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2EMHWLYR��'HVDUUROODU�\�DSOLFDU�OD�PHMRUD�GH�OD�FDOLGDG�GHO�VHUYLFLR�HQ�OD�(PSUHVD�)OXVVRWHFK�
6�$�& 0DWHULDOHV� \� PpWRGRV�� (O� GLVHxR� GH� OD� LQYHVWLJDFLyQ� HV� QR� H[SHULPHQWDO� HQ� VX�
YDULDQWH� FRUUHODFLRQDO�� GH� WLSR� DSOLFDGD�� WUDQVYHUVDO� \� PL[WD�� /D� SREODFLyQ� HVWXYR�
FRQIRUPDGD� SRU� �� XVXDULRV� GH OD HPSUHVD�� 5HVXOWDGRV�� (O LPSDFWR HQ OD VDWLVIDFFLyQ�
SHUFLELGD SRU ORV FOLHQWHV GH OD� HPSUHVD� )OXVVRWHFK� 6�$�&�� VH HVWLPy� PHGLDQWH OD
FRQVWUXFFLyQ�GH XQD YDULDEOH FDWHJyULFD GH VDWLVIDFFLyQ� OD YDULDEOH� LPSOLFD FRQVLGHUDU� ORV
VLJXLHQWHV FXDWUR QLYHOHV GH VDWLVIDFFLyQ� SHUFLELGRV SRU OD� SREODFLyQ REMHWLYR� PX\
VDWLVIHFKR� VDWLVIHFKR� LQVDWLVIHFKR \ PX\ LQVDWLVIHFKR FRQ� ORV VHUYLFLRV GH� OD� HPSUHVD�
)OXVVRWHFK�6�$�&��/D HVSHFLILFDFLyQ HFRQRPpWULFD GHO PRGHOR GH VDWLVIDFFLyQ HV OD VLJXLHQWH��
6DWL  ;L ȕ � ɟL��&RQFOXVLRQHV��/D FDOLGDG GH VHUYLFLR HV GHWHUPLQDGD SRU ODV GLIHUHQFLDV
HQWUH ODV H[SHFWDWLYDV�GHO�FOLHQWH� GHO GHVHPSHxR GHO SURYHHGRU�GH ELHQHV \ OD HYDOXDFLyQ�GHO
SURGXFWR� /D�DGDSWDFLyQ FRQVLVWHQWH D ODV H[SHFWDWLYDV�HPSLH]D FRQ LGHQWLILFDU \ HQWHQGHU
ODV� H[SHFWDWLYDV GHO FOLHQWH� 'H HVWH PRGR� ODV H[SHFWDWLYDV VH WUDQVIRUPDQ� HQ XQD GH ODV�
FODYHV� R DO PHQRV XQR GH ORV IDFWRUHV LPSRUWDQWHV GH OD VDWLVIDFFLyQ GHO FOLHQWH�

3DODEUDV�FODYHV�0HMRUD�GH�OD�FDOLGDG��LPSDFWR�HQ�OD�VDWLVIDFFLyQ��H[SHFWDWLYDV�GHO�FOLHQWH
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2EMHFWLYH��7R�GHYHORS�DQG�DSSO\�WKH�LPSURYHPHQW�RI�VHUYLFH�TXDOLW\�LQ�WKH�)OXVVRWHFK�
&RPSDQ\�6�$�&�0DWHULDOV�DQG�PHWKRGV��7KH�UHVHDUFK�GHVLJQ�LV�QRQ�H[SHULPHQWDO�LQ�LWV�
FRUUHODWLRQ�YDULDQW��RI�DSSOLHG��WUDQVYHUVDO�DQG�PL[HG�W\SH��7KH�SRSXODWLRQ�FRQVLVWHG�RI����
XVHUV�RI�WKH�FRPSDQ\��5HVXOWV 7KH�LPSDFW�RQ�WKH�VDWLVIDFWLRQ�SHUFHLYHG�E\�WKH�FOLHQWV�RI�WKH�
FRPSDQ\�)OXVVRWHFK�6�$�&���ZDV�HVWLPDWHG�WKURXJK�WKH�FRQVWUXFWLRQ�RI�D�FDWHJRULFDO�
YDULDEOH�RI�VDWLVIDFWLRQ��WKH�YDULDEOH�LPSOLHV�FRQVLGHULQJ�WKH�IROORZLQJ�IRXU�OHYHOV RI�
VDWLVIDFWLRQ�SHUFHLYHG�E\�WKH�WDUJHW�SRSXODWLRQ��YHU\�VDWLVILHG��VDWLVILHG��GLVVDWLVILHG�DQG�YHU\�
GLVVDWLVILHG�ZLWK�WKH�VHUYLFHV�RI�WKH�FRPSDQ\�)OXVVRWHFK�6�$�&��7KH�HFRQRPHWULF�
VSHFLILFDWLRQ�RI�WKH�VDWLVIDFWLRQ�PRGHO�LV�WKH�IROORZLQJ� 6DWL  ;L ȕ � ɟL��&RQFOXVLRQV 7KH�
TXDOLW\�RI�VHUYLFH�LV�GHWHUPLQHG�E\�WKH�GLIIHUHQFHV�EHWZHHQ�WKH�H[SHFWDWLRQV�RI�WKH�FOLHQW��WKH�
SHUIRUPDQFH�RI�WKH�VXSSOLHU�RI�JRRGV�DQG�WKH�HYDOXDWLRQ�RI�WKH�SURGXFW��&RQVLVWHQW�
DGDSWDWLRQ�WR�H[SHFWDWLRQV�VWDUWV�ZLWK�LGHQWLI\LQJ�DQG�XQGHUVWDQGLQJ�WKH�FOLHQW
V�H[SHFWDWLRQV��
,Q�WKLV�ZD\��H[SHFWDWLRQV�EHFRPH�RQH�RI�WKH�NH\V��RU�DW�OHDVW�RQH�RI�WKH�LPSRUWDQW�IDFWRUV�RI�
FXVWRPHU�VDWLVIDFWLRQ�

.H\ZRUGV��4XDOLW\�LPSURYHPHQW��LPSDFW�RQ�VDWLVIDFWLRQ��FXVWRPHU�H[SHFWDWLRQV
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�(VFXHOD�3URIHVLRQDO�GH�,QJHQLHUtD�,QGXVWULDO��)DFXOWDG�GH�,QJHQLHUtD�,QGXVWULDO��6LVWHPD�H�,QIRUPiWLFD�
8QLYHUVLGDG�1DFLRQDO�-RVp�)DXVWLQR�6iQFKH]�&DUULyQ��+XDFKR�± 3HU~�


