� DUH� ��� VHUYLFH� TXDOLW\� IDFWRUV�� FRPPXQLFDWLRQ� ��� FRPPXQLFDWLRQ� ���

DFFHVV� ��� DFFHVV� ��� DFFHVV� ��� DFFHVV� ��� DFFHVV� ��� UHOLDELOLW\� ��� UHOLDELOLW\� ��� UHOLDELOLW\� ���

UHOLDELOLW\� �� DQG� UHOLDELOLW\� �� DUH� LQFOXGHG� LQ� WKH� HQKDQFLQJ� IDFWRU� JURXS�� 7KH� DFWLRQ� WKH�

HQKDQFLQJ�IDFWRU�JURXS�LV�DGGLQJ�WR�WKH�VHUYLFH�EHFDXVH�LW�ZLOO�DGG�WR�GHOLJKW��EXW�WKH�VHUYLFH�

PD\�EH�UHGXFHG�EHFDXVH� LW�ZLOO�QRW�FDXVH�GLVVDWLVIDFWLRQ��:KLOH��� IDFWRUV�RI�VHUYLFH�TXDOLW\�

WKDW� LV� DYDLOLELOLW\� �� DQG� UHVSRQVLYHQHVV� �� HQWHU� LQ� JURXS� RI� QHXWUDO� IDFWRU�� 7KH� DFWLRQ� WKH�

QHXWUDO�JURXS�VKRXOG�WDNH�LV�QRW�WR�LQFUHDVH�WKH�VHUYLFH�EHFDXVH�LW�ZLOO�QRW�DGG�WR�GHOLJKW��EXW�

LI�WKH�VHUYLFH�LV�UHGXFHG�LW�ZLOO�QRW�UHGXFH�WKH�VDWLVIDFWLRQ��

.H\ZRUGV��;/�*R��FHOOXODU�WHOHFRPPXQLFDWLRQ��,76(48$/�JDS�����VHUYLFH�TXDOLW\�IDFWRUV����

JURXSV�RI�VHUYLFH�IDFWRUV��FULWLFDO�IDFWRU��K\JLHQH�IDFWRU��HQKDQFLQJ�IDFWRU�DQG�QHXWUDO�IDFWRU��
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3HQHOLWLDQ�LQL�GLODNXNDQ�SDGD�SURGXN�;/�*R��SURGXN�WHUEDUX�GDUL�37�;/�$[LDWD��\DQJ�

PHUXSDNDQ� VDODK� VDWX� RSHUDWRU� WHOHNRPXQLNDVL� VHOXOHU� GL� ,QGRQHVLD�� 3HQHOLWLDQ� PHODNXNDQ�

SHQJHORPSRNDQ� GDQ� SHPHWDDQ� WHUKDGDS� ��� IDNWRU� PXWX� OD\DQDQ� SDGD� �� JUXS� IDNWRU� PXWX�

OD\DQDQ�\DLWX�FULWLFDO�IDFWRU��K\JLHQH�IDFWRU��HQKDQFLQJ�IDFWRU�GDQ�1HXWUDO�IDFWRU��3HPHWDDQ�

GLODNXNDQ�XQWXN�PHQHQWXNDQ�WLQGDNDQ�HIHNWLI�GDQ�HILVLHQ�GDODP�PHPSHUEDLNL�PXWX�OD\DQDQ��

3HQJHORPSRNNDQ� GLODNXNDQ� EHUGDVDUNDQ� SHUKLWXQJDQ� ,76(48$/� *DS� DQWDUD� SHUVHSVL�

SHODQJJDQ�WHUKDGDS�KDUDSDQ�SHODQJJDQ�GDQ�SHUKLWXQJDQ�SHQJDUXK�VLJQLILNDQ�,76(48$/�*DS

WHUKDGDS� UDVD� WLGDN� SDGD� PXWX� OD\DQDQ� \DQJ� GLUDVDNDQ�� 3HQHOLWLDQ� SDGD� ��� IDNWRU� PXWX�

OD\DQDQ� �� DGD� �� IDNWRU� PXWX� OD\DQDQ� \DLWX� FRPPXQLFDWLRQ� ��� DFFHVV� ��� UHVSRQVLYHQHVV� ���

UHOLDELOLW\����UHOLDELOLW\���GDQ�UHOLDELOLW\���PDVXN�GDODP�NHORPSRN�FULWLFDO� IDFWRU��7LQGDNDQ�

\DQJ� KDUXV� GLODNXNDQ� NHORPSRN� FULWLFDO� IDFWRU� DGDODK� PHQDPEDK� OD\DQDQ� NDUHQD� DNDQ�

PHQDPEDK�NHVHQDQJDQ��QDPXQ�OD\DQDQ�WLGDN�EROHK�GLNXUDQJL�NDUHQD�DNDQ�PHQLPEXONDQ�UDVD�

WLGDN�SXDV��$GD����IDNWRU�PXWX�OD\DQDQ�\DLWX�FRPPXQLFDWLRQ����FRPPXQLFDWLRQ����DFFHVV����

DFFHVV����DFFHVV����DFFHVV����DFFHVV����UHOLDELOLW\����UHOLDELOLW\����UHOLDELOLW\����UHOLDELOLW\���GDQ�

UHOLDELOLW\���PDVXN�GDODP�NHORPSRN�HQKDQFLQJ� IDNWRU��7LQGDNDQ� \DQJ�GLODNXNDQ�NHORPSRN�

HQKDQFLQJ� IDNWRU� DGDODK� PHQDPEDK� OD\DQDQ� NDUHQD� DNDQ� PHQDPEDK� NHVHQDQJDQ�� QDPXQ�

OD\DQDQ�EROHK�GLNXUDQJL�NDUHQD�WLGDN�DNDQ�PHQLPEXONDQ�UDVD�WLGDN�SXDV��6HGDQJNDQ���IDNWRU�

PXWX� � OD\DQDQ� \DLWX� DYDLOLELOLW\� �� GDQ� UHVSRQVLYHQHVV� �� PDVXN� GDODP� NHORPSRN� QHXWUDO��

IDFWRU�� 7LQGDNDQ� \DQJ� KDUXV� GLODNXNDQ� NHORPSRN� QHXWUDO� � IDFWRU� DGDODK� WLGDN� PHQDPEDK�

OD\DQDQ�NDUHQD�WLGDN�DNDQ�PHQDPEDK�NHVHQDQJDQ��QDPXQ�MLND�OD\DQDQ�GLNXUDQJL�WLGDN�DNDQ�

PHQJXUDQJL�NHSXDVDQ��

.DWD�NXQFL��;/�*R��7HOHNRPXQLNDVL�VHOXOHU��,76(48$/�JDS�����IDNWRU�PXWX�OD\DQDQ�����JUXS�

IDNWRU�OD\DQDQ��FULWLFDO�IDFWRU��K\JLHQH�IDFWRU��HQKDQFLQJ�IDFWRU�GDQ�QHXWUDO�IDFWRU���


