
 
 

 
 

 
 

 
210904Item8 - Social Services Annual Review of Performance 
Cabinet 

- 1 - 
 

 

CABINET 
21ST SEPTEMBER 2004  

ITEM NO.  .......8.............. 
 

 

SOCIAL SERVICES ANNUAL REVIEW OF PERFORMANCE 
AND DELIVERY AND IMPROVEMENT STATEMENT 

 
 

Responsible Cabinet Member(s) -Councillor Eleanor Lister, Social Services Portfolio 
 

Responsible Director(s) - Margaret Asquith, Director of Social Services 
 

 
 
Purpose of Report 
 
1. To inform Members of the Annual Review letter sent from the Commission for Social Care 

Inspection (CSCI) to Darlington Social Services Department. Also to inform Members of 
the Delivery and Improvement Statement which the Social Services Department has 
submitted to the CSCI. 
 

Information and Analysis 
 
2. Each year, the CSCI produces a performance review report for the Social Services 

Department which, in the first part, sets out a summary of improvement recommendations 
highlighting strategic issues, and in the second part, summarises the strengths of 
performance over the last year, and the priorities for improvement in the year ahead.  This 
report forms part of the performance record for the Department, and informs the judgement 
for the star ratings issued in November.  The Annual Review of Performance letter is 
attached as Appendix A.  
 

3. The Social Services Department is also required to submit a Delivery and Improvement 
Statement (DIS) to the CSCI twice yearly (April and November), setting out performance 
projections against national and local performance indicators.  The DIS is used by the CSCI 
to make judgements about Social Services’ knowledge of its strengths and areas for 
improvement.  It also forms part of the evidence used by the CSCI to make the star ratings 
judgement. 
 

4. The DIS is a lengthy and detailed document and has been given in full to the Cabinet 
Member for Social Services and the Cabinet Member for Education. The Chair and 
Members of the Social Affairs and Health Scrutiny Committee also have copies. Additional 
copies can be made available to any other Member on request. 
 

Outcome of Consultation 
 
5. No consultation was required to produce this report. 
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Legal Implications 
 
6. This report has been considered by the Borough Solicitor for legal implications in 

accordance with the Council's approved procedures.  There are no issues which the Borough 
Solicitor considers need to be brought to the specific attention of Members, other than those 
highlighted in the report. 
 

Section 17 of the Crime and Disorder Act 1998 
 
7. The contents of this report have been considered in the context of the requirements placed 

on the Council by Section 17 of the Crime and Disorder Act 1998, namely, the duty on the 
Council to exercise its functions with due regard to the likely effect of the exercise of those 
functions on, and the need to do all that it reasonably can to prevent, crime and disorder in 
its area.  It is not considered that the contents of this report have any such effect. 
 

Council Policy Framework 
 
8. The issues contained within this report do not represent change to Council policy or the 

Council’s policy framework 
 

Decision Deadline 
 
9. For the purpose of the ‘call-in’ procedure this does not represent an urgent matter 

 
Recommendations 
 
10. It is recommended that Members:- 

 
a) Note the contents of the Annual Review of Performance letter to Social Services; and 
 
b) Note the submission of the Delivery and Improvement Statement by Social Services to 

the Commission for Social Care Inspection. 
 

Reasons 
 
11. The Commission for Social Care Inspection requires the Social Services Department to: 

 
a)   “Present the report and the DIS to an open meeting of the relevant executive committee 
      of the Council..” ;  
 
b)   Make the performance report available to members of the public at the same time; and 
 
c)   Copy the performance letter and report to the Council ’s appointed auditor, and to the  
      NHS and Education partners. 
 
  

Margaret Asquith 
Director of Social Services 
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Background Papers 
Delivery and Improvement Statement – April 2004                               Margaret Asquith : Extension 2099 



 
 
 
 
 
 
 
 

:H�ZHOFRPH�\RXU�IHHGEDFN�WR�KHOS�XV�LPSURYH�RXU�VHUYLFH��
3OHDVH�IHHO�IUHH�WR�FRQWDFW�WKH�&XVWRPHU�6HUYLFH�8QLW�RQ���������������
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�
5(�$QQXDO�5HYLHZ�RI�3HUIRUPDQFH�
�
'HDU�0UV�$VTXLWK�
�
7KDQN�\RX�IRU�DUUDQJLQJ�RXU�UHFHQW�DQQXDO�UHYLHZ�PHHWLQJ���7KLV�
OHWWHU�DQG�UHSRUW�VHW�RXW�WKH�&RPPLVVLRQ�IRU�6RFLDO�&DUH�,QVSHFWLRQ¶V�
�&6&,��YLHZ�RI�WKH�SHUIRUPDQFH�RI�VRFLDO�VHUYLFHV�LQ�\RXU�DUHD�GXULQJ�
WKH�ODVW�\HDU��DQG�FRPPHQW�RQ�LPSURYHPHQWV�IRU�WKH�\HDU�DKHDG����
�
7KH�UHSRUW�LV�LQWHQGHG�WR�KHOS�WKH�FRXQFLO�LPSURYH�RXWFRPHV�DQG�WKH�
TXDOLW\�RI�VHUYLFH�WR�VHUYLFH�XVHUV�DQG�FDUHUV���,W�LV�DOVR�LQWHQGHG�WR�
LPSURYH�WKH�SURVSHFWV�IRU�LPSURYHG�SHUIRUPDQFH�UDWLQJV�LQ�WKH�
IXWXUH����
�
,Q�DVVHVVLQJ�SHUIRUPDQFH��WKH�&6&,�UHDFKHV�MXGJHPHQWV�DERXW�
SHUIRUPDQFH�DJDLQVW�D�VHW�RI�VWDQGDUGV�DQG�FULWHULD��GUDZLQJ�RQ�
HYLGHQFH�IURP�D�QXPEHU�RI�VWDQGDUG�VRXUFHV���7KHVH�LQFOXGH��
�
• WKH�SXEOLVKHG�3$)�SHUIRUPDQFH�LQGLFDWRUV�DQG�RWKHU�VWDWLVWLFDO�

GDWD�XS�WR����������SOXV�GDWD�VXSSRUWLQJ�SODQQHG�WDUJHWV�IRU�
���������

• HYLGHQFH�DJUHHG�LQ�WKH�FRXUVH�RI�RXU�PRQLWRULQJ�PHHWLQJV�WKDW�
KDYH�EHHQ�IRUPDOO\�UHFRUGHG��

• PRQLWRULQJ�LQIRUPDWLRQ�IURP�WKH�'HOLYHU\�DQG�,PSURYHPHQW�
6WDWHPHQWV�FRPSOHWHG�LQ�2FWREHU������DQG�0D\���������

• WKH�UHSRUW�RI�DQ�LQVSHFWLRQ�RI�VRFLDO�FDUH�VHUYLFHV�IRU�GLVDEOHG�
SHRSOH�SXEOLVKHG�LQ�-XO\�������

�

Mrs M Asquith�
Director of Social Services�
Darlington Borough Council�
Town Hall�
Darlington�
County Durham�
'/���47�
�

31 August 2004�
�
Ref: CSCI/LR/HM 
 
 
 
 
 

&6&,�
1R���+RSHWRZQ�
6WXGLRV�
%ULQNEXUQ�5RDG�
'DUOLQJWRQ�
'/���'6 

T: 01325 371720�
F: 01325 371766�
E: enquiries@csci.gsi.gov.uk�
ZZZ�FVFL�RUJ�XN 
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�
'HWDLOV�RI�WKH�VWDQGDUGV�DQG�FULWHULD�KDYH�EHHQ�SXEOLVKHG��DQG�DUH�
DYDLODEOH�IURP�&6&,��RU�PD\�EH�VHHQ�RQ�WKH�&6&,¶V�SHUIRUPDQFH�
ZHEVLWH����$�VXPPDU\�RI�WKH�HYLGHQFH�XVHG�KDV�DOVR�EHHQ�VHQW�WR�\RX�
VHSDUDWHO\���<RX�KDYH�FKDOOHQJHG�WKH�DFFXUDF\�RI�VRPH�RI�WKLV�
LQIRUPDWLRQ��DQG�\RXU�FRQFHUQV�KDYH�EHHQ�UDLVHG�ZLWK�WKH�DSSURSULDWH�
%XVLQHVV�'LUHFWRU�LQ�WKH�&RPPLVVLRQ��
�
7KH�UHSRUW�LV�LQ�WZR�SDUWV���7KH�ILUVW�LV�D�VXPPDU\�RI�LPSURYHPHQW�
UHFRPPHQGDWLRQV�WKDW�KLJKOLJKWV�WKH�VWUDWHJLF�LVVXHV�IRU�WKH�FRXQFLO���
7KH�VHFRQG�SDUW�VXPPDULVHV�WKH�VWUHQJWKV�RI�SHUIRUPDQFH�RYHU�WKH�
ODVW�\HDU��DQG�WKH�SULRULWLHV�IRU�LPSURYHPHQW�LQ�WKH�\HDU�DKHDG����
�
7KHVH�DUH�RUJDQLVHG�DURXQG�VL[�VWDQGDUGV�DJDLQVW�ZKLFK�WKH�FRXQFLO�LV�
DVVHVVHG���7KH�DQQXDO�UHYLHZ�GRHV�QRW�DWWHPSW�WR�UHYLHZ�DOO�DVSHFWV�
RI�SHUIRUPDQFH��EXW�IRFXVHV�RQ�WKH�PDLQ�SHUIRUPDQFH�LVVXHV�IRU�
ZKLFK�&6&,�KDV�FXUUHQW�LQIRUPDWLRQ�� �
�
7KLV�UHSRUW�ZLOO�IRUP�SDUW�RI�WKH�SHUIRUPDQFH�UHFRUG�IRU�WKH�FRXQFLO��
DQG�ZLOO�EH�SXEOLVKHG�RQ�WKH�&6&,�ZHEVLWH�LQ�1RYHPEHU���<RX�DUH�
DVNHG�WR���
�
• SUHVHQW�LW�WR�DQ�RSHQ�PHHWLQJ�RI�WKH�UHOHYDQW�H[HFXWLYH�

FRPPLWWHH�RI�WKH�FRXQFLO��ZLWKLQ�WZR�PRQWKV�RI�WKH�GDWH�RI�WKLV�
OHWWHU��DQG�WR�LQIRUP�PH�RI�WKH�GDWH�RQ�ZKLFK�WKLV�ZLOO�WDNH�
SODFH��

• PDNH�WKH�UHSRUW�DYDLODEOH�WR�PHPEHUV�RI�WKH�SXEOLF�DW�WKH�VDPH�
WLPH��DQG�

• FRS\�WKLV�OHWWHU�DQG�UHSRUW�WR�WKH�FRXQFLO¶V�DSSRLQWHG�DXGLWRU��
DQG�WR�1+6�DQG�HGXFDWLRQ�SDUWQHUV����

�
3URJUHVV�ZLOO�FRQWLQXH�WR�EH�PRQLWRUHG�GXULQJ�WKH�\HDU�WKURXJK�RXU�
XVXDO�SURFHVVHV��DQG�D�IXUWKHU�DQQXDO�UHYLHZ�PHHWLQJ�ZLOO�WDNH�SODFH�
GXULQJ����������
�
3HUIRUPDQFH��6WDU��5DWLQJV�ZLOO�EH�FRQILUPHG�LQ�1RYHPEHU��EDVHG�RQ�
DQ�DVVHVVPHQW�RI�RYHUDOO�SHUIRUPDQFH�XVLQJ�DOO�DGPLVVLEOH�HYLGHQFH�����
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7KH�HYLGHQFH�VXPPDULVHG�LQ�WKLV�OHWWHU�ZLOO�EH�XVHG�WR�KHOS�DUULYH�DW�
WKH�UDWLQJ��EXW�PD\�EH�XSGDWHG�ZKHUH�IXUWKHU�HYLGHQFH�EHFRPHV�
DYDLODEOH��
�
<RXUV�VLQFHUHO\�
�
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�
�
�
�
/LQGD�5RELQVRQ�
%XVLQHVV�5HODWLRQVKLS�0DQDJHU�
�
�
�
&RS\��
�
� 0U�%DUU\�.HHO��&KLHI�([HFXWLYH��'DUOLQJWRQ�&RXQFLO�
�
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3HUIRUPDQFH�5HYLHZ�5HSRUW�IRU�'DUOLQJWRQ�6RFLDO�6HUYLFHV��
�����

�
6XPPDU\�RI�LPSURYHPHQW�UHFRPPHQGDWLRQV�

 
 
 
�
�
7KH�UHYLHZ�RI�VRFLDO�VHUYLFHV�LQ�'DUOLQJWRQ�KDV�KLJKOLJKWHG�WKH�
IROORZLQJ�SHUIRUPDQFH�LVVXHV�WKDW�QHHG�WR�EH�DGGUHVVHG�RYHU�WKH�
QH[W����PRQWKV���)XUWKHU�LQIRUPDWLRQ�DERXW�WKH�VWDQGDUGV�DJDLQVW�
ZKLFK�VRFLDO�VHUYLFHV�DUH�DVVHVVHG�LV�FRQWDLQHG�LQ�WKH�GHWDLOHG�
UHSRUW��
�&KLOG�DQG�IDPLO\�VHUYLFHV�
�
�� 7KH�FRXQFLO�VKRXOG�FRQWLQXH�WR�EXLOG�RQ�LWV�SDUWQHUVKLS�

ZRUNLQJ�EHWZHHQ�VRFLDO�VHUYLFHV�DQG�HGXFDWLRQ��DQG�ZLWK�
RWKHU�DJHQFLHV���7KH�HIIHFWLYHQHVV�RI�WKHVH�SDUWQHUVKLSV�
VKRXOG�EH�GHPRQVWUDWHG�WKURXJK�LPSURYHG�HGXFDWLRQDO�
RXWFRPHV��ZKLFK�LQGLFDWH�WKDW�DOO�ORRNHG�DIWHU�FKLOGUHQ�DUH�
PHHWLQJ�WKHLU�IXOO�SRWHQWLDO�IRU�DFDGHPLF�VXFFHVV���<RXQJ�
SHRSOH�VKRXOG�EH�KHOSHG�WR�PDNH�D�VPRRWK�WUDQVLWLRQ�LQWR�
HGXFDWLRQ��WUDLQLQJ�DQG�HPSOR\PHQW�DIWHU�OHDYLQJ�VFKRRO�

�
�� 7KH�FRXQFLO�PXVW�VKRZ�WKDW�LWV�SHUPDQHQFH�SROLF\�HQVXUHV�

WKDW�WKHUH�LV�D�PLQLPXP�RI�GHOD\�LQ�WKH�SURFHVV�H[SHULHQFHG�
E\�WKRVH�FKLOGUHQ�ZKR�DUH�SODFHG�IRU�DGRSWLRQ����

�
�� 7KH�FRXQFLO�VKRXOG�FRQWLQXH�WR�LPSURYH�WKH�ORQJ�WHUP�VWDELOLW\�

RI�IRVWHU�SODFHPHQWV�IRU�WKRVH�FKLOGUHQ�ZKR�KDYH�EHHQ�ORRNHG�
DIWHU�FRQWLQXRXVO\�IRU�IRXU�\HDUV����

�
�� 7KH�FRXQFLO�VKRXOG�LPSURYH�WKH�SURSRUWLRQ�RI�LQLWLDO�

DVVHVVPHQWV�XQGHUWDNHQ�ZLWKLQ�VHYHQ�ZRUNLQJ�GD\V�RI�
UHIHUUDO��

�
�

&6&,�
1R���+RSHWRZQ�
6WXGLRV�
%ULQNEXUQ�5RDG�
'DUOLQJWRQ�
'/���'6 
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�
�6HUYLFHV�IRU�DGXOWV�DQG�ROGHU�SHRSOH�
�
�� 7KH�FRXQFLO�DQG�LWV�SDUWQHUV�QHHG�WR�GHPRQVWUDWH�WKDW�WKH�

GHYHORSPHQW�RI�D�UDQJH�RI�QHZ�VHUYLFHV�IRU�ROGHU�SHRSOH�
FRQWLQXHV�WR�LQFUHDVH�WKH�QXPEHU�ZKR�DUH�KHOSHG�WR�OLYH�LQ�
WKHLU�RZQ�KRPHV��DQG�LPSURYHV�WKHLU�H[SHULHQFH��

�
�� 7KH�FRXQFLO�VKRXOG�FRQWLQXH�WR�UHGXFH�WKH�OHQJWK�RI�WLPH�WKDW�

SHRSOH�KDYH�WR�ZDLW�IRU�2FFXSDWLRQDO�7KHUDS\�DVVHVVPHQWV��
�
�� 7KH�FRXQFLO�PXVW�UHGXFH�WKH�OHQJWK�RI�WLPH�WDNHQ�WR�VWDUW�DQG�

FRPSOHWH�DVVHVVPHQWV�RI�ROGHU�SHRSOH��DV�VHW�RXW�LQ�WKH�
JRYHUQPHQW¶V�WDUJHW����

�
�� 7KH�FRXQFLO�VKRXOG�IXUWKHU�LPSURYH�WKH�SHUFHQWDJH�RI�SHRSOH�

ZKR�UHFHLYH�D�VWDWHPHQW�RI�WKHLU�QHHGV�DQG�KRZ�WKH\�ZLOO�EH�
PHW�

�
�
�
�
�
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3HUIRUPDQFH�5HYLHZ�5HSRUW������
�

'DUOLQJWRQ�%RURXJK�&RXQFLO�
�
�
�
�

�
6(59,&(6�)25�&+,/'5(1�$1'�)$0,/,(6�
�
&KDQJHV�WR�WKH�PDQDJHPHQW�VWUXFWXUH�ZLWKLQ�&KLOGUHQ¶V�VHUYLFHV��
KDYH�LPSURYHG�WKH�IRFXV�RQ�NH\�SULRULWLHV��DQG�WKHUH�LV�UREXVW�
PRQLWRULQJ�RI�SHUIRUPDQFH���7KH�QXPEHU�RI�ORRNHG�DIWHU�FKLOGUHQ�
KDV�UHGXFHG�DQG�WKHUH�LV�DQ�DFFRPPRGDWLRQ�VWUDWHJ\�LQ�SODFH��$�
MRLQW�VWUDWHJ\�ZLWK�WKH�HGXFDWLRQ�GHSDUWPHQW�KDV�EHHQ�ODXQFKHG�
DQG�WKLV�DUHD�VKRXOG�UHPDLQ�D�NH\�SULRULW\�IRU�WKH�\HDU�DKHDG���
&RQVXOWDWLRQ�ZLWK�\RXQJ�SHRSOH�FRQWLQXHV�WR�EH�D�VWUHQJWK���7KH�
UHODWLYHO\�VPDOO�VL]H�RI�WKH�SRSXODWLRQ�LQ�'DUOLQJWRQ�PHDQV�WKDW�
VRPH�SHUIRUPDQFH�LQGLFDWRUV�DUH�VLJQLILFDQWO\�DIIHFWHG�E\�DFWLYLW\�
UHODWLQJ�WR�D�YHU\�VPDOO�QXPEHU�RI�FKLOGUHQ�DQG�\RXQJ�SHRSOH��DQG�
WKHUHIRUH�KDYH�WR�EH�LQWHUSUHWHG�ZLWK�FDXWLRQ����
�
1DWLRQDO�SULRULWLHV�DQG�VWUDWHJLF�REMHFWLYHV�
�
,PSURYHPHQWV�REVHUYHG�VLQFH�WKH�SUHYLRXV�DQQXDO�UHYLHZ�
�
• $�&DUH�7UXVW�IRU�GLVDEOHG�FKLOGUHQ�LV�EHLQJ�GHYHORSHG��ZKLFK�

VKRXOG�LPSURYH�WKH�H[SHULHQFH�DQG�RXWFRPHV�IRU�GLVDEOHG�
FKLOGUHQ�DQG�WKHLU�IDPLOLHV���7KLV�ZRUN�KDV�LQFOXGHG�WKH�
HVWDEOLVKPHQW�IRU�WKH�ILUVW�WLPH�RI�D�3DUHQWV¶�)RUXP����

�
• 7KH�DFWLRQ�SODQ�IROORZLQJ�WKH�&OLPELH�DXGLW�KDV�EHHQ�

YLJRURXVO\�IROORZHG�XS�DQG�LPSOHPHQWHG���
�
• 6WUXFWXUDO�DQG�PDQDJHPHQW�FKDQJHV�LQ�FKLOGUHQ
V�VHUYLFHV�

KDYH�LPSURYHG�WKH�IRFXV�RQ�NH\�SULRULWLHV���
�
• $�MRLQW�6RFLDO�6HUYLFHV�DQG�(GXFDWLRQ�VWUDWHJ\�IRU�ORRNHG�DIWHU�

FKLOGUHQ�KDV�EHHQ�ODXQFKHG����
�

&6&,�
1R���+RSHWRZQ�
6WXGLRV�
%ULQNEXUQ�5RDG�
'DUOLQJWRQ�
'/���'6 
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• $Q�DFFRPPRGDWLRQ�VWUDWHJ\�KDV�EHHQ�SXW�LQ�SODFH�WR�LQFUHDVH�
SODFHPHQW�FKRLFH��LPSURYH�VWDELOLW\�DQG�UHGXFH�WKH�QXPEHU�RI�
RXW�RI�%RURXJK�SODFHPHQWV���

�
• 7KH�FRXQFLO¶V�DFWLRQ�SODQ�UHVSRQGLQJ�WR�WKH�66,�,QVSHFWLRQ�RI�

&KLOGUHQ¶V�6HUYLFHV��SXEOLVKHG�LQ�-XO\�������KDV�EHHQ�
LPSOHPHQWHG��

�
• 7KH�FRXQFLO�LV�LQ�WKH�VHFRQG�\HDU�RI�%HDFRQ�6WDWXV�IRU�&KLOG�

DQG�$GROHVFHQW�0HQWDO�+HDOWK�6HUYLFHV���
�
$UHDV�IRU�LPSURYHPHQW��
�
• +DOI�WKH�\RXQJ�SHRSOH�OHDYLQJ�FDUH�JDLQHG�DW�OHDVW���*&6(��

EXW�QRQH�DFKLHYHG�ILYH�*&6(V�$
�WR�&���7KHVH�ILJXUHV�UHODWH�WR�
D�VPDOO�QXPEHU�RI�FKLOGUHQ��EXW�SHUIRUPDQFH�QHHGV�WR�
LPSURYH�WR�PHHW�JRYHUQPHQW�WDUJHWV���

�
• 2QO\�������RI�\RXQJ�SHRSOH�ZKR�ZHUH�ORRNHG�DIWHU�ZKHQ�

WKH\�ZHUH����ZHUH�HQJDJHG�LQ�HGXFDWLRQ��WUDLQLQJ�RU�
HPSOR\PHQW�DW�WKH�DJH�RI������7KLV�GLVDSSRLQWLQJ�ILJXUH�DJDLQ�
UHODWHV�WR�D�VPDOO�QXPEHU�RI�FKLOGUHQ��EXW�WKH�FRXQFLO�VKRXOG�
HQVXUH�WKDW�ZKHQHYHU�SRVVLEOH�\RXQJ�SHRSOH�DUH�KHOSHG�WR�
PDNH�D�VPRRWK�WUDQVLWLRQ�LQWR�HGXFDWLRQ��WUDLQLQJ�DQG�
HPSOR\PHQW�DIWHU�OHDYLQJ�VFKRRO������

�
• 2YHU�WKH�SDVW�WZR�\HDUV��WKH�SHUFHQWDJH�RI�FKLOGUHQ�ORRNHG�

DIWHU�IRU�VL[�PRQWKV�RU�PRUH�ZKR�ZHUH�DGRSWHG�GXULQJ�WKH�
\HDU�KDV�GHFOLQHG���7KH�FRXQFLO�XQGHUVWDQGV�WKH�UHDVRQ�ZK\�
RQO\�KDOI�WKH�DQWLFLSDWHG�WDUJHW�ZDV�PHW��DQG�KDV�UH�ODXQFKHG�
LWV�SHUPDQHQFH�SROLF\�DQG�FRQWLQXHV�WR�WUDFN�WKH�SURJUHVV�RI�
HDFK�FKLOG���

�
�
&RVW�DQG�HIILFLHQF\�
�
,PSURYHPHQWV�REVHUYHG�VLQFH�WKH�SUHYLRXV�DQQXDO�UHYLHZ�
�
• 7KH�XQLW�FRVWV�IRU�ORRNHG�DIWHU�FKLOGUHQ�DQG�IRU�FKLOGUHQ¶V�

UHVLGHQWLDO�FDUH�FRQWLQXH�WR�VKRZ�JRRG�SHUIRUPDQFH���
 
• 7KH�&KLOGUHQ
V�DFFRPPRGDWLRQ�VWUDWHJ\�KDV�UHGXFHG�WKH�

QXPEHU�RI�FKLOGUHQ�ORRNHG�IURP������WR������SHU���������DQG�
KDV�DOVR�UHGXFHG�WKH�QXPEHU�RI�FKLOGUHQ�ZKR�DUH�SODFHG�
RXWVLGH�WKH�%RURXJK��
�



��
 

 
�

• $�QHZ�LQIRUPDWLRQ�V\VWHP�ZDV�LPSOHPHQWHG�LQ�-XQH�������
DQG�WKLV�VKRXOG�LPSURYH�WKH�FRXQFLO¶V�DELOLW\�WR�WUDFN�DQG�
PDQDJH�DFWLYLW\�LQ�IXWXUH��

�
$UHDV�IRU�LPSURYHPHQW�
�
• 7KH�DYHUDJH�JURVV�ZHHNO\�H[SHQGLWXUH�IRU�HDFK�ORRNHG�DIWHU�

FKLOG�LQ�IRVWHU�FDUH�DSSHDUV�KLJK��DOWKRXJK�WKLV�LV�LQ�OLQH�ZLWK�
WKH�H[SHQGLWXUH�RI�RWKHU�VLPLODU�FRXQFLOV��

�
�
(IIHFWLYHQHVV�RI�VHUYLFH�GHOLYHU\�DQG�VHUYLFH�RXWFRPHV�
�
,PSURYHPHQWV�REVHUYHG�VLQFH�WKH�SUHYLRXV�DQQXDO�UHYLHZ�
�
• 7KH�6RFLDO�6HUYLFHV�DQG�(GXFDWLRQ�GHSDUWPHQWV�PHHW�

UHJXODUO\�WR�GLVFXVV�DQG�PDQDJH�VFKRRO�H[FOXVLRQV�DQG�
DEVHQFHV�RI�ORRNHG�DIWHU�FKLOGUHQ��DQG�WKH�SHUFHQWDJH�RI�
WKRVH�FKLOGUHQ�ZKR�PLVV����GD\V�RU�PRUH�VFKRROLQJ�GXULQJ�WKH�
\HDU�UHPDLQV�JRRG���

�
�� 7KH�SHUFHQWDJH�RI�ORRNHG�DIWHU�FKLOGUHQ�ZKR�KDG�DQ�

DSSURSULDWH�KHDOWK�DVVHVVPHQW�LV�H[FHOOHQW��
�
• 7KH�QXPEHU�RI�DSSURYHG�IRVWHU�FDUHUV�KDV�ULVHQ�VXEVWDQWLDOO\�

RYHU�WKH�ODVW�WZR�\HDUV�WR�����HQVXULQJ�WKDW�D�ZLGHU�UDQJH�RI�
SODFHPHQWV�LV�DYDLODEOH����

�
�� 7KH�1&6&�IRVWHULQJ�LQVSHFWLRQ��)HEUXDU\�������LGHQWLILHG�

VLJQLILFDQW�SURJUHVV�WRZDUGV�PHHWLQJ�QDWLRQDO�PLQLPXP�
VWDQGDUGV��

�
• 7KH�&KLOG�DQG�$GROHVFHQW�0HQWDO�+HDOWK�6HUYLFH�SRROHG�

EXGJHW�KDV�EHHQ�DJUHHG�DQG�LQYHVWPHQW�KDV�LQFUHDVHG���7KH�
FRXQFLO�UHSRUWV�WKDW�WKHUH�KDV�EHHQ�D������LQFUHDVH�LQ�DFFHVV�
E\�\RXQJ�SHRSOH������

�
• 7KH�QXPEHU�RI�FKLOGUHQ�RQ�WKH�FKLOG�SURWHFWLRQ�UHJLVWHU�

UHGXFHG�IURP����WR�����DQG�FKLOG�SURWHFWLRQ�LQGLFDWRUV�DUH�
JRRG���7KHUH�ZHUH�D�ORZ�QXPEHU�RI�UHSHDW�UHIHUUDOV�WR�WKH�
FKLOG�SURWHFWLRQ�UHJLVWHU��VXSSRUWHG�E\�D�ZHOO�HVWDEOLVKHG�
V\VWHP�RI�IDPLO\�JURXS�FRQIHUHQFLQJ���

�
• ���FKLOGUHQ�DUH�LQYROYHG�LQ�WKH�\RXQJ�FDUHUV
�JURXS��ZKLFK�LV�

VXSSRUWHG�E\�WKH�FRXQFLO���
�
�



��
 

 
�

$UHDV�IRU�LPSURYHPHQW�
�
• 7KH�SHUFHQWDJH�RI�ORRNHG�DIWHU�FKLOGUHQ�ZKR�KDG���RU�PRUH�

SODFHPHQWV�GXULQJ�WKH�\HDU�KDV�EHHQ�PDLQWDLQHG�DW�DQ�
H[FHOOHQW�OHYHO���/DVW�\HDU��WKH�ORQJ�WHUP�VWDELOLW\�RI�ORRNHG�
DIWHU�FKLOGUHQ�PHDVXUHG�E\�WKH�SHUFHQWDJH�ZKR�KDG�EHHQ�
ORRNHG�DIWHU�IRU�IRXU�\HDUV�DQG�ZKR�KDG�EHHQ�LQ�WKHLU�FXUUHQW�
IRVWHU�SODFHPHQW�IRU�WZR�\HDUV��ZDV�SRRU���7KLV�KDV�LPSURYHG�
VLJQLILFDQWO\��LQ�OLQH�ZLWK�WKH�FRXQFLO
V�SODQ��EXW�QHHGV�WR�
LPSURYH�IXUWKHU���7KH�FRXQFLO�KDV�LQYHVWLJDWHG�LWV�SHUIRUPDQFH�
LQ�WKLV�DUHD�DQG�FRQFOXGHG�WKDW�WKHUH�DUH�D�QXPEHU�RI�
XQUHODWHG�UHDVRQV�IRU�WKH�OHYHO�RI�FXUUHQW�SHUIRUPDQFH��ZKLFK�
UHPDLQV�VOLJKWO\�EHORZ�WKH�DYHUDJH�RI�VLPLODU�FRXQFLOV���
�

�
4XDOLW\�RI�VHUYLFHV�IRU�XVHUV�DQG�FDUHUV�
�
,PSURYHPHQWV�REVHUYHG�VLQFH�WKH�SUHYLRXV�DQQXDO�UHYLHZ�
�
• 7KH�FRXQFLO�KDV�VXFFHVVIXOO\�DFKLHYHG�D�����LPSURYHPHQW�

IURP�ODVW�\HDU�LQ�WKH�SHUFHQWDJH�RI�FRUH�DVVHVVPHQWV�
FRPSOHWHG�ZLWKLQ����ZRUNLQJ�GD\V��DQG�WKLV�LV�QRZ�LV�����������

�
• 7KH�FRXQFLO�KDV�LPSOHPHQWHG�D�TXDOLW\�DVVXUDQFH�V\VWHP�DQG�

D�FRQVXOWDWLRQ�VWUDWHJ\�LQ�RUGHU�WR�LPSURYH�WKH�H[SHULHQFH�RI�
FKLOGUHQ�DQG�WKHLU�IDPLOLHV���

�
• $Q�LPSURYHG�IRFXV�RQ�OLVWHQLQJ�WR�FKLOGUHQ�KDV�UHVXOWHG�LQ�

������RI�ORRNHG�DIWHU�FKLOGUHQ�FRPPXQLFDWLQJ�WKHLU�YLHZV�WR�D�
UHYLHZ���/RRNHG�DIWHU�FKLOGUHQ�DUH�DOVR�DEOH�WR�FRQWDFW�WKHLU�
VRFLDO�ZRUNHUV�E\�HPDLO��

�
�� 6HQLRU�3UDFWLWLRQHUV�KDYH�EHHQ�LQWURGXFHG��DQG�WKLV�ZLOO�

LQFUHDVH�WKH�FDSDFLW\�IRU�VWDII�VXSHUYLVLRQ��
�
$UHD�IRU�LPSURYHPHQW�
�
• 7KH�FRXQFLO�LV�LQYHVWLJDWLQJ�WKH�ZD\�LW�PHDVXUHV�WKH�QXPEHU�

RI�LQLWLDO�DVVHVVPHQWV�FRPSOHWHG�ZLWKLQ�WKH�QDWLRQDO�WDUJHW�
WLPHVFDOH�RI�VHYHQ�ZRUNLQJ�GD\V�WR�LGHQWLI\�ZK\�SHUIRUPDQFH�
KDV�UHGXFHG�VOLJKWO\�LQ�WKH�ODVW�\HDU�WR�������

�
�
)DLU�DFFHVV�
�
,PSURYHPHQWV�REVHUYHG�VLQFH�WKH�SUHYLRXV�DQQXDO�UHYLHZ�
�



��
 

 
�

• (OLJLELOLW\�FULWHULD�KDYH�EHHQ�FODULILHG�ZLWK�SDUWQHU�DJHQFLHV��WR�
HQVXUH�WKDW�DSSURSULDWH�UHIHUUDOV�DUH�PDGH�WR�VRFLDO�VHUYLFHV���
7KH�FRXQFLO�UHSRUWV�WKDW�WKH�QXPEHU�RI�UHIHUUDOV�LGHQWLI\LQJ�
FKLOG�SURWHFWLRQ�DV�WKH�SULPDU\�FRQFHUQ�KDV�UHGXFHG���

�
• $�6XUH�6WDUW�VFKHPH�ORFDWHG�LQ�DQ�DUHD�ZLWK�D�QXPEHU�RI�

UHVLGHQWV�IURP�D�PLQRULW\�HWKQLF�FRPPXQLW\�LV�SURYLGLQJ�
VHUYLFHV�GHVLJQHG�WR�PHHW�WKH�QHHGV�RI�SDUHQWV�DQG�IDPLOLHV�
LQ�WKH�PRVW�DSSURSULDWH�ZD\���

�
• 5DFH�HTXDOLW\�WUDLQLQJ�KDV�EHHQ�LQWURGXFHG�DFURVV�WKH�

GHSDUWPHQW����
��
$UHDV�IRU�LPSURYHPHQW�
�
• $Q�DXGLW�RI�WKH�QHHGV�RI�EODFN�PLQRULW\�HWKQLF�FRPPXQLWLHV�

KDV�EHHQ�XQGHUWDNHQ��DQG�WKLV�LGHQWLILHG�WKH�QHHG�IRU�
LQFUHDVHG�LQYROYHPHQW�DQG�FRPPXQLFDWLRQ�ZLWK�SHRSOH�IURP�
GLYHUVH�EDFNJURXQGV���

�
�� 6XSSRUW�IRU�IDPLO\�SODFHPHQWV�LV�DYDLODEOH�GXULQJ�WKH�HYHQLQJV�

DQG�ZHHNHQGV���$OWKRXJK�WKLV�LV�QRW�D����KRXU�VHUYLFH��WKH�
FRXQFLO�FRQVLGHUV�LW�LV�FXUUHQWO\�DGHTXDWH�WR�PHHW�ORFDO�QHHGV�
DQG�LV�DYDLODEOH�LQ�DGGLWLRQ�WR�WKH�(PHUJHQF\�'XW\�7HDP�
VHUYLFH��

�
 
&DSDFLW\�IRU�LPSURYHPHQW�
�
,PSURYHPHQWV�REVHUYHG�VLQFH�WKH�SUHYLRXV�DQQXDO�UHYLHZ�
�
• $�FRUSRUDWH�SDUHQWLQJ�DQG�FKLOG�SURWHFWLRQ�SDQHO�KDV�EHHQ�

HVWDEOLVKHG���7KLV�LV�FKDLUHG�E\�WKH�&KLHI�([HFXWLYH�DQG�
LQFOXGHV�HOHFWHG�PHPEHUV��

�
• 7KH�&DUH�)LUVW�FRPSXWHULVHG�LQIRUPDWLRQ�V\VWHP�ZDV��

LPSOHPHQWHG�LQ�-XQH������DQG�WKLV�ZLOO�LPSURYH�WKH�FRXQFLO¶V�
DELOLW\�WR�XVH�GDWD�IRU�SODQQLQJ�DQG�PRQLWRULQJ�SXUSRVHV����

�
• 7KH�FRUSRUDWH�SXUFKDVH�RI�D�V\VWHP�ZKLFK�OLQNV�SHUIRUPDQFH�

WR�VHUYLFH�SODQV��GHSDUWPHQWDO�DQG�FRUSRUDWH�VWUDWHJLHV�
UHIOHFWV�WKH�VWURQJ�FRUSRUDWH�RZQHUVKLS�RI�GHSDUWPHQWDO�
SHUIRUPDQFH���$�EXVLQHVV�SODQQLQJ�SURFHVV�LV�LQ�SODFH��OLQNHG�
WR�FRUSRUDWH�DQG�FRPPXQLW\�SODQV��ZLWK�FOHDU�RSHUDWLRQDO�
WDUJHWV�IRU�WHDPV���

�
�
�
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$UHDV�IRU�LPSURYHPHQW�
�
• 7KH�FRXQFLO¶V�GHOLYHU\�DQG�LPSURYHPHQW�VWDWHPHQW�FRQWDLQHG�

WZR�HUURUV���2QH�UHODWHG�WR�WKH�QXPEHU�RI�VWDII�ZRUNLQJ�ZLWK�
FKLOGUHQ�LQ�QHHG�ZKR�DUH�VXLWDEOH�VNLOOHG�DQG�H[SHULHQFHG��
ZKLFK�ZDV�UHSRUWHG�DV�����EXW�ZDV�FRQILUPHG�LQ�WKH�$QQXDO�
5HYLHZ�0HHWLQJ�DV��������7KH�RWKHU�DUHD�UHODWLQJ�WR�WKH�
WXUQRYHU�RI�VWDII��UHSRUWHG�DV�����DFURVV�WKH�GHSDUWPHQW��
ZDV�FRQILUPHG�LQ�WKH�PHHWLQJ�DV�������LQ�FKLOGUHQ¶V�VHUYLFHV���
7KHVH�HUURUV�DURVH�EHFDXVH�WKH�'LUHFWRU�KDV�D�SRUWIROLR�RI�
UHVSRQVLELOLWLHV�EURDGHU�WKDQ�6RFLDO�6HUYLFHV�DORQH��DQG�RWKHU�
DFWLYLW\�KDG�EHHQ�LQFOXGHG�LQ�WKH�ILJXUH���,W�LV�UHSRUWHG�WKDW�
WKH�V\VWHPV�IRU�UHFRUGLQJ�DQG�PRQLWRULQJ�ZRUNIRUFH�
LQIRUPDWLRQ�KDYH�QRZ�EHHQ�DPHQGHG����

�
�
�



��
 

 
�

�
6(59,&(6�)25�$'8/76�$1'�2/'(5�3(23/(�

�
7KH�FRXQFLO�LV�ZRUNLQJ�ZLWK�SDUWQHUV�DFURVV�'DUOLQJWRQ�WR�GHYHORS�
PHWKRGV�RI�GHOLYHULQJ�VHUYLFHV�LQ�D�PRUH�LQWHJUDWHG�ZD\��DQG�WKLV�LV�
OHDGLQJ�WR�VLJQLILFDQW�FKDQJH���7KH�FRXQFLO�DOVR�FRQWLQXHV�WR�UHYLHZ�
LWV�PDQDJHPHQW�DQG�VHUYLFH�GHOLYHU\�VWUXFWXUHV�WR�HQVXUH�LW�LV�DEOH�
WR�PHHW�QDWLRQDO�SULRULWLHV�DQG�ORFDO�QHHGV���,W�KDV�VXFFHVVIXOO\�
LPSOHPHQWHG�D�VWUDWHJ\�WR�UHGXFH�WKH�SUHYLRXVO\�KLJK�OHYHO�RI�
GHOD\HG�WUDQVIHUV�RI�FDUH�IURP�KRVSLWDO�DQG�WR�VWDELOLVH�WKH�
UHVLGHQWLDO�FDUH�PDUNHW���7KH�FRXQFLO�VKRXOG�FRQWLQXH�WR�VKRZ�
LPSURYHPHQW�RQ�WKH�JRYHUQPHQW�SULRULW\�RI�SURPRWLQJ�
LQGHSHQGHQFH�IRU�ROGHU�SHRSOH��DQG�LV�JLYLQJ�LPPHGLDWH�DWWHQWLRQ�WR�
WKH�XQDFFHSWDEO\�ORQJ�WLPH�WKDW�SHRSOH�KDYH�WR�ZDLW�IRU�VRPH�
VHUYLFHV���7KHUH�DUH�JRRG�OLQNV�ERWK�FRUSRUDWHO\�DQG�GHSDUWPHQWDOO\�
EHWZHHQ�VHUYLFH�SODQV��WKH�FRPPXQLW\�VWUDWHJ\�DQG�FRQVXOWDWLRQ�
DUUDQJHPHQWV���
�
1DWLRQDO�SULRULWLHV�DQG�VWUDWHJLF�REMHFWLYHV�
�
,PSURYHPHQWV�REVHUYHG�VLQFH�WKH�SUHYLRXV�DQQXDO�UHYLHZ�
�
• 6LJQLILFDQW�SURJUHVV�KDV�EHHQ�PDGH�LQ�UHGXFLQJ�WKH�

KLVWRULFDOO\�KLJK�OHYHO�RI�GHOD\HG�WUDQVIHUV�RI�FDUH�WR�D�PLQLPDO�
OHYHO���7KH�UHVLGHQWLDO�FDUH�PDUNHW�KDV�EHHQ�VWDELOLVHG�WKURXJK�
D�WKUHH�\HDU�TXDOLW\�VWDQGDUG�DQG�IHHV�DJUHHPHQW��DQG�WKH�
FRPPLVVLRQLQJ�RI�DSSURSULDWH�QHZ�UHVLGHQWLDO�DQG�FRPPXQLW\�
SURYLVLRQ���7KHUH�DUH����LQWHUPHGLDWH�FDUH�EHGV�DQG�QLQH�
WUDQVLWLRQDO�EHGV�LQ�WKH�DUHD��

�
• 7KH�UDQJH�RI�VXSSRUW�VHUYLFHV�IRU�SHRSOH�OLYLQJ�LQ�WKH�

FRPPXQLW\�ZLOO�EH�IXUWKHU�H[WHQGHG�ZKHQ�FKDQJHV�DUH�
LQWURGXFHG�WR�DUUDQJHPHQWV�IRU�SURYLGLQJ�GRPLFLOLDU\�FDUH���

�
• 7KH�PRGHUQLVDWLRQ�RI�GD\�VHUYLFHV�IRU�SHRSOH�ZLWK�OHDUQLQJ�

GLVDELOLWLHV�KDV�EHHQ�DJUHHG��DQG�D�WKUHH�\HDU�SURJUDPPH��
VXSSRUWHG�E\�FDSLWDO�LQYHVWPHQW��LV�WR�EH�LPSOHPHQWHG��

��
• $�0HQWDO�+HDOWK�3DUWQHUVKLS�%RDUG�ZDV�HVWDEOLVKHG�LQ������

DQG�WKHUH�KDV�EHHQ�SURJUHVV�RQ�D�QXPEHU�RI�WKH�1DWLRQDO�
6HUYLFH�)UDPHZRUN�WDUJHWV��

�
• 7KH�LQVSHFWLRQ�RI�VRFLDO�FDUH�VHUYLFHV�IRU�GLVDEOHG�SHRSOH�

IRXQG�WKDW�VWUDWHJLF�SDUWQHUVKLSV�DUH�VWURQJ�DQG�WKHUH�LV�DOVR�
VWURQJ�HYLGHQFH�RI�VHUYLFH�XVHU�LQYROYHPHQW�LQ�SODQQLQJ��

�
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�� 7KH�FRXQFLO�LV�FRQWLQXLQJ�WR�PRGHUQLVH�VHUYLFH�GHOLYHU\�
DUUDQJHPHQWV��WR�HQVXUH�WKDW�ROGHU�SHRSOH�FDQ�EH�VXSSRUWHG�
ZLWKLQ�WKHLU�RZQ�KRPHV�IRU�DV�ORQJ�DV�SRVVLEOH��

�
$UHDV�IRU�LPSURYHPHQW�
�
• :RUN�QHHGV�WR�FRQWLQXH�ZLWK�SDUWQHUV�WR�PHHW�WKH�WDUJHWV�LQ�

WKH�0HQWDO�+HDOWK�1DWLRQDO�6HUYLFH�)UDPHZRUN�IRU�WKH�
GHYHORSPHQW�RI�QHZ�VHUYLFHV���)RXU�DUHDV�LQ�WKH�)UDPHZRUN�
KDYH�SDUWLFXODU�VLJQLILFDQFH�IRU�VRFLDO�FDUH��DQG�IXUWKHU�
SURJUHVV�LV�QHHGHG���7KHVH�DUH�VHUYLFH�XVHU�DQG�FDUHU�
LQIOXHQFH�RQ�VHUYLFH�GHYHORSPHQW��VXSSRUW�DQG�EUHDNV�IRU�
FDUHUV��IXQGLQJ�IRU�YROXQWDU\�VHFWRU�HQJDJHPHQW��DQG�VHUYLFHV�
IRU�SHRSOH�IURP�EODFN�DQG�PLQRULW\�HWKQLF�FRPPXQLWLHV����

�
&RVW�DQG�HIILFLHQF\�
�
,PSURYHPHQWV�REVHUYHG�VLQFH�WKH�SUHYLRXV�DQQXDO�UHYLHZ�
 
• 7KH�EXGJHW�KDV�EHHQ�UHEXLOW�EDVHG�RQ�VHUYLFH�UHTXLUHPHQWV�

DQG�WDUJHWV��DQG�ILYH�SDUWQHUVKLSV�KDYH�EHHQ�DJUHHG�DQG�
QRWLILHG�XVLQJ�+HDOWK�$FW�IOH[LELOLWLHV���3HUIRUPDQFH�RQ�WKH�XQLW�
FRVW�RI�VHUYLFHV�UHPDLQV�JRRG��

�
• $�WKUHH�\HDU�DJUHHPHQW�KDV�EHHQ�UHDFKHG�RQ�UHVLGHQWLDO�FDUH�

IHHV�DQG�³SUHPLXP�UDWH´�SD\PHQWV�DUH�DYDLODEOH�IRU�KRPHV�
ZKLFK�PHHW�D�UDQJH�RI�TXDOLW\�VWDQGDUGV��

�
• $�VHUYLFH�PDSSLQJ�H[HUFLVH�KDV�EHHQ�FRPSOHWHG�IRU�SHRSOH�

DJHG����DQG�RYHU��DQG�IRU�ROGHU�SHRSOH�ZLWK�PHQWDO�KHDOWK�
SUREOHPV���7KLV�KDV�UHVXOWHG�LQ�WKH�FRPPLVVLRQLQJ�RI�D�UDQJH�
RI�VHUYLFHV�ZKLFK�VKRXOG�LPSURYH�WKH�RSWLRQV�IRU�VXSSRUWLQJ�
SHRSOH�ZLWKLQ�WKH�FRPPXQLW\����

�
�� 7KH�FRXQFLO�UHSRUWV�WKDW�LW�KDV�LPSURYHG�GXW\�DUUDQJHPHQWV�

DQG�WKLV�LV�LPSDFWLQJ�XSRQ�ZDLWLQJ�WLPHV�IRU�DVVHVVPHQW�DQG�
WKH�SURYLVLRQ�RI�FDUH�SDFNDJHV��

�
• 'DUOLQJWRQ�FRXQFLO�LV�WDNLQJ�D�OHDG�DFURVV�WKH�7HHV�9DOOH\�DQG�

'XUKDP�DUHD�LQ�HVWDEOLVKLQJ�DQ�LQWHUSUHWLQJ�VHUYLFH�IRU�SHRSOH�
ZLWK�KHDULQJ�LPSDLUPHQW���

�
�� 7KH�66,�LQVSHFWLRQ�RI�VRFLDO�FDUH�VHUYLFHV�IRU�GLVDEOHG�SHRSOH�

FRQFOXGHG�WKDW�WKHUH�LV�HIIHFWLYH�EXGJHW�SODQQLQJ�DQG�ILQDQFLDO�
PDQDJHPHQW���,W�LGHQWLILHG�D�JRRG�NQRZOHGJH�RI�WKH�VRFLDO�
FDUH�PDUNHW��

�
�
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(IIHFWLYHQHVV�RI�VHUYLFH�GHOLYHU\�DQG�VHUYLFH�RXWFRPHV�
�
,PSURYHPHQWV�REVHUYHG�VLQFH�WKH�SUHYLRXV�DQQXDO�UHYLHZ�
�
• 7KH�FRXQFLO¶V�SHUIRUPDQFH�LQGLFDWRUV�IRU�D�QXPEHU�RI�DUHDV�RI�

VHUYLFH�UHPDLQ�JRRG���7KLV�LQFOXGHV�WKH�SURYLVLRQ�RI�LQWHQVLYH�
KRPH�FDUH�RI�D�SHUFHQWDJH�RI�LQWHQVLYH�KRPH�FDUH�DQG�
UHVLGHQWLDO�FDUH���7KH�QXPEHU�RI�VXSSRUWHG�DGPLVVLRQV�RI�
ROGHU�SHRSOH�WR�SHUPDQHQW�UHVLGHQWLDO�DQG�QXUVLQJ�FDUH�SHU�
�������SRSXODWLRQ�DJHG����DQG�RYHU�UHPDLQ�JRRG���7KHUH�KDV�
DOVR�EHHQ�JRRG�SHUIRUPDQFH�RQ�WKH�QXPEHU�RI�\RXQJHU�DGXOWV�
KHOSHG�WR�OLYH�DW�KRPH��

�
• 7KH�QXPEHU�RI�DGXOWV�DQG�ROGHU�SHRSOH�UHFHLYLQJ�'LUHFW�

3D\PHQWV�LQFUHDVHG�WR����SHU���������SRSXODWLRQ��EXW�QHHGV�
WR�LPSURYH�IXUWKHU�GXULQJ�WKH�FRPLQJ�\HDU����

�
• 3HUIRUPDQFH�RQ�ZDLWLQJ�WLPHV�IRU�PLQRU�DQG�PDMRU�

DGDSWDWLRQV�LV�VLJQLILFDQWO\�EHWWHU�WKDQ�LQ�VLPLODU�FRXQFLOV���
�
• $�QHZ�VHQVRU\�LPSDLUPHQW�UHVRXUFH�FHQWUH�KDV�EHHQ�RSHQHG���
�
• 7KH�LQVSHFWLRQ�RI�VHUYLFHV�IRU�GLVDEOHG�SHRSOH�LGHQWLILHG�VRPH�

JRRG�H[DPSOHV�RI�VXSSRUW�IRU�FDUHUV�VWDUWLQJ�RU�FRQWLQXLQJ�LQ�
HPSOR\PHQW��
�

$UHDV�IRU�LPSURYHPHQW�
�
• 7KH�QXPEHU�RI�ROGHU�SHRSOH�KHOSHG�WR�OLYH�DW�KRPH�KDV�

LPSURYHG�\HDU�RQ�\HDU�DQG�LQ���������LQFUHDVHG�IURP������WR�
�����SHU������SRSXODWLRQ�DJHG����DQG�RYHU���+RZHYHU�WKLV�
UHPDLQV�SRRUHU�SHUIRUPDQFH�WKDQ�LQ�VLPLODU�FRXQFLOV���7KH�
FRXQFLO�UHFRJQLVHV�WKH�QHHG�WR�FRQWLQXH�WR�LPSURYH�VHUYLFHV��
DQG�UHSRUWV�WKDW�D�UDQJH�RI�QHZ�VHUYLFHV�KDYH�EHHQ�
LQWURGXFHG�LQ�WKH�FXUUHQW�\HDU��7KHVH�SURYLGH�GLIIHUHQW�W\SHV�
RI�VXSSRUW�ZLWKLQ�SHRSOH¶V�RZQ�KRPHV��LQ�GD\�FDUH�SURYLVLRQ��
DQG�LQ�H[WUD�FDUH�KRXVLQJ����

�
• 7KH�66,�LQVSHFWLRQ�RI�VRFLDO�FDUH�VHUYLFHV�IRU�SHRSOH�ZLWK�

GLVDELOLWLHV�IRXQG�WKDW�WKH�ZDLWLQJ�OLVW�IRU�2FFXSDWLRQDO�7KHUDS\�
ZDV�XQDFFHSWDEO\�ORQJ��DW����PRQWKV���7KH�FRXQFLO�KDV�
UHYLVHG�LWV�VWDIILQJ�HVWDEOLVKPHQW�DQG�HQJDJHG�D�ORFXP�27��
DQG�LV�FRQILGHQW�WKDW�WKH�ZDLWLQJ�OLVW�ZLOO�EH�HOLPLQDWHG�GXULQJ�
WKH�FRXUVH�RI�WKH�FXUUHQW�SHUIRUPDQFH�\HDU��

�
• 7KH�LQVSHFWLRQ�DOVR�LGHQWLILHG�VRPH�JDSV�LQ�VHUYLFH���7KLV�

LQFOXGHG�WKH�SURYLVLRQ�RI�DSSURSULDWH�VKRUW�VWD\�DQG�UHVSLWH�
SURYLVLRQ�IRU�\RXQJHU�DGXOWV���7KHVH�VKRUWIDOOV�KDG�EHHQ�
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UHFRJQLVHG�E\�WKH�FRXQFLO��ZKLFK�KDV�HQWHUHG�GLVFXVVLRQV�ZLWK�
SRWHQWLDO�VHUYLFH�SURYLGHUV��

�
�
4XDOLW\�RI�VHUYLFHV�IRU�XVHUV�DQG�FDUHUV�
�
,PSURYHPHQWV�REVHUYHG�VLQFH�WKH�SUHYLRXV�DQQXDO�UHYLHZ�
�
�� *RRG�SURJUHVV�LV�EHLQJ�PDGH�ZLWK�SDUWQHUV�LQ�GHYHORSLQJ�WKH�

VLQJOH�DVVHVVPHQW�SURFHVV��DOWKRXJK�DW�SUHVHQW�WKLV�UHPDLQV�D�
SDSHU�V\VWHP�RQO\����

�
�� 7KH�66,�LQVSHFWLRQ�RI�VRFLDO�FDUH�VHUYLFHV�IRU�SHRSOH�ZLWK�������������

GLVDELOLWLHV�IRXQG�WKDW�WKH�FRXQFLO�LV�PRQLWRULQJ�WKH�
SHUIRUPDQFH�RI�FRPPLVVLRQHG�VHUYLFHV�DQG�FKDOOHQJLQJ�WKRVH�
RI�SRRU�TXDOLW\��

�
$UHDV�IRU�LPSURYHPHQW�
�
• 7KH�ZDLWLQJ�WLPH�IRU�ROGHU�SHRSOH¶V�DVVHVVPHQWV�LV�

XQDFFHSWDEOH���7KLV�LV�D�QHZ�SHUIRUPDQFH�LQGLFDWRU�DQG�WKH�
FRXQFLO�KDV�UHYLHZHG�DQG�UH�RUJDQLVHG�WKH�ZD\�LW�ZRUNV�LQ�WKLV�
DUHD���,W�UHSRUWV�WKDW�VWDII�DUH�QRZ�DEOH�WR�XQGHUWDNH�WKH�
DVVHVVPHQW�SURFHVV�LQ�D�PRUH�PHDVXUHG�ZD\�DQG�LV�
IRUHFDVWLQJ�LPSURYHG�SHUIRUPDQFH�LQ�����������

�
• 7KH�SHUFHQWDJH�RI�DGXOWV�DQG�ROGHU�SHRSOH�UHFHLYLQJ�D�

VWDWHPHQW�RI�WKHLU�QHHGV�DQG�KRZ�WKH\�ZLOO�EH�PHW�VKRXOG�
LQFUHDVH�IURP���������7KH�FRXQFLO�UHSRUWV�WKDW�D�SODQ�LV�LQ�
SODFH�WR�LPSURYH�WKLV�WDUJHW�GXULQJ�WKH�FXUUHQW�\HDU��

�
• 7KH�66,�LQVSHFWLRQ�RI�VRFLDO�FDUH�VHUYLFHV�IRU�GLVDEOHG�SHRSOH�

FRQILUPHG�WKHUH�LV�D�FOHDU�LQWHUDJHQF\�VWUDWHJ\�RQ�SURYLGLQJ�
MRLQW�LQIRUPDWLRQ�WR�WKH�SXEOLF���+RZHYHU�GHDI�SHRSOH�UHSRUWHG�
SUREOHPV�LQ�XVLQJ�LQIRUPDWLRQ�GXH�WR�OLWHUDF\�GLIILFXOWLHV���7KH�
FRXQFLO�KDV�VLQFH�DSSRLQWHG�D�SURIRXQGO\�GHDI�ZRUNHU�DQG�
DQWLFLSDWHV�WKLV�ZLOO�DFFHOHUDWH�WKH�SDFH�RI�GHYHORSPHQW��

�
• 7KH�LQVSHFWLRQ�DOVR�IRXQG�WKDW�WKH�TXDOLW\�DQG�GHSWK�RI�

DVVHVVPHQWV�DQG�FDUH�SODQV�DUH�YDULHG��DQG�WKDW�SUDFWLFHV�
QHHG�WR�FKDQJH�LQ�UHODWLRQ�WR�WKH�UHYLHZV�RI�SHRSOH�SODFHG�
RXWVLGH�WKH�%RURXJK��DV�WKHVH�DUH�QRW�DGHTXDWH���7KHVH�LVVXHV�
KDYH�EHHQ�DGGUHVVHG�WKURXJK�WKH�FRXQFLO¶V�DFWLRQ�SODQ�
UHVSRQGLQJ�WR�WKH�LQVSHFWLRQ��

�
• $�TXDOLW\�DVVXUDQFH�V\VWHP�KDV�\HW�WR�EH�LQWURGXFHG��DQG�WKLV�

ZLOO�LPSURYH�WKH�PDQDJHPHQW�DQG�UHFRUGLQJ�RI�DFWLYLW\�
�
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)DLU�DFFHVV�
�
,PSURYHPHQWV�REVHUYHG�VLQFH�SUHYLRXV�$QQXDO�5HYLHZ�
�
• ,Q�PHQWDO�KHDOWK�VHUYLFHV��ZRUN�LV�XQGHUZD\�ZLWK�D�6XUH�6WDUW�

VFKHPH�WR�UHFUXLW�ZRUNHUV�IURP�EODFN�DQG�PLQRULW\�HWKQLF�
FRPPXQLWLHV�WR�VXSSRUW�VHUYLFH�XVHUV�IURP�GLYHUVH�
EDFNJURXQGV���

�
• (TXDO�RSSRUWXQLW\�DQG�GLYHUVLW\�WUDLQLQJ�KDV�EHHQ�LQWURGXFHG��

DQG�DQ�DFWLRQ�SODQ�KDV�EHHQ�GHYHORSHG�WR�LQFUHDVH�WKH�
QXPEHU�RI�HPSOR\HHV�IURP�PLQRULW\�HWKQLF�FRPPXQLWLHV��

�
�� 7KH�66,�LQVSHFWLRQ�RI�VRFLDO�FDUH�VHUYLFHV�IRU�GLVDEOHG�SHRSOH�

IRXQG�WKDW�HOLJLELOLW\�FULWHULD�DUH�SURGXFHG�LQ�D�XVHU�IULHQGO\�
IRUPDW����

�
�� 7KH�FRXQFLO�KDV�FRPPLWWHG�D�KLJK�OHYHO�RI�H[SHQGLWXUH�WR�

DGYRFDF\�VHUYLFHV�IRU�SHRSOH�ZLWK�D�OHDUQLQJ�GLVDELOLW\����
�
$UHDV�IRU�LPSURYHPHQW�
�
• 7KH�66,�LQVSHFWLRQ�RI�VRFLDO�FDUH�VHUYLFHV�IRU�GLVDEOHG�SHRSOH�

FRQFOXGHG�WKDW�PRUH�ZRUN�ZDV�UHTXLUHG�WR�XQGHUVWDQG�WKH�
QHHGV�RI�'DUOLQJWRQ¶V�VPDOO�HWKQLF�PLQRULW\�SRSXODWLRQ���7KH�
SHUFHQWDJH�RI�ROGHU�VHUYLFH�XVHUV�IURP�D�EODFN�DQG�HWKQLF�
PLQRULW\�EDFNJURXQG�UHFHLYLQJ�DQ�DVVHVVPHQW�LV�KDOI�WKH�
QXPEHU�WKDW�ZRXOG�EH�H[SHFWHG�LQ�'DUOLQJWRQ����

�
• ������RI�SK\VLFDOO\�GLVDEOHG�DQG�VHQVRU\�LPSDLUHG�VHUYLFH�

XVHUV�UHVSRQGLQJ�WR�D�UHFHQW�VXUYH\�VDLG�WKDW�WKH\�FRXOG�
FRQWDFW�VRFLDO�VHUYLFHV�HDVLO\���7KLV�LV�ORZHU�WKDQ�LQ�VLPLODU�
FRXQFLOV���

�
• $OWKRXJK�WKHUH�LV�D�ZHOO�HVWDEOLVKHG�FRPSODLQWV�SURFHVV��WKH�

UHFHQW�LQVSHFWLRQ�VXJJHVWHG�WKDW�DFFHVV�FRXOG�EH�LPSURYHG�E\�
RIIHULQJ�GLIIHUHQW�IRUPDWV�IRU�WKRVH�VHUYLFH�XVHUV�ZKR�QHHG�
WKHP��DQG�WKDW�VHUYLFH�XVHUV�DQG�FDUH�PDQDJHUV�VKRXOG�EH�
JLYHQ�FRQVLVWHQW�LQIRUPDWLRQ�DERXW�WKH�RXWFRPH�RI�
LQYHVWLJDWLRQV��

�
�
�
�
�
�
�
�
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&DSDFLW\�IRU�LPSURYHPHQW�
�
,PSURYHPHQWV�REVHUYHG�VLQFH�WKH�SUHYLRXV�DQQXDO�UHYLHZ�
�
• 7KH�&DUH�)LUVW�FRPSXWHULVHG�LQIRUPDWLRQ�V\VWHP�ZDV�

LPSOHPHQWHG�LQ�-XQH�������DQG�WKLV�ZLOO�LPSURYH�WKH�FRXQFLO¶V�
DELOLW\�WR�XVH�GDWD�IRU�SODQQLQJ�DQG�PRQLWRULQJ�SXUSRVHV���

�
�� 6WURQJ�SDUWQHUVKLS�ZRUNLQJ�KDV�SURGXFHG�VLJQLILFDQW�FKDQJH�

LQ�WKH�SURYLVLRQ�RI�VHUYLFHV�IRU�ROGHU�SHRSOH��DQG�D�ZLGHU�
UDQJH�RI�FRPPXQLW\�VXSSRUW�VFKHPHV�LV�EHLQJ�LQWURGXFHG���
6WUDWHJLHV�KDYH�EHHQ�VXFFHVVIXOO\�LPSOHPHQWHG�WR�VWDELOLVH�
WKH�UHVLGHQWLDO�FDUH�PDUNHW��DQG�WKH�QXPEHU�RI�GHOD\HG�
WUDQVIHUV�RI�FDUH�KDV�EHHQ�VXEVWDQWLDOO\�UHGXFHG��

�
• 7KH�FDSDFLW\�WR�VXSSRUW�SHRSOH�UHFHLYLQJ�'LUHFW�3D\PHQWV�KDV�

EHHQ�LQFUHDVHG�VR�WKDW�����SHRSOH�FRXOG�QRZ�EH�VXSSRUWHG��
�
• 7KH�LQVSHFWLRQ�RI�VRFLDO�FDUH�VHUYLFHV�IRU�GLVDEOHG�SHRSOH��

IRXQG�WKDW�VWDII�ZHUH�UHJXODUO\�VXSHUYLVHG�DQG�DSSUDLVHG��DQG�
WKH\�IHOW�ZHOO�VXSSRUWHG���6HUYLFH�XVHUV�DUH�LQYROYHG�LQ�
GHOLYHULQJ�WUDLQLQJ�WR�VWDII���

�
• $�VWUDWHJ\�WR�UHGXFH�WKH�KLJK�OHYHO�RI�ORQJ�WHUP�VLFNQHVV�

DEVHQFH�KDV�EHHQ�VXFFHVVIXOO\�LPSOHPHQWHG��DQG�WKH�FRXQFLO�
LV�QRZ�FRQFHQWUDWLQJ�RQ�UHGXFLQJ�IUHTXHQW�VKRUW�WHUP�VLFNQHVV�
DEVHQFH������

�
$UHDV�IRU�LPSURYHPHQW�
�
• 7KH�LQVSHFWLRQ�RI�VRFLDO�FDUH�VHUYLFHV�IRU�GLVDEOHG�SHRSOH�

FRQFOXGHG�WKDW�WKH�ZRUNIRUFH�SODQ��SURGXFHG�LQ�������QHHGHG�
WR�EH�UHYLHZHG�LQ�RUGHU�WR�UHIOHFW�WKH�FXUUHQW�RUJDQLVDWLRQDO�
VWUXFWXUH�DQG�IXWXUH�KXPDQ�UHVRXUFH�LQWHQWLRQV���

�
• 7KH�FRXQFLO¶V�GHOLYHU\�DQG�LPSURYHPHQW�VWDWHPHQW�FRQWDLQHG�

DQ�HUURU�DERXW�VWDII�WXUQRYHU��ZKLFK�ZDV�UHSRUWHG�DV�����
DFURVV�VRFLDO�VHUYLFHV���7KLV�FRUUHFW�LQIRUPDWLRQ�ZDV�LGHQWLILHG�
DQG�DJUHHG�DW�WKH�DQQXDO�UHYLHZ�PHHWLQJ�DV�������LQ�DGXOW�
DQG�ROGHU�SHRSOH¶V�VHUYLFHV���7KLV�HUURU�DURVH�EHFDXVH�WKH�
'LUHFWRU�KDV�D�SRUWIROLR�RI�UHVSRQVLELOLWLHV�EURDGHU�WKDQ�6RFLDO�
6HUYLFHV�DORQH��DQG�RWKHU�DFWLYLW\�KDG�EHHQ�LQFOXGHG�LQ�WKH�
ILJXUH���,W�LV�UHSRUWHG�WKDW�WKH�V\VWHPV�IRU�UHFRUGLQJ�DQG�
PRQLWRULQJ�ZRUNIRUFH�LQIRUPDWLRQ�KDYH�QRZ�EHHQ�DPHQGHG���

�
/LQGD�5RELQVRQ�
%XVLQHVV�5HODWLRQVKLS�0DQDJHU��
���$XJXVW������
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