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7KH� 3XUSRVH� RI� WKLV� UHVHDUFK� WR� LQIRUP� FRQVXPHU� QHHG� DWULEXWHV�� *DS� EHWZHHQ�
FRQVXPHU� QHHGV� DQG� SHUFHSWLRQ�� DWULEXWHV� WKDW� DUH� D� WRS� SULRULW\� IRU� LPSURYHPHQW��
DQG� LPSURYHPHQW�GHVLJQ ZKLFK�DOO�RI�WKHVH�DWWULEXWHV�ZLOO�SURSRVHG� WR�LPSURYHPHQW�
VHUYLFH��2EMHFW�RI�WKLV�UHVHDUFK�LV�HPSOR\HH�ZKR�KDV�PRWRU�YHKLFOH�ORDQ�LQ 37��%DQN�
7DEXQJDQ�3HQVLXQDQ�1DVLRQDO�7EN��

7KH� GDWD� RQ� WKLV� UHVHDUFK� REWDLQHG� IURP� ��� UHVSRQGHQWV� XVLQJ� TXDQWLWDWLYH�
GHVFULSWLYH� DSSURDFK��$SSURDFK� VHUYLFH�TXDOLW\� �6HUYTXDO�� DV� DQDO\VLV� WHFKQLTXH� WR�
GHWHUPLQHG� VDWLVIDFWLRQ�� GHVLJQLQJ� ,PSRUWDQFH� SHUIRUPDQFH� DQDO\VLV� �,3$�� � DQG�
4XDOLW\� )XQFWLRQ� 'HSOR\PHQW� �4)'�� IRU� SODQQLQJ� LPSURYHG� VHUYLFH�
UHFRPPHQGDWLRQ�

7KH�UHVXOW�RI�WKLV�UHVHDUFK�VKRZHG�QLODL�QHJDWLYH�VHUYTXDO�YDOXH��WKLV�LQGLFDWH�WKDW�
FRPVXPHU� QHHGV� KLJKHU� WKDQ� FRQVXPHU� SHUFHSWLRQ� WRZDUG� VHUYLFH� DQG� FXVWRPHU�
VDWLVIDFWLRQ ZKLFK� QRW� IXOILOO� \HW�� 3ULRULW\� LPSURYHPHQW ZKLFK� QHFHVVDU\� GRQH� DUH�
XSGDWH� FRQVXPHU� TXHVWLRQV� ERRNOLVW�� XSGDWH� LQVXUDQFH� JXLGHV�� WUDLQLQJ� DERXW�
LQVXUDQFH�DQG�FRPPXQLFDWLRQ�LQ�FRQVXPHU�VHUYLFH�

.H\ZRUGV���6HUYLFH�TXDOLW\��FRQVXPHU�QHHG��SHUFHSWLRQ��*DS��6HUYTXDO��,3$��4)'�
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3HQHOLWLDQ� LQL� XQWXN�PHQJHWDKXL� DWULEXW�DWULEXW� NHEXWXKDQ� NRQVXPHQ��*DS� DQWDUD�
KDUDSDQ� GDQ� SHUVHSVL� NRQVXPHQ�� DWULEXW� SULRULWDV� XWDPD� XQWXN� SHUEDLNDQ�� GDQ�
SHUDQFDQJDQ� SHUEDLNDQ� \DQJ� QDQWLQ\D� GLXVXONDQ� XQWXN� SHUEDLNDQ� OD\DQDQ�� 2EMHN�
SHQHOLWLDQ�LQL�DGDODK�NDU\DZDQ�\DQJ�PHPLOLNL�SLQMDPDQ�NHQGDUDDQ�EHUPRWRU�SDGD�37��
%DQN�7DEXQJDQ�3HQVLXQDQ�1DVLRQDO�7EN��

3HQHOLWLDQ�LQL�GLODNXNDQ�WHUKDGDS����UHVSRQGHQ�GHQJDQ�PHQJJXQDNDQ�SHQGHNDWDQ�
GHVNULSWLI� NXDQWLWDWLI� 3HQGHNDWDQ� VHUYLFH� TXDOLW\ �6HUYTXDO�� VHEDJDL� WHNQLN� DQDOLVLV�
XQWXN�PHQLODL NHSXDVDQ�� SHUDQFDQJDQ� ,PSRUWDQFH� SHUIRUPDQFH� DQDO\VLV �,3$�� GDQ�
4XDOLW\� )XQFWLRQ� 'HSOR\PHQW �4)'� XQWXN� PHUDQFDQJ� UHNRPHQGDVL� SHUEDLNDQ�
SHOD\DQDQ�

+DVLO� SHQHOLWLDQ�PHQXQMXNDQ� QLODL� VHUYTXDO� QHJDWLI�� KDO� LQL� PHQ\DWDNDQ� KDUDSDQ�
NRQVXPHQ� OHELK� EHVDU� GDUL� SHUVHSVL� NRQVXPHQ� WHUKDGDS� SHOD\DQDQ DWDX� NHSXDVDQ�
SHODQJJDQ� EHOXP� WHUSHQXKL� 3ULRULWDV� SHUEDLNDQ� \DQJ� SHUOX� GLODNXNDQ� DGDODK�
SHPEDKDUXDQ� EXNX� GDIWDU� SHUWDQ\DDQ� NRQVXPHQ� GDQ� SDQGXDQ� DVXUDQVL�� SHODWLKDQ�
WHQWDQJ�DVXUDQVL�GDQ�NRPXQLNDVL�GDODP�SHOD\DQDQ�NRQVXPHQ��

.DWD�NXQFL���.XDOLWDV�SHOD\DQDQ��+DUDSDQ��3HUVHSVL��*DS��6HUYTXDO��,3$��4)'�


