A METHOD AND SYSTEM FOR COLLECTI NG STAKEHOLDER RELATI ONSHI P DATA Techni ca
Field The present invention relates to nodeling, neasuring and nanagi ng

st akehol dwo 208l@tssenshi ps. More particul arly, the inventcomwmneloabessto the
col l ection, analysis and reporting of data associated with a plurality of
st akehol der rel ationship causality nodels in order to neasure the relative
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appropriate action plans. Background Art Stakeholders are affected by and
can affect an organi zation and nust be recogni zed and managed accordi ngly.
Ther ef ormechistalM@élal der rel ationships lie at the core of an organization and
may include external relationships and internal relatlonshlps Sone
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managers acr oss broad spectrum of industries. Furthernore ere is great
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departments, etc. It is understandable that the complex process of initiating, developing and
maintaining stakeholder relationships in a coordinated and timely manner should be central to
the relative success and sustainability of an organisation.

20 Many parties are vitally interested in the status and relative health of stakeholder
relationships including management, shareholders, financiers, government, market analysts and
others. Indeed, a review of contemporary job descriptions demonstrates that stakeholder
management prowess is viewed as an important prerequisite for managers across a broad
spectrum of industries. Furthermore, there is great interest in attempting to predict the

25  behavioural intentions of stakeholder groups, with a particular focus on two groups (customers
and employees) due to their direct impact on financial results. Many organisations rely on
stakeholder feedback systems to monitor performance and guide improvement efforts. These
typically take the form of surveys of varying quality that focus on collecting data, often to
determine ‘report card’ or single measures such as satisfaction, engagement or advocacy. In

30  some cases, a practice has emerged whereby surveys are comprised of a single question. While

the availability of any feedback must inherently provide some benefit to those who rely on the



sone cases, a practice has energed whereby surveys are conprised of a
single question. Wile the availability of any feedback nust inherently
provi de swoeotsneesskt to those who rely on thedata, totalPCratU2amde0G8 a
"report card' netric such as a satisfaction score or an advocacy score to
make critical decisions unrealistically over-estimates the actionability of
the data. In other words, a single 'report card' neasure has little utility
in guiding effective managerial action,and seriously inperils decisions
concerni ng successful and sustainabl e Stakehol der rel ationshi p managenent .
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In a practical sense, whilst it may be of assistance to know what the most important
20  stakeholder experience(s) and attitude(s) are in driving behavioural intentions, the ability to
alter each experience and attitude may differ considerably for each organisation and stakeholder
group in terms of relevance, practicality and cost. Furthermore, managers would appreciate
some guidance as to the expected change in behavioural intentions and actual behaviours which
will result from a proposed investment or activity to change a single or set of stakeholder
25  experiences and attitudes.

It is an object of the present invention to overcome the shortcomings and disadvantages
of existing methods, systems, and practices associated with the use of ‘report card’ metrics such
as satisfaction scores and advocacy scores and to provide an improved framework, method,
system and manner of manufacture for stakeholder relationship data collection, analysis and

30  measurement which is capable of taking data and making projections about expected changes in



system and manner of manufacture for stakehol der relationship data

col l ection, analysis and neasurenent which is capable of taking data and
maki ng prwpeotoisss6about expect ed changes i nbehavi our al PCmiAandiomoso3and
actual behaviours should certain stakehol der experiences and attitudes, as
identified by research (McHale 2004), be nodified. D sclosure of Invention
In accordance with the teachings of the present invention, a framework,

met hod, conput er-i npl enent ed systen1ang manner of manufacture is provided
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latent behavioural intention variables, a plurality of actual behaviours and organizational
20 performance.

According to a second aspect of the invention, there is provided a method of modeling
and measuring phenomena associated with a plurality of stakeholder experiences, stakeholder
attitudes and stakeholder behavioural intentions for use in assessing the state of all manner of
stakeholder relationships and planning for performance optimisation, the method comprising

25  identifying and depicting a plurality of latent variables, identifying and depicting direct and
indirect causal processes between the latent variables, completing statistical testing on collected
data, calculating ‘Strength of Relationship Index’ score and ‘Outcomes’ score and identifying
specific latent variables likely to have the largest positive impact on stakeholders’ behavioural
intentions, actual behaviours and associated organizational performance.

30 According to a third aspect of the invention, there is provided a system for compiling

and presenting data collection instruments associated with a plurality of stakeholder



i ntentions, actual behaviours and associ ated organi zati onal performance.
According to a third aspect of the invention, there is provided a system
for conpiwOnglmasspr esenti ng data col |l ecti on instrunment #Casdgneiodves3wi th a
plurality of stakehol derrelationship causality nodels, nanagi ng data
col l ection processes, conducting statistical tests. variable analytics and
i npacts cal cul ati ons, and generating action plans and reports associ at ed
with a plurality of stakehol der experignces, st akehol der attitudes and

st akehol der behavioural intentions for 'use in assessing the state of al
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to the acconpanyi ng drawi n in which: Fig., 1 illustrates the postul ated

S. 1 . H
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st akehol . | i.ps in accordance with an enbodi nent of the
invggti§ﬁ§£3§%%g%kﬁﬁﬁugtrates the relative inportance of a plurality of
experienti al Azosldaltio b tickhnsbect efttedinve@ionathb@ss provided a system for assessing the

state of all manner of stakeholder relationships and planning for performance optimisation, the
system comprising a stakeholder survey software module, a variable analytics software module,
a impacts calculation software module and a action plan generation software module.
20 Brief Description of Drawings
Embodiments of the present invention are now described by way of an example with
reference to the accompanying drawings, in which:
Fig. 1 illustrates the postulated framework for representing the hierarchy, flow and
linkages within stakeholder relationships in accordance with an embodiment of
25 the invention;
Fig. 2 illustrates the relative importance of a plurality of experiential and attitudinal
latent variables;
Fig. 3a illustrates an example of one high level causal model of customer stakeholder
relationship latent variables in accordance with an embodiment of the invention;
30 Fig. 3b illustrates a detailed section of a causal model of customer stakeholder

relationship variables in accordance with an embodiment of the invention;



Fig. 3a illustrates an exanple of one high |l evel causal nodel of custoner
st akehol der rel ationship |atent variables in accordance with an enbodi nent
of the irwernpioomssskig. 3b illustrates a detail ed secti orCofAlROBAOGERB NnDde
of custoner stakehol der relationship variables in accordance with an

enbodi nent of the invention;Fig. 4 is a software block diagramillustrating
the top | evel software nodules for performng the user interface | anguage
conversion, data collection, analytics, di agnostics, action planning and
reporting functions associated with stakehol der relationships; Fig. 5ais a

sof tware bl ogle. di a0y @ifwakd IS¢ @hd rﬁhﬁ lﬂlmﬁ‘adﬁ%@leftéﬂ‘é’vﬁ@aftm edslet esr t he
st akehol der survey software nDd is a process flowchart

depi cting the opeP@ﬂH@ﬁ@ibéﬂﬁﬁﬂﬁ@ﬂwéﬁﬂmﬁ@g%%§W@%5md@¥a@ﬂkﬁ@@lgmﬂﬂﬁé{e
modul e; Fig. 6a 'ﬁm %ﬁ£§%@fﬁ;@hﬁﬁ&zﬁ??ﬁé?@@%&hﬂﬁ%ﬁﬁ%baﬂwéQﬁhQ%anﬂ&Qm’and

met hods for the varra ana I CS S0 rocess
fl owshart depicti rgptiohéhipper ati ons performed by the variable analytics
software nodule; Fig. 7a is a software bl ock diagra |IIustrat|ng the data
flow and met Ktgls2 fS&rSOftWérqW@gr@wﬂmra&l%ﬁhe %tfa?lsw{raél dpgsdhpds forthy. 7b is a

process flowchart qgdepiciki éﬂ%ft%ﬁ:rrﬁ&du@&s perfornmed by the inpacts

cal cul ati on software nodu Fig. 8ai1s a software bl ock di agram
illustrating F@ﬁhisfd mceanﬂoweltahnhbmctmg thelpemtbnsqrerfpleet Igethestakéhohdes of t war e
nodule; Fig. 8b is a cess f%ﬁmchart depi cting the operations perforned
by the action plaﬁnb ﬁ?ﬁﬂﬁo $tware nodule; Fig. 9a is a software bl ock

di agnam i || ustd g4 isnGsoflahre H1b@VMi s TRishadsy the Hath fRwW MRMdthGRAG AL | on
software nodule; Fig. 9b is a process flowchart depicting the operations

performed by the rapbletangytiey wftware moduleiar e nodule; Fig. 10 is a diagram
depicting t h%igq glg ?sbaapsrgceségﬁgaghalflttcielp{cﬁgg th% peragogstp% Olhl’gel eyr th%gr%{ble
analytics software module;
Fig. 7a is a software block diagram illustrating the data flow and methods for the
15 impacts calculation software module;
Fig. 7b is a process flowchart depicting the operations performed by the impacts
calculation software module;
Fig. 8a is a software block diagram illustrating data flow and methods for the action
plan generation software module;
20 Fig. 8b is a process flowchart depicting the operations performed by the action plan
generation software module;
Fig. 9a is a software block diagram illustrating data flow and methods for the report
generation software module;
Fig. 9b is a process flowchart depicting the operations performed by the report
25 generation software module;
Fig. 10 is a diagram depicting the database schema utilized by the stakeholder model
library within the present invention;
Fig. 11 depicts an example of a report illustrating the data results generated by the
variable analytics software module;
30 Fig. 12 depicts an example of a report illustrating the data results generated by the

impacts calculation software module.



library within the present invention; Fig. 11 depicts an exanple of a
report illustrating the data results generated by the variabl e anal ytics
sof t war e woadnlogeddsg. 12 depicts an exanpl e of a report PCriAIRDI0A0003g t he
data results generated by the inpacts cal cul ati on software nodul e. Best Mde
For Carrying Qut the Invention Enbodi ments of the present invention will be
described in nore detail with reference to a specific inplenentation
relating to custonmer stakeholders. It will be appreciated that the present

i nvention may be used in conjunction wth existing techniques and software
t ool s t BektVlobeForCha i Oitthddhdertidnl ection, statistical analysis and
reporting functions. Variations and additions are expected with different
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optimise organisational performance.

The identification of key latent variables that influence customers’ behavioural

intentions, the relative importance of these variables to behavioural intentions and the tracking
20  of the relative performance of the organisation on these key variables allows the organisation to
allocate resources to targeted areas where return on investment can be maximised.

The present invention utilizes a plurality of novel stakeholder relationship causality
models, each consisting of a plurality of latent variables reflecting the nature and context of the
relationships to be assessed, and a novel modular software system in order to ascertain the

25  impacts between manifest variables and latent variables and the impacts between latent
variables, the likely impacts between behavioural intentions and actual behaviours and to
compile appropriate action plans designed to enhance organizational performance.

Customers’ actual behaviours (such as remaining a customer, repeatedly buying goods
and services and positively or negatively advocating the organisation to other parties) are

30  preceded by their behavioural intentions and these, in turn, are directly influenced by a

combination of their experiences and attitudes. Customer experiences also influence their



vari ables, the |likely inpacts between behavioural intentions and actual
behaviours and to conpil e appropriate action plans designed to enhance
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pl ural i tinsted olhatsqnk. fridhd2Rin@s;, d8leag@iEnigial addawRdYndIBiteal §) vty ﬁmyapmtwtenan
others (refer to figure 2), that are considered by the custoner( s%@
ed by a

i por t art negativRly EIcRmcAE thetrspanisinm gachity gaods prcserViensdotia desehed s
p| ur1§1| ' th|¥er9[[1re RLE0 & ﬁpé/efhe%ggfﬁ% cettggescpvaﬂgf)]e?? e%?te@ ﬁar@éteéﬁea [J I uenced

by actual experiences, are characterised as I ntangl
enoti on fhmeldvamahsleehideﬁaﬁ inaltudé butnird e lipdedso fovicq mlhelrﬂyr @inbghistee yind piceng

bonds between, the custoner. and the organjsation cific, attjtudinal
| atent vari aghegtﬂil@e&@ﬁlqaa%Og%leriiraarerv@éﬁ %ﬁaomﬁlareﬁége PHAH{t EhES! on
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can dlrectly influence th cust mer’s
by the customer(s) as important in determining their behavioural intentions 20, represented by a

20 plurality of latent variables 22. While these variables are also influenced by actual experiences,
they are characterised as intangible and emotion-based variables that form the basis for
potentially very strong bonds between the customer and the organisation. Specific attitudinal
latent variables 18 can have both direct and indirect influences on customers’ behavioural
intentions 20. For example, attitudinal variable A can directly influence the customer’s

25  behavioural intention B and also influence attitudinal variable G but not attitudinal variables C
and K. In other words, attitudinal latent variables 18 tend to exhibit a significantly greater level
of complexity and interrelatedness in explaining their influence on customers’ behavioural
intentions 20 than do the experiential latent variables 18.

This invention incorporates a plurality of novel stakeholder relationship causality

30 models (each comprised of a plurality of dependent and independent latent variables



behavi oural intention B and al so influence attitudinal variable G but not
attitudinal variables C and K. In other words, attitudinal |atent variables
18 tend twoenrtwdssssea significantly greater |evel of compCert2y10z000033
interrelatedness in explaining their influence on custoners' behavioural
intentions 20 than do the experiential |atent variables 18. This invention
incorporates a plurality of novel stakeholder relationship causality nodels
(each conprised of a plurality of depegdent and i ndependent | at ent

vari abl esrepresenti ng stakehol der experiences 12, attitudes 14 and

behavi ouépésehtitgedtdkeBsl8er2Rpericdcd 2 ggitude$ €4 SiREShAViEur@PiAte@X bnsY t@tlbgte of
rel ati onshi ps between di screte stakehol der groups and an organi sation. Such

st akeholtifePegjfio apyexiayd pruetvdrdatcushipebetysensdisdietp sakehordsakrogps angtadr nal .
Wth ref tQ fi i i I I tation of
one of RS hueh BikcholRy alolBl Sl B SO BT L AR R REAR, 2

i denbi f iVéith eXpeideentipat 330hands sbtvntatdginialel 3¢hry@niatibl efSoress dei @k@then t h

cust oner behavioural intentions 34. Wth reference to figure 3b, there is
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i ndependent latent vari ables 36 ntegrity, equity and conpetence) and a
si ngl e dependéitt refeatrento figure bl ther8 8 showonfalsibdeltionks#che winetdustomedependent and

dependent . varjabl es.is neasured using.at .| east. one, nani fest variable 39 but
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eachost akahftdRteg-alid: 1008 Rhfatawsal didorityTREEty {ddnehipdicAd) bhea GiHgleomer

st akehol der exanple) contains a series of sub nodels that, when taken in
t hei r t depdndeny laterdyraadnds tdeaflisho Eeclsofdke depradentahdtepsnddnt pagablesas i ty

nodel . | ndependent .|.atent vari abl e have djrect and/ i.ndi rect
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vari abl esrigfes. I i tSRMMottNBhEAEE StakddeRIONR 1 dtidHERE Bdedlity hteNincalingaht es. 1 n
each case, it is possible to predict hypothetical shifts in specific

behavi oGrEPMEHAkERoIdeIsx2mPlsY coniFiny wisies plosubmeodsksithasr Yegctakengh thepdetatifye
oy 1o, o enciip A6 A igtdt PN B A, BFec T B ACRBSE LAMR MBI AR, | o

t hem t o hhweadilzesindp shditeonlinkagsits baanbdr mortellepaideMatag viaripisles doependran]asat i onal
out cones such as custoner ret%ntion and increased, nmarket share through
advocacy 2 1aRESHN}e {108 dBS RRses DgeRTes Bdepepdsng latent ¥ st Weeathgpsedbisl  sof t war e
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| anguage conversion, “survey fornul ation an

performances of specific experiential 12 and attitudinal 14 variables. From these hypothetical

20  shifts, it is then possible to estimate the extent of changes needed to get them to the best
position consistent with achieving improved organisational outcomes such as customer
retention and increased market share through advocacy.

With reference to figure 4, there is shown the top level software modules of the present

invention for performing the user interface, language conversion, survey formulation and

25  presentation, data collection, analytics, impact diagnostics, action plan generation and reporting
functions. In essence, the software modules allow the user to interface with and control other
modules, prepare and present stakeholder surveys in an appropriate language, collect data and
process stakeholder case data in order to measure stakeholder relationships, determine
behavioural intentions and their likely impacts upon actual behaviours and organizational

30  performance, generate appropriate action plans for improved performance and produce and

present reports and dashboards in an appropriate language.



presentation, data collection, analytics, inpact diagnhostics, action plan
generation and reporting functions. In essence, the software nodul es all ow
t he user wo 20rvsgsace with and control other nodul es, pPEpaTRIBNIG0(3Besent
st akehol der surveys in an appropriate | anguage, collect data and process
st akehol der case data in order to neasure stakehol der rel ationshi ps,
determ ne behavioural intentions and their |ikely inpacts upon actual
behavi ours and organi zati onal perfornapce, generate appropriate action

pl ans for inproved performnce and produce and present reports and

dashboar ds i mhedserRREORE ndldalel ANYLGEdNS 4486¢ utilivee Féracesipgduie 40 is
connected to and is utilized for accessing and controlling all other

sof t war eonfsdlinga] efher seifyaermedprstangd axsterm fungBonsrod sharpresepU@REIIOR. A survey
sof t war e nodyl ' il - f I epting, in an
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scale from1l-7 their levels of agreenent with statenents relative to
cert ai n Stakkldldonsiveps typicalipaskeschakeholdepo esberte @r 2Hékegsoala&dml laf elndir

vari abl es, t? ether with nultiple choice ueftio s relating.to stakehol der
ehar act SVEST BN HID PHETEHD BIRRR R A RUPROAEDBGS ROUTEPECRt | o
l'i nkgd tpﬁbduaﬁnﬁ%@lﬁeéﬁ@lvQ%lé@ptégéthérixmﬁﬁmtiﬂ}% AbRe YhdstibAeslatiletdRiNch&asr and

| atent variables (and associ ated wordi ngs) assigned to the specific
causal i charpgetastics ) Inrthd pretented eambpdimenn therrdedy stadkker{dlislbnkegrto ths. stakehdidar t hi s

E PO ST SR P AL, 8 B ety ot o
channel (§ignd8 td Be Ypecifitt @Rty msiQ&K reldvahephRNiatenbar dga@RyHedteud. hwithissul ti ng

data out put, including respondent characteristics, is date and tine stanped
and st offdgempodimanty gplichpldersugtya pesbstibutedio apdidag ivenisried fiom vakepoldem ni nary

analiyse -dﬁ? ' - ARRMS 9% - ? ? r
el 150 PRSP TR 5 LR R ML
speci fi hatdcapy) tand themuiting ddardugiis, istlading tdspaldemrvhhiisedstands pite dd gme
descriptive statistics and |atent varjable related data outputs. Wthin
this rma@m@ei Bt wared g yrethiaietbrsridalayge comeleien erreiainatnalyses-
i ndi cating aAssta‘f‘i'agl@raﬁalg&&rs%ftév%%rrﬁ&i%'[@ AGPBE SRR QYieky RlbaReuf ergance,
typically between 0 and 100. A 'Strength of Rel ationship Index' score is
cal cul atled and stakehahleatedpionstipradsaity snodsl sphafipo®intto venplateentious statistical
20  analyses and produce descriptive statistics and latent variable related data outputs. Within this
module scores are calculated for each of the latent variables indicating a standard score
representing perceived level of performance, typically between 0 and 100. A ‘Strength of
Relationship Index’ score is calculated using an algorithm that sums the positive latent
variables representing stakeholder experiences 12 and attitudes 14 (excluding stakeholder
25  behavioural intentions 20) before deducting the negative latent variables representing
stakeholder experiences 12 and attitudes 14. A ‘Outcomes’ score is also calculated using an
algorithm that sums the positive latent variables representing valued stakeholder behavioural
intentions 20 before deducting negative latent variables representing behavioural intentions 20.

In the preferred embodiment, data output from this software module is utilized for three

30 purposes; firstly, calculating the predicted impacts of behavioural intentions 20 on



vari abl es representing stakehol der experiences 12 and attitudes 14
(excl udi ng st akehol der behavi oural intentions 20) before deducting the
negat i ve wateriovesssi abl es representi ng stakehol der experPCemaesioldosad
attitudes 14. A Qutcomes' score is also cal culated using an al gorithmthat
suns the positive latent variables representing val ued stakehol der

behavi oural intentions 20 before deducting negative |atent vari abl es
representing behavioural intentions 20, In the preferred enbodi nent, data
output fromthis software nodule is utvﬁized for three purposes; firstly,
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rate. TRASCHRLP <_~)°r“i‘“5‘i1t aﬁm‘éaé SERSPT g AU ES P REHat a

gener at aderhye dul@nicrpaeit, %X?éﬂt&wnﬁﬁﬂ @Pofrfmgla ehévthOa @it RABhLER) e gBBET at €
action plan descriptions fromthe linked action plan |ibrary database 49.
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nt ext ual
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library 49°is continuously updated with new'versions of action plans that
can be coefficients) in terms of their estimated impact on behavioural intentions 20. The suggested

20  action plans may be interim in nature and form the basis for more detailed, contextual and
nuanced action plans utilizing additional information exogenous to the invention but
nonetheless specific to the organisation’s operating environment and strategic intent. The
action plan library 49 is continuously updated with new versions of action plans that can be
utilized with future uses of the method and system.

25 The report generation software module 50 utilizes the data generated by the stakeholder
survey 41, user interface 40, variable analytics 45, impacts calculation 46 and action plan
generation 48 software modules to generate from the reports library 50a a range of
predetermined reports and dashboards specific to the inputs and outputs of the method and
system.

30 The present invention provides diagnostic rules relating to each software module to

assist the user to detect conditions which indicate the breach of predetermined tolerances and



utilized with future uses of the nethod and system The report generation
software nodule 50 utilizes the data generated by the stakehol der survey
41, user wotzeroieess640, vari abl e anal ytics 45, inpacts caCtwEabioomonss and
action plan generation 48 software nodul es to generate fromthe reports
library 50a a range of predeterm ned reports and dashboards specific to the
i nputs and out puts of the nethod and system The present invention provides
di agnostic rules relating to each softhare nodul e to assist the user to
detect conditions which indicate the blr each of predeterm ned tol erances

andt hi s tiisisaehiefates fye@enediabndibe SN dsiteach Qv Boli@E vRaRdrepoltt war e
nmodul e via the report generation nodule 50. Figure 5a depicts the software
i npl emrederarition BIIHG. pref erred enbodi nent for the stakehol der survey

sof tware nod 4. gyfgp M%J [ i required
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specifications 52 define the variables to he neasured and the relationship
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4 1 has acquir appropriate s a 54 and sta ol der
r el at i onsihabpesgabs alengwyedmdehe seionshi bitweersmaififest vaeiablondrehlinkied latawi ewed and

manual | odi fi as r.equired). the user ta finaljse,, The stakehol der
Torvay varti bl neuire s Hehaohiulth o8 R aabh? ek Eid Bt M cat o
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comuni cation channels 43. At a predeterm ned date and time or earlier when

t he predetsektyinmsig! speathicaticnn 2 che tgnient af resigwoeynd mepuly emdiead (bewquiccapt ur ed,

e ot S PrECTREU s Sl Ehira B R R AR Ay LY bR £~ ©

screeni mgtead (cddaniniate ith kaedtbdgalbBsIdeisph URtriuad the biresy vieXphropiid t he
data, manipulating the data and checking the reliability of any scal es

associ are@municAtieHRet 4 hndit 4 Rreeqierminad das 496 timapricagicppéeieed enbodi ment
L 1 SO OOt B SEVEDE BRI B SRS R0 S
concl usinorulef4 trheiepesehd recoded sianal Juse date@nd sithie\seiynps alsedattahiad wislesthlagsed i n
e o inary ahaloes 56 Such oS Screoning b clianthg, Extraning Reserptve Stattics, & | oPOT!
gener at PEhiminary analy g 2, g p ,
exploring the data, manipulating the data and checking the reliability of any scales associated
with manifest and latent variables. In the preferred embodiment it is recognized that manual
20  intervention may be required by a suitably skilled and trained person to complete the
preliminary analyses 56. At the conclusion of the preliminary analyses 56, survey case data is
stored in the variables database 44 and relevant reports are produced by the report generation
software module 50. The present invention continuously adds historical survey case data to the
variables database for future use by the method and system.
25 Figure 5b shows the processing steps for the stakeholder survey software module 41.
The stakeholder survey module 41 executes the survey content aggregation function in order to
retrieve particular stakeholder data 54 and the stakeholder relationship causality model
specifications 52 based upon predetermined criteria. For example, the predetermined criteria
may include retrieving stakeholder data and linked model specifications associated with

30 customers with a mortgage and who reside within a particular area. Based upon that criteria,

the stakeholder data 54 and the relevant stakeholder relationship causality model specifications



sof tware nodul e 50. The present invention continuously adds historical
survey case data to the variabl es database for future use by the nethod and
system HRvQuow/Bhssshows the processing steps for the sta&keal20evoosn3svey
software nodul e 41. The stakehol der survey nodule 4 1 executes the survey
content aggregation function in order to retrieve particul ar stakehol der
data 54 and the stakehol der relationship causality nodel specifications 52
based upon predetermned criteria. For,.exanple, the predetermi ned criteria
may include retrieving stakehol der dat%zand | i nked nodel specifications
associ atedratetrRvedlaidaBREA heWakib oﬂth@'@fd}ﬁ@@iesué\@ﬁ cohent’ Gk dervay tdttdht &
particul ar area. Based upon that criteria, the stakehol der data 54 and the
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identified stakehol ders via the preferred communjcation channel (s) 43. The
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with an emhedded |ink to an online surv ccessi bl e through t i nternet,
Whi |- o HBTO ey MR BEr YRS Am U it ATEHAR FGE 6T o6 RURBEITHG cont act
and 18t i liflro@IHBE smtsiRGehHBe &hORARS ré@lle AArsMS Rathdeany off phdie nambyeay for
conpletion and return in the mail. The survey response data retrieval

f unct i osomactred stilbotbers secake hgphdes cadlamadprdecepypoinbe suatyafof conplatioeadr al i zed
dat a filg?%hag has, been popul ated with data col |l ected across vari ous
connuniéa]iéﬂl% ﬂ%els before conpleting a series of prelimnary anal yses

56. A prel i mMTA@kuvenbpeaesddreidvantubbiaxBnk iR sest fkehawerstak g abeige survey
response data and determ nes ang actions that may be required to
f

st at i st ida@ifrom aegniratizadiataiils khak Bascheen periped with data cplgeéd acepss vgiduag t he
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i nt er veREIWBH M ARY OREGUESS [ StHEtiep 2481 EhS SBFLQIdeR TSRS 8747 RHPES St 8base

44, the data in the variables database 44. The preliminary analyses function 56 is described in the
following reference: J. Pallant (2001) SPSS Survival Manual, Allen & Unwin, Australia, pp.

20 36-87. After the preliminary analyses function 56 has been completed, with the possibility of
some manual intervention, and the resulting data are stored in the variables database 44,
predetermined reports are produced by the report generation module 50 for the user to review to
ensure the data results are within predetermined tolerances. The user may proceed to execute
the variable analytics module 45. If the user wishes to continue execution, the variable

25  analytics module 45 utilizes the case data stored in the variables database 44 in order to analyse
the data and produce latent variable related data outputs and scores representing perceived level
of performance, typically between 0 and 100. The present invention provides for full
automation of the analytics 45, impacts 46, action plan generation 48 and report generation 50
modules by allowing the complete execution of the variable analytics module 45, the impacts

30  calculation module 46, the action plan generation module 48 and the report generation module

50 before returning control back to the user. Therefore, the present invention is not limited to a



predeterm ned reports are produced by the report generation nodule 50 for
the user to review to ensure the data results are within predeterm ned

t ol erancewO 20tp09asser nay proceed to execute the vari abl @eCamdi2gtovooso3sodul e
45. |f the user wi shes to continue execution, the variable analytics nodul e
45 utilizes the case data stored in the variabl es database 44 in order to
anal yse the data and produce | atent variable related data outputs and
scores representing perceived | evel of,performance, typically between 0 and
100. The present invention provides for full automation of the analytics
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by allow ng the conpl ete execution of the variable analytics nodule 45, the
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report generatli i.n on| . t ser.
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vari abl e analytics nodul e 45 scores are cal culated for each of the |atent
var i abl égandadiizzdicbeificans valndar Witbkmohevarepleaselyticngogae 4% sooetd arecabdulaéd
20  for each of the latent variables indicating a standard score representing perceived level of
performance, typically between 0 and 100. A ‘Strength of Relationship Index” score is
calculated for the latent variables representing stakeholder experiences 12 and attitudes 14
(excluding stakeholder behavioural intentions 20) predefined in the specific stakeholder
relationship causality model 52 and a further ‘Outcomes’ score is calculated for the latent
25  variables representing stakeholder behavioural intentions 20 defined in the same causality
model. In the preferred embodiment, data output from this module is utilized, firstly, as input
to the report generation module 50, secondly, as input to the impacts calculation module 46
which calculates the predicted impacts of behavioural intentions 20 on organizational

performance 16 and, thirdly, for updating and redefining, as required, the existing stakeholder

30  relationship causality models 52 stored in the stakeholder model library 42. A predetermined



performance, typically between 0 and 100. A 'Strength of Relationship

I ndex' score is calculated for the | atent vari abl es representing

st akehol d&0 2ep@s856nces 12 and attitudes 14 (excludi ng sCalaanolodeoo33

behavi oural intentions 20) predefined in the specific stakehol der

rel ati onship causality nodel 52 and a further Qutcones' score is calcul ated
for the |atent variables representing stakehol der behavioural intentions 20
defined in the sanme causality nodel. I%Q1 the preferred enbodi nent, data
output fromthis nmodule is utilized, firstly, as input to the report

gener at is@bf fepdets & f28duct@ QR te repsrt gt dnandcige S0Rad the 6@pGitk@h ifen modul e
46 which cal culates the predicted inpacts of behavioural intentions 20 on
or gani zd@ﬁlmﬁnabé}cﬁ Brodelade faghapser talgviedlt y, for updatl ng and redefining, as
required, th 1 or ed
in the stake (ﬁ% éh’ag'el?ﬁelﬁg%grly‘f Zfﬁgseéﬂia{he%gﬁ é\ér)arln&l éé‘%frg%ggléﬁt@z?ﬁ

pr odﬁcedammmm;ttiaenfod@le 46 lgﬁaﬁs@bnmnlamdltﬂheld&)swﬁeyngtat Mghe @pproptiattr om t he
vari abl e anal ytics m)dule 45 for the user to review Figure 6b shows the

pr ocessiPh e@ﬂcéﬁéurw dathareyelfip e fer B arpesed ‘@é?ff%}ge”ﬁlﬁﬂlm%ﬂs@sa afpusis

vari abl Gc‘ecﬁﬁlﬁ{lélstl cs nodule 45 retrieves particul ar stakehol der survey dat a.
The appropriate stakehol der survey data are retrieved for the purpose of
undert aki ng Vastlytie vatiable sbdlytads naotaleys Isarﬂoﬁnhmcut@monlfanalsmls yrocthdlvar i abl e

analytlcs nodul e 45 rf rmsac rel ati qn. an roces

ot of i AEeNEe o Brptth e gt Mo Tngr H RS AR B ved] B SReHI P bet veen
pai g ohoMrti.gdhhBse PRSI F&ﬂloﬂ&lfﬁwtﬁwsp'eblﬂ@@traké’lﬁh(ﬁl” FQNARALRS chRalidenciieesd fi C
st akehol der rel ati onshl p causality nodel 52 linked to the stakéehol der

survey diaked tOTlhﬁestﬂ@laolsl@rsupmdia@t Tﬂmﬂi’en‘sornme«ﬂlfqtﬂmt che)ffm@ltmlt)us itdizdd as t he

data relat interva cont. nu t.he canel u5| on of
Thie pr bl P HiorSyb L RanbFR0Y AHRURL AE0L BB on ) Prsf S

report s vhfati®dnalyis Heatile s aﬁ@ﬁiaﬁmuym@ddcewepwmﬁyfoc mmrsm&s révidl iy of
recommended steps such as checking i nformation about the sanple,

det er i APV f19% CampBtetd wHnben gl Ecommgadedsteps puchras chackinggpiopmatnabawhe

agaiygst gl dalethint AkaNoLAS i ShakhPnanL RIRRHSE) L b TRASl:fR naNkea
e RS AR i Byl ool et n i

che ing coe ent o erm | on erm née€ how nuc
var i ancetakamwitiep adlitionkhip amisalty esodsha, and Sﬁckmng lttye, contfeicnt ofdetamimmive (Of t he

| at ent vari abl es is conprised of a nunber of scale itens, the sanple data
is of s f5EuERt %YE’é‘déﬁﬂ“aéB?‘FaéPQWB vEBEes BNt s are present at a mini mum
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analysis process
items, the sample data is of sufficient size and correlation coefficients are present at a minimum

20 level, the variable analytics module 45 performs a confirmatory factor analysis process 62 to
determine if it is possible to reduce the number of scale items associated with each latent
variable to best represent the inter-relations among the set of variables. At the conclusion of
this process, the variable analytics module 45 automatically produces reports 50 for the user to
review.

25 Next, the variable analytics module 45 performs a multiple regression analysis process
63 which is comprised of a family of techniques that can be used to explore the relationship
between a single continuous dependent variable and a number of independent variables or
predictors. The relationships subject to examination are those defined in the specific
stakeholder relationship causality model 52 utilized to collect the stakeholder survey data. For

30  example, the drivers of customers’ behavioural intentions 20 can be identified through multiple
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explore the rel ationship between a si ngl e continuous dependent variable and
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al so”set's stringen m ni mum ues and nulticollinearity.
For i nstvariabdes hane or gedictirgrthaouteghesithe deppat¢it ivaimblocdndealed egl fesh tliche nodel
is required to have a mni mum R2 val ue of 70% and to be cleared of any
mul ti CO|PF?rﬁ(§hPrpfh§Ft'iH%§ correlation coefficient, more commonly known as R”. It is preferred
that the approach also sets stringent conditions for minimum R* values and multicollinearity.
For instance, in order for a regression solution to be accepted, the model is required to have a
20  minimum R* value of 70% and to be cleared of any multicollinearity issues.
Within the variable analytics module 45, a separate regression analysis is performed for
each component of the defined stakeholder relationship causality model 52. The regression
analysis performed for each component of the model allows for the identification of significant
variables that ultimately drive customers’ behavioural intentions 20. For example, the linear
25  regression performed on the experiential and attitudinal variables 18 identifies the subset of
variables that contribute most to the prediction of customers’ behavioural intentions 20 such as
repeat business and advocacy and therefore are likely to have the most significant impact on
actual behaviours and organizational performance 16. At the conclusion of this process, the

variable analytics software module 45 automatically produces reports 50 for the user to review

30 and interpret.
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Figure 7a depict re i nentati on o red enbodi ment
for the vhnghicimlgieb molalkiddnars eftdinead for fovaka refekbice aldaise & e rapertphbihor ance or

i npact each |latent variable has on custoners’ behavioural intentions 20 can
be. det er ni neditE oA ORISRt dr FRICBRAEI o HlespiFivaed SMBOG A IRBHT r om each
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variable has on customers’ behavioural intentions 20 can be determined from the standardized
20  Beta scores that are obtained from each of the multiple regression analyses 63. The
standardized Beta scores are used to calculate the relative impact of each latent variable within
the interrelationships defined in each stakeholder relationship causality model 52.
Consequently, the relative impact of each experiential and attitudinal variable 18 on
behavioural intentions 20 such as retention, repeat business and advocacy can be determined
25  discretely. Further, hypothetical shifts in customers’ behavioural intentions 20 are possible
by changing the performance of significant experiential and/or attitudinal variables 18 that are
found to be driving intentions and the predicted financial or other organizational impacts then
calculated.
In the preferred embodiment, the impacts calculation module 46 obtains the calculated
30 scores 64 (individual latent variable scores, ‘Strength of Relationship Index’ score and

‘Outcomes’ score) and related standardized Beta scores from the variable analytics module 45
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base. Calculated impacts of independent latent variables on linked dependent variables, as per
20  the specific stakeholder relationship causality model 52 utilized, form the basis for later
identifying and generating appropriate action plans designed to maximize organizational
performance 16.
Within this invention the impacts calculation module 46 is also utilized to predict the
impacts on the ‘Strength of Relationship Index’ and ‘Outcomes’ scores of hypothetical shifts in
25  the performance of specific independent and dependent latent variables and what this may mean
in terms of benchmarking performance against other organizations, industries or other
appropriate benchmarking units of measure such as peer internal workgroups and asset
portfolios.
In the preferred embodiment, data output from this software module is utilized, firstly,
30  asinput to the report generation module 50 and, secondly, as input to the action plan generation

module 48 which identifies and generates appropriate action plans.
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calculations 71, 72 and 73 from the impacts calculation module 46 to identify and rank the
independent latent variables from highest to lowest impact for each customer behavioural
20  intention 20 of retention, repeat business and advocacy. For each independent latent variable,
the action plan generation module 48 compiles a detailed action plan 80 from templates
contained in the linked action plan library 49, such action plans providing a comprehensive
definition of the respective independent and dependent latent variables, the expected impact on
the dependent variable by increasing/decreasing the independent variable by a single unit, and a
25 commentary suggesting specific actions the organization could consider in order to achieve
improved performance in the future. In the event of an appropriate existing action plan
template not being available from the action plan library 49, a detailed action plan 80 is
partially populated from available data and the remainder of the action plan manually authored

by the user and stored in the action plan library 49 for future use. Compiled action plans are

30  sent to the report generation module 50 from whence detailed action plans are produced and
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reports library 50a.

20 Figure 9b shows the processing steps for the report generation software module 50. The
report generation module 50 retrieves reports data for the purpose of compiling reports and
dashboards 90 representing the output associated with each of the stakeholder survey 41, user
interface 40, variable analytics 45, impacts calculation 46 and action plan generation 48
software modules. All reports and dashboards are stored in the reports library 50a for future

25  reference and use if required.

Figure 10 depicts the database schema of the stakeholder model library 42 utilized in the
preferred embodiment of the present invention. Those tables which are specifically used by the
stakeholder survey software module 41 to construct each stakeholder relationship causality
model 52 are depicted. Each use of the stakeholder survey software module 41 is regarded as a

30 project. Therefore, the project phase table 102 provides information such as project title and



reports library 50a. Figure 9b shows the processing steps for the report
generation software nodul e 50. The report generation nodule 50 retrieves
reports owoaofonesshe purpose of conpiling reports and dashaartgo®B3
representing the output associated with each of the stakehol der survey 41,
user interface 40, variable analytics 45, inpacts calculation 46 and action
pl an generation 48 software nodules. All reports and dashboards are stored
in the reports library 50a for future (Fference and use if required. Figure
10 depicts the database schema of the Stakehol der nodel |ibrary 42 utilized

in the péfefestd mehiRRRREINMRAGN Rendifte, PIrESROENd dhdelatd A othERpRfect AMt@s Whi ch
are specifically used by the stakehol der survey software nodule 4 1 to

const r udtfogrations Tak aredictiphase tibi j08rs hnlgd dathsapisalityrperisl table Hide depi ct ed.
Each use of tfﬂ czﬁltsgllﬁ? E%ldgletabl%lf{)x € ntiﬁg %u\@ﬁr od%rgﬂ&e% cﬁtaéaslﬁocfeflga%ﬁed ‘?1 as a
) e pro P abl e

project. Therefore | ec ase provi des 1 nformation such

as phoj eddntifierd h setamge ek elise oh@aderideethe relag@nhipahnd drlukttesttidd @rg, cstandrs dat e

and end date and other project related information. The Project phase tabl e
R

102 is Pphicsl hapkings datg g imersiplidrd aaghetaercgusalipyglaged jatarmationdddel t abl e
104 cont.al Hﬁgg r . [ L4er, a
setting%§%%§t%ﬁggwc arg%?%#?;ggH%ﬁ%$Pgﬁg??gﬁ%ﬁP§n§%%m?%gﬁ?&%§£§§¥ting (e.q.
cust onempsojandThetasdlitharokelrtghle 1dhtsdinkeditotthemmodd tvabsianghidel 1@hd ot her

causality related,infor ion that enables the stem user t | ect the

oSt - appr opr AAFE AN Oy IR T PgreR opard Bh PRy g Ll Te causal i ty
nodeh t abhigind YbhiversidnKREdtiRodeN@at A RORY s MehhOfhdtialtied @Gt od Gesal i ty nodel
52 can have nultiple versions and the nodel version table 106 contains such

ver si on esteblzhedandodledr netslehveason mia¢binfaraaeomihdt dndelas the ispyterd aser tapadect i me

establi shed and ot her nodel version related infornmati.qn th enab t he
e o TaSfof AP c{TRARY st Risro B Stk BERRIEY el uF OB ER; "
parti culigs iAindE& &t the THydelnREaitiodedbsd 008. t abl e 106 is |inked to the nodel
definition table 108. The nodel definition table 108 contai ns such

definition rdhapmedelfstaitionable H$ onvingspshiafingipndalaied apndel dénasthe er, date
o o ° SR . ) ont e
Seedd aneRtBPpITOaR bl SRRl ERN, IRMAES o 2G MahER A 201 ©

rel at ed liteft earailé anodidted with @t spscifibmodylsieéinitios and bibeisabdxt defiigommiited

appropriate causality nodel definition for a particular project. The nodel
def i ni t iJATRatign éhaf gaibles the fyRiem yset (releptipe st appropriate causality model

definition for a particular project. The model definition table 108 is linked to the latent
variables table 110.

20 The latent variables table 110 contains such latent variable related data as the name,
identifier and setting description for each latent variable associated with stakeholder
experiences 12, attitudes 14 and behavioural intentions 20 that enables the system user to select
the most appropriate latent variables for a particular project. The latent variables table 110 is
linked to the manifest variables table 112.

25 The manifest variables table 112 contains such manifest variable related data as the
name, identifier and setting description for each manifest variable associated with specific
latent variables which are to be used to measure stakeholder experiences 12, attitudes 14 and
behavioural intentions 20 and enables the system user to select the most appropriate manifest
variables for a particular project.

30 Figure 11 is an example of a report illustrating the data results generated by the variable

analytics module 45 for a particular sub-model of a stakeholder relationship causality model



vari ables table 110. The latent variables table 110 contains such | atent
variable related data as the nane, identifier and setting description for
each | at ewD 208wi9e85be associ ated with stakehol der experi entad20@/00a38i t udes
14 and behavioural intentions 20 that enables the systemuser to select the
nost appropriate latent variables for a particular project. The | atent
variables table 110 is |linked to the manifest variables table 112. The
mani f est variables table 112 contains such manifest variable related data
as the name, identifier and setting description for each manifest variable

associ atjggdl W thR exp@plefid depicdddnt sabadsi aab oaRr Yhiigildalah@sies BRodised with tiieasur e
st akehol der experiences 12, attitudes 14 and behavioural intentions 20 and

enabl es latend vanjahlesidetised byt dpya¢@atversien HoMasidelr 8912 Mod ViegmnP9md of yar i abl es
for a i I i i | Fepo il ratin
the dat 8 or P BRPE kg Yidls” bt REEMFRTT Lo PR lEROIGe o Rl 9
par t b culvatiatgeietamitel) and a plugdliak ehiaddpendenelagint oaiibiep (@BuUsl) dayisfamdal 104. | n

this exanple is depicted the scores and other statistical neasures
associ ateFvIes: fHaMIECBMNAFRPilShl es defined by a particul ar version 106

(Mbddef 0002 Th%’%lgﬁ/ﬁfcﬁﬁ-ﬁ&%&%s% _d@te.ﬁ}-iﬁ td & hridifd éﬁa&ﬁf& HioBul% l%g ,Se?k | ty nodel

104 (RB_Mort 00 I nvol ving a single dependent |atent varia retention)
and a plduphlyéed yndahcludedthp dedeptivd sdtastits deprdtiap hesn (@t pe@eytpgesabdies ftactardn,

benevol ence, comm tnent and conflict). The statistic asures, as

det o i ABGSGY THAUDRE 6T ARAPyE B HiuS 8 ire Blsrapsts B nel ude

t he jdesepirfhdiorestattsabd, floleiSufRRirg hld e TRAM (SHOH Swhid i HARIBIE BRRALSes $2@Ndard
devi ation and sanple size for each of the |latent variables nmeasured. Al so

di spl ayett extrectedhto ronk thelizdepenriest latehistarigbles hayvied the langeat gositive impadt bh theent s

fromwhich standardi z ta scores.120 are extracted tq rank t.he

| naependenyot PR Vohft, ol BEINAE 13 shav R by SBSRS edoleb TRt 0 ¢ e
dependepdcabe Rtentidh inadhl sestandBrdizt BeeXR07R| oF 0153 3 MO dxb@pleati¢ as@eytdhas the

| argest positive inpact on retention with a standardi zed Beta score of
0.513. mMhighHlktheindppsndentdyent yagrtdes hag ifvpiedistipg thetomicoms9é Berfisaendentdpten

var i;abl . i 1Ll t . .vari abl e
can Do Qi Cet e PRl oo AR ARE ST b 7T L B 5
found i mddaesummgtel satiohmary section. Had results for the entire stakehol der

rel ationshi p_causal i nmodel been generated rath
P Had results fto¥ the entire stakeholder relationsﬂip causa?'

1{y model been generated rather
than a sub-model, as depicted by the version and definition identifiers, the report would also
depict the scores and statistical measures for all latent variables included in the model and the

20 ‘Strength of Relationship Index’ and ‘Outcomes’ scores.

Figure 12 is an example of a system report illustrating the data results generated by the
impacts calculation module 46 for a particular sub-model of a stakeholder relationship causality
model 104. Using the data results generated by the variable analytics module 45 (see Figure
11), the impacts calculation module 46 uses the data output to calculate the relative impact of

25 each independent latent variable (advocacy, satisfaction, benevolence, commitment and
conflict) on the single dependent latent variable (retention). When combined with other data
extracted from the stakeholder profile database 47, in this example total number of customers,
current annual customer retention rate, new customer acquisition cost, gross margin generated,
gross margin growth each year, number of years each customer retained, discount rate and

30  target annual customer retention rate, the impacts calculation module 46 predicts financial

performance impacts such as customer life time value (CLTV) 140.



than a sub-nodel, as depicted by the version and definition identifiers,
the report would al so depict the scores and statistical neasures for all

| at ent vawoOabloawedsacl uded in the nodel and the ' Strengt RCoiAURe0000BBShi p

I ndex' and Qutcones' scores. Figure 12 is an exanple of a systemreport
illustrating the data results generated by the inpacts cal cul ati on nodul e
46 for a particular sub-nodel of a stakehol der relationship causality nodel
104. Using the data results generated the variable anal ytics nodul e 45
(see Figure 11), the inpacts cal cul ati’étn nodul e 46 uses the data output to
cal cul ate t hgth@hraizbd BetaRP&ed 1 1 ar@ 2pbrtedde paMde e ihadpeideny Ridnabr@ibles
(advocacy, satisfaction, benevol ence, commtnent and conflict) on the
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extract ?rfdegén%%tﬁ BcRh %pCi' & Ff R{siah&‘e ﬂ% f%?&%eedt hdeif {2 Ble@{ SofXappl e total
nunber o0 ustomers, current annual custoner retention rate, new customer
acqubsi tshtfacdos incregked Dy Inmitgihe igpme bargdat YLDSS walldbaalgosvt . Gheh year,
nunber of years each custoner retained, discount rate and target annual
cust ome£X¢BRIg AlSP BFPVides QuIPHE] sARSTPNEIhE AlFUAto8 QT MR lisHE dalugt s

fi nanci ' : 3 - | I (CLTV)

140. St a?ig%?g? gg{jﬁ%gfgr eﬁ%@?%?%%(g)ﬁgrrgﬁrug%%&ﬁ e H%dglpg gg%ﬁmngﬁgg%)na ependent

| at ent waddrabhdigonsogidchieg spuctfte admegeen irethe perfommpacd scores tofi hedeqpeaitient lateat ent

variable i.f each of the Beta,scores is in tly increased by 1 unit.
For | nstVATRbLes aisioc_ia%edr ’iﬂi’%"d bpjagss ?We‘ﬁﬁtgdggﬁ?g‘@'g're for satisfaction

i ncrgases by whildnhd invEfBnHAPB&H deitribePRAks fbehilepRraM tsinp e wilmRst 31% The
exanpl e al so provides output data concerning the cal cul ation of custoner

life tiappveibtge by cerrans sklipd imde artphasnainkions vaiatikehaldde madaficatipansiy be

condi tign current .CLTV, 142 nd under .canditio reflecti ecific
changes e e AERMiTTRa € b, PR ST b RB R Stesflia M PREBIAL
associ abestopk bhthe epeatioralsdenemsd aid feelop® ifthE\lalkhd HescMbid 1dveThervent i on
has been described in its presently preferred form it will be appreciated
by per s®fsersiepbpdisnents s gheagforey todie crnviteredis alaiespsets ahgluatdverandsel i cati ons
maylge rﬁ@sﬂfcti Q the invention as shown in the specific enmbodinents w thout
departing fromthe spirit or scope of the invention as described and as set
forth in the clains described bel ow. The present enbodi nents are,
therefore, to be considered in all respects as illustrative and not
restrictive.Clains: 1. A framework for representing the hierarchy, flow and
chain of effects associated with a



plurality of stakehol der experiences, stakeholder attitudes and stakehol der
behavi oural intentions and their |inkage to actual stakehol der behaviours
and or ganveaviomadseper f ormance, the framework conpri si ngca/A2oq0aloddsy of

| at ent experiential variables, a plurality of latent attitudinal variables,
a plurality of |latent behavioural intention variables, a plurality of

actual behavi ours and organi sational performance. 2. The framework of claim
1, wherein said plurality of |atent experiential variables represent the
measur ed experiences of stakehol derspslinked directly to a plurality of
Iatentcpgg wvioural intention variables and linked indirectly to a plurality
of latént Dehavioural intention variables via a plurality of intervening

| at ent1.at t i A didiveadorlyior rapidsestingzhe Wieearthyafrowond cledfin of effastsiasseqirsedsyVith 2ai d

plurality of |atent attitudinal wvariabl represen d attitudes
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| NtENt in@it¥AY ArdRh&SlinkaEs b dhual stbkdhpldef bétavients aat bidauihtierdal pefirmbhes
influenced by a plurality of |atent experiential, variables. .4 he

f r amevibe Kraptewerasomprisingaelaielityofileten experiential variables. am{urgliy oF 145eH o)

| nt ent &tgxgﬁ}’rﬁi LS 4 1Bt JatBRARHERSuaL iBteaiH FRTabie8lApliiaBRsofie@ar di ng

future avi ours of est to an organi zation, linked directly to actual
st ak ehbdhdeioutseind wrganisatiofal perfasmaende.t 0 an or gani sation. 5. The franmework of

claim]1l, whegreiLn sai luralit f t wal .St I . i repr esent
act ual 'behaﬂ‘%ﬁ?‘ge% rﬂioﬁffé%% W %rglélnsg@rpg%ﬁll@f? Fag(%ﬁ egferﬁfgﬁz;lg’ﬁlg%% y to
or g@Ni feptdsertahe MedshrxpaRncd. of akeloldure Wnkéd difectly & aplbralishef &itentsai d

or gani sati onal _performance i asur.ed a plurali fi nanci al and
non- f i hehariosral ftersiop yariapies tl’II’T’EE %nd*f@t%ﬁ@tpﬁga‘t%’f i%’géﬁaﬁbouéaﬁid neasuri ng
pheno ”ﬁ{ﬂﬂm%ﬁ%gﬁétﬁéseﬁa Wty B fetbdning Infeniiiaital demblexper i ences,

ol der

st akeh attitudes and stakehol der behavioural intentions for use in
assessBng t Mbe famewordsiof glaim fawheringridpluebtRtdeent agituding yaHrbles RS anni ng

for performanc tim | Qg th I Si; i o Ve and
depi ct :Ebr?gm%?%ﬁeglagﬁc{efl Ogﬁa%egplgﬁ{s’ @%@?@?gﬁ %%ﬂ@%f%&%%ﬁ%@éﬂgg i ng direct
angs i ngitémivh vadalsed, syphgheskigof eentatituding vhdadestinfhaanicehbes plusadifppet i ng

statistical test{if;i% O?[]:BCM | ected data , calculating the 'Strength of
Rel at i HERepParisARa Vadadtse and the Qut comes' score and identifying specific

| at ent gvari giil @ambivk@& of cldmhawBetehtlaal gaslipalitehtibehivipaal inenatisd akehol der s’
behavi oural intentions, actual behavi ours and

variables represent measured stakeholder intentions regarding future behaviours of interest to
an organization, linked directly to actual stakeholder behaviours of interest to an organisation.

20 5. The framework of claim 1, wherein said plurality of actual stakeholder behaviours
represent actual behaviours of interest to an organization, linked directly to organisational
performance.

6. The framework of claim 1, wherein said organisational performance is measured by a
plurality of financial and non-financial measures and metrics.

25 7. A method for modeling and measuring phenomena associated with a plurality of
stakeholder experiences, stakeholder attitudes and stakeholder behavioural intentions for use in
assessing the state of all manner of stakeholder relationships and planning for performance
optimisation, the method comprising identifying and depicting a plurality of latent variables,
jdentifying and depicting direct and indirect causal processes between the latent variables,

30 completing statistical testing on collected data , calculating the ‘Strength of Relationship Index’

score and the ‘Outcomes’ score and identifying specific latent variables likely to have the
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associ at ed organi zati onal performance. 8. The nmethod of claim7, wherein
said plurality of latent variables for each stakehol der relationship type
and ver siwo 200/d9638t i fi ed and depicted so as to represeprCTARIMAIBEE

st akehol der experiences, stakehol der attitudes and stakehol der behavi our al
intentions, with each |atent variable infornmed by at |east one manifest
(observed) variable to enable neasurenent. 9. The nethod of claim?7,
wherein said direct and indirect causal processes for each stakehol der
relationship type and version are identified and depicted so as to link a
plurality of latent variabl es representing stakehol der experiences,

st akelaigels positivd impdetonatakebeldirs heshdeipulsbintontions; agtual hebaviewhand 1 epr esent ed
by a series of struct ra% equations, to forma stakehol der relationship
caus al#ioFiafdprganizyonaper 6d of claim9, wherein the content of each

st akelyol derTHe@haiidduTeRiin 7¢ dtis@in dayd prodiity ofdatcetvariableetbr bachastadtabcldes e
schema. 11. The net hod of ¢l ai.m 10, erejn the database schema is |inked
t 05t haelotionsbipdypreandsarion i igsntifiod aptdepicted s I ERreSPtAPRIOBPAF| t y of tabl es
cal | e%&efl&?ﬁol@&%’x 55 cﬂ@%@?&ﬁk@l@ﬁ%@aﬁiﬁ@lﬁﬁﬂ diakeHBIAEH behaabal iFRARbnsy REt ieauh t abl e,
nodel detinition table, latent variables table and manifest variabl es

t abl e,laesictarioblewiforrhed by alilqasicaneynarniifertdgbsetvedhearigbletto epghlemeaspremgit et hod
of clgim7 erein hd .St : ' ' r f ch rel evant
st akehol der é’i‘%‘?do?if? %%S%%S%H %asé %%E%A({kgdf icttgélgngl eré%%%%bséf%egﬁl? to which
it IS faeBblgEetlhtivishlp typeamblcrsiai ad idtatified mdadepioted soas¢olisk aplkalisy of of t he

entire systemof variaples_and.for each causal. pr S repres din the
ey dATcYaERER TR eI SR e ot oRplBl A ERG PEFTARANNGT |

M Ni MR iBE MBRRISEO FéPeseitEd BEREAUR oF SRS al €y@kticlsadoi fOins a stléhobdeces
explalneg and standardi zed coefficients (Beta). 13. The nethod of claim?7,

wher ei ielagighshipedusalitamiodel- of the ' Strength of Rel ationship Index' score the
cal cul gt ed scor . [ 1] | ' BRGNS éduSali
B G SR ERoL B LGy, HHRI<eh e coREINE KA A GRc! SRUGRANS LI, | der

st akehol der “experiences r attitu excl udi ng stak
behavi muddllis derérendddiys) databesessehemal bef or e deducting the cal cul ated scores

for any negative |atent. variables,r sent.i ng .st.akehql de ] ences and
stbke hé -der & @th’ﬁ‘gggaalﬂfd” ’Fﬁ'gr%@ﬁ gg{ag?se & fl}ﬁ"% 2 l,im\ﬁ%i g g é]?ensrtas%?gﬁéﬂal cul ation
of t henEHiIGPHIRS andRRbAPHRA oFal plithhdy@d tables called the project phase table, causality

model table, model version table, model definition table, latent variables table and manifest

variables table, each of which is directly linked to the next table.

12.  The method of claim 7, wherein said statistical testing is undertaken for each relevant

20  stakeholder relationship causality model to determine the extent to which it is consistent with
the collected data in a simultaneous analysis of the entire system of variables and for each
causal process represented in the relevant stakeholder relationship causality model to
determine, at a minimum, the mean scores, percentage scores, correlations, variances explained
and standardized coefficients (Beta).

95 13.  The method of claim 7, wherein said calculation of the ‘Strength of Relationship Index’
score the calculated scores for the positive latent variables representing stakeholder experiences
and stakeholder attitudes (excluding stakeholder behavioural intentions) are summed before
deducting the calculated scores for any negative latent variables representing stakeholder
experiences and stakeholder attitudes.

30 14. The method of claim 7, wherein said calculation of the ‘Outcomes’ score the calculated

scores for the positive latent variables representing valued stakeholder behavioural intentions
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scores for the positive latent variables representing val ued stakehol der
behavi oural intentionsare sunmed before deducting the calcul ated scores for
any negaﬂWQéOVﬁP@ﬁf vari abl es representing ot her behavi SGTAVAHENE? ons.
15. The method of claim7, wherein said identification of the specific

| atent variables which are likely to have the |argest positive inpact on

st akehol ders' behavi oural intentions, actual behaviours and associ ated
organi zati onal performance is conpleted by reference to the results of the
statistical testing and calculations &s recited in clainms, 12, 13 and 14.

16. A system f onpi lin nd presenting data collection jinstrunents
associ a%/'éduwnﬁgg‘éfgfﬂn%fiﬁ?t}r%ﬁﬁ%?alﬁlﬁﬁ PROTEdPr ?"@I”&B@tﬁ’ﬁgﬁﬂ} veHallst i ty nodel s,
managi ngpatRing QL 6eH0BuR BR&R7\S, conducting statistical tests, variable
anal ytics and rnpacts cal cul ations, and generating action plans and reports

associ al®d whermethed off laim % vdferain saié ktshibeation péthieaperéfic latntikastabled shich

attigud 0 i . i.n [.on £ U | . assess|ng the
oL o Y R RTRE LRSS o RSO B B
per f or neehaeiooptahdasatinted ordanzatyrsil perfarorandd is cogplated dgirefetrenes foaheresalfs war e

nmodul e, st akehol der nodel library, a yariable t apbase, a stakehol der
profi e?ﬁﬁ? ﬁtﬁfé%’é?l tas‘%ﬁglapgﬁalf)‘Fl%tt"P“ISia%Fe&?’t?/%lmequl@ﬁna S? P?‘gf%r y, a language
conver si@n engidian fér cohpketdind hessatingdataS WRInGndREHHNE asfockRdd Wil 8 _
anal ytics software nodule, a inpacts cal cul ation software nodul e, a action

pl an” gePleradity efrtakshalderrelatienshipecansditiame dqls mangeing date coliecsion praesesodul e.
17. 1(5'_ h €condnkt sp%is&éaﬂeg?s iameaﬁgfgﬂc fﬁl'dqmﬁ?i&{: cdl ﬁ{ofxﬁ,caﬁd%%l{;%rm[geacg&gu' €
SsS to a ro a other s

conpri ses neafs for providing acc con over ystem
r el at edplsund andaemrisesiocgedavith 4 pluctlitpoistakbBolddirexpayaicesystakeholder attifiles wher ei n

i d stakehgl . 1] is utilized f tjing th tructi
and st of SO e TRbRr e Pt ot SSGnuR e YRRShal BPepat T o 1o
st akehoktgiesholdet @lationsg 'SQnH?SRﬁ)ﬁmg%ﬁ PerRRG AnFREE MO theSatetf compisigal 1ty of

dependent and i ndependent | atent vari abl es_ neasuri .n%ést akehol der

exper i eleBEerEey rejglodyle; ¢ stakrhsldsnmodsl dibeaiy) aovsriablen datalase. 41 stakeadder ons.
19. 1sThe,sYisd £MLaE ' -Wg@; [ ; l.der
rel ati o%s hli p&cggseéﬁildt&g/dﬁ]r%%elll 1's’ gg@é’?ﬁ?ﬁ%@%@@geﬁ a@g%g%%ﬁ%ﬁ% aI inked to
t he st akekebblder summyebitivatsrmedule, 20varigtle asafics soibware Inziduic] 8 jmpdvesr ei n t he
dat abas galéuﬁeﬁ%rﬂaso'ft&lar%%i d’ulles, %%Ct?(];n p af lgéjnrel?altilog %oi%];/are module and a report generation

software module.

17.  The system of claim 16, wherein said user interface software module comprises means
20  for providing access to and control over all other system related software modules and
functions.
18.  The system of claim 16, wherein said stakeholder model library is utilized for
supporting the construction and storage of stakeholder relationship causality models specific to
stakeholder relationship types, with each model comprised of a plurality of dependent and
25  independent latent variables measuring stakeholder experiences, stakeholder attitudes and
stakeholder behavioural intentions.
19.  The system of claim 18, wherein the content of each stakeholder relationship causality
model is determined by a database schema linked to the stakeholder model library.
20.  The system of claim 19, wherein the database schema is comprised of a plurality of

30 tables called the project phase table, causality model table, model version table, model
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tabl es called the project phase table, causality nodel table, nodel version
tabl e, nodeldefinition table, |atent variables table and manifest vari abl es
tabl e, eawb 20fo/osbiseh is directly linked to the next tablper/ad2d10/00bi83Syst em
of claim 16, wherein the variables database is utilized for storing

col l ected case data concerning the predeterm ned mani fest and | atent

vari ables that are indicative of specific stakehol der experiences,

st akehol der attitudes and stakehol der behavi oural intentions together with
ot her respondent characteristics. 22.p¢6The system of claim 16, wherein the
st akehol der profile database is utilized for storing other data ?@soci at ed

with sgefnitiontablealatanbyariablegtahlipandaneniferioiariables tblegeach o mhichiis dises

nonf i n%ggédathﬂpee%efxp{agpence nmetrics in order to support the determ nation of
predi cted”i npacts resulting from neasured stakehol der behavi oural

i nt ent 2ons. TR3syskineokslsite s, stherdirathmvaBablestriatabise is bitilizedtfoostorpigaollested ary i s

utilized for stori.ng_action pl.ans for ea | at ent, .vari.abl e... ed- on

cal cul &?s@diafarﬁ?%etr’él}lg the QfF‘geé‘?rR’t"ber&d’b?“il tsa88 esn:%rV a2 lfic'?t B’?tea "or Sg%t?‘zea&i onal

out COMBgecifZdstakbh6ldeyexipeiemts, elaRtHbldLp attivities endsthitbBoldepigshtsiotabingentioss
utilized for storing all reports generated by the system of software

nodul edogetinr withothey saspondent haEACIHIIEES- wher ei n” t he | anguage conversion engi ne

id th it i ; {oet ¢
provi des tngyg Eﬁ&ﬁbf‘?gﬁn Fg WheRdR HEREBIKERDIGR %cfm{e dstabae EltiRed foRBrokingt r umen

content fromthe Eng nguage | nto anot I'anguage better suited to
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user with options to convert data collection instrument content from the English language into
another language better suited to potential stakeholder respondents and convert all action plans
20  and reports generated by the report generation software module from the English language into
another language better suited to the system user and/or client.
26.  The system of claim 16, wherein the stakeholder survey software module is utilized for
formulating, designing and presenting relevant survey content via all manner of communication
channels to potential stakeholder respondents from predetermined stakeholder groups and
25  collecting data associated with a set of predetermined manifest and latent variables and
respondent characteristics for data analysis and reporting purposes.
27. A system according to claim 26, wherein the data collected comprises a series of
statements and/or questions to be answered in a predetermined manner.

28. A system according to claim 27, wherein the series of statements and/or questions

30  comprises multiple choice where each choice relates to a grade of answer.
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behavioural intentions and to optimise future organizational performance and outcomes.
32.  The system of claim 16, wherein the report generation software module is utilized to

20  generate and present suitable reports and dashboards for communicating the inputs and outputs
of the system.
33. A method for assessing the state of all manner of stakeholder relationships and planning
for performance optimisation, the method comprising generating and collecting appropriate
data, inputting collected data, generating output data, calculating impacts and generating output

25  data, and generating appropriate action plans.
34.  The method of claim 33, wherein appropriate data for selected stakeholder relationships
is generated and collected via all manner of communication channels to be analysed, the data
representing survey responses associated with a plurality of manifest and latent variables
representing stakeholder experiences, stakeholder attitudes and stakeholder behavioural

30 intentions as defined by one of a plurality of stakeholder relationship causality models together

with a plurality of other stakeholder characteristics.
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intentions as defined by one of a plurality of stakehol der relationship
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transferred froma variabl es database into a vari able anal ytics software
nodul e. 36. The nethod of claim 33, wherein the variable analytics software
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variable analytics software module, a impacts calculation software module and a action plan
generation software module.
41.  The system of claim 40, wherein the stakeholder survey software module is utilized for

20  generating and collecting via all manner of communication channels appropriate data for the
organisation’s stakeholder relationships to be analysed, the data associated with a plurality of
manifest and latent variables representing stakeholder experiences, stakeholders attitudes and
Stakeholder behavioural intentions as defined by one of a plurality of stakeholder relationship
causal models together with other stakeholder characteristics.

25 42.  The system of claim 40, wherein the variable analytics software module is utilized to
undertake a plurality of statistical techniques on the collected data to assess the state of
stakeholder relationships with reference to the calculated individual mean and percentage
scores and the calculated ‘Strength of Relationship Index’ score and ‘Outcomes’ score and
generate data output for use in the impacts calculation software module.

30 43.  The system of claim 40, wherein the impacts calculation software module is utilized to

calculate impacts of measured experiential and attitudinal latent variables on measured
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generate data output for use in the inpacts cal cul ati on software nodul e.
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46.  The system of claim 45, wherein the report generation software module is utilized to
take a plurality of output data sets from the other system software modules which provide the
basis for output reporting including reports, dashboards, performance modeling, benchmarking,
performance mapping, path optimisation, positioning of organizations, units within each

15  organization and teams within each unit. Path optimisation may comprise detailing a sequence
of actions related to specific latent variables designed to achieve improved stakeholder
relationship performance, actual behaviours and associated organizational outcomes. The

reports generated by the system may be provided in any form.
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