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(ABSTRACT) 

The purpose of this study is to investigate franchisee turnover practice and 

empirically test the relationship between franchisee satisfaction and turnover behavior. 

A total of 402 franchisees of a quick service franchise system were surveyed by using 

two sets of structured questionnaires. Sixty-seven current and 24 terminated franchisee 

participated in the study, yielding a response rate of 29.8%. Based on the objective and 

research questions, two hypotheses were established and tested. 

The testing of the hypotheses indicated a significant difference between the 

satisfaction of terminated and current franchisees on service support, social interaction, 

and general satisfaction. Also, there is a relationship between franchisee’s satisfaction 

and his or her future intention. Through factor analysis two critical factors were 

identified closely related to the satisfaction and future intention of current and 

terminated franchisees.
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CHAPTER ONE 

INTRODUCTION



BACKGROUND 

It is hard to deny the fact that franchising contributed a great deal to the growth 

of U. S. economy after World War II. The Future of Franchising (1985), a study 

commissioned by the International Franchise Association and conducted by the Nasbitt 

Group forecasted that franchise sales will account for half of all retail sales in the United 

State by the year 2000. In 1990, sales of goods and services by all types of restaurant 

franchising companies was estimated to have reached over $64 billion. The International 

Franchise Association Franchising in the Economy 1989-1991 study projected that 

franchising growth rate is expected to slow down due to market saturation, especially 

for the large multi-unit chains. The franchising concept of running a business has 

reached maturity stage as sales volume and number of outlet experience a slow down in 

growth. Nevertheless, with a good track record of growth, franchising today is viewed 

as an expansion and investment tool by both franchisors and franchisees. Both entities 

have gained knowledge and experience; and have become more sophisticated especially 

in their negotiation skills and power. 

In recent years, quick service franchise companies have faced enormous pressure, 

externally and internally because of the intense competition. In reaction to these 

pressures, several operational changes were made which have an impact on external 

suppliers, customers, competitors, as well as the franchisees within the franchise 

systems. At the same time, they have strengthened their competitive position by 

segmentation and expansion through mergers, acquisitions, selling more franchise 

agreements, as well as finding untraditional distributive locations. The cost of staying 

competitive, however, is high. To the franchisors, renovation, upgrading, and even



cancellations of obsolete units or markets are strategically inevitable. Often franchisees 

are required to follow the system and swallow the cost. When these operational changes 

take place, the relationship between franchisor and franchisee undergoes changes and 

challenges. 

During the past few years, many restaurant franchisor-franchisee disputes have 

been reported. Legally, the franchisor and franchisee relationship is defined upon 

commencement of the franchise contract. Legal problems occur when dispute cannot be 

solved. Legal problems confronting franchising fall into three major categories: the 

disclosure problem, the tying problem, and the termination problem (Diamond, 1969). 

The Trade Regulation Rule of Federal Trade Commission and state franchise laws on 

registration and disclosure seek to remedy the “disclosure problems,” and the “tying 

problems” would fall under the rulings of antitrust law. Though “termination 

problems” have been the focus of franchise relationship regulation addressed by each 

state, Selden (1990) suggested that many need clearer and more up-to-date provisions to 

reflect today’s changing franchise operating environment. However, problems exists 

prior to any legal dispute. 

PROBLEM STATEMENT 

Today, in spite of increased awareness of potential pitfalls in franchising, it is not 

unusual to see frictions occur among franchisors and franchisees, especially during 

difficult times. At the end of the 1980s, many prominent franchise organizations have 

unavoidably encountered these problems. These franchise organizations include



Kentucky Fried Chicken, Popeyes, TCBY, Shoney's Bar-B-Q, Burger King, Bonanza, 

Pizza Hut, Little Caesar, and Arby's. As the competitive business environment forces 

franchisors to strengthen their operations, renovations and further investments are often 

inevitable to the franchisees. Slackening sales and poorly operated units face 

cancellation or termination. When franchise contracts expire, franchisees are often 

forced to make a decision between more capital investment and non-renewal of the 

contract. The root of these problems may deal with control and autonomy and mere 

contract disagreement, but years of relationship may be destroyed through the franchise 

termination or non-renewal process. Many ended up in courts resulting in suits and 

counter-suits. 

In 1988, of the 63,040 franchised restaurant units, 1,373 restaurant franchise 

agreements were up for renewal, 1,185 or 86.3% were approved by mutual agreement; of 

the 188 not renewed, 77 were proposed by the franchisees, 39 by the franchisors, and 72 

by mutual agreement. In addition, 630 contracts were terminated by the franchisors and 

797 contracts terminated by the franchisees prior to the term date (Franchising in the 

Economy 1988-1990). The report provided reasons for only 630 cases in which franchisor 

terminated the contract: 324 cases were due to financial default, and 100 cases were due 

to quality control violation. The remaining 206 had listed “other” as the reason (Table 1). 

Still, there were 797 cases of termination by the franchisee which were left unexplained. 

The non-renewed and terminated franchise agreements together accounted for 1,615 

cases of ceased franchisor-franchisee relationships. 

  

1 Fora thorough review, see “Franchising suddenly a tug-of-war,” in Nation's Restaurant News, 
January 14, 1991.



Table 1. 1988 Franchise Renewals 

  

  

                

  

  

  

            

Not renewed 
Eligible for | Renewed | Not renewed | Not renewed | by mutual 
Renewal by franchisor | by franchisee | agreement 

Franchise | 1373 1185 39 77 72 
Renewals 

1988 Franchise Terminations 

Terminations Reasons for Termination by Franchisor 

- Quality 
by by finan & ae Control Other 

Franchisor | Franchisee Violations 

Terminations 630 797 324 100 206 

Source: Franchising in the Economy 1988-1990    



The end of franchisor and franchisee relationships have several implications at 

both the individual and organizational level. The magnitude of potential threats of these 

1,615 ceased contract agreements can be detrimental to the remaining franchise 

operation as well as franchisor and franchisee relationships. It is possible for franchisor 

to revive an average franchise system by getting rid of the poorly performed franchisee - 

owned units. On the other hand, these cases could be warning signs signaling problems 

within the system. The consequences, however, are yet to be explored. This study will 

take an exploratory stance in pursuing a better understanding of this subject. 

THEORETICAL UNDERPINNINGS 

The theoretical underpinning takes the following three perspectives in examining 

the franchisor-franchisee relationship: 

Human Resource Perspective 

Turnover has received enormous amount of attention by the behavioral, social, 

and management researchers as well as personnel practitioners. The consequences of 

turnover in an organization have implications at both the individual level and the 

organizational level (Baysinger and Mobley, 1983; Mobley, 1982). Researchers from 

different disciplines take different perspectives of the turnover phenomenon. Empirical 

studies in the past have focused on how to predict individual turnover. However, in 

recent years more attention have been given to the development of a conceptual model



of individual voluntary turnover (Baysinger and Mobley, 1983). A prominent variable of 

these models is an “affective response to the present job.” Many studies support the 

relationship between “affective reactions to the job” and turnover (Parasuraman, 1982; 

Mobley, Griffeth, Hand, and Meglino, 1979; Price, 1977; Porter and Steer, 1973). 

Researchers have studied this “affective response to the job” mostly in the context of 

satisfaction (Mobley et al., 1979; Price, 1977). Specifically, these empirical studies 

indicated a negative relationship between satisfaction and turnover. 

Consumer Marketing Perspective 

Since franchisor and franchisee relationship involves a great amount of monetary 

commitment and dedication from both sides, one could almost identify franchisee and 

franchisor as buyer and seller, or consumer and marketer. It is also reasonable to study 

the relationship from a consumer marketing perspective. Consumers after purchasing a 

certain product/service will experience some level of satisfaction or dissatisfaction 

(Kotler, 1988). This may lead to different after purchase behaviors. Day and Landon 

(1977) proposed a wide range of post dissatisfaction alternatives (Figure 1). The 

marketer's job does not end when the product is bought but continues into the post 

purchase period. This is especially true for business format franchising. In the franchise 

setting, the franchisee is the consumer and the franchisor is the marketer. The franchisor 

puts together a business package and markets toward potential buyers, who eventually 

may become his franchisees. A satisfied franchisee is more likely to feel good about the 

relationship. A good relationship will likely lead to a more efficient system thereby 

securing both parties’ goals (Frazier, 1983). On the contrary, a dissatisfied franchisee 

may choose to withdraw or take legal actions against the franchisor and the system.



Satisfaction, therefore, becomes a key determinant of the relationship between the 

franchisor and the franchisees. 

Channel of Distribution Perspective 

The franchisor and franchisee relationship relate to the continuing relationship 

after the commencement of the contract . It is considered vital and critical facet of any 

franchised business (Justice and Judd, 1989; Vaughn, 1974). Based on the product life 

cycle, Justice and Judd (1989) identified four phases of the franchising relationship: 

Introduction, Growth, Maturity, and Decline/Development. Each stage undergoes 

expectational and performance changes in the overall relationship. Both franchisor and 

franchisee can benefit and improve the relationship by understanding expectations and 

performances of both parties. 

In marketing channel studies, satisfaction is considered a fundamental construct 

in the channel relationship (Robicheaux and El-Ansary, 1975). Frazier (1983) stated that 

when the actual exchange of products, services, and information begins, the role 

performance of the franchisor and the franchisee will determine the actual and perceived 

outcome. The franchisor's performance of the role elements perceived by its franchisees 

will have an important influence on the attainment of their goals. Based on Frazier's 

statement, the more role elements performed by the franchisor that had reached or 

exceeded the expectation level of the franchisees, the more satisfied the franchisee is 

likely to be. A better relationship, as a result of franchisee satisfaction, may help both 

the franchisor and the franchisee in achieving better performance. However, crises may 

occur in the presence of unmatched expectations and actual performance. Mayo,



Robicheaux, and Ferrell (1990) suggest that franchisee commitment is positively related 

to overall satisfaction with the franchise relationship and future expansion plan; and 

inversely related to contract disagreements and intentions to terminate the relationship. 

To date, there has been no published study which investigates franchisee 

turnover. Little effort has been made to examine the relationship between franchisee 

satisfaction and turnover. This study aims to explore this subject as well as examine this 

relationship in the context of quick service franchises. 

PURPOSE AND OBJECTIVES 

Franchisee turnover is defined as termination prior to contract term date or non- 

renewal in this study. It was considered significant because it represents the final stage 

of a franchisor-franchisee relationship. Often it may lead to a dysfunctional franchise 

operation, but in most cases it may be the result of a dysfunctional relationship. Several 

research studies focused on the initial stage of franchisor-franchisee relationship, and 

did not include the final stages of the relationship. An investigation of the relationship 

between satisfaction and turnover behavior provides directions for managers and 

researchers to identify operational problems, strengths and weaknesses. It may be 

beneficial in further understanding franchisee's behaviors in the franchise system. This 

may further lead to a better understanding and development of solid foundation and 

policies within a franchise system.
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Conceptual and empirical researches in the past have demonstrated that 

turnover in the organization, be it managers or blue-collar workers, is a complex process. 

Any attempt to explain turnover by one single variable provides a limited and even 

skewed vision of the process. The purpose of this study is to investigate current practice 

of franchisee turnover, and the relationship between franchisee satisfaction and turnover 

behavior. The results which focus on the proposed relationship, do not attempt to 

generalize the whole process of turnover. It does, however, contribute to the body of 

knowledge in organizational turnover and the franchisor-franchisee relationship. 

The objectives of this study can be described as follows 

1. To investigate turnover (termination or non-renewal) practice, and 
identify various turnover reasons in the quick service sector of the 
food service industry. 

2. To identify the relationship between franchisee’s satisfaction and 
turnover behavior. 

OVERVIEW OF RESEARCH DESIGN 

Variables 

The dependent variable in this study is franchisee turnover. The actual turnover 

may occur under two different circumstances: 

1. Franchise contract terminated, either by the franchisor or the 
franchisee, prior to term date. 

2. Franchise contract expired and not renewed, either by the franchisor o1 
the franchisee, at the end of the term date.
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The term “terminated franchisee” will be used throughout the study instead of 

turnover franchisee, due to sample limitation (only terminated franchisees’ names and 

addresses were obtained). Turnover behavior is operationalized by gathering 

information on franchisee’s future intention of his or her participation in the franchise 

business. 

The independent variable in this study is franchisee's satisfaction toward the 

franchise system. Franchisee's satisfaction level towards their franchisee system is 

operationalized by using a multi-dimensional satisfaction measurements adopted from 

Mayo et al. (1990), Schul, Little, and Pride (1985), Knight (1984), and Ruekert and 

Churchill (1984). 

Sample 

Two sets of survey questionnaires were sent to current franchisees and 

terminated franchisees. The mailing lists of these franchisees were selected from the 

Uniform Franchise Offering Circular (UFOC) offered by a selected quick service 

franchise restaurant company. This franchise company was selected since it is a well 

established quick service franchise with more than 5,000 units. Unfortunately, this list 

contains only terminated and current franchisees and did not list franchisees that did not 

renew the franchise agreements. As a result, the sample includes all the terminated 

franchisees (201) and a matching number of randomly selected current franchisees 

within this franchise system.
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CONTRIBUTIONS OF THE STUDY 

By accomplishing the two abovementioned objectives, this study provides: 

1. a definition and an investigation of franchisee turnover, 

2. a further understanding of franchisee turnover behavior, 

3. the examination of a hypothesized relationship between franchisee 
satisfaction and turnover behavior, and 

4. a contribution to the body of knowledge and literature in the 
hospitality franchising area. 

SUMMARY 

This chapter presented an overview of the proposed research. As the franchise 

venture reaches a mature stage, the relationship between franchisor and franchisee 

undergoes changes as well. Lack of research efforts in many areas of franchising 

especially in the area of termination is described. It is implied that a good relationship 

between the franchisor and franchisee supports a franchise system and its performance. 

The theoretical underpinnings focuses on the human resource, consumer marketing, and 

channel of distribution perspectives in explaining the franchisor and franchisee 

relationship. 

The objective of the study is to examine the relationship between the franchisor 

and franchisees as well as the influence it has on the turnover behaviors. The franchisor-
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franchisee relationship is studied in the context of franchisee’s satisfaction toward the 

franchise system at a multidimensional level. Eventually, this study will contribute to 

the body of knowledge and literature in the area of hospitality franchising.
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 ��R�u�l�e�. �� �T�h�e� �F�T�C� �R�u�l�e� �r�e�q�u�i�r�e�s� �t�h�a�t� �e�v�e�r�y� �f�r�a�n�c�h�i�s�o�r� �o�f�f�e�r�i�n�g� �f�r�a�n�c�h�i�s�e�s� �i�n� �t�h�e� �U�n�i�t�e�d� 

�S�t�a�t�e�s� �s�h�o�u�l�d� �h�a�v�e� �a� �d�i�s�c�l�o�s�u�r�e� �s�t�a�t�e�m�e�n�t� �r�e�a�d�y� �t�o� �o�f�f�e�r� �t�h�e� �p�r�o�s�p�e�c�t�i�v�e� �f�r�a�n�c�h�i�s�e�e� �a�t� �t�h�e� 

�a�p�p�r�o�p�r�i�a�t�e� �t�i�m�e�.� �T�h�e� �U�n�i�f�o�r�m� �F�r�a�n�c�h�i�s�e� �O�f�f�e�r�i�n�g� �C�i�r�c�u�l�a�r� �(�U�F�O�C�)� �i�s� �d�e�v�e�l�o�p�e�d� �a�s� �a� 

�m�u�l�t�i�-�s�t�a�t�e� �d�o�c�u�m�e�n�t� �u�n�d�e�r� �t�h�e� �j�u�r�i�s�d�i�c�t�i�o�n� �o�f� �t�h�e� �N�o�r�t�h� �A�m�e�r�i�c�a�n� �S�e�c�u�r�i�t�i�e�s� 

�A�d�m�i�n�i�s�t�r�a�t�o�r�s� �A�s�s�o�c�i�a�t�i�o�n�.� �I�t� �e�n�c�u�m�b�e�r�s� �2�3� �s�e�p�a�r�a�t�e� �a�r�e�a�s� �o�f� �d�i�s�c�l�o�s�u�r�e� �i�n�f�o�r�m�a�t�i�o�n� 

�t�h�a�t� �a� �f�r�a�n�c�h�i�s�o�r� �m�u�s�t� �m�a�k�e� �a�v�a�i�l�a�b�l�e� �t�o� �i�t�s� �p�e�r�s�p�e�c�t�i�v�e� �f�r�a�n�c�h�i�s�e�e�s�.� �I�n� �a�d�d�i�t�i�o�n� �t�o� �t�h�e� 

�r�e�q�u�i�r�e�m�e�n�t� �o�f� �U�F�O�C�,� �m�a�n�y� �s�t�a�t�e�s� �a�l�s�o� �r�e�q�u�i�r�e� �r�e�g�i�s�t�r�a�t�i�o�n� �o�f� �t�h�e� �U�F�O�C�.� 

�A�c�c�o�r�d�i�n�g� �t�o� �D�i�a�m�o�n�d� �(�1�9�6�9�)�,� �l�e�g�a�l� �p�r�o�b�l�e�m�s� �c�o�n�f�r�o�n�t�i�n�g� �f�r�a�n�c�h�i�s�i�n�g� �n�o�r�m�a�l�l�y� 

�f�a�l�l� �i�n�t�o� �t�h�r�e�e� �m�a�j�o�r� �c�a�t�e�g�o�r�i�e�s�:� 

�1�)� �t�h�e� �d�i�s�c�l�o�s�u�r�e� �p�r�o�b�l�e�m�:� �m�i�s�r�e�p�r�e�s�e�n�t�a�t�i�o�n� �b�y� �f�r�a�n�c�h�i�s�o�r�s� �t�o� �p�o�t�e�n�t�i�a�l� 
�f�r�a�n�c�h�i�s�e�e�s� �a�b�o�u�t� �t�h�e� �o�p�e�r�a�t�i�o�n� �o�f� �t�h�e� �f�r�a�n�c�h�i�s�e�,� 

�2�)� �t�h�e� �t�y�i�n�g� �p�r�o�b�l�e�m�:� �r�e�s�t�r�i�c�t�i�o�n�s� �b�y� �f�r�a�n�c�h�i�s�o�r�s� �o�n� �t�h�e� �s�o�u�r�c�e� �o�f� �s�u�p�p�l�i�e�s� 
�o�f� �s�e�r�v�i�c�e�s� �p�u�r�c�h�a�s�e�d� �b�y� �t�h�e�i�r� �f�r�a�n�c�h�i�s�e�e�s�,� �a�n�d� 

�3�)� �t�h�e� �t�e�r�m�i�n�a�t�i�o�n� �p�r�o�b�l�e�m�:� �t�e�r�m�i�n�a�t�i�o�n� �p�r�o�v�i�s�i�o�n�s� �i�n� �t�h�e� �f�r�a�n�c�h�i�s�e� �a�g�r�e�e�-� 
�m�e�n�t�.� 

�T�h�e� �F�T�C� �R�u�l�e� �a�n�d� �s�t�a�t�e� �f�r�a�n�c�h�i�s�e� �l�a�w� �o�n� �r�e�g�i�s�t�r�a�t�i�o�n� �a�n�d� �d�i�s�c�l�o�s�u�r�e� �s�e�e�k� �t�o� 

�r�e�m�e�d�y� �t�h�e�  ��d�i�s�c�l�o�s�u�r�e� �p�r�o�b�l�e�m�s�. �� �T�h�e�  ��t�y�i�n�g� �p�r�o�b�l�e�m �� �w�o�u�l�d� �f�a�l�l� �u�n�d�e�r� �t�h�e� �r�u�l�i�n�g�s� �o�f� 

�a�n�t�i�t�r�u�s�t� �l�a�w�.� �A�n� �i�n�f�a�m�o�u�s� �e�x�a�m�p�l�e� �o�f� �i�t�s� �k�i�n�d� �i�s� �t�h�e� �1�9�7�1� �C�h�i�c�k�e�n� �D�e�l�i�g�h�t� �c�a�s�e�,� �i�n� 

�w�h�i�c�h� �C�h�i�c�k�e�n� �D�e�l�i�g�h�t� �r�e�q�u�i�r�e�d� �i�t�s� �f�r�a�n�c�h�i�s�e�e�s� �t�o� �p�u�r�c�h�a�s�e� �p�r�o�d�u�c�t�s� �f�r�o�m� �t�h�e� 

�f�r�a�n�c�h�i�s�o�r�,� �a�t� �a� �r�e�l�a�t�i�v�e�l�y� �h�i�g�h�e�r� �p�r�i�c�e� �t�h�a�n� �t�h�a�t� �o�f� �o�t�h�e�r� �a�v�a�i�l�a�b�l�e� �a�l�t�e�r�n�a�t�e� �s�o�u�r�c�e�s�.� 

�A�l�t�h�o�u�g�h� �t�h�e�  ��t�e�r�m�i�n�a�t�i�o�n� �p�r�o�b�l�e�m �� �h�a�s� �b�e�e�n� �t�h�e� �f�o�c�u�s� �o�f� �f�r�a�n�c�h�i�s�e� �r�e�l�a�t�i�o�n�s�h�i�p� 

�r�e�g�u�l�a�t�i�o�n� �b�y� �e�a�c�h� �s�t�a�t�e�,� �S�e�l�d�e�n� �(�1�9�9�0�)� �s�u�g�g�e�s�t�e�d� �t�h�a�t� �m�a�n�y� �n�e�e�d� �c�l�e�a�r�e�r� �a�n�d� �m�o�r�e� �u�p�-� 

�t�o�-�d�a�t�e� �p�r�o�v�i�s�i�o�n�s� �t�o� �r�e�f�l�e�c�t� �t�o�d�a�y ��s� �c�h�a�n�g�i�n�g� �f�r�a�n�c�h�i�s�e� �o�p�e�r�a�t�i�n�g� �e�n�v�i�r�o�n�m�e�n�t�.



�1�8� 

�F�r�a�n�c�h�i�s�e� �R�e�l�a�t�i�o�n�s�h�i�p� �R�e�g�u�l�a�t�i�o�n� 

�T�h�e� �f�r�a�n�c�h�i�s�e� �c�o�n�t�r�a�c�t� �a�g�r�e�e�m�e�n�t� �d�e�f�i�n�e�s� �t�h�e� �r�e�l�a�t�i�o�n�s�h�i�p� �o�f� �t�h�e� �f�r�a�n�c�h�i�s�o�r� �a�n�d� 

�h�i�s� �f�r�a�n�c�h�i�s�e�e�s�.� �I�d�e�a�l�l�y� �a� �f�r�a�n�c�h�i�s�e� �a�g�r�e�e�m�e�n�t� �s�h�o�u�l�d� �c�o�n�s�i�d�e�r� �t�h�e� �i�n�t�e�r�e�s�t�s� �o�f� �b�o�t�h� �t�h�e� 

�f�r�a�n�c�h�i�s�o�r� �a�n�d� �t�h�e� �f�r�a�n�c�h�i�s�e�e�.� �H�o�w�e�v�e�r�,� �f�r�a�n�c�h�i�s�i�n�g� �c�o�n�t�r�a�c�t�s� �a�r�e� �g�e�n�e�r�a�l�l�y� �p�r�e�p�a�r�e�d� �b�y� 

�t�h�e� �f�r�a�n�c�h�i�s�o�r�.� �I�t� �i�s� �n�o�t� �s�u�r�p�r�i�s�i�n�g� �i�f� �t�h�e�s�e� �c�o�n�t�r�a�c�t�s� �p�u�t� �t�h�e� �f�r�a�n�c�h�i�s�o�r� �i�n� �a� �m�o�r�e� 

�d�o�m�i�n�a�n�t� �p�o�s�i�t�i�o�n� �e�c�o�n�o�m�i�c�a�l�l�y� �a�n�d� �l�e�g�a�l�l�y�.� �T�h�i�s� �p�o�s�e�s� �p�o�t�e�n�t�i�a�l� �f�r�i�c�t�i�o�n� �b�e�t�w�e�e�n� �t�h�e� 

�f�r�a�n�c�h�i�s�o�r� �a�n�d� �h�i�s� �f�r�a�n�c�h�i�s�e�e�s�.� �J�u�s�t�i�c�e� �a�n�d� �J�u�d�d� �(�1�9�8�9�)� �s�u�g�g�e�s�t�e�d� �t�h�a�t� �t�h�e� �m�a�j�o�r� �b�u�s�i�n�e�s�s� 

�p�r�o�b�l�e�m�s� �a�s�s�o�c�i�a�t�e�d� �w�i�t�h� �a� �f�r�a�n�c�h�i�s�e�d� �b�u�s�i�n�e�s�s� �i�s� �n�o�t� �b�u�s�i�n�e�s�s� �f�a�i�l�u�r�e� �b�u�t� �t�e�r�m�i�n�a�t�i�o�n� �o�f� 

�t�h�e� �f�r�a�n�c�h�i�s�i�n�g� �a�g�r�e�e�m�e�n�t� �b�y� �t�h�e� �f�r�a�n�c�h�i�s�o�r�.� �P�r�o�b�l�e�m�s� �a�r�i�s�e� �d�u�e� �t�o� �f�r�a�n�c�h�i�s�o�r�'�s� �r�i�g�h�t� �t�o� 

�t�e�r�m�i�n�a�t�e� �t�h�e� �c�o�n�t�r�a�c�t� �a�g�r�e�e�m�e�n�t� �w�i�t�h�o�u�t� �a�n�y� �d�u�e� �c�a�u�s�e�,� �a�n�d� �t�h�e� �s�h�o�r�t�-�t�e�r�m� �n�a�t�u�r�e� �o�f� 

�t�h�e� �a�g�r�e�e�m�e�n�t�,� �i�n� �w�h�i�c�h� �t�h�e� �r�i�g�h�t� �t�o� �r�e�n�e�w� �i�s� �c�o�n�t�r�o�l�l�e�d� �s�o�l�e�l�y� �b�y� �t�h�e� �f�r�a�n�c�h�i�s�o�r� �(�J�u�s�t�i�c�e� 

�a�n�d� �J�u�d�d�,� �1�9�8�9�)�.� 

�A� �t�y�p�i�c�a�l� �t�e�r�m� �o�f� �f�r�a�n�c�h�i�s�e� �c�o�n�t�r�a�c�t� �c�a�n� �r�a�n�g�e� �f�r�o�m� �f�i�v�e� �t�o� �t�w�e�n�t�y� �y�e�a�r�s�.� �I�t� �m�a�y� 

�b�e� �t�e�r�m�i�n�a�t�e�d� �u�p�o�n� �a� �f�r�a�n�c�h�i�s�o�r�'�s� �w�r�i�t�t�e�n� �n�o�t�i�c�e�.� �F�r�a�n�c�h�i�s�e� �a�g�r�e�e�m�e�n�t� �i�s� �s�u�b�j�e�c�t� �t�o� 

�t�e�r�m�i�n�a�t�i�o�n� �i�f� �t�h�e� �f�r�a�n�c�h�i�s�e�e� �d�e�f�a�u�l�t�s� �i�n� �t�h�e� �p�e�r�f�o�r�m�a�n�c�e� �o�f� �a�n�y� �o�f� �i�t�s� �o�b�l�i�g�a�t�i�o�n�s� �u�n�d�e�r� 

�t�h�e� �f�r�a�n�c�h�i�s�e� �a�g�r�e�e�m�e�n�t� �(�T�a�n�n�e�n�b�a�u�m�,� �1�9�9�0�)�.� �A�c�c�o�r�d�i�n�g� �t�o� �J�u�s�t�i�c�e� �a�n�d� �J�u�d�d� �(�1�9�8�9�)�,� 

�t�h�e�s�e� �m�a�y� �i�n�c�l�u�d�e� �t�h�e� �f�o�l�l�o�w�i�n�g� �e�v�e�n�t�s�:� 

�1�.� �f�a�i�l�u�r�e� �o�f� �t�h�e� �f�r�a�n�c�h�i�s�o�r� �o�r� �f�r�a�n�c�h�i�s�e�e� �t�o� �f�o�l�l�o�w� �c�o�n�t�r�a�c�t� �t�e�r�m�s� �(�s�o�m�e� 
�f�a�i�l�u�r�e� �m�u�s�t� �b�e� �f�o�l�l�o�w�e�d� �b�y� �w�r�i�t�t�e�n� �n�o�t�i�c�e� �f�r�o�m� �t�h�e� �f�r�a�n�c�h�i�s�o�r� �o�r� 
�f�r�a�n�c�h�i�s�e�e� �a�n�d� �a�n� �o�p�p�o�r�t�u�n�i�t�y� �t�o� �r�e�m�e�d�y� �t�h�e� �f�a�i�l�u�r�e�)�,� 

�2�.� �f�a�i�l�u�r�e� �o�f� �t�h�e� �f�r�a�n�c�h�i�s�o�r� �o�r� �f�r�a�n�c�h�i�s�e�e� �t�o� �d�e�v�e�l�o�p� �t�h�e� �f�r�a�n�c�h�i�s�e� �s�y�s�t�e�m� 
�o�r� �t�h�e� �f�r�a�n�c�h�i�s�e� �b�u�s�i�n�e�s�s� �l�o�c�a�t�i�o�n�,� �o�r� �t�o� �o�p�e�n� �f�o�r� �b�u�s�i�n�e�s�s�,� 

�3�.� �m�a�t�e�r�i�a�l� �m�i�s�r�e�p�r�e�s�e�n�t�a�t�i�o�n� �o�f� �f�r�a�n�c�h�i�s�e�e ��s� �a�p�p�l�i�c�a�t�i�o�n�,� 

�4�.� �n�o�n�-�d�e�l�i�v�e�r�y� �o�f� �s�p�e�c�i�f�i�e�d� �i�t�e�m�s� �o�r� �n�o�n�p�a�y�m�e�n�t� �o�f� �f�e�e�s� �o�r� �c�o�s�t�s�,� �i�.�e�.� 
�a�b�a�n�d�o�n�m�e�n�t�,� �t�e�r�m�i�n�a�t�i�o�n� �o�r� �e�x�p�i�r�a�t�i�o�n� �o�f� �s�i�t�e� �l�e�a�s�e�,� �o�r� �i�n�s�o�l�v�e�n�c�y� 
�(�s�u�b�j�e�c�t� �t�o� �r�e�s�t�r�i�c�t�i�o�n�s� �o�n� �t�e�r�m�i�n�a�t�i�o�n� �u�n�d�e�r� �t�h�e� �f�e�d�e�r�a�l� �b�a�n�k�r�u�p�t�c�y� 
�l�a�w�s�)�,



�1�9� 

�5�.� �f�r�a�n�c�h�i�s�e�e� �u�n�d�e�r�-�r�e�p�o�r�t�s� �r�o�y�a�l�t�y� �s�a�l�e�s� �o�f� �t�h�e� �s�t�o�r�e�,� 

�6�.� �u�n�a�u�t�h�o�r�i�z�e�d� �t�r�a�n�s�f�e�r�s�,� 

�7�.� �r�e�l�e�v�a�n�t� �c�r�i�m�i�n�a�l� �c�o�n�v�i�c�t�i�o�n�s�,� 

�8�.� �d�e�a�t�h� �o�r� �d�i�s�a�b�i�l�i�t�y�,� 

�9�.� �t�h�e� �f�r�a�n�c�h�i�s�o�r ��s� �d�e�c�i�s�i�o�n� �t�o� �w�i�t�h�d�r�a�w� �f�r�o�m� �f�r�a�n�c�h�i�s�e�e ��s� �m�a�r�k�e�t� �a�r�e�a�,� 
�a�n�d�/�o�r� 

�1�0�.� �n�o�n�c�o�m�p�l�i�a�n�c�e� �w�i�t�h� �t�h�e� �o�p�e�r�a�t�i�o�n� �m�a�n�u�a�l� �o�r� �s�t�a�n�d�a�r�d�s� �o�f� �f�r�a�n�c�h�i�s�e� 
�p�r�o�c�e�d�u�r�e�.� 

�T�h�e� �f�e�d�e�r�a�l� �g�o�v�e�r�n�m�e�n�t� �h�a�s� �g�i�v�e�n� �s�t�a�t�e�s� �t�h�e� �r�i�g�h�t� �t�o� �l�e�g�i�s�l�a�t�e� �f�r�a�n�c�h�i�s�e� �b�u�s�i�n�e�s�s�.� 

�I�n� �a�d�d�i�t�i�o�n� �t�o� �r�e�q�u�i�r�i�n�g� �r�e�g�i�s�t�r�a�t�i�o�n� �a�n�d� �p�r�e�-�s�e�l�l� �d�i�s�c�l�o�s�u�r�e� �f�o�r� �f�r�a�n�c�h�i�s�e� �o�f�f�e�r�i�n�g�s�,� �m�a�n�y� 

�s�t�a�t�e�s� �h�a�v�e� �e�s�t�a�b�l�i�s�h�e�d� �r�e�g�u�l�a�t�i�o�n�s� �c�o�v�e�r�i�n�g� �t�h�e� �f�r�a�n�c�h�i�s�e� �a�g�r�e�e�m�e�n�t� �a�n�d� �t�h�e� �c�o�n�d�u�c�t� �o�f� 

�t�h�e� �r�e�l�a�t�i�o�n�s�h�i�p� �b�e�t�w�e�e�n� �f�r�a�n�c�h�i�s�o�r� �a�n�d� �f�r�a�n�c�h�i�s�e�e�.� �M�u�c�h� �o�f� �t�h�e� �c�o�n�t�e�n�t� �o�f� �t�h�e�s�e� 

�r�e�g�u�l�a�t�i�o�n�s� �f�o�c�u�s� �o�n� �t�h�e� �e�n�d�i�n�g� �o�f� �t�h�e� �f�r�a�n�c�h�i�s�e� �r�e�l�a�t�i�o�n�s�h�i�p�.� �M�u�c�h� �o�f� �w�h�a�t� �t�h�e�s�e� 

�r�e�g�u�l�a�t�i�o�n�s� �c�o�v�e�r� �i�s� �n�o� �l�o�n�g�e�r� �o�f� �a� �c�o�n�c�e�r�n� �i�n� �m�o�s�t� �s�e�c�t�o�r�s� �o�f� �f�r�a�n�c�h�i�s�i�n�g�,� �a�n�d� �t�h�e�y� �f�a�i�l� �t�o� 

�c�o�v�e�r� �m�a�n�y� �o�f� �t�h�e� �a�r�e�a�s� �t�h�a�t� �a�r�e� �o�f� �e�v�e�n� �m�o�r�e� �i�m�p�o�r�t�a�n�c�e� �t�o� �f�r�a�n�c�h�i�s�e�e�s� �t�o�d�a�y�.� �F�o�r� 

�i�n�s�t�a�n�c�e�,� �S�e�l�d�e�n� �(�1�9�9�0�)� �n�o�t�e�d� �t�h�a�t� �t�h�e� �n�e�e�d� �f�o�r�  ��t�e�r�m�i�n�a�t�i�o�n� �w�i�t�h� �g�o�o�d� �c�a�u�s�e �� �i�s� �n�o� 

�l�o�n�g�e�r� �c�l�e�a�r�,� �b�e�c�a�u�s�e� �a�r�b�i�t�r�a�r�y� �o�r� �a�b�u�s�i�v�e� �t�e�r�m�i�n�a�t�i�o�n�s� �o�f� �b�u�s�i�n�e�s�s� �f�o�r�m�a�t� �f�r�a�n�c�h�i�s�e�s� �a�r�e� 

�v�i�r�t�u�a�l�l�y� �n�o�n�e�x�i�s�t�e�n�t� �t�o�d�a�y�.� �A�c�c�o�r�d�i�n�g� �t�o� �S�e�l�d�e�n� �(�1�9�9�0�)�,� �r�o�u�g�h�l�y� �h�a�l�f� �o�f� �t�h�e� �s�t�a�t�e�s� �h�a�v�e� 

�l�a�w�s� �a�n�d� �r�e�g�u�l�a�t�i�o�n�s� �g�o�v�e�r�n�i�n�g� �t�h�e� �f�r�a�n�c�h�i�s�e� �r�e�l�a�t�i�o�n�s�h�i�p� �i�n� �o�n�e� �f�o�r�m� �o�r� �a�n�o�t�h�e�r�.� �S�o�m�e� 

�s�t�a�t�e�s� �p�r�o�v�i�d�e� �c�o�m�p�r�e�h�e�n�s�i�v�e� �c�o�d�e�s� �o�f� �r�e�g�u�l�a�t�i�o�n�s� �w�h�i�c�h� �m�a�y� �o�u�t�l�i�n�e� �r�e�q�u�i�r�e�m�e�n�t�s� �f�o�r� 

�n�o�t�i�c�e� �t�o� �b�e� �g�i�v�e�n� �t�o� �t�h�e� �f�r�a�n�c�h�i�s�e�e�,� �o�p�p�o�r�t�u�n�i�t�i�e�s� �t�o� �c�o�r�r�e�c�t� �d�e�f�a�u�l�t�(�s�)�,� �a�n�d� �s�t�a�n�d�a�r�d�s� 

�r�e�q�u�i�r�i�n�g� �r�e�p�u�r�c�h�a�s�e� �o�f� �t�e�r�m�i�n�a�t�e�d� �f�r�a�n�c�h�i�s�e� �b�y� �t�h�e� �f�r�a�n�c�h�i�s�o�r�.� �T�h�e� �m�a�j�o�r�i�t�y� �s�t�a�t�e�s�,� 

�h�o�w�e�v�e�r�,� �s�i�m�p�l�y� �p�r�o�h�i�b�i�t� �t�e�r�m�i�n�a�t�i�o�n� �o�f� �f�r�a�n�c�h�i�s�e� �w�i�t�h�o�u�t�  ��g�o�o�d� �c�a�u�s�e�. �� 

�I�n� �a�d�d�i�t�i�o�n� �t�o� �t�h�e� �r�e�n�e�w�a�l� �a�n�d� �t�e�r�m�i�n�a�t�i�o�n� �c�l�a�u�s�e� �s�t�a�t�e�d� �i�n� �t�h�e� �c�o�n�t�r�a�c�t� 

�a�g�r�e�e�m�e�n�t�,� �b�u�y�-�b�a�c�k� �a�g�r�e�e�m�e�n�t� �i�s� �a�n�o�t�h�e�r� �i�m�p�o�r�t�a�n�t� �i�s�s�u�e�.� �W�h�e�n� �n�e�g�o�t�i�a�t�i�n�g� �c�o�n�t�r�a�c�t� 

�r�e�n�e�w�a�l�s�,� �f�r�i�c�t�i�o�n�s� �w�o�u�l�d� �s�u�r�f�a�c�e� �w�h�e�n� �f�r�a�n�c�h�i�s�o�r� �p�o�s�e�s� �t�i�g�h�t�e�r� �a�n�d� �s�t�r�i�c�t�e�r� �t�e�r�m�s� �o�n� �t�h�e



�2�0� 

�f�r�a�n�c�h�i�s�e�e�s� �(�R�u�d�n�i�c�k�,� �1�9�9�1�)�.� �I�n� �m�o�s�t� �o�f� �t�h�e� �c�a�s�e�s�,� �f�r�a�n�c�h�i�s�o�r� �h�a�s� �t�h�e� �s�o�l�e� �r�i�g�h�t� �t�o� �r�e�n�e�w� 

�t�h�e� �f�r�a�n�c�h�i�s�e�e� �a�g�r�e�e�m�e�n�t�.� �O�f�t�e�n� �f�r�a�n�c�h�i�s�e�e�s� �a�r�e� �e�l�i�g�i�b�l�e� �f�o�r� �r�e�n�e�w�a�l� �i�f� �t�h�e�y� �c�o�m�m�i�t� �t�o� 

�r�e�f�u�r�b�i�s�h�i�n�g� �o�r� �r�e�m�o�d�e�l�i�n�g� �t�h�e� �r�e�s�t�a�u�r�a�n�t�.� �I�n� �p�r�a�c�t�i�c�e�,� �f�r�a�n�c�h�i�s�o�r�s �� �r�e�a�s�o�n�s� �f�o�r� �b�u�y�i�n�g� 

�b�a�c�k� �f�r�a�n�c�h�i�s�e�s� �w�e�r�e� �t�o� �r�e�s�e�l�l� �p�o�o�r�l�y� �o�p�e�r�a�t�e�d� �f�r�a�n�c�h�i�s�e�s� �a�n�d� �t�o� �e�l�i�m�i�n�a�t�e� �w�e�a�k� 

�f�r�a�n�c�h�i�s�e�e�s� �(�K�n�i�g�h�t�,� �1�9�8�6�)�.� �I�n� �t�h�e� �c�a�s�e� �o�f� �m�a�s�t�e�r� �f�r�a�n�c�h�i�s�i�n�g�,� �t�h�e�r�e� �a�r�e� �t�w�o� �m�a�j�o�r� �r�e�a�s�o�n�s� 

�f�o�r� �m�a�s�t�e�r� �f�r�a�n�c�h�i�s�o�r� �t�e�r�m�i�n�a�t�i�o�n�:� �f�a�i�l�u�r�e� �t�o� �p�a�y� �r�o�y�a�l�t�y� �f�e�e�s� �a�n�d� �l�a�c�k� �o�f� �u�n�i�t� 

�d�e�v�e�l�o�p�m�e�n�t� �(�J�u�s�t�i�c�e� �a�n�d� �J�u�d�d�,� �1�9�8�6�)�.� �F�r�a�n�c�h�i�s�e�e�s� �m�a�y� �b�e� �f�o�r�c�e�d� �t�o� �t�e�r�m�i�n�a�t�e� �o�r� �s�e�l�l� 

�t�h�e�i�r� �f�r�a�n�c�h�i�s�e� �a�g�r�e�e�m�e�n�t� �a�n�d� �e�n�d� �t�h�e� �r�e�l�a�t�i�o�n�s�h�i�p� �w�i�t�h� �t�h�e� �f�r�a�n�c�h�i�s�e� �s�y�s�t�e�m� �d�u�e� �t�o� �s�o�f�t� 

�s�a�l�e�s� �a�n�d� �c�o�m�p�e�t�i�t�i�o�n�.� 

�F�R�A�N�C�H�I�S�O�R� �A�N�D� �F�R�A�N�C�H�I�S�E�E� �R�E�L�A�T�I�O�N�S�H�I�P� 

�T�h�e� �n�a�t�u�r�e� �o�f� �t�h�e� �r�e�l�a�t�i�o�n�s�h�i�p� �f�o�l�l�o�w�s� �a� �s�i�m�p�l�e� �b�u�t� �i�m�p�o�r�t�a�n�t� �e�c�o�n�o�m�i�c� �r�u�l�e�.� �I�n� 

�t�h�e� �e�a�r�l�y� �d�e�v�e�l�o�p�m�e�n�t� �o�f� �e�c�o�n�o�m�i�c� �a�c�t�i�v�i�t�i�e�s�,� �e�a�c�h� �s�i�n�g�l�e� �p�e�r�s�o�n� �o�r� �h�o�u�s�e�h�o�l�d� �c�a�n�n�o�t� 

�p�r�o�d�u�c�e� �o�r� �a�l�l�o�c�a�t�e� �a�l�l� �t�h�e� �g�o�o�d�s� �n�e�e�d�e�d� �f�o�r� �l�i�v�i�n�g�,� �t�h�e�r�e�f�o�r�e� �t�h�e�y� �e�x�c�h�a�n�g�e� �w�i�t�h� �e�a�c�h� 

�o�t�h�e�r�.� �A�s�a� �r�e�s�u�l�t� �o�f� �t�h�e� �e�x�c�h�a�n�g�e�,� �n�e�e�d�s� �w�e�r�e� �g�r�a�t�i�f�i�e�d� �a�n�d� �f�u�l�f�i�l�l�e�d�.� �T�h�i�s� �i�s� �a�l�s�o� �t�r�u�e� �i�n� 

�t�h�e� �r�e�l�a�t�i�o�n�s�h�i�p� �b�e�t�w�e�e�n� �t�h�e� �f�r�a�n�c�h�i�s�o�r� �a�n�d� �i�t�s� �f�r�a�n�c�h�i�s�e�e�s�.� �T�h�e� �s�t�r�u�c�t�u�r�e� �o�f� �f�r�a�n�c�h�i�s�o�r� 

�a�n�d� �f�r�a�n�c�h�i�s�e�e� �r�e�l�a�t�i�o�n�s�h�i�p� �i�s� �b�a�s�e�d� �o�n� �t�h�e� �i�n�t�e�r�-�d�e�p�e�n�d�e�n�c�e� �o�f� �b�o�t�h� �e�n�t�i�t�i�e�s�.� �T�h�e� 

�f�r�a�n�c�h�i�s�o�r� �p�r�o�d�u�c�e�s� �p�r�o�d�u�c�t�s�,� �a�d�m�i�n�i�s�t�r�a�t�i�o�n� �s�k�i�l�l�s�,� �a�n�d� �k�n�o�w�-�h�o�w�s�,� �i�n� �e�x�c�h�a�n�g�e� �f�o�r� �t�h�e� 

�c�a�p�i�t�a�l� �a�n�d� �h�u�m�a�n� �r�e�s�o�u�r�c�e�s� �p�r�o�v�i�d�e�d� �b�y� �t�h�e� �f�r�a�n�c�h�i�s�e�e�s� �f�o�r� �g�r�o�w�t�h� �a�n�d� �e�x�p�a�n�s�i�o�n�.� �T�h�e� 

�f�r�a�n�c�h�i�s�e�e� �e�x�c�h�a�n�g�e�s� �h�i�s� �c�a�p�i�t�a�l� �i�n�v�e�s�t�m�e�n�t� �a�n�d� �d�e�d�i�c�a�t�i�o�n� �t�o� �t�h�e� �b�u�s�i�n�e�s�s� �o�p�e�r�a�t�i�o�n� �i�n� 

�r�e�t�u�r�n� �f�o�r� �a� �b�e�t�t�e�r� �c�h�a�n�c�e� �o�f� �s�u�c�c�e�s�s� �a�n�d� �a� �m�e�m�b�e�r�s�h�i�p� �o�f� �a� �p�o�o�l� �o�f� �r�e�s�o�u�r�c�e�s� �a�n�d� 

�s�u�p�p�o�r�t�s� �h�e� �c�o�u�l�d� �n�o�t� �h�a�v�e� �h�a�d� �i�n� �a�n� �o�t�h�e�r�w�i�s�e� �i�n�d�i�v�i�d�u�a�l� �b�u�s�i�n�e�s�s�.� �W�h�e�n� �t�h�e



�2�1� 

�f�r�a�n�c�h�i�s�o�r� �a�n�d� �f�r�a�n�c�h�i�s�e�e� �d�e�c�i�d�e� �t�o� �i�n�i�t�i�a�t�e� �a�n� �e�x�c�h�a�n�g�e� �r�e�l�a�t�i�o�n�s�h�i�p�,� �e�a�c�h� �p�o�s�s�e�s�s�e�s� 

�c�e�r�t�a�i�n� �s�t�r�e�n�g�t�h�s� �a�n�d� �w�e�a�k�n�e�s�s�e�s� �a�n�d� �e�a�c�h� �s�p�e�c�i�a�l�i�z�e�s� �i�n� �c�e�r�t�a�i�n� �f�u�n�c�t�i�o�n�s�.� �T�h�e�y� �w�i�l�l� 

�a�g�r�e�e� �t�o� �p�e�r�f�o�r�m� �c�e�r�t�a�i�n� �t�a�s�k�s� �a�n�d� �h�o�l�d� �c�e�r�t�a�i�n� �r�e�s�p�o�n�s�i�b�i�l�i�t�i�e�s� �t�o� �f�a�c�i�l�i�t�a�t�e� �e�x�c�h�a�n�g�e� �o�f� 

�p�r�o�d�u�c�t�s�,� �s�e�r�v�i�c�e�s�,� �a�n�d� �i�n�f�o�r�m�a�t�i�o�n�.�  ��T�h�i�s� �s�p�e�c�i�a�l�i�z�a�t�i�o�n� �r�e�s�u�l�t�s� �i�n� �a� �s�i�g�n�i�f�i�c�a�n�t� �a�m�o�u�n�t� 

�o�f� �o�p�e�r�a�t�i�o�n�a�l� �i�n�t�e�r�d�e�p�e�n�d�e�n�c�e� �a�m�o�n�g� �c�h�a�n�n�e�l� �m�e�m�b�e�r�s �� �(�S�t�e�r�n� �&� �E�l�-�A�n�s�a�r�y�,� �1�9�8�8�)�.� 

�S�p�e�c�i�f�i�c�a�l�l�y�,� �f�r�a�n�c�h�i�s�o�r� �a�n�d� �f�r�a�n�c�h�i�s�e�e� �r�e�l�a�t�i�o�n�s�h�i�p� �d�e�f�i�n�e�s� �t�h�e� �c�o�n�t�i�n�u�i�n�g� 

�r�e�l�a�t�i�o�n�s�h�i�p� �b�e�t�w�e�e�n� �t�h�e� �t�w�o� �a�f�t�e�r� �t�h�e� �c�o�m�m�e�n�c�e�m�e�n�t� �o�f� �c�o�n�t�r�a�c�t� �.� �I�t� �i�s� �c�o�n�s�i�d�e�r�e�d� �t�h�e� 

�m�o�s�t� �i�m�p�o�r�t�a�n�t� �a�n�d� �c�r�i�t�i�c�a�l� �f�a�c�e�t� �o�f� �t�h�e� �f�r�a�n�c�h�i�s�e�d� �b�u�s�i�n�e�s�s� �(�J�u�s�t�i�c�e� �a�n�d� �J�u�d�d�,� �1�9�8�9�;� 

�V�a�u�g�h�n�,� �1�9�7�4�)�.� �V�a�u�g�h�n� �(�1�9�7�4�)� �p�r�o�v�i�d�e�d� �f�o�u�r� �m�o�s�t� �i�m�p�o�r�t�a�n�t� �w�a�y�s� �o�f� �m�a�i�n�t�a�i�n�i�n�g� �g�o�o�d� 

�r�e�l�a�t�i�o�n�s�h�i�p�:� 

�1�)� �m�o�t�i�v�a�t�e� �f�r�a�n�c�h�i�s�e�e�s� �t�o� �p�e�r�f�o�r�m�a�n�c�e� �a�t� �a� �h�i�g�h� �l�e�v�e�l� �i�n� �t�e�r�m�s� �o�f� �i�n�t�e�r�n�a�l� 
�o�p�e�r�a�t�i�o�n�s� �a�n�d� �o�f� �m�a�r�k�e�t�i�n�g� 

�2�)� �f�a�c�i�l�i�t�a�t�e� �t�h�e� �a�d�o�p�t�i�o�n� �o�f� �n�e�w� �i�d�e�a�s� 

�3�)� �o�b�t�a�i�n� �n�e�w� �i�d�e�a�s� �f�r�o�m� �f�r�a�n�c�h�i�s�e�e�s�,� �a�n�d� 

�4�)� �a�v�o�i�d� �l�e�g�a�l� �p�r�o�b�l�e�m�s� �p�e�r�t�a�i�n�i�n�g� �t�o� �t�h�e� �a�n�t�i�t�r�u�s�t� �t�r�a�d�e�m�a�r�k� �a�n�d� �t�r�a�d�e� 
�n�a�m�e� �r�e�q�u�i�r�e�m�e�n�t�s�.� 

�B�a�s�e�d� �o�n� �t�h�e� �p�r�o�d�u�c�t� �l�i�f�e� �c�y�c�l�e�,� �J�u�s�t�i�c�e� �a�n�d� �J�u�d�d� �(�1�9�8�9�)� �i�d�e�n�t�i�f�i�e�d� �f�o�u�r� �p�h�a�s�e�s� �o�f� 

�f�r�a�n�c�h�i�s�e� �r�e�l�a�t�i�o�n�s�h�i�p�:� �I�n�t�r�o�d�u�c�t�i�o�n�,� �G�r�o�w�t�h�,� �M�a�t�u�r�i�t�y�,� �a�n�d� �D�e�c�l�i�n�e�/�D�e�v�e�l�o�p�m�e�n�t�.� 

�A�c�t�i�v�i�t�i�e�s� �w�h�i�c�h� �d�e�f�i�n�e� �a�n�d� �d�i�s�t�i�n�g�u�i�s�h� �e�a�c�h� �p�h�a�s�e� �a�r�e� �d�e�s�c�r�i�b�e�d� �b�e�l�o�w�:� 

�e� �I�n�t�r�o�d�u�c�t�i�o�n� �p�h�a�s�e�:� �B�o�t�h� �s�i�d�e�s� �e�x�p�r�e�s�s� �t�r�u�s�t�,� �m�u�t�u�a�l� �i�n�t�e�r�d�e�p�e�n�d�e�n�c�e�,� �a�n�d� �a� 

�s�h�a�r�e�d� �d�e�s�i�r�e� �f�o�r� �s�u�c�c�e�s�s� �a�n�d� �p�r�o�f�i�t�a�b�i�l�i�t�y�.� �F�r�a�n�c�h�i�s�e�e� �s�t�a�r�t�s� �w�i�t�h� �e�x�t�r�e�m�e� �o�p�t�i�m�i�s�m�,� 

�o�f�t�e�n� �b�l�i�n�d� �f�a�i�t�h�,� �a�n�d� �e�x�p�e�c�t�a�t�i�o�n� �o�f� �g�r�e�a�t� �s�u�c�c�e�s�s�.� �F�r�a�n�c�h�i�s�o�r� �p�u�t�s� �f�o�r�t�h� �i�t�s� �b�e�s�t� �f�a�c�e�,� 

�w�i�t�h� �a� �v�e�r�y� �p�o�s�i�t�i�v�e� �a�n�d� �f�r�i�e�n�d�l�y� �a�p�p�r�o�a�c�h� �t�o� �t�h�e� �f�r�a�n�c�h�i�s�e�e�,� �a�t� �t�h�e� �s�a�m�e� �t�i�m�e� �m�e�a�s�u�r�i�n�g



�2�2� 

�t�h�e� �q�u�a�l�i�f�i�c�a�t�i�o�n�s� �o�f� �t�h�e� �f�r�a�n�c�h�i�s�e�e� �a�n�d� �e�v�e�n�t�u�a�l�l�y� �s�e�l�l�i�n�g� �t�h�e� �f�r�a�n�c�h�i�s�e�.� �R�a�p�p�o�r�t�,� 

�u�n�d�e�r�s�t�a�n�d�i�n�g�,� �a�n�d� �c�o�n�f�i�d�e�n�c�e� �b�e�t�w�e�e�n� �t�h�e� �f�r�a�n�c�h�i�s�o�r�'�s� �o�r�g�a�n�i�z�a�t�i�o�n� �a�n�d� �t�h�e� �f�r�a�n�c�h�i�s�e�e� 

�d�e�v�e�l�o�p� �a�t� �t�h�i�s� �p�h�a�s�e�.� 

�*� �G�r�o�w�t�h� �p�h�a�s�e�:� �T�h�e� �a�c�t�u�a�l� �r�e�l�a�t�i�o�n�s�h�i�p� �d�e�v�e�l�o�p� �i�n� �t�h�i�s� �p�h�a�s�e� �w�h�e�n� �f�r�a�n�c�h�i�s�e�e� 

�b�e�g�i�n�s� �t�r�a�i�n�i�n�g� �p�r�o�g�r�a�m� �a�n�d� �h�a�s� �g�r�a�n�d� �o�p�e�n�i�n�g� �o�f� �t�h�e� �f�r�a�n�c�h�i�s�e� �.� �A�s�s�i�s�t�a�n�c�e� �a�n�d� �t�h�e� 

�s�u�p�p�o�r�t� �s�y�s�t�e�m� �h�e�l�p� �t�o� �s�o�l�i�d�i�f�y� �t�h�e� �r�e�l�a�t�i�o�n�s�h�i�p�.� �F�i�e�l�d� �r�e�p�r�e�s�e�n�t�a�t�i�v�e�s�,� �n�e�w�s� �l�e�t�t�e�r�s�,� 

�f�r�a�n�c�h�i�s�e�e� �c�l�u�b�s� �h�e�l�p� �t�o� �m�a�i�n�t�a�i�n� �t�h�e� �r�e�l�a�t�i�o�n�s�h�i�p�.� �I�f� �s�u�p�p�o�r�t� �s�y�s�t�e�m� �a�n�d� �t�r�a�i�n�i�n�g� 

�p�r�o�g�r�a�m�s� �f�a�i�l� �o�r� �t�h�e�r�e� �i�s� �a� �b�r�e�a�k� �d�o�w�n� �o�f� �c�o�m�m�u�n�i�c�a�t�i�o�n�,� �t�h�e� �r�e�l�a�t�i�o�n�s�h�i�p� �i�s� �t�h�r�e�a�t�e�n�e�d�.� 

�e� �M�a�t�u�r�i�t�y� �p�h�a�s�e�:� �I�f� �t�h�e� �r�e�l�a�t�i�o�n�s�h�i�p� �r�e�a�c�h�e�s� �t�h�i�s� �s�t�a�g�e�,� �t�h�e� �f�r�a�n�c�h�i�s�o�r� �a�n�d� 

�f�r�a�n�c�h�i�s�e�e� �k�n�o�w� �w�h�a�t� �t�o� �e�x�p�e�c�t� �f�r�o�m� �e�a�c�h� �o�t�h�e�r�.� �M�u�t�u�a�l� �f�r�i�e�n�d�s�h�i�p� �a�n�d� �u�n�d�e�r�s�t�a�n�d�i�n�g� 

�h�a�v�e� �d�e�v�e�l�o�p�e�d�.� �.� �T�h�e� �r�e�l�a�t�i�o�n�s�h�i�p� �r�e�v�o�l�v�e�s� �a�r�o�u�n�d� �t�h�e� �c�o�m�m�u�n�i�c�a�t�i�o�n� �a�n�d� �i�n�t�e�r�a�c�t�i�o�n� 

�b�e�t�w�e�e�n� �t�h�e� �t�w�o�.� �T�h�e� �f�r�a�n�c�h�i�s�e�e�s� �r�e�l�y� �o�n� �t�h�e� �f�r�a�n�c�h�i�s�o�r� �t�o� �p�r�o�v�i�d�e� �u�s�e�f�u�l� �s�u�p�p�o�r�t� 

�s�e�r�v�i�c�e�s�.� �T�h�e� �f�r�a�n�c�h�i�s�o�r� �c�a�n� �e�x�p�e�c�t� �g�o�o�d� �s�a�l�e�s� �v�o�l�u�m�e�s� �a�n�d� �s�t�a�n�d�a�r�d� �p�r�o�d�u�c�t� �a�n�d� 

�s�e�r�v�i�c�e�s� �f�r�o�m� �t�h�e� �f�r�a�n�c�h�i�s�e�e�.� �T�h�e� �h�a�z�a�r�d� �o�f� �t�h�i�s� �s�t�a�g�e� �e�x�i�s�t�s� �w�h�e�n� �f�r�a�n�c�h�i�s�e�e� �d�e�v�a�l�u�e�s� 

�t�h�e� �f�r�a�n�c�h�i�s�o�r�'�s� �c�o�n�t�r�i�b�u�t�i�o�n�.� �W�h�i�l�e� �t�h�e� �f�r�a�n�c�h�i�s�o�r� �c�o�n�t�i�n�u�e�s� �t�o� �s�e�l�l� �n�e�w� �f�r�a�n�c�h�i�s�e�s� �t�o� 

�p�r�o�s�p�e�c�t�i�v�e� �f�r�a�n�c�h�i�s�e�e�s�,� �o�l�d� �f�r�a�n�c�h�i�s�e�e� �m�a�y� �f�e�e�l� �o�r� �a�c�t�u�a�l�l�y� �b�e� �i�g�n�o�r�e�d�.� 

�e� �D�e�c�l�i�n�e�/�D�e�v�e�l�o�p�m�e�n�t� �p�h�a�s�e�:� �O�f�t�e�n�,� �i�f� �b�u�s�i�n�e�s�s� �d�e�c�l�i�n�e�s�,� �t�h�e� �f�r�a�n�c�h�i�s�e�e� �m�a�y� 

�s�e�e�k� �t�e�r�m�i�n�a�t�i�o�n� �o�f� �t�h�e� �c�o�n�t�r�a�c�t�.� �A�l�t�e�r�n�a�t�i�v�e�l�y�,� �t�h�e� �f�r�a�n�c�h�i�s�e�e� �m�a�y� �d�e�v�e�l�o�p� �s�t�r�o�n�g�e�r� 

�r�e�l�a�t�i�o�n�s�h�i�p� �w�i�t�h� �t�h�e� �f�r�a�n�c�h�i�s�o�r� �t�o� �c�o�n�t�i�n�u�e� �t�o� �g�r�o�w� �a�n�d� �p�r�o�s�p�e�r�.� �I�t� �i�s� �c�r�i�t�i�c�a�l� �f�o�r� �t�h�e� 

�f�r�a�n�c�h�i�s�o�r� �t�o� �m�a�i�n�t�a�i�n� �a� �s�t�r�o�n�g� �b�u�s�i�n�e�s�s� �e�n�t�i�t�y� �p�r�o�v�i�d�i�n�g� �c�o�n�t�i�n�u�i�n�g� �s�e�r�v�i�c�e�s� �f�o�r� �a�l�l� 

�f�r�a�n�c�h�i�s�e�e�s�.� �M�o�r�e� �e�f�f�o�r�t� �i�s� �n�e�e�d�e�d� �t�o� �r�e�s�t�o�r�e� �a� �p�o�s�i�t�i�v�e� �r�e�l�a�t�i�o�n�s�h�i�p� �w�i�t�h� �t�h�e� �f�r�a�n�c�h�i�s�e�e�s�.� 

�T�h�e�s�e� �f�o�u�r� �p�h�a�s�e�s� �o�f� �f�r�a�n�c�h�i�s�o�r� �a�n�d� �f�r�a�n�c�h�i�s�e�e� �r�e�l�a�t�i�o�n�s�h�i�p� �i�l�l�u�s�t�r�a�t�e� �h�o�w� 

�f�r�a�n�c�h�i�s�o�r� �a�n�d� �m�o�s�t�l�y� �f�r�a�n�c�h�i�s�e�e�s� �s�e�e�k� �t�o� �m�a�t�c�h� �b�o�t�h� �s�i�d�e�s �� �c�o�m�p�e�t�e�n�c�e� �a�n�d



�2�3� 

�c�o�n�t�r�i�b�u�t�i�o�n� �w�i�t�h� �t�h�e�i�r� �r�e�s�p�e�c�t�i�v�e� �e�x�p�e�c�t�a�t�i�o�n�s�.� �C�r�i�s�e�s� �a�r�e� �p�r�o�n�e� �t�o� �d�e�v�e�l�o�p� �w�h�e�n� 

�e�x�p�e�c�t�a�t�i�o�n�s� �a�r�e� �n�o�t� �m�a�t�c�h�e�d�.� �L�a�c�k� �o�f� �c�o�m�m�u�n�i�c�a�t�i�o�n� �m�a�y� �f�u�r�t�h�e�r� �e�x�a�c�e�r�b�a�t�e� �t�h�e� 

�s�i�t�u�a�t�i�o�n�.� 

�A�s� �t�h�e� �f�o�o�d� �s�e�r�v�i�c�e� �i�n�d�u�s�t�r�y� �i�t�s�e�l�f� �e�x�p�e�r�i�e�n�c�e�s� �t�h�e� �m�a�t�u�r�i�t�y� �s�t�a�g�e� �o�f� �t�h�e� �l�i�f�e� �c�y�c�l�e�,� 

�e�s�p�e�c�i�a�l�l�y� �i�n� �t�h�e� �q�u�i�c�k� �s�e�r�v�i�c�e� �s�e�c�t�o�r�,� �r�e�s�t�a�u�r�a�n�t� �f�r�a�n�c�h�i�s�i�n�g� �i�s� �e�x�p�e�r�i�e�n�c�i�n�g� 

�t�r�a�n�s�f�o�r�m�a�t�i�o�n� �a�s� �w�e�l�l�.� �T�r�a�d�i�t�i�o�n�a�l�l�y�,� �s�i�n�g�l�e�-�u�n�i�t�,�  ��m�o�m�s� �a�n�d� �p�o�p�s �� �o�w�n�e�r�s�h�i�p� �w�e�r�e� 

�t�h�e� �b�a�c�k�b�o�n�e� �o�f� �t�h�e� �r�e�s�t�a�u�r�a�n�t� �i�n�d�u�s�t�r�y�,� �b�u�t� �m�o�r�e� �f�r�a�n�c�h�i�s�o�r�s� �a�r�e� �n�o�w� �l�o�o�k�i�n�g� �f�o�r� 

�e�x�p�e�r�i�e�n�c�e�d� �b�u�y�e�r�s� �w�h�o� �h�a�v�e� �t�h�e� �k�n�o�w�-�h�o�w� �a�n�d� �c�a�p�i�t�a�l� �p�o�t�e�n�t�i�a�l� �t�o� �s�u�r�v�i�v�e� �i�n� �t�h�e� 

�c�o�m�p�e�t�i�t�i�v�e� �a�n�d� �s�a�t�u�r�a�t�e�d� �m�a�r�k�e�t� �(�C�o�p�p�e�s�,� �1�9�9�0�)�.� �F�r�a�n�c�h�i�s�o�r�s� �n�e�e�d� �t�o� �h�a�v�e� �s�o�l�i�d� �a�b�i�l�i�t�y� 

�a�n�d� �p�e�r�f�o�r�m�a�n�c�e� �t�o� �a�c�c�o�m�m�o�d�a�t�e� �t�h�e�s�e� �e�x�p�e�r�i�e�n�c�e�d� �f�r�a�n�c�h�i�s�e�e�s�.� 

�T�h�e� �e�f�f�e�c�t� �o�f� �t�h�e� �t�r�a�n�s�f�o�r�m�a�t�i�o�n� �s�h�i�f�t�s� �b�o�t�h� �t�h�e� �r�o�l�e�s� �o�f� �f�r�a�n�c�h�i�s�o�r� �a�n�d� �f�r�a�n�c�h�i�s�e�e�.� 

�T�h�e� �a�l�i�g�n�m�e�n�t� �o�f� �t�h�e� �p�e�r�c�e�i�v�e�d� �r�o�l�e� �f�r�o�m� �b�o�t�h� �s�i�d�e�s� �b�e�c�o�m�e� �a� �c�r�i�t�i�c�a�l� �p�r�o�c�e�s�s� �t�o�w�a�r�d� 

�s�a�t�i�s�f�y�i�n�g� �r�e�l�a�t�i�o�n�s�h�i�p�.� �F�r�a�z�i�e�r� �(�1�9�8�3�)� �s�t�a�t�e�d� �t�h�a�t� �w�h�e�n� �t�h�e� �a�c�t�u�a�l� �e�x�c�h�a�n�g�e�s� �o�f� �p�r�o�d�u�c�t�s�,� 

�s�e�r�v�i�c�e�s�,� �a�n�d� �i�n�f�o�r�m�a�t�i�o�n� �b�e�g�i�n�,� �t�h�e� �r�o�l�e� �p�e�r�f�o�r�m�a�n�c�e� �o�f� �t�h�e� �f�r�a�n�c�h�i�s�o�r� �a�n�d� �f�r�a�n�c�h�i�s�e�e� 

�w�i�l�l� �d�e�t�e�r�m�i�n�e� �t�h�e� �o�u�t�c�o�m�e�s�,� �b�o�t�h� �a�c�t�u�a�l� �a�n�d� �p�e�r�c�e�i�v�e�d�,� �a�c�h�i�e�v�e�d� �b�y� �t�h�e� �r�e�l�a�t�i�o�n�s�h�i�p�.� 

�T�h�e� �f�r�a�n�c�h�i�s�o�r�'�s� �p�e�r�f�o�r�m�a�n�c�e� �o�f� �t�h�e� �r�o�l�e� �e�l�e�m�e�n�t�s� �p�e�r�c�e�i�v�e�d� �b�y� �i�t�s� �f�r�a�n�c�h�i�s�e�e�s� �w�i�l�l� �h�a�v�e� 

�a�n� �i�m�p�o�r�t�a�n�t� �i�n�f�l�u�e�n�c�e� �o�n� �t�h�e� �a�t�t�a�i�n�m�e�n�t� �o�f� �t�h�e�i�r� �g�o�a�l�s�.� �B�a�s�e�d� �o�n� �F�r�a�z�i�e�r ��s� �s�t�a�t�e�m�e�n�t�,� 

�t�h�e� �m�o�r�e� �r�o�l�e� �e�l�e�m�e�n�t�s� �p�e�r�f�o�r�m�e�d� �b�y� �t�h�e� �f�r�a�n�c�h�i�s�o�r� �t�h�a�t� �h�a�d� �r�e�a�c�h�e�d� �o�r� �e�x�c�e�e�d�e�d� �t�h�e� 

�e�x�p�e�c�t�a�t�i�o�n� �l�e�v�e�l� �o�f� �t�h�e� �f�r�a�n�c�h�i�s�e�e�s�,� �t�h�e� �m�o�r�e� �s�a�t�i�s�f�i�e�d� �t�h�e� �f�r�a�n�c�h�i�s�e�e� �i�s� �l�i�k�e�l�y� �t�o�b�e�.� �A�s�a� 

�r�e�s�u�l�t�,� �a� �b�e�t�t�e�r� �p�e�r�f�o�r�m�a�n�c�e� �i�s� �m�o�r�e� �l�i�k�e�l�y� �t�o� �b�e� �a�c�h�i�e�v�e�d� �b�y� �b�o�t�h�.
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�T�U�R�N�O�V�E�R� 

�F�e�w� �s�u�b�j�e�c�t�s� �h�a�v�e� �r�e�c�e�i�v�e�d� �a�s� �m�u�c�h� �a�t�t�e�n�t�i�o�n� �a�s� �t�u�r�n�o�v�e�r� �b�y� �p�e�r�s�o�n�n�e�l� �d�i�r�e�c�t�o�r�s� 

�a�s� �w�e�l�l� �a�s� �b�e�h�a�v�i�o�r�a�l�,� �s�o�c�i�a�l�,� �a�n�d� �m�a�n�a�g�e�m�e�n�t� �r�e�s�e�a�r�c�h�e�r�s� �(�C�o�t�t�o�n� �a�n�d� �T�u�t�t�l�e�,� �1�9�8�6�;� 

�B�a�y�s�i�n�g�e�r� �a�n�d� �M�o�b�l�e�y�,� �1�9�8�3�;� �M�o�b�l�e�y� �e�t� �a�l�.�,� �1�9�7�9�)�.� �M�u�c�h�i�n�s�k�y� �a�n�d� �M�o�r�r�o�w� �(�1�9�8�0�)� 

�e�s�t�i�m�a�t�e�d� �t�h�a�t� �t�h�e�r�e� �a�r�e� �m�o�r�e� �t�h�a�n� �1�,�5�0�0� �p�u�b�l�i�c�a�t�i�o�n�s� �o�n� �t�h�e� �g�e�n�e�r�a�l� �t�o�p�i�c� �o�f� �t�u�r�n�o�v�e�r� 

�s�i�n�c�e� �t�h�e� �t�u�r�n� �o�f� �t�h�e� �c�e�n�t�u�r�y�.� �P�e�r�h�a�p�s� �t�h�e� �r�e�a�s�o�n� �w�h�y� �t�u�r�n�o�v�e�r� �r�e�c�e�i�v�e�d� �s�o� �m�u�c�h� 

�a�t�t�e�n�t�i�o�n� �i�s� �t�h�e� �m�o�n�e�t�a�r�y� �a�n�d� �i�n�t�r�i�n�s�i�c� �c�o�s�t�s� �a�s�s�o�c�i�a�t�e�d� �w�i�t�h� �t�h�e� �p�r�o�c�e�s�s�.� �I�t� �i�s� �u�n�d�e�r�s�t�o�o�d� 

�t�h�a�t� �o�r�g�a�n�i�z�a�t�i�o�n�s� �p�r�e�f�e�r� �m�i�n�i�m�i�z�e�d� �t�u�r�n�o�v�e�r� �b�e�c�a�u�s�e� �l�o�w�e�r� �t�u�r�n�o�v�e�r� �l�e�a�d�s� �t�o� �h�i�g�h�e�r� 

�l�e�v�e�l�s� �o�f� �o�r�g�a�n�i�z�a�t�i�o�n�a�l� �p�e�r�f�o�r�m�a�n�c�e� �(�M�o�w�d�a�y�,� �S�t�e�e�r�,� �a�n�d� �P�o�r�t�e�r�,� �1�9�7�9�)�.� �H�o�w�e�v�e�r�,� �S�t�a�w� 

�(�1�9�8�0�)� �s�u�g�g�e�s�t�e�d� �t�h�a�t� �i�t� �w�o�u�l�d� �b�e� �s�i�m�p�l�i�s�t�i�c� �t�o� �v�i�e�w� �t�u�r�n�o�v�e�r� �o�n�l�y� �f�r�o�m� �a� �n�e�g�a�t�i�v�e� 

�p�e�r�s�p�e�c�t�i�v�e�.� �W�h�e�n� �t�u�r�n�o�v�e�r� �i�s� �o�p�t�i�m�a�l�,� �t�h�e� �m�o�v�e�m�e�n�t� �o�f� �o�r�g�a�n�i�z�a�t�i�o�n� �m�e�m�b�e�r�s� �m�a�y� �a�s� 

�w�e�l�l� �h�e�l�p� �t�h�e� �o�r�g�a�n�i�z�a�t�i�o�n�s� �b�e�c�o�m�e� �h�e�a�l�t�h�y� �a�n�d� �e�f�f�i�c�i�e�n�t� �(�M�o�b�l�e�y�,� �1�9�8�2�)�.� 

�R�e�s�e�a�r�c�h�e�r�s� �f�r�o�m� �d�i�f�f�e�r�e�n�t� �d�i�s�c�i�p�l�i�n�e�s� �t�a�k�e� �d�i�f�f�e�r�e�n�t� �p�e�r�s�p�e�c�t�i�v�e�s� �t�o� �a�p�p�r�o�a�c�h� �t�h�e� 

�t�u�r�n�o�v�e�r� �p�h�e�n�o�m�e�n�o�n� �(�B�a�y�s�i�n�g�e�r� �a�n�d� �M�o�b�l�e�y�,� �1�9�8�3�;� �D�a�l�t�o�n� �a�n�d� �T�o�d�o�r�,� �1�9�7�9�;� �P�r�i�c�e�,� 

�1�9�7�7�)�.� �A�c�c�o�r�d�i�n�g� �t�o� �B�a�y�s�i�n�g�e�r� �a�n�d� �M�o�b�l�e�y� �(�1�9�8�3�)�,� �t�h�e�r�e� �a�r�e� �t�w�o� �l�e�v�e�l�s� �o�f� �a�n�a�l�y�s�i�s� �i�n� �t�h�e� 

�s�t�u�d�y� �o�f� �t�u�r�n�o�v�e�r�:� �t�h�e� �i�n�d�i�v�i�d�u�a�l� �d�e�c�i�s�i�o�n�-�m�a�k�i�n�g� �l�e�v�e�l�,� �a�n�d� �t�h�e� �a�g�g�r�e�g�a�t�e� 

�o�r�g�a�n�i�z�a�t�i�o�n�a�l� �l�e�v�e�l�.� �A�t� �t�h�e� �i�n�d�i�v�i�d�u�a�l� �l�e�v�e�l� �o�f� �a�n�a�l�y�s�i�s�,� �r�e�s�e�a�r�c�h�e�r�s� �f�o�c�u�s� �o�n� �t�h�e� 

�p�s�y�c�h�o�l�o�g�i�c�a�l� �a�n�d� �b�e�h�a�v�i�o�r�a�l� �a�s�p�e�c�t� �o�f� �a�f�f�e�c�t�i�v�e� �a�n�d� �c�o�g�n�i�t�i�v�e� �p�r�o�c�e�s�s� �o�f� �q�u�i�t�/�s�t�a�y� 

�d�e�c�i�s�i�o�n�.� �E�m�p�i�r�i�c�a�l� �a�p�p�r�o�a�c�h� �a�t� �t�h�i�s� �l�e�v�e�l� �h�a�s� �m�o�v�e�d� �f�r�o�m� �p�r�e�d�i�c�t�i�n�g� �i�n�d�i�v�i�d�u�a�l� 

�t�u�r�n�o�v�e�r� �t�o� �c�o�n�c�e�p�t�u�a�l� �m�o�d�e�l�i�n�g� �o�f� �t�h�e� �p�r�o�c�e�s�s� �o�f� �i�n�d�i�v�i�d�u�a�l� �v�o�l�u�n�t�a�r�y� �t�u�r�n�o�v�e�r� 

�(�B�a�y�s�i�n�g�e�r� �a�n�d� �M�o�b�l�e�y�,� �1�9�8�3�)�.� �A�t� �t�h�e� �m�a�c�r�o�,� �a�g�g�r�e�g�a�t�e� �l�e�v�e�l� �o�f� �t�u�r�n�o�v�e�r� �a�n�a�l�y�s�i�s�,� 

�e�c�o�n�o�m�i�s�t�s� �a�n�d� �h�u�m�a�n� �r�e�s�o�u�r�c�e� �r�e�s�e�a�r�c�h�e�r�s� �s�t�u�d�y� �t�h�e� �r�e�l�a�t�i�o�n�s�h�i�p� �b�e�t�w�e�e�n� �t�u�r�n�o�v�e�r
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�r�a�t�e�s� �a�n�d� �a�g�g�r�e�g�a�t�e� �e�c�o�n�o�m�i�c� �a�c�t�i�v�i�t�y�,� �e�m�p�l�o�y�m�e�n�t� �l�e�v�e�l�s�,� �a�n�d� �v�a�c�a�n�c�y� �l�e�v�e�l�s� �(�M�o�b�l�e�y� 

�e�t� �a�l�.�,� �1�9�7�9�)�.� �P�e�r�h�a�p�s� �B�a�y�s�i�n�g�e�r� �a�n�d� �M�o�b�l�e�y�'�s� �(�1�9�8�3�)� �d�e�s�c�r�i�p�t�i�o�n�s� �b�e�s�t� �d�e�p�i�c�t� �t�h�e� �r�o�l�e� �o�f� 

�t�h�e�s�e� �t�w�o� �l�e�v�e�l�s� �o�f� �a�n�a�l�y�s�i�s�:� 

 ��.�.�.�T�h�e� �f�o�r�m�u�l�a�t�i�o�n� �a�n�d� �i�n�t�e�r�p�r�e�t�a�t�i�o�n� �o�f� �a�g�g�r�e�g�a�t�e�-�l�e�v�e�l� �a�n�a�l�y�s�i�s� �c�a�n�n�o�t� 
�p�r�o�c�e�e�d� �i�n�d�e�p�e�n�d�e�n�t� �o�f� �c�o�n�c�e�p�t�u�a�l� �a�n�d� �e�m�p�i�r�i�c�a�l� �d�e�v�e�l�o�p�m�e�n�t�s� �a�t� �t�h�e� 
�i�n�d�i�v�i�d�u�a�l� �l�e�v�e�l�.� �M�o�r�e�o�v�e�r�,� �i�n�c�r�e�m�e�n�t�a�l� �i�m�p�r�o�v�e�m�e�n�t�s� �i�n� �t�h�e� �p�r�a�c�t�i�c�a�l� 
�v�a�l�u�e� �o�f� �i�n�d�i�v�i�d�u�a�l� �a�n�a�l�y�s�i�s� �o�f� �t�h�e� �t�u�r�n�o�v�e�r� �p�r�o�c�e�s�s� �m�a�y� �b�e�n�e�f�i�t� �f�r�o�m� �t�h�e� 
�g�u�i�d�a�n�c�e� �o�f� �a�n� �o�r�g�a�n�i�z�a�t�i�o�n�a�l� �p�e�r�s�p�e�c�t�i�v�e�. �� 

�D�e�f�i�n�i�t�i�o�n� �o�f� �T�u�r�n�o�v�e�r� 

�P�r�i�c�e� �(�1�9�7�7�)� �d�e�f�i�n�e�d� �t�u�r�n�o�v�e�r� �a�s�  ��t�h�e� �d�e�g�r�e�e� �o�f� �i�n�d�i�v�i�d�u�a�l� �m�o�v�e�m�e�n�t� �a�c�r�o�s�s� �t�h�e� 

�F�f� �m�e�m�b�e�r�s�h�i�p� �b�o�u�n�d�a�r�y� �o�f� �a� �s�o�c�i�a�l� �s�y�s�t�e�m�. �� �T�h�i�s� �i�s� �a� �g�e�n�e�r�i�c� �d�e�s�c�r�i�p�t�i�o�n� �o�f� �t�u�r�n�o�v�e�r� 

�w�h�i�c�h� �i�n�c�l�u�d�e�s� �v�o�l�u�n�t�a�r�y� �a�n�d� �i�n�v�o�l�u�n�t�a�r�y� �t�u�r�n�o�v�e�r�,� �a�n�d� �i�t� �c�o�v�e�r�s� �b�o�t�h� �c�e�s�s�a�t�i�o�n�s� �a�n�d� 

�a�c�c�e�s�s�i�o�n�s� �o�f� �o�r�g�a�n�i�z�a�t�i�o�n� �m�e�m�b�e�r�s�.� �T�h�e�r�e� �a�r�e� �p�r�o�b�l�e�m�s� �a�s�s�o�c�i�a�t�e�d� �w�i�t�h� �P�r�i�c�e�'�s� 

�c�o�n�c�e�p�t�u�a�l� �d�e�f�i�n�i�t�i�o�n�.� �I�t� �d�o�e�s� �n�o�t� �s�p�e�c�i�f�y� �t�h�e� �d�i�r�e�c�t�i�o�n� �a�n�d� �i�n�i�t�i�a�t�o�r� �o�f� �t�h�e� �m�o�v�e�m�e�n�t�.� 

�P�r�i�c�e� �(�1�9�7�7�)� �p�o�i�n�t�e�d� �o�u�t� �v�o�l�u�n�t�a�r�y� �t�u�r�n�o�v�e�r� �i�s� �i�n�d�i�v�i�d�u�a�l� �m�o�v�e�m�e�n�t� �a�c�r�o�s�s� �t�h�e� 

�m�e�m�b�e�r�s�h�i�p� �b�o�u�n�d�a�r�y� �o�f� �a� �s�o�c�i�a�l� �s�y�s�t�e�m� �w�h�i�c�h� �i�s� �i�n�i�t�i�a�t�e�d� �b�y� �t�h�e� �i�n�d�i�v�i�d�u�a�l�;� �a�n�d� 

�i�n�v�o�l�u�n�t�a�r�y� �t�u�r�n�o�v�e�r� �i�s� �t�u�r�n�o�v�e�r� �n�o�t� �i�n�i�t�i�a�t�e�d� �b�y� �t�h�e� �i�n�d�i�v�i�d�u�a�l�.� �M�o�b�l�e�y� �(�1�9�8�2�)�,� 

�h�o�w�e�v�e�r�,� �d�e�f�i�n�e�d� �t�u�r�n�o�v�e�r� �m�o�r�e� �s�p�e�c�i�f�i�c�a�l�l�y� �a�s�  ��t�h�e� �c�e�s�s�a�t�i�o�n� �o�f� �m�e�m�b�e�r�s�h�i�p� �i�n� �a�n� 

�o�r�g�a�n�i�z�a�t�i�o�n� �b�y� �a�n� �i�n�d�i�v�i�d�u�a�l� �w�h�o� �r�e�c�e�i�v�e�d� �m�o�n�e�t�a�r�y� �c�o�m�p�e�n�s�a�t�i�o�n� �f�r�o�m� �t�h�e� 

�o�r�g�a�n�i�z�a�t�i�o�n�. �� �I�n� �h�i�s� �d�e�f�i�n�i�t�i�o�n�,� �M�o�b�l�e�y� �d�e�p�i�c�t�e�d� �t�h�a�t� �t�h�e� �r�e�l�a�t�i�o�n�s�h�i�p� �b�e�t�w�e�e�n� �a�n� 

�i�n�d�i�v�i�d�u�a�l� �a�n�d� �a�n� �o�r�g�a�n�i�z�a�t�i�o�n� �i�s� �b�a�s�e�d� �u�p�o�n� �s�o�m�e� �m�o�n�e�t�a�r�y� �e�x�c�h�a�n�g�e�.� �T�h�e� �c�o�n�t�e�x�t�s� �o�f� 

�m�o�s�t� �t�u�r�n�o�v�e�r� �r�e�s�e�a�r�c�h� �w�o�r�k�s� �h�a�v�e� �f�o�c�u�s�e�d� �o�n� �t�h�e� �v�o�l�u�n�t�a�r�y� �c�e�s�s�a�t�i�o�n� �m�o�v�e�m�e�n�t� �o�f� 

�i�n�d�i�v�i�d�u�a�l� �i�n� �t�h�e� �o�r�g�a�n�i�z�a�t�i�o�n�.� �T�h�i�s� �i�s� �m�o�r�e� �i�n� �l�i�n�e� �w�i�t�h� �M�o�b�l�e�y ��s� �s�t�u�d�i�e�s�.� �M�o�b�l�e�y ��s� 

�d�e�f�i�n�i�t�i�o�n�,� �h�o�w�e�v�e�r�,� �s�p�e�c�i�f�i�e�s� �t�h�e� �m�o�n�e�t�a�r�y� �e�x�c�h�a�n�g�e� �b�e�t�w�e�e�n� �t�h�e� �i�n�d�i�v�i�d�u�a�l� �a�n�d� �t�h�e
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�o�r�g�a�n�i�z�a�t�i�o�n�.� �T�h�i�s� �s�e�t�s� �t�h�e� �l�i�m�i�t� �o�f� �t�u�r�n�o�v�e�r� �p�h�e�n�o�m�e�n�o�n� �w�h�i�c�h� �i�n� �r�e�a�l�i�t�y� �i�s� �a� �p�r�o�c�e�s�s� 

�u�n�i�v�e�r�s�a�l� �t�o� �a�l�l� �o�r�g�a�n�i�z�a�t�i�o�n�s�.� 

�O�n�e� �p�r�o�b�l�e�m� �a�s�s�o�c�i�a�t�e�d� �w�i�t�h� �m�a�n�y� �s�t�u�d�i�e�s� �o�n� �t�u�r�n�o�v�e�r� �i�s� �i�t�s� �u�n�c�l�e�a�r� �d�e�f�i�n�i�t�i�o�n�.� 

�B�l�u�e�d�o�r�n� �(�1�9�7�8�)� �h�a�s� �p�r�o�v�i�d�e�d� �a� �t�a�x�o�n�o�m�y� �o�f� �t�u�r�n�o�v�e�r� �a�s� �a� �s�o�l�u�t�i�o�n� �t�o� �c�l�a�r�i�f�y� �t�h�i�s� 

�d�e�f�i�n�i�t�i�o�n� �p�r�o�b�l�e�m�.� �T�h�e� �t�a�x�o�n�o�m�y� �i�s� �b�a�s�e�d� �o�n� �t�h�e� �c�r�o�s�s�-�c�l�a�s�s�i�f�i�c�a�t�i�o�n� �o�f� �t�w�o� 

�d�i�m�e�n�s�i�o�n�s�:� �1�)� �d�i�r�e�c�t�i�o�n� �o�f� �m�o�v�e�m�e�n�t� �a�c�r�o�s�s� �t�h�e� �o�r�g�a�n�i�z�a�t�i�o�n�'�s� �m�e�m�b�e�r�s�h�i�p� �b�o�u�n�d�a�r�y� �-� 

�i�n� �o�r� �o�u�t�,� �a�n�d� �2�)� �w�h�e�t�h�e�r� �t�h�i�s� �m�o�v�e�m�e�n�t� �i�s� �i�n�i�t�i�a�t�e�d� �b�y� �t�h�e� �m�e�m�b�e�r� �o�r� �n�o�t�.� �A�c�c�o�r�d�i�n�g�l�y�,� 

�f�o�u�r� �t�y�p�e�s� �o�f� �t�u�r�n�o�v�e�r� �s�i�t�u�a�t�i�o�n�s� �a�r�e� �i�d�e�n�t�i�f�i�e�d�:� �v�o�l�u�n�t�a�r�y� �s�e�p�a�r�a�t�i�o�n�s�,� �v�o�l�u�n�t�a�r�y� 

�a�c�c�e�s�s�i�o�n�s�,� �i�n�v�o�l�u�n�t�a�r�y� �s�e�p�a�r�a�t�i�o�n�s�,� �a�n�d� �i�n�v�o�l�u�n�t�a�r�y� �a�c�c�e�s�s�i�o�n�s� �(�B�l�u�e�d�o�r�n�,� �1�9�7�8�)�.� �T�h�i�s� 

�t�a�x�o�n�o�m�y� �p�r�o�v�i�d�e�s� �c�o�n�c�e�p�t�u�a�l� �d�i�s�t�i�n�c�t�i�o�n�s� �o�f� �d�i�f�f�e�r�e�n�t� �t�u�r�n�o�v�e�r� �s�i�t�u�a�t�i�o�n�s� �f�a�c�i�l�i�t�a�t�e� 

�r�e�s�e�a�r�c�h� �p�e�r�t�a�i�n�i�n�g� �t�o� �t�u�r�n�o�v�e�r� �s�t�u�d�i�e�s� �a�n�d� �e�n�c�o�u�r�a�g�e� �m�o�r�e� �t�u�r�n�o�v�e�r� �s�t�u�d�i�e�s� 

�p�a�r�t�i�c�u�l�a�r�l�y� �i�n� �t�h�e� �n�e�g�l�e�c�t�e�d� �a�r�e�a�s�,� �s�u�c�h� �a�s� �i�n�v�o�l�u�n�t�a�r�y� �s�e�p�a�r�a�t�i�o�n�s�.� 

�E�m�p�i�r�i�c�a�l� �s�t�u�d�i�e�s� �i�n� �t�h�e� �p�a�s�t� �h�a�v�e� �f�o�c�u�s�e�d� �o�n� �h�o�w� �t�o� �p�r�e�d�i�c�t� �i�n�d�i�v�i�d�u�a�l� �t�u�r�n�o�v�e�r�.� 

�I�n� �r�e�c�e�n�t� �y�e�a�r�s� �m�o�r�e� �a�t�t�e�n�t�i�o�n� �i�s� �g�i�v�e�n� �t�o� �t�h�e� �d�e�v�e�l�o�p�m�e�n�t� �o�f� �c�o�n�c�e�p�t�u�a�l� �m�o�d�e�l� �o�f� 

�i�n�d�i�v�i�d�u�a�l� �v�o�l�u�n�t�a�r�y� �t�u�r�n�o�v�e�r� �(�B�a�y�s�i�n�g�e�r� �a�n�d� �M�o�b�l�e�y�,� �1�9�8�3�)�.� �A� �p�r�o�m�i�n�e�n�t� �v�a�r�i�a�b�l�e� �o�f� 

�t�h�e�s�e� �m�o�d�e�l�s� �i�s� �a�n�  ��a�f�f�e�c�t�i�v�e� �r�e�s�p�o�n�s�e� �t�o� �t�h�e� �p�r�e�s�e�n�t� �j�o�b�. �� �A� �l�a�r�g�e� �n�u�m�b�e�r� �o�f� �s�t�u�d�i�e�s� 

�s�u�p�p�o�r�t� �t�h�e� �r�e�l�a�t�i�o�n�s�h�i�p� �b�e�t�w�e�e�n� �a�f�f�e�c�t�i�v�e� �r�e�a�c�t�i�o�n�s� �t�o� �t�h�e� �j�o�b� �a�n�d� �t�u�r�n�o�v�e�r� 

�(�P�a�r�a�s�u�r�a�m�a�n�,� �1�9�8�2�;� �M�o�b�l�e�y� �e�t� �a�l�.�,� �1�9�7�9�;� �P�r�i�c�e�,� �1�9�7�7�;� �P�o�r�t�e�r� �a�n�d� �S�t�e�e�r�,� �1�9�7�3�)�.� �R�e�s�e�a�r�c�h�e�r�s� 

�h�a�v�e� �s�t�u�d�i�e�d� �t�h�i�s� �a�f�f�e�c�t�i�v�e� �r�e�s�p�o�n�s�e� �t�o� �t�h�e� �j�o�b� �m�o�s�t�l�y� �i�n� �t�h�e� �c�o�n�t�e�x�t� �o�f� �s�a�t�i�s�f�a�c�t�i�o�n� 

�(�M�o�b�l�e�y� �e�t� �a�l�.�,� �1�9�7�9�;� �P�r�i�c�e�,� �1�9�7�7�)�.� �S�p�e�c�i�f�i�c�a�l�l�y�,� �t�h�e�s�e� �e�m�p�i�r�i�c�a�l� �s�t�u�d�i�e�s� �i�n�d�i�c�a�t�e�d� �a� 

�n�e�g�a�t�i�v�e� �r�e�l�a�t�i�o�n�s�h�i�p� �b�e�t�w�e�e�n� �s�a�t�i�s�f�a�c�t�i�o�n� �a�n�d� �t�u�r�n�o�v�e�r�.



�2�7� 

�S�A�T�I�S�F�A�C�T�I�O�N� 

�H�u�m�a�n� �R�e�s�o�u�r�c�e� �P�e�r�s�p�e�c�t�i�v�e� �-� �J�o�b� �S�a�t�i�s�f�a�c�t�i�o�n� 

�T�h�e� �i�d�e�a� �o�f� �l�i�n�k�i�n�g� �t�h�e� �c�o�n�c�e�p�t� �o�f� �e�m�p�l�o�y�e�e� �s�a�t�i�s�f�a�c�t�i�o�n� �w�i�t�h� �f�r�a�n�c�h�i�s�e�e� 

�s�a�t�i�s�f�a�c�t�i�o�n� �i�s� �n�o�t� �n�e�w�.� �W�a�l�k�e�r� �(�1�9�7�1�)� �h�a�s� �d�e�m�o�n�s�t�r�a�t�e�d� �p�o�s�s�i�b�l�e� �d�i�r�e�c�t�i�o�n�s� �f�o�r� �l�a�t�e�r� 

�r�e�s�e�a�r�c�h�e�r�s�.� �H�o�w�e�v�e�r�,� �c�a�u�t�i�o�n� �i�s� �n�e�e�d�e�d� �i�n� �t�r�a�n�s�f�e�r�r�i�n�g� �t�h�e� �c�o�n�s�t�r�u�c�t� �o�f� �e�m�p�l�o�y�e�e� 

�s�a�t�i�s�f�a�c�t�i�o�n� �t�o� �f�r�a�n�c�h�i�s�e�e� �s�a�t�i�s�f�a�c�t�i�o�n�.� �T�h�e� �l�e�g�i�t�i�m�a�t�e� �r�e�l�a�t�i�o�n�s�h�i�p� �b�e�t�w�e�e�n� �f�r�a�n�c�h�i�s�o�r� 

�a�n�d� �f�r�a�n�c�h�i�s�e�e� �d�e�p�e�n�d�s� �o�n� �t�h�e� �c�o�n�t�r�a�c�t� �a�g�r�e�e�m�e�n�t� �a�n�d� �i�n� �m�o�s�t� �o�f� �t�h�e� �c�a�s�e�s� �t�h�e� 

�a�g�r�e�e�m�e�n�t� �i�n�v�o�l�v�e�s� �m�a�n�y� �y�e�a�r�s� �o�f� �r�e�l�a�t�i�o�n�s�h�i�p�.� �T�h�e� �m�a�g�n�i�t�u�d�e� �o�f� �t�i�m�e�,� �m�o�n�e�y� �a�n�d� 

�c�o�m�m�i�t�m�e�n�t� �i�n�v�o�l�v�e�d� �i�n� �a� �f�r�a�n�c�h�i�s�e� �r�e�l�a�t�i�o�n�s�h�i�p� �i�s� �f�a�r� �b�e�y�o�n�d� �t�h�a�t� �o�f� �a�n� �e�m�p�l�o�y�m�e�n�t� 

�a�g�r�e�e�m�e�n�t�.� �S�i�n�c�e� �t�h�e� �r�e�l�a�t�i�o�n�s�h�i�p� �o�f� �f�r�a�n�c�h�i�s�o�r� �a�n�d� �f�r�a�n�c�h�i�s�e�e� �i�s� �e�s�t�a�b�l�i�s�h�e�d� �o�n� �t�h�e� 

�f�r�a�n�c�h�i�s�e� �c�o�n�t�r�a�c�t�,� �d�e�s�p�i�t�e� �t�h�e� �f�a�c�t� �t�h�a�t� �f�r�a�n�c�h�i�s�o�r� �h�a�s� �c�e�r�t�a�i�n� �p�o�w�e�r� �t�o� �c�o�n�t�r�o�l� �t�h�e� 

�f�r�a�n�c�h�i�s�e�e�s�,� �t�h�e� �i�n�t�e�r�a�c�t�i�o�n�s� �b�e�t�w�e�e�n� �t�h�e� �t�w�o� �a�r�e� �m�o�r�e� �h�o�r�i�z�o�n�t�a�l�l�y� �d�e�v�e�l�o�p�e�d�,� �a�s� 

�o�p�p�o�s�e�d� �t�o� �v�e�r�t�i�c�a�l� �d�e�v�e�l�o�p�m�e�n�t�.� 

�J�o�b� �s�a�t�i�s�f�a�c�t�i�o�n� �i�s� �a� �c�o�n�s�t�r�u�c�t� �w�i�d�e�l�y� �d�i�s�c�u�s�s�e�d� �a�n�d� �r�e�s�e�a�r�c�h�e�d�.� �V�r�o�o�m� �(�1�9�6�9�)� 

�d�e�f�i�n�e�d� �i�t� �a�s�  ��.�.�.�a�f�f�e�c�t�i�v�e� �o�r�i�e�n�t�a�t�i�o�n�s� �o�n� �t�h�e� �p�a�r�t� �o�f� �i�n�d�i�v�i�d�u�a�l�s� �t�o�w�a�r�d�s� �w�o�r�k� �r�o�l�e�s� 

�w�h�i�c�h� �t�h�e�y� �a�r�e� �p�r�e�s�e�n�t�l�y� �o�c�c�u�p�y�i�n�g�.� �P�o�s�i�t�i�v�e� �a�t�t�i�t�u�d�e�s� �t�o�w�a�r�d� �t�h�e� �j�o�b� �a�r�e� �c�o�n�c�e�p�t�u�a�l�l�y� 

�e�q�u�i�v�a�l�e�n�t� �t�o� �j�o�b� �s�a�t�i�s�f�a�c�t�i�o�n� �a�n�d� �n�e�g�a�t�i�v�e� �a�t�t�i�t�u�d�e�s� �t�o�w�a�r�d� �t�h�e� �j�o�b� �a�r�e� �e�q�u�i�v�a�l�e�n�t� �t�o� �j�o�b� 

�d�i�s�s�a�t�i�s�f�a�c�t�i�o�n�. �� �J�o�b� �a�t�t�i�t�u�d�e�s� �a�n�d� �m�o�r�a�l�e� �a�r�e� �c�o�n�c�e�p�t�s� �w�h�i�c�h� �c�o�r�r�e�s�p�o�n�d� �c�l�o�s�e�l�y� �t�o� �j�o�b� 

�s�a�t�i�s�f�a�c�t�i�o�n�.� �P�r�i�c�e� �(�1�9�7�7�)� �d�e�f�i�n�e�d� �s�a�t�i�s�f�a�c�t�i�o�n� �a�s� 

 ��t�h�e� �d�e�g�r�e�e� �t�o� �w�h�i�c�h� �t�h�e� �m�e�m�b�e�r�s� �o�f� �a� �s�o�c�i�a�l� �s�y�s�t�e�m� �h�a�v�e� �a� �p�o�s�i�t�i�v�e� 
�a�f�f�e�c�t�i�v�e� �o�r�i�e�n�t�a�t�i�o�n� �t�o�w�a�r�d� �m�e�m�b�e�r�s�h�i�p� �i�n� �t�h�e� �s�y�s�t�e�m�.� �M�e�m�b�e�r�s� �w�h�o� 
�h�a�v�e� �a� �p�o�s�i�t�i�v�e� �a�f�f�e�c�t�i�v�e� �o�r�i�e�n�t�a�t�i�o�n� �a�n�d� �a� �n�e�g�a�t�i�v�e� �a�f�f�e�c�t�i�v�e� �o�r�i�e�n�t�a�t�i�o�n� 
�a�r�e� �r�e�s�p�e�c�t�i�v�e�l�y� �s�a�t�i�s�f�i�e�d� �a�n�d� �d�i�s�s�a�t�i�s�f�i�e�d�. �



�2�8� 

�A�l�t�h�o�u�g�h� �s�a�t�i�s�f�a�c�t�i�o�n� �i�s� �o�f�t�e�n� �r�e�f�e�r�r�e�d� �t�o� �a�s� �a� �s�i�n�g�l�e� �v�a�r�i�a�b�l�e�,� �r�e�s�e�a�r�c�h�e�r�s� �h�a�v�e� 

�t�r�e�a�t�e�d� �i�t� �a�s� �a� �c�o�m�p�l�e�x� �s�e�t� �o�f� �v�a�r�i�a�b�l�e�s�.� �I�n� �C�h�u�r�c�h�i�l�l�,� �F�o�r�d�,� �a�n�d� �W�a�l�k�e�r�'�s� �(�1�9�7�6�)� �s�t�u�d�y�,� �j�o�b� 

�s�a�t�i�s�f�a�c�t�i�o�n� �i�s� �d�e�f�i�n�e�d� �a�s� �t�h�e� �s�u�b�j�e�c�t�'�s�  ��a�f�f�e�c�t�i�v�e� �f�e�e�l�i�n�g�s� �o�r� �a�t�t�i�t�u�d�e�s� �t�o�w�a�r�d� �h�i�s� �j�o�b�,� �h�i�s� 

�o�r�g�a�n�i�z�a�t�i�o�n�,� �a�n�d� �h�i�s� �w�o�r�k� �e�n�v�i�r�o�n�m�e�n�t�. �� �O�r�g�a�n�i�z�a�t�i�o�n�a�l� �c�l�i�m�a�t�e� �i�s� �s�u�g�g�e�s�t�e�d� �t�o� 

�c�o�n�s�t�i�t�u�t�e� �o�f� �a� �c�o�n�s�i�d�e�r�a�b�l�e� �p�o�r�t�i�o�n� �o�f� �s�a�t�i�s�f�a�c�t�i�o�n�.� �P�a�r�a�s�u�r�a�m�a�n� �(�1�9�8�2�)� �s�t�a�t�e�d� �t�h�a�t� �j�o�b� 

�s�a�t�i�s�f�a�c�t�i�o�n� �r�e�f�e�r�s� �t�o� �t�h�e� �p�r�i�m�a�r�y� �a�f�f�e�c�t�i�v�e� �r�e�a�c�t�i�o�n�s� �o�f� �i�n�d�i�v�i�d�u�a�l�s� �t�o� �v�a�r�i�o�u�s� �f�a�c�e�t�s� �o�f� �t�h�e� 

�j�o�b� �a�n�d� �t�o� �j�o�b� �e�x�p�e�r�i�e�n�c�e�s�.� �J�o�b� �s�a�t�i�s�f�a�c�t�i�o�n� �r�e�f�l�e�c�t�i�n�g� �t�h�e� �e�v�a�l�u�a�t�i�o�n� �o�f� �b�o�t�h� �t�h�e� �j�o�b� �a�n�d� 

�t�h�e� �o�r�g�a�n�i�z�a�t�i�o�n� �i�s� �w�i�d�e�l�y� �r�e�c�o�g�n�i�z�e�d� �i�n�f�l�u�e�n�t�i�a�l� �b�o�t�h� �t�o� �w�i�t�h�d�r�a�w�a�l� �c�o�g�n�i�t�i�o�n� �a�n�d� 

�t�u�r�n�o�v�e�r� �b�e�h�a�v�i�o�r�.� �I�n� �h�i�s� �b�o�o�k�  ��W�o�r�k� �a�n�d� �M�o�t�i�v�a�t�i�o�n�, �� �V�r�o�o�m� �(�1�9�6�9�)� �h�a�s� �d�i�s�c�u�s�s�e�d� �t�h�e� 

�r�e�l�a�t�i�o�n�s�h�i�p� �o�f� �j�o�b� �s�a�t�i�s�f�a�c�t�i�o�n� �t�o� �m�a�n�y� �j�o�b� �b�e�h�a�v�i�o�r�s�,� �i�n�c�l�u�d�i�n�g� �t�u�r�n�o�v�e�r�,� �a�b�s�e�n�c�e�s�,� 

�a�c�c�i�d�e�n�t�s�,� �a�n�d� �j�o�b� �p�e�r�f�o�r�m�a�n�c�e�.� 

�C�h�u�r�c�h�i�l�l� �e�t� �a�l�.�(�1�9�7�6�)� �s�t�u�d�i�e�d� �t�h�e� �r�e�l�a�t�i�o�n�s�h�i�p� �b�e�t�w�e�e�n� �o�r�g�a�n�i�z�a�t�i�o�n�a�l� �c�l�i�m�a�t�e� �a�n�d� 

�j�o�b� �s�a�t�i�s�f�a�c�t�i�o�n� �o�f� �4�7�9� �i�n�d�u�s�t�r�i�a�l� �s�a�l�e�s�m�e�n�.� �T�h�e�y� �d�e�f�i�n�e�d� �o�r�g�a�n�i�z�a�t�i�o�n�a�l� �c�l�i�m�a�t�e� �a�s� 

 ��[�s�u�b�j�e�c�t�'�s�]� �p�e�r�c�e�p�t�i�o�n�s� �o�f� �t�h�e� �o�b�j�e�c�t�i�v�e� �c�h�a�r�a�c�t�e�r�i�s�t�i�c�s� �o�f� �h�i�s� �o�r�g�a�n�i�z�a�t�i�o�n� �a�n�d� �t�h�e� �n�a�t�u�r�e� 

�o�f� �h�i�s� �r�e�l�a�t�i�o�n�s�h�i�p�s� �w�i�t�h� �o�t�h�e�r� �p�e�o�p�l�e� �w�h�i�l�e� �d�o�i�n�g� �h�i�s� �j�o�b�. �� �O�v�e�r� �4�0�%� �o�f� �t�h�e� �v�a�r�i�a�t�i�o�n� �i�n� 

�t�o�t�a�l� �j�o�b� �s�a�t�i�s�f�a�c�t�i�o�n� �a�m�o�n�g� �s�a�l�e�s�m�e�n� �a�r�e� �e�x�p�l�a�i�n�e�d� �b�y� �s�e�v�e�n� �c�l�i�m�a�t�e� �v�a�r�i�a�b�l�e�s� 

�e�x�a�m�i�n�e�d�.� �T�h�e�y� �p�o�i�n�t�e�d� �o�u�t� �t�h�a�t� �s�a�t�i�s�f�a�c�t�i�o�n� �i�n�c�r�e�a�s�e�s� �a�s� �s�a�l�e�s�m�e�n� �a�r�e� �g�i�v�e�n� �g�r�e�a�t�e�r� 

�s�u�p�p�o�r�t� �a�n�d� �d�i�r�e�c�t�i�o�n�.� �A�l�s�o� �w�h�e�n� �t�h�e� �s�a�l�e�s�m�a�n� �p�e�r�c�e�i�v�e�s� �t�h�a�t� �h�e� �i�s� �a�n� �a�c�t�i�v�e� �p�a�r�t�i�c�i�p�a�n�t� 

�i�n� �d�e�t�e�r�m�i�n�i�n�g� �t�h�e� �c�o�m�p�a�n�y� �p�o�l�i�c�i�e�s� �a�n�d� �s�t�a�n�d�a�r�d�s�,� �h�e� �t�e�n�d�s� �t�o� �b�e� �m�o�r�e� �s�a�t�i�s�f�i�e�d� �a�n�d� 

�c�o�o�p�e�r�a�t�i�v�e� �w�i�t�h� �t�h�e� �p�o�l�i�c�i�e�s� �a�n�d� �t�h�e� �a�d�m�i�n�i�s�t�r�a�t�i�o�n�.� �T�h�e�y� �a�l�s�o� �f�o�u�n�d� �t�h�a�t� �w�h�e�n� �t�h�e� 

�s�a�l�e�s�m�a�n� �i�s� �u�n�c�e�r�t�a�i�n� �a�b�o�u�t� �h�i�s� �r�o�l�e� �a�n�d� �w�h�i�c�h� �p�a�r�t�n�e�r�s� �e�x�p�e�c�t� �f�r�o�m� �h�i�m� �o�r� �h�o�w� �t�h�e�y� 

�w�i�l�l� �e�v�a�l�u�a�t�e� �h�i�s� �p�e�r�f�o�r�m�a�n�c�e�,� �h�e� �i�s� �l�i�k�e�l�y� �t�o� �s�u�f�f�e�r� �s�o�m�e� �a�n�x�i�e�t�y� �a�n�d� �d�i�s�s�a�t�i�s�f�a�c�t�i�o�n�.



�2�9� 

�C�o�n�s�u�m�e�r� �M�a�r�k�e�t�i�n�g� �P�e�r�s�p�e�c�t�i�v�e� �-� �C�o�n�s�u�m�e�r� �S�a�t�i�s�f�a�c�t�i�o�n� 

�B�e�c�a�u�s�e� �f�r�a�n�c�h�i�s�o�r� �a�n�d� �f�r�a�n�c�h�i�s�e�e� �r�e�l�a�t�i�o�n�s�h�i�p� �i�n�v�o�l�v�e�s� �c�o�m�p�l�e�x� �e�x�c�h�a�n�g�e� �o�f� 

�m�o�n�e�t�a�r�y� �a�n�d� �o�p�e�r�a�t�i�o�n�a�l� �d�e�d�i�c�a�t�i�o�n�,� �o�n�e� �c�o�u�l�d� �i�d�e�n�t�i�f�y� �f�r�a�n�c�h�i�s�e�e� �a�n�d� �f�r�a�n�c�h�i�s�o�r� �a�s� 

�b�u�y�e�r� �a�n�d� �s�e�l�l�e�r�,� �c�o�n�s�u�m�e�r� �a�n�d� �m�a�r�k�e�t�e�r�.� �I�t� �i�s� �r�e�a�s�o�n�a�b�l�e� �t�o� �s�t�u�d�y� �t�h�i�s� �r�e�l�a�t�i�o�n�s�h�i�p� �f�r�o�m� 

�a� �c�o�n�s�u�m�e�r� �m�a�r�k�e�t�i�n�g� �p�e�r�s�p�e�c�t�i�v�e�.� �C�o�n�s�u�m�e�r� �a�f�t�e�r� �p�u�r�c�h�a�s�i�n�g� �a� �c�e�r�t�a�i�n� 

�p�r�o�d�u�c�t�/�s�e�r�v�i�c�e� �w�i�l�l� �e�x�p�e�r�i�e�n�c�e� �s�o�m�e� �l�e�v�e�l� �o�f� �s�a�t�i�s�f�a�c�t�i�o�n� �o�r� �d�i�s�s�a�t�i�s�f�a�c�t�i�o�n�.� �T�h�e�y� �a�r�e� 

�l�i�k�e�l�y� �t�o� �e�n�g�a�g�e� �i�n� �p�o�s�t� �p�u�r�c�h�a�s�e� �a�c�t�i�o�n�s� �a�n�d� �p�r�o�d�u�c�t� �u�s�e�s� �w�h�i�c�h� �a�r�e� �i�n�t�e�r�e�s�t� �t�o� �t�h�e� 

�m�a�r�k�e�t�e�r�.� �I�n� �t�h�e� �c�o�n�s�u�m�e�r� �b�e�h�a�v�i�o�r� �l�i�t�e�r�a�t�u�r�e�,� �t�h�e� �c�o�n�s�u�m�e�r� �i�s� �a�s�s�u�m�e�d� �t�o� �e�n�t�e�r� �t�h�e� 

�p�u�r�c�h�a�s�e� �s�i�t�u�a�t�i�o�n� �w�i�t�h� �m�o�r�e� �o�r� �l�e�s�s� �w�e�l�l�-�d�e�f�i�n�e�d� �e�x�p�e�c�t�a�t�i�o�n�s� �o�f� �p�r�o�d�u�c�t� �p�e�r�f�o�r�m�a�n�c�e�.� 

�A�s� �t�h�e� �p�u�r�c�h�a�s�e� �t�a�k�e�s� �p�l�a�c�e�,� �t�h�e� �e�x�c�h�a�n�g�e� �o�f� �m�o�n�e�y� �f�o�r� �p�r�o�d�u�c�t�/�s�e�r�v�i�c�e� �o�c�c�u�r�s�,� �a� �p�o�s�t� 

�p�u�r�c�h�a�s�e� �e�v�a�l�u�a�t�i�o�n� �o�f� �t�h�e� �p�u�r�c�h�a�s�e�d� �i�t�e�m� �e�n�s�u�e�s�.� �T�h�e� �o�u�t�c�o�m�e� �o�f� �t�h�e� �e�v�a�l�u�a�t�i�o�n� 

�p�r�o�c�e�s�s� �i�s� �a� �j�u�d�g�m�e�n�t� �b�y� �t�h�e� �c�o�n�s�u�m�e�r� �t�h�a�t� �p�r�o�d�u�c�t�/�s�e�r�v�i�c�e� �p�e�r�f�o�r�m�a�n�c�e� �w�a�s� �1�)� �e�x�a�c�t�l�y� 

�a�s� �e�x�p�e�c�t�e�d�,� �2�)� �n�o�t�i�c�e�a�b�l�y� �b�e�t�t�e�r� �t�h�a�n� �e�x�p�e�c�t�e�d�,� �o�r� �3�)� �n�o�t�i�c�e�a�b�l�y� �w�o�r�s�e� �t�h�a�n� �e�x�p�e�c�t�e�d� 

�(�D�a�y� �a�n�d� �L�a�n�d�o�n�,� �1�9�7�7�)�.� �M�o�r�e� �s�p�e�c�i�f�i�c�a�l�l�y�,� �b�u�y�e�r�'�s� �s�a�t�i�s�f�a�c�t�i�o�n� �c�a�n� �b�e� �u�n�d�e�r�s�t�o�o�d� �a�s� �a� 

�f�u�n�c�t�i�o�n� �o�f� �t�h�e� �c�l�o�s�e�n�e�s�s� �b�e�t�w�e�e�n� �t�h�e� �b�u�y�e�r�'�s� �p�r�o�d�u�c�t� �e�x�p�e�c�t�a�t�i�o�n�s� �(�E�)� �a�n�d� �t�h�e� �p�r�o�d�u�c�t�'�s� 

�p�e�r�c�e�i�v�e�d� �p�e�r�f�o�r�m�a�n�c�e� �(�P�)�,� �t�h�e�r�e�f�o�r�e�,� �s�a�t�i�s�f�a�c�t�i�o�n� �S�=�f�(�E�,�P�)� �(�L�a� �B�a�r�b�e�r�a� �a�n�d� �M�a�z�u�r�s�k�y�,� 

�1�9�8�3�)�.� �I�f� �t�h�e� �p�r�o�d�u�c�t� �m�a�t�c�h�e�s� �e�x�p�e�c�t�a�t�i�o�n�s�,� �t�h�e� �c�o�n�s�u�m�e�r� �i�s� �s�a�t�i�s�f�i�e�d�;� �i�f� �i�t� �e�x�c�e�e�d�s�,� �t�h�e� 

�c�o�n�s�u�m�e�r� �i�s� �h�i�g�h�l�y� �s�a�t�i�s�f�i�e�d�;� �i�f� �i�t� �f�a�i�l�s� �t�o� �m�a�t�c�h� �o�r� �e�x�c�e�e�d�,� �t�h�e� �c�o�n�s�u�m�e�r� �i�s� �d�i�s�s�a�t�i�s�f�i�e�d�.� 

�S�a�t�i�s�f�a�c�t�i�o�n� �b�e�c�o�m�e�s� �t�h�e� �k�e�y� �d�e�t�e�r�m�i�n�a�n�t� �o�f� �p�o�s�t�-�p�u�r�c�h�a�s�e� �a�c�t�i�o�n�s�.� �A� 

�d�i�s�s�a�t�i�s�f�i�e�d� �c�o�n�s�u�m�e�r� �m�a�y� �e�x�h�i�b�i�t� �a� �v�a�r�i�e�t�y� �o�f� �w�a�y�s� �t�o� �h�a�n�d�l�e� �t�h�e� �d�i�s�s�a�t�i�s�f�a�c�t�i�o�n� �i�n� �o�r�d�e�r� 

�t�o� �r�e�d�u�c�e� �t�h�e� �d�i�s�s�o�n�a�n�c�e� �c�a�u�s�e�d� �b�y� �u�n�m�e�t� �e�x�p�e�c�t�a�t�i�o�n�s�.� �D�a�y� �a�n�d� �L�a�n�d�o�n� �(�1�9�7�7�)� 

�s�u�g�g�e�s�t�e�d� �t�h�a�t� �a�c�c�o�r�d�i�n�g� �t�o� �t�h�e� �n�a�t�u�r�e� �o�f� �t�h�e� �p�r�o�d�u�c�t� �a�n�d� �i�t�s� �i�m�p�o�r�t�a�n�c�e� �t�o� �t�h�e� 

�c�o�n�s�u�m�e�r�,� �t�h�e�r�e� �a�r�e� �a� �f�u�l�l� �r�a�n�g�e� �o�f� �p�o�s�t�-�d�i�s�s�a�t�i�s�f�a�c�t�i�o�n� �a�l�t�e�r�n�a�t�i�v�e�s� �t�h�e� �c�o�n�s�u�m�e�r� �c�a�n� 

�c�h�o�o�s�e� �f�r�o�m� �(�F�i�g�u�r�e� �1�)�.



�3�0� 

�I�n� �t�h�e� �f�r�a�n�c�h�i�s�e� �s�e�t�t�i�n�g�,� �t�h�e� �c�o�n�s�u�m�e�r� �i�s� �t�h�e� �f�r�a�n�c�h�i�s�e�e� �a�n�d� �t�h�e� �m�a�r�k�e�t�e�r� �i�s� �t�h�e� 

�f�r�a�n�c�h�i�s�o�r�.� �T�h�e� �f�r�a�n�c�h�i�s�e�e ��s� �s�a�t�i�s�f�a�c�t�i�o�n� �o�r� �d�i�s�s�a�t�i�s�f�a�c�t�i�o�n� �w�i�t�h� �t�h�e� �f�r�a�n�c�h�i�s�e� �p�a�c�k�a�g�e�,� 

�i�n�c�l�u�d�i�n�g� �t�h�e� �f�r�a�n�c�h�i�s�e� �a�g�r�e�e�m�e�n�t�,� �f�r�a�n�c�h�i�s�o�r ��s� �s�e�r�v�i�c�e�s� �a�n�d� �s�u�p�p�o�r�t�s�,� �i�n�t�r�i�n�s�i�c� �a�n�d� 

�e�x�t�r�i�n�s�i�c� �r�e�w�a�r�d�,� �m�a�y� �a�l�l� �i�n�f�l�u�e�n�c�e� �s�u�b�s�e�q�u�e�n�t� �b�e�h�a�v�i�o�r� �a�f�t�e�r� �t�h�e� �p�u�r�c�h�a�s�e� �o�f� �t�h�e� 

�f�r�a�n�c�h�i�s�e� �p�a�c�k�a�g�e�.� �I�f� �t�h�e� �f�r�a�n�c�h�i�s�e�e� �i�s� �s�a�t�i�s�f�i�e�d�,� �t�h�e�n� �h�e� �o�r� �s�h�e� �w�i�l�l� �e�x�h�i�b�i�t� �a� �h�i�g�h�e�r� 

�p�r�o�b�a�b�i�l�i�t�y� �o�f� �a�g�g�r�e�s�s�i�v�e�n�e�s�s� �t�o� �t�h�e� �f�r�a�n�c�h�i�s�e� �s�y�s�t�e�m�.� �H�e� �o�r� �s�h�e� �m�a�y� �c�o�n�t�i�n�u�e� �t�o� �e�x�p�a�n�d�,� 

�f�u�l�l�y� �d�e�d�i�c�a�t�e�d� �i�n� �t�h�e� �f�r�a�n�c�h�i�s�e� �o�p�e�r�a�t�i�o�n�,� �a�n�d� �c�o�n�s�i�d�e�r� �i�n� �b�u�y�i�n�g� �m�o�r�e� �f�r�a�n�c�h�i�s�e�s�.� 

�C�h�a�n�n�e�l� �o�f� �D�i�s�t�r�i�b�u�t�i�o�n� �P�e�r�s�p�e�c�t�i�v�e� �-� �C�h�a�n�n�e�l� �M�e�m�b�e�r� �S�a�t�i�s�f�a�c�t�i�o�n� 

�S�a�t�i�s�f�a�c�t�i�o�n� �h�a�s� �b�e�e�n� �a� �f�u�n�d�a�m�e�n�t�a�l� �c�o�n�s�t�r�u�c�t� �i�n� �u�n�d�e�r�s�t�a�n�d�i�n�g� �c�h�a�n�n�e�l� 

�r�e�l�a�t�i�o�n�s�h�i�p�s� �(�R�o�b�i�c�h�e�a�u�x� �a�n�d� �E�l�-�A�n�s�a�r�y�,� �1�9�7�5�-�1�9�7�6�)�.� �F�r�o�m� �t�h�e� �m�a�r�k�e�t�i�n�g� �c�h�a�n�n�e�l� �o�f� 

�d�i�s�t�r�i�b�u�t�i�o�n� �s�t�a�n�c�e�,� �R�u�e�k�e�r�t� �a�n�d� �C�h�u�r�c�h�i�l�l� �(�1�9�8�4�)� �d�e�s�c�r�i�b�e�d� �c�h�a�n�n�e�l� �m�e�m�b�e�r� �s�a�t�i�s�f�a�c�t�i�o�n� 

�a�s� �a� �c�o�n�s�t�r�u�c�t� �w�h�i�c�h�  ��c�o�m�p�r�i�s�e�s� �t�h�e� �d�o�m�a�i�n� �o�f� �a�l�l� �c�h�a�r�a�c�t�e�r�i�s�t�i�c�s� �o�f� �t�h�e� �r�e�l�a�t�i�o�n�s�h�i�p� 

�b�e�t�w�e�e�n� �a� �c�h�a�n�n�e�l� �m�e�m�b�e�r� �(�t�h�e� �f�o�c�a�l� �o�r�g�a�n�i�z�a�t�i�o�n�)� �a�n�d� �a�n�o�t�h�e�r� �i�n�s�t�i�t�u�t�i�o�n� �i�n� �t�h�e� 

�c�h�a�n�n�e�l� �(�t�h�e� �t�a�r�g�e�t� �o�r�g�a�n�i�z�a�t�i�o�n�)� �w�h�i�c�h� �t�h�e� �f�o�c�a�l� �o�r�g�a�n�i�z�a�t�i�o�n� �f�i�n�d�s� �r�e�w�a�r�d�i�n�g�,� 

�p�r�o�f�i�t�a�b�l�e�,� �i�n�s�t�r�u�m�e�n�t�a�l�,� �a�n�d� �s�a�t�i�s�f�y�i�n�g� �o�r� �f�r�u�s�t�r�a�t�i�n�g�,� �p�r�o�b�l�e�m�a�t�i�c�,� �i�n�h�i�b�i�t�i�n�g�,� �o�r� 

�u�n�s�a�t�i�s�f�a�c�t�o�r�y�. �� �H�u�n�t� �a�n�d� �N�e�v�i�n� �(�1�9�7�4�)� �s�u�g�g�e�s�t�e�d� �t�h�a�t� �a� �h�i�g�h�e�r� �l�e�v�e�l� �o�f� �f�r�a�n�c�h�i�s�e�e� 

�s�a�t�i�s�f�a�c�t�i�o�n� �w�o�u�l�d� �r�e�s�u�l�t� �i�n�:� 

�1�)� �h�i�g�h�e�r� �m�o�r�a�l�e�,� 

�2�)� �c�o�o�p�e�r�a�t�i�o�n� �b�e�t�w�e�e�n� �f�r�a�n�c�h�i�s�o�r� �a�n�d� �f�r�a�n�c�h�i�s�e�e�,� 

�3�)� �l�e�s�s� �c�h�a�n�c�e� �o�f� �v�o�l�u�n�t�e�e�r� �t�e�r�m�i�n�a�t�i�o�n� �o�f� �c�o�n�t�r�a�c�t� �b�y� �t�h�e� �f�r�a�n�c�h�i�s�e�e�,� 

�4�)� �l�e�s�s� �c�h�a�n�c�e� �o�f� �i�n�d�i�v�i�d�u�a�l� �s�u�i�t�s� �a�g�a�i�n�s�t� �f�r�a�n�c�h�i�s�o�r�s� �b�y� �t�h�e� �f�r�a�n�c�h�i�s�e�e�,� 

�5�)� �l�e�s�s� �c�h�a�n�c�e� �o�f� �c�l�a�s�s� �a�c�t�i�o�n� �b�y� �t�h�e� �f�r�a�n�c�h�i�s�e�e�,� �a�n�d� 

�6�)� �l�e�s�s� �c�h�a�n�c�e� �o�f� �s�e�e�k�i�n�g� �p�r�o�t�e�c�t�i�v�e� �l�e�g�i�s�l�a�t�i�o�n� �b�y� �t�h�e� �f�r�a�n�c�h�i�s�e�e�s�.
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�T�a�k�e� �S�o�m�e� �F�o�r�m� �T�a�k�e� �S�o�m�e� �F�o�r�m� �o�f� 
�o�f� �P�u�b�l�i�c� �A�c�t�i�o�n� �P�r�i�v�a�t�e� �A�c�t�i�o�n� 

�T�a�k�e� �L�e�g�a�l� �C�o�m�p�l�a�i�n� �t�o� �D�e�c�i�d�e� �t�o� �S�t�o�p� �W�a�r�n� �F�r�i�e�n�d�s� 
�e�e�k� �R�e�d�r�e�s�s� �A�c�t�i�o�n� �t�o� �B�u�s�i�n�e�s�s�,� �P�r�i�v�a�t�e�,� �B�u�y�i�n�g� �P�r�o�d�u�c�t� �o�r� �a�b�o�u�t� �t�h�e� 

�B�u�s�i�n�e�s�s� �F�i�r�m�s� �O�b�t�a�i�n� �o�r� �G�o�v�e�r�n�m�e�n�t�a�l� �B�r�a�n�d� �o�r� �P�r�o�d�u�c�t� �a�n�d�/�o�r� 
�R�e�d�r�e�s�s� �A�g�e�n�c�i�e�s� �B�o�y�c�o�t�t� �S�e�l�l�e�r� �S�e�l�l�e�r� 

�C�o�n�s�u�m�e�r� �m�a�y� �u�t�i�l�i�z�e� �a�l�l� �o�r� �a�n�y� �c�o�m�b�i�n�a�t�i�o�n�s� �C�o�n�s�u�m�e�r� �m�a�y� �t�a�k�e� �e�i�t�h�e�r� 
�o�f� �t�h�e�s�e� �a�l�t�e�r�n�a�t�i�v�e�s� �f�o�r�m� �o�f� �a�c�t�i�o�n� �o�r� �b�o�t�h� � � � � � � 

�S�o�u�r�c�e�:� �D�a�y� �a�n�d� �L�a�n�d�a�n� �(�1�9�7�7�)� 

�F�i�g�u�r�e� �1�.� �O�v�e�r�v�i�e�w� �o�f� �t�h�e� �C�o�n�s�u�m�e�r�'�s� �P�o�s�t�-�D�i�s�s�a�t�i�s�f�a�c�t�i�o�n� �A�l�t�e�r�n�a�t�i�v�e�s



�3�2� 

�C�h�a�n�n�e�l� �m�e�m�b�e�r� �s�a�t�i�s�f�a�c�t�i�o�n� �h�a�s� �b�e�e�n� �s�t�u�d�i�e�d� �m�o�s�t�l�y� �i�n� �t�h�e� �c�o�n�t�e�x�t� �o�f� �p�o�w�e�r� 

�a�n�d� �c�o�n�t�r�o�l�.� �H�u�n�t� �&� �N�e�v�i�n� �(�1�9�7�4�)� �s�t�a�t�e�d� �t�h�a�t� �h�i�g�h�e�r� �l�e�v�e�l� �o�f� �f�r�a�n�c�h�i�s�e�e� �s�a�t�i�s�f�a�c�t�i�o�n� �i�s� 

�o�b�t�a�i�n�e�d� �b�y� �u�s�i�n�g� �n�o�n�-�c�o�e�r�c�i�v�e� �s�o�u�r�c�e�s� �o�f� �p�o�w�e�r� �r�a�t�h�e�r� �t�h�a�n� �u�s�i�n�g� �c�o�e�r�c�i�v�e� �s�o�u�r�c�e�s� �o�f� 

�p�o�w�e�r�.� �T�h�e�y� �e�x�a�m�i�n�e�d� �t�h�e� �r�e�l�a�t�i�o�n�s�h�i�p� �o�f� �s�a�t�i�s�f�a�c�t�i�o�n� �w�i�t�h� �c�o�o�p�e�r�a�t�i�o�n�,� �p�o�w�e�r� �s�o�u�r�c�e�s�,� 

�a�n�d� �c�o�n�t�r�o�l� �i�n� �t�h�e� �c�h�a�n�n�e�l�.� �R�o�b�i�c�h�e�a�u�x� �a�n�d� �E�l�-�A�n�s�a�r�y� �(�1�9�7�5�-�1�9�7�6�)� �p�r�o�p�o�s�e�d� �t�h�a�t� 

�c�h�a�n�n�e�l� �p�e�r�f�o�r�m�a�n�c�e� �i�s� �t�h�e� �r�e�s�u�l�t� �o�f� �t�h�e� �e�f�f�e�c�t�i�v�e�n�e�s�s� �o�f� �c�h�a�n�n�e�l� �c�o�n�t�r�o�l� �a�n�d� �t�h�e� 

�s�a�t�i�s�f�a�c�t�i�o�n� �o�r� �d�i�s�s�a�t�i�s�f�a�c�t�i�o�n� �o�f� �c�h�a�n�n�e�l� �m�e�m�b�e�r�s� �w�i�t�h� �t�h�e� �c�h�a�n�n�e�l� �r�e�l�a�t�i�o�n�s�h�i�p�.� 

�D�w�y�e�r� �(�1�9�8�0�)� �s�u�g�g�e�s�t�e�d� �t�h�a�t� �c�h�a�n�n�e�l� �m�e�m�b�e�r� �s�a�t�i�s�f�a�c�t�i�o�n� �p�a�r�t�l�y� �i�s� �d�e�t�e�r�m�i�n�e�d� 

�f�r�o�m� �t�h�e� �p�e�r�c�e�i�v�e�d� �s�e�l�f� �c�o�n�t�r�o�l� �a�n�d� �p�a�r�t�n�e�r� �c�o�o�p�e�r�a�t�i�o�n� �o�v�e�r� �d�e�c�i�s�i�o�n� �a�r�e�a�s�.� �I�t� �i�s� 

�s�u�g�g�e�s�t�e�d� �t�h�a�t�  ��f�i�r�m�s� �a�t�t�e�m�p�t�i�n�g� �t�o� �c�o�n�t�r�o�l� �t�h�e� �d�e�c�i�s�i�o�n� �v�a�r�i�a�b�l�e�s� �o�f� �o�t�h�e�r� �f�i�r�m�s� �i�n� �t�h�e� 

�c�h�a�n�n�e�l�,� �b�y� �e�x�e�r�c�i�s�i�n�g� �p�o�w�e�r�,� �s�h�o�u�l�d� �d�o� �s�o� �i�n� �a� �m�a�n�n�e�r� �t�h�a�t� �p�o�s�i�t�i�v�e�l�y� �i�n�f�l�u�e�n�c�e�s� 

�c�h�a�n�n�e�l� �m�e�m�b�e�r�s �� �s�a�t�i�s�f�a�c�t�i�o�n� �w�i�t�h� �v�a�r�i�o�u�s� �a�s�p�e�c�t�s� �o�f� �t�h�e� �c�h�a�n�n�e�l� �a�r�r�a�n�g�e�m�e�n�t�.� �S�c�h�u�l� �e�t� 

�a�l�.� �(�1�9�8�5�)� �s�u�g�g�e�s�t�e�d� �f�a�i�l�u�r�e� �t�o� �d�o� �s�o� �c�o�u�l�d� �r�e�s�u�l�t� �i�n� �r�e�d�u�c�e�d� �i�n�t�e�r�n�a�l� �e�f�f�i�c�i�e�n�c�y� �i�n� 

�c�o�n�d�u�c�t�i�n�g� �c�h�a�n�n�e�l� �o�p�e�r�a�t�i�o�n�s�.� 

�M�a�y�o� �e�t� �a�l�.� �(�1�9�9�0�)� �h�a�v�e� �s�t�u�d�i�e�d� �f�r�a�n�c�h�i�s�e�e� �s�a�t�i�s�f�a�c�t�i�o�n� �w�i�t�h� �t�h�e� �c�o�n�t�r�a�c�t�u�a�l� 

�a�g�r�e�e�m�e�n�t�.� �H�o�w�e�v�e�r�,� �i�n� �t�h�i�s� �s�t�u�d�y� �s�a�t�i�s�f�a�c�t�i�o�n� �t�o�w�a�r�d�s� �t�h�e� �o�p�e�r�a�t�i�o�n�a�l� �a�s�p�e�c�t�s� �w�h�i�c�h� �i�s� 

�c�o�v�e�r�e�d� �i�n� �t�h�e� �o�v�e�r�a�l�l� �s�a�t�i�s�f�a�c�t�i�o�n� �w�i�t�h� �t�h�e� �r�e�l�a�t�i�o�n�s�h�i�p�,� �w�e�r�e� �o�v�e�r�-�g�e�n�e�r�a�l�i�z�e�d� �a�n�d� �w�e�r�e� 

�n�o�t� �s�p�e�c�i�f�i�c�.



�3�3� 

�F�R�A�N�C�H�I�S�E�E� �S�A�T�I�S�F�A�C�T�I�O�N� �A�N�D� �F�R�A�N�C�H�I�S�E�E� �T�U�R�N�O�V�E�R� 

�T�u�r�n�o�v�e�r� �b�e�h�a�v�i�o�r� �c�a�n� �b�e� �c�o�n�s�i�d�e�r�e�d� �a�s� �a�n� �i�n�d�i�c�a�t�o�r� �f�o�r� �a�n� �o�r�g�a�n�i�z�a�t�i�o�n�'�s� �h�e�a�l�t�h� 

�i�n� �i�t�s� �r�e�l�a�t�i�o�n�s�h�i�p� �w�i�t�h� �i�t�s� �m�e�m�b�e�r�s�.� �C�h�a�n�n�e�l� �m�e�m�b�e�r�s �� �s�a�t�i�s�f�a�c�t�i�o�n� �g�i�v�e�s� �i�n�-�d�e�p�t�h� 

�u�n�d�e�r�s�t�a�n�d�i�n�g� �o�f� �w�h�a�t� �i�s� �r�i�g�h�t� �a�n�d� �w�r�o�n�g� �a�b�o�u�t� �d�i�f�f�e�r�e�n�t� �a�s�p�e�c�t�s� �o�f� �o�r�g�a�n�i�z�a�t�i�o�n�a�l� 

�f�u�n�c�t�i�o�n�s�.� �A�n� �i�n�v�e�s�t�i�g�a�t�i�o�n� �o�f� �t�h�e� �r�e�l�a�t�i�o�n�s�h�i�p� �b�e�t�w�e�e�n� �s�a�t�i�s�f�a�c�t�i�o�n� �a�n�d� �t�u�r�n�o�v�e�r� 

�b�e�h�a�v�i�o�r� �w�i�l�l� �p�r�o�v�i�d�e� �d�i�r�e�c�t�i�o�n�s� �f�o�r� �m�a�n�a�g�e�r�s� �a�n�d� �r�e�s�e�a�r�c�h�e�r�s� �t�o� �i�d�e�n�t�i�f�y� �o�r�g�a�n�i�z�a�t�i�o�n ��s� 

�p�r�o�b�l�e�m�s�,� �s�t�r�e�n�g�t�h�s�,� �a�n�d� �w�e�a�k�n�e�s�s�e�s�.� �J�o�b� �s�a�t�i�s�f�a�c�t�i�o�n� �h�a�s� �s�e�r�v�e�d� �a�s� �a� �b�e�n�c�h�m�a�r�k� 

�v�a�r�i�a�b�l�e� �i�n� �t�h�e� �s�t�u�d�y� �o�f� �t�u�r�n�o�v�e�r�.� �I�n�d�i�v�i�d�u�a�l�s� �w�h�o� �l�e�a�v�e� �a�n� �o�r�g�a�n�i�z�a�t�i�o�n� �a�r�e� �c�o�m�m�o�n�l�y� 

�c�o�n�c�e�i�v�e�d� �a�s� �d�i�s�s�a�t�i�s�f�i�e�d� �w�i�t�h� �t�h�e� �o�r�g�a�n�i�z�a�t�i�o�n� �o�r� �w�i�t�h� �s�o�m�e� �o�f� �i�t�s� �a�s�p�e�c�t�s�.� �H�o�w�e�v�e�r�,� 

�n�o�t� �a�l�l� �i�n�d�i�v�i�d�u�a�l�s� �w�h�o� �l�e�a�v�e� �a�r�e� �d�i�s�s�a�t�i�s�f�i�e�d�,� �a�n�d� �n�o�t� �a�l�l� �d�i�s�s�a�t�i�s�f�i�e�d� �m�e�m�b�e�r�s� �l�e�a�v�e� �t�h�e� 

�o�r�g�a�n�i�z�a�t�i�o�n�.� �E�m�p�i�r�i�c�a�l� �r�e�s�e�a�r�c�h�e�s� �i�n� �t�h�e� �p�a�s�t� �h�a�v�e� �e�s�t�a�b�l�i�s�h�e�d� �a� �c�o�n�s�i�s�t�e�n�t� �c�o�r�r�e�l�a�t�i�o�n� 

�b�e�t�w�e�e�n� �j�o�b� �d�i�s�s�a�t�i�s�f�a�c�t�i�o�n� �a�n�d� �t�u�r�n�o�v�e�r� �(�M�o�b�l�e�y� �e�t� �a�l�.�,� �1�9�7�9�)�.� �I�n� �t�e�r�m�s� �o�f� �o�v�e�r�a�l�l� �j�o�b� 

�s�a�t�i�s�f�a�c�t�i�o�n�,� �h�o�w�e�v�e�r�,� �M�o�b�l�e�y� �e�t� �a�l�.� �(�1�9�7�9�)� �e�x�p�l�a�i�n�e�d� �t�h�e� �a�m�o�u�n�t� �o�f� �v�a�r�i�a�n�c�e� �a�c�c�o�u�n�t�e�d� 

�f�o�r� �i�s� �c�o�n�s�i�s�t�e�n�t�l�y� �l�e�s�s� �t�h�a�n� �1�4�%�.� �T�h�e�y� �c�r�i�t�i�c�i�z�e�d� �t�h�i�s� �c�o�r�r�e�l�a�t�i�o�n� �a�s�  ��c�o�n�c�e�p�t�u�a�l�l�y� 

�s�i�m�p�l�i�s�t�i�c� �a�n�d� �e�m�p�i�r�i�c�a�l�l�y� �d�e�f�i�c�i�e�n�t� �b�a�s�e�s� �f�o�r� �u�n�d�e�r�s�t�a�n�d�i�n�g� �t�h�e� �e�m�p�l�o�y�e�e� �t�u�r�n�o�v�e�r� 

�p�r�o�c�e�s�s�. �� 

�I�n� �t�h�e� �d�i�s�t�r�i�b�u�t�i�o�n� �c�h�a�n�n�e�l� �s�t�u�d�i�e�s�,� �H�u�n�t� �a�n�d� �N�e�v�i�n� �(�1�9�7�4�)� �i�m�p�l�i�e�d� �t�h�a�t� �a� �h�i�g�h�e�r� 

�l�e�v�e�l� �o�f� �f�r�a�n�c�h�i�s�e�e� �s�a�t�i�s�f�a�c�t�i�o�n� �w�o�u�l�d� �r�e�s�u�l�t� �i�n� �f�e�w�e�r� �c�h�a�n�c�e�s� �o�f� �v�o�l�u�n�t�a�r�y� �c�o�n�t�r�a�c�t� 

�t�e�r�m�i�n�a�t�i�o�n� �b�y� �t�h�e� �f�r�a�n�c�h�i�s�e�e�.� �T�h�e� �r�e�s�u�l�t�s� �o�f� �M�a�y�o� �e�t� �a�l�.� �(�1�9�9�0�)� �s�t�u�d�y� �s�u�g�g�e�s�t�e�d� �t�h�a�t� 

�f�r�a�n�c�h�i�s�e�e� �c�o�m�m�i�t�m�e�n�t� �i�s� �p�o�s�i�t�i�v�e�l�y� �r�e�l�a�t�e�d� �t�o� �o�v�e�r�a�l�l� �s�a�t�i�s�f�a�c�t�i�o�n� �w�i�t�h� �t�h�e� �f�r�a�n�c�h�i�s�e� 

�r�e�l�a�t�i�o�n�s�h�i�p� �a�n�d� �f�u�t�u�r�e� �e�x�p�a�n�s�i�o�n� �p�l�a�n�s�;� �a�n�d� �i�n�v�e�r�s�e�l�y� �r�e�l�a�t�e�d� �t�o� �c�o�n�t�r�a�c�t� �d�i�s�a�g�r�e�e�m�e�n�t�s� 

�a�n�d� �i�n�t�e�n�t�i�o�n�s� �t�o� �t�e�r�m�i�n�a�t�e� �t�h�e� �r�e�l�a�t�i�o�n�s�h�i�p�.� �T�h�i�s� �s�t�u�d�y� �f�o�c�u�s�e�d� �o�n� �t�h�e� �s�a�t�i�s�f�a�c�t�i�o�n� �o�f



�c�o�n�t�r�a�c�t�u�a�l� �a�r�r�a�n�g�e�m�e�n�t�.� �I�t� �d�o�e�s� �n�o�t�,� �h�o�w�e�v�e�r�,� �c�o�v�e�r� �o�t�h�e�r� �a�s�p�e�c�t�s� �o�f� �t�h�e� �t�o�t�a�l� �f�r�a�n�c�h�i�s�e� 

�o�p�e�r�a�t�i�o�n�,� �s�u�c�h� �a�s� �o�p�e�r�a�t�i�o�n� �a�n�d� �c�o�m�m�u�n�i�c�a�t�i�o�n� �a�n�d� �f�r�a�n�c�h�i�s�o�r�-�f�r�a�n�c�h�i�s�e�e� �r�e�l�a�t�i�o�n�s�h�i�p�.� 

�T�o� �d�a�t�e�,� �t�h�e�r�e� �h�a�s� �b�e�e�n� �n�o� �o�t�h�e�r� �p�u�b�l�i�s�h�e�d� �r�e�s�e�a�r�c�h� �i�n�v�e�s�t�i�g�a�t�i�n�g� �t�h�e� �r�e�l�a�t�i�o�n�s�h�i�p� 

�b�e�t�w�e�e�n� �f�r�a�n�c�h�i�s�e�e� �s�a�t�i�s�f�a�c�t�i�o�n� �a�n�d� �t�u�r�n�o�v�e�r� �(�t�e�r�m�i�n�a�t�i�o�n� �a�n�d� �n�o�n�-�r�e�n�e�w�a�l�)� �b�e�h�a�v�i�o�r�.� 

�T�h�i�s� �s�t�u�d�y� �w�i�l�l� �t�a�k�e� �t�h�e� �i�n�i�t�i�a�t�i�v�e� �i�n� �i�n�v�e�s�t�i�g�a�t�i�n�g� �f�r�a�n�c�h�i�s�e�e� �t�u�r�n�o�v�e�r� �i�n� �t�h�e� �q�u�i�c�k� 

�s�e�r�v�i�c�e� �i�n�d�u�s�t�r�y�,� �a�s� �w�e�l�l� �a�s� �e�x�a�m�i�n�i�n�g� �t�h�e� �r�e�l�a�t�i�o�n�s�h�i�p� �b�e�t�w�e�e�n� �f�r�a�n�c�h�i�s�e�e� �s�a�t�i�s�f�a�c�t�i�o�n� 

�a�n�d� �t�u�r�n�o�v�e�r� �b�e�h�a�v�i�o�r�.� 

�S�U�M�M�A�R�Y� 

�T�h�e� �c�h�a�p�t�e�r� �g�i�v�e�s� �a�n� �o�v�e�r�v�i�e�w� �o�f� �f�r�a�n�c�h�i�s�i�n�g� �a�n�d� �r�e�g�u�l�a�t�i�o�n�s� �p�e�r�t�a�i�n�i�n�g� �t�o� 

�f�r�a�n�c�h�i�s�i�n�g�.� �A� �f�o�u�r� �p�h�a�s�e� �f�r�a�n�c�h�i�s�o�r� �a�n�d� �f�r�a�n�c�h�i�s�e�e� �r�e�l�a�t�i�o�n�s�h�i�p� �i�s� �p�r�e�s�e�n�t�e�d� �t�o� �s�t�r�e�s�s� 

�t�h�e� �i�m�p�o�r�t�a�n�c�e� �o�f� �a� �d�i�m�e�n�s�i�o�n� �w�h�i�c�h� �i�s� �d�i�f�f�e�r�e�n�t� �f�r�o�m� �t�h�e� �t�r�a�d�i�t�i�o�n�a�l� �c�o�n�t�r�a�c�t�u�a�l� 

�r�e�l�a�t�i�o�n�s�h�i�p�.� �T�h�r�o�u�g�h� �t�h�e� �c�o�n�s�t�r�u�c�t� �o�f� �s�a�t�i�s�f�a�c�t�i�o�n�,� �t�h�r�e�e� �p�e�r�s�p�e�c�t�i�v�e�s� �w�e�r�e� �a�d�o�p�t�e�d� �t�o� 

�e�x�a�m�i�n�e� �t�h�e� �f�r�a�n�c�h�i�s�o�r�-�f�r�a�n�c�h�i�s�e�e� �r�e�l�a�t�i�o�n�s�h�i�p�.� �F�i�n�a�l�l�y�,� �i�t� �i�s� �i�n�d�i�c�a�t�e�d� �t�h�a�t� �e�v�e�n� �t�h�o�u�g�h� 

�a� �g�r�e�a�t� �a�m�o�u�n�t� �o�f� �r�e�s�e�a�r�c�h� �h�a�s� �b�e�e�n� �d�o�n�e� �o�n� �t�h�e� �r�e�l�a�t�i�o�n�s�h�i�p� �b�e�t�w�e�e�n� �e�m�p�l�o�y�e�e�'�s� 

�s�a�t�i�s�f�a�c�t�i�o�n� �a�n�d� �t�u�r�n�o�v�e�r� �b�e�h�a�v�i�o�r�,� �t�h�e�r�e� �i�s� �a� �l�a�c�k� �o�f� �r�e�s�e�a�r�c�h� �e�f�f�o�r�t�s� �i�n� �e�x�a�m�i�n�i�n�g� �t�h�e� 

�r�e�l�a�t�i�o�n�s�h�i�p� �b�e�t�w�e�e�n� �f�r�a�n�c�h�i�s�e�e ��s� �s�a�t�i�s�f�a�c�t�i�o�n� �a�n�d� �h�i�s� �o�r� �h�e�r� �t�u�r�n�o�v�e�r� �b�e�h�a�v�i�o�r�.



�C�H�A�P�T�E�R� �T�H�R�E�E� 

�M�E�T�H�O�D�O�L�O�G�Y� 

�3�5



�3�6� 

�R�E�S�E�A�R�C�H� �Q�U�E�S�T�I�O�N�S� 

�I�n� �t�h�e� �p�r�e�v�i�o�u�s� �c�h�a�p�t�e�r�s�,� �p�r�o�b�l�e�m�s� �w�e�r�e� �i�d�e�n�t�i�f�i�e�d� �a�n�d� �s�t�u�d�i�e�d� �r�e�g�a�r�d�i�n�g� �t�h�e� 

�f�r�a�n�c�h�i�s�o�r� �a�n�d� �f�r�a�n�c�h�i�s�e�e� �r�e�l�a�t�i�o�n�s�h�i�p�.� �T�h�e� �f�o�l�l�o�w�i�n�g� �r�e�s�e�a�r�c�h� �q�u�e�s�t�i�o�n�s� �a�d�d�r�e�s�s� 

�o�b�j�e�c�t�i�v�e�s� �t�h�a�t� �a�r�e� �p�l�a�n�n�e�d� �t�o� �b�e� �a�c�c�o�m�p�l�i�s�h�e�d� �b�y� �t�h�i�s� �s�t�u�d�y�:� 

�1�.� �W�h�a�t� �a�r�e� �t�h�e� �r�e�a�s�o�n�s� �f�o�r� �f�r�a�n�c�h�i�s�o�r� �a�n�d� �f�r�a�n�c�h�i�s�e�e� �t�o� �e�n�d� �t�h�e�i�r� 
�c�o�n�t�r�a�c�t�u�a�l� �r�e�l�a�t�i�o�n�s�h�i�p�?� 

�2�.� �D�o� �t�e�r�m�i�n�a�t�e�d� �f�r�a�n�c�h�i�s�e�e�s� �f�e�e�l� �l�e�s�s� �s�a�t�i�s�f�i�e�d� �w�i�t�h� �t�h�e�i�r� �f�r�a�n�c�h�i�s�e� �s�y�s�t�e�m� 
�t�h�a�n� �c�u�r�r�e�n�t� �f�r�a�n�c�h�i�s�e�e�s�?� 

�3�.� �I�s� �t�h�e�r�e� �a� �r�e�l�a�t�i�o�n�s�h�i�p� �b�e�t�w�e�e�n� �f�r�a�n�c�h�i�s�e�e�'�s� �s�a�t�i�s�f�a�c�t�i�o�n� �a�n�d� �h�i�s�/�h�e�r� 
�f�u�t�u�r�e� �i�n�t�e�n�t�i�o�n�?� 

�O�P�E�R�A�T�I�O�N�A�L� �D�E�F�I�N�I�T�I�O�N�S� �A�N�D� �M�E�A�S�U�R�E�M�E�N�T� 

�D�e�p�e�n�d�e�n�t� �V�a�r�i�a�b�l�e� �-�-� �F�r�a�n�c�h�i�s�e�e� �T�u�r�n�o�v�e�r� 

�T�h�e� �d�e�p�e�n�d�e�n�t� �v�a�r�i�a�b�l�e� �f�o�r� �t�h�i�s� �s�t�u�d�y� �i�s� �f�r�a�n�c�h�i�s�e�e� �t�u�r�n�o�v�e�r�.� �T�o� �d�a�t�e�,� �t�h�e�r�e� �h�a�s� 

�b�e�e�n� �n�o� �p�u�b�l�i�s�h�e�d� �s�t�u�d�y� �w�h�i�c�h� �i�n�v�e�s�t�i�g�a�t�e�s� �f�r�a�n�c�h�i�s�e�e� �t�u�r�n�o�v�e�r�.� �F�o�r� �t�h�e� �p�u�r�p�o�s�e� �o�f� �t�h�i�s� 

�s�t�u�d�y�,� �f�r�a�n�c�h�i�s�e�e� �t�u�r�n�o�v�e�r� �i�s� �d�e�f�i�n�e�d� �t�o� �h�a�v�e� �o�c�c�u�r�r�e�d� �w�h�e�n� �t�h�e� �c�o�n�t�r�a�c�t�u�a�l� �r�e�l�a�t�i�o�n�s�h�i�p� 

�b�e�t�w�e�e�n� �t�h�e� �f�r�a�n�c�h�i�s�o�r� �a�n�d� �f�r�a�n�c�h�i�s�e�e� �c�e�a�s�e�s� �t�o� �c�o�n�t�i�n�u�e�.� �T�h�e� �a�c�t�u�a�l� �t�u�r�n�o�v�e�r� �m�a�y� �t�a�k�e� 

�p�l�a�c�e� �u�n�d�e�r� �t�w�o� �d�i�f�f�e�r�e�n�t� �s�i�t�u�a�t�i�o�n�s�:



�3�7� 

�1�.� �F�r�a�n�c�h�i�s�e� �c�o�n�t�r�a�c�t� �t�e�r�m�i�n�a�t�e�d�,� �e�i�t�h�e�r� �b�y� �t�h�e� �f�r�a�n�c�h�i�s�o�r� �o�r� �t�h�e� 
�f�r�a�n�c�h�i�s�e�e�,� �p�r�i�o�r� �t�o� �t�e�r�m� �d�a�t�e�.� 

�2�.� �F�r�a�n�c�h�i�s�e� �c�o�n�t�r�a�c�t� �e�x�p�i�r�e�d� �a�n�d� �n�o�t� �r�e�n�e�w�e�d�,� �e�i�t�h�e�r� �b�y� �t�h�e� �f�r�a�n�c�h�i�s�o�r� �o�r� 
�t�h�e� �f�r�a�n�c�h�i�s�e�e�,� �a�t� �t�h�e� �e�n�d� �o�f� �t�h�e� �t�e�r�m� �d�a�t�e�.� 

�T�h�e�s�e� �t�w�o� �s�i�t�u�a�t�i�o�n�s� �c�o�v�e�r� �b�o�t�h� �v�o�l�u�n�t�a�r�y� �a�n�d� �i�n�v�o�l�u�n�t�a�r�y� �t�u�r�n�o�v�e�r�s�.� 

�T�e�r�m�i�n�a�t�i�o�n� �o�r� �n�o�n�-�r�e�n�e�w�a�l� �o�f� �f�r�a�n�c�h�i�s�e� �c�o�n�t�r�a�c�t� �i�n�i�t�i�a�t�e�d� �b�y� �t�h�e� �f�r�a�n�c�h�i�s�e�e� �i�s� 

�c�o�n�s�i�d�e�r�e�d� �a�s� �v�o�l�u�n�t�a�r�y� �f�r�a�n�c�h�i�s�e�e� �t�u�r�n�o�v�e�r�;� �t�e�r�m�i�n�a�t�i�o�n� �o�r� �n�o�n�-�r�e�n�e�w�a�l� �o�f� �f�r�a�n�c�h�i�s�e� 

�c�o�n�t�r�a�c�t� �i�n�i�t�i�a�t�e�d� �b�y� �t�h�e� �f�r�a�n�c�h�i�s�o�r� �i�s� �c�o�n�s�i�d�e�r�e�d� �a�s� �i�n�v�o�l�u�n�t�a�r�y� �t�u�r�n�o�v�e�r�.� �H�o�w�e�v�e�r�,� �d�u�e� 

�t�o� �t�h�e� �l�i�m�i�t�a�t�i�o�n� �o�f� �t�h�e� �s�a�m�p�l�e�,�  ��t�e�r�m�i�n�a�t�e�d� �f�r�a�n�c�h�i�s�e�e �� �w�i�l�l� �b�e� �u�s�e�d� �t�o� �r�e�p�r�e�s�e�n�t� �b�o�t�h� 

�v�o�l�u�n�t�a�r�i�l�y� �a�n�d� �i�n�v�o�l�u�n�t�a�r�i�l�y� �t�u�r�n�o�v�e�r�.� �F�u�r�t�h�e�r�m�o�r�e�,� �a�s� �a�c�t�u�a�l� �t�u�r�n�o�v�e�r� �b�e�h�a�v�i�o�r� 

�c�a�n�n�o�t� �b�e� �o�b�s�e�r�v�e�d� �f�r�o�m� �t�h�e� �f�r�a�n�c�h�i�s�e�e�s�,� �f�r�a�n�c�h�i�s�e�e ��s� �f�u�t�u�r�e� �i�n�t�e�n�t�i�o�n� �o�f� �t�h�e� �f�r�a�n�c�h�i�s�e� 

�b�u�s�i�n�e�s�s� �w�i�l�l� �b�e� �u�s�e�d� �t�o� �a�s�s�e�s�s� �t�h�e� �a�t�t�i�t�u�d�e�s� �o�f� �t�h�e� �f�r�a�n�c�h�i�s�e�e�s�.� 

�I�n�d�e�p�e�n�d�e�n�t� �V�a�r�i�a�b�l�e� �-�-� �F�r�a�n�c�h�i�s�e�e� �S�a�t�i�s�f�a�c�t�i�o�n� 

�T�h�e� �i�n�d�e�p�e�n�d�e�n�t� �v�a�r�i�a�b�l�e� �f�o�r� �t�h�i�s� �s�t�u�d�y� �i�s� �f�r�a�n�c�h�i�s�e�e�'�s� �s�a�t�i�s�f�a�c�t�i�o�n� �t�o�w�a�r�d�s� �t�h�e� 

�f�r�a�n�c�h�i�s�e� �s�y�s�t�e�m�.� �M�a�n�y� �e�a�r�l�y� �s�t�u�d�i�e�s� �o�n� �c�h�a�n�n�e�l� �m�e�m�b�e�r� �s�a�t�i�s�f�a�c�t�i�o�n� �h�a�v�e� �u�s�e�d� �c�r�u�d�e� 

�m�e�a�s�u�r�e�m�e�n�t� �t�o� �m�e�a�s�u�r�e� �s�a�t�i�s�f�a�c�t�i�o�n�.� �H�u�n�t� �a�n�d� �N�e�v�i�n� �(�1�9�7�4�)� �o�p�e�r�a�t�i�o�n�a�l�l�y� �d�e�f�i�n�e� 

�s�a�t�i�s�f�a�c�t�i�o�n� �i�n� �t�e�r�m�s� �o�f� �f�r�a�n�c�h�i�s�e�e ��s� �w�i�l�l�i�n�g�n�e�s�s� �t�o� �c�o�n�t�i�n�u�e� �t�h�e� �f�r�a�n�c�h�i�s�e� �r�e�l�a�t�i�o�n�s�h�i�p� 

�a�n�d� �t�r�e�a�t�e�d� �i�t� �a�s� �a� �o�n�e�-�d�i�m�e�n�s�i�o�n�a�l� �c�o�n�s�t�r�u�c�t�.� �R�o�s�e�n�b�e�r�g� �a�n�d� �S�t�e�r�n� �(�1�9�7�1�)� �a�n�d� 

�W�i�l�k�i�n�s�o�n� �(�1�9�7�9�)� �m�e�a�s�u�r�e�d� �c�h�a�n�n�e�l� �m�e�m�b�e�r� �s�a�t�i�s�f�a�c�t�i�o�n� �o�n� �s�i�n�g�l�e�-�i�t�e�m� �s�c�a�l�e� �r�a�n�g�i�n�g� 

�f�r�o�m�  ��v�e�r�y� �s�a�t�i�s�f�i�e�d �� �t�o�  ��v�e�r�y� �d�i�s�s�a�t�i�s�f�i�e�d�. �� 

�L�u�s�c�h� �(�1�9�7�7�)� �a�d�v�a�n�c�e�d� �f�r�o�m� �p�r�e�v�i�o�u�s� �s�t�u�d�i�e�s� �a�n�d� �a�r�g�u�e�d� �t�h�a�t� �f�r�a�n�c�h�i�s�e�e� 

�s�a�t�i�s�f�a�c�t�i�o�n� �i�s� �b�a�s�e�d� �o�n� �a� �d�o�m�a�i�n� �o�f� �i�t�e�m�s� �o�v�e�r� �w�h�i�c�h� �t�h�e� �f�r�a�n�c�h�i�s�e�e� �c�o�u�l�d� �b�e� �s�a�t�i�s�f�i�e�d� �o�r� 

�d�i�s�s�a�t�i�s�f�i�e�d� �w�i�t�h� �t�h�e� �f�r�a�n�c�h�i�s�o�r�.� �H�e� �a�s�s�e�s�s�e�d� �s�a�t�i�s�f�a�c�t�i�o�n� �a�c�r�o�s�s� �a� �d�o�m�a�i�n� �o�f� �s�i�x�t�e�e�n
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�f�r�a�n�c�h�i�s�e�e� �b�u�s�i�n�e�s�s� �p�o�l�i�c�i�e�s� �(�L�u�s�c�h�,� �1�9�7�7�)�.� �I�n� �f�a�c�t�,� �r�e�c�e�n�t� �s�t�u�d�i�e�s� �s�u�g�g�e�s�t� �t�h�a�t� �i�t� �i�s� 

�f�u�n�c�t�i�o�n�a�l� �t�o� �f�o�c�u�s� �o�n� �c�h�a�n�n�e�l� �m�e�m�b�e�r�s �� �p�e�r�c�e�p�t�i�o�n�s� �o�f� �f�u�l�l� �r�a�n�g�e� �o�f� �o�r�g�a�n�i�z�a�t�i�o�n�a�l� �a�n�d� 

�s�o�c�i�a�l� �v�a�r�i�a�b�l�e�s� �w�h�e�n� �m�e�a�s�u�r�i�n�g� �c�h�a�n�n�e�l�-�m�e�m�b�e�r� �s�a�t�i�s�f�a�c�t�i�o�n� �(�S�c�h�u�l� �e�t� �a�l�.�,� �1�9�8�5�;� �R�u�e�k�e�r�t� 

�a�n�d� �C�h�u�r�c�h�i�l�l�,� �1�9�8�4�;� �L�u�s�c�h�,� �1�9�7�7�)�.� �M�u�t�l�i�-�i�t�e�m� �m�e�a�s�u�r�e�s� �a�r�e� �m�o�r�e� �p�r�e�f�e�r�a�b�l�e� �b�e�c�a�u�s�e� 

�t�h�e�y� �o�v�e�r�c�o�m�e� �a�t� �l�e�a�s�t� �t�h�r�e�e� �w�e�a�k�n�e�s�s�e�s� �t�h�a�t� �s�i�n�g�l�e�-�i�t�e�m� �m�e�a�s�u�r�e�s� �p�o�s�s�e�s�s�:� �1�)� �i�n�d�i�v�i�d�u�a�l� 

�i�t�e�m� �b�e�a�r� �c�o�n�s�i�d�e�r�a�b�l�e� �s�p�e�c�i�f�i�c�i�t�y� �a�n�d� �u�n�i�q�u�e�n�e�s�s�,� �2�)� �t�h�e�y� �p�e�r�m�i�t� �o�n�l�y� �g�r�o�s�s� �d�i�s�t�i�n�c�t�i�o�n�s� 

�a�m�o�n�g� �o�b�j�e�c�t�s�,� �a�n�d� �3�)� �t�h�e�y� �a�r�e�  ��n�o�t�o�r�i�o�u�s�l�y �� �u�n�r�e�l�i�a�b�l�e� �(�R�u�e�k�e�r�t� �a�n�d� �C�h�u�r�c�h�i�l�l�,� �1�9�8�4�)�.� 

�K�n�i�g�h�t� �(�1�9�8�4� �a�n�d� �1�9�8�6�)� �m�e�a�s�u�r�e�d� �s�a�t�i�s�f�a�c�t�i�o�n� �f�r�o�m� �a� �v�a�r�i�e�t�y� �o�f� �f�r�a�n�c�h�i�s�e� �s�y�s�t�e�m�s� 

�i�n� �C�a�n�a�d�a� �w�i�t�h� �e�i�g�h�t�e�e�n� �i�t�e�m�s� �o�n� �i�n�i�t�i�a�l� �a�n�d� �o�n�g�o�i�n�g� �s�e�r�v�i�c�e�s�.� �R�u�e�k�e�r�t� �a�n�d� �C�h�u�r�c�h�i�l�l� 

�(�1�9�8�4�)� �p�r�o�p�o�s�e�d� �t�h�a�t� �c�h�a�n�n�e�l� �m�e�m�b�e�r� �s�a�t�i�s�f�a�c�t�i�o�n� �c�o�v�e�r�s� �f�i�v�e� �d�i�m�e�n�s�i�o�n�s�:� 

�1�.� �P�r�o�d�u�c�t�:� �d�e�m�a�n�d� �a�w�a�r�e�n�e�s�s�,� �a�n�d� �q�u�a�l�i�t�y� �o�f� �t�h�e� �m�a�n�u�f�a�c�t�u�r�e�r�s �� 
�p�r�o�d�u�c�t�s�,� 

�2�.� �F�i�n�a�n�c�i�a�l�:� �t�h�e� �a�t�t�r�a�c�t�i�v�e�n�e�s�s� �o�f� �t�h�e� �a�r�r�a�n�g�e�m�e�n�t� �w�i�t�h� �r�e�s�p�e�c�t� �t�o� �s�u�c�h� 
�m�a�t�t�e�r�s� �a�s� �i�n�t�e�r�m�e�d�i�a�r�y� �m�a�r�g�i�n�s� �a�n�d� �r�e�t�u�r�n� �o�n� �i�n�v�e�s�t�m�e�n�t�,� 

�3�.� �M�a�r�k�e�t�i�n�g�/� �a�d�v�e�r�t�i�s�i�n�g�:� �h�o�w� �w�e�l�l� �t�h�e� �m�a�n�u�f�a�c�t�u�r�e�r� �s�u�p�p�o�r�t�s� �t�h�e� 
�i�n�t�e�r�m�e�d�i�a�r�y� �w�i�t�h� �s�u�c�h� �a�i�d�s� �a�s� �c�o�o�p�e�r�a�t�i�v�e� �a�d�v�e�r�t�i�s�i�n�g� �p�r�o�g�r�a�m�s� �a�n�d� 
�p�o�i�n�t�-�o�f�-�p�u�r�c�h�a�s�e� �d�i�s�p�l�a�y�s�,� 

�4�.� �S�o�c�i�a�l� �i�n�t�e�r�a�c�t�i�o�n�:� �h�o�w� �s�a�t�i�s�f�a�c�t�o�r�i�l�y� �t�h�e� �i�n�t�e�r�a�c�t�i�o�n�s� �b�e�t�w�e�e�n� 
�i�n�t�e�r�m�e�d�i�a�r�y� �a�n�d� �m�a�n�u�f�a�c�t�u�r�e�r� �h�a�v�e� �b�e�e�n� �h�a�n�d�l�e�d�,� �p�r�i�m�a�r�i�l�y� 
�t�h�r�o�u�g�h� �s�a�l�e�s� �r�e�p�r�e�s�e�n�t�a�t�i�v�e� �s�e�r�v�i�c�i�n�g� �t�h�e� �a�c�c�o�u�n�t�,� �a�n�d� 

�5�.� �O�t�h�e�r� �a�s�s�i�s�t�a�n�c�e�s�:� �o�r�d�e�r�s�,� �d�e�l�i�v�e�r�y�,� �s�h�i�p�p�i�n�g�,� �a�n�d� �h�a�n�d�l�i�n�g�.� 

�S�c�h�u�l� �e�t� �a�l�.� �(�1�9�8�5�)� �u�s�e�d� �f�i�v�e�-�p�o�i�n�t� �L�i�k�e�r�t� �s�c�a�l�e� �a�n�d� �d�e�v�e�l�o�p�e�d� �a� �f�o�u�r�-�d�i�m�e�n�s�i�o�n�a�l� 

�f�r�a�n�c�h�i�s�e�e� �s�a�t�i�s�f�a�c�t�i�o�n� �m�e�a�s�u�r�e�m�e�n�t� �f�o�r� �r�e�a�l� �e�s�t�a�t�e� �b�r�o�k�e�r�a�g�e� �s�e�r�v�i�c�e� �f�r�a�n�c�h�i�s�e�s�.� �T�h�e� 

�a�r�e�a�s� �c�o�v�e�r�e�d� �b�y� �t�h�i�s� �m�e�a�s�u�r�e�m�e�n�t� �i�n�c�l�u�d�e�:� 

�1�.� �F�r�a�n�c�h�i�s�e� �a�d�m�i�n�i�s�t�r�a�t�i�o�n�:� �r�e�f�l�e�c�t�s� �h�o�w� �w�e�l�l� �s�a�t�i�s�f�a�c�t�o�r�i�l�y� �i�n�t�e�r�a�c�t�i�o�n�s� 
�b�e�t�w�e�e�n� �f�r�a�n�c�h�i�s�e�e� �a�n�d� �f�r�a�n�c�h�i�s�o�r� �a�r�e� �h�a�n�d�l�e�d�,� �p�r�i�m�a�r�i�l�y� �t�h�r�o�u�g�h� 
�a�d�m�i�n�i�s�t�r�a�t�i�v�e� �p�e�r�s�o�n�n�e�l� �r�e�p�r�e�s�e�n�t�i�n�g� �t�h�e� �f�r�a�n�c�h�i�s�o�r�;
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�2�.� �S�e�r�v�i�c�e� �s�u�p�p�o�r�t�:� �a�s�s�e�s�s�e�s� �h�o�w� �w�e�l�l� �t�h�e� �f�r�a�n�c�h�i�s�o�r� �s�u�p�p�o�r�t�s� �t�h�e� 
�f�r�a�n�c�h�i�s�e�e� �w�i�t�h� �s�u�c�h� �a�i�d�s� �a�s� �p�r�o�m�o�t�i�o�n�a�l� �s�u�p�p�o�r�t�,� �m�a�n�a�g�e�r�i�a�l� �a�n�d� 
�s�a�l�e�s� �t�r�a�i�n�i�n�g� �a�s�s�i�s�t�a�n�c�e�,� �a�n�d� �n�e�w� �s�e�r�v�i�c�e� �i�d�e�a�s�;� 

�3�.� �R�e�w�a�r�d�s�:� �r�e�f�l�e�c�t�s� �t�h�e� �a�t�t�r�a�c�t�i�v�e�n�e�s�s� �o�f� �t�h�e� �f�r�a�n�c�h�i�s�e� �a�r�r�a�n�g�e�m�e�n�t� �w�i�t�h� 
�r�e�s�p�e�c�t� �t�o� �b�o�t�h� �e�x�t�r�i�n�s�i�c� �r�e�w�a�r�d�s� �a�n�d� �i�n�t�r�i�n�s�i�c� �r�e�w�a�r�d�s� �p�r�o�v�i�d�e�d� �b�y� �t�h�e� 
�f�r�a�n�c�h�i�s�e� �o�r�g�a�n�i�z�a�t�i�o�n� �t�o� �t�h�e� �f�r�a�n�c�h�i�s�e�e�;� �a�n�d� 

�4�.� �F�r�a�n�c�h�i�s�e� �f�e�e� �p�o�l�i�c�i�e�s�:� �d�e�s�c�r�i�b�e�s� �t�h�e� �f�r�a�n�c�h�i�s�e�e ��s� �f�e�e�l�i�n�g� �r�e�g�a�r�d�i�n�g� �t�h�e� 
�f�a�i�r�n�e�s�s� �o�f� �t�h�e� �f�r�a�n�c�h�i�s�e� �o�r�g�a�n�i�z�a�t�i�o�n�'�s� �a�p�p�r�o�a�c�h� �t�o� �f�r�a�n�c�h�i�s�e�e� 
�d�e�t�e�r�m�i�n�a�t�i�o�n� �a�n�d� �p�r�o�c�e�d�u�r�e�s� �f�o�r� �c�o�l�l�e�c�t�i�o�n� �o�f� �i�n�i�t�i�a�l� �f�r�a�n�c�h�i�s�e� �a�n�d� 
�o�n�g�o�i�n�g� �f�e�e�s�.� 

�M�a�y�o� �e�t� �a�l�.� �(�1�9�9�0�)� �i�n�q�u�i�r�e�d� �f�r�a�n�c�h�i�s�e�e ��s� �c�o�n�t�r�a�c�t�u�a�l� �s�a�t�i�s�f�a�c�t�i�o�n� �o�n� �t�w�e�n�t�y� 

�c�o�n�t�r�a�c�t� �i�s�s�u�e� �c�o�v�e�r�a�g�e�s� �a�s� �w�e�l�l� �a�s� �f�r�a�n�c�h�i�s�e�e ��s� �o�v�e�r�a�l�l� �s�a�t�i�s�f�a�c�t�i�o�n� �o�n� �e�i�g�h�t� �g�e�n�e�r�a�l� �i�t�e�m�s� 

�r�e�g�a�r�d�i�n�g� �t�h�e� �f�r�a�n�c�h�i�s�e� �s�y�s�t�e�m�.� �T�h�e�y� �a�r�e�:� 

�1�.� �P�a�s�t� �e�a�r�n�i�n�g�s� 

�2�.� �C�u�r�r�e�n�t� �e�a�r�n�i�n�g�s� 

�3�.� �P�o�t�e�n�t�i�a�l� �f�o�r� �g�r�o�w�t�h� 

�4�.� �F�r�a�n�c�h�i�s�o�r� �a�d�v�e�r�t�i�s�i�n�g� �s�u�p�p�o�r�t� 

�5�.� �F�r�a�n�c�h�i�s�o�r� �o�p�e�r�a�t�i�n�g� �a�s�s�i�s�t�a�n�c�e� 

�6�.� �N�e�w� �p�r�o�d�u�c�t� �d�e�v�e�l�o�p�m�e�n�t� 

�7�.� �F�r�a�n�c�h�i�s�o�r� �r�e�p�r�e�s�e�n�t�a�t�i�v�e�s�,� �a�n�d� 

�8�.� �D�a�y� �t�o� �d�a�y� �r�e�l�a�t�i�o�n�s�h�i�p� 

�B�a�s�e�d� �o�n� �p�r�i�o�r� �s�t�u�d�i�e�s� �a�n�d� �t�h�e� �n�a�t�u�r�e� �o�f� �t�h�i�s� �s�t�u�d�y�,� �f�r�a�n�c�h�i�s�e�e� �s�a�t�i�s�f�a�c�t�i�o�n� �i�s� 

�o�p�e�r�a�t�i�o�n�a�l�i�z�e�d� �b�y� �s�t�r�u�c�t�u�r�i�n�g� �a� �m�u�l�t�i�-�d�i�m�e�n�s�i�o�n�a�l� �m�e�a�s�u�r�e�m�e�n�t�.� �S�p�e�c�i�f�i�c�a�l�l�y�,� �t�h�e� 

�s�a�t�i�s�f�a�c�t�i�o�n� �m�e�a�s�u�r�e�m�e�n�t� �u�s�e�d� �f�o�r� �t�h�i�s� �s�t�u�d�y� �c�o�v�e�r�s� �t�h�e� �f�o�l�l�o�w�i�n�g� �f�i�v�e� �d�i�m�e�n�s�i�o�n�s�:� 

�1�.� �C�o�n�t�r�a�c�t� �a�r�r�a�n�g�e�m�e�n�t�:� �i�n�c�l�u�d�e�s� �f�r�a�n�c�h�i�s�e� �f�e�e�s�,� �m�o�n�t�h�l�y� �r�o�y�a�l�t�i�e�s� �a�n�d� 
�a�d�v�e�r�t�i�s�i�n�g� �f�e�e�s�,� �a�n�d� �t�e�r�r�i�t�o�r�i�a�l� �r�e�s�t�r�i�c�t�i�o�n�s�.� 

�2�.� �S�e�r�v�i�c�e� �s�u�p�p�o�r�t�s�:� �i�n�c�l�u�d�e�s� �t�r�a�i�n�i�n�g�,� �s�i�t�e� �s�e�l�e�c�t�i�o�n�,� �c�e�n�t�r�a�l�i�z�e�d� �p�u�r�c�h�a�s�e�,� 
�a�d�v�e�r�t�i�s�i�n�g� �p�r�o�g�r�a�m�,� �a�n�d� �o�n�-�g�o�i�n�g� �s�e�r�v�i�c�e�s�.� 

�3�.� �R�e�w�a�r�d�s�:� �i�n�c�l�u�d�e�s� �e�x�t�r�i�n�s�i�c� �a�n�d� �i�n�t�r�i�n�s�i�c� �r�e�w�a�r�d�s�.
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�4�.� �S�o�c�i�a�l� �I�n�t�e�r�a�c�t�i�o�n�:� �i�n�c�l�u�d�e�s� �a�u�t�o�n�o�m�y� �i�n� �d�e�c�i�s�i�o�n� �m�a�k�i�n�g�,� �c�h�a�n�n�e�l�s� �o�f� 
�c�o�m�m�u�n�i�c�a�t�i�o�n�,� �t�h�e� �f�r�a�n�c�h�i�s�e� �a�d�v�i�s�o�r�y� �c�o�m�m�i�t�t�e�e�,� �f�r�a�n�c�h�i�s�o�r� 
�r�e�p�r�e�s�e�n�t�a�t�i�v�e�,� �a�n�d� �c�o�n�f�i�d�e�n�c�e� �i�n� �f�r�a�n�c�h�i�s�o�r�.� 

�5�.� �G�e�n�e�r�a�l� �S�a�t�i�s�f�a�c�t�i�o�n�:� �c�o�v�e�r�s� �t�h�e� �o�v�e�r�a�l�l� �s�a�t�i�s�f�a�c�t�i�o�n� �l�e�v�e�l� �t�o�w�a�r�d�s� �t�h�e� 
�f�r�a�n�c�h�i�s�o�r� �a�n�d� �f�r�a�n�c�h�i�s�e� �s�y�s�t�e�m�.� 

�R�E�S�E�A�R�C�H� �D�E�S�I�G�N� 

�T�h�e� �p�u�r�p�o�s�e� �o�f� �t�h�i�s� �s�t�u�d�y� �i�s� �t�o� �e�x�a�m�i�n�e� �t�h�e� �r�e�l�a�t�i�o�n�s�h�i�p� �b�e�t�w�e�e�n� �s�a�t�i�s�f�a�c�t�i�o�n� �a�n�d� 

�t�u�r�n�o�v�e�r� �o�f� �t�h�e� �q�u�i�c�k� �s�e�r�v�i�c�e� �f�r�a�n�c�h�i�s�e� �o�p�e�r�a�t�i�o�n�s� �t�h�r�o�u�g�h� �t�h�e� �i�n�v�e�s�t�i�g�a�t�i�o�n� �o�f� �f�r�a�n�c�h�i�s�e�e� 

�t�u�r�n�o�v�e�r� �p�r�a�c�t�i�c�e�.� �T�h�e� �c�o�n�t�e�x�t� �f�o�r� �t�h�i�s� �r�e�s�e�a�r�c�h� �i�s� �t�h�e� �q�u�i�c�k� �s�e�r�v�i�c�e� �f�r�a�n�c�h�i�s�e� �i�n�d�u�s�t�r�y�.� 

�T�h�i�s� �s�t�u�d�y� �s�e�e�k�s� �t�o� �f�i�n�d� �e�v�i�d�e�n�c�e� �o�f� �a� �r�e�l�a�t�i�o�n�s�h�i�p� �b�e�t�w�e�e�n� �f�r�a�n�c�h�i�s�e�e� �s�a�t�i�s�f�a�c�t�i�o�n� �a�n�d� 

�t�u�r�n�o�v�e�r� �b�e�h�a�v�i�o�r�s�.� �T�u�r�n�o�v�e�r� �f�r�a�n�c�h�i�s�e�e�s� �a�r�e� �a�s�k�e�d� �t�o� �r�a�t�e� �t�h�e�i�r� �s�a�t�i�s�f�a�c�t�i�o�n� �o�n� �v�a�r�i�o�u�s� 

�a�s�p�e�c�t�s� �o�f� �t�h�e�i�r� �f�r�a�n�c�h�i�s�e� �s�y�s�t�e�m�.� �I�t� �i�s� �r�e�a�s�o�n�a�b�l�e� �t�o� �a�s�s�u�m�e� �t�h�a�t� �t�u�r�n�o�v�e�r� �f�r�a�n�c�h�i�s�e�e�s� �a�r�e� 

�l�e�s�s� �s�a�t�i�s�f�i�e�d� �w�i�t�h� �t�h�e� �f�r�a�n�c�h�i�s�e� �s�y�s�t�e�m� �a�n�d� �t�h�u�s� �c�h�o�o�s�e� �o�r� �w�e�r�e� �f�o�r�c�e�d� �t�o� �t�e�r�m�i�n�a�t�e� �o�r� 

�n�o�t� �r�e�n�e�w� �t�h�e� �c�o�n�t�r�a�c�t�.� �H�o�w�e�v�e�r�,� �t�h�i�s� �a�s�s�u�m�p�t�i�o�n� �r�e�q�u�i�r�e�s� �f�u�r�t�h�e�r� �e�x�a�m�i�n�a�t�i�o�n� �b�e�c�a�u�s�e� 

�i�t� �n�e�g�l�e�c�t�s� �t�h�e� �p�o�s�s�i�b�i�l�i�t�y� �t�h�a�t� �b�y� �e�n�q�u�i�r�i�n�g� �t�h�e�s�e� �f�r�a�n�c�h�i�s�e�e�s �� �s�a�t�i�s�f�a�c�t�i�o�n�s� �a�f�t�e�r� �t�h�e� 

�t�u�r�n�o�v�e�r� �i�n�c�i�d�e�n�t�,� �t�h�e� �s�a�t�i�s�f�a�c�t�i�o�n� �l�e�v�e�l� �m�a�y� �b�e� �s�k�e�w�e�d�.� �T�h�u�s� �t�u�r�n�o�v�e�r� �f�r�a�n�c�h�i�s�e�e�s� �m�a�y� 

�f�e�e�l� �d�i�f�f�e�r�e�n�t�l�y� �t�o�w�a�r�d� �t�h�e�i�r� �f�r�a�n�c�h�i�s�e� �s�y�s�t�e�m� �a�f�t�e�r� �t�h�e� �i�n�c�i�d�e�n�t�.� �I�n� �t�h�i�s� �s�t�u�d�y� �t�w�o� 

�s�a�m�p�l�e� �g�r�o�u�p�s� �w�e�r�e� �s�e�l�e�c�t�e�d�,� �n�a�m�e�l�y� �t�h�e� �t�u�r�n�o�v�e�r� �f�r�a�n�c�h�i�s�e�e�s� �a�n�d� �c�u�r�r�e�n�t� �f�r�a�n�c�h�i�s�e�e�s�.� 

�C�u�r�r�e�n�t� �f�r�a�n�c�h�i�s�e�e�s� �w�e�r�e� �a�s�k�e�d� �t�o� �p�r�o�v�i�d�e� �l�e�v�e�l� �o�f� �t�h�e�i�r� �s�a�t�i�s�f�a�c�t�i�o�n� �t�o�w�a�r�d� �t�h�e� �f�r�a�n�c�h�i�s�e� 

�s�y�s�t�e�m� �a�s� �w�e�l�l� �a�s� �f�u�t�u�r�e� �i�n�t�e�n�t�i�o�n� �o�f� �t�h�e� �f�r�a�n�c�h�i�s�e�s� �p�e�r�t�a�i�n�i�n�g� �t�o� �t�h�e� �c�o�n�t�r�a�c�t� 

�a�r�r�a�n�g�e�m�e�n�t�.� �T�u�r�n�o�v�e�r� �f�r�a�n�c�h�i�s�e�e�s� �w�e�r�e� �a�s�k�e�d�,� �i�n� �a�d�d�i�t�i�o�n� �t�o� �t�h�e� �s�a�t�i�s�f�a�c�t�i�o�n� �l�e�v�e�l� 

�t�o�w�a�r�d� �t�h�e�i�r� �f�o�r�m�e�r� �f�r�a�n�c�h�i�s�e� �s�y�s�t�e�m� �a�n�d� �f�u�t�u�r�e� �i�n�t�e�n�t�i�o�n�,� �a� �s�e�r�i�e�s� �o�f� �q�u�e�s�t�i�o�n�s
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�p�e�r�t�a�i�n�i�n�g� �t�o� �t�h�e� �n�a�t�u�r�e� �o�f� �t�h�e� �t�e�r�m�i�n�a�t�i�o�n� �p�r�o�c�e�s�s�.� �F�i�g�u�r�e� �2� �i�l�l�u�s�t�r�a�t�e�s� �t�h�e� �d�e�v�e�l�o�p�m�e�n�t� 

�o�f� �r�e�s�e�a�c�h� �a�s�s�u�m�p�t�i�o�n�s� �f�o�r� �t�h�i�s� �s�t�u�d�y�.� 

�S�a�m�p�l�e� �S�e�l�e�c�t�i�o�n� 

�T�w�o� �g�r�o�u�p�s� �o�f� �s�a�m�p�l�e� �w�e�r�e� �s�e�l�e�c�t�e�d� �f�o�r� �t�h�i�s� �r�e�s�e�a�r�c�h�,� �t�h�e� �c�u�r�r�e�n�t� �f�r�a�n�c�h�i�s�e�e� �a�n�d� 

�t�h�e� �t�u�r�n�o�v�e�r� �f�r�a�n�c�h�i�s�e�e�.� �I�n� �a�n� �a�t�t�e�m�p�t� �t�o� �o�b�t�a�i�n� �m�a�i�l�i�n�g� �l�i�s�t�s� �o�f� �c�u�r�r�e�n�t� �a�n�d� �t�u�r�n�o�v�e�r� 

�f�r�a�n�c�h�i�s�e�e�s�,� �t�h�e� �r�e�s�e�a�r�c�h�e�r�s� �w�e�r�e� �a�b�l�e� �t�o� �p�r�o�c�u�r�e� �t�h�e� �l�i�s�t�s� �f�r�o�m� �t�h�e� �U�F�O�C� �o�f� �a� �s�e�l�e�c�t�e�d� 

�r�e�s�t�a�u�r�a�n�t� �f�r�a�n�c�h�i�s�e� �o�r�g�a�n�i�z�a�t�i�o�n�.� �T�h�i�s� �r�e�s�t�u�a�r�a�n�t� �f�r�a�n�c�h�i�s�e� �l�i�s�t�e�d� �a�l�l� �o�f� �i�t�s� �t�e�r�m�i�n�a�t�e�d� 

�f�r�a�n�c�h�i�s�e�e�s �� �a�n�d� �c�u�r�r�e�n�t� �f�r�a�n�c�h�i�s�e�e�s �� �n�a�m�e�s� �a�n�d� �l�a�s�t� �k�n�o�w�n� �a�d�d�r�e�s�s�e�s� �i�n� �t�h�e� �U�n�i�t�e�d� 

�S�t�a�t�e�s�.� �A�n�o�t�h�e�r� �r�e�a�s�o�n� �f�o�r� �u�s�i�n�g� �t�h�i�s� �f�r�a�n�c�h�i�s�e� �s�y�s�t�e�m� �i�s� �b�e�c�a�u�s�e� �i�t� �i�s� �w�e�l�l� �e�s�t�a�b�l�i�s�h�e�d� 

�a�n�d� �h�a�s� �m�o�r�e� �t�h�a�n� �1�,�0�0�0� �c�o�m�p�a�n�y�-�o�w�n�e�d� �a�n�d� �n�e�a�r�l�y� �4�,�0�0�0� �f�r�a�n�c�h�i�s�e�d� �u�n�i�t�s� �n�a�t�i�o�n� �w�i�d�e�.� 

�I�t�s� �s�i�g�n�i�f�i�c�a�n�t� �s�i�z�e� �i�n�c�r�e�a�s�e�s� �t�h�e� �p�o�s�s�i�b�i�l�i�t�y� �o�f� �l�a�r�g�e� �n�u�m�b�e�r� �o�f� �t�e�r�m�i�n�a�t�i�o�n� �c�a�s�e�s�.� 

�U�n�f�o�r�t�u�n�a�t�e�l�y�,� �t�h�e�r�e� �w�a�s� �n�o� �i�n�f�o�r�m�a�t�i�o�n� �p�e�r�t�a�i�n�i�n�g� �t�o� �f�r�a�n�c�h�i�s�e�e�s� �t�h�a�t� �h�a�v�e� �n�o�t� �r�e�n�e�w�e�d� 

�t�h�e�i�r� �c�o�n�t�r�a�c�t�s�.� �A�s�a� �r�e�s�u�l�t�,� �f�o�r� �t�h�i�s� �s�t�u�d�y� �a� �t�o�t�a�l� �o�f� �2�0�1� �t�e�r�m�i�n�a�t�e�d� �f�r�a�n�c�h�i�s�e�e�s� �o�f� �t�h�i�s� 

�q�u�i�c�k�-�s�e�r�v�i�c�e� �f�r�a�n�c�h�i�s�e� �c�o�m�p�a�n�y� �w�a�s� �u�s�e�d�,� �a�n�d� �a� �m�a�t�c�h�i�n�g� �n�u�m�b�e�r� �(�2�0�1�)� �o�f� �c�u�r�r�e�n�t� 

�f�r�a�n�c�h�i�s�e�e�s� �w�e�r�e� �a�l�s�o� �r�a�n�d�o�m�l�y� �s�e�l�e�c�t�e�d� �f�r�o�m� �t�h�i�s� �f�r�a�n�c�h�i�s�e� �s�y�s�t�e�m�.
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� � 

� � 

�S�T�F� �:� �T�u�r�n�o�v�e�r� �F�r�a�n�c�h�i�s�e�e�'�s� �S�a�t�i�s�f�a�c�t�i�o�n� �l�e�v�e�l� 
�w�i�t�h� �t�h�e� �F�r�a�n�c�h�i�s�e� �S�y�s�t�e�m� 

�S�C�F� �:� �C�u�r�r�e�n�t� �F�r�a�n�c�h�i�s�e�e�'�s� �S�a�t�i�s�f�a�c�t�i�o�n� �l�e�v�e�l� 
�w�i�t�h� �t�h�e� �F�r�a�n�c�h�i�s�e� �S�y�s�t�e�m� 

�I�L�F� �:� �F�r�a�n�c�h�i�s�e�e�'�s� �I�n�t�e�n�t�i�o�n� �t�o� �L�e�a�v�e� 
�t�h�e� �F�r�a�n�c�h�i�s�e� �S�y�s�t�e�m� 

�S�F� �:� �F�r�a�n�c�h�i�s�e�e� �S�a�t�i�s�f�a�c�t�i�o�n� �l�e�v�e�l� 
�w�i�t�h� �t�h�e� �F�r�a�n�c�h�i�s�e� �S�y�s�t�e�m� 

�S�C�F� �>� �S�T�F� 

�S�t�u�d�y� �t�u�r�n�o�v�e�r� 
�r�e�a�s�o�n�s� �i�n� �o�r�d�e�r� 

�t�o� �j�u�s�t�i�f�y� �t�h�e� �r�e�s�u�l�t�s� 

� � 
� � 

�F�i�g�u�r�e� �2�.� �D�e�v�e�l�o�p�m�e�n�t� �o�f� �R�e�s�e�a�r�c�h� �A�s�s�u�m�p�t�i�o�n� 

� 
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�D�a�t�a� �C�o�l�l�e�c�t�i�o�n� �M�e�t�h�o�d� 

�M�a�i�l� �s�u�r�v�e�y� �w�a�s� �u�s�e�d� �a�s� �t�h�e� �m�e�t�h�o�d� �o�f� �d�a�t�a� �c�o�l�l�e�c�t�i�o�n� �i�n� �t�h�i�s� �s�t�u�d�y�.� �T�w�o� 

�d�i�f�f�e�r�e�n�t� �s�e�t�s� �o�f� �q�u�e�s�t�i�o�n�n�a�i�r�e�s� �w�e�r�e� �m�a�i�l�e�d� �t�o� �t�e�r�m�i�n�a�t�e�d� �f�r�a�n�c�h�i�s�e�e�s� �a�n�d� �c�u�r�r�e�n�t� 

�f�r�a�n�c�h�i�s�e�e�s�.� �B�o�t�h� �q�u�e�s�t�i�o�n�n�a�i�r�e�s� �c�o�n�t�a�i�n� �t�h�r�e�e� �s�e�c�t�i�o�n�s�:� �g�e�n�e�r�a�l� �i�n�f�o�r�m�a�t�i�o�n�,� �s�a�t�i�s�f�a�c�t�i�o�n� 

�i�n�f�o�r�m�a�t�i�o�n�,� �a�n�d� �d�e�m�o�g�r�a�p�h�i�c� �i�n�f�o�r�m�a�t�i�o�n� �o�f� �c�u�r�r�e�n�t� �a�n�d� �t�e�r�m�i�n�a�t�e�d� �f�r�a�n�c�h�i�s�e�e�s�.� �T�h�e� 

�q�u�e�s�t�i�o�n�n�a�i�r�e� �s�e�n�t� �t�o� �t�h�e� �t�e�r�m�i�n�a�t�e�d� �f�r�a�n�c�h�i�s�e�e�s� �c�o�n�s�i�s�t�e�d� �o�f� �f�i�f�t�e�e�n� �q�u�e�s�t�i�o�n�s� �a�n�d� �t�h�a�t� 

�s�e�n�t� �t�o� �c�u�r�r�e�n�t� �f�r�a�n�c�h�i�s�e�e�s� �h�a�d� �t�e�n� �q�u�e�s�t�i�o�n�s�.� �T�h�e� �q�u�e�s�t�i�o�n�n�a�i�r�e� �w�a�s� �c�i�r�c�u�l�a�t�e�d� �a�m�o�n�g� 

�s�e�l�e�c�t�e�d� �f�a�c�u�l�t�y� �a�n�d� �g�r�a�d�u�a�t�e� �s�t�u�d�e�n�t�s� �i�n� �t�h�e� �d�e�p�a�r�t�m�e�n�t� �o�f� �H�o�t�e�l�,� �R�e�s�t�a�u�r�a�n�t� �a�n�d� 

�I�n�s�t�i�t�u�t�i�o�n�a�l� �M�a�n�a�g�e�m�e�n�t� �a�t� �V�i�r�g�i�n�i�a� �T�e�c�h� �t�o� �p�r�e�-�t�e�s�t� �t�h�e� �q�u�e�s�t�i�o�n�n�a�i�r�e�s�.� �T�h�e�i�r� �i�n�p�u�t� 

�w�a�s� �u�s�e�d� �t�o� �r�e�f�i�n�e� �t�h�e� �f�i�n�a�l� �q�u�e�s�t�i�o�n�n�a�i�r�e� �w�h�i�c�h� �w�a�s� �s�e�n�t� �o�u�t� �t�o� �t�h�e� �f�r�a�n�c�h�i�s�e�e�s�.� �E�a�c�h� 

�q�u�e�s�t�i�o�n�n�a�i�r�e� �w�a�s� �a�c�c�o�m�p�a�n�i�e�d� �b�y� �a� �p�r�e�-�p�a�i�d� �p�o�s�t�a�g�e� �e�n�v�e�l�o�p�e� �a�n�d� �a� �c�o�v�e�r� �l�e�t�t�e�r� �w�i�t�h� 

�d�e�p�a�r�t�m�e�n�t�a�l� �l�e�t�t�e�r�h�e�a�d� �a�d�d�r�e�s�s�i�n�g� �t�h�e� �n�a�t�u�r�e� �o�f� �t�h�e� �s�t�u�d�y� �a�n�d� �r�e�q�u�e�s�t�i�n�g� �t�h�e� 

�r�e�s�p�o�n�d�e�n�t� �t�o� �c�o�o�p�e�r�a�t�e�.� �T�h�e�y� �w�e�r�e� �s�e�n�t� �v�i�a� �f�i�r�s�t� �c�l�a�s�s� �m�a�i�l� �w�i�t�h� �h�a�n�d�-�w�r�i�t�t�e�n� �a�d�d�r�e�s�s� 

�o�n� �a� �d�e�p�a�r�t�m�e�n�t� �e�n�v�e�l�o�p� �t�o� �i�n�c�r�e�a�s�e� �t�h�e� �r�e�s�p�o�n�s�e� �r�a�t�e�.� �R�e�s�p�o�n�d�e�n�t�s� �w�e�r�e� �a�l�s�o� �p�r�o�m�i�s�e�d� 

�a� �c�o�p�y� �o�f� �t�h�e� �f�i�n�d�i�n�g�s� �r�e�p�o�r�t� �a�s� �i�n�c�e�n�t�i�v�e� �f�o�r� �r�e�s�p�o�n�d�i�n�g�.� 

�S�U�R�V�E�Y� �I�N�S�T�R�U�M�E�N�T� 

�T�w�o� �s�e�t�s� �o�f� �q�u�e�s�t�i�o�n�n�a�i�r�e�s� �w�e�r�e� �d�e�v�e�l�o�p�e�d� �t�a�r�g�e�t�e�d� �a�t� �t�e�r�m�i�n�a�t�e�d� �f�r�a�n�c�h�i�s�e�e�s� 

�a�n�d� �c�u�r�r�e�n�t� �f�r�a�n�c�h�i�s�e�e�s�.� �B�o�t�h� �q�u�e�s�t�i�o�n�n�a�i�r�e�s� �c�o�n�t�a�i�n�e�d� �g�e�n�e�r�a�l� �,� �s�a�t�i�s�f�a�c�t�i�o�n�,� �a�n�d� 

�d�e�m�o�g�r�a�p�h�i�c� �i�n�f�o�r�m�a�t�i�o�n�.� �T�h�e� �p�u�r�p�o�s�e� �o�f� �e�a�c�h� �q�u�e�s�t�i�o�n� �i�n�c�l�u�d�e�d� �i�n� �t�h�e� �q�u�e�s�t�i�o�n�n�a�i�r�e� 

�i�s� �d�i�s�c�u�s�s�e�d� �b�e�l�o�w�:



�Q�u�e�s�t�i�o�n�n�a�i�r�e� �A�:� �F�o�r� �T�e�r�m�i�n�a�t�e�d� �F�r�a�n�c�h�i�s�e�e�s� 

�S�e�c�t�i�o�n� �I�:� �G�e�n�e�r�a�l� �I�n�f�o�r�m�a�t�i�o�n� 

�T�h�i�s� �s�e�c�t�i�o�n� �a�i�m�s� �t�o� �1�)� �i�d�e�n�t�i�f�y� �t�h�e� �n�a�t�u�r�e� �o�f� �t�e�r�m�i�n�a�t�i�o�n� �p�r�o�c�e�s�s�,� �2�)� �i�d�e�n�t�i�f�y� 

�g�e�n�e�r�a�l� �s�t�a�t�u�s� �o�f� �t�e�r�m�i�n�a�t�e�d� �f�r�a�n�c�h�i�s�e�e�s�,� �a�n�d� �3�)� �o�b�t�a�i�n� �f�r�a�n�c�h�i�s�e�e�s �� �f�u�t�u�r�e� �i�n�t�e�n�t�i�o�n�.� 

�Q�-�1�.� �W�h�a�t� �b�e�s�t� �d�e�s�c�r�i�b�e� �t�h�e� �f�r�a�n�c�h�i�s�e� �o�p�e�r�a�t�i�o�n� �y�o�u� �h�a�v�e�/�h�a�d� �w�i�t�h� �t�h�i�s� �f�r�a�n�c�h�i�s�e� 
�s�y�s�t�e�m�?� 

�A�r�e�a� �f�r�a�n�c�h�i�s�e� �d�e�v�e�l�o�p�e�r� �B�o�t�h� 
�I�n�d�i�v�i�d�u�a�l� �f�r�a�n�c�h�i�s�e�e� �O�t�h�e�r� �(�p�l�e�a�s�e� �s�p�e�c�i�f�y� �)� 

�T�h�i�s� �q�u�e�s�t�i�o�n� �a�s�k�s� �w�h�e�t�h�e�r� �t�h�e� �r�e�s�p�o�n�d�e�n�t� �i�s� �a�n� �a�r�e�a� �d�e�v�e�l�o�p�e�r� �o�r� �a� �f�r�a�n�c�h�i�s�e�e�.� 

�Q�-�2�.� �W�h�i�c�h� �o�f� �t�h�e� �f�o�l�l�o�w�i�n�g� �b�e�s�t� �d�e�s�c�r�i�b�e�s� �t�h�e� �s�i�t�u�a�t�i�o�n� �o�f� �y�o�u�r� �t�e�r�m�i�n�a�t�i�o�n� �o�r� �n�o�n�-� 
�r�e�n�e�w�a�l�?� �(�P�l�e�a�s�e� �s�e�l�e�c�t� �o�n�e�)� 

�T�e�r�m�i�n�a�t�i�o�n� �b�y� �m�e� 
�T�e�r�m�i�n�a�t�i�o�n� �b�y� �t�h�e� �f�r�a�n�c�h�i�s�o�r� 
�T�e�r�m�i�n�a�t�i�o�n� �b�y� �m�u�t�u�a�l� �a�g�r�e�e�m�e�n�t� 
�E�n�d� �o�f� �t�h�e� �c�o�n�t�r�a�c�t� �a�g�r�e�e�m�e�n�t�,� �n�o�t� �r�e�n�e�w�e�d� �b�y� �m�e� 
�E�n�d� �o�f� �t�h�e� �c�o�n�t�r�a�c�t� �a�g�r�e�e�m�e�n�t�,� �n�o�t� �r�e�n�e�w�e�d� �b�y� �t�h�e� �f�r�a�n�c�h�i�s�o�r� 
�E�n�d� �o�f� �t�h�e� �c�o�n�t�r�a�c�t� �a�g�r�e�e�m�e�n�t�,� �n�o�t� �r�e�n�e�w�e�d� �b�y� �m�u�t�u�a�l� �a�g�r�e�e�m�e�n�t� 
�O�t�h�e�r� �(�P�l�e�a�s�e� �s�p�e�c�i�f�y� �)� 

�Q�-�3�.� �H�o�w� �m�a�n�y� �u�n�i�t�s� �w�e�r�e� �i�n�v�o�l�v�e�d� �i�n� �t�h�e� �c�o�n�t�r�a�c�t� �t�e�r�m�i�n�a�t�i�o�n� �o�r� �n�o�n�-�r�e�n�e�w�a�l�?� 

�Q�-�4�.� �H�o�w� �m�a�n�y� �u�n�i�t�s� �d�o� �y�o�u� �h�a�v�e� �n�o�w�?� 

�Q�-�5�.� �W�h�i�c�h� �o�f� �t�h�e� �f�o�l�l�o�w�i�n�g� �b�e�s�t� �d�e�s�c�r�i�b�e�s� �t�h�e� �r�e�a�s�o�n�s� �f�o�r� �t�h�e� �e�n�d�i�n�g� �o�f� �t�h�e� �c�o�n�t�r�a�c�t�u�a�l� 
�r�e�l�a�t�i�o�n�s�h�i�p�?� �(�S�e�l�e�c�t� �a�l�l� �t�h�a�t� �a�p�p�l�y�)� 

�U�n�a�b�l�e� �t�o� �m�e�e�t� �t�h�e� �q�u�a�l�i�t�y� �s�t�a�n�d�a�r�d�s� 
�N�o�n�c�o�m�p�l�i�a�n�c�e� �w�i�t�h� �t�h�e� �o�p�e�r�a�t�i�o�n� �m�a�n�u�a�l� 
�N�o�n� �p�a�y�m�e�n�t� �o�f� �f�e�e�s� �o�r� �c�o�s�t�s� 
�F�a�i�l� �t�o� �p�a�s�s� �o�r� �p�r�o�v�i�d�e� �t�r�a�i�n�i�n�g� �p�r�o�g�r�a�m� 
�F�i�n�a�n�c�i�a�l� �f�a�i�l�u�r�e�,� �b�a�n�k�r�u�p�t�,� �i�n�s�o�l�v�e�n�c�y� 
�F�r�a�n�c�h�i�s�o�r ��s� �d�e�c�i�s�i�o�n� �t�o� �w�i�t�h�d�r�a�w� �f�r�o�m� �t�h�e� �m�a�r�k�e�t� �a�r�e�a� 
�D�e�a�t�h� �o�r� �d�i�s�a�b�i�l�i�t�y� 
�F�a�i�l� �t�o� �m�e�e�t� �d�e�v�e�l�o�p�m�e�n�t� �q�u�o�t�a� �o�f� �f�r�a�n�c�h�i�s�e� �b�u�s�i�n�e�s�s� 
�O�t�h�e�r� �(�p�l�e�a�s�e� �s�p�e�c�i�f�y� �)



�4�5� 

�Q�-�6�.� �W�h�a�t� �h�a�p�p�e�n�e�d� �t�o� �t�h�e� �u�n�i�t�(�s�)� �y�o�u� �o�w�n�e�d� �a�f�t�e�r� �t�e�r�m�i�n�a�t�i�o�n� �o�r� �n�o�n�-�r�e�n�e�w�a�l�?�(�s�e�l�e�c�t� 
�a�l�l� �t�h�a�t� �a�p�p�l�y�)� 

�P�e�r�m�a�n�e�n�t�l�y� �c�l�o�s�e�d� 
�S�o�l�d� �t�o� �f�r�a�n�c�h�i�s�e�e�(�s�)� �u�n�d�e�r� �t�h�e� �s�a�m�e� �f�r�a�n�c�h�i�s�e� �s�y�s�t�e�m� 
�R�e�a�c�q�u�i�r�e�d� �b�y� �t�h�e� �f�r�a�n�c�h�i�s�o�r� 
�C�o�n�v�e�r�t�e�d� �t�o� �a�n�o�t�h�e�r� �o�f� �y�o�u�r� �o�w�n� �c�o�n�c�e�p�t� 
�C�o�n�v�e�r�t�e�d� �t�o� �a�n�o�t�h�e�r� �f�r�a�n�c�h�i�s�e� �c�o�n�c�e�p�t� 
�D�o�n�'�t� �k�n�o�w� 
�O�t�h�e�r� �(�P�l�e�a�s�e� �s�p�e�c�i�f�y� �_�)� 

�Q�-�7�.� �A�f�t�e�r� �t�h�e� �t�e�r�m�i�n�a�t�i�o�n� �o�r� �n�o�n�-�r�e�n�e�w�a�l�,� �d�o� �y�o�u� �s�t�i�l�l� �h�a�v�e� �a�n�y� �f�r�a�n�c�h�i�s�e� �a�g�r�e�e�m�e�n�t�(�s�)� 
�w�i�t�h� �t�h�i�s� �f�r�a�n�c�h�i�s�e� �s�y�s�t�e�m�?� 

�Y�E�S� �N�O� 

�Q�-�8�.� �H�o�w� �l�o�n�g� �h�a�v�e� �y�o�u� �b�e�e�n� �a� �f�r�a�n�c�h�i�s�e�e� �w�i�t�h� �t�h�i�s� �f�r�a�n�c�h�i�s�e� �s�y�s�t�e�m� �?� �Y�e�a�r�s� 

�Q�u�e�s�t�i�o�n� �3�,� �4�,� �5�,� �6�,� �7�,� �a�n�d� �8� �s�e�e�k� �t�o� �o�b�t�a�i�n� �a� �p�i�c�t�u�r�e� �o�f� �t�h�e� �n�a�t�u�r�e� �o�f� �f�r�a�n�c�h�i�s�e�e� 

�t�u�r�n�o�v�e�r� �i�n� �t�e�r�m�s� �o�f� �t�h�e� �c�o�n�d�i�t�i�o�n�,� �n�u�m�b�e�r� �o�f� �u�n�i�t�s� �i�n�v�o�l�v�e�d�,� �r�e�a�s�o�n�s� �o�f� �t�u�r�n�o�v�e�r�,� �a�n�d� 

�f�r�a�n�c�h�i�s�e�e ��s� �p�r�o�f�i�l�e�.� 

�Q�-�9�.� �O�n� �a� �f�i�v�e�-�p�o�i�n�t� �s�c�a�l�e�,� �h�o�w� �w�o�u�l�d� �y�o�u� �r�a�t�e� �y�o�u�r� �f�r�a�n�c�h�i�s�o�r ��s� �h�a�n�d�l�i�n�g� �y�o�u�r� 
�t�e�r�m�i�n�a�t�i�o�n� �o�r� �n�o�n�-�r�e�n�e�w�a�l� �p�r�o�c�e�s�s�?� 

�F�a�i�r� �1� �2� �3� �4� �5� �U�n�f�a�i�r� 

�Q�u�e�s�t�i�o�n� �9� �a�s�k�s� �t�h�e� �r�e�s�p�o�n�d�e�n�t�'�s� �a�t�t�i�t�u�d�e� �t�o�w�a�r�d� �h�o�w� �t�h�e� �t�u�r�n�o�v�e�r� �w�a�s� �h�a�n�d�l�e�d�.� 

�I�t� �s�e�r�v�e�s� �t�o� �b�e� �a�n�o�t�h�e�r� �i�n�d�i�c�a�t�o�r� �o�f� �f�r�a�n�c�h�i�s�e�e� �s�a�t�i�s�f�a�c�t�i�o�n� �s�e�l�e�c�t�e�d� �s�p�e�c�i�f�i�c�a�l�l�y� �t�o� �t�h�e� 

�t�u�r�n�o�v�e�r� �p�r�o�c�e�s�s�.� 

�Q�-�1�0�.� �W�h�a�t� �i�s� �y�o�u�r� �p�l�a�n� �f�o�r� �t�h�e� �n�e�x�t� �f�i�v�e� �y�e�a�r�s�?� �(�S�e�l�e�c�t� �a�l�l� �t�h�a�t� �a�p�p�l�y�)� 
�I�n�v�e�s�t� �m�o�r�e� �o�n� �e�x�p�a�n�s�i�o�n� �w�i�t�h� �t�h�e� �s�a�m�e� �f�r�a�n�c�h�i�s�o�r� 
�I�n�v�e�s�t� �i�n� �o�t�h�e�r� �f�r�a�n�c�h�i�s�e� �o�r�g�a�n�i�z�a�t�i�o�n�s� 
�T�e�r�m�i�n�a�t�e� �o�r� �n�o�t� �r�e�n�e�w� �m�o�r�e� �u�n�i�t�s� �w�i�t�h� �c�u�r�r�e�n�t� �f�r�a�n�c�h�i�s�o�r� 
�S�t�a�y� �p�u�t�,� �m�a�k�e� �n�o� �m�o�r�e� �i�n�v�e�s�t�m�e�n�t� �a�n�d� �h�a�n�g� �o�n� �t�o� �c�u�r�r�e�n�t� �o�p�e�r�a�t�i�o�n� 
�R�e�t�i�r�e� 
�O�t�h�e�r� �(�p�l�e�a�s�e� �s�p�e�c�i�f�y� �)



�4�6� 

�Q�u�e�s�t�i�o�n� �1�0� �a�s�k�s� �t�h�e� �t�u�r�n�o�v�e�r� �f�r�a�n�c�h�i�s�e�e ��s� �f�u�t�u�r�e� �i�n�t�e�n�t�i�o�n� �r�e�g�a�r�d�i�n�g� �t�h�e� 

�f�r�a�n�c�h�i�s�e� �o�p�e�r�a�t�i�o�n�.� 

�S�e�c�t�i�o�n� �I�I�:� �S�a�t�i�s�f�a�c�t�i�o�n� �I�n�f�o�r�m�a�t�i�o�n� 

�Q�-�1�1�.� �P�l�e�a�s�e� �c�i�r�c�l�e� �t�h�e� �a�p�p�r�o�p�r�i�a�t�e� �r�e�s�p�o�n�s�e� �(�o�n� �a� �f�i�v�e�-�p�o�i�n�t� �s�c�a�l�e�)� �t�o� �t�h�e� �f�o�l�l�o�w�i�n�g� 
�q�u�e�s�t�i�o�n�s� �r�e�l�a�t�i�n�g� �t�o� �t�h�e� �t�e�r�m�i�n�a�t�e�d� �o�r� �n�o�n�-�r�e�n�e�w� �f�r�a�n�c�h�i�s�e� �s�y�s�t�e�m� �p�r�e�v�i�o�u�s�l�y� 
�m�e�n�t�i�o�n�e�d�.� �P�l�e�a�s�e� �t�r�y� �t�o� �r�e�f�e�r� �y�o�u�r� �f�e�e�l�i�n�g�s� �p�r�i�o�r� �t�o� �t�h�e� �t�e�r�m�i�n�a�t�i�o�n� �o�r� �n�o�n�-� 
�r�e�n�e�w�a�l� �i�n�c�i�d�e�n�t�.� 
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� � 

� � � � � � � � � � � � � � 

�1� �2� �3� �4� �5� �N�/�A� 
�S�T�R�O�N�G�L�Y� �|� �D�I�S�A�G�R�E�E� �N�E�I�T�H�E�R� �A�G�R�E�E� �S�T�R�O�N�G�L�Y� �N�O�T� 
�D�I�S�A�G�R�E�E� �(�D�)� �A�G�R�E�E� �N�O�R� �(�A�)� �A�G�R�E�E� �A�P�P�L�I�C�A�B�L�E� 

�(�S�D�)� �D�I�S�A�G�R�E�E� �(�S�A�)� �(�N�/�A�)� 
�(�N�A�D�)� 

�C�O�N�T�R�A�C�T� �A�R�R�A�N�G�E�M�E�N�T�S� �S�D� �D� �N�A�D�A� �S�A� �N�/�A� 

�1� �T�h�e� �o�v�e�r�a�l�l� �f�r�a�n�c�h�i�s�e� �f�e�e� �s�t�r�u�c�t�u�r�e� �w�i�t�h�i�n� �t�h�i�s� �f�r�a�n�c�h�i�s�e� 
�a�r�r�a�n�g�e�m�e�n�t� �w�a�s� �r�e�l�a�t�i�v�e�l�y� �f�a�i�r� �c�o�m�p�a�r�e�d� �w�i�t�h� �o�t�h�e�r� 
�r�e�s�t�a�u�r�a�n�t� �f�r�a�n�c�h�i�s�e� �o�r�g�a�n�i�z�a�t�i�o�n�s�.� �.�.�.�.�.�.�.�.�.�.�.�.�.�c�c�c�c�s�e�e�e�e�e�e�s�e�e�s� �S�D� �D� �N�A�D�A� �S�A� �N�/�A� 

�2� �T�h�e� �i�n�i�t�i�a�l� �f�r�a�n�c�h�i�s�e� �f�e�e�s� �a�s�s�e�s�s�e�d� �b�y� �t�h�i�s� �f�r�a�n�c�h�i�s�e� 
�o�r�g�a�n�i�z�a�t�i�o�n� �f�o�r� �o�b�t�a�i�n�i�n�g� �a� �n�e�w� �f�r�a�n�c�h�i�s�e� �w�e�r�e� �t�o�o� �h�i�g�h� 
�i�n� �c�o�m�p�a�r�i�s�o�n� �t�o� �t�h�o�s�e� �c�h�a�r�g�e�d� �b�y� �o�t�h�e�r� �f�r�a�n�c�h�i�s�e� 
�O�F� �L�A�M�I�Z�A�L�I�O�N�S�.�.�.�.�.�.�.�.�.�.�.�.�c�c�c�s�e�c�c�e�r�c�e�s�s�e�e�s�e�s�s�s�s�c�s�s�e�s�e�s�s�e�s�e�r�s�e�s�s�a�e�e�s�s�s�s�e�e�s�e�s�s�e�n�s�e�e�s�e�r�e�e�s�s�a�e�s� �S�D� �D� �N�A�D�A� �S�A� �N�/�A� 

�3� �I�n� �m�y� �o�p�i�n�i�o�n�,� �t�h�e� �m�o�n�t�h�l�y� �a�d�v�e�r�t�i�s�i�n�g� �f�e�e�s� �c�h�a�r�g�e�d� �b�y� 
�t�h�i�s� �f�r�a�n�c�h�i�s�e� �o�r�g�a�n�i�z�a�t�i�o�n� �w�e�r�e� �r�e�a�s�o�n�a�b�l�e� �i�n� 
�c�o�m�p�a�r�i�s�o�n� �t�o� �t�h�o�s�e� �f�e�e�s� �c�h�a�r�g�e�d� �b�y� �o�t�h�e�r� �f�r�a�n�c�h�i�s�e� 
�O�F�Q�A�N�I�Z�A�T�I�O�N�S� �.�.�.�.�.�.�.�.�e�c�c�e�s�c�c�e�s�e�e�s�e�e�e�s�c�c�c�s�c�e�n�e�c�s�e�s�e�a�e�e�c�e�s�e�n�s�e�n�s�n�s�s�s�c�e�s�e�n�s�s�c�e�e�e�s�e�a�e�n�e�e�s� �S�D� �D� �N�A�D�A� �S�A� �N�/�A� 

�4� �|� �t�h�i�n�k� �t�h�e� �t�e�r�r�i�t�o�r�i�a�l� �r�e�s�t�r�i�c�t�i�o�n�s� �s�e�t� �i�n� �t�h�e� �t�e�r�m�i�n�a�t�e�d� �o�r� 
�n�o�t� �r�e�n�e�w�e�d� �c�o�n�t�r�a�c�t� �a�g�r�e�e�m�e�n�t� �w�a�s� �u�n�r�e�a�s�o�n�a�b�l�e�.�.�.�.�.�.�.�.�.�.� �S�D� �D� �N�A�D�A� �S�A� �N�/�A� 

�5� �O�v�e�r�a�l�l�,� �t�h�e� �c�o�n�t�r�a�c�t�u�a�l� �a�r�r�a�n�g�e�m�e�n�t� �g�a�v�e� �t�h�e� �f�r�a�n�c�h�i�s�o�r� 
�a� �b�e�t�t�e�r� �p�o�s�i�t�i�o�n� �l�e�g�a�l�l�y� �a�n�d� �e�c�o�n�o�m�i�c�a�l�l�y�.�.�.�.�.�.�.�.�.�.�.�.�c�c�s�e�e�e�e�s� �S�D� �D� �N�A�D�A� �S�A� �N�/�A� 

�S�E�R�V�I�C�E� �S�U�P�P�O�R�T�S� 

�1� �T�h�i�s� �f�r�a�n�c�h�i�s�e� �s�y�s�t�e�m� �d�i�d� �n�o�t� �p�r�o�v�i�d�e� �m�e� �w�i�t�h� �a�d�e�q�u�a�t�e� 
�m�a�n�a�g�e�m�e�n�t� �s�u�p�p�o�r�t�s� �(�i�n�v�e�n�t�o�r�y� �c�o�n�t�r�o�l�,� �b�o�o�k�k�e�e�p�i�n�g� 
�s�y�s�t�e�m�,� �o�p�e�r�a�t�i�n�g� �m�a�m�u�a�l�s�)�.�.�.�.�.�.�.�.�.�.�.�.�c�e�e�e�s�e�s�e�e�e�e�e�e�e�e�e�e�e�e�e�s�e�e�t�t�e�t�e�e�e�e�e�e�s� �S�D� �D� �N�A�D�A� �S�A� �N�/�A



�4�7� 

�2� �T�h�e� �v�a�r�i�o�u�s� �t�r�a�i�n�i�n�g� �p�r�o�g�r�a�m�s� �p�r�o�v�i�d�e�d� �b�y� �t�h�e� 
�f�r�a�n�c�h�i�s�o�r� �w�e�r�e� �S�a�t�i�s�f�a�c�t�O�r�y�.�.�.�.�.�.�.�.�.�.�.�.�-�s�c�s�c�c�s�s�s�e�e�s�e�c�e�s�e�e�t�e�e�e�s�e�e�c�e�e�e�e�e�n�e�e�e�s� 

�3� �T�h�i�s� �f�r�a�n�c�h�i�s�e� �o�r�g�a�n�i�z�a�t�i�o�n� �h�a�s� �a�s�s�u�m�e�d� �a� �l�e�a�d�e�r�s�h�i�p� 
�r�o�l�e� �i�n� �t�h�e� �i�n�d�u�s�t�r�y� �w�i�t�h� �r�e�g�a�r�d� �t�o� �d�e�v�e�l�o�p�i�n�g� �a�n�d� 
�d�e�l�i�v�e�r�i�n�g� �t�h�e� �m�o�s�t� �c�o�m�p�e�t�i�t�i�v�e� �p�r�o�d�u�c�t�s�.�.�.� 

�4� �T�h�i�s� �f�r�a�n�c�h�i�s�e� �s�y�s�t�e�m� �p�r�o�v�i�d�e�d� �g�o�o�d� �s�i�t�e� �s�e�l�e�c�t�i�o�n�.�.�.�.�.�.�.�.�.�.�.�.� 

�5� �T�h�e� �c�e�n�t�r�a�l�i�z�e�d� �p�u�r�c�h�a�s�i�n�g� �a�r�r�a�n�g�e�m�e�n�t� �o�f� �t�h�i�s� �f�r�a�n�c�h�i�s�e� 
�o�p�e�r�a�t�i�o�n� �w�a�s� �u�n�r�e�a�s�o�n�a�b�l�e�.�.�.�.�.�.�.�.�.�.�.�.�.�.�c�c�c�e�e�c�e�s�e�c�e�s�s�s�s�e�s�s�e�e�e�s�e�t�s�e�e�e�e�s�e�e�s� 

�6� �T�h�e� �a�m�o�u�n�t� �p�a�i�d� �t�o� �t�h�e� �f�r�a�n�c�h�i�s�o�r� �f�o�r� �t�h�e� �n�a�t�i�o�n�a�l� 
�a�d�v�e�r�t�i�s�i�n�g� �p�r�o�g�r�a�m� �w�a�s� �t�o�o� �M�U�C�H�.�.�.� �c�s�s�s�s�s�e�s�e�e�e�s�s�s�e�s�e�s�e�e�e�s�e�e�s� 

�7� �T�h�e� �f�r�a�n�c�h�i�s�o�r� �d�i�d� �n�o�t� �o�f�f�e�r� �a�d�e�q�u�a�t�e� �o�n�-�g�o�i�n�g� �s�e�r�v�i�c�e�s� 
�a�f�t�e�r� �t�h�e� �o�p�e�n�i�n�g� �p�e�r�i�o�d�.�.�.� �e�s�e� �c�e�s�e�c�e�e�e�e�e�e�e�e�e�s�e�n�e�e�e�s�e�e�s�e�a�r�e�e�e�s� 

�8� �W�h�e�n� �I� �n�e�e�d�e�d� �a�d�v�i�c�e�,� �t�h�e� �f�r�a�n�c�h�i�s�o�r� �w�a�s� �a�l�w�a�y�s� 
�a�v�a�i�l�a�b�l�e� �f�O�r� �M�E�.�.�.�.�.�.�.�.�.�.� �c�e�c�e� �c�e�c�e�s�s�t�e�c�e�c�e�e�s�e�e�e�c�e�r�e�s�c�s�e�c�s�e�e�n�e�e�e�e�e�e�s�e�a�s�e�e�e�s�e�n�e�s� 

�R�E�W�A�R�D�S� �(�E�x�t�r�i�n�s�i�c� �a�n�d� �I�n�t�r�i�n�s�i�c�)� 

�1� �I� �w�a�s� �p�r�o�u�d� �t�o� �b�e� �a� �m�e�m�b�e�r� �o�f� �t�h�i�s� �f�r�a�n�c�h�i�s�e� 
�O�T� �Z�A�N�I�Z�A�T�I�O�N� �0�.�.�.� �c�e�e�e�c�s�e�e�c�c�e�s�e�c�s�s�e�s�e�e�s�e�e�s�e�e�s�s�t�n�e�s�e�s�s�e�c�e�s�e�c�e�s�s�e�s�s�e�e�s�s�e�s�s�s�s�e�s�a�e�e�e�s� 

�T�h�e� �f�i�n�a�n�c�i�a�l� �b�e�n�e�f�i�t�s� �I� �r�e�c�e�i�v�e�d� �f�r�o�m� �b�e�i�n�g� �a� �f�r�a�n�c�h�i�s�e�e� 
�o�f� �t�h�i�s� �f�r�a�n�c�h�i�s�e� �o�r�g�a�n�i�z�a�t�i�o�n� �w�e�r�e� �s�a�t�i�s�f�y�i�n�g�.�.�.�.�.�.�.�.�.�.�.�.�.�.�.�.�.�.�.�.�.� 

�3� �T�h�e� �b�e�n�e�f�i�t�s� �I� �d�e�r�i�v�e�d� �d�i�r�e�c�t�l�y� �f�r�o�m� �b�e�i�n�g� �a� �f�r�a�n�c�h�i�s�e�e� �i�n� 
�t�h�i�s� �f�r�a�n�c�h�i�s�e� �s�y�s�t�e�m� �w�e�r�e� �m�o�r�e� �t�h�a�n� �a�d�e�q�u�a�t�e� �t�o� �j�u�s�t�i�f�y� 
�t�h�e� �c�o�s�t�s� �o�f� �t�h�e� �f�r�a�n�c�h�i�s�e� �m�e�m�b�e�r�s�h�i�p�.�.�.�.�.�.�.�.�.�.�.�.�.�.�.�:�s�s�e�s�e�s�e�e�e�e�e�s� 

�4� �H�a�v�i�n�g� �b�e�e�n� �a� �f�r�a�n�c�h�i�s�e�e� �o�f� �t�h�i�s� �f�r�a�n�c�h�i�s�e� �o�r�g�a�n�i�z�a�t�i�o�n� 
�h�a�s� �h�e�l�p�e�d� �m�e� �i�n� �a�c�h�i�e�v�i�n�g� �a� �b�e�t�t�e�r� �s�t�a�t�u�s� �i�n� �t�h�e� �i�n�d�u�s�t�r�y� 

�S�O�C�I�A�L� �I�N�T�E�R�A�C�T�I�O�N� 

�1� �I� �f�e�l�t� �r�e�s�t�r�i�c�t�e�d� �b�y� �t�h�e� �f�r�a�n�c�h�i�s�o�r� �i�n� �m�a�k�i�n�g� �m�y� �o�w�n� 
�d�e�c�i�s�i�o�n�s� �a�b�o�u�t� �M�y� �O�p�e�r�a�t�i�O�N�S�.� �.�.�.�.�.�.�.�.�.�.�c�c�s�e�c�s�s�s�s�e�e�r�s�c�e�s�e�e�t�s�e�e�s�e�e�e�e�e�s� 

�2� �M�y� �f�r�a�n�c�h�i�s�o�r� �o�f�t�e�n� �i�g�n�o�r�e�d� �m�y� �s�u�g�g�e�s�t�i�o�n�s� �a�n�d� 
�C�O�M�P�L�A�I�M�G�S�.�.�.�.�.�.�.�.�.�.�.�.�c�e�s�e�c�c�c�e�e�c�e�s�s�e�s�e�e�e�e�s�e�e�s�c�s�s�s�s�s�e�s�n�s�e�s�s�e�s�s�e�s�c�s�e�c�e�e�n�e�s�e�s�s�a�s�s�e�n�s�s�s�e�s�e�e�n�e�s� 

�3� �T�h�e� �f�r�a�n�c�h�i�s�e�e� �a�d�v�i�s�o�r�y� �c�o�m�m�i�t�t�e�e� �p�l�a�y�e�d� �a�n� �i�m�p�o�r�t�a�n�t� 
�r�o�l�e� �i�n� �m�e�d�i�a�t�i�n�g� �t�h�e� �f�r�a�n�c�h�i�s�o�r� �a�n�d� �t�h�e� �f�r�a�n�c�h�i�s�e�e�s�.�.�.�.�.�.�.�.�.�.� 

�4� �T�h�e� �f�r�a�n�c�h�i�s�o�r� �r�e�p�r�e�s�e�n�t�a�t�i�v�e� �c�o�m�m�u�n�i�c�a�t�e�d� �w�i�t�h� �m�e� 
�O�F�T�E�N� �o�e� �c�c�e�c�c�e�s�e�e�e�e�c�e�e� �s�e�e�s� �c�s�e�n�e�n�e�n�s�n�s�c�e�n�s�c�s�e�s�e�s�e�s�s�a�e�s�s�c�e�e�e�s�e�c�s�e�e�s�a�n�s�e�s�s�e�e�s�e�e�e�e�s�e�e�e�e�s� 
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�N�A�D� �A� 

�N�A�D� �A� 

�N�A�D� �A� 

�N�A�D� �A� 

�N�A�D� �A� 

�N�A�D� �A� 

�N�A�D� �A� 

�N�A�D� �A� 

�N�A�D� �A� 

�N�A�D� �A� 

�N�A�D� �A� 

�N�A�D� �A� 

�N�A�D� �A� 

�N�A�D� �A� 

�S�A� 

�S�A� 

�S�A� 

�S�A� 

�S�A� 

�S�A� 

�S�A� 

�S�A� 

�S�A� 

�S�A� 

�S�A� 

�S�A� 

�S�A� 

�S�A� 

�S�A� 

�N�/�A� 

�N�/�A� 

�N�/�A� 

�N�/�A� 

�N�/�A� 

�N�/�A� 

�N�/�A� 

�N�/�A� 

�N�/�A� 

�N�/�A� 

�N�/�A� 

�N�/�A� 

�N�/�A� 

�N�/�A� 

�N�/�A



�4�8� 

�5� �I� �h�a�d� �c�o�n�f�i�d�e�n�c�e� �i�n� �t�h�e� �f�a�i�r�n�e�s�s� �a�n�d� �h�o�n�e�s�t�y� �o�f� �t�h�e� 
�m�a�n�a�g�e�m�e�n�t� �o�f� �t�h�i�s� �f�r�a�n�c�h�i�s�e� �o�r�g�a�n�i�z�a�t�i�o�n� �.�.�.�.�.�.�.�.�.�.�.�.�0�.�0�0�0� �S�D� �D� �N�A�D�A� �S�A� �N�/�A� 

�6� �T�h�e� �f�r�a�n�c�h�i�s�o�r� �r�e�p�r�e�s�e�n�t�a�t�i�v�e� �d�i�d� �a� �g�o�o�d� �j�o�b� �i�n� �h�e�l�p�i�n�g� 
�m�y� �u�n�i�t�(�s�)� �d�e�v�e�l�o�p� �p�o�t�e�n�t�i�a�l� �s�a�l�e�s� �.�.�.�.�.�.�.�.�.�.�.�.�.�c�c�c�s�e�s�s�e�s�e�e�s�t�e�s�e�e�e�e�s� �S�D� �D� �N�A�D�A� �S�A� �N�/�A� 

�7� �T�h�i�s� �f�r�a�n�c�h�i�s�o�r� �a�s�k�e�d� �f�o�r� �m�y� �o�p�i�n�i�o�n� �a�n�d� �s�u�g�g�e�s�t�i�o�n�s� 
�a�n�d� �t�r�i�e�s� �t�o� �u�s�e� �t�h�e�m�.�.�.�.�.�.�.�.�.�.�.�.�c�c�s�e�e�e�s�c�s�e�e�c�s�e�s�s�e�e�s�s�e�c�e�s�e�s�s�e�s�e�s�s�c�e�e�e�s�s�e�e�s�e�a�s�s� �S�D� �D� �N�A�D�A� �S�A� �N�/�A� 

�8� �T�h�e� �f�r�a�n�c�h�i�s�o�r� �m�a�d�e� �e�v�e�r�y� �e�f�f�o�r�t� �t�o� �m�a�k�e� �m�e� �f�e�e�l� �t�h�a�t� �I� 
�w�a�s� �a� �v�a�l�u�a�b�l�e� �m�e�m�b�e�r� �o�f� �t�h�i�s� �f�r�a�n�c�h�i�s�e� �o�p�e�r�a�t�i�o�n� �.�.�.�.�.�.�.�.�.�.�.� �S�D� �D� �N�A�D� �A� �S�A� �N�/�A� 

�G�E�N�E�R�A�L� 

�1� �I�f� �I� �h�a�v�e� �t�h�e� �c�h�a�n�c�e� �t�o� �d�o� �i�t� �a�l�l� �o�v�e�r� �a�g�a�i�n�,� �I� �w�o�u�l�d� �s�t�i�l�l� 
�c�h�o�o�s�e� �t�h�i�s� �f�r�a�n�c�h�i�s�e� �s�y�s�t�e�m� �o�v�e�r� �o�t�h�e�r�s�.�.�.�.�.�.�.�.�.�.�.�.�.�e�c�e�e�e�e�e�e� �S�D� �D� �N�A�D�A� �S�A� �N�/�A� 

�2� �T�h�e� �o�v�e�r�a�l�l� �r�e�l�a�t�i�o�n�s�h�i�p� �b�e�t�w�e�e�n� �t�h�e� �f�r�a�n�c�h�i�s�o�r� �a�n�d� �m�e� 
�W�A�S� �V�E�T�Y� �S�a�t�i�S�f�Y�I�N�G�.�.�.�.�.�.�.�.�c�e�e�e�c�c�c�c�e�s�c�s�s�e�e�s�c�e�e�s�e�e�s�e�e�e�c�s�e�s�e�e�s�s�e�e�s�e�a�c�s�e�s�e�e�e�e�e�n�s�e�s� �S�D� �D� �N�A�D�A� �S�A� �N�/�A� 

�T�h�e�s�e� �2�7� �s�t�a�t�e�m�e�n�t�s� �a�l�l�o�w� �t�h�e� �r�e�s�e�a�r�c�h�e�r� �t�o� �o�b�t�a�i�n� �m�u�l�t�i�p�l�e� �i�n�f�o�r�m�a�t�i�o�n� 

�p�e�r�t�a�i�n�i�n�g� �t�o� �t�h�e� �a�t�t�i�t�u�d�e� �o�f� �t�e�r�m�i�n�a�t�e�d� �f�r�a�n�c�h�i�s�e�e� �p�r�i�m�a�r�i�l�y� �f�o�r� �u�s�e� �a�s� �a� �m�e�a�s�u�r�e� �o�f� 

�s�a�t�i�s�f�a�c�t�i�o�n� �l�e�v�e�l� �t�o�w�a�r�d� �t�h�e� �f�r�a�n�c�h�i�s�o�r� �a�n�d� �f�r�a�n�c�h�i�s�e� �s�y�s�t�e�m�.� �R�e�s�p�o�n�d�e�n�t�s� �w�e�r�e� �a�s�k�e�d� 

�t�o� �r�a�t�e� �t�h�e� �q�u�e�s�t�i�o�n�s� �o�n� �a� �f�i�v�e�-�p�o�i�n�t� �s�c�a�l�e� �w�i�t�h� �1� �r�e�p�r�e�s�e�n�t�i�n�g� �s�t�r�o�n�g�l�y� �d�i�s�a�g�r�e�e� �a�n�d� �5� �a�s� 

�s�t�r�o�n�g�l�y� �a�g�r�e�e� �w�i�t�h� �e�a�c�h� �s�t�a�t�e�m�e�n�t�s�.� �S�o�m�e� �q�u�e�s�t�i�o�n�s� �w�e�r�e� �d�e�s�i�g�n�e�d� �t�o� �a�d�d�r�e�s�s� �n�e�g�a�t�i�v�e� 
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�H�o�w� �m�a�n�y� �y�e�a�r�s� �o�f� �e�x�p�e�r�i�e�n�c�e�s� �i�n� �f�r�a�n�c�h�i�s�i�n�g� �y�e�a�r�s� 

�Q�u�e�s�t�i�o�n� �6�,� �7�,� �8�,� �9� �w�e�r�e� �s�a�m�e� �q�u�e�s�t�i�o�n�s� �a�s� �q�u�e�s�t�i�o�n� �1�2�,� �1�3�,� �1�4�,� �1�5� �f�o�r� �t�h�e� 

�t�e�r�m�i�n�a�t�e�d� �f�r�a�n�c�h�i�s�e�e�s�,� �w�h�i�c�h� �a�s�k�e�d� �b�a�s�i�c� �d�e�m�o�g�r�a�p�h�i�c� �i�n�f�o�r�m�a�t�i�o�n



�S�1� 

�R�E�S�E�A�R�C�H� �H�Y�P�O�T�H�E�S�E�S� 

�T�h�e� �h�y�p�o�t�h�e�s�e�s� �t�e�s�t�e�d� �i�n� �t�h�i�s� �s�t�u�d�y� �a�r�e� �l�i�s�t�e�d� �a�s� �f�o�l�l�o�w�s�:� 

�H�y�p�o�t�h�e�s�e�s� �I� 

�H�o�:� �T�h�e�r�e� �i�s� �n�o� �s�i�g�n�i�f�i�c�a�n�t� �d�i�f�f�e�r�e�n�c�e� �b�e�t�w�e�e�n� �t�e�r�m�i�n�a�t�e�d� �f�r�a�n�c�h�i�s�e�e ��s� 
�s�a�t�i�s�f�a�c�t�i�o�n� �l�e�v�e�l� �a�n�d� �c�u�r�r�e�n�t� �f�r�a�n�c�h�i�s�e�e ��s� �s�a�t�i�s�f�a�c�t�i�o�n� �l�e�v�e�l�.� 

�x�y� 
�H�a�:� �T�h�e ��i�s� �a� �s�i�g�n�i�f�i�c�a�n�t� �d�i�f�f�e�r�e�n�c�e� �b�e�t�w�e�e�n� �t�u�r�n�o�v�e�r� �f�r�a�n�c�h�i�s�e�e ��s� 

�s�a�t�i�s�f�a�c�t�i�o�n� �l�e�v�e�l� �a�n�d� �c�u�r�r�e�n�t� �f�r�a�n�c�h�i�s�e�e ��s� �s�a�t�i�s�f�a�c�t�i�o�n� �l�e�v�e�l�.� 

�H�y�p�o�t�h�e�s�e�s� �I�I� 

�H�o�:� �T�h�e�r�e� �i�s� �n�o� �r�e�l�a�t�i�o�n�s�h�i�p� �b�e�t�w�e�e�n� �f�r�a�n�c�h�i�s�e�e�'�s� �s�a�t�i�s�f�a�c�t�i�o�n� �l�e�v�e�l� �a�n�d� 
�h�i�s� �i�n�t�e�n�t�i�o�n� �t�o� �w�i�t�h�d�r�a�w� �f�r�o�m� �t�h�e� �f�r�a�n�c�h�i�s�e� �s�y�s�t�e�m�.� 

�H�a�:� �T�h�e�r�e� �i�s� �a� �r�e�l�a�t�i�o�n�s�h�i�p� �b�e�t�w�e�e�n� �f�r�a�n�c�h�i�s�e�e�'�s� �s�a�t�i�s�f�a�c�t�i�o�n� �l�e�v�e�l� �a�n�d� �h�i�s� 
�i�n�t�e�n�t�i�o�n� �t�o� �w�i�t�h�d�r�a�w� �f�r�o�m� �t�h�e� �f�r�a�n�c�h�i�s�e� �s�y�s�t�e�m�.� 

�T�h�e�s�e� �t�w�o� �h�y�p�o�t�h�e�s�e�s� �w�e�r�e� �c�o�n�s�t�r�u�c�t�e�d� �t�o� �t�e�s�t� �w�h�e�t�h�e�r� �t�e�r�m�i�n�a�t�e�d� �f�r�a�n�c�h�i�s�e�e�s� 

�a�r�e� �g�e�n�e�r�a�l�l�y� �l�e�s�s� �s�a�t�i�s�f�i�e�d� �w�i�t�h� �t�h�e� �f�r�a�n�c�h�i�s�e� �s�y�s�t�e�m� �t�h�a�n� �c�u�r�r�e�n�t� �f�r�a�n�c�h�i�s�e�e�s�.� �A�l�s�o�,� �l�e�s�s� 

�s�a�t�i�s�f�i�e�d� �f�r�a�n�c�h�i�s�e�e�s� �a�r�e� �m�o�r�e� �l�i�k�e�l�y� �t�o� �w�i�t�h�d�r�a�w� �f�r�o�m� �t�h�e� �f�r�a�n�c�h�i�s�e� �s�y�s�t�e�m�.� �T�h�e� �t�w�o� 

�h�y�p�o�t�h�e�s�e�s� �w�e�r�e� �t�e�s�t�e�d� �a�t� �f�o�u�r� �d�i�f�f�e�r�e�n�t� �l�e�v�e�l�s�.� �F�i�r�s�t�,� �b�o�t�h� �h�y�p�o�t�h�e�s�e�s� �w�e�r�e� �t�e�s�t�e�d� �o�n� 

�e�a�c�h� �o�f� �t�h�e� �2�7� �s�a�t�i�s�f�a�c�t�i�o�n� �q�u�e�s�t�i�o�n�s�.� �S�e�c�o�n�d�,� �t�h�e� �h�y�p�o�t�h�e�s�e�s� �w�e�r�e� �t�e�s�t�s� �o�n� �t�h�e� �m�e�a�n�s� �o�f� 

�e�a�c�h� �s�a�t�i�s�f�a�c�t�i�o�n� �c�a�t�e�g�o�r�y�.� �T�h�i�r�d�,� �a� �t�o�t�a�l� �m�e�a�n� �f�r�o�m� �t�h�e� �2�7� �s�a�t�i�s�f�a�c�t�i�o�n� �q�u�e�s�t�i�o�n�s� �w�a�s� 

�c�a�l�c�u�l�a�t�e�d� �a�n�d� �t�e�s�t�e�d�.� �F�i�n�a�l�l�y�,� �t�w�o� �m�a�j�o�r� �f�a�c�t�o�r�s� �i�d�e�n�t�i�f�i�e�d� �b�y� �f�a�c�t�o�r� �a�n�a�l�y�s�i�s� �w�e�r�e� �t�e�s�t�e�d� 

�u�n�d�e�r� �b�o�t�h� �h�y�p�o�t�h�e�s�e�s� �a�s� �w�e�l�l�.



�5�2� 

�R�E�S�E�A�R�C�H� �P�R�O�C�E�D�U�R�E� 

�T�h�i�s� �s�e�c�t�i�o�n� �e�x�p�l�a�i�n�s� �t�h�e� �r�e�s�e�a�r�c�h� �p�r�o�c�e�d�u�r�e� �a�n�d� �t�h�e� �a�p�p�r�o�p�r�i�a�t�e�d� �s�t�a�t�i�s�t�i�c�a�l� 

�a�n�a�l�y�s�e�s� �u�s�e�d� �i�n� �r�e�p�o�r�t�i�n�g� �o�f� �t�h�e� �r�e�s�u�l�t�s�.� �A�l�l� �a�n�a�l�y�s�e�s� �w�e�r�e� �c�o�n�d�u�c�t�e�d� �b�y� �u�s�i�n�g� �t�h�e� 

�S�t�a�t�V�i�e�w�®� �I�I� �s�o�f�t�w�a�r�e� �p�a�c�k�a�g�e� �f�o�r� �t�h�e� �M�a�c�i�n�t�o�c�h�.� �(�S�t�a�t�V�i�e�w� �I�I� �i�s� �a� �p�r�o�d�u�c�t� �o�f� �A�b�a�c�u�s� 

�C�o�n�c�e�p�t�s�,� �I�n�c�.�,� �1�9�8�4� �B�o�n�i�t�a� �A�v�e�n�u�e�,� �B�e�r�k�e�l�e�y�,� �C�A� �9�4�7�0�4�)� 

�D�e�s�c�r�i�p�t�i�v�e� �A�n�a�l�y�s�e�s� 

�D�e�s�c�r�i�p�t�i�v�e� �s�t�a�t�i�s�t�i�c�s� �w�e�r�e� �p�r�e�p�a�r�e�d� �f�o�r� �a�l�l� �t�h�e� �q�u�e�s�t�i�o�n�s� �i�n�c�l�u�d�e�d� �i�n� �t�h�e� 

�q�u�e�s�t�i�o�n�n�a�i�r�e�.� �M�u�c�h� �o�f� �t�h�e� �i�n�f�o�r�m�a�t�i�o�n� �o�b�t�a�i�n�e�d� �i�s� �p�r�e�s�e�n�t�e�d� �i�n� �t�h�e� �f�o�r�m�a�t� �o�f� 

�c�o�n�t�i�n�g�e�n�c�y� �t�a�b�l�e� �b�y� �c�o�m�p�a�r�i�n�g� �r�e�s�u�l�t�s� �o�f� �c�u�r�r�e�n�t� �a�n�d� �t�e�r�m�i�n�a�t�e�d� �f�r�a�n�c�h�i�s�e�e�s�.� �M�a�j�o�r� 

�a�s�p�e�c�t�s� �i�n�c�l�u�d�e� �t�h�e� �t�y�p�e� �o�f� �o�p�e�r�a�t�i�o�n�,� �n�u�m�b�e�r� �o�f� �u�n�i�t�s�,� �y�e�a�r�s� �w�i�t�h� �t�h�e� �f�r�a�n�c�h�i�s�e� �s�y�s�t�e�m�,� 

�f�u�t�u�r�e� �p�l�a�n� �f�o�r� �t�h�e� �n�e�x�t� �f�i�v�e� �y�e�a�r�s�,� �a�n�d� �a�l�l� �s�a�t�i�s�f�a�c�t�i�o�n� �q�u�e�s�t�i�o�n�s�.� �Q�u�e�s�t�i�o�n�s� �o�n� 

�t�e�r�m�i�n�a�t�e�d� �u�n�i�t�s�,� �t�e�r�m�i�n�a�t�i�o�n� �s�i�t�u�a�t�i�o�n�,� �r�e�a�s�o�n�s� �f�o�r� �t�e�r�m�i�n�a�t�i�o�n�,� �u�n�i�t�s� �a�f�t�e�r� �t�e�r�m�i�n�a�t�i�o�n�,� 

�a�n�d� �f�a�i�r�n�e�s�s� �o�f� �t�e�r�m�i�n�a�t�i�o�n� �p�r�o�c�e�s�s� �w�e�r�e� �o�n�l�y� �a�s�k�e�d� �o�f� �t�h�e� �t�e�r�m�i�n�a�t�e�d� �f�r�a�n�c�h�i�s�e�e�s�,� �t�h�u�s� 

�a�r�e� �n�o�t� �p�r�e�s�e�n�t�e�d� �i�n� �t�h�e� �c�o�m�p�a�r�i�s�o�n� �f�o�r�m�a�t�.� 

�F�a�c�t�o�r� �A�n�a�l�y�s�i�s� 

�F�a�c�t�o�r� �a�n�a�l�y�s�i�s� �w�a�s� �u�s�e�d� �t�o� �f�u�r�t�h�e�r� �e�x�a�m�i�n�e� �t�h�e� �2�7� �s�a�t�i�s�f�a�c�t�i�o�n� �s�t�a�t�e�m�e�n�t�s� 

�r�e�g�a�r�d�i�n�g� �t�h�e� �r�e�l�a�t�i�o�n�s�h�i�p� �b�e�t�w�e�e�n� �f�r�a�n�c�h�i�s�o�r� �a�n�d� �f�r�a�n�c�h�i�s�e�e�s�.� �T�h�e� �m�a�i�n� �p�u�r�p�o�s�e� �o�f� �t�h�i�s



�5�3� 

�p�r�o�c�e�d�u�r�e� �i�s� �t�o� �i�d�e�n�t�i�f�y� �w�h�e�t�h�e�r� �t�h�e� �f�i�v�e� �p�r�o�p�o�s�e�d� �s�a�t�i�s�f�a�c�t�i�o�n� �c�a�t�e�g�o�r�i�e�s� �e�x�i�s�t� �f�o�r� �t�h�i�s� 

�p�a�r�t�i�c�u�l�a�r� �s�a�m�p�l�e� �g�r�o�u�p�.� 

�H�y�p�o�t�h�e�s�e�s� �T�e�s�t�i�n�g� 

�A�s� �m�e�n�t�i�o�n�e�d�,� �t�h�e� �t�w�o� �p�r�o�p�o�s�e�d� �h�y�p�o�t�h�e�s�e�s� �w�e�r�e� �t�e�s�t�e�d� �a�t� �f�o�u�r� �d�i�f�f�e�r�e�n�t� �l�e�v�e�l�s�.� 

�F�o�r� �h�y�p�o�t�h�e�s�e�s� �I�,� �C�h�i�-�s�q�u�a�r�e� �t�e�s�t� �w�a�s� �u�s�e�d� �t�o� �t�e�s�t� �t�h�e� �a�s�s�o�c�i�a�t�i�o�n� �b�e�t�w�e�e�n� �t�h�e� 

�d�i�s�t�r�i�b�u�t�i�o�n� �o�f� �c�u�r�r�e�n�t� �a�n�d� �t�e�r�m�i�n�a�t�e�d� �f�r�a�n�c�h�i�s�e�e�s� �a�t� �t�h�e� �i�n�d�i�v�i�d�u�a�l� �l�e�v�e�l�;� �T�-�t�e�s�t� �w�a�s� 

�u�s�e�d� �t�o� �i�d�e�n�t�i�f�y� �t�h�e� �d�i�f�f�e�r�e�n�c�e�s� �b�e�t�w�e�e�n� �t�h�e� �m�e�a�n�s� �a�t� �a�l�l� �l�e�v�e�l�s� �f�o�r� �c�u�r�r�e�n�t� �a�n�d� 

�t�e�r�m�i�n�a�t�e�d� �f�r�a�n�c�h�i�s�e�e�s�.� �I�n� �a�d�d�i�t�i�o�n� �t�o� �C�h�i�-�s�q�u�a�r�e� �t�e�s�t�,� �o�n�e�-�w�a�y� �A�N�O�V�A� �t�e�s�t� �i�s� �u�s�e�d� �t�o� 

�t�e�s�t� �o�n� �h�y�p�o�t�h�e�s�e�s� �I�I�.� 

�S�U�M�M�A�R�Y� 

�T�h�i�s� �c�h�a�p�t�e�r� �p�r�e�s�e�n�t�s� �r�e�s�e�a�r�c�h� �m�e�t�h�o�d�o�l�o�g�y� �a�n�d� �a� �c�o�n�c�e�p�t�u�a�l� �o�v�e�r�v�i�e�w� �o�f� �t�h�e� 

�r�e�s�e�a�r�c�h�.� �T�h�e� �d�e�p�e�n�d�e�n�t� �v�a�r�i�a�b�l�e�,� �f�r�a�n�c�h�i�s�e�e� �t�u�r�n�o�v�e�r� �b�e�h�a�v�i�o�r�,� �i�s� �o�p�e�r�a�t�i�o�n�a�l�i�z�e�d� �b�y� 

�a�s�k�i�n�g� �f�r�a�n�c�h�i�s�e�e ��s� �f�u�t�u�r�e� �i�n�t�e�n�t�i�o�n�s� �f�o�r� �t�h�e� �n�e�x�t� �f�i�v�e� �y�e�a�r�s�.� �T�h�e� �i�n�d�e�p�e�n�d�e�n�t� �v�a�r�i�a�b�l�e�,� 

�f�r�a�n�c�h�i�s�e�e� �s�a�t�i�s�f�a�c�t�i�o�n�,� �i�s� �o�p�e�r�a�t�i�o�n�a�l�i�z�e�d� �b�y� �a�s�k�i�n�g� �f�r�a�n�c�h�i�s�e�e ��s� �o�p�i�n�i�o�n�s� �o�f� �t�h�e� �f�r�a�n�c�h�i�s�e� 

�s�y�s�t�e�m� �a�t� �a� �m�u�l�t�i�-�d�i�m�e�n�s�i�o�n�a�l� �l�e�v�e�l�.� �T�h�e� �d�a�t�a� �c�o�l�l�e�c�t�i�o�n� �m�e�t�h�o�d� �u�s�e�d� �w�a�s� �t�h�r�o�u�g�h� �m�a�i�l� 

�s�u�r�v�e�y�.� �T�h�e� �s�a�m�p�l�e� �i�n�c�l�u�d�e�s� �2�0�1� �c�u�r�r�e�n�t� �f�r�a�n�c�h�i�s�e�e�s� �a�n�d� �2�0�1� �t�e�r�m�i�n�a�t�e�d� �f�r�a�n�c�h�i�s�e�e�s� 

�f�r�o�m� �o�n�e� �s�e�l�e�c�t�e�d� �q�u�i�c�k�-�s�e�r�v�i�c�e� �f�r�a�n�c�h�i�s�e� �s�y�s�t�e�m�.� �T�h�e� �r�e�s�u�l�t�s� �o�f� �t�h�e� �d�e�s�c�r�i�p�t�i�v�e� 

�a�n�a�l�y�s�e�s�,� �f�a�c�t�o�r� �a�n�a�l�y�s�i�s�,� �a�n�d� �h�y�p�o�t�h�e�s�e�s� �t�e�s�t�i�n�g� �o�f� �t�h�e� �d�a�t�a� �a�r�e� �p�r�e�s�e�n�t�e�d� �i�n� �t�h�e� �n�e�x�t� 

�c�h�a�p�t�e�r�.



�C�H�A�P�T�E�R� �F�O�U�R� 

�R�E�S�U�L�T�S



�5�5� 

�R�E�S�P�O�N�S�E� �R�A�T�E� 

�T�h�e� �d�a�t�a� �f�o�r� �t�h�i�s� �s�t�u�d�y� �w�e�r�e� �c�o�l�l�e�c�t�e�d� �t�h�r�o�u�g�h� �t�w�o� �s�e�t�s� �o�f� �q�u�e�s�t�i�o�n�n�a�i�r�e�s� �t�h�a�t� 

�w�e�r�e� �s�e�n�t� �t�o� �c�u�r�r�e�n�t� �a�n�d� �t�e�r�m�i�n�a�t�e�d� �f�r�a�n�c�h�i�s�e�e�s� �o�f� �o�n�e� �q�u�i�c�k�-�s�e�r�v�i�c�e� �f�r�a�n�c�h�i�s�e� �a�c�r�o�s�s� �t�h�e� 

�n�a�t�i�o�n�.� �A� �t�o�t�a�l� �o�f� �4�0�2� �q�u�e�s�t�i�o�n�n�a�i�r�e�s� �w�e�r�e� �s�e�n�t� �o�u�t� �t�o� �c�u�r�r�e�n�t� �a�n�d� �t�e�r�m�i�n�a�t�e�d� 

�f�r�a�n�c�h�i�s�e�e�s�.� �A�l�l� �2�0�1� �o�f� �t�h�e� �t�e�r�m�i�n�a�t�e�d� �f�r�a�n�c�h�i�s�e�e�s� �o�n� �t�h�e� �m�a�i�l�i�n�g� �l�i�s�t� �o�b�t�a�i�n�e�d� �f�r�o�m� �t�h�e� 

�U�F�O�C� �w�e�r�e� �s�e�l�e�c�t�e�d�.� �A� �m�a�t�c�h�i�n�g� �n�u�m�b�e�r� �o�f� �2�0�1� �c�u�r�r�e�n�t� �f�r�a�n�c�h�i�s�e�e�s� �w�a�s� �r�a�n�d�o�m�l�y� 

�s�e�l�e�c�t�e�d� �f�r�o�m� �t�h�e� �m�a�i�l�i�n�g� �l�i�s�t�.� �T�h�e� �d�a�t�a� �w�e�r�e� �c�o�l�l�e�c�t�e�d� �b�e�t�w�e�e�n� �D�e�c�e�m�b�e�r�,� �1�9�9�1� �a�n�d� 

�J�a�n�u�a�r�y�,� �1�9�9�2�.� �A� �t�o�t�a�l� �o�f� �9�1� �c�o�m�p�l�e�t�e�d� �q�u�e�s�t�i�o�n�n�a�i�r�e�s�,� �6�7� �(�7�3�.�6�%�)� �f�r�o�m� �c�u�r�r�e�n�t� 

�f�r�a�n�c�h�i�s�e�e�s� �a�n�d� �2�4� �(�2�6�.�4�%�)� �f�r�o�m� �t�e�r�m�i�n�a�t�e�d� �f�r�a�n�c�h�i�s�e�e�s� �w�e�r�e� �r�e�c�e�i�v�e�d�.� �T�h�e�r�e� �w�e�r�e� �1�7� 

�a�n�d� �8�0� �q�u�e�s�t�i�o�n�n�a�i�r�e�s� �f�r�o�m� �c�u�r�r�e�n�t� �a�n�d� �t�e�r�m�i�n�a�t�e�d� �f�r�a�n�c�h�i�s�e�e� �r�e�s�p�e�c�t�i�v�e�l�y� �t�h�a�t� �w�e�r�e� 

�u�n�d�e�l�i�v�e�r�a�b�l�e� �a�n�d� �r�e�t�u�r�n�e�d�.� �A�l�l�o�w�i�n�g� �f�o�r� �t�h�e� �u�n�d�e�l�i�v�e�r�e�d� �s�u�r�v�e�y�s�,� �t�h�i�s� �y�i�e�l�d�e�d� �a� 

�r�e�s�p�o�n�s�e� �r�a�t�e� �o�f� �3�6�.�4�%� �f�o�r� �t�h�e� �c�u�r�r�e�n�t� �f�r�a�n�c�h�i�s�e�e�s� �a�n�d� �1�9�.�8�%� �f�o�r� �t�h�e� �t�e�r�m�i�n�a�t�e�d� 

�f�r�a�n�c�h�i�s�e�e�s�.� �T�h�e� �a�v�e�r�a�g�e� �r�e�s�p�o�n�s�e� �r�a�t�e� �f�o�r� �a�l�l� �t�h�e� �s�u�r�v�e�y�s� �f�r�o�m� �b�o�t�h� �g�r�o�u�p�s� �i�s� �2�9�.�8�%�.� 

�T�a�b�l�e� �2� �s�u�m�m�a�r�i�z�e�s� �t�h�e� �n�u�m�b�e�r� �o�f� �r�e�s�p�o�n�s�e�s� �o�b�t�a�i�n�e�d� �f�r�o�m� �t�h�e� �t�w�o� �g�r�o�u�p�s�.� �T�h�e� 

�r�e�l�a�t�i�v�e�l�y� �h�i�g�h� �r�e�s�p�o�n�s�e� �r�a�t�e� �i�n�d�i�c�a�t�e�s� �t�h�e� �t�e�c�h�n�i�q�u�e�s� �a�p�p�l�i�e�d� �t�o� �i�n�c�r�e�a�s�e� �r�e�s�p�o�n�s�e� �r�a�t�e�,� 

�i�n�c�l�u�d�i�n�g� �h�a�n�d�-�w�r�i�t�t�e�n� �a�d�d�r�e�s�s�,� �f�i�r�s�t�-�c�l�a�s�s�-�s�t�a�m�p�e�d� �e�n�v�e�l�o�p�e�,� �a�c�a�d�e�m�i�c� �l�e�t�t�e�r� �h�e�a�d�,� 

�r�e�p�o�r�t� �f�o�r� �i�n�c�e�n�t�i�v�e� �w�e�r�e� �i�n� �f�a�c�t� �e�f�f�e�c�t�i�v�e�.
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�T�a�b�l�e� �2�.� �R�e�s�p�o�n�s�e� �R�a�t�e� �f�r�o�m� �C�u�r�r�e�n�t� �a�n�d� �T�e�r�m�i�n�a�t�e�d� �F�r�a�n�c�h�i�s�e�e�s� 

� � 

�C�u�r�r�e�n�t� �F�r�a�n�c�h�i�s�e�e� �T�e�r�m�i�n�a�t�e�d� �F�r�a�n�c�h�i�s�e�e� 
� � 

� � � � � � � � 
� � 

� � 

�N�u�m�b�e�r� �o�f� �|� �P�e�r�c�e�n�t�a�g�e� �|� �N�u�m�b�e�r� �o�f� �|� �P�e�r�c�e�n�t�a�g�e� 
�R�e�s�p�o�n�s�e�s� �%� �R�e�s�p�o�n�s�e�s� �%� 

�T�o�t�a�l� �N�u�m�b�e�r� �o�f� �s�u�r�v�e�y�s� �m�a�i�l�e�d� �2�0�1� �1�0�0�.�0� �2�0�1� �1�0�0�.�0� 

�N�o�n�-�d�e�l�i�v�e�r�e�d� �1�7� �8�.�5� �8�0� �3�9�.�8� 

�T�o�t�a�l� �n�u�m�b�e�r� �o�f� �s�u�r�v�e�y�s� �r�e�t�u�r�n�e�d� �6�9� �3�4�.�3� �2�7� �1�3�.�4� 

�U�n�u�s�a�b�l�e� �2� �1�.�0� �3� �1�5� 

�T�o�t�a�l� �R�e�s�p�o�n�s�e� �6�7� �3�3�.�3� �2�4� �1�1�.�9� 
� 



�5�7� 

�D�E�M�O�G�R�A�P�H�I�C�S� �O�F� �R�E�S�P�O�N�D�E�N�T�S� 

�G�e�n�d�e�r� �a�n�d� �A�g�e� �o�f� �R�e�s�p�o�n�d�e�n�t�s� 

�A�s� �s�h�o�w�n� �i�n� �T�a�b�l�e� �3�,� �f�e�m�a�l�e�s� �r�e�p�r�e�s�e�n�t�e�d� �o�n�l�y� �a� �s�m�a�l�l� �p�o�r�t�i�o�n� �(�4�.�2�%�)� �o�f� 

�t�e�r�m�i�n�a�t�e�d� �f�r�a�n�c�h�i�s�e�e�s� �a�n�d� �1�3�.�4�%� �o�f� �c�u�r�r�e�n�t� �f�r�a�n�c�h�i�s�e�e�s�.� �T�h�e� �m�a�j�o�r�i�t�y� �o�f� �b�o�t�h� �c�u�r�r�e�n�t� 

�a�n�d� �t�e�r�m�i�n�a�t�e�d� �f�r�a�n�c�h�i�s�e�e�s� �f�e�l�l� �i�n� �t�h�e� �3�1�-�4�0� �y�e�a�r�s� �(�6�2�.�7�%� �f�o�r� �c�u�r�r�e�n�t� �a�n�d� �6�6�.�7�%� �f�o�r� 

�t�e�r�m�i�n�a�t�e�d�)� �c�a�t�e�g�o�r�y� �(�T�a�b�l�e� �4�)�.� �S�u�r�p�r�i�s�i�n�g�l�y�,� �n�o� �r�e�s�p�o�n�d�e�n�t�s� �w�e�r�e� �i�n� �t�h�e� �5�1�-�6�0� �y�e�a�r�s� 

�c�a�t�e�g�o�r�y�,� �a�l�t�h�o�u�g�h� �o�n�e� �r�e�s�p�o�n�d�e�n�t� �w�a�s� �o�v�e�r� �6�1� �y�e�a�r�s� �o�l�d�,� �w�h�i�c�h� �i�n�d�i�c�a�t�e�s� �t�h�a�t� �f�o�r� �t�h�i�s� 

�p�a�r�t�i�c�u�l�a�r� �f�r�a�n�c�h�i�s�e�,� �i�t� �m�a�y� �b�e� �a� �y�o�u�n�g� �m�e�n ��s� �b�u�s�i�n�e�s�s�.� �X�?� �s�t�a�t�i�s�t�i�c�s� �i�n�d�i�c�a�t�e� �t�h�a�t� �b�o�t�h� 

�g�e�n�d�e�r� �a�n�d� �a�g�e� �m�a�y� �b�e� �i�n�d�e�p�e�n�d�e�n�t� �o�f� �f�r�a�n�c�h�i�s�e�e ��s� �s�t�a�t�u�s� �(�c�u�r�r�e�n�t� �a�n�d� �t�e�r�m�i�n�a�t�e�d�)�.� 

�E�d�u�c�a�t�i�o�n� �L�e�v�e�l� �o�f� �R�e�s�p�o�n�d�e�n�t�s� 

�T�a�b�l�e� �5� �s�h�o�w�s� �t�h�a�t� �t�h�e� �e�d�u�c�a�t�i�o�n� �l�e�v�e�l�s� �o�f� �c�u�r�r�e�n�t� �a�n�d� �t�e�r�m�i�n�a�t�e�d� �f�r�a�n�c�h�i�s�e�e�s� �a�r�e� 

�r�e�l�a�t�i�v�e�l�y� �h�i�g�h�,� �w�i�t�h� �8�5�.�1�%� �o�f� �c�u�r�r�e�n�t� �a�n�d� �8�7�.�5�%� �o�f� �t�e�r�m�i�n�a�t�e�d� �f�r�a�n�c�h�i�s�e�e�s� �h�a�v�i�n�g� �a�t� �l�e�a�s�t� 

�a�t�t�e�n�d�e�d� �o�r� �g�r�a�d�u�a�t�e�d� �f�r�o�m� �c�o�l�l�e�g�e�.� �A�g�a�i�n�,� �X�?� �s�t�a�t�i�s�t�i�c�s� �i�n�d�i�c�a�t�e� �t�h�a�t� �e�d�u�c�a�t�i�o�n� �l�e�v�e�l� 

�a�p�p�e�a�r�s� �t�o� �b�e� �i�n�d�e�p�e�n�d�e�n�t� �o�f� �f�r�a�n�c�h�i�s�e�e ��s� �s�t�a�t�u�s�.
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�T�a�b�l�e� �3�.� �N�u�m�b�e�r� �a�n�d� �P�e�r�c�e�n�t�a�g�e� �o�f� �R�e�s�p�o�n�d�e�n�t�s �� �G�e�n�d�e�r� 
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�C�u�r�r�e�n�t� �F�r�a�n�c�h�i�s�e�e� �T�e�r�m�i�n�a�t�e�d� �F�r�a�n�c�h�i�s�e�e� 
� � 

� � � � � � � � 
� � 

� � 

�G�e�n�d�e�r� �N�u�m�b�e�r� �o�f� �|� �P�e�r�c�e�n�t�a�g�e� �|� �N�u�m�b�e�r� �o�f� �|� �P�e�r�c�e�n�t�a�g�e� 
�R�e�s�p�o�n�s�e�s� �%� �R�e�s�p�o�n�s�e�s� �%� 

�M�a�l�e� �5�8� �8�6�.�6� �2�3� �9�5�.�8� 

�F�e�m�a�l�e� �9� �1�3�.�4� �1� �4�.�2� 

�T�o�t�a�l� �6�7� �1�0�0�.�0� �2�4� �1�0�0�.�0� 
� � 

�X�?� �s�t�a�t�i�s�t�i�c�s�:� �D�F�=�1�,� �X�*�=� �1�.�5�5�1�,� �p�=�.�2�1�3
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�T�a�b�l�e� �4�.� �N�u�m�b�e�r� �a�n�d� �P�e�r�c�e�n�t�a�g�e� �o�f� �R�e�s�p�o�n�d�e�n�t�s �� �A�g�e� 

� � 

�C�u�r�r�e�n�t� �F�r�a�n�c�h�i�s�e�e� �T�e�r�m�i�n�a�t�e�d� �F�r�a�n�c�h�i�s�e�e� 
� � 

� � � � � � � � 
� � 

� � 

�A�g�e� �N�u�m�b�e�r� �o�f� �|� �P�e�r�c�e�n�t�a�g�e� �|� �N�u�m�b�e�r� �o�f� �|� �P�e�r�c�e�n�t�a�g�e� 
�R�e�s�p�o�n�s�e�s� �%� �R�e�s�p�o�n�s�e�s� �%� 

�2�1� �-� �3�0� �2�1� �3�1�.�3� �4� �1�6�.�7� 

�3�1� �-� �4�0� �4�2� �6�2�.�7� �1�6� �6�6�.�7� 

�4�1� �-� �5�0� �3� �4�.�5� �1�6�.�7� 

�5�1� �-� �6�0� �0� �0� �0� 

�6�1� �o�r� �m�o�r�e� �L�5� �0� 

�T�o�t�a�l� �6�7� �1�0�0�.�0� �2�4� �1�0�0�.�1� 
� � �N�o�t�e�:� �D�u�e� �t�o� �r�o�u�n�d�i�n�g�,� �t�o�t�a�l� �p�e�r�c�e�n�t�a�g�e� �a�d�d�s� �t�o� �m�o�r�e� �t�h�a�n� �1�0�0�%� 

�X�?� �s�t�a�t�i�s�t�i�c�s�:� �D�F�=�3�,� �X�7�=� �5�.�2�0�1�,� �p�=�.�1�5�7�7
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�T�a�b�l�e� �5�.� �N�u�m�b�e�r� �a�n�d� �P�e�r�c�e�n�t�a�g�e� �o�f� �R�e�s�p�o�n�d�e�n�t�s �� �E�d�u�c�a�t�i�o�n� �L�e�v�e�l� 
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� � 

� � � � � � � � � � 

� � 

�E�d�u�c�a�t�i�o�n� �L�e�v�e�l� �N�u�m�b�e�r� �o�f� �|� �P�e�r�c�e�n�t�a�g�e� �|� �N�u�m�b�e�r� �o�f� �|� �P�e�r�c�e�n�t�a�g�e� 
�R�e�s�p�o�n�s�e�s� �%� �R�e�s�p�o�n�s�e�s� �%� 

�S�o�m�e� �h�i�g�h� �s�c�h�o�o�l� �1� �1�5� �0� �0� 

�H�i�g�h� �S�c�h�o�o�l� �G�r�a�d�u�a�t�e� �9� �1�3�.�4� �3� �1�2�.�5� 

�S�o�m�e� �c�o�l�l�e�g�e� �3�2� �4�7�.�8� �1�4� �5�8�.�3� 

�C�o�l�l�e�g�e� �G�r�a�d�u�a�t�e� �2�3� �3�4�.�3� �2�9�.�2� 

�G�r�a�d�u�a�t�e� �S�c�h�o�o�l� �2� �3�.�0� �0� 

�T�o�t�a�l� �6�7� �1�0�0�.�0� �2�4� �1�0�0�.�0� 
� � 

�X�?� �s�t�a�t�i�s�t�i�c�s�:� �D�F�=�4�,� �X�7�=� �1�.�6�2�,� �p�=�.�8�0�5�2
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�Y�e�a�r�s� �o�f� �B�u�s�i�n�e�s�s� �a�n�d� �F�r�a�n�c�h�i�s�i�n�g� �E�x�p�e�r�i�e�n�c�e� �o�f� �R�e�s�p�o�n�d�e�n�t�s� 

�A�s� �c�a�n� �b�e� �s�e�e�n� �f�r�o�m� �T�a�b�l�e� �6�,� �t�h�e� �m�a�j�o�r�i�t�y� �o�f� �t�h�e� �r�e�s�p�o�n�d�e�n�t�,� �c�u�r�r�e�n�t� �a�n�d� 

�t�e�r�m�i�n�a�t�e�d� �f�r�a�n�c�h�i�s�e�e�s� �f�a�l�l� �i�n�t�o� �t�h�e� �6�-�1�0� �y�e�a�r�s� �c�a�t�e�g�o�r�y� �(�4�1�.�8� �%� �a�n�d� �3�7�.�5�%�)� �a�n�d� �1�1�-�1�5� 

�y�e�a�r�s� �c�a�t�e�g�o�r�y� �(�2�6�.�9�%� �a�n�d� �3�3�.�3�%�)� �f�o�r� �g�e�n�e�r�a�l� �b�u�s�i�n�e�s�s� �e�x�p�e�r�i�e�n�c�e�.� �T�h�e� �y�e�a�r�s� �o�f� 

�e�x�p�e�r�i�e�n�c�e� �i�n� �f�r�a�n�c�h�i�s�i�n�g� �a�r�e� �l�e�s�s� �t�h�a�n� �t�h�e� �g�e�n�e�r�a�l� �b�u�s�i�n�e�s�s� �e�x�p�e�r�i�e�n�c�e� �o�f� �t�h�e� 

�r�e�s�p�o�n�d�e�n�t�s�.� �T�h�e� �m�a�j�o�r�i�t�y� �o�f� �t�h�e� �r�e�s�p�o�n�d�e�n�t�s�,� �c�u�r�r�e�n�t� �a�n�d� �t�e�r�m�i�n�a�t�e�d� �h�a�v�e� �n�o� �m�o�r�e� 

�t�h�a�n� �1�0� �y�e�a�r�s� �o�f� �f�r�a�n�c�h�i�s�i�n�g� �e�x�p�e�r�i�e�n�c�e�.� �T�a�b�l�e� �7� �i�n�d�i�c�a�t�e�s� �t�h�a�t� �5�9�.�7�%� �o�f� �t�h�e� �c�u�r�r�e�n�t� �a�n�d� 

�4�1�.�7�%� �o�f� �t�h�e� �t�e�r�m�i�n�a�t�e�d� �f�r�a�n�c�h�i�s�e�e�s� �h�a�v�e� �l�e�s�s� �t�h�a�n� �f�i�v�e� �y�e�a�r�s� �o�f� �e�x�p�e�r�i�e�n�c�e�.� �I�t� �a�l�s�o� �s�h�o�w�s� 

�t�h�a�t� �2�9�.�9�%� �o�f� �t�h�e� �c�u�r�r�e�n�t� �a�n�d� �3�7�.�5�%� �o�f� �t�h�e� �t�e�r�m�i�n�a�t�e�d� �f�r�a�n�c�h�i�s�e�e�s� �h�a�v�e� �6�-�1�0� �y�e�a�r�s� �o�f� 

�f�r�a�n�c�h�i�s�i�n�g� �e�x�p�e�r�i�e�n�c�e�s�.� �X�°� �s�t�a�t�i�s�t�i�c�s� �i�n�d�i�c�a�t�e� �t�h�a�t� �b�o�t�h� �b�u�s�i�n�e�s�s� �a�n�d� �f�r�a�n�c�h�i�s�i�n�g� 

�e�x�p�e�r�i�e�n�c�e�s� �a�p�p�e�a�r� �t�o� �b�e� �i�n�d�e�p�e�n�d�e�n�t� �o�f� �f�r�a�n�c�h�i�s�e�e ��s� �s�t�a�t�u�s�.
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�B�u�s�i�n�e�s�s� �E�x�p�e�r�i�e�n�c�e� 
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�C�u�r�r�e�n�t� �F�r�a�n�c�h�i�s�e�e� �T�e�r�m�i�n�a�t�e�d� �F�r�a�n�c�h�i�s�e�e� 

�B�u�s�i�n�e�s�s� �N�u�m�b�e�r� �o�f� �|� �P�e�r�c�e�n�t�a�g�e� �|� �N�u�m�b�e�r� �o�f� �|� �P�e�r�c�e�n�t�a�g�e� 
�E�x�p�e�r�i�e�n�c�e� �R�e�s�p�o�n�s�e�s� �Y�o� �R�e�s�p�o�n�s�e�s� �%� 

�0�-�5� �1�3� �1�9�.�4� �3� �1�2�.�5� 

�6�-�1�0� �2�8� �4�1�.�8� �9� �3�7�.�5� 

�1�1�-�1�5� �1�8� �2�6�.�9� �8� �3�3�.�3� 

�1�6� �-� �2�0� �3� �4�5� �4� �1�6�.�7� 

�2�1� �o�r� �m�o�r�e� �5� �7�A� �0� �0� 

�T�o�t�a�l� �6�7� �1�0�0�.�0� �2�4� �1�0�0�.�0� 
� � 

�X�?� �s�t�a�t�i�s�t�i�c�s�:� �D�F�=�4�,� �X�7�=� �6�.�0�2�2�,� �p�=�.�1�9�7�5
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�T�a�b�l�e� �7�.� �N�u�m�b�e�r� �a�n�d� �P�e�r�c�e�n�t�a�g�e� �o�f� �R�e�s�p�o�n�d�e�n�t�s �� �Y�e�a�r�s� �o�f� 
�F�r�a�n�c�h�i�s�i�n�g� �E�x�p�e�r�i�e�n�c�e� 
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�C�u�r�r�e�n�t� �F�r�a�n�c�h�i�s�e�e� �T�e�r�m�i�n�a�t�e�d� �F�r�a�n�c�h�i�s�e�e� 

�F�r�a�n�c�h�i�s�i�n�g� �N�u�m�b�e�r� �o�f� �|� �P�e�r�c�e�n�t�a�g�e� �|� �N�u�m�b�e�r� �o�f� �|� �P�e�r�c�e�n�t�a�g�e� 
�E�x�p�e�r�i�e�n�c�e� �R�e�s�p�o�n�s�e�s� �%� �R�e�s�p�o�n�s�e�s� �%� 

�0�-�5� �4�0� �5�9�.�7� �1�0� �4�1�.�7� 

�6�-�1�0� �2�0� �2�9�.�8� �9� �3�7�.�5� 

�1�1�-�1�5� �4� �6�.�0� �4� �1�6�.�7� 

�1�6� �-� �2�0� �1� �1�5� �1� �4�.�1� 

�2�1� �o�r� �m�o�r�e� �1� �1�5� �0� �0� 

�N�o� �a�n�s�w�e�r� �1� �1�5� �0� �0� 

�T�o�t�a�l� �6�7� �1�0�0�.�0� �2�4� �1�0�0�.�0� 
� � 

�X�?� �s�t�a�t�i�s�t�i�c�s�:� �D�F�=�4�,� �X�?�=� �4�.�5�6�7�,� �p�=�.�3�3�4�7



�D�E�S�C�R�I�P�T�I�V�E� �A�N�A�L�Y�S�E�S� 

�T�h�i�s� �s�e�c�t�i�o�n� �w�i�l�l� �p�r�e�s�e�n�t� �r�e�s�p�o�n�s�e�s� �t�o� �t�h�e� �q�u�e�s�t�i�o�n�s� �a�s�k�e�d� �b�o�t�h� �t�o� �t�h�e� �c�u�r�r�e�n�t� �a�n�d� 

�t�e�r�m�i�n�a�t�e�d� �f�r�a�n�c�h�i�s�e�e�s�.� �T�h�e�r�e� �a�r�e� �t�w�o� �m�a�j�o�r� �c�a�t�e�g�o�r�i�e�s�:� �g�e�n�e�r�a�l� �i�n�f�o�r�m�a�t�i�o�n� �a�n�d� 

�s�a�t�i�s�f�a�c�t�i�o�n� �i�n�f�o�r�m�a�t�i�o�n�.� �S�i�x� �a�d�d�i�t�i�o�n�a�l� �q�u�e�s�t�i�o�n�s� �p�e�r�t�a�i�n�i�n�g� �t�o� �t�h�e� �t�e�r�m�i�n�a�t�i�o�n� �p�r�o�c�e�s�s� 

�w�e�r�e� �i�n�c�l�u�d�e�d� �o�n�l�y� �i�n� �q�u�e�s�t�i�o�n�n�a�i�r�e� �s�e�n�t� �t�o� �t�h�e� �t�e�r�m�i�n�a�t�e�d� �f�r�a�n�c�h�i�s�e�e�s�.� �R�e�s�p�o�n�s�e�s� �t�o� 

�t�h�e�s�e� �q�u�e�s�t�i�o�n�s� �a�r�e� �p�r�e�s�e�n�t�e�d� �i�n� �t�h�e� �l�a�s�t� �p�a�r�t� �o�f� �t�h�e� �g�e�n�e�r�a�l� �i�n�f�o�r�m�a�t�i�o�n� �s�e�c�t�i�o�n�.� �F�u�r�t�h�e�r�,� 

�C�h�i�-�s�q�u�a�r�e� �(�X ��)� �t�e�s�t� �w�a�s� �u�s�e�d� �t�o� �t�e�s�t� �t�h�e� �d�i�f�f�e�r�e�n�c�e�s� �a�m�o�n�g� �t�h�e� �d�i�s�t�r�i�b�u�t�i�o�n�.� 

�G�e�n�e�r�a�l� �I�n�f�o�r�m�a�t�i�o�n� 

�1�.� �T�y�p�e�s� �o�f� �O�p�e�r�a�t�i�o�n� 

�A�s� �c�a�n� �b�e� �s�e�e�n� �f�r�o�m� �T�a�b�l�e� �8�,� �n�e�a�r�l�y� �7�4�%� �o�f� �t�h�e� �c�u�r�r�e�n�t� �f�r�a�n�c�h�i�s�e�e�s� �a�r�e� �i�n�d�i�v�i�d�u�a�l� 

�f�r�a�n�c�h�i�s�e�e�s�,� �f�o�l�l�o�w�e�d� �b�y� �a�p�p�r�o�x�i�m�a�t�e�l�y� �1�7�%� �o�f� �a�r�e�a� �f�r�a�n�c�h�i�s�e�e�s� �a�n�d� �a�b�o�u�t� �1�0�%� �t�h�a�t� �a�r�e� 

�b�o�t�h�.� �T�e�r�m�i�n�a�t�e�d� �f�r�a�n�c�h�i�s�e�e�s� �a�r�e� �r�a�t�h�e�r� �e�q�u�a�l�l�y� �d�i�v�i�d�e�d� �a�m�o�n�g� �t�h�e�s�e� �t�h�r�e�e� �c�a�t�e�g�o�r�i�e�s�.� 

�T�h�e� �p�e�r�c�e�n�t�a�g�e� �o�f� �t�e�r�m�i�n�a�t�e�d� �f�r�a�n�c�h�i�s�e�e�s� �t�h�a�t� �a�r�e� �a�r�e�a� �f�r�a�n�c�h�i�s�e�e� �i�s� �v�e�r�y� �s�i�g�n�i�f�i�c�a�n�t�,� 

�w�h�e�n� �c�o�m�p�a�r�e�d� �t�o� �c�u�r�r�e�n�t� �f�r�a�n�c�h�i�s�e�e�s�.� �I�n� �f�a�c�t�,� �a�s� �X�?� �=� �1�1�.�3�8� �w�i�t�h� �d�e�g�r�e�e� �o�f� �f�r�e�e�d�o�m� �a�t� �2�,� 

�p�=�-�.�0�0�3�4�,� �i�n�d�i�c�a�t�e�s� �a� �s�i�g�n�i�f�i�c�a�n�t� �d�i�f�f�e�r�e�n�c�e� �b�e�t�w�e�e�n� �t�h�e� �d�i�s�t�r�i�b�u�t�i�o�n� �o�f� �c�u�r�r�e�n�t� �a�n�d� 

�t�e�r�m�i�n�a�t�e�d� �f�r�a�n�c�h�i�s�e�e�s�.
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�C�u�r�r�e�n�t� �F�r�a�n�c�h�i�s�e�e� �T�e�r�m�i�n�a�t�e�d� �F�r�a�n�c�h�i�s�e�e� 
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�T�y�p�e� �o�f� �O�p�e�r�a�t�i�o�n� �N�u�m�b�e�r� �o�f� �|� �P�e�r�c�e�n�t�a�g�e� �|� �N�u�m�b�e�r� �o�f� �|� �P�e�r�c�e�n�t�a�g�e� 
�R�e�s�p�o�n�s�e�s� �%� �R�e�s�p�o�n�s�e�s� �%� 

�I�n�d�i�v�i�d�u�a�l� �F�r�a�n�c�h�i�s�e�e� �4�8� �7�3�.�9� �9� �3�7�.�5� 

�A�r�e�a� �F�r�a�n�c�h�i�s�e�e� �1�1� �1�6�.�9� �7� �2�9�.�2� 

�B�o�t�h� �6� �9�.�2� �8� �3�3�.�3� 

�T�o�t�a�l� �6�7� �1�0�0�.�0� �2�4� �1�0�0�.�0� 
� � 

�X�?� �s�t�a�t�i�s�t�i�c�s�:� �D�F�=�2�,� �x�?� �1�1�.�3�8�,� �p�=�.�0�0�3�4



�6�6� 

�2�.� �N�u�m�b�e�r� �o�f� �O�p�e�r�a�t�i�n�g� �U�n�i�t�s� 

�A�c�c�o�r�d�i�n�g� �t�o� �T�a�b�l�e� �9�,� �n�e�a�r�l�y� �h�a�l�f� �o�f� �t�h�e� �c�u�r�r�e�n�t� �f�r�a�n�c�h�i�s�e�e�s� �h�a�v�e� �o�n�l�y� �o�n�e� 

�o�p�e�r�a�t�i�n�g� �u�n�i�t�,� �a�n�d� �t�h�e� �r�e�s�t� �o�f� �t�h�e� �m�a�j�o�r�i�t�y� �o�p�e�r�a�t�e�s� �l�e�s�s� �t�h�a�n� �5� �u�n�i�t�s�.� �T�h�e� �a�v�e�r�a�g�e� �f�o�r� 

�c�u�r�r�e�n�t�l�y� �o�p�e�r�a�t�i�n�g� �u�n�i�t�s� �o�f� �t�h�e� �c�u�r�r�e�n�t� �f�r�a�n�c�h�i�s�e�e�s� �i�s� �2�.�2�2� �a�n�d� �2�.�0�8� �a�m�o�n�g� �t�e�r�m�i�n�a�t�e�d� 

�f�r�a�n�c�h�i�s�e�e�s�.� �T�-�t�e�s�t� �(�t�=�.�2�5�6�,� �p�=�.�7�9�8�4�)� �i�n�d�i�c�a�t�e�s� �n�o� �s�i�g�n�i�f�i�c�a�n�t� �d�i�f�f�e�r�e�n�c�e� �b�e�t�w�e�e�n� �t�h�e� �t�w�o� 

�m�e�a�n�s�.� �A�l�t�h�o�u�g�h� �t�h�e� �d�a�t�a� �s�h�o�w�s� �t�h�a�t� �n�o� �f�r�a�n�c�h�i�s�e�e� �o�w�n�s� �m�o�r�e� �t�h�a�n� �1�2� �u�n�i�t�s�,� �i�t� �d�o�e�s� �n�o�t� 

�i�m�p�l�y� �t�h�i�s� �f�r�a�n�c�h�i�s�e� �s�y�s�t�e�m� �h�a�s� �n�o� �f�r�a�n�c�h�i�s�e�e�s� �w�i�t�h� �m�o�r�e� �n�u�m�b�e�r� �o�f� �u�n�i�t�s�.� �I�n� �f�a�c�t�,� �s�u�c�h� 

�f�r�a�n�c�h�i�s�e�e�s� �w�e�r�e� �s�e�l�e�c�t�e�d� �f�r�o�m� �t�h�e� �m�a�i�l�i�n�g� �l�i�s�t�,� �b�u�t� �n�o�n�e� �h�a�d� �r�e�s�p�o�n�d�e�d�.� �T�h�i�s� �m�a�y� 

�i�m�p�l�y� �t�h�a�t� �s�m�a�l�l� �f�r�a�n�c�h�i�s�e�e�s� �a�r�e� �m�o�r�e� �l�i�k�e�l�y� �t�o� �a�n�s�w�e�r� �t�h�i�s� �m�a�i�l� �s�u�r�v�e�y� �o�r� �t�h�e� �m�a�j�o�r�i�t�y� �o�f� 

�t�h�e� �f�r�a�n�c�h�i�s�e�e�s� �o�f� �t�h�i�s� �p�a�r�t�i�c�u�l�a�r� �f�r�a�n�c�h�i�s�e� �s�y�s�t�e�m� �a�r�e� �s�i�m�p�l�y� �s�m�a�l�l� �f�r�a�n�c�h�i�s�e�e�s�.� 

�3�.� �Y�e�a�r�s� �W�i�t�h� �T�h�e� �F�r�a�n�c�h�i�s�e� �S�y�s�t�e�m� 

�T�h�e� �l�e�n�g�t�h� �o�f� �f�r�a�n�c�h�i�s�e� �c�o�n�t�r�a�c�t� �f�o�r� �t�h�i�s� �f�r�a�n�c�h�i�s�e� �s�y�s�t�e�m�,� �a�s� �s�t�a�t�e�d� �i�n� �t�h�e� �U�F�O�C�,� 

�i�s� �1�0� �y�e�a�r�s�.� �T�a�b�l�e� �1�0� �s�h�o�w�s� �a�p�p�r�o�x�i�m�a�t�e�l�y� �7�0�%� �o�f� �t�h�e� �c�u�r�r�e�n�t� �f�r�a�n�c�h�i�s�e�e�s� �h�a�v�e� �b�e�e�n� �w�i�t�h� 

�t�h�e� �f�r�a�n�c�h�i�s�e� �s�y�s�t�e�m� �f�o�r� �l�e�s�s� �t�h�a�n� �5� �y�e�a�r�s� �a�n�d� �o�n�l�y� �a�p�p�r�o�x�i�m�a�t�e�l�y� �1�0�%� �o�f� �t�h�e� �c�u�r�r�e�n�t� 

�f�r�a�n�c�h�i�s�e�e�s� �h�a�v�e� �t�e�n�u�r�e�s� �w�i�t�h� �1�0� �o�r� �m�o�r�e� �y�e�a�r�s� �o�f� �r�e�l�a�t�i�o�n�s�h�i�p� �w�i�t�h� �t�h�e� �s�y�s�t�e�m�.� �W�h�i�l�e� 

�n�e�a�r�l�y� �2�1�%� �o�f� �t�h�e� �t�e�r�m�i�n�a�t�e�d� �f�r�a�n�c�h�i�s�e�e�s� �h�a�v�e� �b�e�e�n� �w�i�t�h� �t�h�e� �s�y�s�t�e�m� �f�o�r� �o�n�e� �y�e�a�r�,� �a� 

�m�a�j�o�r�i�t�y� �o�f� �t�h�e� �t�e�r�m�i�n�a�t�e�d� �f�r�a�n�c�h�i�s�e�e�s� �h�a�v�e� �m�o�r�e� �t�h�a�n� �5� �y�e�a�r�s �� �o�f� �r�e�l�a�t�i�o�n�s�h�i�p� �w�i�t�h� �t�h�e� 

�s�y�s�t�e�m�.� �A�l�t�h�o�u�g�h� �t�h�i�s� �i�s� �r�e�f�l�e�c�t�e�d� �i�n� �t�h�e� �a�v�e�r�a�g�e� �y�e�a�r�s� �w�i�t�h� �t�h�e� �f�r�a�n�c�h�i�s�e� �s�y�s�t�e�m�,� 

�a�v�e�r�a�g�e� �f�o�r� �c�u�r�r�e�n�t� �f�r�a�n�c�h�i�s�e�e� �i�s� �4�.�8� �y�e�a�r�s� �a�n�d� �f�o�r� �t�e�r�m�i�n�a�t�e�d� �f�r�a�n�c�h�i�s�e�e� �i�s� �6�.�3�1� �y�e�a�r�s�,� �t�-� 

�t�e�s�t� �i�n�d�i�c�a�t�e�s� �n�o� �s�i�g�n�i�f�i�c�a�n�t� �d�i�f�f�e�r�e�n�c�e�.� �X�?� �s�t�a�t�i�s�t�i�c�s� �o�f� �t�h�e� �2�x� �3� �c�o�n�t�i�n�g�e�n�c�y� �t�a�b�l�e� �(�T�a�b�l�e� 

�1�1�)� �s�h�o�w�s� �t�h�e� �n�u�m�b�e�r� �o�f� �y�e�a�r�s� �f�r�a�n�c�h�i�s�e�e�s� �h�a�v�e� �w�i�t�h� �t�h�e� �f�r�a�n�c�h�i�s�e� �s�y�s�t�e�m� �w�h�i�c�h� �i�s� 

�a�s�s�o�c�i�a�t�e�d� �w�i�t�h� �f�r�a�n�c�h�i�s�e�e ��s� �s�t�a�t�u�s�.
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�4�.� �F�u�t�u�r�e� �P�l�a�n�s� �F�o�r� �t�h�e� �N�e�x�t� �F�i�v�e� �Y�e�a�r�s� 

�M�o�r�e� �t�h�a�n� �h�a�l�f� �o�f� �t�h�e� �c�u�r�r�e�n�t� �f�r�a�n�c�h�i�s�e�e�s� �p�l�a�n� �t�o� �i�n�v�e�s�t� �m�o�r�e� �w�i�t�h�i�n� �t�h�e� �s�a�m�e� 

�f�r�a�n�c�h�i�s�e� �s�y�s�t�e�m� �(�T�a�b�l�e� �1�2�)�,� �w�h�i�l�e� �a�p�p�r�o�x�i�m�a�t�e�l�y� �1�/�5� �o�f� �t�h�e� �t�e�r�m�i�n�a�t�e�d� �f�r�a�n�c�h�i�s�e�e�s� 

�s�h�o�w�e�d� �a�n� �i�n�t�e�r�e�s�t� �i�n� �i�n�v�e�s�t�i�n�g� �m�o�r�e� �w�i�t�h� �t�h�e� �s�a�m�e� �f�r�a�n�c�h�i�s�e� �s�y�s�t�e�m�.� �N�e�a�r�l�y� �3�0�%� �o�f� �t�h�e� 

�t�e�r�m�i�n�a�t�e�d� �f�r�a�n�c�h�i�s�e�e�s� �p�l�a�n� �t�o� �i�n�v�e�s�t� �i�n� �n�o�n�-�f�r�a�n�c�h�i�s�e� �b�u�s�i�n�e�s�s�e�s�.� �I�t� �i�s� �a�l�s�o� �n�o�t�e� �w�o�r�t�h�y� 

�t�h�a�t� �2�0�.�8�%� �o�f� �t�h�e� �t�e�r�m�i�n�a�t�e�d� �f�r�a�n�c�h�i�s�e�e�s� �a�n�d� �2�8�.�4�%� �o�f� �t�h�e� �c�u�r�r�e�n�t� �f�r�a�n�c�h�i�s�e�e�s� �n�e�i�t�h�e�r� �d�o� 

�n�o�t� �p�l�a�n� �a�n�y� �f�u�r�t�h�e�r� �i�n�v�e�s�t�m�e�n�t� �n�o�r� �w�i�t�h�d�r�a�w� �f�r�o�m� �t�h�e� �c�u�r�r�e�n�t� �s�t�a�t�u�s�,� �b�u�t� �p�r�e�f�e�r� �t�o� �j�u�s�t� 

�s�t�a�y� �p�u�t�.� �T�h�i�s� �m�a�y� �b�e� �a�f�f�e�c�t�e�d� �b�y� �t�h�e� �u�n�p�r�o�m�i�s�i�n�g� �e�c�o�n�o�m�i�c� �c�o�n�d�i�t�i�o�n� �d�u�r�i�n�g� �t�h�e� 

�p�e�r�i�o�d� �t�h�i�s� �s�u�r�v�e�y� �w�a�s� �s�e�n�t�.� �F�o�r� �t�h�i�s� �t�a�b�l�e�,� �X�?�=�1�7�.�4�7�9� �a�n�d� �p�=�.�0�0�7�7� �w�h�i�c�h� �s�u�g�g�e�s�t�s� �a� 

�s�i�g�n�i�f�i�c�a�n�t� �d�i�f�f�e�r�e�n�c�e� �b�e�t�w�e�e�n� �c�u�r�r�e�n�t� �a�n�d� �t�e�r�m�i�n�a�t�e�d� �f�r�a�n�c�h�i�s�e�e�s �� �p�l�a�n�s� �f�o�r� �t�h�e� �n�e�x�t� �f�i�v�e� 

�y�e�a�r�s�.� 

�5�.� �T�e�r�m�i�n�a�t�e�d� �U�n�i�t�s� 

�T�h�e� �a�v�e�r�a�g�e� �f�o�r� �t�e�r�m�i�n�a�t�e�d� �u�n�i�t� �f�o�u�n�d� �i�n� �t�h�i�s� �s�t�u�d�y� �i�s� �2�.�7�5� �u�n�i�t�s�.� �H�o�w�e�v�e�r�,� �a�s� 

�s�h�o�w�n� �i�n� �T�a�b�l�e� �1�3�,� �t�h�e�r�e� �a�r�e� �6�2�.�5�%� �o�f� �t�h�e� �t�e�r�m�i�n�a�t�i�o�n� �t�h�a�t� �r�e�s�u�l�t�e�d� �i�n� �o�n�e� �o�r� �t�w�o� �u�n�i�t�s� 

�b�e�i�n�g� �t�e�r�m�i�n�a�t�e�d�.� �T�h�e�r�e� �w�e�r�e� �o�n�l�y� �o�n�e� �t�e�r�m�i�n�a�t�e�d� �f�r�a�n�c�h�i�s�e�e� �w�h�o� �h�a�d� �1�0� �u�n�i�t�s�.
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�I�n�v�e�s�t� �m�o�r�e� �i�n� �o�t�h�e�r� �f�r�a�n�c�h�i�s�e� �s�y�s�t�e�m� �3� �4�.�5� �3� �1�2�.�5� 

�I�n�v�e�s�t� �m�o�r�e� �i�n� �o�t�h�e�r� �n�o�n�-�f�r�a�n�c�h�i�s�e� �8� �1�1�.�9� �7� �2�9�.�2� 
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�T�e�r�m�i�n�a�t�e� �o�r� �n�o�t� �r�e�n�e�w� �u�n�i�t�s� �w�i�t�h� �t�h�i�s� �6� �9�.�0� �1� �4�.�2� 
�f�r�a�n�c�h�i�s�e� �s�y�s�t�e�m� 

�R�e�t�i�r�e� �1� �1�.�5� �0� �0� 

�O�t�h�e�r� �(�e�d�u�c�a�t�i�o�n�a�l� �p�u�r�s�u�e�,� �w�o�r�k� �a�s� �a�n� �5� �7�5� �7� �2�9�,�2� 
�a�c�c�o�u�n�t�a�n�t�,� �f�i�n�d� �a�n�o�t�h�e�r� �c�a�r�e�e�r�,� �w�o�r�k� 
�w�i�t�h� �f�r�a�n�c�h�i�s�e� �c�o�n�s�u�l�t�a�n�t� �f�i�r�m�.�.�.�)� 
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�7�2� 

�6�.� �T�e�r�m�i�n�a�t�i�o�n� �S�i�t�u�a�t�i�o�n� 

�T�h�i�s� �q�u�e�s�t�i�o�n� �s�e�e�k�s� �a� �r�e�s�p�o�n�s�e� �a�s� �t�o� �w�h�e�t�h�e�r� �t�h�e� �f�r�a�n�c�h�i�s�o�r� �o�r� �t�h�e� �f�r�a�n�c�h�i�s�e�e� 

�i�n�i�t�i�a�t�e�d� �t�h�e� �t�e�r�m�i�n�a�t�i�o�n�.� �A�s� �T�a�b�l�e� �1�4� �i�n�d�i�c�a�t�e�s�,� �5�0�%� �o�f� �t�h�e� �t�e�r�m�i�n�a�t�i�o�n� �c�a�s�e�s� �i�n� �t�h�i�s� 

�s�t�u�d�y� �w�e�r�e� �i�n�i�t�i�a�t�e�d� �b�y� �t�h�e� �f�r�a�n�c�h�i�s�e�e�s�.� �N�o�n�e� �w�a�s� �i�n�i�t�i�a�t�e�d� �b�y� �t�h�e� �f�r�a�n�c�h�i�s�o�r�.� �T�h�e�r�e� 

�w�e�r�e� �3�3�.�3�%� �o�f� �t�h�e� �c�a�s�e�s� �w�h�e�r�e� �f�r�a�n�c�h�i�s�o�r� �a�n�d� �f�r�a�n�c�h�i�s�e�e� �m�u�t�u�a�l�l�y� �a�g�r�e�e�d� �t�o� �t�e�r�m�i�n�a�t�e� 

�t�h�e� �f�r�a�n�c�h�i�s�e� �a�g�r�e�e�m�e�n�t�s�.� 

�7�.� �R�e�a�s�o�n�s� �f�o�r� �T�e�r�m�i�n�a�t�i�o�n� 

�T�a�b�l�e� �1�5� �p�r�e�s�e�n�t�s� �r�e�a�s�o�n�s� �f�o�r� �t�h�e� �t�e�r�m�i�n�a�t�i�o�n�.� �A�p�p�r�o�x�i�m�a�t�e�l�y� �2�1�%� �o�f� �t�h�e� 

�t�e�r�m�i�n�a�t�e�d� �f�r�a�n�c�h�i�s�e�e�s� �t�e�r�m�i�n�a�t�e�d� �t�h�e� �c�o�n�t�r�a�c�t�s� �b�e�c�a�u�s�e� �o�f� �f�i�n�a�n�c�i�a�l� �d�i�f�f�i�c�u�l�t�i�e�s�.� 

�H�o�w�e�v�e�r�,� �o�t�h�e�r� �r�e�a�s�o�n�s� �p�r�o�v�i�d�e�d� �o�n� �t�h�e� �q�u�e�s�t�i�o�n�n�a�i�r�e� �w�e�r�e� �n�o�t� �v�e�r�y� �h�e�l�p�f�u�l� �i�n� 

�s�o�l�i�c�i�t�i�n�g� �r�e�s�p�o�n�s�e�s� �f�r�o�m� �t�e�r�m�i�n�a�t�e�d� �f�r�a�n�c�h�i�s�e�e�s�.� �M�o�r�e� �t�h�a�n� �7�0�%� �o�f� �t�h�e� �r�e�s�p�o�n�d�e�n�t�s� 

�(�t�e�r�m�i�n�a�t�e�d� �f�r�a�n�c�h�i�s�e�e�s�)� �a�n�s�w�e�r�e�d�  ��o�t�h�e�r �� �a�n�d� �p�r�o�v�i�d�e�d� �t�h�e�i�r� �o�w�n� �r�e�a�s�o�n�s� �f�o�r� 

�t�e�r�m�i�n�a�t�i�o�n�.� �H�a�l�f� �(�5�0�%�)� �o�f� �t�h�e� �r�e�s�p�o�n�d�e�n�t�s� �t�e�r�m�i�n�a�t�e�d� �t�h�e� �a�g�r�e�e�m�e�n�t� �b�e�c�a�u�s�e� �t�h�e�y� 

�d�e�c�i�d�e�d� �t�o� �s�e�l�l� �t�h�e� �u�n�i�t�(�s�)�.� �A�m�o�n�g� �t�h�e�m�,� �m�o�s�t� �d�i�d� �n�o�t� �p�r�o�v�i�d�e� �f�u�r�t�h�e�r� �r�e�a�s�o�n�s�,� �b�u�t� �s�o�m�e� 

�i�n�d�i�c�a�t�e�d� �s�e�l�l�i�n�g� �f�o�r� �p�r�o�f�i�t�,� �f�u�r�t�h�e�r� �p�u�r�c�h�a�s�e� �o�f� �l�a�r�g�e�r� �a�r�e�a� �a�g�r�e�e�m�e�n�t�s�,� �o�r� �t�o� �t�a�k�e� �o�n� 

�o�t�h�e�r� �o�p�p�o�r�t�u�n�i�t�i�e�s�.� 

�8�.� �U�n�i�t�s� �a�f�t�e�r� �t�e�r�m�i�n�a�t�i�o�n� 

�N�e�a�r�l�y� �8�0�%� �o�f� �t�h�e� �t�e�r�m�i�n�a�t�i�o�n� �r�e�s�u�l�t�e�d� �i�n� �t�h�e� �s�a�l�e� �o�f� �u�n�i�t�s� �t�o� �o�t�h�e�r� �f�r�a�n�c�h�i�s�e�e�s� 

�u�n�d�e�r� �t�h�e� �s�a�m�e� �f�r�a�n�c�h�i�s�e� �s�y�s�t�e�m�.� �N�o�n�e� �o�f� �t�h�e� �u�n�i�t�s� �w�e�r�e� �c�o�n�v�e�r�t�e�d� �i�n�t�o� �o�t�h�e�r� �c�o�n�c�e�p�t�s�.� 

�T�a�b�l�e� �1�6� �s�h�o�w�s� �t�h�e� �s�t�a�t�u�s� �o�f� �o�t�h�e�r� �u�n�i�t�s� �t�h�a�t� �w�e�r�e� �t�e�r�m�i�n�a�t�e�d�.



�7�3� 

�T�a�b�l�e� �1�4�.� �N�u�m�b�e�r� �a�n�d� �P�e�r�c�e�n�t�a�g�e� �o�f� �T�e�r�m�i�n�a�t�i�o�n� 
�S�i�t�u�a�t�i�o�n� �b�y� �T�e�r�m�i�n�a�t�e�d� �F�r�a�n�c�h�i�s�e�e�s� 
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� � � � 
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�T�e�r�m�i�n�a�t�i�o�n� �S�i�t�u�a�t�i�o�n� �N�u�m�b�e�r�s� �o�f� �|� �P�e�r�c�e�n�t�a�g�e� 
�R�e�s�p�o�n�s�e�s� �%� 

�T�e�r�m�i�n�a�t�i�o�n� �b�y� �f�r�a�n�c�h�i�s�e�e� �1�2� �5�0�.�0� 

�T�e�r�m�i�n�a�t�i�o�n� �b�y� �f�r�a�n�c�h�i�s�o�r� �0� �0� 

�T�e�r�m�i�n�a�t�i�o�n� �b�y� �m�u�t�u�a�l� �8� �3�3�.�3� 

�O�t�h�e�r� �4� �1�6�.�7� 
� � 

�T�o�t�a�l� �2�4� �1�0�0�.�0� 
� 



�7�4� 

�T�a�b�l�e� �1�5�.� �N�u�m�b�e�r� �a�n�d� �P�e�r�c�e�n�t�a�g�e� �o�f� �T�e�r�m�i�n�a�t�i�o�n� �R�e�a�s�o�n�s� �b�y� 
�T�e�r�m�i�n�a�t�e�d� �F�r�a�n�c�h�i�s�e�e� 

� � 

� � � � � � 

� � 

�N�u�m�b�e�r� �o�f� �|� �P�e�r�c�e�n�t�a�g�e� 
�R�e�s�p�o�n�s�e�s� �%�o� 

�U�n�a�b�l�e� �t�o� �m�e�e�t� �q�u�a�l�i�t�y� �s�t�a�n�d�a�r�d�s� �0� �0� 

�N�o�n�c�o�m�p�l�i�a�n�c�e� �w�i�t�h� �t�h�e� �o�p�e�r�a�t�i�o�n� �m�a�n�u�a�l� �0� �0� 

�N�o�n�-�p�a�y�m�e�n�t� �o�f� �f�e�e�s� �o�r� �c�o�s�t�s� �0� �0� 

�F�a�i�l� �t�o� �p�a�s�s� �o�r� �p�r�o�v�i�d�e� �t�r�a�i�n�i�n�g� �p�r�o�g�r�a�m� �0� �0� 

�F�i�n�a�n�c�i�a�l� �f�a�i�l�u�r�e�,� �b�a�n�k�r�u�p�t�c�y�,� �o�r� �i�n�s�o�l�v�e�n�c�y� �5� �2�0�.�8� 

�F�r�a�n�c�h�i�s�o�r ��s� �d�e�c�i�s�i�o�n� �t�o� �w�i�t�h�d�r�a�w� �f�r�o�m� �t�h�e� �m�a�r�k�e�t� �a�r�e�a� �1� �4�.�2� 

�D�e�a�t�h� �o�r� �d�i�s�a�b�i�l�i�t�y� �0� �0� 

�F�a�i�l� �t�o� �m�e�e�t� �d�e�v�e�l�o�p�m�e�n�t� �q�u�o�t�a� �o�r� �f�r�a�n�c�h�i�s�e� �b�u�s�i�n�e�s�s� �0� �0� 

�O�t�h�e�r� �1�7� �7�0�.�8� 

�S�a�l�e� �o�f� �U�n�i�t�s� �1�2� �5�0�.�0� 

�O�t�h�e�r� �(�n�o�t� �s�a�t�i�s�f�i�e�d� �w�i�t�h� �f�r�a�n�c�h�i�s�o�r�'�s� �d�e�c�i�s�i�o�n�,� �p�u�r�s�u�e� �5� �2�0�.�8� 
�o�t�h�e�r� �i�n�t�e�r�e�s�t�s�,� �d�i�s�l�i�k�e� �n�e�w� �a�r�e�a�)� 

�N�o� �a�n�s�w�e�r� �1� �4�.�2� 

�T�o�t�a�l� �2�4� �1�0�0�.�0� 
� 



�7�5� 

�T�a�b�l�e� �1�6�.� �N�u�m�b�e�r� �a�n�d� �P�e�r�c�e�n�t�a�g�e� �o�f� �T�e�r�m�i�n�a�t�e�d� �U�n�i�t�s� �A�f�t�e�r� �T�e�r�m�i�n�a�t�i�o�n� 

� � 

� � � � 
� � 

�U�n�i�t�s� �A�f�t�e�r� �T�e�r�m�i�n�a�t�i�o�n� �N�u�m�b�e�r� �o�f� �|� �P�e�r�c�e�n�t�a�g�e� 
�R�e�s�p�o�n�s�e�s� �%� 

�P�e�r�m�a�n�e�n�t�l�y� �c�l�o�s�e�d� �3� �1�2�.�5� 

�S�o�l�d� �t�o� �f�r�a�n�c�h�i�s�e�e�(�s�)� �u�n�d�e�r� �t�h�e� �s�a�m�e� �f�r�a�n�c�h�i�s�e� �s�y�s�t�e�m� �1�9� �7�9�.�1� 

�R�e�-�a�c�q�u�i�r�e�d� �b�y� �t�h�e� �f�r�a�n�c�h�i�s�o�r� �1� �4�2� 

�N�o� �a�n�s�w�e�r� �1� �4�.�2� 
� � 

�T�o�t�a�l� �2�4� �1�0�0�.�0



�7�6� 

�9�.� �F�a�i�r�n�e�s�s� �o�f� �T�e�r�m�i�n�a�t�i�o�n� �P�r�o�c�e�s�s� 

�O�n� �t�h�i�s� �q�u�e�s�t�i�o�n�,� �t�e�r�m�i�n�a�t�e�d� �f�r�a�n�c�h�i�s�e�e�s� �w�e�r�e� �a�s�k�e�d� �t�o� �r�a�t�e�,� �o�n� �a� �s�c�a�l�e� �f�r�o�m� �1� �t�o� �5� 

�(�1� �b�e�i�n�g� �f�a�i�r� �a�n�d� �5� �b�e�i�n�g� �u�n�f�a�i�r�)�,� �t�h�e� �d�e�g�r�e�e� �o�f� �f�a�i�r�n�e�s�s� �w�i�t�h� �w�h�i�c�h� �t�h�e� �t�e�r�m�i�n�a�t�i�o�n� 

�p�r�o�c�e�s�s�e�s� �w�e�r�e� �h�a�n�d�l�e�.� �T�a�b�l�e� �1�7� �s�h�o�w�s� �t�h�a�t� �h�a�l�f� �(�5�0�%�)� �o�f� �t�h�e� �r�e�s�p�o�n�d�e�n�t�s� �(�t�e�r�m�i�n�a�t�e�d� 

�f�r�a�n�c�h�i�s�e�e�s�)� �f�e�l�t� �t�h�e� �f�r�a�n�c�h�i�s�o�r� �h�a�n�d�l�e�d� �i�t� �r�a�t�h�e�r� �f�a�i�r�l�y�.� �T�h�e� �m�e�a�n� �f�o�r� �t�h�e� �f�a�i�r�n�e�s�s� �o�n� �t�h�e� 

�1� �t�o� �5� �s�c�a�l�e� �i�s� �2�.�0�9�.



�7�7� 

�T�a�b�l�e� �1�7�.� �N�u�m�b�e�r� �a�n�d� �P�e�r�c�e�n�t�a�g�e� �o�f� �F�a�i�r�n�e�s�s� �o�f� �T�e�r�m�i�n�a�t�i�o�n� �P�r�o�c�e�s�s� 

� � 

� � � � 
� � 

�F�a�i�r�n�e�s�s� �o�f� �T�e�r�m�i�n�a�t�i�o�n� �P�r�o�c�e�s�s� �N�u�m�b�e�r� �o�f� �|� �P�e�r�c�e�n�t�a�g�e� 
�R�e�s�p�o�n�s�e�s� �%�o� 

�1� �(�F�a�i�r�)� �1�2� �5�0�.�0� 

�2� �3� �1�2�.�5� 

�3� �4� �1�6�.�7� 

�4� �2� �8�.�3� 

�5� �(�U�n�f�a�i�r�)� �2� �8�.�3� 

�N�o� �a�n�s�w�e�r� �1� �4�,�2� 
� � 

�T�o�t�a�l� �2�4� �1�0�0�.�0



�7�8� 

�S�a�t�i�s�f�a�c�t�i�o�n� �I�n�f�o�r�m�a�t�i�o�n� 

�I�n� �t�h�e� �s�a�t�i�s�f�a�c�t�i�o�n� �i�n�f�o�r�m�a�t�i�o�n� �s�e�c�t�i�o�n�,� �2�7� �q�u�e�s�t�i�o�n�s� �w�e�r�e� �a�s�k�e�d� �b�o�t�h� �t�o� �t�h�e� 

�c�u�r�r�e�n�t� �a�n�d� �t�e�r�m�i�n�a�t�e�d� �f�r�a�n�c�h�i�s�e�e�s� �c�o�n�c�e�r�n�i�n�g� �p�e�r�c�e�p�t�i�o�n� �a�b�o�u�t� �c�o�n�t�r�a�c�t�u�a�l� 

�a�r�r�a�n�g�e�m�e�n�t�,� �s�e�r�v�i�c�e� �s�u�p�p�o�r�t�,� �r�e�w�a�r�d�s�,� �s�o�c�i�a�l� �i�n�t�e�r�a�c�t�i�o�n�,� �a�n�d� �g�e�n�e�r�a�l� �s�a�t�i�s�f�a�c�t�i�o�n� 

�t�o�w�a�r�d� �t�h�i�s� �p�a�r�t�i�c�u�l�a�r� �f�r�a�n�c�h�i�s�e� �s�y�s�t�e�m�.� �T�h�e�s�e� �2�7� �q�u�e�s�t�i�o�n�s� �w�e�r�e� �s�c�r�a�m�b�l�e�d� �w�h�e�n� 

�p�r�e�s�e�n�t�e�d� �t�o� �t�h�e� �f�r�a�n�c�h�i�s�e�e�s� �o�n� �t�h�e� �s�u�r�v�e�y�.� �T�a�b�l�e� �1�8� �t�h�r�o�u�g�h� �4�4� �p�r�e�s�e�n�t� �t�h�e� �d�i�s�t�r�i�b�u�t�i�o�n� 

�o�f� �f�r�e�q�u�e�n�c�y� �a�n�d� �X�?� �s�t�a�t�i�s�t�i�c�s� �o�f� �e�a�c�h� �q�u�e�s�t�i�o�n� �a�n�s�w�e�r�e�d� �b�y� �c�u�r�r�e�n�t� �a�n�d� �t�e�r�m�i�n�a�t�e�d� 

�f�r�a�n�c�h�i�s�e�e�s� �i�n� �t�h�e� �s�e�q�u�e�n�c�e� �p�r�e�s�e�n�t�e�d� �o�n� �t�h�e� �s�u�r�v�e�y�.
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� � � � � � � � � � 

� � 

�Q�1�-� �G�e�n�e�r�a�l� �s�a�t�i�s�f�a�c�t�i�o�n� �C�u�r�r�e�n�t� �T�e�r�m�i�n�a�t�e�d� 
�F�r�a�n�c�h�i�s�e�e� �F�r�a�n�c�h�i�s�e�e� 

�T�h�e� �o�v�e�r�a�l�l� �r�e�l�a�t�i�o�n�s�h�i�p� �b�e�t�w�e�e�n� �m�e� �a�n�d� �N�u�m�b�e�r� �}� �P�e�r�c�e�n�t�a�g�e�|� �N�u�m�b�e�r� �|� �P�e�r�c�e�n�t�a�g�e� 
�t�h�e� �f�r�a�n�c�h�i�s�o�r� �i�s� �v�e�r�y� �s�a�t�i�s�f�y�i�n�g� �o�f� �%� �o�f� �%� 

�R�e�s�p�o�n�s�e�s� �R�e�s�p�o�n�s�e�s� 

�1� �-� �S�t�r�o�n�g�l�y� �D�i�s�a�g�r�e�e� �2� �3�.�0� �2� �8�.�3� 

�2� �-� �D�i�s�a�g�r�e�e� �1�2� �1�7�.�9� �4� �1�6�.�7� 

�3� �-� �N�e�i�t�h�e�r� �A�g�r�e�e� �N�o�r� �D�i�s�a�g�r�e�e� �1�5� �2�2�.�4� �6� �2�5�.�0� 

�4� �-� �A�g�r�e�e� �3�2� �4�7�.�8� �1�1� �4�5�.�8� 

�5� �-� �S�t�r�o�n�g�l�y� �A�g�r�e�e� �6� �9�.�0� �1� �4�.�2� 

�N�/�A� �o�r� �N�o� �a�n�s�w�e�r� �0� �0� �0� �0� 

�T�o�t�a�l� �6�7� �1�0�0�.�1� �2�4� �1�0�0�.�0� 
� � 

�N�o�t�e�:� �D�u�e� �t�o� �r�o�u�n�d�i�n�g�,� �t�o�t�a�l� �p�e�r�c�e�n�t�a�g�e� �a�d�d�s� �t�o� �m�o�r�e� �t�h�a�n� �1�0�0�%� 

�X �� �s�t�a�t�i�s�t�i�c�s�:� �D�F�=�4�,� �X�7�=� �1�.�7�5�8�,� �p�=�.�7�8�0�1
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�Q�2� �-� �C�o�n�t�r�a�c�t�u�a�l� �a�r�r�a�n�g�e�m�e�n�t� �C�u�r�r�e�n�t� �T�e�r�m�i�n�a�t�e�d� 
�F�r�a�n�c�h�i�s�e�e� �F�r�a�n�c�h�i�s�e�e� 

�I�n� �m�y� �o�p�i�n�i�o�n�,� �t�h�e� �a�d�v�e�r�t�i�s�i�n�g� �f�e�e�s� �N�u�m�b�e�r� �|� �P�e�r�c�e�n�t�a�g�e�|� �N�u�m�b�e�r� �|� �P�e�r�c�e�n�t�a�g�e� 
�c�h�a�r�g�e�d� �b�y� �t�h�i�s� �f�r�a�n�c�h�i�s�e� �o�r�g�a�n�i�z�a�t�i�o�n� �o�f� �%� �o�f� �%� 
�w�e�r�e� �r�e�a�s�o�n�a�b�l�e� �i�n� �c�o�m�p�a�r�i�s�o�n� �w�i�t�h� �R�e�s�p�o�n�s�e�s� �R�e�s�p�o�n�s�e�s� 
�t�h�o�s�e� �f�e�e�s� �c�h�a�r�g�e�d� �b�y� �o�t�h�e�r� �f�r�a�n�c�h�i�s�e� 
�o�r�g�a�n�i�z�a�t�i�o�n�s� 

�1� �-� �S�t�r�o�n�g�l�y� �D�i�s�a�g�r�e�e� �0� �0� �1� �4�.�2� 

�2� �-� �D�i�s�a�g�r�e�e� �4� �6�.�0� �0� �0� 

�3� �-� �N�e�i�t�h�e�r� �A�g�r�e�e� �N�o�r� �D�i�s�a�g�r�e�e� �1�2� �1�7�.�9� �1� �4�2� 

�4� �-� �A�g�r�e�e� �3�9� �5�8�.�2� �1�6� �6�6�.�7� 

�5� �-� �S�t�r�o�n�g�l�y� �A�g�r�e�e� �1�2� �1�7�.�9� �6� �2�5�.�0� 

�N�/�A� �o�r� �N�o� �a�n�s�w�e�r� �0� �0� �0� �0� 

�T�o�t�a�l� �6�7� �1�0�0�.�0� �2�4� �1�0�0�.�1� 
� � 

�N�o�t�e�:� �D�u�e� �t�o� �r�o�u�n�d�i�n�g�,� �t�o�t�a�l� �p�e�r�c�e�n�t�a�g�e� �a�d�d�s� �t�o� �m�o�r�e� �t�h�a�n� �1�0�0�%� 

�X�?� �s�t�a�t�i�s�t�i�c�s�:� �D�F�=�4�,� �X�?�=� �7�.�2�1�9�,� �p�=�.�1�2�4�8
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�Q�3� �-� �C�o�n�t�r�a�c�t�u�a�l� �a�r�r�a�n�g�e�m�e�n�t� �C�u�r�r�e�n�t� �T�e�r�m�i�n�a�t�e�d� 
�F�r�a�n�c�h�i�s�e�e� �F�r�a�n�c�h�i�s�e�e� 

�[� �t�h�i�n�k� �t�h�e� �t�e�r�r�i�t�o�r�i�a�l� �r�e�s�t�r�i�c�t�i�o�n�s� �s�e�t� �i�n� �t�h�e� �|� �N�u�m�b�e�r� �|� �P�e�r�c�e�n�t�a�g�e�}� �N�u�m�b�e�r� �|� �P�e�r�c�e�n�t�a�g�e� 
�c�o�n�t�r�a�c�t� �a�g�r�e�e�m�e�n�t� �w�e�r�e� �u�n�r�e�a�s�o�n�a�b�l�e� �o�f� �%� �o�f� �%� 

�R�e�s�p�o�n�s�e�s� �R�e�s�p�o�n�s�e�s� 

�1� �-� �S�t�r�o�n�g�l�y� �D�i�s�a�g�r�e�e� �1�7� �2�5�.�4� �6� �2�5�.�0� 

�2� �-� �D�i�s�a�g�r�e�e� �3�4� �5�0�.�7� �1�1� �4�5�.�9� 

�3� �-� �N�e�i�t�h�e�r� �A�g�r�e�e� �N�o�r� �D�i�s�a�g�r�e�e� �9� �1�3�.�4� �3� �1�2�.�5� 

�4� �-� �A�g�r�e�e� �5� �7�.�9� �2� �8�.�3� 

�5� �-� �S�t�r�o�n�g�l�y� �A�g�r�e�e� �2� �3�.�0� �2� �8�.�3� 

�N�/�A� �o�r� �N�o� �a�n�s�w�e�r� �0� �0� �0� �0� 

�T�o�t�a�l� �6�7� �1�0�0�.�0� �2�4� �1�0�0�.�0� 
� � 

�X�?� �s�t�a�t�i�s�t�i�c�s�:� �D�F�=�4�,� �X�?�=� �1�.�2�6�6�,� �p�=�.�8�6�7�1
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�T�a�b�l�e� �2�1�.� �N�u�m�b�e�r� �a�n�d� �P�e�r�c�e�n�t�a�g�e� �o�f� �S�a�t�i�s�f�a�c�t�i�o�n� �I�n�f�o�r�m�a�t�i�o�n� �-�Q�4� 
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�(�4� �-� �C�o�n�t�r�a�c�t�u�a�l� �a�r�r�a�n�g�e�m�e�n�t� �C�u�r�r�e�n�t� �T�e�r�m�i�n�a�t�e�d� 
�F�r�a�n�c�h�i�s�e�e� �F�r�a�n�c�h�i�s�e�e� 

�O�v�e�r�a�l�l�,� �t�h�e� �c�o�n�t�r�a�c�t�u�a�l� �a�r�r�a�n�g�e�m�e�n�t� �N�u�m�b�e�r� �|� �P�e�r�c�e�n�t�a�g�e�}� �N�u�m�b�e�r� �|� �P�e�r�c�e�n�t�a�g�e� 
�g�a�v�e� �t�h�e� �f�r�a�n�c�h�i�s�o�r� �a� �b�e�t�t�e�r� �p�o�s�i�t�i�o�n� �o�f� �%� �o�f� �%� 
�l�e�g�a�l�l�y� �a�n�d� �e�c�o�n�o�m�i�c�a�l�l�y� �R�e�s�p�o�n�s�e�s� �R�e�s�p�o�n�s�e�s� 

�1� �-� �S�t�r�o�n�g�l�y� �D�i�s�a�g�r�e�e� �2� �3�.�0� �0� �0� 

�2� �-� �D�i�s�a�g�r�e�e� �6� �9�.�0� �0� �0� 

�3� �-� �N�e�i�t�h�e�r� �A�g�r�e�e� �N�o�r� �D�i�s�a�g�r�e�e� �1�5� �2�2�.�4� �1�1� �4�5�.�8� 

�4� �-� �A�g�r�e�e� �2�8� �4�1�.�8� �5� �2�0�.�8� 

�5� �-� �S�t�r�o�n�g�l�y� �A�g�r�e�e� �1�6� �2�3�.�9� �8� �3�3�.�4� 

�N�/�A� �o�r� �N�o� �a�n�s�w�e�r� �0� �0� �0� �9�)� 

�T�o�t�a�l� �6�7� �1�0�0�.�1� �2�4� �1�0�0�.�0� 
� � �N�o�t�e�:� �D�u�e� �t�o� �r�o�u�n�d�i�n�g�,� �t�o�t�a�l� �p�e�r�c�e�n�t�a�g�e� �a�d�d�s� �t�o� �m�o�r�e� �t�h�a�n� �1�0�0�%� 

�X�?� �s�t�a�t�i�s�t�i�c�s�:� �D�F�=�4�,� �X�7�=� �9�.�0�0�4�,� �p�=�.�0�6�1
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�Q�5� �-� �S�e�r�v�i�c�e� �s�u�p�p�o�r�t� �C�u�r�r�e�n�t� �T�e�r�m�i�n�a�t�e�d� 
�F�r�a�n�c�h�i�s�e�e� �F�r�a�n�c�h�i�s�e�e� 

�T�h�e� �v�a�r�i�o�u�s� �t�r�a�i�n�i�n�g� �p�r�o�g�r�a�m�s� �p�r�o�v�i�d�e�d� �N�u�m�b�e�r� �|� �P�e�r�c�e�n�t�a�g�e�|� �N�u�m�b�e�r� �|� �P�e�r�c�e�n�t�a�g�e� 
�b�y� �t�h�e� �f�r�a�n�c�h�i�s�o�r� �w�e�r�e� �s�a�t�i�s�f�a�c�t�o�r�y� �o�f� �%� �o�f� �%� 

�R�e�s�p�o�n�s�e�s� �R�e�s�p�o�n�s�e�s� 

�1� �-� �S�t�r�o�n�g�l�y� �D�i�s�a�g�r�e�e� �1� �1�5� �1� �4�,�2� 

�2� �-� �D�i�s�a�g�r�e�e� �1�4� �2�0�.�9� �6� �2�5�.�0� 

�3� �-� �N�e�i�t�h�e�r� �A�g�r�e�e� �N�o�r� �D�i�s�a�g�r�e�e� �1�2� �1�7�.�9� �4� �1�6�.�7� 

�4� �-� �A�g�r�e�e� �3�1� �4�6�.�3� �1�1� �4�5�.�8� 

�5� �-� �S�t�r�o�n�g�l�y� �A�g�r�e�e� �9� �1�3�.�4� �2� �8�.�3� 

�N�/�A� �o�r� �N�o� �a�n�s�w�e�r� �0� �0� �0� �0� 

�T�o�t�a�l� �6�7� �1�0�0�.�0� �2�4� �1�0�0�.�0� 
� � 

�X �� �s�t�a�t�i�s�t�i�c�s�:� �D�F�=�4�,� �X�*�=� �1�.�1�0�7�,� �p�=�.�8�9�3�2
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�Q�6� �-� �S�e�r�v�i�c�e� �s�u�p�p�o�r�t� �C�u�r�r�e�n�t� �T�e�r�m�i�n�a�t�e�d� 
�F�r�a�n�c�h�i�s�e�e� �F�r�a�n�c�h�i�s�e�e� 

�T�h�i�s� �f�r�a�n�c�h�i�s�e� �o�r�g�a�n�i�z�a�t�i�o�n� �h�a�s� �a�s�s�u�m�e�d� �|� �N�u�m�b�e�r� �|� �P�e�r�c�e�n�t�a�g�e�]� �N�u�m�b�e�r� �|� �P�e�r�c�e�n�t�a�g�e� 
�a� �p�o�s�i�t�i�v�e� �r�o�l�e� �i�n� �t�h�e� �i�n�d�u�s�t�r�y� �w�i�t�h� �r�e�g�a�r�d� �o�f� �%� �o�f� �%� 
�t�o� �d�e�v�e�l�o�p�i�n�g� �a�n�d� �d�e�l�i�v�e�r�i�n�g� �t�h�e� �m�o�s�t� �R�e�s�p�o�n�s�e�s� �R�e�s�p�o�n�s�e�s� 
�c�o�m�p�e�t�i�t�i�v�e� �p�r�o�d�u�c�t�s� 

�1� �-� �S�t�r�o�n�g�l�y� �D�i�s�a�g�r�e�e� �3� �4�.�5� �4� �1�6�.�7� 

�2� �-� �D�i�s�a�g�r�e�e� �1�0� �1�4�.�9� �5� �2�0�.�8� 

�3� �-� �N�e�i�t�h�e�r� �A�g�r�e�e� �N�o�r� �D�i�s�a�g�r�e�e� �7� �1�0�.�4� �1� �4�.�2� 

�4� �-� �A�g�r�e�e� �3�0� �4�4�.�8� �1�2� �5�0�.�0� 

�5� �-� �S�t�r�o�n�g�l�y� �A�g�r�e�e� �1�7� �2�5�.�4� �2� �8�.�3� 

�N�/�A� �o�r� �N�o� �a�n�s�w�e�r� �0� �0� �0� �0� 

�T�o�t�a�l� �6�7� �1�0�0�.�0� �2�4� �1�0�0�.�0� 
� � 

�X�?� �s�t�a�t�i�s�t�i�c�s�:� �D�F�=�4�,� �X�7�=� �7�.�1�4�2�,� �p�=�.�1�2�8�6



�8�5� 

�T�a�b�l�e� �2�4�.� �N�u�m�b�e�r� �a�n�d� �P�e�r�c�e�n�t�a�g�e� �o�f� �S�a�t�i�s�f�a�c�t�i�o�n� �I�n�f�o�r�m�a�t�i�o�n� �-�Q�7� 

� � 

� � 

� � � � � � � � � � 

� � 

�Q�7� �-� �R�e�w�a�r�d� �C�u�r�r�e�n�t� �T�e�r�m�i�n�a�t�e�d� 
�F�r�a�n�c�h�i�s�e�e� �F�r�a�n�c�h�i�s�e�e� 

�T�h�e� �f�i�n�a�n�c�i�a�l� �b�e�n�e�f�i�t�s� �I� �r�e�c�e�i�v�e�d� �f�r�o�m� �N�u�m�b�e�r� �|� �P�e�r�c�e�n�t�a�g�e�}� �N�u�m�b�e�r� �|� �P�e�r�c�e�n�t�a�g�e� 
�b�e�i�n�g� �a� �f�r�a�n�c�h�i�s�e�e� �o�f� �t�h�i�s� �f�r�a�n�c�h�i�s�e� �o�f� �%� �o�f� �%� 
�o�r�g�a�n�i�z�a�t�i�o�n� �w�e�r�e� �s�a�t�i�s�f�a�c�t�o�r�y� �R�e�s�p�o�n�s�e�s� �R�e�s�p�o�n�s�e�s� 

�1� �-� �S�t�r�o�n�g�l�y� �D�i�s�a�g�r�e�e� �3� �4�.�5� �4� �1�6�.�7� 

�2� �-� �D�i�s�a�g�r�e�e� �9� �1�3�.�4� �3� �1�2�.�5� 

�3� �-� �N�e�i�t�h�e�r� �A�g�r�e�e� �N�o�r� �D�i�s�a�g�r�e�e� �1�7� �2�5�.�4� �3� �1�2�.�5� 

�4� �-� �A�g�r�e�e� �3�1� �4�6�.�3� �1�2� �5�0�.�0� 

�5� �-� �S�t�r�o�n�g�l�y� �A�g�r�e�e� �6� �9�.�0� �2� �8�.�3� 

�N�/�A� �o�r� �N�o� �a�n�s�w�e�r� �1� �1�5� �0� �0� 

�T�o�t�a�l� �6�7� �1�0�0�.�1� �2�4� �1�0�0�.�0� 
� � 

�N�o�t�e�:� �D�u�e� �t�o� �r�o�u�n�d�i�n�g�,� �t�o�t�a�l� �p�e�r�c�e�n�t�a�g�e� �a�d�d�s� �t�o� �m�o�r�e� �t�h�a�n� �1�0�0�%� 

�X�?� �s�t�a�t�i�s�t�i�c�s�:� �D�F�=�5�,� �X�?�=� �5�.�1�7�5�,� �p�=�.�3�9�4�9



�8�6� 

�T�a�b�l�e� �2�5�.� �N�u�m�b�e�r� �a�n�d� �P�e�r�c�e�n�t�a�g�e� �o�f� �S�a�t�i�s�f�a�c�t�i�o�n� �I�n�f�o�r�m�a�t�i�o�n� �-�Q�8� 

� � 

� � 

� � � � � � � � � � 

� � 

�O�8� �-� �S�o�c�i�a�l� �i�n�t�e�r�a�c�t�i�o�n� �C�u�r�r�e�n�t� �T�e�r�m�i�n�a�t�e�d� 
�F�r�a�n�c�h�i�s�e�e� �F�r�a�n�c�h�i�s�e�e� 

�T�h�e� �f�r�a�n�c�h�i�s�e�e� �a�d�v�i�s�o�r�y� �c�o�m�m�i�t�t�e�e� �N�u�m�b�e�r� �|� �P�e�r�c�e�n�t�a�g�e�|� �N�u�m�b�e�r� �|� �P�e�r�c�e�n�t�a�g�e� 
�p�l�a�y�e�d� �a�n� �i�m�p�o�r�t�a�n�t� �r�o�l�e� �i�n� �m�e�d�i�a�t�i�n�g� �o�f� �%� �o�f� �%� 
�t�h�e� �f�r�a�n�c�h�i�s�o�r� �a�n�d� �t�h�e� �f�r�a�n�c�h�i�s�e�e�s� �R�e�s�p�o�n�s�e�s� �R�e�s�p�o�n�s�e�s� 

�1� �-� �S�t�r�o�n�g�l�y� �D�i�s�a�g�r�e�e� �3� �4�.�5� �0� �0� 

�2� �-� �D�i�s�a�g�r�e�e� �1�4� �2�0�.�9� �7� �2�9�.�2� 

�3� �-� �N�e�i�t�h�e�r� �A�g�r�e�e� �N�o�r� �D�i�s�a�g�r�e�e� �2�4� �3�5�.�8� �7� �2�9�.�2� 

�4�-� �A�g�r�e�e� �2�1� �3�1�.�3� �7� �2�9�.�2� 

�5� �-� �S�t�r�o�n�g�l�y� �A�g�r�e�e� �5� �7�.�5� �2� �8�.�3� 

�N�/�A� �o�r� �N�o� �a�n�s�w�e�r� �0� �0� �1� �4�.�2� 

�T�o�t�a�l� �6�7� �1�0�0�.�0� �2�4� �1�0�0�.�1� 
� � 

�N�o�t�e�:� �D�u�e� �t�o� �r�o�u�n�d�i�n�g�,� �t�o�t�a�l� �p�e�r�c�e�n�t�a�g�e� �a�d�d�s� �t�o� �m�o�r�e� �t�h�a�n� �1�0�0�%� 

�X�?� �s�t�a�t�i�s�t�i�c�s�:� �D�F�=�5�,� �X�=� �4�.�6�6�4�,� �p�=�.�4�5�8�2



�8�7� 

�T�a�b�l�e� �2�6�.� �N�u�m�b�e�r� �a�n�d� �P�e�r�c�e�n�t�a�g�e� �o�f� �S�a�t�i�s�f�a�c�t�i�o�n� �I�n�f�o�r�m�a�t�i�o�n� �-�Q�9� 

� � 

� � 

� � � � � � � � � � 

� � 

�Q�9� �-� �R�e�w�a�r�d� �C�u�r�r�e�n�t� �T�e�r�m�i�n�a�t�e�d� 
�F�r�a�n�c�h�i�s�e�e� �F�r�a�n�c�h�i�s�e�e� 

�H�a�v�i�n�g� �b�e�e�n� �a� �f�r�a�n�c�h�i�s�e�e� �o�f� �t�h�i�s� �f�r�a�n�c�h�i�s�e� �|� �N�u�m�b�e�r� �|� �P�e�r�c�e�n�t�a�g�e�}� �N�u�m�b�e�r� �|� �P�e�r�c�e�n�t�a�g�e� 
�o�r�g�a�n�i�z�a�t�i�o�n� �h�a�s� �h�e�l�p�e�d� �m�e� �i�n� �a�c�h�i�e�v�i�n�g� �o�f� �%� �o�f� �%� 
�a� �b�e�t�t�e�r� �s�t�a�t�u�s� �i�n� �t�h�e� �i�n�d�u�s�t�r�y� �R�e�s�p�o�n�s�e�s� �R�e�s�p�o�n�s�e�s� 

�1� �-� �S�t�r�o�n�g�l�y� �D�i�s�a�g�r�e�e� �0� �0� �2� �8�.�3� 

�2� �-� �D�i�s�a�g�r�e�e� �3� �4�.�5� �0� �0� 

�3� �-� �N�e�i�t�h�e�r� �A�g�r�e�e� �N�o�r� �D�i�s�a�g�r�e�e� �9� �1�3�.�4� �8� �3�3�.�3� 

�4� �-� �A�g�r�e�e� �4�2� �6�2�.�7� �1�0� �4�1�.�7� 

�5� �-� �S�t�r�o�n�g�l�y� �A�g�r�e�e� �1�3� �1�9�.�4� �3� �1�2�.�5� 

�N�/�A� �o�r� �N�o� �a�n�s�w�e�r� �0� �0� �1� �4�.�2� 

�T�o�t�a�l� �6�7� �1�0�0�.�0� �2�4� �1�0�0�.�0� 
� � 

�X �� �s�t�a�t�i�s�t�i�c�s�:� �D�F�=�5�,� �X�*�=� �1�5�.�0�4�1�,� �p�=�.�0�1�0�2



�8�8� 

�T�a�b�l�e� �2�7�.� �N�u�m�b�e�r� �a�n�d� �P�e�r�c�e�n�t�a�g�e� �o�f� �S�a�t�i�s�f�a�c�t�i�o�n� �I�n�f�o�r�m�a�t�i�o�n� �-�Q�1�0� 

� � 

� � 

� � � � � � � � � � 

� � 

�Q�1�0� �-� �C�o�n�t�r�a�c�t�u�a�l� �a�r�r�a�n�g�e�m�e�n�t� �C�u�r�r�e�n�t� �T�e�r�m�i�n�a�t�e�d� 
�F�r�a�n�c�h�i�s�e�e� �F�r�a�n�c�h�i�s�e�e� 

�T�h�e� �i�n�i�t�i�a�l� �f�r�a�n�c�h�i�s�e� �f�e�e�s� �a�s�s�e�s�s�e�d� �b�y� �t�h�i�s� �N�u�m�b�e�r� �|� �P�e�r�c�e�n�t�a�g�e�|� �N�u�m�b�e�r� �|� �P�e�r�c�e�n�t�a�g�e� 
�f�r�a�n�c�h�i�s�e� �o�r�g�a�n�i�z�a�t�i�o�n� �f�o�r� �o�b�t�a�i�n�i�n�g� �a� �o�f� �%� �o�f� �%� 
�n�e�w� �f�r�a�n�c�h�i�s�e� �a�r�e� �t�o�o� �h�i�g�h� �i�n� �c�o�m�p�a�r�i�s�o�n� �R�e�s�p�o�n�s�e�s� �R�e�s�p�o�n�s�e�s� 
�t�o� �t�h�o�s�e� �c�h�a�r�g�e�d� �b�y� �o�t�h�e�r� �f�r�a�n�c�h�i�s�e� 
�o�r�g�a�n�i�z�a�t�i�o�n�s� 

�1� �-� �S�t�r�o�n�g�l�y� �D�i�s�a�g�r�e�e� �4�3� �6�4�.�2� �1�6� �6�6�.�7� 

�2� �-� �D�i�s�a�g�r�e�e� �1�5� �2�2�.�4� �5� �2�0�.�8� 

�3� �-� �N�e�i�t�h�e�r� �A�g�r�e�e� �N�o�r� �D�i�s�a�g�r�e�e� �8� �1�1�.�9� �1� �4�.�2� 

�4� �-� �A�g�r�e�e� �0� �0� �1� �4�.�2� 

�5� �-� �S�t�r�o�n�g�l�y� �A�g�r�e�e �� �0� �0� �1� �4�.�2� 

�N�/�A� �o�r� �N�o� �a�n�s�w�e�r� �1� �1�.�5� �0� �0� 

�T�o�t�a�l� �6�7� �1�0�0�.�0� �2�4� �1�0�0�.�1� 
� � 

�N�o�t�e�:� �D�u�e� �t�o� �r�o�u�n�d�i�n�g�,� �t�o�t�a�l� �p�e�r�c�e�n�t�a�g�e� �a�d�d�s� �t�o� �m�o�r�e� �t�h�a�n� �1�0�0�%� 

�X�?� �s�t�a�t�i�s�t�i�c�s�:� �D�F�=�5�,� �X�*�=� �7�.�0�5�8�,� �p�=�.�2�1�6�4



�8�9� 

�T�a�b�l�e� �2�8�.� �N�u�m�b�e�r� �a�n�d� �P�e�r�c�e�n�t�a�g�e� �o�f� �S�a�t�i�s�f�a�c�t�i�o�n� �I�n�f�o�r�m�a�t�i�o�n� �-�Q�1�1� 

� � 

� � 

� � � � � � � � � � 

� � 

�Q�1�1� �-� �S�o�c�i�a�l� �i�n�t�e�r�a�c�t�i�o�n� �C�u�r�r�e�n�t� �T�e�r�m�i�n�a�t�e�d� 
�F�r�a�n�c�h�i�s�e�e� �F�r�a�n�c�h�i�s�e�e� 

�M�y� �f�r�a�n�c�h�i�s�o�r� �o�f�t�e�n� �i�g�n�o�r�e�d� �m�y� �N�u�m�b�e�r� �|� �P�e�r�c�e�n�t�a�g�e�}� �N�u�m�b�e�r� �|� �P�e�r�c�e�n�t�a�g�e� 
�s�u�g�g�e�s�t�i�o�n�s� �a�n�d� �c�o�m�p�l�a�i�n�t�s� �o�f� �%� �o�f� �%� 

�R�e�s�p�o�n�s�e�s� �R�e�s�p�o�n�s�e�s� 

�1� �-� �S�t�r�o�n�g�l�y� �D�i�s�a�g�r�e�e� �6� �9�.�0� �0� �0� 

�2� �-� �D�i�s�a�g�r�e�e� �2�2� �3�2�.�8� �7� �2�9�.�2� 

�3� �-� �N�e�i�t�h�e�r� �A�g�r�e�e� �N�o�r� �D�i�s�a�g�r�e�e� �2�7� �4�0�.�3� �4� �1�6�.�7� 

�4� �-� �A�g�r�e�e� �8� �1�1�.�9� �7� �2�9�.�2� 

�5� �-� �S�t�r�o�n�g�l�y� �A�g�r�e�e� �4� �6�.�0� �5� �2�0�.�8� 

�N�/�A� �o�r� �N�o� �a�n�s�w�e�r� �0� �0� �1� �4�.�2� 

�T�o�t�a�l� �6�7� �1�0�0�.�0� �2�4� �1�0�0�.�1� 
� � 

�N�o�t�e�:� �D�u�e� �t�o� �r�o�u�n�d�i�n�g�,� �t�o�t�a�l� �p�e�r�c�e�n�t�a�g�e� �a�d�d�s� �t�o� �m�o�r�e� �t�h�a�n� �1�0�0�%� 

�X �� �s�t�a�t�i�s�t�i�c�s�:� �D�F�=�5�,� �X�*�=� �1�5�.�0�4�1�,� �p�=�.�0�1�0�2



�9�0� 

�T�a�b�l�e� �2�9�.� �N�u�m�b�e�r� �a�n�d� �P�e�r�c�e�n�t�a�g�e� �o�f� �S�a�t�i�s�f�a�c�t�i�o�n� �I�n�f�o�r�m�a�t�i�o�n� �-�Q�1�2� 

� � 

� � 

� � � � � � � � � � 

� � 

�Q�1�2� �-� �S�e�r�v�i�c�e� �s�u�p�p�o�r�t� �C�u�r�r�e�n�t� �T�e�r�m�i�n�a�t�e�d� 
�F�r�a�n�c�h�i�s�e�e� �F�r�a�n�c�h�i�s�e�e� 

�T�h�e� �a�m�o�u�n�t� �p�a�i�d� �t�o� �t�h�e� �f�r�a�n�c�h�i�s�o�r� �f�o�r� �t�h�e� �|� �N�u�m�b�e�r� �|� �P�e�r�c�e�n�t�a�g�e�|� �N�u�m�b�e�r� �|� �P�e�r�c�e�n�t�a�g�e� 
�n�a�t�i�o�n�a�l� �a�d�v�e�r�t�i�s�i�n�g� �p�r�o�g�r�a�m� �w�a�s� �t�o�o� �o�f� �%� �o�f� �%� 
�m�u�c�h� �R�e�s�p�o�n�s�e�s� �R�e�s�p�o�n�s�e�s� 

�1� �-� �S�t�r�o�n�g�l�y� �D�i�s�a�g�r�e�e� �4� �6�.�0� �1� �4�.�2� 

�2� �-� �D�i�s�a�g�r�e�e� �3�9� �5�8�.�2� �1�7� �7�0�.�9� 

�3� �-� �N�e�i�t�h�e�r� �A�g�r�e�e� �N�o�r� �D�i�s�a�g�r�e�e� �1�9� �2�8�.�4� �2� �8�.�3� 

�4� �-� �A�g�r�e�e� �3� �4�.�5� �2� �8�.�3� 

�5� �-� �S�t�r�o�n�g�l�y� �A�g�r�e�e� �2� �3�.�0� �2� �8�.�3� 

�N�/�A� �o�r� �N�o� �a�n�s�w�e�r� �0� �0� �0� �0� 

�T�o�t�a�l� �6�7� �1�0�0�.�0� �2�4� �1�0�0�.�0� 
� � 

�X�?� �s�t�a�t�i�s�t�i�c�s�:� �D�F�=�4�,� �X�*�=� �5�.�2�6�1�,� �p�=�.�2�6�1�6



�9�1� 

�T�a�b�l�e� �3�0�.� �N�u�m�b�e�r� �a�n�d� �P�e�r�c�e�n�t�a�g�e� �o�f� �S�a�t�i�s�f�a�c�t�i�o�n� �I�n�f�o�r�m�a�t�i�o�n� �-�Q�1�3� 

� � 

� � 

� � � � � � � � � � 

� � 

 � ��Q�1�3� �-� �S�o�c�i�a�l� �i�n�t�e�r�a�c�t�i�o�n� �C�u�r�r�e�n�t� �T�e�r�m�i�n�a�t�e�d� 
�F�r�a�n�c�h�i�s�e�e� �F�r�a�n�c�h�i�s�e�e� 
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�F�r�a�n�c�h�i�s�e�e� �F�r�a�n�c�h�i�s�e�e� 
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�m�o�r�e� �t�h�a�n� �a�d�e�q�u�a�t�e� �t�o� �j�u�s�t�i�f�y� �t�h�e� �c�o�s�t�s� �o�f� �R�e�s�p�o�n�s�e�s� �R�e�s�p�o�n�s�e�s� 
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� � 
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�F�r�a�n�c�h�i�s�e�e� �F�r�a�n�c�h�i�s�e�e� 

�T�h�e� �c�e�n�t�r�a�l�i�z�e�d� �p�u�r�c�h�a�s�i�n�g� �a�r�r�a�n�g�e�m�e�n�t� �N�u�m�b�e�r� �|� �P�e�r�c�e�n�t�a�g�e�}� �N�u�m�b�e�r� �|� �P�e�r�c�e�n�t�a�g�e� 
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�N�/�A� �o�r� �N�o� �a�n�s�w�e�r� �1� �1�5� �1� �4�2� 
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�N�/�A� �o�r� �N�o� �a�n�s�w�e�r� �0� �0� �0� �0� 
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�1�1�5� 

�1�.� �C�o�n�t�r�a�c�t�u�a�l� �A�r�r�a�n�g�e�m�e�n�t� 

�H�y�p�o�t�h�e�s�i�s� �I�a� 

�H�o�:� �T�h�e�r�e� �i�s� �n�o� �s�i�g�n�i�f�i�c�a�n�t� �d�i�f�f�e�r�e�n�c�e� �b�e�t�w�e�e�n� �t�e�r�m�i�n�a�t�e�d� �f�r�a�n�c�h�i�s�e�e ��s� 
�s�a�t�i�s�f�a�c�t�i�o�n� �l�e�v�e�l� �a�n�d� �c�u�r�r�e�n�t� �f�r�a�n�c�h�i�s�e�e ��s� �s�a�t�i�s�f�a�c�t�i�o�n� �l�e�v�e�l� �r�e�g�a�r�d�i�n�g� 
�t�h�e� �f�r�a�n�c�h�i�s�e� �c�o�n�t�r�a�c�t� �a�r�r�a�n�g�e�m�e�n�t�.� 

�H�a�:� �T�h�e�r�e� �i�s� �a� �s�i�g�n�i�f�i�c�a�n�t� �d�i�f�f�e�r�e�n�c�e� �b�e�t�w�e�e�n� �t�e�r�m�i�n�a�t�e�d� �f�r�a�n�c�h�i�s�e�e ��s� 
�s�a�t�i�s�f�a�c�t�i�o�n� �l�e�v�e�l� �a�n�d� �c�u�r�r�e�n�t� �f�r�a�n�c�h�i�s�e�e ��s� �s�a�t�i�s�f�a�c�t�i�o�n� �l�e�v�e�l� �r�e�g�a�r�d�i�n�g� 
�t�h�e� �f�r�a�n�c�h�i�s�e� �c�o�n�t�r�a�c�t� �a�r�r�a�n�g�e�m�e�n�t�.� 

�U�n�d�e�r� �t�h�e� �c�a�t�e�g�o�r�y� �o�f� �c�o�n�t�r�a�c�t�u�a�l� �a�r�r�a�n�g�e�m�e�n�t�,� �X�?� �t�e�s�t� �s�h�o�w�s� �c�u�r�r�e�n�t� �a�n�d� 

�t�e�r�m�i�n�a�t�e�d� �f�r�a�n�c�h�i�s�e�e�s� �r�e�s�p�o�n�d�e�d� �t�o� �t�h�e� �s�t�a�t�e�m�e�n�t�  ��f�r�a�n�c�h�i�s�e� �a�g�r�e�e�m�e�n�t� �g�a�v�e� �t�h�e� 

�f�r�a�n�c�h�i�s�o�r� �a� �b�e�t�t�e�r� �p�o�s�i�t�i�o�n� �l�e�g�a�l�l�y� �a�n�d� �e�c�o�n�o�m�i�c�a�l�l�y �� �d�i�f�f�e�r�e�n�t�l�y�.� �F�r�o�m� �T�a�b�l�e� �2�1� �i�t� �c�a�n� 

�b�e� �s�e�e�n� �t�h�a�t� �w�h�i�l�e� �a�l�m�o�s�t� �a�l�l� �f�r�a�n�c�h�i�s�e�e�s� �f�r�o�m� �b�o�t�h� �g�r�o�u�p�s� �f�e�l�t� �t�h�a�t� �t�h�e� �f�r�a�n�c�h�i�s�e� �c�o�n�t�r�a�c�t� 

�f�a�v�o�r�s� �t�h�e� �f�r�a�n�c�h�i�s�o�r�,� �y�e�t� �a� �l�a�r�g�e�r� �p�o�r�t�i�o�n� �o�f� �t�h�e� �t�e�r�m�i�n�a�t�e�d� �f�r�a�n�c�h�i�s�e�e�s� �a�g�r�e�e�d� �s�t�r�o�n�g�l�y� 

�t�h�a�n� �t�h�e� �c�u�r�r�e�n�t� �f�r�a�n�c�h�i�s�e�e�s�.� �A�l�s�o�,� �t�h�e�r�e� �w�e�r�e� �s�t�i�l�l� �1�2�%� �o�f� �t�h�e� �c�u�r�r�e�n�t� �f�r�a�n�c�h�i�s�e�e�s� �t�h�a�t� 

�d�i�d� �n�o�t� �f�e�e�l� �t�h�e� �c�o�n�t�r�a�c�t� �f�a�v�o�r� �t�h�e� �f�r�a�n�c�h�i�s�o�r�,� �a�n�d� �n�o� �o�n�e� �d�i�s�a�g�r�e�e�d� �a�m�o�n�g� �t�h�e� 

�t�e�r�m�i�n�a�t�e�d� �f�r�a�n�c�h�i�s�e�e�s�.� �H�o�w�e�v�e�r�,� �t�-�t�e�s�t� �w�e�r�e� �u�n�a�b�l�e� �t�o� �s�h�o�w� �a� �s�i�g�n�i�f�i�c�a�n�t� �d�i�f�f�e�r�e�n�c�e� 

�b�e�t�w�e�e�n� �t�h�e� �m�e�a�n�s� �o�f� �t�h�e� �t�w�o�.� 

�A�s� �s�e�e�n� �i�n� �T�a�b�l�e� �3�9�,� �t�h�e� �m�a�j�o�r�i�t�y� �o�f� �b�o�t�h� �g�r�o�u�p�s� �f�e�l�t� �t�h�a�t� �t�h�e� �o�v�e�r�a�l�l� �f�r�a�n�c�h�i�s�e� �f�e�e� 

�s�t�r�u�c�t�u�r�e� �w�a�s� �r�e�a�s�o�n�a�b�l�e�,� �a�n�d� �X�?� �t�e�s�t� �s�h�o�w�s� �t�h�a�t� �t�h�e� �t�w�o� �g�r�o�u�p�s� �a�r�e� �i�n�d�e�p�e�n�d�e�n�t�.� 

�H�o�w�e�v�e�r�,� �t�-�t�e�s�t� �i�n�d�i�c�a�t�e�s� �t�h�a�t� �t�e�r�m�i�n�a�t�e�d� �f�r�a�n�c�h�i�s�e�e�s� �a�r�e� �l�e�s�s� �a�g�r�e�e�a�b�l�e� �t�h�a�n� �c�u�r�r�e�n�t� 

�f�r�a�n�c�h�i�s�e�e�s� �o�n� �t�h�i�s� �i�s�s�u�e�.� 

�O�v�e�r�a�l�l�,� �t�-�t�e�s�t� �c�a�n�n�o�t� �p�r�o�v�e� �a� �s�i�g�n�i�f�i�c�a�n�t� �d�i�f�f�e�r�e�n�c�e� �b�e�t�w�e�e�n� �c�u�r�r�e�n�t� �a�n�d� 

�t�e�r�m�i�n�a�t�e�d� �f�r�a�n�c�h�i�s�e�e�s �� �c�o�n�t�r�a�c�t� �r�e�l�a�t�e�d� �p�e�r�c�e�p�t�i�o�n�s�,� �t�h�e�r�e�f�o�r�e�,� �u�n�a�b�l�e� �t�o� �r�e�j�e�c�t� �t�h�e� �n�u�l�l



�1�1�6� 

�h�y�p�o�t�h�e�s�i�s�.� �T�h�i�s� �l�e�a�d�s� �t�o� �t�h�e� �c�o�n�c�l�u�s�i�o�n� �t�h�a�t� �t�h�e�r�e� �i�s� �n�o� �d�i�f�f�e�r�e�n�c�e� �b�e�t�w�e�e�n� �c�u�r�r�e�n�t� �a�n�d� 

�t�e�r�m�i�n�a�t�e�d� �f�r�a�n�c�h�i�s�e�e�s �� �s�a�t�i�s�f�a�c�t�i�o�n� �r�e�g�a�r�d�i�n�g� �c�o�n�t�r�a�c�t�u�a�l� �a�r�r�a�n�g�e�m�e�n�t�.� 

�2�.� �S�e�r�v�i�c�e� �S�u�p�p�o�r�t� 

�H�y�p�o�t�h�e�s�i�s� �I�b� 

�H�o�:� �T�h�e�r�e� �i�s� �n�o� �s�i�g�n�i�f�i�c�a�n�t� �d�i�f�f�e�r�e�n�c�e� �b�e�t�w�e�e�n� �t�e�r�m�i�n�a�t�e�d� �f�r�a�n�c�h�i�s�e�e ��s� 
�s�a�t�i�s�f�a�c�t�i�o�n� �l�e�v�e�l� �a�n�d� �c�u�r�r�e�n�t� �f�r�a�n�c�h�i�s�e�e ��s� �s�a�t�i�s�f�a�c�t�i�o�n� �l�e�v�e�l� �r�e�g�a�r�d�i�n�g� 
�s�e�r�v�i�c�e� �s�u�p�p�o�r�t�s� �p�r�o�v�i�d�e�d� �b�y� �t�h�e� �f�r�a�n�c�h�i�s�o�r�.� 

�H�a�:� �T�h�e�r�e� �i�s� �a� �s�i�g�n�i�f�i�c�a�n�t� �d�i�f�f�e�r�e�n�c�e� �b�e�t�w�e�e�n� �t�e�r�m�i�n�a�t�e�d� �f�r�a�n�c�h�i�s�e�e ��s� 
�s�a�t�i�s�f�a�c�t�i�o�n� �l�e�v�e�l� �a�n�d� �c�u�r�r�e�n�t� �f�r�a�n�c�h�i�s�e�e ��s� �s�a�t�i�s�f�a�c�t�i�o�n� �l�e�v�e�l� �r�e�g�a�r�d�i�n�g� 
�s�e�r�v�i�c�e� �s�u�p�p�o�r�t�s� �p�r�o�v�i�d�e�d� �b�y� �t�h�e� �f�r�a�n�c�h�i�s�o�r�.� 

�I�n� �t�h�i�s� �c�a�t�e�g�o�r�y�,� �c�u�r�r�e�n�t� �a�n�d� �t�e�r�m�i�n�a�t�e�d� �f�r�a�n�c�h�i�s�e�e�s� �d�i�s�a�g�r�e�e�d� �o�n� �t�h�r�e�e� �i�s�s�u�e�s�.� 

�A�s� �s�h�o�w�n� �i�n� �T�a�b�l�e� �2�3�,� �t�h�o�u�g�h� �h�a�l�f� �o�f� �t�h�e� �t�e�r�m�i�n�a�t�e�d� �f�r�a�n�c�h�i�s�e�e� �a�g�r�e�e�d� �t�h�a�t� �t�h�e� 

�f�r�a�n�c�h�i�s�o�r� �a�s�s�u�m�e�d� �a� �p�o�s�i�t�i�v�e� �r�o�l�e� �i�n� �t�h�e� �i�n�d�u�s�t�r�y� �i�n� �t�e�r�m�s� �o�f� �d�e�v�e�l�o�p�i�n�g� �a�n�d� �d�e�l�i�v�e�r�i�n�g� 

�a� �c�o�m�p�e�t�i�t�i�v�e� �p�r�o�d�u�c�t�,� �t�h�e� �d�i�s�t�r�i�b�u�t�i�o�n� �o�f� �t�e�r�m�i�n�a�t�e�d� �f�r�a�n�c�h�i�s�e�e�s� �l�e�a�n�s� �m�o�r�e� �t�o�w�a�r�d�s� �t�h�e� 

�d�i�s�a�g�r�e�e� �d�i�r�e�c�t�i�o�n�.� �T�h�o�u�g�h� �X�*� �i�n�d�i�c�a�t�e� �n�o� �s�i�g�n�i�f�i�c�a�n�t� �d�i�f�f�e�r�e�n�c�e� �i�n� �t�h�e� �d�i�s�t�r�i�b�u�t�i�o�n�,� �t�-�t�e�s�t� 

�s�h�o�w�s� �t�h�e�r�e� �i�s� �a� �s�i�g�n�i�f�i�c�a�n�t� �d�i�f�f�e�r�e�n�c�e� �b�e�t�w�e�e�n� �t�h�e� �m�e�a�n�s� �o�f� �t�h�e� �t�w�o� �g�r�o�u�p�s�.� 

�O�n� �t�h�e� �o�n�-�g�o�i�n�g� �s�e�r�v�i�c�e� �i�s�s�u�e�,� �T�a�b�l�e� �3�6� �c�l�e�a�r�l�y� �d�e�m�o�n�s�t�r�a�t�e�s� �a� �d�i�f�f�e�r�e�n�c�e� �a�m�o�n�g� 

�t�h�e� �d�i�s�t�r�i�b�u�t�i�o�n� �o�f� �t�h�e� �t�w�o� �g�r�o�u�p�s�:� �T�e�r�m�i�n�a�t�e�d� �f�r�a�n�c�h�i�s�e�e�s� �s�e�e�m� �t�o� �d�i�s�a�g�r�e�e� �m�o�r�e� �t�h�a�n� 

�c�u�r�r�e�n�t� �f�r�a�n�c�h�i�s�e�e�s�.� �T�h�i�s� �i�s� �c�o�n�f�i�r�m�e�d� �b�y� �b�o�t�h� �X�?� �a�n�d� �t�-�t�e�s�t�.� 

�X�?� �t�e�s�t� �r�e�f�l�e�c�t�e�d� �a� �d�i�f�f�e�r�e�n�c�e� �b�e�t�w�e�e�n� �t�h�e� �t�w�o� �g�r�o�u�p�s� �o�n� �t�h�e� �i�s�s�u�e� �c�o�n�c�e�r�n�i�n�g� �s�i�t�e� 

�s�e�l�e�c�t�i�o�n�,� �b�e�c�a�u�s�e� �a�p�p�r�o�x�i�m�a�t�e�l�y� �1�/�3� �o�f� �t�h�e� �t�e�r�m�i�n�a�t�e�d� �f�r�a�n�c�h�i�s�e�e�s� �s�e�e� �i�t� �a�s� �n�o�t� 

�a�p�p�l�i�c�a�b�l�e�.� �H�o�w�e�v�e�r�,� �t�-�t�e�s�t� �d�i�d� �n�o�t� �s�h�o�w� �a� �d�i�f�f�e�r�e�n�c�e� �b�e�t�w�e�e�n� �t�h�e� �m�e�a�n�s� �o�f� �c�u�r�r�e�n�t� �a�n�d� 

�t�e�r�m�i�n�a�t�e�d� �f�r�a�n�c�h�i�s�e�e�s�.



�1�1�7� 

�O�v�e�r�a�l�l�,� �t�-�t�e�s�t� �s�h�o�w�s� �a� �s�i�g�n�i�f�i�c�a�n�t� �d�i�f�f�e�r�e�n�c�e� �b�e�t�w�e�e�n� �c�u�r�r�e�n�t� �a�n�d� �t�e�r�m�i�n�a�t�e�d� 

�f�r�a�n�c�h�i�s�e�e�s �� �s�e�r�v�i�c�e�/�s�u�p�p�o�r�t� �r�e�l�a�t�e�d� �p�e�r�c�e�p�t�i�o�n�s�,� �t�h�e�r�e�f�o�r�e�,� �r�e�j�e�c�t� �t�h�e� �n�u�l�l� �h�y�p�o�t�h�e�s�i�s�.� 

�T�h�i�s� �l�e�a�d�s� �t�o� �t�h�e� �c�o�n�c�l�u�s�i�o�n� �t�h�a�t� �t�h�e�r�e� �i�s� �a� �d�i�f�f�e�r�e�n�c�e� �b�e�t�w�e�e�n� �c�u�r�r�e�n�t� �a�n�d� �t�e�r�m�i�n�a�t�e�d� 

�f�r�a�n�c�h�i�s�e�e�s �� �s�a�t�i�s�f�a�c�t�i�o�n� �r�e�g�a�r�d�i�n�g� �f�r�a�n�c�h�i�s�o�r ��s� �s�e�r�v�i�c�e� �a�n�d� �s�u�p�p�o�r�t�.� 

�3�.� �R�e�w�a�r�d�s� 

�H�y�p�o�t�h�e�s�i�s� �I�c� 

�H�o�:� �T�h�e�r�e� �i�s� �n�o� �s�i�g�n�i�f�i�c�a�n�t� �d�i�f�f�e�r�e�n�c�e� �b�e�t�w�e�e�n� �t�e�r�m�i�n�a�t�e�d� �f�r�a�n�c�h�i�s�e�e ��s� 
�s�a�t�i�s�f�a�c�t�i�o�n� �l�e�v�e�l� �a�n�d� �c�u�r�r�e�n�t� �f�r�a�n�c�h�i�s�e�e ��s� �s�a�t�i�s�f�a�c�t�i�o�n� �l�e�v�e�l� �r�e�g�a�r�d�i�n�g� 
�r�e�w�a�r�d�s� �f�r�o�m� �t�h�e� �f�r�a�n�c�h�i�s�e� �b�u�s�i�n�e�s�s�.� 

�H�a�:� �T�h�e�r�e� �i�s� �a� �s�i�g�n�i�f�i�c�a�n�t� �d�i�f�f�e�r�e�n�c�e� �b�e�t�w�e�e�n� �t�e�r�m�i�n�a�t�e�d� �f�r�a�n�c�h�i�s�e�e ��s� 
�s�a�t�i�s�f�a�c�t�i�o�n� �l�e�v�e�l� �a�n�d� �c�u�r�r�e�n�t� �f�r�a�n�c�h�i�s�e�e ��s� �s�a�t�i�s�f�a�c�t�i�o�n� �l�e�v�e�l� �r�e�g�a�r�d�i�n�g� 
�r�e�w�a�r�d�s� �f�r�o�m� �t�h�e� �f�r�a�n�c�h�i�s�e� �b�u�s�i�n�e�s�s�.� 

�U�n�d�e�r� �t�h�i�s� �c�a�t�e�g�o�r�y�,� �t�w�o� �i�s�s�u�e�s� �n�e�e�d� �t�o� �b�e� �m�e�n�t�i�o�n�e�d�.� �T�h�e� �t�w�o� �g�r�o�u�p�s� 

�r�e�s�p�o�n�d�e�d� �d�i�f�f�e�r�e�n�t�l�y� �t�o� �q�u�e�s�t�i�o�n� �9�,� �w�h�i�c�h� �s�t�a�t�e�d� �t�h�a�t� �b�e�i�n�g� �a� �f�r�a�n�c�h�i�s�e�e� �o�f� �t�h�i�s� �f�r�a�n�c�h�i�s�e� 

�o�r�g�a�n�i�z�a�t�i�o�n� �h�a�s� �h�e�l�p�e�d� �t�h�e� �f�r�a�n�c�h�i�s�e�e� �i�n� �a�c�h�i�e�v�i�n�g� �a� �b�e�t�t�e�r� �i�n�d�u�s�t�r�y� �s�t�a�t�u�s�.� �F�r�o�m� �T�a�b�l�e� 

�2�6�,� �i�t� �a�p�p�e�a�r�s� �t�h�o�u�g�h� �o�n�l�y� �f�e�w� �r�e�s�p�o�n�d�e�n�t�s� �d�i�s�a�g�r�e�e�,� �t�e�r�m�i�n�a�t�e�d� �f�r�a�n�c�h�i�s�e�e� �f�e�l�t� �l�e�s�s� 

�s�t�r�o�n�g�l�y� �a�g�r�e�e�a�b�l�e� �t�h�a�n� �c�u�r�r�e�n�t� �f�r�a�n�c�h�i�s�e�e�s�.� �B�o�t�h� �X�*� �a�n�d� �t�-�t�e�s�t� �s�u�p�p�o�r�t� �t�h�i�s� �a�s�s�u�m�p�t�i�o�n�.� 

�Q�u�e�s�t�i�o�n� �1�6� �d�e�a�l�s� �w�i�t�h� �w�h�e�t�h�e�r� �t�h�e� �b�e�n�e�f�i�t�s� �r�e�c�e�i�v�e�d� �f�r�o�m� �b�e�i�n�g� �a� �f�r�a�n�c�h�i�s�e�e� 

�j�u�s�t�i�f�y� �t�h�e� �c�o�s�t�s� �o�f� �b�e�c�o�m�i�n�g� �o�n�e�.� �X�?� �t�e�s�t� �i�m�p�l�i�e�s� �t�h�a�t� �t�h�e� �t�w�o� �g�r�o�u�p�s� �r�e�s�p�o�n�d�e�d� 

�d�i�f�f�e�r�e�n�t�l�y�,� �h�o�w�e�v�e�r�,� �t�-�t�e�s�t� �d�i�d� �n�o�t� �s�u�p�p�o�r�t� �t�h�a�t� �t�h�e� �t�w�o� �m�e�a�n�s� �a�r�e� �s�i�g�n�i�f�i�c�a�n�t�l�y� 

�d�i�f�f�e�r�e�n�t�.� 

�O�v�e�r�a�l�l�,� �t�-�t�e�s�t� �c�a�n�n�o�t� �p�r�o�v�e� �a� �s�i�g�n�i�f�i�c�a�n�t� �d�i�f�f�e�r�e�n�c�e� �b�e�t�w�e�e�n� �c�u�r�r�e�n�t� �a�n�d� 

�t�e�r�m�i�n�a�t�e�d� �f�r�a�n�c�h�i�s�e�e�s �� �p�e�r�c�e�p�t�i�o�n�s� �r�e�g�a�r�d�i�n�g� �t�h�e� �r�e�w�a�r�d� �i�s�s�u�e�,� �t�h�e�r�e�f�o�r�e�,� �u�n�a�b�l�e� �t�o



�1�1�8� 

�r�e�j�e�c�t� �t�h�e� �n�u�l�l� �h�y�p�o�t�h�e�s�i�s�.� �T�h�i�s� �l�e�a�d�s� �t�o� �t�h�e� �c�o�n�c�l�u�s�i�o�n� �t�h�a�t� �t�h�e�r�e� �i�s� �n�o� �d�i�f�f�e�r�e�n�c�e� 

�b�e�t�w�e�e�n� �c�u�r�r�e�n�t� �a�n�d� �t�e�r�m�i�n�a�t�e�d� �f�r�a�n�c�h�i�s�e�e�s �� �s�a�t�i�s�f�a�c�t�i�o�n� �r�e�g�a�r�d�i�n�g� �r�e�w�a�r�d�s� �d�e�r�i�v�e�d� 

�f�r�o�m� �t�h�e� �f�r�a�n�c�h�i�s�e� �b�u�s�i�n�e�s�s�.� 

�4�.� �S�o�c�i�a�l� �I�n�t�e�r�a�c�t�i�o�n� 

�H�y�p�o�t�h�e�s�i�s� �I�d� 

�H�o�:� �T�h�e�r�e� �i�s� �n�o� �s�i�g�n�i�f�i�c�a�n�t� �d�i�f�f�e�r�e�n�c�e� �b�e�t�w�e�e�n� �t�e�r�m�i�n�a�t�e�d� �f�r�a�n�c�h�i�s�e�e ��s� 
�s�a�t�i�s�f�a�c�t�i�o�n� �l�e�v�e�l� �a�n�d� �c�u�r�r�e�n�t� �f�r�a�n�c�h�i�s�e�e ��s� �s�a�t�i�s�f�a�c�t�i�o�n� �l�e�v�e�l� �r�e�g�a�r�d�i�n�g� 
�s�o�c�i�a�l� �i�n�t�e�r�a�c�t�i�o�n� �b�e�t�w�e�e�n� �t�h�e� �f�r�a�n�c�h�i�s�o�r�.� 

�H�a�:� �T�h�e�r�e� �i�s� �a� �s�i�g�n�i�f�i�c�a�n�t� �d�i�f�f�e�r�e�n�c�e� �b�e�t�w�e�e�n� �t�e�r�m�i�n�a�t�e�d� �f�r�a�n�c�h�i�s�e�e ��s� 
�s�a�t�i�s�f�a�c�t�i�o�n� �l�e�v�e�l� �a�n�d� �c�u�r�r�e�n�t� �f�r�a�n�c�h�i�s�e�e ��s� �s�a�t�i�s�f�a�c�t�i�o�n� �l�e�v�e�l� �r�e�g�a�r�d�i�n�g� 
�s�o�c�i�a�l� �i�n�t�e�r�a�c�t�i�o�n� �b�e�t�w�e�e�n� �t�h�e� �f�r�a�n�c�h�i�s�o�r�.� 

�O�n� �t�h�e� �s�t�a�t�e�m�e�n�t� �c�o�n�c�e�r�n�i�n�g� �t�h�e� �f�r�a�n�c�h�i�s�e� �a�d�v�i�s�o�r�y� �c�o�m�m�i�t�t�e�e�,� �b�o�t�h� �g�r�o�u�p�s� 

�a�p�p�e�a�r�e�d� �l�e�s�s� �a�g�r�e�e�a�b�l�e� �w�h�e�n� �c�o�m�p�a�r�e�d� �t�o� �o�t�h�e�r� �q�u�e�s�t�i�o�n�s�.� �T�h�e� �m�a�j�o�r�i�t�y� �o�f� �b�o�t�h� �g�r�o�u�p�s� 

�f�e�l�t� �t�h�a�t� �t�h�e� �f�r�a�n�c�h�i�s�e� �a�d�v�i�s�o�r�y� �c�o�m�m�i�t�t�e�e� �d�i�d� �(�o�r� �d�o�e�s�)� �n�o�t� �p�l�a�y� �a�n� �i�m�p�o�r�t�a�n�t� �r�o�l�e� �i�n� 

�m�e�d�i�a�t�i�n�g� �b�e�t�w�e�e�n� �t�h�e� �f�r�a�n�c�h�i�s�e�e�s� �a�n�d� �t�h�e� �f�r�a�n�c�h�i�s�o�r�.� �T�-�t�e�s�t� �s�h�o�w�s� �t�h�a�t� �t�e�r�m�i�n�a�t�e�d� 

�f�r�a�n�c�h�i�s�e�e�s� �d�i�s�a�g�r�e�e� �e�v�e�n� �m�o�r�e� �t�h�a�n� �t�h�e� �c�u�r�r�e�n�t� �f�r�a�n�c�h�i�s�e�e�s�.� 

�Q�u�e�s�t�i�o�n� �1�1� �a�s�k�e�d� �w�h�e�t�h�e�r� �t�h�e� �f�r�a�n�c�h�i�s�o�r� �i�g�n�o�r�e�s� �f�r�a�n�c�h�i�s�e�e�s �� �s�u�g�g�e�s�t�i�o�n�s� �a�n�d� 

�c�o�m�p�l�a�i�n�t�s�.� �T�a�b�l�e� �2�8� �i�n�d�i�c�a�t�e�s� �t�h�a�t� �c�u�r�r�e�n�t� �f�r�a�n�c�h�i�s�e�e�s� �t�e�n�d� �t�o� �l�e�a�n� �t�o�w�a�r�d� �t�h�e� �d�i�s�a�g�r�e�e� 

�d�i�r�e�c�t�i�o�n� �a�n�d� �t�e�r�m�i�n�a�t�e�d� �f�r�a�n�c�h�i�s�e�e�s� �t�o�w�a�r�d� �t�h�e� �a�g�r�e�e� �d�i�r�e�c�t�i�o�n�.� �B�o�t�h� �X�?� �a�n�d� �t�-�t�e�s�t� 

�d�e�m�o�n�s�t�r�a�t�e� �t�h�e� �t�w�o� �g�r�o�u�p�s� �d�i�f�f�e�r� �i�n� �d�i�s�t�r�i�b�u�t�i�o�n� �a�n�d� �m�e�a�n�.� �I�n� �o�t�h�e�r� �w�o�r�d�,� �t�e�r�m�i�n�a�t�e�d� 

�f�r�a�n�c�h�i�s�e�e�s� �o�f�t�e�n� �f�e�e�l� �i�g�n�o�r�e�d� �b�y� �t�h�e� �f�r�a�n�c�h�i�s�o�r� �t�h�a�n� �c�u�r�r�e�n�t� �f�r�a�n�c�h�i�s�e�e�s�.� 

�A�n�o�t�h�e�r� �i�s�s�u�e� �t�h�a�t� �t�h�e� �t�w�o� �g�r�o�u�p�s� �h�a�v�e� �d�i�f�f�e�r�e�n�t� �o�p�i�n�i�o�n�s� �o�n� �i�s� �t�h�e� �f�r�e�q�u�e�n�c�y� �o�f� 

�c�o�m�m�u�n�i�c�a�t�i�o�n� �i�n�i�t�i�a�t�e�d� �b�y� �t�h�e� �f�r�a�n�c�h�i�s�o�r�.� �A�s� �c�a�n� �b�e� �s�e�e�n� �f�r�o�m� �T�a�b�l�e� �3�7�,� �t�h�e�r�e� �t�e�n�d� �t�o
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�b�e� �a� �l�a�r�g�e�r� �p�o�r�t�i�o�n� �o�f� �t�e�r�m�i�n�a�t�e�d� �f�r�a�n�c�h�i�s�e�e�s� �t�h�a�n� �c�u�r�r�e�n�t� �f�r�a�n�c�h�i�s�e�e�s� �w�h�o� �d�o� �n�o�t� �a�g�r�e�e� 

�t�h�a�t� �t�h�e� �f�r�a�n�c�h�i�s�e� �r�e�p�r�e�s�e�n�t�a�t�i�v�e� �c�o�m�m�u�n�i�c�a�t�e�d� �w�i�t�h� �t�h�e�m� �o�f�t�e�n�.� �A�g�a�i�n�,� �X�?� �a�n�d� �t�-�t�e�s�t� 

�b�o�t�h� �c�o�n�f�i�r�m�e�d� �t�h�a�t� �t�h�e� �t�w�o� �r�e�s�p�o�n�d�e�d� �d�i�f�f�e�r�e�n�t�l�y� �a�n�d� �t�h�a�t� �c�u�r�r�e�n�t� �f�r�a�n�c�h�i�s�e�e�s� �h�a�v�e� �a� 

�g�r�e�a�t�e�r� �m�e�a�n� �s�c�o�r�e� �t�h�a�n� �t�h�a�t� �o�f� �t�e�r�m�i�n�a�t�e�d� �f�r�a�n�c�h�i�s�e�e�s�.� 

�L�a�s�t� �i�s�s�u�e� �t�h�a�t� �n�e�e�d�s� �t�o� �b�e� �m�e�n�t�i�o�n�e�d� �u�n�d�e�r� �s�o�c�i�a�l� �i�n�t�e�r�a�c�t�i�o�n� �i�s� �q�u�e�s�t�i�o�n� �2�4�.� 

�T�h�i�s� �q�u�e�s�t�i�o�n� �a�s�k�e�d� �t�h�e� �f�r�a�n�c�h�i�s�e�e�s� �i�f� �t�h�e�y� �w�e�r�e� �p�r�o�u�d� �t�o� �b�e� �a� �m�e�m�b�e�r� �o�f� �t�h�i�s� �f�r�a�n�c�h�i�s�e� 

�o�r�g�a�n�i�z�a�t�i�o�n�.� �T�e�r�m�i�n�a�t�e�d� �f�r�a�n�c�h�i�s�e�e�s� �r�e�s�p�o�n�d�e�d� �l�e�s�s� �p�o�s�i�t�i�v�e�l�y� �t�h�a�n� �c�u�r�r�e�n�t� 

�f�r�a�n�c�h�i�s�e�e�s�,� �a�n�d� �t�-�t�e�s�t� �s�h�o�w�s� �t�h�a�t� �t�h�e�r�e� �i�s� �a� �s�i�g�n�i�f�i�c�a�n�t� �d�i�f�f�e�r�e�n�c�e� �b�e�t�w�e�e�n� �t�h�e� �m�e�a�n�s� �o�f� 

�t�h�e� �t�w�o� �g�r�o�u�p�s�.� 

�O�v�e�r�a�l�l�,� �t�-�t�e�s�t� �s�h�o�w�s� �a� �s�i�g�n�i�f�i�c�a�n�t� �d�i�f�f�e�r�e�n�c�e� �b�e�t�w�e�e�n� �c�u�r�r�e�n�t� �a�n�d� �t�e�r�m�i�n�a�t�e�d� 

�f�r�a�n�c�h�i�s�e�e�s �� �s�o�c�i�a�l� �p�e�r�c�e�p�t�i�o�n�s�,� �t�h�e�r�e�f�o�r�e�,� �r�e�j�e�c�t� �t�h�e� �n�u�l�l� �h�y�p�o�t�h�e�s�i�s�.� �T�h�i�s� �l�e�a�d�s� �t�o� �t�h�e� 

�c�o�n�c�l�u�s�i�o�n� �t�h�a�t� �t�h�e�r�e� �i�s� �a� �d�i�f�f�e�r�e�n�c�e� �b�e�t�w�e�e�n� �c�u�r�r�e�n�t� �a�n�d� �t�e�r�m�i�n�a�t�e�d� �f�r�a�n�c�h�i�s�e�e�s �� 

�s�a�t�i�s�f�a�c�t�i�o�n� �r�e�g�a�r�d�i�n�g� �s�o�c�i�a�l� �i�n�t�e�r�a�c�t�i�o�n�s� �w�i�t�h� �t�h�e� �f�r�a�n�c�h�i�s�o�r�.� 

�5�.� �G�e�n�e�r�a�l� �S�a�t�i�s�f�a�c�t�i�o�n� 

�H�y�p�o�t�h�e�s�i�s� �I�e� 

�H�o�:� �T�h�e�r�e� �i�s� �n�o� �s�i�g�n�i�f�i�c�a�n�t� �d�i�f�f�e�r�e�n�c�e� �b�e�t�w�e�e�n� �t�e�r�m�i�n�a�t�e�d� �f�r�a�n�c�h�i�s�e�e ��s� 
�s�a�t�i�s�f�a�c�t�i�o�n� �l�e�v�e�l� �a�n�d� �c�u�r�r�e�n�t� �f�r�a�n�c�h�i�s�e�e ��s� �s�a�t�i�s�f�a�c�t�i�o�n� �l�e�v�e�l� �r�e�g�a�r�d�i�n�g� 
�s�o�c�i�a�l� �i�n�t�e�r�a�c�t�i�o�n� �b�e�t�w�e�e�n� �t�h�e� �f�r�a�n�c�h�i�s�o�r�.� 

�H�a�:� �T�h�e�r�e� �i�s� �a� �s�i�g�n�i�f�i�c�a�n�t� �d�i�f�f�e�r�e�n�c�e� �b�e�t�w�e�e�n� �t�e�r�m�i�n�a�t�e�d� �f�r�a�n�c�h�i�s�e�e ��s� 
�s�a�t�i�s�f�a�c�t�i�o�n� �l�e�v�e�l� �a�n�d� �c�u�r�r�e�n�t� �f�r�a�n�c�h�i�s�e�e ��s� �s�a�t�i�s�f�a�c�t�i�o�n� �l�e�v�e�l� �r�e�g�a�r�d�i�n�g� 
�s�o�c�i�a�l� �i�n�t�e�r�a�c�t�i�o�n� �b�e�t�w�e�e�n� �t�h�e� �f�r�a�n�c�h�i�s�o�r�.� 

�T�w�o� �q�u�e�s�t�i�o�n�s� �w�e�r�e� �a�s�k�e�d� �u�n�d�e�r� �t�h�i�s� �c�a�t�e�g�o�r�y�:� �t�h�e� �o�v�e�r�a�l�l� �s�a�t�i�s�f�a�c�t�i�o�n�,� �a�n�d� �i�f� �t�h�e� 

�f�r�a�n�c�h�i�s�e�e�s� �h�a�v�e� �t�h�e� �c�h�a�n�c�e� �t�o� �d�o� �i�t� �a�l�l� �o�v�e�r� �a�g�a�i�n� �w�o�u�l�d� �t�h�e�y� �s�t�i�l�l� �c�h�o�o�s�e� �t�h�e� �s�a�m�e
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�f�r�a�n�c�h�i�s�e� �s�y�s�t�e�m�.� �S�u�r�p�r�i�s�i�n�g�l�y�,� �t�h�e�r�e� �w�a�s� �n�o� �s�i�g�n�i�f�i�c�a�n�t� �d�i�f�f�e�r�e�n�c�e� �b�e�t�w�e�e�n� �t�h�e� �t�w�o� 

�m�e�a�n�s� �o�n� �b�o�t�h� �q�u�e�s�t�i�o�n�s�.� �H�o�w�e�v�e�r�,� �a�s� �c�a�n� �b�e� �s�e�e�n� �f�r�o�m� �T�a�b�l�e� �2�7�,� �t�h�o�u�g�h� �t�h�e� �m�a�j�o�r�i�t�y� 

�o�f� �t�h�e� �r�e�s�p�o�n�d�e�n�t�s� �f�r�o�m� �t�h�e� �t�w�o� �g�r�o�u�p�s� �a�g�r�e�e�d� �t�o� �d�o� �i�t� �a�l�l� �o�v�e�r� �a�g�a�i�n� �w�i�t�h� �t�h�e� �s�a�m�e� 

�f�r�a�n�c�h�i�s�o�r�,� �2�0�.�8�%� �o�f� �t�h�e� �t�e�r�m�i�n�a�t�e�d� �f�r�a�n�c�h�i�s�e�e�s� �s�t�r�o�n�g�l�y� �d�i�s�a�g�r�e�e�d� �w�i�t�h� �t�h�e� �s�t�a�t�e�m�e�n�t�.� 

�O�v�e�r�a�l�l�,� �t�-�t�e�s�t� �c�o�u�l�d� �n�o�t� �p�r�o�v�e� �a� �s�i�g�n�i�f�i�c�a�n�t� �d�i�f�f�e�r�e�n�c�e� �b�e�t�w�e�e�n� �c�u�r�r�e�n�t� �a�n�d� 

�t�e�r�m�i�n�a�t�e�d� �f�r�a�n�c�h�i�s�e�e�s �� �g�e�n�e�r�a�l� �s�a�t�i�s�f�a�c�t�i�o�n� �p�e�r�c�e�p�t�i�o�n�s�,� �t�h�e�r�e�f�o�r�e�,� �u�n�a�b�l�e� �t�o� �r�e�j�e�c�t� �t�h�e� 

�n�u�l�l� �h�y�p�o�t�h�e�s�i�s�.� �T�h�i�s� �l�e�a�d�s� �t�o� �t�h�e� �c�o�n�c�l�u�s�i�o�n� �t�h�a�t� �t�h�e�r�e� �i�s� �n�o� �d�i�f�f�e�r�e�n�c�e� �b�e�t�w�e�e�n� �c�u�r�r�e�n�t� 

�a�n�d� �t�e�r�m�i�n�a�t�e�d� �f�r�a�n�c�h�i�s�e�e�s �� �g�e�n�e�r�a�l� �s�a�t�i�s�f�a�c�t�i�o�n� �w�i�t�h� �t�h�i�s� �f�r�a�n�c�h�i�s�e� �s�y�s�t�e�m� �a�n�d� 

�f�r�a�n�c�h�i�s�o�r�.� 

�6�.� �T�o�t�a�l� �S�a�t�i�s�f�a�c�t�i�o�n� �M�e�a�n� �S�c�o�r�e� 

�H�y�p�o�t�h�e�s�i�s� �I� �f� 

�H�o�:� �T�h�e�r�e� �i�s� �n�o� �s�i�g�n�i�f�i�c�a�n�t� �d�i�f�f�e�r�e�n�c�e� �b�e�t�w�e�e�n� �t�e�r�m�i�n�a�t�e�d� �f�r�a�n�c�h�i�s�e�e ��s� �a�n�d� 
�c�u�r�r�e�n�t� �f�r�a�n�c�h�i�s�e�e ��s� �t�o�t�a�l� �s�a�t�i�s�f�a�c�t�i�o�n� �l�e�v�e�l�.� 

�H�a�:� �T�h�e�r�e� �i�s� �a� �s�i�g�n�i�f�i�c�a�n�t� �d�i�f�f�e�r�e�n�c�e� �b�e�t�w�e�e�n� �t�e�r�m�i�n�a�t�e�d� �f�r�a�n�c�h�i�s�e�e ��s� �a�n�d� 
�c�u�r�r�e�n�t� �f�r�a�n�c�h�i�s�e�e ��s� �t�o�t�a�l� �s�a�t�i�s�f�a�c�t�i�o�n� �l�e�v�e�l�.� 

�T�o�t�a�l� �s�a�t�i�s�f�a�c�t�i�o�n� �m�e�a�n� �s�c�o�r�e� �i�s� �t�h�e� �m�e�a�n� �o�f� �a�l�l� �t�h�e� �a�n�s�w�e�r�s� �f�r�o�m� �t�h�e� �2�7� 

�s�a�t�i�s�f�a�c�t�i�o�n� �q�u�e�s�t�i�o�n�s�.� �T�h�e� �m�e�a�n�s� �f�o�r� �c�u�r�r�e�n�t� �f�r�a�n�c�h�i�s�e�e�s� �y�i�e�l�d� �a� �3�.�4�6� �a�n�d� �t�e�r�m�i�n�a�t�e�d� 

�f�r�a�n�c�h�i�s�e�e�s�,� �3�.�2�1�.� �T�-�t�e�s�t� �r�e�s�u�l�t� �i�n�d�i�c�a�t�e�d� �t�h�a�t� �t�h�e�r�e� �i�s� �a� �s�i�g�n�i�f�i�c�a�n�t� �d�i�f�f�e�r�e�n�c�e� �b�e�t�w�e�e�n� 

�t�h�e�m�.� �T�h�i�s� �l�e�a�d�s� �t�o� �t�h�e� �c�o�n�c�l�u�s�i�o�n� �t�h�a�t� �t�e�r�m�i�n�a�t�e�d� �f�r�a�n�c�h�i�s�e�e�s� �a�r�e� �l�e�s�s� �s�a�t�i�s�f�i�e�d� �t�h�a�n� 

�c�u�r�r�e�n�t� �f�r�a�n�c�h�i�s�e�e�s� �o�n� �t�h�e� �t�o�t�a�l� �s�a�t�i�s�f�a�c�t�i�o�n� �l�e�v�e�l�.



�1�2�1� 

�7�.� �F�a�c�t�o�r� �1� �-� �I�n�t�a�n�g�i�b�l�e� �R�e�l�a�t�i�o�n�s�h�i�p� 

�H�y�p�o�t�h�e�s�i�s� �I� �g� 

�H�o�:� �T�h�e�r�e� �i�s� �n�o� �s�i�g�n�i�f�i�c�a�n�t� �d�i�f�f�e�r�e�n�c�e� �b�e�t�w�e�e�n� �t�e�r�m�i�n�a�t�e�d� �f�r�a�n�c�h�i�s�e�e ��s� �a�n�d� 
�c�u�r�r�e�n�t� �f�r�a�n�c�h�i�s�e�e ��s� �i�n�t�a�n�g�i�b�l�e� �s�a�t�i�s�f�a�c�t�i�o�n� �l�e�v�e�l�.� 

�H�a�:� �T�h�e�r�e� �i�s� �a� �s�i�g�n�i�f�i�c�a�n�t� �d�i�f�f�e�r�e�n�c�e� �b�e�t�w�e�e�n� �t�e�r�m�i�n�a�t�e�d� �f�r�a�n�c�h�i�s�e�e ��s� �a�n�d� 
�c�u�r�r�e�n�t� �f�r�a�n�c�h�i�s�e�e ��s� �i�n�t�a�n�g�i�b�l�e� �s�a�t�i�s�f�a�c�t�i�o�n� �l�e�v�e�l�.� 

�T�h�e� �i�n�t�a�n�g�i�b�l�e� �s�a�t�i�s�f�a�c�t�i�o�n�s� �w�e�r�e� �o�b�t�a�i�n�e�d� �b�y� �i�n�c�l�u�d�i�n�g� �a�l�l� �t�h�e� �s�c�o�r�e�s� �f�r�o�m� �t�h�e� 

�v�a�r�i�a�b�l�e�s� �i�n� �f�a�c�t�o�r� �1�.� �T�h�e� �m�e�a�n� �s�c�o�r�e�s� �f�o�r� �c�u�r�r�e�n�t� �f�r�a�n�c�h�i�s�e�e�s� �a�r�e� �3�.�4�0�1� �(�s�t�a�n�d�a�r�d� 

�d�e�v�i�a�t�i�o�n�=�.�7�6�1�)� �a�n�d� �3�.�0�3�8� �(�s�t�a�n�d�a�r�d� �d�e�v�i�a�t�i�o�n�=�.�8�8�)� �f�o�r� �t�e�r�m�i�n�a�t�e�d� �f�r�a�n�c�h�i�s�e�e�s�.� �T�-�t�e�s�t� 

�s�h�o�w�e�d� �a� �s�i�g�n�i�f�i�c�a�n�t� �d�i�f�f�e�r�e�n�c�e� �b�e�t�w�e�e�n� �t�h�e� �i�n�t�a�n�g�i�b�l�e� �s�a�t�i�s�f�a�c�t�i�o�n� �l�e�v�e�l� �o�f� �c�u�r�r�e�n�t� �a�n�d� 

�t�e�r�m�i�n�a�t�e�d� �f�r�a�n�c�h�i�s�e�e�s� �(�t�=�1�.�9�2�1�,� �p�=�.�0�5�7�9�)�.� 

�8�.� �F�a�c�t�o�r� �2� �-� �T�a�n�g�i�b�l�e� �R�e�l�a�t�i�o�n�s�h�i�p� 

�H�y�p�o�t�h�e�s�i�s� �I�h� 

�H�o�:� �T�h�e�r�e� �i�s� �n�o� �s�i�g�n�i�f�i�c�a�n�t� �d�i�f�f�e�r�e�n�c�e� �b�e�t�w�e�e�n� �t�e�r�m�i�n�a�t�e�d� �f�r�a�n�c�h�i�s�e�e ��s� �a�n�d� 
�c�u�r�r�e�n�t� �f�r�a�n�c�h�i�s�e�e ��s� �t�a�n�g�i�b�l�e� �s�a�t�i�s�f�a�c�t�i�o�n� �l�e�v�e�l�.� 

�H�a�:� �T�h�e�r�e� �i�s� �a� �s�i�g�n�i�f�i�c�a�n�t� �d�i�f�f�e�r�e�n�c�e� �b�e�t�w�e�e�n� �t�e�r�m�i�n�a�t�e�d� �f�r�a�n�c�h�i�s�e�e ��s� �a�n�d� 
�c�u�r�r�e�n�t� �f�r�a�n�c�h�i�s�e�e ��s� �t�a�n�g�i�b�l�e� �s�a�t�i�s�f�a�c�t�i�o�n� �l�e�v�e�l�.� 

�T�h�e� �t�a�n�g�i�b�l�e� �s�a�t�i�s�f�a�c�t�i�o�n� �l�e�v�e�l�s� �w�e�r�e� �o�b�t�a�i�n�e�d� �b�y� �i�n�c�l�u�d�i�n�g� �a�l�l� �t�h�e� �s�c�o�r�e� �f�r�o�m� �t�h�e� 

�v�a�r�i�a�b�l�e�s� �i�n� �f�a�c�t�o�r� �1�.� �T�h�e� �m�e�a�n� �s�c�o�r�e�s� �f�o�r� �c�u�r�r�e�n�t� �f�r�a�n�c�h�i�s�e�e�s� �a�r�e� �3�.�7�3�9� �(�s�t�a�n�d�a�r�d� 

�d�e�v�i�a�t�i�o�n�=�.�4�9�8�)� �a�n�d� �3�.�6�2�7� �(�s�t�a�n�d�a�r�d� �d�e�v�i�a�t�i�o�n�=�.�7�3�3�)� �f�o�r� �t�e�r�m�i�n�a�t�e�d� �f�r�a�n�c�h�i�s�e�e�s�.� �T�-�t�e�s�t� 

�s�h�o�w�e�d� �t�h�e�r�e� �i�s� �n�o� �s�i�g�n�i�f�i�c�a�n�t� �d�i�f�f�e�r�e�n�c�e� �b�e�t�w�e�e�n� �t�h�e� �t�a�n�g�i�b�l�e� �s�a�t�i�s�f�a�c�t�i�o�n� �l�e�v�e�l�s� �o�f� 

�c�u�r�r�e�n�t� �a�n�d� �t�e�r�m�i�n�a�t�e�d� �f�r�a�n�c�h�i�s�e�e�s� �(�t�=�.�8�2�9�,� �p�=�.�4�0�9�3�)�.



�1�2�2� 

�H�y�p�o�t�h�e�s�e�s� �I�I� 

�H�>�:� �T�h�e�r�e� �i�s� �n�o� �r�e�l�a�t�i�o�n�s�h�i�p� �b�e�t�w�e�e�n� �f�r�a�n�c�h�i�s�e�e ��s� �s�a�t�i�s�f�a�c�t�i�o�n� �l�e�v�e�l� �a�n�d� �h�i�s� 
�i�n�t�e�n�t�i�o�n� �t�o� �w�i�t�h�d�r�a�w� �f�r�o�m� �t�h�e� �f�r�a�n�c�h�i�s�e� �s�y�s�t�e�m�.� 

�H�a�:� �T�h�e�r�e� �i�s� �a� �r�e�l�a�t�i�o�n�s�h�i�p� �b�e�t�w�e�e�n� �f�r�a�n�c�h�i�s�e�e ��s� �s�a�t�i�s�f�a�c�t�i�o�n� �l�e�v�e�l� �a�n�d� �h�i�s� 
�i�n�t�e�n�t�i�o�n� �t�o� �w�i�t�h�d�r�a�w� �f�r�o�m� �t�h�e� �f�r�a�n�c�h�i�s�e� �s�y�s�t�e�m�.� 

�T�h�e� �r�e�s�u�l�t�s� �o�f� �h�y�p�o�t�h�e�s�i�s� �I� �w�i�l�l� �b�e� �d�i�s�c�u�s�s�e�d� �b�a�s�e� �o�n� �t�h�e� �f�i�v�e� �s�a�t�i�s�f�a�c�t�i�o�n� 

�c�a�t�e�g�o�r�i�e�s�.� �T�o� �p�r�o�v�i�d�e� �m�o�r�e� �e�x�p�l�i�c�i�t� �r�e�s�u�l�t�s�,� �t�h�e� �s�e�v�e�n� �o�r�i�g�i�n�a�l� �c�h�o�i�c�e�s� �o�f� �p�l�a�n�s� �f�o�r� �t�h�e� 

�n�e�x�t� �f�i�v�e� �y�e�a�r�s� �w�e�r�e� �r�e�c�o�d�e�d� �i�n�t�o� �t�h�r�e�e� �c�a�t�e�g�o�r�i�e�s�:� �I�n�v�e�s�t� �m�o�r�e� �(�w�i�t�h� �t�h�e� �s�a�m�e� �f�r�a�n�c�h�i�s�e�)�,� 

�s�t�a�y� �p�u�t�,� �a�n�d� �w�i�t�h�d�r�a�w� �f�r�o�m� �t�h�i�s� �s�y�s�t�e�m�.� �B�o�t�h� �C�h�i�-�s�q�u�a�r�e� �a�n�d� �o�n�e� �f�a�c�t�o�r� �A�N�O�V�A� �t�e�s�t�s� 

�w�e�r�e� �p�e�r�f�o�r�m�e�d� �t�o� �d�e�t�e�r�m�i�n�e� �t�h�e� �a�s�s�o�c�i�a�t�i�o�n� �a�n�d� �d�i�f�f�e�r�e�n�c�e� �o�f� �m�e�a�n�s�.� �B�o�t�h� �c�u�r�r�e�n�t� �a�n�d� 

�t�e�r�m�i�n�a�t�e�d� �f�r�a�n�c�h�i�s�e�e ��s� �s�c�o�r�e�s� �a�r�e� �i�n�c�l�u�d�e�d� �i�n� �t�h�e� �t�e�s�t�s�.� �T�a�b�l�e� �4�9� �s�h�o�w�s� �t�h�e� �r�e�s�u�l�t� �o�f� 

�t�h�e�s�e� �t�w�o� �t�e�s�t�s�.



�1�2�3� 

�T�a�b�l�e� �4�9�.� �C�h�i�-�s�q�u�a�r�e� �a�n�d� �A�N�O�V�A� �T�e�s�t� �R�e�s�u�l�t�s� �o�n� 
�F�r�a�n�c�h�i�s�e�e ��s� �S�a�t�i�s�f�a�c�t�i�o�n� �a�n�d� �F�u�t�u�r�e� �I�n�t�e�n�t�i�o�n� 

� � 

�Q�u�e�s�t�i�o�n� 

� � 
�C�h�i�-�s�q�u�a�r�e� �t�e�s�t� 

�(�D�F�=�8�)� � � 
�O�n�e� �F�a�c�t�o�r� �A�N�O�V�A� 

�(�D�F�=�2�)� 
� � 

�C�o�n�t�r�a�c�t�u�a�l� �A�r�r�a�n�g�e�m�e�n�t� �F�=�,�1�0�1� �p�=�.�9�0�4�1� 
�Q�2�.� �A�d�v�e�r�t�i�s�i�n�g� �f�e�e� �X�7�=� �5�.�9�3�5� �p�=�.�6�5�4�5� �F�=�.�3�6�9� �p�=�.�6�9�2�5� 
�Q�3�.� �T�e�r�r�i�t�o�r�i�a�l� �r�e�s�t�r�i�c�t�i�o�n� �X�7�=�1�.�6�0�7� �p�=�.�9�9�0�8� �F�=�.�0�0�2� �p�=�.�9�9�7�8� 
�Q�4�.� �C�o�n�t�r�a�c�t� �f�a�v�o�r� �f�r�a�n�c�h�i�s�o�r� �X�*�=�7�,�3�1�2� �p�=�.�5�0�3� �F�=�.�4�3�8� �p�=�.�6�4�6�8� 
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�1�.� �C�o�n�t�r�a�c�t�u�a�l� �A�r�r�a�n�g�e�m�e�n�t� 

�H�y�p�o�t�h�e�s�i�s� �I�l�a� 

�H�,�:� �T�h�e�r�e� �i�s� �n�o� �r�e�l�a�t�i�o�n�s�h�i�p� �b�e�t�w�e�e�n� �f�r�a�n�c�h�i�s�e�e ��s� �s�a�t�i�s�f�a�c�t�i�o�n� �r�e�g�a�r�d�i�n�g� 
�c�o�n�t�r�a�c�t�u�a�l� �a�r�r�a�n�g�e�m�e�n�t� �a�n�d� �h�i�s� �i�n�t�e�n�t�i�o�n� �t�o� �w�i�t�h�d�r�a�w� �f�r�o�m� �t�h�e� 
�f�r�a�n�c�h�i�s�e� �s�y�s�t�e�m�.� 

�H�a�:� �T�h�e�r�e� �i�s� �a� �r�e�l�a�t�i�o�n�s�h�i�p� �b�e�t�w�e�e�n� �f�r�a�n�c�h�i�s�e�e ��s� �s�a�t�i�s�f�a�c�t�i�o�n� �r�e�g�a�r�d�i�n�g� 
�c�o�n�t�r�a�c�t�u�a�l� �a�r�r�a�n�g�e�m�e�n�t� �a�n�d� �h�i�s� �i�n�t�e�n�t�i�o�n� �t�o� �w�i�t�h�d�r�a�w� �f�r�o�m� �t�h�e� 
�f�r�a�n�c�h�i�s�e� �s�y�s�t�e�m�.� 

�A�c�c�o�r�d�i�n�g� �t�o� �b�o�t�h� �X�x�?� �a�n�d� �A�N�O�V�A� �t�e�s�t�,� �i�t� �w�a�s� �n�o�t� �p�o�s�s�i�b�l�e� �t�o� �r�e�j�e�c�t� �t�h�e� �n�u�l�l� �h�y�p�o�t�h�e�s�i�s� 

�a�t� �t�h�e� �i�n�d�i�v�i�d�u�a�l� �a�n�d� �g�e�n�e�r�a�l� �l�e�v�e�l�.� �N�o� �s�i�n�g�l�e� �i�s�s�u�e� �u�n�d�e�r� �c�o�n�t�r�a�c�t�u�a�l� �a�r�r�a�n�g�e�m�e�n�t� �w�a�s� �p�r�o�v�e�n� 

�a�s�s�o�c�i�a�t�e�d� �w�i�t�h� �f�r�a�n�c�h�i�s�e�e�s �� �f�u�t�u�r�e� �i�n�t�e�n�t�i�o�n�.� �T�h�i�s� �l�e�a�d�s� �t�o� �t�h�e� �c�o�n�c�l�u�s�i�o�n� �t�h�a�t� �t�h�e�r�e� �a�p�p�e�a�r�s� �t�o� �b�e� 

�n�o� �a�s�s�o�c�i�a�t�i�o�n� �b�e�t�w�e�e�n� �f�r�a�n�c�h�i�s�e�e ��s� �s�a�t�i�s�f�a�c�t�i�o�n� �r�e�g�a�r�d�i�n�g� �t�h�e� �c�o�n�t�r�a�c�t�u�a�l� �a�r�r�a�n�g�e�m�e�n�t�s� �a�n�d� �h�i�s� 

�o�r� �h�e�r� �f�u�t�u�r�e� �p�l�a�n�s� �f�o�r� �t�h�e� �n�e�x�t� �f�i�v�e� �y�e�a�r�s�.� 

�2�.� �S�e�r�v�i�c�e� �S�u�p�p�o�r�t� 

�H�y�p�o�t�h�e�s�i�s� �I�I�b� 

�H�.�:� �T�h�e�r�e� �i�s� �n�o� �r�e�l�a�t�i�o�n�s�h�i�p� �b�e�t�w�e�e�n� �f�r�a�n�c�h�i�s�e�e ��s� �s�a�t�i�s�f�a�c�t�i�o�n� �r�e�g�a�r�d�i�n�g� 
�f�r�a�n�c�h�i�s�o�r ��s� �s�e�r�v�i�c�e�/� �s�u�p�p�o�r�t� �a�n�d� �h�i�s� �i�n�t�e�n�t�i�o�n� �t�o� �w�i�t�h�d�r�a�w� �f�r�o�m� �t�h�e� 
�f�r�a�n�c�h�i�s�e� �s�y�s�t�e�m�.� 

�H�a�:� �T�h�e�r�e� �i�s� �a� �r�e�l�a�t�i�o�n�s�h�i�p� �b�e�t�w�e�e�n� �f�r�a�n�c�h�i�s�e�e ��s� �s�a�t�i�s�f�a�c�t�i�o�n� �r�e�g�a�r�d�i�n�g� 
�f�r�a�n�c�h�i�s�o�r ��s� �s�e�r�v�i�c�e�/� �s�u�p�p�o�r�t� �a�n�d� �h�i�s� �i�n�t�e�n�t�i�o�n� �t�o� �w�i�t�h�d�r�a�w� �f�r�o�m� �t�h�e� 
�f�r�a�n�c�h�i�s�e� �s�y�s�t�e�m�.� 

�A�c�c�o�r�d�i�n�g� �t�o� �t�h�e� �X�*� �t�e�s�t�s�,� �f�o�u�r� �i�s�s�u�e�s� �o�f� �t�h�e� �s�e�r�v�i�c�e� �/� �s�u�p�p�o�r�t� �c�a�t�e�g�o�r�y� �a�p�p�e�a�r�e�d� �t�o� 

�b�e� �a�s�s�o�c�i�a�t�e�d� �w�i�t�h� �f�r�a�n�c�h�i�s�e�e ��s� �f�u�t�u�r�e� �d�e�c�i�s�i�o�n�,� �n�a�m�e�l�y�,� �n�a�t�i�o�n�a�l� �a�d�v�e�r�t�i�s�i�n�g� �f�e�e�,� 

�c�e�n�t�r�a�l�i�z�e�d� �p�u�r�c�h�a�s�i�n�g� �a�r�r�a�n�g�e�m�e�n�t�,� �m�a�n�a�g�e�m�e�n�t� �s�u�p�p�o�r�t�s� �p�r�o�v�i�d�e�d� �b�y� �t�h�e� �f�r�a�n�c�h�i�s�o�r�,� 

�a�n�d� �s�a�l�e�s� �d�e�v�e�l�o�p�m�e�n�t� �a�s�s�i�s�t�e�d� �b�y� �t�h�e� �r�e�p�r�e�s�e�n�t�a�t�i�v�e�.� �T�h�e�r�e� �a�l�s�o� �a�p�p�e�a�r�e�d� �t�o� �b�e



�1�2�6� 

�s�i�g�n�i�f�i�c�a�n�t� �d�i�f�f�e�r�e�n�c�e� �i�n� �t�h�e� �s�a�t�i�s�f�a�c�t�i�o�n� �m�e�a�n�s� �p�e�r�t�a�i�n�i�n�g� �t�o� �p�r�o�d�u�c�t� �d�e�v�e�l�o�p�m�e�n�t� �/� 

�d�e�l�i�v�e�r�y�,� �c�e�n�t�r�a�l�i�z�e�d� �p�u�r�c�h�a�s�i�n�g� �a�r�r�a�n�g�e�m�e�n�t�,� �a�n�d� �s�a�l�e�s� �d�e�v�e�l�o�p�m�e�n�t�.� 

�O�v�e�r�a�l�l�,� �t�h�e� �A�N�O�V�A� �t�e�s�t� �s�h�o�w�s� �t�h�a�t� �t�h�e� �m�e�a�n�s� �o�f� �t�h�e� �t�h�r�e�e� �f�u�t�u�r�e� �i�n�t�e�n�t�i�o�n� 

�g�r�o�u�p�s� �a�r�e� �s�t�a�t�i�s�t�i�c�a�l�l�y� �d�i�f�f�e�r�e�n�t�,� �w�h�i�c�h�,� �a�s� �a� �r�e�s�u�l�t�,� �r�e�j�e�c�t� �t�h�e� �n�u�l�l� �h�y�p�o�t�h�e�s�i�s�.� �T�h�o�s�e� 

�w�i�t�h� �i�n�t�e�n�t�i�o�n� �t�o� �i�n�v�e�s�t� �m�o�r�e� �o�n� �t�h�e� �s�a�m�e� �f�r�a�n�c�h�i�s�e� �r�e�c�e�i�v�e�d� �a� �h�i�g�h�e�r� �m�e�a�n� �(�3�.�5�0�)� �t�h�a�n� 

�t�h�o�s�e� �t�h�a�t� �c�h�o�o�s�e� �t�o� �w�i�t�h�d�r�a�w� �(�3�.�1�6�)�.� 

�3�.� �R�e�w�a�r�d�s� 

�H�y�p�o�t�h�e�s�i�s� �I�I�c� 

�H�,�:� �T�h�e�r�e� �i�s� �n�o� �r�e�l�a�t�i�o�n�s�h�i�p� �b�e�t�w�e�e�n� �f�r�a�n�c�h�i�s�e�e ��s� �s�a�t�i�s�f�a�c�t�i�o�n� �r�e�g�a�r�d�i�n�g� 
�r�e�w�a�r�d�s� �d�e�r�i�v�e�d� �f�r�o�m� �t�h�e� �b�u�s�i�n�e�s�s� �a�n�d� �h�i�s� �i�n�t�e�n�t�i�o�n� �t�o� �w�i�t�h�d�r�a�w� 
�f�r�o�m� �t�h�e� �f�r�a�n�c�h�i�s�e� �s�y�s�t�e�m�.� 

�H�a�:� �T�h�e�r�e� �i�s� �a� �r�e�l�a�t�i�o�n�s�h�i�p� �b�e�t�w�e�e�n� �f�r�a�n�c�h�i�s�e�e ��s� �s�a�t�i�s�f�a�c�t�i�o�n� �r�e�g�a�r�d�i�n�g� 
�r�e�w�a�r�d�s� �d�e�r�i�v�e�d� �f�r�o�m� �t�h�e� �b�u�s�i�n�e�s�s� �a�n�d� �h�i�s� �i�n�t�e�n�t�i�o�n� �t�o� �w�i�t�h�d�r�a�w� 
�f�r�o�m� �t�h�e� �f�r�a�n�c�h�i�s�e� �s�y�s�t�e�m�.� 

�S�p�e�c�i�f�i�c�a�l�l�y�,� �b�o�t�h� �X�?� �a�n�d� �A�N�O�V�A� �t�e�s�t� �i�n�d�i�c�a�t�e� �a�n� �a�s�s�o�c�i�a�t�i�o�n� �b�e�t�w�e�e�n� �i�n�d�u�s�t�r�y� �s�t�a�t�u�s� 

�a�n�d� �f�u�t�u�r�e� �i�n�t�e�n�t�i�o�n�.� �I�t� �i�s� �s�t�a�t�i�s�t�i�c�a�l�l�y� �s�i�g�n�i�f�i�c�a�n�t� �t�h�a�t� �t�h�e� �m�e�a�n�s� �o�n� �i�n�d�u�s�t�r�y� �s�t�a�t�u�s� �f�o�r� �t�h�o�s�e� �t�h�a�t� 

�p�l�a�n� �t�o� �i�n�v�e�s�t� �m�o�r�e� �o�r� �s�t�a�y� �p�u�t� �a�n�d� �t�h�o�s�e� �t�h�a�t� �p�l�a�n� �t�o� �w�i�t�h�d�r�a�w� �w�e�r�e� �d�i�f�f�e�r�e�n�t�.� �O�v�e�r�a�l�l�,� �t�h�o�s�e� 

�t�h�a�t� �p�l�a�n� �t�o� �i�n�v�e�s�t� �m�o�r�e� �r�e�c�e�i�v�e�d� �a� �m�e�a�n� �o�f� �3�.�7�9�,� �t�h�o�s�e� �t�h�a�t� �p�l�a�n� �t�o� �s�t�a�y� �p�u�t�,� �3�.�7�1�,� �a�n�d� �t�h�o�s�e� �t�h�a�t� 

�p�l�a�n� �t�o� �w�i�t�h�d�r�a�w� �f�r�o�m� �t�h�e� �s�y�s�t�e�m�,� �3�.�3�4�.� �A�N�O�V�A� �f� �v�a�l�u�e� �l�e�a�d�s� �t�o� �t�h�e� �r�e�j�e�c�t�i�o�n� �o�f� �t�h�e� �n�u�l�l� 

�h�y�p�o�t�h�e�s�i�s�.



�1�2�7� 

�4�.� �S�o�c�i�a�l� �I�n�t�e�r�a�c�t�i�o�n� 

�H�y�p�o�t�h�e�s�i�s� �I�I�d� 

�H�,�:� �T�h�e�r�e� �i�s� �n�o� �r�e�l�a�t�i�o�n�s�h�i�p� �b�e�t�w�e�e�n� �f�r�a�n�c�h�i�s�e�e ��s� �s�a�t�i�s�f�a�c�t�i�o�n� �r�e�g�a�r�d�i�n�g� 
�s�o�c�i�a�l� �i�n�t�e�r�a�c�t�i�o�n� �w�i�t�h� �t�h�e� �f�r�a�n�c�h�i�s�o�r� �a�n�d� �h�i�s� �i�n�t�e�n�t�i�o�n� �t�o� �w�i�t�h�d�r�a�w� 
�f�r�o�m� �t�h�e� �f�r�a�n�c�h�i�s�e� �s�y�s�t�e�m�.� 

�H�a�:� �T�h�e�r�e� �i�s� �a� �r�e�l�a�t�i�o�n�s�h�i�p� �b�e�t�w�e�e�n� �f�r�a�n�c�h�i�s�e�e ��s� �s�a�t�i�s�f�a�c�t�i�o�n� �r�e�g�a�r�d�i�n�g� 
�s�o�c�i�a�l� �i�n�t�e�r�a�c�t�i�o�n� �w�i�t�h� �t�h�e� �f�r�a�n�c�h�i�s�o�r� �a�n�d� �h�i�s� �i�n�t�e�n�t�i�o�n� �t�o� �w�i�t�h�d�r�a�w� 
�f�r�o�m� �t�h�e� �f�r�a�n�c�h�i�s�e� �s�y�s�t�e�m�.� 

�A�c�c�o�r�d�i�n�g� �t�o� �X�?� �t�e�s�t�,� �t�h�e�r�e� �i�s� �a� �r�e�l�a�t�i�o�n�s�h�i�p� �b�e�t�w�e�e�n� �w�h�e�t�h�e�r� �t�h�e� �f�r�a�n�c�h�i�s�e�e� �i�s� �p�r�o�u�d� �a�s� 

�a� �m�e�m�b�e�r� �o�f� �t�h�i�s� �f�r�a�n�c�h�i�s�e� �a�n�d� �h�i�s� �f�u�t�u�r�e� �i�n�t�e�n�t�i�o�n�.� �O�v�e�r�a�l�l�,� �A�N�O�V�A� �t�e�s�t� �c�o�n�c�l�u�d�e�d� �t�o� �r�e�j�e�c�t� �t�h�e� 

�n�u�l�l� �h�y�p�o�t�h�e�s�i�s�,� �s�i�n�c�e� �t�h�e�r�e� �w�a�s� �a� �s�i�g�n�i�f�i�c�a�n�t� �d�i�f�f�e�r�e�n�c�e� �a�m�o�n�g� �t�h�e� �t�h�r�e�e� �m�e�a�n�s� �(�I�n�v�e�s�t� 

�m�o�r�e�=�3�.�3�7�,� �S�t�a�y� �p�u�t�=�3�.�2�2�,� �a�n�d� �w�i�t�h�d�r�a�w�=�2�.�9�9�)�.� 

�5�.� �G�e�n�e�r�a�l� �S�a�t�i�s�f�a�c�t�i�o�n� 

�H�y�p�o�t�h�e�s�i�s� �I�e� 

�H�,�:� �T�h�e�r�e� �i�s� �n�o� �r�e�l�a�t�i�o�n�s�h�i�p� �b�e�t�w�e�e�n� �f�r�a�n�c�h�i�s�e�e ��s� �s�a�t�i�s�f�a�c�t�i�o�n� �r�e�g�a�r�d�i�n�g� 
�g�e�n�e�r�a�l� �s�a�t�i�s�f�a�c�t�i�o�n� �t�o�w�a�r�d� �t�h�e� �f�r�a�n�c�h�i�s�e� �s�y�s�t�e�m� �a�n�d� �h�i�s� �i�n�t�e�n�t�i�o�n� �t�o� 
�w�i�t�h�d�r�a�w� �f�r�o�m� �t�h�e� �f�r�a�n�c�h�i�s�e� �s�y�s�t�e�m�.� 

�H�a�:� �T�h�e�r�e� �i�s� �a� �r�e�l�a�t�i�o�n�s�h�i�p� �b�e�t�w�e�e�n� �f�r�a�n�c�h�i�s�e�e ��s� �s�a�t�i�s�f�a�c�t�i�o�n� �r�e�g�a�r�d�i�n�g� 
�g�e�n�e�r�a�l� �s�a�t�i�s�f�a�c�t�i�o�n� �t�o�w�a�r�d� �t�h�e� �f�r�a�n�c�h�i�s�e� �s�y�s�t�e�m� �a�n�d� �h�i�s� �i�n�t�e�n�t�i�o�n� �t�o� 
�w�i�t�h�d�r�a�w� �f�r�o�m� �t�h�e� �f�r�a�n�c�h�i�s�e� �s�y�s�t�e�m�.� 

�B�o�t�h� �X�?� �a�n�d� �A�N�O�V�A� �t�e�s�t� �i�n�d�i�c�a�t�e� �a�n� �a�s�s�o�c�i�a�t�i�o�n� �b�e�t�w�e�e�n� �o�v�e�r�a�l�l� �s�a�t�i�s�f�a�c�t�i�o�n� �a�n�d� �f�u�t�u�r�e� 

�i�n�t�e�n�t�i�o�n�.� �I�t� �i�s� �s�t�a�t�i�s�t�i�c�a�l�l�y� �s�i�g�n�i�f�i�c�a�n�t� �s�i�n�c�e� �t�h�e� �m�e�a�n� �s�c�o�r�e�s� �f�r�o�m� �t�h�o�s�e� �t�h�a�t� �p�l�a�n� �t�o� �i�n�v�e�s�t� �m�o�r�e� 

�(�4�.�0�)� �a�r�e� �h�i�g�h�e�r� �t�h�a�n� �t�h�e� �m�e�a�n�s� �o�f� �t�h�o�s�e� �t�h�a�t� �p�l�a�n� �t�o� �s�t�a�y� �p�u�t� �(�3�.�4�6�)� �a�n�d� �t�h�o�s�e� �t�h�a�t� �a�r�e� �w�i�l�l�i�n�g� �t�o� 

�w�i�t�h�d�r�a�w� �(�3�.�1�8�)�.



�1�2�8� 

�6�.� �T�o�t�a�l� �S�a�t�i�s�f�a�c�t�i�o�n� �M�e�a�n� �S�c�o�r�e� 

�H�y�p�o�t�h�e�s�i�s� �I�I�f� 

�H�,�:� �T�h�e�r�e� �i�s� �n�o� �r�e�l�a�t�i�o�n�s�h�i�p� �b�e�t�w�e�e�n� �f�r�a�n�c�h�i�s�e�e ��s� �t�o�t�a�l� �s�a�t�i�s�f�a�c�t�i�o�n� �l�e�v�e�l� 
�a�n�d� �h�i�s� �i�n�t�e�n�t�i�o�n� �t�o� �w�i�t�h�d�r�a�w� �f�r�o�m� �t�h�e� �f�r�a�n�c�h�i�s�e� �s�y�s�t�e�m�.� 

�H�a�:� �T�h�e�r�e� �i�s� �a� �r�e�l�a�t�i�o�n�s�h�i�p� �b�e�t�w�e�e�n� �f�r�a�n�c�h�i�s�e�e ��s� �t�o�t�a�l� �s�a�t�i�s�f�a�c�t�i�o�n� �l�e�v�e�l� 
�a�n�d� �h�i�s� �i�n�t�e�n�t�i�o�n� �t�o� �w�i�t�h�d�r�a�w� �f�r�o�m� �t�h�e� �f�r�a�n�c�h�i�s�e� �s�y�s�t�e�m�.� 

�F�r�o�m� �t�h�e� �r�e�s�u�l�t� �o�f� �A�N�O�V�A� �t�e�s�t�,� �a� �s�i�g�n�i�f�i�c�a�n�t� �d�i�f�f�e�r�e�n�c�e� �w�a�s� �f�o�u�n�d� �a�m�o�n�g� �t�h�e� 

�t�h�r�e�e� �m�e�a�n� �s�c�o�r�e�s� �r�e�c�e�i�v�e�d� �f�o�n� �f�u�t�u�r�e� �i�n�t�e�n�t�i�o�n�.� �T�h�e�y� �a�r�e� �3�.�5�7� �f�o�r� �t�h�e� �i�n�v�e�s�t� �m�o�r�e� �g�r�o�u�p�,� 

�3�.�4�2� �f�o�r� �t�h�e� �s�t�a�y� �p�u�t� �g�r�o�u�p�,� �a�n�d� �3�.�2�3� �f�o�r� �t�h�e� �w�i�t�h�d�r�a�w� �g�r�o�u�p�.� �T�h�i�s� �l�e�a�d�s� �t�o� �t�h�e� �r�e�j�e�c�t�i�o�n� 

�o�f� �t�h�e� �n�u�l�l� �h�y�p�o�t�h�e�s�i�s�.� 

�7�.� �F�a�c�t�o�r� �1� �-� �I�n�t�a�n�g�i�b�l�e� �R�e�l�a�t�i�o�n�s�h�i�p� 

�H�y�p�o�t�h�e�s�i�s� �I�l�g� 

�H�}�:� �T�h�e�r�e� �i�s� �n�o� �r�e�l�a�t�i�o�n�s�h�i�p� �b�e�t�w�e�e�n� �f�r�a�n�c�h�i�s�e�e ��s� �i�n�t�a�n�g�i�b�l�e� �s�a�t�i�s�f�a�c�t�i�o�n� 
�l�e�v�e�l� �a�n�d� �h�i�s� �i�n�t�e�n�t�i�o�n� �t�o� �w�i�t�h�d�r�a�w� �f�r�o�m� �t�h�e� �f�r�a�n�c�h�i�s�e� �s�y�s�t�e�m�.� 

�H�a�:� �T�h�e�r�e� �i�s� �a� �r�e�l�a�t�i�o�n�s�h�i�p� �b�e�t�w�e�e�n� �f�r�a�n�c�h�i�s�e�e ��s� �i�n�t�a�n�g�i�b�l�e� �s�a�t�i�s�f�a�c�t�i�o�n� 
�l�e�v�e�l� �a�n�d� �h�i�s� �i�n�t�e�n�t�i�o�n� �t�o� �w�i�t�h�d�r�a�w� �f�r�o�m� �t�h�e� �f�r�a�n�c�h�i�s�e� �s�y�s�t�e�m�.� 

�T�h�e� �o�n�e� �f�a�c�t�o�r� �A�N�O�V�A� �t�e�s�t� �(�F�=�5�.�6�3�4� �w�i�t�h� �d�e�g�r�e�e� �o�f� �f�r�e�e�d�o�m� �e�q�u�a�l�s� �2�)� �r�e�s�u�l�t�e�d� 

�i�n� �p�=�.�0�0�4�7�.� �I�n� �o�t�h�e�r� �w�o�r�d�s�,� �t�h�e� �m�e�a�n�s� �f�o�r� �t�h�e� �t�h�r�e�e� �g�r�o�u�p�s� �w�e�r�e� �s�t�a�t�i�s�t�i�c�a�l�l�y� �d�i�f�f�e�r�e�n�t�.� 

�T�h�i�s� �l�e�a�d�s� �t�o� �t�h�e� �c�o�n�c�l�u�s�i�o�n� �t�h�a�t� �t�h�e�r�e� �a�p�p�e�a�r�s� �t�o� �b�e� �a� �r�e�l�a�t�i�o�n�s�h�i�p� �b�e�t�w�e�e�n� �f�r�a�n�c�h�i�s�e�e ��s� 

�s�a�t�i�s�f�a�c�t�i�o�n� �r�e�g�a�r�d�i�n�g� �t�h�e� �i�n�t�a�n�g�i�b�l�e� �a�s�p�e�c�t�s� �w�i�t�h� �h�i�s� �f�r�a�n�c�h�i�s�o�r�,� �a�n�d� �h�i�s� �i�n�t�e�n�t�i�o�n�s� �f�o�r� 

�t�h�e� �f�u�t�u�r�e�.



�1�2�9� 

�8�.� �F�a�c�t�o�r� �2� �-� �T�a�n�g�i�b�l�e� �R�e�l�a�t�i�o�n�s�h�i�p� 

�H�y�p�o�t�h�e�s�i�s� �I�h� 

�H�,�:� �T�h�e�r�e� �i�s� �n�o� �r�e�l�a�t�i�o�n�s�h�i�p� �b�e�t�w�e�e�n� �f�r�a�n�c�h�i�s�e�e ��s� �t�a�n�g�i�b�l�e� �s�a�t�i�s�f�a�c�t�i�o�n� 
�l�e�v�e�l� �a�n�d� �h�i�s� �i�n�t�e�n�t�i�o�n� �t�o� �w�i�t�h�d�r�a�w� �f�r�o�m� �t�h�e� �f�r�a�n�c�h�i�s�e� �s�y�s�t�e�m�.� 

�H�a�:� �T�h�e�r�e� �i�s� �a� �r�e�l�a�t�i�o�n�s�h�i�p� �b�e�t�w�e�e�n� �f�r�a�n�c�h�i�s�e�e ��s� �t�a�n�g�i�b�l�e� �s�a�t�i�s�f�a�c�t�i�o�n� �l�e�v�e�l� 
�a�n�d� �h�i�s� �i�n�t�e�n�t�i�o�n� �t�o� �w�i�t�h�d�r�a�w� �f�r�o�m� �t�h�e� �f�r�a�n�c�h�i�s�e� �s�y�s�t�e�m�.� 

�T�h�e� �o�n�e� �f�a�c�t�o�r� �A�N�O�V�A� �t�e�s�t� �(�F�=�2�.�0�8�9� �w�i�t�h� �d�e�g�r�e�e� �o�f� �f�r�e�e�d�o�m� �e�q�u�a�l�s� �2�)� �r�e�s�u�l�t�e�d� 

�i�n� �p�=�.�1�2�8�9�.� �I�n� �o�t�h�e�r� �w�o�r�d�s�,� �t�h�e� �m�e�a�n�s� �f�o�r� �t�h�e� �t�h�r�e�e� �g�r�o�u�p�s� �w�e�r�e� �n�o�t� �s�t�a�t�i�s�t�i�c�a�l�l�y� 

�d�i�f�f�e�r�e�n�t�.� �T�h�i�s� �l�e�a�d�s� �t�o� �t�h�e� �c�o�n�c�l�u�s�i�o�n� �t�h�a�t� �t�h�e�r�e� �a�p�p�e�a�r�s� �t�o� �b�e� �n�o� �r�e�l�a�t�i�o�n�s�h�i�p� �b�e�t�w�e�e�n� 

�f�r�a�n�c�h�i�s�e�e ��s� �s�a�t�i�s�f�a�c�t�i�o�n� �r�e�g�a�r�d�i�n�g� �t�h�e� �t�a�n�g�i�b�l�e� �a�s�p�e�c�t�s� �w�i�t�h� �h�i�s� �f�r�a�n�c�h�i�s�o�r�,� �a�n�d� �h�i�s� 

�i�n�t�e�n�t�i�o�n�s� �f�o�r� �t�h�e� �f�u�t�u�r�e�.� 

�S�U�M�M�A�R�Y� 

�T�h�i�s� �c�h�a�p�t�e�r� �p�r�e�s�e�n�t�e�d� �r�e�s�u�l�t�s� �o�f� �t�h�e� �d�a�t�a� �a�n�a�l�y�s�e�s�.� �T�h�e� �m�a�i�l� �s�u�r�v�e�y� �w�a�s� 

�c�o�n�d�u�c�t�e�d� �o�v�e�r� �a� �t�w�o� �m�o�n�t�h� �p�e�r�i�o�d� �w�h�i�c�h� �y�i�e�l�d�e�d� �a�n� �a�v�e�r�a�g�e� �o�f� �2�9�.�8�%� �r�e�s�p�o�n�s�e� �r�a�t�e� 

�f�r�o�m� �b�o�t�h� �t�h�e� �c�u�r�r�e�n�t� �a�n�d� �t�e�r�m�i�n�a�t�e�d� �f�r�a�n�c�h�i�s�e�e�s�.� �T�h�e� �a�v�e�r�a�g�e� �t�e�r�m�i�n�a�t�e�d� �f�r�a�n�c�h�i�s�e�e�s� 

�a�r�e� �s�l�i�g�h�t�l�y� �o�l�d�e�r� �t�h�a�n� �t�h�e� �c�u�r�r�e�n�t� �f�r�a�n�c�h�i�s�e�e�s�.� �T�e�r�m�i�n�a�t�e�d� �f�r�a�n�c�h�i�s�e�e�s� �a�l�s�o� �h�a�v�e� �m�o�r�e� 

�y�e�a�r�s� �o�f� �b�u�s�i�n�e�s�s� �a�n�d� �f�r�a�n�c�h�i�s�i�n�g� �e�x�p�e�r�i�e�n�c�e�s� �t�h�a�n� �c�u�r�r�e�n�t� �f�r�a�n�c�h�i�s�e�e�s�.� �G�e�n�e�r�a�l�l�y�,� 

�t�e�r�m�i�n�a�t�e�d� �f�r�a�n�c�h�i�s�e�e�s� �w�e�r�e� �f�o�u�n�d� �t�o� �b�e� �l�e�s�s� �s�a�t�i�s�f�i�e�d� �t�h�a�n� �c�u�r�r�e�n�t� �f�r�a�n�c�h�i�s�e�e�s�.� 

�F�a�c�t�o�r� �a�n�a�l�y�s�i�s� �w�a�s� �p�e�r�f�o�r�m�e�d� �w�h�i�c�h� �i�d�e�n�t�i�f�i�e�d� �t�w�o� �i�m�p�o�r�t�a�n�t� �f�a�c�t�o�r�s� �(�i�n�t�a�n�g�i�b�l�e� 

�a�n�d� �t�a�n�g�i�b�l�e� �r�e�l�a�t�i�o�n�s�h�i�p�s�)� �o�f� �t�h�e� �s�a�t�i�s�f�a�c�t�i�o�n� �b�e�t�w�e�e�n� �f�r�a�n�c�h�i�s�o�r� �a�n�d� �f�r�a�n�c�h�i�s�e�e�s�.



�1�3�0� 

�T�e�r�m�i�n�a�t�e�d� �f�r�a�n�c�h�i�s�e�e�s� �a�r�e� �l�e�s�s� �s�a�t�i�s�f�i�e�d� �t�h�a�n� �c�u�r�r�e�n�t� �f�r�a�n�c�h�i�s�e�e�s� �o�n� �t�h�e� �i�n�t�a�n�g�i�b�l�e� 

�r�e�l�a�t�i�o�n�s�h�i�p�,� �b�u�t� �n�o� �d�i�f�f�e�r�e�n�c�e� �w�a�s� �f�o�u�n�d� �o�n� �t�h�e� �t�a�n�g�i�b�l�e� �r�e�l�a�t�i�o�n�s�h�i�p� �w�i�t�h� �t�h�e� 

�f�r�a�n�c�h�i�s�o�r�.� �A�l�s�o�,� �t�h�e�r�e� �i�s� �a�n� �a�s�s�o�c�i�a�t�i�o�n� �b�e�t�w�e�e�n� �t�h�e� �i�n�t�a�n�g�i�b�l�e� �r�e�l�a�t�i�o�n�s�h�i�p� �a�n�d� 

�f�r�a�n�c�h�i�s�e�e ��s� �f�u�t�u�r�e� �i�n�t�e�n�t�i�o�n�,� �b�u�t� �n�o� �a�s�s�o�c�i�a�t�i�o�n� �b�e�t�w�e�e�n� �t�h�e� �t�a�n�g�i�b�l�e� �r�e�l�a�t�i�o�n�s�h�i�p� �a�n�d� 

�f�u�t�u�r�e� �i�n�t�e�n�t�i�o�n�.� �F�i�n�a�l�l�y�,� �h�y�p�o�t�h�e�s�e�s� �I� �w�e�r�e� �r�e�j�e�c�t�e�d� �o�n� �s�e�r�v�i�c�e� �s�u�p�p�o�r�t�,� �s�o�c�i�a�l� 

�i�n�t�e�r�a�c�t�i�o�n�,� �a�n�d� �o�v�e�r�a�l�l� �s�a�t�i�s�f�a�c�t�i�o�n�.� �H�y�p�o�t�h�e�s�e�s� �I�I� �w�e�r�e� �r�e�j�e�c�t�e�d� �o�n� �a�l�l� �s�a�t�i�s�f�a�c�t�i�o�n� 

�c�a�t�e�g�o�r�i�e�s� �e�x�c�e�p�t� �c�o�n�t�r�a�c�t�u�a�l� �a�r�r�a�n�g�e�m�e�n�t�s�.



�C�H�A�P�T�E�R� �F�I�V�E� 

�D�I�S�C�U�S�S�I�O�N� �A�N�D� �C�O�N�C�L�U�S�I�O�N� 

�1�3�]



�1�3�2� 

�O�V�E�R�V�I�E�W� �O�F� �R�E�S�U�L�T�S� 

�T�h�e� �p�u�r�p�o�s�e� �o�f� �t�h�i�s� �s�t�u�d�y� �w�a�s� �t�o� �e�x�a�m�i�n�e� �t�h�e� �r�e�l�a�t�i�o�n�s�h�i�p� �b�e�t�w�e�e�n� �f�r�a�n�c�h�i�s�o�r� 

�a�n�d� �f�r�a�n�c�h�i�s�e�e� �b�y� �i�n�v�e�s�t�i�g�a�t�i�n�g� �t�u�r�n�o�v�e�r� �p�r�a�c�t�i�c�e� �i�n� �t�h�e� �q�u�i�c�k�-�s�e�r�v�i�c�e� �i�n�d�u�s�t�r�y�.� �T�h�e� 

�r�e�s�u�l�t�s� �f�o�c�u�s� �m�a�i�n�l�y� �o�n� �t�h�e� �r�e�l�a�t�i�o�n�s�h�i�p� �b�e�t�w�e�e�n� �f�r�a�n�c�h�i�s�e�e� �s�a�t�i�s�f�a�c�t�i�o�n� �a�n�d� �t�u�r�n�o�v�e�r� 

�b�e�h�a�v�i�o�r�.� �T�h�e� �d�e�p�e�n�d�e�n�t� �v�a�r�i�a�b�l�e�,� �f�r�a�n�c�h�i�s�e�e� �t�u�r�n�o�v�e�r�,� �i�s� �o�p�e�r�a�t�i�o�n�a�l�i�z�e�d� �b�y� �a�s�k�i�n�g� 

�c�u�r�r�e�n�t� �a�n�d� �t�e�r�m�i�n�a�t�e�d� �f�r�a�n�c�h�i�s�e�e�s �� �f�u�t�u�r�e� �i�n�t�e�n�t�i�o�n� �f�o�r� �t�h�e� �n�e�x�t� �f�i�v�e� �y�e�a�r�s�.� �T�h�e� 

�i�n�d�e�p�e�n�d�e�n�t� �v�a�r�i�a�b�l�e�,� �f�r�a�n�c�h�i�s�e�e� �s�a�t�i�s�f�a�c�t�i�o�n�,� �i�s� �o�p�e�r�a�t�i�o�n�a�l�i�z�e�d� �b�y� �a�s�k�i�n�g� �f�r�a�n�c�h�i�s�e�e�s �� 

�o�p�i�n�i�o�n� �o�f� �t�h�e� �f�r�a�n�c�h�i�s�e� �s�y�s�t�e�m� �o�n� �2�7� �s�t�a�t�e�m�e�n�t�s�.� �D�a�t�a� �w�e�r�e� �c�o�l�l�e�c�t�e�d� �t�h�r�o�u�g�h� �m�a�i�l� 

�s�u�r�v�e�y� �o�f� �2�0�1� �c�u�r�r�e�n�t� �f�r�a�n�c�h�i�s�e�e�s� �a�n�d� �2�0�1� �t�e�r�m�i�n�a�t�e�d� �f�r�a�n�c�h�i�s�e�e�s�.� 

�T�h�e� �m�a�i�l� �s�u�r�v�e�y� �w�a�s� �c�o�n�d�u�c�t�e�d� �o�v�e�r� �a� �t�w�o� �m�o�n�t�h� �p�e�r�i�o�d�.� �T�w�e�n�t�y�-�f�o�u�r� 

�t�e�r�m�i�n�a�t�e�d� �f�r�a�n�c�h�i�s�e�e�s� �a�n�d� �6�7� �c�u�r�r�e�n�t� �f�r�a�n�c�h�i�s�e�e�s� �r�e�s�p�o�n�d�e�d� �w�h�i�c�h� �r�e�s�u�l�t�e�d� �i�n� �a� �2�9�.�8�%� 

�r�e�s�p�o�n�s�e� �r�a�t�e�.� �T�h�e� �a�v�e�r�a�g�e� �c�u�r�r�e�n�t� �f�r�a�n�c�h�i�s�e�e� �i�n� �t�h�i�s� �s�t�u�d�y� �i�s� �a� �m�a�l�e�,� �a�g�e� �3�3�.� �w�h�o� �h�a�s� 

�s�o�m�e� �c�o�l�l�e�g�e� �e�d�u�c�a�t�i�o�n�,� �w�i�t�h� �1�0� �y�e�a�r�s� �o�f� �b�u�s�i�n�e�s�s� �e�x�p�e�r�i�e�n�c�e�,� �a�n�d� �5� �y�e�a�r�s� �o�f� �e�x�p�e�r�i�e�n�c�e� 

�i�n� �f�r�a�n�c�h�i�s�i�n�g�.� �H�e� �i�s� �a�n� �i�n�d�i�v�i�d�u�a�l� �f�r�a�n�c�h�i�s�e�e� �w�h�o� �o�w�n�s� �t�w�o� �u�n�i�t�s� �a�n�d� �h�a�s� �b�e�e�n� �w�i�t�h� 

�t�h�e� �f�r�a�n�c�h�i�s�e� �s�y�s�t�e�m� �f�o�r� �f�i�v�e� �y�e�a�r�s�.� �I�n� �g�e�n�e�r�a�l�,� �h�e� �t�e�n�d�s� �t�o� �b�e� �s�a�t�i�s�f�i�e�d� �w�i�t�h� �t�h�e� 

�f�r�a�n�c�h�i�s�o�r� �a�n�d� �t�h�e� �f�r�a�n�c�h�i�s�e� �s�y�s�t�e�m�.� �F�o�r� �t�h�e� �n�e�x�t� �f�i�v�e� �y�e�a�r�s�,� �h�e� �w�o�u�l�d� �l�i�k�e� �t�o� �i�n�v�e�s�t� 

�m�o�r�e� �w�i�t�h� �t�h�e� �s�a�m�e� �f�r�a�n�c�h�i�s�e�.� �T�h�e� �a�v�e�r�a�g�e� �t�e�r�m�i�n�a�t�e�d� �f�r�a�n�c�h�i�s�e�e� �i�s� �a� �m�a�l�e�,� �a�g�e� �3�5� �w�i�t�h� 

�s�o�m�e� �c�o�l�l�e�g�e� �e�d�u�c�a�t�i�o�n�,� �a�n�d� �h�a�s� �1�1� �y�e�a�r�s� �o�f� �b�u�s�i�n�e�s�s� �e�x�p�e�r�i�e�n�c�e� �a�n�d� �7� �y�e�a�r�s� �o�f� 

�f�r�a�n�c�h�i�s�i�n�g� �e�x�p�e�r�i�e�n�c�e�.� �H�e� �h�a�s� �t�e�r�m�i�n�a�t�e�d� �3� �u�n�i�t�s� �a�n�d� �s�t�i�l�l� �h�a�s� �2� �u�n�i�t�s� �w�i�t�h� �t�h�i�s� 

�f�r�a�n�c�h�i�s�e� �s�y�s�t�e�m�.� �T�h�e� �t�e�r�m�i�n�a�t�i�o�n� �w�a�s� �i�n�i�t�i�a�t�e�d� �b�y� �h�i�m�s�e�l�f� �b�e�c�a�u�s�e� �h�e� �w�a�n�t�e�d� �t�o� �s�e�l�l� �t�h�e� 

�u�n�i�t�s� �f�o�r� �a� �p�r�o�f�i�t�.� �T�h�o�s�e� �u�n�i�t�s� �w�e�r�e� �s�o�l�d� �t�o� �t�h�e� �f�r�a�n�c�h�i�s�e�e�s� �u�n�d�e�r� �t�h�e� �s�a�m�e� �f�r�a�n�c�h�i�s�e� �a�f�t�e�r� 

�t�h�e� �t�e�r�m�i�n�a�t�i�o�n�.� �H�e� �f�e�l�t� �t�h�e� �f�r�a�n�c�h�i�s�o�r� �h�a�n�d�l�e�d� �t�h�e� �t�e�r�m�i�n�a�t�i�o�n� �p�r�o�c�e�s�s� �r�a�t�h�e�r� �f�a�i�r�l�y�.� �I�n



�1�3�3� 

�g�e�n�e�r�a�l�,� �h�e� �t�e�n�d�s� �t�o� �b�e� �l�e�s�s� �s�a�t�i�s�f�i�e�d� �w�i�t�h� �t�h�e� �f�r�a�n�c�h�i�s�o�r� �a�n�d� �t�h�e� �f�r�a�n�c�h�i�s�e� �s�y�s�t�e�m� �t�h�a�n� 

�c�u�r�r�e�n�t� �f�r�a�n�c�h�i�s�e�e�s�.� �F�o�r� �t�h�e� �n�e�x�t� �f�i�v�e� �y�e�a�r�s�,� �h�e� �i�s� �m�o�r�e� �l�i�k�e�l�y� �t�o� �i�n�v�e�s�t� �i�n� �o�t�h�e�r� �n�o�n�-� 

�f�r�a�n�c�h�i�s�e� �b�u�s�i�n�e�s�s� �o�r� �p�u�r�s�u�e� �o�t�h�e�r� �i�n�t�e�r�e�s�t�s�.� 

�T�h�e� �s�t�a�t�e�m�e�n�t�s� �t�e�r�m�i�n�a�t�e�d� �f�r�a�n�c�h�i�s�e�e�s� �w�e�r�e� �l�e�a�s�t� �a�g�r�e�e�a�b�l�e� �o�r� �l�e�a�s�t� �s�a�t�i�s�f�i�e�d� �w�i�t�h� 

�(�m�e�a�n�s� �l�e�s�s� �t�h�a�n� �t�h�r�e�e�)� �a�r�e� �c�o�n�t�r�a�c�t� �f�a�v�o�r�s� �f�r�a�n�c�h�i�s�o�r�,� �o�n�-�g�o�i�n�g� �s�e�r�v�i�c�e�,� �f�r�a�n�c�h�i�s�o�r� �a�c�c�e�p�t� 

�s�u�g�g�e�s�t�i�o�n�s�,� �s�a�l�e�s�_�d�e�v�e�l�o�p�m�e�n�t�,� �f�e�e�l�_�a�s�_�a� �v�a�l�u�a�b�l�e� �m�e�m�b�e�r�,� �c�o�n�f�i�d�e�n�c�e� �i�n� �t�h�e� 

�m�a�n�a�g�e�m�e�n�t�,� �m�a�k�i�n�g� �o�w�n� �d�e�c�i�s�i�o�n�,� �a�n�d� �s�i�t�e� �s�e�l�e�c�t�i�o�n�.� �T�h�e� �s�t�a�t�e�m�e�n�t�s� �c�u�r�r�e�n�t� 

�f�r�a�n�c�h�i�s�e�e�s� �w�e�r�e� �l�e�a�s�t� �a�g�r�e�e�a�b�l�e� �o�r� �l�e�a�s�t� �s�a�t�i�s�f�i�e�d� �w�i�t�h� �(�m�e�a�n�s� �l�e�s�s� �t�h�a�n� �t�h�r�e�e�)� �a�r�e� 

�c�o�n�t�r�a�c�t� �f�a�v�o�r�s� �f�r�a�n�c�h�i�s�o�r�,� �s�i�t�e� �s�e�l�e�c�t�i�o�n�,� �m�a�k�i�n�g� �o�w�n� �d�e�c�i�s�i�o�n�,� �f�r�a�n�c�h�i�s�o�r� �a�c�c�e�p�t� 

�s�u�g�g�e�s�t�i�o�n�s�,� �a�n�d� �s�a�l�e�s� �d�e�v�e�l�o�p�m�e�n�t�.� �T�h�i�s� �s�u�g�g�e�s�t�s� �t�h�a�t� �t�e�r�m�i�n�a�t�e�d� �f�r�a�n�c�h�i�s�e�e�s� �a�r�e� �l�e�s�s� 

�s�a�t�i�s�f�i�e�d� �o�n� �m�o�r�e� �i�s�s�u�e�s� �t�h�a�n� �c�u�r�r�e�n�t� �f�r�a�n�c�h�i�s�e�e�s�.� �A�l�s�o�,� �t�h�e� �i�s�s�u�e�s� �w�h�i�c�h� �b�o�t�h� �g�r�o�u�p�s� �f�e�l�t� 

�l�e�s�s� �s�a�t�i�s�f�i�e�d� �m�a�y� �r�e�f�l�e�c�t� �p�r�o�b�l�e�m� �a�r�e�a�s� �i�n� �t�h�i�s� �p�a�r�t�i�c�u�l�a�r� �f�r�a�n�c�h�i�s�e� �s�y�s�t�e�m�.� 

�H�y�p�o�t�h�e�s�e�s� �I� �w�e�r�e� �r�e�j�e�c�t�e�d� �o�n� �s�e�r�v�i�c�e� �s�u�p�p�o�r�t�,� �s�o�c�i�a�l� �i�n�t�e�r�a�c�t�i�o�n�,� �a�n�d� �o�v�e�r�a�l�l� 

�s�a�t�i�s�f�a�c�t�i�o�n�.� �T�h�u�s�,� �t�e�r�m�i�n�a�t�e�d� �f�r�a�n�c�h�i�s�e�e�s� �a�r�e� �l�e�s�s� �s�a�t�i�s�f�i�e�d� �t�h�a�n� �c�u�r�r�e�n�t� �f�r�a�n�c�h�i�s�e�e�s� �o�n� 

�s�e�r�v�i�c�e� �s�u�p�p�o�r�t�,� �s�o�c�i�a�l� �i�n�t�e�r�a�c�t�i�o�n�,� �a�n�d� �o�v�e�r�a�l�l� �s�a�t�i�s�f�a�c�t�i�o�n�.� �H�y�p�o�t�h�e�s�e�s� �I�I� �w�e�r�e� �r�e�j�e�c�t�e�d� 

�o�n� �a�l�l� �s�a�t�i�s�f�a�c�t�i�o�n� �c�a�t�e�g�o�r�i�e�s� �e�x�c�e�p�t� �c�o�n�t�r�a�c�t�u�a�l� �a�r�r�a�n�g�e�m�e�n�t�s�.� �I�n� �o�t�h�e�r� �w�o�r�d�s�,� �t�h�e�r�e� �i�s� �a� 

�r�e�l�a�t�i�o�n�s�h�i�p� �b�e�t�w�e�e�n� �s�a�t�i�s�f�a�c�t�i�o�n� �a�n�d� �f�r�a�n�c�h�i�s�e�e ��s� �f�u�t�u�r�e� �i�n�t�e�n�t�i�o�n�.� �S�a�t�i�s�f�i�e�d� �f�r�a�n�c�h�i�s�e�e�s� 

�a�r�e� �m�o�r�e� �l�i�k�e�l�y� �t�o� �i�n�v�e�s�t� �m�o�r�e�,� �l�e�s�s� �s�a�t�i�s�f�i�e�d� �f�r�a�n�c�h�i�s�e�e�s� �a�r�e� �m�o�r�e� �l�i�k�e�l�y� �t�o� �s�t�a�y� �p�u�t� �o�r� 

�w�i�t�h�d�r�a�w� �f�r�o�m� �t�h�e� �s�y�s�t�e�m�.� 

�F�a�c�t�o�r� �a�n�a�l�y�s�i�s� �h�a�s� �i�d�e�n�t�i�f�i�e�d� �t�w�o� �i�m�p�o�r�t�a�n�t� �f�a�c�t�o�r�s� �w�h�i�c�h� �a�r�e� �i�d�e�n�t�i�f�i�e�d� �a�s� 

�i�n�t�a�n�g�i�b�l�e� �a�n�d� �t�a�n�g�i�b�l�e� �r�e�l�a�t�i�o�n�s�h�i�p�s� �b�e�t�w�e�e�n� �f�r�a�n�c�h�i�s�o�r� �a�n�d� �f�r�a�n�c�h�i�s�e�e�s�.� �T�e�r�m�i�n�a�t�e�d� 

�f�r�a�n�c�h�i�s�e�e�s� �w�e�r�e� �l�e�s�s� �s�a�t�i�s�f�i�e�d� �t�h�a�n� �c�u�r�r�e�n�t� �f�r�a�n�c�h�i�s�e�e�s� �f�o�r� �t�h�e� �i�n�t�a�n�g�i�b�l�e� �r�e�l�a�t�i�o�n�s�h�i�p�,� 

�b�u�t� �t�h�e�r�e� �w�a�s� �n�o� �d�i�f�f�e�r�e�n�c�e� �f�o�r� �t�h�e� �t�a�n�g�i�b�l�e� �r�e�l�a�t�i�o�n�s�h�i�p� �w�i�t�h� �t�h�e� �f�r�a�n�c�h�i�s�o�r�.� 

�F�u�r�t�h�e�r�m�o�r�e�,� �t�h�e�r�e� �i�s� �a�n� �a�s�s�o�c�i�a�t�i�o�n� �b�e�t�w�e�e�n� �t�h�e� �i�n�t�a�n�g�i�b�l�e� �r�e�l�a�t�i�o�n�s�h�i�p� �a�n�d� �f�r�a�n�c�h�i�s�e�e ��s



�1�3�4� 

�f�u�t�u�r�e� �i�n�t�e�n�t�i�o�n�,� �b�u�t� �n�o� �a�s�s�o�c�i�a�t�i�o�n� �b�e�t�w�e�e�n� �t�h�e� �t�a�n�g�i�b�l�e� �r�e�l�a�t�i�o�n�s�h�i�p� �a�n�d� �f�u�t�u�r�e� 

�i�n�t�e�n�t�i�o�n�.� �I�n� �o�t�h�e�r� �w�o�r�d�s�,� �f�r�a�n�c�h�i�s�e�e�s� �m�o�r�e� �s�a�t�i�s�f�i�e�d� �w�i�t�h� �t�h�e� �i�n�t�a�n�g�i�b�l�e� �r�e�l�a�t�i�o�n�s�h�i�p� �a�r�e� 

�m�o�r�e� �l�i�k�e�l�y� �t�o� �i�n�v�e�s�t� �m�o�r�e� �w�i�t�h� �t�h�e� �s�a�m�e� �f�r�a�n�c�h�i�s�o�r�;� �f�r�a�n�c�h�i�s�e�e�s� �t�h�a�t� �a�r�e� �l�e�s�s� �s�a�i�t�s�f�i�e�d� �a�r�e� 

�m�o�r�e� �l�i�k�e�l�y� �t�o� �s�t�a�y� �p�u�t� �o�r� �w�i�t�h�d�r�a�w� �f�r�o�m� �t�h�e� �f�r�a�n�c�h�i�s�e� �s�y�s�t�e�m�.� 

�D�I�S�C�U�S�S�I�O�N� 

�B�a�s�e�d� �o�n� �t�h�e� �r�e�s�u�l�t�s� �o�f� �t�h�e� �q�u�e�s�t�i�o�n� �o�n� �r�e�a�s�o�n�s� �t�o� �t�e�r�m�i�n�a�t�e� �t�h�e� �a�g�r�e�e�m�e�n�t�,� 

�f�u�r�t�h�e�r� �d�i�s�c�u�s�s�i�o�n� �i�s� �r�e�q�u�i�r�e�d�.� �W�h�e�n� �a�s�k�e�d� �a�b�o�u�t� �r�e�a�s�o�n�s� �f�o�r� �t�e�r�m�i�n�a�t�i�o�n�,� �m�a�n�y� 

�f�r�a�n�c�h�i�s�e�e�s� �r�e�s�p�o�n�d�e�d� �t�h�a�t� �t�h�e�y� �w�a�n�t�e�d� �t�o� �s�e�l�l� �t�h�e� �u�n�i�t�s�,� �w�i�t�h�o�u�t� �p�r�o�v�i�d�i�n�g� �f�u�r�t�h�e�r� 

�e�x�p�l�a�n�a�t�i�o�n�.� �T�h�i�s� �k�i�n�d� �o�f� �r�e�s�p�o�n�s�e� �i�n�v�o�l�v�e�s� �t�h�e� �q�u�e�s�t�i�o�n� �i�t�s�e�l�f� �s�i�n�c�e� �i�t� �d�i�d� �n�o�t� �p�r�o�v�i�d�e� 

�a�p�p�r�o�p�r�i�a�t�e� �a�n�s�w�e�r�s�.� �H�o�w�e�v�e�r�,� �a�n�o�t�h�e�r� �e�x�p�l�a�n�a�t�i�o�n� �c�o�u�l�d� �b�e� �t�h�a�t� �m�a�n�y� �o�f� �t�h�e� 

�t�e�r�m�i�n�a�t�e�d� �f�r�a�n�c�h�i�s�e�e�s� �w�e�r�e� �c�a�u�g�h�t� �i�n� �t�h�e� �m�i�d�s�t� �o�f� �l�e�g�a�l� �b�a�t�t�l�e�s� �w�i�t�h� �t�h�e� �f�r�a�n�c�h�i�s�o�r�.� 

�T�h�e�i�r� �s�i�t�u�a�t�i�o�n� �c�a�n� �n�o�t� �b�e� �e�x�p�l�a�i�n�e�d� �a�s� �s�i�m�p�l�e� �a�s� �t�h�e� �a�n�s�w�e�r�s� �p�r�o�v�i�d�e�d� �o�n� �t�h�e� 

�q�u�e�s�t�i�o�n�n�a�i�r�e�.� �I�t� �m�a�y� �n�o�t� �e�v�e�n� �b�e� �e�a�s�y� �t�o� �e�x�p�l�a�i�n� �i�t� �t�h�r�o�u�g�h� �s�t�r�u�c�t�u�r�e�d� �a�n�d� �l�i�m�i�t�e�d� 

�q�u�e�s�t�i�o�n�n�a�i�r�e�.� 

�F�r�o�m� �t�h�e� �r�e�s�u�l�t�s�,� �i�t� �i�s� �o�b�v�i�o�u�s� �t�h�a�t� �m�a�n�y� �t�e�r�m�i�n�a�t�e�d� �f�r�a�n�c�h�i�s�e�e�s� �w�a�n�t� �t�o� �s�e�l�l� �t�h�e�i�r� 

�u�n�i�t�s� �f�o�r� �a� �p�r�o�f�i�t�.� �M�a�n�y� �f�r�a�n�c�h�i�s�e�e�s� �a�r�e� �i�n�t�e�r�e�s�t�e�d� �i�n� �t�h�e� �p�r�o�f�i�t�s� �i�n� �t�h�e� �b�e�g�i�n�n�i�n�g�.� �B�u�t� 

�t�h�e�r�e� �m�a�y� �s�t�i�l�l� �b�e� �s�o�m�e� �t�e�r�m�i�n�a�t�e�d� �f�r�a�n�c�h�i�s�e�e�s� �w�h�o� �a�r�e� �d�i�s�a�p�p�o�i�n�t�e�d� �w�i�t�h� �t�h�e� �s�y�s�t�e�m� 

�a�n�d� �w�a�n�t�e�d� �t�o� �g�e�t� �o�u�t� �o�r� �i�n� �t�h�e� �w�o�r�s�t� �c�a�s�e� �f�o�r�c�e� �t�o� �t�e�r�m�i�n�a�t�e�d� �a�n�d� �s�e�l�l� �b�a�c�k� �t�h�e�i�r� �u�n�i�t�s�.� 

�N�e�a�r�l�y� �h�a�l�f� �o�f� �f�r�a�n�c�h�i�s�e�e�s� �i�n� �t�h�i�s� �s�y�s�t�e�m� �o�w�n� �o�n�l�y� �o�n�e� �u�n�i�t�.� �C�o�m�p�a�r�e�d� �t�o� �t�h�e� �f�r�a�n�c�h�i�s�o�r�,� 

�t�h�e�y� �a�r�e� �s�m�a�l�l�,� �w�e�a�k�,� �a�n�d� �l�e�s�s� �e�x�p�e�r�i�e�n�c�e�d�.� �I�f� �t�h�e� �f�r�a�n�c�h�i�s�o�r� �w�a�n�t�s� �t�o� �g�e�t� �r�i�d� �o�f� �o�n�e� 

�i�n�d�i�v�i�d�u�a�l� �f�r�a�n�c�h�i�s�e�e�,� �t�h�e� �c�o�n�t�r�a�c�t� �p�r�o�v�i�d�e�s� �a� �s�t�r�o�n�g�e�r� �p�o�s�i�t�i�o�n� �l�e�g�a�l�l�y� �a�n�d



�1�3�5� 

�e�c�o�n�o�m�i�c�a�l�l�y�.� �A�l�s�o�,� �s�i�n�c�e� �f�r�a�n�c�h�i�s�o�r� �c�a�n� �e�a�s�i�l�y� �a�v�a�i�l� �a�n� �e�x�p�e�r�i�e�n�c�e�d� �a�t�t�o�r�n�e�y�,� �t�h�e� 

�f�r�a�n�c�h�i�s�e�e�s� �c�a�n� �b�e� �e�a�s�i�l�y� �i�n�t�i�m�i�d�a�t�e�d� �t�o� �g�i�v�e� �i�n� �t�o� �t�h�e� �f�r�a�n�c�h�i�s�o�r�.� 

�K�n�i�g�h�t� �(�1�9�8�6�)� �p�o�i�n�t�e�d� �o�u�t� �t�h�e� �p�r�i�m�a�r�y� �r�e�a�s�o�n�s� �f�o�r� �f�r�a�n�c�h�i�s�o�r� �t�o� �b�u�y� �b�a�c�k� 

�f�r�a�n�c�h�i�s�e�e� �o�w�n�e�d� �u�n�i�t�s� �w�e�r�e� �t�o� �r�e�s�e�l�l� �p�o�o�r�l�y� �o�p�e�r�a�t�e�d� �f�r�a�n�c�h�i�s�e�s� �a�n�d� �t�o� �e�l�i�m�i�n�a�t�e� �w�e�a�k� 

�f�r�a�n�c�h�i�s�e�e�s�.� �S�o�m�e� �f�r�a�n�c�h�i�s�o�r�s� �e�x�e�r�c�i�s�e� �o�v�e�r�b�e�a�r�i�n�g� �a�u�t�h�o�r�i�t�y� �m�e�r�e�l�y� �t�o� �k�e�e�p� �t�h�e�i�r� 

�f�r�a�n�c�h�i�s�e�e�s� �i�n� �l�i�n�e�;� �s�o�m�e� �a�r�e� �j�u�s�t� �i�n�t�e�r�e�s�t�e�d� �i�n� �t�a�k�i�n�g� �o�v�e�r� �t�h�e� �o�u�t�l�e�t�s� �(�F�o�s�t�e�r�,� �1�9�8�8�)�.� �T�h�i�s� 

�r�a�i�s�e�s� �m�a�n�y� �q�u�e�s�t�i�o�n�s�.� �I�f� �f�r�a�n�c�h�i�s�e�e� �t�u�r�n�o�v�e�r� �i�s� �t�o� �e�l�i�m�i�n�a�t�e� �p�o�o�r�l�y� �o�p�e�r�a�t�e�d� �u�n�i�t�s� �a�n�d� 

�w�e�a�k� �f�r�a�n�c�h�i�s�e�e�s�,� �h�o�w� �i�s� �p�o�o�r�l�y� �o�p�e�r�a�t�e�d� �o�r� �w�e�a�k� �f�r�a�n�c�h�i�s�e�e�s� �d�e�t�e�r�m�i�n�e�d�?� �A�n�d� �w�h�o� 

�w�i�l�l� �m�a�k�e� �t�h�e� �d�e�c�i�s�i�o�n�?� �A�f�t�e�r� �t�h�e� �b�u�y�-�b�a�c�k� �a�n�d� �r�e�s�e�l�l� �o�f� �t�h�o�s�e� �u�n�i�t�s�,� �t�h�e� �f�r�a�n�c�h�i�s�o�r� �g�e�t�s� 

�t�o� �e�l�i�m�i�n�a�t�e� �w�e�a�k� �f�r�a�n�c�h�i�s�e�e�s�,� �b�u�t� �w�h�a�t� �d�o� �t�h�e� �f�r�a�n�c�h�i�s�e�e�s� �g�e�t� �f�o�r� �s�e�l�l�i�n�g� �b�a�c�k� �t�h�e� 

�o�u�t�l�e�t�s�?� �D�o�e�s� �t�h�e� �m�o�n�e�y� �r�e�c�e�i�v�e�d� �f�r�o�m� �t�h�e� �s�a�l�e�s� �f�u�l�l�y� �c�o�m�p�e�n�s�a�t�e� �w�h�a�t� �h�e� �h�a�s� �b�u�i�l�t� 

�f�r�o�m� �t�h�e� �g�r�o�u�n�d� �u�p� �o�n� �h�i�s� �t�i�m�e�,� �m�o�n�e�y� �a�n�d� �d�e�d�i�c�a�t�i�o�n�?� �I�f� �b�o�t�h� �t�h�e� �f�r�a�n�c�h�i�s�o�r� �a�n�d� 

�f�r�a�n�c�h�i�s�e�e� �s�e�e� �f�r�a�n�c�h�i�s�i�n�g� �a�s� �a� �p�r�o�m�i�s�i�n�g� �b�u�y�-�s�e�l�l� �i�n�v�e�s�t�m�e�n�t�,� �w�i�l�l� �t�h�e�y� �d�e�d�i�c�a�t�e� 

�t�h�e�m�s�e�l�v�e�s� �t�o� �i�m�p�r�o�v�e� �t�h�e� �o�p�e�r�a�t�i�o�n� �a�n�d� �t�h�e� �p�r�o�d�u�c�t�s�?� �H�o�w� �w�i�l�l� �t�h�e� �b�a�c�k�b�o�n�e�,� �s�m�a�l�l� 

 ��m�o�m�s� �a�n�d� �p�o�p�s �� �i�n�d�i�v�i�d�u�a�l� �f�r�a�n�c�h�i�s�e�e�s� �s�u�r�v�i�v�e� �i�n� �t�h�e� �g�a�m�e� �o�f� �m�o�n�e�y� �a�n�d� �p�o�w�e�r�?� 

�A�n�o�t�h�e�r� �s�e�t� �o�f� �r�e�s�u�l�t�s� �t�h�a�t� �n�e�e�d�s� �f�u�r�t�h�e�r� �d�i�s�c�u�s�s�i�o�n� �i�s� �t�h�e� �s�a�t�i�s�f�a�c�t�i�o�n� 

�i�n�f�o�r�m�a�t�i�o�n�.� �F�r�o�m� �t�h�e� �m�e�a�n� �s�c�o�r�e� �t�a�b�l�e� �(�T�a�b�l�e� �4�5�)�,� �t�h�e�s�e� �m�e�a�n� �s�c�o�r�e�s� �h�a�v�e� �a� �c�e�n�t�r�a�l� 

�t�e�n�d�e�n�c�y�.� �H�o�w�e�v�e�r�,� �s�t�a�t�e�m�e�n�t�s� �t�h�a�t� �r�e�c�e�i�v�e�d� �m�e�a�n� �s�c�o�r�e� �o�v�e�r� �4�.�0�0� �a�n�d� �u�n�d�e�r� �3�.�0�0� 

�s�h�o�u�l�d� �b�e� �c�o�n�s�i�d�e�r�e�d� �s�i�g�n�i�f�i�c�a�n�t� �s�t�r�o�n�g� �a�n�d� �w�e�a�k� �p�o�i�n�t�s� �o�f� �t�h�e� �s�y�s�t�e�m�.� �T�h�o�s�e� �t�h�a�t� 

�r�e�c�e�i�v�e�d� �a�b�o�v�e� �4�.�0�0� �m�e�a�n� �s�c�o�r�e�s� �a�r�e� �a�d�v�e�r�t�i�s�i�n�g� �f�e�e� �a�n�d� �i�n�i�t�i�a�l� �f�r�a�n�c�h�i�s�e� �f�e�e� �f�o�r� �t�h�e� 

�t�e�r�m�i�n�a�t�e�d� �f�r�a�n�c�h�i�s�e�e�s�,� �a�n�d� �i�n�i�t�i�a�l� �f�r�a�n�c�h�i�s�e�e� �f�e�e� �a�n�d� �p�r�o�u�d� �t�o� �b�e� �a� �m�e�m�b�e�r� �f�o�r� �c�u�r�r�e�n�t� 

�f�r�a�n�c�h�i�s�e�e�s�.� �B�o�t�h� �t�e�r�m�i�n�a�t�e�d� �a�n�d� �c�u�r�r�e�n�t� �f�r�a�n�c�h�i�s�e�e�s� �a�p�p�r�e�c�i�a�t�e� �t�h�e� �i�n�i�t�i�a�l� �f�e�e� �r�e�q�u�i�r�e�d� 

�b�y� �t�h�e� �f�r�a�n�c�h�i�s�o�r�.� �T�h�o�s�e� �s�t�a�t�e�m�e�n�t�s� �t�h�a�t� �r�e�c�e�i�v�e�d� �b�e�l�o�w� �3�.�0�0� �m�e�a�n� �s�c�o�r�e�s� �f�o�r� �t�h�e� �c�u�r�r�e�n�t� 

�f�r�a�n�c�h�i�s�e�e�s� �a�r�e� �c�o�n�t�r�a�c�t� �f�a�v�o�r� �f�r�a�n�c�h�i�s�o�r�,� �o�n�-�g�o�i�n�g� �s�e�r�v�i�c�e�,� �f�r�a�n�c�h�i�s�o�r� �a�c�c�e�p�t� �s�u�g�g�e�s�t�i�o�n�s�,


