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I .  VOLUNTEERISM

9ROXQWHHULVP�LV�XQLYHUVDO�E\�QDWXUH�UHJDUGOHVV�RI�

FXOWXUH���,W�EULQJV�WR�OLIH�WKH�QREOHVW�DVSLUDWLRQV�LQ�

WKH�SXUVXLW�IRU�XQLYHUVDO�YDOXHV�VXFK�DV�KXPDQ�

GLJQLW\�DQG�MXVWLFH�

9ROXQWHHULQJ�LV�D�SURFHVV�SHRSOH�HQJDJH�LQ�WR�

VHUYH�RWKHUV�RU�VRFLHW\��RXW�RI�ORYH�DQG�IUHH�ZLOO��

ZLWK�QR�H[SHFWDWLRQ�RI�DQ\�PDWHULDOLVWLF�UHWXUQ�

9ROXQWHHULVP�LV�PDQLIHVWHG�WKURXJK�SDUWLFLSDWLRQ�

WR�VHUYH��LUUHVSHFWLYH�RI�DJH��JHQGHU��HWKQLFLW\��

FUHHG��DELOLW\�RU�VRFLDO�VWDWXV�

9ROXQWHHUV�XQGHUVWDQG�DQG�HPEUDFH�XQLYHUVDO�YDOXHV�VXFK�DV�ORYH��MXVWLFH��

KXPDQ�ULJKWV�DQG�GLJQLW\�LQ�WKH�SUDFWLFH�RI�YROXQWHHULVP�

9ROXQWHHULQJ�LQYROYHV�ZLOOLQJO\�SURYLGLQJ�VHUYLFH�ZLWKRXW�H[SHFWDWLRQ�RI�DQ\�

PDWHULDOLVWLF�UHWXUQ�

(YHU\RQH�KDV�WKH�SRWHQWLDO�WR�YROXQWHHU�UHJDUGOHVV�RI�DJH��JHQGHU��HWKQLFLW\��

FUHHG��DELOLW\�RU�VRFLDO�RU�RWKHU�VWDWXV���

9ROXQWHHUV�KHOS�RWKHUV�QXUWXUH�WKH�VSLULW�RI�YROXQWHHULVP�

9ROXQWHHULQJ�LV�VHUYLQJ�RWKHUV�RU�DFWLQJ�IRU�WKH�ZHOO�EHLQJ�RI�VRFLHW\���,W�PD\�

WDNH�GLƈHUHQW�IRUPV�L�H��IRUPDO�RU�LQIRUPDO��DQG�WKURXJK�GLƈHUHQW�DFWLRQV�VXFK

DV�PXWXDO�DLG��VHOI�KHOS��SKLODQWKURS\��VHUYLFH�WR�RWKHUV��UHVHDUFK��FRPPXQLW\�

SDUWLFLSDWLRQ��FLYLF�HQJDJHPHQW��DGYRFDF\�RU�FDPSDLJQLQJ�

【 +RQJ�.RQJ�9ROXQWHHU�&KDUWHǗ
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I I .  VALUES

/RYH
9ROXQWHHULVP�VSULQJV�IURP�XQLYHUVDO�ORYH��ORYH�IRU�

OLIH�DQG�IRU�ZKROHVRPHQHVV�RI�KXPDQLW\���9ROXQWHHUV�

RƈHU�FRPSDVVLRQ�IRU�WKH�ZHOOEHLQJ�RI�RWKHUV�DQG�RI

VRFLHW\�

/RYH�LV�FDULQJ�IRU�RWKHUV��JLYLQJ�DQG�IRUJLYLQJ�

9ROXQWHHUV�UHFRJQL]H�DQG�UHVSHFW�WKH�XQLTXHQHVV�RI�HDFK�SHUVRQ��

9ROXQWHHUV�WUHDVXUH��UHVSHFW�DQG�FDUH�IRU�OLIH��KXPDQLW\�DQG�WKH�HQYLURQPHQW��
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9ROXQWHHUV�VHUYH�LQ�D�UHVSRQVLEOH�PDQQHU��DFFRUGLQJ�WR�WKHLU�RZQ�ZLOO�DQG�

DELOLWLHV���9ROXQWHHUV�UHVLVW�WHPSWDWLRQ�RU�FRHUFLRQ��DQG�DFW�LQ�ZD\V�ZKLFK�DUH�

FRQVLVWHQW�ZLWK�WKH�VSLULW�RI�YROXQWHHULVP�

)RU�IRUPDO�YROXQWHHULQJ�

9ROXQWHHUV�KDYH�WKH�ULJKW�WR�GHFLGH�ZKHWKHU�WR�FRQWLQXH�WKH�VHUYLFH�LI�WKH�WHUPV�

RI�WKH�DVVLJQPHQW�ZLWK�9,2V�KDYH�EHHQ�FKDQJHG�

5HVSHFW�IRU�KXPDQ�ULJKWV�DQG�GLJQLW\�LV�IXQGDPHQWDO�WR�YROXQWHHULVP�

9ROXQWHHUV�WUHDW�RWKHUV��LQFOXGLQJ�VHUYLFH�UHFLSLHQWV��DV�HTXDOV�DQG�GR�QRW�DFW�

ZLWK�D�VHQVH�RI�VXSHULRULW\���7KH\�DSSUHFLDWH�WKH�ULJKWV�DQG�GLJQLW\�RI�RWKHUV�

9ROXQWHHUV�HQGHDYRXU�WR�XQGHUVWDQG�WKH�QHHGV�DQG�ULJKWV�RI�VHUYLFH�UHFLSLHQWV��

7KH\�VHUYH�LQ�ZD\V�ZKLFK�WDNH�LQWR�DFFRXQW�WKH�ULJKWV�DQG�GLJQLW\�RI�VHUYLFH�

UHFLSLHQWV�DQG�RI�RWKHUV�ZRUNLQJ�WRJHWKHU�

7KH�ULJKWV�DQG�GLJQLW\�RI�YROXQWHHUV�LQ�VHUYLQJ�DUH�OLNHZLVH�UHVSHFWHG�

+XPDQ�'LJQLW\
9ROXQWHHULVP�UHVSHFWV�KXPDQ�GLJQLW\��DQG�UHFRJQL]HV�

WKH�LQWULQVLF�ULJKWV�RI�KXPDQ�EHLQJV��FLYLO��VRFLDO��

SROLWLFDO��FXOWXUDO�DQG�HFRQRPLF�

9ROXQWHHUV�UHVSHFW�WKH�ULJKWV�RI�VHUYLFH�UHFLSLHQWV��

OLNHZLVH��YROXQWHHUV�DUH�HQWLWOHG�WR�WKHLU�GLJQLW\�DQG�

ULJKW�LQ�VHUYLFLQJ�

)UHH�:LO O
9ROXQWHHULVP�LV�IUHH�H[SUHVVLRQ�RI�FDUH�IRU�RWKHUV�RU�

IRU�VRFLHW\�

9ROXQWHHUV�VSRQWDQHRXVO\�FRPH�IRUZDUG�WR�VHUYH��

DQG�DUH�QRW�FRPSHOOHG�WR�DFW�DJDLQVW�WKHLU�ZLOO�



I I I .  PRACTICE

6HUYLFH
9ROXQWHHU�ZLOO�RƈHU�WKHLU�WLPH�DQG�DELOLW\�WR�VHUYH�

ZLWK�QR�H[SHFWDWLRQ�RI�DQ\�PDWHULDOLVWLF�UHWXUQ��EXW�

IRU�WKH�ZHOOEHLQJ�RI�VHUYLFH�UHFLSLHQWV�DQG�RI�

VRFLHW\�

9ROXQWHHUV�ZLOO�EH�SUHSDUHG�WR�XQGHUJR�RULHQWDWLRQ�

RU�WUDLQLQJ�WR�HQKDQFH�WKHLU�NQRZOHGJH�DQG�VNLOO�

9ROXQWHHUV�ZLOO�HQGHDYRXU�WR�EH�ƊH[LEOH�WR�FRSH�

ZLWK�FKDQJLQJ�UHTXLUHPHQWV�RU�FLUFXPVWDQFHV�

9ROXQWHHUV�ZLOO�PHHW�WKHLU�VHUYLFH�JRDO�DQG�

FRPSOHWH�WKHLU�DVVLJQPHQW�IRU�IRUPDO�YROXQWHHULQJ�

9ROXQWHHUV�GHOLYHU�VHUYLFHV�ZKROHKHDUWHGO\�DQG�DFFRUGLQJ�WR�SODQV�

9ROXQWHHUV�SHUVLVW�LQ�YROXQWHHULVP�DQG�VHHN�WR�DWWDLQ�SURIHVVLRQDOLVP�LQ�

YROXQWHHULQJ�

9ROXQWHHUV�XSGDWH�WKHLU�NQRZOHGJH�DQG�VNLOOV�UHJXODUO\�WR�HQKDQFH�SHUIRUPDQFH�

LQ�VHUYLFH�

9ROXQWHHUV�VHHN�WR�LQFUHDVH�WKH�HƈHFWLYHQHVV�RI�VHUYLFHV���9ROXQWHHUV�DUH�UHDG\�

WR�VKDUH�NQRZOHGJH��VNLOOV�DQG�H[SHULHQFHV�

9ROXQWHHUV�SDUWLFLSDWH�LQ�DFWLYLWLHV�IRU�DGYDQFHPHQW�RI�YROXQWHHULQJ�

9ROXQWHHUV�WHUPLQDWH�VHUYLFHV�ZKHQ�WKH�VHUYLFHV�DUH�QR�ORQJHU�QHHGHG�RU�ZDQWHG�

)RU�IRUPDO�YROXQWHHULQJ�

:LWK�WKH�DJUHHPHQW�RI�9,2V��YROXQWHHUV�ZLOO�EH�ƊH[LEOH�LQ�HQWHUWDLQLQJ�GLƈHUHQW�

QHHGV�DV�WKH�VLWXDWLRQ�DULVHV�

9ROXQWHHUV�ZHOFRPH�IHHGEDFN�IURP�9,2V�RQ�WKHLU�SHUIRUPDQFH�IRU�VHUYLFH�

LPSURYHPHQW�DQG�SURIHVVLRQDO�DGYDQFHPHQW�

9ROXQWHHUV�GR�QRW�FKDQJH�WKH�VHUYLFH�SODQV�ZLWKRXW�JRRG�UHDVRQV�DQG�FRQVHQW�

RI�9,2V�

$V�DJUHHG�ZLWK�9,2V��YROXQWHHUV�PD\�EH�SURYLGHG�RU�UHLPEXUVHG�IRU�RXW�RI�SRFNHW�

H[SHQVHV�ZKHQ�SURYLGLQJ�VHUYLFHV�
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5HVSRQVLEL O L W\
9ROXQWHHUV�ZLOO�XQGHUVWDQG�DQG�ZLOO�EH�FRPPLWWHG�

WR�ZKDW�WKH\�GR��DQG�IXOƉOO�ZKDW�WKH\�VHW�DERXW�WR�

XQGHUWDNH�

9ROXQWHHUV�ZLOO�DSSUHFLDWH�WKHLU�RZQ�FRPSHWHQFH�

WR�GHOLYHU�WKH�H[SHFWHG�RXWFRPH�EHIRUH�FRPPLWWLQJ�

WR�VHUYH�

9ROXQWHHUV�ZLOO�EH�UHVSRQVLEOH�DQG�DFFRXQWDEOH�IRU�

WKHLU�RZQ�DFWLRQ��DQG�ZLOO�REVHUYH�WKH�SROLFLHV�DQG�

JXLGHOLQH�RI�9,2V�IRU�IRUPDO�YROXQWHHULQJ�

9ROXQWHHUV�VKDOO�DFTXLUH���EH�SURYLGHG�ZLWK�VXƋFLHQW�LQIRUPDWLRQ�RQ�WKH�QDWXUH��
REMHFWLYH���JRDO��SURFHVV�DQG�WKH�H[SHFWHG�RXWFRPH�RI�WKH�VHUYLFH�VXFK�WKDW�
WKH\�FRXOG�DVVHVV�WKHLU�SK\VLFDO��PHQWDO�DQG�HPRWLRQDO�ƉWQHVV�EHIRUH�FRPPLWWLQJ�
WR�WDNH�RQ�WKH�VHUYLFH�
9ROXQWHHUV�DUH�SXQFWXDO��DQG�IXOƉOO�WKH�ZRUNLQJ�KRXUV�WKDW�KDYH�EHHQ�DJUHHG�WR�
9ROXQWHHUV�GXO\�LQIRUP�VHUYLFH�UHFLSLHQWV�WKHLU�VWDWXV�RI�EHLQJ�D�YROXQWHHU��WKHLU�
QDPHV��SRVLWLRQV��DQG�VHUYLFH�UROHV�
9ROXQWHHUV�FRQVLGHU�DQ\�SRVVLEOH�QHJDWLYH�HƈHFW�WKDW�PD\�UHVXOW�IURP�WKHLU�
DFWLRQV�LQFOXGLQJ�WKHLU�ZLWKGUDZDO�IURP�VHUYLFH��DQG�HQGHDYRXU�WR�PLQLPL]H�
VXFK�QHJDWLYH�HƈHFWV�
9ROXQWHHUV�UHIUDLQ�IURP�SURFHHGLQJ�WR�VHUYLFH�LI�WKH\�VXƈHU�IURP�D�FRQWDJLRXV�
GLVHDVH��DQG�IRU�IRUPDO�YROXQWHHULQJ��LQIRUP�9,2V�LPPHGLDWHO\�
,I�VHUYLFH�UHFLSLHQWV�DUH�LQMXUHG�LQ�WKH�FRXUVH�RI�VHUYLFH��YROXQWHHUV�LPPHGLDWHO\�
LQIRUP�DOO�UHOHYDQW�SDUWLHV��LQFOXGLQJ�FR�YROXQWHHUV��WR�DGGUHVV�WKH�SUREOHP��DQG�
IRU�IRUPDO�YROXQWHHULQJ��9,2V��DQG�ZKHUH�DSSURSULDWH��WKH�SROLFH�

)RU�IRUPDO�YROXQWHHULQJ�
9ROXQWHHUV�FDUU\�RXW�WKH�GXWLHV�DVVLJQHG�RU�OLVWHG�LQ�WKH�MRE�GHVFULSWLRQ�SURYLGHG�
E\�9,2V�
9ROXQWHHUV�QHHG�WR�EH�IDPLOLDU�DQG�LQ�DJUHHPHQW�ZLWK�WKH�REMHFWLYHV�DQG�YDOXHV�
RI�9,2V�
9ROXQWHHUV�GR�QRW�ZLWKGUDZ�IURP�VHUYLFH�ZLWKRXW�SULRU�QRWLFH�WR�9,2V�
9ROXQWHHUV�JLYH�QRWLFH�WR�9,2V�DV�HDUO\�DV�SRVVLEOH�LI�WKH\�DUH�QRW�DEOH�WR�DWWHQG�
WR�GXW\�
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&RPSDVVLRQ
9ROXQWHHUV�ZLOO�EH�FRQVLGHUDWH�DQG�HPSDWKHWLF��

DVSLULQJ�WR�LPSURYH�WKH�FRQGLWLRQV�RI�VHUYLFH�

UHFLSLHQWV�RU�RI�VRFLHW\�

9ROXQWHHUV�WU\�WR�XQGHUVWDQG�WKH�WKLQNLQJ�DQG�IHHOLQJV�RI�VHUYLFH�UHFLSLHQWV��

9ROXQWHHUV�DUH�VHQVLWLYH�DQG�ZLOO�DWWHPSW�WR�DFFRPPRGDWH�WKH�UHFLSLHQWVŇ�

HPRWLRQ�

7KH�LQWHUHVWV�RI�VHUYLFH�UHFLSLHQWV�DUH�RI�SDUDPRXQW�LPSRUWDQFH�XQOHVV�VDIHW\��

UHVSHFW�RU�ULJKWV�RI�RWKHUV�PD\�EH�MHRSDUGL]HG�
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5HVSHFW
9ROXQWHHUV�ZLOO�UHVSHFW�DOO�VWDNHKROGHUV��DQG�LQ�WKH�

FDVH�RI�VHUYLFH�UHFLSLHQWV��WKHLU�IUHHGRP�RI�FKRLFH�

DV�ZHOO��ZLWKRXW�GLVFULPLQDWLRQ�IRU�UHDVRQ�RI�DJH��

JHQGHU��HWKQLFLW\��UHOLJLRQ��FUHHG��DELOLW\�RU�VRFLDO�

VWDWXV�

9ROXQWHHUV�ZLOO�LQWHUDFW�DV�HTXDO�ZLWK�RWKHU�

YROXQWHHUV��VHUYLFH�UHFLSLHQWV�DQG�VWDƈ�RI�WKH�9,2�

IRU�IRUPDO�YROXQWHHULQJ�

9ROXQWHHUV�ZLOO�UHVSHFW�WKH�FXVWRPV��QRUPV�DQG�ODZV�

RI�ZKHUH�WKH\�WHQGHU�VHUYLFH�

9ROXQWHHUV�DUH�SROLWH�DQG�SOHDVDQW�
9ROXQWHHUV�SUHVHQW�WKHPVHOYHV�LQ�D�ZD\�WKDW�VXLWV�WKH�VHUYLFH��LQ�ERWK�DWWLUH�DQG�
PDQQHU�
9ROXQWHHUV�GHOLYHU�VHUYLFHV��DQG�KDQGOH�HQTXLULHV�RU�FRPSODLQWV�LQ�D�FDOP��UHDVRQDEOH�
DQG�IULHQGO\�PDQQHU�
9ROXQWHHUV�XQGHUVWDQG�WKDW�WKHUH�DUH�GLƈHUHQW�ZD\V�RI�GRLQJ�WKLQJV���9ROXQWHHUV�
EXLOG�UHODWLRQVKLSV�ZLWK�VWDNHKROGHUV�EDVHG�RQ�PXWXDO�XQGHUVWDQGLQJ�
9ROXQWHHUV�VKRXOG�EH�LQIRUPHG��EH�DZDUH�RI�DQG�UHVSHFW�WKH�QRUPV�DQG�WUDGLWLRQV�
RI�VHUYLFH�UHFLSLHQWV���9ROXQWHHUV�VKDOO�DELGH�E\�WKH�UHJXODWLRQV�DQG�ODZV�RI�WKH�
FRPPXQLW\�ZKHUH�WKH�VHUYLFHV�DUH�EHLQJ�SURYLGHG�
9ROXQWHHUV�DSSUHFLDWH�WKDW�SHRSOH�DUH�HQWLWOHG�WR�KROG�GLƈHUHQW�YLHZV���7KH\�GR�
QRW�KDYH�WR�DFFHSW�RU�DJUHH�ZLWK�WKHVH�YLHZV��EXW�VKDOO�PDLQWDLQ�D�FRXUWHRXV�
DWWLWXGH�DW�DOO�WLPHV���:KHQ�YROXQWHHUV�DUH�DVNHG�WR�JLYH�D�YLHZ��WKH\�SUHVHQW�LW�
LQ�D�FDOP��FRXUWHRXV�DQG�UDWLRQDO�PDQQHU�
9ROXQWHHUV�UHFRJQL]H�WKDW�HYHU\RQH�LV�HTXDO��L�H��YROXQWHHUV�GLVUHJDUG�GLƈHUHQFHV�
RI�VHUYLFH�UHFLSLHQWV�RU�FR�YROXQWHHUV�LQ�WHUPV�RI�SHUVRQDO�RU�VRFLDO�SURƉOH���:KHQ�
ZRUNLQJ�LQ�D�WHDP��YROXQWHHUV�HPEUDFH�WKH�RSSRUWXQLW\�WR�FRRSHUDWH�SRVLWLYHO\�
ZLWK�RWKHUV�

)RU�IRUPDO�YROXQWHHULQJ�
9,2V�VKRXOG�DGRSW�SROLFLHV�DJDLQVW�GLVFULPLQDWLRQ�
9ROXQWHHUV�DELGH�E\�ODZV�RU�UHJXODWLRQV�ZKHQ�GHOLYHULQJ�VHUYLFHV�DQG�REVHUYH�DQG�
UHVSHFW�WKH�UXOHV�DQG�SROLFLHV�RI�9,2V�
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5DWLRQDOLW\
9ROXQWHHUV�ZLOO�PDLQWDLQ�D�UDWLRQDO�DWWLWXGH��ZLOO�EH�

RSHQ�PLQGHG��REMHFWLYH�DQG�FRQVWUXFWLYH�LQ�VHUYLFH�

RU�LQ�JLYLQJ�IHHGEDFN�

9ROXQWHHUV�ZLOO�EH�VHQVLWLYH�WR�WKH�QHHGV�DQG�WKH�

H[SHFWDWLRQV�RI�RWKHU�VWDNHKROGHUV�

9ROXQWHHUV�DUH�REMHFWLYH�DQG�DYRLG�EHFRPLQJ�WRR�HPRWLRQDOO\�HQWDQJOHG�LQ�

VHUYLFH�UHFLSLHQWVŇ�FRQGLWLRQV�

9ROXQWHHUV�XVH�FRPPRQ�VHQVH�DQG�UHDVRQLQJ��DQG�WDNH�FRQVWUXFWLYH�DSSURDFKHV�

ZKHQ�FDUU\LQJ�RXW�WKH�DVVLJQPHQWV�

)RU�IRUPDO�YROXQWHHULQJ

9ROXQWHHUV�VKDUH�WKHLU�H[SHULHQFH�DQG�LQVLJKWV�ZKHQ�SODQQLQJ�DVVLJQPHQWV��DQG�

JLYH�IHHGEDFN�DQG�FRQVWUXFWLYH�VXJJHVWLRQV�WR�9,2V�

9ROXQWHHUV�LQIRUP�9,2V�LI�VLWXDWLRQV�ZLWK�VHUYLFH�UHFLSLHQWV�DUH�EH\RQG�WKHLU�

FRPSHWHQFH��RU�EH\RQG�WKH�VFRSHV�RI�9,2V�

9ROXQWHHUV�LQIRUP�9,2V�ZKHQ�WKH\�EHFRPH�DZDUH�RI�VLJQV�RI�HPRWLRQDO�LVVXHV�RU�

WUDQVIHUHQFH�DQG�FRXQWHU�WUDQVIHUHQFH�ZKLFK�PD\�KLQGHU�WKH�GHOLYHU\�RI�VHUYLFH�

RU�GDPDJH�WKH�ZRUNLQJ�UHODWLRQVKLSV�ZLWK�VHUYLFH�UHFLSLHQWV�

8

3UDFWLFH�5HIHUHQFH�*XLGH
̓+RQJ�.RQJ�9ROXQWHHU�&KDUWHǗ
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,QWHJULW\
9ROXQWHHUV�ZLOO�EH�KRQHVW��LPSDUWLDO�DQG�

WUXVWZRUWK\�LQ�WKHLU�UROH�

9ROXQWHHUV�ZLOO�DFW�LQ�WKH�LQWHUHVW�RI�VHUYLFH�

UHFLSLHQWV��DQG�LQ�GHIHUHQFH�WR�WKH�DLPV�RI�

WKH�9,2�IRU�IRUPDO�YROXQWHHULQJ�

9ROXQWHHUV�ZLOO�QRW�DEXVH�WKHLU�UROH�LQ�SXUVXLW�

RI�SHUVRQDO�JDLQ�

7R�WKH�H[WHQW�SRVVLEOH��YROXQWHHUV�VKDOO�LQIRUP�VHUYLFH�UHFLSLHQWV�XSIURQW�WKH�UHFLSLHQWVŇ�ULJKWV��
REOLJDWLRQV��RSSRUWXQLWLHV�DQG�ULVNV�DVVRFLDWHG�ZLWK�WKH�VHUYLFHV�WR�EH�GHOLYHUHG�LQ�D�PDQQHU�
DSSURSULDWH�WR�WKH�VHUYLFH�UHFLSLHQWVŇ�EDFNJURXQG�DQG�DELOLW\�
9ROXQWHHUV�UHIUDLQ�IURP�SURYLGLQJ�VHUYLFHV�LI�SHUVRQDO�IDFWRUV�RU�YDOXH�FRQƊLFWV�PD\�OHDG�WR�
LQDSSURSULDWH�RU�LQDGHTXDWH�VHUYLFHV�RU�PD\�DGYHUVHO\�DƈHFW�VHUYLFH�UHFLSLHQWV��
9ROXQWHHUV�WU\�WR�DYRLG�JHWWLQJ�LQWR�UHODWLRQVKLSV�DQG���RU�FRPPLWPHQWV�WKDW�PD\�EH�LQ�FRQƊLFW�
ZLWK�WKH�LQWHUHVWV�RI�VHUYLFH�UHFLSLHQWV���,I�VXFK�D�FRQƊLFW�LV�OLNHO\�RU�XQDYRLGDEOH��YROXQWHHUV�
FRQVLGHU�ZLWKGUDZLQJ�IURP�WKH�VLWXDWLRQ�DQG�WU\�WR�DUUDQJH�IRU�DOWHUQDWLYH�VHUYLFH��DQG�PDNH�
VXFK�FRQƊLFW�NQRZQ�WR�VHUYLFH�UHFLSLHQWV��DQG�IRU�IRUPDO�YROXQWHHULQJ��WKH�9,2V�
9ROXQWHHUV�GR�QRW�NQRZLQJO\�ZLWKKROG�LQIRUPDWLRQ�RU�JLYH�IDOVH�LQIRUPDWLRQ��HVSHFLDOO\�LI�LW�PD\�
UHVXOW�LQ�VHUYLFH�UHFLSLHQWV�EHLQJ�GHSULYHG�RI�WKHLU�IDLU�VKDUH�RI�EHQHƉWV�RU�PDNLQJ�D�GHFLVLRQ�
ZLWKRXW�NQRZLQJ�WKH�OLNHO\�FRQVHTXHQFH�
9ROXQWHHUV�GR�QRW�DEXVH�WLPH�IRU�SHUVRQDO�RU�RWKHU�LQWHUHVWV�GXULQJ�YROXQWHHULQJ�
2WKHU�WKDQ�UHDVRQDEOH�DOORZDQFHV��H�J��WUDYHO�DQG�PHDOV��YROXQWHHUV�GR�QRW�DFFHSW�PDWHULDO�
RƈHU�LQ�FDVK�RU�LQ�NLQG�IURP�VHUYLFH�UHFLSLHQWV��RU�IRU�IRUPDO�YROXQWHHULQJ��9,2V�
9ROXQWHHUV�GR�QRW�SURYLGH�PDWHULDO�EHQHƉW�WR�VHUYLFH�UHFLSLHQWV�GXULQJ�VHUYLFHV�XQOHVV�WKH
EHQHƉWV�WUDQVIHUUHG�DUH�LQFOXGHG�LQ�WKH�FRQWH[W�RI�WKH�VHUYLFHV�
9ROXQWHHUV�GR�QRW�WDNH�DGYDQWDJH�RI�WKH�VHUYLFH�RSSRUWXQLW\�WR�VHHN�LQIRUPDWLRQ�IURP�VHUYLFH�
UHFLSLHQWV�WKDW�DUH�XVHIXO�RU�YDOXDEOH�IRU�WKH�YROXQWHHUVŇ�RZQ�SXUVXLW��RU�IRU�PDWHULDO�EHQHƉWV�
RU�PRQHWDU\�UHZDUGV��
9ROXQWHHUV�GR�QRW�NQRZLQJO\�ZLWKKROG�LQIRUPDWLRQ�FRQFHUQLQJ�PDOSUDFWLFH�E\�RWKHU�YROXQWHHUV�
ZKHQ�FDOOHG�XSRQ�WR�JLYH�LQIRUPDWLRQ�DW�DQ�LQTXLU\�RQ�PDOSUDFWLFH��
9ROXQWHHUV�UHSRUW�IDFWV�WKDW�DUH�NQRZQ�WR�WKHP�ZKHQ�FDOOHG�XSRQ�WR�JLYH�LQIRUPDWLRQ�RQ�RWKHU�
YROXQWHHUV�ZKR�DUH�VXEMHFW�WR�DOOHJDWLRQV�
9ROXQWHHUV�GR�QRW�KDYH�VH[XDO�UHODWLRQVKLSV�ZLWK�VHUYLFH�UHFLSLHQWV�
,Q�FDVH�YROXQWHHUV�QHHG�WR�LQVSHFW�RU�WRXFK�WKH�SULYDWH�SDUWV�RI�VHUYLFH�UHFLSLHQWV�ZKHQ�
GLVFKDUJLQJ�WKHLU�GXWLHV��WKH�SUHVHQFH�RI�D�WKLUG�SDUW\�PXWXDOO\�DJUHHG�RU�DUUDQJHG�E\�WKH�
FRQFHUQHG�9,2V��IRU�IRUPDO�YROXQWHHULQJ��LV�D�SUHUHTXLVLWH�
9ROXQWHHUV�GR�QRW�H[SORLW�UHODWLRQVKLSV�ZLWK�VWDƈ�RI�9,2V�IRU�IRUPDO�YROXQWHHULQJ�RU�VHUYLFH�
UHFLSLHQWV�IRU�XQHWKLFDO�JDLQ�RU�DGYDQFHPHQW�
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I I I .  PRACTICE

6HOI�'LVFLSO LQH
9ROXQWHHUV�ZLOO�PDLQWDLQ�D�FRUGLDO�DQG�VHUYLFH�

RULHQWHG�UHODWLRQVKLS�ZLWK�VHUYLFH�UHFLSLHQWV��DQG�

IRU�IRUPDO�YROXQWHHULQJ��WKH�9,2�

9ROXQWHHUV�ZLOO�UHVSHFW�FRQƉGHQWLDOLW\�RI�WKH�

LQIRUPDWLRQ�WR�ZKLFK�WKH\�KDYH�DFFHVV�

9ROXQWHHUV�PD\�QRW��ZLWKRXW�FRQVHQW��VSHDN�RU�

DFW�WR�UHSUHVHQW�VHUYLFH�UHFLSLHQWV��RU�IRU�IRUPDO�

YROXQWHHULQJ��WKH�9,2�

:KHQ�SURYLGLQJ�VHUYLFHV��YROXQWHHUV�UHPDLQ�IXOO\�FRQVFLRXV�DQG�DUH�IUHH�IURP�
WKH�LQƊXHQFH�RI�GUXJV�RU�DOFRKRO�
9ROXQWHHUV�GR�QRW�GHYHORS�SHUVRQDO�UHODWLRQVKLSV�ZLWK�VHUYLFH�UHFLSLHQWV�EH\RQG�
WKH�IXQFWLRQDO�UROHV�EHWZHHQ�YROXQWHHUV�DQG�VHUYLFH�UHFLSLHQWV�
9ROXQWHHUV�GR�QRW�UHOHDVH�LQIRUPDWLRQ�RI�VHUYLFH�UHFLSLHQWV�WKURXJK�DQ\�FKDQQHO��
LQFOXGLQJ�VRFLDO�PHGLD�SODWIRUP��ZLWKRXW�SULRU�FRQVHQW�RI�VHUYLFH�UHFLSLHQWV��DQG�
IRU�IRUPDO�YROXQWHHULQJ��9,2V�
9ROXQWHHUV�REWDLQ�FRQVHQW�RI�VHUYLFH�UHFLSLHQWV�EHIRUH�VKDULQJ�DQ\�RI�WKH�
UHFLSLHQWVŇ�LQIRUPDWLRQ�ZLWK�WKLUG�SDUWLHV�ZKR�DUH�QRW�HQJDJHG�LQ�WKH�VHUYLFHV�
9ROXQWHHUV�GR�QRW�UHWDLQ�DQ\�LQIRUPDWLRQ�LQ�ZKDWHYHU�IRUP�RQ�H[�VHUYLFH�
UHFLSLHQWV�ZLWKRXW�WKHLU�SHUPLVVLRQ��DQG�IRU�IRUPDO�YROXQWHHULQJ��WKH�SHUPLVVLRQ�
RI�9,2V�
8QOHVV�SURKLELWHG�E\�ODZ��YROXQWHHUV�VKRXOG�LQIRUP��DQG�UHFHLYH�FRQVHQW�IURP�
VHUYLFH�UHFLSLHQWV��DQG�IRU�IRUPDO�YROXQWHHULQJ��9,2V��EHIRUH�WKH\�UHOHDVH�DQ\�
SHUVRQDO�LQIRUPDWLRQ�DERXW�VHUYLFH�UHFLSLHQWV�WR�D�ODZ�HQIRUFHPHQW�ERG\�VHHNLQJ�
VXFK�LQIRUPDWLRQ���,I�GHHPHG�DSSURSULDWH��YROXQWHHUV�VKRXOG�VHHN�FODULƉFDWLRQ�
IURP�WKH�ODZ�HQIRUFHPHQW�ERG\�RU�OHJDO�DGYLFH�
,Q�FLUFXPVWDQFHV�ZKHUH�WKHUH�LV�DQ�LPPLQHQW�VHULRXV�WKUHDW�WR�WKH�VDIHW\�RI��RU�
FULWLFDO�LQWHUHVW�WR��VHUYLFH�UHFLSLHQWV�RU�RI�RWKHUV��YROXQWHHUV�VKRXOG�WDNH�QHFHVVDU\�
VWHSV�WR�LQIRUP�WKH�DSSURSULDWH�SDUWLHV��DQG�IRU�IRUPDO�YROXQWHHULQJ��9,2V��HYHQ�
ZLWKRXW�WKH�SULRU�FRQVHQW�RI�VHUYLFH�UHFLSLHQWV���9ROXQWHHUV�PDNH�UHDVRQDEOH�
DVVHVVPHQWV�LI�VHUYLFH�UHFLSLHQWV�VKRXOG�EH�DOHUWHG�EH\RQG�WKH�OLPLWV�RI�
FRQƉGHQWLDOLW\�
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I I I .  PRACTICE

5LVN�0DQDJHPHQW
9ROXQWHHUV�ZLOO�DVVHVV�LI�WKH�VHUYLFH�RSSRUWXQLW\�

ZLOO�VXLW�WKHLU�WHPSHUDPHQW�RU�SK\VLTXH�

9ROXQWHHUV�ZLOO�EH�DOHUW�WR�ULVNV�DVVRFLDWHG�ZLWK�

WKH�VHUYLFH�RU�WKH�ZRUNLQJ�HQYLURQPHQW�VR�DV�WR�

WDNH�WKH�QHFHVVDU\�SUHFDXWLRQ�RU�WR�XQGHUJR�

WUDLQLQJ�IRU�SHUVRQDO�VDIHW\�DQG�VDIHW\�RI�VHUYLFH�

UHFLSLHQWV�

9ROXQWHHUV�ZLOO�REVHUYH�WKH�ULVN�PDQDJHPHQW�SROLF\�

DQG�SUDFWLFH�RI�WKH�9,2�IRU�IRUPDO�YROXQWHHULQJ��DQG�

FRPSO\�ZLWK�VDIHW\�OHJLVODWLRQ�

9ROXQWHHUV�ZLOO�H[SORUH�WKH�QHHG�IRU�VXLWDEOH�LQVXUDQFH�

LQ�VHUYLFH�

9ROXQWHHUV�UHFRJQL]H�WKDW�WKH\�PXVW�WDNH�UHDVRQDEOH�FDUH�RI�WKHPVHOYHV��9ROXQWHHUV�

ZLOO�XQGHUVWDQG�WKH�QDWXUH�DQG�FRQGLWLRQV�RI�WKH�VHUYLFH�WR�HQVXUH�WKDW�WKH\�DUH�

PHQWDOO\�DQG�SK\VLFDOO\�ƉW�WR�WDNH�RQ�WKH�DVVLJQPHQW���'XULQJ�WKH�VHUYLFH��YROXQWHHUV�

HQVXUH�WKDW�WKHLU�DFWLRQV�ZLOO�QRW�MHRSDUGL]H�WKH�KHDOWK�RU�VDIHW\�RI�VHUYLFH�UHFLSLHQWV�

RU�FR�YROXQWHHUV�

9ROXQWHHUV�FRQVLGHU�WKH�QHHG�IRU�LQVXUDQFH�EHIRUH�VHUYLFH���9ROXQWHHUV�OHDYH�WKHLU�

FRQWDFW�GHWDLOV�RI�WKHLU�IDPLOLHV�RU�JXDUGLDQV�LQ�FDVH�RI�HPHUJHQF\�

)RU�IRUPDO�YROXQWHHULQJ�

9ROXQWHHUV�VKRXOG�EH�JLYHQ�DGHTXDWH�SURWHFWLRQ�E\�9,2V���7KH�SURWHFWLRQ�VKRXOG�

FRYHU�WKH�YROXQWHHUVŇ�SK\VLFDO�DQG�PHQWDO�VDIHW\�

3ULRU�WR�VHUYLFH��YROXQWHHUV�DUH�SURYLGHG�ZLWK�LQIRUPDWLRQ�RQ�HPHUJHQF\�SURFHGXUHV��

PHDQV�DQG�FKDQQHOV�WR�UHSRUW�ULVN�RU�DFFLGHQW�

9,2V�VKDOO�LQIRUP�YROXQWHHUV�ZKHWKHU�WKH\�DUH�DSSURSULDWHO\�LQVXUHG���,I�WKHUH�LV�QR�

DSSURSULDWH�LQVXUDQFH��YROXQWHHUV�FDQ�GHFLGH�ZKHWKHU�WR�WDNH�RQ�WKH�VHUYLFH�

9ROXQWHHUV�VKRXOG�EH�JLYHQ�WUDLQLQJ�RQ�SUHFDXWLRQDU\�PHDVXUHV�DQG�ULVN�

PDQDJHPHQW�WKDW�LV�DSSURSULDWH�IRU�WKH�VHUYLFHV�E\�9,2V�

,Q�FDVH�RI�HPHUJHQF\��DIWHU�DVVXULQJ�WKHLU�RZQ�VDIHW\��YROXQWHHUV�DWWHQG�WR�WKH�

FDVHV�WR�SURYLGH�VXSSRUW��HYHQ�LI�VXFK�DFWLRQ�JRHV�EH\RQG�WKH�RULJLQDO�SODQ�RU�

IXQFWLRQ�RI�9,2V���9ROXQWHHUV�FRQWDFW�9,2V�DV�VRRQ�DV�SUDFWLFDEOH�
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2SSRUWXQLW\
9ROXQWHHUV�ZLOO�VHUYH�LQ�D�UROH�RI�WKHLU�FKRLFH��

UHJDUGOHVV�RI�DJH��JHQGHU��HWKQLFLW\��FUHHG��DELOLW\�

RU�VRFLDO�VWDWXV�

9ROXQWHHUV�ZLOO�VHUYH�ZLWK�UHFRJQLWLRQ��H[SHULHQFLQJ�

VDWLVIDFWLRQ��VHOI�DFWXDOL]DWLRQ�DQG�SHUVRQDO�

GHYHORSPHQW�

9ROXQWHHUV�ZLOO�SDUWLFLSDWH�LQ�SODQQLQJ��H[HFXWLQJ�

DQG�HYDOXDWLQJ�WKH�WDVN�XQGHUWDNHQ�IRU�IRUPDO�

YROXQWHHULQJ�
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)RU�IRUPDO�YROXQWHHULQJ��9,2V�ZKLFK�HQJDJH�YROXQWHHUV�PDNH�DUUDQJHPHQWV�

LQFOXGLQJ�WKH�IROORZLQJ�

7R�OHW�YROXQWHHUV�XQGHUVWDQG�WKHLU�UROH�LQ�WKH�VHUYLFH�DQG�RI�WKH�RUJDQL]DWLRQ��

DQG�WKH�EHQHƉW�WKH\�FDQ�EULQJ�WR�VHUYLFH�UHFLSLHQWV�RU�WR�VRFLHW\��

7R�RƈHU�RULHQWDWLRQ�WR�YROXQWHHUV�RQ�LWV�RUJDQL]DWLRQ��PDQDJHPHQW�DQG�

RSHUDWLRQ�

7R�SURYLGH�YROXQWHHUV�ZLWK�VXLWDEOH�WDVNV�ZKLFK�VXLW�WKHLU�DELOLWLHV�DQG�WDOHQWV�

WDNLQJ�LQWR�DFFRXQW�WKH�RUJDQL]DWLRQŇV�JRDOV�DQG�QHHGV�

7R�OHW�YROXQWHHUV�GHWHUPLQH�WKH�DPRXQW�RI�WLPH�WKH\�GHYRWH�WR�YROXQWHHU�ZRUN�

ZKLOH�PDWFKLQJ�WKH�VHUYLFH�UHTXLUHPHQWV�

7R�RƈHU�YROXQWHHUV�WKH�RSSRUWXQLWLHV�IRU�SHUVRQDO�GHYHORSPHQW�DQG�DGYDQFHPHQW��

EDVHG�RQ�WKHLU�SHUIRUPDQFH��SHUVRQDO�SUHIHUHQFHV��VNLOOV�DQG�DELOLWLHV�VXEMHFW�

WR�WKH�RUJDQL]DWLRQ
V�QHHGV�

7R�OHW�VWDƈ�DQG�YROXQWHHUV�JHW�WR�NQRZ�RQH�DQRWKHU�WR�EXLOG�D�PXWXDOO\�UHVSHFWIXO�

UHODWLRQVKLS�

7R�RƈHU�WUDLQLQJ�DQG�JXLGDQFH�WR�VWDƈ�RQ�KRZ�WR�ZRUN�HƈHFWLYHO\�ZLWK�YROXQWHHUV�

7R�LQFRUSRUDWH�YROXQWHHU�VHUYLFH�DV�DQ�LQJUHGLHQW�LQ�WKH�VHUYLFH�GHOLYHU\�PRGHO�

IV. SERVICE ENVIRONMENT



5HVSHFW
9ROXQWHHUV�ZLOO�EH�WKH�HTXDO�SDUWQHU�ZLWK�RWKHU�

VWDNHKROGHUV�UHQGHULQJ�VHUYLFH�LQ�GLJQLW\�DQG�

ZLWK�LQGLYLGXDOLW\�

9ROXQWHHUV�ZLOO�EH�IUHH�IURP�H[SORLWDWLRQ��DV�D�

YROXQWHHU�RU�DV�DQ�LQGLYLGXDO�

9ROXQWHHUV�ZLOO�QRW�VHUYH�XQGHU�H[WUDQHRXV�

SUHVVXUH�DJDLQVW�WKHLU�ZLOO��RWKHUZLVH�WKH\�ZLOO�

KDYH�WKH�IUHHGRP�WR�H[LW�IURP�WKHLU�UROH�
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�
9ROXQWHHUV�DUH�D�SDUW�RI�WKH�WHDP�IRU�IRUPDO�YROXQWHHULQJ�DQG�KDYH�D�UROH�WR�SOD\���

9ROXQWHHUV�DUH�UHVSHFWHG�DV�SDUWQHUV�RI�9,2V��

7KRXJK�YROXQWHHULQJ�LV�QRW�D�SDLG�MRE��YROXQWHHUV�KDYH�YLVLRQ�IRU�IXOƉOOPHQW�

UHFRJQLWLRQ�DQG�DGYDQFHPHQW�LQ�WKHLU�MRXUQH\�RI�YROXQWHHULQJ�

9ROXQWHHUV�VHUYH�IUHHO\�ZLWK�LQWHQWLRQ�WR�JLYH��EXW�VKRXOG�QRW�EH�H[SHFWHG�WR�

WDNH�RQ�DGGLWLRQDO�ZRUN�RU�RGG�MRE�WKDW�LV�EH\RQG�WKHLU�ZLOO�RU�VNLOOV�ZLWKRXW�

SULRU�FRQVXOWDWLRQ��

9ROXQWHHUV�VKRXOG�QRW�EH�H[SHFWHG�WR�ƉOO�LQ�WKH�UROH�RI�SDLG�VWDƈ�HYHQ�RQ�D�

WHPSRUDU\�EDVLV���,I�LW�KDSSHQV��SDLG�VWDƈ�PD\�JHW�WKH�LPSUHVVLRQ�WKDW�WKH�

RUJDQL]DWLRQ�LV�WDNLQJ�DGYDQWDJH�RI�YROXQWHHUV��DQG�WKH�YROXQWHHUV�IHHO�PLVSODFHG�

:KHUH�WKHUH�LV�GLƈHUHQFH�LQ�RSLQLRQ�DPRQJ�YROXQWHHUV�RU�ZLWK�VWDƈ�RI�9,2V��

YROXQWHHUV�DUH�JLYHQ�WKH�RSSRUWXQLW\�WR�H[SUHVV�WKHLU�YLHZV�DQG�WR�UHVROYH�WKH�

GLƈHUHQFH�ZLWK�RWKHU�YROXQWHHUV��VWDƈ�RU�RWKHU�UHOHYDQW�SDUWLHV�

9ROXQWHHUV�GR�QRW�FULWLFL]H�RWKHU�YROXQWHHUV��DQG�IRU�IRUPDO�YROXQWHHULQJ��VWDƈ�

RI�9,2V�LQ�IURQW�RI�VHUYLFH�UHFLSLHQWV���

9ROXQWHHUV�GR�QRW�PDNH�SHUVRQDO�DWWDFN�RQ�WKH�SHUVRQDOLW\�RU�LQWHJULW\�RI�RWKHU�

YROXQWHHUV�RU�VWDƈ�RI�9,2V�

IV. SERVICE ENVIRONMENT



,QIRUPDWLRQ
9ROXQWHHUV�ZLOO�KDYH�DFFHVV�WR�DGHTXDWH�LQIRUPDWLRQ�
UHODWHG�WR�WKHLU�H[SHFWHG�UROH�LQFOXGLQJ�NQRZOHGJH�
RI�VHUYLFH�UHFLSLHQWV��DQG�IRU�IRUPDO�YROXQWHHULQJ��
WKH�9,2�

9ROXQWHHUVŇ�SHUVRQDO�GDWD�DQG�VHUYLFH�UHFRUGV�
VKRXOG�EH�WUHDWHG�LQ�FRQƉGHQFH��DQG�YROXQWHHUV�
ZLOO�KDYH�WKH�ULJKW�WR�DFFHVV�WKHLU�LQIRUPDWLRQ�IRU�
IRUPDO�YROXQWHHULQJ�
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�
9ROXQWHHUV�DUH�JLYHQ�IXOO�LQIRUPDWLRQ�RQ�WKH�QDWXUH��REMHFWLYH���JRDO��SURFHVV�
DQG�WKH�H[SHFWHG�RXWFRPH�RI�WKH�VHUYLFH�WKH\�DUH�DVNHG�WR�SHUIRUP�
6KDULQJ�RI�LQIRUPDWLRQ�VKRXOG�EH�SXUSRVHIXO�IRU�VHUYLFH�GHOLYHU\�
9,2V�KDYH�SROLFLHV�DQG�SURFHGXUHV�RQ�KRZ�FRQƉGHQWLDO�LQIRUPDWLRQ�LV�NHSW��DQG�
KRZ�LW�PD\�EH�VKDUHG�ZLWK�YROXQWHHUV�
9ROXQWHHUV�WUHDW�LQIRUPDWLRQ�UHFHLYHG��ZKLFK�PD\�EH�GLUHFWO\�IURP�VHUYLFH�
UHFLSLHQWV�RU�IURP�RWKHU�VWDNHKROGHUV�FRQFHUQLQJ�VHUYLFH�UHFLSLHQWV��FRQƉGHQWLDO��
9ROXQWHHUV�ZLOO�GHVWUR\�VXFK�LQIRUPDWLRQ�RQFH�WKH�VHUYLFH�LV�FRQFOXGHG��RU�ZLOO�
UHWXUQ�VXFK�WR�WKH�SURYLGHU�DV�DSSURSULDWH��
,I�LW�LV�QHFHVVDU\�IRU�RWKHU�VWDNHKROGHUV�WR�KDYH�DFFHVV�WR�FRQƉGHQWLDO�
LQIRUPDWLRQ��WKH�YROXQWHHUV�VKRXOG�LQIRUP�WKH�VHUYLFH�UHFLSLHQW�DQG�QRWLI\�WKH�
DFTXLUHUV�WKH�LPSRUWDQFH�RI�NHHSLQJ�WKH�LQIRUPDWLRQ�FRQƉGHQWLDO���)RU�IRUPDO�
YROXQWHHULQJ��9,2V�DQG�YROXQWHHUV�FRPH�WR�DQ�DJUHHG�DSSURDFK�WR�UHVSRQG�WR�
WKH�VWDNHKROGHUV�FRQFHUQHG�

)RU�IRUPDO�YROXQWHHULQJ�
9ROXQWHHUV�H[SHFW�WR�UHFHLYH�VXSSRUW�IURP�9,2V�LQ�HQKDQFLQJ�WKHLU�NQRZOHGJH
RI�WKH�RUJDQL]DWLRQV��WKH�VHUYLFHV�DQG�VHUYLFH�UHFLSLHQWV�
9,2V�FRQVLGHU�RƈHULQJ�PHQWRULQJ�RU�JXLGDQFH�WR�YROXQWHHUV�ZKHQ�QHFHVVDU\�
9,2V�DUH�FRQVFLRXV�RI�SHUVRQDO�GHYHORSPHQW�RI�YROXQWHHUV�LQ�YROXQWHHULQJ�DQG�
LQ�WKHLU�HQJDJHPHQW�ZLWK�WKH�RUJDQL]DWLRQV���7KH\�SURYLGH�YROXQWHHUV�EULHƉQJ��
GHEULHƉQJ��WUDLQLQJ�DQG�GHYHORSPHQW�DFWLYLWLHV�WR�EXLOG�XS�WKHLU�YROXQWHHULQJ�
VNLOOV�DQG�NQRZOHGJH�UHTXLUHG�E\�9,2V�

.QRZOHGJH���6NL O O �DQG�6XSSRUW
)RU�IRUPDO�YROXQWHHULQJ�
9ROXQWHHUV�ZLOO�SDUWLFLSDWH�LQ�NQRZOHGJH�DQG�VNLOO
WUDQVIHU�DFWLYLWLHV�DQG�UHFHLYH�WUDLQLQJ�DQG�VHUYLFH�
EULHƉQJ�

9ROXQWHHUV�ZLOO�KDYH�DFFHVV�WR�DSSURSULDWH�WRROV�
DQG�UHVRXUFHV��DQG�ZKHUH�DSSOLFDEOH��RUJDQL]DWLRQDO�
VXSSRUW��LQ�GLVFKDUJLQJ�WKHLU�UROH�

�
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&RPPXQLFDWLRQ
)RU�IRUPDO�YROXQWHHULQJ�
9ROXQWHHUV�ZLOO�KDYH�DPSOH�PHDQV�WR�FRPPXQLFDWH�
ZLWK�WKH�9,2��WR�H[SUHVV�WKHLU�RSLQLRQ��WR�JLYH�DQG�
WR�UHFHLYH�IHHGEDFN�UHODWHG�WR�WKHLU�VHUYLFH�

9ROXQWHHUV�ZLOO�KDYH�WKH�RSSRUWXQLW\�WR�PDNH�
FRPPHQW�RU�UHFRPPHQGDWLRQ�UHODWLQJ�WR�WKHLU�
VHUYLFH�RU�UROH��DQG�WR�KDYH�WKHLU�FRPSODLQW��LI�DQ\��
GHDOW�ZLWK�SURPSWO\�DQG�IDLUO\�

9ROXQWHHUV�ZLOO�EH�DZDUH�RI�WKH�FRRUGLQDWRU�RI�WKH�
VHUYLFH��WKH\�ZLOO�KDYH�UHDG\�DFFHVV�WR�KLP���KHU�
RQ�WKH�VHUYLFH�LQFOXGLQJ�SURYLVLRQ�RI�UHVRXUFHV�
DQG�IHHGEDFN�RQ�WKHLU�SHUIRUPDQFH�
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3UDFWLFH�5HIHUHQFH�*XLGH
̓+RQJ�.RQJ�9ROXQWHHU�&KDUWHǗ

�

9,2V�KDYH�SROLFLHV�DQG�SURFHGXUHV�RQ�YROXQWHHUVŇ�VDIHW\�
9,2V�VHHN�WR�HQVXUH�YROXQWHHUV�VHUYH�LQ�D�VDIH�HQYLURQPHQW��
9ROXQWHHUV�DUH�DZDUH�DQG�XQGHUVWDQG�WKH�QDWXUH�DQG�WKH�ULVN�DVVRFLDWHG�ZLWK�WKH�VHUYLFH���
9ROXQWHHUV�VKRXOG�EH�FRPIRUWDEOH�ZLWK�WKH�VHUYLFH�HQYLURQPHQW�EHIRUH�WDNLQJ�RQ�WKH�
DVVLJQPHQW�
9ROXQWHHUV�DUH�DFTXDLQWHG�ZLWK�ORFDWLRQV�RI�ƉUH�ƉJKWLQJ�HTXLSPHQW�DQG�LQVWDOODWLRQ�DQG�
WKH�PHDQV�RI�HVFDSH�LQ�WKH�VHUYLFH�HQYLURQPHQW�
9,2V�SURYLGH�DSSURSULDWH�LQVXUDQFH�FRYHU�WR�YROXQWHHUV�DQG�VKRXOG�PDNH�LW�NQRZQ�

)RU�IRUPDO�YROXQWHHULQJ�
9ROXQWHHUV�UHSRUW�DQ\�SUREOHP�WKDW�PD\�DƈHFW�WKH�VHUYLFH�GHOLYHU\�RU�RXWFRPH�
9ROXQWHHUV�UHSRUW�DQ\�SROLF\��UXOH�RU�UHJXODWLRQ�RI�WKH�RUJDQL]DWLRQV�ZKLFK�PD\�
XQGHUPLQH�WKH�HƋFLHQF\�RU�HƈHFWLYHQHVV�RI�WKH�VHUYLFHV��RU�MHRSDUGL]H�WKH�
LQWHUHVWV�RI�VHUYLFH�UHFLSLHQWV�
9ROXQWHHUV�EULQJ�WKH�PDOSUDFWLFH�RI�RWKHU�YROXQWHHUV�WR�WKH�DWWHQWLRQ�RI�WKH�9,2V��
DQG�DOHUW�9,2V�RI�DQ\�SRVVLEOH�GHYLDWLRQ�IURP�WKH�+RQJ�.RQJ�9ROXQWHHU�&KDUWHU�
RU�YLRODWLRQ�RI�DQ\�ODZ�RU�UHJXODWLRQ���,I�PDOSUDFWLFH�E\�FR�YROXQWHHUV�RU�9,2V�
SHUVLVWV�DQG�WKDW�WKH�LQWHUHVWV�RI�VHUYLFH�UHFLSLHQWV�DUH�DW�ULVN��YROXQWHHUV�EULQJ�
WKH�PDWWHU�WR�WKH�DWWHQWLRQ�RI�DSSURSULDWH�DXWKRULWLHV�
9ROXQWHHUV�DGYLVH�VHUYLFH�UHFLSLHQWV�WKH�FKDQQHO�WR�ORGJH�VXJJHVWLRQV�RU�
FRPSODLQWV�LQ�DFFRUGDQFH�ZLWK�WKH�SURFHGXUHV�RI�9,2V���,I�YROXQWHHUV�DUH�DZDUH�
WKDW�VHUYLFH�UHFLSLHQWV�PD\�EH�ƉOLQJ�D�FRPSODLQW�DJDLQVW�WKHP��YROXQWHHUV�ZRXOG�
LQIRUP�9,2V�RI�VXFK�
9,2V�KDYH�D�PHFKDQLVP�WR�KDQGOH�FRPSODLQWV�E\�YROXQWHHUV�LQFOXGLQJ�D�URXWH�RI�
DSSHDO�

6DIHW\
9ROXQWHHUV�ZLOO�KDYH�WKH�ULJKW�WR�NQRZ�WKH�ULVN�DQG�
OLDELOLW\�UHODWHG�WR�WKHLU�UROH��DQG�WR�VHUYH�LQ�D�VDIH�
ZRUNLQJ�HQYLURQPHQW��ZLWK�VXLWDEOH�LQVXUDQFH�
FRYHUDJH�ZKHUH�DSSURSULDWH�

�
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