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3URVSHFWLYH $FWLRQ LQ &DUH 7UDQVLWLRQV
&DUH 7UDQVLWLRQ (PDLO $OHUWV $GRSWLRQ *XLGH
$ WRRONLW IRU GHYHORSLQJ DXWRPDWHG HPDLO DOHUWV WR SDWLHQW�FHQWHUHG
PHGLFDO KRPH VWDII UHJDUGLQJ SDWLHQW (PHUJHQF\ 'HSDUWPHQW RU
LQSDWLHQW FDUH WUDQVLWLRQV

'HYHORSHG E\ 2OLYH 9LHZ�8&/$ 0HGLFDO &HQWHU �/�$� &RXQW\ 'HSW� RI +HDOWK 6HUYLFHV�



Ϯ

$FNQRZOHGJPHQWV

:H ZRXOG OLNH WR WKDQN WKHVH FKDQJH DJHQWV ZKR SURSHOOHG RXU MRXUQH\ DQG IXHOHG
XV DORQJ WKH ZD\�

x %OXH 6KLHOG RI &DOLIRUQLD )RXQGDWLRQ
x &HQWHU IRU &DUH ,QQRYDWLRQV
x &ODUHPRQW *UDGXDWH 8QLYHUVLW\
x *R%HH *URXS
x /RV $QJHOHV &RXQW\ 'HSDUWPHQW RI +HDOWK 6HUYLFHV $PEXODWRU\ &DUH 1HWZRUN
/HDGHUVKLS

x 7KH ,QQRYDWLRQ &RQVXOWDQF\ DW .DLVHU 3HUPDQHQWH
x 2OLYH 9LHZ�8&/$ (GXFDWLRQ DQG 5HVHDUFK ,QVWLWXWH
x 2OLYH 9LHZ�8&/$ 0HGLFDO &HQWHU �290&� /HDGHUVKLS



ϯ

&RQWHQWV
,QWURGXFWLRQ ������������������������������������������� S� �

2YHUYLHZ ������������������������������������������� S� �

*RDO ������������������������������������������� S� �

,QIRUPDWLRQ )ORZ ������������������������������������������� S� ��

0HDVXULQJ ,PSURYHPHQW ������������������������������������������� S� ��

5HVRXUFHV 1HHGHG ������������������������������������������� S� ��

3UR$&7 ,PSOHPHQWDWLRQ &KHFNOLVW ������������������������������������������� S� ��

/HVVRQV /HDUQHG ������������������������������������������� S� ��

$SSHQGLFHV ������������������������������������������� S� ��

5HIHUHQFHV ������������������������������������������� S� ��

,PSOHPHQWDWLRQ %XGJHW ������������������������������������������� S� ��



ϰ

,QWURGXFWLRQ
³,¶P ORVW� :KDW FLW\ LV WKLV"´ DVNHG WKH WUDYHOHU�

³ȼɵ ± ɡɞɟɫɶ�´ WKH FOHUN UHSOLHG�

³, GRQ¶W XQGHUVWDQG�´

³Ɇɨɫɤɜɚ´

³0RVFRZ" , RYHUVOHSW P\ WUDLQ VWRS� , GRQ¶W NQRZ
ZKHUH ,¶P JRLQJ� RU KRZ WR JHW WKHUH� , GRQ¶W KDYH D
VFKHGXOH� KRWHO UHVHUYDWLRQV� D PDS� D 5XVVLDQ
GLFWLRQDU\� RU FXUUHQF\� , GR KDYH D VSOLWWLQJ
KHDGDFKH� &DQ \RX KHOS PH"´

³ə ɫɨɠɚɥɟɸ� ə ɧɟ ɬɭɪɢɫɬɢɱɟɫɤɢɣ ɚɝɟɧɬ� ,¶P
VRUU\� , DP QRW D WUDYHO DJHQW�´

6DIHW\ QHW SDWLHQWV DUH PXFK OLNH RXU SRRU ORVW
WUDYHOHU� (PHUJHQF\ 'HSDUWPHQWV �('V� RU
LQSDWLHQW �,3� VHWWLQJV IUHTXHQWO\ UHOHDVH WKHP ZLWK�

x 1HZ GLDJQRVHV WKH\ GRQ¶W XQGHUVWDQG
�IRUHLJQ ODQJXDJH�

x $ ODFN RI LQIRUPDWLRQ DERXW QH[W VWHSV �QR
PDS�

x 8QFHUWDLQW\ WKDW UHIHUUDOV ZLOO EH DFFHSWHG RU
ZKHQ DSSRLQWPHQWV ZLOO EH JLYHQ �QR
VFKHGXOH�

x 1R SDWLHQW�FHQWHUHG PHGLFDO KRPH �3&0+�
IROORZ�XS DSSRLQWPHQWV �QR KRWHO UHVHUYDWLRQV�

x ,QDGHTXDWH LQVXUDQFH�IXQGV �QR FXUUHQF\��

3DWLHQWV IHHOIHHOIHHOIHHO�
x 6WUHVVHG
x &RQIXVHG
x $ORQH
x 8QVDIH
x 3K\VLFDO GLVFRPIRUW

3DWLHQWV QHHGQHHGQHHGQHHG D ³WUDYHO DJHQW´ WR KHOS WKHP�
x 1DYLJDWH WKH KHDOWKFDUH V\VWHP
x ([SODLQ GLDJQRVHV
x 3UHSDUH IRU QH[W VWHSV
x $VVLVW ZLWK SRVW�GLVFKDUJH GLDJQRVWLF VWXGLHV

DQG VSHFLDOLVW UHIHUUDOV



ϱ

2YHUYLHZ
3DWLHQWV ZLWK PXOWLSOH FKURQLF FRQGLWLRQV UHSUHVHQW OHVV WKDQ ��� RI WKH WRWDO 8QLWHG 6WDWHV SRSXODWLRQ EXW

DFFRXQW IRU RYHU ��� RI WKH ����� WULOOLRQ VSHQW DQQXDOO\ RQ KHDOWKFDUH �&HQWHUV IRU 0HGLFDUH DQG 0HGLFDLG

6HUYLFHV� ������ $YRLGDEOH KRVSLWDO LQSDWLHQW �,3� DGPLVVLRQV DQG UHDGPLVVLRQV� RIWHQ LQLWLDWHG LQ WKH

(PHUJHQF\ 'HSDUWPHQW �('�� DFFRXQW IRU D VLJQLILFDQW SRUWLRQ RI WKLV FRVW� $SSUR[LPDWHO\ ��� RI 0HGLFDUH

SDWLHQWV DUH UHDGPLWWHG ZLWKLQ �� GD\V RI GLVFKDUJH� DW DQ DQQXDO FRVW RI ��� ELOOLRQ� RI ZKLFK ��� ELOOLRQ LV IRU

DYRLGDEOH UHDGPLVVLRQV �5REHUW :RRG -RKQVRQ )RXQGDWLRQ� ������ :LWKLQ WKH VDIHW\ QHW� FRPSRXQGLQJ

IDFWRUV VXFK DV OLPLWHG (QJOLVK�VSHDNLQJ DELOLW\� VRFLDO SUREOHPV �HJ� SRRU VRFLDO�FRPPXQLW\ VXSSRUW� FKURQLF

KRPHOHVVQHVV� ORZ OLWHUDF\� SXW LQGLJHQW DQG PLQRULW\ SDWLHQWV DW JUHDWHU ULVN IRU UHFLGLYLVP GXULQJ WUDQVLWLRQ

IURP ('�,3 WR D SDWLHQW�FHQWHUHG PHGLFDO KRPH �3&0+�� 7UDQVLWLRQ FDUH FRRUGLQDWLRQ ZLWK KLJKO\�WDUJHWHG

RXWUHDFK WR LGHQWLILHG 3&0+ SULPDU\ FDUH SURYLGHUV �3&3V� FDQ RSWLPL]H WKLV SHULRG DQG LPSURYH RXWFRPHV

�0RUDQ� ������

7UDQVLWLRQ IURP DQ (' YLVLW RU ,3 DGPLVVLRQ WR D IROORZ�XS DSSRLQWPHQW ZLWK D 3&3 LV FRPSOH[ DQG UHTXLUHV

PXOWLSOH VWHSV� )RUHPRVW LV QRWLILFDWLRQ RI WKH 3&3 DQG WKHLU FDUH WHDP WKDW WKHLU SDWLHQW LV LQ WKH (' RU

LQSDWLHQW VHWWLQJ� RU KDG DQ (' YLVLW RU ,3 DGPLVVLRQ� .QRZLQJ WKH SDWLHQW¶V XQVFKHGXOHG UHVFXH FDUH �('�

8UJHQW &DUH� DQG ,3 YLVLWV� VWDWXV� WKH FDUH WHDP FDQ FRQWDFW WKH (' RU ,3 SURYLGHUV WR XQGHUVWDQG WKH UHDVRQ



ϲ

IRU SDWLHQW¶V FRQGLWLRQ DQG VWDWXV� SURYLGH EDFNJURXQG� DQG KHOS RUJDQL]H GLVFKDUJH SODQQLQJ� LQFOXGLQJ UDSLG

SRVW�GLVFKDUJH IROORZ�XS� LI LQGLFDWHG�

7R DGGUHVV LVVXHV VXFK DV LPSURYLQJ FDUH WUDQVLWLRQV� RUJDQL]DWLRQV DUH UHGHVLJQLQJ PRGHOV RI FDUH LQ

WRGD\
V UDSLGO\�FKDQJLQJ KHDOWKFDUH HQYLURQPHQW� 8VLQJ SURYHQ LQQRYDWLRQ WHFKQLTXHV PD[LPL]HV WKH

OLNHOLKRRG RI HIIHFWLYH FKDQJH�

2XU VDIHW\�QHW KRVSLWDO �2OLYH 9LHZ�8&/$ 0HGLFDO &HQWHU �290&�� DLPV WR UHGXFH KLJK HPHUJHQF\

GHSDUWPHQW �('� YLVLW� LQSDWLHQW �,3� DGPLVVLRQ� DQG UHDGPLVVLRQ UDWHV� NH\ FRPSRQHQWV WR KHDOWKFDUH FRVW

FRQWURO� 290& LV D ����OLFHQVHG EHG� SXEOLFO\�VXSSRUWHG� DFDGHPLF WHDFKLQJ KRVSLWDO RI WKH /RV $QJHOHV

&RXQW\ 'HSDUWPHQW RI +HDOWK 6HUYLFHV �/$& '+6�� RIIHULQJ LQSDWLHQW DQG RXWSDWLHQW DGXOW DQG SHGLDWULF

JHQHUDOLVW DQG VSHFLDOW\ FDUH� 290& LV VWDIIHG WR ��� EHGV� DQG VHUYHV D PHGLFDOO\�LQGLJHQW SRSXODWLRQ� 7KH

'HSDUWPHQW RI 0HGLFLQH VSRQVRUV D UHVLGHQF\ WUDLQLQJ SURJUDP ZLWK �� KRXVH VWDII� 7KH KRVSLWDO KDV WZR

DGXOW 3&0+V� RQH LV IDFXOW\�UXQ� WKH RWKHU LV KRXVH VWDII�UXQ�



ϳ

/RV $QJHOHV &RXQW\ 'HSDUWPHQW RI +HDOWK 6HUYLFHV �/$& '+6�

$PEXODWRU\ &DUH 1HWZRUN +RVSLWDOV ,QIRUPDWLRQ 7HFKQRORJ\

3DWLHQW�FHQWHUHG PHGLFDO
KRPHV �3&0+V�� FDUH
WHDP FRQVLVWLQJ RI SULPDU\
FDUH SURYLGHU �3&3  0'
RU QXUVH SUDFWLWLRQHU� FDUH
PDQDJHU� VXSSRUW VWDII�

&OLQLFV ,QSDWLHQW (PHUJHQF\ 'HSDUWPHQW �('�

8UJHQW &DUH �8&�

([LVWLQJ([LVWLQJ([LVWLQJ([LVWLQJ ,QIUDVWUXFWXUH,QIUDVWUXFWXUH,QIUDVWUXFWXUH,QIUDVWUXFWXUH

(OHFWURQLFDOO\ FDSWXUHG (' DQG ,3 YLVLWV

(OHFWURQLFDOO\�VWRUHG 3&3 SDWLHQW SDQHOV LQ
HPSDQHOPHQW WDEOH

$OO SURYLGHUV DQG VWDII KDYH VHFXUH HPDLO
DFFRXQWV DQG DFFHVV WR D VHFXUH LQWUDQHW

(DFK UHJLVWUDWLRQ IRU D IDFH�WR�IDFH FRQWDFW
JHQHUDWHV DQ HOHFWURQLF VWDPS WKDW FDQ EH
TXHULHG WR H[DPLQH 3UR$&7¶V LPSDFW RQ

([LVWLQJ /$& '+6 ,QIUDVWUXFWXUH



ϴ

2XU $SSURDFK
'HVLJQ LQQRYDWLRQ WHFKQLTXHV HQJDJHG VWDNHKROGHUV WR IUDPH WKH PRVW SUHVVLQJ SUREOHPV DQG H[SORUH VROXWLRQV� :H LGHQWLILHG
EDUULHUV DQG PHDQV WR LPSURYH SRVW±('�SRVW±,3 GLVFKDUJH FDUH FRRUGLQDWLRQ DQG FRPPXQLFDWLRQ DPRQJ SDWLHQW�FHQWHUHG
PHGLFDO KRPH �3&0+� FDUH WHDP PHPEHUV� 3K\VLFLDQV DQG VWDII SUHIHUUHG DXWRPDWHG HPDLO QRWLILFDWLRQV� LQFOXGLQJ SDWLHQW
LGHQWLILHUV� PHGLFDO KRPH�SULPDU\ FDUH SURYLGHU LQIRUPDWLRQ� DQG UHOHYDQW FOLQLFDO GRFXPHQWDWLRQ� WR LPSURYH FRPPXQLFDWLRQ
HIILFLHQF\� :H LGHQWLILHG &DUH 0DQDJHUV DV WKH SULPDU\ XVHUV RI WKH DXWRPDWHG HPDLO QRWLILFDWLRQ V\VWHP� :H GHYHORSHG WKH
QRWLILFDWLRQ V\VWHP DQG FDUH FRRUGLQDWLRQ PDQDJHPHQW SURJUDP� �3UR$&7�� 3URVSHFWLYH $FWLRQ LQ &DUH 7UDQVLWLRQV�

1RWH�1RWH�1RWH�1RWH� 6RPH PD\ ZRQGHU ZK\ ZH FKRVH DXWRPDWHG HPDLO DOHUWV ZKHQ PDQ\ HOHFWURQLF KHDOWK UHFRUGV �(+5V� DOUHDG\ FRQWDLQ
LQWHUQDO PHVVDJLQJ PRGXOHV WKDW FRXOG JHQHUDWH DXWRPDWHG PHVVDJHV IRU GLIIHUHQW VFHQDULRV �HJ� (' DUULYDOV�� :H GHYHORSHG
3UR$&7 EHFDXVH�

�� $W WKH WLPH� /$& '+6 GLG QRW KDYH WKLV (+5 IHDWXUH�

�� )RU WKH PHVVDJH FHQWHU RSWLRQ WR ZRUN� WKH FDUH WHDP PHPEHU PXVW EH ORJJHG LQWR WKH (+5� ZKLFK LV QRW DOZD\V WKH FDVH�
7KH\ PD\ EH ZLWK D SDWLHQW� RQ EUHDN� DW KRPH� RU HOVHZKHUH� 6LQFH PRVW SURYLGHUV DQG VWDII KDYH VPDUWSKRQHV WKDW
UHFHLYH HPDLO� HYHQ ZKHQ QRW ORJJHG LQ WR WKH (+5� WKH\ FDQ UHFHLYH LPPHGLDWH HPDLO QRWLILFDWLRQV� 7R WRXFK SDWLHQWV
DUULYLQJ DW WKH ('� UDSLG UHVSRQVH LV LPSRUWDQW�

&KDQJH&KDQJH&KDQJH&KDQJH LVLVLVLV GLIILFXOW�GLIILFXOW�GLIILFXOW�GLIILFXOW�:H KRSH WKLV $GRSWLRQ *XLGH IRU GHYHORSLQJ DQG LPSOHPHQWLQJ DXWRPDWHG HPDLO DOHUWV DERXW SDWLHQWV¶
FDUH WUDQVLWLRQ HYHQWV ZLOO KHOS \RXU SDWLHQWV ILQG WKHLU ZD\� LPSURYH SURYLGHU DQG VWDII FRPPXQLFDWLRQ DQG VDWLVIDFWLRQ� DQG
UHGXFH XQQHFHVVDU\ UHVFXH FDUH YLVLWV�

)RU)RU)RU)RU TXHVWLRQVTXHVWLRQVTXHVWLRQVTXHVWLRQV RURURURU DVVLVWDQFH�DVVLVWDQFH�DVVLVWDQFH�DVVLVWDQFH� IHHOIHHOIHHOIHHO IUHHIUHHIUHHIUHH WRWRWRWR FRQWDFWFRQWDFWFRQWDFWFRQWDFW XV�XV�XV�XV� :H:H:H:H ZLOOZLOOZLOOZLOO EHEHEHEH KDSS\KDSS\KDSS\KDSS\ WRWRWRWR
GLVFXVVGLVFXVVGLVFXVVGLVFXVV RURURURU VHQGVHQGVHQGVHQG DGGLWLRQDODGGLWLRQDODGGLWLRQDODGGLWLRQDO LQIRUPDWLRQ�LQIRUPDWLRQ�LQIRUPDWLRQ�LQIRUPDWLRQ� LQFOXGLQJLQFOXGLQJLQFOXGLQJLQFOXGLQJ HGLWDEOHHGLWDEOHHGLWDEOHHGLWDEOH YHUVLRQVYHUVLRQVYHUVLRQVYHUVLRQV RIRIRIRI RXURXURXURXU
GRFXPHQWVGRFXPHQWVGRFXPHQWVGRFXPHQWV �HJ��HJ��HJ��HJ� %XVLQHVV%XVLQHVV%XVLQHVV%XVLQHVV 0RGHO0RGHO0RGHO0RGHO &DQYDV�&DQYDV�&DQYDV�&DQYDV� (PSDWK\(PSDWK\(PSDWK\(PSDWK\ 0DS��0DS��0DS��0DS��

0DUN 5LFKPDQ� 0'� 03+� )$&3
2OLYH 9LHZ�8&/$ 0HGLFDO FHQWHU
����� 2OLYH 9LHZ 'U�� 6\OPDU� &$ �����
����� ��������
PULFKPDQ#GKV�ODFRXQW\�JRY

mailto:mrichman@dhs.lacounty.gov


ϵ

*RDO
3UR$FW VHHNV WR UHGXFH XQQHFHVVDU\ KHDOWKFDUH H[SHQVHV E\ GHFUHDVLQJ�

�� (' UHYLVLWV
�� ,QSDWLHQW DGPLVVLRQV
�� ,QSDWLHQW UHDGPLVVLRQV

WKURXJK LPSURYHG FRPPXQLFDWLRQ EHWZHHQ ('�,3 SHUVRQQHO DQG 3&0+ FDUH
PDQDJHUV�

&DUH PDQDJHUV DW 2OLYH 9LHZ�8&/$ 0HGLFDO &HQWHU¶V �290&¶V� WZR DGXOW 3&0+V DLP WR LPSURYH UHVFXH
FDUH FRRUGLQDWLRQ LQ IRXU VFHQDULRV�

�� 3DWLHQWV3DWLHQWV3DWLHQWV3DWLHQWV FXUUHQWO\FXUUHQWO\FXUUHQWO\FXUUHQWO\ LQLQLQLQ WKHWKHWKHWKH ('('('('� 7KURXJK LPPHGLDWH QRWLILFDWLRQ ZKHQ SDWLHQWV DWWHQG WKH ('� FDUH
PDQDJHUV FDQ FRQWDFW (' SURYLGHUV WR�

D� $UUDQJH WLPHO\ IROORZ�XS FDUH IRU GLVFKDUJHG SDWLHQWV�
E� 3RWHQWLDOO\ DYRLG DGPLVVLRQ E\ DUUDQJLQJ IROORZ�XS FDUH DQG GLDJQRVWLF VWXGLHV�
F� ,QIRUP SDWLHQWV WKH\ KDYH D PHGLFDO KRPH DQG D 3&3 �PDQ\ GR QRW NQRZ WKLV EHIRUHKDQG��

�� 3DWLHQWV3DWLHQWV3DWLHQWV3DWLHQWV GLVFKDUJHGGLVFKDUJHGGLVFKDUJHGGLVFKDUJHG IURPIURPIURPIURP WKHWKHWKHWKH ('('('('� &DUH PDQDJHUV FDQ SULRULWL]H SDWLHQWV IRU SRVW�(' IROORZ�XS FDUH�
�� 3DWLHQWV3DWLHQWV3DWLHQWV3DWLHQWV DGPLWWHGDGPLWWHGDGPLWWHGDGPLWWHG WRWRWRWR WKHWKHWKHWKH KRVSLWDOKRVSLWDOKRVSLWDOKRVSLWDO� &DUH PDQDJHUV FDQ FRQWDFW LQSDWLHQW WHDPV WR LPSURYH ,3 WHDP

GLVFKDUJH SODQQLQJ �DQG FRQILGHQFH WR GLVFKDUJH HDUOLHU� E\ DUUDQJLQJ SRVW�,3 FDUH� SRWHQWLDOO\ UHGXFLQJ
OHQJWK�RI�VWD\ E\ RUJDQL]LQJ IROORZ�XS GLDJQRVWLF VWXGLHV DQG DSSRLQWPHQWV�

�� 3DWLHQWV3DWLHQWV3DWLHQWV3DWLHQWV GLVFKDUJHGGLVFKDUJHGGLVFKDUJHGGLVFKDUJHG IURPIURPIURPIURP WKHWKHWKHWKH KRVSLWDOKRVSLWDOKRVSLWDOKRVSLWDO� &DUH PDQDJHUV FDQ SULRULWL]H SDWLHQWV IRU SRVW�,3 IROORZ�XS
FDUH�



ϭϬ

,QIRUPDWLRQ )ORZ

3UR$FW DGGUHVVHV WKH IROORZLQJ VFHQDULRV ZLWK WKH LQIRUPDWLRQ IORZ GHVFULEHG EHORZ IRU HDFK VFHQDULR�

�������� ('('('(' YLVLWYLVLWYLVLWYLVLW DUULYDODUULYDODUULYDODUULYDO
D� $GPLVVLRQ�GLVFKDUJH�WUDQVIHU �$'7� HOHFWURQLF WUDQVDFWLRQ �HYHU\ (+5 KDV WKLV�Æ
E� /LVWHQHU�ILOWHU LQ HOHFWURQLF GDWD URXWHU VHHNV HPSDQHOHG SDWLHQWV EDVHG RQ PHGLFDO UHFRUG QXPEHUÆ
F� 0DS WR HPSDQHOPHQW WDEOH WR JHW PHGLFDO KRPH� 3&3� FDUH PDQDJHU� DQG LQVXUDQFH SODQÆ
G� (PDLO FDUH PDQDJHU

�������� ('('('(' YLVLWYLVLWYLVLWYLVLW GLVFKDUJHGLVFKDUJHGLVFKDUJHGLVFKDUJH KRPHKRPHKRPHKRPH
D� $'7 HOHFWURQLF WUDQVDFWLRQÆ
E� /LVWHQHU�ILOWHU LQ HOHFWURQLF GDWD URXWHU VHHNV HPSDQHOHG SDWLHQWV EDVHG RQ PHGLFDO UHFRUG QXPEHUÆ
F� 0DS WR HPSDQHOPHQW WDEOH WR JHW PHGLFDO KRPH� 3&3� FDUH PDQDJHU� DQG LQVXUDQFH SODQÆ
G� 0DS WR (+5 WR JHW FOLQLFDO (' YLVLW VXPPDU\� ODVW � PRQWKV� DQG XSFRPLQJ � PRQWKV DSSRLQWPHQWV WR DOO FOLQLFV Æ
H� (PDLO FDUH PDQDJHU

�������� ,3,3,3,3 DGPLVVLRQDGPLVVLRQDGPLVVLRQDGPLVVLRQ
D� $'7 HOHFWURQLF WUDQVDFWLRQÆ
E� /LVWHQHU�ILOWHU LQ HOHFWURQLF GDWD URXWHU VHHNV HPSDQHOHG SDWLHQWV EDVHG RQ PHGLFDO UHFRUG QXPEHUÆ
F� 0DS WR HPSDQHOPHQW WDEOH WR JHW PHGLFDO KRPH� 3&3� FDUH PDQDJHU� DQG LQVXUDQFH SODQÆ
G� 0DS WR (+5 WR JHW DGPLVVLRQ ³KLVWRU\ DQG SK\VLFDO H[DPLQDWLRQ´ DQG ODVW � PRQWKV DQG XSFRPLQJ � PRQWKV

DSSRLQWPHQWV WR DOO FOLQLFVÆ
H� (PDLO FDUH PDQDJHU

�������� 'LVFKDUJH'LVFKDUJH'LVFKDUJH'LVFKDUJH KRPHKRPHKRPHKRPH IURPIURPIURPIURP ,3,3,3,3
D� $'7 HOHFWURQLF WUDQVDFWLRQÆ
E� /LVWHQHU�ILOWHU LQ HOHFWURQLF GDWD URXWHU VHHNV HPSDQHOHG SDWLHQWV EDVHG RQ PHGLFDO UHFRUG QXPEHUÆ
F� 0DS WR HPSDQHOPHQW WDEOH WR JHW PHGLFDO KRPH� 3&3� FDUH PDQDJHU� DQG LQVXUDQFH SODQÆ
G� 0DS WR (+5 WR JHW DGPLVVLRQ ³GLVFKDUJH VXPPDU\´ DQG ODVW � PRQWKV DQG XSFRPLQJ � PRQWKV DSSRLQWPHQWV WR

DOO FOLQLFV Æ
H� (PDLO FDUH PDQDJHU



ϭϭ

0HDVXULQJ ,PSURYHPHQW
7R GHWHUPLQH WKH HIIHFWLYHQHVV RI 3UR$&7� ZH DUH HYDOXDWLQJ SDWLHQW�OHYHO RXWFRPHV �HJ� QXPEHU RI UHSHDW
(' YLVLWV RU UHDGPLVVLRQV� DQG SHUFHSWLRQV RI HIIHFWLYHQHVV IURP SDWLHQWV DQG VWDII� ,Q SDUWLFXODU� ZH VHHN WR
DQVZHU WKH IROORZLQJ TXHVWLRQV�

4XHVWLRQ4XHVWLRQ4XHVWLRQ4XHVWLRQ ��������:KDW DUH WKH SDWLHQW�OHYHO RXWFRPHV DV D UHVXOW RI 3UR$&7"
�� 'RHV 3UR$&7 UHGXFH ('�LQLWLDWHG DGPLVVLRQV YLD UHDO�WLPH QRWLILFDWLRQ XSRQ (' SUHVHQWDWLRQ FRPSDUHG

ZLWK SULRU WR 3UR$&7"
�� 'RHV 3UR$&7 UHGXFH DYRLGDEOH (' UHYLVLWV WKURXJK SRVW�(' RU SRVW�,3 FDUH FRRUGLQDWLRQ FRPSDUHG

ZLWK SULRU WR 3UR$&7"
�� 'RHV 3UR$&7 GHFUHDVH ,3 OHQJWK RI VWD\ E\ LPSURYHG FRPPXQLFDWLRQ EHWZHHQ WKH ,3 DGPLWWLQJ WHDP

DQG WKH 3&0+ WHDP FRPSDUHG ZLWK SULRU WR 3UR$&7"
�� +RZ GR SDWLHQWV SHUFHLYH SRVW�(' RU SRVW�GLVFKDUJH FDUH XQGHU 3UR$&7 FRPSDUHG ZLWK EHIRUH 3UR$&7"

4XHVWLRQ4XHVWLRQ4XHVWLRQ4XHVWLRQ �������� +RZ GR WKH FDUH WHDP DQG WKH (' VWDII SHUFHLYH 3UR$&7"
�� +RZ GRHV WKH VWDII SHUFHLYH WKH TXDOLW\ DQG XWLOLW\ RI 3UR$&7"
�� ,V WKH VWDII VDWLVILHG ZLWK 3UR$&7" :KDW DUH WKHLU VXJJHVWLRQV IRU LPSURYHPHQW"

3UR$&7 3URFHVV DQG 2XWFRPH 0HDVXUHV DUH VXPPDUL]HG LQ $SSHQGL[ &� 2XWFRPH 0HDVXUHV�



ϭϮ

5HVRXUFHV 1HHGHG IRU $XWRPDWHG (OHFWURQLF &DUH
7UDQVLWLRQ 1RWLILFDWLRQ 6\VWHP

�� 3URMHFW VSRQVRUV �HJ� &KLHI 2SHUDWLQJ 2IILFHU� 0HGLFDO 'LUHFWRU�
�� 3URMHFW &KDPSLRQV
�� )XQGLQJ
�� 3&0+
�� 3HUVRQ UHVSRQVLEOH IRU FRRUGLQDWLQJ SRVW�(' RU SRVW�,3 FDUH �HJ� &DUH 0DQDJHU�
�� $GPLVVLRQ�GLVFKDUJH�WUDQVIHU �$'7� WUDQVDFWLRQ SURFHVV
�� (OHFWURQLF GDWDEDVH DVVRFLDWLQJ VSHFLILF SDWLHQWV ZLWK WKHLU 3&3 DQG FDUH PDQDJHU 3&0+ WHDP �HJ�

HPSDQHOPHQW WDEOH�
�� 1RWLILFDWLRQ PHWKRG �HJ� HPDLO� WH[W PHVVDJH� SKRQH�

,I WKH FOLQLF LV QRW OLQNHG HOHFWURQLFDOO\ ZLWK WKH DGPLWWLQJ KRVSLWDO� D +,3$$ DJUHHPHQW ZLOO KDYH WR EH VLJQHG
DOORZLQJ WKH KRVSLWDO WR DXWRPDWLFDOO\� HOHFWURQLFDOO\ VHQG SURWHFWHG KHDOWK LQIRUPDWLRQ �3+,� WR WKH FOLQLF
SHUVRQ UHVSRQVLEOH IRU FRRUGLQDWLQJ SRVW�(' RU SRVW�,3 FDUH�



ϭϯ

3UR$&7 ,PSOHPHQWDWLRQ &KHFNOLVW

:KDW:KDW:KDW:KDW :H:H:H:H 'LG'LG'LG'LG :K\:K\:K\:K\ 'R'R'R'R ,W,W,W,W

6HWWLQJ6HWWLQJ6HWWLQJ6HWWLQJ 8S8S8S8S

&RQYHQHG VSRQVRUV� &KLHI RI $PEXODWRU\
1XUVLQJ� 'LUHFWRU RI &DVH 0DQDJHPHQW�
0HGLFDO 'LUHFWRU IRU 0DQDJHG &DUH�
$PEXODWRU\ &DUH 0HGLFDO 'LUHFWRU

,PSRUWDQFH,PSRUWDQFH,PSRUWDQFH,PSRUWDQFH� $WWDLQ SURMHFW OHJLWLPDF\�
RZQHUVKLS� DXWKRULW\� DQG UHVSRQVLELOLW\�
$QWLFLSDWH UHVRXUFH XWLOL]DWLRQ�

,GHQWLILHG FKDPSLRQV� $GXOW 3&0+ PHGLFDO
GLUHFWRUV� $GXOW 3&0+ 1XUVLQJ 'LUHFWRU� $GXOW
3&0+ 6XSHUYLVLQJ 1XUVH� 3URMHFW /HDG
'HWHUPLQH SURMHFW JRDOV DQG REMHFWLYHV ([DPSOH([DPSOH([DPSOH([DPSOH� SURMHFW GHVFULSWLRQ DERYH

(QVXUHG DSSURSULDWH SURMHFW SHUVRQQHO VNLOO
PL[ WR WDFNOH SURMHFW

([DPSOH([DPSOH([DPSOH([DPSOH� 6NLOO 6KDUH WHPSODWH

'HILQHG REMHFWLYHV�RXWFRPHV WKURXJK ZKLFK
JRDO ZRXOG EH PHW�
2EMHFWLYHV�RXWFRPHV ZHUH 60$57�
�� 6666SHFLILF
�� 0000HDVXUDEOH
�� $$$$FKLHYDEOH
�� 5555HDOLVWLF
�� 7777LPH�OLPLWHG
6WUDWHJL]HG SUREOHP�VROYLQJ
DSSURDFK XVLQJ /2*,& PRGHO �VHH $SSHQGL[
$�
/2*,& 0RGHO� RI SXEOLF KHDOWK SURJUDPV�

,PSRUWDQFH,PSRUWDQFH,PSRUWDQFH,PSRUWDQFH� 'HILQH SUREOHP�VROYLQJ
DSSURDFK� 'HWHUPLQH UHVRXUFHV QHHGHG�
.HHS JRDOV LQ PLQG� 0DS UHVRXUFHV WR
DFKLHYH JRDOV DQG REMHFWLYHV�



ϭϰ

�� ,QSXWV �LH� UHVRXUFHV� GDWD VRXUFHV�
�� 2XWSXWV �DFWLYLWLHV� SDUWLFLSDWLRQ�
�� 2XWFRPHV �VKRUW� PHGLXP� DQG ORQJ WHUP�
�� ,PSDFW�(YDOXDWLRQ �JRDOV PHW"�
6HOHFW HYDOXDWLRQ PHWKRG �ZH FKRVH D IRUPDO
HYDOXDWLRQ E\ DQ DFDGHPLF LQVWLWXWLRQ
VSHFLDOL]LQJ LQ HYDOXDWLRQ VFLHQFH VR DV WR
HQVXUH REMHFWLYLW\ DQG SURGXFH D SXEOLVKDEOH�
TXDOLW\ UHSRUW�

'HWHUPLQH HIIHFWLYHQHVV RI SURMHFW DQG
LGHQWLI\ DUHDV IRU LPSURYHPHQW�

'HYHORSHG EXVLQHVV PRGHO FDQYDV ([DPSOH
6KDUHG SURMHFW OHDGHU FRQWDFW LQIRUPDWLRQ (DV\ FRPPXQLFDWLRQ
6HW XS VKDUHG HOHFWURQLF IROGHUV DPRQJ
SURMHFW OHDGV

&RQYHQLHQFH RI GRFXPHQW VKDULQJ

6HW UHFXUULQJ PHHWLQJV RQ WKH FDOHQGDU (VWDEOLVKHV WKH SURMHFW DV D SULRULW\ DQG
DOORZV SHRSOH WR VFKHGXOH DURXQG
PHHWLQJV

$VVHVV$VVHVV$VVHVV$VVHVV
6NLOOV6NLOOV6NLOOV6NLOOV

&RQYHQH D PHHWLQJ DPRQJ SURMHFW
FKDPSLRQV

(QVXUH PDMRU VNLOOV VHWV SUHVHQW DPRQJ
SURMHFW OHDGV� ,GHQWLI\ LI DQ\ VNLOOV VHWV DUH
PLVVLQJ �,GHDO 0LVVLQJ 7HDP 0HPEHU��

6NLOO6KDUH $FWLYLW\� WR GHILQH WKHVH H[SHUWLVH
GRPDLQV DV QHHGHG�

�� $GPLQLVWUDWLRQ� ORJLVWLFV
�� &UHDWLYLW\� ³RXW�RI�WKH�ER[´ WKLQNLQJ�

DUWLVWLF DQG ZULWLQJ WDOHQW
�� ,QWHUSHUVRQDO� FRPPXQLFDWLRQ VNLOOV
�� 0DQDJHPHQW� OHDGHUVKLS� PDQDJLQJ XS
�� 3K\VLFDO� YLVXDO WKLQNHU� XQGHUVWDQG

KRZ KRVSLWDO DQG FOLQLFV IXQFWLRQ

1RWH1RWH1RWH1RWH� 3URYLGH VWUXFWXUH WR WKLV H[HUFLVH
5HVRXUFH5HVRXUFH5HVRXUFH5HVRXUFH� 6NLOO6KDUH 7HPSODWH

http://www.wearecatalysts.org/toolkit/20
http://cci-catalyst.s3-us-west-1.amazonaws.com/uploads%2F1378508022034-aa1fymh0pd7h9f6r-6d69ec22a7b49e6780c157b4e48b1cee%2FBusinessModelCanvas_poster.pdf
http://www.careinnovations.org/uploads/01_SKILLSHARE_final.pdf


ϭϱ

$VVHVVHG HDFK FKDPSLRQ� (DFK FKDPSLRQ
JUDGHG KLP�KHUVHOI RQ D VFDOH IURP � �ZRUVW�
WR � �EHVW� RQ WKH DERYH GRPDLQV RI
H[SHUWLVH�
*UDSKLFDOO\ GLVSOD\HG VNLOO VHWV

�� $OSKDEHWLFDOO\ E\ VNLOO
�� 1XPHULFDOO\ E\ VNLOO
�� $OSKDEHWLFDOO\ E\ WHDP PHPEHU
�� 1XPHULFDOO\ E\ WHDP PHPEHU

6WDNH6WDNH6WDNH6WDNH����
KROGHUKROGHUKROGHUKROGHU
$QDO\VL$QDO\VL$QDO\VL$QDO\VLVVVV

&UHDWHG 6WDNHKROGHU PDS DQG GLYLGHG
VWDNHKROGHUV LQWR ,QWHUQDO �SULPDU\ DQG
VHFRQGDU\� DQG ([WHUQDO �SULPDU\ DQG
VHFRQGDU\�

,PSRUWDQFH,PSRUWDQFH,PSRUWDQFH,PSRUWDQFH� 'HWHUPLQH NH\ SDUWLFLSDQWV
DQG SHUVRQV�RUJDQL]DWLRQV WR UHSRUW WR

(PSDWK\(PSDWK\(PSDWK\(PSDWK\
'DWD'DWD'DWD'DWD
&ROOHFWLRQ&ROOHFWLRQ&ROOHFWLRQ&ROOHFWLRQ

8QGHUVWDQG DQG IUDPH WKH SUREOHP�
�� :KR LV \RXU EHQHILFLDU\"
�� :KDW GR WKH\ QHHG"
�� :KR LV \RXU HQG�XVHU"
�� :KDW GR WKH\ QHHG"
�� :KR DUH RWKHU VWDNHKROGHUV"

3RVWHG D EXOOHWLQ ERDUG WR VROLFLW VWDNHKROGHU
LQSXW WR LGHQWLI\ QHHGV� HOLFLW VROXWLRQ LGHDV�
DQG GHWHUPLQH HQG�XVHUV� 8VHG
FRORUHG 3RVW�,W� 1RWHV LQ SULPDU\ FDUH FOLQLF
ZLWK SURPSWV
IRU VWDII DQG SURYLGHUV WR DQVZHU WKHVH

,PSRUWDQFH,PSRUWDQFH,PSRUWDQFH,PSRUWDQFH� 8QGHUVWDQG DQG IUDPH WKH
SUREOHP� 'HWHUPLQH EHQHILFLDULHV� HQG�
XVHUV� DQG HVWLPDWH UHVRXUFHV�



ϭϲ

TXHVWLRQV�
�� :KDW ZRXOG WKH LGHDO FDUH WUDQVLWLRQV

SURFHVV ORRN OLNH"
�� :KR ZRXOG EH FRQWDFWHG"
�� :KDW LQIRUPDWLRQ ZRXOG EH UHFHLYHG

DQG KRZ ZRXOG LW EH FRPPXQLFDWHG"
�� :KDW GR \RX OLNH DQG GLVOLNH DERXW

FXUUHQW FDUH WUDQVLWLRQV"
3HUIRUPHG D WKHPDWLF DQDO\VLV WR FUHDWH D
ZRUG FORXG JHQHUDWHG IURP WKH EXOOHWLQ ERDUG�

,PSRUWDQFH,PSRUWDQFH,PSRUWDQFH,PSRUWDQFH� 7KHPDWLF� YLVXDO
UHSUHVHQWDWLRQ RI VWDNHKROGHUV¶ LQSXW�
8VHIXO IRU IHHGEDFN DQG SUHVHQWDWLRQV�
5HVRXUFH5HVRXUFH5HVRXUFH5HVRXUFH� KWWS���ZRUGOH�QHW

8VHG GLJLWDO HWKQRJUDSK\ DSSV IRU DGGLWLRQDO
VWDNHKROGHU LQSXW�
6WDNHKROGHUV�

�� (' SK\VLFLDQV
�� ,QSDWLHQW SK\VLFLDQV
�� &OLQLF SULPDU\ FDUH SURYLGHUV �3&3V�
�� &DVH PDQDJHUV
�� &DUH PDQDJHUV

6WDNHKROGHUV XVHG JUDYLW\WDQN¶V G6FRXW
VPDUWSKRQH DSS WR DQVZHU WKHVH TXHVWLRQV
DERXW REMHFWV WKH\ SKRWRJUDSKHG RQ WKHLU
VPDUWSKRQHV XVLQJ G6FRXW�

�� :KDW LV WKLV"
�� :KDW UROH GRHV WKLV LWHP RU SHUVRQ SOD\

LQ WKH SRVW�(' RU SRVW�,3 YLVLW

,PSRUWDQFH,PSRUWDQFH,PSRUWDQFH,PSRUWDQFH� *HW ���q YLHZ RI FXUUHQW
SURFHVVHV DQG GRFXPHQW
³DUWLIDFWV´ RI WKRVH SURFHVVHV
5HVRXUFH5HVRXUFH5HVRXUFH5HVRXUFH� KWWSV���GVFRXW�FRP�

http://wordle.net/
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FRPPXQLFDWLRQ SURFHVV"
�� :KDW GR \RX OLNH DERXW WKLV LWHP RU WKH

SHUVRQ
V UROH LQ WKLV SURFHVV"
�� :KDW GR \RX GLVOLNH DERXW WKLV LWHP RU

WKH SHUVRQ
V UROH LQ WKLV SURFHVV"
�� 2Q D VFDOH RI ������ KRZ KHOSIXO LV WKLV

LWHP RU SHUVRQ LQ WKH SRVW�(' RU SRVW�,3
YLVLW FRPPXQLFDWLRQ SURFHVV"

�� :KDW ZRXOG \RX GR WR LPSURYH WKH UROH
WKLV LWHP RU SHUVRQ SOD\V LQ WKH SRVW�('
RU SRVW�,3 YLVLW FRPPXQLFDWLRQ SURFHVV
E\ DGGLQJ WR LW� UHPRYLQJ IURP LW� RU
RWKHUZLVH FKDQJLQJ LW"

'HYHORSHG ³SDWLHQW SHUVRQDV´ WR GHPRQVWUDWH
EXVLQHVV QHHG DQG SURSRVHG VROXWLRQV
2QH�RQ�RQH LQWHUYLHZV ZLWK LQGLYLGXDO
VWDNHKROGHUV

,PSRUWDQFH,PSRUWDQFH,PSRUWDQFH,PSRUWDQFH� 6ROLFLW LQSXW LQ GHSWK DQG
SULYDF\

)RFXV JURXSV ZLWK ³FROODERUDWLYH F\FOH´
SUREOHP�VROYLQJ DSSURDFK �LQFOXGLQJ ³MRXUQH\
PDS´ DQG ³SDLQ SRLQWV´� ZLWK UHSUHVHQWDWLYHV
IURP�

�� (PHUJHQF\ SK\VLFLDQV
�� &OLQLF SK\VLFLDQV
�� ,QSDWLHQW SK\VLFLDQV
�� +RVSLWDO $GPLQLVWUDWLRQ
�� &DVH 0DQDJHUV
�� &DUH 0DQDJHUV

$OORZ JURXS GLVFXVVLRQ DQG EUDLQVWRUPLQJ�
&UDIW D FOHDU SLFWXUH RI WKH FXUUHQW SURFHVV
DQG LWV SLWIDOOV�

&UHDWHG DQ (PSDWK\ 0DS ,PSRUWDQFH,PSRUWDQFH,PSRUWDQFH,PSRUWDQFH� 9LVXDOL]H VWDNHKROGHUV¶

http://www.wearecatalysts.org/toolkit/2
http://www.wearecatalysts.org/toolkit/23
http://www.wearecatalysts.org/toolkit/23


ϭϴ

VWDWHPHQWV� WKRXJKWV� DQG IHHOLQJV
5HVRXUFH5HVRXUFH5HVRXUFH5HVRXUFH� (PSDWK\ 0DSSLQJ

([SORULQJ([SORULQJ([SORULQJ([SORULQJ
6ROXWLRQV6ROXWLRQV6ROXWLRQV6ROXWLRQV

5HYLHZHG QRWHV IURP HPSDWK\ PHWKRGV
DERYH WR H[WUDFW SRVVLEOH VROXWLRQV

1RWH1RWH1RWH1RWH� ,GHDWH SRVVLELOLWLHV� *R EURDG EHIRUH
JRLQJ GHHS� FROOHFW ORWV RI LGHDV IRU
VROXWLRQV EHIRUH GLJJLQJ GHHS LQWR DQ\ RI
WKHP�

5H�PHW ZLWK &DUH 0DQDJHUV WR HQVXUH ZH
XQGHUVWRRG WKHLU UROH DQG GHVLUHG VROXWLRQV�
'LVFRYHUHG DGGLWLRQDO VROXWLRQV E\ DVNLQJ
TXHVWLRQV EHJLQQLQJ ZLWK ³+RZ PLJKW ZH««´
)RU H[DPSOH� ³+RZ PLJKW ZH«�

�� 1RWLI\ \RX LQ UHDO�WLPH �UDWKHU WKDQ QH[W�
GD\� RI LPSRUWDQW FDUH WUDQVLWLRQV"

�� .HHS \RX IURP ORRNLQJ LQ VHYHUDO
ORFDWLRQV IRU D SDWLHQW¶V LQVXUDQFH
VWDWXV"

�� .HHS WUDFN RI SDWLHQWV \RX¶YH DOUHDG\
UHDFKHG RXW WR"

³+RZ PLJKW ZH«�´ H[HUFLVH XVHV D QRQ�
WKUHDWHQLQJ� RSHQ�HQGHG SKUDVLQJ WR
JHQHUDWH VXJJHVWLRQV�

%XLOW SURWRW\SHV IRU &DUH 0DQDJHUV

6KRZHG SURWRW\SHV WR &DUH 0DQDJHUV

&DUH 0DQDJHUV FKRVH WKHLU SUHIHUUHG
SURWRW\SH� ZKLFK ZH LQIRUPHG ,QIRUPDWLRQ
7HFKQRORJ\ WR EXLOG

http://www.wearecatalysts.org/toolkit/13


ϭϵ

([SHUL([SHUL([SHUL([SHUL����
PHQWLQJPHQWLQJPHQWLQJPHQWLQJ

,QIRUPDWLRQ 7HFKQRORJ\ ZRUNHG ZLWK WKH
FOLQLFDO VWDII DQG SURMHFW OHDGHUVKLS WR GHFLGH
RQ YDULDEOHV DQG GDWD VRXUFHV �VHH $SSHQGL[
%� 9DULDEOHV DQG 'DWD 6RXUFHV�

,QIRUPDWLRQ 7HFKQRORJ\ GHYHORSHG WKH &DUH
0DQDJHU¶V SUHIHUUHG SURWRW\SH

,PSRUWDQFH,PSRUWDQFH,PSRUWDQFH,PSRUWDQFH� WHVW DQG UHILQH

/DXQFKHG SURWRW\SH ,PSRUWDQFH,PSRUWDQFH,PSRUWDQFH,PSRUWDQFH� 9DOLGDWH SDWLHQWV DUH
FDSWXUHG DQG HPDLO FRQWDLQV DSSURSULDWH
LQIRUPDWLRQ

5HYLVHG SURWRW\SH

/LPLWHG SDWLHQWV WR WKRVH HPSDQHOHG WR
290&¶V DGXOW 3&0+V

7UDLQLQJ7UDLQLQJ7UDLQLQJ7UDLQLQJ &UHDWHG WUDLQLQJ PDQXDO ([DPSOH([DPSOH([DPSOH([DPSOH� 7UDLQLQJ PDWHULDOV

7UDLQHG &DUH 0DQDJHUV ,PSRUWDQFH,PSRUWDQFH,PSRUWDQFH,PSRUWDQFH� ,QFUHDVH OLNHOLKRRG RI
VXFFHVVIXO ODXQFK�

,PSOH,PSOH,PSOH,PSOH����
PHQWLQJPHQWLQJPHQWLQJPHQWLQJ

&KRVH D UROO�RXW GDWH

3UH�LPSOHPHQWDWLRQ REVHUYDWLRQV
�� 'UDIW SDWLHQW TXHVWLRQQDLUHV
�� 'UDIW FOLQLF VWDII TXHVWLRQQDLUHV



ϮϬ

,PSOHPHQW

)ROORZ�XS ZLWK &DUH 0DQDJHUV ,PSRUWDQFH,PSRUWDQFH,PSRUWDQFH,PSRUWDQFH� JHW IHHGEDFN

6SUHDGLQJ6SUHDGLQJ6SUHDGLQJ6SUHDGLQJ 3UHVHQWHG DW LQQRYDWLRQ FRQIHUHQFH

$FDGHPLF SXEOLFDWLRQ LQ SHHU�UHYLHZHG
MRXUQDO

([DPSOH([DPSOH([DPSOH([DPSOH� 5LFKPDQ 0� 6NODURII /0� +RDQJ
.� :DVVRQ (� *URVV�6FKXOPDQ 6�
,QQRYDWLYH XVH RI WHFKQRORJLHV DQG
PHWKRGV WR UHGHVLJQ FDUH� WKH SUREOHP RI
FDUH WUDQVLWLRQV� - $PEXO &DUH 0DQDJH�
����������������

&UHDWHG YLGHR WR WHOO 3UR$&7¶V VWRU\

%ORJJHG EL�PRQWKO\ RQ $PHULFD¶V (VVHQWLDO
+RVSLWDOV

(YDOXDW(YDOXDW(YDOXDW(YDOXDW����
LQJLQJLQJLQJ

2XWFRPH PHDVXUHV ,PSRUWDQFH,PSRUWDQFH,PSRUWDQFH,PSRUWDQFH� 'HWHUPLQH HIIHFWLYHQHVV DQG
VDWLVIDFWLRQ ZLWK 3UR$&7� ,GHQWLI\ DVSHFWV
WR LPSURYH�

,QIRUPDWLRQ 7HFKQRORJ\ VWDII ZLOO SURYLGH 3UR$&7 XVDJH GDWD �HJ� QXPEHU RI DOHUWV VHQW
RXW�

7HDP (YDOXDWLRQ RI XWLOL]DWLRQ GDWD �HJ� QXPEHU RI (' YLVLWV� DGPLVVLRQV� DQG
UHDGPLVVLRQV�

7HDP (YDOXDWLRQ RI SDWLHQW DQG VWDII LQWHUYLHZV DERXW SHUFHSWLRQV RI FDUH WUDQVLWLRQV WR
FRPSDUH SUH� YV� SRVW�LPSOHPHQWDWLRQ RI 3UR$&7

http://journals.lww.com/ambulatorycaremanagement/Abstract/2014/04000/Innovative_Use_of_Technologies_and_Methods_to.3.aspx
http://youtu.be/57g9e-5seOE
http://essentialhospitals.org/helping-patients-navigate-their-care/


Ϯϱ

$SSHQGL[ $� /2*,& 0RGHO

,QSXW,QSXW,QSXW,QSXW ([SHFWHG([SHFWHG([SHFWHG([SHFWHG 2XWSXW2XWSXW2XWSXW2XWSXW

5HVRXUFHV5HVRXUFHV5HVRXUFHV5HVRXUFHV $FWLYLWLHV$FWLYLWLHV$FWLYLWLHV$FWLYLWLHV 2XWSXW2XWSXW2XWSXW2XWSXW 2XWFRPHV2XWFRPHV2XWFRPHV2XWFRPHV ,PSDFW,PSDFW,PSDFW,PSDFW

�� 3URMHFW VSRQVRUV �HJ� &KLHI
2SHUDWLQJ 2IILFHU� 0HGLFDO
'LUHFWRU�

�� 3URMHFW &KDPSLRQV� $GXOW
3&0+ PHGLFDO GLUHFWRUV� $GXOW
3&0+ 1XUVLQJ 'LUHFWRU� $GXOW
3&0+ 6XSHUYLVLQJ 1XUVH�
*UDQW /HDG

�� )XQGLQJ
�� 3&0+
�� 3RVW�(' RU SRVW�LQSDWLHQW &DUH

FRRUGLQDWRU �HJ� &DUH
0DQDJHU�

�� $GPLVVLRQ�GLVFKDUJH�WUDQVIHU
�$'7� WUDQVDFWLRQ SURFHVV

�� (OHFWURQLF GDWDEDVH
DVVRFLDWLQJ VSHFLILF SDWLHQWV
ZLWK WKHLU 3&3 DQG FDUH
PDQDJHU

�� 3&0+ WHDP �HJ�
HPSDQHOPHQW WDEOH�

z 3RVWLQJ D EXOOHWLQ
ERDUG�

z &UHDWLQJ D ZRUG
FORXG�

z 6WDNHKROGHU
LQWHUYLHZV�

z 6WDNHKROGHU IRFXV
JURXSV�

z &UHDWLQJ DQ
HPSDWK\ PDS�

z ,GHDWLQJ SRWHQWLDO
VROXWLRQV�

z 3UHVHQWLQJ
SURWRW\SH LPDJHV�

z 6WDNHKROGHU
PHHWLQJV�

z 7UDLQLQJ FDUH
PDQDJHUV�

z 0HHWLQJV ZLWK ,7
'LUHFWRU

z $QRQ\PRXV
UHVSRQVHV�

z :RUG FORXG
z 6WDNHKROGHU

UHVSRQVHV�
z (PSDWK\ PDS�
z &RPSXWHU

LPDJHV RI HPDLO
DOHUWV� WH[WV
PHVVDJHV�

z 6WDNHKROGHU
IHHGEDFN�

z &DUH 0DQDJHU
WUDLQLQJ
PDQXDO�

z $XWRPDWHG
HPDLO DOHUWV�

6KRUW6KRUW6KRUW6KRUW 7HUP7HUP7HUP7HUP �� ,PSURYHG
FRPPXQLFDWLR
Q
VXUURXQGLQJ
FDUH
WUDQVLWLRQV

�� 'HFUHDVHG
KHDOWKFDUH
FRVWV
DQG H[SHQVHV
,PSURYHG
SDWLHQW
VDWLVIDFWLRQ

�� &RPPXQLW\
DQG DFDGHPLF
SDUWQHUV
LQWHUHVWHG LQ
DXWRPDWHG
HPDLO DOHUWV

�� ,QFUHDVHG
290&
OHDGHUVKLS DQG
VWDNHKROGHU
LQWHUHVWHG LQ
LQQRYDWLYH
SURMHFWV

�� 5HGXFHG ('
YLVLWV

�� 5HGXFHG ,3
DGPLVVLRQV

�� 5HGXFHG
UHDGPLVVLRQV

�� ,PSURYHG
SURYLGHU DQG VWDII
NQRZOHGJH� VNLOOV�
DQG EHKDYLRU
WRZDUGV
DXWRPDWLQJ FDUH
WUDQVLWLRQV

/RQJ/RQJ/RQJ/RQJ 7HUP7HUP7HUP7HUP
�� ,QFUHDVHG TXDOLW\

RI FDUH
�� 'HFUHDVH FRVWO\

HSLVRGHV RI FDUH
�HJ (' DQG ,3
YLVLWV�



Ϯϲ

$SSHQGL[ %� 9DULDEOHV DQG 'DWD 6RXUFHV

'RPDLQ'RPDLQ'RPDLQ'RPDLQ 9DULDEOH9DULDEOH9DULDEOH9DULDEOH 'DWD'DWD'DWD'DWD 6RXUFHV6RXUFHV6RXUFHV6RXUFHV
3DWLHQW ,GHQWLILHUV 3DWLHQW ODVW QDPH (+5

3DWLHQW ILUVW QDPH (+5
0HGLFDO UHFRUG QXPEHU (+5
'DWH RI ELUWK (+5
*HQGHU (+5

0HGLFDO +RPH
LGHQWLILHUV

0HGLFDO KRPH (+5
,QVXUDQFH (PSDQHOPHQW WDEOH
3&3 QDPH (PSDQHOPHQW WDEOH
&DUH 0DQDJHU QDPH (PSDQHOPHQW WDEOH
&DUH 0DQDJHU HPDLO (PSDQHOPHQW WDEOH

(' YLVLW
FKDUDFWHULVWLFV

'DWH (+5
$UULYDO WLPH (+5
(PHUJHQF\ 6HYHULW\ /HYHO (+5
'LVFKDUJH GLDJQRVHV (+5
'LVSRVLWLRQ (+5
'LVFKDUJH WLPH (+5

,QSDWLHQW YLVLW
FKDUDFWHULVWLFV

$GPLVVLRQ GDWH (+5
$GPLVVLRQ WLPH �DV LQGLFDWHG E\ WLPH QXUVLQJ LQWDNH QRWH
HQWHUHG�

(+5

$GPLVVLRQ VWDUWHG RQ ZHHNHQG" �<�1� ,PSXWDWLRQ
$GPLWWLQJ KLVWRU\ DQG SK\VLFDO H[DPLQDWLRQ (+5
3ULPDU\ GLVFKDUJH GLDJQRVLV (+5



Ϯϳ

'LVFKDUJH GDWH (+5
'LVFKDUJH WLPH (+5

&DUH 0DQDJHU
QRWLILFDWLRQ
FKDUDFWHULVWLFV

1RWLILFDWLRQ GDWH (+5
1RWLILFDWLRQ WLPH (+5
1RWLILFDWLRQ FRQWHQW (+5
(' QRWH (+5
,QSDWLHQW DGPLVVLRQ KLVWRU\ DQG SK\VLFDO H[DPLQDWLRQ QRWH (+5
'LVFKDUJH VXPPDU\ (+5

3&0+ IROORZ�XS
FKDUDFWHULVWLFV

'DWH RI VFKHGXOHG 3&0+ DSSRLQWPHQW (+5
'DWH RI FRPSOHWHG 3&0+ DSSRLQWPHQW (+5
:DV D 3&0+ DSSRLQWPHQW ZLWKLQ � ZHHN IROORZLQJ D
UHVFXH HYHQW DFWXDOO\ VFKHGXOHG EHIRUH WKH HSLVRGH RI
UHVFXH FDUH"

(+5



Ϯϴ

$SSHQGL[ &� 2XWFRPH 0HDVXUHV

0HDVXUH0HDVXUH0HDVXUH0HDVXUH 2XWFRPH2XWFRPH2XWFRPH2XWFRPH

3HUFHQWDJH RI SDWLHQWV SUHVHQWLQJ WR WKH (' ZKR DUH
DGPLWWHG IURP WKDW (' YLVLW

,PSDFW RI HOHFWURQLF FDUH WUDQVLWLRQ QRWLILFDWLRQ RQ
IUHTXHQF\ RI SRVW�GLVFKDUJH 3&0+ HQFRXQWHU

3HUFHQWDJH RI SDWLHQWV SUHVHQWLQJ WR WKH (' ZKR DUH QRW
DGPLWWHG DQG KDYH D SULPDU\ FDUH DSSRLQWPHQW ZLWKLQ �
ZHHN RI /$& '+6 (' XVH
3HUFHQWDJH SDWLHQWV ZLWK SULPDU\ FDUH DSSRLQWPHQW
ZLWKLQ � ZHHN RI /$& '+6 ,3 GLVFKDUJH
0HGLDQ WLPH WR ILUVW SRVW�('�YLVLW �ZLWKRXW DGPLVVLRQ�
3&0+ HQFRXQWHU ,PSDFW RI HOHFWURQLF FDUH WUDQVLWLRQ QRWLILFDWLRQ RQ

WLPHOLQHVV RI SRVW�GLVFKDUJH 3&0+ HQFRXQWHU0HGLDQ WLPH WR ILUVW SRVW�,3 DGPLVVLRQ 3&0+ HQFRXQWHU

3HUFHQWDJH RI (' SDWLHQWV QRW DGPLWWHG ZKR UH�YLVLW D
/$& '+6 (' ZLWKLQ �� GD\V RI LQLWLDO (' YLVLW $GYHUVH LPSDFW RI HOHFWURQLF FDUH WUDQVLWLRQ

QRWLILFDWLRQ �VKRXOG SDWLHQWV LQWHUYHQHG XSRQ DQG
QRW DGPLWWHG DFWXDOO\ KDYH EHHQ DGPLWWHG�3HUFHQWDJH RI LQSDWLHQWV UHDGPLWWHG WR DQ /$& '+6

KRVSLWDO ZLWKLQ �� GD\V SRVW�GLVFKDUJH

/HQJWK RI VWD\ IRU /$& '+6 (' YLVLWV ,PSDFW RI HOHFWURQLF FDUH WUDQVLWLRQ QRWLILFDWLRQ RQ
(' OHQJWK RI VWD\

/HQJWK RI VWD\ IRU /$& '+6 LQSDWLHQW DGPLVVLRQV ,PSDFW RI HOHFWURQLF FDUH WUDQVLWLRQ QRWLILFDWLRQ RQ
LQSDWLHQW OHQJWK RI VWD\



Ϯϵ

5HIHUHQFHV
&HQWHUV IRU 0HGLFDUH DQG 0HGLFDLG 6HUYLFHV� 2IILFH RI WKH $FWXDU\� 1DWLRQDO +HDOWK 6WDWLVWLFV *URXS� 1DWLRQDO

+HDOWK &DUH ([SHQGLWXUHV 'DWD�

KWWSV���ZZZ�FPV�JRY�5HVHDUFK6WDWLVWLFV'DWDDQG6\VWHPV�6WDWLVWLFV7UHQGVDQG5HSRUWV�

&KURQLF&RQGLWLRQV�0&&B0DLQ�KWPO� $FFHVVHG 0D\ ��� �����

0RUDQ :3� 'DYLV .6� 0RUDQ� 7-� 1HZPDQ� 5� 0DXOGLQ 3'� ������� :KHUH DUH P\ SDWLHQWV" ,W LV WLPH WR

DXWRPDWH QRWLILFDWLRQ RI KRVSLWDO XVH WR SULPDU\ FDUH SUDFWLFHV� 6RXWKHUQ 0HGLFDO -RXUQDO� ������� ������

5REHUW :RRG -RKQVRQ )RXQGDWLRQ� 7KH 5HYROYLQJ 'RRU� $ 5HSRUW RQ 8�6� +RVSLWDO 5HDGPLVVLRQV� $Q

$QDO\VLV RI 0HGLFDUH 'DWD E\ WKH 'DUWPRXWK $WODV 3URMHFW� �����
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