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ABSTRACT
7KH� DELOLW\� IRU� VRFLDO� DJHQWV� WR� HVWDEOLVK� SHUVRQDO
UHODWLRQVKLSV� ZLWK� WKHLU� XVHUV� LV� UHOHYDQW� QRW� RQO\� LQ
HQWHUWDLQPHQW�DSSOLFDWLRQV��EXW� � LV� LPSRUWDQW� LQ�PRVW� WDVN�
RULHQWHG� DSSOLFDWLRQV�� DQG� LV� DEVROXWHO\� FUXFLDO� LQ� FHUWDLQ
GRPDLQV� VXFK� DV� HGXFDWLRQ�� VDOHV� DQG� SV\FKRWKHUDS\�
)ROORZLQJ� KXPDQ� EHKDYLRU� DV� D� PRGHO�� WKH� SULPDU\
PHFKDQLVP� WKDW� VKRXOG� EH� XVHG� WR� HVWDEOLVK� WKHVH
LQVWUXPHQWDO� UHODWLRQVKLSV� LV�VRFLDO�GLDORJXH� LQ� WKH�FRQWH[W
RI� VLPXODWHG� IDFH�WR�IDFH� FRQYHUVDWLRQ�� � 3DVW� DQG� SUHVHQW
ZRUN� WR� GHYHORS� VXFK� �5HODWLRQDO� $JHQWV�� LV� SUHVHQWHG�
DORQJ�ZLWK�VXJJHVWLRQV�IRU�IXWXUH�UHVHDUFK�

Keywords
(PERGLHG� FRQYHUVDWLRQDO� DJHQW�� WUXVW�� VRFLDO� LQWHUIDFH�
QDWXUDO�ODQJXDJH�

INTRODUCTION
2YHU� WKH� ODVW� VHYHUDO� \HDUV� WKHUH� KDV� EHHQ� D� JURZLQJ
LQWHUHVW� LQ� VRFLDO� LQWHUIDFHV� ZKLFK� OHYHUDJH� XVHUV
� QDWXUDO
LQFOLQDWLRQV� WR� UHVSRQG� SV\FKRVRFLDOO\� WR� FRPSXWHU
JHQHUDWHG� VWLPXOL� DV� LI� WKH\� ZHUH� SURGXFHG� E\� DQRWKHU
SHUVRQ� LQ� WKH� FRQWH[W� RI� D� IDFH�WR�IDFH� LQWHUDFWLRQ�
([DPSOHV�LQFOXGH�WKH�FODVVLF�ZRUN�RI�5HHYHV�	�1DVV��>��@�
ZRUN�LQ�HPERGLHG�FRQYHUVDWLRQDO�DJHQWV��(&$V��>�@��DQG�D
VHULHV� �RI�DGGLWLRQDO�VWXGLHV�DQG�V\VWHPV�SXEOLVKHG�DW�&+,
DQG� HOVHZKHUH� �H�J��� >��@��� +RZHYHU�� FRPSDUHG� WR� W\SLFDO
KXPDQ�KXPDQ�VRFLDO�LQWHUDFWLRQ��WKHVH�VWXGLHV�DQG�V\VWHPV
KDYH�DQDO\]HG�DUWLIDFWV�WKDW�UHFRJQL]H�DQG�GLVSOD\�RQO\�WKH
PRVW� PLQLPDO� RI� VRFLDO� FXHV�� ,Q� WKH� FRPPHUFLDO� DUHQD�
SHRSOH� DSSHDU� ZLOOLQJ� WR� HQJDJH� DUWLIDFWV� VXFK� DV
7DPDJRWFKLV� DQG� )XUELHV� LQ� HYHQ� PRUH� VRSKLVWLFDWHG� DQG
HQFRPSDVVLQJ� VRFLDO� LQWHUDFWLRQV�� 7KLV� WUHQG� VHHPV� WR
LQGLFDWH� D� KXPDQ� UHDGLQHVV�� RU� HYHQ� QHHG�� WR� HQJDJH
FRPSXWDWLRQDO� DUWLIDFWV� LQ� GHHSHU� DQG� PRUH� VXEVWDQWLYH
VRFLDO�LQWHUDFWLRQV��8QIRUWXQDWHO\��JLYHQ�WKH�VWDWH�RI�WKH�DUW�
FXUUHQW�DUWLIDFWV�LQHYLWDEO\�OHW�XVHUV�GRZQ��7KH�V\VWHPV�DUH
W\SLFDOO\� GHVLJQHG� WR� LQWHUDFW� ZLWK� XVHUV� IRU� D� YHU\� EULHI
SHULRG�RI�WLPH��SURGXFH�D�YHU\�OLPLWHG�UDQJH�RI�VRFLDO�FXHV
DQG�EHKDYLRUV�� LJQRUH�PRVW�RU�DOO�RI� WKH�XVHU
V�VRFLDO�FXHV�
DQG±ZRUVW� RI� DOO±IRUJHW� HYHU\WKLQJ� DERXW� WKH� XVHU� WKH\
PLJKW�KDYH�OHDUQHG�GXULQJ�WKHLU�LQLWLDO�LQWHUDFWLRQ�

,Q�FRQWUDVW��ZH�KXPDQV�XVH�D�ZLGH�UDQJH�RI�EHKDYLRUV�DQG
FRPPXQLFDWLYH� PRGDOLWLHV� WR� EXLOG� G\QDPLF�� RQ�JRLQJ
UHODWLRQVKLSV�ZLWK�HDFK�RWKHU��:H�XVH� WKH�FRQWH[W�RI� IDFH�

WR�IDFH�FRQYHUVDWLRQ�WR�HQJDJH�LQ�VPDOO�WDON�WR�EXLOG�UDSSRUW
DQG� FRPPRQ� JURXQG�� LQWLPDF\� WKURXJK� VHOI�GLVFORVXUH�
FUHGLELOLW\� WKURXJK� WKH� XVH� RI� H[SHUW¶V� MDUJRQ�� VRFLDO
QHWZRUNV� WKURXJK� JRVVLS�� DQG� �IDFH�� WKURXJK� SROLWHQHVV�
:H�DUH�DEOH�WR�HQJDJH�QRW�RQO\�LQ�WKH�*ULFHDQ�PD[LPDOO\�
LQIRUPDWLYH� WDVN�RULHQWHG� IUDPH� RI� LQWHUDFWLRQ� W\SLFDOO\
DVVXPHG� LQ� +&,� >��@�� EXW� DUH� DEOH� WR� HQJDJH� LQ� SOD\�
MRNLQJ�� WHOOLQJ� VWRULHV�� WHDVLQJ�� DQG� FRXQWOHVV� RWKHU� IUDPHV
RI�LQWHUDFWLRQ��7KHVH�IUDPHV�DUH�LPSRUWDQW��EHFDXVH�WKH\�DUH
WKH�RQHV�W\SLFDOO\�XVHG�WR�EXLOG�DQG�PDLQWDLQ�UHODWLRQVKLSV�
+RZHYHU��WKH\�EUHDN�PDQ\�RI�WKH�IXQGDPHQWDO�DVVXPSWLRQV
EXLOW� LQWR� WUDGLWLRQDO� WDVN�RULHQWHG� LQWHUIDFHV�� VXFK� DV� WKH
*ULFHDQ� DVVXPSWLRQV� RI� UHOHYDQFH�� QRQ�UHGXQGDQF\�� DQG
WUXWKIXOQHVV� LQ� FRPPXQLFDWLRQ� �WKLQN� DERXW�PHVVDJHV� OLNH
�:RQGHUIXO� ZHDWKHU� ZH
UH� KDYLQJ����� � � :H� DOVR� XVH� D
P\ULDG�RI�QRQYHUEDO� FXHV� WR�GLVSOD\�RXU� DWWLWXGHV� WRZDUGV
HDFK�RWKHU��H�J����LPPHGLDF\��EHKDYLRUV�>��@��DQG�WR�VLJQDO
ZKHQ�WDON�VZLWFKHV�IURP�IUDPHV�RI�VRFLDO�LQWHUDFWLRQ�WR�WDVN
LQWHUDFWLRQ� DQG� EDFN� >��@�� 2XU� UHODWLRQVKLSV� SHUVLVW� RYHU
WLPH�� IURP�LQWHUDFWLRQ� WR� LQWHUDFWLRQ��DQG�\HW� WKH\�DUH�DOVR
G\QDPLF� LQ� QDWXUH��:H� FRQWLQXDOO\� UH�QHJRWLDWH� WKH� VWDWXV
RI� RXU� UHODWLRQVKLSV�� YHUEDOO\� DQG� QRQYHUEDOO\� SURSRVLQJ
FKDQJHV� LQ� VWDWXV�DQG� UHDFWLQJ� WR� VLPLODU�SURSRVDOV�E\�RXU
SDUWQHU�

:K\� VKRXOG�ZH� ERWKHU� WR� EXLOG� VXFK� FDSDELOLWLHV� LQWR� RXU
VRFLDO�DJHQWV"�,Q�WKH�UHPDLQGHU�RI�WKLV�SDSHU�,�ZLOO�GLVFXVV
WKH� LPSRUWDQFH� RI� SHUVRQDO� UHODWLRQVKLSV� LQ� KXPDQ�KXPDQ
LQWHUDFWLRQV�� QRW� RQO\� LQ� SXUHO\� VRFLDO� FRQWH[WV�� EXW� LQ
H[SOLFLWO\� WDVN�RULHQWHG� FRQWH[WV� DV� ZHOO�� DQG� ZK\� LW� LV
LPSRUWDQW�IRU�RXU�DJHQWV�WR�EH�DEOH�WR�SDUWLFLSDWH�LQ�WKHVH��,
ZLOO� WKHQ�DUJXH�WKDW�VRFLDO�GLDORJXH�LQ�WKH�FRQWH[W�RI�IDFH�
WR�IDFH� LQWHUDFWLRQ� LV� WKH� SULPDU\� PHFKDQLVP� WKDW� SHRSOH
XVH� WR� EXLOG� DQG� PDLQWDLQ� WKHLU� UHODWLRQVKLSV�� DQG� KRZ
VRFLDO� DJHQWV� FDQ� XVH� WKHVH� VDPH� WHFKQLTXHV� WR� PRYH
UHODWLRQVKLSV� ZLWK� XVHUV� LQ� D� GHVLUHG� GLUHFWLRQ�� )LQDOO\�� ,
ZLOO� UHYLHZ� SUHYLRXV� DQG� RQ�JRLQJ� ZRUN� LQ� EXLOGLQJ

UHODWLRQDO� DJHQWV
� ZKLFK� KDYH� VRPH� RI� WKHVH� FDSDELOLWLHV�
DQG� FRQFOXGH� � ZLWK� VRPH� REVHUYDWLRQV� DERXW� IXWXUH
GLUHFWLRQV�IRU�WKLV�ZRUN�

THE IMPORTANCE OF PERSONAL RELATIONSHIPS
%HIRUH� GLVFXVVLQJ� WKH� LQVWUXPHQWDOLW\� RI� SHUVRQDO
UHODWLRQVKLSV� LQ� DUHQDV� LQ� ZKLFK� WKH� PRUH� SHUVRQDO�� QRQ�
WDVN�RULHQWHG��DVSHFWV�RI� UHODWLRQVKLS�GR�SOD\�DQ� LPSRUWDQW
UROH��LW�LV�LQVWUXFWLYH�WR�ILUVW�ORRN�DW�WKH�UROH�RI�UHODWLRQVKLSV



LQ� DUHQDV� LQ� ZKLFK� WKH� PRUH� SHUVRQDO� DVSHFWV� RI
UHODWLRQVKLSV�DUH�GRZQSOD\HG�

2QH� H[DPSOH� RI� VXFK� DQ� DUHQD� LV� WKH� ZRUOG� RI� FRUSRUDWH
EXUHDXFUDF\�� (YHQ� LQ� WKLV� DUHD�� WKH� GHYHORSPHQW� RI� D
QHWZRUN�RI�LQWHUSHUVRQDO�UHODWLRQVKLSV�KDV�EHHQ�IRXQG�WR�EH
FULWLFDO� WR� D� JHQHUDO�PDQDJHU
V� DELOLW\� WR� LPSOHPHQW� KLV� RU
KHU�DJHQGD��DQG�WKH�TXDOLW\�RI�WKHVH�UHODWLRQVKLSV�KDV�EHHQ
IRXQG�WR�EH�D�NH\�GHWHUPLQDQW�RI�PDQDJHULDO�HIIHFWLYHQHVV�
,Q�RWKHU� VWXGLHV�� VXERUGLQDWHV� UHSRUWLQJ�JRRG� UHODWLRQVKLSV
ZLWK� VXSHULRUV� KDYH� EHHQ� IRXQG� WR� EH� EHWWHU� SHUIRUPHUV�
DVVXPH� PRUH� UHVSRQVLELOLW\� DQG� FRQWULEXWH� PRUH� WR� WKHLU
XQLWV�WKDQ�WKRVH�UHSRUWLQJ�SRRU�UHODWLRQVKLSV�>��@�

,Q�WKH�VWXG\�RI�VHUYLFH�LQWHUDFWLRQV��UHVHDUFKHUV�GLIIHUHQWLDWH
EHWZHHQ�VHUYLFH�UHODWLRQVKLSV��LQ�ZKLFK�D�FXVWRPHU�H[SHFWV
WR� LQWHUDFW� DJDLQ� LQ� WKH� IXWXUH� ZLWK� WKH� VDPH� VHUYLFH
SURYLGHU��DQG�YLFH�YHUVD���SVHXGRUHODWLRQVKLSV�� LQ�ZKLFK�D
FXVWRPHU� H[SHFWV� WR� LQWHUDFW� DJDLQ� LQ� WKH� IXWXUH� ZLWK� WKH
VDPH� ILUP� �EXW� QRW� WKH� VDPH� SHUVRQ��� DQG� VHUYLFH
HQFRXQWHUV�� LQ� ZKLFK� WKHUH� DUH� QR� VXFK� H[SHFWDWLRQV� RI
IXWXUH� LQWHUDFWLRQV�� ,Q� D� VHULHV� RI� VXUYH\V� LQYROYLQJ� �����
VXEMHFWV�� *XWHN�� HW� DO�� IRXQG� WKDW� VXEMHFWV� ZKR� DUH� LQ
VHUYLFH�UHODWLRQVKLSV�UHSRUWHG�PRUH�WUXVW�LQ�DQG�NQRZOHGJH
RI� WKHLU� VHUYLFH� SURYLGHUV��PRUH� LQWHUHVW� LQ� FRQWLQXLQJ� WKH
LQWHUDFWLRQ�� DQG�PRUH� ZLOOLQJQHVV� WR� UHIHU� WKH� SURYLGHU� WR
RWKHUV�� WKDQ� FXVWRPHUV� LQ� HLWKHU� SVHXGRUHODWLRQVKLSV� RU
VHUYLFH� HQFRXQWHUV� >��@�� 7KH� UHVXOWV� DOVR� LQGLFDWH� WKDW� D
VHUYLFH� UHODWLRQVKLS� ZLWK� D� SDUWLFXODU� KXPDQ� VHUYLFH
SURYLGHU� LV� VLJQLILFDQWO\� PRUH� HIIHFWLYH� DW� HQJHQGHULQJ
WUXVW�� FRPPLWPHQW� DQG� UHIHUUDOV� WKDQ� DWWHPSWV� WR� HVWDEOLVK
EUDQG�RU�ILUP�OR\DOW\�

,Q�DGGLWLRQ�WR�WKHVH�PRUH�JHQHUDO�ZRUN�UHODWHG�LVVXHV��WKHUH
DUH�VRPH�DSSOLFDWLRQ�GRPDLQV� LQ�ZKLFK� WKH� IRUPDWLRQ�RI�D
TXDOLW\� SHUVRQDO� UHODWLRQVKLS� LV� VHHQ� QRW� DV� DQ� DGGHG
EHQHILW�� EXW� DV� D� SUHUHTXLVLWH� WR� D� VXFFHVVIXO� RXWFRPH�
([DPSOHV� LQFOXGH� FHUWDLQ� W\SHV� RI� VDOHV�� HGXFDWLRQ�� DQG
SV\FKRWKHUDS\�GRPDLQV�

:LWKLQ� VDOHV�� WKH� FXVWRPHU�VDOHVSHUVRQ� UHODWLRQVKLS� LV
LPSRUWDQW�WR�VXFFHVVIXO�VDOHV�RXWFRPHV��HVSHFLDOO\�LQ�PDMRU
SXUFKDVH�VLWXDWLRQV�VXFK�DV�UHDO�HVWDWH�ZKHUH�WKHUH�LV�ERWK�D
YHU\�VLJQLILFDQW�FRPPLWPHQW�DW� VWDNH��DQG� WKH�EX\HU�DJHQW
UHODWLRQVKLS� PXVW� FRQWLQXH� IRU� VHYHUDO� ZHHNV� RU� PRQWKV
XQWLO� D� WUDQVDFWLRQ� LV� FORVHG� >��@�� 7KH� UHODWLRQVKLS
GLPHQVLRQ� XVXDOO\� FUHGLWHG� ZLWK� WKLV� LV� WUXVW� LQ� WKH
VDOHVSHUVRQ�� 2QH� FRQFHSWLRQ� RI� WUXVW� LV� WKDW� LW� LV� D
FRPSRVLWH�RI� WKH�SHUFHLYHG�EHQHYROHQFH�DQG�FUHGLELOLW\�RI
DQ�DJHQW�>��@��2WKHU�FRQFHSWLRQV�YLHZ�WUXVW�DV�D�SURFHVV�RI
XQFHUWDLQW\�UHGXFWLRQ�>�@���,Q�HLWKHU�RI�WKHVH�YLHZV��WUXVW�LV
VRPHWKLQJ� WKDW� PXVW� EH� LQFUHPHQWDOO\� EXLOW� XS� RYHU� WLPH�
DQG� WKXV� UHIOHFWV� D� SDUWLFXODU� GLPHQVLRQ� RI� LQWHUSHUVRQDO
UHODWLRQVKLS�EHWZHHQ�D�VDOHVSHUVRQ�DQG�KLV�RU�KHU�FOLHQW�

:LWKLQ�.��� HGXFDWLRQ�� WKHUH� LV� HYLGHQFH� WKDW� UHODWLRQVKLSV
EHWZHHQ�VWXGHQWV�DUH� LPSRUWDQW� LQ�SHHU� OHDUQLQJ�VLWXDWLRQV�
LQFOXGLQJ� SHHU� WXWRULQJ� DQG� SHHU� FROODERUDWLYH� OHDUQLQJ
PHWKRGRORJLHV� >��@�� &ROODERUDWLRQV� EHWZHHQ� IULHQGV
LQYROYHG� LQ� WKHVH� H[HUFLVHV� KDV� EHHQ� VKRZQ� WR� SURYLGH� D

PRUH� HIIHFWLYH� OHDUQLQJ� H[SHULHQFH� WKDQ� FROODERUDWLRQ
EHWZHHQ� DFTXDLQWDQFHV� >��@�� )ULHQGV� KDYH� EHHQ� VKRZQ� WR
HQJDJH� LQ� PRUH� H[WHQVLYH� GLVFRXUVH� ZLWK� RQH� DQRWKHU
GXULQJ�SUREOHP�VROYLQJ��RIIHU�VXJJHVWLRQV�PRUH�UHDGLO\��DUH
PRUH� VXSSRUWLYH� DQG�PRUH� FULWLFDO� WKDQ� QRQ�IULHQGV�� ,Q� DW
OHDVW�RQH�H[SHULPHQW��IULHQGV�ZRUNHG�ORQJHU�RQ�WKH�WDVN�DQG
UHPHPEHUHG�PRUH�DERXW�LW�DIWHUZDUGV�WKDQ�QRQ�IULHQGV�

,Q� SV\FKRWKHUDS\�� WKH� SRVLWLYH� HIIHFW� RI� D� JRRG� WKHUDSLVW�
SDWLHQW� UHODWLRQVKLS� RQ� WKHUDSHXWLF� RXWFRPHV� KDV� EHHQ
GHPRQVWUDWHG� LQ� VHYHUDO� VWXGLHV�� DQG� KDV� HYHQ� EHHQ
K\SRWKHVL]HG�WR�EH�WKH�FRPPRQ�IDFWRU�XQGHUO\LQJ�WKH�PDQ\
GLYHUVH� DSSURDFKHV� WR� SV\FKRWKHUDS\� ZKLFK� VHHP� WR
SURYLGH� DSSUR[LPDWHO\� HTXDO� UHVXOWV� >��@�� � 7KH� GLPHQVLRQ
RI� WKH� WKHUDSLVW�SDWLHQW� UHODWLRQVKLS� WKDW� LV� FUHGLWHG� ZLWK
WKHVH� SRVLWLYH� DWWULEXWHV� LV� WKH�ZRUNLQJ� DOOLDQFH�� ZKLFK� LV
WKH� QRQ�WUDQVIHUHQWLDO� ERQG� EHWZHHQ� WKH� WKHUDSLVW� DQG
SDWLHQW�� EDVHG� RQ� � WUXVW� DQG� EHOLHI� LQ� HDFK� RWKHU� DV� WHDP�
PHPEHUV�ZRUNLQJ�WR�DFKLHYH�WKH�GHVLUHG�RXWFRPH�

THE ROLE OF SOCIAL DIALOGUE IN BUILDING
RELATIONSHIPS
*LYHQ�WKH�LPSRUWDQFH�RI�SHUVRQDO�UHODWLRQVKLSV�LQ�DFKLHYLQJ
ERWK�VRFLDO�DQG�LQVWUXPHQWDO�REMHFWLYHV��KRZ�GR�SHRSOH�JR
DERXW�EXLOGLQJ�DQG�PDLQWDLQLQJ�WKHP"�7KHUH�LV�D�JUHDW�GHDO
RI� HYLGHQFH� WKDW� LQGLFDWHV� WKDW� UHODWLRQVKLSV� DUH� SULPDULO\
GHYHORSHG�WKURXJK�VRFLDO�GLDORJXH�LQ�WKH�FRQWH[W�RI�IDFH�WR�
IDFH�FRQYHUVDWLRQ��6RPH�UHVHDUFKHUV�JR�DV�IDU�DV�WR�VD\�WKDW
UHODWLRQVKLSV� WKHPVHOYHV� DUH� VWULFWO\� GLDORJLFDO� HQWLWLHV�
FRQVWLWXWHG� LQ� WDON� >��@�� +HUH�� ,� GHILQH� VRFLDO� GLDORJXH� DV
WDON� LQ� ZKLFK� WKH� UHODWLRQDO� DVSHFWV� RI� LQWHUDFWLRQ� WDNH
SUHFHGHQFH� RYHU� LQVWUXPHQWDO� DVSHFWV� �ZLWK� �SKDWLF
FRPPXQLRQ��EHLQJ�WKH�SXUHVW�IRUP�RI�VRFLDO�GLDORJXH�>��@��
&RQYHUVDWLRQ� QHHG� QRW� EH� VWULFWO\� VRFLDO� RU� WDVN�RULHQWHG�
7KH�WZR�NLQGV�RI�FRQYHUVDWLRQ�FDQ�EH�WLJKWO\�LQWHUOHDYHG�LQ
WDVN� HQFRXQWHUV� �IRU� H[DPSOH��� DQG� VRPH� EHOLHYH� WKDW� DOO
PHVVDJHV�FDQ�EH�FKDUDFWHUL]HG�E\�GHJUHH�RI��SKDWLFLW\��>�@�

)DFH�WR�IDFH� LQWHUDFWLRQ� LV� LPSRUWDQW� IRU� UHODWLRQVKLS
EXLOGLQJ�� QRW� RQO\� EHFDXVH� LW� LV� WKH� PRVW� SULPDO� IRUP� RI
ODQJXDJH�� EXW� EHFDXVH� RI� WKH� ZLGH� UDQJH� RI� QRQYHUEDO
PRGDOLWLHV� DYDLODEOH� WR� LQWHUORFXWRUV�� 1RW� RQO\� DUH
QRQYHUEDO� VNLOOV� FUXFLDO� LQ� WKH� IRUPDWLRQ� RI� LQLWLDO
LPSUHVVLRQV� LQ� UHODWLRQVKLSV��EXW� WKH\�KDYH�EHHQ�VKRZQ� WR
FRUUHODWH� ZLWK� DQ� LQGLYLGXDO
V� SRSXODULW\� DQG� WKH� VL]H� RI
WKHLU�VRFLDO�QHWZRUN�>��@���,PPHGLDF\��EHKDYLRUV� �OHDQLQJ
WRZDUGV� RQH
V� SDUWQHU�� ORRNLQJ� WKHP� LQ� WKH� H\H�� VPLOLQJ�
HWF���KDYH�EHHQ�VKRZQ�LQ�VHYHUDO�VWXGLHV�WR�EH�DQ�LPSRUWDQW
FKDQQHO�IRU�FRPPXQLFDWLQJ�DIILOLDWLRQ��DIIHFW�DQG�LQFOXVLRQ
ZLWK�RQH
V�SDUWQHU�>��@�

RELATIONAL AGENTS
,I� RXU� VRIWZDUH� DJHQWV� DUH� WR� SHUIRUP� DV� HIIHFWLYH� FR�
ZRUNHUV��VDOHV�DJHQWV��WHDFKHUV��DQG�WKHUDSLVWV��WKH\�QHHG�WR
OHYHUDJH�UHODWLRQVKLSV�LQ�WKH�VDPH�ZD\�WKDW�SHRSOH�GR��ZLWK
WKH� DELOLW\� WR� LQWHQWLRQDOO\� FKDQJH� WKHLU� UHODWLRQVKLS� ZLWK
WKH�XVHU�DV�QHFHVVDU\�WR�DFKLHYH�WDVN�JRDOV�

0\� UHVHDUFK� LQ� WKLV� DUHD� KDV� EHHQ� LQ� WKH� GHYHORSPHQW� RI
5HODWLRQDO� $JHQWV�� ZKLFK� DUH� VRIWZDUH� DJHQWV� FDSDEOH� RI



EXLOGLQJ� VRFLDO� UHODWLRQVKLSV� ZLWK� SHRSOH� >�@�� 5HODWLRQDO
$JHQWV� PDLQWDLQ� D� UHSUHVHQWDWLRQ� RI� WKH� DVVHVVHG� VWDWH� RI
WKH� UHODWLRQVKLS�� DQG� XVH� WKLV� UHSUHVHQWDWLRQ� WR� SODQ� ERWK
UHODWLRQVKLS�DSSURSULDWH� EHKDYLRUV�� DV� ZHOO� DV� EHKDYLRUV
GHVLJQHG�WR�PRYH�WKH�UHODWLRQVKLS�DORQJ�D�GHVLUHG�WUDMHFWRU\
LQ�RUGHU�WR�DFKLHYH�WDVN�REMHFWLYHV�

5HODWLRQDO�$JHQWV�PXVW�PDLQWDLQ�D�PRGHO�RI�WKHLU�SHUFHLYHG
UHODWLRQVKLS�ZLWK�WKH�XVHU��DV�D�EDVLV�IRU�SODQQLQJ�UHODWLRQDO
DQG� WDVN� EHKDYLRUV�� 5HODWLRQVKLSV� KDYH� EHHQ� PRGHOHG� LQ
PDQ\�ZD\V�� LQ� WHUPV�RI� WKH� UHVRXUFHV� WKH\�FDQ�SURYLGH� WR
HDFK� SDUWQHU�� LQ� WHUPV� RI� VWDJHV� RI� FKDQJH�� LQ� WHUPV� RI
VRFLDO� H[FKDQJH� PRGHOV� �DFWXDO� HTXLW\� RU� HTXDOLW\�
LQYHVWPHQW� DQG� FRPPLWPHQW��� RU� LQ� WHUPV� RI� GLPHQVLRQV
VXFK� DV� SRZHU� DQG� VRFLDO� GLVWDQFH� >��� �@�� ,� KDYH� XVHG� WKH
ODWWHU� FKDUDFWHUL]DWLRQ�� H[SDQGLQJ� VRFLDO� GLVWDQFH� LQWR
VROLGDULW\� �OLNH�PLQGHGQHVV��� DIIHFW�� DQG� IDPLOLDULW\�
IROORZLQJ�6YHQQHYLJ�>��@��,�IXUWKHU�H[SDQG�IDPLOLDULW\�LQWR
D� EUHDGWK� GLPHQVLRQ�� WR� FDSWXUH� QRWLRQV� RI� FRPPRQ
JURXQG��DQG�D�GHSWK�GLPHQVLRQ��WR�FDSWXUH�QRWLRQV�RI�VRFLDO
SHQHWUDWLRQ�WKHRU\��7KLV�PRGHO�SURYLGHV�ERWK�D�ILQH�HQRXJK
JUDQXODULW\� WKDW� LW� FDQ� EH� XSGDWHG� FRQWLQXRXVO\� GXULQJ
LQWHUDFWLRQ��DQG�VXIILFLHQW�LQGHSHQGHQW�GLPHQVLRQV�VR�WKDW�LW
FDQ�UHSUHVHQW�D�ZLGH�UDQJH�RI�SRVVLEOH�UHODWLRQDO�VWDWHV�

5HODWLRQDO� $JHQWV� SODFH� PDQ\� WKHRUHWLFDOO\� LQWHUHVWLQJ
GHPDQGV� RQ� DFWLRQ� SODQQLQJ� V\VWHPV�� D� QXPEHU� RI� ZKLFK
KDYH�QRW�EHHQ�DGHTXDWHO\�±�RU�DW�DOO�±�DGGUHVVHG�E\�H[LVWHQW
DSSURDFKHV� WR� SODQQLQJ� LQ� FODVVLF�$,� V\VWHPV�� �$� SODQQHU
IRU� UHODWLRQDO� LQWHUDFWLRQ� PXVW� EH� DEOH� WR� PDQDJH� DQG
SXUVXH� PXOWLSOH� LQWHUDFWLRQDO� JRDOV�� VRPH� RU� DOO� RI� ZKLFK
PD\� EH� SHUVLVWHQW� RU� QRQ�GLVFUHWH�� ,W� LV� QRW� VXIILFLHQW� WKDW
WKH� SODQQHU�ZRUN� RQ� RQH� JRDO� DW� D� WLPH�� VLQFH� D� SURSHUO\
VHOHFWHG�XWWHUDQFH�FDQ�� IRU�H[DPSOH�� VDWLVI\�D� WDVN�JRDO�E\
SURYLGLQJ�LQIRUPDWLRQ�WR�WKH�XVHU�ZKLOH�DOVR�DGYDQFLQJ�WKH
UHODWLRQDO�JRDOV�RI�WKH�DJHQW���,Q�DGGLWLRQ��PDQ\�JRDOV��VXFK
DV�LQWLPDF\�RU�IDFH�JRDOV�>����@��DUH�EHWWHU�UHSUHVHQWHG�E\�D
PRGHO�LQ�ZKLFK�GHJUHHV�RI�VDWLVIDFWLRQ�FDQ�EH�SODQQHG�IRU�
UDWKHU� WKDQ� WKH� GLVFUHWH� DOO�RU�QRWKLQJ� JRDOV� W\SLFDOO\
DGGUHVVHG�LQ�$,�SODQQHUV�>��@��7KH�GLVFRXUVH�SODQQHU�PXVW
DOVR�EH�YHU\� UHDFWLYH�� VLQFH� WKH�XVHU
V� UHVSRQVHV�FDQQRW�EH
DQWLFLSDWHG�� 7KH� DJHQW
V� JRDOV� DQG� SODQV� PD\� EH
VSRQWDQHRXVO\� DFKLHYHG� E\� WKH� XVHU� �H�J��� WKURXJK
YROXQWHHUHG� LQIRUPDWLRQ�� RU� LQYDOLGDWHG� �H�J��� E\� WKH� XVHU
FKDQJLQJ� KLV�KHU� PLQG�� DQG� WKH� SODQQHU� PXVW� EH� DEOH� WR
LPPHGLDWHO\�DFFRPPRGDWH�WKHVH�FKDQJHV�

5HODWLRQDO�$JHQWV�PXVW�DOVR�EH�FDSDEOH�RI�QHJRWLDWLQJ�DQG
SDUWLFLSDWLQJ�LQ�D�ZLGH�UDQJH�RI�LQWHUDFWLRQDO��IUDPHV��>��@
LQFOXGLQJ��DW�D�PLQLPXP��VRFLDO�DQG�WDVN�RULHQWHG�IUDPHV�RI
LQWHUDFWLRQ��)LQDOO\��LI�VLWXDWHG�LQ�WKH�FRQWH[W�RI�IDFH�WR�IDFH
LQWHUDFWLRQ��5HODWLRQDO�$JHQWV�PXVW�EH�FDSDEOH�RI�XVLQJ�DQG
XQGHUVWDQGLQJ� ODQJXDJH� IRU� ERWK� WDVN� DQG� UHODWLRQDO
SXUSRVHV��DV�ZHOO�DV�UHFRJQL]LQJ�DQG�SURGXFLQJ�VRPH�UDQJH
RI�UHOHYDQW�QRQYHUEDO�FRQYHUVDWLRQDO�DQG�UHODWLRQDO�FXHV�

Previous and On-Going Work in Relational Agents
,Q�KHU�ERRN��/LIH�RQ�WKH�6FUHHQ���6KHUU\�7XUNOH�GHVFULEHV
SHRSOH
V� UHDFWLRQV� WR� (/,=$� DQG� FRPSXWHU�EDVHG

SV\FKRWKHUDS\�� DQG� FRQFOXGHV� WKDW� RYHU� WKH� ODVW� ��� \HDUV
SHRSOH� KDYH� EHFRPH� PRUH� FRPIRUWDEOH� ZLWK� WKH� LGHD� RI
FRPSXWHU�SV\FKRWKHUDS\�DQG�UHODWLRQVKLSV�ZLWK�FRPSXWHUV�
HYHQ� FLWLQJ� D� SULPLWLYH� H[DPSOH� RI� SV\FKRDQDO\WLF
WUDQVIHUHQFH�WR�D�FRPSXWHU� �>��@��,Q�PRUH�UHFHQW�ZRUN�VKH
KDV� VWXGLHG� SHRSOH
V� DFFHSWDQFH� RI� �5HODWLRQDO� 2EMHFWV�
VXFK� DV� 7DPDJRWFKLV�� )XUELHV� DQG� URERWLF� GROOV� ZKLFK
LQWHUDFW�ZLWK�SHRSOH�RQ�D�UHODWLRQDO�DQG�SV\FKRORJLFDO�OHYHO�
�SXVKLQJ� RXU� HYROXWLRQDU\� EXWWRQV�� E\� V\QWKHVL]LQJ
HPRWLRQDO�GLVSOD\V�DQG�VRFLDO�EHKDYLRU�

,Q�D�VHULHV�RI�VWXGLHV�LQ�WKH��&RPSXWHUV�$V�6RFLDO�$FWRUV�
SDUDGLJP��UHVHDUFKHUV�KDYH�GHPRQVWUDWHG�WKH�SRVVLELOLW\�RI
PDQLSXODWLQJ�WKH�XVHU
V�UHODWLRQVKLS�ZLWK�D�FRPSXWHU�XVLQJ
D� ZLGH� UDQJH� RI� EHKDYLRUV�� 5HHYHV� 	� 1DVV� GHPRQVWUDWHG
WKDW�XVHUV� OLNH�FRPSXWHUV�PRUH�ZKHQ�WKH�FRPSXWHU�IODWWHUV
WKHP� >��@�� 0RUNHV�� .HUQDO� DQG� 1DVV� GHPRQVWUDWHG� WKDW
FRPSXWHU�DJHQWV� WKDW�XVH�KXPRU�DUH�UDWHG�DV�PRUH� OLNDEOH�
FRPSHWHQW� DQG� FRRSHUDWLYH� WKDQ� WKRVH� WKDW� GR� QRW� >��@�
0RRQ�GHPRQVWUDWHG�WKDW�D�FRPSXWHU�WKDW�XVHV�D�VWUDWHJ\�RI
UHFLSURFDO�� GHHSHQLQJ� VHOI�GLVFORVXUH� LQ� LWV� �WH[W�EDVHG�
FRQYHUVDWLRQ�ZLWK� WKH�XVHU�ZLOO�FDXVH� WKH�XVHU� WR� UDWH� LW�DV
PRUH� DWWUDFWLYH�� GLYXOJH� PRUH� LQWLPDWH� LQIRUPDWLRQ�� DQG
EHFRPH�PRUH� OLNHO\� WR� EX\� D� SURGXFW� IURP� WKH� FRPSXWHU
>��@�

)LQDOO\�� WKHUH� LV� D� JURZLQJ� ERG\� RI� ZRUN� RQ� WKH� WRSLF� RI
XVHU� WUXVW� LQ� FRPSXWHUV�� 7UXVW� LV� D� SDUWLFXODUO\� UHOHYDQW
FRQVWUXFW� IRU� 5HODWLRQDO� $JHQWV�� VLQFH� LW� LV� D� PHDVXUDEOH
RXWFRPH� RI� UHODWLRQVKLS� GHYHORSPHQW�� 7UXVW� LQGLFDWHV� D
SRVLWLYH� EHOLHI� DERXW� WKH� SHUFHLYHG� UHOLDELOLW\� RI�
GHSHQGDELOLW\� RI�� DQG� FRQILGHQFH� LQ� D� SHUVRQ�� REMHFW�� RU
SURFHVV�� DQG� LV� RQH� RI� WKH� NH\� FRPSRQHQWV� XVHG� LQ� WKH
DVVHVVPHQW�RI�FRPSXWHU�FUHGLELOLW\�>��@��5HODWLRQDOO\��WUXVW
LV� DQ� DQWHFHGHQW� WR� VHOI�GLVFORVXUH� >��@�� LV� DQ� LPSRUWDQW
FRPSRQHQW� RI� LQWLPDF\� >�@�� DQG� WUXVWZRUWK\� VRXUFHV� DUH
JHQHUDOO\� PRUH� SHUVXDVLYH� >��@�� � 5HVHDUFK� RQ� KXPDQ�
FRPSXWHU� LQWHUIDFHV� KDV� IRXQG� VHYHUDO� LQWHUHVWLQJ� UHVXOWV
ZLWK�UHVSHFW�WR�WUXVW�DQG�FUHGLELOLW\���,W�KDV�EHHQ�IRXQG�WKDW
WUXVW� LQ� LQWHOOLJHQW� V\VWHPV� LV� KLJKHU� IRU� V\VWHPV� WKDW� FDQ
H[SODLQ�DQG�MXVWLI\�WKHLU�GHFLVLRQV�>��@���$OVR��SHGDJRJLFDO
DJHQWV�� HVSHFLDOO\� WKRVH� WKDW� DUH� KLJKO\� H[SUHVVLYH�� DIIHFW
VWXGHQWV¶�SHUFHSWLRQV�RI�WUXVW��WKHVH�DJHQWV�DUH�SHUFHLYHG�DV
KHOSIXO��EHOLHYDEOH��DQG�FRQFHUQHG�>��@�

Small Talk in REA
(PERGLHG� &RQYHUVDWLRQDO� $JHQWV� DUH� DQWKURSRPRUSKLF
FRPSXWHU� FKDUDFWHUV� WKDW� HPXODWH� HOHPHQWV� RI� IDFH�WR�IDFH
FRQYHUVDWLRQ� WKURXJK� WKH� XVH� RI� VSHHFK�� JD]H�� JHVWXUH�
LQWRQDWLRQ�DQG�RWKHU�QRQYHUEDO�PRGDOLWLHV� >�@��*LYHQ� WKHLU
XVH� RI� QDWXUDO� ODQJXDJH� DQG� QRQYHUEDO� FRPPXQLFDWLYH
PRGDOLWLHV�� (&$V� SURYLGH� DQ� LGHDO� SODWIRUP� IRU� EXLOGLQJ
5HODWLRQDO�$JHQWV�

2YHU� WKH� ODVW� WZR� \HDUV��P\�ZRUN� KDV� IRFXVHG� RQ� DGGLQJ
UHODWLRQDO� FDSDELOLWLHV� WR� 5($�� D� UHDO�WLPH�� PXOWL�PRGDO�
OLIH�VL]HG�(&$�ZKR�KDV�D�IXOO\�DUWLFXODWHG�JUDSKLFDO�ERG\�
FDQ� VHQVH� WKH� XVHU� SDVVLYHO\� WKURXJK� FDPHUDV� DQG� DXGLR
LQSXW�� DQG� LV� FDSDEOH� RI� VSHHFK� ZLWK� LQWRQDWLRQ�� IDFLDO



GLVSOD\��DQG�KDQG�JHVWXUH�>�@��5HDO�HVWDWH�VDOHV�ZDV�VHOHFWHG
DV� WKH� DSSOLFDWLRQ� GRPDLQ� IRU� 5($� EHFDXVH� RI� WKH
RSSRUWXQLW\�LW�SUHVHQWV�WR�H[SORUH�D�WDVN�GRPDLQ�LQ�ZKLFK�D
VLJQLILFDQW� DPRXQW� RI� VRFLDO� GLDORJXH� QRUPDOO\� RFFXUV�
:LWKLQ�WKLV�GRPDLQ�,�KDYH�IRFXVHG�RQ�PRGHOLQJ�WKH�LQLWLDO
LQWHUYLHZ� EHWZHHQ� DQ� DJHQW� DQG� D� SURVSHFWLYH� EX\HU�
VWXG\LQJ� WKH� UROH�RI�VRFLDO�GLDORJ� LQ� WKHVH�HQFRXQWHUV��DQG
PRGHOLQJ�WKH�EHKDYLRU�RI�WKH�UHDO�HVWDWH�DJHQW�LQ�D�GLDORJXH
SODQQHU� IRU�5($� >��� ��� �@��7KLV�SODQQHU� LQFRUSRUDWHV�ERWK
WDVN� WDON±GXULQJ� ZKLFK� 5($� DVNV� TXHVWLRQV� DERXW� XVHUV¶
EX\LQJ�SUHIHUHQFHV±DQG�VPDOO� WDON±ZKHQ�5($� WDONV�DERXW
WKH� ZHDWKHU�� HYHQWV� DQG� REMHFWV� LQ� KHU� VKDUHG� SK\VLFDO
FRQWH[W�ZLWK� WKH�XVHU��H�J��� WKH� ODE�VHWWLQJ���RU� WHOOV�VWRULHV
DERXW�WKH�ODE��KHUVHOI��RU�UHDO�HVWDWH�

7KH� SODQQHU� PDNHV� FRQWULEXWLRQV� WR� WKH� FRQYHUVDWLRQ� LQ
RUGHU�WR�PLQLPL]H�WKH�IDFH�WKUHDW�WR�WKH�XVHU��DQG�PD[LPL]H
WUXVW�� ZKLOH� SXUVXLQJ� WDVN� JRDOV� LQ� WKH� PRVW� HIILFLHQW
PDQQHU�SRVVLEOH��7KDW� LV�� LW�DWWHPSWV� WR�GHWHUPLQH� WKH�IDFH
WKUHDW�RI�WKH�QH[W�FRQYHUVDWLRQDO�PRYH��DVVHVV�WKH�VROLGDULW\
DQG� IDPLOLDULW\� WKDW� FXUUHQWO\� KROGV� ZLWK� WKH� XVHU�� DQG
MXGJHV� ZKLFK� WRSLFV� ZLOO� VHHP� PRVW� UHOHYDQW� DQG� OHDVW
LQWUXVLYH�WR�XVHUV���$V�D�IXQFWLRQ�RI�WKHVH�IDFWRUV��LW�FKRRVHV
ZKHWKHU� RU� QRW� WR� HQJDJH� LQ� VPDOO� WDON�� DQG�ZKDW� NLQG� RI
VPDOO�WDON�WR�FKRRVH�

:LWKLQ� WKLV� IUDPHZRUN�� 5($� GHFLGHV� WR� GR� VPDOO� WDON
ZKHQHYHU� FORVHQHVV� ZLWK� WKH� XVHU� QHHGV� WR� EH� LQFUHDVHG
�H�J���EHIRUH�D�WDVN�TXHU\�FDQ�EH�DVNHG���RU�WKH�WRSLF�QHHGV
WR�EH�PRYHG�OLWWOH�E\�OLWWOH�WR�D�GHVLUHG�WRSLF�DQG�VPDOO�WDON
FRQWULEXWLRQV�H[LVW�WKDW�FDQ�IDFLOLWDWH�WKLV�

,Q� DQ� H[SHULPHQW� LQYROYLQJ����KXPDQ� VXEMHFWV�� VPDOO� WDON
ZDV� GHPRQVWUDWHG� WR� LQFUHDVH� XVHUV
� WUXVW� LQ� 5($� IRU
H[WURYHUWV� �IRU� LQWURYHUWV� LW� KDG� QR� HIIHFW�� � >�@�� 2QH� RI
WKLQJV� ,� OHDUQHG� IURP� WKLV� H[SHULPHQW� LV� WKDW�PDQ\�SHRSOH
IHHO� VWURQJO\� DERXW� WKHLU� OLNH� RU� GLVOLNH� RI� VPDOO� WDON�
LQGLFDWLQJ� WKDW� HLWKHU� WHFKQLTXHV� VKRXOG� EH� GHYHORSHG� WR
DXWRPDWLFDOO\�GHWHUPLQH�WKLV�SUHIHUHQFH��RU�XVHUV�VKRXOG�EH
JLYHQ� WKH� DELOLW\� WR� PRYH� GLUHFWO\� LQWR� WDVN� WDON� LI� WKH\
GHVLUH�� ,� DOVR� GLVFRYHUHG� WKDW� SXUHO\� DJHQW�OHG� VRFLDO
GLDORJXH��ZLWKRXW�DQ\�XSWDNH�RQ�XVHU�FRQWULEXWLRQV��TXLFNO\
EHFDPH� XQQDWXUDO� DQG� GHVWUR\HG� WKH� LOOXVLRQ� RI� KDYLQJ� D
FDVXDO�FKDW�

CONCLUSION
:H� PXVW� HQGRZ� RXU� VRIWZDUH� DJHQWV� ZLWK� UHODWLRQDO
FRPSHWHQFLHV�LI�WKH\�DUH�WR�PHHW�XVHUV
�QDWXUDO�H[SHFWDWLRQV�
DQG� OHYHUDJH� WKH� SRZHU� RI� SHUVRQDO� UHODWLRQVKLSV� LQ� ERWK
VRFLDO� DQG� WDVN�RULHQWHG� DSSOLFDWLRQV�� 7KH�PRVW� SURPLVLQJ
URXWH� WR� LPSOHPHQWLQJ� VXFK� 5HODWLRQDO� $JHQWV� LV� WKURXJK
HPXODWLQJ�IDFH�WR�IDFH�FRQYHUVDWLRQ�ZLWK�XVHUV�

&RQVWUXFWLQJ� VXFK� DJHQWV� LV� DQ� H[FLWLQJ� DQG� FKDOOHQJLQJ
UHVHDUFK�DUHD�ZKLFK�SUHVHQWV�PDQ\�WKHRUHWLFDOO\�LQWHUHVWLQJ
SUREOHPV� IRU� IXWXUH� ZRUN�� )RU� H[DPSOH�� H[DFWO\� KRZ� LV
UHODWLRQDO� PHDQLQJ� FRQYH\HG� LQ� VRFLDO� GLDORJXH"� ,W� LV
W\SLFDOO\�QRW�FRQYH\HG�LQ�D�OLWHUDO��WUXWK�FRQGLWLRQDO�PDQQHU
��,�ZDQW� WR� EH� \RXU� IULHQG���� �/HW
V� EXLOG� VRPH� UDSSRUW����
EXW� LQGLUHFWO\� WKURXJK� VRPH� IRUP� RI� FRQYHUVDWLRQDO

LPSOLFDWXUH�>��@��:KLFK�HOHPHQWV�RI�UHODWLRQDO�GLDORJXH�DUH
FXOWXUDOO\�GHSHQGHQW� DQG� ZKLFK� DUH� XQLYHUVDO� �H�J��� DV
%URZQ� 	� /HYLQVRQ� FODLP� DERXW� 3ROLWHQHVV� 7KHRU\� >�@�"
:KLFK� FRQYHUVDWLRQDO� DQG� QRQYHUEDO� EHKDYLRUV� DUH
HVSHFLDOO\� FUXFLDO� IRU� GLIIHUHQW� VWDJHV� RI� UHODWLRQVKLS
IRUPDWLRQ�DQG�PDLQWHQDQFH"�+RZ�FDQ�SHRSOH�JXDUG�DJDLQVW
GHFHSWLRQ�RQ�WKH�SDUW�RI�UHODWLRQDO�DJHQWV"

0\� FXUUHQW� UHVHDUFK� LV� LQ� WKH� DUHD� RI� KHDOWK� EHKDYLRU
FKDQJH� DQG� FRQFHUQV� WKH� GHYHORSPHQW� RI� D� SHUVRQDO
H[HUFLVH� WUDLQHU� DJHQW� WR� KHOS� XVHUV� DGRSW� DQG� DGKHUH� WR� D
SURJUDP� RI� UHJXODU� H[HUFLVH�� ,Q� WKLV� HQGHDYRU� ,� KRSH� WR
IXUWKHU� GHPRQVWUDWH� WKDW� VRFLDO� GLDORJXH� LV� QRW� MXVW� D
IULYROLW\�WR�LQFUHDVH�WKH�QRYHOW\�RI�DQWKURSRPRUSKLF�DJHQWV�
EXW� DQ� HVVHQWLDO� FRPSRQHQW� LQ� OHYHUDJLQJ� WKH� VRFLDO
SV\FKRORJ\� RI� KXPDQ�FRPSXWHU� LQWHUDFWLRQ� WR� DFKLHYH
RXWFRPHV�RI�VLJQLILFDQW�EHQHILW�WR�XVHUV�
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