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)RU�1RQ�6WUHDPOLQHG�3RVLWLRQV�

7KLV�IRUP�LV�XVHG�WR�SURYLGH�D�FRPSOHWH�GHVFULSWLRQ�RI�WKH�VSHFLILF�MRE��RU�UROH��DQG�GHILQHV�WKH�VNLOOV��
NQRZOHGJH�DQG�DELOLWLHV�UHTXLUHG�WR�XQGHUWDNH�WKH�VSHFLILF�DQG�JHQHULF�UROH�SURILOH��

6HFWLRQ�$��6SHFLILF�5ROH�3URILOH�
7KH�VSHFLILF�UROH�SURILOH�SURYLGHV�NH\�LQIRUPDWLRQ�UHODWLQJ�WR�WKH�VDODU\�DQG�ZRUNLQJ�FRQGLWLRQV�H�J��
ORFDWLRQ�RI�D�MRE��DORQJ�ZLWK�WKH�FXUUHQW�IRFXV�RI�WKH�MRE�UROH�DQG�D�EULHI�GHVFULSWLRQ�RI�WKH�PDLQ�GXWLHV��

5ROH�'HWDLOV�

-RE�7LWOH�� &XVWRPHU�5HODWLRQV�2IILFHU� -(,'� 1�����

6DODU\�*UDGH�� 6FDOH�.�

7HDP�� &XVWRPHU�5HODWLRQV�6HUYLFH�

6HUYLFH�$UHD��  Customer Contact, Resources Directorate

3ULPDU\�/RFDWLRQ�� 6KLUH�+DOO��:DUZLFN�

3ROLWLFDO�5HVWULFWLRQ� 7KLV�SRVLWLRQ�LV�QRW�SROLWLFDOO\�UHVWULFWHG��

5HVSRQVLEOH�WR�� �Customer Relations Delivery Lead

5HVSRQVLEOH�IRU�� 6HOI�

5ROH�3XUSRVH�

� 7R�VXSSRUW�WKH�&XVWRPHU�5HODWLRQV�0DQDJHU�LQ�SURYLGLQJ�DQ�HIIHFWLYH�FRPSODLQWV�DQG�
UHSUHVHQWDWLRQV�PDQDJHPHQW�VHUYLFH�ZLWKLQ�WKH�&RXQFLO�ZKLFK�FRPSOLHV�ZLWK�VWDWXWRU\�DQG�SROLF\�
UHTXLUHPHQWV�

� 7R�VXSSRUW�WKH�&XVWRPHU�5HODWLRQV�0DQDJHU�LQ�SURYLGLQJ�D�&RXQFLO�ZLGH�FRQVXOWDQF\�VHUYLFH�RQ�
UHODWHG�TXDOLW\�DVVXUDQFH�DQG�RUJDQLVDWLRQDO�OHDUQLQJ�LVVXHV��

5ROH�5HVSRQVLELOLWLHV�

�� ,GHQWLI\�DSSURSULDWH�SURFHGXUHV�WR�IROORZ�ZKHQ�GHDOLQJ�ZLWK�LQTXLULHV�IURP�VHUYLFH�XVHUV�DQG�WKHLU�
UHSUHVHQWDWLYHV�
��� $OORFDWH�LQYHVWLJDWLRQV�WR�DSSURSULDWH�LQYHVWLJDWRUV�
��� 0RQLWRU�DQG�SHUIRUPDQFH�PDQDJH�LQYHVWLJDWLRQ�SURFHVVHV�DQG�WLPHVFDOHV�
��� $GYLVH�DQG�VXSSRUW�LQYHVWLJDWRUV��
��� ,QWHUDFW�SRVLWLYHO\�ZLWK�FRPSODLQDQWV��VWDII�DQG�RWKHU�NH\�VWDNHKROGHUV�LQ�WKH�LQYHVWLJDWLRQ�
SURFHVV�
��� )ROORZ�XS�LQGLYLGXDO�UHPHG\�UHGUHVV�DQG�RUJDQLVDWLRQDO�OHDUQLQJ�RXWFRPHV�
��� 'LUHFWO\�LQYHVWLJDWH�PRUH�FRPSOH[�RU�VHQVLWLYH�FDVHV�
��� 0DLQWDLQ�KLJK�TXDOLW\�SHUVRQDO�UHFRUG�NHHSLQJ�RI�FRPSODLQWV�DQG�UHSUHVHQWDWLRQV�PDQDJHPHQW�
DFWLYLW\��XVLQJ�D�UDQJH�RI�PDQXDO�DQG�FRPSXWHULVHG�V\VWHPV�
��� &RQWULEXWH�WR�WKH�GHYHORSPHQW�RI�JRRG�SUDFWLFH�LQ�KDQGOLQJ�FRPSODLQWV�DFURVV�WKH�&RXQFLO��DQG�LQ�
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PXOWL�DJHQF\�VHWWLQJV
���� (PSRZHU�VHUYLFH�XVHUV�DQG�WKHLU�UHSUHVHQWDWLYHV�WR�FKDOOHQJH�GHFLVLRQV��DQG�TXHVWLRQ�VHUYLFH�
TXDOLW\�DQG�DSSURSULDWHQHVV�
���� (QFRXUDJH�D�SUREOHP�VROYLQJ�FXOWXUH�ZLWKLQ�WKH�&RXQFLO�
���� 'HWHU�EDG�SUDFWLFH�DQG�SURPRWH�JRRG�SUDFWLFH�
���� &RQWULEXWH�WR�PHHWLQJ�WKH�WUDLQLQJ�DQG�VWDII�GHYHORSPHQW�QHHGV�RI�WKH�&RXQFLO�UHODWLQJ�WR�
FRPSODLQWV�DQG�UHSUHVHQWDWLRQV�KDQGOLQJ�
���� ,QIOXHQFH�SODQQLQJ��UHVRXUFH�DOORFDWLRQ��TXDOLW\�DVVXUDQFH�PHFKDQLVPV�DQG�RUJDQLVDWLRQDO�
OHDUQLQJ�
���� 3DUWLFLSDWH��DQG�OHDG��RQ�SURMHFW�DFWLYLW\�UHODWHG�WR�WKLV�SRVW��IRU�H[DPSOH�LPSURYLQJ�DFFHVV�IRU�
YXOQHUDEOH�JURXSV�
���� 5HSUHVHQW�WKH�&XVWRPHU�5HODWLRQV�0DQDJHU�DV�UHTXHVWHG�LQ�RWKHU�IRUXPV�DQG�PHHWLQJV�
���� /LDVH�ZLWK�RWKHU�UHOHYDQW�DJHQFLHV�DQG�RUJDQLVDWLRQV�
���� &RQWULEXWH�WR�WKH�WHDP�DFKLHYHPHQW�RI�SHUIRUPDQFH�WDUJHWV�
���� 3DUWLFLSDWH�LQ�WKH�:HVW�0LGODQGV�&RPSODLQWV�2IILFHU�*URXS�QHWZRUN��DQG�WKH�VKDULQJ�RI�JRRG�
SUDFWLFH�RQ�D�UHJLRQDO�DQG�QDWLRQDO�OHYHO�
���� $Q\�RWKHU�WDVNV�VXLWDEOH�WR�WKH�SRVW�DQG�LWV�JUDGLQJ�

6HFWLRQ�%��3HUVRQ�6SHFLILFDWLRQ�
7KH�SHUVRQ�VSHFLILFDWLRQ�SURYLGHV�D�OLVW�RI�HVVHQWLDO�DQG�GHVLUDEOH�FULWHULD��VNLOOV�DQG�FRPSHWHQFLHV��WKDW�D�
FDQGLGDWH�VKRXOG�KDYH�LQ�RUGHU�WR�SHUIRUP�WKH�MRE��

(DFK�RI�WKH�FULWHULD�OLVWHG�EHORZ�ZLOO�EH�PHDVXUHG�WKURXJK��WKH�DSSOLFDWLRQ�IRUP��$���D�WHVW���H[HUFLVH��7���
DQ�LQWHUYLHZ��,���D�SUHVHQWDWLRQ��3��RU�GRFXPHQWDWLRQ��'���

(VVHQWLDO�&ULWHULD� $VVHVVHG�%\��

'LSORPD��RU�DFDGHPLF�HTXLYDOHQW��LQ�UHOHYDQW�VXEMHFW��RU�GHPRQVWUDEOH�H[SHULHQFH�LQ�
WKLV�ILHOG�IRU�WZR�RU�PRUH�\HDUV��

$�'�

([SHULHQFH�GHDOLQJ�ZLWK�XVHUV�RI�SXEOLF�VHUYLFHV�DQG�WKHLU�FDUHUV�RU�UHSUHVHQWDWLYHV� $�,�3�

$ELOLW\�WR�FRPPXQLFDWH�DQG�HQJDJH�ZLWK�D�ZLGH�UDQJH�RI�SHRSOH��IURP�VHUYLFH�XVHUV�
WR�VHQLRU�PDQDJHUV��LQ�D�GLSORPDWLF�DQG�FRQVWUXFWLYH�ZD\��YHUEDOO\��LQ�ZULWLQJ�DQG�
IDFH�WR�IDFH�

$�,�3�7�

$ELOLW\�WR�SUHVHQW�PDWHULDO�YHUEDOO\�DQG�LQ�ZULWLQJ��VKDULQJ�LQIRUPDWLRQ�LQ�D�ZD\�
ZKLFK�LV�DFFHVVLEOH�DQG�XQGHUVWDQGDEOH�WR�WKH�UHOHYDQW�DXGLHQFH��

$�,�3�7�

$ELOLW\�WR�FRQGXFW�VHQVLWLYH�LQWHUYLHZV�ZLWK�D�ZLGH�UDQJH�RI�SHRSOH� $�,�

$ELOLW\�WR�SODQ�DQG�XQGHUWDNH�UHVHDUFK��LGHQWLI\�GLIIHUHQW�NLQGV�RI�HYLGHQFH�DQG�WKHLU�
UHODWLYH�PHULWV��DQG�SURGXFH�PHDQLQJIXO�FRQFOXVLRQV�DQG�UHFRPPHQGDWLRQV�

$�,�3�

$ELOLW\�WR�LGHQWLI\��XQGHUVWDQG�DQG�LQWHUSUHW�UHOHYDQW�OHJLVODWLRQ��SROLF\�DQG�
SURFHGXUHV�DQG�SUDFWLFH�JXLGDQFH�

$�,�

$ELOLW\�WR�SURGXFH�FOHDU��WKRURXJK��ZHOO�DUJXHG�DQG�DFFXUDWH�UHFRUGLQJ��UHSRUWV�DQG�
SUHVHQWDWLRQV�

$�,�7�

$ELOLW\�WR�JLYH�DQG�UHFHLYH�FRQVWUXFWLYH�FULWLFDO�IHHGEDFN� $�,�7�

$ELOLW\�WR�SUREOHP�VROYH� $�,�7�

$ELOLW\�WR�LGHQWLI\�DQG�QHJRWLDWH�VHUYLFH�LPSURYHPHQWV� $�,�'�
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$ELOLW\�WR�XVH�UHOHYDQW�DGPLQLVWUDWLYH�V\VWHPV�WR�HQVXUH�WKH�DFFXUDF\��FRQILGHQWLDOLW\�
DQG�VHFXUH�VWRUDJH�RI�VHQVLWLYH�LQIRUPDWLRQ�

$�,�

$�,�

$�,�

$�,�

$�,�

$�,�

$�,�

$�,�

$�

'HVLUDEOH�&ULWHULD� $VVHVVHG�%\��

6HFWLRQ�&��:RUNLQJ�&RQGLWLRQV�
7KH�ZRUNLQJ�FRQGLWLRQV�UHODWH�WR�WKRVH�QRQ�FRQWUDFWXDO�HOHPHQWV�RI�WKH�MRE�WKDW�PD\�LPSDFW�RQ�WKH�
KROGHU�RI�WKH�SRVLWLRQ��DV�ZHOO�DV�WKRVH�ZRUNSODFH�EDVHG�UHVSRQVLELOLWLHV�WKDW�DUH�SDUW�RI�WKLV�MRE��7KHVH�
DUH�QRW�FRQWUDFWXDO�EXW�SURYLGH�D�JXLGH�WR�WKH�ZRUNLQJ�FRQGLWLRQV�DQG�WKH�SRWHQWLDO�KD]DUGV�DQG�ULVNV�
WKDW�PD\�EH�IDFHG��
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+HDOWK�	�6DIHW\�DW�:RUN�

7R�WDNH�UHVSRQVLELOLW\�IRU�\RXU�RZQ�KHDOWK��VDIHW\�DQG�ZHOOEHLQJ��DQG�XQGHUWDNH�KHDOWK�DQG�VDIHW\�GXWLHV�
DQG�UHVSRQVLELOLWLHV�IRU�\RXU�UROH�DV�VSHFLILHG�ZLWKLQ�:DUZLFNVKLUH�&RXQW\�&RXQFLOV�+HDOWK�DQG�6DIHW\�
3ROLF\��DQG�DOO�RWKHU�UHOHYDQW�KHDOWK�DQG�VDIHW\�SROLFLHV��DUUDQJHPHQWV��SURFHGXUHV��V\VWHPV�RI�ZRUN�DV�
VSHFLILHG�IRU�WKH�SRVW��UROH��

3RWHQWLDO�+D]DUGV�	�5LVNV�

7KH�SRWHQWLDO�VLJQLILFDQW�KD]DUG�V��DQG�ULVN�V��IRU�WKLV�MRE�DUH�LGHQWLILHG�EHORZ��WKRVH�WLFNHG���7KH�
SXUSRVH�RI�UHFRUGLQJ�WKLV�LQIRUPDWLRQ�RQ�WKH�MRE�GHVFULSWLRQ�LV�VR�WKDW�WKH�KHDOWK�VWDWXV�RI�WKH�SRWHQWLDO�
DQG�DFWXDO�SRVW�KROGHUV�FDQ�EH�DVVHVVHG�ZLWK�UHJDUG�WR�WKH�VLJQLILFDQW�KD]DUGV�DQG�ULVNV��7KHVH�KD]DUGV�
DQG�ULVNV�VKRXOG�EH�EDVHG�RQ�WKH�DSSURSULDWH�DFWLYLW\��SURFHVV�DQG�RU�RSHUDWLRQ�ULVN�DVVHVVPHQW�ZKHUHE\�
DOO�RI�WKH�VLJQLILFDQW�ULVNV�DUH�LGHQWLILHG��UHFRUGHG�DQG�DSSURSULDWHO\�FRQWUROOHG��7KH�OLVW�EHORZ�LV�WKHUHIRUH�
QRW�DQ�H[KDXVWLYH�OLVW�EHFDXVH�LW�LV�WKH�ULVN�DVVHVVPHQW�WKDW�GHWDLOV�DOO�VLJQLILFDQW�ULVNV�WKDW�FRXOG�DULVH�
RXW�RI�RU�LQ�FRQQHFWLRQ�ZLWK�WKH�ZRUN�DFWLYLW\��EXW�DQ\�RWKHUV�ZLOO�EH�LGHQWLILHG�LQ�WKH�µRWKHU¶�VHFWLRQ��

�3URYLVLRQ�RI�SHUVRQDO�FDUH�RQ�D�UHJXODU�EDVLV�� �'ULYLQJ�+*9�RU�/*9�IRU�ZRUN��

�5HJXODU�PDQXDO�KDQGOLQJ��ZKLFK�LQFOXGHV�
DVVLVWLQJ��PDQRHXYULQJ��SXVKLQJ�DQG�SXOOLQJ��RI�
SHRSOH��LQFOXGLQJ�SXSLOV��RU�REMHFWV�

�$Q\�RWKHU�IUHTXHQW�GULYLQJ�RU�SURORQJHG�GULYLQJ�
DW�ZRUN�DFWLYLWLHV��H�J��ORQJ�MRXUQH\V�GULYLQJ�
RZQ�SULYDWH�YHKLFOH�RU�:&&�YHKLFOH�IRU�ZRUN�
SXUSRVHV��

�:RUNLQJ�DW�KHLJKW��XVLQJ�ODGGHUV�RQ�D�UHJXODU��
UHSHWLWLYH�EDVLV�

�5HVWULFWHG�SRVWXUDO�FKDQJH�±�SURORQJHG�VLWWLQJ�

9�/RQH�ZRUNLQJ�RQ�D�UHJXODU�EDVLV� �5HVWULFWHG�SRVWXUDO�FKDQJH�±�SURORQJHG�VWDQGLQJ

�1LJKW�ZRUN� �5HJXODU�UHSHWLWLYH�EHQGLQJ��VTXDWWLQJ��
NQHHOLQJ�FURXFKLQJ�

�5RWDWLQJ�VKLIW�ZRUN� �0DQXDO�FOHDQLQJ��GRPHVWLF�GXWLHV�

�:RUNLQJ�RQ��RU�QHDU�D�URDG� �5HJXODU�ZRUN�RXWGRRUV�

9�6LJQLILFDQW�XVH�RI�FRPSXWHUV��GLVSOD\�VFUHHQ�
HTXLSPHQW��

9�:RUN�ZLWK�YXOQHUDEOH�FKLOGUHQ�RU�YXOQHUDEOH�
DGXOWV�

�8QGHUWDNLQJ�UHSHWLWLYH�WDVNV� 9�:RUNLQJ�ZLWK�FKDOOHQJLQJ�EHKDYLRXUV�

�&RQWLQXDO�WHOHSKRQH�XVH��FDOO�FHQWUHV�� �5HJXODU�ZRUN�ZLWK�VNLQ�LUULWDQWV��DOOHUJHQV�

�:RUN�UHTXLULQJ�KHDULQJ�SURWHFWLRQ��H[SRVXUH�WR�
QRLVH�DERYH�DFWLRQ�OHYHOV��

�5HJXODU�ZRUN�ZLWK�UHVSLUDWRU\�LUULWDQWV��DOOHUJHQV
�H[SRVXUH�WR�GXVW��IXPHV��FKHPLFDOV��ILEUHV��

�:RUN�UHTXLULQJ�UHVSLUDWRUV�RU�PDVNV� �:RUN�ZLWK�YLEUDWLQJ�WRROV��PDFKLQHU\�

�:RUN�LQYROYLQJ�IRRG�KDQGOLQJ� �:RUN�ZLWK�ZDVWH��UHIXVH�

�3RWHQWLDO�H[SRVXUH�WR�EORRG�RU�ERGLO\�IOXLGV� 9�)DFH�WR�IDFH�FRQWDFW�ZLWK�PHPEHUV�RI�WKH�SXEOLF�

�2WKHU��SOHDVH�VSHFLI\��� � � � � � �


